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baarogapaocrn

V Bcero ectb MPUYXHDBL 1 CIIEACTBUA. JIro6asg CUTYyallys, KOTOpas Mpousoljia ¢ HaMUu OaJICKO
B IIPOLJIOM, MOIJIa OIIPEACINTDL TO, I'I€ Mbl HAXOAUMCSH CETOOHA. 4 no cux IOP HE 3HAK0, MOXHO JI
Ha3BaTb CaM q)aKT BBIXOOa 9TON KHUTH YAa4HbIM CTEYCHUEM O6CTOHTCIILCTB, MJIN 3TO BIIOJIHE KOH-
KpPETHAasA 3aKOHOMEPHOCTb, HO £ FJIY6OI(O Y6C)KI[CH B OOJHOM: 0e3 J'IIO,ILCfI, KOTOpPBIC TaK WJIM UHAYC
MMpUCYTCTBOBAJIU B Moen JKHU3HH, €€ ITIOABJIICHUE OOJHO3HAYHO OBLIO OBl 3HAYUTEIHHO MEHEE BEPOATHO
1IN BOBCE HEBO3MOXKHO.

Hckpenne OnaronapeH:

1. Bceii cBoeil ceMbe: Mame, mare, Opary, cecTpe U JI0OMMOi1 KeHe.

2. Crapuiemy nokosieHuto: 0alOymkam u geayiikam. K coxaneHuio, MHOTUX yxke JIaBHO HET
B )KUBBIX, HO I XPaHIO CBETIYIO IaMsTh O HUX U OnarogapeH UM 3a ux Oe3rpaHryHbIA BKJIAJ B MOE
BOCIIUTAHUE.

3. Beem yunrenam u neparoram: YepHouenko Enene I'puropseBne, Bunreprep Haranbe
Huxonaesne, Tkauenko Enene Huxonaesne, Pycckux Onbre HukonmaeBne, AdanacbeBy Pycnany
[lerpoBuuy, MaiitakoBy AHatonuio Jleonnnosuuay, Bacunbuenko Haranse BuktopoBrae, PomaHoBY
Amnppero BiratumMupoBudy 1 MHOTUM JIpyruM. VIX ypoKu yCBOEHBI Ha BCIO KU3Hb.

4. Bcem cnopruBHbIM TpeHepam: banHoBy Ceprelo Hukomaesuuy, [lepeBsaHkuny Bacuimio
Tumodeesudy, AcenoBy Noparnmy I'ajxundadaesnuy, Axmeammny Uropio ['enHaapeBnay. Criopt
BOCIIUTBIBAET XapaKTEP M YUYUT HE CHABAaThCA Mepe]] TPYIHOCTAMHU.

5. Bcem ObBIIMM KoJuleraM M pykoBoautensam: TumodeeBy Muxamny, Epmak Kpuctune,
Boiiko Enene, Cepbix Eprenmio, dasbinoBoii Enene, TypuanunoBy I'ne6y, Illernosoit Ceemiane,
Ionuap Ceetinane, [TaxomoBoii Enene, I'putienko Okcane, Oneitauky Uropio, Cton6osckux Enene,
Kopao6neBy UBany, AunpeeBy Apremy, boiiko [lenucy, JIsxoBy AHTtoHy, ['amkueBy Paydy, [Traxu-
Hou Beponuke, Kyszemkuny Hukure, [lIBauynoBy Binagumupy, PakoBy Cepreto, IIputynosoi Bepo-
Huke, JlarytuHoit Ceetnane, TpyOoukuny AHtony, JIozoBoit Haznexne u MHorum npyrum. Kaxblit
OCTABUJI CBOU CJIE]L Y TTIO-CBOEMY IOBJIMSAJ HA MOIO KU3Hb.

6. Moemy asne — Eprenmio Hukonaesuuy. YesnoBeky, KOTOpbIi ObLT M OCTaeTCs 17151 MEHsI IIpU-
MEPOM.

7. Bcem moum apy3bsaMm. Mckpenne neHo kaxgoro. He nepeduncisio MMeH, OTOMY 4TO Bee,
KTO HaXOAMUTCS B 9TOM CIIUCKE, M TaK 00 3TOM MPEKPACHO 3HAIOT.

8. Bcem cBOMM ydyeHHKaM. Baiy OT3bIBBI M pe3y/ibTaThl BIOXHOBIISIOT MEHS Ha TO, YTOOBI ITPO-
J0JKaTh padoTaTh AaJIblIIe.
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IIpeaucaosue

4 ponmncs u Beipoc B cubupckom ropoge Kemepopo. K cuacTeio mim k coxkaneHuio, mocie
OKOHYAHUS UIKOJIBl Y MEHS He CJIOKHUJIOCh HUKAKOIO MPEJCTaBIeHUs O TOM, KeM Obl 51 XOTeJ CTaTh.
Bce kpyrom roBopuiiu, 4to I0pUCTOB M SKOHOMUCTOB OUYEHb MHOT'O, IOTOMY HYXHO HUCKaTh YTO-TO
Apyroe. §l TOUHO MOT TOWTH B YHUBEPCUTET KYJIbTYPbl M UICKYCCTB, [IOTOMY UYTO MOJDKU3HU 3aHUMAJICS
MY3BIKOH, OJIHAKO MEHsI yOSUIM B TOM, UTO Y HACTOSIIIIETO MYXKHKA JIOJKHO OBITh TEXHMYECKOe 00pa-
30BaHue, a My3bIKa BCET1a MOKET OCTaBaThCs MPEKPAaCHbIM X000u. 13-3a OTCYTCTBUS BHATHOM MO3U-
WY S PEIIWI, YTO ITIaBHOE — 9TO TOJyYHUTh BhICIIee 00pa30BaHKe, a HalpaBJIeHHe BOOOIIe He MMeeT
HUKaKOro 3HaYeHusl.

VauBuTeNnpHO OBUIO TO, Kak 51 BBIOMpPAJ CHEUMAIbHOCTb. $I MPOCTO MPOYMTAN BCE HA3BaHUS
U cKazal: «Bot 310 3ByuMT Herioxo». Tak s oKa3aJicsi B MUHCTUTYTE, B KOTOPOM OTYYMJICA IATb JIeT.
CrnennanbHOCTb MOApa3yMeBasa, YTo Mocjie OKOHYAaHUS 51 JOJKeH ObL1 MONTH paboTaTh MHXEHEPOM
M0 TEXHUKE Oe30I1aCHOCTH, HO, IIOHMMAs1, YeM TaM NPEeJCTOUT 3aHUMAThCS, M YBUIEB COBEPIICHHO
MU3EpHBIE 3apIlIaThl, KOTOPBIE MPpeaJiaraad Ha TOT MOMEHT, TTOHSUI, YTO HYXKHO YTO-TO CPOYHO IpH-
nymatb. EqMHCTBEHHBIM BapHaHTOM, Tjie Oosiee-MeHee MOKHO ObLIO 3apadaThiBaTh, OKA3aJICs BapH-
aHT paOoTHI B Ipofakax. Tyaa s 1 MomnelTaacs yCTPOUTHCS.

Bcio u3Hb 51 MO0 aBTOMOOWIIN, TIO3TOMY PEIIII ITONTH B aBTOCAIOH. YTOOBI Ty/a IMOMnacTs,
HYy’KeH ObUT O0raThlii ONBIT paboThl B Mponakax. K kaHmumartam npeabssisiuia cepbe3Hble TpeboBa-
HUsA. bpanu TosbKko TydImx.

41 ke He TONBKO He OBLI JIYUIIUM U3 JIYYIIHX, S BOOOIIEe HUKOI/IA He padoTal B Mpogaxax.

Sl co3pan pestoMe, OTIPaBUJI €T0 BO BCE aBTOCAJIOHBI, HO HE TOJYYMJI HU OIHOTO MpHIJIallie-
HUSA Ha coOecesioBaHMe. PervctprpoBasics Ha caifTax Mo MOMCKY paOOThl, OTKJIMKAJICS Ha BaKaHCUU
TaM — Toxe Oe3ycrienHo. BapuaHToB y MeHs1 ObUIO HEMHOTO, TI03TOMY, HE/IONTO AyMasi, s MOIIeN
BO BCE aBTOCAJIOHBI HOramH. I1ocsie 3Toro mosiBUMch nepBble MpHIIAeH s Ha cOOeceJOBaH S, YaCTh
U3 KOTOpHIX s OmarononyyHo npoBamwi. EctecTBeHHO, paboToaaTe M HUKOrga He ToBOpWIM: «Bbl
HaM He mojxoauTe». Yailie BCEro OHM 3aMEHsIM 3Ty (ppa3y Ha Oosee BexJMBYI0 «Mbl Bam mepe-
3BOHUM». A £, Oyy4d HEMHOI'O HaMBHbIM, UCKPEHHE BEPWJI, YTO OHU JEUCTBUTENILHO MEPE3BOHAT.
KoHeuHo, HUKTO He nepe3BaHuBall. Torjaa s caauiics Ha TejiehOH M HauMHaJ 3BOHUTH caM. [IbiTasncs
y3HaTh, KaKoe pellieHne OHM NPUHSIM OTHOCUTEIBHO MOEW KaHIuIaTypbl. B OOMbIIMHCTBE cilyyaeB
s OO He TOJTydYaJl BHATHBIX OTBETOB, JIMOO BOOOIE HE MOT JO3BOHUThCA. HO ofHaX I, MpocTo
IIPOXO/I1 MUMO OJIHOTO U3 CaJIOHOB, B KOTOPBIH 5 yKe OTIPABJIsI pe3loMe, 51 OLyMaJl: €CJIM He MOTY
JO3BOHUTBCS, 3HAUUT, CIIPOIIY JIUYHO. Bce paBHO HUYEro He Tepsio.

Kakum-To 4yoM OIMH U3 COTPYIHUKOB CaJIOHA MPOBOAMJ MEHs K Hy)KHOMY KaOuHety. Eie
Yyepe3 HECKOJIbKO MUHYT $1 yKe pa3roBapHBall ¢ PyKOBOAUTENEM IMo00pa MepcoHala, a elle yepes3
HECKOJIbKO MMHYT MPHUIVIACKIIM PYKOBOIUTENs OTAena npopax. Kak oka3aioch, UMEHHO B 3TOT
MOMEHT BMECTO OIBITHBIX MEHE/IKEPOB OHM HAOMpaJIi KOMaHLy 13 JIIOJIEH, KOTOPbIE HE UMEIOT OIIbITA.
Tax 51 okazascsi B aBTOMOOMIJIBHOM On3Hece. MOXHO cKa3aTh, 4TO MHE TIOBE3JIO OKa3aThCsl B HY/KHOE
BpeMs B HY)kHOM Mecte. Ho 4To-To MHE MOJICKa3bIBaEeT, UTO J1eJI0 OBbLJIO HE TOJIBKO B BE3EHUU.

HagepHoe, BaXHyI0 pojib CBI'PaJIM MOsI HACTBIPHOCTb, HAaCTOWYMBOCTh U ynopctBo. Ilocine
CUCTEMaTUYECKUX MPOBAJIOB s CTapaJiCsl HE ONYCKaTh PYKU M MCKaTh JpYyrue, HeCTaHJapTHBIE CIIO-
coObI Tyna nonacte. Ceifyac yke pefko KoMy IPHUIET B TOJIOBY UEsI O TOM, YTOOBI XOJHUTh METKOM
Y 3aXOIUTh B pa3Hble KOMIIAHUM, YTOObl B HUX YCTPOUTHCA. Y MEHs ke TOrAa APYruxX BapHaHTOB
HE 0CTaBaJIOCh.

Sl He ObLT JTy4dIIMM MEHEAXepoM Mo rnpofaxkaM. Eciu He yuuTbiBaTh (DaKT, 4TO 51 CMOT MpO-
JaTh aBTOMOOWJIb, KOTOPBIII OUEHb JOJIITO HUKTO HE MOI IPOAATh, TO OTHOCUTEIBHO CTAPLIMX KOJI-
JIer, KOTopble paboTaM OYeHb JaBHO, MOU PE3yJIbTaThl ObLIM JOBOJBHO CKPOMHBIMU. OIHAKO Jaxke
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HECMOTpsI Ha 3TO, s1 MHOTOMY TaM Hay4HJICs, 32 4TO JI0 CHX IOp OYeHb OJlarogapeH Moemy MepBoMy
pykoBoguremmo — Muxaniny MemkceToBuuy.

CrycTst HEKOTOpOE BpeMsi OMH MO XOPOIIIHI TOBAPHUILL paccKa3asl O KOMIIAHUU, B KOTOPOI OH
pabotaer. VX HanpaBieHHe MOKa3aJIoch MHE I0OBOJIBHO MHTEPECHBIM, U s pELIHJI YUTH Ty/Ja, TIOTOMY
YTO B aBTOMOOMJIbHOM OM3HECe OKOHYATEIbHO HACTYIIHII KPUBKC.

[Tpomen nepBbie STanbl codece0BaHu 1, AyMasi, YTo paboTa y MeHs yxke B KapMaHe, Haruca
3asiBJICHUE Ha YBOJIbHEHHE B aBTOCAJIOHE. []0 CHX MOp MIOMHIO CJIOBA PyKOBOIUTES, KOT/a s1 COOOIINI,
YTO X0Uy YBONMUTHCS. OH CKa3asl Tak: «TO TBOS KU3Hb». U 51, y)Ke HaCTPOUBIIKCH HA IPYTYI0 padoTy,
yuied.

Ho mos pamocts ummtack Henonro. Ha nocnenHem stane codeceoBaHUS MHE CKa3ajd, YTO
10 psijly IPUYUH OHM HE MOTYT MeHsI B35iTh. Tora 3To Mpo3ByYasIo Kak IpoM CpelH SICHOro Heda.
[Tytr K oTcTyIIeHHIO He ObUTO. S He MOr BEpHYThCSI 0OpaTHO. DTa HOBOCTh AaBTOMATUYECKH JeJIaja
MeHs1 0e3paboTHBIM. Takas mepcreKTiBa MeHsl TOYHO He pajoBaia. 1 He XOTesn 3aruchiBaTh ceds
B psiIbl HEYTAUHUKOB, KOTOPBIE MTPOBAMBAIOT coOece1oBaHMsI. I OUeHb XOTel MOMyYUTh STy padoTy.

[IpsiMO B MOMEHT pa3roBopa Mo MO3T Hauasl aKTUBHO CKATh BO3MOKHbBIE BAPUAHTHI PEIICHUSI
3TOM Mpobiembl. Toraa s He MpUAyMal HAYero JIydile, YeM MpOCTO 33/1aTh PYKOBOAUTEIO BOIIPOC
npsiMo B J100: «YUTO 51 TOMKeH caenarh, YTOObl BBl MEHSI B35 7»

310 cpadorano. [lociae HeOOBIION May3bl MHE O3BYYMIIA YCIOBHUSI, HA KOTOPHIX OHU TOTOBBI
ObLTA MeHS B35Th. YacTh STUX YCIIOBUH s BBITIOTHUJI CaM, C APYTOM YacThio TIOMOTJIH KOJUJIETH, 32 4TO
UM orpomHoe criacu6o. Tak 51 ycrpousics B b2b-HarpasieHre. Mbl npoaBaiy yCIyry CBSI3H IS
OusHeca.

Xody cKa3arh, YTO 3TO OBUIO XOpOIIIee BPeMs, U s IO CUX MO C HOCTAJIbIUEH 1 YJIHIOKO Ha JTUIIe
BCIIOMHMHAIO HAIIly KOMaH/Yy.

Uepes HEKOTOPOE BpeMsI YCIIEXH B padOTe CTald CMEHSAThCS IIpoBajiaMu. Sl OYyBCTBOBAI, UTO
HavyaJ BHITOpaTh, U MHE MPUIILIOCh HAITKCATh 3asiBJICHUE HA yBOJbHEeHHUe. Torma ass Bcex padboTaio
eIMHOE TIPABIJIO: «HEBBITIOJIHEHUS TUIaHA MPOJAXK = 3asBJICHUE HA YBOJILHEHHE.

B 37011 ke KoMIaHUM MeHsI TPUTTIACUIIA 3aHUMAThCs1 KOHTPOJIEM KauecTBa 0OCITy KUBAaHUSI KU~
eHTOB. TaM MbI He TOJIBKO MTPOBEPSIN, HACKOJIBKO PaboTa COTPYAHUKOB COOTBETCTBYET MM HE COOT-
BETCTBYET YCTAHOBJICHHBIM TPaBHJIaM, HO U CTapaJIMCh CIEJATh BCE, YTOObI KJIMEHTHI MOTyYay JIyd-
IIMI B MUPE CEPBUC.

Cryctst BpeMms, ke U3PsIAHO TIOAYCTaB M HaXOASICh B MOAABIEHHOM COCTOSIHMM OT TIOCTOSIHHOM
PaboTHI ¢ kanodamMu U KOH(IMKTaMH, s IPOJIUCTHIBAJ HAIl BHYTPEHHUI KOPIIOPATUBHBINA MOPTAT
Y yBHJEJ BakaHCUIO: «B yueOHbII IIeHTp TpeOyeTcst TPEHUHT-MEHeKep». DTO YesOBEK, KOTOPHIi
JOJKeH ObUT IPOBOAUTH OOYYAIoIe TPEHUHTH 11 COTPYJHUKOB.

[ToObIBaB HA OrPOMHOM KOJIMYECTBE HE TOJIbKO BHYTPEHHUX, HO M BHEIIIHUX TPEHUHIOB, 5 yKe
MMeJ IPE/ICTaBJICHUE O TOM, YeM MPEICTOUT 3aHUMAThCsl. YuTast onrcaHre BaKaHCHH, sl HaYasl y3Ha-
BaTh ce0s: «ITO 51 MOy, 3TO s yMelo, TO sl BUJEN, KaK JeJaercsi, 3ToMy Hay4dych...» U torma s
noxymMait: «A nodyemy Obl He morpo6oBath? Bee paBHO s1 HUYero He Tepsiio». ['0TOBMIICS 51 JONTO,
MPOIIEST HECKOJIBKO 3TAroB cOOeceJOBaHusI, TPOBEJT IEMOHCTPALIMOHHBINA TpeHUHT. Torna s moHsi,
YTO BBICTYIIATh HA CLIEHE C TIECHSMM U BBICTYTIATh Mepell ayTUTOPHEN C TPEHUHIOM — 3TO JBE Pa3HbIe
Bemmy. OnbIT BHICTYIUICHUS Ha CLICHE HUKAK He TIOMOT CIIPAaBHUThCS C BOJTHEHHEM. TeM He MeHee Tpe-
HUHT s TIPOBEJT YCIEIIHO U CPeIr MPUMEPHO ABAALATY KaHJUJATOB BHIOPATN MEHs, 32 UTO 51 JI0 CUX
nop OarogapeH BceM, KTO TPUHUMAJT YYacTHe B 9TOH OLICHKE.

[Mocne 3T0r0 51 ¥ MOM MO3I IPEBPATUIIMCHh B OTPOMHYIO I'YOKY, KOTOpast JOJKHA ObLiIa BITUTHI-
BaTh MH(POPMAIIMIO CO CTPAIITHOM CHJION M CKOPOCTBIO.

S yamsicst 0coOeHHOCTSIM 00YYeHHs B3POCIIBIX JIONIeH, 0COOSHHOCTSIM IPOBEICHNsI TPEHUHT OB,
TEXHOJIOTHSIM IIPOAAX, yIPAaBICHUYECKIM HAaBbIKaM 1 MHOTOMY APYroMy. £l cMOTpes Ha CTapIimX KO-
JIeT ¥ CBOETO PYKOBOAMTES, 3aJaBaJl ThICSYM BOIIPOCOB, MPOXOAWIT JOTIOJTHUTEIbHBIE KypPChl U Tpe-
HUHTH, YATAJI KHUTH 110 STUM TeMaM 1 CTapaJicsl y3HaTh U IOMPOOOBATh BCE, YTO TOJIBKO OBLIO MOKHO.

9
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VIMEeHHO B 3TOT MOMEHT sI Ha4aJl CMOTPETb Ha MTPOJAKH CO CTOPOHBI, HE KaK MPOJIaBell, a Kak TpeHep.
W umeHHO Torzia KO MHE HayaJlo MPUXOAUTh IOHMMAaHHUE, YTO HYKHO JIeNIaTh ¥ KaK HYXKHO IPOJIaBaTh,
YTOOBI B UTOre KJIMEHTHI COIIAlIaInCh. BUIUMO, He 3psi TOBOPST, YTO, €CJIM Thl XOUelllb B YeM-TO
MO-HACTOAIIEMY pa3o0paThesl, Tebe HyXKHO Ha4aTh STOMY y4UHTh. Tak y MeHs M MOIy4msioch. Yem
oonblie s 00ydat, TeM OoJbIle U ITyoKe caM MOHUMAN TeMy, KOTOPYIO MPernojan. A 4eM riyoxe s
ee MOHMMAJI, TeM IPOIIe MHE ObUTO OOBSCHSITH.

Uem riyOske 51 OTpysKajics, TeM MHTepecHee MHE CTaHOBHWJIOCH. [1pofgaxku OTKphIBAIUCEH IS
MEeHsI BCe C HOBBIX M HOBBIX CTOPOH. §I MOr yacamMu CMOTpPETb BUIECOYPOKH JIyUIIUX CHEIHaTNCTOB
10 TIpOAaXaM M HU KarljIi IIPY TOM He yCTaBaTh. 3a 3TO BpeMsl 5 IPOYUTAII OTPOMHOE KOJIMYECTBO
KHUT TIO TeME U He MOT OCTaHOBHUTBCS. §I MCKaJ JIydllre TeXHOJIOTMU M TEXHUKH MPOJaXk, YTOObI
y3HaTh X CAMOMY M TIOJEIUTHCS CO CBOMMH YUYCHUKAMH. A YTOOBI IIOHSTh, KAKUE METOMbI, ITOAXOIbI
Y TEXHUKHU PadOTaIoT, 51 BMECTe C HIMU BBIXO/IMII K KJIMEHTaM | poOoBasl Bce Ha pakTuke. [Tosromy
CITyCTsI BpeMsl CTaJIO MOSIBJIATHCS YETKOE NMOHMUMaHKe, 4To padoTaer, a 4yto HeT. MIMeHHo Torma s
TIOHS1T, YTO CTapble TEXHUKH MPOJAX U3 AMEPUKAHCKUX yUeOHUKOB 324acTyI0 padOTaIOT OYeHb II0XO.
A 3Ha4UT, HY’)XHO OBUIO CO3JaBaTh CBOM.

HakornuB HeKoTOpBIN Oarax 3HAHWN, YMEHHI, OMbITA ¥ YBEPEHHOCTU B ceOe, s TIOHSJI, YTO
HE XO4y Ha 9TOM OCTaHABJIMBATbCS. MeHs KaTeropuueckd He YCTpauBajM Te 3apIUIaThl, KOTOpPHIE
npeaarany paboToaTeN M B MOEM POJHOM T'OpOJIE, U TIO3TOMY 51 Havasl AymMaTh O TOM, YTOOBI Iiepe-
exaTb B OOJIBIIION TOPOYI.

OpHaxIpl KO MHE TOZIONIEN OTell M CKas3al, YTo yaamwi 3y0. S1 cmpocui y Hero: «A 3auem?
Henpb3s Obuto ciactu?» OH oTBETHI: «MOXKHO, TOJTBKO Y MEHSI HET TaKUX JIHEI». — «A CKOJIbKO ObI
CTOMJIO ero cracTu?» — nountepecoBaics . OH ckazan: «Copok Teicsid pyoOsei». B 3Tor MomeHT
K MOEMY TOopJly TIOIKATHJI OOJIBIIION KOM, a T7la3a Havyald KpacHeTh U HaJIMBaThCs ciie3amu. S momy-
Maut: «Heyxkesm Mbl HACTOJIBKO HUIIKE, YTO He MOXEeM TIO3BOJIMTH ceOe BBUICUUTh OIUH 3y0?» B TOT
MOMEHT s Too0eran cede, 4To cesal BCe BO3MOXKHOE, YTOObl HU 51, HU MOW JIETU, HA MOH POIH-
TeJIM He HYKIAJMCh B JeHbrax. HecMoTpst Ha BCIO CBOIO JIIOOOBb K POAHOMY T'OpPOJ1Y, B STOT K€ AEHb
sI OKOHYATEJIbHO PEIINI, YTO HEe XOUy OCTaBaThCsl TaM, Te JIOOM C BBICIIUM O0Opa3oBaHHUEM, C HOp-
MaJIbHON paboToil He MOTYT ceOe IMO3BOJMTh 3aIUIaTUTh 3a JICUeHHe OJHOTO 3y0a.

W3yunB pbIHOK Tpyna, st OBICTPO TpHINET K BBIBOAY, YTO 3apadaThiBaTh HEIUIOXUE NEHBIH
MOXHO TOJIBKO B MockBe. §1 yBonmICs ¢ pabOTBI, Tpojaj CBOM aBTOMOOWJIb M Ha 9TU AEHBI'M TIepeexal
B ctonuily. Ha 911 ke IeHbI| s K1, oKa He TpyaoycTpowics. Ha 3To Bpemst Moeit OCHOBHO# pado-
TOH CTaJI MOUCK padoThl. Yepe3 HEKOTOpoe BpeMs 51 yCTPOMIICS B KOMITAHUIO, B KOTOPOM MpopadoTat
MIOYTH TPH TOfAa. 3a 3TO BpeMsl s He TOJIBKO He CTaJ JIIOOUTh MPOAaXy MEHbIIE — JTI0OOBb K STOMY
HAaIlpaBJIEHUIO pociia ¢ KaXAbIM JHeM. S mpomosskan o0ydyarbesi, CMOTPETh KYPChl M BUJEOYPOKH,
MPOJOJIKAJ YUTATh KHUTH TI0 9TOH TeMe, MPOOJIKAN JEeTUThCS TOMyYeHHBIMU 3HAHUSIMU C YYCHU-
KaMH U CTapaJicsi IPUBUTH UM JIIOOOBb K MTPOJAKAM.

3a 3T0 BpeMms s ycIesl MPOaHaIU3UPOBaTh THICSYM 3BOHKOB MEHEIKEPOB. DTU 3BOHKU OYEHb
SIPKO TIOKAQ3aJI1, KaKKe MOAXO/bl M TEXHUKH PabOTAIOT OYEeHb XOPOIIIO, a KaKKe He padoTal0T COBCEM.
4l ycnien 1okasarhb, 4TO TO, YEMY 51 YUMIJI MEHEKEPOB, HEe TIPOCTO OBLJIO MOJIE3HO, a BIMSIIO HA JEHBIH
KOMITAaHWH 1 3apIUiaThl caMUX MeHekepoB. Pocim oObeM, cpeHuil yek u KoHBepcus. S1 okoHua-
TEJIbHO TIOHSUI, YTO TPOAAXHU — 3TO HE CIYYAHHOCTb. S YIOXWII B TONOBE, YTO MMEHHO M KaK HYKHO
Aenath, YTOObI MPOABATh C OOJBIIEH BEPOSITHOCTHIO. 32 9TO BpeMs 5 yCIeN MPUAyMaTh OrPOMHOE
KOJIMUECTBO TEXHHUK MPOJIAK, KOTOPBIE MOKA3aJIM OTIIMYHBIN pPe3yJIbTaT, M YCOBEPIIEHCTBOBATD TE TEX-
HUKH, KOTOpbIE YKe 3HAJI.

Koraa Hakoruicst onpenesieHHbIi OMbIT, MHE 3aX0TeJIOCh €r0 CHCTEMaTH3MPOBaTh, CTPYKTYpU-
pOBaTh U HAYATh ACIUTHCS HE TOJIBKO C MEHE)KepaMy CBOel KOMITAHUH, HO M CO BCEM MHPOM.

[Nonyyast 3BOHKM OT MEHEIXKEPOB PAa3HBIX KOMIIAHWM, sl TIOHSUI, YTO MPUSTHO Pa3roBapHBaTh
TOJIBKO C eirHALAMH. OT GOJIBITMHCTBA Pa3TOBOPOB 51 HAYMHAIT UCIIBITHIBATH (PU3NUECKYI0 60J1b. VIHO-
I71a MHE TIPOCTO XOTEJIOCh 3aTKHYTh YIIIU, TOJIbKO YTOOBI 3TOTO HE CIIBIIIATh. MHe ObLIO CTBIIHO 32 TO,
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Ha KaKOM HM3KOM YPOBHE HaXOJISATCs Y HAC B CTpaHe KOMMYHHKAIIMH, CEPBUC M TIPOJIAKH. DTO O3HA-
4aJio, 4To JIMOO OOJIBIIMHCTBO MPOIABIIOB HUKOI/A HEe YUMJIUCH MTPOIakam, JTMOO UX ITOMY 00ydaiu
TaKUe e JUJIETAHThI, KOTOPbIE CAMH HUYETO B 3TOM He CMBICIIAT. MHE O4eHb XOTeJIOCh KaK-TO Ha 3TO
noBUATh. [T03TOMY 51 HAYas MUcaTh KHUTY M TOTOBUTH KYPChI TIO TeMe MPOJaXx.

C nercTBa sl MeUTaJT O TOM, YTOOBI Pa3BUBATh COOCTBEHHOE J1e710. Ha 3TO MeHst BIIOXHOBHJT MO
Isi71s1, KOTOPBIA BCIO JKM3Hb MOCBATHII OM3HECY. S Mpoaas CBOi JIIOOUMbI MOTOIMKII M Ha BHIPYUCH-
HBIE JICHBI'M HavyaJl cTpouTh Kommanuio Skillomania, 4TtoObl 000# KeIalomuil Mor OBICTPO M TIPO-
(beCCHOHAIBHO HAYYUTHCS TIPOAKAM.

YTtoOBl KaYeCTBEHHO CTPYKTYPUpPOBaTh BCIO MH(OpMAIIHIO, MHe TOTpeOoBascs roj. Pesyib-
TaTOM 3TOTO roja CTrajau rorosbie Kypchl «IIpomaxu u neperosopel X» u «IIpogaxu or A no f»,
Ha OCHOBE KOTOPBIX U CO3[]aHa 9Ta KHUTA.

MHe 04eHb XOTeJIOCh, YTOOBI YeJIOBEK, KOTOPbIN MPOIIIe)T Hallle 00y4YeHHe, MOT padoTaTh B KOM-
naHu JoOoro ypoBHs. [ToaToMy, mpex/ie 4eM COo3/1aBaTh KypC M KHUTY, sl 3aHUMAJICS UCCIIeI0Ba-
HHEM pbIHKA TpyJa. 5 aHaIM3UpoBas, Kakue TPeOOBAHUS MPEAbSABISIOT JIyUIhe KOMIIAHUM HAIer
CTpaHBl K KaH/AWATaM, ¥ Ha OCHOBE UX TPEOOBAHUIA CO3/1aBaJl BECb HEOOXOIMMBIN MaTepHal.

HepaBHo s mnomyuun creneHr MBA 1o crenuanuzanusM  «YIpaBieHUE Mpoaaxkamu»
U «YTIpaBJieHre NepcoHaIoM» . B BBITYCKHO# padoTe s MoKa3asl, 4To UCHOIb30BaHME TEXHUK MPOJIAK
CIIOCOOHO 3HAYMTEIIHHO YITyUIIUTh TOKA3aTe M MPOJaX KOMIAHUU. [1py 3TOM s TIOHSLI, YTO He 3HAIO
HU OJIHOTO BY3a, KOTOPBIN Obl BBIITYCKAJI CIIEIIMAIMCTOB 10 TipoiakaM. He ynpaBieHIieB, CriocOOHBIX
YIPaBJIATh POAXaMH, a IMEHHO PSIIOBBIX COTPYIHMKOB. Ha Moii B3IJisi], UMEHHO 103TOMY OOJIb-
IIMHCTBO JIIOZICH MPOJAIOT KaK yMEIOT, Ha UHTYUIMU. 1 MIMEHHO B 9TOM s BUKY KOPEHb BCEX MPO-
Onem. Jlomu, KOTOpbIe HUKOT/IA He YUYKJIMCh TIPOJIaBaTh, KAK MPABUJIO, IEJIAI0T 3TO OYeHb HABS3YMBO
U, TOBOPSI TIPOCTHIM SI3BIKOM, TONOPHO. V1 yeM OoJiblle TaKuX JIIofIeH, TeM OoJbllie HeoBepue ooIie-
cTBa K camoii rpodeccru. [TooOIaBIICh ¢ TAKUMU MTPOAABIIAMH, JIOJH MPOCTO BEIIAIOT OAUH OO0JTb-
ITIOW SIPJIBIK Ha BCEX OCTAJILHBIX. MHe Obl 04€Hb XOTEJI0OCh U3MEHUTD 3TY TEHICHIIHIO, TIO3TOMY ceiyac
sl M Hallla KOMaH/Ja TOMOTaeM JII[sIM OBICTPO TOMYYUTh HEOOXOAMMBIC 3HAHUS U YMEHHUSI, TSI TOTO
YTOOBI HAYATh TIPOJIABATH MPOGECCHOHATIEHO, Oe3 HABSI3BIBAHUS M JOOUBATHCS BBICOKHMX PE3Y/IbTATOB.
[ToMKUMO KypCOB, MBI ITPOBOJMM KOPIIOPATUBHBIC TPEHUHIH, YTOOBI TOMOYb KOMITAHHUSIM YBEJIUYUTh
NOKa3aTesIi, HACTPAUBAEM MPOLIECChI, CO3/1aeM BHICOKOKOHBEPCUOHHBIE CKPUIITHI, CLIEHAPUH TIPOJIAK
Y TIPOBOJIMM MH/IMBUIyaJIbHBIC KOHCY/IbTaImu. Eciii Bam BOpyT TpeOyeTcst MOMOIIb B 3THX BOIPOCaX,
BBI BCET]a MOXKETe K HaM 00patuThcst. KOHTakThI Bl HaiizieTe B pasaese «O0 aBTope».

Sl cyacTIUB, YTO TIOMOTAIO JIIOJISIM CTAHOBUTHCSI HACTOSIIMMHU TPO(eCcCHOHaIaMu CBOETO Jenia
Y 4TO C KaXKbIM JJHEM PACTET YKCIIO TeX, KTO CIIOCOOSH MPoJaBaTh rPaMOTHO M CUCTEMHO. 51 6e3yMHO
paj1, 4To CrocoOeH MOJIOKHUTENBHO BIIMAThH Ha 3apab0TOK JIOJEH U KaYeCTBO MX KU3HU. 51 4yBCTBYIO,
YTO HAXOXKYCh HA CBOEM MECTe, M MEHsI TPEeT MBICIb, UTO sI He JaI0 JIOASAM phIOy, a JIalo YIOUKY U y4y
UX phIOaYUTh. A 3HAYUT, OHM HUKOTA HE OCTAHYTCS TOJIOIHBIMHU.

HenaBHO s MOHsI: MHE OYEHb TMOBE3JIO, YTO KOTJA-TO S 3aKOHYMJI MY3BIKAIBHYIO MIKOTY
U MO CTEUCHUIO OOCTOATEBhCTB IMOMYYHJ 0Opa3oBaHUEe WHKeHepa. Bpome Obl qBe nuaMeTpaibHO
MPOTHBOIIOJIOKHbBIE NESTeJIbHOCTH: OJHA — KpeaTHMBHAs U SMOIMOHAJIBHAS, JIpyras — JIOrHYecKas
Y CHCTEMHasi, HO OHU MPEKPACHO JOMOJHSIOT JPYT JIpyra U MO3BOJISIOT 331efCTBOBATh 002 MOJTyIIIa-
pusi TOJIOBHOTO MO3ra. B My3blke — UyBCTBa, SMOIIUH, TBOPYECTBO, Y MHKEHEPA — CXEMBI, IIPABIJIA,
JIOTMKA M CUCTEMa. DTO UMEHHO TO, YTO 3aJI0KEHO B MOIO CHCTEMY TIPOJIAX.

Sl rmyGoko yOexjieH B TOM, YTO He CYIIECTBYET UJIeabHOro Mpoaykra. Kak roBopurcs, HeT
npejesa COBEpIICHCTBY. B MOIBITKE JI0BECTH MPOAYKT A0 MACATBHOTO COCTOSTHUSI MOXET TPOUTH
TIOJDKU3HU, M OH ITPOCTO MOTEPSIET CBOIO aKTYaIbHOCTh. [109TOMY, BHIOMpAs MEXK/1y TeM, YTOOBI BBIITY-
CTUTh 3Ty KHUTY Ceilvac, ¥ TeM, YToObl MopaboTaTh HaJl Hel ellle Toj, sl BHIOpasl epBbIil BApHAHT,
MOTOMY UTO B Hallle BpeMsi OOJIbIIOe 3HAUCHHUE MMEET CKOPOCTh. YUUTBIBAS MOU YpOBeHb NiepheKITu-
OHM3Ma, TO PellieHHe JAJIOCh MHE HeJlerko. 1 0YeHb cTapajicsi M BIOXHWI B Hee He TOJIbKO CBOM 3Ha-
HUSI, HO U Jty1iry. [1py 9TOM, y4uTBIBas1, 4TO 3TO MOSI TIepBasi KHUIa, YBEPEH, UTO OHa He Oy/IeT ujieab-
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HOU BO BCEX OTHOLIEHUAX. Beerna MoXHO caenaTh UyTh JIyyllle M HAailTh 30HbI pocTa. Llens kuuru —
HE IIPOJEMOHCTPUPOBATh MOE KPACHOPEUUE U YMEHHUE CO3JaBaTh 3aXBaThIBAIOIINNI CLIEHAPUNA. DTO
JAJIEKO HE POMaH, KOTOPBIH CO3/1aH Ul IPUATHOTO BPEMANPENPOBOKIECHUSA, @ IPO(ECCHOHAIbHAS
Ou3HeC-IMTepaTypa ¢ KOHKPETHBIMU MHCTPYMEHTAMH KOMMYHUKAIMU, KOTOPBIE TIOPOM MOTYT OBITh
HEMHOIO CKyUHBIMM M 3aHyIHbIMU. [ToaTOMY momnpoliy Bac, I0porve YuTaTesu, He OLleHMBAaTh MO
nucarteabckuid TajanT. OLieHUBaiiTe UHCTPYMEHTBI, KOTOPbIE Bbl HaiijieTe, U UX (PHEKTUBHOCTD.

JI71s1 TOro 9To0bl MOMYYUTh MAaKCUMAJIBHYIO TIONIb3Y OT KHHUTH, HE JKAWTE, IOKA JIOUNTaeTe ee
10 KOHIIA, 4TOObl IPUMEHUTH 3HaHUs. HaunHaiite neiictBoBath cpasy. Boinensiite MbIciu, KOTOpbIe
MOKaXyTCsI BaM UHTEPECHBIMH, KOHCTIEKTUPYIUTE U MTpoOyiTe. YBEpeH, UYTo BpeMsi, KOTOpOe BbI MTPO-
BeJ/IeTe 32 UYTEHWEeM 3TOW KHMIHU, CTaHeT Ul Bac MHBECTHUIMEH B cedst M cBoe Oyayiee. A NEHbIH,
KOTOPBIE BbI BJIOKUJIM, OKYISATCS MHOTOKPATHO. 7Kesaio IpusaTHOro MpOYTEHUSI.
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HaBbik 1.
3HaHue OM3HeC-I3bIKa

BonbmHCcTBO Mpo6ieM B MUpE MPOUCXOAUT U3-3a TOTO, YTO JIIOAM HE MOHUMAIOT WJIM TUIOXO
MOHUMAIOT ApYT Apyra. OJ1H YTO-TO TOBOPUT, BTOPOM BEKJIMBO KUBAET rOJIOBOM, Ie/1asi BU, YTO BCE
YJIOBWJI, HO HA JIeJIe 9TO OKa3bIBAETCsl COBCEM HE TaK.

Ha camom nerne yesioBek mpocTo OOMTCS WITH CTECHSIETCS] IPU3HATHCS B HEIOHMMaHNU. B urtore
ZIesiaeT o-CBOEMY M COBCEM He TO, YTO HYXKHO. A TIOTOM MOSIBJISIETCsI Kyda poOJIeM U MOCIIe/ICTBHI,
KOTOpbIE MOKHO pa3rpedarb OUeHb JI0Jro.

UroObl MeHeKepbl ITPABUIIBHO NMOHUMAIA CBOMX PYKOBOJMTENEN M KJIMEHTOB, BaXKHO 3HATh
Ou3Hec-TepMUHOJIOTMI0. TepMUHBI M IOHATUS — 3TO MaT4yacThb, 0a3a, 6e3 KOTOPOH 1aJIeKOo He yelelllb.
JI1s1 HEKOTOpBIX OHA, OYEBUIHO, OylIeT CKyYHOMW, HO, €CIM Mbl TOBOPHM TPO MPO(eCcCHOHATbHBINA
NOIXO] K MpoJakam, a He PO YPOBEHb IMJIETAHTOB U CEPEJHIUKOB, KOTOPbIE JIIOOAT CIIMOaTh Bep-
XYIIKH, 3TOT IyTh HYKHO MPOUTH 0OSI3aTENIBHO.

Bor cnircok 6a30BBIX TEPMUHOB U OIpeeeHNi. S Harmucan ero MakCMMaJsibHO MPOCTBIM SI3bl-
KOM, YTOOBI BaM OBLJIO JIETKO MX MOHsATH. [locMoTpuTe BHUMAaTEIbHO Ha 3T TepMUHBL. Ecni oHn Bam
3HaKOMBI, TO ITPOCTO MEPEXOIUTE K cieayromiei riase. Ecim Het, To 00s13aTeIbHO MX U3yunTe. ITO
MIOMOXET HaM C BaMU TOBOPUTB Ha OJIHOM SI3bIKE M JIyullle [IOHUMATh JpYr Apyra.

OPUEHTAIINA BUBHECA

B2B (6u Ty 61) — Business-to-Business (6u3Hec 1151 6u3Heca). Korga kommnanus mpogaeT CBou
MPOIYKTHI APYTUM KOMITaHHSIM, TOBOPSAT, YTO OHA paboTtaeT B cermeHTe B2B.

B2C (6u Ty cu) — Business-to-consumer (6u3Hec y1st morpedutest). Korma komnanus npogaer
CBOM MTPONYKTHI (PH3MUECKUM JIUIAM, TOBOPST, YTO OHa padoTaeT B cermeHTe B2C.

B2B2C (6u Ty Ou Ty cu) — Business-to-Business-to-consumer. Koria komnanus npogaeT cBou
MPOIYKThl KOMITAHUSIM-TIOCPETHUKAM, KOTOpbIE 3aTe€M MEPEnpoJaloT X KOHEYHBIM MOTPEeOUTENSIM,
TOBOPAT, YTO OHa padoTtaeT B cermeHTe B2B2C

B2G (6u Ty mxm) — Business-to-Government (OuzHec 1u1si rocyaapceTBa). Korga kommnanus mpo-
JaeT CBOM MPOIYKTH TOCYJapPCTBY, FTOBOPST, YTO OHA padoTaer B cermMeHTe B2G.

YUYACTHHUKH NEMNOYKY NPUHATHAA PEINTEHAN

JIIIP — nuiio, npuHUMaloIiee peleHre O MOKYTIKE.

JIBP — nuiio, Biusoee Ha MPUHATHE PEILICHUN.

KomMuTeT 1o NpuHATHIO pelIeHNIl — IpyNma Joei, KoTopas I0JKHA CoriacoBaTh U 0100-
PUTH Balll IPOAYKT Mepe]] MOKYITKOM.

3auHTepecoBaHHbIE JHMIA — JIOAM, KOTOpble MPSMO WM KOCBEHHO TMOJTYy4YaloT BBITOAY
OT BAIllero MPOayKTa.

IMonb30BaTe b — YeJOBEK WM TpyMIa Jojel, KOTopble OyoyT HerocpeACTBEHHO MOJb30-
BaTbCsl BAIIIMM MTPOLYKTOM.

KOMMEPYECKUE TEPMUHbI

Bblpy‘lKa — CyMMa, IOJIy4Y€HHAasd 3a OHpCILCJ'ICHHLIfI Nepuoa B pe3yJIbTaTe IMpOAa)KU TOBAPOB
HJIN YCIIYT T10 OCHOBHOM OEATCJIBHOCTHU KOMITaHUU.
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Ecnmu koMmnanusi, KOTopast 3aHUMAaeTCs IpoJakel OLITOBOM TEXHUKH, IPOIajia TOBApa U YCIyT
Ha UTOTOBYI0 cymmy 250 MuH pyOseid B 3TOM MecsIie, 3T0 U OyldeT BBIPYYKa 3TOM KOMITAHUU
3a MeCHIIL.

Hoxo1/060poT — cymMMa Cpe/ICTB, MOTyvYeHHas 3a ONpe/ieIeHHbIA IePHOJT OT OCHOBHOTO BHUJIA
NesITeIbHOCTU U IPYTUX UCTOYHUKOB JIOXOMA.

Harnpumep: komIanvst mpoaeT MEAUIIMHCKOE 000PYIOBAHUE — 3TO €€ OCHOBHOM BUJL JIeSITEIb-
HocTy. Ho oHa Takske MOXeT ciaBaTh CKJIaICKMe TIOMEIIEHHsI B apeH 1y U JaBaTh JPyrMM KOMITAHUSIM
JeHBTH TTO]] ITPOIICHT.

[TponaHHbie TOBApH! U YCIYTH + JOXOA OT COAYM MOMEIICHUH B apeH/ly + TMOJyYeHHbIE MPO-
HEHTHI = 000pOT

Yucrast npudbLIbL — BCE JIOXOBI MUHYC BCE PACXOIbI.

BasioBast npuObLIb — BEIPyYKa MUHYC C€0ECTOMMOCTh BCEX MPOJAHHBIX TOBAPOB H YCITYT.

Map:oka — 370 KOJIMUYECTBO JISHET, KOTOpPOe KOMITaHHsI TIOJTy4YaeT MpH Mpojake ToBapa.

Ilena, 3a KOTOPYIO BbI TPOJAJIH MTPOAYKT, MUHYC C€OECTOMMOCTD 3TOTO MPOAYKTA = MapiKa

Hanpumep: komnanus kynwia tosap 3a 10 000, a npogana 3a 15 000. Map:xa cocrasut 5 000.

Mapika cunTaercsi B BaloTe — HalpuMep, B pyOsIsx.

MapKHHAJIBLHOCTb — 3TO TO ke caMoe, YTO M MapXka, TOJIbKO CUMTAETCS B MIPOLIEHTaX. DTOT
MoKa3arelib JIaeT MOHUMAaHUE, HACKOJIBKO BBITOJHO MPOJaBaTh KOHKPETHBIN TOBAP.

Hanpumep: Bbl kyrmmmm ToBap 3a 10 000 py6., a mpogamu 3a 15 000 py6. MapkuHaibHOCTb
oynet 33%.

((15 000 — 10 000) / 15 000) x 100 = 33%

Hanenka — 310 cOOTHOIIIEHHE Map:KH U ceOECTOMMOCTH, BbIpaKeHHOE B mpolieHTax. Eciu
CUUTaTh B pyOJIsAX, TO HalleHKa Oy/ieT paBHATHCS Mapske. OHAKO €CIIM CYMTATh HALIEHKY B IPOIICHTAX,
TO OHA He Oy/IeT PaBHATHCS MaPKUHATLHOCTH.

IMokynas ToBap 3a 10 000, a nponasas 3a 15 000, mbl umeeM HatieHky 5 000:

5000/ 10000 x 100 = 50%

Uroro Hauenka = 50%

Ho mapxwunansHOCTS Tipu 3TOM OyzieT He 50%, a 33%:

(5000/15000) x 100 =33%

To ecTb HalleHKa — 9TO OTHOIIEHHUE MApPKH K ceOECTOMMOCTH. A MapKMHAJBHOCTh — 9TO OTHO-
IIEHHe MapkH K CTOUMOCTH.

IHOKA3ATEJIA ITPOIAK

O06beM npoaak — 3T0 KOJIMYECTBO €AWHUII TOBAPOB WIIM YCIIYT, TPOJAHHBIX 32 OIIPE/IC/ICHHBIH
nepriof]. B ieHe:xHOM BbIpakeHUH 00bEM MPOJIAX PABEH BHIPYUKE.

KonBepcusi — 3170 OTHOLIIEHUE pe3ybTaTa K KOJMUYECTBY HONBITOK. DTOT MOKa3aTe b IOKAa3bl-
BaeT, HACKOJIbKO 3(p(pEeKTUBEH TOT WJIM UHOW IIPOJABELL.

Harpumep: KoHBepcHsi «3BOHOK/CIENIKa» TIOKA3bIBAET, B CKOJIBKHX IMPOIEHTAX CTy4aeB 3BOHOK
MPOJIABIIA 3aBEPILUIICS TPOJAKEN.

Kak nocuumamuo koneepcuio?

Pesynbrar / konmmuectBo nonbITok X 100 = KoHBEpcus

[Tonyyaercs, uro ecau corpyanHuk caenan 100 3BOHKOB U 2 3BOHKA MPUBEIM K MPOAAKE, TO
KOHBEPCHUsI U3 3BOHKA B CAEJIKY 9TOr0 COTpyAHUKa = 2%.

[NokazaTeneil KOHBEPCHU MOXKET ObITh OYEHb MHOTO, HO CUMTAThCS OHU OYAyT OIMHAKOBO.
bepem undpy Ha Bbixose, aeaum Ha 1udpy Ha Bxoae v ymHoxkaem Ha 100. Eciiv Mbl XOTUM OCUUTATD
KOHBEPCHIO «3BOHOK/KOMMepueckoe npeaoxerue (KIT)», To Mbl BO3pMeEM KOJIMYECTBO OTIPABIIEH-
Hbix KII, pa3nenum ero Ha KOJIM4eCTBO COCTOSIBIIMXCS AUAIOroB M yMHOXuUM Ha 100.
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Ecmu ornipaBnennsix KIT 6010 40, a 380HKOB 06110 90, 3HaunT: 40 / 90 X 100 = 44%. Eciii Mbl
XOTUM mocuuTaTh KouBepcuio KI1T B mpogasxy, To OyiemM JeTUTh KOJTMUYECTBO MPOIaX Ha KOITUIECTBO
ornpasieHHbIX KII u ymHoxares Ha 100.

Ecmu menemxep ornpasuin 40 KIT u cnenan 10 nponax, To: (10 /40) x 100 = 25%.

[Nokazarenm KOHBepCUM YacTO JOOABIISIIOT B MOTHBALIMIO COTPYAHUKOB. Ecim 9TH mokazarenu
Oy/lIyT HUXKe, YeM y OCTAJbHBIX MMPOJABIIOB, UM HUXE TJIAHOBBIX TOKa3aTeseid, OyleT MoBof s
HEMPUATHOTO Pa3roBopa ¢ TAKUM COTPYIHUKOM.

Cpeannii yek — 3TO TOKa3aTelb, KOTOPBIN JEMOHCTPUPYET CPEIHIO CYyMMY OJHOU CHIEJIKH
B KOMITAaHUM WM Y KOHKPETHOTO MPOJABIIA.

Kak nocuumamu cpeonuii uex?

(Cymma Bcex caelioK) / KOTMYeCTBO CAEJIOK = CPEeIHUI UeK

Hampumep: mponasen; 3akmounn 4 cpenku. Opna cpenka Ha 20 000 pyOneid, Bropas —
Ha 60 000, tpetbst — Ha 30 000, a yerBeprasi — Ha 2 000. CymMMy BCeX 3TUX CHEJOK MbI JIOJKHBI
pa3euTh Ha KOJTMYECTBO CACTIOK.

To ects: (20 000 +60 000 +30 000 +2 000) / 4 =28 000.

Ecnmu pacrer cpepHuii 4ek, 3HAUMT, KOMITAaHUS Tomydaer OoJbiie npuosum. [lostomy naH-
HBIT MapaMeTp 9acTo J0O0ABJISIOT B MOTUBAIIMIO COTPYTHUKOB. Kaskpiii mpoaBell CriocoOeH BIUSITh
Ha CpeHMIA YeK, MPojiaBasi CROUM KJIMEHTaM OoJiee IOPOTrre WU JIOTIOJTHUTETbHbIE TIPOIYKTHI.

CpeaHuii THKJ CAEJKH — 3TO CPeTHSS IJTUTETBHOCTD ceKU. [IpoCThIMU CJIOBAMU: CKOJIBKO
B Cpe/IHEM MPOXOIUT BPEMEHU C MOMEHTA TIEPBOTrO IUAJIOra ¢ KJIMEHTOM JI0 MOMEHTA MOKYIIKH.

B 3aBucHMMOCTH OT 0COOEHHOCTEl OM3HEeca U MPOAYKTA IUKJ CACTKA MOXKET ObITh Pa3HBIM.
B ogHMX ciydasx OT 3HAKOMCTBA C KJIMEHTOM JIO TIOKYITKM MOXET MPOXOAUTh HeCKOJIbKO MUHYT,
a B HEKOTOPBIX CITy4asix (HampuMmep, ¢ TEXHUIECKH CJIOKHBIM MPOAYKTOM, WA TIPOTYKTOM, KOTOPBIN
TpeOyeT CJIOKHOW CUCTEMHOUN MHTETpaIvii C IPYTUMH, WINA B CJydae OYeHb BBICOKOMW IIEHBI) ITUKJI
CIIEJTKH JIETKO MOXKET JOXOAUTH JI0 Tosyrofa. Takue OM3Hech Ha3bIBAIOT «OM3HECH C IJTMHHBIM ITUK-
JIOM CIEKW». DTO HE IJIOXO U He XOPOIIO — 3TO MPOCTO OCOOSHHOCTH.

Kak nocuumamu cpeonuii yuxa coeaxu?

(Cymma JUIUTeTbHOCTH KX JI0M CAeJIKH) / 00Iiee KOJMIEeCTBO CAEIOK = CPETHUM IIUKJT CIICIIKH

Hanpumep: y menemxkepa 0buto 5 crienok. [lepByio OH 3akpbUl uepe3 2 THS TMOCie TIepBOro
Jajiora ¢ KJIMEHTOM, BTOPYIO — uepe3 3 AHs, TPEThIo — uepe3 S5 qHeu, yeTBepTyio — yepe3 10 qHeit
U IATYIO — yepe3 8 Heil.

Hroro: (2 +3 +5 +10 +8) / 5 = 6 nHel.

Bce koMmnaHuy cTpeMsTCs K TOMY, YTOObI COKPATUTh CPEHHIA UK CACTKU. DTO OyIeT o3Ha-
Yarh, Y4TO 32 TO ke BPeMs MEHE/Kepbl HAUHYT MPOJaBaTh OOJIbIIIEMY KOJINYECTBY KJIUEHTOB. A 3Ha-
YHT, POk OyaeT Oosblie.

[Tponasipl MOTYT BIMSTH Ha STOT MapaMeTp, HaXO/s MPaBUIbHbBIC CJIOBA U apTyMEHTHI, YTOOBI
KJIMEHT TOKYyTaJl ObICTpee M He OTKJIAbIBAJI MOKYIKY Ha MOTOM. DTOT MapaMeTp TOKe OYeHb YacTo
3alIMBAIOT B MOTUBAIIHIO IPOJIABIIOB.

MOJIEJIN TIPOJTAK

IIpsAMble MPOAAKM — KOrJla MPOU3BOAUTENIb CAMOCTOSITENILHO TPOIAET CBOM TOBAphl MU
YCIIyTH KOHEYHOMY TIOTPEOUTEII0, HE MCIIONb3Ysl IOCPEAHUKOB. [1J1s1 3TOro y Hero JI0JKHBI OBITH TOP-
TOBBIE TOUYKH JIMOO OTIEIIBI IPOIAXK.

IapTHepcKHe NMPOAAKU — KOT/Ia POM3BOJMTENb HE MTPOAAST CBOM TOBAPbI WJIH YCITYTH CaM,
a JIeaeT 3TO MPU MOMOILM IIOCPEJHUKOB (ITAPTHEPOB).

[TapTHEPHI NOKYNAIOT TOBAPHI WX YCIYTW Y IIPOM3BOAUTENS U ITPOAAIOT UX JOPOKE KOHEUHOMY
norpeduTenno, 3adupasi pasHuIly cede. Uem Ooibliie TIOKyMaeT mapTHEP, TeM OOJBIIYI0 CKUIKY OH
MOJTy4YaeT OT IPOU3BOIUTEIS, TEM OOJbIIE OH 3apadaThIBaET C OMHOM MPOJAKH.
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AKTHBHBIE npoaaKu — Korja npogaBiaM MpUXOJUTCA 3aHUMATbCA MOUCKOM W ITpUBJICYC-
HHEM KJIMEHTOB CaMOCTOsITeIbHO. OHU 3BOHAT KJIMEHTAM «B XOJIOAHYIO», XOOAT Ha BCTPEYHU, ITPOBO-
OAT MPE3CHTAUWU U T. 1.

ITaccuBHBIE/) BXOOQAIUE MpoaazKu — Korjga COTpyaAHUKU HE 3aHUMAIOTCS ITOMCKOM KJIMEHTOB,
a pa60Ta10T TOJIBKO C TEMH, KTO K HUM IIpHULICJT WX ITO3BOHUJI.

ﬂnnorenepaunﬂ — KOrjja KOMIIaHUA UIIET LEJIEBBIX 3aMHTCPECOBAHHBLIX KJIMEHTOB C IMOMO-
IObIO0 HE OTAC/Ia IMPOoAa)K, a MAPKETUHIOBBIX MHCTPYMEHTOB. B stom cj1y4dae pa60Ta BE€ICTCA TOJIBKO
C TCMHU KJIMCHTaMU, KOTOPbIM IIGI;'ICTBI/ITGJII)HO MOJKHO 4YTO-TO MpPOAATh.

MAPKETHUHI'

JIng — 310 3asBKa OT NOTEHUMAJIBHOIO KJIMEHTA, KOTOPbIH MPOSIBUII MHTEPEC K BallleMy Ipo-
AOyKTYy WM Komnanuu. Hanpumep, eciiu yesioBeka 3aMHTepecoBalla Ballla pekjiaMma B MHTEPHETE U OH
OCTaBHWJI CBOM KOHTAKTBI, YTOOBI BBl €My MEPE3BOHMIIN, TO TAKYIO 3asIBKY HA3bIBAIOT JIMJOM.

Tpaduk — npocTbiMU CJIOBaMU: KOJIWYECTBO 3alleIIMX Joeil. B MarasuHax cuuTaloT Koau-
YECTBO 3alleIINX KJIUeHTOB. Eciu soet 3aXoquT Majio, TOBOPST «HU3KUN BXOISAIIUN TpauK».
Ecnu MHOTO, TO «BBICOKMIA BXOASIIUNA Tpaduk». To ke camoe roBOpsIT Mpo MOCETUTENIEN calTa.

X010AHBIN KJMEHT — TaK Ha3blBAIOT KJIMEHTA, KOTOPHI HE 3aMHTEPECOBAH B BallleM IPO-
aykte. Harpumep, eciv OH He XOUeT CITyliaTh Ballle MpeaioKeHue JIMO0 HUYero He CIIbIIIA Mpo Balll
nponykT. Korga Bbl 3BOHMTE KJIMEHTaM, KOTOpbIE C BAMU HE 3HAKOMBI M HE KAYT Balllero 3BOHKA,
TOBOPAT: «3BOHUTH B XOJIOAHYIO» WIH «JleaTh XOIOIHbIC 3BOHKH» .

Tenuiblil KIMEHT — 3TO KJIMEHT, KOTOPBII POsIBUJI KAKOK-TO MHTEPEC K Ballled KOMIIAHUY WU
K IIPOAYKTY. YesoBeK, KOTOPbI OCTaBWII 3asBKY Ha CaiiTe, CUMTAETCs TEIUIbIM KJMeHToM. KiueHr,
KOTOPBIN MIO3BOHUJI, TOXKE CUMTAETCS TAKOBBIM.

I'opsuuil KJIHEeHT — Tak Ha3bIBAIOT KJIMEHTOB, KOTOPbIE XOTAT KYIUTD Balll TPOLYKT.

Peannmanus KJIMEHTOB — IIPOIeCcC BO3BpaTa yleqmux KiMeHToB. Korna npoaasen 3B0HUT
KJIMEHTY IJIs1 TOTO, YTOOBI TIOMBITATHCS €r0 BEPHYTh U MPOIOKUTH C HUM padboTaTh, TOBOPSAT, UTO
OH PeaHUMMpYET KJIMEHTA.

YYACTHUKH HEIOYKHA ITPOJAZK

BeH10p — KoMIaHus1, KOTOpasi MPOM3BOIUT W/WUJIH TPOJIAET TOBAP MO COOCTBEHHBIM OPEHIOM.

IIpousBoaUTEb — KOMITAHKS, KOTOPAst IPOU3BOIAUT TOTOBBIH MPOAYKT. B OOJBIIUHCTBE CTy-
YaeB He MPOJAET CBOM TOBAPHI KOHEUHBIM TIOTPEOUTENISIM CaMa, a MCIIONb3YeT JUIs TOrO MOCPeTHHU-
KOB.

JAMCTPHOBIOTOP — MPOMEXKYTOUHOE 3BEHO MEXK/Ly MPOU3BOAUTENIEM, KOHEUHBIM TIOTpeOuTe-
JeM u OoJiee MEJIKMMHU KOMIIAHUSIMH (HanpuMep, JAuiepaMu). B oTimume oT onTOBBIX KOMIIaHUA
MOXET TpOjIaBaTh TOBAPhl KAK KOHEYHOMY IMOTPEOUTENIO0, TaK U IAPyrMM KoMmaHusM. Yarie Bcero
UILET UJICPOB.

JUCTprOBIOTOpaMHU YacTO HA3BIBAIOT IMPEJICTABUTENICH MPOU3BOIUTENS, KOTOPHIE OTBEYAIOT
3a MPOJAKH Ha ONPE/ICNICHHOR TePPUTOPUH. DTO CBOETO POJa pacipeeMTeIbHbIE IIEHTPBI, KOTOpbIE
padoTaoT Ha OOJBIION TEPPUTOPUH (HATIPUMED, TIO BCel 00JIaCTH) M Y KOTOPBIX 3aKyMaloTcs Oojee
MeJIKHe KOMITaHUH.

Hanpumep, koraa cyrnepMapKeT 3aka3blBaeT MPOAYKTH, OH He oOpaiaercsi Ha 3aBoibl. OH
oOparraercst K TUCTPUOBIOTOpaM.

VY IucTpUOBIOTOPOB €CTh 00s3aTeNbcTBA IO OO0bEMY MPOAAX Tiepell IMPOU3BOIUTENIEM,
a 'y Iuiiepa ectb 00s3aTesIbCTBA 10 00beMY MPOAAX Mepes] TUCTPUOBIOTOPOM.

OnToBasi KOMIAHUS — KOMIIaHKS, KOTOpasi 3aKymaeT ToBap B OOJIBIIIOM OObeMe M XPaHUT
ero Ha CBOMX CKJIa/IaX, a 3aTeM IepernponaaeT rno 0osee BHICOKOM IIeHe B POZHUYHBIC TOUKU MPOIAK.
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Hanpumep, eciiv B IBETOYHOM Mara3uHe 3aKaHUMBAIOTCS [IBEThI, MEHEIKEPHI He Oy/1yT 3BOHUTh
M 3aKa3bIBaThb IIBETHI B FOJIHaHIII/II/I. Onu 3aKYIIAT UX B OIITOBOM KOMIIAHUU B CBOEM ropozue.

OnroBble KOMIaHUY HE PAOOTAIOT C KOHEYHBIMH MOTPEOUTEISIMH.

Pecesutep — komnanus-riepenponasen. [lokynaer y mpou3BOgMTeNsI CO CKMAKOMN 3a orpere-
JICHHBIA 00BEM M TIepernpoiaeT TOBAp APYTHMM KOMITAHUSIM WK (PU3MIECKUM JIUIaM Mo OoJiee BbICO-
KOU IIEHE.

Jujiep — KOMIaHusl, KOTopasi TIOKYIAaeT OITOM, a IMPOJAET B PO3HUILY MM HEOOBIITMMHU Tap-
TUAMMU.

[Tpou3BoauTelib He MPOJAET CBOKM TOBAp HANPSIMYIO KOHEUYHOMY mNoTpedutesmo. CHavana oH
MPOJAeT ero MO0 TUCTPUOBIOTOpaM, JTUOO B CIIEIMATBHYI0 PO3HIUYHYIO TOUKY, B KOTOPYIO Oy/IyT IpH-
XOIWTH KJIMeHTHI. [TocneHee 3BeHO MeK /Iy TPOU3BOIUTENEM H TIOTPEOHUTENEM — 3TO JUJIEp.

SIpKUM PUMEPOM TaKOU MOZIENH SIBJISIETCS] aBTOMOOMIIbHBIN Or3Hec. JIionu He mpuXoasT MoKy-
naTh aBTOMOOWJIb Ha 3aBoj. OHU JIENIAl0T 3TO Yepe3 aBTOCAJIOHBI, KOTOPbIC U SIBJISIOTCS JUJICPAMH.
Yr1oOBI UMETH BO3MOKHOCTD Ha3bIBATEL CeOSI OCpHHHaHLHbIM AWJIEPOM, aBTOCAJIOH 00s13aH BBIIIOIHATD
TUIaH 110 KOJIMYECTBY MPOJAHHBIX aBTOMOOUIICH.

AreHT — 3TO YeJIOBEeK WJIM KOMIIaHUsI, KOTOpasi TIOMOraeT KOMITAHUH-TIPOU3BOIUTEITI0 HAXO-
JUTb HOBBIX KJIMEHTOB. Takasa MOJEIb pa6OTbI aKTyaJIbHa, Korja mpoJgaXxu KOMIIaHWX CUJIbHO 3aBUCAT
OT COTPYIHUKOB APYIMX KOMIAHUM.

Hanpumep, npoiaxu mpou3BoauTesisi 000pyI0BaHMUsI 3aBUCAT OT TOTO, KAKUE MapKU U MOJIEITH
6yx[eT PEKOMEHAOBATH U 3aKJIaAbIBATh B IIPOCKT MHKCHEP-TTPOCKTUPOBIIMK. HpOI/I3BO,Z[I/ITeJII/I 3aKIJIIO-
YaIOT areHTCKUe JI0rOBOpa C TAKUMH CIICIIUAIMCTAMHU, JIesiasi UX CBOMMU areHTaMu. ATEHT ToydaeT
BO3HArpax/IeHue OT KOMITAHUH, C KOTOPOU OH 3aKJIIOYMI areHTCKHIA JIOrOBOP.

YacTo 3Ta MOJe/Ib UMEET CKPBIThI XapaKTep U HUKaK He a(pUIIMPYeTCsl areHTOM.

Po3HIYHAsSI TOUKA — MECTO, B KOTOPOE MPUXOASAT HOTPEOUTEIH, I TOTO YTOOBI TOCMOTPETH,
BBIOpATh 1 KYNUTh TOBAPHI OIHOTO WJIM Pa3HbIX MPOM3BOAUTENEH B HEOOMBIINX KOJINYECTBAX.

IoTpeOuTE b — YeTOBEK MJIM KOMIIAHUs, KOTOpasi KYIWIa MPOAYKT MPOU3BOIUTENS HE /IS
nepenpoIaxH, a 1Jisi COOCTBEHHOTO UCTIONb30BAHUSI.

PETMCTPAIINA BU3HECA

NHH - uneHTndUKalMOHHBI HOMEP HAJIOrOIUIATENbIIMKA, [IUPOBOM KO HAJIOrOIUIaTe b-
IIMKOB. Bbiaercs (pusnueckum 1 I0puandeckuM JIULaM.

OI'PH/OPTHMII (nns UIT) — 310 OCHOBHOM TOCYJapCTBEHHBIN PEruCTPAIMOHHBIA HOMED,
KOTOPBIN KOMITIaHU S MOJTy4YaeT MPU PETUCTPALIMU B HAJIOTOBOMA.

Beinucka n3 EI'PIOJI/EI'PUII (nsa AII):

* EI'PYOJI — Equnelii rocyiapcTBEHHBIN PEECTP I0PUIMUECKUX JIMLL;

e EI'PUII — Equneiii rocynapcTBEHHBIN PEECTp MHIMBUYaJIbHbIX IPEAIpUHUMATEIIEH.

Brimncka — 3T0 IOKyMEHT, KOTOPBIN COIEPKUT B cebe MH(POPMAIMIO O KOMIIAHUU (I0puInye-
CKOe Ha3BaHue, aapec, Tejaedonsl, aaty perucrpauuu, MTHH, O'PH/OI'PHUIT u . 1.).

VeraB opranm3zanyuy — JOKYMEHT, B KOTOPOM OMMCHIBAIOTCSI OCOOGHHOCTH CYIIECTBOBAHUS
KOMIIaHMM U B3aMMOJIEHCTBUS €€ YUaCTHUKOB. Bce JOKyMEHTBI, IpUBE/IEHHbIE BhINIE, KaK MPaBUIIO,
TpeOyIOTCsI MPOJABLIAM ISl 3aKJIIOYEHHS JIOTOBOPA C APYror KOMIaHUEH.

OKB3 /] - o61iepoccuiickuil KiiaccurKaTop BUI0B SKOHOMHUYECKOH JIEATETbHOCTH.

Kaxpmass kommanus npu peructpaiuy Ou3Heca ykasbiBaeT oauH Win Heckosbko OKBD]IoB.
[TocmoTtpes Ha HOMep OKB3/la, MOKHO MOHSTH, YEM 3aHUMAETCs KOMITAHU L.

Ecnu Bo padotaete B cermente B2B, To 310 cHIIbHO 00Ojieryaet MoucK KJIMeHTOB. B crieruarnb-
HBIX CEPBUCAX Bbl MOXKETE OT(PUIILTPOBATh Bce KoMIaHuM 110 Hy:;kHoMy OKB3/ly u npogaBarts TOJIBKO
TEeM, KTO MOAXOIUT BaM MO BU/y JESTEIbHOCTH.
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#
IOPUINYECKHUE TEPMUHbI

KonTpareHT — 310 0[JHa U3 CTOPOH JI0roBopa. ¥ KaXJ0i KOMITAHUH €CTb IOTOBOPHI HE TOJILKO
C KJIMEHTaMH, HO ¥ C APYTMMH KOMIaHUAMHM (¢ OGaHKaMH, MOCTaBIIMKAMU, OTMIEPaTOPaMH CBSI3U U T.
1.). OHM Bce SABJAIOTCA AJI Hee KOHTpareHTaMu. Eci 51 mpozan cBoil TPEHUHT Ipyroi KOMITaHUH,
TO OHA JIJIs1 MEHsI — KJIUEHT, a 51 JUIsl HUX — KOHTPAreHT.

IHoapsaaYuK — YeJOBeK WM KOMIIAHUsI, KOTOPBIE MPEJOCTABIISIOT CBOU YCIYTH IO JIOTOBOPY.

Cyonoapsquuk — B cIydae eciv NOAPSIIYMK JUTs BHITOJTHEHHS 33/1a4M TIPUBJIEKAET KOrO-TO
erre, TOo Uil 3aKa3urKa OHU OYIyT CUMTAThCs CYOrOAPTIMKAMH.

TexHuueckoe 3ajanue — JOKyMEHT WK JOKYMEHTbI, KOTOPBIH (KOTOpBIE) 3aKa3UMK TOTOBHUT
Y OTAAeT NOTEHIUAIILHOMY UCTIONIHUTEIIO M B KOTOPOM (B KOTOPBIX) MOAPOOHO paclycaHo, 4ro, r1e,
KOTJa, KaK, CKOJIbKO UCTIOJTHUTEb JIOJKEH C/IeNIaTh, YTOOBI pad0Ta CUMTANIACH BBHITIOJTHEHHOM.

Tex3aganue Hy)XHO, YTOOBI He OBUIO ABYCMBICIIEHHBIX TOJIKOBAHUH.

Tengep — 310 crienmaIbHBIN KOHKYPC IO OTOOPY CaMOT'0 JIYUIIErO ¥ BHITOJHOTO MPE/IIOKEHHSI.
MHorue rocopratsl ¥ KOMIIAHUY 110 3aKOHY HE MOTYT IIPOCTO 0OPATUTHCS B JIIOOYI0 KOMITAHUIO, YTOObI
YT0-TO KynuTh. OHM 00513aHBI pOBeCTH TeH aep. [1pu 3TOM rocynapcTBo WM KOMIIAHUS CO3aeT Cie-
[IMaJIbHOE TEXHUUYECKOE 3a/1aHKe Ha BBIIOJTHEHNE KaKOU-TO paOOTHI MM TMIOCTABKM KaKOTO-TO TOBapa
Y pa3MelaeT ero Ha CrielMaIbHOW 3JIEKTPOHHOW TeHIepHOH riomanke. Kommnanuu, KOTopbie XOTST
MOJTyYHTh 3aKa3, U3YYalOT 3TO 33JJaHUE U Pa3MEIAloT CBOE MPeAJIoKeHue. BeIMrpeIBaeT Ta KOMNaHus,
Ybe MpeIokeHre OyJeT COOTBETCTBOBATh YCIOBUSIM M OKAKETCS] CAMBIM BBITO/IHBIM.

I'apanTHiiHO€ M CHMO — 3TO IMCBMEHHOE IOATBEPIKICHHUE CBOMX OOCIIAHUI 1 00513aTeIIbCTB.

Ecnu xoMnaHuy HyKHBI KaKWe-TO YCTYNKHM OT IpOJaBlia — HANpUMeEp, OTIPY3UTb TOBAp
10 OILIATHI, — TO MPOJIABELl, YTOOBI MOTYYUTh KaKHUe-TO TapaHTHH, MPOCUT KOMIAHUIO-TIOKYTIATE s
HaIMcaTh rapaHTUITHOE MTUCHMO, B KOTOPOM OHa 00513yeTCsl OTUIATUTh TOBAP JI0 OTPeJeIeHHOTO YHCIA.

ITOT TOKYMEHT JOJIKEH ObITh MOANKMCAH FeHEPATbHBIM JAUPEKTOPOM M MOKET CITYKUTh JOKa-
3aTeJIbCTBOM B Cy/IeOHBIX pa3oMpaTebcTBax.

IIpoTokoJ pa3Horjacui — ObIBAIOT Cy4au, KOra MOTEHIIMAIBHOTO MOKYTATENsl He yCTpau-
BalOT OJIMH WJIA HECKOJIBKO ITyHKTOB B JOrOBOpe. B 3TOM cilyyae OH caM Mty IIpy IIOMOIIU CBOUX I0pH-
CTOB MIMCHMEHHO WJIM YCTHO O3BYYMBAET MPOAABIY T€ MOMEHTHI, KOTOpPBIE €ro He YCTPOWJIH, U Mpe-
JlaraeT BHECTU B JOTOBOP M3MeHeHus (YOpaTb, 100aBUTh, N3MEHUTH ).

[Tponaser; Toxe oOparaercsi K IOPUCTaM B CBOEH KOMITAaHUH, YTOOBI COTJIacOBAaTh 3TH N3MEHe-
Hus1. FOpHCTHI yalie Bcero He rOTOBBI pa3roBapuBaTh ¢ KJIMEHTAMU, TOSTOMY B OOJIBIIMHCTBE CITyYacB
MH(POPMAIHIO OT HUX MepeiaeT MIMEHHO MPOJaBell.

W 9100 UCKITIOYUTH HEBEPHOE TOJIKOBAHKE U MOTYyYUTh B IIMCBMEHHOM BHJIE BCE 3aMEYaHMs,
TMIOKYTIaTesb COCTABJISIET TaK Ha3bIBAEMBIN «IIPOTOKOJ PA3HOITIACUI», IJIe YKA3bIBAET, HA KAaKUX YCIIO-
BUSIX OH OyJIeT COrIaceH 3aKJII0YUTh JJOrOBOP.

Peksamanusi — 3170 JIOKyMEHT, B KOTOPOM KJIMEHT MHIIET MPETeH3UI0 HA HU3KOE KaueCTBO
MPOAYKTA JTMOO HA HECOOTBETCTBUE 3asIBICHHBIM TPEOOBAHUSIM.

BYXTAJITEPCKUE TEPMHUHDbI

CueTt Ha omIaTy — IOKYMEHT C OAHKOBCKUMH PEKBU3UTAMU M CyMMOWM JJIsI OTUIAThI, KOTOPBIN
MpoJaBel] OTIIPABJISIET CBOEMY KJIMEHTY, YTOObI TOT CMOT OTIIPaBUTb, & OH — TIOJIyYHTh OILIATY.

TakuM 00pa3oM KOMITAaHWH OTUIAYMBAIOT TIOKYIIKH: MTPOJABEL] BHICTABIISIET CUET, a MOKYIaTesb
OITAYMBAET €ro — MO0 caMm, OO Yepe3 OyXraJITepHio.

Cuet-odepTa — TOKyMeHT, KOTOPHII COBMeNIaeT B ce0e YCJIOBHs JIOTOBOpA U CYET Ha OIUIaTy.
Ecnu KMeHT ero oruiauynBaeT, TO CYUTACTCs, YTO OH aBTOMATUYECKHU COIVIACEH C YCJIOBHSAMM JIOTO-
Bopa. OTAebHBII JOTOBOP B 9TOM CJIy4ae MOANMUCHIBATh HE HYKHO.
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Cuer-akTypa — JOKyMEHT, KOTOPHIA MIPOJABEIl BBIIAET MOKYMATEN0, YTOObI TIONTBEPAUTH
axT orutatel. OH co3fan A HasoroBbix opranoB u nojacuera HIC. [Ipoaasily u nmokymnaTesnio oH
HYXEH, YTOOBl OTUUTATHLCS MEPei HAJIOTOBOM.

ToBapHasi HakJIagHAsA — JOKYMEHT, KOTOPHIM CIIy’KUT TOATBEPXKICHUEM Tepefaull ToBapa
OT TIpojiaBlia K Mokymnateso. OH OTHOCUTCS TOJILKO K B2B-cermenry.

AKT BBINOJTHEHHBIX PA0OT — JIOKyMEHT, KOTOPBIA TOIUCHIBACT KOMIIAHUS1, BBITIOJHUBIIIAS
paboTy, U KJIUEHT, NPUHSBILMIA €e, /I TOro YTOOBl IPUANYECKH TONTBEPIUTh BBITIOJIHEHUE STUX
paoor.

AKT cBepKH B3aIMOPaCyeTOB — JIOKYMEHT, KOTOPBII IOMOTaeT v MPOAABILY, U MOKYIATeITI0
MIOHSATh, €CTh JIM 32 OIPE/ICJICHHBIN MepHo] 3aJ0/KEHHOCTb WM Meperuiata 3a TOBapbl/yCIyrH.

I 1O — 371eKTpOHHBIN IOKYMEHTOOO0pOT. MHOTME KOMITAaHUY OTKA3JTUCh WJTA COK PATHIIU Tpa-
JOUITUOHHBI OYMasKHBIA JOKYMEHTOOOOPOT M MEpelUId Ha 1eKTPOHHBIN. [l Toro 4roObl obme-
HATbCS OyXTaJITEPCKUMH JOKYMEHTaMH, KOMITAaHUM HE HYXHO TOChUIATh Kypbepa UM OTIPABIISTH
Oymaru 1o moute. Bce nenmaercs depe3 CrielMaibHYI0 CUCTEMY, KOTopasi yorpaeT HeOOXOIUMOCThb
riepeaBaTh Apyr APYry JOKYMEHThl B OyMakHOM Buje. OHAKO MpU 9TOM BaXHO, YTOOBI CHCTEMA
OblJIa YCTaHOBJIEHA HE TOJIBKO Y Bac, HO M 'y BalllUX KOHTPAreHTOB.

eduTopckas 3aJ02KEHHOCTh — ObIBAIOT CTy4au, KOI/ia KOMITAHUsI OTTPYXaeT TOBap WU
MIPEIOCTABIISIET YCIIYTY JI0 TIOJMy4YeHusl OruIaThl. TO €CTh 3aKIII0YAIOT JOTOBOP, TIe MPOITUCAHBI CPOKH
OIUIATHI, TIOAMMCHIBAIOT €0 U MPUCTYMAIOT K padoTte. B MOMeHT, Korjia ToBap OTIpyKeH I yCIyra
OKa3aHa, HO ellle He OIlTaueHa, y KOMIIaHUH-UCTIOTHUTENsI 00pa3yeTcsl Tak Ha3biBaeMasi 1eOUToOpcKas
3a70/KeHHOCTB. [1o cyTH 3TO CymMMa, KOTOPYIO ellle He OTUIATHIIN UX KJIMEHTHI.

®OPMbI HAJIOTOOBJIOKEHUN

OCH - o6mas cucrema Hanoroodnoxenusi. [locne perucrparmm OOO wnmm UIT npucBanBa-
eTCsl B aBTOMaTHUECKOM PEXKUME.

KoMnanus miatut ciiegyromiye HaJloru:

* HIC 20%;

* Hasior Ha puobUTL 20% (s UTT HADJIT 13—15%);

* HAJIOT HA UMYIIECTBO.

Hekotopble KOMITaHWY IJIATST MEHbIIIe Oarofapsi JbrOTHBIM CTaBKaM I10 ONPEeIeHHOMY BUILY
AeSATEeIBHOCTH.

VCH - ynpoineHnas cuctema Hajorooonoxenus. UI u opiuiia riatar oo eMHBINA HaJIoT
Ha puoObLIb 6%, MO0 15% OT CyMMBI I0XOOB MUHYC PacXofpbl. [Ipyrux riaTexei HeT.

[Ipu 3TOM KOIMYECTBO COTPYAHMKOB HE JAOJIKHO IpeBbiiath 100 yenoBek.

IICH - narenTtHas cuctema HanoroooOsnoxenus. [lomgxoaut Tonsko s UIT ¢ onpeneneHHoi
cepoii aesaTenbHOCTH. KommuecTBO COTPYAHMKOB He JIOJIKHO TPEBbIATh 15 denoBek.

[IpeanpunrMaTtesb nosyvyaeT naTteHT (pa3pelieHue) Ha OlpeJe/IeHHbIN BUJL IESTEbHOCTH CPO-
KoM oT 1 70 12 mecseB 3a oIpe/ie/ieHHYI0 CyMMY, KOTOPYIO PacCUMTBIBAET rocyaapcTBo. B atom
CJIy4a€ KOMITaHWA OIIaYMBACT TOJIBKO IMOJTYYEHHUE ITaTCHTA U 60}1])1].[6 HHWYEero HE 11aTur.

ECXH - enuHblii cellbCKOX03sICTBeHHBINA Hastor. Co3fgaH Jyisi TPOM3BOIUTEINIEN CeTbCKOXO-
3sICTBEHHOM Nponykiuu. VX craBka cocrasisier 6%.

cI)OprI Ha)IOFOO6HO)KCHI/IH M UX YCJIOBUS aKTyaJIbHbl HA MOMCHT HAIIMCAaHUSA KHUT'K U MOT'YT
MEHATLCS U/WJN JOITIOJIHATBCA.

NPYI'ME BUBHEC-TEPMUHbI

AyTCcOpCcHHI — nepejaya KOMIIAHMEN KOHKPETHBIX 3a7ay WM (PyHKUMI Ipyrod KOMIaHUU
IO JIOrOBODY.
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Harmpumep, B KOMIaHusIX €CTh 331a4u, Ui PEIICHUs] KOTOPbIX HEBBITOJHO AEPXkaTh OTAENb-
HOT'O COTPYAHHUKA, IOTOMY YTO OHM BO3HHMKAIOT OYeHb peaKo. B 3ToM ciyuae KoMnaHuu oOpariaoTcs
B AyTCOPCHUHTOBbIE KOMITAHUH, 3aKJTI0YAI0T C HUMH JJOTOBOP M OEPYT COTPYAHUKOB Ha ayTCOPCHHT.

CoTpynHUK pabOTaeT TONBKO TOIZA, KOTAA MOsBIseTcs HeoOXomumocTh. Kommanuu 310
BBITO/IHO, TIOTOMY YTO TAaKOMY COTPYIHHMKY HE HYKHO IUIATHTh 3apIuiaTy 3a Lesbii Mecsil. Oriaun-
BaeTcs TOJIBKO pa3oBast padboTa.

KoHcaaTHHT — MPOCTBIMU CIIOBaMH — 3TO KOHCYJIbTUPOBaHUE. Eciu uesioBeKy WM KoMIia-
HUM HE XBaTaeT KOMIIETEHITUH, YTOObI PEIUTh KAKOK-TO CJIOKHBIA BOMPOC, OHA MOTYT 0OpaIaThcsi
3a TIOMOIIBIO B KOHCAJITUHIOBbIE KOMITAaHUK. TeMbl MOTYT OBITh pa3Hble: MPOJaKH, (PUHAHCHI, TEXHO-
JIOTHH, TIPABO U T. 1.

Ppanyvai3uHr (QppaHiiMsa) — 3TO Korja KOMIAHUs 3a BO3HATrpakJeHHE INepeaeT MpaBo
UCIIONB30BAaTh ee UM U paboTaloIyI0 MOJIeNTb OM3HECA APYTOMY JIUILY.

Hanpumep, ecni y MeHsI ceiiuac ecTb JeHbI'M, HO HET TOTOBOW MeH ISl OU3Heca, S MOTY HalTu
KOMITaHWH, KOTOPbIE MPOAAIOT (PPAHIIM3bI, ¥ OTKPBITh CBOM OM3HEC C X MOMOIIBIO.

Msue He mpujercsi MPUIYMBIBaTh Ha3BaHWE M CO3[aBaTh BCe OM3HEC-TIPOLIECCH 3aHOBO. 1
Oy/1y TOJIb30BaThCs ykKe N3BeCTHBIM OpeHioM. OHU MepeayT MHe BCe TOTOBbIe, padoTaoriye Ou3-
HEeC-TIPOLIECCH ¥ TPOBeIyT o0yueHre. MHe Hy:KHO OyZIET TOIBKO CTPOTO CJIEJOBATh STUM IIPOLIECCAM.
Harpumep, eciu 51 Kynuil (ppaHInM3y MUILIEPUH, sl HE UMEIO ITPaBa MEHSTh PELIETITHI.

®panuairzep — JMI0, KOTOPOE MpojaeT (PpaHIIu3y.

dpanyaiizu — 1110, KOTOPOE MOKYMHaeT (PpaHIIH3y.

INaymanbHbIil B3HOC — Pa30BbIM IUIATE€X, KOTOPHIM yCTaHABIMBAaeT (hpaHUaii3ep 3a MpaBo
padoTarh MoJI ero UMEHEM.

Posinti — 310 nepuonuyeckuil miarex ppaHydaizu ceoemy (ppanyaitzepy. Yaie Bcero pas
B MecsiIl. B OCHOBHOM ITaTex yCTaHABIIMBAETCS B BUJIE ONPEAEICHHOTO MIPOLIEHTA OT BHIPYUKH (hpaH-
Yaisu.

UrtoObl ObITH Bi1a/IeITbIIEM (DPAHIIIN3BI, HY’KHO 3aIUIATUTh NAYIabHBIA B3HOC U PETY/ISIPHO I1j1a-
TUTh POSUITU. DTOT TEPMUH MOXKET MCHOJIb30BaThCsl M B APYTUX cepax, rae BeIpydKa OT MpOAax
AeNMUTCS MEXAY IBYMsI yyacTHUKaMu. HarmprmMep, aBTOp MOy4aeT posuITH OT M3/1ATeNIbCTBA B BUIC
MPOLIEHTOB OT MPOJIAHHBIX KHHUT.
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HaBbIk 2.
CamoMoTHBanuAa

¥V GoJbIIMHCTBA TPOJIABLIOB HACTYIAET TAaKOH JIeHb, KOT/ia MPOMajaeT MOTUBAIUS WM TIOSIB-
JIsieTCsl CTpax — 3BOHKA, 0TKa3a, HeyJau. .. Ecim coTpyIHUK He MOXeT U30aBUThCS OT 9TOTO CTpaxa,
HEe MOXET 3aMOTHBUPOBaTh cedsl Ha padoTy, HE MOXKET CO3JaTh HYXKHBII HACTPOW, TO OH BPAL JIU
CMOJET XOpOIIO U MHOTO IpOJaBaTh. B 3TOM cilyyae Bce JIOKUTCS Ha IUleud pykoBoautess. Emy
HYKHO OTBJIEKATbCS1, UICKaTh HY)XKHbIE CJIOBA, TIOA0aJpHBaTh, yTOBAPUBATh. DTO AeNaeT paboTy pyKo-
BOJMTEJIS M BCETO OT/esa ropasio MeHee 3(p(heKTUBHOM.

[MpodeccroHabHBINA COTPYAHUK YMeeT caM cedsl 3aMOTHBUPOBATh, CaM N30aBUThCS OT CTpaxa
M caM cOo3[aTh MPaBWIIBHBII HACTPOW Ha padoTy. [Ijist 3TOro ecrs BIOJNHE KOHKPETHbIE TEXHUKU
Y BHYTPEHHME YCTAaHOBKHU, KOTOPBIE HY>KHO 3HaTb.

Bce monu Ha 3emute oueHb pa3Hble. OTHM CHOKOMHO MOTYT MOJOMTH K HE3HAKOMOMY Y€eJIOBEKY,
3arOBOPUTH C HUM, TOZHAKOMHUTBCS M HAWUTH OOIIHIA S3bIK. KOMyY-TO 9TO JaeTcst uyTh cliokHee — OHU
MOTYT 3TO CJIeJIaTh, HO IPH TOM OYIyT UCIIBITBIBATH TUCKOM(OPT, CTpax U BOJTHEHUE. A eCTh TPETHI
THII JIIOAEH, 1J11 KOTOPBIX 3HAKOMCTBO C HOBBIM Y€JIOBEKOM CPaBHUMO CO CTPAaXOM CMEPTH.

Bo3moikHO, ceityac 1 KOMy-TO OTKPOIO CEKPET: B poAaxkax padoTaloT Bce TPU TUIIA JIOJEH.

Kro-T0 n1€rKO0 GepeTt TenedoH, 3BOHUT IO HOMEPY M YyBCTBYET ceOst Kak pblda B BOJIE: CBOOOIHO,
JIETKO U PacKOBaHHO. TOYHO TaK jKe JIErKO 3aBOJUT Pa3roBOP C KJIMEHTOM JIMUHO.

Jlpyrue npoAaBLbl UCTIBITHIBAIOT JIETKOE BOJTHEHHUE OT 3TOro, HO MyTeM YCHJIMIA HaJl coOoM pas3
3a pa3oM J€eJaloT 3TO, U BOJIHEHUs1 CTAHOBUTCS MEHBIIIE.

A mpogaBLbl TPETHETO THIA MCIBITHIBAET HACTOAIIMI YKac MPU MOMBITKE CAEIATh XOJOAHBIN
3BOHOK WJIM MOIOWTH K KJIMEHTY B 3aJ€.

Korga s npuiuen B npogaxu, s He UCIIBITHIBAT AUKOIO yXaca, HO epBOE BPEMs HE TOJbKO
OYeHb OOSIICS MOAXOAUTH K KJIMEHTaM — JIaXe CTECHsJICS 3BOHUTD IPH Kosuierax. Sl crapajicst OTouTH
NojiaJiblile, YTOObl HUKTO MEHS He CJIbIIIAJ.

Ecnu BBl yesioBeKk NepBOro TUIa, TO BaM MOBE3JI0, HO YTO JeNaTh JIIOASAM BTOPOrO U TPETHETO
TUoB? MOXHO JI1 paboTaTh B MPOAAXKax, €CJU eCTh cTpax?

Ma, mo:xkHo. JloOo# crpax mputyruisercsi co BpemeHeM. CHavana TeOe CTpaIiHO, MOTOM
CTPAIIHO YyTh MEHbIIIE, [IOTOM IOUTH HE CTPAIIHO, a [IOTOM JIeJIaelllb 3TO JIETKO U Ha aBToMare.

YEI'O Mbl BOUMCHA HA CAMOM JIEJIE?

1. Crpax Bcero HOBOrO.

ITO eCTECTBEHHBIN CTpax, 3aJI0KEHHBIH BO BCeX JIOsAX npupooi. CHavana Mbl OouMcs Ie1aTh
YTO-TO HOBOE, HO OYEHb YaCTO, KOr/ia MonpodyeM, HaC yKe He OCTAHOBHTb.

Hanpumep, koraa Mbl TOJIBKO XOTUM Ha4aTh BOAUTH aBTOMOOMJIb, MBI OOMMCSI, TIOTOMY YTO 3TO
IJ1s1 HaC HOBOE JieiicTBre. Mbl HUKOT1a paHblile 3Toro He Aenanu. Ho mpoxonuT HECKOIbKO MecsLeB,
Y MBI YK€ TIPEKPacHO YyBCTBYeM ceOsi B TOpoJIe.

2. Crpax HEN3BECTHOCTH.

Korza MBI TOJIBKO HAUMHAEM YTO-TO JeNIaTh, Mbl HE 3HAEM, UTO OyIeT MPOUCXOAUTD JaJIbIIIe.
¥V Hac npocTo HeT Takoro onbita. Mbl He IOHUMAEM, Yero kAaThb. [les0 B ToM, 4TO Halll MO3T OYEHb
MOOWT TpesicKasyeMocTb. Korma [ist Hero Bce 3HaKOMO M MPEACKa3yeMo, OH COXPaHsSEeT SHEPIHUIO.
A Korjia ecTb HeU3BECTHOCTD, BKJIIOYAETCS CTpax.

Harpumep, korga Mel TOJIBKO HAYMHAEM BOIUTH aBTOMOOWIIb, Mbl BCE JieJlaeéM KpaiiHe aKKy-
paTHO, MHOrga jAaxe vepecuyp. Iloromy 4to Mbl He 3HaeM, Kak MOBEAET ceOsi aBTOMOOWJIb, Kak
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PE3KO OH OCTAHOBUTCA, YTO CKAXKET UHCTPYKTOP. 3TO eCTECTBEHHBIM O6p330M BBI3BLIBACT Y HAC CTpax.
Ho xak TobKO MBI ITPUBBIKAEM, KaK TOJIbKO BCE CTAHOBUTCA IMNOHATHBIM U 3BHAKOMBIM, CTpax UCYE3AacT.

3. Ctpax OlleHKH.

Jliony Tak yCTpOEHBI, YTO UM BaKHO OBITH NPUHATHIMU B oOmiecTBe. HUKTO He xouer ObITh
usroeM u 6esori BopoHo#. [ToaTomy Ham He Bce paBHO, UTO AyMAIOT O Hac Apyrue. Y 3adacTyio MbICIH
Ha TEMY «a 4YTO MOAYMAIOT APYrUe» BBI3BIBAIOT CTpax.

Hampumep, Bo3pMeM Bce TOTO ke YeIoBeKa, KOTOPBIN YUUTCsI BOAUTh. [loueMy oH OouTcs Tpo-
ratbcst B TOpky? He TonbKO MoTOMY, UTO OOMTCS CKaTUTHhCS U BPe3aThCs B JIPYrylo MamvHy. Beapb
y UHCTPYKTOpa BCEI/ia €CTh Meialb TOPMO3a. A ellle IOTOMY, UTO OH HE XOUET, YTOOBI eMy CUTHAJIVIIH
JIpyrue BOAUTENIA U TOBOPWIN IIPO HETO BCAKUE rafJOCTHU.

To ecTb OYEeHb YaCTO MBI MPOCTO OOUMCS BBITJISAETH ITYTIO M HEJIETIO B TJIa3ax JPYrUX JIOJCH.
Ho npoxonut Bpemsi, y Hac MOsIBJISIETCS OIBIT, U HAM CTAHOBUTCSI BCE PABHO, UTO O HAC JAyMaIoT.

370 ObLIM €CTECTBEHHBIE CTPAXU, OHU 3AJI0KEHbI B HAC TIPUPOAOH, HO €CTh U UCKYCCTBEHHBIE
crpaxu. Hanpumep:

4. [TpuoOpeTeHHbIe HETaTHBHBIE YCTAHOBKH U MBICIM. BOT HEKOTOpbIE U3 HUX:

* JletaTh Ha caMoJIeTe OYEHb OINACHO.

e JleHbIu — 3J10.

* Bce OoraTbie 3apaboTaii HEUECTHBIM ITyTEM.

* Bce pyKoBOIUTENN 3IIbIE.

* [Tponats c0xHO.

* X0JIOAHBIE 3BOHKU — 3TO CTPAIIIHO.

YesoBeK, KOTOPOTO OTHAX/IbI YKycHIa coOaka, ¢ OOJBIION BEpPOATHOCTHIO OyaeT OOSIThCS
cobak. DTO BOBCce HE O3HAYAET, YTO BCE COOAKM KyCAlOTCS U BCEX HY)KHO OOAThCS, HO HAlIeMy
MO3Ty TIpoIre 0OOOIMTh W BBIPAOOTATh €AMHBINA 3AIUTHBIA MEXaHWU3M, KOTOPBIA Oy/IeT 3aluiiaTh
HacC OT OIACHOCTH. DTOT MEXAHU3M U €CThb CTPaX.

Bo3snukaior noruunsie Bonpockl: «Uto aenats co ctpaxamMu?» u «Kak oT HUX 130aBUTHCS 7»

BpI, KOHEYHO, MOXkETEe OCTaBUTD BCE KaK €CTh 1 CMUPUTBLCS C HUMH, HO B OOJIBIIIMHCTBE CITy4acB
PaHO WU MO3IHO TMOMMETe, YTO OHM BaM MEIIAIOT KUTh U MTPOJaBaTh.

[ToaToMy ecTh O4YEHb MPOCTHIE U B TO k€ BpeMsl padoure crocoObl, KOTOPbIE MOMOIJIA OIPOM-
HOMY KOJIMYECTBY Jitofiel. B ToM uuncrie u B mpopaxax.

CIIOCOb 1

Ctpax Jeuntcs cTpaxom

Kak ogHax /bl cka3as OuH U3 U3BECTHBIX MUcatesneil: «CTpax ucye3aer, Koraa Bbl HAUMHAeTe
Jenath To, YT0 OOMTECH JieslaTh, BMECTO TOTO, YTOOBI TyMaTh 00 3TOM».

Crienysi 9TOM JIOTHKE, YTOOBI M30ABUTHCS OT CTPaxa, HaM He HY)KHO O HEM TyMaTh, HaM HYKHO
CMOTpETh eMy TPsIMO B JIUIIO W JIeJIaTh TO, 4To Ooutech. Torma crpax JimOO yMEHBIIAeTcs, OO
CO BPEMEHEM YXOJIUT COBCEM.

ITOT crnocod MHOrO pa3 JIOKa3slBal CBOI 3(PdeKTUBHOCTh. OMHAKO eciid BBl MPOCTO Oe3-
JOyMHO TIOBTOpsieTe Tyraloiiee JIeCTBUE, pe3yIbTaTUBHOCTh ITOrO Oy/eT HeBBICOKOU. [IJ1s1 60sbIero
a(pdexTa ecTh AIrOPUTM U3 MSTH 1IArOB:

1. Ilpusnaiirecs.

ByzabTe yecTHbl camu ¢ cOOOH U CMeJIo TPU3HANTeCh ceOe B TOM, UTO Bbl Y€r0-TO OOUTECH:
«[la, 1 6010Cch KOH(IUKTHBIX KJIIUEHTOB.

«Jla, s1 6010Ch IeJIaTh XOJIOIHbIE 3BOHKM» .
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«Jla, s1 60I0CH YCIBIIIATH «HET».

He HyxHO oTpunars u roBoputh: «HeT, 51 He O0I0Ch, 1 He 00I0Ch, s He 0010Ch». OT 3TOro BbI
Oynete 6osThes erne Oombine. [Icuxonoru roBopsAT, 4To OCO3HAHUE W MPU3HAHUE MPOOJIEMBI — 3TO
TMOJIOBMHA yCIieXa MpHu ee perieHrn. [103ToMy cMeso mpru3HaBalTeCh.

2. laiiTe ce0e mpaBo HA OMINOKY.

Hampumep: «[la, st He uaeaneH, U, BO3MOXHO, MO pa3roBOp C KJIMEHTaMU OyJeT He hjeasieH.
Ho Benp Bce KOrga-To y4mimch, TPEHUPOBAJMCH, JTOMYCKAIM OMIMOKHU. Bce uepes 310 mpoXomuin.
W naxe ovyeHb OIMBITHBIE MPOJABIIBI JO CUX MOP IOMyCKaioT omuoOKy. [ToTomMy 4TO mpogaxku — 310
He MaremMaTHka. U s Toxe UMelo Ha 3TO MOJTHOE MOPAJIbHOE TPaBO».

[Tponasiisl GosATCS cenath YTO-TO HenpaBmibHO. OHM GosiTcs ommoOok. Ho, o MHEeHHIO MHO-
TUX JIOJE, KOTOpbIe Yero-TO B 3TOM KU3HU TOOUIHCH, OIIMOKH — 9TO IJIABHOE YCJIOBUE yCIexa.

Bce ycnemnsbie moau COBEpIIAOT MHOTO OIIMOOK, a BCE OYEHb YCIIEITHbIE JIIOAU COBEPIIAOT
o4YeHb MHOTo omuoOok. Ecii BbI He Jenaere OmmMOKH, TO BPsA[ JIM YeMy-TO HAy4uuTech. BakHO Kak
MOXHO ObIcTpee HabuTh ceOe MMIIKKU. Yem ObicTpee MX HaObelllb, TeM ObICTpee MONYYHIIb OIIBIT.
A dem Oosbllle OIBITa, TEM JIYYIlle U CTaOUJIbHEE Pe3yIbTaThl.

['maBHOE — 3TO HE MPOCTO OE37yMHO HACTYNATh Ha OJHU W Te Xke rpadiu, a mocie KaxIou
IIUIIKY TPOBOAUTD aHAJIN3 U UCTIPABIISATH OIIMOKH.

ITa KHUTA HE TOJIBKO MTO3BOJIUT BaM MIOTPEHUPOBATHCS CAMUM, HO U IACT BO3MOKHOCTh YBUJIETh
T€ IIMIIKK, KOTOPBIE 32 Bac HAOWIIM Jpyrye JIIoAU. 3a4eM TPaTUThb TOJibl, IOTydasi CBOH OITBIT, KOTAa
MOXHO TIPOCTO 3aMMCTBOBATb OITBIT APYTUX?

Kak omHaxnpr ckazan Teomop PysBensT: «[lypaku ydarcs Ha CBOMX OIIMOKaX, a YMHBIE —
Ha YyXux». Jlyulne yuuTbcsl Ha 9yXKuX. ITO COKOHOMHT BaM HECKOJIBKO JIET KU3HU.

A HUYero Jopoke BPEMEHH y HaC C BaMH HeT.

3. YcomHuTECHh B HCTUHHOCTH CBOEr0 CTpaxa.

Cnpocute ceds: «A UTO CTPAIIHOTO MOXET MPOU30MTH, KOT/a s IO3BOHIO STOMY KJIMEHTY 7» —
Y 3aMUIIATE CBOM OTBETHI.

Hanpuwmep:

«$1 Oymy BBITJISIIETh KaK WIIUOT, s MOKPACHEI0, Oyay Ka3aThCsl HABSI3YMBBIM, OH MEHS TIOIILIET.
OH HayHET MeHsI YTO-TO CIpAIUBATh, a sI HE CMOTY €My OTBETUTb, IOTOMY UYTO He 3Hawo. KimeHTt
MOJIyMaeT, YTo 5 JWJIETAHT, HAYHET KpU4aTh WIN PyrarbCsi, OpOCcUT TPYOKy, pa3BEpPHETCS U YHET».

A Teniephb 3a/1aiiTe ceOe Ipyroi BOIPOC:

«A 9TO IEMCTBUTEIBHO CTPAITHOTO MOXKET CIIYyUUThCS, €Cn?..»

Hanpuwmep:

«A 9TO IEMCTBUTEIBHO CTPAITHOTO MOXKET CIIYUYUTHCS, €CIU 3TO MPOU30HIET 7»

«YTO NEeWCTBUTENBHOTO CTPAITHOTO MOXKET CIyYHThCS, €CIM KJIUEHT 000 MHE IIOXO MOAy-
Maet 7»

«YTO0 IENCTBUTEIIHFHO CTPAIITHOTO MOKET CITYUUThCSI, €CITH KJIMEHT OPOCUT TPYOKY WIIH YIET 7>

UTo eCTBUTEIBHO CTPAITHOTO MOKET CIIyYHMThCS, €CIHU 51 He CMOTY OTBETUTDb Ha BOIPOC KJIU-
eHTa?»

U BBI noiimMeTe, 4TO Ha camMoM jiejie AGUCTBUTEIBHO CTPAIIIHOTO HUYero He mpousonaer. Hukro
HE yMpeT, HUKTO HUKOTO He MoObeT. Bce ocTaHyTCs )KUBBI U 3710POBBI. A 3HAYHT, HE CTOUT OOSTHCS.
Kakas paznuna, uto o Bac nogymaiot. O0 3TOM He HyKHO AyMath. [lymarh Hy>KHO O TOM, KaK IOMOYb
KJIMEHTY, ¥ O TOM, KaK IPUITU K CBOEH LIeIU. A BCE OCTAJIbHOE BTOPOCTEIIEHHO.

TO4YHO TaK *e ¥ C HeraTUBHBIMU yCTaHOBKaMu. [locTaBbTe Ballly yCTaHOBKY, KOTOPYIO Bbl OOHA-
py)uid, o comHeHre. Harpumep: «A IefdCTBUTENBHO JIM JIeTaTh Ha CaMoJieTe OMacHo 7»

CrarucTriKa rOBOPHT, YTO €3/IUTh HAa MAIIMHE HAMHOTO ONACHEeW. 3HAUUT, TOT CTPaxX — MPOCTO
TUTOZ MBICTIeN U (paHTa3Wil. 3HAUUT, HAO paccladUThCS U TIOMYYaTh YIOBOJIbCTBUE OT MOJIETA.

A Bcerja Ji IeHbIu 37107
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Ha nieHpru MOKHO JIaTh 0Opa30BaHUe JICTSIM, Ha ICHbI'M MOXKHO 3aHUMAThCS TEM, 4TO TeOe Mo-
HACTOSIIIEMY HPABUTCS, HAa JJGHBI'M MOXHO JICUUTh TSKEIOOONBHBIX JieTeld. [IoaToMy HeT, NeHbru —
9TO He 3710, a MPAKTUIECKH Beeraa g00po. Borpoc B ToM, Kak UX MCIOJIb30BaTh. TOYHO Tak ke, Kak
Y C HO)KOM: UM MOHO MOPAHUTBCS ¥ IOPAHUTH JPYTUX JIIOJICH, & MOXKHO IPUTOTOBUTH ce0e U JIPyTUM
JIOASIM YKUH, HO MbI e He TOBOPHM, YTO HOX — 3T0 3710. C JIeHbraMu TO JKe camoe.

A Bce 1M KJIMeHTHI 371bie? A BCe JIM KJIMEHThI KUAAT TPYOKY? A BCe JIM KJIMEHThl HeraTuBIT?

Her. Ianexo He Bce. TonbKO MeHbIAs YacTh. A CTOUT JIM TOIJIa UX Bcex 00saThesA? KoHeuHo,
HeT. [ToaTomy pacciadbcst ¥ CIOKOWHO OOIIaics.

Mapk ABpenuii ofHaK/Ibl CKa3am: «Jlenail yTo JoMKeH — U Oyab 4To OyneT».

[MoTpsicatorias murara, KOTopast IOMOTaeT XUTh U padoTaTh O3 cTpaxa.

4. IIpooyiite.
ITpocto HauHKTE JIENIaTh TO, YTO GouTech. Yem OoJIbIie OyIeT MOMBITOK, TeM ObICTPEe BhI Iepe-
craHere 004ThCA.

5. Ananusupyire.

[Nocne kaxaoro quasora ¢ KJIMEHTOM IMPOBOAUTE aHAIN3 CBOMX JieicTBUi. [Ipruem He Ha SMo-
IIMOHATLHOM YpoBHe: «OU Kakoy ke s Jypak, 3aueM s BooOIle eMy 3To ckazan? Yto 3a epyHIy
s Hec?» — a KOHCTPYKTUBHO: «Tak... UTo 5 czenan B TOM pa3roBope MpaBuiIbHO?» O0s13aTelIbHO
OTMETHTE 3TO, IOTOMY UTO MO3T OYEHb JIOOUT KOHIIEHTPUPOBATHCS HA HETaTUBE M HE 3aMevaeT IMoJIo-
JKUTEJIbHBIX Belllel. A IMEHHO TOJIOKUTEIbHBIE BEIIY MOMOTAIOT HaM He TepATh MOTUBAIMIO. [loxea-
aume ceds 3a 310: «O, y MEHsI HeTJIOXO MOTyYMIJIOCh CIeNIaTh BOT 3TO, 51 MOJIOAELI, B CJICAYIOIIUI pa3
CHeJIalo elle JydIle».

[ocne storo cnpocume ceosi: «Eciu Ob1 y MeHs1 Obl1a BO3MOKHOCTb €111e Pa3 MOTOBOPUTD C 3TUM
KJIMEHTOM, 4TO OBl 5 crenail mo-apyromy? Urto Owl 1 moGaBmi/yopan? Yro MHe B Clieyomui pa3
HYKHO CJIeJIaTh, YTOOBI 3TO UCIIPABUTH ?»

Korga Bbl 1eseHanpaB/ieHHO AyMaeTe Haj TeM, YTO CAENald, Bbl 3aHUMaeTech peduiekcueit.
Pegprexcupyiime nocie Kaxaoro pa3ropopa. 3anuceiBaiiTe Ballld CUJIbHbIE CTOPOHBI M CTOPOHBI, HaJl
KOTOPBIMU MMEET CMBICIT padoTaTh. Kakaplil pa3 cTpeMuTech K TOMY, YTOOBI B CJICAYIOIIUX Pa3roBO-
pax He ObUIO TeX OIMOOK, KOTOPBIE BbI JIEJIANIU B MPebIAyIIMX. ExXeTHeBHO yimyulnas CBOM HaBbIKH
TaKUM 00pa30M, Bbl IOYYBCTBYETE YBEPEHHOCTh, IOTOMY UTO CHJILHO BBIpPACTETe B TPOdeCcCHOHAITh-
HOM TUTaHe. A KOrja TMOsIBJISIETCS] YBEPEHHOCTh, CTPaX YXOMMT.

CIIOCOB 2

HUrpats poJs npoaaBua

HexkoTopbie mpoaBIibl 00ATCS HeraTUBa OT KJIMEHTOB M arPECCUU, HATIPABJIEHHOH B IX CTOPOHY.

Crnoco6 3akimoyaercsi B TOM, YTOOB BBIATH M3 TO3UIMU «sI — MPOJABEL» U MPEBPATUTHCS
B XOPOIIIETO aKTepa, KOTOPHIH MpuMepsieT Ha ceOs1 polib mpojaBiia. Tak MOKHO HAIPaBHUTh BCE Hera-
TUBHOE HE B CBOIO CTOPOHY, a B CTOPOHY POJIM, KOTOPYIO BBl UT'PaeTe.

Bbi 3aHMMaeTe MO3UIIUIO «s1 — 3TO s, a MPOJABEl] — ITO MPOCTO POJib, B KOTOPOH 51 HAXOKYCh».
TaK MBI HE HpI/IHI/IMaeM 6JII/13KO K cepnuy BC€E TO, 4YTO FOBOpI/IT KJIUCHT. HaM HE BaXHO, 4YTO OH HOIIy-
Maert Mpo HaC, TOTOMY UTO «IIPOJIABEI» — 3TO BCETO JIUIIL POJib. [lompoOyiiTe OTIeMUTh pOJibh OT CBOEH
JMYHOCTH. B OONBIIMHCTBE ClTy4yaeB cTpax U BOIHEHUE YUAYT.

CIIOCOB 3

Bbi3oB camomy cebde
Eciu MBI HUKAK HE MOKEM U3MEHUTH CUTYyallH10, Mbl MOKEM U3MCHUTL OTHOIICHHUE K HE.
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K 06011 CIOXHON WM HECTaHIAPTHOW CHUTYallMd MOXHO OTHECTHCh TO-pazHOMY. MOXKHO
CUZIETb U TOBOPUTD, YTO BCE MPOINAJIO, 3TO OYEHb CIIOKHO M CTPAIIHO. A MOKHO ITOCMOTPETh Ha Hee
COBEPIIIEHHO MHAue — C TMO3UIIMU UHTEPECHOTO BhI30BA. BMECTO TOro 4ToOBI MIIaKaTh, KaueTh ceds
u 0osiThes, cKazath cebe: «Tak. .. MaTepecHo. Takoro y MeHs elle B KHU3HU He ObLI0. XOpOIInid yel-
nenk. IHTepecHo, cnpasimioch wim Het? Hy naBaii nonpoOyem. Pas, nBa, tpu... [lorHamm!»

Jlake ecnm BaM CTpAIIHO, 9TOT CIOCOO BKJIIOUUT a3apT U MHTEPEC, KOTOPbIE CMEIINBAIOTCS
CO CTPaxOM U NPEBPAILAIOT €ro MPOCTO B NPUATHOE BOJHEHHE. A 3TO XOpolllee YyBCTBO, KOTOpOe
HE MEIIaeT, a [IOMOraer.

CIIOCOBb 4

HaxoanTh BO3MOKHOCTH

Pasnble moa1 B O0HON U TOH K€ CUTYallMd MOTYT 3aMevaTrh COBEPIIEHHO pa3Hoe. O1HU CMOT-
PAT Ha CUTYAlMIO W BUAAT MPOOJIEMBbI, KOTOPHIX TIOTOM HAUMHAIOT OOAThCS. A Jpyrue B 3TOM Ke
CUTYallU¥ BUAAT BO3MOKHOCTU. Y TaKMX JIIOAEH B Pa3bl MEHbLIE CTpaxa, IOTOMY YTO BO3MOKHOCTU
BJIOXHOBJISIIOT. A KOIJIa €CTh BJIOXHOBEHME, MECTa JUIsl CTpaxa IPOCTO HE OCTAETCHl.

YentoBek, KOTOPBIN KOHLIEHTPUPYETCsl Ha MpodJIeMax, eCIM EPECOIUT CYTI, Pa303JIUTCS U CKa-
KeT Tak: «TBoio xk. .. [lepeconun. 91o HeBO3MOKHO ecTb. [Ipunercs BbIkuHyTh». 1 noiet BbuinBarh
MIEPECOIEHHBIN CYII.

A Kak MBICIIUT Y€JIOBEK, KOTOPBI B 3TOM k€ CUTyallMM BUIUT BO3MOXHOCTH? OH CKaXer:
«Tak... [Nepecomun. JlagHo, HUYero crparHoro. Yto s Mory cienatb? 51 Mory 100aBUTh BOIBI, I0pe-
3aTh HEMHOT'O OBOIIIEH, ¥ Oy/eT elre OOJbIIe Cyma».

ITponasipl, KOTOpPBIE KOHIIEHTPUPYETCS] HA HETaTUBE, MBICJIAT TaK:

«MHe CTpaIlHO AenaTh XOIOAHbIE 3BOHKU. $1 He 000 KOH(IMKTHBIX KJIMEHTOB.  He 3Halo,
YTO CKa3aTh, KOT/Ia KJIMEeHT Bo3paxaeT. OH reHepaibHbIN IUPEKTOP, a 1 IPOCTOM npoasell. f 3BoHIo,
Y MEH$ MOCHLIAI0T. 3HAYUT, ITO HE MOE».

A Te, IpoaaBlLibl, KOTOpbIE BUAAT BOBMOKHOCTH, MBIC/IAT MHAYE:

«Jla, X0JO/IHbIE 3BOHKU — 3TO HENPOCTO, HO 3TO OTJIMYHASA BO3MOXKHOCTb IIPOKAUaTh HABBIKU
KOMMYHMKAIM{A. DTO OTIMYHAs BO3MOXHOCTh MpOKayaTh HABBIK INpe3eHTauuu. Eciu g Hayuych
paboTaTh ¢ KOH(PIUKTHBIMHU KJIMEHTaMH, 3TO MTOMOXET MHE CIJIaXHBaTh OCTPbIE YIJIb B KHU3HU. 51
MpojiaBell, a OH TeHepasIbHbIA JUPEKTOp OorpoMHON kommnanuu. OminuHo. [Ipokayaio cBOM HaBBIK
KOMMYHUKAIIUI C JIIOAbMH BBICOKOTO COIMATIBHOTO CTaTyca M I00aBJi0 CTPOYKY B pe3ioMe, UTO BeJ
MIEpEroBOPhI C MEPBBIMU JIMLIAMU KPYITHBIX KOMITaHWH; B Oy/IyIieM cMOr'y MpeTeHA0BaTh Ha Oolee
BBICOKYIO 3apILIaTy».

ITO HE O3HAYAET, YTO YEJIOBEK, KOTOPhIA BUIUT BO3MOKHOCTh, He Ooutcst coBceM. [Ipocto,
KOTJJa Mbl BUJJIM BO3MOKHOCTB, CTPaX YXOJWUT Ha BTOPOH IJIaH, @ MOTUBAIIMM CTAHOBUTCS OOJIBIIIE.

CIIOCOB 5

Onrtumuszm

Ectb siofn, KOTOphbIe KaXIyl0 MEJIOYb BOCIIPUHMMAIOT KakK KOHEI[ CBeTa. DTO MECCMMUCTHI.
V HuX Bce Beera mioxo. Kak mpaBuiio, Takue JIIoAM HAYMHAIOT MYCOJIMTH B TOJIOBE BCE MEPEKUBAHMUS:
«¥YKac, KiameHT Opocuit TpyOKy. KiveHT Ha MeHst Hakpuyast. S Gosibliie He MOTy C TAKMM HacTpoe-
HHEM padoTaTh. 3a UTO 3TO MHE Bce?»

OnHM HakpyumMBaKOT ceOs1 CHIbHEE, a MOTOM ellle cuiibHee. [ToToM MosiBiisteTCst CTpax, MOTOM
CUJIbHBIM CTPax, a IOTOM OHM C HEBPO30OM Yepe3 JIBa MecsIa YBOJbHSIOTCS C MBICJISIMH, YTO HUKOT/A
Ooupiiie He OyMyT padoTaTh B Mpogaxax. M Takux Jojielt XxBaTaer.
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A ecTb ONITUMHUCTBI, KOTOPBIE TIOCIIE JII0OOH OIMUOKY TOBOpAT cebe: «JIagHo, co BceMu ObIBaeT,
HUYEro CTPAIIHOTO, efieM Jabiie»; «OK, He crparHo. Eciv cefiuac oTka3asm, 3HAYMT, CKOPO CKaXKyT
«Ja». Y momum gaspiie. [ToroBopuiv ¢ KJIMEHTOM, a JAJIbIe «IUCTHINA JIUCT», KaK Oy/ATO CTEpPIIH.

qTO6I>I HE BBLIT'OpPAaTb U HE 3apa60TaTb ceGe HUKAKHUX HEBPOJIOTMYCCKUX U ICUXOJIOTMYCCKHUX
PaCCTPONCTB, OYeHb BAXKHO HAYUUTHLCS OBITh OMTUMHUCTOM. [[7151 9TOrO mocJe 0ol HeyJauu cripa-
mmBaiTe ceds: «YTo B 9TOM ecTh Mo3UTHBHOTO? Kakoil B 3TOM ecTh TUIoc?». DTO CUJIBHO MEHSIET
MIPUBBIYHOE MBIIIJICHHE 1 TTIOMOTaeT BCET/Ia HAXOAUTHCS B XOPOIIIeM HACTPOSHUH. A YeM JydIlle y Bac
HACTPOCHHE, TEM MEHBIIIe BBl OOMTECh U TeM OOJIbIIIE Y BaC CHJI Ml SHEPTUH JJIsI TOTO, YTOOBI ICHCTBO-
BaTh JaJIbIIe.

MBpI "acTo paccTpamBaeMcs, KOrjJa y HacC 4TO-TO He mojiydaercs. Takue cUTyaryu, Mo CyTH,
ABJIAKOTCA )1 HAC TPUITECPOM, KOTOprI;'I BBI3BLIBACT PECAKIIUM. VY neccumucron OJHH pE€aKLnH, y OIITU-
MUCTOB JIpyTHe.

B MoMeHT Heyaaur Mbl O4eHb YacTo AeCTBYeM HEOCO3HAHHO, Ha aBToMate. MBI POCTO pearu-
pyeM Kak pearupyercs. DTOT criocoO BKITIOYAET B ceOsl yrpaBjieHre CBoel peakiuei. Mbl He oTaaeM
CBOIO PEaKIIMIO Ha OTKYIT OeCcCO3HATeIbHOMY, a CaMU BHIOMPaeM, Kak pearupoBaTh.

JI71s1 TOro UTOOBI OTpearupoBaTh MPABUIBHO, 3apaHee MpUAyManTe 7151 ceOs MO3UTUBHBIC Peak-
[IUM Ha Heyaauu u onmmOKu. [ToroMy 9TO eciii B MOMEHT Hey[auM y Bac He Oy/IeT STHX 3aroTOBOK, TO
BaM ITPOCTO HE U3 Uero OyaeT BuOpaTh. M, ckopee Bcero, SMOIMU MPOCTO BO3BMYT BEPX HaJ/l pA3yMOM.
Jlydimast UMIpoBH3aIMsI — TO 3apaHee 3aroTOBJICHHAST UMITPOBHU3AIIUS.

9TO MOXKET 6LITI) IMpoCTO YHLI6Ka HJIX KaKHUE-TO CJIOBA B NTO3UTHUBHOM KJIIOYE, KOTOPBLIE BAC
MofIJepIKar.

Harpumep, caenanm kakyo-To ommokKy, ckaxute cede: «Cynep. Xopomuii orsIT. Teneps 3Haio,
KaK JeJlaTh TOYHO He HYKHO». YIIBIOHUTech U cKaxkute: «OrmnaHo. BeiBomel cienanbl. [loexamm
JaJIbIIIC» . OcraBasch OIITUMUCTOM, Bbl HE BBITOPACTE U HC TEPACTE MOTHBALIUIO.

CIIOCOB 6

CrpamHee cTpamHoro

Uro moxeT ObITh cTparHee Bamiero crpaxa? Tosbko ere 6onee cuiibHBIN cTpax. Kak roBoput
DuiHIITeNH: «Bce OTHOCUTENTBHOY.

Ha onHoii 13 mepBhIX MOMX pabOT COTPYIHHMKH BCTaBAIM Ha TaOypeTKy MpsiMO B TOPrOBOM
3aJie ¥ YUTAJM [T BCEX KJIMEHTOB JII0O0Ee CTUXOTBOPEHUE. DTO ObIJIO CBOe0Opa3HOe JOOPOBOIBLHOE
MOCBSAILIIEHUE B MeHekepbl. [lociie Takoro BBICTYIUIEHUS MPOCTO MOAOMTH U Pa3rOBOPUTDH KJIMEHTA
CTAQHOBUJIOCH [UISI HUX MYCTSKOM. DTOT OMBIT Mbl IPOOOBAIM MPUMEHSTh U B JPYTUX KOMITAHUSIX.
W GONBIIMHCTBO YYaCTHUKOB OTMEYAJIH, YTO TIOCJIE TAKOTO yKe HMUYEro He CTPAIIIHO. 37ech padoTaeT
MIPUHIIMI KOHTPACTA: MOCIIE BBICTYTIJIEHHS HA OOJBINON CIIEHE BBICTYITUTh HA MaJIEHBKOM YKe MPOIIe
ripocroro. [Tocne Toro kak MpeIrHyJI ¢ MOCTa CO CHELMAIbHBIM CHAPSIKEHUEM, IIPOCTO CMOTPETh BHU3
C IECSITOrO Taxa yxke He Tak crpaiiHo. Ilocie Toro kak npoes npe3eHTaluIo /1715 ABaIaTH YeI0BeK,
MIPOBECTHU MPE3EHTALMIO AJIs OJHOTO HECJIOKHO.

[ostomy, ecnu BbI 4ero-to Goutech, MOAyManTe M HAWAWUTE TO, UTO JJISl BAaC €lle CTpallHee
BaIIIero CTpaxa. A MocJie TOro HaiauTe crocod cenarh 37o. Toraa Baiil NepBblid CTpax CTaHeT MOYTH
HE3aMETHBIM WJIM BOBCE UCUYE3HET.

Hanpuwmep:

Bownbest BhicoThl? [TonpoOyi MPHITHYTh € MAPAIITIOTOM WK C OOJIBIION BBICOTHI CO CIIEIHATb-
HBIM CHapsKEHUEM (TOJIBKO €CJIM BCE B TIOPSIZIKE CO 3[J0POBBEM).

Bowibest 3HAKOMUTBCS ¢ HOBBIME JTIofbMu ? [TonpoOyii HaYaTh 3HAKOMHUTBCS B OYE€Hb JTIOJHBIX
MecTax, Tjie Ha TeOs1 Oy/IyT CMOTPETh APyTHe.
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Bouiiibest MO3BOHKUTH M YCIIBIIIATh OT KJIMEeHTa «HeT»? TTonpoOyii crelaibHO YCTPOUTh cede
JeHb OTKa30B. 3agaya — 3a JeHb coopath 100 oTkazoB. Koraa Bel yciblmmTe 3a A€Hb TAKOE KOJIMYe-
CTBO OTKa30B, 5—10 «HET» MOKaXyTCsl BAM [IBETOYKAMHU M HUKAaK He OyIyT JeMOTHBUPOBATH.

OpnHako cTpax — 3TO He eIMHCTBEHHAs M3JIEPKKa, C KOTOPOU MPUXOAUTCS CTAIKMBATHCSI MHO-
I'MM ITPOJABLIAM.

1. Im npuxogutcst padoTath B pekUMe HOH-CTOI. [10CTOSIHHBIE 3BOHKHU: MOJOXKMUI TPYOKY —
HY)XHO 3BOHHUTH Jaiibiie. [IoToMy 4To Yem Oosibllie TOMBITOK, TEM BBIIIE BEPOSTHOCTh MPOJATh.
Ecnmm npoaaser padoTaeT B 3aj1e, TO KJIMEHTHI Yallle BCEro MpUXoAsT ouH 3a Apyrum. Cectb OTHOX-
HYTb, 000OEIAaTh MOJITOpPA Yaca, MOTOM MONHTh Kode, ITOTOM MOOOIIATHCS ¢ KOJUIETaMH TMOTYacuKa
IJIs1 TIOOOTO XOPOIIIETo MPOJIABIIA, KOTOPHIA CTPEMUTCS BBITIOTHUTD TUIAH TPOAIAK U JOCTUYL CBOEH
1IeJIH, — HETIO3BOJIUTENIbHAST POCKOIIIb.

2. IIpuxonutcst paboTaTh C pa3HBIMU KJMeHTaMu. U fasieko He Bce U3 HUX JOOpBIE U MYIIHCTHIE.
[Tponasen HOMKEH MOACTPAMBATHCS, HAXOAUTH TOIXOIB! K COBEPIIEHHO PA3HBIM JIOASAM. DTO TOXE
JAJIEKO He MPOCTOM MpoLecc.

3. Kaxplii 1eHb TPUXOAUTCS CIBIIIATH OT KJIMEHTOB OTKA3BI.

Bce 310 enaer paboTy MpoAaBIOB OMHOM U3 CAaMbIX HAIIPSKEHHBIX U 9HEepro3arparHbix. 1 ato
HE MOXET He CKa3bIBAThCS HA UX MOTHBAIIUH.

Co BpemeHeM oHa cHukaetcsi. [lopabGoTaB HEKOTOpOe BpeMsi, YeIOBEK TOHUMAET, YTO €My ITO
HAJI0€JI0, UTO y HEero OOJbIlie HET CHJI, YTO OH ycTall. EcTecTBeHHO, Mociie STOro MponaaaeT KeJlaHue
paboTaTh B MOJHYIO CHITY, & 3aTeM TOSIBIISIETCS KeJIaHUE YBOJIUTHCS.

Tako#l mporiecc yaie BCero Ha3biBalOT MPOGeCCUOHATBHBIM BhirOpaHueM. 1 OOJIBIITMHCTBO
MPOJABIIOB €My NOBEpKeHbI. [IprueM nmoaBep:keHbl ropaso Jaile, 4eM JIIOAU KaKou-Iuo0 Ipyroi
npodeccur. JJocTaTOUHO MPOCTO CPABHUTDH CPETHUN «CPOK KU3HU» COTPYJHUKOB Pa3HbIX OTHENIOB.
B GosbIMHCTBE ClTy4yaeB OKa3bIBAETCs, YTO IMEHHO COTPYJHUKHU OT/IeNa IPOAaX YBOIBHSIOTCS Yalle
Bcero. 3To 0 MHOroM roBoput. [Toatomy maBaiiTe ¢ 3TUM pa3OMpaThCs.

INIOYEMY ITPOJABIIbI BBITOPAIOT?

1. He Buasr pesysbrara.

B Havane kapbepbl peAKo y KOro ecTb XOpollue pe3yibrarhl. Ha crapTe mpoaaBlibl HE MOTYT
M0Ka3aTh BBICOKMX PE3YJIbTATOB IIPOCTO MOTOMY, YTO Y HUX HET I0CTATOYHOTrO onbITa. OHU e11ie MHO-
rOro He 3HAIOT U He YMEIOT. A B 3TO JKe caMoe BpeMsI X O0Jiee ONBbITHbIE KOJUIETH BBIIOHSIOT U IaXKe
MEPEBBINONHSAIOT TUIaH NpoJak. EcrecTBeHHO, I8 Ha 3TO, NpoJaBel] HAYMHAET UCKaTh IPUYHMHBI
B cebe: «HaBepHoe, mpopaxu — 310 He Moe. Bot y npyrux monmyvaercs, a y MeHs HeT. fl, HaBep-
HOE, HEeY/IJaUHUK». Y HUX HAuMHAET Na/1aTh CAMOOLIEHKA, ¥ U3 YBEPEHHOTO KOTAa-TO MPOAABLA, FOTO-
BOTO CBOPAYMBATh TOPHI U JIOOMBATHCS Pe3y/IbTaTa, OyKBAIBHO 32 HECKOJIBKO THEW MOXKET MOy YUThCS
YeJIOBeK C OHMKIIMMH I71a3aMH, C HU3KOW CaMOOLICHKOM U YOMTOW HAalpoyb MOTHBAIUEH.

2. [MpuHumaroT Bce OIM3KO K Ceplty.

JIOBOJILHO YacTo KakI0e CKa3aHHOE KJIMEHTOM HEOCTOPOKHOE CJIOBO ITPOJABEL] HAYMHAET ITPH-
HUMATh Ha CBOH cueT. U cIoBa TH MO-HACTOAIIEMY PaHAT U IPUUUHSIOT eMy 0ok, [Tocte pasroBopa
C HerOCTbIM KJIMEHTOM TaKOﬁ HponaBeu QOUYEHb ITJIOXO CC6H ‘IYBCTByeT M1 JOJITO OTXOOMUT. EC)II/I KJIN-
CHT OTKa3bIBACTCA OT HOKyHKI/I, r[ponaBeu Ha4YMHaAET BOCHpI/IHI/IMaTb 9TOT OTKa3 KaK JINYHOC OCKOp6-
JIeHWe, KoNaThesl B ce0e U He TepecTaBasi KpyTHUTh IJIOXHE MBICTH B TOJIOBE, KaK Obl IPOUTPHIBASI TY
CHUTYaIMIO CHOBA M CHOBA. Y HEro HauMHaeT O0JIeTh TOJIOBa, IOPTUTCS HACTPOEHHUE, CUIILHO CHUXKA-
€TCA MOTUBaLMd, HponanaeT JKeJIaHUue pa6OTaTb. B KOHCEYHOM UTOTI'C Ka)KIlbII./JI CHCIIYIOHII/Iﬁ OTKa3 KJIN-
eHTa Bce OoMbilie yOexkJaeT ero B TOM, U4TO OH IIJIOXOW MPOJABEIl, YTO OH MPOJAET MIOXON MPOTYKT
Y 9TO OH padOTaeT B IJIOXOW KOMITaHWU. M MBI CHOBA OJTy4aeM BBITOPEBINETO YeJIoBeKa OyKBaJIbHO
3a HECKOJIBKO JHEN WIN HEAEID.
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3. OnHOOOpa3Has esATeTBHOCTD.

Korpa npopaselr ToJbKO MPUXOAUT B MPOheccHio, OH HAAEeTCsl Ha TO, YTO KaX[bli JIeHb
Oy/leT 3aHUMAThCSl Pa3HBIMHU CYNIEPUHTEPECHBIMH 33JauyaMM, OOIIAThCS ¢ MHTEPECHBIMU JIIObMHU,
a 1o (hakTy ero AesITeIbHOCTh OKA3bIBACTCS COBCEM HE TAKOW, KAaKOW OH ceOe MpeJICTaBIISIL.

Xots paboTy MPOAABIOB CJIOKHO Ha3BaTh MOHOTOHHOM, OHA YacTO CBs3aHA C MOBTOPSIOIIH-
Mucs nercTBusAMU. Kax bl IeHb TIPUXOAUTCS JIeJIaTh OTHO U TO Xe: 3BOHUTH KJIMEHTaM, OOIIaThCs,
3aJ]aBaTh OJIHU U Te e BOIPOCHI, PACCKa3bIBATh PO OTHU U Te K€ MPOAYKTh. MHOTMe MpoCTO OKa-
3BIBAIOTCS K 9TOMY He roToBbl. OHU OT STOrO YCTAaOT; ¥ CHOBA MOJyYaeTCsl BHITOPEBIINI YeJIOBEK,
KOTOPBIN YK€ HE XOUeT 3aHUMAThCSI STOH PabOTOM.

4. [lepekoc B CTOPOHY paOOTHI.

W3BectHblil pakT, uyTo B SIMOHMM OT mepepaOoTKM yMHUPAeT OrpOMHOE KOJIWYECTBO JIOICH.
B Poccun, X0Th 1 He BO BCEX KOMITaHHSIX, IEPEPaObOTKH — TOXE JOBOJIBHO YacTasi CUTYallusl.

HoBble coTpyaHuKH, *kenasi MPONTH UCIIBITATEIbHBIA CPOK, XOTAT MOKa3aTh HAYIBHUKY, UTO
OHM CTAapaloTCsl M JIOCTOMHBI TOTO, YTOOBI 3/1eCh padoTaTh. [Jjisi 3TOro OHM YacTO 3a/AEPKUBAOTCS
U 1epepadaThIBaIOT.

Jlpyrue COTpyAHUKH MPOCTO HE XOTAT UATH JOMOH, TIOTOMY YTO MM TaM Heuero JesaTtb. Y HUX
HET CEMbHU, UX HUKTO HE JKJIET JI0OMa, U OHHM OCTAIOTCSI Ha padOoTe MOOIBbIIIE.

Tpetbr, 4TOOBI HE BBHINIAAETh Ha UX (POHE Xyke, OepyT C HHX MpUMEpP M TOXE OCTAIOTCS
Ha TOJIOJIbIIIE.

UeTBepThie KenaloT MOCTPOUTh Kapbepy, MOITOMY 33/IePXKUBAIOTCSA U TAKUM CIIOCOOOM TOKa-
3bIBAIOT CBOEMY PYKOBOJCTBY 3aMHTEPECOBAHHOCTb.

[TaTpie mpocTo GOSATCS YXOOUTh paHbllle PyKOBOAUTEIIS.

V 1IecThIX Tak 3aBe/IeHO B KOMITAHWUH, YTO BCe pPabOTaIOT JOMO3IHA M HE BaKHO, CKOJIBKO JITTUTCS
padoumii eHb.

Bce 3T0 nprBOOUT K TOMY, YTO COTPYJHUK IIPOCHITAETCS, TPATUT BpeMsl Ha JIOPOTry J10 paboTHl,
CHUIMT UETIbINA JeHb Ha padoTe, OCTaeTCsl Ha HECKOJIbKO YaCOB MOC/ie pabOThI, TPATUT BpeMsI Ha IOPOTy
JOMOI, a KOrjia MpHUe3kaeT, BpeMEHH OCTAETCsl TOJIBKO Ha TO, YTOOBI TIOKYIIATh, IOMBITHCS U JIEUb
cratk. [Tomydaercsi, 4TO KU3Hb, COCTOSIIAS] COBEPILIEHHO U3 Pa3HBIX cep, NepeKalInBaeTcsi B CTo-
POHY OfIHOM chepbl — padOTHL. A JIpyrue yXoaaT Ha 3aJHHH TUIaH.

YestoBek He MOKET ObITh FTAPMOHUYHOM JINYHOCTBIO, KOT/Ia HEKOTOPBIE c(pepbl ero KU3HU pas-
BUTHI TOpa3Io Xyxke Apyrux. OH HAYMHAET TePSATh SHEPIHIO.

Uro y Takux mpoJaBlLIOB C JMYHOM ku3HbI0? CKopee BCero, HUYero.

A uto y Hux ¢ camopaszButueM? Ckopee Bcero, Toxke Hn4ero. Ha 3To y Hux rmpocto (pusnuecku
HE OCTaeTCsl BpEMEHH.

KoHneuHo, 1oo0HbI Miepekoc B CTOPOHY paOdOTHI JIETKO MPUBOAUT K BHITOPAHHMIO.

Briropanue MoxeT MpouCcXOAUTh Ha TOOOM 3Tarie pa3BUTHs mpoasia. Ero MoxHo 3apadorarh
KaK 32 HECKOJIbKO JIHEH, TaK M 3a HECKOJIbKO JieT. HeBakHO, HOBEHBKHIA Bbl B TIPOAAXaxX MM «CTa-
PHUYOK>.

Xopolmasi HOBOCTb B TOM, UTO JTI0OO€ BHITOpAaHUE MOXKHO BOBpeMsI peioTBpaTuTh. Ho rutoxas
HOBOCTb B TOM, UTO YaIlle BCETO MPOAABIaM HUKTO JJake He pacCKa3bIBAET O TOM, YTO OHU MOTYT BHITO-
petb. OHu gaxe 00 3ToM He nono3peBaioT. OHM, JOBOJIBHBIE U CUACTIIMBBIE, B TIPEABKYIIIEHUH JIeT-
KO pabOThI, XOPOIIIEro 3apadoTKa, paJloCTHOTO JIETKOrO OOMIEHUs C KJIMEHTAaMH, KOTOPbIE UX XIyT
C PachpoCTepTHIMHU OOBATHAMM, — TaK ke, KaK JIeTH pa30yapoBBIBAIOTCS, KOTIa y3HAT, uto [ena
Mopo3a He cyniecTByeT, OHH Pa304apoBHIBAIOTCS B padOTe, KOTla HACTYIAeT BHITOPaHUeE.

W yx Tem Gosiee MX He YUUIIH, YTO HYKHO J€J1aTh, YTOObI OHU HE BHITOPAJIH.
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Camas yacras nIpUYMHA YBOJIBHEHUSI COTPYOHUKOB — OTCYTCTBUE pe3ysbTaToB. OIHAKO YTO
CITy)KUT 3TOMy NprunHOi? KoHeyHO, mpodeccCHOHAIBHOE BBHIFOpaHWE 3/1eCh 3aHMMaeT JaJleKo
He TIOCJICAHIO CTPOUKY.

Tako¥ COTPYIHUK BBIHYKJICH HCKaTh ceOe APYryio padoTy M 4acTo, pa304apOBaBIIKCh, HABCE-
I1a YXOAUT U3 Mpofax. A paboTomaTeny BBIHYKICHBI TPATUTh JIEHBIM W BPeMsl Ha TMOUCK HOBOTO
COTPYIHHKA, Ha OTOOp KaHAMJATOB, Ha aJaNTalyio U 00y4yeHHe HOBBIX Joziedl. 11 310 Bce motomy,
YTO HUKTO HE NMOCUYHUTAJT HYKHBIM YICJIIUTb 9TOMY BHUMAHUE U HC paCCKa3all COTpyAHUKAM, YTO OHU
MOTI'YT BBIT'OPETh.

BosmoskHO, paboTozateny caMy He 3HAIOT 00 9TOM, a BO3MOXHO, IIPOCTO TPOJOJIKAOT pado-
TaThb IO IPUBBLIYKE, HE KEJIad TPAaTUTh HA 3TO BPEMSA U KaK-TO HA 3TO BJIUATD.

Ecnum 6s1 paboTogareny o0ydaii STOMY CBOMX COTPYIHHKOB, TO JIETKO MOBBICHIIN OBl X «CPOK
KU3HW» B KOMIITAHUM M COKPATUIIU 3aTPaThl Ha MOUCK ¥ 00y4yeHre HOBbIX Jmozei. Hy a pazoyapoBas-
IIAXCS B MPOJAKax, BRITOPEBIIMX U YCTABIIUX COTPYTHUKOB ObUIO Obl HAMHOTO MEHBIIIE.

KAK U3BEZKATDH BBI'OPAHUA?

1. IIpaBriibHAsA yCTAHOBKA: OTCYTCTBUE PE3YJIbTATOB HE JIeJaeT BaC IUIOXUM IPOABLIOM
Y TUIOXUM YEJIOBEKOM.

Hu B koem cityyae He HYKHO paccTpaMBaThCsl, €CJIM Ha MEPBBIX dTanax Bbl HE MOKa3blBaeTe
pe3ysbTaT. ITO a0COMOTHO HOpMaJibHasA cutyanus. W yx Tem Oojiee HU B KOEM cilyvae He HyKHO
CTaBUTD Ha cede KpecT: «[Ipogaxu — 3T0, BUIUMO, HE MOe, 5 TTIOXOH MTPOJIaBell, 51 HeYTauHUK, Y BCEX
MOJTy4YaeTcs, a y MeHsl HeT». [IpocTo y KOro-To rnojy4vaercst ObiCTpee, y KOro-To MeJyieHHee. TO TOxe
aOCOTIOTHO HOPMAJTbHO. XOPOIIIKe Pe3yJIbTaThl PYTUX MPOIABIIOB, HAOOOPOT, NOJKHBI CTATh JIJIS BaC
MOTHUBATOPOM U ITPUMEPOM, UTO 3TO BO3MOKHO. Eciii cMor KTO-TO, TO U BBI TOKE CMOXkeTe. 3a1anTe
ce0e BOIPOCHI:

— YTO 5 DOIKEH c/IeaTh, YTOOBI MOKA3aTh Pe3yJbTaT?

— Ot yero s JOKeH OTKa3aThCsl, YTOOBI MOKa3aTh pe3y/brar?

Ecnmu y Koro-to ectb pesyabrar, a y Bac ero Her, TO mpodyiemMa yaiie BCero KpoeTcsi B TOM,
YTO Jpyruie JeNaloT 4TO-TO, Yero Bbl He nenaerte. Vnm, HA00OpoOT, qpyrue He AeaioT Y4ero-to, 4to
J€J1aeTe BBI.

HyxHO MoHSATH, Kakue eHCTBUS JIMIITHUE, a KaKUX AeUCTBUI He xBaraeT. Kakoi Tojik B ToMm,
YTO Bbl CU/IUTE U TPYCTUTE M3-3a OTCYTCTBUS pe3yJbrata? UTto ot aTOoro usmenutcs? Pesysbrar cra-
Het ot toro Jjyuitie? Her. [Tostomy BpeMs, KOTOpoe MHOTHE TPaTST Ha TO, YTOOBI PacCTPaUBaThCS,
HaMpaBbTe HA aHAJIU3 TOTO, YTO MOXHO CAENaTh MO-APyroMy.

[TpumuTte 310 Kak (PaKT, HE JaBasi HUKAKOW SMOIIMOHAILHOM OKpacku. «Jla, pe3ysbTar jieu-
CTBUTEJILHO HU3KUH. YTO s TOJKEH clieNiaTh, YTOOBI 9TO HCIIPABUTH ?» [TponuImTe KOHK peTHBIH IJIaH
JEWCTBUI, YTO BaM HYKHO JIeJIaTh KaX[IbIi IeHb, YTOOBI UCTIPABUTh CUTYAITUIO.

N yx tem Oojiee He HYKHO OIPABIBIBATLCS TIEpe/l CBOUM PYKOBOIUTEIEM, HAUMHAS HUCKATh
MIPUYUHBI HE B ceOe, a B IPYTUX MecTax.

Hanpuwmep:

«310 Bce notomy, uro CRM nypatikas».

«3T10 MoTOMY, YTO Oa3a TIoXasi».

«3TO MOTOMY, UTO £ €1lle HOBEHbKUI».

Ecnu y pykoBonuTesist eCTb IpUMepbI, KOT/Ia MPY MPOYXX PABHBIX COTPYAHUK BHITIOIHSIET TUIaH
MPOJIa’K, a BBl HET, TO TaKKe MPUIUHBI HE MOTYT OBITh apI'YMEHTOM B TIOJIb3Y Balllel 3aIlnTh.

CkaxuTte CMeJIo M YECTHO: «IDTO IEMCTBUTEIBHO HU3KUI Pe3yJIbTaT. ITO MMOJTHOCTBIO MOSI BUHA
Kak mpofasia. U s ee MOTHOCTBHIO NpU3HAW. Sl HE cMOr OOeCIieurTh BHIMOMHEHUE TUIAHA TTPOIAX
Y TIOHMMAIO, YTO TIOAIBOXKY Bac U KoMaHy. M 3a ato npoiiy rnipoiienus. f yxe mpoBes aHaau3 Toro,
YTO 5 eJIaJl He TaK B 9TOM Mecslie, U B Oy/IyIlleM TUIaHUPYIO He TPaTUTh BpeMs Ha [riepBoe], [BTopoe],

29



E. C. I'yneBuu. «llIkona npodeccuoHaIbHBIX MPOIAK»

[TpeTbe], coenaro akieHT Ha [nepBoe], [Bropoe], [TpeTbe], moaTsHy [nmepBoe], [Bropoe], [Tperbe]
Y TUIAHUPYIO BBIIOJIHUTD I11aH npoaax Ha 100%».

OTtcyTcTBUE pe3yJibTaTa He JelaeT Bac IVIOXUM MTPOIABLIOM U IJIOXUM YE€JTOBEKOM. DTa MbICIb
JOJDKHA Beerjia ObITh B BAllle TOJIOBE ISl TOTO, YTOOBI HEe BBHIrOpaTh. [1omydnim mioxod pe3ysib-
TaT — MPU3HANUTECH, IPUMUTE €ro, MPOAHATM3UPYUTE TPUUUHBI U CIeJIAlTe BCE BOZMOXHOE JJIsI TOTO,
YTOOBI UCTIPABUTHCS.

2. He npunnMaiite Bce 0JM3KO0 K CEp/ILy.

[oyemy KJIMEHTBI MOTYT OTKa3bIBaTh? DTOMY €CTh COTHHU IPUYHH:

KiueHT He MoOHMMaeT IEHHOCTH TIPOAYKTA.

KimeHT He Xo4eT MoHUMaTh IEHHOCTH MPOLYKTa.

Her nosepus k mponasiam, a He TOJBKO K BaM.

Hacrpoenue muioxoe u T. 1.

Jlaneko He Bceraa B OTKa3e KJIMEHTa BHMHOBAT mpopaasell. [103ToMy oyeHb BaKHO HAYUHUThCS
HE MepeHOCUTDb Ha CBOH cueT JmoOble clioBa KineHTa. Hu oquH pa3roBop He JOIKEeH MPUYUHSATD BaM
60b. Hu oviH KJIMEHT He JOMKEeH CyMeTh Bac paHUTh WM 0OuaeTb. Hu oauH 0TKa3 He I0KeH Mop-
TUTh BaM HacTpoeHue. Hu ofiuH HeymauHblid pa3roBOp He JOJIKEH XOTh KaK-TO BIUSATH HA TOCIEY-
IOIIHE Pa3rOBOPHI.

Ecnu KJIMEeHT rOBOPHUT YTO-TO HEMPUSATHOE, TO B YbIO CTOPOHY OH 3TO fenaeT? OH Aenaer 3To
B CTOPOHY KOMIIAaHWH, OH JIEJIAET 3TO B CTOPOHY MPOAYKTA, OH JEJNAeT 3TO B CTOPOHY IPOAABIA.
Ho Hukak He B CTOpOHY Bac Kak yesjioBeKa. M Korja Bbl 3TO MOWMeETe, KUTh Cpady CTaHET HAMHOTO
aerye. A oOMXKaTbCsl Ha KJIIMEHTOB, MEPEXUBATh M3-3a CIIOB, U3-3a OTKA30B — 3TO OYE€Hb HEJIOTUYHO,
HEOINpaBJaHHO M 3a4aCTyIO Jake BPEIHO.

JlioOple mepexkuBaHKUs aBTOMATUYECKU BIMSIOT HA HACTPOW. A HACTpOH BIMsET Ha TO, KaK
MPOMIYT BalllM CJAEQYIOUIME Pa3roBopbl. Eciy HACTpOIl MJI0X0M, HE KAUTE XOPOIIUX Pe3YJIbTaTOB.

Ecnu auanor npoimen HeynauHo, TO MONOXKUIA TPYOKY, TPOAaHATM3UPOBAIN BCE, YTO MTPOHU30-
110, Cripocn cebst: «YUTo OBl st MOT cliesiaTh o-apyromy ? Uto s Mory caenars Jrydiie?» — U CKa3aiu
cede: «OK. B cnenyrommii pa3 ucnpasio». Beé. OcranpHoe mpocto 3a0pui. Ctepiu. HactpoeHue
npekpacHoe, 60eBoe, TOTOBbl CBOPAYMBAaTh TOpbl. M1 HUUTO HE MOKET Ha Hero MmopauATh. Hu onuH,
Jaxe caMblii HETaTUBHBIA KJIMEHT. DTO U €CTh Ballla BHYTPEHHsISI CUJIa, Ballle MyApOe MO3UTUBHOE
OTHOILICHUE K )KU3HU. DTO MMO3BOJIUT BaM HE BHITOPETh U MTPOJATh HAMHOTO OOJIbIIIe, YeM ecii Obl BbI
BCE MPUHUMAJIM Ha CBOI CYET.

DTO HA3BIBACTCSA «MOpPAJIbHAS TOJICTOKOXKECTh». UeM TOJIIIe Ballla «KOXKa», TEM MEHBIIE BbI
yyBCTByeTe 00Jib. B mpoaxax Takast «TojicTas Koxka» UMeeT OrpOMHOE 3HAYCHHE.

3. Ycaoxkusaiire 3aga4un.

O4YeBUHO, YTO MPH BBHITIOIHEHUN OTHOOOPA3HBIX JICHCTBUI M 331a4 MHOTHE HAYMHAIOT yCTa-
BaThb. [Ipy 3TOM €cTh OVH M3BECTHBI U OYEHb MHTEPECHBIA (DAKT, O KOTOPOM MHOTHE 3a0bIBAIOT:
YTOOBI HE YCTaBaTh OT JICATEIBHOCTH, HYXKHO €€ TIOCTOSTHHO YCAONCHSIMNG.

PeGeHok oueHb OBICTPO ycTaHeT OT (pyTOONA, eclu Bce BpeMs OyleT NMUHATh MSY B CTEHY.
OpaHako CTOUT eMy BBIMTH Ha T0JIe, J1a ellle U C KOMaH/I0M, Kak WHTepEC MOSIBIISETCS] CHOBA.

KoneuHo, cymiecTByeT padoTa, B KOTOPOU BBl He MOXETE CaMU B3SITh U YCIIOKHUTH 3a/1a4H.
K cuacteio, mpogaxku Kk Takoi paboTe He OTHOCATCS. Bl Bcerga Moxkere HayaTh YCIOKHATH 3a/1a91
Y TIPY 9TOM HE YCTaBaTh OT PYTHHBI, a TIOCTOSIHHO PacTH M pa3BUBaThCsA. Torma HUKaKoe BhITOpaHKe
BaM He I'PO3UT.

[my6ske u3ydurTe Ball MPOAYKT. DTO MO3BOJIUT He TOJIBKO MTPOodecCHoHaTbHEE KOHCYIbTHPOBATh
BaIllllX KJIMEHTOB, HO MTOYYBCTBOBATh CeOs1 HACTOSIIMM CIEIIUATUCTOM.

UeM riryOrke BB IOTPYKAETECh B ICATEILHOCTh, KOTOPOU 3aHUMAeTeCh, TeM OOJIbIIe OTKPhIBa-
eTCsl TPaHey 3TOM JISATEIBHOCTH, O KOTOPHIX BBI JJake HE MOJ03PEBAIIH.
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Kak roBopurcsi, «uem faJsliie B jiec, TeM OoJibliIe IpoB». M, K c4acThio, B OOJIBIIMHCTBE CIIy4aeB
9TO OKa3bIBAETCsI KpailHe MHTEPECHO.

[MoMuMO U3yueHUst MPOAYKTa HAYHUTE PA3BUBATHCS B MPOJAKAX.

JouunTaiiTe 3Ty KHUTY JO KOHIIA, IPOMANUTE XOPOLIMIA KypC, TOCETUTE TPEHUHT, HAlANUTE s
ce0s1 HOBbIe MHTEPECHbIE TEXHUKHU TIPOAAX U MOMPOOyHTe HAYaTh UCTIONb30BaTh UX B CBOEH padore.
Bce 310 mo3BonuMT BaM TiyOXke MOHATH TO, YeM Bbl 3aHMMaeTech. M Bbl yBUAWTE, KaK TO, YTO BBI
AN JI0 3TOTr0, MOKAKETCA BaM JAETCKUM CaJIOM.

Kaxnapiii nen» o0yuasich U IMbITasCh TIyOXke pa3odpaTbCs B TOM, YeM 3aHMMaeTech, Bbl OOHA-
PYKUTE, YTO KaxX/blil HOBBII CJIOI ropas[o CloXHee, HO MHTepecHee mpeablayiiero. iMenHo sto
TIOMOTaeT COXPAaHUTh UHTEPEC ¥ MOTUBAIIHIO.

4. PazBuBaiiTechb rapMOHUYHO.

PazoBbie epepaboTKy Wi rnepepadoTKH 10 Mepe HEOOXOTUMOCTH — 3TO aOCOTIOTHO HOPMAJTh-
Has cutyauus. Hanpumep, nBa-Tpu pasa B Mecsll 3afepkaTbCsl Ha Yac-IBa, YTOOBI TIOMOYb cede
WJIM KOMaHJe YCIeTh BHIIOIHUTD KaKylo-To padoty. Ho cucremarnyeckue nepepaboTKu — 3TO MyTh
K BBITOPAHMIO. Y BacC IOJKHO OCTaBaThCsl BpeMsi Ha Apyrue cephl Balei )KU3HU: Ha CEMbIO, HA OTHO-
IIIEHMs], Ha JIeTel, Ha OT/BIX, Ha MyTEIIeCTBHUs, Ha MOE3/IKH, Ha U3yYeHHe Yero-To HOBOro, Ha CaMmo-
paszButHe, Ha X000u. VIMEHHO 3TO MO3BOJISIET YeJIOBEKY OBbITh Pa3HOCTOPOHHHM U TapMOHUYHBIM.
W mMeHHO 3TO MO3BOJISIET HE TePSTh MOTHBAIMIO M HE BHITOpaTh. A 000N MEPEKOC B KaKyIO-TO
CTOPOHY — 3TO BCerja He caMasi yaauHast uctopus. [1o BOZMOKHOCTH UCKITIOUHTE BCe MepepaboTKu
1 3a/iepXkKu nocie padotel. Kak omHaxkasl ckazan CtuB Ixoo6c: «PaboTaTh HY)KHO HE JBEHAIATh
4acoB, a rooBoi». Pabotath MHOTO He paBHO padortarh 3¢dekTuBHO. [ToaTOMY ecnm Bbl YTO-TO
He ycreBaeTe, oJyMaiTe He HaJ] TeM, Iie B3sTb BpeMsi, YTOObI YCIeTh, a HaJl TeM, KaK c/iesiaTh padboTy
6onee 3PeKTUBHOM, YTOOBI 32 MEHbIIIEEe KOJTMYECTBO BPEMEHH yCreBaTh OOJIbIIIe.

N3yuaiite Taitm-meHekMeHT. [IpounTaiite KHUTY WM MPOUAKTE Kypc Mo 3Toil Teme. Haii-
AWTE Te AEHCTBUSI, OT KOTOPBIX MOKHO OTKa3aThCsl, COKPATUTE NENUCTBHS, KOTOPbIE COKPAIAIOTCS.
[Tomuurte, uto no 3akonHy Iapeto Tonbko 20% Bammx gercTBUi MpuHOCUT BaMm 80% pesybrara.

OpHako ecTh JIIOAW, KOTOphIe yXke 3a MATh MUHYT OO KOHIIA pabodero JHS CUAAT OICThie
Y CMOTPAT HA Yachl: KOIJa e cTpesku nokaxyT poBHO 18:007 OHU He roTOBBI 33J€pKUBATHCS HU
Ha cekyHIy. OObBIYHO OHM TOBOPSAT Tak: «MHe 3a 9TO He IIaTIT».

K cuacTpio v K coxasneHuio, paboToaTesi OueHb He JII0OAT TAKUX COTPYIHUKOB. B mpogakax
JHOJSIM TUIATAT He 32 MPOIIecC U He 3a TO, YTO BbI OTcueu ¢ 9 o 18 yacos, a 3a pesynbrar. [Tostomy
HUKOI/Ia He TOBOPUTE MOIOOHBIX (hpa3 BalllMM PYKOBOIUTEIISIM M KOMaH/Ie. DTO JIMIIH MTOKAKET Balle
OTHOILICHUE K padO0Te U YTO Bl HE TOTOBBI BHIXOJUTH 32 PAMKH Pa/Iv JOCTIKEHUS LETH. A 3HAUUT, BbI
MOJKeTe ToABECTH KoMaH1y. Beap npogaxu — 310 He omuHOYHBIN Buj criopTa. [Toatomy crapaiitech
HE 3aJIep)KUBAThCs1, HO U He BHIXOAUTH PoBHO B 18:00.

5. Ilomumn, pagu 4ero.

MortuBarus 1o00ro 4ejaoBeKka — 3To He KoHcTaHTa. OHa He noctosiHHA. CerofiHst OHa CUIIbHee,
3aBTpa cnabee. CeromHs y HAC MOJTHO CUJI M SHEPIHH, 3aBTPA UyTh MEHbIIE. DTO TOKe aOCOTIOTHO
HOpMaJIbHasA cuTyauusl. U, K coxkaieHuIo, Korjia MOTUBALMS CHUKAETCsl, Mbl HAUMHAEM ITPUIYMbIBATh
ce0e OTTOBOPKU:

— Hy 4ro nopenars? Tak yx BbIIUIO. I B 9TOM HE BUHOBAT.

— 4l cMIKOM ycTas CerogHs.

— V MeHs HacTpoeHusI He ObLIIO.

— YV MeHs He ObUIO BpeMeHH / MHE He XBAaTHJIO BPEMEHH.

— 3aBTpa caenaro.

— Mens npupona He ofapuiia TAKUMHU CIIOCOOHOCTSIMH, KaK JPYTHX.
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3t10 Bce Te (pasbl, KOTOPbIE TOBOPAT O TOM, YTO Ballla MOTUBALIMSI CHUKEHA, a 3HAYUT, BbI
HE TOJIbKO HAYMHAETEe OTJAIATHCS OT CBOEH LIeJIM, HO U BKJIIOUAETE MPOLIECC BBITOPAHMUS.

UYrtoObl 3TOrO HE MPOUCXOANIIO, B MOMEHT, KOT/Ia BbI CJBIIIKTE OT ceOsl MOI00HbIE OTTOBOPKH,
BCIIOMMHANTE, paJiy Yero Bbl Bee 3TO Aenaere. He mpocto paau 3apriathl, a paay 4ero-To OOJbIIero.

JI1st KakzIoro yesioBeKka «pajay 4ero» OyleT CBOe: paJyl CEMbH, pajy JeTeld, paau OymyIuero,
paau pa3BUTHSA, paay MyTEIECTBUI, Pay CBOETO KWJbsl, PaJ HOBOM MAIlMHBI U T. [I.

Ecnu kaxiplii OHEAENbHUK Bbl TpochimaeTech ¢ (¢pasoit: «He-er... Onsath Ha padory.
Korza e 3T0 Bce 3aKOHUUTCS?» — 2 TIOTOM BCIO HEJIeJTIO KIETe BBIXOAHBIX, TO Y Bac OOJIbIIHE MPO-
OJ1eMbI C MOTHBAIIUEH.

Bo3MOXkHO, BBl IPOCTO HE HA CBOEM MECTE, a BO3MOKHO, Bbl IIPOCTO HE JEPKUTE B I'OJIOBE
IJIaBHYIO Ujelo: «Paiy 4ero s Bce 3TO Jenaio».

Kora yenoBek moHUMAeT, pa/id Yero OH BCTAET IO yTpaM 1 UeT padoTaTh, y HEro aBToMaTruye-
CKH TOSIBJISIETCsI OOJbIIIE CUJT, SHEPruy U MoTHBalu. [ToatoMy Beera aepxkute 3ToT 06pas B roJIoBe.

6. BynbTe 6;1arogapHbIMH.

YenoBek Tak ycTpoeH, 4to emy Beerjaa Maso. [lomydaer 30 Toicsiy — Maio. MeuTaeT nony4varb
50. YcrpauBaercst Ha padoty 3a S0 ThICSY, CHaYaJIa paayercs, a MoTOM OMSATh Maslo. MeuTaeT noiy-
yare 100. Haunnaer nonyyars 100 Thicsi4, yepe3 HekoTopoe BpeMs onsATh Majo. Meuraer o 300.
Hauunaer nomyyars 300 Thics4, pagyercsi, a IOTOM OIATh CTAHOBUTCS Majlo. DTO MOXKET MPOIOJ-
XKaTbCsl 10 OECKOHEYHOCTH, TIOTOMY UTO TaKoBa Mpupofa yesoBeka. Co BpeMeHeM Mbl CKJIOHHBI Iiepe-
CTaBaTbh LIEHUTb TO, YTO UMEEM. A KOIJia Mbl HE LIEHUM TO, YTO YK€ €CTh, KOIJJa Mbl HE UCIIBITHIBAEM
YyBCTBa OJIArOJapHOCTH JOAsAM, Mupy, bory, BeenenHoi (kaxaomy cBoe), TO Mbl HAYMHAEM KOH-
LEHTPUPOBATHCS HA TOM, YEro y HacC HET, U Ha Herarupe. JTO MOPTUT Hallle HACTPOEHUE, OTHUMAET
CWJIBI U CHUKAET MOTUBALIMIO. A K 4YeMY 3TO MOXET IIPUBECTH, 1yMalo, TOBOPUTh HE CTOWT.

UYTtoObl 3TOr0 HE MPOUCXOANIIO, 3aBEIUTe IJ1s1 ceOsl POCTOE MPABUJIO: TPH pasa B A€Hb (YTPOM,
JHEM Y BEYepOM) BBIICNSATh OYKBAIbHO MO 1—2 MUHYTHI, YTOOBI MMOOBITH B COCTOSIHUM Onarofap-
HOCTH U TIPOCTO PO cedsi cKazaTh criacuOo 3a TO, YTO Y BaC ykKe €CTb. ITO HEBEPOSTHO MOIIHBIH
MHCTPYMEHT, KOTOPBIN JIEMICTBUTEIBHO TIOMOTAeT U Pa3BUBAET Bac AyXOBHO.

Kro-TO 13 Bac HaBepHsKa ckaxkeT: «MHe 3TO He HyKHO. DTO BCE KaKas-TO MUCTHKA, 330Te-
puKa». Mbl MOXeM Ha3bIBaTh 9TO Kak yronHo. [71aBHOe, 4To 3T0 paboTaer.

[Tponaxu oyeHb CHIIBHO 3aBUCAT OT TOTO, YTO y Bac BHYTpU. OT Balllero BHYTPEHHETO COCTO-
sHusA. S TIIyOOKO yOek/IeH B TOM, UTO JUIsl TOTO, YTOOBI YTO-TO TMOMYYUTh, CHAYAIa HYKHO OTJATh.
W uto yem Gosbliie MBI OTIaeM, TeM OoJbllie Mbl roydaeM. M peds aneko He Bcerza mpo MaTepu-
aspHOE. Kora Mbl 00111aeMcst ¢ KIIMeHTaMu, Mbl OTIaeM SHEPruio. A eciiv y BaC BHYTPH IYCTOTa, €CIu
Bbl HE/IOBOJIbHBI, TO YEM Bbl MOKETE MOZIEIUTHCS C KJIMeHTOM? OTBET OueBU/IEH. 3HAUUT, U NIOJIy4YaTh
B 9TOM cily4yae Bbl OyzieTre MeHblle. HykHo, 4TOOBl BHYTpY Bac OBUIO YTO-TO TO3UTHUBHOE, YEM BbI
Moru Obl 1ofieuThes. Y ayBCTBO O1aroqapHOCTH 3a TO, UTO YKe €CTh, — 9TO XOpOIllee HAIOIHEHHE.
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HaBbik 3.
HNcnoJuap30BaHue NMCUX0JOINN
NpPoJaax, yoeskJJeHusl ¥ BJAUSTHUA

MOXHO KaX/Iblii pa3 UCKaTh HOBbIE BOJIIEOHbIE TEXHUKHU MPOJAXK, 2 MOXKHO MPOCTO Y3HAThH
MIPUHIUIIBI, KOTOPBIE JIeKAT B OCHOBE BCEX TEXHUK, U CO3JaBaTh 3T TEXHUKU CAMOMY.

Hayxka u nicuxonorust yxe JaBHO MOHSUIM, Kak pabOTaeT MO3T 4YeJloBeKa U KaK OH IPUHUMAET
peleHye o nokymnke. OcTanoch TOMbKO HAYaTh 3TUM MOIb30BAThCSI.

[TpodeccrnonanbHbIi MEHEIkKEP MO MPOJaKaM 3HAET ITU MICUXOJIOTMYECKUE TPUHIIUIIBI U e3Ke-
JHEBHO UCTIONb3YeT UX B padoTe.

Jlionu coBepiIaloT MOKYIMKH MO pa3HbIM MPUYMHAM: B 3aBUCUMOCTH OT CBOMX MOTPEOHOCTEH,
MOTHBOB, JKeJIaHHsI U T. 1. BecCMBICIeHHO TOBOPHTH, UTO JIDOOMY YeJIOBEKY MOXKHO MPOAaTh UTO
yrogHo. BosieOHbIX TabineToK IS Mpogaky He cylnecTByeT. Beerma OymyT ooy, KOTOphIE y Bac
HUYEro HUKOIJA He KyIsT. DTO MepBas 4acTh Jiofei. Bropas 4yacTb — 3T0 Te, KOTOPBIX HE HY:KHO
yOekaaTh, MOTOMY YTO OHU U TaK Y Bac KyIAT. DTO JIOSUIbHbIE KJIMEHTHI C OOJBIIUM XKelaHHeM
KYIUTh. A €CTh TPEThsl IPYIIa, KOTOpasi MOKET KYIHUTh, 2 MOXKET U He KYIuTb. M OT TOro, 4to u Kak
Bbl OyzieTe UM TOBOPUTH, OyAeT 3aBHUCETh, KYIIAT OHM y Bac B utore win HeT. CyliecTByeT HemMaso
JIMUTEPATYphl O TOM, Kak paOOTaeT Hall MO3T, O TICUXOJIOTUU BIUSHUS, YOeXKICHUHU, apryMeHTalluu
U T. 1. [IpUHIMIBI, KOTOpPBIE MO3BOJISIOT BIUATH HA BEPOSITHOCTh MPOJAKU, U3BECTHB. U mpexne,
4YeM UJITH TIPOaBaTh, OyJeT OUeHb MOJIE3HO B HUX pa300paThCsl.

IICUXOJIOI'MYECKHUE ITPUHIMIIbBI

JI1000nbITCTBO

3Hast 9TOT MPUHIIUI, HEKOTOPbIE MApPKETOJOTH JENAl0T CleAylolee: MPeAaraloT YeoBeKy
MOCMOTPETh Ha BUJIEO KAKYI0-HUOYIb CHTYAIIMIO, a 3aTeEM PE3KO OOPHIBAIOT BUIECO HAa CAMOM HHTE-
PECHOM MECTE U TOBOPSAT: «UTOOBI YBUIETH MPOIOKEHHIE, MOMIUINKCH HA HAIIl aKKAYHT B COLUATb-
HO#t ceTr». JIIOOOMBITCTBO OepeT BEPX, M YeJIOBEK MOANUchBaeTcst. Kto-To mociie mpocMoTpa cpasy
OTIHUINIETCS, HO YaCTh JIIOJEH TOYHO HE CTAHYT 3TOrO JieJaTh. 3HAUMT, 3a]a4a BHIIIOITHEHA.

Bbl HHMKOIZIA HE 3ayMBIBAIKCh, IOYEMY COBPEMEHHBIE CEPHMAIbl TaK 3aTSIMBAIOT MHOTHMX
mozieii? TloueMy OHM CHIAT Mepe;] 9K PAHOM YacaMu U He MOT'YT OTopBarhcsi? KoHewHo, CrokeT urpaer
Ba)XHYIO POJIb, HO €CTh KOE-YTO €IIle, YTO MO3BOJISAET yAeP/KUBATh MX BHUMaHue. OOpaTuTe BHUMaHUe:
KakJas cepusi BCera 3aKaHYMBAaeTCs Ha CaMOM MHTEPECHOM Mecte. HaM CTaHOBUTCSI MHTEPECHO,
9TO Oy/IET JajIbllie, ¥ Mbl, CAMH TOTO HE 3amedasi, TIPOJOJIKAEM CMOTPETh, XOTsI U3HAYAJILHO He TjIa-
HHMPOBAJIM TOTO JIEJIATh.

Takux MPUMEPOB MOKHO IPUBECTH JOBOJILHO MHOTO. Bee mpocto. YesioBek OT IpUpPOJIB! OYeHb
JOOOIIBITEH, A €C/IM KTO-TO €Ille M JOMOJHUTEILHO CO3/IaeT UHTPHTY, TO B OOJIBIIMHCTBE CITydYacB
YeJIOBEK CTAHOBMTCSI OECCUITBHBIM TIEPE] CBOUM JTIIOOOIBITCTBOM.

Kak MbI MOXeM ITPUMEHHUTH 3TO B npoaakax? B mpoliecce pasroBopa MOKXHO HE pacCKa3biBaTh
KJIMEHTY BCE Cpa3y M BCe MOJPS, a CIEMaIbHO CO3aBaTh MHTPUTY M HEJOCKA3aHHOCTh. TeM caMbIM
BBI3BaTh MHTEPEC U JIOOOMBITCTBO ISl IPOJIOJUKEHHST PA3roBopa. A 4eM JIOJIbIIe YeJOBEK C BaMH
pasroBapuBaeT, TeM OOJIbIIIe BEPOSTHOCTh MOKYIKHU. ITO CTATUCTHKA.

KOHKpeTHBIE TPUMEPHI ¥ TEXHUKHM MbI PACCMOTPHM B CJIEIYOIIMX IVIaBaX. B KakuX WMEHHO,
HE CKa’Xy, YTOObI BBI3BATh y BaC MHTEPEC.®

JloBepue K 3KcnepTam
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Jliony He CKJIOHHBI IOBEPSATH MTPOXOAMMIIAM Ha yiuiie. Ecii uenoBek He HaXOOuT MOATBEPKe-
HUS TOTO, YTO BBl 9KCIIEPT, UTO BBl pa3OMpaeTech B TeMe, TO ABTOMATHUECKH HE JJOBEPSIET TOMY, UTO
BBl rOBOpHTE. A O€3 I0BepHUsl HET MPOJIAKHU.

Mb1 6€30roBOPOYHO JOBEPSIEM CBOIO XKU3Hb U 37I0pOBbe BpayaM. Mbl He TIpOBEpsieM JUILIIOM
y Kak/IOrO Bpaya ¥ OIIEHKHU B €ro JUIJIOME — a BIPYT OH 3TOT MpeJMeT clal Ha TPOouKy? B GombImH-
CTBE CIIyyaeB HaM JIOCTAaTOYHO 0Opa3a Kcrepra: TaOlMuka Ha Bepu «Bpau BbICIIEH KaTeropum»,
ecTb OeJIblii XaJar, ¥ Bpoje Obl OH pa3dupaeTcs B TOM, 4TO TOBOPUT. Mbl He HAUMHAEM C HUM CIIOPHTb,
MOYeMY OH Ha3HAYMJI TO WJIM MHOE JIEKapCcTBO. MBI MPOCTO /1esIaéM TO, UTO OH roBopuT: «[lokymaiite
3TO, TIEfTe 9TO, OBTOPHBIN MPHEM TOT/IA-TO». Y Bac, CKOpee BCEro, Jaxke B MBICIISAX He OyAeT HayaTh
¢ HUM crioputh. OH 3KCHepT. A BbI B 3TOM He OYeHb pa30upaeTech, 3HAUUT, ABTOMATHUECKH JIOJKHBI
K HEMY TPUCITYIINBAThCS.

To xe camoe MPOMCXOAUT U B TIpoaaxax. Ecim Mbl MOHMUMaeMm, YTO KTO-TO pazOupaercs
B BOIpOCE JIy4llle HAaC, TO y HAC HET BapHaHTa, KpOMe KaK MPUCIYIIAThCs U KYMUTh TO, YTO HaM
MOCOBETOBAJ FKcnepT. [loaToMy coznanue obpasa sKcrepra B ria3ax KJIMEHTa — 3TO TO, YTO [IOMOTaeT
npoaaBaTh OOJIbIIIE U ¢ OONBINEH BEPOSITHOCTHIO.

«O0pa3 sKcriepTa» He 3HAUUT «JDKEIKCIIEPT». Bl IeHCTBUTEIIHHO JIOJKHBI OUeHb XOPOITIO pa3-
oupatbcsl B TOM, 4To Tipoaaete. Hano ObITh, a He KazaTbes. [ist 3TOro Hy)KHO OYeHb XOPOIIIO 3HATh
CBOM MponyKT. [IprueM He MpOCTO Ha YPOBHE BBITOJI, @ HA Topaszio 0osiee BHICOKOM. DTO HE TOJIBKO
TMIO3BOJIUIT JIETKO HAXOAWUTh OOIIMI SI3bIK C TEXHUYECKH TMOAKOBAHHBIMU KJIMEHTAMH, HO U T0OABUT
BaM JIECATKU apryMEHTOB, KOTOpbIe IOMOTYT YOSIUTh HX.

[IpoBeauTe MaJIeHbKUI SKCIIEPUMEHT: HAJEHbTE OfIEKAY, B KOTOPOW Bbl OOBIYHO XOIWTE
Ha padoty m oOrmaerech ¢ KiueHTamu. [lomoiioure K 3epkainy u caenaite ¢oto. BHUMaTe bHO
nocMoTpute Ha oTo U 3ajaiTe cede Bormpoc: «SI moxoxk (a) Ha FKcrepTa?»

3aTeM nociymaiTe TpU-sATh 3alKCceid BallliX pa3roBOPOB C KJIMEHTAMU U 3aaiTe cede TOT ke
BOIpOC: «$1 pasroBapMBaio Kak SKCIEPT WIM Kak mpopasei?» Eciy Bamm OTBETH — «HET», TO BbI
TOYHO TepsieTe KJIMEHTOB U JieHbru. [Ipogymaiite, 4To BbI MOXKETE C/IENaTh ISl TOTO, YTOOBI ACCOLH-
MPOBATHCS C IKCIEPTOM, U HAYHUTE aKTUBHO HAJ STUM padoTarh.

XansBa

B Harnieii crpane oueHbp MHOTHE JIIOOST XauisiBy. OHU TOBOPSAT: «3aueM IUIATUTD 32 JIMIEH3UOH-
HBII co(pT, ecim Ha TOppeHTe ecTh MupaTckuid? Beapb Bce To ke camoe. 3ayeM IUIaTUTh 3a 00y4YeHue
T0 MpoJakam, Bellb BCE MOXHO HAWTU B UHTepHETE ?»

Jliony NMoKynaT HeHYKHbIE UM BEIL, KOTOPBIMU OHU BOCIIOJIB3YIOTCS B JIyUILIEM Cllyyae OAUH
pa3, TOJIBKO MOTOMY, YTO Ha HUX CEedYac OrpoMHasl CKMAKA. DTOT IMPUHLMII JIETKO NPUMEHSETCS
B ITPOJIaXKaXx.

Ecnu BBl cKakeTe KJIMEHTY: «Y Hac Ajisl Bac OeCIUIaTHbIA OJApOK», — TO Y HEro He MOSIBUTCS
OOJIBIIIOTO XKeJIaH!UsI STOT MOAAPOK MOMYIUTh. Bee 3HaI0T, UTO OECIIaTHBIN TOJBKO ChIP B MBIIIEIOBKE.
OpHaxo eciu Bbl CKaXeTe, YTO ITOT IPOAYKT CTOUT BOT CTOJIBKO, HO CeYac €CTb BO3MOXKHOCTb TOJTY-
YHTH €ro OECIJIATHO, MPOCHINAETCS] 1yBCTBO XaJISIBBI M JKeJIaHKe yCuruBaeTcs. IMEHHO moaTomy map-
KETOJIOTH CTaji JOOaBJIsATh B pekjaMy Takyio ¢pasy: «IIpoaykt croumoctbio XXX Bbl MOTYUYHTE
6ecriatHO». Ciofa e OTHOCSATCS] BCEBO3MOKHbIE CE30HBI CKUJIOK, YEPHBIE MATHUIILL U T. 1. Mapke-
TOJIOTY ITUIIYT, YTO PaHbIIe TOBAP CTOMJI CTO THICSTY, & CETO/IHS €CTh XaJIsIBHAsI BO3MOKHOCTh 3a0paTh
ero 3a nATbaecAT. Ciofia e OTHOCUTCS JKeJTaHUE MOIYyUUTh JIETKUE AEHbIM C MUHUMAJIbBHBIMU YCUJIH-
SIMU.

Jlionu He MoOAT paccTaBaThCs C JEHbIAMU, OHU JIIOOST MX Monydars. [ToaTromy ecm Bari rmpo-
OYKT JEWCTBUTEILHO KAaKUM-TO 0Opa3oM, MPSMBIM MJIM KOCBEHHBIM, CIIOCOOEH BJIMATH HA JEHBIH
KJIMEHTA, TO 0053aTeJIbHO 00 TOM rOBOPHTE.

Hanpuwmep:
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— Anexceii Heanosuu, smo He 3ampamul, 3mo uneecmuyusi. Illomomy umo, nokynas npooyxkm,
8bl IKOHOMUME HA NEPBOM, 6MOPOM, mpemveM U 3a cuem [nepeozo], [émopoeo], [mpemvezo] nauu-
Haeme Oonvute 3apadamviéame. Takas uHeecmuyUs OKYRUMCs 3a noa200a padomol.

Korpa kiaveHT HauMHaeT BUETh B BallleM MPEUIOKEHUU XaJIsIBy U BO3MOXHOCTb MOJIYYUTh
JIETKKE JISHbIY, OH COIJIAIAETCs C OOJbIIEeH BEPOSTHOCTBIO.

HoBepue K CBOUM

Byl 3amMevanu, 9To 04eHb MHOTHE JIIOIV ¥ KOMITAHUM paboTaloT 1o pekoMeHganusm? OHu nosy-
YaloT HOBBIX KJIMEHTOB 10 PEKOMEH/IAIMSIM TeX JIIOJIeH, KOTOpPbIE yKe C HUIMU COTPYAHUYAIIH.

Bce HOBOe y OONBIIMHCTBA JTIO[EH CHAaYasla BHI3BIBAET HACTOPOXEHHOCTh U HefgoBepue. Jlioau
OO0STCSI HEM3BECTHOCTH U OBITH OOMaHYTHIMH. DTO 3alIUTHAS PEAKIIMsI HAIIIEro MO3ra.

[MosTromMy MHOTHE, Mpeke YeM YTO-TO KYMHTh, CHavyada YMTAIOT OT3bIBBl WM CIIPAIIABAIOT
y CBOMX 3HAKOMBIX, JIpy3ei, Koyuter: «[locoBeTyil MHe, OKaTyiCTa, T/ie MOKHO CIIeNaTh TaK, YTOObI
He 00MaHyJIM 1 XOpoIIo crenani». M emy coBeTytoT. OHM UIIYT MPOBEPEHHOTO YEIOBEKA MIIH KOM-
MAHUI0, KOTOPHIM OHU OBl CMOIJIM JIOBEPATh. Tak BEPOSTHOCTb OBITH OOMAaHYTHIM MEHBIIIE.

STOT NPUHIIMIT OYEHb XOPOIIO PadOTaeT B MPOAAKaX.

Ecnu KIMeHT MOHMMAaET, YTO BBl HE MPOCTO YEJIOBEK C YJIMIIBI, a 3HAETe KOTr0-TO U3 €ro OKpyKe-
HUS WK yKe paboTav ¢ KEM-TO U3 €r0 3HAKOMBIX, TO K BaM aBTOMAaTUYECKH OyzieT OOJblIlle 10Bepus,
a 3HAYMUT, ¥ IIaHC TIpoAaTh OyzeT Bhiie. Kak crath )i KJIMEHTa «CBOMM», Oy[ieM TOBOPHUTH B OJJHOU
U3 CJEyIOIIUX TJIaB.

Ctpax aBTOpHUTETA

B mkosne MHOrMe mo6amBaloTCs 3aByda M AUPEKTOpa, B YHHBEPCUTETE — JAEKaHa U PEKTopa,
a Ha paboTe — HavYaJIbHUKA M AMpeKTOopa. M uem Bblllle COIMATBHBINA CTAaTyC YeJIOBeKa U ero JOJK-
HOCTb, TeM OoJibIlie OOBIYHO Y JTIOAEH MPOsIBIIsieTCs 3TOT cTpax. [losBisercs: BHyTpeHHee BOJIHEHHE,
roJI0C HAYMHAET APOXKATh, MBICTIH — ITyTaThCsl, TIOBEJEHNE CTAHOBUTCS Oosee poOkuM. Ham ¢ retcTBa
PaccKasbIBaIOT, YTO €CTh MePapXUsl: YUSHUK JOJKEH OECIIPEKOCIOBHO CIYIIATHCS YUUTENsI ¥ BBHITION-
HSATh BCE, YTO OH TOBOPUT. VIHaue Bce pacckaxyT ponutessM. To ke camoe Ha paboTe: COTPYAHUK
JOJDKEH CITyIIaThCsl PyKOBOAMTEINSI, MHAYE €r0 MPOCTO YBOJSIT. DTO CBOETO pojia 3alllMTHBIA MeXa-
HU3M MO3Ta, KOTOPbII CTPEMHUTCS] 00ECIeYnTh HaM OE30MacHOCTb.

OueHb SIPKO CHCTEMa MepapXur MPOsIBIISIETCs Y BOSHHBIX. KanuTaH B OKpyKeHUU Mparopiiu-
KOB UYBCTBYeT ce0si CBOOOIHO, pACKOBAaHHO U MOXXET pa3roBapuMBaTh ¢ HUIMHU Kak yropHo. Ho kak
TOJIBKO PSIIOM OKa3bIBaeTCsl FeHepasl-Maiop, TO ITOT Xke KaluTaH MEHsIeTCS B JIUIE, BCTAeT 10 CTOMKe
CMUPHO U BCSI €r0 CMEJIOCTh, KOTOPYIO OH IIPOSIBJISLI C MPANOPIIUKAMHU, CPa3y Kyaa-To JeBaeTCs.

10T 3¢pheKT HaOOIAeTCS HE TONBKO Y BOGHHBIX, HO M Yy TPaXJAHCKMX. MHOIUe JTIoAu, KakK
TOJIBKO CJIBIIIAT UMSI IMPEKTOPA, CPa3y HAUMHAIOT BECTU ceOsi COBEPIIIEHHO MO-/Ipyromy: 0osee Cro-
KOWHO, CTOBOPYMBO U YBAKUTEJBHO.

Ho kak 3TuM MOTYT MOJIb30BaThCs MPOABIIHI?

OueHb yacTo OBIBAET TaK, YTO MPOAABEI] 3BOHUT B KOMITAaHHIO, YTOOBI MPOJATh CBOW MPOAYKT,
HO YeJIOBEK, C KOTOPbIM OH Pa3roBapHBAaET, He MPOSIBIISIET HUKAKOTO MHTEpeca, pa3roBapruBaeT CKBO3b
3yObl, 6€3 JOKHOTO BHUMaHUS U YBaXeHHs. VI TYT y MeHsI BO3HHKAIOT BOIIPOCHI:

1. A OH cO BCcemMM Tak pasroBapuBaet?

2. OH OBl CO CBOMM TUPEKTOPOM TaK K€ pa3roBapuBa’?

3. A ¢ Ipy3bsIMH UM 3HAKOMBIMH TUPEKTOpa?

KoneuHo, Het. OH Obl SIBHO TIPOSIBIISLT OOJIBIIE YBAXKEHUS.

[ToaTomy TO, UTO MOXET ClIeNaTh MPOIABEL, — TIOCMOTPETh B MHTEPHETE UMSI M OTUYECTBO TUPEK-
TOpa KOMMaHuu (3To OTKpbITast HHpopMarus, @. Y. O. yupeauresns uim pyKoBOAUTEs JIETKO HAUTH
y 000 KOMITAaHWM) ¥ B pa3rOBOPE C 3TUM YEJIOBEKOM MEX/1Y JIeJIOM Ipor3HecTH ero uMsi. [1pu sTom
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HE HYKHO OOMaHbIBaTh ¥ TOBOPHUTH, YTO Bbl 3HAKOMBI C HUIM JIMYHO. YesIOBEK cam JIOJKEH CIesaTh
TaKOU BBIBO/I.

Hanpuwmep:

— Anexceli, s noka Apkaouro bopucosuuy nanpamyro ne cman Habupams, 5 OYymaio, emy mam
ecmu uem 3ansamucs. He 6yoem ezo omenexamo. Mue ckazanu, 4mo no smum 6onpocam ayuute K 6am.
Ipasunvro?

Ha mHorux mopeit 3ta ¢pasza aeficTByeT MarndeckuM oOpazoM. OHU cpa3y HAYMHAIOT Pas3ro-
BapuBarh NO-Ipyromy. [ToToMy 4TO Majo i1 KeM Bbl MOKETE OKa3aThCsl. A BIPYT BBI MOKATYeTeCh
IUPEKTOpPY, & eMy TIOTOM OT Hero BiIeTUT? EcTecTBEHHO, HUKTO 3TOrO HE XOYeT.

ITOT crocod CUIIBHO OOJIETYUT BaM KHU3Hb U MOXKET CIIOCOOCTBOBATH OOJIBIIIOMY KOJIMYECTBY
MPOJaK.

[TpuHiun Genoii BOPOHBI, WU «YeM 51 Xyxke OCTaTIbHBIX 7»

S mymato, 4To OOJIBIIMHCTBO U3 BAaC 3HAKOMBI CO CIIy4YasiMH, KOTJja B Ka4eCTBE apryMeHTa st
CBOMX POIUTENIEN JIETU UCTIONB3YIOT TaKKe (ppasbl:

1. «Kynute MHe, noxainyicra. Y BCeX 3TO ykKe €CTb, a y MeHsl y OOHOro HeT. UYem s Xyxke
OCTAJIBHBIX 7»

2. «Bce yxe 310 #enaoT AaBHBIM-IaBHO, a 51 OJMH KaK He 3Hal0 KTO. YeM s XyXke OCTaJIbHBIX 7»

Ha yto ponurtenu 3ayacTyio OTBeYasIH:

«A ecu Bce OMIyT ¢ OaJIKOHA MPHITaTh, Thl TOXKE TMOUIEIITH?>»

U B nmetctBe, M BO B3pOCIIOM BO3pAcTe Mbl HE XOTUM OBbITh 010l BOPOHOW. MBI XOTUM OBITH
KaKk MUHAMYM HE Xy’K€ OCTJIbHBIX. 3a4acTyIO JIIO/IW MOKYMAIOT HOBbIE aBTOMOOWIIH MJIM CMapT(OHBI
B KPEIUT, a IOTOM BO BCeM ceOsi OrpaHMYMBAIOT HE MOTOMY, YTO OHM UM OYeHb HY)KHBI, a IIPOCTO
MOTOMY, UTO HE XOTSIT OBITh XyXkKe JIPYTHX.

ITO MPOUCXOAUT MOBCEMECTHO. Takast yK MCUXOJIOTHS Y JIIO/IEH.

W ecnu 3TOT NpUHIMI padOTaeT, 3HAYUT, TPOAABIIBI MOTYT €r0 UCTIOIb30BaTh [JIs1 YBETMUSHUSI
BEPOSITHOCTU TIPOJIAKH.

Hanpuwmep:

— Anexcetl, s He OYoy eac yoexrcoamv kynume. Pewiamu 6 atooom cayuae eam. [lpocmo nocmom-
pume, 4mo UCNOAL3YIONM KOMNAaHuu éautezo ypoeHs. Onu éce yoice 0a8HO 3aMeHUAU 000PYO08arUe
Ha cospemerHoe. Imo dice He npocmo mak. Tenepv y HUX pe3yabmamel cmanu 6 08a pasa olue, Uem
ovlau. Hy a evl-mo uem xyogrce? Y 6ac makas KAaccHasi KOMRAHUS ¢ MAKUM 2UAHIMCKUM NOMEHUUA-
a0m. A evl e2o He ucnonvsyeme. OOUOHO nPocmo.

Knuenr, moHnmasi, 4To cpeay BceX OCTaTbHBIX KOMIIaHHI OH — «Oesiasi BOpOHa», yke ¢ 00b-
I11ell BEPOSITHOCTHIO 33yMaeTCsl O TIOKYIIKE.

Hpuanun «/lenar kak Bce»

B mo6oii cutyanuu, Korja He O4eHb MOHATHO, KaK HYKHO ceOsi BECTH, YTO TOBOPUTb, UTO
AenaTh, YTO BHIOUPATh, UTO TIOKYIATh U T. 1., JIOAW CKJIOHHBI CMOTPETh Ha APYTUX M BECTH cedsl TaK,
Kak BefeT ceOst OobIMHCTBO. Eciu, Hanpumep, Bbl He 3HaeTe, KAaKOW MPOAYKT HITH KaKOTO IPOU3BO-
JWTENIs BBIOPaTh, BB OyJieTe HEOCO3HAHHO CMOTPETh Ha TO, UTO OepyT Apyrue. M ¢ orpoMHON Bepo-
SITHOCTBIO BBl BO3bMETE MMEHHO TO, YTO OepyT apyrue. 3xech padoTtaeT Takas Jioruka: «Jloam xe
He nypaku. Eciu oHu GepyT, 3HAYMT, 3TO XOPOIIUI MPOAYKT». XOTsI HA CAMOM JIeJie JIOTUKH B 9TOM
HET: OHU MOTYT OIIMOATHCS W IPOCTO MOBTOPSITH JIPYT 32 APYTOM.

B kuure Pobepra Yanauau «IIcuxomnorust BIUSHUS» STOT MPUHIMIT HazbiBaeTcs: «[IpuHImm
COLIMAJILHOTO JIOKa3aTe/IbCTBa» . VIM MONb3yl0TCs O4€Hb MHOI'ME MapKETOJIOTH U IPOJABLIBL.

Ecnu ucKkyccTBEHHO co3[aTh a)XKHMOTaX BOKPYI MPOAYKTa — HAPUMEP, CBIMUTHPOBATh OYe-
pelb BO3Jie Mara3uHa, — TO Ballle KeJIaHWe MOIONTH M Y3HaTh, UTO ke TaM TaKoe, yCWIUTCS. A ecnu
BBl OyJere HaOMogaTh, Kak APyrue YTo-TO aKTUBHO MOKYIIAIOT, TO BBl TOXE C OONBINON BEPOSTHO-
CTBIO 3aJyMaeTech O MOKyIKe. KpynHble, BCeM M3BECTHbIE KOPIOPALIMY, BHITYCKAIOIIME HA PHIHOK
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HOBBIM MTPOIYKT, BCErNla PACIPOCTPAHSIOT B CETH MaTepuaibl ¢ (poTorpadpusaMu JAJIMHHBIX Ouepenen
32 HOBUHKOM. DTO HE MPOCTO TaK. DTO MEXaHU3M BiMsIHUA. Koraa Mbl BUAUM, YTO Jpyrue TpaTsT
Kyuy BPEMEHH, TOJIKAsICh B OUepeH, YTOObI 3aMOTyYUTh STOT MPOLYKT, Mbl HEOCO3HAHHO HAUMHAEM
HAJIeNIATh €r0 MarnyeckKUMHM cBoiicTBamu. Jlormka Ta ke camasi: €C/ii OHU TaM CTOSIT, 3HAUUT, OHU
HE IypaKku U, HABEpHOE, MPOAYKT JEUCTBUTEILHO OUYEHb KJIACCHBIN.

Ho kak stum nons3oBarbest nponpasiiam? O4yeHb MpocTo.

T'oBopHTE BameMy BU3aBH O TOM, YTO OOJBIIMHCTBO BAIIMX KJIUEHTOB BHIOMPAIOT UMEHHO 3TOT
BapUAHT B TAKUX CIyYasix, KaK y Hero. [ 1laBHOe — He 0OOMaHbIBaTh. | OBOpHUTE O TOM, UTO TO HE MPOCTO
TOMYJISIPHBIA TPOAYKT, & JIETEHIAPHBIN U HAIllyMEBILIUH.

3aiinute B M0O0I UHTEPHET-Mara3uH, 1 Bbl IOYTH BCETAa CMOXKETe TaM YBHUJETh TAKKE CJIOBA:

«XuT npoaax!»

«Bp160p mokymateneii!»

«becrcemnep» u np.

Bce 310 ycmiuBaer y MOTEHIMAIbHBIX KJIMEHTOB jKEJIAHWE B3ATh MMEHHO TaKOW BapUaHT.
OpHaxo J1a1eKo He BCce KOMITaHUM NUIIYT TaKUe CJIOBA HA TOM TOBApE, KOTOPbIH IEHCTBUTEIBHO ITPO-
naetcs Jydine Bcex. Hao6opoT, OHM MOTYT UCTIOJIb30BaTh 3TOT HHCTPYMEHT, YTOOBI MOAHSTH CIIPOC
Ha HE OYEHb MOMYJIsSIpHbIE IO3ULIMU.

HoBepue k qudpam

[TeiTathest yOSTUTh YeIoBeKa TOJMBKO CIIOBAMU — 3TO He camMblid ek TrBHbIN criocod. Har
MO3T CKJIOHEH BEPUTh UYeMy-TO KOHKPETHOMY U M3MepruMoMy. Haripumep, ctaTUCTHKE WM TOUHBIM
uudpam.

[ToatomMy, YTOOBI MOBBICUTH BEPOSTHOCTh MPOJIAXKH, PACCKAKUTE KIMEHTY, KAKOEe KOJIMYECTBO
3TOrO MPOAYKTa BHI ke Mmpofaiu. PacckakuTte, CKOJIBKO Y Ballleil KOMITaHUU KJIMEHTOB, KOTOPbIE BaM
noBepstoT. [IpuBenuTe KOHKpETHBbIE UPPHIL:

«MpI mocuutamm, 9to 93% Bcex KIMEHTOB OepyT MMEHHO €ro».

«Y Hac yxe 4500 KJIUeHTOB, KOTOpbIe HaM JIOBEPSIIOT».

UYem TouHee nudpa, TeM Oosbiiie K Hell OyneT nosepust. Ecim nponasent ckaxert: «BonmbimH-
CTBO TOKYIaeT 3TOT TOBap», — 3TO yxke Xopoino. Kak no6aButs yoeauteapHocTH? MOXHO CKa3aTh:
«90% Hammx nokynareneit 6epyT UMEHHO 3TOT POAYKT». B 3TOM cilyyae BepOsSTHOCTb, UTO KJIUEHT
KYIIUT, BO3pacTaeT. A ecinu ckaszatb He «90%», a, Haripumep: «Mbl mocuuTany 1 NoHsM, 4to 87,5%
HAIIUX KJIMEHTOB OepyT UMEHHO 3Ty MOJEJIb, IOTOMY YTO...» — TO Jake HECMOTPS Ha TO, YTO YUCIIO
87,5 menbie, yeM 90, goBepus Kk Hemy Oyaer HamHoro Oosnbine. [Totomy uto «87,5%» nis mokKy-
naresist OyJeT O3HavaTh, YTO BbI JEWCTBUTEHHO 3aMOPOUYMINCH U TIocUuuTaIi. A mpo 90% MOXKHO
MOJIyMaTh, YTO HUKTO HE CYUTAI, & IIU(MPY MPOCTO B3SUTU U3 TOJIOBHI.

B m060i1 mpe3eHTaIum 1 B JII000M pekyiame mudpbl OyayT 3By4aTh ropasio yoeauTeabHee CJIOB.
['maBHOE — He oOMaHbIBaiTe, TOBOPSI, uTo 90% mmonieit 6epyT UMEHHO STOT BapHaHT, €C/IM Ha CaMOM
aene ero Oeper OfIvH 4esioBeK U3 jiecsitu. OcTaBaiiTech YeCTHBIMU.

JloBepue K aBTOpUTETaAM

3ayvacTyio MOBJIMATH HA MHEHUE B3POCIIOTO YeJIOBeKa OYeHb CIIOKHO. A niepeyOeuTsh — BooOIIe
3a7a4ya He U3 mpocThiX. U, 6e3ycI0BHO, MPOJABIIB CTAIKUBAIOTCS C 9TOM npodiemoit. K nx MueHMo
JIOIY HE BCerJa rOTOBbI pUcTymMBarhes. [lotoMy 4To mpogasell — 3T0 3aMHTEPECOBAHHOE JIULIO.
Emy HyxHa npoaaxa. OfHaKO KTO CIOCOOEH TMOBJIUATH WIIN AaXe U3MEHUTh MHEHHe YesioBeka? 1o
T€ JTIOOW, K MHEHHWIO KOTOPBIX OH I'OTOB IMPUCITYIHINBATHCA. 10 TE JII0OW, KOTOPBIM OH JOBEPAECT, — TAK
Ha3bIBAEMbIC ABTOPUTECTHI. ABTOpI/ITeTaMI/I MOryT 6I)ITb KakK JIIoau, Tak 1 KOMIIaHUU.

Ho kak stum MoxeT nonb30Barbesi npogaser;?

OH MOXeT cKazaTb: «IDTOT MPOAYKT yXke UCIOIb3YIOT TaKhe KOMITAHUH, KaK...» — U Ha3BaTh
MMEeHa U3BECTHBIX (PUPM, KOTOpBIE yxke paboTalli ¢ ero KOMITaHHUEH.
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N tak: «Hammm npoaykTom mosb3yloTes Aaxke Haiu 3Be3pl. Hanpumep: [nepBbiii], [BTO-
poii], [Tperuii]. OHM OB TOYHO HE CTAJIM MOKYNaTh IIOXOW MPOMYKT». ECIM 3TO NeHCTBUTENBHO
M3BECTHBIC JIOOW W KOMITAHUH, TO YEJIOBEK HAUMHAET OOJIbIIe JOBEpATh STOMY MPOOYKTY. A 3Ha-
YHT, ¥ C OOJIBIIIEN BEPOSITHOCTBIO COTTIACUTCS €ro KynuThb. [109TOMYy OYeHbh MHOTHE KOMITAaHUH, YTOObI
MMETh BO3MOXKHOCTh BO BpeMsl MPOJAXHU WIM B peKJiaMe Ha3blBaTh MMEHA W3BECTHBIX KOMITAHUIA
U JTIOJIel, MTHOT/Ia HAYMHAIOT paboTaTh ¢ HUMU 32 OECIUIATHO WJT Ha HEBBITOIHBIX JIs CeOsl YCTIOBHSIX.
3TO HYXKHO IJIsI TOTO, YTOOBI TIOTOM BCEM paccKas3biBaTh 00 3TOM. U1 3a4acTyio 3TO OKynaeTcsi OueHb
OBICTPO, MOTOMY YTO TAKUM CIIOCOOOM OHM aBTOMATUYECKU CO3/AIOT IOBEpUe K ceOe U K MPOAYKTY.
ITOT KaK «IIPUHIIMI 3a4ETKN» B YHUBEPCUTETE — CHavYasIa Thl padOTaelllb Ha 3a4€TKY, TTOTOM 3a4eTKa
padoraer Ha TeOsl.

Harpumep, Bbl GecriiaTHO IOpabOTaIM CO 3BE3[aMH, a JIJIsl KIIMEHTOB 3TO 3HAYUT CleyIoIee:
«0-0-0... OHH padoTau CO 3Be3AaMU. DTO 3HAYUT, YTO OHU TOYHO KJIACCHO padoTaioT». [loBepue
BO3PACTaET, BEPOSTHOCTh MPOJAKH TOKE.

Ecnu Ham coBeTyeT aBTOpUTET, MBI C OOJIBIION BEpOATHOCTBIO MpUciyIBaeMcs. Ecim Ham
COBETYyeT IOCTOPOHHHUH YeJIOBEK, MbI ITPOITycKaeM MUMO yiel. [Tostomy crapaiiTech Bcerjga aenatb
CCBIJIKM Ha aBTOPUTETOB, YTOOBI MIOBBHICUTH CBOU ITIAHCHI.

0Oo0001mEeHne

Hamr mMo3r odeHp M0OMT 3aHMMAThCsl OOOOIIEHUEM WM TaK Ha3blBa€MbIM HaBEIIMBAaHUEM
sipiblkoB. Hartpumep, paxTsl U3 0HOM cpepbl epeKIagpIBaTh Ha COBEPIIEHHO APYIYyIo cepy U Ipo-
BOJWTH MKy HUMU TIapasuiesb.

YenoBek roBOpUT: «$1 He MOy K STOMY CHELHAINUCTY, TIOTOMY YTO MHE He HPAaBUTCS, KaK OH
Ppas3roBapuBacT».

A Temepb BOIPOC: a O3HAYAET JIM, YTO YEJIOBEK, Y KOTOPOr0 HE OUEHb XOPOIIO C HABBIKAMMU
KOMMYHUKAIIMY, CTAHOBUTCS IJIOXUM crierranucroMm? Her. Kak cnenmanuct oH MoOxeT ObITh COBEp-
IIEHHO MOTPSICAIOIIUH.

To ke camoe padoTaeT 1 B 0OpPaTHYIO CTOPOHY.

Knuent roBoput: «OH notpsicarommii yenoBek. OH MOMOT MHE PeIIUTh podieMy ¢ 3y0amin».

A Temepb CHOBa BOIPOC: 3HAYUT JIM, YTO XOPOIIUI CTOMATOJIOT aBTOMATHUECKH CTAaHOBUTCS
xopormM yenioBekom? Koneuno, Het. Ho Hariemy MO3ry mpocTo mpoiiie MoCTaBUTh MEXKAY STUMH
MPEATIOKEHUSIMH 3HAK «PaBHO». DTy OCOOEHHOCTh MOKHO BCTPETUTH MOBCIOY.

Hanpumep, y yenoBeka ciioMmascs poOOT-TIBIIECOC M OH peliaeT MONTH K MacTepy, KOTOPBIi
XOpOIIIO OTPEMOHTHPOBA HOYTOYK. OH nymaet: «Hy, eciim OH ¢ KOMIIBIOTEpOM CITPAaBUIICS, 3HAYMT,
OH TTBLJIECOC TOYHO OUYMHHT». A O3HAYAET JIM, YTO «XOPOIIO OTPEMOHTUPOBAHHBIA HOYTOYK» PaBHO
«XOpOIIIO OTPEMOHTUPOBAHHBIN POOOT-TIbLIecoc»? Koneuno, Het. Ho Hamr mMo3r cHOBa MpOBOAMT
napayutesib. Hy 1, KOHEUHO, MapKeTOJIOTY U MPOAABIIBGI STUM MOb3yloTcsi. Hapumep, pacckasbiBast
He 000 BCeX CBOMX 3aciyrax, a TOJIbKO O CaMOM TPOMKOM. B 3TOT MOMEHT MOTEeHIMATbHBIN MOKYTIa-
TeJIb OyJeT CTaBUTh 3HAK PABEHCTBA MEX/Iy CAMBIM y/IauHBIM IIPUMEPOM U TEM, UTO EMY MPe/sIaraioT:
«Hy, pa3 yx oHM Takylo CIOXHYIO padOTy Jesajiu, TO C MOl HaBEepHSIKA JIETKO CIPAaBSITCS».

O06001mmeHne padoTaeT U B APYroM HaripapjieHuu. Haripuvep, eciii Bbl 3BOHUTE MOTEHIIAAIb-
HOMY KJIMEHTY C TpeIOKEeHUEM, HO Balll Pa3rOBOP HAIMOMHHWII €My JHUAaJor C ONepaTopoM OaHKa,
KOTOPBIX OH TEPIIETh HE MOKET, TOTOMY UTO €r0 3aChINaIv 3BOHKAMHU C MPEJIOKEHUIMU B3SITh Kpe-
JWT, TO KaKUM Obl KJIACCHBIM HH OBbLJIO Ballle MPeIJIOKeHUEe, KIIMEHT IMOBECUT Ha Bac SIPJIbIK «HABS3-
YHBBIN ONEPaTOP» U MPOCTO MOJIOKHUT TPYOKy. IMEHHO 1o 3T0i npuirHe MpodeccuoHaIbHbIE MPOo-
JaBIbl CTApalOTCS HAYMHATH JUAJIOT Tak, OyATO OHU U HE MPOAABIBI BOBCE. DTO HYXHO VISl TOTO,
YTOOBI KJIMEHT HE CMOT TIePEJIOKUTh CBOHM MPOIUIBIA ONbIT Ha HUX. OO 3TOM TOXe OyeM roBOpUThH
B CJIEYIOIIMX TJIaBaXx.

JloBepue K perajusiM
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ITpocro TpeHep 1o cnopTMBHOM TMMHACTHKE WJIM 3aCITyKEHHBIN MacTep CIIOpTa MEXIyHApO/-
HOTO KJIacca, AByKPATHBIN YeMITMOH MUPa U MPE3UJEHT CIIOPTUBHOM aCCOIMAIMMI HAIeH 00IacTH.

K kakomy TpeHepy Bbl OblI MOIIUIM 3aHUMATHCS WM OTAAJIM Ballero pedeHka?

IIpocro Bpauy-cTOMaTosor WM Bpau-CTOMATOJIOI BBICIIEH KATErOpUM, 3aBEAYIOIIMN OTAese-
HHEM OOJIACTHOTO CTOMATOJIOTMYECKOTO LIEHTPa, JOKTOP HAayK U 3aBeAyIoNHii Kadeapol CTOMaTosIo-
ruu. KoMy Bbl G0JIbIIIE XOTUTE JOBEPUTH JICUEHUE CBOUX 3yOOB?

OtBerbl oueBUIHBI. [0TOMY 4TO JTI0OM CKJIOHHBI BEPUTH peraiusam. Mbl JymMaem, 4To Haslu-
Yyre TPOMKHMX perajuii aBTOMAaTHYECKW JeNlaeT crenuaiucta Oosiee rnpodeccuoHasbHbM. YTO,
KOHEYHO K€, HE BCEerja TakK.

CretmanuicT MoxeT BoOOIIIe He MIMETh KPYITHBIX Harpaj v TUTYJIOB M ITPU 3TOM OBITh JIyUIITUM
popeccHOHAIOM, YeM YEeJIOBEK C HarpaJamH.

Tem He MeHee Halll MO3T TaK HE CUMTAET.

W, 3Has 3TOT NpUHIMIL, JIIOAM U KOMIIAaHUM CTPEMSITCS TTOKa3aTh BCE CBOU PErajivu, a MHOrIa
Ja’e MoXBacTaTbcsl UMU. Tak UM IpUAETCS NMPUKJIaJbIBaTh MEHBILE YCUIUI JJ1s1 CO3/1aHUS JI0BEpUs
y kimeHToB. [TonoBuHy padboThl 32 HUX caenaT peranun. Hy a, Kak M3BECTHO, 4eM OoJIbIle K BaM
JOBepHs, TeM OOJIbIIIEe BEPOSTHOCTh MPOIAKH.

Kak moxHO co3nath noBepue Kk dyenoBeky? Pacckasars o ero peranusix. Hanpumep:

— Apkaouii Anamonvesuu — ouenb yealcaemulii uenoeex, ox 3akonuun MI'Y u sanuman nosuyuro
2eHepanbHoezo oupekmopa 6 komnanuu XXX.

Bce, Tenepp moau aBTOMaTHYECKH HAYHYT OOJiee BHUMATEIIBHO CIIyIaTth ApKaaus AHaToJIbe-
BUYA.

VIMeHHO MO3TOMY MHOTME JIIOAM CTPEMSTCS NOJlydyaThb pa3Hble CepTHU(UKATHI, TUILIOMBI,
KOPOYKH M T. 1. MHOTHE CTpeMSTCs MOTacTh B IMEHHUTHIE BY3bI CTPAHbI HE PN XOPOIIIEro 0opa3oBa-
HUS, & paJiv IPECTIIKA U MOTyYeHus peraivid. [IoToMy 4To XOTHM MBI TOTO WJIH HET, HO TO padoTaeT.

[Toatomy, mponaBasi CBOM MPOIYKT, 0OSI3aTeIbHO PACCKA3bIBANTE KJIMEHTAM O JIOCTHKEHHUSIX,
Harpajax, cepTudukarax, CBUETENbCTBAX, JUIIOMAaX. JTO IOMOTaeT CO3/1aTh JOBEPUE.

JoBepue K HUTaTaM M yCTOSABHIUMCSI B HApO/ie HOpMam

Kak omnaxnap! ckazan [Tnatos... Kak roopun AnroH IlaBnoBuu Yexos... Cokpar ogHax/ibl
ckazai... Kak B cBoe Bpemst rosopmit Ctus JIxxo0c. .. Kak B Hapone roBopurcs u T. 4. Jlioboe BbicKa-
3bIBaHME, JTIOOYIO TMIOCIIOBHUILY, JTOOYIO IIUTATY U3BECTHOTO Y€IOBEKA JIIO/IU Yallle BCEro CKJIOHHBI IIPH-
HUMaTh KaK MCTHHY. DTH CJIOBa OOBIYHO HUKTO HE CTABUT TOJ COMHEHHE, ¥ BCE BOCIPUHHMAIOT
KaKk akcMomy. XOTsl, KOHEUHO, U3BECTHbIC JIIOIU TOXKE JIIOIU M TOoXKe MOrM omubdarbess. Ho Hamm
MO3T OOBIYHO 00 3TOM He JiyMaeT. VIMEeHHO Mo3TOMy MHOTHE MPOJABIIB STUM YCIIEITHO MOJIB3YIOTCS.
Xopomo mogoOpaHHYy0 MOCTOBUILY WM IIUTATy MOXKHO CIENaTh OTJMYHBIM apryMEHTOM B IOJb3Y
ITOKYITKM TOTO WJIM MHOTO ITPOAYKTA.

Hanpuwmep:

— Obs3amenvro nokynaiime nawu kypcol. Kax ckazan Anexcanop Cyeopog: «Yuenue — ceem,
HeyueHue — moma». Kax ckazan ®pancuc bakon: «3uanue — cuna». Kax ckazan Haman Pomuiunvo:
«Kmo enradeem ungpopmayueii — mom enadeem mupom». Kax ckazan Heavcon Manoena: «Obpasosa-
HUEe — 310 Camoe MOUHOE OPYICUE, C NOMOULLIO KOMOPO20 MONCHO UBMEHUMb Mup». Tlosmomy ecau
8bl XOMume Ymo-mo NOMEHAMb 8 IMOM MUPE, OUeHb PEKOMEHOYIO 8aM UHBECMUPOBANTL OEHB2UL 8 C80€
obpazoeatiue, a He 8 HO8ble CMAPMEPOHBLH#

Bort Tak sierko u HENMpUHY:KAEHHO KOIZa-TO CKa3aHHas (ppa3a U3BECTHOIO YEJIOBEKA MpeBpa-
THJIACh B APIYMEHT /ISl TIOKYIIKM 00pa30BaTesIbHOTO MPOAYKTA.

[Tpu 5TOM CTOMT MOHUMATb, YTO B OOJIBIIMHCTBE CITy4YaeB LIUTATHI ¥ IIOCTIOBUIIB HE UIMEIOT Tpsi-
MOT'0 OTHOIIEHUSI K IPOAYKTY, IIPU 3TOM 3BYYaT U padOTAIOT KaK MOJTHOIECHHBIA apryMeHT. A 3HAUUT,
CIIOCOOHBI TIOBBICUTh BEPOSTHOCTD TMPOJIAKH.
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HoBepue k nHOcTpaHHOMY (3¢ pekT «ABTOBA3a»)

B GosnbInHCTBE ClTyyaeB HU y KOTO He BO3HUKAET BOIIPOCOB, KOTJ/Ia KTO-TO TOBOPHT, YTO HEMEII-
K¥e aBTOMOOWJIM JIy4Ille, YeM POCCHICKHE. DTO 3BYUUT KaK aKCHMOMa, C KOTOpoi He criopar. Jloau
TOBOPAT 3TO aBTOMATHUYECKU M HE 33/ TyMbIBASICh.

Mpbl yxe 3HaeM, YTO JIOJX OYeHb CKJIOHHBI 0000IIaTh.

Hampumep: eciv HeMIIbI Je1al0T XOPOIIMEe aBTOMOOUJIH, TO M IPYTHE TOBAPHI Y HUX TOXKE XOPO-
mme. M Hao6opor. Jlioau 1ymaior, 4yTo eciiv B Poccuu aBTOIpOM MPOUTPHIBAET 3apyOesKHBIM KOH-
KypeHTaM, TO | JIpyTue TOBapbl POCCUIICKOTO MPOU3BOJCTBA CTAHOBATCS aBTOMATHYECKU XyXke, 4eM
u3 apyrux crpad. KoHeuHo, 310 ganeko He Tak. EcTh cdepsl, riie Haly TOBaphl BIIEPEIU IIaHEThI
Bcell. [Tpu 3TOM JTI0IM CKJIOHHBI yMaTh, YTO BCE 3arpaHUYHOE JIydIlle, YeM MECTHOE.

Ecnu genoBek kakoe-To BpeMs JKHJI 32 TPAaHUIIEH — K HeMy OOJIbIIIe JIOBepHS.

Ecnu gesioBek XopoIo BiiajieeT MHOCTPAHHBIM SI3BIKOM — K HeMYy OOJIbIIIe IOBEpHSI.

Ecnu genoBek yuwsics B 3apyOeskHOM By3e — K HeMy OOJIbIIIe IOBEpHSI.

UYesoBeK, KOTOPBIA UCIIONBb3yeT MHOCTPAHHBIE TEPMUHBI, Yallle BCEro Kaxercs Oojiee yMHBIM
Y HAYMTaHHBIM, a 3HAYWT, K HeMy OOJIbIIIe JIOBEpHSL.

KoneyHo, MHOTMM M3 HAC 3TO TPYIHO MPHU3HATH, IOTOMY UTO MBI JIIOOUM CBOIO CTPaHy U XOTUM
LIEHUTb CBOe, HO (pakT ocraercs aktoM. He 3ps cyiecTByeT Moropopka: «Xopoiio Tam, Ijie Hac
HeT». 3a rpaHuiield MHOTMM TpaBa KakeTcs 3e/ieHee, YeM Ha poauHe. Jlaxe Jail y pomqHOro ueaoBeka
KakeTcsl BKYCHEH, 4eM B CBOel Kpykke. Ham kaxeTcsi, UTo re-To Tam Jiydiie, yem 37ech. [loatomy
STHM TOe aKTUBHO IOJIb3YIOTCS MTPOIABIIBI M MapKeTosiord. Eciiv ux mpoayKT Mpon3Be/ieH 3a rpaHu-
1Iel, OHM 00sI3aTeIbHO 00 3TOM CKaXyT, YTOOBI cO31aTh ToBepre. OIHAKO 3TO HE OTHOCUTCS K TOBa-
paM KHUTAMCKOro MPOM3BOJCTBA. 3aYacTylo K ToBapaM M3 Kutasi MeHbIlle IOBepHs, YeM K JPYTHM,
XOTsI Ty TEHACHINIO KUTAUIIBI yKe TaBHO repeioMumii. CyliecTByeT OrpoMHOE KOJIMYEeCTBO TpUMe-
POB TIOTpsICAIONIUX MPOAYKTOB 13 Kutas. JlocTaTouHO OCMOTPETh HA HOBbIE aBTOMOOWJIH.

BoT HeckobKO IPUMEPOB MPOIAX Uepe3 JoBeprUe K MHOCTPAaHHOMY:

— boavluncmeo uHoCmpanHbIX SKCnepmoe 2060psim, 4mo...

— B Amepuke makue npoOyknul UCNOAL3YIOM YHce MUHUMYM 08AOUAMD NeNl.

— A, ko20a e3oun ¢ Umanuro, ysuden, umo oueHb MHO2Ue 0o2amvle UMANbSHUbL blOUPAIOM
UMEHHO MAKYI0 MOOeNb. A UMANbSHUbL MOYHO 3HAIOM MOAK 8 MOOe.

— 9mo 0b6opydosarue paspadamuléanu HemeyKue UHMCEHEPLl. A 6bl 3Haeme, HACKOAbKO OHU
neoaHmuuHvl K kauecmsy npooykma. OHu Obl dadxce ¢ 348004 €20 He BbINYCMUAU, ecal Obl Oblau
Kaxkue-mo npoonemvl ¢ kauecmeom. Tam scecmouariuuti konmponw. Tlosmomy Oadice He nepedxcu-
saume.

JI71s1 GONBIIMHCTBA KJIMEHTOB 3TO OYAyT OTIMYHBIC apTyMEHTHI B ITOJIb3Y TIOKYIIKH.

HoBepue K HAy4HOMY OAXOY

Ecmu k ToMy, 4TO BBl TOBOpPUTE, JOOABUTH PEAbHOE HAYYHOE IMOAKpPEIUIEHHE, TO JIOBEpHUs
K BalllUM cJIoBaM OyzieT ropaszio Oossiie. [109ToMy KOMIaHUM /1711 TOBBIIIEHUS TPOJAK CTapalOTCs
HaWTU KaKyI0-TO Hay4YHYIO MOZIOIJIEKY B TOM, YTO OHM MPOAAIOT U pekjaMupyioT. Hanmpumep, ccbuia-
SICh Ha KaKoe-HUOY/Ib MOCIIeHEee UCCIIeI0BaHNE.

OHM MOTyT CcKa3aTh TakK:

— Iocneonue meduyuHcKue UCcAe008anUs 6 0OAACHIU 2ACMPOIHMEPONOZUL NOKAZLIBAION], YO
HaW Op2anu3m cmapeen oObicmpee npu HenpasuneHom numanuu. Ilosmomy mel npeonazaem éam npa-
8UNBHOE U COANAHCUPOBAHHOE NUMAHUE, KOMOPOe ROMONCEN COXPAHUmMb éauty morooocme. K uemy
6aM AUUHUE MOPUSUHBL U YCMANOCMb, hPagoa?

— Bom eéam ccvinka na cmamoto. Tam npogbeccop I'apeapoa u ooun u3z eeauuariviux y4eHvix
coépemenHoCmL HeOABHO cKas3an, umo... M nosmomy éce me, kmo cetiuac e 3a0ymaemcsi 00 5mom,
Mo2ym nezko Obimb NO2A0UeHbL OONLUUUMU KOpnopayuamu. Imobbvl 6ac no0odHas cumyauus He Koc-
HYAACD, NPeONazaro Cepbe3HO PaAcCMOmpems Haut NPOOYKNI.
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IlepeHoc BHEITHUX NPU3HAKOB HA BHYTPEHHHE

Ectpb moroBopka: «BcTpevalor 1o ofiekke, a mpoBOKaIoT 1Mo yMy». OueHb 4acTo JIOAU CYIsT
O Jpyrux JIIOgAX HE IO TOMY, YTO OHU IOBOPAT WK ACIAIOT, a 110 TOMY, YTO Y HUX €CTb U KaK OHHU
BBITJIAOAT.

Hanpumep, denoBeka ¢ HEMPUJIMYHO JOPOTMMH YacaMy WM OYEHb JOPOTUM aBTOMOOUIIEM
ABTOMAaTUYECKH OYIyT CUMTATh HE TOJBKO OOJiee YCIelHbIM, HO U Oojiee rpaMOTHBIM. B Bompocax
(bvHAHCOB K TaKOMy 4eJIOBeKYy OyaeT OoJbllie JOBEepHs, YeM K 4YeloBeKy Oe3 MomoOHBIX aTpuody-
ToB. Brumountcs pexum accorparuii. Eciii BHelHMe aTpulOyThl COOTBETCTBYIOT KAaKOMY-TO 00pa3y
Y TIPE/ICTABJICHUIO JIIOJIEH, TO OHM HAUMHAIOT aBTOMATHYEeCKU (hOPMUPOBATh MPECTABIICHUE O BHYT-
PEHHEM HaIOJIHEHUH TOTO YeJIOBeKa.

KJIMeHTBl MOTYT OCMOTpETh Ha MPOJABIIa U MOIyMaTh: «YeJIOBeK ¢ TaKOM CTPaHHOW MpuYec-
KO HE MOKET 6LITb HOPMaJIbHBIM CIICHHUAJIMCTOM> .

Ecim Bam o0Opa3 accouumpyercsi ¢ OeCropsiIkOoM U HepsIIUTMBOCTBIO, TO BaM OylIeT O4YeHb
CJIOXKHO TPoAaTh NOPsiIoK. Ecim Batt o0pas accorumpyercst ¢ 0eTHOCTHIO M SKOHOMUEH, BaM OyJeT
KpaiiHe CJIO)HO MPOoJIaTh OOraTCTBO WM MPOCTO JOPOTOM MPOIYKT.

Ecnu Barm o6pa3 acconmupyeTcst ¢ 00pa3oM MPOCToro padoTATH, TO BaM Oy/IeT KpaiHe CJI0KHO
3aHSATh MMO3UIUIO PYKOBOIUTEJIS.

[Mostomy B mpojaxax KpaiHe BaXHO CO3/1aBaTh 00pa3 ceOsi, MPOIYKTa U KOMIIAHMYA UMEHHO
Tak, IITO6])I OH KOPPEIUPOBAT HE TOJIBKO C TEM, YTO Bbl XOTHUTE JOHECTH, HO U C MMPCACTABJICHUAMU
KJIMEHTOB O TOM, KaK 3TO JIOJKHO BHIIJIsIIETh. JIloOoe BHellIHee HeCOBIaIeHHe aBTOMATHYECKH OyieT
NepeHeceHo M Ha BHyTpeHHee. OUeBUIHO, UTO ITO TUIOXO CKAKETCs Ha TPOJIaKax.

Ecnu, Hanpumep, MeHepkep Mo MpojiakaM XOIUT Ha BCTPEYM K TeHEPaIbHBIM JUPEKTOpaM
KPYIHBIX KOMIIAHU#, @ caM TIPY 3TOM BHEIIIHE aCCOIMUPYETCsl ¢ MEHEKEPOM T10 TIPOfIaKaM, TO ero
BHEIITHUE TIPOSIBJICHUsI OyAyT MEPEeHOCUTh M HAa BHYTPEHHHE. DTO OyIeT Melarh BECTH Pa3roBOp
Ha PaBHBIX, a 3HAYUT, MOKET CHJIbHO MOMEIIATh TPOAaKaM.

HoBepue K onbITY

Capiianu Takoe MHeHue: «OH crapiiie, 3HAYUT OMbITHEe» 7

A Ternepb BOITPOC: BCer/a Jiv 3TO Tak?

Bospact, koHeUHO, MOXKET SIBJISATHCS MPU3HAKOM ONbITA, OJHAKO JIaJieKo He Bceraa. YenoBek
MOYET TIOJDKU3HU JeJIaTh YTO-TO TIOXO U HETIPABUJIBHO U MPH 3TOM OBITh OYECHb OINBITHBIM, OTHAKO
KaueCTBO ITOTO OMbITa MOKET OCTaBJISITh JKeJIaTh Jiydlero. TeM He MeHee JTIo/Id BCE PAaBHO CKJIOHHBI
OoJIbIlIe TOBEPATH CTaXy U BO3PACTY.

Hampumep, O0JBIITMHCTBO JTIOEH TPEAOUTYT MONTH K MOKUJIOMY Bpady ¢ COPOKAJIETHUM OIThI-
TOM, a He K MOJIOZIOMY C OIIBITOM B TpH rofa. OHAKO JTIOIH 3a0bIBAIOT, YTO OIBITHBIN Bpa4 3aKOHUYMIT
YHUBEPCUTET OYeHb MHOTO JIeT Ha3aJ M ¢ OOJBIION BEPOSTHOCTBIO 00aJaeT He CaMbIMA HOBBIMU
3HAHUSMH.

Bot kak Bo3pacT, OnbIT ¥ CTax MPOAABIIBI MOTYT MCIIOJIb30BaTh B MIPOjIakax B KayecTBe Ipe-
HMMYIIECTB:

— A eam pexomenoyro umenro cneyuarucma bopucosa Heana Anexceesuua, nomomy umo ou
yorce 08adyamo nem 8 Mol meme. 3a €20 naeuamu muiCssuy MaKux Cayudes, 8 Omauuue on MoA00bIx,
3ENEHbIX MANLUULUEK, KOMOPble padomarom 6 Opyeux Komnanusix. OH 8am mouHO NOMONCeN».

B 3TOM Cityuae maHc, 4To BHIOEPYT UMEHHO 3TY KOMITAaHUIO, MHOTOKPAaTHO BO3pacTaerT.

Kpowme 3toro, korjia Ha eperoBOpsl K MATUIECATUIETHEMY TeHEPaTbHOMY JAUPEKTOPY MPUXO-
JWT JEBYIIIKA BOCEMHAIIATH JIET, aBTOMAaTHUECKU BO3HUKAET Oapbep, CBA3AHHBIN C OMBITOM U BO3-
pactoM. TyT e y IupeKTopa HEOCO3HAHHO BO3HUKAIOT COMHeHUs1: «Hy 4To OHa MHE MOXET paccka-
3aTh TAKOTO, Yero s He 3Hato? OHa ellle CUIIKOM MOJIOfa, YTOObI MHE COBETOBATh, KK IMOCTYIIATh.

31ech U poKIaeTCsl HEIOBEPUE, KOTOPOE MeIllaeT MPoaBaTh.
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[Tpu 3TOM eciu K ToMy ke JUPEKTOpY MPHUIET COTPYAHUK €ro BO3pacTa WM CTaplie, To, IaxKe
HECMOTpsI Ha pa3/Iniue B CTaTyce, 3a CYeT Bo3pacTta OyJeT BOSHUKAThb OOJIbIIE JOBEPH S, YEM B IIEPBOM
ciryyae.

3710 BOBCE HE FOBOPUT O TOM, YTO MPOJABaTh JIOASM CTapilie BaC HEBO3MOKHO WM OYEHb
cnoxHoO. [1aBHOE — esaTh 3T0 MPaBHIIBHO.

3Hasi, 9TO JIOIU CKJIOHHBI IOBEPSTh OIBITY M BO3PACTY, 'PAMOTHbBIE MapKETOJIOTH U IPOIABIIHI
00513aTeIbHO MOAYEPKUBAIOT STOT ONbIT. Harpumep:

— Mui na peinke ¢ 1997 2o00a.

— Mt Ha peirke yoce 15 nem.

— Mot camvle nepsvie HAUaAU 3AHUMAMBCSL MO MEMOLE CeMb 1em HA3ao.

— A smum 3aHUMAroco yaice nAMb Aem U 3a MO 8peMs YChea PeUUmsb 02POMHOE KOAUUECHBO
3a0a4 Kax y eac.

Bce 3t hpasbl cTaHOBSATCSA /T KIIMEHTOB apryMEHTOM B TIOJIb3Y MOKYIIKH.

Crtpax ynymeHHOH BO3MOKHOCTH

Bebl HaBepHsIKa BCTpeyasy Ha cailTax HEKOTOPbIX KOMITAHUM CJIeJYIOUTyI0 MH(MOpMALUIO:

— Ocrasnock yeTbipe Ousera 3a 3Ty CTOUMOCTb.

— Jlo KoHLIa IeMCTBUS aKLIMKU OCTAJIOCh TPU 4aca.

— Ckujika JIefiCTBYET TOJIKO CEerOHS.

Ilo cratucTHKe, YeM oblle KJIUEHT AyMaeT, TEM MEHbIIE BEPOSTHOCTb, YTO OH Y Bac KyIMT.
[TosTomy 3amava JIIOOOro rPaMOTHOTO TMPOJABIIA U MAPKETONOra — YCKOPHUTH IMPOIECC MPUHSTHUS
petenus. Bee atu (ppasbl CTUMYIMPYIOT KIIMEHTOB K TIOKYITKE MPSIMO Cefvac, MOTOMY UTO OHH OOSITCS
YIIYCTUTh 3Ty BO3MOXHOCTb. HUKTO ke He XO04eT IIaTuTh OOJIbIlie M BOOOIIE YIIYCTUTh TOT MPO-
IOYKT, KOTOPBI{ UILET.

OcobeHHO XOpOIIO 3TOT MPUHLUM padoTaeT ¢ TeMU KJIMEHTaMH, KOTOpbIe XOTAT KYIHTb,
HO IO KaKMM-TO IIPUYMHAM 3TOT'O HE JIENAlOT.

Harpumep, BOT Kak puesNTOpsl MOTYT MCIOb30BaTh MOAOOHBIN MpuHIMIL. EcTh 4enoBek —
MOTEHIUAJIBHBIN KJIMEHT, Y KOTOPOrO €CTh JEHBI'M UM KOTOPBIA XOYET KYMWTh JIOM, KOTOPHI eMy
nokaszayiu. KimeHty Bce oueHb OHPaBUIJIOCh, HO OH HE TOPOIMTCS 3aKJ/I0uaTh CAEIKy. B aToMm ciy-
yae pUeNTOpP MOXET UCKYCCTBEHHO CO3[aTh CTpax YIYIIEHHON BO3MOXHOCTH, CKa3aB O TOM, YTO
HACTOJIBKO KJIACCHBIX BapUAHTOB OH ellle B CBOel paboTe He BCTpevyalsl U €My TOJIBKO YTO MO3BOHIUI
KJIMEHT, KOTOPbIA X04eT 3a0parh 3TOT JOM 32 HaJMUKy. ECTeCTBEHHO, CTpax YHMYCTHTh KJIACCHBIH
BapUaHT cpadaThIBAaeT U KJIMEHT IEUCTBUTEILHO BHOCUT TIPE/IOTUIATY.

Kpowme atoro, npozaasipl 4acTo TOBOPAT KJIMEHTAM, YTO TOBAP HA CKJIA/IE 3aKaHYMBAETCS, a CJIe-
AyloInas moctaBka OyeT HeCKOpO. DTO TOKEe MOTUBHPYET MOKYIATh ObICTpee.

YHukaabHOCTH

OpHu Mooy JealoT TaTYUPOBKU, CO3JAI0T sIpKKMe, HeOObIYHbIE 0O0pasbl, CTApalOTCs KaK-TO
BBIJICTIUTLCSL CPEAM OCTAIBHBIX. Jlpyrue moOAT BIageTh YeM-TO PEIKMM, SKCKIIIO3WMBHBIM. TpeThu
MOKYMAIOT aTpUOYThI, KOTOPBIE OB OTHOCHIIA UX K OMPEICICHHOMY COIIMATTbHOMY CTaTycy.

Jliomy 9acTo mpocTo HEe XOTAT BEpUTh, UYTO OHH TaKue ke, Kak U Bce. OHU XOTAT YyBCTBOBATh
MIPEBOCXOJICTBO HAJl APYTUMHU, XOTAT OBITh OCOOSHHBIMH, XOTAT OBITH JTyUIIle OCTATLHBIX ¥ OTJIHYATHCS
OT cepoii Macchl. U ecitu mpofaBell B pa3roBope ¢ MOKYyIaTesieM CMOXKeT TOKa3aTh, KakuM 00pa3oM
Y 3a CUeT Yero MPOAYKT TIOMOXKET UM 3TO C/IENaTh, TO 3TO TOBBICHT BEPOSTHOCTh MPOIAKH.

BoT 4T0 MOTYT rOBOPUTH TTPOIABIIHIL:

— 9ma eeuyp yHukanvrHas. Pyunas paboma, pedkoe oepeso. Taxux é mupe 8cezo 0ecsimo WMyK.

— Bowt 6yoeme uyecmeosams cedsi HACMOSIUEN KOPOA€eBol, NOMOMY YUMo MaKol Kpacomsl HU
Y K020 Hem.
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— Bul uenosex cepvbesrulil. 3auem eam mo e camoe, umo Hocsim opyeue? Bam HyorcHo omau-
uamucsi Om Opyeux, Umoodbl NOOUEPKUBAMb AL CIMAMYC.

—9mo oueHb pedkuii u YHUKanbHolil yeem. Ha ghorne ocmanvHulix 8vl Oyyoeme viensi0ems 20pazoo
oonee apKo u 3PPhexmuo.

I'epouzm

[TpakTruecku BCeM YUTAIM CKa3KU O MPUHIIAX, KOTOpBIE criacaioT mpuHiiecc. [Tourn Bce cMoT-
peru (prIBMBI O TEPOSIX, KOTOPBIE CMACAIOT MUP M YeJIOBEUECTBO OT oracHOCTH. OOpas reposi —3To TOT
o0pa3, C KOTOPHIM OY€Hb YacTO JIOAH ceOs HEOCO3HAHHO MJIM OCO3HAHHO ACCOIMUPYIOT. My KUMHBI
YaCcTO XOTAT OBITh CHJILHBIMH, CMEJIBIMU, XOTAT YIPABJIATh, 4 HE MOAUMHATHCS, XOTAT IaTh TOCTOM-
HBIIl OTHIOP MPOTUBHHUKY, 3aIUTUTH CBOIO BO3TIOONEHHYIO WA CEMBIO, TTOCTOSITh 32 ce0sl, MOOEAUTD,
CTaTh JIyYIIIMM, YTOObI UM BOCXMIIIAJIMCh, YTOOBI O HEM TOBOPHIIN, PACCKA3BIBAIIM U T. [I.

JIeBYIIKY 4acTo XOTAT OBITh TEPOMHSMU BOJIIEOHBIX CKa30K: KPACUBBIMU, HEXKHBIMU, TIPUBJIC-
KaTeJIbHbIMHU, B KOTOPBIX BIIOOJISIOTCS TIPUHIIB Ha OEJIOM KOHE U Ubsl )KU3Hb MEHSIETCS] KapMHAIIb-
HBIM 00pa3oMm.

OpnHako B peasibHOM KU3HH KpaiiHe Majio BO3MOXKHOCTEH MOYyBCTBOBATh CeOsl TAKMMU Tepo-
AMUA (PUIBMOB M CKa30K. [1o3TOMYy JII0AM TOICO3HATENIBHO CTPEMSTCS] HANTH 3TY BO3MOMKHOCTD.
A mipodeccuoHasbHBIE MPOIABIIBI, 3HAS STOT MPUHIIUI, MOTYT 32 CUET MPABUIILHBIX apTYMEHTOB ITPO-
JIaBaTh OOJIBLIIE.

OHM MOTYT MCHONB30BaTh CIEAyoImue (ppasbl:

— Boizasioum npocmo wukapro. Kax nacmosuyas npuryecca. A ne npeyseauuugaro. Tenepw éce
npuHUbL mouro oyoym eaw. A 6e3 wymok. Ouernv Kpacuso.

— Hompsicarowuii Opacaem uz 6enozo 30r0ma. Bel onst ceoeii cynpyeu cmareme HACMOAUWUM
2epoem. Ona sac mouro 3ayeayem. Bom yeuoume. Bce noopyau oyoym eii 3a8udoeam.

— Bausimust 8 Hawem 3ane He MoabKo NOMO2alOm COPOCUMb 8eC, HO PA3BUBAIONT CUNY U BbIHOC-
ausocno. CUNBbHBIE MYHCUUHBL UYECIMBYIOM Ce0s1 20paA300 DoNee YEBEPEHHO, NOMOMY MO 3HAIONL, YMO
CMOYM 3AUUMUIND C8OKO HCEHUAUHY U CEMBIO.

— C Hawum mpenepom aodu ouensb Obicmpo xyoetom. [losepome, nocae HECKONbKUX MeCses
A00U 8AC He Y3HAIOM U HAYHYM 00CYHcOamv Mo, KaK 6bl UBMEHUMCh U KAK KAACCHO bl Menepob
gvlensioume.

Koraa nponasert nmokassiBaeT KJIMEHTY, YTO, €CJIM OH KYIUT MPOAYKT, OH CTaHET JJIsi KOTO-TO
repoeM, BepOSITHOCTh MOKYIKHA CTAHOBUTCSI HAMHOT'O BBIIIIE.

Tpeyroasank Kapnmana

3T0 MOJIeNIb B3aUMOJECUCTBUSI MEKIY JIIOAbMHU, KoTopylo onucain CtueH Kapnman. B Heit oru-
CaHBI TPU POJIM JIIOJEH, KOTOPbIE OHH Yallle BCEro UrpaoT:

1. IIpecnenoBarens.

2. Kepraa.

3. Cnacaternsp.

ITOT MOAXOA OYeHb TAPMOHUYHO MEPEHOCUTCS U Ha Mpoaaxu. Jlionu mokynawoT ¢ OombIiei
BEPOSITHOCTBIO TOTJa, KOTAa OHM 3aHMMAIOT TMO3UIMIO XEPTBBI (Y HUX €CTh Kakas-To Mmpooiema,
KOTOpasi UM Meliaer). B 3Tom ciiyyae rnpodiema KiMeHTa — 9TO TaK Ha3bIBAEMBbIN MPeciieJoBaTeb.
Ho k10 *)e Oyzner criacatenem? be3ycioBHO, UM MOXET OBITh KTO YTOIHO: JIpYyT, TOApPYTa, KOJulera,
MYy, ’keHa. Ho Takxke criacatenieM MOXeT ObITb U TIPOAYKT, CIIOCOOHBINA PEIIUTh MPOOIeMy KEPTBbI
Y TEM CaMBbIM CIIACTH ee OT rpecnenosaress. Y eciu mpopaserl MoKaxeT MOKYNaTelTio B pOJX KEPTBbI,
KakuM 00pa3oM OH cOOMpaeTcs CIIacTH €ro OT MpecyieloBaTelis, TO BEPOATHOCTh TIOKYIIKM BO3pac-
taeT. Eciu MBI IpoaeM He IPOCTO KaKOM-TO MPOAYKT, a pellieHre KOHKPETHOU TPOOIeMbl, MBI TIPO-
aaeMm ¢ OOJIbIIIel BEPOSTHOCTHIO.

— Anexceii Meanoeuu, kak 0asHo y éac makue HU3Kue nokasamenu Ha caiime?
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— He 3naro. Bcezoa makue 0vinu.

— Craoicy Kax ecmb.: ecau bl He NOMeHsiene C8oli caiim, 8ac mak u 0yoym npecaedo8amv HU3KUe
noxkazamenu npooaxc. Xopowuii catim — 3mo 0cHO8a npoodadic. Bvl modceme sxaadvleams cKonbko
Y200HO OeHez 8 PeKAAMY, HO Y 8a4C He OYdem XOpowux nokazameneii ¢ makum catimom. Ho xopowas
HOBOCHIb 8 MOM, YO MO N1e2KO NONpasumv. A ¢ padocmvio noMozy peutums 3my npoonemy, co30ae
AYUUYIO NPOOAIOWYIO CIMPAHULY.

[Mponagserr Hates mpeciieoBaTess KePTBBl ¥ BHICTYITUII B POJIM CITACUTEIS.

CkppoiTbie 3HaHusi. CeKpeTHOCTH

Capiianu takue ppasbl: «ITUM YHUKIBHBIM MeTooM Jiedrid NOMUTUKOB B CCCP»; «91um
CIOCOOOM TMPOJICBAIN JKU3Hb BEJMKUX JIONEH B JPEBHOCTH»; «DTUMHU 3HAHUSMU HE JEJMIIUCH
C OOBIYHBIMU JIOIBMU»; «ITOT CEKPET NepeaeTcst U3 MOKOJIEHHsI B TOKOJIeHHe» ? DTu (hpasbl ycH-
JIMBAIOT Yy KJIMEHTOB K€JIaHhe KYIUTh U BOCIIONb30BAThCs 3TUMU 3HaHUAMM. [louemy? [lotomy uto
OHU OTHOCSTCS K Pa3psAy paHee He[IOCTYITHBIX, CKPBITHIX, YHUKAIBHBIX, JOCTYITHBIX TOJBKO H30paH-
HBIM. YeMm OoJIbIIIe CeKPEeTHOCTh, TEM CHJIbHEE JKeJIaHKMe Y3HaTh 3TOT ceKpeT. JIiosiM HpaBUTCSI TIOJTb-
30BaTbCsl TEM, YTO HEIOCTYITHO JIPYTUM.

[TosTroMy MHOTHE TPOAABIBI 3TUM M TIOJIB3YIOTCS, JO0ABIsISI CEKPETHOCTM CBOMM 3HAHUSIM.
Harpumep, npoiaBer; roBOpUT Kak Obl IO CEKPETY: «Y MOEro Jpyra ectb HpUsTeb, KOTOPHIA 3Ha-
KOM JIMYHO C HaIllUM ryoepHaTtopoM. Tak BOT, €ro cembsl MOIb3yeTCs] IMEHHO HAIIIUM IPOILYKTOM>.
W xenanue oO1agaTh STUM MPOLYKTOM CTAHOBUTCS CUJIbHEE.

Crtpax ono3jarhb

OueHp MHOTUE JIIOAWN HA4YUWHAIOT ACJ1aTh KaKHME-TO BEIIU HE TOJIBKO OT 6OJII>HIOFO JKeJIaHU A,
a OT CTpaxa He YCIIeTh 3TO C/IeJIaTh TIOTOM MJIM He YCIeTh MonmpoOoBath. Berpeuanu moneid, Kotopbie
noa CTapoCThb JIET HAYMHAIOT JACJIaTb KaKUE-TO CTPAHHBIC WJIN H606I)I‘1Hble HGﬁCTBHH, COBCPHICHHO
HECBOWCTBEHHbBIE UM JI0 ITOT0?

Ciona ke OTHOCSITCSI U CUTYaIlM, KOT/Ia JIIOY COBEPIIAIOT MOKYIKM UMEHHO B TAKOM COCTO-
saud. Jliogu roBopst cebe crepyromue dpassl: «O, nagHo. KuBeM pa3 B KU3HH, TIOITOMY €C/d
XOYeTCsl, 3HAYUT, Haj10 Opathb!» nimm «OM, Korja 5 ere cedbe CMOry Takoe MO3BOJUTh ? DTO, HaBepHOE,
TOJILKO Pa3 B JKU3HU». XOTS C MPAarMaTiIeckOi TOUKH 3PSHHUsI TOBAp MOXET OBITh M HEe TaK YK HYKeH
yesoBeky. Jloau 00T Bee MoMydarh 3/1eCh U ceiyac, OHM He OYeHb XOTST KJaTh, OHU HE XOTAT
KOIUTb, TEPIIETh, TIO3TOMY YacTO OEpyT KPEAUTHI M 3aiiMbl, 1 OHA U3 MIPUYHH — 3TO KaK pa3 CTpax
He ycrieThb. Beib Mbl He 3HaeM, CKOJIbKO Mbl pokuBeM. [109ToMy 3auacTyio Crielmm MHOTO€ MOIpo-
6oBath 37ech U ceituac. Hy u, 6e3ycJIOBHO, MPOAABIIBI TOKE STUM aKTUBHO MOJIB3YIOTCS, [IISI TOTO
‘lTO6I>I MOBLICUTDL IAHC IIPOJAXKH.

OOBIYHO OHM UCTIONB3YIOT CIIEAYIOIINE apryMEHTHI: « KrUBeM ofluH pas3»; «IT0 JOJIKEH MOIpo-
O0BaTh KaXIbIi XOTs1 Obl Pa3 B KU3HU»; «MBbI HE 3HAEM, CKOJIBKO TIPOKUBEM, TIOITOMY HYKHO KHUTb
3[IeCh U Cceluac M He OTKJIA/IbIBATh KU3Hb HA MIOTOM». U, 6@3yCIIOBHO, 3TO TOXKE TMOBHIIIAET BEPOST-
HOCTb TIPOJIAXKH.

PaBnoBecue. OTcyTcTBHE q0JTa

UYestoBeK YCTPOEH TaK, YTO OH HE JIIOOUT OCTAaBaThCS B JONTY. Y UesloBeKa, KOTOPOMY NOMOIIIH,
B OOJIBIIIMHCTBE CITy4YaeB BOHUKAET BHYyTPEHHEE JKelaHue OTOIarogapuTh TOro, KTo emMy roMor, WiIH
TOXE KaKUM-TO 0Opa3oM 1momoub. 1o cytu — BepHyTh eMy jonr. Korna HaMm enaoT nogapok, Mbl
TOXE YyBCTBYEM BHYTpEHHEE KeJlaHWe WJIM JIake OO0S3aHHOCTh CHeJIaTh MOJAPOK STOMY YeTOBEKY.
B «Ilcuxonorun BnusiHusi» PoGepra YanauHu 5T0 Ha3bIBAaeTCsl «IIPUHIMIIOM B3aMMHOCTH» (00si3a-
TEJLCTBO BO3MEIIIEHH )

STOT NPUHIMII MOTpsicarolie padoTaeT U B npojaxax. [lokynarens HaYMHAET 9yBCTBOBATh 00sI-
3aTeJIbCTBO BO3MECTHUTH JOJIT, €CJIM MPOAABEI] OCTAPAJICS U KAKMM-TO 00pa3oM romor emy. B Takux
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CIyYasix y KJIMEHTOB YacTO BO3HMKAET CTpax oOuaeTh mpoaasBia. M, yToObl ero He oOMKaTh, OHU
YacTO COBEPIIAIOT MOKYIKY. [ToMUMO pocToro crpaxa 0OuIeTh y KIMEHTOB YacTo MOsIBIIsSIeTCS Kela-
HHUE OTOJNArofapyuTh MPOJABLA, KOTOPHIA UM KaK-TO TIOMOT MJIM MPOCTO OYEHb CTapajiCs M XOPOIIIO
Aenal cBolo padoty. B aTom citydae 61aroapHOCTBIO MOXKET CTaTh MOKYIKa TOBApa MIMEHHO Y 9TOTO
MPOZIABLIA.

[Mostomy nmpuHIMI «4YeM OOJIbIIe Mbl OTIaéM, TeM OOJIbIIIE MBI TIOJTy4aeM» padoTaeT Kak HUKO-
raa. Yem Oosblie mpoaaBell crapaeTcsl A1 KIMEHTOB, TeM OOJbllie OHU YYBCTBYIOT KeJIAHHE €ro
3a 3T0 OTONIArogapuTh. Bee motomy, UTo BKITIOUAETCS MTPUHLIUIT PABHOBECHS], U €CJIU KJIMEHT He OTOa-
TOJApUT BacC, OH Oy/IeT YyBCTBOBAaTh BHYTPEHHUI AUCKOMQOPT.

[ToaToMy 0YeHb MHOTHE TPOJIABIIEI OY€Hb AKTMBHO STUM MOJB3YIOTCS. [IprMeps:

1. KiueHT mpuXxoauT B MepBYI0 KOMIIAHMIO, TaM €ro BCTpeudaeT OObIYHBINA MpoAaBel], 0co0o
HE CTapaeTcsi, IPOCTO OTBeYaeT Ha BOIPOCHl. OH YXOOUT U MPUXOIUT B JPYTYI0 KOMIIAHUIO, TIIE MTPO-
AaBel] SIPKO TOKa3bIBAET CBOE KEJIAHWE TOMOYb, HUYEr0 He BIIApHBAET, UCKPEHHE WHTEpecyeTcs,
UcKpeHHe coBeryeT. OTBeYaeT Ha Bce BOIIPOCH], TOA0KUPAeT roToBoe peliieHre. PasropapuBaer ¢ HUM
nontopa yaca. IIpy 3ToM y mokymaTtesnsi, €CTeCTBEHHO, €CTh MPaBO MOKYNaTh WM He MoKynars. OH
pelaer ere Moka MocCMOTPeTh B APYTMX MecTax. Moer B TpeTbio KommaHuio. B TpeTbeit koMmaHum
ecTb pellleHNe, Kak U BO BTOPOM, U Jjaxe 3a MEHBIINE AeHbIM, OJHAKO ITPOAaBell 0co00 He cTapaercs,
KaK ¥ B IEPBOM CJIydae, MPUXOIUTCS Kak Oy/ITo yrpammsarh ero. [lokymnaTens pemaeTr HoiuTy JoMOoit
U Bce B3BecUTh. [Ipusi JOMOM, KIMEHT HAuMHAET TyMaTh HEe TOJIBKO O TOM, Ijie JIydlllee pelieHue
U TJie JIellIeBie, HO U Iie K HEMY OTHECJIUCh MO-YeJIOBEYECKH U Ije OOJbIIe BCEro XOTelN MOMOYb.
[laxc, yTo OH BHIOEpET BTOPOW BapHvaHT, BechbMa BesuK. [Touemy? YenoBek 4yBCTBYET XKellaHUE
OTONArolapuTh TOrO MPOJIABIIA, KOTOPBIH MOTPATHII HA HETO MHOTO BPEMEHH U TaK CTapasicsl.

2. Puentop JOroBopuics ¢ KIMEHTOM O BcTpede. [IpuexaB B Ha3HaUeHHOE BpeMsl B Ha3HA4EH-
HOE€ MECTO, PHEJITOP MPUBETCTBYET MOTEHIIMAIBHOTO TIOKYMATessl, MPOTArMBaeT OyTHUIOUKY XOJIOM-
HOW MUHEpaJIbHOM BOIBI U TOBOPHT: «CeromHs kapKoBaTo, TaK MUTh XOTEJIOCh, 51 TIO IyTH 3aeXal
B MarasuH, Kyl BOJUYKY U BaM PElI 320/1HO 3aXBaTUTh. JlepkuTe, XOMOIHEHbKAS».

[MoTeHIMaNbHBIN KIIMEHT, €CTECTBEHHO, OJIarOAapuT 3a 3T0 puenatropa. OHAKO YTO IPHU STOM
MIPOUCXOAUT Ha camoM Jene? KineHT HaunHaeT 4yBCTBOBaTh BHYTPEHHEE KeJlaHUe KaKUM-TO 0Opa-
30M BEpHYTb JJOJIT U 3TOTO pPUEITOpa OTOIArofapuTh. B KoHIle 1uasora pueitop npeiaraeT 3aKkJo-
YHUTh C HUM 3KCKJIIO3UBHBIN 10roBop. Ecu quasor mporesn HopMaibHO, TO MIAHC, YTO KJIMEHT 3aX0-
YeT 3aKJIIOYUTh C HUM JOrOBOp, OyAeT HAMHOTO BbIIIE, YEM B CIIydae, eciyd Obl 3TOT Xke pHUesITOp
HE ToJapwil KJIMEeHTY OyThUIKY Boabl. CHOBa pa®oTaeT MPUHIMIT «4eM OOJbIle MBI OTIAEM, TeM
Oonblie onyyaeM». [1aBHOEe — 4T0OBI MOTOOHAs 3a00Ta, MOAAPKY U CTapaHHsl ObUIM UCKPEHHUMH,
MHA4ye 3TO MOXKET BbI3BATh MIPOTUBOIOJIOKHBIN (PPEKT.

IloTpayeHHsble ycuaus

BeposTHOCTB TOTO, UTO KJIIMEHT KYIIUT, CTAHOBUTCS BBIIIIE TOT/1A, KOT/Ia OH CaM MOTPATUJI Ha 3TO
OobIIIe YCUIIMI U BPEMEHH.

Ecnu yenoBek Mo3BOHMII MPOAABILY ¥ IOTPATHII Ha pa3roBOpP OfIHY-/IBE MUHYTHI, TO €My HUYETO
HE CTOUT MO3BOHUTH B APYTYI0 KOMIIAHUIO U KYUTh TaM. Ho eciii KJIMEeHT pa3roBaprBaeT ¢ MpOJIaB-
1IOM JIOJITO, y3HAeT BCe JETANIN, HIOAHCHI, OHM BMECTE C MIPOAABIIOM y4YacTBYIOT B BBIOOpE MOIXOMs-
IIEro MPOAYKTa, TO KJIMEHTY CTAHOBUTCS XKAJIKO IMOTPAYEHHOTO BPEMEHH U OH C OOJIbIIEeN BEPOSTHO-
CTBIO CJIeJIaeT MOKYIKY UMEHHO y 3Toro npogasiia. Hanpumep, Bbl mpogaete aBToMoOusb. EcTh 1Ba
KJIMEHTA: OJHOMY JIO BacC €XaTh MATh MUHYT, a JPyroMy — TpH C MOJIOBUHOM yaca U3 Jpyroro ropoja.
C Gosbineld BEPOSITHOCTBIO BBl TIPOI/IUTE aBTO YEJIOBEKY, KOTOPBIN YKe Mpofesas 10 Bac OOJIbIION
myTh. [Touemy? EMy kajiko MOTpayeHHBIX YCUIIUIA.

Kcrary, 3T0T %€ npuHIMI padoTaeT U B 0OpaTHYIO CTOpoHy. Yem Oosbliie MpoAaBel TpaTuT
yCUJIMI Ha KJIMEHTa, TeM OoJbllie OH XoueT emy mpoaars. [Touemy? JKasiko moTpaueHHbBIX YCHIIHA.
[Mouemy moau peaxo OpocaloT yHUBEPCUTET Ha nocieqHeM Kypcee? JKajko noTpayeHHbIX YCHIIH.
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EcrecTBeHHO, MPOABIIBl 3TUM aKTUBHO MOJB3YIOTCs. OHM HAMEPEHHO JENaloT TaK, YTOObI KJIUEHT
TpaTui OoJbllle YU Tiepe]] MOKyNKoi. Hamprmep, cTpeMsTcsl MOBBICUTh BpeMs AUAJIOra C KJU-
€HTOM, MMPOCST KJIMEHTa KaKUM-TO 00pa3oM MOTPATUTh CBOE BpeMsl. Eciiu KJIMEeHT KUBET psaoM, TO
00s13aTeIbHO MPUIJIAIIAIOT IPUeXaTh B 0(puc. 3aKOHOMEPHOCTh IPOCTas: YeM OOJIbIIIe KJIMEHT IOTpa-
THJT YCHITHIA, TeM C OOJIbIIIeH BEPOSITHOCTHIO OH KYITHUT Y Bac.

CunapoM npoBHHIIUA

«OH nonroe BpeMs kuBeT U padotaeT B MockBe». Uto o3HavaeT 3ta ¢pasza A1 MOCKBUYA?
Jla HUYero oHa He o3HayvaeT, MpocTo (akT. OIHAKO MPAKTUYECKU ISl BCEX JIIOAEH, KOTOPbIE KUBYT
B ITPOBUHIIMY, (ppa3a JOOABUT YETIOBEKY 3HAUMMOCTU. Bep MockBa — 310 crouiia. Y Jmofaei Hauu-
HaeT paboTaTh CIeAyIonas JOrMKa: YeM OOJIbIle TOPOJ, TEM JIyUllle B HEM CIIEHUAIICThL. XOTh 37eCh
Y TIPOCIIEKMBAETCS 3aKOHOMEPHOCTbh, HO Ha TIPAKTHUKE 3TO He Beeraa Tak. Pabora B MockBe He Jiesaer
13 YesoBeka 6osee MpodecCHOHAIBHOTO CHeraiucTa. Tak ke Kak U «MOCKOBCKHMI Mara3uH» BOBCE
HE 03HAYaeT, YTO B HeM Oy/IyT MpojiaBaThcsi 0ojiee KaueCTBEHHBIE TOBAPHI, YeM B IPOBUHIMU. OTHAKO
JIOY XOTAT B 3TO BepuTh. CaMa MbIC/Ib O TOM, YTO, HAIIPUMEP, ITOT TOBApP KYILIEH UM NPUBE3EH
u3 MockBbI, rpeer ux. JlIoau XOTST Monact Ha 00y4YeHHe NMMEHHO K MOCKOBCKUM CIEIMAJIUCTaM,
MIOTOMY 4TO BEpAT, YTO B MockBe OHM TOUHO Jiy4iue. EcrecTBeHHO, mpodeccroHalbHbIe TPOJAaBLIbI,
3Hasl ATOT MPUHIMI U PadoTasi C MPOBUHIMATBHBIMU TOPOJAMH, MONB3YIOTCS STUM. i mpuMepa
BO3bMEM HEOOJIBINON ropoft ¢ YrcaeHHOCThI0 100—200 ThICSY YeIoBeK U pa3MeCcTUM JBa PeKJiaM-
HBIX OObSIBJICHUS:

1. Basnientrina MBaHoBa — nyuniuii MacTep 1o MaHUKIOPY HAIllero ropoja — MpoBeJeT MacTep-
KJIACC TAKOTO-TO YUCIIA.

2. Banentuna MBaHoBa — JiyqlIuii MOCKOBCKUI MacTep M0 MaHUKIOPY — MOCETUT Halll TOPOjI
Y IPOBEJET MacTep-KJIacc TaKOro-To YUca.

K xomy xkenatonmx Oymer O6osbiie? OTBET: K MOCKOBCKOMY Mactepy. JIionu CKJIOHHBI 3aHU-
MatbCsi 0000IIEHNEM U MepeKIaablBaTh IPU3HAKY FOPOa Ha caMoro yesioBeka. OHaKo MepeKJiaibl-
BAIOTCsI HE TOJIBKO MO3UTHBHBIE 00pa3bl. OUeHb YacTo MOXKHO YCIbIIaTh (hpasbl: «Bel TaM B cBOEH
MockBe 3axpanch»; «Bbl TaM B cBoert MOCKBe HallpuayMbIBaeTe, a HaM 371eCh IIOTOM padoTaTh»;
«BBbI-TO B cBOI0 MOCKBY ITOTOM YeZI€Te, a HaM 3[1eCh OCTaBaThCs». 3HAYUT JIU 3TO, HAIIPUMEP, UTO BCE,
KTO *kuBeT B MockBe, 3a:)xpaiuch? KoHeuHo, HeT. A pa3Be He MOT'YT JIIOJU U3 MPOBUHIIUU 3aKPaThCsl?
Koneuno, moryr. Ho 3auacrylo ogsam npolne HaBelmBaTh SApJIbIKY.

CkpoMHOCTH

STOT NPUHIMIT Hayajl paboTaTh OTHOCUTETbHO HedaBHO. Eciu paHblile CKPOMHOCTbH TOJBKO
Melaga M, 4ToObl YTO-TO MPOIATh, TH JOMKEH ObLT KPUYaTh BCEM BOKPYT, HACKOJBKO Thl M TBOSI
KOMITAQHUsI KJIACCHBIE, TO Cevac CUTYyalus MOCTerneHHO MeHsieTcs. OueHb MHOTHE KJIMeHTHI, YCTaB
OT KpUYAIIUX MMPOJABILIOB M PEKJIaM, OT TPOMKHX BBIBECOK W 3asIBJICHHM, MTPEANOYUTAIOT ITOKYMATh
y TeX, KTO BefieT ceOst 6oree CKpoMHO. [IpruemM CKpOMHOCTD He 03HAYaeT «He pacCKa3biBaTh O cede»,
CKPOMHOCTb O3HAYaeT JIesaTh 3TO He BYJIbrapHO U He XBacTasch. MHorue 310 1ieHsar. Kak 3Byuar
I'POMKUE 3asIBICHUS:

—Jla s aywwuii sxcnepm 6 3moii oonacmu, 0a Mbl HOMep OOUH HA PbIHKE, 04 C HAMU Oddice
38e30b1 pabomarom. Bce 0o60nvhbl Hawelt pabomoti. Y Hac YyHUKAbHbIL NPOOYKM, aHAN0208 KOMO-
POMY RPOCMO HeM HA PblIHKe, Y HAC 8000Uie Hel KOHKYPEHMO8 U M. O.

A Kak MOXHO NOKa3aTb CKPOMHOCTb?

— Bul 3Haeme, 51 He 60AbULOTE N1OOUMENb X8ACMAMbCSL CBOUMU OOCTUNCEHUSIMU, MEHSI HEMHOZ20
no-0pYy20MY B0CRUMBIBANU 8 IMOM NAAHE, HO eCAU ONS1 BAC BANCHDBL PE3YALINANBL, MO 860M OHUL. B kom-
nanuu X Mvl coenanu 60m 3mo, NOAYUUAU 60M Maxkou pesynemam. B komnanuu Y coeaanu smo
u noayuuau éom maxou pesyavmam. Ecau sma mema é ueaom 6am mosice 6aU3Ka, OHA KAK-MO Y 8Ac
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OMKAUKAEMCSL U 8bl 20M08bl NONPODOBANTL, MO Mbl 8C€20a C PA)OCHIbIO, asatime 00CcyoUM noopoo-
Hee.

Korma BbI UCTIONB3yeTe CKPOMHOCTb, Y BaC HET HEOOXOIUMOCTHU YTO-TO KPHUaTh C TIEHOH y pTa
1 JToKa3biBaTh. CaMa CKPOMHOCTb YK€ TIOJKYIaeT MHOTHX.

IIpumepsl TPeTHUX JIHUIY

Huuto He crocoOHO yOeauTh YeoBeKa HACTOMBKO K€ XOPOILIO, KaK XOPOIIHMIA M MPAaBUIIBHO
noggo6panHbIil mpumep. Ho yeit npumvep?

Kro Takoii mpopmasenr? DTo 4eslOBEK, KOTOPBIA XOUeT MPOAATh, 3aMHTEPECOBAHHOE JIMIIO.
[TostoMy, KOrna MpoAaBIbl HAYMHAIOT IPUBOAUTD B MpUMeEp ceOsl, KIIMEHTHl UX HE BOCITPUHUMAIOT.
OHHM yMaioT, YTO TAKUM CIIOCOOOM MPOIABEI] IIPOCTO XOUYET BIAPUTH TOBAP. UTOOBI MOBBICUTH BEPO-
SITHOCTb MPOJIaXkH, MPO(eCCUOHAbHBIE MTPOJIABLBI BCETAA UCTIONb3YIOT IPUMEPHI TPETHUX JIULL.

He «51 monp30Basics, 1 MHE MOHPABUJIOCH», a «Y MeHs ObUTO KaK MUHMMYM 4YeThIpe KJIMeHTa
B 9TOM MeCS1E, KOTOPbIE Ky 3TOT TOBAp, ¥ KaXKIbIil MECSL] OKOJIO IECSATH YEJI0BEK €ro MOKYIAloT.
Sl y Bcex cBOMX KJIMEHTOB IOCIIE MOKYIKH CIIPAIIMBAl0, KaK Jeja, U coOupai oOpaTHyo CBs3b. 51
paboTalo yxe Tpu rofa, 1 3a Bce 3TO BpeMst ObUT TOJIBKO OIUH HEraTWBHBIA OT3bIB. Bee ocranibHbie
OCTQJICh OYEHb JOBOJIbHBI». UyBCTBYeTE pasHUILY: «KIMEHTB FOBOPAT, YTO BCE OTIIMYHO» MU « 51
BaM roBOPIO, YTO Bce OTIMYHO»? K mpumepam TpeTbux il JoBepusi Oyaer OoJblie.

Tpetuii 3axkon HeroTOHA B ipogaxkax

Bam npuxoauiiock CTalkKMBaThCs ¢ IPOJABLIAMH, Pa3roBapyUBasi C KOTOPHIMU Bbl YETKO IOHU-
MaJli, YTO UM OY€Hb HYXHO IPOJATh M BBHINOJIHUTD TUIAH? BcromHUTE, Kak OHM pa3roBapUBaIH,
C KakoW MHTOHaIMel. BO3MOXHO, C BAMM HAYMHAJIM CTIOPHUTH, WM aKTUBHO MBITAIUCH TIEPeyOeanTh,
WM, HA00OPOT, MBITAJIMCH BBICITYXKUBATHCS. YTO BBl IIPU TOM YyBCTBOBAIU? XOTEJIOCH JIM y TAKOTO
npozasiia nockopee Kynurb? Ckopee HET, YeM Ja.

B nopapnsioriem OOJBIIMHCTBE CTyYaeB, KOrJa KJIMEHT HauMHAeT YyBCTBOBATH, UTO Y IPO-
JaBLIA €CTh HYy’/a NPOJaTh, 3TO €ro OTTAJIKUBAET. DTO BBI3BIBAET CONPOTHUBIIEHHUE, KOTOPOE Yallie
BCEro 3aKaHYMBAETCSl TEM, YTO KJIMEHT CTPEMMTCS 3aBEpIIUTh PasrOBOP WU TMOJOKUTH TPYOKY.
W yem cuibHee 3Ta Hyk/1a IPOsIBJIEHA, TEM CUJIbHEE COMPOTUBIIEHUE KJIMEHTA.

KnueHTsl ovyeHb He J0OAT, KOrja Ha HUX JaBAT WIM KaKUM-TO OOpa3oM MpPUHYKAAIOT
K MOKynke. OHM JIIOOST CaMOCTOSITEILHO MIPUHMAMATH pellieHre. A HYXAa — 3TO U €CTh CBOETO poaa
nasieHue. Korna mpojaBelr HaUMHAET TPAHCIMPOBATh CBOMM TOKyHaTessiM: «MHe 0ueHb HyKHO MTpo-
1aTh, IOMOTH MHE, MOKAJIyHCTa, BBIIOIHUTS IJIaH MPOJAX», — OH HAYMHAET HA HUX JaBUTh. A cHJja
AENCTBHS IO TpeTbeMy 3akoHy HploTOHa paBHa cuiie MpoTHBOACUCTBUS. Bpone Obl 3aK0H U3 (pr3HKH,
HO MPEeKpacHo padoTaeT U B poaaxax. Yem OoJibllie BbI IaBUTE HA KJIMEHTa, TeM OOJIbIIIe OH COIPO-
TUBJsieTcsl. Yem Oosbllie BBl XOTUTE MPOAATh KJIMEHTY, TeM CUJIbHEee OH He XOYeT y Bac MOKYMAaTh.
[ToaToMy OHO M3 BaXKHEHUITMX Oa30BBIX MPABUJI B MPOJAKaX : HUKOT/IA He TOKA3bIBAKTE BaIlIeH HY X IbI
MPOJATh U HE MBITAWTECH JIIOOBIM CITIOCOOOM TiepeyOenuTh KiareHTa. [IpodeccronanbHblie poaaBIbl
Be/lyT ceOsl Tak, Kak OyATO Y HUX ¥ Tak IMOJHO KJIMEHTOB, OYATO 3TO HE UM HYKHO MPOJaTh, a K-
eHTy — Kynuth. Hukako#t Hysxbl. JlIoau XOTAT KyNHTh, KOTJIa UM ITOMOTAIOT B MOKYIIKE, a HE HaBs-
3bIBAIOT.

TpexcTopoHHee noBepue

KimeHT nokynaer B TOM ciiy4ae, €y y Hero ecTh A0BEpUe K IMPOAYKTY, JOBEpPUE K KOMIIAaHUU
¥ JIoBepHe K mpoaasity. Eciy Kakoro-To OAHOTO MyHKTa B 9TOM 1IeTouKe He OyJeT, BEpOSTHOCTb MPO-
JaXU pe3Ko cHukaercs. Harpumep, KJIMEHT JoBepsieT KOMIIaHWH, IOBEpSIET MPOLYKTY, HO Ha JTare
pasroBopa ¢ MpojIaBLOM y HEro NosiBUIoch HepoBepue. CTaHeT Jin OH Mokynatsk? Bpsan . A ecnu
Y CTaHEeT, TO KaK MMHMMYM HE y 3TOro MpojaBla, a CKOpee BCEero, U He B 3TOM KOMITaHUH.
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WNnu, nanpuMep, KJIMEHT AOBEPSIET MPOAABLLY, J0BEPSIET MPOAYKTY, HO Y HETO €CTh HeJIOBEpHE
K KoMmaHuu. CtaHeT Jii oH okymnarh? CTaHeT, HO y:ke B Ipyror KoMrnaHuu. Kak uTor — npogaxu HerT.

Tpertuii BapuanT. KiveHT oBepsieT KOMIIaHWH, JOBEPSIET MPOIABILy, HO HET J0BEpPUsl K IpO-
nykry. CtaHeT i nokymnarh KineHT? CHOBa MaJIOBEpOsITHO — CKOpee BCEro, NMOWJET UCKaTh IPyrou
MIPOIYKT.

Kpaiine BaxHO B nporiecce pa3ropopa ¢ KJIMEHTOM (POPMUPOBATH JOBEPUE HE TOJIBKO K IPO-
IYKTY, HO ¥ K ce0e Kak K MPOJABILy, U K CBOEH KOMITaHWU. [{J1s1 3TOro B Kask/10M MPe3eHTAIH HYKHO
YAENATb TOMY BpeMs.

IIpocToii caenyrommuii mar

JIofisIM CJIOKHO COTJIACUTBCS Cpa3y Ha YTO-TO OOJIBIIOE WK cIIokHOE. [IpeacTaBbTe CUTYyaIuio:
napeHb 30BET JIEBYIIKY 3aMYK Ha TIEPBOM CBHaHUW. BeMK prcK MoayduTh 0TKa3. OQHAKO ropasio
OoJIbIIIe JIEBYIIEK COMIACATCS MPOCTO MOTYJISITh, UM MONKUTh Koe u modonTars, Wid, HalpuMep,
cxoguth B KuHO. [louemy Tak mpoucxogut? I[lotomy 4To monuth Koge — 3T0 MPOCTOoe JAEUCTBUE,
He TpeOylolee YCUIni.

[TosToMy B OOJBIIMHCTBE CAy4YaeB HE HYKHO TpeaiaraTh KJIWEHTaM cpa3y OOJIBIION IIiar,
Ha KOTOPBII €My OYEBHIHO OyIeT CJIOKHO cornacuThesl. Haunute ¢ masnoro. CHavaia oOCyauTh BO3-
MOHOCTh COBMECTHOUM pa0OTHI, 3aTeM TpeABapuTeIbHasA UHMOPMAIHS JIIs1 O3HAKOMJICHHSI, 3aTeM
BCTpeYa, 3aTeM KOHKPEeTHOe KOMMepUecKoe MpeyIoKeHue, 3aTeM OecIIaTHOe TECTUPOBAHME TIPO-
IyKTa, 3aTeM HeAOpOrod MPOAYKT JUOO MPOOHAs 3aKyNKa — M TOJBKO IOCJIe 3TOTO MOJHOIIEHHOE
COTPY/IHUYECTBO U MOKYITKa OCHOBHOTO MPOAYKTA.

IIpuHIMI CHMIIATHH

3a4acTyio JIOOU MOKYNAT HE TaMm, IJe MPOAYKT OKa3ajcs JIydlle WM JElIeBiie, a TaM, Iie
npoaBel] NoHpaBuJIcs Oonbine. daxe ecm y Bac OyayT Jydllre yCJIOBHS Ha PhIHKE, HO BbI HE TIOHpa-
BUTECH KJIMEHTY, CKOpEE BCETr0, OH MPUHLMINAIBHO YUJET B IPYTO€ MECTO.

[ToaTomy 3a1aua He TOJIBKO XOPOILLO paccKa3arh PO MPOLYKT, HO U IOHPABUTHLCS BallleMy KJIH-
enry. Kak ato cienarp, OynemM roBoputh B CIEIYIOMIMX TJIaBaXx.

IpuHOMn pemeHust NpoodJaeMbl U 60JH

Jlionmy oXoTHee MOKYIMAIOT, €CJIM Y HUX eCTh Kakas-To rpoodieMa. YesloBeK, KOTOPhIid OKa3aJICcs
B ITyCThIHE Oe3 CTaKkaHa BOJIbI, Oy/IET TOTOB 3aIJIATUTD JIIOObIE JeHbIM 32 TO, YTOOBI TIOMUTh, B TO BpeMs
KaK B OOBIYHOM KU3HU, ITIe-HUOYIb B TOPOJIE, OH ObI HY 32 UTO He OTAAJT TaKylo cymMMy. Yem OoJbiie
npobseMa 4esoBeKa, TeM OOJIbIIIe OH XOUeT HAWTH pellieHue, U, 3HAYUT, eCJIU y Bac ITO pellieHUe eCTh,
IITIAaHC TIOKYTTKK yBesmurBaeTcs. OTHAKO TO e caMoe pelieHre MpoOaeMbl OyayT MOKYIIATh C TOpa3io
MeHBbITIel BEPOSITHOCTBIO, €CJTH Y UeJIOBeKa HeT MPOOJIeMbl MJTH OH CYUTAET ee HeKpUTUIHOM. [Toatomy
XOPOIITHEe MPOAABIIBI BCET/Ia MPOIAIOT pellieHre MpoOIeMBbl, a He MPOCTO MPOAYKT U MOMOTAIOT KJIH-
eHTaM 3Ty poOIeMy YBUICTb.

— Anexceii Heanosuu, kaxkoii npoyeHm Opaka y eac celuac Ha npouzeoocmee?

—10%.

— Jlasatime nocuumaem, ckoavbko OeHez 8bl mepsiene 8 200 U KAaK Mo CKA3bl8Aemcst Ha audel
penymayuu. Yuumoleas, umo évl npooaeme 8aut NpOOYKm 8 cCpeoHem no 32 mulcsuu pyoneii 3a wmyxy
u npooaeme 3a 200 27 mviCsU IKIEMUASPOS, MO 8bl U3-3a Opaxa mepsieme 86 MAH pyodaeii 6 200.
Kpome smoeo, s uzyuun om3ol8bl u noCuUman, umo npumepHo 62% HezamueHvlx OmM3vl806 KAK pa3s
u3-3a Opaka Ha nPou3eoocmae. Mo nPUBOOUM K momy, Ymo KOAUUeCmaeo KAUeHnos, Komopbie npo-
UUMAAU MAKoll OM3vl8 U YUAU K KOHKYPEHMAaM, Oyoen moavko pacmu. A 3mo npaKmuvecKu 2apam-
TMUPOBAHHOE CHUNICEHIUE NPOOAdC 8 ONUdNCaliuleli U CPeOHeCPOUHOIL nepcnekmuge. Y 8auux KOHKYpeH-
moa cetiuac npoyenm opaxa — 2%. /ozadvieaemecn, kyoa 6yoym yxooumo eauiu KAueHmol?
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Ecmb ouenv npocmoe peuierue 3moti npoonemvl. YCmaragauaemcst CReyUdIbHoe 000pyoosa-
Hue, Komopoe cHudcaem npoyenm opaka 0o 0,5%, u cmoum oHO 8cez0 084 MUNMUOHA pYyOneil. Dmo
8C€20 OKON0 08YX NPOUEHIMOB 0N MOLL CYMMbl, KOMOPYIO 8bl mepsiente 3d 200.

Ipuauun panaTuzma

Brl HaBepHsIKa 3HaeTe UM BCTPEeYai B CBOEH KU3HH JIOJIeH, KOTOPbIE HCKpPEeHHE OOJICIOT CBOEH
npoceccrerd (B XOpOIIeM CMbIC]IE 3TOro cjoBa). MIX MOXHO Ha3BaTh HACTOSIIUMU (haHATUKAMMU.
Hanpumep, uenoBek, KOTOpbIi (haHATEET OT KMHO, OT MAIllMH, OT KHUT. Kak npaBuiio, ecim KoMy-To
U3 MX OKPYKEHUs MOTpeOyeTCsi COBET WM MOMOIIb, OHU 0OPATATCS UMEHHO K TaKUM (paHaTHUKaM.
Ecnmu Mbl He 3Haem, 4TO TIOCMOTPETh, TO MOKEM OOpaTUThCS K paHaty pribMoB. OH TOYHO MOCO-
BeTyeT. Eciii HaM HyXeH aBTOMOOWIIb, MBI MOXEM OOPAaTUTHCS 32 MOMOIIBIO K (haHaTy aBTOMOOH-
neid. Eciy Mpl XOTUM MOYUTaTh, HO HE 3HAEM UTO, TO HAaBEPHSKa CIPOCUM COBETa YeJIOBEKa, KOTO-
pblii (paHaTeeT OT pa3HBIX KHUT. B 3TOM cityuae Mbl cTpaxyeM ce0si OT IpOCMOTpa IJIOXO0ro pusibma,
MOKYITKY TUIOXOTO aBTOMOOWIISI M TIPOUTEHUsI CKYYHOW KHUTH. TO ke caMoe MPOUCXOIUT U B MPOJia-
kax. Takue oAy — (paHATUKK — BBI3BIBAIOT Y CBOMX KJIMEHTOB JoBepHe. Jlormka y HUX O4eHb Ipo-
crasi: «Eci oH HacTOJNBbKO (haHaTEEeT OT CBOETO Jieia, HABEPHSIKA OH XOPOIIIO B 3TOM pa3oupaeTcsi».
[ToatoMy XOpolre MpogaBIbl 00s13aTEIBHO MOKA3BIBAIOT, YTO OHU OUYEHB JTIOOSAT Ty cpepy, B KOTOPOIt
paboTaloT, ¥ TOT MPOAYKT, KOTOPBIH MPOJAIOT.

IIpuHIMI KOHTPACTHOTO BOCHPHUSATHS

Bce B Haiiem Mupe o4eHb OTHOCUTENIBHO. B 1eTcTBE HaM Ka3asioch, YTO JECATUITAKHBINA JOM —
3TO MPOCTO OTPOMHAS MaXMHa, a IECTHAAIATUITAKHBIN — Tak BooOIe. OIHAKO KOT/1a MBI BCTpEYaeM,
HarpuMep, CTO3TaKHBI HEOOCKPeO, TO IECITUITAKKA KaKeTCs yKe OUeHb MaJIeHbKOW Ha ero (hoHe.
Haiuie BocnipusitTue oueHb CHIIBHO 3aBUCUT OT TOT'O, YTO Mbl BUAEJH [0 3TOTO.

STUM aKTUBHO TMOJB3YI0TCS MpodeccuoHaIbHble MpoaaBiibl. Hammprimep, 4ToOs! pogarts 4eso-
BeKy OOBIYHBIM JOM, CHaYajia eMy TIOKa3bIBalOT HECKOJIBKO yKACHBIX BAPUAHTOB, YTOOBI HA UX (hOHE
9TOT OOBIYHBIN JOM BBITJISZIET OYEHb KJIACCHBIM. DTO UCIONB3yeTcs B pa3HbIX cepax. Eciu veno-
BEKY IPOCTO cKa3arh: «IT0 cTOUT SO0 THICAY», — TO BEPOSTHOCTh, UTO OH CKaXET: «ITO JOPOro», —
HAMHOTO BBIIIIE, YeM €CJIM CHAaYala eMy TIOKa3bIBaTh ellle Oojiee JOporue BapuaHThl, a TOTOM MepeuTH
K BapuaHTy 32 500 ThICAY.

Komnneru, ucxons u3 3Toi I71aBbl, MOKHO CIEJIaTh BBIBOJ: YTOOBI YCIIEIITHO MPOAABaTh, HYKHO
3HATh TICUXOJIOTHIO MPOJAaX U YMETh ee MPUMEHsTh. Mbl Kak MPOJaBIbl JOJKHBI 00JIafaTh BIOIHE
KOHKPETHBIMH HaBbIKaMu. [IprudemM MHOTIa MpOCTO HABBIKOB HEAOCTATOYHO. MBI TOMKHBI 00J1aJaTh
OIpeJeJICHHBIMU YeI0BeueCKMMU KauecTBaMu. Harm mpodeccronaibHble HABBIKY + HaIllK TUYHOCT-
HbIE KaYeCTBA + MBIIIJICHAE = HAllla KOMIIETEHLU.

INPOPECCUOHAJIBHBIE YMEHUA U HABBIKH ITPO/JIABIIOB

Pacnogoxenue k cede

Jlaxxe ecnu BbI OynieTe MpojaBaTh CamMblid KJIACCHBIN MPOIYKT B MUPE, €CJIH Bbl OylieTe 3ameya-
TEJIbHO PO HEro pacCKa3blBaTh, HO HE Oy/IeTe yMETh pacrosaraThb K ceOe JIojiei, OHU IIPOCTO He 3aX0-
TAT C BAMH pa3roBapuBarh. ITO OIHA U3 BXKHEHUIIMX KOMITETEHIIMH JII0OOTO XOPOIIEro MPO/IABIIA.

Co3nanue nunTepeca

Jlionu kpaiiHe peako nokynaiot cpa3y. CHavasa y HUX MOSIBJISIETCS] BHUMAaHKE, IOTOM MHTEpeC
Y TOJIBKO TIOTOM JKeJIaHKe YTO-TO KynuTb. [109TOMY BaskHasi KOMIETEHIHS JTI000r0 XOPOIIEro Mpo-
JIaBIla — 3TO YMEHHUE CHayasla MpUBjieYb BHUMAHUE, BbI3BATh UHTEPEC U CO3/1aTh UHTPUTY.
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Co3anne o6pa3a skcnepra
Bl yike 3HaeTe, 4To MIMEHHO y 9KCTIEPTOB B CBOEM BOIpoce OyayT MOKYMaTh ¢ OOJbIIEH Bepo-
SITHOCTBIO.

BoisicHenne KapTUHbI MHUPa KIIMEHTA

Ecmm MpoaaBell 3HACT HpO6JIeMy KJIMCHTA, OH CMOXET MNPECAJIOKUTh MPaBUJIBHOC PCHICHUEC.
Ecmm MMPpOAABEIl 3HACT, YTO BAXKHO KJIMCHTY, 4 YTO OH KaTErOPpUYCCKU HE IMPUEMIJIET, OH CMOKET IIpa-
BUJIBHO ITPE3CHTOBATH CBOU MMPOAYKT, NOAYEPKHYTh CUJIbHBIC CTOPOHLI U CACIATh AKIUEHTHI B HYKHBIX
MeECTax.

dopmupoBanne noTpedHoOCTEN

Jlaneko He Bce KJIIMEHThI MOTYT YBUZIETh CBOIO ITpoOieMy. A ecii OHM He BUAT U HE OCO3HAIOT
npoGieMy, OHM HIUEro He MoKymnatoT. [1oaToMy rHOrIa ee HyKHO MOJICBETUTH U MoKa3ath. He ucmy-
raTb, & UMEHHO IOACBETUTh. DTO MOMOXET UM B3IJISIHYTh HAa CUTYalMIO C Jpyroy cropoHsl. Eciu
MpoJaBel] C/IeNIaeT Bce MPaBUJIbHO, TO KJIMEHT MOMMET, YTo IpodJieMa CyIeCcTBYeT, a 3HAUUT, ¥ Had-
HET HYKJaTbCs B PEIICHUMU.

Co3anue NeHHOCTH

OT TOrO, YTO M KaK IMpOJIAaBeI] pacCKa3bIBaeT IMPO CBOU MPOAYKT, PO CBOI KOMITAHUIO U TIPO
ce0s1, 3aBUCUT, TOSIBUTCS y KJIMEHTA JKeJIaHWe TIOKYTIaTh WM HeT. BaxKHO caenaTh nmpe3eHTaluio rnpa-
BUJIBHO, CO3JaTh IEHHOCTb, BbI3BATh y KJIMCHTA JKXCJIaHNC KyHI/ITI).

Pab6oTa ¢ Bo3pakeHUsIMU
Jlasieko He Bcerya KJIMEHTHI COIVIAIIAIOTCS TOKynarh. [IpoaBel] Jo/okeH CyMeTh HaiTH mpa-
BUWIBHBIC CJIOBA W MOAXOOAIINE apr'YMEHTHI, ‘ITO6I)I y6€I[I/ITL YEJIOBEKaA.

OTcranBanne NO3ULMHU B IleperoBopax

Ecnu mponasern Ha Bce JIETKO COIJIAIIAETCs, TO OH OylieT pa3aaBaTh CKUAKH KJIMEHTaM HaJleBO
Y HalpaBo, CHWXasl MPU 3TOM 3apabOTOK KOMIIAaHWM. YMEHHE B HYKHBIA MOMEHT CKa3aTh «HET»
Y apryMEHTHPOBATh CBOIO MO3UIMIO — BaXKHEHILIEe YMEHUE.

3aBepuieHue caeaKn

He Bce KJIMEHTHI cornamaoTcs Mokynarh camu. Komy-To HyXHbI yOeauTesbHbIe CJI0Ba, YTOObI
PCHIMTLCA HaA IOKYIIKY, KOMY-TO Ba’XHO, ‘{TO6BI HX HaIlpaBUJIM WA IIOATOJIKHYJIA, IOTOMY YTO UM
CaMUM CJIOKHO IPUHUMATh pellieHre. YMeHUe MpaBUIbHO, TAPMOHMYHO U Oe3 JIaBJIeHUs TOABECTU
YeJsloBeKa K MOKYIKe — BaXKHBI HABBIK.

CamomMmoTuBanus

[Tponmaxu CHIIBHO 3aBUCAT OT TOTO, B KAKOM COCTOSIHUM padoTaeT rponaserl. Ecim oH mocrto-
SHHO 6OI/ITCH, TO paHO WJIX MO3AHO Y HErO 3aKOHYUTCA TEPIICHUE U OH YBOJIUTCH. Ecmm Y HEro nop-
TUTCA HACTPOCHUE OT OJHOI0 HEraTUBHOI'O KJIMEHTA HAa BEChb OCTaBILUICS JEHb, OTO BJIUACT HA BCEX
OCTAJIbHBIX KJIMEHTOB U BEPOSITHOCTh MPOJAXU CHUKaeTcs. [103ToMy KakJI0My MPOAaBIly HeOOXO-
VMO YMEHHE caMOMYy CO3/1aBaTh ceOe MpaBIIIbHBIA Pa0OUMid HACTPOIL.

KiIneHTOOpHEeHTHPOBAHHOCTH

Ecnu npoaaser; opieHTHPOBaH TOJBKO Ha ce0sl ¥ Ha TO, Kak Obl OOBICTpee ¥ MOOOJIbIIe 3apa-
00TaTh, 3TO OTTAJIKMBAET KJIMeHTa. EMy HpaBUTCs, KOT/ia BO BCEM OpUEHTHpYIOTcs Ha Hero. Koraa
KJIMEHTa YBaKaloT, KOTJa O HeM 3a00TATCs, KOTJJa YYUTHIBAIOT €r0 MHEHHE, KOT/Ia CTapaloTCs CeaTh
MOKYIKY MPUSATHOM, JIETKOW U KOM(POPTHOM.

50



E. C. I'yneBuu. «llIkona npodeccuoHaIbHBIX MPOIAK»

Pa6ora ¢ koHdankTamu

B mpouiecce nponaku mpogaBer] MOKeT CTOIKHYTBCSI C PasHBIMHU KJIMEHTAMH, B TOM YHCIIE
1 HEJOBOJIBHbBIMMU. " or TOro, HACKOJIBKO OH CMOXKET CIJ1aJuTh STOT KOH(l)_HI/IKT, MOXKET 3aBUCETH,
OCTaHETCA KJIMEHT KJIIMEHTOM HJIN yﬁﬂGT HaBceraa. Ecmu xmuenT ymiesi, 3Ha4rT, KOMITaHUA ITOTEPATIA
JICHbIU.

HesioBasi KOMMYHHKAIUSA

Ecnu yenoBek He MOHUMAET, Kak MOKHO pa3roBapuBaTh C KJIMEHTAMH, a KaK HeJb3sl, €CIIH
YCJIOBECK IMUIICT KJIUCHTaAM C OIHI/I6KaMI/I, 9TO OYCHb CUJIBHO BJIIMACT HA BIICUHATJIICHUE O KOMIIAHUU
u npoaykTe. IllaHc mpomaxu B 5TOM Cilydae CHIbHO CHUXKaeTcsl. [109TOMY HaBBIK JICIOBOM KOMMY-
HUKAIMK — 3TO Ba)KHAS YacTh padOTHI JIIOOOTO MPO/ABIIA.

Ternepb BbI 3HaeTe, MOYEMY JIIOAM MOKYTAOT U KAKMMU OCHOBHBIMU HAaBBIKAMH JIOJKEH 00J1a-

JaTh XOpOIIMK TpoAasell. B ciemyionmx rimaBax Mbl OIPOOHO PACCMOTPUM 3TU U IPYTHe HABBIKH,
HeoOxoaumble 17151 9HEKTUBHBIX MTPOJAK.
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Hasbik 4.
KineHTOOpHEeHTHPOBAHHOCTD

JaBaiite pazoepemMcsi, KTO KOMY IUIaTUT JIeHbrM. KTo ruaTuT 3apruiaty ¥ peMuio rnpojaBLam?
PykoBoautens? Byxranrepus? Ha kapTouky camo npuxoauT? A BOT U HET — 3 BCE IUIATUT KJIMEHT.
[Moatomy OyneT JJOrMuHO MPEIIOIOKHUTh, YTO €CTM KOMITAHUS U BCE €€ COTPYAHUKH OyIyT OPUEHTH-
POBaThCs HE Ha JINYHOE MHEHUE, & HA MHEHUE KJIMEHTOB, TO MOXHO OyAeT ceaTh IPOLYKT U CEPBUC,
KOTOPBIII UM OylieT HpaBUThCS OOJIbIIIE, a CIIeJOBATEIBHO, TIOKYNATh OHU Oy/IyT varie.

Ecnn menemxep B paboTe ¢ KJIMEHTAaMU OPUEHTHPYETCSl Ha CBOIO BBITOAY, CBOM 3apaOOTOK
U CBOM KOM(OPT, TO HAMBHO PACCUMTHIBATh, YTO Mpojax Oyaer MHOro. KiMeHT KynuT oguH pas,
MOMMET, YTO €My He MpOJali, a «BIAPUIU», U OOJbllle HUKOI/IA HE BEpHETCA. A UMEHHO 3a CYeT
MOCTOSTHHBIX KJIMEHTOB KOMIIAHHUY TTOTYYalOT OOJIBIIYIO YaCTh TPUOBLIH.

YToOB!I KJIMEHTHI ObLITH JOBOJIbHBI ¥ IPUXOIMIIV CHOBA M CHOBA, HY’KHO, YTOOBI KaK/IBIH COTPY/I-
HUK KOMIIAHUM BO BCEM OPUEHTHPOBAJICS HAa MX MHeHue. Mbiciu, cioBa, pasbl, AeHCTBUS, MPO-
LIeCChl — BCE JOJDKHO OBITh HalpaBJieHO He Ha ceds, a Ha kimeHTa. OCHOBa Uil IPUHSATHS JIIOOOTO
pelIeHNs] B KOMIIAHUM — MHEHHE HE COTPYAHHUKOB, a KJIMeHTa. KIIMeHTOOpUeHTUPOBAHHOCTh — 3TO
HE TOT HaBBIK, KOTOPOMY MOKHO HAyUYHThCsI IyTEM OOBIYHOTO MOBTOPEHHUsSI. DTO HE MPOCTO CIIOBA
Y KOHKPETHbIE JEUCTBUSA. DTO OIPEeAEIEeHHbIE PUHLIUIIbI, YCTAHOBKH, MOAXOMAb], HIEHHOCTU U MBbIII-
JIeHUe, KOTopble POeCCHOHATIBHBIN MTPOJaBeL] JOJKEH 3HaTh, IPUHUMATh U TPUMEHSITh.

B croBe «KJIMEHTOOPUEHTUPOBAHHOCTb» YK€ €CTh CaMoe IJIaBHOE MOSICHEHHE 3TOrO CJIOBA.
BHITh KJIIMEHTOOPUEHTUPOBAHHBIM — 3HAUUT BO BCEM OPHEHTHPOBATHCS Ha KJIMEHTA.

IMPUHIUAIIBI KJIMEHTOOPUEHTUPOBAHHOCTHN

OcHoBa JJIA IPUHATHAA JI000ro0 peumieHusl — MHCHHE KJIMCHTA

He Ba’XKHO, B KAKOM OTIEJIE BbI pa60TaeTe. Jioboe HCfICTBPIC HOJIZKHO MMPOBEPATHCA BOIIPOCOM:
«A Kak 3TO MOBJIUSET Ha KiareHTa?» Eciy BIugeT MoIoKUTEIBHO — 3HAYUT, 9TO HYKHO I€JIaTh, €CJIIN
BJIUACT HETaTUBHO — 3HAYUT, ITOIO OCJIaTb HE HYKHO. Takum xe 06pa30M HOJIKHBI paCCTABIIATbCA
3aJa4i 10 MPpUOPUTECTHOCTH. Cnauvana HOJIKHBI IEJIaTbCA TC€ 3ala4r, KOTOPbIC B OOJIBIIIEN CTENEHU
IIOJIOKHUTEIBHO BJIMAIOT HA KJIIMCHTA.

Ipooyxm

[Tpu oprieHTaIMK HE HA KJIMEHTA MPOIYKT OOBIYHO CO3/IAETCS TAK: CMOTPSAT, YTO BOCTPEOOBAHO
Ha pbIHKE, KOMUPYIOT, JOOABJISIOT YIy4IlEeHUs Ha CBOE YCMOTpEHHe U BbiycKaloT. [Ipu kimeHToopu-
eHTUPOBAHHOM IOAXO/IE MPOAYKT JOJIKEH CO3/IaBaThCs TaK, KK ero BUIST He MPOLYKTOJIOTH, a KJIH-
eHTbI. IJ1s1 3TOro TOJKHBI MPOBOAUTHCS CHELMAIbHBIE UCCIIEIOBAHNS U MHTEPBbIO. DTa TEXHOJIOTUSA
HazpiBaercsl Customer Development — mpoayKT, 1o cyTH, cozgaercs kKireHTaMu. OHU caMU MOACKa-
3BIBAIOT, YTO TaM TOYHO JIOJKHO OBITh, & Yero ObITh TOUHO HE JIOJDKHO. YTO XOpOIIIo, a YTO TUIOXO.
A KOMIIaHMS JIeNIaeT BCe BO3MOKHOE, UTOObI CO3/1aTh UMEHHO TaKOW MPOMYKT.

Mapxemune

[Tpu opueHTanK He HAa KJIMEHTa MApKETUHT padoTaeT Mo MPUHIIUITY «4eM KpeaTUBHEee MapKe-
TOJIOT, TEM JIyullie». Pekiama co3gaercss ucxos U3 NpeAcTaBIEHUsI CAMUX MAapPKETOJIOTOB O peKJIame.
[Tpu KTMEHTOOPUEHTUPOBAHHOM MOAXO/IE BCe HA0OOPOT. ECIIN KJIMEHT cUnTaeT pekJiaMmy HelpaBib-
HOM, TaKOU peKJIaMbl ObITh He TOJKHO. Ec pekjiaMa XOoTh KaKUM-TO 00pa3oM MOXKET BBECTHU KJIH-
eHTa B 3a011yXkJIeHne, ee ObITh He JOIKHO. Bl HaBEepHSIKa BCTpeyasiv pekjiaMy, B KOTOPOW HAaITMCaHO
OJIHO, a TO (paKTy MOTyYaeTCs] COBEPIIECHHO IPYyroe, JUOO ISk TOrO, YTOOBI TIONYUYHTh YCTIOBHS KaK
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B pPEKJIaM€, HYKHO BBITIOJIHUTH OI'POMHOE€ KOJIMYECTBO JOITOTHUTEIIBHBIX YCHOBI/Iﬁ o1 3863,[[0‘11(0171.
Takoi MApPKETUHI OTTAJIKMUBACT KJIMCHTOB.

Ipooasicu

HekoTtopsle KOMITaHKY JI0 CUX TOP He MPUHUMAIOT Oe3HAIMYHYIO oruiaty. Hackoibko 3To K-
EeHTOOpUEHTHPOBAaHHO? BooOirie HerT.

W y mpomaBLOB Ha CKJajie 3aBaJIsICs ONPEEICHHBI TOBAp M PyKOBOOMTENb MOCTABHII
3aj1a4y ero npojarh. [IpoaaBIpl HAYMHAIOT YOEKAATh BCEX MOAPSII B TOM, YTO STOT TOBAP OTIMYHO
UM nioaxoauT. Hackosbko 310 KireHToopueHTpoBaHHO? Hu karuti. Vi KJIMEHT MO3BOHMIT B Mara-
3UH, YTOOBI CHIEJIaTh 3aKa3, HO BMECTO TOTO, YTOOBI IPUHSATH TOT 3aKa3, MPOJIABEIl TOBOPUT: «A BbI
3aiAUTe Ha HAll CAlT U 3aKaXKUTE». ITO HE KIIMEHTOOPUEHTUPOBAHHO.

[Ipu opueHTal He HA KJIMEHTa paboTa MPOXOMUT Mo Jo3yHroM «IIpomail moOoi 1eHOoM».
Ecim Hajo 4To-TO BNApUTh, OHU BIIAPUBAIOT, U IUIEBATh, YTO STO HUKAK HE MIOMOXKET KJIMeHTy. [ 1aB-
HOE — MTPOJIAXKHU.

[Tpu KJIMEHTOOPUEHTHPOBAHHOM TOIXOIE CUTYAIUsI COBEPIICHHO Jipyras. [Ipomaxu TOMKHbI
CTPOUTHCS KCXOMS1 M3 MHEHUS KJIMeHTa. [IpogaBaTh HYKHO TOJBKO TO, YTO HYXHO M MOIXOIUT KJIH-
eHTY, a He TO, YTO Bbl XOTUTE CObITh. HUKAKOrO BTIOXMBAHUS M BIIAPUBAHMUSI HEHYKHBIX TIPOIYKTOB.
Cama mipojiaka JOJDKHA MTPOXOAUTDb HE TaK, KaK yIOOHO KOMITAHMU U MPOJIABILY, & TaK, KaK YI0OHO
KJIMEHTY, B TOM MecTe, TJie €My YIOOHO, U TAKUM CIIOCOOOM, KaK eMy YIOOHO.

Jloeucmurxa

[Ipu opueHTay HEe HA KJIMEHTA JIOTUCTUKA YacTO BBIIVISITUT TaK: MPOLYKT, KOTOPHIA Ky
KJIMEHT, JOCTaBJIsIeTCs B yIOOHOE Kypbepy BpeMsi. Eciii KypbepoB He XBaTaeT, JOCTaBKa MePEHOCUTCS
Ha JPYrou JIeHb WK Ha Jpyroe BpeMsi. Bpems TOCTaBKM 1 KOJTMUYECTBO MAIIIMH CTPOrO OrpaHIUEHO,
Kypbepbl padotaoT ¢ 10:00 o 19:00.

Koraa KJIMeHT XoueT MomyyuTh TOBap 3/1€Ch U Cefuac, a eMy MpeiaraloT Mog0KAaTh HECKOJIBKO
HeJesb, — 9TO He KJIMEHTOOPUEHTHPOBAaHHO. Koraa KIIMEeHT XoueT MoMyduTh MPOAYKT K cede JOMOit
WM K ce0e B ouc, a emy TOBOPSIT, UTO €CTh TOIBKO CAaMOBBIBO3, — 3TO HE KJIMEHTOOPUEHTHPOBAHHO.
Korpa kimeHT xoueT nosmyuuts npoaykT poBHO B 15:00 B BoCKpeceHbe, IOTOMY UTO JJaJIblle Y HETO
Oy/IyT CBOM Jiesia, a eMy TOBOPAT: «Y Hac CiIyk0a JOCTaBKHM pabOTaeT TOIBKO MO OyIHIM» WK «Mbl
HE MIPUBO3MM B KOHKPETHOE BPeMsl, & MOKHO BBIOPATh TOJBKO MIEPBYIO JTMOO BTOPYIO MOJIOBUHY JHS,
KaK Kypbep CMOXET, TaK W OIbEAET», — TO TOXKE HUKY/A HE TOAUTCS.

[TponyKT 1OMKEH TOCTABISTHCS B LEJOCTH M COXPAHHOCTH B TOT CPOK, KOTOPBIA HYXeH K-
eHTY, TAKUM CIIOCOOOM, KaKUM yIOOHO KJIMEHTY, M B TO BpeMsi, KOrja yI00HO KJIMEHTY.

FOpucmut

[Tpu opreHTalMK He Ha KJIMEHTA I0PUCTBI HE TOTOBBI HU TIPH KaKUX OOCTOSITENILCTBAX MEHSTh
noroBop. OHM roBoOpAT: «Ecam 10roBop He ycTpaumBaeT, 3HAUMT, HE MONNKCHIBanWTe». W mpocto
TEPSIIOT TAKOTO KJIMEHTa. DTO TOXKe HEe KJIMEHTOOPUCHTUPOBAHHO.

JloroBop, KOTOpPBIA TOANUCHBAIOT MPOJIABEI] M KJIUEHT, JOJKEH IMPeaycMaTpuBaTh BO3MOXK-
HOCTh BHECEHHS TyJa W3MEHEHWI I0ji WHAMBHIyalbHbIE OCOOCHHOCTH KiMeHTa. EcrecTBeHHO,
C OIIGHKO} PUCKOB M TPU YCJIOBHH, UTO MPEIOKESHHBIE KIIMEHTOM U3MEHEHH I He TIOBJIUSIOT Ha I0pHU-
AMYECKYIO 3aIUIIEHHOCTh KOMIaHuU. Takxke JOroBop A0KEeH ObITh MOAIMHCAH TEM CIIOCOOOM, KOTO-
pbIii yI0O€H KJIMEHTY.

byxeanmepus

Jaske OyxranTepusi IOJKHA OPUEHTUPOBAThCS HAa KJIMEHTOB. Eciu KieHTy ynoOHO mosyJarhb
OyXrajtepckue JOKYMEHTHI B CUCTEME JIEKTPOHHOTO JOKYMEHTOOOOPOTa, & KOMITAaHHUSI MOXKET TpH-
CJIaTh JOKYMEHTHI TOJBKO Ha Oymare W Io TModTe, — 3TO IUIOXOM BapHuaHT. JIoOoi OyXranatepckuii
BOITPOC JIOJIKEH ObITh PEIlieH TOrjIa, KOrja YI00HO KJIMEeHTY, a He Oyxrantepy. Ecim KIMeHTy HyKHbI

53



E. C. I'yneBuu. «llIkona npodeccuoHaIbHBIX MPOIAK»

3aKPBIBAIOIIME JJOKYMEHTHI CETOHS, HO B OyXraJTepyuu OTUETHBIN Mepros 1 OOJbIlast 3arpy3ka, 310
HUKAK HE JOJKHO IOMeIIaTh KJIMEHTY MOJIYYUTh JTOKYMEHTHI.

Texruueckas noooepoicka

Bce mocrnpopaxkHoe 0OCTyKHMBaHME, BKJIOYAs TEXMOMJIEPKKY, TOXKE IOJKHO OPUCHTHPO-
BaThCsl HA MHEHME KJIMeHTa. EC/IM KIIMEHT MOXET CBA3aThCs C TEXIOAAEPKKOM TOJIBKO MO TesiehOHy
WJIM TOJIBKO IO TIOYTE — 9TO B KOPHE HEBEPHO.

KiveHT 1oi1keH CBA3BIBATHCS C TEXHUYECKOM MOAIEP/KKOM JIFOOBIM YIOOHBIM ISl HETO CIIOCO-
OOM: XOTh Yepe3 MECCEHIIKEPBI, XOTh Yepe3 COIUAIbHBIE CETH, XOTb Uepe3 4aT, XOTh yepe3 TeseoH.
Korga kjueHT eT Ha JIMHUM, YTOObI TO3BOHUTHCS /IO CIEIMAINCTa TEXTIOMICPKKHA Oojiee OTHOM
MUHYTBI, — 9TO He KJIMEHTOOPHEHTHPOBaHHO. Korga cOTpyaHMK OTBedyaeT B yare OJIbIIe OTHOM
MUHYTBI — TO TOKE HE KJIIMEHTOOPUEHTUPOBAHHO.

[Mpy KIMEHTOOPUSHTUPOBAHHOM TTOIXO/IE CBSAZATHCS C TEXIOIEPKKON MOXHO JIIOOBIM CIIOCO-
OoM, O:)kHast OTBeTa He OoJiee MUHYTHL. [IepeKTIounThCS Ha CIeUaIncTa ¢ Oosiee TIIyOOKMMH 3Ha-
HUSIMUA MOXHO B JII0OOW MOMEHT; €CJTF 3BOHOK OOPBIBAETCS, TO TYT K€ Mepe3BaHUBACT TOT JKe CIeIH-
QJIUCT U KJIMEHTY HE MPUXOAUTCS TIOBTOPSATH HECKOJIBKO pa3 OIHO U TO ke. JI0o# BOmpoc perraeTcs
OJIHMM 3BOHKOM.

Bcs kommanus, Kakablid COTPYIHUK, BKJIIOYAs TEXHUIECKUI TIEPCOHAI, TTPH JTIOOOM NeUCTBUN
Y TIpH JTIOOOM MPUHATHU PEleH!s PyKOBOJICTBYETCSI IMEHHO MHEHUEM KJIMeHTa, a He cBouM. [laxe
yOopIuIa, KoTopasi IpoCTO MOET T0JI, MOXET ObITh KJIMEHTOOPHUEHTUPOBaHHOMW. [ToMHUTE Takux
yOOPIIHII, KOTOpbIe TOBOPST: «Tak, HOrM MOAHUMUTE, 5 3/IeCh TOMOI0» UK «Tak, BBl KyJa monum?
BprI ut0, He BuauTe?»? Cpasy CTAaHOBHUTCS MOHSATHO, YTO HUKTO Jae He MOCTApaJICs el OObSICHUTD,
KaK HY>KHO pa3roBapvBaTh C KJIMEHTAMHU.

Pemars npo6semy/3ajady, a He MPOAaBaTh MPOIYKT

OdeHb YacTo MPOJABIIHI IYMAIOT O TOM, Kak Obl TOOOJIBIIIE MTPOAATH, YTOOBI TOOOJIBIIIE 3apado-
TaTh. DTO MPOTUBOPEUUT JAHHOMY TTPUHITUITY.

BaxHO He mpocTo MpoaaBaTh MPOAYKTH, @ pemiarh KOHKPETHYIO 3aa4y Wi MpoOieMy Kiu-
eHta. Ecm BBl mpoiaeTe MPOAYKT, 3HasA, YTO OH HE PEIIUT WIM He /IO KOHIA PelIT 3aJady, Bbl
HE KJIMEHTOOPUEHTUPOBaHHKL. KIIMEHTOOPUEHTUPOBAHHO — 9TO OTKA3aThCS OT MPOJAKH, €CIIM Balll
MPOIYKT He peraeT npooiemMy KIMeHTa UK PelIaeT ee He TaK, Kak HY)KHO KJIMEHTY.

Hukorna He 00MaHBLIBAaTh

Korma BbI mbiTaeTech 0OMaHyTh KJIMEHTA WJTH HAPOYHO BBECTH €r0 B 3a0JTyKICHUE JTIOOBIM CITO-
coOOM, 3TO MPOTUBOPEUUT KJIMEHTOOPHUEHTHPOBAHHOMY MOAXO/y. JIydilie roBOpUTH Kak eCTh M HUKO-
IJa He BpaTh, IOTOMY YTO PAHO WJIM MO3HO OOMaH MOXHO OOHApyXHTh. BeIBaeT Takoe, 4To pasro-
BapuBaelllb C COTPYJIHUKOM KOMITAHUY U OH O3BYUMBAET OIHO, & pa3roBapuBasi C APYrvM, CJIBIIIHUIIIb
COBEPIICHHO JIpyroe. B 3TOT MOMEHT CTaHOBHUTCSI OYEBUIHO, UYTO BaM HEIOTOBAPUBAIOT, MBITAIOTCS
YTO-TO CKPBITh WM Jja’ke OOMaHyTh, ¥ TYT ke TOKYIaTh YTO-TO B 3TOM KOMITAaHUM TIPOMaaeT xKesa-
Hue. Kaxapiil cCOTpyJHUK KOMITAaHUU JOJIKeH ObITh YecTHhIM Ha 100%. Hanpumep, eciv BbI 3a0bUTH
0ohOpMUTD KJIMEHTY JOCTABKY, a Y BaC 3aKOHYMJIMCh CBOOOTHBIC Kyphephl, He HYKHO MTPUIYMBIBATh,
YTO y Kypbepa ciomajach MamuiHa. CKaxute 4ecTHO: «51 BUHOBAT, 51 He 0(DOPMUIT JIOCTaBKY, U3BH-
HUTE MEHS, MOKAIYHCTa, 5 CIIeJIalo Bce, YTOOBI BaM MTPUBE3JTH KaK MOXHO ObICTpee».

HexkoTopbie mpoaaBIibl TyMaioT, YTO MPUYKPACUTh — 9TO He oOMaH. Bce, 4To XOTh Ha rpaMm
HE COOTBETCTBYET JEUCTBUTEIILHOCTH, — 3TO 0OMaH. Bee, 4To criocoOHO BBECTH B 3201y kK/IeHHE KJTU-
eHTa, IPUPAaBHUBAETCS K OOMaHy.

BaxHo, 4TOOBI He OBLIO pa30YapOBaHUS TOC/E TOTO, KaK KJIMEHT KynuT. HyHO, 4TOObI Kak
MUHUMYM OKUJIAHWSI COBIATM C PEeabHOCTHIO, a JIydllle TIPEB30MTH OXUAaHUS KIreHTa. Torga oH
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OyJIeT ¢ paIoCThI0 BO3BpAIIaThCsl M TIOKYIAaTh CHOBA. PasouapoBaHHbIE KJIIMEHTHI PAKTUYECKU HUKO-
raa Oosbliie He oKymaoT. JIIo0o#, 1axe caMmblii METKUI 0OMaH — 3TO HE KJIMEHTOOPUEHTHPOBAHHO.

MuHUMH3HPOBATH YCHJINSI

Uem Gombliie KJIMEHT TPATUT BPEMEHH U YCHJIMIA [Tl TOTO, YTOOBI YTO-TO KYITUTh, TEM MEHee
KJIMEHTOOPUCHTUPOBAHHAS 9TO KOMITAHHA. HpO]_lCCC IMOKYIIKK OOJIKEH OBITh 6LICTpLIM n JIETKUM.
Torma oHa OymeT JOCTaBIsATh YAOBOJILCTBUE, a HE BBI3BIBATH paszipaxkeHue. Yem MeHbIlle KIUEHT
MOTPATUT B UTOTE BPEMEHU U YCUIIMH, YTOOBI UTO-TO KYIHTh, TEM OOJIbIle OH OyJeT YIOBJIETBOPEH.
Hukomy He HyXHBI CIIOKHOCTH U TpaTa BpEMEHHU 34 CBOM JIEHBIU.

UrtoObl BB HE TIOyMAJTH, YTO TO MOJTHOCTHIO POTUBOPEYUT MH(POPMAIIUH U3 MTPOIILION IJIaBH,
B KOTOPOW 51 TOBOPWJI MPO MPUHLIMII MOTPAUYEHHbIX YCHIIMH, MOSCHIO: 3TOT IMYHKT O MUHUMM3ALUN
YCUJIMIA OTHOCHTCSI K OBICTPBIM TPAaH3aKIIMOHHBIM IIPOAAXaM U K KJIMEHTaM ¢ 0(pOpMIIEHHOM MOTpeo-
HOCTBIO, KOTOPBIE YK€ T'OTOBBI KyIIUTh. ECJIM OHU BCTPETAT Iperpaibl Ha CBOEM ITyTH, UX 3TO MOXET
OTTOJIKHYTb. A ecim KJIMeHT HUYEero He 3HaeT IMpO Ball MPOAYKT WJIM HAXOJUTCSA HAa CTalUun BLI60pa,
BEPOATHOCTD NPOJAaXH Oy/IeT BhIIIIE TOTJa, KOTJa OH YEIWI BaM JOCTaTOYHOE KOJIMYECTBO BPEMEHH.
TeMm He MeHee Jaxe B TOM Cilyyae OH He JIOJKEH BCTpevyaTh HUKAKHX JOMOTHUTENbHBIX TIperpaj,
KOTOPBIE MOIJIM OBl €70 OTTOJIKHYTh. I109TOMY OIHO JIpyroro He UCKJIIOYAET.

PanplI11e, 4TOOBI YTO-TO KYMUTh, HY)KHO OBLIO IOEXaTh B KOHKPETHBII Mara3uH; €CJii B Mara3uHe
9TOI'O HE OKa3bIBAJIOCh, YEJIOBEK OBLI BBIHYKJICH €XaTb B )IPYFOfl, H TaK O0 OECKOHEYHOCTH. CGFO,ZLHH
MO:KHO CJIeJIaTh BCETO HECKOJIBKO KJIMKOB, M 'y Bac JIoMa yxe OyleT HyXKHblil ToBap mim yciayra. Kom-
[AHWU CTAIX AyMarh O TOM, KaK yNPOCTUTh KJIMEHTaM ku3Hb. U y HUX 3T0 momyyvaercs. Ceivyac
OI'POMHOE KOJIMYECTBO JIIOfIEH Jake He BBIXOAST U3 JOMa, YTOOBI UTO-TO KyNuTh. M1 KOMIaHuu, KoTo-
pble JAI0T JIOSM TaKyl0 BO3MOXHOCTb, PYKOBOZACTBYIOTCSI UMEHHO IPUHIMIIOM KJIMEHTOOPHEHTHPO-
BaHHOCTH. BooO11ie, naeanbHbIil MUp AJ151 KJIMEHTA U AJ1S1 [TPOAABIIA — KOT/Ja KIIMEHT TOJIBKO MOAyMaJt
0 TOM, 4TO €EMY HYKHO, U TYT K€ 3TO PEAIN30BLIBACTCS.

NuuBuayaabHbIN M01X0/1

Bce kyMeHTbl OYeHb pa3Hbie: TO, YTO HPABUTCS OHOMY, MOXKET COBCEM HE TIOHPABUTHCS JIPY-
romy. To, 4TO A1 OAHOTO HOpMA, IJISI APYroro Oyaer HermpuemyeMbiM. [109ToMy BakHO He TIpo-
CTO aOCTPaKTHO OPUEHTUPOBATHLCS HA BCEX KJIMEHTOB, HO YUUTHIBATh UHAUBUIYATbHbIE OCOOEHHOCTU
KaKJIOTO U JIeJIaTh BCE BO3MOKHOE, YTOOBI KJIMEHT, B3aUMOJICVICTBYSI C BAMH U C Balllel KOMITAHUEH,
YYBCTBOBAJ, YTO PaOOTAIOT HE «B OOIIEM U IeJIOM», 2 UMEHHO ISl HeTO. YUHTBIBAsl €r0 CUTYAIIUIO,
YUUTHIBAS €ro CrielU(UKY, YIUTHIBast €T0 OCOOCHHOCTH.

WHorna B pekIaMHBIX OOBSIBJIEHUSX MOKHO BCTPETHUTh TakKe (Ppasbl: «Y HAC MHAVBUTYJTbHBIN
MOIXOM K KaXJIOMY KJIMEHTY», — HO B YeM BBIPAKAETCS 9Ta MHIVUBHUIYAILHOCTh, 329aCTYI0 BOOOIIIE
HETNOHSTHO.

B uneaibHOM KJIMEHTOOPUEHTUPOBAHHOM MUPE MPOJABEI] 3HAET BCE O KaXKI0M CBOEM KJIMEHTE.
W mpenyaraet mpomayKT, 3Has Bce ero ocoOeHHocTH. Hampumep, wieasibHBbINA MTPOJIaBel] He CTaHeT
MIPUHOCUTDH U TIOKA3bIBaTh CBOEMY KJIMEHTY Ty(hJIM C Y3KUM HOCOM, TIOTOMY YTO OH yXke€ 3HAeT, 4To
y KJIMEHTa IIMPOKasi CTOa.

K vHauBuayaisHOMY MOJXOLY MOKHO OTHECTHU €I1le HECKOJIbKO MyHKTOB:

Boimv 6 mupe kauenma

V KaxJ0ro U3 Hac CBOM OMbIT, CBOE BOCIIMTaHKUE, CBOM XapaKTep, CBOM B3IJIS[ HA MUP, CBOE
MpeJICTaBJIeHUEe O TJIOXOM M XOpOoIlIeM. DTO JIelaeT HAC TAKUMU, KaKUe Mbl €CTh. A JIpyrue, Hero-
XOKHMe Ha Hac JIO/IM, 3a9aCTyI0 KaXyTCsl HAM CTPAHHBIMH M HETIOHATHBIMU. M "em Oobiiie 3Ta pas-
HUIIA, TEM CJIOKHEE JIIOISIM HalTH OO 3bIK. Hanpumep, pa3Huiia Mexay pevblo ermyTaTa u JBOp-
HUKa, CKOpee BCero, Oy/ieT TOBOJLHO 3HAYMTENILHOM. [103TOMY TaKMM JIIoAsiM OyZIeT HAMHOTO CIIOKHee
HAWTU OOIMI s3bIK. B 9TOM HET HUYEro IJIOXOro WJIM XOPOIIero. DTO MPOCTO MCHXOJIOTHUecKast
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0COOEHHOCTB: MBI JIy4llle TOHUMAeM JII0fIeH, KOTOPbIE IMTOX0KU Ha HAC, KOTOPbIE TOBOPSAT TaK ke, KaK
MBI, KOTOpPBIE MBIC/IAT TaK e, Kak Mbl. Torjga JIlog¥ HauMHAIOT YyBCTBOBATh, UYTO Pa3rOBApUBAIOT
C porCcTBeHHOM aymoi. [ToaToMy BakHO, 4TOOBI MPOABEL] TPOHMKA U HAXOWJICSI B MUPE KJIMEHTA
B MOMEHT Pa3roBOpa. YUHUTHIBANI €0 MOJ, BO3PACT, MPodeccuio, 0COOEHHOCTH, B3I HA KU3Hb
U T. 1. A yXe HaX0o/15ICh B MUpE KJIMEHTA, [TPOJIaBel] JTy4llle IOHUMAET XOJl €T0 MbICJIEH, UTO 1JIsl HETO
BaXHO, a YTO HET, U UCXO[s U3 ITOTO, YKE HA €r0 A3bIKE MpeAIaraeT eMy IpOLyKT U BEAET KOMMY-
HuKaiuio. Eciy Bel He morpykaerech B MUp KJIMEHTA U HE FOBOPUTE HA €0 S3bIKE, Bbl PUCKYyETe
OBITh HETIOHSITHIM, TIOTOMY UYTO BBI OyJeTe CJMIIKOM pasHbIMH. ECTh 1ake Takoe MOHATHE B MpoJa-
Kax: «CBOW» MM «4yxoi». Korna Bbl morpyxaerech B MUp KJIMEHTa, [IOHUMAeTe, Kak TaM y Hero
BCE YCTPOEHO, BPEMEHHO MOJCTpanBaeTe CBOM MUP I0] €r0, TOI/a Bbl CTAHOBUTECH /111 HETO CBOMM.
A CBOMX HE TOJIBKO JIyIlle TIOHUMAIOT, Y CBOMX MOKYMAIOT C TOpa3ao OOJIbIIIei BEPOSTHOCTHIO.

Peznamenm ons kauenma, a He KAUEHmM 05 penameHma

MHorue COTpyaHMKH, OOIIAsCh C KJIMEHTaMH, PYKOBOACTBYIOTCS HE MHTEpecaMH KJIMEHTa,
a perylaMeHTaMu. PernamMeHTsl — 9T0 MoJie3HbIe JIOKYMEHTBI, KOTOPBIE IIPY PaBUJILHOM IOIXOE M03-
BOJISIIOT HE HaJesaTh TIYNOCTeH COTPyAHMKaM. DTO CBOEro poia CTaHAapThl padoThl. OHAKO ecTh
CUTYaIlMH, KOTAA PeriaMeHThl JTMOO YCTapeBaloT, MO0 TEPSIIOT CBOIO aKTYaJIbHOCTh, JTMOO He MOIX0-
AAT 7151 KOHKPETHOTO Clyvasi, MO0 COBCEM MPOTUBOPEYAT 34paBoMy cMbicTy. CIOCOOHOCTh B HY K-
HBIII MOMEHT OTKAa3aThCsl OT PErJlaMeHTa B YIojly 34paBOMY CMBICIY U TIOMOIIM KJIMEHTY — 3TO U €CThb
VHIMBHUIYaJIbHBIA KIMEHTOOPUEHTH POBAHHBIN Mozixof1. Pernament — 3to npasuiio. Ho Ha smo6oe npa-
BUJIO BCET/1a MOXKET ObITh UCKMIoueHre. OTHAaKO Mepes TeM, Kak OTMEHHUTD JISHCTBUE perlaMeHTa Jis
KOHKPETHOTO CiTydasi, HHOOXOIMMO ITPOKOHCYIbTUPOBATLCS ¢ pyKoBoauTeseM. [Totomy 4To B HEKO-
TOPbIX KOMITAaHUSIX HApYIIIEHUE perylaMeHTa paBHO YBOJIbHEHMIO. Tem He MeHee BaKHO [IOMHUTb, Pajiv
Yero cO3JaBaJIUCh BCE PETJIAMEHTBHI.

OHu co31aBavCh IS TOTO, YTOOBI B KOHEUHOM CUeTe KJIMEHT ObLJT IOBOJIEH. A €CJTU peryiaMeHT
JeNaeT KJIMEHTaM TOJIBKO XYXe, TO TAaKOH perjiaMeHT — 3710. O0s3aTeIbHO BHIHOCUTE Ha 00CYkKICHUE
CO CBOMMM PYKOBOJAUTEJISIMU IIYHKTBI PEIJIAMEHTA, KOTOPBIE JEJIAl0T KJIMEHTaM XYyKe.

OueHb MHOTHIE COTPYIHUKHU MBICIAT Tak: «$ Oymy nenath TOJIBKO TO, YTO HAIKCAHO B JIOJIK-
HOCTHOM MHCTPYKIIMK» WM «3aueM MHE 3TO JieslaTh, MHE 32 3TO He JIOIJIAYMBaOT». Takon noaxon
HE TOJIbKO HE CIOCOOCTBYET Pa3BUTHIO CAMOTO COTPYAHHUKA, TAKOHM TMOIXOJ HE CIIOCOOCTBYET pa3BH-
THIO0 KOMIaHUW. JIIoM ¢ TaKUM TIOIX0A0M O0sITCS TIepeTpyauThcsi. OHU He TOTOBHI JIejiaTh HU I1ara
B CTOPOHY.

A ecmm TOBOpUTH IIPO I/IHIII/IBI/II[yaHLHHﬁ noaxoa u KJIMEHTOOPUEHTHUPOBAHHOCTb, TO CYHIC-
CTBYET MHOTO CUTYaIlUii, KOT/Ia MPOJIABILY MPOCTO HEOOXOAMMO BBIXOIUTh 32 PAMKHM CBOHMX OOsI3aH-
HOCTel, YTOOBI MIOMOYb KJIMEHTY. VIMEHHO TakoW TMOAXO[ JIOOAT KJIUEHTHI: KOrAa OHU BUISAT, YTO
rpojaser] He ObLT 00si3aH MM IOMOTaTh, HO BCE PaBHO cjiesan 3To. Boren B cutyanuio codeces-
HUKa, He IOOO0SIICS IepEeTPYANTDHCS, 2 UICKPEHHE TMOKa3aJl CBOE KeJIaHUue U TOTOBHOCTDb oMoyb. Koraa
KJIMEHTHI BUJAT Takoe HeOe3pas3aruue, OHU XOTAT OTONArofapiTh MpoAaBlia M 3a4acTylo MOKYMAT
TOJIbKO 1O 9TOH npuunHe. [ToatoMy ckazarh «MHe 3a 3T0 He ataT» He noayuutcs. Kak pas 3a ato
KJIMEHTBI I'OTOBBI IVIATUTD.

JymaTh o0 OyaymieM KJIHeHTa

Uro OymeT 4epe3 JieHb MOCIE TOro, Kak KJIWMEHT Ky Balll MpoayKT? A dro OyneT depes
Henemo? Yepes mecsin? ['on?

KivieHTOoOpreHTHPOBaHHBIN TIOAXOM, — 3TO MOAYMAaTh O KJIMEHTe MOcye TIOKYIKH. BO3MOKHO,
KOTJIa BBI IONTPOOYeTe 3arisiHyTh B €ro Oy/ayIliee, Bbl [IOMMeTe, YTO TOT MPOAYKT, KOTOPBIA BBl XOTUTE
eMy MpeUIOKUTD, yKe Yepe3 MeCSIII WY TOJITO/Ia CTAaHeT HeaKTyaJIbHbIM. B 9TOM cityuyae OyneT joruy-
Hee paccKasaTb O TOM, YTO €CTb IMPOLYKT, KOTOPHIN OyAET OCTaBaThCs AJIsI HEro aKTyaJIbHBIM ellle Kak
MUHUMYM 3—5 JIeT, a He TIBITaThCs MTPOJIATh 3[IeCh M Ceiuac To, YTO XOUeT KJIMEHT.
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Takske BaKHO, YTOOBI BbI TOMOTAJIM KJIMEHTY PACTU M pa3BUBaThCs. [I0TOMY UTO €CM KIIMEHT
pacTeT U pa3BUBAETCS BMECTE C BAMU, 3HAYUT, C OOJIBIION BEPOSTHOCTBIO OH CMOJKET TIOKYIaTh y Bac
OoJipllle, Yalle U JA0poke. A 3TO MOXHO CAelaTh, TOJIBKO €CU BbI JymMaeTe O OyaylleM KJIMEHTa,
a He IpojaeTe 3[ech U ceryac.

BbinoaHsTh 00emanus

Hekotopple 00emaoT Mo3BOHUTH 3aBTPa, EPE3BAHMBAIOT rocie3aBTpa. OHUIMaHTb 00eIaoT
BBIHECTU OJTIONO 4epe3 MATHAALATh MUHYT, BHIHOCAT Yepe3 COpoK. MeHemkepsl 00enialT oTipa-
BuTh KII (kommepueckoe IpejiokeHue), HO He OTIPABJAIOT. ECTeCTBEHHO, U3-3a 3TOr0 KJIMEHTHI
MOT'YT OOMXKAThCS ¥ TPOSLIMPOBATH HEBBITIOJIHEHUE MEJTKUX OOCIIaHMI Ha HEBBITIOJIHEHUE KPYITHBIX.
To ecTb, 110 CyTH, K BaM CHIKaeTcs1 foBepre. He ciepxaiiu cJioBo — a rje rapanTHsi, 4TO Bbl CAEPKUTE
CBOM OOeIIaHusl, KOra pedb MOMIET o MoKyIke mpoaykTa? U riue rapanTus, 4To NpoayKT OyaeT pado-
TaTh TaK, KaK Bbl ooemmanu? [103ToMy B KIMEHTOOPUEHTUPOBAHHOM IO/IXO/IE €CTh BaXKHOE MPABUIIO:
«[MooGeman — caenan». [ToobGeran MO3BOHUTH Yepe3 MATh MUHYT — CAENAll Bce, YTOObI MO3BOHUTH
yepe3 MATh MUHYT. A €C/ii He YCIeBaelllb BHIIOIHUTH OOEIIaHue B HA3HAYEHHOE BPEMsl, TO3BOHU
U Tipenynpead. B 3Tom ciydae KIMeHT yXke He CTaHeT OOMKaThCsl, IOTOMY YTO Bbl YECTHO €T Tpe-
AyTIpEIHITH.

Hanpuwmep:

— Anexceii, 51 6am obeuyan omnpasumv KOMMeEPUECKOoe NpeoNodcerue 8 meuerue uaca. A npouty
NPOWEHUS, HEOONLULOLE DOPC-MANCOD, K CONCANEHUIO, He Ycnesaro nodzomosums 3a uac. Ckadicume,
ecau 00 KOHYA OHsL OMNpasnto, 3mo oyoem HOpmManbHo?

B OGonbIuHCTBE CTyvaeB KJIMEHT CKaxeT: «Jla, KOHeYHO, HUYero CTpaiIHoro». M o0s3aresibHo
OTMETHT, YTO BbI CJICIUTE 32 CBOMMH OOCIaHUsIMHU.

YBakarth KJIHeHTAa Bceraa

MHorue npoaBIbl YBakKalOT KJIUEHTOB TOJBKO TOT/A, KOIJla pa3sroBapuBaioT ¢ HUMU. TouHee,
JeNaT BHI, YTO yBaxkaloT. Kak TOMbKO KJIMEHT KJaaeT TpyOKy, MpoaBel] TYT ke MOXET Hadyarh
MOJIUBATh €r0 IPsA3bI0, 0OCYKIaTh CO CBOMMH KOJIJIETAMHM U BBICMEWBATh. DTO HE UMEET HUKAKOIO
OTHOIIICHUA K KJII/IGHTOOPI/ICHTI/IPOBaHHOCTI/I.

KHI/ICHTOOPI/IGHTI/IPOB&HHO — 3TO KOorga COprIIHI/IKI/I KOMITAaHUUN YBa)KaIOT KJIMEHTa BcCeraa.
Kakum 05l 0H HU ObUI. C 1100011 0COOEHHOCTBIO. YBaXaIoT JII0O0E ero MHEHME, JII0O0E €ro KeJIaHUE.
Bce, 4TO KJIMEHT JyMaeT, TOBOPUT, Jie/IaeT, MMEET MPaBo Ha CylecTBoBaHWe. Hu OuH COTpYIHUK
HE MMeeT MpaBa BHICMEMBATh WM OCYK/IaTh IMOBEACHNE KJIMEHTA U YK TeM 0oJiee TOBOPHUTH ILIOXO
PO KJIMEHTa 3a CriuHou. [IprueM He TOJNBKO Ha padoTe, HO M JIoMa. YBakeHHe — 3TO HE KOT/a BbI
aejlaete BUuJ, 41O yBa>KaeTe, n HpOCTO MOJIYHUTE, ‘{TO6LI 6I>ITL KJII/IGHTOOPI/ICHTI/IPOBEIHHHM B rjiasax
KOJIJIET ¥ PYKOBOIOUTENA. YBaXKEHUE K KJIMEHTY — 3TO IIPUHLMI, KOTOPbIM COTPYAHUKH AOJIKHBI PYKO-
BOJICTBOBAaTbCSI HCKPEHHE.

Hep:xaTh KJINeHTa B Kypce Bcero

KOFILEI COTPYOAHUKH U KOMITAHUA HE OPUCHTUPOBAHBI HA KJIMEHTA, OH CaM 3BOHUT, YTOOBI BBISIC-
HUTb nHpopManuo. Hanprumep, Ha KakoM 3Tarnie HaXOIUTCS COIIACOBAHUE UJIM Yepe3 CKOJIbKO THEW
Oyner poctaBka. Kommanus He JymaeT o TOM, YTO KJIMEHTa HY)XKHO JiepaTh B Kypce U MH(OPMHUPO-
BaTh, a Bellb €CJIM KJIMEHT 3HAET, YTO U Kak OyJIeT MPOUCXOOUTH Jajibllle, TO MepeKUBaeT ropasio
MCEHBIIIC. KOFIIEI KJIMEHTHI IEPEKUBAIOT, OHX MOI'YT HA4YaTb UCKATb 9TO CITOKOWCTBHE B APYromMm MecCTe.
Hanmpumep, mo3BoHUTh KOHKypeHTaM. M ecTh TOBOJILHO OOJBIION IIAHC, YTO TaM UX YCITOKOST
OorblIIe.

KireHToOpreHTUpOBaHHBI MMOAXON TMOAPa3yMEBAET, YTO COTPYJHHUKHM [epXkaT KJIMEHTa
B Kypce: Kak padoTaeT MpOayKT, YTO OH MOJTYYUT B UTOTe, KOTJa OH 3TO MoayduT. OO 3TOM IOmkeH
pacckasbBaTh COTPYIHUK.
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Hanpuwmep:

— Anekceil Anamonvesuu, nocne mozo Kak 6bl 6Heceme OnaAamy, Yy Hac ¢ 6amu 6yoem npoucxo-
oumo caedyrouee: nepewlii wiaz. Mol coenaem om 3mo — 6mopoii wiaz, coeaaem 3mo — mpemuii umaz
U uemeepmbiii wiaz — 60M 3Mo.

BBITH OTKPBITHIMH U NPO3PAYHbIMU

MHorue KOMITaHWH, KOTOPBIE He OPUEHTUPOBAHBI HA KJIUEHTA, OYEHb YaCTO «IIPIIYTCS 3a IIUP-
Mamu». He moka3biBaloT, Kak OHM padoTaloT, Tie paboTaloT, ¢ KeM padoTaloT, CKPHIBAIOT CBOM UMEHa
1 pamummu, cBoM Juna. OHU JyMAaloT, YTO 3TO YIPOKAET UX JTUIHOU Oe30MaCHOCTH.

BesycioBHO, ecTh KOH(pUACHIIMATBHAS WH(MOPMAIHS, KOTOPYIO HeJlb3s1 BbIIaBaTh HU B KOEM
ciydae. OqHaKko yeM OOJIbIlie KOMIIAHUSI CKPhIBAaeT, TeM MEHbIIe K Hell foBepus. Harpumep, moau
OoJtbllie JOBEPSIOT Kade WM pecTopaHy, B KOTOPBIX BHIHO BCIO KyXHIO: BUHO, YTO TaM YHCTO,
4YTO pabOTAOT KOHKPETHBIC JTIOIU U YeM OHM 3aHuUMaloTcs. KimeHTsl oxoTHee OepyT OMono, Koraa
MOHSITHO, M3 Yero UMEHHO OHO TOTOBUTCS. KiMeHT 00s13aH 3HaTh, YTO OH €CT. DTH Ke MpaBujIa Kaca-
I0TCSI BCEX.

He crecHsiitech Ha3biBaTh cBOU HacTosmme uMs U (pamunmio. Eciu Be pabotaere mo-yect-
HOMY, €CJIi BaM HEeUYero CKpbiBaTh, TO BaM Heuero 0osAThcs. HUKTO He MpHUIeT K BaM JIOMOM, YTOOBI
OTOMCTHUTH 32 HEKAYEeCTBEHHBIN TOBAp. A €CIIU Bbl ITPOJIacTe HEKaueCTBEHHBIN TOBAp, 32 KOTOPHIN BaM
CTBIITHO, TO JIyUIIIe Cpa3y YUTH U3 TAaKOW KOMITAHUH, YTOOBI He IOPOYUTH CBOE UMsI. OTKPBITOCTh — 3TO
KOTJIa BBl HUYETO He TpsiueTe, a, Hao0opoT, roBopuTe: «BOT, mokanyicra, IOCMOTPUTE, Mbl HUYETO
HE CKpbIBaeM». HUKaKuX MeJKuX mpudToB B TOTOBOPE MO 3BE3J0UKOM.

Hexkoropbie mpoaaBIibl, 4TOOB IPOJATH CBOM MPOAYKT, HEIOTOBAPUBAIOT YTO-TO OTHOCUTETEHO
€ro CBOWCTB, XapaKTepPUCTUK U OCOOEHHOCTEH. A TOTOM YAUBIISIOTCS, TIOYEMY KJIMEHTHI He BO3Bpa-
mrarorcst. KimmeHT 00s13aH 3HaTh TIpaBy, BUAETH TOJMHYIO U SCHYIO KapTuHy. JII00ast MOIMBITKA YTO-TO
CIIPATaTh CHUKAET JIOBEpUE, a CJIeJJOBAaTeIbHO, M BEPOATHOCTh MTPOJIAK.

Takxe MHOTME KOMIIAaHUM W KJIMEHTHl HE UMEIOT YeTKOW IMOJMTUKH OTHOCHUTEIIBHO CKHUJIOK.
CKMIKM pa3/aloTcs HAJIEBO M HAIIPABO, MPUUYEM HEMOHSATHO MO0 KakoMy MpuHIimny. OQHOMY Jaiv
ckuzky 10% 3a kpacuBbIe T71a3a U 32 HEOOJIBIIION 00BEM TOBapa. A APYroMy MpH ropasio OojbIeM
oObeMe He Aanu Hudero. Eciv BTOpoi KJIIMEHT y3HaeT 00 3TOM, OH MOXKET He TOJIBKO PaCCTPOUThCH,
HO ¥ OOMJIEThCSI HA BAaC M Bally KOMIAHUIO. [109TOMy Takoi BapuaHT He MOAXOAUT. BakHO, 4TOOBI
1Tl BCeX JEWCTBOBAJIAa OJMHAKOBAS MOJIMTUKA CKUIOK. Harprmep, B 3aBUCMMOCTH OT 0ObeMa: eciiu
kimeHT nokynaet Ha 100 Toicsia, To ckuka 5%, ecim Ha MWLTHOH, To 10%, eciiv Ha 10 MUJLTHOHOB,
TO 15%. N5 KaxkI0¥ KOMITAaHWU OHA OyJIeT pacCUMTHIBATHCS MHAWBUIYAIBHO. DTO TIO3BOJUT KJIU-
€HTY TIOHMMAaTh, KOTJIa ¥ TIPY KaKUX YCIIOBHUSAX OH MOXKET MOTYYUTh CKUIKY. Y KJIMEHTa JOJKHA ObITh
SICHOCTh OTHOCHUTEJIBHO BCETO. ITO U €CTh MTPO3PAYHOCTb.

AKTyaJLHOCTH

VY Bac HaBepHsIKa ObUTH CITydad, KOTJa Bbl XOTEJIM YTO-TO KYIHTh, HO STOTO TOBapa HE OKa3bl-
Bajiock. Hamprumep, BBl MPUXOANUTE B MarasuH, YTOObI KYIUTb JKUHCHI, KOTOPbIE BAM OHPABHUJIKCh,
HauMHAETe UCKaTh, a Balllero pasmepa Her. I'pyctHo, npasaa? Wim gpyras cuTyauusi: Bbl NPUILUIA
B Ka(pe nim pectopa, A0JIro BeIOMpaeTe, 4To Obl MOKYIIATh, HAKOHEL! OIPeIeUINCh, 30BeTe ou-
IIMAHTa, YTOOHI C/IeIaTh 3aKa3, a o(pUIMaHT BaM cooOlmaeT: «V3BuHMUTE, 3TOrO HET». BBl roBOpHUTE:
«XO0poI10, TOrza BOT 3TO», — a BaM OTBEYAIOT: «DTOro, K COXAJICHUIO, TOXe HeT». OUYeBUAHO, UTO
TI0CJIE TAKOTO YK€ HE 3aXOUETCS] HUYEro 3aKa3blBaTh, IOTOMY YTO MOKHO pa304yapoBaTbCs B 9TOM
3aBE/ICHUN.

WNnu eme npumep: Bbl 3aKa3plBacTe Ha CailTe TOBAp, HAIMCAHO, YTO BCE B HAJIMYMU, OHAKO
cpasy 1ocJje 3aKa3a BaM [epe3BaHMBAET COTPYJHUK U TOBOPUT: «VI3BUHUTE, TOBAp 3aKOHUMJICS» . DTO
HE KJIMEHTOOPUEHTHPOBAHHO. BaxxHO, 4TOOBI BCe HAITMCAHHOE B MEHIO, MPE3eHTALIUsIX, KOMMepue-
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CKOM TIpeIIOKEHNH, Ha CaiiTe, B COIICETsIX ObUIO akTyaslbHO. Tora y KimenTa OyJeT ropasio MeHbIIe
MIOBOJIOB PACCTPOUTBCS U Pa304apoBaThCs B Balllel KOMITAaHUU.

3oJi0Tas cepeanHa

JlioGoii mepeKkoc B Ty WM MHYIO CTOPOHY BJMSIET HeraTuBHO. I[IposaBelr rOBOPUT CIIMIIKOM
OBICTPO — IIJIOXO, CIIMIIKOM MEUIEHHO — IUIOXO, CJIMIIKOM JIOJNIO — IUIOXO, CJMIIKOM Majlo — TOXe
wioxo. Ecim npogasert npeasaraetT oueHb HaBA3YMBO — 3TO UI0X0. Ecu oH, 60sick OBITh HAaBA3UU-
BbIM, Ja€T OYE€Hb MHOI'O CBO6OIH)I KJIMEHTY — HaIllpUMEp, BOO6IHG HE TTOAXOOUT K HEMY, KOIla TOT
3almes1, — OIATh IJI0XO.

KpaﬁHe BaXHO HAUTH rpaHuny Mexay OTCYTCTBUEM BHUMAaHUA 1 HABA3YNBOCTLIO. U neiTaThes
BO BCEM HaWTH 30JI0TYIO cepeirHy. 1 cam KJIIMEHT MOXKeT CTaTh Il BaC B 3TOM OTIMYHBIM [TOMOIIIHHU-
koM. [Tpocto Bo Bcem nocTpanBaiiTech noj kianeHTa. OH 10OUT BHUMaHUE — JaiiTe eMy BHUMaHUe.
KrveHT JII0OUT XOOWTh OIMH — JaiiTe eMy 3Ty CBOOOY, KJIIMEHT TOBOPHUT MEJIJIEHHO, a BbI OBICTPO, —
HAYHUTE TOKE TOBOPUTDH MEJICHHEE.

JlymaThb 0 TOM, YTO YYBCTBYeT KJIHEHT

Korga xoMmnaHusi OpueHTHpYeTCsl Ha KJIMEeHTa, OHAa 00sI3aTeNIbHO PadOTaeT Haj ylydllleHueM
HE TOJIBKO MPOAIYKTa, HO U cepBuca. CepBrUC HAUMHACTCS TaM, TJIe 3aKaHYMBAETCS IPOAYKT.

CepBuc — 3710:

Hackomnbko OBICTPO KJIMEHT I03BOHUJICS 0 Bac.

Hackombko ObICTpPO eMy yianoch cienarh 3aKas.

Hackonbko XopoIo mpoaaBIisl pa3oupaiuch B IPOAYKTE.

Hackombko OBICTPO ¥ Ka4eCTBEHHO OTBETHJIM Ha €r0 BOMIPOCHL.

Hackomnbko ObICTPO yaanoch NOAMMCATh JOTOBOP.

Hackomnbko ObICTPO MPUBE3ITH MPOLYKT.

Hackoipko BeXJTUB ObLT Kyphep.

[Tpu 3TOM BaXkHO, YTO CEPBUC BKJIOYAET B ceOsI HE TOJIBKO KOHKPETHBIE LU(PPHI — HACKOJIBKO
OBICTPO, HACKOJIBKO TITyOOKO, HACKOJIBKO MpaBWbHO. K cepBUCY OTHOCHUTCS M TO, YTO 4yBCTBOBAJI
KJIMEHT, COBEpINasi MOKYMKY. YTO OH 4yBCTBOBAJI, KOTJa UCKaJI IPOAYKT, YTO OH YyBCTBOBAJ, KOTAA
YHTA PO Hero. YUTo OH 4yBCTBOBAJ, KOIja OOIIAJICsA C BAMHU, YTO OH YYBCTBOBAJI, KOTJ]a OTJaBa
JEHBI'H, YTO OH YyBCTBOBAI, KOT/IA €My CIIeJIaJTH JOCTaBKY, U T. . KIIMeHTOOpreHTH pOBaHHbIE COTPYI-
HUKU ¥ KOMITAHUY JIyMalOT HaJ] TeM, KaKue OIIYIIeHUsI UCTILITHIBACT KJIUCHT.

W ecnu Ha KaKOM-TO 3Tare ecTh HeraTUBHBIE SMOIIUH, TO KOMIIAHUS J0JKHA AyMaThb, YTO OHA
MOXET CJIeJIaTh JUIsl TOTO, YTOOBI 3TO M3MEHUTh. Beh HaTMuue Takux SMOIUI aBTOMAaTHYECKU O3Ha-
YyaeT CHIKeHUE JOBEpHUsl K KOMITAHWH, & 3HAYWT, U BEPOSITHOCTh TIOKYIIKY U JAJTbHEHINEro COTPY/THU-
yecTBa. M mpomaBiibl — 3TO T€ JOAH, KOTOPBIE JIETKO MOTYT MOBJIHUATH HA TO, YTO YyBCTBYET KJIUEHT.
N nipopeccrnonabHbIN MTpoaaBerl 00s13aTeIbHO OTCISKUBACT Jake MaJleiIie N3MEHEHU T B MOIIHSX
KJIMEHTA.

Benp He Bce ocmenMBaIOTCs CKasaTh TO, YTO UM He HpaBHTCs. VIHOrIa cTecHSI0TCS, UHOTIA
npocto He XoTAT. [loaToMy, Korma pasroBaprBaeTe ¢ KJIMEHTaMHM, BCeraa AyMaiTe O TOM, YTO OHH
YYBCTBYIOT.

He 6bITH IpOaBIIOM

T'oBOpSIT, UTO IJTABHBIN CEKPET MPOJIaK — He OBITh MTPOJIABIIOM.

A kak 3107 PaboTath mpogaBloM 1 He ObITh MM? MeHeKepbl TIO MPojIakaM 3a4acTyio acco-
]_[I/II/IpyIOTCH C HaBA3YUBBLIMHA JIIOIbMU, KOTOprG MCINAKT XHUTh CHOKOI;'IHO U TIOCTOsSHHO HA3BaAHU-
BalOT, HABA3BIBAIOT HeHy)KHbIIjl HPOHYKT U IIBITAIOTCA YTO-TO «BTIOXATb>». BCC qaiie MbI HpI/IIIyMbIBaCM
MOBOJIBI, UTOOBI HE Pa3roBapyBaTh C OYEPETHBIMU COTPYJHUKAMK OaHKa, KOTOPBIE Mpe/iaraiT Kpe-
JOUTHBIC KapT]:»I.
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ITouemy Tax mpoucxogur?

Bce noBonbHO npocto. OHa U3 MPUYUH — HU3KHIA 0OIIHIA TPO(eCcCHOHATIbHBIN YPOBEHb Bejie-
HUs reperoBopoB B Poccuu. Paboronarens crienmr ycauTh MEHeIkepa 3a padouee MecTo, YTOObI
OH ObICTpee Havasl MPUHOCHUTH PE3ysIbTaT, He y/elssl JOJKHOTO BHUMAaHUsI OOyYeHHMIO. A MEeHekep
B TaKOM CJTy4ae, He 3Hasl JeTajiell M BCceX TOHKOCTEH, He uMest O0raToro ombITa 3a Ijie4aMu, CIeIuT
MOOBICTPEe «BMAPUTH» CBOH MPOAYKT, YTOOBI IIOCKOPEE BBIIOTHUTSD IU1aH mpojaax. Ho Mo3r yenoBeka
TaK YCTPOEH, YTO OH He JIOOUT, KOIJla eMy «BIIApUBAIOT» WM HaBs3bIBAIOT. EMy HpaBuTCS, KOraa
OH CUMTAET, YTO CaM CJieJiall TPaBUIIbHBIN BHIOOD, a TIPOABeI JIMIIIb oAcKasan. Tpetuit 3akoH Helo-
TOHA TOBOPHT O TOM, UTO CHJIA ISUCTBUSI PaBHA CUJIe TIPOTUBOIEHCTBUSA. DTOT 3aKOH JIETKO JIOKUTCS
Y Ha KOMMYHHKAIIMH C KJIMEHTOM: YeM OOJIbIlie MbI IABMM Ha YeJIOBeKa, YeM OOJIbIIIe MbI ITBITAEMCS
«BIIAPHUTH», TEM OOJIBbIIIE COMPOTUBIICHUS TOy4aeM B OTBeT. YeM OoJibllie KJIMEHT YyBCTBYET Ballle
JKeJlaHue TIoOBICTpee MPoJaTh, TEM MEHBIIE OH XOYeT y Bac MOKymnarh. Tak 3ayeM ke TOrAa JaBUTh
Y TIOKa3bIBaTh HYKAY?

Bce BHUMaHue KJINEHTY

bBriBatotr ciydau, korjga COTpyIHUKM KOMITAHUM, pa3roBapuBasi CO CBOUM KJIMEHTOM, Mapali-
JIeTbHO HAUMHAIOT JIeJIaTh YTO-TO eile. Hanmpumep, oTBeyars Ha 3BOHKH, pa3roBapuBaTh ¢ KOJJIEramMH,
pasroBapuBath C IpyruMH KineHTaMu. Bce 910 3a0upaeT BHUMaHUE. B 3TOT MOMEHT KJIMEHT HauM-
HaeT YyBCTBOBATH, UTO Bbl paboTaeTe He TOJBKO [ Hero. Hu B KoeM ciydae Tak jienath Hesib3si. OH
JIETKO MOeT TIOJlyMaTh, YTO Y Bac HeT JAPYTUX JIOEH, YTOOBI MPUHATH 3BOHOK, 3HAUUT, BBl MeJIKasl
KOMMaHUs (M K BaM OyJeT ropasjio MeHbIIe JOBEPHUS).

Ecnu BBl Mo3BONIsIETE ceOe JienaTh 4TO-TO ellle, YTO He CBA3aHO C 3TUM KOHKPETHBIM KJIMEHTOM,
9TO OTHUMAET ero JITYHOE BpeMsl. A BpeMs — OJJH U3 TJIABHBIX PECYPCOB B KM3HM JIIOOOTO YesloBeKa.
[Toatomy cTrouT pacxogoBaTh BpeMsl KJIMEHTa MaKCUMaJIbHO 3(P(EKTUBHO, HE OTBJIEKAsICh HU Ha 4TO.
Ecnu k BaM noaxoauT Apyrod KJIUEHT U 3aJ1aeT KaKOH-TO KOPOTKUI BOMPOC, Bbl, KOHEUHO, MOXKETE
OTBETHTh, €CJIM ITO 3aMET HECKOJIbKO ceKyH 1. Ho eciu Gobiiie, TO BBl BCEerJja MOKeTe CKa3aTh TaK:
«$1 mmpority mporreHusi, Kak TOJIbKO MOMOT'Y YeJIOBEKY, cpa3y e MOIOUIy K Bam», — B Cllydae, ecliv
BbI paboTtaere ofuH. Eciv jke Bac HECKOJIbKO, He HYKHO MPOCTO OTPYTOONIMBATh IPYTUX KJIMEHTOB.
[No3zoBuTe Balero Koiery, KOTOpblii CBOOOJIEH, YTOOBI OH ITOMOT. BHUMAaHU s TOJKHO XBATUTh BCEM.
Nuaue BB prcKyeTe MOTEpsITh BTOPOTo KiMeHTa. HerpaBuiibHO NepeKsiouaThcsi Ha BTOPOro KJIMeHTa,
KOTJIa He 3aKOHYMIIU paboTy ¢ mepBbIM. Ho Tak ke HempaBWIIbHO TOBOPHTH: «Bbl He BUIUTE, 1 3aHAT»
i «OOpaTuTech K KOMy-HHOYAb IPYTOMY>.

TOII CAMBIX YACTBIX OHINBOK

HckyccTBeHHAs! KIMEHTOOPHEHTHPOBAHHOCTh

KimeHTsl 4yBCTBYIOT, KOTJJa ¢ HUIMU Pa3roBapHBAlOT UCKPEHHE, a KOrjga HeT, KOrja yiablOKa
UCKpEeHHSIs, a Koraa (anbinrbast. Korna yesoBek JefdCTBUTEIBLHO X0UYET MOMOYb, & KOT/Ia OH JIejaeT
9TO paJgu KOPLICTHOI'O MHTEPECA. W xak TOJIBKO KJIMEHT MOYYBCTBYET HCUCKPEHHOCTb MJIM UCKYC-
CTBEHHOCTb, 3TO CHU3HT K BaM JIOBepHe. DTO C/ieIaeT TOIbKO Xyxke. HekoTopsie MeHekepbl, TOObIB
HECKOJIbKO MUHYT B POJIM KJIMEHTOOPUEHTHPOBAHHOTO ITPOAIABLIA, KJIALYT TPYOKY, a CAMH JyMAIloT ITpO
KJIMeHTa: «BOT OH Ko3ea». DTO U eCTh UCKYCCTBEHHAsI KJIMEHTOOPHUEHTUPOBAHHOCTh. BaskHO OBITH,
a He Kazarbcsi. Tonmbko Torga 1o Oymer padorars. [109TOMY €ci KIMEHTOOPUEHTUPOBAHHOCTD, TO
TOJIBKO ICKPEHHSIs1, ecTecTBeHHast. He TONbKO B pa3roBope ¢ KIMEHTOM, HO ¥ 32 paMKaMH Pa3roBopa,
Y 32 paMKaMu paboTHlI.

Mmu1 JOJIDKHBI OBITD KOHI'PDYSHTHBIMHU. DTO 3HAYUT — HAIIHU MBICJIF, CJIOBa U Il@ﬁCTBHH JOJI’KHBI
coBnagarh Apyr ¢ apyrom. Cioja ke B KayecTBe IpHMepa MOXHO OTHECTH CIIy4aH, KOrja KOMIia-
HHU WM MEHE/KEephl TIPUCHUIAIOT KJIMEHTY MO3/IpaBJIeHHe C JHEM POXKICHHUS, HO B 9TOM XK€ CaMOM
COO6H_[€HI/II/I MBITAIOTCA €EMY YTO-TO IMPOAATh. 9to MUHUYHO U YaCTO BBIMNIAAUT ITPOCTO YKACHO. S
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BBIIJISIAAT Kak 3a00Ta 3a geHbru. KimeHTsl 310 He modAT. K HacTosIed, mpaBUIbHON KJIMEHTOOPH-
€HTUPOBAHHOCTH 3TO HE UMEET HUKAKOT'O OTHOIIICHUS.

KiineHTOOpHeHTHPOBAaHHbI He BCe H He BCE

Kak vacto ObiBaeT: KJIMEHT 3BOHUT B KommnaHuio. [lonagaer Ha oueHb 3a00TIIMBOTO MPOJABLIA,
KOTOpBI JIeJIaeT BCe BO3MOKHOE, YTOOBI IOMOYb KJIMEHTY, KJIMEHT JIeNaeT 3aKa3, BHOCUT OIUIATY,
Ha3HAYaeT JIeHb U JIaTy JOCTaBKM TOBapa, OKU/asl yBUIETh TAKOTO ke 3a00TIMBOro Kypbhepa. Ho kak
TOJIBKO MTPUE3KAET Kypbep, CPa3y CTAHOBUTCS MOHSITHO, YTO €0 HUKTO KJIIMEHTOOPUEHTUPOBAHHOCTH
He yurs1. OH orno3fast, He peLypean, pa3roBapuBai cKBo3b 3yOsl. U cpa3y ncrnopTtusiock Bee Brie-
YaTjeHue O KOMITAHUH.

Wnu, Hanpumep, KIMEHT MooOIIAICs ¢ KJIACCHBIM, 3a00TJIMBBIM MTPOJABIIOM, MTPOJABEl] OTIIpa-
BuII eMy nipe3eHTanuu, KIT 1 ccpuiky, 4TOOBI OH MO3HAKOMMIICS C TTPOAYKTOM Tonyyiie. Ho koraa
KJIMEHT OTKPBUI CAalT, y HErO CJIOXHWJIOCH OIIYIIEHHEe, YTO BCE 3TO Jeaiy B MponuioM Beke. Kak
OyIITO HUKTO Ja)e He 3aMOpaYrBajICs ¥ He J[yMaJl O TOM, HACKOJIbKO YIOOHO 3TO YNTATh M CMOTPETh.
U TyT e Bce MONOKUTENHHOE BIIeUATICHHE UCIAPUIOCh.

WNnm xe oOpaTHasi cUTyallusi: KJIMEHT OTKPBIBAET CAaWT, BUAMUT MOTPsCAIONIME TPe3eHTaINH,
TIOHSATHBIN, YIOOHBIN MHTepdeiic. HaurHaeT 3BOHUTh B KOMITAHUIO B HAIEXK[E YCIBIIIATH KIUEHTO-
OPUEHTHPOBAHHOTO COTPYAHUKA, HO B OTBET CABIINT (ppasy: «/la, aino, ropopute. UTo Bb XOTEN ?»
OueBUIHO, YTO MOC/IE TAKOTO OTBETA KJIMEHTY yKe HUYEro He XOUeTCsl MOKYTAaTh.

Kpaiine BaxxHO, 4TOOBI OBLTM KJIMEHTOOPUEHTUPOBAHHBI HE TOJIBKO BB, HO M BCE COTPYIHHUKH
KOMITAaHUH: CEKpeTaphb, OMepaTop, MEHeKep MO MpogakaM, CIEIUATUCT TEXHUIECKON MOIIECPKKH,
Kypbep, BOAUTEID, Jake yOOPIIUIA, IPO KOTOPYIO MbI yKe pacCKa3bIBAIIH.

[Tpu 3TOM Tak *e BaXHO MOMHHTH, YTO KJIMEHTOOPUEHTUPOBAHHOCTh — 3TO HE TOJIBKO JIIO/IH.
BasxHo, 4TOOBI Bce ObLIO KIIMEHTOOPUEHTUPOBaHHBIM. ECTh Takoe MoHATHE, KaK TOUKU KacaHus. DTO
BCE, Yero Kacaercs Balll KiveHT. CailT, Ipe3eHTaluy, KOMMepUECKue peasiokeHns1, opuc 1 aaxe
I[BETOK Ha peceriieHe. M Bce 3To MoXkeT ObITh JIMOO OPHEHTHPOBAHO HA KJIMEHTA, JIMOO HeT.

W BHI TOXXE MOXeTe Ha 3TO BIUATh. ECM BB BUAWTE, YTO €CTh KTO-TO JIMOO YTO-TO, UTO
HE OPUEHTUPOBAHO HA KJIMEHTA, YTO KAaK-TO MeIaeT KJIUEeHTY, IPUHOCUT eMy HeylnoOCTBa, 3aCTaB-
JISIeT JKaTh, 00s13aTeIbHO BHOCUTE MPEJIOKEeHUs 0 yiaydiieHnio. Ho OyabTe roToBbI K TOMY, YTO
JaJieKo He BCe KOMITAaHMH 3HAIOT, YTO TaKOEe KJIMEHTOOPUEHTUPOBAHHOCTh, M YK TeM Oosiee He BCe
TOTOBBI €e TIpUMeHsTh. He ynuBisiiTech, €ciiM B KOMIIAHUM, B KOTOPOH Bl paboTtaete mim Oynere
pabotatp, ee He Oyaer. Ho ecTb 1 Xopoiasi HOBOCTb: BBl MOXKETE CTaTh IPUMEPOM U 3apa3UTh TEMOM
KJIMEHTOOPUEHTUPOBAHHOCTH OCTAJIbHBIX.

KiineHTOOpHEeHTHPOBAHHOCTH TOJLKO HA dTamne MpoJakKu

Yacro npoaaBUbl CTAHOBATCA KJIMEHTOOPHUECHTHUPOBAHHBIMHM TOJIBKO TOrJd, KOrga MM HYXHO
MpoaTh, ¥ HANPOUb 3a0BIBAIOT 00 TOM MOHATUW Cpa3y IMOC/e TOro, Kak moay4wiu oriaty. OHu
roBopsT: «Bc€. Tenepp BaMu 3aHUMAaeTCsl OTAEN COMPOBOXKAEHHS, TIO3TOMY 3BOHUTE MO APYroMy
HOMepy. Mbl paboTaeM TOJIBKO C HOBBIMU KJIMEHTaMI» . M KITMEHTH HAYMHAIOT YyBCTBOBATh ceOsl TaK,
Kak OyJTO UX ITPOCTO UCTIOb30BaH. [lomyunm neHbru v 3a0bputi. OT KJIMEHTOOPUEHTUPOBAHHOCTU
HE OCTaJIOCh U Cliefia.

KnreHToOpreHTHPOBaHHOCTh MOXKHO YCJIOBHO MOJCTUTh HA TPU YaCTH:

1. KJII/IGHTOOpI/IeHTI/IpOBaHHOCT]) A0 TPpOoHaAXHU (‘ITO KJIMCHT BHUIOUT, CJIBIIIUT WU YYBCTBYET
10 TOTO, KaK €My HauaJli MPOJIaBaTh).

2. KIImeHToOpHeHTHPOBAHHOCTH B MPOIIECCe MPOAAKH.

3. Bee, uto mpoucxonut nocie npogaxu. Crofa OTHOCHTCS TEXHUYECKast OIEPXKKa, TOCTO0-
CITy’)KMBaHUE, TAPAaHTUIHOE OOCITyKMBaHKE U T. 1.

W, x coxaneHuio, 0OueHb MHOTME KOMITaHUU 3a0bIBAIOT O TpeThell yacTu. OHU AyMaloT O TOM,
KaK 6I>I HCIIOJIb30BaTh KIIMEHTOOPUCHTUPOBAHHOCTD, IwITO6I)I mpoaaThb HO6OHI)]_HG, HO KaK TOJIBKO ITPO-
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JaJii, AyMaloT, YTO OHA yKe He HyxkHa. [ofHO ciydaeB, KOrja KJIMEHT KyIWI YTO-TO B MarasuHe,
MIOTOM y HEro 4to-TO CJIOMajock. M, 4ToObl penmTh CBOIO MPOOiIeMy, CHaYajaa eMy HyKHO JOJITO
J03BAHUBATLCS, a TIOTOM JIOKa3bIBaTh, YTO 3TO HE OH CJIOMaJl TOBap. A MEHeIXep MO rapaHTUu
OyneT OOBHHSATH KJIMEHTA B TOM, YTO 3TO OH HENPABUIILHO UCTIOb30Ba MPOAYKT. [ToToM, cchutasich
Ha 3aKOH O 3aIllMTe MpaB MOTPeOUTENIsl, OH 3aCTABUT KJIMEHTA ellle MOA0K/IaTh, TIOKa MPOMIET IKC-
neptu3a. B utore cBoil ToBap BbI OYYMTE €1IE OUE€Hb HECKOPO. Be3yclioBHO, MOC/Ie TaKUX CIyvaeB
MOKYTIaTh B 9TOM MarasuHe IMpOCTO MponagaeT kejaanue. Bot TakuM 06pa3om aaxe KOMIIaHUH, KOTO-
pble KJIMEHTOOPUEHTHUPOBAHHBI B MEPBBIX ABYX YacTsX, TEPSIOT KJIMEHTOB, IOTOMY YTO HE JyMaloT
O TOM, UYTO OHM YYBCTBYIOT IOCJIE TIPOJAKHU.

OauHakoBasi KJIMEHTOOPHEHTHPOBAHHOCTD /ISl BCEX

OueHb MHOTHE TIPOAABIIBI, padoTast MO ONPEeICHHBIM CTaHAApPTaM, 3a0bIBAIOT OJHO MPOCTOE
nipaBuyio. CepBUC — 3TO He KOHKPETHBIN aroputM. DTo He KoHCTaHTa. CepBUC OUeHb CYyObEeKTHUBEH.
OH cocTouT U3 COTEH MaJIeHbKUX Menoueil. U ecnu [y1s1 OMHOro yesnoBeka BCe CTO 9THX MeJloden
Oy/IyT MIPUATHBIMU ¥ OH UX OLIEHWT, TO JJIsI APYTOro YacTh M3 HUX Oy/eT, HA0OOPOT, BHICTYNATh KaK
pazapaxutenb. U 310 aOCOMOTHO HOpMAJIbHAS CUTYAIUsI: KOMY-TO HPABUTCS, KOT/Ia eMY YJIbIOAI0TCs,
a KTO-TO TepreTb He MoxkeT. KoMy-To HpaBuTcs paboTarh ¢ MpoaBlaMU-MyKUMHAMH, & KOMY-TO —
TOJILKO C JICBYIIIKaMH, KOMY-TO HPABATCS KaKTYChl, KOMY-TO — (prikychl. KoMy-TO OosibIiie HpaBsTCs
TEMHBIE IIBETa, 2 KOMY-TO — CBETJIbIe, M TAKUX MeJIOUel MOXeT ObITh OYeHb MHOTO.

Korga mony paboTaioT 1o ajaropuTMmy, OHU CTAIKMBAIOTCS C TEM, YTO HE BCEM IO BKYCY IpH-
XOIATCS UX AeUCTBUS. BaxkHO moAcTpanBarhCs Moj| KJIMEHTa B 3aBUCUMOCTH OT €ro MpeAroYTeHu .
JlormuHo, YTO y3HATh Cpasy BCE JAOBOJIBHO CJIOXHO, TOITOMY YeM OOJIbIlie KIMEHT padoTaeT ¢ Balllei
KOMITaHUEH, TeM OOJIbIlle 3HAHUI JOJIKHO HAKAIUTMBAThCs O HEM, TeM JIyIlle BbI JIOJDKHBI €r0 3HATh
Y TeM JIy4Ille ero 0OCTyKUBaTh. JIydIlie — 3HaUUT ONUpasiCh Ha ero MpeArnoYTeHu s, KOTOPBIE BB OTMe-
yaeTe B rpoliecce auasora. [jis 9Toro Bce, 4To Bbl y3HAeTe O KJIIMEHTE, A0JKHO ObITh 3a(hMKCUPOBAHO
B Baimeii CRM-cucreme, 4toObl MpH crieyionieli KOMMYHHUKAIIMKA BCErJa MOXKHO ObLJIO ONepeThes
Ha 3Ty UH(POPMAITHIO.

Ecnu kimeHT He mo0uT, Koraa eMy yisloaloTes, — oTMedaiite. Eciii KiMeHT He moOuT, Koraa
Pas3roBapuBaioT OBICTPO, — OTMevaiTe. Eciu KineHT moOuT YepHsIi BT — oTMevaiTe. OTMeuaiite
1 ucrionp3yite. OTHAKO eciv BBl padoTaeTe TOJNBKO C XOJIOTHBIMU KJIMeHTAMU, TTOACTPAUBATHCS IPH-
JeTcs MPsAMO B Tpoliecce pa3roBopa. it 3Toro BaXXHO CTapaThCsl CTaTh MOXOKKUM Ha KiveHTta. Kim-
SHTBI JIOAT BCE TO, YTO CTh B HUX CaMUX. ECJM KJIMEeHT, HarnmpuMep, TOBOPHUT MeJIEHHO, eMy OyIyT
HPaBUTHLCS Te JIIOAM, KOTOPbIE TOXe MeJJIeHHO pasroBapuBaioT. I Hao6opot. [loncrpansaiitech nox
HETo — roJIOCOM, MHTOHAIIMEH, MUMUKOM, )KecTaMu, MaHepamu. Torza Bl Oyaere eMy Oosiee MpUsTHBL.

KiueHTsl 0ueHb 00T NepCOHANM3AIMIO — KOTAAa B OCHOBE JIIDOOH KOMMYHHMKAITUH €CTh YTO-
TO, YTO J€JIaeTCsl TONBKO IS HEro, a He JIIs BCeX. DTO MOXKET ObITh Jaxe nMsl. Korma BaM 3BOHUT
KJIMEHT, C KOTOPBIM BbI Y€ OOIIaJIICh, CKOpPee BCEro, ero HoMep BBICBETUTCA U onpeaenutcs. Kim-
eHTy OyJieT OYeHb IIPUSITHO, ECJITU BBl CKaXKeTe He TIPOCTO «AJITIO», a «AHATOJHMA, TPUBETCTBYIO Bac,
Egrennii ['yneBuy, otnen npopax». Kinventy Oyaer npusiteH cam (bakT TOrO, YTO €My He HYKHO
MIPEICTABIIATHCS 3aHOBO.

Eie HeckonbKo nmprMepoB nepcoHanu3anyu. Harnpumep, Bbl padoTaere B OTeJIbHOM OU3Hece.
U 3HaeTte, UTO KJIMEHT:

1. To 3T0ro nBa pasa 3ae3kajl HOUbIO, a HE JHEM.

2. Kaxxioe yTpo xoaui B 6acceiiH U Ha Maccax.

3. JIBa pa3a 3aka3bIBaJl ONPEEJEHHOE IAMIIAHCKOE B HOMED.

4. B pectopaHe, KOTOpbI HAXOAUTCS B OTeNe, CKazan O(UIMAHTY, YTO HE eCT XJieO.

Kak, 3Has1 3Ty nHpopMaIuio, mocTyrnuTh MAKCUMAJIbHO MPABUIIBHO?
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1. Cripocuts: «Bbl Tak e HOUBIO ITpUIETE B 3TOT pa3z?» KilMeHT noimeT, 4To ero 3aroMHUIIN.
Emy Oyner npusitHo. Eciiv OH nipueskaeT HOUblo, TO MOXKHO MPEJIOKUTh 3aKa3aTh €My TaKCH HJIH
TpaHcdep OT a3poIopTa A0 OTEJIA.

2. INokazatpb, YTO BHI 3HAETE O €ro JIOOBU K Maccaxy. IIpennokuTh 3anucarbest cpasy, YToObl
TOYHO OBUTIO CBOOOHOE BpEMSI.

3. Cpazy nmpuHecTd B HOMeED ero Jiooumoe mammadckoe. OH 00s3aTelIbHO OTMETHT 3TOT (hakKT.
Hy, Ha camoMm Jnienie, KOHEUHO, He 3alOMHWIIY, a 3anucaii. Ho 1js KirMeHTa B KOHEYHOM CYeTe 3TO
HE UMEeT 3HaYEHUSI.

4. A Korja KJIMEHT NpUIET B PECTOpPaH, BEXKJIMBO MOMHTEPECOBAThCA: «AHATONUH, Y HAc
CETO/IHsI Ha arlepUTHB HECKOJILKO BapuaHTOB ecTh. CKkaxuTe, Bl XJieO Bce Tak xke He equte?» KimeHt
OyleT He MPOCTO YAMBJIEH, eMy OyleT O4eHb MPHUATHO, YTO 3TOT (hakT 3anomMHWId. Ho ecnu To ke
caMmoe cieJlaTh B OTHOILIEHUHU JIPYroro rocTs, TO JajleKo He (DaKT, YTO Bbl IOJYyYUTE TAKOM ke IPpdekT
<<Bay>>.

310 ¥ ecTh nepcoHanm3anus. Korma obcinyxkuBanue, pa3roBophl, MpoJaxka U Bce OCTAIBHOE
CTpOUTCA HAa MTHAUBUAYAJIBHBIX NIPEANTOYTCHUAX U 0COOEHHOCTSIX KJIMEHTA.

KiimeHTOOpHEeHTHPOBAHHOCTD 0 CBOEMY NPeCTABJIEHHUIO

[IpencraBienre o TOM, YTO TAKOE XOPOLIO U YTO TAaKOE IJIOXO, Y BCEX O4YeHb pa3Hoe. To, uto
MOOUT OfIMH YeJIOBEK, He JIIOOUT Opyroi. B kopHe HeBepHO, KOr/ia MpoaaBell MbiTaeTcst ObITh KIIMEH-
TOOPUEHTUPOBAHHBIM, UCXO/Sl U3 CBOETO MPEICTaBICHUS.

[Tpocroii mpumep: mponasel; (PpyKTOB Ha PbIHKE, CTapasich MOHPABUTHCS KJIMEHTaM U ClIeNaTh
TaK, 4TOOBI K HEMY BEPHYJIMCh CHOBA, HE CIIpaIlIMBasi, KJIaAeT CBOUM TOKYHATeIsAM ellle HEMHOIO
aOpUKOCOB, MOTOMY YTO CaM TOXKE MX OYEHb JIIOOUT. A Tenepb BOINPOC: HACKOIBKO BEPHBI €T JIei-
cTBUs? be3ycioBHO, YaCTUYHAS KJIMEHTOOPUEHTUPOBAHHOCTD B €T0 JEUCTBUSIX TPUCYTCTBYET, HO 3TO
COBCEM He TO, 0 YeM Mbl roBopuM. [Touemy?

A MoOxeT OBITh TaKOe, YTO YeJIOBEK He MoOUT abpukockl? BrioiHe. A MOXeT ObITb, UTO Y KJIU-
eHTa Ha Hux ayuleprus’? Koneuno. B TakoM ciydae 9To MOXET BbI3BaTh Jaxe 0OpaTHBIN 3(PDEKT.

Ki1eHTOoOpreHTUPOBAHHO — 3TO MOMOraTh KJIMEHTY HE W3 CBOEro MUpa U Npe/ICTaBICHUS
O TIPEKPacHOM, a HaXOJsICh B ero Mupe. B 3ToM ciydyae mpaBWIbHO ObUIO Obl YTOUHUTD, JIIOOUT JIN
KJIMEHT aOPUKOCHI, 2 COBCEM MJIEaJIbHO — YTOUHUTh, KAKOH (PPYKT Yy KJIMEHTA JTOOUMBIIA.

UroObl HAYIUTHCS JEWCTBOBATH HE U3 CBOETO MPENCTAaBJICHUs, a U3 MPEACTaBICHUs KIIMEHTa,
HY)KHO C HUIM Pa3roBapuBaTh. 3a/1aBaTh €My BOIPOCHI, 3alpalliiBaTh OOPATHYIO CBS3b Ha KaXKIOM
JTare B3auMOJIEICTBUSA. 3BOHUTE KJIMEHTY, CIpAIlIMBaiTe, YTO €My ITOHPaBUJIOCh, UTO HE MIOHPABU-
JIOCh, YTO, TIO €r0 MHEHHUIO, HY’)KHO YJTy4lIUTb.

OueHb yacTo, KOrja KJIMEHT OCTaBJsieT CBOM HOMEp WJIM IOYTy, ero 0e3 Cripoca HauMHAIOT
3aChINaTh PeKJIaMHBIMU COOOIIEHUSIMA. A HACKOJIBKO 3TO KJIMEHTOOPHEHTHpOoBaHHO? COBCEM HeT.
Msl faxe He 3HaeM, XO4eT JIM KJIMEHT IMOoJy4aTh Takyl HH(opmauuo. KireHTooprueHTUpOBaHHO
OyleT CripoCUThb Y HEero, XOoTesT Obl OH MOJTydYaTh YBEAOMIICHHUsI 00 aKIMsIX, CKUAKAX U HOBBIX MPEJIO-
keHusx. U 3armyckaTh Takue pacChblIKY TOJIBKO MOCJIE €r0 COIacks. A ellie JIydllle — CIPOCUTb, KaKyIo
MMEHHO OH XOTeJl Obl MOMyYyarh OT HaC MH(POPMAIIMIO, U TTPUCHLIATH TOJIBKO TO, YTO JEUCTBUTEIBHO
eMy OyaeT Hy)xHO. He To, 4TO BbI cuMTaeTe Mosie3HbIM, a TO, YTO CUMTAET MOJIE3HBIM /15 ceOs KITUEHT.
[ToHATHO, YTO HE Bcerjga 3T0 BO3MOKHO, HO HACTOSINAsl KIMEHTOOPUEHTUPOBAHHOCTD 3aKJII0UAETCS
HMMEHHO B 3TOM.

Eme npumep. [To3BoHMI KeHT 13 MOCKBBI B HOBOCUOMPCKYIO Kommanuio. [Ipoaaselt moooe-
111aJ1 BBISICHUTh MH(OPMALIMIO M [IEPE3BOHUTh €My B TeUEHHeE 3aBTpalliHero nHs. Hacrymaer 3aBrpa.
MeHexep NpUXOOUT Ha paboTy K JIEBSATH yTPa U 3BOHUT KJIMEHTY. A B 9T0O BpeMsi B MOCKBe TSITh
yTpa. DTO KJIIMEHTOOpUeHTHpoBaHHO? HeT. 311011, HeBBICTIABIIIUIACS KJIMEHT sIBHO 3alIOMHUT 3TOT CJTy-
Yaii, 0 KOTOPOM HaBEpHsIKa 3aXOYeT PAaccKazaTh U BCEM OCTaIbHBIM. [103TOMY, YTOOBI HE IONAJATh
B TIONOOHBIE CUTYAIIMU, Ba)KHO CIIPAIIMBATh, KAKOH y KJIMEHTa YaCOBOM MOsIC.
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KiimeHTOOpHEHTHPOBAHHOCTH

pPaau KJINMEeHTOOPHEeHTHPOBAHHOCTH

Hekotopble HACTONMBKO YBJIEKAIOTCS TEMOW KJIMEHTOOPHUEHTUPOBAHHOCTH, YTO 3a0bIBAIOT
O TIaBHOM. XOTb JI00asi KOMIaHusl M padoTaeT Ha KJIMeHTa, ee KOHEeYHas IeJib — 3TO MOy4YeHHe
NpuObLIA. A €Clv Bbl TMOJCTPAaNBaeTeCh HACTOJIBKO, YTO HE CUMTAETe NEHBIHM, TO PAHO WJIM TIO3IHO
KOMITaHH I TIPOCTO OOaHKPOTHTCS, ¥ TOTJA yKe ObITh KJIMEHTOOPUEHTUPOBAHHBIM OylIeT He JUIsI KOTO.

Kaxmoe Baie nefictBue JOKHO OBITH MPOIYIIEHO KaK MUHUMYM 4epe3 J1Ba (pubTpa:

1. Byzer 1 1OBOJIEH KJIMEHT.

2. 3apaboTaer i1 KOMITaHUSI.

Ecnu xoTs1 661 Ha OMUH BOMPOC BBl OTBEYAETE «HET», 3HAUUT, YTO-TO BHI JiejIaeTe HeMPABUIILHO.
KireHToopreHTHpOBaHHOCTD payl KJIMEHTOOPUEHTUPOBAHHOCTH HUKOMY HE HYKHA.

KiineHToOpHeHTHPOBaHHbI 3/1eCh H cefuac

HekoTtopble mpoaBIibl ICAI0T TaK, YTOOBI KJIIMEHT ObLT JIOBOJIEH TOJIBKO 3/1€Ch M cervac. 1 31o
ommoOka. Eciu, npuas 1OMOH, TOBOJBHBIA KJIMEHT MOMMET, YTO MPOLYKT €My He TIOIXOIUT U TpH-
JeTCsI TPaTUTh JIEHBI'M CHOBA, OH Bpsijl JiK oOpayercs. [lomydaercs, 4to, sxenast yaJoBJIETBOPUTH KJTU-
€HTa U COKOHOMUTH €ro AEHbI'N 3ECh U ceﬁqac, BbI HATHIKACTCCh HA CI/ITyaLII/IIO, Koraga leqme 6])[]10
CKa3aTh KJIMEHTY IpaBy. UTo Jydlille IOMIaTUTh U B3SITh TOBAP, KOTOPBIM MOIOWAET HE TOJBKO /IS
«31€Ch U Cervac», HO U JiIs OyAyIIero.

KiimeHTOOpHEeHTHPOBAHHOCTD MO PerjiaMeHTy

Hekotoprsle paboromateny — Aa M MPOJABLBI — WHOTJA IBITAIOTCS COCTABUTh PETJIAMEHTHI,
B KOTOPBIX KECTKO IMPOMHUCHIBAIOT KOHKPETHBIE CIIOBA W AEHCTBHS, ISl TOTO YTOOBI OBITh KJIMEH-
TOOPUEHTUPOBaHHBIM. BakHO MOHMMATh, YTO Jla)ke€ HECMOTPSl Ha TO, YTO BCE CJOBA U JIEHCTBUSA
MO’KHO YCJIOBHO pa3fIe/IUTh Ha MOAXOISAIINE U HEMOAXOAAIINE, KIMEHTOOPUEHTHPOBAHHOCTh — 3TO
He cJI0Ba U He KOHKpeTHble feiicTBus. Ee Henb3s nponucars Ha 100%. [ToTtoMy 4TO 3TO MPUHLMIIBI,
TOJIXO/Ibl, IIEHHOCTH M MBIIUJIEHHE, a He HA0Op KOHKPETHHIX CJIOB M JEWCTBUI Ha KaXOOM 3dTare.
HeBo3MoxHO mporucarh 3a00Ty B KOHKPETHBIX cIoBax. HEBO3MOXHO mponucarh Bce BOZMOXKHBIE
CUTyalluM B padboTe ¢ KimeHToM. Ho 3Hasi, 4To Takoe KIMeHTOOPUEHTUPOBAHHOCTD, 3HasI, UTO K HEel
OTHOCHTCS, @ YTO HET, 3Hasl, KAK MBIC/IAT KIMEHTOOPUEHTHPOBAHHbIE IIPOJABLIbI, 3HAas1 BCE MOJXO/IH,
MIPUHLUIIBI M LIEGHHOCTH, BCETJa MOKHO IIPOBEPUTH, COOTBETCTBYIOT Ballly JEUCTBUS STOMY IPUHLIMITY
WM HeT. PernamMeHThl 4acTo OrpaHMuMBAaIOT 30HY BO3MOKHBIX JEHCTBHIA. A 4TOOBI OBITH OPHEHTHPO-
BaHHBIM Ha KJIMEHTOB, MHOT/A HYKHO BBIXOUTb 34 PAMKH.

Uro nenarp, €ciii KJIMEHT MPOCUT AOCTaBUTh TOBAP CETOHS, [IOTOMY UTO Y HETO FOpAT CPOKH,
a y Balllell KOMIIAHWM 3aKOHYWINCh Bce Kypbepbl? Ecim neiicTBoBaTh MO pErNIaMEHTY, KJIMEHT
octaHetcs 6e3 ToBapa. Kak czenaer KIMeHTOOpHeHTHpOBaHHbI MeHemkep? [103BOHUT uian Hanm-
IIeT KypbepaM CBOel KOMIMaHuu. BO3MOKHO, y KOro-to OyaeT BO3MOXKXHOCTh C/IeNIaTh UCKIIIOUEHHUE
Y TIOMOYb €My M KJIMeHTYy. Eciu He momyuymioch, 0OpaTuTCs B Apyriue KOMIaHUH, B KOTOPHIX €CTh
Kypbephl. A UTO, €C/IM U B 3THX KOMIIAHUSX HET HU OIHOTro cBoOOaHOro Kypbepa? KiuenroopreH-
THUPOBAHHBIN MTPOJABEL], KOTOPOMY HeOe3pas3MueH KJIMEeHT, COOepeTcss M OTBE3ET TOBAP CAMOCTOSI-
TEJIbHO. A KJIMEHTOOPHUEHTUPOBAHHBIN PYKOBOIHUTEIh HE CTAHET BO3MYILAThCS, a, HA0OOPOT, MOAep-
KUT.

ITO U CTh BBIXO[ 32 PaMKH 00s13aHHOCTeN. Takoll MeHeKep HUKOTIa He CKaKeT: «A 4TO 3TO
s1 BBITIOJTHSIIO UY>Kylo padoTy? fI BooOIIe He BUHOBAT, YTO KypbepOB HE XBaTaeT, MHE He TUIATSAT 3a TO,
YTO 51 KaTaloCh O KJIMEHTOB». OH CKaxeT: «$1 Mosozell, st mocTapajics U cieiai Bce, YTo ObUIO B MOUX
CHJIaX, YTOOBI TIOMOYb KJIUEHTY».

3aBpIllIcHNE OKUIAHUN KJIHEHTA
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MHorue qymaioT, 4YTO OCHOBHAs 3aJa4a BCeX MPOJABIIOB — 3TO PaccKa3arh Mpo MPOLYKT Kpa-
cuBo. U B 3TOM ecTb 3apaBbiii cMbIcI. OJTHAKO paccKkazaTh KPaCHBO M IMPUYKPACHTh — COBEPIICHHO
Pa3HbIC BEIIH. Ecmm MpoaaBell NPUYKPAIIMBACT, Y KIIMECHTOB YaCTO IMOABJIACTCA 3aBbINICHHOC OXKH-
JiaHKke OTHOCUTENILHO TIPOJIYKTA.

Yro npoucxoaut paibine? KoHeuHo, Korja KJIMEHT MoiyvaeT He TO JIMOO He COBCEM TO, YTO
OKUJIAJT YBUZIETh, OH KAK MUHUMYM paccTparBaercsi. IT0O He CIOCOOCTBYET BO3BPAIIICHUIO KJIMEHTA.
Ckopee Ha00OPOT: M3-3a MPOJABIIOB, KOTOPBIC 3aBHIIIAIOT OKUIAHKSI, MHOTHE CUUTAIOT, YTO «IIPO-
JaBliaM JIMIIb Obl mpoaath». ['opa3no 3¢gdekTrBHee padoTaeT HA0OOPOT: OoOemaTh YyTh MEHbIIIE,
a 1o hakTy JaBath Oosbiiie. B 3TOM cllyyae KJIMEHT MPUSTHO YAUBISETCS M TOBOPUT: «Bay, 310poBo,
KPYTO, 9TO Ja’ke JIydIlie, YeM 51 OXKUIaT».

A eciu pOAYKT He OMNpaBJbIBACT OXUAAHHUS KJIMCHTA WA HE MOAXOIUT eMy, UMedTe cMe-
JIOCTh B 9TOM TpU3HATHhCs. HeT HUdYero rioxoro B ToM, 4YToObl cKa3aTh, HAIpUMep, Tak: «[loka 3Tou
(pyHKIIMM B HallleM MPOAYKTE HET, HO S 3HAI0, KAaK MOKHO BaIlly 3a/1a4y PelIuTb HEMHOTO JPyrum
criocoboM. JlaaiiTe pacckaxy». Bari npoaykT He 00si3aH ogxoquth BceM. HUKorna He 3aBbiiaiite
OXU/IaHMs], a TO OyJeT KaK B TYJISIONINX 10 MHTEPHETY MEMaxX «OKHIaHue — pealbHOCTh». KimeHro-
OPHUEHTUPOBAHHO — 3TO KOI/a MO-YECTHOMY U KaK €CTh.

OTcyTcTBHE OrpaHNYeHUM

MHorue KJIWeHTHI, TIOHSIB, YTO KOMIIAHWsI M TPOJABIBI JENaloT BCE, YTOObl TMOMOYb UM,
HAYMHAIOT TOJIb30BaThCS ATON J00poTOM. Bedap K XopoleMy 4enoBeK MPHUBBIKAET OY€Hb OBICTPO.
W nepenku ciydam, Koraa KJIMEHT IIPOCTO caauTcs Ha me. Hanpumep, HaYMHaeT 3BOHUTD Ha JINY-
HBI MOOWJIbHBIIA TIPOAABIA 32 TIOJHOYB, TPeOys HEMEUIEHHO PElIUTh ero BONpoc. BaxkHO, YTOObI
BBI U Ballla KOMIIaHWS PACCTABHJIM TPAHUIIBI, KOTOPHIE KIMEHTH He IOJIKHBI iepexoauTs. Hanpumep,
€CJIM KJIMEHT MO3BOHWJI OJIMH pa3 U Bbl MY IIOMOIVIM HOYbIO, BA)KHO NIOKA3aTh, YTO 3TO HE HOpMa. To
€CTh BBl 3TO C/IEJIAJIM OT BCETO Cepilia, B yiiepd CBoeMy CHY, HO B OyayIieM Jiydiie JU00 JOKAAThCS
yTpa, MO0 3BOHUTH O 00IeMy TesiedoHy.

Wnave 310 HeyBaxkeHHe K BaM. A mpopaBath 3((PeKTUBHO MOXKHO TOJIBKO TOT/a, KOT/Ia B yBa-
’KaeTe KJIMEeHTa, a KJIMeHT Bac. [loatoMy 3apaHee MpONUILNTE TPAHULIbl, [J€ 3aKaHUMBAETCSl KJIUEH-
TOOPUEHTUPOBAHHOCTb U BKJIIOYAETCS 3/1PaBblil CMBIC]L.

CkpbIBaTh HeJOCTATKH KJINEHTOOPUEHTHPOBAHHOCTHIO

Hekotopble KOMITaHUU M TPOJABLBI MHITAIOTCS TPH MOMOIIM KJIMEHTOOPUEHTHPOBAHHOCTH
CKPBITh KaKKe-TO MpoOesbl (HEAOCTATKM B MPOOYKTE, HEXBATKY KaJpOB, OTCYTCTBUE OTJIaXEHHBIX
OW3HEC-TIPOLIECCOB U T. JI.). DTO MOXOXKE HA IMOIBITKY XOTh KaK-TO CHACTH HEBKYCHOE OO0 pas-
HBIMH TIPUIpPaBaMu U coycaMu. Ecii pOAyKT CHIpOY MM YTO-TO HE TaK B OM3HEC-TpoIeccax, To
elle TOYHO paHO 3aHMMaTbCsl KIIMEHTOOPUEHTU POBAHHOCTHIO. be3ycnioBHO, Kakoi-To 3(peKT oT Hee
Oyner, HO valle Bbl OyJeTe MojydaTh pa30uyapOBaHHBIX KJIMEHTOB, KOTOPbIE OTKPBUIM MOTPSICAIONIe
KpacuBbIid (DaHTHK, HO ChEJIM COBCEM HEBKYCHYIO KoH(peTy. OHU OyayT NOKYINaTh OUH pa3, HO MOCie
9TOrO yKe He 3aXOTAT BO3BpaIIaThcs. KIMEHTOOPMEHTHMPOBAHHOCTh — 3TO HAJACTPOMKA HAJ YyKe
XOPOIIIO PadOTAIOIIMMH MPOIIECCAMHU.

OrpannyeHHas1 KINEHTOOPHEHTHPOBAHHOCTh

HexkoTopbie mpoaBIfbl OCTAIOTCS KIMEHTOOPUEHTUPOBAHHBIMHU JIO TEX TOP, TIOKA JIEJI0 He JOXO-
JWT JI0 TIPU3HAHUS OIMMOOK. B 3TOT MOMEHT Y MHOTHX KJIMEHTOOPHUEHTHPOBAHHOCTD Cpa3y TepsETCs.
OHM HAYMHAIOT OTCTAWBaTh CBOU HUHTEPECHl 1 MHTEPECHI KOMITAHUH. KHI/ICHTOOPI/IGHTI/IPOBE].HHOCTI)
HE 3aBHUCUT OT IIPABbIX U BUHOBATBIX B CIIOPax U KOH(I)JII/IKTaX. Ecim komnanus BUHOBaTa rnepea Kjiu-
€HTOM, He BCerja Hy)KHO 3all1IIaTh KOMIIAHUIO ¥ oTirparbcst. Hao0opoT, BaskHO cyMeTh HaOpaThes
CMeJIOCTH U CKa3aThb: «Jla, Mbl BUHOBATHI, ITO JICHCTBUTEILHO Hallla omuoOKa. S1 B 3TOi cuTyarmu
Ha Balllell CTOPOHE».
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B sTOT MOMEHT BHI OPUCHTHUPOBAHbI HAa KJIMCHTA. n Jaxe €CJIIM Bbl HUUEro HE CMOXKETE OJIsd
HEro cenarb, caM (pakT TOro, YTO BHI 32 KJIMEHTA, IOMOTaeT BaM HE TOJIBKO HAWTH OOIIMIA SI3BIK,
HO U MPOAOJIKUTL COTPYAHUYECTBO.

Eme onuu npumep orpaHMyYeHHOW KJIMEHTOOPUEHTHUPOBAHHOCTU: KOTAA KJMEHT, Halpumep,
MPOCHT TIPOJABIA OTIPABUTh MH(MOPMAIMIO B MECCEHIKepe, HO TpOJaBell FOBOPHUT, YTO HET
TaKOW BO3MOXHOCTH. BOT 37ech M 3aKaHUYMBAETCs KJIMEHTOOPHEHTHPOBAHHOCTh. [I0TOMY UTO MBI
HE UCTIONb3yeM KaHaJIbl KOMMYHUKAIMNA, YIOOHBIE KJIMEHTY, a MOJNb3yeMCsl TOJIbKO TeMU, KOTOpbIE
ectb y Hac. CerogHsi Ba)XHO OBITh MAaKCUMAJIBHO MHOTOKAHAJILHBIMHA. BakHO KOMMYHHIIMPOBATh
C KJIMEHTOM MMEHHO TaM, Tjie eMy yI0OHO, U TaK, Kak eMy yaoOHO. Eciu KJIMeHTy ynoOHbI ayanoco-
OOIIIeH I, pa3roBapUBaiTe ayIUMOCOOOIICHUSIMH.

KiineHTOOpHeHTHPOBAHHOCTDH Ha CJI0BAX

YacTo 1 KOMIaHUH, ¥ ITPOJABLIB KJIMEHTOOPUEHTUPOBAHHBI TOJIbKO Ha ciioBax. Harpumep, neii-
CTBYIOIIME KJIMEHTHI, KOTOPbIE PadOTAIOT C KOMITAHUEH OYe€Hb MHOTO JIET, HE TTOTy4aloT HUKAKUX TTPH-
Buternii. Hukako# 61arogapHocTd, HUKakKux OOHycoB — Hu4ero. Jlaxe «cnacn6o». Korna komnanus
OPUEHTUPYETCS Ha KJIIMEHTOB, OHA HAXOAUT CIOCOOBI MOOIAroAapuTh UX 32 TO, YTO OHK C KOMITAaHUEH
MHOTO JIeT: OOHYChI, CKU/IKH, BbIICTICHHAS JIMHUS U1 KOHCY/IbTAIMK. .. [laske MpocToro «crnacudo»
ObIBAET JJOCTATOYHO, YTOOBI TIOKA3aTh KJIMEHTY, YTO OH BaXKEH U UTO €ro IeHAT. BaxkHo, 4TOOBI ¥ TIpO-
JaBell, ¥ KOMIIaHWsI TOHUMaJIM, YTO MIMEHHO OHU JeJ1aioT. YToObl 3T0 ObIJI0 0CO3HAHHO. YTOOBI KJH-
EHTOOPHEHTHPOBAHHOCTh OblIa HEe a0CTPAKTHBIM TEPMHUHOM, & KOHKPETHBIMH JEUCTBUSMU. OIHAKO
HE CTOUT XBAaCTaThCsl STUMHU JEUCTBUSIMU CIMIIKOM aKTHBHO. He Hy:KHO rOBOpUTb: «MBbI KIIMEHTO-
OPUEHTUPOBAHHBI», — U KpuyaTh 00 3TOM Belofy. [lycTh Ballla KJIMEHTOOPUEHTHPOBAHHOCTh caMa
YIUBIISIET KJIMEHTOB.

JlymaTh, 4TO KJIME€HTOOPHEHTHPOBAHHOCTH = BEKJIHBOCTh

Hekotopsle iymaioT, 4to 9T0 paBHO3HauYHbe OHATUSA. K cuacThio, 310 janeko He Tak. Kim-
EHTOOPUEHTUPOBAHHOCTh HE OIPAHMYMBACTCS TOJIBKO BEKJIMBOCTHIO. DTO OYEHb MaJiasi YacTh ITOTO
HaBbIKa. YacTo IMMpOoAaBIbl, KEJIad OBITH BEXKJIMBBLIMU U Aaymasi O TOM, Kak OBl HE pa3odyapoBaTh KJIU-
eHTa, HAYMHAIOT, CAMH TOTO He OCO3HaBasi, eMy BpaTb. Hanprmep, 00eIaloT rmepe3BoHUTh uepes MsiTh
MUHYT, a JIeJIAl0T 3TO Yepe3 yac. Bpone Obl XOTesu MpocTo ObITh BEXKJIMBBIMU, HO 1O (DAKTy BEXJIH-
BOCTb CTaJIa BPaHbEM.

Eme oy ciyyaii, Korjaa, mpocTo kesiast ObITh BeXKJIMBBIM, ITPOJABIIHI JICNIAI0T TOIBKO XYyXKe.
Kient npocut: «Jlaiite MHe, okaiy¥icra, Takoe-To 000pyJOBaHHE, TOJIBKO HE KaK Y BaIlIUX KOHKY-
PEHTOB U3 KOMIaHUM Z, J1aiHO?» VI TOBOJBbHBIN MpoAaBel] roBOpUT: «KOHEUHO, y Hac He KakK y KOH-
KYPEHTOB, y Hac Jyuie». [Ipogaer 3To o6opynoBaHue, a HOTOM KJIMEHT BO3BPAIIAETCsI C TPETEeH3UEH:
«$1 e Bac MPOCUJI HE KaK y BallIMX KOHKYPEHTOB B KOMIIAHUM Z». JKenast ObITh BEKJIMBBIM, ITPOJABEL]
MPOCTO HE 3aXO0TeJ CHpAIIMBaTh y KJIUEHTA, YTO e MMEHHO €My He IMOHPABHUJIOCh Y KOHKYPEHTOB.
OIHUM BOMPOCOM, XKeJjlasi IOMOYb, a He MPOCTO OBITh BEXKJIMBBIM, MPOJIABEI] MOT JIETKO M30eXaTh
MOIOOHOW CUTYAIHH.

HAyMaThb, 9YTO KJIHMEHTOOPHEHTHPOBAHHOCTD — 3TO JaTh KJIHEHTY

TO, UYTO OH XOYET

K coxkanenuio, caMu KJIMEHTHI JIaJIeKO He BCer/a 3HaIoT, 4ero Xotsat. OHU MOTYT 3HaTh, KaKyI0
npobeMy WM 3a/a49y UM HYKHO PellUTh, HO OHU HE J0Ta/IbIBaThCs, KAKOU MPOAYKT ITY MPoOIeMy
pelaeT HauTydIIiM 0O0pa3oM.

BriBaeT, 4TO KJIMEHT JlyMaeT, YTO OH 3HAeT, KAKOHM MPOAYKT eMy HYyXkeH, HO Ha caMOM Jiejie
ommbaercs. Jlaieko He BcerJa KJIMEHT — IKCIEPT. A TIOTOM OH MIPUXOIWT W TOBOPHT: «VI3BUHUTE,
HO 3TO HE TO, YTO MHE ObLIO HYXKHO. MBI, TTOXO%e, OIIMOIUCE, TaBAlTe CeaeM BO3BPaT».
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A ObIBAIOT Cilyyau, KOrJa KJIMEHTa Jake MOTYT YBE3TH Ha «CKOPOI» TOJNBKO M3-3a TOTO, YTO
eMy TIPOJaJId TO, YTO OH MOMPOCHI. YesloBeK MPUXOAUT B KO(PEHHIO U, kejasi MormpoOoBaTh YTO-TO
HOBEHbKOE, 3aKa3bIBACT HAITMTOK C HE3HAKOMBIM J171s1 ce0st HazBaHueM. Bapucra 6e3 BCAKMX BOIIPOCOB
FOTOBUT HAIIMTOK U OTAAET KJIMeHTY. Hu o ueM He nmomo3peBaroluii KJIMEHT BHIIIMBAET, €r0 CepALe
HAYMHAET KOJIOTUTHCS CO CTPALIHOM CHJIOW, €My CTAaHOBUTCS CTPAILHO, U OH BBI3BIBAET «CKOPYIO».
OkaspIBaeTcsi, YTO 3TO OBbLT CaMblii KPENKHWil HAIMMTOK U3 BCeX. B ero cocraBe He OAWH U HE /Ba
3CIIPECCO, a MATh.

Ecnu BBI pocTO mposaere To, 4To MPOCUT KJIMEHT, HUUETO HE BBISICHSS, 9TO HE KIMEHTOOPU-
€HTHPOBaHHO. KIMEHTOOpUEHTUPOBAHHO — TO MPOAATH HE TO, YTO BAC NOIMPOCUIIH, a TO, YTO MOA0M-
AET KJIMEeHTY JIyullle BCero M HaIy4IIuM 0Opa3oM peluT ero 3aaady. A JIsi 3TOro CHavasia HykKHO
3aJaBaTh EMY BOIIPOCHI, & HE PaJIOBaThCsl TOMY, YTO OH CaM U3bSIBIII KEJIaHUE UTO-TO KyNuTh. Jlyure
HE MpofIaTh COBCEM, YeM MPOAATh HE TO.

JlymMaTh, 4TO KJIHEHTOOPHEHTHPOBAHHOCTb — 3TO MPOrNdaThCs

N0 KJINeHTa

Tak yacTo AymaioT HauMHAIIKe MTPoAaBIbl. OHU CUMTAIOT, YTO OBITH KIMEHTOOPHEHTHPOBAH-
HBIM — 3HAYHT BO BCEM yOJaxaTb KJIMEHTa, ObITh YCITyKJIMBBIM U 3aricKuBaomum. «/Ban [letpoBuy,
OZIHy CEKYHJIOUKY, MTOXkaJyicTa, celyac Bce ucnpasuM. [Ipocture, U3BMHUTE, YTO OTBIIEKJIA Bac». To
€CTh HaXOJUTHCS B YCJIOBHOM MEPErOBOPHOM NMo3uiu cHu3y. Vnu B ponu npocsiuero.

Korga Mbl 0CO3HaHHO 3aHMMAaeM UMEHHO TaKyIO ITO3ULIUIO U TAKYI0 POJib, IPOUCXOIUT CIIELy-
ouiee:

1. DTO MOXET MOHPABUTHCS KAKOK-TO YaCTH KJIMEHTOB, OMHAKO OOJIbIIAs YacTh He OyleT Mpo-
SIBJISATH K BaM yBaxkeHHs1. Eciu oy 4yBCTBYIOT, UTO KTO-TO ciabee, HAYMHAIOT JaBUTh elie OOJbIIIe.

2. 3aHMMas O3ULMIO CHU3Y, BBl IIPOBOLIMPYETE KJIMEHTa CeCTh BaM Ha 11el0. OueHb CKOpo OH
HAYHET [TPOCUTh O TOM, YEM BBl 3aHUMAThCS HE JOJLKHBL. M cOBceM CKOpPO 3TO CTaHEeT HOPMOH.

BaxHo Bcerga HaXoauThCs B O3ULIMU HA PaBHBIX. Bbl HUUEM He Xyke KJIMeHTa, KJIIMEHT HU4eM
He Xyxke Bac. VI 13 3TOro cocTosiHus BbI ¥ JOJDKHBI [IeJIaTh BCE BOZMOKHOE, YTOOBI TIOMOYb KJIEHTY.

INPUMEPBbI HEKJIMEHTOOPUEHTUPOBAHHOCTHU
N KJIMEHTOOPUEHTUPOBAHHOCTH

OTcyrcTBHE yBaXkeHHs

Harpumep, cioBo «3apackre». Bpome Obl 0OBIYHOE CJIOBO, KOTOPOE MPOUCXOAMT OT CJIOBA
«311paBcTBYITE». OIHAKO MOIBITKA COKPATUTh €r0 YaCTO PAaCLIEHUBAETCS KJIIMEHTAaMU KaK HeyBaxe-
uue. Eciu ucronb3yerte 310 CIOBO B MPUBETCTBUM, YIIOTPEONISIITE €ro TOIbKO MOMHOCTHIO. Elrle onun
MapKep, KOTOPBIH ITOKa3bIBaeT Ballle HeyBaXEHUE K KJIMEHTY, — (hpaza «1 Bac ycipimams. OueHb MHO-
TUX JIOJed OHA pa3[pakaer, O3TOMY, YTOObI HE TIPOBOIMPOBATh KOH(IIMKT, JIyUllle €€ He UCIIOJb-
30BaTh.

Cioz1a sxe MOKHO OTHECTH (bpasbl-0OfI0JKeHH s, HarpuMmep «JlagHo, roBopuTte», Ui «XO0pollo,
TOBOpPUTE, 51 BaC CIIyIIa0». 3BYUUT TaK, Kak OyATO Bbl IO3BOJIMJIM KJIMEHTY YTO-TO CKa3aTh. KiMeHT
MMeEeT MPaBO FOBOPUTH U O3 BaIllero pa3pelieHHsl.

CusiTHe ¢ ce0s1 OTBETCTBEHHOCTH 32 MP00JieMy KJIHEeHTa

Korna nponasen ropoput: «Her, Mbl 3T0r0 HEe ymeeM»; «Huuem He Mory nomoub»; «Huuero
HE MOXeM cJiesiaTh»; «He momyauTcsi».

Bcromuute cutyarmu, Korga Bam Ha MpockOy oTBeuasn ¢ppasoit: «He momyuures, HIYeM
HE MOry NoMoub». UTO BBl IIpU 3TOM YYBCTBOBaIM? A Tenepb BCIIOMHMTE CUTYallU{, KOIZa BaM
MCKpPEHHE MOMOIJIM, XOTsl He 00s13aHbl ObUIM 3TOrO AesaTh. Uto BBl uyBcTBOBAIM Toraa? Korga mbl
oTBeyaeM KimeHTy «He momyuuntcs», «Huuem He MOry MoMoYb», Mbl CHUIMaeM C ce0si OTBETCTBEH-
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HOCTB 32 ero Borpoc. «[Ipyr, pazoupaiicst cam, — TOBOPUM MBI eMy. — DTO TBOM PoOIeMbl. 51 31ech HU
pu yemM». B 3TOT MOMeHT coOeceJHUK HAaYMHAET YyBCTBOBATh ceOs1 OECIIOMOIIIHBIM, Y HETO MagaeTt
HACTPOEHMeE, KeJIaH!Us IPOAOJIKATh TUAJIOT He ocTaeTcs. B Takux ciyyasix MOTeHIMATbHbIA KIUEHT
¢ OOMBIIION BEPOATHOCTBIO TAK M OCTAHETCS] MOTEHIMAIBHBIM, a JEHUCTBYIOIINMN, BEPOSITHO, 3ayMa-
eTcsl: «A CTOWT JI1 MHE C HUMH padoTaTh?» [109TOMY BaXHO ClieaTh BCe BOZMOXKXHOE, YTOOBI BOITPOC
KJIMeHTa pernwics. [laxke ecnu Bompoc He KacaeTcst paboThl Baleil KoMraHuu. [laxe eciii KIMeHT
oOpartuiicsi K BaM He 110 ajipecy. Baia 3amaua — caenarh Tak, 4ToObl OH OCTAJICS JOBOJTBHBIM.

Harpumep, KJIMEHT XO4eT, 4TOObI BbI CAENAIN YTO-TO, YETO BB AeiaTh He ymeere. Kak ObITh
B 370M cutyaruu? [TosicHuTe, 4TO B JAHHBI MOMEHT Bbl HE 3aHUMAETECh STUM, TIPH 3TOM BbI MOKETE
TMOJICKa3aTh €My KOMIIAHUH, KOTOpble 3TUM TOUHO 3aHuMaiotcsi. OTkpbiTh 2I'MIC v moboii apy-
IOl CIIPaBOYHMK, TPOJUKTOBATh EMY KOHTAKThI 9THX KOMIIAaHWM, MOACKa3aTh aapeca. U He Goritech,
YTO TW KOMIIAHMU MOTYT ObITh BAaIllIUMHU KOHKypeHTaMu. KireHT 00s13aTesIbHO OLIEHUT Ballly 3a00Ty
1 HeOe3paznmuure. VM B Oyayiem mpu Jiro0oM yIoOHOM ciiydae OyleT paccKasbiBaTh, YTO B Ballen
KOMITaHUU paboTaloT KJIacCHble pedsaTta. A capadaHHOe paauo — 3To Jiydmas pekiama. Uimure Bo3-
MOXXHOCTU TIOMOYb Y BAPUAHTHI PEIlIeHUs] BOIPOCA, & HE MPUYKHBI, TOYEMY 3TO CAeaTh He MOJy-
yntcs. 3amenute (pasy «He monyuutcs» Ha «Mbl cliesiaeM Bee BO3MOXKHOE, YTOOBI TOMYYHAIOCH»
i «Bce NMony4YuTcest py YCIOBUH, UTO. .. ».

OTtcyTcTBHE KeJaHus TOMOYb

— 3e60Hume no opyzomy meneghomy.

— B6oHume ceoemy mereoxncepy.

Hukxomy He HpaBuTCA chblmarh Takue ¢pasbl. Hu omuH yenoBek He JIOOUT CUTYalluu, KOrjia
€ro OTIPABJISIIOT U3 OJHOTO KaObWHeTa B IPyrou, a IOTOM OKa3bIBACTCs, YTO HYKHO OBLIO TIpHeXaTh
Ha Jqpyroil KoHerl ropoja. [1o ¢akTy BOIPOC KJIMEHTAa MOXHO OBLJIO PElIUTh 32 HECKOJIBKO MUHYT,
HO 3TO PACTSTUBACTCS HA IIEJIbIN JISHb WM Jake Heledr. Takoe MpOUCXOUT, KOTjla Y COTPYAHMKA
HET MCKPEHHETO XeJIaHWsI TIOMOTaTh, BHUKATh B CYTh BOIPOCA WX MPOJIaBel] POCTO OOUTCS B3SITh
Ha ceOsl OTBETCTBEHHOCTh. TaKOMY COTPYIHUKY BCE PABHO, CKOJILKO BPEMEHU IMOTPATUT KJIMEHT, YTO
3a BOMPOC Y HETrO U UTO OH YyBCTBYeT. EC/ BB XOTUTE TOBOPHUTH O JIOJTOCPOYHOM COTPYITHUYECTBE,
BaXXHO HAYYUTHCS TIPOSBIIATH SMIIATUIO, BXOAUTh B CUTYAIIUIO KIMEHTA U UCKPEHHE eMy TIOMOraTh,
He 00sICb OTBETCTBEHHOCTH.

Ecnmu kmeHTy HYXKHO CBA3AThCS ¢ KEM-TO APYTUM, TO MEPeBEUTe 3BOHOK Ha HYKHBIA HOMED.
Ecnu Takoii BO3MOKHOCTH HET, 00s13aTeIbHO MPEIOKUTE COOSCETHUKY CBOIO TTOMOIIIb.

— Hean Heanosuu, Cepeesi cetivac nem na mecme. Ckadxcume, nosxcanyiicma, Kakoi y eac
80NPOC, BO3ZMONCHO, 51 8AM CMO2Y NOMOUD.

TeMm cambIM BbI IPOIEMOHCTPUpYETE CBOKO 3a00Ty. Ecim Bbl He MoXeTe MOMOYb, TO MPEAJIo-
KHTEe cOOECeTHUKY MepeaaTh ero Homep TesnedoHa, YTOObl C HUM CBSI3AJIVCh.

— Hean Heanosuu, si mozy 3anucamo aut Homep menegpoHa, nepedams, Ymo 6bi 360HUNL,
U C 8aMU CEANCYMCS 8 camoe Oaudxcatiutee pemsi. Xopouwio?

Wnu BexJIMBO MPOIMKTYNTE YeJIOBEKY HOMEp, 10 KOTOPOMY €My CJIeTyeT IIO3BOHUTb.

— Hean Heanosuu, éam yooOHO 3anucame HOMEp menegpoHd, no KOMOPOMY 6aM CMO2YMm
nomouw?

— HUean Heanosuu, 0sa sapuanma: s moey 6am npoouKmosams Homep meneghoua, ecau YyoooHo
3anucamo, a Mozy 3anUcamv 8auL HOMep menegona, u ¢ eamu 8 oaudxcaiiutee epemsi cesidcymes. Bam
Kak yooonee?

Jlaxxe ecnm BOMpOC KacaeTcsi He JIMYHO Bac, a Balllero KOJUJIETH, BCErAa IMpejiaraiTe CBOIO
MoMOIIb. BO3MOXHO, BB B COCTOSIHUM OTBETUTh Ha BOIIPOC KJIMEHTA W MOMOYb €My 32 MHHYTY.
ITO MOMOXKET COKPATUTh BpeMsl pellieHrs Borpoca. KimeHT OyneT 10BOJIeH, UTO BOIPOC PEIIUIICS
OBICTPO, 2 He PACTSHYJICS Ha IMOJI/IHS. A KOJIJIera OIIeHUT Ballly MOAISPKKY Y TIOMOIIIb U B CJISAY IO
pa3 OTBETUT TEM Ke.
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Emre npumep: oueHp yacTo MO0 HEOIMBITHBIE, MO0 HEKJIMeHTOOPHUEHTHPOBAHHBIE TIPO/IABIIH,
HE CyMeB IMOMOYb KJIMEeHTY WM He 3Hasl, Kak eMy MOMOYb, TOBOPAT: «YeM s elre Mory rmoMousb ?»
i «$1 yem-To eime Mory Bam 1momoub?» B Takvie MOMEHTHI XO4YeTCsl CKa3aTh: «A Thl MHE HUYEM
¥ HE TOMOT, YTOOBI YTO-TO ellle MpejiaraTth». B 9TOT MOMEHT KJIMEeHT HAuMHAeT YyBCTBOBAaTh, UTO
C HUM He XOTAT OOJIbIIle Pa3roBapuBaTh M CTPEMSTCS MOOBICTpee MOJOKUTh TPYyOKy. EcrecTBeHHO,
TaKoe MOBe/IeHNe He MOXKET MOHPABUTHCS. ECTN BB IOHSTH, YTO HE CMOTJIM PEIIUThH BOITPOC KJIMEHTA,
HUKOTIa He UCTIONb3YiTe Takue ppassbl.

«51 3a0bUT». «S He 3HaI0». «Y MeHs HeT TakoW MH(OpMAITU».

B ciyyasix, korjga Bel TOBOPHUTE KJIMEHTY MOJOOHbIE (Dpa3bl, OH HAUMHAET YyBCTBOBATH, UTO:

— BBI HE 9KCIIEPT B 3TOM BOIIPOCE;

— BBl HE XOTUTE TIOMOT'aTh EMY.

VY KJIMeHTa BO3HUKAET YYBCTBO Pa30vapoBaHMs W HeIOyMeHHs. [Ipu 3TOM BaXHO TIOMHUTB,
YTO Bl U He 00sI3aHbI 3HATh Bcero. [la u gepkarh B rojioBe BCe O/ CHITY TOJIBKO podotam. BakHO
MOKa3aTh, YTO BaM HeOe3pa3InyeH BOIpoc KineHTa. [IpogeMoHCTprpyiiTe, UTO BBl XOTUTE U TOTOBBI
emy momoratb. He Goiitech B3SITh Tay3y, 3alMcaTh BOMPOC U aTh OTBET Yepe3 HEKOTOPOe BpeMsl.
Bo Bpems TenechoHHOro pa3roBopa, eciii MH(POPMAIHIO MOKHO YTOUHUTD Y KOJIJIET WJIA TIOCMOTPETh
Ha BallleM KOMIIBIOTEpe, MOKHO CKa3aTh TaK:

— Hean Anamonvesuu, MUHYmy, NONCANYICMA, st NPSIMO Celfuac 8ce YmouHI U CKaxcy.

[TocTaBbTe pa3roBop Ha yaepkaHue, yTOUHUTE MH(POPMAIIUIO U BEPHUTECH K Pa3rOBOPY:

— Hean Anamonvesuu, cnacubo, umo nooo#coanu, st YymouHu..

Ecnu Bo BpeMst BcTpeur ¢ KJIMEHTOM Bbl TIOHMMaeTe, YTO He 3HaeTe OTBETa Ha BOMPOC, MOKHO
cienarth Tak:

— Hean Heanosuu, si noka He 20mog 0amv Omeen Ha 3Monm 80npoc, NOMOMY 4mMo OH HAXO-
oumcsi He 8 pamKax MOUX KOMNEMmeHyuil, 015 3Mo20 MHe HYHCHO NO3GOHUMb HAUEMY CREUUANUCTTY.
A 3anucan eaut 60npoc u 0053ameavHo 0am 8am OMeem nocae Haulell 6CmpeUu.

Ecnmu He 3HaeTe oTBeTa Ha BOMPOC, TO HE HYKHO TOBOPUTH «HE 3HAI0», TIPUIAYMBIBATH OTBET
Ha X0y WM Bparh. HeT HU4ero mioxoro B TOM, 4TO Bbl Yer0-TO He 3HaeTe u Oepere may3y. ITo Io-
yecTHOMY. [ TaBHOE — He OCTaBIATh BOMPOC KiMeHTa 6e3 oTBeta. He 3HaeTe — ckaxkuTe, 4TO He 3HAeTe,
HO 00s13aTeTbHO BhIsICHUTE. Y mpoCTO mepexonuTe K CieAyolie Teme.

[Mokaxute cobeceqHUKY, UYTO BaM BaxeH ero Borpoc. Eciiu He 3HaeTe, He HY)KHO HU B KOeM
cliyyae ToBOpuTh Takue (pasbl: «Ckopee Bcero, 3T10...»; «HaBepHoe, 310...»; «Jlake He 3HAIO...»;
«He mopckaxy Bam». Eciii He yBepeHBI B OTBeTe, BO3BMUTE Tay3y U y3HANTe. DTO KJIMEHTOOPHEH-
TUPOBAHHO.

Bosi3Hb neperpyautbes

— A dice eam yorce 2060puan...

— A sam ewje paz nosmopsio. ..

— A sam ewje pas 206opio...

[Nono6HOE 0OBIYHO MPOU3HOCAT COTPYIHUKH, KOTOPbIE HE MMEIOT HU MaJICHIIIero Mpe/cTaBIie-
HUS O TOM, YTO TaKOE KJIMEHTOOPUEHTHPOBAHHOCTh. Bo3BpaliaTbcsi B KOMIIAaHMIO 11OCTIE TaKUX (ppa3
HET HU MaJIeWINero kejlaHus. JTO 3acTaBisieT coOeceIHUKa YyBCTBOBATh ceOs B MO3UIMU CHU3Y
1 TIOKa3bIBAET, KaK Bbl HACTPOEHBI 110 OTHOLLIEHUIO K HEMY.

Bam KJIMeHT J0KeH 4yBCTBOBATh, UTO €r0 YBAKAIOT, JTIOOST, MPOSIBIISAIOT K HEMY BHUMAaHHUE
1 3200Ty. TONBKO B 3TOM CiTydae MOXKHO PACCUMTBHIBATH HA IOTOCPOYHBIE OTHOIICHHUS.

11 (ppaskl JIETKO MOKHO 3aMEHHTH Ha OoJiee HelTpasibHble: «BO3MOXKHO, s1 HEBEpHO Bac MOHSLT
(a)»; «B03MOXHO, MBI PYT Ipyra HEJOTIOHSIN .

KnuenT umeer npaBo MOHATH Bac He cpa3y. BO3MOKHO, 3T0O HE OH Bac He MOHMMAET, a Bbl
TUI0XO 0OBsicHsIeTe. He Hy’KHO M CTaBUTh €ro B Takoe MOJIOKEHHe, YTO OH OyJeT YyBCTBOBATh ceOs
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BuHOBaThiM. He Goiitech neperpyauthest. [Ipocto criokoitHo nmoBTopute eie pa3. Crapaiitech s
KJIMEHTA. Bym,Te TECPIICTINBBI.

Jlep:KaTh KJIMEHTA B NO/BEMIeHHOM COCTOSTHUH

Crpiuanu takue passl: «[loka Hu4ero ckaszarp He Mory. TOYHBIX CPOKOB HET» ?

Uro B IIpu 3TOM yyBCcTBOBAIM ? HaBepHska HUYero Xoporero.

Jliony He MOOAT COCTOsSIHUE HeonpeneJeHHOCTH. HeKOTOphIX 3TO MOXKET BBIBOAUTH U3 CeOsl.
Ecmm y Bac ecTb XOTh Kakasi-To MH(GOpMAITH 10 MOBOAY CPOKOB, 03BYUbTe €e. Eciii TOUHBIX CPOKOB
HET, BA)XHO 0003HAYUTh CJIEAYIONIYIO JaTy KOHTaKTa, KOrJa Bbl CBSKETECh C KJIMEHTOM U O3BYUHTE
cpoku. Ecm ecTh TONBKO MpUMEpHbIE CPOKU, HE CTECHSNUTECh UX 03BYYMBaTh. MOKHO MPEJIOKUTD
KJIMEHTY CBSI3aThCsl C HUM, Korja Oyzet 6osnee TouHasi uH(GOpMaIis Ha TOT CYeT.

— Hean Hearnosuu, cpeonuii cpok nocmasku 8 makux cayuasnx — Heoeast. ObbIuHO 6ce npueo3sim
608pemMsl, a mo u pavvue. 3a pemst Moeli padonvl 3a0epiHcKa Oblaa 6ce20 HECKONbKO pas. Y MeHs
makoe npeoNoddceHue: KaKk moavko y MeHst 0yoem 6onee mouHaAsi UHEPPOPMAUUS, 51 MYym dHce ¢ 6aMu
c6:13618at0cb. Xopouto?

IlepekaanbiBaHne OTBETCTBEHHOCTH

— M1 He 6uHo8ambl.

— 9mo e om Hac 3asucum.

— 9mo euHa Opyzo20 meHedxcepa.

KnvenTy aOGCoMIOTHO HE MHTEPECHO, Ybsl MMEHHO 3TO BMHA. KIIMEHT XxoueT, 4ToObl BOMPOC
permIics yepe3 OIHOro yesioBeka — yepe3 Bac. KimeHTy aOcomoTHO HeMHTepecHa BCs Ballla BHYT-
PEHHSISI KyXHsI, UTO Y Bac 00e/1, YeJIOBEK HaXOIUTCS B OTITYCKe, TJie-TO TaM OOoJIbIIias 3arpy3Ka, a KTo-
TO 3a0071e1. Jlio6ast BHyTpeHHsIs1 MH(pOpPMAIHsl, KOTOpasi He KacaeTcsl cCaMoro KJMeHTa, eMy HeMHTe-
pecHa. He nocesiiaiite ero B COOCTBEHHBIE MTPOOIEMBI U TIPOOJIEMbl KOMITAHHH.

A 4TO ke XOYeT CIIBIIATh KJIUSHT?

OH XO04YeT CJIBIIIATh, YTO BOMPOC PEHIUTCS B JYUIIIEM BHUJIE, B MAKCUMAJILHO KOPOTKHE CPOKH,
C MUHUMAJILHBIMH 3aTPaTaMU SHEPTHUH.

He nepeksagpiBaiite OTBETCTBEHHOCTh HA KOTO-TO APYTOTO M YK TeM Oojiee Ha CaMOoro KJIMeHTa.
CocpenoToubTech Ha pelieH|H CyTH BOITPOCa.

— Coznacen, cumyayus HeCmMAaHOAPMHAS.

— lonumaro, s 6bl Ha eauem mecne moxce Mak OYMan.

— lonumaro, mvi coenaem 6ce 603MONCHOE, UMOOLI MAKASL CUMYAUUS. He NOBMOPUNACH 8 OYOY-
wem.

— Cnacubo, umo pacckazanu, Mol 00513aMeAbHO 8 IMOM PA3DEPEMCsL U PEUUM 8AlL BONPOC.

— asice He nepedsrcusatime, Mol celiuac xHce 3mo NONPasuM.

Bo3pmuTe OTBETCTBEHHOCTS 3a pellieHre BOMPOca KJIMEeHTa Ha ce0sl, a eCJI Bbl He B COCTOSTHUN
ero peruTh, TO HAIUTE YesloBeKa, KOTOPBI TOYHO MmoMoxeT. He ocraBnsiite kiveHTa 6e3 BHUMA-
Hus. [IpOKOHTpONMpYITe, YTO BCe 3aKOHUMIIOCH TIIAJIKO.

Ilo3unus cBepxy, NOBeJNTEbHOE HAKJIOHEeHEe

Ciona otHOCATCA Takue (ppasbl, Kak:

— Hocaywatime mensi...

— Caywatime meHsl. ..

— I'osopume.

— Odxcuoatime.

— XKoume.

[MomoOHBIe BBICKA3BIBAHMS TTOKA3bIBAIOT COOECEHMKY Ballle MPEBOCXOACTBO U JOMUHHPOBA-
Hue. YnoTpeOnss Takue pasbl, Bbl yKa3blBaeTe KJIUEHTY, YTO €My CIIeyeT JiesiaTh, U CTABUTE TIOJ
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COMHEHHE BaXXHOCTb €ro cJIoB. CO CTOPOHBI 9TO BRIIJISIIUT Tak: «MHe BooOIIe BCe paBHO, YTO Tl TAM
TOBOPHUILB U AyMaellb. [lenaii uto s roBOpIo».

Jlio6oe noMMHUPOBaHME Yallle BCEro HEraTUBHO CKa3bIBaeTcs Ha pe3yibrare. [loatomy yoepure
13 Balllel peyu Bce (pasbl B IOBEIUTEIBHOM HAKJIOHEHUH.

IIpuka3bl

Clona oTHOCATCS clenytomme (ppasbl:

— Ycnoxoiimecs.

— He kpuuume.

— He pyeatimecu.

Koraa HazpeBaeT KOH(IMKTHAsI CUTyalus, 0Oble (ppas3bl B MPUKA3HON (popMe CKa3bIBAIOTCS
OYeHb HEraTMBHO, TIOTOMY YTO 3TO MPOBOLUPYET KOHPIUKT. A m000i KOH(PIMKT Jydiie 0OXOIUTb
CTOPOHOM, €C/IM Mbl XOTUM JJOTOBOPHUTHLCSI 0 4eM-To. HykHO, HA000pOT, HANPaBUTh AUAJIOT B KOH-
CTPYKTHUBHOE PYCJIO.

Bpauu B ropofckux MOJMKIMHUKAX OY€Hb YaCTO BMECTO TOTO, YTOOBI MO-00pPOMY CKa3aTh:
«[IpoxoauTe moxayicTa», — TOBOPAT B rpyOoi, MpuKkazHo# (popme: «Tak, caemayonuii mpoXoaum».
OxpaHHUKH, KOTOPBIE 3aHUMAIOTCS TOCMOTPOM B a3pOIOPTY, TOKE yacto BMecTo «[Ipoxoaure, noxa-
ayicta» roBopart: «IIpoxogum». IMEHHO Hociie 3TOro y Jiofiel O4eHb YacTo MOPTUTCS] HACTPOEHUE.
Huxorna He npukaseiBaiite. [IposiBisiiite 3a60Ty.

JonKeHCTBOBaHUE

— But 0ondichbl.

— Bui 06s3anbL.

— Bam npudemcs.

Uro aBTOMaTHUYECKU XOYETCS OTBETUTh, KOTJIA Bbl CIIBIIINTE Takue ¢pas3bl? «51 BaM HUYEro
He J107keH». [locnie TakKX CIIOB y KJIMEHTa He MPOCHITaeTcs OOJBIIOrO KeIaH!usl YTO-TO AeNaTh, a YK
TeM OoJiee TIOKyMaTb.

HukTo HUKOMY HHMUero He fomkeH. VIckiiounTe u3 pa3sroBopa nogooHsie (ppassbl:

— Bbt 0ondicHbl 3anaamume. ..

— Bui 06513a1b1 donaamume. ..

— Bam npudemcs noooxcoame.

OpuenTtupyiitech Ha KueHTa. [lepekimounTe Bce BHUMaHUE Ha Hero, 100aBbTe (ppazy: «UToOs!
BBl CMOIJIH. . .» DTO TIO3BOJIUT CMECTUTh AKIIEHT:

— Ymoobwl 8bl cMO2AU HAUAMb NONB308AMBCSL HAUUM NPOOYKMOM, OCMAN0CL OONAAMUMb. ..

— Ymobvl 8bl cMO2AU nOAYUUMb MOBAP 808PeMsl, credyem eHecmu onaamy 00 20-20 uucaa.

— Ymobwt cneyuanucm cmoez 8am nomous, nompedyemcs 30 murym. Bam yoooro noooxcoams?

EcTb pa3HuIia Mex/1y «OCTaJloCh AOMJIATUTE» M «BbI JOJDKHBI 3aIUIATUTh» ? A MEXIy «BbI 0051-
3aHbl BHECTH» U «BaM cjieyeT BHecTh»? KoHeuHo, ecTb.

Hpasoyuenus

— Haoo 610 3apanee oename...

— A nouemy 6wl MHe paHbute He ckazau?

ITO 3BYYMT KaK YIPEK U 3aCTaBJIsAeT KJIMEHTa onpaBabsBaThes. [Ipogaike 310 HUKAaK HE TIOMO-
raer, TOJbKO AOOABJISIET HEraTHBa B BAlll JUAJIOT.

Bmecto 3TOro Bel MOXETE CKa3arh Tak:

— Usan Hearosuu, celiuac yoice Mvl ¢ 8aMU Ha SMO NOBAUSINb He ModHcem. QObIMHO 8 MAKUX Y-
Uasix Mol C HAWUMU KAUEHMAMU Peutaem 3mo HemHozo 3aparee. IIpocmo é caedyrowuii pas, umoowl
8bl CMO2U NOAYUUMb BCE BOBPEMSL, COBEMYeM UYMb 3aparee 00 3mMom cooouumo. Xopouo?

Takoi moaxon 6e3 HpaBOyUSHHI TIO3BOJIUT U30eXkKaTh MOSIBJICHUS] KOH(DIMKTOB.
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IIpeanonoxkenust

— Bvt umo-mo nymaeme.

— Bui, Haeeproe, 3a0vi1u.

— Bui, HasepHoe, Hac ¢ KeM-mo nepenyma.ni.

Jlaxe B ciaydasx, KOrja KJIMEHT JIEHCTBUTENIBHO UYTO-TO TIEperyTas, He CTOUT eMy 00 3ToM
TOBOPUTh. DTO MOXET BbI3BATh HETaTUB C €r0 CTOPOHBI, U TMAJIOT TIPEBPATUTCS U3 KOHCTPYKTUBHOTO
B SMOITMOHAJIBHBINA. OTKaKUTECh OT MOAOOHBIX (ppas.

®dpa3pl ¢ ABYCMBbICJIEHHBIM OTEKCTOM

— Ymo eéam ne upagumces?

— Ymo eac ne ycmpaueaem?

[NonoGubie (ppa3bl UMEIOT HEraTUBHYIO (POPMYIUPOBKY M HEraTMBHbINA OKpac. EcTh OosbIIoi
PUCK, YTO KJIMEHT MHTEPIPETUPYET X KaK Hae3Jl ¢ Bameld cTopoHsl. OCcOOEHHO KOrjia WHTOHAIUS
He camas JpyxemoOHas. YToObl MCKITIOUUTh TIONOOHBIN PHCK, JTyUllle NCIOJIb30BaTh CJIOBA, CMsTYa-
IOIIME BaIly peub:

— Uean Heanosuu, n0360.1vbme noUHmMepeco8amvCsi, 8 Yem UMEHHO COMHEHUS.

— Hean Heanosuu, nosicnume, nodcatyiicma, Ymo UMEHHO He COBCeM 8AM NOHPABUNOCD.

— Uean Heanoeuu, 0yoy npusnamenen, ecau pacckaicene, umo UMEHHO OblA0 He MAaK, Kak
X0menocw Ovl.

ITO 3ByYUT HAMHOTO MsITue, 4eM (ppaza «A 4TO Bac He yCTpauBaeT 7».

OO0BHUHEHNE KJHEHTA

Ciona otHOCATCA Takue (ppasbl, Kak:

— Bvt mens ne nonsiau.

— Buvl mens He mak nonsiau.

— 9mo eauia suna.

— Buvi camu surosameol.

Bce 3T (ppassl 3ByUar kak KOCBEHHOE UJIH ITPSAMOE OOBUHEHHE. A KaK TOJIbKO KJIMEHT HaulHAeT
YYBCTBOBaTh, YTO €r0 B UeM-TO OOBUHSIIOT, OH MOMEHTAJIFHO TepsieT K BaM JjoBepue. B aTom ciydae
TOBOPHTH 00 YCITEIITHOW MPOJake U JOITOCPOYHOM COTPYJHUUYECTBE HET CMBIC/A. Jlake eciiu KJIMeHT
JENCTBUTEIIHHO IIJIOXO IMOHUMAET WIM MIOHMMAET BaCc HE TaK, KaK BbI Obl XOTEJIM, 3TO HE 3HAYMUT, YTO
OH BUHOBAT. BO3MOXXHO, BBl MPOCTO TOBOPUTE HE Ha ero si3bike. KimeHTH ObIBalOT pasHbie. M Mbl
JOJDKHBI YMETh HAXOIUTh OOIINI S3BIK C KKABIM U3 HUX. 3aMeHUTe 3TH (ppasbl HA:

— A npouty npouseHUst, 803IMONCHO, Mbl OpYe OpYea HEOONOHSLAU.

— Bozmosicro, s He coscem NOHSMHO 00BSCHUAN.

— BozmooicHo, 51 He coscem NOHSIMHO 8bIPA3UNCSL.

CylecTByeT MHEHHUE, UTO KJIMEHT Bcerna rnpas. Ho ObIBAOT ciiyyau, KOTjia KJIMEHT JAeHCTBU-
TEJILHO UTO-TO JIeJIAeT He TaK 1 ObIBaeT aOCOIOTHO HellpaB. Ecim Bl XOTHUTE TPOJABaTh TAKOMY KJTHU-
eHTY, HU B KOeM cllyyae He OOBHHsITE ero. Bel B koHeuHOM cueTe yero xotute? [Tpocto ObITh Tpa-
BbIM WJIU TIOJTyYUTh MPOJAKy?

[Nemexon nepexoquT JOPOTyY IO MENIEXOAHOMY TIepeXoy ¢ MBICISIMHE: « S uay o 3edpe, 3Ha-
YUT, MEHsI BCE JIOJUKHBI MIPOMYCTUTh», — M HE CMOTPHT IO CTOpoHaMm. Ero cOmBaeT aBTOMOOWJIb,
Y OH OTMpaBJIsieTcsl Ha OOJNILBHUYHYIO KOMKY. Kakoii cMBbICTT Terephb B ero mpaBoTe, eCiid OH IMPUKOBaH
K nocresin? Yto u KoMy OH xoTen Joka3arh? M komy Teneps HyxHa ero npasora? OaHO BUXEHHE
TOJIOBBI ¥ OTCYTCTBUE JKeJIaHUsI ObITh TIPABBIM BCE MOTJIM U3MEHUTh. TOYHO TaK e U C KJIMEHTaMHU.

Kakoii cMbICIT B TOM, YTOOBI JOKA3aTh KJIMEHTY, YTO OH HEMpaB, €CJIM B 3TOM CJIy4ae MbI €ro
norepsiem?

IlepeBon pasrosopa B (hopMaJIbHBIH PeKUM

— B 0020860pe sice ace nanucato.
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— Bul dice camu 002060p noonucanu, 6ac HUKMO He 3ACMABAsN.

— Mot ne 0653ambl 3mo20 deaanme.

— B nynkme X 0o2o60pa, Komopblii bl NOONUCAAU, HANUCAHO, YMO. ..

Korga yenoBek ciplmuT nogoOHbIe (ppa3bl, OH HAYMHAET YyBCTBOBATh Ce0s I OOMaHYThIM,
WM TypaKkoOM, KOTOPBIH 10 COOCTBEHHOH ITTyIIOCTH HE YMTall 10roBop. M TOT U Ipyroil BapuaHT Jyis
KOMITaHMM ¥ TIpOJaBLia HeBHITOAHHKL. [locie Takoro pa3sroBopa y KJMEeHTa He OCTAaHETCs KeJIaHUs y Bac
MOKyTMath. Jlake ecm eMy HpaBUTCS Ball MPOOYKT, U3-32 OOM/IbI OH MOXKET MPUHIMIHATBHO KYITUTh
B JIpyroM Mecte. B Takux ciyuasx HeoOXOOMMO ClesiaTh BCe BO3MOXKHOE, YTOOBI PEIIUTh BOIPOC,
HE OTIIPaBJIsAs KJIMEHTA B IMyHKTHI IOTOBOpA.

(1) ITpu sTOM BaXKHO:

1. Bce BaxxHBIE ITyHKTHI IOTOBOpa (CyMMa, CPOKH, BaKHBIE HIOAHCHI) O3BYYMThb KJIMEHTY JO IO/~
MMCaHus1 J0roBOpPA.

2. JloroBop /1aBaTh Ha O3HAKOMJIEHUE, YTOObI IOTOM HE BO3HHMKAJIO TAKMX BOITPOCOB.

3. Becerga cnpaivBarth, BCe JIM B JOTOBOPE MOHSTHO.

«KimeHT» nuImeTcst ¢ 3arJaBHOi OYKBbI

3a cuer Koro KOMIaHUs CYIIECTBYET U pa3BUBaeTcsi? 3a cueT KJIMEHTOB, KOTOPbIE TOTOBBI ITOKY-
narh Balll MTPOAYKT.

OTKyza B3sUTMCh ISHBI' M Ha BBITUIATY 3apIiiaThl? OT KJIMEHTOB, KOTOPbIE KYIHJIN MPORyKT. Kiu-
eHT MOXET CIeJIaTh TaK, YTOOBI ¥ Bbl, 1 KOMITaHHSI CTal OaHKPOTaMH, OTHUM JEHCTBHEM — ITPOCTO
Hayarh MOKYIATh 3TOT Xke ToBap He y Bac. A MOXET cliesiaTh Bac U KOMITaHUI0 Oorayve.

[ToaToMy B 3HaK yBaKMTEJIHHOTO OTHOIIEHHS K KIIMEHTaM BCerja v Be3/ie MuImTe ciioBo «Kiu-
eHT» C OOJIBIION OYKBHI.

DTO MPaBUJIO JEUCTBYET KaK B JEJIOBOU MepenvcKe, TaK U MPH OOIMIEHUH B PA00OYMX U JIMIHBIX
Yarax MexJy COTpyIHUKaMU. KIIMeHTHI 3aCTyKUIIM 3TO MPaBUIO. DTO 3HAK YBAKEHUSI U €KSIHEBHOE
HAIOMUHaHKEe BCEM COTPYAHUKAM, IS KOTO OHU PabOTaIoT.

KoppekTops! HacTosiI Ha TOM, 4TOOBI YOpPaTh U3 KHUTH 3arjiaBHbIe OYKBH B cIoBe «KineHT»,
MOTOMY YTO 3TO IPOTUBOPEYUT HOPMaM HAIKCAHUS U MOKET OTBJIEKaTh unTaressi. [Ipuiiock corna-
CUThHCH.

IIpoakTHBHBIN MOIX0.]

Kak Jacrto BbI BcTpeuaeTe MpogaBLOB, KOTOPBIE He JOOAT CBOIO padOTy U BCEM BHIOM JEMOH-
CTpUpPYIOT 3T0 MoKymnaremo? Kak Bemyt cebs Takue mponapibi? CHavada OHM ITTyOOKO B3/IBIXAIOT
¥ HEOXOTHO OepyTcs 3a Aeno. Ha Borpoc, uem oinH ToBap OTJIMYAeTCsl OT APYTroro, HAUMHAIOT YUTATh
C JIUCTOYKA WJIM OTBEYAIOT OAHOCIOKHO. Ha mpochOy mokazaTh TOBap C JalbHEN MOJKH MEIJICHHO
UIYT 32 KJTI0YaMH, IEMOHCTPHUPYSI, YTO OHA BOBCE HE XOTST 3TOTO JiesiaTh. Bech Auasior y HUX CTpo-
uTCA B (popMate «OTBETHI HA BOMPOCHI MOKyMaTtesisi». HUKTO He MposiB/isieT MHUIMATUBY W HE TIPeI-
MPUHUMAET HUKAKUX aKTHBHBIX JIelicTBUM. [laxke ecyii Bbl OMH pa3 c/iesiaeTe MOKYIKY B 3TOM Mara-
3WHE, TO BPS/L JIU 3aXOTHTE BO3BPAIIIAThCS CIOJ]a CHOBA.

[TpencraBbTe, U4TO BBI MPOCKTE MTPOJABIIA JaTh BaM OYJIKY XJieba, MaiioHe3 ¥ KoJ10acy, mpoaaBell
BCE OTHAEeT, U Bbl YXOIUTE. DTO HA3bIBAETCSl PeaKTHBHbIN MOAX0] K mpoaazke. [Ipoaasen nenaer
TOJIBKO TO, O YeM ero nonpocuin. Ho cyiectByeT npoTUBOIONI0KHBII METO/ — NPOAKTHBHBIN MO~
xo/. Koraa nponagert He MpocTo AaeT KJIMEHTY TO, 3a4eM OH MPHILE], a BeJET MOJTHOIEHHBIN AUAJIOT,
3a1aeT BOIPOCHI, UTHTEPECYETCsI, UCKPEHHE MBITAETCs TIOMOYb M MOAOMPAET JIyUIlnil BApUaHT. BaxkHo,
YTOOBI KJIMEHT HE MPOCTO OCTAJICS A0BOJIEH, @ YTOOBI OH OBUT B BOCTOPIe, OTTOTO YTO BCTPETUJI TAKOTO
YeJIoBeKa, Kak Bbl. B 3TOM ciydae OH C OrpOMHOM BEpPOSITHOCTBIO BEPHETCS] IMEHHO K BaM U C 00JIb-
ITI0i BEPOSITHOCTBIO TIOCOBETYET BAC CBOMM APY3bsIM UM KOJIJIETaM.

[TpoakTUBHBIA TOAXOA — 3TO KOIja KJIMEHT MPOCUT XJieO, MailoHe3 u Kondacy, a mpoaasell,
BMECTO TOT'O YTOOBI IIPOCTO OTIATh ST MPOAYKTHI, MOHUMAET, YTO MOKYIATesb XOUeT cleaaTh OyTep-
OpoIIbI, ¥ MpejiaraeT eMy yke He MPocTo XJjied U Koibdacy, a roToBble OyTepOpobl, KOTOphIe OymayT
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ropasao BKyCHEl, IOTOMY UYTO B HUX €CTh eIlle ChIP U TIOMUJIOP, M KOTOPbIE OCTAHETCS TOIBKO pa3o-
IpeTh B MUKPOBOJTHOBKE.

[Tpoak TMBHBIN MOAXO/ — 3TO KOTJIa MBI HE kJIEM 3a1poca OT KJIMEHTA, & CAMH ITHITAeMCsI TOHSITb,
YeM Mbl MOXEM eMy TIOMOYb, KaK MBI MOJKEM 3TO cIesIaTh Jydille, ObicTpee, MHTepecHee. MBI uiiieM
JYYIIUEA, MAaKCUMaJIbHO YIOOHBINA BAPUAHT IS KJIIMEHTA, IEMOHCTPUPYEM CBOIO HCKPEHHIOK 3arHTe-
PECOBAaHHOCTh, TOTOBHOCTb U JkeJTaHhe TIOMOYb. 3a00THMCS O KJIMEHTe TaK, Oy/TO OH ISl HAC CAMBbIi
OJTM3KUI YeTOBEK.

Bort uto BHI kenaete camu ceOe? Toro ke xenaite u KiveHTy. UYTo BBI KelaeTe caMoMy poji-
HOMY | JIoOMMOMY 4esioBeKy? Toro ke u xkenaiite KivMeHTy. Eciv OH 3TO MOYyBCTBYET, TO MOKHO
CMeJIO PaCCUMTHIBATh HAa TO, YTO OH OCTAHETCS C BaMH HAJIONTO.

PeakTuBHBIN MeHeXep TONb3yeTcs (ppa3amMu:

— A ne sunosam.

— A ne 3nato.

— A He 3Har0, nouemy max noAYUUAOCH.

— Om MmeHs1 Huue20 He 3a8uceno.

— Kauenmy Huuezo He HaOo.

Ay IpOaKTUBHOTO TPOJABIIA BCET/a B TOJIOBE 3BYYAT CJICAYIOIIHE BOITPOCH:

— Yem 5 eue moey nomouv kauenmy?

— Kak 51 mozy damwv 601vute nonv3ol?

— Yemy s Hayuuncs 6 smoti cumyavuu?

— O uem ewje mHe credyem nooymamu?

— Ymo 5 euwe moey coenamu, umoodbl NOMoOUs?

IIpeBocxoauTe 0XKNAAHNS KJINEHTA

BcromuuTe cutyanmu, Korjaa Ballly OKUIAHUsSI HE onpaBiaiuch. Kak dyBcTBoBanmu cedst mpu
stom? PazouapoBanue? Hepoymenue? 3mocth? X0Tesn0Ch i1 BO3BPAIAThCSl BHOBb B 3TO MeCTO?

EcrecTtBeHHO, HET.

KrmeHTsl Bo3BpammaioTes Tyaa, rae MPeBOCXOAT UX OKUIAHUS U JINAI0T 9yTh OOJIbIIE, YeM
apyrue.

BosbMem 11 mpriMepa JiBe TpaHCTIOPTHBIE KomraHuu. [lepBasi oOemaer JOCTaBUTh MOCBUIKY
3a Tpu aHsA. Coep:KUBaeT CBOM OOCLIaHus U IOCTABIISIET POBHO HA TPETUH JIeHb. A BTOpasi KOMITAHUSI
o0elIaeT JOCTaBUTh MOCBHIIKY 32 YEThIpe JHSI, HO JOCTABJISIET TaK ke, KaK ¥ NepBasi, Ha TPETUH JeHb.
B kakom ciyuyae KoMnaHusi IPEB30OUIET OXUIaHUS KireHTa? EcTecTBeHHO, Ta KOMITaHUsl, KOTopast
JOCTaBUJIA TIOCBUIKY paHbIle CPOKA.

Bot nprmeps! posiBiieHus 3a00THI O KJIUEHTE:

Ha ynuue npoxniaaHo — yroctiiin yaem uim Kogpe B ouce.

Ha ynuue kapko — npuHecan CTakaHYMK XOJIOJHOM BOJIBL.

[NooGemany JOCTaBUTh TOBAP 3a CEMb JHEH — JOCTABUJIM 32 TSITh.

KimeHT otnast oTpeMOHTHPOBATh TONBKO SKpaH Ha TeiepoHe, a eMy ellie CaesIaal YICTKY TUHa-
MUKa 1 MUKpPO(OHa.

KiueHrT 3aimen B KOMIaHMIO, a 32 3TO BPeMsI Ha y/IUIe HaYascs JOXK/Ib, 2 30HTHUKA Y HEro HeT.
Emy nopapunu 10kIeBUK. A pyroro KJueHTa MPOBOAWIIN C 30HTOM JIO €ro aBTOMOOMJIS.

KnvenT cpan B rapaepo® KypTKy ¢ OTOPBAHHOM TETEIbKOW — eMy BEPHYJIH €€ C TTPUIITHTOM.

31MO# BO BpeMsi SMMJEMUH BMECTO KOH(ET BCeM KJIMEHTaM AApUiii CIaAKyl0 aCKOPOMHKY.
UrtoObl He Oosten.

KnvenT B kodpeiiHe 3aka3aj TpyU HAMMUMTKA ¢ COOOM M JyMaeT, Kak ke MX yHecTH. bapucra B3sut
BCE TPY CTaKaHa Y MOCTABWII B CIIEIIMAIbHYIO KAPTOHHYIO TIOJICTABKY, U TeTIePh KJIMEHT MOXKET HECTH
BCE B OJTHOM pYKe.
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KnvenT nmokymaer pybaiiky mim O1y3Ky, a ee repej TeM, Kak YIakoBaTh M OTAaTh KJIUCHTY,
[T CTIIIMAIbHBIM OTIIapUBaTesieM, YTOOBI IoMa OH He TPaTHJI Ha 9TO BpeMs.

[TpumepoB MOKeT ObITh OUeHb MHOTO. [Ipy TOM TOJIBKO €AMHUIIBI U3 KOMITAHUH ITPEBOCXOAST
OXHNagaHus KIIMEHTOB. Nk TaKUM KOMITIaHUAM KJIMCHTBI TOTOBBI BOBBpElJ_HaTbCH CHOBA " CHOBaA.

Kak omnaxap! ckazan Maiika Jlest, ocHoBaTens komnannu DELL: «KnneHT HE MOXET ObITh
MIPOCTO YAOBJIETBOPeH. KIIMEeHT 0/keH ObITh IOBOJICH».

I'oBoputh 0 KJIHNEHTe, a He 0 cede

KOF,ZLa MbI 9aCTO HCITOJIb3YEM CJIOBaA «s», «MbD», «HAll», «MOI?'I», «MOW», Mbl OPUCHTUPOBAHBI
Ha cebs1. Mbl TOBOpUM IpO ce0s1 ¥ O TOM, KaKue Mbl KJIACCHBIE. DTO HEe KIMEHTOOPHEHTHPOBAHHBIN
nozixox. CoOeceTHHK yCTaeT OT 3TOro U B UTOTe CIHEHIUT 3aKOHUUTh Pa3roBoOp.

Bor npumeps Takux ¢pa3 ¢ opueHTanmen Ha cebs, a He Ha KJIHMeHTa: «5l Xxouy Bam mpen-
JIOXKUTh»; «Hama koMranus yxke aBaauarh JIET Ha pbIHKE»; «MBbl 3aHMMaeMcs IIPOU3BOICTBOM
U TIOCTABJIsIEM TOBApPHI 10 BCEMY CBETY»; « MBI mpejiaraem»; «51 xotes Obl BaM paccka3arh O Halllei
ycayre». Bee 3Ti (ppassl 03HAYAIOT MCHOIb30BAaHUE OPUEHTAIIUH Ha ceOsl.

Mo3sr ycTpoeH TakuM 00pa3oMm, UTo eMy MpUsTHEe CIBIIATh, KOraa roBopsT mpo Hero. Kiu-
EHTbI XOTAT CJIBIIATH «BBI-OPUEHTAIMIO». [[03TOMY Ba)kHO CMECTHTH aKIIEHT ¢ cedsl Ha coOeceJHUKa
Y HAYATh UCIIOJIb30BATh CJIOBA «BbD», «BAM», «BaC», «Ballle», «Ballla», «KAK Bbl U CKAa3aJIN» U T. 1.

Bot npumep ¢pas ¢ UCronb30BaHUEM «BbI-OPUEHTALIMN»: « BbI MOMyYHTE 3TO 3a OUH JIEHb»;
«Y Bac MOJTy4YUTCs CyLIECTBEHHAs SKOHOMHs OIO[KeTa B 3TOM HaIlpaBJIeHUMU»; «Bbl cMoxere»;
«¥Y Bac ecTb BO3MOXHOCTb MOCMOTPETh M MOMpPoOOBaTh»; «Bbl TOUHO OyneTe yBepeHbl, UTO Bac
He OpocsT, MOTOMY YTO KOMIIAHUSI HA PbIHKE yKe JIBAALATh JIET U OPraHU30BaAJIa THICSYU MTPOSKTOB
Kak y Bac».

BaxHO BMECTO «S1» U «MBbI» Hay4YUTHCA TOBOPUTD «BbI».

BbITh 3KCIEpTOM

HagepHsika OOJBIIMHCTBO U3 BAC CTAIKUBAJIKCH C MPOJIABIIOM, KOTOPOTO BBI IIPOCKIIN YTO-TO
TOJICKA3aTh WM MOPEKOMEH/I0BATh, HO BMECTO 3TOrO OH CMOTPEJ Ha XapaKTePUCTUKHU, KOTOPBIE BbI
¥ CaMU MOIJIM Obl TPOYUTATh. DKCIEPTHOCTH TAKOTO YEIOBEKA B BAIIIMX I71a3aX MOMEHTAJIbHO MajaeT.
W vaime Bcero BbI MPOJOJIKAETE BHIOOP caMOCTOsATEbHO. UTO OBl HU CKa3asl Tenepb TOT MpOoAaBell,
MIPUCITYIIUBATHCS K HEMY BbI BPsI[I JI 3aXOTHUTE.

A ecTb IPOTHBOMOJIOXHBIE CUTYalIMH: KOT/Ia BbI IIPOCKTE MPOJIABIIA ITPOJATH OUH TOBAP, a yXO-
JWTE COBEPILEHHO C IPYTHM, TOTOMY UTO MPOIABELl OTTOBOPHII BAC €ro OpaTh 1 MoKas3aj ToBap, KOTO-
pblii B BalieM ciydyae nouxoauT Oosbine. [IpudyeM cornacuimch Bbl Ha TIOKYIIKY CAMOCTOSITENIBHO,
HUKTO Ha BacC He TaBUJL.

[ouemy BbI emy noBepun? [loToMy 4TO OH MOKa3aj, YTO pa3OMpaeTcsi B STOM JIydllle Bac,
Y Bbl HaYaJM BUIETh B HEM 3KcriepTa. Yem OoJbllie pa3pblB B 3HAHUSIX, TeM OOJIBIIEH SKCIIEPTHO-
CTBIO B BallleM MOHMMaHUU OyeT 00J1aaTh YeI0BEK, TeM BBIIIE /7Sl BAC €0 aBTOPUTET U TEM C OO0JTb-
I11efl BEPOSITHOCTBIO BBl 3aXOTUTE KYITUTh MIMEHHO y Hero. VIMEeHHO M03TOMY BaskKHO, YTOOBI KJIIMEHTHI
BUJIENIU B Bac 3KcriepTa. [Jjist 3Toro Hy’KHO MeaIbHO 3HATh CBOM IIPOAYKT, XOPOIIO TOHUMATh PhIHOK,
3HaTh MPEUMYILECTBA, MPUYEM HE TOJIBKO CBOM, HO M KOHKYPEHTOB. [Ip 3TOM CTaTh SKCIIEpTOM
cus Ha AuBaHe He moiyuuTcs. Yem Oosbine B Bameld padote OyIeT MPaKTUKU, Pa3HbIX CUTYAIHi
1 HEOOBIUHBIX CITy4YaeB, yeM IIyOxke Bl OyleTe BHUKATh B IPOAYKT, B crieluduKy On3Heca, B KOTO-
poM padoTaete, TeM BbIllie Oy/IeT Ballla SKCIePTHOCTb.

Hcnoan3oBanne CJ0B-11APa3suToOB

‘Iepe3 KaxJ0€ CJIOBO I'OBOPHUTH. «HY», «a-a-a», «BOT», «KaK 6b1», «3HA4YUT», «CO6CTB€HHO»,
«3TO0 camoe». Ha HepBbeI B3IVIAA MOXET IIOKAa3aTbCA, YTO B 9TOM HET HHUYEro CTpAIIHOro, OAHAKO
KJIIMEHT BMECTO TOrIO, IITO6I)I AyMaTb O TOM, 9YTO Bbl EMY I'OBOPHUTC, HAUMHACT AyMaTb O TOM, KaK
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BBl 3TO roBopute. VM1 BMECTO TOro, 4toObl KOHIIEHTPUPOBATLCS HA CYTH M MTPEUMYILECTBAX paOOThI
C BaMH, OH KOHIIGHTPUpPYETCs Ha HEeJOCTaTKax B Ballleil peud. be3yciaoBHO, uaeanbHasi, BoIYypHas
peub 0e3 CII0B-Mapa3uTOB 3a4acTyI0 TIOX0Ka Ha HeXKUBYIO, U 3TO TOke TU10X0. CII0Ba-mapasuTsl — 3TO
HE TOJILKO HOPMaJIbHO, HO U B OOJIBIIMHCTBE CITy4YaeB jJaxe oueHb Xoporno. OIHAKO UX He JIOJIKHO
OBITH CJIUIIIKOM MHOTO.

Ckpunt niun He ckpunt? Bot B uem Bonpoc

EcTb MUHMMYM [1B€ IPUYMHBI, IOYEMY Y MHOTHX JIIOAEN C(hOPMUPOBAIOCH CKENNTUYECKOE OTHO-
IIEHUE K CKPHUIITAM.

[lepBas — HU3KUI ypOBEHb KBAIM(UKAMK MPOAABLIOB. YacTo 3TO MPOMUCXOIUT U3-3a TOTO, UTO
KOMITAaHUY HE TOTOBBI 3aHUMAThCs1 00yYEHHUEM COTPYAHUKOB: OHU JJAIOT B PYKHU HAITMCAHHBIN 3apaHee
TEKCT, B TIEpPBbIIl € JEHb CaXKalOT 3BOHUTh M KIYT OT MPOJaBLia XOPOIIMX pe3yJabTaroB. JIOTMUHO,
YTO YeJIOBEK, KOTOPHI HUKOTrIA He padoTas B MPoAakax WM UMeeT He3HAYMTEIbHBIN OIbIT, YATasI
Ja’Ke caMblid JIy4IIMiA B MUPE CKPHUIIT, HE CMOXKET Cpa3y IPHUBJIEYb MHOTO HOBBIX KJIMEHTOB. [Totomy
YTO YUTATh TEKCT HE PaBHO MPO/IABaTh.

[Moka YenoBEeK y4MTCS Ha CBOMX OIIMOKax, HAOMBAeT LIMIIKHU, MPOXOIUT BpeMs. A eciu
COTPYJHUK HUKAK HE aHAJTM3UPYET CBOY 3BOHKH, TO paboTaeT ¢ rpyObIME OIIMOKAMH JOBOJIBHO JIONITO.
Pabotaer 10 Tex mop, MoOKa ero He 3aXOTAT yBOIUTh. Ha ero Mecto BO3bMYT TaKoro ke COTPYJHHUKA
C HU3KOW KBaJM(PHKAIIMen 1 TaK ke JaayT eMy CKPHIIT B HAJIEK /e, YTO OH Oy[eT MpoIaBaTh MHOTO.
Io Bceil cTpaHe HECKOIBKO MUJUTMOHOB YeJIOBeK padoTaloT B mpojaaxax. M nodpasi moioBuHa coBep-
IIIEHHO He 3HAIOT OA30BBIX MPUHIIUIIOB U TPABUJI. DTO MPUBEJIO K TOMY, YTO K 3BOHKaM MHOTHE CTaJIH
OTHOCHUTBCSI C OCTOPOKHOCTBIO, @ B HEKOTOPBIX CIy4asiX — ¢ HeraTuBoM. VIMEHHO 103TOMY B Hallie
BpeMs TpeOyeTcsi cepbe3Hasi MpodecCoHaIbHAS TIOATOTOBKA.

Bropas npuirHa CKeNTUYECKOro OTHOIIEHHSI K CKPUIITaM — HeyMeJiasi 1 HerpaBuiibHast paboTta
1o cKpunty. Yro 3HauuT Heymesnass? DTo Korja KIMEHT [MOHMMAET, YTO MPOJABEl] pa3roBapyuBaeT
10 MAOJOHY WM, TOTO XYKe, YUTaeT ¢ ucta. Kak ToIbKo Barl coOOeceJHUK YCIbIIIAN, YTO BbI Pas3ro-
BapvBaeTe 10 CKPUNTY, Y Hero npomnajaaet qopepue. iIMeHHo Onarogapsi TAaKMM MPOJIABIIAaM Y MHOTHX
yXke cpopMHUpPOBAHO MHEHHE, YTO BCE MPOAABIIBI, KaK POOOTHI, YUTAIOT U BIAPUBAIOT.

Ho 3HauuT 11, 4TO HYXHO OTKa3aTbhcsl OT ckpunTa BoBce? KoHeuHo, HeT. XOpolmuil CKpUIT
co3gaercs mpoeccuoHaJIaMy 1 TP IPaMOTHOM MCIIOIb30BaHUM MOKET IOBBICUTD PE3YJIbTaThl YEJIO-
BeKa B JIECATKH pa3. PaboTaTh 1Mo CKpHUNTY — 3TO HE MPOCTO KAKOE-TO HEMOHSITHOE TpeOoBaHue pado-
tonaresnisi. OH ke He Bpar cebe. XOpOIIMi CKPUINT — 3TO O1aro Aj1sl BCeX: KJIMEHT MojyJaeT uHgpop-
MalIMIo B TIOJTHOM 00beMe, a IPOAaBel] CHUKAET BEPOSTHOCTb 3a0bITh YTO-TO CKA3aTh WM CIIPOCUTD
¥ TIOBBIIIIAET BEPOSTHOCTh BHIMIOJIHEHU I TUIaHa Tipoaax. Hy a 1uist Komnanuy 3To 3HaUuT, YTO OyAeT
OoJbIIIe TOBOJIBHBIX KJIMEHTOB, a 3HAUUT, U Oojee BhICOKask MprObUTh. Ho 310 OyneT mpoucxoauTh,
TOJIBKO KOI/Ia COTPYAHUKHU pabOTaIOT MPABIIIBHO.

['maBHOE ycoBHE PadOTHI MO CKPUMTY: COOECEIHNK He JOJIKEH A0ragarhes, U4To Mepes BaMu
ecTb nozckaska. [loatoMy 3aa4ya coTpygHUKA — BBIYYUTh CKPUIIT HAU3YCTh U 3HATh, YTO IJI€ HAXO-
JUTCS, YTOOBI HE TPATUTh Ha 3TO BpeMsi. TONBKO TOra MOKHO OTBEYATh €CTECTBEHHO U HENTPUHY K-
neHHo. B aToM cityyae yenoBek He OyleT OllyiaTh, YTO C HUM pa3roBapuBaeT poOoT, KOTOPHIH JeaeT
Tay3bl, BITASICh HAWUTU HYKHbBIA TEKCT.

OnHako 3TO HE TOBOPUT O TOM, YTO HYXKHO CJIEIOBaTh TEKCTY NOCJIOBHO. 3Hasi MIa0JIOH
Y yMesl M TIOJIb30BaThCsl, BCErJa MOKHO HauyaTh UMIPOBU3MPOBATh U HAUTH COOCTBEHHBIA CTHJIb.
Ho 310 pacnpocTpansietcst yxe Ha OoJiee ONMBITHBIX COTPYIHHKOB, KOTOpPhIE U TaK YMEIOT MOJIb30-
BaThCs CKPUNTOM. UYTO KacaeTcsi HOBbIX, €JUHCTBEHHBIN BEPHBIN MYTh — BbIyUUTh CKPUIT HAU3YCThb
1 O0IIAThCSl KaK YeIOBEK, KOTOPBI XOYeT MOMOYb KJIMEHTY, a He Kak paOOTHUK, KOTOPBIH Crie-
IIAT TIOOBICTpee, JIIOOBIMH CIIOCOOAMHM BHITTOJTHUTH TUIAH Mpojaax. OOmaiTech CIIOKOWHO, UCKPEHHE,
a CKPUIT — 3TO MPOCTO MOMOIIHUK. W ecim OH cliesiaH rpaMOTHO, TO BbI TOWMETE, YTO TO IOMOTAeT
JOCTUTaTh XOPOLIEro pe3y/ibTara v MOMOTaTh KJIMEHTaM.

76



E. C. I'yneBuu. «llIkona npodeccuoHaIbHBIX MPOIAK»

OTkirouyenne MUKpogpoHa / BbI30OB Ha yJiep;KaHue

VY Bac HaBepHsiKa ObUIM CJIydad, KOTJa Bbl 3BOHWJIM B KaKylO-TMOO KOMIIAHUIO, 3a/1aBaJIH
BOIPOC, BAaC MPOCUJIY MO0k AATh U ITPY TOM COTPYIHHUK HE OTKJII04al MUKPO(dOH. B Takue MOMEHTHI
YaCcTO MOYHO YCJIBIIIIATh TITyOOKHUE B3I0XM MEHEKepa, HeBHATHYIO peyb: «Ara, ceilyac 3aiiay ciofa. . .
Ta-ak, B ocra-atok... Tak, Tak... Ara, cefiuac 3arpy3urcs, ceiyac mojackaxy... Tak, BUKy, ara-a-
a-a».

Bot 3aueM KJIMEHTY CIIbIIATh 3T 3BYKU? DTO HEHYkHasl MH(pOPMALUS.

Eie MoxHO ycipiiaTh Ha (DOHE HETIOHATHBIE Pa3rOBOPHI U CMEX KOJUIET. A HEKOTOPbIE YMY/I-
PSIIOTCSI KpUYaTh CBOEMY KOJUIETe UTO-TO BpOjie: «AHTOX, IJIsIHb, TOKATYICTa, Y HAC €Ille OCTAJIHChH
3HICKU?» Bce 3T MOMEHTHI B JIyyllleM Cllyyae BBI3OBYT CMEX Y KJIMEHTA, a B Xy/IIEM y HEro mpo-
najeT JoBepue K KOMIIAHWH, TOTOMY YTO MOTYT TOSIBUTHCS Takue Mbiciu: «Eciau oHn MUKpodoH
OTKJTIOUUTb HE MOTYT Ha TesedoHe, TO YTO TOBOPHUTH O TIOcTaBKe obopynoBanusi? HaBepHoe, miapari-
KHMHa KOHTOpa Kakasi-To, Oajarad Ha (poHe, ele u cMeeTcsi KTo-To. Hao MHOI, uTo jin, cmetoTcsi ?»

Jliony pUBBIKIIM, YTO BO BCEX KPYIHBIX U U3BECTHBIX KOMIIAHUSIX PA3rOBOP CTABUTCS Ha ylep-
’KaHue, a KOrjaa 3TOro He MPOUCXOIUT, MO3T HAYMHAET AyMarh, YTO 3TO CTpaHHO. ['opa3io npusitHee
CJIyIIaTh WA TUILIUHY, U MY3BIKY.

[TosTomy:

1. Ecm may3a 3aiimet 10 1 MeHee ceKyH[I, JOCTaTOYHO CKa3aTh: « MUHYTY, MOkKaIyicTa, celyac
MOCMOTPIO», — U OTKJIIOYUTH MUKPO(MOH (3TO 00s13aTeIbHO).

2. Ecim nay3a 3aitmer 6omee 10 cekyHa, ckaxure: «ByKBajqbHO MHUHYTY, MOXaJyicTa, ceil-
Yac BCE BBISCHIO», — 00513aTeIbHO MOCTaBbTE BHI30B HA yAEpkKaHKE, a MOC/e BEPHUTECh K PA3rOBOPY
¢ ¢pazoit: «Criacu00, 4TO TIOIOK/IAJH, 5T BCE BBISICHUT (a)».

To ke KacaeTcs U KUBBIX Pa3roBopoB. Eciii KJIMEHT y Bac 4TO-TO CIIPOCHJI U Bbl HE 3HAeTe
OTBET, HE HY’KHO KpHYaTh U 3BaTh CBOETO KOJUIETY: «MapuH, CKaxH, OKaTyICTa, [A€ y HAC JIEKUT. . .»
ITO HANOMUHAET KJIMEHTY LIapalllKUHY KOHTOPY, B KOTOPOW HET HUKAKOro nopsiaka. Ecim HyxHO
YTO-TO BBISICHUTh, THXOHBKO TMOIOWANTE K KOJIJIere U cripocuTe y Hero. Tak, 4ToObl Jpyrue He Clibl-
manu. Bor 310 KJIIMEHTOOpUEeHTHpPOBaHHO. Bbl HaBepHsKa CIbIILIANM B CyllepMapKeTax, Kak 30BYT
crapuiero corpyaHuka: «['ans, ormena!» nnm «Ons, Ha kaccy!» Hackosbko MpUATHO KJIMEHTaM CIly-
math 310T op? OTBeT oueBujeH. KiIMeHTOOpMEHTUPOBAHHO — 3TO TUXOHBKO MO3BOHUTH HY:KHOMY
COTPY/IHUKY Y NPUIJIACUTh ero. Mu no3sark ero JMYHO, HE KpUya Ha BECH 3aJl.

BHyTpeHHsis1 M BHeIIHsIs1 HH(pOpMAIUA

Yacto coTpyIHHUKH, YTOOBl HE MUCATh COOOIIEHHUS 3aHOBO, MPOCTO JAPYT APYrY UX Iepechl-
naoT. [Tpu 3TOM, YTOOBI CIKOHOMUTH BPEMsl, HEKOTOPbIE MEHEKEPhl EPECHIIAIOT 3TH COOOIEHUS
CBOMM KJIMEHTaM. M OueHb 4acTo B TAKMX COOOIIEHHUSX HAXOAUTCS JIMOO JIUIITHS S MH(pOPMAIHsl, THO0
nH(popMaIMs, KOTopasi He JI0JbKHA MonaiaTh K KiaueHTy. He ctout storo aenars.

To ke Kacaercs MepechUTKM COOOIEHUI OJHUX KJIMEHTOB APYTMM. DTO HapylaeT KOoH(pu-
JOEHUMABHOCTD. Takke K HapyIIeHUI0 KOH(PUIEHIMAIBHOCTU OTHOCSTCS ClIy4au, KOIja MpoJaBLibl
B KauyecTBe IpHUMeEpa B CBOMX IPE3EHTAIMAX MMIIYT M O3BYUMBAIOT HE TOJbKO Ha3BaHUA (UPM,
C KOTOPBIMH OHHU PaOOTAIOT, HO ¥ KAKUE MPOLYKTH 3TH KJIUEHTHl Y HUX MOKYTAIN, KaK OHU MX MCTIOJb-
3yIOT. ..

3auacTyio 3T0 MOXKET CHJIbHO MOBJIMATH Ha O€30MaCHOCTb KOMITAHUHU, ITPO KOTOPYIO BBl PaccKa-
3piBaete. 11 HeKOTOpble KOMITAaHWH, KOTOPBIE 00 3TOM 3a00TSTCS, CTAPAIOTCS TIOINKCHIBATH JI0TOBOP
0 HepasmiauieHuu. Takue gorosopsl HasbiBawoTcsa NDA. Ecim y Bac noamucan gorosop NDA, Bbl
He MIMeeTe IpaBa pasnialiaTh Kakyo-1moo nHpopmaro o0 sroM kiuenTe. Ho Takoii gorosop nosa-
MHCBHIBAIOT HE BCe. TeM He MeHee He pasliialiaTh KOH(PUICHIMAIbHYI0 HH(MOPMALMIO O KJIMEHTaX —
3TO KJIMEHTOOPUEHTUPOBAHHO. Y Balli MOTEHIMAIbHBIE KIIMEHTHI 00513aTeIbHO 3TO OIEHSIT.
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— Anexceli Anamonvesuu, st Obl ¢ YOOBONLCMBUEM PACCKA3AN 000 BCEX HAUUX YCNEXax ¢ Mol
KoMnauueil, Ho s1 He MO2y paszznauiams makyl uH@dopmayuro, NOMomy 4mo Yy HAC NOONUCAH
¢ numu NDA.

HoaymbiBaHue

Yacro npoaasIipl CMOTPST Ha KJIMEHTa v TOBOPAT: «OH Tak OJIET CTPAHHO, OH TOYHO HE KYTTUT».

MoxkeT i1 4elloBeK B CTPaHHOHM OfieXk[e TO3BOJIMTH ceOe KyNmuTh Bail MpoaykT? KoHeuHo,
MOXeT. A OBIBAIOT JIM CIy4au, KOrJa COCTOSITENIbHBIE JIIOM OIeBalOTCsl He ¢ uroiouku? KoHewHo,
oObIBatoT. [ToaTOMY /IeaTh BHIBOIBI 1O OJEXK/E M IOAYMBIBATh 32 KJIMEHTa — 3TO OYeHb Hempodecch-
OHAJIBHO.

Eme ogun npumep. [lpoaaser, 3B0Hs KiMeHTy, aymaet: «Hy, ceituac He ce30H, MO3TOMY OH
BpsIJl JIM Cevac 4To-TO y HAC KynmuT». TeM caMbiM OH HacTpauBaeT ceOsi Ha HeyAaYHbIN MCXOJ Aua-
nora. He Hy:xHO IogymbIBaTh, IPOCTO 3aaBaiiTe KJIMEHTY BOMPOChl. V1 OH caM Ha HUX JacT OTBET.
A TIOTIBITKA MPEATIONIOKHUTh UM JOAYMAaTh MOXKET OBITh OIIMOOYHOM.

WNnu, Hanpumep, Korja mpojasell, He BbISICHSISI HUYero y KJIMeHTa, roBOpUT: «Bam, HaBepHoe,
rozielieBse Hago». M TyT ke y KJIneHTa BOZHUKAET BONPOC: «A KaK OH MOHSJI, YTO MHE HY:KHO MoJie-
mesnie? §1 9to, MoXoXk Ha 4eJIoBeKa, Y KOTOporo Her jeHer?» Takas ¢pasa jerko Moxer oOUaeTh
KJIMEHTA.

[TpoaaBibl camu PUIYMBIBAIOT TPUUUHBI, TIO KOTOPHIM, KaK OHU JYMAIOT, KJIMEHT HE CTaHET
MOKYTIaTh, XOTS MO (paKTy KJIMEHT UM 00 STOM HE TOBOPUIL.

IlepekioueHne BHUMAHUA

[IpexacraBbTe, YTO CTOMATONIOT BO BpeMsl JIeUE€HHsI, BMECTO TOTO YTOObI YAEISTh BaM BHIMaHHUE,
HayrHaeT OOJTaTh O KHU3HU CO CBOMM MOMOIIIHUKOM. Bam 310 nonpasutcs? Bpsg mu. Wnu, Hanpu-
Mep, KJIMEHT MPUXOIUT Ha CTPHKKY, MacTep HAYMHAET padoTaTh, U TYT My KTO-TO Mo3BoHWI. OH
HauMHaeT pasroBapuBaTh. KIIMEHT XkJET, oKa MacTep PeLMT CBOM BOIIPOC, a 3TO, MEXKY MPOUYHM,
BpeMsl KJIMeHTa, KOTOPOE MacTep MO3BOJISIET cebe pacXoaoBarh BIyCTY0. KIIMEeHT BHIHY X /IEH CITyIIaTh
MOAPOOHOCTH €ro JTMYHOM JKU3HHU.

Bcee 310 — AeMoHcTpanysa HeyBakeHUs K CBOeMY KJIMEHTY. Mn, Toro xyxe, OH HauUMHaeT pas-
roBapuBarh MO TeJaeOHY U CTPUYb OJHOBPEMEHHO. M KJIMEeHT HauMHAaeT Aymarh, YTO M3-3a TOro,
YTO MacTep OTBJIEKAETCS, OH HAKOCSUUT M TIOACTPUKET XyXke. XOTb 9TO, MOXKET ObITh, U HE BCETrAa
TaK, HO KJIMEHTHI OYeHb YaCTO AyMaIOT UMEHHO Tak. [ToaToMy mo0ble mapasuiesbHble ASHCTBUS — 3TO
1710X0. KJIMEHTOOPUEHTHPOBAHHO — 3TO KOI'Jja BCE BHUMAHKE Ha KJIMEHTE.

Tenepp BbI TOUHO 3HAETE, YTO TAKOE HACTOAILAS KJIMEHTOOPUEHTHPOBAHHOCTD U KaK OHa ITIOMO-
KET BaM IMPoJaBaTh OOJIbIIIE.
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HasbIk 5.
Ucnosb3oBaHue TEXHOJOTHA MPOAAK

ITAIIBI ITPOJAXK

BHe 3aBucuMocCTH OT TOrO, KaKO! BBI HCTIOJIb3YETE 6I/I3HCC-HpOLICCC, BHE 3aBUCUMOCTH OT TOI'O,
KaKHu€ y BaC BOPOHKH, modas npoaaxa CTpoOUTCA MO OIIPEACJICHHBIM 3TallaM.

JlaBaiiTe BO3bMeM aOCTPAKTHBIN MPUMEP: CTPOUTEIHCTBO JJOMa. Y 3TOTO MPOEKTa €CTh MHOTO
3TaroB:

1. Bribop yuactka.

2. UccnenoBaHue rpyHTa, JUisl TOTO YTOObI OHATh, KAKOW BbIOPATh (DyHAAMEHT.

3. Co3panue nmpoekTa (YepTekH, CXEMBI).

4. Bribop Opuraisl.

5. CrpouTenbeTBO (PyHIAMEHTA.

6. Bo3enenue creH.

7. YcTraHOBKA MEPEKPBITHI.

8. MoHTax KpOBJIH.

9. Otaenka cacana.

10. BHyTpenHss oTaenka.

ITO YCIIOBHBIE 3TAIbl TPU CTPOUTEIIHCTBE IOMA.

Kaxpiil aTan 3aBUCUT OT mpeablayIero. Mel He MOKeM 3aHUMaTbCsl KPBIIIEH, MOKa HE BO3-
BEJIM CTEHBI, ITO MPOCTO HEBO3MOKHO. MBI HE MOKEeM CTaBUTb CTEHBI, TIOKA He clesaiu (pyHIaMeHT,
MOTOMY YTO JIOM IIPOCTO Pa3BaIUTCS.

B mpopmaxax Bce TO ke camoe: eCTh KOHKPETHBbIE INard, 3Tarbl, KOTOPbE 3aBUCUMBI JIPYT
OT JIpyra.

STH Tarbl JOKEH 3HATh KK bl yBakaloluii cedsi mpoaasell. Tem Oosiee 4To B KJIaCCHUECKON
cXeMe MX Bcero nsms. HyXkHO 3alIOMHUTb UX HaBCera U HausycTb. Eciiu Bac KTO-TO CLIPOCUT, Kakue
BbI 3HA€TE JTAIIbI [TPOJIAK U Bbl HE CMOXKETE OTBETUTD, TO ITO TO kK€ CaMOe, KaK €CJIU CTPOUTEITh JOMOB
HE CMOXET OTBETUTh Ha BOIpOC: «Kakue OCHOBHBIE ITarbl B CTPOUTEHCTBE I0Ma?»

Bot Kak BHIISAAAT 3TU STAMbL:
1. YcraHOBIEHNE KOHTAKTA.
2. BoisicHeHue noTpeOHOCTEN.
3. [Ipe3enTauus.

4. Pabota ¢ BO3paKeHUSIMHU.
5. 3aBeplueHne CAEKY.

PaccMoTpuMm Kask/Iplil 3Tan 4yTh NOIpOOHEE.

1. YcranoBjeHHe KOHTAKTA.

ITO yCIOBHBIN (PyHIAMEHT, 6€3 KOTOPOro BCe OCTANIbHOE He OyJeT BO3MOXKHBIM.

VCTaHOBUTH KOHTAKT — 3HAYUT PACIIONOKUTH KJIMeHTa K cebe. UToObI uenoBek 3ax0oTes roBo-
PUTh C IPOJABIIOM, TOT KAK MUHUMYM JIOJIKEH €ro He OTTOJIKHYTh, a B UJIcaJIbHOM BapyuaHTe — OHpa-
BUTHCS. EC/T MBI HE CMOTJIN 9TOTO CieNiaTh, BCE OCTaIbHOE OecCMBICIIeHHO. KIIMeHT He cTaHeT MoKy-
nath y NpoJaBlia, KOTOPbIA eMy He HpaBuTcs. OH He CTaHeT OTBeYaTh Ha BOIPOCHL, OH HE CTaHeT

79



E. C. I'yneBuu. «llIkona npodeccuoHaIbHBIX MPOIAK»

CJTyHIaTh IPE3EHTALIMIO POJABLIA, KOTOPBIN €My He HpaBUTCS. B 3TOM cilyyae BEpOsSTHOCTb ITPOIaKU
OKOJIOHYJIEBASI.
K Tomy, Kak IMEHHO YCTaHOBUTbH KOHTAKT, Mbl BEPHEMCS B CJIEAYIOIIUX IJ1aBax.

2. BelsicHeHre WK, KaK MHOTTIA ellle Ha3bIBAIOT, BhISIBJIEHHE MOTPEOHOCTEN.

IT0 3TaI, Ha KOTOPOM IPOAABELl MPU MTOMOIIM BOIPOCOB IMBITAETCS MOHATh, YTO BaKHO KJIH-
€HTY, YTOOBI MPEITIOKUTh UMEHHO TOT BApPUAHT, KOTOPBIN €My IMOJONIET U TIOHPABUTCS.

[Tocne Toro kak rpojgasel Mpou3Be NOJIOKUTEbHOE MEPBOE BIIeUaTIeHUE, OH MOXKET NEpPerTH
K BorpocaM. OIHaKO €C/IM OH MPOMYCTUT 3TOT ITAIl U 3aXO0UeT cpa3y c/ieiaTh KJIMEeHTY IMpe3eHTa-
IIUI0, TO €CTh OOJIBITION PUCK, YTO OH MPEJIOKHUT COBEPIICHHO HE TO, UYTO BAXKHO U HYKHO KJIMEHTY.
[Toatomy nepen TeM, Kak YTO-TO Mpeasiarath, BCerja BhISICHSANUTE y KJIMEHTA, UYTO eMy BaKHO. TobKO
TOrJ]a Bl CMOXETE CeJiaTh MPe3eHTaIN0, KOTopasl IeHCTBUTENILHO eMy MoHpaBuTcs. [1po BbisicHe-
HUE MOTPEOHOCTEN MBI TOKE TIOTOBOPUM JIAJIbIIIe.

3. [Ipe3enTanmusi.

DTOT ITan HYKEH JIJI TOro, YTOOBI paccKa3aTh KJIMEHTY O BallleM MPOAYKTe, IMOKa3aTh ero
U B LIEJIOM CO3[1aTh y KJIMEHTA KEJIaHUE STOT MPOAYKT KylUTh. ECIIM BBl peluTe MpOIyCTUTh TOT
3Tarl, TO KJIIMEHT HE HOUMET HEHHOCTH Ball€ro MmpoaykTa, 3a 4YTO OH OOJUKEH IIaTUTb JCHBIU, YTO
Bbl KOHKPETHO €EMY MPEAIAracte, 4YTo0 OH B UTOIC MOJIYYUT, a 3HAYUT, U BEPOATHOCTD IMOKYIIKH 6YI[CT
MUHUMAJTbHAS.

4. PadoTta c BO3paKeHUsIMH.

Jlajeko He Bce KJIMEHTHI MOKYMAKT cpasy Iocie npe3eHrauuu. Kro-to ropopur: «Joporo».
Kro-T10 roBopur: «MHe HyKHO NOAyMAaTh WIXA NTOCOBETOBATHCA». KT0O-TO roBopUT: «MeHs U Tak Bce
ycrpauBaeT». YacTo nocie npe3eHTauuu MosABJIATCA TaK HaszblBaeMble BO3paxkeHus. M ecnu 31or
STar NpoAaBell PEIIUT MPOITYCTUTh U He OyzeT padoTaTh C BO3PAKEHUSIMH, TO BEPOSITHOCTD MTPOJAKH
pe3ko ymnajer. YtoObl yOequTh KJIMEHTOB, KOTOPHIE Y Bac He KYIHIIN Cpasy, Y KOTOPIX €CTh BOIPOCHI,
COMHEHHMSI UJTM BO3PAKEHUsI, BAKHO C 3TUM padOTaTh.

Hy u nocnennwmii stam. ..

5. 3aBepiieHue CIeJKH.

Ha sTom 3Tamne nmpoaaser| mpejasiaraeT CBoeMy KJIMEHTY KynuTh. [Ipearaer emy 3aKkJII0YUTh
cnenky. Ecim Ha Bcex Tamax mpopaBell He JOMyCTHII HUKAKMX OIMOOK, TO BEPOSTHOCTh MOKYITKU
OyleT oYeHb BBICOKAsI, KaK M BEPOSITHOCTh TOTO, YTO JAOM Oy/IET KPETKHM, €CJIA CTPOUTEIH He JOITy-
CTHJIM OIIMOOK B MPOIIECCE €ro BO3BEACHMSI.

Ecnu Ha Kakux-To 3Tanax ObUIM JOMYIIEHbl CEPhEe3HbIE OIMIMOKHM, TO BEPOSITHOCTh MOKYIKH
oyner Huskor. Hy a ecim mpogaser] BOOOIe penl MpoIyCTUTh KaKOK-TO U3 3TAroB, TO MOXKHO
TIOYTH C YBEPEHHOCTHIO CKa3aTh, YTO MPOJaka HE COCTOUTC.

Kaxpapiii sTan HeoOxomuMm. OH BBINOJMHSIET OMNpeleseHHYIo (DYHKIMIO, KaK Hallld OpraHbl
BBINIOJTHAIOT orpeesyieHHble (pyHKuuu. Cepylie KadyaeT KpoBb, IOUKH — 3TO (puIIbTp opranusmMa. Horu
HYKHBI, YTOOBI MIEpeMeIaThCs, FOJIOBA — YTOOBI AyMaThb. 3/1eCh BCe TO ke camoe. HeT HuKakux ciy-
YaiiHBIX IEMEHTOB. B Kak/10M 3Tare ecTb CBOM CMBICII.

3anoMHUTE 3Ty MOCIeJ0BATEIbHOCTh. DTO (PYHAAMEHT, HA KOTOPOM CTPOUTCS] KOMMYHHUKALIUS
¢ kimeHToM. Kiaccuueckast msiTuimaroBast MoJiesb.

B nanpasiennn B2B no6aBsTcs eine HECKOIBKO IaroB: 3TO MOArOTOBKA K pa3roBOpy, Korma
npoaasel coonpaet HH(GOPMAIHIO O TTOTEHIIMATBHOM KJIMEHTE, YTOOBI TOTOM €€ UCIOJIb30BaTh B ITPO-
niecce nponaxu. [locne moaroroBku no6aButcs Beixox Ha JIIIP, moToMy uTo 1asieko He Beera TpyoKy
OeperT IMEHHO TOT YeJIOBEK, KOTOphI HyxkeH. TpeOyeTcs ero Haiitu. U mocie 3aBepiieHus COeKu
OYE€Hb YaCTO MOXKET UATHU ISTAll JOITPOAAKH.
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Dra Mofelb yke OyIeT COCTOSITh U3 BOCBMH I1aroB:
. [lonroroBka.

. Bexop Ha JITIP.

. YCTaHOBJIEHHE KOHTAKTA.

. BeisicHeHue motrpeGHOCTEN.

. [IpesenTanms.

. Pabota ¢ Bo3pakeHUsIMHU.

. 3aBepleHre CIEKU.

. Homponaxa.

0NN N W~

Bce 3aBucut ot mponykra u crienudukn OusHeca. [Ipu 3TOM nsATHIIIaroBasi MOIEIb HUKAK
HE IMMPOTUBOPEYNT BOCHLMHIIIATOBOM. HpOCTO MOABJIAIOTCA OOIIOJIHUTE/IbHbIC IIaru. Bce a1 miaru Mui
00s13aTeIbHO OyaeM pa3ouparh OTAEIHHO.

MsHuorue AYMalOT, YTO KJIMCHTLI MMOKYIIAIOT TOJILKO M3-3a LHEHbI, HCKOTOPLIEC OYMAIOT, YTO ITPO-
Jaxa — 3TO Be3eHHe, HEKOTOpble NyMaloT, YTO ITO — pacckas3arh Mmpo npoaykr. Ho xore mpo-
XU ¥ He SBJISAIOTCA TOYHOM HAayKOM, a CKOpee KOHIICTITYaJbHON U 3a4acTyl0 OUeHb OJU3KH JIakKe
HE K HayKe, a K UCKYCCTBY, BCE€ PaBHO Bbl BUMTE, KaK MPOJIaka He CBOIAMUTCS TOJIBKO K IICHE, Be3e-
HUIO U paccKase O MPOAyKTe. DTO BIOJIHE KOHKPETHbIE ITAITbl, HA KOTOPBIC MTPOJABEI] MOXKET BIIUATh.
A 3HAuWT, MPOJaXKa 3aBUCUT OT TOTO, YTO U KaK MPOJIABEIL C/Ie/IaeT Ha KaX/IOM M3 STAIloB.
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HasbIk 6.
AHaJu3 pe3yJbTaToOB

CKoOJIbKO 3BOHKOB CJIeJIajl MEHEKEP, CKOJIbKO BCTPEY Ha3HAUEHO, CKOJIBKO U3 HUX COCTOSIIOCh,
CKOJIBKO IIPOBE/ICHO MPEe3eHTalMi, CKOJIbKO KOMMEPUYECKUX MPEJIOKEHUI OTIPABIIEHO, CKOJIKO CUe-
TOB BBICTABJIEHO, CKOJIBKO CUETOB OIJIAYEHO — 3TO BCE KOHKPETHBIE Pe3ysbTaThl MEHeKepa I10 Mpo-
naxam. Ho ecnu coTpyIHMK He NMOHMMAET, 4TO JeiaTh C STUMHU IU(ppaMU U Kak Ha HUX BIIUATH,
BPAJL JIX YTO-TO U3MEHUTCS B JIYUILYIO CTOPOHY.

ITpodeccnonanbHBI MEeHeakep, IOCMOTPEB Ha Pe3y/bTaThl CBOEH BOPOHKH MPOJAXK, 1OIKEH
MOHATH, e MpolsieMa, IoYeMy OHa BO3HHUKJIA, YTO OH JEeJaeT He TaK, U CKOPPEKTUPOBATh CBOIO
padory.

OH Oyzer paccykaaTh MPUMEPHO TaK: «Y MeHsI MPOCEU MOKa3aTeInd B 9TOW YaCTH BOPOHKU
NPOJIaX, 3HAYUT, MHE CJIeyeT MopadoTaTh BOT HaJ STUM U CleJIaTh OOJBIIMI aKIEHT BOT Ha TUX
KJIUEHTOB».

bBe3 npaBuiibHOroO aHayM3a x/1aTh OOJBIIMX MPOAAXK HE CTOUT.

Panbl11e moau He 3ayMbIBAJIMCh O CYIIECTBOBAHUM KAKMX-TO IporeccoB. OHU IPOCTO Jienaiy,
Kak ux Haydwid. CTpowIu JoMa Kak 3HaJIM, TOTOBWJIM KaK 3HaJIH. .. CTOUT JIU TOBOPUTb, UTO COBPE-
MEHHbIE JIOMa U COBPEMEHHasI €/1a OTIIMYAIOTCSI OT TOTO, YTO ObLIO paHblne. Ceiiuac B CTPOMTEIIbCTBE
CYILECTBYIOT pa3Hble KOHKpETHbIE TeXHOJIOruu. [TocTpouTh JOM U3 iepeBa — 9TO OfiHa TEXHOJIOTHS;
MOCTPOUTh HEOOCKped U3 OETOHa M CTEeKJIa — COBEpILIEHHO Apyras. Tak 1 OM3HEC-TIPOIeCChl MOTYT
CUJIbHO Pa3InyaThCsl.

B nmpopaskax paHbliie HUKTO He JyMall 0 OM3Hec-Tpoleccax 1 TexHonorusax. Ha ppiHkax npopa-
BaJIM KaK MOIJIM M KaKk yMeJi. B 0cHOBHOM 1o npuHIuITy: «Yem rpoMye Thl KpUUYMIIb U 3a3bIBAClllb,
TeM OoJIblIIe Mpoaeib». Co BpeMeHeM JIOAM CTaIM IIOHMMATh, YTO OJJHU ITPUEMBI padoTaIoT, a JIpy-
rue HeT. Tak Havyam NosiBIAThCs OM3HEC-TIPOLIECCHl M pa3Hble TEXHOJOrMU. B Hatlle BpeMst B pasHbIX
KOMIIAHUSIX MOTYT OBITh pa3Hble OM3HEC-TTPOLIECCH TPOJIaK B 3aBUCMMOCTH OT MCXOIHBIX JaHHBIX.

Omnu 3aBHCAT OT:

1. Hanpasnienns npopax (B2B, B2C, B2G).

busnec-npouecc npogaxu puzndeckum JuuaM OyaeT OTIMYaThesl 0T OM3HEC-Ipolecca Mnpo-
AaXH I0pJIMLAaM WK TOCYJapCTBYy.

2. Ilponykra.

BusHec-npoliecc CUJIBHO 3aBUCUT OT TOTO, YTO MMEHHO MbI NpojaeM. BeiBaoT ciayyau, 4yto
y KOMIIAHUM €CTh HECKOJIBKO Pa3HBIX MPOLYKTOB, HO OHHM MPOJAIOT UX MO OHOI cxeme. KoHeuHo,
ST MPOLIECCH MOTYT OBITh OJMHAKOBBIMH MJIM CUIIBHO TIOXOKMMH, OIHAKO TaKoe ObIBAET HE BCEr/a.
Ecnu roToBUTh IIALIUIBIK, 9TO OJIHU UHIPEIUEHTHI U OIHA TEXHOJIOTUs], €CIIU JIECEPT — COBEPIIEHHO
ApYrye UHTPEAUEHTHl U TEXHOJIOTHS, a €CJTH MBITaThCsl TOTOBUTh OIMHAKOBO, TO BPSJL JIU MOTYYUTCS
YTO-TO JOCTOMHOE.

3. VictouHMKa mpoJax.

BusHec-npoliecc MOXET 3aBUCETh OT TOTO, OTKYAA K HaM IPUILIEJT KJIUEHT.

ITponaxa Xon0IHOMY KJIMEHTY OyleT OTIM4aThesl OT npojaxu ropsuyemy. Ilpouece npogaxku
MOTEHIMAIBHOMY KJIMEHTY OTIMYaeTcsl OT Mpojax jAeicTByiomeMy. Eciu KiMeHT mpuiiesn K Bam
c BeOMHapa, KOTOPHIX MTPOBOJMJIA BAIlla KOMITAHHSI, 9TO OMH OM3HEC-TIPOLIECC; €CIM OCTABUII 3asIBKY
Ha caiite — 1pyroil. Eciii Mbl nibITaeMcsi BEpHYTb KJIMEHTOB — 3TO ellle O1H Ou3Hec-npoliecc. Eciu mbl
XOTHM JIONPOAIATh KJIMEHTaM, KOTOpbIE Y HAC YKe YTO-TO KYITUJIH, — 3TO ellle OI1H OM3HEeC-TpoIecc.

Ilo cyTtn, 6usHec-npoLecc — 3TO ONMCaHNe KOHKPETHOH TexHosoruu. Eciu no-npocromy — To,
YTO HYKHO JIeJIaTh, C KEM/C YeM HYXKHO JeNaTh, IJe, KOraa, Kak v KTo J0JIKeH Jenath. s kaxaoro
ciydasi OyzieT cBosl OTAeNbHas TexHomorus. Ecim y Hac ieHb poXkIeHHsl, Mbl 00s13aTeJIbHO BHIIIEKaeM
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TOPT Ha KyXHE B IyXOBKe 32 JIeHb JI0 Pa3IHHUKA 110 ONPE/IeICHHOMY PELIeITY, T/ie HAIMCAHO, CKOJIbKO
Y Yero KJIacTh, CKOJIbKO BpEMEHH MelllaTh, CKOJIbKO BPEMEHH JIEPXKaTh B JIyXOBKE IIPU KaKOH Temrie-
parype; Kopxu Oyaer Bbinekars Carna, a Kpem OyzeT aenatb Marma.

Ecnm y Hac mocuenku Bo3je KOCTpa, Mbl MApHHYEeM HIAILIBIKK. DTO Apyras TexHomnorus. ['oto-
BuTh Oyner Cepreid, nepeBopaunBasi Kaxple 3—5 MUHYT M OTCJIeKUBasi, HET JIM OTKPHITOTO IIa-
MEHH, B ClTy4yae 4ero TYIIUTh IMPOCTOM BOAOHM M3 OyThulkU. MapuHoBath Oyner Enena mo omnpepe-
JIEHHOMY pelienTy, pe3aTh ¥ HaJleBaTh MsICO Ha MIaMITypsl OyeT ApTeM Kycoukamu He Oomblie 4 cM
¥ TI0 IIeCTh KYCOUKOB Ha KaX[bIi IIAMITYp, YTOOBI BJIE3JIO B MaHTaJI.

B nponaxax paboTaloT Te e MPUHIUILL. Pa3Hble KIIMEeHTHI, pa3Hble CTyYau, pa3Hble MPOIYKTHI,
Pa3Hble TPOLIECCHI, pa3Hble TEXHOIOTMU. VI B 3aBUCUMOCTH OT 3TOTO MOSIBJISIIOTCS] Pa3Hble BOPOHKH.
A Tenepb — 4TO ke TaKoe BOPOHKA MPoaax ?

B camom Ha3BaHMM yKe IPUCYTCTBYET MOJCKA3Ka.

Boponka BbImIsSAUT Kak BOpoHKa. HaBepx, To ecTh B IIMPOKOM MeCTe BOPOHKH, TTONAIAI0T KU~
eHThl. [t mpoctoTsl cuera BozbMeM 100 KJIIMEHTOB. A B CaMOM Y3KOM MeCTe BOPOHKH BBITEKAET TO,
yT0 octasiock OT 100 KiMeHToB. JTO Te, KTO y Bac Kynui. Jomyctum, u3 100 KJIMEHTOB, ¢ KOTOPHIMU
BBl TIOOOIAKCh, Kynui 10. B uaeansHOM Mype BOpOHKa mpoaaxk — 1o Tpyda. To ecTh y Bac 4to-
To Kyt Bee 100 kimmeHToB. Ho, K coxalieHuIo, Tak He ObIBA€T, 4acTh KJIMEHTOB BCE PABHO HE KYTISAT.
KTO-TO KynuT B Ipyrom Mecre, KTO-TO He KYIHT, TOTOMY 4TO Y Bac JJOPOTrO, KTO-TO — TIOTOMY YTO BbI
eMy He moHpaBuTech. Ho Bce 3TH KJIMEHTHI, TOBOPSI IIPOCTHIM SI3BIKOM, «OTBAJIMJIMCh» Ha OIPe/IeNieH-
HOM 3tarie. KTo-To Ha 3Tare Baiei mpe3eHTalyu, KTo-TO IMoCje OTIPABKH KOMMEPYECKOTo Mpe/isio-
JKEHHUsI, a KTO-TO TOCJIe TOro, KaK BBl yKe OTHPaBHJIM CUET Ha OIUiaTy. Bcerma MOXKHO MOHSTh, ITe
MMEHHO KJIMEHT OTKa3aJICs.

B kax0i1 BOpOHKE MpoJask €CTh CBOM STarbl. Yariie BCero OHM MOX0XKHU APYT Ha pyra, HO 3a4a-
CTYIO MOT'YT CUJIbHO Pa3inJaThCsl.

BoT Kak MOTYT BHIIJISIETh BOPOHKH MPOJAK:

BOPOHKA «XOJIOHBIA 3BOHOK>»
(HAITPABJIEHUE B2B)
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BopoHka «XonoaHbi 3BOHOK B2B»

100
KnueHnT kBanuduumposan

Beiwen wa NMNr/NBP

MoTpebHOoCTb BbIACHEHA

MNpeseHTauua NnpoeeaeHa
KM otnpaenexo
CyeT BbICTaBNEH

Cyet onnayen

Toeap nonyyex

—
\ - 4
v

Kmnent kBammdumupoBan. Yto 310 03Hauaer? DTO 3HAYUT, YTO COTPYAHUK TMO3BOHUJI
B KOMITAHUIO U YIOCTOBEPUJICS, UTO OHA SIBJISICTCS LIeJIeBOM aynuTopreil. Beap ObIBaIOT Cilyuan, Koraa
MPOJABLIBI MIBITAIOTCS TPOJIATh, JAaXe He MOHSB, IPUMEHUMO JIM 3TO Ui Komnanuu. Eciu Bel mpo-
JaeTe YTO-TO IS OTAENIOB MPOJAAX, HEMJIOXO ObLIO Obl BHISICHUTh, & €CTh JIU BOOOIE B KOMITAHUU
oTzes nmpojgax. 1o U ecTb kKBamupukanums. Jonyctum, 3 100 komnanuii 90 nponum kBaauduka-
1uio. C HUMHM MOXHO Pa3roBapUBaTh JJbIIE.

Bommea na JIIIP/JIBP. DT0 3HauuT, 4To COTPYIHUK YK€ MOTOBOPWJI C CEKpeTapeM WU
APYTUMH COTPYAHUKAMM U HAIlle] YeI0BeKa, C KOTOPBIM HY:KHO IPOAOJIKaTh oOieHue. Jomyctum,
u3 90 370 MoMyunnoch caenarsh ¢ 70 KOMIaHUSIMU.

IoTpe6HOCTh BbIsicHeHA. COTPYIHMK 3aajl BCE BOMPOCHI AJisl BBISICHEHUs MOTpeOHO-
CTell KJIMEHTa U MOHsUI, YTO OH MOXET MpeiyiokuTh. M3 ocraBmmxcs 70 komnanuii 60 orBeTmiv
Ha BOTIPOCHI MTPOJABLIA U O3BYUMJIU CBOIO CUTYAIIMIO U MTOTPEOHOCTH.

IIpe3enTanust npoBeaena. COTpyIHUK MPEIIOKWI KIUEHTY KOHKPETHBIM MIPOIYKT U pac-
CKazaj 000 BCeX ero BO3MOXKHOCTSAX M IIpeumyIiecTBax. Jlomyctum, Ha 9Tom stare ere 10 KJIMeHToB
orkaszayuuck. Ocraercs 50.

Kommepueckoe mnpeaioxkeHne OTHpaBjJeHO. MeHemkep OOroBOpujics € KIMEHTaMH
Ha otnipaBky KII u Bbician Bce Ha nouty. M3 50 kimeHTOB Ha 310 cormacuuch 40.

Cdert BbICTaBJIeH. Y TakuX KJIMEHTOB YK€ €CTh SIBHBII MHTepecC K Mokynke. 13 40 kiveHToB
30 cornacuianch, 4YTOOBI UM BBICTABUIIM CYET.

Cuet omuaueH. 37ech Bce MOHATHO. JloMycTUM 4YacTh 3aTsHYJA C OIUIATON WK MepeayMana
ortaunBarh cyet. M3 30 KiIMeHToB orulaTuiau 15 yenoBek.
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Tosap mosyuyen. 13 15 kiameHTOB, KOTOpble OIIATWIM, 10 yXke MOTy4YMSIM CBOM TOBap.
A ocraBimecst 5 4esloBeK He MOT'YT JJOTOBOPHUTHCS 00 yIOOHOM BpeMEeHM JOCTABKH MM TIOKA Y HUX
HET BpeMeHH, 4yToOkI ero 3a0paTh. Bot Tak n3 100 nomyyaercs 10.

Boponka nokasbIBaeT, rjje UMEHHO HaXOJUTCS TOT WJIM MHOW KJIUEHT, MOKa3bIBaeT, Ha KAKOM OH
sTarne. BopoHka — 3T0 crmocod cTpyKTypUpOBaTh padoOTy CO BCEMH KJIMEHTaMU ISl TOrO, UTo 3pdek-
THBHO YIIPABJISITh MPOAAKAMU U BIMATh HAa HUX.

BOPOHKA <«TEILJIBIA KJIMEHT»

(HAITPABJIEHUE B2C)

BopoHka «Tennbin KnneHt B2C»

Nup/KoHTakT nonyvex

KnueHT keanuduumnposaH

3anucancs Ha sebuHap

Mpuwen Ha BebuHap
MoTpebHOCTE BoINONHEHA
Mpe3eHTauma npoeegexa

Ccbinka Ha onnarty oTnpaegneHa

Onnaveno. JocTyn oTKpLIT

A BOT nipuMep Apyror BOpoHKH. Yxe B B2C 1 He ¢ XOIOIHBIM 3BOHKOM, a C 3aMHTEPECOBAB-
HIMMCSI KJIMEHTOM.

HormycTuM, KJIMEHT yBUJIEN peKjiaMy B COIIMAIbHOM CETH, Mepellies MO CChUIKE, OCTaBUII CBOU
KOHTAKThl, TEM CaMbIM BBIPA3UB CBOW MHTEpeC. DTOT 3Tan OyAeT Ha3bBaThcs MO0 «JImm», oo
«KoHTaKT noJyueH».

Crnenytommii 3tan — «Kument kBanamdgpunupoBan». [I1sg npoctotsl cHoBa Bo3bMeM 100.
100 KJIMEHTOB OCTaBWJIM KOHTAKT, U3 HUX 80 nmpouum kBamugukauuo. Eciyu Mel mponaeM Kypce a1
PYKOBOAMTENS OTIEsa MPoJax, HaM BaXHO, YTOOBI BCE JIIOM, KOTOPbIE OCTABHMJIM KOHTAKT, OBLIH
PYKOBOIUTEISIMU OTIEJIOB IIPOJAK.

Jlasipilie Mbl TOHUMaeM, 4TO cpa3y Mpeyiarath KylmuTh Kypc OyJIeT HelMpaBUIbHO, TIOTOMY UTO
YyeJIOBEK TOKa HAC He 3HaeT. Y Hero He ycreso chopMUpoBaThes 1oBepre K Kommnanuu. Ha onHom
13 3TAIOB JIOJKHO OBITh YTO-TO, YTO OTBETUT HA BOIPOCH! KJIMEHTA, [IOMOXET JIyUllle IOHATh, HyKeH
€My TaKOW MPOAYKT WU HET, U TIOMOXeT c(hOpMHUpOBaTh JoBepue. Takum crocoOoM MOXeT OBITh
BeOWHap.

3anmcaJicst Ha Beounap. [onyctum, u3 80 kiameHToB 70 cornacuiimch NOCETUTh BEOMHAP.
Jasine y Hac OyayT JOqH, KOTOPhIE MPUIILTH HA BeOMHAP, U JIIO/IN, KOTOPbIe HE TIPUIILIH.
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Ipumena Ha Bedunap. [peanonoxum, uz 70 npunum 40 yenoBex.

[Nocne BeOuMHapa COTPYIHUK BBISICHSET MOTPEOHOCTH KJIMEHTA, YTOOBI MOHSATH, KaKKe 3aJauu
OH pelliaeT, Kakue MpoOIeMbl Y HETO €CTh M CMOXET JIM €r0 KypC 3aKPBITh 9TU MPOOJIEMBI.

IMoTpedHOCTD BBIsICHEHA. [lomycTuM, Tiociie BeOrHapa y Bcex 40 KJIMEHTOB COTPYAHUK CMOT
BBISICHUTH MOTPeOHOCTD. Tlocie 3Toro Hy’KHO paccka3aTh O CBOEM MPOAYKTE KJIMEHTY, YTOObI TOT
TMOHST, KAKUM 00pa30M MPOIYKT MIOMOTAeT pelarh Te MpoOieMbl, KOTOPbIE Y HETO €CTb.

IIpe3enTanus npoBegeHa. MeHepkep caenani mpeseHTanuio 1isi Becex 40 kimeHToB. [lanbine
OH JIOJDKEH OTIPAaBUTh UM CChUIKM Ha ycioBus U Tapudsl — KI1. Y3Hath ycnoBus tapudos corna-
cuich 30 u3 40 kiareHToB. Jlasbliie cOTpyIHUK JOJKEH MPUCIATh CChUIKM HA OIUIATy TEM JIIOISM,
KOTOpbIE 3aMHTEPECOBAIIHC.

Ccpuika Ha omjarty oTmpanJjieHa. JlOMyCTUM, YTO COIVIACUJIMCH TIONMYYUTb CCBUIKY IS
ortatsl 20 kiveHToB U3 30. OcTaeTrcs (pUHAIBHBIN 11ar.

Ipoaykr omunaveH. doctyn oTkpwT. Ilpennonoxum, u3 Tex moaed, KOTOPHIM MpHUCIATA
CCBUIKY Ha OILIaTy, oraTuian toibko 10 u3 20.

Bort takum o6pazom cHoBa u3 100 KJIMEHTOB, KOTOpbIE TONAIX B 3TY BOPOHKY, Y HAC TOTYYH-
nock 10. Konsepcust BopoHku pasHa 10%.

[ToMuMO UTOrOBOW KOHBEPCHUH BaXKHO CUMTATh U MPOMEKyTOoUHble. Hanmpumep, kakast KOHBep-
CHsl U3 JIIOJIeH 3amMCcaBIIMXCSl HA BeOMHAp B TeX, KTO mpuines. Ecim XoTST npuidTH MHOTO, a TpH-
XOAUT MAJIO, TO 3TO MOBOJ 3aayMarbcs. [IpocTo morpocuB KiMeHTa MOCTaBUTh B CBOW KaJleHIaph
3TOT BeOMHAP, MOKHO aBTOMATUYECKU TMOAHSTH JOXOAUMOCTh. JJ00aBUB HallOMHHAHUE O TOM, YTO
BeOWHAp HAYHETCS Yepes MITh MUHYT, Mbl CHOBA TIOBBIIIIAEM KOHBEpCHIO. Tak MOXHO BUAETH LIU(PHI
Ha KaXJIOM 3Tare ¥ IOHUMaTh, IJIe eCTb MpoodiieMa, Ijie TepsIoTcs KJIMeHThl. be3 BOpoHKHM 3TO OTClie-
JWUTH U TIOHSITH OYJEeT OYeHb CJIOKHO.

Ecnmu BBl cMoTpuTe Ha 1M(pPHl B BOPOHKE W BUAWTE, YTO Y BaC MHOTO KJIMEHTOB, KOTOPHIM
BBI [TPOBEJIH TMPE3EHTAIINIO0, HO OYeHb MaJlo TeX, KOMY Bbl OTIIPABUIIM MPEAJIOKEHUE, BEPOSITHO, BbI
i 3a0biBaete uM otrpaisaTh KII, uim He ymeere noroBapuBarbhcsi 00 OTIpPaBKe, UM Y BaC €CTh
poOIeMBI ¢ Tpe3eHTalel JIM00 00pabOTKOM BO3PAKEHUI.

HeO6ob1110¥1 mpoMesKyTOYHBIN UTOT:

BopoHku OBIBAIOT C pa3HBIMU STAaMH, Pa3HBIMH UTOTOBBIMH U TTPOMEKYTOUHBIMU TTOKa3aTe-
asvu. BoT Te mokasatenu, KOTopble eCTh B BOPOHKAX M KOTOPbIE MOKHO OTCIIEKUBATH:

1. O6mas koHBepcHs (CKOJIBKO MPOIICHTOB JIIO/IEH KYIIJIO U3 OOIIIero Yucia).

2. KonBepcusi Ha KaKI0M 3Tarie BOPOHKH (CKOJIBKO MPOLIEHTOB JII0/IEH MEPEIIio Ha CIeAY O
9Tamn).

3. luki cenku (3a CKOJIbKO BPEMEHM KJIMEHT MPOIIeN MyTh OT Havajia O KOHIA).

4. Cpeanuil yek (Ha Kakylo CyMMY B CpEJJHEM Ballld KJIMEHTHI TIOKYTAIOT).

WHorna B BOPOHKE CUMTAIOT KJIMEHTOB, MHOT/IA CUMTAIOT CHIENIKU, HO 3TO yXkKe 3aBUCHUT OT CIie-
uguky 6usHeca. [1aBHOE — 3HATh caM MPUHIUIT M IOHUMATh, YTO Ha BCE 3TH MApaMeTphl IIPOAaBeIl
JOJKEH Y MOXET BIIUSATD.

3AYEM HYZKHA BOPOHKA IIPOJAZK?
s mpoaaBua

1. ITonnmath, Ha KaKOU CTagUU HAXOOUTCS KJIMEHT. [loHrMMaTh, 4TO [ejIaTh Jajblle.

Kak moHaTh, Ha KakoW craguu HaxomuTcs KiaueHT? OH TOJNBKO Hayajl ¢ BaMU JUAJIOr WA
yXke KYIWI, BBISCHIIU BBl €r0 MOTPEOHOCTH WJIM HET, JIeJIald JIU IS KJIMeHTa TPe3eHTAIUI0 WIn
HEeT... 3allOMHUTh TaKOH 0O0beM MH(pOPMAIUK BO3MOXHO JIMIIb B TOM CIIy4ae, €Cid y Bac BCEro
HECKOJIBKO pa3roBopoB. Ho eciiu BbI Kask/Iblil IEHb OOIAeTECh C OTPOMHBIM KOJTMUYECTBOM KJIMEHTOB,
TO BCIIOMHUTb, KOMY UTO-TO OTIIPABJISTA, 2 KOMY HET, ObIBACT OUEHb CJI0KHO. BOpoHKa mpoaax — 310
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MHCTPYMEHT, KOTOPBII BaM MOJCKaXeT. ITO OTIIMYHBIN TOMOIIHKUK, KOTOPBI OCBOOOKAAET TOJIIOBY
OT PyTHUHBI

2. AHaAJIU3 CBOMX MOKa3aresiei.

KOF)IEI MBI BUIUM, I'Il€ UMEHHO y Hac TCpHIOTCH KJIMEHTBI, Mbl MOXEM IIOHATH, HAa KaKOﬁ Tall
HYKHO c/iefiaTh OOJBINUE akileHT. [ToHSTh, MoYeMy Tak IMPOUCXOAUT, MPUIYMaTh, KaK Bbl MOXETE
MIOBJIMATH Ha 3TY IU(PY B JYUIIYIO0 CTOPOHY, HAUTU MHCTPYMEHT JJIs1 pElIeHHsI 9TOM TpoOIieMbl, 00y-
YUTHCA KOHKpGTHOf/i TEME. Koma BbI HE TIOHUMAECTE, I'IC y BacC TCpHIOTCH KJIMEHTHI, Bbl HE 3HACTE, YTO
KOHKPETHO HYKHO JeJiaTh. Yalue BCero 31o MpuBOAUT K TOMY, YTO ITPOAABIBl HAUMHAIOT PACCTpau-
BaTbCsA, UCKATh HpI/I‘lI/IHbI B CC6C, HE ITOHUMAIoT, B Y€EM UMEHHO HpI/I‘II/IHa, CHOBa paCCTpaI/IBaIOTCH. ..
B KOHEYHOM CYETE 3TO HpI/IBO}II/IT K IEMOTHUBALIUN COprIlHI/IKa, " OH YXOI[I/IT 13 KOMIIaHWUA. A Korga
OH YeTKO BUJWT Y MIOHUMAET, HaJl YeM pad0TaTh, 9TO MOJOKUTEIILHO CKa3bIBA€TCS HA MOTHBAIIWH.

3. [IpenckazyeMocTb/IIpOrHO3UPYEMOCTb.

Uro BBl OTBETUTE, €CIIM BAC CHPOCAT: « Thl BBINOIHUIIID IUIAH POJaXK B 3TOM Mecsiue ?»? Bob-
IIMHCTBO OTBETAT: «Haznewck».

CoBO «HaJEI0Ch» TOBOPUT O TOM, YTO BBl HE 3HAETE, BHIIIOJIHUTE Bl €70 WM HET, U Hajlee-
TECh Ha YTO-TO HEMOHSATHOE: Ha Yy/0 WM Be3eHue. BopoHKa No3BOISEeT IOCMOTPETh Ha CBOM IPO-
naxu Oosiee MpodecCHOHATBHO U TOHATH 3aKOHOMepHOCTH. Ha KaskoM stamne y Bac OymyT CBOM
TMIOKa3aTeNu, 3Hasi KOTOPbIe Bbl CMOKETE JaTh MPOrHO3 OTHOCUTENIBHO TOTO, YTO OyAET MPOUCXOAUTD
C BallIIMHK TTPOJIAKaMH B OyIyIIeM.

B aTOM Ccityyae Bbl OTBETHUTE Ha BOIPOC TaK: « YUUTHIBAS, YTO Ha IAHHBI MOMEHT MO CpEeJHUI
YeK COCTaBJISIET [CTONBKO], CPEIHUI LIMKJI MOUX CIEJIOK PaBeH IATU JHSAM, & KOHBEPCUS U3 OTIIpaB-
JIEHHBIX KOMMEpPYECKMX MpelJIokeHnid B omary cocrabiseT 10%, s MpOrHo3upylo ele Mmpojaarb
Ha [TaKyl0-TO] CyMMYy, a 3TO 3HAUUT, YTO MOM PACUETHBII IIPOTHO3 MO BBHITIOJIHEHHUIO TIJ1aHA MTPOJAXK —
120%». Bot 310 0TBET NMpOheCCUOHATIBHOTO MTPOIABIIA, KOTOPHI MOXKET MTPOrHO3UPOBATH CBOM IPO-
Ja’XH, a He HaJIeeTCsl Ha BE3EHUeE.

4. OrcnexuBaHue IMHAMUKYM U PACCTaHOBKA ITPUOPUTETOB.

Buepa BBl MCTIONB30BAIM OfIHY TEXHOJIOTHIO MPOINAXK, a CETOOHS — APYTYIO, JIsl TOTO YTOOBI
MOHSATH, YTO M3 3TOro padoraer syuine. BopoHKa JIerko CMOXET BaM 3TO MOKa3aTh. Bbl yBUAMTE
upsl 3a 00a Meprosia U CMOXETe MOHATh, YTO U3 3TOro cpadortasio Jjydre. Wim, HanpuMep, Bbl
3BOHWJIM BUEpa 0 OHOM Oase, a cerofgHs — 1o Apyroil. BopoHka Bam mojckaxer, Kakas 6a3a Obuia
3(ppexTrBHEE, U Bbl CMOXKETE MPUHATH IPABUIIBHOE PEIIEHHE OTHOCUTENIBHO TOTO, KyJa HallpaBJIsTh
YCUJIHS JaJIbLIe.

5. CpaBHUBATh CBOM PE3YJIbTAThI C pe3y/IbTaTaMU KOJLJIET.

Eciu BHI IMOHAJIU, YTO Y BaC Ha OAHOM M3 2TAIIOB HU3KadA KOHBEPCHA, HO YBUICINU, YTO Y KOJ-
JIETU HA 3TOM K€ CaMOM 3Tarle KOHBEPCHUsI HAMHOI'O BBIIIE, Bbl BCEIZla CMOXETE MOAOUTU K HEMY
U MOIIPOCUTH IMOMOIIHN HUJIX COBETA. B 6OHI)HII/IHCTB€ CJIy4acB KOJIJICTU CIIOKONHO ACIATCA OIIBITOM.

JJIs1 KOMIIAHUY U PYKOBOJUTEJsI

1. IloHuMaTh, YTO MPOUCXOIUT C KJIUEHTAMMU.
PykoBoauTens Bcerga BUIUT, YTO UMEHHO ITPOUCXOIUT C KaXIbIM KJIMeHTOM. M eciiv OH BUIUT,
YTO C KJIMEHTOM He MTPOUCXOIUT HUYETr0, OH MOXKET 3TO TPOKOHTPOIUPOBATH U ITPH HEOOXOTUMOCTU

MNpEIJIOKUTD CBOIO ITOMOIIIb.

2. AHanu3 pe3y/IbTaToOB KakI0ro COTPYyIHHKA.

87



E. C. I'yneBuu. «llIkona npodeccuoHaIbHBIX MPOIAK»

PykoBonutenb otaena wiM KOMMEpPYECKHMH AMPEKTOP MOIYT JETalbHO IMPOAHAIM3MPOBATh
pe3ybTaThl COTPYJHUKA, MPUYEM OHM MOTYT HE TOJBKO YBUAETh, BHINOJIHSIET OH IUIAH WU HET,
HO ¥ MOHSATb, 716 UMEHHO BO3HUKAIOT CJIOKHOCTHU. [IJ1s1 HUX 3TO BO3MOXKHOCTb IPUHUMATH ITPaBUJIb-
HbI€ YIIPABJICHUECKUE PEIIeHH s : IOHSTh, YeMY HY)KHO YUUTh, KOTO HY’)KHO YUUTh, a C KEM yXke HYKHO
TOIPOIIATHCS.

3. [IpenckazyeMocTb/IIpOrHO3UPYEMOCTb.

JI7151 KOMITaHWY BaKHO, YTOOBI TPOAAXu ObUIM MpeacKkasyeMbIMu. Eciii 9T He Tak, pyKOBOAU-
TEJIM MTPOCTO HE TIOHMMAIOT, CMOTYT JIM OHM BOOOIIIE BHIIUIATUTH 3apIuiaty. Bece 3aBUCHT OT mpogaxk.
W naxe ecnu y KOMITAaHUM €CTh HAKOTUIEHHBIE PE3EPBBI, €€ BCE PABHO HEJb3sl Ha3BaTh CTAOUJIbHOM.
CrabuinbHasi KOMITaHHSI — 9TO CTaOWIIbHbIE TPOIAXKH. A 3Has Bce IM(MPBI B KaXJ0M BOPOHKE, MOKHO
JIETKO TIPOCYMTATH M CIIPOrHO3UPOBATh Oyaymye mpogaku. TOYHO Tak ke, Kak Balll pyKOBOJHTEb
MOJET CIIPOCUTh, Ha CKOJIbKO IPOLIEHTOB Bbl IUIAHUPYETE BBHIIOJIHUTH IUIaH MPOAAXK, TeHePaJIbHbIN
OUPEKTOP MOXKET CIIPOCUTb PYKOBOAMTEJIS OT/EJAa MPONAX WIM KOMMEPUYECKOro JUPEKTOpa, KaKou
IIPOTHO3 IO BBHINIOJIHEHUIO TUIaHA MPOJaK Ha TeKyIIMi JeHb. M mpodeccroHanbHblil pyKOBOIUTEb
HE CKaXeT LU(py U3 roJIOBH, a TOCYUTAET.

4. OrcnexuBaHue IMHAMUKYU U PACCTAaHOBKA ITPUOPUTETOB.

Haripumep, Bain pykoBOIUTEITh MOATOTOBMII JIIs Bac pa3Hble 0a3bl KOHTAKTOB. HO Kak MOHSTH,
Kakas 0a3a sdektrBHee? CripammBaTh Kaxaoro cotpygHuka? Jlydine Bcero 006 3TOM CKaxyT
1 pbl. CTOUT MOCMOTPETh PE3YJIbTAaThl COTPYIHUKOB, ¥ BCE CPa3y CTAHET SICHO. DTO MO3BOJIUT Mpa-
BWJILHO PacCTaBHUTh MPUOPHUTETHI M HE UCTIONB30BaTh 0a3y, KOTOpast MOKa3ajia HU3KUI pe3ysIbTar.

5. CpaBHeHHe pe3y/IbTaTOB BOPOHOK.

PykoBoauTe b CMOXET CpaBHUBATH HE TOJBKO PE3YJIbTaThl COTPYAHMKOB, HO M PE3YJIbTATHI
ME>K/1y BOPOHKaMH. DTO MO3BOJIUT EMY IIepepacipeiesUTh PeCypchl MPaBUIbHBIM 00pPa30M U CIIeIaTh
aKIEHT Ha CaMbIX PE3YJIbTATHBHBIX BOPOHKAX.

Ceituac OTCYTCTBHE BOPOHOK O3HA4aeT HeyIpasisieMble ipogaxu. OHU UayT camu cOOOM, Kak
TMOBE3ET: COBEPILICHHO HEMOHATHO, Ky/Ia TUIBIBYT KOMITAHUS, OT/IEJ, COTPYIHUKH, ¥ HETIOHSTHO, TIPH-
TUTBIBYT JI OHU KyJa HYXHO.

BopoHka aeT sicHOCTb, BO3MOKHOCTD B3[JISIHYTh Ha CBOIO pa0OTy CO CTOPOHBI, IIEPEBECTH BCe
JEWCTBUS B LIM(PBI U BIUATH HA 3TU IEHCTBUS.

I'’IE HAXOIUTCA BOPOHKA ITPOJAZK?

Ecnu mocMoTpeTs Ha 3TOT BOIPOC II00AJIbHO, TO BOPOHKA MpoJak HUTAE He Haxoautcsi. OHa
CYILIECTBYET cama Mo ceOe, XOTUTE BBl TOTO UM HeT. KIIMeHTHI MPUXOoAsT, KTO-TO OTCEUBAETCS, KTO-
TO MOKyMnaeT. EcTb Hauaio BOPOHKM M KoHell. Beerga. A 1O, 4TO IPOMCXOAUT BHYTPH, — 3TO U €CTh
OU3HEC-TIPOIIECChI, pa30MThIC HA STATIBI.

Ho ectb uHCTpyMEHT, KOTOPBIi1, BO-TIEPBBIX, [NO3BOJISET 3Ty BOPOHKY MPOIKUCATh, @ BO-BTOPBIX,
Pa3OuTh MpoLIecChl HA KOHKPETHBIE Iark U oiugpoBath ux. [lokazaTs, CKOJIBKO U KaKWe UIMEHHO KJTU-
€HTBI TEPSIOTCS PU ABUKEHUH 10 BopoHKe. U nMs stomy nncrpymenty — CRM-cucrema. Koneuso,
BOPOHKHU MOKHO CO3/1aBaTh XOThb B 9Kcesie, HO CRM — 3T0 MHCTpyMeHT, KOTOPBIi OOJIbIIIE TIOIXOAUT
11l TaKUX 3aJad.

OHOINBKUA B PABOTE C BOPOHKAMM ITPO/JIAXK

1-5 owuobka: padorath 6e3 BOPOHKH.
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MpblI yke BBISICHUIM BCE TUTIOCH PadOThl C BOPOHKAMM, TTIO3TOMY, €CJT Y KOMIIAHUH TaKOBBIX
HET, 9TO TOBOPHUT O TOM, YTO OHA OYeHb CJ1ab0 yMpaBisieT mpoAaxkamMu. B 3ToM ciyuyae Bbl MOXeTe
MPEAJIOKUTh PYKOBOAUTENIO HAYATh X UCIIONL30BaTh. ECiiu ke B KOMIaHMK BOPOHKH €CTh, HO BBI
c HUMU He paboTtaere uiM paboTaere TONbKO ISl TOrO, YTOObI BaC HE HAKa3ajv, BBl TepsieTe OUeHb
MHOTO BO3MOKHOCTel. Bbl He MOHMMaeTe, riie UMEHHO Y Bac OTCEMBAIOTCS KJIMEHTbI, YTO MMEHHO
HY)XKHO C/IeJIaTh, YTOOBI 3TOrO HEe IPOUCXOAMIIO. Bel He MoXkeTe nmporHo3upoBars npogaxu. Crienosa-
TEJIbHO, Bbl IOCTOSIHHO HAaXO/IMTECh B HEBE/ICHUH, 4 3HAYHT, OUEHb OBICTPO yCTaeTe.

Huxorga He padoraiite 6e3 BopoHku. Ecnu y Bac eme Her CRM, 3HauuT, co3naiite ee camu
Y CUMTANTE BPYYHYI0. XOTh KaK-TO, HO CYMTANTE. DTO IOMOXKET BaM IIOHUMATh CBOM CHJIbHBIE U CJla-
Oble CTOPOHBI M HAYYUTHCSI YIIPABIIATH MTPOJAKAMHE.

2-5 owuOKa: He TIOHUMATh CMbICJIA BOPOHKHU.

OueHb yacTo MpojaBIbl PadOTAIOT ¢ BOPOHKAMHU MPOAaX, HO HE TIOHUMAIOT, 3a4eM BOOOIIEe
OHM HYXHbL. VM MOb3yl0TCsl BO3MOXXHOCTSIMU BOPOHKHM HE Ha MOJIHYI0. MHOTME MPOCTO CMOTPSIT
Ha 1U(pbI, KOTOPbIE Y HUX MOy YUIIHCh, YACTh U3 HUX CPABHUBAIOT 3TH LU(PHI C pe3y/IbTaTaMt CBOUX
KOJUIET, U TOJIBKO HEMHOTHE 3a/IaI0TCSI BOIPOCOM: «A YTO MHE HYXHO C/IeJIaTh, YTOOBI TIOBJIUSTh
Ha 3Ty 1udpy?»

[pexae yem HaYaTh padOTATh C BOPOHKOM, yOSIUTECH, YTO IOHUMAETE €€ CMBICII, a ITOCJIE 3TOTO
MOMMMTE, YTO UMEHHO OT BacC J/IyT Ha KaXJ0M 3Tarie. YTo KaIbplil 3Tar BOPOHKHM O3HAYAET U [T0YEMY
OH MMEHHO Tako#. XOTb 9TO MPAKTHUECKH HEBO3MOKHO, HO BCEI/Ia CTPEMUTECH K TOMY, UTOOBI Balla
BOpOHKA TpeBpaiaiack B TpyoOy. [1oo0mamich ¢ naTeiogecsAaThio 1eJeBbIMU KIMEHTAMU — KYIHJIH
BCE MSATHICCHAT.

3-5 owmubKa: oqHA BOPOHKA Ha BCE.

B HEKOTOpHIX KOMIMaHMSIX BBl MOKETE CTOJKHYTbCSI C CHTyallMei, KOrga €CTh MHOrO Ou3-
HEC-TIPOIIECCOB, HO paboTaeT TOJIBKO OJJHA BOPOHKA MPOJaX. TO HenmpaBuIbHO. Ha Kaxaplil oTieb-
HBII OM3HEC-TIpoliecC JIOJKHA OBITh CBOSI BOPOHKA. [[s1 BO3Bpara KJIMEHTOB, Il TIPUBJICUCHUS
HOBBIX, Ul PaOOTHl C AEHCTBYIOIIMMU KJMeHTamu. Eciim 3Toro Het — mpejiaraiite M3MEHEHHUs.
He 6oiiteck roBoputh 00 3T0M. HeKOTOpBIE COTPYIHUKH, KOTJa HAYMHAIOT padOTaTh 110 HOBOMY ISl
HUX OM3HEC-TIPOIIECCY, MO MPUBBIYKE MOTYT MPOIOIKUATH PadOTaTh B TOM BOPOHKE, B KOTOPOM pado-
TaJIM BCET/a.

Baxno! Ecnu y Bac nosiBUIICS HOBBI OM3HEC-TIPOLIECC, BBl JOJKHBI HE MCIIONB30BATh OJHY
BOPOHKY /17151 BCEX, a BRIOUPATh €e KOPPEKTHO, B 3aBUcuMocTH OT BIT.

4-5 owubKka: paboTa He B TOW BOPOHKE.

Hekotopple MOTyT 3aBeCTH KJIMEHTA B TIEPBYIO MOMABIIYIOCS BOPOHKY. DTO MPUBOIUT K TOMY,
YTO TMPOJABEI] BHIIIONHSET HE Te JEWCTBHUS, KOTOPBIE MPEAYCMOTPEHBI, a 3HAYMT, MOy4aeT He TOT
pe3yibTat. K ToMy e MopTUTCs BCSI CTAaTUCTHKA, U, €CITH CUCTeMaTHYeCcKH paboTaTh HE B TEX BOPOH-
Kax, OTYETHI, KOTOPbIE CMOTPUT PYKOBOIUTEIb, OYIyT COBCEM HEKOPPEKTHBIMH, A 3HAUUT, OH HE CMO-
KeT IPUHUMATh MPABUJIbHbBIC YIIPABJICHYECKUE PEIlIeHUsI HA OCHOBE TAKMX OTUYETOB.

KoppekTHo BbIOMpaiiTe BOPOHKY, B KOTOpOii Oyaere padortars. Eciu Bb iponaete AeficTByIo-
UM KJIMEHTaM, y BacC JIOJDKHA ObITh COOTBETCTBYIOIIAs BOpOHKA. Eciy B Takoil BOPOHKE HAYHET
paboTaTh COTPYAHUK, KOTOPBIN 3aHUMAETCSI XOJIOJHBIM 003BOHOM, PE3YJIbTaT OyAET yAPYYAIOIIrM.

5-5 owubOKa: He ABUTATHCS TI0 BOPOHKE.

OueHb pacnipocTpaHeHHasl OMIMOKA: MPOAABIIBI WM HE XOTSAT, WM 3a0bIBAIOT ABUIATh KJIMEH-
TOB IO 3TaraM BOPOHKH. OHU JyMalOT, YTO 3TO OTHUMAET y HUX BpeMsi, HO Ha CaMOM Jiesie BpeMs
OTHMMAIOT Y HUX CJIy4yad, KOTJa OHHU, B OUEpeIHON pa3 He MepeIBUHYB KJIMEeHTa Ha HYXKHBIN 3Tarl,
TIBITAIOTCS] BCTIOMHUTB, T/1€ HAXOAUTCS KJIMEHT, & IOTOM IBITAIOTCS ITOHSATH, YTO C HUM HYXKHO CIIeJIaTh,
YTOOBI MPOJIBUHYTHCS Aabine. Korna oHM MBITAl0TCS TOCMOTPETh CBOIO CTATUCTUKY MO KOHBEPCHUH,
YTOOBI MOHSATh, HA KAKOM 3Tare KJIUEHTHl YXOIAT, OHU TOJMYYaloT HeJJOCTOBEPHBIE LU(PHI U AENA0T
HEJJOCTOBEPHBIEC BBIBOJIBL.
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[NosTomy KpaiiHe Ba)XHOE MTPAaBUJIO — BCETIa CBOEBPEMEHHO NepeIBUIaTh KJIMEHTa Ha TOT JTarl
BOPOHKH, KOTOPBIII COOTBETCTBYET CUTYallUU. DTO OYEHb CUJIbHO YIPOIIAET KM3Hb BaM U BalllM
PYKOBOAUTEIISIM.

6-51 OwUOKa: CTPEMUTBCS Cpasy K MOCIEAHEMY Taly BOPOHKHU.

310, NOKAIYH, caMas yactasi ommoOKa BceX MPoAaBIIOB. M3-3a TOro 4to UM HyKHO BBHITIOTHUTD
TUIaH MPOZIAK B OIPE/ICNICHHBIN CPOK, OHM TyMAIOT HE O TOM, KaKOH CJISAYIOIIHI 1ar Hy>KHO ClieaTh,
YTOOBI MPUOU3UTHCS K Mpoaaxe. OHU AyMAIOT O TOM, Kak ObI IPOATh MOOBICTpee, KaK, HaXOAACh
elle Ha MepBbIX Tarax BOPOHKH, Cpa3y MPHITHYTh K TOCIESIHUM.

3T0 B KOpHE HEBepHO. Bo-NiepBbIX, KOrzia Bbl CTPEMHUTECH TOOBICTpee MPOAATh, KJIMEHT HAuu-
HAeT YyBCTBOBATh BAllly HYXIY, & 3TO CUJIbHO OTTAJIKHMBAeT. A BO-BTOPBIX, KOT/Ia Bbl HaXOAUTEChH
Ha HAYQJIBHBIX 3Tarax BOPOHKH, BaM KaKeTCsl, UTO KJIMEHT KYIUT ellle 04eHb-OueHb Heckopo. Oco-
OEHHO 3TO KacaeTcs CIyvaeB ¢ JUIMHHBIM LIMKJIOM crieniku. Kaxkercs:, 4to mpojaxa ere Jajieko, U Bl
HE BU/IMTE HUKAKOTO MPOMEKYTOYHOTO pe3ysibTara. ITO MOKET HEraTUBHO CKa3bIBATHCSl HA MOTHBA-
UM,

BaxHO MoHMMAaTh, YTO MPOIAKa — ITO BCETAA BEPOSATHOCTh. HO 3Ta BEPOSITHOCTD MOBBIIIAETCS,
KOTJa KJIMEHT MePexonT Ha CIIeAYIONIHiA 3Tar BOPOHKH. YeM stan Omke K (puHAIBHOMY, TEM BBIIIE
BEPOSTHOCTD Mpojiaku. He Hy’)KHO CTpeMUThCsl cpasdy K (pUHAIbHOMY 3Tary BOPOHKH. [[BuraiTech
miar 3a marom. Bama niess He (puHasT BOPOHKH, Ballla Lejb — MEpeBeCTH KJIMEHTa Ha CIeAYIOIIUii
stan. Tem cambiM BBl OyieTe MOy4aTh U BUIECTh IIPOMEKYTOUHBINA pe3y/IbTaT. A 3HAYMT, C MOTHBA-
el Bce OyaeT B nopsijike. Bo-BTOPHIX, BbI BCET/a 3HAeTe, KAKOH IIar caeaylomuil. B-TpeTbux, Bl
HE MOKa3bIBaeTe KJIMEHTY HyX]y MOOBICTpee MpojaTh, a 3HAYNT, ITOBHIIIAETE YPOBEHb JOBEPHSI.

7-5 owuoOKa: He aHATU3UPOBATh BOPOHKY.

MHorue npoAaBIbl HCIIPAaBHO padOTAIOT B PABIJIBHON BOPOHKE U MIPOCTO MEPEABUTAIOT KIIU-
€HTOB, IOTOMY 4TO UM TakK cKa3aju. [Ipu 3TOM OHM HMKaK He pa3OouparioT To, YTo mpoucxonut. OHu
HE aHAJTM3UPYIOT CBOM CHITbHBIE U criabble cTOpoHBl. OHM HE MOHUMAIOT, HA KaKKX STaax y HUX camast
HU3Kas1 KoHBepcusi. COOTBETCTBEHHO, HE 3HAIOT, YTO MM HYKHO CHEJIaTh, YTOOBI BHIIIOJIHUTH TUIAH,
Y KaK OHU padoTal0T OTHOCUTENIBHO Kojuter. JIydire, Xyxke WITH Tak xe. BaxHO ekeIHeBHO IPOBOAUTD
TaKOM aHaJIN3.

8-5 owubKa: HUYEro He JIeNaTh ¢ OTyYeHHBIMU JAaHHBIMH.

EcTb 1 Takue npopasiibl, KOTOPHIE €KEAHEBHO CMOTPST M aHAIM3UPYIOT JaHHBIE TI0 BOPOHKAM,
HO HMYEro C HUMH He JeJaloT. BaxHo, 4ToObl BBl KaXABIN pa3 3agaBanu cede Bompochl: «O yem
3TO MHe ToBOopUT? UTO 5 JOJIKEH c/ienaTh, YToObl ICIIPABUTh CUTYalUio 7» BO3MOXKHO, BbI TOBJIHSIETE
Ha pe3yJIbTaT He Cpa3y, HO BaXXHO MPOOOBATh YTO-TO JeNIaTh C MOMyYeHHOU nH(popmanuen. Muaue
MIPOCMOTP 1P B Balllell BOPOHKE OKAKETCS IyCTOUM TPATON BPEMEHHU.

9-5 owubKka: BOPOHKA MPOJAX 3aKaHYMBAETCS U HUKY/IA HE YXOJMUT.

Ecnu Bama BOpoHKa mpoiax 3akaHUMBaeTcsi STanoM «ToBap oTrpyxeH» WM «Yciyra oka-
3aHa», 3TO TOBOPUT O TOM, YTO BbI M Ballla KOMIIAHUS TIPHJIMYHO Hejo3apadaTbiBaete. 1, KOoHeUHO,
3TO OIMOKA.

Kyna moxer yxomuth BopoHka? B cienyiomyio BopoHKy. Korga KiMeHT caenasl mepBylo
MOKYIIKY, OH IIEPEXOIUT 13 BOPOHKH «HOBBII KJIIMEHT» B BOPOHKY «JIeHCTBYIOIMI KIIMEHT». A eciu
KJIMEHT TepecTall y Bac MOKyNaTh U, HAprMep, He 3BOHUT BaM Y:Ke TOJIT0/a, OH U3 BOPOHKH «Jleit-
CTBYIOIIUI» JIOJKEH MEPEeiTH B BOPOHKY «BO3BpaT KJIMEHTOB» (MM, KaK ee elle Mo-JpyroMy Hasbl-
BalOT, BOPOHKa «Peannmanusi» ). B3aumonenicreue ¢ KJIMEHTOM He JOIKHO 3aKaHYMBATHCS. DTO M03-
BOJISIET KOMITAaHWMU 3apabaThiBaTh HE TOJBKO HA HOBBIX KJIMEHTaX, HO M Ha TeX, KTO yXe KOIJia-To
1391170

10-5 owuobKa: nepexuBaTh, YTO KIUEHTHI TEPAIOTCS.

MHorue npoaaBIibl, KOrAa CMOTPST Ha CBOIO BOPOHKY CO CTOPOHBI, HAYMHAIOT BUHUTH CEOsl.
Hymats: «Kak ke Tak, s CTapaioch, a U3 CTa KJIMEHTOB y MEHs MOKYIAOT TOJIBKO JecsaTh. HaBep-
HOE, CO MHOM YTO-TO HE Tak». DTO ellle OjIHa PacHpOCTpaHeHHAas OMMOKA. Be3ycIoBHO, A€o0 MOXeT
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ObITh B Bac camux. Ho He B Bac Kak B YesloBeKe, a B BaIlIUX JEUCTBUSX WIM UX OTCYTCTBUM. Beeraa
MOJKHO YJIyYIIUTbh CBOM PE3YJIBTATHI, HO Ba)KHO ITIOHUMATh, YTO HE BCET1a KJIMEHTHI YXOAAT U3-32a Bac,
U JAJIEKO HE Ha BCE BBl MOXKETE MOBJIUATH. TO, YTO A0 MOKYIIKM JOXOOUT TOJIBKO YaCTh KJIMEHTOB, —
3TO aOCOMOTHO HOpMaJTbHO. Hy>KHO 9TO MPUHATH U HAYYUTHCS C 3TUM KUTh. Torna Bel epecTaHeTe
HepekrBaTh HAIIPACHO M IIPOCTO HauHETe paboTaTh C OOJBIINM yIOBOJIBCTBHEM.

Wroro, uro npopaBuaM HykHO JejaTh C BOPOHKAMU MPOJAX:

1. TToHATH CMBICT, 3aJI0KEHHBII B BOPOHKH. Pa300paThcsi B HUX U HU B KOEM clly4yae He pado-
TaTh OE3yMHO.

2. BolOnpath NpaBUIbHYI0 BOPOHKY, KOTOpasi COOTBETCTBYET OM3HEC-TTPOIIECCY MPOIaK.

3. BecTu KJIMEHTOB WJIM CIEJIKU B BOpOHKE. KOppeKTHO mepeaBurath KJIMEHTOB U CHIEJIKU
I10 3TariaM BOPOHKH.

4. CMOTpeTh U aHAIM3UPOBATh CBOU U UyXHUE PE3yJIbTaThl, HAXOAUTb CBOM CJ1aOble W CHITbHBIC
MECTa B BOPOHKE.

5. CTpemMuThCS IepeIBUHYTh KaKA0r0 KJIMEHTA Ha CIIEAYIOIIMI 3Tall BOPOHKH, a HE Ha (PUHAIIb-
HBIN.

6. [TocTostHHO paboTaTh HAJ yTydllleHHeM TOKa3aTesield KOHBEPCUM BHYTPU BOPOHKH, YTOOBI
MOBJIMATH Ha MOKA3aTeIN Ha BBIXOJE.

91



E. C. I'yneBuu. «llIkona npodeccuoHaIbHBIX MPOIAK»

HaBpbIk 7.
Paoora B CRM-cucreme

Kaxpapiii mpomaser TOJkeH He TOJNBKO Xoporio 3HaTh uHTepdeiic CRM-cucrtembl, 9To0bI
ObICTpO B Hell paboTtaTh. OH OMKEH YETKO MOHUMATh, JJIsS Yero eMy HY)KHO 3arofHATh KaxIoe
T0JIe, U JIeNIaTh 3TO KOPPEKTHO. ECiiM 3TOro moHMMaHus HeT, MoJIsl HAYMHAIOT 3aIOHATHCS HA00yM,
JUIb Obl MOCKOpee oTcTasu. M, KpoMe MoTpaueHHOro BIYCTYIO BpeMeHH, KOMITaHU I TIOTy4aeT Heflo-
CTOBEpPHBIE 1aHHbIe. EC/IM pyKOBOICTBOBATHCS TAKUMHM JAAHHBIMU, JJAJIEKO BbI HE YIUIBIBETE. DTO MPH-
MEPHO TO Xke camMoe, KaK eCJI KOpaOJTio TUTBITh CO CJIOMaHHOW HaBUTAIIMEH U KOMITACOM.

YTO TAKOE CRM-CUCTEMA

CRM-cucrema (mim, Kak ee elle MHOIAA Ha3blBAIOT, «I[DPIIMKa» WM «CUPIIMKa») — 3TO
cokpaiuenue ot annmickoro Customer Relationship Management, 4to nepeBoauTCs Kak «yIpaB-
JIeHHe B3aMMOOTHOUIEHUSAMM C KJIMEHTaMu». DTO CHelUUa]bHOE MPOrpaMMHOE OOecrieueHue s
KOMIIAaHWH, KOTOpOE IOMOraeT aBTOMAaTH3MpPOBaTh M CHCTEMaTH3MpPOBaTh padOTy C KIMEHTAMH.
[TpocTbiMU CIOBaMHM — 3TO MPOCTPAHCTBO, KyJa MPOAABLbI BHOCAT BCEBO3MOXKHYIO MH(OPMALIMIO
0 KJIMEHTaX, KOTOPYI0 UM YAAJIOCh BBISICHUTh B Pa3roBope, B crieluasibHble noss. [IpoctpaHcTBo, rae
OHM IIAHUPYIOT CBOIO JIESATEJIbHOCTh, OTMEYAIOT BCE B3aUMOJEWUCTBUSA C KJIMEHTaMU, U3 KOTOPOro
OHM COBEpIIAIOT 3BOHKH U T. JI. CoBpeMeHHble CRM-cucteMsl 001aJa10T OrpOMHBIM (DYHKIIMOHAJIOM,
KOTOpBI MOMOTaeT KOHTPOJIMPOBATh MPOJIAKH, YIPABJIATh UMHU, IPOrHO3UPOBATh, OBBIILIATH, [TOMO-
raer yJIy4luTh 0OC/IyKMBaHKE KJIMEHTOB 3a CYET COXpPaHEHMsI B CHCTEMe Ba)XHON MH(OpMAaLIUH.

ITomumo storo, CRM, cucrematnsupys MH(POpPMALIMIO, TIO3BOJISIET KOMIIAHUHM JIETYe €€ aHa-
JIM3UPOBATh U Ha OCHOBE 3TOM MH(OpMalMU NPUHUMATh NPABWIbHBIE PEIleHHUs, CO3/1aBaTh Mpa-
BUJIbHBIE MAPKETUHIOBBIE MEPOIIPUATHSA. DTO OAVH U3 CAMBIX Ba)KHBIX HTHCTPYMEHTOB COBPEMEHHOTO
IIPOJABLA U COBPEMEHHOIO OTJesa Mpojax. BIOKHOT, cTHKep min TabaMuKa B 9Kcesle yxke HUKyAa
HE TofATcs. JTO YKE IPOLLIOE.

KAKHME BBIBAIOT CRM-CUCTEMBbI?

Wx cyiectByeT orpoMHoe Kom4ecTBo. Bce OHM OTIIMYAloTCSs BHEIIIHE, €CTh OTJINYHUS 1O (PYHK-
[IUOHATY, TIO JAOTIOJTHUTEIbHBIM BO3MOKHOCTSIM, TIO IeHe: KaKHe-TO IJIaTHbIE, KaKHUe-TO OeCIUIaTHBIE,
Kakue-To OecruiaTHbIe JI0 onpeneieHHoro MomenTa. Ectb poccuiickue CRM-cucteMsl, ecTb 3apyOesk-
Hble. CyllecTBYIOT caMOIMCHbIE penieHus, korna CRM-cuctemy co3aaer KOMIaHus WK 3Ty CUCTEMY
pa3padaThBAIOT CHEMAIBHO /1711 KOMIIAHUHU, & €CTh y’kKe TOTOBbIE PEelIeHHSI.

MpbI crienuasibHO He OylieM paccMarpuBaTh ocodeHHOCTH pasHbix CRM-cucteM, OTOMY 4TO
9TO Oy/IeT OECCMBICIICHHO Ha JIAHHOM 3Tarie 110 HECKOJIbKUM TPUYUHAM:

1. JTio6ass CRM B pa3HBIX KOMITAHUSIX OY/IET BBITJISIETH MO-Pa3HOMY, IOTOMY YTO HACTpauBa-
eTCsl O] KOHKPETHBIH oT/ies npojaax. M ectb orpoMHasi BEpOSITHOCTD, YTO Bbl, KOTJIA MPUIETE B KOM-
MIAHUIO, YBUIUTE COBCEM HE TO, YTO MBI pazoupaiu. bonee Toro, gaxe eciiv B KOMIIAHUIO TTPUXOAUT
YeJIOBeK, KOTOPBIN yke padoTtan TouHo B Takoi ke CRM-cucreme, eMy Bce paBHO HYXKHO OyfeT
npoiTu o0y4yeHue BHyTpU KommaHuu. [IoToMy 4To MOXET OTJIM4aThCsl OUeHb MHOTOE.

2. Kaxapiin genp nosisisaorcs HoBele CRM-cucremsl. Korna Bbl mpuaeTe B KOMIIAHUIO, TaM ykKe
MOeT cTosATh aApyrass CRM, kotopast TONbKO NOSBUIIACH.

[TpaBrIbHBIM OYJIET MOHSATH BCIO CYTh CHCTEMBI, pa300PaThCsl, 0 KAKUM IPHHITUIAM PadoTaioT
CRM, noHATh, KaK1e BO3MOKHOCTH Y HUX €CTb, YBUJETh, KAK 3TO BBINJISIUT, U MOHATh, KaK B HEU
pabotatb. Hy a ¢ muHTepdeiicoM BbI Bceria CMOXeTe JIETKO pa300paThesi caMocTosATeIbHO. Tem Oornee
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YTO, KOTJ]a BBl TIPUJIETE B KOMITAHHIO, BaM 00SI3aTesIbHO MOKAKYT, YTO U Kak HyXHO jenath B CRM-
cucreMe. [ToroMy 4TO npaBMIa y BCEX CBOM.

[To MonMm HaOsIOIeHNsIM, Ha CETOAHSIIITHUAN JIeHb camble iony/sipusie CRM-cuctemsl — 310:

1. «butpukc24».

2. AmoCRM.

3. 1C CRM.

3AYEM HYZ?KHA CRM INIPOJABIIAM?

3ameHnTe b PYYKH, OJIOKHOTA

Bce, uTo paHbliie MpoaaBIIbl 3aNKMCHIBAIM B OJIOKHOTE MJIM Ha CTUKEPAaXx, JIETKO MOKHO 3aIiCaTh
npu nomorny kinaBuatypsl 1 CRM-cuctemsl. Ho B oT/imume OT CTUKEPOB, JIMCTOUKOB M OJIOKHOTOB
CRM-cucrema HuKkyna He Tepsietcs. HdopMalius oka3bIBaeTCst cpa3y MPUKPEIICHHON K HY KHOMY
KJIMeHTy. Hamprmep, Bbl ceromHs MooOImaimch ¢ KJIMEHTOM, BBISICHIIM BCE, YTO XOTEJH, 3aIUCaIIH
uHpopmaimio B CRM. U xoTb 3aBTpa, XOTb 4epe3 rojl, XOTb Yepe3 JECATh JIET Bbl JIETKO CMOXKETE
HaiiTy 3Ty nHpopMarmio. Bymara yarie Bcero Ha Takoe He CriocoOHa.

Ucrounuk nagopmanuu

[Tponasiyy He HyKHO 3alIOMHHATh YTO-TO U AEPKaTh B IOJIOBE JIMIIIHIOW HH(popMaimio. Beerna
MOHO 3alTH B KAPTOUKY KJIMEHTA U IIOCMOTPETh BCE, YTO IMPOUCXOAUIIO C ITUM 3aKa30M. MOKHO
IIPOYUTATh KOMMEHTAPUU COTPYIHUKOB, KOTOPBIE YKE PA3rOBAPUBAIIN C ITUM KJIMEHTOM, MOKHO ITPO-
CIIyIIaTh HE TOJBKO CBOM COOCTBEHHbIE 3BOHKHM M BCTIOMHHTB, O YeM T'OBOPWJI KJIMEHT, HO U MOCITY-
1IaTh 3BOHKHU JPYTUX COTPYZHUKOB. MOXHO IIOCMOTPETh BCIO UCTOPHUIO MOKYIIOK 3TOrO KJIMEHTA.
B nekotopeix CRM-cucremax XpaHUTCSl BCSl IEPENMCKA U3 JIEKTPOHHOM MOYTHl U MECCEHKEPOB.
OpnuH pa3 3anucas MH(POPMALIMIO O KJIMEHTE, Bbl BCEI/la CMOXeETe K Hell BepHyThcs. Harpumep, 3anu-
caTh, KaK 30BYT COOAKY KJIMEHTa, ¥ B HEKOTOPBIX pa3roBOpax MepUoANYECKH CIpAIINBaTh, KAK TOKH-
Baer nutomernl. KnmeHnry Oyaer oueHb MpUSTHO Takoe BHUMaHKE, HO BaM HE MPUIIUIOCH 3aIlIOMUHATh
3Ty nH(pOpMaIMIo. Bl IpocTo ee BOCPOU3BEIN U3 CIIELUAIBHOIO 0151, KOTOPBIE BBl MJIM BAIH KOJI-
JIeTH 3aIOJIHUIIX 10 3TOro. Tyaa MOKHO IUcaTh BCE, YTO MOXET PUTOAUTHLCS BaM B Oyy1eM: 0coOble
MIPEANOYTEHUsI KJIIMEHTa, YTO JIIOOUT, UTO He JIIOOUT, 0OCOOEHHOCTH XapaKTepa, KyJa €31 B OTITYCK,
Kak 30BYT CyIIpyry, 4YeM YBJIEKAeTCsl, €CTh JI JeTH. B o0meM, Bce, 0 yem B OyayiiemM MOXKHO Oyaer
noroBopuTsb. Jlaxe eciii 9Ta TeMa He CBsI3aHa C BalliM Ipoayktom. BooOie Bee, uTo BbI 3anucanu
ceifuac, MOXET CTaTh ITOBOJIOM JJIsl pa3roBopa B OyaymieM. Bel camu co3faere Takoil HCTOUHMK. Bbl
Y Bally KOJUIETH.

IlanupoBIUK

Muorue CRM-cuctemsl JIerko cripaBisitotcs ¢ PyHKIMen ranupoBanust. [Ipogasern moroso-
pui1 1o TesiepOHY € KJIMEHTOM MJIM CXOOWJI K HEMY Ha BCTpedy, OHM JIOTOBOPHJIMCH, YTO Ipoja-
Bell [IO3BOHUT TAKOTO-TO YKCJIA POBHO BO CTOJIBKO-TO. Ecim mponasel; 3ariaHupoBal Takol 3BOHOK
B CRM, B HyXHBI JIeHb B HY’)KHO€ BPEMs CUCTEMA CamMa HAIIOMHUT IPOAABLY O TOM, YTO HYKHO
MO3BOHUTb.

VYnpasienne 3agauamu

PykoBoauTesb otena nmpogax MOKeT MOCTaBUTh MpoAaBIly Jodyio 3agady. Hanpumep, mpo-
3BOHUTD 0a3y. M ceromHst 00s13aTeIbHO MO3BOHUTH BOT TaKOMY-TO KiiMeHTy. bes CRM ato nena-
eTcsl WM YCTHO — M IIPOJABell CYAOPOKHO 3allKChIBAET 32 PYKOBOJUTENIEM TO, UTO HYKHO CHIENaTh,
WJIA PYKOBOIUTEb CTABUT 3a[]aUy MUChMEHHO — B TIOUTE WJIM MECCeHKepax.

B mo6om ciydae 310 HeynooHo. JlepkaTh B rojioBe Bce 3a/1auu ObIBAaeT CJIOKHO, TUCTOUKH TEPsI-
I0TCS, TIOUTa 3acopsieTcs], B MeCCeHKepax JIOro UCKaTh... CpOKH HYKHO KOHTPOJIMPOBATH B JIPY-
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rom Mecte. Hekotoprie CRM-cuctembl O3BOJIAIOT MPOAABIAM padoTaTh HE TOJIBKO C KJIMEHTaMH,
HO U C 3aJja4aMH.

Hanpumep, oTkpbiB cienuaiibHblil pazaen «Mou 3a1aun», Bl MOXKETE YBUIETh BCE CBOU 3a/1a-
HU$1, KOTOPbIE TOCTABUJI PyKOBOAMTEIIb WM Ipyrue cOTpyIHUKU. [0 Kak 1011 3a1a4e MOKHO YBUIIETD
CPOK BbINOJIHEHUS1. BBl MOXeTe 3a/1aBaTh BOIIPOCHI M OTBEYATH BallleMy PYKOBOAMTEIIIO IIPSIMO B 3TOM
3ajaye, ¥ OH YBUJUT BCe Ballli KOMMEHTapuu. Bel MoxkeTe MeHSTh cTaryc 3a1a4d. Tak Bail pyKoBo-
auTesb OyaeT MOHUMATh, YTO Bbl BHITONMHWIM TpeOyemoe. Takxke B HekoTopbix CRM-cucremax Bbl
MOXETE PACCTaBJISATh 33/1a4M 0 IIPUOPUTETAM, JIIsI TOTO YTOOBI B IIEPBYIO 0UYepeIb OpaThesl 3a CaMble
BakHbIe. UTOOBI paCCTaBUTh MPUOPUTETHI, MOTYT MCTIOb30BATHCS 1IBETA WJIH CIIEIIUAIbHbIE OTMETKH
IIPHUOPUTETA: «BAXKHO U CPOYHO», «BAXKHO», «HE CPOUYHO» U APYyIUe.

[TomMuMmo TOrO 4TO MpOAABEL] MOXKET YHPABIATH TEMU 3ajauaMH, KOTOPbIE TIOCTaBUIIA €MY, OH
MOET caM CTaBUTh 3a/laud JPyTuM coTpyaHMKam. Hanpumep, npopaser] NpuHsII 3BOHOK OT KJIU-
eHTa APYroro MeHekepa U MOKET IMOCTaBUTh 3a/jauy CBOeMy KoJuiere, YToObl TOT nepe3BoHm. Viu
y KJIMEHTa BO3HUKJIM TEXHUYECKHE TPYIHOCTH M eMy TpeOyeTcsi He OUYeHb CPOYHAs IOMOIIb TeXHH-
YECKOro crieruaimcTa. MeHemkep MOKeT MOCTaBUTh 3a7ady COTPYAHUKY M3 TEXHUYECKOrO OTIeNa,
YTOOBI OH TIEPE3BOHII.

KoHTpoJb Kaka0ro KJineHTa

CRM - 3TO MHCTPYMEHT, I/ie MPOAABLBI KaK pa3 U MepeJBUraloT KJIMEHTa 110 BOPOHKE Ipo-
Ja’ C OJIHOTO 3Tara Ha JIpyroi. DTo MO3BOJISIET KaXJOMY MPOAABLY TOYHO 3HATh, YTO IIPOUCXOAUT
ceilyac ¢ KJIMEHTOM, Ha KaKOM OH HaXOJUTCS 3Tale, YTO C HUM HYXKHO AesaTth aaisiue. [Ipu stom
€CJIY IPOJABEL] JEJIAET BCE IIPABUIIBHO, TO OH TOYHO 3HAET, YTO HU OJIMH KJIMEHT He norepsercs. bes
CRM-cucreMbl MpoaBIam MpUXOAKIOCh Obl KA B pa3 ¢ KaKIbIM KJIIMEHTOM BCIIOMUHATD, HA YeM
3aKOHUYWICA pa3roBop.
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KoHen 03HakoMuUTEJIbHOT0 (pparmMeHra.

Texkcr npenocrasinen OO0 «JIutpec».

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

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