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Baagumup Axyoa

IIpoaa:kHUK HA BCIO rOJIOBY.
Kpytble crpareruu npodgeccuonana

© sIky6a B., 2018

© 000 «M3nparenscteo ACT>», 2019

Baaoumup Axyba — ouenv dcueoii uenogex. Y Hezo sHepeuu Kax Y
INEKMPOCIAHUUM.
0. H. Camogpanos, oupexmop cemu mazasunos «Kanuep»

Tpenurnz Bnaoumupa nomoz HAWUM NAPMHEPAM GbIMU HA HOGbILL
Yposeiv, cmamv ycnewree u npodykmusHee. Baaoumup dan Habop none3Hlx
U NPEKPACHO PABOMAIOWUX UHCIPYMEHINOE 8 chepe NPooaxc U nepezosopos,
HAYUUA NPABUALHO OP2AHU306LIBAMb PAboUUIl npouecc U O0OUBAMbCSL
00ABULE20 30 MO JiCE BPEMSL.

K. Anaxoéapos, oupexmop 000 «Opudbaeiin Yrpauna»

Bradumup  6necmsimye nposen obyueHue 045t  COMPYOHUKOB U
PYKoBoOUmeneii.

B xo0e mpenunza O6viau nodpodHo pazodparvl 6ce 6adiCHble SMANbl
npouecca npooasic, OaHvl KOHKpemHbwle U YemKue co8embl U peKOMEHOauUY no
YAYUUEHUIO OeLliCMBYIOUWUX NPOUECCO8, CKPUNIMOE U Memo008 pabomul.

A. 0. Koamwizun, oupexmop 000 T/ «/lexa-Cmpoii»

baazooapum  Baaoumupa Akyby u eocxuwsaemcss ezo paoomoti
Kak OusHec-mpenepa u HacmasHuxa. Bce memoovl, npednazaemvie K
O0CBOEHUIO, SBASIIONCSL YHUKANLHLIMU AGIMOPCKUMU paspadomkamu Baaoumupa
U n0360A510M 00CMU2aAMb PEHOMEHANLHBIX PE3YNLIMAMNOS.
H. A. Yepnozonos, npezudenm zpynnot komnanuil «Ilenempon Poccus»

Compyonuuecmeo ¢ Baadumupom Sxkyooti nomozno Hauieli KOMnanuu
yeeauuUums 06vem NPooaxtc U NOGbICUNMb NPOUEHM 3aKpulimust coenok. B xooe
00yUeHUst COMPYOHUKU OCBOUNU 8 COBEPULEHCTNGE MEMOOUKU «NE2KUX» NPOOANC
U 3PP EKMUBHBIX NEPE20BOPO8, HAYUUNUCH ZDAMOMHO OOXOOUMb BO3PANCEHUSL
U COMHEHUsL KAUEHMA.

M. A. Boosun, pykosooumenwv omoena ooyuenus: «Karcher»

Mvt evicoko uenum npogbeccuonanuzm Baadumupa u 6nazooapHul
3a npocmvle U NPUMEHUMbIE UHCHMPYMEHMbl 8 No6cedHes ol pabome
pyxosooumeneil. Ilocre o00yuenuss compyoHuKUu Oenarom MOUHLIE DblBOK
enepeo, pewiarom mekyuue 3adauu pgpekmuenee u Ovicmpee. Cama
ammocgbepa mpeHuHz06 3acmagasien yice @ npoyecce 0oyueHust Oelicmeoeams
U CmamHosumsbCsi npooykmueHee. A nozumué u xapusma Baaoumupa Axyowet
3apsHCaIom NOAONHCUMENbHBIMU IMOUUSIMU HA MeCSUbl Gnepeo.

A. E. Jlozunos, euue-Ilpezudenm-/lupekmop maxpopezuoHanbHozo
Puauana «Pocmenexom — /lanrvruii Bocmox»
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Moe 3HaKOMCTBO € IpoJaxaMH Hayajloch B MOJPOCTKOBOM BO3pacTe — Mama 3aHsulach TOP-
TOBJIEl HA PhIHKE MMPOBUHIMATIBHOIO T'OPO/A, B KOTOPBII MBI TOJIBKO Nepeexau. [1o 3Toro s kui B
BOMHCKOW YacTu B Jiecax Koctpomckoii oonactu. Mama npomaBana B Huxkuaem Hoeropone To, 4to
nokymasa Ha «YepkuzoBckom» B MockBe. MHe Tora 6sut0 9. MHOTrma Mbt BMecTe e3qii B MOCKBY
3a 3aKynkamu. f HaOmoaan, Kak oHa OTOMpAaeT ToBap, Kak TOPryeTcsl ¢ MpoJaBlaMU U MPUHUMAET
peleHus. A OCKOJIbKY MOEMY Ialle-BOEHHOCTY:KaIlleMY TUIATUIN OYE€Hb-0UY€Hb CKPOMHO, MaMe IpH-
XOAMJIOCH CKaTh BOBMOXKHOCTH JOTIOJTHUTEILHOTO 3apaboTka. HoBasi 9kOHOMUKA TUKTOBaIa HOBBIE
ycloBus. A Beb MOsl MaMa ObUla YYHUTeJIeM MY3bIKM B IIIKOJIE M 3Ty padOTy HE OCTaBWIIA /IO CaMOM
MIEHCUM.

HaGmonenue u yuactue B «Ipofakax Mo-pyccKi», KOTOPHIMH Hayajia 3aHUMAaThCsl MOSI MaMa,
ObLIO yBJIEKATEIbHBIM MPUKJIOYEHUEM U JIJIS1 MEHSI.

B 2003 rony mHe nepBblii pa3 JOBEPUJIM [TO3BOHUTH KJIMEHTY € MIPEAJIOKEHUEM YCIYT O MOJ-
Oopy mepcoHana (s TOJMbKO YCTPOWIICS B KaJpOBOE areHTCTBO) — U s 3armaHukoBaji. Ho nenats ObUIo
HEYero: psiioM cujiesia Mosl KoJlera M BHUMATeJIbHO HaOMoAasa, YTo M Kak y MeHs TMOIyJyaeTcs.
[103BOHUB pa3-ApyroM, s MOHsLT, YTO TOMUMO KAUeCTBEHHBIX CKPUITOB M OECKOHEYHBIX TIOATOTOBOK
OpaTrh HYKHO JIPYTMM: KOJTMUECTBOM JericTBuid. M pesynbrat Oyner!

Sl mocrapasncs cOCTaBUTh KHHUTY TMOHSITHO M JIOTMYHO: @ YTOOBI HEMHOTO
HOUI'PaTh CMBICJIAMH, CIIPATAJ B €€ CTPYKTYpe HeOOJBIIOM CeKpeT.
W3 nepBbIx OyKB Ha3BaHMIA Beex yacTel ckiiaabiBaercs cinoBo «[TPOJA K ».
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IlepBbIil KOHTAKT

IIpoaaxu HAUMHAIOTCSI ¢ epBoN ppa3bl

—...Ouenb xouemcs npoussecnmu Ha 8ac NPUSIMHOE 6NEUAM.NEHUE.
— Bam smo yoanoce... yoxce.
— Ycunume xouemcs.

K/ «Cayorcednvtii poman»

VY Bac ecTh OIMH IaHC MTPOU3BECTHU NEPBOE BlieyamieHue. TouHee, y Bac €CTh BCETO 5 CEKYH[
Ha 310. Ecnu BBI ciiyrHeTe HOBOTO KJIMEHTa BO BpeMsl JIeOI0THOTO 3BOHKA WIJIM BU3UTA, TO OOJbIIe
€ro He yBUIUTE.

OTHoleHre, ¢ KOTOPBIM BCTPEYAIOT MOKYIATeNsl, HE MEHEe BaKHO, YEM aCCOPTUMEHT, LieHA
Y CepBUC B Ballleil kommnaHuu. Kak B MocjoBuile mpo OexkKY, M0 KOTOPOW BCTPEYaloT, B 3TOM CIIy-
Yae Bce NMPUMEPHO Takxke. Pa3HUIA B TOM, YTO «BCTPEUAIOT» T10 YEJIOBEKY, KOTOPBIH MEPBBIM OepeT
TPYyOKY, TIO €r0 MaHepe U JKeJIaHUI0 padoTaTh C KIMEHTOM.

[Tpuseny xwuTtelickuil npumep. Koraa Bel pUxoguTe B pecTopaH, Bac pajaylIHO PUBETCTBYET
JeBYIIKa-X0CTec, MpejiaraeT MeHio U npuramaer opunuanTa. Kak pacckaszana MHE COTpYIHHIIA
OJIHOTO W3 3aBEJICHUH, 3arpy3ka xocrec — 40 MUHYT 3a 12-4acoBoil paboumii AeHb. 3a4eM Tor/a IJia-
TUTb COTPYAHUKY, KOTOPBIN paboTaeT Tak Maio? la MOTOMyY, YTO OT HEro 3aBHUCHUT KeJlaHUe IoCTs U
3alTU B PECTOPaH, U OCTAaThCs, U 3aKa3aTh OOJIbIIE OJTI01, TOTOMY YTO yKe BCe MOoHpaBmioch. Eciu
9TO cpabaThiBacT B PECTOPAHHOM OM3HECe, TIOUYeMY 3TO He 3a/IeFiCTBOBAHO B APyrux cdepax?

K npumepy, ecnu roBoputh 0 KOJLI-LEHTPaX, TO UMEHHO €r0 COTPYAHUKU — JIMLIO KOMITAaHUU.
U Baiie otHOIIEHKE, HanTpuMep, K « TuHbKO(D(-0aHKy» CKIIaAbIBAETCS U3 PA3rOBOPa C MEHEIKEPOM,
KOTOPBII 1O TesiepOHy pelaeT Banm Bonpochkl. KauecTBo 0OIeH s 3aKJIabIBaeTCs C TIPABHIBHOTO
1 poeCCUOHATIPHOTO Havasa Auasora.

Otmeuy: B KpPYIHBIX TOpoAax C HayajJoM Jauayiiora OOBIYHO BCE HEIUIOXO, HO B Topoiax
MOMeEHbIIIe KOMIETEHIIMU B 3TOM Bompoce cnadee. CeroHs, Hanpumep, 51 TO3BOHWII B OHY KOMIIa-
HUIO, YTOOBI OOrOBOPUTH BO3MOKHOCTb 3aKYIKH OT/IEJIOYHOTO MaTtepuaia Juisi cBoero aoma. [ocre
TOTO KaK YeJIOBEK Ha TOM KOHIIE IIPOBOJIA CKa3aJl «ajie» U OOJIbIlie HUYero, Y MeHsl IOSIBUJIOCh CTPaH-
HOE OIIyIIeHHUe, YTO s He Tyaa nonaj. Koraa s cipocut po HyKHBIN MaTepuall, MHE CKa3aIu: «TUM
3aHUMAETCs JIPyro 4eJIoBeK, cervac s ero Mpuriamry», — U TpOMKO, PUKpPbIBas TPYOKy TesedoHa,
KpUKHYJ: «Orier, Bo3pMU TPYOKY». Bo3MOkHO, y HUX cliomanach [P-tenedonus, MoxeT ObITh, y HUX
HY OYeHb MHOT'O KJIUEHTOB, & MOXET, ITO CIydaiiHasi U peJiKasi BbIOOpKa.

VMeHHO MO3TOMY $I HAUMHAIO KHUTY C pasfefia, MOCBSIIEHHOIO MEpBbIM, CAMbIM BaKHBIM
CEeKYH]IaM Pa3roBopa ¢ KJIMEHTOM, 32 KOTOPbIE Bbl JJOJKHBI YCIETh 3a(pMKCUPOBATh BHUMAHKE U UHTe-
pec. ObcynuM /1Ba BapuaHTa Havyasla quasora — o tejaedoHy u 6es.

1. IlepBbIii pa3roBop mno tejiegony

Ectb 4 xaTeropuu COTpyJHUKOB, KTO OepeT TpyOKH UM BCTpevaeT KineHTa. B nepBylo ouepenp
YeJIOBEK CTAJIKMBAETCS:

— C CeKkpeTapsiMy;

— C a/IMUHUCTPATOPAMU;

— C MEHE[KepaMU;

— C OXpaHHUKaMH.
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[NepBble Tpu KaTeropuu — OOBIYHO OYEHb KOMIIETEHTHBIE COTPYIHUKH, KOTOPbIE TOBOPST HYX-

HbIE CJIOBA, HO JIOIYCKAIOT psi onmOoK. [IpumMep uasora ¢ cekperapeM:

— Komnanus «Onmuma», 0o0pblii Oetv!
— lesyuixa, 000puiii OeHb, NOOCKaXdCUmMe, NOXCAMYIcma, Y 8ac eChb 8 HANMUUL NAHEAU BePHUL-

KAaJlbHO20 KPENnJaeHUus ?

— Craoicume, Kax K 8am MONCHO oOpauyamucsi?

— Baaoumup.

— Bol unmepecyemecs onsi ceds, uau 8ol npeocmasumen KOMNanuu?

—Jlns cebs!

— Bol Kk Ham panee yorce oopauwiarucy?

— Hem!!

— U3 Kaxoezo ucmovHuxa vl Y3HaAu o HAc?

—...(Kauenm HauuHaem navukoeams). Bvl MHe modceme ckazame, y ac ecmov naneau?
— Celiuac coeouHo 8ac co CNeUUAIUCmoM, oxcuoaiime, noxcaryicma.

Bam BcTpevanuch Takue quasioru? DTOT CKPUNT 3aroToBjiieH 3apaHee. Cekperaphb 3a/1aeT

BOIIPOCHI TOJIBKO IMTOTOMY, YTO 3TO IMPONMNCAHO B UHCTPYKIUH. A3a APYIruec TEKCThI.

[MpuBeny npumep TenedoHHOro OOpalleHusl B CTPOUTEIBHYI0 KOMIIAHMIO, 3allICAHHOTO Ha

OIHOM U3 MOMX peaIuTU-TPEHUHIoB. M. — MmeHekep, B. — 1 Kak «BXosAIMIA» KIUEHT:

aa.

B.: Anno, 006pulii Oenv!

M.: /loopuolii Oenv!

B.: Cxascume, noxcanyiicma, a y 6ac neHOnAeKkc ecmo?
M.: Jla.

B.: Mue nyoicno 20e-mo 5—6 kyoos. «Ilsmepouka» MHe HYHCHA.
M.: Bam 0nst auuHbIX HYHCO UAU 05l nepenpooaxcu’?
B.: Koneuno, onst auunbLx HYxHcO.

M.: Cxonvko 6am Haoo Ky608?

B.: Ilamw. Llena xakas?

M.: Bac xax 308ym?

B.: Mens Baaoumup 30eym. [louem nenonnexc-mo?

WTtak, MeHemkep 3a1a1 HECKOJIBKO BCTPEUHbBIX BOITPOCOB. [IpaBuiibHO oH caesan? OqHO3HAYHO

M.: 4650 pyoneii.

B.: Oii, a nooewesne modxicro?

M.: [looeureane modxcro. 4550 pyoneii, ecau docmaska eauia.

B.: 9mo 3nauum 25 moicsiu 5 kyooe oyoem, oa? A ewje Oewteane Heav3s?
M.: Ecmw Opyeoii mosap nooeutesne, aHaN02UUHBLII.

B.: Jlopoeosamo oydem, ecau Hadymaro, s nepe3eomIo, Xopouto?

M.: Xopowo.

Kakue y Bac BreuamieHuss or MeHeqkepa? B 1ieloM, OH roBOpusl HEIIOXo, 3aajl MHE

BONPOCHI, XOPOLIO, YTO MX OBUIO He OOJIbIIE TPEX, MHAYE ITO cTaslo Obl MEHS yxke pasapaxars. Eciu
KJIMEHT CJIBILIUT YETBEPTHIM, MATHIN, IIECTOM BOIIPOC, OH YK€ HauMHAeT HepBHUYATh: «CKaXU LEHY-

TO».
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Enie uto npaBwibHO caennan meHepxep? OH y3Ha  Moe uMsi. It1o rtioc. Ho motom, B mporiecce
auasnora, oH ero BcrioMHmi1? Het. To ecTh OH min 3a0bUT MMSI, WM HE 3HAET, YTO MEPUOINIECKH €ro
HAJI0 MOBTOPATh. BOT Tak:

— Baaoumup, ckasxcume, a 6wl 0151 cebsi npuoopemaeme Ui Onst REPENPOOaXHCu?

[Tpeanoxut iu MeHeKep COMyTCTBYIONIHIA TOBAp, TO eCTh Oblia Ju gonpoxaxa? Toxe ver. [la,
OH J1aJT MHE CKHUJIKY, HO OHa MeHsI He 3arHTepecoBasa. O TOM, KOTjia M Kak MpaBUIbHO CHUXKATD LIEHY,
MBI TIOTOBOpHM Mo3ke. Camoe TIIaBHOe, UTO OH CJIesiall HEBEpHO. .. — OapadaHHast poOb — He CIpo-
CHUJI MOU KOHTAKTBI B KOHIIE ¥ HE JIOTOBOPUJICS O TTPOJOJIKEHUH JUajiora B STOT WM CJIeAyIoImMii
pasroBop. Bce. S kak moTeHIMaIbHO 3aMHTEPECOBAHHBINA KJIUEHT OT Hero yiein. [IpencraButenu
KOMITaHWH, B KOTOPYIO s O3BOHWJI, HAXOJWIKCh B TOT MOMEHT B 3ajie. TOT pUMep JOCTATOYHO
ONTUMHUCTHYHBIIA: HA/IO JIMIITh HEMHOTO MOIyYUTh MEHEKEPOB, U paboTa MonzaeT.

Kaxap1ii BXOAAIIMI 3BOHOK JT0JKeH ObiTh 0Opadotad o mpasuiay MKTH, to ects B pe3yiib-
TaTe Pa3roBOpa y Bac JAOJKHBI ObITh 4 3aI0JIHEHHBIX MOJISI O KJIMEHTE:

N — ums,

K - xomnanus,

T - Teaedon,

H - nanomunanue.

Paz6epem nonpoOHO Ha ipumepe. [Ipencrasbre, BbI 3BOHUTE B (DUPMY.
Cexpemapy: 30pascmesyiime, komnanus «Jlozoc», Hpuna Kocmuna, caywato eac!

«Crymaio Bac» 3ByYHT PUBETIIMBO, C YJIBIOKOM, TOrAa Kak Hajoesiee «YeM Mory momMous ?»
HE TOJIbKO COMBAET, HO M HACTPAanBAEeT Ha arpeCCUBHBIN J1aJl. KOpoTkoe mpuBETCTBUE U IIPE/ICTaBIICHUE
YMECTHee, 4eM KaKOU-TO BOIPOC:

Bui: Anne, ckasxcume, a ecms 6om 3mo y éac?

Cexpemapen: /la, koneuro!

Bui: A no kaxoii uyene?

Cexpemapye: Hy, no cmoumocmu, KOHEUHO, CAOAHCHO 2080pumb. Llena 3asucum om obsema.
Bui: onsmmuo. Cradicume, a ¢ kem 5t Mozy no 3momy 60npocy no2o8opums?

OOparuTe BHUMaHKE, KaK CIIPOCUTH UM coOeceiHrKa. B 95 % pekomMeHmarmii mpornucaH mao-
7oH «CKaxuTe, MOKaIyiCTa, Kak K BaM MOKHO oOpamiatbesi?». JTta nekypHasi hpaza JaBHO BbI3bI-
BaeT pa3/ipakeHue, IOTOMY UTO JIIOAU B IOBCEHEBHOM KM3HU TaK HE FTOBOPAT. DTO KajibKa C aMepH-
KAHCKUX CKPMIITOB, a Y HAaC Ipyrol MEHTAJIUTET:

Cexpemapn: Ckadicume, a kak eac 308ym?
Bobt: Baaoumup.

V3HaB MMsi, TOBTOPUTE €ro MO X0y pasroBopa 2-3 pasa, He vaiie. Y MeHs ObUl KJIMEeHT, B
Oecefie ¢ KOTOPBIM s TiepedopIui ¢ umeHeM. M oH MHe ckasan: «Moonoi 4eoBeK, XBaTUT MeHs
0 IMEHH Ha3biBaTh». U mpaBna, 3o Obu1 epedop, Belb s Ha3bIBaJ €ro Mo UMEHU Kak/IbIi pa3, Kak
OTBeval. 3aurpascs, 3HauuT.

Cexpemapv: A Komnanus?
Buvi: Taxas-mo.
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Cexpemapye: Baaoumup, a vl ¢ Hamu ydxce pabomanu paee?

Buvi: Hem, nepebtii pas.

Cexpemapo: Baaoumup, s moeda no smomy éonpocy coedunro ac ¢ Cepeeem Heanogwvim. On
Kypupyen 8 KOMRAHUU UMEHHO MO 80NPOC, XOPOUWO?

Bui: Xopowo.

Cexpemapn: [osxcanyiicma, nodyovme Ha AUHUU, COCOUHSIIO.

Bce 310 MpoM3HOCUTCS TAaKUM TOJIOCOM, B KOTOPOM UYBCTBYETCSl MHTEPEC K 3BOHSAIIEMY, O3
OIIYIIEHUS TACCUBHOM OTPaOOTKH CKPHIITOB.

Ckazas 31y (ppazy, cekperapb Kak-To Bo3BbiaeT Ceprest UBanoBa. MaeansHo, eciiu Cepreit
TOCJIe TOTO, KaK €r0 COSMHSAT C KJIIMEHTOM, CKaXKeT:

— /loopwtit 0env, Baadumup, caywaro sac!

To ecTb 32 3TO BpeMsI ceKpeTapb BHecaa uMs KimeHTa B 6asy CRM, uto otobpas3usioch nepen
I71a3aMH MEHeIKepa, WM ke OHa MPOCTO yCIiesia Ha3BaTh €ro UMsI MPU MEePeKTIOUeHNH — 3HAUSHU ST
HE UMeeT.

Obs13aTeIbHO BHOCUTE BCE JIAHHBIE O 3aKa3uMKax B 0a3y. Ecim MeHemkep mpy pa3roBope uTo-
TO 3aMMUCHIBACT HA OYMaXKy, TO MOUTH cO 50 %-HOM BepOATHOCTHIO TOT KOHTAKT OyaeT yrepsiH. Cre-
JIaTh 3TO MOHO Kak B TipocTtoii Tadnmurie Excel, Tak u B cioxkHO# MHOroypoBHeBoli CRM-cucreme.
Kcraru, ¢ ee BHeIpeHHEM Yy MEHEKepOB He OCTAHETCs TIOBOJIOB It OTTOBOPOK: «He 3Hau, He cka-
3aJM, He TO3BOHWJICS». COTpPYAHUKAM OCTAETCsl TOJBbKO 3aHMMAThCSl CBOMMH MPSMBIMU O0sI3aHHO-
CTSIMU — XOPOIIO paboTaTh ¢ KJIMEHTAMH.

Yarnie Bcero rnojtydaeTcsi Tak: KJIMEHT 3BOHMT, 3a/Ia€T BOITPOC I10 LIeHe, MEHEKep eMy Ha3bIBaeT
CTOMMOCTH 1 TIonty4aeT B oTBeT: «Cnacn6o. Ecnu uto, s1 nepe3BoH10». Bomblie oT Hero Hu CiiyXy HA
AyXy, 1a ¥ KOMIIAaHUsI HE B Kypce, KTO 3BOHIJI, 3a4eM M MoYeMy He Nepe3BOHUIL.

B 1aHHBI MOMEHT, TTOKA 51 B OUepeTHON pa3 epeUrTHIBAIO KHUTY ¥ BHOITY IIPaBKH, MHE IT03BO-
HIWIA JIEBYIIKA C HE3HAKOMOTo HOMepa U3 HE3HAKOMOW KOMIIAHUH U CKazaJa:

— Jloopuwiii Oenv! A u3 komnanuu (He 3anomuun). Ecme y 6ac noamunymxu?
— Jlesyuika, nepezgsoHume mHe uepes 3 MuHymol, Xopouio?
—/la, xopowio, nepe3eoHio.

[Mpomren yac. Y MeHs1 yXe OIIyIIEHWE HEMYHKTYaJbHOCTH U HEBBITOJHEHUS OOCIIaHWI.
Moxer, eii cTouso ckazath no-apyromy? Hanpumep:

— Xopowo, ss mozoa Habepy eaut HoOMep NO30Hee.

Torna, naxe ecnu oHa HabepeT MOM HOMep uepe3 Hefienmo, st Oyay MOHUMATh, YTO 9TO U €CTh
«TI03/IHEE».

Tot, KTO cHIUT Yy Bac Ha Tesie(pOHe, PE3EHTYET He TOJIBKO TOBAP WJIH YCIIYTH, HO U ce0s1, ¥ Balry
KOMITaHU0. Ecii MHe MOHpPaBWJIOCh Pa3roBapvBaTh C YEJIOBEKOM, sl MOTY TEperuiaTuTh 5 pyoneit
MeHe/Kepy, KOTOPBIH MPpOM3Be Ha MEHs MPUATHOE BlevyarieHue. Hukomy He xoudetcsi oOmarbes
c poboTamH, KJIMEeHTaM HYXHO YeJIOBEYECKOe ydacTue, a He 3areptbie (ppassl. [TosTomy rosopute
MeHee opuIaIbHO U BRIMOMHANTe obemanus. [loctynuna 3asBka? [lepesBonute:

K.: Aano.

A: Cepeeri?

K.: /Ja.

A: Jloopuii Oenv!

K.: Jloopuiii Oenv!

A: Omo Baaoumup HAxyba uz komnanuu maxoii-mo. Bl ocmaensiau 3a56Ky Ha Haulem caiime,
eepro?
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K.: Ja.
A: Yoeaume mue npumepno 2-3 munymeot, xopouio?

Oo6parute BHUMaHUe Ha may3bl. [loueMy OHU Tak BakHBI B 1uasiore? Bo-niepBbix, Tak y Ceprest
HET OLLYIIIEHHs, YTO OH Pa3rOBAPUBAET C «MEJIKOW COLIKOI», KOTOpasi CTECHUTEJILHO TapaTopuT. Bo-
BTOPBIX, KOPOTKMM MOTYaHUEM TOTYEPKUBACTCS 3HAYMMOCTh OOCYK/IaeMbIX BOITPOCOB.

Kak BbI ymaeTe, 4To SIBISIETCS KJIIOUEBBIM B 3TOM Auasore? To, 4To Mo coOOeceTHHK yKe TPH
pa3a oTBeTHJ «Ja». B nanbHeiieM oH yxe 0JarockjoHHee OyJeT BOCIPUHUMATh MH(OPMALIMIO,
BEJIMKA BEPOATHOCTb, YTO OH 10 MHEPLIMU CKAKET U YETBEPTOE «a», U MATOE.

2. ITpoaaku B TOProBom 3aJie

C 4ero HaUMHAIOTCA poaaxxu B JIMIHOMN BCTpC‘IC? BbIBaeT, 3aXOJUllb B MarasmH B TOProBoM
LHEHTPE U MPAMO Ha BXOAC CJIbIIIUIID:

— 30pascmeyiime, 6am nomous?

N
— Bam noockazame umo-mo?
— Myoicuuna, 30pascmsyiime, npoxooume. Ymo eam?

Takoli Hanop BBI3BIBAET OJIHO KeJIaHWe: pa3BEPHYTHCS U MOCKopee yoexaTh u3 MarasuHa. Kak
Toraa nocTynuth? Pacckaxy KOPOTKO B TpeX MyHKTaXx.
KiueHnt BxoauT B TOproBei 3aj1. Baiy feicTBus:

1. Berats (ecnu cunenu), ynblOHYThCSA U, Aefasi ar Ha3aj (€CJIU eCTh BO3MOXKHOCTb), CKa3aTh:

— Jloopuiii Oenv! IIpoxodume, nodcanyiicma.

[NompuBeTcTBYIiTE, OTCTYNIUTE U HEKOTOPOE BPeMsI B €0 CTOPOHY Jake He cMoTpute. Pykoi
MoKazann: «Bxogure» — 1 OTOILIN.

2. He Tporatsb kiuenta 40-60 cekynn. Kpaem riaza cnenure, 4toObl, Kak TOJIBKO OH CeJal
IBIKEHUE B IMOMCKAX BaIllero B3MJISI/IA, Bbl OKA3aIHUCh PSAOM.

3.IIpoaars. YBUIEB, UTO KIUEHTY HPABUTCS KaKasi-TO MOJIEb, IOIOUINTE U 3aJaliTe BOIIPOC,
YTO €ro 3auHTepecoBaio. MOKXHO HavyaTh U3/1ajieKa:

— Kakas mexuuxa eac 3aunmepecosana?

— Bul émyaxy cebe onst komaa evloupaeme?

U torna Gecena ¢ KJIMEHTOM 3aBsKETCS OOJiee eCTECTBEHHO U TIO3UTHUBHO.

VJI0BUB 33 [yMUUBOCTb KJIMEHTA HAJI ONIPE/ICICHHBIM TOBAPOM JOIYCTUMO, CKa3aTh:

—9mo xopowast mooenw, Hemeukoe Kauecmao, Hosds KOANEKUUSL, 8bl 0151 Ce0st Umo-mo 8viou-
paeme uau 8 OOAPOK ?

A eclti BMECTO «XOpOIIIel MOJe/I» Bbl HA30BETe MIMEHHO TO, Ha Ye€M OCTAaHOBHJICS €ro B3IJISI,
TO pa3roBop MoiaeT emie Jydiie. Harnpumep:

— AHeaulickas moodeaw, pabomaenm 8 mpex NAOCKOCMSX, N0NACMU MOHbUE OYMANCHO20
aucma, vl 015 ceds svibupaene UaU dJce 8 NOOAPOK?

B 3aBucumoctu ot cepsl esTenbHOCTH (hpa3bl MOT'YT MEHSTHCS, HAPUMEP B MarasuHe o0yBH
PEaKo BHIOUPAIOT 00YBb B TIOJIAPOK, TIO3TOMY TaM (hpasy HyKHO 3aMEHHTh, HO JIOTHKA OCTAETCS TAKO-
BOW.
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ByIlI)Te MCHCIKEPpaMu, a4 HC KOHCYJIbTAHTaAaMHU

3Haerte, YeM OTIMYaeTCsl KOHCYJIBTAaHT OT MeHekepa? Pazinurie Mex Iy HOIMU OYeHb ITpo3payd-
HOe ¥ MOHATHOE. KOHCY/IbTaHT TONBKO KOHCYJIBTUPYET, @ BOT MEHEKEP MPOJIacT.

Kak BbI mymaete, koro 6ombliie B Poccuu, 1a 1 BO BceM MOCTCOBETCKOM ITPOCTPAHCTBE: MEHe-
JKepOB UM KOHCYIbTaHTOB? CKOpee BCero, TIOCIIeTHUX, TaK KaK eIlle COX PaHsIeTCs MPEIB3SITOEe OTHO-
IIeHUe K TeM, KTO MPOAAET, «ocanodek» octaics. [Ipu 3Tom, «mpopakHUKOB» oT Bora koMmranuu
OyKBaJIBHO PBYT APYT y Opyra.

Hamma ¢ BamMu 3ajaua — MOMEHSATH B3I/ HA TIPOIIECC TOPTOBJIU M BEPHYTh YBAKEHUE K UeJIO-
BEKy, KOTOpPbIH mpofaeT. M Hy’)HO 3TO caMMM MeHe/KepaM B MEPBYI0 OYepe/lb, YTOOBI TPABUIIBHO
ceOs1 OIIyIIaTh U TIOIaBaTh B MPOILIECCe TIEPErOBOPOB.

KimoueBoe oTMure KOHCYJIbTaHTa OT MEHEKepa B TOM, KaK OHM 3aKaHYMBAIOT quajor. Kim-
eHTBl B 95 % ciy4aeB roBopsT BaM:

— Cnacubo, s nooymaro, a NOMoM nepe38oHIo.

Uro Ha 3TO OTBEYAET KOHCY/IBTAHT?

— Xopouwo, ecezo 006po2o, 00 c8UOAHUS.

A 4TO cKaxeT MeHekep? 3aJacT BOMPOC U HauHeT Oecery. Beap mpomaku — 9T pexkie BCero
JMAJIOT.

Meneooicep (M.): Paspewume, ss mozoa eéac 3ae8mpa neperaoepy, Xopouio?

Kauenm (K.): la ne naoo, ne Haoo, st NO360HIO 8aM CAM.

M.: A y sac ecmv WhatsApp?

K.: Ecmp.

M.: A moeoa cxuny eam urghopmayuro no smomy nosody. M noszonee cozgonumcs, xopouto?

K.: Hem, cnacubo.

M.: Xopowto, st nonsin. Tozoa 6yoem Ha cés3u. Ecau umo-mo nosieumcs HoeHbKoe, 1 8ac nepe-
Haoepy. Bcezo 0oopoeo u xopoutezo Owns!

K.: Bcezo 0obpoeo.

WHorna B KOHIIE AUaIora B Ka4eCTBe JIOTMIECKOro SIKOPs 51 T00ABJISAI0 3aKJII0UUTEIbHYIO (bpasy,
YTOOBI e1lie OOJIbIIIe 3aITPOrpaMMHUPOBATh KJIMEHTA Ha PadoTy:

— byodem padomamy!

B Hauasie Gecejibl MEHeIKEp MPOU3HEC CIIOBO «3aBTPa», TaK YTO OH MMEET IMOJIHOE ITPABOo repe-
3BOHUTH TO3XKE. 37eCh BAXXHO HE IMepekarh KJIMEeHTA: OH HaM yke 3 pa3a cKaszajl «HeT», U BeJIHMKa
BEPOSITHOCTD, UTO €CJIM TIO3BOHUTH €My Ha CJIIYIOIIMI JeHb, TO OH TOXE OTKaXeT.

K.: Monoooii uenoeek, 6oaviue He 360HuUMe mHe!

UYro ckazarh B TAKOM citydae?

M.: Anexceii, nonsin eac. Ilonazaro, ce200Hs He camoe yoauroe gpems ons ouanoeza. Haoepy
eaut Homep no3onee!

K.: He nHaoo u nozonee! 3adyobme moii Homep!

M.: Honsin. Tozoa npocmo 0ydem Ha c8s3u, cnacubo, ecau wmo, Hadepy 6ac.

Penkuii KJIMEHT TOBOPUT YTO-TO Jajibllie, OOBIYHO HA 3TOM AMAJIOT 3aBepluaercs. AJieKceil
CErofHsi MOT OBITh IIPOCTO HE B JIyXe, HO B PYroe BpeMsl C YIOBOJIbCTBUEM BBICTYIIAET Ballle Mpe-
JIO’)KEHHE. A eCJIM 3TO He TaK, MOCTaBbTe HOBOE HAMIOMUHAHKE, M OHAX/IbI OH CKaXeT «Ja». B 3aBu-
CUMOCTH OT YPOBHSI €r0 PACIIOIOKEHH S IO3BOHUTE 3aBTPa WM B JAJIEKOM JeKaope.

[NonBoxas utor no padboTe ¢ KIMEHTaMH, X0y CKa3aTh, YTO €CJIM y Bac pabOTAIOT KOHCYJIbTAHTHI,
kotopbie He yTouHsioT MKT 1 He cTaBsAT cebe HamOMHHAJIOK O CIeyIONIeM KOHTAKTe C KIMeHTaMH,
TO Y IJTATUTh UM HYKHO KaK KOHCYJIbTaHTaM. MeHeIKepbl CTOSIT HAMHOTO Iopoke. Tak u 00bscHUTE
HOBYIO TIOJIUTUKY OIUIATHI TPYJa CBOUM MOAYMHEHHBIM.
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He nymaiite, 4yto 103MpOBaHHBIN HAIIOP CO CTOPOHBI MEHEAKEpa OTIIYTHET KiueHTta. EcTb pas-
HUIA MEXY KOPPEKTHBIM 1 HEKOPPEKTHBIM 10KUMOM.

Bbut cityyaii, Koria Mel ¢ %€HOM NOKYNaIX Ofesla U MOAYIIKM U1 AoMa. 3alluld B MarasuH,
XOOUJIM, ocMaTpuBasiuch. CTOMIIO HAM YTO-TO B35ITh B PYKH, CJIEOBABIIAsl 32 HAMHU JIEBYIIKAa-KOH-
CYJIBTaHT Cpa3y Hecla ToBap Ha Kaccy. HaBepHoe, ee 3ToMy crieniMajibHO 00y4asii, HO MEHsI TaKOu
TEMII TIOKYTIOK He yCTpanBa. X0TelI0Ch YTO-TO BHIOPATh, TOCMOTPETh Moyyile. B utore Mbl Habpasu
Ha TPWINYHYI0 CyMMy. MoxeT ObITh, OHA MO MyTH Ha Kaccy YTO-TO elle MPUXBATHIIA, YTO MHE He
TMOJIXO/INJIO, KTO 3HaeT. [lyist MeHs 310 Obul cynmepnepeao:kum . Ho, BO3MOXKHO, 7151 APYTroro KJu-
€HTa, KOTOPBIN MIPUINEIT 32 OIHOM TMOKYIIKOW, €€ SHTy3ua3M ObLT Obl yMecTeH. Mbl Kyiu TO, 4TO
HYKHO, OCTaJIUCh J1I0BOJIbHBL. HO B ciienytonuil pa3 B 3TOT Mara3svH WATH HE XOUYETCsl.

Tak 4TO B TOProBOM 3aji€, IO CPAaBHEHUIO C TelIe(POHHBIMU NEPETOBOPAMH, JIyUIlle HEMHOTO
MOOBITh «KAyHOM». OJIHAKO BCE OCTaJIbHOE, PACCKAa3aHHOE B ITOM IVIaBe, paclpOCTpaHsIeTCs U Ha
Tesie(bOHHBIE MIEPETOBOPHI, U Ha MPOJAKHU B IIOypyMax.
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Kak mocTpouTs qUAJIOr ¢ KJIAEHTOM:
Bbl Be€IOMbIH WJIH BeyIIui?

B neperoBopax Bbl HAXOOUTECH B OJJHOM U3 ABYX MOJIOXKEHWIA: BEIOMBIN WM Begymid. Kakyio
POJTb BBl BO3bMETE Ha ceOst?
[IpuBeny npumepsl AUAIOrOB.

1. KoHCYJIbTAHT U BeJOMbIil KJINEHT

K.: Craowcume, y eac 12-ii euncokapmon ecmv, 81a20CMOUKUIL?
M.: /la, koneuro.

K.: A ckonvko cmoum?

M.: Bam «Kuaygp»?

K.: Aa, «<Knaygp».

M.: 382 pybas.

K.: A ecau 10 aucmos 6pame, mo yena kakas?

M.: Tozoa 380.

K.: Xopowo, s mozoa nooymaro.

M.: Xopowo.

KakoBbl 11aHCHI, UTO KJIUEHT BEPHETCS U KYIUT y Bac?

2. KoHCy/IbTAHT U BeIyIIMil KJIUEHT

K.: 30pascmesyiime, y éac ecmv 2uncokapmon?
M.: Ecmuv, koneurno. Kakoil eac unmepecyem?
K.: Baazocmoiikuii mme HydtceH, ecmo makou?
B Takux ciydasx Oosiee CIOKHBIA CIIeHApHiA, KOT/Ia BbI BRIHYKJICHBI OTBEYaTh HAa BOIIPOCH.
K.: A npogpunu ecmwv?

M.: /la, koneunro, dice.

K.: A kpenexc?

M.: /la, ecmo y nac u kpeneoic.

K.: A 20e?

M.: Bon na mom cmenoe.

Ha sTOM nonwbITKa CIeNKN 3aKaHYMBAETCS.

3. MeHem:xep U BeOMbIil KJINEHT

K.: 30pascmeyiime, ecmo au y eac euncoxapmon?

M.: 30pascmeyiime, KoHeuHo dice, ecmb. A KAKOI 2uncokapmow eac unmepecyem?
K.: Hy, mens unmepecyem 12-ii.

M.: Cxadxcume, a vt Oom cmpoumne uau 4mo-mo pemoHmupyeme?

K.: Hy s 0om cmporo.

M.: Aza, nonsin. Bam onst kakux padom nyosicro?

K.: Hy, u cmenwl, u nomonok mooxce.

M.: Bam éaazocmoiikuii uau 00b1unblil?

K.: Hy ne 3naro...

Yem Gosbllie MOKyMaTe b TOBOPUT, TEM JIydllle JJIsl Bac: 00CyXKast ero moTpeOGHOCTH, BbI TIOHU-
MacCTe, KyJa €ro HallpaBUThb, a KJIUCHT BBII'OBAPHUBACTCA U IICUXOJIOTUYCCKU YYBCTBYET Ce6}1 KOM-
doptHO. DTO YyNOOHAS CUTYalUs 1JIsI 0OEUX CTOPOH.
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MeHexepbl MTPOKAIBIBAIOTCS IMEHHO Ha BOIPOCaX: JIMOO OHU 3a1AI0T UX MaJio, JTMOO MOJIHO-
CTBIO yXOAST B MOHOJIOT. [ToMHMTE: BHUMaHUe coOeceIHUKa AepKUTCs MeHble 20 CeKyH 1, TOITOMY,
KOrJa Bbl TOBOPHUTE [OJIbINE, KJIMEHT Bac MPOCTO HE CIyIIaeT. TO OCOOEHHOCTh UeIOBEYECKOM
ncuxvku!. Eme M. JKBanenkuii ormetnn: «[loyeMy cimymarenv 3achImaioT, a JEKTOp — HUKoraa?
Bumumo, y Hux Oonee TpyaHasi pabota.

Bamma 3agavya — pasroBoputh KimeHTa. Korja dyesnoBek oTBedaeT Ha BOITPOCH, TOBOPUT MHOTO,
OH caM yOesxaeT ce0sl B MOJIE3HOCTH BAIIeTo MPeJIOKEeHUs U IPOJIaeT caM cede.

[poctoii 1 paboTaImuil MeXaHW3M yCIeTHOM ¢/1eJIKH: B Hayasie Oecebl TOBOpHUTE OOJIbIIe
BbI, K KOHITY — OOJIBIIIE CJIOB 32 KJIMeHTOM. ECJi BbI MPOM3HOCUTE HETTPEPHIBHYIO pedb, KIIMEHTY TPO-
CTO HEeKY/a, 1a ¥ He3a4eM BCTaBUTh CBOE CJIOBO, TIO3TOMY 3a/1aBaiiTe OOJIbIIIe BOIIPOCOB, O0Jieryanre
cebe padory.

S BBIpOC B MPOCTHIX PYCCKUX JTBOPAX, MBI C POOUTENISIMH CMeHWIU 11 MecT XHUTelbCcTBa, B
OCHOBHOM ChEMHBIX KOMHAT M KBapTUp. B HOBBIX JBOpax MHE MPUXOOWIOCH C HYJISl HAJIAKUBATh
OTHOITIEHUS C MECTHOM aKTUB-TPYIION pedAT. A ecii TeOs1 OKPYKaloT MATEPO U BEAYT C TOOOH Jua-
JIoT, TO TBOS 33Ja4ya, OTBeYast Ha UX BOIMPOCH], OTBETUTH TaK, YTOOBI OHU AyMaJId HE O CJIeAyIoIeM
BOIIPOCE MHE, & O TOM, O YeM sl Y HUX B OTBET CIPOCHJI (3KEIATEIbHO HEe arpecCUBHO).

Ha oHOM 13 MOMX TPEHMHIOB s IO3HAKOMMJICSI CO CBOMM CITyIIATENIeM TI0 UMEHU AJIEKCaH/p.
OH pacckazali, 4YTo ero KOMIaHHUs 3aHUMaeTcs NoiydadprKaTaMu U 3aMOPOKEHHOW TPOAYKITUEH,
MX TECTO 3aBOEBAJIO 30JI0TYI0 Meiasib « ToBap rojga», HO 3asIBKM B KOMITAHUIO ITPUXOAST peKo. MeHst
YIUBHJIO, UTO O Harpaje AJIeKCaHIp YIIOMSIHYJI, TOJIBKO KO/ sl CITPOCHII, MOXKET JI OH PaccKas3arh
0 (pupMe B KOHKpETHBIX L(ppax. A mocoBeToBasl yHOMUHATh O HEW B MIEPBbIX CEKYHIaX 3BOHKA.

Jlanee Mbl pa3bIrpaiv CUTYAIIMIO, B KOTOPOM 51 ObLIT MOTEHIMAIBHBIM KJIMEHTOM, a AJIEKCaHIP
XOTeJT MHE MPOJIATh CBOIO MPOLYKIIHUIO:

B. (Baaoumup): Umak, nawau mol Kakyro-mo opeasu3ayuro no npouzsoocmey croeuek. «Cno-
euxu om Boaoou» nHaszwieaemcs, Hanpumep. Bl 360Hume na menaegor, Komopbolii Hauwiu 8 UHMeEPHeme,
6e0b max dce? Bom 51, Hexuii uenoeek, bepy mpyoxy u 2080pro: «Ane».

A. (Anexcanodp): 30pascmayiime.

B.: 30pascmesyiime.

A.: Komnanus «NNN». Mens 306ym Anexcanop. A xomen Obl 6aM NPEONOAHCUMb HALLE CAOEHOE
mecmo no makoui-mo ueHe. Y Hac oueHb xopouiee mecmo, Mol 3A80€64AU 3000MYI0 Medanb U
mak oanee.

B.: Hy moz0a omnpageme Kommepueckoe npeonrodicenue Ha noumy @uoume-evi-omcrooa.py.
Banucanu, Mor000ii uenosex?

: Mla 3anucan, a mbl He mo2au Obl 6CMpPeMUMbCsL U 0020860pUMb BCe. ..

: Ecau mens 3aunmepecyem, mo mvl UAU MOLE OUPEKMOP C 8AMU CEAHCEMCS.

: Xopowio, a s He mo2y nepe38oOHUMb 8aM Uepe3 KaKoe-mo epems?

: Mot camu 6am nepe3goHuM.

: Mootcem 6vimsb, nodsexams u Kakue-mo oopa3ywl npusesmu?

: Hy xopowo, ecau eam 6yoem unmepecHo.

: Xopowo. Kyoa u kozda noowsexamn?

: (Monooey, oa?) Hy, xopowio, ecau Hac 3aunmepecyen, si NEPe36OHIO.

: Mooicro 3aempa éam nepezsonums nocae 11, uau xozoa éam o6yoem yooono?
: ([la omcmanv mut yorce, 0a?) Hy aaowo, 36onume.

I RN SR NS

Amnekcannp ropopu npaBwibHO? HeT. Kak ObIJIO cka3aHO BhIIE, OH WINET MOTEHIIMAIBHBIX
KJIMEHTOB B MHTEpHETEe, HaOMpaeT MepBbIil HOMep, U Ha KOro oH Toraa nonaner? Ha cekperapst. Cek-

! Mo nanspmv HarponambHoro LeHTpa OMOTEXHONOTMYECKOI MH(OPMAIIUH.
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perapb HUKaKUX pellieHui He TPUHMMAaET, KpoMe OJHOTO: JIOIYCKaTh 3BOHSIIETO JI0 PYKOBOJCTBA
i HeT. ISt Bac ke TIaBHOE — JIOCTYYaThCs JIO TeX, OT KOro 3aBUCHT Cy/bOa CICIKU, — JIUII, TPH-
HuMatonux pemenue (JIIIP). Ha ganpHemmx npruMepax Bbl YBUIUTE, KaK 3TO HYKHO JIe/aTh.

Urak, BepHemcs k Anekcanapy. OH nepenan mue Homep «Cioeuek ot Bonoan», u s HaGpan
HOMED.

K.: Ane, caywaro.

B.: Ane, 0o0puiii Oenwv. Tloockadicume, nodxcanyticma, meHss gom Baaoumup 30e8ym, ckasicume,
a eac 308ym?

K.: Imumpuii.

B.: /Imumpuii, a 6om y 8ac, 51 ROMHIO, pYK080OUMeNb — MYNCUUHA MOJice, S0 He 8bl, [mum-
puti, Hem?

K.: Bvl no kakomy noeooy 36oHume, mue 6bl Max npouje NOHsMb...

B.: /Imumpuil, 51 360110 no no8ody mecma, 0dicemos. Mol KOMNAHUSI-NPOU3BOOUNIEND, XOMeN
Obl ¢ 6aMU NO 08YM BONPOCAM NO2OBOPUNTL NO IMomy noeody. Tlo o3modxicHocmu NOCMagok mecma
8 8auty KOMNAHUro.

K.: Mot camu npouseooumenu mecma.

B.: /la? A oocema?

K.: Mol 0enaem Hauunku onsi ceoezo npoussoocmaad.

B.: Hy y Hac ecmb kak Murumym 4 eapuanma no odxcemam. A moey eam unghopmayuro cKuHymo.

K.: Hem, cnacubo. Hac Odcemvl He unmepecyrom.

B.: Aza, a y eac Viber ecmw na smom nomepe?

K.: /Ja.

B.: Toz0a nepewnto, umo y Hac ecmo, U CO360HUMCSL 3A8MPA.

K: Xopowo.

B.: [locmompume nomenxaamypy. /lo ceudanusy, xopouiezo oHs.

Takum 0Opa3oM, B 0O4eHb HEBBHITOJHOM /JIs1 ceOsl CUTYallul y MEHsI TIOJTyYHMJIOCh 3apydYHUThCS
cornacueM [IMuTpus Ha oTIpaBKy MH(pOpMALIUK.
[TpuBeny eme oquH pUMep, Kak MOJYyYUTh UMEHA HYKHBIX COTPYJHHUKOB.

B.: Aane, desyuixa, 30pascmeyiime. Bom y eac mysxcuuna oupexmop, kax ezo 308ym?

K.: Cepeeii Hearosuu.

B.: Hy Cepeeri Hearosuu — amo zenepanvhviii... Y 8ac euje 00UH ecimb.

K.: Hem, moavko Cepeeii Hearoeuu u Mapus /Imumpuesna.

B.: A, 6om, Mapus /Imumpuesna, s nowuro. A Mapus /Imumpuesra — ona kax 0vt 3am noay-
uaemcs, oa?

K.: /Ja.

B.: Ona éom kypupyem Kommepueckue 80npocsl, oa?

K.: Toavko no Kpvimy.

B.: Ilonsin. Tozoa y mens sonpoc. Ckadxcume, a éac 308ym?

K.: Tamosana.

B.: Tamvsana, éom vt mens copuenmupyiime, noxcaayiicma. Bonpoc makou. 9mo, naseproe,
K Mapuu /[mumpuesre. A cam uz onmoeoi KOMnanuu, Mol 3aHUMAEMCSL 24308bIMU KOAOHKaMU. Bom
cKasicume, HACKOAbLKO 3Mo 8am 0au3ko moxcem ovimo. Hau ¢ Mapueii /Imumpueenoii no2o6o-
pums?

K.: M1 3anumaemcs 2a30861mMu KONOHKAMU.

B.: A, ev1 mooice zanumaemecn?

K.: [la. Hy, é cmvicae, Hawa oupma 3aHUMAEMCsl 24308bIMU KONOHKAMI.
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B.: A mbl nocmaensiem ux, s no amomy noeoody u 360HI0, Unoosl no2oeopums. U ycaosus y Hac
UHmMepecHule.

K.: A 6v1 6 Kpvimy ewie ¢ kem-mo compyonuuaeme?

B.: Hy komneuno e, 6 Kpoimy y Hac ecmo npoexmol, 6€3yC106HO.

K.: Mot 661 x0menu Ovime eOUHCMEEHHbIMU.

B.: Eouncmeennvivmu? /Jymaro, ece MoxcHo oocyscoamn. Hy, smo k xomy 6onrvuie — k. Mapuu
JImumpuesre uau k komy?

K.: Cxunvme céoe kommepueckoe npeonodcerue Ha Hauty 31eKmponKy. Mol ¢ HUM O3HAKOMUMCSL
u, ecau Oyoem UHMeEPECHO, CEAHCEMCSL.

B.: Xopouwo, mozoa nuwy. /lasatime s ewse WhatsApp uau Viber 3anuwy.

K.: Huwwume.

B.: Bce 3anucan. Moii npsimoii pykoeooumenv npodyorupyem urghopmayuro. A mozoa noxka me
OYoy Hukoz0 u3 pykosoocmea depeams. CHauara mvl ¢ amu ooCcyoum, a NOMoOM 002080puUMC,
KaK npasuavHo 0eiicmeosans.

K.: /la coenacna.

B.: Jlo ceudanus, xopoutezo 8am OHsi.

K.: Jlo ceuoanus.

N Bot y Hac Ha pykax yxe aBa uMeHu JITIP, Ha KOTOpble MOKHO CChUIATBCA M KOTOPBIM MOKHO
MO3BOHUTDH HAIPSIMYIO.

3pech nokasaH ofuH u3 Moux padounx mHerpymeHToB — KIIJI. Her, peus uner He 0 K03d-
(ureHTe MONIE3HOTO JISHCTBUS BalllUX COTPYJHHMKOB. DTy MpodieMy pemiath Oynere Bbl camu. S
UCTIONB3YI0 3Ty abOpeBuarypy B apyrom 3HaueHun: Konrakrt — IIpogaxku — /loroBopeHHOCTH .
CHauasia ObLT IEpBBIT KOHTAKT, IIOTOM, COOCTBEHHO, MTPEIOKEHNE, U TOTOBOPEHHOCTh — «IIPHUIILIIO,
JOTOBOPUMCS». DTOT AJITOPUTM BCEIa HY)KHO JEpKaTh B yME XOPOILIUM MPOAAKHUKAM.

I[To 3ToMy MeTOIy Ha OTHOM M3 MOMX TPEHUHTOB ObLIO mpoaaHo 3 «I"A3emm». [lepByio otnanmm
yepe3 HECKOJIbKO THEW MOCJe BCTPeYr C MOKyIaTesieM, 3aTeM MOCTYIMJI 3aKa3 elle Ha 2 MalllluHBbIL.
Pacckaxy, kKak 310 ObLIO.

IIar 1. Cekperapnb

B.: Aano, 30pascmeyiime, cabluHo meHs?

C.: Jla, oa.

B.: Mooicem, nawt cekpemapo He8epHO 3anNUCAN — 360HUA MYICUUHA KAKOU-mo, npedcma-
BUNCSL HAYANLHUKOM mparcnopmHozo omoena. Kaxk evt oymaeme, kmo smo moz ovims?

C.: Auopeii IOpvesuu, HasepHoe.

B.: A, mouno, Anopeii IOpvesuu. A menegonuux He noockasxceme? Cnacuoo.

IIar 2. JITIP

B.: Anno, Anopeii FOpvesuu, 30pascmayiime.

K1.: 30pascmeyiime.

B.: Mens 306ym Baadumup fkyoa, s u3z komnanuu «/lyuoop».

Kl.: Aaa.

B.: Mne nocosemosgaau ¢ Tamwvsnoti BaaoumuposHoli no2060pumse uau CKa3aau, 4¥mo ayuuie
¢ 8amu, mak Kak 6wl Kypupyene 80npocsl mpaHchopma.

K1.: A 8b1 umo xomenu npeonosxcums?

B.: Hy, 6 obugem-mo, éonpoc npocmoii. Ecmo 4 eapuanma asmomoouneii: «I azenv», «2a30Hbl»,
PA3HBUL MOHHAAC.

K1.: A cxadcume, y 6éac celtuac Hem npoepammvl ymuauzauuu?

B.: Ecmb-ecmb, ouenv akmueHo pabomaen.
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Kl1.: 4 moeoa dam ceiiuac mpyoouxy Anexcanopy Baaoumuposuuy, oupekmopy, oH ¢ 6amu
nooouaemcsi.

IIar 3. IupexTop

K2.: Aano.

B.: Anno, Anexcanop Baaoumuposuu?

K2.: Jla.

B.: Jloopwiii Oenv!

K2.: Mol ¢ eéamu moxcem nozosopume. /lasaiime s am nocmaento 3a0avy. Mre nyscra euse
ooHa «I azenv Hexcm». 3enenozo usema c yonuHeHHOU pamoll.

B.: Ecau 51 uau moil pykoeooumenv noosedem K 8am 3aempa nocie ooeoa... A 6 onnaiine
sudicy e2o epagpux, on nocae 15-mu c60600eH.

K2.: Braoumup, st opuenmupyroce 6o ecem. M ece omeemul s 6am dam no menedony. 3uauum,
ymuauzayus ceituac pabomaem y Hac?

B.: Bom y mens pykosooumenw nooowen. Ceituac Cepeeti Baaoumuposuu omeemum Ha eauu
gonpoc u modxcem Ha opyeue. Cepezeti Baaoumuposuy. Imo Anexcandp Baadumuposuu.

Cepeeti Baaoumuposuu (C.B.): Anexcandp Baaoumuposuu, 00opulii Oenv. A mym ycaviuan npo
CUMYAUUIO, YMO 8A.M HYNCEH A8MOMOOUNL ?

K2.: Hy o0a, y Hac ecmb nompeoHocmo.

C.B.: Anexcandp Baadumuposuu, mul cooupaem pypeoHbvl, y HAC COOCMEEHHOE NPOU3E00-
cmeo, 20e mul svinyckaem 00 500 gypeonos 8 mecsay na cezooHsuuHuULi Oetb. S Obl xomen eac uau
8AUUUX NOMOUHUKO8 NPULAACUMb K HAM 8 KOMIAHUIO.

K2.: /lasaiime mvl noosedem 3aémpa 6 patione 12 uacos ousi.

C.B.: Bmo camoe ayuutee epemsi, noxcanyiicma.

Terepb BuAMTE, KaK BaXKHO MPOPBATHCS UMEHHO K JIUIAM, TIPUHUMAIOIUM pellieHre?

Ectb y MeHs 1 eme onqHa pa6odas (puiika, KoTopas 3acTaBisieT coOeceJHUKA Bac BBICITY-
I1aTh, — 3TO TO, YTO 5 3BOHIO IO HEOPAUHAPHOMY BOIPOCY .

[ToMHI0, 3BOHIO OJTHOM XEHIIMHE U TOBOPIO:

— 30pascmaytime. A k 6am no 00cmamouro HeOPOUHAPHOMY BORPOCY, MONHCeme Celiuac 2080-
pumu?

OHa MHe OTBeTHJIA:

— Hy, ecau no nHeopounapHomy, mo 2o08opume.

W s eit TyT onsTh CO CBOMMU Ta30BBIMU KOJIOHKAMU WJIM YK HE TIOMHIO C YeM, M OHa Jaxe
paccrpousiack. Ckopee Bcero, 3To OblIa JKeHIIMHA He3aMYKHsSISI M SIBHO XOTeJla YCJIBIIATh YTO-TO
apyroe. Ho B OCHOBHOM Takoe BbIpakeHHe BbI3bIBAET UHTEPEC, U KJIMEHT TOTOB BaM BHUMATh.

B JXMBOTHOM MHpe eCTh TPH THIIA PEAKIMK Ha BHEITHUE pa3ApakUTesIi: aTaKoBaTh, OSKaTh,
3aCTHITh WM IIPUTBOPUTHCS MEPTBHIM. B JIEJIOBBIX MEperoBopax peakivy aHaJIOTMIHbL: 3TO 3aMUpa-
HUe, arpeccus Wiv OercTso.

3amupanne

ITO HACTOPOXEHHOCTh, BBUKHMIATEIbHAS TO3UIMS B OOIIEHUH, KOT/Ia HUKTO HE MPUHUMAET
petienust. O6e CTOPOHBI K IYT U OOLYMBIBAIOT, KaK Obl MOACTYIUTHCS K OCTABIIMMCS BOIIPOCAM.

B neperoBopax 310 o3Hauvaer naysy. «He nenail may3y Oe3 Hyk/ibl, a YK €cly B3sj1a e — TAHU
CKOJIBKO CMOJeIIIb ! » — 3T cioBa Kanuel T20y MOKHO B3Th Ha BOOPYKEHHE KaK OJIUH U3 CIIOCOO0B
JOCTIKEHUS kenaeMoro. Eciu yenoBek He rOTOB K TAKOMY Pa3BUTHIO COOBITHIA, TO OH HAUMHAET
HEpBHUYATh, FOBOPUTH OOJIBIIIE, YEM XOTeJl, 1eJIaTh MPeJIOKEHUs], KOTOpPbIe €My HEBBITO/IHBI, JIUIb
Obl HE MOTEPATh BO3ZMOXXHOCTb BAC YTOBOPHTb.
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Ha ogHOM M3 TpeHUHrOB 51 MPOBOAMUJ TaKOW SKCHEPUMEHT: OIMH U3 YYaCTHUKOB, AJIEKCel,
pacckasbIBall O CBOEM IPEAJIOKEHNH, 51 TOHAYaly y4acTBOBal B Oecejie, a MOTOM Pe3KO 3aMoiTyall,
MPUCTAIBHO TIOCMOTPET eMY B IUIa3a, BbIAOXHYI. M Anekceil pomosKui roBOpUTh Jajbine. [Ipudem
NOBe/Jal OH HAMHOT'O OOJIbILE, YeM XOTeJI paccKasaThb JJO 3TOTO.

Takoit npueMm — cBoero pona 3(ppeKTUBHAS MAaHUITYJIALMS. 3aMUpaTe U CIIylIaiTe, KOIjia ecTh
BO3MOXHOCTb, BeJlb YeM OOJIbIIIE apTUCT, TeM OOJIbIIIE Y HEro rnaysa.

Arpeccus

Kak roBoputcs: y Bac €CTb TOJNBKO /IBa BApUaHTa: WK Aa, WK Ja.

Mo:xHo 111 OBITh arpecCUBHBIM B IieperoBopax? f cunTaio, 4To He TOJIKO MOKHO, HO M HYKHO.
Ho Tonbko Toraa, Korga no3BosisieT CUTyalys. TO MOKa3bIBAET Ballly CHITY, OJJHAKO CUJIa — HE BCEraa
I0BOJI. B meperoBopax Hy:XHO MOHMMAaTh pa3jiMuMe MEXIy arpeCCUBHBIM IMOBEICHUEM BOOOIIE U
MaJICHbKOM JI0JIe arpecCU KaK 3JIEMEHTOM MAHUITYJISALUH.

[Mpuseny npumep ¢ TpeHunra. C OMHUM U3 YUYaCTHUKOB, AJIEKCAHIPOM, MbI IIPOBEJN KaK Obl
peasibHble nieperoBopbl. OH MpeaokKU MHE KBAPTUPY, TPEUIKY, Ha yJI. [JanbHei.

Bot oH MHe paccka3blBaeT Ipo MECTO, 51 334aK0 BOIIPOC:

A: [ouem?

Anexcanop: Munauon nsmocom.

A: Caywatime, 0a 3a makue OeHbzu Oepume camu Ul umume opy2020, NapooH, Oypaxa.

Anexcanop (Hauurnaem 3a800umcsi): Ja y mMeHsi Ha Hee ouepedb CIMOUN, NPOCHO Mol C BAMU
PaHbvlie Hauau 00208apPUBANBCSL.

A (cpa3y nowten nHa nonsmuyro): Jlaono, Anexcanop, s HeMHO20 8CNbLAUA, HY NPOCMO MaKue
OeHvell. ..

Bl yxe BcTpeuamch ¢ KIIMEHTaMU C aHAJIOTUIHBIM TOBeieHueM ? ITO OJIMH U3 CIIOCOOOB BECTH
MeperoBophl. B mpumepe ¢ «IMOKYNKOW TPEMIKW» S TIOMBITAICS TPH TIOMOIIH «Hae31a» COPOCUTH
ICHY, OJTHAKO TMOBe/IeHne AJIeKCaHpa YOeIIIO MEHsI, YTO CTOMMOCTh TPEIIKK ITPUBJICKATENIbHA JIsI
OpPYTUX, a 3HAYWT, BIIOJTHE a/IeKBaTHA. AJIEKCAHp e YBUJEN, YTO CO MHOM HYKHO BECTH ceOsl aKKy-
parHee, 0O 5 CKJIOHEH K JIEBHAHTHOMY TIOBEJICHUIO.
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KoHen 03HakoMuUTEJIbHOT0 (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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