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Hanoeno kaxapiii pa3 n300peraTh Bejaocure]] ¢ HoBbIM KirieHToM ?I Ipokauait
CBOM HaBBIKM J0 4€pHoro mnosica!Harma kaura «YepHslid 1osic pogax» — 3TO

90 mHEU roTOBBIX CXEM U JMAJIOTOB, KOTOPBIE 3aMEHSAT To/ibl MPo0 1 OIHUOOK.
[MoyauIns TEXHOMOTHIO, 10 KOTOPOH OOBITMHCTBO MPOJABIIOB HE TOPACTAIOT

3a BCIO Kapbepy.BoT uTo BHYTpH (TOJBKO XapaKOp, HUKAKOW Bojbl): PeyeBbie
CTpaTeruu, KOTOpble aKKypaTHO BEIyT KJIMEHTa K «Ja».# CKpUNTH EPBOro 3BOHKA,
MocJIe KOTOPBIX COramianTcsa Ha BCTpeuy.# TexHuKku padoThl C BO3paKEHUSIMH,
MpeBpallapIe «HeT» B «JaBaite yoenumcs».# ®opMybl MPOJAOIINX TEKCTOB,
KOTOpBIE BKJIIOUAIOT Y KJIMEeHTa HyKHble KHOMKU.IIoueMy 3T0 MacT-X3B 1151 TBOe
Kapbepbl:# Kavail HaBbIKM, a He coMHeHus! [TpocTo 3Hai, YTO TOBOPUTH B KaKI0U
cutyanuu.# Bel — KOHCTpYKTOp cornacusi. KIMeHT caM NpuxoAuT K perieHuio,

a ThI JIUIITL TPAMOTHO BeaENb quaior.# MHBecTuims B cedsi, KOTopasi OKyImaeTcs
K CJIeAyIOIeMYy KBapTajly. TO He MPOCTO KHUT'A — 3TO TBOM JIMYHBIN TPEHEP IO
npojaaxam,
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A. Bacrortus. «YepHbIl MOSIC TPOIAK»

Anekcanap BacroTun
YepHbIN IOSAC MPOJAK

BmecTo npeaucioBusi.

Omcymcmeue mexnonozuu 8 paoome — 3mo OUNEMAHMUIM.

IIpoaaku — 3T0 NH:KeHEePHOe UCKYyccTBO. Bama peub — mporpaMMHbIi KO/, KOTOPBIT
3amycKaeTcsl B CO3HaHUM KireHTa. OH BeJeT ero OT NOTpeOHOCTH — K PEIICHHIO.

B 95% cuayyaeB nmpoga:xka — 3T0 padora ¢ Bo3pakeHusivu. Kak ropoputhb, 4To0bI €
BaMu coryiamaJuuch? [IpeacraBbre, 4TO KaXkI0€e «HET» KJIMEHTA CTAHOBUTCS IIArOM K €ro e co0-
CTBEHHOMY «Ja». Halla MeToosIorus mpeBpaiiaeT OCO3HaHHbIe TEXHUKU B HEOCO3HABAEMYIO TTPH-
BBIUKY. BBl mepecTraere ObITh «HCKaTeIeM CJIOB» M CTaHOBUTECh KoHcTpykTOpoM cormacusi. Ctpecc
cMeHsieTcsl a3apToM. HampsikeHue — B3aUMHBIM yIOBOJIbCTBUEM OT TEXHOJIOTMYHO BBICTPOEHHOTO
AMAJIOra.

Pe3yabTar:

Bama peus kopoye, BIUsIHUE — CHJIbHEE.

Bo3paxeHusi CTaHOBATCS MyTeM K COITIACHIO.

Brl nuiiere B cO3HaHWM KJIMEHTA SICHBIN KOJI, BEAYIIUI K BEPHOMY PEIIeHHIO.

! noJiyuyaere He MPOCTO C/AEJIKY, BbI 0Jy4aeTe CTOPOHHUKA, KOTOPbII peKOMeH/1yeT
Bac.

IIputya o ABYX NpojaaBIax

lonuap nan yueHnkam Apremy u JJaHuminy: mpogath OOBIYHYIO Ba3y 3a CTO MOHET.

ApTéM pacckaszbIBal POXOXKUM O KayeCTBE IVIMHBI, IPOYHOCTH OOKHUra U Kpacote yzopa. Ho
0¥ TTPOXOIVIIM MUMO, JIMIIb U3peaKa oOpaIaid BHUIMaHUe.

JlaHUWIT MTHTepEeCOBAJICS Y TIPOXOKHX :

— Kak yacto BH pagyeTe OIM3KHMX KPACUBBIMH MOAAPKAMU?

— Kaxk BbI BoIOMpaeTe, 4T0 MOKApUTh?

— Xotenu Obl, 9TOOBI Balll MOJAPOK 3ATIOMHIJICS HA TOIbI?

Korzaa monu oTBeyany, X 4yBCTBa BKJIIOYAJUCD, KeJTaHUs] yCUITMBATIUCh, OHU CAMH TIPHXOVIIH
K MBICJIH, YTO 3Ta Ba3a — UMEHHO TO, YTO HY)KHO. JIaHMMJT HEe IpoAaBal Basy, OH CO3JaBajl MoTpeod-
HOCTb TIOPAJIOBaTh OJM3KKX — e€ y Hero Kymuiu 3a 120 MoHer.

— Kak 3710 BBIIIIIO? — cipocuit ApTéMm.

— Tw1 mponasan Bazy, — orBeTuJ F'onuap. A [lanunn coznaBan xelaHusl.

— Ho 51 nyumie pacckaspiBai o Base! — Bo3pa3uia ApTém.

— 3HaTh MPOIYKT HeoOxomumo, — mpoaoekua I'onuap. Ho korma yyBcTBa Momyar, Joau
TMOKYTIAIOT TI0 HYKJIE U JIeIeBO.

— Aptem, ThI pemiaj CBOIO 3a71a4y, a JaHuuI — MPOXOKUX.

— Be3 nokynareneit Tpya HIYEro He CTOMT.

— Ham npoanyKt — 310 3aTparhl. YMeHHe npoaaBaTh — 3TO JIO0XO.

3aueM 0CTaBATHCS «CTAXKEPOM»!

OcBausaiite «HepHbIil HOsSIC MPOJAX>» . DTO He Teopus, a 90 JHEN rOTOBBIX CXEM U JUAJIOTOB,
KOTOpbIE 3aMEHSIOT TO/Ibl TPOO ¥ OIMUOOK. DTO MPHEMBI, 10 KOTOPHIX 00JLIIHHCTBO NPOIABI[0B
He I0pacTaioT 3a BCIO Kapbepy.

BuyTrpu Bol Haiiaére:

— PeueBble cTparernu, KOTOpble aKKypaTHO BEIYT KJIMEHTA K «J1a».

— CKpunTHI IEPBOTO 3BOHKA, TIOCJIE KOTOPHIX COIVIAIIAIOTCS HA BCTPEYY.

— TexHMKM padOTHI C BO3PAKEHUSAMH, MPEBPAIIAIONINE HET» B «IaBAUTE yOSIUMCS».

— ®opMyJIbl IPOAAIOIIMX TEKCTOB, KOTOPbIE BKJTIOUAIOT MOTPEOHOCTH.

IT0 coBpeMeHHast HayKa, KOTOPYIO Mbl IIPEBPATIIM B paO0yrie MHCTPYMEHTHI.
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KauaiiTe HaBbIKH, 2 HE COMHEHMHSI!

— Hayuurech nponaBats 6e3 nacoca u 3aydeHHbIX (pas.

— IlpokauaiiTe HaBBIKM U PEYb.

— Beaure nuasor, rae KJIUEHT caM MPUXOAUT K MOKYTIKE.

9TO UHBECTUIIUY BHUMAHUS U YCUJIMI, KOTOPbIE OKYIAIOTCS K CIeAYIOIEMY KBapTay.
UYepnbiii nosic ket Bac. [lepeBopaunBaiite CTpaHUILy.

Kak crtaButh 6aJUIbI B TECTAX

«1» Tema HOBas1, paHbllle HE TyMaJid 00 STOM, TaK He TIOCTYIAJIH, OIbITa IPUMEHEHUS HET

«2» CripIIaim, 3aJyMbIBJTICh, 0OCY:X a1, IPOOOBAIH AENaTh, O Pe3yJIbTaTax TOBOPUTH PAHO;

«3» Hauanu nenarth, MeeTCsl TIEPBBIN OMBIT U MOJIOKUTEITbHBIE Pe3yJIbTaTH;

«4» Ymeerte, fenaete npu HEOOXOAMMOCTH, HO HE CUCTEMaTUUYECKH, AEIUTECh OMBITOM, MOXETe
HAyYHTh;

«5» DreMeHT Ballleil TeXHOJIOTUH, pabOTaeT M CTAHOBUTCSI MPUBBIYKOM UCTIONHEHNST;

«6» BKJTIOUEHO B TEXHOJIOTHIO, HEMPEPHIBHO COBEPIIIEHCTBYETCS, JIEMEHT KYJIbTYPbI UCTIONHU-
TEJIbCTBA.

Yactb

I

. bu3nec mpiienue (Ctparerus)

Uro takoe 6usHec? JIuaupyoT oTBeTH: «bu3Hec — 310 MPUOBLIL»; «BU3HEC — ITO JEHBIU»;
BusHec — 310 KOMaH/1a»; «Br3Hec — 310 padoTax ... U Tonbko B 5% citydaeB, TOBOPST INIABHOE CJIOBO!
A xakoBa 1ien» 6usHeca? Jlumupyer orBeT: «Makcumuzanys npuOb». YTO Ha TIEPBOM MecTe B
rojIoBe, TO Ha MepBOM MecTe U B si3bike! B 3T0M yacTu mMbl pazdepeMcsi ¢ MIOHMMaHUEM OM3Heca,
SKOHOMHKOH MPUOBLIN ¥ AMArHOCTUPYEM CUCTEMY MpoAax. MaJo 3HaTh «4TO M KakK JIeJIaTh», BAKHO
y3HaBaTh «JIJ1s1 Yero Aearb». TO OCHOBA [JIs1 JAJTbHEUIIINX JACUCTBUIA.
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1. ®unocodus 6M3HECa M MPOJAK

Busnec nauunaemcsi ¢ KAUeHMo8 u 3aKAHUUBAEMCS, KO20A KAUEHIbL UCUE3AIOM

Lens 6uzHeca He puObLTH, Llens Or3Heca — yIOBIETBOPEHHBIN KIMeHT. [IpuObLIb — 3TO Ciieji-
CTBUE, «AIJIOAMCMEHTHI PbIHKAa», U3MEPUTESIb MOJE€3HOCTHU ISl KJIMEHTA. [IeHbIu y KJIMEHTOB U
Baim Oyaymue aeHsru Toxe! [Ipogaka — 370 0OMEH 4yBCTB Ha JICHbIH.

[NoTpedHoCTH U *enanus KireHToB co3aaioT AeHekHbIi NOTOK. [lepBocTeneHHas 3agaua Kax-
JOro COTpyOHMKa — IpuBJeyeHre U yaepxxanue KinuentoB. CoTpyaHUKH, KOTOPbIE UTHOPUPYIOT 3Ty
3aJa4y CO3JAl0T JONOJIHUTEIbHBIE CKPBIThIE 3aTPAThI.

[Ipunymaiite, oTKpoiiTe, HaliiUTe, CO3JANWTE MPUYMHY, 110 KOTOpoW KilMeHT nomkeH MMeThb
neno ¢ Bameit kommanwueit. [Tycts Oyner, o KpaiiHeir Mepe, TpF OCHOBaHH 1, YTOOBI BBIOPaIN IMEHHO
Bac. Kakyio nonbs3y nonyvaer Kiment ot B3aumopericteusi ¢ Bamu? KakoB unrepec Kiuenra? Yro
MOXHO 100aBUTH B BalllU JEUCTBUSI, YTOOBI KJIMEHTHI BAC PEKOMEHJOBAIIH

IpuHnune1 OM3Heca

Tpunyunvt — 3mo cxemwvt 05t OYoyuieri peanrbHOCH.

Jlionu nenaloT 4To 3HAIOT, BAXKHO y3HABaTh, 4To Jenarh. [lutep [Ipykep 3ameTus, 4to HeT
HUYero Oecrioyie3Hee, 4eM 3h(PEeKTUBHO JIeNaTh JIesio, KOTopoe BOOOIIIE iesaTh He HykHO. Takoe rmpo-
MCXOIMT B OM3HECe KaXkIblii JIeHb, 10 MpHBbIYKe! BOT mpocThie uien, Ho OHU TPeOYIOT QUCITUIUIAHBI,
TOYHOCTH, OTBETCTBEHHOCTH CJIEIOBATh UM KaX[Iblil IeHb. B 9TOM U TPyAHOCTb.

Pesynbrar B 613HEce MPOU3BOIUTCS KJIMEHTOM, KOTrJja OH OIIAYMBAET Halll MPOAYKT.

BuyTpu OusHeca jeHer HeT. BHyTpu OM3Heca TOJIBKO 3aTparthl.

BusHec — 3T0 peanuzaiius BOSMOXKHOCTEH, a HEe pelieHre mpoosieMm.

['maBHBIN pecypc Ou3Heca — 3TO 3HAHUSI U YMEHUS COTPYIHUKOB.

Bu3Hec — 3T0 OTBETCTBEHHOCTH Mepe/i KJIMEHTaMK, COOCTBEHHUKAMU, COTPYTHUKAMHU.

Co3znaBarh JTMIEPCTBO HA OCHOBE YHUKAJIBHOCTH.

Viydiare nmpoliecc JOCTUKEHUs pe3ysbTara.

Mpl yacTo ueM cioxkHble (popMyJIbl ycriexa, U MPOXOIUM MHUMO MPOCTHIX Belled. 3aMeTbTe
€CJIM pellieHHe CJI0KHOEe, 3HAYUT OHO HEBEPHO, HE MOHSTO, HE U3YYEHO, HEe Pa3/IOKEHO Ha COCTABIIs-
[OIIIHE.

Tect. HackoabKo BbI cJielyeTe NPUHIMIIAM OH3Heca

Ecnu 661 OusHec npoaasascs BMecte ¢ Bamu, Bac mopekoMeH10Bai Obl OCTaBUTh, TOTOMY UTO
BBl CliefiyeTe nmpuHImnamM ousHeca? Bocmonb3yiitech mmikanoi ot 1 no 10, mocraBbre cede OLEHKH,
KaK HaOoaTe b CO CTOPOHBI.

Ipunmmnbl 6u3Heca
1-10

1. Bu3Hec — 3T0 co3/JaHHe IEHHOCTH /ISl KJIHEHTOB, C MPHOBLILIO 1151 KOMIIAHU.

I'maBHas 3amava — BUIETh MOTPEOHOCTH U KeJaHUsl KJIMEHTOB, TEXHOJOTMYHO U MCKPEHHE
MPEJOCTABIATh UM Ty MOJb3Y, KOTOPYIO OHHM OT HAC XKIYT. BadxcHo cnpasasimecsi ¢ smoii 3adaueri —
3a MeHvluee gpemsi U ¢ boavutell sgpgpekmusrHocmuto. Hackonvko eauiu peuteHus: coomeencmeyiom
amomy npuHuuny ?

2. BuyTpu 6u3Heca geHer HeT. BHyTpH OH3Heca TOJILKO 3aTPaThl H OTXObI.
JleHbI'n HaXOHsTCSl Y HAllMX KJIMEHTOB U elle Oobllle Y TeX, KTO He sIBJISeTCs IOKa elle
HAIIUMU KJIMEHTaMU. Ymo mwvl denaem 0asi mozo, umobsl OHU € YOOBONbCIBUEM OOMEHUBANU CBOU

7
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OeHbeu Ha Hawu npooykmul u ycayeu? Ymo mol deaaem 045 mozo, umoosl me, KMo eule He S8AHMCS
HAWUMU CIOPOHHUKAMU, 3aX0Menu NO3HAKOMUMsCsi ¢ Haueli komnanueii? Kaxosa eawa oyenxa?

3. bu3Hec — 3T0 peaJsu3aiusi BO3MOKHOCTell, a He pelIeHne NpoodJiem.

Makcumuzupyiite BO3MOKHOCTH, KOTOPBIE TIOJICKA3bIBAIOT BaM KJIMEHTHI U Pe3yJIbTaThl yIy4-
marcs. Ycrnex B OM3Hece — 3TO peayn3alysi BO3MOKHOCTEW, KOTOpbIe MPEJOCTaBISIOT KJIMEHTHI.
Permast mpoGieMbl, MbI UHBECTHPYEM BpeMsI U PeCYpPCH B MPOIILIbIe OMIMOKY, YBEJTMUMBASI UX LIEHY.
Kak mel peanusyem 603modicHoCmuU U npedynpesxicoaem npoonemvl, 6Mecmo mozo 4moodsl ux peuams?

4. I'naBHbIi pecypc OM3Heca — 3TO 3HAHHUS M YMEHHsI COTPYAHHKOB.

Tonpko Onarogapsi 3HAHUIO KOMITAHUSI MOXET BBIIETUTHCS M CO3[aBaTh MPOMAYKTHI M YCIYTH,
KOTOpble OylyT MMETh LIEHHOCTh Ha pbIHKe. TpeHupyiTech MoayvaTb WH(GOPMAIMIO, HEMoCpe.-
CTBEHHO M3 MPAKTUKK OM3HECA, OT COTPYTHUKOB, KIUEHTOB, pyKoBoauTeNlel. Kak mbl yuumcs npe-
00pa308b186aMb UHPOPMAUUIO 8 UEHHDBIL NPOOYKM PYKOBOOUMENs: — 3HAHUE 0151 e20, KaK 20e U Ko20a
oocmuzamu pe3ynbmamog?

5. Bu3Hec — 3TO OTBETCTBEHHOCThH Mepe]] KJIHeHTaMi, COOCTBEeHHNKAMH, COTPY/IHH-
KaMH.

BusHec mpennonaraer peajqbHYI0 OTBETCTBEHHOCTh 32 KalWTasl, MMYIIECTBO, TIepelaHHOE B
yIpaBJicHUE, 32 MTHBECTUIIMOHHBIC PEeIleHus, 3 IIEHHOCTh MPOU3BEICHHOTO MPOIYKTa, 32 TIOHEeCEH-
HBIE 3aTPaThl, 32 BEJIMYMHY MPUOBLITHA, KOTOPYIO HAJUICKUT NONYyUnTh. Hackonvko omeemcmeenHocnmo
3a pe3ynbmam onpeodensient 8auil PeueHust?

6. Co31aBaTh J11€PCTBO HA OCHOBE YHHKAJbHOCTH.

Jluoupyroiiee NookeHNe BaKHO CO3/1aBaTh KaXIbIA JIeHb. YTOOB HAC BHIOMPAIIH, HAIO COB-
magars C KOHKypeHTaMI/I B HY)KHOM IJIs1 KIMEHTOB U OTJIMYATHCA OT HUX B BAKHOM. Hame IJIaBHOE
OTJINYME — TO HAIIM COTPYIHUKU. Kak 6vl codeticmeyeme compyOHUKam co30a8amv YHUKANbHOCHb
8 OCNPUSIMUU HAUUX KAUEHMO8?

7. Yiay4maTh npouecc J0CTHKEeHHUs pe3yJabTaTa.

BaxHO OBITH UyTKUMU, HAXOAUTH BOZMOXHOCTH YJTy4IIIEHHsI TIPOLIECCOB U COKpAIATh BpeMsI
10 pe3ynbTaToB. KIIMEeHTHI OIIaYMBalOT LIEHHOCTB, a He yeuius. Kakoe eHumarnue 8ol yoeasieme aoan-
MUBHOCMU — NOCMOSIHHOMY YAYHULEHUIO NPOUECcos?

Hroro cpepnsas oneHka =

IIpoduasb caenoBaHusi NPUHIUIIAM OH3HecA

o R I NU AW =

[
[—

1. BusHec — 3T0 co3aaHue IIEHHOCTH JIJIs1 KJIMEHTOB, C TPUOBLIBIO JII1 KOMITAHWH.
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2. BHyTpu O6usHeca JieHer HeT. BHyTpy Ou3Heca TONbKO 3aTpaThl U OTXObI

3. BusHec — 310 peanu3alysi BO3MOXHOCTEH, a HE pellieHre MpooieMm.

4. I'maBHBIA pecypc OM3HECA — 9TO 3HAHUSI U YMEHUsI COTPYJHUKOB.

5. BusHec — 3T0 OTBETCTBEHHOCTH Tepe]l KJIMEeHTaMU, COOCTBEHHUKAMH, COTPYTHUKAMHU
6. Co3paBath JIMAEPCTBO HA OCHOBE YHUKAJIBHOCTH.

7. Yirydmate nporecc JOCTUXKEHUS pe3yJibTaTa.

Ha kakoMm ypoBHe BbI cJieJlyeTe IPHHIUIIAM OU3Heca Ha NPaKTHKe
OtkazpiBaeMcs

Haem 1maHc

ITomoraem B ocBOeHNH
Pexomennyem

— O 00 1 O\ LN K~ W~

0
Kak craButh 0aJL1bI

1.Jaxxe He 3alyMbIBAJICS O TIPUHITUIIE, TEHUCTBYET XaOTUYHO.
2.Crpliiazn o NpUHLIMIE, HO HE IPUMEHSIET

3.ITpo6oBast uCIoIp30BaTh MpUHIH, 1-2 pa3a
4.VIHorIa IPUIMEHSIET, HO Pe3YJIbTaThl Cadble

5.IloHnMaeT NpUHIMIT ¥ IPUMEHSIET B KJIIOYEBBIX CUTYaLUsX.
6.PerynspHo ncnonp3yeT NpUHLMI, €CTh PE3YJIbTaThI.

7.I1puMeHsieT U yinydniaeT JeUCTBUS U MPoLece
8.00yyvaeT apyrux, Jenaer MPUHIMIT YacThio KYJIbTYPBI.

9.Ucnonp3yer NprHIMIT KaK OCHOBY PELIEHUI + yIy4dllaeTr
10.ITpunimn sBiseTcs: CTaHAAPTOM U JIMYHOM NPUBBIUKOM
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3ananue mo pesyiabraram Tecta. [laiite cede peKOMEHJAIMU HAa YTO TIPEXk/e BCero oopa-
11aTh BHUMaHUE B CBOEH JIEJIOBOM MTPAKTHKE.

®opMyJia HCKPEHHOCTH

Hckpernnocmov — smo yHusepcanvHas eanoma

HckpenHocts, a uto 310 Takoe? [ToHsTHE, KOTOPOE HEBO3MOKHO U3MEPUTD — ITO OJIaroe Hame-
peHue, TMoXkenaHue, MeuTa, MeHTAJIbHBINA MoK, UTOOB M3MEepUTh HeMaTepuaibHOe (COLMAIBHOE)
MOHATHE, HAJI0 PA3JIOKUTH €r0 HAa KOHKPETHBIE COCTABJISIONIME HA YPOBHE JEWCTBUU M OLEHWUTDH B
KaKOH CTEIEHHU 3TH JENHCTBUA UMEIOT MECTO OBITh.

N=bananc(B+I1+/1) X V

bananc: Buumanue (40%) — Ilonumanue (40% ) — JleicrBus (20%)

I'ne I — uckpennocts, B — BHUManue, [1 — nonumanue, [l — neicreus, Y — ymeHus

bananc nns gopmynsl nocruraercs, kornga Baumanve u [loHnMmanue B cyMMe 3HAYMTEIBHO
npeBocxonart Bamu eiicteus. B cymme (B) + (IT) = 80%.

[Nouemy nmenHo Tak? bananc Buumanusi, [ToHuMaHus — 3TO OCHOBA /17151 BBISIBJICHUSI TIOTPeO-
HOCTE U YCWJIEHUS KeJJaHWSA. DTO OCHOBaHME ISl PELIEHHs KJIMEHTa MMETh Jesio ¢ Hamu. Korga
Takas MOArOTOBKA IPOBEIEHA, HA ITarle AEUCTBUI, KJIMEHT CaM B 3HAYUTEJILHOW CTETIEHU UHULIMUPYET
nokynky. Korna pefictuii 6ombiie, yem 20% 3TO cieacTBue HelopaOOTKM Ha JIBYX MPEIbLAyIIUuX
stanax! BoTr Takas Moaesib MOHUMaHUs1, KOTopasi BO3MOXHO 70-80% oTpaxkaeT CMBICII UICKPEHHOCTH.

Buaumanne (40%)

. MBI clTyIiaeM U «IOJHOCTBIO MPUCYTCTBYEM», YTOOBI KJIMEHT YyBCTBOBAJ, UTO MbI padOTaeM
Ha Hero. DTO CO3JaeT SMOIMOHAIBHYIO CBS3b U YBEPEHHOCTh B PEIIICHUM.

IMonumanue (40% )

. YTOouHsieM, TIposiBIIsieM IOTPEOHOCTH B KJIMEHTE, YCUIIMBAEM JIO KeJIAHUSI IPUHSTH pellieHHe.
«$1 paBUJIBHO TIOHMMAIO, BaXKHO HE TIPOCTO A, a YTOOBI 3TO PEIIIO TOTPeOHOCTh B7»

HeiicrBus (20% )

. Pe3ynprar nocnenoBaresbHO BBINOJIHEHHBIX 3TanoB B u I1.

Ymenus

— MpOosiBJIsieM 0a30BbIe HABBIKY IPOJABIIA, TOBOPHM Ha sI3bIKE MOTPEOHOCTEH, yIpaBisieM HHTO-
Hatueil. KoagduimeHnt ymenus — 310 1poOb, He MPeBbIIAeT eJUHULLY

Korga stansl BHUMaHUS ¥ IOHUMAHUS BBIIOJIHEHBI, KJIUEHT cam NOOB0OUM CeOsi K PEULEHUIO.
[Mpenyaraem nMpoayKr, Kak xouet KinueHt, 1aém sezkuii BLIOOP, MOMOraeM COBEpIINTD JecTBrE. ITO,
BOCIIPMHAMAETCS KaK UCKPEHHOCTb U 3KcnepTHas noguepxkka. encreunt 20%, noromy uto Ha 80%
OHM OIpeJesIeHbl MPEAbIIYIIUMH STanamMu. (PPEKTUBHOCTD CIIEJYIOIIEro Tana 3aBUCUT OT Mpebl-
AyLLIETO.

Yro n3mepsiercs, TO yIydmaeTcst

N = baaanc(B+II+/1) x ¥V

Buumanue (B). {I co31aro npocTpaHcTBO yBaXkeHHsI K JUYHOCTH KJHEHTA.
1

2
3
4
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9]

41 ob1aoch ¢ KJIMEHTOM, KaK CaMbIM BaXXHBIM YEJIOBEKOM B JaHHBIII MOMEHT

Sl BBIIEpKUBAIO TAY3bl, CITYIIA0, HAOMIOAAI0 32 TIOBECHUEM.

S ucnonp3yio BepOabHble curHabl («[IoHrMa», «3TO BaKHO»).

Sl 3ameyalo 1 oTpaxaio SMOLIMOHAJIBHOE COCTOSIHUE KJIMEHTA, MPOABJIAI SMIIATHIO.
Cymma (B)=

IMonumanue (IT) A caymar, 4To0bI TOHUMATH ITABHOE U IEMOHCTPHPYIO 3TO.

QAU A W=

S1 3a1a10 OTKPBITHIE BOITPOCH O KOHTEKCTE («lj1st uero?», «Yto uMeHHO?» ).

S pe3romMupyIo CKa3aHHOE CBOMMMU CJI0BaMHU («IIpaBUiIbHO JIU 5 MOHA, YTO...»).
1 3amato BOITpOCH 0 3HAYMMOCTH («YUTo BaxkHO?», «UTO 3TO TaET?»).

S nonyyvaro MoaTBEP:KAEHUE, YTO MOHSII BCE BEPHO, NIEPE]l TPEIIOKEHUAMU.
Cymma (IT)=

HetictBus (/1) lesaro npeaiokeHus1 ¢ yueToM moTpeOHOCTE KIHEHTA.
1

QAU A W

[Mpeniaraio perieHus, CBSI3bIBAI0 UX BBITOAY C TIOTPEOHOCTSIMHU, MpeJIyiaraio BEIOOP.
[Ipeanaraio mpocToi CAEAYOIIHUI I1ar, YTOObI KJIMEHT JIETKO COTIAIIAIICS

Cymma ()=

Ko>h punment ymennii (V)

1

2
3
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wm A

SDMOIMOHATBHOCTh. Pacrio3Haio SMoLuY U YIIPaBJIsSIio CBOEU peakIuei.

SI3BIK MOJIB3HI. FOBOPIO 0 CBOICTBax MMPOAYKTAa B KOHTEKCTE IMOJIb3bI AJIA KJIMCHTA.
HepepOanuka. KoHTpompyo TeMIT ¥ TPOMKOCTh PeUu, MHTOHAIIMIO U JKECTHI.
Pabota ¢ Bo3paxeHussMU. YTOUYHSIO PUYNHY, BHIOMPAIO BAPHAHTHI apryMEHTALUH
SkcneprHocTh. [loaTBepxaaio ciioBa udpamu, paktamu, MpUMEpPaMHU.

Cymma (V)=/30=

Kak crtaBuTh 6aJ11bI

«1» Tema HOBas1, paHbllle HE TyMaJld 00 3TOM, TaK He TIOCTYIAJIH, OIbITa TIPUMEHEHUS HET

«2» Crpllanm, 3ayMbIBaJIMCh, 0OCYKIaJIU, IIPOOOBAIIH JIeNIaTh, O PE3y/IbTaTaX FOBOPUTH PaHO;

«3» Hauanu nenatb, uMeeTcs EpBbIiA OIBIT U MOJI0KUTEIbHBIE PE3YJIbTAThI;

«4» YMmeerte, ienaete npu HeOOXOAUMOCTH, HO HE CUCTEMATUYECKH, IEJTUTECH OIBITOM, MOKETE
HAy4UTh;

«5» DJIeMeHT Balllei TeXHOJIOTHH, pab0TaeT U CTAHOBUTCS ITPUBBIYKOM MUCTIONHEHWST;

«6» BKJIIOYUEHO B TEXHOJIOTUIO, HETTPEPHIBHO COBEPIIEHCTBYETCS, JIEMEHT KYJIbTYPbl UCIIOIHU-
TEJIbCTBA.

HpnMep 3anoJIHEHus TeCTa

Buumanne (B): 5 +6+4+5=20 (u3 24)
[Tonumanue (IT): 5+4 +3 + 6=18 (3 24)
Hevictus (1): 6 +5=11 (3 12)
Urorosas cymma (B+I1+/1): 20 + 18 + 11 =49 (u3 60)
Cymma Yvenuit (V):5+4+3+4+6=22 (u3 30)
Koadpdpuument Ymenmii (V):22 /30 = 0,73

Pesynprar (1): 49 x 0,73 = 35,8 (3 60)

(N)=35,8 6e3 yuera npaBuabHocTH O6ananca' (B+II) = 80% /1=20%

BoiBoa: CorpynHuk HaOpan ~ 30 6aioB u3 60 Bo3MoxHbIX. Ero cuibHas ctopoHa — BHU-
MaHWe U JISHCTBUS, HO IOHUMAaHUE TTyOMHHBIX OTPEOHOCTEN U HEKOTOphle yMeHUs (HeBepOaIuKa,
padoTa ¢ BO3pakeHUsIMI) TPeOYIOT pa3BUTHUsA. DTO CHUXKAET 00IIee BOCIIPUATHE ero UCKPEHHOCTH.

Kak cTaHOBHTBCS HCKPEHHHUM OBICTPO:

Bynpre uyTkMMU K &enaHusAM U moTpedHocTsIM KineHToB

VYuure KieHTOB kenarh TOro, YTO UM HYKHO

Haiire KieHTy CTOMMOCTHYIO OLIEHKY BBITOJIbI

[Ipenyioxure NpoAyKIMIO, TaK Kak xoueT KiueHT

IMompocute KimeHToB oOpamiarscs erie, Co3IaBaiTe Takoe KeJlaHne

Braropapure Kaxaoro 4eaoBeka UCKpPEeHHE U C YIOBOJIbCTBHEM

! Koadument 6ananca (B) pasen 1, ecim 6ananc 20/80 codmonaercst u b = (1-A%) Hano paccuurarp. 11/49=0,22. OTkioHeHue
0,02 — sto 10%, b=(1-0,01)=0,9, notomy 35,8*0,9=32,2
12
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Ouudpyitre nonb3y s Knuenra. Korga Bel BMecTe ¢ Barieil poayKIMeN WK YCIyron co3/ia-
€Te HOBbIE BO3MOXKHOCTH, OLICHUTE UX B CHOUMOCHHOM 8bIpadceHuu. [1j1st Kaxaoro npogyKTa A0IKHO
OBITb IPUYMAHO KAK MUHUMYM MPU NPUMUHBL, TIO KOTOPOH OH HETIPEMEHHO JOJKEH ObITh KYIUIEH
KimentoM. Boavwurcmeo arooeti yoexcoaemes nogmopeHuem . Tpyu MOBTOPEHUS MO-Pa3HOMY — 3TO
MHHUMYM C KOTOPOrO HauMHaeTcs yoexaeHue. JOonomHuTeNnbHO, npudymaiime mpu OCHOBAHUSL ONsi
ckenmuka (gpaxmol 0ns 00Ka3amenbcmea), YToOsl OH CMOT YOEIUThCS Ha OCHOBE (DaKTOB.

VYcenex — koraa Mbl IOJIb3yeMcsl CIpocom!

JKOHOMHUKA NPHOBLIH IJIs1 PYKOBOANTEJIEH 1 MPO/AaBI0OB.

IKOHOMUKA HAUUHAEMCS U 3AKAHUUBAEMCS HA nompeoumene

Wnorna cBepxy pasznatorcs npu3bibl: «CoxpaHsiiTe 1 co3aBaiite padoune mecta» ! Takue esi-
TEJIM IyTalT IPUYMHY U CIIeICTBUE MecTaMU. bru3Hec co31aéres A KJIMEHTOB, a He AJ1s padovnx
mect. Korza cripoc pacrer, TpeOyioTcst JononHuTesbHble padoune Mecta. Llens 6uzHeca — 10BOTbHBIN
KJIUEHT! [Ipubbinb — uzmepumens none3Hocmu, a He IpUUMHa Ou3Heca.

Ko3 ¢ dpuipeHTs 4yBCTBUTEJIBLHOCTH

Yem MmeHbvUle 3HaetDb, mem uaue OuudaebCst i CUAbHEE 8EPULUb 8 CE0I0 NPABOMY

JI7151 yero aneMeHTapHOe IOHMMAHUE U3 YEro CKJIaIbIBAeTCs SKOHOMUYECKUI Pe3ybTaT — [pu-
ObUIb? PyKoBOAMTENM M COTPYJHUKH YACTO XOIAT OMACHOW JOPOroM — TOPryloT CKMKaMH, a He LIeH-
HocThio. CyMMa CKMJOK B KOMIIAHUAX CpaBHUMA C (DOHJOM OIUIaThl TPyJa M HE BCerja OCO3HAETCs
pyKoBozaCTBOM. OTHOCUTE CKMJKHU Ha OTAEJbl IPOAAX, BKIIOUMTE OTBETCTBEHHOCTD!

IT — npu6sLTL 3aBUCHUT OT YeThipex (aktopos (P). [I=(iy-c¢) x K- 3

11 — LIeHa (CpeIHEB3BEILEHHAs) €.
¢ — ce0eCTOMMOCTD €.

K — konmygecTBO B mTyKax
3- 3aTpaThbl NIOCTOSAHHBIC

M - mapixa
B - BeIpyuka

Yem MmeHbUle UBMEHEHUS, MeM OHU «AUHeliHee».

Bor nuHeitHas monensb 3aBucumocty npuobun oT paktopoB Al % =KXA® % Dxonomuye-
ckuii cmbicn Ky, — koadduimenTa 4yBCTBUTENBHOCTH TIPUOBLITHA OT (haKTOpa — HACKOJIBKO MPOLIEHTOB
W3MEHUTCsI IPUOBLIb TIPH N3MeHeHnu (paktopa Ha 1%

K,=B/I; K,=M/11; K.=C/II; K,=3/I1

Moenb S5KOHOMHKH MAJbIX H cpeJHHUX Npeanpusitui (2025)

DKOHOMUYECKasl MOJIEb — 3TO B3aMMOCBS3b MEX/y KJIOUYEBBIMU (DAKTOPAMU JeSATEIbHOCTH
NpeInpUsTUs ¥ NPUObLUIBbI0. OHa CITYKHUT 0a30ii 17151 OBICTPOI OLIEHKH YIIPABICHYECKUX PEeLIeHHH.

PakTopbl
HoJis1 B BbIpYUKe

Bripyuka (B)
100%

Cebecroumocts npogax (C)
80%

13
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3arpartsl onepaiiioHHbe (3)
15%

Ipubbinw 0o Hanoeos (IT) = (B - C - 3)
5%

daxkTop
YyBCTBUTEJIBLHOCTH MPHOBLIN

Ilena
Ky;=20

KonunyecTtBo
Ki=4

CebecTouMoCThb
K.=16

3arpartsl onepalioHHbIe (TOCTOSIHHbIE)
K,=3

PeannHblii npuMep AJis noHUMaHus1. PeHTadebHOCTh poJak B anTekax ~ 8%; HareHnka
(Mapxa) =~ 24% Koadpduument yyscrsutesbHocTy npuosun k neHe K, = B/TI=100%/8%=12.

Koapurment yyscrButensHoCcTH MpuObLM K KonmudectBy K =M/I1=24%/8%=3. Eciu noxa-
HATb 1IeHy Ha 1%, a po-nponaxu, (CpeIHul YeK) 3a cyer pekoMeHaauui ¢papmauesta Ha 10%, To
puObLTh yBenmuutcs Ha 12x14+3x10=42%!!!

Bripyuka anrteuynoit cetu M&K 8 mupn. Ilpu6suis: 8x0,08=0,64. [lononHutensHas Mpu-
obL1b=0,64%0,42=0,27 miapn. py0. 240 MJIH, CTOJIBKO HYKHO ObLIO 11 Pa3BUTHS HOBOTO HAIpaBJie-
HUS CETH, CBA3aHHOIO CO 310pPOBbEM, a He OONE3HAMU. JeHbeu i KAuenmos, a 8 OaHKax ooszamens-
cmea. ..

[TocuuraiiTe Kak 3aBUCUT Ballla MPUOBUIb, U Bbl HE CMOKETE J1aBaTh CKUAKM BMECTO MOJIb3HI,
0COOEHHO B TPYy/AHbIE BpEeMEHa.

HyneBoii 3akoH 0u3Heca?. [lepxuTte 1ieHy Ha 2-3 mpolieHTa BbIllle KOHKYPEHTOB M YIyd-
1aiite cepeuc KimeHToB. Korna Bbl pogaére noposxke Ha 2-3%, Balliv MpoAaBLbl CTAHOBATCA Oosiee
1poeCCUOHATIBHBIMUA Y HAUMHAIOT MPOJIaBaTh OOJIbIIIE, YeM Mpekae, HOTOMY UTO HAXOIAT, PULIY-
MBIBAIOT, TOBOPSAT MPEIOKEHHS O MOTPEOHOCTAX KJIMEHTa M YCUJIMBAIOT UX. JII0/IM MOKYNAIoT 32 LIeHY
1 32 UCKPEHHee OTHolIeHHe. B Ou3Hece BBKMBAET HE TOT, KTO JIEIIEBIIE,  TOT, KTO UCKPEHHEe.

Koraa kJHMeHT NPOXOJUT 3a CKHAKON — y Bac HeT KJHEHTOB, HeT NPOJABIOB, HET
JIeHer.

Pe3iome riassbl 1

I'naBHas 1iesib GM3HECa — JOBOJIBHBIN KJIMEHT, a He IpUObUIb. [IpHOBUTL — 3TO «aIlIoAMCMEHThI»
3a Ballly MOJIE€3HOCTb.

IIpongaxa — 310 0OMEH YyBCTB Ha JeHbIM. KIIMEHT MiaTuT 3a TOBap, KOTOPBIA PEIIaeT ero
33724, YAOBJIETBOPSIET €ro MOTPEOHOCTH.

2 Touemy 9T0 «Hy/IeBOi 3aK0H»? BO-IIePBBIX, €10 HeT B KHIKKaX. BO-BTOPBIX, €I0 Majo KTO 3HaeT. B-TpeThiX, TOT KTO 3HaeT,
YacTo 3a0biBaeT. UToObl CHU3UTh LIEHY HUYEro JeJIaTh He HYXKHO, 4 YTOObl KOMIIEHCHPOBAaTh CHIKEHUE 1IEHbI «IITYKaMI» ITPOJABLLy
norpedyercs «apromar Kasamnukosa»!)

14
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BHyTpH KOMIaHMM JieHer HeT — TOJIBKO 3aTparhl. JIeHbI'M MPUHOCAT KJIMEHTHl — TyMaiTe, KakK
JeJaTh KIUEHTY XOPOLLO.

NckpenHocts — 310 popmyia: 40% Baumanue + 40% nonnmanue + 20% peiicrust. CHavana
cllylaiTe, MoTOM AeUCTBYHTE.

JlepxuTte 11eHbl U yiaydmaiTe cepBuc. KueHT Bo3Bpalaercs 3a Mojib30u, AeaTe e J0poxe
CKUJIKH.

Jlydime cOTpygHUKHM — Te, KTO CO3/1aeT LIEHHOCTDb Uil KJIMEeHTOB. VX 3HaHUS W yMEHHS —
MHTEJUIEKTYaJIbHBIA KaluTaJl KOMIIAHUH, KOTOPBIN MPUHAIEKUT COTPYJHUKAM.

JI1060Bb BMeCTO CKHJI0K (HCTOPHUS)

Hawnne ToproBast ObITOBOM XMMEEl B KMOCKe, KOHKYPHPOBAJI C Mara3uHoM 4yepes nopory. Korma
6abymika crnpocuna: «[louemy y Bac nopoxke?», mpoAaBIIMIa oTBeTuna: «llomomy umo mul eac
A00UM», TIOAETNIIACH CEKPETOM U Jlajla MPOOHUK HOBOTO CPEJICTBA.

[Noxunas KIMEHTKA paccMesiiach, KyIuiia TOBap U CTaJla MOCTOSTHHOM — el ObUIO Ba)KHO BHUMA-
HUe. B To BpeMsi, KOHKYpEHT Jiesial CKUIKHU, HO 00Imascs cyxo. Yepes Tpu MecsIia Mara3uH 3aKpbLics,
a nnpopaxu B knocke Hauns pocnu. Jlroou npuxoosim 3a mosapom, a 6036pamaromcsi 3a A10006bi0.

Korga na nepsom mecre npudbsuib — 3to QI

Bonpocs! Aj1s npakTHKH

HazoBute Tpy KOHKpETHbIE IPUYMHBI, [0 KOTOPHIM KJIMEHT JIOJKEH BHIOMpaTh MIMEHHO Bac, a
HE KOHKYypeHTa?

UYro BBI Je1aeTe peryisipHO, YTOOBI y3HABaTh M YTOUHSATH MOTPEOHOCTH BAIIMX KJIMEHTOB?

I'ne B Bamieit paGoTe eCTh CKpBITHIE 3aTPaThl, KOTOPbIE HE CO3JAIOT MOJb3Y ISl KIMEHTOB U
KJIMEHTHI HE TOTOBBI 32 TO IJIATUTH?

IMpoiiaute Tect «ITokazarenb HCKPEHHOCTH» B MPUJIOKEHNH, JTaiiTe ceOe peKOMEHIaI|K

Ouennre k03 PUIMEHTH YyBCTBUTEIBHOCTH T10 LIEHE, KOJINYECTBY, IEPEMEHHBIM 3aTpaTaMm,
MOCTOSIHHBIM 3aTparam. Cresnaite BbIBOA.

IIpoeenute coemanue Nel no pesynbraram miassl 1

CoBemanne Nel. DKkoHOMHKA W MPUHIAIILI OM3HeECA

ILnan coBemanust

Ienu coBemanus:

OnpenenuTs 2 KITOUEBbIX MPUHIMIIA TPEOYIOIMX BHUMAHUs CPOYHO
DKOHOMUKA KOMIIAHUM, KaK1e BBIBOJbI CIIEJIATh

Kax rcnonp3oBaTh NpUHLMIIBL OM3HECA B PEILIEHUsIX

Metonuueckue YKa3aHUA:

OcHOBHEBIE IPUOPUTETHI B YIIPABJICHUU U PCIICHUAX

VYMeTh noKa3aTrh U CUMTATh KOS(p. YYBCTBUTCJIBHOCTU HpI/I6LIJ'II/I

PexomeHngalum Kak UCMHOJHATh TIPUHIUAIIbL Ou3Heca.

Pexomenpaiuu B miaH YIy4dlI€HUA Ipodax.

Sonr - OpraHM30BaHHAs MTPECTYITHAS IPYNIHAPOBKA
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OcHOBHbIE BOIPOCHI HA COBEIIAHUM:

2 NpUHLMIA [J1s1 HEMEJIEHHOTO BHE/IPEHU S

Pacuer k03(ppureHToB YyBCTBUTEIBHOCTH AJIs1 HAIlIero Ou3Heca
[1naH KOMMYyHHKAlIMK U3MEHEHUI COTPYIHUKAM

JBa mpyrHUMMA 1J1 HEMEAJIEHHOTO BHEJPEHUS:

KoaurmeHTs! 4yBCTBUTETIHHOCTH [IsI HAILIETO OM3HECA:

[Ipenioxkenus B TUIaH yIy4lIEHUH 10 YIPABIECHUIO IPOJaKaMu
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2. Cucrema npojak, OlieHUBaeM M yJaydyliaem

Ymo xopouto onucano — ayuuie UCNOAHemcs

3amava pykooautenst otaena npogax (POID) u mpoaaBloB — MaKCMMHU3HMPOBATh BO3MOXK-
HOCTH, KOTOPBLIC MNPEHOCTABJIACT K.HI/IGHT, Korga roBoputr O HOTpeGHOCTHX 1 KeJlaHuAX. BaxHo
HAy4YUTbLCA BUACTD, CJIbIIIATh, YYBCTBOBATDH, YTO CKPBIBACTCA 3a CJIOBAMU U MHTOHAITUAMU KiuenTa B
pasroBope. [loka3piBaiiTe 1 paccka3blBaidTe €ro CJIOBaMH, Kak Ballle MPeJIoKeHNe TOMOIraeT BbIIOJI-
HATh PaOOTy | YIOBJIETBOPSIET €r0 TOTPEOHOCTH.

[enb TexHOMOrMU — SKOHOMUTH TPY[ MPOAABIIA M Yallle MPpoAaBaTh. 3ajadya MpojaaBlia MOBbI-
I1aTh JIMYHYIO Pe3y/IbTaTUBHOCTh, COKPAITATh BpeMsI OT TIEPBOrO OOIIEHUS IO TTPOJAKU:

Onwupatbcst Ha MOTPEOHOCTH U JKeJIaHU s KJIMSHTOB;

Hcnonb30BaTh TEXHOJIOTUIO M KaHAJIBI poaax;

Pa3BuBaTh TUYHBIE HABLIKU O6IHCHI/IH C KJIMCHTaMHU U IPUBOJUTD K COIIACHUIO;
Viydmare 3Tarsl mporecca npogax, ObICTpO pearnpoBaTh Ha M3MEHEHUSI.
Yem sicHee (ppa3bl, TEM peasibHee JeHbI'N

OunenuBaeM cucTemMy Mpoaaxx

B MNEPBYIO OUCpEIb INMOMAJICKUT YIYUIICHUIO HE CaM ITPOAYKT, 4 OTHOIICHUA C KIIMEHTAMU

OI_ICHI/IBaCM YPOBEHb UCIIOJIHCHUA I3TAIIOB B IMPOLECCE IMPOLAAK. Cuurtaem Cpe€OHEE 3HAUCHUC,
OKPpYIJIAEM OO0 MCHBLICTO LEJIOTO. Otmeuaem Cp€aHEE 3HAUCHNUC B HUTOrOBOH CTPOKE BBbIIIC. HepeHo—
CUM OLEHKHU N3 UTOI'OBBIX CTPOK B UTOI'OBYIO Ta6J'II/IL[y BHU3Y. SaI_HTpI/IXOBbIBaCM CTPOKH OO COOTBET-
CTBYIOILLICTO 3HAYCHU . HaéM PEKOMEHAANN OJId MOBBIMICHUA ITpOoUECCa IMpoaax.

B MPOLEHTAX YKAa3aHbl 3ampanivl 6peMEeHUt Ha KaAXKIOM ITAIlC CUCTEMBI ITPOAAXK

1. YcranaBanBaeM KOHTAKT ¢ KianeHTamu (15%)

AU AW -

1.1. Uccnenyem 1ieneByIo ayTuTOPUIO U UX MOTPEOHOCTH.

1.2. CocraBiisieM CIMCOK MOTEHIIMAIBHBIX KJIMEHTOB JIs1 KOHTAKTA.
1.3. Cosnmaem crieHapuu OOILIEHUS ¢ KJIIMEHTAMU 3apaHee.

1.4. OOparaemcs K KJIMEHTaM JJ1s1 YCTAHOBJIEHU I TIEPBOTO KOHTAKTA.

1.5. OtnpasinsieM cooOILeHUs], TMCbMa C MPeIOKEHUSIMU YCIIYT.
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1.6. Oprann3yemM KOMMYHUKAIMX [JIsT TMYHOTO OOIIEHHUS C KJIMeHTAMHU.

. IlIpoBoaum npe3eHTanuu npoaykToB (20%)

2
1
2
3
4
5
6

2.1. Pa3pabarpiBacM Mpe3eHTAIIMOHHbIE MATEPUAITBI JIJIs1 KJIHEHTOB.
2.2. Tlogbupaem KJI0UYeBbie TPEUMYIIIECTBA HAIIETO TPOLYKTA.

2.3. HacrpauBaem oOopynoBaHUe JIJIs1 YCTIEIITHOW TIPe3eHTAIINH.

2.4. TIpoBoauM Mpe3eHTAUIO 1Sl 3aNHTEPECOBAHHBIX KIIMEHTOB.
2.5. OTBEevyaeM Ha BOMPOCH! KJIMEHTOB BO BpPEMSsI IIPE3EHTALIMH.

2.6. 3anucpiBaeM 0OPATHYIO CBSI3b OT KJIMEHTOB TIOCJIE MPE3EHTAIUH.

. O6padaTrpiBaeM 3anpochl KJIHeHTOB (25%)

3
1
2
3
4
5
6

3.1. ITony4yaem 3ampockl OT KJIMEHTOB Y€pe3 pa3Hble KaHaJIb.

3.2. AHaym3upyeM TpeOOBaHMS KJIMEHTOB JIJIs1 TOYHOTO TIOHMMAaHHUSI.
3.3. CornacoBbiBaeM YyCJIOBHSI COTPYTHUYECTBA C KJIMEHTaMHU.

3.4. TlonroraBnuBaeM KOMMEpPUYECKUE MPEAJIOKEHHUS 7151 KIIUEHTOB.
3.5. OrnpasisieM NpeJIoKeHus1 KIMEHTaM B YCTAHOBJIEHHBIE CPOKHU.
3.6. Cnegum 3a BopoHkoit B CRM, olileHnBaeM BEpOSTHOCTh CHIEJIKH.

. 3akiouaeM caeJka 1 KOHTPaKThI (10%)

4
1
2
3
4
5
6
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4.1. O6cyxaaeM yCIoBUs CIIENIKY C KJIIMEHTaMH U TTapTHEPaMHu.

4.2. CocTaBisieM KOHTPAKT C yYETOM BCEX YCJIOBUM COTPYIHUYECTBA.
4.3. [IpoBepsieM 10pUIAYECKUE aCTIEKThI TIEPe]] MOAMUCAHUEM KOHTPAKTA.
4.4. TlognuceiBaeM KOHTPAKT C KJIMEHTOM U coxpaHsieM B CRM.

4.5. YBenomisieM KOMaH/ly O 3aKJII0OYEHHOH C/IENKE U YCIIOBUSIX.

4.6. ApxuBUpyeM JOKYMEHTHI CACIKU ISl IaIbHEHNIIIEer0 UCTIONb30BaAHMSI.

AHaju3upyeM pbIHOK M KOHKYPeHTOB (5 %)

5.
1
2
3
4
5
6

5.1. Uccnenyem pblHOUHBIE TEHACHIIMU B CBOEW OTPACIIH.

5.2. CpaBHMBaeM 1ieHbl KOHKYPEHTOB Ha aHAJIOTMUYHbIE TOBAPHI.

5.3. Uzyuaem npeyiokeHus KOHKYPEHTOB J1J1s1 BBISIBJICHU S IPEUMYIIECTB.
5.4. OnpenerisieM CUJIbHBIE CTOPOHBI HAIIE KOMITAHUM Ha PhIHKE.

5.5. OnpenensieM ciadblie CTOPOHBI KOHKYPEHTOB JJTsI TPEUMYIIEeCTBA.
5.6. ®opmynupyeM CTpaTeruio Ha OCHOBE MPOBEJEHHOTO aHAINU3A.

. llognep:xkuBaemM oTHOmeHNsI ¢ KaneHTamu (10%)

6
1
2
3
4
5
6

6.1. PerynsipHo cBsi3pIBaeMcsl ¢ KJIMEHTAMU J1J1s1 OOPaTHOM CBSI3H.
6.2. [Ipenyaraem JOTMOTHUTENBHBIE YCIYTH 110 MOTPEOHOCTSIM KJIMEHTOB.
6.3. Opranuzyem MeponpusTUs 17151 YKPEIUICHHUSI OTHOIEHUI ¢ KJIMEHTaMHU.

6.4. 3anpammmBaeM OT3bIBBI O padOTe U KAYeCTBE YCIyT.
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6.5. PemaeM Bo3HHUKAIOIIKE MTPOOIEMBI, YTOOBI COXPAHUTD KJIMEHTOB.
6.6. YkperuisieM JOJTrOCPOYHbIE OTHOIIEHUS C KJTIOUEBBIMU KJIMEHTAMU.

. Tpennpyem komanay, roropumcs K kanearam (10%)

7
1
2
3
4
5
6

7.1. OnpenensieM TeMbl AJIs1 TPEHUHTA, UCXOJIS U3 MOTPEOHOCTEN.

7.2. PazpabarpiBacM yueOHbIE MaTepUAJIBI IIs1 KOMAH]Ib TIPOJAK.

7.3. IIpoBOOMM TPEHUPOBKHU [JIsl TOBBILLIEHNS KBATU(PUKALIUY COTPYIHUKOB.
7.4. OueHurBaeM pe3ybTaThl TPEHUPOBOK, KOHBEPCHUIO, JIOSITBHOCTb.

7.5. Peanuzyem uzeu, NpejioKeHus B IPAKTUKY MPOAaX KOMaHIbL.

7.6. O6cyxaaem ycrexy ¥ BOSMOKHOCTH JUTSl YIydIlIleHHsT paOOTHI.

. Yiy4dimaem npouecc npoaax (5%)

8
1
2
3
4
5
6

8.1. CobupaeM OT3BIBBI OT KOMaHbl 00 3Tarax mporecca mpogax

8.2. AHanuzupyem yJyuIiaeM 3Taribl PoaaxK.

8.3. Haxonum BO3MOXHOCTH 151 pe3y/IbTATUBHOCTH Y SKOHOMUU

8.4. BHegpsieM UHCTPYMEHTBI aBTOMATU3AIIMU yUeTa U KOMMYHUKAITHIA.
8.5. OuenuBaeM 3 PeKTUBHOCTh U3MEHEHUI B ITPOLIECCE MPOAAK.

8.6. Koppektupyem crpareruio npojax Ha OCHOBE MOJTYYEHHbIX JIaHHBIX.

Hrorosslii npoduib cucTeMbl NPoAaxk (3aKkpallvBaeM JI0 pe3ysbTaTa)
1

2
3
4
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9]

1. YcranaBiMBaeM KOHTAKT C KJIMEHTaMU

2. [IpoBoaMM Ipe3eHTalyy IPOLYKTOB

3. O6pabdaTbiBaeM 3arpochl KJIMEHTOB

4. 3ak104aeM CAEIKU U KOHTPAKThI

5. AHanu3upyeM PHIHOK Y KOHKYPEHTOB

6. [Tonep:xuBaeM OTHOIIEHUS C KJIMEHTaMH1

7. Tpenupyem KomMaH1y, TOTOBUMCS K KJIMEHTaM

8. Vyuiaem mporiece mpojgaxk

Crnoxute OaJuThl UTOroBOro mpoduiis cucteMsl mpogax. Cymma=

IloBTOpSAiTE ayIUT CHCTEMbI IPOJAXK Pa3 B KBapTaJl

OO0uIue oeHKH U PEKOMEH/IAalHN 10 pe3yJbTaTaM TecTa

8-16 6aJs10B. OTIEn cObITa MPOLYKIIUH

KimeHTsl camu MOKyMaloT, a MpoJaBIibl OTrpyxkatoT. Cuctema mpogax oTcyTcTByeT. Bo3amMokHO,
€CTh TPYAHOCTU B YCTAHOBJICHUN KOHTAKTOB C KJIMEHTAMU U B HEYBEPEHHOCTH MIPOAABIIOB. DTO BpeMs
1151 OTPAOOTKM GA30BBIX HABBIKOB MPOJIABIIOB.

Haunnaiite exeqHeBHbIE TPEHUPOBKU COTPYIHHKOB BECTH Pa3roBOpHI C KinMeHTamu. [lepeii-
JWTE OT U3yUYEeHHUsI OCHOB MTPOJAXK K SJIEMEHTApHBIM €KeJTHEBHBIM TPEHUPOBKAM HABBIKOB Pa3roBopa C
KJmeHTamu. Hayunre 3a1aBaTh OTKpBITBIE BOIIPOCH K CIIOBaM COOECEHUKA, 00paIaThCs 1Mo UMEHH,
LIMTUPOBATh, 33JJaBaTh 2-3 YTOYHSAIOUIMX BOIIPOCA K CJIOBaM KJIMEHTOB.

17-24 6aaoB. ['0TOBUM cHUCTEMY TIPOIAXK

[NosiBnst10TCs1 Ga30BBIe HABBIKM MTPOAABIIOB, HO MPOIIECC MPOJaK pa30UT HAa HECBSI3aHHBIE STAITHI.
[No-nipeskHEMyY KJIMEHTBI CaMH TMOKYTAIOT 1O HYXk[E, a Bbl TOJBKO OTrpyXaere. Y Bac MOSBIISAIOTCS
niepBble 0a30Bble HaBbIKK. CucteMy TpeOyeTcst coOpaTh U3 IIaroB MPUBJIEUYEHUs], OTPAOOTKHM oOparlie-
HUI 10 3aKJII0YEHUS CIeOK. Bammm ycriins HauMHAI0T CTAHOBUTBCS 3aMETHBIMU |

TpenupyiiTe cCOTpyAHMKOB KOMaH/bl TEXHUKAM aKTUBHOIO CIylIaHUs U 3(deKTUBHON Mpe-
3eHTalMM MPOAYKTOB. [IpenocrtaBbTe CKPUIITHI [UIsi OTBETOB Ha 3allpoChl U MPEIJIOKEHHs], TPEHU-
pyiiTe HaBBIKM 10 MOSIBJICHUSI YBEpPEHHOCTH B o0mennu ¢ POIlom, Torna yBepeHHOCTh ¢ KJIMEHTaMU
TMOSIBUTCHI.

25-32 6aanoB. Cucrema npojax HAYMHAET JaBaTh NIEPBbIE PE3y/IbTATHI.

Ortaen padotaet Ha 50% mMoOTEeHIMANA — 3TO YAOBJIETBOPUTEIbHBIN pe3yabTar. Bamm Oynymue
KJIMEHTHI, MPOJIOJIKAIOT MIPUHOCUTD JIEHBIM KOHKYpeHTaM. Y Bac ecTh CUCTeMa, KoTopasi padoTaerT,
JOTIOJHSITE PYKOBOJCTBO IO MPOJAKaM JIyYIIAM OMBITOM.

Vaensiite Bpemst padote B CRM-crcteme is1 OIIeHKM aKTUBHOCTH Y KOHTPOJISI OTHOIIICHUI
¢ kieHTaMu. OOpaTHYIO CBS3b OT KJIMEHTOB CBOEBPEMEHHO, MOHATHOM (ppa3oit u3 6-8 cioB puk-
cupyiite B CRM. D10 no3BosiseT yjaydiiarh cepBUC KJIUeHTOB. [Iponorkaiite exe/lHEBHbIE TPEHU-
POBKH, KaK TOBOPUTH C KIIMEHTAMH, CJIEIyITe TUIaHY YTy4IlIeHUH CUCTEMBI POJIAK.

33-40 6aa10B. PesynbraTiBHOE COTPYIHIMYECTBO KOMAH]
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[Torenuman cucremsl npopax BkimoueH Ha 70%. Bbl 3akimouaere CIENKHU U MOAJEPKUBAETE
OTHOILICHUsI C KJIMEHTAMH JI0 M Tioclie ipoAaxu. ECTh BOZMOXKHOCTD MpeaynpekaaTh MPeTeH3un U
YIy4IIUTh PabOTy C HUMH IJIs1 YCUJIEHHS JIOSTbHOCTH U TIPOZIAK.

PerynsipHo KorupyiiTe CHIIbHBIE CTOPOHBI KOHKYPEHTOB, a CJIadble YCUIIMBATe, leslaiTe Balei
YHUKQJIBHOCTBIO. KOHTpOIMpy#iTe BRIPYUKY ¥ Map:Ky IO MPOJaBLaM U COTPYAHUKAM.

41-48 6aa10B: bpeHauHr, MapTHEPCKUE MPOIAXKHU

Bl BpeMeHHO HaXoUTeCh HA yPOBHE KOMAaH/bl MAaCTEPOB MPOAAXK (IIPOBEPbTE aAeKBATHOCTD
BallIMX OlIEHOK). ECTh cucTeMa u mpoaaxku, MOTEeHIMal KOMaHAbl Mpoaax BkodeH Ha 80%. Ipo-
JOJIKATe TPEHUPOBKU C TOW € WHTEHCUBHOCTHIO,

Cobupaiite «Mcropum ycriexoB» ajisi paccKa3zoB KJreHTaMm. HaxomuTe BOZMOXHOCTH B akTy-
QJIBHBIX TPEH/IaX PHIHKOB /ISl BHEJPEH!s] MHHOBAIIMOHHBIX TEXHOJIOTHI B yIep:KaHUM W TpHBJIeYe-
HUM KJIMEHTOB.

JleHbru B OM3Hece OT KJINEHTOB, 4 NPUOLLIL OT YIPaBJIEeHUsI.

IIpyuHIMIILI OTHOIEHNH ¢ KJIHEHTAMH

Cucrema nmpojgax — 3T0 CEpBUC KJIMEHTOB. MasieHbK1e MeJIouu B 00CTy)KMBAHUM KJIMEHTOB CTa-
HOBSITCS1 OOJBIION pa3HUIIEH B pe3yJibTaTaXx U KOHKYPEHTHBIM MpeuMyiiecTBOM. [IpUHIIUITBI OTHO-
IIEHUH ¢ KJIIMEHTAMU — 9TO OPUEHTUPHI IS KAXKIOT0 COTPYAHMKA, IOMOTAIOT JIe/IaTh BBIOODP B CIIOXK-
HBIX cuTyalusix. Korja npyHIUIBI CTAHOBSITCS IPUBBIYKAMU, OHH MPEBPAIIAIOTCS B KOHKYPEHTHOE
MPEUMYIIECTBO KOMITAHUH.

Bpicka3biBaHNE 0 KJIHEHTaX

KrnueHT miatur 3a cBoIo 1mosb3y, a He 3a Hailly padory.

I'naBHOe 17151 KiveHTta — oH cam 1 ero 4yBCTBa.

[Tponaxa — 370 MakCUMH3AIMS BO3MOKHOCTEH, KOTOPbIE MPEIOCTABIISET HAM KJIMEHT.

Bospaxenusi — 310 HeBbICIyIIIaHHBIE TOTpeOHOCTU KineHTa.

T'oBopuTe 0 11eHe, Kak 00 UHBECTUIUSIX B PE3YJIbTATHI.

Camblil KOPOTKUYM MYTh K HUIIETE — CHUKEHHUE LIEHBI.

Ckuka — 9T0 1iata 3a HeBHUMaHUE K KJIUEHTY.

BusHec HaUMHAETCA ¢ KJIMEHTOB U 3aKaHYMBAETCS BMECTE C HUMU.

BbI cTouTe CTONBKO, HACKOJIBKO MONE3HBI 11 IPYTHUX.

[Tponaxu — 3T0 MPOU3BOACTBO KJIMEHTOB /1JIs1 HALIIMX TOBAPOB U YCIYT.

UemM Jstyulrie ciyiiaelib, TeM Jierde mpoaaeiib.

ITomoraiite KnuenTty caMoMy NpUHSITh BaXKHOE pPEllIeHUE.

V3HaBaiite, yto oxunaer ot Bac KivenT, u nenaiite 4yTb-4yTh OOJBIIIE.

Ucnonusiite odemanus — 3T0 JIyUIIUN TPOAYKT.

Bxutiouaiite cioBa KitneHrta B cBoM MpeioKeHUSI.

Caymaiite KnueHTa 10 caMmoro KoHIIa, 3ajaBaiTe 2-3 OTKPbITBIX BOIPOCA.

OT1noxuTe MpoIaky A0 TOro, Kak noHpasutech KiueHry.

CospnaBaiiTe OTHOIIIEHUS — IAPTHEPHI BHIMTPHIBAIOT BMECTE.

3abotsichk 0 KimeHte, BB 3a00THTECH O CBOEM OYITyIIIEM.

Korna Kiment ropoput: «/IA», oH mpuHUMaeT Bac Ha padoTy.

Cranbte naptHepoM ais Kiuenra, npejasaraiite BApUaHThl U MOJJIEPKKY.

[Ipencrapisist KOMIIAHUIO UK TIPOYKT, ToBopUTe 0 KilMeHTte 1 0 ToM, YTO OH TMOJTy4aer.

VipasiisiiTe UHTOHALIMSMU, OHU BIIUSIOT CHIIbHEE CJIOB.

BynbTre 9X0M I71aBHOTO U 3epKajioM JIyUIllero B COOeCeqHUKe.

Buumanue k KnueHrty omaunBaercsi peKOMEHIALUSIMU.

Tpyanbiii KitweHT — stydimit TpeHep.

Bcerna orBeuvainte Kimenry «JIA» u fenaiite 1o, yto B Bammx cuiax.

22



A. BaciotiH. «YepHblii OSIC TpoOgak»

OtHocurech k KireHTaMm, Kak K COOCTBEHHOMY KaruTay.
IIpakTuka. [IpounTtaiiTe BRICKa3bIBaHUS, BHIOGPUTE BOCEMb JIYUIIINX ISl BAITUX TTPUHITUTIOBR
OTHOILEHUH ¢ KiimeHTaM. Crenaiite cBoit poduiib KIMEHTOLUEHTPUYHOCTU U U3MEPhTE YPOBEHb.

IIpoduab KIMEHTOEHTPUIHOCTH

Cpnenaiite cBOIi BapuaHT TeCTa, C BHIOPAHHBIMUA BaMU 8 IPUHLIMIIAMU OTHOLLIEHUH C KJIMEHTAMH.
3anuIimTe B TECT ¥ IIPOUIUTE €ro. 3aKpallvBanuTe 4O pe3yJbrara U MoJlydyalTe UTOrOBBIM MPO(UIIb
KJIMEHTOLIEHTPUYHOCTH.

IIpuHIMN OTHOIIEHUH

AU AW -

Cymma=
(Cymma/48)x100% =

Kak cTtaBuTb 0a/LJIbI

«1» Tema HOBasi, paHblile He JyMaiu 00 TOM, TaK He TMOCTYIaJIH, ONbITa IPUMEHEHHsT HET

«2» CriplIianm, 3a1yMbIBAJIMCh, 0OCYKIAJIH, TPOOOBAIH JIeJIaTh, O PE3y/IbTaTaX FOBOPUTH PAHO;

«3» Havanu ienath, MIMEeTCs TIEPBBIH OITBIT M MOJIOKKUTE/IbHbIE PE3Y/IbTATHI;

«4» Ymeerte, ieaete npyu HEOOXOIMMOCTH, HO HE CUCTEMATHUYECKH, ICJTUTECH OIBITOM, MOXETE
HAY4HTh;

«5» DJIeMEeHT Balllell TEXHOJIOTMH, PaboTaeT U CTAHOBUTCS TIPUBBIYKON MCTIOJTHEHUS;

«6» BKJIIOUEHO B TEXHOJIOTHIO, HEMIPEPHIBHO COBEPIIIEHCTBYETCSI, JIEMEHT KYJIbTYPbl HCITOTHH-
TEJILCTBA.

OueHka pe3yJbTaToB
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Craxép (8-24 6amna). Bemonnsiite nactpykuuu. OtpadateiBaiite 0a3oBble CKpHITHL. Pado-
TalTe C HACTABHUKOM. YUHUTECh BUIETh KJIMEHTA.

Cnenmasucr (25-36 6annoB). ['otoBbTe BapraHThl JeHCTBUA. bBepuTte OTBETCTBEHHOCTH 32
ormOku. [Ipexynpexgaite npodieMsl. YIpapisiTe OTHOIICHUSMHE.

Akcneprt (37-44 6amna). Mnunuupyiite yaydmenus. [Ipennaraiite HoBbie ueu. [lepenaBaiite
ONBIT. YTIIYOJIsIiTe CTpaTernueckoe IaHUPOBaHKE.

JIunep (45-48 6amio). Buenpsiite adpdextriBabie TpuéMbl. Co3naBaiite cTaHAapTH. Pa3Bu-
BaiiTe Apyrux. Bnusiite Ha crpareruro.

Haiite cebe 2-3 pekoMeHJaluu 1Jis1 OTpaObOTKM Ha 2 MecsIa:

Ipuznaku 3¢pdexrusaoro POIla

Ortzen mpoaax padoTaeT Tak, KakoB ero pykoBoauTes! I1poaBIibl KOMUPYIOT CBOETO HaYalb-
HUKA.

PykoBonuTesnb ycraHaBIMBaeT MpaBwila 1 HOPMBI NIOBEIEHU, NoAasas npumep. Korna pyko-
BOJUTEIb BEXKJIUB, COTPYIJHUKH CTAHOBATCA BEXKJIMBBIMU WM MTOKUIAIOT KOMIIAHUIO.

Hacrosimuii pykoBomuTe b BCEseT B JIOAEH YBEPEHHOCTb, XBAJIUT, IOMOraeT MOBEPHUTH B ceOs,
BBISIBJISIET YHUKAJIBHOCTb.

Korma pykoBonuTenb BHUMATesIEH K IPOAABLIAM, OHU CTAHOBATCS BHUMATEIbHBIMU K KJIMEH-
TaM.

Hacrosamue POIIb BegyT cOTpyJHUKOB K IpoAaxkaM He YKa3aMHU U PaclopsKEHUsMH, a €kKe-
JHEBHBIMU JIMYHBIMU TPEHUPOBKaMH COTPYAHUKOB.

AddextuBHpr POII nomoraer coTpygHUKaM HaXOAUTh YHUBEPCAAbHbIE NPUEMbL, KaK TOBO-
PUTh, KaK IpeAJiarath MOAXOASIIME U1 KJIMEHTa U KOMITAaHUU PELICHUS.

IIpakTvKa CTaHOBUTCSI OIBITOM, KOTIa OCO3HAETCs, yepe3 MoBTopsoupecs madnoHsl. Ecau
«MEXaHUYECKN» MPUMEHATh TEXHUKY POk (HallpUMep, 3ayYEHHBIE CKPUIITHI), HABBIK OCTAHETCS
ITOBEPXHOCTHBIM.

Hanipumep: bazosas cxema npooadsic = Bbvisigume nompebnocmo — Ycuaums € yenHocmo —
IIpeonosicums peuterue.

Tect: «Yek-auct POIla»

HaunmenoBanue neiicTBui

AUt A W=

1. [TpoBOXKy exeHEeBHbIC MATHAAATUMUHYTHbIC TPEHUPOBKU HABBIKOB.
2. Pa36upaio BOPOHKY MPO/Ia)K COBMECTHO C KaKIbIM IPOJABILIOM.
3. Opranusyio posieBble Urpbl «ITPOJABEI-KJIMEHT» Tepe]] 3BOHKaMHU, BCTpEeYaMu

4. Cepsi1o pelieHust COTPYIHUKOB C MPUHITUIIAMUA B3aUMOJIEUCTBUS C KJIMEHTaMHU.

24



A. BaciotiH. «YepHblii OSIC TpoOgak»

5. OTpabarsiBaio C MPoAABIAMU TIATTEPHBI BIUSHUS Ha KaXKIOM 3Tarle BOPOHKHU.
6. KoHTpompyIo miaH mpojax 1 yIOBIETBOPEHHOCTh KJIUEHTOB IO MPUOBUIH.
7. Haxoxy 1leHHOe B TIPaKTUKE, a0 OOPAaTHYIO CBSI3b CBOCBPEMEHHO.

8. [lmanupyio ofHO yiyullleHre Mpoliecca Ha CIEAy0IIyI0 HeelTio.

Cymma=
[Tponent ucnonnenus = Cymma/48)x100%=

(8-16) Konrponep npouecca. Cnegur 3a vcnonHeHUeM MHCTpykuumid. [IpucnymmBaiitech K
HEBBICKa3aHHBIM COMHEHUsIM KOMaH bl OTCIIeXKMBaiiTe, I1e MpaBiia HAYMHAIOT MeIaTh COTPY/AHU-
KaMH JICHCTBOBATb.

(17-24) HacraBHuk koMaHpl. OTpabaThiBaeT ¢ MpoaBIiaMu 0a30BbIE MATTEPHBL. Y YUTECH CIIbI-
IIaTh 32 CJIOBAMM CKpPBITHIE MOTpeOHOCTH Bammx coTpyaHUKOB U KiMeHToB. OTMevaiiTe MOMEHT,
KOTJa HABBIKK CTAHOBSITCSI ICKPEHHUM WHTEPECOM.

(25-32) Jlupep pesynbrata. PoKycupyeTcsi Ha KJIIOUEBBIX MOKa3aTessIX OLEHKU Pe3yJIbTaToOB.
Habmonaiite, kKak MapKMHAJIbHOCTh CTAHOBUTCS CJIEJCTBHEM YEJIOBEYECKUX OTHOIICHUWH. YIaBIu-
BaiiTe MOMEHTBI, KOT/Ia TIOKA3aTesH CIIy)aT YIOBIETBOPEHHOCTH, a He HAa0OOPOT.

(33-40) Crparer pocta. BeicTpanBaeT nporieccsl 1Jisl OBBIIIEHH S JIOSUTbHOCTH. 3amMeyaiTe, Kak
pyTHHA cTaHOBUTCS padoyeid mpuBbIuKor. Clienurte, Korjaa cucteMa Mpojiak YCUIMBAET COTPYJHUKA
Y KOMaHJy.

(41-48) Apxutektop crcteMbl. PopmupyeT camooOydaromryiocs cpeny. Cokparnaiite pa3pbiB
Mesxay (popMaTbHBIMU M He(hOPMaIbHBIMU MTPABWIIAMU. YUYUTECh JOBEPATH KOJUIEKTUBHOMY OITBITY,
KOTOPBIN POK/IAETCS B AUAJIOTaX C KOMAaHAOM.

Kak crtaButh 6aJ11bI

«1» Tema HOBas1, paHbllle HE TyMaJld 00 3TOM, TaK He TIOCTYIAJIH, OIbITA IPUMEHEHUS HET

«2» Crplanm, 3ayMbIBaJIMCh, 0OCYK/IaJIU, IIPOOOBAIIH JIeIaTh, O PE3y/IbTaTaX FOBOPUTH PaHO;

«3» Hauanu nenatb, uMeeTcs IEpBbIiA OIBIT U MOJI0KUTEIbHBIE PE3YJIbTAThI;

«4» YMeerte, ieaeTe npu HeOOXOAUMOCTH, HO HE CUCTEMATUYECKH, ISTUTECH OIBITOM, MOKETe
HAy4UTh;

«5» DJIeMeHT Balllei TeXHOJIOTHH, pabOTaeT U CTAHOBUTCS ITPUBBIYKOM UCTIONHEHNST;

«6» BKJIIOYUEHO B TEXHOJIOTUIO, HETTPEPHIBHO COBEPIIEHCTBYETCS, JIEMEHT KYJIbTYPbl UCIIOIHU-
TEJIbCTBA.

JIBe peKoMeHIal[ii, YTO CPOYHO HAYATh JieJaTh

Kak co3HaTeJibHO npeBpamarh NPakTHKY B onbIT ? [Tocie Kax o ce/IKK OTBeYainTe Ha
TpHU BOIpOCa:

YTo KJIMEHT Kyl Ha caMoM Jiesie (TIo/b3y/Bbiromay)?

Kakoii Mo¥i 1miar yCusIvI ero moTpeOHOCTb, KenaHve?

UYro 51 cenaio mo-apyromy B CleAyonui pas?

Korma BbI He 3aMevaeTe B Mpoaxe YHUBEPCATBHBIN MPUHIIUI, CIUTAUTE, YTO BaM TOBE3JIO.
HaxonuTe 1 co3naBaiite MOBTOPSIIONIMECS CXeMBI ycrexa!

VhnpasJisiiTe npojakaMu, Kak (pabpuKoii mo Npon3BoJCTBY KJIHEHTOB

Pe3ome pazneaa 2.
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A. Bacrortus. «YepHbIl MOSIC TPOIAK»

CusbHbIe KOMITAHUM JIepKaTCs JIydux Jioasax. KinoueBble COTpYTHUKYA HAXOST pelleHus], a
He orpaBaanusi. x nmomxon popMupyeT KyJIbTypy U CTaHJAPTHI.

[Mponmaxu — 310 IUANOr Ha sI3bIKe MOTpeOHOCTel KimeHTa. ClyaiTe KJIMEHTa, YCUIMBanTe
€ro MoTpeOHOCTH, MOKA3bIBANTE BHITOIBI.

Viydinaiite omucaHue mpoliecca Mpoaax, oTpadaTbiBaiiTe HABHIKM B COOTBETCTBUU C OITUCA-
HueM. YeMm Jiydilie HaBbIKY, TEM BBIIIIE pe3yJIbTarT.

Knuent padoronaresns. [0BopHTe «BasKHO» BMECTO «JIOJKEH» M «HYKHO». BHMMaHue K yesno-
BEKy — 9TO TPEHUPOBKA ycriexa. BuisiBisiiiTe ciadble MecTa, KOMUPYHTe JTydIlee.

Y4yumcsi roBOPUTH MPOCTO, YTOOBI /1€JIaTh XOPOIIO!

Bonpocs! 1151 npakTUKH

3anonuuTte Tect: «O1ieHKa cucTeMsl rpoaak». Kakue nee pekomengauu?

Kaxkoii campbiii criaObIil 3Tar B cCTeMe MPOoAak, CKOJIBKO JIeHer TepsieTe?

Kakue nBa gevictBust POIla 3HaunTe IbHO MOBIUSIOT HA PE3YJIbTaThl MPOgax ?

KakoBbl Barim BoceMb MPUHIIMIIOB OTHOIIEHUH C KJIMEHTaMU ?

Kakue Tpu neiicTBus cieayeT BHIOMHATH YToO Ha 80% crienoBaTh MPUHIUNAM ?

Kaxkoii mpuHImm padoTsl ¢ KJIMEHTaMH Yallle BCero HapymaeTcs ¥ Kak 3TO UCTIPABUTH?

dreamstime.com ID 211222976 © Ahmad Safarudin

Cogemanune Ne2. Crctema nmpojax, MPUHIMIBI OTHOIIEHUH C KJIMEHTaMU
Ilnan coBemanus

Ienu coBemmanus:
Onpenennts 3 (hakTOpa YBEPEHHOCTH MPOAABLOB U CO3JaTh IJIaH Pa3BUTHUSA
ITpuHATH 6 MPUHLIMIIOB OTHOLIEHUI C KIIMEHTaMU JIJ1s1 BHE/IPEHUS.
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A. BaciotiH. «YepHblii OSIC TpoOgak»

BoisiBUTE 2 caMbIX MPOOJIEMHBIX 3Tara B CUCTEME MPOJIaXK, KaK YaydIIuTh Oe3 JieHer

Meronnyeckue yKa3aHus:

[TpoBecT AMArHOCTUKY CUCTEMBI IPOAAXK 10 8 OJI0KaM.

PaH)KI/IpOBaTb ITPUHIUIIBI OTHOIIEHHH 110 BJIMSHUIO HA HpI/I6I)UIb

PazpaboTath 4ek-mcT exeqHeBHbIX TpeHHpoBOK tsi POIla

OcHOBHbIE BOIPOCHI HA COBEIIAHUU:
Kak cnienatb npuHIMITBL YaCThi0 KOPIIOPATUBHOW KYJIBTYPbI
[Ipennoxenus B IJ1aH yay4IIeHUsI CUCTEMBI IIPOJAK

1. Hamm npuHOMIbLI OTHOMIEHUH ¢ KJINEeHTaMH

CruUcoK 11eCTy MPUHIUIMIOB (YKaKUTEe HOMEpa) WX HAIMUIIUTE CBOU MPUHIIMUITHI
Tpu pakTopa yBEepeHHOCTU MPOABLIA U TUIAH Pa3BUTHS

JIBa y3KMX MecCTa B CUCTEME MPOJAK

Kak cnenath mpUHIIMITBL YaCTHIO KOPIOPATUBHOM KYJIBTYPBI

[TpennoxeHus B IJIaH yaydilieHUs TPOAAXK

Yactb

II

. lIcuxosorus u moaeau B npoaaxkax (TakTuka)

Koraa Bel mpopaboTtaete riaBbl 3—5, BbI IlepecTaHeTe ragarh, YTO TOBOPUTH KJIMEHTY. Bbl Hau-
HETe BUJIETh CUTYAIIHIO €ro I1a3aMu ¥ (pOpMUpYyeTe YETKUI IJTaH JIJ1s1 KaXJJ0ro pa3roBopa. Bel Hayun-
TECh:

«CuuThIBaTh» KJIMEHTa O€3 CJIOB — MIOHUMATh UCTUHHBIC MOTHBBI 32 BO3PAKEHUSIMHU 1 TOBOPUTH
Ha SI3bIKE €ro MBICJICHHBIX 00pa30B.

VpaBisTh pa3sroBOpoM KOPOTKMMH OTBETAMU U OTK PITHIMU BoTTpocamu. [lepeBoauThb 1ieHHbIe
UJEU B CJIOBA, KOTOPBIE BEIYT K COIIACHIO.

JleficTBOBaTh YBEpEHHO B KOHKPETHOM CUTYyalluu. Bbl moyuuTte cuctemy, KOTOpasi O3BOJISIET
OCO3HAHHO BBICTPaMBaTh Oece/y, MPEIBOCXUINATh PEaKIIMK U BOBPEMsI y3HAETe, KAKOW IIar cJiesiaTh
CJIE/TYIOITUM.

IT0 nepexoj1 OT TEOPUU K MPAKTUKE, TOHUMAHUS «UTO HYXKHO JIe/IaTh» K 3HAHUIO «KaK JIe/IaTh
MMEHHO cerJac».
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A. BaciotiH. «YepHblii OSIC TpoOgak»

3. YpoBHM MBIIIUICEHHS B MPOIAKaX

Maanenvkas npakmuka éasicree 6orbUION meopuu

PoGept Auitc npenyioxkui MoAes b HePOJIOTMIECKUX YPOBHEH, KOTOPasi ONMCHIBAET, KaK JIOIH
BOCIIPUHUMAIOT MH(POPMALIMIO ¥ IPUHUMAIOT PelleHrs. DTa MOAENb — KJII0Y K MPojaxam, IoTOMY
YTO OHA HAINPAMYIO CBA3aHA C A3BIKOM.

3ananue. BoinonHsaeM B napax, Kak v B Ipojiaxkax, KOTOpbIE He JIesaloTcs B o0uHOUKY. Lenb
3aJaHusl 3aMETUTh, HA KaKWe BOIPOCHl COOECEJHUKY JIETKO OTBeYarh, a HaJ KaKUMH MPUXOAUTCS
3ayMbIBaTbCAA. DTO KJIIOY K PA3HBIM JIOTMYECKUM YPOBHSAM. 3a[aiTe 9TU BOIIPOCH KOJLIEre (a OTOM
IYCTb OH 3a/IaCT UX BaM). 3aIliChIBAiTe OTBETHI COOECEAHMKA, CTABbTE «+», KOTJa OTBET JlaeTcs cpasy
«-» — KOTJa 3HAUUTEJILHO 3agyMbIBaeTcs. [logckaspiBaTh 3amnpemeHo!

I'ne Bl hokycupyere BHUMaHuE B CBOel padoTe?
+/-

Ha uto Bl Tpatute MakcumyM BpemeHH B Bameii pabote?
Uro Bl genaere ¢ MakCMMaJIbHBIM Ka4€CTBOM ?

s gero Ber pabotaere?

B yem Baia yHukanpHOCTB?

B gem cmbic Bameii pabotsi?

Crenaiite mpe3eHTalMI0 coOeceJHUKAa — MpoYMTaiiTe, yto Hamucamu. OQOpaTuTe BHUMAaHUE
MOYYBCTBYUTE M YTOUHHTE, HA KAKUX YPOBHSX CJIOBA CHJIee TIOBJIMSIA Ha YyBCTBA COOECEeJHHKA.

Oxkpyxenue (I'me, koraa, ¢ Kem)

Ilosenenne (Uto nenaio?)

Cnocoonoctu (Kak genaio?)

Hennoctu (s gyero?)

CymHocTb

(Kt0 17)

[IpenHa3-HaueHue

Bama rno6ansnas Ponb? Kakoii cne ocrapisiere? Kak Biusiere Ha Mup B KOTOpOM kuBeTe?

Jlnunas yaukansHOCTh. KTO 51 Takoi? Uto s cam o cede nqymaio? Metaopa, Kem meHs Hazbl-
BAIOT (CYLIECTBUTEILHOE OTIVIArOJIBHOE)

st yero geaaetr? Uro Ba’KHO, IeHHO, rJIaBHOoe? YUTOo MoTHBUpYeET?

Kak nenmaer? Kakue criocoOHOCTH, criibHBIe cTOpoHbl? (Hapeuwst)

N3menenue; Yro npoucxonut?: Uro nenaer? Uto uyBcTBYeT, Korga aevcryet? (Inarosbn)

I'ne npoucxonsar coowitis? Korma uro-1o u ¢ KeM-To npoucxonut? Kakue joay mpuHUMAOT
yuyactue B coobTrsax? (CymiecTBUTEIbHbIC)

OunennBaiiTe NPpUOBLIL OT BAIIUX PelleHu

TpenupyiiTech roBOpUTH HA Pa3HBIX JOTHYECKUX YPOBHSAX

C m006aIbHO MBICTSIIMME JTIOABMHU HAYMHAWTE C TJI0O0AJTbHOTO YPOBHS («KaKOBa CHUTYaIUs
Ha BallleM PbIHKE»), 3aTe€M IepexoauTe Ha JEeTATbHBII U CHOBAa BO3BpallaiiTech Ha rinodaibHbii. C
JeTaTbHBIMUA HA000POT.
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1. TpeHupyiTech TOBOPUTH CIIOHTAHHO HA PAa3HBIX YPOBHSIX.

2. KoHTponupyiiTe TOJIbKO YPOBHHU Y MHTOHAIMHM, CJIOBA HAYHYT TOSBISITHCS camMH !
3. CrnoBa OTKHBI HAUaTh CO3/aBaTh MbICIH, TOBOPUTE HEMPEPHIBHO.

4. Korna ciioB HeT, 3a/1aiiTe BOIpocC /17151 Hy:kHOro ypoBHs (UTo, Kak, 15 4ero. .. ).
5. IlpencraBbTe KAPTMHKM HAa KaXJOM YPOBHE U ONKMCHIBAWTE UX CJIOBAMHU.

CnoHTaHHOE TOBOpPEeHNe HA JOTHYeCKHUX YPOBHSX.

TI'oeopume, ne dymas — ouugbposwvisatime uyecmea

VYnpaxxnenue. BeiOupaem Temy: «IyTenecTBrUe Ha HaJyBHOH Jiofike 1o Mupy» B rpyIme us3
4-5 yenosek. Benymmii 3a1a€T JIOTMUECKUI YPOBEHD M IIPEAJIAracT OJHOMY U3 YYaCTHUKOB FOBOPHUTH
Ha 9TOM YpOBHEe HemnpepblBHO 30 CEKyH[, 3aTEM MEHSEM YPOBEHb U JAEM BO3MOXHOCTb TOBOPHUTH
CJEIyIOIEMYy YYacTHUKY U T.J. TpeHupyemcs roBOpUTh, HE AyMasi — Bbl TOBOPUTE CJIOBO, a CJIOBO
TSIHET 3a co0ol (ppasy, a ppaza popMUpyeT MbICTb. . .

3amMeuaeM JIOTHYeCKUE YPOBHH B MPOIAKAX

YpoBeHnb
Bonpocs npoaasna
CJioBa KJHeHTa

1. Okpyxenue. ['ne? Korga? C kem?
I'ne BB 0ObIUHO NTprHUMacTe perienus? Korna rmianupyere 3amyck ?, Kto yuactByer B BeiOOpe?
V Hac..., B komnanuu. . ., Ceituac. .., Her Glomkera/BpeMeHn

2. Iloeepenue. Yto nenaer?
UYro nenaete, koraa BeiOMpaere nocrapiuyka? Ha 4to cMoTpuTe B epByIo ouepe/is?
Mpl cpaBHUBaeM. . ., Sl u3yvao..., Mbl He 3aKJI04aeM. ..

3. CnocobHoctu. Kak nenaer?
Kak BbI noHMMaerte, uto penieHue npasuibHoe? Kak onieHrnBaeTe HaJle)KHOCTD?
S He ymelo. .., DTO CIOKHO. .., Mbl HE MOXEM. . .

4. Yoexnenust/ nienHoctu. Yto BaxHo? [Toyemy?
Uro g Bac BaxkHO B napTHepe? [louemy 310 Tak 3HaunMmo? Pajiu yero Bbl 910 fenaere?
JI71s1 MeHs1 BaKHO. .., 5 Bepio/He Bepio. .., DTo He padoTaer. ..

5. CymHocts/ uaeHTu4HOCTh. KTO OH?
Kak Bamia posb Biuser Ha perienue? Bbl kak skcnepT, HaBepHOe, 3HaeTe. . .
S pykoBoguTens. .., Mbl — HOBaTops!. . ., Halla kommnanus — nugep. ..

6. [Ipennaznavenue. Paau yero? Muccus

Kak 310 nmomosker Barieid KoMaH/1e/KOMIIaHUM B JOJITOCPOYHON nepcrekTuBe? Kakoi BKiaj
9TO BHeceT?

Mpb1 MeHsiEM PBIHOK. .., Haila Muccus — ..., Mbl XOTUM IIOMOUYBb. . .
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AHTI/IIIOT oT BO3p3)K€HHﬁ: nNogHNMaeMCsA HAa YPOBECHDb BbIIII€

Kak BO3PaXXCHUE MCPECTACT OBITh CTEHOM M CTAHOBUTCS IIBCprO? Bul 3ameuaete YPOBEHb, Ha
KOTOPOM BO3HHUKJIO BO3PaKCHUC U daéme omeem Ha medy}omeM YypoeHe, T1€ BO3pAKCHUA CIIC Her!

VpoBeHb BO3paKeHUs
ITpumep Bo3pakeHUs
Bam otBeT (Ha ypoBEHb BhILIE)

OxpyxeHue

¥V Hac ecTb MOCTaBIIMK

[MoBenenue. Bel paboTaete ¢ TeM, KOro 3HaeTe, MPOBEPhTE HACKOJIBKO TO BBITOTHO, CO3/aBaiiTe
JIETKYI0 KOHKYPEHIIHIO. . .

IloBenenue

MpsI Tak He paboTaeM

Cnoco6Hoctu. [TonrMaro, pUBBIYHBIN Iy Th Oe30maceH. [laBaiite st IOKaxy, KaK 3TO YIIPOCTUT
Balll TEKYILXXA TPOLIECC.

Cnioco6HOCTH

VY Hac HeT TakuxX KOMITeTeHIIUI

IenHoctu. 310 nokaseiBaet Bair nmpodeccnoHanbHblil moaxon. Mel JaéM BaM MHCTPYMEHTa-
PHI1 U IOAJIEPKKY.

YoexneHus

51 He Bepio, uTO 3TO CpaboTaer

CyiHocts. Bel pykoBoauTens skcneptT Bam BaxHO yoeauthces. [laBaiite mpoBeieM MujoT Tam,
I7ie BaM y/I0OOHO, ¥ BbI CAMH BCE OIICHUTE

Mognens P.Jluntca nomoraet onpesaensTh, Ha KAKOM YPOBHE «TOPMO3UT» KJIMEHT, U NOAOUPATh
IpaBWIbHBIE apryMeHThl. Camble CUJIbHBIE TPOJAKU — T€, KOTOPBIE 3aTParuBaloT LIEHHOCTH (yOesx ie-
HU$) CYIIHOCTb U NpeIHa3HaYeHue. «Mul He npooaém pemonmol. Mol npooaém unHosayuu u cmunb
JHCUBHU».

PeabHbIi IpUMeP: COTPYIHUK ITOCTOSTHHO OMas3/blBaeT Ha padoty. PykoBoaurens cripamiu-
BaeT: «[Touemy onozgan?» OtBeT corpynHuKa: «[Ipodku Ha goporax».

[MpencraBuM cutyanuio: mpoOOK Ha goporax Oombine HeT. COTpyAHHK OyneT Oma3abiBaTh?
BonbimHcTBO oTBevaloT: «Jla, Oyner».

B uém npuunna? Ilpobaema, komopas 603HUKAEm HA YPOBHE OKPYNHCEHUS, He PEUaemcs Ha
YposHe oKkpysceHusi. A MOXET ObITh, PeIIaeTcsl Ha ypOBHE IOBEJICHUS: €My HaJI0 BhIe3KaTh Ha padoTy
C 3aracoM BpeMeHH. A MOKET ObITh, TpodIeMa Ha YPOBHE CHOCOOHOCTH: COTPY/IHHK HE YMEET YIpaB-
JISITh CBOMM JIMYHBIM BPEMEHEM U TO3/IHO JIOKUTCS CHaTbh.

A peasibHO nTpoGieMa Oblla Ha YPOBHE LIEHHOCTEN: eMy HPaBUJIOCh UTPaTh 10 HOYaM B MOKep,
¥ OH JIOCTHT ycrexoB 1 3apadateiBait urpoit 100-150 Teicsia pyOneit B Mecsiil, MeuTasl, TPeHUPOBAJICS
9T0OBI 3apadateiBaTh SO0 THICAY U Iy TEHIECTBOBATH IO MUPY. BOT, 4TO Ha caMoOM Jiefnie MPOMCXOIHIIO
C 9TUM YBa)Ka€MBIM UYEJIOBEKOM.
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MoTuBanus co6eceJHIKA HA YPOBHE CYIIIHOCTH

Hcnonb3yem iornueckre ypoBHU B SI3bIKE, A€M YeIOBEeKY MOIIHBIN 0TBET «KT0 oH». Hcmomb-
3yeM HJel0, YTO OKPYKEHHUE YeJIOBEKa 3aBHCHT OT €ro MOBe/ICHHMS], a TIOBEJICHUE OT CIIOCOOHOCTEH, a
CITIOCOOHOCTH OTIPEIEISIOTCS IIEHHOCTSIMHU — TeM, UTO JIJIsl Hero BaxHo. Ha ocHoBanum 3toii nH(Op-
Maru JaéM orpeie/ieHre YeI0BeKY Ha YPOBHE CYIIIHOCTH — BaXKHO NMOJ0OpaTh WM IPUAYMATh CYIIe-
CTBUTEJIbHOE, KOTOPOE OTPaKaeT CyTh, YEIOBEKa.

Takoe omnpezeneHne BaKHO HACTONIBKO, YTO MOXET MOBJUSATH HA OTHOIIIEHHE YeJIOBEeKa K CBO-
eMy Jesly, K JKM3HUA. Y KaXJOoro 4ejoBeKa ObIBAJIM TaKME MOMEHTBI, KOIJ]a HECKOJIBKO CKa3aHHBIX
CJIOB TIOBJIMISUIM VT JJa’Ke W3MEHIITH €ro XU3Hb (NMONpoOyiTe BCIOMHHUTD).

OOparite BHMMaHHWE Ha TIPOCThIE TMO3UTHBHBIC, JIOOpPHIE BEIM, OOCTOSITENILCTBA, KOTOPHIC
MMEIOT MeCTO Jis Baiero cooeceqHuka. CBs3bIBaiiTe TOT MO3UTHUB CJIOBAMHU, MOCIIEI0BATEIHHO MO
HUMaKTeCh N0 YPOBHSIM: MOBE/ICHKE, CIIOCOOHOCTH, IIEHHOCTH, CYIITHOCTh uesioBeka. [locmoTpute u
HAIUIIUTE CBOU MTPUMEPHI

MoTuBHpYeM KJIHEHTA HA YPOBHE CYyIIHOCTH

VYpoBeHb okpyxkeHHsi. [0BOpUM O MO3UTUBHOI CUTYalllu, KOTOpasi €CThb, 0OCTOATEbCTBAX,
MMEIOIINX MECTO.

IIpumep. Buvl 0asno chabdicenuu, ecmv NOHUMAHUE, 3HAHUE, ONbINM

Bam Bapuanr:

VYpoBens noBeaenusi. O6paiiaeM BHUMaHHUE Ha YCIICIIHBIE JICHCTBUS YeJIOBEKa B OIpejie-
JIEHHBIX CUTYallUsIX U TOBOPUM €My 00 3TOM — 4TO OH JIeJIa€T XOPOLIO:

Bui obecneuusaeme nadedxcnocmo 8 pabome.

Bam Bapuanr:

VYpoBens cnocodHocTeil. Onpenenure KOHKPETHYIO CIIOCOOHOCTh YeJIOBEKa, KOTopast Mo3-
BOJISAET JeJIaTh 3TO:

Ymeeme evioupamu u oyenusams

Bam Bapuanr:

VpoBenb neHHocrei. OmnpenenuTe HEHHOCTh YelloBeKa, KoTopasi chOpMUpPOBaa ero Cro-
COOHOCTB:

/s sac 6asxicHvl HA0EHCHOCMb U CIAOUNLHOCHTb
Bam Bapuanr:

VYposens cymuocTH: Kro OH, o6nagaomuyi 3STuMI LIEHHOCTSIMHU:

Bbl — «39xcnepm crabncenusi»

Bam Bapuanr:

Bonpoc uau npednooicerue

Ipeonazaio nocmompemuv apuanmol, UmMoobl 8bl CAMU PEUUNU, HACKOALKO 8AM MO NOOXO-

oum? Kax cmompume? (kax omnocumecwv? Ymo cxkasxceme? Kax cuumaeme?)

IIpuMep Kak NPUBECTH KJIHEHTA K COTJIACHIO
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IIpakruka: «Ykpermisem Bepy Kimenra B ceOs». BoinonHsem npruem, MpOM3HOCUM TOCIIe-
J0BaTeJIbHO TIO3UTUBHBIE (Ppa3bl HA YPOBHSIX: OKPYKEHUS, TIOBE/IEHH S, CIOCOOHOCTEH, IEHHOCTEH 1
JesiaeM npejjiokenue. Bocnonb3yiTech CXeMOM BbIIIIE U HAMMIIIMTE CBOM BapUaHT.

Ecian Te0s1 XOTST — 3HAYNUT ThI CylleCTBYelIb

Vnpaxxnenue. CIOHTaHHBINA Pa3roBop € KIMEHTOM 0 HEM CaMOM

Bemmonnsem ynpaxunenue B napax (II) — npopasen, (K) — kimenr. «IIpopasen» roBopur ¢
«KnmeHToM» CIIOHTaHHO (YTO MPUXOAUT Ha YM) 10 YPOBHSIM: OKPY’KE€HHE, TOBEJIEHNE, CTIOCOOHOCTH,
LIEHHOCTH, CYIITHOCTb. ..

Ha xaxaom ypoHe roBoprM /10 30 cekyHI* 1 cpasy 3a7aéM OTKPBITHIN Bompoc. YTo ckaxere?
Kak cmotpute? Kak cunrtaere? Kak y Bac ceituac...? Yo BaxHo s Bac. .. ?

B otBet «kmeHT» Bceraa orBevaet Bo3pakeHueM!!! [TepBbiil pa3 KOMy-TO MOKET MOKa3aThCsl
TPYIHO, Ha BTOPOH pa3 BCEM OTBEYATh JIETKO.

«[Iponasen»: Hasvisaem «kauenma» no umenu — Kpamxo yumupyem — «/ladxce ecau smo
max» — «Cumompume»! — npodondxicaem uumams mexcm oanee, CHO8a 3a0aém 60nPOC.

Ta6nuia npumepoB dpa3s, 11 popMupoBaHus (pa3 HA HY)KHOM JIOTUIECKOM YPOBHE

Oxkpyxenue. Korga? Uro? I'ne? Cerogns, PeiHOK, BBIOOD. . .

/VIMs/ cerogHs Ha pbIHKE MHOI'O ClaMa: NOSIBJISIIOTCSL HOBbIE MPEAJIOKEHUS], MEHSIOTCS yCIIO-
BuUsl. COXpaHUTh SICHOCTb U HAUTH NO-HACTOSAIIEMY Ha/IeKHOTO NapTHepa KioveBas 3aaava. Kak cum-
Taere?

IloBenenue. ['oBopum, 4TO OH JIE/IaET

/Mimsi/ ceitdac Haj0 CMOTPETh BApUAHTBI, TPOBEPATH MH(MOPMAITHIO. ITO aOCOTIOTHO JIOTMIHBIN
Y IPaBUJIbHBIN ITyTh. [laBaiiTe COKOHOMMM BpeMs: 51 PACCKaKy Y IPOKaXY UTO IEMCTBUTEILHO BaXKHO:
HaJIeKHOCTb, M0JIb3a, Beirona st Bac. Kax makoii naan? (Ymo oymaeme?)

Cnocodonoctn. Kak rmpaBuibHO OH AesaeT

/Vims1/ Bbl pykoBOAUTENH OOJBIIIE CMOTPHUTE HE Ha Pa30BYIO CKHIIKY, a KaK pellleHhe BITUChIBA-
eTCs B Ballly CCTeMY, HACKOJIBKO yIOOHO, aKTyaJIbHO, BHITOHO Ha roji-/iBa 1 Oosee. Kak B peraere
MOKHO JIM UIMETh JIes1o ¢ Hamu ? (Kak MOXHO IMornacTh B CIIMCOK BalllMX MOCTABIIUKOB?)

Mennoctu. [Ins yero oH jeaer
/Vims1/ BakxHO MOTyYaTh COOTBETCTBUE CBOMM TPEeOOBAHMAM U CIIOKOMCTBUE 32 Pe3yJbTaT. ITO
skoHOMUT BpeMms. Hackonbko 711 Bac BaxkHa yBepeHHOCTh B mapTHepe?

Cymnoctb. K10 OH Takou
/Vims1/ Bel 9KcnepT peleHuii, Hallla 3a1a4da 1aTh MHpOpMaIuio, BapuaHThl. YTOOBI BBI Olle-
HWINA, HACKOJILKO BaM roaxoaut. Kak takoi moaxoxn?

Pemenne «/IA»
Korna Bbl 0OCBOMTE YPOBHM XOpOIIO, BBl CAMHM YBUIWTE, YTO HA0 MOJHATHCS HAa YPOBEHb

BBINIIE, TJe elle HeT Bo3pa:keHusi. [IpousHectu ¢pasy, KOTOpas nO3UMUGHO NO8AUsIEM HA
npedvlOywUll YposeHs’, Tie BO3HUKIIO BO3paKeHHE

* Korza kiient ciymaet 6onee 30cekyH/] OH MOKET epelTH Ha BHY TPEHHUI ANAJIOT U IIepecTaTh Bac CIIyIIaTh. 3aaBaiTe OTKPHI-
ThIe BOIIPOCH, BKJIIOYaiiTe cCOOeCEeHUKA B Pa3roBOp.

3 A. Ditummreiin: «HeBo3MOKHO PeLMTh IPoOJIeMy Ha TOM e YPOBHE, Ha KOTOPOM OHa BO3HHKJIA. HyKHO IOHATBCS Ha YPOBEHb
BBILIIE»
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(YpoBenb OkpyxeHusi): «Y Hac HeT Owmkera». (OTBEeT Ha ypOBHE IMOBEICHHs): UMEHHO
[I03TOMY MBI [TpeJylaraéM aKKypaTHble pelieHusl (MUHUMYM MHBECTULIMI ), KOTOPBIE CO3/1AI0T 9KOHO-
MHUIO B JOJITOCPOYHOM MEPCIEKTHBE.

BeickaspiBaiiTe Apyrue BO3paxke€HHs ONpelesisiiTe Ha KaKOM OHM JIOTMUECKOM YPOBHE, IpO-
OyiiTe oTBeuarh (ppazaMu U3 TaOIUIIBI U ITPOBEPSATH MO CBOMM UYBCTBaM, KaKHe BbIKA3bIBAHUSI MO~
XoIAT Xopoiuo. Cresnaite BbIBO/IBI KaK 9TO CBSI3aHO C JIOTUYECKUMU YPOBHSIMM.

Vnpaxunenune. «Ctupareib Bo3pakeHHIl».

Cxema «Cruparens Bo3paxkeHuid»: Hazvieaem no umenu — Kpamko yumupyem — «/adice ecau
smo mak» — Cumompume! — npooondicaem uumams mexcm oanee, CHO8A 3a0AEM OMKPLIMbILL 80NPOC
muna «49mo ckadiceme?» 1 T.11.

Bwmecro «Jlaxe ecam 3T0 Tak» UCHONb3YITE U Ipyrue BapuaHThl Tuna «MmeHHo noaromy»; «1
BMECTE C ITUM>», «BOT mouemy» H T.II.

Bwmecrto «YTo ckaxkere» mpuMeHsiTe U apyrue Borpockl Tuna: «Kak cmorpure», «Kak cunta-
ere», «Uro nymaere», «Kak oTHOCUTECH» M T.II.

B napax. KnueHTt roBoput Bo3paxeHHue UCTOb3yeM MaTTepH U oTBeyaeM. [IpoBepbTe Kak 310
padoraer!» ¢ TAKMMH BO3PAKEHUSMHU KaK: «DTO JOPOro», «Bel MomeHHUKn», «Ham 310 He monoi-
oeT». ..

Hcnonwzyiite cBon ¢passl mim ppassl u3 tadbmuipl. [Ipodyiite mo-pasHoMy, MOYyBCTBYHTE,
KaK «M3yvaresib IMaJIOrOB» SHEPrHIO BIUSHUS PA3HBIX OTBETOB. DTO BaXKHO MPOYYBCTBOBATH, YTOObI
MPaBUJIbHASL «MBIC/ISI» IPUXOJUIIA BOBPEMS], & HE «OIOCIS»

OTHecuTech K yIpaXHEHUIO, KaK K TPeHakepy HEUMPOHHBIX cBsizeit. OOyyaiite cebst UMITPOBU-
3UpOBaTh B pAMKaxX YETKOW CTPYKTYpPHI (Kak B axkaze’!).

Kak «3akoaa0BaTh» KJIHEHTA.

Kakue 3arpatbl TpeOyiorcsi, yToObl Hamucath 4-5 mpemioxeHuid? [la HUKakue — BpeMeHH
NoTpedOBAJIOCh TPU MUHYTHI. A KaK Bbl OTHECETECh K TOMY, UTO 3T 4-5 ¢ppa3 moryT rnpuHocuts 700
THICSTY pyOsel MpUObLIA B Mecsiil?

[Iponasen no TenegoHy coodiaer: «/Iedrutopka mpocpoueHa, OTrpykarb He MOKkeM». KitneHT
(Harama): «He otrpy3ure, Oynem Opatb y apyrux». Kak 6eiTh? Bapuant pasroBopa:

Haraima mbl ¢ ToO0# 3HaKOMBI TpH T0f1a. (YPOBEHb OKPYKEHU)

Thl perysisipHO 3aka3blBaelllb y HAac, a Mbl IOCTaBJIsieM (ypOBEHb ITOBEICHHUS)

A 3Hat0, KaK Thl yMeelllb pelaTh Cepbe3Hble BOMPOCHL. (YPOBEHb CHOCOOHOCTEH)

IMotomy uTO 1151 TeOs1 BaskeH pe3yJibrar. (ypOBeHb IIEHHOCTEN)

Haraima, Tel DKCriepT B 3aKyIKax, HUIKTO KpoMe TeOsi HaM He TIOMOKET. (YPOBEHb CYITHOCTH)

Haostemu mam Ha HYdHCHbIE «nedan», NOMO2U ¢ ONAAMOL NPOCPOUKU.

Ouerusaem edxcemecsiunyio YeHHOCMb CKpunma onsi komnaruu . B Mapre npocpoueHHas «aeou-
TOopka» B Kommnannu «HB» coctapnsna 85 muH. pyOneid, a B ceHTa0pe e€ MPaKTUYECKH He CTaJlo.
OrnenrBaeM sKoHOMHYECKHI 3 PeKT. MBICIEHHO KJIa/IeM BEpHYBILHECS OT KJIIMEHTOB JIEHbI'M B OaHK
niofx 10% (emuHBIN HOPMATUB JIJIs1 CPABHUMOCTH ), TIOTyYaeM HauKCIIeHHbIE MPOLIEHTH 8,5 MITH.pyO 3a
rof, a B Mecs1] 310 700+ ThicsTd pyOsielt peabHOM SKOHOMUIECKOU TOJTB3bI OT JIMKBUJIAIIMU CKPHITHIX
3arpar. OcBauBaiiTe JJOTMYECKHE YPOBHU B Oeceax. ITO camMblid MOIIHBIN HHCTPYMEHT YOe K IeHU ST
noce «apromara Kajamsukosa».

IIpuodbLIL TEPsIETCS B CKPBITHIX 3aTPaTax, a HX HeT B 0TUeTe 0 NPUOBLLISIX U YObITKAX

Pe3iome riiaesbi 3

B mxase ecth cxema — 21111121 — 310 AKa30Bast ravma., e 1 — 310 MOJIYTOH. Bbl B IPOM3BOJILHOM IMOPS/IKE HAXKUMAETE Ha
9T HOTHI U CIbIIMTE JiKa3. JobaBinsiete — puT™, Napy MOBTOPSIIOIIMXCS. KOMOMHAIIMI HOT, PacCTaBlisieTe aKLEHTHl — IPUAAETE CMBICIT
3ByYaHMI0. Pa3roBop ¢ KJIIMEHTOM MOXO0X, IJIaBHOE NOAXOIAIME (PPpa3bl — 3TO BAIIM HOTHIL.
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1. Illects ypoBHe#i oOmeHus. JIroay MBICTAT Ha pa3HBIX YPOBHSX: OKpYKeHUE, MOBEJCHHUE, CIIO-
COOHOCTH, IEHHOCTH, CYIITHOCTb, TIpeIHa3HaueHre. B mpogaxax BaKHO yMEHHE TOBOPUTH Ha Pa3HBIX
JIOTUYECKUX YPOBHSIX.

2. IlogauMmaritech o ypoBHsIM. HaunHaiiTe pa3roBop ¢ MpoCTHIX BOITPOCOB 00 OKPY:KEHUH, HO
MOCTETIEHHO MOJHUMANTECh K LIEHHOCTSIM U CYyLTHOCTU KiiMeHTa. Camble CUIIbHbIE pellieHUs] TIPUHU-
MAIOTCSl HA BHICOKMX YPOBHSIX.

3. Bospaxkenust — HenoHsAThe motrpeOHOcTH. JlIoOoe BO3pakeHME MOKA3bIBAET, HA KaKOM
YPOBHE KJIMEHT «3acTpsi». Bala 3ajaua — NOAHATHCS Ha yPOBEHb BbIILE U HAUTH PEIIEHUE TaM.

4. MotuBanus yepes CyluIHOCTb. [laiiTe KJIMEeHTY NO3UTHUBHOE OIPEAEIEHUE €r0 CYTH («3IKCIEPT
pELLEHUI», «KOHCTPYKTOP CUCTEMBI». .. ). DTO BIUSET HA CAMOBOCIIPUATHE, CO3JIAET KeIaHUE COOT-
BETCTBOBATD.

5. OuudpoBbiBaiiTe MOAB3Y IJIs1 KJIMEHTAa Ha IPOCTHIX MPUMEPAX, FOTOBbTE UX 3apaHee, coria-
COBBIBaiTe 00CYXkJalTe B KOMaH/IE.

3ananue 1Jis1 IPAKTUKU

1. Tlopymaiite o BailieM MOCJETHEM Pa3roBOpe C KJIMEHTOM U OIpe/ienuTe, Ha KaKOM JIoruye-
CKOM YPOBHE OBUIO BHIPAKEHO €r0 IMIABHOE BO3PaKEHUE WU KJTIOUeBast OTPeOHOCTb.

2. CopmynupyiiTe OTBET Ha 3TO BO3pake€HUE, KOTOPBIN MEepeBe/IeT pa3roBop Ha OJIMH JIOTH-
YECKUI YPOBEHD BHIIIIE UCXOIHOTO.

3.CocTaBbTe KpaTKy0 MOTUBUPYIOITYIO TPE3EHTALIMIO JIJIS1 BAIlIero KJIMeHTa, MOCeJ0BaTeIbHO
MIPOM/ISl 110 BCEM JIOTMUECKUM YPOBHSIM OT OkpyxkeHus 10 CyIIHOCTH.

4. TpeBpaTuTe KTIOYEBYIO XapaKTePUCTUKY BaIllero MPOAyKTa B yOeauTeIbHOe TIpeIoKeHIe,
COEVHUB B OIHOU (hpa3e CBOWMCTBO, JEUCTBUE U BHITOAY JIJIs1 KJIUEHTA.
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4. Tunbl KJIHEHTOB H MOTPEOHOCTH

Iosviuatime KOHEEPCUIO MPEHUPOBKAMU

TuIbl KJIMEHTOB — Balll CJIOBAph IJIs1 pa3roBopa o0 MOTpeOHOCTsIX. [ OBopHTe Ha SI3BIKE UX TPU-
ObLIM, TIPOLIECCOB WJIM MPHU3HAHMS — U JOroBapuBaiiTech ObicTpee. [[Isi pa3HBIX THIIOB KJIMEHTOB
ecThb 001IMe NoTpeOHOCTH 1 ocoOeHHble. OJMH U TOT ke MPOAYKT MpecTaBisieTcs: 0omee Moaxos-
IIMMH CJIOBAMH. DTO TIOMOTaeT CTAHOBUTHCS JTydllle B BOCHPUSATHN KJIUEHTOB, YCHJIMBATh OTPEOHO-
CTU, CO3JaBaThb KEJIaHWA, MpeJiaraTb pCICHUA 1 YBCJIMUHUBATDL BEPOATHOCTL COIJIaCusl. KimoueBbIM
WHCTPYMEHTOM 371eCh ObUIO, €CTh M OyJieT CKa3aHHOE CJIOBO.

IHoHaTHe KJHeHTAa

1. KimeHT npuHUMaeT penienue o6 oruiate. KimeHT nmorpeduresb.
2. BaxHO onpeaesnTh, A0 KAKOrO 3BeHa 1IENH pacipe/ie/ieHus
KOMIaHMsI OepeT Ha ceOst:

MPOJBUKEHHE MPOYKTA;
MPEANPOJAKHYIO TOATOTOBKY;
CIIPaBOYHO-UH(MOPMALIMOHHYIO TOAJCPIKKY;

CEPBUCHYIO U TIOCJETIPOJAKHYIO MOAJCPIKKY;

(hopmupoBanue 1IEeHOBOM MOIUTHUKY;

KOHTPOJIb 32 TIPOIIECCOM MTPOJAKH.

3. 3BeHo 1enu pacrnpesieieHusl, Ha KOTOPOM 3aKaHUYMBAeTCsl OTBETCTBEHHOCTh KOMIIAHUH,
SIBJISIETCS] KJIMEHTCKOW TPYIION — «TUTIOM KJTHEHTa».

4. ®opMyIMpPOBKA, OMKUCHIBAOIIAS KIUEHTCKYIO IPYIITY, TOJKHA:

BbITh KOHKpETHOM, MO3BOJSAIONIEN MOHSTh «MOPTPEeT» KiueHTa. «Mbl paboTaem Biaaesb-
amMu Kage U OKa3plBaeM YCIYTH OT MOCTaBKU Kode, 10 00yueHHs] COTPYAHUKOB OOCITYKUBAIOIIUX
rocreii» (BMeCTo Mbl paboTaeM ¢

HoReCa

)

0OBbEIMHATh KJIIMEHTOB B TPYIIITYy HA OCHOBE OOIIMX KJIMEHTCKUX HEHHOCTEH U MOTPeOHOCTEH.
«Harma kimeHTckast rpynma — JUisi KOro CTHIb 1 OCOOSHHOCTH CepBHCa SIBJISIOTCS OCHOBOMW pertyTa-
[IUH, Yepe3 YHUKAJIbHOE COYeTaHUEe KAueCTB»

IlpeacraBiieHue 0 KOMIIAHUNU

Hctopusi KOMIaHUM, U3y4YUTh CalT, HOBOCTH, OT3bIBbI, MIO3UIIMOHUPOBAHUE, (PUTHAIIBL U T.I1.
Caenatb 310 ObIcTpO Ha 20 MuHYT. COCTaBUTh 3C¢CE O KOMITAHUM BOCIIONB30BaThCsl CEPBUCOM HEli-
pocereit (Bocrionb3oBatbess ChatGPT/YandexGPT/DeepSeek u 1.11.) ITonyunTs 31TMMU MHCTpYMEH-
TaMU JaHHBIC:

KiuenTsr;
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KonkypenTsr;

KimoueBbie mocTaBIyky, OaHKU, ayAUTOPbI, KOHCYILTAHTHI,

Muccusi, MO3ULIMOHUPOBAHUE, IIEHHOCTH;

TenneHIMM OTpaciu, pbIHKA, KYJIbTYpHAs Cpeaa;

DKOHOMUYECKHUE TIOKa3aTe Ii: BEIPYUKa, PEHTA0CIbHOCTh, AKTUBBI, KPeUTHAS HArpy3Ka. ..

[Tonyuyaem, 4TO JIEKUT HA MOBEPXHOCTHU U OTKPHITO — HUKAKUX JOJITMX PACCIEIOBAaHUN U TTOUC-
KOB, OBICTPO, YE€TKO UYTO €CTh, 3aHOCUM MH(OpMaIUIO B ycTaHoBJIeHHBIe (hopmaTthl CRM. Jlokmaapl-
BaeM cTapIeMy Il IPUHSTHS PEICHUs] O BO3MOKHOCTH PaOOThI C KIIMEHTOM.

CxeMa npuHATHS pellleHNsI KINEeHTOM

CrooicHble KAUueHmbl CYuecmayom ONsi AOHCHLIX NPOOABUOS.

MeHnemxep 10KEH OMUCATh CXeMY IIPUHSITHS PEellieHUI B KOMITAaHUH KJIMEHTA, a TAKXkKe YKa3aTh
COTPY/IHUKOB, IPUYACTHBIX K 3TOMY. Korma y Bac ects Tabnmuiia o coopy MHGOpMAIUN TOTEHITH-
QJILHOM KJIIeHTe OHA OBICTPO 3aIOTHAETCS M JaHHBIE TIOYEMY-TO JIerko HaxoasaTcs. CocTaBbTe CBOKO
TAOJUITY JIJIs1 IOATOTOBKY K KJIMEHTY €CJIM Y Bac €€ HeT U COBCeM HeoOsA3aTesIbHO TaKYIo:

Ponp

Bnusawue (1-10)
OTHolIeHre K Ham
KioueBsle uHTEpECHI
Hama crparerus

JIITP

10

Heiirpasnsnoe

[TpuObLIb, pUCKH, peryTarys

HemoHctpauus ROI, rapanTun cHUkEHHUSI pUCKOB

Cropox

7

Ckentuueckoe

KonTpons nocryna, mpoueaypbl

Cobmonenue hopMaIbHOCTEH, yBaXkKeHHE K IMPaBIIaM

ITpoBonHuK

8

ITozutuBHOE

KapbepHslil poct, npu3HaHue

[IpenocraBnenue craryca sKkcnepra, OJaroqapHoCTb

CnenuanucTsl

9

Kpurnueckoe

TexHUYECKre XapaKTepUCTUKH, HAIeKHOCTh
IMogpoOHbIe TecThl, JOKyMEHTAIsI, CPABHEHUS

DKOHOMUCTHI

8

CKenTruyeckoe
Bromker, okynaeMocTb
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Pacuer TCO, ¢punHaHCOBBIE MOIETN
[Tons3oBarenu

6

[Iparmatuunoe

V106cTBO, (PYyHKITMOHATLHOCTh

JleMOHCTpatusi BHITO 1711 €KeTHEBHOW pabOThI

Kak roToBuUThCS K IEpBbIM BCTpPEYaM C KJIMEHTAMU HE3aBHCHMO OT MacIuTaboB Ou3Heca. DTta
TabJIMIA OTHOBPEMEHHO SIBJISIETCS] YEK-JIICTOM M OLIEHUBAET BEPOSITHOCTD CAECIIKU

Yek-auCT MeHeIKepa /1Jisl PUBJIeYeHNs] HOBbIX KJIHEHTOB +
KaabKyasiTop BepoSITHOCTH CAENKH

YpoBeHnb

0-1

IHoaroroska (II): IMpoussenenue (1x2x3x4)=

1.BBISIBUTB BCEX, KTO BJIMSIET HA PELICHHE

2.TToHSTB, 9TO BaXKHO JUISI KQK/IOTO yYaCTHUKA
3.IToArOTOBUTH IOBOJIBI IJIsI PA3HBIX HHTEPECOB YYACTHUKOB
4. Haiitu cBOero 4esjioBeKka B KOMITAHUU KJIMEHTa

Bcerpeua (B): [Mpoussenenue (1x2x3x4)=

1.0O0BACHATH BBHITOLY Ha SI3bIKE CITyIIaTeen

2.3anoMuHaTh WM 3alKChIBATH COMHEHMS KJIMEHTa
3.Ilpenyarate BApUAHTHI, YCTPAMBAIOIIUE BCEX

4.CnequThb 3a peakiiveid U MeHSTh MOIXO/T

Oo6cay:xxuBanue nocJje (0): Ipoussenenue (1x2x3x4)=
1.YTOUHUTH CIIMCOK BOBJICYCHHBIX JIUII U MX TTO3UIIHIO
2.0npeaenuTsb CIeAyIONIUE ary s KaKI0ro y4acTHUKA
3.Pazocnars nHpOpMALIKIO C yUeTOM UHTEPECOB KA 0T
4.TlonyiepxaTh KOHTAKT CO CBOMM ITOMOIIIHUKOM B KOMITAHUH

Onenka BepossTHOCTH pa6oThl ¢ kKaneHToM (IDx(B)x(0) =

JNMunana3oH
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BepositHocTh
HencTBUA

70-100%
Bericokas
Cpenka 6;113Ka K 3aBEpHICHHUIO

40-69 %
Cpenusisi
TpeOyioTcs KOPPEeKTUPOBKH, YTOUYHHUTH TAIT

<40 %
Hwuzkag
Hy:xHO nepecMOTpeTh MOArOTOBKY K CHEJKE, IPOBECTU UTPY

Kak craButh 0aJL1bI

0,1 Haxe He 3a1yMbIBAJICS] O IPUHLIMIIE, JEUCTBYET XaOTUYHO.
0,2 Caplmian o NpUHIIKIE, HO HE IPUMEHSIET

0,3 IIpoGoBan ucroab30BaTh MPUHIMIIL, 1-2 paza
0,4 NHorna nprMeHsieT, HO pe3yJIbTaThl cradbie

0,5 [oHnMaeT NpPUHLMI U TPUMEHSIET B KJTIOUYEBBIX CUTYAIHSIX.
0,6 PerynspHO UCIOIb3yeT NPUHLIMIL, €CTh PE3YJIbTATHI.

0,7 IlpumeHsieT 1 yaydlIaeT JerCcTBUS U MPoLece
0,8 OOyuaer Ipyrux, AenaeT MPUHLIUIT YacThIO KyIbTypPHI.

0,9 Vicnonp3yeT NpUHLMI KaK OCHOBY PEUIEHUH + yaydllaer
1,0 [puHuuMI sIBISIETCS CTAaHAAPTOM U JIMYHOU MPUBBIYKOM

Msl ctpeMuMcs K M3MEPUMOCTU JIEHCTBUM, airoputMmuzanuu marepuaioB! Ilouemy 310
BaxkHO? Korja coBepInaiorcst ycusiusi, Torjia COKpalaeTcsi MyTh Ha CIeIYIOIMN YpOBEHb pe3yJibTa-
THUBHOCTH.

ITO0 nepeBoj UCKYCCTBA MPOJAX B MHKEHEPHYIO AUCHUIUIMHY. Takoi Moaxo/ Mo3BoJIseT Mac-
]_HTa6I/IpOBaTb MaCTepCTBO JIydImmx MGHG}DKGPOB Ha CMCHBI 1 KOMaH/IbI.

YeTbipe THNIA KOHKYPEHTOB

B kauecTBe KOHKYpEHTOB paccMaTpuBaeM (DakTOPbI, MPENSTCTBYIONIUE 3aKIIOUEHHUIO IOTOBOpa
Y TIOJTyYEHHUIO I0XOJ0B:

Ipsimble KOHKYpeHmbl — KOMITAHUH, TIpeJIjIaraioiiye aHaJIOTMYHbIA TPOAYKT;

Tpemenodenmul Ha mom dce Or00XHCem — KOMIIAHUU, TTpeJyIaraiolye Ipyrue mpoayKThl, 3HAUu-
MOCTh KOTOPBIX MoKa3asack JITTP Gonee BaXHbIMU Ha JAHHBI MOMEHT;

Hnepyusi kauenma — BO3MOXKXHOCTb KJIMEHTA HUYETO He MEHSTh, OCTABUTH KaK €CTh, OOOUTHUCH
TeM, YTO UMEETCs;

Ozpanuuusarouue yoexrcoeHus: PyKOBOAUTENEN U CJIOKUBIIUICS MOPSIOK A€, K KOTOPIM IPH-
BBIKJIN.
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Tpu TMIA KJANEHTOB

[Ipenyiaraem K pacCMOTPEHUIO mpu Muna KAueHmos Ajis IoArOTOBKU COTPYAHUKOB K MEPero-
BopaMm U npornaxam: Co0cTBeHHHK, [InpekTop, Cienuaanct. Ita Mojielb, KOTOpasi OXBATHIBAET
90% cutyanumii B B2B-niponaxax 1Jisi Majoro u cpeHero OusHeca.

YenoBeK COCTOUT U3 CJIOB, KOTOPbIE MPOM3HOCUT BO BHYTPEHHEM [IMAJIOre HA aBTOMATe. DTO
TaKOHW CHOCOO HENMPEepPHIBHOTO MOJIETMpPOBaHKs peasbHOCTH. CJioBa — 3T0 (hOPMYJIBI, IO KOTOPHIM
JKUBET YEJIOBEK U KJIMEHTHI TOXKE JIIOOM.

Tun
dopmyaa
Ppa3bl

CoOCTBEHHUK

pUObLTH +

pUCKH +

cTparerus

370 pellicHre yBeIMYMBaeT MPUOBLIL U CHUKAET Ballld PUCKH.
Takoii moaxoy 3ammIiaeT NPUObLIL U 00eCIieuBacTe CTPATETNIO.
Bbl KOHTpONIUpYyeTe PUCKU U peanusyeTe CTPaTeruio

PykoBoaurenn

ITPOLIECCHI +

MOKa3aTesy +

KOHTpPOJIb

OntuMusupyeM Nponeccbl KOHTPOJIUPYEM OCHOBHBIE ITAITbI
IoBbintaeM 3(p(peKTUBHOCTD KJIIOYEBHIX NPOLECCOB
ABTOMaTH3UpyeM KOHTPOJIb MOKa3aTeJ el OHJIAiH

Crienuaimuct

ynoOCTBO +

MpU3HaHUE +

pe3ysbTat

DKOHOMMWTE BpeMsl 0 pe3yJbTaTa, rnojyyacre Npu3HaHNe
[NoBbiaeM ya1o6CcTBO 1 CTAOUIBHOCTh Pe3yJIbTAaTOB
ConeiicTByeM NPU3HAHMIO BallMX Pe3yJbTaTOB

B masiom u cpeaem Gu3Hece 3TH PO YacTO COBMEIAIOTCS, @ MOTUBALMS B IIPUHSATHY peliie-
HUI OTJIMYAETCS: MPUOBbLIb U PUCKU )11 COOCTBEHHHKA, MTPOLIECCHl M Pe3YJIbTATUBHOCTD 1151 AUPEK-
TOpa, (PYHKLMOHAJ U MPU3HAHKE [T CHEUAIIHNCTA.

B skoHOMUKE KOnmmuecTBo OusHecos: B2B 6ombine, yem B2C. D10 CBA3aHO C LIEMOYKON CO3/1a-
HU N10J1I€3HOCTH (LIEHHOCTH) MPoAyKTa. YeM OoJibliie MaTepruallbHOrO B IPOU3BOJCTBE, TEM JJIMHHEE
eN0YKa: 0ObIYa ChIPhsl, IEPBUYHAS 00padOTKa, JIOTUCTHKA, IPOU3BOJICTBO, JUCTPUOYIHS, TTOTPed-
nenue. [lonyuaercsa 4—>5 3BeHbeB B2B npexne, uem gounzaer ouepenp 1o B2C.

B cepe ycayr u B iudpoBbIx OusHecax 1enodku kopoue: Paspadorka I1O 3atem BHeapeHue
B Om3Hec (B2B) i nponaska yepe3 maraszun npuiioxkenuii (B2C). Jloructnueckast kommnanus pado-
TaeT ToJbKO ¢ Ou3HecoM (B2B), a kypbepckas gocraBka padotaer u ¢ B2B, u ¢ B2C. Ilo Bcem Buam
OU3HECOoB, BKJIIOYAsl YCIYTH U TOProBJIO, OTHOIIeHHe Konnvectsa B2B/B2C ~ 3
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B Poccun ~6 MuTH nipeqnpusiTHiA MaJjioro ¥ CpeiHero OusHeca:

~70% — B2B (nocTaBIyKy, NOAPSIYMKH, YCIYTU /1 OU3HEca);

~30% — B2C (po3HwIIa, OOIIETHNT, YCITYTH HACEJICHUIO).

BaxHo 0Opa3oBaTh Ipy MOMOIIY CJIOB 00Iee SMOIMOHATbHOE-MH(POPMAITMOHHOE TTPOCTPaH-
CTBO CO CBOMMH coOeceIHIKaM — «MbI TaKie Ke KaK Bbl, Y HAC MHOT'O 00IIEro BO B3IJIsA4aX
U 1eATeJIbHOCTH ».

Tun kanenra «Co0CTBEeHHHK»

Camas OonbIniast yrpo3a v camasi OosbIasi BO3MOXKHOCTh OM3Heca — ero COOCTBEHHUK

CoOcTBeHHUKHU OM3Heca. DTO 0coOble JTOIU — OHU OepyT Ha ce0s1 OTBETCTBEHHOCTh 3a COTPYI-
HHMKOB M pe3yJIbTaThl. 3a Kak/I0e pelleHne, KOTOpoe MPOUCXOAUT B OU3HECe, PacIllauuBaeTCsi CO0-
cTBeHHUK. [IpoaBLiam Ba)XHO IeMOHCTPUPOBATh MOHUMAaHKE PUHLMIIOB OM3HECa, PhIHOYHON CUTY-
alyu

XapakrepucTUKHI
Kpartkoe onncanue

Tun kinenra:
CoOCTBEHHUK

JOMKHOCTbD:
JMpeKTop, reHepaibHbl AUPEKTOP

Boapacr, goxon:
30-60 ner...

[MorpebHOCTH B padorte:
[TprOBLIb, TEXHOJIOTMYHOCTD, CTAOWIIBHOCTD, HaI€)KHOCTh, TAPAHTHUSI KAUueCTBa, SKOHOMHSI

LlenHoctu B padote:
Pa3BuTHe, napTHEpCTBO, MOPSAIOYHOCTD, YCIIEX, KOMaH 12, 3(p(heKTUBHOCTD

Busnec-npoOnembl, 3agauu
CHukeHUe [OM PhIHKA, pocT 3arpar. JlaBjieHue KOHKYPEHTOB, HECTAOUJIbHOCTh MOCTABOK.
Heduuut KaxpoB, BHICOKAsE TEKY4eCTb.

[Tpouecc npunsaTua pemenun (Kro, 4to u kak Biuser)

Pemenus npiHUMaeT eIMHONIMYHO, HO YYUTHIBAET MHEHHS COTPYTHUKOB. Ha BBIOOp BIUSIOT
JaHHBIE O KOHKYPEHTaX, MO3MLMS MAPTHEPOB, TPeOOBaHUS aJMUHHUCTparuy. PUHAI 3aBUCHUT OT KO-
HOMHYECKOI CUTYalluH, IPOrHO3a MPUObLIM, YPOBHS PUCKA.

Nroroseiii mpoduiib
CoOcTBEHHUK, PyKOBOOMT KoMmaHuen. Pokycrupyercst Ha NpUObUTH, TEXHOJIOTUSIX, CTAOMIIbHO-
cru. Llenut passutue, naptHepcTBO, 3 (peKTHBHOCTD. Pemmaer npodnemMy HU3KOH peHTaOeIbHOCTH.

BLI6I/IpaCT CTpaTEruio 1rnocjie aHajin3a pblHKA, IIEPErOBOPOB, OLICHKNU PUCKOB.

T'oBopum u pa3BuTumn, KOMaH/e, TEXHOJOTHN.
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/Mwmsi/ Bol BezieTe OM3HEC, KOTOPBIN 3aJa€T CTAaHJAPTHI B CBOEH HHUIIE (YKa3biBaeM ero (aktoi/)
BrI pazBuBaeTe He POCTO KOMITAHUIO, & KOMaH 1y MPodeccroHaIoB (ero IeHHOCTH ). Brl cnonb3yete
TEXHOJIOTVIH, KOTOPbIe 00eCIIeUunBAIOT CTAOMIBHOCTD (YKa3bIBaeM ero noTpeOHOCTH). MBI paboTaeM ¢
TaKVMHU JIuJIepamMu 7 JIET, COIEMCTBYEM Iepexoiy NpUObUIM B YCTOMUYMBHIA poCT."

T'oBopum o nopsigouHocT 1 3¢pheKTHBHOCTH.

/Mms/ B Bamem OmuzHece kpome 1udp BaxkHa peryTarus (IIeHHOCTh). DTO HaJeKHBIE pele-
HUS (MOTPEOHOCTD), KOTAa pa3syMHasi SKOHOMUsI 00€CIIeYMBaET KaueCTBO U CO31aET 3(P(HPEKTUBHOCTD
(¢paxr). Harmm KmeHTH — COOCTBEHHHUKH, KOTOPBIE IIEHST MapTHEPCTBO, IOITOCPOYHBIE OTHOIIICHUS,
a He pa3OBbIE C/ICJIKH.

I'oBopum 00 ycnexe M TeXHOJOI'HYHOCTH

/Mims1/ Bel co3maére cucremy B OM3Hece, KOTJIa COTPYJHMKHU CaMU IpeiaraioT, Kak Jienarh
aydire (akt). Bl ynensiere BHUMaHUE TEXHOJIOTMYHOCTH, TOYHOCTH HA KaXIOM 3Tare, Toraa u
3aTpaThl HUXKE U KJIMEHTHI JOBOJIbHBI (TIOTPEOHOCTH). YCIeX — 3TO KOrjia KJIMEeHTHl BO3BPAIIAIOTC, a
KOMaHj1a pa3BUBaeTcs mpodeccruoHanbHO (1IeHHOCTh). Hara 3agaua coneicTBoBaTh B JOCTHKEHUU
9THX IIeJIedl yBarBaTh peHTa0eIbHOCTh Oe3 MOTepH CTAOUIHHOCTH.

Bompoc ans nponomkenus auaiora: «Kak Bbl BbIOHpaeTe MOCTABIIHKOB» ?

Tun kauenra «PykoBoaureJib»

BaxHast OTBETCTBEHHOCTh PYKOBOJMTEISl — YJIyUIllaTh MPOLECC JOCTHKEHUS PE3y/IbTaToB

PykoBogurens npeanpusatus odecrnednBaet 3pHeKTUBHOCTD JAeSITEIbHOCTH, 3A00TUTCS O TeX-
HOJIOTUH, ITPOU3BOJICTBE, TPOLYKTE. 3HAET O PHIHOYHOM CUTYAIUU, KOHKYPEHTax, CJIEJUT 3a TeHAEH-
LUAMH B IPOU3BOJCTBE M pactipeneieHn. IIpuHumaer perieHus ¢ y4eToM MocaeACTBUN, CMOTPUT
Ha roji Briepe[ ¥ 6osee. B OoJbIIMHCTBE CTydaeB IEHCTBYET, KaK HACTOALIMI POheCcCuoHal, TPUHU-
MaeT pelleHus1 B uHTepecax opranu3auuiy. [IponaBruam BaxHO A1€MOHCTPUPOBATh IOHUMaHUE MTPUH-
[IUIIOB, METOJIOB, IOJIMTHKH M IIeJIeil er0 KOMIIaHUM, ObITh TOTOBBIM BECTH JHAJIOr 00 YIpaBieHU!
OU3HECOM, KJIMEHTaX, TEXHOJIOTUSAX, PbIHKAX, KOHKYPEHIIUH.

XapakrepHucTuKu
Kpartkoe onncanue

Tun kinenra:
Hupekrop

JOMKHOCTbD:
PykoBogurens npeanpusatus

Boapacr, goxon:
30-50 ner, ...

[MorpebHOCTH B padorte:
ITpuObLIb, KauecTBO, ypOBEHb 3aTPaT, TEXHOIOIUS, JJOTUCTUKA, B3AaUMOJEHCTBIE

LlenHoctu B padote:
Pesynbratel, 3(pEeKTUBHOCTb, WCMOIHUTENBHOCTh, IMPOMECCUOHAIN3M, CTaOUIBHOCTD,

KOMaHJ4 , HAACKHOCTb

Busnec-npoOnembl, 3aga4u
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HexBarka 000pOTHBIX CPEICTB, 3aJEPKKH B JIOTUCTHKE. [IepUIUT KBAIM(UIIMPOBAHHBIX CIIe-
[IUAJIMCTOB, POCT 3aTpar. JlaBjieHne KOHKYPEHTOB, HEOOXOJMMOCTb BHEJPEHUSI TEXHOJIOTHA.

[Tponecc npunsaTus pemenuit (Kto, 4to u Kak BiIuser)
Perienust cornmacoBeiBaeT ¢ COOCTBEHHUKOM. YUUTHIBAET MHEHHE SKOHOMUCTOB, aHATU3UPYET
OloKeT. YTBepXkKIaeT UTOTOBBI BAPUAHT MOCJIe 00CYKICHUS C KOMaH/IOM.

Wrorosblii npouib
HupekTop, ynpasiser npennpustieM. PoKycupyercsi Ha MpUObLIM, KOHTPOJIE 3aTpart, JIOTU-
cruke. Pemmaer npoOsiemMsl ¢ (hMHaHCaMU, KaJipaMU, TEXHOJIOTHSIMU.

T'oBopum 06 3¢hPeKTUBHOCTH U TEXHOJIOTHH

/Vims1/ Bbl opranusyete Iporecchl, SKOHOMUTE pecypchl KoMmanuu (motpedHocTs). i Bac
BaXXHbI PELLEHHUs], KOT/1a TEXHOJIOTHM COUYETAIOTCS C POCTOTOM BHEApEHUs! (LIEHHOCTh). Bbl cTpemu-
Tech K peaibHON 3(p(heKTUBHOCTH, KOTAa KoMaHIa padoraer 0e3 rneperpy3ok (y3kux mecT) (paxr).
Mbl cTpeMuMCsl ¢ TaKUMH PYKOBOAUTEISIMH yBEIWYMBATh MPOU3BOAUTENBHOCT Ha 25-30% 06e3
nepepaOOTOK M HATIPSIKEHUH ISl COTPYIHUKOB.

PoKyc Ha HA/IEIKHOCTDH M IAPTHEPCTBO

/Mmsi/ Bol BHIOMpaeTe MOCTaBIIMKOB, HA KOTOPBIX MOXKHO TOJIOKUTHCS (IIEHHOCTH). Bbl m30e-
raete pelieHui, KOTopble TPeOYyIoT MOCTOSHHOTO KOHTPOJIsA (MOoTpeOHOCTh). Bl cTpoute cucremy,
e KaxkIpli JieMeHT padoTaeT npeackasyeMo (akr). Hamm KJIMeHTsl — IupeKkTopa, KOTOphIe [eHST
cTabubHOCTh: 90% peanu3anuii (YIydIlieHW) YIOKUINCh B CPOK 32 MOCTeIHUN To."

VYnop Ha KOMaHay U pa3BUTHE

/Mims1/ Bul pa3BuBaeTe He MPOCTO OM3HEC, a MPOodecCHOHABHYI0 KOMaHy (IIeHHOCTH). Bl
BBIOVIpaeTe MHCTPYMEHTHI, KOTOPble MOTHBUPYIOT COTPYAHMKOB (IOTpeOHOCTD). Bl mpeBparaete
PYTHHY B OCMBbICJIEHHbIE mpotiecchl (pakT). Mbl 5 j1eT momMoraemM AUpEeKTOpaM Co3AaBarh Cpey, Tie
80% CcOTpyIHUKOB OTMEYAIOT POCT YIOBJIETBOPEHHOCTH PaOOTOM.

Bonpoc mis npopomkenus quasiora: « HackoJibko ceituac Bbl y10BJIETBOPEHbI pe3yJibTa-
THBHOCTBIO»?

Tun kiamentra «Crenuaancr»

Paborasi B KoMIaHuu, IyMaeT o CBOEM pe3ybTare

PykoBoauTesb nogpasaeneHis KOMIaHUM, OTBEYaeT 3a CBOM rporiecc. Yaliie BCero MbICIMT C
NO3ULMHU CBOel JoykHOCTU. [IpHUMaeT pelieHus ucxoas u3 cutyauuu. He Bcerga paccMarpuBaet
JOJTOCPOYHbIE MOCIEJCTBHS CBOMX pelIeHUi. [I1s1 Hero BaskHO 0100peHHe ero peleHuil pykoBo-
crBoM. IIponaBiyy BakHO TOBOPUTH O MOJIb3€, KOTOPYIO MOJYYaeT OH OT COTPYJHUYECTBA, KaK Bbl
COKOHOMMTE €r0 BpeMsl, YCHJIHS U 0OecTiednTe IOCTOMHBIN pe3y/IbTaT M MPU3HAHKE PYKOBOIHUTENEH.

XapakrepucTUKHI
Kpartkoe onncanue

Tun kinenra:
Crienuaimct

JOMKHOCTD:
WHxeHep, TEXHONOT, CHAOKEHEIT. . .

Boapacr, goxon:
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25-45 ner. moxon ....

[NoTpe6HOCTH B padore:
Pe3yJIbTaT, YPOBCHDb OIUIAThI, TEXHOJIOTUU, PA3BUTHUC HABBIKOB, CTaOWJIBHOCTD.

Lennoctu B pabore:
[TpusHaHue, olleHKa PYKOBOJACTBA, MPOGhECCHOHAIBHBIA POCT, KOMaHIHAsA padoTa, YeTKhe
3aj1aun

BusHec-nipodiemsl, 3agauu
HeXBaTKa I/IHCTPYMCHTOB, BanemeH B ITOCTAaBKax KOMHHCKTyIOHII/IX.

H€O6XOI[I/IMOCTI) TIOBBIIIICHU A KBaHH(pHKaHHH, OIITUMU3alUA IMTPOUECCOB.
TpeOOBaHMs K KauecTBY Oe3 yBeJIMUeHus O0KeTa.

ITponecc npunsaTus pemenuil (Kto, 4to u Kak Biauser)
CornacoBbIBaeT peleHus C PyKOBOACTBOM. YUHUTBHIBAECT TEXHMUECKIE BO3MOKHOCTH, OIOIKET.
BriOupaer onTuMasibHOE pelieHre 1Mocie aHAIN3a TaHHBIX.

Wrorosblii mpoduib
WNuxenep, pemaer texHnueckue 3agauu. PoKycUpyercsl Ha pe3yJibrare, TEXHOJIOTUSX, Pa3BU-
ThU. PaboTaeT B yCIOBHUSAX OrpaHUYEHHBIX PECYPCOB, KECTKUX CPOKOB.

JKCNEepPTHOCTH U NPU3HAHNE

Bel exxe1HEBHO pelaeTe CJI0XKHBIE 33/1a4l, OT KOTOPBIX 3aBUCUT Pe3y/IbTaT KOMIaHUU ((pakT).
Bel cTpemuTech K perieHusaM, KOTopsle OAUYEPKHYT Balll TpodeccuoHaIn3M (LIeHHOCTh). Bbl 3HaeTe:
XOPOIIUI MHCTPYMEHT SKOHOMUT CHJIbI M TIOBBIINIAET TOYHOCTh PabOTHI (MOTPeOHOCTH). MBI IOMO-
raeM TaKuM CIelUaINCTaM, Kak Bbl, IOTy4YaTh OJIarofapHOCTH OT PYKOBOJCTBA 32 OE3yNpevHyIo pea-
JIM3ALIMIO TPOEKTOB.

CTadéniabHOCTH U 0€30M1aCHOCTH

Bel oTBeuaeTe 3a yuacTok, rje omuOKu Joporo ooxonsarcs kommnanuu (¢pakt). s Bac BaKHO
padoTarh ¢ HaJIe’KHBIMUA CUCTEMaMU, a He "KOCThUIAMU " (LIEHHOCTh). BbI 1IeHnTe, Korna Bce padoraer
0e3 JIMIITHero KOHTPOJIS ¢ Ballield CTOPoHBI (MOTpeOHOCTh). Harm perrenus yxe nzdasumm 150+ cre-
LMAJIMCTOB OT aBaApPUIHbIX CUTYallMil U HOYHBIX BbI30OBOB.

¢ eKTUBHOCTD U JINYHBIN Pe3yJbTaT

Bel Tpatute gparouieHHOE BpeMsl Ha pyTHHHBIE orniepaiu (pakT). Bel xoTHuTe cCOCpe1oTOunThCS
Ha JISHICTBUTENIbHO BaXHBIX 33/1a4ax (LEHHOCTh). BaM HyXHBI MHCTPYMEHTHI, KOTOpBIE MOIEPKAT B
OTBETCTBEHHBII MOMEHT (MOTpeOHOCTh). MbI co3nanmm cuctemy, Kotopyio 9 u3 10 «CrnenmanictoB»
CUMTAIOT «JIMYHBIM ACCUCTEHTOM» 3a IOLICPKKY.

JonmoTHUTEIbHOE BHIMAaHUe:

«ITO COKPATUT Ballle JINYHOE yyacTtue B rporiecce Ha 30%»

«PykoBOZICTBO cpa3y 3aMeTUT CHUKEHHUE OTKJIOHEHUI»

«Cucrema mpoiiie, yeM Kaxercsi: ooydeHnue 3a 1 geHp»

Borpoc m1s mponomkenus muanora: «Kakue Bompocbl OTHUMAIOT y Bac 00Jible BCero
BpeMeHHu?»
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IloBbIlaliTe KOHBEPCHIO TPEHUPOBKAMH

bByow axom 2naernoz20 u 3epkanom ayuutezo 8 cooeceOHure

YToOBI TIOBBICUTH KOHBEPCHIO, TOTYEPKHUTE, KaK MPOAYKT 0OECTICUMBAET PEIIIEHUE 3a/1a4 KOM-
MaHWH, TOApa3/Ie/IeHUs] COTPYAHUKOB. BaXkHO aKIIEHTMPOBATh BHUMAHKE HA CBOEBPEMEHHOCTH, TOY-
HOCTH, YI0OCTBE, HaJIe’KHOCTH MPOIYKTa, COTPYAHNUYECTBA, TAPTHEPCTRA.

VkaspiBaliTe XapaKTEPUCTUKU MPOAYKIIMH, JIETKOCTh YCTAHOBKH, COOTBETCTBUE 3aKa3y, ObICT-
poTa JI0CTaBKU U SKOHOMHSI BpeMeHH. PacckaxuTe 0 MPOEKTax U KJIMEHTaX, KOTOPHIMU Bbl TOP/IH-
TECh, OKAXKUTE OT3bIBBI, SKCIIEPTU3BI, OlIEHKU. Pe3yibTraThl ayaqutoB. OcTtaBaliTeCh OTKPBITBIME IS
OOIIIEHHsI ¥ TOTOBBIMU OTBEYATh Ha BOMPOCHI — 3TO €CTh aTMOCc(epa NMapTHEPCTBA U MOHUMAHUSI.

Boponka npoaax B2B7 (2025)

dTan BOPOHKH

P®

N3menenus ¢ 2020

M cTOYHUKH KJIHEHTOB (HOBbIe/aKTyaJIbHbIE)

AmnHanus norpeGHOCTe!

100%

be3 uzmenenuit

Busutsl (o¢piaitn) BeOunapsl/onnaiin gemo Al-yatel Ha caiite

[Ipesenranus

90%

be3 uzmenenuit

Bupryanensie Typsl (VR) MHTEpaKTUBHBIE KaIbKYJISATOPHI

Kommepueckoe npeioxeHue

65%

[Tepconanuzaums yepes NN

Email-mapketunr ¢ nunamudeckum KIT CRM-unTterpanus (aBToreHepanus)

[TeperoBopsl

55%

UcnonvzoBanne ganaeix CRM

Buneokongpepenimn. JJoKyMeHTBI C 3JIEKTPOHHOM MOIUCHIO

Konrpakrarms

45%

ABTOMaTHM3aIMs JOrOBOPOB

DJIeKTPOHHbIE MOANUCU. BIIOKYEH 1J1s MPOBEPKU KOHTPAKTOB

Cnenka

96%

be3 uzmenenuit

OHnariH-1U1aTe kK| (BKJII0Yask KPUMITOBAIIOTHI)

! Mudopmarys nonydena npu ucrnons3osann U
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Konsepcus (obrmas)
13%
Kounsepcus +3% c 2020 r uz-3a CRM

Korpa Baia urorosast kousepcusi 13% — 3T0 CUMITOM, YTO OOALUUHCINGO 8AUUUX NPOOABUO8
padomarom mosaposeoamu.

CaHKIMYU — TPEHUPOBKH — MIAHObI

Korga 2022 rogy ciydmsiuch CaHKIMHM, OOJNBITMHCTBO WHOCTPAHHBIX MTPOM3BOAUTENEH TOKHU-
Hym Poccuio. ITponsBoauTesis 0Te4ecTBEHHOM KOMMEPUYECKON TEXHUKH MTOCTaBUII CBepX3a1auy yBe-
JTYNTH om0 phiHKa Ha 40%. ®opmyna aeiictBuii [eHepanbHOrO AMpeKTopa cObITOBOM ceTr: «B
MIEPBYIO OUepeb yIydllaiTe He MPOAYKT, a MPOLIECC B3aUMOJEHUCTBUS C KJIIMEHTaMU».

Co3nanu nogpoOHOE PYKOBOICTBO CO CKPHUIITAMU MPOJak: MUHU-TIpe3eHTanmu, Y TII, merona
Y BapUaHThl OTBETOB Ha BO3PaXeHUs M MPOrpaMMoOi TPEHUPOBOK. B TeueHue nosnyrona «mpokayu-
BaJIM KOMaH/]Ibl TIPOZIaX, TPOBOIMIIN €XeHeJeIbHbIe 45 MUHYTHbIE OHJIAH-TPEHUPOBKH C KOHTPOJIEM
BBINIOJTHEHU S 33424 97 JUIEPCKUMU LIEHTPaMHu.

Pe3yabTat: monsa peiHKa BbIpocia Ha 28% 3a 9 MecsieB, ¢ Mapra 1o JieKaOpb, B yCIIO-
BUSX OTCYTCTBUSI MHOCTPAHHBIX KOMIUIEKTYyIOIMX. TpennpoBku BHecau cBoil Bkiaa! Llemu +40%
HE JTOCTUIJIM, HO Pe3YJIbTaT MOTy4Ynan JoctoiHblil. Kak ropopun Vaiin I'percku: «B 100% cinyuaes,
Korja 51 He Opocaio 1o BOpoTam, s He 3a0MBalo Manoy».

IHoanpasBbTe cJI0Ba U AelICTBHSI, KOTOPbIE He CO3JAl0T MOJIb3bI I Bammx KJineHToOB

Pe3iome riassi 4

Tpu pomu — tpu nonxona. Ompexpensiite Tin KiveHTa: «CoOCTBEHHUK» (MPUOBLIL/pa3BuU-
THe/prcKn), «PykoBoauTenb» (mporecchl/mokaszatenu/3pgeKkTuBHOCTD) Wi «Criermanuct» (ynoo-
ctBo/mpu3HaHue/poct). ['oBopuTe 0 ero moTpeOHOCTIX — T00ABISANTE STH CIIOBA B CBOIO PEUb.

CucreMHas OAroToBKa — OCHOBA ycriexa. [IpoBequte ObICTpBIi aHATIM3 KOMITAHUY KJIMEHTA 1
MOCTPOUTE «KAPTy BIUSHUS», YTOOBI IOHATh, KTO U KaK IPUHUMAET pellleHue.

Maremaruka npogax. OnieHuBaiiTe BEpOSTHOCTb CAGJIKH 10 TECTY, MepeMHOKaiTe OaJlIbl 3a
MOATOTOBKY, IIPOBEJIEHNE U 3aBEpIlIEHNE IEPErOBOPOB.

I'naBHBII KOHKYPEHT — «MHEpLMs». BopuTtech He TOJIBKO C aHAJIOraMu, HO U C PELLIEHUEM KJIU-
eHTa «HUYETrO He MEHSTh» WM NOTPATUTh OIOXKET Ha APYyTye LesH.

Vrpasnsiite coctosiHreM. Pacrio3HaBaiite SMOIMy coOeceiHUKA U BepOAIbHO YIydIlaiTe uXx,
MIpe’k/ie YeM JIBUraThcs Jaiibliie. be3 3Toro caenka He COCTOMTCS.

Tpenupyiitech, YTOObI pacTu. YIydllaiTe Mpeskie He MPOAYKT, a MPOoIecc OOIIEHHUsI C KIMEH-
TaMU C y4eTOM NOoTpeOHOCTel. PerymsipHble TpeHMPOBKYM KOMaHIbl HA OCHOBE CKPUIITOB — MPSIMOM
MYTh K BBITIOJHEHUIO TIJIaHA.

IIpeBpamaiiTe 3HAHUSI B YMEHUsI, 2 YMeHHsI B IPHUBBIYKH

3ananue 1Jis1 NPAKTUKH.

[MorpebHOCTH

Bnuser na 80% BocnipusTs

XapakTepuCTUKH

[MorpebHOCTH

Bnuser va 80% BocnipusTs

XapakTepuCTUKH

1. crionb3yiiTe mabaoH HUXKe, YTOOBI OMUCATh BAIIEro KJIMEHTA U MOATOTOBUTHCS K OOLIEHHIO.

XapakTepHuCTHKH
Kpartkoe onncanue
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Tun xkiveHra:

JHOJKHOCTB:

Bospacr, goxon:

[NoTpe6HOCTH B padore:

Iennoctu B padore:

BusHec-nipodiemsl, 3agauu

[Tpouiecc npunstus pemenuit (Kto, 4to 1 Kak Biusier)
Wrorosbiii npoduib

Hanumure Bapuantsl Hayasa pasroBopa (3BbI + 1MbI) ¢ ucnonb3oBanvemM HeHHOCTEN U
MOTPeOHOCTEH.

1BbI
2Bbl
3Bbl
IMbI

2.0T1paboraiite 10 MOSBIEHHS YBEPEeHHOCTH uTeHHe (pa3 mo cxeme «3BbIl» + «1Mbl» npu
MO/ITOTOBKE K OOIIeHH0 ¢ KimeHToM. OOpainaiite BHUMaHUe, Ha CKOPOCTh, MUMUKY, WHTOHAIUH.
Vnpi6aiiTech Ipu YTEHUH.

3. B mapax Knuenr (K), nponager (IT) KitueHT ieMOHCTpUpyeT OHO U3 COCTOSTHUIA MoJT4a (WIIn
B pazroBope) (II) yragwiBaer cocrosinue, kotopoe aemoHcrpupyet (K). Beger pasroBop ¢ yuérom
COCTOAHUA KIIMCHTA, PYKOBOACTBYETCA PEKOMCHIALIMSAAMU BBIIIC

TI'oBopu, a He onpaBabiBaiicsi. IIpeaJaraii, a He mpocu.
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5. CtanoBuTECH AU3aliHEPAMMU KeJaHUI

Kmo naamum menvute, puckyem Obimo 00MaHymulm

Tpu 3agaun JJis1 NIPOJABIOB, HA YPOBHE JEWCTBUIA, KOTOPbIE COOTBETCTBYIOT JIOJKHOCTH,
KaK B XOpOIIIME, TaK ¥ B TPYJHbIC BpeMeHa:

YCTaHABIMBAIOT OTHOIICHHUS, BHISIBJISIIOT MMOTPEOHOCTH, TIPEBOCXOIAT OKUAAHUS.

[IpeanaraioT perieHusi, COOTBETCTBYIOT MOTPEOHOCTSM KJIMEHTA, YCUJIMBAIOT [IEHHOCTh Tpel-
JIOKEHHUSI.

JlocTuraioT corsnacusi, CO3Jal0T OTHOILIEHUS, 3aKPhIBAIOT CIIEJIKH, BHIIONHSIOT TUIAHBI MPOJIAX.

JI71s1 BBITIOTHEHM S 33129 TTPOJIABIIHI MOJICPKUBAIOT HABBIKKM HA YPOBHE TTPUBBIYKU.

Tpu HaBBIKA BaKHBIE /IS IPOAaBIA:

HNckpenne obmiaercs ¢ KimmeHtamu — paccMaTprBaeT 4y:Koe MHEHHUE MPexkIe CBOETo

TpeHupyeT TUYHBIe HABBIKU OOIICHUS — BBHITIOHSET YIIPAXKHEHUS €KeHEBHO

VipaBiisieT CBOMMH YyBCTBAMU — UHTOHAIIUHM, MUMUKA, KECTHI, O3Bl

Hampumep. Tpenupyert: rojoc, AMKIUIO, UHTOHAIMM, (ppa3bl, MUHU-TTPE3EHTAINH, BO3pakKe-
Hus. [lognepxuBaeT MHOroBapuaHTHbIE HABBIKM — HpaBHUThCS, CITyIIaTh, TOBOPUTH B OOIICHUY C KOJI-
JIeraMu.

Jlerue 0OGHOBHUTH 000pPYy/I0BaHHE, YeM U3MEHNTH MPUBBIYKH

YTo XOTAT KJIHEHThI:

[TpocTo OBITH JTyUIIUMH;

Jlocturare pe3yJbTaToB;

JlocToitHOrOo BHUMAaHMUSI;

DKOHOMUM BPEMEHU;

Hanexnoctu;

AprymeHToB.

UYero XOTAT KJIMEHTHI CBA3aHO C BHYTPEHHUMU MOTPEOHOCTSIMH — UTO JJIsI HETO BaXHO.

Yr1o BasKHO JJIsI KJIHEHTAa:

Insa KnueHTa BakeH OH cam;

Kak oH BHITIOTHSIET CBOIO PadoTYy;

Uro oH 0 cebe qymaer;

Kak mbI K HEMy OTHOCHMCH;

Hackombko MBI 1TOJI€3HBI 17151 HETro cerlvac

Hackobko Mbl TIepCTIEeKTUBHBI [T HETO.

[Nonyyaercss Takas cucTeMa B3aMMOCBSI3AHHBIX OPHEHTHPOB Ui TOATOTOBKM K KIJIMEHTY.
Mo:xHO MorpoOOBaTh MIPUBECTH UX B COOTBETCTBUE. Y MEHS MOMYUYHIICS BOT TAKOW BapUAHT:

Matpuina pedyeBoil MOATOTOBKH

Yero xo4eT KJIMEHT
YTo 1)1 HEero BaKHO
TpI/I K/IIOUYEBBIX CJIOBA IJIA KIIMCHTA

1. BeITh JTyumm

3. Uro oH o cebe gymaer

6. HackosbKo MBI IEPCIIEKTUBHBI
JlunepcrBo + Dtanon + [IpenmyiecTBo
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2. locturarp pe3y/ibTaToB

2. Kak OH BBITIOJHSIET CBOIO PadOTy

5. HackonbKo MBI OJIE3HBI cefiuac
DddexTuBHOCTD + Pesynbrar + [JocTnxenue

3. JlocToiiHOro BHUMAaHHUS

4. Kak Mbl K HEMY OTHOCUMCS

1. Ina KiveHTta BaxkeH OH caM

VBaxenue + NHauBuayansHoCTh + [Ipu3Hanue

4. DKOHOMUU BpeMEHU

2. Kak OH BBITIOJHSIET CBOIO PadOTy
5. HackosnbKo MBI TOJIE3HBI ceituac
Ckopocts + Bauumanue + Ipuopurer

5. Hanéxnoctu

5. HackonbKo MBI 0OJIE3HBI ceftuac

6. HackosbKo MBI IEpCIIEKTUBHBI
CraOuabHOCTD + YBepeHHOCTD + [apaHTus

6. ApryMeHToB

1. Ina KinveHTta BaxkeH OH caM

3. Yto oH o cebe mymaer

Jloruka + O6ocHoBanue + [Ipodeccronansm

Marpuna c KJII04eBbIMU CJIOBAMH CTAHOBUTCSI MHCTPYMEHTOM 1Sl HarucaHus ¢ppa3 mpu mnoj-
TOTOBKE K KOHKPETHOMY KJIMeHTy. KiioueBbie cjloBa He 3aBUCAT OT OTPACIeBOU MPUHAIICKHOCTU
Ou3Heca.

[pumep. «Koncrantun CepreeBud®, 3TO pellieHre YCHIIMBAET Ballle JIMAePCTBO, Ta€T cTa-
OMJIBLHOCTH. BBl Monyyaere pe3yabTaT, KOTOPHIN CTAHOBUTCS BAallIMM KOHKYPEHTHBIM MpPenMyIIe-
C¢TBOM. IT0 TNIOBBIIIAET 3(P(PEKTHBHOCTH KOMAaH/Ibl ¥ Ballly YBEPEHHOCTH B ITPOEKTE.»

[Mummre, ynydinaere, coKpaianTe 10 HEBO3MOXKHOCTH COKpaTUTh 6e3 motepu cMbicia. CHa-
yaJia HalUIImMTe cpasy OBICTPO W TUIOXO — Cpa3y YBHIUTE. UTO yaydmiarh. S mpeabiaymiyio dpasy
Harfucas ¢ MnsToro pasa!

OOpartieHre TI0 IMEHU-OTYECTBY — BKJTIOYAET YeJIOBeKa Ha YPOBHE JIMUHOCTH.

HpOI‘OBapI/IBaHI/Ie KJIIOYEBLIX CJIOB — aKTYAJIMBUPYET HEHHOCTU KJIMCHTA.

Bormpoc B koHIIe — 100bIBaeM MOTPEOHOCTH, BKITIOYAEM KEJTAHHS.

Buumanue Ha rosib3e, (poKyc Ha BBITOJIe, a I0KA3aTe/IbCTBa — XapaKTEPUCTUKU U (PaKTHI, KOTO-
pble TIOATBEPK/IAI0T CKa3aHHOE.

DTU CKPUMTHI MOXHO aJIaNITUPOBATh MO, JIIOOOW MPOAYKT WK YCIYTY, 3aMEHsISI TOJIBKO CyTh
«PpEHICHHA», HO COXPaHAA KapKaC U3 KJIIOYEBBIX CJIOB U JIOTUKU BJIMAHHWA.

Haanyue 3anucu Ba’kHee KauecTBa 3aluCH

3ananue. [TormpoOyiiTe HAMMCATH TEKCT U3 TPEX MPEJIOKEHUH 1J1s1 COOCTBEHHUKA, CTICTIUAITH-
cra.

IIpoaaBen cHayaJia nucaTeJib, a IOTOM XOPOIIO rOBOPHTEJb

Jlornka v SMOIMHU BIUSTHUS

8 Koncranmun CepreeBnd — 310 CTaHHUCIIABCKMIA, MOY Tepoid. PekomeHylo ero aynuo kHury «Pabota aktepa Haj co00ii». B UCTION-
HeHuu [Imutpus [lononenkoro. TpeHupyiiTe NOHMMaHKe KJIMEHTa, KaK aKTepbl TPEHUPYIOT TIOHUMaHKe reposi, KOTOPOro Urparor!
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1. «Jloruka» u «MoIMsI» CO3[AI0T Hallle BOCIIPUSITHUE.

JIormka — 3T0 Haile 0CO3HaHHOE

IMonus — 3T0 HEOCO3HAHHOE

2. YyBcTBa cuiibHEE pa3yMa — KOIJla YyBCTBA CHJIbHBIE Pa3yM MOJIYHT.

3. Korna Bbl ucnionesyete u Jloruky, 1 Ymonun Baiie BiIvsiHue OoJiee YCTIeNHO.

4. Vrpasnsiite cBouMu MHTOHAIMSAMY — 9TO MeTa cOOOeHus1. IHTOHAIMY TIepeaaloT CMBICT
U Ballle OTHOLLIEHNE K MH(popMaluu

Ectp

Her

Dmorm4a
Jloruka

Ectb
Her

MuToHaMM BAMSIOT HA YyBCTBa, YyBCTBA CUJIbHEE JIOTMKH, Korja 4yBcTBa CHIIbHBIE, JIOTUKA
HAXOJIUT UM TIPABJONOI00HBIE OOBSICHEHUS

IIpouzBoaure KineHnroB /i1 Bamux NpoayKToB!

IIpakTuka. CHaua/a HANMIINTE, IOTOM PACCKAXKHUTE

[IpencraBbre cBOMl NMpoaykT (komnanuio) aasg KimeHta B Heckonbkux mnpemioxkeHusx (30
CEKYyH[I)

PacckaspiBaiite 0 KimeHre, 4To OH Mojydaer, Kakue MoTpeOHOCTU U KeIaHWs YIOBJIETBO-
psier. OmmoKa MpPOAABIIOB — Cpa3y FOBOPUTh O MPOAYKTe W KommnaHuu, a He o Kiwmenre. I[Momb-
syirtech popmyisiorr (2BbI) + (1MbI). Hauunaiime 206opums ¢ Kauenma, o mom, umo oH nony-
uaem, kaxue nompeodnocmu yooenremeopsiem. Cokpaiaiite (pasbl, UCKITIOYAUTE MpuUaraTejbHble
HACKOJIBKO BO3MOXHO! [lpunazamenvhvie — UCMOUHUKYU 803MOJICHBIX comHenuli Kauenma . Pa3pu-
BaiiTe yMEHHEe COTPYAHUKOB 2060pUMb U 0enamuv A00SM XOPOULO

IMokynawT y Tex, KTO XOpoIIo FrOBOPHUT, a2 BO3BPAIIAIOTCS K T€M, KTO NPEeBOCXOAUT
0KHIaHHS

HepaBeHcTBO npoaax

Yem evlute caoed, mem oonvie 6€pbl
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B nporiecce nmpoaax BaxHO, YTO KJIMEHThl PELIAlOT KOHKPETHbIE 3aJaul JOJKHOCTH, YIIOBJIe-
TBOPSIIOT TIOTpeOHOCTH. Hanpumep, BHIOMpPAIOT apMaTypHYIO CETKY, YTOOBI YCKOPHUTH pabodre mpo-
1IeCChl, 00ECIIeUnTh HaJeKHOCTh KOHCTPYKIIMH, COKPATUTh BpPeMsI MOHTaxa. JTa MOKYyIKa — WHBe-
CTULIMS B IPOEKT, I1le Kaxaas JeTalb UMeeT 3HAYeHHE.

#
MBI nnpoaém
Onu nokynaror

Korza Bbl ak1ieHTHpYyeTe BHUMAaHUE Ha JOCTaBKe BOBPEMsI, HA ITPOCTOTE NPUMEHEHM 1, 3aMEHBI,
HaJIeKHOCTH, B BOCIIPUATHY KJIMEHTA BO3HUKACT CPABHUMENbHOE NPEUMYU4ECTB0 BALLIETO MTPOLYKTA,
HE CBSI3aHHOE C HUM CaMUM. DTO MPEMMYIIECTBO CBSI3aHHO C OpraHU3aliell CUCTEMBI BaIllero ous-
Heca.

BsI pucyere kapTHHY B BOCIIPUATUM KJIMEHTA, KaK COTPYIHUYECTBO C BAMU CTAHOBUTCS YCJIO-
BUEM 3((PEKTUBHOCTHU pellieHus], JOCTUKEHUS pe3yJbTara. Tak Bbl cO3/1aETe SMOLMOHATIBHYIO CBS3b
C KJIMEHTOM. BBl leMOHCTpUpyeTe, YTO OHMMaeTe ero norpedHocTy. Bl mponaére He TONMBKO Mpo-
AYKT — BBI IpeJIaraeTe MapTHePCTBO, KOTOPOE JiefaeT paboTy Jierye u pe3y/bTaTuBHee !

dopmyaa npogax: Uro nmosydyaeub, BakHee TOr0 CKOJIbKO 3aMJIaTHIIb

IIponasen nmpojgaer
XapaKTepPHCTUKHI
Kument nokynaert
noTpedHOCTH

3ansTus B putHEC Kiyde

1). 310poBbE, SHEPIUIO, YCIEITHOCTD

2). CTaHOBUTBCSA JTyYllle KaK/Ablil JEHb MTPUBJIEKATEIIbHEE
3). OcHoBa u4HOrO Orarononyuusi B 2Ku3Hu

ITUKETKU
1). Yno6eTBo yuera. CkopocTh 000poTa
2). BO3MOXHOCTb yBEMUUTD LIEHY Ha 5%
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3). Y3HaBaemocts Bamiero npoaykra qis Kimenra — bpenaunr

PazpaboTky caiita

1). 3BecTHOCTD, MPOJBUAKEHUE HA PHIHKE

2). UnctpymenT Bamux npogax

3). IlpoctpancTBO A5 oTHOIIEHUH ¢ Kinentamu

JIluBaH, KpOBaTh, CMIAJIbHS

1). [Mopraut AJist IMYHOTO CYACTbSI, MECTO JIMYHOM CHJIBI

2). PafgocTh COOCTBEHHOTO OBITHS

3). Vkpatenue nuuHoi 7KU3HM, YCHIIUTENTh YyBCTB, KAMEPTOH KeJIaHWM, BEPCTaK JII0OBU

Hp06JIeMa —39TO KOrja HET Pe3yJbTaToB, IOTOMY YTO HY’KHOE€ HE N€JA€CTCA

,HJIH 9€ro nmMoKynawT KJINECHTDI

3HaHue — 3mo Xopouto CMmpyKmypupo8anHast UHPOpMayusi

BusHec co3na€res uist KJIIMEHTOB, a He 1Sl pado4yrX MecT. DTO MpsiIMOoe yKa3aHUe TIe UCKATh
VCTOYHUKY MJEH JUTS ycrexa JIMYHOTO U KOMaHJHOTO, B XKU3HU U OU3Hece.

VYMelTe X0opollo OTBeYaTh Ha TPU BOIMPOCA, MPEKIEe YeM HayHeTe OOIIAThCs C KIMEHTOM —
9T0 OTBeT «UTO MOKyHaeT KJIUEeHT». DTO TaKasl NOUCKO8Asl cucmema 0Asi 0006l uHgopmauuu u
c80e20 onvima oduleHus: ¢ Kauenmamu. It1a MHGOPMALIUs B 3HAUUTETILHOM 00beMe eCTh B HallleM
BHYTPEHHEM OIbITe, HO C1a00 CTPYKTYpPUPOBAaH U MOITOMY 3HaHUEM He sijsiercs. [lombGepure mo
CBOMM YYBCTBaM MOIXOSIIIME OTBETHI HA TpU Borpoca. [Jist 9Toro npeacraBbre ceOst OHUM XOPOIIO
3HAKOMbIM BaM KJIMEHTOM U OTBEThTE:

JJis1 4ero y Hac MOKynarT?

Kakne noTpe6HOCTH y0BJIETBOPSIET HAII MPOIYKT?

KakoBa koHIenmusi Hamero npojaykra?

KiieHTBl IOKYNaloT MPOMYKTHI LISl TOTO, YTOOBI perarh CBOM 3aj1aui. OHU MBICTIST KapTHH-
KaMU 1 SMOILUSIMU O CBOUX MOTPEOHOCTSIX, a HE TEpMUHAMU MPOAYKTOB. Mcnonp3yiite Tpu BoIpoca,
Kak cxemy roaoopa ¢pa3 ist KIMEeHTA.

OcHosnoe Hepagencmso npodaxc: «KIMeHTH XOTAT YIOBJIETBOpEHHE MOTPEOHOCTEH, a MM IPO-
JAI0T XapaKTEPUCTUKU MTPOILYKTOB».

Tpu Borpoca — 3mo dexkodep xapakmepucmux u haKmos ¢ NOMpedHOC .

OTKpbBITHIE BONPOCHI — 0OCHOBHOI HHCTPYMEHT NPOJaBIia

[Tpumepsl BapyaHTOB OTBETOB Ha TPU BOIpoca (10 TPU BapyuaHTa OTBETa Ha KaX bl BOIPOC).
JI71s1 4ero pa3Hble OTBETHI HA OUH BONPoc? YUTOOb CO3aBaTh MHOTOBAPHAHTHBIE OTBEThI aBTOMATH-
YECKH — COEIUHSATh pa3Hble OTBETHI B MPEIIOKEHUSIX KIIUEHTY.

Yeayru peMoHTa (TEXHUKU, 000PYIOBaHNS)

JJis1 uero y Hac 3aKa3bIBalOT?

BoccranarmmBaioT paboTococoOHOCTh 0OOPYIOBaHHUSI C TIEPBOTO pa3a

[NoanepxuBalOT TEXHUKY B UI€ATBHOM COCTOSTHUU JJIUTEIbHOE BPeMsi

[IpenoTBpaiaior cepbe3Hble MOJIOMKH U JOPOTOCTOSIINNA PEMOHT

Kakue noTpe6HOCTH yI0BJIE€TBOPSET HaIIa ycayra?

DKOHOMSAT OI0[KET Ha 3aMEHe JOPOTrOCTOSIIEro 00OPYIOBaHUS

ObecneunBaior 6ecrnepedOHOCTbh OU3HEC-TIPOLIECCOB

N36aBnsioT ot crpecca npu HEOKUIAHHBIX MOJIOMKaX

KakoBa koHlenius Hamenl ycayru?

BosBpaiiaem k xkU3HU TO, YTO APYTHe CIUCHIBAIOT
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JlenaeM peMOHT Ipe/ICKa3yeMBbIM 10 CPOKaM M CTOUMOCTH

JlaeM BTOpYIO JKU3Hb TEXHUKE C TapaHTHel KauecTBa

IIpumep pasi pasroBopa: «[lognepxuBaeM TEXHUKY B UIEATBHOM COCTOSIHUM JUTUTEIbHOE
BpeMsl. DKOHOMHUM OIOIKET Ha 3aMeHe JIOPOroCTOSIIero 00opyaoBaHus. [laeM BTOPYIO KHU3Hb TeX-
HUKE C FapaHTHEN KauecTBa».

Jlorucruueckue yciayru

151 yero y Hac 3aKa3bIBalOT?

ONTUMHUBUPYIOT LIETIOYKU TTOCTABOK C MUHUMAJILHBIMU 3aTpaTaMu

OobecneunBaloT COXPaHHOCTh I'PY30B HA BCEM ITyTH CJIEI0OBAHMS

[NomyyaroT TOUHbBIE CPOKU IOCTABKU «JI0 Yaca»

Kakue norpe6HOCTH yI0BJIE€TBOPSIET HAIIA ycayra?

OcBOOOXKIAIOT OT TOJIOBHOM OOJIM C TPAHCTIOPTOM Y TAMOKHEN

CHIKAIOT CKJIAJICKHE 3ar1achl 32 CUeT TOUHBIX MOCTABOK

[o3BOMIAIOT COCPEAOTOUNTHCS] HA OCHOBHOM OM3HEce

KakoBa koHuenmust Hamei ycayru?

[peBparaem JOrUCTUKY B KOHKYPEHTHOE MPEUMYIIIECTBO

CokpariiaeM JAMCTaHIUIO ¥ BpeMsl MEeX/1y BaMH M BalllUMH KJIMEHTaAMU

Bepem Ha ceOsi prCKHU rpy301epeBO30K

IIpumep ust pasroBopa: «ObecrieunBaeM COXpPaHHOCTh TPY30B Ha BCEM ITyTH CJI€IOBAHUS.
CHIKaeM CKJIaJICKMe 3arachl 32 CYET TOYHBIX MOCTaBOK. COKpaIliaeM AMCTAHIIMIO ¥ BPeMsl MEKLy
BaMHM Y BalllUMU KJIMeHTaMu. YTo cKaxere?».

Veayru kJamHHHTA (17151 OU3Heca)

JlJ1s1 yero y Hac 3aKa3bIBalOT?

[NonaepXkuBaoT UACATBHYIO YUCTOTY TEXHOJIOTUYHO

Cozpaotr koMOpTHYI0 aTMOcpepy AJ1s1 KIIMEHTOB

Co0OmnoaloT caHuTapHble HOPMBI M TPeOOBAHUS

Kakue norpe6HOCTH yI0BJIE€TBOPSIET HAIIA ycayra?

DKOHOMSIT Ha MITATHBIX YOOPIIHMIIAX ¥ 000OPYIOBAHUM

[NoBBIIIIAIOT UMUK KOMITAHUHM B TJIa3aX KJIMEHTOB

N36aBAS10T OT XJIOMOT C 3aKYIMKOW MOIOIIMX CPEICTB

KakoBa koHuenmust Hamen ycayru?

JlenaeM 4MCTOTY BaIllUM KOHKYPEHTHBIM IPEUMYIIIECTBOM

[TpeBpamaem yOOpKy B cHCTEMY, a He B TIpoOIieMy

Cozmaem Ge3ynpedHylo cpey s Balero OumsHeca

IIpumep aus pasrosopa ¢ gooasienneM ¢opmybl «2Bbl» + «1Mbl»:

«BbI co3naere koMpoOpTHYIO aTMOC(hEpy AJIs1 CBOMX KJIMEHTOB U MOBBIINIAETE UMUK KOMITa-
HUM, SKOHOMUTE Ha MepcoHalle M BpeMs Ha 3aKynkax. Bbl monyyaere nopsijiok, v napTaepa, KoTo-
PpbIii U30aBJIsIeT BCIOMOTATeNIbHBIX paboT. A MBI Jie/laéM YUCTOTY BAlllM KOHKYPEHTHBIM MTPErMY-
miectBoM. Kak BaMm B nipuHimmne?»

3ananme. Harmimure Baimm BapuaHThl OTBETOB Ha TpU Borpoca. [logymaiite, Kak MOTYT Ballu
CJIOBA TIO3UTUBHO TOBJIMATH Ha OTHOIIEHNE KJIMEHTa K MPORyKTy. [IuinmTe «M3bICKaHHO Heornpee-
JIEHHO», YTOOBI KJIMEHT BKJIIOYAJICS M CAM Y8Uden, Umo emy HYM*CHO.

1. Iy1s1 yero y Hac MoKymnawoT?
2. Kakue moTpeOGHOCTH yIOBJIETBOPSIET HAIIl TPOIYKT?

3. KakoBa KOHLIENIIMS HAIIETo MPOAYyKTa
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Bam BapraHT, 4TO TOBOPUM KJIMEHTY M Cpasy 3aJaéM OTKPHITBII BOMPOC, YTOOBI I0OBITH OYe-
peaHyio HH(GOPMAIUIO O ero MOTPEOHOCTH

IIpeBpaiaemM xapakTepHCTHKHU B BAJIIOTY 00MeHa Ha NOTPeOHOCTH

Co3pnaBaiiTe + MHKpPO-BH/€0 B Pa3ropope

Yro BaxHo ansa Knuenra? Jaa Kauenma eéadsicer on cam u kKaxk oM 8bINOAHSAEm ¢80t padomy!
UTo KJIMEHT JlyMaeT 1 4yBCTBYET B OTHOILIEHUH CBOETO PELLEHNs], U KaK Bbl K HEMY OTHOCUTECh. Kak
MO 3HAHUE UCNONb308aNb ]

Haunnaiite cBou pasroBopsl ¢ KireHTa, Ha30BUTE €ro 1o UMEHH, TOBOPUTE KaKKe MOTPEOHOCTH
YIOBJIETBOPSIET YEJIOBEK, KaKME 3a/1a4d PEUIaeT, KOrjia MpUMEHseT Balll IPOLYKT.

Yenoeex nac nonumaem, kozoa eudum (BHyTPEHHUM 3pEHUEM) O YeM eMy roBopuM. ['oBopure,
4yToObl KiteHT Buaen ce0s B BameM pacckase. Vcronb3yiiTe r1arosl HaCTOSIIIEro BpeMeHH, YTOObI
KapTUHKa ObliIa AMHAMUYHOM.

Korna mbl paccka3biBaeM O TEXHUUECKMX XapAKTEPUCTHKAX, B JIyUIlleM Cllyyae KJIUEHT BUAUT
TOBAp, U3/IEJINE, XapPAKTEPUCTUKU JONOTHUTEIbHO CPAaBHUBAET C aHAJIOTAMU, HO He 8uoum cedsi u Kax
OH peutaem ceou 3a0a4u 8auUMu NPOOYKMAMU.

Co3paBaiiTe «<MIKPO-BHI€0» B BOCIPUATUY KJIMEHTA [JIaroJlaMi HaCTOSIILIEr0 BPEMEHHU Olie-
Hute. CTaHOBUTECH PEAKUCCEPOM BOCIIPMHUMAEMON PEAJIbBHOCTH KJIMEHTAa. «MUKpO-BUIEO» — 3TO
KOPOTKMH, 3-5 CEKyHIHbIII MBICIIEHHbI POJIMK, KOTOPBIM KJIMEHT MPOKpy4YuBaeT B rojose. OH He
TpeOyeT YCHIIUIA 17151 BU3yaIM3alluy — 3TO MEHTATBHBIN «TeCT-IpaiiB», MOrPyKaeT B OMbIT, BKJIIOYAET
YYBCTBA.

Muxpo-Bugeo s Kinvenra peMoHTHHKA. «Bbl momydaete cooOmieHue, 4to 000pyaoBaHue
UCIIPABJIEHO C IIEPBOIo pa3a. Bbl clOKOIHO MpoBepsieTe rpauK, CPOKU CAaYM 3aKa3a Moj KOHTPO-
neM. Bbl yBepeHHO niepeHOCUTE IEHbI'M U3 KOJIOHKHM «HEIPE/IBU/IEHHBIE PACXOMbI» B «IIPHOBLTb.

Muxkpo-Buaeo a5 KiveHra jiorucra o «CoxpaHHOCTH Ipy3a: «Bel croute Ha ckiiazie, NpUHU-
MaeTe [apTHIO U BUANTE — BCE TOBAPHI B UEaIbHOM YIIAKOBKE, POBHO KaK Bbl M 0kUJayu. Bbl craBute
OTMETKY «+» MEPEKJI0YAETECh Ha CAECAYIOIIUE 3a1a4n>».

Muxkpo-Buaeo a5 Kimenra kJimHMHIa 0 «koM(OpTHOM atmocepe»: «Balil KineHT 3axoauT
B XOJUI, OIIYIIIAE€T CBEXKMUI 3allax YUCTOTHI, BUAUT OJIECTSIME TIOBEPXHOCTH U yiblOaeTcs. Bol B 310
BpeMs paboTaeTe Hajl ero MpoeKTOM, U Jlake He 3aMedaeTe, YTO TOYHOCTh IPOeKTa OepeT Havaslo ¢
nopsiaKa Ha paboueM MecTe.

Vnpaxknenue B nmapax. «KiueHT» roBoput Bo3paxeHHe. Bl HasbiBaeTe €ro nmo MMEHH,
KpaTKo NOBTOpsieTe 2-3 MIaBHBIX CJI0BA, 3aJyMBIBAETECh 2-3 CEKYH/[bl, TOBOPUTE: «Jla ITO BAXKHO»,
«s1 Bac MOHMMAIO», YUTAeTe BapUaHT OTBETA U3 TpeX (ppa3, KOTOPHI MOATOTOBJIEH BaMH, 3aJacéTe
OTKPBITHIN Bonpoc Tuna «Yro ckaxere?» «Kak cMorpure?». Ciymaere ero OTBeT U NOBTOPsiETe CBOU
JEWCTBUS C IPYTMM BapUaHTOM OTBETA. ..

BaskHo He 4TO 3HaeTe Bbl, a UYTO YBUAUT U NoUyBCcTBYeT KinenT u3 Bamero pacckasa

Kak MbI noanMaeM, Korja oomaemMcs

Yenosex nonumaem, Ko20a «8UOUM» O UeM emy 2080PSm

MBbI noHMMaeM 4eJIoBeKa, KOrjia BUIUM B CBOEM BHYTPEHHEM BOCIIPUSITHH, O YeM OH TOBOPHT.
Koraa MbI He MOkeEM MpeCcTaBUTh 00pa3bl B CBOEM BOCIIPHSITUH, Mbl HE TIOHUMaeM COOECETHUKA.

IIpakTuka.

[Togymarnte o ropoze, B kotopoM *kuBere. Kakas kaptuHka y Bac Bo3Hukia? Onummre.

[Momymaiite o «kbipoce». Buaute, urto-to? Vnu Het kapTuHKH, TeMHO? Koraa mMbl He BUaUM
KapTUHKU Mbl HE TIOHUMaeM roBopsiero. CJIOBO «KBIPOC» HUYEro He 00O3HAYaeT M HU C YeM He
CBSI3aHO, BOT M HET KAPTUHKH. . .
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3anymaiitech Haj (ppazoil: «Ceituac He To BpeMsi, KiureHTsl cranu apyrue». Kakast kapTuHka
BO3HMKJIA B BallleM BHyTpeHHeM Bocripusatur? OOpaTuTe BHUMaHKS, OHA OTIIMYAETCS M0 YETKOCTH
U SIPKOCTH OT TIEPBOM KAPTUHKU, CBSI3aHHOM C FOPOJIOM, B KOTOPOM XKUBETE.

[Tpu momMoIIy cI0B M MHTOHAIIME CO3/aBaiiTe B COOECeHUKE TaKue 00pa3bl M SMOITUH, YTOOBI
YeJI0BeK YBHIE sSPKUE MO3UTHBHBIE KAPTHHKM, IMOYYBCTBOBAJ ceOsl JIydllle, 3aMHTEPECOBAJICA U
3ax0TeJ MPOIOIKUTh OOIIEHYE.

T'oBopuTe, YTOOBI YeIOBEK BH/IEJ, KAK OH MOJYyYaeT MOJIb3y

Uccaenyiite, korna «HpaBurcs» nu «He HpaBuTcs»

BonbIMHCTBO MPOJABIIOB HE OCO3HAIOT BO3HUKAIOIIMX B CBOEM Bocmpustuu oOpas3os. Korma
Mbl HE BHUMATEJIbHBl K COOCTBEHHOMY BOCHPUSATHIO, KAK Mbl MOKEM OBbITh BHUMATEIbHBI K BOCIIPH-
SITUIO KJIMEHTOB!

Korna yenoBek jaymaeT o TOM, YTO HpaBUTCH,

OH pacrioyiaraet oopasbl psiMo Tiepen] coO00M OIU3KO U MOKA3bIBAET KECTAMU 3TO MECTO.

Ob6mnactpb

«He HpaButcsa»

Ob6mnactpb

«He HpaButcsa»

O6mnactb HpaBUTCS «JIA»

IMoaymaiite o Beuu, KOTopasi ecTh y Bac u Bam

HpaBurcs. ['ne odpas3 — on 6ausko npsamo nepeo eamu

Korpa venoBek gymaer o TOM, YTO HE HPABUTCSI OH pacnonaraet oOpasbl daasvite u 20e-mo
cooxy. BcroMHUTE, KaK BBl BRIOPACKIBAIM UTO-TO B Mycop. ['1e 06pa3 — oH qajieko u cOOKy.

Koraa BbI MbICTIEHHO TipuOIMkaeTe oOpas3bl B BallleM BOCIIPUSITUM, Ballld YYBCTBA MEHSIIOTCSI.
Korpa npubnuxkaete, 4To HPaBUTCS — YyBCTBA YJIyUIIAIOTCS K HAOOOPOT.

Bcnomuunte ¢pasy: «Uro HpaBuTCSA, JaBaiiTe MOCMOTPUM MOOJIMKE».

VY3HaBaiiTe OTINYHSA, KOTJa MbI «JeJlaeM» H «He JeJlaeM»

I'me 06pa3 Toro, 4ToO BBl 00SI3ATENIBHO ClIeIaeTe, HaprMep NoykuHaete? (0Opa3 repe coooii)

I'ne 06pa3 Toro, 4To BB JABHO XOTHUTE CHEJIaTh, 1a KAK-TO BpeMsi He HaxoauTcsi? (0Opas rie-To
cOoky u aanbine). Pazmectrte 006pa3 TOro, 4to JaBHO XOTHTE C/IENaTh Mepeji COOOM BO BHYTPEHHEM
BOCIIPUSATUH YBUIBTE, KaK Bbl 3TO fesiaete. Crenaiite ObICTPO HECKONBKO pa3, MPUOIU3bTE, YCHIIbTE
MO3UTHBHBIE YyBCTBA. Y BaC YCHIIMTCS KeJlaHUe peasibHO cienaTh 3T10. [IpoBepbTe Ha npakTHke!

Korna npubnuxaem KapTUHKU — YyBCTBA YCUJIMBAIOTCS

Hcnonwsyiime cuny susyaauzayuu, 0o ecmpeuu ¢ kauermom ! CoznaBaite NO3UTUBHbIE CLICHA-
pum OOIIEeHUsI C BOBMOXHBIM KJIMeHTOM. [Ipencrapisiite B cBoeM BOOOpaKEHUU SIPKUI U BIOXHOB-
JISIOMIUE 00pa3 TOro, Kak Bbl 0OIIaeTech ¢ COOECEJHUKOM. DTO 00pa3 yCIENTHOrO COTPYTHHYECTRA,
i€ Ballli MPeIOKEeHUs], YCIIYTY U MTPOIYKThl YETKO COOTBETCTBYIOT TPEOOBAHUSIM, MOJ/IEPKUBAIOTCS
1 0100pSIIOTCS 3aKa3YMKaMU U PYKOBOCTBOM KOMITAHHH.

YyscTBa cujIbHee pa3yma, ynpasJisiiiTe CBOMMH SMOLIHSMH, YJIydllaiiTe HACTPOEHHE
co0eceHNKA

IIpakTuka. Yiayudmaiite HAacCTpOeHHE YJIbIOKOIT

[TpoBepbTe, Kak yJIbiOKa MEHsIET HalpaBJieHHe MbICIIeH. YbiOaiTech HApOYHO, YTOOBI U3Me-
HATh HAITPaBJIEHUE MBIC/IEN C HETaTUBHOTO HA MO3UTUBHOE.

[Tomymaiite 0 yeM-HUOYIb HEXOPOIIIEM. A Teriepb YIBIOHUTECH, TPOCTO, IIUPOKO, MO-A00poMy !

Bbl He MokeTe OMHOBPEMEHHO U YJIBIOAaThCs, U AYyMATh O YEM-TO ILJIOXOM.

[NonpoOyiite roBOPUTH TPYOOCTH JTACKOBBIM T'OJIOCOM.

[NonpoOyiite roBOpUTH JOOPBIE CIOBA O YeJIOBeKe IpyOOoi MHTOHAITEH
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[Nonp3yiiTech yIpIOKOM 711 NI3MEHEHUsI MHTOHALIMK M COOCTBEHHOTO HACTPOEeHHUs. YJbIOaiiTe
POT B Pa3roBope — 3TO MeHsieT HHTOHAIMIO HA MO3UTHBHYIO.

Touka 3penns kanenra (T3K)

Jeweso, unozoa o6xo0umcsi 0opozo u nAamume NPUXOOUMCs. He OeHb2aMU

UroOb! yaep:KuBaTh BHUMaHHE KJIMEHTAa BaXKHO CIIBIIIATH, BUAETh, YyBCTBOBATh, [IOHUMATh €T0O
MOTPeOHOCTU. DTO U €CTh TOUKA 3PEHUS KJIUEHTa.

Ooparniaiite BHUMaHNE Ha MOBE/ICHUE KJIMEHTOB — 9TO CKpbITasi MHGOPMAIHS O KeJaHUSAX U
MPENOYTEHUSIX, KOTOPYIO BaKHO aHaIM3UpoBaTh. OOpalialite BHUMaHHE Ha OT3bIBbI KJIUEHTOB — 3TO
YPOKH, KOTOPBI CIIeAyeT YUUTh JIJIs1 YIIyUllleHUs] pe3y/IbTaToB.

KakoBa yacras npakTuka npojak — roBOPUTh O NMPOIYKTe

Kmuent xouer 3HATh, YTO €ro UHTEPECYECT, a4 HE YTO 3HACT IIPOLIABEIL
HpoaaBeu MHOT'O TOBOPUT O IPOAYKTE U MaJIO O HOTpCéHOCTHX KJIMEHTaA

MotpeBhoctn

Brmser Ha 80%
- BOCMPHATIA

KXapakTepucThEK

Koraa Bbl roBopute 0 nponykre, KJmeHT B 80% ciydyaeB «HauMHAET «['yruTh» B CBOEM Ipe[l-
CTaBJICHUH, a TJIe ellle TAKOEe eCTh U MBICJIEHHO CpaBHMBaTh... Korma Bel TOBOpUTE O cOOECeTHUKE,
ero NMoTpeOHOCTSX, 3aa4ax, KOTOpble OH PEllaeT, OH AyMaeT O ceOe BUIUT KAPTUHKU UCIIHITHIBACT
4yyBCTBa U He «[ yrimT>».

IIpome:xyTOYHbIE MOATBEP:K/I€HUS U PelleHns

Kaxpiii pas, koraa Bbl cCooOIIaeTe KJIUEHTY OMpeIe/IeHHYI0 MOPIMI0 HH(pOpMAIInK, 3a/1aBaiTe
KOPOTKHI OTKPBITBIN BOIPOC, YTOOBI MOTYYUTH JOTOTHUTENBHYIO WM YTOYHUTH MH(pOPMALIUIO, T
HAXOUTCS KJIMEHT B CBOEM PEILLIEHUM:

Yro ckaxxkure?

Yro nymaete?

Kak cmoTpurte? Kak oTHOCcuTECH?

Kak Bam? (B neJjiom, B IpHHIAIE H T.IL.)

«[Ipuezxkaiite, MOCMOTPUTE JIMYHO U caMu orieHuTe. Kak Bam Takas uaesa?»?

[Tocne Bariero OTKPHITOTO «BOIMPOCA BHUMATEIbHO MOJYUTE, JEMOHCTPUPYWUTE HCKpEHHee
JKeJlaHKe YCIIBIIATh OTBET, MOTY4YUTh OOPATHYIO CBS3b WM BO3PAKEHUE.

Jlerkoe npeanioxenue: «IIpennaratwo cnenyomui iad aerdcrsui. .. Kak cmorpure?»

Pemmrensnoe npenoxenue: «llpennarawo. .. (Ilokazvieaem Hapucosanioe na dymaze npeono-
JiCeHUe C CYMMAMU, CPOKAMU, BAPUAHMAMU ONAAMbL....) XOpouo?

Xopomo? loroBopuinch?

IlocaenoBaTeJIbHOCTH B MPOJAKe

Bozmoorcnocme Huuezo ne cmoum 6e3 Ymerus eé peaau3osanto
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CHauana ckaxu (y3Hai) o Kimenre, 3ajaii mapy BOIpocoB, IPUMHU €r0 OTBETHI.

BeisiBu (co3aait) mOTpeOHOCTH, OTOM PACCKAXU O BOZMOKHOCTSIX

CHauvasia co3fiail 1IeHHOCTh, IIOTOM Ha3bIBall 1IeHy

HazoBu nieny u 3ateM 3ajail «Tynoi Bonpoc» Borpoc: Uro ckaxere?

[Mponasaii 6e3 CKUIKH, a eci JaéIlb CKUAKY, TOMPOCH YTO-TO B3aMEH.

IIpexne yeM oTBETUTH YTOUHHU UYTO-TO: «[Ipexae yeM orBeuy, CKaxkure. ..»

CHauasa BBICKaKM apr'yMEHTHI ¥ TOJIbKO TIOTOM OTBEYail.

N3onmupyii Bo3paxkeHue («ecau Mbl PELIMM 3TO») 3aTeM OTBEYall Ha Hero

He 3naemn, 4yto cka3zare — 3ajail BCTpeuHbI Borpoc: «VHTepecHO, moyeMy Bbl TaK ...»;
«[Ipesxne yeM s 0TBeUy Ha Balll BOIPOC, Pa3peIINTe YTOYHUTD. ..»

JloroBapuBaiics O cleJyIolIeM 11are, Ha KOTOPbI KJIMEHT JIETKO COIVIACUTCS

Buumanue B 001eHnu

CraBbTe Ha MEpBOE MECTO Y€JIOBEKa M ero MOoTPeOHOCTH, KAK OH O HUX TOBOPHUT, a HE TIPOAYKT,
KOTOPBIN HaJ10 BaM MPOaTh.

CripamvBaiite — BKJO4YaiiTe MOTPeOHOCTH BOITPOCAMM:

«Kaxkas gamma 3amaga?»,

«Yt0 BaxkHo 114 Bac, korga. .. 7»

«Ha 4to oOparmmaere BHuUMaHue. . . 7»

«Yrto ele BaxHO...7?»

Cozpnasaiite B Kiuente «6 JIA» — noropsiite kazanHoe Kinnentom. Tak BbI:

co371a€Te BHYTPEHHEE COIIACKE;

TIOChUIAETE CUTHAJI, YTO BhI €0 CJIBIIINTE;

camu JIyyllle BUaure, 4yto aist KinmeHra BaxHO;
y Bac MOSBJISIETCSA BPEMS Ha MOATOTOBKY OTBETA.

Jenaiite pe3iomMe 1Mo MOTPeOHOCTSM U HAOJIO/IAlTe 32 YPOBHEM COIJIACHS ... Ha3BaJl XapakTe-
PUCTUKY — CBSI)KH C TIOTPEOHOCTBIO («3TO MO3BOJISIET UyBCTBOBATH Ce0s1 YBEPEHHO» ).

[Mpenaraiite genaTh MPOCTOE BMECTE: TMOCMOTPETh, PACCUUTATh, YOCAUTHCS, TPOBEPHTH,
y3HaTh, TIOANUCATH, 0(POPMUTh, 320paTh, MOTYUUTh. . .

Pe3iome raaBbl 5

IIpoaaBaiiTe MOTPEeOHOCTH, 2 He XapaKTePHCTHKH. KIMEHT MOKymaeT He MpPOAYKT, a
pellieHre CBOMX 3a/1a4, BBITOIbI U TIOJIOKUTEIbHBIE SMOITUH. [ 0OBOpUTE Ha SI3bIKE ero MoTpeOHOCTEH.

Hcnoab3yiiTe «TPH BONPOCa» IJs1 MOAroTOoBKH. YeTko chopMymupyiite, jis 4ero y Bac
MOKYTAIOT, KaKue MOTPeOHOCTH 3aKPBIBACT Balll IPOAYKT M KAKOBA €r0 KOHIIEMIIMs. TO OCHOBA /IS
pasroBopa C KJIUEHTOM.

Co3aBaiiTe «<MHKPO-BH/1€0» B roJioBe KJaueHTa. C IOMOIIBIO I71arojioB ¥ 00pa3oB MoMo-
rafiTe KJIMEHTY MBICJICHHO YBUIETh U TIPOUYBCTBOBATH BHITOIBI OT UCTIOB30BAHMS BaIlIero MPOAYKTa
B €0 JKU3HM WM OM3HEce.

Vinpasasiite Jorukoi u smouusiMu. [TogkperisiiTe parMoHaIbHbIE apTyMEHTHI ITO3UTHB-
HBIMU SMOIIMSIMH, UCTIONB3YITE TPaBUIbHBIC MHTOHAINH, YIIBIOKY M CO3/IaBaiiTe IpKre 0Opasbl.

CaenyiiTe mocjenoBaTeJbHOCTH B mpoja:ke. CHayana BbISIBUTE MOTPEOHOCTH, 3aTeM
CO3JaliTe IIEHHOCTh TIPeJIOKEHHS, U TOJIBKO TIOTOM Ha3blBaiTe IieHy. JloroBapuBaiTech O cleayro-
IIEM IIIare.

TpeHupyiiTe HaBbIKH €:Ke/JHEBHO. 3HaHUs O0e3 HABBIKOB HUYETO HE CTOAT. PerymspHbie
KOPOTKHE TPEHUPOBKHU (ppa3, BO3paXKEHUI U CKPUTITOB IIPUBOAAT K 3HAUUTETIFHOMY POCTY MPOJIAXK.

I/ICTOPI/IH 0 ABYX CaJIOHAX M IIATH CTPpaHUIax
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Ymo nanucamo, ayuue UCNONHAEMCS

JIBa cayioHa npemMuaIbHbIX aBTO — «Al'» 1 «AB» — ObLn AnIepamu oqHoM Mapku. O6a 0OyJasu
MEHE)KEPOB, HO JaJIbllie MyTH PacXogwInch. B «Al» 3HaHMs OCTaBAIMCh B rojloOBax — y KaxJI0ro
cBosi Bepcusl. B «Ab» pykoBoguTens co3aai NATUCTPAaHUYHbIA TPEHAKEDP IJIs1 €XKETHEBHBIX MTPOJAK.

MeHexepbl CKENTHYECKH YIIbIOACh, HO TPEHUPOBATUCH 2-3 pa3a B HEJEN0: OTpadaThIBaIM
(bpasel, Bo3paxkeHus1, BONPOCH!, TUKLMIO, YYUJIUCh CTyIIaTh, KPATKO OTBEYATH U clipalinBarth. Yepes
TpU roga pesyibTtar: «Al» nponmamu 3a rog 287 aBro, «Ab» — 346 aBTo 310 Ha 85% Oo0nbine! [la
elwe LeHa B cpeiieM Ha 3% Bbille! «Al™» 3akpbUin cajioH 8 Masi. 3qaHue yIaqHo IPOoJaId He(PTAHOW
KOMITaHUH.

3HaHus 6e3 HABBIKOB HUYETO He CTOSIT. YCIeX — B MSITU CTPAHMIIAX MPABUI U B TPEHUPOBKAX,
CTaBIIMX KYJIbTYpOil. Maio UMETh TEXHOJIOTHIO B MAaIlKe, OHA JOJIKHA YMEJIO UCTIONHSATHCS COTPY/-
HUKaMH, Ha ypoBHE NpuBbIYKY. HaunHaiite ¢ oqHOI cTpaHulibl, TpeHupyitech 15 munyt! Ilnan Ha
rozi Oecriosie3eH Oe3 M1aHa Ha AeHb. CucmemHblli N00X00 U edHceOHe8Hble MPEHUPOBKI OMKAUUBAION
Oenv2ul Y KOHKYPEHMOS.

He naoo 6 3mo éepums, Hado deiicmaosamuw

3ananne 1Jis1 NPAKTUKHU

1. Bribepute peanbHOro KJIMEHTA M COCTaBbTE IUIsl HEr0 KPaTKylo MPEe3eHTAlUI0, HCTIOMb3Ys
MaTpHIly peueBOr MOArOTOBKHU. BillounTe B TEKCT 2-3 KIIIOYEBBIX CJIOBA, KOTOPBIE COOTBETCTBYIOT
€ro IJIABHBIM MOTPEOHOCTSIM U TOMY, UTO JJIs1 HEro BaXHO.

2. Bo3pmHTE OCHOBHYIO XapaKTEpUCTHUKY Balllero MpOAyKTa U MIPEBpATUTE €€ B SIPKOE MUK PO-
Buzaeo. Onummre B 2-3 MpeyIoKEeHUX, KaK KJIMEHT yKe Ceiuac UCTIOJIb3YyeT ITOT PU3HAK 151 IOCTH-
JKEHUS CBOETO pe3yJibTaTa, IPUMEHsIsI I71arojibl HACTOSIILIErO BPEMEHH.

3. JaiiTe MUCbMEHHO OTBETHl HA TPU KJIIOUEBBIX BOIPOCA: [UISl YEro y Bac MOKYIAIOT, KaKue
MOTPeOHOCTH 3aKPBIBAIOT U KakoBa oOmmast KoHrenus. CocraBbTe 3 pa3HBIX OTBETA Ha KaX[IbIH U3
Tpex BoIpocoB. Ha nx ocHOBe KOMOMHMPOBaHMsI OTBETOB COCTaBbTE (Ppasbl ISl pa3roBopa.

4. Tlorpenupyiitech B apax oTpadaThiBaTh BO3PAXKEHUS: OAWH O3BYUMBAET THITMYHOE BO3pa-
KEHHe, a BTOPOIl IPUMEHSIET CXeMy «MMsI — LUTaTa — CBsI3Ka — OTBeT». [locie ro oreeTa cpasy
3ajaiite OTKpbITHIM Borpoc "Kak Bam?" wnm "Uto ckaxere?" u BbICIyIIAiTe OTBET U 3a/1aliTe yTOU-
HSIIOIIUI BOITPOC.

Cosemjanue NeS. Uto mokynaet KJIHeHT
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dreamstime.com ID 211222976 © Ahmad Safarudin

Ilnan coBemanus

Ienu coBemanus:

Jl7151 "ero y Hac nokymnawot?

Kakwe motpeGHOCTH yIOBIETBOPSIET HAII TIPOLYKT?
KaxoBa KoHIIeNIys Hauero npogykra?

dopmyna kayecTBa HaIllero NpoayKTa

Metonuueckue YKa3aHuA:

HpOBOI[I/IM O6CY)KI[CHI/IC OTBETOB B I'pYIIIIC, 3alIUCbIBAEM COITIACOBAHHBIE OTBEThI

Cornacyem onpejiesieHue Ka4ecTBa HAIIEro MPOoyKTa

OCHOBHBIE BOITPOCHI

Kakumu croBamu omimyatoTest notpedHocTn «PykoBoauTens» u «Crnenmanucta», «[lotpedu-
TeJS»

3ayeM NpeJcTaBiIATh IPUIYMBIBaTh TPU COCTaBIAIONIMX «KayecTBax»

HHH Yero MOKYIIacT

Kakwue nmorpeGHOCTH yIOBIETBOPSIET
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KakoBa koHIenms nmpogyKkra

dopmyna kauecTBa = ( )+ ( )+ ( ) Tpu cocraBigOIIUX BALLETO
kadyectBa. CJIOBO KaueCTBO — 3TO aOCTpakIvs, He co31aéT o0pasa, a BOT TPU COCTABJISIIOIIUX HAIPH-
Mep: (CBOEBPEMEHHOCTh) + (TOYHOCTB) + (BBITOAa) ¢ OOJbIIel BEPOSATHOCTHIO CO3JAI0T 00pa3 s
MOJ/IEP’KKU PEIICHUSI.

Yactb

I

. MucrpymenTs! u HaBbiku (IIpakTuka)

BusHec — 310 co3anue mosb3bl 11 KirenTa ¢ mpuobLibio 11 kommnanuu. Llens 6usneca, ymo-
BaerBopéHHbIi Kiment. Koraa Bocnpunumaemast Kitmentom nosb3a Beicokasi, KJIMeHT roToB 11aTuTh
ooubiie. [TprObUTL — 9TO U3MEPUTEITh Halllel TIOJIE3HOCTH, arIOJIUCMEHTHI PhIHKA !

3amavya MpoIaBIOB — MaKCMMHU3MPOBATh BO3MOKHOCTH, KOTOpble mHpenocTabiiser KiumeHr,
KOTJIa TOBOPHT O MOTPEOHOCTSIX U JKeJTaHUsX. BaKHO HAyYUThCS BUIETh, CIBIIIATh, YyBCTBOBATh, UTO
CKpbIBaeTCs 3a CJIOBaMHU 1 MHTOHAIMsAMU KieHTa B pasroBope. TpeHupyiite 6a30Bble HABBIKU, TIOKA-
3bIBAlTE U pacCKa3bIBANTE HA A3bIKE TIOTPEOHOCTEN, KaK MUMEIOIIUeCs MTPOIYKTH YIOBJIETBOPSIOT €r0
norpeOHOCcTH. BOT 00 3TOM 1 peus. []71s1 3TOro — 4ro0b! BUAETH CKPHIThIE BO3MOKHOCTH, ITPEBpaIaTh
UX B U3MEPUMYIO TTOJTb3Y TIOHA0OATCS MHCTPYMEHTBI, KOTOPBIE TEXHOJIOTUIHO BEIYT K pe3yJIbTary.
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6. ba3oBble HaBBIKM POJaBIia

IIpooasey, 2z060pum o Kauenme, a KAa0OBUWUK O Mo8ape

ITpoaaseir — 310 He podeccust, a MpeIHA3HAYEHUE COEIUHSTD JII0fIeH C UX KeJlaHUsIMU. BHu-
MaHHe K YeJIOBeKY U 0OCITyKUBaHHE YacTo SIBJISIETCS y3KMM MECTOM B Pa3BUTHH KOMIAHUIA U 0OI1Ie-
CTBA B 11eJIOM. [ JTaBHBIMU TIOTPEOHOCTSIMU JIIONIEH OCTAIOTCS GHUMAHUE, UCKPEHHOCHb, CEPOEUHOCIb,
yuacmue. [17151 X yIOBIETBOPEHUs TPeOYIOTCS YeJIOBeUeCKHe KauecTBa.

Kakoi1 BbI Ipoaser.

OObparuTe BHUMaHME HA [IBA TUIA MPOAABLIOB: «TOBAPOBEb» U «KJIUEHTOMIOObI». Y TOBapO-
BEJIOB B BOCIIPUSITHY Ha MEPBOM MECTe TPOAYKT®, a HA BTOPOM MECTe KJIUEHT. Y «KJIHUEHTOMI0O0B»
Ha MepPBOM MecCTe KJIMEHT, a Ha BTOPOM MecCTe IPOIYKT.

«ToBapoBesbl» MOYTH BCE 3HAIOT O TOBApe M HUYEro o KjiueHte. OHM y3HAIOT UMsI KJIMEHTa,
HO TI0 IMeHH He oOpartaotcs. ToBapoBe/ibl HAUMHAIOT Pa3roBOP C MPOIYKTa, TOBOPAT, YTO 3HAIOT U
yacTto OoJbllie, YeM HY:KHO KiueHTy. OHU OpUEHTUPYIOTCS M0 CBOUM UYYBCTBaM, a HE 10 4yBCTBaM
KJIMEHTA.

«KimeHTomoObI» jKesaloT OoJIbIe Y3HATh O KJIIMEeHTe, MPEsk/Ie YeM TOBOPHUTH O Mpoaykte. OHK
MHTEPECYIOTCS YEIOBEKOM, 33Jal0T OTKPIThIE BOIPOCHI, BHUMATEILHO CIYIIIAIOT, TOBTOPSIIOT CKa3aH-
HOe, YTOuHsI0T. OHM OTBEYAIOT M Cpa3y 3aJIal0T OTKPBITHINA BOIIPOC, YTOOBI BECTU KJIMEHTA K pellie-
HUO. «KiMeHTomoOb» GoJbIie TOBOPST O MOTPEOHOCTSX, YTOOBI UX YCHIIUTh U OPHEHTUPYIOTCS Ha
YYBCTBA KJIMEHTA.

HoGaBbTe ceGe HaBBIK MHTEPECOBATHCS KJIMEHTOM, KaK JIMYHOCThI0. OBJajeBaiTe MHTOHAIIM-
SIMUA UCKPEHHOCTH, YBaKEHHsI, BHUMAHUS U TOBOPUTE C KJIMEHTOM Ha si3bIKe rmotpeOHocTel. [1poii-
nete TecT «Kakoil Bbl mpofiaBell», KOTOPBIi J1aH B npriioxkeHnu. [aiite cebe pekoMeHaauu

IIponaska — 3TO0 NPOU3BO/CTBO KJINEHTOB /151 HAIINX NMPOJXYKTOB

ToBapose

A U AW -

KiaunenToaoo

HaumnHaeT pa3roBop ¢ mpoayKra.
HauunHaeT pasroBop ¢ KJIMeHTa.
PacckasplBaer, 4To 3HAET.
BbIsiCHsIET, UTO HYXHO.

OpueHTHpyeTcs Ha CBOM YyBCTBA.

? IponykT = ToBap + Yciyra. U Bc€ yalle elie 1 OTHOLIEHUS
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OpueHTupyeTcsi Ha YyBCTBa KJIMEHTA.
V3Haer M, HO HE UCTIONb3YeT.
OOparaercsi 10 UMEHHU TIOCTOSIHHO.
Bunur B KMeHTe ciymarens.
Bunut B kiveHTe codeceHuKa.
T'oBopurt Gonbliie, YeM KJIMEHT.
Crymaet Gosbliiie, YeM rOBOPHT.
Buaur B BO3pakeHUM yrposy.
Bunut B Bo3paxeHu# noTpeOHOCTb.
Hymaer o npopaxe.

JymaeT 06 OTHOIIICHUSIX.

IIpomaér xapakTepuCTUKU TOBapa.
[Mponaér penienre NOTpeOGHOCTEM.
Wier noBox AJ1s1 3aKpITUS CAETKU.
Wier noBoa AJ1s1 MOMOILM KJIUEHTY.
Cymma/10=

(1-3) — Yamie ToBaposes
(4-6) — OOJIBIIIE KJITUEHTOITIOO

1-2 pexoMeHIaIK Kak JAeHCTBOBATh, HA YTO oOpaiath BHUMaHue. BeIOMpaiiTe MyHKT U peKo-
MEH/IyHTe.

TpeGoBaHMs K JOJKHOCTH Clerka MeHstiorcsl. Hammm npugbiuku deaams umo ymeem, He oarom
B03MONCHOCU 9O Yeudems. TIPUBBIYKY U OIIBIT OMPEAENSIOT, YTO MBI 3aMeUYaeM U paclieHUBAeM,
KaK BaXXHOE, a UTO yITyCKaeM. Y3HaBaTh HOBOE, OMKPbIEANb BO3MONCHOCHIU 8 OObIMHOM — MO GbICULee
MAcmepcmeo 8 N0l OONHCHOCHIU
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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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