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EBrenun CyxaHoB
IIpoaaBel; me0deau: oT
3agBKH 0 OILIAThI IO IIaramM

IIpeaucaosue

HukTo u3 Hac He BLIXOOUT U3 JOMA C MBIC/IbIO, YTO CErOgHS 6y,I[eT IMOKYIIATh TOJIBKO CaMBbIC
JeiieBble Bely. Ilo moum Ha6)IIOJICHI/I${M, KIIMEHTHI JAJICKO HE BCEraa BbI6I/IpaIOT MNpEJIOKECHHUE C
CcaMOW HM3KOH CTOMMOCTBIO. PanmonanbHas SKOHOMUSA — 3TO pasyMHO, HO HAaMMCHbIIAA IE€HA, KaK
[MpaBUJIO, COIIPAKECHA C BBICOKMMU PUCKAMU U TNIOXUM KaYE€CTBOM. Takon BApUAHT NOAXOOUT HE KaXK-
A0OMY. Ho MOYEMY-TO MEHC/IKEPHI I10 MPOAdKaM YaCTO HA3bIBAIOT HpPI‘IPIHOfI COpB&BLHCfICH CICJIKHN
HMMEHHO TO, YTO KJIMCHT I'’IC-TO HAIIC]I «IIOACHIECBIIC> .

U ecau BB OTKPBUIN 3TY KHUTY — BEPOATHO, BbI YK€ CTAJIKUBAJIUCh C TEM, YTO Balll KJIMCHTBI:
® TOBOPAT «A0POT0o»;

® YXOOAT «IIOOYyMATh»;

¢ IIOTOM IMEPECTAIOT BHIXOOWUTH HA CBA3b;

¢ B UTOIC, KaK KAXETCA MEHCIXKEPY, BBI6I/IpaIOT oonee ILCH_ICBLIIL/i BAapUaHT.

XoTs1, eciu pa300paThCs, BaIllM MPEATIOKEHNE U IPOAYKT MOTYT ObITh OOBEKTHUBHO JIydIlle —
y Bac ujiealibHOE Ka4eCTBO, a[IeKBaTHbIE LIEHbl, PACIIMPEHHAs rapaHTus... Ho KJIMeHTsl noyemMy-To
MPOJOJIKAIOT UCKATh Oewsesne. HEMOHATHO: Kak Tak-TO?

B Takoil MOMEHT MHOTME AyMaloT:

— HagepHoe, ppIHOK ceiluac Takoi... Y Bcex mpocajika... Y Jogel HeT JeHer. . .

BriBanu Takue mMpicaun?

KoHeuHo, neprogruecku caM pelHOK TO pacTeT, To najgaet. Eciu Bbl Korna-HuOyIb TOProBaju
Ha OMpsKe WM BUJIENH TpauKy TOProB, TO IOHUMAeTe, YTO «BOJIHBI» He n30ekaTh. Buepa Ha ppiHKe
BO3HUKJIM ONaronpusTHHIE FOCYIapCTBEHHbIE IPOrPaMMBI M ITPOAAXKH CaMH TOILIA B POCT, CErOIHS
3TU MPOrpaMMbl OTMEHWIM U PHIHOK MafaeT, a 3aBTpa OyJeT YTO-TO ellle, M Ha CaMOM Jiesie He Tak
BA)XHO, K YeMy TPHUBEIYT 3TU COOBITHS, — «BBEPX» WM «BHU3». Ha BHemHue (pakTopsl BIUSTH
OYEHb CJIOKHO, a IO OOJIbIIEN YacTH — HEBO3MOKHO BOBCE, HO BCE-TaKU €CTh TO, Ha YTO KaxX bl
PYKOBOAUTENb CO CBOEH KOMaHJOi TOUHO MOKET BJIMATh KaX bl IEHb U YTO JACT CTAOMJIBHBINA POCT
KOMITaHUU. U 3TO He TOJIbKO «CHUKEHUE LIEH.

3a rozpl OOILEHUS ¢ BIAE/IbLIaMU MEOEIbHBIX KOMIIAHUI B paMKax ayJuTa IMPOJIaX s MOHS:
3a CKOJIbKO Obl OHU HU TTPOJABaJI CBOW MPOIYKT («JOPOr0O» WM «EIIEBO» ), BCEra OyayT KJIMESHTHI,
KOTOpBIE HE KYIWJIU, IOTOMY 4TO UM «J0poro». M Bceraa OyayT KOMIaHUM, KOTOPbIE B TAKUX CUTY-
alysAX HAYMHAIOT CHUKATh LIEHBI, IPOBOAUTD aKIUHU, JaBaTh CKUIKHU, YXOAUTh B MMHYC IO IIPUOBLIH,
— a [IpoJaXku BCe PaBHO Yy HUX He pacTyT. [IoToM 3TH KOMIIaHWM OKa3bIBAIOTCS HA IPAHU 3aKPbITHS,
C BBITOpPAaHMEM M JIOJITaMU. B TO BpeMsl Kak WX KOHKYPEHTHI, He oOpariasi BHUMaHHs Ha KPU3HUCHI,
MIOCTOSIHHO HaXOAAT CMOCOOBI HATH HOBBIE 3asIBKM M OTPadOTaTh MX C JIy4llleil KOHBEPCUEH, YeM
paHbllle, ¥ MTPOAOKUTh PACTH B IPHOBLIH.

Tak MoXeT, /1eJI0 He B PbIHKE U HE B LieHe?

B GonblMHCTBE cilyyaeB Jes10 ACHCTBUTENBHO HE B LIEHE, a B «IIEHHOCTH» — B TOM, 3d 4Mo
IUIATUT KJIMEHT. A ellle — B YMEHUU I'PaMOTHO JIOHECTH 3Ty «LEHHOCTb» JI0 KJIMEHTA, IPaBUJIBHO
BBIJICJIUTh CBOI0 KOMIIAHUIO HA (DOHE MPeIOKEHUIA KOHKYPEHTOB U 0OOCHOBATh Pa3HUIYy B CTOMMO-
CTH, He TIepeKUBasi, YTO OHA MOKET OBbITh BBIIIE. YMETh «HE BTIOXMBATh», 4 TPOIABATh «OT CEpIALax».
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OTa KHATra NMOMOXET TeM, KTO JeJlaeT XOPOUIMHA M KaYeCTBEHHBI MPOMAYKT M XOUeT, YTOObI
[IeHa 32 3TOT MPOAYKT ObUIa CrpaBeIMBON. Benp Oosee BBICOKash CTOMMOCTh — 3TO HE MPOCTO
«XOTeJIKa» COOCTBEHHHMKA KOMITAaHWH, 3TO JOCTOMHBIE 3apIuiaTHbie (hOHIBI IS Oosiee KBAIMUIII-
POBaHHOWM KOMaH/Ibl, KAYECTBEHHbIE MaTepHaJIbl, BIOKEHUsI B PA3BUTHE KOMITAaHUU, 0OyJYeHHe MEeHe-
IKEPOB, YECTHO YIUTAYeHHbIe HAJIOTH U BBHITIOTHEHHME BCEX B3SITHIX Ha cedst 00513aTeIbCTB — BCE ITO
CTOUT JIEHET, BJIMSET Ha KaYeCTBO KOHEUHOT'O MPOIYKTa U YJOBOJIbCTBUE, KOTOPOE MOTYyYAET KJIMEHT
OT B3aMMOJICHCTBHSI C KOMITAaHMEW U JIECATKOB JIET TOJIb30BAaHUSI STO YyJeCHO MPOIyMaHHON MeOe-
JIBIO.

51 HazBau1 3ty kHUTY «IIpomaBer MeOer», IIOTOMY UYTO MOCBSIIAI €€ ICHCTBUTEILHO JIy UM
MeHe/KepaM 10 MpoJaxkaM, KOTOpble, coueTast B ce0e MHOTO pa3sHbIX HABBIKOB, JEJ1al0T CTaOMIIBHO
XOpOIIIMe MPOJAKH U BCe KOMaHJON OOECTIeUnBAIOT KOMITAHUHM YCTOMYMBBIA POCT Jake B CamMble
«TEeMHBIE» BpEMEHa.

Ha crpanunax 3Toil KHUTY HET HU KallJIl BbIIYMKU — BCE UCTOPUM U UHCTPYMEHTHI, ITPUBE-
J€HHBIE 3/1€Ch, NEUCTBUTEILHO MTPUMEHSIIOT MEHEKephl, KOTOPBIX MbI 00y4aem. W XOTs1 17151 MHOTHX
KOMaH[l, C KOTOPHIMU MbI pa0OTaeM, ypOBEHb MEHEIKEPOB, ONMMCAHHBIX B 9TOM KHHUIE, CUMTAETCS
HOPMOW, JIyMalo, 4TO JIJIs1 HEKOTOPBIX YnTaTe el OHU MOTYT MOKa3aThbCs (paHTaCTUUECKUMHU TIpodec-
cuoHaslamu. Ho ecnut BBl 3aX0THTE — TOXE CMOXkeTe coOpaTh U 0OYUYHUTh TaKyl0 KOMaHAy MeuThl!

Sl cnenmaibHO MOCBATHII KHUTY OJJHOM KOHKPETHOU HUIIE — «PO3HUYHOMY MeOeTbHOMY On3-
Hecy» — U pa3o0pajl Bech MPOIecC MPOoAaki MeOelld Ha «aTOMbD», CBSI3aB HETPEPHIBHON HUTHIO
MHCTPYMEHTHI TIPOAX Yepe3 BCEe YACTH KHUTH, YTOOBI Y UMTaTelsi He BO3HHUKIIO JIOKHOTO OITYyIIle-
HUS1, YTO KaKMe-TO U3 HUX B €r0 Cllyyae IPUMEHUTh Hellb3s. Bce MOXXKHO MPUMEHUTb, U HE TOJIBKO
B MeOeH.

Ecnu Bam Gu3Hec moxox Ha MeOeSbHYI0 HUIIY — BBl paboTaeTe ¢ pO3HUYHBIM KJIMEHTOM,
BOPOHKa MPOJAAX y Bac MOCTPOEHA Yepe3 3asBKY M MOCJEAYIOUIYI0 BCTPeuy, Bbl IPOJAETe HEABUKU-
MOCTb, CTPOUTEJIbHBIE MaTEpUaIbl, JeJIaeTe PEMOHTHI UM OKa3blBAaeTe YCIYTH AU3aiiHA U apXUTEK-
TYpbl, — Bbl TOYHO Hal/IeTe OUYEHb MHOI'O TOJIE3HOI'O MaTepualla, KOTOPbI OYTH MOJIHOCTBIO COOT-
BETCTBYET PadOTe C BAIlIUM KJIMEHTOM.

Ata KHUTa OyIeT Mose3Ha BIaebl[aM KOMITAaHUH 1 PyKOBOAUTESIM OT/EJIOB IMPOJIAX, KOTOPHIE
UIIYT HOBbIE MHCTPYMEHTHI U UJIeH, KaK MOXKHO TMOBJIMSITh HA POCT NpoAax 0e3 JeMITUHIa U «BTIO-
XHHTa», a TAaKXKe MEHe)kepaM, KOTOPbIM He BCE PaBHO, CKOJILKO 3apabaThiBaTh U KaK MX KOMITAHUS
BBITIOJTHUT B3AIThIE Ha ce0s 00s13aTeIbCTBA TIOCIE TTPOJAKH.

B kHure BbI HaiijieTe NOIPOOHBIE MHCTPYKIIMK: TOTOBBIE aJTTOPUTMBI ITPOJAK C MACCOU pabodInX
(bpa3 mis ckpuriTa, MOMAaroBbIMU AEUCTBUSIMHE, IICMXOJIOTMUYECKUME «KJTI0YaMU» K IOHUMAHUIO TOTO,
KaK MPUHUMAIOTCS pelleHUs KJIMEHTOM.

B nonyuuBmmiicss MeTos s BIOXKU Bech cBOi 20-7IE€THUIA OIBIT MPOAAXK U CO3IaHUS KOMaHI!

* pabora B COepOanke u OaHke «Bo3pokieHue» — MyTh OT MEHekepa 10 PyKOBOAUTES
«LeHTpa pa3BuTHs OM3HECA» U HAYATBHUKA YITPABJICHUSI MAJIOTO U CpeTHero OM3Heca, rJe HaC yUuin
CO3/1aBaTh OT/IEJIBI IPOJIAK U Pa3BUBATh KOMaH bl. KOpropaTuBHbINA CEKTOP 1aBHO BHEAPSIET TEXHUKU
Y MEXaHU3MBI, KOTOPbIE TOJIBKO CeYac MacCOBO MPUXOAT B PHIHOK HEOOJIBIIIONO YaCTHOTo OM3Heca;

* 8 JIeT KOHCAJITUHIOBOH JIESITEJIbHOCTH — CTPOUTENILCTBA M TIPOKAYKHU OTIAEJIOB MPOJAAX IS
b2c- 1 b2b-013HECOB;

* 4 roma ¢okyca Ha meOenpbHOU HuIle: 30 yCenTHbIX KeHCOB CO3aHUs M PA3BUTHUS OT/ICIIOB
niponax; ceeiie 400 00ydeHHBIX Iu3aiiHepoB-MeHe1kepoB; 2700 qacoB pa3dopoB peasbHbIX BCTPEY
1 2000 npociyIaHHbIX IEPBUYHBIX 3BOHKOB.

Sl mocrapaJicsi U3NMOXUTh TEXHOJIOTHIO MPOJak MAKCUMAJIBHO MPOCTO M MOAPOOHO — Tak,
YTOOBI KaK/AbIA MHCTPYMEHT U3 KHUTH OBLT JIETKO TIOHAT W MCIOIB30BaH BaMH Ha TIPAKTHKE Cpasy,
0e3 pa3IyMbIBaHus, KyJa MPUMEHUTb 3TO B CBOEM OM3HECe.
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Bamu menempxepsr:

* IOMMYT, KaK Ha CaMOM JieJie TPUHUMAIOTCSI PEILIEHUSI O MOKYIIKE KJIMEHTOM;
* Hay4arcs YIpaBJsiTh JUAIOTOM C KJIUEHTOM;

* YBUJIAT, TJIe UMEHHO TePSIOTCS CHACTKU;

* TIOJTyYaT KOHKPETHbIe (POPMYTUPOBKU U MHCTPYMEHTHI;

* CMOTYT MPOJAABATh JOPOKE Oe3 IaBICHUS;

* ¥ 3aKPbIBATh CICJIKM C TIEpPBOI BCTpeuH!

BHyTtpu Bac xayt:

* [IOII1ArOBasi CUCTEMa MPOJaK;

* pa300pHI peabHBIX CUTYAIINH;

* OIMMOKH, KOTOPBIE COBEPIIAIOT MEHEIKEPBI;

* KOHKpeTHbIe (hpa3bl U BOIPOCHI;

* UHCTPYMEHTBI, KOTOPbIE MOXHO BHEJPUTH CPa3y;
* Hay4YHOE OOOCHOBaHME TEXHUK MPOAAK.

Knura Hanvicana He [U1si TOro, 4ToObl MPOCTO «paccKasaTh Mpo Npoaaxu». OHa HamucaHa,
YyTOOBI BBl HAYaJM MPOJABATh IMO-APYrOMY: BIIOOJATh KJIMEHTA B Bally KOMITAHUIO, TIOHUMATh €ro
VCTUHHYIO NTOTPEOHOCTh M YMETh C/IeIaTh MPE3eHTAIMI0, KOTOpasl «3aBOPaKMBAeT», a ITTABHOE —
JOBOJUTH KJIMEHTA 10 CHAEJIKH, a He TIacoBaTh IIPH MEPBOM «HAJIO MOAYyMAaTh».

Ecnu BbI He MPOCTO MpoYMTaeTe 3TY KHUTY, & BHEAPHUTE XOTS Obl 4aCTh MHCTPYMEHTOB, PE3yJib-
TaT He 3aCTaBUT ceOs K aaTh. Haim KimeHTs! Oiarogapsi STMM HHCTPYMEHTaM BBIPACTAIOT B MTPOJakKax
yepes3 YeThlpe Mecsla B IBa-TPH pasa, a 4epe3 TpU roja, ObIBaeT, ¥ B BOCEMb pas!

¥V Bac B pykax NOIIAroBbIi TUIaH AOBEJEHUS KJIMEHTa OT 3asiBKH 10 MOKYNKH. Bonpoc, HaBep-
HOE, TOJIBKO B TOM, KTO OBICTpEe CMOKET MPOYUTATh 3Ty KHUTY U BHEJIPUTH BCE Y ceOsi: BbI MJIM BaIlIH
KOHKYPEHTbI?

7Kenaio BaM mpoiyKTUBHOM padOThI C KHUTOM M OOJIBIINX MPOIAX !
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Yacts 1. [Iouemy KJIMeHTHI
MOKYIIAIOT U KAK HA 3TO BJIHUSATH?

3a1yMbIBaJIUCh JIA BB, YTO IMTPOMCXOAUT C HAMU (M C HAIIUMU KJIMEHTaMHU) B MOMEHT MPUHS-
TS pelieHus o nokynke? Yro Ha Hero BiusieT? [Touemy Mbl 4acTO XOTUM COIKOHOMUTD, HO B UTOTE
MOKYyTaeM He caMble JIeIIeBble MPOAYKTHI, & MHOT/IA J1a)Ke OTKPOBEHHO joporue?

Bor BBI pemmim, 4to nopa noMeHsITh TPUBBIYHBIN MapdoM, U MPUIILTA B OOJBIION MarasuH,
rJie MHOTO MapoK, YIIAKOBOK, apOMaToB, U BCe LieHbI pa3Hble. K Kakoi Mmosike Bbl MOA0MIETE B MEPBYIO
ouepenp? Ckopee Bcero, K TOM, e Buaute 3HakoMble Openibl: Chanel, Dior, Kenzo. Tak paboraer
MapKETHHT.

Bce zie510 B IpUBBIYKE U y3HABAEMOCTH: MO3T BCEI/Ia BHIOMPAET ITyTh HAMMEHBIIIETO COITPOTUB-
nenusi. Ecnu Bce HpaBUTCS, TO 3a4eM UTO-TO MEHSITh? A eClli XOYeTCsl HOBOro — TOrJa BeiOMpaeM
U3 TOTO, YTO YK€ CIIBIIIANM U YeMy JoBepsieM: OpeHaM, 3HAMEHUTHIM UMEHAM.

Ho kak ObITh «HUINIEBHIM» KOMITAaHUSIM, KOTOpbIE ITOKAa He HACTOJIBKO M3BeCTHHI, kKak Chanel,
Dior umi Kenzo, 1 He MOTyT MO3BOJIUTH cebe MacITaOHble peKJaMHble Kamrianuu? [ HuX camoe
MIPOCTOE — HAWTHU IPAMOTHBIX TPOJABIIOB, KOTOPBIE «BPYUYHYIO» JOHECYT BCE HEOOXOIUMbIE CMBICIIbI
10 KJIMeHTA MpsIMO B Mara3uHe.

OpHaxap! 51 OKazaics B MapIOMEpHOM Mara3uHe «3a KOMITAHUIO» C KeHOW. Y MeHs He ObLIo
peabHOl MOTPEeOHOCTU YTO-TO TMOKYNaTh — 51 ObUI TEM CaMbIM KJIMEHTOM «MHE MPOCTO ITOCMOT-
petb». Ho MHe nonanach 0ueHb TOJKOBAs MPOaBel-KOHCY/IbTAHT, KOTOpast caMa MoJoILIa KO MHE U
Havasia 3aJaBaTh BOIIPOCHI, U, YTOOBI 3aHATh BPEMsl, 51 PEIIWII Y3HATh, KAKOW MapghioM KyIUTio ceOe B
Oymymiem (He ceityac). A KOrjia OHa TIOHsUIa, YTO UMEHHO 11 MEHS BaXKHO ITPU BHIOOpE, TIPEIIOKMIIA
MOIONTH K CTEH]y C «HUILEBOW» JIMHEMKOU Map(roMoB.

Bpenibl v Ha3BaHMSI HUYETO MHE He TOBOPUJIM — U, KOHEUHO, B MEPBbIE CEKYH/IbI 3TO BBI3BAJIO
y MeHsl MaKCUMaJIbHOE HeJjoBepre. Mo3r mpoAoikai HerUIsaThCs 32 3HAKOMOE M PaCKpy4eHHOe, HO
MpoJaBel] Havasia pejiarath MHe TpoOHbIe OYMaKKH, PacIblIssl apoMar 3a apoMaTtoM. $1 Hioxaut ux
MOYTH Ha aBTOMATe, OIJISIbIBAst MHUMO TIOJIOK, HO O/IMH apOMAaT 3alleTvl MEHsI CBOel HEOOBIUHOCTHIO.

— Yro 3107 — Cripocui 1.

— DT0 OuYeHb HEOOBIUHBI apOMaT — MOPCKOW OpU3 C UTAIBSIHCKOrO MoOepexbs. ABTOP
JIMHENKY BJIOXHOBWJICS BOCIIOMUHAHUSMU O JIETHUX KaHMKYJaX, KOTOpPbIE MPOBOAWII Y JIEAYIIKU B
npuMopckoM ropojke Ha CpenuzemHoM Mope. Korma ¢ Mopsi 1yt Betep, OH MPUHOCKJI ¢ COOOM 3ariax
MOPCKOM CONTM U BOAOPOCTIEH, a 3aTeM, CMEIIMBAasICh C 3araxaMu JAeAYIIKMHOTO caja, HAIOTHSIICS
apoMaToM MYCKyca, KeJipa U 1IBETOB. ..

Ecnu ynrtarens mo0UT Mope, OpbI3rH M CUJTY BOJIH TaK *ke, Kak U s, TO, BO3MOXKHO, paccMar-
puBast HeoOBbIUHYI0 (hopMy (hJIaKOHA C HEMHOTO IpyObIM KOJITTAYKOM, HATIOMUHAIOIIAM OOBETPEHHBIH
METaJLI, Bbl TOXKE HE CMOIJIA Obl CIEPXKATHCS OT MBICITU KYIIUTD €TO.

— VY Hac Ha HUIIIeBbIe APOMAThI CETO/IHS XOPOIIasi CKHJIKA. .. — H00aBHJIa MPOJIABEIl-KOHCYJTb-
TaHT, YCUJIMB MOE KeJIaHUEe KYIUTb.

N HecmoTps Ha BBICOKYIO [UIsl MeHs Torga 1eHy 3a 50 mu napdioma, s ero Kynuiai — U HU
pasy He moxases BrocjaeacTBUM. [ToToMy 4To Kaxaplil pa3, Koraa st HaHoCUI mapdioM, y MeHs B
MaMsATH BO3HUKAJA 11eJ1asi UCTOPHsl, HAMOMHSIOMAs MeHsI TIO3UTUBHBIMU SMOLIUSIMUA U Jiefiasi STOT
3arax ocoOeHHbIM. VIMEHHO SMOIIMY CO3aJi JOTIOIHUTENIbHYIO IEHHOCTh TOBApa U JKeJlaHUue COBep-
IIUTH MOKYTIKY MapdioMa, KOrja B HeM elile He ObLTO MOTPeOHOCTH.

Hymaro, eciy Bbl HEMHOTO MOTPY3UTECh B BOCIOMUHAHUS, TO BCIIOMHUTE U CBOU IMOKYIIKHU,
KOTOpbIe ObLTM COBEpIIIEHbI Ha SMONUsX. M s Takke yBepeH: B OOJBIIMHCTBE TAKUX UCTOPUH BbI
OCTAJINCh TOBOJIBHBI U HE IOKAJIEIH.
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[Tponaxu naneko He Bcerjaa 3aBUCAT OT LieH. JIIoau MOKyMHalT He MOTOMY, YTO MIIYT CaMblid
JeuIeBblid IPOAYKT, — BO MHOTOM OHH MOKYIAIOT B NEPBYI0 OYEpeb OILLYIIEHUs], KOTOpPbIE Y HUX
BO3HUKAIOT IIPY MBICJIY O BJIaIEHUH 3TUM HPogyKToM. HO 3T0 %ke yke He COBCEM TOJIBKO PO «IIEHBI».
Tak ke U Ipu MOKyIKe MeOeJIn: eCI MPOJABILY YAAJI0Ch TOUHO MOHSTH, YTO XOUET KJIMEHT, U CIIeIaTh
MIPE3EHTAIMIO C MAKCUMAJILHOW IEMOHCTPAIMEN MOTyYeHHBIX [IEHHOCTEH, TO JKelaHUe KYIUTh Oy/ieT
MaKCUMaJIbHBIM. A eCli HAa0O0pOT, KpOME IIEHBI, Y KJIMEHTA He OCTAeTCs IPYTUX KPUTEPUEB OLICHKH,
TO 3TO MOTOMY, YTO MEHEIXKEp MPOCTO UX HE Jajl EMY, U TOTAA KJIMEHTY OCTaeTCsl TONbKO «IyMaTb
Y CPaBHUBATH».

Jleno B TOM, YTO B NPUHSATUM PEIIEHUS O MOKYIKE OJHOBPEMEHHO y4YacTBYIOT JBa pekrUMa
MBIIIEHHUS.

BrICTpBIi, UHTYUTUBHBIN U TIO OOJIBIIIEN YacTH SMOIIMOHAIBHBIA — BO MHOTOM OTBEYAIOIIHIA
3a JKryyee CTpeMJIEHHE KyIUTh U OMUPAIOIIMICS Ha OLIYIIEHUS, KeJlaHWsl, BOCTIOMUHAHUS U MEUThI
KJIMEHTA.

N MenyieHHbIN, aHATUTAYECKUI, BO MHOTOM PAllMOHAJIbHBINA PEXUM — aHATM3UPYIOIIHI Clie-
UM(UKALUY, XapaKTEPUCTUKN MAaTepUaJiOB U MHOXECTBO JIPYTMX «TBepAbIX» (pakTopoB. OavH U3
IJIaBHBIX (PAKTOPOB — IIEHA.

Ha npumepe ¢ napiomMoMm BbI yke YBUIEH, KaK JIETKO «ITPA3HOE JIIOOOMBITCTBO» MOXKET IPHU-
BECTU K ’KeJlaHuo KynuTh. Korna pelieHue yxe NpUHATO HAa SMOLMOHAJIBHOM YPOBHE, PallMOHAJIb-
HOE MBIIIUIEHE HAYMHAET UCKATh MOATBEPKICHUS MPaBUIBHOCTY BhIOOpa. CKHKA JIOTOIHUTEIBHO
romMoraeT 00OCHOBaTh 00Jiee BHICOKYIO CTOMMOCTh M CPOYHOCTb TIOKYIIKH.

Ponb u B3auMopnenicTBe 3TUX JBYX peKMMOB MBIILICHUS B PUHATUN PEIIEHUN B YCIOBUSIX
HeorpezeIeHHOCTH ObUTH TIoipoOHO onvicanbl Januanem Kanemanom B Hauaste 2000-x ronos. B 2002
rofy oH nony4yns HoOeneBckyio mpeMuio 1Mo SKOHOMUKE 32 BKJIIOYEHHE Pe3yJIbTaTOB MCUXOIOTHYe-
CKHMX HCCJIEIOBAaHUI B 9KOHOMUYECKYIO HayKy. B Haiell KHUre Mbl HECKOJIBKO pa3 OyaeM BO3Bpa-
IIaThCs K ero paboTe, UCTIONb3Ys 3TH MHCTPYMEHTHI B ITPOJaKaX.

[Tonyyaercs, 3a1a4a MeHe1kepa BO BpeMsl IPOJIaXky — HE 3aLMKJIMBATHCS TOJIBKO HA «pallio-
HAJILHOCTU» BHIOOPA KJIMEHTA, 2 HAyYUThCS BO3/ICHICTBOBATH HA SMOIMOHABHYIO CHCTEMY, B KOTOPOM
KJIIOUEBYIO POJIb UTPAIOT 10(haMUH, OKCUTOLIMH U MUHJAJIEBUIHOE TEJIO.

Hodamun — HelipomeanaTop oxxuaaHus Harpaasl. OH aKTUBU3MPYETCS, KOTIa Mbl IIPEJBKY-
1I1a€M YIOBOJILCTBUE OT MOKYIKHU. B MoeM ciyyae — B npumepe ¢ napgpoMoM — UMEHHO SMOLMH,
BBI3BaHHBIE MHTEPECHON UCTOPUE, 1 HEOOBIYHBIN (hJIAKOH OOOCTPHIIH JKEJTAHUE KYTTUTb.

OKCHUTOLIMH MOHO Ha3BaTb FTOPMOHOM JIOBEpHS U ITpUBsi3aHHOCTU. Ero ypoBeHs pacrer, korna
MBI 4yBCTBYEM JOOPOKEIATETLHOCTh U OE30MaCHOCTb, OOIIAsICh C MEHEKEPOM.

Amuraana (MUHIAJIEBUIHOE TEJO) — IO CYTH, LIEHTP TPEBOI'M M BBUKMBAHHUA. DTO 4YacTb
TOJIOBHOTO MO3Ta Pa3MepOM C MUH/IAIMHY, PACTIONIOKEHHAsI B ITyOMHE BUCOYHOM J0JIH, OTBEYAIOIIAsI
3a cTpax, TPEBOI'Y, arpecCuio U SMOLMOHAJIbHYIO MaMsATh. DTa YaCTh TOJIOBHOTO MO3ra IPUHUMAET
aKTMBHOE ydacTue B (hOpMUPOBAHUY JIOBEPUSI:

* Eciin MeHexep XOJO[eH ¢ KJIMEHTOM, TPephIBaeT WK TOBOPUT TO, UTO BBI3bIBACT pa3apake-
HHE Y COMHEHHUE, BKJTIOYAETCS] PEKUM 0OOPOHBI — U KJIMEHT JIMOO CHIOPUT (HaNaaer), 1Moo yXOauT.

* Ecim mpopaBert pacnionaraeT k cede, MUHIAJIEBHIHOE TEJIO MOXKET CHIXATh OLIYIIEHHe Tpe-
BOI'M — U KJIMEHT COXPaHsICT CIIOKOWCTBYE, HAYMHASI OOJIbIIIE JOBEPSTh MEHEIIKEPY.

ITO COCTOsIHME — OCHOBa JII0OOH cienku. U maxe ecnu noBeprie K OpeHIy ObLIO HYJIEBBIM,
KaK Yy MEHsI K HEU3BECTHOMY ITPOM3BOIUTEINIO MapdiomMa, TO yKe MOCiIe MOKYIKA OHO YKPEIUTCS U
MPUBEJIET HE TOJIBKO K TIOBTOPHBIM TIOKYITKAM, HO M K PEKOMEHIAIIMAM JIPyTrMM MOKYIaTesIsaM Yepes
OT3bIBbl. MeHsI MHOTO pa3 CIIPAIUBAJIM, YTO TO 332 apOMaT, M s C YIOBOJBCTBHEM IEpPECKa3bIBA
MCTOPHIO €ro CO3/IaHUSI.



E. CyX’dHOB. <<HPOHU.B€LI MeOeIH: OT 3asiBKU JO OIUIATHI IIO Iaram»

it ol il o B

YCTajHOBJIEHHe KOHTaKTa W BbICTpauBaHWE [0BEPUTENbHbIX OTHOLLIEHUH i

= £ e S ,
] T 1 = |
Boisgnenue | lpesenraums E P Orpabotka 3akpeitie I
notpetHocTH npoayKTa I BOZPAXKEHNS CHeNKH

Ha 3t0i1 cXeme HarisIHO MpeACTaB/IeHa 3aBUCMOCTb BEPOSITHOCTU C/IEJIKU OT YPOBHS JI0Be-
pUs U SMOLMI — TO, YTO MPOUCXOAUT BO BpeMs npojaxu. Kpome BiIMsHUSA Ha YPOBEHb SMOLIUIA
MEHeJI)KEp TaKke JIOJKEH BO3AEHCTBOBATh HA YPOBEHb JIOBEPUsl KJIMEHTA.

Cy1ecTByIOT HHCTPYMEHTHI YCUIJIEHHSI I0BEPHS1, KOTOPble 00pa3yloT (PyHIAMEHT B POAAKAX.
[pencraBbre cebe TPEeHOTY — €CJM yOpaTh OHY OMOpPY, TO KOHCTPYKIIUSI CTAaHET HeyCTOWYnBOM. Tak
1 JIOBEpUE: OHO CTOUT Ha TPEX OCHOBAHUSX.

Ne 1. /loBepue kK KOMIaHUU

T10 BCE, UYTO CO3JACT OLIYIICHHUC CcTaOMJIBHOCTH U HpO(l)CCCI/IOHaJ'II/BMaI 6pCH)_I, OT3bIBbI, ATMO-
C(bepa CaJIOHA, BU3yaJibHas 3CTETUKA, ITIOPAAOK.

Ne 2. loBepue K NPOIYKTY

IT0 KauecTBO Baiel MeOenr, MaTeprasl, rapaHTui. OTBET Ha BHYTPEHHUI BOIPOC KJIMEHTA:
«XOpOLIMIA JIU 3TO TOBAp ?»

Ne 3. /loBepue k nmpoaaBILy

Tak Kak JIoqy MOKYMalT UMEHHO Y JIIOJIei, TO UICKPEHHOCTh, SMIATHs1, BHEUTHUIA BUJI, IMOLIU-
OHAJIbHOE COCTOsIHHE U MPO(ECCHOHATIN3M BallluX MEHEIKePOB BO MHOTOM IpeIoIpeaessioT A0Be-
pyie KJIMEeHTa K Ballleil KOMIaHuu U npoayKTy. [lonydaercs, 9T0 camblil BaKHbIN IEMEHT JOBEPUSL.
B siie MeHekepa KJIIMEHT Kak Obl BUIUT BCIO KOMITAHUIO M JJa’Ke KOHEYHBIN TPOIYKT.

Koraa stu Tpu ypoBHS 10Bepusi pabOTAIOT BMECTe, Y KJIMEHTA MOSIBIISIETCS TIOJTHOE OCHOBAHUE
paccinabuThest U HauaTh ceOst yOek1aTh B MPABUIILBHOCTH BBIOOpA.

UroObl cIe/IKK 3aKTI0YaTUCh JIETKO, MEHe)KepaM BO BpeMsl TIEPerOBOPOB BaKHO COCPEIOTO-
YUTHCSl HA UHCTPYMEHTAX U JIEHCTBUSX, KOTOPbIE YKPEIUISIOT JIOBEpHe U YCUIIMBAIOT MOJOKUTEIb-
HOE SMOIIMOHAJIBHOE COCTOSIHUE KJIMeHTA, TEM CAMbIM KPATHO YBEJIMUUBAsI BEPOSTHOCTD 3aKTI0UEHUS
JOroBOpA.

O TOM, KaK 3TO Jiesath, Mbl OylleM TOBOPHTH B CIIEYIONIMX IJIaBax KHUTH. Tam s mogpoOHee
MO3HAKOMJIIO BAC C MHCTPYMEHTaMU YCUJIEHUsI SMOLIMI U JOBEPHUs], 4 TAKXkKe MOKAKY, KaK MPUMEHSITh
UX Ha MpaKTHKe.
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P.S.

Coca-Cola cTana omHIM M3 CaMbIX y3HaBaeMbIX OPEH/IOB HE TOJbKO Oarojiapsi BKYCy HaIMTKa
u caxapy. Komnanusi cBsizana NpoayKT ¢ HIMPOKUM CIIEKTPOM CUACTIIMBBIX BOCTIOMUHAHUI MOKYTIaTe-
JIef, co3aia BOKPYT HEro SMOIMOHAIIBHYIO KYJIBTYpY Y IOfl 32 TOIOM YKpeIuIsijia JoBepue K OpeHy.
Coca-Cola mpojomkaer pacTi, HECMOTPS Ha TO UTO B MUPE CYITIeCTBYeT OECUMCICHHOE KOTMIEeCTBO
MOXOXKUX CJIAAKUX ra3uPOBAHHbIX HAITUTKOB.

MeHexepy HyKHO BCerja MOMHUTH OCHOBY: SMOLIMH CO3/AI0T KEJIaHWE, TOBEPUE CHIKACT
CTpax NpUHATUA PEIICHWA, U TOrJAa JIOTUKA JACT PA3pCIICHUE KIIMCHTY ﬂ@ﬁCTBOBaTb. Ecnmm kakoii-
TO DJIEMEHT BbI6bIBa€T, KJIMCHT HAYMHACT COMHCBATLCA, CPABHUBATH U OTKJIAAbIBATH PCHICHUEC. Ho
Korga o0a Haxo[sATCs Ha MHKE, MOKYNKa CTAHOBUTCS €CTeCTBEHHBIM MPOJOIKEHHEM pa3roBopa —
npofaxu OyIyT Ha IpaiiBe U ISl MEHeIKepa, U AJIs1 KJIMeHTa.
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JloBepHe K KOMIIAHUN: KaK MepPecTaTh ObITh «elle OHOMI
MeOeJbHOH KOMIIaHNe» U CTAaTh «TOH caMoil» IS KJINEeHTAa

Kak s yxe nican Bolliie, JOBEprUe — 3TO COCTOSIHHE, ITPU KOTOPOM YeJIOBEK CHIKAeT BHYTPEH-
HIOIO 3aIIIUTY U JOMYCKaeT BO3MOKHOCTb B3aUMOJICHCTBUS O3 O:KUIAHUS YTPO3BI.

JloBepre K KOMITAHUM — 3TO, TIO CYTH, MBICIA U JEUCTBUS, TTPOUCXOMAIINE Ha CTOPOHE U B
roJIoBe KJIMeHTa, KOTOpbIe (POPMHPYIOT ero OTHOIIICHUE K pon3BoauTeo. Ho mpu 3Tom cama Komria-
HUSI MOXET U JIOJDKHA CO3/1aBaTh YCJIOBHS JIsI TOTO, YTOOBI ITO I0Bepre (DOPMUPOBATIOCH TPABUIIHHO.

Camoe mpocToe, 4To JIeNaloT BCe MpeapuHUMATEI, — 3TO KOHTPOJIUPYIOT U TOTMOTHSIOT
TMOJIOKUTEJIbHBIE OT3BIBBI, BEIYT COIICETH U B Measle UCTIONB3YIOT UX KaK PYNop CBOEro KauecTsa u
1ieHHocTel. Ho KpoMe OT3BIBOB U COIICETel eCTh OUeHb CHIIbHBIA JIEMEHT, OObeIUHSIONIUN BCe, —
CMBICITHL ¥ (pUIT0CO(HS, KOTOPbIe KOMITAaHKS BKJIABIBACT B CBOIO PadoTy.

Hanpumep, o kakoit MeOeTbHON KOMITAaHUW BBl BCIOMHUTE, KOTJIa TIOAyMaeTe, YTo HyKHa KPo-
BaTh ISl «3[JJOPOBOTO M KQUECTBEHHOTO CHa» ?

Jymato, HeCMOTpPSI Ha TO YTO KOMITAaHWIA, TIPOM3BOASAIINX MaTpachl U MeOesb ISl CIIaJieH, ykKe
o4yeHb MHOTO B Poccuu, Tem He MeHee MHOTHE YUTaTeIl celyac BCIIOMHUIM UMEHHO «ACKOHY» C
ee CJIOrAaHOM O «TEPPUTOPHH 3OPOBOTO CHa». M, KOHEYHO, MOXKHO CKa3aTh: TAK 9TO JKe TUTaHT, Kya
HaM JIO ero peKJIAMHBIX BO3MOKHOCTE, MacIlTada CeT! U MPOU3BOJCTBEHHBIX MOIITHOCTEH. .. Ho Tak
ke ObUIO He BCerya, U UAeOorusl KOMIIAaH|H, KOTopast TpUBeJia K TAKOMY ycriexy, (hopMUpOBaIach
3aJI0JIT0 IO O'POMHOrO Ou3Heca. JINYHO MO TIOKYTATeIbCKUN OMBIT 3HAKOMCTBA C 9TUM OpeHIOM
ObLJT IMEHHO B X TOPrOBOM 3aJie, TJie MEeHeKep, MPOHUKIIASCSA 3Tor (pumocodueit u TIoOOBbI0 K
KOMITaHUH, BJTIOOWJIA U MEHS B Hee. A Be/Ib TaKasi KaueCTBEHHAs MPOPa00TKa C BOCIPUSTHEM KJTMEHTa
KOMITaHUM JOCTYITHA KaXJ0MY, HE3aBHCHUMO OT pa3MEpOB Balllero Ou3Heca.

N komnanus UKEA, kotopasi, KoHeUHO, ceiiyac M3BeCTHa Kak MUPOBOM FMTaHT MO MPOJaxe
meoenu ¢ 915 000 000 moceruTelier Bcex MarasmHoB B rox, Ho 80 jier Ha3ag 31a KOMITAHUS ObLIa
HEOOJBITNM Mara3sMHYMKOM, B OCHOBY KOTOPOTO YKe Torja Obla 3aJokKeHa Wjesl ClesiaTh CaMylo
JOCTYITHYIO ¥ TIPY 9TOM KaueCTBEHHYI0 MeOeJb Il MaKCUMAJIbHOTO KojindecTBa mofe. U co3narenb
KOMITaHUM CMOT 3Ty WJCI0 JOHECTH CHaJasia /0 MEepBbIX JECATH COTPYAHUKOB, a CelUac 3T MpUH-
unel 1 rsocoduio pazaensoT yxe oomee 222 000 COTpYITHUKOB, KOTOPBIE PETPAHCIUPYIOT 3Ty
WICOJIOTHI0 MUJUTUAPIIAM KJIUEHTOB 110 BCEMY MUDY.

[Tpu 3TOM /17151 yerexa rmpojiak BaM HeoOs3aTeIbHO CO3/1aBaTh KOMITaHUI0, KoTopas, kKak MKEA,
BO IVIaBY yIJIa CTABUT HEOOXOOUMOCTh OOECIIEYMTh CaMyl0 HU3KYIO IIeHy Ha pbIHKe. Y MeHS ecTb
KJIMEHT, KOTOPBIM Havasl 3aHUMaThCs MeOesblo BCEro IIeCTh JieT Ha3al, 0e3 MepBUYHOro OIMbITa B
9TOM cepe, M HUKOT/IA, C CaMOro Havasia, He IpoaBall Aeliesye peiHka. OH BHIOpAJ APYTOM MOIXO/:
Jydiiie 0O0CHOBAaTh CTOMMOCTh KJIMEHTY, YeM JIEMITMHIOBaTh. Mbl Hauaid padoTaTh C HUMU YeThIpe
rofa Ha3aj, ¥ C CaMOro Hayajia B JIMYHBIX pa3roBOpax s MOCTOSTHHO CJIBIIIAJ OT Hero ¢pasy:

— MBpI He yXoauM OT KJIMEHTa, TTOKa OH He OyJIeT CUacT/IvB.

Dt0 cTasio Kpeno KoMmmaHuu. Ha Texymwii ieHb OHa — JIydInasi B CBOEM ropojie TIo 00bemMy
MPOJIaK, a IIeHbl Y HUX Ha YPOBHE TOIOBHIX (hefiepabHbIX KOMITAHUM, KOTOPbIE JeJIal0T XOPOIIYIo U
Ka4yeCTBEeHHYI0 MeOeb yxe 1o 30 Jier.

HoBepue k OpeHIy hopMUpyeT KOMIUIEKC (haKTOPOB, HO OCHOBY YacTO CO3AI0T OCHOBATEb
Y ero OTBETHl Ha BOIPOCHL: «3aueM MbI JefaeM mMebenb?», «Kak Mbl nemaeM mebenb?», «[louemy
MMEHHO Y Hac Hy’HO ee TOKYMaTh?» ITO M eCTh Ta camasi «aypa», KOTOPYI0 HEOOXOIMMO 3aJI0KHUTh
B JIHK kommanum Ha MOMEHT ee (pOpMHPOBAHMST; UMEHHO 3TO JOJKHBI TPAHCIUPOBATH MEHEKEPbI
KJIMCHTaM.

Ecnu BB KOrga-HUOYIb 0OpAIaIiCh K areHTaM o HeIBUKUMOCTH, YTOObI KYITUTh VT CHSITh
KBapTHPY, AyMalo, HHOT/IA TIPY OIJIaTe BO3HATPAKICHU S BBl CTAIKMBAIUCH C YYBCTBOM, UTO KaKasi-TO
«He3aclTy)KeHHasl OIuIaTa», «Hy 3a 4To?». § Jake Kak-TO CIBIIAI IIYTKY, OBITYIONIYIO Y HEKOTOPBIX
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areHToB HeaBMKUMOCTH: «Hara muccuss — xomuccusi». O KakoM J0BEpUM KJIUEHTOB IPU TaKOM
T0/1X0/1e MOKHO roBopuTh? Ho ObIBaeT 1 HAOOOPOT: MHOT/IA TTONAIAIOTCS areHThI, KOTOPBIE OT AYIIH
CTapaloTCsl MOMOYb U JEUCTBUTEILHO OTPAOATHIBAIOT KAKABIA CBOM pyOsb. OqHAKIB 5 HE Ky y
areHTa 3eMeJIbHbI YYaCTOK, TaK KaK B UTOTe Mbl KyIWJIA KBApTHPY, HO HE MOT HEe OTONAroiapuTh
ero M MoJapuil BUCKM — HACTOJIBKO MHE TMOHPABIIKCh €ro padoTa U OTHOLIEHHE K JIey ¥ KO MHe
KAaK K KJIMEHTY.

KieHT cuntbiBaeT BHYTPEHHIOI MOTHBALMIO KOMITAHUM Y€pe3 MEHEAKepa I0BOJIbHO XOPOLIO.
Ecnu BB roprTe uzieeii caenath KU3Hb KJIMEHTA JTyYllle, Ballld COTPYIHUKH TOKE YJIOBSIT STOT BallO 1
HAYHYT €r0 TPAHCIMPOBATh KJIMEHTaM, KOTOPbIE, B CBOIO OUEPEb, IOUYBCTBYIOT 3TO U IPOHUKHYTCS
BalllUM HaMEPEHHEM.

[Mpyuem BrevaTsieHUe KJIMEHTA YCHIIMBAET HE TOJIBKO MEHeIkep, Ho U ¢uiocodpus OpeHna
komnaHui. OHa BCTPEUYHO MOKET NIEPEHOCUTHCS Ha €€ MPOLYKThl, CEPBUC U COTPYAHUKOB, KOTOPbIE
ee MPECTaBIIAIT. B IIcUXonoruu 3ta 3aKOHOMEPHOCTb Ha3bIBAETCs «3(PEKTOM OpeoIar».

Tepmun nosisuncsi 6 1920 200y 6 pabome amepukanckozo ncuxonoza 30sapoa
Jlu Topmuoaiika «Ilocmosinnas owubka ncuxonozuveckux oueHok». TopHoartix
AHANUZUPOBAN, KAK aPMELCKUe KOMAHOUPbL OUEHUBANU CEOUX NOOUUHEHHDIX.
Hanpumep, 0ooun komanoup évicmagun ouenku 137 aBUAUUOHHBIM KYPCAHMAM NO
HECKONbKUM OMOEAbHbIM NApAMempam: Pu3uuecKuM KayeCmeam, UHmeNnNekmy,
audepcmey u xapakmepy. Xoms Kaxicooe Kauecmso npeonucbléanoch OUeHUBAmMs
He3a8UCUMO, Pe3YNbMantbl OKA3AMCH NOOO3PUMENLHO MECHO CE513AHbL: MON, KMo
NOAYUAN BbICOKYIO OUEHKY 3d GbINPAGKY, ONPSIMHOCHb, SHEPZUMHOCHb U Opyeue
uzuueckue Kauecmaa, KaxK npasuno, bICOKO OUEHUBANCS MAKJiICe 3a UHMENNEKM,
AUO0ePCmeo U Xapaxmep.

Toproaiixk coenan 6v1800: uen08eKy MPYOHO PACCMAMPUBANL KANCOOE
Kauecmgo omoenvho. CHauana y Hezo CKAAdvlAemcst oOujee eneuamaeHue —
«XOpOWULE» Neped HUM UeN0BeK UAU «NAOXOU», — d 3amemM 5Mo eneuameHue
OKpauueaem éce nocaedyrouue oyenku. Tourno max dce pabomaem u CUNbHBIL
Openo: ecau Kauenm 0oepsien KOMNAHUL 8 UeAOM, OH, KaK NPpaguno, O0a20CKAOHHO
goCNpUHUMAem ee NPOOYKUuio, cepeuc u compyonuxos. Ilonoxcumenvhulii oopaz
KOMIAHUU CAOBHO CO30aem Opeon 8OKpYe2 8Cez0, YUMo ¢ Hell CEsI3aHO.

Korga BHyTpH KOMIIaHMY HMEIOTCSI €JUHbIe IPUHIMIILI 1 MUCCHS, KOTOPBIMHU PYKO-
BOJCTBYETCS BCSI KOMaH/a, KJIUEHT 3TO IOYyBCTBYeT.

Ham mo3r ynuBuTeIbHBIM 00pa30M Bcerja aBTOMaTU4eCKU JOCTPAUBAET HEJOCTAIOIIYI0 eMy
MH(OPMALMIO Yepe3 IMOLIMIO: €C/IM MEpPBOe BIleYaTsIeHUWe IUI0X0€, TO OH HaYMHAeT IyMarh, 4TO
Aajblie Oy[eT elle Xyxke, U UCKaTh TOMY MOATBep:KAeHUs (M Hai/IeT), a €ClIM BlieyaTJIeHue Xopolllee,
TO OH OECCO3HATENBHO «JOMHUCHIBAET» OCTAJIbHbIE XaPAKTEPUCTUKU KaK MO3UTUBHBIE. [lymalo, U Tak
MIOHAITHO, YTO HY)KHO CTPEMMTBCSI KO BTOPOMY BApUAHTY M CTApaThCsl CO3/1aBaTh TOJBKO XOPOILUE
BIIEYATJICHUS /17151 KJIMEeHTA.

E1e onuH cioco0 BbIAEIUTHCS HA MACCOBO-OJMIHAKOBOM PhIHKE 1 ObICTpee MacCIITaOupOBaThCS
— 3TO «3aleNUTh» BHUMAHUE KJIMEHTAa HAa OJHOM IPOAYKTE, BOZMOKHO, HAITPABJIEHHOM Ha Y3KYIO
HUILY.

3BYyYMT, BO3MOXKHO, [JIs1 KOTO-TO MapaJOKCaIbHO: YTOObI BBIPACTU B JI0OXOAAX, HY)KHO OTKa-
3aThCsl OT «BCel noApsa padoTh» U OpaThesl TOJIBKO 32 KOHKpEeTHbIe 3a1auu. Hanpumep, ectb KOM-
MAHUM, KOTOPBIE 3aHUMAIOTCS1 TOJIBKO JIETCKON MeOeJIbIo M pacCKa3bIBaIOT 00 3TOM B CBOUX COLICETSIX,
KaK OHM JIeJIAI0T €€ MAKCMMAaJIbHO O€30MacHOM 1 yIOOHOM [/1sI MaMBbl M peOEHKa, — U JIOBEPUE K KOM-
NAaHUM HAYMHAET BBICTPaMBaThCA €lle [0 BU3UTa B calloH. Vn ecTb KOMITaHUU, KOTOpbIE CIelMalIu-
3UPYIOTCS Ha MeOeH AJ1s1 HeOObIIMX MO IUIOLIA 1 KBAPTUP U OYEHb ITPEYCIIENN B TOM, KAK YMECTUTh
BCE B OIPAaHUYEHHOE IIPOCTPAHCTBO BONPEKH 3aKOHAM F'€OMETPHH U 3[IpaBOro cMblcia. Vu npopaot
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TOJIBKO KaOMHETHl M ObHCHYI0 MeOeslb — M 3HAIOT BCE O TOM, KaK c/iesiaTh paboTy MaKCHMaJIbHO
KOM(OPTHOHN 1 00ECTIEUnTDh BBICOKYIO MTPOLYKTHBHOCTb COTPYIHHUKOB. KiloueBoe B Takom moaxone,
KOHEYHO, TO, YTO KOMIIAHUS JOJKHA CTPEMUTBCS CTaTh «HOMEPOM OJIMH» B CBOEM HallpaBJeHUU, —
TOTZIa ¥ KJIMEHTHI OyyT ee BHIOMpaTh 10 STOMY MPHU3HAKY, HECMOTPS Ha TO YTO MOKHO HAWTH 3TOT
TOBAp JIELIEBJIe Y KOHKYPEHTOB.

ITPAKTUKA

HaGpocku naeonorny KOMnaHuy MOXKHO c(pOpMy/IMpoBaTh B TPU 1Iara.

IIar 1. Coop «/IHK KoMnmanum» 0T KOMaH/IbI

CkorupyiiTe 9T1 IATh OJIOKOB BOITPOCOB M PA3OLIUIUTE KaXKJOMY COTPYJHUKY.
OTBeTbTe Ha HUX CAaMU U TOMIPOCUTE KAXKAOTO COTPYIHUKA OTBETUTh «KaK €CTh», HE
TIONIJISIIBIBAST B UHTEPHET:

1. 3auem mbl cymectByeM? Kakyio 601b KJIMEHTOB Mbl 3aKkpbiBaeM? Kakyio
npobseMy Jiofiel Mbl peraeM?

2. Ectb yn y Hac kakue-to npuHuunbi? (YectHocts? KavectBo? 3abora o
KJIMEHTE «JI0 I0OeIHOr0» ?)

3. Hdnsa koro Mbl padoraem? Yeil ObIT Mbl ynydmaem? (s Momombix
cemeii? [Ing nparmatuyHelx Torn-meHeaxkepoB? s nerei? Kakux KiIMeHTOB y HaC
Oosnbiie?)

4. Kak mbl ieniaeM cBoto padoty? Yto ommyaer Hai npotecce ot apyrux? (He
YXOJIMIM, TIOKA KJIMEHT He cuacTiuB? Jlenaem ObicTpee KOHKYPEHTOB?)

5. B yem Haia yHuKaibHOCTB ? [ToueMy KJIMEeHT OJKeH BhIOpaTh IMEHHO Hac,
a He KOHKypeHTa?

HIar 2. Cunate3 ¢ nomomnio MU

CoGpaB oTBeTHI, 3arpy3ute ux B JitoOoi N-MoMomHuK 1 3a1aiiTe IPOMIIT:

«[IpoaHanu3upyii npeocTaBIeHHbIE OTBETHI COTPYIHUKOB Hallleld KOMITaHUU
u chOpMyaUpYyl HA HUX OCHOBE BAOXHOBJISIIOUIYID MHUCCHI0O U 3—5 KJIIOUYEBBIX
LEHHOCTEN JJI1 KOMIIAaHMM, KOTOpasl MPOU3BOAUT W IPOAAET WHAMBUAYAJbHYIO
MeOestb. TOH: yBEepeHHBIH, Py KeTI0OHbIN, OPUEHTUPOBAHHBIA HA KJIIMEHTa».

WU nact Bam 10CTaTOYHO CTPYKTYpPUPOBAHHBIN YEPHOBUK.

IIar 3. «O:xxuBjieHne» Tekcra oT MU Bcelt kKoMaHa0H

D10 camblii BaxHbI 3Tar. COOCTBEHHUMK M Jpyrue pPyKOBOAUTENIU OepyT
CHHTE3MPOBAHHBIN TEKCT U «IIPOTOHSIIOT» €ro yepe3 ceOsi:

* D70 Npasjaa npo Hac?

* MBI rOTOBBI XKUTb MO ITUM MPUHIMIIAM?

* YT0 HY)XHO 100aBUTh WK YOpaTh?

DuHaNMBbHBIA BapuaHT JOJKEH ObITh HE MPOCTO KpacuBOW KapTUHKOW. OH
JOJDKEH OBITh MPABIOM, B KOTOPYIO BEPUT KaXAbI COTPYAHUK KOMITAHUM.

Kak eie ycunuTb 3HA4MMOCTh KOMITAHUY 17151 KJIIUEHTA?

Enie onuH BaxHbIN 271EMEHT, YCUIMBAIOUIUN TOBEpUE KJIUEHTA K KOMIIAHUU, — 3TO YHUKAJIb-
HbIE XapAKTEPUCTUKU, KOTOPbIE BBIIESIOT BaC Ha (POHE APYTHX.

[IpencraBbTe, UTO Bbl — KJIMEHT, KOTOPBIA OO3BOHUII MSITh MEOEJIbHBIX CaJIOHOB. Bam HY:KHO
BBIOpATh OMH — TOT, C K€M MPOJOIKUTE padoTaTh. M U3 KAk JO0To cajioHa BbI CIIBIIIUTE OAHO U TO Ke:

«Y Hac Ka4ecTBEHHO!»
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«Y Hac UHIUBUYAJIbHBIN MOIXOM!»

«Y Hac NIMPOKUI BHIOOP MaTepUasIoB!»

Kaxkoii canon Bl BeiOepere? Ckopee Bcero, TOT, IJie Jald caMylo HU3KyIO 1eHy. [lotomy
YTO, KOTJIa BCE TOBOPAT OMUHAKOBO, JMHCTBEHHBIM pa3IMJaoIiuM (hakToOpoM ISl eperpyKeHHOTO
MO3ra KJIMEeHTa CTAaHOBUTCS 1IeHa.

Bce e10 B TOM, 4TO MBI BCE CTAJIKUBAEMCSI C TJIABHOU OO0JIE3HBIO PHIHKA — OJJMHAKOBBIMU (hpa-
3aMU-KJIUIIIE, KOTOPbIE UCTIONB3YIOT MeHeIXKephIL. [ /1e Bce KOMITaHUY KaK «Ka4eCTBEHHBIE» OJIM3HEIIbI,
a MeHeJlKepbl, He 3Has HU4ero 0oJjiee MOIXOAIIero O CBOMX KOMITAHHSX, TIOBTOPSIIOT OJJHO H TO Ke.

Ecau BbI X0THTE BBIAEJATHCA U NPUBJIEKATH IEHHOCTHIO, a He I€HOoI1, Balia 3aJa4ya
— mepecTarhb ObITh «ellle OJHMM BapHAHTOM /I pacueTa» U CTaTh JJs KJINeHTa eJIiH-
CTBEHHBIM JOTHYHBIM BBIOOPOM.

UroOsl 3TO clieNaTh, HY’)KHO KaK MUHUMYM B IJIa3aX KJIMEHTa CTaTh HEMOXOKUMU HA JPYTHX.

Haw mo3ze 6onvue écezo 3anomunaem mo, umo @vlousaemcsi uz ¢oua. Imo
Haswleaemcst aghgpexmom uzonsyuu. Ilpoue 2080ps, mo, umo He noxodxnce Ha OpyY2ux,
— 3anomMuHaemcsi.

Ymoobwl kauenm 6vi0pan eauy KOMIAHUIO, OH OOANCEH CHAUANA 3AMEMUMD
ee cpedu KOHKYPEHMO8, 3ameM 3anOMHUMb Npu paoome ¢ MeHeoxdcepamu, a 8
HYJICHBLL MOMEHM — CYMemb 6CNOMHUMb UMEHHO 84C 0Aa200apsi 6NeuamneHUsIM,
NONYUEHHbIM HA Nepezoeopax, U MAmepuanam, NPUCIAHHLIM eMy mem dice
MEHEONCEPOM.

Hackonvko smo eadxcno, nazasono noxazaau Xen Coirnt [oiwcun, Ietin Kepp
u owcunxu Cy 6 cepuu sxcnepumenmos 2019 z200a. Yuacmuukam nokasvleanu
pexaamuvle OAOKU, 8 KOMOPbIX O00bluHbIE 00BABNEHUSL COCEOCMB08AM C Oonee
OPURUHANBHBLIMU U KPEamUBHbIMU. BblsicHunoCb, umo KpeamusHasi peknama He
MOALKO 3ANOMUHANACH AY4Hlde U 6CNOMUHANACL PAHbUE OCIANLHBIX, — OHA eule U
8bIMECHSANA U3 NAMAMU 00bIuHBIE 00BsI6NeHUs. [Ipuuem cunvHee 6cezo CHUNCANACD
3aNOMUHAEMOCTb PEKAAMbBL KOHKYPUPYIOUUX OPEHOO08.

THoayuaemcs, 6numarue KaueHma — 3mo oezpanuueHmslii pecypc. Ecau oona
KOMNAHUSL CMO21A 8blOEAUMbCSL U 3aHSMb MeCmO 8 €20 NAMSIMU, OCHMANbHBIM
CIMAHOBUMCS CAONHCHEE ObIMb 3AMEUEHHBIMU U 3ANOMHEHHBbIMU.

Buioeaumuvcss — 3nauum noayuums éHUMAaHue U 3anOMHUMbCS KAUEHMY.

Kak xe nmpaBuiibHO c(hOpMYJIMPOBATH CBOIO YHUKAJIBHOCTD?

K npumepy, «aenaem kauecTBeHHYI0 MeOellb» — 3TO Bce a0cTpakLus. Tak roBopsAT Bce MeHe-
JKepbl, ¥ MO3T KJIMEHTA 32 9TO He 3alenuTcs. A BOT, K mpuMepy, «bonee 800 BUAEOOT3bIBOB JOBOJIb-
HBIX KJIMEHTOB» — 3TO YK€ KOHKPETHKA, COLIMAIbHOE JJOKa3aTeJIbCTBO, KOTOPOE MO3I CUMTHIBAET KaK
CUrHas1 0€30MaCHOCTH, UM «25 JIeT TapaHTUM» — 3TO pelKas XapaKTepUCTHKa HaJe:KHOCTH. Bce
3TO TOYHO CHUMAET TPEBOT'Y M TOBOPUT O CEPbE3HON YBEPEHHOCTH B CBOEM NPOAYKTE. A YHUKaIIb-
Has UH(pOpMaLUs BPOJE «yCTAaHOBUM KYXHIO 3a 24 yaca» OTKJIaJbIBa€TCs B MaMsTH, B TO BpeMsl Kak
1m1a0I0HHBIE (ppa3bl «caeaeM ObIcTpee APYrux» TYT ke 3a0bIBAIOTCS.

Nrtak, Kak HalTH Ballly «yHUKAJIBHOCTb» U OTCTPOUTBLCS OT PhIHKA?

BnymuuBo 1 He crielia OTBEThTE YECTHO Ha 3TH BOIIPOCHL:

1. OmBbIT: CKOJIBKO JIET HAa PhIHKE?

2. Macmmira0: CKOJIBKO U3/IeJTHIA/TTPOeKTOB clefiau 3a Bee BpeMs? («bomee 10
000 mpoekToB».)

3. Penyranms: CKOJBKO OT3bIBOB M KaKOW CpPEIHUMM PEUTHHI B SHAEKC
Kaprax/2I'NIC?
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4. CoupaJIbHbIM KaIluTaJl: €CTh JIM M3BECTHBIE KJIMEHTHI (MECTHBIC 3BE3[Ibl,
omnorepol)? Mosker ObITh, y Bac MHOIO TMOANUCYMKOB M BBl CaMH OTKPBITO
pacckasbiBaeTe, Kak MpOU3BOANUTE MeOeb.

5. IIpon3BOACTBO: KaKMe YHUKATbHBIE TEXHOJIOTUH WJIA MOIITHOCTH €CTh?

6. lapanTun: uto BbI ipearaete ceepx puiHka? (IToku3HeHHas rapaHTUs HA
(ypuuTypy? BecriaTHoe moctrapaHTHiitHOe cepBUCcHOe oOcykuBanue Ha 30 1et?)

7. Komanza: Kakoil COBOKYITHBIM WMJIM CPEAHUI ONBIT BALIMX IW3aliHEPOB U
TeXHOJIOroB? («CyMMapHbIiA ONBIT KOMaHIbl — 85 JIeT».)

8. Harpagpl: ecth 11 KyOKH, rpaMOThI, T0Oe/ibl B KOHKYpcax? Ilpudem 310
MOXeT OBbITh IaXe He B MeOeu.

9. DKCKJII03UB: BO3MOXHO, €CTh TWJIEPCTBO HA PEJKUE MaTepualibl, KOTOPbIX
HeT y npyrux? Vi ocoOeHHbIe YCIOBUS T10 TIEHE.

10. Kefichl: ecTb 11 3HAKOBbIE MPOEKThI, KOTOPHIMU MOKHO TOPIUTHCS ?

11. Crienmanu3anysi: MOXeT ObITh, Bbl Y3KHE IKCIIepPTH B ueM-To? Harpumep,
TOJIKO KyXHHM TPEMHyM-KJIacca, TOJIbKO MeOeslb Ui BAaHHBIX KOMHAT, TOJIBKO
peleHus Uisi MaJloradapuTHBIX KBapTUP, TOJIBKO JeTcKas mMeOesb, WM, MOXKET
OBITh, BBl «BCE 3HAETE MPO KyXHH, TaK KaK y BaC B KOMaH/Ie AU3AUHEPOB eCTh Iied-
noBap». $1 pabortay ¢ KOMNaHuew, Ije Au3aliHepoM MeOean ObUT ObIBIIMK Ied-
MI0BAap, U OH MPOJAABAJI YEPE3 CBOIO SKCIIEPTU3Y B TOM, KaK CIIeJIaTh IPUTOTOBJICHUE U
HAaXOJKJIEHHE Ha KyXHE MaKCUMaJIbHO YIOOHBIM, KOM(DOPTHBIM M BJOXHOBIISIOIIIM,
— 3TO TOXE CTOUT <«IIOJICBEYMBATh» B COIICETSIX W B MOMEHTE TEepEroBOpOB C
KJIMEHTOM.

12. Eme yto-To, 4TO Bac OTIMuaet ot apyrux. [locraBbTe cebe 3agauy HalTH
YTO-TO YHUKQJIBHOE B Ballleld KOMMaHuWW. Hamr Mo3r ycTpoeH Tak, 4To, MOJTy4YuB
KOMaH/ly, HauMHaeT MOOATbHBINA TIOUCK perrieHrsA. OTBET MOXET HAWTHCh JTaXe B
HeoueBHIHOM obnactu. K mpumepy, npu oOIIeHNH ¢ KIMEHTOM WA COTPYJHUKOM,
MIPY TPOCMOTPE CAJIOHOB UJIA padOT KOHKYPEHTOB, Ha BHICTABKAX U KOH(EPEeHLIUIX,
B TOM 4mcJIe B Apyrou Huiie. [Ipocto co3paiite cede «JaT-KOMUIIKY» B MECCEHIKEPe
Y OTHpaBJISIATE Ty/a UM — UM, BOZMOXKHO, Balll MO3T, Kak Y MeHesneeBa, cpeau
HOYHM pa3OyAUT Bac O3apeHHEM.

Cpeny HEOUEBUHBIX U HEOOBIUHBIX OTJIMYMIA KOMIIAHUH 51 Obl BBIAEIWI OAMH IPUMEP KOMITa-
HUM, OCHOBATEJb KOTOPON — OUYEeHb BEPYIOLIUI YEIOBEK, OH MOET B IEPKOBHOM XOpe, Y HEro 00Jib-
mas cegas 6oposa, Mo HEMY BUHO, YTO YEJIOBEK OYEHb YECTHBIN, AYIIEBHBIN, M TaK e YECTHO U
AYLIEBHO OH MOJAXOAUT K CBOEMY Jiely. Mbl pelliniii, YTO «BBIISTYMBATb» PETUTHO3HOCTh, KOHEYHO,
HE CTOUT, HO MOJKHO 3TO C/IeNiaTh B MEpPY M aKKypaTHO, MOTOMY B «OOBIYHOM» HAa3BAHUM KOMIIA-
HUM TOSIBUJICS] TIOACTPOYHUK: «Mebenb, caenanHas ¢ qymoi». Ilpuyem ocHoBaTelb KOMIIAHUM MHE
MIOTOM J1aJ1 OOpaTHYIO CBSI3b, YTO OH CaM MO-JPYroMy Telepb CTal PacCKa3blBaTh KJIUEHTaM O «CBOEM
ene», — 3TO JEUCTBUTENBHO BIIMSIET B MIEPBYIO OYepeb Ha caMy KOMaH/y KOMIIaHUH,  TIOTOM YKe
Ha MOKYTIaTeJIsl.

Eiie Ha mpocTopax MHTEpHETA 1 BCTPETUI KOMITAHUIO, KOTOPAast OUeHb CUJIbHO «3aMOPOYMIIACH»
B TOM, Kak MeOeb BHIVISAUT BHYTpH. OueHb HEOXKUAAHHAS JIETallb, HO €CJIM BCIIOMHUTD JIETeH/ bl
npo CruBa [I)xo00ca, KOTOpBIN TpeOOBaI OT CBOMX Te€XHApeW, YTOOBI KOMITBIOTEP BHYTPU TOXE ObLT
«KPaCUBBIII», TO 3TO YK€ He KaXEeTCsl YeEM-TO «HEHOPMAJIbHBIM», & JJa’Ke CTAHOBUTCS JIIOOOTBITHBIM.
Tak, KOMIaHHUs PaccKas3bIBaeT O TOM, YTO BHYTPU MOKHO CO3aTh «CKPBIThII», OCOOCHHbII Xapak-
Tep MeOenu, KOTOphIil OyleT crnpsTaH OT a3 Apyrux Jiogeil. K npumepy, cnenars mkadg BHYTpH
SIPKO-KPAaCHBIM, a CHapykU — CIHOKOWHBIM O€JbIM: TaKUM 00pa3oM, MeOellb B KaKOW-TO CTEMNeHH,
BO3MOHO, IMOBTOPUT XapakTep CBOero Biajesnbiia. OueHb HEOOBIYHBINA MOIXOMA, HA MOU B3MJIAM, U
TOYHO 3alIOMUHAIOLIUICS.
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[Ipu 3TOM €ciu Bbl HE CMOIJIM OTBETUTh Ha BCE MPE/JIOKEHHbIE MHOM BbILIIE BOIPOCHl M HANTH
B CBOEI KOMITAHMM MHOT'O YEro YHUKAaJIbHOIO — HE paccTpauBaiTech. Bo-nepBbIX, HET 3a/1auu OTBe-
THUTh Ha KQXKIbIH BOIPOC: Y BAC MOXKET OBITh UTO-TO CBOE M HE OBITh TOT'O, UTO $1 MPEAJIOKHIII B BOITPO-
cax, U OTBET, BOBMOKHO, IPUJIET MO3Ke. A BO-BTOPBIX, €CJIU J1a)Ke HET OTBETa Cerlyac, TO Ternephb Bbl
roriMeTe, 4Yero UIMEHHO BaM He XBaTaeT, U cMoxkeTe chOpMUPOBATh IJIaH ISl CO3JaHUs ITOU YHU-
KaJIBHOCTH.

Uro B Bammx cuiax cAenaTh B OMkaiinee BpeMsi, 4TOObl OTCTPOUTHLCS OT phiHKa? Hampumep:
€CJIM Y Bac ceiiyac HeT «3Be3/IHOrO» Kelica, TO MOXKHO HaiTh Oiorepa — med-1moBapa B CBOEM ropojie
U clieJlaTh €My WM C €r0 YYaCTHEM KYXHIO, TEM CaMbIM IOJTy4MB YHUKAJIbHBIA U 3HAMEHUTHIN KENC,
a Tak’e, BO3MOXXHO, ¥ BOPOHKY C JIU/IaMHU.

JANPXAK

Haiias Bce U1rochbl KOMIIAaHWH, CTOUT MONCKATh U €€ cJ1adble CTOPOHBI.
He 6oiiTech 3TOro: Beb HX NOYTH BCErJa MOKHO IIPEBPATHTh U3 MIUHYCOB
B ILTIOCHI.

MuHnyc: g0Jroe npou3BoACTBO (0T TPpex MecsieB).

IIpeBpamaem B miwc: «Mbl yCTAHOBHM BaM BPEeMEHHYI) KyXHIO B
TeueHne 24 4acoB, YTOOBI BbI CMOIJIH MIEPeeXaTh y:Ke 3aBTpa».

W3 nonyumBierocs crmcka BeIOeprUTe BMECTe ¢ KOMaHI0M S—7 caMblX CHJIBHBIX, U3MEPUMBIX
Y TIOHATHBIX KJIMEHTY XapakTepucTtuk. OnupaiTtech Ha IUQPHl U OTKIUK. O4eHb BaXKHO, YTO 3[€Ch
JOJKHO OBITh UTO-TO «TBEPHOE», [IOMHUTE, YTO IMPOCTO CJIOBA «MBI JIeJIaeM KaueCTBEHHYIO MeOeb»
He LIETUISAIOT. A LIeIUISIOT, Hanpumep: «12 et Ha peiHKe», «>2000 peaqr30BaHHbIX TPOEKTOB», «CO0-
CTBEHHOE IMpou3BoACTBO 5500 KB. M», «[OKU3HEHHAs FApaHTUs HA (PyPHUTYPY», «IKCKJIIO3UBHBIN
AUCTPUOBIOTOP (pacaloB B perMoHe» U T. J.

BriOGepute UMEHHO Te, KOTOpbIE BaC KaK KJIMEHTA «3allelsAT», — 3TO U OyAyT camble CHIIbHbIE
XapaKTePUCTUKH.

INPAKTUKA

1. CozpaiiTe nepByI0 BEPCUIO 17151 CBOEI KOMaH[bl 1 KJIMEHTOB «ITPE3eHTaluN
0 KOMIIaHUW», UCTIONB3YS JOOOH MPUBBIYHBIN BaM PEAAKTOP [UIsSl PE3eHTAIH.

* Ha nepBom craiiie — JIOTOTHII ¥ CJIOTaH, OTPAXKAOIIMKI Ballly (pritocoduio.

* Ha Bropom — Baim 5—7 TON-XapaKTEPUCTUK B BUJE SPKUX, JJAKOHUYHbBIX
KapToyek ¢ LudpaMy 1 UKOHKAMH.

* Ha tperbem — poTo sryummmx pador.

Llesb: 9TOOBI KJIMEHT, OEIJI0 MPOCMOTPEB MPe3eHTaIIo, 32 60 CeKyH[] OHSL,
YeM Bbl OTJIMYAETECh OT BCEX OCTAJIBHBIX. DTa ke Mpe3eHTalusl IPUrOAUTCS U ITpU
00y4YeHNH MEHEIKEPOB.

2. 3amycrurte «KOMWJIKY aoBepusi». Co3anTe 3aKphIThld KaHaJl, HAIIPUMED
B MecceHkepe «Makc», uisi cOopa BHAEOOT3BIBOB. DTO KaHAJ HE TOJBKO IS
U/IeaIbHBIX BUAEOPOIMKOB — 3TO B IEPBYIO OY€peb UHCTPYMEHT 1S MEHEKEPOB
10 MpoJaxam, YToO0bl OHM MOIJIM OBICTPO MOKa3aTh MOTEHIMAIBHOMY MOKYIATeNIo:
«BOT 4TO 0 HAC rOBOPAT HAIlIM KJIUEHTBI».

[MonpoGHee 00 WCHONMB30BAHMM STOTO WHCTPYMEHTa MEHEKepaMH BbI
y3Haete B yactu «[Ipe3eHTarms».
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Kcratn, cpeau Halmmx KJIMEHTOB eCTh KOMITaHUsI, KOTopast codpaa yxe dosee
800 BMIEOOT3BIBOB, M TEINEPh 3TOT (PaKT JErKO MPEBpAIIAeTCs B YHUKAJIbHYIO
XapaKTepUCTHUKY KOMITAHUM: «Y Hac, BO3MOKHO, y OJHUX U3 Bceil Poccru cobpaHo
6omnee 800 BUICOOT3BIBOB HA MEOEITb», — T'OBOPAT UX MEHEIKEPHI.

P. S.

OpnuH 13 caMbIX SIPKUX MPUMEPOB TOr0, KAK KOMIIAHMsI CMOIJIA BBIAEIUTHCS MIPAKTUYECKU Oe3
peKJIaMHOro OloKeTa, — UCTOpus pousBoauTess OneHaepos Blendtec.

B 2006 romy kommaHusi BBIycKaja JEWCTBUTEIBHO MOIIHBIE OJIEHAEphl, KOTOPbIE XOPOIIO
3HATU B MPO(eCCHOHABHON cpefie, HO OOBIYHBIM TOKYMaTeasiM OpeH] ObUT MOYTH HEW3BECTEH.
Hospiii aupexTop 1o mapketusry Jxopmx PailT opHaxapl 3aMeTHI Ha MOy IPOU3BOACTBEHHOTO
nomelrtieHus onwiku. Okasanock, ocHoBatenb Blendtec Tom [IMKCOH IpoBepsi MPOYHOCTh TEXHUKU
BECbMa HEOOBIYHBIM CIIOCOOOM: 3aCOBBIBAJI B OJIeH/Iep JepeBsIHHbIE OPYCKM M CMOTpEJI, YTO MOOeAUT
— JIepeBO WJIM MalllMHa.

BmecTo TOro 4toOBI BBITYCTUTh OYEPEIHYI0 PEKJIamMy CO CJIOBAMH «BBICOKAsl MOIIHOCTb» U
«TpoheCCUOHATIBHOE KaYeCTBO», KOMIIaHHs pelInsia MpoCTo MOKa3aTh 9TU MCHbITaHus JoasM. Ha
NIepBbIe POJIMKU MOTPATHIM OKOJIO 50 JOMIapoB: KYMWJIM HEMHOTO PEKBU3UTA, MOCTABMIIM OCHOBA-
TeJIs1 KOMIIAHUM NIepejl KaMepoi 1 IIPeIIoKIIIN eMy TiepeMalibiBaTh B OJIeHAepe MPeaMEThbl, KOTOpbIe
HUKTO B 3[paBOM YMe TyJa He MOJOKMUT.

Tak nosiunacek cepusi Bujieo «Will It Blend?» («M3menbuutcst mm 3107»). B ponukax Tom
JIMKCOH € COBEPIIEHHO CEPhEe3HBIM JIMIIOM MpeBpalall B MblIb MU [UIs1 TOJb(a, CaJ0Bble HHCTPY-
MEHTBI, MOOWJIbHBIE TeJIe()OHBI U JIPYTYI0 HEOXUIAHHYIO NoObIvy. [lepBbie BUIEO HAOpaau OKOJIO
IIECTM MUJUTMOHOB MTPOCMOTPOB BCEro 3a MSTh JHEW, a uepe3 roa npoaaxu Blendtec, mo njaHHbIM
KomnaHuu, Beipociu Ha 500 %.

Blendtec He cTanma rpoMye KOHKYPEHTOB paccKas3biBaTh O MOIIHOCTH cBouX OneHaepoB. OHa
Haluia cnocod MoKa3aTh 3TY MOIIHOCTh TaK, Kak 0 Hee He MOKa3blBal HUKTO. JIIoau mpuxoquau
MIOCMOTPETh, YTO €Ille YHUUTOXKUT CTPAHHBIA YeJIOBEeK B OEJIOM Xajare, a BMECTe C pa3BlieUeHUEM
3aNOMHHANM I1aBHOE: OneHaepsl Blendtec crnocoOHbI epeMosoTh TPAKTUUECKH BCE.

STOT NpUMep XOPOLIO MOKAa3bIBAET: YTOObI 3aBOEBATh BHUMAHUE KJIMEHTA, HE BCEr/a HyXeH
OO0MBIION peKIaMHbIN OokeT. MIHOrga 10CTaTOuHO HalTH B CBOEM MPOAYKTE CUJIBHOE CBOMCTBO U
MIPOJEMOHCTPUPOBATH €T0 TaK, YTOOBI OT TOM AEMOHCTPAIIMU HEBO3MOKHO ObLIO OTOpBaThcst. OTiu-
yue paboTaeT CHIIbHEEe BCEro He TOrJa, KOrJa OHO MPOCTO YAMBIISIET, a KOIZla OAHOBPEMEHHO JI0Ka-
3bIBAET LIEHHOCTh MPOLYKTA.

Baia komIaHust — 3TO He MPOCTO IPUINUYECKOE JIUIO, CTAHKU, MaTepuasibl U IeHbI'M Ha pac-
YETHOM cueTe. ITO )KMBOW OPraHU3M € Xapakrepom U aymon. Cpopmyaupyite 3TOT XxapakTep — U
COTPYIHUKHU U KJIMEHTHI, KOTOPbIE Pa3JesIsAioT Ballll IEHHOCTH, MOTSHYTCS K BaM CaMM, U BBl IOCTPO-
UTe He MPOCTO OU3HEC, a COOOIIECTBO eMHOMBIIIUIEHHUKOB.

[TomHuMTE: BalllM KJIMEHTHl HUKOTAA HE Y3HAIOT O TOM, Kakas y Bac KpyTas KOMIIaHUs, TOKa
Ballli MEHE/IKEPhl U BBl CAMU He pacckaxkeTre UM 00 3ToM. ChopMyarpyiiTe CBOM CHITbHBIE CTOPOHBI,
KOTOpbIE BBIIEJISAIOT BaC CPE/IM BCEX OCTANIBHBIX, a B CICAYIOIIMX IT1aBax 5 MOAPOOHEE pacCKaKy, Kak
MIPABUJIBHO TU TE3UCHI JOJDKHBI JOHOCUTD BAalll MEHEAKEPbl, YTOOBI OHHM ellle JIyYIle 3alOMHUJIICH
KJIMEHTaMHU.
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Kak atmocdepa B cajioHe BJHMsIeT HA POJAAKHA

B 1985 200y Puuapo Tanep npeonodicun 8axcHyto 0ast RPoOAdC UOeI0.; UeN08eK
OyeHusaem NOKYNKyY He MOALKO uepe3 UEHHOCMb Moeapd, HO U 4epe3 UEHHOCHb
Konmexkcma coenku. On nokazan smo 8 uzeecmuom sxcnepumernme «lluso na
nasiice.

YV ucnoumyemvix cnpauiueanu, CKOAbKO OHU 20M08bl NOMPAMUMb HA OOHO
U Mo Jice X0N00HOe NUBO, MONbKO KYNAEHHOE 8 PA3HLIX MEeCHAX, PSOOM ¢ OOHUM
u mem dce nasicem. Ilo pesyrvmamam onpoca: 6 n1000u-6ape omens. Ha NAsHCE
A00U Oblau 20moevl naamums okono $2.65 za oymuinky nusea. B npocmom
mazazunuuke y nasionca — okono $1.50. Tosap ne usmenuncs, HO UBMEHUNCS
KOHMEKCM ammocghepbl, U 20MO8HOCHb 3aNAAMUNb DOAbULE BbIPOCAAL.

CnpaBenmBasi ieHa BOCIPHHHMAETCs B TOM YHCJIe Yepe3 MeCTO U CUTYaIHIo.

Ecnu canoH akkypaTHBIH, IPOyMaHHBIH, C KPACHBOM 9KCHO3UIMEN U YBEPEHHBIMU CIIELUAI-
CTaMM — BBICOKAsl 1IeHa BOCIIPMHUMAETCS Kak JornyHas. Ecim ske BOKpYr xaoc, AeIIeBble CTYJIbs,
KOpPOOKHM y BXOJ1a, «yCTaBIlasi» BbICTABKA U HATPOMO>K/IEHUE KaTaJIoroB — arMocgepa cajioHa TOYHO
He 00OCHYET BBICOKYIO LIEHY.

Eme ovyeHb BakHO, Ha YeM y Bac KJIMEHT cuauT. 51 oOpaTuyl BHUMaHHE, YTO B HEKOTOPBIX
KOMITAHUSIX MCHOJIb3YIOT MPOCThIE M OYEHb JKeCTKHE CTY/bsA. Ho Korga npopaercss MHAMBUAYAIbHAS
MeOeJIb, MPOLIECC EPErOBOPOB MOXKET JUTUTHCS U TPU, U IATh YacoB. [lonpoOyiiTe mocuaeTh Ha CBOeM
JKECTKOM CTYJIe MATh YaCOB — s YBEPEH, Bbl Oy/IeTe UCIIBIThIBATh JUCKOMMOPT B CIMHE, BaM OyaeT
XOTEThCS BCTaTh, MOXOAUTh U, BO3MOXKHO, aXe CKOpee YUTH (TPOryJIsThCs).

3/1echb BbI TOKE MOKETE TIOMOUb CBOMM KJIMEHTaM U MEHeKepaM, M03a00TUBILIUCH 00 UX KOM-
¢opre 3apaHee, 10JOOPAB XOPOIIUE CTYJIbA.

B 2010 200y /]oicomya M. Akepman emecme ¢ Koanezamu npogen, Ha nepewiii
63241510, npocmoii sxcnepumerm: 86 YuacmHUKO8 paccanrcusanu AUdO Ha Heecmxue
OepessiHHble CMYAbsl, MO0 8 MsizKUe Kpecad. 3amem um npeonazanu npeocmasums,
umo OHU nokynarom asmomoouns cmoumocmero 16 500 Odonnapos. Kadicowiii
YUACMHUK HA3bIBAN CE0I0 UEHY, NOAYUAN YCAOBHBIIL OMKA3 NPOOABUA U MO2 COeAAMb
8MOpoe NpeoNodiCeHle.

Camu npeonodicentvle CymMmol 8 08YX 2pYNNAX CYWECMBEEHHO He PA3NUUANUCD.
Oo0Hako cpedu yuacmHuKos, cOenasuiux 6mopoe npeonodceHue, MoOU Ha HCECKUX
CMYAbSAX UBMEHSLAU NEPBOHAUANbHYIO UeHy 6 cpedrem Ha 896,50 odonnapa, a
cuoeguiue 8 msiekux kpecrax — Ha 1243,60 doanapa. To ecmv nepevie meHvule
omcmynanu 0m ceoeil UCXOOHOU NOZUUUU U NPOSIBASINU MEHBUYIO 2UOKOCHTb.

Aemopul npeononodicuy, umo Pu3u1ecKoe OUYUWEHUe HeCMKOCHU MONCEN
AKMUeUpoBamv C653aHHbIE C HUM NOHAMUS — YCMOUUUBOCHb, CMPO2OCMb U
HeYCMmynuueocms — U mem CamblM GAUSINb HA OUEHKU U PEULEHUS UeN08EKA.

Ecmu y Bac ectb cajioH, Hy)KHO €ro U3y4YHWTh CBEKUM B3IVISAOM: KaK €ro cedyac BUAAT Balllu
KJINCHTHI?

1) [TocMoTpuTe, rae y Bac Jexkar Bce oOpasiipl? Y OOJBIIMHCTBA OHM JIeKAT Ha CTOJIEITHUIAX
KyXOHb WJTM UMU 3a0MTHI Bce mKadwl. Jlydine, KOHEUHO, C/IeaTh OTACIBHBIA CTeH AJIs1 00paslioB,
YTOOBI HE 3arPOMOJK/IATh MPOCTPAHCTBO. B OTHOM M3 HAIIMX KOMITAaHU-KJIMEHTOB Ha BXOJE B CAJIOH
«TPAJUIIMOHHO» X PAHUIIUCh KOPOOKHU C PAKOBMHAMU U BBHITSKKAMHU — UM TaK IPOCTO OBUIO yIOOHO,
Y HUKTO Jake He 3alyMbIBAJICS, UYTO ITO MEePBOE, UTO BUANUT KJIUEHT, KOTrJa 3aXOIUT K HUM.

2) Kyna Bemats Benu? beiBaeT, 4To Ha BECh CaJIOH CTOUT OJIHA HATOJIbHAS BEIaiKa, ¥ 3UMOU
OHa TMPOCTO 3aBajieHa KypTKaMH MEHEKEpOB M rOTOBa BOT-BOT ymacTh. IlocepenuHe camoHa 3TO
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BBIIJISITUT KakK 4yKeponHasl TeMHas Macca, KOTopasi MOPTUT BHEIIHWI BUJ CAaJlOHA U HE BBI3bI-
BaeT JKeJIaHWsI KJIIMEHTA MOBECHUTH TYy/a CBOIO KypTKy. YOepuTe HarolbHble XJIUIKKE Belaaku. mm
MOCTaBbTEe HECKOJIBKO MPOYHBIX M KPACHUBBIX B Pa3HbIX YIJIaX MOMENIEHHSs, WM elle JIydline — cJie-
JafiTe OTAENbHBIN KA 111 BEPXHEH OfIeKIbl, BbI ke MEeOETbIIMKY BCE-TaKH.

3) Y6enurech, 4TO BallM CTYJbsI Y KJIMEHTOB U y MEHeKepoB ynoOHble. Ecim Het, To ctout
UX 3aMEHUTb.

4) BrictaBka MeOesT — 3TO Ballla BUTPUHA, M MHOTI/IA OHA CHJIBHO YCTapeBaeT WM JIake Mpu-
XOIUT B HETOAHOCTD. M MOsICHEHU ST MEHEKePOB KJIIMEHTaM TUIIa «Y HacC TYT Meperopesa mojacBeTka,
JaBHO JeJIai» U T. . YK TOYHO HE CIOCOOCTBYIOT JKEIaHUIO KJIMEHTA KYIUTb U J1a)ke MOTYT BbI3BATh
3aKOHOMepHbII Borpoc: «Ecim oM Tak caenany cede, TO Kak MHE CIeaioT 7»

5) Odopmienue npocrpaHcTBa canoHa. Becnomuure uynecHsie npocrpanctsa MKEA, koTopele
Kak Oy/ITO «IIPOAAIOT» CaMH, — TaK U XOUETCS BCE B TEJIEKKY CIOXKUTH. V1 BBl MOXKETE TaK Ke 3aroj-
HUTh SKCTMO3UIMM BAlllUX BBICTABOK (KYXOHb, KOHCOJIEH, rapAepOOHbIX) «KH3HbIO»: HOOABbTE TyAa
MOCY/y, TEKCTHUJIb, 3€JIeHb U T. 1.

OpHa U3 MEeHeKepOB KaK-To MOJEIMIIach CO MHOW UCTOpHUEl. B caioH, rie Mbl 10JIT0 TPOCUIIH
«OXKMBUTb» ITyCTYI0 30HY KOHCOJIM, OHA KyNWJIa Ha MapKeTIUlelce JeKOpHbIe JIEMEHTHI: Ba30UKH,
cTaTty3TKH, cBeud. CTOUT 100aBUTh, YTO paHBINE MPO STy KOHCOMb HUKTO He chpammBai. [locie
OOHOBJICHU S BHEIITHETO BU/1a HA OYePEeJHON OTPUCOBKE KYXHH KJIMEHTKA JIOJTO CMOTpEJIa Ha «<HOBYIO»
KOHCOJIb M CKa3asa: «Bbl MHE MOTOM elle 3Ty KOHCOJIb B TOCTUHYIO TIocunTaiite. M MoxeTte mpoaarhb
BCE 9TH BAa30YKH U CTATYITKH ?»

Ecnu BBI 3axoauTe B MOMEINIEHUE, T/Ie XOPOIIIO MaxHEeT, XOPOIIUi CBET MOJICBEYNBAET TOBAp,
UTpaeT Jierkasi 1 HerpoMKasi My3bIKa, BCE BOKPYT aKKypaTHO U CTUJIBHO, TO BaM, CKOpee BCEro, 3aX0-
yercsi ocTaTbesl. EcM ke MCKIMOUUTh 3TH (DAKTOPBl U3 BOCIIPHUSTHS, TO BAC MOXKET «3aCTaBUTh»
OCTaThCs TOJIBKO HU3KAsI 1IeHa, U TO HE BCer/a.

Ooun uz ocnosameneli cogpementoezo mapkemuriza Puaun Komaep, uvu
pabomvl ocmaromcest PyHoameHmom onsi OuzHeca yoice bonee noayeexka, eute 8
1973 200y onybauxkosan 3Haxkosyio cmamvlo «Ammocgepa Kax UHCMPYMEHM
Mapkemurza». B Hell OH 0OHUM U3 NEPEbIX CUCIEMHO ONUCAN, KAK 0OCMAHOBKA 6
MazaszuHe Modicem GAUsIMb HA BOCNPUSIMUE U NOBeOeHUe NOKYNamensi uepe3 06a308vle
Op2abl UYecma.

Komuep evi0eaun uemvipe epynnvt ammocghepvix pakmopos:

e 3penue (usem, sipkocme, pasmep u ¢popma). Oceewjerue, y8emMosas
naaumpa, pasmepol NOMeueHust U Popmbl OKPYICAIOUUX NPEOMEMO8 CO30aIom
o0ujee BU3YANLHOE Gneuamaetue on NPOCMpPAnCmed eule 00 mMozo, KaK KAUeHM
ycnesaem noopooOHO paccmompents mosap.

e Cayx (zpomxocmv u evicoma 3syka). Mysvika, pazeo8opvl COMpYOHUKO8
U 00WUIL YposeHb WyYma CMAHOBSIMCSL YACMbIO AMMOCHepbl U MOYM éAUSIMb HA
HAacmpoenue NOKYNamenst U Ha memn e2o NePeOSUNCEHUsL N0 MA2A3UHY.

» OOonsiHue (3anax u ceedxcecmv 8030yxa). Apomam cnocooer 8bl3vl8amb
accouyuauuu u Popmuposams odulee neUamaeHue om NPOCMPAHCIEd, OOHAKO
peakuyust 3asUCum Om Ccamoeo 3anaxd, €20 UHMEHCUBHOCMU, CUMYAuuu U
npeonoumeHuil 4en08eKda.

e Ocsa3anue (msizkocms, 2na0kocmv u memnepamypa). To, Hackonvko
KAUeHmy menno, YyooOHO U NPUSIMHO NPUKACAMbCS K MAMepuanNam, modxice
CMAHOBUMCSL UACBIO BOCNPUSIMUSL MA2A3UHA U NPEOCABACHHBIX 8 HEM MOBAPO8.

U ecau Komaep 3an001cun mowsHyo meopemuueckyro 6a3y, mo no3xce YueHvle
HEOOHOKPAMHO NPOBePsiAU, KAK 3anaxu, MYy3vlKd, océeuieHue u opyeue 31emMeHmvl
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NPOCMPAHCMEA GAUSAION HA HACMPOEHUe NOKynamenei, OUeHKYy MazasuHa u
NOKYNamenbCcKoe nogeoeHue.

B 2001 200y uccreoosamenu Anna Mammuna u Hoxen Bupmuy pewuu
npoeepumv, umo Oyoem, ecau 00BeOUHUMb 084 3AMEMHBIX AMMOCHEPHbIX
¢paxmopa — 3anax u myswiky. Mx eunomesa 36yuana mak: ecau apomam u
MY3bIKA 8 Maza3uHe co30arom eOuHoe, CO2NACOBAHHOE NO YPOBHIO B030YHCOEHUS
Hacmpoexue, mo NoKynamensb Oyoem ayuute OUeHUBAMb MA2a3uH, NOAYUUM 6orvuLe
YO0BONLCMBUSL OM NOCEULEHUS. U NPOSI8UNT DONLULYHO 20MOBHOCHb PACCMAMPUBAIND
Mo8apuvl U COBEPULAMb HE3ANAAHUPOBAHHbLE NOKYNKIL.

IKcnepumenm npoBOOUNCS. 8 DPeaNbHOM Mda2a3uHe Nooapko8 6 meueHue
uemvipHaouamu  OHeli. Hccaedosamenu mensiau  0sa  pakmopa. Ilepsbim
Ovln  apomam: paccAraOAsIOWUll  3anax AaAeaHobl, CMUMYMUPYIOWUN  3anax
epetingbpyma aubo noaroe omcymcmeue apomamuzauuu. Bmopeim gaxmopom
Obln  MY3LIKAALHBIL (POH: MEONEHHAS. PACCAAONSIOWAS, ObICmMpast SHePeUUHAs
Kaaccuueckast Mysvlka aubo ee omcymcemeue. B umoeogoui anaauz eowinu 247
amkem nokynameneii.

Pe3yavmamul noomeepounu ocHosHyio eunomesy uccaedosameneil. Koeoa
MY3bIKA U APOMAm cOo6naddnd NO YPOBHIO B030YHCOEHUS, NOKYynamenu Oonbule
paccmampuean moeapel, Ovlau OoAbULe 20MOBbl BEPHYMBCS 8 MA2A3UH U
nompamums 6onvute, uem cooupanuce. Taxdce oHu coobwaru o Oonvutel
YOOBNEMBOPEHHOCMU ~ NOCEWJCHUEM U O0Nee  BbIPANCEHHOL  CKAOHHOCMU K
UMNYAbCUBHBIM NOKYNKAM.

Ho 30ecvb ecmv eadxcueiiuwuii Hioamc: 3¢ghekm 603HUKAN He MONbKO
npU  COMEMAaHUuu paccradasiioulezo 3anaxa Aa8aHobl ¢ MeONEHHOU MY3bIKOIL.
Cmumyaupyrowuii — epeiingppym  modice  XOpouto — couemancs ¢  Oblcmpol
9HepeuuHOli MY3bIKOW. [ nasHoe 3aKAOUANOCH UMEHHO 8 CO021ACO8AHHOCHIL.
Kozoa paccrabnsowuii apomam naearobl coeOUHSAU ¢ ObICMPOU MY3bIKOU UL
CIUMYAUPYIOWUIL 2petinghpym — C MeONeHHOU, OUeHKU no psdy noxkasamenel
cmanosunuce Huice. Tlokynamenv eocnpunumaem ammocghepy Ueaukom, a He
KaXHCObliL ee 3neMeHm No OMoenbHOCHIU.

Bbonee npamyro ceéasv medxncoy ammocghepoii u peanvHwviMu  pacxooamu
nokynameaneii oonapyscun Ponanreo Munauman. B 1986 200y on nposen noxoorcuii
NONeBOUl IKCNEPUMEHN 8 DeCmOopaHe U aHaau3uposan cuema nocemumeneii. Ilpu
MEONEHHOU MY3blKe PACX00bl HA €Oy NPAKMu4ecku He uzmeHuaucs: 55,81 ooanrapa
npomug 55, 12 donnapa npu dvicmpoii my3vike. 3amo cpeoHue pacxoovl Ha HANUMKU
svipocau ¢ 21,62 00 30,47 donnapa. [locemumenu donvie 0cmasanuco 3a Coaom u
ycnesanu 3akazams 0onvute Hanumkos. Iloayuaemcs, mysvika He 3acmasuna A00eli
ecmbo 6onbuLe, HO NOBAUSLAA HA NPOOOAHCUMENLHOCHIL NOCEULEHUSL U COCMAB 3aKAa3d.

Toxoorcuii pesyavmam onsa 3anaxoe noayuuau Spux Cnaneenoepe u e2o
konneeu 8 2006 200y. Ilonesoii sKcnepumenm npo8oOUNCS 8 PEANbHOM Ma2d3UHe
ooexcovl ¢ yuacmuem 181 noxynamens. Koeoa apomam coomeemcmeosan
Kamezopuu moeapoé (8aHunb — 8 omoene MHCeHCKoU 00excovl, Rose Maroc
— NpU 8bI00Pe MYNHCCKOL 00eHCObl), CPeOHUe PAcXo0bl NOCEMUmMens: CoCmasunu
55,14 oonnapa, a npu necoomeemcmeyrouiem 3anaxe — 23,01 dornapa. Cpednee
KOAUUECMB0 KYNAEHHBIX Geuleli Ha 0OH020 NOCEMUMenst Maza3uta maxdice 6bipocao
c091 00 1,71.

IIo utoram sTux I/ICCJIG)IOBaHI/Iﬁ MOJKHO CACJIATh TPU INIABHBIX BbIBOAA, KOTOPLIC OTIMYHO pa60—
TaloT B MTIpOJa)Xax 0 CHUX IIOp:
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1. Apomatsbl 1 My3bIKa MOTYT padoTaTh Kak (hoHOBbIE NOACKA3KHU.

OHM He 3acTaBJISIOT KJIMEHTa aBTOMATUYECKU JI0OBEPATh MPOJABIYy WM COBEPLIAThH MOKYIIKY,
HO MOTYT BJIMSITh HA €r0 HACTPOEHHWE, TEMIT MOBEAEHHS U oOIliee BOCIpHUATHE IpocTpancTa. Eciu
OKpYXKalolas cpejia TPAaHCIMPYeT CIIOKOMCTBHE U KOM(OPT, YeTOBEKY OOBIYHO MPOIIE OCTABATHCS B
HEW U U3yvarh MpeijioKeHue.

2. CeHcOpHAasi KOHTPYIHTHOCTDH ycuJjauBaeT 3¢ gekt atmocdepsl.

CeHcopHasi KOHIPYSHTHOCTh — 3TO, MPOIIE TOBOPSI, COIIACOBAHHOCT. DTO CUTYAIHs, KOTAa
MY3bIKa, 3allaX, OCBEHICHHUE U BU3yaJIbHad KApTUHKA HECYT OJUH U TOT K€ [IOHSATHBINA MOCHLI. KOF,I[EI
3JIEMEHTBI CPEIbl «APYKaT» MEKIy COOOM, TPOCTPAHCTBO BOCIIPHHUMAETCs O0JIee LIEJIbHBIM U Tpe-
ckasyeMbIM. Kora oHM MpoTHUBOpeyar Apyr apyry, atMocgepa MoXeT Ha4aTh MellaTh.

3. AtMoc¢epa MOKeT BIUATH HA peajbHble PAcXo/bl MOKyNaTeJeil.

IloneBuie IKCIICPUMCHTLI IMOKAa3bIBAIOT, YTO MY3bIKa U 3allaXW B HCKOTOPBIX CUTyallUAX )16171-
CTBUTCJIbBHO MCHAIOT NPOAOJIKUTEIIBHOCTL MOCCHICHUA TOProBOro 3ajia, KOJIUYCCTBO KYIIJICHHBIX
TOBApOB M pa3Mep pacxonoB. Ho, KoHEUHO, OjHa TOIBKO MPHUATHAS My3bIKa WM apOMaT He TapaHTH-
PYIOT poCTa KOHBEPCHHU M CpeIHero 4eka. AtMocdepa He MpogaeT BMECTO MEeHeKepa — OHa JIM0o
MOMOTaeT eMy padoTaTh C KIMEHTOM, JIMOO CO3/AAeT AOTOTHUTEIbHbIE TIOMEXH.

Kak npruMeHHTh 9T0 B MEORIBHBIX CaJIOHAX ?

1. ITonoepuTe «cBOil apoMat OpeHIa»

IKEA, Zara Home, Apple Store — Bce HCONb3YIOT COOCTBEHHBIE APOMATHI.

MeOenbHbII CaJloH MOXET BHIOpaTh MATKUH APEBECHBIN, IMTPYCOBBIN MM KO(EWHHbII apomar,
KOTOPBIN BBI3BIBACT OIIYIIEHUE «JIOMa». DTO He 00sI3aTeIbHO JIOJKEH ObITh KAKOW-TO CIIOKHBIN U
JOPOroCTOAIINNA MEXaHU3M apoMaMapKeTHHIa. JJocTaTouHO KynuTh apoMaandy30p U TyXu K HEMY.

Sl naxe nyist cBoe paboThl MHOTAA UCHIONB3YI0 9(hUPHBIE Macia, KOTOpbIe MOJHUMAIOT HaCTPO-
enue. Harmpumep, 3amax MaHIapyHa y MEHs TIOBBIIIAET pad0TOCTIOCOOHOCTb.

2. My3bIKa B yHHCOH

Ecmu BB paboTaere B CpelHEM WM MPEMHUATBHOM CerMEHTe — BaM IMOJON/IET CIIOKONHBIN
JIayHX, JITKUH JpKa3 WM KJIAacCHKa. A Takke My3blKa SIBJISIETCS HEBUAMMBIMH LITOPKAMU MEKTY
PabovYMMU CTOJIAMU TU3AHHEPOB.

Bl korga-HuOyAb 3ayMBIBINCH, TIOUYEMY B PECTOpaHAX BEYEPOM MY3bIKA UTPaeT rpomue,
yeM gHeM? [ToToMy 4TO OHa CO3AaeT WLTIO3HIO MTPUBATHOCTU. 32 KaXJbIM CTOJIMKOM YTO-TO IPOMKO
oOcyxaaercs, HO Onaroiapst My3bIKe MbI HE CIIBIIIIMM JPYTUX M CKOHIIEHTPUPOBAHBI TOIBKO HA CBOMX
coOeceJHIKaX.

B canone meGenu He HY)KHO BKJIIOUATh MY3BIKY TPOMKO, HO, €CJIM Oy/IeT MOoHAs TUIIMHA WIIH,
KakK MHOT/Ia ObIBAET, KOJIOHKA Oy/IET pachoiokeHa 3a KAKUM-TO OJJHUM M3 MEHEKepOB, a He B IIeH-
TPAJILHOM YacTH 3aJ1a, TO 3BYK MY3bIKH He Oy/IET paccerBaThCs M OOIEHUE MEHEKEPOB C KJIMEHTAMU
Oyner 6onee auckomMpopTHEIM. HyXHO czienath Tak, 9ToObl 3BYK MY3bIKM HUKOMY HE MeIlasl, HO IpU
9TOM «3aroJIHsUI» BCE MPOCTPAHCTRO.

3. OcBemenne

Teruiblii MSTKUA CBET BBI3BIBACT OIIYIICHUE «JOMa», MOTOMY B MPEMHUAIIBHBIX KYXOHHBIX
CaJIOHaX MOYTH He UCTIONB3YIOT XOJIOHBIE JIAMITBI, & TAKKE JAOTOTHUTEILHO YCTaHABIMBAIOT TOPIIEPHI,
OOKOBOM CBET fesaeT atMocepy erne 6orade. [ToncBeTka KyXOHb M CTEKJISTHHBIX JIEMEHTOB JIEJaeT
Me6estb 6oJiee HapsAHOM, UTO CIIOCOOCTBYET KeJIAHUI0 PACCMOTPETH €€ MoipoOHee. A BOT OTCYTCTBUE
TO/ICBETKY Ha KyXHe c03/1aeT 3P(PEKT «TEMHOTO yITIa», TaK KaK TeHb BEPXHUX HIKA(OB OT OCBEIIECHUS
najgaer Ha croyemHuIy. Kak Bbl OTHOCHTECH K TEMHBIM yriiam? MHe OHM KaKyTCsl MPaYHOBATHIMH.

4. Ilopssnok Ha BBICTABKe U HA CTOJIAX

Paz6pocannsie 0Opasiisl, MbUTh Ha (pacagax, Kuma Oymar Ha CTojie — BCE 3TO TpaHCIHMPYeT
Xaoc. A HaCKOJIbKO KOM(OPTHO HAXOAUTHCA B «xaoce»? O ueM MOKHO 3alyMaTthcsi, HaOsmonas oec-
NOPSIIOK? DTO Te CUTHAJIBI, KOTOPBIE BBl XOTUTE, YTOOBI CUMTHIBAJ Balll KJIMEHT?
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Ecnmm xoTtute, 4TOOBI KJIIMEHTY OBUIO YIOTHO Y Bac, TO MOXHO HayaTb C MPOCTOTO — HABECTH
MOPAJOK U NOLAEPKUBATH €T0 PETYISAPHO.

JANPXAK

Kak pykoBoauTe/i0 pemnTh BOIMPOC C MOJAEP:KKOIl MOPSAIKa B
cajone? CaMplil POCTOH CNOCo0: «POTOOTUET KaXKIAbIil MOHEAEJbHIK 1
MSATHHILY».

Kakaplii moHeIeJbHIK 1 NMATHHIY YTPOM CTapIINi MEHeIKep HJIH
POIIl nenaer tpu-dernipe (hoTO cajloHA M OTHPABJAET HX B OOIIHI
gar ¢ medom. JIydme MMeHHO JBa pa3a B HeAeJI0 NMPOBOAUTH TAKOM
KOHTPOJIb, NMOCKOJbKY Ha BBIXOJHBIX, KaK MNPaBMJI0, MaKCHMAJIbHbIN
HAILIBIB KJIHMEHTOB H BaKHO HABECTH MOPSII0K «10 H MOCJTe».

Yrto 310 HaeT:

* IMCIUILINHY — BCe 3HAIOT, YTO YHCTOTA MO KOHTPOJIEM;

* KOJUIEKTHBHYI0O OTBETCTBEHHOCTh — MeHe’Kepbl MOHNMAIOT, YTO
€CJIH OHU He CJEJAT 3a MOPSAKOM, TO MOABOJAT PYKOBOJUTENS U JAPYr
Aapyras;

°* OCO3HAHHOCTh — KOMAaH/Ja HaYMHAeT BHJETh MeJOYH CO
CTOPOHBI, KOTOpPbIE€ PpaHblle «3aMbLINBAJIHCHL» H HIHOPHPOBAJNCH
Bcemu. Ckopee Bcero, KOMaHja NOJHHMET HEKOTOpPbIe BONPOCHI, NMPH
KOTOPBIX HY:KHO OyJeT O0OCyJIHTh 4YTO-TO JABHO «HA0OJIeBIIEe»: YTO-TO
OTBAJIMBaeTCA JaBHO, YTO-TO HY>KHO 3aMeHHTb, HJIM 00eCIeYuTh UX YeM-
TO JIOTOJHHUTEJIbHBIM, HAIPUMeEP HHBEHTAapPeM HJIH IKad) oM 11 XpaHeHHUsI
«HEHY?KHBIX» Bellleil.

Cdororpacupyiite cajJoH <«JI0 NpeoOpPa3oBaHHSA W HaBeJIeHHs
MOPSIJIKa», a IOTOM «I0CJe» — U MOKakute komanjae. Oocyanre, Kak y HUX
caMHX MeHSIeTCSI HACTPOeHHe OT TaKoil aTMocdepsl.

P.S.

«B mebenvhom canone coz0anu HACMONLKO OOMAWHIOW ammocgepy, umo KAueHm nez Ha
OUBAH, NONPOCUN NYALIN OM MEAUKA U COeNAN MEHEOHCEPY 3aMeUanue 3a 2POMKYI0 My3viky». (Lllymxa
C NPoCcmMopo8 urmepHemad. )

B 2016 rony xxypHamict ABC News onmcan HeoObIuHYyI0 KapTiHy B iekrHckoil IKEA: noce-
THUTENU CIIAJI Ha BBICTABOYHBIX KPOBATSX U AUBAHAX, YKJIAAbIBAIU AETel B JEMOHCTPAIIMOHHBIE KPO-
BaTKH, [IeJIaJId YPOKHU 32 CTOJIAMU U Pa3TrOBApUBAIU HA BHICTABOUHBIX KyXHSIX.

B 2015 rony IKEA naxe nomnbiTanack OrpaHUYUTh MPOAOIKUTEIBHOCTh CHA TAKUX MOCETUTE-
Jiedd, TOCKOJIbKY OHU HAJI0JIrO 3aHMMAaJId MeOesb M MelllaJld APYTUM MOKYIATeNsIM €€ OCMaTPUBaTh.
OpHaKo KOHTPOIUPOBATh COOMIOIEHHUE TTPABUIT OKA3aI0Ch CIIOXKHO.

AtMocepa canioHa — 3TO, 10 CyTH, BU3UTHAsI KAPTOUKA ISl KJIMEHTa O MPogeCCUOHAIN3ME
KOMIIaHUM U €€ MO3UIIMOHUPOBAHUM.

Ecnu xotute, uToOH Bailia 60Jiee BHICOKasI, YeM y KOHKYPEHTOB, 11eHa Oblja JIJ1s1 KIMeHTa 000c-
HOBAaHHOM, HAYHUTE C TOTO, YTO OHA JOJKHA OBITh OUYEBHMJHA C MEPBOTO B3MIsiA Ha cayioH. MHoraa
JOCTAaTOYHO YOpaTh OECTOpsAOK — U TOJIBKO 9TO yXkKe MOBIUsET Ha npoaaxu. Eciu He 3Haete, 4To U
KyZa youpaThb, pyKOBOJICTBYHUTECH TPOCTHIM MpaBUiioM: «Eciiu mpeMeT HapyIaeT yioT — OH MelllaeT
MpOJIaBaTh», & 3HAYUT, €ro He JOKHO OBITh BUIHO.
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Ewme ouenb nHTEepecHbIl 3(PEKT OT YIOTHOIO CaJlOHA — 3TO KEJaHUE MEHEIKEPOB CAMUM
B HEM HaxoAuThcs. ATMocdepa cajoHa JOIKHA UX BIOXHOBJISATb, OHU K€ BCE OUYEHb TBOPYECKHE
JIMYHOCTH, U MECTO, II€ UM «KPACUBO» U «KOM(OPTHO», YCHJIUT UX SMOLMOHAJIBHOE COCTOSIHUE U
JKeJIaHUe PacCKas3bIBaTh O KOMITAHUM — TOT/IA MTPE3EHTOBATH CBOM MPOLYKT OHU OyIyT C HICKPEHHUM
SHTY3Ma3MOM, YTO IIPOYYBCTBYET U KJIUEHT.
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JloBepue K MpoJaBIy: JIOAU MOKYNAKT Yy
JI0ieH, 1 He MOKYNAKT OHM TOKe Y Jroaen

JlaBaiiTe mpoBeeM MPOCTOI MBICIICHHBIH SKcriepuMeHT. [IpeacTaBbTe, UTo BbI IPUIILTH K Bpavdy
Cc cepbe3HbIM BorpocoM. Ilepen Bamu JBa crienyaiucTa.

[NepBblit — XMYpBIA, TOBOPUT PE3KO, HEMHOTO C AaBJIE€HHEM, HE CMOTPHUT Ha Bac, MIOYTH He
3aJaeT BOIMPOCOB, HE TPATUT Ha 3TO CBOE JParolieHHOe BpeMs M Cpa3y Ipeasaraer «pe3arb». Ho oH
paboTaeT B MPECTUKHON KJIMHHUKE C HOBEUIIMM OOOpYyIOBaHHEM — 00 3TOM TOBOPST peKJIaMHast
Opoliopa Ha CTOMKe aIMHUHUCTPATOPA U BBICOKAsi CTOMMOCTb X YCIIYT.

BTopoii — akKypaTHBIH, CIIOKOMHBIH, C TPUBETJIMBBIM U TOOPHIM B3IJIs110M. BHIMaTEIbHO Bac
BBICJTYIIIQJI, YTOUHWJI JETaIN, OOBSICHWII, YTO C BAMHU MPOMCXOAUT, TMPEJIOKUT BAPHAHThI PEIICHUI
— BO3MOXHO, TOXe TIPEIJIOKII «pe3aTh». Ho mpu 3ToM BTOpOi paboTaeT B HEOOMBIION KIMHUKE
0e3 Tpex aMUHHUCTPATOPOB Ha BXOJE, 3aTO C XOPOIIMMH OT3bIBAMH KUBBIX MAIIMEHTOB U, KCTaTH, C
LIEHOU HE HUXKE, YEM Y «IIPECTUKHBIX».

370 NpUMep U3 MOEH KHU3HH, I7ie ObICTPOE MPEIOKEHHEe «Pe3aTh» MEePBOro Bpaya JMYHO MHE
HE BHYIIWJIO JOBEPHS, HECMOTPSI Ha MPECTUKHOCTb KJIMHUKH.

A KoMy BbI ObI JOBEpPHJIH CBOE 3710poBbe? JIMYHO 51 BHIOpasl BTOPOTo Bpayva.

N ecnu 3aMeHUTh «Bpaya» Ha «IPOJABIIA», a «JICUCHUEe» — Ha «IOKYyNKy KyxHH 3a 500 000
pyOieii», CyTb MOAXoa K BEIOOPY UCTIONHUTEISI HE TTIOMEHSIETCS.

JloBepue k komnanum BaxkHo. Ho 1oBepue k npogasiny — 4acro 0oJiee pemiaronui
¢pakTop. MoxHO MMETh Jiyulliee 000py/I0BaHKE B TOPOJIE U CaMblil KPACUBBIN CaJIOH, HO €CJTH YeJI0-
BEK 3a CTOJIOM B 9TOM KPaCHBOM CaJIOHE HE BBI3bIBAET JJOBEPH S, a OTTAJIKUBAET, C/IEJIKA, CKOpee BCero,
HE COCTOUTCS.

JaBaiite orpoOyem ornucarth MpoaaBiia/MeHekepa, KOTopoMy BbI ioBepsieTe Ha Bece 100 %.
B03MOXHO, 3TO 4eJIOBEK, KOTOPBI:

* npoheCCHOHAJICH U TIIYOOKO 3HAET CBOE JeJI0;
* yBepeH B ceOe, HO He BHICOKOMEPEH;

* aKKypaTeH U coOpaH;

* CIIOKOEH M SHEPruYeH OTHOBPEMEHHO;

¢ SMIIATUYCH: CITYIIACT U CJIBIIINT,

* 0OBSICHSIET CIIOKHOE TIPOCTBIMU CJIOBAMH.

Bce 3Ti kpuTepru Hammcany caMHM MeHeKepbl Ha MOMX TpeHuHrax. M ecimm cobpars 3TOT
o0pa3 B eIMHYI0 KapTUHY, TO MOJTyYaeTcss OYeHb pacroyaraiomi Kk cebe uesloBeK. YMeHUe pacrio-
JIO)KUTh — BBIXOJJUT, TOKE HABBIK.

Bce nemno B TOM, UTO pelieHne, JOBEpsITh WM HeT, HaunHaeT (hOpMUPOBATHCS Y COOECETHIUKOB
MOYTH Cpa3y MPY 3HAKOMCTBE, M IIPOUCXOIUT STO eIIe JIO JIOTMUECKOTr0 aHaIM3a CoOeCeTHUKAMU IPYT
apyra. To ecTh HA MOMEHT 3HAKOMCTBA Mbl OCO3HAHHO HE OICHWBAaeM yM, YE€CTHOCTbh, TPOeccro-
HAJIM3M, OTBETCTBEHHOCTb, JOOPOCOBECTHOCTh U JPYyTrHe N0OpOoAeTesn coOeceIHNKa — 3TO MPOCTO
CJIOXKHO cliesiaTh SKcrnpecc-MeroqoM. CHavaia Haill MO3T JIeJIaeT BBIBOJBI HCXOAS U3 TOTO, KaK Harll
coOeceIHUK BBITJISIIUT: MUKPOBBIPAKEHUS €r0 JIMIA, TOH ero rojioca, OCaHKa, PUTM peur — BCE B
IIEJIOM CUMTBHIBAETCS MTHOBEHHO. W BOT ecii MO3r KJIMeHTa (PUKCHUPYeT, UTO YJIbIOKa y MEeHekepa
HEMCKPEHHSIs1, B3IJISI/T CYET/IMBBIN, TEJIO 3aKaT0, 2 TOBOPUT OH BSIJIO — JIJISI KJIMEHTA 9TO CUTHAJL: UTO-
TO He Tak. Eci ke rojioc MeHekepa ClioKOMHBIN, TBUKEHU ST €CTECTBEHHbBIE, B3JISI/I POBHBIN — MO3T'
JaeT KJIMEeHTY CUTHAJL: 37iech Oe30macHo u KoM(MOopTHO. U TONBKO MOC/e TaKOW «IKCIPECC-OLCHKU»
TMO/IKJTIOYAETCS JIOTHKA.
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Koneuno, B nepByo ouepe/ib Mbl IPUBBIKJIM BOCIIPUHUMATD JIOBEPHUE K CIIEITUAIUCTY Yepe3 ero
9KCHEPTHOCTh, HO MPU STOM Ka/Iblid U3 HAC MHOT/IA CTAIKUBAJICS € TpodhecCOHaIaMH CBOETO Jiea,
oOIIeHre C KOTOPBIMU OCTaBJIsIeT HEMPUSTHOE TIOC/IeBKYcHe. MBI BpoJie TOHUMAaeM, YTO ITOT CIIeIH-
QJIMCT OYEHb XOPOIIO pa3dupaeTcs B CBOEM BOMPOCE, HO OOMIAThCs C HUM MOYEMY-TO HE XOUETCs.
Mpl nofIcO3HATENBHO CTapaeMcsl AUCTAHIIMPOBATLCS OT TAKUX YKCIIEPTOB — OHU HAM HE HPABSATCS
Kak Jiioay. BoT 31eck Ha TIepBbIii MJ1aH BHIXOIUT UMEHHO YMEHHUe MeHeKepa pacIioiiokuTh K cebe, a
y’e IOTOM — MPOJIEMOHCTPUPOBATH CBOIO KCIIEPTHOCTD. be3 Hee JoBepue KJIMeHTa, KOHEYHO, TOXKe
HE YCUJIUTCS, a eCJIM MEeHeKep OKaKeTCs HEKOMITETeHTHBIM, TO JIaXke HauHeT CHIKaThcsl. Ho ObiBaet
JaXe TaK, YTO MEHEKEP YMYAPSETCS] OTTOJIKHYTh KJIMEHTOB CBOEN YpE3MEPHOM «3KCIIEPTHOCTHIO».

Camast pacmpocTpaHeHHasl OIMIMOKAa HEKOTOPBIX CHJIBHBIX KCIEPTOB — CJIMIIIKOM OYEBH/I-
Hasl JJEMOHCTpaIMsi CBOEro nmpodeccuoHaan3Ma, 4acTo nepexojsiias B AaBJieHUe, HaJIMEHHOCTh U
MOyYUTEJIbHBIN TOH: «Bbl He IOHUMaeTe. ..», «Bbl ommbaereck. ..», «S1 3Hal0, Kak JIydIne...» 1 T. 1.
Hapneroch, 4T0O BCe-Taku 3TO MPOUCXOIUT IO OOJIbIIEeN YacTH U3-3a HEITOHUMAHUsI, KaK MOXET TaKoe
MOBeICHUE CUMTHIBATH KJIMEHT, HEeXeJIN U3-32 TOr0, YTO MEHE/KEp JIeJIaeT 3TO CO3HATEIHHO, YTOOBI
TMOBBICUTH CBOIO CAMOOIIEHKY 3a CYeT KJIUEHTA.

KoneuHo, cornamarbcsi Co BCeMH «XOTeJIKaMU» KJIMEHTa TOXe He HY)KHO, 0COOEHHO €CJIH 3TO
MIPOTHBOPEYMT 3/IPABOMY CMBICITY U JISHCTBUTEILHO MOXKET MPUBECTH K MPoOJieMaM Ui OyayIieMy
HEJIOBOJILCTBY CaMOT'0 KJIeHTa. MeHeIkepy CTOUMT coOmoaaTh OaaHC U KOPPEKTHO JJOHOCHUThH CBOE
MHEHUE KJIEHTY.

B moeii mpakTrke ObUTH pa3dophl BUEO3aNucel MPoakK, rie MeHeKePhl «peliaii 3a KJIMeH-
TOB», Kak UM OyzeT jyuie: «He 6epute 3TOT BapuaHT — OH BaM He TMOAXOIUT...», «ITO yxke He
MOJTHO, TaK HUKTO ceidyac He jieaeT», «Pacajipl ¢ pyukaMu — 3TO YK€ YCTapeBIIIUN BApUaHT, JIydlle
6e3 Hux. MHe JIMYHO HpaBUTCs Oosbilie Oe3 pydek». Kakas pa3Huiia, Kakue HPaBSITCA PyYKH MPO-
JaBIly, €CJIM ero MHeHUe KJueHT He cripocui? COBeT J1aTh MOKHO, €CJIM B HEM €CTh HeOOXOIMMOCTb,
HO eCJIM 3aITpoC OT KJIMEHTA He TOCTYIII, TO JIMIITHAN COBET Yepe3 MpU3My «MHE Tak OoJIbIlie Hpa-
BUTCSI», «BaM TaK Oy/IeT JIydIlie» MO ET BOCIIPHHUMAThLCS KJIMEHTOM KaK TMOyJYeHUe U JIaxe JaBiie-
Hue. KTo 13 Hac B I0HOCTH JIETKO pearupoBaj Ha I0Opbie COBETH poiuTesei?

Ho kax ObITh, €C/i «TIOHUMaeM», 9TO KJIMEHTY TAKOW BapuUaHT, KaK XOUeT OH, He TIOIXOIUT?
HyXHO MpoCcTO CIPOCHTH, MOYeMy OH XO4YeT MMEHHO TaK, a 3aTeM OOBSICHUTh Pe3yJbTaT OT TOTO
BapHMaHTa, a TAKKE Pe3y/IbTaT OT AJIbTEPHATUBHOIrO BapraHTa. CIIpOCUTh, KAKOW BapyUaHT 7151 KIIMEHTA
OyzmeT npennoutuTesbHee. Jla, Takol MyTh JJIMHHEE, YeM JIaBaTh «JI0OpBIA COBET Cpasy», HO eCiu
Ballld MEHEKEPhl XOTAT, YTOOBI UX CIYIIAINA U CJBIIIAIA — W BOCIIPHHUMAIN KaK KCIEepTOB 0e3
COIIPOTUBJICHHUSI, — TO CTOWT HE JIaBaTh «COBETBI», a MOKA3bIBATh PA3HUILYy U OCTABJISATH KOHTPOJIb
BBIOOpA TMOCIIE/ICTBHIA HA CTOPOHE KJIMEHTA.

Ecau npoaasel| He HABA3LIBAET, a NpeAjaraeT BApHaHThbl, 00bACHAET TaK, YTO KJIH-
€HT YYBCTBYET ce0sl KOMIIeTeHTHee, 00IaeTcsl ¢ yBaKeHHeM H HCKPEeHHHUM HHTepecoM —
JI0BepHe pacTeT ecTeCTBeHHO. Ecin ke KJIMeHT 4YyBCTBYET /IaBJIeHNEe WIHN MOYUYHTeIbHbIN
TOH, BKJIIOYAEeTCsA CONMPOTHBJIEHNE U KJIHEHTY X04eTCs 00JbIlle BO3PaKaTh, YTO TOYHO He
NpuOJIMKaeT ¢1eJKy. Tak KIIMEeHT 3aluiaeT CBoe MHEHHe, KOT/Ia He MOXeET IOBepUThcs. [ToaTomy
B TeXHHUKE TIPOJAX, B OTIMYKME OT TEXHUKU MEPErOBOPOB, MOJABIIATh COOECETHIKA CBOUM aBTOPH-
TETOM HeJIb3s1, Hy’)KHO, HA0OOPOT, CO3[aBaTh y HEroO OIIYIIEHUE KOHTPOJIS U MIEPEBOANThL TUAJIOT B
PEeXUM COTPYIHUYECTBA U MAPTHEPCTBA.
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BﬂPHﬂHT,E[Hﬂ-.I'[Dl"ﬂ Tepe3 JaBJIE€HHE
Ha KJIHEHTA

BﬂpHﬂHT JHAJO0TA 49€pe3 YBARKECHHE H
COTPYOIHHYIECTBO C KJIHEHTOM

— H}’}KHO IO OIMHCBEIBATE JOTOBOD
CEI'00HA, HHAa'4 e IIcHa H3MCHHTCH.

— Tak, Kak BBEI XOTHTE, HEBO3IMOAKHO
CIenarh.

— Br1 omu0aeTecs, TAK Helb34.
— DT0 YK€ yCTapeBIIHH BapHaHT,

Tak HHKTO He JeraeT. BaMm Oyaer
Iyumle BOT TaK CHeNATh...

— Ec/IH MBI CEroIHA 3aKTHYHM
IOTOBOP, ¥ HAac OyAeT BO3MOKHOCTD
3a(HKCHPOBATH LIEHY.

Kak BaM TakoH BapHaHT?

— Ilo3BOOBTE YIOYTHHTE: IIOYEMY IT14
BAC 3TO TAK BAKHO?

— EeHa, HMEHHO TakK clIenaTh. K
COKATIEHHEO, HE TIOTYIHTCA, TIOTOMY
4T0... JJaBaHTe nonpo0yeM HAaHTH
rKommpomHce. Kak BaM TakoH BapHAHT?

— E1eHa. ecTH MBI ¢IeTaeM BOT TaK. ..
TO OyIeT TaK.... a €CIIH BOT TAKOH. ..
BapHAHT, TO OyIeT BOT TaKOH. ..
Pe3yIbTar.

Bam kakoH 60IbIIe MOIX0IHT?

— DTOT MaTepHal ceiidac HHKTO He
HCIIOJIb3YeT/ OH IUIOX0H/ KTO BaM
CKa3al. uTo 3TO ay4me?

BriBaeT. 4T0 Y KOMIIAHHH B
IpHOPHTETe ONpeaeleHHbIe
MaTepHATEL H eCTH KITHEeHT IPOCHT
MaTepHaT, KOTOPEIH ero KOMIIAHHA
He TIPO/IaeT HIIH eMy HEeBBITOJTHO ero
cpasy Ipeanarars, OH ¢ X0y
Ha9HHAET TOBOPHTE IUTOX0 0
MaTepHaie, KOTOPBIH IOMPOCHT
KTHEHT, H TeM CaMBbIM PHCKYeT
BEI3BATh KOH()POHTALHIO C
KTHEHTOM.

— TToveMy HMEHHO 3TOT MATEPHAT BEI
XOTHTE?

— MJa, 3T0 HeIU'I0OXOH BapHaHT, HO ¥ HacC
eCTh eme Jy4me. [[apaiHTe paccKaxy
nogpodHee...

27



E. Cyxanos. «IIpomaBer| MeOenu: OT 3asiBKH JJO OIUIATHI 10 IIIaram»

Takasd TAKTHKA BBEI3BIBAET CKOpee 3Ta TAKTHKA OCTaBJIseT Y KIHeHTa
OITYINeHHE M0IABTeHHA OITYIIEHHE KOHTPOIS H COTPYIHHIECTRA
ABTOPHTETOM. CO CTOPOHEI MEHeIKepa.

Pe3ynbTaT — BO3MOIKHASA PezynsTatr: B TakoH (popMe BeJeHHA
KOH(pPOHTAIIHA MHEHHH KIHEHTa H IIEPErOBOPOR KIHEHTY HET CMBICTIA
MeHeIKepa HIH KaKk MHHHMYM CHOPHTH, H €r0 JTOBepHe K KOMIIAHHH
ITTOXO€ «II0CTIEBKYCHE) TIOCTe OyaeT pacTH.

pazroropa.

JloBepre CTpOMTCSl HE TOJNBKO Ha OUIYIIEHWH «MApTHEPCTBa», HO W HA APYTUX «MeJlovax»
B3aUMOJICUCTBUS C KJIIMEHTOM. A TOYHEe CKa3aTh, «HEBAXHBIX MEJIOUeil» B BHICTPAMBAHUYU B3aMO-
OTHOILICHUH C KJIMEHTOM MpOCTO He ObiBaeT. Ho mouemy-To MMEHHO 3TH «MeIOYM» MEHEIKEpPh
YacTo YIYCKAIOT ¥ He CUMTAIOT BakHBIMU: «Ilepe3Bonio B 17:00», — 1 3a0bu1. «OTHpaBio pacyer
CErOJHsI», — ¥ OTIPaBJIsieT 3aBTpa. KakeTcs, YTo B 3TOM HET HUUETO CTPALITHOTO, HO 51 BaM PACCKaxXy
MCTOPUIO TIPO TO, KaK £, 320bIB O KJIMEHTE, MOTEPsLT KPYITHYIO CAETKY.

It0 ObUIO OKOJIO 15 JieT Ha3az, B GaHKOBCKOM cepe. f monaroaa Bes neperoBopsl ¢ OAHUM U3
BJIa/IeNbIIEB KPYITHOM IpymIisl KomnaHui. Llens — nepeBecTu X Bcex K HaM Ha 0OCITyKMBaHUE. DTO
ObL1a OBl XOpoIIas CAesKa.

MBbI MHOTO pa3 BCTpeyasiuch U nepe3BaHuBayiuch. OH Bce BpeMsi TOBOPHLIL:

— JKens1, s mOHMMAIO, Thl BCE MHTEPECHO PACCKa3bIBALIllb, YTO Bbl TAKME HAJIEKHbBIE M KJIMEH-
ToopueHTUpoBaHHble. Ho y Hac rpymnmna komnanuii. Pemienue npunuMaio He st oquH. Bee yxe mipu-
BBIKJIM Pa0OTaTh C «TEM-TO» OaHKOM, MEPeXofl K BaM KpaiiHe CJIOKHO OpPraHU30BaTh. ..

N Bor — nipopsiB. [locie ouepeqHoit «cityyailHOW» BCTPEUX M MOl HACTOMYMBOCTH OH CKa3aJl:

— Jlagno. Tlpuesxaii B cpeny B 17:00. [ToroBopuiib ¢ MouM TJ1aBHBIM Oyxrantepom. Eciu
yOeauIIb ee — OTKPOeM MPOOHBIHA CUeT Ha HaIlly KOMIIAHUIO, & TaM TTOCMOTPUM TI0 OCTaJIbHBIM.

$1 ObLT OUeHb paj, HOHUMAsI, YTO BOIIPOC MOYTH PEIIeH U KJIMEHT TOTOB CAENaTh MEePBbIi IIar.
3anmcai BCTpeuy B eXeHEBHUK, YTOObI He 3a0biTh. U. .. 3a0bu1. Bciomuun B 17:20. B nanuke xBa-
Taio TeaedoH:

— VBaxaewmbiii MiBan ViBanoBuY, ripoctute, y MeHs ¢opc-maxop! S yxe BbIXOKY, 100ery 3a
JecsiTb MUHYT!

A B OTBeT:

— EBrenuii, He HaJ0. Bbl MHE TOJBKO YTO BCe MPEKpacHO MpoaeMoHcTpupoBanu. U mpo kayve-
CTBO, ¥ IIPO CKOPOCTb, ¥ TIPO KJIIMEHTOOPUEHTUPOBAHHOCT. JlaBaiiTe He Oy/ieM TpaTUTh BpeMs.

MpeI nONpOLIAIHCS.

Ckazarb, 4TO ObLJIO OOMIHO, — HUYEro He CKa3aTh. MHe ObLJIO MyUYHUTENbHO CTBIIHO.

Sl monmy4nn ypok Ha BCIO )KW3Hb: KJIMEHT MOKET MPOCTUTh CEphe3HbIe OMUOKU B padoTe, HO
KOTJa TBOU JICHICTBHSI POTHBOPEYAT TBOUM CJIOBaM, BHIBOIBI OYIyT COOTBETCTBYIOIIME U HE B TBOIO
TOJIb3Y.

KoHeuHo, Ham KakeTcsl, YTO He BCE KJIMEHTHI HACTOJIBKO MEJAHTUYHBI U TIPUIUPUYUBBI U CAMU
3a0bIBAIOT, C KEM M O YeM JOroBOpPHJINCh. Bo3MokHO, ObiBaeT M Tak. Ho korma Mbl WM Haim
MEeHE/KEPBI JOITYCKAIOT BO3MOXHOCTh OTKJIOHEHHSI OT JJAHHBIX UMH JIIOOBIX HE3HAUMTENIbHBIX 00s13a-
TEJIbCTB, TO 00S3aTEILHO MOBTOPUTCS — U, CKOPEE BCETO, YKE B UEM-TO OOJIbIIIEM.

[Touemy 3710 Tak BiMseT HA Hac?
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1. Jeao 6 mom, umo Haut moze ob6oouaem uacmuule cayuay. OIHO MaJeHbKOE HapylIEHHOE
obOermanue hopMuUpyeT oodIliee BrieyaTieHHe: «DTOMY YeJIOBEKY MJIM STUM JIIOISIM HEJTb3s JIOBEPATH».

2. Ilookarouaemcest Opesuuti mexaruzm oezonacrocmu . Hapyiienue 1oroBOpeHHOCTH BOCIIPU-
HUMAeTCs KaKk CUTHAJI HecTabuibHOCTH. ECTi BBl HeHa/Ie)KHBI B MeJIOUaX, 3HAUUT, MOKeTe ObITh HeHa-
JeKHBI U B KPYITHOM.

3. @opmupyemcs nezamuerbvlil sskopb . OaUH cOOM CTAHOBUTCS SIPKOW TOYKOHM B MAMSITH KJTH-
eHTa. BcrioMHuTe, Kak OMHO HEMPUATHOE COOBITHE B MPOIILJIOM 3aCTaBJIsIET BAC HACTOPOKUTHCS TIPU
MOXOXel cutyaruu B Oynymiem. Tak paboTaeT sKopeHre — SMOIMOHAIBLHOE 3aKperieHue.

4. Iloopvieaemcsi npeockasyemocmo. JloBepue — 3T0 mpenckasyeMocts. Eciu cioBa mMeHe-
JpKepa He COBIMAAOT C ISHCTBUSMM, MO3T KJIMEHTA BKJIIOYAET PEKUM TPEBOTH. AKTUBUPYETCS aMU-
raaja — UEHTP pearupoBaHusl Ha yrpo3y. B TAKOM COCTOSIHUY CIETIKY 3aKJIIOYUTh TPYIHO.

ITPAKTUKA

Kak He 3a0bITh ciepxaTh CIOBO?

1. Bce npocro: ucnonssyiite CRM

Jlio6oe obelanue — Aaxe caMoe MeJIKOe — JOJKHO cpasy (PUKCHPOBATHCS
B CRM c HanomunanueM. MimenHo cpazy. He «notom 3anunty». [To3xe — 3Hauut
3a0bITb.

Msuorue menemxepsl He modaT CRM, cumrtas e€ Juillb MHCTPYMEHTOM
KOHTPOJIS1 CO CTOPOHBI pyKoBoACTBa. I1pu 310M OHM He 3ameyalot, uro CRM npex e
BCEro MOMOTaeT UM CaMHM KOHTPOJIMPOBATh 00s13aTe/IbCTBA Nepe]] KIUEHTaMU.

CRM — »3T0 He MHCTPYMEHT KOHTPOJISI MEHEIKEpa, 3TO HMHCTPYMEHT
KOHTPOJIS1 00S13aTeIbCTB Nepe]l KJIMEHTOM.

2. [IpaBuno «MuHyc 15 MuHyT»

Ecnu Bamm meHemkepbl oOemianu no3BoHUTh B 17:00 — 3HAYMT, HYX)KHO
CTaBUTh HarloMUHaHue Ha 16:45. Jlyume Ha 10 MUHYT paHblle, YeM Ha AT MUHYT
TMIO3KE.

3. ['oBOpUTH KJIMEHTY YECTHO, KaK €CTb, 3apaHee

He ycneBaior meHenxepnl uto-TO cienatb BoBpeMsa? HyxxHO npenynpeautsb
cooOIeHMeM 10 AeasaiHa: «Mapusi, TOMHIO O 10roBOpeHHOCTH. CpoK HEMHOTO
cnBuraercs, mo3BoH B 18:00. Y106HO?» D10 BhI3bIBaeT OOJIbIIE YBaXKEHUS U HE
IIPUBOIUT K pa3pakeHUIO.

4. CKOpOCTb KaK KOHKYPEHTHOE IPEUMYIIECTBO

B npopaxax BbIMTpBIBaET TOT, KTO ObicTpee. Ecim Bamm MeHeIxepbl
Nepe3BaHMBAIOT BOBPEMSI MJIM OYEHb OBICTPO MOCIIE IOy YeHU S 3asIBKH, 2 MEHEKeP

KOHKYPEHTa — HET, Bbl YK€ YCWIWIA CBOK MO3ULMI0. Beap Tenepp KIMEHTY
KaXeTcsi, YTo Bbl Oosiee MpodeccuoHalIbHbl U O0Jiee 3aMHTEPECOBaHbl B HEM, YeM
OpyTHe.

P.S.

DKCIEePTHOCTh B CBOEM MPOAYKTE y MEHeIkepa Mo MpoAakaM IOKHA ObITh MAKCUMAIBHO
BBICOKAsl. ¥ HAC TMOYTH BCE KJIMEHTHI, IOMUMO COBEPIIEHCTBOBAHUSI HABBIKOB MPOJAX Yy CBOE
KOMaH/Ibl, TIEPUOJAMYECKU ellle 3aHUMAIOTCSl Pa3BUTHEM IMPO(ECCUOHAIBHBIX 3HAHUA B OOJIACTH
MebOenu 1 1u3aiiHa — 0e3 3TOro HUKYyJa.

Ho menenxkepaM cTOUT IOMHUTD CTapblil AETCKUIl MPUHIIUIL: «yMHUKOB» HE CHUJIBHO JKaJyIOT
— Jiyuiiie OBbITh «ITPOILE» K JIIOSM, U K BaM, KaK TOBOPHUTCS, JIIOIW CAaMU TIOTSHYTCSL.
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«— Jlyuwe Obimv YMHLIM, HO UHO20A MYNUMb, YeM NOCMOSHHO YMHUUAND,
HO Obimb mynsvim!

— Onsamoe mol ymMHUUaeuv 2»
(Lllymka c npocmopos urmepHema)

KoneuHo, He cTOUT 3a0bIBaTh, YTO HUCIIOJIHEHHE OOEIIAHNUM, JaHHBIX BAMU WIH BalllUMHU MEHE-
IKepamu, — 3To Basmota. [IpiyemM Ha MO¥ B3MJIsA], caMasi TBepAasl BalioTa B OM3HEce U Mpojaxax.
Kaxnplil pa3, BHIIONHSS oOelaHue, Bbl JefiaeTe BKIad B OaHK JIOBEpHsl, UTO MMPUHECET MHBECTUIINU
B OyayIieM B BHJIe MOBTOPHBIX MPOAAX W peKOMEHAAli KneHToB. Kakapiii pa3, Hapylas cJIoBo,
Bbl co3aeTe MHQISIUIO A0BEpUs KIMEeHTa U 00eClIeHUBaeTe ero kejlaHue padoTaTh C Balllell KOM-
MaHueN.

W Ba)xHO MOMHUTb, YTO Ballld MEHEIKePhl B KAKON-TO CTENEHH, KaK U JeTH, OepyT Impumep
MMEHHO CO CTapIIINX, TO €CTh C PyKOBOJCTBA KOMIAaHUK. EC/Ti Bb OTBETCTBEHHO OTHOCUTECH K BHITIOJI-
HEHUIO CBOMX 00SI3aTeNbCTB U OOEIIaHUi, TO U TPeOOBaTh ITO C APYrux OydeT Mpoile.

30
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Menea:xep cam onpejesieT, KakKuM ero BUIsIT
KJHEHTDBI: «CJA0bIM HJIH CHJIbHBIM IEPEeroBOPIIHKOM»

Ha cuny mo3uimm B meperoBopax BiMsieT MHOXKECTBO (DAaKTOPOB, HO B MEPBYIO OYepe]b ITO
BHYTPEHHUH CTep:KeHb JINYHOCTU. VI MOXKET MoKa3aThCsl, YTO €CIIM MEHEIKEp — UYeJIOBEK OUeHb MSIT-
KHI 10 CBOEH HaType, TO eMy HMKOIJa He CTaTh CHIIbHBIM, €CJIM OH I'pyOBbId, TO HUKOTA HE CTaTh
BEXJIMBBIM, HO MO€ MHEHHE, YTO caMOe BaKHOE JUIsi Hayajla — 3TO 3aX0TeTh CAMOMY MEHEIKepy
CTaTh TaKUM I10 CBOEH HAType, UYTOObI OBITh O0Jice BHITOTHBIM ISl caMoro ceds, sl mpodeccu,
KOTOpasi MPUHOCHUT XOPOIIHiA 10X0M. Ecin oOpaTuThes K MBSAIIHBIM BBIAYMKaM MPUPOIbI, TO MOKHO
HaWTH MHOTO TIPUMEPOB TOT0, KaK MaJIeHbKue 1 Ooee ciiadble (PU3MUECKH KUBOTHBIE EMOHCTPH-
PYIOT CHJTy MCKyCCTBEHHO. Hamprmep, KOT B3bepOIIMBaET MIEPCTh, U3TMOAET TEJIO U TPOMKO IIHITUT,
OTIyrUBasi OOMBIIYI0 COOAKY — HE TIOTOMY, YTO OH CHJIbHEE, a TOTOMY, YTO MOXKET TAKUM Ka3aThCsl.

Ecnu axe moka Baiiy MEHEKEPBl He SIBJISIOTCS «aKyJaMu» MPOJIaX — CUJIbHBIMU TePero-
BOPIIMKAMH, — OHU MOTYT CTapaThCsi UMH OBITh, UCIIONB3Y$ CBOIO YBEPEHHOCTh M PeYb: CJIOBA, UHTO-
HAllUK U JIpyrrieé MHCTPYMEHTHI, KOTOPbIe aBTOMATUYECKH OyIyT AeaTh UX Oojee CHIIbHBIMHU.

HanpnMep: cJaadbie U CHJIbHbIE (bOpMyJII/IpOBKI/l B II€perosopax

YBepeHHOCTh MPOAABLIA — 3TO HE TOJIbKO 11032 U B3IVISAA. DTO €11Ie U CJIOBA, KOTOPbIE OH UCIIONb-
3yeT B JUaJIore.

XoTs O0JbIIas YacTh «OIIYIIIEeHUI» TepefaeTcsl KJIMEeHTY uepe3 HeBepOaIbHBIN SA3bIK 0OIIe-
HUS, TO, YTO MBI TOBOPUM, O€3YCJIOBHO, TOXE CUJIBHO BIIUSET HAa €r0 BOCIIPUSTHAE U UHTEPIIPETUPY-
eTcsl I0-CBOEMY.

B 2017 200y Hamasan I'aoxcuesa u Kesun Celizep npogseau sxcnepumerm
c yuacmuem 211 uenosex: um nokaswvleaau 6UOE03AnUCH, 20e OOUH U MOM Jice
npooasey, Npe3eHmosan OOuH U MOm Jice NPoOYyKm, HO UCNOABL30BAN DPA3HLIE
gpopmyauposku. B «crabom» eapuanme omn 208opun: «f He sKcnepm, Ho...»,
3aGNUHANCS. U NOCMOSIHHO UCKan noomeepxcoeHusi: «He npasdoa au?», «Bul
coenacuvl?» B «cunvnom» — uznazan mo e npeonodxcerue NPSMo U CESI3HO.
Bo emopom cayuae npooasey Kazaacs y4acmHUKAM 3HAUUMEAbHO CUNbHEe
u ybeoumenvhee, a odicerarue Kynumo Oblro evlute. Hccnedosanusi Kesuna
Bbaanxenwuna u Tomaca Xoamepeilisca nomoeau ymouHums smom 3¢ggexm:
MHOOUUCNEHHBIE «BOZMONCHO», «HABEPHOE» U «3-3...» 3ACMABNSIN MOOEl HUNCe
OUEHUBAMb KOMNEMEHMHOCNb U HAOEHCHOCHb 2080psiLe20, 4 €20 apeymeHmvl —
Kak Menee ybeoumenvivle. Tloayuaemcs, crabvie oOpmyauposKu 3acmagnsion
KAUEHMA COMHEeBAMbCsl He MOAbKO 8 MeHedcepe, HO U 8 camom npednodcernuu. Tlpu
9MOM CUNBHASL Petb — MO He 2PYOOCMb U He NOKA3HASL CAMOYBEPEHHOCb, d SICHbIE
dpasvl, 20e omcymcmayem onpasoamenvHbwlii MoH.

Takum 00pa3zoM, oiHU (ppasbl JEJAI0T HAC CUIIbHEE B IJIa3aX cOOeCeJHUKA, Apyrue Kak Oyaro
obecuenuBaioT. K npumepy, ¢paza «Ckaxure, noxaiyicra. ..» — Bpoze Obl BEKJIMBOE 0OpalleHne
U Jlaxe Herioxo 3By4yuT. Ho korna 3a Bpems pa3roBopa Bbl YCIIBIILIAIM €€ OT COOECEeHUKA pa3 MATh
— JlecsITh, KaKoe BIeYaT/ieHue HauHeT (popMupoBathes y Bac 0 Hem? Ckopee Bcero, 00pa3 He OYeHb
yBEpPEHHOro B cebe yesoBeka. ['opas3no syuiie pa3HOOOpa3uTh peub U HE YXOOUTh B Upe3MEpHbIE
PEBEPAHCHI.

Ppazy «Ckaxure, NOKAIYNCTA. ..» MOKHO 3aMeHUTb: «[lojgckakure...», «YTOUHUTE, MOXKa-
JyicTa. ..», «[103BoJIbTE yTOYHUT. ..» — WU MPOCTO 334aTh BOIPOC HAMPSIMYIO.

31
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A3bIKk — OJMH N3 CaMbIX 6I)ICTpI)IX HHIUKATOPOB cTaTtyca. MbI cUNTBIBaEM €ro 6)’1(-
BaJIbHO 3a CEKyHbI. 141 BOCIIPUATHUEC CTATyCa CHUKACTCA UM PACTET ITPU UCITIOJIb3OBAHWU TAK HA3bI-

BaeMBIX «CJTa0bIX M CHUTBHBIX (DOPMYJIMPOBOK>

H3BHHSAETCA 33 CaM
thakT cBoero
o0pamerHa. OHKak
OyaTO TOBOPHT: ¢,
BO3MOKHO. 3P4 Bac
OTBIIEKALD. ..»
BosHHKEAaeT BOIIpOC:
Balll MeHeKep
INeHCTBHTEIBLHO
CYHTAET, ITO OH
HETOCTOHH OTBIEKATD
CBOETO OYIOVIIETO
KITHeHTa?
C TakoH BHyTpeHHeH
YCTAHOBKOH
BEPOATHOCTE
JOCTECKEHHA IETH
pasroBopa
CHILKAETCA.

MeOelIH, BCe BepHO?»
«Y MeHT K BaM
MPeITOKEHHE. .. »

«anﬁaﬂ» Kaxoit 53pHext? «Cu.fn,ﬂaﬂ» Kaxoii 3pdext?
¢dopMyIHPOBKA ¢gopMyIHpPOBKaA
«/3BHHHTE 32 Hawano pasroBopac | JIyume cpasy MeHemxep
OecmoKoHCTBO. .. » TakoH (pasbl MEePEXOIHTH K JIeTy: pAa3roBapHBAaeT C
BBITTIAOHT Tak. OyATO | «FIpHHA, BB OCTABHIH | KTHEHTOM HA DABHEIX.
MEHEUKED 3apaHee 3a4BKY Ha IIpoCcYdeT OIHOMY HY:KHO

KYIIHTE Me0els, a y
JIPYTOTO OHA eCTh, H
OH TOTOR IPOIATE.
3HAYHT., MOKHO
CIIOKOHHO
MepPEXOIHTH K JIeTy.
Taxo# pasroropec
OonasmmeH
BEPOATHOCTBIO
[IPHBENET K [eTH.
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OT 3as4BKHU OO0 OIJIATHI 110 IIaram»

«Hert. 1 He MOTY BaM
JaTEk KapTHHEH. IIOKAa
MBI HE 3aKTHYTHM
JOTOBOP®.

OX V& 5TH
«DeCIIeHHEIE
KapTHHKH» KyXOHB!
Takaz dpaza
OTTAIKHBaeT KIIHEeHTa
OTCYICTBHEM
THOKOCTH H
KaTerOpPHYHOCTEIO.
TToutH IpOTOHAET
ero. KakoBEI IAHCE],
4TO TAKOH KIHEeHT
BepHeTCA?
ITpakTHieckH
HYIIEBEIE.

OH BCe paBHO IOHIeT
CPABHHBATL, H He
(hakT, ITO KyTIHT
JIeIeBIIe.

KonevHo,

MeHeTKepY, KOTOPBIH
TPH Jaca
npopadarsiBal C
KJTHEHTOM IIPOEKT, 4 B
HTOT€ CIIBIIIHT ¢ MBI
MoIyMaeM» H
Npoce0y OTIIPABHTE
KapTHHKH. OBIBAST
HemMHoro 00HgHO. Ho
B TAKOH CHTyalHH
WIIPETEH3IHH»
MeHeIKepPY CTOHT
HAIPABHTE [IPekIe
BCEro Ha ced4.
Bo3MOKHO, OHYITO-TO
HenmopadoTal, pas
KJTHEHT He TIPHHAT
peIleHHe B €T0
MONIB3Y.

«Ja, KOHeYTHO, 4
OATOTOBIED 714 BaC
3CKH3EL. ¥ MEHA eCTh
MIPEIT0KEHHE: MBI
MOIZKEM 3AKTHOYHTE
IperBapHTeIbHBIH
JOTOBOP H IEPENATh
BaM 3CKH3BL [LTRHOC
BBl IIOJIYIHIE. .. »

JTO yEe 3BYUHT KaK
IeI0BOE
[IpeIToKEHHE,
KOTOPOE MOXKHO
o0cyxmate. He
BO3HHKAET
OIIYINEHH, 9TO
MEHEIKED
«KaIHHIaeT
KapTHHEKH». [IpocTo
eCThb IIpaBHIa
KOMITAHHH — H
MEHeIKep CIIOKOHHO
00BACHACT HX.

EcaH Bee cmenaHo
[IPaBHIBLHO.
BepOATHOCTD
JAKTHOYEHHA
[IPeIBapHTEIBHOTO
IOTOBOPA CTAHOBHTCA
3HATHTEIBHO BEIIIE.
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«EcIH yCTpOHT» DOPMYITHPOBEA «Korzoa ycTpoHT» TYT MeHeIKep Kak

JOIIyCKaeT BRIOOD: OyaTO He JOIYCKAST
«EcIH X0THTER «EcTHHe YCTPOHT. TO | «Ipennarato...» BO3MOMKHOCTHTOTO.

He OyIeTe IOKYIATb» YTO YTO-TO HE

YCIPOHT, a coodmaer

He}{o]_’opme KITHEHTY: {(BYHEM

MeHeKEPEI IIPAMO padoTaTs 10

00ATCA HCIIOIB30BaTh 06eIHOTO, KOT 1a Bac

«ECIIEH» BO BPEMA BCE YCTPOHT.

[IEPErOBOPOB.

Moe MHeHHE —

00ATECA TOTHO He

CTOHT, H B HEKOTOPEIX

CHTYaIlHAX «ECIH»

BIIOJIHE YMECTHO, HO

IIPH OIIPeIeleHHbIX

o0cToATeNNBCTIBAX

JIy4Ile CO31aBAark

Golee yBepeHHBIH

KOHTEKCT.
UpesMepHEIe M3BHHHTECA 3a TO, Ecuu mMeHeRepY Hawm ¢ 66abmHM
H3BHHEHHT 3a K&KI0€ | IT0 BO BpeMd HYKHO OOPaTHIBCAK | JKelaHHeM X04eTcd
neHcreHe: «IIpomy | pa3roBopaMeHeIkep | KIHEHTY, eMy CTOHT | OTBeHarhb TeM, KTo
NPOIMISHHT, HO MOTY | OBLT BEIHYEICH cIenaTh 3T0 BEITTIATHT YBEPEHHO.
YTOYTHHTE: KaKVIO OTBIETbCA HA IHIHBIH | yBEpeHHO: «BEI

CYMMY
3aIl1aHHPOBATH HA

TIOKYIIKY ?»

TenedoH, — 3TO
HOPMAIEHO.

ECIH OIHGIHCE.
TOKe «H3BHHeHHA» —
3T0 HOpMAanTsHO. Ho
KOIIa MeHeIKep
MOCTOSHHO
H3BHHAETCA 0e3
MOBOJIA, TO 3TO
MOKA3bIBAST r0
c1abocT H
HeYBEPEHHOCTE B
cede.

OCTABHIIH 3a9BKY Ha
IpocYeT KyXHH — BCe
BepHO?..», «Kakyro

CYMMY BEI
3aTUTAHHPOBATH Ha

TIOKYIIKY 7 »
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Heysepennsie
opMyITHPOBKH C
zapaHee
OTPHIATETBHBIM
KOHTeKCTOM «HE».
Hanpumvep:

«He xoTexH OBl BEI
3aKTIOYHTE
JOTOBOP?»

«He xoTHTe
[IOCMOTPETD, KaK 3T0
OyIer BEIITIANETE? »
«He xoTHTe
qar/kode?»

Cama 1o cebe
OTPHUATEIbHAA
gacTHIa «HE» He
BIHAET CHIBHO HA
pesyiIbTar
CKa3aHHOTO H
PeakIHI0 KIHEHTA, HO
B OIIpPeIelIeHHOM
KOHTEKCTe, eCIH
KJIHEHTY CKa3aTh «He
XOTHTE», TO OH MOKeT
3aX0TeTh Ha aBTOMATE
OTBETHTE «HE XOTY».
«He xoTHTE
3aKTIOYHTE
Joroeop?» — «Hert,
IIOKA HE X09y», —
MOMET OTBETHTE
KIIHEHT. 2TO
HOPMAaIBHO, MO3T He
TH0HT CHIBHO JOJIT0
JyMaTh HaJl OTBETOM
H3-3a 3KOHOMHH CHI H
IHeprHH. IToaTOMY
MeHeKePY HYKHO
cTapatbed H30erarh
(hOpPMYTHPOBOK.
MOITATKHBAROIITHX
KIHEeHTA K
OTPHUATETEHOMY
IMeHCTBHE) TaM., TIe
JKeIaTeIbHO
MOTYIHTE

OO KHTETBHBIH
OTBeT.

YetkHe
(hopMYTHPOBKH:
«IIpemmararo
FAKTIOYHTE JOTOBOP»,
«IIpemgnararo
IOCMOTPeTh, KaK 3T0
OVIET BRITTIANETEY,
«Br1 Oynere daH HIH
roe?»

Dpassl
[IPeBpPaIlal0TICa B
WIIPH3LIBHI K
neHcTeHEION. F KTHEeHT
¢ GomremeH
BepOATHOCTEIO HA HHX
OTBETHT

VIBEpIHTEIEHO.
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Dpaskl 110 THITY:
«MOZKET OBITEY, i He
IHAK0, HO...»

Ot4eHE 9acTO
MeHeIKEePEI-HOBHYKH
CTAIKHBAKTCA C
BOIIPOCAMH OT
KJIHEHTOB, KOTOPEIE
3aBOJAT HX B TYIIHK, H
TOTJa MEHEIKEPEI
Kak OyaTo
«COYBAOTC»,
HAYHHAIOT
WMAMIHIBY H
JOIYMEIBATE OTBET,
OHH TIepPeKHBAKT, UTO

Takwe ¢pa3sl BEIIAOT
HeyBepeHHOCTh
CaMoTo MeHeIKepa B
TOM, 4TO OH TOBOPHT.
a 3TO YJKe BEI3EIBAeT
COMHEHHS B
KOMITETeHITHAX
MeHeKepa.

Xotaropasno
s¢dexTHBHEE H
BBITOJTHEE 111 CAMOTO
MeHeKepa cKa3aTh
EITHEHTY 4acTo H
rIagHoe 60Ipo:
«Xoponmi Bomnpoc,
HE CTAIKHBAICA C
TAKHM, JaBaHTe A
YTOYHIO Y HAIIEro
PYKOBOIHTENA H JaM
BaM [IOTOM Ha HETO
OTBETY.

«CeH4ac He MOTY BaM
OTBETHTE HA 3TOT
BOIIpoc. 51 YTOTHIO Ha

Kauenr —
HOpMAalIbHEIH 9elI0BeK
H IOHHMAET, 9ITO
MeHeKep He MOXKeT
«3HATh BCE HA CBETEY.
H ecIIH 3aJaH
HecTaHIapTHRIH
BOTIPOC, TO HIH
MeHeTKePY HyKHO
OTBETHTH Ha HETO
HeTKO H
YIBEpIHTEILHO, HIH,
eClIH OH COMHEBaeTCs
B OTBETE, IIPOCTO
COOOIIHTE KTHEHTY.
4TO BCE YV3HAET H

MOTVT IIOKa3aTh
KTHEHTY. IT0 OHH
TEr0-TO HE 3HAMT.
IIpH TakoMm noaxone
OHH, HA00OPOT,
TOJBKO YIBEPKIAIOT
MHEHHe KTHEHTA, ITO
OH B 9EM-TO
HEKOMIIETEHTEH

[IPOH3BOICTBE H
[IOTOM BaM BCe
paccraxky. Xopomo?»

I[IOTOM PACCKAKET

BaxHO NMOHUMATbh: MEHEIKEepbl, KOTOpbIE YaCTO HCMOJB3YIOT «cialble» (hpasbl, ¢ OOJBIION
BEPOSITHOCTBIO KaK JJMYHOCTH BOBCE He calbie. Yare BCero OHM MpoCTo CIIUIIKOM BEKJIMBbIE — TaK
UX BocnuTanu poautenu. M 3to HopmasibHO. BO3MOXHO, € TOMOILBIO TPEHUPOBOK UM CTOUT HEMHOTO
MOJIKPYTUTh «OOP30METP» a KOMY-TO, HA0OOPOT, BOBMOXHO, HY’KHO CHU3HUTh, YTOOBI OH MOKAa3bIBaJ
HYKHBI YPOBEHb YBEPEHHOCTH.

«/lemenJie» WM «0POsKe» rOBOPUTH KIHEHTY TOKe IJI0X0

HukTo He MoOUT NOKynath «JeieBbie» Bely. Ho eciii KIIMeHT OTHOCUTCS K CTaOWIIBHO Cpe/l-
HEMY CETMEHTY MOTPeOUTENIEN, TO CIIOBO «J0POro» JJIsl HErO TOKE MOXKET 3ByYaTh Kak CUTHAJ Hepa-
[IMOHAJIbHOM MOKYIIKH.

KoHeuHo, camu KJIMEHTBI YacTO UCTIONB3YIOT 3THU CJIOBA B pa3roBope ¢ MeHemkepom. Ho eciu
MOCJICIHUI HAYMHAET UCIIOJIb30BaTh MX MO OTHOIICHUIO K COOCTBEHHOMY MpPEIJIOKEHHIO, OH (hak-
THUYECKH caM (opMUPYET paMKy Bocripusitusi. [OBOpS «/iemeBbIii BApHAHT», MeHeI2Kep 3apa-
Hee 00eCIeHNBAET CBOI NPOoaAyKT. [oBOps «a0poroi BapuanT», OH ()OPMHUPYET y KJIHEHTA
olIyleHHe N30bITOYHON IeHbI.

Takue cioBa Jiydiiie UCIOb30BaTh IPU CPABHEHUH C KOHKypeHTaMu. Hanpumep: «Bo3mosxkHO,
y HUX MOXHO C/IeJIaTh JIeIIeBie, HO TaM OyIyT COBCEM Jpyrasi KOMILUIEKTAIIUSI U YPOBEHb IO MPOM3-
BOJICTBY U COOpPKW». A MPUMEHUTEIPHO K COOCTBEHHOIN KOMITAaHHUH JTydllle UCIOIb30BaTh (DOPMYITHU-
POBKH «BAPUAHT C MEHBIIIEH CTOMMOCTBIO» M «BapPUAHT C OOJIbIIEN CTOMMOCTBIO», «II€HA BBIIIE WA
HUKE».

B 3toM cityuae MeHeKep MOXKeT CIIOKOMHO BO3BpaIaThesl K OoJiee IOCTYITHOMY JIJIsl KJIUeHTa
pelieHio, He 00eCIICHUBAsI €ro 3apaHee.
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Cuia may3 B pedm AJd YCHJICHUA BOCIIPUATHA I/IH(II)OpMaIII/II/I B II€perosopax

Erie onuH MOITHBIN UHCTPYMEHT, KOTOPBIN CUJIBHO HEIOOIIEHEH, — 3TO May3bl.

[May3a B peun maeT Mo3ry Bpemsi o0padoTaTh cMbICI. Peub — 310 motok mHpopmaiuu. Eciu
MOTOK HempepbBeH, 00padoTKa craHoBUTCs moBepxHOcTHOH. Koraa mosiBasiercss mayza, Mo3r
aBTOMaTHYeCKH 3aBepuiaeT (ppasy, (puKcUpyeT CMbICJ H IEPEBOUT €ro B NamMsTh. [lay3sl
JAI0T BpeMs Ha UHTETPaIfio CMBICJIOB U MH(pOpMAaIyu, a 6e3 HUX — MeHblIle (PUKCAIMU BHUMAHUS
U, KaK CJIE/ICTBUE, MEHBIIIE JJOBEpHS KJIUEHTA.

[Nay3a curHanmusupyet mMo3ry: «3To BaxHO». Haia HepBHas cricteMa oOydeHa OTCIICKUBATh
M3MEHEHHe PUTMA Peud Kak CUrHajl 3HaYMMOCTH. Korja uesoBek CTaBUT may3y, ciylaress 6ecco-
3HATEJILHO ToMyvaeT curHail: «Ceituac OyeT 4TO-TO KITIOYEBOE», — YTO MOBBIIIAET KOHIICHTPAIIHIO
Y 3MOLIMOHAJIbHOE BKJIIOUEHKE. Tak may3a co3/1aeT CMBICJIOBOM aKLIEHT.

K tomy ke may3sl gemnaior rooc 6ojee aBTOPUTETHBIM. B KOMMYHHKAIINK «aBTOPUTET» OBICT-
pee 3arojyvaer ToT, KTO yIpaBisieT BHUMaHueM codeceqHuka. Ecii yenoBek ymeeT paccTaBisiTh
aKIIEHTBl U HEe TOPOITUTCS, OH BBHITJISIIUT YBEPEHHBIM, CIIOKOMHBIM M KOHTPOJIUPYIOIIAM CUTYAITHIO.
Jliomy TOBepSIIOT CIIOKOMHBIM «aBTOPUTETaM» OOJIbIIIe, YeM TeM, KTO TapaTOpHT Oe3 ImepephiBa.

CnocooHocTh YBII€KaAThb COGCCCIIHI/IKEI cBOEH P€YbI0 JaHa KaKA0OMY

HuxkTo 13 Hac He JIIOOUT 0OMATLCS C IPYCTHBIMU WA TPyObIMU JTIoapMU. Jla aske CyXou pasro-
BOp KaKk MUHUMYM He TIPUTITUBAcT. Pe3y/bTaT c/Ie/ ki 3aBUCUT B TOM YKCJIe OT MHTOHAIIUY TUAJIora
Y YMEHHS MEeHe)Kepa PacloiokUTh KJIMEeHTa K ceoe.

YacTo cMOTpIO 3almicy BCTPed U Jlaxke depe3 SKPaH UYBCTBYIO, KaK MEHSETCS MOE IMOIIMO-
HaJILHOE COCTOSTHUE OT MaHephl pa3roBaprBaTh MEeHeKepa: T/Ie-T0 CKyJalo, Tie-TO HaulHalo pas3jpa-
KaThCsl,  TJIe-TO MEHS BOBJIEKAET MePEeroBOPHBIN MPOIECC, TPUSITHO CMOTPETh M CIYIATh, YTO FTOBO-
PUT MEHE/IKep, — OH MPUTATUBAET CBOMM TOBEICHUEM.

3a 370, Kak MPUHATO CUUTATh, OTBEYAET Xapu3Ma. BOJBIIMHCTBO TyMAiOT, YTO 9TO KaKasi-TO
0COOEHHOCTh CaMOTO YesioBeka — ocoObIil fap. Ho s cuutaio, 4To B OOJMBINEN CTENeHU 3TO BCe-
TaKU He «Jap», a OTHOIIIEHUE YeJIOBEeKa K CBOEMY JieNly, K COOeCeIHUKY, YMEHHUE YIPABIATh STUM
«KOKTEWUJIeM» ¥ CBOUM HACTPOCHUEM.

[To-MoeMy, xapu3ma — 3TO COYETaHHUE JIBYX CUTHAJIOB, KOTOPBIC YEJIOBEK TPAHCIUPYET OKPY-
KAIOIINM:

1. Cuna — BHYTPEHHMI1 CTEPKEHb, YBEPEHHOCTb U YCTOMUUBOCTD.

Omrymaercsi cobeceTHUKOM Kak: «OH 3HaeT, UTo JIeNlaeT».

2. Tero — m0OpOKeIaTeTLHOCTD, IPUHSITHE W YBaKEHUE.

Omrymaercst coOeceTHUKOM Kak: «PsoM ¢ HUM 6e30macHo».

Xapuzma = Cuia + Teruo.

Ecau ectb TONBKO CHJia, TO YCJIOBEK KAXKETCA XOJIOAHbIM, JOMHUHHUPYIOIIUM, NaBAIIAM. Ecmu
€CTb TOJIbKO TCIJIO, TO MMPUATHBIM, HO IIPHU 9TOM CJ'Ia6bIM, «HE JIMACPOM>.

Hy)KHO CTapaTbCAd COYECTATh B cebe 3T ABa COCTOAHUA U TPAHCTIUPOBATDH IIPABUJIbHBIC CUTHAJIbI
KJIUCHTY.

P.S.

Crooa ouerv nooxoosim cmpoku u3 nectu Enenvt Baeneu:
«/la He sadicHo, umo mul ckazan,

Beow ne sasrcrio umo, a Kak.
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A mebs ycaviwana, s nonsaa,

Jla u mwvt 0anexo He oypak».

OTU CTPOKH XOPOIIIO JIEMOHCTPUPYIOT MIPOSIBJIEHUE TOBEPHS K MEHE/IKepy M TO, KaK ero Boc-
MPUHUMAET KJIMEHT: BCEera BaXKHO HE TOJIBKO TO, YTO MEHEKEPhl TOBOPSAT UJIH JIeJIAIOT, HO U TO, YTO
OHU XOTST TOJIyYUTh B UTOTE OT ITUX JEUCTBUNA. BaskHO MPUHATH TOT (haKT, YTO BOCIIPUATHE MEHe-
IKepa KJIMEHTOM B OOJIbIIIEN CTeNeHN 3aBUCUT OT caMoro MeHemkepa. U yxe ucxons U3 3Toro emy
CTOUT BBICTPAMBATh CBOKO IMEPETOBOPHYIO MO3UIHIO, WCIIONb3YS BHIIICU3JIOKEHHbIE HHCTPYMEHTHI.
Jlenath IUaJior ¢ KJIMEHTOM «CKYYHBIM» WJIH BCE-TaKW MPUSATHBIM, PACIIOJIAraloiM, CUILHBIM U T10-
XOpOIIIEMY 3aIIOMUAHAIOIIMMCST — 3TO, 10 CYTH, BHIOOP CAMOTO MEHEKepa.
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Kak BHemHuil BU] MeHeI’Kepa
BJHMSIET HA MPOJYKTHUBHOCTH BCTPEYH

Koraa kimeHT 3aXouT B CaJloH, KPOME CaMOro CajloHa OH, KOHEYHO ke, oOpaljaeT BHUMaHUe 1
Ha CaMUX MEHe)KepOB — Ha UX BHEUTHUH Buj. [1o nutoram 4yeTsipex JieT HaOMOOeHU MOTy ClieIaTh
BBIBOJI, UTO JIJIs1 KJIMEHTA BaXKHBI MPESK/IE BCETO YXOXKEHHOCTDb M TO, KaK YeJIOBEK OZIET.

[IpexacraBbTe, YTO BBl MPUIILTH MOKYTNATh 3aKa3HYI0 MeOesb. C KeM Obl BbI C OOJIBIINM YJOBOJIb-
crBueM umenu Jeno? Kak, no-paiiemMy, JOJKEH BHIJISIETh YCIEIIHbINA AU3aiiHep-MeHeKep?

Onuiry MeHe)KepOB OIHOM M3 CAMBIX YCIIEIIHBIX KOMITAHUH, C KOTOPIMU MbI padOTaeM yxe
MHOTO JieT. Bce eBylky B 3TOM KOMaHAe BBHINISAAT OueHb onpsATHO. [Tonb3yloTcss MakusikeM —
KTO-TO OoJiee IpKUM, KTO-TO CIIepKaHHBIM, — HO BUJIHO, YTO K STOMY BOIIPOCY MOAXOISAT CEPhE3HO.
Ha HuX KpacuBble M1aThsl WM CTUJIbHBIE KOCTIOMBL. AKceccyapsl ofio0paHbl co BKycoM. Ecim ouku
— TO TOXKE He CJIyYaiiHble, a C OIpe/IeIEHHON U3I0OMUHKOM.

Kakoii curnan nepegaer Takoil BHEILIHUI BUA?

JIMYHO MHE — CHTI'HAJI TOTO, YTO TU MEHE/IXKEPBl TIOHUMAIOT CTUJIb, SCTETUKY, [T HUX BAKHBI
AeTau. A 3HAYMT, C BHICOKOW BEPOSITHOCTBIO OHM CMOTYT CO3/1aTh KPACUBYIO U IPOAYMaHHYIO MeOeb
st MeHsi. I 1a — 3TO TOUHO He Mpo «jaemmeBo». Ho ecimm s uay 3a 3aka3Hoil MeOenblo, TO He
WIITY TIPEXK/IE BCETO «eIIeByI0 MeOesb» — 5 Uy «KaueCTBeHHYIO, KPaCHBYIO, CTUJIbHYIO M YIOOHYIO
MeOelb», M 9TO KaK pa3 TOT 00pa3, KOTOPBI Y MEHs He BHI30BET MTPOTUBOpEUHE.

B 2020 200y uccredosameau u3 Ipuncmonckozo u Hoio-Hopkckozo
yrueepcumemos Jlonzeon O, Faoap Ilagpup u Aaexcandp Tooopos peuiunu
nposepumv, HACKONLKO 00exc0d 6AUsiem HA  B0CNPUSIMUe KOMNENeHIMHOCU
— Odadce moeoa, Ko020a Mbl CMApaemcsi Oblimb 0O0BEKMUBHLIMU. YUACMHUKAM
noxkaswieanu gomozpaguu Aodeli — 6 HEKOMOPbIX SKCNEPUMEHMAX 6Ce20 Hd
129 munaucekyno — u npocunu OYeHUmMb, HACKOAbKO KOMNEMEHMHbIM 8bl2AsSi0UM
uenosex. Pazuuuya 6 obpazax Oblna MUHUMAALHOU: HA OOHUX Oblaa 00edcod,
BOCNPUHUMABULASCSL KAK O0nee 00pozasi U CMAamycHas, Ha Opyeux — Kak Oonee
npocmasi. [lpu smom écsi 00edxcoa dvina uucmoli u yenoll.

Pesyavmam okazancs ycmoiiuusvim: oOHu u me dice 00U 8 00edicoe,
Komopasi eviensioenda 0onee CMAMycHoU, BOCNPUHUMANUCL 3HAUUMENbHO Oonee
KomnemenmuoiMy. Jlajice Ko20a yuyacmHuKam NpsSMo 2080pUML He 00pauiams
GHUMAHUSL HA 00€JHCOY U COCPEOOMOUUMbCS. HA CAMOM uenosexke, 3gpghekm He
ucuesadn.

Hccnedosarnue nokazano npocmyro eub: Mol A8MOMAMUUECKU CUUMbIBAEM
00e2Cc0y cobeceOHUKa KAaK CUZHAN €20 CMAamyca U Cesi3vlédem 3MOm CUeHan ¢
KOMNEeMeHmHOCmbI0. Mo HuUe20 He 2080PUM O PeanbHbIX CNOCOOHOCHISIX YeA08eKd,
HO nepeoe gnevamnenue Popmupyemcst bovicmpee, uem mvl Ycnesaem 0CO3HAHHO e20
NPOAHANUZUPOBAIMND.

[Tpu 3TOM HeoOsI3aTENBLHO, YTOOBI BCE MEHEMKepbl-AU3aiiHEphl B MeOeTbHOM OW3Hece ofe-
BAJINCh B IIMKAPHBIE TUIAThsl WIM KOCTIOMBI. Eciu B Balieil KoMnaHuu npuHsTa 0ojee cBoOOaHAas
Ok A — ITO TOXkE HOPMaJIbHO. CHOPT-IIMK WY KKyaJl BIIOJIHE MOTYT OAOUTH AU3AHEPY-MeHe-
Ixepy. Bonpoc ToibKo B TOM, KaKKe CUTHAJIBI O CBOEH KOMITAaHUU Bbl XOTUTE TPAHCIUPOBATH KIIUEHTY.

Kak ki11eHT 51 Obl CYUMTHIBAJ TaK: CIIOPT-IIMK — CBOOO/A, IEMOKPATUIHOCTh, OOJbIIAs JOCTYTI-
HOCTb MO LIeHE; K9Kyall — TBOPYECKHIA MOIXOM, COBPEMEHHOCTh U HECTAHIAPTHOCTb, HO IIEHA yike
BBIILIE.

Ho B mo6om ¢opmare camoe ri1aBHOE — eUHBbIA, OOIIUI CTHIIb.
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Koraa Mo3r BUIMT COTPYTHUKOB B €IMHOM BU3YaJIbHOM KOJIe, OH BOCIIPUHUMAET 3TO KaK Ipu-
3HaK CHCTEMBI, XapaKTepa KOMIIAaHUH, BHYTPEHHETO MOPsAKA. DTO CIIOBHO MPOXKEKTOP, KOTOPBIH MO/-
CBEUMBACT UICHTUYHOCTh OpeHa.

Ecnu xe B OTHOM casioHe OTMH MEHEKEP B AKKYPATHOM IUIAThe U C TPOIyMAaHHBIM MaKHUsIKEM,
a Ipyroi — B BBHITAHYTOHN (PyTOOJIKE M KPOCCOBKAaX yIsi Oera, TO Kakoi BBIBOJ MOXHO cenarh? B
JIydIlIeM Cydae — HUKAKoro. A 3HaYWT, MHCTPYMEHT, TIOJCBEUYMBAOIINI UIEHTUYHOCTh OpeH.a,
MPOCTO HE UCIIONIB3YETCS].

B onHOM 13 KOMIaHUH, C KEM MBI PadOTaJIH, JIO HAIIero TOIKII0UeHUs ObLT «IUHBIN Apecc-
KoI» — Oenast Omy3ka U uepHasi 100Ka. [Tocre mpoxoskieHrs OIHOTO U3 YPOKOB O BHEIITHEM BH/[IE
MEHeKePBl CIIPOCHIIH:

— A Kaxo#l y HuX nosnyvaercsi ctTuiib? Yl BO3MOXKHO JIM KaKOE-TO OTKJIOHEHUE OT ITOTO OfIMHA-
KOBOT0 Oe37MKoro oopasza?

JL71s1 MeHeKepoB B OaHKe 9TO MeaTbHbIN CAep:KaHHbI 00pa3, HO ISl TBOPYECKOH rpodeccum,
s lyMaio, MeHeKepaM HyXKHO J1aTh OOJIbITIIe BOZMOXKHOCTEH MPOSIBUTH ce0sl, U 9TO B TOM UHCIie OyzieT
BJIMAATH HA UX HACTPOEHHE, COCTOSTHHIE U TBOPUYECKYI0 PaOOTOCTIOCOOHOCTD.

BHemHuil BUA He TOJNBKO TepeaaeT OnpeeeHHble CUTHAIBI KIMEHTY — OH eIlle U CO37aeT
HACTPOEHHE y CaMOro MEeHe/IKepa, YTo TOXKe KpaHe BaKHO JUISl YCTIEITHBIX TIEPEroBOPOB. Y KakI0To
U3 HAC €CTh OJIeK/1a, KOTOPast BBOOMT B OINPEAEICHHOE COCTOSIHUE. Y MeHs Tak, Harpumep, ¢ OeXK 0
17151 pabOThl — OHA MEHSI MOOMJIM3YeT — U ¢ JOMAITHEHN OeXkJOM: HaJeBasi ee MOoc/ie HACHIILIEHHOTO
padouero JHsl, s MOJTHOCTBIO PACcCaa0IIsIioCh.

W3 3TOr0 MOXHO cenaTh OYeHb BaXHBIA BBHIBOI: TO, YTO HA HAC HAJeTO, 0YeHb CHJIbHO
BJIMsSIET HA HAIIIU MBICJIU U NIOBe/eHHe.

To ke, KcTaTu, KacaeTcs U KJIMeHTa — KaK MUHAMYM TO, B YeM OH CHIUT Ha TIeperoBopax.

Bceraa obparaio BHUMaHMe Ha TO, B YeM KJIMEHTHI OOIIAIOTCS ¢ MEHEIKEPAMH B CAJIOHAX, TIPH
pazbopax BueO3anuceil 1 U3 CBOMX JIMUHBIX HAOJIOICHUI B TOProBhIX LieHTpax. Kak mpaBuio, BO
BCEX KOMITAHUSIX KJIMEHTHI, KaK MPUIIUIA B BEPXHEH OfEeK/Ie C Y/MIIBI, TaK U CUAAT HA TIEPeroBopax
1o 1Ba-Tpu vaca. Ho 3amymaiitech: B Kakoe COCTOsTHME HAC BBOOWT BepxHsis ofexaa’? Kak npasuio,
IJIs1 HAC 3TO CUTHAJI MO3TY, UTO MBI «TYT HEHAJJOJIT0» — TOIYYUTh KOHCY/IBTAIAIO U Y3HATh IIEHY.

A BaM HYKHO, YTOOBI KJIUEHT CHJIEJ B BAIlleM CaJIOHe B COCTOSIHUM «$1 TYT HEHaI0ro» ? Jlymaro,
41O HeT... Ul ecim B KOMITaHUM He TIPUHSATO KOPIOPATUBHON KYJIBTYpO MOMOTaTh KJIMEHTY CHUMATh
BEPXHIOIO OJIEK]TY, TO TOJBKO CaM KJIMEHT OyJeT MPUHUMATh PellieHne, CUIETh €My B ITyXOBUKE HJIH
6e3 Hero.

B 2012 200y Xaiio Adam u Adam I'anuncku npogeau cepuio SKCnepuUMeHmos
U npeonodcunu Hoevlil Hayunwvlii mepmurn — enclothed cognition, — Komopwvim
0003HAMUNU BAUSIHUE 00eHCObL HA MbIUUAEHUE U NOBEOeHIe MO20, KIMO ee HOCUM.

Hccnedosamenu npeononodxcunu, umo ooexncoa énusiem He moavko Ha mo,
KaK HAC 8OCMPUHUMAIOM Opy2ue, HO U HA HAWU COOCMEEHHble NCUXON0ZUMECKUe
npoueccbl — GHUMAHUe, YYECMEA U NOBEOEHILe.

B nepsom skcnepumenme yuacmeosanu cmyoeHmvl, GbINOAHSIGUILE MeCH
Cmpyna — 3adanue Ha uzbupamenvroe sHumarue. OOHU UCnbIMYeMmble HAOeAU
Oenvlii K1abopamopHvlli xaaam, opyeue 6bINOAHSAU 3a0anue 8 Ceoell ooexcoe.
Yuacmuuxu 6 xanramax donycmuau npumMepHo 8080e MeHbvle OUUOOK 8 Hauboree
CAOMNCHBIX 3A0AHUSIX, XOMSL CKOPOCHb BbINOAHEHUSL Y O8YX 2PYNN He PA3AUMANACD.

B 0syx caedyrougux sxcnepumenmax uccaedogamen npoeepunu, umeent au
3HAUEHUE CUMBONUUECKUNT CMbICA 00excObl. OOHU YUACMHUKU HAOeBAA Oenblil
xanam, KOmopwlii UM npedCmassinu KaK epaueoHvlil, Opyeum mouHO MaKou dice
xanam Hazvleanu xanamom xyooscrnuka. Ewe 0se epynnuvl ne nadesaau epaueOmbulii
xanam, a moavko uden €20 UL GbINOAHSAU 3A0aHUe, KOMopoe OOANHCHO ObLAO
C8s13aMb €20 € UX NPeocmasneHuem o ceoe.
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Pesyavmamul 0Ka3aAUCh YOUBUMENLHBIMU: YHUACTHUKY, KOMOpPble HOCUAU
XAAaM U CuUmanu €20 8pAUeOHbIM, HaxX00UM DONBULE PAAUMULL MEHCOY NOXONCUMU
UB00PAdCEHUSMU, UeM Mme, KMO HOCUN «XANAM XYOOHCHUKA» UAU NPOCMO BUOeN
«Xanam epaua», HO He Ha0e8an.

Ha ocrHosaruu 3mux sKcnepumennos agmopsl NPeonoAONCUNU, YN0 GAUSIHUE
00ex#cObl Ha Haue MblUAEHUEe BO3HUKAEN NPU COuemanuu 08yx ycaosuii: 1) odexcoa
¢gusuuecku Hadema; 2) oHa umeem O0A5l 4eN08€KA ONPEOeNEHHOE CUMBONUUECKOE
3HaueHue.

To ecTb 0fekK 12 MOKET BIIMSTH Ha Hallle COCTOSIHUE OJIaroiapsi COUETaHUIO €€ CUMBOJIMUECKOTO
SHAYCHUA U CaMOr'o OIYIICHHUA OT HOLICHHWA.

B neperoBopax 310 paboTaer B AByX HalpaBJICHHSIX.

Eciu KIMeHT ocTaetcsi B BepXHel ofex /e, eMy MOXKET ObITh jKapKo U HeynoOHo. Kpowme Toro,
NaJbTO WIM KYpPTKa COXPAHSIOT OIIYIIEHUe, YTO OH 3allie/l HeHAIOAr0 M CKOPO MPOIOJIKUT IMYTh.
ITosToMy B Hauase BCTpEUU KJIUEHTY JIydlle PEIJIOKUATh CHATh BEPXHIOI OLECKAY.

To, BO 4TO OfIeT caM MEHeKep, TOkKEe MOKET BJIMSTh HA €r0 BHyTpeHHee cocTosiHue. [Ipomy-
MaHHBIA padoumii 06pa3 crocodeH NoMoYb eMy IMOYyBCTBOBATh ce0sl yBepeHHee, COOpaHHee U CIIO-
koriHee. CIIMIIIKOM JIOMAlITHsIsl UM HeOpexkHas ofekja, Ha000pOT, MOKET MEHbIIIe HaCTpauBaTh Ha
JIeJIOBOYM Pa3roBop.

JJAMPXAK

He Hy:KHO K/J1aTh, YTOOBI KJIHEHT CaM CIHPOCHJ, Ky/ia eMy NOBeCHTh
KYPTKY.

IIpencraBbTe, YTO K BaM MpHeXaJ J0pPOroil BaM 4eJjioBeK, — BbI Ke
NMmoMozKeTe eMy ¢ BepxHeill one:xaoun? Tak sxke M KJIMEHT — 3TO Baml JIPYT,
NOMOTHTE €My OYYBCTBOBATh ce0s1 Kom(popTHee.

3uMoii, ecii KJIHEHT Telo OJeT: «Y HAac o4yeHb :kapko. /laBaiiTe
MOMOTrY C NaJbTO». B 10K/1JUBBIH IeHb, €CJH KJINEHT NMPoMoK: «/laBaiiTe
30HT MOCTABHMM CYHINTHCS. A NHJIKAK MOKHO CHATh, U MOBECHM Ha
IUIEYNKHA NOACYIIUTHCA. Y HAC €CTh ellle I/l — MO’KHO HAKHHYTh, YTOObI
CcOrpeThcst ObICTpee».

He Hy:xHO cnpamuBaTh: «X0TUTE CHATH MAJbLTO?» — 3TO OCTABJsIET
KJHeHTy BbIOop. Ilpensaraiite yBepeHHO, KaK rOCTEeNPHUMHBIN XO3SIHH
JIOMa, a He KaK yCJY:KJuBbIi nax. I oueHb Ba’kKHO, YTOOBI NPe/1JI0KeHne
CHAITh BEPXHIOK0 O/I€K/1y He 3By4YaJi0 KaK NMONbITKA «pa3/ieTh» KINEeHTa BO
gT0 ObI TO HU cTaJsio. He meperu6aiite maJjuky, 1py3bsi!

P.S.

Koxko IIanenb korga-to o4eHb TOYHO cKazauia: «Q0eHbmech HeOPeHcHO — U 3anOMHSIN NAAMbe;
00eHbIMeCh Oe3YNPEUHO — U 3ANOMHSIN HCEHUAUHY».

Tak Kak Ballli MEeHe[)Kepbl MPE/ICTABISIOT MPOAYKT, KOTOPBIN CBA3aH CO CTUJIEM, KAUECTBOM U
HAJIeKHOCTHIO, TO, KaK BHIIJISASAT KOMaHa MEHEKePOB, 3aMEPIIUKH ¥ COOPIIUKHU, BO MHOTOM (hop-
MUpYeT TMpeCTaBIeHre KJIMeHTa 000 Bcell Bamei kommanuu. [lomymarite, kakoid 00pa3 Bbl XOTHTE
TPaHCIUPOBATh, U JIaliTe COOTBETCTBYIOIINE PEKOMEHJAIIUY BCEM CIELMaIMCTaM, KOTOpble KOHTAK-
TUPYIOT C KJIUEHTOM.
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I{udpoBass BU3NTKA MeHeKepa: KaK
BBIIJISAIeTh PO eCCHOHAJIOM B Ilepenucke?

[IpencraBbTe, YTO BBl 3aXOAUTE B CAJIOH, & MEHE/IKEP BAaC BCTPEYAET B IUISKHBIX IIOPTax, MaiKe
C HETIOHSATHOM HAJIHUCHIO, B COMHEYHBIX OUKaX M B KJIy0ax JpIMa OT KaibsiHa. KakoBa Oyner Bara
peakiusi?

W, naBepHoe, Kakablil cefiuac CKaxer:

— V wmens takoro 100 % Her.

B casnone win Ha Bble3ie, HaJeI0Ch, AEHCTBUTENBHO HET, XOTS U TYT BCsikoe ObiBaeT. Ho BOT Kk
aBaTapKaM B MECCEHIKepax OOJIBIION BOMPOC.

MHorre KOMIaHUY [0 CHX TOp pa3pelialoT MeHekepaM MepenucChBaThCs C KJIMEHTOM CO
CBOMX JHMYHBIX TeneoHOB. Kak uTOr — KJIMEHT He Bcerga KOMMYHHILMPYET C «IU3aiHepOM
MeOesn», a 3TO MOXKET ObITh KpacuBas JEBYIIKa, KOTOpasi Ceiaia Ajisl BOCHOMHHAHUN 00 OTITyCKe
dororpacuio Ha TIsKe Ha (DOHE 3aKaTa, B COMHIIE3ANIUTHBIX OUKaxX U ¢ OOKaJOM BUHA B pyKax.

BcriomuuTe, Kora Bel CaMU OCTaBJISIA 3asIBKY Ha KAKOM-HUOYb CaiiTe U BaM B MECCEHIKEP
MYcaJl HE3HAKOMBII HoMep. YUTo BbI Jie/iajiv B MIEPBYIO ovepe/ib?

[TpaBusbHO. MBI Bee KiMkaeM Ha mpoguiib. CMOTPUM Ha aBaTapKy, UMsl U OIMCaHKUE TPOUIIAL.

W ecnu BB BUIIETH MYCTOM CHITYST Ha aBaTapke, UM «CTpaHHbIe» (oTo, uMs «Ouist 1aB», Uiy,
HarpuMep, Kak B Halllel KoMaHe ObUT OYeHb HEOOBIYHBIN CITydail, MeHeKep B MECCEeH IKepe Ha3Basa
ce0s1 «Ilymmuctoie Kumkm» (310, OKa3bIBaeTCs1, KAKOM-TO MEPCOHAXK U3 KOMUKCOB, HO UTO MOJyMaeT
YeJIOBeK, KOTOphIid He B Kypce?), — ypOBEHb JOBEpHs YMaaeT U BOOOIEe OTBEYATh HE 3aXOYeTCs.
[Tpuvem 3TO MPOUCXOOUT MOMUMO Hallled BOJIM: MO3T caM JeJIaeT UASHTU(UKAIMIO U (PUIITPALHIO.

Ecnu BH MM Balm MeHekepbl KOMMYHHIIUpPYETe C KJIMEHTOM KaK «IU3aiiHepbhl MeOes»,
TO aBaTapKa JOJDKHA aCCOIMMPOBATHCS UMEHHO C BAllIMM OU3HECOM — HAIPUMED, 3TO MOXKET OBbITh
KpacuBas ororpadus Ha poHe MeOesr ¢ COOTBETCTBYIOIIMM OMUCAHUEM B MpoduIe.

Koraa kimeHT nomyyaer ot Bailieid KOMIIaH|U COOOIIEHNE, OH He BUJHT CAJIOH, BHIBECKY, pado-
ynii KocTioM. OH MOKa BUJMT TOJIBKO aBaTapKy, MUMsl ¥ orucanue. M 1o HuM cocTaBIisieT repBoe BIie-
YaTjeHue O KOMIIAHWH.

JANPXAK

Bo Bcex komMmaHusIX, ¢ KOTOPHIMU Mbl padoTaeM, Mbl HACTOSAATEJIbHO
peKoMeH/IyeM He MO3BOJISITh JU3aliHepaM-MeHe/[zKepaM BeCTH MepPenucKy
¢ Ju4yHbIX HOMepoB. Ho mopoii Bce paBHO 3TO NPOHCXOJUT, TaK Kak
MeHe/IKepbl pad0TaIOT H B CBOM BBIXOJHbIE, 4 HA CBS3H C KJIHEHTOM XOTAT
OBITH BCErJa, YTOObI 3aKJIOUHTh CAEJKY KaK MOKHO ObICTpee — TaKoe
cTpeMJieHle, KOHEUYHO, MOXBAJIbHO.

Camplii Jydmuid BapMaHT — e€CJH Bbl KylNHTe KOPHOPATHBHBIE
HOMeEpa, JaJNTe MeHeq:KepaM MOJKJIIYNThL UX K CBOMM Teje(OHAM H
cBsizkete ux ¢ CRM.

U kakoii 661 B UTOre HOMep Tejie(pOHA — CBOIl WM KOPNOPATUBHBIN
— Bbl U Balld MeHEJKepbl HH HCHOJb30BATH B KOMMYHUKAIMH
¢ KJHEHTOM, MPaBWJO BCerja OJMHAKOBOEe: aBaTapka M ONncaHue
JIOJZKHBI Cpa3y coo0IaTh Hy:KHbIEe IS MPOJAaKH CUTHAJIBI — 3TO NMPO
Me0esib, KPacoTy U BKYC, Ha/Ie’KHOCTh M HCIOJHUTEJIbHOCTb. A IJIaBHOE
— cTapaitech YXOJUTh OT «0€3JHMKHX» JIOTOTHIIOB HA aBaTapKe H
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HCI0Jb30BaTh peanbHble ¢ororpacpun nusaiiHepos. Ilomuure: M0aM
MOKYNAaKT Yy JIoaeil.

B mos3re ecth crienman3npoBaHHast 00J1aCcTb, KOTOPasi OTBEYAET TOJIBKO 32 paclO3HABAHKE JIUL.
Omna Ha3bIBaeTcsi «BepeTeHo00pa3Hasi 00N1aCTh JIMIA» U HAXOIUTCS B BUCOYHO-3aThIIOYHOM KOPE.

ITO eIMHCTBEHHAs! 30Ha MO3Ia, KOTopasi:

* AKTUBUPYETCS] MTHOBEHHO;

* paboTaeT ObIcTpee CO3HAHUS;

* BKJIIOYAETCH, IaXKeE €CJIM JIMLIO €/1Ba pa3InyuMo (HalpuMep, TeHb, PUCYHOK Ha CTEHE, CMail-
JIVK).

JaHHbI 3P PEKT AKTUBHO UCIIONB3YETCS B MapKEeTUHIe. MBI yallie IepeKk/II0uaeM CBOe BHUMA-
HUE Ha peKJiaMy, KOrja BUAMM Ha OMadopaax M B TapreTMpOBAHHOW peKJiaMe JIMIA, a OIUH pa3
BUJIENl BUHO, Ha 9TUKETKaX KOTOPOro ObUIM M300pakeHb! JIMLA COTPYJHUKOB BUHHOTO 3aBOJIA, — U3
BCeil Macchl OYTHUIOK Ha IMOJIKE B CyNepMapKeTe 9TOT psiji OYeHb CUJIBHO BBIACIISIICS, elle U AEMOH-
CTPUpPY# TeX JIOEH, KTO 3TO BUHO CAEJaJ, YCUIIMBAasl TEM CaMbIM JOBEPUE K ITPOU3BOAUTEIIO.

[Nonyyaercs, Ham MO3r OyKBaJbHO 3allPOrPaMMHMPOBAH MCKaTh JIMIA — pPaHbIIe 3TO ObUIO
BaXHO 111 BeikMBaHUs: «Kto 310? CBOM 1in yyxon?» COOTBETCTBEHHO, OTCYTCTBUE JIMIIA Ha aBa-
TapKe — IOBOJ, AJIs1 HAalllero Mo3ra 3apaHee IIPOsIBUTh HACTOPOKEHHOCTh U COMHEHMUS.

[TpodeccronanbHO 0opmIIeHHBIN TPO(UIIb ¢ YKA3aHUEM J0JIKHOCTA U KOMIIAHUM — MIHO-
BEHHBII CUTHAI: «DTO HE CIYYailHbI YeJIOBEK. DTOT MEHEAKep — YacTb MPOIYMAHHON U YETKOU
cucteMbl. EMy 1 €ro KOMIaHUM MOKHO JJOBEPSITh».

Mosr mo0UT TO, YTO eMy OBICTPO MOHSITHO M MpeICcKa3yeMo, OTOMY UTO 3TO JAJIsl Hero 0es-
OIACHO.

IIporue roBops, akkayHT B MECCEH/IKEPE — 3TO LIM(poBast BUTpUHA Ballero cajioHa. M ecau Ha
Hell HEeT BbIBECKU WJIM BUCHUT KpUBasl TAOJMUKA, KJIUEHT MPOUAET MUMO, JJaKe €CJIM BHYTPU UMEHHO
TO, YTO €MY HYXKHO.

Kak eiie MOXXKHO yCUITUTD JOBEpUE K AU3alIHEPY-MEHEKepy 3apaHee?

[IpexacraBbTe, UTO BBl CAMU OCTABUJIM 3a51BKY HA MeOeJib, BaM MEPE3BOHUIIM U3 ABYX KOMITAHUI
1 JIOTOBOPWJIMCH O BCTpede ¢ Iu3aiiHepoM. Bl coracummch Ha 00e — Hy... YTOObI CPABHUTb.

B oaHOIi KOMIaHUK BaM Mepe3BOHIMIT OOT U 3alKcall Ha BCTpevy, BaM MPHIILIO IPOCTO YBEIOM-
JIEHUE CO BPEMEHEM M aJgpecoM. B Apyroil KomMnaHuM BaM MO3BOHWJI KMBOMW YEJIOBEK, 3alucal Ha
BCTpeYy U IPUCIIaJl IPOTOKOJ Balllero pa3roBopa, AOMOIHUB €r0 OTAEIbHON BUBUTKOM W3aliHepa, ¢
KOTOPBIM Ha3Hau€Ha BCTpeyva.

udposas Bu3MTKa AU3aiiHepa — 3T0 poTorpacust ¢ HEOOIBIIMM ONMCAHUEM OIbITA CIeIHa-
nucTa. B onMcaHuu MOKHO yKa3aTh, CKOJIBKO JIET AU3aiiHep B MPOeccuu, Kakoe OH MPOXOAUT 00y-
YyeHHe, KaKue y HEero MpOeKThl. M JOMOHseT ONMCcCaHue CChIIKa Ha CaMble KPACHBbIE TIPOEKTHI.

K kakoii koMIaHuy y Bac u3HadasibHO Oyaet Oosbiie nosepusi? C KakuMm au3aiiHepoM Oyaer
OoJIbIIIe XKeJIaHUsI BCTPETUTHCS U OOJIbIIIE IAHCOB, YTO Bbl HAll/leTe BpeMsi IPUITH Ha 3Ty BCTpedy?
OTBeT 0YeBUIEH.

OnuH Y3 MOMX KJIMEHTOB, KOTOPBIA MEPBBIM CTajJ KCIOJIb30BaTh 3TOT MHCTPYMEHT, Cpasy
TIOIIEeJT YyTh AAJIbIIIE U CTaJl C CAMBIMH CMEJIBIMH AU3aiiHEPaMU 3aIllUChIBATh BUAE00030Pbl UX PadoT.
Hansin onepatopa 1 oTHpaBuJI €ro ¢ JU3aiiHepOM 0 CIOKHBIM M MHTEPECHBIM OOBEKTaM.

Crycrs Kakoe-To BpeMsl JInA-MeHeKep MoJeInIach UCTOpUen 3B0HKa. KineHT o3BoHWI cam
U TIOTPOCKJI 3aMCaTh €ro Ha ONvsKailme JHU Ha BCTpeuy K KOHKPETHOMY JU3aiiHepy, HO Okaii-
11ee CBOOOIHOE OKHO JIJIs1 BCTPEUM UMEHHO C HUM ObLJIO JIMIIb Yepe3 Heneno. JIna-mMeHeaxep cooo-
LI1JIa 9TO KJIMEHTY U cKas3ana: «Eciu BaM cpoyHO, MOry 3anucaTh Bac K Ipyromy ausaiHepy». Kiuu-
eHT oTBeTIII: «HeT-HeTt, Mbl mofosieM — Mbl yBue M B CeTr 0030pbl MeOeIr OT Balllero qu3anHepa,
HaM TMOHPABWICS €€ MOAXO/, U Mbl XOTUM MONAacTh UMEHHO K Hell. 3anuIlUTe HAC UMEHHO K HEl».

Bor Tak BU3MTKA AM3aiiHEpa MPUBOIUT UMEHHO K HEl FOpSYMX KJIMEHTOB.

43



E. Cyxanos. «IIpomaBer| MeOenu: OT 3asiBKH JJO OIUIATHI 10 IIIaram»

ITPAKTUKA

[TpoBeppre onmcanue npoduiell CBOMX MEHEIXKEPOB U IPEBpATUTE UX B
MHCTPYMEHT YCUJICHUSI IOBEPUSI.

IIIar 1. ABaTapka

O06s13aTeNIbHO: KauecTBeHHasI, YeTKas potorpadus, rae XOpOIIo BUAHO JIUIIO.
Jlyuiie Bcero — mnpodeccuoHaIbHBI NOPTPET HAa HEWTPAIbHOM (POHE WIIH, €lle
Jy4lie, B UHTepbepe caloHa MeOeu.

3amnperieHo: (OTO U3 OTIYCKA, C JPY3bsSIMHU, C JI€TbMU, C >KUBOTHBIMH,
a0CTpaKTHbIE KAPTUHKH, MEMBI.

Llenb: KJIMEHT AOJKEH YBHIETh TOTO K€ YeJOBEKa, C KOTOPHIM OH MOTOM
BCTPETUTCS B CAJIOHE.

IIIar 2. UMs 1 O0TCHLIKA K KOMIIAHNH: J€KTPOHHAS BU3UTKA

®opmar: Nms + JomxHocts + Kommnanus.

[Tpumep: «AnHa | [Inzaitnep-koHCyabTaHT | MeOenbHast komnanus "Jlydias
MeOesb'"».

Heﬂb: KJIMEHT OOJIKEH cpa3y IIOHATHh, KTO BBl U OTKy,Ha. 9TO 3HAYUTEJIBHO
IIOBBIIIIACT BepOHTHOCTI) OTKpI)ITI/IH COO6H1€HI/IH.

IIar 3. Onucanne npoduist

310, MO CyTH, 15-CeKyH/IHAsI cCaMOIIpe3eHTaIH s, YTOObI KJIMEHT Cpasy MOHSL,
4TO Monaj K rnpogeccuonany. O0s3aTeIbHO 3aMONTHUTE:

* crienmanu3anusi, Hanpumep: «Ju3aiiHep KyxOHb U rapiepoOHbIX»/«u3aiiH
JIIETCKON Medes» U T. 1.;

* KJIOYEBOE MPEMMYLIECTBO M Jaxe, MOXKET ObITh, KyCOYEK MMHCCUHU
xkomranuu: «[lomoraio co3gaBaTh MPOCTPAHCTBA, IA€ YAOOHO KUTb» WM «OmbIT
padoTtsl — GoJee 7 neT, COOCTBEHHOE TPOU3BOACTBO» U T. [I.;

* CChUIKA Ha MOPT(OJIMO WU CaWT;

* aJIpec CaJIoHa;

* pabouue Jachl.

ITpumep roroBoro npoduis:

ABartapka: npogpeccuoHasibHOe OTO.

Nwmsi: Npuna [erpoga | duzaitnep meGenu

Craryc: cozgalo meOesb Balleil MeuThl B MeOeabHOM cajioHe «Jlyurmas
MeGeib». Bonee 270 peanu3oBaHHbIX TPoeKToB. OnbIT B qu3aiiHe 6onee 10 ser.

Anpec canona: r. Mocksa, yi. Jlenuna, 1

Mowu paboThi: [cchuika Ha MOpTEOIHO]

Yacel pabotsl caniona: Br—Bc: 10:00-19:00

IIlar 4. KapTouka qu3aiinepa

Cnenyomuid ypoBeHb — 3TO KapTouKa [u3aiiHEpPa WM PaCIIMPEHHbIN
npodaitn. Co3paiite eauHbIi MA0JOH BU3UTKH [UIs1 BCEX MEHEIKepOB, KOTOPbIN
MOHO OTHPABJISATh KJIMEHTY MOCIE 3aIMCH Ha BCTpevy.

Yro crona MOKHO BKJIIOUUTH:

1. ®ororpadus (Takke nmpopeccuoHaIbHast, Kak U Ha aBaTapke).
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2. VIms1 1 1OJKHOCTb.

3. Kparkas 6uorpadusi/punocopus: «Bepio, 4To KyXHs — 3TO cepaie Joma.
Crnienianu3upyioch Ha YIOTHBIX PELIEHUSIX 151 KOM(POPTHOM KU3HU».

4. KouyeBble — KOMIeTeHIMM/0Opa3oBaHue  (TOJBKO  HACTOSIINE):
«Perynspupiii modenutens “Jlyummii an3aiiH-ipoekT” B KommaHuu “Jlydrime
KyxHU », «[Ipomuia Kypc no auzaiiHy meOenu B Mumane», «Cuenana 6omnee 350
MIPOEKTOB MeOesn».

5. Ioptdomnuo: Tpu-4yeThipe JIydire padoThl C KPAaTKUM OITUCAHUEM.

TyT cTouT cKa3arh, 4TO, IO MOUM HAOJIOICHUSIM, CPEU JU3aHEPOB OYEHb
MHOT'O CKPOMHBIX JTiofied. M1 0ObIYHO M3 HUX IPUXOIUTCS OYKBAJIBHO «KJICIITHSIMU»
BBITACKUBATh VX CUJIbHbIE CTOPOHBI U TIPY(BI MX HachileHHOro onbita. Ecm y Bac
TOXE CKPOMHSTH, TO BOT MO BaM COBET: MOCTapaiiTech He COABaThCs Uepes IMSTh
MUHYT, a TIOBCITIOMMHANTE BCe KOMAaHJION U C(POpMYIUPYHTE 1IEHHOCTh KaXkJI0ro
MEeHelKepa.

P. S.

«OH NOHSLNA, UMO CCOPa NPUHANA CEPLEHDBILL 0OOPOM, K020a HceHA HA MuuHOU cmparuue 60 BK
nocmasuna cmamyc ,,86008a‘». (Lllymxa ¢ npocmoposé unmeprema. )

B Harmiem coBpeMeHHOM MUpe, Tjie TiepBoe OOIIeHe BCe Yallle HAUMHAETCS ¢ COOOIIeHU s, PO-
(puiib B MecceHaKepe — 3TO U BUBUTHAs KapTOUKa, U OJEX/]a, U HACTPOEHUE, U, MOXKHO CKa3aTb,
pyKoIoX)artre. ITO CIAUIIKOM MHOTO MH(MOPMAIMHK AJis KJIUEeHTa, YTOOBl OTHOCUTHCS K 9TOMY Oec-
MEYHO U He MoTpaTuTh 30 MUHYT BpeMeHH, YTOObI IPUBECTU BCE B MOPSIOK.
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KakoBa «rjiaBHas 1eJib» B IPOJakax M KakK
OHA BJIMSET HA HACTPOH caMoOro MeHe:xkepa?

[NocraHoBKa 1€/ — 3TO OCHOBHAS 3ajaya JJIsl BHIPAOOTKHU CTpaTeruy JEeUCTBUs. A mepero-
BOPHI O€3 CTpaTerny MpeBpaIanTCcs B HEKOHTPOIMPYEMBIH MTPOIIECC C COMHUTEIIBHBIM PE3yJIbTaTOM.
Korna crpaterus ectb — npopaBel] MSrko ¥ yBEPEHHO BeJIeT KJIMEeHTa K KOHKPETHOMY Ilary, co3ja-
Basi YyBCTBO OE30MACHOCTH U MOHATHOCTH.

4l cam craBimi0 OOBIYHO TPU LIEJIM Ha TIEPEroBOPhl U PEKOMEHIYI0 MEHeAkepaM I10 MpoJaxam
UCTIONb30BATh ITOT MOAXO /AJIs1 CBOETO IJIAHUPOBAHUS:

Leav maxcumym. KoHEUHO ke, 3TO TO, pajii 4ero paboTaloT MEHeKepbl, — CeJIKa W KOHed-
HBIA LIEHHBII pe3y/IbTaT ¢ epBoW BeTpeud. [lis mma-MeHemkepa — cpasy 3anucaTh Ha 3amep. s
Iau3aiiHepa-MeHeKepa — MOANUCATh JOTOBOP WJIM TOTYYUTh XOTS Obl CHMBOJIMYECKYIO MPEIOILIaTy
MPSIMO Ha NEPBOi BCTpeYe.

Leav onmumym. Io cyty, 310 cozganue OoMblell BOSMOXHOCTH 3aKJIIOUUTh JOTOBOP B Oyay-
meM. Ecnu MeHemkep ucyepnas nornsITKM OTpadoTaTh BO3PAKEHUS «s1 TIOAYMAl0» WIN «I0POTro» U
MOHMMAET, YTO NMPUYKMHA MEpeHoca MeperoBopoB 00beKTUBHASA. K mpuMepy, BBISICHIIN UCTUHHYIO
MPUYMHY OTCPOUKM: «bBe3 Myka He pelly HUKaK W MpeIoroBop He 3akimody Oe3 Hero». Hudero
crparHoro. MeHexepy HEOOXOMMO «ITPOAIATh» BHITOY COBMECTHBIX IIEPETOBOPOB C MY:KEM U JIOr0-
BOPHUTBLCS O YETKOM cliefyomieM mare: «Co3aeM 4aT ¢ My’KeM, pa3 OH He MOXKET IIpuexarb Ha
BCTpeuy, Ha3HauaeM OHJIAWH-BCTpeuy B YETBEPr AJIsl AEMOHCTpPAIMU MPOEKTa U OOCYKICHUS €ro
BOIPOCOB». DTO U €CTh HAUaJIO MOATOTOBKH K CJIEyIOUIel BCTpeye.

Leav munumym. IT0 TO, 6€3 YETO MEHEKEep HUKOIa He JOJbKeH yxoauTs. Heobxoaumo ocra-
BUTb O ce0e M KOMIIaHUM Xopolliee Brieyarienue. Beerna. [laxe eciiv KIMEHT HelleleBOu.

3aueM crapaTbCsi OCTaBUTh O cebe xopoliee BrieyatraeHue? [la motomy 4To KJIMEHT, KOTOPOMY,
KaK Bbl [IOHSLJIM, Balll IPOLYKT COBCEM HE 110 KApMaHy, MOXKET YUTH C MBICJIBIO: «XOpOIlasl KOMIIAHHUS,
KJIACCHBIN MPOAYKT, OTVIMYHBIM JM3allHEp — 3TO TOTO CTOUT, HO MHE MOKa He N0 KapMaHy». Wnu
OH YHJIET ¢ 0caIkoM: «BOoT OHM Hariible, HalleHKY, HABEPHOE, B3BUHTWIM, U MEHEIKEp elle Takasi
HerpusTHas nonasack. .. O6aupanoBka! Hano um oT3biB Ha SIHAEKce OCTaBUTh». A eciii Bee CliesaTh
MIPABUJIBHO, TO U «HELIEJIEBOW» KJIIUEHT MOXKET BEpPHYThCS YEPE3 IOIbl CaM.

Kak Obu10 Y 0tHOrO Moero kiieHTa. K HemMy oOparuiach AeByllIKa, KOTOpasi Ha BCE €ro apry-
MEHTBI — KYITUTb Y HEro — OTBETHJIa TaK:

— Bbl MHe oueHb noHpaBwinch. [IpaBaa. f BUKy, Kakylo KJIACCHYIO M KpacuByl0 MeOesb Bbl
nenaete, Oyay CJIEAUTh 3a BaMU U Jauibiie B coriceTsix. Ho ceifuac y MeHs ipaBJa HET TaKOW CyMMBI.
Bor korga Oyner — o0s3aTeIbHO 00paIych K Bam.

CrycTsi HECKOJIBKO JIET OHA U BIPaBIy OOpaTHIach. BBISICHUIIOCH, UTO OHA BHIIUIA 3aMYX, U
OHHM C MY’KEM [IOCTPOUJIU JIOM, U OHA PeLNJIa, YTO BCIO MeOeJIb JOJIKHBI CIeJIaTh UMEHHO 3TH pedsTa.
W BOT HEOObINAs KyXHs B TIapy METPOB CITYCTS TO/IbI TPEBPATIIIACH B KPYITHBIN 3aKa3 Ha IIEJIbIi JOM.

Ho ecnu Bamm mMeHepkepbl He OyayT AepikaTh B TOJIOBE STOT MPHUHIMII C «IIETbI0 MUHUMYM>»
1 OyayT MO0 «BBIKMMATh» KJIMEHTA MO TIOJHOM, JTMOO BBI3BIBATH OCAJOK OT BCTPEUM, TO HABPSI JIN
KJIMEHT CITYCTSI TOIIBI 3aXOUeT K BaM OOpaTHUThCS, & TO M OT3bIB MOXKET Cpa3y HaIlMcaTh HEraTUBHBIM,
Ja’Ke HE COBEpILUB MOKYTIKY.

Menenxepy BaKHO OCTaBUTh y KJIIMEHTA XOpPOIIIee BIeYaTJIeHUe OT MEPEroBOPOB U 3aBEPIIUTh
BCTpeuy TakK, YTOObI TOT TIOHSUL: JIaKe €CJIM AOTOBOP ceiuac He 3aKJII04eH, eMy Bceraa OyayT pasl B
9TOi KoMmaHuu. [lokenaTh UICKpeHHe KJIMEHTY YCIEeXOB, YTOObI He ObLIO 00U/, — TOXE HaBbIK.

KoHeuHo, BaHO NMOMHUTB, YTO MPOCTO OT MOCTAHOBKU LIEJIU «CPa3y 3aKJIIOYUTh JOTOBOP C
KJIMEHTOM» HUYETO He MOIy4uTcs. Bee [eno B ToM, YTO Mbl HE MOKEM HOBJIMATH HA BOJIIO JIPYTOro
YeJIOBEKa, 32 UCKJII0UEHHEM IpuMeHeHus cuiibl. Ho 370 ke He Hamn mMeTon.
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COOTBETCTBEHHO, MO3T JOJKEH (POKYCHPOBATHCS HA TOM, YTO HYKHO JIIOOBIM CIOCOOOM
«OTXaTh OIUIATY Y 9TOTO KJIMEHTa», a UMEHHO Ha MPOIIECCe — «IPOBECTH UJICaNIbHBIC ITEPErOBOPHI C
LIEJIbIO 3aKJIIOYKMTH JIOTOBOP cpa3y». Torja 1e/bio CTAHOBUTCSI TTPABUIIbHBIN MIPOLIECC BEJICHHUS TIepe-
TOBOPOB, a 3TO Y€ COBEPILICHHO APYroll KOHTEKCT YCTAaHOBKH IS Haiero mMosra. Toraa MeHemkep
OyzeT MakcuMasbHO pacciadner. OH OyaeT BecT ceOst eCTECTBEHHO, U 3TO Oy/IeT CUUTHIBATHCS KJTH-
€HTOM KakK IMOBBIIIIEHHE YPOBHsI JIOBEPHsI K CAMOMY MEHEIKEPY M €T0 MPEIOKEHHUIO, YTO aBTOMATH-
YecKH OyJIeT BECTH MX K CIIEITKe.

1 Kak-TO 03aJAUMIICS: a OTKYJIa BOOOIIIE IMOIILIO CJIOBO «IpoAaBaTh»? Ml BOT UTO Hallle)1 Ha Mpo-
CTOpax MHTEPHETA: CJIOBO «IIPOJIaBaTh» — MCKOHHO PYCCKOE, 00pa30BaHHOE MPUCTABOYHBIM CITOCO-
OOM OT IJ1aroja «aaBaTb». Ero HCTOpust oTpakaeT SBOJIONNI0 SKOHOMUUYECKHUX U ITPABOBBIX OTHOIIIE-
HUA. B ApeBHOCTH CIIOBO MMeNIo OoJjiee y3Koe 3HaYeHHe — «OTIaBaTh TOBAp, MepeIaBaTh €ro U3 pyk
B pyku». Co BpeMeHeM CeMaHTHKa PaclIMPUIach 10 COBPEMEHHOIO 3HaYEHHS: «OTAaBaTh YTO-JIMO0
B OOMEH Ha JICHbI'M WJIM WHbIE IECHHOCTH». TO €CTh N3HAYAIBHO «IIPOJIaBaTh» O3HAYAI0 OyKBAJIBLHO
«OTJIaTh, MepeiaTh Jabiiie». Pa3 B Mpupoe 3TOro cjioBa KiodyeBast ujest — OTIaTh, TO M BO BpeMs
MIEPErOBOPOB yXke HY)KHO OTIaBath. Ellie 10 MOKYIIKH MEHEIKEP MOKET «OTIaTh» KJIUCHTY paaylluie,
9KCIIEPTHBIN OIBIT U TIOJIOKUTEIbHbIE SMOIMU. KITMEeHThI 9TO 4yBCTBYIOT, U Y HUX BOSHUKAET XKeJIaHUe
«OTJaTh» YTO-TO B OTBET, B HAIlIEM CJTydae — KYIHUTh MeOesIb IMEHHO y Bac.

VIMeHHO MO3TOMY MOJIe/Th IOCTAHOBKH IIEJIM B TP YPOBHsI IOMOraet koMdoprHee, 63 BbIro-
paHus1 JOCTUraTh HAMEUEHHOM 1ie/i. B niepByto ouepe/ib 310 (hoKyc Ha mpaBUIbHOM Tporiecce. Toraa
Y BHyTPEHHHME 3a/1a4i MeHekepa OyIyT 3BydaTh MHAYE:

* «$] Xouy IPOBECTH UIEAIBHYIO BCTPEUY».

NneanpHas BcTpeya — 3TO KOT/Ia Bee ¢iesal MPaBUIIbHO, TI0 YeK-JIFCTY, He 3a0bLT Maccy JieTa-
JIed, KOTOpbIE TIOJIOKUTEILHO BJIMSUIA HA BOCIPUATHE KJIIMEHTOM C/ICIAHHOTO MPEJIOKEHUS.

Korma Mo3r moHMMaeT, 9YT0 OH YTO-TO JIeNIaeT MPABUIILHO, OH yXkKe «HAUUCIISIET» aBaHCOM OIILY-
1eHre nooe/Ibl, BHIOPACchIBasi B KPOBb 10(haMUHBI ¥ SHAOP(UHBI, TOAHUMAs] HACTPOSHUE MEHEKEpY,
Y UMEHHO TaKOW HACTPOM U COCTOSTHUE MEeHelKepa OyIyT OOJIbIIIe BCETO BIMSThH Ha jKeJlaHUe KJIMEeHTa
HpI/IHHTb TIOJIOKUTEIIBHOC peHICHI/IC I10 CHOCJIKE.

* «§] X014y MOHATH MOTPEOHOCTD KIIMEHTA ITyOXe».

Menemxep oiMeT MOTPEOHOCTh KJIMEHTa TITyOXke, KOrjga y3HAeT He TOJBKO PO «pa3Mepsbl
MeOes», HO U IPO TO, KaK KIMEHHO €10 OYyT MOJIb30BaThCsl M KaK 3TO MOJIb30BaHKe CleaTh MAKCH-
MaJIbHO KOM(POPTHBIM /151 KJIMEHTA U €r0 CEMbHU.

* «4l xouy crenarh rneperoBopbl KOMOPTHBIMHM /151 HAC 0O0HX».

Ecnu MeHemkep MBICTHT Tak, TO KJIMEHT MHTEPECEH eMy He TOJIBKO KakK YeJIOBEK, KOTOPHIH
IaTUT AeHbru. [lepe HUM B IepBYIO OYepe/ib TIOPOrom «pyr», KOTOPOMY JOJIKHO ObITh KOM(DOPTHO
HAXOJIUTHCS B caJlOHe U B Tporiecce oOmeHus. [Ipy 3ToM U caMoMy MeHeKepy TOXke JOIKHO ObITh
KOM(OPTHO 00IIAThCSI U HAXOAUTHCS B CBOEM cajioHe. [1ouyBCTBOBAB Takoe AyIIEBHOE OTHOIIICHHUE,
KJIMEHT, KOHEYHO, OyzieT OoJiee CKJIOHEH padoTaTh UMEHHO C Ballleld KOMITAaHUEH M 3aX04UeT MPUNTU
elne pas.

P.S.

«Buxky nenp — He BuKy npenarctBuil!.. M Bce-Taku y M10X0ro 3peHus eCTb
CBOM IIPEUMYLIECTBA». (LLlymka ¢ npocmopoé unmeprema. )

Ecnu uenwio MCHCIKEPA CTAHOBUTCA HE TOJIBKO KOHEYHBIN PE3YJIbTAaT, a4 B MEPBYIO OUCPEAb
Ka4€CTBO CaMOro Impouecca neperoBopoB, ToO U CaM MCHEIKEP paCCJIa6I/ITCH — U TOrga KJIMECHT 6y,ILCT
YYBCTBOBAThb HE JABJICHUC Ha 066}1, HC YIroBOPBI KYIIUTb ootee «KaYECTBCHHY1O MC6CJIL>>, YEM Yy KOH-
KYPEHTOB, a JyIICBHOCTb, OTHOILICHUE U HpO(I)CCCI/IOHaIII/I?)M 9TOI'0 MCHEKEpA. MCHCIDKCP&M HYXHO
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paccnabuThes, MOMydaTh yAOBOJIBLCTBHE OT IpOLiEcca MEPEeroBOPOB M BOSMOXKXHOCTH CAEJIATh KU3Hb
KJIMEHTa JIyullle ¥ KoM(OpTHee — TOrja M KJIMEHTHI pacciaadarcs U ¢ OOMbIIel BepOSTHOCTBIO CaMU
3aXOTAT 3aKJIIOYUTH JOTOBOP.

48



E. CyxanoB. «IIpomaBel| MeOe/u: OT 3asiBKH JIO OIUIATHI T1O IIaram»

HoBepue K NpOAYKTY

WTtak, BBl C MEHE)KEpaMH U3YYMJIM, KaK BBICTPOMThH JOBEpUE — U K KOMIIAHUH, U K CAMHUM
Menekepam. Ocraoch pa3o0parbcs ¢ MOCIEAHUM YPOBHEM — JTOBEPUEM K MTPOIYKTY.

B GonbIMHCTBE clty4yaeB Hallle JOBepye K MPOAYKTY MapKeTonoru opMupyioT 3apanee. Pado-
TAlOT MEXaHW3MBbI TIOCTOSIHHOTO CTAJIKMBAHWsI HAC C HA3BaHWEM KOMITAHUM, MTPE3eHTAIMHA 3HAMEHH-
THIMH JIIOIBMU €€ TOBAPOB, 0030PHBIE CTATbK U paciiipeHHble rapaHTuu. O0 3TUX MEXaHU3Max S yKe
YIIOMUHAJI BBIIIIE B CBOEM ITPUMeEpE C MOKYIKOH napdioma.

JlaBaiiTe Terepb pacCCMOTPUM UHCTPYMEHThI YCHIICHHU I TOBEPUsI HA KOHKPETHOM IIPUMepe Mpo-
aaxu MeOesH.

MBbI MOKa UCKJIIOYMM M3 3TOTO Ipoliecca MPOayMaHHbIe MAPKETUHTOBBIC CTPATErH, BBIXO/ B
nyOIMYHOE T0JIe B COLCETSIX, BJIAJIC/IBIICB MEOCITBHBIX KOMITAHHIA C IIEJIbI0 JTMYHOM JIEMOHCTPAIIUH,
KaKyl0 Ka4eCTBEHHYIO M KpacHBYIO MeOesIb OHHU JICJIAIOT, M PACCMOTPHUM TO, KAK UMEHHO MEHE KEPbI
MOT'YT YCHJIUTD «JIOBEPHUE K MTPOLYKTY> .

JI71s1 HaYaIa MeHeKepaM HY)KHO MOHMMATh, YTO Y KJIMEHTOB JIEUCTBUTEILHO YaCTO €CTh MHOT'O
NepeKMBAHUM 110 TIOBOJLY CaMOro MpoayKTa. M 9To KacaeTcst He TOJIbKO KauecTBa U3ZIeusl, HO U TOro,
Kak MeOesIb BCTAHET B MX JIOME, KaK OylIeT CMOTPEThCs, HACKOJIBKO OyaeT KOM(OPTHO ¢ Hel KUTh,
— BeJlb MOCJIe TOro, Kak MeOesIb MOCTaBST, YTO-TO Tiepe/iesiaTh Oy/ieT KpaiHe MpoOIeMaTHyYHO.

Ba3oBo oTcyTCTBHE I0BEpHs KJIMEHTA K MPOIYKTY MPH MOKYITKe MeOer Ha 3aKa3 MOKET ObITh
CBSI3aHO C JIByMsI OCHOBHBIMU PUCKAMHU:

— cama me0eb (Kak KOHEYHBIN MPOIYKT) MOXKET ObITh HUKE 3asiBJCHHOTO KauyecTBa WJIM C
HEOINPaBJIaHHO 3aBBIIICHHON CTOMMOCTHIO;

— KJIMEHT MOXeT OIIMOUTHCS C BHIOOPOM 11BeTa, (hakTypbl U (hOPMBI, M TOTOM OyIeT «HEeKpa-
CHBO CMOTPETBHCSI», WJIM ITPOM30M/IET OIIMOKA ITPU 3aMepax, U MeOeb He BCTaHeT.

JANPXAK

VBepeHHOCTh B TOTOBOM MNPOAYKTE OYEHb XOPOIIO MOBBHIIIAET
Bama BbIicTaBka. OHa J0oKHA OBITH HAEATbHOH H MO MAaKCHMYMY
JIEMOHCTPHPOBATH BCe JIEeMEHTHI Oyaymei meoen. Yepe3 JeMOHCTPALHIO
roToBoi Me06eJn H 00pa3I0B MEHeIKep MOKET 3apaHee CHSATH CTPax U
OMaceHMHsI MO MOBOJAy KOHEYHOro KadecTBa MPOAYKTa.

Ctpax TOro, Kak 3TO0 OyJeT BbIIJAAETh <«BKHBYIO», MOKHO
CHATH 4Yepe3 AeMoHcTpanuioo 3D-pu3yanusanyu (y MHOTHX IPOrpaMMbl
MO3BOJISIOT 3TO CeJaTh); TaK)Ke MOKHO 00padoTaTh ICKH3 KJIHEHTA C
nomombio UU u co3aaTh qu3aiiHepckuii peraep. Eme MHorne koMnanum
JIAl0T CBOMM KJHEHTaM 00pa3iibl MAaTEePHAJIOB, YTOObI OHI HA CBETY Yy ce0s
JIoOMa MOIJIM OKOHYAaTEeJbHO ONpeJaeJuThCA ¢ OTTeHKaMu. Bee 3T0 10KHO
CyIIeCTBEHHO CHH3HUTH CTPaxdH KJHEHTAa, CBSA3aHHbIE C «HENMPABHJIbHBLIM
BBIOOPOM».

OueHb CHUJILHO IIOMOTaIoT YCWINTH JOBEPHUC K IIPOAYKTY UCTOPUU — KeWCHl U3 JINYHOTO npu-
MEpa MEHCIPKEPOB UJIA C OTCBIJIKOM Ha APYIruX KJIMEHTOB.

BO3MO)KHO, BbI, KaK U 4, IIpU BbI60pe OBITOBOI TEXHUKHU B CIICHUAJIM3UPOBAHHBIX Mara3duHax
o6paLuaJm BHUMAHHC Ha TO, YTO MIPOAABLBI 9TUX MAla3UHOB KaK 6y,I[TO MOKYIIAIOT BCI0 BO3MOXKHYIO
TEXHUKY. Kak o CITpOCHUILb ITPO KaKoOHN-TO TOBap — MMpOOaBeIl BCEraa paCCKaXXEeT, KaK OH JOMa IOJIb-
3YETCA TaAKUM K€, WIN €ro Mama, Uik JpyT. COFJ'IaI_I_Ibe, YTO UHOIJAa 9TO KAKETCA CTPAHHBIM, HO 1O
cebe CKaXxy: 93TO «UEIUIAECT» BCETAA.
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Jleso B TOM, 4TO, KOTJa HAlll MO3T CJIBIIIUT, YTO OMBITHBIA KOHCYJIbTaHT Wi emie 101 apyroi
KJIMEHT BBIOPAJIU TAKYIO e MOJIEJTb U OHA Y HUX XOPOIIO paboTaeT, — 3HAYUT, BEIIb CTOSIIAS], MOKHO
Opartb.

3nech cpabaThiBalOT ABa MexaHu3Ma: 3(¢EeKT aBTOpUTETa W COLMAIBLHOE JIOKA3aTeIbCTBO,
KoTOpble chopMynupoBai B cBoeii kuure «IIcuxomnorus Bmmstaus» Pobept Yangunau. Dddekt aBTo-
pUTeTa 3aKJI0YAETCS B TOM, YTO MBI CKJIOHHBI JOBEPSATD U CJIEI0BATh PEKOMEHJALIUSM TeX, KOTO CUH-
TaeM 3Kcriepramu. [Ipoaasen B JaHHOM cilydae BOCIPUHUMAETCS Kak SKCIEPT B CBOEM JIEe, U, €ClU
OH JIMYHO BBHIOPAJ 3TOT TOBAP, MO3T aBTOMATHUYECKH TIOBBIIIAET JOBEPUE K STOMY TOBapy.

ConmanbHOe 10Ka3aTesIbCTBO JACHCTBYET MO MOX0kKEMY MPUHIIUITY: KOTla YeIOBEK He YBEpeH,
KaK TOCTYIINTh, OH CMOTPHUT, 4TO JEJIAI0T APYTUe, Y4To AENAloT Te, KTO MOXO0X Ha HEero, Wi Te, KTO
CUMTAETCS] KOMIIETEHTHBIM. DTO OMSTH K€ SKOHOMHUT SHEPIUI0 MO3ra, U OH OBICTpee JaeT «100po»
Ha TMOKYTIKY.

Crplman oT OTHOTO U3 MeOETBIIMKOB UCTOPHIO, KaK B OJHOW U3 KOMIAHHMIA MPUAYMAaId OpH-
TMHAJIBHBIA XO/I: KOTZla K HUM MPUXOIWIN B CAJIOH KJIMEHTHI, TO Yepe3 KaKoe-TO BpeMs MO 3BOHKY
B CaJIOH 3axoauiia 0alyiapka — «OOXKHIA OLyBaHYMK» — C TOPTUKOM B pyKax W YyTb JIM HE B HOTH
Opocaach co cloBaMH OJIArOJApHOCTH 32 TaKyl0 MIPEKpacHylo MeOeb, OCTaBIIsIa TOPT U YXOOHIa,
a KOHBepcusl B IIPOJAXy pocia.

XoT4 51 yBepeH, uTo 6abyIIKa ¢ TOPTUKOM — HHCTPYMEHT pad0vMid, caM ke 51 IPOTUB OOMaHa B
npofaxax 1o JJoObIMU OaruMu HamepeHusiMU. [109ToMy TOYHO He peKOMEH/IYIO K HCIOIb30BAHUIO
TAaKOM MOJXOM, KaK U JPYTyIo Jokb. Ho mpaBauBeie uCTOpUH, a elnie Jydlie — AEMOHCTPAIUY BUAEO
TOTO, KaK y Bac KTO-TO KYIHJI YTO-TO aHAJIOTUYHOE Y OCTABUJI TIOJIOXKUTEIbHBINA OT3bIB, OYEHb JIAKE
TMOJIKPETIST XKeJIaHUE KyTMHUTb.

YecTHOCTH MO OTHOUIEHUIO K KJIMEHTY B JIIOOBIX BOITPOCAX KACATEIbHO KOMITAHUM WJTH ITPOLYKTa
— JIMYHO ISl MEHSI 9TO CaMblid BaXHbII PUHLIMIL. Benp eciim BckpoeTcst oOMaH, TO I0BEpUe TOYHO
OyleT moTepstHO, TIPHYEM, CKOpee BCEro, HaJoJro.

Ho npu 5TOM HUKTO He MelaeT oopariaTh BHUMaHUe KJIMEHTa Ha PEUMYIIIECTBO Ballleid KOM-
MaHUM WIK KAKOTO-TO OTAEIBLHOTO 7IeMeHTa MeOeJu MO MPAaBIIIBHBIM YIJIOM 3pEHHUS.

Pasnuiy Mexay nmpsMbeIM OOMaHOM KJIMEHTa M MPAaBWJILHBIM aKIIEHTOM MOKHO YBUETb Ha
npumepe pacagoB AGT. Panbiue (HEKOTOpBIE 10 CMX NIOP) MHOTME MEHEAKEPbl HA3bIBAJIM X «ILIa-
CTUKOBBIMH», YTO BCE-TAKH SIBJISIETCS HenpaBaoi. M eciiu KJIMeHTa re-To Tak BBEJIM B 320y K ICHHUE,
TO JPYroil MeHemxkep, Ooee MPOTYMaHHBIN, MOXET MCIOJIL30BaTh ITOT MOBOJ, YTOOB MOIOPBATh
J0oBepHe KJIMeHTa K Toi KoMnaHu. HUKTO He MoOuT, KOoraa U3 Hero AejaioT qypaka.

YroObl caMOMy He TOIAacTh B TAKYl0 «HepeApsAry» U MPH ITOM MOBBICHThH IIEHHOCTh MPEJIO-
xeHus, pacagbl AGT MOXHO Mpe3eHTOBaTh Tak: «ITO OYEHb XOPOIIMI MaTepuall U 1o LeHe, U 10
kauectBy. [Lmuta MII® nokpeiBaercs riotHoi [1BX-mieHKol METOI0M BaKyyMHOI'O TEPMOITPECCO-
BaHMsI, ¥ M3-32 BBICOKOH TUIOTHOCTH TUIEHKH U Ka4ecTBa 00padOTKU (pacaipl BU3yaIbHO M TAKTUIIBHO
HE OTVIMYUTD OT IJIACTUKOBBIX».

JANPXAK

Tyr Ha DoMoIb MOKeT NPHATH peajibHass OMOJHOTEKA BalINX
KelcoB. BOoJIbIIMHCTBO KOMIIAHHMi, ¢ KOTOPHIMH Mbl padoTaeM, HMeEKT
onbIT 00Jiee 10 JieT, a 3HAYHT, 32 3TO BpeMs TOYHO HAPAOOTAJIN 00JIbIIYIO
0a3y NpOeKTOB.

CozpailiTe apxuB ¢ m@mankamMm Bamux pador w®W  jaiiTe
HM HMeHa ¢ TeramMu: #0oJbIIas_0ejasi_KyXHSI_C_OCTPOBOM_3MAaJb,
#manenbkasi_nepeBo_kyxus_npsamas_JI/ICIL...
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KenareqpbHo, YTOOBI KpPOME 3CKH30B U3 MNpPOrpaMmbl ObLIM U
peajabHble poTorpadun.

Takass 6n6M0TEKA JACT BO3MOKHOCThH BalllUM MeHe/I’KepaM ObICTPO
HAXOQUTh JJisl KJIHEHTa CONHMaJbHble [0Ka3aTeJbCTBa, a IJaBHOe —
YyecTHbIE.

Yro kacaeTcst JUYHBIX HCTOPHUI HCIOJIb30BAHUS CBOET0 MPOAYKTA, TO
s1 3HAI0, YTO y 0OJBIIMHCTBA MOUX KJIHEHTOB, KaK NMPaBHJI0, MeHeKePbl
€O BpeMeHeM MOKYNaKwT cede Medeb, N3roTOBJEHHYIO B CBO€eil KOMIIaHHM.
Tem cambiM MeHeJKepbl TOKe CTAHOBSITCS ABTOPUTETHBIM MHEHHEM
JUISl KJIHEHTA: pa3 JKCHepPT Kynmuja ceGe — MOKHO JOBepPSTh NMPOIYKTY.
I'naBHOe, KOHEYHO, YTOObI KJHMEHT CHAYajJa Hayaj J0BepsATH CaMOMY
IKCHepTy.

Ho eciau Bbl HeJAaBHO B3sIM B KOMAaHJy HOBHYKA WJIH NOKa He
BCe [1a’Ke ONBbITHbIE Ballll MeHeKepbl y’Ke Kynuid Medeib B Bamieil
KOMIaHuM, 4To Jeaarsh? Hy:KHO NpoBepUTh, HACKOJbKO OHH BJII00OJEHbI B
CBOI0 KOMIIAHUIO U B CBOH MPOAYKT, H HACKOJIbKO CIIOCOOHBI PacCKa3bIBaTh
KJIMEHTY, YTO OHH MeYTaloT B Oumkaiiniee BpeMsi 0OHOBUTH CBOKO Me0eJlb,
KAaK 3TO C/IeJIajIM y2Ke MHOTHe HX KOJLJIerH.

Yoequrech, 4TO OHH yKe «BJIOOJEHbl» B Balll NIPOAYKT TaK ke, KaK
Bbl CaMH, YTO OHH NMOHHMMAKT IEHHOCTh MPOJYKTA H a/1eKBAaTHOCTb €ro
CTOMMOCTH.

Ecim 3TO BO3MOXKHO, TO MNpPOBeJAUTE MM SKCKYPCHIO Ha Bally
¢dadpuky, naiite 3ajaHue M3Y4NTh BCe Keiicbl U NMPOCMOTPETh AeCATKH
BH/1€00T3bIBOB.

Chnpocure Kaxkaoro: 3axorej Obl OH KynuTh MeOejb B CBoeil
komnanun? Ecam ga, To mouemy? Ilycts mpsimo goka:ker Bam 310. OH
JI0JZKEH HAYYUTHCs 3alMIIATh CBOI KOMIIAHHMIO, KaK J0Osmas MaThb
cBoero pedeHka, — s cefluac Ha IMOJHOM cepbe3e HCHOJb3YI 3Ty
meTtadopy.

N ecau ero 3HTY3Ha3M H YBEPEHHOCTb OYKBAJbHO CTAHOBSITCS
3apa3uTeJbHbIMU JJIsl BaC, TO KJIHEHT TOYHO eMy IOBEepPHT.

P. S.

«Mne nacmonvko noupasunace sma opumea, wmo s Kynua écio komnanuio». B xonue 1970-
x rogoB Bukrop Kuam Kymun yOBITOYHYI0 KOMIIAHUIO, MPOM3BOASAIIYIO SJEKTPOHHBIE OPHUTBBI
Remington nocrie Toro, Kax keHa rogapuiia emy ux 6putBy. Ha atoii ppase (craBiueit BocieacTBuu
OYeHb 3HAMeHUTON) Kuam mocTpows1 ofiHy M3 CaMbIX YCIENIHBIX PEeKJIAMHBIX KaMITaHU CO CBOUM
JIMYHBIM YY9aCTHEM, KOTOpasi O4eHb CHJILHO TIOMOIJIa KOMITAHUH BBIOPAThCS U3 KPU3KCA.

[Tpesx e yem MpOIyKT KYIUT KJIUEHT, ero JI0JKHA «KYIUTh» Ballla KOMaHJa — He 3a JIeHbIH, a
BHYTpeHHe. MeHe/kep MOXeT UIeaIbHO BBIYYUTh XapaKTEPUCTUKU MATEPUAJIOB, CUIIbHbIE CTOPOHBI
Y TEXHOJIOTMM KOMITAaHWH, HO, €CJIM OH CaM COMHEBAETCsI B KaueCcTBe MeOe/ I UM CUMTAET 1IeHY 3aBbl-
[IIEHHOM, KJIMEHT 00s3aTeJIbHO MMOYYBCTBYET 3TO MEX/y CKa3aHHBIX UM CTPOK.

JloBepue Hemb3s1 U300pa3uTh MO UACATbHO HAMIMCAHHOMY CKPHIITY WJIU B3SITh B3alMbI Y Kpa-
CHBOTO pekJiaMHoro oykyiera. OHO nepeaaeTcs Mo MeNnovKe: PyKOBOJUTENb BEPUT B MPOAYKT U JOKA-
3bIBAa€T €ro IEHHOCTh KOMaH/ie, MEeHeKep MPeBpaIlaeT 3Ty YBePEHHOCTh B TIOHSITHBIE apryMEHTHI,
JEMOHCTPAIIMU U peasibHble UCTOPHH, a KJIMEHT MOTy4aeT JOCTATOYHO OCHOBAHUH, YTOObI CIIOKOWHO
MIPUHSTH PeIlieHue.
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[Mostomy mebesnb poaaercs qBakapl. CHauaia — BHYTPU KOMITAHUH, KOTJIAa B HEe MO-HACTO-
SIIeMy MOBEpHJI MeHekep. M TOJIbKO MOTOM — B CaJIOHe, KOIJia €ro YBepeHHOCTb Mepeiaiach Kiu-
eHTy. HeB03MOXHO 3apa3uTh YeloBeKa YBEPEHHOCThIO, KOTOPO HET y BaC CaMuX.
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DTanbl NPOJAaK U MoYeMy 0e3 CKPHIITOB BCe-TaKH HeJIb35

Hexkotopble MeHemKephl IO CHX MOp CYMTAIOT, YTO pabOTaTh MO CKPUIITY — 3TO J1JIs1 HOBUYKOB.
Mo, «s1 npodeccruoHal, s y:ke 4yBCTBYIO KJIMEHTa». 3HAKOMO?

A Tenepp JaBaiiTe HAYMCTOTY: «IyBCTBOBATb KJIMEHTa» U «OBITh MOATOTOBJIEHHBIM M YMETh
JOBECTH BCTPeUy JI0 CASIKU» — 3TO e ABe OOMbIIMe pa3HUIIbL. [lepBoe — 3T0, KOHEUHO, BBICIIIUI
MWJIOTAX MIIATUH, HYKHBIN U BaXKHBIHM 2JIEMEHT B MPOIaKax, HO KOTOPBIi JIETKO MOKET YBECTH ITPO-
JaBIa OT LIeJTH,  CAMOYBEPEHHOCTh TOUHO MPUBEJET K TOMY, UTO MEHelKep 3a0ylIeT YTO-TO CIIPOCUTD
WM O YeM-TO PaccKas3aTh KJIMEHTY. Bropoe — 3T0 He 3HaYMT JerCTBOBATH MO MIAOTIOHY, 3TO OOJbIIe
yYMEHHE JEeWCTBOBATh B IPOJYMaHHOM JJO MEJIOYEW alrOpUTMeE.

W ecnu mpopaxu Ha «9yBCTBaX» MOKHO JIMIIb OMUCHIBATH OOIIUMHU CIIOBAMH, TO MaCIITaOu-
POBaTh Ha BCIO KOMAH/1y STOT YCHEIIHBIH OIBIT POCTO HE MOMYUYUTCs. A BOT «CTPYKTYpPHBII IIepero-
BOPHBII ITPOLIECC» YK€ MOKHO OUM(pPOBATh M, KaK MO MapUIPyTHOM KapTe, MPOXOAUTh OAUH U TOT
e MyTh K CHEJIKE B 3apaHee MPOogyMaHHOM airoputMe. Takum oO6pa3om, yBepeHHOCTh MEHeIKepa B
CBOMX HaBBIKaX M CHJIaX MOXET ObITh HEe BOIPEKH cucTeMe, a Onarogaps eil. Benp, Hanpumep, eciu
3apaHee 3Haelllb MyThb, TO YK€ He TaK CTPAIIHBI HA 9TOM MYTH «BO3PaKEHHS».

[Touemy npomyMaHHBII CLIEHAPUH JIyYllle OIbITa?

Sl cBOMM y4eHMKaM IpU BHEAPEHUU CKPUIITA YacTO MPUBOXY B MPUMEp Takylo MeTradopy:
«[IpexacraBbTe, YTO BB OKA3aJKCh B HE3HAKOMOM TOPOJE M BaM HYXKHO NOOparhcs 10 KaKOTro-TO
aznpeca B HeM. Kak OyzeT rpoiiie ero HauTu — “1o ONIyIeHusAM” WK “TIO KapTe/HaBuraropy” 7»

OrtBeT, KOHEUHO, oueBuieH. Ho Besib Tak e MpOMCXOAUT U MPH MEPeroBopax, Koraa Mol pado-
TaeM C KJIMEHTOM, Mbl KaK BOJIUTEJIb, KOTOPBI JIOJKEH JI0BE3TH KJIMEHTA JI0 yHKTa Ha3HAYEeHUs1 —
caeskd. OIHaKO TOYHBIM a/ipec Ha3HAYEHUSI MOKET OTJIMYaTbCs Y MEHeKepa M Y KJIMEHTA: OAUH
XOUET 3aKJII0UUTh JOTOBOP, a IPYrol — MPOCTO MOIYUYUTh PACUET [IJ1s1 CPAaBHEHUS C KOHKYPEHTaMM.
W BOT KJIMEHT YTO-TO TOBOPHT, CITPAIIMBAET M COOOIIAET, UTO EMY TYT «HAJIEBO», & IOTOM «HAIIPABO».
Menenxep, oTBeyast Ha €ro BOIPOCHI, IPOJOIKAET TepsATh MHULIMATUBY U CaM HE 3aMeyaeT, Kak
IO TMOXEJAHUIO KJIMEHTA MOBEPHYJI €lle pa3 «HaJeBO», U BAPYI (Tak HEOXHUIAHHO, BEIb BCE IILJIO
XOPOILIO) KJIMEHT TOBOPUT:

— MBuI puexan, cnacu6o 3a HHGOPMAIIHIO, s TOAYMAI0 M BEPHYCh K BaM C OTBETOM.

W B 3TOM Cityyae Kak pa3 TOUHOE MOHMMAaHKE MEHEIKEPOM «MapILIpyTa» U OPUEHTALMHU B ITepe-
TOBOPHOM TIpOLIEcCe BCE-TaKM Ha CBOIO KOHEUHYIO 11€JIb 3TOTO MyTH C OOJIbIIEN BEPOSITHOCTHIO TIPH-
BEJIET K CJIEJIKE.

Eme n3 Hammx HaOMONEHMIA: 9aCTO MEHEKepbl, KOTOpbIe AEHACTBYIOT MO HAUTHUIO M CTAJIKUBA-
I0TCS1 B KOHIIE IEPErOBOPOB C BO3PAKEHUSIMHU « s [IOJYMAI0» U «I0POro», HAUMHAIOT UCKaTh BUHOBHBIX
B OTCYTCTBMH NPOJAX BO BHEHIHUX (PaKTOpax, OHM UCKPEHHE JyMaloT, YTO «KJIUEHT IOIIe] COBCEM
HE TOT» U «Y Hac BCe CTajo J10poro». [Ipocto MeHemkepsl 4acTo CyasT O KJIMEHTaX U TeHAEHIUX B
MpoJaxax 1o MocjeJHEMY HETaTUBHOMY OIBITY: «Buepa aBa KiMeHTa 0TKa3aIuCh — 3HAYMT, PHIHOK
rioxoit. OHM CKa3aju, 4To y HaC I0poro, — 3HauuT, y Hac Beicokue 1ieHbl 1 BCEM JIOPOI'O». Xots
3TO MPOCTO CBEKKME BOCIOMHMHAHUS, @ HE CTATUCTHKA, HO, TIOCKOJIbKY JPYTUX «OOBEKTUBHBIX» (paK-
TOPOB, CBSI3aHHBIX C MAJJCHUEM MTPOJak, OHU HE BUAST, TO BCe OOJIbIIe yOEKAAI0T ceOsl B 9TOM BEPCUH.

W kpome TOro, 4To y HUX caMMX K3-3a ITOTO NAAAI0T POJIAXKHU, OHU €1Ie M HAYMHAIOT 3apakaThb
APYTUX B OTAEJIe STUMH «HICSIMI», YTO MPUBOJUT K OOIEMY YHBIHHIO M yXe K OOLIMM MOTepsM
npofax. A Bellb MPUUNHA MOXKET ObITh COBEPIIEHHO B IPYTOM, HO KaK 3TO IIEPETIPOBEPHUTH M ITOKA3ATh
CaMOMYy MEHEJKepy, €C/I y Hero HeT KaKOW-TO cXeMbl paboThl, HA KOTOPYI0 MOXKHO ONEpeThes, a
[JIJABHOE — YTO-TO B HEW YJIydIlIUTh?

Benp ecnu Bce-Taku nepecrarb AymMaTh O BHEIIHUX (DAKTOpax, BIUSIONIMX HA CHUKEHUE TTPO-
Ja’, TO MO)KHO HATH MHOTO PECYpCOB ISl pOCTa BHYTpY caMoi KoMranuu. Hanpumep, HayunThbes
6omnee 3(p(eKTUBHO BECTH MEPETOBOPHI C KJIIMEHTOM U JeJIaTh 3TO HE MO HAUTHIO, & TEXHUYHO, KaK
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UTPOK B IIaxmartsl. JloHecuTe A0 CBOEH KOMaHAbl, YTO U3MEHUTh CUTYAlMI0 MOXHO, HO JJIsl TOTO,
YTOOBI ITOTYYUTh APYTOM pe3yJIbTaT, Hy’KHO HaYaTh JEUCTBOBATH MO-IPYroMy. DTa Hjesl TOIKHA CTaTh
OCHOBHOW B Balllell KOMaHJE.

W moObie npyrue NercTBUs HY)KHO MPAaBUIBHO C(pOPMYIMPOBATh U OMMCATh, A 3aTEM UMETh
BO3MOXHOCTb ITPOBEPUTH, KAK OHU PeasTU3yIoTCs Ha MpakThke. Heo0xonqumo oObsICHUTh KOMaHIe: y
He€ MOsIBIIACTCS He KECTKUHU CKPUIIT, KOTOPBIH JIMIIAeT CBOOOIBI, 2 MAPUIPYTHAS KApTa, TIOMOTAI0IIas]
3apaHee TMOATOTOBUTHCS K BO3PKEHHAM KJIMEHTA M ¢ OOJbIIEN BEPOSITHOCTBIO JOOUTHCS ycIexa.
Ckaxy jase 0oJibliie: paboTa CTPOro B «CKPHUIITE», IO CYTH, HEBO3MOXHA, TaK KaK OOBIYHO KJIMEHTBI
COMBAIOT TIOCJIEAOBATEILHOCTD ISCTBUM (3TO HOPMAJIBHO), HO 3aTO MEHEKep BCEerja 3HaeT, I1e OH
HAXOJUTCS ceivac, Kak BEPHYThCS HA HYKHYIO TPAEKTOPHIO U MPU STOM HE 3a0bITh YTO-TO CKa3aTh
WIH CIPOCUTb.

[Tpu 3TOM Ba)kHO MOHMMATh, YTO BBl MOXETE BMECTE ¢ KOMaH0i X0Th 10 pa3 nmpouurtars 3Ty
KHUTY 1 00cynuTh 20 pa3 Bce NpeiioKeHHbIe MHOH Jajblie Xoabl U (hpasbl, €CJIM UX HE BHEIPUTD
Ha MpaKTHUKe, TO HUYEro He U3MEHUTCS.

Bce neno B ToM, 4TO BO BpeMsl NIEPErOBOPOB C HE3HAKOMBIM YEJIOBEKOM MO3I HaXOAWTCS B
JIETKOM CTpPEecCe, a B COCTOSIHUM CTPECCa OH MILET CaMble ITPOCThIE U 3HAKOMBIE PEIIEHUs, TPOIOI-
’Kasi UCIIOJIb30BaTh KOHTPIPOLYKTUBHBIE (Dpa3bl-KJIMIIE, COBEPIIATD JIMIIIHUE U HEHYKHBIE AEHUCTBUS,
KOTOpbIE CHOBA 1 CHOBA HE MPUBOIAT K CAeNKe. B TakoM cityyae 6e3 HOBOTO CIieHapHsi OH IPOAOJI-
JKaeT ToJiaraTbCsl Ha crapsie, He Bcera 3(ppeKTUBHBIE CBOU MEPEroBOPHbIE MAOIOHBI.

[Tostomy npogymaHHBII 4O MeIOuYel ClieHapuil — 3TO MPOJIOKEHHBI HEMPOHHBIA MapLIpyT
K IIeJI, KOTOPBI B TOM umciie criocoOcTByeT pasrpyske LIHC (1ieHTpanbHO HEpBHOM CHCTEMBI).
Pabotas o anroputMmy, MeHeKep 3apaHee 3HaeT, YTO JesIaTh Ha CJIeAYIOIIeM Ilare, OH yKe rOTOB
K TOMY, YTO MOTYT OBITb BO3paXXEHUsI, ¥ IOHMUMAET, KaK K HIM IOATOTOBUTHCS U KaK JIEWCTBOBATD,
KOTJJa OHU MTPO3BYYaJH. M OIHO TOJIBKO 3TO yKe CHAUMAET HallpsiKeHHe — MeHeIkep paccnadnsiercs
Y SMOIMOHAJILHO CTAaHOBUTCS O0Jiee YCTOWYMB, a KJIMEHT BUAMT Tiepe coOO0i 0YeHb YBEPEHHOTO B
cebe MmpoJaBlia, U 3Ta yBEPEHHOCTh B TOM UYHCJIE IOTIOIHUTEIBHO CIIOCOOCTBYET MPOAKE.

[Ipu pabote ¢ KaxIOW KOMIaHMEH Mbl BHEIpsSEM IEPEeroBOpPHbIN CLIEHAPUI Ha BCE STaIlbl
BOPOHKWU: /ISl JIMJI-MEHe/IKepa, ISl AU3aliHepa-MeHeIkepa U Jaxke JJIs dTara Bo3Bpara KJIMEeHTa B
KOMIIaHUIO, KOTJa OH MepecTasl BBIXOJUTD HA CBSI3b.

Cuenapuii, KOTOPBII Mbl CTPOMM, KakK MPAaBUJIO, COCTOUT U3 KJIACCUYECKUX ISITU ITATOB MPO-
JaxK.

KoneuHo, 1o ¢akTy 3TanoB MOXHO JAETaTU3UPOBATh FOPa3io OOJIbIIe, HO JIsl IPOCTOTHI 3a1o-
MUHaHHS 1 OPUEHTAIIMU BO BPEMsI IIEPErOBOPOB MBI [Tl ceOsl M U1l HALIIMX KJIMEHTOB PEIINIIU, YTO
YeM IpolIIe, TEM JIyUllle.

W camoe rimaBHOE — HEBAKHO, CKOJIBKO JIJISATCS] IEPETOBOPBI: WIIM 3TO MATh MUHYT Y JIWJA-MEHe-
JpKepa, WM 9TO TPUHAILATh YacoB Y JU3aiiHepa-MeHeIKepa (3TO peasibHblil IPUMEp U3 Hallled MTpak-
TUKH), — TIO/I KAXJIBIH MPOLIECC MOXKHO COCTABUTh MPABUJIbHBIA AJITOPUTM, KOTOPBI MIOMOXKET B
padore.

[1a1p 3TANOB NpoJaxK — 3TO MyTh OT IPUBETCTBUS A0 CAEIKH.

Kak Bu/IHO 13 cxeMbl pacIioyoKeHu sl ITANOB MPOJAAXK, OHU HE CJIEIYIOT OfIUH 3a APYT'YM — OHU
BCE MepeMelIaHbl U CBSA3aHbl MEXIy COOOM.

Kak nmpumep: MOXeT i OBbITh 3aKPHITHE CAEIKH IO BBISIBICHUS OTPEOHOCTH?

Koneuno, MoxeT, ecii 3T0 MOBTOpHAs MPOAaxa M KJIWEHT YETKO 3HAET, YTO OH XoyeT. Ty,
Ha000pOT, ITaBHOE — HE TIEPEMY/IPUTh, a MIPOCTO B3SATh JEHBIM U 3aKJTIOUUTH IOTOBOD.

Bo Bcex ocraspHbIX cilydyasix KJIMEHT 4acToO MPOXOAUT KaK MUHUMYM I10 YEThIPEM STaram U3
TISATH:
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1. Yemanoenenue konmaxma. [Jnatcst He TOJBKO Mapy MUHYT 3HAaKOMCTBA, a B TEUEHUE BCEH
BCTPEUU Mbl YCUJIMBA€M YPOBEHb JOBEPUS BO BCEX TPeX IJIOCKOCTSX: K KOMIIAHUM, K MPOAYKTY, K
ceoe.

2. Bovisianenue nompeoHocmu. JTOT Tall MOMOTaeT MEHEKEPY MOHSTh, YTO UMEHHO HYKHO
KJIUEHTY, W TOJIbKO TOCje 3TOro copMUpoBaTh MPOAYKT MeuThl. Eciu 3T0 KOpOTKUI pa3roBOp
JMA-MeHeIKepa, 11eb KOTOPOro — Ha3HAYMTh BCTPeuy, BPEMEHU Ha TIIyOOKHE BOIPOCH HEMHOTO.
[TosToMy OH HOMIKEeH 3apaHee MOHUMATh TUITMYHBIE TOTPEOHOCTH TIEJICBOT0 KJIMEHTa U YMeTh KPaTKO
MoKa3aTh BHITO/BI Oymymield BcTpeud. Bo Bpems Oosee MpPOAOIKUTESBHBIX TEPEroBOPOB MeHe-
IoKepa-Tu3aiiHepa, pe3y/bTaToM KOTOPBIX JOJIKEH CTaTh JOTOBOP, IOTPEOHOCTH HYKHO BBHISIBJISITH
ropasfo ryoxe. 3/1ech Helb3s JIejiaTh CTaHIAPTHBIC BBIBOIBI U HCIIOJIL30BATh OIMHAKOBYIO JJIsI BCEX
MIPE3CHTAIINIO: TTPEJIOKEHNE JOKHO ObITh MAKCUMAIbHO MHIUBH/TyaTbHBIM.

3. Ilpezenmayus. Kak BUIHO Ha cXeme, 3TOT 3Tall MEePEeceKaeTcsi C BhISBJICHHEM MOTpeOHO-
CTel: yKe BO BpeMs BOIPOCOB MEHEKEP MOKET KPaTKO MPEeACTaBUTh MaTepuasibl U KOMIIAHUIO,
a 3aTeM MOKa3aTb FOTOBBIM MPOEKT Kak MepcoHayibHOe perieHue. [Ipe3eHTtanus BCTpeun ¢ au3ai-
HEpOM, KOTOPYIO MCHOJIB3YeT JIUJ-MEeHeKep, JOJDKHA ObITh 3apaHee MpoAyMaHa M OTHUIM(OBaHA:
3a 5-10 MUHYT pa3roBopa BaXHO sICHO MOKa3aTh KJIMEHTY BBITO/bl IMYHOW BeTpeud. [IpeseHTanus
MeHe/IKepa-Iu3aiHepa, HapoTUB, (GOPMUPYETCS BO BpeMsl NIEPErOBOPOB HA OCHOBE BBISIBJIEHHBIX
norpedHOCTel. Yem TouHee OHa OTpakaeT WHAWBUAYAIbHBIC 33/1a4K KJIMEHTa, TeM BHIIe [IEHHOCTh
MpeJIOKEHUS.

B 10T 3Ta11 BXOOUT M Mpe3eHTalUs LIEHBL. Y HEE €CTh CBOM HIOAHCHI U TAKTUKM: €CJIM MEHEKED
UCTIONB3YyeT UX MPAaBUILHO, EMY Jierde 0OOCHOBAaTh CTOMMOCTD MPOIYKTA.

4. Ompabomka eo3padxcenuti. Ecm MeHekep BCE clesian MpaBWIbHO U TIEpe]] HUM 11eJIeBOr
KJIMEHT, BEPOATHOCTh BO3PaXEHWI CHUKACTCS, U TOKYITKA MOXET COCTOSAThCS 03 JIOMOTHUTEITh-
HOro oocyxaenus. Ecim 3Toro He mMpou3o0IIIIo, MEHeKep A0/KEH ObITh TOTOB CIIOKOMHO padoTaTh
C TUNMYHBIMU oTBeTamu: «Hano nomymats» uim «Jloporos.

5. Baxpvimue coeaxu. Ecnu MeHemkep Oe3ylpeyHo MPOIIEN MPeIbIyIue Tarbl, BaKHO
MPSAMO MPEAJIOKUTh OPOPMUTD 3aKa3, UCTIONb3Ysl TEXHUKH, KOTOPbIE MOMOTal0T KJIUEHTY NPUHSITDH
peiieHre 6e3 JIMITHEeTO OTKJIaJbIBAHUS.

[IporycTuTh OAMH 3Tanm — M BCs KOHCTPYKIMS pyxHeT. Eciim MeHemxep HauHET Mpe3eHTo-
BaThb, HETTPABUJILHO BBISIBUB MIOTPEOHOCTH, — C OOJIBIIIEH BEPOSTHOCTHIO MOTYYUT BO3PAKEHUS «HAIO
IoaAyMaTh» UJIN «MHE JOPOro».

B nocnenyomux rmaBax Ml MoapoOHO OyneM pa3OoupaTh WHCTPYMEHTHI MPOAAXK (s UX ele
HAa3bIBAI0 «MapKePbI» ), UCMIOIB3yeMble Ha KaXI0M 3Tarie neperoBopoB. OHM BHICTPOEHBI CIIEIIMAIBHO
B TaKOM TIOPSIJIKE, YTOOBI BBl MOIJIM UX, KaK OyCHHKHM, HAHU3bIBATh HA HUTh U COOMPATh «OKEPEebe»
U/IeUTbHOW TIpoAaXu. A 4ToOBl ygoOHee ObLJIO 3TM MHCTPYMEHTHI UCIIONB30BaTh B MEPEroBopax M
HUYEro He 3a0bITh, PEKOMEH/YIO BaM cpa3y c(hOpMHPOBATh CBOM COOCTBEHHBIN YEK-JIMCT — CIICHA-
pUii TIEperoBOPOB BAllIMX MeHeIkepoB. 1o cyTH, y Bac MOMYYUTCS MHCTPYKIMS K JCHCTBUIO IS
CBOEH KOMaH[Ibl HA MOUX IIpUMepax, KOTopble 51 Oyay JaBaTh Ha KaXJOM HOBOM Iare B (hopme Jieii-
CTBHUS WJIA TOTOBOU (bpasbl.

BaxHO MOMHUTB, YTO Balll YEK-JIMCT — 3TO HE JIOKYMEHT «B CTOJIe» y MEHekepa. DTO pery-
JISIPHBIA UHCTPYMEHT B paboTe, KOTOPBIN MEHEIKEP UCTIONb3YeT ¢ KaKAbIM KIIMEHTOM, & PyKOBOIH-
TeJb OTZeNIa TPOJAX MOXKET M0 HEMY MepernpoBepsITh 3(PGEKTUBHOCTD JTIOOOTO CBOEro OOoMIIA.

Takoii MoIXo/1 K OpraHu3aiyy padboThl OTesa MPOJaX MO3BOJISIET IPOBOJUTH «CKBO3HOI» KOH-
TPOJIb MCTIONIb30BAHU S MAPKEPOB U MOCTOSTHHO COBEPILICHCTBOBATH MIEPETOBOPHBIE HABBIKM MEHEIKe-
poB. [Iy1st 3TOrO BB MOXETe MCHOJIb30BaTh HEHMPOCETH, HO HY)KHO MOHMMATh: €CJM MpH padoTe C
00IIen3BeCTHRIMY 3apyOekHbIME cucteMamu VI BBl 3arpyskaere 3aricu pasroBOpPOB, B TOM YHUCTIe
cofepiKaliye nepcoHalIbHbIe JaHHbIE KJIMEHTOB, OHU TIepPeAaloTCsl Ha 3apyOeskKHbIE CepBepbl 11t 00pa-
OOTKM U XpaHEHHSI, YTO HE COOTBETCTBYET TPEOOBAHUSM POCCHICKOTO 3aKOHOAATEIbCTBA.
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VY Hac ToXe ecTb CBOSI CUCTeMa KOHTPOJIsi paOOTHl BCEro OTielNa Mpogak: 3BOHKH, BCTPEUH,
KOHBEPCHUH, aHATTN3 3(P(HEKTUBHOCTH MEHEKEPOB U KaXKI0T0 3aTPAYeHHOT0 Ha pekJiaMmy pyoss. Mol
IJIs1 TAKOTO KOHTPOJISI UCTIONB3yeM COOCTBEHHBIE CepBepa pacloyiokKeHHble Ha Tepputopru PO.

N 4drto camoe BakHOE, Bce MHCTPYMEHTBI, O KOTOPBIX Bbl IIPOUYUTAETE B ITOW KHUIE, MBI C
KOMAaH/0# TAJJAHTJIMBBIX ITPOrPaMMUCTOB yike BHeIpriM B Haul I -koHTposiep, KOTOpbIiA B pekuMe
24/7 cobupaet Bce JaHHbIE U3 TeJIe(POHHBIX PA3rOBOPOB M BCTPEU BaIlIMX MEHEIKEPOB C KJIIMEHTAMH.
CucreMa OCTOSIHHO TIOKA3bIBAET, UTO BalllM MEHEIKEPHI IEJIAI0T TPABUIIBHO, a I7Ie OIIMOAIOTCS U UTO
CTOUT TOIIPABUTH [UIs1 JTyulniero pe3yabrara. [Iporpamma gact MeHekepy MojCKa3Ku, 4YTo OH 3a0bUT
cHesaTh ¥ 4TO JeJIaTh Aajbliie, YTOOBI 3aKII0YUTh JOTOBOP; CaMa «CHUCTeMa MPOJak» CIESIUT 3a TeM,
YTOOBI BCE OBUIO XOPOIIIO U TPOAKH POCIIH.

P.S.

— Kapmy ne 3abvin?

— Babwia...

— Teoro mame... Onsamse no nauke «beaomopa» aememv npudemcsi!
(Cosemckuii arexoom. )

Bce onbITHBIE TUIOTHl — U BOEHHBIE, U IPAXKJAHCKHE — MEPEe] KaKAbIM M0JI€TOM IPOU3BOAAT
OCMOTp caMoJIeTa JIJIs1 TOTOBHOCTH K MOJIETY Mo yeKk-iucty. OHu 4uto, He AoBepsioT cede? S qymato,
YTO JJOBEPSIOT, HO TAKOW MOJIXO/L CYILECTBEHHO UCKJIIOYAET yesioBeueckuid paktop. I MHe kaxercs,
YTO MBI C BAMU COBCEM HE MPOTHB, YTO y HUX €CTh «IINAPrajka» rnepes HojJeToM.

CueHapuii mpoJax — 3TO TakKoH ke 4eK-TucT. OH He 3aCTaBjsieT MeHe)Kepa YUTaTh 3ay4eH-
Hble (ppasbl ¥ He JUIIaeT ero cBoO0osisl. Hao00poT, OH 0cBOOOKAaeT BHUMaHUE /JIs KMBOTO JUajora:
MEHE/I)KEPY HE HY)KHO CYJOPOKHO BCIIOMUHATh, YTO CIIPOCHUTh, O YEM paccKasaTh U KOria mpeaso-
KUTb A0roBop. OH MOHMMAET, Ha KAKOM 3Talle HaXOAUTCS, Ky/la BeJeT KIMeHTa U KaK BEPHYThCS Ha
MapIpyT, €CJIM Pa3roBOp YIIENI B CTOPOHY.

Hacrosmuii npodeccnoHaams3m 3ak/I04aeTcsi He B TOM, YTOObI OJIaraThCsl Ha MaMsATh U BJOX-
HOBEHHUE, a B TOM, YTOOBI BHICTPOUTh CUCTEMY, B KOTOPOM HEBO3MOKHO 3a0bITh IN1aBHOE. VIMIpoBu-
3UPOBaTh MOKHO CKOJIBKO YTOJHO, HO TOJILKO TOT/A, KOT/Ia Bbl [IOMHUTE, KyAa JIETUTE U Iie coOrpa-
eTech MPU3EMJIUTHCS.
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YacTtp 2. YCTAaHOBJIEHHE KOHTAKTA

VYCTaHOBUTH KOHTAKT — 3TO HE IPOCTO y3HaTh, Kak 30BYT KJIMEHTA, ¥ COOOIUTb MY CBOE UMSI.
310 1enas cepus JeUCTBUI, KOTOpbIE HAIIPaBJIEHbl CHAaYala Ha «PACIOJIOKEHUE» KJIIMeHTa K KoMIa-
HUM U K MEHE/IKepy B MOMEHT 3HAKOMCTBA, a 3aT€M Ha YCUJIEHHME 3TUX OLIYLIEHUI Ha MPOTSKEHUU
BCEU BCTPEUM.

B ocHOBY Bcex JIeliCTBHIA, HAITPABJICHHBIX HA YCTAHOBJICHUE KOHTAKTA, 51 ObI MOCTABUII TyIIIEB-
HOCTb ¥ pagymue. Mel Bceraa Ha 00ydeHHH JOHOCHM MEeHe)KepaM OfIMH U TOT JKe MIPUHLIUIL: KAUEHN
— 3mo Opye. A Ipyry MOXHO U HY’KHO IpeJylarath TOJIbKO caMoe JIydlllee — Ballly Ka4eCTBEHHYIO
MeOelTb.

W ™Mbl 3amMeTnn, 4TO camble pe3y/IbTaTUBHBIE MEHEKEPhl B IIEPBYIO OYEpeb MPOCTO « OUEHb
xopoutue A100u». VI yCTb «XOpOLIMI YeI0BEK — 3TO He Mpodecchsi», Kak TOBOPAT MHOIHME «KeCT-
KM€ PYKOBOIMTENIM» U IIKOJIbI MEHEKMEHTa, HO €CIM MEHEKep IO MPOoAaxaM 3TOT MHCTPYMEHT
UCIIONB3YeT OCO3HAHHO, TO 3TO MPUBOAUT K JIOJTOCPOYHOMY COTPYIHUYECTBY C KJIMEHTOM U BEChbMa
OLIYTUMBIM pe3yJIbTaTaM B IPOJAKaX.

OnuH MOii KJIMEHT KOrja-To ObL1 TOPTrOBBIM MpeICTaBUTENEM MBHOW KOMITAaHUM M OHUM U3
CaMBIX JIy4IIMX MPOJABLIOB, JIMAEPOM MPoJax B cBOeM ropoje. M Kak-To B MX KOMIAHUM «K MHUBY»
TMOSIBUJIMCh JJOTIOJTHUTEJIbHBIE TOBAPhl — BKYCHAs MaJIeHbKast pblOKa, KOTOpas ykKe 3apeKOMEH/10BajIa
ce0s Ha phIHKE U HavyaJla COCTABJIATh KOHKYPEHLIMIO TOTIAIIHEMY JIMJEpY MPOJaX MUBHBIX 3aKyCOK
«®mK». Yenplnas B Mpe3eHTaly MPOAYKTa, YTO OH KaueCTBEHHEe, BKYCHEe, TOJIb3yeTCs OOJIBIINM
CIIPOCOM y TIOTpeOUTelIel U ceiiuac Ha HEero LIeHa HIKE, YEM Ta, 110 KOTOPOM MOKYNAIOT €ro0 KJIMEHTHI
«P3K», repoil ITON UCTOPHU HUCKOJIBKO HE COMHEBAJICS, YTO Cevac OH KaXA0MY CBOEMY KJIMEHTY
IIPOJACT 3TY PbIOKY.

W BOT OH mpue3kaeT K OfHUM, U OHH, BHICIYIIAB MPE3EHTALMI0 O «YydO-pbIOKE» U O TOM,
HACKOJIbKO UM OyJET BBITOJHO NEPETH Ha Hee, OTBEYAIOT:

— Jla, Mbl Bce noHnMaeM. Ho «®sk» HaMm NOCTaBiseT OYeHb XOPOLIMA MapeHb — 4YTO Ke,
MBI ero 6e3 3apadoTKa, YTo JIM, OCTABUM?

OnHu Tak cKaszajiu, BTOpbIe, TPEThU. .. U Besne, rae OblT «3TOT XOPOIIHMI MapeHb», KIMEHTHI
TOBOPUJIM OJTHO U TO JK€: OHU «HE XOTAT €r0 CEMbIO OCTABJIATh O€3 I0X0a», HY «IIapeHb XOPOLIMIA».
Bce 310 — HecMOoTps Ha OYEBUIHYI0O KOMMEPUYECKYIO BBITOY OT MOKYIIKM JAPYroro ToBapa.

ITa UCTOPUSA HAVIAAHO AEMOHCTPUPYET, HACKOJIBKO BasKHbI OTHOLIEHUS C KIIMEHTAMU B JIOJTO-
CpoYHBIX npoAaxax. HyHo ObITb /17151 KJIMEHTA YeM-TO 60bluUM, HEKEU TPOCTO MPOAABELL, YTOObI
OH XOTeJ paboTaTh C BaMU BAOJTYIO M PEKOMEH/I0BATh BaC JPYIvM.

Tak 4TO B 9TOI YAaCTH KHUTU 51 XOUY paccKa3aTb O TOM, KaK YCTAHOBUTb TaKOH JAyIIEBHBII KOH-
TakT. Kak crarh 17151 CBOEro KJIMEeHTa TeM CaMbIM «XOPOIIUM MapHEM», KOTOPOMY XOUeTCsl OIJIATUTh
CYeT, Jake He Aymast oOpalaTbcsi K KOMY-TO ellle.
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B kakoMm cocTosiHUE Hy:XKHO NpoaaBarh? Kak 3epkajbHbie
HEHMPOHBI «3apPa’Kal0T» HACTPOCHHUEM KJINEHTOB M NPOAAaBI0B

Hymaro, y Ka)J0ro ObUTH JHH, KOTOPbIe HAYMHATIMCH HEOXKUIAHHO XOPOITIO. BeIXoquIb, yTpoM
U3 JIOMa, @ TaM — COJIHBIIIIKO, ITUYKH TOI0T, BECHOM MaxHeT. .. Xopoio Ha ayme! PagoctHo! Vibl-
Oaenibecsl cBoeMy HacTpoeHuio. Ho BOT, Harmpumep, CaauiiibCs B TAKCH M BCIO JJOPOTY CIYIIACIlh OT
BOIUTEIS, KaK, OKa3bIBACTCs, BCE TUIOXO. Y HEro BOKPYT BCE JypakH, IEHbl PacTyT, B TOPOA TYT
«TIOHAEXaJIN», IOPOKHUKH SIMbI TOJIBKO AENA0T U T. 1. 1 3T0 He 00513aTeIbHO TAKCUCT — MOJKET TaK
CJIOXKUTBCS PA3rOBOP C KOJUIErou 1o pabote y KopeMarmHel B 0prce, UK IaxKe C POJHBIMU, WU eITie
C KeM-TO... CHuTyaluy MOTYT OBITh pa3Hble, HO CMBICIT BCET/Ia TIOXOKHUM: TIIIOXO BPOIE «TaKCUCTY»,
HO TI0YEMY-TO M BCE Hallle paJJOCTHOE HACTPOEHUE Kya-TO yIEeTyUUBAETCS.

Ho, cnipaBepnmmBocTr paau, ObiBaeT U HAOOOPOT: Ha PadOTEe KTO-TO MCIOPTHJI HACTPOEHHE,
MOTOM TOTaJI B IPOOKY, HACTYIIII B JI’)KY — U BOT B TPYCTHOM HACTPOEHUH TTPUXOIMIITH K IPY3bsIM,
rae Bce cMeloTes U panytorcs. CrycTst Kakoe-TO BpeMsl, HaXOISICh B 3TOW KOMITAaHUM, TOXeE TEePEKITIo-
YaelbCsl, 1 HACTPOCHHUE YTydIlaeTCs.

OpHUM M3 MIpearoNaraeMbiX MEXaHM3MOB, BIUSIONIMX Ha Tiepeady HACTPOCHUs, CUNTAIOTCS
CHCTEeMbI 3epKaJIbHBIX HEHPOHOB. [Ipyroil yenoBek, HaXOAsICh B HETATHBHOM COCTOSIHUM, 3apakaeTt
UM BCEX BOKPYT, U HA00OPOT: OIMH TIO3UTHUBHO HACTPOEHHBIN UYEJIOBEK WJIM I'PYIIa JIIOAEH MOTYT
3apa3uTh CBOMM TIO3UTHBOM JIPYTHUX.

[Mouemy Tak mpoucxomut? Harm MO3r MOCTOSHHO «CKaHMPYET» OKPYKAIOIIUX M TOJICTpanBa-
eTcs TIOfI UX COCTOsIHUE. Buaurte, Kak KTO-TO y/ibIOaeTcsl, — Ballli 3ePKaIbHbIC HEHPOHBI yKe aKTH-
BUPYIOT MBIIIIB 17151 YAbIOKK. CoOeceTHHK 3eBaeT — BaM TOXE XOUeTCsl. DTO SBOMOLMOHHBINA MeXa-
HU3M, C HUM TOYHO He MOCTIOPHIITb.

Mpbl He MOXeEM OTKJIIOYHUTH 3epKaJibHble HePOHBI, HO MOXeM UMH yrpasisth. CyTh 3a1auu
MpOCTasi: He 3apa3uThCcsl HETaTMBOM OT KJIMEHTAa WM KOJUIer, a, Ha00OpOT, 3apa3uTh BCEX BOKPYT
CBOWM TIO3UTHBOM.

1. 'osroc He TOJIBKO nmepeagaeTr CocrosasHmue coﬁecezmmca H «3apaxKaeT» UM
APYIrux, HO HHOI'JAa Ja*Ke€ YCHJIUBAECT 3TO COCTOAHHNE, KAK M0 CIIHPAJIH 9 CKaJallnu

Ecnu kmMeHT pasroBapuBaeT pa3apakeHHO, 3aKPBITO, TO M MEHEKep, OIIyIasi OT TAKOTO JHa-
Jiora TuckoMQopT, HAYMHAET TOBOPUTH MEHbIIE U ObicTpee. Kak pe3ysbrar, MO3r KJIIMeHTa CUMTHIBACT
STU CUTHAJIBI M YCHJTMBAET UX Yepe3 «IOATOTOBJICHHYIO TIOUBY». MeHekep MonaaaeT B 3aMKHY ThIH
KpyT, 1 o0Ilee HACTpoeHHe OYyIeT CTAHOBUTHCS TOJIBKO XYyXKe.

Camblii MpOCTOM TpUMEp — KOT/1a JIIJW KpUAvar JAPYr Ha Apyra U Mo HapacTaloIed yCUIBalOT
APYT B JIpyre 3TO HETaTUBHOE COCTOSTHUE.

B nicuxonoruu 310 Ha3pIBAETCS MOBEICHUECKOW CUHX POHU3AIIUEH.

UYro nenats? Hy:KHO MPUIOKUTH HEMHOTO YCUIIMH U, He 0Opaliiasi BHUMaHUs HA «OTpUIIaTeb-
Hble (PITIOUIB» KJIMEeHTa, HapUMep BOpYaHUe, POBOKAIIMOHHbBIE YCMEIIIKU U PETUTHKU: «[la Bce BbI
OIMHAKOBBIE», «YUTo TyT Aenath-To, JIJCII pacnuimi u cKpyTHIT», «5 He COOMpaloCh CEeroIHs 3aKJTI0-
Yarh JOTOBOP, MHE TOJIBKO IIEHYy CKaXuTe» U T. 1. MeHeKepy HyKHO CTapaThCsi TOBOPUTH POBHO
U npuBeTIMBO. Yepes kakoe-To BpeMs OH 3aMeTUT nepeMeHsl. [IpaBaa, oHu He Bceraa OyayT sipko
BbIpaXXEHHBIMU. ECTBb JIIOIM B 11€JI0M HEe OYEeHb MO3UTUBHBIC TI0 HAType, U CITyCTs 15 MUHYT Terioro
OOIIeHNs B BallleM MPE/ICTABICHUN «3TOMY JIbly yXKe Iopa OTTasTh», HO Kak OyATO HUYEro He Mpo-
ucxogut. [IpoGiema B TOM, UTO MHOT/IA MOTA/IAIOTCS CAMble HACTOSIIINE «JIeTHbIe KAMHU», KOTOpPBIE
HUKOI/Ia HE PACTaloT, — HO JIa)Ke OHU CTAHOBATCS YyTOUKY TeIlIee.
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I'naBHOE — MOMHUTE, UTO Jake TO, YTO MOXKET IMOKA3aThCsl HE SIPKO BBIPAKEHHOU MepeMeHOn
HACTPOCHMS KJIMEHTA, JUIsl HeTO MOXKET OBITh CYITIeCTBEHHBIM M3MeHeHreM. M ero mo3sr OyzieT cpas-
HUBaTh, C KEM M3 MEHEKepOB, B TOM UHCJIe Cpe/li KOHKYPEHTOB, eMy ObUIo KoMdopTHee. A eciu
MeHe Kep KOHKYPEHTOB HEMPaBIIILHO UCTOIKOBAJI CUTHAJIBI OT KJIUEHTA U TOJILKO elie OOJIbIIIe M0Co-
JeWCTBOBAJI TOMY, YTOOBI TOT 3aKPBUICSA, — OH TeM CaMbIM OTJaJI TIPEUMYIIIECTBO B IMOJIb3Y Oojee
OCO3HAHHOT'O BAIlIEr0 MEeHEeIKepa.

2. DMoIUOHAJbHOE JUIEPCTBO

MeHeqxep — AUMpPUKEp MEPEroBOpoB. BakHO MOMHHTH, YTO UMEHHO €r0 COCTOSIHUE 3a7aeT
TOH. EC/M OH ¢ KJIMEHTOM 00IIaeTcsl Ha SHEPIUM, Kak Oy/ITO TOIBKO YTO BHIMT P MUJUIMOH B JIOTe-
pelo, TO U KJIMEHT MOMMAaeT 3Ty BOJIHY.

ITO HA3BIBACTCS «IMOIMOHATIBHOE JIUJIEPCTBO» — YMEHHE YIPaBJISTh aTMOC(EPOH, B KOTOPOH
AyMaeT Opyrou uyenoBeK. He MaHWMysnsus, a mpaBUiIbHAsI PEryJMpOBKa SMOIMOHATIBHOTO (poHa,
YTOOBI YeJIOBEK MPUHUMAJT PEIlieHusI JIerye, CIIOKOMHee U yBEepeHHee.

UrtoObl B3Th SMOIMOHATBHOE JIMJEPCTBO Ha ce0s1, MEHeAKepy HYKHO MCIIOb30BaTh:

* IMOUUOHANBHBIE SIKOPSL: CTIOKOWHBIH TOJIOC, POBHBIN TeMII, YBEpEHHBIE May3bl, ICHbIE (hOpMY-
JIMPOBKU. DTO CHUKAET TPEBOTY KJIMEHTa — W OH MPUHUMAET pellicHre ObIcTpee.

* JeMoHCmpauusl yeepeHHocmu 6e3 azpeccuu: MO3T KJIMEHTa JiejlaeT BhIBOI: «Pa3 oH roBopuT
CIOKOMHO Y TOYHO, 3HAYUT, OH 3HAET, UTO AEJIAET».

* UCNOABL30BAHUE IMOUUOHANBHBLX «MALLM-AYMO8» . KOTJa KJIMEHT HePBHUYAET WJTU KoJleOeTcs,
JIydlilie He YCKOPSATh, a 3aMeUIATh ero. MeHekepy MOKHO CHU3UTh HEMHOTO TEMIT PeUd U JieNaTh
nay3sl — akieHThl. CoO MHOW HEOTHOKPATHO MEHeKephl JeJTUINCh, KaK C IMOMOIIBIO 3aMe/IeHUS
TEMIIa PeYU U CTIOKOMHOM BBIICPKKU MM YIaBaJIoCh 1aXe OCTAHOBUTHh KOH(IMKT, HATIPUMED, pa3pa-
3UBIIUICA MEXKY CYIPyraMu, KOTOpbie OYeHb CUJIBHO CIIOPWJIA O PEIICHUH TI0 MeOelIu.

A Takke MOXHO TMpeJiaraTh KIMeHTy cpoKyCHpOBaThCS Ha YeM-TO KOHKpeTHOM. Hampumep,
€CJIM HY)KHO CJIeJIaTh BHIOOP M3 MHOXECTBA BAPUAHTOB MaTEPUAJIOB, MEHEKePY HYKHO MPEIOKUTh
OTCesThb JIMIITHKE, TIOCTaBUB KaxIoMy Oayibl oT 1 10 10; ecm KJIMEHT MBITaeTCs MPUHSATH PellieHre
cpa3y 1o Bcelt MeOesi B KBapTUpe, MOKHO MPEJIOKUTh Pa3IeUTh PUHATHE PEllleHre Ha STarbl —
OT CaMOro MPUOPUTETHOTO K HAUMEHee.

3ameyieHue — 3TO OYEeHb CUJIbHOE BO3IEUCTBUE HAa COCTOsIHUE KieHTa. OHO JaeT MO3Ty KJIH-
€HTa BPeMsI BKJIIOUMTh PAIIMOHATLHOCTh BMECTO SMOITHIA.

* NePesOOUNtL AMOUUU KAUEHMA 8 KOHCIPYKMUG: TOBOPUTH «HE IMEPEKUBANTE» KIIMEHTY — Oec-
cMbIcieHHO. He HyHO OJIOKMpPOBATh SMOIMIO, HY’)KHO €€ TIepeHapaBUTh B CBOIO TIONB3Y: « 51 BUKY,
YTO BbI [IEpeKMBaETe 3a TO, KaK 3TO OyJeT BHIIVIAACTh B vTore. JlaBaiite mogymaeM, 4To MOMOKeT BaM
MPEJCTABUTh TOTOBBI BapHaHT. Y HAC €CTh BO3MOXKHOCTh cjeiaTh 3D-Mofielb, ¢ TTOMOIIBI0 KOTO-
po¥ BBl YBUIWTE, Kak MeOes b OyJeT CMOTPEThCsl Y Bac JioMa MpsMo Ha mecte. Erie MoxkeM cienathb
BBIKpachl hacaja, caeaTh OYeHb JIeTadbHBIN peHep. B 3Tom ciydae Bam mpoiiie OyeT MpruHUMATh
peteHre?» DTo MpeBpalaeT TPEeBOry B KpUTEPUU BHIOOPA.

IIpu 5TOM 0YeHb Ba’KHO IOHUMATh, YTO, PEsK/ie YeM MeHe/)Kepy Nepe1aBaTh «CIo-
KOHHOE U MO3UTHBHOE COCTOSTHHE», HY?KHO HAXOAUTHCSA B TOM COCTOSTHUHM CaMOMy.

KoneuHo, Jryd1iie B ieJIoM UMETH 3aI1ac SHEPIuu repej neperopopaMu. PeryinsapHo 3aHuMarbes
(usryeckoil Harpy3Koi, MUTh BUTAMHUHBI, CBOEBPEMEHHO Ka4eCTBEHHO OT/ABIXaTh U OBITh TOTOBBIM
K CE€pbe3HBIM SMOIMOHAIBLHBIM KavellsiM Kak B )KU3HH, Tak U Ha padote. Ho ciyuaercs, uro naxe y
CaMbIX MMOATOTOBJIEHHBIX M SMOLIMOHAIBHO YCTOMUMBBIX MEHE)KEPOB BO BPEM$I [IEPETOBOPOB YTO-TO
UJIET COBCEM HE TaK, U MEHeIKepa 3T0 COMBAET HACTONIBKO, YTO HE MOy4aeTCsi HOPMaJIbHO TIPOAOI-
*katb padoty. Toraa sydre B3Th MUKPONAY3y, YEAUHUTLCS U IPUBECTH ceOsi B paBHOBECHE.
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1) Ecth TexHuka, KoTopasi IOMOTraeT BBIITH N3 OY€Hb CEPbE3HOro
HapylIeHUsl SMOLIHOHAJIbHOI0 0ajJaHca — YCINOKOeHNe JbIXaHusl.

* MeJUIEHHbI BIOX 3—4 CEeKyH/pbI;

* MSATKHI BbIIOX 4—6 CEKyH[I;

* [UIABHBIM, PUTMUYHBIN, TETUIbIA BbIJOX.

BaxHa He 1yiMHa, a oulyleHre MATKOCTY U Terula Ha Bbljoxe. KoHueHTpauus
Ha camMoM JpixaHud. [locine 6—10 HMKIOB MO3r NEPEXOAUT W3 CUMIATUKU B
[IapaCUMIIATUKY, U TPEBOra OTCTYIIAET.

2) Hy:xHo pa3BuBaTh B ce0e «J00PbIil» BHYTPEHHHII r0JI0C

B npopaxax mopoi ciydaeTcst BCSIKOE, Ha UYTO HYKHO ObICTPO pearupoBarth,
U JAJIEKO HE KO BCEMY MOKHO IOATOTOBUTHCA. B MOMEHTHI, KOrja 4Tto-TO UAET HE
TaK, HE HY’)KHO KPUTUKOBATh M KpU4aTh Ha ceOs1 BHYTPU, OOBUHATH WM TAHUKOBATh
— HYKHO, HA000pOT, MOCTAPaThCsl YCIIOKOUTHCS JOOPOIKENATeIbHBIM BHYTPEHHUM
TOJIOCOM:

¢ «BCE€ HOPMAJIBHO» |

¢ «TbI CITIPABULIBCS» |

* «cerlyac CIIOKOMHO pazdepemMcsi».

[Mpocras ¢pasa, gaxke Mpou3HECEHHAs] «B yMe», CHMKAeT CEH3UTUBHOCTD
aMUIIaJIbl ¥ aKTUBUPYET NPEPPOHTAIBHYIO KOPY.

Ha cBoux TpeHuHrax, paboTasi ¢ KOMaH/IaMH, Mbl Ia€M YIpakHEHHE, YTOObI
OHU MOXBAJIWJIM APYra WX OTMETHIM YTO-TO XOPOILLEe B KaXJI0M, a IIOCJIE JIENIAeM
3aMep M3MEHMBILETOCsl COCTOSIHMSA: paJocTh BbIpacTaeT Ha 2—4 myHkTa u3 10 B
CpeHeM 110 BCeil KOMaH/Ie.

A eme mbl pekomenayeM POIlam BBINONHATH POJIb «IIOYTU ICHXOJIOTOB
B CBOMX KOMaHJax, YTOObl MEHeKepbl He OOsUIMCh K HUM NPUITU U 0OCYIUTh
npo0ieMy — HWHOTrIa ¢ KJIMEHTOM, MHOrjAa Aaxe Ju4Hylo. IlomydyuTts coBer mim
MPOCTHIE CJIOBA MOAJEPKKHU: «Bce HopMaibHO, Y TeOs1 BCE MOMTYUYUTCS».

Bce, k10 Busien cepuan «Muwuapab», TOMHSAT reporHio Benau Poynec —
KOPIOPAaTUBHOTO micuxosora kommnanuu «Axe Capital» — u, HaBepHOe, OLIeHIH,
HACKOJIKO 3TO CUJIbHBII MHCTPYMEHT AJisl BJIOXHOBEHMS KomaHipl. Hekoropsie
MEHE)KEpBl B IIIYTKY Ha3bBAlOT Takoil pa3roBop ¢ POIloM «HBITUHrOM». 9TO
KaKeTCsl KaK-TO CTPAHHO, HO IIaBHOE € — 4YTO MOMoraeT. Bo3MOKHOCTb TakMx
pasroBopoB ¢ POllom wiu ¢ Ko/uleraMu CHUKaeT HAIpsKEHUE B KOJUIEKTHBE,
Oonblie yKpervisieT koManay. i pasroBopa Mo IyIiam He HYKHO CHelaibHOe
00pa3oBaHue, HyKHbl KOPPEKTHOCTh, TAKT U KeJIaHhe MOoIAepXkaTh U nomousb. [Ipu
9TOM Takue Oecebl He JOJDKHbBI IPUBOAUTD K TOMY, UTO «KJIMEHT HEMpaB», — eClu
Aaxe OH HemnpaB, TO MEHeKep MOT WM YJIYYIIUTh CUTYalluIo, WK YCYTyOUTh ee.
DTy pa3HUILly TOXKE HYKHO HAXOOUTh U JEMOHCTPUPOBATh MEHEAKEDY.

3. Vabi0ka — camMblii IPOCTOM U JOCTYMHbII HHCTPYMEHT YIyJIlleHUsI
xkommyHukanuii. Kak nea «Kpomka EHoT» B JIIOOHMOM MHOTHM
CcOBeTCKOM MYJbT(miabMe: «OT yJIbIOKH CTaHET BCEM TeIlIe. . ..»

BOCHpI/IHTI/Ie YHH6KI/I MOKET aKTUBUPOBATH B MO3I'€ CO6CCC,IIHI/IK21 CHUCTEMbI BO3HAI'PAXKICHNW A,
CBSI3aHHBIE C TTOJOKUTEJIbHBIMU SMouMsMu. S Ha COOCTBEHHOM MMPAKTUKE MHOI'O pa3 3aMevall, Kak
OHa MCHACT U CaMOI'0 MEHEJIJKEPA, 1 PEAKIIUIO KJIUCHTA. B C6Cp6aHKC nepe] onepaluoHnCTaMm Jaxe
KaKoO€-TO BpEM yCTaHABJIMBAJIN 3€PKaJIa, YTOOBI COTPYOHUKH BUICIIU, C KAKUM BBIPAKCHUEM JIMIIA
pas3roBapuBaroT € JTIOAbMHA, — U MEHCZKEPbI HAYUHAJIA OoJblIe yJ'IbI6aTbC}I. A BoO BpEMS COBMECTHBIX
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pa300pOB 3BOHKOB CaMble YCIICHIHbIE JIU/I-MEHeIKepbl MeOeTbHBIX KOMITAHMI HEPEIKO CaMy COBe-
TyIOT Kojuteram: «Thl moyemy Takasi rpycTHasi B 9ToM pasroBope? £, korja pasroBapyBaio ¢ KJIMeH-
TOM, BCeraa yabl0aick». 1 B 5TOM ecTh He TOJIBKO MPAKTUYECcKasi, HO M Hay4Hasl JIOTUKA: TIOJIOKEHHe
ry0 MeHsieT 3By4YaHHe peyuu, OITOMY COOECeJHUK CIIOCOOEH YCIIbIIIATh YIIBIOKY, fake He BUIs JIUIA
MeHeKepa.

Jleonapoo Aypeauarno-Cunsa 6 2018 200y nposen cepuro 5KCnepumeHmos o
MOM, KaK YavlOKa npooasuya eénusiem Ha nosedenue NOKYnamensi, 8 YUdCHHOCHU Ha
OUEHKY Camoeo npooasua u Ha yeny, KOmopyro NOKYnamenb 20Mo8 3aniamunip.

Oxcnepumenmsl  OblAU  NOCMPOEHbL HA CUMYAUUSIX  OOCAYICUBAHUSL 8
NPOO0BONLCIBEHHBIX POZHUMHBIX MAZAUHAX. YUACMHUKAM OeMOHCMPUpO8anu
cmamuumvle KApmuHKU, 4 He PeaNvbHublX Modeli, umoObl CHU3UMb GAUSIHUE
nogeoenus npooasuos. Hcnonvzosanu gpomozpagpuu compyoHuKos mopeoeozo 3a.1d.
C YNbLOAIOUUMCSL U HEYNLLOAIOUUMCSL TUUOM.

Bcezo 6b110 nposedero nsims sKcnepumenmos, 8 KOmopvbix NPUHSAU yuacmue
294 uenogexa. YuacmHukam 2060pui;

— Ilpedcmasvme, umo 6vl HAXOOUMeCh 8 NPOOOBONLCHBEHHOM MA2A3UHe U K
8aM NOOXOOUM NPOOABelY, UAU OOCAYHCUBAIOUAULL COMPYOHUK.

3amem nokazvieanu gpomoepagpuro, nocae uezo 3a0asan 8ONPOCbL 0 MOM,
HACKONbKO Npoodsey, HACMPOeH OOCAYNCUBAMb KAUeHmd, O000podceramenet u
20mog nomouw. Takdwce yuacmHuKkos cnpamueant, KaKyro ety oHu 20moesl Oblau
Obl 3anaamums 3a NPOOYKM, NPEONONCEHHBI SMUM npooasuom. Pezyrvmamot
NOAYUUNUCH CreOYrouUe:

1. I[Ipodasua ¢ ynblOAIOUWUMCSL AUUOM OUEHUBANU KAK DONee HACMPOEHHO20 HA
oocaydcusanue u NOMOULb NOKYNAmenio.

2. Yuacmnuxu Hazvisaau 6onee blCOKY0 NPeONoAazaemylo UeHy 3a npooyKm,
ecau e2o npedcmasAsin YAbloaroWUIicst npooasel.

BbiBo1: yIbI0a0muiics NpoaBel MOKeT BJHATH He TOJbKO Ha YMOIHOHAJILHOE BOC-
NpusTHE, HO ¥ HA OI[€HKY CTOMMOCTH NPOIYKTAa — YYACTHUKH OBLIN FOTOBBI HA3BaTh 0oJiee
BBICOKYIO LIE€HY.

[Tpu 3TOM, KOHEUHO, MMeeT 3HAYeHUE U cama YJIbIOKa: HACKOJIbKO OHA €CTECTBEHHAs U yMECT-
Hasl SMOIIMOHATbHAs peakius. [laxe OypHasi pajoCcThb, €/ OHA Ype3MepHasi, MOKET 1aTh OOpaTHBIN
3(ppeKT: BMECTO PachonokeHUsI BI3BATh HACTOPOKEHHOCTh U OILyIeHUe (haIbIIIH.

Imo nokazana cepus uccnedosanuti Apuxka Hewuna, Aou Amum u
I'epoena ean Kneegpa, onybauxosannas é 2018 200y. Yuenvie npogseau uemvipe
aKchepumenma. B kajxcoom uz HUX YUACMHUKOB CAYUALIHbIM 00pPA30M Oeaunu Ha
epynnel U €o30a8anu 0Asl 8cex OOUHAKOBYIO cumyauuio oocayscueanus. Mensinocs
MOABLKO OOHO: HACKONBLKO CUNBHO COMPYOHUK 8bIPANHCAN PAOOCHTb UAU 2DYCHTb.

Hanpumep, yuacmuuku 00H020 U3 3KCNEPUMEHNOE CMOMPENU GUOEO3ANUCD,
Ha KOmopoi OO0uH u mom dce npooasey, menegpoHo8 cooouan o HAAUUUU
uau omcymemeuu cKuoku. OOHUM YUACMHUKAM OH O0eAdn MO C YMEPEHHO
BbIPANCEHHOU PAdOCmblo UAU 2PYCMbIO, OpYeUM — C UPEIMEPHO CUNbHOU. Bo
6MOPOM IKCNEPUMEHIME YUACMHUKU CALIUANU AYOUO3ANUCL OOHOU U MO Jice
pexkomeHoayuu Puavma, HO NPOUSHECEHHOU C PA3HOU IMOUUOHANLHOCHbIO. B
mpemvem IMOUUI0 nNepedasani NUCbMEHHO: PEKOMEHOAUUs. OCMABANach MOl Jice,
OOHAKO 8 OOHOM eapuanme compyoHuk nucan: «fA pad npeorodxcumsv eam 3mom
Punom», a 6 opyeom: «A Heseposmno pad! Jlas mens smo OI'POMHOE
yoogonvcmaue!!!»
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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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