dOUNYdIVXKT LVDAd

HGRYGGTH0
[IPOAABATH MESTY




Pydar [I:xxabpauiion

M CKycCTBO NMpo/jaBaTh MeUTy

«ABTOp»
2025



:xaopausos P.

UckyccrBo nponasats meuty / P. [IxxaOpaunoB — «Astop», 2025

[Iokyrka HaYMHAETCA 3a10JIT0 10 PA3roBOpa C MPOJABLIOM: C KeJlaHWs, KOTOpOoe
YeJIOBEK HE BCEIa Ha3bIBAET, CO CTPaxa, KOTOPbIM MPAYETCS 32 BOIPOCAMH, U C
JOBOZIOB, KOTOPBIE pa3yM MOAOUPAET YKe Mocye pelieHus. Ta KHUra 0 TOM, Kak
YCTPOEHO TaKO€ PEIICHUE U KaK MMPOJaBarh, HE JaBs HA YEJIOBEKA. ABTOP ITPOXOANT
MyTh OT MEPBOrO BOMPOCca A0 MOBTOPHOM MOKYIIKK: KaK CIyIIaTh, Kak padboTaTh ¢
BO3PAKEHUAMU, KAK CTPOUTH JOBEPUE, KaK TOBOPUTH O LIEHE U MEPErOBOpax, Kak
BeCTH ceOsl ¢ KOMaHJIOM M ¢ KJIMEHTaMU Toclie OKYNKU. KHura Harvcana KUBbIM
SI3BIKOM U OMMPAETCSI HAa CUTYallMU U3 Pa3HbIX cep - OT PO3HUYHOIO Mara3vHa J10
YCIIYT U KPYTHBIX 3aKYIIOK.

© xabpawunos P., 2025
© Asrop, 2025



P. IxabpaunoB. «McKyccTBO mpomaBaTh MEUTY»

Coaep:xanue

Baenenne

I'nasa 1. Ilokynka HaYMHAETCS paHbIIEe pa3sroBopa

I'naBa 2. XKenanue, KOTOpoe HE Ha3bIBAIOT

I'naBa 3. Ctpax u Hajexaa, KOTOpbIe KUBYT PsIIOM
I'naBa 4. Pazym, KOTOpBIi UILIET OMpaBIaHKe

I'naBa 5. XapakTepucTuku, KOTOpbIE CTAHOBSATCSI KU3HBIO
Kownel o3HakomMuTeIbHOTO (pparmMeHra.



P. IxabpaunoB. «McKyccTBO mpomaBaTh MEUTY»

Pydart /I:xaOpanjion
M cKycCcTBO NpoaaBaTh MeUTy

HckyceTBO mpoaaBaTh MeuTy

Pydar [IxxadpanioB

OruaBiieHue

Beenenue 4

I'nasa 1. Ilokynka HauMHaeTCsl paHbIlle pa3roBopa 8
I'naBa 2. XKenanue, kotopoe He Ha3bIBalOT 21

I'naBa 3. Ctpax u Hajexaa, KOTOpble XUBYT psiioM 34
I'naBa 4. Pazym, KOTOpbIil UILIET onpaBaaHue 46
I'naBa 5. XapakTepucTuku, KOTOpbIE CTAHOBSITCS KU3HBIO 59
I'naBa 6. cropuu, kotopbiM BepaT 70

I'naBa 7. Yto Ha camoMm jiesie 3HaYUT «a0poro» 80
I'naa 8. Cymiars u cparmmsath 91

I'naBa 9. Bospaxenus kak cursan 102

I'masa 10.
I'masa 11.
I'maBa 12.
I'masa 13.
I'maBa 14.
I'masa 15.
I'masa 16.
I'maBa 17.
I'masa 18.
I'masa 19.
I'masa 20.
I'maBa 21.
I'maBa 22.
I'masa 23.
I'maBa 24.
I'masa 25.
I'maBa 26.
I'masa 27.
I'maBa 28.
I'masa 29.
I'masa 30.
I'masa 31.

Hosepue ¢ nepBoil MUHYTHI 114

[Ipe3enTanusi, KoTopasi OTBeUaeT Ha BONpock 124
3aBepiieHue 6e3 napieHus 135

Pasueble moau, pasHele perienus 145

Pemrenus Basoém 156

[MeperoBopsl 6e3 mpourpabmux 166

Korna koHKypeHT psaom 175

[Tocne nokynku: oxuganus u nopaepxkka 184
[lepenuicka u untepHer 193

Komanna, kotopast npogaér Bmecte 202

Brl kak yacth npoaykra 210

[Tponasen u ero crpaxu 217

['panuiia BnusiHus 224

[ToBTOpHBIE MPOJAKKU U OTHOLIEHUS1, KOTOpbIE pacTyT 232
OmmOKH, KOTOpble OBTOPSIIOT MOYTH Bee 238
Bpems kak nieHHoCTb 245

SMoLMH, KOTOpbIE HE 3By4aT B ciloBax 253

Lndpsl, KOTOpbIe YOKIAIOT U KOTOpbIE MyraioT 261
Wnes, KOTOpPYI0 HYKHO MPOfaTh BHYTPU KOMaH/bl 268
Po3Huia: 3aj1, mpocTpaHcTBO U NepBble CEKYH/Ibl 274
Ycayru, KoTopble Hesb3si HoTporath 282

CoxaseHue o TIOKYIKe U Kak ¢ HUM padoTaTh 289

3aximoyenue 296



P. JIxabpawmioB. «VICKycCTBO MpoaaBaTh MEUTY»

BBenenne

IIpexacraBbTe yesnoBeKa, KOTOPHIA CTOUT Y BUTPUHBI Mara3uHa 3JeKTPOHUKU. OH JEepKUT B
PYyKax HOYTOYK, OTKpbIBAET KPBIIIKY, TPOBOUT MAJIbIIEM I10 KJIABUATYPE U CHOBA 3aKpbIBaeT. [1abiibl
3aJepKMBAIOTCS HA Kpalo KOpIyca, Kak OyITo OH IpOBEpsieT, He XONOAHBIA 1 MeTayul. [Totom oH
MIOIHMMAET I71a3a Ha 9KPaH, [ie KPYyTUTCS 3aCTaBKa, U HECKOJIbKO CEKYH/1 ITPOcTO cMOTpHUT. IIposnaser
TMIOJIXOAUT TOUTH Cpa3y, KOPOTKO TOBOPUT O HOBOK MOJEM U HAUMHAET paccKas3biBaTh. [ OBOPUT OH
YBEPEHHO ¥ 0€3 CIIEIKH: O MPOLIECCOPE, O TOM, CKOJIBKO MaMSTH XBATHT ISl IPOrPaMM, O TOM, 4TO
Oarapest IepKUT OOMHHAALATH YACOB MPHU 0ObIYHOM padore. [Tokymnaresnb KMBaeT, HO CMOTPHT yKe
HE Ha 9KpaH, a B CTOPOHY BXoJa. Yepe3 MATb MUHYT OH FTOBOPUT, YTO MOAYMAET, U YXOAUT.

[Mponager, ckopee Bcero, MOXMET TuiedyaMu. Bpone Bc€ 0ObsCHIII, HOYTOYK XOPOIIUiA, LIeHa
aJleKBaTHasi, BOIPOCOB KJIMEHT MOYTH He 3aJaBajl. Yero He xBaTuiio? OTBET, Kak MHE KaXeTCs, JIEKUT
He B HOYTOYKe U Jja’ke He B CJIoBax Mpojanila. YesoBek NpUIIEN He 3a rnporeccopoM. OH npuIen 3a
TEM, YTO ITOT HOYTOYK €My MO3BOJIMT: BO3MOXXHOCTb padOTaTh U3 JIoMa U HE MPOCUKUBATh Beuepa B
ocpuice, CIIOKOICTBHE OTTOTO, UTO MPOEKT HE COPBETCA M3-3a CTAPON MAIIMHBI, @ MOXKET OBbITh, TUXYIO
rOpIOCTb Iepejl KoJUleraMu, KOTopble JaBHO TOBOPAT O HOBBIX MHCTpyMeHTax. Hu onHOro us atux
CJIOB MPOJIaBel] He YCJIbIIaj, TOTOMY YTO TOBOPHMJI O cBOEM. [lokynaTesnb Toxke roBOpUI O CBOEM, HO
Aenaj 3T0 Molya, Yepe3 B3MJIsA], Nay3y U Najblibl Ha KPBILLIKE.

ITa KHUra O TOM, YTO MPOUCXOUT MEXKAY YETOBEKOM, KOTOPBII XOUET YTO-TO KYIUTh, U YeJI0-
BEKOM, KOTOPBI XOUET 3TO MPOAaTh. 31eCh HET BOMIIEOHBIX (hpa3, KOTOpbIE 3aCTaBSAT JIIOOOTO CKa3aTh
«aa». Het obemanuii, 4To Bbl Hay4UTeCh NPOJABaTh BCeM U Beerna. EcTh HaOMogeHus 0 ToM, Kak
YCTPOEHO pellieHne, OYeMy JII0AM OOSITCS IOKYTIOK ¥ TIOUeMy HepeIKO MOKYMAIOT TO, YTO Ha MEepPBbIA
B3IVIS1/1 UM He HY)kHO. ECTb pa3roBop o crpaxe npojaBLia, O FpaHULE MEkK/1y TOMOLIBIO U IaBJIEHUEM,
O JIOBEPUH, KOTOPOE HENb3s KYIIUTh PEKJIaMOW M KOTOpOoe BblpacTaeT 13 Mesiouel. U ectb pasroBop o
TOM, KaK pa0OTaeT MbIIIIJIEHHE B MOMEHT BHIOOpa: IMoYeMy LieHa TO MyTraeT, TO KaKeTCs HUYTOXHOM,
[I0YEMY YeJIOBEeK, KOTOPBIH Mojyaca Copuil O CKUIKE, TOTOM YBEPEHHO TPATUT AEHBIU Ha Bellb, O
KOTOpPOH €11 Buepa He TyMall.

S1 xouy, 4TOOBI BbI UMTAJIM 3TY KHUTY KaK COOECE/IHUK, a HE KaK YYE€HHK, KOTOPbIH 3ayurBaeT
npaBuia. HekoTopble MBICH MOKAXYTCSl OYEBUIHBIME, U Bbl, BO3MOXHO, CKaxeTe cede, YTO U TaKk
BcE 3Haete. [Ipyrue, Ha000OpOT, MOTYT MOKA3aThCsl CIOPHBIMU WJIM CIIUILIKOM OCTOPOXHBIMU. [IpoBe-
psiiTe MX Ha COOCTBEHHOM OIbITE: HA MOCIEHEN CAENKe, KOTOpasi copBalach, Ha pa3roBope, Mocie
KOTOPOT'O BbI TIOUYBCTBOBAJIN OOJIErYeHHe MWIIH, HA0OOPOT, TSKECThb. [ICMXOIOrHs HOKYIKH MPOSIBIISI-
eTCs B CaMbIX OOBIYHBIX BelIaX, ¥ 3aMETUTh €€ MOXHO, €CJIM CMOTPETh BHUMATeJIbHee, YeM OOBIYHO.
[Tponagser, KOTOPBII MPUBBIK BUAETH B padOTE TOJBKO MU(PhI, HAYMHAET YUBJISTHCS TOMY, CKOJIBKO
peIIeHNI IPUHMMAETCS] He pa3syMoM, a YeM-TO 0oJiee TUXUM U CIIOKHBIM.

Knwura BeICTpoeHa Tak, 4TOOBI IyTh OT IEPBO MBICJIH JI0 TIOCJIE/THETO pa3roBOpa ObLT TIOHSTEH.
KHura pasjesnena Ha yeTsbipe 4acTu. B nepBoil Mbl pa30epéMcs, UTO YesIOBEK MILET Ha CaMOM JieJie
Y [I0YEeMy pelleHHe HAaUMHAEeTCs 3a/10J1r0 JJO pasroBopa. Bropas yacTe nocpsiieHa A3bIKy: TOMY, KakK
MIPEBPATUTh XapaKTEPUCTUKU B )KU3Hb KJIMEHTA, 3a4eM HYXKHBI UICTOPUM U NTOYEMY CJIOBO «JOPOTO»
YacTO O3HAYaeT COBCEM He TO, YTO KakeTcs. TpeTbs 4acTb O CaMOM pasroBope: Kak CIIyllaTh, KakK
3a7aBaTh BOIIPOCHI, KAK BO3PAXXE€HMsI CTAHOBATCA MOJCKAa3KaMHU, KaK CTPOUTDH JOBEpUE C MEPBOM
MUHYTBI M KaK TOJOMTH K 3aBeplleHuIo 0e3 HaxrMa. B ueTBEpToil yacTu peub UIET O TOM, UYTO MPO-
MCXOIMT MOCJe TOKYIIKHM, B MEpeNnucKe U BHYTPU CaMOro MpoJaBLia: O €ro Crpaxax, 0 KOMaHJe, o
rpaHMLIe BIUSHUS M O TOM, KaK OTHOLIEHHS C KJIMEHTaMH IOMOTAI0T OM3HECY pacTH 0e3 MOCTOSTHHON
IIOT'OHY 32 HOBBIMU JIIOJIbMHU.

Bce ncropun B Heil coOpaHbl M3 TUIIMYHBIX CUTYAIMiA, TIO3TOMY Kak[asi U3 HUX MOXKET ObITh
Bamei. [lo xomy KHUTH 51 Oyy OMMPaThCs HAa PUMEPBL. DTO COOpaHHBIE Y N3MEHEHHBIE CUTYAIUH,
KOTOpbIE BCTPEYAIOTCsl B Pa3HbIX cpepax: B Mara3uHax OfIEKAbl M JIEKTPOHUKHU, B CAJIOHAX CBS3H,
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B CTYMsAX PEMOHTA, B KOHCAJITUHIE, B MIEPEMHCKE C KJIMEHTaMH, B padOTe C KPYITHBIMU 3aKyITKaMH.
WmeHa, ietaiy U 0OCTOATEIbCTBA HAMEPEHHO CITIAKEHBI, YTOOBI HUKTO HE y3HAJ ceOst MJIM 1yXKYIO
ucropuio. Eciu Bb y3HaéTe B mprmMepe CBOK padoTy, 3HAUUT, CUTYALMs TUIIMYHASL, U pa300p MOKET
OKazaTbCsl ToJIe3HbIM. Eciu jke nmpumep KakeTcst CIUIIKOM JaJIEKUM, TIONpOoOyiTe IepeHeCcT! ero Ha
CBOM MPOAYKT U NOCMOTPETh, YTO U3MEHUTCS.

Ectp u TO, 4ero 3ta kHMra Jenarb He craHer. KHMra He gact BaMm rotoBbiX (ppa3, KOTOpbIE
3aKpBIBAIOT JTIOOBIe BO3paxkeHUs. Takue (ppasbl CyIIECTBYIOT TOJBKO B YU€OHUKAX, M KJIMEHTHI UX
CIBIIIAT cpa3y. KHura He HaAy4uT IaBUTh Tak, YTOOBI YETOBEK HE 3aMETHII. §1 CUMTAI0 TAaKOU MOIXON
HEeJJOOPOCOBECTHBIM, U OOJIBIIYIO YaCTh TON KHUTH $1 TIOCBSITUII TOMY, IOYEMY OH B KOHEYHOM CUETE
He padoTaeT. 3aTo s 00elan MOC/IeI0BaTeILHOCTD: €CJIM BbI Oy/ieTe BHUMAaTe/IbHee CIIylaTh, 4ecT-
Hee FOBOPUTH U CIIOKOMHEe OTHOCUTBCS K OTKa3aM, Ballld Pa3rOBOPHI CTaHYT 3aMETHO apyrumu. U
KJIUEHTbI, KOTOPBIE K BaM MPHUIYT, OyAyT MPUXOJUTH C MEHBIINM HEeJJOBEpHEM.

Ecnu B Kakoi-TO MOMEHT BaM MOKAKETCs, UTO s PACCKa3bIBaI0 O UyKUX OIIMOKAX, 3arIsTHUTE
B cBoM. [1ouTH KaX[plii U3 HAC OIHAXKIbI TOBOPWJI CIIUIIIKOM MHOTO, OO€IIa JIMIITHEe, JaBUJI TaM,
IJIe HY)KHO ObUIO TIO[OX/IaTh, MM MOJTYAJI TaM, TJie CTOWJIO CIIPOCHTh. MHe ObUIO Obl JI0CTATOYHO,
eciim 6LI IMOCJIC KHUTU BbI CTAJIX YYTb BHUMATCJIBHEE K TEM, KTO CTOUT HAIIPOTHUB, U YYTb CIIOKOIHEE K
cebe. Torma mpogaka craHet He 60pHOOIA, 2 PA3TOBOPOM, B KOTOPOM 00€ CTOPOHBI TIOHUMAIOT, 3a4eM
OHH 37IECh.
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I'nasa 1. Ilokynka HaYMHAETCA paHbIle Pa3roBopa

BonbIIMHCTBO MPOIABLIOB YBEPEHBI, YTO MOKYIKA HAUMHAETCS TOI/IA, KOTra KJIMEHT BXOIUT B
MarasuH, OTKpbIBaeT caiT win Oepe€r TpyOKy. Ha camom pmene Bc€ HauMHaeTcss HAMHOTO paHbIIeE,
YacTo 3a MHOTO JIHeW WM HeZeNb 0 MEePBOro KOHTAKTA, a MHOrA U 3a Mecslpbl. YeloBek 3aMeTnI,
YTO CTapblii TesiehOH MeAJIEHHO padoTaeT M He OTKPhIBAaeT HyKHbIE MpUIIoKeHus. nm 4to B KBap-
THPE CTAJIO TECHO TIOCTIE POKICHHS BTOPOTO peOEHKa, U KakI0€ yTPO KTO-TO HATBIKAETCS Ha KOJISICKY
B Kopugope. Wi yTo Kosuiera Ha COBEIIaHUM MOKa3aJl MPe3eHTalMIo Tak, OyATo mporpaMMa cama
yrajiblBaeT MBICJIH, 2 CaM OH JIO CUX [TOP My4YaeTcs C TPOMO3AKUM MHCTPYMEHTOM U CTECHSIETCS CIIPO-
cuThb. [1e-To BHYTpU BO3HUKAET HEYJOOCTBO, M OHO HAUMHAET UCKATh BBIXOI.

STOT MOMEHT IOYTH HUKOT'JA He BUJIEH MPO/IABILY, HO UMEHHO OH OIpe/ielIsieT, C KaKUM HacTpo-
€HUEeM KJIMeHT NPUIET W 4TO I Hero BaxHO. Korja yenoBek HakoHell JejaeT MepBblil 1ar, OH
yKe MPOILEN YacThb IyTH, U YacTO JOBOJIBHO JUIMHHYI0. OH CMOTpes 0030pbl, CIIPAIIMBAJ 3HAKOMBIX,
OTKPbIBAJI CAliThl M 3aKPBIBAJ UX, BO3BpALIAJICs Yepe3 eHb. MBICIIEHHO OH YXe IpUMepsT BElllb Ha
CBOIO KyXHIO, Ha CBOIO paboTy, Ha CBOM BHIXOZIHBIE. B royioBe y Hero ectb KapTuHa, M MpoaBel] Moo
BCTpaMBaeTcs B He€, TMOO CIIyYaiiHO e€ pa3pylIaeT OMHUM HEYJa4HbIM BOIIPOCOM.

ITosTOMy MOJIE3HO OTHOCUTBHCS K NEPBOMY KOHTAaKTy KakK K MPOJOJIKEHHUIO YEro-T0 HauyaToro.
Knuenrt He HaunHaeT ¢ Hyis. OH NPUXOAUT C HAKOIIJIEHHBIMU COMHEHUAMM, HaJIeKAaMHU U OXKUJIa-
HUSMH, KOTOpPBIE YaCTO He MTPOrOBOPEHBI Jjake eMy caMoMy. 3ajlaya IpoAaBLa - He cpa3y BIUCATh
ero B CBOIO CXEMY, a CHayasla MOHATh, KaKOW MyTh OH yXe MPOLIEN U Ije ceiyac HaxoauTes. Takou
TIO/IXO/1 MEHSIET TOH BCEro pa3roBopa. BmecTo nmpoBepku Bonpocamu MOsIBIISIETCSl HHTEPEC, a BMECTO
UHTepeca - JoBepHe.



P. ﬂ}]\'il()]’)ill/L'IOB. <<I/ICKYCCTBO poaaBaTb MEUTYy»

XenaHune noapnsaeTcd nepBbIM

v

YenoBek cpaBHWUBAET BapuaHThI

PelleHne ckylagbiBaeTCA B rosiose

NMpoaaseu noaTBep>XaaeT Bbibop

OcoOeHHO paHO B Pa3rOBOP BTOPraeTcsi BOMPOC O ieHbrax. [IpoaaBIisl 4acTo 3a1ai0T MpaBuITb-
HBIE BOIPOCHI B HEMTPABMJIBHOM Topsijike. «Kakoi y Bac OoomkeT?», «YTo MIMEHHO Bac MHTEpeCcyeT?»,
«Jl1s1 Kakux 3a71a4 Hy)KHO?» Kak/plil U3 3TUX BOIPOCOB HYKEH, HO €CJIU 33JaTh UX Ccpa3y, KJIMEHT
YyBCTBYET ceOsl TaK, OYITO €ro ycaauiM 3aroHATh aHKETY Ha BXojie B KIIMHUKY. OH emE He perm,
YTO XOYEeT, U YK TOUYHO He TOTOB NPU3HATHCSA, UTO He 3HaeT. [loaTomy oH MO0 Ha3bIBaeT mepBoe,
YTO MPUXOUT B TOJIOBY, M TIOTOM JKaJieeT, TMOO OTBEYaeT YKIOHYMBO M YXOIUT, COCNIABIIHCH HA TO,
YTO IIPOCTO CMOTPHT.

B 06oux cirydasx mpomaBell He 1mojiydyaeT HacTosIe HH(OpMaIliK, a KIIMEHT OCTaETCs C OIIy-
IIEHUeM, YTO €ro He MOHSUIM. BIoJKeT, Ha3BaHHbIM Hayraj, MOYTH BCErAa OKa3bIBACTCSl HUKE WU
BBIIIIE PEAJIbHOTO, U Pa3roBOP HAUMHAET CTPOMTHCS BOKPYT HENMpaBWIbHOM 1udpbl. Ecim xe kiam-
€HT YyBCTBYET BHUMAaHUE, OH JIEJUTCA Kyla oxoTHee. OH MOXET CKa3aTh, UTO HAa CAMOM JIEJIE TOTOB
TIOTPATUTh OOJIBIIIE, ECITM BEIllb PEIIHT ero MpodieMy, Wi, Ha000pOT, YTO CyMMa ISl HETO KECTKasI
Y OH XOYeT MOHSTh, KAK HE BBIITU 32 HEE.

NHuorna nepsoe, 4To AenaeT MpOJaBel], - MBITAETCA MOHATh, CKOJIBKO JIEHEr YEJIOBEK T'OTOB
MOTPATUTh. DTO MOHATHHIN MOPBIB, HO OH YaCTO orepexkaeT IaBHblil Borpoc. [loka HesicHO, 3aueM
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Belllb HY)XHa, cyMMa octaércsi abcrpakimeit. Korga ke denoBek pacckasai o 3agade, Ta ke cymma
CTAQHOBHUTCS YaCTbIO PEIIeHHUS], U €€ Jierye 0OCykJaTh CIIOKOMHO.

[TosTomy mos1e3HO Ha BpeMsl OTJIOKHUTh Pa3rOBOP O HEHE M CIIPOCUTh O cuTyalun. Yto usme-
HWIOCH B mocieanue mMecsipl? Yro nepecrano padotats? Uto yenoBek yxe mpodoBan? OTBETH Ha
TaKKe BOIPOCH! JAIOT OOJIbIIIe, YeM JIIDOON CITUCOK MapaMeTpoB, M OHU Ke MOJCKA3bIBAIOT, KaKasi
CyMMa JIJIsl 9TOro YeJIoBeKa pa3yMHa.

Ectp npocToii criocod n3MeHuTh nopsiiok. Haunute ¢ Bompoca o )HU3HH, a He O TMOKy1Ke. «Pac-
CKa’kMTe, KaK Bbl cefiuac 00XomuTech 06e3 3Toro?» mim «YTo crajio moBogoM HayaTh OMCK ?» Takue
BOIPOCHI KACAIOTCsI KOHKPETHOU CUTYAIH, M YEJIOBEKY Jierye OTBeYaTh Ha HUX, YeM Ha aOCTpaKTHBIE
BOMPOCHI 0 TTapameTpax. OTBET OOBIYHO TMHHBIN U TIOJHBIN JIeTajiedl, KOTOpblie KJIMEeHT caM He CUM-
TaJl BAKHBIMU. B 9THX JIeTasIX JeKUT TO, YTO OH XOUET U3MEHUTh, 1 UMEHHO OT HUX MOXHO CTPOUTb
pasroBop o npoaykTe. Biomker Torga o0cykaaercs eCTeCTBEHHO, Kak 4acTh OOIIeH 3a/1aul, a He Kak
Oapbep Ha BXOJIe.

UroObl yBUIETh, KAK 9TO BRIIVISITUT HA TIPAKTHUKE, BCIOMHUM OIIHY CeMENHYIo MOKyTKy. [Ipen-
CTaBbTE CEMbIO, KOTOpas uieT quBaH. OHU JaBHO 0OCYKIAIOT, YTO CTAPBIi AWBAH yKe He TIOIXOAUT.
B nipotruisle BHIXOJHBIE XOAMIM IO HECKOJIBKMM Mara3vHaM, U 10 MX CJIOBaM «HHYEro He MOHPaBH-
nock». [IpomaBerl B mepBOM MarasuHe cpasy CIpallMBaeT Mpo pa3Mepbl KOMHATHI M TOTOBUT Ipe[-
noxeHue 1o 1exe. [Ipogaser; BO BTOpOM MarazmHe MPOCUT KX MPOCTO MPUCECTh Ha pa3Hble MOIEIH
Y CMOTPHT, KaK OHHU cajaarcsi. MaTh TAHETCS K MOAJIOKOTHUKY, OTEl] POBEpsieT ITyOHuHY CUICHbS,
PEOEHOK JIOKUTCS M JeIaeT BUJ, YTO YuTaeT. Yepe3 HECKOIbKO MUHYT CTAaHOBUTCS MOHSTHO, YTO
IWBaH Il 9TOW CEMBHU - He MeOellb, a MECTO, T/ie TIPOXOAST BCEe Bevepa.

[NepBblii mpoaaser; caesnan BCE MPaBUIIbHO MO cBoel Jioruke. OH BBISICHIIT pa3Mepbl, Ha3Bal
LIEHBI, TIPEIUIOKMUI BapuaHThl. HO OH roBopuJI 0 JMBaHe Kak O mpeaMere ¢ HabopoM CBOWCTB. Bro-
POIl Mpofasel] TOBOPIJI O TUBaHEe Kak O mMecTe Ku3HU. OH 3aMeTwsI, YTO Marh WIIET OMopY, OTeIl
XOYeT yA0OHO BHITSHYTb HOTH, & PeOEHKY BaKHO YCTPOUTHLCS TaK, YTOOBI HE MEIIaTh B3POCIIBIM. DTH
HaOMoeHu s He TPeOyIoT 0cOOO0TO TaslaHTa, HO TPeOYIOT BHUMAaHWsl. BHUMaHuMe 3/1eCh U eCTh IJIaBHBIN
MHCTPYMEHT MPOJIABIIA, a He 3HAHWE TKAaHWU WJIM MEXaHU3Ma PACKJIa/IbIBAHUI.

Korza venoBek nmokymnaeT quBaH, OH IMOKYIAET He IepeBsSHHBIN KapKac 1 He 00MBKY. OH TOKY-
naeT Beuepa, KOTopsie OyayT MPOMCXOAUTD B €r0 KBAPTHPE, U OIYIIIEHHE, YTO A0M cTaj yaooHee. Tak
e U ¢ HOyTOYKOM: KJIMEHT TMOKYIaeT BOZMOXHOCTb 3aKOHUUTh padOTy BOBpEMsI, HE TacKas TSIKE-
JIyI0 CYMKY, HE UIIa po3eTKy y cTeHbl. C Kypcom 0OydeHUs - KeJlaHue MepecTaTh YyBCTBOBATh ceOs
OTCTAIONIMM Ha coBelfaHusix. [IpomyKT Bceraa sBisieTcss MHCTPYMEHTOM [Tt KaKoW-TO Ku3HU. Ecim
MpoJaBel] MOHUMAET 3Ty CBSI3b, €r0 Pa3rOBOP CTAHOBUTCS TEIUIEe, a KJIIMEHT Jierye MpUu3HaETCs, 4ero
OH XOYeT Ha CaMOM JIeJie.

JKenanue, KOTOpO€ CTOUT 3a 3TUM, YACTO OCTAETCSA CKpBIThIM. McciaemoBarenu MOTHUBAIIMU
JaBHO 3aMEYaloT OHY U Ty e Belllb: JIIOASM TPYAHO (hOpMYIHPOBaTh COOCTBEHHBIE TTOTPEOHOCTH.
OHHM XMBYT BHYTPU HHX, Kak pbi0a B BOAE, U MOITOMY He 3amMedaioT e€. YToObl yBUAETh TaKylo
MOTPeOHOCTh, HYKEH BOITPOC CO CTOPOHBI. XOPOIIUH MPOJaBel] CTAHOBUTCS] TAKAUM BHEIITHUM B3IJIs-
noM. OH He TUKTYET YeJIOBEKY, YTO eMy HYKHO, a TIOMOTaeT pacCMOTPETh COOCTBEHHYIO KU3Hb O]
apyrum yrioM. VIHoria asist 3Toro JOCTaTOYHO OIHOTO BOMPOCA, 33/IaHHOTO CITIOKOMHO 1 03 CEIIKH.

BaxHO nipu TOM He MOAMEHSATH UyKylo OTpeOHOCTh cBoei. [IponaBerr MoxkeT ObITh yBEpeH,
YTO 3HAET OTBET, U HA4YaTh MOABOIUTH KJIMEHTA K HYKHOMY IMPOLYKTY, KaKk OyATO TOT cam 3TOro
He ToHMMaeT. Takoi mpuéM OBICTPO 3aMeTeH, M OH pa3pylliaeT JoBepre. [opa3no mpoayKTHBHee
3a7aBaTh BOIIPOC ¥ IPUHUMATH OTBET, Jake €CJIM OH HEOXKUAaHHBIN. KITMeHT, KOTOPBIi TOBOPUT «MHE
MIPOCTO HAI0EJI0 XOOUTh M0 Mara3uHaM, XO4eTCsl, YTOObl KTO-TO MOMOTI BBIOpaTh», Ja&T MPOaBIly
OoJbIlie MOJIe3HON MH(OPMAITUH, YeM JII0OO0H CITUCOK MapamMeTpoB.

[MoTpeGHOCTh MOKET MPOSBIATHCS Yepe3 MeIouH. YesoBeK MOPUIUTCS MPU YIIOMUHAHUH CTa-
POI MozieNM, MOTOMY YTO OHA IIYMMT 10 HOYaM ¥ OyauT peGEHKa. [Ipyroit oxkuBisercs, Korga peyb
3aX0mUT 0 cOOpKe, TIOTOMY UTO JIIOOUT BCE JeIaTh caM U OOUTCs, YTO HOBasl BEIlb OKAXKETCs CITUIII-
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KOM CJIO)KHOU. TpeTuii oBTOPSIET CI0BO «CIIOKOWHO» U SIBHO UMEET B BUAY HE THUIIMHY, & YBEpEH-
HOCTb, YTO HUYETO HE CJIOMAETCs B CaMblil HETTOAXOASAIIMI MOMEHT. BHUMaTeIbHBII TpOJaBel] 3ame-
YaeT TaKue CJIOBA M BO3BPALIAET UX KJIMEHTY. DTO HE MAHUMYJIALIMS, @ YECTHOE OTPaKEHUE TOTO, UTO
YeJIOBEK CaM CKasall.

Pemenue npu 3ToM peko npuxoauT cpasy. PelieHne o MoKyIke CKaJbIBacTcsl HE B MOMEHT
OIJIaThl, & B TEYEHUE [THEW, a MHOTJa U HeJllelib. YeoBeK MOCTENEeHHO MPUBBIKAET K MBICIIU, UTO EMY
HY)XHa 3Ta Bellb. OH IpeCcTaBiseT, Kak OHa Oy/IeT BBIIVISAETh Ha KyXHe, KaK e€ OyIyT UCIIONb30BaTh
AeTH, 4To cKaxet cynpyr. Eciu nmpopasen JaBuT v TpedyeT OTBETa cpasy, OH pa3pblBaeT TOT MpPo-
uecc. KnmeHT HauMHaeT 3aluiaTbesi: TOBOPUT, YTO MOLYMAET, WM MIEPEHOCUT pa3roBop Ha JIpyrou
IeHb, XOTS pelIeHne MOUTH co3pesio. TopormMBOCTh CO3MAET COMPOTHBICHUE TaM, IJie MOIJIO Obl
OBITH IBUKCHHE BIICPEN.

HccnenoBanusi moBeneHusl MOTpeOUTeNeld MOKa3bIBAIOT, YTO JIIOMU CKJIOHHBI OTKJIAJbIBAThH
pelIeHH s, eClIi UM KaKeTcs, YTO BbIOOp HeoOpaTuM. UeM BhIIlIe PUCK, TEM JOJIbIIIE TSIHETCS May3a.
[ToaToMy 1MOJIE3HO TOBOPUTH O TOKYITKE KaK O IIare, KOTOPbId MOXKHO IMPOBEPUTDh U TIPU HEOOXOIH-
MOCTHU UCTIPaBUTh. [ 'apaHTHsI BO3Bpara, MpOOHBIN MepHO/, BO3MOKHOCTh OOMEHSITh BEIllb, TIOHSITHBIE
YCJIOBUSI PACTOPKEHUSI IOTOBOPA - BCE 3TO CHUMAET CTPax JIOBYIIKU. Yepe3 Takue ycIoBUS KJIMEHT
Jierye NpUXOAUT K PELICHHUIO, IOTOMY 4TO NEPECTAET BUAETh B HEM MPBIKOK B HEU3BECTHOCTb.

Ho u 31ech ecTb TOHKOCTb. YCIIOBHUS JOJKHBI OBITh YECTHBIMH M pa00TATh Ha MPAKTHKE TaK, KaK
O HUX TOBOPAT. ['apaHTusl, KOTOpas MpeBparaeTcsi B 0eCKOHEUHYI0 OyMasKHYIO BOJIOKUTY, pa3pyliaeT
JOBEpUE CUIIbHEE, YeM e€ oTcyTcTBHe. KIIMEeHT 3aloMHUT He KpacuBylo (POpMYJIMPOBKY, a TO, Kak
BCE MPOIIO, KOrJa MOHAA00MIIOCh €10 BOCIOb30BaThes. [103TOMY Nponaselt JoJKeH 3apaHee 3HaTh,
KaK yCTPOEH MpOLIeCC BO3BpaTa U 0OMeHa, M YeCTHO OOBSICHUTH €ro 10 MOKYIIKH, a He MOCIe Hee.

Bpems Takke rmoMoraer KJIMeHTY 3aMeTHTh COOCTBEHHbIe oxuianus. CHavana OH XO4eT BCE
U cpa3sy, IOTOM HauMHAeT COMHEBATbCS B LIEHE, MIOTOM BCIOMMHAeT Npo cpoku. Eciu nate emy
HECKOJIBKO JTHEW M OCTaThCsl Ha CBSI3U, OH YacTO BO3BPAILAETCSl ¢ KOHKPETHBIMU Borpocamu. M ato
JIy4IUUI TPU3HAK TOTO, YTO pellieHHre co3pesio. Borpockl CTaHOBATCS TOUHEE, COMHEHHUS - TIPEAMET-
Hee, U pa3roBOp MEePEeXOuT U3 OOIIMX pacCykIeHUI B peanbHOe IiaHupoBanue. [Ipogaser, KoTo-
pbIii YMEeT KJIaTh, MOTyJYaeT He MEHbIIIe, YeM TOT, KTO yMeeT YOeKaaTh.

NHorna BC€ yxe perieHo, U BCE ke MOKYIKa He MPoucxoauT. beiBaer u apyras curyarms. Kiu-
eHT Yy)Xe BCE BBIOpaJ, CpaBHWIJI, OOCYAMJI C CEMbEN, HO OTKJIAABIBAECT MOKYNKY. OH TOBOPUT «MHE
HYKHO TIOlyMaTb», XOTSl IyMaTb Yy:ke He o ueM. EMy He xBaraeT He MH(OpPMaluK, a YBEPEHHOCTH.
OH Goutcs, YTO BAPYT MOXAJIEET, YTO €CTh BAPUAHT TMOJIyYllle, KOTOPOro OH He BUJEI, UTO uepe3
MECSI] OKaXETCsl, YTO JEHbI'M MOTPAYEHBbI 3psd. Takue KJIMEeHTHl YacTO KaXyTCsl HEpelIuTeIbHbIMU, HO
Ha CaMOM JieJie OHH TIPOCTO XOTAT YOEIUThCS, UTO HE COBEPIIAT OIIUOKY.

B stoM ciyyae mponaBelr; MOXET MOMOYb, €CJIM 3a1aCT HE BOIPOCHL O XapaKTEpUCTHKax, a
BOIPOCHI O MOCIEACTBUAX. «YTO U3MEHUTCS Yepe3 MeCsL, €CIM Bbl peInTeCh?» U «YTO M3MEHUTCS
Yyepe3 Mecsll, e Bbl OTJIOKUTEe?» DTH JBa BoOIpoca pabOTalOT CHiIbHEe OO0 Mpe3eHTaIUH,
MIOTOMY YTO MEPEBOASAT Pa3roBOp U3 IJIOCKOCTH COMHEHHH B IJIOCKOCTh peajibHOM KU3HU. YenoBek
HAYMHAET BUAETh HEe a0CTPAKTHBIN BHIOOD, a 1BA pa3HbIX OYIYIIMX, U YACTO OMHO U3 HUX CTAHOBUTCS
ouyeBHUIHO Jiyuie. iHorna o cam roBoput: «IIoHATHO, 4TO OTKJIa/IBIBaTh AAJIbIIE HET CMBICIIA».

BaxHo He mpeBpaiath 3TM BONPOCH B JaBieHue. Llenb - He MoABeCTH KJIMEHTa K HYKHOMY
OTBETY, a JaTh €My BO3MOKHOCTb YE€CTHO OIIEHUTh COOCTBEHHOE kenanue. Eciiv oH BAPYT MoHuUMaeT,
YTO HE TOTOB, 3TO TOXE Pe3yJbTaT, U C HAM HYKHO oOparatbesi 6epexkHo. OH MOKET BEPHYThCS
TM03%e, ¥ TOT/Ia pa3roBop OyAeT AoBeputenbHee. [IponaBell, KOTOPHI OTITyCKaeT KJIMeHTa 6e3 1aBiie-
HUSI, 4acTO MOJTydYaeT ero 0OpaTHO Yepe3 HECKOJIBKO MECSILIEB, TIOTOMY YTO YeJIOBEK MIOMHUT, UTO C
HUM HE CIIOPWJIX U HE TOPOIUJIU.

Ecnu npopagelr 3Toro He 3aMedaeT, pa3sroBop UAET MUMO KiMeHTa. [locMoTpum Ha mocnen-
CTBUSI, KOIJJa MIPOJaBeLl HE MOHMMAET, YTO MOKYIKa Hayajlach paHblie. KivMeHT npuxoaur ¢ siCHbIM
3ampocoM, HO MPOJaBel] HAaUMHAeT C Mpe3eHTalMy oOIero Karaiora. KiMeHT ciymaer BeXJIMBO,
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MIOTOM IepedUBaET U CIPAIIMBAET PO KOHKPETHYI0 Moziesb. [IpogaBel; oTBevaeT, Ho yxe 0e3 SHTY3H-
azMa, IOTOMY 4TO BCSI IOATrOTOBKA MpoIiia MUMO. KIIMeHT yxoquT, ckas3as, 4YTO IOCMOTPUT B UHTEP-
Here. Yepes HezleNo OH MOKYIaeT B APYroM MecTe, U MPoAaBell AyMaeT, uTo Ipourpaj Ha ueHe. Ha
CaMOM [ieJIe OH ITPOUTpaJl HA BHUMAHUU.

Takas uctopusi MoOBTOpsieTCs B pasHbIX cepax. YenoBek, KOTOPBIM MPUILET B CAJIOH CBSI3U
ToCJie JIONTUX Pa3MBIIUICHUN, He HyKAaeTcsl B 0ObscHeHNU TapudoB ¢ Hys. OH XOUeT IMOHSATh,
MoYeMy ero TeKynwii Tapudg He paboTaeT M 4TO U3MEHHTCS, eCiid TieperTu. MeHekep, KOTOpbIi
HAYMHAET C OOIIEro OMHUCAHUsI, TPATUT BPeMsI KJIMEHTA, a KJIMEHT YyBCTBYET, UTO €ro He yCIBIIIAIIH.
B nenoBoii cpepe TO ke camoe: 3aKyIIIIHMK, KOTOPBIH YKe CPABHUJ TP MIOCTABIIUKA, HE XOUET, YTOOBI
eMy OOBSICHSUIM, YTO TaKOE CTAHAAPTHBINA 1oroBop. OH XOUeT NOHATh, YeM Balll BADUAHT OTIINYAETCS
B €r0 yCJIOBUSIX.

[oaTomy mosie3Ho Teper pasroBOpOM 3a/1aBaTh cede HECKOIbKO BOMPOCOB. YTO KIIMEHT, CKO-
pee Bcero, yxe 3HaeT? Uto ero 6eCroKouT, 1axe eclid OH 3TOro He ckazayi? YTo BhI3BAJIO ero oOpa-
IIeHre UMEeHHO ceityac? OTBETH Ha 3TH BOIPOCH He 00sI3aTeNIbHO yraapBarh. MIHOIIA JOCTAaTOYHO
CIIOKOMHO CIIPOCHUTBD, U YEJIOBEK C TOTOBHOCTBIO pacckaxeT. [Ipogasell, KOTOpbIii HAYMHAET Pa3roBOP
C IOHMMAaHU s, S)KOHOMHUT BpeMsl ce0e U KJIMEHTY, ¥ 9TO CO3AET OIIyIIeHHe, YTO C HUM MOKHO TOBO-
PUTb OTKPOBEHHO.

Jlo BcTpeur ¢ MpoAaBLOM KJIMEHT YK€ MHOTO€ y3Haul M ycibliai. K MoMeHTy pasroBopa Kiu-
eHT ycres coOpaTh BOKPYT TIOKYIIKH [ETyI0 KOJUIEKINIO BrieyaTieHnid. OH BUIeN peKjiamy, KoTopast
o0erana OfiHO, JIMCTAJ OT3BIBBI, T/Ie JIOIH MUCAIM TPOTUBOIOJIOKHOE, CITPAIIMBAI Ipy3e, KOTOphIe
COBETOBaJIM paszHoe. M3 Bcero 3Toro y Hero CJ0XKMIach KapTrHa, KOTOPYIO OH HECET B MarasuH, Aaxe
He 3aMeuasi e€. DTa KapTHUHA MOXKET ObITh TOYHOM, & MOKET ObITh UCKKEHHON UyKMMU UCTOPHSMH.
[Tponaser; He CMOXET CTepeTh €€ OJHUM JBIIKEHHEM, HO MOXET IIOMOYb pa3o0paThesi, YTO B HEH
MpaBJa, a 4To CTpax WM 4yKO€ MHEHHE.

OO6bIYHO 3Ta paboTa HAUMHAETCS C MPOCTOro Bompoca: «YTo Bbl yKe yCIelu MOCMOTPETh?»
KimeHT ¢ ynoBosIbCTBUEM paccKa3bIBaeT O IPOUMTAHHOM, U IO €r0 OTBETaM CTAHOBUTCSI BUJHO, UTO
IJIsl HETO BaXXHO. Eciy OH 4acTo yOMUHAET CI0BO «HAEKHOCTb», 3HAYUT, OH YK€ CTAIKUBAJICS C
nonomkamu. Eciv oH Bo3Bpalaercs K 1ieHe, BO3MOKHO, B €r0 JKU3HH €CTh (PMHAHCOBOE HATIPsIKEHUE,
O KOTOPOM OH He CKaxeT npsiMo. Eciv OH cpaBHUBaeT ¢ KOHKPETHOW MapKoOM, 3HAUUT, TaM Yy HEro
€CTh TOUKa OIOPHI, KOTOPYIO HYKHO YYUTBIBATh, & HE OTPULATH.

[Tponagseli, KOTOpbIN yMEET CiylIaTh TAKME UCTOPUU, HE CIIOPUT C HUMU HaNpsiMy1o. OH MOKeT
cKkazaTb: «Jla, B OT3bIBax AEUCTBUTEIBHO YaCTO KaJIyIOTCS Ha IyM. JlaBaiiTe MOCMOTPUM, 4TO B
BalleM ciyvae OyzeT BakHee». Tak OH IPU3HAET peasibHOCTh, HO BO3BPAIIIAET Pa3roBOP K KOHKPET-
HOU cutyanuu 4enoBeka. Criopsl ¢ 4yXKHMHU OT3BIBAMU PEIKO 3aKaHUMBalOTCs rnodenoil. ['opaszmo
Tosie3Hee TIOMOYb KJIMEHTY OTAEUTh OOIIre Kajo0bl OT TOTro, YTO KAacaeTcsi MIMEHHO €ro.

BaxHy1o posib Urpaior u Te, KTo B pa3roBope He yyactByer. [louTn HUKakas MOKyINKa He COBEp-
I1aeTcsl B OMMHOUKY. PsiioM Bcerga ectb KTO-TO, KTO OyleT IMOJb30BaThCsl BEIIbIO, OTIAYMBATh €€
WM ITPOCTO BBICKA3bIBaTh MHEHUE. JKeHa, KoTopasi CUUTaeT IOporue MoKyNnKu HeHykHeiMuU. Koiera,
KOTOPBIN yXke padoTaeT ¢ MoXokel MporpaMMon 1 XBauT e€. Pomutenu, KOTopble IOMHSAT CTapyio
MeOestb U e€ 11eHy. PellieHne npruHUMaeTcs ¢ ONISIKON Ha 9THX JIOJEH, aXke eCI OHU He y4acTBYIOT
B pasroBope. KiIMeHT MoKeT He yIIOMUHATh UX, HO OHU IPUCYTCTBYIOT B KaXXJOM €ro BOIIpoce. «A
3TO ynoOHO [yis Aetei 7», «Uto ckaxeT Oyxrantep?», «Mama nonb3yeTcst TAaKuM ?»

Korna npopasen; 3ameyaer 3TUX HEBUJUMBIX YYACTHUKOB, Y HETO MOSBIISETCS BO3MOKHOCTD
[IOMOYb KJIMEHTY BBICTPOMTb apryMeHTaluio Uisl HuX. VIHorga jTydqinuii nofapok, KOTOPblid MOKHO
chesaTh YesJOBEKY, - 9TO KOPOTKMI YeCTHBIN OTBET, KOTOPbIA OH CMOXET MepecKa3arh Joma 0Oe3
HeJIoBKoCTU. Harpumep, BMeCToO OOIIHMX CJIOB O KA4eCTBE MOKHO JaTh TPH MOHSTHBIX (paKkTa: CpOK
rapaHTUH, YTO BXOAUT B KOMIUIEKT M YTO JeJaTh, €CJHM MOHAA00MTCST peMOHT. Takue (hakThl JIErko
niepearh JpyruM, U OHM CHUMAIOT BOIIPOCHI, KOTOPBIE KJIMEHT caM Obl HE CMOT BHSITHO OOBSICHUTb.
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BriBaet u 0OpaTHasi CUTyalysl: KJIMEHT TOBOPUT O MHEHHHU JPYTUX TaK, OYATO OHO yKe PEeIInIo
neno. «KeHa ckazaja, 4To 3TO CJIMIIKOM J0pOro». B Takoi MOMEHT BaXHO He 0OeCIIEHMBATh 3Ty
MO3UIHUI0. JIyulile CIOKOMHO CITPOCHTH, UTO ISl ’KEHBI BAJKHEE BCET0, M MOMPOOOBaTh BMECTE MIOHSATh,
Kakue e€ OrmaceHusi MOKHO 3aKpbITh. IHOTIA BBISICHSIETCS, UTO peub BOBCE HE O IIeHe, a O TOM, Kak
OyleT BHIIVISZIETh pelieHre U KTo OyJeT 3a HUM yXxaxuBarb. Torga pa3roBop CTaHOBUTCS MPEAMET-
HBIM, W KJIUEHT TIOJTy4aeT apryMeHThI, KOTOpPBIE IIOMOTYT €My IOTOBOPHUTHLCS JIOMA.

Co BpeMeHeM KapThHa MEHSIETCsI, M 9TO TOKE CTOUT YUUTHIBaTh. PerieHue pacTér Bo BpeMeHH,
1 9TO IIpaBUJIO ITOYTHU HE 3aBUCUT OT C(bepbl. Yen0BEK MOXKET BbI6paTb BEllb B OWH IE€Hb, HO COIJia-
CHUTBCS C Hell OH OyJIeT HellelTio, a TO ¥ Mecsll. Ecm rmpoyaBer] pacCUMTBIBAET HA MTHOBEHHOE «JIa»,
OH YacTo pa3ouyapoBbIBaeTcs. [ opaso moje3Hee MOHUMAaTh, KAKOW OTPE30K BpEMEHU HYKeH KJIMEeHTY
IUIsl CO3peBaHMs PellieHusI, ¥ IOMOraTh 3TOMY IPOIIECCY, a He JIOMAaTh €ro.

Ectb 510111, KOTOpBIe TPUHUMAIOT pelieH s ObICTPO U He JIIOOAT A0ITHX pa3roBopoB. OHU XOTAT
MOJIYYHTDb OTBET, IOATBEPAUTDL €I'0 X ABUT'ATHCA AAJIbIIIC. Ectb APYIrue, KOTOPLIM HY’)KHO MHOI'O BOITPO-
COB M MHOTO Tiay3. BHUMaTeIbHBIN TIpoJaBell 3aMevaeT 3Ty pa3HUIly B MepBble MUHYTHI M ITOJCTPA-
uBaercs. bricTpoMy KIIMEHTY Jlyullie JaTh KOPOTKUI, SICHBIA OTBET C KOHKPETHBIM IPEJIOKEHUEM.
MennenHomy - Aath Bpemsi, OTIIPABUTh MaTepuas, Ha KOTOPbI MOXHO MOCMOTPETh Ha JIOCYyTe, U
JOTOBOPUTHCS O CIIEIYIOIIeM KOPOTKOM KoHTakTe. OHa U Ta ke UH(pOopMaIus MOXeT padoTaTh IMo-
pa3sHOMY, B 3aBUCUMOCTH OT TOTO, B KAKOM TeMIIe JBHKETCS YeIOBEK.

BaxHo 1 TO, Kak mpojaaBel] MCHOMb3yeT May3y Mexay KoHTaktamu. KopoTkoe cooOiieHue ¢
TIOJIe3HOM JIETANIbIO, KOTOPYIO KJIMEHT 0OCYK1aJl, HATOMUHAET O ceOe HeHaBSI3uMBO. [[ITMHHOE TUChMO
C peKJIaMHBIM OYKJIETOM, HA00OPOT, 3ByUUT KaK IMOMBITKA yAep:KaTh BHUMaHUE 000 1eHou. Pa3-
HUIIA BUHA Cpa3y, M KJIMEHT MouyBCTBYeT e€. [loaroMy B may3e Jiyulile 3aaBath ce0e BOIPOC: UTO
ceiyac 1Mojie3HO 3TOMY YeJIOBEKY, a He YTO MOJIe3HO MHe?

MHoroe n3 TOro, 4To BaXXHO, OCTA€TCS 3a cjioBaMHd. MHOroe m3 TOro, 4To BaXXHO JUIS KJIA-
CHTAa, HUKOIr'Ja HE 3BYUMT BCIIYX. OH MOXeTr CKa3aThb, 4YTO LICHA €r0 HE BOJIHYET, HO ITPpU 3TOM JBaX/1bl
MIEPECIIPOCUTD TIPO YCIOBUS OrIaThl. OH MOXET ObITh OYSHb BEXKJIMB U IIPU STOM M30eraTh MpsMoro
B3MJIsAa, KOTJIa peyb 3aXOauT O cpokax. OH MOXKET COTJIAaCUThCS CO BCeM, UTO BHI Ipeiyiaraere, u
Cpa3y MocJjie 3TOro 3aMoT9aTh. BCE 3TO CUTHAIIBI, KOTOPBIE CTOUT 3aMevaTh, XOTS He CTOMT cpasy Ipe-
Bpaliatb X B BLIBOOLI.

VYMeHue BUJeTh HeBBICKA3aHHOE Pa3BUBAETCs MocTerneHHo. [1oie3Ho mociie Kax/1oro pasropopa
3aIMChIBATh, YTO MOKA3aJI0Ch Ba)KHBIM, HO HE TIPO3BYUaJIo MpsiMo. Yepe3 HECKOIBKO HefleNlb B 3TUX
3alCAX HAYMHAIOT ITPOCTYIIATh 3aKOHOMEPHOCTH: HAITPUMEDP, YTO KJIIMEHTHI, KOTOPLIC MHOI'O IYTAT,
Ha caMoM JieJie OOJIbITie BCero 00STCs OMMOUTBCS, WITH UTO T, KTO MOJTYa KUBAET, YaCTO HE COTTIACHBI,
HO HE€ XOTAT CIIOPHTb. Takue Ha6JIIOIICHI/IH TMOMOTraroT 3aJaBaTb TOYHBLIC BOIIPOCHI U HE NTYyTaTbh BEK-
JIMBOCTB C COTJIACHEM.

OpHaKo ecTh U 0MacHOCT MepeycepacTBoBaTh. [IpogaBel, KOTOPBI HAUMHAST UHTEPIIPETUPO-
BaTb KAXJ0€ ABUKCHHUC KIIMECHTA, PUCKYCT IIPEBPATUTDL PA3rOBOP B AOIPOC. Kiment YYBCTBYET, 4TO
ero aHaJIM3UPYIOT, M HAUMHACT 3aIuInaThes. [10aToMy HaOMONCHUS Ty dIlle UCTIONIL30BATh ISl TOTO,
‘JTO6I>I 3aJaBaTb MATKHUE BOIIPOCHI, @ HE IJIA TOIO, ‘1T06I>I AeJIaTb BBIBOJbBI BCIIYX. Ckaxure: «MHe
MOKAa3aJI0Ch, YTO Bac OECIOKOUT CPoK. Tak 1 310?» D10 MpUralieHue, a He JUarto3, U KIMeHT caM
PEMIMT, CTOUT JIK IPOAOJIKATD.

Cam rniepBbIii pa3roBOp JIMIIL HaYasio MyTH. [IepBbIil pa3roBop peiko 3aKaHUMBACTCS TOKYII-
Koil. Yare OH 3aKaHUMBAETCS IOHUMAHUEM TOTO, 4To OydeT aaibiie. KiueHT yxomut ¢ Habopom
MBICJIEH, BOITPOCOB M, €CJIM TOBE3JI0, C OIIYIIIEHUEeM, UTO er0 BBICIYIIATN. DTOT HAOOp MBIC/ICH OH
OyzeT nepeOuparh IoMa, B MarlivHe, Ha padote. [Tpomaser, KOTOpPBIN cyMesT OCTABUTh TaKOE BIleUaT-
JICHUEC, BBIMI'PBIBACT HE TOJIBKO CACJIKY, HO U BPEMS, KOTOPOC KJIIMCHT IIOTPATUT Ha O6IIyM])IBaHI/Ie.
B 310 Bpems ero pelieHre OKperHeT Uik, HA00OPOT, OH MOUMET, YTO MPOAYKT HE JIJIS1 HEro, U 3TO
TOXE YECTHBIN Pe3yJIbTar.
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UTo MMEHHO JIOJKHO OCTaThCsl B MamsITH KiveHTta? He HaGop XapaKTepUCTHK, KOTOpBIE OH
OBICTPO 3a0yJIeT, a OIIyIIeHHe, UYTO MPOaBel] OHSLI ero cutyarnuio. Yto-1o Bpose: «OH pazodpavics,
3a4eM MHE 3TO HY)KHO, M He CTaJl PoJaBaTh JIMIIHee». Takoe BHevyaTieHne CO3/IaéTcsl He OIHOU
(pazoii, a BceM XOI0M pa3roBopa: BHUMAHUEM K JIETAJIsIM, YECTHOCTBIO B OTBETaX, YBKEHHEM K
nay3am. Eciii KJIMeHT yUIET ¢ STUM 4yBCTBOM, OH BEPHETCS, 1ake €CJIM CErOAHS He KYITUIIL.

[TosToMy mepBbIid pa3roBOpP CTOMT FOTOBUTH HE KaK MPE3eHTAINI0, a KaKk 3HAKOMCTBO. [lomy-
MaiiTe 3apaHee, KakoW BOMPOC BbI 33/1aIUTe NEPBBIM, KaK OTpearrpyere, eciivd KJIUeHT HAYHET C
kanoObl, YTO CKaxeTe, eClIM OH MOJTYa MOCMOTPUT Ha Bac. Takasi MOArOTOBKA HE JeJIaeT Pa3roBOp
3ayyeHHbIM. OHa 0CBOOOXKJaeT BHUMaHKEe, KOTOPOE MOXKHO HalpaBUTh Ha YeJIOBEKa, a He Ha CO0-
CTBEHHBIN IJ1aH. Ml IMEHHO BHUMaHWe - TO, YTO KJIUEHT 3aMeYaeT B MEPBYI0 OYepe/ib.

IToaBons uTor 310 YacTH, CTOUT BEPHYThCA K ITTaBHOMY. VITak, nepBasi MbIC/Ib KHUTH TaKOBa:
TMIOKYITKa HAYMHAETCS ¢ HeyI0OCTBa, KOTOPOE YeJIOBEK YKe Hauasl 4yBCTBOBATD, M C XKeJIaH!s1, KOTOPOe
OH TIOKa He Ha3BaJl. YToOkI MpojaTh, HY)KHO pasrisAeTh TO U apyroe. s atoro Tpedyercs Bpems,
TEPIICHUC U T'OTOBHOCTH CIIYIIATb, OAKE KOIJa XOUCTCA Cpa3y IOKa3aTb TOBAP W HA3BATbh BLITOY.
VImeHHO Ha TOM 3Tarne OOBIYHO PEIIAEeTCs], COCTOMTCS JIM TMIOKYTKA, U OCTAHETCS JIM KJIMEHT JJOBOJIEH,
KOTJIa BeIllb YKe OyJeT IoMa U e€ HAYHYT UCTIONb30BATh KA bl JeHb.

W3 31001 MBICIIM BBIPACTaET MpaKTHUECKoe MpaBuiio. [lepen Tem kak paccKkasbiBaTh O MPOAYKTE,
y3HalTe, YTO MpHBEJIO YeioBeKa cioya. He crnpammBaiite cpa3y o Owomkere n mapamerpax. [laite
eMy paccka3aTh UCTOPHIO, Jake eClIM OHA KaXeTcsl He OTHOCSIIENCS K Jieny. B ucropum yarie Bcero
cKpbITO maBHOe. [IponaBsert, KOTOPBI yMeeT CIylaTh Takhe UCTOPUH, TOHUMAeT KJIMeHTa ObIcTpee,
YeM TOT, KTO M3YYMJI BCe TEXHMUECKUE XapaKTePUCTHKH, HO HE 3HAET, 3aUeM IMOKYIaTelb MPHUIIEN.
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I'naBa 2. 7Kesranue, KOTOpOEe He HA3BIBAIOT

Branenern HeOOBIION CTYAMM PEMOHTA OTHAKABl paCcCKa3al HCTOPHUIO, KOTOpasi XOPOIIO MOKa-
3bIBAa€T PA3HUIy MEXKIY TeM, YTO YeJIOBEK MPOCHUT, U TEM, UYTO eMy HyxHo. [Ipuiuia xeHIuHa 1
MONPOCUJIa MOMEHSATH IJIMTKY B BAaHHOU. KOHKpeTHast MoJiesib, KOHKPETHBIH 1IBET, KOHKPETHBIN pa3-
mep. Ctynus Moria Obl cpa3y BBICTaBUTh CMETY M Ha3HauMTh Jaty. Ho Biajenen 3aman em€ onuH
BOIPOC: 3a4e€M MMEHHO 3Ta mmTka? JKeHIuMHa nomosyaia U OTBETWIA, YTO y €€ MaTepu B JJOMe
ObLIa Takast ke BaHHas1, ¥ TaM Bcerzia ObUIO CBETIIO U CIIOKOMHO. A B €€ COOCTBEHHOW KBapTHpE U3-
3a TEMHOM TUIMTKY BaHHAsI BBIVISIUT MPAvHO, M MOCJie padOThI OHA TyJIa IOYTH HE 3aXOAUT.

Okaszanocsk, 4To /IeJIo He B IUIMTKe. 7KeHIIHa XoTesa, 9ToObl B J0Me ObLJIO MECTO, T/1e MOKHO
BBIIOXHYTh Nociie THA. CTyaus NpeaoKuia He TONBKO IJTUTKY, HO M TPAaBWJIbHBIH CBET, 3epKajo O3
JMIIHUX OJMKOB M HEOOJBIION MIKad AJIs MeJioueid, YTOObl Ha TIOJIKEe He TPOMO3IMIIUCH (DIAKOHBL.
Cmerta BbIpoOCiia, HO XKEHIMHA COIVIACKIIACh, TOTOMY YTO pedb Teleph Lila He O PEMOHTE, a O €€
OIIYIIEHNH aoMa. [IMTKa cTasia JIMIIbh YacThio PEelIeH s, a PelleHue OKa3aJoCch ropasio Omke K
’KW3HU, YeM IIPOCTOI CIHUCOK MaTepHasioB.

Ota uctopus He NpO XUTPOCTh Mpofasla. OHa MPO BHUMAHHUE K BOIPOCY «3auem». JIioOoil
3a1poc, KOTOPbIN TPUXOAUT K HaM, UMEET HECKOJIbKO CJIOEB. BepxHuil ¢Jioil - To, YTO YesloBeK Ha3BaJl
Beiyx. CpesiHuid - 3aja4a, KOTOPYIO OH XO4eT pelIuTh. [ ITyOOKuil - cMBbIC, pajil KOTOPOro BCE 3ate-
Baercsl. BOJIBIIMHCTBO pa3roBOPOB 3aCTPEBAET HA NEPBOM CJIO€, IOTOMY YTO OH CaMblil TOHATHBIN U
ynoOHbIi 11 06cysxkaeHus. [IponaBer; ToOBOPUT O IIUTKE, TOTOMY YTO O ITUTKE MOXKHO FOBOPHUTh
OECKOHEYHO, a O BAHHOM, I/Ie XOUeTCsl BBIIOXHYTh, TOBOPUTh TPYAHEE U CTpPAILIHEE.
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3anpoc: 4YTO 4YesI0BEK Ha3BaJl

3adada: 4YTO OH Xo4eT coesiaTb

CMbIChn: 3a4eM 3TO eMy CaMOMYy

YroOBI MOHSATH, YTO CTOMT 32 3aIPOCOM, TIOJIE3HO Pa300paTh ero 1o cjiosiM. [1epBblii CJIOH - 3TO
3aIpoC B YUCTOM BHJIE: «MHE HyKeH HOYTOYK C XOpOIIIel KaMepoi», «X04y HOBBIM JMBaH», «HYKHA
rporpamma JJist yaéta». OH Jierko (popmynupyeTcs 1 JIeTKo mpoBepsieTcsi. Bropoi ciioii - 3agaJa, cTo-
sImast 3a 3anpocom. Kamepa HyxHa, 4TOOBI POBOIUTH OHJIAWH-YPOKH. [IMBaH HYXeH, 4TOObI Beue-
poM ObLITO TJIe JieskaTh BABOEM. [IporpamMma HykHa, YTOOBI HE TEPATH 3aKa3bl U HE TPATUTh BBIXOHbIC
Ha CBepKy Tabyuil. Tpetuid cyioi - cMbIci. YesloBek X04eT 4yBCTBOBATh ceOs1 TpOopeCcCHOHAIIOM Tiepe/t
ydeHrKamMu. OH X04eT, 9ToOBI IoMa ObLIO CIIOKOMHO. OH X04eT, 4ToObI Biiajesier] On3Heca HaKOHel
BBIJIOXHYJI ¥ TIepeCTal HOYaMU CHJIETh HaJ OTYETaMHU.

CMBICT peAKO 3BYUYUT MPSIMO, TTIOTOMY YTO OH SMOIIMOHAJICH W KAXETCS CJIUIIKOM JIMYHBIM.
T'opasyo mpore cka3aTh «HYKeH OBICTPBIA ITPOIeCcCop», YeM MPU3HATLCS, YTO YCTal YyBCTBOBATh
ceOsI IIIYITBIM Ha COBEIIAHHUSIX, TIe BCe TOBOPST O HOBBIX MHCTpYMeHTaX. [109TOMy KJIMEHTHI 4acTo
JAl0T HaM TIepBbId CJIOM, a CPEITHUM M TITyOOKWH MPUXOAMTCS JOCTPaMBaTh BMECTE ¢ HUMH. ITO
MOXOke Ha padoTy pecTaBparopa: Mbl He Cpa3dy BUAUM KapTHUHY, HO TOCTETICHHO CHMMaeM CJIOM U
MOHUMAaeM, 9TO ObUIO HAPUCOBAHO M3HAYAIIBHO.

EcTp em€ oqHa cropoHa sxesiaHusi, 0 KOTOPOW CTOMT OMHUTE. IHOTIa YesioBeK XoueT He Belllb,
a OIIyITeHNe, KOTOPOEe OHA TTPUHECET: CIIOKOMCTBHE, TTPU3HAHKE, TTPaBO He onpasabBaThes. [Ipona-
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Bell, KOTOPBIH CJIBIIIUT B MPOChOE 0 HOYTOYKE JKeJlaHhe He YyBCTBOBATh ce0sl OTCTABIINAM, TOBOPHT
MHaye, YeM TOT, KTO CJIBIIIUT TOJIBKO 3aPOC O XapaKTePUCTUKAX.

BaxHo He yrajapiBaTh Takoe *eJaHue 3a KJIUEHTA, a 3a[1aTh BOMPOC, KOTOPbI MO3BOIUT eMy
Ha3BaTh OINyIIeHue camomy: «Kak W3MeHUTCs Balll JieHb, Korjaa 3To Oyaer padoTarth?» OTBET 4acto
KOpoue, YeM OXHUaelllb, U TouHee MoOoi noraaku. OH JaéT mpoAaBIly CJIOBAa, KOTOPHIMH MOKHO
TOBOPHTH O TIPE/JIOKEHNU Oe3 HATSIKEK.

[TonnmaHnue TpEX CIIOEB MOMOTAET MPOJABILY HE MMyTaTh CPEJCTBO C LIEJIbl0. EC/I KIIMEHT X04yeT
KaMmepy [UIsl yPOKOB, TO pa3roBOp O CEHCOpe M AuadparmMe MOXET ObITh MOJIe3eH, HO TOJIBKO €CIIH
CBSI3aH C TeM, KaK OH OyJeT BBIIJISIETh Tiepell yIeHuKaMu. Eclii OH XOueT CIOKOWCTBUS JOMa, TO
pasroBOp O MOIIHOCTA MOTOpa JOJIKEH 3BydaTh yepe3 TUIIUHY. [IpofgyKT CTaHOBUTCSI TIOHSITHBIM,
KOIJIa €r0 CBOWMCTBA MepeBe/IeHbl Ha SI3bIK CMbIC/Ia KJIMEHTa.

[TonHATHCS K CMBICITY MPOIIE, YeM KaKeTCsl, €CJIM He TOPONUTHCS ¢ BhIBOgaMU. Camblil TPOCTON
MyTb K [TyOMHE - 331aBaTh BOIPOCHI O CUTYAIIH, a HE O IPEINOYTEHHUsIX. «YTO OBLIO A0 TOTO, KaK BbI
HavyaJI UCKaTh?», «YT0 M3MEHHUIIOCH 32 MOCIeAHUI MecsI?», «KTo emeé Oyaer STuM mosib30BaThCs 7»
Takue BOMpOCH KacaloTCsl KU3HH, U YeJIOBEKY Jierue paccKa3blBaTh UCTOPUU, YeM OOBSICHATH KeJla-
HusA. B uctopun oObI9HO mpsueTcss MOTHB. KITMeHT pacckakeT, U4To CTapblii KOMITBIOTEP CJIOMAJICS B
CaMBblii HEMOIXOA AN MOMEHT, ¥ CTaHeT MOHSATHO, YTO €ro CTPAIINT He MOJIOMKA, a TO, KaK OH OyJeT
BBHIIJISIJIETH MIEPe]] KOMaHIOM, KOTopas k/1ajia OT4éTa.

Bormpoc «3auem» HyKHO 3a/1aBaTh OYE€Hb MATKO. 7KECTKOE «3a4eM BaM 3TO?» 3ByUHUT Kak IpO-
BepKa, ¥ cOOeCeJHUK HAUYMHAET 3aruiaTbes. Jlydiie nepedopMynupoBaTh: «UTo i Bac OyaeT 3Ha-
YUTh, €CJTH 9TO 3apad0TaeT MMEHHO TaK ?» Wi «Kak BbI MOMMETE, YTO BHIOOP OB MTPABUIBHBIM 7» DTH
BOIPOCHI MPHTJIAIIAIOT K paccKasy o OyayIeM, a He K onpaBAaHuio mporuioro. OHu Takke JaioT K-
€HTY BO3MOKHOCTh CAMOMY Ha3BaThb CMBICJI, HE BbIJJaBasl €0 Nepe]l HE3HAKOMBIM Y€JIOBEKOM paHbIlIe
BpPEMEHHU.

BaxHo He ToponuThCsi ¢ OTBeTaMH 3a KjimeHTta. Eciii oH 3amoruad, naitre naysy. MIHoria cambie
Ba)KHBIE CJIOBA MOSIBJISIIOTCS Yepe3 HECKOMBKO CEKYH]I, KOIJ/Ia YeIOBEK YKe He JKAET MPOAOJIKEHUs U
aymaet Bcayx. [IpogaBert, KOTOpbI OOUTCS TUIIMHBI, YAaCTO TIepeOMBaeT UMEHHO TOT/Ia, Korja cooe-
CEeJTHHK TIOIXOAMT K IJIaBHOMY. B 3TOM cMbIcTie may3sl paboTAIOT Kak JIyIa: OHU TIO3BOJISIIOT YBUJIETh
TO, YTO OOBIYHO CKPBITO 32 OBICTPHIMH OTBETAMHU.

Ewme onun none3Hslil npuéM - otpaxeHue. Bel moBTOpsieTe yCIbllIaHHOE CBOUMU CIIOBaMU, U
4YacTo KJIMEHT HAXOOUT B 3TOM TO, YTO JaBHO XOTel cKa3arb. OH roBoput: «MHe IpocTo HaJoeso,
YTO BCE MPHUXOTUTCS OOBSCHATH 3aHOBO». Bl oTBevaete: «[loxoxke, BaC M3MATHIBACT, UTO KasK/IbIi
pa3 TpaTsTCs CHJIB Ha OJHO U TO Xe». KIIMeHT MokeT OTBeTUTh: «/la, u camoe oOMIHOE, YTO HUKTO
HUYEro He 3arlOMUHaeT». Tenepb Bbl 3HAETe, UTO JJIsi HErO BaKHA HE TEXHOJIOTHS, a MaMsITh O HEM
Y €ro BpeMeHHU.

[TprumHbI MOKYNKKU OBIBAIOT Pa3HBIMU JIaXe y OIWHAKOBBIX Ha BUJ Jiofedl. OMUH U TOT ke
MPOIYKT MOKET pelliaTh pa3Hble 3a/1au IS pa3HbIX Jiojed. MarmHa Jyisi OJHOTO - Crocod JT00U-
parbest Ha paboty ObicTpee U 6e3 MpoOOK. [Ijist Ipyroro - BO3MOKHOCTh BO3UTh POIUTENEH Ha 1ady
0e3 cTpaxa 3a UX 3J0poBbe. [IJ1s1 TpeThero - CHMBOJI ycIieXa, KOTOPBIF OH XOUeT MOKa3aTh MapTHEPaM
1 kiveHTaMm. [IpoaaBell, KOTOPBIN He pa3indaeT 3TU MOTHUBHI, Oy/IeT TOBOPUTH OJTHO U TO K€ BCEM, U
YacTh KJIMEHTOB YHJIET, HE YCIIBIIIAB CBOETO.

[TosTomy mosne3Hast IpUBBIYKA - OTMeYaTh ISl ceOs1 He TOJIBKO TO, YTO KJIMEHT BHIOpAJ, HO U
nouemy. Yepe3 HECKOJIBKO HeJle/Ib TaKMe 3aMETKM HAuUMHAIOT MPOCTYINaTh 3aKOHOMEPHOCTHI0. OKa-
3bIBaeTCS, UYTO OOJIBIIMHCTBO TMOKYyMaTeseld B Bamield cdepe MOKynaT He (PyHKIMH, a OIIyIIeHHe
KOHTPOJISI, MJTK BOBMOKHOCTB OOJIbIIIE BPEeMEHH IIPOBOIUTH C OIU3KUMHU, WITH KeJIaHUE MEHbIIIE 3aBH-
CeThb OT APYTUX JIofel. DTH HAOMONCHN ST MEHSIIOT BCE: Bbl HAUMHAETE CTPOUTH MTPEJIOKEHNE BOKPYT
peaIbHOrO MOTHBA, @ HE BOKPYT TOTO, YTO BaM KaKeTCsl BaXKHbBIM.

3aMeTKH 0 MOTHBAX MOJIE3HBI U J1s1 KoMaH 1bl. Eciii oinH nmpojasel 3anucbiBaeT, YTO KJIMEHTHI
MPUXOJAT 32 CIIOKOMCTBHEM, a APYTOM - UTO KJIMEHTHI OOSATCS OIIMOUTHCS, MOXHO CPaBHHUThH ITU
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HaOMIOICHU S U TIOHATh, YTO MTPOUCXOIUT Ha phiHKE. MIHOTIA BBISICHSETCS, UTO CTPAaX U CIIOKOWCTBHE
- 3TO OAMH M TOT K€ MOTHB, IIPOCTO BUAUMBIN C pa3HbIX CTOPOH. Takoe MOHMMaHWE MOMOTaeT He
TOJIBKO MPOJIABaTh, HO M yJTy4IllaTh CaM MPOIYKT.

Yacro 3a MPUUMHON CTOUT TO, KM YeJIoBeK cebst cuntaeT. MOTHB 4acTo CBSI3aH C UICHTHYHO-
CTBIO, TO €CTb C TEM, K€M YeJIOBEK CUMTAET CeOs1 WIIM KeM XOUeT cTaTh. JIIoIu MOKyaloT KHUTH, 9TOObI
KazaTbcsl 00pa3oBaHHBIMU. CHIOPTHBHYIO OJEkK/Ly - YTOOBI OLIYIIATh ceOsl aKTUBHBIMU, JJaKe €CJIN B
3aJ1 OHU He XonAT. [Joporoit kode - YToOB MOTYEPKHYTh, YTO OHM 3a00TATCA O KayecTBe. MHorma sta
CBSI3b OUEBH/IHA, MHOT/IA CKPBITA. KIIMEHT, KOTOPBIN TOBOPUT, YTO €My HyXkeH MpocToi TenedoH Oe3
JIMITHUX (PYHKIMIA, MOXET Ha CAMOM JIeJIe XOTETh, YTOOBI €ro BOCITPUHUMAIIHY KaK YeJIOBEKa, KOTOPHIi
HE TOHUTCS 32 MOJIOW M yMeeT BHIOMpaTh CIIOKOWHO.

Ecnu npopaser| nogiepkuT 3Ty CaMOOLIEHKY, pa3roBop craHeT Jjerye. Ho BaxkHO He JaBUTh Ha
UJIEHTUYHOCTb, KOTOPOH YeJIOBEK CTECHSIETCs, M He MpeBpaliaTh e€ B MOBoA A7 cThiga. EcTh pas-
HUIIA MEXKIY «BbI )K€ YeJIOBEK, KOTOPHIM IIEHUT KAYeCTBO» U «BaM Ke HE XOUETCs BBINJISAICTh XykKe
Bcex». [lepBas (ppasa ykperuisier 1oBepue, BTopasi IpeBpalaeT pa3roBop B TOpT, B KOTOPOM IIpoja-
BEll UCHOJIb3YET YSA3BUMOCTD KJIMEHTA.

W neHTuaHOCTb MOKET OBITh U ITpOoheccHoHaIbHOM. Bpad, KOTOpHIi MOKyaeT HOBBII armapar,
XOYeT, YTOOBI MAIlMEHThl YyBCTBOBAIM €T0 KOMIIETEHTHOCTb. ByXranrep, KOTOpBIil BBIOMpAET Mpo-
rpaMMy, XO4eT, YToObI ero padboTta ObUla TOYHOW M aKKYpaTHOM, M 9TO KacaeTcsi He TOJIBKO 1P, HO
¥ TOTO, KaK OH BBIIJISAUT Niepe]] pyKOBOACTBOM. [ToHMMaHue 3TOM CBSI3U MO3BOJISIET TOBOPUTS O MPO-
AyKTe uepe3 Mpu3My npogeCCHOHATbHOM rOpIOCTH, a He yepe3 Habop ¢pyHKIwmiA. Ho 1 31ech BakHa
Mepa: TOPAOCTh JTOMKHA ObITh MOATBEPXKIEHA PEeaIbHBIMU CBOMCTBAMU, MHAUE OHA OBICTPO MpeBpa-
11aeTcs B pa30yapoOBaHue.

[NoHumaHye MOTHBA TOJIE3HO, HO y HEro ecTh U TEMHast cTopoHa. EcTh 1 oOpaTHast JIOBYIIKA.
[Tpomasen capIMT MOTUB M HAUMHAET SKCIUTyaTUpPOBaTh ero. Mim, 4To eme yamnie, OH yBEpeH, 4To
3HAET, YTO KJIMEHTY HY)KHO, ¥ HAUYMHAET MOABOIUThH Pa3roBOp K CBOEMY MPOLYKTY, Jake eClIU TOT He
pelaert 3aj1a4y. JTo pa3pyllaer JJoBepre ObiCTpee, YeM Jiiodast OlmoOKa B XapakTepucTukax. Kivenr
YyBCTBYET, UTO €ro CIyIiajad He A0 KOHIIA, U HAYMHAET MOA03peBaTh, YTO €ro 3agada MHTepecyeT
MPOJIABIIA TOJIBKO KaK MOBOA VISl TPOJIAXKH.

Jlydiiie 4ecTHO MpU3HATh, YTO MPOAYKT HE pelaeT HYXKHOUW 3a/1auu, U MPEAJIOKHUTh IPyroi
myTh. Jlaxke ecnu caeska He COCTOMTCS celvac, KIMEHT 3alIOMHUT YeCTHOCTb. OH MOXKET BEpHYThCS,
KOTJa y HEero MOsIBUTCS MOAXOSAIINI 3a1poc, ¥ TOPEKOMEHJ0BATh BaC TeM, KOMY Balll TPOAYKT AeH-
CTBUTENILHO TONONIET. [TpoaaBel, KOTOpPBI OTKa3bIBACTCS OT HEMOIXOASIIEH CACTKU, BHIUTPhIBAECT
B JIOJITOH MEPCIIEKTHBE, TIOTOMY YTO €ro CJIOBO HAYMHAET BECUTh OOJIbIIIE.

Wuorna nmpoaaser] onmobaeTcss B MOTHUBE He M3-32 CAMOYBEPEHHOCTH, a M3-3a YCTAIOCTH WJIH
crierku. OH OBICTPO pelIvI, YTO KJIUEHT XO4eT CKUKY, U BECh Pa3roBOp CTpPOm BOKpyr He€. Ho
Ha caMoM JieJie KJIMEHT OeCIOKOMJICS O CPOKax M MPOCTO He 3HaJ, Kak 00 3ToM ckaszarh. [losTomy
CTOUT TIEPHOTUIECKU TTPOBEPATH COOCTBEHHYIO TUTIOTe3y: «[IpaBUIIbHO JIU sl IOHUMAIO, YTO JJIsI Bac
r1aBHoe ceiyac?» Takoil BOIpoc He pa3pylIaeT pa3roBop, a BO3BPALIAET €ro K PeabHOCTH.

BaxHO MOMHHMTB, YTO y OTHOTO YeJIOBEKA MOTHBBI CO BpeMEHEM CMEHSIIOTCSl. MOTHBBI HE CTOSIT
Ha MecTe. YesnoBeK, KOTOPBIA Ky MalllMHy pagy padoThl, Yepe3 HECKOJIBKO JIET MOXKET 3aXOTeTh
MOE3JIOK C CeMbEN, U ero 3ajaya CTaHeT Apyrou. ToT, KTo Kymui1 Kypc, YToObl CMEHUTh MPOheCcCuIo,
Yyepe3 roji MOKeT 3aX0TeTh YIIIyOUThCsl B CMEXHYIO TeMy. [IoaToMy xoporuii mpojaBell He CUUTaeT
KJIMEHTA pa3 ¥ HaBceraa onpeaenéHHbM. OH NoLIepKUBaeT KOHTAKT U MHTEPECYeTCs TeM, Kak U3Me-
HWIACh KU3Hb. VIHOT/Ia HOBasl 3a7a4a OKa3bIBAETCS MPSMBIM MPOIOKEHUEM POIUION TOKYIIKH, 1
TOI/Ia PasroBOP O CJIEAYIOIIEM IIare 3ByYUT €CTECTBEHHO.

KnueHt BUIUT, 4TO €ro MOMHSAT HE KaK Y€K, a KaK YeJIOBeKa C UCTOpUeil. ITO MEHseT ero
OTHOILICHUE K MPOJaBIly ¥ K KoMraHuu. OH HAUMHAET KAaTh HOBBIX Pa3roBOPOB M Jake caM MPUX0-
JWT C BOIPOCAMH O TOM, YTO M3MEHWIJIOCh B IPeIOKEeHUH. B 3TOM cMbIcie OTCiieKMBaHUE MOTUBOB
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paboTaeT Kak MHBECTHUIIMSI B OTHOILICHUS: BbI HE ITPOCTO MPOfIaéTe, BbI MOICPKUBACTE CBSI3b C YeJIO-
BEKOM, KOTOPBIH 3HAET, Yero OH XOueT.

J17151 3TOrO MONIE3HO MMETH MPOCTYIO CHCTEMY 3aMeTOK. He Hy:KHO BecTH JHEBHUK C TOAPOOHO-
CTSIMH JKU3HM KJIMeHTa. JIoCTaTOYHO HECKOJBKMX CTPOK: YTO YeJIOBeK KyIWJI, Kakasl y Hero 3ajgava,
YTO OH FOBOPWJI O Pe3YJIbTaTe, KOrJa UMEET CMBICII BEPHYTBCS ¢ HOBBIM IpeasiokeHueM. Takue 3anucu
MIOMOTAIOT He TePsITh KOHTEKCT M He BHIIVISIETh OE3/yIIHO, KOT/Ia BbI MHUINETe Yepe3 MOJIroja.

Korpa xenmaHue [OXOAWT O JAEHEr, PasroBOp CTaHOBHUTCS IpyruMm. JKemaHue Moyt Bcerga
6onblie Oomketa. YeaoBek XoUeT 10M ¢ OOJTBIION KyXHEl, a MOKET TTO3BOJIUTH KBAPTHPY MOMEHBIIIE.
Xouer JIy4Ilylo TeXHHUKY, a TOTOB IUIATUTh 3a CPEAHION. DTOT pa3pblB HE CTOMT BOCIIPMHUMAThH KaK
npoOinemy npogasiia. OH MOKa3bIBAET, YTO YEJIOBEK YKe BHIOMPAET MEsK/ly Pa3HbIMHU LIEHHOCTSIMU U
HE HaXOJUT UJIeaIbHOro KoMIpomucca. 3ajiaua pojaBlia - IoMOYb €My YBHIETb, KaKasi 4acTb KeJa-
HUSI JISACTBUTENILHO BaKHA, & KaKast MOXET MOJIOK/AATh WK ObITh pellieHa HHave.

INonesHo cnpocuts: «Ecau Obl IpUIILIOCH BHIOMPATh OJHO, YTO ObLJIO ObI HA TIEPBOM MecTe?»
MHorue KJIMeHThl HEOKHUAAHHO OBICTPO OTBEYAIOT Ha 3TOT Bompoc. OKa3blBaeTCsl, YTO UM BaxkHee
MPOYHOCTh, Y€M BHEIIHWIA BUJI, WM CKOPOCTh YCTAaHOBKHU, YeM JOMOTHUTENbHbIe (pyHKIMK. Torma
Pas3roBOp CTAaHOBUTCS Pa3rOBOPOM O IMPUOPUTETAX, U KJIIMEHT CaM HaYMHAeT oTceKarhb jminHee. [1po-
JaBel] He OTKA3bIBAET OT JIOPOTUX BAPUAHTOB, a IOMOTAeT YBUIETh, UTO JJISl 3TOTO YeIOBEKa I0OPOKE
BCETO.

Wuoraa xenaHue cTalkuBaeTcs He ¢ OIO[KETOM, a ¢ IpUBBIYKaMU. YesloBeK XoueT OoJibliie
MyTeIeCTBOBaTh, HO MPUBBIK TPATUTh JICHBI'M HA OBITOBBIE MEJIOYM. XOUeT 3aHUMAThCSI CIIOPTOM, HO
PEeryJIsIpHO OTKJIA[bIBACT 3aHATHS. B TaKuX cliydasix MOKyIKa MOXET CTaTh CUMBOJIOM U3MEHEHU, 1
9TO Ba)XHBIA MOMeHT. ECJM IpOIyKT moMoraeT ciesiath MepBblid ar K HOBOW MPHUBBIYKE, OH CTAHO-
BUTCS 4acCThio 3TOr0 nporecca. Ho mpogasen He Jo/mkeH 00emaTh TOro, YTo MPOIyKT HE MOKET AaTh
caM: IPUBBIYKY (POPMUPYET YeJIOBEK, a BElllb JIUIIb IOMOraeT WM MellaeT.

WHoraa cioxHOCTh MPUXOJIUT HE OT JISHET, a OT OJIM3KUX Jiofel. BriBaer, 4To xenaHue npoTu-
BOPEUYUT MHEHUIO OJIM3KUX. MyX CUMTAET, YTO HOBBIH aBTOMOOWJIb - 3TO JiMiHee. PoauTeny moa-
TaioT, YTO HY)KHO KOIUTh, a He TPaTuTh. KoJlern MpoHU3MPYIOT HaJ/l YBICYEHHEM, KOTOPOE YeJIOBEK
CUMTAET BaKHbIM. B Takoil cuTyaly KJIMEHT 4acTO CKPbIBAET CBOE KEJIaHUE WJIM IMOAAET €ro Kak
paIMOHATIBHYI0 HEOOXOMUMOCTb. OH TOBOPUT: «ITO Xke it paboThl», XOTS HA CAMOM JIejie XOUYeT
Yero-To JIMYHOTO.

[Tponager, KOTOPBIIA 3aMETUT STOT KOH(IUKT, MOXKET IIOMOYDb KJIIMEHTY YECTHO OOCYIUTh CBOM
MOTHBBI, B TOM YHCJIe C caMiM co0oi. He HyKHO BbIIaBaTh pallMOHAIbHbIC TPUYMHBI 32 €IMHCTBEH-
Hble. VIHOr1a YecTHOe MPU3HAHUE «MHE IPOCTO 3TO HPABUTCS, U 51 XOUY UMETh BOZMOXHOCTh HacJIa-
KIAThCS 9TUM>» 3BYUMT yOequTeIbHee MoObIX pacu€ToB. [Ipogaselt He JOJKeH MOITaIKUBATh K 3TOMY
NPU3HAHUIO, HO M HE JIOJUKEH JeJ1aTh BH, YTO JIMUHbIC MOTHBBI HUYETo He 3Havar. YeJoBeK MMeeT
MPaBO XOTETh TOTO, YTO MPUHOCUT MY PaJOCTh, U 3TO He 00s13aHO OBITh IKOHOMHUECKH OOOCHOBAH-
HBIM.

BaskHO 1 TO, Kak MpojaBell OTHOCUTCS K 4yKUM aprymeHTam. Eciin KJIMeHT rOBOPHT, UTO KeHa
MPOTUB, HE HYKHO CIIOPUTH C KEHOM, KOTOPOU 371ech HeT. Jlyulne cipocuThb, 4TO UMEHHO e€ Oecro-
KOUT Y KaKKe JJOBOJIbI MOIJIU Obl €€ YCIIOKOUTh. IHOT/Ia BBISICHSIETCS, YTO PeUb O PUCKAX WJIM O TOM,
410 OyIeT, €c/Iv Belllb He OKYMUTCcs. Torna MOXHO YECTHO paccKas3aTh O FapaHTHUsIX, CPOKax, BO3-
MOXHOCTSIX TPOJaKK WM oOMeHa. Tak KJIMeHT MojydyaeT apryMeHThbl, KOTOPbIe OH MOXKET BHIHECTH
Ha 00CyX/IeHUe, 1 pellleHne NepecTaéT ObITh KOH(INKTOM.

EcTb 1 KenaHusi, KOTOpbIE MOBTOPSIIOTCS MO pacrucannio. HeKOTopble MOKYNKU CTAaHOBSITCSI
putyanioM. YenoBek KakIyl0 BEeCHY MEHsIET MHCTPYMEHTHI JIJISl caja, Kak/Iblii CEHTAOph MOKYyMaeT
HOBBIC TeTpay [yis ceOs1, KaKIbli roJ] BHIOMPAEeT HOBBII YaliHUK Ha JIeHb POXKJICHUS. B Takux MokyIi-
Kax IJIABHOE He Belllb, a OBOJI, OIIYIIEeHNe OOHOBJICHNUS U MaJleHbKasi pajocTb. [Ipogasers, KOTOpbI
MOHMMAET 3Ty NMPUPOLY, MOXKET CIeJIaTh MPOLECC MPUATHEE: NPEATIOKUTh BEIOPATh YTO-TO OCOOEH-
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HOE, IOMOYb C MOIAPOYHON YITAKOBKOM, paccKka3aTh O HOBUHKAX, KOTOpPbIE OyIyT MHTEPECHBI IMEHHO
9TOMY YeJIOBEKY.

Puryan take Ia€r LieHHbI MaTepual i J0JATMX OTHOIEHUN. KiMeHT, KoTopblil MOKyIaer
pa3 B Iof, )KIIéT HE TOJIBKO HpOJIYKTa, HO 1 BHUMAHUA. EC)II/I nponaBeu IIOMHUT €10 HpeIIHO‘ITCHI/I}I nu
CHpaIIMBaeT, KaK MpoIuiast MOKYIKa CIIYKUa, 3TO CO3/IaET ONIyIIEHUE CBSA3U. Takou KJIMEHT MOKET
CTaThb IIOCTOSAHHBIM, AK€ €CJIN €TI0 6IO,ZL)KGT OI‘paHI/I‘{eH, HOTOMy YTO OH HEHUT OTHOIIICHUEC 6OJIbH_Ie,
Yem pa3mep Yeka.

Ectb 1 00paTHasi CTOPOHA PUTYaJIOB: OHM MOTYT MPEBPAIAThCs B UMITYJIbCUBHBIE TpaThl. [Tpo-
JaBell He JTOJKeH UCIIONB30BaTh 3Ty clabocTh. YecTHee MOMOYB YETOBEKY 3aMETUTh, UTO PUTYaIl
MPUHOCHUT PAJOCTh, a4 HE BhI3BIBAET coxajieHue. MHorma qoctatouHo cripocuTh: «Bam HpaBUTCS TO,
YTO Bbl KYIIWJIH B POLLIBIA pa3?» Eciu oTBET NoyoXUTebHBIN, pUTyall nogaepxusaercs. Ecnu Her,
CTOUT HpCIUIO)KI/ITb YTO-TO I[pyroe nim HpOCTO OTHYCTI/ITI) KJINEHTA, HE nponaBaﬂ JINIIIHET 0.

Yro zenaTh, €CIIM KEIAHUE €€ He CI0KIWIOCh? BrIBaeT, YTo KJIMEHT caM He MOHMUMAET, YETO
xo4eT. OH TOBOPUT «UTO-HUOY/Ib XOPOIIIEe», «[TOCOBETYHTE, UTO JIYUIlIe», «He 3HAI0, MHE HYXKHO UTO-
TO JJis AoMa». Takas HeonmpeAeIEHHOCTh MOXKET pa3Apaxarh, HO OHa Toxe MHpopmaruBHa. Yeso-
BEK, KOTOPBIA HE 3HAET, Yero XoueT, OOBIYHO HAXOAWTCS B TIEPEXOHOM IEPUOJIe: CTapoe MepecTasio
yCTpauBaTh, HOBOE €€ HEe BBIK PUCTALTM30BAIOCH. [IpofaBer] MokeT MoMOoYb, 3a/1aB BOITPOCHI O TOM,
YTO HE YCTpaMBaeT ceiuac, M O TOM, YTO XOTeJIOCh Obl BUCTb.

[Tonesen mpocToi MpuéM: MOMPOCUTH KJIMEHTA ONMUCATh, KaK OH IMPOBOJAUT J€Hb, U OTMETHUTD,
e emy HeynoOHO. Ecii OH roBopHT, UTO B KyXHE BCE BpeMsl He XBaTaeT MecTa, 3To noackaska. Eciu
OH KaJIyeTCsl, YTO BEYEPOM HEUYeM 3aHSThCS B KBAPTUPE, ITO TOXe MOjACKa3Ka. M3 Takux geranei
MOCTETNEHHO CKJIAIBIBAETCS JKeJlaHUe, KOTOPOe MOXKHO Ha3BaTh U TPOBEPUTD.

NHorna HesICHOCTh 03HAYaeT, YTO YeIOBEKY HY:KHO BpeMsi. OH MOXET YITH, TOTyMaTh, IOCO-
BETOBAaThCsA, BEPHYTHCS Uepe3 Heeo ¢ Ooree YETKIM 3anpocoMm. [IpogaBselt, KOTOPBIi He TaBUT U He
3aCTaBJIsET BHIOMPATh HEMEIJICHHO, YacTO MOTy4YaeT KJIMeHTa, KOTOPBIA MPUXOAUT yXkKe MOATOTOBJICH-
HbIM. Tako# KJIMEeHT LIEHWT, YTO ero He TOPOIWJIM, M B Pa3rOBOPE C HUM Jierde HalTH OOIIHIA S3bIK.

JKenaHue cTOUT yBaxath, 1aXke KOIrJla OHO KakeTcsl cTpaHHbIM. HakoHelr, kejlaHue yenoBeKa -
3TO TO, C YeM HYKHO oOpaiarbcsi OepexHo. MIHOrma Kaxercs, 4To uyKue KeJaHus KaKyTcs CTpaH-
HBbIMU, CJIMIITIKOM IIOpOFI/IMI/I WUJIN CJIMIIIKOM HpOCTLIMI/I. HponaBeu MOXET BHYTpeHHe OLICHUBATh UX, U
9TO orymaercsi. KIiMeHT 4yBCTBYeT OTHOIIIEHUE U JIMOO 3aKphIBaeTCs, MO0, HA0O0POT, CTAHOBUTCS
OTKPOBEHHEE, €CJIM BUJUT, UTO €ro yBaX)aloT.

VBaxeHue He 03HavaeT coryiacusi co BceM. [IpomaBer MokeT YeCTHO CKa3aTh, YTO BEIllb He MO/~
XOIWT WM YTO €CTh JIyului BapuanT. Ho oH jienaer 310, He oOecrieHnBas xenanvie. Ppasza «[lonu-
Maio, YTO BaM BakHa 3Ta (DYHKIMS, U JIaBalTe MOCMOTPUM, KaK €€ MOXKHO TIOIYy4UTh Oe3 JIMITHen
neperiaThl» 3ByUUT MHAYE, YeM «3adyeM BaM 3Ta epyHaa?» Pa3Huiia B ToHe onpesessieT, OCTaHeTCs
JIM KJIMEHT B Pa3roBope.

Tak u 3aKkaHUMBAETCSI Pa3roBOP O KEJAHUU: HE BHIBOAIOM, a MPU3HAHUEM TOTO, UTO 32 KaKAON
HOKyHKOI;'I CTOUT )KI/IBOfI YEJIOBEK C €r0 HaACK1aMH, OFpaHI/I‘ICHI/IHMI/I n HpI/IBI)I‘{KaMI/I. Korna Hpona-
Bell 3TO MIOHUMAET, OH MEPECTaET BHIIISAIETh KaK TOProBel] M CTAHOBUTCS COOECETHUKOM, C KOTOPhIM
MIPUSITHO PellaTh BaKHBIE BOIPOCHL.

Camoe BaKHOE 4acTO OCTAa€TCsl HeBbICKa3aHHBIM. B KOHIIe KOHIIOB, JKeJlaHhe, KOTOPOe CTOMUT
3a MOKYNKOM, peIKo 3BYYUT NpsAMo. OHO MpsyeTcs 3a TEXHUYECKUMU CJIOBaMHU, 3a IMPUBBIUKOM TOP-
rOBaThCS M 32 CTPAXOM IMOKa3aThCsl HempogheCcCHOHANBHBIM. UTOOBI ero yBUAeTh, HYyX)KHO 3a/1aBaTh
BOHpOCI)I O )KU3HU, CJIyH_IaTI) I/ICTOpI/II/I, 3aMeudarhb l'[ElbeI )41 OTpa)KaTb yCJIbIIHaHHOG, HE HaBsA3bIBasl CBOU
BbIBOJIbI. MIHOrja MOMOraeT mpocTo clpocuth: «YUTo [yist Bac B 3TOM camoe BaxkHoe ?» W monoxaarsb
OTBETa, KOTOPBIF MOXKET OKa3aThCsl COBCEM HE TAKWMM, KaK Bbl OXKHIAH.

Hponan(a, HOCTpO@HHaH Ha IMOHUMAHUM KEJIaHNU A, OTJINYAeTCA OT HpOI[a)KI/I, HOCTpOGHHOIjI Ha
OIMUCAaHUM MPOAYKTA. B mepBoM ciiydae Bbl TIOMOTaeTe YeJIOBEKY CKa3aTh TO, UTO OH yiKe Perv s
ce0s1, HO el¢ He YCIIeN IPOroBOPUTh. Bo BTOPOM - MbITaeTech yOSIUTh €r0, YTO OH HYK/IAeTCs B TOM,
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YTO BBI Mpejyiaraere. [lepBolil MyTh TpeOyeT BpeMEHU M BHUMaHMsI, 3aTO JAET pelieHus, KOTOpbie
JOY He TIepecMaTpUBAIOT uepe3 Mecsll. Bropoit paboTaet OpicTpee, HO valle MopoXkIaeT pa3ovapo-
BaHMe, a pa304apOBaHHBIN KJIMEHT PEIKO CTAHOBUTCS IIOCTOSIHHBIM.

[Toatomy Kaplii pa3sroBOp CTOMT HAUMHATh C BOIIPOCA HE O MPOAYKTE, a O KeJaHuu. YTo
YeJIOBeK X0UeT U3MEHHUTH? YUTO IJIs1 Hero CTaHeT MPU3HAKOM TOTO, UTO perieHre cpadotano? OTBeTsI
Ha 9TH BOIIPOCHI HE BCEI/la OYEBU/IHBI, HO OHU BCEr/a IMojie3Hee JoO0ro Crmcka JocTouHeTB. Koraa
BbI UX YCJIbILLIAIN, OCTAETCS TOJIBKO YECTHO ITPOBEPUTH, MOKET JIM Balll IPOLYKT IIOMOYb. Ecin MoxeT
- pa3roBOp CTaHET JIETKMM, €CJTH HET - Bbl COKOHOMUTE BpeMsl U ceOe, U KIIMEHTY.

N nocnennee: xenaHne MEHAETCS CO BPEMEHEM, U PA3rOBOP JOJIKEH 3TO yUUThIBaTh. Kenanue
He CcTouT Ha Mecte. To, 4To BUepa Ka3ajJoch HEOOXOOMMBIM, CETO/IHSI MOXET BBIIJISACTb JIMIITHUM.
KnueHT, KOTOpBIN MONToAa Ha3aa XoTes OBICTPOro pe3ysbTaTa, Terepb MOXET HEeHUTh HaIEKHOCTb.
[Iponagsel1, KOTOpbI1 3aMeYaeT 3TU CABUTH, MOXET MOJCTPOUTD MPEJIOKEHNUE U HE TOBOPUTD yCTa-
PEBILLMMU apryMEHTaMH.

N3meHeHns kenaHuil 4acTo CBSA3aHbl C ONMBITOM. YesloBEK, KOTOPBII OJHAX/Ibl CTOJIKHYJICS C
OIIMOKOM, HAYMHAET OOJbIle IEHUTh MPOBEpKU. TOT, KTO yCTasl OT CIOKHBIX CHCTEM, XOUeT Mpo-
CTOTBI. DTU MEPEMEHBI HeJIb3s ITPECcKa3aTh TOYHO, HO X MOKHO YCJIbIILIATh B pa3roBOpe, €Ciy 3aa-
BaTh BOIPOCHI O MTPOIILJIOM OIIBITE.

[None3Ho Takke MOMHUTbH, YTO KeJaHWe pelko OblBaeT OJHMM. BHyTpH uenoBeka cocyiie-
CTBYIOT HECKOJIBKO CTPEMJIEHHI, HHOTIa TPOTUBOpEYAlUX JPYT Opyry. 3a1ava mpoaaBiia He BHIOpaTh
OJIHO U3 HUX, a [IOMOYb KJIMEHTY YBUJETh, KAKOE U3 HUX Celvac CUJIbHEE.
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I'naBa 3. Ctpax u Hazie:Kaa, KOTOpbIE KUBYT PSA0M

V Kak/10i MOKYNKH €CTh JBE CTOPOHBI, U OHU MOYTH BCErJa MPUCYTCTBYIOT OJHOBPEMEHHO.
C OnHOIA CTOPOHBI - Ha/Iek/1a: Belllb 00enaeT 00IerYuTh KU3Hb, CENATh e€ JTydllle, JOCTaBUTh yIO-
BosibcTBUE. C pyroii - cTpax: BIPYT BEllb HE OMpPaBAAeT OXMIAHUWIA, BAPYr MepeIuiaTulllb, BAPYT
OKaKeTCsl, YTO BHIOOP ObLIT OIIMOKOM, ¥ MPUAETCS OOBACHATD 3TO cede u aApyruM. [Ipogasipl yacto
BUJIAT TOJIbKO HAAEXK Ly, HOTOMY YTO MIMEHHO €€ OHH CTapaloTcs NOQYEPKHYTh. KIIMEeHTHI ke KUBYT B
HaIpsUKEHUM MEXy IBYMs MOJIOCAMU, M YeM CUJIbHEe Halexka, TeM rpomye crpax. Eciu He npu-
3HaTh ITOTO, PA3rOBOP MPEBPAIIAETCS B NOTOK apryMEeHTOB, KOTOPBIE TOJIBKO I00ABIISIIOT TPEBOTH.

Bospmém mpoctoit mpumvep. CeMbsi BBIOMpaeT CTUpalbHYI0 MamiHy. Haznexzia 3By4uT Tak:
«BynemM MeHbllie BO3UTHCS ¢ OenbEM, MOSIBUTCS BpeMs Ha cebsi». CTpax 3BYYHT Tak: «A BIAPYT
MalllHa IIYMUT W HE CIPaBUTCA C JETCKUMM BelllaMM, a IOTOM MNPHUIETCS TAIUTh €€ B CEPBHC».
O0a yyBcTBa HacTosiue, 1 00a OOBSCHSAIOT, IOYeMy peleHue Taércs Henerko. I[Ipomasern, koto-
Ppblii FOBOPHUT TOJILKO O HaZeXk e, KakeTcs HeuyTKUM. [Ipogasen, KOTOPBI TOBOPUT TOJIBKO O CTpaxe,
nyraeT. ToT, KTo mpu3HAaET 00e CTOPOHBI, CTAHOBUTCSI COOECEHUKOM, KOTOPOMY MOKHO JIOBEDSITD.

Crpax He Bceraa Bpar. OH 3alllMIIAeT YeI0BeKa OT HEOOAyMaHHbIX pelleHU, OT MeperJaThl,
OT MOKYTIOK Ha SMOLMSIX. EC/i KIIMeHT yero-to 60uTcs1, 3HAYUT, OH OTHOCUTCS K PELISHUIO CepbE3HO,
Y 9TO XOPOIIMI 3HaK [yl MpofaBlia. 3agada He B TOM, YTOOBI CTpax Mcye3, a B TOM, YTOObI OH HE
CTaJl IVIaBHBIM YYaCTHUKOM Pa3roBOpa U He 3acIOHMI Hajexy. CTpax JOJDKEeH 3aHUMaTh CBOE MECTO,
PAIIOM C HaJEekKJIOM, a HE BMECTO He€.

Crpax nepes NOKYIKOM MOYTH BCera MPUCYTCTBYET psAAOM ¢ Hajex1oi. CTpax nepes NoKyn-
KOW peJIKo BHIIVIAAUT Kak cTpax. OH npsyeTcs 3a BOIPOCAMM O FapaHTUH, 3a JA0JTMMU CPaBHEHUAMM,
3a (ppazamu Bpojie «IOAyMAl0» UM «HaJ0 MOCOBETOBAThCSA». IHOrJa OH MpOSBISAETCS B arpecCcuB-
HOCTH: KJIMEHT HAUMHAET NMPUANPATHCS K MeJIovaM, MbITaeTcsl A0Ka3aTh, YTO €ro 0OMaHbIBAIOT, Tpe-
OyeT ckuzKy 6e3 mprurHbl. MiHOrAa, HA0OOPOT, B MOITHOM Oe3pa3/IMuMU: YeJIOBEK TOBOPHT, UYTO EMY
BCE PaBHO, U CMOTPUT B CTOPOHY. 3a KasK/IbIM TaKMM MOBEJICHUEM CTOUT TPEBOIa, KOTOPYIO YeJIOBEK
HE MOXET Ha3BarTh.

ITponasen, KOTOPBI HayYMJICs €€ 3aMeydaThb, NepecTaET MPMHUMATh 3TU CUTHAJIBI HA CBOM CYET.
[Tpuanpku K MeJIouaMm - 3TO He aTaka Ha MPOJYKT, a MOMbITKa KOHTPOJIMPOBATh pUcK. bespasnuuue
- He OTCYTCTBHE MHTEpeca, a 3alliTa OT pazoyapoBaHus. Pe3kuil Bonmpoc 0 BO3Bpare - He HeJoBepHe
K BaM JIMYHO, a OMBIT MPOLUIBIX MOKYIOK, B KOTOPbIX BO3BPAT OKa3aJicsi HeBO3MOkHbIM. Koraa mpo-
AaBel] CIIBIIUT 32 CJIOBAaMU 3Ty JIOTHKY, OH PearupyeT CIIOKOWHee U TOYHEe.

Crpax MOXeT rOBOPUTb U UyKMMHU rojiocaMmu. PONCTBEHHMK cKa3all, 4TO 3Ta MapKa HeHaExKHa.
3HaKOMBIi KaJIoBaJICsl HA TapaHTUIHBIA PeMOHT. [IpoUnTaHHBII OT3BIB OKa3ajcsl PE3KUM U 3allOM-
HWIcs. Be€ 310 ckitagpiBaeTcs B KapTHHY, KOTOPYIO KJIMEHT HECET B MarasuH, Aaxe He 3amedast. [1po-
JaBell He CMOXET CTePeTh 9TU MCTOPUH, HO MOXKET TIOMOYb YeJIOBEeKY pa3zoOparh Mx. Kakoi oT3bIB
ObLI ITpO cTapyio Moaesb? Yto n3meHmIock ¢ Tex nop? Takoii pa30op nepeBOaUT TYMaHHYIO TPEBOTY
B KOHKPETHBII BOIPOC, HA KOTOPbIA MOXHO OTBETHTb.
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Ctpax owmbunrtbcs

CTpax nepennatuTb

CTpax pa3o4apoBaTbCH

CTpax ocyxaeHus

S S G
_— Ey Oy O

Ctpax nepemMeH

[Tone3Ho 3HaTh, KaKKMe CTPaxXy BCTPEYaloTCs varie Bcero. McecenoBarey MPUHATHS PEIICHUA
OIMMCHIBAIOT HECKOJIBKO TUITMYHBIX BUIOB CTPaxa, KOTOPBIE BCTPEYAIOTCS MOYTH B JII0OOH cepe. Mx
TI0JIe3HO 3HATh, MOTOMY YTO KaXbIi U3 HUX TpeOyeT cBoero noaxona. [IepBoii - cTpax OmMUOUThCS:
YeJIoBeK OOUTCS BHIOpATh HE TO M TTOTOM KaJleTh. BTOpOI - cTpax meperiaTuTh: OIIyIIeHHe, YTO ero
MOTYT OOMaHYThb WJI YTO Belllb OKaXETCs JICIIeBIIe y KOHKYPeHTOB. TpeTuil - cTpax pa304apoBaThCs:
OITBIT MPOIILIBIX ITOKYIIOK YUHT, YTO OOCIIaHNsI YaCTO He BBITOMHSAIOTCA. YeTBEPTHIN - CTpax oCcyxkie-
HUSL: 9TO CKaXyT POIHBIE, KOJJIETH, APY3bsl, €CITA BHIOOP OKaKETCS CTPAHHBIM WM JOpOruMm. [1saThii
- cTpax IMepeMeH: Belllb oTpedyeT HOBOTO Croco0a XM3HHM, a IIPUBBIKATh HETTPUATHO.

ITH CTPAXM PeIKO CYIIECTBYIOT ITO OTACTBHOCTH. KITMEHT MOXKET OOSTHCS NIeperuiaTUTh | OJTHO-
BpPEMEHHO pa304apoBaThCsl, IOTOMY UTO B MPOIUILIA pa3 yKe MeperuiaTil U ObUT HeIoBosieH. Moxer
00SThCSI OCYXKJICHWSI M TIepEMEH OJHOBPEMEHHO, €CJIM BBIOOP O3HA4YaeT OTKa3 OT NMPHBBIYHOTO U
HEOOXOIUMOCTb OOBSICHSATLCS C OKpyXarolMu. [Io3ToMy BakHO He TPOCTO HAa3BaTh OJIUH CTPax, a
TOHATH, KAKOW U3 HUX Celvac camblil CUJIbHBINA. IHOTAA 11 9TOTrO JOCTaTOYHO CIPOCHTD: «YTO s
Bac cefuac camoe Oecriokosiee ?»

Crpax OmmMOHUTHLCS JICYUTCS He YBEPEHUsIMHU, & BOBMOKHOCTBIO TIepeCMOTpeTh perienue. Eciu
KJIMEHT 3HAET, YTO IPH Heyiave ero He 3arOHST B YIoJl, OH CTAHOBUTCS CITOKOMHee. 3/1ech BaXKHa KOH-
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KpPEeTHKa: CKOJIbKO THeW Ha BO3BPAT, YTO HY)KHO COXPAHUTh, KTO MPHHUMAET PEIIeHUE, CKOIBKO 3TO
3aiMET. CTpax MeperuiaTuTh CHUMAETCs TTPO3PAYHOCTBIO: YECTHBIN Pacuér, MOHATHOE OOBbSICHEHHE
COCTaBa IIeHbI, CPABHEHHUE C TEM, UTO YEJIOBEK YK€ TpaTuT Ha 0OxoaHble perenus. CTpax pazodapo-
BaThCs TpeOyeT BpeMEHH U YeCTHBIX OKUIaHu. Jlyulne cka3arh 3apaHee, 4yTo NepBasi HeJiessl MOXeT
OBITH HETIPUBBIYHOM, YeM OOeIaTh UACAIbHBINA Pe3y/IbTaT ¥ MOTOM OOBSICHATH €r0 OTCYTCTBHE.

Crpax ocyXAeHHs] CHUMAETCsl, KOrja KJIMeHTY TMOMOTAlOT TMOMYYUTh apryMeHThI JUIsl JPYrux
moneii. Eciii oH MoXeT 0ObsICHUTD, TIOUEMY BBHIOpaJl IMEHHO 3TO, U TIOKa3aTh, YTO pellieHue Mpody-
MaHoO, JIaBJIEHUE OKPYKAIONMX cTaHoBHUTCS cnabee. CTpax mepeMeH yMEHbIIIAeTcs, eClIU MMOKa3aTh
MaJIEHbKUH TIepBBIH 111ar, KOTOPbIid He TpeOyeT cpasy Bcell HOBOH ku3HU. Harpumep, MOXKHO HavyaTh
C OIHOM (DYHKIIVH, C OTHOTO JIHSI B HEJIENIO WX C IPOOHOTO meproa. YeloBeK BUAMT, UTO TiepeMeHa
yIipaBisieMa, ¥ MepecTaét OOSIThCS €€ IEeTUKOM.

Pacrio3nathb cTpax moMoraer BHUMaHHE K CJIOBaM U Tlay3aM. EcTh HECKOJIBKO MPU3HAKOB, KOTO-
pble CTOWT JiepkaTh B yMe. KiMeHT JacTo moBTOpsieT OOMH M TOT e BOMPOC B Pa3HBIX (POpMYIH-
poBkax. OH pe3Ko MeHsIET TeMy, KOT/la pedb 3aXOIUT O LieHe WM cpokax. OH OTBeYaeT KOPOTKUMHU
dbpazamu, Oyaro 6Goutcs ckazaTh uiiHee. OH CMOTPUT Ha COOECeHUKA C HATIPsSKEHUEM, JIaxke eCiv
TOBOPUT CIIOKOMHO. MIHOT/1a CTpax MPOSIBIISIETCS B TOM, UTO YEJIOBEK CJMIIIKOM OBICTPO COTJIAIIAETCS C
MOOBIM MPeJIOKEHUEM, YTOOBI TIOCKOpee 3aKOHUUTh pasroBop. Takoe corsiacue He 03HavaeT roToB-
HOCTH, ¥ TTPOJIABeLl, KOTOPBIN MPUHAMAET €r0 32 YUCTYI0 MOHETY, IOTOM YIUBJISETCS, TOUYEMY KJIMEHT
HE NPUIIET Ha 0pOpPMIIEHHE.

BasxHo 3ameuars 1 IPOTUBOMOJIOKHOE: CJIMIITKOM MHOTO BOIIPOCOB MOKET OBITh IPU3HAKOM He
MHTEpeca, a TpeBoru. KIIMEeHT, KOTOpBIiA XOUeT 3HaTh BCE JI0 MeJIoYel, 4acTo OOUTCS MPOITYCTUTD YTO-
TO BaXXHOE U OIMOUTHCS. EMy He HyKHBI HOBbIE (DaKThl, MY HY)KHa YBEPEHHOCTb, YTO OH HUYETO He
ynycTuj. B Takom ciyyae nosie3Ho MOABECTH MPOMEXKYTOUYHBIN UTOT: «JlaBaiiTe s KOPOTKO Ha30BY,
YTO MBI YK€ BBISICHUIIU, U BbI CKQKETEe, UTO eI XOTUTE YTOYHUTb». DTOT MPUEM CHUKAET HaTpsiKe-
HHE ¥ IOMOTaeT KJIMEHTY MOYyBCTBOBATh KOHTPOJb HAJ| ITPOIIECCOM.

Ectb 1 pusnueckre npu3Haku, XOTsI TI0 HUM HeJTb351 CTABUTD IMArHO3bl. YeJIOBEK MOXET CXKU-
MaTh CyMKY, TOTPABJISATh OAEKIY, N30eraThb B3Isaa, HAOOOPOT, CIUIIKOM MPUCTAIBHO CMOTPETh.
ITH CUIHAJBI TIOJIE3HBI KaK TIOBOJL AJIsI MSTKOTO BOIPOCa, a He Kak JoKa3aresibcTBO. Ecnu nmponaser
3aMevaeT, YTO KJIMEHT Halpsrcs, OH MOXET CKa3aTh: «Bbl BIMIAAUTE HEMHOTO 032004eHHBIM. YTO
Bac ceryac TpeBOKUT?» Takoil BOPOC 3BYYMT MO-YEJIOBEYECKU U AAET BO3MOXKHOCTh paccKas3arh O
cTpaxe, He JieJiasi ero mpeIMETOM OOCYKICHUSI.

UYro nenathb, Korga crpax yxe Ha3paH? CaMblil HAEKHBIN crIOCOO pabOTHI CO CTPAXOM - TMpU-
3HATh €ro BCIyX, HO 0e3 qpambl. ®paza «[loHnMalo, 4To Takas MOKyMKa BHI3BIBAET BOPOCHD» 3BYUUT
CIIOKOMHO ¥ He JlefiaeT KJIueHTa TpycoM. OHa MOKa3bIBAET, YTO Bbl HE MBITAETECh OOOUTH TPEBOTY,
a TOTOBBI C Hell pazouparbces. Ilocie 3Toro MokHO CIPOCHTh: «YTO U1t Bac ceiuac caMoe HeMOHST-
Hoe?» Yaine Bcero 4yejoBeK Ha3blBaeT KOHKPETHBIN CTpax, M Pa3rOBOP CTAHOBUTCS MPEIMETHBIM.
Bwmecto ob1iero 6ecrokoicTBa MosiBIsSETCS] BOIPOC, HA KOTOPBI MOKHO OTBETUTH YECTHO.

He crouT mbITaThCsl YCMOKOUTH KJIMEHTA CITUIIKOM ObIcTpo. Eciu cTpax BbicKazaH, a mpoaaBer|
TYT ’K€ HAUMHAET yBEPSITh, YTO BCE OyJET XOPOILIO, YeJTOBEK UyBCTBYET, UTO €ro He yCIbimaiy. Jlydie
JaTh €My BBITOBOPUTHCS, IOBTOPUTH CYTh, 33/1aTh YTOUHSIOIIXI BOITPOC M TOJIBKO TIOTOM TEPEXOAUTh
K oTBeTy. TpeBora CHUKaeTcsi He OT CJIOB, & OT OUIYIIECHHSs, UTO €€ BhIAEPKaIi. DTO MOXOXKe Ha pa3-
TOBOP C JPYroM, KOTOPBII HEpBHUYAET Mepe]l ONiepaliei: JTydle ClIPOCUTh, YTO ero MyraeT OoJblie
BCEro, YeM pacCKa3biBaTh, UYTO BCE OOOMAETCS.

WHorna crpax Tpedyer He cioB, a jaeiicTBuil. Eciin kimeHT 60UTCs, YTO €ro He OMMYT Tocie
TMIOKYITIKHY, MTOKQXHUTEe, KaKk Oy/leT BBINISACTh MOJJIEPKKa, 1 HA30BUTE peasibHble KOHTAKTH. Eciu oH
OOUTCSI, UTO HE CIIPABHUTCS C YCTAHOBKOM, TIPEJIOKHUTE TTOMOIIIb MM MHCTPYKIIMIO, KOTOPYIO OH CMO-
KET MPOYUTaTh JoMa. JleficTBre TOBOPUT rpoMue JII0OBIX OOEIIaHMiA, TOTOMY YTO MOKa3bIBAET, YTO
BbI TOTOBBI OBITH PSIIOM.
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Pabotaer 1 mpocToe AeiicTBIe: MPSIMO CKa3aThb, YTO OyAeT, eci BCE MOMAET He Tak. [apaHTun
Y YCJIOBHSI BO3BpATa - OIMH U3 CaMbIX 3(P(PEKTUBHBIX CIIOCOOOB padOTHI CO CTPAXoM, HO OHU Pado-
TAIOT TOJILKO TOT/Ia, KOT/Ia UM BepAT. Ecii rapaHTus HanrcaHa MeJTKUM MpUQTOM, a pu 0OpaiieHun
KJIMEHT CTAJIKUBAETCS C OTKA3aMH, JOBEpHEe UCUE3aeT, M CTpax BO3BPAIIAETCS C YABOCHHOW CHJIOM.
[ToaTOMYy BaskHO HE TOJIBKO MPEUIOKUTD YCIIOBHS, HO M OOBSICHUTH, KAK OHU PabOTAIOT HA MPAKTHKE.
UYrto uMeHHO HyX)HO caenath KimeHTy? Ckombko 3aiMeT mporecc? Kro Oyner Ha cBsizu? Yem KoOH-
KpeTHee OTBET, TeM CIIOKOWHee YeJIOBEK.

KOHKpPETHOCTB - I7IaBHBII COI03HUK B Pa3roBOpe O CTpaxe, MOTOMY YTO HEONPEIEIEHHOCTh caMa
o ceOe myraeT. Korjia KJIMeHT CIIBIIUT «BO3BPAT BO3MOKEH B TEUCHHE JBYX HEJIENb IIPH COX PaHEHUU
YIAaKOBKM», OH MOXET OIIEHUTh PUCK U TIPUHSATDH pellieHre. Korna ChblimT «Mbl BCE peliM», OH He
3HAeT, YTO ero kJAET, M HauMHaeT BooOpaxarh xyminee. [Ipoaasell, KOTOpbIil TOHUMAET 3Ty pa3HHUILY,
TOTOBHT OTBETHI 3apaHee M He OOUTCsI Ha3BaTh CPOKM M YCJIOBHUS, JIaKe €CJIM OHU HE UJIealIbHBbL.

Oco0yio poJib UTPAET TO, YTO MPOUCXOIMT MOCIIe OKYIKH. KITeHT, KOTOpBIA OIHAK B 00pa-
THJICS 11O TAPAHTHU U TTOJTYyYKJI BHSITHOE pellieHre, 3alOMHUT 3T0 Hajoiro. KimeHt, kotoporo otdyT-
0o MeXIy OTaeNnamu, OyleT pacCcKas3biBaTh O TApaHTUM KaK O IMycToMm oderiaHuu. [Tostomy
rapaHTHsI - 9TO He TOJBKO YCJIOBHE JIOTOBOPA, HO M OIBIT, KOTOPBIA CTPOMTCS B MPOIIECCe PadOThI
koMmanuu. [TpoaBer] MOKET BIMSITH Ha STOT OIIBIT, €CJIU 3apaHee MpeaynpekIaeT KOJUIer O KIMeHTe
Y 3HaeT, KoMy niepearh oOpalieHue.

Haznexna Toxe Hykaaercs B omope, u oropa 3ta - (aktel. Hajexna, B ommume ot crpaxa,
TpeOyeT Apyrux cjoB. E€ Henb3st CHUMaTh, HO MOXHO MOAIEPKUBATh. KOrja KJIMeHT TOBOPUT O TOM,
KaK OH XOYeT KCIIOJIb30BaTh Belllb, IPOJABell MOKET MOIXBATUTh 3TY KapTUHY M MOMOYb e€ obora-
TTh. EC/IM YesioBeKk MeurtaeT, uTo ety OyIyT 3aHMMAaThCsl BMECTE C HMM, MOXHO PaccKa3arh, Kak
YCTPOEHBI COBMECTHBIE CIIEHAPUM WM pexuMbl. Ho BakkHO He 00elarh TOro, 4ero Bellb He JaéT.
Hanexna, koTopast onvpaeTcsi Ha peajibHOCTb, AepKUTCS aonbiine. Hagexaa, Kotopasi CTpoUTCsl HA
NpeyBeIMYCHHSIX, PYILIUTCS IPU IEPBOM CTOJIKHOBEHUU C JACHCTBUTEIBHOCTBIO M TSHET 32 COOO0M BECh
OTBIT MOKYITKH.

Xopormii crnocod MomIepKaTh HaeKay YeCTHO - CPABHUTh OXKUJIAHUsI KJIMEHTA C TeM, YTO
peanbHO Oyner. «Bbl mpencrapisiere, Kak BeduepoM OyzeTe OTAbIXaTh mocjie paboThl, MOKa Belllb
JieNiaeT CBOI0 4acTh. DTO JNEWCTBHUTEILHO BO3MOXKHO, HO JJIsl 9TOro morpedyercs repBas Hejels,
YTOOBI HACTPOUTH NPUBBIUHBIA pexum». Takas ¢opMyIMpOBKa HE pa3pylIaeT MeuTy, a JeflaeT e€
JAOCTHXUMOM. KIIMeHT moHMMaeT, YTo MyTh €CTh, ¥ TOTOB €ro MPOUTH.

Hazexna Jacto cBsizaHa ¢ TeM, 4TO YeJIOBEK XOUeT MOYyBCTBOBATh ceOsl yBepeHHee. [1pomyKT
MOXET MOMOYb B 9TOM, HO HE MOKET CJIeJIaTh YeJIoBeKa yBepeHHBIM caM 1o ceOe. [Tponasert, KOTOpbIit
9TO MOHUMAET, He MPOAAET WILTIO3UIO, & TOBOPUT O TOM, KaK BEIllb MOKET CTaTh OMOPOU ISl HOBBIX
npuBblyek. Tak HajekJa npeBparaeTcs u3 o0elaHusl B IUIaH, U KJIMEHT HAYMHACT BUJICTh B TIOKYIIKE
HE 4yJI0, 2 UHCTPYMEHT.

006 sToM cTouT ayMarh 3apaHee. Camblil HEIIPUSTHBIA CTPaX 4YacToO MOSIBIISIETCS YKe TOocIie
orutathl. YeslOBeK MPUHEC Belllb JOMOM, PAacliakOBaI, BKJIIOUKI - U BPYT OYYBCTBOBAJ COMHEHUE.
OHo noxoske Ha JIETKYI0 I0cay: Bpoae Obl BCE MPABUIBHO, HO YTO-TO He Tak. CIierMaaucThl Hasbl-
BAIOT 3TO COXAJICHHEM TI0CJIe pellieHHs], U OHO 3HAKOMO IMMOYTH KaxaoMy. UeM JIopoke MOKyIKa 1
4yeMm OoJtbilie ObLTO KOJIeOaHUH Tiepe/1 Held, TeM CHJIbHee MOXKeT ObITh 3TOT MOMeHT. KineHT HaunHaet
niepecMaTpuBaTh BHIOOP, CPABHUBATH C JPYTMMH BapUaHTaMM, KOTOPbIC BUIEN B Mara3suHe, U MbIC-
JICHHO CYMTATh JICHBTH.

[Tponagerr B STOT MOMEHT MOKET C/IeJIaTh OUeHb MHOTO€, XOTSI 4acTO HUYero He jesaet. Kopor-
Koe cooOrieHne «Kak Bam rmepBble AHU?» CHUMAeT OJMHOYECTBO, KOTOPOE YCHJIMBAET COMHEHUE.
Ec/u KJIMEHT MUIIeT, YTo YTO-TO He TOJydaeTcsl, BAXKHO HE CIIOPUTh U He OOBSICHSTH, YTO OH Herpa-
BUJIBHO TOJIb3YeTcs1. JIydle CroKOWHO pa3o0parh CHTYAIMIO M TIOKA3aTh MyTh, KOTOPBIA TTOMOXKET.
CoMHeHue NocJIe MOKYIKY YacTo MPOXOIHT, KOTJIA YeJIOBEK BUIWT, YTO €ro MOAJePKUBAIOT, U HAYH-
HaeT T0JIb30BAThCS BENIbI0 03 MOCTOSIHHOTO BHYTPEHHETO CIopa.
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HMuorna coxanenve ObiBaeT 0OOCHOBAHHEBEIM. Bens NEHCTBUTEILHO HE ITONOILIA, U KJIMEHT
npaB. YecTHBIN MpojiaBel] B TAKOW CUTYAIIUH MTpesiaraeT BO3MOKHOCTh OOMeHa, BO3BpaTa Wi JpY-
TOro pelieHus, Jake eCIM 3TO HEBBITOHO B MOMeHTe. Takasi 4eCTHOCTh YaCTO CTAHOBHTCS IJIABHBIM
COOBITHEM B OTHOIIIEHUsIX. KIIMEHT MOHMUMaeT, 4To ero He OCTABMIIM C OIMIMOKOM, ¥ IOTOM PaccKasbl-
BAaeT 3Ty UCTOPUIO 3HAKOMBIM KaK IIPUMEp MOPSIIOYHOCTH, a He KaK MPUMEp HEeyIauHOH MOKYIIKH.

B nenoBBIX 3aKymKax CTpaxy MpUOOPETaloT APYrod Bec. 3aKymnKH s KOMIIAHUN YCTPOEHBI
MHa4e, YeM JIMYHbIE MMOKYIKH, HO CTPaX B HUX paboTaeT Mo TeM ke 3aKOHaM. 3aKyIIIUK OTBeYaeT
HE TOJILKO 3a pe3yJIbTaT, HO U 32 TO, KaK ero perieHre OyayT oleHMBaTh. ECM MOCTaBIIMK OKaKeTCs
HEeHaJEKHBIM, BUHOBAT OyzeT oH. Ecim BeiOpaHHOE 000pyIoBaHue He 3apadoTaeT B CPOK, MPUAETCS
OOBSCHSATHCS Tiepe]] pyKOBOACTBOM. [109ToMy cTpax B /1€I0BOM KOHTEKCTE YacTO CBSI3aH C peryTa-
LIUEN, a HE TOJILKO C JIEHbIAMMU.

[Tponaser, KOTOpBIA pabOTaeT ¢ 3aKyIMIIMKAMH, JOJKEH IIOMHUTD, YTO TOT BBICTYIIAET TMepe
apyrumu oabMu. [1osToMy emMy Hy:KHbI HE TOJIBKO BBITO/IbI, HO M TIOHSITHBIE apTYMEHTBI, KOTOpbIE
OH CMOJKET IlepecKasaTb. XOpOIo, KOrAa MPOJaBell MOMOraeT MOArOTOBUTh KOPOTKOE Pe3ioMe: UTo
pelaer 3aga4uy, KaKOBbl PUCKH, KaK OHHM 3aKPbIBAIOTCS, KAKME CPOKHM M KTO OTBEYAET 3a Pe3ysbTaT.
Takoe pe3tomMe CHIKAeT CTpax 3aKyIIIUKA Mepe]l COrNTACOBAHMUEM U JEJIaeT €ro COI03HUKOM MPO/IABIIA
BHYTPH KOMIIAaHUH.

WHornma crpax 3akymiiyKa CBs3aH C MPOLUIBIM ONbITOM. [Ipenpiiymumii mocTaBumMK ooerat
OfIHO, a C/IeNaJl Ipyroe, U Terneph Jodoe oOeniaHiue BOCIPUHUMAETCS C HeIOBEpUEM. 3/1eCh ITOMO-
raioT He TPOMKHME YBEpEeHHsl, 2 KOHKPETHbIE MEXaHU3MBbl KOHTPOJISI: 3Tambl padoT, TOUYKH MPOBEPKH,
MOHSATHBIE TIOKa3aTenu. Korjia 3akynimyK BUANT, 9TO Pe3YJbTaT MOKHO M3MEPUTh U TPOKOHTPOJIH-
pOBaTh, CTPax YMEHbBIIAETCsI, IOTOMY UTO OH IEPecTaéT 3aBHUCETh OT CJIOB.

EcTb 1 cTpax notepsaTs KOHTPOJb HaJ rporieccoM. KpyrHsle MpoeKThl TpeOyIoT KOOpAUHALIUH
MHOTHX JTIIOJICH, U 3aKYTIIIUK OOUTCS, YTO MOCTABIIVK OyJeT JeCTBOBATh IO CBOMM IpaBuiiaM. YecT-
HBII IIPOZIABEI] MOKET MPEAJIOKUTh MTPO3PAYHBIN OPAJOK pabOTHI: KTO C KeM 00IIAeTCsl, KaK MPUHU-
MAIOTCS pelIeH s, YTO MPOMCXOAUT NPU U3MEHEHUH 3a1a4. Takoil MOpsIOK He YCTpaHsIeT BCe PUCKH,
HO JIeJIaeT UX BUAMMBIMH, & BUAUMBIN PUCK YIIPABIIsSEM.

Hanexna B kommanuu Toxke ObiBaeT oOmiei. Hanexaa B genoBoii cepe Toxke UMeeT CBOU
¢opmbl. PykoBonuTesnb HajieeTcsi, YTO HOBasl cucteMa ciejiaeT koManay 3¢ gekTuBHee. 3aKyIImK
HaJeeTcsl, YTO BHIOPAHHBIH MMOCTABIIMK OKAXETCS HAIEKHBIM MApPTHEPOM 1 IOMOKET 3aBEPIIUTD MTPO-
eKT 0e3 ckanaasoB. [lonb3oBaTeny HaIeI0TCs, YTO paboTa CTAHET MPOILE U He TPUIETCS TPATUTH YaChl
Ha pyTUHY. DTH HaJEK/IBl YACTO HE COBIAIAIOT, M 33/1a4a MPOJIABIIA - HAUTH TO, YTO UX OOBEIUHSIET.

WHorna oOiiee xenaHue OKa3bIBA€TCs OYeHb IMPOCTHIM: YTOOBI HUKTO HE 3aJep/KUBAJICS TIOCIe
paboTHI M3-3a UykUX OMMOOK. Haiiisi Takyio TOUKy, MpogaBer] MOXeT CTPOUTh PA3rOBOP BOKPYT HEE,
a He BOKPYT OTIEJbHBIX (DYHKIMA. 3aKyNIIuKy OyJeT mpoiie OObSCHUTD PelIeHre, eClId OHO ITOMO-
raeT BCeM YYaCTHUKAM, a HE TOJIbKO OJJHOMY OTIEITy.

Hanexna takke cBsizaHa ¢ OyayInuM, KOTOpOE XoueT BueTh kommnanus. Eciu OusHec pacter,
HOBBIIl THCTPYMEHT JIOJIKEH BblIepKaTh pocT. Eciv OH mepexoanT K HOBOM Mofiesn paboThl, MHCTPY-
MEHT JI0JIKEeH TIOMOYb C iepeMeHamu. [1poaasert, KOTOpbIid MOHUMAET 3Ty MEePCIEKTUBY, MOKET TOKa-
3aTh, KaK pelieHue OyzeT padoTaTh uepes rofi, a He TOJIbKO ceroiHs. Takoi B3ris B Oyayliee yKpen-
JISIeT HAJISKY | JieIaeT BEIOOp OoJiee yBepEHHBIM.

BasxHO ¥ TO, YTO MPOMCXOOMT C CAMHUM IPOJIABIIOM. BaniaHc MeX oy cTpaxoM 1 HaJekKJ0M OYeHb
TOHKUI. CJIMIIKOM MHOTO BHUMaHHMSI K CTpaxaM MOXET IOracuTh MHTEPEC U BHI3BATH OIIYIIEHUE, YTO
npoayKT onaceH. CIMIIIKOM MHOTO BHUMaHHUS K HaJek /e IPEeBpallaeT pa3roBop B peKjiamy, B KOTO-
PO KJIMEHT He BUAUT ceOsi. XOPOIIUi pa3roBOp IBMKETCS MEK/Ly STUMH MOMTI0CAMH, TTPU3HABasi 00e
CTOPOHBI ¥ J1aBasi YeJIOBEKY MPOCTPAHCTBO JIsi COOCTBEHHOrO BhIOOpa. VIHOrIa Mone3Ho crpocuTh
HarpsMyio: «YTo ceifuac nepeBelIMBaeT: KelaHue MOMyYUTh pe3y/IbTaT WM OIaceHue OIUOKU?»
OTBeT MoKaxeT, Ha YEM HYKHO C/IeJlaTh aKIIeHT.
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Ectb emé oguH MOMEHT, KOTOpbIN YacTo ynyckaioT. CTpax npoAaBLia U CTpax KJIMEHTa MHOTIa
coBnajaoT. Ecim npopaser; G0MTCS MOTEpPATh CHEJIKY, OH MOKET MOATAJIKMBATh KJIMEHTa ObIcTpee,
YeM TOT roToB. KJIIMEHT 3T0 4yBCTBYeT M HaUMHAET OOATHCS yKe He MPOIYyKTa, a AaBjieHus. [loaromy
TOJIE3HO PETYJISIPHO MIPOBEPATh COOCTBEHHOE cocTosiHMEe. CroKOeH /M s ceityac? Xouy JIM s, YTOOBI
KJIMEHT peIImi ObICTPO, JIsl €r0 MOJIB3bl WK ISt Moel? Eciy OTBeT HeNnpUsITHBIN, JIydllle 3amMe[-
JIUTHCS M BEPHYTHCS K TJIABHOMY BOITPOCY: TIOMOKET JIM STOT BBIOOP YEJIOBEKY.

[Tponaser, KOTOPBIN HAYUYHJICS Pa3MyaTh CBOM CTpax M CTpax KJIMEHTA, MOyvaeT OONbIIYIO
cBobony. OH MOXKeET cKazaThb: «$1 MOHMMal0, YTO BaM ceiiuac TPEBOKHO, U He Oyy ToponuTh. [laBaiite
BEpHEMCS K 9TOMY 4epe3 JIeHb». Takasi periika yCrioKkauBaer, IOTOMY 4TO TOKa3bIBAET, YTO y MpPo-
JaBIIa HET CKPBITOM LiesH. V1 oHa 4acTo MPUBOAUT K pelIeHuIo ObIcTpee, YeM JII000e JaBlIeHueE.

3a60Ty, B OTJINYME OT BHITO/Ibl, KJIMEHT YyBCTBYET cpa3y. HakoHell, CTOMT MOMHUTB, YTO CTPax
Y HaJek/1a - He Bparu, a JBe CTOPOHbI OHOM 3a00ThI. YenoBeK OOMTCS MOTEPATh JEHBIH, TIOTOMY UYTO
Aopoxut MU. OH OOUTCS OMMOUTHCS, IOTOMY UTO XOUET XKUTh MpaBMiIbHO. OH Ha/leeTCs Ha JTyyJlliee,
MOTOMY YTO XOYeT, YTOOBI €ro XKM3Hb CTajla CIIOKOWHee W pajxocTHee. [Ipogasen, KOTOpbIA BUAUT
B 9TOM 3200Ty, a He cJ1a00CTh, HAUMHAET PA3rOBapUBaTh C KJIMEHTOM MHaye: Msrye, BHUMarebHee
Y YecTHee. A TakoW PasroBOp M JeJaeT MOKYIKY PEeIleHUEM, a HE UMITYJbCOM, O KOTOPOM IOTOM
KaJeloT.

3a0oTa BU/IHA B MeJIoYax: B TOM, KaK Bbl OTBEYaeTe Ha BOIIPOCHI O BO3BpaTe, Kak TOBOPUTE O
CPOKax, HACKOJIbKO CIIOKOMHO IPUHMMaeTe cOMHeHus. KilneHT 3ameuaer He TpOMKUE 3asBJICHUS, a
HOCJIe10BaTeNIbHOCTD. ECIM BBI CKa3ajd, 4TO BEPHETECH C OTBETOM, U BEPHYJIUCH, 9TO CUIIBHEE JIIOOBIX
cioB 0 3a0ote. CTpax yXOOWT TaM, I7ie MOSBJISAETCs OIIYIIEHUE, YTO PsIoM 4esIOBEK, KOTOPHIN He
OpPOCHT B TPYAHYIO MUHYTY.

3aBepimm TeMy BaXHbBIM yTouHeHueM. He Bcsikmii ctpax Memaet. MIHOrAa oH yKa3bBaeT Ha
peasbHbINA PUCK M TOMOTaeT N30ekaTh OHMOKHU. KireHT, KoTophiil OOUTCS MeperyIaTuTh, MOXKET 3aMe-
TUTh CKPBITHIE pacxopl. ToT, KTo OOUTCS He ycneThb, YeCTHO OLEHUT Cpoku. [IpomaBerr, KOTOPHIi
yBaXaeT 3TOT CTPax, He MBITAETCS €ro 0OOKMTH, a TOMOTaeT MPOBEPUTH, €CTh JIU JIsI HETO OCHOBAHUE.

Taxkoll cTpax Moie3Ho Ha3BaTh BCIYX, HO 0e3 HakuMa: «[loxoxe, Bac OECIIOKOUT, UTO IPOEKT
3aTsiHeTCs. []aBaiiTe MOCMOTPHUM, YTO MOXKET €ro 3a/iepkaTh». KIIMeHT 4yBCTBYeT, 4TO ero OHUMAIOT,
1 oxoTHee aenutcs getaissMu. CTpax nepecTaéT ObITh MPENsATCTBUEM M CTAHOBUTCS YacThI0 OOIIei
MIPOBEPKU pPEIICHUSI.
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I'naBa 4. Pa3zym, KOTOpbBIi MIET ONpaBJaHue

Korga yenoBek 0ObsCHSET CBOIO MOKYIIKY, OH MOYTH BCEIra FOBOPUT SI3BIKOM pasyma. «Ta
MOJIeJTb JIyYIlle TI0 COOTHOIICHUIO TIeHbl U (PyHKIMi», «[apaHTus mHHee», «Pacxomsl oKynsTcs
3a rof». 3By4uT yOeqUTeNIbHO, U IPOJABEL] OXOTHO KMBAET: KJIMEHT JyMaeT, YTo JIeJIaeT Pa3yMHbII
BIOOpP. Ho ecim mpucMoTpeThest K TaKMM OOBSICHEHHSIM, YacTO BUHO, YTO pelIeHre ObLIO IIPUHSTO
paHblile, a ApryMeHTHI MOA00PATIHUCh MOTOM. DTO HE 3HAYUT, YTO YeIOBEK JLKET. OH JeHCTBUTENIBHO
BEPUT B CBOM JJOBOJIBI, IPOCTO OHU MOSIBUJIMCh KaK 0OOCHOBAHME YYBCTBA, KOTOPOE YK€ BO3HUKJIO.

Takoil MOPAJOK COOBITHI XOPOILIO M3BECTEH HMCCIeJOBaTelsIM MMOBEAECHHUS. DMOLMOHAIbHAS
OIIEHKA Bl BO3HHUKAET OBICTPO, YacTO 3a JIOJNM CEKYH[pl, a JIOTUYECKUN aHAM3 TOAKJII0YACTCS
No3ke U OO0 MOATBEpXKIaeT e€, MO0 KoppeKTupyeT. Mbl He BHIOMpaeM CHavaia 1Mo pacuéry, a
IIOTOM YyBCTBYeM. MBI UyBCTBYEM, a IOTOM CUMTAEM, U HALIl pa3yM CTAHOBUTCS a/IBOKATOM PEIleHHUs,
KOTOpOE YK€ NMPHHATO BHYTPEeHHE. DTa 0COOEHHOCTh HE HEIOCTATOK, a CIOCOO SKOHOMHTH CHJIBL:
MO3I' He MOKET TIIATEIbHO B3BEIINBATh KAKIYI0 MEIOYb, [I09TOMY ONHMPAETCS HA OBICTPhIE OLICHKH.

Jl1s mpoaaBua 3To BaxHoe OTKpbiTHe. Ecim Bc€ peraer smMouus, T0 OECCMBICIEHHO 3aChl-
naTh KJIMEHTa CyXUMHU apryMeHTaMu. OHU MOTYT YKPEIUTh yKe PHHATOE PellieHre Wi, Hao0opoT,
BBI3BaTh COIPOTUBIIEHUE, €CIIM IPOTUBOpEYAT ollyleHuo. Ho eciay nmoHMMarh, 4To 3a palidoHallb-
HBIMU JJOBOZIAMH CTOMUT 4yBCTBO, MOKHO 33JaTh BOIPOCHI, KOTOPbIE TOMOT'YT 3TO YyBCTBO MPOSICHUTD.
Harpumep, «4T10 BaM MOHpaBUJIOCh B 9TOI MOjiesu ¢ epBoro B3risaa?» OTBET 4yacTo OKa3bIBaeTCs
SMOILIMOHAIBHBIM: «OHa CHOKONHas1», «BhIaauT HagexHo», «HanoMHMIa MHE cTapylo MalliHy
OTHAa». DTOT OTBET MOJIE3HEE JII0OO0H TAOIHIIBI, TOTOMY YTO OH TOBOPHUT O TOM, UTO YEJIOBEK Ha CaMOM
7eNie LIEHMUT.

OMonus, Kak MMPaBUIIo, MPUXOIUT paHblle cI0B. B MarazuHe mMbl He IPOCTO OLIEHUBAEM Ipe[-
MET, Mbl €ro nepexuBaeM. TsKecTb KOPOOKH, IMTAAKOCTh KOPIyca, 3BYK 3aKpPbIBAIOILEHCS IBEPLbI,
3amax HOBOM MeOenu - Bc€ 9T0 paboTtaeT paHblie cioB. Ecim Belib BBI3BIBAET MPUSATHOE OIIYILEHHE,
YeJIOBEK CKJIOHEH CUMTaTh e€ JIydlle, Jake eCli He MOXeT OObsICHUTh moueMy. Ecnmu omrymeHne
HETIPUATHOE, OH UILET PUYMHBI, KOTOpbIE IOATBEPAAT €r0 HEJOBOJIBCTBO. DTa CBA3b MEK/1y Tejec-
HBIM OIIBITOM U OIIEHKOH M3BECTHA JAaBHO, M €€ JIerKO POBEPUTH Ha ceoe.

ITponaser, KOTOPBIi MIOHUMAET POJIb OLLYIIEHUI, MOXET IPEJOCTABUTD KJIIMEHTY BO3MOKHOCTb
MOYYBCTBOBAThb MPOAYKT. [laiite noaepxath, OTKPbITh, IONPOOOBATh, TPOBEPUTH TOH MM MATKOCTb.
He Toponutech 00bACHATH, YTO UMEHHO Bbl UyBCTBYETE, ITyCTh 3TO c/enaeT KiueHT. Korna oH roso-
PUT «J1a, YJOOHO», BbI MIOJTyYaeTe JaHHbIe, KOTOpbIE He BBIPA3UTh B TaOuue. OLrylleHne CTaHOBUTCS
apryMeHTOM, II0TOMY YTO KJIMEHT CaM €ro BbIOpaJl.

BaxHO ¥ TO, YTO SMOLM MOKET OBITh HE TOJIBKO MOJIOKUTEBHOM. VIHOTIA KJIMEHT UCTIBITHIBAET
TPEBOI'Y MPH BUJE BEIIU: KAXKETCS CIOKHOM, TPOMO3JKOM, HE3HAKOMO. DTa TpeBora Toxe UHQpop-
Manysi. OHa TOBOPUT, UTO YEJIOBEKY HYKHO OOJIbIlIe IOHUMAHUS, ITPEk/Ie YeM OH ITOYYBCTBYET ceOsl
yBepeHHo. [Tpoaser MoxkeT NoMOYb, TOKa3aB MPOCTOM NepBblIii 1ar, 00bSICHUB, YTO BHYTPH YCTPO-
€HO IPOCTO, WJIH MPEAJIOKUB MPOUTH Oa30BbIN CLieHapuil BMecTe. TpeBora CHUXXaeTcsl, Korja Mnosis-
JISIETCS OIBIT.

[Mone3Ho 3ameyars ¥ OOpaTHHINA XOJI: MHOI/IA YEJIOBEK CHayasla MPUHUMAET peleHre Ha SMO-
IIMY, @ IOTOM HINET JOBOJIBI, KOTOPbIE €ro OOBSCHAT. DTO He OOMaH M He ClIadOCTh, TaK YCTPOESHO
OOJBIIMHCTBO BEIOOPOB. [1ponaBity He HyXKHO JIOMaTh 3Ty MOC/IEI0BATeIbHOCTb. [JOCTaTOYHO MOMOYb
YeJIOBEeKY IPOBEPUTh, HACKOJIBKO JJOBO/IBI BBIIEP)KUBAIOT €r0 COOCTBEHHBIE LIEHHOCTH.

Taxkas mpoBepKa 3BYy4UT POCTO: «YTO AJIs1 BaC B 3TOM BbIOOpe BaxkHee Bcero? UTo BbI XOTENH
Obl, YTOOBI ITO pelIeHre Jajo yepe3 roa?» OTBEThl MOKa3bIBAIOT, AEPKUTCS JIN pelieHne Ha YCTOM-
YMBOM OCHOBaHMH WJIM HA MMHYTHOM NOpbIBE. B epBoM cityyae npojiasily OCTaéTcsi IOMOYb C JieTa-
JISIMH, BO BTOPOM - YECTHO MPEJIOKUTh BpeMsl OLyMaTh.
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MepBoe obbsACHeHune

[lpoBepKa [O0BOAOM

PelueHue, KOTOpoOe KJIMEHT MOXXEeT 3allUTHUTDb

MmeHHO mo3ToMy pasyMm 4yacto O6epércs 3a paboTy yke rmocje pelieHus. Pa3ym He HeWTpasieH.
OH uIIeT 10BOJIbI, KOTOPBIE TIOATBEPAST TO, UTO YK PEIICHO, M 9aCTO He 3aMedaeT MPOTHBOPEYaIIuX
(bakTOB. DTO sABJICHNE HA3BIBAIOT MPEIB3SITOCTHIO MOATBEPKIeHUS. YeIoBeK, KOTOPHIA XOUeT KYITUTh
JOPOTOM TEJICBU30p, OBICTPO HAXOOUT OT3BIBBI O €r0 KauecTBe W TMOYTH He oOpaIriaeT BHUMaHUs Ha
*kaoosl. TOT, KTO COMHeBaeTcsl, HA000POT, IETUISeTCS 3a JTI0O0N HEJOCTATOK | JIeJaeT U3 Hero IJ1aB-
HBII BBIBOII. B 000MX ciydasix BEIOOp onpenessercs: He 0ObeKTHBHOW KAPTUHOM, a TeM, UTO YeJIOBEK
XOUET YBHUJICTb.

10 OOBACHSET, MOYEMY CIIOPBI O XapAKTEPUCTUKAX TaK PEIKO MPUBOAAT K COIIacHio. Bel ipu-
BomuTe (haKT, KJIMEHT HAXOIUT KOHTPAPTYMEHT, U pa3roBOp MpeBpaiaeTcs B epeTsAriBaHue KaHaTa.
Ecnu xe BBI 3a/1a€Te BOIPOC O TOM, UTO JIJIS1 KJIMEHTa BaKHO, OH CaM HAUYMHAET MCKATh JIOBOJIBI TIO]T
CBOM 1IeHHOCTH. Toraa nmpeaB3sTocTh padoTaeT Ha Bac: YeJIOBEK MITIET OATBEPIKIEHHE TOTO, UYTO eMy
JEUCTBUTEIHHO HYKHO.

[Iponasen, KOTOPbIN UCMONB3YET 3Ty OCOOEHHOCTh, HE MAaHWITYJIMPYET, a TIOMOTaeT KJIMEHTY
CMOTpeTh Ha (haKTHl Yepe3 ero CoOCTBeHHBbIe IeHHOCTU. Hampumep, ecim ajsl denoBeka BakHa
HaJIEKHOCTh, OH OyleT BHUMate/lbHee OTHOCHThCS K MH(MOpPMAIMK O TapaHTHH W cepBuce. Ecim
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Ba)KHA SKOHOMHUs1, OH Oy/IET CUMTATh pacXofibl Ha 0OCTyKMBaHKE. 3a/1aua MPOAABIIA - TOKa3aTh, KAKUe
(bakTBl OTHOCATCS K IJIABHOMY JUISl KJIMEHTA, ¥ HE OTBJIEKATh €ro0 BTOPOCTENIEHHBIMU JIETAISIMH.

[NepBas mugpa, KOTOPYIO YCIBIIINT KJIUEHT, 321a€T eMy opreHTUp. OIHA U3 CaMbIX M3BECTHBIX
0coOeHHOCTeH MbIIILIeHus - 3 deKT saxrops. [IlepBoe YuCI0, KOTOpOE YeTOBEK YCIIbIIIA WA YBUJIE,
CTAQHOBUTCS TOUKOW OTCUETA, OTHOCUTEIbHO KOTOPOW OH OLIEHUBAET Bce mnocienylommue. Ecim cHa-
Yajia 1nokas3arb OYeHb JOPOTof BapHaHT, CPEAHUI KakeTcs pa3yMHbIM. Eciii cHavasa Ha3BaTh HU3-
KyIO LIeHy, Jo0as 6ojiee BbICOKAsi CyMMa HauMHAET 3ByYaTh Kak reperuiata. 1ot 3(pgeKT padoTaeT
HE3aBUCHMO OT TOTO, HACKOJIBKO PAIMOHAJICH YeJIOBEK, M €ro TPYAHO OOOMTH MPOCTBIM KEJIaHUEM
OBbITH OCTOPOKHBIM.

JI71s1 mponaBLa SIKOPb - MHCTPYMEHT, KOTOPBIM HYKHO TMOJIb30BaThCsI YeCTHO. MOXHO HavaTh C
OIMCAHUSI TOTO, YTO KJIMEHT JEUCTBUTEILHO XOUET MOMyUYUTh, U TOJIBKO TIOTOM Ha3bIBaTh BAPUAHTHI.
MO’XHO MOKa3aTh HECKOJIBKO BApPUAHTOB B MOPS/IKE OT CaMOro IOJIE3HOr0 K CAaMOMY BHITOJHOMY, a
He HaoOopoT. Henb3st HamepeHHO BBOAMTH B 3a0TyXkJeHUE, Ha3bIBasl 3aBEJOMO 3aBBIILICHHYIO LIEHY,
YTOOBI 3aTeM U300paxarh MEAPOCTb. KIMEHTh YyBCTBYIOT TaKHe YJIOBKH, M JOBEPHE PYIIUTCS.

WHorna sikopeM CTaHOBUTCS TO, YTO KJIMEHT yxke 3HaeT. OH MOMHUT, CKOJIBKO CTOMJIa CTapast
MOIeJTb, KaKylo IIeHY Ha3Bajl 3HAKOMBIH, YTO HAIMCAHO B peKjiame. DTOT BHYTPEHHUN SKOPb MOKET
OBbITh HETOUYHBIM, HO OH BJIMsIeT Ha Bocnipusitie. Ecii pongaselt 3aMedaeTr ero, OH MOKET aKKypaTHO
MIOMHTEPECOBATHCS: «A CKOJIBKO Bbl OXKUAATM 3a1IaTUTh?» OTBET MMOMOXET MOHSATh, C YeM CPaBHU-
BaeT KJIMEHT, 1 OObSCHUTH Pa3HUILY HE Ha IyCTOM MecTe.

[NoTepu 1 BBIUTPHIIIN OLIYINAIOTCS MO-pasHoMy. EmE onHa BaxkHas 0COOEHHOCTD - aCUMMET-
pYsi MEXy TIOTEPSIMU M BBIUT phIiaMHu. JII0[11 IepeXuBaloT NOTEPIO CUIIbHEE, YeM paayIoTCsi pABHOMY
npuoOperenuio. [lotepsaTs nAThCOT pyodiieit oOuaHee, 4eM 00pai0BaThCsl HAMJEHHBIM ISTUCTAM. DTO
CBOICTBO TIOMOTAET MOHSTh, TIOYeMY KJIMEHTHI TaK OOSITCS MEePeIuiaTuTh U MoYeMy OHU TOTOBBI Tpa-
TUTh BpeMs Ha TIOMCKU CKUJIKM, HO HE CIIeIaT MOKYyMaTh TO, YTO Mojie3HO0. PaccTaBaHue ¢ AeHbramu
BOCIIPUHUMAETCS] KaK MUHYC, JIa)Ke €CJI B 0OMEH MbI TIOJTy4aeM HYXKHYIO Belllb.

[Tponaser MOKET yUUTHIBATh 3Ty OCOOEHHOCTH, He MpeBpalias e€ B qaBjeHue. Ecium Bbl roBo-
puTe o BBIrozie, e€ rmone3Ho (hopMyarpoBaTh Kak u3bderanue norepu. He «Bbl MoMyunTe SKOHOMUIO»,
a «BbI TIEPECTAHETE TEPSATh BPEMsI HA pEMOHT CTaporo». He «BbI momyunte Gosblie (PyHKIHIi», a «Bb
He Oy/ieTe BhIHYXKIEHBI IIepe/iesIbIBaTh padoTy MOCie KakA0ro OOHOBIEHUs». Takue (hopMyTHpOBKH
3ByYar YeCTHO, IOTOMY YTO OMNKCHIBAIOT PeaibHYI0 MpoOJeMy KJIMEHTa, KOTOPYIO OH YK€ MCIbITHI-
Baer.

OpnHako 311ech BaXkKHa OCTOPOKHOCTh. Eciu myrath noTepsiMu, KIIMEHT HAUYMHAET 3aIUIIaThCS,
Y pa3roBOp CTAHOBUTCS TsDKENBIM. Jlyullie cHavYasa mpu3HaTh, YTO MOTEPH yKe MPOUCXOMAT, U CIIPO-
CUTb, HACKOJIbKO OHM Oy THMBI. EC/TM KJIMEHT cam Ha3bIBaeT MoTepH, MPoJaBel] MOKET OKa3aTh, Kak
MPOIYKT UX yMeHbInaeT. Toraa crpax norepu padboTaeT Ha pellieHre, a He IPOTHUB YeJIoBeKa.

OTHoleHe K JeHbraM 3aBUCUT U OT TOTO, KaK OHU Pa3JIoKeHHI 1Mo nosikaM. Jlioau He aepxkart
JEHBI'W B OIHOM OOIIeM Koleibke. B ronoBe y Kak[Ioro ecTb HECKOJIBKO MBICIIEHHBIX CUETOB: Ha
eqy, Ha OT/BIX, Ha JIOM, Ha MOJIAPKH, HA «ITOOBI HE XKaJleTb». [JeHbrM ¢ OHOTO cYETa KaxKyTcs Oosnee
TPATUMBIMH, YEM C JAPYTOro, XOTs B peaIbHOCTH OHU ONUHAKOBBI. [109TOMY YesioBeK JIerko moTpaTur
MIPEMUIO Ha YTO-TO MPUSTHOE, HO OyIET JOJTO yMaTh, CTOUT JIU TPATUTH Te ke AEHBI'U Ha MOJIe3HYI0
Belllb [Uis1 ioMa. [IoHMMaHue 3TUX CYETOB MOMOTaeT OObSICHUTD, TIOYEMY OfIHA U Ta e IIeHa BOCIIPH-
HUMAETCsl TI0-Pa3HOMY B Pa3HBIX KOHTEKCTax.

[Tponaser MOkeT MOMOYDb KJIMEHTY OTHECTH TIOKYIKY K Hy’)KHOMY cu€ry. Ecu Bemp kacaercs
3I0POBbs, €€ Jierdye BOCIPUHSTH KaK pacxoj Ha 3a00Ty o cebe. Eciin oHa momMoraet paboTe, 3T0 MOXeT
OBITh MIHBECTHUIMSI, KOTOpast oKynuTcsl. Eciii oHa 1151 cemMbH, €€ MOKHO COOTHECTH € O0IIUM 010 Ke-
TOM Ha JIoOM. BaXHO mpy 5TOM He BBOOUTH KJIMEHTA B 3a0JysKIeHre, oIO0rpasi HauboJiee BBITOAHYIO
Kateropuio. YecTHBIN pa3roBop o0 TOM, K YeMy OTHOCSITCS J€HBI'M, TIOMOTaeT MPUHSTH pelieHne 6e3
YyBCTBA BUHBI.
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MeHTasibHbIe cUyeTa TaKke OOBSICHSIOT, IIOUeMY JIIOIM OXOTHO TEeperuiaunBaioT 3a yI0OCTBO B
OfTHOM chepe ¥ SKOHOMSAT B Apyrou. TOT, KTO He cuMTaeT Kax Ayl KOMEHKY Ha MPOIyKTaX, MOXET
JI0JITO BBIOUPATH AENIEBYI0 MeOeb s Aoma. ToT, KTO TpaTUT MHOTO Ha OfIeXk Ty, MOKET He 3aMeuarhb
MEJIKMX PacXoJoB Ha 0OCTyKMBaHUE. 3aqaya MPOJaBIa - He OCYKAaTh TaKKe pa3iMuusl, a IOMOYb
YeJIOBEKY YBHUJIETh, I7Ie er0 ICHbI'W PadOTaIOT JIydIlie BCEro.

Pemenue PE€AKO NPUHHUMACTCA B OOMHOYKY, JAKE KOrJa KaXETCA, YTO ITO TakK. MH1 yacrto
pelaeM, onMpasich Ha TO, YTO JENAOT Apyrue. ECIM HeCKOIbKO 3HAKOMBIX TOJTB3YIOTCS OMpe/Ie/EH-
HBIM TIPOIYKTOM, OH KaxkeTcs HajgxHee. Ecim B MarasuHe MHOTO JIiofiel BO3JIe OTHOM TIOJIKH, BO3-
HUKaeT JKeJIaHUe MOHSTh, YTO TaM TaKOT0. DTO CBOWCTBO HA3BIBAIOT COLMAIBLHBIM JJOKA3aTeILCTBOM,
¥ OHO padoTaeT Jaxe Torjaa, Koraa Mel camu cede B 9TOM He mpusHaéMcs. OT3bIBbI, peKOMEH IAINH,
WCTOPHUH JOBOJIBHBIX KJIMEHTOB - BCE 9TO ONMUPAETCS HAa TAKOE JI0Ka3aTeIbCTRO.

JIst mponaBiia BaxKHO MCIIONh30BaTh COLMANIbHBIC JIOKA3aTeIbCTBA YECTHO. PeallbHbIe OT3bIBHI,
HACTOSIINE PEKOMEH/IAINH, TTOKa3aTeIl, KOTOpble MOXKHO MPOBEPUTH, PA0OTAIOT CUJIbHEE JIIOOBIX
I'pPOMKHUX CJIOB. dajbIMBLIE OT3LIBBHI U BBIIYMAHHBIEC UCTOPUU HE TOJIBKO 3aIllPCIICHbBI BO MHOI'MX
CTpaHax, HO ¥ OBICTPO PACKPHIBAIOTCA. A PACKPHITHIA OOMaH pa3pyIiaeT J0Bepue KO BCEMY, UYTO KOM-
nanus Tooput. [losTomy nydinie coOrparh U MOKa3blBaTh TO, YTO €CTh HA CAMOM Jiejie, Aake eCiu
9TO CKPOMHee, YeM XOTeJIOCh Obl.

CornmasipHble JI0Ka3aTesIbCTBa TaKKe MPOSIBIISIIOTCS B JIEJIOBOU cpejie. 3aKyMIIUK YacToO XOUeT
3HaTh, KTO yKe padOTaeT ¢ MOCTABIIMKOM, M KaK¥e Y TOro pe3yibTaThl. EMy BaKHO, UTO pelleHue
He OyeT SKCIeprMEeHTOM, a OMUPAETCs Ha OMBIT Apyrux. [TpomaBer MoXeT MpeyIoKUTh TTO3HAKO-
MUTBCA C KIIMEHTAMU, KOTOPBIC COIVIACUJIUCH ITOACTIUTBLCSA OIILITOM, WMJIM ITOKA3aTh IIPUMEPLI BHEIPEC-
HU1, KOTOPBIE TTOXOKH Ha 33a4y KJIMeHTa. DTo paboTaeT JIydllie, 4eM oOIIIre 3aBepeHHUsI O Ka4ecTBe.

Emé cunpHee Ha BHIOOP JEWCTBYET OIIYIIEHUE, YTO BOZMOKHOCTh CKOPO 3aKpoeTcs. EcThb ermé
OZIMH MOIIIHBIA TPUEM MBILIUIEHHS: Mbl OCTPEE pearupyeM Ha To, YTO MOXKET UCUe3HYTh. OrpaHuyeH-
HBIT TUPAX, TIOCJICTHUE SK3EMIUISAPBI, PEIIOKEHUE, KOTOPOe JIEHCTBYET JIO KOHIIA HefIe I, CO3al0T
OlIyIIIeHHe CPOYHOCTU. VIHOrIa OHO OMpaBIaHO: TOBapa JIEHCTBUTEILHO MAJIoO, MPEIJIOKeHUE Iei-
CTBUTEJIBHO 3akaHumBaercsa. Ho yacto CPOYHOCTb MCKYCCTBEHHAA, U KJIMCHT 9TO YYBCTBYCT. TOF)IEI
BMECTO pEIlieHUs] BOBHUKAET pa3fpaxeHre, a JOBEepre K MPOIABIy CHUKACTCS.

YecTHbIl TIOAXOM K ASPUIUTY - TOBOPUTH O HEM TOJIBKO TOT/A, KOIJa OH peajieH, U 00bsiC-
HATH TIOYeMy. «B 3TOi KOMIUIEKTAIUK OCTAJIOCh TPU IK3EMIUISAPA, IOTOMY UTO IMPOU3BOIACTBO Orpa-
HUYEHO» 3BYUYHT YECTHO U MOHATHO. «CIiemmTe, mpeaiokeHne CKOpo 3aKOHYHTCS» 0e3 PUYMHbI
3BYYHT Kak JiaBjieHre. KireHT caM peruT, HaCKOJIbKO BaJKHO YCIIeTh, €CIIM 3HAET peaslbHyI0 KapTHHY.

CpoYHOCTh TaKkXke IMoJie3Ha, KOrJja OHA CBsI3aHa C 3ajavyel KJMeHTa. Ecim ycTaHOBKa HOBOTO
000pyIOBaHMS JIOJKHA OBITH CeJaHa IO KOHIIA KBapTasia, 3TO PeabHBIN CPOK, M O HEM CTOUT IT'OBO-
puth. Torma cpoYHOCTh TIOMOTaeT YeJIOBEeKY He OTKJIAIbIBaTh BaXKHOE, a HE CO3/IAET JIOKHOTO OIIIy-
IEHU A CIICIIKHA. Pa3HI/ILIa B TOM, YTO CPOYHOCTb POKAACTCA U3 KU3HU KIIMCHTA, 4 HC U3 KCJIaHUA
MPOJIaBIIA MMOTOPOITUTb.

Uro u3 3toro cienyer s npopaasia? [loHMMaHre MeXaHM3MOB MBIITUICHUS HE JaéT MpaBa
yIpaBiATh MoasMu. OHO TaET BO3MOXHOCTh HE MeIaTh UM JTyMaTh. Eciii Bbl 3HaeTe, 4TO IMOIUS
MIPUXOUT TEPBOM, BBl OyJeTe JaBaTh KJIMEHTY BpeMsl MOYyBCTBOBaTh MpOAyKT. Ecnu 3Haere mpo
MPEB3ATOCTh MOATBEPKACHUS, Oy/ieTe 3a/laBaTh BOMPOCH O IIEHHOCTSX, a He CIOPUTh O (pakTax.
Ecim nomuunte ITpO AKOPb, 6yneTe IMOKa3bIBATb BAPUAHTBLI YECTHO U B ITIOHATHOM IIOPAJIKE. Ecm y4au-
THIBACTE ACUMMETPHIO TOTEPb, Oy/IeTe TOBOPUTH O peasibHBIX MpodieMax KJIMeHTa, a He TyraTh.

I'maBHbIA BBIBO/] B TOM, YTO pa3yM U SMOLINN pa60Ta10T BMCCTEC, U IOIBITKA ITPOTUBOIIOCTABHUTH
uX BeZIET B TynmuK. [Ipomaseri, KOTOpbIN yBaxaeT 00a, TOBOPUT C KIIMEHTOM Ha SI3bIKE, KOTOPbINA TOT
nonumaeT. OH 1aét (akThl, HO He 3a0bIBaeT Tpo omryineHusA. OH yBakaeT JIOTUKY, HO He TpeOyerT,
YTOOBI pelieHre ObUIO TOJIBKO JIOTMYHBIM. Takoi TMOIXof JejaeT TMOKYIKY pellieHreM, ¢ KOTOPhIM
YeJIOBEK MOXKET KUTh, a He UMITYJIbCOM, O KOTOPOM OH JKaJleeT.
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['myGxe Bcero pasyM onmpaeTcsi Ha TO, UTO 4esloBeKy foporo. Eciu pa3ym uiner orpaBaanus,
TO 32 ONPaBAAHUSAMU OOBIYHO CTOSIT IEHHOCTH. YelloBeK MOKET He (pOpMyIMpOBaTh MX, HO OHU OIpe-
JEJISIIOT, KaKhe JJOBOJIbI MOKAXKYTCSl eMy BecOMbIMU. OJJUH IIEHUT CIOKOMCTBUE U MIPEJCKa3yeMOCTh,
MO3TOMY BHIOEpET IPOBEPEHHYIO MOJIENTb, [Jake €CIM HOBasl JIydllle B OTIEJbHBIX apamerpax. [py-
TOU TIEHUT BO3MOXHOCTH TOIPOOOBATh HOBOE, IMOITOMY OXOTHO BO3BMET HENPOBEPEHHBIN BapUaHT
panu untepeca. TpeTuil IEHUT CTaTyc U MpU3HAHUE, U JIs1 HEro BaXKHO, KaK Bellb BHIVISAUT U YTO
CKaXyT oKpyxkatoiue. [ITonnManue 1IeHHOCTel oMOoraeT MpoAaBIly He CIIOPUTh O BBHIOOpE, a TOBO-
PUTD C KJIMEHTOM Ha €ro sI3bIKe.

ennoctu penko 3asBisioTcs NpsAMO. Yallle OHM MPOCTYNAIOT B CIIOBAX, KOTOPbIE YEIOBEK
MOBTOPSIET, B TOM, YTO OH XBaJIMT WU KPUTUKYET, B UCTOPUSIX, KOTOPbIe paccKasbiBaeT. Eciu Kim-
€HT MHOTO TOBOPUT O TOM, UTO HE XOUYET BO3UTHCS, €r0 [IEHHOCTh - IIPOCTOTA ¥ 9KOHOMMUSI BPEMEHH.
Ecnmu oH pacckasbiBaeT 0 TOM, KaK JIOJTO BHIOMpPAT M U3yvasl, BO3MOXHO, IJIsI HETO BaXXHBI ICHOCTDb
Y YBEPEHHOCTb B MIPABUJIBHOCTH pellieHrst. BHUMaTeIbHbIN TpogaBell COOUpaeT 3TH CJIOBA U CTPOUT
MpeyIoKeHNe BOKPYT HUX.

BaxHO He HaBsA3BIBATH KJIIMEHTY CBOM IIeHHOCTHU. [TpoaBer] MOXeT JIIOUTh TEXHOIOTHH, 8 KJTH-
eHT - IIEHUTh MPOCTOTY. Eci mpopaBel; HAYHET JI0Ka3bIBaTh, YTO HOBast (DyHKIMS HEOOXOAMMA, OH
OyleT TOBOPUTh O CBOEM, a He O KJmeHTe. Jlydie crpocuts, YTO AJisl YelIOoBeKa BakHee BCEro, U
MIPUHSATH OTBET, JJa)Ke €CJIM OH HE COBIMAAAET C BallMM BKycoM. Torna pa3roBop CTAHOBUTCS COIO30M,
a He KOHKYpEHIIUe! B3IJISA0B.

IleHHocTn Takke MEHSIOTCS BMECTe C XM3HbIO. Monogas ceMbsl 4acTO LEHUT SKOHOMHMIO,
MOTOMY UTO OIOJKeT orpaHuyeH. Yepe3 HECKOJIBbKO JIET Ha MIePBOE MECTO MOKET BBIUTU KOMQOPT,
MOTOMY UTO TIOSIBUJIOCH OOJIbIIie Bo3MOkHOCTel. [TpoaBer], KOTOPBIA MOMHUT 00 STOW JAUHAMUKE,
MOJKET MPeIOKUTh Pa3Hble BAPUAHTHI [J1s1 PA3HBIX TANOB KU3HU KJMeHTa. IHOraa camblil JTydImii
OTBET - He MPOJaTh ceiuac A0poroe, a MoMovb BHIOPATh TO, YTO OyAET MOJIE3HO Yepes3 rofl.

BriBaloT 1 cOMHeHus1, KOTOpbIe MOMOTaloT, a He MealT. COMHEHHE 4acTO BOCIIPUHUMAETCS
KaK TIPEMsATCTBUE, HO OHO MOXET OBITh MoJIe3HbIM. YeoBeK, KOTOphIii COMHEBAETCS, TyMaeT, CpaB-
HUBAaeT u npoBepsieT. Eciu oH pemmtcs, ero BeIOOp OyeT 0OCO3HAaHHBIM. 3a/1a4a MPOJIaBIia He B TOM,
YTOOBI YCTPAaHUTh COMHEHHE JII0OO0M LIEHOM, a B TOM, YTOOBI C/IeNIaTh ero KOHCTPYKTUBHBIM. COMHe-
HUE CTAaHOBUTCS TOJIE3HBIM, KOTJ]a Y HETO €CTh KOHKPETHBIN MPeIMET, a HEe Pa3MBITHIN CTpax.

YroObl MpeBpaTUTh COMHEHUE B BOIPOC, MOJIE3HO MOMPOCHUThH KJIMEHTa Ha3BaTh, YTO MMEHHO
ero cMyiaer. «Bel coMHeBaeTech B HAIEKHOCTU WM B TOM, TIOIOMIET JIU BEIlIb MO/ Ballly 3aa4y 7»
Takoii BOITPOC MepeBOANT TYMaHHOE YyBCTBO B IPEAMETHYIO ITPOOIeMy, KOTOPYIO MOKHO IIPOBEPUTD.
Ecnu comHenmne kacaercst HaIEKHOCTH, TTOKAKUTE JTaHHbIE O FApaHTUU, UCTILITAaHUSIX, cepBuce. Eciu
COMHEHHE KacaeTcsl 33/1a4M, BEPHUTECh K Pa3roBOPY O TOM, KaK KJIMEHT OyJeT UCIOJIb30BaTh Bellb.

MNHoraga coMHeHre roBOpUT O TOM, UTO pellIeHue enleé He co3pesio. Toraa jgyuiie He JaBUTh, a
JaTh BpeMsl, OTIIPABUTh MaTepUasibl, HA3HAYUTD CIIeAYIOIIMI pa3ropop. MIHOrAa OHO rOBOPUT O TOM,
YTO MPOMYKT JISHCTBUTEILHO He MOAXOIUT, M TOTJIAa YECTHBIN OTBET - CKa3aTh 00 3ToM. KitneHt, koto-
PbIil YCIIBIIIIAT TAKOM OTBET, YacTO BO3BpAIlAETCs MO3kKE, IOTOMY UTO €My He MPOAAIM TO, YTO HE
HyXHO. COMHEHMe, KOTopoe ObUIO YBaXEHO, IPEBPAIACTCS B JOBEpHE.

EcTb 1 TpeTuii BapuaHT: COMHEHHE OTHOCUTCSI K CaMOMY Tpolieccy NpuHsTUs perienus. Kiu-
eHT OOUTCs, YTO HE CMOXKET OIEHUTbh, UTO BBIOpaTh. OH MPUBHIK, YTO IMPOAABIIEI TOBOPST HA TEXHU-
YECKOM SI3bIKE, U YyBCTBYET ceOsl IITyTo0. 37eCh [IOMOTraeT MPOCTOM SI3bIK ¥ TOTOBHOCTB OOBSICHSTH 03
cHUCXOXJIeHus1. Korja yenoBek MoHMMaeT, 4TO MOXET pa30o0paThCsi, COMHEHHE TePsIeT CUITY, TIOTOMY
YTO MUCYE3aeT OIyIIeHre OECTIOMOIITHOCTH.

N3 3TOro BhITEKAET HECKOJBKO MPOCTHIX OPUEHTUPOB. M3 BCEro CKa3aHHOTO MOKHO C/IEaTh
HECKOJIbKO BBIBOJIOB, KOTOpBIE MPUTOATCS B pasroBope. [lepBblil: qailTe KJIMEHTY BO3MOXKHOCTD
MOYYBCTBOBATh MPOAYKT A0 TOTO, KaK Mpeiarath 00bsiCHeHUsI. BTopoii: cnipammmBaiTe o eHHOCTSIX,
a He TOJIbKO O mapamerpax. TpeTuil: Mmoka3bIBaiiTe BapUaHThl B MOHATHOM TOPSIAKE U HE MpsubTe
TOYKY OTCU€Ta. YeTBEPTHINA: TOBOPUTE O TIOTEPSIX U MTPoOIeMax, KOTOphIe KIIUEHT yKe UCTILITHIBAET, HO
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He myraiire. [1aTbiil: ucnonp3yiTe colMasbHble 10Ka3aTelbCTBa ToIbKO HacTosmme. llecroit: roso-
puTe O CpoKax U JepuIKTe, TOJIbKO €CIM OHU PEasIbHBI.

ITH BBIBOABI HE TPEOYIOT CrielMaIbHbIX 3HaHUNA. OHM TpeOyloT BHUMaHUs U yecTHOCcTH. [1po-
JaBell, KOTOPbIH MPUMEHSIET UX, HE BBIIVISAUT MaHUITYJISITOPOM, ITIOTOMY UYTO €r0 AEUCTBUS IOHATHBI U
OTKPBITHL. KJIMEHT BUINT, YTO C HUM Pa3roBapyuBalOT BHUMATEIbHO, M 9TO CHUKAET 3AIMTHYIO peak-
mio. Pasym nepecTtaér cpaxarbcsi ¢ SMOLIMEN M HAUMHAET paboTaTh BMECTE C HEl.

He Bcsikuit BHIOOp epxuTcsi Ha yyBcTBaX. ECTh cUTyaluu, B KOTOPBIX pallMOHAJIbHBIE apry-
MEHTBI PetIaloT MoYTH BCE. 3aKyIKa CJIOKHOTO 0OOpPYIOBaHHUS JIsl IIPOM3BOACTBA, BHIOOP MOCTaB-
IIMKA 17151 OOJIBIIOTO MPOEKTA, PEellieHUe O MOKYTIKE JIEKapCcTBa UM MEJUIIMHCKOTO arnmnapara. B Takux
ClTyyasix SMOLIMU TOXe MPUCYTCTBYIOT, HO pelIeHHEe I0JKHO BblIEpKaTh MPOBEPKY (pakTamu, 1ud-
pamvu u iocnieicTBusiMu. [Ipogasent, KOTOphI padoTaeT B 3THX chepax, TOKeH ObITh TOTOB K JIeTalTh-
HOMY pasroBOpy ¥ TOUHBIM OTBETaM.

Jaxe 31ech sMoIMy He ucue3aioT. VIHkeHep, KOTOpbIid BHIOMPAET /IeTalb, XOUeT ObITh yBEPEH,
YTO HE MOABEAET KOMaHy. Bpau, KOTOpBI BEIOMpAET armapar, Xo4eT ObITh YBEPEH, YTO He HABPEAUT
nanueHTy. PykoBoauresb, KOTOpBIN BHIOMpPAET MOCTABIIMKA, XOUET OBITh YBEPEH, UTO €r0 HE BHICTABSIT
HEKOMIIETEHTHBIM II€PEZ] COBETOM AUPEKTOPOB. [ToaTOMY pasroBop o ¢akTax AOIKEH YUUTHIBATH ITY
SMOLMOHAJIBHYIO MOJOIUIEKY: MOKA3bIBaTh HE TOJIBKO UU(PBI, HO U TO, KaK OHU 3aLUILIAIOT YeJOBEKa
OT HETIPUSTHBIX [OCIIEACTBU.

Wrtak, pasym uuier onpaBaaHue, HO OH He KUBET B BakyyMe. OH onMpaercsi Ha 4yBCTBa, Ha
OIBIT, HA LICHHOCTH U Ha COLIUAJIbHBIN KOHTEKCT. [IpoaBel, KOTOphlii IOHMMAET 3TH CBSI3H, IEPECTAET
BOEBATh C KJIMEHTOM M HAYMHAET MOMOraTh eMy JyMaTb. A 3TO M €CTb IVIaBHas 3a7adya XOPOILLIETo
pasroBopa o MOKYIIKE.

[TocnenHee yrouHeHue Kacaercsl caMoil poJid apryMeHToB. Pa3ymMHble apryMeHTbl BaXHBbI, HO
OHM padOTAaIOT TOJNBKO TOT/A, KOrJa KJIMEHT TOTOB X MPHUHATH. [Ipogasel, KOTOphIi 3ackimaeT code-
CEIHUKA JIOTMKOM, BHI3BIBAET 3AIUTHYIO peaklyio. YeloBeK HaYMHAET MCKaTh OIMIMOKY B KajKIOM
JOBOJIE, IaXke B Te€X, KOTOPBIE COITIACYIOTCS C €0 UHTEPECaMHU.

[Tostomy pasymHast apryMeHTaIsi AOJKHA OBbITh CIIOKOMHOW M OTKPBITOM ISl TIPOBEPKHU.
[Tone3no ckazarb: «BoT 4TO MBI cuMTaeM, U BOT KaK Bbl MOXETE 3TO MPOBEPUTH». Takoi Moaxon
MIePEeBOIUT PA3rOBOP M3 CIIOPA B COBMECTHBIN aHaM3. KiMeHT mosydaeT BO3MOXKHOCTb camoMy yoe-
JWUTBCS, & HE TIOJUMHSATHCS 1yKOU JIOTHKE.
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I'maBa 5. XapakTepucTHKH, KOTOPbIe CTAHOBATCS KU3HBIO

XapakTepUCTUKU - 9TO sI3bIK MpousBoauTesi. OHM ONMUCHIBAIOT, KaK YCTPOEH MPOAYKT: MOIII-
HOCTb JIBUTaTEJNs, IVIOTHOCTh MaTepuaia, 4uciio siaep mporeccopa, TOMIMHA CTeHKH KaCTPIOd, CPOK
ciyx0bl Oatapeun. MHxeHepbl TI00AT 9TH LUMPBI, IOTOMY YTO B HUX €CTh TOYHOCTb U MOPSIOK. [l
OOMBIIIMHCTBA JIIOJIEH, OTHAKO, caMU TI0 ceOe Iudpbl HU4Yero He 3Hayar. YelloBeK He KUBET B MUpPE
napameTpoB. OH KUBET B MUpE CBOMX JIHEW, 3a7a4 M 4yBcTB. Koraa mpoaasell rOBOPUT TOJIBKO
Ha SI3bIKE XapaKTEPUCTHK, OH MOXOX HA MEePeBOJUYMKA, KOTOPbIN 3HAET BCE CI0BA, HO HE MOHUMAET
cMbicia. KJIIMeHT CABIIUT 1IyM U MBITAeTCS YraAaTh, YTO U3 ITOrO KacaeTcs ero.

BcnomnuTe, Kak Bl caMu MOKyIHaIU 4TO-To goporoe. Ckopee BCero, Bbl 3aJaBaJI BOIPOCHI HE
O TEXHOJIOTHSIX, a O TOM, KaK Belllb Oy/IeT paboTaTh B Ballel xku3HU. [1buiecoc ¢ MOITHOCTHIO ABECTH
BaTT 3BYUUT BHYLIUTEIHHO, HO Bbl XOTUTE 3HATH, CIIPABUTCS JIM OH C IIEPCTHIO COOAKU HA KOBpE U HE
NPUAETCS JIM TIepecTaBIsATh MeOesb, YToObl 100paThest 10 yrioB. HOyTOyK ¢ IBeHalaThio yacamu
padoTHI OT OaTaper Toke UHTepPEeCeH, HO Bbl ITpeficTaBisieTe ceds B Kade, rae HeT po3eTKHU, U AyMaeTe,
He MpUIETCS JIM UCKaTh MeCTO y cTeHbl. [lapameTp cTaHOBUTCS MOJIE3HBIM, KOI/Ia MpeBpaliaeTcs B
CLIEHY, KOTOPYIO YeJIOBEK MOXKET BOOOPA3UTh.

OTa pa3HHUIlAa 3aMETHA U B TOM, KaK JIOAU TOBOPST O MOKyMKax mnocie. CrpocuTe 3HaKOMOTO,
KaK eMy HOBBI TbLJIECOC, M OH HE CKaXeT «MOIIHOCTb ABECTH BaTT». OH CKakKeT «HAKOHEell-TO He
HaJ0 BBITACKMBATh TBLUIECOC W3 KJIAJOBKHM KaXblii Beuep» WM «COOaKa yke He CHUIUT Ha JMBaHEe
BECh JIeHb M3-3a IepCTH». XapaKTepUCTUKA caMa o ce0e OCTaIach Iie-TO B MHCTPYKIIUH, & B TIAMSTH
KMBET TO, YTO U3MEHWIOCHh B KU3HU. [IpofaBell, KOTOPbI TOBOPUT HA SI3bIKE KU3HU, NAET KIUEHTY
CJIOBA, KOTOPbIE TOT CMOXET IMOTOM MOBTOPUTb.
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1. HazBaTb NapaMeTp TOYHO

2. OBBACHUTbL, 4TO OH OenaetT

3| NMNoka3aTb, HTO MEHSAEeTCA OJiIA YenoBeKa

YtoOsl cenath 3TOT MEepexoj, He HYXKHO ObITh mucartesieM. [lepexon oT XapakTepUCTUKU K
KU3HH KJIMEHTAa COCTOUT U3 TPEX 11aroB, ¥ KaXx bl 13 HUX BakeH. CHavasa Hy)KHO Ha3BaTh MapameTp
TOYHO U Oe3 yKpallleH!it. 3aTeM OOBbSICHUTD, YTO OH JIeNIaeT Ha MpakTuke. M HaKoHell oKa3arh, 4To
9TO MEHSET JJIs1 YeJIOBeKa B ero KOHKpeTHoM cutyaruu. Harpumep, dpasza «Oatapest IepkuT aBeHa-
AlaTh 4acoB» cama 1o ceOe cyxas. dPpa3za «MOXKHO BeCh JieHb padoTaTh U3 Kade, He HIla PO3eTKY
1 He 6O0sICh, UYTO HOYTOYK BBIKJIIOUUTCS B CEPEIMHE BAKHOTO MMUChMa» PUCYeT KapTuHy. [locnenHsis
(opMysIMpOBKa He CJI0kHEee MepBOii, HO OHA TIONA/IAeT B YeIOBEKa, a HE B €r0 PacCy/IoK.

[MepBbIil miar Kaxercst MPOCTHIM, HO HA MPAKTHKE €ro YacTo mpomyckaiot. [Ipogaseir xoueT
OBICTPO MEPETH K BBITOJIE U HEe Ha3bIBaeT napameTp. KIIMEeHT CIIBIIINT «OueHb yI0OHO», HO He MOHHU-
MaeT, 4To MMeHHO ya00HO. [ToatomMy cHauasia HasoBuTe: «KperuieHre BCTpOEHO B KOPITYC, TIO3TOMY
npu cOOpKe He HYXHbI OT/E/bHBIE IeTain» . [IoToM 00BsicHUTE: «DTO 3HAYUT, YTO COOPKA 3aHUMAeT
MHHYT JI€CATh BMECTO MOJiyvaca». M TONbKO MOTOM MOKaxuTe mojb3y: «Eciu Bbl nepeesxkaere u
cobupaere MeOeJTb caMH, BbI He ITOTPATUTE Bevep Ha TIOMCKH HYXXHOTO O0JITa».

Bropoii 1miar TpedyeT HOHUMaHHMsI TOT0, KaK YCTPOEHO TO, 0 YéM Bbl roBOpHTe. OOBCHUTH MEXa-
HHM3M MPOCTHIMHU CJIOBAMU - TIPU3HAK BJIajieHUs MaTepraioM. Eciiu Bbl He MOkeTe OOBSCHUTD, YTO
JieNiaeT mapameTp, BO3MOXKHO, CTOMT YTOUHHUTh 3TO y MHKEHEPOB M BEPHYTHCS K Pa3roBOpy MO3XKe.
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KiuenT uyBcTBYeT, Korja npojasel ToBOPUT O TOM, YEr0 HE MIOHUMAET, U 3TO pa3pyllaeT JoBepHe
ObICTpee, ueM JIIo0oe pU3HAHUE He3HAHUS.

Tpetuil mar - caMplil TPYIHBIHA, IOTOMY YTO TpeOyeT 3HAHUSI KU3HU KJIMEHTA. 3[1eCh BaXKHO
3aJaBaTh BOIPOCHI U CIIyLIAaTh OTBETHI. EciM uenoBek kKUBET B MAJICHbKOW KBAPTUPE, MBUIECOC C KOM-
MAKTHBIM KOPITYyCOM MOKET ObITh BakHEe MOITHOCTH. Ecin y Hero 60IbIoil 10M, HA000pOT, BaxHee
IJIMHA IIHYpa ¥ KOJIWYeCcTBO HacaJoK. OJHa U Ta ke XapaKTepUCTHKA MOXKET UMETh Pa3HbIid CMbICI,
U Ballla 33/1a4a - HAlTU TOT, KOTOPBII MOAXOIUT UMEHHO 3TOMY YEJIOBEKY.

OO0pa3 neiicTByeT TaM, rie 1udpa octaéres mycToi. Jloau Jiydrre 3amoMUHAIT 00paskl, YeM
abcrpakumu. Korjga Mbl CIBIIIMM YKCIIO, MO3T MBITAETCS HAWTH IJIs1 HETO OTOpY, M €CJIU OTOPHI HeT,
YKCII0 OCTaETcs MycThiM. Koraa Mbl CIIBIIIMM MCTOPUIO WU CLIEHY, Mbl HEBOJILHO IIPOUTPHIBAEM €€, U
YacTh ITOTO ONbITA KaxeTcs: HaM cBoe. [loaToMy npojasell, KOTOPbIi yMeET ONUCHIBATh JEUCTBUSA U
OIIYIIEeHUsI, CO3/1aET y KireHTa 3¢ dekT npucytcTBus. Kak Oyaro oH yke mokasani, Kak Bellb pado-
TaeT JIOMa, Y KJIMEHTY OCTAETCs TOJIBKO PEIIUTh, XOUET JIM OH 3TOTO.

Criena MoxeT ObITh KOPOTKOM, HO TOUHOM. «BbI BO3BpalaeTech JOMOM, OTKphIBaeTe IBEPb, U
Belllb yXKe BKJIIOUYECHA, [IOTOMY YTO BBl TIOCTABWIIM €€ Ha Taiimep yTpom». Mim: «PeOEHOK caguTcs 3a
CTOJ, ¥ BBI OOJIBIIIE HE MIETE [Isl HErO MOAXOSIINI CTYII, TOTOMY UTO OH PETYJMPYETCS 32 MUHYTY».
Takue (ppassl He TpeOYIOT (haHTa3UM, IOTOMY YTO OMUPAIOTCS HA OOBIYHBIE IeCcTBUsA. KireHT sierko
npezcTaBiisieT ceOsl B HUX, 1 MMEHHO 3TO JIeJIaeT XapaKTEPUCTHUKY MOHSTHOM.

BasxHo, uToOHI crieHa Obuta ipaBauBoi. He cTouT ormuckiBaTh ujieaibHble YCIOBHSI, KOTOPBIX HE
obiBaeT. Eciit ycTpoiicTBO TpeOyeT mpuBbIKaHusl, cKaxkute 00 3tom. Eciu Garapest canutcst ObicTpee
IIPU XOJIOZIE, PACCKAKUTE, KaK C TUM KUTb. KJIIMEHT, KOTOPBIN YBU/IEN B CLIEHE TOJIBKO pail, HAUHET
COMHEBAThCsI, KOTJ]a peajbHOCTh OKaXeTcsl cokHee. YecTHas clieHa, B KOTOPOM e€CTb HeOOJIbIINe
TPYIHOCTH, 3ByUHUT yOeauTeabHee Oe3ympeqHou.

[Tonb3a nyyiie 3anioMUHAETCsA, KOrja B HEM BUIHA YecTHOCTb. [lonb3a goimkHa 1oKa3bIBaThCs,
a He TOJIBKO yTBEPKAaThcsl. ECM BB TOBOpHUTE, YTO MPOLYKT COKOHOMHUT BPEMsl, TIOJIE3HO OOBSICHUTD,
KaK MIMEHHO: CKOJIBKO 11IarOB MCYE€3aeT U3 MPOLIECcca, KAKOU 3Tall CTAHOBUTCS KOPOYE, B KAKOM MOMEHT
YeJIOBEK MEePecTaeT kaaTb. Eciu Bbl TOBOPUTE, UTO OH HA/IEKHBIN, PACCKAKUTE, KAK YCTPOEHO Kpell-
JIeHWe, YTO MPOBEPSIETCs P COOPKE, CKOJIBKO ITUKJIOB BhIIEPKUBAET AeTalb. KireHT noBepsieT KoH-
KpeTHKe Topasio Oosbllie, yeM rpuiararesibHeiM. ClioBa «JTydIii», «yHUKIBHBIN», «HAIEKHBIN»
6e3 OropbI 3ByUar MycTO U JIa)Ke HACTOPAKUBAIOT, TIOTOMY YTO MBI IIPUBBIKJIN, YTO UX TOBOPSIT BCE.

Jloka3aTeabCTBO MOb3bl MOKET OBITh MPOCTHIM. BO3bMUTE OOBIUHBIN JeHb KJIUEHTA W ITOCUH-
TalTe, CKOJIbKO BPEMEHH 3aHUMAET MPOLIECC celyac U CKOJIbKO MOXKET 3aHATh C BAIIUM PELIEHUEM.
Ecnu pasnuna 3amerHa, nokaxure e€. ECiiu HeT, YECTHO CKAKUTE, UYTO MPEUMYIIECTBO B JPYTOM.
KiueHT neHuT 4ecTHOCTh OOlbllie, YeM MpeyBeIndeHre, U TOTOB TIOBEPUTh B HEOOJBIIIYIO BBITOAY,
€CJIM OHa peasibHa.

WHorna nonb3a cBsi3aHa He C CaMHUM MPOAYKTOM, a C TeM, 4TO BOKpYr Hero. OOydeHue, noju-
AepXkKa, yIOOHBI CEpBHC MOTYT CejaTh Belllb MOJie3Hee, YeM e€ TeXHUYECKUE XapaKTePUCTHKH.
[ToaTOMy HE CTOMT OTAENATh NPOLYKT OT YCJIOBUI €ro UCHONb30BaHMsA. ECiM KJIMEHT crpallivBaer,
Kak OyleT MPOXOIUTh YCTAaHOBKA, PACCKAXKUTE HE TOJIbKO O TEXHHMKE, HO M O TOM, KTO MPHUIET, YTO
OyleT MpOBEPEHO M CKOJIBKO 3TO 3alMET.

Nuorma, HaoOopoT, meperpyxaiot. beiBaeT u oOpaTHast onroKa: mpoaaBer; O0OUTCS MPOMYCTUTh
BaXXHOE U niepevncisaeT Bee nogpsan. Kimenr ycraér, u ero BHuManue pacceinaercs. [Tamars He ynep-
’KMBaeT IBa/LATh NIAPaAMETPOB cpa3y, U B UTOTE€ OCTAIOTCS OAHO-[BA CIyYalHbIX CJI0Ba. XOPOIIUI
OPUEHTHP - TOBOPUTH O TPEX-YETBIPEX XapaKTEPUCTUKAX, KOTOPBIE IEIICTBUTEIBHO CBSI3aHBI C 3a/1a-
yeir yenoBeka. OcTajbHble MOKHO OCTaBUTH JUISL TeX, KTO CIIPOCHT. BrIOOp jeTaneir Toxe padboTa
MPOJABIIA: OH PELIAET, YTO CeMYac BaXKHO, @ UTO MOXKHO OTJIOKHTb.

ITO MOX0Xke Ha XOPOIIYIO SKCKYpcHIO. [ 11 He MoKa3bIBaeT BCE 3/1aHKe, a BHIOMPAET HECKOJIBKO
3aJI0B, KOTOPbIE paccKaxyT I1aBHOe. OCTalIbHbIE MOKHO OCMOTPETh CAaMOCTOSITENIbHO WJIM BEPHYTHCS
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no3xke. Tak 1 ¢ XapakTepuCTUKaMu: BHIOpaHHbIE AETAIH CO3/IAI0T IIeTbHYI0 KAPTUHY, a TIOJTHBIN epe-
YEeHb PACCHINAETCS Ha OTAEJIbHBIE yHKThl, KOTOPbIE HUKTO HE 3alIOMHUT.

[None3Ho 3apaHee MOArOTOBUTH [1sI ceOst KOPOTKHIA CIIMCOK U3 TPEX-YETHIPEX ITTaBHBIX CBOKCTB
MPOAYKTA, KaXJI0€ M3 KOTOPHIX CBS3aHO C OJHOW TUIHMYHOW 3ajavyel KiveHTa. Korma mosiBUTCSA
BOIPOC O JETAJISAX, BbI MOXKETE OTBETUTh TOUHO U KPATKO, a MOAPOOHOCTH JaTh MO 3ampocy. Takas
JOUCLMILIMHA TIOMOTaeT He YTOHYTh B MH(OPMAIMU U JIEpXKaTh pa3roBop B (pokyce.

Kak 310 cnenarte Ha MpakTHKe, BUAHO W3 HECKOJIBKHMX BOIIPOCOB. XapaKTEPUCTUKH IOJIE3HO
CBSI3bIBATh C CUTyalLlMel yepe3 BONpockl. JlomycTuM, y Ballieil Kamepbl OTIMYHAS] CBETOUYBCTBUTEb-
HocTb. [Ipexe yem pacckasbiBaTh 00 3TOM, cripocuTe: «Bbl cCHIMaeTe B OCHOBHOM JIHEM WM Beue-
pom?» Ecnu BeuepoM, pacckas O CBETOUYBCTBUTEJIBHOCTH CTAHOBUTCS LIEHHBIM, IOTOMY UTO OTBE-
YaeT Ha peasibHyIo O0JIb KJIMeHTa: TEMHBIE KaJIpbl, ITyM, UCTIOpYEHHBIE ceMeiiHble (hotorpadun. Ecim
IHEM, 3Ta eTalb TIOUTH HE HYXKHA, U JIy4Ille TOBOPUTh O CKOPOCTH aBTO(POKYCa MM yIOOCTBE B PyKeE.
Tak mapameTp monajiaeT B KOHTEKCT U MepecTaéT ObITh a0CTpaKINeH.

Takoi Boripoc padotaeT u B apyrux cdepax. Eciu Bbol mpogaére nmporpammy 1Sl y4€Ta, Crpo-
CHTE, CKOJIbKO JIOKYMEHTOB 0OpalaThiBaeTcsi B HElEMO M KTO ¢ HUMHU padotaer. Eciu mpomaére
MeOeJTb, CIIPOCUTE, CKOJIBKO JIIOZIEH MOJb3yeTcss KOMHATOM M KaK OHa KCIOJb3YeTCsl MO Beuepam.
Ecmm nponaére o6opynoBaHue 1Jisi MPOU3BOACTBA, CIIPOCHTE, KaKUe JETAIN Yallle BCEro JIOMAIOTCS
u nouemy. OTBETHI Ha TU BOIIPOCHI IIPEBPALAIOT TEXHUYECKHE CBOMCTBA B PELIEHUE KOHKPETHBIX
pooeM.

WHorna Boripoc nomoraet 0OHapykUTh, YTO XapaKTePHCTHUKA, KOTOPYIO Bbl COOMPAITUCH TOJI-
YEpKHYTh, KJIMEHTY HE Hy:KHa BoBce. Toraa jiydiie Npu3HaTh 3TO U COCPEIOTOYUTHCS HA TOM, UTO
BaXHO. KJIMEHT LIEHUT TaKkyl0 OTKPOBEHHOCTb, M OHA YKPEIUISIET JAOBEpUE K BalllUM JaJIbHEUIINM
CJIOBaM.

[IpocroTa si3pIKa TOKe padoTaeT Ha JoBepue. MHOrue MpomaBIbl OMACAIOTCS, YTO MPOCTOM
SI3BIK BRIIVIIAMT HerlpopeccuoHaiibHo. Ha camoM zene nmpodeccroHan3m nposiBiseTcsl B TOUHOCTH
U SICHOCTH, a HE B KOJIMUYECTBE TepMUHOB. CrieliaibHble C10Ba HYKHbI, KOIAAa KIUEHT UMH TOJb3Y-
ercs. Eciiu oH cnipaiyBaeTt o Ture MaTpuibl WM MapKe MOJIIMITHUKA, OTBEYaiTe TOYHO U YBEPEHHO.
Ho eciu oH roBopHT, 4TO X04eT, 4YT0ObI (poTOrpachuv MOMy4aauch SPKUMH U KUBBIMH, OOBSICHSIATE
yepes pe3ysbTaT, a He uepe3 Ha3BaHUe TeXHOIOTHU. [ MOKOCTD sI3bIKa MOKA3bIBAET, YTO BHI IOHUMAETe
YeJIOBEKA U yMeeTe TOBOPUTD Ha €r0 YPOBHE.

[None3Ho 3apaHee MOHATH, HACKOJIBKO KJIMEHT pa3zoupaercs B Teme. Cripocute: «Bbl yxke mosb-
30BJIUCh TONOOHBIM, MJIH 3TO J1JIs1 BaC HOBOE ?» OTBET OMOXET BBIOPATh HYXKHYIO INTyOUHY OOBsICHE-
HUS. DKCIIEPTY MOKHO TOBOPUTH IOAPOOHO, CIOKOWHO MCIIONb3YsI TEPMUHBI U 1aXKe CBEPsIsl JeTallH.
HoBuruky Jyuinie onuparbCsi Ha 3HAKOMbIE BEILM U MPOCThIE CPABHEHMS, HE Iyrasi €ro 4MciiamMH.
OmuoKa - TOBOPUTH CO BCEMH OIMHAKOBO, TIOTOMY UTO TOT/Ia 9KCIEPT CKy4aeT, a HOBUYOK UyBCTBYET
ceOs1 TIyTo.

Ecth m 0oOpaTHBIil pUCK: MpojaBell CIUIIKOM YIpoIaeT u TepsieT aoBepue. KimeHt, koto-
pbIii pa3dupaercsi B BOIIPOCe, MOYYBCTBYET (PasIbliib, €CIIM ero OyayT KOPMUTD JETCKUMU OOBbSICHEHU-
samu. [ToaTomy BakHO He ynpolars, a nepeBoguTh. TouHas MbICJIb MOKET 3By4YaTh IIPOCTO, ECJIU €€
MIOCTPOUTS MpaBWIIbHO. Harprmep: «TOT qaTuuk (pUKCHpyeT ABMKEHHUE 32 CEKYHIY 10 TOTO, KaK BbI
MOYYBCTBYETE €ro CaMu». 3/1eCh HET )KaproHa, HO €CTh TOYHOCTb.

Uucna 3anoMUHAIOTCS JIy4llle, KOTla 32 HUMU CTOUT cpaBHeHUe. CpaBHEHUS IEPEBOAST YHUCIA
B TMOHSTHBIN OnbIT. Ppaza «0OBEM MaMATH COCTABJISIET CTO IBAALATh BOCEMb TUradaiT» Majo 4To
CKaXeT OOJIBIIMHCTRY Jofel. Ppaza «3TOro XBaTUT MPUMEPHO Ha HECKOJIBKO ThICSIY (poTorpaduil u
Ha JIECATKM 4aCcOB BUJIEO, TAK UYTO BaM He MPHUIETCS KakAyl0 HEJENI0 YTO-TO yAAJISATh» MpeBpalaeTr
YKCIIO B CrIOKoMcTBHE. OIHAKO CpaBHEHHE JOKHO OBITh YECTHBIM M MPUBBIYHBIM. He cTouT cpaBHU-
BaTh C T€M, Yero KJIMEHT HUKOrJa He Jefiajl, UM C TeM, YTO He cyliecTByeT. Yem Onrke mpumep K
KM3HU YeJIOBEKa, TeM HaJExKHee OH paboTaer.
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OnacHOCTh CPaBHEHHWI B TOM, YTO OHHU JIETKO MCKaXalOT peabHOCTh. MOXHO CKa3aTh, YTO
OaTapest «IepXKUT TOJIIHS», ¥ 3TO Oy/IeT MpaBIOH TOJIBKO /IS ONIPEAEIEHHOTO pexuMa padboTtsl. Ecim
KJIMEHT TOJIb3YeTCs] YCTPOMCTBOM MHTEHCUBHO, OH OBICTPO pazouapyetcsi. [loaToMy nose3Ho yKaszbl-
BaTh ycnoBus: «Eciu Bel padoTaere ¢ JOKYMEHTaMH U HE MCTOJIb3yeTe BUIEO, OaTapen XBaTUT Ha
nonaHs». Takast TOUHOCTh HE OTTAJIKMBAET, A BBI3bIBAET YBAKECHHUE, TIOTOMY UTO IMTOKA3BIBAET, UTO BbI
HE TpsueTe OrpaHUYeHUsI.

WHorna myyiie CpaBHUTD HE C IPYTUMU IIPOAYKTAMH, a C TEM, UTO KJIMEHT yke fesaet. Eciv on
TPATUT Yac Ha eXeTHEBHYIO YOOPKY, MOKaXHUTE, CKOJbKO BPEMEHH COKOHOMHT HOBBI MHCTPYMEHT.
Ecnm kaxplii Mecsii BBI3BIBAET MACTEpa, MOCYUTANTE CTOMMOCTh TUX BbI30BOB. CpaBHEHHUE C TIPH-
BBIYHBIM PACcXOIOM BPEMEHH WU JIeHeT padoTaeT ChiibHee a0CTPAKTHBIX MTPEUMYILECTB, TOTOMY UTO
OIUPAETCSI Ha OMBIT, KOTOPHIA KJIMEHT yXKe UMeeT.

WHorna 6e3 TexHUMUYeCKUX jAeTanell He 00OWTHCh. ECTh MPOAYKTHI, Iie XapaKTepUCTUKH JeH-
CTBUTEJILHO PEIaloT MHOTOE, U 3TO OCOOEHHO 3aMETHO B MPOeCCHOHAIbHBIX cpepax. Bpau xouer,
YTOOBI anmapar ObUT TOYHBIM U MOHSATHBIM B PadoTe, U KaX[bIil MapamMeTp JAJIsl Hero CBsi3aH ¢ 0e3-
OTACHOCTBIO MareHTa. VIHXeHep X0o4ueT, YyToObl JIeTalb MOAXoaniIa K cOopke 0e3 T0paboToK U He
nomana rpacduk. [Jaxe 3/1ech penieHue MpUHUMAET YeJIOBEK, KOTOPbIA XOUeT MOMYYUTh Pe3ysbTaT.
[ToaToMy ¥ B TaKMX CITy4asix MOJIE3HO 3HaTh, KAKYIO 3a7a4y peliaeT coOeceIHUK, ¥ TOBOPUTD O Tapa-
MeTpax yepes3 Hee.

JI71s1 cnienpiamcTa TeXHMYECKUe JIeTall CTAaHOBSITCSl apryMEHTOM, KOT/Ia OHU TTOKa3bIBAIOT, KaK
3amuiieHa ero pabora. TOYHOCTh U3MEpPEHHUs TOBOPUT O JIOBEpUH K pesynbrary. CKopocTh oOpa-
OOTKH rOBOPHUT O TOM, YTO Tpapk He copBETcs. HangxHOCTh MaTepraia TOBOPUT O TOM, YTO 000-
pyAOBaHUE He TOABENET B KPUTHUUECKUIA MOMEHT. TeXHIuUecKre JaHHbIe JOJIKHBI BOCTIPHHUMATHCS
KaK rapaHTUsl TOTO, YTO MPO(eCcCHOHAT CMOXKET OTBEYaTh 32 CBOIO padoTy.

B takux pasroBopax Mojie3HO TOTOBUTDH JIOKYMEHTHI M MaTepHabl, KOTOPbE KJIMEHT CMOXKET
niepearh KoJuieram: crieliuprKaium, MpoTOKOJIbI UCTIBITAHUIA, OT3BIBBI IPYIHX crieuaaucToB. [1po-
IaBell, KOTOPBIi MoOMoraeT coOpaTh TaKOH MaKeT, CHUMAET C KJIMEHTa YacTh OTBETCTBEHHOCTH 32 00b-
sICHEHHUE PEeIlIeHNs] U CTAHOBUTCS HaJEKHBIM MAPTHEPOM.

37ech U MPOsIBIISAETCS INIABHOE CBOMCTBO XapaKTEPUCTUKHU. B KOHIIE KOHIIOB, XapaKTepUCTUKA
- 9T0 obelaHue, KOTOpoe MPOAYKT JefaeT yeqoBeKy. OHO CTaHOBUTCS HACTOSIIIIUM TOJBKO TOT/A,
KOT/Ia YeJIOBEK MOXET yBUAETh ceOs1 B ero ucronHeHun. L{udpbl HyKHBI, YTOOBI TOBEPATH OOCIIAHUIO,
HO caMa XKU3Hb HAUMHAETCSl TaM, IJe KJIMEeHT MpecTaBiseT yTpo, Bedep WM BBIXOAHOW C HOBOM
Betbio. [Tpogaser, KOTOPHIN MOMOTraeT eMy YBUAETh Ty KapTHHY Ye€CTHO, JAET OOJbIIle, YeM JII0OO0i
CITMCOK TTapaMeTPOB.

[NosToMy Kask/bIil pa3, KOrJa Bbl HA3bIBAETE XapPaKTEPUCTHKY, CITPOCUTE ceOs1: UTO ITO UBMEHUT
B JKM3HU YeJIOBeKa M Kak sl MOTy 3To nokasaTb? Eciu oTBeTa HeT, BO3MOXHO, 9Ta XapaKTepUCTUKA
HE Hy)XHa B pasroBope. Ecim oTBeT ecTh, OH CTaHET MOCTOM MEX/y TEXHHKOH 1 YeJOBEKOM, a MOCT
BCEI/la Ba)KHEE CaMOM TEXHUKH.

BepHéMmcs kK TOMy, UTO XapaKTEepUCTHKA - 3TO BOIPOC, & HE OTBET. XapaKTepHUCTUKA IIeHHa He
cama 1o cebOe, a TeM, Kakoi BOIPOC OHa TIOMoraeT 3a1ath. Eciu nponasert Ha3piBaeT 00BEM MaMsITH,
KJIMEHT MOXET CIIPOCHUTB, 3aU4eM eMy CTOJIbKO. ECii OH Ha3bIBaeT Bec, KIIMEHT MOXET CIIPOCUTb, Oy/ieT
JI1 OH HOCUTb YCTPOMCTBO BeCh JeHb. IHOTIa XapaKkTeprCTUKA CTAHOBUTCS MTOBOAOM JIJIsI Pa3roBOpa
O peasbHOM 3a7aye, ¥ TOrIa OHA BBITOJHSIET CBOIO POJIb.

[None3Ho 3apanHee 3HaTh, KAKOM BOIPOC CTOMT 32 KaXKJIOM XapaKTepUCTHKOM. [[1st oqHOro K-
eHTa BaKHAa aBTOHOMHOCTb, TIOTOMY YTO OH paboTaeT B jopore. 1151 Apyroro oHa He MMeeT 3HAUSHHUS,
MOTOMY 4TO YCTPOWCTBO BCEIZIa CTOUT y po3eTKu. [Ipomaserl, KOTOpBIi 3HAET 3Ty CBS3b, EPECTAET
MEepEeYrCIIsITh BCE TIOAPS]] U TOBOPUT O TOM, UTO HY’)KHO KOHKPETHOMY UEJIOBEKY.

Takoli OAXO TaKXke 3alUIIAeT OT Neperpy3Ku. [IMHHBINA nepeyeHb XapaKTepUCTUK YTOM-
JISIeT, ¥ KJIMEHT 3alIOMUHAET TOJILKO MEPBYIO WM MOCIIEHIO0. [{Ba-Tpy CBOWCTBA, CBSI3aHHBIX C 3a/1a-
Yel, 3aMOMUHAIOTCS JTIydIlle, IOTOMY YTO KJIMEHT BUAUT UX TIOJIb3Y.
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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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