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3AKJIOUEHUS CIAEJKH



B xHuUre 0MMchIBaOTCS OCHOBHBIE TPUHITUIIBL, MEXAHU3MbI U TEXHUKH
3akmroueHus cuenkn. OOImenne ¢ KIUEHTOM paccMaTpUBaeTCs Kak
mporiecc, 3QpQeKTHBHOE YIpaBIeHNE KOTOPHIM MPUBOAUT MEHEMKEpa K
JTOCTIKEHHUIO TIOCTABJICHHBIX IeNield. Pa3audaHbpie mpuemMbl Ae10BOTO
OOIIeHUs Pa30UPAIOTCs B COOTBETCTBUU C KaXK/IOW CTaNCH 3aKITF0YCHHUS
caenku: cOop uH(pOpPMAIMU O KIUEHTE, MPe3eHTalus ToBapa, padboTa ¢
COMHEHMSIMU, 3aBEPIICHUE CACIKHU.

[TompMO omEICaHHSI OCHOBHBIX 3aKOHOMEPHOCTEH YCTICTITHOM paboThI
Mpo/aBIia, YUTATEI0 MpearaloTcsi KOHKPETHBIE YIpakKHEHU,
MTOMOTAfOIIMe PA3BUTh M YKPETIUTh BaYKHBIE MMPO(ECCHOHANTBHBIE HABBIKU
Y YMEHHUS.

Kuura anpecoBana npodeccruonanam, padoTaronuM B cepe cObITa:
MEHeIKepaM IO Mpoaaxe, TOPrOBBIM areHTam, NOpoJaBIaM-
KOHCYJIFTaHTaM, a TaKKe TeM, KTO XOTeNl OBl pa3BUTh B ceOe KauecTna,
nomorarorne 3h(HeKTHBHOMY BEICHHUIO JAEIOBBIX TEPETOBOPOB.



3auem MOKynares0 CJI0HbI?

B mocnenHee BpeMs HaM Bcerza 4To-TO IpoaaroT. Uepes TelneBUICHHUE, B
MarasuHax, 1o tenedoHy, MpocTo Ha yiuie. M, HecMOTps Ha Halle HelpusTHe
peKJIaMbl WJIM METOIOB IPO/IAaXKH, Mbl BCE-TaKu MIPUOOPETAaEM TO Te, TO JIpyTHe
TOBapH! WU yciryru. C 94eM 3To cBA3aHO?

[Tpex e Bcero, MOTOMY YTO MBI HYXJIa€MCs B Pa3JIMUHBIX TOBAapax, B TOM,
9YTOOBI HAC XOPOILO 0OCITY>KHIIH. 1 ceroyHsi, Korja Ha IpuiIaBKax Tak MHOTO BCETO,
YTO MOYKHO KyNUTbh, HAM Hy’KHA KBAJIHM(UIIPOBAHHAS ITOMOIIb KOHCYJIBTaHTA T10
HeoOxoxmMoMy HaM ToBapy. M uem jopoxe Belib, KOTOPYIO Mbl HAMEpEeBaeMCs
KyIMTbh, TeM OOJIbIIIE HaIlla HYX/Ja B NMpo(eccHOoHaIbHOM COBETE MPOJaBIia.
IToTomy 4TO BCe MbI HOKYIIATEIH.

U B 1O %€ BpeMs KaKIbIi 13 HAC poaaBell. MBI MpogaeM CBOK pabodyro
CHITY, CBOM 3HAHUS M yMEHHs, IpodeccoHaIn3M. MHOTHEe U3 Hac 3aHMMAIOTCS
peanbHON MpoAaKel MpoOU3BOAMMOIO HaMu ToBapa uiu yciyr. He rosopst yxe o
npodeccHoHaIBHBIX MpojaBnax. Ho Bce M AeHCTBUTENBHO 3HAIOT, YTO TAaKOE
npodeccronanbHas npoaaxa? 3HatoT Ji 00 HTOM Ballly KOJUIETH 110 padoTe, Balln
MOAYMHEHHBIE ¥ PyKOBOAUTEIN?

Knura ncuxosora, TpeHepa-KOHCYJIbTaHTa MEKAYHAPOIHOTO Kitacca Acu
BrnanuMupoBHbl bapeieBoii - MOEro NOCTOSIHHOTO MapTHEpa IO MPOBEICHUIO
TPEHUHIOB - MOCBSAIIEHa HMEHHO 3TUM BonpocaM. HecMoTpst Ha TO, YTO PBIHOK
YIKe CTaJI YacThIO HAIIeH )KU3HH, IEPCOHAJ CTAPBIX MPEIIPHATHH U JaXe, Kak HU
CTPaHHO, HEKOTOPBIX MOJIO/BIX (PMPM M KOMIIAaHWH CMOTPHT Ha MOKyTaTened u
KIMEHTOB KaK Ha HEUYTO, OTBJIEKAIOIlee MX OT BaxHbIX naeia. Kak xe
TIepeOpHEHTUPOBATH Kapbl Ha padoTy ¢ morpeduresnem? MoxeT ObITh, TPUOaBUTH
BceM 3apruiary? Vnu BEIBECHTh NpHKa3 00 00s13aTeIbHOCTH JIIOOBH K KIIMEHTY?
Koneuno xe HeT. [IpocTo 3TOMY MOXKHO U HYKHO YUUThCSI.

Hawm naBHO ObIIM HYKHBI KHUTH 110 UCKYCCTBY IIPO/IaK, ODHEHTHPOBAHHBIC
Ha POCCHUICKOTO Mokymatesst. YTo Obl TaM HU TOBOPUIIN, MBI IIOKYIIAEM HEMHOTO
0-IpyTOMY, UeM, HaIlpUMep, CPEAHUN aMepruKaHel Wi ¢ppanity3. Ha Hac Henb3s
CMOTPETH B YIOP - “IISUIUTHCS”, HENIB3s1 K HaM yepecuyp OBICTPO IMOJCKAKHBATh!
“Yem mory momMous?”’. 1 Bce e B y HaC CyIIECTBYIOT CIeNN(UICCKIE TPHEMBI H
Croco0bl, ITOMOTAIOIIUE MTOKYIATEN0 MOA00paTh TO, YTO €My JACHCTBUTEIBHO
HE00X0AMMO, a MPOAABIY BBIIOJIHUTH CBOIO pabory mo 3¢pdeKTuBHOMY
B3aUMOJICHCTBHIO C KIIMCHTOM.

[TpusATHO YUTATh YMHYIO KHMXKKY. XOPOILIO, KOI/Ia MEJIOYH, Ha KOTOPHIC B
TIOBCE/IHEBHOM JKM3HM He oOpamaenib BHUMaHUs, MOAPOOHO M TEXHOJIOTHYHO
pacrtiucansl. [l Hac - ytozel, KOTopble He OblIM M30al0BaHBl BHUMaHHUEM CO
CTOPOHBI CTaPOH COBETCKON TOPTOBIIM, TAKNE 3HAHHS [TOAYAC HOBBI, HEIIPHUBBIUYHbI
1, KOHEYHO, HeotHo3HayHbL. Ho...

Jlake MonMCTAB Ty KHUTY, BBl yBUINTE, YTO B HEH aKKyMYIHPOBAH OOJBIION
OTIBIT, KOTOPBIN 110 KPyNHUI[aM COOMPAJICSI aBTOPOM B CaMbIX Pa3HbIX POCCHHCKUX
KOMITAaHHSX, UCIIOJIB30BaH OOJIBIION 00BbEM OTEUECTBEHHOHW M 3apyOeHOU
JUTEPaTypPBl, Ha PEATbHBIX IPUMEPaX ONUCAHBI ONTUMAIBHBIE METO/IBI IPOAAXK.
Hawm, u npaBna, He rpex y3HaTh MOOOJIBINE O TOM, KaK IPOIaBaTh KPACUBO.

Anexcandp Ywaros



BBoaHas ri1aBa
3AYEM HYKHbBI IIPUEMBI 3AKJIFOUEHUS CAEJIKU?

B mxomsHOM BO3pacTe merckas apasHuika ‘A TeI Kymu cioHal”
pas3ajzopuBajia W 03aJaduBalia HAC CBOCH HEBO3MOXKHOCTHIO HAWTH
npaBuibHOE pemieHue. JoOas npuaymannas ¢paza moaxoauia s
OTBETHOTO XOJIa UTPOKa!

“Bce Tak TOBOPAT, a ThI KyTiH ciioHa!” [1eperoBopsI 1o oBOIY KYTIIH-
MpOoAaXd CIOHA MOTIH TPOJOJIKATHCA JUIMTEIBHOE BpEMS, H
eIMHCTBCHHBIM PE3YJIbTATOM JAHHOW “CHENKH’ OBIIO MOJTydeHUE
B3aMMHOTO YJOBOJILCTBHUS UTPAIOLIMX OT CaMOT0 Mpolecca OOIEHHS.

B mpodeccronanbHO# B3pOCION KU3HU HAM PEAKO MPHUXOIUTCS
3aKII0Yarh CACIKH TOJIBKO Paax MOJTYYEHUS YIOBOJIBCTBHS OT OOIICHUS.
OOBIYHO 3aKITIOYEHNE CHIEIKH HAlpaBJIEHO HA MOMy4YeHHe KOHKPETHOTO
pe3yabrara, BEIPQKEHHOTO TOYHBIMH IU(PPaMU U YETKUMHU yCIOBUSIMHU
nmoroBopa. OcoOCHHO BaYKHO JOCTIKEHHUE pe3ylibrara B cepe cobiTa. Bemn
MMEHHO KJIMCHTBI, OILIAUMBAIOIINE HAIll TOBAP WJIM HAIIU YCIYTH,
.00ecTieynBalOT CTaOMIBLHOCTD M MPOLBETAHHE Halero OuzHeca. Mbl
MOXEM PEaJIM30BbIBATH BATOHBI KyPHUHBIX OKOPOYKOB, MSTKYIO MeOeIb,
peKITaMHOE BpeMsl FITH [IeHHbIe Oymaru. MbI MOJkeM Tipeiarats 00ydeHne
3a pyOeKoM, CTOMATOJIOTUYECKYIO TTOMOIb, HACTPOUKY MHUAHWHO WU
mporpaMmMHoe obecriederne. B moboM cirydae, mpekiae 9eM MOTyduTh
HEOOXOIMMYI0 MPUOBLIb, HAM CJIENYyeT JOTOBOPHUTHCS C KIHEHTOM,
MOAMKCATh KOHTPAKT WIIN 3aKJIIOUYUTH CHCTIKY.

Kakum oOpazoM MBI MOKEM “IpojaTh CIIOHA”, MOJIYYHB 33 HEro
peansHble neHbru? Kazamoce Obl, Bce qoctatogHo mpocto. Ecim Ham
“CIIOH” SIBJISIETCS “XOIOBBIM™ TOBAPOM M MBI IIPOJAEM €TO 32 ONTUMAIBEHYTO
IIeHY, KJIUCHT caM KymuT ero. OmHaKo “3arBo3aka’ 3akI0YacTcs B
cieayromeM. Mbl He MOXKeM 3aKIIOUUTh CHIENKY € “ITyCThIM MeCTOM™ . MBI
MOYXEM 3aKJIIOYHTh CIICJIKY ¢ KOHKPETHBIM KIIMEHTOM, KOTOPBIH 3arjIaTUT
HaM KOHKPETHYIO LIEeHY, U3 KOTOPOH Oy/yT CKIIaAbIBATHCS JTMYHAS TIPUOBLIb
u npubsIs Gupmel. Kaxaslii kIueHT o0ianaeT WHAWBUAYAIbHBIMHU
TICUXOJIOTHIECKUMH OCOOEHHOCTSAMH M WHANBUAYATFHBIM TOHUMaHUEM
KU3HEHHBIX mpobnem. llokymarenn BOCTIPHHUMAIOT Hall TOBap depe3
MPU3MY JIMYHBIX XapaKTEPUCTHK. BbIBaeT, uTo oHM HEe 00palIaloT Ha TOBap
JOCTaTOYHOTO BHUMAaHUS, HEPaBUIILHO OLICHUBAIOT €0 PEUMYIIECTBa,
HE BUJAT 3aKIIOUYCHHOM B HEM BBITOABI. M Torma oHu mpoxXoasT MEMO, a
MBI ocTaeMcs 6e3 Toi PUOBUTH, Ha KOTOPYIO PACCUNUTHIBAIIH.

UTo xe MOJKHO CIeNIaTh B 3TOH cutyanuu? [lepen HaMu TpH Iy TH.

[TepBrrit - yiiTn U3 cdepsl cObITa, OTKA3aThCsl OT POIU IIPOAABIIA,
no6aBuB: “Oto He ans MeHs. [lycTb 3TUM 3aHHMMAIOTCS TE, KOMY 3TO
HpaBUTCS .

Bropoii - MaxHyTh pykol Ha KJIMEHTOB, KOTOPHIE ‘‘HENPaBUIIBHO™
JTyMaioT O TOBape, U PACCYUTHIBATH TOJIIBKO Ha TE€X, KTO TOUHO 3HAET, YETO
XOUeT.
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Tperuil - U3y4nTh pa3iaWyHBIE METOIbBI, TEXHUKH U TIPUEMHI,
MOMOTAMIINE MEePEOPUESHTHPOBATH “‘HEMPABUIBHBIX KIHEHTOB B
KIIMEHTOB, KAXKIYIIUX TPUOOPECTH JOJITOXKIAHHBIA TOBAp M OILIATUTH
YCIIYTH [TpoJaBLa.

Tperuii BapuaHT mpeacTaBisieTcsi Haunbojee nepcrneKTUBHBIM. OH
MO3BOJISIET 3HAYUTEIbHO PACIIMPUTH KPYT PEANbHBIX KIHUEHTOB,
o0ecrednBaroNX Halle 0Jaromnorydne u mpolBseTanue. B To e Bpems
3TOT MyTh TPEOYET OT HAC 3HAYUTEITHHBIX TBOPUECKNX U MHTEIIEKTYaTbHBIX
ycuiuid. Beap mprembl He poXIaI0TCs B CO3HAHUK caMu 110 cebe. UToOb
OHU CTany “paboyrMH”, UX HAaJO YCBOUTH, OCBOMTH U MOAU(DUIIMPOBATD
MPUMEHUTEIBHO K CBOEMY TOBApPY, CBOEMY KIIMEHTY U CBOMM JIMYHOCTHBIM
ocobenHocTsaM. MHOTHA cnenaTh 3TO JOBOJBHO TPYAHO, TOITOMY
HEKOTOpBbIE TPOJABIBI OTPAHWYHMBAIOT CBOW MEPCHEKTUBHI, BHIOUpAs
BTOPOM MyTh.

Jlpyroe Ba)xHOE NPEMSATCTBUE, MEILIAIOIIEe YBEPEHHO IBUTATHCS B
MPaBUIBHOM HAIPaBICHUH W B OONbLICH CTENEHW OPHEHTHPOBATHCS Ha
WHTEPECHl KJIIMEHTA, JOCTAIOCh HAM B HACJIEICTBO OT TOTAJIMTAPHOM
KyJIBTYpPBI, CHCTEMBI, TII€ KeJIaHUs, HHTEPECHl W B3IVISABI “‘CIyCKaIUCh
cBepXxy”’, mpemiaras KIWEHTY TOT TOBap, KOTOPHIA OBLIO ymoOHee
MIPOM3BO/INTH, & HE TOT, KOTOPBIH COOTBETCTBOBAII MHTEPECaM OTPEOUTEIS.
XpoHuueckuil 1eQuuuT croco0cTBOBal (GOPMHUPOBAHUIO KECTKOM
Oecco3HaTeNbHOM YCTAaHOBKM MO OTHOLICHHWIO K KIMEHTY: “OepH, 4TO
narot”. Jlo cerogHsAmIHero JHs MOpOYHas MPaKTHKa OPHEHTHUPOBATHCS Ha
coOCTBEHHBIE HHTEPECHI B YIIIepO HHTepecaM KIMEHTa IPOIOIKAET KUTh
U IeMCTBOBaTh. XOTsI TEIEPh ATO 3ByUUT HE Tak KateropuyHo. Ha mpsimoit
Bompoc “Kak BBl OTHOCHUTECH K KJIHECHTY?” MBI, CKOpEE BCETO, JaIuM

2 ¢

CTaHJapTHBIE “NIpaBUJIbHBIE” OTBETHI: “KJIMEHT BCErjaa mnpas”, ‘“MbI
CyIIECTBYEM paJy KJIMEHTA , “/KellaHue KIUEeHTa - 3aK0H . B To e Bpemst
YacTO HAIIM KOHKPETHBIC PELLICHUS U ICHCTBUS CBUJCTEIBCTBYIOT O APYTOM
oTHOomeHuu. [Ipu HemocpenCTBEHHOM KOHTAaKTE€ C KJIMEHTOM HaIl
PaBHONYIIHBIN B3I, HAXMYpPEHHBIC OpOBH, “mexypHas yabiOka”
JIOCTATOYHO KPACHOPEUHBO “CUTHAIAT 00 ICTHHHOM OTHOIIICHUH K HEMY.
OCOOCHHO 4acTO TaKWe CUTHAJIBI [TOJy4aeT KIUCHT, KOTOPBI TOBOPHUT H
TpeOyeT He TO, UTO “TIONI0KEHO™ C TOUKH 3pEHHUs IPOAABLA.

UeM MCHUXOIOTHYECKHE TPHEMbl MOT'YT TIOMOYb HaM B paboTe ¢
kimentom? Jlemo B Tom, ato numih 20% MOKyIarenel TOYHO 3HAIOT, YTO
VM HY)KHO KYITUTh (Kakoil ToBap, 3a KaKylo IIeHY, C KaKO# MeIbio U T.1.),
octanbHbIe 80% HaXOIATCS B COCTOSHHIX, MEHEE OIIpe/IeIeHHBIX: “Yero-
TO XOUEeTCs, HO HE 3Hal, Yero TouHo”, “Bemrp xopomas, Hamo OyaeT
nonymars”, “He 3Haro, kak ToBap noiner”, “BbIrofHO U BIOKUTH B 3TO
IEHLIU U T. 1.

OT TOT0, HACKOTBKO 2P PEKTUBHO MEHEIKEP OYIIET OOIIATHCS C TAKUM
KIIMEHTOM, 3aBUCHT, TIEPEUIET TN KIMEHT U3 pa3psaa “HOTEeHIIHATbHBIX
MOKyTIaTenel B “peanbHbIe’”.

Menemxep, OpUEHTUPOBAHHBIN HA MHTEPECHI TOKYNATEeNsl, HAXOAUT
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MOAXOM K JIFOOOMY KJIMEHTY, MPHUBOINT JOBOJbI, YOEIUTEIbHBIE IS
Ka)XJIOTO KOHKPETHOTO YeIOBeKa, OTIWYHO pekiamupyer TtoBap. OH
“momorpeBaer”’ KeNaHHE MOKyMaressi MpuoOpecTH ToBap, IJIAaBHO
MOJBOAUT K PELICHHUIO O TIOKYTIKE.

Pabota BbicokonpodeccnoHalbHBIX MEHEKEPOB MO3BOJISIET (hrpme
YBEJIMUNBATh 00HEM IIPOJIAXK, TIOTYIaTh MAKCHMAIbHYIO TIPUOBLITb.

Paznuums Mexay cpelHUM MEHEIKepoM, BrameromuM 8-10
nmpueMaMu paboOTHl C KJIHEHTOM, M MPO(EeCCHOHATIOM CBOETO Iela,
HUMEoIUM B apceHane 0osnee 30 mpuemMoB, MOTYT OBITh Pa3uTeNIbHBL. [[Ba
YeJIOBEKa MPOJIA0T OJIUH U TOT XKE TOBAP, MPUXOIST K OJHOMY U TOMY JKe
KJIMEHTY - TOJBKO MEPBOMY HE yIaeTCs MPOAaTh HUYETO, a BTOPOH
3aKJIFOYAeT C/IEIKY Ha BHYIIUTEIHHYIO CYMMY.

OOmIeHre ¢ HACTOSIINM TPOQPECCHOHAIIOM BCETIa OCTaBISET y
KJIMEHTA 9yBCTBO MPUATHON HENPUHYKICHHOM O€Ce/IbI, OIIyIIEeHNE TOTO,
YTO K HEMY OTHECIUCh CO BHHMAaHUEM W MOHHMaHUEM (JIaxke €Clid OH
HHUYEero He Kymnmi). Takue nmepexuBaHUs 3aCTaBISIOT MOKYyIaTes
BOCTIOJIb30BATHCSI YCIIYTO UMEHHO 3TOH (PUPMBI (ITyCTh Jake HE B ATOT
pas, a mozxe). Takol OX0 ] TO3BOJISIET MAKCUMAJIFHO JOJITO COXPAHATh
MTOCTOSTHHBIX KJIINEHTOB U MTPHUBIIEKATh HOBBIX, IPUYEM “‘cTapble” KIMEHTHI
BBITIOTHSIOT B 9TOM CITydae poiib TOCTOBEPHOH M OECIUIaTHON PEKIIaMBl.

OrnnuHast paboTa MEHeKEpa co3faeT pupMe MpHUBIICKATESIIbHBIHN
MMHJIK, YCTOWYUBYIO JICJIOBYIO penyTainuioo. Ha mepBbiit B3rIsa 3TU
Ka4eCcTBa KaXXyTCs HEOCS3aeMbIMU, HEYJIIOBUMBIMHU, OJHAKO OHU UMEIOT
OTIpeNieJICHHOE JICHEKHOE BhIpaKeHNE.

Hawm yacto npuxoauTcs cibliiaTh MHEHHUE, YTO “‘yMEHHUE MPoaBaTh
- 9TO C pOXKACHUS . B KaKol-TO CTEIIEHH! 3TO YTBEPKICHHE BEpHO. UemoBek,
“pOXKIEHHBIN MPOAABLIOM”, MOXKET MPOAATH BCE, YTO YTOJHO, BKIIIOYAS
“KOTa B MEIIKe”.

On oOmuTeneH, MOUOHAJNICH, XOPOILO CIyIIaeT coOeceTHuKa,
BOBpEMsI BCTYIAeT B Pa3roBOp, HEHABI3UYMBO MOAYEPKHUBACT BHITOAHBIC
CTOpPOHBI TOBapa. M BOT KJIMEHT W3 PAaBHOAYUIHOTO Habmromaresns
MpeBpaIlaeTcs B CYACTIMBOIO 00Jaaaress ToBapa. DTO MpeBpalieHUe
MIPOMCXOAMT CTOJIb JIETKO U HEMPUHYKJCHHO, UTO CO3aeTCs BIICUATICHHUE,
Kak OyZITO MEHEKEp U He Aesiall HIUero 0COOCHHOT0, a HOKYTaTellb “cam
3axoten” mpuodpecTH ToBap. B TO ke BpeMs, eciu Mbl OCMOTPHM
npucTajdbHee, TO YBUJINUM, YTO KaxxJas ero (pasza, KaKABIH KecT -
3(PEeKTUBHBIN MpHEM, TTO3BOJIIOMNNA “BeCTH KJIIMEHTA K 3aKITIOUCHIIO
caenk. “TlpuposkaeHHbBIC TIPONABIBI” OTINIAIOTCS OT OOBITHBIX TEM, UTO
oHHU OBJaJieNn 3P (PEKTUBHBIMY TIpUEMaMK OOIIICHUS JaBHO, B ICTCTBE, HE
0CO3HaBast 3TOro. Moxer ObITh, UX HAYYWIIA POJAUTEIIH, MOXKET ObITh, UM
MOMOTJIM COOCTBEHHBIE YePThI Xapakrepa. UTo ke HaM MelIaeT poJienaTh
TOT K€ IyTh MO0 YCBOCHHIO YCHEIIHBIX YMEHUH W HABBIKOB B CTapIIeM
Bo3pacte? Benpb Ternepb MBI MOXKEM OOYUYHUTHCS 3TOMY OCO3HAHHO,
HCTOJIb3Ysl CBOM UHTEIJIEKT U )KU3HEHHBINU OTBIT.

Muorue 3¢ QeKTUBHBIC MPUEMbI OOIISHUS JaBHO U MIHUPOKO



M3BECTHBI U HE SBISIIOTCS CIIeNU(PUIECKUMH WMEHHO sl paboTHI C
KITMEHTaMH.

Bomnpoc 3akmtouaercs B npyrom: “Ilouemy mpu HX Kaxyiewncs
MIPOCTOTE MBI pa3 OT pa3a A0MycKaeM MPOMaXH, MEIIAFINNE HaM JJOCTUYh
JKeJIlaeMoro pesyibrara?”

[TpuauHBT UCTIONB30BaHUS MaI03(PPEKTUBHBIX MTAaroB MOTYT OBITh
pasnmumaabiMHA. MHOTI@ MBI HEZOCTATOYHO XOPOIIO BIAJAEEM TTOTHBIM
HaboOpOM TEXHUK W MPHUEMOB, TIO3BOJISIIONIUX CIPABUTHCS C 00O
cutyaruei. M torya mporeccoM 3aKITroueHs CICIIKA HAYMHACT YITPABIISTh
KIIUEHT, TIOTOMY YTO Y HErO-TO YK TOYHO UMEETCS MHOXKECTBO IPUEMOB
Kak “OTBEpTEThCS” OT MOKYyNKHU. MHOTJa MBI HEIOCTAaTOYHO YBEPEHBI B
CBOWX cuiaxXx. M B 3TOM ciydae “npaBmibHBIE” (pa3bl, CKa3aHHbBIS
HEBHATHBIM, HCIIYTaHHBIM I'OJIOCOM, TOJTFKO OTITYTHBAIOT MOTEHIINATHHOTO
nokymarens. Bo3MoXHO, MBI UCIIOIB3yeM Hed(p(EeKTUBHBIE TTPHUEMBI
MIPOCTO B CHIIy MPHUBBIYKU U HE OCO3HAEM TEX MOCIEICTBUH, K KOTOPHIM
OHU NIPUBOAAT. U Tora MbI MOBTOPsieM OIIMOO0YHBIE “XOJIbI” BHOBb U BHOBb,
paboTas mpoTUB COOCTBEHHBIX MHTEPECOB. bhIBaeT, MbI cieayem
CcOOCTBEHHOH JIMHNY MTOBEJICHNS B CHITY JINYHBIX YCTAHOBOK M IIEHHOCTEH,
4acTh M3 KOTOPBIX AEHCTByeT Ha Oecco3HarenbHOM ypoBHe. OmHa n3
Hanbojee  pacmpOCTpPaHEHHBIX  YCTAHOBOK,  SBISIOMIASCS
MIPUHA/IISKHOCTBIO HAIIIEH KYJIBTYPHBI: “eClid 51 Oy/Iy CIIMIIIKOM BHUMATEIICH
K KJIUCHTY, OH ITOJIyMaeT, YTO €My BCE MOXKHO . 32 STUMHU PACCYKICHUSIMU
CTOUT HEYBaXUTEIILHOE OTHOIIICHHE KaK K ce0e, TAK U K JIPyTOMY UEIIOBEKY.
B aTom cirydae MBI cTaHOBUMCS TUIEHHUKaMH COOCTBEHHBIX OTPaHUYECHNUH,
HE JMaloNuMX HaMm ycnemHo pabotars. [Ipu mefcTBUHM STHX MEXaHHU3MOB
n00BIe 3HAHWS, HE COOTBETCTBYIOIINE BHYTPEHHUM YOECKICHUSM,
BOCIIPUHUMAIOTCS KaK 4y)KEPOJIHbIC U HEHYKHBIC.

[IpoxaBer; MOXeT cTaTh MAKCUMAJIbHO YCICIIHBIM B CICIYFOIINAX
CITy4asix.

Ecnu 6yoem enadems 6onee wem 40 npuemamu 3axarouenus COeKuU.
B xHure moapo6HO ommcaHbl 3()PEKTUBHBIE TPUEMBI BCTYIUICHUS B
KOHTAKT, YOCKICHUS, pabOThl ¢ COMHEHUSMH, PEIICHUS KOHMIMKTHBIX
cutyanuii. Bo3aM0»XHO, HEKOTOpPBIE U3 HUX BBI UCIIOIb3yeTe, O HEKOTOPBIX
MPOCTO 3HaeTe. XOTeNoCh Obl, YTOOBI BBl HE TOJBKO MO3HAKOMHIIUCH C
HOBBIMH JUISL BAC NMpHUEMaMH, HO M HAy4YUJIUCh UMHU MOJIb30BATHCS,
MOIU(UITIPOBAB UX ITOJT CBOM TOBAp 1 CBOM CTHIIH OOIICHUS. YIIPAKHCHUS,
MPUBEICHHBIE B TEKCTE, MO3BOJISAT 3TOTO JOCTHYh. MBI XOTHM, YTOOBI
npueMbl 3(pPEKTUBHOTO OOIIEHUS paboTain Ha Bac.

Ecnunayuwumen “nacmpausamoca’ na kauenma. YtoObl 4yBCTBOBATh
KJIMEHTA, COXPAaHATh B OONICHUHM C HUM >XKUBOW KOHTAKT, IPOJABIY
HEOOXOIMMO OPUEHTHPOBATHCS HE CTOJIBKO HA CII0BA OKYTATEIS, CKOJIBKO
Ha ero OIIYyIIEHHs, 9yBCTBA U MPEATIOUTEHHS. MeHemKep MOXKET y3HaTh O
HUX, BHUMATCIIbHO Ha6m0)1a51 3a HeBep6aJIBHI)IM IIOBCACHUEM KIIMCHTA
(HexoTophIe JKeCTHl omucaHbl B rnaBe “‘HesepOanmpHoe oOmenue”).
Paz00paBIick B OIyICHUSX KIIMEHTA, TIPOIIIE TOHATh, KAKHE BHYTPCHHUE
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TIePEKUBAHMS 3aCTABIISIOT €T0 BEIOMPATh TOT WIIA HHOW CTHIIb IIOBEICHUS.
(HexoTophble mpeanoYTeHsI ONMCAHbI B Ti1aBe ““THITBI KITHEHTOB”).

Ecnu nyywe ysnaem camozco cebs. Xotenoch Obl, YTOOBI YUTAS OTY
KHUTY, Bbl OBIIM B KOHTAKTE C COOCTBEHHBIMHU OINYIICHUSIMHU,
MepekKUBaHUSMH M MBICIISIMH, a TaKkke “MorTyOxe” 3arisiHyau B ce0s 1
MTOHSITH, KAKUMH yCTaHOBKaMH 1 TIPEATIOYTEHUSIMA BBl PYKOBOJICTBYETECH
B paboTe C KITMEHTOM.

Ecnu 6yoem ysepen 6 cebe. Bce mprueMbl, ONTUCAaHHBIE B JaHHOM
KHUTE, COOTBETCTBYIOT YBEPEHHOMY CTHJIIO MOBeAeHUs. B To xe Bpewms,
4T00Bl 3P (HEKTUBHO UX UCIOJb30BaTh, HEOOXOIMMO BHYTPECHHEE
omyueHne yBepeHHocTH. B rmaBe “Kakx mOBBICHTH COOCTBEHHYIO
YBEPEHHOCTH OMHUCAHBI CHENHAIbHBIE TEXHUKH, MOMOTAIONINE
MpHOOpPECTH IMEHHO BHYTPEHHEE OIIyIIEHHE YBEPEHHOCTH.

Ecnu 6yoem xopowo 3nams ceoti mosap, eciu 6yoem ucnoib308ams
Mapxemunzoevie npuemsl, KAcaowuecs He moabKko HenocpeoCcmeenHozo
00WeHUsi ¢ KIUEHMOM, eCliu gbloepem HAOelCHYo Gupmy, eciu OyOem
3a00MuUmMbCst 0 c60em 300p06be, eCiil... - BCE 3TH “eCln’” - TEMBI AJIsl IPYTHX
KHHT.

MBI X0THUM, 9TOOBI BBI POAABAITN KaK MOYKHO OOJBIIE U KaK MOKHO
myqrie. He 0coGeHHO BayKHO, TIie BBI pad0OTaeTe - B KOMMEPUYECKOH TaraTke,
TOPrOBOM 3alie, O(hUCe - UM HAHOCUTE BU3HUTHI KIIMEHTAM, HJIU BEIETE
MEPEroBOpbl Ha YPOBHE BBHICLIETO PYKOBOACTBA. D(PPEKTUBHO 3aKII0Yast
CHEJIKH, Bbl paboTaeTe HE TOJNBKO Ha COOCTBEHHOE ONaromoiyyue u
Onaromoiyune cBoel (prupMbI, HO ¥ Ha IIPOIIBETaHUE HAIIIETO POCCHIICKOTO
OusHeca.

OO0ImMii MJIaH 3aKJII0UEHHS CIeTKH.
BeposiTHO, y Bac ecThb
KJIHEHTHI, KOTOpBIC .
IpuoOpeTaoT TOBAp HIIH i w,ﬂﬁ
MOAIUCHIBAIOT JIOTOBOP = e
OYKBaJILHO TIOCIIE HECKOJIBKHUX i i

L
¢pa3. U, naBepHoe, y Bac ecTb . A FPabm |
£ COMHEHHRISH
KJIMEHTBI, KOTOPBIE PEILMIIUCH - |
3aKJIIOYUThH CHENKY IMOCIe - g ——— 1
JOJITUX [EPETrOBOPOB, i ' !
“npucMaTpuBasich” u - ‘I
1
i

“npuxkunsiBas’. W, KoHEUHO [ P —
e, y BCeX HaC €CTh KIIMCHTBI,

“memomenmue” no

OKOHYATEJIbHOTO PEIeHUsl O

MOKYIIKE, TAK U OCTABILUHUECS B pa3psie noTeHuuanbHelx. Kaxxnas cnenka
HUMEET CBOM 0COOEHHOCTH. BmecTe ¢ TeM, MOXKHO BBIIEIUTH HECKOJIBKO
YHUBEPCAIBHBIX JTAIOB, XapaKTEPHBIX ISl OOIBITUHCTBA CIETOK. Bech
MIPOLIECC 3aKITIOYEHUSI CJICTIKH MOYKHO MPEICTaBUTH B BUJE OOJIBIION TOPEI,
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Ha BEpIIMHE KOTOPOH M MPOUCXOAWT IOKYTIKa
WU 3aKJTIOYeHHE KOHTPaKTa. YCIOBHO B HEM
MOHO BBIJICIIUTh Yemuvlpe cmaouu: cOop
nH(OpMAIMK O KJIIMEHTE, MPE3SHTAIUs TOBapa
(ycnyru), paboTta ¢ COMHCHHSIMH KIIUCHTA,
3aBepureHue caenku (Mopean Pebeka J1. - M.,
1994).

Konewno, Bce MBI XOTHUM, 9TOOBI KIUEHT
KaK MOXHO ObICTpee MPUHSI pPEeUIeHUE O
nokynke. Ho pemeHus o MmOKynke He
“‘CBaJIMBAIOTCS HAa TOJIOBY  MOKyMaTess “‘c Heba”,
OHHM CO3PEBAIOT, BEIKPUCTAJUIN30BBIBAIOTCS M JIUIITH TOTOM O()OPMITSIOTCS
B UETKOE IpeIcTaBIeHHE: “Xouy Moaenb A 1o iere B Ha pupme C”. Ecnn
MBI OyIeM OpHMEHTHUPOBATHCS TOJBKO HA “‘CO3pEBIIETO” KIHEHTA,
CaMOCTOSITEIILHO MPOIIEAIIETO CBOM My Th K TOPHOH BepIIMHE, U paboTaTh
TOJILKO Ha CTAaJIMU 3aBEPIICHUS CJCIIKH, TO OyIeM UMETh JIEJO JIHIIb C
20% moTeHIMaNbHBIX KIUEHTOB, ocTalbHble 80% Tak M OoCTaHyTCS IJs
HAC HEAOCTYITHBIMH.

OOBIYHO MEHEIKEPHI, KOTOphIE PabOTAIOT TOJBKO Ha CTAaAUH
3aBEpIICHUS CACITKH (XOTSI CaMH U HE TIOJI03PEBAOT 00 3TOM ), XpPOHUIECKU
HaXOJSITCS B TACCHBHOM mo3unuu. Kak mpaBuiio, OHH TOJBKO OTBEYAIOT
Ha BOIIPOCHI IIOKYTIATEJIs, CTABsI CBOKO AKTMBHOCTb B TIOJIHYFO 3aBUCIMOCTh
OT aKTUBHOCTH KJHUEHTa. PacmpocTpaHeHHOE MHEHUE, SIBISIOIICECS
“IpuIokKeHHEeM ™’ K MTACCUBHOM MTO3UIINN - “KOMY HaJ0, TOT M TaK KYIHT .
[Topoit cobcTBeHHOE HEYMEHHE paboTarh C KIMEHTOM TaKHe MPOIaBIIbI
MIPUKPBIBAIOT MAaCKOW PaBHOAYIINA W armaTui. HaBepHsKa BRI ¢ TAKUMHU
BCTPCYAIIHCE.

UToOBI 0Ka3aTh ONpEJEICHHOS BIUSHHUE HA PCIICHHE KIMCHTA,
HEOOXOMMO BIIAJICTh OINPE/ICIICHHBIME IpueMaMu yoexkieHus:. MHorue
MeHEeJDKEPHI I0CTATOYHO HHTEPECHO U HAITOPHCTO PACCKa3bIBAIOT PO CBO
TOBap, HAYMHAsI padOTaTh C KIMEHTOM IPSIMO Ha CTAJIUH TPE3CHTAIINU
ToBapa. Takum nponasiam yaaercs “oxBaTtuth” 30-40% moTeHIIMATBEHBIX
KJIMGHTOB, TaK KaK CPEJIU HUX HaxXOASITCS T€, YbH MHTEPECHl KakK pa3
COBIIAIAI0T C 3arOTOBJICHHBIM TeKCTOM Npe3eHTauun. Ocraibubie 60-70%
nokynareneil orseyaroT: “Cracu6o, Mbl ogymaem”, “Het, MBI ToJIbKO
CMOTpHUM”’ WJTH TIPOCTO CTIeIIaT yOeKaTh OT Ha30MINBOTO TpoaaBIa. Bor
KapTHHA, KOTOpast OBTOPSETCSI BO MHOTHUX oucax U MarasuHax u30 JHS
B JICHD.

KineHTka 3ax0IuT B Mara3uH U OCTaHABJIMBAETCS OKOJIO IbLISCOCa.
K Heii moxberaetT MeHeIKep CO CTaHIAPTHBIM BONpocoM.- “Ymo eac
unmepecyem?” “Ilvinecoc”, - orBevyaeT xeHIIMHA. OKPBUICHHBIN TaKUM
OTBETOM, MPOJABEIl, KaK TOPSIYNA CKaKyH, HAYWHAET CBOW pa3ber:
“Ilocmompume, y Hac camvie 1yduiue Noliecocsl... Mp-p-p-p... 0N dIMOM...
Mp-p-p-p-p... 4YOECHbIU... 3aMeuamenvtulil... Kpacueeii He ovieaem’.
JKeHmuHa MEIUICHHO TSATHTCS OT HETO, e¢ JIMI0 MPUHUMACT HECUYACTHOE
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BBIpaKEHHE, U OHA OTBeYaeT: “ nodymaio”.
Ecnu e MBI TeliCTBUTENEHO MIOMOTaeM KIIMEHTY TIOJTYYHUTh TO, YTO
OH XO0YET, HO [TOKa HE MOXKET TOYHO COPMYIHPOBATH, MbI PAHO HJIH ITO3THO
npeBpaiaeMm 100% noTeHnuanbHbIX KIUEHTOB B 99% peanbubix. Kakum
00pa3oM 3TOro JOCTUTratoT MpoeccuoHalbl CBOero Aemna? boburyto yacTh
CBOETO BPEMEHHM W yCWJIMHA OHU TPATAT HA TEPBYIO CTATUIO - CTAIUIO
YCTaHOBJICHHUS KOHTaKTa U cOopa mHpopManuu. OHU HAYMHAIOT IMYTh K
TOPHOH BEpIIMHE BMECTE C KIUEHTOM. |IpuieM BayKHO, 9TO 3TO IMEHHO
Ta BEpIIMHA, K KOTOPOU CTPEMUTCSI KJIMEHT, a He Ta, K KOTOPOIl HHTEPECHO
UATH camoMy iponasiy. IIpodeccuonanst cBoero aena cTposiT HaJeKHOE
OCHOBaHME JUJIsl 3aKiIto4eHus caenkd. OHU CIymIalT U HaOII0AAloT,
YCTaHABIMBAIOT JJOBEPHUTEIBHBIN KOHTAKT, €IIIe Pa3 HaOIOAI0T, CIYIIAOT,
3aJIal0T BOIMIPOCHI M JIWIIb TTOCJIE STOTO HAYMHAIOT CBOIO MPE3EHTAIHIO.
Kak Hu cTpaHHO, Takoi MyTh OKa3bIBAETCS... CAMBIM KOPOTKUM. B 3TOM
cilydae KIIMEHT caM TSHET MPOJIaBIia 3a pyKy v ropopur: “Bot
Ta BEpILNHA, 0 KOTOPOH 5 MeuTas .

Cmaous ycmanognenus KoHmakma u coopa ungpopmayuu
ABIAEMCA CAMOU BANCHOU 0151 3AKTIOYEHUSL COCTKU

[Touemy mHpOpPMAITHSI O KIUEHTE TaK BayKHA JJIs HAC?
Mpg1 moxeM (D (PEeKTUBHO BO3IEHCTBOBATH HA €r0 PEIICHUE O
[OKYIIKE, TOJIKO MOJIY4HB OTBETHI Ha CIIEAYIOIIUE BOIPOCHL: “A 3aueMm
KIIMEHTY HYKEH IaHHbII ToBap?”, “Kakum 00pa3oM s MOTy IOKa3aTb, YTO
WMEHHO JaHHBIH TOBap YAOBIETBOPHUT ero mnorpedHoctu?”, “Kakum
00pa3oMm s TODKEH BecTH cebs1, 9TOOBI COXPAHUTH TOBEpHE KIIHeHTA?”
be3yci10BHO, MOXKHO U HE 3arpy»aTh CBOO FOJIOBY TAKUMH 337a4aMH.
Hekotopsle MeHeIKephbl 0 COBITY IPUMEPHO TaK OTBEUYAIOT HA 3TH
Bornpockl: “CrpaliBaeTt, 3HaUUT ToBap HykeH. Eciu st kKak MOxHO OoJIblie
pacckaxy o ToBape, OH caM IOMMET, 3a4eM eMy Hy»KHa Ta Bellb (ycyra).
He moiimerT - emy ke xyxe. A Beqy s ce0sl Tak, KaK MHE IIPUBBIYHO, 3TO U
ITIOMOXET MHE COXpaHHUTh JoBepue knmeHTta”. [lpm “jmerxoit” romose
CJIEYeT CMUPHUTHCS C MBICIIBIO, YTO KOJIMUYECTBO 3aKJIIOUEHHBIX CAEIOK
HE yBEIMUYMUTCSA HUKoraa. Eciy sxe Mbl XOTUM AE€HCTBUTENIBHO ITOBBICUTH
3¢ PeKTHBHOCTH CBOEH padOThI, HAM CTOUT MOTPATUTH 3HAYUTEIBHOE BPEMSI
U CUJIBl Ha cOOp MHPOPMAIMK O KIHEHTE.

XoTs AeneHue npolecca 3aKJI0UeHUs CACIKN Ha 3Talbl JOCTaTOYHO
YCIIOBHO U B PEAJIbHOCTH Pa3jIM4HbIe CTaJUM HAKJIAIbIBAIOTCS OPYyTr Ha
apyra, o0uiasi JJOTMKa BEJEHUS [EJIOBBIX IIEPETOBOPOB OCTAETCSA
OIMHAKOBOW. KuIneHT HUKOrIa He 3aKJIIOYUT ¢ HAMU KOHTPAKT, IIOKA HE
OTBETHT U1 ce0s Ha Bonpockl: “HyskeH 11 MHE 3TOT TOBap B IPUHLUIIE?
Uro s momyuy, eciiy KyIUTIo 3TOT ToBap? JIeficTBUTENBHO JIU ATO TO, YTO
MHE HYXHO? ['0TOB 1M £ 3alJIaTUTh 32 3TO “4yg0” CBOM “KpPOBHBIE”
neusru?”.

Mbl MOXEM NPEeNOCTaBUTh KJIMEHTY BO3MOXKHOCTb CaMOMY HalTh
OTBETHI HA JIaHHbBIE BOIIPOCHI (M IPU 3TOM OTKAa3aTbCs OT BO3MOXKHOCTHU
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MOBJIUATH HAa €r0 PEIIeHHE), a MOXXEM HCIIOIb30BaTh OMpEeTIeHHbIE
MIPUEMBI, KOTOPbIE TIOMOTYT YAOBJIETBOPHUTH KaK MHTEPECHI KIIMEHTA, TaK
Y Hallli COOCTBCHHBIE.

CXEMA UCITIOJB30OBAHUSA ICUXOJOT'MYECKHUX
METOAOB 1 ITIPUEMOB HA PA3HBIX CTAIUAX
SAKJIIOYEHNUA CAEJKA

Cranus 3amaum mpoaasa Bomnpocsl, Ha OcHOBHBIE
KOTOpBIE IIPOJIaBell |[ICUXOIOIHYeC
JIOJKEH OTBETUTHh | KHE MPUEMBI
s ce0st
1. Coop |CobOpars MmakcumanbHo |HyxeH in qaHHbIH | AKTUBHOE
uHpop- |nonnyro uHGopManuio |TOBap KIMeHTY? B |ciymanue
Maluu 0 |00 MHTepecax KIMEeHTa |4eM COCTOMT Bhiroaa|CrenuanbHble
KJIMEeHTE |YCTaHOBHUTH npUOOpETeHUs AaH- |BONPOCEHI
JIOBEPUTEIIBHBIN HOT'O TOBapa A HaGmonenue
KOHTaKT knueHTa? Kakoi
CTUIb OOTICHUS
BBI30BET JOBEPH-
TEJIbHOE OTHOLICHHE
KJueHTa’?
2. Ilpe- |«IlomorpeTs» xemnanune |Kakue mpuemsr ITpuemsr
3eHTalus | KIMEHTA 3aKJIIOYUTh yOexaeHns IoMOoryT |y0exaeHus
ToBapa |cAenky YOenuThb OCBEeTUTH IpeuMy- |Habmronenue
KJIMEHTa B TOM, 4TO 11ecTBa ToBapa,
JlaHHBIN TOBap KOTOPbI€ BaXKHBI JUJIS
COOTBETCTBYET €r0 kiauenta? Kakue
HHTEepecam IpUeMBbl yOexaeHus
HOIXOAAT K JaHHO-
My TUIY KJIMeHTa?
3. Pabo- |PaccmoTtpers Bce Kak ycunuts [Ipuemsl pa-
Ta C COM- |apTYMEHTHI «3a» U WHTEpeC KIUeHTa, |OOTHI C COMHE-
HEHMSMH |«IIPOTUB» 3aK/IIOUEHHUS |HECMOTpS Ha HUSAMU KJIHEH-
KIUeHTa |cuenku «Pa3BesTb» COMHeHus? ta. Cnernuans-
COMHEHUS KIIMEHTa HBIE BOIIPOCHI.
Ha6nroneuue
4. 3aBep- |[ToaBecTn KiIMeHTa K Kak GeicTpee ITpuemsr
IEHWE |OKOHYATEIBbHOMY 3aBEPIINTH CACNKY? |3aBEpIICHUS
CICNKH |pEmIEeHUI0 O OKYIIKE CHIENIKHU

Kak Buamm, ymMeHue HaOI0gaTh HEOOXOIUMO Ha BCEX CTAIHIX
3aKIrOueHUs caenku. OHAKO ero 3HaUMMOCTh MHOTOKpPAaTHO BO3PacTaeT
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Ha ctaguu cOopa uHpopmarmu. [103TOMy HEKOTOPBIE 3aKOHOMEPHOCTH
HeBepOaTbHOTO 00IIEHHS OYITy T paccMOTpEHBI B 1aBe “‘Coop nHbopMaum
0 KJIMEHTE .

I'naBa 1
CBOP UH®OPMAIINUH O KJIMEHTE

Kakx MoxHO pasrajgaTh MCTHHHBIE WHTEpECHl KIHeHTa? BakHBIM
(hakTOpOM, CTIOCOOCTBYIOIUM YCTIEXY JIEJIOBBIX TIEPErOBOPOB, SBISETCA
XOPOIIast H0020MOBKA K Nepeco8opaM.

Eciu BB XOTHTE TPOIATh KPYITHYFO TAPTUIO U3/ICIIUH 110/l HA3BaHUEM
“Mogens ce3oHa” onToBo# hupme “Jlyumias u3 Tyqmux’ U coOMpaeTech
Ha JENOBbIE MEPErOBOPHI C TUPEKTOPOM JAaHHOH (UPMBI, BaM MPOCTO
HEOOXOIMMO OTBETHTH Ha CIIEAYIOIINE BOIPOCHI:

“ITouemy omToBO¥ (pupme “Jlyummas w3 Jydmmx’ OymeT BBITOTHO
KYIIATH TaHHYIO MOJIENh?”

“CooTBeTcTBYeT U “Mozens ce3oHa” MHTEpecaM PO3HUYHOIO
MOKYTIaTelIst ONITOBON (pupMBbI?”

“Kakum o0pa3zoM HEOOXOAMMO MOCTPOUTH JIEJIOBYIO Oeceny ¢
TUPEKTOPOM (PHPMBI, YTOOBI TTOKA3aTh, HACKOIBKO €ro (upMa M OH caM
BBIUTPAOT OT MPUOOPETEHUS KPYITHON apTUN JAHHBIX H3AeTHii?”

“KakoBBI JTMYHBIC HHTEPECHI U TMIHOCTHBIE 0COOCHHOCTH TUPEKTOPA
“Jlyumast u3 myqmmx’’?”

“Kakoii CTHIIb TIOBEACHUS OyJIeT ONTUMAIBHBIM?”’

[lonmy4yuB OTBETHI Ha 3TH BOIPOCHI, BBl OyaeTe TOTOBBI K JIOOBIM
HEOXXUTaHHOCTAM. Beslb MHOTHE M3 HUX BBI 3apaHee MPOCUUTAIH.

B 1o xe Bpems gaxe mpu camoOil KpONOTJIMBOW MOJATOTOBKE
HEBO3MO)XHO y4ecTh Bcero. [loaToMmy Bam ciienyer “BecTu paboTy” 1Mo
cOopy nH(hOopMaLIUK O JUPEKTOpe onTOBOM pupmsl “Jlyumast u3 myymunx”
U B IIpoliecce 3aKII0YeHus cAeaKu. Kakue MeToIsl MOKHO MCIIONb30BaTh
JUIs 9TOr0?

AxmusHoe ciyulanue, CneyuaibHble 60NPoCsl U
Hab0OeHUe - MOWHble Memoobl, NoMo2aluue coopams
MAKCUMATLHO NOTHYIO UHDOPMAYUIO O KIUEHME 8
npoyecce 0en080ti beceowl.

Hanee moppoOHee paccMOTPUM KaKIbI M3 ITUX

MeTo0B. CriennaibHble BOIPOCH! TOMOTAI0T HAIIPABIATh

HpoLEeCC JETOBBIX IEPETOBOPOB B HYKHOE PYCII0. YMEHHE

HaOJIOATh TIO3BOJISET OIIPEICIINTD HCTHHHBIC JKEJIAaHUS 1

HaMEpeHUs KJIMEHTA M, B 3aBUCUMOCTH OT “‘auarxosa’,

BbIOpath Hanbosee 3phexTUBHYI0 MaHepy OOIIEHNS. AKTHBHOE CITyIIIaHUE
MOYKHO HCIIOJIb30BaTh B HECKOJIBKUX LIEJISIX - JUTS OTY4EHHSI MAaKCUMaIbHO
MOJTHOH MH(OPMALUK O KIUEHTE, AJIS YCTAHOBJICHUS JOBEPHTEIHHOTO
KOHTAKTa, JJIsI HOBBIMICHHS YOS U TETEHOCTH COOCTBEHHBIX BHICKA3bIBAHMIA.
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Hegepb6anabHoe o01enne B padore MeHeKepa Mo cObITY

[IpencraBsre cede, UTO BBI OCTAETECH B POIH MTPOM3BOANTEIS H3IESITHS
“Monernb ce30Ha” Uy Bac €CThb JBa MOTEHIMAJIbHBIX MOKYIaTelsl: ePBbIi
- nupeKTop onToBol (upMmel “Jlyumias u3 aydmux’, BTOPOU - AUPEKTOP
ontoBoit ¢pupmbl “Camblii 3 cambIx”. B xaxxnoi ¢upme Bbl IPOBOAUTE
TIIATEIHHO TMOATOTOBICHHYIO Mpe3eHTanuio. KTo n3 AByX mokymaremneit
3aMHTEPECOBaH B MpuoOpeTeHNH “Mojenn ce30Ha” B OOJIBITICH CTereHN?
[Toxymatens “I”, KOTOPBIN YETHIpE paza 000IIeN BOKPYT BAIIETO H3ACIHS,
JBa pa3a HEXHO IMOTIAaIW €To, MATh pa3 OAAPUI €r0 BOCXHUIICHHBIM
B3IJIAJIOM M TPH pa3a MOLIOKAN S3bIKOM, WIN MOKyHareib “2”, KOTOpbIi,
MOCMOTPEB Ha HEro M3Jalli, BEKIMBO, HO PABHOLYIIHO 3aMeTHI: “MHe
HpPaBHUTCS 3Ta MOZIENb . OTBET 0YeBHICH. MBI IOy IWIIH ATy HH(HOPMAITHIO
Oaromapsi “coOOIIEeHUAM”, KOTOPbIE TMOCHUIATM HaM IOKYIIaTeIn C
IIOMOIILIO CBOEro Teja, 0e3 ciaoB. Takoe oOIIeHHE Ha3bIBACTCS
He8epOaNbHbIM I HECTIOBECHBIM.

[Ipodeccop bepaBuccn ycTaHoBUI, YTO B CPEIHEM YEIOBEK
MOJIB3YETCs CIIOBaMU TOJIBKO B TedeHue 10-11 MUHYT B IGHb U UTO KaxkJ10€
MIPeJIOKEHUE B CpeTHEM 3BYYHT He Ooisee 2,5 cexyHn. CioBecHOeE
oOleHWe B HaIlleHW XWU3HU 3aHUMaeT MeHee 35%, a OGonee 65%
nH(pOpMaHH IepeaaeTcs ¢ MOMOIIBI0 HEBepOaThHBIX CPEICTB OOIIECHUS
(Imz A. - M., 1996).

WuTOHANMA, ¢ KOTOpOH Hall COOECETHUK MPOU3HOCHT OOBIYHYIO
(bpasy, paccKaKeT 0 ero HACTPOCHUH U CAMOYyBCTBHUHU ropasao OoJblie u
TOYHEe, YeM caMoe MpocTpaHHoe omucaHue. Ilo3a packpoer ero
HaMEpEeHHs MPEXJie, YeM OH O HUX HAYHET TOBOPHUTH, & BEIPAKEHHE €T0
numa “coo0muUT” 0 caMBIX TOHKUX TEepeKMBaHUAX. HeBepOambHBEIM
MOBEJICHUEM YIIPABIISIOT B OCHOBHOM O€CCO3HATEIbHBIE IPOLECCHI, YACTHIO
KOTOPBIX SIBJISIFOTCS MIPHUBBIYKH, aBTOMAaTHYECKHE JIEHCTBUS, O KOTOPBIX
MPOCTO “HeKorna u HezaueM Aymath’. IlosToMy HeBepOabHbBIC KaHAIBI
0OTIIEHUS pe/IKO MTOCTABIISIIOT HEIOCTOBEPHYIO, JIOXKHYIO HH(pOpMAaInio, TaK
KaK OHH TMOJJAIOTCA KOHTPOJIO B MEHBIIEH CTEMeHH, YeM CIOBECHOE
obmierne. /11 ONBITHOTO ¥ 3aMHTEPECOBAHHOTO HAOIOAATEIS IBYKCHHS
Teja MOCTaBISIOT BaKHEHIIYI0 MH()OPMAUIO 0 COOCCEAHHKE JIaXkKe B
CUTyallUH “NOBBINIEHHOTO KOHTpousss”. Hampumep, KIHEHT, KOTOPBI
CHJIBHO B3BOJIHOBAH IIPEACTOSIINM Pa3rOBOPOM, MOKET CIIPSATATh HEPBHO
CTydalue MajbIbl, CYTYJble TUIEYH FUIM HANpsDKeHHBIH poT. Ho B
CJIEYIOUTII MOMEHT O €70 BOJTHEHUH KPACHOPEYNBO MTPOCUTHAIIST CTYITHU
HOT, “TIyCTHBIIECS B IIISIC”.

[ mo6oro crienuanucta, padoTaroero B cepe TOProBin, 04eHb
BAJKHBIM SIBJISICTCS 3HAHHE MPOIECCOB, IPOUCXOSUINX B CO3HAHUH
KJIMEHTa B KaXXIblii MOMEHT JEJIOBBIX IEPErOBOPOB. MBI HE MOXKEM
“3a7e3Th B AYIIy TOKyINaTels, HO MBI MOXKEM JydIle MOHATHh €ro,
BHHMATEJIHHO HAa0II0/1ast 3a ero HeBepOaIbHBIM NOBeIeHHEeM. BirymunBoe
HaOTIO/IEHNUE 3a TEIECHBIMU JIBWKCHUSIMH HE TaKasl pocTas 3aja4a, Kak
3TO Ka)XXeTCs C MEepBOTO pasza. ITO Ha OyMmare Kakgoe IBHMKCHHUE
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MIPOMCXOIUT ITOCIIEIOBATENILHO, B PEATBHOCTH XKE KIIMEHT He 3a00TUTCS O
TOM, YTOOBI JIaTh HaM JIONOJHHUTEIHHOE BpeMs Ha pacuiu(poBKy ero
coobmenuit. OH mpeyIaracT HaM JUIsl HHTEPIIPETAllUU KOMILIEKC MEITKUX
JIBYDKCHUI Y Ha 00TyMBIBaHUE CJISIYIOIIETO X0/1a JJaeT HaM JIUIIIb TO BpeMs,
KOTOPOE€ 3aMOJHEHO ero coOCTBEHHBIMU cioBamu. [lpaBuiibHas
pacmdpoBKa HeBepOATHHOTO COOOIIEHHUS TIO3BOJISET HaM CAeJaTh Imar
K 3aKJTFOYCHHIO C/ICIKH, HEMPABHIIbHAS - YBOJHUT B 0OPATHOM HaIPaBICHUH.

Habniooenue nossonsem cobpams o Kiuenme MaKCumMaibHO
NOAHYI0 UHpOpMayUIo u 8blOpams 3 pexmueyo makmuxy
3aKIIOUEHUs. COeTKU

Taxk ke, KaKk HaIlK MOKYITaTeIU TIOCTOSHHO “‘COO0IIaT”’
0 CBOMX BHYTPEHHUX MEPSIKUBAHUSX C IIOMOIIIBIO sSI3bIKA TETIa,
TaK ¥ MBI B POJIM ITPOJIABIIA “TIOCEUTaeM’’ CBOU HEBEpOaIhHBIC
MTOCIJTaHUS TTOKYTIATEINO.

Heob6xoanmMocTh 0CBOGHHS HE TOJBKO Pa3rOBOPHBIX MPUEMOB
OOIIICHUS, HO M TEJICCHBIX METOMIOB BO3JCHCTBHS HAa KIIMEHTA - OJHA U3
CaMBbIX CJIOXKHBIX MPOOJIEM MEHEKepa Mo MpojaaxaM. JDTOMY MellaeT
KpaiiHe BpeJHOe 3201y IeHUE, YTO CTOUT JIUIIbh 3aIIOMHHUTH HECKOIBKO
“BOJNTIICOHBIX CITOB”, M OHH, KaK TI0 IIyIhEMY BEJIEHBI0, OYIYT PACKPHIBATh
YN A KOIIENTbKH KITUEHTOB.

Koneuno, kimeHT He cCKaxkeT HaM: “S1 ohOpMIIT 3Ty CTPaxoBKY,
MIOTOMY YTO MEHEJDKEp, KOTOPBIA CO MHOHN 00CYKJiai J0TOBOp, CUJIEI B
OTKPBITOM 1103€, 2/3 BpeMEeHU CMOTPEI MHE B IJ1a3a U BO BPeMst 00CY K ICHHSI
JeTajeii ToroBopa Cel PSAIOM CO MHOH, a He HampoTuB”. CKopee BCero
ATOT KJIMEHT CKaXkeT: “MHe MpoCcTO MOHPABUIICS ATOT MOJIOJION YeJIOBEK U
TO, UTO OH TIpeJIaraeT, BHyIIaeT JoBepre’ .

BoNBIIMHCTBO HAIIMX TENECHBIX ABMXKEHUHM OCTACTCS 3a paMKaMu
CO3HAHUS KJIIMEHTA M MOCTYIAeT B 00JiacTh Oecco3HaTenbHOro. Takoe
MIOJIOKCHHE BEIIEH TaeT HaM MOIIHOE [TPEUMYIIECTBO - 3Ta HH(DOpMAIUs
HEe BCTPEYaeT COMPOTHBIEHUSI! MBI MOXEM MOJIB30BATHCSA ITUM
MIPENMYIIECTBOM, TPUMEHSISI HEOOXOANMBbIE TBUKEHUS M HHTOHAIIUH IS
YCWIJICHHUS CIIOBECHBIX cooOmeHui. OmsTh ke 3TO He TaK MPOCTO, KaK
MOXKET ITOKa3aThcs BHavaue. XKecT “Bce 0’Keil” yCUIUT ONITUMUCTUUYECKUE
BBICKAQ3bIBAHUSI TOPTrOBOTO arcHTa TOJIBKO B TOM CIydae, e€Clu OyaeT
BBINJISIJICTh HEMPHUHYKJICHHBIM U €CTECTBEHHBIM. ECiin Takoe JIBUKEHUE
MTOKAXKETCS KIIMEHTY (alIbITUBBIM, TO €r0 HCIOIB30BAHNUE TOJIBKO yCHITUT
HEeZ0BEpHE M TIOAO3PUTEIHHOCTD.

JKecTbl ABIIAIOTCS MPOBOJHIKOM HAIITNX BHYTPEHHHUX TIEPEKMBAHUH.
OHU BBITIIAASAT €CTECTBEHHBIMHM TOJILKO B TOM cliydyae, KOTJa
COOTBETCTBYIOT OIIYIICHUSIM W YyBCTBaM, KOTOPbIE Mbl UCIBITHIBACM B
JIAHHBII MOMEHT. B 3TOM ¥ COCTOUT 0j1Ha U3 HAauOO0JIee CIIOKHBIX ITPOOIIEM.
Mpsr MokeM 0OMaHyTh KJIIMEHTAa Ha KOPOTKHH MOMEHT, HO Hallle TEeJo
00s13aTeTIHbHO OTPearupyeT Ha ATy JIOKb KaKUM-HUOYIb MUKPOJIBUKEHUEM,
KOTOpOE BBIBE/IET HAC Ha YUCTYIO BOY. BOT MeHekep MPON3HOCUT (Ppazy
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C pamoCTHBIM M JOOpOXKEIaTeIbHBIM BEIPAKCHUEM JIMIA: “ITO CaMBIiH
Ka4eCTBEHHBIN TOBap, KOTOPHIH BBl MOJKETE MPHUOOPECTH 3a 3Ty CyMMY .
U TyT e ero pyka npeiaTesibCKu MOJHUMACTCS K JIUILY, YTOOBI IOTEPETh
Hoc. Ha Oecco3HaresibHOM ypPOBHE 3TOT JKECT HECET MOKYIaTEelt0
coobmenue: “byns ocropoxen, TeOst oOMaHbIBatOT!”.

Mpb1 HE MOXeM 3P ()EeKTHBHO HCIOJIb30BaTh KECTHI, €CIIH OHH
MPOTHBOpEYAT HAIMM BHYTPEHHHUM OIIYIICHHUSM H YOCKICHHSIM.
(MeHemxkepy, UCTIBITHIBAIONIEMY CHIIBHOE HaIpsDKeHHEe, OBIBA€T OYEHD
CIIO)KHO COXPAaHATh OTKPBITYIO MMO3Y Ha MPOTSHKEHHH BCETO MEepUojia
JICJIOBBIX MEePeroBopoB. Jlaxke B UTPOBON CUTyalluu BO BpeMsi 00yUYeHUS
4acTO B OTBET Ha MPEUIOKEHUE NU3MEHUTH MOJIOKECHNUE PYK OH TOBOPHT:
“MHe Tak Heyo0HO, 5 cpa3y 3a0bIBar0, UTO XOTEJ CKa3arh .) Ho MbI MoskeM
TTOBITUATH HA HAIlle OTHOIIEHUE K MUPY, UCTIONB3YSI pa3IMIHbIe IBIKEHUS,
MpUCIyIINBasIch K cebe, ucciuenys coOCTBeHHBIe peaknuu. Ham
BHYTPCHHUNW MUpP HEPa3pPbIBHO CBS3aH C S3bIKOM TEIOJABHIKEHUU.
W3MeHeHre OTHOIICHHUS K IPYTOMY YEIOBEKY BEJIET K MF3MEHEHHEO MaHEPhI
0OLIeHH S, U HA00OPOT - CTHIIb OOIICHUS, OT/ICIBHBIC )KECThI 3aCTABIISIFOT
Hac B 4YeM-TO MEHATHCS. MBI yCIIOKanBaeMcsl, €CIIH CIEeIyeM COBETY:
“JIermuTe TIIyOkKe”. MBI CTAaHOBHMCS 0oJiee YBEPCHHBIMH, €CIIH
pacmpasisieM IJIedr, MbI HAITOTHAEMCS JOTOTHUTEIHHON SYHEPTHEH, eCITi
HAauYMHACM SMOLIMOHAIILHO KECTUKYIUPOBATh.

Boiniee Toro, uHOrma B IEJI0M KOMIIJIEKCE MHKPOJBUKCHHH, C
MTOMOIIBI0 KOTOPBIX MbI [TOCBUIAEM COOOIIIEHHE O ce0e, ObIBACT JOCTATOYHO
W3MEHHTH JIMIIb OAHO 3BEHO, YTOOBI PHCYHOK IOBEIEHHUS M3MEHHUIICS
KapAuHaJIbHBIM 00pa3oM. Ha cBomx cemMmHapax, MOJENUpPYsl CUTyalluu
3aKJIIOYEHUS CIENIOK, MBI 4acTO HaOII0MaeM YEeTKYI0 3aKOHOMEPHOCTD.
CTouT U3MEHUTH PABHOAYIIHYIO HHTOHAIIHIO, C KOTOPOW 00paIiaenbes K
KJIMEHTY, Ha 3aMHTEPECOBAHHYI, KaK 1Mo3a cama co00il MeHseTcs,
CTaHOBHTCS OTKPBITOM. A CMEHHB ITPEHEOPEIKUTEIBHYIO 1103y, HEBO3MOXKHO
COXpaHATh BBHICOKOMEPHOE BBIpakeHHEe nuia. YToObl OKa3bIBaTh
npoeccHnoHaTFHOE BO3/ICHCTBUE HA KIMEHTOB, HEOOXOANMO HE TOJIBKO
MPaBHUIJIBHO OTNPENETUTh, YTO O3HAYAeT KaXIBIA JKECT, HO M XOPOIIO
M3Y4YUTh U PACHIUPUTH apCceHand COOCTBEHHBIX JKECTOB, ABUIKCHUU U
uHToHanui. Torma Bl OyJaeTe MOX0XKH Ha HACTOSIIETO BONIICOHUKA,
KOTOPBIN BpydYaeT KayKJI0MY UMEHHO TO, YTO OH XOTeI1 OoJble Bcero. Pa3se
HaIlIA KJIMEHTHI He JKIyT OT Hac yyna’?

CocTapJisiionue HeBepoaJIbHOT0 00 IIEeHUsI.

SI3bIK Tena pa3zHooOpa3eH U BKIIOYACT B ce0sl HECKOJIBKO TUIAHOB.
Kaxxnoe nBuxkeHHE UMEET CBOE 3HAUCHHE, HECET ISl OKPYKAIOLIUX
omnpeneraeHHoe “rociaHue”. DTO MOCIaHuE MOXKET OBITh BBIPAXKEHO
JOCTAaTOYHO THUNHYHBIMH IBMKCHHSMH, a MOXET HMETh CBOE
WHUBU/IyaTbHOE COACPKaHUe, HOHATHOE JIMIIb IPH OJIM3KOM 3HAKOMCTBE
C YeJOBEKOM. BBIIENSAIOT mATh HEeBEepOAJIBHBIX KaHAJOB, IO KOTOPHIM
cobeceHUKY OOMEHUBAIOTCS MH(BOPMALUEN: npocmpancmeo, MUMuKa,
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6327140, UHIMOHAYUS, MeleCHble OBUNCEHUS.

Ilpocmpancmeo u paboma c kauenmom. Pacctosane MexIy IByMs
JIFOZIbMH, BCTYTAIOIIMMH B OOILIeHHE (HE 00513aTeNBHO CJIOBECHOE) IIPHHSITO
Ha3bIBaTh Jucmanyuei. OOHUM U3 BaXXHEHIINX TMOKa3areieidl paboThl
npo¢deCcCUOHAIBHOTO MEHEeIKepa SBISCTCA €ro yMeHHe BhIOMpAaTh
ONTHMANTBHYIO TUCTAHIIHMIO TI0 X0y AETI0BOH Oecenbl. BoT aBe cutyarmm,
TUTIMYHBIE JIJTsI POCCUICKOTO PHIHKA.

Cumyayus nepsas. KIueHT MPpUXOAUT B BBHICTABOYHBIA 3ai,
BHUMATEJIbHO pa3Iis/bIBacT MpeajiaraeMylo npoaykiuuo. Monenb
MPUBJIEKAET €r0 BHUMaHHUE HACTOJIBKO, YTO €My X0UYeTCs TIOIyUUTh O HEeH
JOTMIONTHUTENbHYI0 nHpopManuto. Ham mokynartens uiieT MeHemxepa,
KOTOPBIA MOT OBI €ro MPOKOHCYJIBTHPOBATH TI0 3TOMY BOTIPOCY. YBHI,
Ommkaimiee “KMBOE CYIIECTBO’ HAXOAUTCS HAa PACCTOSTHUHU TPEX METPOB,
BCEM CBOMM BHJIOM COOOIITasi O MOIHOW MOTJIONIEHHOCTH CBOUM JiejioM. B
OTBET Ha BOIPOC HAILETO KIIMEHTA O JIONIOJIHUTENILHOM 3aKOPIOUKE K MOZIEIH
X MEHemKep, COXpaHsisi 3-MeTPOBOE PACCTOSIHUE, HEOPEKHO TTOKA3bIBAET

pYKOI1 B HEOIIpeIelIeHHOM HarnpasieHuu: “Cnpocume
mam’”.
KnueHT HECKONBKO CEKYHI HaxXxOAUTCS B
‘_'}» " HEPEMIUTEILHOCTH, TTIOTOM OpocaeT MpoIIalbHbBIN
B3[JISIT HA TOBAP M YXOIMT.

Cumyayus emopas. Hanopuctelii MeHemxep,
oOydYeHHBIN “TeXHHKe 3axBara’, IOYTH BILIOTHYIO
npubnmxkaeTcs K KIHUEHTY W, MOIB3YICh €T0
3aMemaTe’IbCTBOM, PACKIIaIbIBACT BECh ACCOPTUMEHT
TOBapa MpsIMO T0J] HOCOM Y HecdacTHOro. [Ipu aTom
KJIMEHT CUTHAJIUT O CBOEM AUCKOM(OpPTE BCEMHU
BO3MOXHBIMU cl1oco0aMu (OTKJIOHSIET KOPITyC Hasall, XMYpPHUT OpoBH,
BBIMYYEHHO YNBIOAaeTcs), HO MEHEIKEp MPEAINoYUTaeT He oOpamars Ha
9TO BHMMaHM. 3aT0 KaK TOJHKO OH 3aMOIIKAET, HAlll KIMEHT OTBEYAeT:
“Cnacubo, mne 5mo He Hado ', XOTS MPOCTO HE MOT pacCMOTPETh TOBap,
TaK KaK XOTeJl KaK MOXHO ObIcTpee M30aBUTHCS OT HapPYIIHTEJS
JUCTaHIIMU.

Kaxp1ii 4enoBeKk OLIyIiaeT MpoCTPaHCTBO BOKPYT cebsl Kak CBOE
coOCTBEHHOE, HEIIPUKOCHOBEHHOE. DTO MPOCTPAHCTBO MOXKET OBITH
MIPECTABICHO B BUIE KOKOHA, THAMETPOM KOTOPOTO ABJISIETCS MPOTIHY Tast
pyKa, HECKOJIBKO COTHYTas B JOKTE. ECIM KTO-TO MOKyIIaeTcs Ha 3TO
MIPOCTPAHCTBO, YEIOBEK UYBCTBYET cebst nuckoMdopTHO, “HE B CBOEH
Tapeske”, ¥ CTPEMUTCS BBITPOBOAUTD HAPYILIUTENS 3a MIPEEIbl “‘cBOei”
TEPPUTOPHUH.

VY Ka)kI0ro 4enoBeKa pazMepbl KOKOHA M COOTBETCTBEHHO AUCTAHIIUU
WHAUBUAYalbHE. OOBITHO YBEpEeHHBIC B ceO€¢ W KOHTAKTHBIC JIOAU
CITOKOMHO OOTIArOTCS Ha OTU3KOHM MUCTAHIINN, THOKO TTOICTPANBAsICh IO
OUCTaHUHIO cobeceqHnKa. 3aMKHYThIe “IIpoOJIeMHBIE” TIONH TTPHU
COKpalICHUH JUCTAHIHMH OINYIIAIOT JOTOJHUTEIbHOE HaIpsDKEHUE.
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[TosTOMYy OHM BEIOHPAIOT O0JIEE CIEP’)KAHHOE OOIIEHNE U COOTBETCTBEHHO
OoJee TTMHHYIO AUCTAHIIHUIO.

[ToMuMO UWHAMBUIYAIbHBIX OCOOCHHOCTEH JHCTaHIIUU
XapaKTePU3YIOT O0IINE 3aKOHOMEPHOCTH, IPHUCYIIHE OOJIBIIIMHCTBY JTFOICH.
BrIenstoT 4eThipe THIIA PACCTOSIHUS JJIsl OOLICHHUS: UHMUMHOE, TUYHOE,
coyuanvroe u nybnuuHoe. Bel MOXxeTe BEIOUPATh pacCTOSHNE, HAa KOTOPOM
MIPOUCXONT OOIIEHHUE C KIIMEHTOM, B 3aBUCHMOCTH OT T€X IIEJIeH, KOTOPHIE
craBuTe niepen codoit. Ho mpum 5ToM BaKHO TOMHUTB, YTO TUCTAHIHS Oy/IeT
paboTarh Ha 3aKITHOUEHUE CICIKU TOJIBKO B TOM CIIy4ae, €CJIU U BbI, U BaIll
KIIUEHT 4yBCTBYeTe ce0s1 KOM(POPTHO HA 3TOM PACCTOSHUU.

Humumnoe paccmosanue (0T HEMOCPEACTBEHHOTO (PU3HUECKOTO
KoHTaKkTa 10 40-45 cMm) XxapakTepusyeT TecHoe Om3Kkoe obrenne. Ha Takoe
pacCTOsTHHE IOy CKAIOTCS JIFOIN, C KOTOPHIMHU yCTaHABIMBAIOTCS TETLTBIC,
IOBEpHUTENbHBIE OTHOMIEHUS. OOBITHO BIIOOJICHHBIE TAPOYKH BEIOMPAIOT
JUTs OOIIISHYSI IMEHHO UHTHMHOE paccTosiHue. YeioBeKy, J0MyIeHHOMY
B OOIIIEHWU Ha Takoe OJM3KOE PACCTOSIHHE, pa3pelnacTcs (pu3nvecKuit
KOHTAKT - JIETKOE IPUKOCHOBEHHUE, TOTIAXKUBAHUE, IIOXKATUE, “yITydIlIeHUE”
npudeckn. C Ipyroil CTOpOHBI, TAKTHIIGHBIA KOHTAKT BOCITPHUHUMAETCS
KaK OJTHO W3 TIOATBEPKACHUH TOBEPUTEIHHBIX OTHOIIIEHHUH, CITOKHABIITIXCS
MEeXAy NBYyMs JTIOAbMU. PU3HUECKUl KOHTAKT MOXET CTaThb MOIIHBIM
yOexaaronuM GakTopoM. DTO MOJIOKEHUE XOPOIIO HITIOCTPUPYIOT
PE3YyIBTaThI CIACIYIOIIETO SKCIIEPUMEHTA.

JleBy1iika B cyrepMapkeTe 00palianach K pa3HbIM JIFOISM - MYKYHHAM
1 KCHIIMHAM - C OJTHOW M TOH K€ TTPOCHOOH - TaTh MOHETKY IS TeehoHa-
aBTomara. lIpn 5TOM OHa B MOMEHT NMPOCHOBI K OJJHAM TPUKACANach, a K
IpyruM -HeT. MoHeTka Obla momy4ena y 51% jronei, ICIbITaBIINX JIETKOe
MPUKOCHOBEHUE, U TOJIBKO Y 29% Tex, K KOMYy OHa HE MpHUKacaliach.
[Momaganue B MHTUMHOE MPOCTPAHCTBO JI€JIaeT APYroro 4ejaoBeKa
3HAYUTEIBHBIM M BIUSITCIbHBIM. DTy 3aKOHOMEPHOCTH XOPOIIO
WCTIOJIB3YIOT MPOJMABIBI ONEXKABl W IOBEIHUPHBIX yKpameHui. Ecim
MOKYIIaTeNb pa3perraeT MpoAaBIly MPUMEPUTh Ha ceOsl MUKAK WU
KOJIEUKO, BEPOSTHOCTh MPUOOPETEHUS MMEHHO 3TOW BEIIHU PE3KO
BO3pacTaeT. BaxxHO MOMHUTB, YTO MEHEIKEP MOXKET YCUIUTh CBOC
BO3/ICHCTBUC HA KJIMEHTA TOJIBKO B TOM CIIy4ae, €CJIH OH JICHCTBUTEIILHO
JIOTYIIEH B MHTUMHOE MPOCTPAHCTBO, a HE BPBIBACTCS B HETO CHIIOMN.
Heoxunpgannoe HapyiieHue JTUYHOW TEPPUTOPHH BOCTIPUHUMAETCS Kak
JIABJICHWE U BBI3BIBAECT OTBETHYIO PEAKIMIO CONMPOTHUBRICHMS. [IpoaaBisl,
KOTOpBIE CTApaIOTCs OJIM3KO MOJONTH K KIIMEHTY, TOXJIONATH €T0 10 TUIEY,
MoXKaTh PyKy JaXe B TOM cliydae, €CJIM €€ HE MPOTATUBAKT, MOTYT
BBIDJISIJIETh PACKOBAaHHBIMHU, BMECTE C TEM MHOTHUMH TOKYIATEISIMUA UX
“cBOOOIHOE” MTOBE/ICHUE OY/IeT OLIEHEHO KaK HaBs3YMBOE U JIAXKe “Haroe”.

[IpodeccronanbHO pabOTAIOIIHI MPOJABEIl HE CTPEMUTCS MTOTIACTh
B 30HY, IPEIHA3HAYCHHYIO TOJBKO I Onu3kux yronei. Ero ycwmmms
HalpaBliCHbl Ha MEpeMelleHUe COOCTBEHHOrO TOBapa B MHTUMHOE
MPOCTPAHCTBO KIMEHTA. B 3TOM cityuae Juis KJIMEHTa Belllb CTAHOBUTCS
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“ommwke 1 pogHee”. JlaHHAS CTpaTeruss HATOMUHAET TIOBEICHIE B3POCIIOTO,
KOTOPBIA XOUeT HAWTH KOHTAKT C HE3HAKOMBIM PeOEHKOM - CHadaiga OH
WHTEPECYETCS UTPYIIKON, KOTOPYIO MAJIBIII JACPIKUT B PYKE, U JIUIITL TIOTOM
Ha4yMHAET 3a/1aBaTh BOIMPOCHI, KACAIOIIMECs HEIMOCPEICTBEHHO CaMOT0
pebeHka.

Bwmecte ¢ Tem mpomyck “k Tenmy”’ KIHEHTa OTKPBIBACT IIHPOKHE
BO3MOXXHOCTH JJsI BEACHHS NEIOBBIX meperoBopoB. OmHO#N U3
crienuPpuIecKuXx 0COOEHHOCTEH BENEeHHUS JIENIOBBIX MEPEroBOPOB B
MTOCTCOBETCKOM IMPOCTPAHCTBE SBIISCTCS CTPEMJICHHE pellaTh BajKHBIC
BONpOCH “B OaHe” WM B 00CTaHOBKE, MPUOIMKEHHONH K HHTUMHOMY
oOmieHuto. B cTpane, rae npeAnpuHUMaTeb He 4YyBCTBYET FOPUIUYCCKOM
3alIAIIeHHOCTH, OONMIEHUEe HAa TaKOW KOPOTKOW MHUCTAHIIMU JacT
TICUXOJIOTHIECKYTO 3aIIUIIEHHOCTD: “Pa3 Tak OJM3K0 00mmIaics co MHOH,
3HAYHUT, CBOM, a pa3 CBOH, 3HAYHT, He 0OMaHeT . ECi KIIMEeHT 4yBCTBYeET
MOTPEOHOCTH O0IIATHCS HA ““KOPOTKON HOTE”, Mbl MOYXEM UCIIOIb30BaTh
ONMU3KYIO JIUCTAHIMIO M IPUKOCHOBEHUS JIJISl YBEIHUCHUS COOCTBEHHOM
yoenuTenbHOCTH. FIHOTIa B 5TOM MOTYT ITOMOYb (Ppa3bl, HOAYCPKUBAFOIINE
TeTUTbIC OTHONICHUS C KITHEHTOM: ““SI BaM 10 ceKpeTy ckaxy...”, “To, 9To s
BaM CKaxy, s HE TOBOPIUI HUKOMY...”, “Eciu OBl s OB BammM OpaTtom...”.

Jluunoe paccmosnue HaxoguTcs B penenax oT 45 mo 120 cm. Takas
JUCTAHIIMS ONITUMAIIbHA JUJIsl BEJICHUS TICPETOBOPOB B TOM CIIy4ae, CJIU C
KIIMEHTOM YK€ YCTAHOBJICHBI JIOCTATOYHO OJM3KKE OTHOIICHHS. Eciu ke
OTHOIICHUS OCTAITCS MPOXJIAJHBIMU M TOKYIAaTelb UCHBITHIBACT
OTIPEZIeTICHHOE HETOBEPHE K MEHEIDKEPY, HE CIEAYET MPUOIIKATHCS K HEMY
ommke gem Ha 120 cM. B mpomecce 3akirodeHus CASTKH AUCTAHIINS, Ha
KOTOpOH HaxomsaTcss 00a coOecemHmKa, MOKET MEHAThCA. IMeHHO ee
M3MEHEHUE SIBIISICTCS BAKHBIM ‘‘COOOIICHHEM”’, KOTOPOE TOCHUIAET HAIll
KJIMeHT. OOBIYHO TPOBOJIHUKOM TAKOTO COOOIICHHUS CITy>KaT HOTU WU
KOpITyC uesioBeka. Eciu mokynarelis jgeaet HeOONbIIOH Iar Ha3ajl, CKopee
BCETO MBI HAPYUIWJIN Ty TUCTAHIIMIO, HA KOTOPOW OH XO4YET OOIIaThCs.
Ecnu mokymarens HakIIOHSIETCS BIIEpENl, BHITATHBACT IICI0, HAM CIIEAYEeT
MePEeIBUHYTHCSA TOONMKE K HeMy. VI3MeHeHne AUCTaHIIUN MOXKET CTaTh
XOPOILIUM MHIUKAaTOPOM BHYTPSHHUX IIEpeKUBaHNH KineHTa. Henosepue,
HaIpPsHKEHHOCTh, Pa3/paKCHUE 3aCTaBISIOT MMOKYNATeNsl YBEIUYUBATh
muctannuio. MHTepec, sMonMoHalIbHAS BKIFOUEHHOCTD “‘MOJ0ABUTAIOT
KJIMEHTa ONIMKE U K TOBapy, ¥ K MPOIABILY.

Coyuanvroe paccmosinue onpenensercs B npeaenax ot 120 mo 260
cMm. Takasg gucTaHOWs ONTHMalbHA AJS Hadana o(QUIMATbHBIX
MePETOBOPOB, BaXXHBIM 3JIEMEHTOM KOTOPBIX SIBISCTCS COXPaHCHHE
craryca. [Ipenocrapisist cBoeMy apTHEpPY 1O OOLICHHIO OOJIBIIIE TIUYHOTO
MIPOCTPAHCTBA, MbI TIOAYEPKUBAEM €0 3HAYUMOCTh H BECOMOCTb. JlaHHas
OUCTAHIUA TaKXe XOPOIIO MOAXOIUT JJISI IEPETOBOPOB, B KOTOPBIX
Y4acTBYIOT 00Jiee IBYX YEJIOBEK.

Baknyro nH(popMaIiio sl MpoAaBiia HECET HE TOIBKO BhIOpaHHAs
KJIMEHTOM JIMCTAHIUs, HO M PaCIOJIOKCHHE Bl B MPOCTPAHCTBE,
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KOTOpBIM “BiazeeT”’ mokymareib. OCOOCHHO BaXXHBIM SBIISIETCS
pacmonokeHnue CTyla, Kpecia WIH JIPyroro “cuasdero” Mecrta s
nocetutelisi. Bo3MOKHO, BbI ObIBaJIH B KAOUHETE, I7IE SIUHCTBEHHOE MECTO
JUTS TOTEHIIMAILHOTO COOSCEeTHIKA HAXOAUTCS B KOoHIIe T-00pa3Horo crona.
Bo3MokHO, y Bac €CTh KJIMEHTBI, KOTOPBIC IIPEAMOYUTAIOT BECTH JICTIOBBIC
MIEPEeTOBOPHI B MATKMX Kpeciax 3a Jamedkor xode. U, HaBepHsKa, BB
CMOYKEeT€ BCIIOMHUTH MHOKECTBO MEJIKHX, Ka3aI0Ch Obl, HE3HAYUTEFHBIX
KECTOB, C IOMOIIIBIO KOTOPBIX KJIMEHT “yKa3bIBaeT BaM, C KAKOTO MecTa
Jyudrie ¢ HuM oOmarbkcs. [lokymarens MoxeT 0eCCO3HATENBHO COXPaHSITh
OOJIBIIYIO TUCTAHITUIO JISl TOTO, YTOOBI M30€XkKaTh KOHTAKTA, IIOTYCPKHYTh
COOCTBEHHBIH CTATYC WU YCUIIUTH CBOE BO3ICHCTBUE, COXPAHSIS TO3UIIHIO
“cBepxy”’. B 00IIeCTBEHHBIX MECTaX, TIIC TUCTAHITHS 3aaeTCs TPaHUIIaMHU
B BUJIE PA3IMYHBIX CTOJIOB, OKOIIIEK U MEPETOPOAOK, MOXKHO HAOIIONaTh
KITUEHTOB, “TIEPETHYBIINUXCS  depPe3 CTOWKY U BRITATHBAIOIINX IIEIO TOITHKO
JUTS TOTO, YTOOBI COXPAHUTH JIUCTAHIINEO, HA KOTOPOU MOXHO KOM(pOPTHO
oOmiarkcsl.

Ilybonuunas oucmanyusi HaduHaercs ¢ 260 cMm. Dta qucTaHIuUs
mpenmojaraeT o0IMeHne ¢ TPynmnou donei. Berdbop mybmmuroro
paccrosHus 2QQEeKTHBEH I MPOBEACHUS MPE3CHTAINH. YIaJeHHOCTh
“nexTopa” MO3BOJISAET ayAUTOPHH TTOYyBCTBOBATH CEOsI €AMHON TPYIIITOi
CO CXO)KMMHU UHTEpecaMu. THIT TUCTaHIIMU JOCTATOYHO KECTKO CBSI3aH CO
cTuieM noBeaeHus. Tak, MEHEIKEp CMOXET 3aBOCBATh BHUMAaHHE
ayUTOPUU BO BPEMs MPE3CHTAIMH, €CIH Oy/IeT UCIOIBb30BaTh XOPOIIO
TTOCTABJICHHBIN TOJI0C U “TIEPEMETIAIOIIUNACS” B3IVIS, TIO3BOJISIOMINN eMy
YCTaHOBUTH BU3yaJbHBIA KOHTAKT C KaXIbIM ciTymiareseM. B 1o sxe Bpemst
COXpaHEHWE aHHOW MaHepbl MOBEJEHUS B Pa3rOBOpPE OAWH Ha OJHH
BBI30BET Y KJIIUEHTA KEJTaHUE OTOUTH MOJIAJIbIIIE (IPHYEM TETePh MbI 3HAEM,
Ha KaKo€ UMEHHO paccTosiHue). BOT TUITMYHAS KapTHHA, KOTOPYHO MOXKHO
HaOJIO/IaTh HA MHOTHX MIPE3CHTAIIUSX.

CuMIaTHYHBIA MOJIOJION Y€T0BEK TPOMKO M OTYETIIMBO MTPOU3HOCUT
XOpOIIO MOATOTOBIEHHBIN TEKCT, PACCYUTAHHBIN Ha TPUBICUCHHUE
MOTEHIIUATBHBIX KIMEHTOB. JTOT TEKCT MO3UTHUBHO BO3JCHCTBYET HA
CO3HaHHUE “OMyIAI0IIET0” MOKYIIATe s ¥ 3aCTaBIISIET €r0 MOJJOUTH OJIHKe
K MeHeKepy. CUTyaIusi HK3MEHUIIACh - KIIMEHT COKPATHII TUCTaHIHE0. UTo
Ke nenaeT Ham MeHemkep? OH COXpaHsSeT MHTOHAIUI0O U MaHEpy
MIpe3eHTaNH, a0COMIOTHO HEe dPHEKTHBHYIO TSI OOMIECHHUS ¢ KITUCHTOM,
HaxOASAIIMMCS B TIpefenax JUYHOW AuCTaHIMU. BmecTo TOTO, 4TOOBI
CTPOUTH KOHTAKT C PEAbHBIM MOKYIIaTesIeM, OH MPOIOIDKAET ‘‘BEIIaTh’
JUTSI KJINEHTOB, OOXOISIINX €ro CTOpOoHOM. JIF0O03HATEIbHBIN KIMEHT, HE
MOTYYHB IICUXOJIOTUIECKOr0 IOAKPEIICHHSI CBOEMY CMEIOMY TIOBE/ICHUIO,
YXOOUT. A ¢ HUM “yXoAuT” W BO3MOXHas npuObuib. boiee Toro,
MOKYTIaTeNN, KOTOPBIX B TIPUHITUIIE 3aNHTEPECOBAI TEKCT COOOIIECHHUS, HO
OHU CTECHSUTHCH ITOAONUTH TIOONIDKE, TETIEPh BUIAT, UYTO TaM ‘HET HUUYETO
WHTEPECHOTO”.
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Ynpaxkuenus

* BcnmoMHHUTE, Ha KaKOH NMCTAaHUMUU BBl OOBIYHO
o0I1aeTech CO CBOMMHU POIHBIMH, OJM3KUMU, 3HAKOMBIMU (OHA
MOJYKET OU€Hb CHJIBHO pasnuyathcs). OO0paTuTe BHUMaHUE Ha
T€ MOMEHTBI, KOTJ]Ja Bbl COKPAIaeTe WU yBEIUUYMBACTE
nucrannuio. [louemy 310 mpoucxomut? Ilompocure OreHNUTH
BAIIIETO KOJUIETY TO PACCTOSHUE, HAa KOTOPOM BBI OOIIaeTech ¢
KITUEHTOM.

* TunuyHast ormoKa, KOTOPYIO JIOMyCKaeT HEYBEPCHHBIN MEHEKED:
BOWJIsI B KaOMHET K MOTCHIMAIBHOMY 3aKa3UMKy U HE JIOKJABIIHCh
MPUITIAIICHUS. CECTh, OH C MOPOra HaYMHAET IpeJyiararb CBOU YCIYyTH.
Br16upas Takyro AUCTAHITHIO, /T4 eITe i HePaBHOIIPABHYIO ITO3UITHIO (CTOST),
MEHEeI[Kep TTOCHITaeT KIIMEHTY HeBepOabHOe coolmieHue: S He yBepeH
B TOM, YTO MOTY OBITH BaM HHTEPECEH, MMOITOMY Oyay Aep>KaTbCs
noianbiie”. YToObl BBl TOCOBETOBAIIU 3TOMY MEHEKEPY ?

MuMnKka He POCKOIIb, a CPEICTBO BO3IeHCTBHSA HA KJIHEHTA.
Jluno, BepHee BhIpaKEHHE JIMIA C €T0 HEMOBTOPHUMBIMH MUMOJICTHBIMU
IBUKEHUSIMHU, TMOCTOSHHO MEHSIOMUMHUCA JMOIHOHAIbLHBIMHU
COCTOSTHHSIMH, SIBIIICTCS BaXKHEHIIEH cocTaBisionell HeBepOaIHLHOTO
obmennsa. Kak HeecTecTBEHHOE, HE COOTBETCTBYIOIIEE CUTYaIlllH, TAaK H
“3acThiBIlIce” BBIPAKEHHUE JIUIIA MPOJABIIA BCETIIAa BHI3BIBACT Y KIUCHTA
HeloBepre U TpeBory. HecMoTps Ha TO, YTO JUIO SIBIASETCS 30HOH
MOBBIIICEHHOTO KOHTPOJIS, €r0 BhIPAXKCHUE MepeacT HE TOJBKO HaIlu
CUIOMHHYTHBIE TIEPEKUBAHNS, HO U TII00ATHHBIE )KU3HEHHBIE YCTAHOBKH.
MpbI ipenaraeM THIOJIOTHIO JIUI “TIOCTCOBETCKUX TPOMABIIOB, HE
MPETEHAYIONIYI0 Ha HAYYHBIHN MTOX0, @ 6a3uPYIONTYIOCS HCKITIOYUTEIBHO
Ha HaIlIUX OIIYIICHUSX B PO HaOroaresis. TUIlbl Mpo1aBIiOB HE 3aBUCST
OT TOBapa U KJIMEHTOB, C KOTOPHIMU OHU Pa0OTALOT.

Cepvesno-yepromule. VICKpeHHE CUUTAIOT, YTO ITOKYIIATEIIsl B TOBape
MIPUBJIEKAIOT KOHKPETHBIE XapakTepucTuku. C yBaXeHHEM OTHOCSTCS
TOJIBKO K T€M, KTO “‘pazdmpaercs B ToBape”. HemuorocioBHEI. [IpuBomsT
KJIINEHTY KOHKPETHBIC MU(PPHI U TpodheCcCHOHATbHBIC TEPMHUHBL. 3JIATCS,
€CJIM KJIMCHT He TIOHUMAaET, O YeM UJIET peyb. [ [posiBiIeHHE SMOLIUi CYUTAIOT
M3IUIIHUMHE B CBOEH paboTe. BripaxkeHue Jinia OTpaxaeT JaHHbIH TOIX0]]
K J)KU3HH - COCPEIOTOUCHHO YIITYOJICHHOE, 3aMKHYTOE, HEPEIKO YTPIOMOE.
KimeHT oT Takoro npojasiia mosydaet coodrienue: “CHavana pazoepuch,
9T0 TeOE HYXKHO, a TIOTOM CIIpaIIiBaii”.

Pybaxa-napens. VIX >XKU3HEHHBIA MOAXOJ] XapaKTEPHU3YET Kak
YKCHIIUH, TaK U My>K4rH. CUuTaroT ceds OOUTEeIbHBIMU, KOHTAKTHBIMU
1 00asITeIbHBIMHU, YTO YACTO COOTBETCTBYET JACUCTBUTEIBHOCTH. MoryT
OBICTPO HANTH OOIINH A3BIK CO MHOTUMH JIFOJIbMHU, XOPOIIIO TOJIICPIKUBAIOT
pasroBop “HH 0 4yeM”. BBICTPO COKpamaroT AUCTAHIIUIO - OOIIAIOTCS Ha
OIMM3KOM PacCTOSHHH, 370POBAIOTCS 32 PYKY, JIIOOSAT B 3HAK MOIIEPIKKH
TIOXJIONATh I10 TUICYY JaKE HECMOTPSA Ha COITPOTUBJIICHUC KIIMCHTOB. Ponn
py0Oaxu-mapHs 3acTaBISIET UX MPUISPKUBATHCSA MPOCTOH, HECKOIBKO
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rpyOoBaToii MaHepsl OOIeHUSI. HEeKOTOPBIX MOKyIaTelield, KOTOphle He
XOTAT “CTAHOBHUTBHCSA NPY3bsIMHU’ CIUIIKOM OBICTPO, Takas MaHepa
OTIyrUBaeT. BelpaskeHue juna oObIYHO OTKPBITOE, 3aMHTEPECOBAHHOE,
MOABIKHOE U SMOIIMOHAIbHOE. OCHOBHOE COOOIIeHHE s KiueHTa: “S
OTKPBIT 17151 KOHTakTa”. [laHHas poib siBisieTcs Haubomnee 3¢ eKTUBHOM
B paboTe ¢ KITUEHTOM.

Cupomaugslie. CUHTAIOT, 4YTO >KU3HH OTHECIACh K HHM
HECITPaBEINBO, ¥ TETIEPh OHU BBIHYKIEHBI 3aHUMATHCS 3TUM ““TPSA3HBIM~
JIeJI0OM - TOproBiiel, uToOBl 3apaboraTh cebe Ha NpPOMUTAHUE.
(YnuBUTENBHHO, UTO JIOACH C TAKUM MUPOOIILYILIECHHEM MBI BCTPEYAIH KaK
Cpeau PyKOBOOHUTENEH PO3HUYHBIX MAarasuHoOB, TaK M KPYMHBIX ONTOBBIX
oTenoB.) BeipaxkeHne nuia 0ObIYHO YHBIIOE, Ti1a3a MeYalbHbIe, YTOIKH
pTa HEMHOTO OITYTIICHBI, BHEIITHHUH BHI - ‘“3a0pONIeHHBIH . OOBIIHO HUIETO
MTyTHOTO U3 OOIIEHUS C KIIMEHTOM HE BBIXOANT, TaK KaK KJIMEHTHI 9yBCTBYIOT
ux Ope3rnuBo-00pedYeHHOE COCTOsSHME ‘“‘Ha COOCTBEHHOW MIKype”.
[Tocnanue, KOTOpoe MOMY4YaIOT NOKynaTenu: “Beck MUp, B TOM 4HCIe U
Bbl, BUHOBAaThl B MOEM HECUYacThe .

Jlenosumeie. Jlymarot, 9To TNIaBHAs 3a/1a4a B paboTe C KIIMEHTOM -
3apa0arpiBaHue JeHEr. bbIBaloT BOOMYIIEBIEHBI, KOTa MPEIBUIAT
YCTIEUTHOE 3aBepIIIeHUE CIIENKH, ¥ IEMOHCTPUPYIOT PABHO/YIIIHE, 8 HHOT/IA
u rpy0oe oTHOLIEHHE K “HENPHOBUIBHBIM™ KiueHTaM. JlocTaTouHo
SHEPTUYHbI U HACTOWYMBBHI B Pa0dOTE C MOTEHIMAIbHBIM IOKYIATEIIeM.
Beipaxkenue nuua “codpanHoe’”, B3I LieJIey CTPEMIICHHBIH, T'yObI ITIOTHO
C)KaTbl, HO TOTOBBI B HY’KHBII MOMEHT IPHBETCTBEHHO YIBIOHYTHCS. MIMeroT
MIMPOKYIO KITHEHTY Y Onaromapsi coOCTBeHHOM akTuBHOCTH. [ [ponrpeiBatoT
B OOIIEHNN C COMHEBAIOMIMMCS KJIMEHTOM, TaK KaK OKa3bIBAIOT Ha HETO
M30BITOYHOE JIABJICHUE MJIM OLEHHUBAIOT €ro Kak ‘“‘HEernepcreKTUBHOIO .
[Tocnanue, koTOpOE MONTyYaroT Nokynareau: “[ maBHOe B HaIeM 00IIEHUH
- pe3ynbTar’.

Hanopucmuvie. OOGBIYHO PYKOBOJCTBYIOTCS TOJBKO CBOUMHU
COOCTBEHHBIMH WHTEpECaMH, paccMaTpuBas MOKyTaTelsl B KauyeCTBE
MIPOTHBHUKA, KOTOPOTO HEOOXOMUMO “‘TioiiMarh M 0Opaborars”. JIro0sT
MPUMEHATH Pa3JIMYHbIC NMPUEMBI 3aKJIIOUCHHUsS CIOCIKH, KOTOPBIM HX
Hay4WJIM KOJUIETH WJIM NPOYMTaHHBbIE KHIOKKH. Ho 3a cdyer ycTaHOBKH,
paccMaTpuBaloIeld KIMEHTa JIMIIb KaKk OOBEKT JUIsi MaHUIYJISALUU, HE
CIIBIIIAT ¥ HE BUJAT W MOJOBUHBI 0OPATHOM CBS3U, KOTOPYIO UM
MpeocTaBIsIeT NOKymnaTenb. MaHepa aep)kaTbcsl OTpakaeT obiee
OTHOIIIEHUE K KJIMeHTY. HEMHOIro HaKJIOHEHHBIN BIIEpe Bceraa “roToBbIN
K 0010” KOpIYC, HaNpsDKEHHAS 111es, HACTOMYMBBIN B3I A. DPPEKTUBHBI
aumpb B pabore ¢ “co3peBWIMM” WM “HEYBEPEHHBIM’ KIHUEHTOM.
OcTanbHbIe KJIMEHTHI, KaK MIPABUIIO, HE “MOXOAT 10 3aKIIOYCHHUSI CICTIKH.
Hexortopsie 6eccoznarenbHO N30€TaroT OKa3bIBAEMOT0 Ha HUX JaBICHUS.
[pyrrue npuHUMAalOT Ha cebs poNb COTIEpHUKA W HAYWHAIOT OTCTanBAaTh
COOCTBEHHYIO TOUKY 3peHHs. MBI Bce 3HaeM, 4eM 0OBIIHO 3aKaHUYHUBAIOTCS
takue guckyccuu. llocnanme, koTopoe mosydaloT mokymnarenu: “Mowu
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HWHTEPECHI - caMmoe TIaBHOe” .

3abomaueuvie. I1o cBoeH MaHEpe OOIICHISI C KITUEHTOM HAITOMHUHAIOT
00y, MATKYIO0 MaMy. BexITUBEIL, IpeynpeuTeIbHbBI, SMOIIMOHATBHEI.
YMeroT pa3roBopuTh MOKYIATENs, HCKPEHHE HHTEPECYSCh €T0 MHEHUEM
BBIpaxkasi HEMOAACIbHOE y4acThe. XOPOIIO BCTYMAKT B KOHTAKT C
COOECEeTHUKOM - 9aCTO CMOTPST B I¥1a3a, TOYHO KOMHPYIOT €70 HHTOHAIIHIO
W IBYDKeHWs. MBIIIIBI WA U IIed OOBIYHO pacciabiieHbl, TBUKCHHS
MmIaBHbIe W HeToporuuBeie. [lopoit 3a0bIBalOT 0 HEOOXOAMMOCTH
MPOJIBUKECHUSI COOCTBEHHOTO TOBapa, YBJIEKAsICh COUYYBCTBEHHBIM
OTHOILIEHUEM K IMOKymarento. MHOraa BeIIAIOT KIUCHTY WH(POPMAIIHIO,
UAYILYIO B pa3pes ¢ COOCTBEHHBIMU HHTEPECAMH, JIUIIAsi Ce0sl BO3MOKHOM
puOBLTH, HO TTOJTy4as TIOJTHOE AoBepHe mokynareis. [locnanne, kotopoe
TTOJTYJarOT KIMCHTHI: “Bamm uHTepecs IUIsi MeHs BAKHEE BCETO™.

Koxemnusvie. B pabore ¢ KIMEHTOM ‘“Ha MOJHYIO KaTyIIKy
HCHOJB3YIOT CBOE JKEHCKOE MM MYXCKOe oOasiHHE. YBEpeHbI B CBOEH
CEeKCyaJIbHOM MTPUBIEKATEIbHOCTH U 0ECCO3HATENBHO “NPOAAIOT KITUEHTY
HE TOJILKO TOBap, HO W IO3UTHBHOE BHHUMAaHHE CO CTOPOHBI
MIPOTHUBOIIOIOXKHOTO Tonia. Takue Mpo/aBIbl I€MOHCTPUPYIOT HETYI0
CEpHIO XKECTOB, TOJUYEPKUBAIONINX MX O0asHUE W MPUHAMIECKHOCTH K
KJIacCy “HACTOSIINX JKCHIMWH WIN “HACTOSAIINX MYyX4uH . OcoOEHHO
BaXKHbBI B3Isibl: KOKeTIMBEIE, TOMHBIE, MaHSIIHE, Jep3Kue U T.1. Yacto
3aCTaBISAIOT KIMEHTA “TePATh TOJIOBY” M COBEPIIATH IMOKYIKH BOMPEKH
COOCTBEHHBIM OKUIAHUSAM. MeHePKephI, PUHAUISKAIUE K KOKSTIIMBOMY
THUITY, 9aCTO yIBIOAIOTCS, YTO TOAOTPEBACT BHUMAHHE KIMEHTA HE TOIBKO
K TpomaBIly, HO M K ToBapy. DP(EeKTUBHBI B paboTe C KIMEHTaMHU
MPOTHUBOIOJOXKHOTO Toja. OMHAKO MOPOHl MONydaloT HEXJaHHBIX
COTIEPHHI] ¥ COMEPHHUKOB B JIMLE TEX, KTO CONPOBOXKAAET OCHOBHOIO
3aka3zuuka. [locnanue, koropoe nomy4ator nokynarenu: “[Ipomaxa - urpa.
[Toyemy ObI HE MONTyYaTh OT HEE YIOBOJILCTBHE?”

Ilaccusnvle. Bece noBefieHre noaunuHeHo ycraHoBke: “Komy Hano,
TOT ¥ KyIouT. A OT MEHS Majo 4TO 3aBUCHUT . B OOIeHUN ¢ KINEHTOM
WTPArOT MACCUBHYIO 00CITYKUBAIOITYIO POiIb. KpaTko 1 BEXKIIMBO OTBEUAIOT
Ha BOITPOCHI KIIMEHTA, HO HE Oosiee Toro. He mpennpuHuMaroT HUKaKux
MOTIBITOK MOBJIAATH HA PEIICHUE KIIMEHTA, WHOT/IAa BO3BOJISI [TACCUBHOCTh
B paHr COOCTBEHHBIX IOCTOMHCTB: ‘Sl He 000 JaBUTh HA KIIMEHTOB .
YacTo 3a TaKo# MO3UITUEH CTOUT WIIH HEYBEPECHHOCTH B COOCTBEHHBIX CHIIAX
WU HEyMEHWE HaJlauTh KOHTAKT C JPYTUM dejoBekoM. HeBeceinbrit
B3IUISI/I, HECKOJIBKO OMYIIEHHBIE YTOJKH PTa, HETOPOILIMBBIE BSJIBIE
JBUKCHUS “‘CHUTHAJIAT KIMEHTaM 00 MCTUHHOM COCTOSIHUM IPOJaBIia.
Jlronu, npuineaie B TOProBi0 ¢ TAKUM OTHOIIEHUEM, HE MOIYYaroT
YIOBOJILCTBHS OT IMpouecca padoThl, BOCHIPHUHUMAIOT €€ KaK HYAIHOE H
omHOOOpa3HOe 3aHsATHE. MBI HE BHUICIH HH OJHOTO NMPOIABIA ATOM
KaTeropyH, 3aKIIFOUMBIIIETO BBITOAHYIO CIIENKY. MOXKET OBITh, T/Ie-TO OHH
U eCTb...

Konmaxmmnuie. Coueraror B cebe mpenMyIecTBa pyoaxu-mnapHs,
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3a00TIIMBOTO U JIEIIOBOTO THITOB. X TITaBHBIM MPEMMYIIIECTBOM SIBIISETCS
YMEHHE HalaJuTh HACTOSIIMN KOHTAKT C KJIUEHTOM. s aToro
BHUMATEJIBHO CIYIIAOT MOKYTATEeNsl, 3a/I1al0T eMYy HAaBOJSIIUE BOIPOCHI,
WCIIONIL3YIOT B MPE3CHTAIMKM TOBapa apryMEeHThI, HAUOOJIee 3HAUNMBIC
MMEHHO JIJIsl 9TOTO KJIIMeHTAa. DOMOIMOHAIBHBI B OOIIEHUH, O0Iaar0T
IOCTATOYHOM Joseit ruokocTh. [Ipu 3TOM yBepeHBI B ce0e M HACTOHIHBO
WIYT B3aWUMOBBITOJHOE COTJIAIIEHNE, YYUTHIBAIONIEe COOCTBEHHBIE
WHTEpEeCH W MHTEPECH KIHEeHTa. BeIpa)keHWe numa OTKPHBITOE,
noOpoXKenaTeIbHOe, 3aUHTEPEeCOBaHHOE. Takoro 4enoBeKa CUMUTAIOT
“HpPHUPOKAEHHBIM NpoAaBIOM”. W 1elCTBUTENBHO, HHOTJA KAXKETCs, UTO
MPOJ/IaBaTh JIJIsl HETO TaK K€ €CTECTBEHHO, Kak M Jplmarh. OJHaKoO BCe
OoJIpIIIee KOTWYECTBO MPOGECCHOHANTBHO paboTaIomMMUX MEHEIKEPOB
MEPEXOUT B AAaHHYIO KaTeTOpHIo Oyaromaps MOUCKY Hamboiee
3(h(PEeKTUBHBIX MTOIXOM0B B padoTe ¢ KiueHToM. M caMoe ynmuBUTEIBHOE,
4YTO MPU ATOM, OPOH HEOCO3HAHHO, MEHSIOTCS U HeBepOaIbHBIC
KOMITOHEHTBI OOIICHUS: MUMHUKA, )KECTUKYISIM, 1103a. OHH COOOLIAr0T
MOTCHIIUAIBHBIM KIHEHTaM: “Sl 3aMHTEepecoBaH B BallMX MpoOiIeMax U
X04y TIOMOYb UX PEITUTh .

Hame numo, XoTUM MBI 3TOTO WM HET, SIBISETCS MPOBOIHUKOM
HAIlIMX B3IJISIJI0B, OTHOIIIEHUN, SMOLIMOHANIBHBIX NepexuBaHuil. “Bce
TallHOE CTAaHOBUTCS SIBHBIM, - roBopuiia Mama Jlenncku Kopabiesa. Dta
(hpasza Kak HeJb3s JIyUIle OMUCHIBACT B3aMMOCBSI3b HAIIIETO BHYTPEHHETO
MHUPa 1 MUMHYECKUX MPOsIBICHUH. JIt00ast SMoLnsl HEMEUICHHO BKITFOYAeT
B paboTy HECKOIBKO TPYIIT MBIIIIL. YeM yarie moBTOPSETCS Ta MIIN WHas
OMOIIUS, TEM OOJIBIIE TPEHUPYIOTCS OTIPEACTICHHBIC MBIIIITHI, “3alTOMUHAs
MIPUBBIYHBIN PUCYHOK U 3aKPETUISAs eT0 B MUMHUKE. TaK, ONTHMHCTHYECKU
HACTPOCHHBIN YEJIOBEK, NMPOSBIISIFOIINYA UCKPEHHUN WHTEPEC K CBOEMY
co0eceTHUKY, 00BIYHO 00J1aaeT JOOPOKEIaTeIbHBIM BEIPAYKCHUEM JIUTIA.
A denoBeka, CTPEMSIIErocss KOHTPOJIUPOBATh JIPYTUX, YaCTO BBIJAIOT
MJIOTHO C)KaThle YENIOCTH, KOTOPBIE HAXOMSATCS MOJA yCHICHHBIM
HaOJIOAeHNEeM WX Biafeibla. MOXXHO JOJTO TPEHHPOBATHCS TEpes
3epKajioM, Jiesias YIbIOKY TEIUIOH 1 TyIIeBHOM, HO HICTUHHOE OTHOIIIEHHE
M3MEHUT €€ B CBOO CTOpOHY. Eciin MeHemkep nodanBaeTcs KIMEeHTa, OHa
cTaHeT POOKOW W HEPENIUTEIbHOM, €CJIM CUYUTAET €ro HUKe ceds -
BbICOKOMEpHOU. OJHUM U3 CaMbIX, MOXKET ObITh, HE OJU3KHUX, HO
HaJeKHBIX TMYTEeH K OBJIAJCHUIO COOCTBEHHON MUMHUKOW SIBISICTCS MyTh
CaMOTIO3HAHUSI.

Yupaxnenus

* TIpencraBbre cebe, 4TO O Baliei paboTe CHSIU
XyJTO0XECTBECHHBIH (UIBM, OTPpAKAKIIUHA HE TOJBKO €€
BHEIIIHIOK CTOPOHY, HO M BHYTPEHHHUE TIEPEIKUBAHUSI, CBI3aHHbIC
¢ Hero. Kak mazpiBaeTcs 3ToT pmiabM? Kakoe ocHOBHOE
COOOIIICHHE MOTYYAIOT 3PUTEIIN OT TJIAaBHOTO Teposi?

* Eciii OBl BBl OBUIM CBOMM COOCTBEHHBIM KJIMEHTOM, YTO
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OBl BBl N3MEHWIIN B BBIPAXKCHUH BaIIeTo JIATA?

* Kakast aMmonus 4are BCero oTpakeHa Ha Bariem Jymme? [Touemy?

B3rasin. SlBnsercs HamOonee MHGOPMATHBHON YaCThIO OOIIETO
BhIpaxkeHHs nuna. @opmyna “maza - 3epkaio Iymu” TOYHO OTPAXKaAeT
TECHYIO CBSI3b MY B3IVISJIOM U BHYTPECHHUMH TIEepeKUBaHUSIMH. J[7s
OTIBITHOTO HaOJ0faTeNsi BHE3AMHO M3MEHMBIIEECS BBIpaKCHHE TJa3,
MHMOJIETHOE JIBIKCHHE OpOBEH, B3JIET PECHHUII U TOSBICHNE OlecKka BO
B3MIIAJIE CKAXKYT O HAMEPEHUSIX KIMEeHTa OOJIbIIe, YeM BCE KECTHI, BMECTE
B3siThIe. MakcuMabHO MH(OPMATUBHOHN YaCThIO B3IIIS/IA SIBIISICTCS pa3Mep
3padka, BepHee U3MEHEHHE ero pasmepa. Jnamerp 3pauka u3MeHseTcs B
3aBUCHUMOCTU OT TOTO, B KAKOM HACTPOCHHU HAXOIHUTCS YEIOBCK.
3anHTEpeCcOBaHHOE, BO30YKIEHHOE COCTOSHUE MTPUBOANT K YBEITHUEHHUIO
3padka, TOSBIEHUIO Olecka B Tia3ax. PaBHomymime, HanpsoKeHWE WU
HeIOBepHe BBI3BIBAIOT YMEHBIIEHNE AMaMeTpa 3padka. BaxHo, 4TO
YeJIOBEK HE MOXKET MEHATH pa3Mep 3padka MPOHU3BOJIILHO, TOTOMY JaiKe
“HaTpPEHUPOBAHHBIN " KIIMEHT, HE YKEJIAIOIIUI HIYEM BbIJaTh COOCTBEHHBIX
HaMepeHUH, HE CMOXKET CKPBITh BaKHYI0 MH(opManuio o cebe oT
HaOIIOaTeTFHOTO MeHeKepa. JlmaMeTp 3pauka MOXKeT YBETHIHUBATHCA B
YEeTBIPE pa3a Mo CPaBHEHHIO ¢ 0OBITHBIM cocTostHueM (I1n3 A. - M., 1996).

BaxapiM mokazaTeneM CTEMEHH 3aMHTEPECOBAHHOCTH KIMEHTAa
SIBIISIETCS TIPOJIOJDKUTEIIBHOCTH OCMOTPA TOBapa U KOJIIMYECTBO B3MIISI0B,
OpouieHHBIX Ha TOBap. LIeHHOCTH 3TOro mokazareisi B TOM, YTO OH
noJAaeTcsi IPOCTOMY KOJMYECTBEHHOMY M3MepeHHuIo. Tak, mpojaBel
MOXKET CMEJIO PACcXBaINBATh NIy0y, KOTOPOH KIIFIEHTKA YITHIIA TISITh MUHYT
CBOETO BPEMEHH, M CIIEP:KaHHO OTO3BATHCS O IIy0e, Ha OCMOTP KOTOPOM
KJIMEHTKA MMOoTpaTuia JIUIb 15 CeKyH/I.

Kak nydie cMOTpeTh Ha KIHMEHTa, YTOOBI YCTAHOBUTH C HUM
JIOBEPHUTEIbHBIA KOHTAKT? MHOTHE KHUTHU 10 JIEJIOBOMY OOIICHUIO
COBETYIOT BO BpeMsi Oece/ibl CMOTPETh COOECEAHUKY MPSIMO B IJ1a3a, pH
9TOM COXpaHsis JOOpOKEIaTeIbHOE W YBEPEHHOE BBIpaKCHHUE JIHIIA.
be3ycnoBHO, IMEHHO B3TJAI “TIa3a B miiaza’” MOMOTAeT MOCTPOUTH
HACTOSIIINK KOHTAKT, CIIOCOOCTBYET BO3HHMKHOBEHHWIO JOBEPHUS MEXKIY
JIByMst JitoibMu. OTCYTCTBUE BU3YAIbHOTO KOHTAKTa, PABHOYIITHBIN WU
Oerarmmiuil B3I BOCIPUHUMACTCS KJIMEHTOM KaK OTCYTCTBUE
3aMHTEPECOBAHHOCTU B OOILEHUHU C HUM, HEKEIAHUE OKa3aTb €My TO
MHHHMaJIbHOE BHUMAaHWE, HA KOTOPOE BIIPAaBE PACCUUTHIBATH JIO00H
MOKyTIaTeNb. B3risan, He CKOHIIEHTPUPOBAHHBIN Ha I1a3ax coOecenHuKa,
HeceT rmocianue: “He xody Bac BUIETh .

Ha cemuHapax jyis TOProBbIX areHTOB MBI 4acTo crparimbaeM: “C
KakMM IpOJIaBIOM HENpHUATHO MMEeTh Jeno?” Bcerna mepBoe mecto
3aHuMaeT OTBeT: “‘C paBHOIYIIHBIM, C TEM, KTO HE CMOTPHUT Ha TeOs KU
CMOTPHT KyZa-HAOyIbs MUMO”’. UMEHHO OTCYTCTBHE BH3YaTbHOTO KOHTAKTa
BBI3BIBACT y KJIIMEHTA HANpsOHKEHHE, 3aCTaBISIET cOOMPaTh COOCTBEHHBIE
CHWUJTBI ‘B KyJIak™ IIJIsl TOTO, 9TOOKI JTOKa3aTh CBOE MPABO Ha CYIICCTBOBAHNE.
YacTo npoaaBIibl, HE YTPYKIAIOIIHE ce0sl TeM, YTOOBI OPOCHUTH JTUITHUHT
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B3IISLI, TTONTYYalOT B MIPOIECCe OOMIEHUs pa3ApaKeHHBIX, KPUTHIECKH
HAaCTPOEHHBIX KJIHWEHTOB, YTO SBISETCS MPAMBIM CIEICTBHEM
BBIHYXJICHHOI OOpHOBI ITOKYIIATEIIs 32 CBOU ITPpaBa. MbI HE TOBOPUM O T€X
CUTYyaIUsIX, KOT/Ia KJIMEeHThI OKUIAIOT Mara3ud win oduc, He 3a1aB HU
OJTHOT'O BOTIPOCA, [IOTOMY YTO HE BCTPETHIIM HU OJTHOTO 3aUHTEPECOBAHHOTO
B3TIIA/A.

B3 “rmaza B mraza’” cOmmkaeT IByX JTIOIEH, co3maet arMochepy
B3anMoOTIOHUMaHusI. Bmecte ¢ TeM “mepebop” mpsSMOro BH3YaTbHOTO
KOHTaKTa MOXET BOCIPHUHUMATHCS COOECETHUKOM KaK MU30BITOUHOE
BHUMAaHUE, HABSI3UMBOCTH U JJAKE JIABJICHUE. YCHIICHHBIH BApUAHT TAKOTO
B3IVIsIIa ICMOHCTPUPYIOT aKTEPhl, HTPAIOIINE POJIb MaHbsIKa-yOUNIIbI.
OOBIYHO 3PUTENH Cpaly paclo3HaeT “TIOXOro” IMepcoHa)ka 1o ero
KECTKOMY HEMHTAIOIIeMy B3IJIs1y. HenmpephIBHbIN BU3yalbHBINH KOHTAKT
BBI3BIBAET Y COOECEIHNKA TUCKOM(DOPT 1 TPEBOT'Y, OIIYIIEHNE ITOCTOSTHHOTO
KOHTpOJIsl. ECiiM TOPTOBBIM areHT CMOTPUT Ha KJIIMEHTA KaK “yaaB Ha
KpOJIMKA”, TO y TOKyNarelis BOZHUKACT €CTeCTBEHHAs Peakius JIHOO
MOKUHYTH “TI0JIe 0051, TMOO CPA3UTHCS U TIOKA3aTh, KTO 3/I€Ch “‘HACTOSIIUI
ymaB”.

OnTrMansHBIM 17151 TOBEPUTEITFHON OeCe/Ibl SIBIseTCSl HeHABI3UNBBIN
BHU3YaJLHBIA KOHTAKT, TAC BCTpeUa “Tiraza B I71a3a’ depeayercs ¢ B3III0M
Ha OKpyXarolue rnpeaMersl. MeHemkep, MepruoanIecKu OTBOSIINI
B3IJISAI, JA€T BO3MOXKHOCTh KITUEHTY CAMOMY KOHTPOJIMPOBATH CUTYAIIHIO
U TIpY 3TOM HE YyBCTBOBATH ce0s “moj konmakom™ cobecennuka. Bpemst
MpsSMOTO BU3YallbHOTO KOHTAaKTa, HE BBI3BIBAIONIEE OL[YIICHUS
nuckoMpopTa, orpaHUUABaeTCA TpeMs CeKyHaaMu. Ecim kineHnT oOnagaer
MOBBIIIIEHHON TPEBOKHOCTBIO, ATO BpeMs yMeHbmiaercs. CunuTaercs
ONTUMAJILHBIM, €CJIM B3I MEHEIDKEPa BCTPEUACTCS CO B3IVISIIOM KIIMEHTA
MPUMEPHO 2/3 BCEro BpEMEHH B TEUCHHUE JICJIOBOI OeceIbl.

OnHUM M3 IPUEMOB, CMSITYAFOIIUM HEOOXOIUMOCTh CMOTPETH B IV1a3a
“HEe3HAKOMOMY YEJIOBEKY ’, SIBJISICTCS MPHUEM ‘‘00IIEeTo paccMaTpUBaHUS
ToBapa (Oykiera, mpalic-TucTa, HHCTPYKIIUH O TIPaBUIaX SKCIUTyaTaIlHH ).
B atoM cirygae oT kireHTa He TpeOyeTcsl BU3yaIbHOTO KOHTAKTa, OH “3aHAT
JIeJIoM”, KOTOPOE IMOCTEIICHHO CONMMKAET MOKyaTelis u npojasua. [locie
TaKOW COBMECTHOM JESATEIBbHOCTA BU3YaJIbHBIH KOHTAKT YIPOLIACTCs,
JIeJIaeTCsl HeMPUHYKICHHBIM U €CTECTBCHHBIM.

Ynpa:xknenue

* B cBoe Bpems Uned u IlerpoB He cMorin mOOUTHCS
nepes 3epkajgom “cmerouierocs” B3rasaa. [lompoOyiite
JOOHTHCS Tepe]] 3epKajioM Pa3HOTo B3MVIs1a: COUYBCTBEHHOTO,
KECTKOI'0, BBI3BIBAIOIIEr0, TJIYyNOBAaTOTO M, HAaKOHEI,
CMEIOLIETOCH.

/KecTbl 1 MO3bl KaKk 3aKOAUPOBAHHOE COOOIIEHHE.

Heobxomumas ans 3akirodeHus CIEeNKH WH(OpMAaIus XpaHUTCS B
BBIpOKEHHH JIMIIA, KECTaX, M03aX U MHTOHALMIX HAIIUX KIMEHTOB. MBI
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MOXEM HCTIONB30BaTh 3Ty HHGOPMAINIO, HAOIIOnas 3a MOBEICHHEM
KJIMEHTa B IIEJOM, JOBEpPsSs CBOCH MHTYHIIMH, U MOXeM oOpamarb
BHUMAaHHE Ha OT/ICJIbHBIC XKECTHI, IOCHLIAOIINE OTIBITHOMY HAOIFOATEITE0
3aKOMPOBAaHHOE cooOIIeHHe. J{aBaiiTe pacCMOTPUM HEKOTOPBIE MX HHX.

3axpvimas nosa. 1103a, B KOTOPOii 4eJIOBEK NEPEKPEIINBACT PYKH U
HOTH, Ha3bIBaeTCs 3aKpbITOl. [lepekperiennpie Ha TPyau PyKH SBISIOTCS
MOAM(PHUIIIPOBAHHBIM BaPUAHTOM MpErpajbl, KOTOPYIO YeIOBEK
BBICTABIISIET MEXIY COOOW M cBOMM coOeceaHrkoM. OOBIYHO HA CBOMX
CEMHHApaX MbI IPOCUM OJIHOTO M3 YYaCTHUKOB CKa3aTh OJIHY U Ty JKe (Ppa3sy
0 COOCTBEHHOM TOBape CHayasa CHJisl B CBOEH OOBIYHOM MO3€, a OTOM B
mnose, SBISIIOUICNCS YCHJIEHHBIM BAapUAaHTOM 3aKpBITOM mo3bl. K
CKpEIIEHHBIM HOTaM W pyKaM IpPOCHM 00aBUTH MOAHSTHIE TUICUU H
OTIYIIEHHYTO T0J10BY. OOBIYHO ayTUTOPHS BCTPEUACT TAKYIO “3aKOPIOUKY
B3pBIBOM X0XO0Ta. [loHsATHO, uTO MI00as, maxe camas ¢ dekTHas dpasa,
ITPOM3HECCHHAs MEHE[KEPOM B TaKOM 1103€, OyJIeT BBINISJICTh CMEIIHO U
Henerno. OObIYHO YYaCTHUKY CEMHHApa C TPYAOM YIAeTCsl MPOU3HECTH
3aroToBJICHHYIO (pasy. JleiicTBUTENBEHO, B
TaKOH 1M03€ XOPOIIIO MOTYaTh, TOTPYKaThCA
B COOCTBEHHBIE Pa3MBIIUICHUS WA YTO-TO
HEJOBOJILHO OypuaTh cede 1Mo HOC.

Koneuno, B peanbHO pabOTe HU OJIUH
13 MEHE/KEPOB HE IPUOEraeT K yCUICHHOMY
BapMaHTyY 3aKpbITOH TO3bI, OJHAKO
CyIIEeCTBYEeT Macca MEHEee 3aMETHBIX
CTIOCO00B OTTOPOJUTHCS OT KIIMEHTa. MOXKHO
MIPOCTO TEPEKPECTUTH PYKHU (“TIOTOMY UTO
Tak ygoOHee”), Aep:KaTb KHCTH “‘B 3aMKe”,
MIPUACPKUBATH OJTHY PYKY JPYTOM, TIOJIOKHUTh
PYKy “nomnepex’ Tena u T. JI.

Hai poccuiickuii KIIMEHT UCTIBITHIBAET
00JBIIIE HACTOPOKEHHOCTh M HAIIPSKEHUE
B IIPOIIECCE JICIIOBBIX IEPETOBOPOB, UEM €TO
3arajHbIi KOJUIera, I0ATOMY 4acTo JUIsl Hadaia Oece/ibl BRIOUpaeT o3y
Hanoneona”, mo3BoJIsIOILY O 4yBCTBOBATh ce0si Oosiee yBepeHHo. [Ipu atom
YIUBUTEIBHO, YTO TOPTOBBIA areHT, Ba)KHEHIIeH 3aqaueii KOTOPOTo
SIBIISIETCS yCTAHOBIIEHUE KOHTAKTA, TOXKE MPUHIMAET 3aKPBITYIO M0o3y. Kak
MHOTO JI€JIOBBIX IEPETOBOPOB 3aKaHUYMBAIOTCS, TaK MO CYTH Jelia U He
HadaBITUCH! 3aKpBITast 1T03a HECET ¢ coO0oH rmocmanue: “S yrryorieH B cebs,
HE X04Y C BaMH KOHTAKTUpOBaTh”’. IHOTI/Ia 3Ta 11032 BBIpakaeT HeCOIIacue
WY 125K€ HEZOBOIBCTBO TEM, YTO TOBOPUT coOeceaHuK. Eciu ona ycuiena
CXKAThIMU KyJIaKaMH, TO BHUMAaTeJIbHBIA HAOIIOAATENb MOUMET, YTO
cobeceTHUK HEe TOIMBKO “IAEpKUT 0OOPOHY”’, HO M TOTOB B CITydae 4ero K
6oro0.

Hu B xoeM ciydae He CTOUT MPOJIOIKaTh PE3ESHTAITUIO TOBAPA, €CITH
KIIMEHT HAXOJAUTCS B 3aKpPBITON To3e. MlHaue BbI yKpENuTe HEraTUBHOE
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OTHOIIEHHUE K TOW HH(OPMAIIH, KOTOPYIO MBITAaeTeCh T0HecTH. bonee Toro,
MPUMEPHO TPeTh MH(pOPMAINU, BOCIIPUHITON U3 TaKOH MO3BI, HE
ycBauBaeTcs codbeceqHrkoM. Hanbosee mpocThiM Crioco0oM ““BbIBEACHUS
KITMEHTA M3 HEBBITOTHOM JIJIsl HAC TIO3bI SIBIISICTCS IPEITIOKEHHUE YTO-HUOY b
MOJIEPKaTh WIKA IMOCMOTPETh. ECIIM BBI MPENIOKUTE HACTOPOKESHHOMY
KJIIMCHTY YalledKy Jas, eMy IpHIeTCs CMEHUTH “To3y Hamomeona” Ha
Ipyryio, 6ojee oTKpeITYI0. MHOTHAa momoraer ¢paza “/laBaiiTe BMecTe
MOCMOTPHUM Ha...”. VI3MeHss MonoXeHne Kopiyca, KIHEHT MEHSET U
noJyioxkeHne pyk. Eciiv Mbl BUIMM, 4TO 3aKa34MK COXPAHSCT 3aKPBITYIO
o3y JiJIsl TOTO, YTOOBI YYBCTBOBATh Ce0sl yBEpEHHEE, TO JIOJKHBI 0Ka3aTh
eMy XOTs Obl MUHMMAJIbHYO MOACPKKY. 11 5TOr0o NpUTOIATCS TPUEMBI,
omucaHHble HUXKe. Ecnu ke BHAMM, 9TO 3aKphITasi 1mM03a SBISETCS
BBIpaKEHHEM HECOTJIACHS C HaIllel TOUYKON 3pEHUSs, HEOOXOMIMO BBISICHHTH,
YeM HEeJOBOJIeH KIHEeHT. MBI MOXEM pacCIpOCHTh €ro HIH
“HPUCOEAUHUTHLCS K €r0 MEePEeIKUBAHUSAM, 03ByYUB MTPOTHUBOIOJIOKHYFO
TOYKY 3peHus. “Sl cunrTaro, 4To MOKyIKa TalMIIIepa SIBJISIETCS. BBITOJHBIM
BJIO>KCHHEM JICHET, HO €CTh U Jpyrre MHeHus. [lapaiiTe BMecTe pacCMOTPUM
apTryMEHTHI IPOTUBHUKOB TON TOUKU 3PEHUS .

ToproBoMy areHTy He CTOMT HaXOAUTHCA B 3aKPBITOH I03€ JaXke B
TedeHrne HeOOJBIIOro oTpes3ka BpeMeHH. JKecThl, CITocoOCTBYIOMIHE
BO3HUKHOBEHUIO 0apbhepa MEXIy IByMs cOOeCeIHUKaMHU, OyyT MEIIaTh
BO3HUKHOBEHHIO B3aUMOIIOHMMAaHUs1, KOTOPOE TaK HEOOXOIMMO B paboTe
¢ xnuentoM. K OaprepaM, MOMOTAIONIUM 4YEJIOBEKY “‘CHpsATaTrhecs’,
OTHOCSITCS CTOJIBI, HE TAIOIIE BO3MOKHOCTH COOECETHIKY TTOABHHYTHCS
OymKe, pa3TUIHBIC TEPETOPOIKH (Jaxke cambie TPO3padHbIe), CYMKH,
BBICTaBIIEHHBIE TIepes] COOOM, 30HTUKH, TANKH, OymMaru, MeneIbHUIbI |
Ba3bl C [IBETAMHU.

Omxpvimas noza. OTKPBITON CYATACTCS 11033, B KOTOPOU PYKU U HOTH
HE MePEeKpPEIEHbI, KOPITYC TeJia HAIPaBIICH B CTOPOHY COOCCEIHUKA U
JIAJIOHU HECKOJIFKO Pa3BepHYTHI K MapTHEpY o odmeHuro. Bee kaHamb
HeBepOaIbHOTO OOIIEHHSI TECHO B3aMMOCBA3aHBI. Kak TONBKO YeIOBEK
MEHSET OTCYTCTBYIOIINK B3IVISI/T HA 3aMHTEPECOBAHHBIN, €r0 WHTOHAIHS
ABTOMATHYECKH CTAHOBHUTCS O0OJIee IMOIIMOHAIILHON U HETTOCPEICTBCHHOM.
Kak ToyIbk0 MEHsIeTCsI MHTOHAIUS, YEJI0BEK YK€ HE MOXKET OCTaBaThCs B
3aKpPBITON T03€: IUICYH PACHPSIMIISIOTCS, PYKH MEPEeCTaroT U300paxkaTh
3aIATHEIN Oaphep, HOTH MPHOOPETAIOT 0oJIee YCTOHIMBOE ITOJIOKEHHUE,
BBIp@KEHHE JINIa CTAHOBHUTCA OoNiee KOHTAKTHBIM. M HAa000pOT, CTOUT
MEHEeJDKEPY CECTh B OTKPBITYIO TI03Y, KaK €ro MHTOHAIIWS CTAHOBHUTCS Ooriee
yOeIUTEIbHON, PYKH CaMU HAUMHAIOT JKECTUKYJIUPOBATh, YCUIUBAS
BO3JICHCTBME HAa KJIMEHTA, IJIa3a 3aroparoTcs KUBBIM OJIECKOM, pedb
CTaHOBUTCS YBEPEHHOU U TuiaBHOU. OTKphITas 1M03a HECET KIUEHTY
coobmenue: “Sl HacTpoeH Ha obmieHue ¢ Bamu . [1loaToMy mokymarenn
00BIYHO OI[EHMBAIOT TAKOI'0 MEHeEJKepa KaK 3aMHTEepEeCOBAHHOTO,
KOHTaKTHOTO, JIOOPOXKENIATEeIIbHOTO, XOPOIIIO pa3dnuparoierocsi B Topape.
HeynuButenbHO, 9TO B 3TOM ClTydae TOPTOBBIN areHT o01agaeT OONIbITUM
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BIIMSTHUEM Ha ITOKYyTIaTesl.

J1151 HEKOTOPBIX MEHEPKEPOB, MPUBBIKIITNX 3AIIUIIATHCS OT KITMEHTOB
C MOMOIIBI0 PA3IMYHBIX 3aKPBITHIX 1103, OBIBAET JOCTATOYHO TPYIHO
COXpaHATh OTKPBITYIO MO3y B TEUEHHE BCeH nenoBol Oecenpl. MHoraa
MOJXKHO CJIBIIIATh TAKKUE BHICKA3bIBAHUS: “ITO BBIMNISIUT HEECTECTBEHHO ,
“MHe Tak HeymoOHO”, “SI mpuBBIK mo-mpyromy”’. Jlroboe m3mMeHeHHE
MIPUBBIYHON TO3BI, TBMKEHUS WJIM JKECTa KaKETCS HEeeCTECTBEHHBIM, a
MMOATOMY M HE COBCeM yaoOHBIM. MHOTHIA /U TOTO YTOOBI MPEOIONIETh
TUCKOMQOPT, CBA3aHHBIN ¢ HEMPUBBIYHON O30, HY>)KHO JIMIIb “TIOWMAaTh”
oIpeesiecHHOe BHYTpeHHee oulylieHne. Ecnu BbI3Bath y cebst HaCTpOi,
COOTBETCTBYIOUIUN yTBEPKACHUSIM “SI HACTPOCH Ha KIIMEHTA, MHE
WHTEPECHO W BAYXHO YCIBIIIATh €T0 MHEHHE. S| MCKpeHHE X04y TTOMOYb
€My B pEIIeHUH €T0 IPodIeM”’, TO TEIO caMo BRIOEPET MyIst ce0st Hanbomee
ymoOHYI0 TI03y. DTO M OyAeT Bamla WHIWBHAyaldbHAs OTKPHITAs 11034,
KOTOpasi IOMOXET B pab0Te ¢ KIMCHTAMU.

BaxxHpIM (hakTOpOM, TOMOTAFOIIUM HAJIAJUTh OTKPBITHIE OTHOIICHUS
C KIIUCHTOM, SIBJIIETCS OTCYTCTBUE CKOBBIBAIOIICH JBYIKECHUS OJICHKIIbI.
YcTaHOBIEHO, YTO JEIOBBIE MapTHEPHI, BEAyIINE MEPETOBOPH B
pacCcTEerHyTHIX TUKaKaX, JOCTUTAIOT B3aUMHOTO COTTIacHs ObICTpee, 4eM
JIIOMH, “3aKPBITHIC’ OPYT OT APyTa HATTYXO 3aCTETHYTOH ONEKIOM.

Ipuxpuiswue pma u nouecvisanue Hoca. PeOEHOK, KOTOPBII TOIBKO
YTO MPOTOBOPHIICS, BCKPUKHUBAET Ol M TYT K€ 3aKPhIBACT POT JIAIOIIKOH,
Kak OBl CTaBs TIperpajy Mpou3HECeHHBIM clioBaM. C BO3PaCcTOM 3TOT KECT
MOIU(PHUIAPYETCS, CTAHOBUTCS O0JIee M30IIPEHHBIM, OTHAKO €T0 3HAYCHNE
ocTtaercs mpexXHuM. [ [puKpeIBaHme pTa OTpaskaeT HaTMIHe Y COOeCeTHIKA
IBYX TPOTHBOPEYMBHIX JKEIAaHUHU: BBICKA3aThCS M OCTATHCH
HEYCJIBIIIIAHHBIM. ECITU KITMEHT B mpoliecce OOIEHUS IPUTPATHBACTCS KO
PTYy WIH TIPUKPHIBACT €ro JIAJAO0HBIO, 3TO O3HAYAET, YTO OH 10 KaKOW-TO
MpUYMHE “‘clep)KUBaeT’ COOCTBEHHBIC BBICKAa3bIBaHMS. B 3TOM ciyuae
MEHEeDKEP MOXKET IIOMOYb COOECETHUKY Pa3rOBOPUTHCS, 331aB €My BOIIPOC
WU 00paTHB BHUMAaHWE Ha €r0 03y C MIOMOIIBI0 YTBEPKIACHUS Sl BIKY,
BBl HE BO BCEM COTJIACHBI CO MHOIO”. AHAJOTHYHYIO MH(DOPMAIIHIO O
KJIHEHTE HECET EeCT MPUKOCHOBEHUss K Hocy. OH sBiseTcs
3aByaJIMpOBAHHBIM BapHaHTOM ‘“‘3akpbITOro” pra. KineHT, KOTOpbIil
MIOYECHIBACT WITH ITOTJIAXKUBACT COOCTBEHHBIM HOC CKOpPEE BCETO B JaHHBIN
MOMEHT HaXOJHUTCS B OIIO3HUIIUU IO OTHOIIEHHIO K BBICKA3bIBAHHUIO
MeHeKepa.

XKectpl, ncronp3yeMple KIMEHTOM Ui MPUKPBIBAHUS HOCA U PTa,
HECYT /ISl HaC BAXKHYH0 HMH(DOPMAIUIO O YECTHOCTH KIMEHTA. DTH )KECThI
TOBOPSIT, YTO CYIIECTBYET IPOTUBOPEUNE MEIKIY TEM, YTO TOBOPHUT KIIHEHT,
U TeM, O YeM OH Ha camMoM Jiejie JyMaeT. He cTouT BepuTh KIIHEHTY,
KOTOPBIii, ITOYECHIBAsI HOC, TOBOPHUT: “MBI 00CYINM yCIIOBUS CACIKH O0JIee
onpoOHO B creayromuii pa3”. Ciemyromniero paza He OyzeT.

Menemxep B mpoIecce MeperoBOpPOB MOKET 0eCCO3HATEIbHO
WCIIONIb30BaTh ATH XKECThl B CHTYyallUsiX, KOTJIa HE OYCeHb yBEpEH B ceOe
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WK B TOH MH(POPMALMK, KOTOPYIO IpeaIaraeT KIMEHTY. YIUBHUTEIbHO,
4YTO MOAYac AJIsl ONpPaBIaHUS NPUKOCHOBEHMS! HOC NEHCTBUTENIBHO
HaYMHAET 3y/IeTh U yecarbes. B uem Obl HU ObLIa HCTUHHAS IPUYMHA, MBI
JIOJKHBI IOMHUTD, YTO 3TOT KECT OTHIONB HE CIOCOOCTBYET MOBBILICHHUIO
JIOBEpUS HAIIUX KJINEHTOB.

IIpuxocnogenue x yxy. IlouecpiBanue yxa siBisieTcs 00Jer4eHHBIM
BapHAHTOM “‘3aTBIKaHUs YIIIEH M O3HAYALT, UTO YESIIOBEK HE XOUET CITBIIIATh
TOT0, O YeM €My IFOBOPHUT cobecenHuK. Takas peakius BO3MOXKHA, €CIH
KJIMEHTY CTaJI0 CKYYHO CJIyIlIaTh TOPrOBOTO areHTa MM OH HE COITIACEH C
OIHUM M3 €r0o YTBEpKAcHUH. B nroboM ciydae MeHEIKepy CTOUT
BBISICHUTD, YTO B €0 PEUYH BBI3BIBAET TAKOE COMPOTUBIECHHE. DTO MOKHO
CIIeTaTh C TOMOIIIBIO BOITPOCOB: “BBI HE coracHBI cO MHO0?”, ““A KaK BBI
cuutaere?”

MeHemxep MOXXET OeCCO3HATENIbHO UCIIOIb30BaTh 3TOT JKECT, €CIIU
CUHUTAET, YTO KIIMEHT TOBOPUT “‘€pyH.Y ", WJIM CIIBILINT “‘OracHbIe” 1S ceOst
COMHEHHS KJIMEHTa. B 9TOM ciydae KIMEHT IMojlydaeT HeBepOaibHOe
nocnanue “S He xouy Te0s ciymars”’, KOTOpoe ele OoJbIle 3aTpyIHseT
00CYX/I€HHE CJIOXKHBIX MOMEHTOB.

Iloonupanue nadouvio noobopooxa. Ecim BB TMPOBOIHUTE
[IPE3EHTALI0, a Ball KIMEHT MOLJCPKUBACT JIaJOHbIO COOCTBEHHYIO
roJIOBY, TO CTOUT HCIHOJIb30BaTh OJWH W3 IPUEMOB, MOBBIIIAIOIMIMI
BHUMaHHe cobecennuka. KiMeHT moamupaer JaJoHBIO IIEKY HIIH
noA0OpPOAOK, €ClIM eMy CKYYHO, HEMHTEPECHO M OH OOpeTcs CO CBOMM
KeJIaHUEM 3acCHYTb. B 3ToM ciyuae eMy, KOHEUHO ke, HeoOxonuma
JIOIIOJIHUTEIIbHAS OTI0pa B BUZE PyKH. UeM MEHbIIIE KJIMEHT 3aUHTEPECOBaH
B HAIIUX HPENJIOKEHUSIX, TEM OOJIbILIE €ro rojioBa COIPHUKACAETCS C
JII0HBIO.

B mpouecce mIMTENbHBIX OEI0BBIX MEPETOBOPOB, OCOOCHHO C
“OONTAUBBIMU WM “3aHYIHBIMU~ KIHEHTAaMH, TOPTOBBIH areHT
0ecco3HaTeIbHO MOXKET TOIICPKUBATh CBOM yracalollnii WHTEpPEC C
TTOMOIITBIO0 TOTIOMHUTEBHON omophl. Ho maHHBIN kecT OymeTr paborarh
IPOTUB 3aKJIOUEHHUSA CHEJIKH, TaK KakK IepelacT yCTalloCTh H
HE3aWHTEPECOBAHHOCTD U KIIUEHTY.

Toznaxcusanue no0d6opooxa. ITOT KECT TOBOPUT O TOM, YTO KIIUCHT
HaXOJUTCS B CTQJIUU Pa3MBIIIJIEHUH U PacCMaTPUBAET BO3MOXKHBIE IS
ce0s BapuaHThI. [y MeHeKepa 3TOT )KeCT HECET BaXKHYI0 HH(POPMALIHIO
0 TOM, YTO HEOOXOOUMO €IIE pa3 CIPOCUTh O COMHEHMAX IOKYIaTes,
BBICITYIIATh WX W MPUBECTH JOBOABI “32” W “NPOTHB” MPHOOPETCHHS
TOBapa.

MeHnexep MOXKET HCIIOJIb30BaTh JaHHBINA JKECT B CUTYallMH, KOrja
eMy He0OXO0IMMO IOLyMath (3TOT KECT C YCIIEXOM 3aMEHSIET OYEChIBAaHNE
TOJIOBBI ¥ IIOTHPAHME 1LIE€U), WU B CUTyalllH, KOIZla OH XO4EeT [10Ka3aTh,
YTO MPEIOKEHHS KITMEHTA HY>KIAI0TCs B JIOTTOTHUTETEHOM OO yMBIBAHUH.
Taxk, TOProBbIi areHT, KOTOPBIA XOUET MOJIYUUTh JOMOIHUTEIBHOE BPEMS
IpY MEPEroBOpax, MOXKET yCWINTh (paszy “Bamm npenioxeHus oueHb
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WHTEPECHBI, ¥ MBI JIOJDKHBI UX CEPhE3HO 00TyMaTh, MPEKIe YeM IPHUHATh
OTBETCTBEHHOE pEIIeHHUE” ¢ ITOMOIIBIO TIOTTIAKUBAHHUS TTOI00POIKA.

Tonoocenue 2onosel. Ecnu y Bac 1oma )xuBeT co0aKa MU KOIIKa, TO
XOPOILIO U3BECTHBI CUTYAIIMH, KOTJIa Balll TFOOUMEI] M30 BCEX CHII ITBITACTCS
MOHSITh, O YeM Bbl C HUM TOBOPHUTE. B 3TOT MOMEHT rojioBa >KMBOTHOT'O
HEMHOTO HakJoHseTca BOOk. To e camoe TPOUCXOAUT C
3aMHTEPECOBAaHHBIM KIMEHTOM. Korma kopmyc Tera HEMHOTO HakKIOHEH
BIIEPE, a TOJI0BAa YyTh-4yTh MOBEPHYTa BOOK, TOTOBHOCTH KJIMEHTA
BOCITPUHSATH HOBYIO HH(OPMAIIHIO MaKCHMalbHa. IMEHHO B TOT MOMEHT
YTBEPXKJICHUS MEHEKEpa 00J1a/1at0T HauOOJIbINeH yOeAUTEIhbHON CHUITOH.

Jns Toro 4ToObI BBI3BAaTh y KIHEHTA HAauOOJbIIEe J0BEpUE,
MEHe/KEPy CTOUT CIyIIaTh KINEHTa, HEMHOTO HAKJIOHHUB TOJIOBY. TaKoi
YKECT CKKET KIINEHTY, YTO HHTEPEC MPOAABIIA UICKPEHHNH, HEMOIETbHBIH.
B 10 ke Bpemsi ¢ HakJIOHOM TOJIOBBI HEJIb3s1 TEPe0OPIINTh, TAK KaK YeTOBEK
Oy/leT BOCHPHUHIT KakK O€3BOJBHBINA, HE YMEIOIUA yIPaBIATh Jaxe
COOCTBEHHOU T0JI0BO. Ba)KHO HE TOJIBKO TO, HACKOJILKO T'OJIOBA OTKJIOHEHA
B CTOPOHY, HO M TO, HACKOJBKO €€ MOJIO)KEHUE OTIMYAETCS OT
BEePTHUKAJIBHOTO TO OCH ‘“Bmepenm - Hazan’. Iloza menemxkepa,
HaKJIOHHUBIIETO TOJOBY BIEpPEN W CMOTPAIIETO MUCIOAI00bs, OyneT
BOCIIPUHUMATHCS KIIMEHTOM Kak ‘“‘ycrpamraromas’. Takoe mooxeHne
TOJIOBBI YacTO COXPAHSIOT TOPrOBBIC arcHTHI, MOJYYUBIIHE 32 JICHb
HECKOJIBKO OTKa30B, HO IIPHU ATOM PEIIMBIINE “HE claBaTbes . A mo3a
MEHEJ)Kepa, HECKOJbKO OTKHHYBIIErO TOJIOBY Hazajd, OyaeT
BOCIIPHMHUMATHCA KaK HaJMEHHAS WM OIICHHUBaIomas. Takoe moiIoKeHne
TOJIOBBI COXPaHSAETCS Y HEKOTOPHIX HAYaJIbHUKOB, CUMTAIOIMHNX CeOs
HenpepeKaeMbIMU aBTOPUTETAMHU.

JKecmul amoyuonanvroeo ouckomgpopma. IloMHHUTE CTaphIi aHEKIOT
PO CyMacHIe/IIero, KOTOPhIA Ha MPUEME y ICUXUATPa BCE BpEeMs
CTpSAXUBAJ ¢ ce0s HECYIECTBYIOIIUX KPOKOJIUIBUUKOB? Bricitymia
’Ka100y O0JIEHOTO, JOKTOP BO3MYTHUICS: ““J]a mepecTanbTe xKe CTPSIXUBATh
Ha MEHs BamUX KPOKOAWIbYHKOB!” I[loBTOpsIOMUECS KeCTH
B3aMMOJIEHICTBHUS C COOCTBEHHBIM TEJIOM HJIM MPEIMETaMU OJIEK bl
TOBOPSIT O TOM, YTO KJIIMEHT UCTIBITHIBAET OITPE/ICIICHHOE YyBCTBO TPEBOTH,
AMONMOHANBbHOTO JnuckoMpopra. CTpiXxuBaHHE MHUPUUESCKHX
KPOKOJUIIBYUKOB TIO3BOJSET AOTPAaruBaThCs JO CBOETO Tejia. JTU
JBVOKCHUS 3aMEHSIOT (DYHKIIMY TOTJIaKUBAHUS 1 TIO3BOJIIOT CIIPABUTHCS
C BHYTPEHHHM HampspDKeHHeM. MHOTOYHCIEHHBIE JKECThI - COOMpaHue
HECYI[eCTBYIOMNX BOPCHUHOK, CHUMaHWE W HaJE€BaHWE KOJbIA,
MOYEChIBAHUE TICH, “TIPUBEJCHHUE B MOPSIOK” OACIKIbI, BEPUCHUE PYUKU
WJIM CUTAPEThI - YKA3bIBAIOT HA TO, YTO KIMEHT HYXKIASTCs B MOJICPIKKE.
B TakoM COCTOSITHUM OH HE rOTOB B IOJIHOM O00ObeME BOCIPUHHMATh
nH(pOPMAIIHIO O TOBape U TeM OoJiee He TOTOB IPUHUMATh OTBETCTBEHHOE
pEIIeHUE O 3aKJIIOYCHUH CIICIIKH.

MHorue TOproBble areHThl, 0 MPUMEPY JTOKTOpa U3 aHEKHOTa,
“3apaxkaroTcss’”’ TPEBOKHOCTHIO KIIMEHTAa M 0€CCO3HATEIBHO MOBTOPSIFOT
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KECTBI CBOETO cobecemHmKka. [[pyrne 3aHMMAIOT MO3UIIAIO CBHICOKA M
JIEMOHCTPHUPYIOT TTOKPOBUTEIHCTBEHHYIO MaHepy oOmeHus. B mobom
cilydae MoBeJCHUE MEHEKepa He MPHOaBIIsIeT yBEPSHHOCTH KIIHEHTY, B
HEKOTOPBIX CIydasx CHOCOOCTBYeT (POPMHUPOBAHUIO 3aBUCHMOCTH OT
MHeHHus mpojnasna. “IlpekpacHo! -MOryT BOCKIMKHYTh HEKOTOPHIE
paboOTHUKH COBITA. - DTO KaK pa3 TO, 9YTO HaM HYXHO . [leficTBUTEIHHO,
HEKOTOPHIM KJIMEHTaM, HaXOISIIUMCS B TAaKOM COCTOSHUU, MOXHO
HaBsA3aTh CBOE MHEeHHE. Ho mpy 3aKIIFOueHUH CETOMHSTIIHEN CIIENKH Y HUX
OCTaeTCsl HEMPUATHBIN 0CaJIOK, KOTOPBIH 3aBTpa Oy/leT MpensiTCTBOBATh
BBITOJTHOMY COTPY/JIHUYECTBY.

YtoOBl MOMOYB KIIMEHTY CHPABUTHCS C COCTOSIHUEM HEYBEPEHHOCTH
Y BHYTPEHHET0 TNCKOM(OPTa, MEHEIKEP MOYKET HCIIOIh30BATh HECKOIBKO
npuemoB. OxHUM U3 Hanbosee 06e30MacHBIX M YacTO HCIOIB3YEeMBIX
MIPUEMOB SABISIETCSA “pa3roBop HU 0 dem’ . OOCyX)IEHHUE TMOTOMIBI,
CaMOYyBCTBHS KIIMCHTA, Kypca JIoJIapa U JIOCTOMHCTB HOBOM IETIeIIbHUIIBI
roMoraet codeceIHUKY “NpuiiTH B ce0s” 1 “‘coOpaThbcs ¢ MBICISIME .

Bonee monpoOHoe paccmpallliBaHHe TaKKe TACT BO3MOXKHOCTD
MEHEIKepy YCTaHOBHTH TOOpOKeNaTeIbHy 0 aTMochepy, a co0eceTHuKyY
MTO3BOJIUT TOJIEIUTHCA TEMH TEPEKUBAHNUSAMHU, KOTOPBIE €r0 BOJHYIOT B
HACTOSIIIUH MOMEHT. B 3TOM ciydae 0coOOEHHO Ba)KHOW CTAHOBHUTCS
WCKPEHHSISI U 3aMHTEPECOBaHHASI MHTOHAIIUS, C KOTOPOH NPOJIaBel] 3a/1aeT
BOIPOCHI IIOKYTIATEIIIO.

YacTo KIIMeHTa 3aCTaBIIs 0T HEPBHUYATH OMTACEHHS, YTO €r0 OOMaHYT,
“00BemyT BOKPYT HaybIla’” (4TO 0COOCHHO XapaKTEePHO IJIST POCCHICKOTO
pbiHKa). B 3TOM ciiydae mpopaBIy CTOUT OTKPBITO M3JIOKHTH CBOU
HaMEpEeHHs, elle pa3 ONHICcaTh BOZMOXKHBIE BAPHAHTHI COTPYIHUYECTBA U
KaK MOKHO ITOZIpoOHEe OCTAaHOBUTHCS HA TOM MOMEHTE, KOTOPBIN OOJIbIIIe
BCEro BOJHYET KiMeHTa. MHorma Juisi Hauajga MOIXOIUT Takas (pasza:
“BbpIBaeT, 4YTO HEKOTOPBIC KIIMECHTHI OMACAIOTCS, YTO 3aKIFOUAT HE OYCHb
BBITOIHYTO 1151 ce0s crienky. S mymaro, 3Ti onaceHus 6ecriouBeHHBI. MBI
CMOYKEM C BaMH COTPYIHHYATH TOJIEKO B TOM CITy4ae, €CIH YCIOBHS OyIyT
BBITOTHBIMH KaK JUIS Ballleld, TaK U JJIsl HAIlIe CTOPOHBI .

WHorna MeHemKepy CTOUT MOACTUTHCSI COOCTBEHHBIMH OIIY IIICHUSMHE
Y TIEPEXKUBAHUSAMU. DTO TIO3BOJIUT HE TOJIBKO KIUCHTY, HO U €My CaMOMY
CHPABUTHCS C BOSHUKIIIMM HarpsbkerreM. Hanpumep: “S1 oueHb BOJTHYIOCH,
MHE XOTEJIOCH OBI KaK MOYKHO JIYUIIIe OCBETUTH BCE IIPEUMYIIICCTBA ToBapa”,
“B To BpeMs, Korma s TOTOBHWJICS K BCTpeYe, TO YYBCTBOBAN ceOs
HaNPsHKEHHO, HO TEIePb, KOTJa MbI TO3HAKOMHIIACH, CTIOKOWCTBUE OMSTh
BEPHYJIOCH KO MHE”.

Hy u, KOHEeYHO ke, OJHUM M3 HaJ[eKHBIX CIOCO00B MpUOaBUTH
YBEPEHHOCTH KJIUCHTY SIBISIETCS UCKPEHHss moxpajia. [1o3uTuBHO
0T3BIBasich 00 o(rice kKIHMEeHTa, ero MUKAaKe MW CEeKpeTapIiie, MBI
JIEMOHCTPUPYEM CBOE XOPOIIIee OTHOIICHHE, CO3/1aeM JI0OPOKETATEITHHYO
aTtMocdepy, TO3BOJNSIONYI CHPABUTHCS C OMOINHOHAIbHBIM
JUCKOM(OPTOM.
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JKecmol Hemepnenus. Eciy KIMEHT MOCTYKUBAET MaIbLIAMH ITO CTOIY,
ep3aeT Ha CTyJle, MPUTOITHIBAET HOTAMH WJIM MIOCMATPUBAET HA YacChl, TO
TEM CaMbIM OH CHTHAJIUT OKPYKaIOIIMM O TOM, UYTO €ro TepIEeHHE
3aKkaH4YMBaeTcs. MHOTHE TOPTOBBIE areHThI ITYTalOTCs TAKUX MPOSBICHUH
HEBHUMAaHHUS K ce0e ¥ CTaparoTcsl B OCTaBILIEECs BPEMsl, IOKa COOECEAHUK
“nemaer BUA, UTO CITYIIIAET, BEIOYKUTH BCIO OCTABIIYIOCS WH(DOPMAIIHIO.
Hampacusrit Tpyn! JKemanme ycKopuTh Tporecc “o0paboTku’” KIHEHTa
3aCTaBIIIEeT MPOJABIla TOBOPHUTH MMOBEPXHOCTHO, COMBYMBO, YTO €IIe
OoJbLIe MOJCTETMBACT HETEpIIEHUE KIMEHTa. PykoBonuTens OqHON U3
KPYHOHBIX (UPM MOJENHICS CBOMM OMNBITOM “BBINPOBaXMUBaHUS
HEpaJuBbIX MOCETUTENCH. “S eMy kecTKo ToBopro: Y Teds ecTh TpH
MUHYTEI, - ¥ TIOIOJIBUTAI0 K HEMY Yachl. Tex, KTo HaYMHaeT HepBHUYATE,
OyOHWTH W 3amWKaThCsA, s JaXke He chaymaio. M depe3 Tpu MHUHYTHI OHH
TTOKOPHO TMTOKHUIAIOT MO KaOWHET .

OOBIYHO KIIMEHT NPOSIBIISICT HETEPIICHUE B TPEX OCHOBHBIX CITyYasiX:

1) ecnu ¢ HUM ““HENIPAaBUIIBHO™ TOTOBOPHIIMCH O BPEMEHHBIX PaAMKax
nenoBoii 6ecenpl. Hanpumep, npogaser ckasall, 4To €ro BUSUT HE 3aiiMeT
6ompme 10 MuHYT, @ Ha camoM jene Oecena yxe mpomoinkaercs 25. He
CTOUT OOMaHBIBaTh KIMeHTa. HeOombIras mpoaomKUTeIbHOCTh BU3UTA
MOJKET TIOMOYb JOTOBOPUTHCS O BCTpeue, HO BHUMAaHHUE KIUEHTa OyaeT
paccuntano umeHHo Ha 10 munyT. [locnenaue 15 MUHYT Bam npuueTcs
UMETh JeJI0 C HeTEpPIENHUBBIM, a OPOH M Pa3apa)KeHHBIM KIUEHTOM,
JYMAIOIIUM HE O TOBape, a O TOM, Kak ObI TOOBICTpee OT Bac M30aBUTHCS;

2) ecniy eMy HE yIaeTCsl COCPEAOTOIUTRCS Ha TEME 00CYKICHUS H3-
3a COOCTBEHHBIX 3a00T W MEpeKUBaHUN. B 3TOM ciydae MeHEMKEpy
CIIe/TyeT MePEerTH Ha Ty TEMY, KOTOPAast BOJIHYET KJIINEHTAa B TAHHBI MOMEHT,
MOAPOOHO PACCHIPOCHUTH €r0 M BBIPA3UTh COUYBCTBHE U MOAJEPIKKY. DTO
MIOMOYET KIIMEHTY BEpPHYTBCSI K 00CyK1aeMOMYy PeIMETy Pa3roBopa;

3) eciu mpeIoKeHNsT MEHEIKepa He 3aTparuBaroT ero HHTEPECOB.
OOBIYHO ATO TMPOMCXOMINT, KOT/Ia TOPTOBBIM areHT HEMPABIILHO OIEHWUI
KJIMEHTA - B JJAHHBII MOMEHT OH HE HYy)KJIaeTcs B ero ToBape. Mim ecnmn
MpoJaBell HE CMOT B TEUYEHHE JAEIOBON Oeceabl BHICBETHUTH TE
MPEUMYIIECTBA, KOTOPBIC TOTYYHUT MOKYIIATeN b B PE3YJIbTATe 3aKII0UCHHS
CJICJIKH.

Menemxep MOXET HEOCO3HAHHO JAEMOHCTPUPOBATh HETEPIICHUE,
€CIM KJIMEHT MPUHSI NPUHIHNIHAIBHOE PEIICHHE O TOKYIKE M 3aHST
ohopMiIeHHEM TOKYMEHTAIlMU, €CJIU KJIWEHT OIEHHBAETCS KakK
“HEMEePCTICKTUBHEIN ¥ 3a/Iep )KUBACT MPOIABIa ‘‘pa3roBopaMu O Imoroe”.
JKecTbl HETEpHIEHUS ICHO OKaXKYT MOKYIIATEITIO0, YTO OH HYKEH TOPrOBOMY
areHTy TOJBKO Ul TOTO, YTOOBI OIUIATUTH TOBap. Kakomy KIHMEHTY 3TO
MTOHpPABUTCS?

JKecmul npesocxoocmaa. J1ns HEKOTOPBIX MEHEKEPOB CEPhE3HOU
IPOo0IEMOH SBIIAETCS HEOOXOMUMOCTh HAJIAXKUBATH KOHTAKT C KITUCHTOM,
JIEeMOHCTPUPYIONUM COOCTBEHHOE TPEeBOCXOACTBO. OOBIUHO TaKUX
KJIMCHTOB BUIHO M3JaJIeKa 110 YETKOHW MOXOJKE, MPSIMOH OCaHKE M
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MIPUTIOTHATOMY MOA00PONKY. “3ampaHHBIN’ MOA00POJOK TTOMOTAET
COXPaHATHh BBICOKOMEPHBIA B3TIT, KOTOPHIH B CBOIO OdYEpE.b
KPAaCHOPEUUBO FOBOPUT O TOM, KTO 3/IeCh CaMblii TJIaBHBIH.

J1nist nomuepKuBaHust COOCTBEHHOM 3HAUMMOCTH XOPOLIO “TIOAXOIAT”
JKECTHI C BBITSHYTBIM YKa3aTelIbHBIM MajbiieM. KIUEHT MOXKeT
HCIIONB30BaTh “‘YKa3yIOMWHA MEepCT’ I KOHKPETHU3AIlMd CBOUX CIIOB,
MTOKa3bIBas Ha TOBAP, O KOTOPOM TOBOPHT, MITH HAa MEHEKEPa, K KOTOPOMY
MIPEIBABISAET ONpeesieHHbIe TpeOoBaHusA. B aToM cirydae ykas3arenbHbII
najel MO3BOJISeT 3PUTEIBHO OAUYEPKHYTh HAIMYHUE JAUCTAHIIUN MEXKTY
KJIMEHTOM W TOBapOM U TeM OoJiee - KJIMEHTOM U mpogabiom. O
KPUTHYECKOM OTHOIICHHM WJIU JlaK€ HECOTIACUU CBOETO BJIaJICIIbIla
TOBOPHUT yKa3aTeNbHBIM Mallell, €CIW OH HCIIOJb3YETCS B 1036
“momaepKaHus TOJOBEI . YCHIIUTH CBOM ITO3UIINH, a 340THO 1 3pUTETHHBIC
pasMephbl MOJKHO C ITOMOIITBIO TIO3BI “pYKH B 00K, Pyku, TocTaBIcHHBIC
Ha Oejipa, JCJIalOT YejIoBeKa IIKpe, a 3HAYUT U cuibHee. MHorna s
MOJYEPKUBAHUS COOCTBEHHOTO ITPEBOCXOJICTBA HCIIOIB3YOTCS Pa3InYHbIC
MIPEMETHI - TOPTQEITU, CyMKH, 30HTUKH, OyMard 1 MEJIKHe Oe3/IeITyIIKH,
pacTooKeHHBIE PSAIOM C BiIaeNblieM. Takoe pacimpeHne TePPUTOPUI
MTO3BOJISIET €TO BIIA/IETIbIY YyBCTBOBATH CBOE MIPENMYIIIECTBO TIEPE TEMH,
9bsl TEPPUTOPHUS HE TaK OOIIMPHA, KaK ero COOCTBEHHAS.

MeHeKepbl, KOTOPbIE HCIHBITHIBAIOT MPOOIeMbl B OOIICHUU C
KJIIMEHTAaMH, TOAYCPKUBAIOIIMMHI COOCTBEHHOE MPEBOCXOACTBO, YacTO
Oecco3HaTenbHO pUOeraroT K 1ByM Hed(h(heKTUBHBIM TakTuKaM. [lepBas
W3 HUX OMpeAesseTCs 3aHMMacMON MPOJAaBIIOM TO3HIIUEH “‘CHH3Y” .
OO0masicy U3 JaHHON MO3UIINH, TOPTOBBIM areHT HAYWHAET 3aMCKUBATOIIIE
CMOTpPETh Ha TOKYMATENsl, CYyTYIUTHCSA M MPOCHUTEIBHO YIIbIOAThC. DTO
MO3BOJISICT KJIMEHTY “‘pacipaBUTh IUICYH” U TIOYYBCTBOBATh COOCTBEHHYO
3HAUUMOCTh. OHAKO YOSTUTEIbHOCTh BO3/CHCTBUS HAa KIMEHTA U3
MO3UUUU “CHU3Y”’ PE3KO CHUXKAETCs Ja)Ke NPU MCIOJb30BAHUU
3 (PEeKTUBHBIX TPUEMOB OOIICHHUS.

Jpyras TakThKa CBA3aHa C 3aHMMAeMOW MPOJAaBIIOM MO3UIUEH
“cBepxy”’. ToproBeIif areHT HAYMHACT UCITOIB30BATH TE K€ KECTHI, KOTOPHIS
TOJILKO YTO JEMOHCTpUPOBaJ Hall KJueHT. OH pacupsMiseTcs
(yBenmu4uBasi TeM caMbIM CBOH POCT Ha Mapy CaHTHUMETPOB), 100aBISET
BBICOKOMEPUsI B COOCTBEHHBII B3IJISA[l, B3IEPTUBACT BBEPX MOAOOPOJIOK.
WHorma mits ykpetieHns CBOMX TO3HUITHH UCITONIb3yeT “To3y Haroneona”
WU TI03Y “pyKH B 60km”’. OOBIYHO Takas KOH(PPOHTAIUS HE IPUBOAUT HU
K gemy xopomremy. KimeHT mu6o mpeamnodynTaet “He CBA3BIBATHCA W HE
BCTyNaeT B KOHTAKT C MPOJABIOM, JU0O HauMHAeT “HamajaTh”’ Ha
MEHEeJ/Kepa, YTOOBI J0Ka3aTh COOCTBEHHOE MPEUMYIIECTRO.

VYIUBUTEIIBHO, YTO TAKOTO POZa KIMUEHTHI OTYASTHHO HYXKIAOTCS B
MOTYePKUBAaHUN COOCTBEHHON 3HAYMMOCTH, TaK KakK B TIIYOWMHE AYIIH
HEJO0CTAaTOYHO YBEpEeHBI B cebe. Bo3mMoxkHO, oHH Oecco3HATEIbHO
PYKOBOJICTBYIOTCS CIENYIOMHNM yTBepxkaeHueM: “Eciau s He Oymy
MTOKa3bIBaTh, KAKOH 51 BAYKHBIN, HUKTO M HE OyJIeT 00MIaThCsl CO MHOM Kak
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CO 3HAYUTENBbHBIM 4YeJOoBeKOM’ . C KIMEHTOM, CTPEMSIIMHUMCS K
CaMOYTBEPKJICHHUIO, MOJKHO HCITOJIb30BaTh MPHUEMEBI, TTOMOTAIOIIHE eMY
OCTaBaThCA “Ha BBICOTE”. MBI MOXXEM MOAYEPKHYTH €r0 3HAYUMOCTH
Takumu (ppaszamu: “Jlns HaC OYSHH BAKHO MHEHHUE TAKOTO (COJHJIHOTO,
3HAOIIETO, OMBITHOTO U T.J1.) KJIMEHTA, Kak BbI”, “To, 0 ueM BBl TOBOPHUTE,
OUYeHBb HHTEPECHO, HE MOTIIH OBI BBI IIOMTOIPOOHEE OCBETUTE ATOT BOTIPOC”.
MBI MOXKeM NaTh €My BO3MOXKHOCTH ITOYYBCTBOBATH COOCTBEHHOE
TIPEBOCXOCTBO, €CITH MPEITIOKUM POITH C BBICOKHM cTaTrycoM. Hanmpumep:
“Uto OBl BBI CTaJM JIENIaTh, €CIU ObI CTAIU MPE3UJCHTOM KOMITaHUU?”,
“Kaxk OblI BbI [TOCOBETOBAIM HAM TIOCTYITUTb, €CITH Obl ObLIH YIIPABIISOIIHM
0ankom?”. [Toce 3TOro CTouT BHUMATEIBHO BBICIYIIATH BCE COOOPasKEHHS
KITNEHTA, KAKIMH OBI O€CTOIKOBHIMHU OHU HU BBITVISICITH HA TTEPBBI B3IJIS.
[Ipu 3TOM BakHO HAOIIOAATH 3a TEM, KaK MEHSIOTCS IBYKCHUS KJIMEHTA.
CKopee BCETo MBIIIIIEI CIIHBI U IIIEH HEMHOTO PacCiIa0saTCs, a BRIpaKECHUE
JIMIa CTaHeT Oosiee AOOpOKENaTeIbHBIM M 3aWHTEPECOBAaHHBIM. Benb
TENepbh €My HE HYXKHO JepaTb 000pOHY Iepes TeM, KTO U TaK BUJIUT,
KaKoM OH Ba)KHbIH YEJIOBEK.

YnpaxxHeHust

* TloroBopuTe ¢ JTIOOBIM COOECETHUKOM B TCUCHHE TPEX
MUHYT. CKOJIBKO JKECTOB U MUKPOJIBIIKEHHIA BB YIIOBUJIH 32 3TU
MuHYTBI? [J{71 Xopomiero HaOIroaaTenss TaKUX COOOIICHUN
JIOJDKHO OBITH He MeHee 10.
* 3aroToBETE (pa3bl, COOTBETCTBYIONIUE BAIIEMY TOBApY
M BalleMy KJIHEHTY, C TTOMOIIBI0O KOTOPHIX BBl MOTJIH OBI
“ymIpaBIATh” JKECTUKYISIITCH KITHEHTA.

HNuaTonamusi. YtoObl 10OUTHCS MaKCUMAaIBHOTO BO3JICHCTBUS Ha
“YMBl U NYyIIKM~ HaIIUX KJIUEHTOB, MBI JOJKHBI XOPOLIO BIANETh
COOCTBEHHBIM roJiocoM. Besib MoKymnareib BHUMATEIbHO (MU HE OCOOCHHO
BHHMATEJIHHO) CIYIIAET HE TOJIBKO TO, 9TO €My TOBOPST, HO U TO, KaK 3TO
TOBOpPSAT. briBatoT cimydam, Korna yoenuTenbHbIE apryMEHTHI U SIpKUE
MIPUMEPHI TEPSIOT CBOIO CIUIY 3a CUET “HENPaBIJILHON WHTOHAIWU.
OddexTrBHAS MHTOHALMS YCWIMBAET HAIle BO3ACHCTBHE HA KIIMCHTA,
MpUIACT BECOMOCTh JOTHYECKUM JOBOJAM, CO3/1aeT HEOOXOAMMBIN
SMOIMOHAJIEHBIA HACTPOU [IJIsi MPUOOPETCHHS TOW HJIM WHOU BEIIH.
3HAYMMOCTh BJaJIEHUSI COOCTBEHHBIM T'OJIOCOM PE3KO BO3PACTAeT, €CIU
OOJIBIITYIO YaCTh BpEMEHU MEHEHKEp 00IITaeTCsl ¢ KIIMEHTOM TI0 TeIehOHy.
Harra naTOHANMS CKITaABIBACTCA U3 HECKOJIBKUX TECHO B3aMMOCBSI3aHHBIX
COCTaBISIOMIMX. K HUM OTHOCATCS: UHmMEHCUBHOCMb, 2PDOMKOCTTL, MeMmOop,
memn U UHMOHAYUOHHOe yOoapeHue. JJOCTaTOYHO CII0)KHO BBIOpATh
OINTUMAJIbHYIO HHTOHAIIHIO, CKOOPIMHUPOBAB BCE XapaKTEPUCTHKH rOJIOCA.
UYame Bcero MBI J1eylaéM 3TO WHTYHUTHBHO, HE 33JyMBIBAsACh O TOM
BIICYATIICHUH, KOTOPOE MPOU3BOANM Ha coOecemunka. [lopoit MoxHO
yCIbIIIaTh U TAaKO€ MHEHHUE: “UTO e 3/1eCh MOMKHO I10/1eJ1aTh, €CJIM I0JIOC
Takoi?” KoHeuHo, y KaXKJI0To rojoca €cTb CBOM orpaHuueHus. B To ke
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BpeMs 4acTO 3TH OTPAHWYCHHUS CTAaBUT MMEHHO €ro BIlajiejell, He
YKEJAIOIHIA TIOTTPOOOBAaTh IPYTHe BApUAHTHI 3BYUaHHUS.

BriOpaHHast r(pOMKOCTb COOOIIEHUS CUUTACTCS “TIPAaBUIBHOM, €CITU
CIOCOOCTBYET XOPOIIEMY BOCIPUSTHIO IiepenaHHoN nHpopmanuu. Cpeau
MUAHUCTOB MPOBOAUIOCH HCCIEJOBAHHUE, B MPOIECCE KOTOPOTO
OIIEHUBAJIOCh YMEHHUE HCIIONHHUTENS BHIOpATh ONMTHMAJIBHBIA YPOBEHB
TPOMKOCTH B Pa3NUYHBIX ayauTopusx. Oka3anock, 9TO YeM ITydIle
MY3BIKaHT MPUCTIOCA0IUBA 3ByYaHHE MHCTPYMEHTAa K OCOOEHHOCTSIM
ayIUTOPUH, TEM BBINIEC OB €ro PEUTHUHT CPEH DKCIEPTOB KaK
npodeccuonana. [1o anamoruu codeceTHUK, BEBIOUPAIOIIHI ONITUMAIBHYO
TPOMKOCTbH B Pa3roBOpE, OLIEHUBACTCS KaK YEJIOBEK, XOPOIIIO BIAACIOLTUI
curtyanueii. [Ipenmonaraercs, 4T0 HHTEHCUBHOCTh HE OCTAETCH
MTOCTOSTHHOM, a BapbHPYETCS B 3aBHCHMOCTH OT BXHOCTH COOOIIEHUS.
®paza okakeT OoJbIIee BO3JACHCTBHE HA TIOKYIIATeNsl, €CIU MPOIaBel]
HECKOJIbKO TpOMYe IpOHM3HECeT Haubolee 3HaYMMbIe ciioBa. Hanpumep:
“Hama ¢upma 3aHuMaeT Juaupymoilee (4yTh rpoMye) MOJIOKCHHE Ha
PBIHKE B TEUCHHUE TPEX MOCIEIHUX JIeT .

“I'pomornacHbBIi” cobeceqHNK OOBIYHO BBI3BIBACT JKEIIAHUE
OTOJIBUHYTHCA TONAJIbIIE - KaK pa3 Ha TO PACCTOSHHUE, C KOTOPOTO €T
yaoOHee cyIIaTh. 3a TaKoi MaHepOil TOBOPUTH MOTYT CKPBIBATHCS: CTpax,
41O TeOst HE OY/IyT CIIyIIATh, €CJIM ThI CTAHEIIh TOBOPUTH THIIIE; KEJIAHUE
MpUBJIeYb K ceOc BHUMAaHKE; CTPEMIICHUE 3aXBATUTh PEUYEBYIO TEPPUTOPHIO
WM Tipo0JIEMbI IOCTPOCHUS KOHTAKTa ¢ coOeceTHIKOM. ““TuxoroBopsmii”
YeJI0OBEK BOCITPHUHUMAETCS KaKk HEyBEPEHHBIN B ceOe, He MMEIOIINH ITpaBa
JTake Ha TPOMKHi rostoc. C apyToil CTOPOHBIL, TaKast MaHEpa B COYETaHUHN
C SMOITMOHATIBHOCTHIO U KOHTAKTHOCTHIO TIO3BOJISIET MEHEIKEPY CO3/1aTh
WHTUMHYI0 aTMOc(hepy OOLICHMSI.

3HAaYNMOU XapaKTEPUCTUKOW HMHTOHAIMU SIBISIOTCS May3bl.
D dekTuBHOE UCTIOIH30BAHUE T1ay3 TIOMOTACT YIPABIATH XOJIOM JCIIOBBIX
neperoBopoB. [lay3a npenocTaBiiseT BO3MOXHOCTD KITHEHTY BKIFOUHUTHCS
B Oecey IMEHHO B TOT MOMEHT, KOTOPBIH 3alUTAaHWPOBAaH MEHEIKEPOM.
[Nay3a crocoOHa mpuaaTh MHOTO3HAYUTENFHOCTE OOBIYHOMY clloBY. Kpome
3TOrO0, Tay3a MOXET ObITh CPEJCTBOM JIABJICHHS M MaHUITYISIUH. Emne
CBEXXH B IIAMSITH CUTYAIIH “‘COLMAIMCTUICCKOTO OOCTY)KUBAHUS~ KIIMCHTA,
KOT/Zla 3aTSHYBIIMECS IMay3bl HCIOJIb30BANUCh M ACHIEBOrO
caMOyTBEepKACHMS ‘paboTHUKA puiaBka”. [lokymarens: “JleByrika, a 3Ta
BEIIIb ¥ BaC TOJILKO TaKOU paciBeTku?”’ JleByIka He cIierna moBopaynBaeT
TOJIOBY, OKHBIBAET HEPAIMBOTO ITOKYTIATENS OLEHUBAIOIINM B3ITISIIOM H,
MIOMOJIYAB €IlI¢ HEMHOTO0, OTBeuaeT: “Jla” u AepKUT nay3y Jajblie.

Jns MeHepKepa OueHb BaXKHO YMEHHE JepkKaTh Iay3y MOCie TOro,
KaK OH 33/1aJ1 KJIMeHTY Bonpoc. MHOra 3T0 ObIBaET HE TaK MPOCTO, TIOTOMY
YTO KIMEHTHI JI0JITO JyMAIOT, HE OY€Hb XOTAT OTBEYaTh HA BOTPOCHI WIIH
caMH TIPHUIICPKUBAIOTCS TaKTUKH “‘IIMTEIhHBIX may3”. Eciam mpomasert
MIPOIOJHKACT CBOIO peUb, HE MOKIABIINCH OTBETA OT IMOKYyTAaTeNsl, OH
MmochlIaeT eMy cooOmieHne: “He Tak yk W Ba)HO, 4TO BBl TaM Ha CaMOM
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nene gymaerte”. IIpomaBer “mpuydaer” MOKymaTels HEe OTBEYaTh Ha
BOIIPOCHI M TEM CaMBIM ‘‘BBIKITIOYAET  €ro M3 Mpollecca 3aKITIOYCHHS
caenku. J{ist ToproBoro areHTa HeOOXOAMMO HAYYUTHCS JepKaTh Hay3y
MocJie pemaroniero Bonpoca: “Bei Oyuere Opars monenb A wiu B) Eciu
e MEHEJ[KEep HE BBIJCPKUBACT BOSHHUKIIICTO HATIPSHKSHHUSI U TPOAOIDKACT
pasroBop, Kak HU B 4YeM HU OBIBAJIO, TEM CaMbIM OH JTa€T BO3MOXHOCTh
MTOKYTIATeII0 YKIIOHUTHCS, YHTH OT IPUHATHUS PEIICHHUS.

Jronn, HE ymerommue aepxkarh may3y, OOBIYHO XapaKTEePH3YIOTCS
M3IUIIHEH TPEBOKHOCTHIO, HEYBEPEHHOCTHIO. 3aTSHYBILUECS 11ay3bl OHU
BOCIIPUHUMAIOT KaK yIpo3y “NIpaBUILHO CKIIAIBIBAIOIIEMYCS” Pa3roBoOpy.
B o01eHnu ¢ TakuMU KIMEHTaMU MEHEIKEPY BaXKHO CIICIUTH 33 TEM,
9TOOBI OHH YyBCTBOBAIHM Ce0s1 CITIOKOWHO W KOMGOPTHO B MpoOIEcce
JeJIOBBIX TEperoBopoB. [leroBbie MapTHEPHI, 310yHOTPEOIIIOmIe
rmay3aMu, CTaparoTcs TaKuM 00pa3oM MOTUEPKHYTH COOCTBEHHYIO
3HAYMMOCTh. OOBIYHO JaHHAash MaHepa pa3roBapUBaTh JOTOJHSIETCS
YBECUCTBHIMU BJIACTHBIMU JBH)KEHUSIMH M TPUIIOAHITHIM TTOJ00POIKOM.
MeHnemxepy clieyeT OKa3blBaTh YCUJICHHOS BHUMAHUE KITMCHTAM TaKOTO
TUIA, TOMOTass UM PacciIabUTHCSI W MOJYYUTH MOATBEPKACHUE
COOCTBEHHOH 3HAYUMOCTH.

Tewmm peun, KOTOPBIN BRIOUPAET TSI CeOsT KaXKTbIi YeTTOBEK, B KAKOH-
TO CTEIICHH OTPAKAET TEMIT €r0 BHY TPEHHEH KU3HU WIIN TEMIT BOCIIPUSTUS
KOHKpeTHOU cutryanuu. [loaToMy Juisi mpojaaBlia BaXXHO yMEHHUE
MOJICTPOUTHCSI TIOJ] TOT TEMII, KOTOPBIN MpejyiaracT KiIueHt. HekoTopbie
MCHEKEPHI B pab0Te ¢ MEIIUTEIBHBIMH, ‘“‘3aHYOHBIMHA KIHNECHTAMU
CTpeMATcs OBICTPO TOBOPHUTH BO BpeMs Iay3, HAJEsCh TaKUM 00pa3oM
“momorHaTh” KIWEHTa. Takas TakTHKa HE MPUHOCHUT OXKHUIAEMBIX
Pe3yJbTaTOB, TAK KaK MOKYTATeNb elie O0MbIIe 3aMeJIsIeT COOCTBECHHBIN
TEMII, YTOOBI JIyUIIIe YCBOUTH MPEIaracMyto HH(POPMAIIHIO.

BricTphIil TeMI peyu acCOUUPYETCS C AMOIHMOHAIBHOCTHIO U
JIETKOBECHOCTHIO. 3aMeJIJICHHBIN TEeMIT XapaKTepHu3yeT 4YeloBeKa,
CTPEMSIIETOCs TMOTYEPKHYTh COOCTBEHHYIO 3HAYMMOCTh M COJUIHOCTD.
Memnemxepy cieayeT BHIOMpATh HE TOJIBKO TOT TEMI PEYH, C KOTOPBIM
TOBOPUT €r0 KIUEHT, HO U TOT TE€MII, KOTOPBI COOTBETCTBYET CUTYaI[UU
npe3eHTanmu. Eciiu HalM KIMEHTHI -JI€TH, TO I HUX 0oJiee 3HAYMMOM
SIBIISISTCS] AMOIIMOHAIBHOCTh TPOJIABIA, €CIU KIIMEHTBI - PYKOBOJIUTEIN
BBICIIIETO 3BEHA, HA HUX OOJbIllee BIEYATICHNE MPOU3BENET CONUIHBIH,
HETOPOIUIMBBIN CTHIIb TIOIaYH MaTepHraa.

UTtoObI ycHITUTD BO3IIEHCTBHIE TIPE3SHTAIINN CBOETO TOBAPa, MEHEIKEPY
HEOOXOMMO MPABUIBHO J€JaTh WHTOHAIIMOHHBIC yaapeHus. CMbICh
COOOIICHUS MOXKET OBITh U3MEHEH B 3aBUCUMOCTH OT TOTO CJIOBA, HA KOTOPOM
MBI JienaeM yaapenue. [laaiite cpaBHuM aBe (pasbl: “Mbl opraHuszyem
JOCPOYHYIO TOCTABKY CIIEIMATBHO [T Bac” U “MBI OpraHu3yeM J0CPOUHYIO
JOCTaBKy CIIENHajbHO JAJsl Bac”. B mepBoM ciydae KIMEHT MOJTydaeT
COOOIIIEHNE, UTO ATY YCITYTY BHIITOIHSET ONpeaeeHHas Gupma, BO BTOPOM -
YTO 3Ta yCIyra npeHa3HaueHa IMEHHO EMY.
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Jlns xnweHTa “roBOpsIIe”’ SBISETCS HE TOJIBKO caMa MHTOHAITHS,
HO 1 ee M3MeHeHue. ToproBeIii TpecTaBUTeNh, TOIHKO YTO HETOPOTIITMBBIM
HU3KHM TOJIOCOM PAaCCKa3bIBAIOIIUN O MPEHUMYIIECTBAX HOBOH MOJIEIH,
BBEJICHHOU B MPOU3BOJCTBO, BIPYT HA BOMPOC O rapaHTHITHOM CpPOKE
oTBeYaeT ObICTPBIM M BBICOKUM TOJ0COM. Takoe M3MEHEHHUE MHTOHAIIUU
HeceT KJIMeHTaM COOOIIeHHE: “3eCh YTO-TO HE TaK, OYIbTE OCTOPOIKHEI .

Yupaxuenue
* [IponsHecute oHy KOpOTKyIo (hpasy “Moii ToBap - onun
M3 CcaMbIX Jy4lIux” ¢ pa3IuvHOW HWHTOHAIHEH: C
YJOBOJILCTBUEM, C COMHEHUEM, C PABHOAYIIHEM, C TOPAOCTHIO.
OT13eprkanuBanue - 3¢ GeKTUBHBbIA IPUEM YIPABJIEeHUS
NMpoLeccoM 3aKII0UeHHs ¢/1eJIKU. Kak co CTOPOHBI BBITIIAIUT
rapodka Bito0eHHBIX ? OOBIYHO OHU HAXOASATCS Ha MHTUMHOM
JIUCTAHIIMK, YaCTO CMOTPSAT APYT APYTY B IJa3a, ¥, caMOe IIIABHOE, UX
JKECTBI ¥ TI03bI IIOYTH OJIMHAKOBBI H 3ePKAIbHO MoXoku. OHa paccMesiyiach,
Y OH YJIBIOHYJICS, OH HaXMYypPHJICSA, U y HEe MOSBHIOCH 03a00YCHHOE
BBIpaKeHWMeE JuIa. Ecim mapouka “nrymaast”, To 062 pa3MaxuBaroOT PyKaMH,
eclm “Tmxas’, WX JBIDKEHHS CTIOKOWHBI W pa3MepeHHBI. CiaydaiiHbie
MMOTIYTYUKH, HaOIr0Aas 3a BIIOOJECHHON Mapoi, HEMPOU3BOILHO
yabi0aroTcs. VX B3mIs H0JIbIe OOBIYHOTO 33J/ICPKUBACTCS HAa HUX, a Ha
JIyIlle CTAaHOBUTCS Teruiee. be3 BCAKUX CIIOB CTAHOBUTCS TIOHSATHO, YTO
MEXJAYy 3THUMU JIOJAbMU B JaHHBIH MOMEHT CYIIECTBYET IOJHOE
B3aMMONOHNMaHue. be3yCclioBHO, OT TOProBoro areHra He TpelyeTcs
JNIOCTUTATh BIIOOJEHHOCTH KIHWEHTa. BmecTe ¢ TeM eMy, Kak U
BITIOOIEHHBIM, HEOOXOIIMO COXPAHATH JOBEPUTEIEHBIA KOHTAKT CO CBOUM
JICJIOBBIM ITAPTHEPOM.

OIHUM W3 MOUIHBIX CPEJICTB MOCTPOCHUSI KOHTAKTa SIBISIETCS
om3zepKaiuganie - MOBTOPEHUE
MUMHUKH, JKECTHUKYIAIHU W
WHTOHAaNWU cobecenHuka. Ha
Oecco3HaTeNbHOM yPOBHE TaKOe
ITOBTOPEHUE BOCIIPUHUMACTCS KaK
nocnanue: “S gymaro u 4yBCTBYIO
Tak ke, Kak u Tel. [loHsATHO, YTO
KaXIOMY W3 Hac MpHUATHEE UMETh
JeI0 C  YeJOBEKOM, Ube
MHUPOOIIyIIEHNE TTOXOKE Ha HaIle
cOOCTBEHHOE.

Ha onHOM 13 ceMUHApOB MBI ITPOJIEIIAIN TAKOH IKCIIEPUMEHT. bbin
CMOJICJIMPOBAHBI JIBE CUTYallUW 3aKJIFOUEHUS CIIENKU. B mepBom ciyuae
MEHEeKep AOJIKeH OBLI JOTOBOPUTHCS C KIUEHTOM 0€3 BCAKOM
KECTUKYISANUN (3TO OBIO OTOBOPEHO B MHCTPYKITUH ), UCTIONB3YS JINIITH
CJIOBECHBIE IPHUEMBI 3aKIIFOUEHUS cAeNKn. Bo BTopoM cirydae MeHeKepy
CJIEJIOBANIO HApPSAAY CO CJIOBECHBIMU TEXHUKAMH HCIIOJIb30BaTh
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OT3epKaJiBaHKe, U IOTOBOPEHHOCTH OblJIa TOCTUTHYTa B TIOITOpPa pasza
OpIcTpee, ueM B mepBoM ciydae. [lokazareiapHO, YTO BO BTOPOM CiIydae
MIPOIaBIly OBICTpPEE YAAIOCh HAJIAANTh KOHTAKT: KIIMEHT OXOTHO COKPATHII
JIICTAHITHIO OOIICHHMS, CaM 3a/1aBaJl BOIIPOCHI, OOJIbIIIE pacCKa3bIBa O ceOe
1 B OOJIBIIICH CTENEHN B3aUMOJICHCTBOBAI C TOBAPOM.

Kazanmoce ObI, 9TO MOXKET OBITH MPOIIE MOBTOPEHUS OTIAEIHHBIX
YKECTOB CBOETO cobecenHnka? BMecTe ¢ TeM HEKOTOPBIE TOPTOBEIE ar€HTHI
WCTIBITBIBAIOT 3HAYMTEIbHBIEC 3aTPYJHEHUS B BBHIMOJTHEHUH TaKUX
“npocThix’’ MpreMoB. BHaualie MX ABMKCHUS KKy TCSI MEXaHUCTHYECKUMH
Y HeeCcTeCTBEeHHBIMU. OKa3bIBAETCS, IOBTOPEHUE YKECTUKYIISIIUH -CI0KHOE
neno, TpeOyromiee BBICOKOTO YPOBHS HAOJFOIATEIbHOCTH U YMEHHS
HACTPOUTHCA Ha cobeceHnka. HacTpoeHHOCTh Ha coOeceTHIKA TTO3BOIISET
MPOYYBCTBOBATh €T0 JKECTHI U COOTBETCTBEHHO “NIPEeBPATUTh’ WX B
€CTEeCTBEHHBIE, HEMPUHYXJAEHHBIe. B TO e BpeMs Takoe
B3aMMOIIOHMMAaHUE TIOMOTAeT UHTYUTHBHO IMPEyrajarh, KAKUM JKECTOM
OyJIeT MMOJIb30BaThCs KIIMEHT Yepe3 HECKOJIbKO MUJUTUCEKYH T. IMEHHO 3Ta
“chopa” BO BpeMEHH J1aeT BO3MOXHOCTh IPO(EeCCHOHATIBHO PA0OTAOIEMY
MeHe/Kepy M30eKaTh HEJIOBKOCTH W MEXaHHCTUYHOCTH B JIBMIKCHHSX,
MTOBTOPSAS KECTHI KJIMEHTa Kak CBOM COOCTBEHHBIE.

TexHuKa OT3epKaIMBAaHUS MMO3BOJIIET HAaM HE TOJHKO HAJIAIUTH C
KJIIMEHTOM XOPOIINI KOHTAaKT, HO U JAaeT BO3MOXXHOCTb ‘“BECTHU’ €ro 3a
coboii. Eciiu mponaBen B “3epkanbHON” Tape MEHSIET 03y, TO TOKyIaTellb
B OOJILIIIMHCTBE CIy4YaeB TaKKe OCCCO3HATEILHO M3MEHSET U CBOC
moJioKeHue Tena. JJoCTHTHYB omnpeneaeHHON JOBEPUTEIHLHOCTH B
OTHOIIIEHUSX, MEHEKEP MOXKET BO3/IEHCTBOBATh Ha ITOBEICHUE KIINEHTA,
npezsiarasi CoOCTBEHHYIO )KECTHKYIIAIMIO. Takoe BIusiHIE 0COOSHHO BaYKHO
B TOM Clly4ae, €CJId Mbl XOTUM IMPUBJICYh BHUMAaHUE KJIUCHTA K
OTpeJICICHHBIM MPEUMYyIIecTBaM paboThl Haiiero ToBapa. Dpassl:
“JlaBaiiTe BMeCTEe MOCMOTPUM 3TH AOKYMEHTEHL...”, “O0paTuTe BHUMaHHE
Ha paboTy 3TOH BTYNKH...”, “Be10epure, moxKaIyiHcTa, TOT IBET, KOTOPHIH
OospIirre morpasmics...”, “TlompoOyiiTe camu, Kak 3Ta MOIEThL padoTaerT...”,
COIIPOBOYKAAEMBIE OTIPENIEIIEHHBIMH KECTaMH, OIarOTBOPHO MO/IEHCTBYIOT
Ha KJIMEHTA, 3aCTaBSIT €ro OXOTHO CJIEI0BATh MPEAJIOKEHUSIM MEHEIKEPA.

Uro aenarb, eciay KIMEHT HE JEMOHCTPHUPYET HUKAKUX JKECTOB U
MIPOSIBIISIET MAKCUMYM cliepkaHHOCTH? KOHEUHO, OT3epKaIUTh JABHIKESHUS
TAKOTO KJIHMEHTa CJO0XKHEE, TOTOMY YTO dTO TpeOyeT eme OoJbImei
HaOmromareapHocTH. OOBIYHO YEJIOBEK, HE IO3BOJSIONUN cede maxe
HE3HAYUTEITHLHOTO BBIPAKEHUS YYBCTB, YCHIEHHO KOHTPOJIWPYIOIINI
MIPOSIBIICHUSI COOCTBEHHOT'O Tela, BCE-TaKU COBEPIIAET MaI03aMETHBIC
nBrkeHus. [Iponasert, MCIONB3YOMIUN TEXHUKY OT3epKaTUBAHUS, MOKET
YCHIIUTh 3TH JKECThI, TIOBTOPUB UX CBOCOOpAa3Ue, HO CJIEIaB UX 3PUTEIIBHO
Oomee BeIpaXeHHBIMA. Jlaske KIIMEHT, KOTOPBIH cTapaercs “‘HUYeM ceOs
HE BBIJIaTh ¥ HE IEMOHCTPHUPYET “HUKAKHUX ~ KECTOB, JAKE TAKOH KIIMEHT
TIBIITAT, @ 9TO 3HAYHT, YTO €ro 1o3a MeHsieTcs. [Iprcoenmaenne K TbIXaHuio
siBIsieTCsl A (MEKTUBHBIM CPEJCTBOM MOCTPOCHHS TITyOOKOTO KOHTAKTa C
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JIPYTUM 4eioBeKoM. MBI HajieeMcs, 9TO BaM HE TIPUAETCS UMETh JIEN0 C
KJIMEHTaMH, HaXOQAIIUMHUCSI B KOMAaTO3HOM COCTOSIHHH, IMTOATOMY
NPUBOAMM 37€Ch JaHHBIA ciaydyald B KadecTBe wmeTadopsl,
WJUTIOCTPUPYIOLICH BRICOKYIO () ()EKTUBHOCTh TPUEMOB OT3EPKAIMBAHUS.

[ManueHTKa MCUXUATPUYCCKON KIMHHUKHU yXKE JOJITr0e BpeMs
HaXOJMJIaCh B KOMAaTO3HOM CcOCTOSTHUH. OHa cOXpaHsia SMOPHOHATBEHYIO
o3y, He Jienaja Hi MaJeUInX ABMKEHUH, HEe OTBedaja Ha BOTPOCH U
HUKaK He peardpoBajia Ha JelcTBUA JIpyrux Jwoaei. IlurarenpHbie
BEIIEeCTBA JUIs MOAJACPKAHUS KU3HU OHA MOoJiydaja ¢ MOMOIIBIO
KaneJbHUIIbI, BHYyTPUBEHHO. OMBITHBIN ICUXKUATP, K KOTOPOMY OHA ITorajia
MOCJe HECKOJIbKUX O€3yCHENIHBIX IMOMBITOK JICYCHUS, HEe 3aJlaBayl ei
BOIIPOCOB M HE “Mydni’ ee pacckazaMiu. OH JIET pSIOM C HEH B TaKyTO JKe
103y W CTaJl KOMMPOBATh TEMII, TIIyOUHY M “pHUCYHOK’ ee mpixaHus. Ha
TpeTbeM CeaHce NalHeHTKa He CMOorja OOJNbIIe COXPaHITh
SMOPHOHAJIBLHYO 103y, OHA yiapuJiia Bpada u 3akpuuaia: “‘He cMeii pimarh
TaK ke, Kak u s1!”. C 3Toro MOMEHTa HavaJICs MPOLIECC U3JICUCHUS.

Bo3MoskHO, mpruoOpeTeHue onpeeIeHHOTO TOBapa TAKKe TOMOXKET
HaITUM KITUEHTaM “U3JISIUTHCS XOTS OBI OT OMHOM U3 CBOMX MPOOIIEM.

[Ipu ncronp30BaHUM OT3EPKAIMBAHUS HEOOXOIUMO TTOMHHTD, YTO
HeJb3s1 KOTIMPOBATH 3aIIUTHBIE ITO3BI ¥ MTO3BI IPEBOCXOACTBA. MeHemxep,
3epKajbHO NOBTOPsOIIMH “no3y Hamoneona”, B KOTOpoi HaXoAUTCS €ro
KIIUEHT, CIIOCOOCTBYET YCHIICHUIO HACTOPOXKCHHOCTH M JUCKOMQOpTa y
nokymnaresst. MeHeIKep, KOITUPYFOIIUH B3IJIsi/T CBBICOKA, YKA3YHOIIUH KECT
WM BaJIBSHKHO 3aKUHYTYIO HOTY Ha HOTY, OyZIeT BOCIIPHHUMATHCS KITHEHTOM
KaK KOHKYPEHT, C KOTOPBIM HEOOXOIUMO “‘Cpa3uThCs’, YTOOBI TOKA3aTh
CBOE TIPEBOCXOJICTBO.

YupaxkHenue

* [TonpoOyiiTe NCIOIB30BATh TEXHUKY OT3EPKAIHBAHUS B
Oeceie ¢ ipyruMm yenoBekoM. Kakue o3l )KeCThl 1 HHTOHAIIUH
TPYyIHBI 111 KorupoBaHus? [louemy?

3aem npoaaBuy caymarhb kiaueHta? Uro
HHTEPECHOI0 OH MOKET COOOIUTH?

JlelicTBuTENBHO, 3aUueM NPOJABILY CAyIIaTh kKiueHTa? Kto

MOJKET 3HaTh TOBap Jydlle, YeM IMPOJaBell, TOCTOSHHO

3aHUMAIOIIUICS ero peanm3anueii? A eciu MOKymareiah X0ueT CAeNaTh

MIPaBUIBHBIN BEIOOp, My KaK pa3 v Hy)KHa TTOJTHast HHPOPMAIUs O TOBape.

Jasatite paszbepemcs, mouemMy mpodeccruoHary B 00JacTu cOBITa
HEOOXOIMMO pa3BUBATh B ceOE yMeHUe Cyuams.

1. IlepBast u camas TaBHas MPUYUHA COCTOUT B TOM, 4TO JIJIS
MOKyIaTeNsi, Kak U JJis JIFoOOro uejaoBeKa, Hanbosee MpaBUIbHBIMU,
BaYXHBIMU U IICHHBIMH SIBIIIOTCS COOCTBEHHBIE BHICKA3bIBAHMS. 3aMeqaliin
JIY BBI, YTO BBIPAKEHNE JIUIIA ITOKYTIATeNsl, BEIHYKIEHHOTO BCITYIIINBATHCS
B MOTOK MH(OpPMAITUH, KOTOPBIA OOPYIIMBAET Ha HETO TOPTOBBINA areHT,
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KapAWHAIbHO OTIAMYAETCS OT BBIPAXKEHHUS IJUIA MOKymaTens,
0OpyIIMBAIOIIETO Ha MPOAABIla TTOTOK COOCTBEHHBIX MOXKeTaHUN? Bbl
MokeTe 10 pa3 moBTOPUTH, KAKOH 3aMeuaTeIbHbIN BEIOCHUIIE ITPOAACTE,
HO OHM HE IMEpEeBEcST OJHOTO pa3a, MPOM3HECEHHOTO MOKYyIaTeJIeM.
[Iponasen cpenHel pyKH MbITaeTCs yOSAUTh KIIMEHTA B COOCTBEHHON TOUKE
3penus. [IpodeccnonanbHO paboTarontuii MeHEKep TOMOTaeT KITHCHTY
camomy pazo0paTbes B cOOCMBeHHbIX CMYTHBIX TIpeanonoxkeHnsx. OH naet
€My BO3MO)KHOCTH BBICKA3aThCsl, 00CYANTH TUTIOCHI 1 MHHYCBHI PEIICHHUS O
MOKYTIKE, CTABUT HY)KHBIC aKIICHTBI ¥ 33]1aeT HY)KHbIC BOMIPOCkl. OTBeuas
Ha BOIPOCHI NPOAABIA, KIIUEHT CaM MPUXOJIUT K BBIBOJY, YTO TOBap,
KOTOPBIM OH MPOCTO UHTepecoBaics 10 MUHYT Ha3aj, eMy COBEPLICHHO
HeoOxoauM. JIJ1st TOro 4TOOBI KIIMEHT caM yoeIniI ce0s1 B HeOOXOMUMOCTH
MTOKYTIKH, TIPOJIaBEI] JOJKEH YMETh CITYIIaTh.

2. Cnenytromas mpuIuHA 3aKII0UASTCS B TOM, YTO €M OOJIBINE MBI
JICJIAMCSI C Y€TIOBEKOM COOCTBEHHBIMU ITEPEIKUBAHUSIMHU, TEM OOJIBIIE MBI
HauyWHaeM eMy dogepamy. IlpoBeaure HEOOJBIION DKCIEPUMEHT.
Crpocure 0 4eM-HUOY/Ib BAXKHOM, HAIIpUMED, KaK BaM JJOCTUYb YCIIEXOB
B Kapbepe, y OMMU3KOTO BaM 4eJOoBEKa M y 4YelOBEeKa C YIHIlbl. YbHu
paccyskaeHusI OyIyT IMETh JIJIs Bac OOJIBIITYIO IICHHOCTR ? [ [pumMepHo TakmM
Ke ““9eJIOBEKOM C YIHIIBI BOCITPHHUMAETCS mpoasetl. [Ipekae ueM Hagars
MOMBITKY TOBIHATH Ha PEIICHUE IMOKYyIaTels, YCTAHOBUTE C HUM
JIOBEPUTEIILHBIA KOHTAKT. J[JIs1 3TOr0 Ha/Mo CayIars.

3. TonpKO BHUMATEIIBHO CITyIIasl KJIUEHTA, Mbl MOXKEM IOJIyYUTh
He0o0XomnMyt0 HH(OPMAITHIO O €T0 HHTEpecaX, MOTPEOHOCTSX, JKEeTaHHSIX,
T.€. IPOBECTH OuaeHocmuKy KiuenTa. IMeHHo mpaBuiIbHAS TUAarHOCTHKA
TTO3BOJIUT HaM BHIOpaTh Hambosee d(HPEKTUBHYIO TAaKTHKY PaOOTHI C
nokymnareneM. MeHemKep JOKeH MPUBECTH UMEHHO T€ apryMEHTHI,
KOTOPBIC MTO3BOJISIT 3AKIFOYHTH CIICIIKY, & HE T€, OT KOTOPBIX KITUCHTA TSHET
noOkIcTpee MOKUHYTh oduc. s 3Toro HaIo CIymars.

4. Ha cemuHapax MbI 9acTo cripammBaeM: “Kaxue monan yoenuTeibHO
BO3MIEHCTBYIOT Ha Bac?” M Bcerma cpemy Mpodnx moiaydaeM oTeT: “Te,
KTO BHUMATEIBHO CIymaroT”. J[ecTBUTEN HO, KOT/Ia MBI BUJIUM, YTO HAC
BHUMATEJIBHO CIYILIAIOT, TO OeCCO3HATENIbHO pelaeM i cedst: “OToT
YEIIOBEK IMOXO0XK Ha MEHs, My MHTEPECHO TO JKe, YTO U MHE. A pa3 emy
HHTEPECHO TO, YTO 5l TOBOPIO, TO, HABEPHOE, M OH YTO-TO MOXKET CKa3aTh
WHTEpPECHOE IO ATOMY Bompocy”’. IMEHHO Takoe OTHOIICHHE K
co0eCeTHUKY MPHUIAeT €T0 yTBEPKACHHSIM JOTMOJHUTEIbHBINA BeC

ybeoumenvnocmo. Jlns Toro dYToOBI OBITH OoJice
‘_-‘ yOeAUTEIbHBIM, HAJIO CIYIIATS.

AxmusHoe ciywanue no3eonsaem 3a60e6amy 008epue
KIUeHma, coopame MakCUMAibHO NOIHYIO UHDOPpMALUIO O
e20 unmepecax u yoeoumenbHo 6030elcmao8amy Ha e20
peuienue



IIpuemMbl AKTUBHOIO CJIYIIAHMA.

1. Kusanue 20108011 u ucnonv3osanue medxcoomemuii “aza’”, “yey”.
Y TBepAUTEIHHBIN KMBOK T'OJIOBBI HECET KIIMEHTY Mocianue: “‘/la, s cirymaro
Te0s”. MEKIOMETHs MO3BOJISIFOT COOOIUTh MapTHEPY MO OOIIEHUIO O
COOCTBEHHOW 3aMHTEPECOBAHHOCTH, HE MPEPhIBasi €r0 MOBECTBOBAHMUS.
BakHo, 9TOOBI MEXIOMETHS TIPOU3HOCUITUCH C TOH JK€ MHTOHAIUEH, ITO
1y KiueHTa. i1 sHeprudHO HaCTPOSHHOTO KIIMEHTA MOJONHIET KOPOTKOE
“a-a”, a ISl KITMEeHTA, PACCKa3bIBAIOIIETO O JTJMYHBIX ITpo0IeMax, moIouaeT
“a-a-a” Oosee BOymMunBoe. {151 SMOIIMOHATIBHOTO KJIMEHTa 3 (EKTUBHBI
MEXIOMETHS “yX ThI”, “310pOBO” U APYTHUE, UCTIONb3YEMBIE UM BO BpEMsI
pasroBopa. A IS CAEPNKAHHOTO KIMEHTA, COXPAHSIOIIET0 B TCUCHUE
MIEepEeroBOPOB OPHUIHANBHYIO AUCTAHIIHIO, OyAEeT JOCTAaTOYHO
BHHUMATEIHHOTO B3MVISAA U HEOOIBIIOTO KHBKA TOJIOBBI.

2. Bonpoc - “axo”. Kmuent: “A xouy nocmompems smy moodenn .
[ponaseu: “Omy?”. Knuent: “/a, omy. Ona npagumcs mue mem, umo y
nee senenviti ysem . Ilpomasew: “3enenvii yeem?” Knuent: “3enewsiii
yeem AGNACMCs MOUM JHOOUMBIM U euje 30ech nooxodsuuil pasmep. Kax
6vl cuumaeme?”. Ecnu OBbI TIpogaBell cpa3y CTal peKjIaMHupoBaTh 3Ty’
MOJENb, OH OBLT OBI JUIICH BaXXKHOW WH(OpPMAIMHU O MPEAITOUTCHHUIX
kireHTa. OH MOT COCPEOTOYMTh CBOE€ BHHUMaHWE Ha KaueCTBE WU
KpacHBOM yITAKOBKE U TYT YK€ BbI3BAJI ObI y KIIMEHTA OIIYIICHUE, YTO TOBAP
“HaBs3pIBAIOT”. BaskHO, YTO pe3y/bTaToOM JaHHOW MUKPOOECE bl SIBUIICS
BOIPOC MOKYIMATelsl K MPOoJaBIly. DTO 03HAYAET, YTO KIUEHT IOTOB
BOCTIPHHATH HEKOTOPYIO HH(POPMAIIHIO O TOBAPE, U COOOIIEHNE MEHEKepa
rmomnajeT Ha “OIaronmpUsITHYIO TTOYBY .

Hepenko >¢hekTHBHO HCIOAB30BATH JAaHHBIH MPHUEM MEIIAeT
CTpeMJICHHE MEHEIKepa cpa3y ke COOOIIMTh KIMEHTY 4TO-TO HOBOE. B
CUTYyalluM, KOTJa KJIUEHT €Ille He HACTPOEH Ha MPEIMET pa3roBopa,
Oosbias 4acTh MH(MOPMAIIUU MPOXOIUT JIUIsl HETO MEMO YIICH. 3aKa3unk
YCIBIINT HYXXKHBIE apTYMEHTHI TOJIBKO B TOT MOMEHT, KOT/[a TIOHMET, Y4TO
OHH JEHCTBUTEIHHO COOTBETCTBYIOT €r0 MHTepecaM. lHorma Toproseie
areHTHI OIMAacaroTCs, YTO OYAYT BHIIAICTH IIIYIO, “KakK IOIMyTai’”, eCu
HECKOJIbKO pa3 mepecrnpocaT kiueHTa. OOBIYHO ATU ONMACCHUS
0CeCIOYBEHHBI, IOTOMY YTO MMEHHO ‘‘HOMyraickue” BOMPOCH Jal0T
BO3MOXHOCTB IOKYTIATEIIF0 MOTOBOPUTH O CBOMX MHTEPECax, COOOIIUTH O
HUX 3aMHTEPECOBAHHOMY CITyIIATENI0 (KOTOPOTO OH TaK JOJTO HCKA).
[TorpoOyiiTe MCTOMB30BaTh ATOT MPHUEM B Pa3roBOPE ¢ OJM3KUMH H,
BO3MOJKHO, BBl y3HAETE MHOTO 1ToJie3HOTro /ytst cebs. Kak 1 B mepBoMm ciydae,
OYCHb Ba)KHA 3aMHTEPECOBAHHAs MHTOHAIMs. lHaue HUKAaKOH BOIPOC -
“9X0” HE 3aCTaBUT COOCCEIHMKA JCIUTHCS CBOUMHU COOOPaXKCHHSIMU C
PaBHOJYIITHBIM CITYIIATEIICM.

3. IHloemopenue ¢ppazvl. He 60HTECH MOBTOPATH 32 KIUCHTOM KaK
MOJKHO OOJIBIIIE €T0 COOCTBEHHBIX CJIOB M pa3. Ilomydas u3 yct npomgasiia
CBOU COOCTBEHHBIC CYXICHHS, MOKYIATEIb MPOHUKACTCI K HEMY
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noBepreM: “BoT dermoBek, KOTOPHIH ITyMaeT Tak ke, Kak u s1°. Takas
yCTaHOBKa KJIMEHTAa JellaeT BHICKAa3bIBaHHUs MeHeIkepa Ooiee
yoenuTensHbIMU. ONITOBBIN KIMEHT: “‘Mue kasicemcsi, umo 6 3mux kogpmax
coecem Hem uiepcmu, a moavko cnaownou axpun’. IlpogaBeu: “Bam
Kascemes, 4mo 6 3mux Kogmax mem uiepcmu, a nodemy bl Max
oymaeme?” KimmeHt: “Umo-mo na ougyns onu xaxue-mo scecmkue u Oieck
Kaxoti-mo cunmemuyeckuti”. IlpogaBen: “Bam kasicemcs, umo y Hux Oieck
Kakou-mo cunmemuyeckuii?” KIIMEHT TTOCIYIITHO KUBAET TOJIOBOM. ITOT
KHBOK ‘‘CO00IIaeT” MPOaBILy, YTO KIMEHT HAXOIUTCS C HUM B KOHTAKTe,
¥ OH MOXET MOCTENEHHO “BBOAMTH’ B Pa3rOBOP HOBYIO WH(OPMAIIHIO.
Teneps 31a nHpopManust OyeT BOCIPUHSATA C OOJBIINM JJOBEPUEM, YEM
B Hauaje pasroBopa. He genas maysbl, mpojaBell npoaosnkaet: “B atux
kodrax 10% akpwmoBoit HUTH. biieck, 0 KOTOPOM BB TOBOPHIIH, 3aBUCUT
OT BBIZICJIKH TaHHOH HUTH. [[03TOMY HHOTIA M3IETTHS TPHOOPETAIOT TAKOH
orTeHoK”. KIIMeHT BHHMATENILHO CIIyIIaeT, He rnepeOuBas npozasia. He
TEpsis HUTh Pa3roBOpa, MPO/IaBell IbITACTCS IIPOSICHUTH COMHEHHUSI KITUCHTA!
“Bam kaxetrcs, 3TOT Oyieck OyJeT OTHYTHMBaTh BAalIUX PO3HHYHBIX
KkiueHToB?”” KITMeHT OXOTHO IETUTCS CBOMMH COMHEHUSIMU. Ecin Ob1 Harm
MIPOJIaBell He MCITOIB30BaJl ITOBTOpa (hpa3bl B HAYAIIE Pa3rOBOPa, BO3MOXKHO,
eMy He yAaioch Obl IOBIWATH Ha MHEHHE KJIMEHTa W MpoAaTh TOBap,
KOTOPBIX B IV1a3aX KJIMEHTA BBHIMIIAAEH “TUIOXUM .

Hauunaiite moBrop ¢pasbl KnueHTa co cloB: “‘Bui cuumaeme”, “But
ckazanu’”’, “Bam xaxcemca . VICTIONb30BaHIE MECTOUMEHUS “‘BBI”’ CO31ACT
y KJIMEHTA OIIYIICHHEe, 9TO UMEHHO €T0 MHEHHUE BBICIYIIAHO C OOIBITUM
BHUMaHHUEM.

4. Ilepegpopmynuposanue. KoHedHO, KOKIOMY W3 HAC TPHUATHO
YCIIBIIIATh MOJITBEPKACHHE COOCTBEHHON TOUKH 3peHusi. Bmecte ¢ Tem
MBI JKJIEM B OOIIEHHH ¢ COOCCEIHUKOM U 4ero-To HOBOI'O, MHa4Ye Oecena
CTaHOBUTCSI CKYYHOU u ObICTpO 3atyxaet. [Ipuem nepeopmyruposanue
COCTOMT B BO3BPAIIIEHIH CMBICIIA BEICKA3bIBAHUS C TIOMOIIBIO IPYTHX CIIOB.
[lepedopmymmpoBanue MO3BOISIET TOPTOBOMY areHTy 100aBHUTh B Pa3TOBOP
CBOE BHJICHHE U B TO K€ BPEMs MTOKa3aTh KIUEHTY, YTO €T0 BHUMATEIHHO

CJIyIIaroT.
OnroBeIit KIIMCHT, KPUTUYCCKU pacCMaTpurBas npe}maraeMLIﬁ TOBAp,
TOBOPHUT: “Mne KasicencA, 4mo 6 onmux Koquax coecem Hem wepcmu, a

moavko cnaownou akpun”. IlpogaBenm He TOPONUTCS pa3yOekmaTh
KJIMEHTA, TTIOTOMY YTO 3HAET, YTO €CIIM OH BCTYIHUT B CIIOp, KIIMEHTY HE
OCTaHEeTCS HUYETO JIPYTroro, Kak 0TCTanBaTh CBOIO MO3uLnio. [loaTomy on
UCHOJB3YeT nepeopMyarupoBaHue U cpasy Ke 3ajaeT Bompoc: “‘Bawu
Kasicemcesi, umo 8 IMux Kogmax Opyeoi cocmas, a nodemy vl makx
dymaeme?” Kiment: “Ymo-mo Ha owgyns oHu Kaxkue-mo sicecmrue u O1eck
Kaxou-mo cunmemuyveckuti”’. Ilpomasett: “Bam kascemcst, umo eciu kogpma
bnecmum, mo ona coenana movko uz akpuia?”’ KIIMeHT, o CIyITHO KUBast
ronoBoii: “/la. A pazee smo ne max?”’. YMeno ciymas U paccrpaiinBas
KIIMEHTA, TPOAaBeL] J0OUBAETCs CEPbE3HOT0 MPEUMYIIECTBA - TENEPh CaM

42



KJIMEHT 3arparmuBaeT uHpopmaruio. CiaemnoBaTellbHO, 3Ta HHPOPMAITHII
OKa)keT Ha Hero OoIbIiee BO3ACHCTBIE, YeM B Ha4Yalle pa3roBopa.

[epedopmynupoBaHue MO3BOISIET MEHEIKEPY aKTHBHO YIPABIISAThH
nporeccoM AenoBoit oecenpl. CoxpaHsisi KOHTAKT ¢ KIMEHTOM, MTPOJIaBell
JIeNlaeT aKkLUEeHT Ha TeX CJIoBaxX WU (pa3ax, KOTOpble HEOOXOJUMBI eMy
s npoABrkeHust ToBapa. KimeHnt: “Mue kascemces, umo yenwl y 8ac
sasviuensvt”. Tlpomgasert: “Bam kasicemcs, umo npuobpemanv mosap no
2MUM YeHaM HeOOCMAmMO4HO 86120010 05 6ac?”’ (CMATUCHUE KPUTHUKH ).
Knuent: “Hukak He moiiMy, B 4eM pa3HHIA y ATHUX ABYX MOenei’”.
[Mponasen: “Bui xomenu 6v1 pazodopamvcs 6 3mom?” (IO3UTUBHOE
nepeopMyIupoOBaHue).

[lepepopmynupoBaHue HE3aMEHHUMO B CHUTyalHAX, KOTIa
co0eCeHIKH CIIOPSAT I OTCTaWBAIOT HEMTPHUMHUPHUMBIE MTO3UINH. B aTOM
ciydae mepedopMyIUpOBaHUE JIYUIIIe BCETO HAYMHATH CO CIIOB: “‘Eciu s
6ac npasuivbHo nousi...”, “Hueimu cnosamu...”. Taxum obpasom,
MEHEeJKep MOJYEPKUBACT, YTO IMOBTOPSIT UMEHHO MHEHHE KJIMEHTA.
OnTOBBIN KIUEHT crapaencs 8blmopeosams 0jisi ceosi b6oiee 6bl200Hble
yenosusi: “Mue He 8bi200H0 Opamb maxot 6oavuol odvem mosapa’.
IIponasen ynusneHHo: “Eciau s npasuibHO 6ac NOHANL, 6aul MA2A3UH He
cymeem peanuzosams maxyio Hebonvuyro napmuio?’ KianeHr,
pasnymbiBast: “Hy, mooicem 6vimsb, u cmodxcem”.

5. Ompaosicenue smoyuti. Haun KIMEHT Tak ’ke, KaK U MBI C BaMH, HE
MOX0X Ha KoMmmbioTep. IloaToMy 3a ero cioBaMu M JOTHYECKUMHU
COOOpaKEHHUSIMU BCETHA CTOSIT ONpeIesIeHHbIe dMOINU. MHorna ms
MMOCTPOCHUSI KOHTAKTa C KIMEHTOM Ba)XHO OTPA3UTh T€ TEepPEKUBAHUS,
KOTOpBIE MBI YIIOBHJIA B €TO MTOBEIEHUN — B BBIPAKCHNH JIHIIA, KECTaX,
WHTOHAUKU. Dpasy, OTPaX)aIY dMOIUI, JyUdllle HAYMHATH C
MECTOMMEHHUSI “‘BbI”’, 1OOABJISIA K HEMY TO CIIOBO, KOTOpO€ Han0oJiee TOUHO
COOTBETCTBYET COCTOSIHHIO mokymarens (“Byl B3BomHOBaHB”, “Bam
HeynoOHo”, “BrI momHb! 2HEpTHN”, “Bac 4T0o-T0 pacctpomso”, “Brl Tak
yBEpEHHO 00 3TOM ToBOpHTE”).

[loxymaTtenpHUIAa B OTAEJE TOCYABl AJUTEIbHOE BpeMs
paccMarpuBaeT JOPOrOi KyXOHHBIH CepBH3, IOTOM POOKO CIPAIINBAET y
npojasua: “A uve smo npouszeodocmeo?”’. (IlpomaBen cpenHeit pyku
oTBeTUT “Mmanusa’ U TEM caMbIM MOTEPSIET BO3MOXKHOCTh “NOJOIPETh”
BOCXHUIIICHHE TIOKyTaTeIpHUIbL.) Hamm mpomaser oTpaxaer Ty 3MOIHIO,
KOTOpasi CTOUT 32 OOBIYHBEIM BOIIPOCOM TOKYTATEIBHUIILL: “Bam ouenb
NOHPABUILCA IMOM CePBU3, U 8bl XOMUMe Y3HAMb, 20€ NPOU3BO0AN MaKUe
yydecnvie egewu?”. KiuumeHTka mnojdyyaeT ‘“paszpemeHue” Ha
SMOLIMOHAIILHYIO PeakIuio: “/la, smom cepsus uyO0echwiil... KDACUBDILL...
wzsynvri . OHa cama “pazorpesaet’ ceOst Ha OKyIKy. [Ipogasity ocraercs
TOJIFKO U JTAJIbIIIE YMEJO MCIIONIb30BaTh MPUEMbI aKTHBHOTO CITYIIAHHS.

Bornee mogpo6HOe ommcanne MpHEeMOB aKTHBHOTO CIYIIAHHS BbI
MOXKeTe HalTH B KHure AtBarepa “S Bac ciymaro...”.
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Ynpa:xknenue

* [loTpeHnpy#TE MPHEMbI aKTHBHOTO CITyIIaHUS (KHBaHUE
TOJIOBOH, BONPOC - “3X0”°, MOBTOpEHHE, nepedopMynupoBaHue,
OTpakKCHUE IMOIIUI ) CHaYaIa B IPYKECKOH, a ITOTOM B JICIIOBOU
Oecene. CrapaliTecb MakCUMaJIbHO TOYHO ‘“BO3Bpalarh”’
MHTOHAITHIO coOecemauKka. CMOTPHUTE BHUMATEIILHO 32 pEaKIInei
cobecemauka. OOBIYHO TPU TOYHOM “TIOTAAHWHU TIpUEMa
AKTUBHOTO CIyIIAHHUS COOECeTHUK YYyTh 3aMETHO KUBAET

TOJIOBOM.

Kak 3apaBats Bompochl? Eciu Bbl 10 cHX TIOp HE OBIACIU
HCKYCCTBOM 3aJ[aBaTh BOTIPOCHI, Ballla Kaphepa HAXOIUTCS B OMACHOCTH.
[IpaBmIbHO TIOCTaBIIEHHBIE BOMPOCHI TO3BOJSIOT MOMYyYaTh HYKHYIO
nHQOpMaIuio 00 WHTEepecax KIMEHTAa W aKTHBHO YIPABISATH XOJIOM
TIEIIOBON Oeceibl.

Pasznuuaror zakpuimsie u omkpuimsie Boupochl. I[lepBbie
npeanonaratot oreT “a” unu “Het”. “Bri Oynere coTpyaHuuars ¢ HaleH
¢dbupmoii?”, “Brl nognumere norosop?”, “Bel Oynere 6path aToT TOBap?”
UT0 0OBIYHO OTBEYAIOT KJIMEHTHI HA TaKHE BOMPOCKHI? OHU TOBOPAT “HET”
i g moxymaro”. [logemy Tak mporucxoanuT? 3aKphIThIE BOIPOCH TPEOYIOT
KOHKPETHOTO, OHO3HAYHOTO pemieHusl. “IIpaBmisrHOE” penieHre OueBHIHO
JUISL Hac, HO COBCEM HE OUEBUHO JUIs KJIHMEHTA. Mcronb3ys 3akpbIThie
BOIIPOCHI, MBI IPOCTO MyraeM kiueHTa. OTBeT “HeT’ HUYEro He MEHSET B
YKU3HU, TTOATOMY OH TIO3BOJISIET MOKYNATEN0 OCTaThCs HAa M3BECTHOM,
MIpoBepeHHON TeppuTopuu. OTBET “ma” HeceT ¢ co0O0H ompeeIeHHbIe
WM3MEHEHUs. A KOT/Ia IIeTh HEesICHA, 3a4eM HY)KHbI I3MEHEHNS?

3aKpbITIE BOIPOCHI IPEACTABIISIOT COO0M HACTOAIINE TIPS TCTBHS
Ha MyTH K 3aKJIFOYCHUIO ceNKu. [loiy4YnB OTpUIaTEIbHBIA OTBET, MBI
TEpsieM HUTh KOHTaKTa C KIUEHTOM, a CJICJIOBAaTEeIIbHO, U BO3MOXKHOCTh
MOBJIMATEH HA €ro pericHue. Jaxe eciu KIMEHT OTBEYaeT Ha 3aKPBITHIN
BOIIPOC “1a”, MBI HE MOYKEM TTOJTYUUTh BAXHYIO HH(GOPMAITHIO O HEM.

[IpomaBen cpenueit pyku: “Bam upasumcs smom ousan?’”’
[Moxymatens: “Jla”. [locTaBaeHHBI BOIIPOC HE JACT OTBETA, TOYEMY
KIIMEHTY MMOHPABUJICS ATOT AMBaH. TO JIU MOTOMY, YTO Y HETO 3elicHas B
ropouIeK 0OKBKa, TO JIU IIOTOMY, YTO OH OOJIBLIOTO pa3Mepa, TO JIM IOTOMY,
YTO JeIIeBO CTOUT. [onyunB noNroxaaHHBIA OTBET “‘Na”, HAIll IPOJABELl
HauMHAET HayTraJ peKIaMupOoBaTh TOCTOMHCTBA quBaHa. M oka3piBaeTcs,
YTO 3eJIeHas B TrOpolieKk OOMBKa TONBKO pasfpa)kaeT MOKymlaTess, a
TTOHPAaBWIIACH eMy “‘cama ¢opMa auBaHa’.

BeruepkuanTe 90% 3aKpBITHIX BOIIPOCOB U3 CBOEH MPOYECCHOHATEHON
Oecenpl. Mcnonb3yiiTe OTKpBITHIE BOMPOCh.. OHM HAYMHAIOTCS CO CJIOB
“ymo”, “kaxou”, “xax”, “nackonvko’, “nouemy”’ W MpeANONIATAIOT
MMOTy9YeHUE pa3BepHyTOTO oTBeTa. “Kakoil W3 MUBaHOB BaM OOJIBIIE
Hpasutca?”’, “Tlouemy?”, “Kak Ham sydmre opopmuts morosop?”, “Uro
Bac IMPUBJICKAET B HAIIIEM COBMECTHOM COTpyIHHYIeCTBE?”” Takwe BOpOCH!
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BBIHYK/IAIOT KJIMEHTA CKa3aTh XOTS OBl HECKOJIBKO CIIOB. DTH HECKOJIBKO
CJIOB W JTAIOT HaM ‘‘3alleTKy’’ I JadbHEHIIe Oecepl.

WHorna posib OTKPBITHIX BOIIPOCOB BEIMOIHSIOT STy OIINE (hpa3bl:
“Pacckasicume, noocanyticma, nonoopoouee...”, “H nedocmamouno
NOHSAN, He Mo2au Obl 8bl nosichums?”’, “Ymounume, noocanyiicma,
demanu...”, “Onuwiume 0onoiHumenvHovle 8apuanmol...”

Bompocer urpart odeHs BaKHYIO POJIb HAa CTAIUH YCTAHOBICHUS
KOHTaKTa 1 cbopa nHpopmarmu o kimeHTe. [Ipr moaroToBke K 1€7I0BBIM
neperoBopaM copMyIupyiTe ais cedst, kKakas HHPOpPMAIHS O KIIUEHTE
BaM He0O0XoauMa, 4TOOBl YCICIIHO 3aKJIIYUTh clesKy. Hanummure
HECKOJIBKO BapHAaHTOB BOIIPOCOB, C IMOMOIIBI0 KOTOPBIX BBl MOTJIA OBl
“BBIYIUTH HYKHYIO HH(QOPMAITHIO.

ToproBoMy areHTy Ba)XHO B CBOeil pabdoTe HCIIOJB30BATH U
anbmepHamueHole BOMPOCH, KOTOPBIE TPEOCTABISIIOT COOECETHUKY ABa
i Oosiee BapuaHTOB OTBeTa. “Bbl Oymere Oparh NBa Wi Tpu BaroHa
okopoukoB?”, “Bam nonpaBuiace Mozaens A wiu monens B?”, “Bam
odopmMuTh 3aKka3 Ha 2 unu 3 Mapra?”’ AnbTepHAaTUBHBIE BOIPOCHI
TTO3BOJISTIOT “BBIHECTH 32 CKOOKH™ OCHOBHOM BOTIPOC 3aKITIOUCHUS CIICTKH
- HY’KHO JIF IproOpeTaTh AaHHbIN ToBap? U cocpenoraunBaioT BHUMaHHE
KJINEeHTa Ha “nmeransax’. HaMm B o0IieM-To BCe paBHO, KOTJa KIIMEHT X0UeT
MOJTyYUTh TOBap - 2 uiu 3 mapra. Camoe raBHOE, YTO OH 0(DOPMUT 3aKa3.

YupaxHeHus

* TlepeopmynupyiiTe CIeTyIOMIHEe 3aKPHITHIC BOIIPOCHI
CHayaja B OTKpbIThIE, IOTOM B allkTepHaTUBHbIE: “Bbl X0THTE
3aKJTIOYUTE AoroBop?”, “Bam moaxomsaT Hamm yciaoBus?”, “Be
npuezaete 3a ToBapoM?”, “Bel Oyaere OpaTh 3TOT nbLiecoc?”

* Hamumure CIUCOK OTKPBITBHIX M aJIbTEPHATHBHBIX
BOIIPOCOB, HEOOXOAMMBIX B Ballei padboTe.

* [IpomymaiiTe, KakuM 00Opa3oM BBl MOXKETE COYECTATh
MpHUEeMbl aKTUBHOTO CIyNIAHHWS M BOMPOCH B OOIIEHHUH C

KIINEHTOM.

I'maBa 2
INPE3SEHTAIIUS TOBAPA

[Toyuus omnpenencHHy0 HHBOpPMANUIO 00 HHTEpecax KIMEHTA C
MOMOIIIBO aHAJIN3a €T0 HEBEPOATHHOTO MOBECHUS, AKTUBHOTO CITYIIAHHS
W CHEIHAIbHO MOJTrOTOBICHHBIX BOMPOCOB, MBI MOXEM MPHUCTYTATh K
npe3eHTanuu toBapa. UtoObl 3P GEeKTUBHO MPOBECTH MPE3CHTAIHUIO,
ClIelyeT OTBETHUTD Ha JIBA OCHOBHBIX Bompoca: ‘‘Kaxue npuemvl yoesicoenus
NOMO2YI 0CEEMUmMsb NpeuMywecmed mosapa, eaxcuvie 01 Kiuenma?”,
“Kaxue npuemvl ybedcoenuss nooxo0sim K 0anHomy muny kiuenma?”’

ToTOBsICH K Mpe3eHTAIlluK, HAMIIUTE TIOJTHOCTBIO TEKCT, KOTOPBIi

OyZeT BKIIFOYaTh BCIO WH(MOPMAIMIO O JaHHOM ToBape. Bo3moxHO, it
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9TOTO BaM MOTPeOyeTCst UCTIHCATh IBE-TPHU CTpaHMIIbl. Eciu ske Bce Bamm
3HAHUS O JAHHOW MOIENH “IIOMECTATCA B YETBIPE CTPOKHU, CPOUHO
CIEIIUTE HA TIOUCKU JIOTIOJIHUTEIbHOM nHpopMmarmuu. Mimes nepex ra3amu
CBSI3aHHBIN TEKCT MPE3CHTAINH, BBl CMOXETE 10 BBIOOPY BKIFOYATh B HETO
T€ TPUEMbI YOCKJIEHUsS, KOTOPbIC B OOJBINECH CTENEHU MOAXOIAT IS
Ka)KI0TO KOHKPETHOTO KIIMEHTA.

[IpounTaB maHHyIO T71aBy, BEIOEpHUTE 7S Ce0sI TIPUEMBI, KOTOPHIE
Jy4IIe BCETO TMOIXOIAT K BallleMy TOBapy, BallliM KIMEHTAM W BaIUM
JIMYHOCTHBIM OCOOCHHOCTSIM.

OO0paienne K BbIroJe KJIMEHTA - YHHBEPCAJIbHBIN MpHeM
yOe:xkaeHusl.

Brr HuKOTma He 3aayMBIBANNCH HAJ T€M, TOYEMY KOJTHUYECTBO
Oecrione3HbIX Bemel BOKPYT Hac yBeIWYUBaeTcs rox oT roga? YUro
3aCTaBISICT JIFOACH TOKYIIaTh HEMIpaKTUIHBIC Bemn? UTo ToimKkaeT ronei
TpaTUTh KPYMHBIE CyMMBbl Ha “Oe3menymku’? Heyxenn moruueckue
cooOpaxenusi? Benp 4yenoBeky HY)KHO COBCEM HEMHOTO ISl JKU3HH.
OOBIYHO 32 IOTHYECKHUMHU COOOPAKEHUSMH CTOST TOTPEOHOCTH, YKEIAHHS,
OMOIIMH, KOTOPBHIE W OKA3BIBAIOT PEIIAIONIee BIWSHUE HA TPUHATHE
pelIeHus O MOKyIIKe.

JaBaiiTe paccMOTpUM NpOCTOM TpUMeEp. Y HAC €CTh OAUH MPOJIaBELL
Y OJlHA CTUpalbHAs MalivHa. MEHSFOTCS TONBKO KIUeHTKU. KineHTka
JKUBET OJ[HA C JIByMsl MaJICHBKUMH JETbMH, KOTOPBIC, KaK U BCE JICTH,
JOCTAaTOYHO OBICTPO MaukarT ofexxay. OHa monaydaeT HeOONbIIYIO
3apaboTHYIO TIATY, ¥ €M MPUXOTUTCS MHOTO padOTaTh, YTOOBI 00ECTICUNTh
cebq u cBoux gereil. UTo OoJbIlie BCEro MHTEPECyeT Hallly KINEHTKY B
cTHpaiIbHON MammHe? CKopee BCero ee 3anHTEPecyeT, HACKOIBKO YHCTO
MalHa OyeT CTUpaTh 0elbe, CKOJIBKO BPEMEHH, KOTOPOT0 M TaK HE OYEHb
MHOT0, OyZIeT 3aHMMaTh CTUPKA, U CKOJILKO JACHET, KOTOPBIX HE CTOJIb MHOTO,
notpedyeT JAaHHas MOKynka. Kakue BBITOJbl X0YET MOJTYYUTh KIMCHTKA
A? Yuctoe Oenbe, IJKOHOMHIO BPEMEHU M 10 BO3MOXXHOCTH IKOHOMHMIO
JICHET.

B sT0T %€ MarazuH npuxoauT KiueHTka b u uHTepecyercs Toi xe
MaIMHOHK. Y Hee Xopollee MaTepUaibHOE MOI0KEHHE, TI03TOMY OHa MOJKET
MO3BOJIUTH ce0e TOPOrOCTOALIYIO MOKYIIKY. Ee raBHbIN HHTEpEC - UMETh
TaKYIO )K€ MPECTIKHYIO, ‘‘a MOXKET OBIT, U e1le JTy4llie”’ MapKy CTUPAILHOH
MaIuHE, “Kak y Mammu”. 3a 9To 3amiaTUT AeHBrHd KineHTka b? 3a
MPECTHIK, 3a BOBMOKHOCTD “OBITh He XyXKe, ueM apyrue”’. Knnenrka B
MeuTaeT KynuTh CTHPAJIbHYIO MamuHy. E#l, KOHeYHO, TOXe Ba)xHO,
HACKOJIBKO XOpPOIIO MallliHA CTUPAaeT W Kakod oHa mapku. Ho camoe
[JIaBHOE JUISI HEE - 3Ta BElIb JOJDKHA KPaCHBO CMOTPETHCS B €€ BAaHHOIA,
KOTOPYIO OHa TOJBKO YTO OTPEMOHTHPOBaia. 3a YTO OHA OyIeT IIaTUTh
JIEHBIH? 3a KPacoTy, 3a TU3aiH.

Hamm xIMeHTKH WHTepecyloTcs OMHUM U TeM K€ TOBapOM, HO
MOTHUBBI, KOTOPBIE 3aCTABISAIOT WX IUIATUTh NEHBTH, pa3Hble. UTo ke
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MIPOM30MIET C TEM IMPOMIABIIOM, KOTOPBIA HE “YBHUAWT ATUX pa3TAIUii?
On Oyzmet OCTOSTHHO paboTaTh MPOTHUB CeOsI, TaK Kak HE CMOYKET TOYHO
MOHATH, Kakas MH(opManus MHTEpecHa KIMeHTKe. Tak, apryMeHT “ata
MallliHa JeIIeBO CTOUT  OyaeT padoTarh “3a” MOKYNKY IJIsl KITHEHTKU A 1
“npoTuB” - 11t KINUEHTKU b. ApryMeHT “3Ta o/1Ha U3 CaMbIX TPECTUIKHBIX
MOIeeH cerogHs’’ 3auHTepecyeT KIMEHTKY b, HO abcomoTHO OyaeT
HEUHTEpECeH KiIueHTKe B, ecium monmens He Oyner
COOTBETCTBOBATH €€ IIPEACTABICHUSIM O KPacoTe.

Heobxooumo npooasams ne mosap, a my 661200y, KOMopast
3aKTIIOYEHA 8 Mosape

UYro 370 03HavaeT A Hac? DTO 37J0POBO YCIOKHSET
Hamy paboTy. UToOBl cienoBarh AJaHHOMY HPUHLUIY,
HEOOXOAMMO:

* TIOHSTh, KaKas OTeHIIHAIbHAS BHITO/IA 3aKITI0OYEHA B HAIIIEM TOBApe.
(Kakwe erre BBITOIBI 3aKTIOYCHBI B TIOKYIIKE CTHPATHLHOW MAITUHBI?);

* MPaBUJIbHO JTUArHOCTUPOBATH MHTEPECHl KIMEHTA, OHATh, PaIu
KakoW BBITOBI OH mpuobpeTaeT ToBap. (Bpsia nu kKimeHTka CKaXkeT, 4To
[JIaBHOE JJIsl Hee - 4ToOBI ee moApyra Maiia no3aBuoBaia MOKyIIKe. );

* mog00paTh IMEHHO T€ MOJEH, KOTOpPBIE MOTEHIMATBEHO MOTYT
3amHTepecoBaTh KmeHTa. (Ecimu Mp1 Oymem moapoOHO paccka3biBaTh PO
Bce 30 Momeneli, KITUEHTKA MOXKET 3aCHYTh HIIA Pa303JTUTHCS.);

* 10700paTh KIMEHHO T€ apTyMEHTHI U CPENICTBA YOCKIICHNUS, KOTOPBIE
MOMOTYT HOHATH KIIUEHTY, KAKUM 00pa3oM OH CMOKET IOy YU Th TY BHITOAY,
KOTOPYIO UIIIET.

HaBepnoe, HEBO3MO)KHO MEPEUNCINTE BCE TIOTPEOHOCTH, KETaHUS
Y MEUTHI, KOTOPBIE 3aCTABIISIOT HAC CTAHOBUTHCA MOKYTIATeNIMU. 3a1ada
M0 TIEPEYUCIICHNIO JKeJIAaHUH YCIIOKHSIETCS U TEM, YTO 4acTO JIIOOU He
OTHAIOT cede oTyeTa B MCTHMHHBIX MOTHBAX, KOTOpBIE YIPABISIIOT UX
pemenusmu. Hampumep, onToBBIM MOKymatenab, “Ha ciaoBax’”
JIEKIIapUPYIOIIHIA, 9TO €T0 TIIABHBIN HHTEPEC - 3TO MONyUeHHE MPHOBLIH,
Ha JieJie 0TKa3bIBAETCS OT MPUOOPETEHNS BBITOTHOTO TOBApa, TaK KaKk OH
“HEI0CTaTOYHO OJIATOPOTHO CMOTPHUTCS W “caM OBI 51 HUKOTJAa HE CTall
UM T0JIb30BaThCs”. B aTOM ciydae JUYHBIM MOTUB ynoOcTBa Mrpaer
PELIAIOILYIO POJIb B IPUHATHH PELICHUS, & MOTHB IOJIyYCHHS MPHOBLIH
OoTO/IBHTaeTCs Ha BTOpoi IuiaH. [laBaiite Bciien 3a Pebekoit Mopran
pPaccMOTPUM OCHOBHBIE WHTEPECHI, PYKOBOSIINE IMOCTYIIKAMH HAIIAX
ximeHToB (Mopran Pebeka JI. - M., 1994).

1. [Toay4yenune mpuObLIA. DTOT MOTHB PYKOBOIUT OCHOBHOM Maccoit
OM3HECMEHOB, PYKOBOJUTENICH, ONTOBBIX MOKymareneil. CTpemiieHue
YBEJIUYUTH NPUOBLIL SBIISETCSI OCHOBOM BBDKMBAHHA JI000OTO OM3HEcCa,
MO3TOMY ATOT MOTHB BXOAMT “‘B IIOTh M KPOBB~ JOOOro OM3HECMEHA.
Memnemxep, KOTOPBIH MOKET yOeTUTETbHO MOKa3aTh, KAKUM CII0CO0OM €ro
TOBap CIIOCOOCTBYET MOBBIIIEHUIO TOXOIOB M YMEHBIICHUIO PACXOOB, -
9TO KaK pa3 TOT YEeJOBEK, KOTOPOTO C HETEPIEHHEM KAYT MHOTHE
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MIpeNPUHAMATEITH.

Wnorna B paboTe ¢ ONTOBBIM KJIMEHTOM OBIBAET BAKHO MTOTYEPKHY Th
HYK/IbI €70 POSHUYHBIX KIIMCHTOB, TaK KaK €ro MPUObLIH 3aBUCUT UMEHHO
oT uX BKycoB. Hampumep: “Y 3T0oro mamiyHsi O4eHb IpUBJICKaTeIbHAS
YIIaKOBKA, PO3HUYHBIE TOKYIIATEIH C YAOBOJIBCTBUEM OEPYT 3TU (DIIAKOHBHI.
Takas sipkasi ymakoBKa ITO3BOJIUT BaM pPEaM30BaTh OONBIION 00BEM U
TTOJTYIHTh TIAHUPYEMYTO TIPUOBLTE B CKAThIE CPOKH .

2. JxoHOMHUA BpeMeHH. B Hamre BpeMs, KOTZa BCE BOKPYT Tak
OBICTPO MEHSIETCsI, BCe OOJIblliee 3HAUCHUE MPUOOPETaeT TaKOW MOTHUB,
Kak ’KOHOMHS BpeMeHH. “Bpems - AeHbIH” - TakuUM JI€BU30M
PYKOBOJICTBYETCSI BCE OOJIbIIIEe KOJTMYSCTBO HE TOJIBKO JCIOBBIX JIFOICH,
HO W JJOMOXO35€K, KOTOPBIM Bpoje OBl 0COOCHHO HEKy/a CIeIINTh.
[TomuepkuBas IMEHHO 3TO IPEUMYIIIECTBO TOBAPA, MBI IOMOTaeM KIINEHTY
MOHSTH, KAKUM 00pa3oM OH CMOXET JOCTHYh OONBIINX PE3ydbTaTOB 3a
KOPOTKUH MPOMEXKYTOK BpeMeHH: “‘Harira cxema TpaHCIIOPTHBIX IEPEBO30K
BBIJIEpIKaJia UCIIBITAHUE BPEMEHEM, JIJIS Ballleil (DUPMBI 3TO 03HAYAET, YTO
rpy3 Oy/eT JOCTaBJICH B MAKCUMAJIbHO CIKaThle CPOKH™ .

3. Kpacora. borpmmHCTBO TTOKymaTeaeii mpruoOpeTaloT TOBApPHI,
MMEIOIINE [TPUBJIEKATENIbHBINA BHEIIHUM BUJ, JaXXe €CJIM JaHHBIA TOBAp
He TIpeiHa3Ha4yeH /I “pas3IyIsiIbIBaHNs , KaK, HAallpUMepP, MUKPOCXeMa HITH
MpyXHHKA JJ1s1 yacoB. OOBIYHO MOKYIIATENh OECCO3HATEIBHO MPUXOIUT K
3aKiroueHUIo: “‘Pa3 MHe HpaBHTCS €ro BHEIIHWW BHJI, HABEPHOE, OH U
pabotarb OyneT xopomio”. Kpome Toro, CymecTByeT OIpe/IeICHHbINH THIT
MOKyTIaTeNiel, OpPUEHTHPOBAHHBIX B OCHOBHOM Ha BHEUTHHH BHJ TOBapa
(OOTBITMHCTBO ATOW TPYNIIIBI COCTABIISAIOT JKCHINUHBI). B 3TOM cirydae
YMEHHE ITPOIaBIIa “TPenoqHeCTH MHTEPECHBIIN MU3aliH BEIN OyeT UTpaTh
pelaroiee 3HaYCHHE IS 3aKIIFOYCHUS CHCIKU.

Ecnu BBI TOpryere ToBapoM, OHO M3 OCHOBHBIX IMPEIHA3HAUYCHUN
KOTOPOT'0 3aKJIIYaeTCs B TOM, YTOOBI JieJiaTh CaMOI'0 4YelIOBEKa U
OKPY’KaIOIINHA €r0 MUP KPACHBBIM, H3SIIIHBIM, JIETAHTHBIM, H3BICKAaHHBIM,
OPUTHHAIBHBIM, CEKCYaJTbHBIM WJIN MPOCTO MPHUBIEKATECIbHBIM, BBI
JOJDKHBI OBITH MPOCTO CIEIHAIMCTOM IO “‘pa3oTPEBAHHIO” TMPHUSITHBIX
omymeHu. “B TKaHb, U3 KOTOPOU CHAENAaHO ATO IJIAThE, BILJICTCHBI
CIeLHAILHBIC BOJIOKHA, TPUIAOIIIE €My MaTOBBII OTTEHOK. JTO O3BOJIUT
BaM Bcer/ia BEINISAACTh 3(PPEKTHO U dieranTHo. Bl OynieTe 4yBCTBOBAThH
ce0s KopoJIeBoil Ha 000 BeuepruHKe WIH 3BaHHOM TIprueMe”.

4. YnoBoJibcTBHE. He Tak yK 9acTo MOKyIaTeNn MPU3HAIOTCS B TOM,
YTO IPUOOPETAIOT KAKOH-HNOYIbh TOBAp HE PaJiv OIB3BI, & PATU IPOCTOTO
yI0BOJIbCTBUSL. OCOOSHHO 3TO CTPEMIICHUE CKPBIBAIOT (M OT caMuX ceOs B
TOM YUCJIC) KIIMSHTBI HAIlIeH CTPaHBbI, TaK KaK B TedeHue 70 JIeT CUUTaNOCh
BPEIIHBIM U 3a30PHBIM 3200THTHCSI O COOCTBEHHOM YIOBOJILCTBUU. BMecTe
C TeM IJ1a3 OMBITHOTO MPO/IAaBIa BCETa 3aMETUT MPU3HAKN ATOTO MOTHBA
10 HEBEPOATLHOMY TIOBEICHHUIO MIOKYTIATEIs: PaJ0CTHOE BHIPAKECHHE JIHIIA,
[JyrnoBaras yjiblOKa, MOPO30BEBIIME IICKH, OSPEIKHOE MOIIaKHBAHUE
MMOHPABUBIICHCS BENIH. ““ITa CTaTydTKA HE MPeIHA3HAUCHA [Tl KAKUX-TO
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MPaKTHYECKUX IeJIed, OHA CIeNaHa Ui TOTO, YTOOBI IPHHOCUTH JTFOISIM
panocts. IlomecTuB ee B cBOei KOMHATe, BBl CMOKETE HACIAXKAATHCS €€
MPUCYTCTBUEM U MONyYaTh yAOBOIbCTBUE .

5. Kom¢opT. DTO TOT MOTHB, KOTOPBIN 3acTaBiseT MOKyMarenen
“TecHO” B3aMMOJEHCTBOBAaTh C TOBapoM. Eciu Takol mokymnaresib
BEIOMpAET O/IeXkY, TO OCHOBHOW BOMPOC, HA KOTOPHIH OH HIIET OTBET:
“Kaxk st ce0s1 B HE#l TyBCTBYIO, HE CTECHSET JIM OHA MOUX NBIbKeHUi?” [1pu
MOKyNKe OQpUCHON MeOenu pemaronyuM apTyMEHTOM MOXET CTaTh
MSTKOCTb 00MBKH. CTpeMIIeHHE K YI00CTBY ¥ KOM(OPTY 3aCTaBUT KJIMECHTA
3aIUIaTUTh JIOCTATOYHO BBICOKYIO IICHY B TOM CIly4yae, €CIId OH CMOXKET
MPOYYBCTBOBATH “Ha COOCTBEHHOM MIKype”” AaHHbIE IPEUMYIIECTBA TOBApa.
B pabote ¢ TakuM KJIMEHTOM HaMm MPOCTO HEOOXOAMMEBI BOIIPOCHI THIIA:
“Kak BBl cebst awyBcTByeTe?”, “Kakoe momokeHue sl Bac Ooiee
koMmdopTtHOEe?”, “Kak BBI OmITyIIacTe, MeIIaeT BaM 3TOT BBIKJTFOUATEITb FITH
Het?” [Iponasen oducHoli Mebenu B Oecene ¢ PyKOBOIUTEIEM MOMKET
“ycunuTh” omryeHne koMm(popra, UCob3ys Takyro ¢pasy: “IIpeacrassre
ce0e - Bbl IPUXOANTE B CBOW KabuHeT. Bam Ha/0 CTONBKO BCETO C/IENaTh,
BaM JIOJDKHO OBITH KOM(OPTHO. BBI caiuTeCh B KPECio 1 9yBCTBYETE, KaKoe
JIHO MSTKOE€ W yaoOHOoe. DTO OIIyIIeHHWe AACT BaM BO3MOXXHOCTH
TTOJTHOCTHIO COCPEAOTOIUTHLCS Ha BalIe padore”.

6. IlpakTuuHOCTDb. Bee KIIMEHTHI XOTAT MproOpeTaTh Hale)KHBIN 1
KaueCTBEHHBI ToBap. B To ke BpeMsi eCTh MOKyMaTenau, Il KOTOPBIX
co00pakeH!sI MPAKTUYHOCTH 3aHUMAIOT BEYIIEe MECTO MPH 3aKITI0OUEHIH
cnenkd. MHOTHE pOCCHUHCKHE MOTpeduTenn Oraromapsi MOCTOSHHON
0opr0Oe 3a BEDKHBaHWE (TIOTyYas 3apIuiaTy, KOTOPOH XBaTaeT TONBKO Ha
TO, 9TOOBI CBECTH KOHIIBI C KOHIIAMH, WM BOBCE HE TOJydash HUYETO)
032004€HBI B OCHOBHOM TE€M, YTOOBI BEIlb OblJIa HAJACKHON U IPAKTHYHOM.
HexoTopsle KIMEHTHI, “peanbHO CMOTpSIIME Ha CUTYalHIO”, CAENaIu
co00pakeHHsI TPAaKTUYHOCTH CTHIIEM CBOESH sku3HH. OHM IPOCTO HE MOTYT
MO3BOJIUTH cebe MmaMIyHb Ha TPU pyOssl TOpOXKe, 9eM Be3je, HIIH
aBTOMOOMITb, Y KOTOPOTO *“CIIUIITKOM MHOTO HEHYKHBIX Tprudamoacon”. J{ist
TaKWX KIWEHTOB BAXXHEHIIUM apTyMEHTOM CTAHOBHUTCS apryMeHT O
COOTHOILICHUH IICHBI U KayecTBa. VX pemnmMocTs XOpOIIo CTUMYITUPYIOT
pas3IMYHbIe CKUIKHU U pactpoaky. Ha HUX mpekpacHo 1eHCTBYIOT JOBOIBI,
MOJKpPEIUICHHbIE KOHKPETHBIMU (hakTamu. [103ToOMy BBl MOXETE CMENo
CpaBHUBATh Bally MPOAYKIUIO C MPOAYKIIMEH KOHKYPEHTOB, €CIIA 3TO
CpaBHEHHE - B Bamly Hoib3y. OOBIYHO TakMe KJIMEHTHI XOPOIIO
OCBEIIOMJICHBI O IIeHAX Ha PBIHKE M UX TPYAHO “O0AYPHUTH CTaHIAPTHBIM
BbICKa3bIBaHUEM: “Y Hac IEHbl caMble HH3KHE, a KaueCTBO CaMoe
xopouee”. Jlyyie UCTIONb3yHTE PUTOPUIECKHI BOIPOC, MPOIUBAIOLINH
“Oanb3aM Ha JIyITy”’ Ballero KIMEHTA: “3aueM BaM MOKYIIaTh BElllb [0 OoJiee
BBICOKOM 11eHe?”

7. 3n0poBBe. HecMoTps Ha TO, 9TO HAC TOJAMH MTPUYYAITH K MBICIIH,
410 3200Ta 0 CBOEM CAaMOUYBCTBUH MEIIACT KU3HHU COBETCKOTO YEIOBEKa,
CErofIHs CTPEMJICHHE COXPAHUTh M YKPEMHUTh COOCTBEHHOE 340POBHE
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CTAHOBHUTCS MOIITHBIM CTUMYJIOM ITPHOOPETEHUS PA3TUIHBIX “TIOJIC3HBIX
ToBapoB W ycayr. Ilog 3TOT MOTHB Ha pbBIHKE MOJ MapKou
“0310POBUTENBHBIX” MOSBISIIOTCS TOBAPHI JOCTATOYHO COMHHTEIBHOTO
kadecTBa. YTOOBI 3aBOCBaTh BHUMAaHUE MOTPEOUTEIIS, TTOAUYCPKUBAIOTCS
TaKHe Ka4eCTBa, KaK YKOJIOTMYCCKU YHCThIH, HATypaabHbIN, IPUPOIHBIH,
YKPEIUISIOUM, BUTAMUHU3UPOBAHHBIA U JIp. ECliv Bl XOTUTE YCUITUTH
“03M0pOBHUTENBHBIHN " 2 (hEeKT, KOTOPBI HECET BaIll TOBAP, TO HEOOXOIUMO
JIeTallbHO OMNMCaTh BECh mpoiiecc o3aoporieHus. Hanpumep: “Hamum
JIEICHIIbI BKIIFOYAIOT B CBOH COCTaB BUTAMHH X, COCJIUHSSICh B KPOBH C
MEHJIOKOPAJIIOBOM KUCIIOTOH, OH OJIaronpHsTHO BO3ACHCTBYET Ha IEUYEHb,
KOTOpasi B CBOIO OUepeab HOpMAIHM3YeT paboTy Cele3eHKH, B Pe3yJbTaTe
Yero Hallla XU3Hb YUTHHIETCS Ha 6,5 meT”.

8. Xopoiuee oTHOLIeHUE. MBI BCe 3aMHTEPECOBAHEI B TOM, YTOOBI
OKpY>KaIoIIie HAC JIFOIU XOPOIIO K HaM OTHOCHIINCH. OCcOOEHHO BasKHBIM
JUISL HAC SIBJISIETCS] IO3UTUBHOE OTHOLICHME 3HAYMMBIX Jrofeid. [loatomy
WHOTJIa MBI COBEpIIAEM IMOKYIIKH pajyd TOrO, YTOOBI CAENAaTh YTO-TO
MpUATHOE JUTA OJIM3KOT0 YesioBeka. MHorna 9To enaercs CO3HATeNbHO, ’
TOTIa MBI ITOKYIIaeM BeIb B IIO/IaPOK, & MHOT/IA - HEOCO3HAHHO, TOT1a MBI
MPHUAYMBIBAEM pa3IMYHBIE PAIMOHAIM3ANNHN ‘O HEOOXOIUMOCTH B
xo3siicTee”. IIpomaserr, momMoraronuii BEIOpaTh MOAApOK I peOeHKa,
MOKET CKa3arh: “OTa WrpylliKa MOHPABUTCS Ballled JTOYKE, U KOTJa OHA
OyzaeT urparb ¢ Heil, To OyJieT 4yBCTBOBaTh, YTO Mama JIIOOUT ee”.

[Iponaser; MO>KET IPUBJIEYb HA CBOIO CTOPOHY ‘‘3aTIOKAHHOTO” MYKa,
KOTOPBII 110 TPEOOBAHUIO JKEHBI MPUCMATPUBAET MUKPOBOIHOBYIO I1€Yb:
“HMuorma KeHIIMHAM Ba)KHO YYBCTBOBATh, YTO MYXKbsI 3a00TATCS O HHX,
BBITIOJTHSSI X TIPOCHOBI”.

MoTuBoM TmOJIydeHHS “XOpOIIMX OTHOWIEHUH~ MOXKET
PYKOBOJCTBOBAThHCS U “‘Cepbe3HBbIM” knueHT. HawanbHUK oTaena
MapKEeTHHTa BEACT IEPEroBOPhl C PEKIIAMHOM KOMIAHHEH 1O MOBOIY
co3manus Oykiera GpupMbl. OCHOBHOM BOTIPOC, HA KOTOPBIA OH XOTEN ObI
TTOJTY9IHTh OTBET: “[loHpaBUTCS 101 3TOT OyKIiIeT pe3uaeHty? Onooput 1u
OH MOI0 padotry?” PaccesHHO KMBas B OTBET Ha 3aBEPCHUST MEHEIKEpa
pexsiaMHo# Gpupmsl “Bar OykieT npuBieueT HOBBIX KIIMEHTOB”, 3aKa34HK
HUKAaK HE MOXKET MPUHITh OKOHYATEIILHOTO PEIIEHUS UMEHHO TIOTOMY, YTO
JI0 CHX TIOp HE MOJIY4MJI OTBET Ha CBOM OCHOBHOM BOIIPOC.

Jlronu, cTpanmaromme oT HemOCTaTKa JIOOBU M TeIjia B CEMBE,
3aMHTEPECOBAHBI B IOJTYUYSHUH BHUMAHUS ¥ SMOIIOHATBHOMN MOIEPIKKU
MIPAKTUYIECKH OT JIFOOOTO “TIOCTOPOHHETO” YeIOBEKa. DTO YTBEPIKICHNE
MOYKHO OTHECTH K OOJIBLIMHCTBY POCCUICKUX KIIMEHTOB, HE N30aJI0BaHHBIX
u3umHed nackod u 3abotoi. Tak, “mOCTOpPOHHUI” mpojaBell,
3aMHTEPECOBAHHO BBICIHYIIABIINNA MOKyNaTels WU HCKPEHHE
MMOXBAJIMBIINN €Tr0, CTAHOBUTCA MCTOYHHUKOM XOPOIIETO OTHOIICHHS,
KOTOPOTO TaK HE XBaTaeT HAIIeMy ITOKYTIaTelto. B a3ToM cirydae 3aka3zamnk
Oecco3HaTenbHO ClleAyeT PeKOMEHIAISIM TIPOIaBIIa U TUIATHT JICHBIH HE
CTOJIBKO 32 TOBap, CKOJIBKO 3a XOPOIIee OTHOIIECHHE, KOTOPOE OH IOJIyYaeT
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B TIPOIIECCE JEIOBBIX MEPETOBOPOB. MBI 3HaeM Maccy MPUMEpOB, KOTJa
¢upma mpomomxkama paboTaTh € HEJOCTATOYHO BBITOJAHBIMU
MOCTABIIMKAaMU TOJIBKO U3-3a TOTO, 4TO TaM pabotaet “Marseii [lerpoBuy
- OTJIMYHBIN 4elloBeK”. MOXeT ObITh, M y BaC €CTh TAKUE KIIMEHTHI?

9. CaMOOBITHOCTD. /[Ba MPOTUBOPEUNBBIX CTPEMIIEHUS PYKOBOIAT
HaITUMHU JTEeHCTBUSAMH. MBI XOTUM OBITh “Kak Bce” - 3TO MpUAACT HaM
YBEPEHHOCTb WM 3aIIMIIEHHOCTh - U B TO JX€ BpPEMs XOTHUM OBITh
“HEITOXOXUMH Ha IpyTrux’. KaxpIit 3anHTEpeCcOoBaH B TOM, YTOOBI B HEM
BHJICNIN JINYHOCTh C OCOOBIMU HETIOBTOPUMBIMH KauecTBaMU. KITMEHTHI,
cTpeMsluecs KyNUTb CaMOBBIPa)XE€HHUE, pealu3alui0 CBOHUX
crocoOHocTel, OyayT 6JaroCKJIOHHO pearupoBarh Ha TaKHE CJIOBA, KaK
IKCKAIO3UBHBIU, HEOPOUHAPHBIU, 8 eOUHCINBEHHOM JK3eMRUisApe,
nooYepKHem 8aul CMulb, NOMOXCEM OOCMUYb MO20, 4e20 bl XOmume.

10. IIpecTu:k. Be1 Korma-AHUOYIH TTOKYTIANA BEIIN TSI TOTO, YTOOBI
BBITJISAJIETh OOJiee 3HAUUMBIM, OOCCIIEYECHHBIM, MPEYCICBAIOIIUM WITH
conuaHbIM? B Haiem oOrmiecTBe B JIt000 conmanbHOU chepe 3aIoKeHa
OTIpe/ICTICHHAsI UePAPXHUS, ¥ BCE MbI B OOJIbIICH WIIM MEHbBINEH CTEIICHU
XoTenu Obl 3aHUMAaTh B HeW KoMQopTHOE aiis Hac MmecTo. llpudyem st
OJTHOTO BaKHO OBITH BIAJENbIIEM KPYMHOW KOMIAHWH, I JAPYTOTO -
obnmajaTeneM peAKoW KHWTH, a JJIsl TPETHEro - 3aBCernaraeM pOK-H-
ponbHON TycoBKH. CyIlleCTBYIOT BEIIH, Yb€ OCHOBHOE IMpEHA3HAYEHNE
COCTOHUT B TOM, 4TOOBI IMOMYSPKHYTh CTATYC U MPECTUXK WX BIAJICIbIA.
Hanpumep, pyuka “Ilapkep” win omexaa ot “Bepcaue”. U, xoHeudHo,
OCHOBHBIMH ITOTPEOUTENIMH TAKOH MPOAYKIINK CTAHOBSITCS KIIMEHTHI, IS
KOTOPBIX OYeHb BaXXKCH COOCTBEHHBIN cTaryc. BMmecte ¢ Tem KineHTa,
OpPMEHTHPOBAHHOTO HA MPECTIK, Ha TOBBIIIIEHHE COOCTBEHHOTO CTaTyca,
MBI MOKEM BCTPETHUTh M IPHU MOKYIKe “00bIYHBIX” Bemlei. [IpomaBibl
OBITOBOI TEXHUKH, PEaIH3ys TOBAP MOBCEAHEBHOTIO CIIPOCA, YACTO CIBIILIAT
OT TMOKYyMaTeyel Bonpoc: “A kakoii (TeJIeBU30p, IMBUIECOC, YTIOT) CaMbIi
h1a%e 1100707 048

KineHt, opueHTHpOBaHHBIN Ha TOTyYEHHE TIPECTHKA C TTOMOIIIBIO
HAaIIeTo TOBapa, OyJeT BHUMATEJIEH K TAKUM CJIOBaM, KaK 1pecmudiCHblll,
IKCKIHOZUBGHBLU, CAMbLU JLYYUUL, NOCICOHAS MOOelb, 0151 CONUOHBIX
nokynamenet, nokazamens ycnexa. IIpu oOCyKIeHUHM 1LICHBI HE CTOMT
TOBOPUTH “3TO JICIIECBO”, BEAb YACTO OHUM U3 [TOKa3aTesei MPeCcTUKHOCTU
TOBapa WIN YCIyTH SBISETCS -Kak pa3 ee 1eHa. MiHorma ObIBaeT BHITOAHO
MOAYEPKHYTh BBICOKHE IIeHbI: “Bejp 3HaIONIME IO CMOTYT OLIEHUTh
BaITy MOKYIIKY .

Hekotopslx mokymareneil, XpOHHUYECKH OO0ECIOKOEHHBIX
COXpaHeHHEM COOCTBEHHOTO CTaTyCa, MOXXHO YBUAETH H3jasieka. OObIYHO
OHH OJIETHI B CAMYO0 JIOPOTYIO OJIEKY, KOTOPYIO [TO3BOJISIET UX COLIMATIBLHOE
MOJIOXKEHHE, JAePIKATCS HECKOIBKO BEICOKOMEPHO, OI[CHUBAIOIE CMOTPST
Ha MEeHeKepa, IEMOHCTPATUBHO MOPIIATCS MIPH BHJE TOBapa, KOTOPHIi,
0 UX MHEHUIO, OTHOCHUTCA K pa3psny “‘memeBku’. Takas MaHepa myraeT
HEKOTOPBIX MPO/IABIIOB, 3aCTABIISIET X YyBCTBOBATH ceOsl HEYBepeHHO. He
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CTOUT OOATHCS TaKUX KIMEHTOB. OOBITHO IO MACKOH “‘caMoro JTydIero”
CKPBIBAETCS OAMHOYECTBO U OTHYASTHHOE JKEJIAaHHUE JTFOOBH.

Hama npodeccronansHas »u3Hb Obli1a ObI JIETKOH 1 0€30011a4HOH,
ecnu Obl KJIMEHTaMU MPH 3aKIOYCHUU CACIKH PYKOBOIWI JIUIIb OJUH
MOTHUB. B ee 00bIYHOM KHM3HH HA PEIICHHE TOKYITATEs BIUSIOT HECKOIBKO
MOTHBOB, HaxXOJSIINXCS B CIOXHOM B3amMmopaercTBuu. Tak, mis
MEHeKepa, 3aKITI0YalONIero CIENKy Ha ONTOBYIO MOCTaBKY TOPTOBOTO
000pyAOBaHUs, BEAYIIIUM HHTEPECOM MOXKET OBITh TIOTYUYEHHE MPOIEHTA
OT NMpHUOBLTU TIPU pealin3alluu JaHHOTO ToBapa. B To ke Bpems Ha ero
penieHue OyAyT BIUATH U CTPEMIICHHUE MOJIYYUTh XOPOIIEEe OTHOIICHUE
PYKOBOJICTBA, H CTPEMJICHUE PEATM30BaTh CBOU CIIOCOOHOCTH, BHIITOJTHUB
HOBOE M OTBETCTBEHHOE 3aJ[aHHE.

OOpamieHne K BBITOJE, 3aKJIIOUEHHOW B TOBape, SBISICTCS
YHUBEPCAJIBHBIM CPEICTBOM, ITOMOTAOIUM 3aKITI0YaTh CHEIKH.
Menemxkep, “HacCTPOSHHBII Ha BOJIHY  MOKYIIATEINS, TOYHO ONPEACTUBILIUI
€ro OCHOBHOW MHTEPEC, JIETKO M HEIIPUHYKJICHHO 3aKJIF0YacT BBITOIHBIC
CIHEJIKH, 1K€ HE UMEesI B CBOEM apCeHase MHOTUX “TPIOKOB”, KOTOPBIMHU
TIOJTB3yeTCs TponaBen cpeaneit pyku. [louemy tak mpoucxomnut? B aTom
Cilydae MEeHe/Kep 3aHMMaeT MaKCUMaJIbHO 3(PPEeKTUBHYIO MO3UIHUIO -
NO3UYUIO NOMOWHUKA.

JlaBaiiTe BCIOMHUM, KaK BaXXHO U HYXXHO OBIBACT OLIYTHUTh
MOJIZICPKKY U TIOMOIIb B TOM, YTO JIJIsl HAC SIBIISICTCS OYE€Hb 3HAYUMBIM, U
KaK HACTOSIIasl MOMOIIb OTIMYASTCS OT HaBSI3YMBOU OmEeKU. MHOrue
MPOAABIEI CPeHEH PYKH SBISAIOTCS MPOCTHIMH MaHHUIYISTOPaMH,
MpeClIeyOIUMY JTUIIh COOCTBEHHBIE LETH, HE OTATOIIAIOMNMHU Ce0s
“H3MUITHAM” TTOHHMaHueM KineHTa. Kak HU CTpaHHO, HEKETaHHE
OPHUEHTHPOBATHCS HAa MHTEPECHI JPYroro He MO3BOJISIET Peajii30BaTh
COOCTBEHHBIC HHTEPECHI. ECIH BB XOTHUTE JOCTUYD BICOKHMX MTOKa3aTeseH

B cepe cObITa, TO

He npooasatime, a nomoeatime

JlaBaiiTe paccCMOTpUM ONINOKH, KOTOPHIC MEIIA0T
HaM ITOMOTaTh KJIMEHTY.

1. HenpagunbHas OuaesHocmuxa uHmepecos KaueHma.
Menemxep MOKET MCKaXKEHHO MOHMMAaTh NOTPeOHOCTH
KJIMEHTA B TOM Clly4ae, KOrjja OH HeJ0CTaToOuyHO HaOiromaresicH. Tak,
KIIMEHT “CHUTHAIUT MEHEIKEPY O TOM, YTO €My He O4YeHb MWHTEPECHO
CITyIIaTh PO ““HANEKHOCTh U MPAKTUIHOCTH TAaHHOH MOACIN TEM, UTO
HEMHOTO OTOJBUTAETCS OT HEro B ATOT MOMEHT. [loTom oH Oypunt mof
Hoc: “CiumkoM yx oHa Oosbinas”. He oOpariasi BHUMaHMS Ha 3TH “HeE
OYCHb BaXKHbIC” COOOILEHUSI, MEHEKEP TEPSET BAXKHYIO HHPOPMAIHIO.

Kak MOXXHO ITOMOYb KITUEHTY, HE 3HAsl €r0 UCTUHHBIX TOTPEOHOCTEH?
2. Omcymcmeue ouggepenyuposanino2o nooxooa K KiueHmam.
OnHolf U3 Pa3HOBHIHOCTEHW TaKOW OMMUOKHU SIBISETCS CAydai, Koraa
TIPOAABEII “TIPUITUCHIBACT ’ CBOM B3I HA TOBAP BCEM MOKymHaressiM. Yacto
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3TO IPOUCXOAUT HEOCO3HAHHO. MeHeIKep MOXKET ObITh YBEPEH, UTO B
3TOM TOBape IpHUBJIEKAaTelbHAa UMEHHO LI€HA, U YAUBISAETCS, KOrna
MOKYIIaTelb MPOMYCKAET ATOT apTyMEHT “MUMO yIIei™”.

3. Omcymcmeue 3a20mo6ieHHbIX PasIUYHbIX (Ppa3z Ol pasiuiHbIX
munoe nokynamens. ‘“3aueéM IOTOBUTHCS, YETO-TO 3ay4yuBaTh. S W Tak
YyBCTBYIO0, YTO HY’KHO CKa3aTbh IIOKYINATeI0”, - KaXKAbIM pa3, KOraa BbI
CIBIILINUTE 3Ty (hpasy, TO MOXKETe ObITh YBEPEHHBI, UTO ITOT MEHEIKEP HE
ymeer pabotarb. Buneosanucu ero paboTsl ¢ peajibHbIM KJIHEHTOM
MOKAa3bIBAIOT, YTO B OOILIEHUH OH HE UCTIONB3YET Aaxe TeX Ppa3s, 0 KOTOPBIX
TOBOPHJI TOJBKO 4TO, B OOBIYHOM oOmieHuu. besycioBHO, Hame
Oecco3narenpHOe OOLIEHHE 00J1aaeT MOLIHBIMH PeCypcaMu U MHOTAA
[IOMOTaeT HAWTH UMEHHO T€ CJIOBA, KOTOPbIE YOAUTEIbHO OAECHCTBYIOT
Ha knueHTa. Ho mms tako# “‘moMomtn” HYXXHBI BpeMsl M CIIOKOHHAs
oOctaHoBKa. MOXeTe JIM Bbl IIOXBACTAThCsl TEM, UTO NMEETE MacCy BpEMEHH
B pa3roBope ¢ KIIMEHTOM, 4TOOBI TPUAyMaTh HyKHYI0 (hpasy? Moxkere ju
BBl CKazaTh, 4TO paboraeTre B 0OCTaHOBKE, HAllOMUHAIOUIEH
penlakcanroOHHBIH KaOMHET MM KOMHATY OTAbIXa?

YupaxueHust

* Kakne mHTEpeCH yIOBIETBOPSIET Barl ToBap? Hapucyiite

JMarpamMmmy, B KOTOPYIO BXOJIST BCE KATETOPHH BaIlIUX KIUCHTOB.

YKakuTe, KaKOH IMPOIEHT, 110 BAIIIMM OIIYIIEHUSM, COOTBETCTBYET

KaxJoi kareropuu. Ha pucyHke mpuBejeHa auarpaMmma,

OTIMCHIBAIONIAS MOTHUBBI KJIMEHTOB ONTOBOW (PUPMBI TTO TIPOJIAKe

OJIEKIBI.

* BeipesxpTe 10 KapToYeK ¥ HAMHIIUTE HA HUX T€ BBITO/IbI, KOTOPHIS

MBI paccMoTpelu. PaccTaBbTre 10 cTeneH! 3HaYUMOCTH MOTUBBI, KOTOPBIS

OyJyT BIMSITh Ha Ballle PEIICHUE MPU TOKYIKE SXThI, 00€JICHHOTO CTOJIa,

WHTEPECHOM KHUTH. B03MOXKHO, BaMU Oy/1yT PyKOBOJIUTH MOTHBBI, KOTOPHIE

MBI HE paccMaTrpuBaii. HanmummTe ux Ha JOMOTHUTENBHBIX KapTOUKaX.

Ecnu ydecTs CTpyKTypy Bamiero ‘“MOTHBAIMOHHO-TO TOJISI’, TO KaKhe
apTyMEHTHI OKXXYT Ha BaC HAHMOOJIbIIIEE BO3ICHCTBHC?

"cMelIaHHbIe
Kpac ora MOTI/]BBI"
15% 15%
ymobcTBa
MPAaKTHY- 10%
HOCTb
20% \
TIOJTy4 € HIe
TIPHOBLITA

40%
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IHepedopmyinpoBanue CBOCTB TOBapa B BbITOAY AJISA
KJIMEHTA.

KoneuHo, nprobpeTas ToBap, KIMEHTHI XOTST MOIYYUTh YBAKCHHUE,
Xopoliee OTHOIIeHUe, KoM(popT U mpouBeTanue. B To ke BpeMs
MOKYTIaTellb 3aMHTEPECOBaH U B MH()OPMAIIUN O KOHKPETHBIX CBOMCTBaX
ToBapa. Eciu MbI OyieM roBOpUTH MEHEKEPY 110 3aKYITKE OCY/IbI TOIBKO
0 MIPOIIBETAHUH U BEITMKOJICTTHBIX BOBMOYKHOCTSIX, KOTOPBIE €My OTKPOIOTCS
MocJie pealu3alliy Hallero ToBapa, HO TPU 3TOM HHYEro He CKaXKeM O
CBOMCTBaX caMoOl MOCYBI, HAIlla pedb OyAeT Tak ke Hed(pPeKTHBHA, Kak
€CJIM MBI CTaJIi ObI 3aHYHO MEPEUYHCIISATH BCE OCOOCHHOCTH 00EICHHOTO
cepBH3a C MEPBOro 10 NATHAIATHIN MyHKT. Kakum oOpa3zom
MbI MOXKEM 3aCTaBUTh WH(OPMAIMIO O TOBape paboTaTh Ha
CBOM MHTEPECHI?

HUcnonvsytime chopmyny:
ceoticmea mosapa + ceszyrowas ¢ppasza +
+ 6bl200a 0J15 Kiuenma
(Mopean Pebexa JI. - M., 1994)

“Oror  oOedeHHBIH  CepBU3  CHOENAH W3
BBICOKOKauecTBeHHOTO (hapdopa 377 npoOb 12, mpou3BeASHHOTO B
npoBuHINH “CymnepdapdopoBka”, 3TO MO3BOJIHUT BaM yCIEITHO
peanu30BaTh €ro Mo MaKCUMAIJIBHOM IieHe”.

K cBsasyromemy 3BeHY M OTHOCSITCS cliegytomue ¢passl: “ITo
MIO3BOJIUT BaM...”, “ITO AacT BaM BO3MOKHOCTb...”, “BrI momyuute...”, “Jls
Bac 3TO O3HAYaeT...”.

3akoHuuTe cienyomue Gpas3pl: “OTOT TUIam OENOro IBETa, ITO
TTO3BOJIUT BaM...”, “Ota mura uMmeeT radaputsl 150-160-170, mostomy
BBI CMOJKETe...”, “ITa KHM)KKA COACPIKUT BAKHYIO HHPOPMALIUIO O IIpHeMax
MPOJAKH, 3TO 1ACT BaM BOBMOXKHOCTb...” .

Hcnonb30BaHME MECTOMMEHUI BBI. BaM, BAaC MO3BOJUT HAIIUM
KJIMEHTAaM MOYyBCTBOBATh, YTO IPOAABEI] 3a00THUTCA MMEHHO O €T0
nHTepecax. ®paspl 6€3 TMIHOTO 00paIeHHS 3BydaT POPMAITEHO 1 OS3TTHKO
- 9TO Pe3KO CHIXKAET nX dP(HEKTHBHOCTD.

Yoe:xnaronue cjaoBa.

[IpencraBbre cede, 4TO BbI €IUTE JTUMOH, KUCIBIA-IIPEKUCITBIN. ..
[Ipencrasunu? [1ogyBCTBYHTE, HACKOJIBKO YBEIHYMIOCH KOTUIECTBO
cirorbl. Ho Benp y Bac HET HMKAKOTO JIMMOHA, BCE 3TO TOJIBKO CJOBA...
[Toutn Bce cinoBa HecyT Ha cebe HE TOJBKO CMBICIOBYIO, HO U
SMOIIMOHAIILHYIO HAarpy3Ky. Y OJIHUX CJIOBa BBI3BIBAIOT SIPKUE 00pa3bl:
HACTOSAIIUHN OTABIX - 3TO CHHEE MOpe, Troyooe HeOo, sIpKOe COJHIE U
3aropenblie JIoau. Y IpyTHX CiIoBa B OOJNbIIEH CTEINEHU CBA3aHBI C
YyBCTBAMH, OUIYIICHUSIMH: HACTOSIINNA OTABIX - 3TO MPUATHOE TEIIO,
KOTOpPOE YyBCTBYEeT KOXXKa OT COJHEUHBIX Jy4eil, W OmyIIeHne
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paccmabnenHoro tena. s TpeTbUX ciOBa CBSA3AHBI C
ONMpeNeNIeHHBIMA  JOTHYECKUMH  TOCTPOCHUSIMHU.
[IpousHeceHHOE CIOBO aKTyaJlM3UPYET aCCOLUUALUU U
MePeKUBAHYSI, KAKUM-THOO 00pa3oM CBSI3aHHBIC C HUM.

Omoenvhvie cnosa yoeoumenbHo 8030€licmyIom Ha
KAUEeHma, eciu Gbl3bl8aom NO3UMUGHbIE aACCoyUayuu

Y6enuTenbHy 0 CHITY CIIOBA JIyHIlle BCET0 MILTIOCTPUPYIOT IIPUMEPHI
C WCIIOJIb30BaHUEM ‘“HENMPaBUIBHBIX™ cJ0B. OmHA U3 POCCHUUCKUX
KOHJIUTEPCKUX (haOpHK BBIITyCKAeT MapMela, B COCTaB KOTOPOTO BXOJUT
MOPKOBB.

JupekTop (pUpMEHHOTO Mara3WHa MOJACIHICS C HAMU CBOUMU
Habmonenusvu: “Korna mou nponasubl roBopst: “Harmr mapmenan oueHb
BKYCHBI M TIOJIE3HBIH, B €r0 COCTaB BXOIWT MOPKOBH~, TOKyHATEIH
COKPYIIEHHO KAa4aroT TOJIOBOM M OTXOIAT OT IpHiIaBKa, mpubaBisis: “Jlo
Yero TOJNBKO He AomyMmaroTcs’. 11oaToMy S COBETYI0 MM HCITOJIb30BaTh
npyryto ¢ppasy: “Hai mapmeraj o4eHb BKYCHBIH U TOJIC3HBIH, OH COCTOUT
W3 HaTypajbHBIX TPOIYKTOB C TIOBBIIICHHBIM COIEP)KaHUEM KapOTHUHA”.
Takue BbICKa3bIBAaHUS XOPOIIO BOCIPUHUMAKOTCS TEMHU MOKYIATEISIMHU,
KOTOpBIE 3a00TSTCS O CBOEM 370pOBhe”. BaM ObI TOHPABHIICS MapMeIta
13 MOPKOBH?

Jpyroit npuMep ONUCHIBAET, KaK OJHO HEOCTOPOKHOE CIIOBO MOMKET
MOMeIIaTh TpUoOpeTeHHIO ToBapa. [IpencraBuress pO3HHYHOTO Mara3uHa
cobupaercst KyluTh B ONTOBOHM (hMpPME MAPTHIO IMOJIOYEK ISl BAHHOM
KOMHATBI. MeHepkep OTOBOH (hHpMBI yOeAUTETEHO TOBOPHUT O “TuTIOCax”
TaHHOTO ToBapa. KimmeHT 3amyMuuBo oTBeuaeT: “‘/laBaiite Bo3pMy y Bac”.
Menemkep pagocTHo mobdapiset: “OdeHp XOpOoIIo, U HaM MEIIaThCsl He
OyayT”. “A moyemy MemaroTcs, ux y Bac mioxo 0epyt? [loxamnyi, st Toxe
MOJIOKIY .

Kakue M3 mepeymcICHHBIX HUXKE yOCJUTEIbHBIX CIIOB BBI
HCTIOJIb3yeTe B cBOel paboTe ¢ kinueHToM? (B OCHOBY B3ST CIHCOK
yOeIUTeIHHBIX CJIOB, IPEIIOKCHHBIN Pebekoit Mopras.)

Axmuenocms. Apomam. boopocme. Benenue spemenu. Bryc.
Bocmope. Bocxumumenwsroiil. Boipasumenvhwiil. [ apmonuynsiil. 1ryooxkuil.
Tenuanvuvii. [Jom. Hyxoewnwiii. EOuncmeenuvlii 6 ceoem pode.
3ameuamenvuwiii. 300poswve. Kauecmeo. Kpacoma. “Kpymoul”. Jlaxomviil.
Jluunocmes. Jlob606b. Moousiii. Monooocms. Haoeosicnviii. Hacmosiwuil.
Hamypanouwsiii. Hezamenumoiii. Hedopoeoti. Hayunwiii. O6xo0umenvHwiil.
Oepommnwiii. Opueunanvhoiil. Oowumenvholil. Ipoepecc. [lepsoknacchuiil.
Honynapuwui. Ilpeomem eopoocmu. Ilpecmuorc. Ilpusiexamenvbrbiii-
Pazymnviii. Pexomendyem. Padocms. Pazeneuenue. PockoulHbiil.
Cusarowuti. Cmenviti. Cogpemennsiti. Cmunv. CnopmugHbulii.
Camocmosamenvrhocmo. Yeepennocmo. Yeneuenue. Ycnewnoiil. Yucmotil.
lennocmo. lukaprnoviii. DKCKAO3UBHDBIU. DKOHOMUSL 8PEeMEHU.
Oxonomuynwlil. Ippexmuoiil. Inecanmubiil.
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[TomHUTE OMHOTO W3 TepoeB “30JI0TOTO TeNleHKa™ - He3aIauTHBOTO
KYpPHAJIUCTa, KOTOPBIN MOIB30BAJICS ISl HATUCAHUS CTATE€H CIIMCKOM
SIPKHX CJIOB U OPUTHHAIIBHBIX CJIOBOCOYeTaHUH ? Bo3MokHO, ero mpodiema
COCTOsIJIa B TOM, YTO KOJUYECTBO ATHX “3arOTOBOK~ OBLIO HE TaK YK
BEJIMKO?

Hcnonp3oBanne yOenIUTENbHBIX CIIOB JOKHO COYETATHCS CO
cienayomuMiu (HakTopaMH: WHAWBHUAYaJbHBIM HACTPOEM IMPOJABIA B
JNaHHBIH MOMEHT, HHANBHUAYAJIHHBIMH OCOOCHHOCTSIMHU TIOKYIaTes,
0COOEHHOCTSIMU TOBapa M CMBICIIOBOM HAarpy3KO#, KOTOPYIO HECET CIOBO
B obmectBe. Ecniu BB ceroyiHs B MI0XOM HACTPOEHUH, TO ISl PEKIIaMBbI
TOBapa HE OYeHb MOAOHIYT CIOBA Je2KUll, HCUSHEPAOOCHBIU, Gecenblil.
Ecnm moxymarens XxoTen ObI 9yBCTBOBATh Ce0sT 00JIee COMMIAHO B Pe3yIIbTaTe
MpHOOpETeHHsT TOBapa, TO JJIS HETO MPOTHUBOIIOKA3aHbI CJIIOBA MOOHbI,
Hedopoeoll, 6030ywHbIl. ECIN Ball TOBap pacCuWTaH Ha TOJIYYCHHE
BKYCOBBIX OIIYIIEHUH, TO AJIs HEro MoAOUAYT CIOBA JAKOMbIU,
socxumumenvHulil, 8KycHulli. I Te ke caMble clloBa MOAEHCTBYIOT
“anTHyOeXkaaronie” B Mporecce Npe3eHTalui HOBOH MOJIENIN TPaKTopa.

He crout ncronp3oBarh “3ae3keHHBIC”, pacxokue cioBa. Ceigac
Ha KaXXJIOM YTITy MOKHO YCJIBIIIATE O “CaMOM KadeCTBEHHOM  TOBape 10
“caMBbIM BBITOAHBIM IIeHaM . VICTI0NTb30BaHMe TPUBBIYHBIX CIIOB-IITAMIIOB
pPOXkAaeT y MOKynaressl HACTOPOKEHHOCTb U HEJIOBEpPHE.

Korna mbl ucrionbs3yem B paboTe ¢ KIMEHTOM YOeXJarolue CloBa,
TO “BBI3bIBAEM”’ 00PA3bI U OLIYILIEHHUS, KOTOPBIE “BEAYT” €r0 K 3aKIIOYEHHIO
caenku. TodHO Tak K€, UCIONB3ys “aHTHyOeKIaromue” CJIoBa, MBI
MTOMOTaeM KJIMEHTY ITOYyBCTBOBATh, UTO €My He HYKeH Harl ToBap. YacTto
Ha TIOKyMaTessi HeraTHBHO BO3AEHCTBYIOT T€ HEOCTOPOXKHBIE CIIOBA,
KOTOpBIE “BBIPBIBalOTCS” Y Hac “‘camu coOoit”. [ToMrnmMo HeoOmyMaHHBIX
CJIOB, MBI YacTO MCIIOJIb3yeM B paboTe MPUBBIYHBIE CIIOBA, O€3 KOTOPBIX,
KakK HaM KakeTcsl, paboTa MeHepKepa 10 COBbITY HEBO3MOXKHA. JTO HAIH
“pomHBIE” CIIOBA MOP206/s, Npooaxdcd, NOKYNKd, 3aKitouerue cOenxu,
0ozo60p, yena. HeratuBHOE BO3MEWCTBHE JAHHBIX CIIOB MPEKPACHO
ommcaHo B M3BecTHOW kHmMre Toma XomkwnHca “VICKycCTBO mpomaBaTh”’
(Xonxunc T. - M., 1996). 1o uccrneqoBaHusM CIEIHUAINUCTOB, CIOBO
TOPTOBJIS IO CHX MOP HECET ISl POCCHICKOTO MOTPEOUTENsI HEraTHBHYIO
okpacky. OnBIT COBETCKOM IeHICTBUTENLHOCTH, CBA3AHHBIN C 3TUM CIIOBOM,
TOBOPHUT O TOM, YTO TOPTYIOT TOJBKO CIEKYJISTHTHI, HEYECTHBIC JIFOMM,
KOTOpBIE XOTAT HaXHUThCS Ha Apyrux’. Jlaxke y ONTOBBIX KIHEHTOB
“TOproBbIe” CJIOBA BBI3BIBAIOT MAJIOTIPUATHBIC acCCOIMAIUU. TOPTOBIIS -
“BuKy 00JIbIION-TIPe0ONBIION cKiIaj. TaM MHOTO BCSIKOTO TOBapa v MOJIHO
nonei, KoTopele UM 3aHUMaloTcs. OHU MOXOXH HAa MYPaBbEB -
komnomarcs...”. Ilponaxa - ““Y MeHs cpa3y BO3HMKAeT KapTHHKA: HA YJIULE
HAITOPHUCTHIN MOJIONON YEOBEK MPHUCTACT K Mpoxoxemy...”. [Tokymka -
“MHe TToYeMy-TO BCIIOMHHJICSI JIEBHU3: KYIIHTE, U BBl HE TOXKayIeeTe” .
3aKITIOYCHIE CEITTKHY - “Y MEHsI BOZHHUKAET ONIYIIEHUE, UTO HAJ0 IepPKaTh
“yxo BocTpo”, a To oOmanyT”. JloroBop - “O10 4TO-TO OyMakHOe U
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mynaoe”. llena -“Krto koro meperoBoput, Ta u OyaeT meHa...”. B
OOJIBIIIMHCTBE CITy4YaeB BOZHUKAIOIINE 00pa3bl IEHCTBYIOT B HAIIPABICHUH,
MPOTHBOIOJOXKHOM 3aKJIIOUEHUIO caeilku. OHH 3aCTaBIAIOT
MOTEHIIMAJIBHOTO KIJIHEHTAa HACTOPOXKHUTHCSA U MOJATOTOBUTHCS K
caM000OpoHe.

JlaBaiiTe mocMoOTpHUM, KaKWe CIOBOCOYETAHUS OyTyT BBI3BIBATH
MO3UTHUBHBIE 00pa3bl y HAaIUX KJIWEHTOB. BMecTo TOTO 4TOOBI
“mopeosamsv” M “‘npooasams’”, HaM CIENyeT “oKkaszvieamsv yciayeu’,
“nomoecams 6 evibope HeoOXOOUMOU sewu”, “UcKamb npuemiemvie
sapuanmul U Nymu 83aumMo8bl200H020 compyoHuyecmea” .

@pasbl “Ota mokynka OyaeT ais Bac BeiroaHon”, “Tlokynas Ham
TOBAp, BBI ITOTyUYHUTE...”, “BbI Oynere moKymars?”’ 04eHb TOYHO OTIPEIEISIOT
MTO3UIINH, KOTOPBIE 3aHUMAIOT YYAaCTHHUKH JIET0BOH Oecenpl. Y mpoaaBIia
Y TIOKyTIaTeJIsl BCeT/Ia POTUBOIOIOKHBIE MHTEpECHL. JIydIiie ncrons30BaTh
¢bpaswl: “Ilpuobpemernue smoil Moodenu coOOmeemcmeyem 6auum
unmepecam”, “Koeda evl cmaneme obnadamenem 3moul e, bl
noayuume...”’. BbISICHsIs, Oy/lIeT JI KJIMEHT MOKYNaTh Ty BEIlb, KOTOPYIO
OH OCMaTpHUBAaeT BOT YK€ moJjdaca, Jydlle clpocuTh: “Ha dyeM BbI
ocTaHOBWINCH?” win “Kakoil BEIOOp BBI CHIETANH - B IMOJB3Y KPACHOTO
iy 3eneHoro?” Eciu mokymnaresns MPUHSIT OKOHYATEIbHOE pEeIieHUe, TO
MOXHO cKa3atb: “/asatime s ogopmaio eaw 3axasz”, “Ilpoudume,
noaicanylcma, 8 kaccy”.

VYeneumHoe 3akJI0YEHHE JTOTOBOpa - MeuTa JIIo00ro MEeHeIKepa,
pabotaromero B cdepe cObita. “Ecam Mpl moamummem morosop...”, “B
HaIlleM JOTOBOpE OYIyT OTpaKE€HBI BCE YCIOBHUA...”, “bymeM coCTaBIATh
nmoroBop?” Ob6umue (pas mpo JOTOBOP BBI3BIBACT Y KIIMEHTA ONTYIICHUE
“JIOBYIIKH”’, B KOTOPYIO €T0 MOCTENEHHO 3aMaHMBAIOT. 3aKa3uuK Oyaer
4yBCTBOBAaTh Ce0si CBOOOHEE, €CIIM MbI OyJeM HCIOJIb30BaTh (Ppa3bl:
“Kozoa mer oghopmum mawe coenauwenue...”, “Ecau mvl npudem x
coenawenuro...”, “Hawe napmuepcmeo mooicho oghopmums ciedyroumum
oopaszom...”, “/lns moeo, umobwL Mbl CMOSIU OKA3AMb 8AM HEOOXOOUMYIO
yeayey, Mol 00AHCHBL NPABUTLHO 0POpMUMb 8aul 3aKas...”"

CrnoBa 11eHa U CTOMMOCTb Y€TKO YKa3bIBaIOT Ha TOTO, KTO JIOJIKCH
Oyner pacrutadyuBarhesi. OOIICHHE TOPTOBBIX areHTOB, MEHEKEPOB H
MPOAABIOB-KOHCYJIBTAHTOB MPOCTO “KUIIUT’ (hpazamu: “DTa MOIENIb

crout...”, “lleHa cOOTBETCTBYET KadecTBy...”, “O IeHe TOTOBOPUMCS .
Takue BBIpaX€HHS CIEIYET 3aMEHUTb Ha ‘‘IJennocms smoil modenu
coomeemcmeyem $456...", “IIpuobpemenue smoii moodenu 06otdemcsi 6am
6 8651...".

BesycnoBHO, pabotast B 00s1acTH cObITa M UMEsI JICJIO C
KJIHEHTaMHU, Y KOTOPBIX €CTh CBOW OW3HEC, MHOTIA
HEBO3MO)KHO M30eKaTh “TOPTrOBBIX” CJIOB. Tem Oosee B Tex
ciydJasix, KOrja Halld KJIHMEHTBI KJIyT OT HAaC YETKOro U
KOHKPETHOTO O0TBeTa. BMecTe ¢ TeM, CBOJAS K MUHUMYMY
WCIIOJIB30BAHKE CJIOB, CBSI3AHHBIX C 00pa3oM TOProBIla, U
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WCIIONB3Yysl BBIpAXXEHUA, aKTyalu3upylomue o0pa3sl
MTOMOIITHUKA, KOHCYJBTaHTa, MBI pa3pyliaeM O0apbep MexIy
)KECTKUMHU MO3ULHUSMH MpOoJaBla U IMOKymaTelas Hu
“mepeTsruBaeM’’ KJIMEHTA Ha CBOIO CTOPOHY.

Buickasvisanue 6yoem ybeoumenvhee 6030elicmeosams Ha
KAUeHmMa, eciu npooasey 3anumaem no3uyuio NOMOWHUKA,
KOHCYIbImanma

Ynpa:xxHeHus

* CoCTaBBTE PEKJIAMHYIO PeYb ISl BAIlIero TOBapa, B KOTOPOH OyayT
MIPUCYTCTBOBATh CEMb YOCIUTEIbHBIX CIIOB.

* CIIpoCHTE Y CBOMX KOJUIET WJIM KITUSHTOB (€CIIU Bl HAXOIAUTECH C
HUMH B JIPY)KECKUX OTHONICHHSIX), KAKUE ACCONMAIUU BBI3HIBAIOT
HanOoJee yrmoTpedasieMble BAMHE CIIOBA.

IMpuem “IMOUMOHAIBHOCTD”.

B mpouecce uccienoBanuii, U3yyaBlINX, Kakoe BO3JICHCTBHE
OKa3bIBAaIOT BBIPA3UTENIbHAS U HEBBIPA3UTEJIbHAs MHTOHAIUU Ha
cobecenHnKa, OBLIN MTONYUYCHBI CIETYIONTHE pe3yabTaTel. MHbopMartus,
nepesaHHast CITyIIaTelto BHIPa3UTeTbHBIM TOHOM (TEKCT YUTAIH apTHUCTHI
JpaMaTHYIeCKOTO Tearpa), 3aoMHHANAch B 1,4-1,5 pa3 irydre, 4em cyxas,
HEBBIpa3uTeNbHast HHPopManus. Kpome Toro, TOUHOCTb BOCIIPOM3BEACHHS
SMOLHMOHAIFHO MPOYUTaHHOW MHpOpMalyu Oblta B 2,6 pasa BhIIIE, YeM
TOYHOCTH BOCIIPOM3BEACHIS “0e33MOIMOHATBHOTO” MaTepraa. [Tommmo
3TOrO0, 00TaTO MHTOHUPOBAHHOE YTEHHE BHI3BIBAJIO Y CITyIIATENICH SIpKUE
o0Opa3HbIe TPeCTaBIECHNUS, KOTOPhIE TOYTH HE BO3HUKAIN y CIyIIaTesen
“cyxoro” Tekcra. BplIO yCcTaHOBJIEHO, YTO 0C000€ BIMSIHHE OPATOP
OKa3bIBaeT Ha COOECETHNKA C TOMOILBIO IIMPOTHI TUara30Ha COOCTBEHHOTO
roJI0ca, yBEeIMIHUBAIOLIECH IMOLIMOHABHYIO BEIPA3UTEILHOCTD COOOILICHNS,
M C TIOMOIIBIO TICHXOJOTHYECKUX Iay3, MOAYEPKUBAIOIINX Hamboee
3HAYMMBIE CIIOBA.

Hert nuyero mpore, 4eM HCMOIB30BaHUE MAHHOTO TpHEeMa IS
MEHEPKEPOB, HAXOASIINXCA B JIaLy CO CBOMMHU AMOIMAMHU. OHU HE OOSTCS
BBIpa)KaTh YyBCTBA, IOPTOMY MM JIETKO MOHATH HACTPOCHUE COOECeIHUKA.
Takue mpomaBUbl pa3roBapUBaIOT BECEJI0 U HEMPUHYXKIECHHO C
MTOKYTIaTeNIsIMH, HACTPOCHHBIME Ha BECEIBIN JIa/I, TETUIO U 3a00TIHBO - C
TTOKYTIATEIISIMA, 00€CITOKOSHHBIMH TPY30M COOCTBEHHBIX 3a00T, HAITOPUCTO
Y DHEPTUYHO - C eIy CTPEMIIEHHBIMH, PEIITUTEIHHBIMU KITHEHTaMH.

VIMeHHO SMOLIMOHATBHOCTD O3BOJISIET IPOAABILY “HACTPOUTHCS HA
KJINCHTA, HAJIAJIUTh C HUM JIOBEPUTCIIbHBIA KOHTAKT. Beipa3sutenbHas
WHTOHAIUS HECET ISl KIIMEeHTa BaKHYH0 HH(opMaruio. ONTUMUCTHYHAS
WHTOHAIS COOOIIaeT KIMCHTY: “S1 Bepio B TO, YTO BCE B ITOH YKH3HU
OyZIeT XOpOoIIIo, B TOM YHCJIC M HAIlle C BAMU B3aUMOICHCTBHE ; 3a00TIMBas
WHTOHAITHSI TOBOPHUT KIIMEHTY: Sl ickpeHHe 3a0049yCch 00 MHTEpecax APYTHX
JIOACH, ¥ U MEHS 3TO MPUATHO M €CTECTBEHHO’; MHTOHALMS, MOJTHAS
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SHTY3HMa3Ma, JaeT BO3MOXKHOCTh KJIMEHTY MoHATh: “IIpomaBenr xopoiio
3HAeT U JIIOOUT cBOH ToBap”. CTporas “nHhopMamoHHast CBOIKa™ 0 TOBape
MPUBOJUT TIOKYIIATENSI K BBIBOMY: “DTOT TOBAap HE MOXET HUKOIO IO-
HacToseMy 3auHTepecoBaTh”. Takoi BBIBOJ JeliaeT 3aKa3uuKa
PaBHOJYIITHBIM K TOBApy €IIe JI0 TOr0, KaK OH MOMMET, YeM MOXKET ObITh
eMy TI0JIe3€eH.

MeHemkepsl, TPUAEPKUBAIOMIHECS B CBOEH paboTe CyXxoro
WHQOPMATHBHOTO CTHJS, OOBIYHO CYHTAIOT, YTO KJIMEHT COBEpPINAET
MOKYIIKY BCJICJICTBHE XOPOIIO MPOAYMAHHBIX JOTHUECKHUX TOCTPOSCHUIA.
Crnenyst TakoMy B3DJISITY, TOKYIATETF0 HEOOXO0AUMO TOJILKO MPEIOCTABUTH
no0oibIe MHPOPMALIUK - U OH CaM BCE B3BECHT, OOOCHYET M MPUMET
pemrenune. besycnoBHO, €CTh JTIOMH, PYKOBOACTBYIOIINECS TP IPUHATHU
pelIeHnii B OCHOBHOM JIOTHYECKUMH JJ0BOJIaMu. B To ke Bpems ro0bie
JIOTUYECKHE TOBOBI 0a3UPYIOTCS Ha TOM TOTPEOHOCTH (BBITOIE), KOTOpAs
3aCTaBIIICT KJIMEHTa MPUOOpPECTH HYXHYIO Bellb. Bl Korga-HUOYIb
BCTPEYAJIH “JIOTMYEeCKH 000CHOBaHHbBIE MOTPEOHOCTH?

[Topoii smonmK OBIBAIOT HACTOJBKO “KOBAapHBI’, YTO 3aCTABJISIOT
JIOTUKY “OTpaBABIBAaTH’ CBOE CyIIeCTBOBaHHWE. TOIBKO IMOIHU -

CIIOPTHBHBIN a3apT, CTPEMIIEHHE K BHICOKHM JIOCTIDKEHUSM,
KeIaHWe CaAMOYTBEpPAUTHCSA M T.A. - MOOYXKIAIOT Tak
Ha3bIBAEMOI'0 XOJIOJHOTO JeJbIla MPUOOpeTaTh OOJIbIIHE
MapTHUU TOBAPA C LEIbIO MOTYYCHHUS BBICOKOW MTPUOBLTH (XOTS
JICHET, KOTOpPhIe OH 3apaboTall, C JTUXBON XBAaTUT €My U €ro
CceMbe Ha BCIO OCTAaBIIYIOCS XKW3HB). lIpm 3TOM perienms
OOBSCHSIOTCS  HMCKJIIOYHUTEJIBHO  PalMOHAIbHBIMHU
apryMEHTaMHU: “HEO0XOIUMO pPACHIMPATHCS, “dTa cIelKa
OTKPOET JIJIsl HAC HOBBIC BO3MOXKHOCTHU”, ““€CJIM MBI HE 3aKIIFOYHM JIAHHYFO
CHETIKY, HAC OOTOHST KOHKYPEHTHI .

QMOL;uOHaJleCZ}l UHMOHAYUA NO360J14ent 06pau4ambc;z
Hei’lOCpe()CWlGeHHO K nompe6ﬂocm}m KjaueHnma

Uto0b1 3ppekTrBHO paboTaTh ¢ PA3TUIHBIMU KIUEHTAMH, HAIlO
XOPOIIIO BIIAJIETh CBOCH WHTOHAIMEH W YMETh Iepe/IaBaTh pa3iINvHbIC
OTTCHKH IEepPe)KUBAHUI. DTa 3aja4a yCIOKHICTCS TEM, YTO TEpeaaTh
AMOLIUIO JPYTOMY YEJIOBEKY Yepe3 MHTOHAIMEO BO3MOXKHO TOJILKO TOT/IA,
KOT/Ia MBI YyBCTBYEeM 3Ty 3MOIMIO, HHAYE BCE HAIIM TOMBITKA OyIyT

BEITJISIZICTH HATIPSKEHHO W HeEeCTeCTBEH-HO. lHOTIa HeKoTOpBhIe
—~) AOMOITMH MOTYT HAXOAUTHCS “‘TOf 3ampeToM’”’. MBI TIpeKpacHO
> 3a00THMCS O IPYTHX, HO HE IPU3HACMCSI B COOCTBEHHOH 37I0CTH;
HaM TIOHSTHBI JIOTUYECKUE JIOBOABI JAPYrOro 4YeIOBEKa, HO
KaXXETCS HECKOJIbKO HAUTPAaHHOU €ro pajocTh; HaM OJU3KHU
paccyXJIeHHS KIIMSHTA, JISTAFOIIEro MO-KYIKY 13 COOOpaKeHUN
NpecTuka, HO HE OYEHb MOHITHHI dMOIUU KIHEHTA,
“Opocaromero AeHBIHM Ha BeTep”’ pagu COOCTBEHHOTO
yIOBOJIBCTBHA. UTOOBI pacmupuUTh AWANa30H dMOIHH,
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nepejaBaeMbIX Yepe3 WHTOHAIUIO, CIEAYeT JIyd-lie pa3o0parbesi B
TTepSKUBAHUAK, HAXOSIIIUXCS IO “3ampeTom”.

Yupa:xxnenust

* Kakue SMOIMH Y BaC BO3HUKAIOT yaiie Bcero? Kakue amoruu asist
Bac He xapakTepHbI? Kakue mepexuBaHUS IPYTUX JIOEH BBI3BIBAIOT
HEMOHMMaHHUe WITH HeJoBepue?

* [lpom3HecHuTe OAHY M Ty Xe (ppa3y, ¢ KOTOPOH BB 4aCTO
00-pamraeTech K KJIUCHTY, C pa3IUdyHOU
WHTOHAIMEW: C pa3JgpaxxeHuem, C
paBHOAyIIMEM, C  HUHTEpecoM, ¢
BOCXHIIIEHUEM, C HAITOPOM, C TIOHUMAHHEM.

* TIpousHecHuTe OAHY | Ty ke (pasy, C
KOTOPOM BBI 4acTO 00pa-maeTech K KINEHTY,
CHavaja Kak “o0bIYHYI0”, IOTOM KaK O4eHb
3Hauu-myr0. Kakum oOpa3om BaM momoriu
nays3bl?

IIpuem “I'oBopsitine pyxku”.

PykoBoauTenb OJHOW M3 KPYMHBIX
¢upM OblIa HCKPEHHE paccTpoeHa Mocie
BCTPEUU C MPEJCTABUTEIIEM TOPOJCKUX BIACTEH:

“OH ObUI Tak JOOpOXKENIaTeJIeH B TEUCHUE BCEro pa3roBopa, HO
TTOTIPOIIAJICS KaK-TO CTPAHHO’, - POU3HOCS ATy (hpa3y, OHa MMoKa3aja )KecT
npomanusi. Bo Bpems pykomoxatus ee coOeceHUK OTOIBHHYI

MIPOTSAHYTYIO PyKy “momaneiie oT ceds”. “OH, HaBepHOE,

caenan 3To O0ecco3HATEIbLHO”, - 3aKaiounia oHa. JKe-CThl

OYEeHb TOYHO OTPAKAIOT UCTHHHBIC HAMEPEHUS COOECETHUKA,

MOATOMY JKEC-TaM TakK K€, KAaK MHTOHAIMH, MBI JJOBEpsEeM

O6onpmie, yem cioBaM. Kakoe OTHO-mI€HHWE BBIIAT

“OTTANIKMBAOIINH* )KECT TIPEACTABUTEIS TOPOICKHX BIIACTEH?

Bompoc o pykax 9acTo BO3HHKAeT B TOM CITy-4ae, Korma

MBI HE 3HaeM, KyJa UX JeTh. MBI 4yB-CTBYEM, YTO OHU HaM

MEIIAIOT, U CTapaeMCsl Clie-JIaTh UX “‘He3aMeTHBIMU . JKeCThbI TOIKHBI CTaTh

MIPOOJDKEHUEM HAIIeH Pedr, TOT/[a OHU HE TOJb-KO IEPECTaHyT MEIIaTh

pasroBopy, HO W OyayT MOMOTATh BHITIAAETH 0OJiee PacKOBaHHBIMH,
YBe-pPEHHBIMU B YOS TUTETbHBIMH.

JKecmuwr yoeoumenvro 6030eticmeyrom Ha KIUEHMA, eciu YCUIUaom
CMBICTl 8bICKA3bIBAHUSL

Ham cTout nmeTs B cBoeM “apceHaiie” xKecT “OTKPBITBIX PyK™~ - pyKH
MNPOTAHYTHI 110 HANpaBICHUIO K COOECEAHUKY, JTAJOHH PACKPBITHl H
ITOKa3bIBAIOT: “37€Ch HUYEro He crmpsATaHo”. Takod KeCT BBITOTHO
roguepkuBaeT (paspl: “MBI TOTOBHI K COTPYIHUYECTBY ¢ Bamu’’, “Bbl
MOKETe JOBEePsITh HaM”. boriee sMOIIMOHAIBHBIM U TETUIBIM SIBIISETCS XKECT,
KOTZla pyKH ONMCHIBAIOT TPAEKTOPHIO OT CBOEro ‘“cepaua’ kK “cepany’”
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co0eceqHnKa. DTOT KECT IMOTIEPKUBAET B3aNMOCBS3b MHTEPECOB IPOIABIA
n xaueHTa. OH MOXKeT yCHJIUTh BO3JIeHCTBHE Takmx (pa3, Kak “Mpl
CHeIMalIbHO MOArOTOBMIIN TaKOM KOHTPAKT B BalIuX MHTepecax”, “Hama
3a00Ta, 4TOOBI BBl UyBCTBOBAIH Ce€0st KOM(DOPTHO™.

OueHpb Ba)HBI )KE€CThI, TOMOTAIOIIUE OMUCAHUIO ToBapa. Eciu BeI
mpemiaraete OOJIBIION CTOJI, TO BIIOJTHE OyAeT YMECTHO TpH ciaoBax “OH
TaKOU OOJIBIIION, YTO 32 HUM ITOMECTHUTCS OY€Hb MHOTO TOCTEH’ H300pa3uTh
pykamu ero pazmep. Eciiu Bbl pekinamupyere ToBap, KOTOPbIH “OueHb Majio
Oepet sHeprun”, 1JIsl yCHICHHS CBOETO apryMEHTa MMOKaXKUTE, HACKOIBKO
9TO Majo, ¢ MOMOMLIbI0 kecTa. OAHUM U3 KECTOB, KOTOPBIM JOMKEH
OCBOMTB JII000H NpoJaBel, IBIsIeTCS “TIepedncisomuii skect”. OH Xopour
JUJTSL HADJISLTHOTO TIEPEYUCIIeHHs JOCTOMHCTB ToBapa. Brl roopure: “Bo-
TIePBBIX, OH OTIIMYHO CTUPACTCS , - ¥ 3aTH0AETE OUH TajIell, “‘BO-BTOPBIX,
€ro MOKHO CTHpaTh HECUETHOE KOJIMYECTBO Pa3, U OH TAKUM XKe H
octaHeTcs”’, - ¥ 3arudaeTe BTOPOH majell, “B-TpeTbUX, Ballla )KeHa IPOCTO
OyneT cuacTinBa, KOIia OH IOSIBUTCS B IoMe”, - M 3arudaete TPETHi Masell.
OTOT NpUEM MOKHO IPOJOIKATh U 1aJIbIIIE - XOPOLIO, €CIIU BBl MOJKETE B
MOJIb3Y CBOEro TOBapa 3a)aTh BCE MajibIbl HA o0ewx pykax. Ho
nepedapiBarh Toke He cToWT. IloKymarens MOXKET MOTepsATh HHTEPEC
yXKe Ha celbMOM mainblle. MHOTAa 3TOT KecT momoraeT paboTaTh ¢
COMHeBarolmmMesl nokynareiaeMm. Ha onHol pyke Mbl MOXKEM 3a)KMMaTh
Majblbl, CYUTAs “MUHYCHI MOKYNKH, HA JpyroMm - “runochl”’. Kak Bbl
JIyMaeTe, YTo JI0JIKHO [epEBECUTH?

JKecTpl mOMOTaroT HE TOIBKO YCHIIUTH BO3IEHCTBHE CBOHMX CIIOB, HO
W CIIPaBUTHCSA C COOCTBEHHOI HEYBEPEHHOCTHIO, HEPBO3HOCTHIO.
YAUBUTENHHO, HO HAIlH YyBCTBAa HEBO3MOXXHO MOJAaBUTHh M TOYTH
HEBO3MOJKHO “cripsATarh”’. TpeBora, HEyBEpEHHOCTb U CTPax MPOPBIBAIOTCS
yepes3 Te KaHaJlbl, KOTOPbIE B TaHHBIH MOMEHT MEHBIIIE KOHTPOJIUPYIOTCS
uX BiajenbieM. Tak, eciiy yeoBeK Bo BpeMs Oece/ibl He JaeT “‘CBO0OIbI”
CBOWIM pYKaM, €ro SMOIMH “BBIXOAST 4Yepe3 HOTH - CTYIHH HAauWHAIOT
MMOCTYKHBATh I10 TIOJTY, IPUTONTHIBATH MIJIN BBHIILISCHIBATH KaKOW-HUOYIb
3aMBICTIOBATHIN TaHel. FIHOTa 3TO MepeXOIUT B HE3aMETHOE IMTOKAYNBaHNE
13 CTOPOHBI B CTOpoHY. Kakoe mocianue B 3TOM cilydae MOITy4MT Hall
KiueHT? Mbl HE MOXKEM MPOCTO “U30aBUTHCS” OT TE€X UYBCTB, KOTOPHIC
WCTIBITBIBAEM, 3aTO MOXKEM TPAHC(POPMHUPOBATH UX B APyTUe UyBCTBA. MBI
CHJIBHO HEPBHUYAEM B TOM CITy4ae, KOTia pa3roBOp BaKEH /ISl HAC M XOTHM
MPOM3BECTH OJArOMPHUATHOE BIEYaTIeHHE. 3a Hameld HEPBO3HOCTHIO
CKPBIBAIOTCS DHTY3Ha3M, )KeTaHhe JOOUTHCS MTOJIOKUTEIBHBIX PE3yIIbTaTOB.
Baxno “BbIcBOOOIUTH” 3TH yyBcTBa. TakoMy OCBOOOKACHHUIO MOMOTYT
pyku. IMEHHO OHU 1TO3BOJIAT NEepeaTh KIMEHTY OIIYIIEHUE BaKHOCTH U
3HAaYMMOCTH JJAaHHOU J€JT0BOM BCTPEYH.

Js1 Toro uT00BI HAyUINTHCS 3((HEKTHBHO UCITOIB30BATh TOT PECYPC
yOexeHusi, KOTOPBIM CONEPKHUTCS B pPyKax, Ba)XHO IOYalle
TPEHUPOBATHCS, TAK KaK YOS TUTEIbHBIC )KECTHI HE TIOABATCS CaMH COOOH.
[TonmpoOyiiTe Kaxaoe MperIokKEeHHE, KOTOPOE Bbl TOBOPUTE KIUEHTY,
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YCUIINUTB C TIOMOUIBIO JKECTOB, U BBl YBUJIUTEC, UTO 3TO HE TaKas YK ITpocTasd
3aJa4da.

Ynpaxnenus

* YeunbTe ¢ MOMOIIBIO KECTOB cienyloumue Gppasbl:
“Hama ¢upma yBepeHHO YYBCTBYeT ceOs Ha pBIHKE,
“HekoTophlie KIHEHTH 3agatoT cebe Bompoc: “B dem

MIPEUMYIIECTBO JAHHOTO ToBapa?”, “BrI momyunTe OOJBITYIO
NpUObLIb, 3aKITIOUUB ATY CACIKY .

* JlompocuTe Ballero KOJUIETY MOHAOMIONaTh, KaKue
JKECTBI BBl UCIIONIB3YETE BO BpeMst OeceIbl ¢ KIIMEHTOM.

Hcnoab3oBanne uupp ¥ KOHKPETHLIX (PAKTOB.

[Tocnennee BpeMs peKJIaMHBIE IUTAKaThl MPOCTO MECTPST TAaKUMHU
¢pazamu: “10 ner Oe3ynpeunoid paGoTel”, “25 mer Ha pbiHKE”, “47
¢unmanos no Beei crpane”. [loyeMy Tak 4acTo B peKaMe UCTIONIB3YIOTCS
urdpo1? KoHKpeTHOE YMCI0 acCOMUPYETCS C TOYHOCTHIO U HAZIEKHOCTBIO.
[TosBeHME Xe “HEKPYIIOTro” MW APOoOHOTO YKCiIa B HAIIEM CO3HAHUHU
CBSI3BIBACTCS C [UTUTEIEHBIM KPOHOTIUBBIM ITOJICIETOM.

Hcnonvzosanue b;uqbp nogvlLuLaem HA0edCHOCb U

000CHOBAHHOCTb BbICKA3LIGAHUL NPOOABYA
CpaBaute: “Mbl pabotanu ¢ o4eHb MHOTHMU
KreHTaMu” Wik “MbI 23 ¢eBpast Bpydaiau Mpu3 HaIIeMy

CTOTBICAYHOMY KIHeHTY . CpaBHUTE: “DTOT AWBaH
JIOCTATOYHO TIPOoUHBIN” wiw “CTeHka caenana u3 myoa. [pu
COOJIFOZICHUY TTPABHII AKCILTYaTalliu TAPAaHTUHUHBIA CPOK ITUX TTAHEICH -
20 netr”.
Kak men 3Byuar yOe:aaroliue apryMeHTBI JUIsl ONTOBUKA, €CIIH B
HHAX TOBOPHUTCS O TOW MPHUOBIIN, KOTOPYIO OH TMONYYHUT, U TIPU ITOM
HCTIONB3YIOTCSI KOHKPETHBIE U(DPHI. “J[aBaiiTe ¢ BAMH pacCMOTPUM, KaKyIo
MpHOBLTE MOYKHO TTOYYUTH HAa 9TOM TOBape. Y Hac BbI 3aKyIMaeTe ero Io
2,5, anponasark Oyaere 1o 3,7 - cedyac 3To cTaOMiIbHAs PO3HUYHAS [ICHA.
C xopoOku BbI momyunTe npuosLib 1200 Munyc nzaepxku. Copoc Ha TOBap
XOPOILUH, TO3TOMY BBI peajIn3yeTe ero B TCUCHUE
Tpex HeJenb. Tenepb BOIPOC COCTOUT TOIBKO B
TOM, Kakas OBl MPUOBIIL Bac yctpommna?”
OOBIYHO ONTOBHMKH C a3aPTOM BKITIOYAIOTCS B 3TO
o0cyxkaeHue (Beb MPUOBLIB - 3TO TO, PaJi Yero
oHM pabotaror). EAMHCTBEHHOE yClIOBHE s
TaKOro OOCYXKJICHUSI - IIEHbI U CPOKHU JIOJKHBI
OBITH pealbHBIMH. Ecnu kKakwme-TO MUQPHI
MOKa)XyTCs KIUCHTY ‘“‘3€JICHBIMU’, HaHHBINA
npueM OyneTr paboTaTh MPOTHB 3aKIIOUCHUS
CHICTIKH.




KonkpeTnasie (hakThl Tak ke, Kak u udpbI, 00paImaroTes K HaIleMy
co3HaHUIO, Joruke. OcoOEHHO Ba)XHO MCITOJIL30BaTh KOHKPETHYIO
uHpOpMaLHIO B paboTe ¢ KIMEHTaMH, NPUAAIOUIMMU 0c000e 3HaueHHe
YETKUM XapaKTePUCTHKAM U JETAIBHOMY OMUCAaHUI0 ToBapa. OObIUHO
TaKue JIJA MaJTOdMOIMOHAIBHBI, 3aJ]al0T KOHKPETHBIE BOMPOCHI,
BHUMATEIHHO N3yYaloT HHCTPYKIIMH U TEXHUYECKUE XapaKTepUCTUKH. B
Oecene ¢ HIMHU HE CTOUT ““pacChITIaThCs” TAKUMU MPUJIaraTeIbHBIMHE, KaK
W3yMHTENBHBIN, BOCXUTUTENBHBIN, dy/IeCHBIA. OMH U3 HAIINX 3HAKOMBIX
MEHEIKEPOB UCTIONB3YeT clieayromtyto (pasy: “S e Oyny Bac yoexxaars u
peKIaMHPOBATh TOBap. Sl MPOCTO NpUBEAY BaM OAMH (akKT...”.

Hcnonb3oBaHre KOHKPETHBIX (DAKTOB M TOYHBIX IU(P MO3BOJISIET HAM
MIPOTHBOCTOSATH PA3INIHBIM IIPUEMAaM JIABICHUS U MaHHUITY sun. KineHt
MOXET TOJABIISITh HAC CBOCH HEOPEKHOU, BRICOKOMEPHOW MaHEpOit
00IIIeHNsI, CBOMM COIMAJIEHBIM CTaTycoM (MHOTHA OBIBACT CTPAITHOBATO
0o0ImaThcsl ¢ MPE3UJCHTOM KPYNHOW KOPHOpAIUK) WU CBOHUMU
po(heCCHOHANILHBIMU 3HAHUSIME B OIIPEJICIICHHOM 00JIacTH (HEKOTOPHIS
“3HATOKU” CBOETO Jiejla MOTYT MPOCTO “omyTaTh” coOeceaHUKa
pa3IUYHBIMHA TIPO(ECCHOHATHPHEIMA TEPMHUHAMH). XOpOIIo “Biaaes”
KOHKpETHOW WH(OpMaIuei, 3Hasd OCHOBHBIE MOKa3aTeNH PBIHKA, MBI
CMOYKeM JTOOWTHCS CBOUX IIEJIeH, HECMOTPSI Ha YIIOBKH KIIMEHTA.

Hudpsr “B3pBaroT” K Hamred jgoruke. [loatomy mpu nepepadboTke
TOYHOH MH(OPMAIIMK IMOIMKU OTXOAAT Ha 3aAHUH T1aH. Mbl MoxeM
WCIIOJIh30BaTh TAKTHKY OOCYKJIEHUSI KOHKPETHBIX (DAKTOB, €CITM KIUEHT
WCTIIBITHIBAET HETaTUBHBIC SMOIIMHU - TPEBOTY, OOWIY, pa3npakeHhe HITH
pasodapoBaHwme. B 3TOM cirydae CTOUT MpemokuTh: “JlaBaiiTe oOparnMces
K KOHKpeTHBIM (hakTam. OHH TTOMOTYT HaM pa3o0paThCsl B CUTYaIluH, HE
Tpats HEPBHBIE KJIETKH, KOTOPBIC €IIIe TPUTOASTCS .

Ynpaxxkaenue

* 3akoHUNTE ciaemyrontue Gpasbl, UCIIONB3YS KOHKPETHBIC
(haxTel U TouHBIC TTUGPHL: “Bam OymeT BBITOAHO MPHOOpPECTH
9Ty MOJeNb, TOTOMY 4TO...”, “BbI Oymere yBepeHHO cels
YyBCTBOBAaTh, 3aKJIIOYMB C HAMHU JOTOBOP, MOTOMY 4TO...”,
“KayecTBO JaHHOM YCIIyTH MOXKET TapaHTHUPOBATh TOT (aKT...”

Hcnoab3oBanne npodeccHoHaNbHBIX TEPMUHOB.

be3ycnoBHO, HM OAMH NPOAABEL HE MOXET CUUTATHCS
podeCcCHOHAIOM CBOETO Jiejia 6€3 JOCKOHATIBLHOTO 3HAHUS COOCTBEHHOTO
ToBapa. BmecTe ¢ TeM CyIecTBYIOT MEHEIKEPbI, KOTOPbIE YOEKIEHBI, YTO
CTOUT MM IIPOM3HECTH HECKOIBKO “yMHBIX (ppa3 U KIMEHT MONMET, 4TO
MOKYINaTh HaJIO TOJIBKO 3/1€Ch U TOJNBKO Y TAKOTO HEMPEB30HIEHHOTO
crienyanucta. “‘Hari npoykT oueHb Ka4eCTBEHHBIH, TOTOMY YTO COAEPKUT
[TULEPUIIKOKOAT, aMUJONPONMIOSTAauH KUPHBIX KUCIOT KOKOCOBOTO
Macia, OTIyIKy, hopMaapaerum, 2-bromo-2. [lokymaiite, He moxkaneeTe”.
Bl nonsutn, o uem uaet peus? Peub upeT o nexe Ui BaHHBL. beiBaeT, uto
npoAaBell MPOCTO HE 3aMeyaeT, uTo “3abpackiBaeT”’ MOKymarems
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[IPUBBIYHBIMU 17151 €05l TEPMHUHAMM, HE 1aBasi €My BO3MOXXHOCTH IIOHSTh

CMBICII coo0ImeHHs. HekoTopble KIMEHTHI MBITAI0TCS J1eJ1aTh BUJ, YTO UM

“Bce MOHATHO™ M3-3a CTpaxa MOKa3aTbCsl HEKOMIIETEHTHBIMU. Jlpyrue

MPOCTO MPOITYCKAIOT 3Ty HHPOPMALIUIO “MUMO yIueii”. 1 B ToM, U B Ipyrom
Cllydae TepsieTCsl KOHTAKT C ITOKYTaTeJIeM.

Vposenv ucnonvzoeanus npogheccuonanrbHblx mepmuHos
00/1ICEH COOMBEMCMBOBAMb YPOBHIO KOMNEMEHMHOCU
nokynameisi ¢ 0aHHOU obnacmu

Ecnu BBl Beznere meperoBopsl ¢ NpopeccHOHAIOM B
o0acTu MpPOM3BOJACTBA KOCMETHUECKHX CPEACTB, MPOCTO
HEOOXOIMMO UCTIONB30BaTh S3bIK “(DOPMabIETUIO0B H XJIOPUAa HATPHUS .
Ecnu xe Bbpl oOmaerech ¢ moKymareieM, HE OYEHBb XOPOIIO
pa30OuparomumMcs B BallleM TOBAPE, TO JIyUllle OTPAaHNYUTHCS ABYMSI -TPeMsI
cliequajibHBIMU TEPMUHAMM B TedeHHue Bceil Oecennl. Ilpu stom
HE0OX0MMMO COOMI0MaTh “30510TyI0 cepenuny’. C OMHOW CTOPOHEI,
ynorpebienne nmpodeccruoHalbHbIX Ha3BaHUM MOBBIIIAECT CTATyC
poJaBLa, JaeT eMy BO3MOXXHOCTb BBICTYIATh B POJIM OKCIEPTa, JeaeT
ero yMo3akjmpoueHus Oojiee BECKMMU W 3HAYUMbIMH. C Apyroi -
n30BITOYHOE HCIOIb30BAHUE HEMOHATHBIX CJIOB IPO3UT HAPYLICHHEM
KOHTaKTa ¢ KJIueHToM. [1oaToMy, eciu Bbl BUIUTE, YTO KIMEHT HE OUCHb
XOPOLIO IIOHUMAET, O YeM UIET Pedb, Cpa3y ke HOSICHUTE ““HOPMaJIbHbIMU
CJIOBaMH 3Ha4€HHUE “‘“TPYAHOTO” CJIOBA.

HarngaaHocrs.

[ToMHUTE W3BECTHYIO PUTUYY 00 OTIIE M €T0 B3POCIBIX CHIHOBBSIX,
TTOCTOSTHHO CCOPHUBIITUXCS APYT ¢ ipyroM? OTEI] BETO CBOIO KHU3HB CTAPAIICS
c/IeNaTh Tak, 4YTOObI OHM UM B MHpE U cortacu. Ho y Hero Huuero He
noyiy4ajaock. M numib mepen camoll CMEPThIO €My yIaloCh YOCIHUTh
CBIHOBEH IoMoOrarh Ipyr Apyry. Kakum 00pa3oM oH CMOT 3TOT0 JOCTUYH?
OH UCTI0JTE30BAJT TIPUHIIATI HATIISIAHOCTH - CHadaIa B3sJ1 OUH KOJIOCOK M
CJIOMaJl er0 0e3 BCSIKOTO YCHUIHSI, TIOTOM B3sUI CHOTI KOJIOCHEB M TOXKE
mocTapalcs MmepesoMuTh ero. CHOIl KOJIOChEB
okazajyicst 0ojiee yCTOMUMBBIM. Takasi HarJIsqHas
“Jexuus” momoria OparbsiM OCO3HATh, YTO OHU
OyIyT CHIIbHEE, €CITU TIEPECTaHyT BPAXKI0BATh JPYT
C IPyTOM.

Bcerma nm MBI HCIONB3YyEeM IPHHITHII
HaITISIAHOCTH B CBOEH pabore ¢ knmneHToMm? Yacto
MOXHO YBHJIETh CUTYyallMI0, KOTJa MEHEIXKep,
BBIPA3UTEJIBHO 3aKaThiBas IJia3a B MOTOJIOK,
0e3yCIemHO MNBITasiCh CKPBITh COOCTBEHHOE
pazzipaxeHue, B O4epe/IHON pa3 MOBTOPSIET “OJTHO
1 TO e’ ISt “0eCTOIKOBOrO” KIIMEHTA.

JLst MeHemKepa CUTyaIusl TPEICTaBIIIeTCS CISTYIOIIIM 00pa3oM:
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BCE€ €ro CIJIOBa JOJKHBI 3aIIOMHHATHCS TIOKyTIAaTeIeM ¢ TIepBOTO pasa M,
caMoe TJIaBHO€, CKJIaIbIBaThCS B TOT KOHKPETHBIN 00pa3 ToBapa, KOTOPHIit
c(hopmupoBaJICs B €ro COOCTBEHHOM CO3HAHWU. [|aBaiiTe BCIOMHIM, KAKUM
00pa3oM HalleMy MEHEDKEpPY yAajloch MPUOOPECTH TaKKe OOIIUPHBIE U
TOYHBIC 3HAHMSI O CBOEM ToBape. BHauane y Hero Obuia BO3MOXKHOCTh
BHHUMATEIHHO U3YYHTH €T0 - TOTPOTraTh, TIOBEPTETH U TaXKe HECKOIBKO pa3
MpOYXTaTh MHCTPYKIHIO. [loTOM OH cTanm paccka3siBaTh 00 3TOM TOBape
MTOKYTIATeITt0, TOCTETIEHHO OTKPHIBAsk B HEM BCE HOBBIE M HOBBIE CTOPOHBI.
W BOT HacTyImuI MOMEHT, KOTJIa OH JIa)Ke BO CHE MOXKET paccKas3arb BCE
TOHKOCTH ()yHKIIMOHHPOBaHUs TOBapa. IMEHHO B 3TOT MOMEHT ITPUXOJIUT
KJIMEHT. BMecTO TOro 4ToObl MOMOYB MOKYMATEI0 “YBUIETH’ BCE
MpenMyIIecTBa TOBapa, Halll MEHEKEP TPeOyeT OT HETO HaNpsKEHHON
“paboThI ymamMu”.

Ecnmu MBI X0THUM, 94TOOBI KJIMEHT 3P (HEKTUBHO TepepadaThiBail
MpeJIo-)KEeHHYI0 HWHPOPMAIUIO, CIIeNYyeT 3aJelCTBOBATh HE TOJIBKO
CJIyXOBOW, HO Y 3pH-TEJIbHBIN KaHaJl. 3pUTEIILHOE BOCIIPUITUE
nHPOpPMALHU CIOCOOCTBYET LEIOCT-HOMY YCBOECHHIO
matepuasia. He mapoMm roBopst, 4to “mydiine OAWH pa3
YBU-IETh, YEM CEMb pa3 yCIIBIIATh .

Haznsionocmo nosgonsem nonyuums yenocmmuyio
uHgopmayuio 0 mosape 3a KOPOMKULL RPOMENCYMOK
8pemeHU

Mpb1 MOkeM 3a4€lCTBOBATh 3PUTEIBHBIM KaHal C
TOMONIBIO MPANC-IUCTOB, JUCTOBOK, OT/IEIbHBIX KapTHHOK,
OYKJIETOB, KOMITEIOTEPHBIX IIPO-TpamMM. Harmpumep, MBI TIpo1aeM TOproBoe
000pymoBaHUe IJIs1 MAara3uHOB PO3-HUYHOHW TOProBiIu. KimeHT, mupexTop
MarasuHa OJICXKJbl, XOTeNl Obl MPUOOPEC-TH CTEJJIAXKH I CBOETO
ToproBoro 3ana. Kazanock Obl, 4TO MOXET ObITh Ha-TisiiHee? BoT oH
CTEJIaX - XOYelllb, IOCMOTPHU CIIpaBa, Xouellb - ciea! Ho mokymarento
TaKk He KaxeTcs. EMy ke Hy)Ke€H He MPOCTO CTeJJIax, a CTe/UIaX B €ro
COOCTBEHHBIN Mara3uH, KOTOPBIH 715 HETO BaYKHEE BCEX Mara3mHOB BMECTE
B3ATHIX. HameMy KiIneHTy HeoOXOIMMO OTBETHTH Cpa3y Ha HECKOJIBKO
Bompo-coB. COOTBETCTBYET JHU II€HAa Ha CTEJJIa)XX ero KauyecTBy?
JIeHCTBUTENBHO JIM OH Tak yaoOeH Juisl JEMOHCTpaluu oxexabl? bynet
JI1 OH COOTBETCTBOBAaTh CTHIIIO Moero marasuna? Kakum oOpaszom 310
000pyIOBaHUE TTOBBICUT MPECTIKHOCTD TMOCEIICHIS MOETO Mara3uHa?
Byay nu s vucnbIThIBaTh YAOBOJILCTBUE, BBIXO/AS KaX/bld JIEHb B CBOU
TOPTOBBIN 3aJ1 C HOBBIM cTeJuIaxkoM? U, camoe m1aBHOE, IPUHECET JIH MHE
MOKYIIKa HOBOTO CTEJIIaXKa JIOTIOJIHUTENIbHY O IPUObUIH? Bo3-MOXXHO, BCe
9TH MBICJIH HE TaK Y€TKO C()OPMYIIMPOBAHBI B CO3HAHUU HAIIETO KIIUEHTA,
a POHOCATCS B €r0 FOJIOBE BUXPEM B TO BPEMS, KOIJla OH OCMarpuUBa-eT
MPEUIOKEHHYIO MOJIENb cTelIaxeil. MOoXKeT JIM Ha 3THU BOINPOCHI cpazy
OTBE-TUTh OTJIENIbHO CTOSIIMK CTEJUIaX B IUIOXO OCBEIIEHHOM yINIy Ha
ckiazge?
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MBI MOXeM MTOMOYB HaIlleMy TOKYIaTelio, NCIOIb3ys Pa3InIHbIE
Ha-TJISTHBIE MaTepraibl. XOPOIIIo, €CIIH Y HAaC O] pyKOH €CTh KOMITBIOTED,
Ha KO-TOPOM MBI CMOJKEM CMOZACIMPOBATH BCE OCOOCHHOCTHU €0 TOPrOBOT'O
3aJ1a, BKJIIO-4as IIBET CTEH M OCBEIIEHHOCTh. BupTyanbHas “kapTuHka”
ObIcTpee BCEro Mo-MOKET KIIMEHTY MOJTyYHTh OTBETHI Ha BCE CBOU BOIPOCHI.
Harmsimao yBHIETh, KaKUM 00pa3oM CTEIITaX “BITUIIETCS B IPOCTPAHCTBO
Mara3wHa, mo3BoJAT (ororpaduu crennaxa, CHATHIE B Pa3TUIHOM
pakypce. Ecnu manmnas Momens OTCYTCTBYET B OyKIIeTE€, MBI MOXKEM
MPEJUIOKUTH JJIs1 HATJISITHOCTH IOXOXKUH cTeuiax. “JlaBaiiTe mOCMOTpUM,
y Balllero CTeJUIaxka OyIyT TaKue K€ MOJOYKH, BhIcOTa Oymer Ha 45
CaHTHMETPOB MeHbIIIe. Bl X0TeH 3aka3arh kKaHapeeuHbli 1BeT. KoHeuHo,
TPYIHO C TIOMOIIBIO HEOOJBITION AeTaIHN TIPEICTABUTH ce0e, KakuM OymeT
BECh CTEIIaXK, HO JaBaifTe monpooyeM. BoT s mepsky Hamr oOpaser], a BBl
onpoOyiiTe MpeacTaBuTh... [IpencraBmn?” “Jla, 3T0 KaKk pas To, 9TO 5
xoren”.

Ecnu xe y Hac HeT HU OYKJIICTOB, HU PEKIIAMHBIX JINCTKOB K IAHHOMY
cTeJiaxy (YTO TOBOPUT O IUIOXOH paboTe pyKOBOJCTBA), MOXKHO
WCTIOJTE30BATh MPOCTOH JIUCT OyMAard v MOMPOCUTD MOKYTIATeNsl HAPHCOBATh
€ro TOproBeli 3ai. He CTOUT BOJHOBATHCS, YTO Hall CTEJJIAX
MpeBpamiaeTcs Ha pUCyHKE BO YTO-TO HeBooOpasmmo kpuBoe. Jlist
MOKyHareJis 3Ta cxema 1moiyiHa cmbiciia. Kocoii kBagpaTtuk 0003Ha4aeT ero
MOO0UMBIF KaOUHET, a 3aKOPIOYKa PSIJOM - CEKIUIO OMKYTEPHUU.
Hcnonp3oBanue pucyHka o0JjiajiaeT BaXXHBIM IPEUMYIISCTBOM TI0
CPaBHEHHIO C JIPYTUMH HATISIAHBIMH CPEICTBAMH - OHO MpeBpamiaeT
MOKyIaTessl B aKTHBHOTO yYAaCTHHKA 3aKJIIOUYEHUS TOPTOBOW CHEIKH.
[locTostHEO AyMaiiTe, KaKUM 00pPa30M BbI MOJKETE HCITOB30BATh MTPUHITUTI
HATJISIIHOCTH M TEM CaMbIM YCHJIUTh CBOE BO3/ICHCTBHE Ha KiIeHTa. Eciu
BBI pEKJIAMHUPYETe MPO-TUBOYJAPHBIC YaChl, TO MOXKETE MTOCTY4YaTh UMH O
MOBEPXHOCTH CTOJIA, €CJIM BBl NMPOJACTE BarOHBI KYPHHBIX OKOPOUYKOB,
MOK)KHUTE CXEMy, Ha KOTOPOW OTpakeHa NWHAMHKA CIIpOca Ha Ball
npoayKT. Ecnu BbI peiaraete cCBOMM KIIMEHTaM TOPTOBOE 00OPYI0BaHNE
- IOKaKUTE UM (poTorpady Mara3wHoB, CKJIaI0B U 0(hrcoB cHadasa 6e3
BaIllero, a MOTOM C BaluM obopynoBanueM. [1ycTk camu cpaBHUBAIOT U
JICNIAI0T NIPAaBUIbHBIN BHIOOD!

Yem croxkHee Haml TOBap, TEM B OOJbIIEH CTENEHH OH TpelyeT
WCTIOJIb30BAHUS HAIISAAHOCTH. MBI 3HaeM ciydald, KOrjaa KIWEHTHI
coOpaJINCh MOIITUCATh TIOTOBOP O MIPHOOpETEHNH IIeHHBIX OyMar. Ho mepen
ATHM OHHU CIIPOCHIIH y MeHemkepa: “A tae ke camu Oymaru?” Ilocme
OTBETa, YTO 3TH OymMaru (QUIypHPYIOT JHUIIb B JOTOBOPE, KIUCHTHI
OTKa3aJluCh OT yCJAyT npoBaiinepa. KoneuHo, eciau Baml KJIMEHT -
npodeccronan B cBoei o0iacTu, A Hero OyJeT JOCTAaTOYHO KPaTKOH
nHpopmannnu. Ho kakoif MPOIEHT MCTHHHBIX MPO(GECcCHOHATIOB CPEIu
BaIuX KIMEHTOB? KpoMe Toro, MHOTHE JIFONN JTsI IOTHSITHS COOCTBECHHOMH
S3HaYMMOCTHU CTaparoTCs BBITVIAACTD HpO(beCCI/IOHaHaMI/I ¥ 3HATOKaMH. A
pa3Be “3HaTOK” MPU3HAETCSA B TOM, YTO EMY YTO-TO HEMOHSATHO?
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Ecan Bam ToBap O4YEHB CIOXKEH W BaM TPYAHO IMMOKa3aTh
MpenuMyIIecTBa ero paboThl HATrIAAHO, MOXETE HCITOJIb30BaTh
oTBiIcUeHHBIC 00pa3bl. OUH U3 OAHKOBCKHX CIIYXKAIIMX TOJb3YyeTCs
METOJIOM, KOTOPBIM MOJXOIUT MOYTH KO BCeM cutyarusim. OH npe/iaraet
CBOUM KJIMEHTaM CJICAYIOUIYIO 3a0a4KYy.

L Kak coennHUTh YeThIpe TOUKN TPEeMS JTHHHUIAMHA,

o e 00pa3yonMMy 3aMKHY THI KOHTYP?

Ecnu kmueHT He 3HAaeT OTra/ikv, TO Y HETO Oy/IeT CTUMYIT H30aBUTHCS
OT araTh ¥ HEMHOTO TMOPa3MbIIUIATh HAJ 3TUM, €CJIH JK€ KIIUEHT 3HACT
OTBET, TO MEHEJDKEP OOBIYHO rOBOPHUT: ““Jla, CMOTpUTE, MHOTHE CUUTAIOT,
YTO 3Ty 3a7]a4y MOXKHO PEIINTh, HE BBIX0/Ia 3a MPEJIEIbl KBaipara, HO Kak
TOJTFKO YEJIOBEK MOHMMAET, YTO HaJI0 BBIMTH 3a paMKH, 3a/1a4a perleHa.
NmenHo TakuM 00pa3oM Halia yciIyra MO3BOJIUT BaM PEIIUTh T€ 3aa4H,
KOTOpBIE BBl CTAaBUTE TIepe]] CBOCH Ghupmoii”.

BaxxHo coyerars UCIOIB30BaHUE HATVISIHOTO MaTepualia u nmpuemMa
“BKJIOYCHHE B JedcTBue”. B 3TOM ciyyae MOXHO JOOUTHCS
MaKCUMaJbHOTO 3(Q{eKTa, TaK KaKk KIUCHT HE TOJbKO “yBHAUT”
MIPEUMYIIEeCTBa TOBapa, HO M CMOXKET UX “‘ONpoOoBaTh”.

YnpaxneHue

* B kakoli MOMEHT ITPE3CHTAIIH BBl MOXKETE UCTIONIB30BaTh
PEKOMEHIAIMH BallINX KIIMEHTOB, IOKYMEHTAIIUEO Ha Balll TOBAp,
peKJIaMHbIe JTUCTKHU, OYKJICThI, CPABHCHHE C KOHKPETHBIMU
obpasmamu, “COBMECTHBIN PUCYHOK’, YepTeX, ITOKa3 ToBapa B
JNEeWCTBHH, CPAaBHEHUE C MpeJMETaMHu WIK o0pa3aMu, He
TPEOYIONTUMH PACTITPPOBKHU?

Ipuem “BrJioueHue B aeicreue”.

HuuTo Tak XOpomio He 3alOMHHAETCS, KaK HaIlk COOCTBEHHBIC
nevctBusi. Huuto JI[pyroe Mbl He 3amiyiaeM C TaKUM KapoM, Kak
coOcTBeHHBIE TIOCTYNKH. HUYTO Ipyroe Tak He BO3AEHWCTBYET HAa HAC TaK
CUJALHO, KakK Hall coOCTBEeHHBIH oOmnbIT. IloMHS 00 »>TOM,
po(eCcCHOHANIbHBIN MEHEDKEP UCIONB3YET JTFOOYH BO3MOXHOCTh JISI
TOTr0, YTOOBI KJIMEHT aKTHBHO CTAJl B3AUMOJICHCTBOBATH C MIPE/IaracMbIM
toBapoM. [yt 3TOTO OH HCmonb3yeT cieayromue ¢ppassl: “Ilonpoodyiire,
ToKayicTa, Kak padboTaeT 3TOT peryar’, ““JlaBaiiTe BMECTE TOIKITIOUUM
9TO YCTPOHCTBO ¥ IOCMOTPHUM, Kak OHO pabotaet”’, “Brecure, moxkanyiicra,
M3MEHEHUs B 3Ty cxemy’’, “IIpuMepsTe 3TO ManbsTo, 9TOOBI TOTYBCTBOBAT,

HACKOJIBKO BaM B HeM KoM(opTHO” . HUem OoJibIiie MOKyIaTeib
B3aMIMOJICHICTBYET C TOBAPOM - HIOXaeT, ‘mpolyeT Ha 3y0”,
IIyIIAeT, TPOraeT, TEPEOUT, MEPSICT, BKIIFOYAET U BBIKITFOUAET,
- TeM B OOJIbINIEH CTENeHN KIMEHT YyBCTBYET TOBAP CBOHM,
OMM3KUM U HEOOXOAMMBIM, TEM OOJBITE MOTOKUTEITEHBIX
SMOIIMH BO3HUKAET Yy MOKyTaTess (TIpy yCIOBHH, YTO TOBAP
JNIEWUCTBUTEIBLHO CIIOCOOEH BBI3BATh MOJOXKHUTEIbHBIC
SOMOLIUH).

67



Brnouenue 6 deticmsue nozgonsem noKynamento camomy yo6eoumscs 6
npeumMyuecmeax mosapa

Ecam Ham ymamoch “BKIIIOYHTH TMOKYIIATeNsl B JEHCTBHE”, 3HAYUT,
MBI YK€ Ha TOJMYTH K 3aKITI0UEHHUI0 CAETKHA. JTOT MPHUEM JOCTATOYHO
CJIO’KEH B MICTIOJIb30BAaHUH.

KimneHT HauHeT aKTMBHO B3aUMOJICHCTBOBATh C TOBAPOM:

* eciu MOYyBCTBYeT ce0s1 B Oe3onacHocTH (“He Oyjty Jin s BEIDISIETH
CMEIIHBIM, €CJIM CTaHy Oosee aKTUBHBIM?”);

** @CJIM TIOYYBCTBYET MOIEPIKKY M 3aMHTEPECOBAHHOCTH CO CTOPOHBI
MEHe/Kepa;

* ecIM caM TIpoIlecc “pUMEpPUBAHUS TOoBapa OyIeT CBA3aH C
MPHUSITHBIME OIIYIIEHUSIMU;

* CJIM TIOKYTIaTe b [IOYYBCTBYET, YTO Y HETO €CTh BBIOOP (““BOT cerivac
sl BCE 3TO HAIMIITY - IPUMEPSIFO, TOPOOYI0, U 'y MEHs He Oy/IeT My TH Ha3all,
mydine He Oymy...”).

Kaknm e oOpazom MeHEmKEp MO COBITY MOXKET CO37aTh BCE ATH
ycaoBus? KilmeHT moayBCcTBYeT ce0s B 6€30IMaCHOCTH B TOM CITydae, €CIIH
YBUJIUT, YTO MPOJIABEIl JICUCTBYET B €r0 MHTEPECaX, YIUTHIBACT €0 TOUKY
3peHUsl, MOJYEPKUBACT B TOBAPE UMCHHO BaXKHBIC JJIsl KIIMEHTA CTOPOHBI.
Torma mokymarens pemut: “Jla, moxkanyii, CTOUT PUCKHYTh U
TTIOMHTEPECOBATHCS ITOH MTYKOBUHON .

[Momgepxka co CTOpPOHBI MPOAABIla MOXET BHITIAAETh Kak
MUHUMaJIbHAs ToMo1b. ClieHa B MeOeIThHOM Mara3uHe: MOKyIaTeTbHUIa
3allula B Mara3uH ¢ MaJIeHbKoM cobaukoii. [1o mpaBmiiam 3Toro MarasuHa
BXOJ] ¢ cobakoil cTporo 3ampeinieH. OnHa U3 MPOAABIIHUIl TOJOMNIIA K
MOKYIaTeIbHUIIE U JIOCTATOYHO KECTKO CKaszaja el 0 TpeOOoBaHUIX
marasuHa. [loxynarensauma codpanack yxoauts. Ho B 310 Bpems rmogornmia
IpyTas MpOIaBIINIA U JOOpOKeTIaTeIbHO CKasaa: “/laBaiiTe MBI ¢ BaMU
IMIOCMOTPUM MeOenb, a s MOJAEPXKYy Bamry co0adky Ha pykax’.
[NokymarenbHuIa ObLJIa TPOHYTA TAKOH 3200TOM U Yepe3 HECKOIbKO JTHEH
BEPHYJIACh B ATOT Mara3uH C HAMEPEHHEM PUOOPECTH TOT AUBaH, KOTOPBIT
OHa OcMaTpuBalia, OKa MPOAABCI-KOHCYJIbTAHT “HAHYUIACH” C €€
cobaukoii. [TommepxKa MOXKET BBIPa)XaTbCsS B OJOOPHUTEIBHBIX
BBICKA3bIBAHUSAX 110 MOBOJY JEHUCTBUM mokymareis: Y Bac OTIIMYHO
rosrygaeTcs”’, “Bul Tak OBICTPO OCBOWJINCH C OTHM IEpeKIrodaresieM”,
“Baiia cxema Halllero COTpyJHI4YeCTBA KaXKETCSI OUeHb UHTepecHO . Eciu
y TOKyIarelsl 4YTO-TO HE IMOJIy4aeTCs, TO TOJICPKUBAIOLINI POoIaBel]
TOBOPHUT: ““Y MHOTHX HaIlIUX KIIMCHTOB HE IOJTy4aeTCs 3aITyCTUTD C TIEPBOTO
pasa, 371ech Hy’KHO pucriocodutrcs. [lonpobyiite, moxkanmyiicra, e pas”.

KimeHT, KoTopsiii BIiepBhIe CTAIKUBACTCS C HEU3BECTHBIM ISl HETO
TOBapOM, OYCHb YaCTO HAIOMHHAET pPe0EHKA, OTKPBIBAIOMIETO IS ce0s
HOBYI0 o0OnacTh. [103TOMY OH HCHBITHIBAET MOXOXKHE IMOIUU:
JIFOOOIIBITCTBO, UHTEPEC, YAOBOIBCTBUE. DTH IMOLIUU OCTAIOTCSI BMECTE C
peOeHKOM, €Cliu POAUTENH UTPaOT C HUM “Ha €ro ycloBuax’, H
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TparchopMHUpyIOTCs B 00MAY M pa30dapoBaHUe, €CITH POAUTENN HAYMHAIOT
TTOKa3bIBaTh, KaK “NPaBUIILHO UTPaTh . “XOPOIIHil” POIUTEIb BO BPEMS
WTPBI pa3JIeNieT IMOIUU CBOETO peOeHKa, TeM CaMbIM IIOMOTasi OCBOUTh
eMy HOBYIO oOuyactb. [IpodeccuonanbpHblii nponasern OyJaeT “JIOBHTH”
MO3UTHUBHO OKpAIICHHBIC SMOIIUU U “TIEPEBOAUTDL” UX B CJIOBA: “JTa Basa,
NEHCTBUTETHLHO BBI3BIBACT BOCXHIICHHE , “DTOT IIBET HACTPAWBACT HAC
Ha JnupUYecKud nanx’, “HapumcoBaHHas BaMHU cXeMa HAMIETo
COTPYIHUYECTBA JaeT OOJbIne cBoOOMBI”, “Bamt rpaduk memaeT MHOTHE
Bely OoJiee SICHBIMU .

He crout 3aronsarh kiueHTa “B JOBYIIKY , €CJIU OH COIVIAIIACTCS
3aHATh AKTHBHYIO MO3UIHUIO. HeKoTOphle MEHEIKephl, YBUIEB, YTO
KJIMEHTHI TIPOSBIISAIOT HHTEPEC K TOBapy HE TOIBKO Ha CIOBAaX, AyMAroT:
“Ara, momnasucst ronyounk! Temeps Tebe oT Mens He yiTu”. [lpm stHx
MBICITIIX Y HUX Ha JIWIE TOSBISETCS XUIIHOE BBIPAXKEHHE, KOTOPOE
3aCTaBISICT MOKYyMAaTels JymMarb, 4TO OH CJAEJIall OPOMETYHBBIN IIIar.
Ternepsr Bce €ro MBICIIA COCPEAOTOYCHBI Ha TOM, KaK Obl BHIOpAThCS U3
STOH “3amagHu’.

Opnuoit n3 rpyOeHmmx OMmMOOK B paboTe ¢ KIUCHTOM SIBIISICTCS
3aMeHa aKTHBHOCTH ITOKYTaTeIsl COOCTBEHHON aKTHBHOCTHIO. Takoi
MEHEKEP TI0 COBITY TPOBOIUT IPE3CHTAITUIO TOBapa “0e3 cydka, 0e3
33JIOPUHKH” - y HETO BCE OTIIMYHO BKITIOUACTCS, HATTAXKUBACTCS, JCHCTBYET
Y BBIKITIOYAETCsl. TOJIBKO IMPU ATOM IMOTEHIIUAIBHOMY KJIIMEHTY OTBOJIUTCS
poib peOeHKa, KOTOPBIN JIOJKEH ¢ BOCXHIIEHUEM CMOTPETh, KaK Iama
WTPaeT TOJBKO YTO KYIUICHHBIM MapOBO3MKOM. MeHemkep Bo30yKIIeH,
AKTHBEH, OH HCIBITHIBAET yAOBOJBCTBUE MPH BHJE TOTO, KaK arperar

paboTaert, HO... 3TO TOJIBKO €r0 SMOIIHH.
HexoTopbie MeHeKephl BBIOUPAIOT JIPYTYIO TAKTUKY - OHU
Cpa3y HAuYMHAKT JaBUTh HA MOTCHIIMAJIBHBIX MOKYIATEIICH:
“ITonpoOytiTe, monpoOyiTe, caMu YBUIUTE”, - IPU ITOM OHH
HaCWJIBHO BCOBBIBAIOT TOBAp B PYKH KIMEHTA, KOTOPHI e1ie He
rOTOB K TaKOW aKTHBHOCTH M KOTOPBIH OBI MpeaIodue.
MTOCMOTPETb.
OOBIYHO pe3ynbTaT He 3acTaBiseT cebds KIaTh -
MOKYyIaTellb UIIeT OJaroBUAHBIA MPEITOT, YTOOBI M30aBUTHCS OT
HaBS3YUBOTO NPOJIABIIA.

OOBIYHO TIpH TMPOJAKE KOHKPETHOTO TOBapa Jierde HCIOIb30BaTh
MpueM BKJIOYEHHS B JEHCTBUE, TaK KaK C PEaTbHBIM IIPEIMETOM
B3aMMOJICHCTBOBATH JIETUE, UeM C “HEBHIUMOI” yCIIyroi. B atom ciayuae
WCTIOJIB3YUTE JIJIsl B3aUMOJIeiicTBUS pekiiaMmuble OykieTsl (“Tlomuepkaure,
MOKAITYHCTa, T MYHKTHI, KOTOPbIE BaC OCOOCHHO 3aWHTEpEecOBajun’),
cxeMbl 1 3anuc (“Hanwuimure, moxkanyiicra, udpbl, KOTOPbIC BAC YCTPOSIT,
9TOOBI MBI TTIOCTOSTHHO MOTJI UX UMETh B TIOJIE CBOCTO 3PCHIHS ).

YnpaxneHue
* O0mymanTe, B KAKUE MOMEHTHI IIPE3CHTAIUU Bbl MOXKETE [TIOMOYb

69



KIHEHTY “BKIIOYHTHCSA B medicTBue”. Kakme ppasbl BB JOJIKHBI
WCTIOJIb30BATh, YTOOBI TOBBICUTH AKTUBHOCTh KJIIMEHTA?

Hcnoab3oBanue metadop.

[Iponager; BemeBoro pelHKa peanu3yeT MHUPOKUH acCOPTHUMEHT
KOXKaHbIX u3fenui. KiaueHt, XMyphlil Kpenkuil My)K4lHa CpPEJHUX JIET,
MepsieT yKe TPEThI0 KypTKY, HE OCTAaHABIWBAasSCh HU HA ONHOW M3 HHX.
KrnmenT HuKak He MOXET MPUHSATH PEIIEHHUE - 3Ta CTaHAAPTHAs CUTYaIUs
HaM XOpOIII0 U3BECTHA, HE Mpasaa Jau? XKeHIuHa-poaaBel COKONHBIM
N0OpOoXKeNnaTeIbHBIM TOHOM PacXBaJMBAET TOBAP, HE 3a0bIB HECKOJIBKO Pa3
MIOBTOPHTH, YTO “3TO Balll IBET U pazmep’”. [Ipu 3Tux ciaoBax JauIo KIHEHTa
OCTaeTCs Mo-TPEKHEMY XMYPBIM U HEMpOHHUIIaeMbIM. [[ponaBer; oTxoqut
OT KJTMEHTA Ha TOJIIIIara, pa3IyMbIBasi, 9TO eIe 100aBuTh. “Bwl 3HaeTe,
BBl B OTOW KypTKe, KaKk OaHmuT”’, - omoOpsromie oTMedaeT oHa. KimmeHT
yABIOACTCSI, OKUBIISICTCS, PACHIPABIIACT IJIEUH, TOPAO CMOTPHUT Ha ceds B
3epKaJio U KOPOTKO ToBopuUT: “bepy”.

MeHnemxkep TypucTUYecKol (UPMBI OeceayeT ¢ CeMEHHON mapoii,
3aMHTEepecoBaBIIeiics moe3akoit Ha Kanapckue octposa. OH 04€HB JOITO
Y TOJIPOOHO PacCKa3bIBAET O T€X MPEUMYIIECTBAX, KOTOPBIE OHH ITOTyYaT,
€CJI TIOeTyT OTABIXaTh UMEeHHO Ha Kanapsl. BujHO, 94TO KIIMEHTHI IOYTH
“co3penu’” M UM HE XBaTaeT IOCJEJHEro Beckoro aprymenrta. “Hy,
pacckaxuTe HaM elie YT0-HUOyIb”, - MPOCsT OHU. MeHeKep Ha CeKyH Ty
3a{yMbIBaeTCs M TOBOPUT: “Bbl 3HaeTe, uTo Takoe paiickoe HacnaxaeHue?”
Onwu apy’xHO KUBafoT rooBamMu. (Kto ue Buaen pexinamsl “bayntn™?) “Hy,
BOT - BBI 3TO IToiryunTe”. [locie 3TUX CIIOB KITMEHTH HAaYWHAIOT OPOPMITATE
JOKYMEHTBI.

Kakoii npuem OblT UCTIONB30BaH B 3THX ABYX ciydasx? [IpogaBub
HCTIONB30BAIM MeTa(opy - CIOBO MIIM CIOBOCOYETAHUE, BBHI3BIBAIOLICE
ApKuit 00pas.

JIto6oe cioBO BBI3BIBACT OINpEelieHHBIE ACCOIMAIINN, HO HE BCE
CJIOBA CBSI3aHBI C IPKUMH, SMOIIHOHAIBHBIME 00pa3amu. Yem sipue oOpas,
TeM OOJIbIIIee BIMSHUE OH OKa3bIBaeT Ha cobecemnnka. Kpome Toro, oopassr
SBIISIFOTCA “‘SI3BIKOM™ OeCcCcO3HATEeNLHOTO. Bpems oT BpeMeHH KaxKAblid 13
Hac OBbIBACT B CHTYAIlMH, KOT/IA [TBITACTCS “pasrajarh’” CBOM COH, B KOTOPOM
3aKIIIOYEHO BayKHOE COOOIIEHHE, HO HET JIOTHYECKUX OObICHCHHH.

Hcnonw3ys 6 ceoeti pabome 0bpa3zvl, memagpopol, Mol
“obpawaemcs’” Kk beccozHamenbHOU IMOYUOHATILHOU chepe
Hawez2o Kauenma

B sTom ciiyuae Hate “cooOmienue” ObICTpee 10CTUraeT

[[eJIM, TaK KaK €My HE HaJlo MPEOoJ0JIeBaTh 3alIUTHBIX

0apbepoB, BHICTABISEMBIX HAlIMM co3HaHueM. [Iponaser

KOYKaHBIX KYPTOK MoOTJIa “0OpaTHThCS K CO3HAHUIO CBOETO

KJIMEHTa U BMECTO CJI0Ba OaHIUT MUCIOIL30BaTh (hpasy: “Bel

B OTOW KypTKE BBIIIIAUTE OoJiee CYpOBBIM, CHIIBHBIM U ormacHbIM”. Ho,
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HECMOTpS Ha OOIbIliee KOJTUIECTBO CIIOB, € BCe PaBHO HE yAAIOCh OBl
CO3/1aTh TaKOTO SIPKOTO 00pa3a.

O6pa3ssl, MeTaopbl “3aAeHCTBYIOT” 3MOLUOHAIBHYIO cdepy
KJIMeHTa. MBI YK€ TOBOPUJIH O TOM, YTO Ha MPUHSITHE PEIICHUS O IIOKYTIKE
0OJIbIIIOE BIUSHUE OKAa3bIBAIOT 3MOIIMH, YYBCTBA, JKEJIAHUS, MOI4YaC
3akamMyQIpOBaHHBIC IO ‘“‘pa3syMHBIE JOBOIBI’. Mcmons3yst oOpassl,
BBI3BIBAIONINE ““HYKHYIO” SMOIHIO, MBI BMECTE C KIMEHTOM Ha IIar
MPO/IBUTAEMCSI K TIPUHATHIO PEIICHHUS O TTOKYIIKE.

Metadopbl MOTYT COCTOATH M3 OJHOTO cioBa (OaHIHT),
cinoBocoueTanus (palickoe HACIIAXK/ECHUE) WM U3 KPATKOW HMCTOPHH.
“Paccka3biBaHMe” UCTOPHH, CIOKETOB, O0aeK sSBISETCS OOJBITUM
MCKYCCTBOM. bombmiHCTBO 3(h(heKTHBHBIX PEKIIAMHBIX POIUKOB HEMPOCTO
oOparmmaroTcsa K Hamemy co3Hanuto (“Kymute ToBap HoMep 5677), a
paccka3bIBarOT HeOOBIINE UCTOPUH, KOTOPhIE MHTEPECHBI CaMH TI0 cebe.

[TomHHMTE, C KAKMM HACJIAXICHUEM MbI CITyIIIaJIH CKa3KH B JIETCTBE.
[Touemy ObI He UCTIONB30BATh HAMOOJIEE IPKUE CKa30YHbIE 00pa3bl B paboTe
¢ nokymareieMm? [IpogaBast keHCKY0 00yBb, MBI MOXEM TOBOPUTH
KITUEHTKE, 9TO €€ HOXKa B ATOH Ty(erpKke CMOTPUTCS OYeHb H3SIIHO, a
MOKEM cKa3aTh: “Barra Hoxxka kak y 3omymku’”. [Ipemmaras cBou yCIyTH,
MBI MOXKE€M cKa3aTh: ‘“3akirodasi JOTOBOp, ¢ Hamed ¢Gupmoii, BB
prOOpETaeTe HE MMPOCTO YCIYTY, a BOJIIICOHYIO MTAJI0YKY, KOTOpasi BCEraa
MMOMOKET PeIIUTh Bamu mpodiemsr”’. MHOTIA YyIOOHO HCIIOIB30BaTh
CpaBHEHUS C )KUBOTHBIMU: ‘“ITO TKAHb TaKasi MATKasl, KaK Koleuka”, “Irta
TypOnHa paboTaeT, Kak 3Bephb’”. HacTo I HaXOXKACHHS HYKHOTO 00pasa
HaM [OMOTaloT SIBJIEHUSI PUPOJIbL: ‘B 3TOM I1aThe BbI MOX0KHU HAa APKUH
BeTok”’, “Ha 3Toit MarmmHe MO’KHO MYaThest ObIcTpee BeTpa”, “UToObI HI
CIIy4HIIOCh, 3Ta MporpaMma OyzneT paboTarh Tak ke, Kak U 3eMiist OyaeT
Bpamarbcss BOKpyr Conana”. J[as ONTOBBIX KIUEHTOB W
[IpennpunumMareneil mpocTo HEOOXOAMMO HCIIOIb30BaHUE (HaMUITHI
caMBIX OOTaTHIX JIFOACH TUTAHETHI, CTABITUX HApUIIaTeIbHBIMU: “‘Heyxenn
BbI HE XOTHTE CTaTh TAKUM K€ OOrarbiM, Kak PoTmumiabn?”’

Bonpmmroit 3 dekT mponu3BOAAT HCTOPHH PO APYTHX MOKYIIaTeIeH
WJIU 3HaKOMBIX TpojaaBua. VIcKiioueHne cocTaBisioT “IpsSIMOIUHEHHbIC”
0aiiku, KOTOpBIC BBI3BIBAIOT Y 3aKa34KKa OLIyIICHHE “HeyMeJloro” oOMaHa:
“Y Hac TOJBKO YTO MPUXOAMI KIMEHT. Buepa B3sul TOBap HA CyMMY TPHU
THICSYH JIOJUTAPOB, @ CETOAHS MpHexaj W 3aKIIOYIII JIOTOBOp elle Ha
eCATh”. DTU UCTOPHUH ‘“CHIIUTIOTCS Ha TOJOBBI KIMEHTOB BO MHOTHX
oducax, TOITOMY HE BBI3BIBAIOT Y HUX HUKAKoro aoBepus. Vcropuu-
MeTagopbl MOXKHO paccKa3biBaTh, KOrJa IMOKYIAaTelb JIOCTHUT
OIpENEICHHON CTENEeHU 3aMHTEPECOBAHHOCTU U T'OTOB BOCIPUHSATH
uH(popMaIHio B OoJbIIeM 00beMe, YeM TPU HPEITIOKCHUS.

MBI CBOMMH yIIaMH CIBIIIATN CIEAYIONIYI0 UCTOPUIO TIPO IHMBaH-
KHIDKKY, pacCKa3aHHYIO ONTOBOMY TOKYIIaTEII0 MEOEIH, HEIOBEPUUBO
OTHOCSIIEMYCSl K KaueCTBY poccuiickoro TtoBapa: “Bbl 3Haere, 1 Bam
pacckaxy HCTOPHUIO MPO JHBaH, KOTOPBIH MBI ceildac ¢ BaMu
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paccmarpuBaeM. PoBHO mosrozna Hasaj Hallld I'Py34YMKH B IbUIY a3apTa
[OCTIOPHMIIN, YTO 3TOT AWUBAH HE BhIIEPKUT Hamtero asat0 Koo, [Ipuuem
MIOCTIOPUJIN Cephe3HO, Ha AeHbru. [To3Banu Komo. OH y Hac BeCUT poBHO
120 kumorpamMmMoB. MBI MONPOCUIIM €T0 MONpHIraTh Ha auBaHe. Kousd
CHaJaja OTMaXMBAJICs, CTECHSUICS, a IOTOM TaK Pa3OIIEIICs], YTO MpbIral
HECKOJIBKO MUHYT. JluBaHy X0Tbh Obl uT0. OAMH U3 IPy34HUKOB BBIMIPAI
KpyIHYIO cyMMy. Tak 9To MpOIyKITHN 3TOH GabpruKu MOKHO TOBEPSITH .

B ucmopusx-memacghopax easicno npucymcmeue
NOKYNameiis, 4l HCeNAHUSA U UHMepechbl OIU3KU HAuleMy
DeanbHOMY KIUEHMY

[Mokymarens Oyner ¢ OONBIIMM BHUMAHHEM CIIyIIaTh

HCTOPHIO, €CJIM TePOi B HEW UCIIBITHIBACT TE K€ YYBCTBA, YTO

U oH caM. [ToaToMy cHayana repoil JOJKEH MCIBITHIBATH

OTIpeNIeIICHHbIE COMHEHNSI, METIAIOIITIE COBEPIIUTH TIOKYTIKY.

[ToToM 49TO-TO MOKHO MTOMOYHL €My W3MEHHUTH CBOU “‘HETPaBIIIHHBIN

B3IJISLT BOBMOXKHO, 3TO MOMOIIb TPOJIaBlla UM COOCTBEHHBIN OMBIT. B

pe3yJbTaTe Tepor0 CIeNyeT MPEACTaTh Mepell U3YMJICHHBIM KIHEHTOM

CYACTIUBBIM OOJajareseM ToBapa. Bo BpeMs MpOCIyIIMBaHUS TaKOU

CKa3K{ KJIIMEHT UACHTHPHUITUPYET ceOsI ¢ TepoeM, U Ha OECCO3HATEITEHOM

ypOBHE NMpHOOpETEeHUE TOoBapa CTAHOBUTCS €CTECTBEHHBIM, HE
BBI3BIBAIOIINM COIIPOTHBIICHHUS COOBITHEM.

Hcnonb3zoBanue meradop B paboTe ¢ KIUEHTAMH - JIOBOJIBHO
CJIOKHBIN IprieM. ETo clIo)HOCTh CBSI3aHa C TEM, YTO OJIFH U TOT XkKe 00pa3
MOJKET BBI3BaTh y PA3HBIX JIIOJIEH MTPOTHBOIOIOKHBIE peakiini. [loMHnTE
pekiaMy a’poduioTa ¢ JETAIONAM CIIOHOM? Y HEKOTOPHIX OHa BBI3BAJIA
BOCXHIIICHUE, Y APYTUX - HETOMOBaHUE: “UT0, 3TO 3HAUUT, 5T KaK CJIOH Oymy
nerarb?” [losToMy B paboTe C KIIMEHTOM MBI JIOJKHBI HCTIOJIb30BATh TOJIBKO
Te 00pa3bl, KOTOPBIC OHSATHBI, 3HAKOMBI U OJIM3KU MOKyIaTelo. BMmecrte
C TeM MBI JIOJDKHBI YUUTHIBATH OOCTAHOBKY, B KOTOPOH HCIIOJIb3yeM
metadopy. B camoMm Hauganme menOBBIX MEPETOBOPOB 3aMEUaHUS MPO
“BOJIICOHYO IMAJI0YKy” MOTYT OBITH BOCIIPHHSTHI KaK HECePhe3HBIC U JaXKe
n3aeBarenbckue. Ecnm ke noBepue MeXay MOKyIaTeleM H MPOAABIIOM
YCTAHOBJICHO, Takas MeTadopa MOXKET CTarh dP(EKTUBHBIM IIATOM K

3aKJIFOYCHHIO CJICIIKH.

Ynpa:xxkaenue

* [IpmaymaliTe Mo MmMATh MeTagop K BamemMy TOBapy,
HCIOJIB3YIOIINX CKa304Hble 00pa3bl, SIBJIEHUS NPUPOJBI,
NepeKUBaHMs, HCTOPUH CO “‘CUACTIMBBIM KOHLIOM .

Ipuem “Kapruna Oynymero”.

Hcnonb3oBaHue IaHHOIO Ipuema TpeOyeT 4eTKOIo
OIIpelleIeHNs] BHYTPEHHEr0 MOTHBa Nokymnarens. Ham cienyer TouHo
OTBETHTH HA BOIIPOC: ‘“3aueM KIMEeHTY HY>KeH JaHHbBIN ToBap?” Tolbko B
9TOM CJIy4ae Mbl CMOXKEM “‘paCKMHYTh” MEPEea HUM “KapTUHY CHaCTIMBOIO
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obmagarens Topapa”. CBOM HEOOJBITION paccka3 MOYKHO Ha4aTh ¢ BOMPOCa
K camoMy cebe: “UTo ke BBI ITOTyInTe C TPHOOpETESHUEM Hallei Moaenn?”
WJIM C BOTIPOCA K MOKymnarento: “J{aBaiiTe BMECTE HOCMOTPHM, YTO K€ BbI
MOJIy4HrTe, MOCIEA0BaB HaleMy npemiokenuto?” He nemast mayssl,
OTBeuaiiTe Ha CBOIi BOIIPOC.

Jns pykoBOAHMTENs] KOMITAaHWH, PACCMAaTPUBAIOIIET0 BOMPOC 00
apeH/ie TIOMEIIeHUs Mo OyayIuii orc u cTpemsImerocs caenaTh CBOH
OM3HEC MPECTHKHBIM, Pedb MEHEIKepa MOXKET 3BydaTh CIEAYIOIINM
obpazom: “IIpencraBere cebe, Kak OylyT 4yBCTBOBAaThH CeOsl Bl KJIMEHTEHI
B HOBOM o(uce. Bo-nepBrix, y HUX OyIeT ¢ caMoro Havaja OLIyIIEHHE,
4TO (prpMa COJUJIHAS, TAK KaK PACIIOJIOKEHA B TIPECTHIKHOM paiioHe. Bo-
BTOPBIX, OHU OyAYyT BXOAUTH B OTPEMOHTHPOBAHHBIA oduc. PemoHT,
KOTOPBIX BBI TIPE/ITIONIaraeTe CIeaTh, Oy/IeT yKa3biBaTh HAa ONPEACTICHHBII
YpOBeHB OM3HEca. B-TpeThrx, cama miaHupoBka oduca OyaeT padborarb
Ha BallM MHTepechl. boibiuas miuomanpr OyaeT co3aaBaTh OLIYLICHHE
npoctopa. Heckoibko yIOTHBIX KaOMHETOB MO3BOJISIT KIHEHTaM
YyBCTBOBATh ce0sl CIIOKOWHO M YBEPEHHO B OOIICHHUH C BAaUIUMH
coTpynHuKaMu™’. Pedub, onuchIBaronas KapTuHy OyayIero, MokeT HUMETh
Pa3HyIO MPOAODKATEIHHOCTE. BBl MOXKeTe “TiepeHecTH’” TIOKyTIaTels B €T0
cyacTiIMBOe Oynyliee ¢ MOMOIIBIO0 OJHOTO MPEIIOKEHHUS, a MOXKETe
WCTIOJIb30BATh MOAPOOHBIN pacckas. [1aBHOE, YTO ¢ MOMOIIBIO POJaBLa
KIIMEHT HaYMHAET “OTUYCTIUBO BHUJICTH’ HEIOCTAIOIIUE JICTall B CBOCH

“TyMaHHOW” KapTHHKE.

Boobpasicaemas kapmuna 6yoywezo sacmasisiem
ROKynameist npo4y8CmMe08amy, HACKOIbKO emMy HeoOX00UM
npeonazaemvlii mosap

YToOBl M0JIB30BATHCSA 3TUM MPUEMOM, HEOOXOIUMO

CHayvaja MOJIyYUTh HHPOPMALUIO O TOM, KaKUM 00pa3oM

@ KIIMEHT coOMpaeTcs “BIHcaTh’” TOBAp B CBOIO KU3HB. [Ipexe
9eM TOBOPHUTH MPO “OTPEMOHTHUPOBAHHBIA OduC, clremyeT

Y3HaTh, 4YTO PEMOHT J€HCTBUTEIHHO 3aIJIAHUPOBAH. A Tiepes

TeM Kak “‘pacmuchIBaTh’ MPOCTOP MOMEIICHUS, HaJO0 BBISICHUTH, YTO
WMEHHO OOJIBIIOE MPOCTPAHCTBO BBHI3BIBACT BOCXMIICHHE KiIMEHTa. B
MPOTHUBHOM clly4dae ‘“XOpoIlo MOATOTOBJICHHAs peub OyaeT UMETb
oOparnblil 5QQPeKT 1 BOCIPUHUMATHCS MOKYIATEIeM KaK HaBS3YUBOE
naBieHre. Eciy KimeHT B TedeHue Halllel pedr XMYPHUTCSI, OTOIBHTAETCS
WM OTBOPAYMBAETCS, 3HAYUT, MBI JOITyCTHIN OMHMOKY. B aToM ciyuae
HEOOXOIMMO OCTAaHOBHTHCS U €IIIe Pa3 BHUMATEIHHO MOCITYIIaTh KIIHEHTA.
Ecnu MBI BUAMM, YTO KJIMEHT ‘“‘cieayeT’ 3a HaMH B Ty KapTHHY,
KOTOPYIO MBI €My IIpeJIaraeM, HaM CJIeyeT IONPOCUTD €T0 MOATBEPIUTD
CBOIO PEAKIIMIO Ha CcioBax: “Bbl cormacHbl CO MHOHM, 4TO 3TO Ba)XHO?”,
“Bam kaxkeTcs 3T0 IpHUIATHBIM?”, “ITO MTOXOKE Ha TO, YTO BaM HY>KHO?”
[Tony4uB MOSIOKUTEIBHBIA OTBET HA CBOM BONPOC, MOYKETE CUUTATh, YTO
chenka 3aBeprieHa. Eciau KiIueHT “CHUrHaIUT 0 HECOTIACHU C BalllUMHU
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CI0BaMM, TO HEOOXOOUMO NMPEPBATHCS U BBISICHUTH, YTO €My HE
TTOHPABMWIIOCH: “MHe Ka)keTcs, BBl CO MHOW HE COTNIacHEI?”, “BaM 310 He
O4YeHb HpaBUTCA?”, “ITO HE COBCEM TO, UTO BBl X0Tenn?” Takue BOmpocsl
MOMOT'YT COXPaHUTh KOHTAKT C KITUEHTOM U J{aayT BO3MOXKHOCTH BOBPEMSI
MOBEPHYTH Oeceay B Hy>KHOE PYCIIO.
Ynpa:xxknenue
* [lpumymaiite, MOXKaTyHCTa, KaKyI0 KapTHHY OyIyIIero
MOKHO 00pHCOBATH MTOKYTIATENI0 KCEPOKCa, OPUEHTHPOBAHHOMY
Ha TNpakTHYHOCTh, M TNOoKynareato “Mepceneca”,
OpPHEHTHUPOBAHHOMY Ha MPECTHK.

HUcnoab30BaHue U3BECTHBIX HMEH.

[TouTtn Bce mroaM UMEIOT OTIpe/IeTICHHOE MPENCTABICHNE
0 CBOMX HJICaJbHBIX JKeIaHUsX. MIHOrAa OHU AOCTATOYHO CMYTHBIC U
HESICHBIC, @ MHOT/IA - HACTONBKO KOHKPETHBI, YTO BBIPAYKAIOTCS B TOUHBIX
uudpax, pazmepax u cpokax. /s Toro 4ro0bl JOCTHYB MOCTABICHHBIX
LIeJIeH, IO CO3HATENHHO MITH OECCO3HATENIEHO OPUEHTHUPYIOTCS Ha TeX,
KTO B MIX IOHMMaHUH B HAMOOJBINIEH CTETIeHN TPUONM3HICS K uaeany. B
9TOM CiIydae KOHKpETHOe MMsl, aMuIns, Ha3BaHue (PUPMBI CTAHOBSTCS
CHUMBOJIAaMH ‘‘XOpOIIeH” >KU3HU IS JAaHHOTO KineHta. Eciau mpomasert
NpaBUIbHO “yrajan’ UMs, UMEIOLee ‘Marudeckoe” 3HaUYECHUE IS
KIIMEHTA, TOTIa OH MOXET HCIIOJIb30BaTh “‘BOJIIICOHYIO CHITY” JTaHHOTO
MMEHHU B CBOEH Mpe3eHTaluu. Tak, €C Hall KINEeHT - PYKOBOAUTEIh
(mpMBI, HaBepHSAKA CPer €r0 KOHKYPEHTOB UMEIOTCS TaKue KOMITaHUH,
KOTOpBIE TIO OTIpe/IeNIEHHBIM ITOKa3aTessIM OTIepeskaroT ero hupmy. B Takom
cilydyae ‘“MHMOJIETHOE” yIIOMUHAHKE O TOM, 4TO B pupme “CynepMmoHcTp”
cTOUT 000pyJOBaHKE, IPOM3BEICHHOE BAIIUM 3aBOJIOM, OyaeT MMeTh
0onpIIyr0 yOeOuTEeNnbHYIO CUILy, yeM ¢pa3a 0e3 yloMHUHAHUS 3TOrO
Ha3BaHMUA.

Ecnu BBI TOpryeTe ToBapoM, OPHEHTHPOBAHHBIM Ha TPECTHKHOTO
MOKYTIAaTelIsl, TO TIPOCTO HEOOXOIUMO 003aBECTHCH CITMCKOM M3BECTHBIX
KJIMEHTOB, MPOSIBUBILKX HHTEPEC K Ballel NpoayKuuy. Baiu ciosa OymyT
3Byuarb Haubosee yOeAUTeIbHO, €CIU “NOATBEPAUTE” UX MOUIMHHOCTD C
MOMOIIb IO pexoMeHanui, OnarogapcTBEHHBIX MHCEM,
T0OpOKeIaTeIbHBIX OT3BIBOB WM (oTorpaduii. bynbre 0cTOpOXHBEI B
BBIOOpe MMeH. |Ipn MCTonp30BaHNM MMEHHU YeIOBEKa, HE MMEIOIIETO
0COOEHHOTO 3HAYCHUS I KIIMEHTA, ITOT MpreM OyJeT paboTaTh IPOTHB
Bac. Tak, mpoAaBUbl IPECTUKHOTO MarasuHa CTUIBHOW OJIEXKIbI
pacckasblBajl MHOTOYMCIICHHBIM MOKYTIaTEIEM, YTO K HUM YacTO 3aXOIUT
HupBung (uto ObLIO TpaBaOil), HE oOpallas BHUMaHUS Ha BO3PAcT
KJIMEHTOB. JIJIST MOJIOABIX JIFOAEH 3TO MMS O3HA4Yajo cleAyromee: “Jrta
OJIeK]Ia HE JIOCTATOYHO COBPEMEHHA, pa3 €€ MOKYIMAOT JIIOAW CTapIIero
[IOKOJICHHS .

Yupa:xnenue
* TlogymaiiTe, KaKie UMEHa KJIMEHTOB M Ha3BaHUsI (UPM CMOTYT
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yOeuTenbHO BO3JEHCTBOBATh Ha BalIMX KIUMeHTOB? Kakum
00pa3oM BB MOXKETE OINPEISTUTh “‘Marndeckue’” MMeHa IS
KXK0T0 KOHKPETHOTO KITUeHTA?

IIpuem cpaBHeHHS.

MeTton cpaBHEHHS TTO3BOJIAET KIUEHTY TOHATH, TOYEMY
prUOOpETEHNE TaHHOTO TOBapa SBIISICTCS I HETO Hambolee
BEITOAHBIM. Kpome Toro, mpuberas Kk MeToy CpaBHEHHS, IPOABEI] MOJKET
XOPOLIO IPOAEMOHCTPUPOBATH 3HAHUE TOBAPA U 3HAHUE PBIHKA, UYTO CAMO
o ce0e yCHIIUBACT JOBEPHE MOKYIIATEIs.

Hcnonw3ys MeTo/1 CpaBHEHUSI, HE CTOUT 3JIOYOTPEONISTh CIOBAMU B
MIPEBOCXOIHOM cTereHn. Pacxoxas ¢pasa ‘Y Hac Bce camoe Ka9eCTBEHHOE
1 TI0O caMOW HU3KOH IieHe” BBI3BIBACT Y MOKYTIATeNsl CTOWKOE OITyIICHUE,
YTO €T0 XOTSIT 0OMaHyTh, OOManomuTh. Jlydie cpaBHUBAaTh KOHKPETHEIE
CTOPOHBI TOBapa U MNPUBOAUTH apryMEHTUPOBAHHBIC JOKA3aTEIbCTBA.
Menemxep TypareHcTBa: “Takoi sxe MapmpyT npearaet pupma “OTabx
HaBceraa”. Y HUX OH CTOUT Ha MATHAAIATh MPOICHTOB JOPOXKE, YEM Y
Hac. Emie nBa roga Haza 3TOT MapuipyT CTOMII Y HAC CTONBKO JK€, HO MBI
HallUTH JEJIOBBIX MapTHEPOB, YbH IE€HBI yCTPaWBalOT HAcC B OOJIbIIEH
cTeneHu .

Merton cpaBHEHHSI IOMOTAET B T€X CUTyalUsX, KOTAA KIUEHT HE
MOXET BbIOPaTh, KAKOW TOBAp €My ITOJIXOAUT B OoJIbIel cTernieHu. OnToBas
KIIMEHTKA HAXOJIUTCS B PA3yMbsX, KaK €i JIydIlle IOTPAaTUTh OCTaBIITUECS
JIEHBTU: KyTIUTH JIBE YITAKOBKH ‘3€JIEHBIX C PIOMIeYKaMH’ TIAaThEB WIH TPH
YIIAaKOBKH “‘CHHHX B IIBETOUYEK . B 3TOM CHUTyaITnii MBI TOJHKHBI IPESIBUICTD
OTTaCHOCTB, YTO €CJIM OHA U JAJTbIIIe OyIeT TaK Pa3MBIIIISATh, TO TAK HUYETO
Y He KynuT. J{7s Toro 4ToOBl METO/I CPaBHEHHS HE TIPUBE K TIEYaIbHBIM
MOCJICACTBHSIM, HEOOXOUMO BBISICHUTH, KAKO€ U3 TUIAThEB MPUBICKACT
HaIlly KJIMEHTKY Ooublie U mouemy. Jljisi 3Toro Haao 3a/aTh HECKOJIBKO
BOIPOCOB. “CKaXXuTe, MOXKaITyHCTa, 4TO BAM HPABUTCS B 3€JICHOM IIJIaThe,
a 9To - B cuHEM . “3elIeHbIe TUTaThs 0oJiee “XOMOBBHIE” M PEATH3YIOTCS
ovIcTpee, cuHMe - Oonee nemennie’”. [Ipomaserr: “Ecim HEe cekperT, Kakyro
NpUOBLTE BB IUIAHUPYETE MOIYYUTH € 3eIeHbIX 1aTbeB?” Kimentka: “Hy,
okosio 45 pomnapos 3a miarke”. IIpomasen: “A ¢ cunux?” [Iponasen
MIPOJIENBIBACT HA KAJBKYJIATOPE HECIOKHBIC pacueTbl. OKa3bIBACTCS, UYTO
IaHupyemasi TpuObuTh TpuMepHO Ha 10 monIapoB BBIMIE y 3€JIEHBIX
mnarseB. [Ipoaasen: “Eciu Bbl BO3bMETE Y HAC JIBE YIAKOBKHU 3€JIEHBIX
IIaThEB, TO MMoydnTe Ha 10 mommapoB OombIle. A Kakoe TUIaThe BAM CaMOoit
Oonbiie HpaButca?” Knnentka: “Y 3e1eHOro oueHb Kpacusasi 000pKa, u
ono mnospue”. [lpogasen: “U kIMEHTHI Balllu, HABEPHOE, 3TO TOXKE
3ameTaT?” KinenTka coriacHoO KuBaeT royioBoil. Haira mokynarensHuna
cama Bce ckazana. HaMm ocTaeTcs Wb MOBITOXKUTH €€ Pa3MBIILICHUS.
“Ilepem HamMu 1Ba TUIATHS, ¥, KOHEYHO JKE, OHU 00a 3aCITy’)KHBAIOT BaIIETO
BHUMaHUA. W 5 cornaceH ¢ BaMH, 9TO BBl MOJYYUTE C MX ITOMOIIBIO
XOPOIIIYIO MPUOBUTE. MBI ¢ BaMU MTOJICUNTAIIH, YTO 32 3EJICHBIC TUIAThSI BB
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TTOJTy9HTe TOJbKO Ha 10 mommapoB Oosbie, ¢ APYrol CTOPOHBI, JTUIHO
BaM 3€JI€HOE€ HPaBUTCS OOJbIIE U BalllUM IIOKYIAaTessIM OHO HABEPHAKA
MOHPABUTCS M3-3a OPUTHHAIBHOW 000pKu” - “Jla, HaBepHOE, BO3bBMY
3eseHoe”.

CpaBHeHHe PoJaBIia AACT Pe3ybTaThl, €CIIM OHO OyIeT caeNaHo ¢
y4eTOM MHTEpecoB KiMeHTa. Ecnu xe mponasen Oyner
ONUPAThCS TOJBKO HA CBOIO TOYKY 3PEHHUs, CPABHEHHUE
MOTEPSET CBOIO YOEXKIAIOIIY IO CHITY.

Ilpu cpasnenuu npeumyujecms mosapa HeooxXo0UMo
UCNONIB308AMb APSYMEHMbI KOHKPEMHO020 NOKYNAmens

Hawm crnenyer moMHHTB, 4TO CpaBHEHHE CHJIbHEE
MOJICHCTBYET Ha HANIETO KJIMCHTA, €CJIU MBI IMO3BOJIUM €My CaMOMY
y4acTBOBaTh B Tpoiiecce BbIOopa. MBI MOXKEM 3TO C/IeIaTh € TOMOIIBIO
(dpas: “JlaBaiiTe BMecTe cpaBHUM dTH Mojenn”, “Kakas menans ynoOHee,
y momenu A wuim b?”, “Bce 3T MOIENTH COOTBETCTBYIOT BBICOKHUM
CTaHJapTaM Ka4yeCTBa, B TO JK€ BPEMs MBI JIOJDKHBI BBIOPATh TY MOJICIb,
KOTOpasi B HAaMOOJIbIIIeH CTEIIEHH COOTBETCTBYET BauM uHTEepecam’”. He
CTOUT TpuUOErarb K METOAY CPAaBHCHHSI B CaMOM Hayaje 3aKITFOUCHHUS
cienku. B 3ToT mepuos mokynartenh 0OBIYHO ellle He TOTOB BOCTIPUHSTH
BCIO MH(OPMAIMIO U celiaTh U3 Hee COOTBETCTBYIONIME BBIBOJLI. Ha
CTaJUM TIPE3CHTAIMH TOBapa METOJI CPABHEHUS JIyUllle WCIIOIh30BaTh B
Ka4ecTBe KpaTkoro 3amevanus: “IIpu mocraBke JaHHOTO TOBapa HaIIU
YCIIOBUS BBITOJHO OTJIMYAIOTCS OT YCJIOBUW KOHKypeHTOB”. Ha cramuu
COMHEHHH CpaBHEHHUS MOTYT COIMPOBOXKAATHCSI Oojiee MoapoOHOM
HHpOpMAIHEH, TaK KaK Terepb MOKyaTelb IPUMEPHO 3HAET, O
YeM HJET pedb, M BIIOJIHE MOXKET y4acTBOBATh B IPOIEIype
CPaBHEHUS KaK MOJTHOIPABHBIN yYaCTHUK.

Ynpa:xxknenue

* Kakue CcpaBHEHHUS BBITOJHO TOJUYEPKUBAIOT
npenMyIecTBa Baniero topapa? Kakuwe cpaBHEHHUS! BBITOIHO
TTOMUEPKUBAIOT MIPEUMYIIIECTBA PaObOTHI ¢ Bareit Gpupmoi?

IIpuem “Bonpoc B MoHOJIOTE”.

MBpI yxe TOBOPHIIU O TOM, HACKOJIKO BXKHBIM B paboTe MmpojaBiia
SIBIIICTCS] yMEHHE 32]1aBaTh BOIIPOCHI. BOPOCHI 3aCTaBIISIOT JTFONIEH NCKATh
OTBET, BKJIIOYATHCS B Oeceay, AyMaTbhb, pacCyXaaTh, MPOSIBIATH
OTIpeIeTIEHHY 0 aKTUBHOCTE. A BE/Ib 3TO KaK pa3 To, YTO HaM HYKHO, pa3Be
He tak? [Iponasell, KOTOPBIN MPABUIBLHO 33/1a€T BOIIPOCHI 1 BHUMATEIBHO
BBICTYIIUBACT OTBETHI, YK€ HAXOAMUTCS Ha MOJMYTH K ycrexy. Ho Bot
HacTymaeT MOMEHT, KOrJa MOKYyIarejib HAKOHEI] TOTOB BOCIPUHUMATh
HOBYIO nH(opManwro. OgHAKO BpeMs, B TEUSHUE KOTOPOTO €r0 BHUMaHHe
OyzeT ocTaBaThCs Ha MPUEMIIEMOM ISl HAC YPOBHE, PE3KO OTPaHUICHO.
[ToaTOMY TIpOIaBEI] TOCTOSTHHO TOJDKEH 3a00THTHCS O TOM, UYTOOBI KITHEHT
OCTaBaJICs C HUM, a He “TeTall B o0nakax”.
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OnHUM U3 IpHUEMOB, IOMOTAIOIIUM yAEpKaTh BHUMAaHHUE KIIUEHTA,
SIBJISIETCS] UCIIOJIb30BAaHUE BONPOCA B MOHOJIOTHYECKOH peun. Ilouemy
Borpoc Tak BaxkeH? Iloromy uTO cama BOmpocuTeIbHAs MHTOHALMS,
HE3aBHCUMO OT CMBbICJIa BBICKA3bIBaHMS, 3aCTaBJSAET MOKYyIaTels
pacmonoXuTh “yHmIKM Ha Makymke”. Bel xorma-aHuOynp oOpaimanu
BHUMAaHHUE Ha TO, KaK co0aka pearupyeT Ha BOIIPOCHI CBOEr0 X03siuHa?
OOBIYHO OHA IOJHUMAET I'OJIOBY, BCKHMBIBAET YLIM U BHUMATEJIbHO
CMOTPUT Ha X031Ha, IbITAasICh IIOHATH, B YeM CMbICI Bonpoca. Koneuno,
Hallli KJIUEHTHI Yalle BCEro J0CTaTOYHO XOPOIIO MOHUMAIOT CMBICI

Haiero coo0meHus. B To jxe BpeMs KasKAbIi 4eIOBEK MOKET
3ayMaThCsl, yBI€UbCS COOCTBEHHBIMH aCCOLMALUSAMHU U YHTH
B MUP JINYHBIX NIE€PEKUBAHUI.

B c6010 npezenmayuro MOICHO GKII0OUAL BONPOCH
mpex munog:
1) A 3auem smom moeap uyoicen?
2) Kax um nonvzosamocs? 3
) Ilouemy max 8120010 npuobpecmu e2o UMeHHo y Hac?

OTH BONPOCH MOCTOAHHO “KPYTATCS” B CO3HAHUU
KJINEHTA B TEUCHHE BCEH MenoBoii 6ecenpl. [logemy ObI UX HE 03BYUHTH?

JlaBaiiTe mocirymaem pekiiaMmy IeTckoro 6acceiina. “Uro MokeT OBITh
IOpO’Ke 3II0POBbS Bariero pedeHka? Konedno, 0HO OECIIEHHO, - CKaXKeTe
Bbl. 1 Oyznere coBepiieHHO npasbl. Kakum sxe 00pa3oM MOKHO YKPEIHUTh
30POBbE Balero peOeHKa, He TPaTs JOMOJHUTEILHOTO BPEeMEHH, CHII U
JieHer? DToro MOKHO TOOWTHCS ¢ TTOMOINBIO Hatrero OacceiiHa “Pridka”.
[IpencraBesre cebe, Balm MaBIII TUICIIETCS B YACTOW Terutoi Bome. OH
MOJKET TIOIUTaBaTh, MMOCUAETh W TOOPHI3raThcs B OacceifHe He TOIBKO C
OOJIBIINM YIOBOJILCTBHUEM, HO M C TOJB30W ISl 370POBBS. A BaM B 9TO
BpeMs He Hajo OyIeT OeCIOKOUThCA O HeM. BBl cMOKeTe HaXOIUThCS
PSIOM - 3aroparb, YUTATh KHIKKY HJIM UTPaTh ¢ MajbIoM. Pa3se 3To He
IOCTABUT yIOBOJIBCTBHUS U Bam?”.

WNHorna MeHemkepsl HEe UCIOIB3YIOT BOMPOCH B COOCTBEHHOM
pacckasze 0 ToBape M3-3a CTpaxa “TIoKa3aThCs HeCephe3HBIMHU . Bompoc
peBpalaeT OAHOOOPa3HyI0 MOHOJOTHYHYIO Pedb B JIHAJIOT, Aejas ee
Oonee xuBOW M yOeaurenbpHOW. He cToMT moMaTh rojioBy HalX
“ceppe3HBIMH’ BoOmpocaMu. Bbl Moxkere mnepenenars Jrboe

YTBEpAUTEIHHOE MPEJIOKEHNE B BOIIpOCcUTENbHOE. PazBe 310
TaK CIOKHO?
Ynpa:xkHenue

* “PazbaBbTe” pekiIaMHyI0 pedb BOIpOcaMu: “ITa MOAEb
OJIHA M3 CaMbIX KaueCTBEHHBIX. OHa OTBEYaET BCEM CTaHAAPTaM.
C ee MOMOIIBIO MOYKHO 3aKpy4YWBaTh M 3aBUHYMBATH BCE, UTO
BaM HeoOxoxmmo. llena omTumanbHas A TOBapa TaKoro

KadecTBa”.
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MeTtoz “coOKpaToOBCKHX BONIPOCOB”.

B cBoe Bpemst Cokpar mpociaBuiIcs TeM, 9To H300per OpUTHHATBHBIN
cnoco0 yoexxaenusi. OH HUYero He “BTOJIKOBBIBAJI” CBOEMY COOECETHUKY,
OH IPOCTO 3a7aBaj eMy Bonpockl. [Ipu 3Tom Bompoc Ob11 chopmynupoBan
TaKkuM 00pa3oM, UTo Ipeonaraji 3apaHee NporHo3upyeMBbIid OTBeT - “a”
wia “HeT”’. BBI 3amHTEpecoBaINCh dTOW KHHUTOM, IIOTOMY YTO CUHUTAETE
yMeHHe 001aTbes ¢ KIMeHTOM O4eHb BaXKHBIM? U BBI, HaBepHOE, 3HaeTe
OYeHb BaXKHBIE PUEMBI paOOTHI C KiIMeHTOM? M BBI JOTIUTH /10 CepeIUHBI
9TOW KHUTH, OTOMY YTO XOTEJIH OBl YCHJIHTH CBOE BO3JCHCTBUE Ha
KJIMeHTa? 3HAuuT, BAM CTOUT OCBOUTH M METO/T ‘‘COKPATOBCKUX BOIIPOCOB™?
KakoB Bair orBeT Ha yeTBepThIi Bompoc? Eciu Mbl MpaBUIIBHO 3313
BCE TPHW BOMPOCA W MOJYYWIH HAa HUX TOJIOKHUTEIbHBIE OTBETHI, TO HA

YETBEPTHIN BOTPOC BBl CKOPEE BCETO OTBETHUTE “1a”,

Tpu omeema “0a’” beccoznamenbHo 3aCMABIAIOM KIUSHMA
0amv NOLOHCUMETbHBIL OTNEEM U HA YeMBEPMbILL 60NPOC

Heo0xomumo “niepxath HAroToBE” HECKOJIBKO BOIIPOCOB,

OTBETHI Ha KOTOPbIE OYEBUAHBI: “Bbl X0oTenu Obl KymuTh

KaueCTBEHHBIN ToBap?”’, “Bbl xoTenu Ob mpruoOpecTH TOBap

10 OTITUMAJTEHOMH T1eHe?”, “BbI X0Tenn OBl BEIOpATh HMEHHO

TO, UTO BaM HYXHO?” HHKTO M3 moKymareneil He CKaKeT, YTO JKaXIEeT

MpHOOpECTH HEKaYeCTBEHHYIO BEIIb 110 3aBBIIICHHON IIEHE U K TOMY K€
HE Ty, KOTOpas eMy HYyXHa.

J1J1s1 KayK10T0 TOBapa WK YCIYTH MOXHO C(POPMYITUPOBATh HECKOIBKO
“COKpaTOBCKUX" BOMPOCOB, KACAIOMIMXCS MX NMpPEIHA3HAYCHUS HIIH
criermuuIecKux ocoderrocTeit. Hampumep, mist ctomna: “Bam HykeH CTO
C YeTBIPHMS HOKKaMu?”’, “Bam Hy>keH CTOJI, 32 KOTOPBIM OBLITO OBI yI00HO
cunetrb?”, “Bpl XOTeNUW KyNUTh KaueCTBEHHBIN cTon?”. CMBbICT
WCIIOJIb30BaHUSI ‘‘COKPATOBCKUX™ BOIPOCOB COCTOHMT HE B TOM, YTOOBI
MOBTOPSTh OYECBUIHBIC (DAKTHI, & B TOM, YTOOBl HAIAJUTh KOHTAKT C
KJIIMEHTOM U TIOJYYHUTh OT HETO HECKOIBKO MOJIOKUTEIHHBIX OTBETOB.

Borpockl ¢ 3amporpaMMupOBaHHBEIM OTBETOM OyIyT padoTaTh Ha HaC,
€CJIM MBI OyJIeM HCIIONIb30BaTh CBOIO HAOMIOAATENHHOCTh M BHUIMATEIHHO
CIEIUTh 332 HeBepOaJbHBIM INOBEJCHUEM IOKymareis. Bor kiueHT
MIPOCMATPUBACT PEKIIAMHBIH MPOCIEKT C HOBBIMH MOZICIISIMUA aBTOMOOWIICH.
Ero rmaza “zaropenucs” npu Bujie ClIOPTUBHOM MoJienH. - “Bainie BHUMaHue
TIpUBJICKIIa 3Ta Momenh?”. KiTneHTka cocpeoTouria CBOe BHUMaHUE Ha
CTHUPAJIBHBIX MaITMHaX ¢ HEBBICOKUM yPOBHEM IICHEIL. - “BbI xoTemn Ob
BBIOpaTh MPAKTHYHYIO MOIENb 10 HEBBICOKOW IteHe?” Ecnm ke Hamm
BOIPOCHI PACXOJISTCS C COOOIICHUSIMU, KOTOPBIE KIIUCHTHI ITOCHUIAIOT 0€3
CJIOB, HAM TPY/HO Oy/IeT MOTYYUTh HA HAX [TOJIOKUTEIIBHBIN OTBET. A HY)KeH
JIX HaM C BaMU OTBeET “‘HeT”?

C 0mHOI CTOPOHBI, BOIIPOCHI C 3aMTPOrPAMMHUPOBAHHBIMHI OTBETAMH
“HeT” yIpaBJAIOT Oecemnoil M HAMpaBJIIIOT €€ B TO PYCIIO, KOTOpOe HaM
HeoOxoauMo. Hampumep, mpu mpomake cTpaxoBKHU: “Bvl xoTenn Obl
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- okasarescs uepes 10 et Ha ymure 6e3 rpormra B kapMane?”
Huxrto e 3axouet. C nmpyroi CTOPOHEI, CJIOBO HET HECET B
ce0e OoTpHUIlaHME M YaCTO CBSA3aHO C HETAaTUBHBIM
OTHOIIICGHHEM K COOBITHSM. A BeJb HaM C BaMHU HYKEH
KJIMEHT, KOTOPBIH MO3UTUBHO HACTPOCH, HE TIpaB/a Jiu?

3aoasatime Knuenmy no3umueHvle 60NPOCH

Ynpaxuenus

* IlpencTaBpTe cebe, 4TO BBl paboTaeTe C ONMTOBBIM
nokynareaeM Jjionar. CopMyaupyuTe MmITh “‘COKpPaTOBCKUX

BOIIPOCOB JIsI BAIlIETO KJIUEHTA.
* JlepedopMynupyiiTe HEraTUBHBICE BOIPOCHI B
MO3UTUBHBIE: “BaM HyXeH ToBap, KOTOPBHIH HE MPUHECET

HHUKaKoW TpuObuH?”, “BBI X0Tenn OBl BHIOPOCHTH NEHBI'H HA
BeTep?”’, “Bam Hy)XHa MOJeNb, KOTOpas HEOTCTYIHO OyneT
TpeOoBaTh Ballero BHUMaHus?”’

IIpuem “IToxBaan™.

Menemxkep onToBO MeOeTHHOM (PUPMEI - CHMITATUIHAS JICBYIITKA -
001I1aeTCs C MOCTOSHHBIM KITHEHTOM - MY>KYUHOU C CYPOBBIM BBIPAKEHUEM
JUIIA.

Menemxep: “IlocmoTrpure, noxainyiicra, Haiu HoBble Mojenu”. He
cremia, OHa MOKa3blBaeT TPU HOBBIC MOJECIHM JAWBaHa, NOJAPOOHO
paccka3biBasi 0 MPEUMYIIECTBAX KaKa0i. KIIMeHT 3a1yMUYiBO OTBEUYAET:
“Ila, MOIENTN HETUIOXHE. XOTEJIOCh OBI B3SITh HECKOJIBKO DK3EMIUISIPOB”.
Menemxkep: I TAKOTO MY>KIHHBI MBI C YOBOJIBCTBHEM OTOEpEM camble
nyuriue”. JIeBylika KOKeTIMBO yiabloaeTcs. MyKunHa pacIuUIBIBACTCS B
JIOBOJILHOH yNbIOKE, BBIpAXKCHHE 03a00YECHHOCTH HA BPEMs YXOIUT, C
MOTEIUICBINICH MHTOHANMEH OH oOpaimnaercs k cobdecennune: “Jla?.. Hy,
JlaBaiiTe-Ka ele moCMOTPUM ITOT
MaJMHOBBIH...” .

DTOT TPOCTOH mpHUMeEp
UIUTIOCTPUPYET  HM3BECTHYIO
UCTUHY: MBI BCE JIIOOUM

KOMILJIUMEHTHI. YnadHo
CKa3aHHBIH KOMIJIUMEHT WU
nmpocto  “mobpoe  ci0OBO”

MOBBIIIAET  CaMOYYBCTBHE,
HAaCTpOCHUE H aKTUBHOCTH
kinueHTa. [louemy ke MBI Tak
peako XBaJIUM HalIuX
TTOKyTIaTeeH?

B poccuiickoit KynbType He
MPUHATO ‘‘CIWUIIKOM MHOTO”
TOBOPHTh O CBOEM XOpOIIeM
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OTHOIIICHHUHU K COOECETHUKY, HE PUHSTO ‘‘CIUIIKOM YacTO’’ TIOMUYEPKHUBAThH
JIOCTOWHCTBA MapTHEPA MO OOIIEHUIO. 3aTO MPHUHATO CBOCBPEMEHHO
yKa3blBaTh Ha “‘OTHeJbHBIC OMHUOKKA M HepocTtaTku”’. OTrosocku
TOTAJIUTAPHON KYyJBTYpHI, ‘3aMEIIaHHON” Ha KPUTUKE U HEraTHBHBIX
BBICKA3bIBAHUSAX, MEIIIAIOT HAM UCKPEHHE XBaJIUTh CBOUX KIIUEHTOB.
Hckpennss moxBajga 0coOOCHHO BakHa B paboTe ¢ “TpymHBIMH’
kmeHTamMu. Kak 9To HU CTpaHHo, “TpyaHble” KITMEHTHI OOBITHO BEIPACTAOT
13 IeTel, He TTOTyYHUBIIUX JOCTATOTHOH “TTIOPIINN” XOPOIIIETO OTHOIIECHUS
B paHHeM Bo3pacte. FIMEeHHO “HefocTaToK’ MOOBH U yBa)KCHUS HE J1aeT
TaKOMY KJIMEHTY BO3MOXKHOCTH YyBCTBOBATh ce0st yBepeHHO. OIMH npsiueT
CBOI0O HEYBEPEHHOCTbH MO/ BBICOKOMEPHBIM B3INISIOM, APYroi - 3a
JIOPOTOCTOAIIEH MAPKOH MAIITMHBI, TPETUI TPOCTO MOCTOSSHHO HEPBHUYAET,
a 4eTBEPTHIM MPUTBOPSIETCS, YTO €My BCE 0e3pazIuvHO. DTOT CIHCOK
MOKHO TIPOAOIDKHUTH. OMBIT TpoecCHoHaIoB B 001acTH cObITa TOBOPUT
0 TOM, YTO MMEHHO “Tpy/AHBbIE” KIMEHTHI OOJbIIE BCETO HYKAAIOTCS B
HaIlleM XOpOIlIeM OTHOIICHUH. Tak Kak OHHM Be3/e MPOU3BOASAT HE OUCHb
NPHUATHOE BIIEUATIICHUWE, TO UX HUKTO M He XBainuT. KommiaumeHr,
TTOTIABIITHH ‘B SI0JIOUKO”, TOMOTAET ‘“3aKOMIUIEKCOBAHHOMY® TTOKYTIATEITIO
paccirabuThCs, TTOYyBCTBOBATH cebs Ooiiee yBepeHHO. MIMEHHO Takme
MepeKMBAHMS TTOMOTAIOT TPOIECCY MPONAXHU. Y KINEHTA, MOCTOSHHO
3arpy’>KeHHOTO peUIeHHEM COOCTBEHHBIX AMOLMOHAIBHBIX MPOOIIEeM,
MIPOCTO HE XBaTaeT CHJI Ha MOHUMaHHUE TOTO, KAKUE BOZMOXXHOCTH IEPE
HUM OTKPBIBa€T HOBBIH TOBAp.

Komnaumenm cozoaem nozumueryio ammocgepy ons
cumyayuu 3aKIH0YeHUs: COeIKU

Ckazarp yauHbI KOMIUIUMEHT JOCTATOYHO CIOXKHO.
KoMITIMMEHT MOJeHCTBYeT TOJNBLKO B TOM Cllydae, €CJIH OH
BIHCHIBACTCS B “KAPTHHY MHUPA KIUCHTA , COBIAJACT C €ro
WHTEpEeCaMU U IEHHOCTAMU: “‘BaM Tak MIIET 3€JICHBI I[BET, OH MTOIXOUT
K BammM Timazam’” - “TeprieTs He MOTY 3eJICHBIN BT ; “BhI 3HaeTe, 4T
TTOXO0KU B ATOW MaIlIiHE Ha M3BECTHOTO TOHIIMKa Makaposa” - “He 3Haro
Takoro...”; “BBI Tak Xopomio pa3doupaceTech B dTOM Bompoce” - “OToT
BOIIPOC HE CTOUT BBICICHHOTO sTiIa’.

KoMmnimMmeHT, moxBana uin 0JarofapHOCTh OKaXyT HYXKHOE
BO3/ICHCTBHE TOJBKO B TOM CiIy4ae, eciid OyayT CKa3aHbl UCKpeHHE. B
MIPOTUBHOM CITydae Te ke camble (hpa3bl OyayT BOCTIPHUHSTHI KaK JIECTh,
MTOJIXATMMCTBO WM MaHUITYIALus. [Iperxie ueM npon3HecTH cTaHaapTHBII
KOMIUTUMEHT, CIIPOCHUTE CEOS:

“JleficTBuTenbHO 1M s Tak cumtaw?” Ecmu orBer Oymer
OTPHUIATEIbHBIM, TO MPUBBIYHBIN KOMIUIMMEHT CTOMT CMEHHUTh Ha TOT,
KOTOPBII COBMAJIACT C BAIIUMH BHYTPCHHUMH OIIyIeHHIMU. KoMIinMeHT
JOJHKEH MMETh WHTEHCHUBHOCTD, MPHUEMIIEMYIO Ui cobecennnka. EcTh
JIOIM, KOTOPhIE MPUBBIYHO BBIPAKAIOT CBOHW dMOIHHU C MOMOIIHIO
MIPEBOCXOMHOM cTenenn. KimmenTke TypdupMbl, paccka3bIBaIoIIei 0 CBOEM
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MIPOTIJIOM ITYTEMIECTBUHU: “ITO TaK BOCXUTUTEIHHO!”, BIOJHE MOXKHO
clenarh KOMIUTUMEHT: Y Bac M3yMHTENbHAS NUIANKA”, a KIWCHTY, He
BBIHOCSIIEMY 3MOIIMOHANBHBIX “U3NUSHUN OO0JbIIE MOJOUIET
clepKaHHas 1moxBajia: “Bhl Tak TIHIATEIILHO BhIOUpaeTe cede OTelb. JTOo
MPaBWILHO. XOPOIIUH OTABIX - BCET/a XOPOIliasi OATr0TOBKA”.

Yupaxnenue

* Kakne KOMIUIMMEHTBHI B OOIICHUH C KIMEHTAMH BbI
HCIoNb3yeTe aoctatouyno dvacto? Ilomcuuraiite wux
KoNmn4ecTBO. Eciu Takux KOMIIUMEHTOB Oosbiie 10, BB
MPEKpacHO co3JaeTe HYXHYH arMocdepy B mpoiecce
MIPOJIAYKH, €CITH MEHbIIIE 5, BAM HEOOXOMMO TOBHUMATEITLHEE
MPUIVISIIETECS K BalllUM KIHEHTaM. MoXeT ObITh, KAKUX-TO
MO3UTHUBHBIX CTOPOH BHI HE 3amevaere?

Pabota ¢ rpymnmoit KIMeHTOB.

Hexotopsie MeHemKepHbl TI00ST padoTars ¢ “TPpynrnoBbIM’ KITHEHTOM
U BECTH NEPETOBOPHI C ABYMs WM TpeMms Hokymarensimu. [pyrue
[IPEANOYNTAIOT pab0TaTh C KIIMEHTOM OAMH Ha oAuH. [laBaiiTe mocMoTpuM,
YTO MEHSIETCsI, KOIZa K AUa/Ie OKYTIATeNb - IPOAABEL] J0OaBIIeTCsl TPETHi
3JIEMEHT - IOMOILHUK, IOBEPEHHOE JIUIIO, IPYT WK POICTBEHHUK KITUEHTA.
OO1wenne mepexoAnT B pa3psij CPYIIOBOrO U MOITOMY
CTAaHOBUTCA Ooliee CHOXHBIM. Temepb MeEHEIKepy
HEOOXOAUMO KOHTPOJIHUPOBATH OOJbIIEEe KOJIUIECTBO
[IEPEMEHHBIX.

B npoyecce denoswvix nepecosopos Heobxooumo
YCMAHOBUMb 008ePUMEIIbHBLIL KOHMAKN CO 6CeMU
yuacmuukamu “2pynno6oco’”’ kiuenma

HcknrodyeHus COCTaBIAIOT, MOXKAIYH, JNUIIL CIydau, KOTJa
COTPOBOXKAAOIINYN 00lajaeT HU3KUM COIHAJIBHBIM CTATyCOM IIO
CpaBHEHHUIO C “TVIaBHBIM~ KJIIMEHTOM. B Ipyrux ciaydasx DoBepHe IBYX
CTOPOH HEOOXOAMMO HaM Kak BO3ayxX (OymeM paccMaTpuBaTh Iapy
KIIMEHTOB, KaK HauOosiee mpocToii Bapuanr). [louemy 3o Tak BaxxHo? Bo-
MEePBBIX, MBI €I[¢ HE 3HAEM, KTO SIBJISICTCA “TIaBHBIM~ KIHUEHTOM -
YEIIOBEKOM, IPUHUMAOIIUM OKOHUYATEIBbHOE PEIICHUE O 3aKyIKe TOBapa
(opueHTanus Ha JOKHOCTH KIIMEHTa MOXKET MPUBECTH K OMIMOOYHOMY
BBIBOJlY, €CJIM pEIIAloIlee MPaBo rojoca B 3TOM Bompoce OyneT
MIPUHAIEKATH TOJINHEHHOMY ); BO-BTOPBIX, MBI HE 3Ha€M, KTO U3 HUX B
OoJIbIIICH CTENEHHW 3aMHTEPECOBAaH B 3aKIIOYCHHUHU CACIKU (MHOTIA
HauboJice 3aMHTEPECOBAHHBIM JUI[OM MOXET OKa3aThCsl KJIUCHT,
3aHUMAIONINI MEHEe aKTUBHYIO IMO3HIIMIO); B-TPEThUX, HaJaKUBAHHE
JIOBEPUTENHHON aTMOc(epsl JaCT BO3MOXKHOCTh KJIIMEHTaM BBICKA3aTh
CBOIO TOYKY 3PEHHUS, U ITO MOMOXKET HaM IOJIYyYHUTh HEOOXOIUMYIO
nHpOopMaImro.

YrtoOsl 3¢ dekTrBHO paboTaTh ¢ Mapoil KINEHTOB, HAJ0 BBIACHUTD,
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KTO M3 HUX 3aHMMAaeT JINTUPYIOIIee MOJI0KEHIE U Yb€ MHEHHE SBIISETCS
0onee BECKMM W 3HAYMMBIM. MHOTHa cTaryc coOeceqHUKAa M €ro
JIUIAPYIOIIAst IIO3UIUS COBIIAIA0T, B TO KE BPEMS COCPEIOTOYCHUE CBOUX
yCHJIMH Ha cOOECEHUKE, 3aHUMAIOIIUM 00Jiee BHICOKOE TIOJI0KECHHE B
OpraHU3allid, MOKET MTPUBECTH K HEYJOBJICTBOPUTEIBHBIM PE3yJIBTATaM.
Kpowme Toro, nHOTIa MUAMpPYIONIAs O3NS B Tape MOKET IPUHAIIEKATh
“BeOMOMY”, €CIIM pemaeTcs BOMPOC, B KOTOPOM
MOJYMHEHHBIN O0Jiee KOMIIETEHTEH.

OmubOYHON TaKTHUKOU SBISIETCS CTpPEMIICHHE
COCPEIOTOUYUTh BECh “CBOU MBLI~ HAa CAMOM aKTHBHOM,
Pa3roBOPYHMBOM KiIMeHTE. MeHeIKep MapKeTHHIOBOTO OTea
3aBO/la BEJI JEIOBBIE TMEPEroBOPHI C THUPEKTOPOM U
3aMECTHTEIeM AUPEKTOpa ONTOBON (HUPMBI O MOCTaBKE
KpyIHOH MapTHH TOPTOBOTO 00OpynoBaHWA. J(MpEeKTOp BHUMATEIHHO
CIIyIIaJ, 33JjaBajl HABOSIIUE BOIIPOCHI, COMIAIIANICS C TEM, YTO JaHHAS
C/IeIIKa COOTBETCTBYET HHTEepecam pupmbl. Kaszasiocs, Bce ero rnopeneHue
MPEJIBEIIANI0 YCIEITHOE 3aKIIIOYCHUE CACIIKH. MeHeKep COCPea0TOUMI
BCe CBOM ycuinus Ha “o0paboTke” ampekTopa, HH pal3y HeE
MTOMHTEPECOBABIINCH MHEHUEM TMOAYWHEHHOTO. B pemarommii MOMEHT
TUPEKTOp CIPOCHJI CBOETO momduHeHHoro: “Hy kak, Oymem Oparn?”
[TogqunHeHHBIN TTOKa4Yaa TOJIOBOM W ckazall: “JIjs Hac 3TO HEeBBITOJIHO .
JlenoBbie reperoBopbl ObLIH ITPOJIOKEHBI, HO BCE TOCIEAYOIINE TIOIBITKU
MEHEeJ)Kepa JOTOBOPHUTHCS O BBITOJHBIX YCIOBHUSIX MOCTaBKHU YyXKe
BOCIIPUHUMAJIUCH Yepe3 MPU3MY PEIICHHsI ““IIJIs Hac 3TO HE BRITOMHO . B
pe3ybpTaTe BO3MOYKHAS ClIeNIKa He COCTOSIIACH.

Kakum 006pazoM MOYKHO OTIpeleNNTh, KTO 3aHUMAeT JTUANPYIOIIee
nonoxeHue B mape? Jlugep MoxkeT “UrpaTh’ pasHyIO POJb - OBITH
AKTUBHBIM, Pa3rOBOPYUBBIM WA CEPhE3HBIM U MOITYATHBBIM.

Jluoep 3a0aem cmub nosedenus 8 cumyayuy nepe2osopos u
npUHUMAem OCHOBHbLE peuleHUs

BanMaTensHO TOCMOTpPHUTE, KTO TIEPBBIM 30POBAETCS C BAMH, KTO
MEPBBIM 3aHMMAET MECTO 3a CTOJIOM IEePEeroBOpOB, KTO OEpeT CIOBO B
OTBETCTBEHHBIC MOMEHTBI 3aKJIFOUCHHSI CIICIKU U KTO “NIOJCTpauBacTCs’”
K TIOBEJICHUIO CBOETO MapTHepa. [IBa - Tpu TakuX “MHKPOMOMEHTAa” ayT
BaM TOYHOE TPECTABICHIE, HA KOT'O HAJI0 OPUCHTUPOBATHCS B OOJIBIICH
crenienn. Kpome HabmroeHus1, BBl MOJKETE MCIIOIB30BATH BOMIPOCHI MITH
(hpasel, MOMOTAMONNE MOIYYUTh HEOOXOOUMYIO HH(OpMAIHUIO:
“Pacckaknre, mOKaIyHCTa, MOMoIpoOHee, B ueM Bamr uHTepec?”’, “Kak
BaM BHJMTCS Hallle COTpyaHHYecTBO?” O0s3aTeNbHO MOCMOTPUTE 32
peaxnueit 0bonx codeceqHUKOB. Ecian BUANTE, YTO OMUH U3 KIIMEHTOB HE
COIJIaCeH C BBICKA3aHHBIM MHEHUEM, HO OOUTCS “03ByYUTH” CBOIO TOUKY
3peHHUs, TOMOTHTE €My, 3a/1aB BOIIPOCHI: “‘A Kak BbI cunTaere?”, “A Bl HE
comtacHbI?” Ecii MHEHUS IO TAaHHOMY BOIIPOCY OYIyT PACXOIUTHCS, BB
MOJIYYUTE BaXHYI0 MHPOPMAIHIO, TO3BOIAIOIMYIO HCIIOJH30BaATh
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MIPOTHBOPEUNBBIE HHTEPECHI.

Pabora ¢ “rpynmoBeIM” KIUEHTOM CJIO’)KHA TE€M, UTO JJII BRIOOpA

3¢ ()EKTUBHON TAKTUKU MPUXOIUTCS YUUTHIBATH OOJIbIIEE KOJIUYESCTBO

MEepeMEeHHBIX. B TO ke Bpems oOIIeHHE ¢ JAByMsI WIH TPEeMsl KIIMEHTaMU

COZEPIKHUT BayKHOE MpenMyIecTBo. [lokynaTenu cBoOOIHEE BEICKA3BIBAIOT

cOOCTBEHHYIO TOUKY 3PEHHSI, TaK Kak OOJIbIIIe 3aMHTEPECOBAHBI B MHEHUH

0IM3KOro 4YesloBeKa WM JeJIOBOTO TMapTHepa, 4eM INpojaBIa,

“Ipecienyromero cooCTBeHHbIE HHTepeChl. FIMEHHO 3TOT

oOMeH nH(popMaIel J0JHKeH cTaTh 00bEeKTOM PUCTATBHOTO

BHUMaHUA. Bo-nmepBbIx, “mojcaymaHHbli” pa3roBop

pacumupsieT Halld MO3HAaHUS 00 MHTEpecax KIHMEHTA; BO-

BTOPBIX, HAM HE HaJI0 TPUIYMBIBaTh MHOJKECTBO apTyMEHTOB,

TaKk Kak OOBIYHO KTO-TO B Iape MPOW3HOCHT WMEHHO Te

JOTUYECKUE WM SMOIMOHANBHBIEC JTOBOJABI, KOTOPHIE HaM

MIPOCTO CTOMUT MOAJEPKATh MM yCHIHUTh. IIpu 3TOM OYeHb

Ba)KHO IIOMHHUTb, YTO HCIIOJIh30BaHUE APTyMEHTOB, TIO/IABIISIFONIUX APYTOTO

coOeceHNKa, 0OBIYHO HEIPPEKTUBHO, TOITOMY MBI JOJDKHBI YCHIIUTD

apryMeHTHI KITUeHTa | ¥ IPH 3TOM y4ecTh TY BBITOAY, KOTOPYIO TOTYYIHT
KJTUEHT 2.

Knuenm [1: 3adem HaM OpaTh Ha peaqw3aIldio 3TH MBIJIECOCHI.
HepBoTpernku MHOTO, & IPUOBLIH KOTICCUHAS.

Knuenm 2: Mpl nonpoOyem, eciau XOpoLIo Mmoiaet, Oynem Oparb
JieneBie. 3aTo NoIy4YuM HH(POPMALHIO.

[Ipomasemn: [leiicTBUTENBHO, MPUOBITL MOKET OBITH M HE OYCHD
BBICOKas (IIPO/IaBel] MPUCOEIMHMIICS K MePEKUBAHNAM KiIMeHTa 1), B TO
)K€ BpEeMsI BBI CMOYKETE MCCIICIOBATh PHIHOK (TIOBTOPSIS CIIOBA KIUCHTA 2)
u yOenuThcst Ha COOCTBEHHOM OITBITE, YTO TOBAP JAOCTATOYHO XOPOIIO
pacxomurcs (yCUJIeHHE apryMEHTaluH KiueHTa 2). 1 co cBoel CTOPOHBI
X04y IMOJETUTHCS HAIIUMU HaOmoaeHusIMU. BoT nudpsl... (mpuBOIUT
JTOKa3aTeIhCTBA TOUKH 3PCHUS KIUCHTA 2).

Jna yenewnozco 3axniouenus coenku ciedyem y0061emeopums
uHmepecwvl 6cex CMOpPOH, 8eOYWUX 0e08ble Nepeco8opbl

BesycnoBHO, 0CHOBHBIE apryMEHThI HEOOXOMMO BEIOUPATH C YYETOM
WHTEPECOB “IJIaBHOTO” KIIMEHTA. B TO e BpeMs B ITPOLIeCCce 3aKITFOUSHUS
CIIEJIKA BaXKHO YYUTHIBATH U HUHTEPECHI “COMPOBOXKIAIOLIETO” JIUIA,
KaKiMH ObI HE3HAYMTEITFHBIMI OHH HH Ka3aJIMCh Ha MTEPBBIN B3I, Ecin
“COTIPOBOXKTAIOIINI” XOUET IMMOBBICUTH COOCTBEHHYIO 3HAUNMOCTb, TaliTe
eMy BBICKa3aTh COOCTBEHHOE MHEHHE, IyCTh Jake MPOTHBOpEYallee
Bamemy: “Cracu0o, 4TO MOJSIUINCH BalllUMH COMHEHUSIMU. [l MeHs
BaXXHO, 4YTOOBI MBI PaccMOTpEIU BCe TOYKU 3peHus”. Eciu oH
3aMHTEPECOBAH B XOPOILIEM OTHOIICHUN CBOETO PYKOBOUTEIIS, [IOXBAIATE
ero 3HaHuA (YMEHHsI, KOMIICTCHTHOCTD, PBECHUE):

“Xopouio UMETh TAKOr0 3aMECTUTENS, KOTOPBIM TaK MPEKPaCHO
pa3bupaercs B Bompoce”. Ecim e mHTepechl “CONMpoBOXKIAIOIIETO”
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pacxomATcs C MHTEpecaMy “TJIaBHOTO KIIMEHTA, IOCTapaiTeCh MPUBECTH
JIOBOJBI, CHIDKAIONHE 3HAYMMOCTH “TIPOTHBOCTOAIINX HWHTEPECOB.
Hanpumep, asst 3aMmecTuTesst IMPeKTOpa ONTOBOM (PUPMBI, HE KEJIArOIIero
3arpy»arb ce0sl IOMOIIHUTEIILHOW PabOTOM, MOXKET IMOOUTH CIICAyIOIIast
¢paza: “KoHeuHo, s TOHUMAIO, C HOBBIM TOBapOM BCET/Ia ObIBAET MHOTO
MOpOKH. B TO ke Bpems, ecnu MBI CIHIIKOM YCIIOKOMMCS, HAIlu
KOHKYPEHTHI MOT'YT Hac o0orHaTh. Kak BEI cauTaeTe?”

Curyauus aJ1s1 aHaJImM3a.

Omnpenenure, Kakue MPUEMbl YOCKICHUS HCIIOIB3YEeT MEHEIKED
OnTOBOM (PUPMBI “AHXKemna”.

Menemxkep onToBoH (YUPMBI IO IPOAAKE OASHKIBI MaKCHM TIPOBOIUT
MpPEe3eHTAlNI0 TOBapa ISl TUPEKTOpa PO3HUYHOTO MarasmHa VpuHBI
CrermaHoBHEIL. B cBoeii nmemoBoif Oecene OHU YCIEITHO TPOIUIA CTaIHIO
YCTAHOBJICHUSI KOHTakTa U cOopa mHpopmanmu. MakcuM BEXJIHBO U
npenynpenuTesbHo nmomor Upune CTemaHoBHE CHATH BEPXHIOK OICKIY,
KOM(OPTHO YCTPOUTHCS 32 CTOJIOM U BBIIKTH yanieuky kode. Crenas qsa
3aMedaHus O MOTO/E W TIOJYYWB OTBETHOE BBICKA3BIBAaHUE, MEHEIKEP
ITOMOT KJINEHTKE COPUEHTHPOBATHCS B HOBOM 0OCTaHOBKE.

[IpogaBenm KkpaTko B3HAKOMHT JUpPEKTOpa Mara3mHa C
MpeIBAPUTEIBHBIMU YCIOBUSMHU MTOCTABKU TOBAPa U TOBOPUT HECKOJIBKO
CJIOB 0 caMoii pupme. Jarbliie, UCIob3ys CIeNUATbHO MTOTOTOBICHHBIC
BOIPOCHI U ITPUEMbI aKTHBHOT'O CITyIIaHUsI, MaKkCUM orpenesieT i ce0s
OCHOBHBI€ BBITOZBI, PYKOBOSIIINE HHTEPECOM COOECETHHUIIBI: TTOTyYeHHE
NpUOBLIN, COXpaHEHNE MPECTHIKHOTO aCCOPTHMEHTAa B MarasmHe,
YIOBJIETBOPEHHUE JIMUHOM TOTpeOHOCTH B KpacoTe (“S1 00sraHO0 ogdmparo
BEIllH, KOTOPBhIC HPABATCS MHE JUYHO, U OMIMOAIOCh OYCHBb PEIKO”).
[Ipe3eHTalHIO OH CTPOMUT, OITUPASICh HA ITOJTyYeHHY0 nHpopMaluto. MpuHa
CrenaHoBHA NMPUHAJICKUT K THIY JIFOJCH, OPUCHTUPOBAHHBIX Ha
MoJTy4eHre pe3yabTara M B OONbIIEH CTETeHH JOBEPAIOMUX (hakTam,
nudpaM 1 JOTHISCKHM coobpaxkeHusM. [lorToMmy Makcum BeIOHpaer
JIEIIOBOM DPHEPTUIHBIN TOH, EPKUTCSI COOPAHHO W TIOATSIHYTO, CTApacTCs
COCPEIOTOYNUTh BHUMAHUE KJIIMEHTKU Ha OCHOBHBIX JCTaSIX, OCOOBIH
AKIICHT CTABUT HA TIOJYUYCHHE Pe3yJIbTara.

“Tenepb, KOTIa MBI OOTOBOPWIIN TPEIBAPUTEIBHBIC YCIOBUS, U BBI
HEMHOTO paccKa3ajy O BallleM Mara3uHe, 1aBaiiTe BMECTE IIOCMOTPHM TO,
YTO BBl MOXKETE Y HAC TIPUOOPECTH’, - C STUMH CIIOBAMH MaKCHM ITOIBOIUT
Wpuny CrenaHoBHY k obpasnam oaex el [loka KiIMeHTKa ocMaTpuBaeT
TOBap, MCHEKEP HE CMOTPUT Ha HEEe B YIOpP, HE PEKIAMHUPYET TOAPST
Bech ToBap. OH JIaeT BO3MOXXHOCTh €i OIISACTHCS, HEMHOTO ITOTIPABIISS
BBICTABIICHHBIC MOJICIH U CJIC/S “OOKOBBIM 3peHHEeM” 3a HeBEepOaTbHBIMU
MpOSBICHUSIMH CBOETO AesoBoro maptHepa. OH oTMedaeT, 4TO
HanOOJBITNI HHTEPEC BBI3BAIN HECKOILKO MOJICTICH KakeTOB. MEeHemKep
“o3ByunBacT”’ Ty MH(POPMAIIHIO, KOTOPYIO OH MOJYYHUJ C TOMOIIHIO
HaOmonenus: “Bac 3amHTepecoBanu 3t xakersl?” Jlupektop: “Jla.
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Ckombko cTosT?” Menemxep: “Hx ctommMocTh Koeonercs oT 159 o 243
nomutapoB (MakcuM MCTIONB3yeT TOYHBIE NU(PHI, TaK KaK €ro KINEHTKa
OpUEHTHPOBAHA Ha MOJYYCHHE YETKOH UH(POPMAIINN) B 3aBUCUMOCTH OT
MOJIeTM U 00beMa MOCTAaBKU. BBl TOBOPHWIIM O TOM, YTO Ball Mara3uH
OPHEHTHPOBaH Ha MPECTHKHOIO MOKYIATEIsl CO CPEIHHM J0CTAaTKOM
(Upura CtenmaHoBHA KHMBaeT TOJOBOI). MHE KaKeTCsl, 9TO ITH MOIETH
OTBEYAIOT TPEOOBAHMSM BaIllero pO3HUYHOTO MOKymarens. JlaBaiiTe ¢ Bamu
oOJIIKe TTOCMOTPUM KadecTBo HUTKH. [loxkamyiicta, morporaiite Ha
olIyIb. DTO 3HAMEHUTas “0ocdopckas’” mepcTb, MPOU3BOACTBO KOTOPOM
XOPOIIO MOCTABJICHO JUIb Ha Tpex (padpukax B Wranuu. M3BecTHas
¢dabpuka “Musnena”, y KOTOpOil Mbl MpHOOpeTaeM Hall TOBap, KaK pa3
BXOJIUT B WX yuciio. Kak BbI OlleHnBaeTe Ka94eCTBO TaHHOTO Marepuana?”’
Knunentka: “Jla, meficTBuTelbHO, Hemroxoe”. Makcum: “KoHedHO,
PO3HHYHBIE KJIMEHTHI HE BCETIa TaK XOPOIIO pa30MparoTCs B KadyeCTBE
TOBapa, kak Mbl ¢ Bamu (Mpruna CrenaHoBHA KUBAET TOJIOBOIA), TIOITOMY
JUISs HUX WHOTJAa HYXHBI KaTaloru, riae ecTh ¢ororpaduu u
COIMPOBOIUTENBHBIN TEKCT. MBI IIPEIOCTABIISIEM HALITMM KIIHEHTaM CEPHI0
KaTajgoros. B aTom cnydae, mo HamMM JaHHBIM, 00BEM MPOJIAK
yBeJIMUMBAeTCsI MUHIMYM Ha 5%. W karajoru Ha cToiax Wi B pyKax y
BaIllNX MPOJABIOB-KOHCYIbTAHTOB CO3JAaI0T HMEHHO TO OINYIIECHHE
MIPECTHUKHOCTH BAILIETO Mara3uHa, KOTOpOe BayKHO JIJisl Bac. Bwi cortacHb1?”
Jlupektop MarasuHa KUBaeT.

Bce aT0 Bpemsi, xakeT, KOTOPBIM OHa “poOoBaia HA OLIYNb”’
OoCTaeTcs B €€ pyKax, IMO3TOMY, CIyIlas MEHeIKepa, OHA yCIeBaeT
paccMoTpeTh xakeT noommke. OH Bce Ooubie HpaBuTCs ¢il. Ho miena va
9TH U3[IENH O4EHb BBICOKA.

CMOXeT 71 OHa peann30BaTh UX ¢ NpuObLIbI0? Makcum: “Tenepb
JlaBaiiTe OroBopuM o Baiteit mpuObuT. KoHeuHO, MBI OBI XOTEITH, YTOOBI
pUOBLIH ObLJIa MAKCUMAITbHOU. [109TOMY HaIllW IICHBI JIJIsl H3/IEJIUIA TAKOTO
KadecTBa HeBbIcOokHe. Dupma “Kapmen™ - HalIi KOHKYPEHTHI - pejIaraet
WX 3a IIeHy, IpeBbIaomyio Hamry Ha 12%. Brr 3naere oty ¢upmy?”
Hupexrop: “Jla, nHorma Mel Oepem y HUX ToBap”. Mernemxkep: “Ilo kakoii
LeHEe Bbl CMOYETE peayn3oBarh 3TOT ToBap? Jupekrop marasuHa
“Kpacorka” nponaer ux no unene ot 259 no 317 nomnapos. S 3nech
MIPUKUHYI, KaKasi IPUOBLIb MOXKET MOTYYUThCS, BOT HocMoTpute”. Jlasbiie
MEHEDKEp C KABKYJIATOPOM B pyKax MPONU3BOJUT HEOOXOANMBIE PaCUETHI.
CkenTHyecKkoe BBIpaXEHWE JINIA, BOSHUKINEE y KIMEHTKH B Hadale
pasroBopa o IieHe, MeHseTCS Ha 3aMHTePEeCcOBaHHOE U yBiedeHHoe. OHa
JIeNUTCsl cBOMMU coMHeHusiMu: “Xopouro “KpacoTke”. Y HUX MecTO
yaauHoe. A MHe IIeHbl HaJ0 HIDKEe HazHayaTh . Menemkep: “JlaBaiite
nocyuTaeM 1Mo Oojiee HU3KUM IeHaM (MakcUM NMPOBOAMT MOJACYET.
[Nonmywyaemas mpuObLTs HanMIO. MprHaa CTemanoBHAa CMOTPUT Ha PE3YIbTaT
C JIOBOJIEHBIM BBIP@KEHHEM JIHIA). Sl BIXKY, BaC yCTpamBaeT pPe3yibTaT
Hamero nozacuera? (Kuok romoBer). Bel 3Haere, y 3TUX MoOIeneH eCTh
eIlle OZIHO HEOCTIOPUMOE NMPEUMYIIIECTBO ~ OHU BaM JINYHO MMOHPABUIIHCH,

85



a 2TO O3HAYaeT, YTO WX OIEHAT W Bamm KineHTsl . Upuna CtenanoBHa
yieroaercs. OHa cornmacHa ¢ 3TuM. OHa - mpodheccroHan B CBOEH 001acTH,
U, TIOXO’KE, ATOT ITPOJABEL] OLIEHHJI €€ [0 JOCTOMHCTBY: ‘“X0pOoILo, C STUMH
KaKeTaMM PelnIN, 4TO y Bac ecTh ele?”

I'naBa 3
PABOTA C COMHEHUSAMU KJIIUEHTA U
3ABEPHIEHUE CAEJIKH

TakTuKa o01IEeHUSA

Bbuto OBl YynecHo, eciiu KIIMEHT, e/Ba 3aii/is B Mara3uH win oQuc,
TYT e KUJAJICs K IOHPABUBIIEMYCSI TOBAPY, BHUMATEIILHO BBICITYIIIABAI
HaIllM PaCCYXJCHHS MO MOBOJY JaHHOW MOJENH, 3ajJaBall IapouKy
HaBOJAIIMX BOIPOCOB M 0€3 MPOMEJICHHS OTUTAYMBAI YeK UITH 3aKITF09all
noroBop. Bot Torna 651 Hawanace HacTosmas *xu3Hb! K coxxanenuro, gacto
BCE MIPOUCXOANT COBCeM HaoOOpoT. KiMeHT, He BBICIyIIaB apryMEHTOB
MpOAaBIa, BBIABUIAET COOCTBEHHBIC BO3PaXXCHMS, OISITh HE CIyLIaeT
nponaBla, CHOBa BO3pa)aeT, KakKoe-TO BpeMs HaXOJUTCS B
HEPELIUTENBbHOCTH H... YXOAUT.

briBaeT, 4TO cCOMHEHHS MOKymareiss He UMEIOT HUYEro oOIero ¢
peajbHBIM MOJIOKEHHEM Belei. ToBap 1Mo camMoil BBITOAHOM II€HE He
MTOKYITaeTCs, MOTOMY YTO “‘CIHUIIKOM ACHIEeBBINA’, “XOMOBONU” TOBap
OLICHMBAETCS KaK yCTAPEBIIINH, 8 KAYECTBEHHOMY ITPOIYKTY IPHUCBAUBACTCS
sapablk “crutomHoi Kutait”. IleiTasch moBIMATh HA MHEHHUE KIIMEHTA,
MEHEeIKepbl MOPOH BBHIOMPAIOT OMMOOYHBIC JIUHUM HMOBEICHHS,
MPUBOASIINE K TUIAYEBHBIM pesyibrataM. K HUM OTHOCSTCS CIop, YXOJ
W3 CUTYyaIlH, OTIpaB/IaHue.

Cnop. O0IIen3BECTHOM HCTUHOM SIBIISIETCS TTOJIOKEHUE, YTO CIIOPUTH
¢ KIMeHTOM Oecnone3Ho. M Bce mpomaBLbl HA CIIOBaxX COIVIAILAIOTCA C
JaHHBIM yTBepkAeHHeM. Ho Kak TOJBKO AENO JOXOAMUT JO OOBIYHOTO
KJIMEHTA, MOBTOPSIOIIET0 OYepeHYI0 “TIYNOCTh , MEHEIKEp YXKE B
KOTOPBINA pa3 IPUHUMAETCSA CIIOPUTH C HUM.

KnnenTka roBenmupHOTO OTAENa, MpoOys IENOoYKy Ha MPOYHOCTD,
HEJOBOJILHO oOparmaercst K IpoaaBIly: “MHe KaXeTCs, 94TO dTa IEMoYKa
HE OYCHb MIPOYHAsI U MIOPBETCSI [IPU TIEPBOM KE yIOOHOM ciryyae”.

[Iponasen ¢ HEMPOHMIIAEMBIM JIMLIOM BCTymaeT B Oeceny: “Bbl He
MpaBbl, OHA OYEHb MPOYHAasl. ITO Ka4eCTBEHHOE H3enue. Y Hac He ObLIo
HU OJHOTO KJIMEHTA, KOTOPHIH OBI MPHUIIEN K HAM C TaKuM JeheKToMm” .
KrnmenTtka, BBIX0JIS M3 33 [yMYHBOTO COCTOSIHUSI, OTBEYAET Pa3IPAKEHHBIM
ToHOM: “KoHeuHO, 3a4eM UM UATH K BaM, KOIJia LIeMoYKa y>Ke MopBajiach.
Onu unyT B MacTepckyto”. HeBonbHO pazapaxkasce, MponaBell IbITaeTcs
00BACHUTH HEOOOCHOBAaHHOCTD ONACEHUN NPUANPYUBON KIIMEHTKU: “Bbl
3ps 6ouTech, MOCMOTPHUTE, Kakas OHA NpodHas’. B moarBepxacHue
COOCTBEHHBIX CJIOB OH JIepraeT IENoYKy B pa3Hble CTOPOHBI. Ho KiineHTKa
yKe HIUETO He X0UET CIYIIaTh: ‘BB TaK TOBOPHUTE TOIBKO IJISI TOTO, UTOOBI
npoxaars”’. IIpomaBert yHBIIO MaIteT pykoi. Ero sxecT roBoput: “Bce paBHO
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Oecrione3Ho 00bSICHATD .

MeHnemKepsl, BCTYTAIONINE C KIIMEHTaMH B CIIOP, PYKOBOACTBYIOTCS
Onarumu HamepeHusMuA. OHU XOTSIT, YTOOBI KIIMEHT MOHSLT OTHO0YHOCTh
coOcTBeHHOro MHeHHs1. OHM TBITAIOTCS “‘cAenarh, Kak aydme”. Kiuent
JKe BUAMT coOcTBeHHYI0 “mpaBay”: “IlpomaBen meiicTByeT B CBOUX
WHTEpecax, OH TMBITaeTCs HaBs3aTh MHE CBOIO TOUYKY 3peHms. OH Tak
TOBOPHUT, TOJIBKO UTOOBI TponaTs”’. CIop 3acTaBiIsIeT KJIMEHTA 3aHITh
JKECTKYIO TIO3HUITHIO, C KOTOPOU €ro OYeHb TPYAHO “‘CIBUHYTH . IIOHITHO,
4YTO eCli MpojaBel] BCTpedyaeT J00e “HenpaBUIbHOE” MHEHHUE
MOKyHaress “B IUTHIKK, OH ICHCTBYET BO Bpe/l COOCTBEHHBIM HHTEPECAM.
Ho nasxe ecni mpoaaBel BEKIMBO M KOPPEKTHO MbITaeTcs “nepeyoeanTs”
KJIWEHTa, Ipeaiaras caMble “CUIbHBIE” apTyMEHTHI, OH MEIIaeT
YCHEITHOMY 3aKJIFOYSHHIO CIEITKH.

¥Yx00 uz cumyayuu. Takoli cTUIIb TOBEAEHUS BbI3BaH CIEAYIONUMU
coobpakenussmu: “CriopuTh ¢ KIMeHTOM Oecrione3Ho. [loka oH cam He
MPUMET Kakoe-HUOY/Ib pelieHne, Tydilie He BMenBarscs’”. B aToMm ciryyae
MpOJaBell, JIUIIb 3aCJIbIIIaB HOTKM COMHEHHUs B rojloCe IOKyMarTess,
IpeKpamnaeT BCAKYI0 “aKTHBHOCTL . IIpUKpBIBasCh paBHOMYITHBIM
BBIP@KEHHEM JIMIla, OH MBITA€TCS CKPBITh COOCTBEHHBIH MHTEpEC K
peLIeHNI0 KJIMEeHTa. 3aKa3uWK YyBCTBYET, YTO €My MPEI0CTaBIIIOT
ompeesIeHHYI0 CBOOOy B BRIOOpE TOBapa - 3TO OILyLICHHE padoTaeT Ha
HMHTEpeCHl NMpojaBla. Bmecte ¢ TeM CIMIIKOM JUIMTEIBHOE MOJYaHUE
pacieHrnBaeTcsl MOKyIarejaeM Kak HEBO3MOXXHOCTh J00aBUTh ‘HUYETO
xopotiero” mpo ToBap. [loaToMmy comMHEeHMs ycunuBaroTcs. Hekoropsie
MOKyTaTe’ ! BOCIPUHUMAIOT MOIYAJINBOE MPUCYTCTBUE MPOAABIA KaK
naBieHne. [lo3ToMy OHM MPEANOYUTAIOT KaK MOXXHO CKOpee MOKHUHYTh
“nose 60st”, 4TOOBI OrpasuTh cedsl OT HENPHUSATHBIX OLIYIICHHH.

Onpasoanue. K taxoii crpareruu npuoOeraioT NpoAaBLbl, HE OUCHb
yBepeHHbIE B ceOe MM B JOCTOMHCTBAX CBOEro ToBapa. Horna, ucrnomb3yst
CTHJIb OTIPABAHMS, OHHU IMBITAIOTCS MTOKA3aTh, YTO COIIACHBI C MHEHHEM
MTOKYTIaTeJIsl.

KnnenTka roBenmupHOTO OTAena, MpoOys IEMoYKy Ha MPOYHOCTD,
HEIOBOJILHO oOpaiaercs K mpoaaBily: “MHe KakeTcs, YTO 3Ta LENovKa
HE OYEeHb MPOYHAs M MOPBETCS NPH NEPBOM XKe yJOoOHOM ciydae’”.
[Iponasen, B HepemmrtensHocTu: “Hy, s He 3Hato. Bpone He pgomxHa
nopBatbes” . [lokymnarenbHUIIA TPUCTANTbHEE BIVISIBIBACTCS B IOBETTUPHOE
n3genne, HEPBHO Tepeds ero B pykax. [IpomaBem moOaBiser
U3BUHAIOMUMCSI TOHOM: “Hy, MoXkeT OBITh, HHOTZAa TOMAAAI0OTCS
HETIPOYHBIC, - U TYT Ke, nepeduBas cam ceds, - HO B HallleM Mara3uHe
Takux ciiydaeB He ObUI10”. KinenTka: “Bbl Kak-TO HEYBEPEHHO PO ITO
TOBOPUTE, JIy4llle sl 3alily B Ipyroi paz”.

HepemuTensHOCTh W ONMpaBABIBAIOIINECS WHTOHAIMHA B TOJIOCE
MPOAABIIA PE3KO CHMKAIOT 3HAYMMOCTh TOBapa B TiIa3ax MOTpeOHTEIs.
Kpome Toro, KIIMEeHT MOXKET pelInTh, YTO MPOAABEI] IPOCTO CKPBIBAET OT
HEro Kakne-To HeJJoCTaTKu: “‘Pa3 caM MeHekep Tak HEyBEPEHHO TOBOPUT
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PO TOBAp, 3HAYUT, YTO-TO 3/1€Ch HE TaK .

CoMHEHHS 1 BO3paKeHUS, BRICKa3aHHbBIE Pa3HBIMH TOKYHaTeIsIMHI,
HMEIOT TeHICHIIMIO “‘HaKaIlJuBaThCA B HallleM co3HaHuu. MHorma u3
COMHEHHUM KJIHWEHTOB BbIpACTAaeT HACTOSAIIUM “CHEXHBIH KOM”,
3aCTaBISIOMIMN NPOJaBla BUACTh B COOCTBEHHOM TOBape TOJILKO OJHH
HeZoCTaTKu. B CBOIO ouepenb Takoe OTHOIIEHHE K TOBAPY MOPOXKIAET
CTpax Tepex ONpeneTIeHHbIM Bo3pakeHneM. M moporo MeHemkep TOIbKO
1 JIeNIaeT, 9YTO CO CTPAXOM XKIET “YKaCHBIX’ BO3PaKEHUN. ITOT CTpax HE
ocTaeTcsi He3aMEYeHHBIM s mokymartensi. HeyBepeHnas mosa,
HEKOOPJAMHUPOBAHHBIC JKECTHI, 3aUCKMBAIONIAsl WHTOHAIUS TOJBKO
YCHUJIMBAIOT COMHEHHS KIIMEHTA.

JaBaiiTe BepHeMcs K Hallemy nokymnaresnto. [louemy oH HauMHaeT
coMHeBaTbcs? UTO ¢ HUM MPOWCXOINT, Korna oH coMHeBaercs? Kakum
00pa3oM HeOOXOIMMO JIEHCTBOBATE, YTOOKI TOMOYH EMY Pa3pEIINTh CBOU
COMHeHUs?

WHoraa oT HEKOTOPBIX MEHEHKEPOB MOXKHO CIIBIIATH: Sl HUKOrIa
HE COMHEBAIOCh, HE 3aJ1al0 TIIYTbIX BOIIPOCOB, 5 cpa3zy Oepy TO, UTO MHE
HykHO”. HOo moToM B mpormecce pacckasa 0 CBOEH JTUYHOU MOKYITKE
OKa3bIBaeTCs, YTO CHayajia HYXKHO IOJyYIlle MOCMOTPETh Ha TOBap,
CPaBHUTH €TO C IPYTHMH, BEIOPATH TOT, KOTOPBIi OOJBIIIE BCETO HPABUTCA,
MOJyMaTh U “IIPOYYBCTBOBATH”, IEHCTBUTENIBHO JIM OH TaK HYXEH, elle
pa3 0OCMOTpPETh ero JOCTOMHCTBA M HEJOCTATKH, IPOAHaIHU3UPOBATh, YTO
13 HUX MIEPEBEIUBACT U B KaKy10 CTOpOHY. [loTOM PUHSATH OTBETCTBEHHOE
pemrenune. Yem kpymHee MOKyTKa, TeM 00JIee HHTEHCUBHON MOXKET OBITh
“Oopr0a sxenmaHuil” BHYTPH OKyTIaTesl. IHOTIa ATH KeTaHusT HaXOISITCS
B CEphE3HOM MPOTHBOPEUUH APYT C APYTOM. XOUETCS KyMUTh XOPOIIYIO
JOPOTOCTOSALIYIO BElllb, HO IIPU ATOM HE TPaTHUTh ACHET, XOUeTCs KYIUTh
BEILIb TTOJICIIEBIIC, HO IIPH 9TOM HE TPATUTh BPEMEHHU Ha €€ IIOUCKH, XOUETCS
COKOHOMHTH BpPEMsI, HO IIPH 3TOM BelIb AOJDKHA ObITh SKCKIIO3UBHON U
T.7. YeM KpyTmHee MoKyTKa, TeM OOJIbIIe BpEMEHH TPATUTCS Ha IPUHSATHE
OKOHYATEIHLHOTO pelieHs. PemieHns o mpruoOpeTeHnH “MeTTKUX’ TOBapOB
MOTYT TIpUHUMATECS OBICTpO. IIpocTo B Gophbe kemaHuii ObICTpee
noOexxaaeT Hanbonee CUIbHBIM MOTHB. {151 TOro uToOb! 3¢ (HEeKTUBHO
paboTarh ¢ MOKymnarejieM Ha CTaJlid COMHCHHIA, HAM CJIEIyeT MOMHUTh

cleayouiee:

Commenus - ecmecmseenHoe cOCMosHue NOKynameins,
“npoosucaiowyecocs” Ha nymu K 3a6epuleHUr0 COeiKu

st mpuHATAS “TIPaBUIILHOTO” pENICHUS KIUCHT,
MOJyYMB OTBETHI Ha BCE CBOM BOIIPOCHI, TOJKEH elle pai
B3BECHUTH Bce “32” 1 “IPOTHUB”, y OTHUX COMHEHUS 3aHUMAIOT
HECKOJIBKO JIHEH, y JPYTUX - HECKOJIbKO MTHOBEHMH. [[/1s1 OMHUX BasKHO
BBICKa3aTh CBOM COMHEHWSI BCITyX, APYTHE UIIYT OTBETHI HA CBOM BOITPOCHI
BHYTpH cebs1. MeuTa JIFo00Tr0 TIpoIaBIia - MOKYaTeIh, KOTOPBIA ¢ MUJION
YIIBIOKOH 3TOPOBAETCS, a TTOTOM HAYMHACT TOKA3bIBaTh M TOBOPHUTH: Sl
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X04y KYTIHTH 3TO, 3TO | eIe BOT 3T0”". TakoMy “Xopormremy” KITUEHTY €ro
COOCTBEHHBIE COMHEHUS TOMOTIIH Pa3pellnTh APYTHE JIONU: APY3bs,
3HAKOMbIE, KOJUIETH 10 paboTe, IPOAABIIbI KOHKYPUPYIOIIUX OpPTraHU3aIlui.

Ecnu kiueHT BhICKa3bIBAE€T CBOM COMHEHHS, TO JIa€T HAM IIIaHC
MOBJIIUATh Ha €ro penieHue. ECau KJIUEHT MOJIYHUT, TO YHOCHT CBOH
COMHEHUS BMecTe ¢ co00ii. Jlenast BRIBO U3 BBIMIECKA3aHHOTO, CIETYET
pamoBaTbCA COMHEHHSIM MOKymarens (3HAYUT, OH MPOJBUTAETCSA K
3aKJIFOUCHUIO CHIEJIKH) M BCEBO3MOXKHBIMU CITOCOOaMHU “‘BHITATHBATH
COMHEHHUS U3 KJIHEHTA (“03ByYEHHBIC” COMHEHUS JAtOT HAM BO3MOKHOCTh
MOBJIMSATH HA MHCHUE KIIMEHTA).

CoMHeHUsI OTpaKkarT 00pPhOY MOTHUBOB, MPOUCXOJSIINX BHYTPU
nokynaress. /[y Toro 9To0bI MOBIHUSTH Ha pellieHne KINEeHTa, He0OX0INMO
XOpomio pa3odpaThcs, KaKue JKeJIaHWUs W WHTEPEChl PYKOBOIAT €ro
nerictBusaMu. KinneHT, BCTynmamomui B “CXBaTKy’ ¢ COOCTBEHHBIM
JKEJIAHUEM “‘COKOHOMUTH’, HYXK/IaeTCsl B pa3bsiICHEHUH, KAKUM 00pa3oM dTa
MOKYIIKA TIOMOXKET €My COXPaHUTh M IPUYMHOXKUTH €ro JeHbru. KineHt,
B CO3HAaHHU KOTOPOTO pPa3BOPAUMBACTCS JHCKYCCUS MEXAY
CcOoO0paXeHUAMH TIpECTHXKAa M NPAKTHYHOCTH, HYXKJIaeTcs B
JNIOTIOJTHUTEIbHOM BHUMaHUW MMEHHO K dTUM CTOPOHaM TOBapa.
BceBo3MorkHBIC cTaHAapPTHEIE Ppasbl THITA “ITO COBCEM He moporo”’, “Ham
TOBap CaMbIil Ka4ECTBEHHBINH’, “ITO BBITOAHAS CHEIKA’ MOPOU TOIBKO
pa3apaxkaroT KIIMEHTa IMEHHO TEM, YTO HE COOTBETCTBYIOT €TI0 HCTUHHBIM
MOTPEOHOCTSIM Ha JJAHHBIN MOMECHT.

Ymobwvl “pazeesimv’ comHeHUs Kiuenma, ciedyem
npuBooUmMs 00800bl, nomozarwue ycuiums’ MOMuUesl,
cnocoocmeyroujue 3aKaUeHu0 cOeKi

CoMHeHHUST YacTO BBICKa3biBalOTCs B (opMme

KPUTHYECKHX 3aMeuaHuii (ocoOeHHO B Haied ctpane). Ho

Ha CaMOM JIeJie 32 HUMH CKPBIBACTCS JKEJIaHUE TOKyIaTess

MOJYYHUTh Oonbiie WH(POPMAIIUKA O TOBAape WIIH yCIyTe.

Kaxxnplii KIHEHT X04eT “COXpaHsATh JUIO’: BHITISAICTH

3HAIOTIUM, KOMIIETCHTHBIM U JICNAIOMNM ““TIPaBHJIHHBIN

BbIOOD. [loaTOMY BMECTO TOro 4ToOBI CKazarh: ‘S mpocto

CMYIIIEH OIPOMHBIM BBIOOPOM TOBapa M HE 3HAI0, YTO HYKHO TOYHO”,
MOKYIIaTeJIb TOBOPHUT: Y ATOr0 JUBaHA MHE HE OYCHb HPABUTCS IIBET, a Y
ATOTO - 51 COMHEBAIOCh, TTOONIYT JI €r0 HOXKKH IO/ IIBET MOUX 000€B”.
Bwmecto Toro uTobb! ckazars: “Unry ToBap, B KOTOPBIA HE HAIO OBLIO OB
BKJIAJIBIBATh MHOTO JICHET, HO OH Jajl OBl XOPOIIYI0 MPUOBLIL’, KIIUEHT
Oypuurt nox Hoc: “Yto-TO y Bac moporosaro”’. Ecnu Mmenemkep “pasragan’,
KaKOM BOIIPOC KPOETCS 32 BO3PAXKEHUSIMU TOKYIIATElIs, TOTJa €My JIETKO
OyJeT “nojorpers” KeaHue 3aKIUUTh CIIENKY. MeHeKepy OCTaHeTC s
TOJBKO “3aJUTH” B CO3HAHHE KJIMEHTa HEAOCTAIONIYIO WH(POPMAITHIO.
[Toxymarenb G1aroCKIOHHO BOCIPHUMET TaKylO MOMOIIb, TOTOMY YTO B
MaHHBIM MOMEHT KaK pa3 B Hel Hyxkmaercs. llpu “BruBanum”
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HEWHTEPECHOU TS KITMEeHTa HH(DOPMAITHH ITOTYIUTCS “TOprodast CMeCh”,
KOTOpasi MOMEMIAeT MPUHTH K B3aUMOBBITOJHOMY COTJIANICHUIO KaK
KIIUEHTY, TaK U MEHEJIKEDY.

3a comHenuaMU KUeHmMa cKpbl8aemcs NOmpeoHOCMb 8
ROYyYeHUU OONOIHUMENbHOU UHDOpMayuU

OuyeHb YyacTo OOIIEHHME MPOJABIA CPEHEH PYKHU C
COMHEBAIOMUMCS TOKYIaTeJIeM HAllOMHHAET UTpy MO
MEepPEeTATUBAHUIO KaHaTa, B KOTOPOW MeHEeKep W KIWEHT
3aHUMAIOT MPOTHUBOIOJOXKHBIE TO3UIIMU. B 3TOM urpe

00s13aTeNIbHO KTO-TO JIOJDKEH MPOUrpaTh. He CTOUT BCTyIaTh ¢ KITMEHTOM
B 00pr0Yy 3a 3BaHKE “‘caMOro JIydInero 3Hatoka’”. Crenka OyJieT yCIenHowu,
€CJIM MBI TIEpeCTaHeM “TIEPETATHBAThH’ KJIMEHTA Ha CBOK) CTOPOHY U OyJieM
UrpaTh Ha ero cropone. OTBewass Ha “CKPBITHIN BOIPOC, CTOSIINNA 3a
COMHEHHSMH KJIHEHTa, MBI IOMOTAaeM €My MPHHSITHh BaXHOE IS CeOs
peuienue. 11 TeM caMbIM JOCTUTA€M U CBOUX LIECJIEH.

BoceMb npaBui padoThl ¢ COMHEHUSIMM KJIMEHTA

Ilpasuno 1. CoMmHeHUs KIIMEHTa HEOOXOJUMO BHUMATEIBHO
BBICITYIIIaTh, )K€ €CJIA Ha MEPBBIA B3NS OHU KaXKyTCS HEJIETBIMH U
O6ectonkoBeiMH. MHOT/HA KIWEHTY OBIBaET JHOCTATOYHO O3BYUYHTH
COOCTBEHHBIE TIEPEKUBAHMS M OTMACEHUS ISl TOTO, YTOOBI TOHITH UX
0ecCmoYBEeHHOCTh. MeHeI)Kep, BHUMATEJIbHO BBICIYIIUBAIOIIUM
BO3paXCHUS MOKYIATENs, CBOMM TOBEJICHUEM IOCHUIAET COOOIICHHUE:
“MHe J1eMCTBUTEIbHO MHTEPECHO Ballle MHEHHE, JaXe €CIU OHO
pacxonutcs ¢ MouM. Sl yBepeH B cebe, ModTOMy He OO0IOCh BalluX
KPUTHYECKHUX 3aMeUaHui”.

Ilpasuno 2. llpu oTBeTEe HAa BO3PAKCHUS KIHEHTA HE CTOUT
HEPBHHUYATH U Pa3/ipakaThCsi. Mbl 3HaeM BaXKHYIO 3aKOHOMEPHOCTh: €CITU
KITUCHT HAYMHAET COMHEBAThCS, 3HAYHT, €T0 3aMHTEPECOBAHHOCTh B TOBape
Bo3pacraet. “TlepeBemuTe” cBOE BOJHEHUE B dHTY3Ha3M! J[J11 HEKOTOPBIX
KITMEHTOB HEOOXOAMMO [UTUTEITLHOE BPEMsI, YTOOBI TPUHSTH OTBETCTBEHHOE
pemenne. [loaToMy OHM CHOBa M CHOBa 3aJaf0T OJUH U TOT YK€ BOIIPOC
WJIM CHOBA M CHOBA BBIJIBUTAIOT OJIHU U TE e apryMeHThI. B 3TOM ciiyuae
NpoJaaBLy HE CTOMT CIEWUTh U “3abpacbiBaTh” KJIMEHTAa HOBOU
nHpopMmarmeii. Jlydiie emie pa3 COKOWHO MOBTOPUTH TO, YTO BBI yiKE
roBopunr. Hexotopsie mpoaaBibpl B OOMIEHNH C COMHEBAIOIIHMCS
KJINEHTOM HallOMHHAIOT OOMKEeHHBIX AeTeil. [lotepsas TepneHue, oHU
BOCKJIMIIAFOT: ““SI 7K€ TOJIBKO UTO BaM 3TO TOBOPIIT . ECITN BBI 3aMedain 3a
c000i1, 94TO Bac pa3apa)kal0oT HEMOHSTIMBBIC KIUEHTHI, MOMPOOYyUTe
IpojieaTh HeOOJBIIOHN YKCTIepUMEHT. [lonpocuTe Koro-HUOYIL U3 Apy3eit
MPOYECTh BaM HEOOJIBIIONW TEKCT U3 MOMYISPHON HAYYHOW KHUIKKH.
ITomnbITaiiTech Kak MOKHO JTy4IlI€ 3alIOMHUTD €r0. A TIOTOM MEPECKAKUTE.
[TycTp Bamr mpusTEIh COCUUTALT, CKOIBKO HETOYHOCTEH BBI JOITYCTHIIH.

Ilpasuno 3. Ecnu Bamm apryMeHTHI HE “TIPOU3BOIAT BIeUaTieHre”
Ha KJIMEHTAa, CKOPEEe BCEro Bl OTBEUYAETE HE HA TOT “‘CKPBITHIN Bompoc. B
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3TOM CiIydae CIIeNYyeT MPOSCHUTH, B YeM KOHKPETHO 3aKIJIFOYaroTCs
omnacenus mokynareis. B 95 ciydasx u3 100 3a 00bIYHBEIME BO3pAKEHUIMHI
CKPBIBAFOTCS JINYHBIC YOXKICHHS KITMESHTA, JIOTUKA KOTOPBIX ITOHSATHA JIHIIIH
emy camomy. “Bpocasicp” cpaszy pazyOexaaTbh MOKyINaress, Mbl TepseM
BO3MOXXHOCTb MOHSTH CYTh €r0 COMHEHUH.

Menemkep KOMIAHUHU O TPOJaKe HEABIKUMOCTH PacCKa3bIBajl
CITydJaii, KOTJla BCE COTPYIHUKH OT/eNIa MapKETHHTA TBITAIUCH YOSIUTh
HEJIOBEPYHBOTO KJIIMEHTA B HAJIEKHOCTH COOCTBEHHON KOMITAaHWH: ‘MBI
paboTaeM Ha pPbIHKE HEJIBHKMMOCTH CeMb JieT”, “B Halneidl koMmaHuu
paboratot 315 uenosex”, “IlocmoTpuTe Ha HalI OHC, MBI CIOJ]a BbEXAJH
1 He coOupaeMmcsi Beie3xkaTh” . KiIMeHTy moKa3blBaJii BCEBO3MOKHBIE
JMWTEH3UU U CepTU(]UKATHI, MOYETHBIE TPAMOTHl U PEKOMEHIAlNHU
BIHMATENBHBIX JHUI. Y BCce paBHO COMHesWs ero He mokuaanu. Hakonery
OJTMH M3 MEHEHKEPOB JIOTaIaJICs 3a/1aTh BOIIPOC: “A Kakas WH(pOpMaIus
0 HaIllel KoMIIaHuK ObLIa ObI TS Bac yoeauTesbHON?”. KineHT 3arymaricsi.
[Totom otBeTwit: “Eciin ObI PE3UCHT Ballleii KOMIIAHUK CKa3all, YTO HE
cobupaeTcs mpucBauMBaTh ceOe JIEHbIU KoMmaHuu’. MeHeKep
00JIeTYeHHO B3OXHYJ. DTOT BOIIPOC MTO3BOIMII EMY TIOHSTh, UTO SBISETCS
HCTUHHON NpUYWHON HemoBepus kiameHTa. EmMy TpeboBanach
JTOTIONTHUTENbHAst HH(OpMAITHSI O IEPBOM JIMIIe KOMITaHUH. VIMEHHO B 3 THX
CBEICHUSAX HYXJIAJCS KJIMEHT, YTOObI Ha4aTh COTPYIHHYATH C (PUPMOI.
Menemxep ckazan: “K coxaneHuto, Mbl HE MOXEM MPUIIIACUTH CIOJA
MPe3uICHTa KOMIIAHHUH, TaK KaK ceiyac OH 3aHSIT HEOTIOKHBIMH JIeaMu’”.
Janpire oH mpocTo cTanl moapoOHEee paccKa3biBaTh O MPE3UIAEHTE
KOMITaHHH, O €T0 CTHIE pabOTHI, YOSXKICHUIX U YepTax xapakrepa. OH
pacckaszai, 94To WX PYKOBOJHWTEIh OYEHb MHOTO Pa0OTaeT M YTO CBOUM
MPOIBETAHUEM KOMITaHUs 00513aHa KIMEHHO €MY, U 3aKOHYHWJI PeUb TAKHM
00pa3zom: “Bbl MOXkeTe CIPOCUTD KXKAOT0 U3 HAC, HACKOJIBKO MBI I0BEPsIEM
HalieMy MNPEe3UACHTY. Sl TUYHO JOBEPSAI0 eMy MOJHOCThbIO . KiueHT He
cTajl ompalrBaTh APYTHUX MEHEKEpPOB, a MpocTo crpocuii: “Kakum
00pazoM HaJ0 COCTaBIATH JOTOBOP?”’

Ymobvl mounee onpedenums UCHUHHYIO RPUYUHY 803DANCEHULL
noxynameJs, HeoOXo0UuUMo 3a0asams YmMouHsaoujue
80NPOCHI

Jlydiie Bcero MCIOJB30BaTh OTKPBITHIC BOMPOCHI:

“CraxnTe, IOXKaTYHCTa, 9TO 3aCTaBIIICT BaC COMHEBATHCA?”,

“Ilouemy BB Tak cumrtaete?”, “Kakas mapopmamus

HEOOXoauMa BaM, YTOOBI MPHUHATH HEOOXOAMMOE IIJIS Bac

peuienue?”. Y Bac B 3amace JI0JXKHO ObITh MUHUMYM JIECSATh

BOIPOCOB, aJalTUPOBAHHBIX K BAlllEMy TOBAPY W BAIllUM KJIUCHTaM. DTH

BOIPOCHI JIOJKHBI OTBEYATh CIUHCTBEHHOMY TPEOOBAHUIO - JaBaTh OTBET
Ha Bompoc: “B ueM ncTuHHAS MpUYMHA COMHCHHH MOKyTIaTes?”

JIt000#1 KIIMEHT MpH BBICKA3bIBAHUU COOCTBEHHBIX COMHEHUH HUIET

T10 Ty TH ““HAaWMEHBIIIETO CONPOTUBICHNS . OH BBIIBUTACT OOIICTIPHUHSTHIC
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CTaHIAPTHBIC BO3PAKCHHSI, KOTOPBIE TTO3BOJIAIOT OBICTpee “N30aBUTHCS
OT HaBS3YHUBOTO TOPTOBOTO areHta. Hampumep: “Oto moporo” mmm “/la,
9Ta BeIllb HETI0Xast, B OyyIlieM OHA MHE 00s13aTe)IbHO npuroautcs’”. Ecimu
BBl UyBCTBYETE€, UTO KJIUEHT HE HA3BIBACT HACTOAIICH MPUYUHBI CBOMX
COMHEHHI (TIOpOH OHA SBJISETCS TAWHOW WM JUJIS CaMOTO KIUEHTA), TO
MOKETE UCTIOJIb30BaTh CIAEAYIOINMA MpreM: ‘S MOHUMaro Ballld COMHEHUSI.
KoHneuHo, Bce MBI XOTHM KYIIUTh KaU€CTBEHHBIN TOBAp 10 MUHUMAJIbHON
neHe. Ho B pmomonmHeHne K 3TOMY €CTh JIM emle Kakue-TH0o MPUYHHEI,
3acTaBisOIMe Bac coMHeBarhcsa?” Takoe moctpoeHue ¢pasbl
CTUMYJHPYET MOKYNaTessl HOACIUTHCS CBOUMHU UICTUHHBIMU COMHEHUSIMU.
Yacro okas3pIBaeTCs, YTO OHM aOCOJIOTHO HE CBS3aHBI CO CTaHIAPTHOMN
OTTOBOPKOM.

Ilpasuno 4. B pabore ¢ COMHEHHSIMH MOKYIATENs MBI JOJKHBI
MTOMHHUTH OJHO 3 TJIABHBIX MPaBUJ OOIIEHUS C MTOKyTIaTeNIeM.

Camvlii yoeoumenvbHblll Omeem Ha COMHeHUs: NOKYNAMenst -
MO €20 COOCMEEHHbIL OMEEem

KnueHTty MOXHO JecsATKH pa3 MOBTOPATH, YTO ‘‘Halla
¢upma - camast HagexxHas”. Ho Bce 9T Qpasbl He IepeBecsT
OJTHOTO TIPEIOKEHMSI, CKa3aHHOTO CaMHUM KJIMEHTOM. MBI
JOJKHBI CTPOUTH CBOIO Oeceay ¢ MOKyMaTreleM TaKuM
oOpazoM, 4TOOBI OH caMm cka3zan: “Bama dbupma - camas
HajgexHas”. MHorma aist 3TOro Hago MOJB30BAaThCS CIIENHATBHO
MIOJI'OTOBJICHHBIMU BOTIPOCAMH, @ MHOTJIA HAJ/I0 UCIIONIb30BATh “HEXHUTPhIE”
MIPUEMBI AKTHBHOTO CITYIITaHMS.

Crnenyomuil caydail TpOUIUTIOCTPUPYET BAXKHOCTH TAKTHUKH
“cremoBaHMs’ 3a KJIMEHTOM. MeHeIKep KOMIIAHUHM IO TPOIake
MEIUIIMHCKOTO 000pYZOBaHUs BeJl JIEJIOBBIE MEPETOBOPHI C ITIaBHBIM
BpadyoM OOJBHHUIBI MO MOBOAY IOPOTOCTOSILIETO ammapara Ajs
WCCIICIOBaHMS OTIOPHO-JIBUTATENILHON cUCTeMBl. B pesynbrate Oecenbl
IIaBBpad cKazaja ciemyromiee: “IToT amnmapar HaM He Hy)KeH. Y Hac U
TaK CJIMIIKOM Mallo JICHET, U HaM eCTh, Ky/Jla UX MOTPaTuTh . MeHemxep
yIIen mocie 3Toi Oecenbl paccTpoeHHBIM. OH OBIT YBEPEH, UTO ATOT
KJIMEHT TOYHO HUYEro HEe KymHT. Uepe3 Heledro Ha BCTPEUy C ITHM
3aKa34YMKOM TOeXas JAPYro MpejACTABUTEIh KOMIAHHM, Ybe YMCHUE
paboTarh ¢ KIIMEHTaMH CHUCKAJIO MY CJIaBy “TIPUPOXKICHHOTO”” TOPrOBOTO
areHTa. YBUEB MEHe/Kepa M3/1alii B KOPUI0PE, TIIaBBpay eIlle n3aaneKa
cTaja TOBOpHUTE: I jke ckaszayia, 9To MBI HE OyzieM Oparh Bamr anmapar!”
Uro >xe cran nenars MeHemkep? OH He cTan pasyoexaars ee. OH ¢ TeM
e IMOIMOHAIBHBIM HAIIOPOM TOBTOPHI (hpa3y kimeHTa: “Bot s exan k
BaM Ha BCTpeuy M JyMai: “3aueMm ke UM HysKeH anmnapar? MM ke Hy)KHO
coBceM apyroe!” ImaBBpad 0CTaHOBHUIIACH, KAK BKOTIAHHAS, U YJIUBICHHO
MMOCMOTpeNia Ha TOPTOBOrO areHTa. [10ToM M3MEHUBIIMMCS TOJI0COM, B
KOTOpPOM HE OBIIO M KaIlJId KaTeTOPUIHOCTH, Ipou3Hecna: “IloueMy ke
910 He HykeH? OH HaMm odeHb HyXeH. [loiimemTe-ka moroBopum”. B
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pesyibTaTe MeHepKep TOAMKCA JOTOBOP O IPHOOPETEHNN HECKOIBKAX
MEIUIUHCKUX TPHOOPOB W “COBCEM HEHYKHOTO™ ammapara s
WCCIIEIOBAHUS ONIOPHO-MBIILIEYHOH CUCTEMBI.

IIpasuno 5. Ml 3HaeM, 4TO CIIOPUTH C KITUSHTOM OECITONIC3HO U IaXKe
Oonee Toro, HeOe3zonacHo. CHOPALIMK KIMEHT TPAaTUT BCE CBOM CHIIBI Ha
OTCTanBaHUE COOCTBEHHOH IMO3WIIMH, U Y HETO MPOCTO HE OCTAETCS
PEeCypCoB TSI BOCTIPUATHSA “dykepomaHoi’” nHpopmamwu. B To ke BpeMs
MBI HE MOYKEM TTOCTOSTHHO COTJIAIIATHCS C KITMEHTOM W TIOBTOPSITH 32 HIM:
“Jla, nelCTBUTENBHO, 3TO OYeHb Joporo”, “KoHeuHo, Halll TOBap yCTymaeT
10 CBOMM KaueCTBaM TOBapy KOHKypeHTa” WK ‘Bl COBEpIIICHHO IPABHI,
9Ta MOJIeJIb He popaboTaeT U ABYX “YTOK, KaK TYT ke cinomaeTcs”. Takoe
“commacue” 3aCTaBUT JIO0OTO KJIIMEHTA NEeP>KaThCs IMOMAIBINE OT HAIIETO
TOBapa.

Ilpu pabome ¢ commenusimu ROKynameJis He0OX00UMO
NONb308AMBCS NPUEMOM ‘CO2NACUCDH U ONpogepeHY”
(Mopean Pebexa JI. M., 1994)

DTOT MpUeM BKITtOYAET B ce0st JBe YacTu. B niepBoii Mbl
coryaiaeMcsi ¢ BO3MOXKHOH TPaBIoi, KOTOpast 3aKIF0UeHa B
CJIOBAX KIIMEHTA. ““Hexomopuvlm KIUeHmam CHAua1a Kaxcemcs,
YTO Yy ATOH MOJIETH BRICOKAS MeHa...”, “UHnoeda nokynamenu
cuumaiom, 9TO HAIl TOBAp YCTyMaeT MO KauyecTBY TOBapy
KOHKYpPEHTOB. BO3MOXHO, Halla ynmakoBKa HE Takas
KpacouHas...”, “MHe caMoMy CHauaja Ka3ajloCh, YTO ATa MOJIEIb HE CMOXKET
nonro padotarts...”. Takue (pas3pl MOMOTAIOT 3aKa3YMKy MOHAThH, YTO €T0
BHUMATEIHHO CIYIIAIOT M YaCTUYHO Pa3IeNIioT €r0 OMaceHus. JTo
MOBBIMIAET YPOBEHb JOBEpPHs KIHMEHTA K MPOJABILY, U TEIEpPh, B CBOIO
ouepe/ib, NOKYIATeb TOTOB C TAKUM K€ BHUMAaHUEM BBICITYIIIaTh MHEHUE
paborHuKa cObiTa. IMEHHO B 3TOT MOMEHT MBI UCTIOJIB3YEM BTOPYIO 4aCTh
IpremMa, KOTopasi BBOIUT JOMOJIHUTEILHYEO HH(POPMAILIUIO JIJIsl KITUSHTA U
ornpoBepraeT ero comHeHus: “HexkoTopbIM KJIMEHTaM CcHaudajia KaKeTcs,
YTO y ATOW MOMAENH BhICOKas IieHa. [lorom mocne 6onee moapoOHOTO
3HAKOMCTBA CO BCEMH MPEUMYIIIECTBAMHU 3TON MOJIEN OHU MEHSIOT CBOE
MHEHUE Ha MPSMO IPOTUBOMNOJIKHOE. [laBaiiTe MOCMOTPUM, TOYEMY TaK
MPOUCXOANT...”, “VHOTIa TOKyaTe Il CUUTAIOT, YTO HAIll TOBAP YCTyIaeT
10 Ka4eCTBY TOBapy KOHKYPEHTOB. BO3MOXKHO, Hallla yIIaKOBKa HE TakKas
Kpaco4Has. B To e Bpems 1o pe3ynbTaraM KITMMaTHYeCKUX NCITBITaHUI
M3HOCOYCTOMYMBOCTE HAIIICH eTad BBITIE B 1,27 pa3a, ueMy aHAIOTUIHOM
MOJIeTT KOHKYpPEHTOB”, “MHe caMOMy CHaJaJIa Ka3ajoCh, YTO 3Ta MOJIEITh
HE CMOXKET JI0JITO paboTarh, HO Yepe3 HEKOTOPOE BPEMsI 51 ITOHSLI, YTO MOE
nepBoe BreyaTieHue OblJI0 0OMaH4MBO...” .

BaxxHo, 4TOOBI TIepBast ¥ BTOpasi YaCTH HE OBbLIU CBSI3aHBI JIPYT C
IPyTOM TI0 IpuHIHTY “/a..., no...”’: ““Jla, sl ¢ BaMH ITOJTHOCTHIO COTJIACCH,
HO BBI He mpaBbl”. Takas KOHCTPYKITUSA, TaKke B Oojiee MATKUX (hopmax,
MIPUBOAUT K “IIEpeUepKUBAHUIO” coriacus. byaer mydmre, eciu Mbl
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BOCTIONIB3YyEeMCSI CIIOBOCOUETAHUSMH ‘B TO YK€ BpeMs” WIH “c Opyeou
cmoponst”. “S1 TOHNMAaro Balli COMHEHUS, B TO YK€ BPEMsI OHH HE KKy TCS
MHE ONpPaBAAHHBIMU, “ITa 3TUKETKA HE BBIVIAIUT TAKOM JKe SIPKOM KaK y
HAIIMX KOHKYPEHTOB, C IPYTOi CTOPOHBI IMEHHO 3TO COYETaHUE IIBETOB
MO3BOJISIET HAILIMM PO3HUYHBIM KIIMEHTAM BBIICISATH €€ U3 MaCChl HOXOMKEH
TIPOIMYKITHH .

Ilpasuno 6. CreayiomuM BaXXHBIM IIaroMm B paboTe ¢
COMHEBAIOIIMMCS KIINEHTOM SIBISIETCS MTOJTy9E€HUE COTTIACHS TTOKYTIaTeIs
1o 00Cy)/1aeMOMY BOTIPOCY.

Lpedicoe uem nepexooums Kk Opyeomy apaymenmy,
E:I] onpogepaarowemy COMHe sl KIUeHmda, HeoOXo0umo
ROMYUUMDB €20 CO2NACUE C NPeObLOYUIUM O0BOOOM
41 Hu B koeM ciydae Henb3sl MPOMYCKaTh 3Ty CTYICHb B
e

= o0rmeHny ¢ KineHToM. HekoTopblie mpoaBIibl yBEPEHBI B TOM,
YTO WX JOBOJBI HACTOJBKO YyOEAWTEIbHBI, UTO TYT Ke
“pa3HOCAT” BCE BO3pAKEHUS KIMEHTA ‘B MyX U Ipax’.
K coxanenuto, He Bce KIMEHTHI C 3TUM COrTacHbl. OHU
MOTYT IIOBTOPSTH OJIHU U TE KE 3aMEUaHUs C 3aBUIHBIM YIIOPCTBOM, JIAXKE
ecim MeHeKep AP PEKTHBHO HCIIOIB3YET BCE ONMCAaHHbIE TPUEMBL. B aToM
Clly4ae TOPrOBOMY areHTy HeOOXOIMMO BEPHYTHCS Ha IIIar Hazaj U eIle
pa3 moronpoOHee pacCcpOCHUTh KIMEHTA O €T0 OTTACEHUsX.

Eciu MBI He TIONYYHITH OT KJIIMEHTA COIVIACHSI, 3TO 03HAYAET, YTO OH
OCTaJICSl Ha CBOCH TOYKE 3PCHHS W YTO MbI HE MOXXEM IPOJBUTATHCS
Janplle, K 3aBepIIeHnto cienku. Heo6xomumo BHIMATENbHO CMOTPETH 3a
HeBepOaJbHBIMHU XapaKTePUCTUKAMH MOBeJAeHUs KiueHTa. OH MOXeT
“CHUTHAJHUTH” O CBOEM COTJIACHH C MTOMOIIBIO KHBaHMUS TOI0BOH. MHOTHA
9TOro OBbIBaeT OCTATOYHO, YTOOBI MEPEHTH K CIEeoYyIOUIeMYy apryMEHTY.
Ho naxxe B 3TOM cllydae HEIUIIHUM OyIIeT elle pa3 yoeauTbCs B TOM, 4TO
MOKyHaTeslb HaXOAUTCA ‘‘Ha Hamleil cTopoHe”. DTO MOYKHO CJENaTh C
TTIOMOIIILI0 BOMIPOCOB: “BBI coriacHbI ¢ 3TUMHU apryMeHTamu?”’, “IT1o
CHHUMAET BaIlld orfaceHus?”’, “Sl OTBETHII Ha BCE BOMPOCHI MITH KaKUE-TO
JIETaJIA OCTAJINCh HE MPOsICHEHHBIMU?” ECI e KIMEeHT TOJBKO JeNaeT
BUJ, YTO BHUMATEJIbHO HAC CIyIIaeT, a caM B 3TO BPEMsI TOTOBHUT
“KOHTPIOBOJIbI”, JaHHBIC BOMPOCHI TIOMOTYT €My BBICKa3aTh HOBYIO
“Hopuuio” BO3pakeHUH.

Ilpasuno 7. Eciiui MBI TIPOSICHUIIM BCE OIACCHUS, ‘“‘My4IUBIIHE”
KJIWEHTa, €CJIM, MPUBEAS YOeAUTENbHBIE apTyMEHTHI, MOJYYUIH
OOOpHUTEIBbHYIO PEaKIUI0 3aKa34nka, TO MOXEM IMEePeXOIuTh K
3aKITFOYMTEIIBHOMY IIary B pa00OTe C COMHEHHSMU. Terephb Hy>KHO ITOJIBECTH
uToru Hameil Oecenpl. B 3TOM MajleHbKOM pe3lOME JTOJIKHBI
MPHUCYTCTBOBaTh COMHEHHS KIMEHTA M T€ MO3UTHUBHBIC JOBOJBI, C
KOTOPHIMH KJIMEHT COIJIACHJICS B IIpOIecce 1eI0Boi Oecenpl. Hampumep:
“MBI ¢ BAMH BHUMATEIHHO H3YYWIH 3Ty Mojeib. CHadajaa BaC CMyIIaIn
€e CKOpPOCTHBIE XapaKTEPUCTHUKH, HO MOTOM OKa3alloCh, YTO UMEHHO
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mmnynpka B maer mMEHHO Ty CKOpPOCTh, KOTOpas BaM HYy)kHa. Emie BbI
OTMETHIIN €€ HeOOIbINe Ta0apUTHl M CHMITATUIHBIA BHEITHUN BHI . Bo
BpEMsI pe3IoMe KeNaTeIbHO TOBOPUTD “‘CIIOBAMU KJIMEHTA . DTO MO3BOJIUT
3aKa34MKy MMOYYBCTBOBATh, YTO OH MPUHUMAET OTBETCTBEHHOE PEIICHUE
caM, 0e3 “Haxuma’ CO CTOPOHBI MPOABIIA.

Ilpasuno 8. K coxanennro, ObIBaIOT CIyda, KOTa B Pe3ylbTare
HaIIe KpOTOTIHBON W J0OPOCOBECTHOH pabOTHI KIWEHT BCE PaBHO
OCTaeTCs IpY CBOEM MHEHHH 1 He JKeJIaeT MOKYIaTh Halll TOBApP, HECMOTPS
Ha Bce ero npeumyiiectsa. He crout paccrpauBarbest! MHOTHE OIBITHBIE
MPOJIABIIBI, MOJIYYHBIIKE 32 CBOI JKHU3Hb COTHH OTKa30B, COXPAaHSIOT
coOCTBEHHOE CITIOKOHCTBHUE Onarofapsi ciaeayomeMy yreepxiaenuto: “Ecmu
KJIIMEHT “Io3peeT’, OH HUKyIa He ACHETCS W MPUIST K HaM CHOBa’; JTa
yCTaHOBKa 0a3upyeTcs Ha BaKHOW TICHXOJIOTHYECKOW 3aKOHOMEPHOCTH.
Korma morpeOHOCTD B TOBape yCHIHMBAETCS, KIHMEHT OeCCO3HATEIhHO
CTPEMHTCS MOKYIaTh TOBAp UMEHHO B TOM MECTE, IJe €My OBLIO
KOM(pOPTHO 00IIATHCS.

Cumyayus 015 ananusa. Menemxep Typuctiuueckoid pupmsl TaTbsiHa
BCTymaeT B Oeceny ¢ KIMEHTKOH, MCIBITHIBAIOIIEH OCHOBATEIHHBIE
COMHEHHS TI0 TTOBOY BO3MO)KHOCTH M HEOOXOIMMOCTH TYPHUCTHYECKOM
moe3nku: “Xodercs KyIa-To Che3IUTh, HO HETOHATHO, Kyaa Jydiie. A
MOJKET OBbITh, M HE CTOUT HUKy/a e31uTh?” KimenTka: “Bor 3amnuia k Bam
nocMoTpeTh. Bol naBanu pexnamy npo OuHisiHAMIO. A Kyaa Bbl elie
BO3UTE?”.

MeHemkep IpeKpacHO 3HAET, 9TO HE CMOXET 3P PEKTHUBHO
BO3/ICHCTBOBATh Ha pPEIICHHE KIMEHTKH 10 TE€X TOp, ITOKa HE Y3HAET, B
4YeM ee UICTUHHAS MOTpeOHOCTh. [103TOMy OHa KOPOTKO OTBEYAET U TYT JKE
3aJlaeT BCTPEUHBIN BOIIPOC:

“Y Hac O4eHb MHOTO MHTEPECHBIX MapIIpPyTOB. A Bac MHTEPECYeT
MMeHHO DUHISHAMS WK ellle Kakas-To cTpaHa?”’. MeHemkep 3a1act
aJBTEPHATUBHBIN BOPOC, 1aBas BO3MOKHOCTh KIIMEHTKE CaMOi BEIOpATh
HY’)KHOE HampasJieHue pa3roBopa. Kimmentka Beronpaetr Ounistaanto: “Jla,
MHe HHTepecHa OuHIsTHaN. BoT ogHa Most mozpyra Obuia TaM. Eif oueHb
MMOHPABUIIOCK. A JIpyTasi TOBOPHUT - CKY4HO, X0J0AHO. BoT 1 He 3Hato0. Uto
BBl mocoBeTyeTe?” MeHemKep He MmomnajaeTcs B PacCTaBICHHYIO
KJIMEHTKON “JIOBYLIKY” M HE JaeT HEHYXHbIX coBeToB. [loka y Hee
HEJ0CTAaTOYHO WH(POPMAIMKA O COMHEHUSIX KIMeHTKH. OHa MPOmoIDKaeT
3a/1aBaTh BOMPOCH: “KoHeuHno, Most paboTa COCTOUT B TOM, YTOOBI ITOMOYE
BaM BHIOpaTh MMEHHO TO, YTO Bac OOJBINE BCETrO0 HMHTEPECYET
(oTYepKUBAET, 4TO JICHCTBYET B ¢ HHTepecax). Pacckaxure, moxanyncra,
oroipoOHee, YTO Bac MPUBIEKIO B PacCcKas3e Ballei MepBOW MOAPYTH.
Kaxk ee 30ByT?” Knuenrka: “Huna”. Menemxkep: “U 4T0 He NOHPABUIIOCH
B pacckase Bropoii. Kak ee 30ByT?” Kinentka: “Jlena”. Menemxkep: “Hy
BOT, sI 3HAIO, KaK 30BYT JIBYX BaIllUX IOAPYT, HO HE 3HAI0, KaK 30BYT Bac”.
Bce 310 BpeMst MEHEeKEp COXpaHseT PUBETIIMBBIN T00pOKeIaTeIbHbBII
TOH Pa3roBOpa, HAXOAMTCS B OTKPBITOW 103€ U COOTIOACT JUCTAHIIUIO,

95



KOMGOPTHYIO IJIsI CBOCH coOecemHUIIbl. 3a HECKOIBKO CEKyH Oecempl
KJINEHTKA pacciabiseTcs, HAYMHAET YyBCTBOBATH Ce0st 6oee CBOOOIHO 1
MO3TOMY C YIOBOJILCTBUEM Ha3bIBaeT cBOE UM “‘MeHs 30ByT Harama”,
“A menst Tarpsna”. Tenepp oOuieHune mpuoOperaer O6onee TEIUIbIN
Xapakrep.

Harama TyT Xe pearumpyeT Ha 3TO W3MEHEHHE COKpalleHUEeM
muctannnu. OHa mogoaBUTaeTcs K TaTbsiHe W HAYMHAET TOBOPHUTH OoJjiee
SMOLUOHANBHO: “Bbl moHnumaere, MHHa e3au1a Tyia CO CBOUM MYXKEM.
Eii, xoHeuHo ke, He ObLI0 ckyyHO. OHU BCIOIY XOIWId BMecTe. beuin B
ropojie, Kak 3TO Ha3bIBACTCH... TJIE HU OJIHOTO JIepeBa HE BBHIPYOMIH...”.
Taresna: “Tamnepe”. Harama: “/la, B8 Tamnepe. Eif Tak moHpaBuiocs.
l'oBopuT, Takoe HeoObuHOE omIymeHne. CTeHBl CIenanbHO KPUBBIE
JIeJTaid, 9TOOBI IepeBO Kakoe-HUOYIbh COXpaHUTh. B 001IemM, y Hee Macca
BrieuarieHuu. A JleHka moexaia ojgHa. ['OBOpUT, U TpyIlna Kakasi-To
HEey/Ia4YHas 1Mo100panach, U SKCKypCHU ObUIH C yTpa, a Be4epoM OBLIO
cky4Ho. U 51 xouy noexarb oniHa”. TarbsiHa mpo cedst otmeuaeT: “OcHOBHAS
NOTPeOHOCTH - OOILEHHE U HOBBIC 3HAKOMCTBA .

Menemxep He OpocaeTcss TyT K€ pacCKa3bIlBaTh, KaK MOXXHO
MPHOOpPECTH OTPOMHOE KOJTHMYECTBO JIPy3eH, KyIUB Typ UMEHHO 37IECh, B
stoir pupme. [loka Bce mpencraBienne o OUHISHIUT IS TaHHON
KIIMEHTKU OTPaHUYMBACTCS PACCKa3aMHU JIBYX €€ IOJpyKeK. TaThsiHa 3HAET,
4TO caMoO€ JICHCTBEHHOE CPEJICTBO OOPbOBI MPOTHUB COMHEHUH -
BBICKA3bIBAHUS CAMOTO KJIMEHTAa, MOITOMY OHAa MPOJOJIKAET CBOU
paccupochl, MTOHEMHOTY BKJIIOUas coOCTBeHHYI0 mH(MopMammio: “/la,
JneicTBUTENbHO, TaMmepe - e IMHCTBEHHBIA TOpPOJI, II€ BCE 3JaHUS
MTOCTPOEHBI MOJ MPHUPOAHBIA manamadT. Tam HE BRIpyOI€HO HU OIHO
nepeBo. TypucTbl, KOTOpbIE TaM ObLITH, TOBOPSIT O HEOOBIYHO BOJIHYIOIIEM
OIYIIEHUH. DTO TaK MHTEPECHO OpOAMTH 10 yiaoukam Tammepe. 3xech s
coBepuieHHO corinacHa ¢ MuHoii. Ho He mMory noHsATh, Kak k€ Tak
TTOJTY9IHIIOCH, 9TO JIeHa ocTaBanack omHa 1mo Beuepam?” Kinentka: “Hy,
BOOOIIIE-TO OHA JOBOJBHO CTECHUTENbHasA. Eil TpyIHO MO3HAKOMHUTBCS C
IPYTUMH TI0AbMHU. MOXKET, mosToMy?”

TakTrKa paccrpoCoB MPUBOIUT K XOpoleMy pesyibrary. Kimenrka
cama “otaenser’ OuHAAHIUIO U TUIoXKE BrieuamieHus. Teneps TarbsHe
TOJILKO OCTAaeTCs IMOBTOPHTH JJOBOABI KJIWCHTKH, YCHIHB HX
IOTIOJTHUTENbHON TmpodeccrmonanpHo mHPopmanuelr. TaThsiHa
nucnonb3yeT Meron “Cormacuchk u onpoBepran’”. C ero moMombpio OHa
MPUCOEIMHSETCS K EPEeKUBAHUSIM CBoel kineHTku: “KoHneuHo, nHoraa
OBIBAIOT CIlydad, KOTJIA YEJIOBEK €JeT B IMOE3JIKY, a MIOTOM IPUE3KACT
HEI0CTaTOYHO YAOBJICTBOPCHHBIN pe3ynbpraTamMu. B TO ke Bpemsi, Kak Bbl
caM¥ 3aMETHIJIM, Yallle BCEro 3TO CBS3aHO C JIMYHBIMU OCOOCHHOCTSIMH
CaMoTO0 YeJoBeKa. MHE KaKeTCsI, UTO Y Bac He OymeT mpoOsieM 3aBeCTH
HOBBIC 3HAKOMCTBa B TPYIIIIC. BBI, IM0o-MO€MY, OUCHb O6HIPITC.HBHBH71 u
KOHTaKTHBIN genmoBek”’. Harama ymeibaercs. Koneurno, oHa corriacHa ¢ 3TuM
MHeHUeM: “/la, BBl 3HaeTe, s MPEKPACHO HAXO0XKY OOIIME TeMbI IS
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pasroBopa, 1 BOOOIIE Y MEHS Macca apy3ei. Y MeHs He OyneT rmpobiem™.

MeHemxep KOHIICHTPUPYET BHUMaHUE KIMEHTKH Ha TOW BBHITO/IE,
KOTOPYIO Ta MOIyYUT B pe3ylibTare noe3aku: “Brl 3HaeTe, Hala mporpaMma
paccuuTaHa UMEHHO TaKUM 00pa3oM, YTOOBI HAIIM KIIMEHTHl HE TOIBKO
HE CKyyaslu, HO M MHOJydYaldd MAacCy YIOBOJBCTBUS OT COBMECTHBIX
Meponpusatuii. [IpaBunbpHO W 5 MOHSITA, 9TO caMoe IJIaBHOE JJIs Bac B
MIPECTOSIIEH TTOE3/KE - BO3SMOKHOCTH ITO3HAKOMHTHCS C HOBBIMH JIFOIEMHU
Y TIOJYYHUTh TaKHWe K€ WHTEPECHbIE BIIEYATIICHHUS, O KOTOPBIX TOBOPHIIA
HNnna?” Knuenrka kuBaeT roioBoil. Passe MoxkeT OBITH MHAYE, BEAb OHA
TOJBKO UTO CaMa BJOXHOBCHHO OMHUCHIBaJia BIEYATICHUS MOJAPYTH.
Tarpsina: “Y Hac paboOTarOT NMPEKpPacHbIE THUJBI - MbI CIEHHAIBHO
noadupanu npodeccuoHasoB CBOETO Jenia, KOTOpPhIe MPEKPAacHO 3HAIOT
MaTepHuall ¥ yMEIOT HHTEPECHO MoaTh ero. B pe3ynprare y Hac 0OBIYHO B
aBToOyCe ITapUT HENPUHYKICHHAs, Terutas atMocdepa. MHOTHE HAYMHAIOT
JIETTUTHCSI CBOMMU BIICUATICHUSIMU U TYT YK KaK HE TO3HAKOMUTHCA. Bl
cornacHbl co MHOK?” Knnentka: “Jla”. “Ilotom, BbI 3HaeTe, Kakue JIOIU
noexnyT B Ommkaimid Typ?” HarammHO BBIpaKCHHE JIUIAa TOBOPHT O €€
BKJTFOUCHHOCTH. JTa WHGOPMAHS TIPEACTABISICT TSI Hee HanOOMBITHI
nHTepec. TaTbsiHa paccKa3bIBaeT O HECKOIBKUX KIIMEHTaX, 3aKITIOYNBIIAX
¢ (upmoii moroBop, yaenss ocobeHHOe BHUMAaHNE OTMHOKIM MYXIHUHAM.

Tak kak Haraia B 6osibIieli cTereH: OpueHTUPOBaHa Ha BOCIIPUSATHE
AMOIMOHAIBHOM HH(OpMAIIIH, YeM Ha BOCTIPUSTHE (DAKTOB M JIOTHUECKUX
JIOBOJIOB, MEHE/IXKEP UCIIOJIB3YET IMOLIMOHANbHBIC BIICUATICHUS OTHOM U3
CcOTpyaHUIT PUPMEI, TOOBIBABINECH B XeIhCUHKH: “BBI 3HaETE, CII0BA - 3TO
OITHO, a BIIEYATIICHUE KUBOTO YeJIOBEKa - 3TO Apyroe. Bel cormacHbI?”
KimmenTtka kuBaeT rostoBoit. biarogapst 7 pexkTUBHBIM IpreMaM, KOTOpBIe
TarpsiHa HCTIONB30BaJIA B CBOCH JI€TIOBOM Oeceie, OHa HU Pa3y He MOTy4Hiia
OT KJIMCHTKH OTPULIATEIbHBIN OTBET. TarbsHa: “Celiuac s mo3oBy Upuny.
OHna e3nuia 3TUM TypoM MecsI Hazan’. MeHemkep CTpouT Oeceny ¢
Wpunoit m Harameit Takum 00pa3oM, 9TOOBI KIIMEHTKA MOTJIa BBICKA3aTh
co0CTBEHHOE MHEHHE IO PAa3IMYHBIM BOIIPOCAM U 33/1aTh MHTEPECYIONINE
€€ BOIPOCHL.

[Tocne pacckasa “>xuBoro cuaetens” TarbsiHa MEPEXOIUT K
0000mEeHNIO BCEX apryMEeHTOB “3a” WM “HpPOTHB”, ONUpasch Ha
BBICKa3bIBaHUS KIHEHTKU: “‘Kak BbI TOuHO 3ameTwiiu... Bbl roBopmim 00
ATOM... MBI BMECTE MPHUILIA K OMHOMY B3DIIAy...”. OHAa BHUMATEIHHO
CJEeNUT 3a TE€M, YTO JOBOJBI BCTPEUAIOT MOJIOKUTEIBHYIO PEAKIHIO Y
cobeceqHUIIBI, ¥ TOBOPUT: ““Terneps ocTasncst HeOOBIIOH BOMIPOC - Ha KAKOM
Y3 BapUaHTOB HaM CTOUT OCTAaHOBUTHCSI? Bbl XOTHUTE moexaTrh TOJIBKO B
Ounnsuauio unn BeiOpats Typ Puunsinausa - lIBenusn?” [anpme
MEHE/DKEp M KIMCHTKA OOCYKIAI0T JIeTaly Moe3aku. Ternepb COMHEHUS
HE METIAIOT 3aKII0UEHHUIO CIEIKH.

3aBepiueHue CIeJIKU

Eciu BbI paBUITBHO TIOCTPOWIIH JICJIOBYIO OECey, YCIUB OCHOBHOE
BHUMaHue cOOpy mHPOpPMAIMU O KJIUEHTE, €CJIH BBl MOCTPOUIHU
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Mpe3eHTalui0 ToBapa B COOTBETCTBUHM C €ro HMHTEpecaMu U
0COOCHHOCTSIMH, €CITH BBl “pazBesyin’ BCE COMHEHHUsS, BaM HE HYXHO
npuiarate OONbIIME YCUIIHS sl 3aBEpIIeHUs CAeIKH. Bul “pazorpenu”
KellaHUe KIMEeHTa KYNUTh TOBAp, Bbl paccKa3ald €My O TOH BBITOAE,
KOTOPYIO OH TOJIyYUT C MPUOOPETEHHEM JaHHOH BEIIH, BbI MO3BOJIMIH
eMy TTOB3aHMOJICHCTBOBATE C TOBAPOM, CIIEIIAB €T0 “POTHBIM U OJTU3KUAM
BBI IPABUIILHO OTBETHIIN Ha BOSHHUKIIINE COMHEHUS, TETIEPh BaM OCTAJIOCh
MONTyYUTh OT KJIMEHTA JIUIIb TOATBEP)KICHIE COOCTBEHHOTO PEIICHUS O
3aKITIOUYEHHUH CHIENKH. Cronap3yiTe AT 9TOTO CIEAYIOINE TPUEMBIL:

* TI0/IBeZICHUE UTOTOB,

* cBelleHHE TIPUHSTHUS pelieHus K popmansHOCTH,

* aIbTepHATUBHBIN BOIIPOC.

IMoaBenenue uroros. Ilpuem “7 mirocoB u 2 munyca”. Het o
OJTHOTO TOBapa 0e3 eMnHOTr0 HejpocTarka. Ecim ToBap KauyeCTBEHHBIH, TO
OH “‘CIIMIIKOM JOPOroii”, a eciy ToBap HEJOPOroH, TO ‘“He0CTaTOYHO
KauecTBeHHBIN . Kpome Toro, y 1100010 ToBapa Bceraa ecTh OJ1H OOLIHi
HEIOCTaTOK, 00bEANHSIOMINI BCE TOBAPHI - 32 HETO HA/I0 IIATUTh. YTOOBI
CIeNIKa YCIEIIHO 3aBEepIINIach, MOKYyIMaTeldb JOJKEH MPUHATH
OTBETCTBEHHOE PEMIEHUE O TOM, YTO OH PACCTAETCS CO CBOUMHU JICHbIaMH.
Jl1s 5TOTO €My HEOOXOIWMO eIle pa3 B3BECHTH Bce “3a” W “TIPOTUB”.
[Iponasen JOMKEH TOMOYb 3aKa3YHKY B TAKOH CJIOKHOM aHAJTUTHYECKOH
pabore. [ToaToMmy HEOOXOOMMO elle pa3 KPaCOYHO U KOPOTKO OMHUCATh Te
MPENMYLIEeCTBA, KOTOPbIE KIMEHT YBUEI B TOBAPE, OCTAHOBUTHCS HA TEX
HeJ0CTaTKax, KOTOPhIe OBUTH BBIABIICHBI B TIPOIEcce OeCeIpl, M HATTISITHO
T0Ka3aTh, YTO TUTIOCH “‘TIEPEBEITMBAIOT MUHYCHI IPHOOPETEHUS TOBapa.

Jl1st IoBeIeHNsT UTOTOB MCIOIB3yHTE (hopMmymy: ““7 MIOCOB U 2
munyca”’. ®opmyna “cpaboTaer” M yCHIHUT CTPEMIICHHE KIHCHTA
3aKIIIOYUTD CHIEJIKY, €CJIN OyIyT COOMIONATHCS CIEAYIOMINE YCIOBHUS:

1. IlepexonuTh K 3aBEPUICHUIO CACIKH MOXHO, €CIU KIHUEHT
HaXOJHUTCS B OTKPBITOM 1103€, CBOOOHO M pACKOBAHHO BBICKA3bIBAET CBOIO
TOYKY 3pEHHUs, 3aMHTEPECOBAaHHO CMOTPHUT HAa TOBAP M BHUMATEIHHO
ciaymaeT MeHemkepa. B oOpaTHOM ciydae moJIBeeHHE HUTOTOB HE
JOCTUTHET CBOCH IICIIH.

2. Bce npenmyiecTBa 1 HEAOCTATKH JOJKHBI ObITh IPEABAPUTEILHO
00CyXJeHbl C KJIMEHTOM. Eciau moxkymaTenb Hamiea TOJIBKO TpHU
JOCTOMHCTBA, Oy/IET JIy4IIle, €CIH BBl IIPOJOIDKHUTE TPE3CHTAIINIO TOBApa
n He OymeTe CIEMUTH ¢ 3aBepriaromieid cragmei caenku. [lpu
MIEPEYNCIICHUH apTyMEHTOB HEOOX0TUMO HCTIONIF30BATh CIIOBA U CYKICHUS
KJTUCHTA.

3. He crout “nponyckars”’ B CBOEH peun HEJOCTAaTKK TOBapa, KOTOpbIe
oTMeThN KIHeHT. CrienyeT BOCIOIb30BaThCsl TEMH JI0BOJIAMH, KOTOPBIMU
KJIIMEHT caM cebs “pa3ybemmr’ Ha cTaauu paboThl C COMHEHUSIMHA: “Bbl
OBLTH HE OUCHb YBEPCHHBI B TPOYHOCTH JTAHHOW KOHCTPYKIIMH, HO TIOTOM
MBI C BaMH €Ille pa3 MPOCMOTpPEIH BCE MOKa3aTeln M yOCIHIINCh B ¢
HaJCKHOCTH .
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4. Ilpu mepeduciIeHUH OCTOWHCTB W HEIOCTATKOB BaXHO
WCIOJIb30BaTh HATNISAAHOCTH. [IJIs1 3TOTO JydIine BCEro MOAXOAAT
coOcTBeHHbIE Manblbl. MeHemkep: “/laBaiiTe emie pa3 paccMOTPUM Bce
“ruTrochl” M “MUHYCBI” Halled JOTOBOPEHHOCTH. Bo-niepBhIX (MeHemKep
3aru0aeT OOWH Majel), Bbl MOJyYyuTe OONBIIYI0 TPUObUTE. MBI ¢ BamMu
MPUKUHYIH, OHA YBENIWIUTCS TpuMepHO Ha 15%. Bo-BTOpEIX (MEHEm)KED
3arnbaeT BTOPOH Majel), BBl COKOHOMHUTE BPEMs JOCTaBKH TOBapa, B-
TpeThuX...”. Korma MeHemkep JOXOAUT M0 MSATOTO MPEUMYIIECTBA, OH
oTMeuaeT: “BunuTe, maxke maibleB Ha pyKe HE XBaTaeT, YTOOBI
MEPEYNCIUTH BCE IUTIOCHI, IPUAETCS BOCIIOIB30BaThCS APYToi pyKo... A
Kakue MUHYCbI? MHHYC COCTOHT B TOM, YTO BbI 3aTPAa4yMBaCTe COOCTBEHHBIE
cpencTBa. B To jke Bpemst MBI ITOCUMTAJIH, YTO 3aTPaThl OKYIISTCS POBHO
gyepe3 mecsl. [lanpmie Bbl Oyzere mosydaTh YUCTYIO MPUObLTE. Tak 4To
ATOT TaJeIr] MOXKHO ¥ He 3aru6arh. Kak BeI cuntaere?” Ecim BB paboTaere
C COJIMJHBIM 3aKa3uyMKOM, MPUYUYEHHBIM “HE pa3dMaxuBaTh pyKamu’,
WCTIOJIb3YHTE [Tl HAIVISIIHOCTH JUCT Oymaru. J{Jist KpaTKOCTH BBl MOXKETE
B JIEBOH KOJIOHKE MOCJIE KayKAOT0 J0BO/A B TIOJIb3Y NPUOOPETEHHUS TOBapa
CTaBHTH “TITIOC”, a B TIPABOH MOCJIE KAKIOTO HeocTaTka - “mMmuHyc”. Torma
KJIMEHT HATJATHO BUIWT, 9TO KOJHMYECTBO TUTFOCOB PE3KO MEePECHIINBAET
KOJTMYE€CTBO MUHYCOB.

5. Ilocne kaxxao0ro 10BoJa JOXKIUTECh HEBEPOAIbHOTO CONIACHS CO
CTOPOHBI KJIMEHTA - HEOOJIBIIOT0 KUBKA roJIoBEI. Eciu ke Bbl BUHTE, UTO
KIIMEHT “3aCTBUI KaK BKOIIAHHBIN’, HE CMOTPUT Ha Bac WU HEIOBOJILHO
MOPIIUTCS, 3HAYUT, BbI €Ille HAXOJAUTECh Ha CTaguu coMHeHus. [Ipexme
YeM IMOABOIWUTH MTOTH, CIEAYET €Ile pa3 BEPHYTHCA K BO3PAKECHHIM
KJIUEHTA.

CBeneHnne nmpuHATHA pemeHuss k ¢opmanpnocTH. Ha
3aBepUIAIONICH CTAANK 3aKIIOUCHUS CIOCIKH OYCHb Ba)KHO OOJIETr4YHTb
MOKymaTeao MNOpUHATHE pemeHus. He cTouT mnonb3oBaTbes
“OTIyTHBAIOIIAMHA’ CJIOBAMH “IeHBIH, “TieHa”, “TOTOBOP”, “TIOMITHCAHUE
KOHTpaKTa”, “KynmuTh” W T.A. ECIIM BBl 0OTOBOPIIIM BCE TIPEHMYIIIECTBA,
KOTOpBIE TMOJYYUT IMOKyIaTedb, MpuoOpeTas Baml TOBap, Bam,
JEHCTBUTEIBHO, OCTACTCS 00CYANTH JINIIB (hopMaIbHOCTH. JlJ1st mepexoaa
K 3aBEPLICHUIO CACIKHU HCIONb3yiiTe Qpasbl: “OCHOBHONH BOIPOC MBI
PELIMIIH, TeTIEph OCTAIOTCS JIMIUb feTain. JlaBaiiTe s BHECY TOUHBIE MBI
B OmaHk 3akaza”, “Temeppb OCTamxoCh JHUIBb OPOPMHUTH HAMIY
noroBopeHHOCTh. [locmoTpuTe, moxanyiicra, Kakue OymMaru CTOUT
noxmucars”’, “Kak BaMm my4nre ynakoBars?”, “Teneps ocTanmack HeOOIbIIas
Mmenoub. [laBaiiTe s Bac mpoBOXY K Kacce”. JlaHHble (pa3bl momMoryT
MOKYTAaTeJI0 MPUHATH OKOHYATEIbHOE PELICHUE B TOM Cllydyae, €Clid OH
MOJTYYHJI OTBETHI HA BCe CBOM COMHEHUs. [1oaTOMY, eciiu BbI He yBEPEHBI,
YTO MOKYTATENb “‘co3pei’ I MOAMHUCAHUS JOTOBOpA, 3aJaiiTe eMy
“MpOBEPOYHBII’” BOTpoC: “Sl OTBETHI Ha BCE BAaIllld COMHEHHSA?”

AnbTepHaTUBHBIN Bonpoc. Ha 3aBepiiatoieit craiuu caenku He
cleayeT MOJb30BaThCA 3aKPBITBIMH BompocamMu Tuna: “Bwl Oynere
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TTOANUCHIBATh KOHTPaKT?” uiau “Bbl Bo3pMeTe 3Ty Momens?” CIUIITKOM
BEIIMKa BEPOATHOCTH MOJYYNUTHh OTPUIATENBHBIA OTBeT. Jlydine Bcero
3aJaBaTh KIIMEHTY aJlbTepHATUBHBIE BOMIPOCHI: “BbI MOAMUIINTE KOHTPAKT
¢ AocTaBKou miau 0e3 goctaBku?”’, “Bel Bo3pMeTe moaens A unu b7, B
9TOM Cllydyae OCHOBHOW aKLEHT MaJaeT He Ha 00CyKIEeHHE BOIpoca -
MOKYTIaTh WJTM HE TIOKYTIaTh, @ Ha 00CYKIEHUE BOPOCA O JETAJSIX TTOKYITKH.
[IpodeccronanpHbIl TTpomaBen AOJKEH UMETh B 3alace MATh-CeMb
aJbTEPHATUBHBIX BOMPOCOB JJIs 3aBEpILIEHUS clenku: “Bbl Bo3pmere 17
nnu 18 ynakoBok?”, “Bam oopmuts 3aka3 Ha 4 v 13 gespansa?”, “Mer
CHaJaja ymakyeMm TOoBap, a MOTOM MOAMHUIIEM Oymaru, uiu Hao0opoT?”,
“MBbI OyaeM nmpocMarpuBaTh OyMaru v MUTh Koe niu cHadata ohopMUM
Oymarw, a TToTOM, He TOPOTISICh, TIOTTbeM Kode?”

I'naBa 4
PABOTA C KOH®JIUKTHBIM KJIUEHTOM

OTtkyna 6epyTcs KOHQIUKTHbIE KIHEHTHI

VY mro6oro mpogaBiia B 3amace €CTh MENBIH ““MEIIoK” UCTOPHH O
pabote ¢ HampsYKEHHBIMH, HETOBOJIBHBIMH,
pa3apaxeHHBIMH, KOH(DIUKTHBIMH,
KPUTHKYWOIIUMH U JaXe CKaHJAaJlbHBIMU
knueHTamu. Korja Ha ceMuHape pa3oupaercs rema
KOH(IUKTA, KaXETCS, YTO HAKAJISFOTCS HE TOJIBKO
YyBCTBAa MEHEJKEPOB, 3aHOBO IMEPEKUBAIOIINX
CUTYaIH OOIIEHHS C arPECCUBHO HACTPOEHHBIMHU
KJINEHTaMH, HO 1 cama atMocdepa BokpyT. Pabora
C KOH(DIMKTHBIM 3aKa34MKOM BCET/Ia HECeT ¢ CO00H
MCUXOJIOTHYCCKYI Harpy3ky u TpedyeT oT
MEHe/Kepa 3HaHUS CIeIHUAaIbHBIX IPHEMOB,

Bcex arpeccuBHO HACTPOEHHBIX KIMEHTOB
MOXKHO pacIlpeienuTs Ha omHo# mkaie. C oqHOM
CTOPOHBI HAXONATCS KIMEHTHI, BEAYIIHE ce0sl BEXKINBO M KOPPEKTHO C
TOYKHU 3PCHHS OOLICTIPUHATHIX HOPM, HO “BBIIAIOIINE’” CBOM WCTUHHBIC
YyBCTBa Yepe3 HeBepOabHbIC KaHAIIbI OOIICHUS: pa3ipakeHHBIN roJIoC,
WPOHUYECKUI TOH, HAXMYpPEHHbIE OPOBH, CXKaThle T'yObl, HAPSKCHHOE
BBIp@XCHHE JIUIIA, HEJTOBOJIBHBIN B3MIAA. [Ipo Takoro kimeHTa OOBIYHO
roBopAT: “OH TOJNBKO BXOIWUT B O(HC, KaK A YK€ YyBCTBYIO, 9TO OH
HacTpoeH HemoOpoxenaTenbHo”. C IPyToi CTOPOHBI IMIKAIBI HAXOISITCS
KJIUCHTBI, KOHQIIUKTHBIE OTHOIICHHUS C KOTOPBIMU ITPUBOJIAT K IJIAY€BHBIM
pe3ynbTaraM Jis eI TeIbHOCTU BCel (PUpMbI, HAYMHAS C TIOTEPH MPUOBLTH
Y KOHYas1 cyJieOHbIME pa3OuparenbeTBaMu. OiHa TypucTHYecKas hupMma,
3aHUMAIOMIAsICA OpTraHU3aIlne Kpyn30B, oOpaTHUiIach KO MHE C TaKo
MPOOIEMOIA: TMOYTH TOCTe KaXKIO0TO KPyH3a HaXOJMIINCh OTABIXAIOIIHE,
HEJIOBOJIbHBIC paboToi Gupmbl. OHE TpeOOBaIH, YTOOBI UM BEPHYIH
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3aTpadeHHbIe JeHbTH, U o0pamainch C kamobaMu B pa3iMdHbBIC
KOHTPOJWPYIOIIHe opranu3anuu. VM ecian BHavaje KIUEHTHI OBIBAIH
BOOJIYILICBICHBI Hjcel MoObIBaTh B HECKOJBKUX CTpPaHaX M K TOMY Ke
MOJBIIIATh MOPCKUM BO3YXOM, TO K KOHIY IJIaBaHMS 3TH Ke KIUEHTHI
COOMpaNUCh B CTAY€YHbIE KOMUTETHI, TPEOYsI aIMHUHUCTPALIMIO K OTBETY.
[Tocne mmaBanus HanOoOJEe aKTUBHBIC TTPUXOIMIH “00paTHO 32 CBOMMHU
JIeHbraMu’”’, TOCTAaBIsAsS COTPYAHHKAM HEMajio XJIOTIOT B IMPOIIECCE X
ycrokoeHust. Hammare mocTosHHBIX KOH(IMKTOB ¢ KITMEHTaMH IIPUBOINIIO
K OIpeeIeHHBIM (DUHAHCOBBIM HOTEPSIM U (POPMUPOBAHHIO HETATHBHOTO
o0paza Typ(UpMBL.

Hecmotpst Ha Gosbloe pasHooOpa3re KOH(DIMKTHBIX CUTYallluH, BCEX
nX OOBEOWHSIET OAWH M TOT ke Bompoc: “Kak ¢ TakuMu KJIMEHTaMHU
TTOCTPOUTH OTHOIIICHUS COTpyIHUYIecTBA?”

Hexotopsie MeHemKepsl B Mporiecce 00CY ACHUS KOH(DIMKTHBIX
CUTYyalUH 3asBISIOT, YTO OHM CaMH, KOrJa OBIBAIOT B POJM KJIHEHTA,
“HUKOTIIAa HE 3aJal0T TJIYIbIX BOMPOCOB”, “BCcerga ¢ MOHUMaHUEM
OTHOCATCS K mpoOneMaM pupMbl”, “HUKOTIA HE 3JSTCS, HE PyraloTcs, a
TeM Oonee He ckaHmamsaT’. Ho MOTOM OKa3kIBaeTCs, YTO Y KaKIOTO
y4acTHHUKA OBIBAIOT COCTOSHUS, KOTJa OH HEJIOBOJIEH, pa3apakeH M He
coOnpaeTcs OTHOCHTHCA K COOECeTHUKY ¢ TOHMMaHneM. BecromuHaroTest
W Cllydad, KOrJa B POJIM KIMEHTa “TIPaBHJIBHBIA~ MEHeIKep Besl cels
OTHIOIb HE TaK JOOPOXKETaTENLHO, KaK MOJIOKEHO BeCTH ce0s “Xopoinm”’
KIIMCHTaM.

HpaButcs Ham 3TO WM HET, HO MBI )XKHBEM B CTpaHE, YPOBEHBb
arpeCCUBHOCTH KOTOPOW 3HAYMUTENHHO TMPEBBHIIIAET YPOBEHB
arpeccUBHOCTH 3aMaJHBIX CTpaH. [loaToMy, Kak 3TO HM TIeYaIbHO, HAM
NPUXOJUTCS UMETh AeJ0 ¢ OOJNBIIUM KOJIMYECTBOM KOH(MIMKTHBIX
KIJIMEHTOB, Y€M HAlIMM 3aIlaJHbIM KOJJIETaM, H CHPABIATHCS C OOJIBIINM
KOJJMYECTBOM COOCTBEHHOTO pa3/pa’keHHs, BOSHUKAIOUIMM B IPOLECCe
0o0mIeHNs ¢ TPYAHBIMU MOKyMaTeasMu. Takas CUTyamus SBISCTCS
CJIEICTBUEM MHOTHX MpwduH. [laBaiiTe pacCMOTPUM TOJIBKO HEKOTOPHIE
W3 HUX.

YpoBeHB arpecCUBHOCTH HAINIPSIMYTO CBA3aH C YPOBHEM TPEBOKHOCTH.
YeM TpeBOKHEE, HEYBEPEHHEE UYBCTBYET CeOs UCIOBEK, TEM OOJIbIIE OH
MOJIBEPIKEH BIMSHUIO PAJIMNYHBIX “MEJIKMX U KPYIHBIX HENPUSATHOCTEH,
MPOUCXOASAIINX BOKPYT. OTCYTCTBHME BHYTPEHHETO CHOKOWCTBHS U
TapMOHHU TPUBOAMT K TOMY, YTO JIFOObIE TPYJHOCTH BBIBOJST YEIOBEKA
13 cels, 3aCTaBISIOT HEPBHUYATh M pasapakarbes. HeBakHO, KaknM
00pa3oM YenoBeK CHpaBiseTcsi ¢ COOCTBEHHBIM pa3Apa)KCHUEM:
“BBIMNIECKUBAET ’ €r0 HAPY Ky WIIM OCTABIISIET €ro BHYTpHU. BaxHo, 4T0 310
pasjpaxeHue HUKyJla He yXoauT. Eciu 4enoBek He MOXKET KaKUM-TO
o0pa3oM TpaHCPOPMHUPOBATH €TO B ApPyroe, 00jiee KOHCTPYKTUBHOE
qyBCTBO, TO OHO ITOCTEIIEHHO HAKAITMBACTCS U JKICT “yIauHOTO”’ TTOBOA
JUTS BBIXO/IA HAPYKY.

B wnameli cTpane ¢akropoMmM, B HauboIbLIIeH CTENeHH
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CIIOCOOCTBYIOIIHUM BBICOKOMY YPOBHIO TPEBOXHOCTH, SBISETCH
HecTaOMIbHOCTE. [lomuTHYeckass 1 SKOHOMHYECKass HeCTaOMIbHOCTh
CIIOCOOCTBYIOT TOMY, YTO JIFOAM HE UYYBCTBYKT COOCTBEHHOWM
3alUIeHHoCTH U Oe3omacHocTh. CerofHst OM3HEC IPUHOCUT XOPOIIYHO
npuObLIb, 3aBTPa BBOISTCS HOBBIC HAJIOTW - OM3HEC pa3pyllaeTcs,
CTaHOBUTCS HEBBITOHBIM. CEeTrOHS €CTh XOPOoIasi BRBICOKOOTIaunBaeMast
paborta, 3aBTpa GhupmMa 3aKpBIBAETCS, U COTPYAHHUK OCcTaeTCs 0e3 paboThI,
TTOTIOJTHSIS PSABI 0e3pa0OoTHRIX. JIFOmM HE TyBCTBYIOT Ce0sI B 0€30IMaCHOCTH
U B (PU3UYECKOM CMBICJIC TOTO CJIOBA. DTOMY IIOMOTAKT CBOJIKH O
pacTyIieM ypoBHE PECTYITHOCTH U OTPOMHOM KOJTHYECTBE HEPACKPBITHIX
youiicTB u rpabexeii. Kpome TOro, MHOXECTBO JIIOJIEH, KOTOpbIE U
SIBIISTIOTCSl HAITUMU PO3HUYHBIMU KJIHMEHTaMH, HAXOMIATCS B CHTyaIluu
BBEDKHMBaHUS. ExkemHeBHAsI 3200Ta 0 KyCKe XJ1e6a OTHIONE HE CITOCOOCTBYET
JOCTIDKEHHUIO BHYTPEHHEW rapMOHHU. TPeBOKHOCTH, KOTOpast CBsi3aHa C
BHEIIHEH CUTyaluel, MoBep KeHbI B OOJIbIICH MM MEHBIICH CTEIeHU
BCE HAIIIM KIIUEHTHI, B TOM YUCJIC U MBI CaMH.

Bo MHOTOM MOBBIIICHHBI YPOBEHb TPEBOKHOCTH CBSI3aH C TEMU
HOpMaM¥, MpaBWJIaMH W I[EHHOCTSAMH, KOTOpPbIE TOCTIOJCTBOBAIH B
TOTaJUTapHOM TocynapcTBe. K TCHXOJIOTHYECKHMM METOHaM,
obcmyxuBaromuM (GYHKIHOHUPOBAHNE TOTAIUTAPHOTO TOCYAApPCTBa,
OTHOCSTCS JKECTKHE 3alpeThl, KPUTUKA, JaBicHUEe. B ToW uiu wHOM
crenenn Kaxbiii pedeHok B CCCP (Ham B3pOCIbIld KIMEHT CETOIHS)
MCIBITAJ Ha ce0e 0COOCHHOCTH TOTATUTAPHOU KYJIBTYPbl. BO3MOXHO, 3TO
ObUTH pa3ipakeHHBIE POAMTENH, KOTOPHIE YacTO KPUYAIH HA HETO, TaK
KaK OYeHBb ycTaBajdm Ha pabore. Bo3mMoxkHO, 3TO Oplia Tpybdas
BOCITUTATEIBHAIIA JIETCKOTO Ca/ia, KOTOpasi MPOCTO HE YMela MPaBUIIbHO
oOparniarbes ¢ AeThbMu. Bo3MokHO, 3T0 ObLIa JipyTras ICUX0TPaBMUPYOLIas
cuTyanus. Y Kaxaoro ObUIO JOCTaTOYHO BO3MOXHOCTEH MOJIyYUTh CBOIO
“NOPIUIO” arpEeCCUH, TaK KaK B KAKOM-TO CTENICHU arpeCCUBHOE MTOBEICHUE
TTOOTIPSITIOCH 001IeCTBOM. CUHTAIOCH TIOJIC3HBIM CCNIaTh PeOSHKY JTUIITHES
3aMevaHue, a BRITOBOP paccMaTpHBaJICsi HEOOXOAMMOI MepOi BOCTIMTAHHUS
KaK JIJIs1 IeTeH, Tak u Tt B3pocibix. KpoMe Toro, HEKOTOphIe COMaIbHbIE
YCIIOBUS HECJIH B ce0Oe MOTCHIMAIBHYIO IICUX0TpaBMy. Tak, B cepenuHe
00-X roIoB MaTepu JIOJKHBI OBUIH BBIXOJIUTH Ha paboTy depe3 JBa Mecsiia
niociie pojoB. COOTBETCTBEHHO PeOSHOK, MAKCUMAJIbHO HYKIAIOIIHICS B
Teruie 1 3a00Te B ATOT MEPHOJ, TIOTIAIaIl B SICHIH, T/Ie HE MOT 4YyBCTBOBAThH
ce0sl TICMXOJOTHYECKH 3alIUIIEHHBIM. DTO YyBCTBO HEIOCTATOYHOM
3aIIUIIIEHHOCTH MHOTHE W3 HAIIUX KJIMEHTOB HECYT B cebe, Mopoil He
oJ103peBast 00 ITOM.

Kakum 00pa3om nepe:kuBaHusi JSTCTBA BIMSIFOT HA HAIIIU OTHOIICHUS
C KIHEHTOM ceronHs? MeHeqkepam, 4Yeil Ou3HEC CBs3aH C
Mpe0CTaBICHHEM YCIYT (MpoAaka HEJBWKUMOCTH, TyPHUCTHUYECKHIE
Moe3nKu, OaHKOBCKHE YCIYTH H Jp.), 3HAKOMBI H30BITOYHAS
MO03PUTEIIBHOCTh M HEJIOBEPHUE, KOTOPHIC MCIBITHIBAIOT HEKOTOPHIC
kiueHThl. OIyIeHre BpakIcOHOCTH BHEITHETO MHUPA, TIOSBUBIIEECS B
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pesysbTaTe ICHXOTPaBMBI, CTAJI0 IEPEHOCHTHCS Ha BCEX OKPYIKAIOIINX, B
TOM YHCJIE B Ha TTPOJABIIOB, KOTOPBIE “00s3aTEIEHO OOMaHyT .

HexBarka 1r00BH, MOACPIKKH, TOHUMAaHUS, N30BITOYHOE KOJTHYECTBO
KPUTHYCCKUX 3aMeYaHUN U KECTKUX HaKa3aHUN CIIOCOOCTBOBAJIO
(hopMUPOBAHUIO BPaXKIeOHOTO OTHOIICHUS K JIPYruM JitofsM. Bmecre ¢
TEeM HOPMBI TOTAJIHTApHOTO TOCYIapCcTBa “Ipenjaraid Ha BEIOOP”
HECKOJIbKO BApMAHTOB arpeCCHBHOTO TIOBEICHHS, HAYWHAS OT XMYpPOTO
HEJTOBOJHCTBA W HACTOPOKEHHOCTH W 3aKaHUYMBAs CKaHIAJIaMH C
XJOMaHbEeM JIBEPhI0 U PYKONMpPUKIAACTBOM. Ecnu 3a gecsTs jeT
HEBO3MOXHO BBUICYUTH IKOHOMHUKY, TO U3MEHUTh KYJIbTYPHBIC HOPMEI,
CKJIaJIbIBABIIMECS TOAAMH, eie TpyaHee. Kaxaplii U3 HAC B KaKOW-TO
CTETeHH SABJSETCS HOCHTENEeM dTHX HOpM. [loaToMy B cuTyarmu, korga
BO3HHUKAET HEOTIPEIEIIEHHOCTh WIIN OXKHUIAHUS PACXOAATCS C PEaTbHOCTHIO
(kak B ciTydae ¢ yuaCTHUKaMH Kpyn3a), MHOTHE KJIMEHTHI 0€CCO3HATEIIEHO
NpuOErarT K UCHBITAHHOMY CPEACTBY - KPUTHUKE, JEMOHCTpPALlHU
pasnpaxenusi, 0oproe ¢ “moxoi” ¢upmoi. i HEKOTOPBIX KIMEHTOB
pyrareinbCcTBa CTalld HACTOJIBKO MPUBBIYHBIMU, YTO MOPOU SIBISIOTCS
CPEICTBOM BBIPAKEHHUSI COBEPIIEHHO JPYTHX 3MOIMH - PAaCTepPsHHOCTH,
HEYBEPEHHOCTH, TOTpeOHOCTH B MHpopMannu. KpaitHeii cTeneHbIo TaKoro
HECOOTBETCTBHUS SBJISIOTCS KJIMEHTHI, COOOIIAIOIINE O CBOMX WHTEpecax
Y IPUCTPACTHUSAX C TOMOIIBIO MaTEPHBIX CJIOB.

Be3ycinoBHO, MBI HE MOXKEM U3MEHUTh SKOHOMHUYECKYIO CUTYAIIHIO,
YTOOBI HAaIllM KJIUCHTHI YyYBCTBOBAIU ce0sl YBEPEHHO U MOIJIH CIIOKOWHO
3aHUMAThCSl CBOMM JIeNIOM. MBI Takke HE MOXKEM “BBUICUHTH HX OT
JNEeTCKUX TPaBMHUPYIOMHUX MEpeXKHWBAHUM, TaK KaKk 3TO 3agada
rcuxoreparneBTa. MbI 1axke He MOKeM H3MEHHUTDh YPOBEHb UX KyJIBTYypPhI
Hay4uTh UX 3QPEKTUBHBIM HaBbIKaM 001IeHYsI. HO MBI MOJKEM HayUUThCS
¢ OOJIBIIMM MMOHWMAaHHEM OTHOCHUTHCS K UX “BbIajaM” U HAyYHUThCS
MCII0JIb30BaTh 3(M(PEKTHUBHBIC NPHEMBI, MMO3BOJISIONIUE PCIIUTH
KOH(IUKTHYIO CHUTYAITHIO.

Hes(ddexTrBHBIE IPUEMBI peArHPOBAHUS HA KPUTHKY

Kpome Toro uTo Halm KIUEHThI XMYPSITCS, TOBOPST Pa3IpaKeHHBIM
TOHOM, CUJIST B 3aKPBITOH 1103€ U CHUCXOJIUTEIILHO MOTJISIBIBAIOT HAa HAC
B [IpOIIeCCe ACTOBBIX IEPErOBOPOB, OHM YaCTO NPUOETAIOT K BepOaTbHOMY
crroco0y BRIPaXEHUS arpeccr - KpuTuke. OCOOSHHO YaCcTO KPUTHICCKUE
3aMedaHus MCIONB3YIOT POCCUNCKHE KIHEHTH. [Ipudyem dacTto 3a
JIEMOHCTpAIMEH HETOBOJIBCTBA MPSAIYTCS pacTepIHHOCTS (“BapyT KT0-TO
MOWMET, UTO 5l HE OYEHb XOPOILIO Pa30Uparoch B ToBape”), MOTPeOHOCTh B
uHpopmanuu (“Hukak He MOTy pa3o0parbesi, 4eM 3Ta MOJENb Jryule”),
comHeHus (“COMHEBarOCh, ACHCTBUTEIBHO U OH CTOUT TAaKHUX JIeHEr”),
TPYAHOCTH BXOXKJEHUS B KOHTAKT (“UT0-TO OH CIMIIKOM OOWKO
pa3roBapuBacT, HAJO €My KakK CIeIyeT OTBETHUTH ), CTPax OTBETHOU
arpeccun (“Hamo cpa3y mpossiBUTE ce0st, 9TOOBI OH 3HAII, C KEM TOBOPHT),
cTpax ooMana (“Bokpyr cToJbKO CitydaeB oOMaHa, HaJI0 ObITh HACTOPOXKE)
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U IpyTHe TIepekKUBaHNs, B KOTOPBIX KIIMEHT OOUTCS MPU3HATHCS HE TOIBKO
OKpY’KaIOIIIUM, HO TTOPOi 1 cebe camomy.

[IpodeccuonanpHo paboTaromuil MEHEIKEP C TOYKH 3PEHHS
MNpOSIBJICHUN COOCTBEHHBIX SMOLUN HAXOAUTCA B MEHEE BHITOTHOM
MOJIOKEHNH, YeM KiueHT. CTpeMIieHue NpoAaTh TOBAp KakKIAOMY
3aMHTEPECOBAHHOMY KJIHWEHTY, MYCTh JdaXe C “HEeNpaBUIbHBIM
MTOBeIEHUEM, JKeJITaHNE COXPAHNUTH C HUM ITAPTHEPCKUE OTHOIIEHHS TIOPOI
TpeOyIoT OT MeHeIKepa THTaHW4YeCcKuX ycuiuid. HeodxoanmocTts
MPUIEPKUBATHCS KOPPEKTHOTO CTHIIS OOILIEHHs 3aCTaBiseT MPOAABIA
HCKaTh APYyrue MyTH “BbIX0Aa” COOCTBEHHBIX dMOIMH, KOTOPHIE B
HEKOTOPBIX clydasix ObIBaloT HEI((EKTUBHBI U BEAYT B CBOIO OUepeab K
MTOBBIIIICHUIO YPOBHS arpeccud y KIMEeHTa.

B xadecTBe mpuMepa MbI XOTHM TIPUBECTH TaKoH HEed(HPEKTUBHBIHN
croco0 “oTpearnpoBaHus”’ COOCTBEHHBIX YMOITHI, H300pETEHHBIIN OTHOM
13 “ONBITHBIX” POABLIHL (PUPMEHHOTO KOHAUTEPCKOTo Mara3uHa. Pabora
poJaBUa B OTAEJEe Pa3BECHBIX U3/ACIHN JOCTaTOYHO TPYAHA, OCOOCHHO
eciau 310 koH(persl. IlokymaTenu CTpeMsTCS B3ATh HECKOJIBKO
HauMmeHoBaHUU kKoH(peT mo 100-200 rpammos. [losTomMy mpomaBiy
MIPUXOANUTCS JUINTENBHOE BPeMs 00CTyXHBaTh OJHOTO KineHTa. Kpome
TOTO, B TIPOIIECCE B3BEIINBAHMS KIIMEHT PA3MBIIIIISIET HaJl TEM, JJOCTATOYHO
T BKYCHBI UMEHHO 3TH KOH(ETBHI U COOTBETCTBYET JIM 3TOT COPT €ro
CETOAHALIHEMY HACTPOCHUIO. YacTeHbKO OBIBACT, YTO KJIMEHT IPUHUMAET
Jpyroe pemeHne. ITo ObIBaeT HEJIETKO MEPEKUTh MPOAABIIHIIE, TOIHKO
YTO CTapaTeIbHO B3BecHBIIeH ouepenunie 100 rpammoB. Hama mponasert
HaxOAWJIa BBIXOM TSI COOCTBEHHOTO pa3ApaKeHUs TakuM obpazom. OHa
HaKJIOHAJIACH TTOJl IPUJIABOK AKOOBI JUIsI TOTO, YTOOBI B3SITh OUYEPEIHYIO
MOPIHIO KOH(ET, U TaM MPOU3HOCHIIA BCE, YTO OHA AYMAaeT IO MOBOILY
HE3aJa4IMBOro KIMeHTa. J{o moKymnarens u3-1oj npujaBKa JOHOCHIINChH
COYHBIC pyrareibcTBa. He 3Has Kak pearupoBaTbh Ha TaKHe MPHEMbI
oOtmIeHns (Beb pyrareabCTBO IPEIHA3HAYATIOCH BPOIE OBl HE €MY), KITUEHT
OBICTPO TIOKUIAJ TEPPUTOPHIO “TOCTEHPUUMHOr0” marasmHa. Hamo
CKa3aTh, 4TO 3Ta MpOo/IaBel] padoTaa erie B COUaINCTUIeCKre BpeMeHa,
MO3TOMY CKOpee BCEro €€ croco0 He MPUMEHHUM CETO/HS M PO3UT €ro
“UCIIONB30BATENIO” YBOILHEHHEM C PA0OTHI.

[Tpu Bcem MHOTOOOpa3uu HeapPEeKTUBHBIX CIIOCOOOB pearnpoBaHus
Ha KPUTHKY BBIAEISIOT YEThIPE CTHIIS OOIICHHUS, MPUMEHEHHE KOTOPBIX
BEJIET K YCHJICHUIO KOH(IINKTA MKy MEHEKEPOM U KIINEHTOM.

1. OTBeTHas arpeccus. K sTomy ctuiio oTHOCATCS OCKOPOICHHS B
aJipec KIMEHTa, OTBETHBIC KPUTHUYECKHE 3aMEUaHMsl U Pa3JInuHbIC CIIOCOOBI
JEMOHCTPaLUU COOCTBEHHOTO pasapaskeHus. [[pumepoM MOXKeT CITyKUTb
cnemyroiuii nuanor. Kiuenr, eie He “oTomeaui” Hocie CCOphI C 3KEHOM,
CIIpalIMBaeT MEHeKepa ¢ paspaxeHueM B rosioce: “Ilouemy y Bac Takoit
BBICOKHIA TIpo1ieHT?”” MeHemkep, 6ecco3HaTeNnbHO paspaxasich B OTBET,
OTBEYAET C TOW XK€ MHTOHANWei: “Y Hac 31ech He OIaroTBOpHUTEIbHAS
opranuzanus’. KineHt, npuHuMas 000OpPOHHUTEIBHYIO MO3Y, C elle
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OoNpImMUM pa3ApakeHWEeM B rojoce: “S moHmMaro, 9TO y Bac HeE
O7aroTBOpUTENFHAS OPTAHU3AINS, HO BCE-TaKH IPOIICHT y BAC BBIIIE, YEM
B pupme “Cynepuyno”. Menemxkep: “Hy u naure Tyaa, Bac Beib HUKTO HE
nepxut”’. COBEpIICHHO Pa3bsIpEHHbBIN KIIMEHT YXOIUT, 0opMoya cede mojy
Hoc: “He ¢upma, a 6or 3Haer uro”.

Mp&I puBeny MpUMep, TIe OTBETHAS arpeccus BhIpakKeHa BITOJTHE
otueTanBo. M ceifyac, K c4acThio, OOJBITMHCTBO MEHEIKEPOB HE
TTO3BOJISTIOT ce0e Tak rpy0o o0mIaThes ¢ KITueHTOM. B To ke BpeMst Gpassl,
cozeprkalye B cebe OTBETHYIO arpeccuio, 10CTaTOUHO YacTo CIETAIOT ¢
sI3pIKa MEHEJDKEpa CPeHeH PyKH, HE OTJAIOIIero ce0e 0TYeTa, K KaKUM
MOCJIE/ICTBUSIM TIPUBOJMT €ro o01eHne. Haubomnee TunnvHbie 0OBUHEHUS,
WCTIONb3yeMble TAKMMHU TOPTOBBIMHU areHTaMu (0COOEHHO B CITydasix, Koraa
KJINEHT ACUCTBUTEIILHO HE TIPaB), BRITVLIST Tak: “Bwl He pazOupaeTech B
TOBape TaK XOPOIIO, KaK 5, TO3TOMY Ballla KpUTHKA HETpaBIIIbHA”, “BoI
HE BHJIUTE COOCTBEHHOW BBITONBI”, “Bbl HEe MOHMMAaeTe, YTO Yy HalIeh
(UpPMBI €cTh CBOM OTPAHUYCHHS, U MBI HE MOXEM CJENIaTh BCE, KaK BBI
xotute”, “Bul He mpaBbl” U Ap. OT Takux ¢pa3 AOCTATOYHO MPOCTO
n30aBUTHCA, €CTM BHUMATEIbHEE CIIEIUTH 3a CBOEH peubro. TpymHee
“oTmenarbCcsa’ OT HECIOBECHBIX CIIOCOOOB MPOSBICHUS arpecCHUH:
pa3npaxuTeIbHON, pe3Koil, HeT0OPOKEeTATSILHON M UPOHUICCKON
WHTOHAIMU, HEIOBOJBHOTO, XMYPOTO BBIpAXCHUS JiHIA U
MIPEHEeOPEKUTENBHBIX KecTOB. [loguac “npaBuibHas’™ ¢pasza, ckazaHHAS
“CIUIIKOM” BEKJIUBBIM TOHOM, OOMIKAET KJIHMEHTA B OOJBIICH CTEIEHH,
geM OTKpBITast KoHppoHTarmsa. Eciau n300pa3uts cKymbpntypy “OO0mieHue
IIBYX arpecCHUBHO HACTPOCHHBIX COOECEIHWKOB”, TO 3TO OyayT ABa
4eJI0BeKa, CTOAIIUE IPYT IPOTHB JIpyTa B 1103¢ “pykH B 00kn”. OcTaBasch
B TaKOW 103€, JOTOBOPHUTHCS O YEM-TO IMO3UTUBHOM IPAKTUYECKHU
HEBO3MOXHO.

Hekoropsie MeHeKephbl ONPABIBIBAIOT CBOU arpeCCUBHBIC (Ppasbl
TakuM obOpa3oM: “DTo HEe HACTOAMIUH KJIWEHT, OH MPOCTO 3aliel
TOCMOTPETh” WX “DTOT BCE paBHO HUYETO HE KYITUT, & 3BOHUT, TIOTOMY
YTO /enarh Hedero”. B oTBeT Ha 9TH 3amMeyaHUs s BCET/Ia CIPAIINBAIO:
“Kto u3 mpucyTcTBYROIHUX OpoauT 1mo oducam WU Ha3BaHUBAET 110
ra3eTHbIM OOBSBICHUSM, KOTrJa Hevero jenars?”’ [loyemy-To HUKTO U3
MPUCYTCTBYIONIUX HE OT3bIBacTCA. KOHEUHO, Cpeau MOTEHIUAIbHBIX
KJIMEHTOB BCTPEYAIOTCS MHOTAA CyMacHIeAmne, HO OOJBITUHCTBO
MTOCETUTENICH PUXOIAT “TIOCMOTPETH TOBAp C OTPEACIICHHOH 1enbio. He
BCE U3 HUX MPHOOpeTaroT ToBap cpazy. Ho nx perrenue o Oyryiieil mokymnke
MOXET CUJIbHO 3aBHCETh OT TOTO, HACKOJILKO 3(h(DEKTUBHO BbI TOTOBOPUIIH
B JIaHHBIM MOMEHT. [IpojaBen-KOHCYIbTaHT MEOEIbHOTO CajloHa,
MMEKINNUNA HAaOONBIINNA 00BhEM MPOAAXK CPEIU IPYTUX COTPYIHUKOB,
paccka3zall HaMm Tako ciryyail. Heckosbko pa3 1mojpsiji B Mara3uH 3axo/iusia
0abymka ¢ OumoHumkoM. HUKTO W3 MpomaBIIOB HE oOparman Ha Hee
BHUMAaHUA: “UTO MOXET KyNMHUTh OCIHHO OfcTas MEHCHOHEPKA B TAKOM
noporoM canone?” Ho Muxaun pasroBopuiics ¢ Heil. 1 okazanock, 4To
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OHAa 3aXOIUT B MaraswH, JEHCTBUTEIHHO, MOCIE MOKYIKH MOJOKa, HO
3aXOMT HE MPOCTO TaK, a MPHUCMATPUBAET HOBYIO MeOeNb /sl CBOETro
BITOJIHE 00€CIIEUEHHOTO ChIHA, KOTOPBIH CIMIIKOM 3aHST U MOXKET 3aiTH B
MarasuH TOJIBKO B BBIXOJHBIE. B pe3ynbrare 310l Oecensl B Onmmkaimmii
BBIXOIHOH ceMbsi 6a0yIIKK ¢ OMJOHYNKOM NpUoOpeIa UMEHHO Ty CTEHKY,
KOTOPYIO MMPUCMOTpesa KINEHTKa, 3alleInas B Mara3ut “TpocTo Tak .

2. Yxon u3 cutyanuu. J[eficTBUTEIIEHO, HEKOTOPHIE KITMEHTHI OBIBAIOT
MIPOCTO HEBBIHOCUMBIL. VX OKMIaHWS HE COOTBETCTBYIOT PEabHOCTH, a
MPEeTeH3UH HU4YeM He 000cHOBaHbl. C HUMHU POCTO HE O YEM T'OBOPHTb.
VYXon U3 CHTyalluu MOXKET OCYLIECTBISATHCSA Qu3nuecku. MeHemxkep
MOKUJAeT CBOETO KJIMEHTA, UCIOJb3Ysl KaKOW-HUOY/b MPEIJIOT, CTaBUT
Tabmmaky “Yuet”, “IlepepsIB 110 TEXHUYECKUM TTpranHaM”, “O0en” wim
HJET 3a MPeACTaBUTEIeM aIMIHUCTPAIIUN, KOTOPOMY MOXHO “‘COpOCHUTE”
TpyaHOTO KireHTa. VIHOTIa COTPYIHIKH Orica TTONIararoT, 4To IpeObIBaHNE
B OJIMHOYECTBE “OXJATUT’ KIUEHTA, U OH CaM CIIPABUTCS CO CBOMMHU
qyBCcTBaMU. DTO omnbouHoe MHeHue. [lokymarens MOKET HEMHOTO
YCIIOKOUTCS, €CIIM €r0 BEXKJIMBO MOMPOCUIH MON0KAATH, MPEII0KUIH
gaInreuKky Kode i, caMoe TIIABHOE, ITO00ETIAH PEITUTh eTo pooiemy. Eciu
K€ KIMEHT YYBCTBYET, YTO OT HETO IPOCTO XOTAT OTAENaThCs, €ro
pasnpakxeHHe MHOTOKPAaTHO yCWJIMBaeTcsA. J(upekropam Mara3wHOB U
PYKOBOAMTENSIM (PUPM, YU COTPYIHUKHU HE YMEIOT (MIJIM HE XOTST) PeIliaTh
KOH(UIMKTHYIO CHUTYalllIO, XOPOIIO 3HAKOMB! pa3bsIpeHHbIe TOCETUTENH,
JIOBE/ICHHBIE 10 KpaifHel CTeTeH! pa3apakeH sl C TIOMOIBIO TEXHOIOTHH
“ordyTO0ONMMBaHUS".

YXomn W3 CUTyalnu MOXKET COBEepIIaThCsS U Ooyiee “MATKUM
crioco6om. B aTom cirydae MeHemkep Tud0 JenaeT BUA, 9TO 3aHAT KaKUM-
TO OYEHBb BaXKHBIM JeJIOM: nepeOupaHueM Oymar, 3alOJHEHHEM
JOKYMEHTAIIMH, Pa3roBOPOM I10 Telie()OHY WIIH 00 yMBIBAHHEM Ba)KHBIX
rpo6isieM. CoBCEeM HEYJOBHMBIH yXO U3 CUTYaIlMH MOXET BhIPAXKATHCS B
OTCYTCTBYIOIIEM PaBHOIYIIHOM B3Tisae. BooOmie B3Imsa sSBASIETCS
HamboJIee TOYHBIM ITOKa3aTesIeM BKIIIOYCHHOCTH MEHEKepa B TIPOOIeMbI
ximenTa. [TompoOylite B mporiecce Oecensl chOoKyCHpPOBaTh CBOM B3TIIA
HE Ha JIMLe cobecelHnKa, a Ha BOOOpakaeMOM MpeaMeTe, HaXOIIEeMCsI
3a TOJIOBOM MapTHEpa Mo OOIIeHHI0. Bl yBUIUTE, YTO YEIIOBEK HAYHET
HEPBHUYATh U PA3HBIMH CIIOCOOAMH ITOTBITACTCS BEPHYTh Ballle BHUMaHUE.
OmHUM U3 CITOCO00B SBISAETCS “TIOBBIIIICHHBIA TOH’, HCTIONB3YSI KOTOPHIH
KJIMEHT HAJIEETCS, 9TO CeHdIac-To YK €ro TOTHO ‘‘3aMeTsIT”. MBI He TOBOPUM
0 CHTYyaIluH, KOTZ1a MeHeKep IMPOCTO He CMOTPUT Ha KimeHTa. Hepenku
clly4yau, KOrzia IMEHHO Oe3yIpeuHO BEXIIMBbIE (hpa3bl, CKa3aHHBIC “MHMO”
MOKYTIATeJIsl, MPUBOJAT K KOH(DIMKTHBIM CUTYaIUSIM.

3. O6maHn. B poccuiickom OuzHece, KOTOPBI TOJIBKO-TOJIBKO BCTAET
Ha HOTH, JOCTATOYHO YacTO BCTPEUAIOTCS CHUTyanmnu oOmana. Peximama
o0eraer ojHO, a KJIMEHT MoyvaeT HeuTo apyroe. dupma yoexaaet, uto
MpeoCTaBIsieMast YCIIyra yMEHBIIUT KOJIMYECTBO MPOOIIeM, a TpodIieMm,
Hao0OopoT, mpubaBmnsieTcs. B cBoro ouepens KIMEHTHI, MPUBBIKIINE K
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00MaHy, HACTOPOKEHHO OTHOCSITCS K JIFOOBIM OOCTIIAHMSIM U 3aBEPEHUSM.
[TaTomornueckuit Kpyr HEIOBEPHUS MOXKET OBITH MPEPBAH TOJBKO
JUTUTEIBHBIMA YECTHBIMU U OTKPBITBIMM OTHOIICHUSMU C KIIUCHTOM.
WHorna xaxeTcst, 4To 0OMaH MOMOKET peLHTh poodiemy. Eciu Mbl ceituac
noo0eaeM KIHEHTY ‘3€MHOM paii”, TO OH MOBEPHUT HaM U YCIIOKOUTCS. A
MTOTOM, KOTJ[a TIPU/IETCS BBITIONHATH CBOW O0EIIaHus, MOKET OBITh, KIIMEHT
yKe U 3a0y/IeT O CBOMX JKEJIaHUSX.

OOMaH MOXET UMETh CHIOMHHYTHBIH YCII€X, HO TOCJE TOTO Kak
KJIMEHT MOMMET, 4T0 ero oOMaHyJHu, ero pa3apaxeHHue MHOTOKPaTHO
yBenuuutcs. Kpome Toro, Oyaer morepsiHa BakHasi OCHOBA, Ha KOTOPOM
MOJKET CTPOMTHCS JajibHEiIIee COTPYAHUUYECTBO - JoBepue. Jupexrop
OTHOW M3 YACTHBIX IIKOJ B OOIIEHWH CO CBOCH KIMEHTKOW, MAaTepPhIO
TPYIHOTO YUEHHKA, UCTIOIH30BAI BCE BOBMOKHBIE CITOCOOBI, YCHITMBAIOIINE
arpeccHio cBoel cobOecemHunbsl. HemoBonbHAsS ycmeXaMu CHIHA,
POIUTENLHUIIA TIPHUIIUIA B KAOUHET K JUPEKTOPY, YTOOBI OOCYIAHMTH 3Ty
npobieMy ¢ HuUM tn4HO. OHa ObliIa OYeHb pa3ApaskeHa v CUUTala, 4to ee
paznpaxenue obocHoBano. OHa IIIATUT 3a 00y4YeHUE HeMaJIble JeHbIH, a
YYIHUTENsT He MOTYT HAJIAJWTh KOHTAaKT ¢ ee chlHOM. OHa OblLTa O4YeHb
cepauTa, KOTia nbiTajachk MPOUTH K TUpekTopy. JupexTop npeanoyen yuTu
OT pa3roBopa, Mepe/iaB Yepe3 CEeKPETapIILy, 9TO Y HETO YPOKH, U OH ITPHUIET
no3nHo. Koraa yepes nBa yaca AMPEKTOp BO3BpAIIaJiCsl B CBOM KaOMHET,
TO HAJESUICS, YTO HETIPUATHAS MOCETUTEIbHMIIA Yke yiuta. Ho He TyT-To
O0bu10. OHa HaOpocwiIach Ha HEro, Kak pa3bsipeHHas JbBHIA, H CTala
MPEeABABIAATh NMPETEH3UH, KOTOPHIE 3a JABa Yaca OXHJAAHWN JHUIIb
YCHITMIINCH. Terepb TUPeKTOpy AeHCTBUTEIHEHO OBIII0 HEOOXOIMMO yeXaTh,
TaKk Kak OH OTa3/bIBa HAa BaXXHYIO JENOBYI0 BcTpedy. Ho oOmkeHHas
KIIMCHTKA PEIUIIa TOTOBOPUTH C HUM BO YTO ObI TO HU CTAJIO M 3arOPOIHIIA
CBOMM KPYITHBIM TEJIOM BBIXOJ U3 IIPpUeMHOU. Torma TUpeKTop mpuIyMai
“XUTPBIA~ X0, KOTOPBIH CTOMJI €My MOTOM JOJTHUX MPOBEPOK M3
BBIMIECTOSAIUX opraHu3anuii. OH Opocus eil moJ HOTH JUILIOMAT.
JKenmmna, KOHEUHO e, UCITyTalach, © 0cBoOomMiIa mpoeM. Jupekrop,
BOCITOJIH30BABIIINCH €€ 3aMEIIaTeILCTBOM, BBIOEKAT B KOpHUI0p. B oTBET
eMy HECJIMCh HeLICH3yPHBIE pyrarenbeTsa. [logcunTaiite, CKOIBKO OMIMO0K
JIOITYCTHJI TUPEKTODP.

4. Onpasaanue. OOBIYHO K TAKOMY CTHIIIO [TOBEACHUS PUOETatoT
MEHEe/KEePhI, HEIOCTAaTOYHO yBEePEHHBIE B COOCTBEHHBIX JIOCTONHCTBAX U
JIOCTOMHCTBAX CBOETro ToBapa. MHOTrAa 3TO MPOMCXOANT, KOTAa KPUTHKA
KJIMEHTa ACHCTBUTEIBHO CIpaBeIJIMBa W MPOJABEI] YYBCTBYET ceOs
BUHOBATHIM. MIHOTIa 3TO CBSA3aHO C HEYBEPEHHOCTHIO B c€0€ MIIH CTPAXOM
nepea Oojee “MOrymieCTBEHHBIM KIHEHTOM. KIMEHTBI MOTYT
npruoOpeTaTh B Ila3ax MEHEAXKepa MOTYLIECTBO 3a CUET CBOETO OOrarcTaa,
BIIACTH, YMEHHS NepKaTbcsi. MIHOTIAa TOPTOBBIE areHTHl HAMPIMYIO
CBS3BIBAIOT CBOE MaTepuajbHOE ONAronojydne WIN MPOJBIKEHHUE IO
CcIy’)k0€e ¢ yCIENTHOCThI0 OOMEHUSI MMEHHO C 3TUM CIWHCTBCHHBIM
KJIHeHTOM. Tako¥ cTaTyc KJIMEHTa 3acTaBiisieT MPOJaBlla 3aHUMATh
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TTO3HIINIO “‘CHU3Y’ - 3aMCKHUBAIOIIE yIBIOATHCS, BUHOBATO M3BHHITHCS,
CYeTUTHCS 1 HEYBEPEHHO OTBEYATh HA BO3PAKEHHS.

OnpaBoaHue MOXO0XE Ha  JEMOHCTpaUUI0  “MOJHOMU
HE3aIUIICHHOCTH B XUBOTHOM MHpeE. Tak, eciii BOJIK, MPU3HAIOIIUI
CBOIO CIa00CTh, JIOKUTCSI HA CIIUHY U MOKa3bIBAET MPOTHBHUKY CBOWM
JKUBOT, 0oJiee CHIBHBIH KOHKYpPEHT HE TporaeT ero. JleHcTBUTEIBHO,
HEKOTOpBIE KIMEHTHI, KOT/Ia CIBIIIAT OIpaBIaHNe, HECKOIBKO “‘COaBISIOT
000pOTHI” W TepecTaroT cepauThcs. Ho OOMBIIMHCTBO MOKyIaTeeit
pearupyoT Ha TaKOW CTWIIb MOBEJCHUsS yCHIIeHHeM arpeccud. “Pasz oH
OIpaBJIbIBACTCS, 3HAYUT, ICHCTBUTEILHO BUHOBAT . Kpome Toro, 00bIuHO
rnocJjie 3aBeplieHus] KOH(IUKTa MEHEIKEeP, 3aHUMAaBIIUN TO3UIUIO
“cHHU3Y”, 0CTaeTcs ¢ HEMPHUIATHBIM OCaAKOM B ayrie. “CkraaupoBaHue’”

TaKuX TEPEeKWBAHUN elle OOJNbIEe CHMKAET yBEPEHHOCTH
MpojaBIa B ce0e, MPUBOIUT K XPOHUUECKOMY HAIPSKEHUIO
U TUCKOM(OPTY.

Omeemnas azpeccusi, yxoo0 uz cumyayuu, ooman u
onpagoanue A6IAIOMCA HedPHeKMmusHbIMU CnOcobamu
peazuposanus Ha KPUMUKY

¢ dexTHBHBbIC NPHEMBbI PearHPOBAHUSI HA KPUTHKY

DT mpueMbl 0a3UpPYIOTCS HA YBEPEHHOM CTHUJIC TOBEICHU.
OckopOieHusi, KpUTUKA, HE MOJIKpPEIJICHHAS KOHKPETHBIMH
JI0Ka3aTelbCTBAMK, OOMaH U MaHUIYJISIUS YHUIKAKT JOCTOUHCTBO
KJIMEHTA M OTPa)karoT JKeJIaHWe MPOoJaBila TOOUTHCS COOCTBEHHBIX
MIPEUMYIIIECTB 3a CYET MHTEPECOB IPYTOH CTOpPOHEL. Vcmoip3oBaHue
METOJOB OOIIEHUsI, HE YIUTHIBAIONINX WHTEPECOB KIMUEHTA, IMOAXOINT
JIUIIB JUISE MEHE/KEpa, CTPEMSIIErocss K CHEOMUHYTHON MPUOBUTA U HE
pacCUHMTHIBAIONIET0 HA MPUOBLIL OT JOJTOBPEMEHHOTO
COTPYAHUYECTBA.

Veepennwiii cmune nogedenus npeononazaem, 4mo
coDeceOHUK OMHOCUMCS C YBANCEHUEM KAK K COOCTNEEHHbIM
unmepecam, max u K unmepecam napmuepa no 0OujeHuio

Kakum e o00pa3oM MOXHO JOTOBOPHUTHCSA C
pasapaXeHHBIM, arpECCUBHO HACTPOCHHBIM COOECETHUKOM,
YYUTBIBast ”HTEPECHI IByX cTopoH? Jlyumii criocob moMoub
KIIUCHTY CIPAaBUThCS C HANPSIKCHUEM, HEJIOBOJIBCTBOM U
pa3apakeHneM - [aTh eMy BO3MOYKHOCTh BRITOBOpUTHCS. [Toka codece Ik
HE “BBIITYCTHUT Map’’, OH HE CMOYKET OOIIATHCS CITOKOWHO M paCCyANTEIHHO.
OMorwH OyIyT “3aXJIeCTHIBATh  €ro. I He MMO3BOJAT HY BBICITYIIIATh MHCHUE
MeEHeJDKEpa, Hi TeM 0oJiee TOTMYeCKH B3BECUTh BCe “3a” U “ipotuB”. [lake
€CJIM HaIll KJIMEHT TIOCTapaeTCs AePIKATHCSI CIIOKOHHO, BCE PABHO OOJIbIIIAs
4acTh €ro PHEPruu OyJeT HAaIpaBICHAa HU TO, YTOOBI CIPABIIATHCS CO
CBOWMH SMOITHSIMHA. MEeHeKep TOMOKET IMTOKYTIaTeI0 yCIIOKOUTHCSI, €CITH
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BHHUMATEIHHO BBICITYIIAET KPUTHIECKUE 3aMEeUaHUs W MPOSICHUT CMBICT
HEIOBOJILHBIX PETUIHK.

Kinenra takxe HEOOXOAMMO BBICIYIIATh, YTOOBI TIOHSTH, B YeM
WCTUHHAS TPUYMHA HEJOBOJILCTBA. UacTO B COCTOSHHH DPa3IpaKCHUS
YeJIOBEK CaM HE MOKET TOUYHO C(OPMYIUPOBATH, YTO €0 TaK Pa3zo3JIuiio.
KimenT mopyrarcs ¢ skeHo, a “rieruiseTcs’’ K MeIJIeHHOH rorpy3ke. Jlonro
nckan ouc, 3amyTancs W Tenepb CepauTcsS Ha paboTHUKA (QPUPMEL:
“HemnpaBuisHO ckazanu aapec”. KoHeaHo, Bpsi M KITUEHT OyIeT IETUTHCS
C HaMH MOJIPOOHOCTSAMH CBOCH MHTUMHOW JKU3HHU, HO BHUMATEIbHOE
OTHOLICHHUE U MOJAEPKKA TOMOTYT eMy “TIDHITH B ceOsi”” ¥ CLIPAaBUTHCS C
pasznpasKeHueM.

Hexotopbie MeHEmKEephI BOCTIPUHUMAIOT “BBICITYIIIMBAHKUE  HAIAIOK
KJIMEHTa KaK TPOsBICHNE COOCTBEHHOH ciabocTu: “Uto 310 OH OymeT
TOBOPHUTH BCSIKYIO EPYHITY, /1A €11 B TAKOM TOHE, a 5T €T0 JIOJDKCH CITymarh?”
Hawm kaketcst, 4To 3a TaKOM MO3UIIUEH MTPSYETCS CTPaX Mepe]] arpeCCUBHBIM
co0eceTHIKOM U HeYBEPEHHOCTh B cebe. J[aBast BOSMOKHOCTD COOSCETHUKY
BBICKA3aThCsl, MEHEIDKEP MOChUIaeT eMy coolrieHue: “S He 00r0ch Ballero
pasapakeHus: U TOTOB TOMOYb BaM CIPaBUTHCS ¢ HUM . VIHOTA B TaKUX
CITyJastX TIOMOTAaeT IMOHMMaHWe, YTO OONbIIas 9acTh arpecCHy KINEHTa
MIPUHAUICKUT UMEHHO €My U CBA3aHa C pabOoTOi MeHeKepa
TOJIBKO KOCBEHHO.

Buioensirom mpu muna xpumuxu: 0606ujeHuyto (02yavHyio),
HEeCnpageoiusyIo 1 Cnpageoiusyio

B 3aBucuMoCTH OT THNIAa KPUTHKH HCIOIB3YIOTCS
pa3IIYHBIC TPUEMBI.

1. O6001menHast (orynbpHasT) KpuTHKA. K HElf OTHOCSITCS pa3ImaHOTO
poana ockopbnenus (“He ¢upma, a Oor 3maer uto”, “bezobOpaszue
crutomHoe”, “Bair MeHepkep OTBpaTuTeNibHO padboTaeT” u Apyrue 6ojee
KpEeTKHEe BbICKAa3bIBaHMs) M (pa3bl, BKIIOUAIOIINE 0000w aroujue cloBa
“Hukorma”, “Bcermga’”’, “HUKTO”, “Bce Bpems, “Hudero”’ (“BbI Bce Bpems
omasjbiBaeTe ¢ mocraskamu’’, “Ha Bac HUKOI/Ia HEJIb3s HaAesThes , “31ech
HEYETO KyNUThH’). DTH BBICKA3bIBAHUS MajO CBS3aHBI C PEATbHOCTHIO U
yKa3bIBaIOT B OOJIbLICH CTENEHH HAa SMOIMOHAIBHOE COCTOSHHUE
cobecenHuka. Eciu Ob MeHeKep 1eHCTBUTENILHO OTBPATUTEIBHO PadoTal
U Jlenaj BCce He TaK, KaK MOJI0KEeHO, BPsIL JIn OBl €To Aepikain Ha padoTe.

dupma, HeZOOPOCOBECTHO BBINOIHSIONIAA CPOKH MOCTABOK,
HaBEpHsIKa UMeeT XOTS Obl OIHY WIIN JIBE MTOCTAaBKH, CACIAHHBIE B CPOK.
[Ipu oTBeTe Ha OrynbHBIE BBHICKAa3bIBAHUA (IIPU YyCIOBUH, UYTO BEHI
JNEHCTBUTEIBHO XOTHTE JOTOBOPUTHCS C KIMEHTOM) BO3MOXKHO
WCIIOJIb30BaHUE JIMIIB OAHOTO NpHEMa - KOHKpeTuzauuu: “Ymo 6w
KOHKpemHo umeeme 6 6udy? ) unu “Ymo eam konkpemuo ne upasumces? ")

Ipumep 1.

- bezo6pasue, HE Pupma, a 60T 3HALT UTO.

- UTo BBI KOHKPETHO IMEETE B BULY?

109



- B pexitame 6110 ykazaHo, 9TO BEI Tpogaete 3amdacta YIIP-28, a s
WX HE BIXKY.

- JlaBaiiTe IOCMOTPUM BMECTE.

Ipumep 2.

- 31ech HUYETO HeT.

- A 9TO BBI KOHKPETHO HIIETE?

- $1 XoTenm mocMOTpeTh XOJIOAUIBHBIE YCTAHOBKH, HO 3TO HE TO, YTO
MHE HaJo.

Hcnonb3oBaB B 000uX Cliydasix pUeM KOHKPETU3AIlUU, MEHEIDKEP
MOMOT KJIMEHTY C(HOPMYIHPOBATh UCTHHHYIO (MU 00Jiee KOHKPETHYIO)
MPUYUHY pa3ApaKeHHs, YCTAHOBUJ C KIMEHTOM NEPBBIA KOHTAKT U
MOy YMJI MUHUMAJIbHYIO HH(OPMAITHIO O €T0 WHTepecax.

WNHornma ToproBeie areHTHI MPH OTBETE Ha OOOOIIEHHYIO KPUTHKY
“momamaroTcs Ha Kprodok™. OHH HAYMHAIOT 3JIUTHCS: “3adeM ke BBI Crofa
MPUILLTH, €CIIM 3TO Takas mioxas ¢pupma”, uin onpasabiBathes: “Her, y
Hac oueHb xopomias ¢upMa, MPOCTO HEe BCerjga MoiydyaeTcs Bce, Kak
xouercs”.

2. HecnipaBeauBasi kputuka. K Helf OTHOCATCS BBICKA3BIBAHMUS,
KOTOpBIE, IT0 MHEHHIO MEHEKEPA, HE OTPAXKAIOT PEATTBHOTO TTOIOKEHUS
Bemieit (“BbI mioxo oOCIyXkmBaeTe KIHMEHTOB”, “ITa JOKYMEHTAITHS
MOJITOTOBJICHA HENPOPECCHOHAIBHO”, “BhI MI0X0 3HaeTe CBOW TOBap”,
“¥Y Bac 3aBbllieHHBIE LeHB”). [Ipu oTBeTe Ha HecmpaBeIJHUBbHIC
KPUTUYECKHE 3aMEUaHUsI MOKHO HCIIOJIb30BaTh HECKOJIBKO MPUEMOB:

1) koukpemuzayusi,

2) anemepuamusHulil gonpoc. “BrI 710X0 00CTyKUBACTE KIHNCHTOB”,
“Bam HE MTOHPABMIIOCH, KaK 5 C BAMHU Pa3roBapuBaro WiIH Kak 0(hOpMIIIIO
JOoKyMeHTaluio?”, “MHe He HpaBUTCS, YTO HNPUXOAUTCS JTOJITO KAAThH .
ANbTEepHATUBHBIN BOMPOC TaK K€, KAK KOHKPETU3ALINSL, TIO3BOJISICT OHATD
MIPUYUHY Pa3JIpaKeHUs KIIMEHTA;

3) evimseusanue kpumuxu. “MHE HEe HPaBUTCS, YTO TPUXOTUTCS
JIOJNITO JKAaTh”’, “Bam He HpaBUTCS, YTO MPUXOAUTCS JOJTO YKIATh, YTO
ere BaM He HpaBuTcsa?”, “Erre MHe He HpaBUTCS, UTO MHE HE TIPETOKHAITH
ko(e”, “Bam He HpaBUTCS, YTO MPUXOAMUTCS JOJITO KJIATh, BaM HE
HPaBUTCSI, YTO BaM HE NPEIOKWIN Kode, UTO eIlle BaM He HpaBUTCs?”,
“Bcee, ocTanbHoe HOpMasIbHO . JlaHHBIH ipreM 3(h(heKTHBHO UCIIONB30BaTh
C KJIMEHTaMH, HCTIBITHIBAIONINMH CHIIBHOE pa3apakeHne. BeITaruBanue
KPUTHKH TTO3BOJISIET UM “‘0CBOOOTUTRCS” OT HETATUBHBIX MTEPSKUBAHIH 1
MOHATH, YTO K UX MHEHHIO, MIyCTh U KPUTHIECKOMY, OTHOCSTCS C
unrepecoM. Kak 1 BO BCeX OCTalbHBIX CIIy4asiX, 3[1€Ch OYCHb Ba)KHA
WHTOHALMS, C KOTOPOH Mpou3HeceHa Ta win uHas ¢pasa. “IlpaBuibHas’
(pasa, ckazaHHAs UPOHUYHBIM TOHOM, OyJIeT BOCIIPUHSTA KaK M3/ICBKa;

4) evipascenue nonumanus. “MHE HE HPaBUTCS, KaK TOBap
ynakoBan”, “Sl moHuMaro Bamlry 00ecroKOeHHOCTh. BBI, KOHEUHO XKe,
XOoTenu OBl JOCTaBUTHL TOBAP LETBIM U HeBpenuMbM?”, “Koneuno”, “Ilo
HalIeMy OIBITY, HECMOTPS Ha BHEUTHUH BUJ, 3Ta YIIAKOBKA OYEHb MPOYHAs
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Y He TOCTaBHUT BaM JIMIITHUX XJIOTIOT”;

5) nposicnenue namepenuii. Jlanasiii mpueM 3 PEKTUBEH B CITydasX,
KOTJla KJIIMCHT MBITACTCS MaHUIYJIHPOBaTh cobecenuukoM. KimeHT:
“IToueMy Tak MOTYYHIIOCH, UTO y BaC TAKOH OeIHBINH acCOPTUMEHT?”, “BbI
JIECTBUTENBLHO XOTHUTE MOMYyYUTh OTBET Ha 3TOT Bompoc?”, “/la HeT, s
XOTeJ KYIUTh TPH MOJIETH HACOCOB, KOTOPHIE ¥ Bac OBUIM Ha MPOILIOH
Henmene”;

6) omxpuimoe gvipasicenue yyecms. “Bama hrpma mmoxo padboraer”,
“MHe TsXKeJI0o 3TO CIBIAaTh, MBI CTapaeMcs CJeJiaTh BCE, YTOOBI
o0ecreunThb BEICOKHI YPOBEHBb 00CTyKUBaHMs, “S] He XOTen Bac 00UAETh,
MHE MPOCTO HaJI0 OBICTPEe PELIUTh MPOOIEMY C BO3BPATOM OpPaKOBaHHOTO
ToBapa’.

3. CnpaBennnBasi kpuTuka. Kak 5T0 HU medaibHO, HO B HaIleH
KU3HU OBIBAIOT CHUTYAaIluH, KOT/Ia HEJTOBOJIHCTBO KIMEHTOB SIBIACTCS
000CHOBaHHBIM, a KPHUTHYECKHUE 3aMEUYaHUS CIpPaBEIJIMBBIMU.
CripaBeIIMBOY CUMTAETCS KPUTHKA, KOTOpasi, 10 MHEHUIO MEHEDKepa,
OoTpaxkaeT peajbHOC MoJiokeHue Bemeld. OOBIYHO TaKue 3aMeyYaHHs
KOHKPETHBI ¥ OTIMpatoTcs Ha PakThl. “B Bamreil pexiame He ObUTH YKa3aHbI
CPOKH AEUCTBHSI CKUIOK”’, “ITOT MBLTeCOC OpakoBaHHEIH, “BrI omo3manu
Ha Hamry BcTpedy Ha 10 MuayT”. EAMHCTBEHHBIM MPAaBHIIEHBIM OTBETOM
Ha CIIPaBEJIUBYIO KPUTHKY SIBIISIETCS CO2LACUE C 6O3MONCHOU NPABOOIL.

“Jla, NeHCTBUTENBHO, B HAaIlEeM OOBSIBICHUU OT 23 aBrycra Bpems
JIEWCTBUSL CKUJIOK He ObLIO yka3aHo”, “Jla, meHCTBUTENBHO, Y 3TOTO
mBIIecoca He padoTaeT KHOMKA BKIOUeHUs , “Jla, meicTBUTENBHO, 5
ono3man Ha 10 munayT. MI3BHHUTE”. BaskHO, 4TOOKI TPOJABEIT] COTIIAIIATICS
CO CIIpaBe/IJIMBOM KPUTUKON KIIMEHTa YBEPEHHBIM TOHOM. B aTOM cityyae
corjacue BOCHPHHUMAETCS KaK MPUHSATHE OTBETCTBEHHOCTH 33 CBOU
nevicTBus. Jlaxe npu HaJMYUKM OIMOOK M HEIOopabOTOK B CBOEH
JIeATEIBHOCTH (2 Yy KOrO UX HET?) corllacue MEHe/DKepa JUIsl KIMEHTa
03Ha4yaeT MOHWMAaHWE CIPABEIIMBOCTH €TO NMPETeH3WH. DTOT IIar
COXpaHSET AOBEPHE KIIMEHTA M OTKPBIBAET IYTH JJIS COBMECTHOTO ITOVICKA
BapHaHTOB pelreHnus npobiemsl. MHOTHA mpojaBel] He COTTanIaeTcs C
KPUTHKON KIUEHTA, [IOTOMY YTO COTJIACHE C €0 TOYKOH 3peHHs TpeOyeT
JTATBHEUIITHNX [IaroB 10 UCIIPABICHHUIO CUTYaliK (OpaKOBaHHBIH ITBLIECOC
HEOOXOJIMMO MEHSITh) WM coriacue OOJbHO OBET MO CaMOOIICHKE
TOPrOBOTO areHTa (MpU3HaHKUe B HEYJAAYHO COCTABICHHOM peKIaMe MOXKET
BOCIIPUHUMATHCA KaK YIPEK B HETOCTATOYHOM MPO(ECCHOHATHI3ME).

Kak cipaBuThcsi ¢ COOCTBEHHBIM pa3ipakeHuem?

Mpbl MoxeM S5(Q(EKTHBHO JOTOBAapHBATHCSA C KIHUEHTOM,
JIEMOHCTPUPYIOLIIM arpeCcCUBHBIA CTHIIL 0OLIEHUS. MBI MOJKEM ITOMOTaTh
€My CIPaBIATHCSA C COOCTBEHHBIM IHEBOM U pa3ApakeHUEM. Mbl MOXeM
XOPpOILIO IIOHUMaTh, YEM BBI3BAHO €r0 KOH(IMKTHOE MoBeaeHue. B 1o xe
BpeMs M30BITOYHOE KOJIMYECTBO arpeCCHUBHO HACTPOEHHBIX KIHNEHTOB
MNPUBOJUT K TOMY, UTO HAlIU “‘HEOTpearupoBaHHbIE” MEpeKUBAHUSI
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HaKaIUIMBAIOTCS, YTO B CBOIO OYEpEeNb MPUBOAUT K XPOHHIECKOMY
HaNPsHKEHUIO U SMOIIMOHAIBHOMY THCKOM(DOPTY.

MeHemxep KpymHOW KOMIAaHUU MO MPOJa)Ke HEJBMKUMOCTH
MOZIENIIACH C HAMH CBOMMH TiepekuBaHusiMu: “Ilociie okoHuanust paboueit
HeJIeIIH 51 HUKaK He MOTY OTOMTH Toclie pa3roBopa ¢ COKOJIOBBIM, a K BeUepy
B BOCKpPECEHBE s TyMaro 0 TOM, 9TO ckaky CenmuBepcToBy. Mot MyK yike
MIPOCTO HE MOXKET CITYIIATh PO MOUX KIIMEeHTOB”. He ocBOOOIUBIINCE OT
HETaTHBHBIX MEPEKWBAHMUN, CBSI3aHHBIX C MPEIBIIYIIHNMH KIHNEHTaMHU,
HEBO3MOXHO 3(pPeKTHBHO 00MmMAThCS C HOBBIMU. DMOLMOHAbHAS
“B3BUHYEHHOCTH 00513aTEbHO HAMIET AJis ce0s J1a3elKy U MPOSBUTCS B
Halleld MHTOHALIMK WJIM BO B3MIAAe. B cBOlo odyepens KIMEHT, “yI0BUB”
pasapakeHWe B MOBEACHWHU IpOJaaBIla, CTAHET BECTH ceOs Ooiee
HaNpsOKEeHHO M HAaCTOPOXKEHHO. DTO B3aMMOJIEHCTBHE TOXO0XE Ha
3aMKHYTBIH KPYT, CyIIECTBOBAaHWE KOTOPOTO NMPHUBOIUT HE TOIBKO K
IUIOXOMY CaMOYYBCTBHIO JIIOIEH, KOTOpbIE B HErO BOBJICUYEHBI, HO U K
COBEPIICHHO KOHKPETHOM morepe mpuObuin 1ia Gupmel. MHoroa
MeHepKepbl ToBopsT: “IIpocTo HY)HO Bpemsi, YTOOBI yCIIOKOUThCs . B
HEKOTOPBIX CIIydasX BpeMsl NEHCTBUTEIBHO “JEUHUT”’, HO HaIlle BCETO
“HeBBUICUCHHBIC  TTEPEKUBAHIS OCETAIOT B 3aKOYJIKaX 0€CCO3HATEIIEHOTO
M OTTyAa BEIyT CBOIO pa3pymIUTENbHYI0 paboTty. Kpome Toro, oObrdHO
KIIMEHTBI MPUXOMAT 33 PEHIEHUEM COOCTBEHHBIX MPOOIeM u abCOIIOTHO
HE TOTOBBI BHUKATh B Uy)KHE.

Heobxooumo epems om 8pemenu 0asams 8b1X00
COOCMBEHHOMY PaA30PANCEHUIO

CymecTBYIOT HECKOIIBKO METOZIOB, C IIOMOIIIBIO KOTOPBIX
MEHE/KEP MOXET CIPaBUThCA C COOCTBEHHBIMU
HETaTUBHBIMU [TEPESIKUBAHUSIMH, SIBIISFOIUMUCS CIICICTBUEM
Oecelbl ¢ “TPYAHBIM” KIMEHTOM. DTH METOJbl OCHOBAaHBI Ha
WCIIOJIb30BaHUU CBOETO BOOOpaKeHUs ISl pabOThl ¢ HAKOIUBIITMMUCS
SMONUAMHU. MeTo/] BU3yaIH3allii CBOIUTCS K TOMY, YTOOBI ITPEJICTAaBUTh
cebe camMoro cels AeNalonfM TO, Yero B PEalbHOCTH CIENaTh HeNb3s.
Hanpumep, MbI He MOXEeM HaKpUYaTh Ha KIUEHTA WIH cJIoMarb 00 ero
0ECTOJIKOBYFO TOJIOBY UTO-HUOY/Ib Tskenoe. Ho MBI MOXKeM IIpe/ICTaBUTh
OTH CUTYyallMd B CBOEM BOOOPaXCHUH, IPU 3TOM HE NMPUYHHUB HUKOMY
Bpena. Bo3MOXXHO HECKOJIBKO BapUaHTOB BU3yalH3aluu. Bel MoxeTe
BBIOpATH TS ceOs1 HanOoJee TOAXOIAIITHI CIIOCO0.

1. H36ae6nenue om pazopasicenust c nomowvio “3azemienuss’. B aTom
ClIydae MOYKHO TIPEICTaBUTh arpeCCUBHBIC MMITYIIbCHI, UCXOAAIINE OT
KIIMEHTA, B BUJIC MOIIHOTO ITy4Ka OTPULIATESIbHON SHEPTHH, TPOXOSIIETO
CHayalia yepes Bac, a IOTOM YXOJSIIEro B 3eMITI0. BayKHO MOuyBCTBOBaTH,
YTO JIy4 YHEC C COOOW BCE HEraTUBHBIC MEPEIKUBAHUS, OT KOTOPBIX BB
XOTEJN N30aBUTHCA.

2. U3basnenue om pazopasicenuusi ¢ NOMOubio 0bIxanus. ITOT CIIOCO0
WCIIONB3yeT BU3yaJIM3allMIo W AbIXaHHe BMecTe. B mporecce Bbaoxa
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HEKOTOPBIE€ MBILIIBI PAaccaalIIsIloTCsl, B TOM YMCIE U T€, B KOTOPBIX
JOKalu3upyeTcs HampsokeHue. Jlumas Hame pasapaxeHue
(U3N0ITOTHYECKON OCHOBBI, MBI CIIOCOOCTBYEM TOMY, YTOOBI OHO UCUE3TI0
BOBce. BecTanbTe B y1oOHYI0 17151 Bac 103y, IPOUYBCTBYHTE CBOE IbIXaHHUE.
Caenaiite HOCOM MeAJIeHHBIN 1yOoKuii Brox. [IpencraBsre cede, 4yTO B
[IPOLIECCE BAOXA BCE HAIPSDIKCHUE M Pa3ApakeHHE, CKOIUBIIEECS B
OpraHu3sMe, OJHMMAaeTCs BBEPX K poToBOil nosnoctu. Ilocie Toro kak Bel
cAenany BIOX IOJIHOM IpyAblo, Pe3KO BBIIOXHHUTE M IpPEACTaBbTe cede,
YTO C BBIJOXOM YXOAAT pasapaskeHue, oOuaa u ropeub. Cremaiite 310
yIpa)XHEHNE HECKOJIBKO Pa3, MOKa HE TOYYBCTBYETE, UTO AEHCTBUTENIBHO
BBIMJICCHYJIM HENPUSTHBIE IS ce0s SMOLHH.

3. Ocsobosicoenue om pazopasiceHust ¢ NOMOUbIO HeJleNblX Oemainell.
Hcnonp3ys B mpouecce BU3yajau3allMy HEJEIble JeTalld, IPeACTaBIss
CBOEro oOMJYMKa B CMEIIHOM BHJIE€, Mbl CHH)Xa€M 3HAaYUMOCTb
KOH(UIMKTHOHM CUTyallul ¥ YMEHBLIaeM Te CTpax U HeIOBEpHE, KOTOPhIE
HCHBITBIBAEM MOPOIM K CBOEMY ONIIOHEHTY. DTa “nepespliKka” Ha BpeMs
MOMOTAeT HaM CIIPaBUTHCS C COOCTBEHHBIMHU IEPEKUBAHUSIMHU, YTOOBI
oTOM OoJiee CIIOKOMHO B3BECHUTHh CBOE IIOBEACHHE B KOH(UIMKTHOM
cuTyanuu. Bel MoOXeTe NpUAyMaTh THICSYM HEJIENBIX AeTallel,
MO3BOJISIIOIINX YIBIOHYTHCS MU 1K€ OCMESIThCS. MOXKHO IPEICTaBUTh,
YTO Y KJIMEHTA BIPYT BEIPOCIH OOJIbILIUE YIIN, K OH CTOUT U XJIONAET UMH.
MO>XHO ITpeACTaBUTh, YTO Y KIIMEHTA BBIPOC XBOCT WJIM OH OCTaJICs C OHUM
I71a30M, WIN CTaJl YMEHbIIAThCA B POCTE U MPEBPATUIICS B BOPUWIMBOIO
FHOMMKA, WM BAPYT OKa3ajcsi B HEJENOH onexie - JaiaMe U Ty(usx c
3arHyThIMM HOocaMH. BakHo BbIOpaTh 00pa3, KOTOPBIH BaM JIET4e BCETO
BBI3BATh U KOTOPBIN BeCeNUT Bac Oosblie Bcero. Hekotopble MeHeKEpEI
WCIBITHIBAIOT YYBCTBO BHHBI, KOIZIAa MBITAIOTCS MPEJCTABUTH KIMEHTA B
cMemHoM Bujie. OHUM CUMTAIOT, YTO MOTYT TaKoM MpoILeTypoil HaBpEeIUTh
KIIMEHTY. DTO OIIMO0YHOE MHEHHUE. Y Ka)KAOTO YeJIOBEKa BOSHUKAET CBOM
HETIOBTOPUMBIH 00pa3, KOTOPbII MPUHAUICKUT TOJIBKO eMy. CMeIIHbIe
HeJlenble 00pa3bl IOMOTralT CIPABUTHCSA C TEMU arpeCCUBHBIMHU
qyBCTBAMHU, KOTOPBIE YK€ )KUBYT B Hac. IMEHHO OHU 0€3 IOIIOITHUTEIbHON
paboThl MOTYT IPHHECTH B JalbHEHIIEM Bpeja HalleMy OOIIEHHUIO C
KJINEHTOM.

4. 3awuma om mpyouwix Kiuenmos 6 ooujenuu ¢ humu. Hexkotopoie
KJIMEHTBl Kak OyATO 3apsiKEHbl 4eM-TO OTpuuaresbHbIM. Eciu Bam
IPUXOAUTCA IOCTOSHHO OOIIATHCS ¢ HUMH, TO HEOOXoIuMa Kakas-To
3aIuTa OT T€X BPaKICOHBIX (hIIOHUIOB, KOTOPHIE OHH H3ITyJaroT. JTa
3alUTa IIOMOXKET BaM OCTaBaThCsl CIIOKOMHBIMU M HE MO/JaBaThCs Ha Te
BBINAbl, KOTOPbIC IpeANpPUHIMACT TPyAHbIN KiaueHT. [Ipeacrasbre cebde,
YTO B BalllEM PacMOPSHKEHUH €CTh BOJIICOHBIM MINUT, SKPaH WM KOKOH,
JIeNIaroIIuii Ballle TyIEeBHOE COCTOSIHUE HEJOCATAEMbIM AJIs1 HEIIPUATHOIO
cobeceqnuka. Halins ymaunsrii oOpas, aenmaroniuii Bac HEYS3BUMBIM,
MOJKETE TIOCTOSTHHO MCIIOJIB30BaTh €r0 B OOIIEHWH C 3THUM YEJIOBEKOM.
BaxHo, 4T0OBI Balll 3aIIUTHBIN Oapbep HE CTaN MPEISTCTBUEM K OOIICHHIO
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¢ IpyruMH JTIoApMA. [109TOMY MHOTIa MOYKHO TIPEICTAaBUTH ce0e, UTO Bamia
3aIMTHAs CT€HAa MMEET OKHO, KOTOPOE BBl OTKPBIBAETE, KOTNA XOTHUTE
MooOUIaTkCsl ¢ MPUATHBIME JIIOABMH, U 3aKpbIBaeTe, KOTAa MPUXOIUTCS
00IAThCs C arPEeCCUBHBIM KITUEHTOM.

5. Hcnonvsosanue pucynka. ITOT METOJ] IO3BOJISIET “pacrpaBUTHCS
C KomMe# cBoero oOmmumMka, MepeHeceHHOW Ha Oymary. Hapucyiite
KITMEHTA, BBI3BABIIIETO Pa3IpaKeHne 1 370cTh. HeoOs3arensHo cTaparbces,
YTOOBI OH OBLT IMOX0XK HA PEaTbHOTO TIOKyTarens. Bl He XyIOKHUK U He
00s13aHBI XOpOIIO pUcoBaTh. HapucyliTe ero cxemarndecku. A Tenepb
CKOHIIEHTPUPYHTE BCe pa3apa)keHue MPOTHUB HETO B KOHYHMKE KapaHaala
W 3a4epKHHUTE, 3alITPUXyiTe Win pasmaintoite ero. [lorom pasopsure
PUCYHOK Ha MENKHEe KyCOukd. Ecim Bamr rHeB O4eHb CHIIEH, TO MOXKETE
Jlake CKedyb Balll PUCYHOK, N30aBUBIITUCH TAKUM 00pPa30M OT HaBS3UMBBIX
HETaTUBHEIX MepekuBaHui. Ecin jke ayBcTByeTe B ceOe Xy 10/Ke CTBCHHBIH
TaJaHT, HApUCYHTE KapUKaTypy Ha Balllero OOMIYMKA U TIOBECHTE €€ PSIOM
co cBouM pabounMm MectoM. OAMH B3I Ha KapHKaTypy TPYAHOTO
KJINEHTa MO3BOJIUT COXPAHATh XOpolllee HACTPOECHHE B T€UEHUE BCEl
JIEJIOBOM BCTpEYH.

6. HUzeneuenue yporxos us cumyayuu. Mbl MOXKEM 3JIHUTbCS WU
MEYaJIUTHCS OT TOTO, YTO HAM MPUXOTUTCS paboTaTh C TAKIMH TPYIHBIMHU
KiueHTaMu. VM Mbl MOXKEM PajoBaTbCsi TOMY, YTO TPYIHbBIE KIMEHTHI
JaI0T HaM BO3MOXXHOCTH COBEPIICHCTBOBATH CBOW MPO(ECcCHOHAIHN3M,
HaBBIKM JIETIOBOTO 00mIeHus. Bece 3aBUCHT OT TOTrO, Kak IOCMOTPETh Ha
aTy mpobiemy. BTopoii B3I MaeT HAM Maccy MPEUMYIIecTB. MBI
n30aBIsIeMCsI OT COOCTBEHHOTO HEKOHCTPYKTHBHOTO pasapakeHus (BeIb
KJIMEHTA HENb3s Mepe/iesiaTh) U HauWHAEM aHAIM3UPOBAaTh COOCTBEHHOE
nosenenue. [1pu pasdope cutyanyu MEHEIKepy BaXKHO UCKPEHHE OTBETUTD
Ha CJIeIyIOIIHE BOMPOCHI:

1) “Uro cTano MCTUHHON NPHUYMHONW KOH(MIMKTHOTO MMOBEACHUS
ximenTta?” Ecnu BaM Ha yM IPUXOIAT OTBETH THMa “OH Bcerma Tak ceds
BeaeT”, “OH MPOCTO MPHIICT MOCKAHIAIUTE , 3HAYUT, HEOOXOTUMO
JaNbIlie NCKaTh OTBET HA 3TOT BOIpoc. MIHOTA B 3THX MOUCKAX IOMOTAEeT
“Bie3aHue B WIKYpy~ KiHeHTa. M pe3kuil KOHPIUKTHBIH AUPEKTOP
NPEANPUSTUS IPEBPAILACTCS B YCTAJIOT0, 3arpy>KEHHOTO MOCTOSHHBIMH
npodieMamMu pyKOBOAUTES, Y KOTOPOTO HE XBaTaeT MPoheCCHOHATBHBIX
3HAHUH, YTOOBI OLIEHUTH ITPEUMYIIIECTBa HOBOTO ToBapa. Vimm BopunmmBas
HajoeInMBas MEHCHOHEpPKa MpeBpamaeTcs B OAMHOKYIO0 OONbHYIO
KSHIIUHY, SKOHOMSIITYTO KaXIbIil pyOJIb.

2) “Kakue Mou (pa3zbl cliocoOCTBOBAIN MOBBIILICHHUIO Pa3IpayKeHNUs,
a xakue cHuxkanu ero? [Touemy?”” Yacto Ha 3TOT BOIIPOC TPYHO OTBETUTb,
MOTOMY 4TO MBI HE IOMHHUM JJOCJIOBHO, KaK pa3BUBAJICs AUAIOT. MHOrHe
po¢eCCHOHANBI TOCTUTII BBICOKUX PE3YNIBTaTOB B 00JIaCTH COBITA C
MMOMOIIBIO CHCTeMaTH4Yeckux 3amuceil. [locTosHHas anamuTHdeckas
paboTa mo3BOJMIAa UM W30aBHUTHCS OT OMMOOYHBIX XOIOB U OCBOUTH
3¢ deKTUBHBIC TPUEMBI 3aKioueHus caenku. K aro0oif 3anmucu MOXHO
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BEPHYTHCSL HEKOTOPOE BPEMs CIIyCTsl, YTOOBI CIIOKOMHO IOJIyYUTh OTBET
Ha BTOPOU Bompoc.

3) “B kakoii Mepe KpUTHKa 1 HETOBOJILCTBO KJIMEHTA CIIPaBeIUBbI?”
WHoraa noBbIIEHUIO arpecCUBHOCTH KIMEHTa CIIOCOOCTBYET He paboTa
OJJHOTO MEHEKepa, a cama opraHuzaunus paboTel BHYTpH GupMbI. Tak,
KJIMEHTY HE0OXOANMO MOIY4YNUTh HECKOJIBKO MOANNCEH Ha PAa3HBIX 3TaXax.
Wnu, xak B ciIydae ¢ TYPUCTHICCKOW (PUPMOH, 0 KOTOPOU MBI TOBOPHIIH,
KJIMEHTA 3apaHee 0OMaHBIBAIOT U3 CTPaxa, 4TO €CJIM OH Y3HAET MPaBIy O
BEJIMYMHE KAIOThl M MOCIEACTBHAX MOPCKOM OOJIE3HHU, TO HU 3a YTO HE
noeneT B Kpyus. B 3ToM ciyuae MeHe)Kep He HeceT NMpAMoil
OTBETCTBEHHOCTH 33 NPHYHMHBI KOH(QIMKTHOW CUTyalluu, XOTs “BCe
LIMIIKK CBHIIUTIOTCSI IMEHHO Ha €T0 T'0JI0By. BMecTe ¢ TeM TOproBelii areHT
MOXET MNpPEeANPUHATb OIpEIeJIeHHble IIaru 0 H3MEHEHHIO
[IATOJIOTUYECKON CUTYyalluy, BbICKA3aB CBOIO TOUKY 3PEHHsI WM BHECS
MPEUIOKEHUST 110 U3MEHEHHIO Tpolecca oOCiyKuBaHus KiueHrta. Kak
MOKa3bIBAET OIBIT KOHCYJIBTUPOBAHUS, OOJBIINHCTBO PYyKOBOAMUTEIEH
HYKIaI0TCSl B 000CHOBaHHBIX MPEAJIOKEHUX, UAYIIKX “‘cHu3y”. Benp
HMMEHHO TOPrOBBIH areHT, Kak HUKTO APYTOi, 3HAET, KaK JIydIle 0O0CIyKUThb
KJIMEHTA.

Otsert Ha Bompoc: “Uto s crenaro Ternepb, €CIIM TaKas )K€ CUTYaIlns
MTOBTOPUTCSI CHOBA?” MOMOJKET MOATOTOBUTHCS K CIETYIOIIEH CII0KHOM
CUTYyalHH.

He xaneiite cBoero BpeMeHH Ui aHaJIN3a CIIOKHBIX U 3aIlyTAHHBIX
nuanoroB! llemocTHOE MOHMMaHUE CUTyaIllMH “BOOpyXkaeT’ Hac
JOMOJHUTEIBHBIM apCEHAJIOM IIPUEMOB, HUCIIOJIb30BAHUE KOTOPHIX
MO3BOJISIET 1OOUTHCS C JIFOOBIM KIIMEHTOM OTHOLICHUI B3aMMOIIOHUMAaHMUS
U COTPYAHUYECTBA.

YupaxHeHus

* Kakoil CTHIIb pereHus KOHMIUKTHON CUTYyaIlud BB
BEIOMpacTe dYame BCEro - MacCUBHBIN, arpecCUBHBIN,
MaHUITYJSATUBHBIN (0OMaH) WTH yBEpeHHBIN? Bo3MOXKHO, Barme
MOBEJICHUE PA3JIMYHO B 3aBUCHMOCTHU OT CHTyalHd U OT
cobecennuka. Kakum o0pa3oM BHENIHHE OOCTOSTENHCTBA U
0COOEHHOCTH COOECEIHUKA BIUAIOT HA Ballle IOBeAeHHUE?

* K KakoW KpUTHKE Yalle BCETO MPHOETAIOT BaIlH
KJIHEHTHI? 3amumuTe BapuanThl d(H(PEKTUBHBIX OTBETOB Ha
CTaHJAPTHBIC KPUTUYCCKHE 3aMEUaHUs BAIIUX KIIHEHTOB.

T'nmaBa 5
TUIIBI KIUMEHTOB

I[.J'IH Ka>KJ10ro KJineHra - HHIIHBHI[yaJILHBIﬁ nmoaxon

Brr korma-auOyabp 3aMedalid Takoi mapagoke: OHa U Ta ke ¢pasa,
CKa3aHHAs B MOXOXEH CHUTYallMI0 COBEPIICHHO HEOJHO3HAYHO
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BOCIIPUHUMAETCS pa3HbIMU JronsMu? OfHa W Ta K€ MaHepa pa3roBopa
MOXKET 3aBOCBaTh JOBEPHE OMHOTO KIMEHTA W BBI3BATh Pa3pakCHHUE Y
napyroro. OIWH ¥ TOT € CTHJIb pa0OThl YOSIUTEIILHO BO3JCHCTBYET Ha
OJTHOTO JICJIOBOTO MapTHEPa U COBEPIICHHO HE “TIPOM3BOIUT BIICUATICHUS
Ha Jpyroro. Bo3aMoxHO, HanboibInas TPYAHOCTh B padoTe MpojaBIiia
COCTOUT B TOM, YTO €My ITOCTOSIHHO TPHXOIUTCSI OOIMIATHCS C JIFOIBbMU,
MpUHAUIS)KAIMUMHU K Pa3JIUIHBIM ICUXOJOTHUYECKHUM THUIIaM. Y
podeCCHOHATBHOTO MEHEKepa IMPOCTO HE MOXKET OBITh €TMHCTBEHHOTO
“IpaBUJIBHOTO” BapuaHTa OOIICHUS.

Ilpogheccuonany 6 obracmu covima HeodX0OUMO UMeEMb PA3IUdHbLE
npuemvl 015t PATUYHBIX NCUXOTOSUYECKUX TMUNOE KIUECHM A

[Ipodeccronan cBoero mema moxox Ha Jlema Mopo3a ¢ OOIBITTIM
MEIIKOM Iof1apkoB. /lex Mopo3 naput KoMy NpsSTHUK, KOMY HTPYIIKY, KOMY
KOJITIaK, @ KOMY CaItoKKH. [Ipu 3TOM Ba)KHO, YTO MOJAPOK JOCTACTCS
MMEHHO TOMY, KTO OOJIbIIIE BCEX B HEM HYxaaercs. [lupekrop oxHOM U3
(hupm o mpomaxe MebeTn TaKiuM 00pa3oM OOBSCHSIT CBOMM MEHEKepam
HEOOXOIMMOCTh BBIOMPATH PA3IMYHBIN CTHIIb OOIIEHUS B 3aBUCHMOCTH
0T ocoOeHHOCTeH TToBeeHu KireHTa: “[Ipomasert momkeH ObITh aKTEPOM.
Hamr ToproBetii 3ai Takast xe CIieHa, Kak B Tearpe. Eciu nokynarenns noxox
Ha ObIKa, s1 Oyay OO0IIaThCs ¢ HUM
Kak OBIK, €CJIM OH IMMOXO0X Ha

5 P SR T
P MaJE€HBKYI MBIIIKY, 4 CTaHy
'ﬂ*"ﬂ"ﬂ"'ﬂ';ﬂ MBIIIIOHKOM, €CJIH K€ OH HUIpaeT
ol poinb ['amiera, s ctany Odenueit”.
— . BriBaeT, dYTO KIHEHTEHI
M & HHILE
- R — Pa3UTEIBHO OTINYAIOTCS APYT OT
{opaEHTaIEE iopmbiar i i npyra. B To e Bpemsi CyliecTBy 0T
Ha Mpouecs) W& ENpTRTHT) 001111e IMYHOCTHBIE 0COOCHHOCTH,
«+ =P no3BonslOmIME 00BETUHUTH BCIO
“mamutpy”’ pa3HOOOpa3HBIX CTHIICH
MMOBEICHHMS B HECKOJBKO
MICUXOJOTHYECKUX TUIIOB.
WymcreyHu Knuenros MOJXKHO
™ KJIACCU(HUITUPOBATD 110 PA3THIHBIM
I;QPHII.I.II 3

W s scupcsamaue O CHOBAHHSM. JIecCh MBI

dencropad)
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paccMOTpUM JIMIIb ABa OCHOBAHMS, B HANOOJBIIEH CTENIEHH BIUSIOIINX
Ha NPUHATHE peleHus. Beap 3axitoueHne CAEIKU 3TO BCErAa IPUHATHE
pelieHus, He rpasja Jau?

Kaxnpiif k1ueHT uMeeT CBOM MHAMBHUAYAJIbHBIN “mouyepk”
3aKJTIroueHMs cAeaKu. HekoTopble MpUHUMAIOT pelIeHus “‘Ha JIeTy, IpyTUM
HE0OX0AUMO ““CTO pa3” yCHBIIMIaTh OAHO W TO K€, YTOOBI MPUHATH
Hawity4uee pemeHne. Ha oqaux mydine Bcero Bo3AeiCTBYIOT JIOTHUECKHUE
JIOBOJBI M KOHKpETHbIE LudphL. Jpyrux B 00JbIICH CTENIEHH IPUBIEKAET
SMOLMOHAIBHOCTh. A JIOTHYECKOE U3JIOKEHHE (PAKTOB BOCHPUHUMAETCS
KaK ‘““‘MaJOuHTepecHoe”.

Eme B Hayane Beka mBeinapckuii yuensiii K.I. FOHr BbIcKazan
[PEONI0KEHHE, YTO TIOBEACHHUE YeI0BEKa HOCUT HECITyYalHbIN XapaKTep.
OHO MOXKeT OBITh IpeACcKa3aHo, TaK KaKk Oa3mpyeTcs Ha pa3TudHBIX
npeonoumeHusax, KOTopble GOpMUPYIOTCS B paHHEM AeTcTBe. B
JlalbHENIIEM 3TH MPEAIOYTEeHNs BIUAIOT Ha Bce Halle nosenenue. KOHr
BBIIETIWII JIBE LIKaJbl, HA KOTOPBIX MOYKHO ‘“‘pa3sMECTHUTh”’ BCEX JIIOACH.
[lepBast onuchIBaeT OCHOBAHMSA, C MOMOIIBIO KOTOPBIX MBI IPUHUMAEM
pewenre. Ha oqHoM nosroce JaHHOM IIKAJIbl HAXOOUTCS MbLC/IUMIENbHbLIL
tun. K HeMy oTHoOcsTCA JII0AM, KOTOpbIE, IPUHUMAs pELICHUE,
[PEAIIOYUTAIOT OBITh I02UYHBIMU, OECHPUCIPACIHBLIMU U 00BEKIMUSHBIMUL.
Ha npyrom nosntoce HaxoquTcst uygcmeyrowjuii TUIL. JIronu, oTHOCAIeCs
K JaHHOMY THIY, NPH NPUHSTHH PEIIeHUs 0COOEHHOE BHHMaHHE
o0OpamamT Ha OHMOUMUOHANBHBIA ¢akTop. Jns HHUX BaXHBI
MENCTUYHOCMHbBIE OMHOWEHU U CYObeKMUGHASA OYeHKA
CUTYyaLUH.

Bropas mkana ompenesnseTr, Ha KaKue MNPOLECCH
YeJI0BEeK HalleJIeH B OOJIbIIeH CTENEeHH - Ha cOOp HHpOpMaLuu
WM HETIOCPEACTBEHHO Ha NMpHHATHE pemieHus. Ha ogHom
IOJIFOCE JAHHOM IIKAJIbl HAXOIUTCS 60CHPUHUMAIOW UL TUTL.
K Hemy OTHOCSATCS JIOAM, CTPEMSILIUECA K HAKONAEHUIO
6ce6o3mModxcHol ungopmayuu. OHU HE TOPOIITCA C
IPUHATUEM PELICHUS U PYKOBOIACTBYIOTCS IPHHLMIIOM “TIOKHBEM -
yBuauM”. K aToMy THIly Kak pa3 OTHOCSTCS MOKYIaTesH, KOTOPBIM
HEOOXOAMMO YCIBIIIaTh HHPOPMALIMIO O TOBape “B CTO MEPBBIH pas”,
MIpe’KIe YeM OHM NIPUMYT OKOHUYaTeNbHOe perienne. Ha npyrom nomroce
HaXOAUTCS pewiarowjuit THIL. Eciy 4enoBeK NPUHAAICKUT K 3TOMY THILY,
€My He COCTaBJIIeT TpyJa IPUHATH HeoOXxoanmoe pelieHue. Bes sxu3Hp
€ro UMEET YemKyio CmpPYKmypy, onpeoeienHocms U Cmpoumcs no
ocecmkomy pacnucanuio. K TakoMy THUIY OTHOCSTCS NMOKYyIaTelu,
MPUHUMAIOLIME pelleHre “Ha JeTy”, 0e3 AONOIHUTENBHBIX Pa3ayMUi.
(bonee nonnas knaccuuKkanys TUIOB JIIOAEH, pa3padoTaHHasi HA OCHOBE
teopun K. FOnra, onncana B kuure “Tuns roneit u 6uznec”, Kperep O.,
Terocon [Ix. M. - M., 1995.)

KakuMm o0pazoM MBI MOXEM ONpEAEIUTh, K KaKOMy
MICUXOJIOTHYECKOMY THUITY OTHOCHUTCS Halll KITUEHT?
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MuIcauTeIbHbIH THIT

Ocnognoe npebnoqmeﬂue:
6 JHCU3HU 2/IABHOE -
00bEeKMUBHOCIb U JIO2UKA

Ecnu naw knuenm OmMHOCUMCA K MbICAUMENbHOMY MURY, MO,
CKopee 6cezo:

OH nepKuTcs CIOKOMHO U CIEPKAHHO, COXPaHsIsi HEBO3MYTUMOCTD
Jake B CIIOXKHBIX cuTyanusax. [IpunepxrBaeTcsi KOHCEPBAaTHBHOTO CTHIIS
onexel. He TeprnuT sipkux, KpU9amux TOHOB, B HANMEHBIIIEH CTENeHH
MOJBEPKCH BIHSHUIO MOJIBI. J[IOOUT TOPANOK, YETKOCTh U
(yHKIIMOHAIBHOCTH BO BceM. [IpocTpaHcTBO, 3aHMMaeMoe UM, Oy/ib 3TO
MMUCHMEHHBIH CTOJ MJIH KAOWHET, HECET Ha ce0e OTIIEUaTOK €ro JINYHOCTHBIX
ocobOennocTeii. Ha cTeHax BBIBEIIEHBI JMIIb BEIM, MMEIOIIHE
HETMOCPEICTBEHHOE OTHOMEHWe K paboTe, HET JTETKOMBICIEHHBIX
“uaTH(ITIONEK” U “HEHYXHBIX ~ KapTHHOK. L|eHHT B TI000M AeTe SICHOCTh
Y TOYHOCTh. CUMIAaTU3UPYET JIIOJSIM, KOTOPBIE MOTYT apryMEHTUPOBAHUE
JI0Ka3aTh CBOKO TOUKY 3PCHHUS, IPUBIICKAst HEOOXOAUMBIC ITU(PBI 1 PaKTHI.
M3nuisss sMOIMOHANBHOCTD, “UyBCTBUTEIBHOCTH BBI3BIBAIOT Y HETO
HaCTOPOKEHHOCTh, a MHOT/Ia W HETIOHNMAaHWE. YYacTBys B CIIOpE, eMy
Ba)KHEE BCErO OTCTOSITh COOCTBEHHYIO TOUKY 3pPEHHS, TaK Kak camoe
IJIaBHOE B CIIOPE - 3TO UICTUHHOE PEIIECHUE;

OH oGOmanaet BoneBbM XapakrepoM. CTpeMHUTCs B JTF000H MOMEHT
HalTH 000CHOBaHWE MPABUIILHOCTH CBOWX JeWcTBUi. [opauTcs cBoeit
00BEKTHBHOCTHIO, MHOTZIA MOXET ““HE 3aMevarh’’ MepeKUBaHUN APYTUX
JOfIed, CYNTasi SMOIMOHAIBHBIE COOBITHS SBJICHHEM BTOPOCTENEHHBIM,
HE 3aCJIy’)KHBAIONINM CTOJh MPHUCTAIBHOTO BHUMaHUA. [Ipu mpuHSATHI
pElICHHs PYyKOBOJCTBYETCSI JIOTHUSCKHUMH COOOPaXKCHUSIMH, CTapacTCs
B3BECHUTH BCE apryMeHTHl “3a” M “npoTuB”. B mponecce 3akitodeHus
C/EIIKU HYXJIAeTCsl B O0ObEKTUBHOM MH(OPMALIUHU, XOPOIIIO OTHOCUTCS K
npodeccHoHaTIbHBIM TEPMHHAM, YaCTO WHTEPECYETCS BHYTPEHHHUM
“yCTpONCTBOM’ MJI TEXHOJIOTHEH M3TOTOBICHUS ToBapa. [IpeamounTaeT
o0mIaTeCsl ¢ MEHEIKEPaMH, XOPOIIIO BIANCIOMUMHU HHMOpMaIue o
ToBape. bonbiioe BHUMaHUE yaEISIET PAa3IUYHOIO PoAa JOKYMEHTAILIUH.
HauGonee kompopTHO 4yBCTBYET ce0si B OOIICHUH CO CIIEPKAHHBIM
COOCCeTHUKOM, COXPAaHSIOIIMM B TEUYCHHUE OCCeIbl YBAXKUTEIbHYIO
JTUCTAHIINIO.

Ecnu muvt pabomaem ¢ makum KiueHmom, mo:

HAM Heo0xoauMo BEIOUpATh IS BCTPEUH OACKIY HEHTPaTbHBIX
ToHOB. OCOOCHHO BaXHAa B JAHHOM Cllyyae Hallla aKKypaTHOCTb.
JlepxaTbcsi CIOKOWHO U yBepeHHOo. He 310ynoTpeOiisiTh U3IHIIHEH
AMOLMOHAJIBHOCTHIO U KeCcTHKYIsnueh. CoxpaHsITh B OOLICHUU
JOCTaTOYHO KOM(OPTHYIO JJIs KIWEHTa AUCTaHIuio. [jig nmpuBiedeHms
BHUMAaHUS B MEPBYIO OYEPEIb U3JIaraTh KOHKpETHBIE (DAKThI M IUQPHI, a
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MOTOM YK€ TOBOPUTH 00 SMOIIMOHATBHOM CTOPOHE JIeNa;

HAM Heo6XxonuMo MpH MOATOTOBKE K BCTPEUe C KIIMEHTOM cOOpaTh
BCIO JJOKyMEHTAIIMI0, COTIPOBOXKIAIONIYI0 Hall ToBap. Jus mpuHSTHSI
pelICHH Ba)XHO NPEOCTABIATh BCIO OOBEKTHBHYI WH(popMaiuoo. B
MPOTUBHOM CJIy4Yae MBI MOXKEM IOTEPSATH JOBEPUE KIMEHTA U TYT XKe
MIPEBPATUTHCS TSI HETO B ““BBIMOTATENS JCHET.

VYoeaurenpHbie CIIOBa JIJIsl MBICJIHTEILHOTO THMA: O0BEKTHBHOCTD,
TBEPAOCTb, CIPaBEIIUBOCTh, UYETKOCTh, AaHAJIUTHYECKUH,
OeCIPUCTPACTHBIHN, ITOATBEPIKICH HCCIICTIOBAHUSIMHU.

YyBCTBYIOLIUH THII

OcHogHoe npednoumenue:
8 JICU3HU OYEHb BAIICHO NPUCTYULUBANBCS K IMOYUAM U
owyueHusIM

Ecnu naw Kaiuenm omHOCUMCS K YY6CHEYIOULEMY
muny, mo, ckopee 6cezo:

OH B mporecce JEI0BBIX IMEPETOBOPOB JCPKUTCS
AMOIMOHABHO U J0OpOXKEIaTeIbHO. BHUMATEIIEHO CIyIIaeT U MOOMIPSIET
HaC K JabHEWIIMM BBICKa3bIBAaHHUSAM (IIPU YCIOBUH, YTO MbI B KAKOH-TO
CTeNeH! 3anHTepecoBanu ero). [Ipeamountaer B oex/ie MATKUE JTHHUH,
neHuT koMdopt. HOTIa 0118k 12 MOXKET OBITh IOCTATOUHO SIPKOM - 4TO B
sToM mioxoro? OOGcTtaHOoBKa kKaOMHETa OTpa)aeT CEeTrOAHsIIHEee
SMOLIMOHAIILHOE COCTOSIHUE. TaM MOXKET IapUTh TOIHBIN Xa0C, 8 MOXKET -
CIIOKOWCTBUE M YMHpPOTBOpeHHe. HYacTo Ha CTOJIe HAXOMSTCS BEIIIH,
WUMEIOIIE OTHOIICHHUE K TMYHO KU3HH - GOTOTpaduu, CyBEeHUPHI, KHHUTH.
B mpomecce oOmeHus OOBIYHO BHUMATEIBHO CIYIIAET CBOETO
cobecennka. HekoTopbie TOProBbie areHThl OIIMOOYHO HCTOTKOBBIBAIOT
TaKoe OTHOIICHHUE KaK 3aMHTEPECOBAHHOCTh B COOCTBEHHOM TOBape, Kak
CUTHAJ JIJIsl pa3BOpauMBaHus ‘‘HacTynarebHOM kamnanuu”. [lorom oHM ¢
VIUBICHUEM OOHAPYKUBAIOT, YTO C HUMH IPOCTO OOJbIIEC HE XOTST
pasroBapHBaTh;

OH uacto pyKoBOJCTByeTCSs CyOhEKTHBHBIM ITOHUMAHUEM CHTYAIHH,
MO3TOMY CTaHAAPTHBIC W JIOTUYECKH OOOCHOBAHHBIC apryMEHTHI HE
OKa3bIBAIOT HA HETO JIOCTATOYHOT0 BiIHsiHUS. HyxX/aeTcs B SMOIMOHAITLHOM
mojadye marepuana, YYUThIBAWIIEH ero Ju4yHbie HHTEepechl. C
YAOBOJBCTBUEM OKa3blBACT IIOASM ycinyru. Eciam cTommMocTh
MpeIaraeMoro ToBapa He TaK YK BEIIUKa, MOXKET COBEPIIUTH MOKYIIKY
WCKJTFOYMTENEHO M3 YyBCTBA XOPOIIETO PACIIOIOKEHHS K TIPOJIABILY, IPH
3TOM OyJIET TOBOPHTb, YTO JICHCTBUTEIBHO HYKIACTCS B ATOH “OeCLIEHHON
Benu. [IpennounTtaer Bo BceM coracue u rapMoHuto. Crapaercs n30exarhb
KOH(QIUKTOB. M3nuiiHe HacTymnaTelbHas MaHepa OOMEHUS MOXET
BOCIIPUHUMATKLCSI KaK arpecCUBHBIN CTHIIb MTOBEJCHUS. BoCTpUMYKB K
MEJTKUM MapKETUHTOBBIM “‘yJIOBKaM™ TIPOJIABIIOB B BUJIC TIO3/IPABUTEIIBHBIX
OTKPBITOK, MOJIAPKOB M “‘CIEIUAIBHO MMOJATOTOBICHHBIX” PEKJIaMHBIX
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MaTepHaoB.

Ecnu muvt pabomaem ¢ makum Kiuenmam, mo:

HAM Heo0x0auMo MPUBHOCHTH B CBOIO OEIKAY SMOLHOHAIBHBIE
JeTand. DJeraHTHble MapQUKHA A7 KEHIMUH U SIPKUE TaJICTyKH IS
MY>XKYUH Ha (OHE eJOBOr0 KOCTIOMa MO3BOJST KIMEHTY YBUICTH B
MpoaBIe “OJM3KOTO IO AyXy  denoBeka. [Ipekme dem mepexomuTh K
“nerry”, HEOOXOMUMO TIOTPATHTH OCTATOYHOE BpeMsI Ha YCTAaHOBJICHUE
n00pOKeIaTeNbHBIX OTHOMIEHWH. Pa3roBopsl 0 morozae, MOCIETHUX
COOBITHSIX M CEeMEHHBIX mpobiieMax B HEOOJbIIONW TO3UPOBKE OymyT
CIOCOOCTBOBAThH CO3/IaHUIO IOBEPUTENBLHON aTMOC(EPHI.

HAM HeobxoaumMo n30path MATKHI IpyKeCKUil TOH pazroBopa. Ha
KIueHTa d(pPEeKTUBHO OyAyT AEHCTBOBATH dMOITMOHATBHBIC (pa3sl U
metadopsl. He 3moynorpeOnsaTe BHIMAaHUEM W XOPOIINM OTHOIIIEHHEM
Harrero codecennuka. He yBrnekarbcss COOCTBEHHBIMU PACCYKICHUSIMH,
HE MPeICTaBISIFOIMMI HUKaKOro HHTepeca s kiueHTa. “TlogcoBbiBars”
pa3nu4Hble OyMaru ciieyeT TOJIBKO Mociie TOro, Kak 00 3TOM MOMPOCHT.
Jlydiie “3aMeHHTB” CTPOTHE MOKA3aTeNn B JOKYMEHTaX JINYHBIMU Ooliee
SMOIMOHAJILHBIMH BBICKa3bIBaHUSAMH. ECTH paccuanThiBaeM Ha [UTUTETTHHEIE
OTHOIIIEHUS C KIIMEHTOM, CJIeTyeT MOJIeP)KUBATh MX C TIOMOIIHIO 3HAKOB
JUYHOM CHMITATHH - TIOIAPKOB M TMTO3APABUTEIBHBIX OTKPBITOK.

BaxHO, 4TO TOJBKO MBICIUTEIbHBIH M YYBCTBYIOIIUH THUIIBI
B3aMMOCBSI3aHbI C MOJOM. Tak, IPUMEPHO JIBE TPETH BCEX MYKUHMH
OTHOCSTCS K MBICTIUTEIbHOMY THITY ¥ ITIOYTH TAKOE e KOJIMUECTBO KEHILH
- K 9yBCTBYIOIIIEMY.

Y6enuTenbHbIe CIOBA /IS YyBCTBYIOIIETO THIA: CyObEKTUBHOCTD,
SMONMOHAIBHOCTH, YOEKICHNE, TApMOHUS, YyTKOCTh, MOAAEPKKA,
XOpOIIME OTHOLICHUSI.

Pemarommii Tun

OcnosHoe npe()noqmeﬂue: camoe 2nasHoe 8 oooil
desmenbHoCmu - pesyiomam

Ecnu naw knuenm omuocumces K peuwiarouiemy muny,
mo, cKopee écezo:

OH nBuraercs pemiuTeIbHO U LEICYCTPEMIICHHO.
Beru, Haxonsumecst B KOHTPOJIUPYEMOM UM IIPOCTPAHCTBE, PACTIONOKEHBI
TI0 oTipeieNieHHo# cucteme. [lpu paboTe ¢ JOKyMEHTaue HeoOXOaMMbIe
OyMaru OAIIUTH B COOTBETCTBYIOIIHE MAITKH, a Ka)K/1as MarKa JIeKNAT B
CTPOTO OTBEIEHHOM MJIsi Hee MecTe. Bcs medarenbHOCTs HampaBiieHa Ha
MIOJIyYCHHE PE3yIbTaTa - BHE 3aBUCUMOCTH OT TOTO, YeM OH 3aHUMAETCS, -
MOET 3aHUMAThCSl KOJUJICKIIMOHHUPOBAHUEM CIHUYEK U BCIO CBOIO
AKTUBHOCTbH TPATHTh HA MOUCK PEeIUANIICH KOPOOOUKH CITUYEK,  MOXKET C

TaKUM e YIIOPCTBOM 3aHMMAThCS 3aITyCKOM HOBOTO TIPOM3BO/ICTBA.
OH mnouTty Bcerna pykoBOJCTBYETCS BOIIPOCOM: K KAKOMY PE3YIIbTaTy
MBI ipuieM? Ecin geaTeIbHOCTh He MTpeiBenaeT ObICTPOTrO U MOHATHOTO
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pesysbrara, TO OHa CTAHOBUTCS CKy4YHOU M HeuHTepecHo!. [TouTu Bcerna
3HaeT, 4ero xoueT. OTCyTCTBHE IETN BOCIPHHUMAETCS KaK MOTeps
KOHTpOJIst Haj cuTyanued. OOBIMHO TaKoe MOJOKEHHE BElIeH TPEBOKHUT
€ro, 3aCTaBJIsIET UCKATh HOBBIE OPUEHTHPHI B COOCTBEHHOH AESATCILHOCTH.
Bonpmyto yacTe IHS BBINOJHSET 3allJlaHMPOBAHHBIE 3apaHee
MeponpuaTrsa. CAuTaeT, YTO KKIBIN TOKEH 3aHUMAThCsl CBOUM JIEJIOM,
He BMEIMBasCh B Jena Apyrux. [lyakryanen u akkyparen. TpeOyeTt Takux
e KauecTB OT Apyrux. HacTopokeHHO BOCTIpHHUMAET HEOKUIAHHOCTH
u croprpusbl. Cuntaer cebs 4eI0BEKOM jena, YTO COOTBETCTBYET
pearbHOMY MONOXKEeHUIo Beleid. He TpaTuT “nuimiHero” BpeMeHU Ha
yCTaHOBJICHUE JOBEPUTEIBHBIX OTHOLICHNUH - HE IIEPEHOCHT “pa3roBOPOB
0 ToTo/Ie”’, KOT/Ia pedb HIET O Jene. B Apyrux moasx HeHUT OpUEHTAIIHIO
Ha pe3yNbTar, COOpaHHOCTb, PEIINTEIbHOCTh M IYHKTYaJIbHOCTB. B TO e
BpeMs MpH OOIMEHWH CO CBOUM “‘3epKAlbHBIM OTpa)XeHHueM -
MpEeACTaBUTENIIEM SPKO BBHIPAXKEHHOTO pElIaroniero THUMA - 4acTo
paszmpaxaercs, IOTOMY YTO €ro cOOECeIHUK TAaKKe KECTKO OTCTauBaeT
COOCTBEHHBIE B3IJISIBI.

Ecnu muvt pabomaem ¢ makum KiueHmom, mo:

HAM HeoO6XoauMo MPUACPKUBATHCS TOYHOCTH U IIYHKTYaIbHOCTH
B OTHONICHHSX C KJIMEHTOM. [lepkaTbcst sHEpTHYHO W coOpanHo. He
NOAAEPKUBATH AJIUTEIbHOE BpeMs Pa3roBOpPHl “0 TOM, O ceM’.
Hcnonp30BaTh KOHKPETHBIE U YE€TKHE POPMYIUPOBKH. OCHOBHOE BpeMs
TPaTUTh Ha ONMKCAHKUE TOTO Pe3yJIbTara, KOTOPBIKA KIIMEHT MOIyYUT Moce
3aKITIOYCHUS CACTKH;

HAM Heo0X0OMMO YYHTHIBATH, UYTO OOBIYHO UYEJOBEK,
MIPUHAUICKAIINHN K SIPKO BRIPAKEHHOMY PEIIaoNIeMy THITY, CAUTAET CBOE
MHEHHUE MaKCUMaJIbHO BEPHBIM H ITPABHILHBIM. 10 5TO# npuurHe He CTOUT
BO3paXkaTh M TeM OoJiee CIIOPUTH. JTO MycTasi Tpara BpemeHH. Jlyure
MOJOXKATh, KOTJa KJIMEHT NPUMET JIpYyroe, BO3MOXKHO, TUaMETPabHO
MIPOTHUBOIIOJIOKHOE, HO “CBOE” pEIICHHE.

Yb6enutenbHBIE CIOBa MU pENIAIONIEr0 THUMA: pe3ylbTarT,
OTIpeIeNIEHHOCTb, TUIaH, CTPYKTYpa, KOHTPOIIb, YIIPABIISATh, OKOHYATETEHBII
CpPOK.

Bocnpunumaromuii Tun

OcnosHoe npednoumeHue:
6 110001 0esiMenrbHOCIU 8ANCEH npoyecc

Ecnu naw kiuenm omHocumcs K 60CHPUHUMAIOUIEMY

muny, mo, cKopee 6cezo:
OH nroOut y3HaBaTh 4TO-TO HOBOE, JIaXe €CIIU Peub
UJIET O KaKOM-HUOYAb HE3HAYUTEIbHOM mycTsike. Ero
BHHMAaHHE YaCTO IMEPEKITI0YaeTCs ¢ IpeaAMeTa Ha ipeaMeT. it pasroBopa
BBIOMPAET TO, YTO €My HHTEPECHO B JAHHBI MOMEHT, HJTH TO, UTO MTOTIAJIO0
B 30HY ero BHUMaHUA. OH He CTAaBUT Tiepe OO0 OnpeneNeHHbIX 3a/1ad,
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a TIPEIOCTABIISET BO3MOXKHOCTD OOCTOSITEITLCTBAM “‘HIIITH CBOMM UePEIoM .
HexoTopbIx TOPTOBBIX areHTOB pa3JpakaeT TeM, YTO NMPHUHUMAET
OKOHYATEJIbHOE PEIIEHUE IOBOIBHO JI0JITO.

OH He roBopuT HU “ia”, HY “HET. B TO e BpeMs MOXKET “U3BOJUTDH”
MpOaBIa COBEPIICHHO “NOCTOPOHHUME pasroBopamu. O1HA U3 [IABHBIX
0COOEHHOCTEH - HAaIPaBJICHHOCTH Ha Iporiecc. B oTiudne ot pemaromniero
THTIa HaXOAWUT YIOBOJHCTBHE HE B TOJIYUYEHHH PE3yNbTaTa, a B CaMOM
mporiecce - OyIb 3TO MPOIECC OOIMIEHHs, 3HAKOMCTBA C HOBBIM TOBapOM
unu oOcyxaeHue mpoOieM NPOU3BOACTBA. BHUMaHHWE 3aHATO
OTIPENIETIEHHOT0 pojia IEATENLHOCTHIO /10 TEX MOP, MTOKa 3Ta IeATEIbHOCTD
BBI3bIBaeT MHTEepec. Kak TOJNBKO JEsITENbHOCTh IepecTaeT ObMb
3aHUMAaTEeIFHOM, OHa TpeBpamaercs B “o0y3y”. He moOuT TouHOCTH,
BBITIOJTHEHUS CPOKOB M CTPOTHX 00s13aTeNbCTB. Heroxo ayBcTByeT ce0st
B CHUTyalluu HEONPENeJeHHOCTH W MPEANOYNTAET TBOPUYECKOE
CaMOBBIPAKEHHE JOCTH)KEHHUIO “‘CKYYHOr0” pe3ynbTara.

Ecnu mut pabomaem ¢ maxkum KiueHmom, mo:

HAM Heo0XxoauMoO OBITh BHUMATEIbHBIM H TEPIEIHBBIM.
[NonnepxuBaTe TEMBI, HE UMEIOIINE HETIOCPEICTBEHHOTO OTHOIIEHHS K
3aKITIOYEHHIO cIeTKH. OTICHIBATh TOCTOMHCTBA TOBapa C Y4€TOM JIMTHON
3aMHTEPECOBAHHOCTHY U MPEATIOUTEHHI HAIIETO KINEeHTa;

HAM Heo0XxonuMo NpeaocTaBIsTh KaKk MOKHO OoJIblIe HHQOpMaIUu
0 CaMOM TOBape, O €ro MPOUCXOKACHUH U yCTpoiicTBe. Ta nHpopmanms,
KOTOpast MOKaKETCsl pelaroIeMy THITy “aO0COIIOTHO HEHY)KHOW’, MOKET
CTaTh JJIs BOCIPUHUMAIONMIETO “yAWBUTEIHLHO WHTEpecHO#”. Takoe
OTHOIIIEHHE TMO3BOJIUT €My BKJIIOYHTHCSA B MPOIECC B3aMMONCHCTBUS C
ToBapoM. He ciemyer ToponuTh KIIMEHTa C IPUHATHEM OKOHYATEITHHOTO
peuIeHus, B TO K€ BpeMsI MBI JOJDKHBI “OBITH HaueKy’ M CTaparbCs
3aBEPIINTD CAEIKY B TOT MOMEHT, KOI/la HHTEepEC KIMEHTa MaKCUMaJIeH.

VYOenuTtenpHbIe CJIOBa ISl BOCHPUHUMAIOIIETO TUIA: THOKHH,
HEepEeIIeHHBIH, OPHEHTUPOBOYHBIH, TI0 X0y JeNa, IPOIIECC, OTKPHITOCTH,
BOTIPOC.

Koneuno, 310 TONTbKO Ha OyMare MOXXHO TaK YETKO Pa3IeiIUTh BCEX
JIIO7Iel Ha pKO BhIpayKEHHbIE TUIIBI. B peanbHOCTH Bee ropasio CloXKHEe.
Kax b1 yesioBek HEMOBTOPUM U 00J1aJaeT MHAUBHIYAIbHBIMH, TOIBKO
eMy OpucymuMHu ocobeHHocTsiMHU. Yalie BCero Mbl OTHOCHUMCS K
CMEIIaHHOMY THILY, co4deTast B ce0e IMPeArodTeH s, OTHOCSINECS KaK K
MBICIIUTENIFHOMY, TaK W YyBCTBYIOIIEMY, KaK K pEIIafolieMy, TaK U K
BOCIIPUHUMAIOIIEMY THIIaM. B dem jke Torma eHHOCTh MPeaIoKEeHHON
KJIacCU(pUKau?

JlaHHBIH IOAXO0/] TTO3BOJISIET HAM BBIICIIUTH SIPKO BEIPa’KEHHBIC THITBI
KJIMEHTOB. OOBIYHO MOKYIATEH, OPUECHTUPYIOLINECS B JKH3HHU C [IOMOLIBIO
“KpaifHUX’ IPEATTOYTCHUH, OTHOCATCS K pa3psimy “TPYIHBIX ’ TOKyTaTeIeH.
OO0menne ¢ TAaKUMH 3aKa3YHKaMH TpeOyeT ONpeieIeHHOTO HapsKeHHS
Y COCPEAOTOYEHHOCTH. YacTo Takne KIMEHTHI PHOOPETaroT “IIMPOKYIO
W3BECTHOCTH BHYTPH KOMITAaHUH, TaK KaK MX MOBEACHUE 00CYXKIaeTCs
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BCEMH 3aMHTEPECOBAHHBIMHY JIMIIAMHE. bEIBACT, YTO MEHEKEPHI “O0ITUMHI
yeunusMu” pa3pabaThIBAlOT OMPENCICHHYIO JUHUIO TOBEACHUS I10
OTHOLIEHUIO K 3TOMY KIUEHTY. BhIBaeT, 4TO TOJIBKO ABA - TPU COTPYTHUKA
MOTYT 3(pPEKTUBHO JOTOBAPHUBATHLCS C “TSHKENBIM’ JIJIST BCEX OCTAIBHBIX
kineHToM. JlaHHas kimaccuduKaus M03BOJISET HAM JIyYIle MOHSTH,
Mo4YeMy KJIMEHT BBIOMpAET TOT WM WHOW MyTh MOBEIEHUS, KAaKUMHU
MPEANOYTCHUSIMA OH PYKOBOJICTBYETCS, KAKO€ OTBETHOE MOBEJCHHE
HE0OXOIMMO BBIOPATh MEHEKEPY ISl YCTIETITHOTO 3aKITIOYEHUS CIEIKH.

Jannblii moaxon TpedyeT MOBBILIEHHON HaOmioparenbHOCTH. s
TOTO YTOOBI MPABWIBHO “MPOAUATHOCTUPOBATH” KIIMEHTA, HEOOXOAMMO
oOpainaTh BHUMaHKE HE TOJIBKO Ha €ro 00NN CTUIIh IOBEJCHMSI, HO M Ha
MeJTFIaiIie AeTaIr ero BHEITHETO BUAA, OKPY)KEHHSI 1 MAaHEPHI OOIIAThCS.
Tax, KIMUEHT BOCTIPUHUMAIOIIETO THUIIA MOXET BBITIIAIETh PEIIUTETHHBIM
W JICTIOBUTHIM B HANpPSHKEHHOW CUTyannu. A KIMEHT PEIIarollero THIa
MOXET MPOU3BOAUTH BIICUATICHUE YEIOBEKA, OPUEHTUPOBAHHOIO Ha
[polecc B CUTyalMH, KOrja TeMa 0ecebl Ui Hero He OYeHb HHTEpecHa.
Takoil cTHIb MOBEAECHUS MOXET “COUTH C TONKY” MeEHeIKepa,
MIPOSIBIISIONIETO HEJJOCTATOYHOE BHUMAHHE K “BTOPOCTETIEHHBIM IETAIISIM.
[Ipu nuarsHocTuke KIWMEHTa clieqyeT o0pamarbk 0co0oe BHHUMaHHE Ha
OT/AENbHBIE CIIOBA, KOTOPBIMU TOJIB3YETCS KIWEHT, SMOIIMOHAIBHOE
OTHOLIECHHUE, CTOAIIEE 33 JOTMYECKHUMU PACCYKIESHUSIMU U HeBepOaJIbHbIE
nokasareiau oOmeHus. “[IpaBuibHBIN AMAarHO3” MO3BOJISET HE TOJBKO
BbIOpaTh Hambonee d(PPEeKTUBHBIN CTHIL OOLIEHHS C KIMEHTOM B
HaCTOSIIMA MOMEHT, HO U MPOTHO3UPOBATH MOBEJCHNE KIHEHTA B
OyIyTIeMm.

BaxHo, 4TO maHHBIA MOAXOJ] MO3BOJISIET JydIlle pa3oOpaThCs B
COOCTBEHHBIX MPENMOYTCHUSAX U YCTaHOBKaX. MIHOTIa KaXKeTCsl, 4TO HAIITU
0COOEHHOCTH HMUKOMM 00pa3oM He BIUSIOT Ha MPOLEcC 3aKII0UYCHUS
caenku. [Topoii Bce Hey1aun Mbl OTHOCHM Ha CUET KJIMEHTA: 3JIECh OH HE
“mo3pen”, 31eCh HE TIOHMMAET, 37€Ch CIUIITKOM TYTO COOOpaKaeT, a 37eCh
HEBHUMATEIBHO ciymaeT. OHAKO Yalie BCEro HaCTOSIINE TIPENSTCTBHS,
He To3BoJIstomue 3PGEKTUBHO paboTaTh ¢ KIIMEHTOM, HAXOASATCS BHYTPH
Hac, 0€CCO3HATENILHO yMpaBisis HamuM moBencHueM. K Takum

“HPensTCTBUAM > OTHOCSITCSl M HAIIM MPEATOYTCHHUS.

Jluunwle npednoumeﬂuﬂ MeHed:)fcepa 0Ka3vledrOn 8AdINCHOE
GIUAHUE HA npoyecC 3aKITI0UYEeHUA coenku”

Eciu BBl OTHOCHUTECH K MBICAUMENbHOMY THUILY, TO,

CKOpee BCEro, IIO{YNHSIETE CBOIO JEATEIbHOCTh OObEKTUBHBIM

(axTopam, NpoITycKast 49yBCTBA U ““HEJIOTHUHBIC OOBSICHEHUS

KJIMEHTa “MuMo yieil”. Hale Apyrux TUIIOB MPOAABIbI MBICIUTEIBHOIO
THIAa MOTYT Ka3aTbCsl XOJIOJHBIMU M BBICOKOMEPHBIMH B Oecele C
nokynareneM. Korma gakTel TOBOPST “caMu 3a ceOsi”, ITO eIIe Hy>KHO?
MeHenxepy, OTHOCSILEMYCSI K MBICIUTEIbHOMY THILY, CI€oyeT Ooblie
TIOBEPSTH COOCTBEHHBIM YyBCTBAM, OIYIICHISIM U “TipuxoTsiM”. Tormaa o
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CMOXKET ¥ B [PyTOM YEJIOBEKE - B JAHHOM CITydae B IOKyTaresne - “'yBUIETh
SMOIIMOHATIFHBIE TIPOIIECCHI, BIUSIONINE Ha MTPOIECC 3aKITIOUEHUS CICIKH.
Ecnu BBl OTHOCUTECH K uyscmeyrwujemy TUIY, TO MPEKPaACHO
YyBCTBYETE HACTPOCHHUE KIUEHTA U MOXKETE UACATbHO “NOACTPOUTHCA” K
€ro BHYTPEHHUM IEpexuBaHUsIM. B To ke Bpems, BO3MOKHO, BaM HE
XBaTaeT TBEPAOCTH M PEIINTEIHHOCTH B TEX CIydasx, KOT/a MOKynareiab
“umer HampoJoM™ - MeMOHCTPHPYET arpeCCHUBHBIA CTHIIL ITOBEICHUS,
WCTIOJIBb3YET MAaHUITYISTHBHBIE CTIOCOOBI JABIICHHS, YIIPSIMO CHIDKAET IIEHY
WJIU KECTKO BEITOPTOBLIBACT BCEBO3MOXKHBIC YCTYNKU. B 3TOM cityuae Bbl
MOXKETE COIIACUTHCS C KIMEHTOM TOJBKO PaJd COXPAHEHHS ‘“XOPOIIMX
OTHOIICHUI”, HO B yliepO COOCTBEHHBIM MHTEpPECaM HJIM MHTEpPECaM
(upmbl. MeHemKepy, OTHOCSIIEMYCS K 9yBCTBYIOIIEMY THITY, CTOUT HHOT/IA
MTOCMOTPEThH Ha CUTYAIHIO OECIIPUCTPACTHO, CO CTOPOHBI. B 3TOM ciiyuae
OyIyT JydIrie BUIHBI OObEKTHBHBIC (DAKTOPHI 3aKITFOUCHUS CICITKH.

Ecnu BBl OTHOCUTECH K peutaroujemy TUILY, TO OTBETCTBEHHO
OTHOCUTECh K CBOEH paboTe, cTapaeTech JaTh MOKYNATEI0 YSTKHUM
HCYEPIIBIBAIOIIUI OTBET HAa BCE €r0 BOMPOCHL. Bhl X0poIio opranusyere
MIPOIIECC 3aKTIOUEHHUs CAENKH, He MO3BOJISS KIWEHTY OTBIEKAaThCA Ha
MTOCTOPOHHHE TeMBI. B TO ke BpeMs, BO3SMO)KHO, BBl ObIBaeTe M3JIHIIHE
HAaCTOWYMBBI, KOTJA TOKyTaTelb COMHEBAETCS, U HAaYMHAETe TaBUTHh Ha
HET0, YTOOBI OH ‘“HAKOHEI[-TO IPUHSLI IPaBUIbHOE perieHue”’. MeHemkepy
PEIIAOIIETO TUIIA BXKHO “‘pa3peliuTh”’ ceOe He JOBOIUTH BCE CHCIKHU JI0
nobOexHoTro KOHIAa. Benb TOprowis - 3TO TBOpuYeckuil mpoiecc. B
MPOTUBHOM CIIy4ae, eciu Obl BCe OBLIO HACTOIBKO OIMpPEEIEHHO U
OpPTraHM30BaHHO, YCHIJIHS MTPOAABIIA Mo Obl yero crowian. Pa3se He Tak?

Ecnu BBI OTHOCHTECH K 860cnpunumarouiemy Taiy, To 3p(HEeKTHBHO
HaJaKUBAETEe KOHTAKT C MOKYIIaTeJIeM, 3a/1aBasi €My BOIIPOCHI, TIPOSICHSIS
€ro UCTUHHBIC HAMEPEHHUsSI U pacCIpalluBas €ro 0 COMHEHUsX. Brl He
JABUTE Ha MOKYIATEls, 3aCTaBIsIs €ro MPUHATH HEMEAJICHHOE PEIICHUE.
B T0 xe Bpems nHOTIA BB MOJKETE HE JOOUTHCSI KOHKPETHOTO Pe3yiibTaTa
TONBKO Oyarojapsi CBOEH HACTPOCHHOCTH Ha CaM MPOIECC JEIOBBIX
reperoBopoB. M3-3a cBOETO KelaHWs MMOTOBOPHUTH ‘‘cpa3y 000 Bcem”
MOXKETE MOTEPATh JOBEPHUE MOKYIATENsl, HYKJAIOLIErocs B PYKOBOJICTBE
U ONMpPEJENCHHOCTU. MeHeaKepy BOCIHPUHUMAIOLIETO THIIA BaXXHO
COCPEIOTOUNTHCS Ha HECKOIBKUX Hanbosee BaKHBIX CBOMCTBAX TOBapa,
KOTOPBIE SBISIOTCS PEHIAOIIUMU IS 3aKiItodeHns caenku. He cnemyer
“pactbIIAThCS , IpeJIaras cpa3y HeCKOJIbKO HAMMEHOBaHMH ToBapa. Korma
KITMEHT “‘co3pern’, CIeayeT MPOSBUTH TBEPOCTh M OPTaHU30BAHHOCTb, KaK
eciu Obl BBl IPUHAIJICKAIN K pematoiiemy tuiy. He Ooiitech cka3arh:
“B 00111em Bce IeTaly CICIKU Mbl 00CYUIIN, OCTANIOCh TOJILKO O(hOPMUTh
HeoOxonumble Oymarn” win “OtanyHo. Bee pemeno. Kak Bam 370 syurie
ymakoBars?”

Ynpa:xHeHus
* IIpencraBbTre ceOe KIIMEHTOB, C KOTOPBIMHU BaM TPYIHO OOIIATHCS.
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Kaknmu mpeanmodTeHusIMA OHM PYKOBOJCTBYIOTCS B CBOEit
xm3HA? K KakoMy TICHXOJIOTHYECKOMY THITY UX MOYKHO OTHECTH?
* HavepTuTe cXeMmy pacupejeicHUs pa3iudHbIX
peanoYTeHnid. MakcuMallbHOE 3HAYCHHE IIKAJbI IO Kax 10
ocu -10 6amnos (1 - mpeanouyTeHue BbIpaxkeHo cnabo, 10 -
MPEeANMOYTEHUE BBIPAXKEHO CHUIBbHO). OmpeneruTe cBoOe
coOCTBEHHOE TOJIOKEHHE B 3TOH cxeMme. Haiinnte mecTto B 310
cXeMe /IS TPeX BallliX 3HAKOMBIX M TPEX BAIlIUX KIMEHTOB.

* HauepTute quarpaMmy NCUXOJIOTUYECKHX THITOB BaIllUX KIIUCHTOB.
Kakoii mpoLieHT, 1o BalyuM oIy IEHUSIM, PUHAJICKUT MBICIIUTEIILHOMY,
YyBCTBYOIIEMY, PELIAIOIIEMY, BOCIIPUHUMAIOIIEMY U CMEIIIAHHOMY THIIAM.
Tax, ecn KITMEHTHI SBISIOTCS PYKOBOJUTENSIMH KOMIAHHH, TO, CKOpee
BCETO, Cpelr HUX OOINBIIOE KOJMYECTBO PEIIAIONINX M MBICTUTENbHBIX,
€CJH K€ KIMEHTHI W3 TBOPYECKOW CPENbl, TO CPEear HUX MPeoOagaroT
YYBCTBYOIINE U BOCIIPUHUMAFOIIINE.

I'naBa 6
KAK IOBBICUTH YBEPEHHOCTD B CEBE

PaboTty mpomaBiia xapakTepu3yeT OOJNbIIas MCUXOJIOTHUECKAs
Harpy3ka. HeBaxxHO, KaKkoil ToBap 1Mo KakKMM KaHajaM COBITa peann3yeT
MIPOJIaBell, EMY B JIFOOOM CITydae MPUXOIUTCS MHOTO BPEMEHH O0IIAThCS C
kiveHTamMu. COOTBETCTBEHHO €My B M30BITKE XBaTaeT PAaBHOMYIIHBIX
peIUIuK, OTKa30B U KPUTHYECKUX 3amedaHuu. Kpome Toro, pabora
TOPTOBOTO areHTa, 3aKJIFOYaIoNIascs B MOUCKE KIMEHTOB, Tele(OHHBIX
TePEeroBopax M 4YacThIX BU3NUTAX, CBA3aHA C 3aIUIAHUPOBAHHBIMH (2 HHOTIA
Y TIPEBBIMIAIOIIMME OKUJAHUS) HeyldadaMu u crpeccamu. [lopoii Bce
BOKPYT TOJILKO U TBEP/IAT HEYIAaWINBOMY MeHeKepy: “‘He pacctpauBaiics,
MIPOCTO AEPXKUCH YBEpPEHHEE, U y TeOs Bce MOMyuuTcs’ .

OTtkyna B3sTh CTONBKO yBepeHHOCTH? Kakum oOpa3zom MeHemkep
MOJKET TOBBICUTH YBEPEHHOCTHh B ceOe? CymecTBYIOT pa3TudHbIC
WCTOYHHKH, KOTOPBIE AAIOT HAM CHJIY, YBEPEHHOCTh M SMOIIMOHAIBHBIH
ITOIBEM B paboTe ¢ KIIMEHTAMH. Y KaXKIOTO - CBOSI ““KapTa’” MCTOUHHUKOB,
PYYEHKOB, peK ¥ BOJIOTIaI0B. ECITM MBI B KOHTAKTE CO CBOMMU BHYTPEHHUMU
pecypcamu, 3HaeM 00 MX CYIECTBOBAaHHHM, YyBCTBYEeM UX B cebe, ymeeM
VMU TI0JIB30BaThCs, TOTJIA 3T PECYPChI IOMOTAIOT B PabOTe C KIIMEHTOM,
JTaXke Koraa MBI 00 9TOM He 3aayMbIBaeMcs. ECln ke NCTOYHUK “3aBajieH
KaMHAMH H “OKpPYKEeH OyperoMoM”’, HaM MEPHOIUIECKH HE XBaTaeT
YBEPEHHOCTH B ce0e, ¥ 3TO MPEKPACHO YyBCTBYIOT KIIMEHTHI. XOTEIOCh
Obl, 4TOOBI TIPY YTEHUH TOH TJIaBbI BHI €IIIE Pa3 3aryIsHYIIU “B IITyOb” ce0s
JUTSI TOTO, YTOOBI TIPOYYBCTBOBATH TOT UCTOYHUK, KOTOPBI JIa€T BaM CHJIBI,
Y JUISL TOTO, YTOOBI Pa3rPeCTH OT/JCIIbHbIC KAMHH, MEIIAIOIINE IT0JIy4aTh
YIOBOJIBCTBHE OT Bamlei paboTsl. MHOTHE HCTOYHHUKH CBA3aHBI C HAITUMHU
OTHOIIEHUSAMH K paboTe, K IPYTUM JIIOISIM, K ce0e U CBOEMY TeIy.

OTHomeHne K padore. MbI MOCTOSHHO BCTpEYaeM IPOIABIIOB
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(HeBa)kKHO, KaKOW TOBap OHU MPOJBHUTAIOT: 3TO MOTYT OBITH KaCCHPHI-
OTIEpPAITMOHNCTHI O0aHKa, MEHEIKEPHI 10 MPOAaKEe HEABMKUMOCTH WIIH
ITPOABIIBI OJICHK/IbI ), KOTOPBIC 3aHUMAOTCS MPOJIAXKEH TOJIBKO H3-3a TOTO,
YTO “OHA MPUHOCUT IE€HbTH, HA KOTOPHIC MOKHO KUTH . MBI MOCTOSHHO
CTaJIKUBAaEMCsl C JIFOJIbMH, KOTOPBIM TOPTOBIIS HE MPUHOCUT HU KaIUIH
YIOBJICTBOPEHUS, @ TOIBKO “OTHUMAET CHJIBI . MBI 4aCTO BHIUM JTIOICH,
KOTOpBIE MEUTAIOT 3aHAThCA YeM-TO OOJiee WHTEPECHBIM, a He
“BTIOXMBaHHEM  HETOOPOKAIECTBEHHOTO TOBAapa, HO OCTAIOTCS padoTaTh,
MOTOMY YTO HE 3HAIOT, [I€ UCKATh 3TO “Oo0Jiee MHTEpecHoe .

[Tpu TakOM OTHOILICHUHU HE IIOMOTYT HUKAKHE ITPUEMbI 3PPEKTUBHOTO
OOIIEHHS C KJIMEHTOM. DMOIIMOHAIbHOE HEMPUATUE COOCTBEHHOM
npodeccuy, Kak KPpUBOE 3epKasio, Oymer “mcKakarh’ 000 caMbIit
MPaBUIIBHBINA MIPHEM, MpeBpaliasi ero B OpyKue, AeHCTBYIOIIee MPOTHB
ycnemHo# caenku. [Ipr TakoM OTHOIIEHUH TOYTH HEBO3MOXKHO XOPOIIIO
paboTarh U NOTyYaTh BHICOKUE JIOXO/bl. EMHCTBEHHAs CHTYaIHs, KOrja
JeHbIH “TIOTEKYT PeKoil” 0e3 BCAKOTO YCHIIMSI CO CTOPOHBI MpoJaBLa,
CBsI3aHA C MPOJBMKCHNUEM HEBHUJIAHHOTO MO0 CBOMM Ka4eCTBaM TOBapa, 3a
KOTOPBIM KJIMEHTBI CTOAT JJIMHHOW BEpEHHUILIEH, JOKUIasICh CBOEH 0UepeIu.
Ha namewm ppIHKe TakWe CHTyaldy CIy4aloTCsl 3HAYUTEIHHO Yallle, YeM
Ha 3amnae. Ho n oHM TPOXOIAT CIUIIKOM OBICTPO, ITOTOMY YTO KOHKYPEHTHI
C COCE/IHEH YIIUIbI HAYMHAIOT TIPOJIaBaTh TAKOW JK€ HEObIBAJIBIN TOBAP IO
TaKUM ke HeObIBaJbIM ILieHaM. I mpomaBell CHOBa OKa3bIBAETCS MEPe]
CUTYyallMel, KOrjia OH JIOJKCH MPHUBJICKATh U YACPKUBATh KIHMCHTA.
Hexoropeim MeHemxkepaM padbora B cepe cObITa MPOTUBOIIOKA3AHA,
MPOCTO TIOTOMY YTO UM HYyXHa apyras mpocdeccus. UM HE0oOX0aMnMO
HaOpaThCs CMEIOCTH, PUCKHYTh W HAWTH Jydlllee MPHUIOKECHUE
coOCTBeHHBIX cuia. Jlpyrum mpogaBuaM BaXXHO IMOHITh H
“NpOYyBCTBOBATH”, UTO MOXET J1aTh TOPTOBJIS JUISl YIOBICTBOPEHUS
JIMYHBIX ToTpeOHOoCcTel. Eciu B mporecce paboThl MEHEIKEp MOJTydaeT
TO, 9YTO COOTBETCTBYET €r0 WHTEpPECaM M IKEIIaHWSM, TO HCIIBITHIBACT
YIIOBOJIBCTBUE U PANOCTh OT paboThl. Jlaske B TPYOHBIX CHUTyalMsIX OH
JEHCTBYET Kak “ppI0a B Bozme”, Haxos Hanboee 3pPeKTUBHBIE CITIOCOOBI
€€ pelIeHHUS.

Tecm. Ouennre no 10-0a/11LHOM 1IKAJIE, KAKOE KAaUueCTBO
B npodeccun MpoaaBHa NMPUBJIEKaeT Bac 00JIbIIe BCEro.

1. Bozmooicnocmo obwenus. Ilpodeccus mpomasma gaet

BO3MOXXHOCTh B3aMMOJIEHICTBOBATh CO MHOTHMHU JIIOIBMU,
00OMEHHNBATHCSI MHEHUSIMH, BIICYATIICHUSIMHA, JI€TUTHCS TIMIHBIMA
nepexxuBaHusMu. [IponBrIKEHHE OJHUX TOBapoB TpeOyer
KpPaTKOBPEMEHHOTO OOIIEHUS C MOKYIATEeIeM, MPOJBUKCHUC

JIPYTUX - IJIUTEIBHOTO COTpyIHUYecTBa. U B TOM, U B IPYrol CUTyalluu
MpoAaBer Oy/IeT YCIEIIHO PadoTaTh TOJIBKO B TOM CITydae, €CIIA CMOXKET
HaJIAJUTh T0OPOXKENATETbHBIA KOHTAKT C KITMEHTOM, TIOHSATH €70 HHTEPECHI,
“pa3menuTs”’ ero mepeKuBaHusd. ... MOIYyIUTh OT STOTO YIOBOJILCTBHUE.
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Ecnu BaM HpaBuUTCA 00maThCS C pa3HBIMHU JIOABMH, TO Tpodeccus
MPO/IaBIIa IPEIOCTABISAET ISl 3TOTO MIMPOKHE BO3ZMOKHOCTH.

Ecnu xe Bbl qr00UTE 00IIATHCS TOJBKO “MO Aeday” W BaM HeE
WHTEPECHBI IPYTHUE JIFOJIU, TO HEOOXOAUMOCTh TOCTOSIHHO BHUKATH B UY)KUE
UHTEpEChl OyJeT TATOTUTH Bac, CIOCOOCTBOBATh BO3ZHUKHOBCHUIO
SMONMOHANIBHOTO AuckoMdopra. B cBOIO ouepenp MOCTOIHHOE
HanpspKeHue OyZleT TepeIaBaThCs ¥ KIIHEeHTaM, OHU OyIyT TIepeXOIuTh B
paspsa “TpymaHBIX ’, “3aHyIHBIX | “‘OCCTONKOBBIX ’, UTO eIrie O0IbIe OyaeT
OCJIOXKHSTH Ballly paboTy.

Tecm. Onenute, moxajylicra, Bame sKeJaHHe

o01aTbes ¢ ApyruMu Jioabmu no 10-0anneHoii cucreme (0-

3 - o0mamch ¢ He3HAKOMBIMHM JIIOIbMH TOJbKO B CHJIY

Heo0X0AUMOCTH; 4-6 - MHe HPaBUTCH 00IIATHCA C APYTUM

YyeJIOBEKOM, KOI7Ia OH BbI3bIBaeT y MeHsl uHTepec; 7-10 -

MOYTH JI1000i1 YeJIOBeK MOKET ObITH HHTePeCeH B 001IIeHHH).

2. Bosmooicnocms 3apabamvieams mMH020 OeHee.

[Ipodeccus mpomapia mo3BosieT 3apadoTaTh HEOrPAHHUESHHOE

KOJIM4YeCTBO AcHeT. [lomp3yeTech i BbI 3TOH BO3MOKHOCTRI0? KoHewHO,

ecTh (UPMBI, T1Ie COTPYIHUKH, OOCTYKMBAIOIINE KIUEHTOB, MOITYJaroT

JIUIITH OKJIa]T, KOTOPBIH HE 3aBHCUT OT Ka9eCTBA M KOTMIECTBA 3aKIIFOUSHHBIX

c/IeNoK (eciii Bac ycTpauBaeT paboTa B Takol pupme, To, cCKopee BCero,

BBl MPEANOYUTACTE CTAOMIBHOCTh W 3alIUIICHHOCTh (DMHAHCOBOU

HEOIPEASICHHOCTH U BBICOKMM 3apaborkam). C Apyroél CTOpPOHHI,

CyIIECTBYIOT (PUPMBI, TIPEIOCTABISAIONE CBOMM TOPTOBBIM areHTam

MaKCHMAaJbHYIO CBOOOAY W BBHIIIJIAYHBAONINE TOCTATOYHO BBICOKHI

TIPOIICHT C KaXXIOW 3aKTIOUeHHOH cienku. Ecim BBl paboTaeTe B Takoi

(upme, iepe] BaM# pacKphIBAtOTCS IUPOKUE (PUHAHCOBBIC BOBMOMHOCTH.
PasBe ne Tak?

CKOJIbKO CTOHUT 37I0POBbE, OJIarornorydne, IPeCcTUX U YBEPEHHOCTh
B ceOe? Beab MMEHHO OTH BBITOABI OTIAYMBAIOT KIHCHTHI. Ilopoit
CTOMMOCTH M KOJIMYECTBO MPOAAHHOTO TOBApa 3aBHUCST JUIIb OT HAIIETO
YMEHHS PETIOIHECTH €T0 MoKymnarento. [[podeccns mpomasa oTKpeIBaeT
HEOrpaHUYCHHBIC (hMHAHCOBBIC BO3MOKHOCTH. Chepa cObITa 1O3BOJSCT
MOJIy4aTh BBICOKYHO MPHOBLUIb B JOCTaTOYHO KOpPOTKHE Cpoku. Pabora
MpojiaBiia He TpeOyeT HUKAKMX KaluTAIOBIOKEHUH. BianbiBas Jmmnib
COOCTBEHHYIO aKTHBHOCTb, SHEPTHIO, OOIIUTEITFHOCTh U KOMIIETEHTHOCTH,
BBI MOYKETE JIOCTHYh BEICOKOTO YPOBHS OytarococTostHrst. OcoOEHHO BEPHO
JTAaHHO€ YTBEP)KJICHWE ISl HAIIETO PBIHKA, I7Ie YPOBEHb KOHKYPEHIIUU
MeX1y COBITOBUKAMU €IIIe HEJIOCTATOYHO BhICOK. [I0CTOSIHHO IMOBBIIIAs

cBoii podeccuoHanusM, npojaasel] paboTaeT Ha COOCTBEHHOE
0IarocoCTosIHHE.

Tecm. Ouenure, noxanyiicra, mo 10-6a1/1bHoI mKage
Ballle ;KeJlaHue 3apadoTaTrh MHOTO AeHer (0-3 - 1eHbI'M HA/10
3apabaTbIBaTh “4yecTHBIM” TPynoM; 4-6 - paboTa mpoaaBua
JAaeT NPUJIMYHBIIA 10X0/1, HO MHOI'O JIEHer ¢ ee MOMOLIbIO He
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3apadoraemb; 7-10 - 1 MOCTOSIHHO WINY HOBbIE BO3MOMKHOCTH
3aKJII0YeHHUS] BHITOHBIX CAEIO0K).

3. Heszasucumocms. Ilpodeccus TOpProBoro areHTta gaeT
BOCXUTHUTEIILHOE YyBCTBO HE3aBHCUMOCTH, €CIIU MIPOJIaBEl] CTPEMUTCS K
CaMOCTOSITEIPHOCTH, OTBETCTBEHHBIM PEIICHUSM U HE OOUTCS PUCKOBATh.
B HexoTOphIX ciaydasix MEHEIXKEp, Pealu3yloluil ToBap, MOXKET
paccuMTHIBATh TONBKO HA ce0st. EMy mpuxoanTcst paboTaTh Ha TEPPUTOPUHU
KJINEHTAa, BOCTIPHHUMAIOIIETO €r0 BU3UT KaK MOCAAHYI0 moMmexy. Emy
HEJIb3s PAacCYUTHIBATh Ha MOJJEPKKY CBOUX KOJUIET, a MOMOIIb €ro
COOCTBEHHOH (PUPMBI B 3TOT MOMEHT 3aKJIFOUACTCSI JIUIIb B PEKJIAMHBIX
MaTepuajiax Ha TOoBap.

Bwmecrte ¢ Tem, eci TOPrOBBIN areHT BiaieeT IpoQeCCHOHATBHBIMU
HaBbIKaMH BCTYTIJICHHUS B KOHTAKT M HATAKUBAHUS OTHOIICHUH C JTFOOBIM
cobecemHUKOM, eciau dP(OEKTUBHO TUTAHUPYET BU3UTHI, Teae(OHHBIE
3BOHKH M PACCBUIKY PEKIAMHBIX OYKJIETOB, €CJIM CO3/AeT U YACPKUBACT
BOKpYT ce0si CBOM KPYT KJIUEHTOB, OH CTAHOBHUTCS HE3aBHUCUMBIM OT
BHEIIHUX OOCTOATEILCTB. boiee Toro, oH MCHONB3YyEeT ATH BHELIHHE
00CTOATENBCTBA IS JOCTHMIKEHHSI COOCTBEHHBIX Iieneil. Paboras Ha
BBICOKOM NpOo(ecCHOHAIbHOM YPOBHE, BBl CTAHOBHUTECH KaK OBI
opraHmu3anueil B OJHOM JHIIE, COBMeNas POJU PYyKOBOJUTEIS,
MOTYMHEHHOTO, MAPKETOJIOTa, SKCIIEPTa 10 TOBApy U IICUXO0JIOTA. YAoK
(UpPMBI WM CHUXKCHUE TMOMYJISIPHOCTH TOBapa HE CMOTYT IOJ0OPBATh
YBEPEHHOCTD, TIOTOMY YTO BbI He3aBUCUMBL. CTpEMIICHUE K HE3aBUCUMOCTH
MPUHECET YCIeX TOJIbKO B TOM Cliydae, €CIW OHO COYETAETCH C
OTBETCTBECHHBIM OTHOIIICHWEM K cBoel pabote. Pabora B cepe cObiTa
TpeOyeT YETKOTO BBITIOJHECHHS COOCTBEHHBIX 00s3aTEIIBCTB, XOPOIICH
OpraHU3allUU JICATSIBHOCTH U YMEHHsI OpaTh Ha ce0sl OTBETCTBEHHOCTh
3a PUCKOBaHHBIC pEIICHUs. B MPOTUBHOM ciy4yae CTPEMIICHHE K
HE3aBUCUMOCTHU IPHBOJUT K OOHHIIaHHIO TOPTOBOTO areHTa W

BO3HHKHOBEHHUIO 03JI00JICHHOCTH IIPOTHUB CBOCH TTpodeccu.
Tecm. Ouennte, moxkanyiicra, mo 10-6a1nbHoi mkase,
Ballle cTpemjienne K HezaBucumoctu (0-3 - ayuie Bcero
padoraTrbh 3a He(OJIbIIHE JeHbIH, HO B CTA0MJIBHOI
KOMNaHUM; 4-6 - MHOTAA S MIPUHUMAI PHUCKOBAHHBIE
pemenusi; 7-10 - 1 BbIONpPalo He3aBUCHMBII CTHJIB Pa0OTHI
NMopoii B ymepd cTadWILHOCTH).
4. Teopueckuii nooxod. Hu omHa cienka He MOXOXa Ha
Jpyryto. Kaxaplid KIMEHT YHUKAJIEH, XOTS MOPOM 3aMevyaHusl KIMEHTOB
TaK MOXOXH JAPYT Ha apyra. JroOas caelika oCTaBISIeT MPOCTOP IS
TBOPYECKOTO MbItUIeHHUs. [IpoaBIibl, 130 JHSI B ICHB TOBTOPSIIOIINE OJTHU
1 Te e (ppa3bl, TUIIAIOT CeOs BOBMOXXHOCTH 3aKIIFOYUTh 00JIE€ BHITOIHYFO
C/ETKY W HCIIBITAaTh YOBOJIBCTBUE OT MOMYUYEHHOTO pesynbrara. [lopoi
MPOJIaBEII JIaXKe He JIOMYCKAaeT BO3MOXXHOCTH HHOTO ITOX0/Ia, HU HA MUHYTY
HE COMHEBAsICh B TOM, YTO BCE “N3BECTHO Harepes . MeHeKephl, KOTOPhIE
MOCTOSIHHO 3a/1a10T cebe Bompoc: “UTto MHe clieyeT caemarh emie, YTOObI
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MTOJTYYHTh JIYUITHH pe3yabTaT?” OTKPBIBAIOT Iepeql coO0i He TOILKO
MPOCTOP /71 PO ECCHOHATEHOTO POCTa, HO U BOBMOYKHOCTH TBOPUECTBA.
TBopueckuil moaxox K cBoeil paboTe naeT BO3MOKHOCTb MEHEIKEPY
YyBCTBOBaTbh SYMOLMOHAIBHBIA MOABEM M YBEPEHHOCTh B COOCTBEHHBIX
CHJIaxX.
Tecm. Ouenure, noxanyiicra, mo 10-6a11bHoI mKage
cBoe oTHoIIeHUe K padote (0-3 - B Moeii paGoTe He MOXKeT
OBITH HHYEro HOBOI'0, B Heli Bce M3BECTHO OT “a” 10 “a”; 4-
6 - y MeHsI eCTb BO3MOKHOCTH COBEPLIEHCTBOBATHCSI B CBOEIi
padore; 7-10 - 1 MOCTOSITHHO HIIy HEOPAMHAPHbIE pPelIeHus!
BCTAIOLINX Mepeao MHOI mpodiem).
5. BO3MOXXHOCTE TOCTABIIATH JIIOIAM PagocTh. JIrobas
MOKYyTKa CBA3aHAa C yIOBIETBOPEHHEM KaKOTO-HUOYAb JKEIaHUA,
norpednocTu. Ilokymarenn yxomsaT oT Hac Oojee KpacHUBBIMHU,
AJICTAHTHBIMH, CHUJIBHBIMH, CMEJIBIMHU, YBaKaeMbBIMH, OJIarONOIyYHBIMH,
YBEPEHHBIMU. DTOT CITUCOK MOJKHO IPOAOIIKATE 10 OeCKOHEYHOCTH. J{iist
HEKOTOPBIX TOBAPOB PAAOCTh OT MPUOOPETEHUS] MUMOJIETHA (TaK, MPH
MOKYTIKE COJIEHBIX OTYPIIOB Y KJIEHTa MOXXET BOSHUKHYTh JIUIITb CEKyH/THAS
“KapTHHKA”, Ha KOTOPOH OH WX TOENAeT), IS APYTUX - MPOMOJDKACTCS
IuTeNbHOe Bpems. [IpomaBen OymeT “ycmemHbIM” B TOM CIydae, eCid
CcaM HCHBITHIBACT yAOBOJLCTBUE OT TE€X MO3UTHUBHBIX NEPEKUBAHHM,
KOTOpBIE KJIMEHTY JIOCTABIISIET €ro ToBap. Eciy BbI M31ydaeTe 03UTUBHEIC
SMOLMH, TO MOKYIaTelb TaKKe 3apshKaeTcsi UMH. B cBOIO odepens BB
MOJTy4aeTe yIOBOIBGCTBUE OT €T0 MO3UTHBHBIX MEPEKUBAHNN. DTO TIPUIALT
CHJTBI M YBEPEHHOCTH JUISI pabOThI ¢ IPYyTUMHE KITHeHTaMu. Ecin xe smorun
MTOKyTIaTeJIeH Bac HE BOJHYIOT HIIH BBI ITBITACTECH ““OTTOPOAUTHCS OT HUX,
TO NHLIaeTe ce0s yAOBOIBCTBHSI OT IpoLecca paboThl.
Tecm. Ounenure, noxanyiicra, mo 10-0anabHoil mKage Bame
cTpeMJIeHHe JOCTABJATH KiaHeHTaM paaocTs (0-3 - mepesxuBaHus
KJIMEHTA - UX JUYHoe /1eJ10; 4-6 - HHoraa ObIBaeT MPUATHO,
YTO KJIMEHTHI TaK paayloTcs nokynke; 7-10 - a1 crapaloch,
YTOOBI KJIMEHTHI BCeraa YXOAUIH OT MeHs 10BOJIbHBIMH).
Pesynomamot mecma. llogcuuraiite o01ee KOJIMUECTBO
HaOpaHHbIX 6ayutoB. Eciin Bel HaOpanu menblie 15 6anios, To
CTOMT CMEHUTH mpodeccuio Ha Oosiee sl BAC HHTEPECHYIO.
Ecmm nabpanu ot 16 mo 30 6a110B, TO CETOMHATHSS paboTa He
JlaeT BaM NOJHOTO YJAOBIETBOpEeHHUS. Bo3MoOXHO, eCcTh
ompeseeHHbIe Oapbepbl, KOTOpPbIE MEMIAaI0T Ballel
npodeccroHanbHOl peanuzanuu. Yto 31o 3a Oapeepsl? Eciu
BbI HaOpaiu Oosblre 31 Gana, 3HAYUT, TPOPECCHS TPHHOCHUT
BaM yA0BOJILCTBHE. Pa3BuBast mpodeccuoHains3m, Bbl J0ObETECh
OOJBIIMX YCTIEXOB B 00JIACTH COBITA.
Ommnowenue Kk cebe u knuenmam. Hame moBenenuve
HAIPSIMYFO 3aBHCHUT OT OTHOIICHHS K ce0e, K APYrOMY YeIIOBEKY,
K CHTYaIllH, B KOTOPOI Haxonumcesi. MO)KHO OCBOUTB MHOYKECTBO
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npueMoB dPPeKTHBHON pabOTHl ¢ KJIMEHTAMH, HO 0€3 MCTHHHO
YBaXHUTEIHHOTO OTHOIICHUS K ce0e 1 APYTUM JIFOISIM YeJIOBEK BCE PAaBHO
He OyzieT 4yBCTBOBAThH ce0sl yBEPEHHO. bOJBIIMHCTBO U3 HAC Ha MPSIMOI
Bonpoc: “Kak Bbl K cebe OTHOCHTECH?”, CKOpee BCEro, He CMOTYT AaTh
YETKOr0 OJHO3HAYHOTO OTBETA WK CKaxyT: “HopmansHO, X0porio”.

BmecTe ¢ TeM HeyBaXHTENILHOE OTHOIICHHE K cebe (make
HEOCO3HAHHOE) MOCTOSHHO “TIPOSBISETCS Ha yPOBHE KOHKPETHOTO
moBeieHus. B 9TOM ciTydae 4eoBeK 4acTo HCTIBITHIBAET HEYBEPEHHOCTH B
cebe, COOCTBEHHBIX CHJIaX M BO3MOXHOCTIX. XpOHUUECKas
HEYIOBIETBOPEHHOCTH CBOEH JKM3HBIO, pa00TOM, OTHOILIEHUEM C OTM3KUMH
JIIOIBMHU MOKHUAET €T0 JHIIb Ha KOPOTKHH CpoK. OIyIieHne yCIenHOCTH
CBSI3BIBAETCS TOJIBKO C IOCTIKEHHEM KOHKPETHBIX Lieeid. B To xke BpeMs
HETPUATHE COOCTBEHHBIX KAa4eCTB HE TMO3BOJISIET €My PUCKOBAaTh U
“3aBOEBBIBATH HOBBIE BHICOTHI . MI30BITOYHAS 9yBCTBUTENILHOCTD K OIIEHKE
CO CTOPOHBI 3aCTaBJIsIET TAKOTO YeJOBEKa BHIOMPATh CTHIIb ITOBEICHHMS,
MaKCUMallbHO 0J00psieMblii ApyruMu. EMy TpyaHo noOuBaThCs
coOCTBEHHBIX 1ieJieil. KpoMe Toro, OH CIMIIKOM yS3BHM JJIsl CTPECCOBBIX
CUTYyaIlni, Heyad v 1ake 6e300MIHBIX KPUTHIECKUX 3aMedannid. [1oxoe
OTHOIIIEHHE K COOCTBEHHOH MEpCOHe OeCCO3HATENBHO MPOSIBISETCS U Ha
TEIIECHOM YPOBHE: CYTYJble TUIEYH, HEYKIIOKas MOXOJKa, BHHOBATAs
yJIbIOKa, CYCTJIMBBIC JIBUIKCHUS M MHOXECTBO APYTUX MBIIICYHBIX
nokasareyiel BHyTpeHHero auckomdopra. Kopoue roBops, HU3Kas
CaMOOLIEHKa 3aCTaBJIsICT YelloBeKa BBHIOMpaTh HEYBEPEHHBIH CTHUIIb
noBeneHus. OHa YaCTEHBKO 3aCTaBIIACT YEIIOBEKA CaMOYTBEPKIAThCS 3a
cuer Jlpyrux nmromeii. Benp mpu miIoXoM OTHONIICHHH K ceO€ TOIHKO
MIPEBOCXOICTBO HAJ IPYTUM JaeT HEOOIBIIYIO “TIePEIbIIIKY”’, TI03BOJISICT
4yBCTBOBAaTb ce0sl yBepeHHEe.

Hamry yBepeHHOCTh MUTAET HE TOJBKO MO3UTUBHOE OTHOLICHHE K
ce0e, HO ¥ IO3UTUBHOE OTHOIICHUE K APYTHM. UeTI0BeK, HEYyBaKUTEIBLHO
OTHOCSIIIMIACA K JPYTMM, Ha YPOBHE KOHKPETHOTO TIOBEICHHS OOBITHO
JNEeMOHCTPHUPYET arpecCUBHBIA WM MACCHUBHBIM CTHUIb MOBEICHUS.
LIupokuii cHmeKTp pa3HOOOpa3HBIX UYYBCTB - OT cTpaxa H
MOJ03PUTENBHOCTH JI0 BHICOKOMEPHSI M IPE3PEHUSI - 3aCTABIISIET €r0 100
“u30erarb KOHTAKTa (MACCUBHBIN CTWUJIb MOBEACHUS), TMOO MOCTOSHHO
“cpakaTbcsl” ¢ APYTMMH (arpecCUBHBIN CTHIIb TOBeaeHHUs). Takue “Oon”
TpeOyIOT TOBBIIIEHHOTO HAMPSDKEHHs, COCPeoTouns Bcex cuil. Kpome
TOTO, JIOH, TTPOTUB KOTOPBIX BEAYTCA ‘‘Cpa’kKeHUsA , CAMU HAYMHAIOT
MpeAnpUHIMATh OTBETHBIE MEPHI M JEMOHCTPHUPOBATh COOCTBEHHYIO
arpeccUBHOCTb. Hai repoii JeHCTBUTENHLHO OKA3bIBACTCS BO BPAXKACOHOM
OKpykeHHH. KTO MOXET COXpaHATh YBEPEHHOCTh, KOIZla BEChb MHP
HACTPOEH MPOTHB HEro?

IIponaBen, uMeIUN B CBOEM OKPYKEHUM CIHUIIKOM MHOTO
“rutoxux’’ TIOKymnaresei - paBHOMYIIHBIX, 3aHYAHBIX U pPa3paKeHHBIX,
yaie BCero 00sf3aH TaKUM OKPYXEHHEM HMMEHHO COOCTBEHHOMY
nosegeHu0. [IpudueM 3aKOHOMEpPHOCTH, OUEBUJHAS IJs IPYTHUX,
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COBEPIICHHO HE 0CO3HAETCA CaMUM TposiaBiioM. JIFoOble 3aMedaHns niTH
HEI0BOJILCTBO CBOEH MaHEpOii 00IIaThCs BOCITIPHHUMAIOTCS UM JIMIIb KaK
MOJATBEPKACHUE COOCTBEHHOW MOJEIH MHUpPA - JPyrue JAU HE
3aCIYKUBAKOT XOPOILIEr0 OTHOIICHUS.

[TpuoOpeTeHre HCTUHHOM YBEPEHHOCTH B ce0e TpeOyeT KPOIOTIUBOM
BHyTpeHHEeH paboTwl. ['mybokue KOpHW Hamed yBEPEHHOCTH -
HEYBEPEHHOCTH HAKPETKO CBA3aHBI C YCTAHOBKaMH, (POPMHUPYIOIIUMHUCS
B paHHEM JIeTCTBe. DpUK bepH - 0CHOBOMOJIOKHHK TPAH3aKTHOTO aHAIH3a
- ONHCaJl YeThIPe KM3HCHHBIE YCTAHOBKHU, KOTOPbIC (hOPMHUPYIOTCS B
paHHEM JIETCTBE, a IOTOM OKa-3bIBAIOT INI00AJIbHOE BIIMSIHUE Ha BCIO JKU3HBb
yenoBeka. (bornee moapoOHO 0 )KU3-HEHHBIX YCTAHOBKAX MOXKHO MPOYUTATh
B kaUTe “POXKmeHHBIC BRIMTPBIBATE , [oicetimc V., Jloconeeapo /. - M.,
1993). YcoBHO ATH YCTAaHOBKH CXEMaTHIHO MOYKHO TIPEICTABUTH B BUIIE
YETBhIPEX MIOCKOCTEH.

1. Y MeHs1 He01arOMOJIYYHO A
- y Te0s1 01aronoJyy4Ho
2. Y MeHs1 HeDJ1arOMOJIYYHO

¥ mMcmEE
| Bmarmmamynio

-y TeOs1 HeG1aronoJayYHo () ’ ()
3. Y MeHs 6Jaronory4Ho |
-y Te0s1 HeOJIaronoJIy4Ho W el | ¥ Tefin
4. Y MeHst 6.]131"0110.]1qu0 BEON AT Y R | BB MO Ty
- y TeGst GJIAronoJay4Ho -+ . >
B JITaHHOM ciaydae [
61arononayune MOXET () i 0,

HEOJHO3HAYHO BOCIPHHUMATH-CS

PasHBIMH JIOAbMH. J{JIsl OTHUX - 5TO [

yYMEHUE T0OUBAThCSI UeT0-JI100, JUIsI : _ ¥ Mea
HEONOITITOA Y FHEE

JIPYTUX - HAJIAYHE OIPEIICICHHBIX

KadyecTB (KpacoThl, HHTEIJIEKTA,

CHIIBI, CMe-JI0CTH,

NPEeINPUUMUYABOCTH), AJA TPEThUX - HAJIWUHE OMpPEaeTCHHBIX

MaTepHu-albHBIX HOCHTENICH MX OJaromnonyyusi (BbICOKOHM 3apIuiaThl,

MPECTHKHON OJDK-HOCTH, JOPOTOCTOAILIECH KBapTupbl). st kaxmoro

YeJI0BeKa MOHATHE 0JIarono-JIyyusi CBI3aHO C €ro JIMYHBIMH )KU3HEHHBIMU

[IEHHOCTSMHU.

JleTckoe pemeHue mpuHUMAaeTCS Ha OECCO3HATENIbHOM YPOBHE Ha
OCHOBE paHHETO OMbITa pedeHka. Pe0eHOK 0CcTpo Hy ) /1aeTcs B TOHIMaHUT
1 00BsIC-HEHUU TeX COOBITHH, KOTOPbIE IPOUCXOAAT BOKPYT Hero. IToka
KapTUHa MUpa pa3po3HEHa, OHA HAIIOMUHAET Ha0OP IEMEHTOB MO3aHKH
“PUZZLE”, Mano cBA3aHHBIX APYT ¢ ApyroM. Kak ToibKo 1eTckoe pelenne
MIPUHSATO, OHO BOJI-IIEOHBIM 00pa3oM OOBSICHICT MECTO PEOCHKA B ATOM
MHpE W OTHOIICHHWE K HEMYy OKpYKalomux roneil. Pazopocannsie
AJIEMEHTHI TeMepb 00Pa3yIoT €AMHOE Ie-JI0€ W MOMEIIAI0TCs B OCHOBY
KapTHHBI MUpa pedeHka. JleTckoe peleHne Haxo-AuT MOATBEPKACHHUE TEM
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OTHOIICHUSIM, KOTOPBIC CIOKUIIUCH B ceMbe. Teneph ¢ MOMOIIBIO CBOETO
OTKPBITHS PEOCHOK CMOXET HE TOJIBKO JIy4YIlle TOHUMATh IO-BEJACHHE
OKPYKaIIIKUX €r0 JIOACH B HACTOSINEM, HO W MPEAyrajblBaTh €ro B
Oymy1em.

OMOIIMOHAIbHAS YCTAHOBKA CKJIA/IBIBASTCSI K KOHITY BTOPOTO - HAYaITy
Tpe-Thero roja >ku3Hu. [IpUHSAB OKOHYATENbHOE pelnieHue, PeOCHOK
OCTaeTCsi BEPHBIM €My JIONIToe BpeMs. Termepb TO pellleHre yrnpaBisieT
OCHOBHBIMU COOBITHSIMH B XH3HU pebOcHKa. Yepes mpuzMmy

0eCCO3HATENBHOTO PEUICHUS BOCIPUHHMAKTCS CBOH
MOCTYTIKHU U TIOCTYIIKH OKPY>KAOIIUX JIFOJICH.

Kapmuna mupa cknaovieaemcs Ha 6ecco3HamensHoM
YpO6He u 6nusem Ha CMulo U Mamepy ooujeHus 6 medenue
— 6cell "usHu

Bl
-

YcranoBka 1: “Y MeHsl He(JIATOMOJYYHO - Y Tedst
O0JaromoyiyuHo”. YHuUBepcalbHas YCTaHOBKA PaHHETO
JNIeTCTBA. DTal, 4yepe3 KOTOPBIM MPOXOISIT BCE JCTH.
MaJieHbKHi OeCTIOMOIIHBIA PeOCHOK, HE YMEIOIIUH TaK Ke
OBICTPO TMEPE/BUTAThCS, KaK B3POCIBIH, HE YMEIOUIUI TaK e XOPOIIOo
TOBOPHUTH, KaK B3POCIHBIH, HE 00JaAarONIuii TAKUMHU K€ HaBBIKAMH U
3HAHWUSIMH, KOTOPBIMH O0JIaZIal0T B3pOCible, OOBEKTHUBHO HAaXOIWUTCS B
TTOCTOSTHHOM 3aBHCHUMOCTH OT CHJIBHOTO, YMHOTO M ‘“‘BCEMOTyIIETo”
poautens. Kaxaplid MasbIln B 3TOM Bo3pacTe 0€CCO3HATEIBHO MTPUXOIUT
K 3aKJIIOUEHUI0 0 cOOCTBEHHOM HeOnarononyund. OHAKO MOCTEIICHHO
JTaHHAs yCTaHOBKa TpaHchopMupyercs. B cembe, T71e K peOeHKY OTHOCATCS
¢ M0O0BEIO 1 3a00TOH, T eMy JTal0T BO3MOXKHOCTE TIOTYBCTBOBATH CE0s
3HAYMMBIM H yCTICTITHBIM, MaJIBIII BCE OOJIBIIIE YYBCTBYET YBEPEHHOCTH B
CBOUX CHJIaX, BCE B OOJIbILICH CTETICHN YYUTCS JOBEPATH Ce0e, TPOHUKASTCS
OIyIIIEHUEM COOCTBEHHOTO Oaromnonyyusi. Ero HerarnBHasi BHyTPCHHSS
yCcTaHOBKa “Y MeHs He0JIaromoJIydHO” MOCTEIIEHHO MEHSIETCS Ha
TTO3UTHBHYIO YCTAHOBKY Y MEHsI OJIarOIoIyIHO .
Ecnu ke peOeHOK IMoTydaeT B CeMbe I OMBIT (hH3UUIECKON 3a00ThI
- KOPMJICHHSI, O/ICBaHUS - ¥ HE TIOIyYaeT KU3HEHHO HeOOXOAMMOTO OIThITa
AMOIMOHAIILHOH MOJICPIKKU 0I00PEHUSI, [IOMOIIIH, TO €T0 IIEPBOHAYAITBEHAS
HeTaTHBHAsi yCTAaHOBKA COXpaHAETCS W yKperusercsa “daxramu’
COOCTBEHHBIX TepexkuBaHuil. He uMes omnbiTa yCHEIIHOTO pelieHUs
KU3HEHHBIX MTPOOJIEM, TaKOH YEIOBEK BO B3POCIOM COCTOSIHUU HU30eraeT
OOIIeHNsT ¢ APYTUMH JIFOAbMHU (UX OJIATOIONIydHe pe3de MOTICPKUBACT
COOCTBEHHOE HEOJIATOTIOYIHE) ¥ CTOJIKHOBEHUS C TPYIHBIMU CUTYAITUSIMHI
(B pa3psia “TpyAHBIX” MOTYT IOMAIaTh CAMBIC ITyCTSKOBBIC CUTYaIIHH ).
Yenosek, 6ecco3HaTeIbHO MPUACPKUBAIOIIUICS YCTAHOBKHY Y MEHs
HEONAromoIy4HO - Y Bac OJIAromoiyqHo” peliko BIOMpaeT npodeccuto,
TpeOyIONIyI0 YMEHUS OOIMaThes ¢ APYTUMH JIIoapMu. Ho ecim ““ku3Hb
3acTaBiseT’, TOTAa OH IMpEBpaIIaeTcs B yTPIOMOTO, HEMPHUBETINBOTO
“3aKOMIMJIEKCOBAHHOTO” MPOJaBIa, MOCTOSHHO HCIBITHIBAIONIETO
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nrckoM(popT B paboTe ¢ MoKymaTessiMu. 171t Hero O0IBITHHCTBO KITMEHTOB
CTaHOBATCA “TpyTHBIMH . HEOCO3HAHHO OH BBRIOMPAET TaKOEe IMOBEICHUE
(“S HeycmnemieH”), KOTOpPOE COOOMIAET APYrUM, U COOTBETCTBEHHO
MIPOBOLIMPYET HEJOBOJILCTBO, pa3ApakeHUE I PABHOLYILINE CO CTOPOHBI
knueHTa. Takue mpoaaBIbl OBIBAIOT KpaiiHe HEyJawIMBBI B paboTe ¢
kiaueHTaMu. OHU YMYIPSIIOTCS BbI3BaTh HENATUBHOE OTHOIIEHHUE K CAMOMY
XOJOBOMY TOBapy M HACTPaWBalOT CaMOTO O1arokenareiabHOro KJIMEHTa
Ha KPUTUYECKUH naj.

“CMAr4eHHbIM” BapUaHTOM JJAHHON YCTAHOBKH SIBJISIETCSI BAPHAHT:
“$1 Oymy GnarononydeH, eciii Oy/y BHIIIONHSATH Bce TpeOOBaHUsI HAYaIbCTBA,
eciii He Oyy CIIMIIKOM CHJIBHO BBIKIIAIBIBaThCs Ha paboTe, eciiu He Oyay
HH C KM CCOPHUTBHCS, eclu Oymy nyumie Bcex . Ecaum, ecnm, eciu...
[TocmencTBusa TakuxX “IHETCKUX PEMICHWUN™ BCETJa BUIHBI CO CTOPOHBI.
Menemxep, cTaparoIIuiics COXpPaHUTh OIIyIIeHHE COOCTBEHHOTO
0J1aromnoyiyduss ¢ MOMOIIBIO YETKOTO BBIMOJHEHUS MHCTPYKLHUH
BBIILIECTOSIIETO PYKOBOJACTBA, OOBIYHO HE MO3BOJSACT ceOe “M3JInIIHE”
WHHIMATUBBL U “COOCTBEHHOro B3risia” Ha mnpooOiemy. MeHemxkep,
CTaparoIIniics COXPaHNUTh OLIYIIEHNE COOCTBEHHOI'O OJIaronoIydus 3a CUeT
MOCTOSIHHBIX JOCTI)KEHUH, 9aCTO HEOCO3HAHHO CaMOYTBEPIKIAETCsI 3a CUET
MEHE€ YCIELIHbIX KIHEHTOB.

OOBIYHO BCE MBI UMEEM ONpeAesIeHHbIH 3amac Takux “Ecmu”.
[lepBBIM IIATOM Ha ITyTH K TOBBILICHUIO COOCTBEHHOM YBEPEHHOCTH MOJKET
CTaTh OCO3HaHME BCEBO3MOXHBIX BHyTpeHHUX “Ecnn”. Kakue ycnosus
BaM HEOOXOAWMSBI JJIsI TOTO, YTOOBI YyBCTBOBATh ceOs yBepeHHO? UTto
IIPOMCXOIUT, €CIIM ATU YCJIOBHSI OTCYTCTBYIOT?

YeranoBka 2: “Y MeHsl He0JaromoJiydHo - y TeoOs
HeOaronosyuHo”. @opmupyercs B cirydae, Korna peOeHOK “XpOHUYECKH
HE JI0MoJly4yas BHUMaHUS, 3a00THl M JIACKU, HEOOXOAMMBIX JUISI €ro
HOPMaJIbHOTO pazBuTHe. et mo3uTHBHBIX EpeKUBAHUN HA IEPBOM
U BTOPOM IOfax >KHU3HU IPUBOIAUT K CEPbE3HBIM 3MOLMOHAIbHBIM
TpynHocTaM. KpaliHell cTerneHblo BhIPaKE€HHOCTH dMOLMOHAIbHBIX
paccTpoicTB, 0a3UPYIOMMUXCS HA TaHHOW yCTaHOBKE, CTAHOBITCSA
raJulloMHALKUKN 1 OpenoBble mocTpoeHus. YemoBek Oecco3HATEIBHO
MIpUJIEPKUBAETCS pellieHus: “B peanbHOM MHUpe HET HUYETO XOPOILETro,
Jydiue st Oyay )HUTh B MUpe cOOCTBeHHBIX (haHTa3mii”. KoneuHo, Haxo1sch
B MHpE “BO3IYLIHBIX 3aMKOB”, OYE€Hb TPYAHO NPOJABaTb PEAIbHOMY
KJINEHTY COBEPIIICHHO pealbHbIN ToBap. “CMATUCHHBIN BapHaHT JaHHON
YCTAHOBKH INPOSBIIAETCS B OSCIUIOAHBIX MEUTAHMX, (PaHTa3UAX, YXOIe
OT KOHKPETHBIX ITpobiieM. CKOJIBKO pa3 Bbl B CBOCH )KM3HU BCTPEUAIIHCH C
MPOJABIIOM, Y KOTOPOTO Ha JIMIE HAalMCaHO, YTO OH 3aHST HE BAallMMHU
npobiemamu, a coocTBeHHbIME MbIcisiMu? [lopoii “yxon ot peanbHOCTH”
ABJISIETCS U1 HAac €JUHCTBEHHBIM CIIOCOOOM IOYYyBCTBOBAaTb CBOE
Onmaromosyune. B To ke Bpems, CIMIIKOM 9acTo mpuderas K TaKOMY
croco0y, MBI TepsieM KOHTaKT C PealbHOCTHIO, TIEPECTaeM aJeKBaTHO
pearupoBaTh Ha OKpYKaIOLINI MU, TEM CaMbIM “TIOJPBIBas’” COOCTBEHHYIO
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YBEpEHHOCTE B cebe. BcrmoMHMTE, B KAKMX CHTyaITUSAX BaM X0UETCS “yUTH
OT pealbHOCTH , ToMeuTaTh? Eciu Takue CUTyalliy 9acTo TOBTOPSIFOTCS,
MoAyMaiiTe, 4YTO UMEHHO B HUX pa3ipa)kaeT, Hall0eAaeT WK paccTpauBaeT?

YeranoBka 3: €Y MeHs1 0J1aronoy4Ho - y Te0st HeGJIaronogay4uHo”.
dopmupyercs y AeTeid, MoABepraBLUINXCs B paHHEM JIETCTBE JaBJICHHIO,
MaHUIYNAINHU, KECTOKOMY oOpameHnuo. Cutyanus, B KOTOPOH
OKa3bIBAETCSl MaJIeHbKHW PEOEHOK, 3aCTaBIsIET €ro OBITh BCE BPEMS B
COCTOSTHUH “00€BO¥ TOTOBHOCTH’, HE HAJIESCh Ha MOIIEPIKKY CO CTOPOHBI.
Ecnu y pebenka xBaraeT pecypcoB, TO OH COIPOTUBISIETCS U “OyHTyeT”
OpOTUB Takoro oOpamenus. MlHorga B pesynbsrare “O00ppOBI” MajbIlI
“BeIMTpbIBaeT”. B 3TOM Ccilydae oH Oecco3HATENbHO MPUXOAUT K PEILICHHUIO:
“Y MeHs OJaromnoiydHo - y Teds HeOmaromoirydHo”. Bapocies, Takoit
YeIIOBEeK JeMOHCTPHUPYET HEYBAXHUTEIHHOE OTHOIIEHHUE K IPYTHUM JTFOIISIM,
WX WHTEepecaM, MOTPeOHOCTIM, KU3HEHHBIM IeHHOCTSIM. CaMBIMU
BaKHBIMHU TMPEACTABISIOTCS COOCTBEHHbIE B3MMAAb U NpuUHUUIEL. C
00IIeCTBEHHBIMU HOPMaMH 4eJI0OBEK C MOJOOHOH YCTaHOBKOM cUnTaeTcs
JIMIIIb U3 CTpaxa HaKa3aHUs.

Hawnboree sxecTko TaHHAS yCTaHOBKA YIIPABIICT IEHCTBUSMH JTFOICH
13 KpUMHUHATBHOH cpeibl. IMEeHHO HeyBa)KUTENIFHOE OTHOIIEHHE K IPYTUM
OTIpaB/IbIBACT HAPYIIICHNE 3aKOHA M HAacCHIIHE. B TO e BpeMs coBepiieHue
MPECTYIUIEHUS] MOKET BOCIIPHHUMATHCS YEJIOBEKOM KaK MOATBEPKACHUE
ero Omaromony4us (CHIJIBI, yMa, JOBKOCTH), KOTOPOTO HE XBaTaeT
OKPY’KaIOLINM.

“CMATYCHHBIN BapUAHT JAaHHON YCTAaHOBKH MPOSBIISICTCS B YITOPHOM
JOCTIKEHUY COOCTBEHHBIX 11eITel 0e3 yueTa HHTePECOB APYTOro YeTIOBEKa.
[Ipumepom MOXET CTaTh MOBEICHUE MOJIOIOTO YEJIOBEKa, AEIAOIIETO
COOCTBEHHYIO Kapbhepy METOJIOM ““XOXKJICHHUS 110 rosioBam”’. imu moBeieHue
TOPTOBOTO areHTa, “He MPHUIAIOIIETO 0CO00ro 3HAYCHUs MOTPEOHOCTIM
kineHTa. KoneuyHo, OONBIIMHCTBO MPOAABLOB C TaKOW KM3HEHHOU
YCTaHOBKOM CTAparOTCs “TIPATATh HCTHHHOE OTHOIICHHE K TIOKYITaTEIIsIM,
MOHUMAasi, 4TO JEMOHCTpanusi HEYBa)XXMUTEIbHOTO OTHONICHHS HE
CIOCOOCTBYET yCIIENTHOM TOproBiie. B To jke BpeMst HCTHHHOE OTHOIIIEHHE
K JAPYTUM JIOISM 00s3aTEJIbHO MpOCcadrBaeTCs yepe3 HeBepOasbHbIC
kaHaJipl oOmenus. [lokynaTento BHOJIHE JTOCTATOYHO CEKYHIHOTO
NPE3PUTENBHOTO B3IIsAa, YTOOBl “NPOYyBCTBOBATH” HACTOSLIEE
oTHomIeHUe K cebe. OOBIYHO TPOMABIHI ¢ TAKUM THIIOM YCTAaHOBKH HE
MOTYT CO3J]aTh IOCTOSTHHOTO KPyTa KIIMEHTOB. PaHO MM TO3AHO KITMEHTHI
MIPEATIOYNUTAIOT “YHTH OT OOIICHUS C YCIIOBEKOM, KOTOPHIN CUUTACT UX
HeOIaronoay YHbIMH.

Ynpa:xxuenue

* YacTo 1 y Bac OBIBAIOT CUTYAIlMH, KOTAA BBl CUUTACTE
CBOMX KJIMCHTOB “‘TITYIIBIMH M OecToNKoBEIMEU? Kak BBI ceOs
qyBCTBYyETE, OOIIAsACh ¢ 3aBeIOMO Ooyiee claObIM IMapTHEPOM
1o jesoBoMy oOmeHuto? UTo MeHseTcs, eclii napTHep
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“cunpHee” Bac?

YcranoBka 4: “Y MeHst 6J1aroNnoJy4HO - Y Te0s1 0,1aronoy4yHo”.
KauectBeHHO oTnnvaercst oT Tpex npeapiaymmx. OHa npenonpeaenser
YBEPEHHBIH CTHUIIb OBEACHUS, O3BOJISISL HAXOJUTD “30JI0TYIO CEpPEearHy”
MEKAY COOCTBEHHBIMU HHTEPECaMU M HHTEpecaMy IPyToro YejaoBeka. Bee
IETH TIPOXOAAT Yepe3 yCTAHOBKY Y MeHS HeOJaromoixydHo - Y TeOs
0JIaTOIOTYIHO ™, TTOTOMY YTO BO3MOXKHOCTH MJIaJI€HIIa M B3POCIOTO
YeNoBeKa Pa3uTeIbHO OTIAMYAIOTCS APYT OT Ipyra. HekoTtopsie neTr Tak u
HE PacCTAIOTCSA CO CBOEH YCTAHOBKOHM MO ““CE€IbIX BOJOC™, BCIO JKU3HB
UCTIBITHIBAs HEYBEPEHHOCTb B cebe. J[pyrue MoryT M3MEeHUTHb TEPBYIO
YCTaHOBKY Ha BTOPYIO WMJHM TpeTbio. Ho m 3TO pemieHune cBs3aHO C
XPOHHYECKUM SMOIIMOHAIBHBIM TUCKOM(OPTOM B T€UEHHE BCEH KU3HU.
W mumib my Tk, B TEU€HUE KOTOPOTO MBI YIMMCSI ““HAKATUTUBATh~ Oy IIECHHUS
HAaIlIel yCIIeTTHOCTH, OJTaronoIy4usl, BHyTPEHHEH TapMOHHH, BEJIET HAC K
MPUHSATHIO YCTAaHOBKHU “Y MeHs OJIaromnony4Ho - y Teds 6:1aronoryyHo”.

EcTb cuacTimBble eTH, KOTOPBIM Ha 3TOM CIIOKHOM YT TIOMOTIIN
ux poautenu. Eciu pebeHKy “NoBe3110 C pOAUTENSIME, TO OH O4€HBb CKOPO
y3HaeT CUTyallid, B KOTOPBIX JOOMBaeTcA ycmexa (MOTOMY YTO €ro
WCKPEHHE XBAaJIAT), U CUTYallH, KOT/Ia €0 IIEHST 1 JTIOOSIT BHE 3aBHCUMOCTH
OT €ro JOCTIKeHUH. Y peOeHKa MOSABISIEeTCS OIIyIIeHHe COOCTBEHHOTO
Onaronomyuunst ¥ 3HaYUMOCTH. OH BUANUT BOKPYT ceOsl JIIOIeH, KOTopbIe
3a00TATCS O HEM U B TO XK€ BpeMs He 3a0bIBAIOT O CBOMX MHTepecax. M B
omnpe/esIeHHbII MOMEHT OH 0eCCO3HAaTeNbHO NPUXOAHUT K pelieHuto: Y
MEHS OJIaTrOITOIYIHO - ¥ TeOs 61aromoaydHo”.

Takast ycTaHOBKa MTO3BOJISIET €My B T€UCHHE BCEH KM3HHU BEPUTH B
CBOMW CHIIBI, TOBEPATH CBOMM BHYTPEHHHM OINYIIEHUSIM, aKTHBHO
WCTIOJIb30BaTh OTKPBIBAIOIIMECS MEPEa HUM BO3MOKHOCTHU. [71yOMHHOE
ouryuieHue “Y MeHs Bce OyJeT XOpolIo™” TIOMOTaeT eMy CIIPABISTHCS CO
CTPECCOBBIMH CUTYalMsIMH M HEyJauaMH, BOCIPHHHMAas MX HE Kak
HETPEOAOTUMBIE TPEMSITCTBHS, a KaK MPOOIEeMBI, KOTOpPBIE TPEOYIOT
pemieHusi. Bropas momoBuHa Oecco3HATEIbHOW “GopMynsl” maet
BO3MOYXHOCTB JIOBEPSTHh OKPY>KAIOIIUM €Tr0 JIOASIM, HE TPAaTUTh CHIIBI U
SHEPruI0 Ha 3alIUTy OT “BpaxkaeOHoro” mupa. besycinoBHo, Takas
OTKPBITOCTH HE TapaHTHPYyeT dYelioBeKa OT o0uabl, oOMaHa H
MOJIO3PUTEIBLHOCTH CO CTOPOHBI APYrux jroned. B To xe Bpems oHa
“BomeOHBIM 00pa3oM’ BO3ICHCTBYET Ha OKPYKAIOIINX U MTOOYKIaeT X
K OTBETHOM OTKPBITOCTH H TOBEPUTEIHHOCTH. Kak 3T0 HM mapajoKkcaibHO,
yCTaHOBKa “Y MeHs 01aromoiaydHo - Y TeOs OJIaromoyqHo” MEHSIET MUP
BOKPYT Hac, IpeBpalias ero U3 UCTOUHUKA OeJl, OTOpUCHHUN U HETTIOHATHBIX

W3MEHEHUI B MCTOYHHK MOJJICPIKKH, CHIIBI M YBEPEHHOCTH.

» . ¢ .
Yemanoexa YV mens 6nacononyuno - y mebs
onazononyuno” daem owyuenue nobeoumens 6 io0Obix
HCUSHEHHBIX CUTNYAYUSIX

I[IpongaBubl, cieayoolmue JTaHHOW YyCTaHOBKE,
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JNOOMBAIOTCS MaKCUMAIIbHBIX YCIEXOB B pa0OTe C KIMEHTOM, 3aHUMast
TIepBBIE MECTa B CITMCKe HamOojee “ymawmBhiX . Takumx MEHEIKEPOB
HA3bIBAIOT YEMITMOHAMU MIPOJIAXK. A TOYUTATEIN XOAST 32 HUMU “JITTHHHOM
BEpEHHUIICH’, MBITAsICh Pa3raJiaTb CEKPeT UX ycrnemHoctu. O4YeHb 4acTo
OTBETHI ‘“UeMITHOHOB” Pa304apOBBLIBAIOT MOCIEIOBATENICH, IIOTOMY YTO

3ByYaT O4€Hb MPOCTO U OOBIIEHHO.
YupaxueHust

* BCrOMHHTE, B KaKUX CUTyalUsX BBl YyBCTBOBAJIHU
BHYTPEHHIOK CUJIY M yBepeHHOCTh? Kakum oOpaszom ObLIu
HacTpOeHbl K okpyxkawimuMm? Kak B 3TOW cuUTyanuu Baliu
TTapTHEPHI TI0 OOIIECHUIO pearnpoBajIi Ha Bale cocTosaue? Uto
MeIlaeT BaM YyBCTBOBATH ceOsi CBOOOTHO M yBepeHHO? UTo
rmoMoraet?
MBI MOXEM yCIOBHO pa3MECTUTh BCE YEThIpE THUIIA
YCTaHOBOK Ha IJIOCKOCTH (CM. BBINIE) U BBECTH YCJIIOBHBIC €UHUIIBI
Onaromnoryyus.

* OnpenenuTe, MoKaIyicTa, CBoe 00BIYHOE MECTO Ha DTOM TpaduKe.
Kakum 00pa3oM pa3niyHble CUTYaI|H BIUSIOT Ha Ballle OTHOIIIEHHE K ce0e
W JTFOJISIM, KOTOPBIE B JIAHHBIA MOMEHT SIBIISIFOTCS BAIlIMMU TTAPTHEPAMHU T10
oO0IIeHNI0 (OTMETBTE 3TH U3MeHeHusl Ha rpaduke): 1) Bamm ycunus mo
MOUCKY HOBBIX KJIMEHTOB HE Jlalli TOTO pPe3yJibTara, Ha KOTOPBIH BbI
paccunThIiBaIM; 2) BbI 3aKITFOYMIIH BBITOIHYFO CICIIKY U TIOJTYYHITH BBICOKUH
MIPOTICHT KOMUCCHOHHEIX; 3) BBl MHOTO paboTanu m O4YeHb yCTald 3a
MpOIIeANIyI0 Henelto; 4) Bel BeeTe JiesioBble TIeperoBOpbl ¢ KIMEHTOM,
BO3MJIABJISIONIMM KPYITHYIO IIPOIIBETAIONIYI0 KOMITaHHIO; 5) Bamn kimeHT
HaxOJMTCS B CAMOM HU3Yy COIMAJIbHOMW JiecTHHIIBI; 6) Bamu Onuskue
HEJIOBOJIBHBI TEM, YTO Bbl TaK MHOTO pa0OTaeTe W TaK Majo BpEeMEHU
ITPOBOJIUTE JIOMA.

OrHomenue Kk Texy. Haie Teo MOXeT IToMOTarh HaM 4yBCTBOBATh
ce0s1 KoM(OPTHO M YBEPEHHO, a MOJKET, BCEBO3MOKHBIMH CIIOCOOAMHU
MemaTh dToMy. Ob1amast XOpOITUM CaMOTYBCTBHEM H OOJIBIITIIM 3aI1acoM
SHEPTHH, MBI MOXKEM JIOOUTHCS BRICOKUX pe3yiibratoB. He omyimnas B cede
B JOCTAaTOYHOM KOJHUYECTBE CHUJ U IHEPIrHHU, MBI 4aCTO TEpPsIEM
“3aBoeBaHHBIC” BBICOTHI. PaboTa B TaKOM COCTOSIHHH IPEBpAIacTCs B
TATOCTHYIO U HETMPUSITHYIO 00SI3aHHOCTb.

Kak yacTo MBI BOCTIpUHEMaeM COOCTBEHHOE TeJIO JIUIIIb B KAY€CTBE
“xomsuelt MoACTaBKK ™ IS TOJIOBEI M HAUWHAEM JAyMaTh U 3a00THTHCS O
HeM? TOJIBKO JIHIIL KOT/Ia YTO-HUOY/h HAaYMHAET 0O0JIEeTh, KOJIOTh, HBITH,
TSHYTH WU “CTpeisaTh”. Eciu jke Teno He TOCTaBIISIeT U3IHUIIHUX XJIOMOT,
TO €TO CIOJIACKUBAIOT BOJIOH, OPBI3raloT Ha HETO OJICKOJIOHOM HJIH JTyXaMH,
YKPAIIaloT MOIXOSIIUM K CIIy4ar0 KOCTIOMOM H... 3a0bIBAIOT O HeM. A
BEJIb HAIIIK HACTPOCHHUE, CAMOUYBCTBHUE, AaKTHBHOCTH 1, B KOHEYHOM CYETE,
YCHEIIHOCTh HAMPSIMYI CBSI3aHBI C OJIATOMOIYYHBIM TEJIECHBIM
COCTOSIHMEM. YCTaJIOCTh, HAIPSIKECHUE, HETaTUBHBIC SMOIMOHAIbHBIC
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MepeXKuBaHUs ‘“HAKAIUIMBAIOTCA B MBIIIIAaX, B PE3ylIbTaTe Yero
00pa3yroTcs “MBITIIEYHBIC 3)KUMBI” - OTPEICIICHHBIC TPYIITHI MBIIIIIT,
HaXOJSAIINECS B COCTOSSHUM XPOHUYECKOTO HAIpPsDKEHUs. “MBIIIeUHbIe
32)KUMBI” HAPYIIAKOT MPOIIECChI KPOBOOOpAIeHHS 1 00MEHA BEIIECTB, YTO
B pe3yJibTaTe MPUBOJUT K BO3HUKHOBEHHIO ICHXOCOMAaTUUYECKUX
3a00JeBaHUH - TOJOBHBIM OOJISIM, OOJSAM B JKEIyIKe, HapYIICHUSIM
CepIIeYHO-COCYINCTON JeSITENFHOCTH. YK Kakasi TYT yBEpEHHOCTD B cele,
KOTJIa TEJIO MOCHIJIAET MOCTOSTHHBIE CUTHAIBI TUcKoMdopTa?

OnuH u3 cnoco0OB NpoOsiBIeHHUS 3a00THI O CBOEM Teje -
MCTOb30BaHUE TEXHUKHU penakcanuu. HayuuBmuce 3 PeKTUBHO
pacciabnsaThCsl U aKTUBU3HPOBATHCS, MBI MOJKEM TIOJTHEE MCIOIb30BATh
BpeMs1, OTBEJICHHOE JIJTSI OT/BIXa, OBICTpEe BOCCTAHABIMBATH pacTpaueHHbIE
CHUJTBI, JIy4Ille HACTPAUBAThCS Ha MPENCTOAIIYI0 paboTy. BaykHO, YTO MBI
OTKpBIBaeM JUI ce0st O/IMH M3 KaHAJIOB B3aUMOJCHCTBHS C COOCTBEHHBIM
TEJOM M JIaeM €My IIaHC NPEeBPATHTHCSA U3 “TIOACTABKU JIJIS TOJOBBI” B
WCTOYHUK YIOBOJILCTBUS, CUJIbI U YBEPEHHOCTH B cebe.

PaccmoTpuM HEKOTOpBIE MPUEMBI, TOMOTAIOIIKE HAM JIYYIIe
OTIBIXaTh W paccialbmaTbcsa. BaXxHO OTMETHTH, UTO HHU OWH TpHEM He
MIPUBOANT Cpa3y JKe K MaKCUMAaJIbHOW pellakcallii. YMEHHE 32 KOPOTKOe
BpEeMS TIOTPY3UTHCS B COCTOSTHHE pacciabieHus W MOKOs, Kak U Jroboe
JIIPyroe yMEHHE, BOSHUKACT B PE3yJIbTaTe OIPENCICHHOTO Tepuoaa
TPEHUPOBOK. J[11sl TpeHUPOBKH BBEIOEpUTE YIOOHOE CIIOKOMHOE MECTO JIoMa
Y MTOTIPOCUTE BaIIUX OJM3KUX HEKOTOPOE BPeMsl HE MelllaTh BaM. Eciu Bbl
Oyznere MOCBSIIATh CBOEMY OTABIXY 5-10 MUHYT KaXIbIH TC€HB, TO
Hay4UTECh JJOCTUTATh COCTOSHUS pENTaKCaIii OCTOSTHHO ObIcTpo. Kaxmoe
yIpa)kHEHHE HCIIONB3YeT CBOM ITyTh pacciiablieHus - Yepes3 JIbIXaHue,
00pa3bl, HATIPSKEHUE, CIIOBECHBIE ()OPMYITBL. Y Ka)/I0T0 M3 HAC €CTh CBOM
Iy Th JOCTHKEHUS HAMOOJIBIIETO pacciadieHus. Beioepure miist cedst TOT
My Th, KOTOPBIA MO3BOJISIET OBICTPEE PACCIA0UTHCS.

Jlydme Bcero HaUMHATH OCBAMBATH YIIPAKHEHHS C IPABOM PyKH (MITH
C JICBOH, ecTTi OHa sIBIIsIeTCs Bemyteit ). [lomyuns onrymenne paccaadieHus
B JIQZIOHU MIPABOM PYKH, MOCTETICHHO MEPEXOUTE K peakcaluy IpyTUx
yacrteil Tena. HeoOXoauMo MpUCTYIIMBATBCS K CBOUM OINYIICHUSIM.
Brauane omrymienue pacciaOieHust “B YMCTOM BHJIE” MOXKET 3aMEHSTb
OIIYIIEHUE TEIUIA, TSKECTH, MEIIKOTO IMOKalIbIBaHUs. Bee aTu onyieHus
HaMpsMYIO CBSI3aHBI C pacciabneHuneM. YHpaBieHHE AaHHBIMHU
OIIYIIICHUSIMH TTO3BOJISIET MTPOJIBUTATHCS K TTOTHOM 1 TITyOOKOH peaKcaryy.
OcBouB ympaXHEHHS B AOMalIHEH OOCTAHOBKE, BBl CMOXKETE UMH
OJIb30BATHCS U B HANIPSDKEHHOW CUTYAIIUU - JUIS TIOATOTOBKH K BCTPEYE C
TPYJAHBIM KJIIMEHTOM, B IEPEPBIBAX MEXKAY CIOXKHBIMU JIE€JTOBBIMU
MEPEroBOpaMHu.

1. Paccnabnenue yepes ovixanue. JlaHHOE ympaKHEHHE OCHOBAHO
Ha cienyromen (pU3uoIornueckoil 3aKOHOMEPHOCTH: TIPH BAOXE TOHYC
MBIIIII] TOBBIIIACTCSI, TIPH BBIZAOXE - CHUYKACTCSI, MBIIIIIBI PACCIa0ISIOTCSI.
YcTaHOBIEGHHE TIPOYHOHN CBSI3M M@Ky JbIXaHHEM H pacciablieHueM
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MTOMOTAET JIydIIle YIPaBISATh IPOIECCOM PETaKCaIHH.

CsanpTe moymoOHee B MITKOE Kpecio. 3akpoWTe Tiasa.
[Ipucnymaiitech kK cBoeMy AbIxaHuto. [IpouyBCTBY#TE €0 pUTM, TITyOHHY.
[IpocneauTe TOT mMyTh, KOTOPBII COBEPIIAIOT BAOX U BBIAOX B BalleM
opranuzMe. CocpenoToubTe BHUMAHKE Ha paBoi pyke. [IpouyBcTByliTe,
kak oHa “mermuT’’. [IpenacraBpre cede, ITo B pyKe €CTh MHOYKECTBO MEITKHX
OTBEPCTHH, 4epe3 KOTOPBIE BO3AYX BRIXOMUT HapyxKy. [IpociennTe 3a Tem,
KaK KaXJIbI BBIJJOX IIPOXOIUT Yepe3 5TH oTBepcThs. OO0paTuTe BHUMaHNE
Ha BaIlly OlIyIieHus. YTo Bbl 4yBcTBYeTe? 3ahUKCUPYHTE 3TH OILyIIEHUS
B CO3HaHMU. Brinenute Ha nanHoe ynpaxknenue 3-5 munyT. Ecnu mocne
HECKOJIbKUX TPEHUPOBOK BBI OBICTPO JOCTUTAaETE pacciabieHus B KUCTH
TIPaBO# PyKH, MEPEXOAUTE MOCTEIICHHO K pacciabiieHno BCel mpaBoi
PYKH, TIOTOM JIEBOH PyKH, 3aTeM TEPEKITIOUNTE BHUMAaHHE Ha MBIIIIIHI HOT,
cnuHbl ¥ men. OcoOeHHO BaXKHO CKOHIIEHTPHUPOBATHCS Ha TeX ydacTKax
Tela, uepe3 KOTopble Abixanue “He mpoxoaut . IlocrapaiiTech JOCTUYD
OJIMHAKOBOM “TIPOXOAMMOCTH” BO3yXa JJIs BCEX YacTel Tena.

2. Paccnabnenue uepes oopasz. Hamm oOpa3sl UMEIOT HaJ HAMHU
Marundeckyro cuiay. OHM MOTYT BBI3BIBaTh COBEPIIEHHO Pa3IMYHBIC
COCTOSIHHSA - OT BSUIOTO 0€3pasziuyuns 10 MaKCUMaJIbHON BKIIIOYEHHOCTH,
OT TOPBKOH Medaiu 10 0e3yAepKHON paloCTH, OT MOTHOTO pacciabIeHus
JI0 MOOWIIM3aluU BceX CHil. JIJis KaKI0ro 4elloBeKa BaXKHO HAWTH TOT
00pa3, KOTOPBI HAMIYYIIUM 00pa3oM “BBI3bIBACT’ HYKHOE COCTOSHHE.
Joctruub pacciiabieHusl TIOMOTAal0T Takue 00pasbl.

Brl HexuTeCh Ha MATKOW TEepuHE, KOTOpas WIeaTbHBIM 00pa3zoM
MOBTOPSIET M3TMOBI BalIero Tela; Bhl MOKAYMBAETECh HA MYIIUCTOM
o0agke, KOTOpOoe MATKO OOBOJIAKMBAET Ballle TEJIO; BBl HAXOAUTECHh B
TEIUION BaHHE, MPUATHOE CIIOKOMCTBUE MTPOCAYUBACTCS B BAIlIE TEJO.

[Tpu nmoucke HanboIeE OIM3KOTO JUIs Bac 00pa3a, IalTe BOIO CBOEMY
BOOOpaXkeHHI0. BO3MOKHO, K BaM MPHJIET HECKOJIbKO 00pa3oB. He criemnure
C HUMH paccraBarbes. [IpouyBCTByiiTE, KAKUM 00pa3oM OHU IEHCTBYIOT
Ha BaIlle COCTOSTHNE. BO3M0OXXHO, BBI CMOJKETE “‘COCTMHUTE” ATH 00pa3sl B
eIMHYTI0 KapTUHKY. Bo3M0OXHO, 3T0 OyaeT cepust KapTHHOK. Tak, ofuH n3
YYaCTHUKOB HAIlllel TPESHUHIOBOU MPOTPAMMBI CO3aJl JUIs Ce0sl IEeYH0
LIEMOYKY pacciaOisFoInX 00pa3oB: CHavYajaa OH MEJICHHO CKaThIBAJICS C
T10JIOTO¥ TOPKU, TIOTOM IMOMAal B paCKaYMBaIOIIUNCS raMak, [OCJIE 3TOr0
K HEMY TMPUXOWIN ITYIINCTHIE TETUIbIe KOTATA, KOTOPhIE YKIIaIbIBAIICh
BOKPYT HETo Kpy>KoukoM. Ecii Bam He “TIpUXomaT Ha yM™ CHMBOJINYICCKIC
00pas3bl, BCIIOMHNTE KaKHe-HUOYIb CUTYAIIH 3 BAIIeTO INYHOTO OTIBITA,
KOTJIa BBl UCIIBITHIBAJIM CIIOKOWCTBUE, pacciabnenue u kompoprt. laxe
MHUMOJIETHOE “TIOTPYyKeHHE” B MPHUATHYIO CUTYalUIO0 OJaroTBOPHO
BO3/ICHCTBYET Ha HaIlle caMOuyBcTBHE. He CTOUT TOpOnuThCS “BHIXOIUTH
W3 CO3MaHHOTO BaMu obOpa3za. [locTapaiiTech momydrie pacCMOTPETh BCE
JIeTaan, TPOYYBCTBOBATh TE OMIYIICHHS, KOTOPHIC MAHHBIH 00pa3s
3axmodaet B cebe. [Ipu ycmentHoi TpeHUpOBKe dyepe3 HEKOTOPOe BpeMst
BaM OyJIeT JOCTaTOYHO TOJILKO BCTIOMHHTB Balll 00pa3, v TEJIO Ha YPOBHE
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MBIIIEYHON MTaMsATH BOCIIPOU3BENET COCTOSHNE PacCiIaIeHusI.

3. Paccnabnenue uepes cnogecHoe gHyuieHue. JlaHHOE yIpaKHEHHE
XOpOIIO MOAXOAUT AJIs JioAeH, B OoJbLIeH CTENEeHH JOBEPSIOUINX
pauroHaIbHBIM cykAeHUsAM. COCTOsSHUE pellaKkcallii HeMOCPEICTBEHHO
CBSI3aHO C OLIYIIEHHEM TeIlJa, MPUATHOIO TOKAJIBIBAHUS, TSKECTH.
[ToaToMy (hopMyITBI CIIOBECHOTO BHYIIIEHHS BKITFOUAIOT OMMCAHHNE TaHHBIX
OIIYIICHUH. BB MOYKETE MBICIICHHO TTOBTOPATS ‘‘pacciadisttonue” (hpas3bl.
Wnu moxere 3anmcarh X Ha KACCETY W BKIIFOYATh €€ B TO BPEMsI, KOTOPOE
BBIJCIIUIIN 171 COOCTBEHHOTO OTAbIXa. YNpaKHEHHUE JIydlle BCEro
HaYMHATh C KUCTH MPaBoii pykH. Ilocine HeCKOIbKUX MOBTOPEHUN MOKHO
MEPEKITIOYUTHCS Ha IPyTHE YacTH Tea.

Mos mpaBas pyka paccinabnena... OHa Tsokemas W Terras... S
JYBCTBYIO, KaK pacciabieHne pacTeKaeTcs 1Mo Beel KUCTH. .. KaykpIil masrert
CTaHOBHTCS 0oJiee TSOKETBIM... UyBCTBYIO TSHKECTh BCEH KHUCTH... Moe
BHUMAaHHUE TIOJHOCTHIO CKOHLEHTPUPOBAHHO HA KUCTH NMpaBod pykH... C
Ka)KJIbIM MIHOBEHHEM PyKa CTaHOBUTCS BCe OoJiee TEIION U TAKEIIOH. .
Teruno pacnpoctpansiercsi o Bceld KUCTH... KUCTh M3nyyaeT Termio Ha
MTOBEPXHOCTh, C KOTOPOH compukacaeTcs... Mos pyka pacciabieHa.

He Topormurecs “3abpocars” cedst cmoBecHpIMHU (hopMyamu. BaskHo,
9TOOBI OHH “NPOM3HOCUIINCE” MEIJICHHO W THXO AaKe ‘‘BHYTpPEeHHUM
ronocoM. [lapannensHo oOpaiaiite BHUMaHUe Ha Ballx olymieHus. He
npITaiiTech “pasHo0OpasuTh” TEKCT CIIOBECHOro BHymeHHs. OH MOXKeET
COCTOATH M3 HECKONBbKUX (pa3. Uepe3 HEKOTOpOe BpeMs OUIYLICHHE
pacciiabneHnst Ha ypOBHE acCOIIMATHBHOM MaMsATH OymeT CBsI3aHO C
OTIpeIeTICHHBIMH ClIoBaMH. HaTpeHnpoBaHHBIN YeTTOBEK MOXKET JOOUTHCS
MTOJTHOM pelaKCamuy ¢ MOMOINBIO JIUITh OMHOHM ¢pa3pl: “Moe Tenmo
paccnalieHo”.

4. Paccnabaenue uepes Hanpsocenue. JlaHHoe ympaxxHEHUE
0azupyercs Ha cienyromei GU3n0IOrHuecKol 3aKOHOMEPHOCTH: TIOCIIe
WHTEHCUBHOTO MBIIIEYHOTO HANPSKEHUS aBTOMATHYECKH HACTYIlaeT
MBIIIeYHas penakcanus. Jlydine HagaTh TPEHHPOBKY JAHHOTO HABBIKA C
KUCTHU MIPaBOM PyKH.

CrxumaiiTe paByr KHCTh PyKH CHaYaja B KyJlake, a IOTOM B JIOKTE
MEAJEHHO € MaKCHMaJbHBIM ycHiaueM. B mocienneil touke
CKOHLICHTPUPYHTE BCE CBOM YCHJIMS B MPAaBOH pyKe, MOTOM PE3KO
Pa3soKMHUTE PYKY B OCTaBBTE €€ “OonTaThes mieThio”. “Ilpucoymaiitecs”
K CBOMM OIIYIIEHUSAM B TIPaBOi pyke. 3ahuKCHpyiTe, CKOIBKO BPEMEHH
paccrabneHue “nepanocs”’ B pyke. Mi3penka ObIBaroOT CiIydamn, KOra Takoe
WHTCHCUBHOE HAITPSDKEHUE BBI3BIBACT HENPUSATHBIC OLIYIICHHS B pyKe. B
9TOM CiIydae He HCHOMIb3yiTe 3T0 ynpaxkHeHue. Ckopee BCero, BaM HyKeH
npyroi cnocob pacciabnenus. Ecnu ke Bbl OBICTPO JOCTHUTAETE
perakcanyu TakuM CriocoO0oM, TO HCTIONB3YHTE ero Jiis pacciaOieHus u
JIpyrux dacteil Tena. Tak, CTyIHI HOT XOPOIIIO paccialIistoTCs, €CIH CeCTh
Ha CTYJI, HCMHOI'O IPUIIOAHATh HOTU U C YCUJIMEM HallpaBUTh CTYITHU HOT'
K ceOe. MBIIIIBI MIIEYEBOT0 Mosica MOXKHO PAaCCIadUTh, €CITU C YCHIIUEM
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“monTAHYTH IIeun K ymam”. JlanHoe ymnpaxHeHue 3QpPeKTuBHO, Koraa
MBI TIepeBO30YKIEHBI WIN HAXOIUMCS B COCTOSHUU XPOHHYECKOTO
nepeHanpsbkeHusi. Kak 3To HU CTpaHHO, B TaKOM Cilydac yBEJIUYCHUE
HaINpPsHKEHUS Ha OTPEIICIICHHY0 TPYIIITY MBIIIIIL TPUBOIUT K pacciaOIeHUIO
ATHX MBIIIII.

JlanHble ynpaXxHEeHUS WITIOCTPHUPYIOT pa3IudHbIe CIOCOOBI
pemakcanyu. Bel MOXkeTe TIPHUAYMBIBATH HOBBIE YIIPaKHEHUS, KOTOPHIE B
HanOOJIbIIEH CTETMEeHN MOAXOASAT BalleMy TeNy, MCIIONb3ys YeThIpe
OCHOBHBIX ITyTH PeJIaKCalllH -J[bIXaHHEe, 00pa3bl, CIIOBECHOE BHYIIICHHE
HanpsbkeHue. BaxHO, 4TOOBI Ballld TPEHUPOBKH B CaMOM Hayale
ITPOXOJTUIIN B OZJHOM U TOM e MecTe. Bo3MokHO, 3T0 Oy/IeT Bailie JIIo0MMoe
kpecio. JKemaTenbHO, 9TOOBI 3TO OBLIO “Kpecio s OTAbIXa”, a He s
paboTsl. MHaue opranusm OymeT “me30pHeHTHPOBAH’ B TOM, UYTO
HEOOXOAMMO JIeNaTh: TO JU PacciabiIsaThCsA, TO JU aKTHBHU3UPOBATHCS?
Uepes nBe - TpU HEJEIHM ©KESIHEBHBIX 3aHATUH BaMm OyleT JOCTaTOYHO
IIPOCTO CECTh B ATO KPECIIO, YTOOBI IOUYBCTBOBATH COCTOSIHHE MPUSTHOTO
pacciiabiieHus ¥ OT/IbIXa.

OTHomeHue K cede. YCTeX WM HEYCIIeX NP 3aKITIOUCHUH CIETKH
B KOHEYHOM CYETE 3aBHUCHUT JIUIIH OT HAIIUX BHYTPEHHUX TEPEKNBAHUH,
MBICJICH, IEHHOCTEH 1 OTHOMICHMH. ECITi MBI ICHCTBUTEILHO MCITBITEIBACM
MHTEpEC K KITMEHTY, HaM “‘TIOUTH’ He HYKHBI CTIe[IaJIbHbIE TpHeMbl. Dpasbl
CKJIaJIBIBAIOTCS ‘‘CaMH COOO¥”, MHTOHALMS CTAHOBUTCS MAaKCHUMAaIbHO
yOeAUTENIbHON, a BBIpaXXEHHUE JIMIlA “3aCTaBisAeT”’ KIMCHTA OXOTHO
JIEIUTHCST COOCTBEHHBIMHU TIEPEKUBAHUAMHU. 10 K€ camMoe MPOUCXOTUT C
Hamel yBEepeHHOCTHhIO. MBI MOXEM TPEHHPOBATh Halle KOHKPETHOE
MOBE/ICHNE B KOHKPETHOW CHUTYaIllMH, WCIIONB3Ys MPHUEMbl YBEPEHHOTO
CTHJISl IOBeZICHUsL. TaKoi Iy Th MO3BOJISIET OBICTPO H3MEHUTH COOCTBEHHOE
MOBEJICHUE M OJIHOBPEMEHHO JICHCTBYET Ha HAIlle BHYTPEHHEE TIOHMMaHUE
Y BOCIIPUATHE CUTYaIlMH. B TO jxe BpeMsi Mbl MOXEM IMMapalIeIbHO HIITH
“ApyruM myTem” - MyTeM YCHUJICHHS M KyJIbTHBHPOBAHUS BHYTPEHHETO
OIIyTIIEHHS YBEPEHHOCTH. B 3TOM ciydae HaIlle mo3UTHBHOE OTHOIICHHE
K cebe Ha ypoBHE KOHKPETHHIX ()pa3 M KOHKPETHOTO MOBEICHUS
ABTOMATUYECKU “MIPHUBECT HAC K YBEPCHHOMY CTUJIIO BEJCHHUS ACIIOBBIX
neperoBopoB. [Ipeniarao BaM HECKOJIBKO yHPaXKHEHHIA, TOMOTAOIINX
YKPEIUTh YBEPEHHOCTH B ceOe. (HekoTophie U3 3THX yIpaKHECHHIA B3SIThI
n3 kHATH “OTO0 B Bammux cuiaax. Kak cTaTb COOCTBEHHBIM
ricuxoteparnesrom’’, PeitayTtep Jx. - M., 1992))

1. “Bomwebnasn nanouxa”. IlpencraBeTe cede, 9YTO BBl BIaJceTe
BOJIIIIEOHO ITaJIOUKOM, KOTOPAsi IO BaIlIEMY JKEJIAHHEO MOXKET MEHSITh Ballle
coctosinue. Ho 4ToOBI manouka Havyayia JIelCTBOBATh, €l HEOOXOIUMO
TOYHOE ONKMCAHUE TOI'O COCTOSIHUS, B KOTOPOE OHA JOJDKHA BaC BBECTH.

CocTostame KU3HEPaA0CTHOCTH. BBl momHb! cvit v sHepruu. Bee, uto
MPOUCXOJUT BOKPYT, HAMOJHSICT BaC OLIYIICHUEM IOJHOTHI KHU3HH,
OIIYIICHHEM PaJOCTH M CYacThs. Balle BOCHpHUITHE OTMEYACT BCE
M3MEHEHHS, KOTOPBIE IIPOUCXOSIT BOKPYT. Bech Mup BOKpyT Bac HaroJIHEeH
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KU3HEYTBEPKIAIOIINMHY 3BYKaMH M IPKUMH Kpackamu. [IpodyBcTByiiTe
310 coctostHre. UTo BEI nemaeTe? Kak BbI mBuTaeTech? UTo Bac okpyskaer?
MosxeT ObITh, BBl OTUSTIUBO CIBIIIUTE KAKAS-TO 3BYKU HJIU KTO-HUOYIb
pa3roBapuBaeT ¢ BaMH? 3allOMHUTE BO3HHUKINYIO “KapTUHKY B
MEJTBYalIINX JeTaIsIX. 3alOMHUTE BCKO FAaMMY UyBCTB U IEPEKUBAHUIMA.
Teneps gaiiTe BonmeOHON agodKe “HHCTPYKIMio”. KakuM obpazom oHa
JIOJDKHA JIeMCTBOBATh, YTOOBI HAJENNUTh BaC 3TUM COCTOSHHEM? MOoeT
OBITh, OHA JTOJDKHA HECKOIBKO pa3 JOTPOHYTHCS O BAac; MOXKET OBITh,
HECKOJIBKO Pa3 B3MaXHYTh; MOXKET OBITh, C/I€ATh YTO-TO eiile. BO3MOXKHO,
YTO JJIs Ballleld BOJIIEOHOW MaJOYKH CYIIECTBYET OMpPECICHHOE
BoneOHoe 3akinuHanue. Kakoe ono? IlpeacraBpre cebe HECKOIBKO pas,
KakuM o0Opa3oM BoymmeOHas majodka BBOIHUT Bac B COCTOSHHUE
KU3ZHEPATOCTHOCTH.

[IpencraBuB, ycapIaB ¥ MPOYyBCTBOBAB BCIO IMTOCIIEIOBATEIEHOCTD
JIEHCTBUI, BBl CTAHOBUTECH OOIaaTesieM BoleOHoM cuiibl. Teneps mo
BallleMy JKEIIaHUI0 MOXKETE MEHSTh CBOS COCTOSIHAE M HACTPOCHUE Ha TO,
KOTOpPOE BaM HEOOXOJIMMO B JIAHHBIH MOMEHT. DTO MOTYT OBITh COCTOSTHHS
SHEPTHH, BHYTPEHHETO MOheMa, TBOPUECTBa, TOpaoCcTh. Bribepure mist
ce0st cocTosiHUS, Hanbosiee BayKHbIE /IS Bac. Ternepb Bbl MOYKETE MEHSTh
BHYTpPEHHEE COCTOSHHUE: ¢ 00ECCHJIEHHOTO - Ha MOJIHOE CHJI U DHEPTHUH,
MOJIABJICHHOE - Ha )KU3HEPAI0OCTHOE, 3aBHCUMOE - HA TOPZ0E U YBEPCHHOE.

2. “llpuamuvie gocnomunanus’.

1) BcioMHUTE TO BpeMsi CBOCH KHM3HH, KOTJla ObLIM yBEPEHBI, UTO
MTO-HACTOSIIEMY JTIOOMMEI. BriOepuTe KakoH-HUOYIb ATU30] U3 DTOTO
BpPEMEHH U elle pa3 “IMPOXHUBUTE” €ro B CBOEM BOOOpaXKCHUH B
MeJTBYalInX aeTaixsx. Vo BCIOMHUTE MOMEHTHI, KOTAa MCTIBITHIBAIN
KaKHE-TO OCTphIC MEPeKUBAHUA... ObUIH BIFOOJEHBL... Bac o3apuio
BJIOXHOBEHHUE... BbI ObLITN 3aXBaYCHBI HHTEPECHON Pa0OTOM. .. TBOPYSCKUM
MPOIECCOM... VK MpoCTo YuTau, CIyIIaal My3bIKYy, ObUIH HAeIUHE C
COOCTBEHHBIMH PAIOCTHHIMH OIIYIICHUSMI. Br1OeprTe OHY U3 CHTYaIHit
YKU3HEHHOTO TI0IheMa | “TTo0yIsTe B HEl.

2) Temnepb BBIIEIUTE B TOM ITEPEKUBAHNH CYIIIECTBEHHBIE MOMEHTEI.
Emte pa3 oOpartute Ha HUX BHUMaHUE.

3) Uto MelaeT BaM UCTIBITHIBATH TE K€ OLIYIIICHUS 1 YyBCTBa ceituac?
Uero ne xBataet?

4) UTo MO>KHO cJIe1aTh, YTOOBI HCTIBITHIBATH TAKUE YKE TIEPSIKUBAHUS
B HACTOSIIIMIA MOMEHT?

Bo3Mo)kHO, BBI TTPUETE K OTBETY, UTO CEUac HEe MOXKETE UCTIBITHIBAT
TaKHe XK€ pPaJOCTHbIe MHTCHCHBHBIC MEPECKUBAHUSA, TTOTOMY YTO
00CTOATENBCTBA BOKPYT BaC M3MEHWIHCH. [|eHCTBUTENBHO, MTOPOH HAM
MPUXOJIUTCS TIPEOJI0JICBATh TSIKEbIC MPENnsITCTBUs. B TO ke Bpems
oOpamieHne K MPHUSATHBIM BOCIIOMHUHAHHUIM JaeT HaM JHEPTHIO JIS
PEIICHUS CIIOKHBIX JKU3HEHHBIX MPOOJIeM. A MOHUMAaHUE TOT0, Yer0 HaM
He XBaTaeT, 3aCTaBJsIeT HAC MCKAaTh HEOCTAlOIIIEee.

3. “Komen ons nenpusmmuwvix nepesxcuganuii”’. JlanHoe yrnpaxxHeHUe
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MpenHa3Ha4YeHo [JJIs COCTOSHHUMN, KOTa HeTaTHBHBIC MEpeKUBAHUSI
“3axJICCTHIBAIOT ¥ TICPETIONTHSIOT HAC. B Takre MOMEHTHI MBI MOYKEM OBITh
MOJIABJICHBI, Pa3ipaskeHbl, 00ECIIOKOCHBI, HApsKeHbI. C OTHOM CTOPOHBI,
HETaTHBHBIC TEPEIKUBAHUS BBIMOIHSIIOT JUIsI HAC BAXHYIO (DYHKIHIO -
MOCBUIAIOT “‘CHTHAN” O BHYTPEHHEM WJIM BHEIIHEM HEOIaromnoiyduH,
3aCTaBIAIOT OOPAaTUTh BHUMAaHHUE HA B)KHBIE CTOPOHBI Hamel xu3Hn. C
JIPYTO CTOPOHBI, “TIEpen30BITOK” HETAaTUBHBIX OIIYIICHHH CKOBHIBAET
HaIlld CHJBI, “‘Tapaju3yeTr’ aKTHBHOCTH, OJOKHPYET MPHUSITHBIC
nepexxuBanus. OQHUM UX CIOCOOOB CIIPABUTHCS C TSDKEJION cUTyaluei
SIBJIIETCA OCBOOOXKIEHHE OT “JTUINHUX HEraTUBHBIX DMOILIMM.

[IpencraBere cebe, 4TO y Bac €CTh KOTEJ, Kyla BBl MOXKETE
BBIOPACHIBATH M3JIHIIKKA HETPHUATHBIX IMOIUH. JTO MOTYT OBITh BWHA,
CTBI/I, HEYBEPEHHOCTb, allaTus, 3I0CTh U IPyTHe “HeHYXKHbIE BaM UyBCTBa.
OTOT KOTEN MOSBIISIETCS MIMEHHO TOT/IA, KOT/la BBl XOTUTE COPOCHUTH Ty/a
4yacTh HETAaTUBHBIX mepexuBanuil. llpucMmorpurecr kK Hemy
MOBHUMATEIbHEE: KAaKOTO OH I[BeTa M pa3Mepa? kakod (opMbl? rie
Haxomutcs? [IpencraBere cebe, UTO BBI OAXOAUTE K HEMY M OpocaeTe B
HEro HeHYXXHbIE TIepeXUBaHuL. BO3MOXXHO, OHM cCaM¥ TIEpETEeKYT B KOTET,
a MOXeT OBITh, OT Bac MOTPEOYIOTCS OMOJHUTEIbHBIE AEWCTBUA.
Bo3MokHO, BaM TIpuieTcs MpojienaTh HECKOIFKO MaHHITYIISINI, YTOOBI
0CBOOOIUTHCS OT HEMPUATHBIX dMonui. Caenaiire 3to. [louyBcTByiiTe cedst
ocBoOoauBIIMMCS. [lociae 3Toro nmpukaxkute BaleMy KOTIy UCYE3HYTh,
PaCTBOPUTHCS WIIN 3aHSITH OMPEACICHHOE MECTO.

4. “llepedaua snepeuu”. JlaHHOE yIpaKHCHUE TIOMOXKET BaM B
CUTYaIsX, KOT/Ia BBl YyBCTBYETE YIaJI0K CHII i HEIOCTATOK SHEPTHH.

[IpencraBpre cebde, 9TO Mepes BaMH HaXOIUTCS MOIIHBIN HCTOYHHK
MO3UTUBHOMN dHEpruu. OH COTpPeBaeT BaC U JACT CTOJNBKO CHJI, CKOJIBKO
MOJKEIaeTe.

[IpouyBcTBYiiTE, KAKUM 00pa30M DHEPTUs BO3JCHCTBYET Ha Bac
criepenu. Brnoxuute ee. [IpouyBCTByMTE, KaK BOJIHBI SHEPTUU CKOIB3ST
BBEpPX M BHHU3 MO Bamieil cnuHe. OmyTHTe, KaK MCTOYHUK DHEPTHHU
BO3/ICHCTBYET Ha Bac CIIpaBa, clieBa. Ternepb NCTOYHUK YHEPTUU HAXOIUTCS
y Bac moa Horamu. [lpencraBbre, Kak 3HEprucii HAMOJHSIOTCA CHavalia
CTYNHU BallUX HOI, a MOTOM DSHEPrus MOJHUMAETCS BBILIC U
pacnpocTpaHnsieTcs mo Bcemy teny. OOparuTe BHUMaHUE HA T€ YYaCTKU
TeJa, T/Ie He XBaTaeT YHEPTHH WIH OHA BCTPEYAET MPETSATCTBHS HAa CBOEM
nytd. OurytuTe ceOs HAMOJHEHHBIM dHepruei. Temeps BBl MOXKeTe
HaIpaBUTh €€ B TO PYCJIO, KOTOPOE BaM HEOOXOIAUMO.

5. “Mask”. JlanHOE yIpas>kHEHHE MOKETE UCIIONIb30BaTh, KOTJa BaM
OPUXOAUTCS MPOTUBOCTOSITH MHOTOUHUCICHHBIM HEypSAUIAM U
HEMPUSATHOCTSIM. Mu korna BaM rpyCTHO U OJTUHOKO.

[IpencraBbTe ceOe HEOONMBIION CKATUCTHIM OCTPOB B OYIIYIOIIEM
okeane. Ha Hem cTouT Masik. B HeM 3akill0u€H MOCTOSHHBIA MCTOYHUK
sHeprud. Ero jiydw cBeTAT 1 fHEM, ¥ HOUbI0. OHU JAIOT MPOTUTBIBAIONITAM
KOpaOIIsiM OPHEHTHP, TOMOTAFOT UM JIOCTUYb CBOCH IIeITH. Y Masika TOJICThIS
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KpETKHe CTEHBI, KOTOPhIE He TIOABEPIKEHBI HU OyPsIM, HU 3eMIIETPSICEHHUSM,
HU TIoKapaM. BHyTpr Masika ecTb 0€3011acHOCTh M HeOOXOAMMast SHEPTHSI.
3aiinuTte B Hero. [IpouyBeTBYHiTE, 4TO HAXOAUTECH B MOJIHON OE30MACHOCTH.
[IpouyBcTByiiTe, 4TO OONanaere cwioi u 3Hepruei. [locmorpure Ha
KopalOiu, miaBatonme B 6eckpaiineM Mope. IMEHHO BBl MOJKETE TOMOYb
WM JOCTHYb TeX OEpPETOB, K KOTOPBIM OHU CTPEMSITCSI.

6. “Vposenv cuacmos”. JlaHHOE yIpaKHEHNE TTIOMOXKET BaM JTydIIIe
pa3obparbcs B CBOMX BHYTPEHHUX MEPEKUBAHUAX, TIOHATH, YTO MEIIAeT
YyBCTBOBATh Ce0s MO-HAcToseMy cyacTIuBbIM. (MBI cunTaeMm, 4To
npodeccuonan B chepe cObITAa NOKEH KUTh C YPOBHEM CUACTHS,
MpUOJIMKEHHBIM K 95%, a 5 - ocTaBiseM Ha IMOJIE3HbIC HEraTHBHBIC
TIEPEKUBAHNS, CTIOCOOCTBYIOIINE TMTHOMY U MMPO(HECCHOHATBHOMY POCTY.
BryTpenHee onrymeHue cyacTba CO3/1a€T BOKPYT TOPTOBOTO areHTa OPeo
YCHEUIHOCTH, KOTOPBIM, KAK MAarHUTOM, IPHUTATHBAET BBITOIHBIX
KIJIUEHTOB.)

Csiipre B MaKcUMalbHO yaoOHyto no3y. [TouyBceTByliTe pacciabieHue.
CKOHLIEHTpUpYITE CBOE BHUMaHHE Ha BIOXE U BbIioXxe. CocpeioToubTeCh
Ha CBOWX BHYTPEHHHUX TepexHBaHMUsIX. KakoB Ball ypoBEeHb CHACThS B
naaabii MomeHT? Ecnin 100%, BamM TIpoCTO MOYKHO 1T03aBHI0BaTh. Ecimu
HET, TO YTO MEIIaeT BaM 4yBCTBOBATH CE0S MMO-HACTOAIEMY CYACTINBBIM?
Bl yem-To cuiibHO obecniokoeHbl? Brl uero-to He Moxkere 10CTU4b? Bb
4eM-TO CHJIbHO pasapakeHbl? Bac kro-To o6uaen? Ber e Bepute B 100%-
Hoe cuacTtee? IlocTapaiitecy npouyBcTBoBaTh “nioMexu” 100%-HOMY
CYACTBIO 3aHOBO. UTO TOMKHO CIYYUTHCS, YTOOBI Balll yPOBEHD CUACTHS
npuomusmics Kk 100%? Uto BB MOXeTe cuenarh, 9TOOBI M3MEHHUTHh
cuTyanuio?

BrIBaroT citydau, Korja 4elioBeK He MOXKET MOOBITh CYACTIIMBBIM JIAKE
HECKOJIbKO MTHOBEHHI, TIOTOMY 4YTO OH ‘3a0bu1” 3T0 omyuieHue. OH
CJIMIIIKOM JIOJTO€ BPEMsl HE pajioBaJICs KU3HU. Eciiu BBl TOke “3a0bUTH”™
CBOM pPaJOCTHBIE ONYIIEHHS, TO MOCTapaiiTech Modvalme B CBOUX
BOCIIOMHUHAHMIX BO3BPAIIATHCS K CYACTIIMBBIM CUTYAIIHSIM U3 TIPOIILIOTO.
B sTOM citydae BEI TO3BOIMTE BAITUM ITO3UTHBHBIM IMOIIHSM “‘TIEpeTeyn”
W3 MPOUUIOro B HacTosiee. MHorna yenoBek Oecco3HaTeNnbHO OOUTCS
paznoBaThCsi, YTOOBI, KAK 3TO HU MapaJOKCAIBHO, IOTOM HE PACCTPANBAThCAL.
Benp ecnu uyBcTByelIb ce0s CYACTIAMBBIM, TO €CTh OOJIBILION PUCK CHOBA
cTarh HecyacTHBIM. JlydIle y moiaBieHHoe, 3aT0 CTaOMIIBHOE COCTOSTHHE.
A BBI Kak cunraere?

7. “I'opoocms . YacTo IpUIUHOM TIOAABICHHOCTH, HEYBEPEHHOCTH,
HaMpsDKEHUS U TPEBOXKHOCTH SIBJISICTCS Hallla HU3Kasi caMoolieHka. MHorna
MBI CYMTAEM, YTO TOPJOCTh COOOM, CBOUMHU JIMYHBIMH Ka4eCTBAMH U
JIOCTHKEHUSIMU CPOJHH XBAaCTOBCTBY M HECKPOMHOCTHU. becco3HarenbHO
MBEI “‘3amperniaeM’’ ce0e TOPIUTHCS TEM, UTO SBISACTCS IS HAC BAKHBIM U
3HAYUMBIM. TeM caMbIM MBI “BBIOMBAEM ITOYBY, H3-110I HOT Y COOCTBEHHOI
YBEPEHHOCTH, JIUIIaeM ceOsi OITOphl M MOIIIHOTO MCTOYHKKA dHeprun. He
nomnajanTech Ha 9Ty YIOBKY. [1o3BosstiiTe cebe NCTIBITHIBATh TOPAOCTD 32
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MHOKE€CTBO Pa3IUYHBIX COOBITHH B Ballel KU3HU. BBl Ipeomosenu cBoe
HEeXeJTaHWe 3BOHUTH KIUEHTY - DTHM MOYXHO TOPIUTHCS, BBl CETOMHS
MPEKPACHO BBIMISAIUTE - MPOYYBCTBYHTE TOPIAOCTh, BbI 3aKIFOUHIU
BBITOJTHYIO CJICJIKY, BBl HE 3aKJTFOUMIIH BRITOJTHYIO CIIEIKY, HO CJIEIIal BCE,
YTO OT Bac 3aBUCEJIO0, - 3TO MOBOJ JIJIsi TopocTH. Kpome 3Toro, HaBepHsika,
BBl YMHBI, JHEPTUYHBI, 00pa30BaHbl, MPUBJIEKATENBHBI U 00IaaeTe ere
10 MEeHBIIeH Mepe 99 MoNoKUTENFHBIMA KadecTBaMu. Jlaske eciu BBl B
9TOM He TMPU3HAETECH, Y BAC €CTh OTHO HEOCHOPUMOE MPEHMYIIECTBO,
KOTOPBIM MOXETE TOPAUTHCS - BBl KYITUIIH ATy KHHTY.

Ms1 npeniaraeM BaM YIpa)XHEHUE, KOTOPOE YacTO MPOBOJIUM B
rpymrme. Bl MokeTe mpozenars 3T0 YIpaKHEHUE B TPYIIE OMU3KUX IS
BacC JIFOZIEH, @ MOYKETE TPOZIETIaTh ATO YITPAKHEHHE B BallleM BOOOPaKEHUH.

[IpencraBrre cebe, 9TO BBl AOHKHBI BBICTYIHTH HEPE TPYIIIOi
Jofiell, KOTOphIe K BaM OYEHBb XOPOIIO OTHOCATCS. DTO MOTYT OBITh
3HAKOMBIC BaM JIFO]IU, @ MOTYT OBITh M COBCEM HE3HAKOMEBIC. [ TTaBHOE, BBI
JIOJDKHBI 4yBCTBOBATh UX TIO3UTUBHOE K ceOe oTHolIeHue. Bamma 3anaya
COCTOMT B TOM, YTOOBI OJHITHCS HA KAKOE-TO BO3BBIIICHHUE - 3TO MOXKET
OBITH TpHOYHA, Kaempa, CIieHa WIIH MMPOCTO YCTOWIUBBIN CTYII - U CKa3aTh
STHUM JIFONISIM, Y€M BBI TOPJUTECH B CBOCH KU3HU. DTO MOTYT OBITh OYEHb
Ba)kHBIE Bemy. Hampumep, BB TOpIUTECH TEM, YTO HE OOUTECH PHCKOBATH,
WK T€M, YTO OTIIMYHO 3HAeTe CBOW TOBap. A MOTyT OBbITh U HE OUYCHb
Ba)kHbIE Belnu. Harmpumep, BbI rOpIUTECH TEM, YTO BCETa HOCUTE C CO00i
HOCOBOH IJ1aTOK. HaunHuaiite cBot0 pedsb co cioB: “S rop:KyCh TeM, uTo...”.
[lepeuncnure Kak MUHUMYM JIeCATh KauecTB. [locie Ha3pIBaHUS KaXI0TO
KadecTBa JaiiTe BO3MOXKHOCTH JPYTHUM JIIOASIM MOAJEPKATh Bac
arutonucMenTaMu. He Toponrecs mepexoanTs K HOBOMY KauecTBy. Bara
ayIUTOpHs OYEHb XOPOIIO K BaM OTHOCHTCS, TIOPTOMY JUISI HUX ITPOCTO
HE00XOMMO TIOIO0JIBIIE BaM MOAILIOIUPOBATh.

8. “Venewmnas coenxka”. Yacto “HOABONHBIMHU KaMHSIMHU
HEYCIIEIIHO CIIeNKH, KaK 3TO HU CTPAaHHO, SBJISIOTCS HAIIM HETAaTHBHEIE
OXHIAaHUs, ONMACCHUSI U CTpaxu. MBI “IpoKpydmBaeM” B CBOEM
BOOOPaKEHUH “‘y’KacHBIE  CIIEHBI: KIIMEHT HE XOUET C HAaMH pa3roBapHBaTh;
KIJIMEHT JIOJITO COMHEBAETCsl, @ MbI HE 3HAEM, YTO €My OTBETUTh; KIIUCHT
HE XOUeT OIJIaYMBaTh HAIIM YCIYTH U T.J. be3yCllOBHO, Takue CUTyaIruu
BCTpEUaroTCs B paboTe KaXK0ro MPOIaBIia, HE3aBUCUMO OT TOTO, IIPOJIACT
OH HEABIKUMOCTb, CTPAXOBaHUE I BEPXHIOIO OEXKTy. B TO ke BpeMs
HETaTHBHBIE OXHUIAHUS OECCO3HATENHHO MEHSIOT Hallle MOBEJSHHE.
Memnemxep, KOTOPBIH OOWTCS, YTO KIMEHTY HE MOHPABHUTCS KadeCTBO
TOBapa, HAYMHAET 3aIIMHATHCS M CIIOTBIKATHCS MPU MEPEUUCICHUU
JOCTOMHCTB TOBapa. MeHeKep, KOTOPhI B IIyOMHE YN YBEPEH, YTO
HUKaKUM 00pa30M HE MOXKET IMOBIIUSATh HA PEIICHUE MTOKYIIATEIs, BEIST
ce0s Tak, 9To “oTOMBacT” y KIMEHTA IOCISIHINI MUHUMATLHBIN HHTEpEC
K TOBapy. UTOOBI JOOUTHCS YCICTITHOTO 3aKTFOUCHIISI CIISTKH B PEATbHOCTH,
MBI JIOJDKHBI JIOOUTHCS yCIIeXa cHavana B CBOEM BooOpakeHWH. B aTom
CJly4ae YCIHEIIHOCTh CTAHOBHUTCS HAIIUM HEOThEMJIEMBIM KauecTBOM. B
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peaNbHOM CUTYaIlH BHYTPEHHEE COCTOSHHE YCTICIITHOCTH aBTOMAaTHIECKI
“monckaxkeT” 3¢ (HeKTUBHBIC TPHUEMBI PAOOTHI ¢ KITMEHTOM.

[IpencraBbre ceds ycrnenHbIM paOOTHUKOM cObITa. Barim KITMeHTHI
MPOCTO CYACTIUBBI OTTOTO, YTO UMEIOT C BaMH JIes10. YTO UM HpaBUTCS B
Bac? Yto ux 3acraBisieT oOpauaThcst K BaM cHoBa U cHoBa? [locmoTpuTte
Ha ceOs mx mazamu. Kak Bel obmaerech ¢ HUMU? Kakwe apryMeHTHI
WCTIONB3YeTe ISl TOTO, YTOOBI KIMEHTHI JydIlle TOHSIN COOCTBEHHYIO
BeITONY? Kaknm oOpa3oM BcemsieTe B HUX yBepeHHOCTh? Kak paboTaete ¢
UX Bo3pakeHusiMu? ECITU B KaKoi-TO MOMEHT y BaC BO3HUKAET COMHEHUE
B COOCTBEHHOH YCHEIIHOCTH, OCTaHOBHTEeCh. [logymaiiTe Han Tem, 4To
BBI3BAJIO Takoe coMHeHue. [locTapaiiTech U3BMEHHUTH JCHCTBUS TaKUM
00pa3om, 9TOOBI OHM COOTBETCTBOBAITM BAIlIEMY OIIYIIEHHIO YCTITITHOCTH.
IIpocnenute 3a Bcem mpoleccoM 3akitoueHus caenku. [loacuuraiire,
KaKyI0 BBITOY TIPUHECIA 3aKITIOYeHHAS BAMH C/IETKA.

BeiBaroT citydau, Korja JIFOAH CKENITUYECKH OTHOCSITCS K JIaHHBIM
yIPaKHEHUSIM, CYUTAIOT UX “IyCThIM (anTazupoBanuem”. Kak npasuio,
TaKUe JIFOJU TPH MEPBBIX MOMBITKAX BU3YyaJU3allMd HAUYMHAIOT TYT JKE
BO3paXkaTh: Y MEHS HET HHKaKOTo 00pasa, sl HHIero He 4yBCcTByI0 . He
CTOUT TOPOMHUTHCA. YacTO MMEHHO KPUTHYECKOE OTHOMIIEHHE K
“Hecepbe3HBIM’’ BEIaM CTABUT “TIperpamy’’ Uisi 00pa3oB, OIIYIICHUH U
MBICIICHHBIX CO00IeHuH. becco3narenbHOe Kak Obl “o0eperaetr’” ce0st OT
W3JMIIHEeH KPUTUKU U HE “BbIOaeT’ HUKAKOH MH(OpMALUHN HA YPOBEHb
co3Hanus. MHorna monu 6osTcs, 4To X 00pa3bl U OLLYLICHUS SIBISIOTCS
“mMOCTAaTOYHO TPABUILHEIMU . B TOM cilydae He MEHCTBYIOT HUKAKHE
orpanmueHus. Tor oOpa3, acconmamus, metadopa, KOTOpbIe ¥ Bac
BO3HHMKAIOT, U €CTh caMmble MpaBuibHBIe. bomee TOro, oOBIYHO
“o0mmenpuHsATHIC” 00pa3bl, M03aMMCTBOBAHHBIC Y IPYTUX, HE 001a1aroT
TaKOW Marm4ecKoi CHIION Kak cOOCTBEHHBIE 00pa3bl U ACCOLMALIUY.

Anexcannp I1., pykoBoguTeIh KPYIHOW TOPrOBOW (PUPMBI, TAKUM
00pa30oM OITMCHIBAET CBOE COCTOSHHE BO BPEMS BBITIOJHEHHS OIHOTO W3
yIpaxkHeHui: “S cusien v iymall, moueMy BOKpYT BCE ITPUIyMbIBAIOT KaKHe-
TO 00pa3bl, a MHE HUYETO B TOJIOBY HE MPUXOauT. [loTOM KTO-TO cKazaul,
YTO €ro YHEPIrHs HOX0XKa Ha ACHCTBYIOIIMI ByJIKaH. M 31ech MEHS OCEHMIIO.
Benb Most sHEprHs - 3TO TOXKE ByJIKaH. Sl cTai BHUMATEIBHEE BIIISBIBATHCS
B CBOH ByJIKaH, CTapasich MOHATh, KAKUM 00pa30oM OH MOXKET JaTh MHE
SHEpPTHIO. S MOHSA, YTO MOJDKEH NMPUOIU3UTHCSA K HEMY H MPOCTO
ITOCMOTPETH Ha M3BepraronIyocs jJasy. [IpocTo mocMoTpeTs” .

BauMmarenbHO mpuCTymHMBalTeCh K COOCTBEHHBIM YyBCTBAM U
nepexxuBanusm! He Ooiitech HOBBIX omnyiieHuii! IMEHHO B HUX TasTCs
CKPBITHIC HCTOYHUKH BHYTPEHHEH YBEPECHHOCTH U yCIIEITHOCTH, IMEHHO
OHH CTIOCOOHBI cenarhb Bac Pokdennepamu, OnmiaMu redTuamMu 1 ... TeMHU,
KEM BbI XOTeJIN ObI CTaTh.
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3AK/IIOYEHHUE

[Iporiecc 3akroYeHus CSTKN TIOXOXK Ha TaHell, B KOTOPOM Y4aCTBYIOT
KaKk MUHHMYM JIBa YesioBeKa. YToObI TaHell COCTOSIICS, TaPTHEPHI JOJIKHBI
XOT$1 OBl Yy Th-4yTh NOHPABUTLCSI APYT APYTY, IPEOAOIIETH ONPEAETICHHOE
CMYIIICHHE ¥ Ha4YaTh MPOSBISATH KaKyI-TO aKTUBHOCTbH (BPSI JIU MOXKHO
XOPOIIIO CTaHIIEBaTh, HAXOASACHh B Kaue€CTBE MACCHBHOTO HAOIIOMATENS).
[Ipu sTOM TaHIIOpaM CleAyeT NBUTATHCS B OIMPENEICHHOW OIU30CTH OT
“croHa” - TOTO TOBapa, KOTOPBIM mperaraeT mpoxasen. Hagamo Tanma
OYEHb MOX0XKE Ha MEPBYIO CTAIUIO 3aKIIOUYEHUS CAEIKU: OJUH BEJNET, a
Apyroi ciengyer. THorna ¢ pagocTero, HHOrna ¢ onackoi. Ecinu npogasen
CyMeJl TOHPABUTHCA 32 EPBbIE HECKOJIBKO CEKYH/1 CAMOIPE3eHTalllH, €CIH
CyMeIl IpoOyIuTh HHTEPEC K “‘CIIOHY”’, TaHeI[ OymeT mpomospKaTees. Ecau
HET - 3aKOHYHTCSA, TaK U HE HaYaBIIMCh. YTOOBI TaHEIl COCTOsICH,
TapTHEpaM clieAyeT “HaCTPOWTHCS APYT Ha mpyra. JIBYKEHUS OTHOTO
JIOJDKHBI JTOTIONHSITH ABMKEHHS JIPYroro, HE Memias oOLeMy PHCYHKY
TaH1a. TOproBolil areHT, HACTYTAIOIINHI HA HOTH COOCTBEHHOMY 3aKa34nKy
U CTPEMUTEIHHO HANMPAIOIIUKH Ha HETO BO BpeMs COJO cakcodoHa,
BBI3BIBACT y MOKYIIATeIsI HEIOBOIBCTBO, HATIPSHKEHHUE U TUCKOM(DOPT.

UToObI eCTECTBEHHO W HENIPUHYK/IEHHO TAHIIEBATh C PA3IINIHBIMHU
MapTHEPIIAMH, MPOJABIy HEOOXOAMMO 3HaTh COTHH Ia. BelyuwB numib
IATh OCHOBHBIX JIBWeHUH Tuna “Yro Bac uHTepecyer?” u “Hamr ToBap
camblil YylecHbIN’, MeHeIKep OyAeT BBIHYXKIEH MMOCTOSHHO TaHIIEBaTh
OZIMH M TOT K€ TaHel] C KIIMEHTOM, KOTOPOT0 O0JIbLIE HUKTO HE IPUIJIAIIACT.
[Ipodeccronan cBoero nena mMo3BOISAET MAPTHEPY MPOSBUTHCS C JTyUIIEH
ctopoHbl. OH HE KPUTHUKYET €r0 3a HEYKIIOKECTh FIJIM 32 HE3HAHHE
TaHIEBAIBHBIX MBMKEHNH. OH MPOCTO TTOMOTAET C PaOCThIO JI€TATh TO,
Yero B JaHHBIH MOMEHT XoueTcst Oombiie Bcero. IMeHHO Ha 9TOM JTarne
3aKa3z4yuK aymaer: “MHe MpoCTO MOBE3JNO, YTO S UMEI [0 ¢ TaKUM
yenoBekoM”. OTIINYHO, MOYKHO JIBUraThCs Aajblle. TenepbKINeHT T0IKeH
C/eTaTh CBOM IIar BIIEPE] U CTAHIIEBATh CBOE T1a, YTOOBI CACNKA YIauHO
3aBePIINIIACch. YCIICITHBIN MPOIaBell He TSHET MOKyTaress 3a coooi. OH
creIan Bce, 9ToObI MpaBWIILHO HACTPOUTH ero. [lokymarens cam “pBeTcs
B 00i1”. OH TaHILyeT CBOE COJI0, BCE OOJIbILIE B3aUMOIEHCTBYsI CO “CIIOHOM”,
U TOPrOBBIH areHT Mpog)eCCHOHAIBHO MTOMOIaeT €My, KOPPEKTHPYS €ro
noBezneHue. ITo cragus paboThl C COMHEHHUSMH KineHTa. BoT u oHa
yCIemHo npoujiena. He tepsisi HU 0JlHOM JIparolieHHOW CeKyH/ibl, TOYHO
coOmronass puTM, MEHEKEep MOABOAUT KJIMEHTA K TaHIEBaJIbHON
kyapMmuHanuu. [IpexpacHo, caenka 3aBepuieHa. J(OBOJbHBIM KJIMEHT B
OOHUMKY €O “‘CIIOHOM” C YJOBOJIbCTBUEM BBIMOIHSET 3aKIFOUUTEIILHBIC
na. icTuHHBINA TaHIOp He OpocaeT CBOIO MapTHEPLIY Ha MOCICAHUX 3BYKaX
MEJIOAUH U He OCXKHT Ha YIHILY ePeCUnThIBATh OMyUYeHHbIE IeHbru. OH
C PaZloCThIO U YIOBOJILCTBHEM 3aKaHUMBAET TaHEIl, 3a00TIMBO MOIBOTUT
CBOIO MTAPTHEPIITY K €€ MECTY 1 JIOTOBAPUBAETCS C HEH O CIITYIOIIEM TaHIIE.
MosxeT OBITh, Uepe3 MUHYTY, MOJKET OBITh, Ha CIIETYIOIIEH He/Iee, a MOJKET
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OBITh, Yepe3 TO/I.

UtoOBbI JIETKO W HEMPHUHYKJIEHHO OTPadOTaTh CBOE BHICTYIUICHHE,
npogeccroHaNbHBIN TAHLIOP ATUTEIBHOE BPEMs TPEHUPYETCS, JOBOAS 10
COBEpIIIEHCTBA KaXK/IbIi AIeMEeHT cBoei mporpaMMel. [Ipogasernt BEIIAIUT
BO BpEMs 3aKJIIOUEHUS CJIENIKHM CTOJIb K€ YCIIEITHO U €CTECTBEHHO, €CITU
TPaTUT JAOCTATOYHOE BpeMs Ha aHAJIU3 W MOATOTOBKY IEITOBBIX
MeperoBopoB. B MpoTUBHOM cilydyae €ro TaHell MOpoll HamoMHUHAeT
TTOBEJICHUE CIIOHA B mMocynaHOU jaBke. [Ipodeccuonan cBoero mena
omnMpaeTcsi He TOJIKO Ha OOBEKTUBHBIC 3aKOHOMEPHOCTH CUTYallMHd M
3¢ QeKTUBHBIE TPHEMBI OOILEHHSI, OH OITUPAETCS HA COOCTBEHHBIE YYBCTBA
1 oulyueHud. Beap MMEHHO OHM MO3BOJISIIOT HallaJUTh MO3UTHUBHBIN
SMONMOHAIBHBIA KOHTAKT C KJIHMEHTOM. B »TOoM ciyuae TaHel
npeBpamiaeTcs U3 MpocToro Habopa MEeXaHWYECKUX ABWIKECHUN B
HacTosmIee coObITHEe, TPUHOCSINEE YAOBOIBCTBHE KaK MPOAABIY, TaK H
nokynarento. OueHb BayKHO, YTO HAII TAaHIIOP JIOOUT CBOIO MPO(DECCHIO.
YToOBl 1OCTHYH COBEPUICHCTBA B CBOEM Jejie, eMy MPUXOIHUTCS
MIpeo10JIeBaTh MHOXKECTBO NPENATCTBUI. BMecTe ¢ TeM B fy1ie oH HeceT
MO3UTHUBHBIN 3apsij] dJHEPTUH, YBEPEHHOCTh, ONIYIIEHHE PATOCTH H
YCIIEITHOCTH. BBIXOAsS Ha CIieHYy, OH AEITUTCA dTUMH YyBCTBAMH CO
3pUTENSMH, U ITyOJIMKa 9yBCTBYET ATO. Pa3 3a pa3om 3puTey BHI3BIBAIOT
CBOETO JIIOOMMIA Ha CleHy. Pa3 3a pa3zoM Hall MEeHeIKep MpPOoAaeT Bce
Oospie ¥ Gonblie “cinoHOB”. Ham mpopaBen 3akiroyaeT MHOXKECTBO
BBITOJIHBIX CJIE€JIOK, TOTOMY YTO XOPOIIIO 3HAET MPUEMBI ITPOIaXKH, TOHKO
YyBCTBYET HACTPOCHHE KIMEHTA U JIIOOUT CBOE JIEIO.

MBpl xenaeM BaM pa3BUTh B ce0e ITH Ka4eCTBa, U TOT/IA BBl CMOXKETE
MOJIYYHUTh OT CBOSH PabOThI BCE, UTO MOKEIIAETE - UHTEPEC, YIIOBOIBCTBHUE,
BBICOKHE 3apab0TKH, BO3MOXKHOCTh CaMOpeaTi3allyH.

Kenaem ycnexa!
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