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Bce npasa 3awumenvi. [Ipoussederue npeoHa3HAMEHO UCKAOUUIMENLHO ONsl YACTHO20 UCNONb-
306anus. Hukaxas wacmo 31eKkmporHHo20 3K3EMIASPA OGHHOU KHU2U He MOdicen Oblinb 860CNPOU36e-
0eHa 6 Kakoli Obl mo Hu 6b110 hopme U Kakumu Obl Mo HU ObLAO CPEOCMBAMU, BKAIOUAS PASMEULEHUE
6 cemu MHmeprem u 8 KOpROpamueHsIxX cemsix, Onst NYOAUUHO20 UAU KONNEKMUBHO20 UCNONb308AHUSL
0e3 NUCLMEHHO020 Pa3peueHIs 6Aa0eabld agmopcKux npas. 3a HapyiueHue ademopcKux npas 3aKoHO-
0amenbCmeom npedycCMOMpPEHA BbINAAMA KOMNEHCAUUU NPABoodaadamensi 8 pamepe 00 5 MAH. pyo-

seti (ecm. 49 30AII), a makaice Yyzon08HaAsL OMBEMCMBEHHOCHIb 8 BUOE MUUEHUSL CBOO00bL HA CPOK 00
6 nem (cm. 146 YK P®).

Moeii mo6umoti Anrome, MOUM CbIHOBbLAM U 8CeM, KO NOOOEPHCUBAN U
B00XHOBASLN MEHSL 80 8PEMSL HANUCAHUS IMOLL KHUZU
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IIpeaucaosue

[Touemy 51 Hamucas 3Ty KHUTY?

YecTHO rOBOpS, JIET JIeCSTh Ha3al S U He mogyMai Obl, uto Oyay ee mucath. Ha cBere u 6e3
TOTO YK€ €CTh MWJIJTMOHBI KHUT Ha JTI0Oble TeMbl. V1 HaBepHsIKa COTHU KHUT, MOCBSIIIEHHBIX padoTe
C KJIMEHTaMu. 3a4eM HyKHa elle onHa?

OpaHaKo Tak A CYMTAT TOJBKO JO TEX MOp, MOKA HE HayaJl TPEHUPOBATh aKKayHT-MEHE/IKEPOB,
TO €CTh MEHEIKEepPOB IO padboTe ¢ KJIMEHTAMU Pa3IMYHbIX KOMIIAaHUW U areHTcTB. [locie TpeHMHroB
CITyIIaTeNI YacTo CIPAIIMBAIM MEHsI, YTO MOXHO MOYUTATh Il camopa3BuTs. KoHneuHo, s Mor
Obl IPEAJIOKUTH UM JITTMHHBIN CITUCOK: «BOT Bam 22 KHUTH [y1s Baliero npogeCCUOHAILHOTO POCTa.
YuraiiTe u3 KaxJI0¥ 1Mo KycouKy». Ho 1o coOCTBEHHOMY OIIBITY 51 XOPOIIIO 3HAJI, YTO Y HUX IPOCTO
HET BpeMeHU Ha BHIOOPOYHOE UTEHHE U TeM OoJiee Ha YTEHHE TAKOTO KOJTMYECTBA CIIEITUAIbHOM JINTe-
partypbl. [IpaBuibHBIM pellieHreM ObLTO Obl HAWTH ONIHY, HY MAKCMYM JIB€ KHUTH, B KOTOPBIX €CThb
BCE, UTO HY)KHO JUIsl pa0OTHI aKKayHTOB (MHOCTPaHHOE CJIOBEUYKO, 3aMEHHMBIIIEE B PEKJIAMHBIX areHT-
CTBaX MCKOHHO PYCCKO€ «MEeHE/IKEp M0 paboTe ¢ KIMEHTaMU» ).

W TyT BBISICHUJIOCH, UTO TAKOM KHUTH HET! DTO HA/I0 ObLIO UCTIPABUTH.

Bot Tak u1 nosiBuiIach 31a KHUra. 1 BIOXKWI B HEE BECh CBOM OMNBIT Iponax (20 JieT) u akka-
YHT-MeHe[l)kMeHTa (Oosbiie 12 jiet). A Takxke OIbIT padOThl AMPEKTOPOM MO MAPKETUHTY HA CTOPOHE
KJIMEHTa, KOTOPbII IIOMOT MHE JIydIlle TIOHSATh €ro MPOoOIeMbl M IOCMOTPETh Ha BCE €r0 Ia3aMu. DTO
KHUTA JUIsI TeX, KTO IIOHUMAET BBITOJIHOCTh PaOOTHI C 3aKa3YMKOM «BJIOJITYI0», KTO HE UIIET CIoco0a
OBICTPO ypBaTh celyac U MepeKIIOUNThCS Ha HOBBIX KJIUEHTOB. [IJ1sl TeX, KTO BEPUT, UTO JOJATOCPOY-
HbIe TIPOYHbIEC OTHOIICHUS B UTOTE MPUHECYT OOJIbIIIE.

Io cytu, 310 HAOOP MPAKTUYECKUX COBETOB IO Pa3HBIM aCMeKTaM pabOoThI C KJIMEHTOM.

371ech MOYTU HET MPOCTHIX METOIUK «JeJiail pa3-ABa-Tpu — U OyneT Tede cuacTbe». ITo ceituac
MOAHO. DT0 nokymnatoT. Ho yarie Bcero npocTble METOIUKHY He J1al0T pe3y/braroB. Padora ¢ kiveH-
TaMU OYEHb HETPOCTa, U €€ TPYIHO BTUCHYTh B CXEMBI.

3ato 9Ta KHUra MOMOXKET BaM Pa3BUTh B ceOe MpaBUIIbHbIE MEHTAIbHbIE YCTAHOBKU U Y3HATh
TEXHUKH, KOTOpbIE, €C/IY Bbl MOpadboTaeTe Hajl cOO0U 1 BHEPUTE UX B MPAKTUKY, IPUBEAYT K yCIEXY.

Hekotopble MBICITH — 3TO IO MOMX Heyaad ¥ OMMMOOK. §1 HaOWJT HeMaJslo IUIIEeK W HAJeloCh,
YTO, YECTHO PACCKa3bIBasi O HUX, TOMOTY BaM U30eXkaTh HEBEPHBIX I11aroB.

Hekotopble ueun st 3aMMCTBOBAJT y 3aMeYaTe/IbHbIX aBTOPOB, TIPAKTUKOB OM3HECa, U BCE OHU
MIPOBEPEHBI HA MOEM OITbITE U COMPOBOKICHBI CChLIKAMH HA UCTOYHUKH.

Bbl MokeTe mpouecTs Bce cpasy, HO JIyullle TIOHEMHOTY, copa3Mepsisi MOU COBETHI CO CBOUMU
OLIYIIEHUSIMU U MTPOBEPSIsl MX HA MPAKTUKE. Tak OHO «JIydIlle JISTKET».

Hanetock, uTo KHITa Oy/IeT Mojie3Ha BceM, KTO padOTaeT ¢ KJIMEHTaMU, — aKKayHT-MeHeIKepam,
MeHe/KepaM MPOeKTOB, MEHEeIKepaM 0 MPoaxaM U, KOHEUHO, (ppuiaHcepaM.
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I'maBa 1
BHukartp B ceos1

Bruxkaii 6 cebs u 6 yuenue;
BAHUMAICS. CUM NOCMOSIHHO.
Anocmoan Ilasen

OO0 3TOM B TIOCTIe/IHEE BPEMsI MHOTO TOBOPST M MUNIYT. M 1 He mpeTeH/1yI0 Ha TOJHOTY WJIH
ocoOyio ryOuHy nmoHUMaHus Borpoca. Ho Bce ke Toxke Hamuiry 00 3ToM. DTO BaXHO.

Ecnu MBI XOTHM JIOCTHYB ycriexa B paboTe ¢ KJIMEHTaMH, HaM HaJ0 YYUThCs MOHMMATh HX.
CuuThIBaTh MX COCTOSIHUE, HAMEPEHUsI, YyBCTBa, *kelanus. Ho nenarh 310, He oHMMast cedst v He
yIpaBJisisi CBOUM BHYTPEHHUM MHPOM, HEBO3MOXKHO. Tak ke HEBO3MOKHO U BJIUATH Ha KJIMEHTOB,
HE HAYYMBIIUChH YIIPABJISATH COOO.

Oco3HaHMe CBOMX peakIvii — 3TO MepBblil 1mar k ycnexy. Hy a BTopoii — ynpaBieHre 3TuMu
peaKIusaMu.

«BHuKkai B ce0s1 U B yueHHe», — nucall eBpeickuil paBuH [1layib, M13BECTHBIN HAM KaK arocTo
[TaBen. U ero coBet KpaiiHe akTyaseH U cerofHs. Ham cTout nmocTosiHHO 3arisiibiBaTh BHYTPb ceOsl.

EcTb nBE KpaitHOCTH, B KOTOpPBIE XOPOIIIO ObI HE BIAaJaTh.

IlepBasi — 3TO MOJHOCTHIO N30€raTh TAKOr0 «BHYTPHCMOTPEHHS». «3a4eM MHE ITO
Ha/10? YV MeHs Bce B OPSIKe, 3TO Y HUX Y BCeX MPOOJIeMBbI».

Bropasi — 3aroHsiTh ce6s1 B BOPOHKY NaTaJOrH4eckoro camoxkonanmsi: «Oi, s1 TyT
HeNpPaBWJILHO CpearupoBaJ, 0X u TYT Toxke! Yikac, yxkac, ykac!» ITo myTh K HeBpO3y.

S nepuonnyecku cnparvpaio cedst: «[louemy s cnenan 3to?», «[louemy s ckazan To?», «4to
s1 YyBCTBOBAJI, Korjia ObL1 B 9101 cutyauuu? [Touemy 7».

bBe3 Takoil caMOIMarHOCTUKM, HABEPHOE, MOKHO PacTH MPO(ecCHOHATBHO, HO TOpa3io Mej-
JIEHHEe, YeM C Hel.

Ecnu BBl He XOTUTE «BHUKATh B ceOs1», TO MOsI KHUTa BaM Bpsij1 Jit oMoxeT. OHa HarpapsiieHa
HE MIPOCTO HA M3MEHEHHE BHEITHEro MOBeAeHUs, HO Ha U3MEHEeHUe MeHTanuTeTa. A 31ech 6e3 0co-
3HaHUs ceOs1 HUYETrO He BHINICT.

Bu1 He nepenymanu? Torga noexanm!
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I'naBa 2
NneajbHble OTHOMIEHHSI C KJANEHTaAMU,
WIH «AKKayHT-MeHeI’)KepCKui pan»

Omo mak Hazvisaemas Xeneznas Cmena... ona pazoensem 08a Mupa —
Mup I'ymannozo Boobpasicenusi u Mup Cmpaxa neped byoywum.
Apxaouii u Bopuc Cmpyzauxue.
Ilonedeavruk nauunaemcs 8 cyooomy
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[Ipenynpexao: B 3TOH I1aBe s1 pUCKyI0 BbIrsaeTh Kanutanom OueBunHocts. Ho npuaercs
PUCKHYTb, IIPOCTO IJIs1 TOTO, YTOOBI JaJIbllie BaM Bce ObUIO MOHSATHO.

WTtak, kakue OTHOIIEHHS C KJIMEHTaMH Bbl XOTEIU Obl UMETh, K KAKMM OTHOILIEHUSIM BBI CTpe-
MUTECH?

$l yacTo HaYMHAIO CBOM TPEHUHIU C 3TOro Borpoca. U rnosyyaio OTBEThI, KOTOPble B OCHOBHOM
MOXHO BBIPA3UTh OIHUM CJIOBOM. DTO CJIOBO — «APYk0a». XOTUM JPYKUTh C KIMEHTOM (Ha 3a/IHEM
(pone pedpeHom 3Byuut 6uTIoBcKOoe «All you need is love»).

W Bpone Bce npaBuiibHO. Bee nponBuHyTO M Mo Hayke. Ho Ha caMoM [iesie OTBET HEBEpHBI.
TouHee, HE COBCEM BEPHBIIA.

11
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Jpyx0a ¢ KJIMEHTaMH — 9TO TTPEKPACHO, HO MOJTyYaeTCsl OHA He C KaX/IbIM U He Y KaXJ0r0. ITO
3aBUCHT OT COBMAaJeHUs MHOTUX (pakTOpoB. Harpumep: oT TemnepameHTa, Bo3pacra, IMpOUCXOXKIe-
HU, OIBITa PAa0OTH HA CTOPOHE KJIMEHTA U OIBITa PA0OTH AKKAYHTOM H T. 1.

Boponatsiii MeHeIkep-XHUIicTep BPsi/I JIU CMOKET MOAPYKHUTHCS C AUPEKTOPOM IO MAPKETHHTY
13 MOKOJIEHUS X, e3/AIIMM B BBIXO/IHbIE B CTPEJIKOBBIH IIEHTP IS CHATUS cTpecca. CIMIIKOM OHU
passble. M Takux HECOBMAAEHUI MOKET OBITh CKOJIb YTOIHO MHOTO. Tak 4To py:x0a — 3TO He COBCeM
TO, YTO BaM HYXKHO.

A BOT 10BepuTebHbIE, TAPTHEPCKHE OTHONIEHNSI ¢ KJIHEHTOM — 3TO KaK pa3 To, YT
JI0JKHO ObITh. Belb JoBepue 1 MapTHEPCTBO — KJIIOY K ycnexy. /loBepue mo3BoJjsieT MHO-
rue BONMPOCHI peliaTh B pa3bl ObIcTpee u jerye. JoBepsisi napTHEPY, MEHbIIIE BOJIHYEIILCSI
1o MeJiouaM, He TPATHIIb JHUIITHIOK YHEPrui0 Ha YoeK/1eHne U MpeoJoJeHie MEHTATbHbBIX
6apbepoB.

IlapTHepCcTBO BCeraa mojapa3ymMmeBaeT o0beHHEHNE YCUJIHNI paju 001ero ycmnexa.

ITAPTHEPCTBO c k11eHTOM — BOT TO, YTO HY’KHO HaM BCEM.

Bzaumnas BeIrona, A0Bepue, IOUCK PEICHUl, YIUTHIBAIOIINX UHTEPECh 00X CTOPOH, B3a-
MMHOE CTPeMJICHUE K Pe3yJIbTary.

Dto pait modoro moapsTunka. Takol, 3HaeTe, ¢ aHTeJIOYKAMH M PO30BO-30JIOTUCTBIMU 00JIa-
KaMHU.

U 310 He mpocTto Teopus. S1 Mor Obl IpUBECTH HEMAJIO MPUMEPOB, KOIJ/Ia JIOBepHe KJIMEHTOB
MOMOTAJIO MHE PeliaTh JOBOJILHO CJOKHBIE MPOOJIEMBI U JIOOUBATHCS XOPOIIETo pe3y/IbTara.

Takoro past Mbl BcE XOTUM. A 4YTO K€ B KU3HU?

12
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I'naBa 3
Yapyyaoumas peajbHOCTb

A sice sudicy no enazam: eac e mouiHum!
B.C. Yepromuipoun

— ¥V Bac napTHepcKue OTHOILEHHUs ¢ KJIMeHTaMu ?

OOBIYHO TIPH TOM BOMPOCE JIMIA YYaCTHUKOB TPEHMHTa OMPavaloTcs, Ha JIOY MOSBISIOTCS
MOPILHHBI. . .

[To moum rpyobM orieHKaM, y 80-90 MpoLeHTOB MeHeKepoB padoTa ¢ KJIMEHTAMHU TPOHC-
XOJIUT MO CLEHApUIO «Iporuda»!. S1 Obl Ha3Bas STH OTHOLIEHMS, 110 AHAJIOTUU C IICUXOJIOTUEH, AUC-
(pyHKLIMOHAJIBHBIMM.

KiMeHTBl MOCTOSIHHO «ITpOruOalT» MEHEIKEpOB, a B HX JIMIE KOMIAHMIO (MM, MOXET,
Ha000poT?). KIIMeHTHI 3aCcTaBNIsIoOT MX JesaTh paboTy cBepX cMeTh OecruiatHo: «Hy 4To, BaM CJI0%HO,
yto J1? MBI ke BaM IJIaTUM BOH CKOJIBKO !»

KireHTs! poaBIMBaloT MEHEAKEPOB MO CKUAKaM: «IIATbaecaT NpoLeHToB OT Mpaiica y Hac
yxe rog kak! Terepb XOTUM ceMbeCAT MPOLEHTOB! A TO yilieM K KOHKypeHTaM |»

Kimentsl craBaT HeagekBaTHble cpoku: «Jla, Hamo Buepa! He Haio MHe mpo 3arpys3Ky, s K-
eHT! TyT 1 paboTBI-TO BCEroO Ha MATh MUHYT!»

BblI ke 3Haete, K yeMy 9TO Bce MpUBOAUT, Npaaa? K morepe nmpuObLIM KOMITAHUU U BpEMEH-
HOT'O pecypca ee COTPYJHUKOB, K AEMOTUBALIMU U CTPECCY Y aKKAyHT-MEHEKEPOB.

W cooTBeTcTBEHHO — K BhIropaHuio. Koria xoueTcst Ha Bce IUIIOHYTh U (HY’KHOE OTYEPKHYTh)
yOUTb KJIMEHTa, YOUThCSI CaMOMY, BCe OPOCUTh U YOeKaTb.

ITouemy 51 Tak B 3TOM yBepeH?

Kak roBopsit Hatm 3anagHble napTHephl: «Been there, done that»2.

Ectb 1 gpyras cropoHa meaaau. Yacrto moau, padoTaoliye ¢ KIMEeHTaMu, Hy POCTO COBCEM
Ha HUX He OpueHTUpoBaHbl. M, BUIMMO, Bce paBHO. Yiizer kiueHT? [a He mpoonema! Pactpyour
BCEM O CBOEM HEraTMBHOM OIlbITe ¢ kommnaHuen? [lepexusem!

Ortkyna 6epercst Takoe oTHOIeHHe? MHe iymaeTcsi, KOpHSIMUA OHO YXOZIUT BCE B TO K€ COBET-
ckoe nporuioe. Pa3apaxeHHas TojacTas NpoaBIIMIA B IPSA3HOM Xajare, KopoJjiea IpuiaBka: «Bac
MHOT0, a 51 ofHa!» Ilmoc kenanue 3apaboTaTh Ha KJIMEHTe ceivac, «BObICTpyIo». [1pu nedurmre nim
MOHOIIOJIMM Ha Ballld YCIYTH Takoy Mojaxof padortaeT. A TaMm, riae ecTb c(pOpMUPOBAHHBIN PHIHOK C
M3BECTHBIMU UTPOKAMHU M KOHKypeHLIMel, — HeT. HO KOHKYpeHIMs ceroiHs MouTH Be3Je.

B HOBOM npo3payHOM MMpe, Ille BCE MOMEHTAJIbHO CTAHOBUTCSI U3BECTHO BCEM, C MOAXOAOM
«BBl MHE HE CIIAJIMCh» BBUKUBATh OyAeT Bce TpyaHee. U coTpyaHuKy, M KoMnaHuu. [laxke eciu Bbl
Bogutens Uber, y Bac ecTb peUTHHT M OT3bIBBI. Tak 4TO HAYMHAUTE JyMaTb O KJIMEHTE WA BBIMU-
paiire.

Bce ouens npocro.

1 o

B xnnre CtuBena Koeu «CeMb HaBBIKOB BBICOKO3((eKTHBHBIX Jionei» (M.: AnpnnHa [Tabmumep, 2018) 3Ta mapaaurma oTHO-

mrennii HasbiBaeTcst LOSE-WIN: epBast cTopoHa IpoHTpeIBaeT, 32 CUET Yero BEIMTPHIBAET BTOPast CTOPOHA, B HAIIIEM CITydae KJIEHT. —
30decb u danee npum. asm.

2 3uaem, npoGoBanu» (arzn.).
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I'nasa 4
KopHu 3712

Hegozmooicro pewiumos npobnemy Ha mom e ypoeHe, HA KOMOPOM
oHa eo3HuKAa. Hyotcno ecmamv eviute 3moii npoGnemvl, NOOHABUUCHL HA
Cre0yrouull YposeHs.

Aavbepm Diinwmeiin

ITouemy He Bceraa nosy4yaeTcsi HapTHEPCTBO C KIMEHTOM?

[Mouemy Tak 4acTo He ygaercsi COOMOCTH OalaHC MHTEPECOB — 3aKa3YMKa M CBOEW KOMITAaHUH?

[Touemy HepenKo Bce CHON3aeT K «Iporudy» rnepes Hum?

ITouemy MbI He MOkeM ckazaTh kiMeHTy «HET», korna tak xouercs?

NupiMu cioBamu: nouemy Ham otHoeHus JMCOYHKIIMOHAJIbHBI?

ITpodeccop IpeodpakeHckuil cunTall, YTO pa3pyxa He B KJIo3eTax, a B rojoBax. 1 Bce «1po-
ruoObl», OYEBUIHO, TaM ke. [les10 He MPOCTO B OTCYTCTBUH Y HAC TEXHUK PaOOTHI C KJIMEHTOM (XOTSI 3TO
Bce BakHO). KOpHU B Hallleil MEHTaJIbHOCTH, KOTOpasl Yallle BCEro Jajieka OT MEHTaJIbHOCTU MapT-
HepCTBa KaK CO CTOPOHBI KJIMEHTA, TaK U CO CTOPOHBI MOAPSAAUYMKA.

Sl oOmmascs ¢ coTpyIHMKaMU areHTCTB M KOMIIAHUM, pa3MbILUISUT M MPULIENT K CIIEAYIOIIM
BBIBOJIAM: €CTh IATh IPUYNH BOSHUKHOBEHH: ITPOOJIEMBI — TaKasl 3J7I0Bellast IIeHTarpaMma.

IlepBas u camas BaxHas — crpax. Her, Bor tak: CTPAX. V akkayHTa 1 ero pykoBoguTeseu.
Crpax noTepsATh 3aKa3uuKa M, CJIeAoBaTesbHO, noTepATh AeHbru. CTpax 3a cBoe Mecto. la-nma! A
MOHMMAIO — BBIIOJIHEHHE TUIaHA, KJIMEHTCKUE OIOKeThl U T. 1. M Bce ke nogymaiite, Beib €CJIM Bbl
OoUTECh UTO-TO MOTEPATH, ITO «YTO-TO» MOKET BaMU yNpaBJATh. KIIMEHT, OH, U3BUHUTE 3a CPaBHE-
HHE, KaKk co0aka, 4yeT 3amax crpaxa. M ecim Bbl O0oUTeCh OTEPSATH €ro, TO CAMH JlaeTe eMy B PyKH
HUTOYKH U CTAHOBUTECh MapuOHeTKoM. Ho 3To Beslb coBceM He TO, K 4eMy Bbl CTPEMUIIUC.

A cnactu Bac OT cTpaxa, He JaTh IPeBPaTUThCs B MaproHeTKy MoxeT U 1omkHo CAMOYBA-
AKEHHUE. OTCYTCTBUE y kmuentckux meHeaxkepos YBAZKEHUM A K CEBE u coeil komra-
HHU BeJIET K OTCYTCTBUIO YBEPEHHOCTH B cede, ¥ 3TO U €CTh BTOpasi MpUYMHa poOieMbl. BosHUKaoT
pednexcun: «Krto s1? Uro s1? Uro st mory?» W HempocTo ObIBaeT aleKBaTHO OTBETUTD Ha 3TH BOITPOCHI
camomy ceOe. Ho Besib HUKTO, U B MEPBYIO O4Yepeb — KJIMEHT, HE CTaHeT Bac yBaXaTb, €CJIM Bbl HE
yBaxaere cebs. M Torga oH MOXeT u, ckopee Bcero, OyJeT JaBUTh Ha Bac, yCyryOusisl CUTYalMIo.
ITouemy? CMOTpH CHAEAYIONIMNA ITYHKT.
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b. HImupt. «OTtuasHHbe akKayHT-MeHekephl: Kak padoTarts ¢ kimeHTamu 0e3 cTpecca u mpodiem. HactonmpHast kaura
aKKayHT-MeHeJl)kepa, MEeHe/Ikepa IPOeKTOB U (ppuiiaHcepa»
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TpeTpst MpyYMHA — TPOAOIKEHUE TIEPBOM M BTOPOM, M OHAa KPOETCS B TOJIOBE 3aKa3uMKa. ITO
INPABO CHJIBHOTI'O. Krto matut, TOT 1 3aKa3bIBaeT My3bIKy. TaHITyeT neBymiky. M, koHeuHo,
Bcerya nipas! Mm Mel ux, wim onu Hac. Takoi oOpa3 MbIIIeHUsT O4eHb 3(p(eKTUBEH /IS BeICHUS
BOUHBL. 1 1151 MHOTMX OM3HECOB, HAIPHMEpP PeiIepCTBa, MTPOMBIIIIJIEHHOTO IPOU3BOJICTBA. S Ha3bI-
Bal0 TOT MOIXO KYJIbTYpol On3Hec-Hacuvst. Ho i1 Mpor3BOJICTBAa MHTEIIEKTYaIBHOTO ITPOIYKTA
OHa He MOIXOAWT. Beb eciiv MOAPSAUUK YCTAaeT OT IMOCTOSTHHOTO «ITPOTu0a», TO JIEMOTHBHPYETCS
Y CHWKaeT KaueCcTBO padoThl. JKayb, UTO 3Ta MpOCTast MBIC/Ib HEOUSBHMIHA JJIsT MHOTHUX KJIMEHTOB.
Cpeny TaKOBBIX M 3aKYIIIUKHU-«KOCTOJIOMBI», 00yUeHHbIE «POHSTH» IMIOCTABIIMKOB TI0 IIeHe, U MeHe-
IDKepBl, PadOTAIoNIUe C TIOAPSAYMKOM | JIOBOASAIINE aKKayHT-MeHeIKepa JI0 UCTEPUKH JIaBIeHHEeM
1 nocTostHHBIMY TipeTer3usaMu. O na! 1o Bce agenTsl ceKThl «Mrpa ¢ HyneBou cymmoin». [lonpsa-
YMKa Ha/Io «JI0KaThb M OTXKaTh». [IOHATHE «CUHEprus» IS 3TOM CeKThl — OeccMblcmnia. i HUX
«TIAPTHEPCTBO C MOAPSTINKOM», I UMEI0 37eCh B BUJIy HEe «OTKATTHHI», 2 COBMECTHYIO padOTy Ha
pe3ysbTar, €CThb CTpAIIHas TIIYIOCTb.

YerBepras npuuuHa — onsth B akkayHT-MeHemkepax. 910 CJIABBIE TEXHUKHW KOM-
MYHUKAIINU c kIveHTOM, YIpaBieHUs MPOeKTaMu (KOHTPOJb CPOKOB, paboTa ¢ KOMaHJIOH
BHYTpPH U T. 1.). I KOHEYHO, HEyMEHHEe 3aIlUTUTh CBOI0 M KOMIIAHWU TTO3UIIMIO TIepe/l KJIMeHTOM
(OT4acTH 3TO TEPEKJIMKAETCs CO BTOPOUM MpuuMHOU). [ToHSTHO, UTO, BUASA HEMPOpECCHOHATN3M
TaKOro MeHekepa, KIIMEHT HaulHaeT JIaBUThb, TpeOys pe3ynbTata. [lomydyaercs, 4To MporeccoM Wi
HUKTO HE YIPAaBJIsSET, M TOT/IAa MPOEKTHl 3aBAJIMBAIOTCS, a KJIMEHT IBITAETCSA B3ATh yIpaBJeHUE Ha
ceOs1, WM OH TpeOyeT 3aMeHbl MeHekepa. B modoM cirydae HeTOBOJIBLCTBO KJIMEHTa HEM30eKHO, a
€ro yXoj OuYeHb BEPOSITEH.

Hakonen, natas npuunna — HEIIPABUJIBHOE ITPEJICTABJIEHUE O KJIMEHTO-
OPUEHTHUPOBAHHOCTMH. Bce o Heit roopsT. Bee moHnMarnT, 9ro 0e3 Hee HUKaK. M MHOTrHeE,
HAYUTABIINCh «YMHbIX» KHUT, TOHUMaIOT ee Tak: «BCEI'JA TOBOPU KJIMEHTY “IIA”».

K gemy npuBoauT Takoi noaxon? K ToMy, 94To ¥ B MO3re KJIMEHTa, U B paboveM Iporiecce Mmpo-
VICXOJISAT MaryOHble U3MEHEHHUsI, KOTOPbIe MOTYT HaBPEIUTh M BaM, U, KaK 9TO HM CTPAHHO, 3aKa3UHKY.

Ha cieyrormmx crpaHuiax Mbl TOTOBOPHM ITOAPOOHEE O Kak IO MPHYUHE U O CIIOCo0ax pelire-
HUS TTPOOJIEMBI.

OTMC‘-Iy, YTO 0 CHUX IIOP BO MHOTHUX obacTax OusHeca (HaanMep, B CTPOUTEIILCTBE, ITPOAAKE
aBTO3aIJYacTe! U T. 1'[.) €CTb MHOTI'O KJIMCHTCKUX MCHC/IZKEPOB, KOTOPBIC HE IIbITAIOTCA OBITh KJIMEHTO-
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b. IJ_[l'IVIpT. «OTUassHHBIC AKKAYHT-MEHCIKEPhI: Kak le()OTllTb C KJIneHTamu 6e3 CTpecca u H})O(/).TICI\’I. HacronpHast KHUra
AKKAYHT-MEHEI’KEPa, MCHEIKEPA ITPOCKTOB U (I)})HHHHCCP"I»

OPUEHTHPOBAHHBIMHU, XOTsI ObI CJlerka. Takux CTAHOBUTCS MEHbIIIE (XO4y B 9TO BEPUTh, XOTS MHOT/IA
COMHEBAIOCh), OHU MEJIJICHHO BBIMUPAIOT, HO MX MOMYJISIIIUSA ellle OueHb JaJieKa OT MOJTHOIo ucues-
HOBeHMs. Takum TOBapHIllaM COBETYIO 33JyMaThCsl HaJl BOMPOCOM «YbM AEHbIU IJIATUT MHE MOsI
¢upma?». Eciiu BBl cunTaere, 4To 3TO JIeHbI'M KOMIIAHUU, TO HET. DTO JIeHbI'M KJIUEHTA, KOTOPHIMU
KOMIIaHUs AenuTcs ¢ Bamu. Het xopoiriero oOparieHus ¢ KJIMeHTOM — HeT KireHTa. Her kiimenra —
HET JICHeET.

Ilymaete, 4To U Tak, MO CTAPUHKE, MPOKATUT?

He nanetitech.
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b. Hnupr. «OTuasHHbIEe akKayHT-MeHekepbl: Kak padorarth ¢ kianeHTamu 6e3 crpecca u nnpoosiem. HacronbHas KHura
aKKayHT-MeHeJl)kepa, MEeHe/Ikepa IPOeKTOB U (ppuiiaHcepa»

I'raBa 5
Kak nepecratb 009TbCS?

Hackonvko uenosex nobexcoaem cmpax, HACMOALKO OH — UeA08eK.
Tomac Kapaeiino

Pacckaxy peanbHblil cimydait. [Ipocto kmaccuyeckmii. Oqna mnzBectHass FMCG-kommnanus?
obparmiack B digital-cTyauio ¢ 3anpocom Ha pa3paboTKy OOJBIIOrO, CI0KHOTO BeO-caiTa. DT0 ObLT
HECTaHJAPTHBIN MPOEKT, TAKOTO HUKTO Mpexke He nesai. ONeHuTh Tpyno3aTparsl ObI0 HEMpOCTo,
uH(pOpPMAINHK OT KJIMEHTA He XBATAaJIO, TOCKOJIBKY OH M CaM TOYHO He 3HaJI, uTo Haj10. He 3Haua u Be6-
crynus. Ee komanza, Kak MoIJia, OlleHWIa MPOeKT. 3aKa3uuK BbIOpaJl CTYIUIO, M Ta C SHTY3Ma3MOM
Hayajia pa3paboTKy. B mpouiecce BBISACHUIOCH (BSIBOJ K€ B JETaJIsAX), YTO TPYHAO3aTpaThl HAMHOIO
OoJIbIle 3AJI0KEHHBIX B CMETy. PyKOBOICTBO MOOOSIIOCH MOJHMMATh BOIPOC O TMEPECMOTPE CMETHI.
[To6osnock BeIMIANETh HenpodeccuoHabHO. [Tobostock npereHsuii ot kineHTa. [IpoekT npomos-
*aJy Jie1aTh ceOe B yOBITOK. B ntore mpuiuiock nepedpachiBaTh pecypchl Ha Apyrie NpOeKThl, YTOOBI
3aKPBITh (PMHAHCOBBIE JBIPbI, TPOEKT OCTAHOBUJICS, a KJIMEHT, HE MOy4MB pe3yJibTara, MOMbITAJIC
MOJIyYMTh BbIIJIAYEHHBIE JeHbIM Ha3all. [Ipourpanu Bee.

JIio00¥i IcUXoJIor CKaxeT BaM, YTO CTpax — 3TO OJHA U3 OCHOBHBIX PEaKLIMil Halllel NICUXUKH,
a ero OTCYTCTBUE MOXET OBITh CUMIITOMOM O0Jie3HH. B OOBIYHON KM3HM CTpax IMOMOTaeT HaM He
CoBepIIaTh Oe3pacCyIHbIX MOCTYITKOB, HATIPHMEP He MPBIraTh C TPEThEro 3Taxa. Jlaxe caMble cMerbie
JIOOY MOTYT UCTIBITHIBATH CTPaX, HO YMEIOT KOHTPOJIMPOBATh U, €CJIU Haflo, OJoKMpoBath ero. Hamo
IPBITHYTh — NPLITHYT. [IoTOMY 4TO MHOTAA IPEOI0IEHHE CTPaxa MOXET CIIACTH CUTYALHIO.

B 6u3Hece cTpax BooOIe He MOMOraeT, HH MPH KaKAX 00CTOSTEIHLCTBAX: HA CTPax
NOTePH KJINMEHTA, HU CTPax MOTepH padoThl WIN JeHer, HH Ja’ke CTPax MOTepH CBOEro
peHoMme.

KoHeuHo, Bce 9TH cTpaxy MOTYT UMETh I0fi COOOM OCHOBaHMS. BaM NeHCTBUTEHHO HEJb3sI
NOTEPSATH ITOro KimeHTa. Mnm atot npoekT. M 3ty padory.

OnaceHus 1aBAT Ha BalllY IUIeYH. BBl MOCTOSITHHO IOMHUTE O HUX.

W oHM MemaoT CTpOMTh OTHOLIEHUS C KiueHToM. Kak s yxke mucan, 3amax Ballero crpaxa
KJIMEHT 4yeT 3a BepcTy. M OH HenmpeMeHHO MOYYBCTBYET, YTO Bbl HY)XAAeTeCh B HEM OOJIbLIIE, YeM
OH B BacC ¥ Balllell KOMITaHWH, a TIOTOMY U BecTH ceOs1 OyIeT Kak XO3sMH MonoxeHus. byner neprarsb
32 HUTOUYKH, KOTOPBIE BBl CaMH TIOBSI3QIN ceOe Ha PyKH 1 HOTH. Besib y HEro ke IeHbr'M, 3HAYUT, OH
raBHbIi! Tak?

Her, He Tak. Tak Oyzer, TOJIBKO MOKa Bbl OOUTECH.

Kak xe nmodeauts crpax?

BO-HepBbIX, HaJa0 0CO3HATD, UYTO HE TOJbKO BaM YTO0-TO HY?KHO OT KJIME€HTA, HO 1 €My
4TO0-TO TpeﬁyeTcsI OT Bac. A COOTBETCTBCHHO, pa3 ABE CTOPOHbLI HYKAAIOTCA APyl B Apyre, OHU,
o CYTH, paBHOIIPABHBI. Crout BaM 3TO IIOHATH, U BBl CMOXKETE K O6OIO)1HOfI MOJIb3€ JOHECTU TAKYIO
MMPOCTYIO MBICJIb 1O KJIMCHTA. O TOM, KdK 9TO JIy4dli€ CACJIaTb, Mbl IIOTOBOPUM IMIOTOM, HO ITIABHOC —
BbI CaMU JOJIZKHBI TBEPAO BEPUTH B TO, YTO TAK IPABUJIbHO.

Bo-BTOpHBIX, HauHuTe Urparb. [llocMoTpuTe HA CUTyalUIO C KJIHEHTOM CO CTOPOHBI,
KaK Ha CIeHY ¢ aKTepaMH, HTPAOUIUMHU CIIEKTAKJIb.

3 Fast Moving Consumer Goods — ToBapbl IOBCEJHEBHOI'O CIIpoca (aHea.).
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b. Hnupr. «OTuasHHbIEe akKayHT-MeHekepbl: Kak padorarth ¢ kianeHTamu 6e3 crpecca u nnpoosiem. HacronbHas KHura
aKKayHT-MeHeJl)kepa, MEeHe/Ikepa IPOeKTOB U (ppuiiaHcepa»

Ectp Takoe BbIpakeHHe — «JeJaTh YTo-1u00 urpaoun». OH 3T0 urpaioun caenaetr. To ecTh
JIETKO ¥ HENPUHYKIEHHO.

[Mouemy BO3HUMKJIO 3TO BbIpakeHue? [loToMy 4TO, KOTia Mbl UTpaeM, Mbl IOHUMAaeM, 4TO
9TO BCE «IOHAPOIIIKY», U Ha HAC HE JIABUT OpeMsl OMaceHUi 3a pe3yabTaT WM MOCIEICTBUS UTPhIL.
[TosToMy MBI Jierdye MpUHUMAEM BEpHBIE pellieHus1, ObICTpee U TOUHEe pearupyeM.

PoBHO 110 3T0i1 IpUYKHE CIOPTCMEHBI MOKA3bIBAIOT JYUILIME PE3YJIbTaThl HA TPEHUPOBKAX, a HE
Ha copeBHOBaHMsX. Ha HUX He 1aBUT OpeMsi OTBETCTBEHHOCTH U CTpaxa IMpoBaa.

[Nomuure, kak y [llexcriupa? Bech Mup Tearp, a moau B HeM — akTepsl. BoT u ipesictaBbTe cebe,
YTO Bbl HE aKKAYHT-MEHEI)KEP WM aKKAYHT-JUPEKTOP, a YEJIOBEK, UTpaloIUi 9Ty poib. 1 kineHT —
TOXE aKTep, UT'PAIOIIUI POJTb KJIMEeHTa. B3risHUTe Ha CUTYaIMIo Kak Obl CO CTOPOHBI, TOHAOIOANTE
3a peakIMsAMH KJIMEHTa Ha Balllv CJIOBA, 3a CBoel peakimell. 1 momymaiite, 4to ObUTO OBI TPABUIIBHO
cliesiaTh TOMY aKTepy, 4To urpaeT akkayHra? Cripocute cebst ¥ IpocTo cenaiTe 3to. Ml mocMoTpure,
4TO OyJIeT.

Cnenaiite Tak pas, 1Ba, TPU.

[NonpoOyiite Urpath, U CTpax HAYHET OTCTYMATh C KaXIbIM pa3oM Bce ObicTpee.

Bel yBUMTE, UTO, €CIM YeJIOBEK BHYTPEHHE CBOOOJIEH OT CTpaxa, JPyrue 3T0 4yBCTBYIOT. U
Be/lyT ceOst MHavye. DTO KacaeTcsl U KJIMEHTOB.

KoHneuHo ke, 51 He TOBOPIO, UYTO HA/I0 3a0bITh 00 OTBETCTBEHHOCTU M 00S13aTeIbCTBAX Mepe
PYKOBOJICTBOM, KJIIEHTOM U T. II.

! roBOpIO JIMIIb O TOM, KaK CHOCJIaThb, 9TOOBI 3Ta OTBETCTBEHHOCTH HE IIOAIIUThIBAJIa Ballll
CTpaxH, KOTOPBIC HE ITO3BOJIAIOT pa6OTaTI) C KJIMCHTOM Ha paBHBIX.

B-TpeThux, He G0liTeCh pAa304apOBaTh KJIHEHTA TeM, UTO Ballle MHEHHE He COBNAIaeT
€ ero WM Bally JeiiCTBUSI HE COOTBETCTBYIOT €ro 0KMAaHUAM. KIMeHTh — JIoau 1 o3ToMy
MOT'YT OBITh HETIPaBhl, KaK 1 BCE OCTAJIbHBIE. A Y BaC eCTh COOCTBEHHOE MHEeHHe. BrickasbiBaiiTe ero
KOPPEKTHO U I00pOKeTaTeNIbHO, Jake €CJIM OHO IPOTHUBOMOJIOKHO MHEHHIO KJIEHTA.

B npuBeneHHOM MHOI rTpuMepe, eciii Obl MEHEKMEHT CTYIUH ITPEO0JIeN CTpax repet Helpu-

SITHBIM Pa3roBOPOM C KJIUEHTOM, BCe MOTJIO Obl ITOTH MHave. KoHeuHo, Moryio Obl v He ioiTH. ['apaH-
TUH B TAKOW CUTYyallMM HUKTO J1aTh He MokeT. Ho BeJib OHM J1axke He MOMbITATUCh!
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b. HImupt. «OTtuasHHbe akKayHT-MeHekephl: Kak padoTarts ¢ kimeHTamu 0e3 cTpecca u mpodiem. HactonmpHast kaura
aKKayHT-MeHeJl)kepa, MEeHe/Ikepa IPOeKTOB U (ppuiiaHcepa»

I'naBa 6
O camoyBakeHUH U YBaKeHUH

Hyecmeo eymanHocmu OCKOpOAsiemcsl, K02od Moou He Yeaxdcaron 6
Opy2ux uenoseueckoz0 00CMOUHCMEA, U ewse Oonee OCKOpOAsienicst u cmpadaen,
K020a uenosex cam 6 cebe He ysadcaent COOCMEEHH020 00CHOUHCIEA.

B.I'. Beaunckuii

OnHaxapl MOEMY MPUSTENI0, FeHePaTbHOMY TUPEKTOPY MOJIONOH M OBICTPO pacTyIleid KoMIia-
HUH, B IeBATH Beuepa (!) MO3BOHWII MPOAAKHUK (PUPMBI-TIOAPSIIUUKA.

— A moyeMy Bbl He NOANMCAJIM HAUI JOTrOBOP? — HACTOWYMBO M CTPOrO NMOMHTEPECOBAJICS OH
y KJIMEHTA.

— 51 6ornero, He cMor, — MPOCHIIEN MOH MTPUSATENTb, JIEKABILUIA C TEMIIEpaTypo.

— Kak xe tak? Ecnu He nognuiiere A0 cpespl, s k€ MOTY MPEMUM JIMIIUThCS! — UCKPEHHE
BO3HEroioBasl MeHeAkep. OH He OCOYYBCTBOBAJ KJIIMEHTY, JaKe HE MOXKeNall BI310poBiaeHus. OH
NepeKUBaJI U3-32 CBOEH MIPEMUH.

[Tocne storo (ciopnpus! ciopripu3!) MOTEHIUMATBHBINA KJIUEHT pacxoTesl paboTaTh ¢ HUM, a
3a0/IHO U C ero (pMpMOMu.

HyxHO 00BsICHATH IOUEMY?
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KoHen 03HaKOMHUTEJIBHOT0 (pparmMeHra.

Texkcr npenocrasieH OO0 «JIutPec».

[IpounTaiiTe 3Ty KHUTY LIEJIMKOM, KYIMB IIOJHYIO JIEraJbHYIO 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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