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Boponka cmbiciioB. UcKycCcTBO
NPOAaBaTh He TOBAP, a PelleHNe

HpaKTI/lquKOC PYKOBOACTBO IAJA T€X, KTO X04Y€T NMIpoaAaBaTh Y€CTHO 1 MHOI'O

«/ltloou ne noxynaiom moeapul. Jhoou noxynaiom peuwieHust ceoux
npobaem, owgyuierue cmamyca, cnokoticmaue u Haoedxcoy. IIpodaeey, komopbiii
MO NoHUMAaem, nepecmaém 6vime nPooaguom. OH CINAHOBUMCSL NAPIMHEPOM».
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OI'JIABJIEHHUE

Beenenue.[louemy BOPOHKH He padOTAIOT

I'naBa 1.BHuMaHie — Kak 3alleNNTh 32 TPU CEKYHIbI

I'naBa 2.MHTepec — Kak 3aCTaBUTh CIYIIATh JaJIbIE

I'maBa 3.7Kenanue — Kak crejiaTh Tak, YTOOBI KJIMEHT 3aX0TeN
I'naBa 4./IelicTBue — Kak MOMOYb KJIUEHTY CKa3aTh «J1a»
I'naBa 5.JIosIBHOCTh — Kak MPeBpaTUTh KJIMEHTA B Ipyra
I'naBa 6.1IHCTpyMeHTHI, KOTOpbIE AeJal0T BOPOHKY YIIPaBJIsSIeMOi
I'naBa 7.Pa3Hble KJIMEHTbl — pa3HbIi MOAXO/]

I'naBa 8.Bo3paxeHust Ha KaXJOM JTare

I'naBa 9.11udpsl, KOTOpbIE MOKA3BIBAIOT, T/I€ BBl TEpsieTe JEHbIU
I'naBa 10.91uka npogax — mo4yeMy 4eCTHOCTh BHITOJHA
3akjoueHne
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BBEAEHUE. IIOYEMY BOPOHKHU HE PABOTAIOT

3HakoMas KapTHHa

Kaxaplil 1eHb MUJUTMOHBI TPOJABLIOB 110 BCEMY MUPY:

Bepyt B pyku TenedoH n HabupaoT Homep

OTKpBIBAIOT MOYTY U MUILIYT MUCbMA

Canarca B MallIMHY U €4yT Ha BCTpeuy

BkJ1104a10T KOMIBIOTEP U MPOBOASAT MPE3EHTALUIO

Onu penaiot Be€ npaBuiibHO. OHM padoTatoT. OHM crapatoTcs. OHU BepsAT B CBOM MPOLYKT.

W kaxaplil 1eHb OOJNBIIMHCTBO U3 HUX CJIBILLIAT OHO U TO ke cJIoBO: «Her».

ITouemy tak? [ToueMy oHM MpOAABIIBI 3aKPHIBAIOT CAEJKM OJHY 32 JPYIoi, a Ipyrue — Mecs-
11aM¥ OBIOTCS B 3aKpbIThie ABepy ? [loyeMy ofiHM MOy 9aloT MOBBILIEHHS ¥ OOHYCHI, a IpyTre — BBITO-
BOpHI 1 yBOJIbHeHUs? [ToueMy oftHM 00T CBOIO paboTy, a Ipyrue HeHaBUAAT e€?

OTBeT He B TOM, YTO OJIHM YMHee Wi TajaHTIuBee. OTBET B TOM, YTO OJIHM IOHUMAIOT, KaK
AyMaeT KJIMEHT, a Jpyrue — HerT.

I'maBHOE 3a0.y:K/1eHHE

BobIIMHCTBO MPOIABIOB AyMalOT, YTO MpoAaxka — 3TO MOCIeA0BATEbHOCTh maroB. Kak
MHCTPYKIUs 1o cOopke medenu: «Caenaii pas, cenai 18a, caeiail Tpu — U KJIUEeHT KYITUT».

Omnu 3ayumBaioT cKpunThl. OHU OTpadaTHBAIOT BO3paxeHus1. OHU U3YYalOT TEXHUKY 3aKPBITHS.
OHH /1eN1aoT BCE «I10 MPaBUJIaM».

Ho ximent — He aBromar. KnmeHt — xuBon yenoBek. OH gymaer. OH comHeBaetcs. OH
ooutcs. OH Hazeercs. OH ycraér. OH pagyercs. OH pazgpaxaercs. OH MedTaer.

N ecnu BBl paboTaere ¢ HUM Kak C aBTOMAaToM — BbI MpourpsiBaere. [loromy uto aBromaty
MO’KHO JJaTh KOMaH[y. A 4eJOBeKY — Hellb3s. YeloBeKy MOKHO TOJIbKO [TOMOYb IPUHSITH PEIIeHHE.

Tpu riiaBHbIe OIHOKH, KOTOPbIE YONBAIOT MPOIAKU

IlepBasi ommoOKa: AyMaTh, YTO KJIHEHT HAET MO MPSAMOUH

Krnaccnueckast BOpOHKA BBINISIUT TaK:

Buumanue — Murepec — Kenanue — [leiictBue

Kaxercs, 4To KJIMEHT JBUKETCS M0 ITOU JIMHUY, KakK 1oe3[ 1o pejabcaM. CHavaia OH Bac 3ame-
yaer. [Torom emy craHoBuTCs MHTEpecHO. [1oToM oH xoueT KynuTsb. [lorom nokymnaer. Be€ ioruyHo.
Bcé nocneposarensHo. Bee npocro.

Ho B xxn3HM BCE MHayve.

KnueHnt MmoxeT yBuaeTsb pekjiamy U cpasy Kynutb. be3 nnrepeca. bes xkenanus. [Ipocro yBuaen
— Y Ky DTO UMITYJIbCUBHAS MOKYIKa. Takoe ObIBaeT, KOrja 4eaoBeK YBU/EI YTO-TO, YTO JABHO
xoten. M korga aMouum B35 BEpX HaJl JIOTUKOM.

KnueHt moxer 3acTpATh Ha 3Tane uHrepeca Ha Mecsubl. OH u3yuyaer. OH cpaBHUBaeT. OH
yuTaer oT3biBbl. OH XOAUT BOKPYT jAa okono. Ho He mokynaet. Ilotomy yto GouTcsi OMIMOUTHCS.
[Toromy uto He yBepeH. [Toromy 4TO KAET Yero-To.

KnueHT MokeT 3aXoTeTh KynuTh, a IOTOM nepeayMarb. OH yxe Obul rotoB. OH yike jgocTai
komreneék. Ho nmotom yBuaen pekiaamy KoHKypeHta. Vi noroBopui ¢ apyrom. Mim npocro nepeny-
MmaJj. Y BepHyscs B Ha4YauIo.

KiueHt MoxeT Kynuth, a MOToM noxajnerb. OH MpoIEn BCo BOPOHKY. OH 3ariaTuil I€HbIU.
Ho pe3synbrar ero paszouapoBai. U Tenepb OH He TPOCTO HE BEPHETCS — OH PACCKAKET BCEM, KAKOU
BbI TJIOXOM.

Yro 310 3HAUMT 17151 Bac?
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Boponka — 310 He uHusA. D10 criupaib. KieHT moxet Bo3Bpatuathbes Hazad. Ho kaxaplii pa3
— Ha HOBOM YpOBHe MoHMMaHusl. Baia 3a1aua — ymeTsb paboTarh C KakIbIM BUTKOM 3TOH CITUPAIIH.

Ilpumep u3 srcuznu.

Kauenm yeuden pexnamy CRM-cucmemvt. 3awén na caiim. Ilocmompen Oemo. 3axomen
kynumoe. Ho nomom ysuoden peknamy KoHKypenma ¢ 6onee HU3KOL YeHOU U 8ePHYACSL 8 HAUANO.

IIpooasey, nepsoii Komnanuu He NOHsA, umo npousoutno. O dyman: «A e 6cé coenan npa-
sunvro. Ilokazan npooykm. Omeemun Ha eonpocwl. [louemy on yuén ?»

A HYdHCHO ObLAO 6Ce20 MUWb Ycuaumv pabomy ¢ yeHHocmoto. [lokazamo, umo eauta cucmema
He npocmo dopodice — oHa ayuwe. Ona pewiaem npobaemol, Komopole KOHKYpeHm He peutaem. Ona
skoHomum épems. OHa nRPUHOCUM OeHb2U.

Ecau 661 npodasey, smo coenan — kauenm He omkamuacs ovt Hazao. On ocmancs 6vl Ha 3mane
acenanus. U kynua oOvl.

Bropasi omuoka: npoaasen 1ymaeTt o cede, a He 0 KJIHEHTe

TUnUYHbIA BHYTPEHHUI MOHOJIOT ITPOJIaBIIA:

«MHe HyKHO 3aKpBITb IUIaH»

«MHe HyKHO 0TpadOTaTh BO3PAKECHUE»

«MHe HyXHO MOKa3aTh Pe3eHTAII»

«MHe HyKHO MOJTyYUTh KOMUCCHIO»

Bce 3tn «MHEe» — yOUIIIBI MPOAAXK.

[ouemy? TToToMy 4TO KJIMEHT YyBCTBYET, UTO BbI AymaeTe o cede. OH UyBCTBYET, UTO BaM
HYXHBI ero eHbru. OH 4yBCTBYET, UTO Bbl HE BUIUTE B HEM YesioBeka. M oH 3ammuimaercs.

OH roBopur «HeT». OH rOBOPUT «s MOgyMaio». OH TOBOPUT «y MEHs YK€ €CTh MOCTaBILUK».
OH roBOPUT YTO YTOTHO, JIMIIb Obl 3AKOHYUTH Pa3rOBOP.

[IpaBuiibHas ycraHOBKA:

«Yro ceifyac MPOMCXOAUT B TOJIOBE KJIMEHTA?»

«Kakoii ctpax um gBuxer?»

«YTO )15 HEroO BaKHO MPsIMO ceityac?»

«Kakyio npoGnemMy OH XO4eT peruTh ?»

Korga Bbl mymaere o kiimeHTe — Bl moMoraete. Korma Bel gymaere o ceGe — BB 1aBUTE. A
JaBJIeHNE BBI3BIBAET COITPOTUBIICHHE.

Ilpumep u3 srcuznu.

IIpooasey, cmpaxo8ok 360HUM KAUEHMY U 2080pUM: «Y HAC aKUUsl, HYIMCHO Ce200Hs oghop-
MUMb».

Umo caviwum xauenm? «Mue HyscHo npooame. Mue nydcHvl meou Oenveu. Mue écé pasto,
umo meoe HYHCHO».

Ymo oenaem xkauenm? Omraszvieaemcs. Mau eewaem mpyoxky. Hau zoeopum «s nooymaio» —
U HUK020a He Nepe3saHueaem.

A ecau 01 npodasey, cnpocun: «4mo ons ac 8ax3cHo npu 8blOOpe CMPAXO8KU ?» — KAUEHM Obl
pacckaszan o ceoux cmpaxax. O mom, umo on 6oumcs 3a cemuvro. O mom, umo oH xouem Ovime yeeper
6 3aempauiHem Oxe. M npooasey, Moz 6bl npeonoxcums mo, umo OelcmeumenvHo HyxcHo. He mo, umo
8bI200HO NPOOasUyY. A mo, umo pewiaem npoonemy KaueHma.

TpeTbs1 omMOKa: UTHOPUPOBAHUE MO

Jliony MOKyNaoT SMOIMOHAIBHO, a ONMPABABIBAIOT MOKYIKY JIOTUYECKU. DTO aKCHOMa. DTO
3aKOH. DTO TO, YTO HEJIb351 UTHOPUPOBATH.

Ho 60mpImmHCTBO POAABIOB pabOTAIOT TOJBKO C JIOTUKOM:

XapakTepuCTUKH

Hudper

CpaBHeHust

TexHuueckue aeranu
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OHM He CO3aI0T SMOITMOHAIIBHYIO TIOUBY ISl perieHus. OHU He TOBOPAT 0 uyBcTBax. OHM He
MOKA3bIBAIOT, KAK U3MEHUTCS KU3Hb KJIMeHTa. OHU He PUCYIOT KapTUHY OyIyIiero.

Ilpumep u3 srcuznu.

IIpooasey, asmomoduneii pacckasviéaem o mouwyHocmu osuzamens. O pacxode monauéa. O pas-
mepax bazaxcruka. O Koauuecmee nodyuiek 6e30nacHoCmu.

Ho kauenm nokynaem ne osuzamens. He pacxoo. He 6azaxcruk. He nooyuwixu.

Kauenm noxynaem:

Owywerue c80600vl

Cmamyc

Komgpopm ons cemvu

Yeepenrnocms na oopoee

Bneuamaenue, komopoe o1 npouseedém Ha opy3eli

Ecau npooasey, He coz0acm 3MOUUOHANLHYIO C8513b — KAUEHM YHOEm K moMy, Kmo 3mo coe-
aaem.

Yrto Takoe «BopoHka cMbICIOB»?

Ota KHUra npejjaraer Apyroi B3rs.

Kaxp1i1 aTann BOPOHKM — 3TO HE IPOCTO CTYNEHbKA. DTO CMBICJIOBOW CJIOW, KOTOPbIN KJIMEHT
JOJIKEH MPOXKHUTD.

Ms1 pazbepém:

Uro npoucxonuT B rojoBe KJIMEHTa Ha KaxJoM 3tane. He 4Tto oH roBopUT. A 4TO OH JyMaer.
He 410 OH nenaer. A 4TO OH YyBCTBYET.

Kakue smouuu 1 crpaxu ynpasisioT ero noejgeHveM. Ilouemy oH roBoput «10poro», Kormua
Ha caMoM Jiesie GouTcs omuoOuThesl. [ToueMy OH TOBOPUT «s1 TIOLYMalo», KOTjia Ha CaMOM JIeJie KAET
OI0OpEeHHU ST HauaJTbHUKA.

Kakue Tpurrepsl 3ammyckaior nepexos Ha cleIyIoUuii atam. YTo 3acTaBiseT KIUeHTa nepeiTu
OT UHTepeca K kenanuto. Ot kenanus K aeictsuio. OT IeiCTBUS K JIOSTIbHOCTH.

Kakue ommOku youBaiot caenky. Uto Hemnb3s aenaTb. UTo Hellb3sl ToBOpUTh. UTO Hemb3st obe-
11aTh.

Kakue Texnuku u ¢passl padortaior snyuiie Bcero. KoHkpeTHble MHCTpyMeHThl. KOHKpeTHbIe
cioBa. KOHKpeTHbIE TpUMEPHI.

Kak uurath 3Ty KHUTY

He uuraiite e€ kak pomaH. PoMan MOXHO TTpounTath 3a Beuep. 1 3a0bITh uepes Helelmo.

UYuraiite kak yuyeOHuk. OcranaBimmBaiitech. OTpadarsiBaiite. Bo3Bparaiitecs.

[Ipomaxu — 3TO HaBBIK, a HE 3HAHUE.

MoxHo 3HatTh BC€ 0 11aBaHuu. M3yunts teoputo. IIpountars cro kaur. ITocMoTpers ThicAdy
Buzaeo. Ho roka Bbl He MpbIrHETE B BO/ly — Bbl HE HAYUUTECH IJIaBaTh.

To xe camoe ¢ mpoaaxamu. MoxHO 3HaTh Bce TeXHUKU. Bee ckpuntel. Bee npuémel. Ho noka
Bbl HE HAUHETE MPUMEHSTh — Bbl HE HAYUUTECh IPOAABATD.

3HaTh U YMETb — pPa3HbIE BEIH.

3HaTh — 3TO KOT/1a Bbl MOXKETE paccKas3aTh. YMETb — 3TO KOTJia Bbl MOKETE ClieJIaTh. 3HAaTh —
3TO KOTJa Bbl YATAETE KHUTY U KMBAaeTe. YMETb — 3TO KOrJa Bbl CTOUTE MEpes KJIMEHTOM U 3aKpbl-
BaeTe CEJIKY.

ATa KHUTA IOMOXET BaM 3HaTh. Ho ymeTh — 3710 Bama padota. Bama npaktuka. Barr onbir.

Yro Bac KAET JajbIIe

B crnenyromux riaBax Mbl pa30epéM Kaxaplid 3Tan BopoHkH. [Tonpooro. [mydoko. TTorsaTHO.

Mb! HauHEéM ¢ BrHumanus— Kak 3aleNuTh 4YesloBeKa 3a Tpu ceKyHabl. [lotom nepeitném k
Humepecy— xax 3acTaBuTh CITyIIaTh Jabine. 3ateM K sKeranuro— xak caenathb Tak, 4TOObI Yeso-
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Bek 3axoresl. ITotoM Kk /Jelicmeuro— Kak 1oModb CKazaTh «Aa». M HakoHell K JIosabHOCHU— KaK
MMpEBPATUTL KJIMCHTA B ApyTra.

Mpbi pazbepém:

IlcuxoTumsl KJIMEHTOB — KaK AaarTUpoOBaTh NMOAXOH

Bo3spaxenuss — kak paboTarh ¢ KaXabiM

udgpbl — Kak MOHSATH, IJI€ BBl TEpsieTe AEHbIU

ITUKY — NOYEMY YECTHOCTb BBITOJHA

Kaxpas rimaBa — 370 He MPOCTO TEOpHsl. ITO MPAKTUKA. DTO IPUMEPHL. DTO YIPAKHEHUS. DTO
HUCTOPHU U3 KNU3HU.

IIpex e yueMm HAYaTH

3apaiite cebe Tpu BoIpoca:

Xouy Ju 51 npofasars Jiyuie? Eciy ga — 3Ta KHUra 14 Bac.

T'otoB mu 51 padotath? Ecu a — BB JOOBETECHh pe3yibTaTa.

T'otoB yn 51 MeHsThesA? Ecim 1a — BBI cTaHeTe JpyruM MpoAaBIoM. JIydIuMm mpoaBIoM.
Ecin BbI 0OTBeTHIIN «/1a» HA BCe TPH BONPoOca — nepesepHuTe crpanuiy. U nauném.
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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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