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Kapn Cbroann, Non bpayH
KnuneHTtbl HA BCIO XXU3Hb

OT u3aaresen

dta kHura Brepsble BbilIa B 1990 roay B CIIA u Bblgepxasa HeCKOJBKO
nepeusgaHui. Mbl 6epeM Ha cebGs CMeJIOCTb yTBepXKJAaTb, YTO B JaHHBIM MOMEHT CpeJH
M3JJaHHbIX B POoCCMM KHUT HeT HUYero Jiydlller0o Ha TeMy IpPUBJIEYEHUS U YJeprKaHUSA
KJIMEHTOB.

Xotsa aBTop, Kaps1 Cbroas, 3aHMMaeTca NpojaKed JOPOrux aBTOMOOUIEN, ero COBEThI
NOJXOASAT He TOJIbKO TeM, KTO pabotaeT ¢ VIP-kiveHTaMu: jAaxe MpojaBas KoleedHble
TOBApBHI, BBl MOXkeTe (M JOJDKHBI!) 60pOThCA 3a TO, YTOOBI UX MOKYNAJIM UMEHHO y Bac, a He Y
KOHKYPEHTOB.

[lo HamuM HabOAeHusAM, He MeHee 80 % poccuiickoro 6M3Heca pacCiMTaHO CKOpee Ha
O/IHOPa30Bble NPOJAXKH, YeM Ha JAJMTesibHOe yJepkaHue kaveHTa. 80 % M3 ocTaBIMXCA
20 % xo4yeT yJAepaTb KJMEHTa HAJ0JIr0, HO MOJIb3YeTCA JJI 3TOr0 «MeXaHWYeCKUMU»
CUCTeMaMHM NOoAJAepPKaHUSA JIOAJbHOCTH (IIPpU3BbI, JUCKOHTHBIE KapThl U T. I1.).

Y Cbroaszia UHOU NMOJXOZ: BO-IIEPBBIX, OH CYATAET MepBOOYEPEeHON 3a/ja4yell UMEHHO
yAepKaHue KJIMEHTa, a BO-BTOPBIX — 4YTO cJesJaTb 3TO MOXHO TOJIBKO IPU IOMOILIY
YCTAHOBJIEHUS YeJI0BeUYeCKUX, SIMOLIMOHA/IbHbIX CBSI3EH.

B KHUTre eCcTb KaK U3/10’)KeHHe QPYH/JJaMeHTabHbIX OCHOB peANPUHUMATENbCTBA, TaK U
ONMCaHUWe KOHKPeTHOW LeJIbHOM JeHCTBYIOLIeH CHUCTeMbl yJepXKaHus KJIUEeHTOB - Ha
nprMepe (ecTeCTBEHHO) TOro Ou3Heca, KOTOpPbIM 3aHMMaeTca Kapsa. 3Tta cucrtema Tak
NpoJlyMaHHa M YHUBepCaJbHa, 4YTO NOAXOAWUT IMpPaKTUYECKU JJd JIIo60h cdepsl

JesaTeJbHOCTH.

Mgl AAaBHO Ha4YaJ/IU IPUMEHATDb ero ugeu u MoxemM C YBEpPpEeHHOCTbIO CKA3dThb, YTO OHH
paboTamoT.

Mropb MaHH, Mumxaumn WMBaHOB U Muxawnmnn odepbep

OT napTHepa pOCCUUCKOTI0 U3AAHUA

JdTa KHUTra, KOTOPYO Mbl NOJYYHUJIU B OJHOM 3K3eMIlJIpe B BHJE pacledaTaHHbIX Ha
IpUHTEpe JUCTKOB popMaTa A4, CIIUTHIX IPYKUHOH, epexo/juja U3 pyK OJHOTO JHUpeKTopa
B pyKM Jpyroro c 60eM, 4yTb JIM He MNoJA pacnucky. CTOUT JIM TOBOPUTh, 4YTO U
IpOYMUThIBaJIacb OHAa 3amoeM, 6e3 oTpbiBa. [I0TOM, y»Ke C X0JIOJAHOM T0JIOBOM, 1 NbITAJICSA
IOHATh: B YeM Ke ee OTJIMYMe OT APYrUX, B UeM CKpbITA 3Ta NPUTAraTeJbHOCTb? MoxeT
ObITh, fesio B aBTopUTeTe Kapsia Cbloasiya, KOTOPBIM yXKe CTOJIBKO JIET B aBTOOH3Hece U
CyMeJl yBEJUYUTh 060pOoT cBoel koMmmnaHuu ¢ $10 muH. o0 $250 muiH. 3a 30 JieT, paboTas C
YeThIpbMs aBTOMOOWJIBHBIMU MapkaMu? Ho [0 TOro, Kak B3Tb 3Ty KHUIYy B DYKH, 1 U
NOHATHA He UMeJl, KTO Takou Kaps Cproasiy, a KOMnaHus, KOTOPOU A pYKOBOXKY, YBeJIMYUJIA
cBoit 06opoT ¢ $10 Thic. o $356 MuH. 3a 13 JyieT. U1 aBTOMOGUJ/IBLHBIX GPEH/IOB Y HAC YXKe
YyeTbIpHAJLATh.

[TocToiiTe, MOXKET OBITh, aBTOP JAEJUTCS KAaKUMHU-TO YHUKaJbHbIMH CEKpeTaMH WU
OTKpbIBAaeT COBEpLIEHHO HOBble, 3a0KeaHCKHWe MyJpeHble IpHeMbl IpPUBJIEYEHUA U
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yaepaHusl KaMeHToB? Jla HeT, HUKaKOW ceKpeTHOW MHPOpMaLMU U HOy-Xay B KHUTe 0C060
He 3aMeyeHO, 0OJibllle MOJOBUHBI BCEr0 OMMCAHHOTO YCHEIIHO NPHUMEHSIeTCS B HalIUX
aBToLeHTpax. Tak B yeM ke pokyc?

To, 4To KHUra CcTaHeT OGecTceslJiepOM B MEPBYI O4YEPeAb CpPeiu TeX, KTO paboTaeT B
aBTOMOOWUJIBHOM OH3Hece, HECOMHEHHO. 3aJIor ee ycnexa — B XOPOIIEM, XUBOM CJIOT€ M
BHHMaHUM K MeJsioyaM. [loToMy 4TO, KOr/la YuTaelllb, 33/jlaellibCsl BONPOCOM: 3HaJI JIK Thl 00
3TOM MpUeMe WM 0 TakKoM noaxoze? /la, 3Has. Ucnoab3oBan? Het. [loToMy 4TO cyuTal He
OYeHb BaXXKHbIM. A OKa3bIBaeTCH — BEpHee, B 0OYepelHOM pa3 0Ka3bIBAeTCsl, — YTO BaXKHO BCe.
JIro60e cnoBo. BHnmanue. llTpux. JIto6as Mesoub. HeT, HenpaBU/IbHO: MeJloYel He ObIBaeT.

M BOT 3a 3TO UCHBITBIBaelllb OCPOMHOE YBaXK€HHWe K aBTOpPY. 3a TO, YTO OH BCE MeJI0YU
cobupaeT, aHaJU3UPYET, paCCTaBJ/sSeT MO MOJOYKAaM U, CaMOe T[JIaBHOE, HucmoJib3yeT. U
N0/ CKa3bIBaeT OCTaJbHBIM, KaK UX UCN0Jb30BaTh. Cracu60o 3a 3To Kapsy Cbroasy.

Oner XycaeHOB, reHepanbHbn pgupekTop Mexpgy
« AT n aNi»t

Hpe,Z[I/ICJIOBl/Ie dBTOPpA K pOCCHﬁCKOMy HU3AaHUI0

[lepBoe, 4TO X04YeT cAesaTh J060M 6U3HECMeH, paboTaeT Jik oH B Poccuu, UTanuu uiu
JIIDOOM APYroM cTpaHe, - 3TO YBEJUYUTh MAPKETUHTOBbIN GIO/KET, YTOOBI MPHBJIEYb HOBBIX
KJIMEHTOB.

KoHeuHO, B 3TOM eCTb 3/ipaBblid cMbIc/. Ho eciii Bbl He 3aJjyMbIBaeTeCh O TOM, YTO
IPOUCXOJUT IOC/J€e TOrO, KaK HOBbIM KJIMEHT HaWJeH, 3TO MOXET BaM J0POTro OOGOUTHCH.
Mex /1y TEM OT y»Ke CyIeCTBYIOIUX KIUEHTOB MOXXHO MOJIYYUThb ropas/io 60Jblille BbITOAbI, U
IleHa TaKoro 61M3Heca 6y/leT HAMHOI'0 MeHbllle, YeM IPU MOCTOSIHHOM MOMCKe HOBbIX PbIHKOB
cobITa.

Mopaiib: mpex/e 4yeM 6pocaThbCs Ha MOMCKU HOBBIX KJIMEHTOB, MONPOOYIHTE NPEBPATUTD
MOKyTaTeJseH, CAleJIaBLIMUX Y BaC O/[HY MOKYIKY, B KJIMEHTOB Ha BCIO KU3Hb.

JlaHHasi KHUTA 1[eJIMKOM MOCBSIlEHAa TOMY, KaK 3TOT0 JOOHUThHCH.

[loyeMy CTOUT MPHUAEP!KUBATBHCA TAKOro noaxoga? CMOTpPHUTeE: eC/d Bbl NpeycleeTe B
NpeBpallleHUH CAy4YalHbIX MOKyNaTesJed B TMOCTOSIHHBIX KJIHWEHTOB, pe3yJbTaThbl OYAyT
TOJIKO MOJIOXKUTEJIbHBIE.

- [IpojaBaTh yc/ayrd WM TOBapbl CYLECTBYIOLEMY KJIHWEHTY HAaMHOrO MpOIle, YeM
HOBOMY. Bbl ye YCTAaHOBWJIM C HHM OTHOUIEHHWSI U 3HAeTe ero MoTpeOHOCTH. UHCThbIH
pe3y/IbTaT: Balllkd Pacxo/ibl HA MAPKETHUHT CHUXKAKTCS.

- Bam He Haz0 6yZeT TPAaTUTb MHOI'O CUJ, BpEMEHH U CPEeJCTB Ha TO, YTOOBI BallH
KJIMEHTbI CHOBA BbIOpasiv Bac. OHU CKOpee MPUCAYIIAITCS K BalllUM MPe/JIoKeHUSIM, TOTOMY
YTO YK€ HUMeJIM TOJIOKUTEJbHBIA ONBIT OOIIEeHUs C BaMU. (ITO 3epKaJibHOEe OTpaKeHue
NepBOro NYHKTA, C aHAJIOTUYHBIM Pe3yJIbTaTOM: IIOBbIIIIEHHE NPHUObLIH.)

- Ec/id KJIMEeHThl MOKYMAlT y Bac, OHM He MOKYMalT y KOHKypeHTOB. [IpeBpaias
CAy4alHbIX TOKymaTeJed B KJWEHTOB HA BCHO >KHM3Hb, Bbl BBIUIPbIBAETE, a Balld
KOHKYPEHTbI, KOTOpbIe He J|eJIal0T 3TOT0, MPOUTPbIBAIOT.

- [locTOSIHHBIE KJIMEHThI He TaK YyBCTBUTEJIbHBI K IleHe. BbI y2ke YyCTaHOBHJIM XOPOILe
OTHOIIIEHUS], U IOKYTATeJIsIM Jierde 3anjaTUTh HEMHOTO 00Jibllle BaM, YeM TPAaTHUTh BpeMs Ha
MIOMCKH APYTrOM KOMIAHUU, KOTOPAsA CMOXKET 0OC/IYKUTh UX Ha TAKOM >Ke BbICOKOM YpPOBHE.

- OHM c 6oJiblIel TOTOBHOCTBIO NMOMPOOYIOT M JAPYrve Ballk NPOAYKThI U YCAYTH. Bbl
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HaXOJAUTECh B 60Jiee BbITOJHOM MOJIOKEHUH, UeM APYyrue GUPMbI, C KOTOPBIMU OHU He UMeJIU
Jiena. JloBepue, KOTOpoe Bbl 3aBO€Ba/IM M3HAYaJIbHO, PACOIPOCTPAHUTCS Y Ha APYyrue Balllu
npezaJoXKeHusl.

Kak BuMTe, HalleJIEHHOCTh Ha NPOJaXKy CYLEeCTBYIOLIMM KJIHMEHTaM fBJISeTCA ropaszio
60Js1ee pe3yJIbTaTUBHON U MeHee 3aTPaTHOW MapKeTHHIOBOM CTpaTerueu, yeM MOUCK HOBBIX
NOKyIaTeJeu.

[ToyeMy ke Takoro mojAxojia He MPUAEP!KUBAETCs OOJBLUIMHCTBO MapkeToJioro? Tomy
eCThb LieJIbIU pAJ, MPUYUH, HAYUHasA C TOTO, YTO MHOTHE MPOCTO OPUEHTUPOBAHbI TOJBKO Ha
HOBBIE CJIEJIKU — TO €CTb B MPUHILUIIE CIOCOOHBI AyMaTh TOJIbKO O pacClIMPEHUU PbIHKOB
cObITa, - U 3aKaH4YMBasA CKykou: «Mbl yxe [JaBHO paboTaeM C 3TUM 4YeJOBEKOM (WU
KOMITaHUEM ), XOUETCs YEro-TO HOBEHBKOTO».

Ho Hazo noHATb, 4TO, ec/d Bbl He MbITaeTeChb IpeTeHJOBaTb Ha JAJMTeJbHbIe
OTHOIIEHUs C BallMM KJIHWEHTOM, Bbl TepsieTe Ha 3TOM JieHbrd. 1 BO3MOXHO, OoJjibllIMe
JIEHbIU.

/JlaBaliTe paccMOTpUM MpPOCTOM NpUMep U3 Moero OW3Heca. fl mpojaio JierkoBble
MalluHbL. YTOObI HE YCA0KHSATH PacyeThbl, OY/IEM CUMTATh, UYTO CPEJHSASA lleHa MalluHbl — 25
000 posnapoB. Kak npaBuiio, 3a CBOIO KM3Hb CPEeJHUN KJAWEHT nokynaeT y Hac 10 mauuH. To
ectb 3T0 250 000 mostapoB (6e3 ydyeta uHGAALMY, B AoJsiapax 2005 roga). Kpome Toro, Ha
o6C/My>KMBaHUe MalllWHbI (OT 3aMeHbl Macja A0 PEMOHTA MOMSTBIX KPbLIbeB) KJIUEHTHI
TPaTAT CYMMY, paBHYI0 IPUMEPHO TPETH €ee 1leHbl. ITO AaeT ele okosio 82 500 gos1apos, U B
cymme — 332 500. 3Ty cyMMy MOXHO 3apaboTaTb, €C/iM MPEeBPATUTh MOKyNaTeJsl OJHOMU
MalllMHbI B KJIMEHTA Ha BCIO KU3Hb.

Tenepb npescTaBuM, UTO YeJIOBEK KyNUJ Y Hac MawKHy 3a 25 000 go/i1apoB U 60J1blie
HUKOT/Ia He MOSIBJISJICS, IOTOMY YTO €MY Yy Hac He MOHpPaBuJIoCh. PazHuiia B npubbiu — 307
500 ponnapoB. CKOJIBKO peKJIaMbl HA/I0 Pa3MEeCTUTb U CKOJIBKO pacnpo/iak IPOBECTH, YTOObI
3apaboTtaTtb 307 5007

TpyzaHo npeacTaBUTh cebe MapKETUHIOBYI0 KaMMaHHWIO, KOTOpasi CIOCOOHA MPUHECTHU
TaKOW *Ke JI0XO0Jl, KAKOM Bbl MOXKeTe MOJIyYUTb, YOeJAUB Balllero CylleCTBYIOIIEr0 KJIHWEeHTa
MOKyNaThb TOJIbKO ¥ Bac. BcmoMHHTe 06 3TOM, BepcTasi Balll MAapKeTUHTOBBIN Gro/pKeT. BMecTo
TOT0 YTOOBI 3aMyCTUTDh HECKOJIBKO HOBBIX IPOTPaMM /Jisl IPUBJIeYeHHS] HOBBIX MIOKYNaTeJeH,
noyeMy Obl He yOeJUTbCS B TOM, YTO Bbl MAaKCHUMaJIbHO YJIOBJIETBOpSiETE MOTPEOHOCTHU
CYLeCTBYIOLIMX KJIUEHTOB?

Bbl cnpamuBaeTe, KakoW NepBbIM LIar cAesiaTb? B TedeHWe cieaywuied Hexdenv
no3BoHUTe 10 KJMeHTaM, IPUHOCAILUM BaM HauOOJIbIIMK NPOLEHT [10X0/a, MobJarogapure
UX U HAQUYHUTE 00CyXKJeHHe TOro, KaK Bbl MOXKETE C/ieJIaTh UX »KU3Hb JIeT4Ye.

Kapn Cbwann

IIpeauciosue Toma IIutepca

B 3TOl HeOOBIYHOM KHUTe eCThb I[eJIbl paszes — 4eTbipe TIJIaBbl, — MOCBSAILEHHbIH
BBbISICHEHHUIO TOTO, Yero Xo4eT KJHeHT. EcTb rijiaBa, mocesillleHHas TyasieTaM, a BepHee, UX
BO3/IeICTBHIO Ha BOCIPUATHE KJUeHTa. U ellle B 0/JHOM IJ1aBe peyb UJIET UCKJIHYUTENBHO O
BbIBECKaX U yKa3aTeJsX.

M 060 BceEM 3TOM TOBOPUT YeJNIOBEK, KOTOPBIKM yBeJWYUJ CBOW 6usHec ¢ 10 MJIH.
JlostapoB B 1968 roay a0 250 MJIH. [10/11apOB Cero/iHs, C MPUOBLJIbIO, BEIPOCIIEN B TaKOU ke
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nponopuuu. Kapsa Ceroasn npogaeT aBToMob6uau: «Kaguanakuy», «Jlekcycbl», «XeHJa» U
«llleBposie». [lokazaTesu yZ0BJAETBOPEHHOCTH €ro KJIHWEHTOB HEBEPOATHO BeJukd. OH He
TOJIbKO BO3TJIaBJISeT Pa3/IMYHOTO PoJia PEUTUHTU — OH KaXKAbld pa3 BHOCUT BCe HOBbIE
OTTEHKHU B OHSATUE «JIYYLIAN».

MectamMu 3Ta oumesoMaAKLASA KHATA BBITJIAAUT KaK-TO NO-JOMalllHeEMY: He GepUTe C
KJMEHTa JleHer 3a Te YCJAyTd, KOTOpble Bbl OKa3aju Obl OecmjaTHO Jpyry. (3TO MOXET,
HalnpuMep, 03HayaThb OTIPABKY TeEXHUKA — OHU AEXKYPAT KPYIJI0CYyTOYHO, 7 HEW B HeZleJI0 —
B a’ponopT B NOJHOYb /Ji OeclJlaTHOM 3aMeHbl CJOMaBLIErocs y KJAWEHTa KJwua
3aKWraHWA.) ITUYECKUH NMOAXO0J 3/eChb TaKOH: ynmpaBJ/isiiTe CBOMM OH3HECOM, BCe BpeMs
3a/aBad cebe BONpocC: «A ec/ii 00 3TOM HaMIIYT B 3aBTpalllHel razeTe?»

Mectamu sTa KHUra usymsseT: CblO3/I1 BEPUT B ICUXOJIOTMYECKOE TeCTUPOBaHUE
OyAyuiMX COTPYAHUKOB. W ero ryiaBHbIM TeCT TaKOB: ep3aeT JIM 4YeJOBEK BO BpeMf
MHTepBb10? EciM BBl M O X € TUeTh CIOKOWHO BCe BpeMS MHTEPBBIO — Bbl TepOM He ero
pomaHa. OH JII0GUT SHEPTUYHBIX JI0JIe 1.

Kapn Cproasi ycTaHaB/iMBaeT CTaHJAPThl aBTOAUJIEPCKOTO OU3HecCa y»Ke MHOrOo JeT.
Ero cepBuCHBIN OT/ies1 IEPBBIM CTaJ paboTaTh MO Cy660TaM U MepBbIM CTas NPELOCTaBAATh
CBOUM KJIMEHTaM BpeMeHHbI aBTOMOOWJIb, IOKAa UX COOCTBEHHbIM HAaXOJUTCS B PEMOHTE.
Ceityac ero napk ToJibKo BpeMeHHbIX «KaaunnakoB» coctaByseT 150 MalmuH (a elle ecTb U
BpeMeHHble «XeHal»). Ho OH He Mo4YMBaeT Ha JlaBpax: Telepb ero CepBUC-LLEHTPbl HAHAIU
COTPYAHUKOB, KOTOpbIE CaMU NOJTOHSAIOT BpeMeHHble MallHbI IPSIMO K JoMaM KJIUEHTOB, a
MX MallWHbI 3a0MpalOT B PeMOHT WUJIM Ha 06CIy>KUBaHUE.

Ch103J11 KynuJ yOOPOUYHYI0 MAllWHY JAJ51 YUCTKU YJIUL, U LOPOT BO3Jie CBOUX LIEHTPOB,
IOTOMYy 4YTO, IO €ro MHEHWIO, MyHULUNIaJIbHble YOOPLUIMKU He JO0BOJAT CBOK paboTy [0
6/siecka (a mepBoe BIeYaTJiEeHUWE, KaK OH TOBOPHUT, O4YE€Hb BAaXXHO M CJHUIIKOM YacCTo
urHopupyetcs). Kpome toro, oH yropopuJ pecropad Celebration oTkpbITh puinan B o4HOM
M3 CBOMUX LEHTPOB — YTOOBI 3aHATh TeX KJIUEHTOB, KOTOpPble XOTAT 3a6paTh CBOK MallUHY
cpasy nocJie 06CayKHBaHUS.

Bce 3To0 3acTaB/isseT BHUMaTe/ibHEe IPUCMOTPETHCSA K BO3MOXHOCTSIM U pe3yJibTaTaM
HeNnpeB30MJeHHOI'0 00C/IYKMBAaHUs KJIUEHTOB. JTOT IMOJX0J, NIPUMEHUM NpPHU NpoJaxke Kak
«XeHpan» u «llleBpose», Tak U «KaaunnakoB» u «JlekcycoB». fI 6b1 g06aBuia, xoTb Kapa
3TOr0 U He cAejajJ, YTO TaKOW NoAXoJ OyAeT paboTaTb OJMHAKOBO XOpOLIO U JJs
HeOOJIBILIOr0 peCTOPAaHYMKa, U /151 KpyITHEeHUIIero Nporu3BOJUTE IS CyIePKOMIIBIOTEPOB.

Y 3Tol KHUTM eCTb U Jipyras cropoHa. «CHcTeMbl, a He yJbIOKU» — IJIaCUT Ha3BaHUeE
ogHOW W3 raaB. Cplo3aJI1 — NMUOHEP KOMIbIOTEpU3alMu B aBTofesie. Ero coTpygHUKH,
3aHUMawuiMecss 06Cay>KMBaHUeM, paboTalOT ObICTPO MMEHHO MOTOMY, UTO HYXHas JieTallb
OKa3bIBaeTCsl B HY)XHOe BpeMsl B HYXXHOM MecTe - 0OJlarofjapsi YHHUKaJbHOU M CJIOKHOU
nporpamMmMe ynpaBJieHUs CK/1aA0M. TOYHO Tak ke BbIOOP U Moja4a Hy>KHOW KJIMEHTY MalllUHbI
M3 TUTFAaHTCKOW MapTHUM NPOUCXOAUT MIHOBEHHO - 6Jiarojiaps JApyrod KOMIbIOTEPHOU
CUCTEME.

Cproai1 u3MepsieT abcostoTHO Bce (cM. rsiaBy 18). OH u3MepsieT paboTy KaxKJoro.
BoJjiee Toro, oH CTaBUT BCeX, BKJIIOUasi MOMIIMKOB MalllMH, Ha c/iejibHYy0 ¢opMy omathl. [Ipu
3TOM BO3Harpax/eHue JJjs pabOTHUKOB HaX0JUTCS Ha 3a00J1a4HOM YPOBHE, U eCThb ellle 601
bllIMe BO3MOXXHOCTH — HO U TpebOBaHHUS BecbMa BbICOKH. B aBToeHTpax Chio3//1a HET MecCTa
MaJIOAYIIHBIM U HEPEIIUTEJbHBIM.

Kapsn Cbroanin JaeT NpoOBOKallMOHHbIE COBETbl MO MOBOAY JIUAEPCTBA, MO MOBOLY
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CO3/laHUs BHEUIHeN U BHYTpeHHel aTMocdephl, 0 TOM, KaKOW 3TUKH HAaJl0 NMPUJEePKUBAThCSA
Y KaK 0TMeYaTh yCleX MoA4YruHeHHbIX. OH TaK)Ke OTKPbIBAET CEKPET ycleXa: BOPOBCTBO HieH!
MHoro Jier Haszaj, Cbloaj1 fAajl pe3KWH TOJYOK pa3BUTHUIO CBoero 6GHM3Heca 3a CYET
IporpaMMbl NOKWCKA HOBBIX pelIeHUMH - HayaB C MOCElleHMs JIYYLIWX aBTOLLEHTPOB TOrO
BpeMeHU. OH Takke moAcMaTpuBaeT ujeu y Marriott, American Airlines, The Mansion at
Turtle Creek, Chuck E. Cheese, Stew Leonard, Neiman Marcus ¥ MHOXeCTBa Jpyrux
KOMIIaHUH.

MeHs1 HEMHOTr0 6€CIOKOUT, UTO KapJs1 mopoit nuieT Tak, YTO CKJIaJ bIBAeTCs OILyIleHUe
JIETKOCTH, C KOTOPOW OH BeJeT CBOM JeJsa. Ero pacckassl HaCTOJILKO KPacO4HbI, YTO 4aCTO
OTBJIEKAIOT OT MY/JPbIX U TOHKHX COBETOB, KacalwLUXCA HaWMa, OIJaTbl, MOTHUBALUY,
u3MepeHuss 3QPeKTUBHOCTU U Jpyrux BomnpocoB. OnucaHue o6oeB no 250 fgossiapoB 3a
PYJIOH, KOTOPBIMHM OKJIeeHbl TyasjeThbl aBToueHTpoB Cadillac, MoxkeT 3aTMHUTBL paccka3d o
eXXeJIHEBHBIX COBEIlaHUSIX M0 Ka4YeCTBY, O CXeMaX [OMCKa NPUYUH MTOBTOPSIOLUXCS MPo6JieM
U 06 ycepiHOM 06ydyeHUM Cblo3J/1a Y AMOHCKUX MacTeEpPOB KOHTPOJISA KayecTBa (OH MepBbIM
IPUMEHUJ UX UJjeU U3 06J1aCTHU MPOU3BO/ICTBA B CEKTOPE YCIYT).

['oBOpsl KOpOUe, 3Ta KHUIra HACTOJIbKO K€ Ccepbe3Ha U pacCyAuTesbHA, HACKOJIbKO OHa
yBJIeKaTeJIbHA U BeceJia. Y Hee MPOCTOU A3bIK, HO IJIaBHAsl MbIC/Ib BOBCE HE MPOCTa.

Jpyras npo6JiemMa: MHOTMe YHUTaTeJd MOTYT MOAYMaThb, YTO 3TAa KHUIa IMOCBsIeHa
TOJIbKO TOpromJjie aBToMoOuJIAMU. K yectu Cprosjiia, OH He MUCHOJIb3yeT CBOK TPUOYHY
yCIelHOro 6M3HecMeHa /1Jisl MPoMoBe/ied 0 mpobJyieMax rocyJapCTBEHHOI0 0JIra, KpU3uce B
cdepe obpazoBaHusa uau Jaxe o Cola-BoriHax. OH NpuUAEPKUBAETCSA TOTO, YTO OH 3HaeT. U g
He MOTy NpeJiCTaBUTb cebe OU3HEC, U OU3HECMEHA, UJIM PYKOBOAUTEJISI TOCY1apCTBEHHOI O
opraHa, KOTOpble He CMOIJIM Obl M3BJIeYb JJIs1 Ce0s BBIFOAY M3 3TOW KHUTH. Sl miaHUPYIO
noAapuUTh ee CBOUM Apy3bsiM B Hewlett-Packard u Apple, po3HHM4HBIM TOproBuaM, 6aHKMpam
U 1aKe HECKOJIbKUM CBSIIIIEHHUKAM.

B 3TOI KHUIe CKpbITA MOJHOLEHHAs Teopusl yIpaBJeHUs U 00CIyKMBaHUS KJIUEHTOB.
Sl xo4y MOATONKHYTb Bac K TOMY, YTOOBI Bbl YTJIYOUIUCH B YTEHUE, YIBIOHYIUCH, 06 {yMau —
1 Ha4vaJIu eHCTBOBATh.

Touyka oTcueTra
IIpo6/ieMbl 1 BO3MOXKHOCTH XOPOLIEro cepBuca

XotTa u 6e3 CcNOB MNOHATHO, YT O |
n Kapna, 3TO nocBALWEHDO Takxe N
Mapkycy, Boby Mypy, AXxoHY Cbtan
LleHHOH Paxentrelhekp bbpaey Huepepgsb.

C Tex nop Kak [los ¥ g1 HaYa/IM paboTaTh HaJl epPBbIM HU3/aHHEM 3TOW KHUTH, MHOTO€
M3MeHW/Jocb. Hampumep, ceilyac OOJIBIIMHCTBO KOMIAHUM TMOHSJU HEOOXOAUMOCTh
npeaoCTaBJIeHHUS XOPOIIero CepBrca — UX KJIMEHTbI He OCTaBUJIM UM JIPYroro Bbi6opa.

KiveHTbl cefiyac 60Jiee 06pa3oBaHHbI, MHOTO NMYTELIECTBYIOT U BUAAT OOJIblIE, YEM
Koraa-iubo npexzae. Kak pesysbTaT - y HUX 60Jibllle MPUMEPOB i1 CpaBHeHUsl. OHU 3HAIOT
BKyC HacTosiued dpaHiy3ckod KyxHU. OHM 3HAIOT, KaK BBIMVIIAUT paboTa UTAJbSIHCKOIO
noptHoro. OHHU 3HAKOT, YEM JIODKEH ObITh HAaUMHEH aBTOMOOWJIb, YTOOBI OH OMpPaBAbIBaJ
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CBOIO LIEHY.

To ke camoe MOXHO cka3aTb 0 cepBuce. CerofHsilIHME KJIHWEHTbl HUMEKT OMBIT
KayeCTBEHHOT0 OOC/IYy>XMBaHHUs, U OHO UM HpaBuTcd. OHU yxe NPUBBLIKJIM K HeMy. bosee
TOTO0, OHHU ero TpeoyoT!

Temnepb Bbl y2Ke He MOXKeTe CKa3aTh KJUEHTY: «BbIOMpalTe MeXAy HU3KUMHU LieHaMH U
XOpoUIMM 06cayKMBaHueM». Eciiv Bbl 06 3TOM 3aMKHeTeChb, BaM OTBETAT: «XOTUM U TOr0 U
Apyroro!»

HeobxoauMoCTh MpefocTaB/leHUs XOPOLIero OOCIY>XMBaHUA CTaBUT Ilepes HaMHU
LeJbld psj NpobseM, HO BMeCTe C TeM CO03JaeT U OoJiblile BO3MOXXHOCTel. [laBaiTe
IIOFOBOPHUM U O TOM U O IPYTOM.

Bo-nepBbIX, Ip0o6JIEMBI.

Mbl CKJIOHHBI 0060ewaTh CAUIIKOM MHoro. JKesad npefocTaBUThb Xopollee
00CIyKMBaHUe, Mbl 3a4acTyl0 obellaeM 4TO-HUOYJb HepeasbHOe. A NOTOM, KOrZia y Hac He
1oJIydyaeTcs 3alyMaHHOe, HAalllM KJIMeHThbl pa304apOBbIBAIOTCA — 110 NIPaBy.

JdTo Hama coO6CTBeHHas BUHA. Mbl NOJHANIM UMX O0XHAAHUSA CIAWMIIKOM BBICOKO U He
CAepXa/ld CBOEro CJ0Ba, TaK 4YTO HeYero YAWBJATBCA HEeLOBOJIbCTBY IOKyNaTeJew.
CoBepleHHO He BaXXHO, YTO HAlllM HAMEepPEeHUs ObLJIM UCKPeHHUMU. PaKT TOT, YTO MbI 3TOTO
He cJieJ1aJiu.

MBI 1O/KHBI yCTAHOBUTD BBICOKHE, HO peaJIMCTUYHbIE 0X)KU/JaHUS TOT0, KAKOW YPOBEHD
cepBHCa Mbl MOXEM NpeAoCTaBUThb. [IoTOM Mbl JOJKHBI cAesaTh BCe, YTO obellasny, U,
BO3MOKHO, Jlaxke 4yThb Ooviblie. ([J1aBa 4 06bsICHSAET, KAK Mbl 3TO MOXKEM C/iesIaTh, a IJ1aBa 13
IIOKa3bIBaeT — MOXKET ObIThb, HEOKU/IAHHO, — UYTO KJIMEHT He Bcer/a Mpas.)

Bbl He cMOX>KeTe OrpaHMYUTHCS YAaCTUYHBIMU yjaydymeHusAMH. Eme B 1980-x rogax
pPO3HWYHbIE NPOJAABLbI HAYa/JIM NIOHUMATh, YTO HaUXyJllee MeCTO HAaXOAUTCA B CepefUHe.
Ecnu Balmu LeHbl «CpeiHUE», HalJleTCs KTO-TO, KTO NMPEJJIOKUT LieHbl Huxke. Ecay Bawmu
TOBAapbl HENJIOXWe, HaWZeTCAd KTO-TO, KTO NpeJJIOKUT NpPeBOCXOAHOe KayecTBO. Tex, KTO
JlepKaJsicsl cepeiMHbl, BbITECHWJIM C pblHKA. (BcmoMHuTE ceTHM yHHBepMaroB, KOTOPBIX
6oJiblile HET.)

To ke camoe mMpoucxoaUT cerlyac U ¢ cepBUcoM. O6C1yKMBaHUEe YPOBHS «COMJIET U TaK»
He npuHeceT ycnexa. Tenepp MarasduHbl Thna Wal-Mart 1 Home Depot npegocraBisitoT
BbICOKHI YpOBEHb 00C/IYKMBaHUs, U KOMIIAaHUH, NPO/aloliye JIOKCOBble TOBAphl, KOHEUYHO,
He cJleJ1aJlu CBOU CTaHAAPThI MeHee CTPOTUMU.

Korpa fesio 10X0AUT /10 IpeJ0CTaBJIeHUs YCAyT, y Hac HeT Bbl6opa. Mbl JOJIXKHBI JIM60
yJaydllaTb 00CayKUBaHUE, IMO0 3aKpPbIBATh JIABOUKY.

Tenepb MOroBOpHUM O HOBBIX BO3MOXKHOCTSIX.

«KauyecTtBOo» BpemeHu. ['oBopuay, 4To BpeMsa B 90-Xx rozax CTaHeT BaJIOTOM. JTO
OKa3aJsiocb NpaBAoi. KIMeHThI He TOJIbKO XAYT 60J1ee KaueCTBEHHBIX MPOAYKTOB U YCJYT, HO
Y XOTAT MOJIy4aThb UX ObICTpee U Mpolile.

YTo6Bl ycneThb BCe: pPaCTUTb JeTeH, JOWUTb, paboTaTb, 3aHUMATbCS CIOPTOM,
OT/|bIXaTh, — HAM HYXHO GoJibllle BpeMeHH. [IponBeTaTh OyAyT TOJILKO Te, KTO paboTaeT
ObICTpee U Jyullle.

BaXHOCTB KeJJTaHUU. Mbl IOHSJIY, YTO ¥ HAC €CTh TOJIbKO OJMH CIOCO0 OTJINYAThCS OT
JIPYTHUX, 1 OH 3aKJ/II0OUeH B HallUX paboTHUKaAX. Beb Bce UPMbI UMEIOT AOCTYHI K OJHHUM U
TeM >Xe UCTOYHUKaM KanuTasa. UHHOBalMK MOTYT OGBITh CKOMMPOBAHbI HA CeAyollee yTpo.
JIto6ble HY>KHble TEXHOJIOTUU BHEJAPSAITCS N0 MAaHOBEHUIO PYKU. Tak UTO KOHKYpeHTHOe
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NpeuMyILeCcTBO MOTYT CO3/1aTh TOJIbKO HAllU JIIOJU U CEPBUC, KOTOPbINA OHU NPEJ0CTaBJISIOT.

Ho HaeM XOpolIMX U YMHBIX COTPYAHUKOB — 3TO €ellle He BCe. ITO BaXKHO, U 3TOMY JAaxKe
NOCBSIlleHa 3Ha4YUTe/IbHasA 4YacTh Hallel KHUTH (paszed I1I), Ho aToro y»e HeJOCTaTOYHO.

[IpoBoAA MHTEPBBIO C KAHAWAATAMH, Mbl JJOJDKHBI UCKAThb «KeJIarlux» Joged. OHu Ha
caMoM Jiesie X € J1 a {padoraTh y Hac? U, 4To eule BaxkHee, OHA Ha CaMOM Jiejie XX € /T a 10T
3a060TUTbHCSA O HALIUX KJAWEHTaxX?

Ecay 9TO Tak, To Hall GM3HEC CTaHeT He TOJIbKO 00Jiee NPUOBLIbHBIM (CM. T/1aBbl 34 U
36) — OH CTaHeT Mpolle U IpUHeCeT HaM 00JIblle YI0BOJbCTBUA. UTO MOXeT ObITh IPUATHEE,
yeM paboTa C yMHBIMHU JIIOAbMH, pa3feasalIiUMU Bamu B3rasgbl? Korjga g cobuparch Ha
paboTy B cy600THee yTpo, MOd KeHa Bcera Apa3HUT MeHA: «Tel uzaemb He paboraTb. Thl
uJielllb pa3BiekaTbcsa». OHa npaBa. f JelCTBUTE/NbHO HacJaXJalcb paboTOW C TaKUMU
3aMevaTesIbHbIMHU KOJIJIETaMH.

Kak MBI MOXeM crTaTh Jiydyuie. Kak co3zaTh Takoro poja okpy:keHue? XoTd A caM
yuniaca B HO)KHOM MeTOJMCTCKOM YHHUBEPCUTETe, s XO0TeJ Obl NOXBAJWTh NapHeW U3
YuuBepcuteTta Texaca.

OxkoJio 25 sieT Ha3aJ, OHU NPOBEJIM MCCIel0BaHMe, YTOObI BBIICHUTD, YTO CAEJaal0 CTO
CaMbIX yCHEIIHBIX JIIOJEeHN UX IITaTa TAKUMU yClellHbIMU. U ObLIN yAMBJIEHB]I TEM, KaK MaJjlo
ob1uero Mexay HUMU. OHU OBLJIM XOPOLIMMHU CTYAEHTAaMU B OTJIMYHBIX By3aX — TOrJa Kak
Jipyrue ¢ 60JIbUIMM TPYyAOM IOJIyYUJU Bbicliee ob6pa3oBaHue. Tosbko HeboJibliasg 4acThb
npoucxouaa U3 6oraTbeix ceMeil. PakTU4ECKH OOLUM ObIIO TOJBKO OJHO: BCE OHU MPOBEJIU
MHOTO BpeMeHH C YyCHellHbIMHU JIAbMU. /[pyruMu cJ0OBaMHU, OHHU HAYUYUJIUCh ObITh
yCHEeLIHBIMH.

Mbl He MoOXeM NO03BOJUTb cebe NpeKpaTUTb YYUTbCA. 3HAHUA 4YeJoBeyecTBa
IOCTOSSHHO YMHOXAIOTCs, U €CJU Mbl He HJIeM B HOTY CO BpeMeHeM, TO He CMOXeM
OCTaBaTbCs KOHKYPEHTOCHOCOOHBIMU. JIMIIb NpoJo/Kasi CBOe 00pa3oBaHHUE, Mbl MOXKEM
YAY4YLIMTh HaUly Kapbepy, Hallly CHOCOGHOCTb MBICAMTBH W Halle GJiaromnosiydyve. Haumr mosr
II0X0XK HAa MYCKYJIbl. EMy TpeOyroTcs ynpakHeHus .

WUTak, yTo ke B cyxoM octaTke? Haliiute paboTy, KOTOpass BaM HPABUTCS, KOTOPYIO BbI
BOCIIpUHUMAaeTe KaK UTrpy U IZie eCTb BO3MOXHOCTb PAaCTU U YYUTHCSA y BEJUKUX YYUTENEN.
[loTom ybenuTech, 4TO Bbl 3a00TUTECH O Te€X, KTO paboTaeT BMeCTe C BaMH, U O BaUIKUX
KJIMEeHTaXx.

JecAaTb 3anioBeAed 06CIyKUBAHUS KJIUEHTOB

1. BACTABJIIUTE HX BO3BPAIIATBHCA. CnpamyvBaiTe KJIHMEHTOB O TOM, YEro OHH
XOTST, ¥ JlaBalTe UM 3TO CHOBA U CHOBaA.

2. CUCTEMBI, A HE YJIBIBKH.

To, 4TO BbI TOBOPUTE «IOXKAJYHCTa» U «CACUO0», BOBCE He TapaHTHPYeT TOT0, YTO Bbl
JlelaeTe paboOTy MNpPaBUJIbHO C TMepBOro pasa. ToOJbKO CUCTEMHBIM TMOAXOJ MOXKET
rapaHTHUpPOBATh 3TO.

3. OBELL[AIZTE MEHBIIE, L[EJ]AFITE BOJIbIIE. KnveHThI XAYT, 4YTO Bbl CAEPXKUTE CBOE
cJioBO. [IpeB30HaNTE UX 0KUJAHHUS.

4. KOI'ZIA KJIMEHT O YEM-TO IMPOCHUT, BAIII OTBET BCET ZIA - «1A».

Touka.

5.YBOJIbTE BAIIWX KOHTPOJIEPOB W BECb JEINAPTAMEHT OTHOLIEHUU C
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KJIMEHTAMMU.

Kaxkpiii pabOTHHUK, OOILAIOLUNACH C KJAWEHTaMH, [0J/DKEH HMeTb MOJIHOMOYHUS [
pa3bopa xkaJiob U pelieHUsI NpoobJieM.

6. HET 2KAJIOB? YTO-TO HE TAK...

[looupsiiTe KJIMEHTOB TOBOPUTH BaM O TOM, YTO BbI JiejlaeTe HeNPaBUJIbHO.

7. UBMEPSAUTE BCE.

®dyT60/IbHBIE KOMaH/IbI 3TO ZieJ1aloT. Bl ToXe A0/1KHbI IOCTYNATh TaK.

8. 3APIIVIATBI HECIIPABEZIJIUBEI. ITnaTuTe JitoAAM KaK TapTHepaM.

9. BAIIA MAMA bBblJIA IIPABA. [leMOHCTpUpyHTe YBaXXeHHe K JAAM. byabpte
BEXKJIMBbL. JTO paboTaer.

10. «IMTOHU3UPYHUTECb».

Y3HalTe, Kak el CTBYIOT Jiyulune. BHepuTe y ce6s ux cucrteMy. [loToMm ysny4ymure ee.

lIpeaynpexgenne. 95T N [feCATb NpaBWUN HKPOMET 0O AT
TeX CJy4yaeB, KOorjla Bbl IMoJiyyaeTe NPUObLIb. Bbl JOMKHBI 3apabaThiBaTh
JleHbI'M, 4YTOObl OCTaBaTbCsd B OH3Hece W MPEAOCTABJATH XOpollee
06Cay>KMBaHHUE.

Touyka oTcyeTa: Bbl XOTHUTE OBbITh HepBbIM?

fAnoHupl - npeBocxoAHble xo03seBa. Korza s 6611 B TOKMO Ha aBTOLIOY, BCe, C KEM £
BCTpeyasics, ObLJIM HACTOJbKO JiI0Oe3Hbl W TOCTENPUHUMHBI, YTO MHE ObLJIO TPYAHO
COBMECTHUTB TaKYI0 BEXJHUBOCTD ANOHIEB C UX arpeCCUBHOCTBIO B OM3Hece.

f1 HakoHel| MOHSJI, B YeM JieJio, TOJIbKO Ha cTeHie Toyota, korja ycablimaa 06bsiCHEHUS
MOJIOZIOTO SITOHCKOI'0 MHXXeHepa O TOM, YTO UX LjeJib COCTOUT B TOM, YTOObI ObITh «MYHOAH,
TO €CTh «KHOMEPOM MEePBBIM», CAMBIM GOJIbIIUM, CAMBIM JIYYIIUM.

A caplman 3Ty ¢pasy HeOJHOKpPATHO, Be3Je, IZie MHe [J0BeJOCh MOObIBaTb. «J3TO
KpPYNMHEWIINH O6aHK Mupa», «ITO KpynHeiluias Opokepckass ¢upma». M KoHe4yHO, Mbl
IPUCYTCTBOBAJIM Ha KPyIHEHIIEM aBTOLIOY B MHUPE.

[Tockosnbky a w3 Jlamiaca, g cYdTaJ, 4YTO MUMEHHO TexacuaM M[PUHALJIEKUT
3KCKJII03UBHOE MPABO OBbITh CAMbIMHU GOJIBIIMMU M CaMbIMH JIy4IIMMU. HO 3TO yXe He Tak.
HaMm mpujercsd kKak MUHHMYM NOJEJUTbCA 3TUM NpaBOM. flOHCKOe CcTpeMJyeHHe ObIThb
IepBbIM HOMEPOM (KOTOpOE, KAXKeTCsl, HAalpaBJisieT BCE, YTO OHHU JeJIAal0T) MO3BOJIUJIO UM
OTHSITh Y HAaC 3HAYUTEJIbHYIO YacTbh 3TOTO TUTYJA. «M4unbaH» — 3TO pemaroudii pakTop ux
ycnexa.

W namero ycnexa Toxe.

CaMasi Ba>kHas1 Belllb, KOTOPYIO Mbl C/ieJ1ajiv 3a BCe BPeMs CyLeCTBOBAaHUSA HAIUX MATH
aBTOLIEHTPOB, — 3TO pellleHHue ObITh JYUIIUMU. 33/10JIF0 10 TOr0, KaK 1 BCTPETHUJICSA C MOUMHU
HOBBIMU JIPY3bsIMU U3 SANTOHUH, KOHIENIUS «M4rbaHa» 6blja BaXKHa JJ1sT MEHS.

A npucoenunuics k Sewell Village Cadillac B 1967 roay, nmocJie Bo3BpallleHUsI U3 apMHUU.
B To BpeMs B [lasiace 6b110 ToibKO TpU Ausepa Cadillac, u Mbl 6b1JIM Ha TpeTbeM (TO eCThb
nocjefHeM) MeCTe MO NpoJa)kaM. JTO MeHsl KpailHe 6ecriokousio. S XoTes1 6bITh HOMEPOM
epPBbIM.

A Torpa aToro eue He MOHMMAJ, HO 3TO pelleHHe ObLJIO NOBOPOTHBIM MOMEHTOM JJIs
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Halled kommnaHuU. [Ipexze 4eM Jake HadyaTb JAyMaTb 00 YJydlleHUH OOCIYKUBaHUA
KJIMEHTOB, Bbl JJODKHBI ONPEAENUThb, HACKOJIbKO XOPOUIUM Bbl XOTHUTE ObITh. Mbl cOOpainch
OBbITb IEPBBIMH.

JTO pelleHHe B KOHIe KOHLOB C/ieJ1aJI0 XKM3Hb NPOlIle, Becesiee U ONpeJeIeHHO borade.

[Ipoie moTOMy, 4YTO OHO HpeKpaTUJo Maccy crnopoB. Temepp Bce JAUCKYCCUHU
OCTaHaBJIMBAIOTCS HA OJJHOM BOIIPOCE: eC/IM Mbl 3TO cZiesiaeM, Mbl cTaHeM Jjy4uie? Ecau ga (u
€CJIU eCTbh pa3yMHBbIN CIIOCOO BBIMOJHUTD 3TO), TO Mbl 3TO C/l€/IaEM.

Becesiee moTOMy, YTO HAMHOTO NpPUATHee paboTaTh C JIOAbMH, CTPEMALIMMHUCH K TEM
Ke caMbIM IiesiaM. Te, KTO He BepUT B TO, YTO MbI JOJKHbBI ObITh JIYYIIMMH, Y HAC HAZ0JIT0 He
3a/1ep>KUBAOTCA.

W 6oraye moToOMy, YTO Tenepb KJIHMEeHTaM HPABUTCA TO, KaK UX OOCJIYKUBAIOT, U OHU
obpalalTcd K HaM NOBTOPHO. BMecTo MOKynKM y Hac OJAHOW MallWHbI U OeccaefHOro
MCYEe3HOBEHUS KJIMEHT BO3BpalllaeTcs BCErja, KOrja eMy Hy»KHa HOBas MallKWHa. B TedeHue
CBOEM KM3HU OH 3alJIaTUT HaM oyeHb MHOTO0 — 332 000 f0J11apoB, €C/IU ObITh TOYHbIM.

Yepez HekoTOopoe BpeMs I3TOT CNOco6  BeJeHUs OHW3Heca  CTAaHOBUTCS
caMONoJ /i epP>KUBAOLIMMCS.

- Ecan BBl xopomo obpaljaeTech € KJIWEHTAaMM, OHM OyAyT K BaM BO3BpalLlaThCH,
IOTOMY YTO Bbl UM HPaBHUTEChH.

- Ec/iv BBl UM HpaBUTECH, OHU NTOTPATAT 6O0JIbILIE JIEHET.

- Ecsiu oHU TpaTAT 60Jibllle AeHer, Bbl 3aX0TUTE 00palaThcs ¢ HUMU noaydite. (Kak He
YTOAUTDb YeJOBEKY, KOTOPbIA cobrpaeTcs 3amaaTuTb BaMm 332 000 gossiapos!)

- Ecin BBl oOpamlaeTecb ¢ HMUMHM XOpOIIO, OHU OyAyT Bo3BpalaTbcd K BaM. Kpyr
3aMKHYJICS.

YesioBEKOM, KOTOPBIA IOMOT MHEe paccuuTaTb H & C T O A AUPYNMDCTb KJIUEHTa, Obla
Towm IMuTtepc. OH Bce BpeMsl HacTanBaJl HA TOM, YTOObI Mbl IPU/EP>KUBAJIMCh Halllero Kypca U
OBLIU GJIMKE K KJIMEeHTaM.

Ho y MeHs y11j10 JOBOJIbHO MHOTO BpEMEHM Ha TO, YTOObI NOHATH, KaK 3TO C/eJaTh Ha
npakTuKe. Bce, 4To 51 3Has1 BHavaJle, — 3TO TO, YTO Mbl JO/DKHBI CTATh JIYYLIMM aBTOLEHTPOM
B /Jlannace. U gy 3TOro, Kak s CKOPO MOHSJI, Mbl JIO/DKHbI ObLIM HAWTH CHOCOO
InddepeHUPOBATH CEOSI OT KOHKYPEHTOB.

CHauasa g1 AyMaJi, 4TO Mbl MOXKeM OBITh JiellleBJIe BCEX, HO Ha CaMOM /JieJie 3TO COBCEM He
TO, Yero XOo4yeT OOJIBLIMHCTBO JioZed. KoHeuHO, Kax/Jblil XO4YeT 3aKJ/IYUTb BbITOJHYIO
CeJIKY, HO IleHa O4YeHb peJKO fBJsEeTCHS eJWHCTBEHHbIM KpuTepueM. [locie moceujeHus
pecTopaHa Bbl BpsiJ, JIMU TOYHO IOMHHUTE, CKOJIbKO CTOWJM OJII0[a, HO Bbl IMOMHUTE,
NOHPAaBUJIMCh OHU BaM WJIU HeT.

Kpome Toro, HeJib351 KOHKypHUPOBAaTh TOJIBKO MO IieHe. He3aBUCUMO OT TOro, CKOJIbKO
Mbl 3alPOCUM, KTO-TO 60Jiee YMHbIN (HalleJUInil crocob 6bITh 60siee 3PPEKTUBHBIM) UIU
6oJiee rIyMbli (IPOCTO He 3HAILMWI CBOMX 3aTPaT) 3allPOCUT Ha Jj0JIJIap MEHbIIIE.

HUTak, nieHa He 6bli1a peuieHueM. Torja s nonbITaJcsd HIOCMOTPETh HAa HAUly KOMIAHUIO C
TOYKU 3pEHHUS KJIMEHTOB. W MOHSJI, 4TO GOJIBLIMHCTBO JIIOAEW BOOOLe He JIIOOUIW HUMEThb
JleJlo ¢ mpojAaBlaMu aBTOMoGUsied. OHM O0XHUJa/IM TOCElIEeHUs1 aBTOLEHTpPA C TaKUM >Ke
YyBCTBOM, C KAKMM COOHUPAJIUCh K CTOMATOJIOTY.

A 3Han 3TO MHTYUTUBHO, HO He 3HaJ, NO4YeMy TaK NpoucxoAuT. Torzga Mbl cTaau
COpallluBaTh KJIUEHTOB, 10 KaKUM NPUYMHAM OHU He JIOOSAT MMeTb C HaMHU [ieJio, U OHU
BbICKa3aJ/Id CBOe MHEHUE — UHOTJja He CMsIryasi BbIpaXKeHHU .
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OHU TrOBOpHUJIH, YTO BpeMs paboThl (06bIYHO ¢ 8 f0 15 4yacoB ¢ MOHeJe/NbHUKA MO
OATHULYY) AJ51 HUX HeyloO0HO. OHU cUMTay, YTO HEKOTOPbIE HAUIW PAaOOTHUKU I'PyObl, OHU
HeHaBU/leJIM OCTaBaTbCsA 0e3 MalllMHbl HAa TO BpeMs, II0Ka OHa Oblja Ha 0OCIY>XKUBaHUU; U
60JiblIe BCET'O UM He HPAaBUJIOCh BO3BPALATHCSA 110 HECKOJIBKY pa3 [l TOro, YTOObI pEMOHT
ObLJ1 HAKOHEL-TO BBINOJIHEH NIPaBUJIbHO. HeKOTOpble OTMETHIIM [laxKe, YTO MO0J1 Y HaC YUCT He
HACTOJIbKO, HACKOJIBKO CJ1€/I0BaJio Obl, a MeOEJIb BbITJISIJUT U3HOLIEHHON U He OUYeHb Y/I00Ha.

Y HUX He OblJI0O KOHKPETHBIX peKOMeH/JallMi 10 yJIy4lIeHHI0, HO BOT MPO TO, YTO UM H €
H p a B U OHOI COBOPUJIU BIIOJIHE onpe/eseHHO. OHM TOBOPUJIM O TOM, YTO [JIJI1 HUX BaXKHO, —
Y TeM CaMbIM JlaBaJly Olpe/ie/iIeHue BblAA0IEeMYCsl Ka4eCTBY CEPBUCA.

Kak TOJIbKO MBI NOHAJIY, YEro XOTAT HALIM KJAWEHThI, Mbl PELIMJIHN AATh UM 3TO — BeJb
ec/ld MM IOHPaBUTCA MMETb C HaMHU /[leJlo, OHU IepecTaHyT Ha HaC OCKaJUBaTbCA W,
BO3MO>KHO, OyAyT NPUXOAWTb K HaM 4alje. Mbl Ha4a/iu ¢ npefoCTaBJeHUs UM OeClIaTHOU
BpeEMEHHOW MalllUHbI, [T0Ka MX aBTOMOOMWJIb HaxoAUTCA Ha obcayxkuBaHuU. CrnepBa y Hac
6bIJ10 5 TaKUX MaLIMH, HO CO BpEMeHeM Hall lTapK BbIpoc f0 257.

Hamu k/iMeHTHI Takke FOBOPHWJIM, UTO He MOHUMAIOT, MOYEMY Mbl He paboTaeM IO
cy660TaM, - Belb Apyrde MarasvHbl B 3TO BpeMs OTKpbIThbL. B Haudase 1970-x HU oAWH
aBTOMOOHWJIbHBIM JUJIEp B HallleM LITaTe He paboTaJ B cy660Ty MOJHBIN JAeHb. Mbl
nonpo0oBasiu cAesaThb 3TO, U B IePBBIX XKe YUK-IH/, ABaJLaTh NATh YeJ0BeK [1061arojapuin
Hac. Y, 4ToOBI cies1aTh UX KU3Hb ellle NPOollle, Mbl YBEJIMYMJIU Hallle paboyee BpeMs — Tellepb
Mbl oTKpbIBaeMcs B 7.30 u 3akpbiBaemcs B 20.00.

Ho HekoTopble Belu cAesaTh OblLJI0O HaMHOro TpyzAHee. Kak rapaHTUpoBaTh, 4TO
paboTta OyZeT Bcerga BbINOJIHEHA NpaBUIbHO? Kak COKpaTUThb BpeMs, KOTOPOe KJHEHTHI
BbIHY>K/leHbl TpaTUTb B aBToleHTpe? Kak HCKJIIOYUTH BCe BO3MOXHble NPOOJIEMBI, C
KOTOPBIMU OHU MOTYT CTOJIKHYTbCS, UMes 1eJ10 C HAMU?

HaMm Hazpo 6bLIO pa3paboTaTh YETKYH CUCTEMY — HO Kak? fl mbITajcsd MOYepnHyTb
CBeJIEHUS U3 BCEX JIOCTYIMHBIX UCTOYHUKOB — KHUTH, )KYPHaJibl, KOHCY/JIbTAHTbI, — HO HUYTO He
Jlasio Takoro 3¢deKTa, Kak NoceljeHrWe YCellHbIX KOMIIaHUWA. Mbl 06111aJIUCh C JIIOABMHU U3
aBTOMOOUJIBHOM MHAYCTPUHY, a ellle 60Jibllle MoACMOTpeH B oTensax (Marriott u The Mansion
on Turtle Creek), pectopanax (McDonald's u Lutece), aBuakomnaHusx (American u
Southwest). Mbl x0TesiM 3HaTh, KaK Y HUX MOJIy4aeTCs MPeJOCTaBASATbh NPOAYKThI U YCAYyTH
HEeU3MEeHHO BbICOKOTO KayecTBa.

MbI Havya/I¥ C HallUMX KOJUJIET — NPO/IaBL0B aBTOMOOWIEW. Mbl NO3BOHUJIN HECKOJIbKUM
JlecsiTKaM JitoJleld B Hauled MHAYCTPUM M COPOCUJIM HX, KTO MPOJAeT aBTOMOOWJIM Jy4ylle
BceX. [loceTuB Beaylne aBTOLEHTPHI U OTOBOPUB C JIOAbMH, KOTOpPble TaM paboTasu, Mbl
NOHSJIM, KakK BeAyT Jiesa Jiydyllde B CTpaHe Juiepbl. Mbl 3aZjaBajid  BOIpPOCHI,
doTorpadpupoBasu U KONUPOBAJIU BCE UTO MOTLJIH.

MbI mo3aMMCTBOBAIU Maccy Ujaen. Mbl alanTUPOBa/IM UX U B HEKOTOPBIX CJAyYasx Jaxe
YJAYYIIUJIU, HO CaMble y/lauHble MbICJU NPUILJIH OT JI0JIeH, C KOTOPBIMU Mbl BCTPEYaJUCh, U
OT NpeANpUATUNA, KOTOPbIE Mbl IOCETUJIU. ITH U/I€U CTaJH JJIS1 HAC IyTEBOAUTEIEM.

HakoHel, pa3paboTaB Bce Hy:XKHble HaM CHUCTe€Mbl, Mbl CMOIJIM HayaTb MPOTrpaMMy
IOCTOSIHHOM MpPOBEPKU TOrO, KaK pa3BUBaeTC Hall OW3HEC, U TOro, HACKOJIbKO MbI
NpUOIMKaeMCsl K Halled LeJid — OBbITh JIYYLIUMU, — IOCTOSTHHO CHpallluBasi KJIMEHTOB O TOM,
4yero OHU XOTHAT, U ZilaBasi UM 3TO.

Bce 3To 6e3yMHO TpyAHO. Ha BCTpeun yxoAUT BpeMs, U ellle 60Jiblile ero yXOAUT Ha TO,
YTOOBI 3aCTAaBUTDb UyKHe UJier paboTaTh Ha Hac. Ho, pa3 y»k Mbl OCTaBUJIM cebe 11eJ1bI0 ObITh



karraba.ru

KHu2u 0nst pocma

NepBbIMHU, HY>KHO U/ITH BIIEepe/.

f Xo4y mokasaTh BaM, KaKk Mbl yIpaBJisieM CBOUM GU3HECOM, M HaJlelCh, YTO 3TO BaM
IIOMOXKET, - paboTaeTe JIM Bbl B OOJIBIION KOMIAHUM WJIM TOJbKO HaYMHAeTe HOBOe Jesio. B
KOHIle KOHI[OB, €CJIM Halll MOJX0J K OOC/JYKHBAaHHI0 KJIHWEHTOB CHesaJ NPUATHBIM JlaXKe
TaKoe J1eJ10, KaK MpoJia>ka aBTOMOGUJIeH, TO BO3MOXKHO BCe.

I. CnpocuTe KJIMEeHTOB O TOM, Yero OHM XOTAT, U AAiTEe UM 3TO
I'naBa 1. KiiueHTBI caMH MOACKaXKyT BaM, KaK 06ecne4yuBaTh XOPOLIHMA CepBUC

MeI He ies1TaeM HUKAKHX NIPe/0JI0KEeHUH.

Hanpumep, y Hac HeT YCTAaHOBJIEHHbIX INpaBWJ O TOM, 4YTO KJIHWEHTa Hajo
HNONPHUBETCTBOBAaTb B TeuyeHHWe TPUJALATH CEKyHJ WM 4YTO TesieQOHHYH TPYyOKY HaJo
NOAHATH He I03e 4YeM Ha BTOpoM 3BOHKe. [lofo6GHbIe npaBusa CO3JAIOTCA JIIOJbMHY,
NpeAnoJarallMMy, YTO OHM 3HAIOT, Yero XOTAT Jpyryue. Mbl He npe/noJiaraeM HA4ero. Mol
nbITaeMcsd Y3HaThb BCe y CaMUX KJIWeHTOB. Ec/u Bbl JafuTe UM BO3MOXHOCTb IIOTOBOPUTB U Y
BaC XBaTUT BOJIM UX BbICJyLIAaTh, OHA CAMU PACCKAXKYT, Yero OHU XOTAT.

B HameMm 6u3Hece (Kak U B OOJIBLIMHCTBE APYTUX) OOLIENPUHATON SABJSETCH MBICIb O
TOM, YTO KJIMEHThl HEHAaBUJAT, KOT/a NPOJAaBLbl UX aTAKyIOT HeMe/JIEHHO, eiBa OHU BXOJAT
B /iBepb. Haly KOHCY/JIbTaHTBI TOBOPUJIHM, UTO CJeyeT MO3BOJUTh KJIWEHTaM MOTryJATh IO
TOProBOMY 3a/ly MUHYT IATh «JJf aKKJIMMaTU3aLUK», [Ipex/ie 4eM K HUM NOAOUJeT KTO-TO
U3 nepcoHasa. fl 3Hal HeCKOJIbKO aBTOLEHTPOB, I'Zle 3TO MPaBUJIO YCTAHOBJIEHO U CTPOTO
cobsrogaeTcA.

Ho 3a Bce Mou rojbl B aBTOMOOWJIBHOM OH3Hece 1 HU pa3y He CJbILIAJ HU OJHOU
»aJoObl Ha TO, YTO HAlUM MpPOJaBlLibl ObLJIM arpeccuBHbl. HampoTHB, A MOJy4YUJ CIAMLIKOM
MHOT0 IMCEM OT JIIOJieH, KOTOpbIe CYUTAJIH, YTO Mbl ObLJIX HEZJOCTATOYHO BHUMATEJIbHBL.

OTcro/ia BbIBOJ: HET CMbICJA CAYLIATh, YTO FOBOPAT KOHCYJbTAHThI UJIU KTO-TO €lle O
TOM, KaK BaM CJie[lyeT IPUBETCTBOBATb NoceTHUTesed. EAMHCTBEHHOE, YTO BaXKHO, — 3TO TO,
4yero XOTAT CaMHU KJIMeHThI. X M HaJlo cipaliuBaTh.

BoT Hall MeTo/| y3HATh, YeTro KeJlaeT KJIUEeHT.

Bo-nepBbIx, KOrJja OH NOAXOAUT K OKHY KacChbl, €ro MpocAT OTBETUTh Ha TPU BOIpoca
TaKOW aHKEeTBHI:
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Mbl XOTEJIA BBl Y3HATE...

1. Bul 3annatunu
a) MeHblle 6) Gonkle B) CTONMBHO, CHONBKO OMKAANK?
(MomanyficTa, oH88HTa 0AHH H3 BAMAHTOE)

2. Bbln N1 BawWw aBTOMOGWNL roTOB B 06elaHHoe Bpema?

Aa Het
3. BbIN 1K 3TO NOBTOPHEIA PEMOHT OAHORA W TOMA He HEMCNPaBHOCTH?
Ja Her
EONMBLUOE CMACHEO!
SEWELL
Village Cadillac

CemefAHan Tpaguuna ¢ 1911 roga

JdTa aHKeTa [JOCTaTOYHO KOPOTKA, YTOObI KTO-TO 3aTPYZHUJICA ee 3aNoJHUTh. Ho, x0T
B HeW BCero Tpy BONpOca, Mbl MOXKeM y3HaTh MHoroe. (M Hao60poT, 3TH 2Ke TPU BONpoca, Kak
Bbl yBUJIUTE YEPE3 MUHYTY, EpeAal0T Maccy MHQOpPMaLMU yKe KJIMEHTY OT Hac.)

Bonpoc 1 3aech NpUCYTCTBYyeT MOTOMY, UTO, €CJAUA JIIOAW He 4YYBCTBYIOT, YTO OHHU
NOJIY4YaloT 3a CBOM JleHbI'M aJIeKBAaTHYIO LIEHHOCTb, UM He MOHPAaBUTCSA UMETH [eJI0 C HAMU,
He3aBHUCUMO OT TOTO0, YTO MbI JleJIaeM.

Bomnpoc 2 Hy»eH AJis1 TOro, 4To6bl IPOBEPUTD, CAEPKaIU JIU Mbl CBOe cjoBO. b bl 1 a
MalllMHa Ha CaMOM /JieJie TOTOBa B 06€elllaHHbIM HAMU CPOK?

W HakoHel, Bonpoc 3 N03BOJIIET HAM 3aMETUTb, YTO MBI /leJIaeM OJIMH U TOT XK€ PEMOHT
CHOBaA.

(3Tu Tpu Bompoca JOOGUPAIOTCHA A0 CepALEBUHBI JIIOOOM yCAYyrM U C HeOOJIbLUIMMHU
M3MEHEeHHUSMH MOTYT ObIThb 3aZlaHbl B Jil060M Ou3Hece. Jljis OlleHKU paboThl PEeKJIAMHOIO
areHTCTBA, HAalpUMep, MOKHO 33/]aTh TaKWe BOMPOCHI:

- Ynoxusack JIM KaMIIaHUS B GIO/KET?

- BbL10 J1U BCe BBINIOJIHEHO B CPOK?

- [IpuHecsia v oHa pe3ysbTaT?

Becb cekpeT - npojiaeTe Jid Bbl aBTOMOOUJIM UK PEKJIaMy — COCTOUT B ONpeJieIeHUU
Tpex HauboJiee BaXKHBIX [IJIsl KJIMEHTA Bellled. 3aTeM cleyeT Y 0CTOBEPUTHCS, YTO Bbl BCe
3TO MpeJloCTaBJIsSIeTE.)

Ec/iu KJIMEeHTBI AyMalOT, YTO OHU MJIATAT OOJIbIlE, YEM JOJIXKHBI, UJIM €CJIM MalllMHa He
ObL1a rOTOBa B OOellaHHOEe BpeMs, WK UM MPHUILJIOCh JAejaThb OJAUH U TOT K€ PEMOHT BO
BTOpPOU (WMJIM Jake B TPEeTHM) pas, 3HAYUT, Hallly pabOTy Hesb3sl Ha3BaThb xopolieid. Mbl
JIOJDKHBI 3HAaTh 3TO, YTOObl MMEThb LIAHC XOTs Obl U3BUHUTBLCS Ha MecTe. B aToM ciyvae
KacCHp BbI3bIBaeT MeHe/Kepa, KOTOPbIA OBICTPO MPUXOAUT, U3BUHSAETCS U HeEMe/JIEHHO
WCIpaBJIsIET MOJIOXKEHUE.

OfHaKo 0OBIYHO MBI JleJIaeM BeCbMa XOpOILIy0 paboTy, U Takas aHKeTa M03BOJISIET HaM
HANlOMHHUTBb 006 3TOM KJIMEHTY ellle pa3, U 6e3 BCIAKOro XBacToBCTBa. OTBET Ha epBbIH BOMPOC
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NOJlUEPKUBAET, YTO CYET OKa3acd M € H b KA8bKyasAUU. OTBETbl Ha BTOPOU U TPETHUH
BOMPOCHI HAMOMUHAIOT O TOM, UTO MalllMHA O6blJla FTOTOBA B 0OEIIaHHbIN CPOK U MbI He Jies1aan
MIOBTOPHOI'O PEMOHTA.

O611as 1esb 3TUX TPEX BONPOCOB COCTOUT B YKa3aHWU Ha TO, YTO HAlllM aBTOLEHTPHI Ha
caMoOM jieJie 3a00TATCS O CBOUX KJIMEHTaX.

Bbl, HaBepHOe, 3aMeTU/IN: B KOHLE aHKEThI YKa3aHO, YTO MbI IPUCYTCTBYEM Ha pPBIHKE C
1911 ropa. YecTHO roBops, A He AyMal, YTO 3TO JaeT HaM KaKHhe-TO [OINOJIHUTeJIbHble
6asibl. B OCHOBHOM JI10iM CTaBAAT BONpPOC Tak: «YTO BbI cAesasd AJisl MEHs 3a MOocJeHee
BpeMa?» Ho Mbl ropiuMca CBOeH UCTOpPUEN U KOMIIaHMEH, KOTOpPYI OCHOBaJl MOM OTell; K
TOMY >Ke, BOSMOKHO, KOr/la JIIOJAW BUJAT, YTO Mbl paboTaeM y>ke TaK AAaBHO, OHU JyMaroT:
«JTO 03HAYaeT, YTO OHU HUKY/Aa HE UCUE3HYT, €CJIU Y MEHS OYAYT NPOO6IE€MBbI».

Tak>ke Bbl MOTJIM 3aMETHUTb CBOOOJHOE MPOCTPAHCTBO HA JIMCTE MOCJ€E BONPOCOB, TAe
KJIMEHTBI MOTYT HallkCaTb CBOU KOMMEHTAapPHH.

Eciu y HUX eCTb BpeMf U >XeJlaHUe, OHHU MOTYT NOJAEJUTbCA C HAMA CBOUM MHEHHUEM
elle 60Jsiee pa3BepHYTO - 3alOJHUB aHKeTy ¢ 49 BompocaMH, KOTOPYH Mbl BKJaJblBaeM B
NankKy C UX CYETOM.

(He6ousbiiasa vucnoBeab. MHOTO JieT Mbl aKKypaTHO ONpalllMBaJik MOKyNaTeJel HOBbIX
MallUH W Jake He INbITaJWCh Y3HATh, YTO HPAaBUTCd WJMU He HPABUTCHA MOKyNaTeJsIM
NoJiep>KaHHbIX MallWH. JTO ObLIO Tyno. Beab MoKymaTesu MoJep:KaHHbIX MallUH TOXeE
MOTYT CTaTh HAallUMU NOCTOSAHHBIMM KJIMEHTaMH, NpUuHocAKUMHU HaM 332 000 gostapos. A
JlyMalo, YTO He Mbl OJIHU NpeHebperaju 3TUM CETMEHTOM PbIHKA, HO Telepb Mbl IOMHUM O
HEM.)

AHKETA

1. CkosibkO pa3 (mpuMepHO) Bbl MO0JIb30BaJMCh YCJAyraMd Hallero cepBuca 3a
nocJaeHUM roa?___pas.

Korza Bbl 6b1/IM B HalllIEM CEPBHCE B MOC/IEAHUN pa3:

2.Y Bac 6bLIM TPYAHOCTH C IOUCKOM OoTZesa cepBuca? Jla_  Het_

3. Korpa Bbl IpuOLIIK B CEPBUC, TO3J0POBaIUCh Jik ¢ Bamu? Jla___ HeT___

4. Kak o611a/1Mch C BAMH HalllM ceKpeTapu?

Ouenb npodeccuoHanbHo___ OTyactu npodeccruoHasibHo___ HenpodeccrnoHaibHO ___

5.Tlocne Toro Kak ¢ BaMM MO3J0POBaJIMCh, CKOJIbKO BPEMEHU BaM MPUIULIOCH K/JATh
MacTtepa? __ MUHYT

6. Ilokasasioch JiM BaM 3TO OXKHJaHHe CAMIIKOM AoaruM? Jla_  Het_

7.fdcHo i1 0O6BSACHU BaM MacTep, Kakue npob6JieMbl y Baulero aBromobunsa? [a_
Her

8. [lasiv s BaM OLleHKY CTOMMOCTU peMoHTa? [la__ Het_

9. lanu v BaM OLleHKy cpoka peMoHTa? /la__ Het __

10. Hamra koMnaHus npejiaraeT HecKoJibKO Cloco60B omiaThbl. O6bACHUIN JIM UX BaM?
Ha__ Her_

11. HackoJibKO BbI /J0BOJIbHBI B 11€JI0M OOIIIeHHEM C MacTepoM?

Oyenb poBosieH__ OtTuyactu JoBoJsieH___ HelTpanbHoe oTHoueHue_ . OTyacTu
HeJloBoJieH___ O4yeHb HEeJIOBOJIEH_

12. BaM M3BeCTHO, YTO, €C/IM Bbl NOKYNaJX HOBYIO MalllMHY Y HAcC, Bbl MOXKETe 3aKa3aTh
BpPEMEHHYI0 MalllMHy Ha BpeMd peMoHTa? /la___ Het

(Ecniu HeT, nepeiauTe K Bonpocy 15)
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13. Bbl 3HaeTe, UYTO HY>KHO CZeJiaTh, YTOObI 3aKa3aTh BpeMeHHy0 MamuHy? [la __ Her
__ (Ecnau Her, nepeiiiute Kk Bonpocy 15)

14. Bam npuxoJu/oCh 3BOHUTb HaM JJis 3aKa3a BpeMeHHOW MawuHbl? Jla _ Her ___
(Ecnu HeT, nepeliauTe K Bonpocy 15)

14a. /lpyxent06HO M BeJ cebs MepcoHaJsl, 3aHUMAKUIAICA BpeEMEHHbBIMY MallnHaMu?
HJa__ Her_

146. Bblia s BaM NpeJocTaB/ieHAa BpeMeHHas MalllMHa Mo BaleMy Tpeb6oBaHuo? Jla___
Her

14 B. Bblia /11 BpeMeHHasl MallliHA 3anpaBseHa GEH3WHOM, KOrJa Bbl MOJYUYUJIU ee?
Jda__ Her_

15. Korza BbI nocsiejHUH pa3 ObLJIM Y HAC, BOCIOJIb30BaJUCh JIM Bbl Hallled MallMHOU

anst kanento?l Jla_ Her_ (Ecnu HeT, nepeiiauTe K Bonpocy 19)

16. HackoJibKO BbI ObIJIN yZI0BJIETBOPEHBI YUCTOTOW MallMHBI A1 KJIUEHTOB?

O4yensb goBosieH_OTyacTu foBoJieH__ HelTpasibHOe OTHOLIEHHE_

OTtyactu HepoBosieH___ O4eHb HEJOBOJIEH___

17. CKoJIbKO BpeMeHU NPUMEPHO Bbl 0XKU/AAJIU MAUIMHY [JIS1 KINEHTOB? ___ MUHYT

18. BbLa1 s11 BOAWTEb MAIMHBI /15 KIMEeHTOB npodeccuoHaseH? Jla__ Het_

19. Korga Bbl ObLIM B HallleM OTAeJie CepPBHCa, BaM MPHUIJIOCh BOCIOJb30BAThCS
koMHaTou oxkuaanua? Jla___ Het ___ (Ecau HeT, nepeiuTe K Bonpocy 22)

20. Hama koMHaTa okugaHus obli1a yucton? Jla _ Her _

21. TaMm 6b11M cBOGOAHBIE MecTa A cufeHus? Jla_ Her_

22.BaM no3BOHMJIY, YTOOBI MIPOUH(POPMHUPOBATH O F'OTOBHOCTU Balllero aBTOMOOHUJIA?
Ja__ Her__

23.Yepe3 CKOJIbKO TYJKOB Halll COTPYAHUK MNOAHSAJ TPYOKy TesedoHa, Korjga Bbl
3BOHWJIM HaM? ___TY/IKOB

24. Mpl oTBevYasi¥ TOYHO Ha Balllv Bonpockl no tesnedpony? la_  Her_

25. Mbl pasroBapuBasu 1o teaedoHy Bexxsinpo? Jla__ Het___

26. MbI cMoOr/1M BaM IOMOYb, KOT/ja BBl 3BOHUJIM HaM 1o TesnedoHy? [la_ Het_

27.PemoHT/06CAYyKMBaHUe Obli(0) mpoBefeH(0) MpaBUJABHO B IepBOe >Ke Balle
nocewenue cepsuca? Jla__ Her_

28. Hacko/1bKO BbI y/10BJIETBOPEHBI NPOBEAEHHBIM HAMU PEMOHTOM /00CIyKUBAaHUEM?

Ouenb goBosieH___ OTyacTu loBOJieH_ HelTpasibHOE OTHOLLIEHUE_

OTtuyactu HepoBoJsieH__ OuyeHb HeJOBOJIEH_

29. Bl Jiu Balll aBTOMOGUJIb TOTOB B CPOK, 06elaHHbId HaMmu? Jla___ HeT_

30. CKOJIBKO NpUMEpHO BpeMeHW BaM IpPHUILLJIOCH XKJAaTb B odyepefU K OKHY KaccCbl?
___MUHYT

31. bbun siu kaccup BexsimB? [la_ Hert_

32. Kaccup cmor BaM B ueM-To nomMoyub? Jla___ HeT___

33. Ecaiu y Bac 6bLJIM BOMPOCHI O TOM, YTO ObLJIO CJIeJIaHO C BAalllMM aBTOMOOUWJIEM, Mbl
CMOTLJIK OTBeTUTb Ha HUX? Jla__ HeT_

34. Bbly1a /1M1 OKOHYaTesJbHasi CTOUMOCTb PeEMOHTA/006C/Iy:KMBaHWUSl MEHblIIe UM paBHA

1 ABTOCEpBHC Npe/IaraeT KINeHTaM MOJBE3TH UX B yI00HOE JUIl HUX MECTO II0CIIe TOT0, KaK OHH CAajH MAIlNHY B
PEMOHT.
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CyMMe OKOHYaTeJIbHOU KaJbKyasauuu? [la___ HeT_

35. bbb M, MO BalleMy MHEHHWIO, UCNOJIb30BaHbl BCe NPUMEHUMblEe K [JAHHOMY
peMoHTy rapantuun? Jla__ Het___

36. [locsie TOro Kak Bbl OTOLUJIM OT KAacCChl, CKOJIbKO IPUMEPHO BPpEMEHHU BaM NPUILJIOCH
K[ aTb Balll aBTOMOOW/Ib?__ MUHYT

37. O6bAACHUJI JIM KaCCUp TOYHO, KyZa 6yJieT JocTaBJ/eH Baul aBToMo6uab? Jla_ HeT_

38. b1 JIM B MallWHe 0XKUJAKILUKA BaC COTPYAHUK, KOTZA Bbl NOAOLLIM K Hen? Jla_
Her

(Ecnu HeT, nepeiijuTe K Bonpocy 42)

39. 3ToT coTpyAHUK ObLI ApyKeaobeH? [la__ Her___

40. Kak 0bl BbI OLIEHUJIM €ro BHEIITHUHN BUJ?

OtanyHbi¥___ Xopomui___ Cpeanuii___ [lnoxon___

41. CkasaJi 11 Halll COTPYAHUK «cnacubo»? [la___ Het___

472. BblJ1 /1Y Balll aBTOMOOUWJ/Ib YUCTBIM NPU ero nosaydyeHuun? Ja__ Her_

43. Hacko/1bKO BBI Y/I0BJIETBOPEHBI B 11€JIOM pab0TON HAaLero oTAe/a 00C/y>KUBaHUA?

Ouenb goBosieH___ OTyactu fjoBoJieH___ HelTpasibHOE OTHOLIEHHE___

OTyactu HepoBoJsieH__ OYyeHb HEJOBOJIEH___

44. Bbl noKymnaJiv Balll aBTOMOOMJIb B Hallek komnanuu? [la___ HeTt___

44a. Eciu fa, Bbl NOKyNaJyd €ro HOBBIM WM nogepkaHHbIM? HoBbiM_[logepkaHHBIM_

446. Eciv Bbl MOKYNaJ/IM B APYTOM MeCTe, TO Y KaKOu GUpMbI?___

45. Kakoro rojia Belliycka Balll aBTOMOOUIb? __

46. [lopekoMeHiyeTe JIM Bbl Halll OT/eJ cepBuca ceoeMy aApyry? la__ Her___

47. Kak 3BaJsiv Ballero macrepa?__

48. 3anmOMHUJICA JIA BaM KTO-TO M3 HAIIMX COTPYAHUKOB, KOTOPBIM CJesaj Balle
noceljeHHe Halllero cepBuca 6o0Jsiee NPUATHBIM?

49. XoTesiu O6b1 Bbl IPUHATH yuyacTue B Halell ¢pokyc-rpynne? [la__ Her_
EcTb /11 y Bac npeAJ/ioKeHHs 0 TOM, KaK Mbl MOXKeM 06C/IyKHUBATh Bac Jy4dlie?

BoJiblioe cnacv60, 4TO Bbl CMOTJIM MOJEJNUTbCS BallMM ONBITOM OOGCAYKHBAaHUS B
Sewell Village.

Haw npuHpumn: «Msbl npepoctaBuM 100 % KayeCTBEHHBIX TOBApOB U YCJAYr TOYHO
BOBpEMSI».

SEWELL

Village Cadillac

CeMmeinHag Tpaaunus c 1911 roaa

Bce onpocel cTporo Heo6s13aTeibHbL. Mbl MOTJIM O6bI OJIYYUTh TAKYIO XKe UHPOpPMALUIO,
MO3BOHMB HAUIMM KJHWEHTaM JIOMOM, HO sl caM He JII0OJII0 TaKMe 3BOHKHU: KaXKeTcsl, YTO OHU
BCcerja pasjaloTcad BO BpeMs obefa WM Korja s wrpam ¢ jAeTbMu. Ckopee Bcero,
60JIBIIMHCTBO HAIIUX KJIMEHTOB JiyMaeT Tak ke. [[03ToMy BMecTO TesiepOHHBIX OMPOCOB MBI
JlaeM MM Hauy G6OoJIbIIYyI0 aHKeTy M3 49 BONpPOCOB, KOTOPYH OHHU IpPH >KeJaHUHU MOTYT
3aMloJIHUTh M nocjaaTtb HaM. (Okosio 35 % W3 HUX JenaloT 3T0.) TOT, KTO He X04YeT, MOXeT
BbIKMHYTb BCE 3TO B KOP3UHY.
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MBI He XOTHM JIOKy4YaTh HAllMM KJIWeHTaM. Mbl JJaeM UM BCce BO3MOXXHOCTH CKa3aTb,
4TO OHHM O HAC JyMalOT, HO He 06s3bIBaeM HX K 3TOMY. EC/IM OHU He XOTST TOBOPUTH -
xopoiuo. Ecin XoTST — Mbl IOCTapaeMcsi MaKCUMaIbHO YIPOCTUTD JJIsl HUX 3TY NPOLEAypY.
MBI npejJjiaraeM UM OTBETHUTb HAa TPHU BONPOCA Y OKOLIKA KacCHpa; y HAc ecTb U GoJee
JJIMHHAs1 aHKETa, KOTOPYI0 OHU MOTYT IIPH JKeJIAHWHU 3aT0JIHUTh; U €CJIM Y HUX €CTh UTO ellle
CKa3aTh, Mbl B KOHI[e 3TOM aHKETbI CIPALIMBAeM WX, HE XOTST JIK OHU MOYy4YacTBOBAThb B

dokyc-rpymnre.

06s13aTe/IbHO CHpallMBalTe KJIUMEHTOB, Yero Obl UM XOTeJIOCh, HO
CrpallMBaiTe BEXKJIMBO U He ZlaBUTe Ha HUX. [IpeJyiaraiiTe onpockl B TaKOU
dopmMe, 4TOObI KJIHMEHTHI MOIJIM UCHOPUPOBATb HX, €CJAW OHU He XOTAT
y4acTBOBATb.

dokyc-rpynnbl 4Ype3BblYallHO 3(QQPEeKTUBHbL. IJTO CIOCOO NPOBEPUTH, HACKOJBKO
XOpoIlOo Bbl paboTaeTe, IOTOMY YTO Bbl CHpallMBaeTe KJUEHTOB, HPABUTCSH JIU UM UMETh C
BaMHU JieJs10. Bbl Ha caMoM Jiesie jlaeTe UM BCe BO3MOXKHOE MJIM XKe IPOBaJIMBAETECh B KAKHUX-TO
06J1aCTsX, 0 KOTOPBIX JlaXke He UMeeTe MOHATHUsA?

KpoMme Toro, ¢pokyc-rpynnel 1oMoratoT HaM y/iep>KUBaTh eJjMHble CTaHAAPThI [/ BCEX
dunnanos.

[Toka Mbl pocsy, 1 NOHSJI, UTO yNpaBJieHHWe Ha CBOUX JABOUX 3QPEeKTUBHO [0 TeX IOop,
IIOKa y Bac eCTb TOJIbKO OJUH Mara3uH, Hy, W1 ZiBa. To eCTb N0Ka Bbl MOXKeTe YBUJETH BCE,
yTO npoucxoAut. Ho aTo nepecraet pa6oTaTh, KOrjja y BaC MHOTO MarasmHOB, CKJIaZi0B UJIX
opHCOB U Bbl He MOXKeTe MOTPAaTUThb [JOCTAaTOYHO BpeMEeHHM Ha KaxAbld. BaM Hy>XHBbI
JIONIOJIHUTE/IbHbIE UCTOYHUKH HHPOPMaLMU — HanpuMep, GOKyC-IpyMNIbl.

MbI cHavyasia BocnpyuHUMa/au GOKYC-TpyNIbl KaK poJ, HEKOM MarvMu By/ly, HO 0Ka3aJocCh,
YTO Ha CaMOM JieJie 3TO OYeHb NMpocTo. Mbl (1 MJIM OJUH M3 HAlIUX CTApIIUX MeHe/PKEepPOB)
npurJjanaeM B opuc lecaTb-ABEHA/ATh HAllMX KIMEHTOB U HAYMHAeM 3a/1aBaTh BONPOCHI O
TOM, HAaCKOJIbKO UM HpPaBUTCA MMETb C HaMHU JieJio, B YeEM OHM BUJAT HaAllU CUJIbHblE U
ciabble CTOpPOHBbI. [lOTOM MblI OCTaHaBJIMBaeMCsl Ha KaKOH-TO OTJeJbHON o6sactu. K
npuMepy, 3aJlaeM JieCITOK BOIPOCOB O paboTe Hallero cepBuca. (3TH BONPOCHI Mbl GepeM
npsIMO U3 Hallel 60JbIION aHKeThI.) B pyroi pa3 Mbl 6ecesiyeM 0 TOM, KaKMe 4yBCTBa HallX
KJIMEHTBI UCIIBITHIBAJIM B ITpoLiecce MOKYNKU. BaM 6b1J10 y106HO TOBOPUTH € HAMU? MbI 3Ha/IH
OPOAYKT, KOTOpPbIM npejsaraid BaM? [103BOHMJI JIM Hall NpoJjaBel, BaM B TeYeHHUe [BYX
He/JieJlb, YTO6bI YZI0CTOBEPUTHCS, YTO C Balllel MOKYNKOU Bce B mopsiike?

MbI pa3roBapyvBaeM OKOJIO [OJIyTOpPa 4acoB, IOTOM 6J/1arolapuM Y4aCTHUKOB U JlapUM
Ha MpolLjaHue Habop XOpoWHUX pydek. KiMeHTaM Jaxke HpPaBUTCSA y4aCTBOBAaTb B TaKHUX
BCTpeyax.

OT6upas aogent s GOKycC-IpyIi, Mbl XOTUM ObITh YBEPEHHBIMU B TOM, UTO OHU TOYHO
NpeJCTaBJISIOT KPYT HALIKX KJIUEHTOB U TeX, KOr'0 Mbl XOTeJU 6bl BUJETh B Ka4yeCTBe HAIIUX
KJIMEHTOB. JTO 03HA4aeT, YTO Mbl MPOBOJWM YeTbIpe WK NATb GOKYC-IPYNI MO KaXKIOMY
OT/leJIbHOMY BOINIPOCY, YTOOBI OJYYUTh TOYHbBIE JAHHBIE.

Korja Mbl TOJIBKO HayMHa/JAU MOPOBOJAUTH QOKYC-IpYININbl, S OTHOCWJICA K HHUM
CKeNTUYeCKH. fl He AyMmaJl, 4YTO JIIOAU MOTYT CKa3aTb UTO-TO HEraTUBHOE O HAC, HAXOJsACh C
HaMHU B oZjHOM KoMHaTe. Ho 51 oka3aJicsl He npaB. UYeM GoJibllie B IpyIiIe JiloJed U 4YeM Jl0JIblile
UJleT BCTpeya, TeM Bblllle LIAHChbl YCJAbIIIAaTh OTKPOBEHHble 3aMeyaHus. Ha BTopoM uiu
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TpeTbeM II0Jydyace KTO-TO HEOXHUJAHHO NpousHeceT: «[lo3BoJibTe MHe CKas3aTbh, KaK Bce
0OCTOUT Ha CaMOM JieJie» — U C ITOTO MOMEHTA Bbl MOXeTe ObIThb YBEPEHBI, YTO YCJbILIUTE
npaBay.

KoHeyHO, NOpo#l y4aCTHUKHU FOBOPAT BCSAKUU B3/0p, HO Mbl cTapaeMcsl GUIbBTPOBATh
3to. Ecin MBI TOBOpPHUM C COTHEW 4YesIOBeK, 00s3aTeJIbHO OyAyT MOJIipHble MHeHUs. Mbl
BCerjia crapaeMcs HauTH 30JI0TYIO CepeJJHY.

A noHsAn eue oJjHy Belllb: He UTHOPUPYHWTeE IJ1yOOKO CIIpSITAHHbIE peaKLIMM HEKOTOPbIX
JIIJiell TOJIbKO OTOMY, YTO 3TO He TOYKa 3peHUs 6osibiiMHCTBA. Korga B kopnopauuu Ford
uccaefoBaad Taurus, OHM OOGHApPYXXWUJIM, UYTO I[IOJIOBUHE ONPOIIEHHBIX HPABUTCA €ro
BHEIIHWM BHUJ, a Apyras IMOJIOBUHA HEHaBUJUT ero, Tak YTO OKOHYAaTeJbHbI PEUTHUHT
coctaBJisia Bcero 4.5 u3 10. Ho yuTuTe, 4TO noJI0BUHE JI0/ieH OH OHpaBuics! U mosioBUHa,
KOT/1a Bbl TOBOPUTE O YHMCJIE JII0/IeH, TOKYNAKLUX MallIMHbI, — 3TO YePTOBCKU MHOTO0. Tak 4To
Ford npuctynui k npou3BoACTBY.

Bosiee Toro. MHOrza CTOUT NpUCAYyWIATbCA K KOMMEHTApUIO BCEro JIUIIb OJHOTO
yesioBeKa. fl 3anoMHU QOKycC-TpynIy, Ha KOTOPo# Mbl 06cyxaii Hyundai v oauH yesioBek
CKasajJ, 4YTO OH BO3HEHaBHJeJ Hally [porpaMMy NpeAOCTaBJeHUS BpPeMeHHBIX
aBTOMOOUJIEN, KOr/la nprexas B CEpBUC U €My CKa3aJiy, YTO ceMyac HeT MallWH Ha MOAMEHY.
Ham ynpaBssiomuyil KAsacs, YTO y Hero Bcerjia OblLIM BpeMeHHble MallWHbl, HO B pedu
KJIMEeHTa ObLJI0O YTO-TO TAaKOe, YTO 3aCTaBJIsJI0O eMy NOoBepUTh. JKesiasg NMOHATb, KaK TaKoe
MOTJIO TPOMU30UTH, 51 IPOBeJ HEGOJIbUIYIO IPOBEPKY U OOHAPYXKUJI, YTO 3TOT YNPaBJSIOILUNA
BCE-TaKM HECKOJIbKO pa3 [ e W C T B U T @HAibIBa@ KJIUEeHTaM. BMecTO TOro 4ToObl
3aKa3aTb OoJibllle BpPEMEHHBbIX aBTOMOOWJENW, OH MpejJaraj JOASAM 00paTUTbCA TOr/a,
KOTJla 0CBOOOJATCS 3aHATbIE MALIMHBI.

MbI 3aMeHU/IM 3TOr0 YNpPaBJAPILEro, U celyac, eCJIi Mbl TOBOPUM, UYTO BbI MOJIyYUTE
«XeHal» Ha 3aMeHY, Bbl €ro MOJIyuYuTe.

Jliomn 0 6 9 3 a T ey BaM npaBay. EciM OHM 3amoJIHUIK GOJIBIIYI0 AaHKETY U
NOTPaTWUJM BpeMsi Ha ydacTue B (QOKyC-TpyIlIle, 3HAaYUT, OHU U B CaMOM /JieJjie XOTST
pacckasaThb BaM, UYTO OHY 4YBCTBYIOT. MBI C/1yllaeM 0O4YeHb BHUMATEJILHO.

OcHOBHBIE BbIBO/bI

-He pgenante npepnonoxXxeHumim o OHum,
CaMH XKaXAyT COO6LU,I/ITb BaM 3TO.

-JaihnTe nm B O3 MOXHO C TCHenaire @el6IRIFKT b C A .
aHKeTy — He 60Jibllie 5 BONPOCOB, a Jiy4llle Bcero 3, - cGOKyCMpPOBaHHYIO Ha
HauboJiee BaXKHbBIX aClIeKTax O6LLIEHI/IH KJIMEHTOB C BAMHU.

—-MpocToOoOl cnoco 6% nmm e etHar\@aty hAukedy B TOT
MOMEHT, KOrJia KJIMEHT pacCIlJIa4YhBA€TCA. Tor,qa OH CMOXKET 3aIllOJIHUTh €€ 3a
TO BpewM4, [IOKa Bbl BEEeTe paCqHeThI.

—He Hapoepai T EcKIaeieXDTAIVBAIOIHATh aHKEThI
— HHUYero CTpamHoro. He 3acraBagiiTe ux. He HauyuHaliTe 3BOHUTH UM IO
Be4depaM HUJIK NIPUCTABATb K HUM, IIOKA OHHU XOAAT 110 Mara3nHy. 3amnoOMHUTE:
rjiaBHad ujed OoIpoca — CAeJjiaThb Tak, YTOOBI JIFOAHN OBLJIM CYACTJIUBBI BECTHU C
BaMH JeJia. Eciu Bbl UM HajoeaaeTe, y HHX He IMOJYYHUTCA 6bITb
CYaCTJIUBBIMU.
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I's1aBa 2
Ec/iu K/IMeHT 0 4eM-/IM00 NPOCHUT, OTBET BCerja — «aa»

YT06bI 3acTaBUTh pabOTaTh Halll CIOCOO BeJeHUA OU3Heca, Mbl JOJKHBI yOeJUTh Bac B
TOM, YTO CyIIECTBYeT HEUTO O0Jiee [IeHHOE, YeM JleHbI'M. Pa3 Mbl He caMble JiellieBble, 3HAUUT,
Mbl J0JKHBI MPEJJIOKUTh BaM YTO-TO JAPYroe, YTOObI Halll GU3HEC ObLI YCIEUIHBbIM. JTO
«4TO-TO» — YA006CTBO. MBI ycTpaHsieM npo6JieMbl. Mbl IbITaeMcs CAe1aTh Bally KHU3Hb Jierye.

Kaxkpiii pas3, Korja KJUEHT COpalllMBaeT HAc, MOXEM JIM Mbl CAeJaTh YTO-JIUM00 AJs
Hero, y HaCc OJIUH OTBeT — «Ja». Ec/iy Bbl 3aXJIONHY/IM ABEPb, OCTABUB KJIKOYU B MallllHe, UJIU
NPOKOJIOJIU LIUHY U Tellepb 3BOHUTE HaM M IPOCUTE O MOMOILU, Mbl OTBETUM: « KOHEUYHO.

PasymeeTcs, Mbl He CMOX€M NOKpPACUTh Balll JOM WJM BbIMBITb OKHAa: Mbl BCe-TaKU
npojiaeM aBToMoOWaM. Ho Korpa Baul 3ampoc KacaeTcs Hallero 0M3Heca, Mbl OTBETUM
N0JIOXKUTebHO. Beceria, Korga BO3MOKHO, Mbl CTapaeMcsi IOMO4Yb CBOMM KJIMEHTAaM.

BoT Mo#i s106UMbIN puMep. Y Hac Oblia MOCTOSIHHAsA KJIMEHTKa, KOTopas »Kuja OJHY
noJsioBMHY rozaa B /[lansiace, a BTopylo — Bo ®panHuuu. OgHaxAbl, cOOUpasch ye3aTb U3
[lapy>ka, oHa MO3BOHMWJIA HAM M COOOILIMWJIA, YTO MepeJ, BO3BpallleHueM J0MOM cobupaeTcs
MpoBecTH HeKoTopoe BpeMmsa B Hblo-HMopke, HO He XoueT apeH/j0BaTh TaM MaiuuHy. OHa
CKasaja, YTO BCe apeHJHble MaumMHbl B Hbloo-Hopke rpsi3Hble M HAcCKBO3b MPOMAaXJIH
CUrapeTHbIM [AbIMOM, U CIpallWBajia, HE MOIJIM Obl Mbl apeH/J0BaTh JJisl Hee MallUHY B
Jlannace, neperHaThb ee B Hplo-Mopk 1 nmepesaTh TaM eif. MBI cies1a/id Bce MMEHHO TaK.

UTak, ecny KJIWEHT CIpallMBaeT, MOXeTe JIM Bbl CAeaTb 4YTO-TO JJis Hero, OTBET
BCerJia «/Jla» — IPU YCJI0OBUH, UTO 3aMPOC XOTh KaK-TO KacaeTcs Balllero bM3Heca.

HekoTopble JitoAy, KOrJla Mbl paccKkasblBaeM MM INPO 3TOT Cocob BeJeHUs1 OGU3HEC],
IASAAT Ha Hac ¢ ycMellkod. OHU TOBOPAT, YTO 3ps Mbl TaK HampsiraeMcs, HalpuMep,
NOJIbICKUBAas BOAUTEJIA AJis YeJ0BeKa, KOTOPbIM KYINUJ y HAC JIMMY3UH, - BeJlb 3TO He Hall
OCHOBHOU 6u3Hec. Ho Mbl 3HaeM, 4TO 3TO UMeHHO OH U ecTb! Hama pa6oTta - 3a60TUTbCA O
KJIMEeHTe HACTOJIbKO XOpOILIOo, YTOOBI OH MPOJ0JI’KaJ BO3BpalllaThCsd K HAM [0 KOHIIA CBOEeH
KU3HHU.

BoT, HannpuMep, Bbl NpuUJieTaeTe B a3pONOPT B [IEBATh YaCOB Beyepa, XOTUTE OTKPHITh
CBOI0 MallWHYy, a KJIKOY JIOMaeTcd B 3aMKe. Bbl 3BOHUTE JOMOM B HaJexJe MNOJYYUTH
3alacHOM KJI0Y, @ TaM HUKoOro HeT. KpacoTa!

Teneps npeacTaBbTE: Bbl 3BOHUTE B HAll aBTOLLEHTP, U Mbl NIOCbLJIaEM K BaM MalllUHY
TeXIOMOLIY; Halll COTPYAHUK Ha MeCTe M3roTaBJIMBaeT /il Bac KJ4Y, roBoput: «Cnacubo,
YTO BCIIOMHUJIU O HAC» — U ye3aeT, He B35B AeHer. YTo Bbl nojyMaeTe? Bbl mojymaeTe, 4TO
MbI OTJIMYHbIE MIAPHU.

Bpasiu i Mbl 32 3TO JleHbIru?

TosibKO UHOT/]a, HO 0OBIYHO — HeT. Hal moixo 1 Takou: ecsid 6b1 Ball APYT 06paTHJICH K
BaM C TaKOU NPOCbOOU, MOMPOCUJIU Obl BbI €r0 OMJIaTUThb 3Ty YCIyTry? A ecyiu 6b1 Bbl OCTA/IUCh
CHApPY>XU MallWHbI 6e3 K/4Yeld U MO3BOHWJM APYTy, NOTpeboBas Obl OH JEeHer 3a TO, YTO
nozBe3 BaM 3anacHoi kitw4? HeT. U Mbl Toxxe He TpebyeM.

JTO NMpPOCTOU 3/paBblid CMbICA. Ho JaBaliTe MOroBOPUM O TOM, KaKOUM B 3TOM €CTb
3KOHOMMWYECKHUH CMBICJI.

[IpeamnosioxkuM, 4YTO HAM Takas nmoesjaka obouwuiack B 25 gosutapoB. Hemaio... A Tenepsb
noJlyMauTe 0 CTOMMOCTH paJiuopekaMbl. ¥ Hac B [lannace 60 ceKyH/[, peKJiaMbl B TUKOBOE
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BpeMs Ha nonyJispHou ctaHuuu ctout 700 goss1apos.

3a 25 fosnnapoB Mbl (BepOsiTHEE BCET0) MOJIYYUIN KJAWEHTA HAa BCIO XKHU3Hb. A CKOJIbKO
KJIMEHTOB Ha BCIO KM3Hb Mbl CyMeeM NOJIy4uTb, 3amiaTuB 700 fos1y1apoB 3a paZdoOpOIUK?
Yrto BbI ckazanu? 287 (3to 700, nomeneHHble Ha 25.) Becb MO ONBIT TOBOPUT O TOM, YTO
T a K O4kc@ia KJIMEeHTOB Ha BCIO ’KM3Hb OJJUH PaJiMOPOJIMK HaM He IpUHEeCET...

Tak 4To ke, Bce 6ecmaTtHO? KoHeyHo, HeT. Ec/iM HaM HaJo BblexaTb U IOMEHATb
aKKyMyJIITOp WJIU TeHepaTop, Mbl NONPOCUM OIIATUTb UX LIeHYy U OOBbIYHYH CTOMMOCTb
pab6oTsl. Ho eciv mpoucxoaUT 4YTO-TO 3KCTPAOPAUHAPHOE, HAIPpUMep M0JIOMKa KJ/IK04a, Mbl HE
O6y/ZieM BBICTABJATH cyeT. Mbl IpPOCTO NOMOXeM. Y Hallu KJIMEeHThl 3aXOTAT UMETb C HaMHU
JleJI0 CHOBA, CHOBA M CHOBA.

OCHOBHbIE BBIBO/IbI

-B TOT MOMeEeHT, Korga KJAWEeHT T ®BREOPUT
JIOJDKHBI ObITh TOTOBBI CKa3aTh «/1a», laKe eCJIU Bbl MIOKA HE MPeCTaBJSETE
cebe, KaK c/ieJ1aTh TO, YETrO OH XOYET.

—-MpoaBnsaintTe  Bbou hogcoptirnese Jy)Kalkkh, a BalleMy
KJIMEHTY HY»KHO BbUIEYUTb JlepeBo? HaiiauTte i Hero crenuanucra. Eciu
OH OCTAaHOBWJICS B BallleM OTeJie M MPOKOJIOJ KOJIeco, MOMEeHSIUTe ero.
[IomoruTe BalieMy KJIHUEHTY.

—-He bepurte AeHer 3a TaKkue, [JloOODODOIpBg e
ABNAKWTCA NEyum GHYBLIHE TONPOCUIN Jpyra OMJATUTh TaKYHO
IOMOILIb, HE TMPOCUTEe M KjaWeHTa. He BoJIHyiTech, Bbl 3apaboTaeTe B
oyayuieM - 60Jiblile, YeM MOXKeTe cebe MpeCTaBUTh.

I'naBa 3
3a6yabTe 0 TOM, YTO TaKoe paboyue Yyachl

O6cnykMBaHUe KJIHWEHTOB - 3TO pabora 24 yaca B CyTKM. Bo BcsIKOM ciyyae, oHa
Jl0JDKHA OBITh TakoW. Bo-nepBbIX, KJMEHTHl UHOT/AA MOTYT MONPOCUTh Bac cZesiaTb 4YTO-TO
nocse 17.00 uiu B BocKkpeceHbe. Pa3 y»K Mbl JOrOBOPUJIUCHL O NpaBuje «Korjga KJaWeHT O
4YeM-JINO0 IPOCHUT, OTBET BCET/a — «Jia»», TO €ro cJeAyeT IPUMEHUTb U B 3TOM CJiydae.

EcTb ¥ BTOpas, 6oJjiee ¢yHJaMeHTasbHas NPUYMHA [JI1 TOTO, YTOObI 3a0bITh MPO
NOHATHe «paboyee BpeMs». Kak Mbl MOXeM 00CIy>KHMBaThb KJHWEHTA Jy4lle BCeX, €CJU Mbl
3acTaBJisieM ero NpUCNocabJuBaThCAd K HalleMy pacnucaHuio? [lo onpezesieHUI0 3TO JJid
Hero HeyA06HO.

MBI 10/KHBI paboTaTh TOTZA, KOT/la OHU XOTAT, @ He TOrZja, KOr4a XOTUM MBL.

Mbl MMEHHO TaK M MOCTymaeM. Mbl CYaCTJMBBI [JOCTaBJSATb MaUIMHbI (MHOrJa -
nepeBs3aHHbIe JIEHTOYKAMHU C OaHTUKAaMHM) K JlOMaM HalllUX KJIUEHTOB B UX JIHU POXKJAEHMUS,
rOZIOBILMHEI, Bedyepa nepes PoxxaecTBoM — jaxke eC/1d 3TO BbIXOHblE UJIU TPAa3HUYHbIE JHU.

MbI Oy/ieM CHaCT/IMBBI BCTPETUTh KOTO-TO B HallleM aBTOLEHTPE B BOCKpPECEHbe YTPOM
M T0Ka3aThb €My HallM MallWHbl. Jlaxke ecJM OH MNpUZeT B MNHUXKaMe, Mbl He OyJeM
IpOTeCcTOBATh.

Bbl MOoXeTe nmpuexaTb TOJBKO B [IeBATb, a Mbl 3aKpblBaeMcd B BoceMb? He nmpob6sieMa.
Mgl nof0XKaeM.
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HekoTopele MOryT nmojgymaTbh, YTO TAaKOW NPUHLMI Hallel KOMIIAHUM MOXEeT ObIThb
60J1Ie3HEHHBIM JJis ee COTPYAHUKOB. Ho Mbl Tak He gyMaeM. Beapb Mbl cobrMpaemMcsi IpoAaTh
KJIVMEHTy MallWHy, 4, BO3MOXXHO, He OJHY, €CJM paccMaTpuBaTb 3TO B JOJTOCPOYHOH
nepcrnekTuBe. Pasiy 3TOro MoXKHO NOACTPOUTHLCA NMOJ, €ro rpad UK.

MoxxeT Jsin 3TO ObITb HeymoOHBIM s Hac? KoHeyHo. Ho pgo/mkeH /M K/IWEHT
6eCIOKOUTBCA 0 TOM, YTO Mbl MOXKEM 0I103JaTh Ha ykUH? HeT, Hac BOJIHyeT TOJIbKO TO, 4ero
X04YeT KJIUEHT.

MpbI XOTUM cZles1aThb ero XU3Hb Kak MOXHO npoite. /laBaiiTe pacCMOTPUM, HallpuMep,
KaK 00CTOAT JeJia B HalleM aBToueHTpe Cadillac.

MBpI ycTaHOBHWJIM NPaBUJIO, YTO BCe HAILU MPOJAABIbI MU MacTepa AT KJIMEHTaM HoMep
CBOEro JioMallHero TejepoHa — Ha cjay4dal, eciu norpebyercs nomoub. Ho gaxe eciu y Bac
10 KAKUM-TO IPUYMHAM B HY>KHbI MOMEHT He 0Ka3aJIoCh M0, pyKOW 3TOro HOMepa, He beJa.
3BoHHUTe B aBTOLEHTp. [locsie TOro Kak Mbl 3aKpbLJIU €ro Ha HOYb, TaM OCTAETCH OXPAaHHUK,
KOTOPBIA NOMOXKET CBSA3ATbCS C HY>KHbIM 4€JIOBEKOM.

CkakeM, cedyac MOATb 4YacoB yTpa. Bbl cobupaertech BblexaTb W3 JOMy - U
obHapy>KUBaeTe, YTO Y Bac MPOKOJOTO KoJseco. (Mbl mosydyaeM MacCy TakMxX 3BOHKOB!) Bbl
3BOHUTE B aBTOLIEHTP; HAlll OXPAaHHHUK CBA3bIBAETCA C JI€KYPHBIM TEXHUKOM — KTO-TO U3 HUX
JIOCTyIeH 24 4Jaca B CYTKH KaKJblH JleHb; TOT Bble3kaeT Ha Chevy Suburban, koTopbiii MbI
IpeBpaTU/JM B MallMHY TeXNOMOLIU, U pewiaeT Bawy npob6semy. (Ha Suburban ectb
KOMITIpeCcCcop, CTAaHOK [IJIs1 U3TOTOBJIEHUS KJII0Yel U BOOOIIe BCe, YTO Bbl TOJIBKO MOKeTe cebe
BO0OOpa3uThb.) TeXHUK CTAaBUT BaM «3amacKy» U, KaK Mbl y>Ke CKa3a/id, HE BbICTABJISIET 3a 3TO
cueT. Bce, BBl MOXeTe exaTh.

Mbl XOTUM, 4YTOOBbI JIIOAWM HAM 3BOHWJIM, He obpaliasi BHUMaHUs Ha
yackl. Mbl Bcerjia roTOBbI IPUUTH Ha TOMOIIIb.

BHe 3aBHCHMMOCTH OT TOTO, KAKUM GHM3HECOM Bbl 3aHHMAaeTeCh, KIMEHTaM XO0TeJIOCh Obl
Ha BCAKUU Cay4ald UMeTb TesedOHHBIH HOMEp, MO KOTOPOMY OHHM MOTYT MO3BOHUTH B
Hepabouee BpeMsl.

1 ogHOBpeMeHHO - mapajiokc! - HauboJIblIas Npo6aeMa COCTOUT B TOM, YTO KJIHUEHTHI
3a0bIBAIOT WJIM HE BEPSAT, YTO MbI IOMOXKEM MM B JIIO60H MOMEHT, XOTS Mbl IOBTOPSIEM UM
3TO KaXK/Ibl{ IeHb U pa3/jJaeM HaKJIeHKH C HOMEPOM HalIero KpyrjoCcyTOYHOTo TesedoHa.

MoryT sin JitoAu 3JI0YyNOTPeOSTh Halled TOTOBHOCTbIO MOMOYb? KOoHeyHO, HO 3TO
ciy4daetcs Hedacto. Kak npaBuJio, TOT, KTO 3BOHUT HaM B Hepaboyee BpeMs, JeHCTBUTEIbHO
HYK/1aeTCsl B HeMe/[JIeHHOU moMoIiy. Mbl MOXXeM 0Ka3aThb ee He3aBUCHMO OT BpeMEHH CyTOK.
9TO ZlaeT BO3MOXXHOCTb MOJJE€P>KaTh OTHOLIEHUS C KJIMEHTOM, CAeJIaB YTO-TO BAXKHOE JIJIsl
HETO0, Y JIIOJISIM HPABUTCS TAKOH MOAXO[,.

OcHOBHBbIE BbIBO/IbI

—Bbl He MoXeTe npocToOo npepgocEmmpl ATbL YC
CO6I/IpaETer OKa3bIBATb XOpolmue YycCjayrv, Bbl [JOJIXKHbI [AeJIaTb 3TO
KpYyTrJIOCYTOYHO.

—OaQHOToO 3BOHKA [A01XHOoCaemasime ak, MTOEGLT a T O Y4 H
KJIMEHTY ObLJIO JIETKO BOCII0JIb30BaThCA BalllUMU yCiayraMHu. OHuU He A OJIX)KHbI
3BOHUTH 10 BCEM UMEIMUMCA HOMEepaM B TPHU HdCa HOYHU — HOJI?KHO OBITD



karraba.ru

KHu2u 0nst pocma

JIOCTaTOYHO OAHOTO TesleOHHOTO 3BOHKA. Bbl He 0043aHbl AaBaTb CBOM

JloMallHUW TenePoH (XOTS MHOTMM KJIHWEHTaM 3TO NOHPABUTCS) WU

OCTaBJIATb KOTO-TO Ha pabouyeM TesedpoHe Ha Bce 24 yaca. Jlyduie HaliMUTe
ONepaTOPCKUM LIeHTpP - MYCTb OH NPMHUMaeT 3BOHKHU B Hepabouee BpeMs U

nepejiaeT MUHGOpPMaIMIO TOMY, KTO HaXOJAUTCS Ha J1eXKYpPCTBe.

—He OGoWTecCcbTOoO UYTONMIT@ETCA ITKeC NBHayca. 7T M p 0B

IpaBUJIO, JIIOAU 3BOHAT TOJIbKO TOT/Q, KOTZA Ha CAaMOM JieJle HY>KJaloTCA B

IOMOLH.

I'taga 4
OoGeniaiiTe MeHbllle, AejIaliTe 60JIbIIE

Kaxapli pas3, korza Bbl INpPUrOHsieTe K HaM CBOK MallWHY, Mbl JaeM BaM
rapaHTWp OIPEBAPMYERbHYI0 KaJbKYJSALUIO CTOUMOCTH peMoHTa. Ho HekoTophle
MacTepa CTapalwTcsa 3aHU3UTh ee. OHM JyMarT, YTO Mbl [OTEpsieM KJIMEHTa, ec/u LieHa
paboThI MOKAXKETCH €My CJUIIKOM BbICOKOM.

Ho Mbl He XOTHM, 4TOOBI Halld MacTepa 6ecnoKounucb 06 3ToM. Bosiee Toro, Mol
IPOCUM UX J06aBJAATH K KaXKA0U cMeTe «oAylKy» B pasMepe 10 %. A okoHYaTe/IbHbINA CYeT
BCerja OKa3blBaeTCs MeHblle KaJbKyJsLMU - XOTS Obl Ha OJUH JoJuiap. Pesyabtat?
CyacT/IMBbIN KIMEHT!

OfHa M3 caMbIX HENPUATHBIX Bellled — KOrJa Bbl IPOCUTE 3allJIaTUTh
OoJsiblle, 4yeM IpeJBapUTeJbHO paccuuTatd. /JlobGaBiasalTe «IOAYLIKY»,
YTOOBI BCET/la UMETh BO3MOXKHOCTb IONPOCUTH MEHBILIIE.

BoT kak aTO pa6oTaeT. Eciv Bbl mpuesxkaeTe cAeaTb PEMOHT, KOTOPBIW, [0 HalleMy
MHEHHUI, 6yieT cTouTh 90 0J11apoB, MbI AesiaeM KaabKyJdanuo Ha 100 gossnapoB. Korjia Bbl
npuejieTe 3ab6UpaTh CBOIO MAaUIMHY U OOHAPYKUTE, YTO HaJ0 MJIATUTh Bcero 90, Bl O6yaeTe
IPOCTO CYACTJIUBBI!

He cneayer o6aupaTh Jwoged. Morau 6bl Mbl MOJYYHUTb [ONOJHUTESbHble 10
fosapoB? KoneuHo! OpuH pa3s wiau aBa. Ho kak roBoput mou Ky3seH /JkoH Cbroasur,
KOTOPbIN pyKOBOAUT HaliuM aBToueHTpoM Cadillac: «IllepcTh ¢ OBI[bl MOXKHO CTPUYb MHOTO
JIET, HO BOT IIKYPYy COJAPAaTh — TOJIbKO OJAWH pa3». KIMeHT paHo WM MO3[4HO MOUMET, YTO C
HEro CAUPAIT UIKYPY, U Bbl €r0 HUKOT/1a 60Jiblile HEe YBUJIUTE.

MbI y>Xe TOBOPWUJIM, YTO HMHOTJA MacTepa 060SATCA BblJaBaTh KaybKyJsuuio Ha 100
JlOJIJIapOB, oOMNacascb OTKa3a KJIWEeHTa, U npejnodydraroT ykasbiBaTb 90. Ho ecin
OKOHYATeJIbHbIM CYET COCTABUT, K MpUMepy, 91 fosiap, KIUEHTY 3TO HE MOHPABUTCA. A BOT
ecsii Mbl ykazaau 100 foJ11apoB, MOXKHO He 6eClIOKOUTHCSA. Mbl MO-MIpeXXHEMY YKJ/IaAblBaeMCsl
B cMeTy. TakuM 06pa3oM, 3TOT MOJXO0/ JlaeT HaM ellle ¥ BO3MOXXKHOCTb IO/ICTPaX0BaTbCs Ha
TOT CJy4yal, Kor/ja paboTa 0Ka3bIBaeTCs YyTh AOPOKe, YeM PaCCUMThIBAJIH.

Bosiee Toro, Mbl IoJydaeM BO3MOXXHOCTb CJeJaTb JJid KJIWEHTa 4YTO-TO
JIOTIOJIHUTEJIbHO, He Oepsl 32 3TO OTAe/IbHOM maaThl. CKaXkeM, BbINOJIHAA Hally paboTy 3a 90
JlOJIJIAPOB, Mbl OGHAPYKUJIH, UTO «JIBOPHUKH» HA BETPOBOM CTeKJe HYXKJAITCS B 3aMeHe.
O6bIYHO 3TO CTOUT 7 A0J1apoB. Hy Tak Mbl MOXXEM 3aMEHUTb UX U T € M H @epHYEH € €
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MalllMHY CO CYeTOM, KOTOPBIX OyZleT MeHbllle TepBOHA4YaJbHO HAa3BaHHOW CyMMBI. Temneps y
KJMEHTA yKe JiBe MPUYUHBI ObITh CYACTJIUBBIM: Mbl CAeJalu [ONOJHUTEJIbHYI0 paboTy U
BCe-TaKu IMONPOCUJU OIUIaTy MEeHbIIyl0, 4YeM HasbiBaJu paHee. (B Hamem ciyyae Mbl
BbICTABMM CcUYeT Ha 97 [0/171apoB, U3 KOTOpbIX 90 - 3T0 pakTUYecKas 1jeHa paboThl U MJIKOC 7
3a «JJBOPHUKU».)

KoHeyHOo, npy TakoM NOAXOJe CyllecTByeT PHUCK TOrO, YTO HaMAYTCA KJWEHTHI,
KOTOpbIE pellaT, YTO MepBOHadaJbHasA KaiabKyasauusa B 100 gossapoB - 3TO C/AUIIKOM
JlOpOro, ¥ OTIPaBATCA UCKAThb OoJjiee JemeBoe MecTo. Ho Takux Jitofiell Bcero oiMH WJM JBa
npoueHTa. Y ecin oHU Ha caMOM Jiesie ITUM 03ab604YeHbl, 3HA4UT, Mbl JIeUCTBUTEJILHO He Te, C
KeM OHH JI0J>KHbI UMETh JIeJI0.

HekoTopsle /1o TOBOPAT HaM, YTO Halla LleHa Ha Macjo U GUABbTP Ha 9 [0/1/1apoB
60Jibllle, YEM MM MPULLJIOCH OBl 3aNJIaTHUThb, €C/IM O6bl OHU Noexasu B ¢upMmy Quickie Lube u
noJ0XJaiu O0bl TaM. JTO NpaBjAa. Mbl He caMble JellieBble, HO MbI Jy4ylire. Bbl 3HaeTe, 4To,
eCcJIv Bbl IpHeZieTe K HaM, Bbl He TOJIbKO 3alJIaTUTE MeHblle, YyeM Oy/ieT Ha3HayeHo CHayvaJla,
HO Y paboTa OyJeT cAeJlaHa HAUJIy4lliUM 06pa3oM.

Hama neHoBasi MOJIMTUKA yCTpauBaeT OOJIBLUMHCTBO JIOJEH: OHU 3HAKT, YTO MbI
HUKOTZ,a He 6epeM OoJibllle, YeM HAa3HAYUJIU CHadasa. JIloiiM HpaBUTCSA UMETh JeJi0 C TEMU,
KTO JIeP>KUT CBOE CJIOBO.

OcHOBHbI€ BbIBO/bI

—-MNcnonb3yinTe Beemaogeuusxiyexrow padoty Ha 10 %
60J1bllle, YEM OHA MOXKET, M0 BallleMy MHEHHUI0, CTOUTb. TakUM 06pa3oM, Balll
OKOHYaTeJIbHbIM CYET MOXET OBITh C JIETKOCTbIO YMEHbIIIEH 10 CPABHEHUIO C
npe/iBapUTENbHOM OLleHKOMU. [lesias 3TO, BbI OJIydyaeTe U JONOJHUTETbHbIN
dakTOop 6€30nMacCHOCTU Ha TOT Cjay4yal, ecld paboTa OKaXKeTCsd HEMHOTO
Jflopoxke. Ho paxke ecsiv Bbl MPOCUYMTANMCh, BCE PABHO BbICTABJISINTE CUET
XOTs Obl HA O/IMH J10J1J71ap MeHbllle IepBOHAYa/IbHOW KaJlbKYJISLUH.

—-Hunk ak unx HeoXWnpgaHHb X Ewmesmeronxas oepatr 6 bl e i .
MeHbllle KaJIbKYJSIMY, BbICTABbTE CYEeT HA MeHbIIyl cyMMy. Touka.
Y nep:kaHue pasHUILbI He JaCT TaKOM ke IPUOBLIY, KaK yJep:KaHue KJIUeHTa.

—CpenanTtero y4Taoo n O NH W PEs NBKH BbE .106aBUIH
«MOAYLIKY», Bbl MOXeTe CcJeJsiaTb [JOMNOJHUTENbHYI paboTy (ecau oHa
HY>KHa, KOHe4YHo!), He Tpebys 3a Hee MJIaThl.

I1. Kak Bcerga oka3sIBaTh Xopouue ycayru

I's1aBa 5
CucteMbl, a He YJIbIOKH

Korga noau fyMmaroT 06 00C/Iy>KMBAaHUU KJIUEHTOB, OObIYHO UM NMPUXOJAAT HA yM CJIOBA
«MOXATYHCTa», «CMACUO0», «/1a, KOHEYHO», KHET, UBBUHUTE» U, KaK BEPX JIDOE3HOCTH, 3BOHOK
Ha CKJIaJ WU B OJIM>KAM MK Mara3suH ¢ BOMMPOCOM O HAJIMUHMHU KeJlaeMOU Belly.

KoHeuHO, 3TO YacTb Xopoliero cepsuca. Ho To/sibko o4yeHb HeboJIbIIas YacThb. Eciiu 6bl
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CepBHUC OBbII MTMPOTOM, TO BEXKJIUBOCTD, Y/IbIOKHA U TOTOBHOCTb NPONTH JIMIIHIOI MUJIIO ObLIU
Obl TOJIBKO TJ1a3ypbl0. A COOCTBEHHO MUPOTrOM ObLIa Obl CUCTEMA, MO3BOJISOIIAS Jie1aTh
XOpOoUIYyI0 paboTy.

Xopouias paboTa nozpasyMeBaeT Cleyollee:

- IpaBUJIbLHOE BbINOJIHEHHE C [IEPBOT0 pasa;

- HaJIM4Me IJIaHa JeCTBUH JJI TeX CIy4yaeB, KOT/ia YTO-TO U/IeT HelPaBUJIbHO.

CrucTeMHBbIM MOAXOJ, MO3BOJIAAKIIMNA CAesaTh BCe 3TO, HAMHOIO BaXKHee, YeM IPOCTO
BEXJIMBOCTb M FOTOBHOCTb NPUNTH Ha NMOMOLIb. B KOHIle KOHI|0B, HallUM KJIWEHTaM HeT
HUKAKOM pa3HMULbl, HACKOJbKO Mbl OBbLJIM C HUMH BEXJHWBbI, €ClIU PabOTy AJ HUX MBI
cZies1a/iv HellpaBUJIbHO.

JTO NoX0Ke Ha noceljeHre pecropaHa. OPUIIMaHTBI MOTYT yJIbI6AThCS, IOKA Y HUX He
CBeJleT 4eJIIOCTH, NPUJIep>KUBATh KPecJo, KOrja Bbl B HETO CaJjUTeCh, U MeHATb caldeTKH
KaKJbIM pas, Korja Bbl BCTaeTe M3-3a cToJsa. Ho ecnn efla BaM He NOHPaBUTCS, Bbl TyZa
HUKOT/]a He BEpHETECD.

W pecropaHaM, M aBTOLEHTpaM, U YHUBepMaraM - BCEM HYXXHbl CUCTEMBI, KOTOpbIE
rapaHTUPYIOT XOPOIIMH CEPBUC. ITU CUCTEMbI JOJKHBI paboTaTh CJAAaXKEHHO, CO3/aBas
3¢ PeKTUBHBIA U TUOKUH NPOLECC.

CucteMbl Bcerja ObLIM COCTaBHOM 4acTbi0 NpPOU3BOACTBa. be3 TiiaTesbHOro
IJIAHUPOBAHUS U OCTOSIHHBIX U3MePEHUN HEBO3MOXKHO 3P PEeKTUBHOE NPOU3BO/ICTBO.

Jllogu ¢ NpOLIeCCHO-OPUEHTUPOBAHHBIM  MbILLJIEHUEM  OOBIYHO  CTAHOBSATCS
UH)XXeHepaMU M, KaK [paBUJIO, CTPeMATCA 3aHMMaTbCAd JKMOO JAU3alHOM, JIMOO
NPOU3BOJCTBOM. JTO OHHM H300pesd CKIaJCKUe CUCTeMbl, CTaTUCTUYECKUN KOHTPOJb U
TEOPHHU NNPOU3BO/ICTBEHHbIX IPOLLECCOB (IPHUMeHseMble U B aBTOMOOU/IbLHOM GH3Hece).

CepBHCHblE KOMIAHUU TaKXKe JOJ/HKHbl NPUMEHSATb CUCTEMHOE MblIJIEHUE, OZHAaKO
60JIIIMHCTBO KOHCYJIbTAHTOB MO OOCJAYKMBAHHUIO MO-NPEXHEMY TPATAT CJAMLUIKOM MHOTO
BpEMEHHU Ha «yJIbIOKH» — MOTOMY YTO Te, KTO MOXET XOpOIIO 3aHMMATbCsl CEPBUCOM HJIU
NpoJia’KaMH, OYeHb PeJIKO UMEIOT TEXHUYECKUH ckJaJ, yMa. OHM HUKOr/ia He U3y4yaau TaKue
npeiMeThl, KaKk 06paboTKa MaTepHualoB MU CTATUCTUUYECKUN KOHTPOJIb NPOLIECCOB, U BPSAJ
JIU MOTYT CO 3HAaHUEM /Jies1a 06CYAUThb NOCJeJHUI BapUaHT TEOPUH YIIpaBJeHUs 3aacaMU.

Jltobe3Hoe ob6OpaleHUe € JIOAbMU - 3TO ToJibko 20 % xopoliero
ob6caykuBaHus. Bosiee BakHasi 4acTb - 3TO pa3paboTKa TEXHOJIOTHMH U
CUCTeM, KOTOpble MO3BOJIAIOT CHAeJaTb pabOoTy XOpOoIIo C MepBOro pasa.
Hukakue yJbIOKM He MOMOTYT BaM, €CJId Balll MPOAYKT WM YCIyra He
YyCTPaWBaIOT Balllero KJIWEHTa.

[IpegoTBpalieHre J0ObIX BOSMOXHbBIX OTKJIOHEHUN — HanboJsiee 3G PeKTUBHBIN C10COO
yaydlieHUs1 Ballero cepBuca. Kuuru 3pBappca /[lemunra, dausaxy M. losagpatrta (KHuUra

«llenb»), TaitnTy OHO (3TO Yes0BEK, TOCTPOUBIIHIL TPOM3BOACTBEHHYIO cucTeMy Toyota2) u
Fennyn Tarydu MOTYT CAYXKUTb OTJHUYHBIMM HCTOYHUKAMH JJI1 cO3AaHUSA 3PPeKTUBHBIX
CUCTEM 00C/Iy>KMBaHUS.

2 Ionpobuee cMm.: OHo, Taitutu. [Ipon3BoacTBeHHas cucteMa TOWOTEL. YXO/s OT MacCOBOTO MPOU3BOJICTBA: TEp. C
aarn. / Taiiutu Ono; mox pen. B. A. Jlamumyca. — M.: MHCTUTYT KOMIUIEKCHBIX H CTPATETHUYSCKUX HCCICIOBAHUM,
2005. — 192 c. (3meck u ganee mpuM. pen.)
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Jlydmimii npuMep pa3paboTKM yAa4yHOW cucTeMbl — HcTopus npo McDonald's u
kapTodesb GpHu.

Korpga McDonald's Havas uckaTb cioco6 roTOBUTH Xxopouini KapTodesb ¢pH, B lllTaTax
He CYLeCTBOBaJIO HAllMOHAJILHOTO CTaHJapTa Ha 3TOT NPOAYKT. Y AenapTaMeHTa CeJbCKOro
X034MCTBa NPOCTO He ObLJIO ONpeJiesieHUs COPTOB KapTodesis, YTOObI pa3anyaTb KapTOLIKY
OTJIMYHY0, XOPOIIYIO U YKACHYIO.

KpoMe Toro, HUKTO He 3HaJ, [0 KaKOW TeMIlepaTypbl HaZ0 pa3orpeTb Macjo BO
bpuTIOpHHUIE, KaK FAapaHTUPOBATh OCTOSIHHYIO TeEMIIEpAaTypy B Te4eHHe BCero Inpoiecca u
Jlaxke KaK XpaHUTb KapTOILKY TaK, YTOObI OHA HE MOPTUJIACD.

UccnepoBanua McDonald's B uTore momMorsy ycTaHOBUTb CTaHAApPThbl KayecTBa AJf
JlerlapTaMeHTa cesibckoro xo3gauctea CUIA. Tenepb cnenaninucTaM U3BeCTHO, HA KAKOM MOYBe
HaZ0 BbIpaliMBaTh KapTodesib, YTOObI €ro KayeCTBO BCerja COOTBETCTBOBAJIO TpebyeMoMy.
A pna Toro, 4TOObl KapToOIIKa >Kapujacb OJWHAKOBO XOpPOLIO KaKAbld pas, OblIo
pa3paboTaHo clelhaJbHOE XXapoOuHOe 000pyA0BaHUE.

JTO MOXXHO CYMTaTb 00pa3LOM KJHEHTCKOro cepBuca. [loCBATHB CTOJIbKO BpeMeHHU
M3y4eHUI0 TOro0, Kak KapTodesb pacTeT, XpaHUTCA U kapuTcs, McDonald's rapanTupoBai To,
YTO BCAKHM pas, KOrja BaM MOJAIOT KapeHY KapTOIIKYy, OHa OyJleT HEM3MEeHHO BbICOKOTO
KayecTBa - NOTOMY UYTO MPAaKTUYECKU BCe MPUYMHBI, KOTOpPble MOLYT €ro CHHU3UTH,
yctpaHeHbl. Kak roBopuT Taryuu: «4em 60Jibllie OTKJIOHEHHUH Bbl MOXKETE UCKJIIOUUTH, TEM
Jiyqiie OyJeT Ball MPOAYKT WU ycayra». B ciaydyae McDonald's mpuiiioch HayaThb € IOYBBI,
Ha KOTOpPOW KapToOIlKa pacTeT, U ONpejfieJieHUs1 TOro, Kakyl KHUCJAOTHOCTb OHa JA0JhKHA
UMETh.

Bo Bcell cTpaHe /10/M, 3aHUMMAlOIMeCs JIYYUIMM CEPBUCOM, Hayald AyMaTb Kak
McDonald's. BospMuTe ynpaB/ieHue 3anacamMu. B ero ocHoBe JIeXKUT NPOCTOM NMPUHLMIL: €CJIU
y Bac Ha CKJIaJle HeT TOT0, YTO HY>KHO KJIMEHTY, TO Bbl HE CMOXETe NpPeJj0CTaBUTh MY 3TO. A
pa3 Bbl He MOXKeTe JlaTh KJIUEHTY »KeJlaeMoe, 3HaYUT, Balll CEPBUC HeJib3s CYUTATh XOPOIIHM.
Ho kak cpesnaTh Tak, 4TOObl Ha CKJaJle ObLIO BCe, YTO MOXET IMOHAJOOUTBHCS BallUM
KJIMEeHTaM, NpHUYeM B JOCTAaTOYHOM, HO He HU30BITOYHOM KoJsindecTBe? OTBeT: BallH
MOCTAaBIIMKHU JIO/DKHBI BJaJleTh HHGopMaIMeld 0 MpoJjaxkax, a 3TO MOXKHO C/eJIaThb TOJIBKO C
IOMOLIbIO [eTaJlbHO NPOJAYMAaHHBbIX TEXHOJOTMM MU aBTOMaTHU3allMUd BCEX BO3MOXKHBIX
IPOLIECCOB.

[IponsntoctpupyeM npuMepaMu. O6GbIYHO MarasuHbl NEPUOJUYECKH Jeal0T 3aKasbl Y
npousBoAuTesied. Mexay 3TUMU 3aKa3aMU MOCTABIUIMK He UMeeT HUKAKOro NnpecTaBJaeHus
0 TOM, KaK UJyT NPOJAXKH, U He MOXKeT ObICTPO CpearupoBaTh Ha U3MEHEHHUE CIPOoCa.

M cpaBHUTe TakoW mojaxoj ¢ moaxojgom Wal-Mart, KOTOpbli B 3TOM IlJIaHE UMEET
O T 1 U Y BepBHC: y HEro camasi Jiy4iiast CKJaZickasi CACTeMa B aMepUKaHCKOW PO3HUYHOM
ToprosJsie. Kaxk/jas Belp Ha CKJaJle UMeeT LITPUXKOJ, U, KOTAA OHA MPOJAAETCs, 3TOT aKT
3aMuMChIBAeTCsI B KaCCOBOM CYeT4YMKe. B KOHIle /HS JaHHble M3 BCEX KACCOBbIX alllapaToB
OTHpPaBJSAITCA He TOJbKO Ha ckiaaabl Wal-Mart, HO W mnocraBmuKaM. Tak 4To
NPOU3BOAUTEJN BCEra B Kypce Jiesl U, KOr/ia 3anac Kakoro-To ToBapa yMeHbIlaeTcsl, MOTYT
NOCTAaBUTb €ro Ha CJAeAyIIIUN e AeHb. TakuM obpa3oM, B cucteme Wal-Mart u ckniaj, u
NOCTaBIIMK 3HAKOT, CKOJIbKO TOBAapOB NpOJaeTcs KaXK/Jbld JeHb, YTO HaJ0 3aKa3aThb
IIOBTOPHO, a C YeM MOXKHO MOBPEMEHUTD. Bce 3TO moTpsicatollle CHUXKAET CKJIaJCKUe PACX0/ibl.
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Ho Wal-Mart et euie ganplie. 31ech MOCTaBUIMKOB NPOCAT YNIAKOBBIBATh TOBAphI TaK,
4YTOOBI NMpOJABEl, MOT JIOTUYHO U QYHKIUOHAJIBbHO PAacCTaBUTh MX Ha moJjkax. (Hampumep,
CBUTEpa NaKylTCd BMecTe ¢ pybawmkamu.) Kpome Toro, mnpojaseny mnpoBepsieT
KOMILJIEKTHOCTD MPU OMOLIU anfapaTa /Jsl CYUTbIBaHUS IITPUXKO/I0B. EMy He HaZi0 HUUYero
CUMTATh U 3alUCBHIBaTh. Tak KakK BCe TOBAaphbl PeTUCTPUPYIOTCHA aBTOMAaTU4YeCKH, HET HUKAaKOU
BO3MO>XHOCTH YTO-TO MEPENyTaTh.

4 6b1 X0TeJ1 UMeTh BO3MOXHOCTb CKa3aTh 3TO M PO HAIlM aBTOMOOWJIU. BOJIbIIMHCTBO
13 HUX uMeroT 17-3Ha4HbIi VIN-Ko/I.

N ecTp maHc, 4yTO, ecsM BaM Hazao nepenucatb 100 Takux HOMEpOB B JieHb, BbI
omrbeTeCcb KAK MMHMUMYM B OAHOM. TakuM o6pa3oM, y Hac 1700 maHCOB cAesiaThb OLIMOKY
(17 3HakoB, yMHOxeHHble Ha 100 MalKH), U JjaXke ec/u Bbl paboTaeTe ¢ TOUHOCTbIO 99,9 %,
Bbl OyjeTe coBepmaTh 2 omu6KkM HAa 100 MamuH. O4eBHUAHO, YTO IITPUXKOAUPOBAHUE
Wal-Mart HaMmHoOro Jiy4iie.

3HaeTe, KTO MHe 00'bSICHUJI, KaK paboTaeT ckiaajckas cuctema Wal-Mart? J[aBug [acc,
Npe3uIeHT 3TOM KOMNAaHUU. ITO JeMOHCTpPUPYeT 3HadyeHUe, KoTopoe B Wal-Mart npugatot
CBOEM CKJIaJICKOM CHUCTeMe, JEeWCTBUTEJbHO fBJsAIeNcA GOPMON KIMEHTCKOro cepBHCca.
Cam npe3ugeHT GUpPMBbI BOBJIEYEH B ee pa3paboTKy U NoJJep:KaHue ee pab0TOCIOCOOHOCTH.

CucteMHbld mogxon coctaBssieT 80 % ob6caykuBaHusA. OH MO3BOJISAET KaXKJbld pas
JlaBaTb UMEHHO TO, YTO HEOOXOAUMO KJIUEHTY, — U 3TO BaXKHee YJIbIOOK U «Cacubo».

OcHOBHbBIE BBIBO/IbI

-4YToO MO XeT NMOWMTMW  IrernBEOIPEC MBBI b H0JOKRBI
3aJlaBaTh, pa3pabaThiBas CBOK cucTeMy. [I[poBepbTe KaXKAbIH 1Iar, KOTOPbIH
Bbl JeJlaeTe IIpA INpPeJoCTaBJeHUM CBOUX TOBApOB WJIM YCIYyr, U
paccMOTpUTE BCe BO3MOXXHOCTH [IJisi OIIMOOK WJIM OTKJOHeHWH. [loTom
pa3paboTaiiTe cnocobbl X NpeAOTBPaLeHUSs.

-YT 0 MOXeT ObTb aBT NeE3YIZKAMIKIOBEAEH O ?
rle TOJIbKO BO3MOXXHO, Bbl HE TOJIbKO YBEJHYUTE CKOPOCTb JIIO6Or0
ﬂEﬁCTBHH, HO U YMEHbIIUTE BEPOATHOCTD Yye/10Be4YeCKOH OLIMOKH.

-MpncMoTpuTecb K nNpowmsBoaguTenam, ecny
X 0pouwne HWmmeHMoynpoU3BOACTBEHHbIE, a HE CEPBHUCHbIE KOMIIAHUU
CTPOSAIT CBOI paboTy HauboJsiee paluoHaIbHO. OHU JIO/DKHBI GbITH JJIs1 Bac
06pasiom.

I'naBa 6
YBoJIbTE KOHTPOJIEPOB

KonTposiepsl genatoT el He6peXHbIMU. Eciu Bbl 3HaeTe, 4YTO KTO-TO IOCJ€e Bac
IPOBEPUT Bally paboTy, Bbl He Oy/ieTe NPOBEPATh €€ CaMHU.

Mpl MHoOro Jetr paboTaju 6e3 KOHTPOJIepOB KayeCcTBa M HMeJU HHJEKC
yaoBaeTBopeHHOCTU KaMeHTOB (CSI) General Motors 6osibuie 90. [IoToM MbI pemiuau, 4To
HaWIy4dllMi crnocob6 o6ecrneyuTb CTONPOLIEHTHOE KayecTBO - 3TO NPOBOJUTH
CTONPOLIEHTHBIN KOHTPOJIb, YTOOBI OT/IABJAUBATH JaxKe Mesb4yalllive Npo6aeMbl.

M BOT Mbl Haya/Iu HAHUMATb KOHTpPoJiepoB. Co BpeMeHeM UX HabpaJsioChb CEMb YeJIOBEK,
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¥ OHU KOHTPOJIUPOBA/IM KaXKAYI0 3aZlayy Ha KaXKJO0M Iuare. 3HaeTe, 4YTO MOJy4usa0ch? Hai
CSI u Halle KauecTBO CHU3UJIUCh.

M3-3a TOTa/IbHOTrO KOHTPOJISI MacTepa IepecTajd 4yBCTBOBAaTb OTBETCTBEHHOCTb 3a
CBOIO0 paboTy U ropAuThcs ero. «ECTb ke KOHTpoJIephl, BOT IYCTh OHU U OTBEYAIOT 3a BCE», —
rOBOPUJIA TEXHUKH.

Korzia Mbl yBOJIM/IM BCeX KOHTPOJIEPOB, HAIlll MHAEKC YA0BJIETBOPEHHOCTH KJIMEHTOB U
KayeCcTBO pabOThl MOBbICUJIUCH. Tenepb OHU ellje Bhllle, TAK KaK HAIlU JIIOAU YYBCTBYIOT cebsi
60J1ee OTBETCTBEHHBIMHU 332 CBOIO PabOTY, U UM HPABUTCS 3TO OUIYIEHHUE.

Ecniu paGora cpaenaHa HeNpaBWIbHO, COTPYAHMK, [JOMYyCTUBLIHU
OIIMUOKY, AOJDKEH HCIPAaBUThb ee 6eCIIaTHO, MOCKOJIbKY KOMIIAaHUSI He
HOJIy4YHrJIa JIeHer 3a HeKauyeCTBEHHYIO paboTy.

B Tex peKHUX cyyasx, KOr/a OJAUH U3 Hac JieJlaeT paboTy He 6e3ylpedyHo, Mbl CTpaJilaeM
OT 3TOTO BCe: CTpPaJlaeT KJHMEHT, BbIHYXK/JEHHbIH 10 Halled BHHe CHOBAa PEMOHTHUPOBATH
MalIMHY; CTPA/IaeT aBTOLEHTP, IOTOMY YTO €ro penyTalys TYCKHEET, IJII0C Mbl HE N0JIy4YaeM
JleHeT 3a 3Ty paboTy W NMpU 3TOM HeceM YOBITKH: BeJb Mbl JOJ/DKHBI OIUIAYMBATH TEILIO,
3JIEKTPUYECTBO, BOJY, IOMeIlleHHe, HAJIOTH BCe BpeMs, IOKa JieJlaeM MOBTOPHBIA PEMOHT;
CTpajiaeT U caM BUHOBHHK BO3BpaTa — OH IlepejiesiblBaeT CBOK paboTy GecmyiaTHO. (3TO
ClipaBe//IMBO: pa3 KOMIIAHUS He MO0JIy4YrJIa OIJIaThl 32 HENPAaBUJIbHYIO PaboTy, TO U YeJIOBEK,
OTBETCTBEHHBIH 32 3TO, HE MOJIy4aeT HUYETO.)

Kaxxgpiii Bo3BpaT o06Cy:XJaeTc Ha HAIIMX YTPEHHHUX BCTpeyax MO KadecTBY, U
PYKOBOAWTENb NPOIITPAaPUBLIErOCS TEXHHKA 0053aTeJbHO MOTOBOPUT C HUM. Tak 4YTO
MacTep 6yJieT 3HaTb, YTO paboTa BepHYJIach U I0YeMY 3TO IPOU30LLIO.

WHorza, KOHeYHO, BUHBI TEXHUKA HET — Be/lb Jla’Ke HOBAs JIaMIla MOXET NeperopeThb
yepe3 CcyTKH. {l cam paGoTaj KOHTPOJIEPOM M BBIIMYCTUJ MHOIO MAllWH, KOTOpPbIE OBbLIN
NpeKpacHO OTJIaXKEHbI HA MOMEHT BBIX0/Ia U3 rapaka, Ho IOTOM BO3BpaLaIUCh 110 Pa3HbIM
npuyruHaM. OJHAKO KJIMEHTY HET HHUKAKOro Jesa [0 NPUYHUH Npo6JeMbl W 4YHCIA
nposepsouux. Eciv pa6oTa c/iesiaHa J10X0, OH POCTO NPUTOHsSeT MalIMHY 06PaTHO.

WTak, BHe 3aBUCHUMOCTH OT HAIIUX YCWIHH Npo6JieMbl OYAyT BO3HUKATb. IJTO
HensbexxHo. Mbl Bce JIIOJU U JieslaeM OMHUOKU. M, HecMoTpsi Ha Bce MpOrpaMMbl rapaHTUH
Ka4yecTBa, IPOU3BOJUTENH OYAYT UHOT/IA BbINYCKATh JiedEeKTHbIE MPOJYKTHI.

Ho BMecTO TOro, 4to6bl MOXXMMAaTh IJIe4aMU U TFOBOPUTH: «Hy 4YTO TyT mopesaens,
OLIMOKU OYAYT BCEra», Mbl OTC/IEXKMBAaEM, KaKasi paboTa o/hKHA GbITh [lepe/iesiaHa, U Iocjie
ee UCIpPABJEHUs NbITaeMC YCTPAHUTb Te HEJOCTAaTKM B Halled CHUCTEME, KOTOpble
TIO3BOJIMJIM BBIUTH OpaKy.

[Ipouecc goyKeH UATH MPABUJIBHO, 2 PA0OTHUK J0JKEH UMEeTb HEOOXOAMMble 3HAHUS
U TOJJEPXKy. JTO BaKHO. Mbl aBHO OOHApYXXHWJIM, YTO, €CJM TOJIbKO peardpoBaTh Ha
npo6JIeMbl, Ka4eCTBO CTpasaeT. KoHeYHO, HY»KHO YCTPAHUTh NOC/Ie/CTBUS HEKAYeCTBEHHOTO
PEMOHTA, HO €CJIM 3TUM U OTPaHUYUTHCS, MOA06HasA nmpobieMa GyAeT MOBTOPATHCA pa3 3a
pa3om. Bosiee 1es1ec006pa3HO HAWTH NMPUYMHY €€ BO3HUKHOBEHUS (Mbl MPOBOJAWM TakK
Ha3bIBaeMblH aHa/IN3 KOPHEW MPUYMH) U UCIPABUTh MPOLeCC OAUH pa3 U HaBCer/a.

[locne naeHTUUKALMU TPOGJIEMbl Mbl KJACCHPHUIUPYyEM ee MO THIY paboThbl U IO
3aHATHIM B HEW TeXHHWKaM U MacTepaM. 3aTeM HIleM 06live mpu3Haku. [losydaeM Jid Mbl
’aJI00bl, K MpUMePY, MO MOBOJy BCeX MOYMHEHHBIX HAaMHU HWHXXeKTOpoB? Eciu 3T0 Tak, TO
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KOT/la HAalllM TEXHUKHU NOCJIeIHUH pa3 NPOLIJIM TPEHUHT 110 UX PEMOHTY?

Bo3M02KHO, BCe Ka/100bI MPUBEAYT K OJJHOMY MacTepy. Bo3M0XHO, OH AUArHOCTHUPYeT
npo6sieMy HEMPABUJIbHO MPU KaXK/J0M 06pallleHUH KJIUeHTa.

BoT mnpumep. ¥ Hac Obl1 TEXHUK, KOTOPbIM MpeKpacHO paboTaj, HO C OJHUM
UCKJIIOYEHHEM: KaXKAbld pa3 BO3HUKAJM MNpo6JEeMbl C OTPEMOHTHPOBAHHBIMM UM
MHXXeKTopaMHu. KoHeuHOo, MOKHO MPOA0/KATh MOBTOPHO YMHUTH 3TU WHKEKTOPbI KaK[bli
pas, Korjia KJIMeHT Ha HUX N0XKaJyeTCs. A MOXKHO NONbITAaThCS yCTPAHUTh PUYHUHY NPOOJIEM.
B HaweMm ciydyae pelieHHe JiexXaslo Ha MOBEPXHOCTHU: 0KAa3aJoChb, YTO 3TOTO TEXHHUKA He
YUMJIY, KaK MPaBUJIbHO PEMOHTHUPOBATh UHXKEKTOPbI, U MbI IPOCTO MOKa3ald €My, KaK 3TO
nenaetcs. Kak roBoput JleMUHT, Bbl MOXKETE 3HATh TOJILKO TO, YTO Bbl 3HAETE.

KpoMe TOro, Mbl HAQy4YMJIUCh OTCAEXKUBATH OLIUOKHU U B OT/esle npoAax. Hanpumep, Mbl
IPOCUM IepCOoHaJ NepeJjaBaTh MOKYNATE 0 KAy MAlIUHY C MOJHOCTbIO 3aNpaBJeHHbIM
6aKOM M cpa3y Ha3HayaThb JaTy NepBOro 006CaAYKMBaHHUS. Ec/iM Mbl 0GHApYKHMBaeM, UTO 3TU
BelllM He ObLIM CleJiaHbl, Mbl 3HaeM, KTO UMEHHO pa3ovyapoBas KJWEHTa, U 3HaeM, C KeM
KOHKPETHO Ha/|0 6yieT MOrOBOPHUTb.

Ecnu «61arogapsi» npobJseMe Bbl UCIPABUJINA CUCTEMY — 3HAYUT, OHA CMOTJIA COCYKHUTh
BaM U A00PYIO CIYKOY.

OcHOBHbBIE BBIBO/IbI

—-Ecnmnm y Bac ecTb KOHTPO /Kegapsjepoiie 6 a B b T €
yJAy4IIalOT KauyecTBa.

-He nnaTtuTte nwasSM ABaxpab Heroaszpacy un Ty
- HM KOMIIAHHs, HU PaGOTHUK - He JOJDKEH IMOJIYYUTh JZieHer 3a paboTy,
KOTOPYI MPUXOAUTCS TepejesbiBaTb. [IpeBoCXofHOE O6GCAYXUBaHUE H
rapaHTHUHU KaueCTBa CTPOSITCS Ha MapTHEPCTBe.

—-foBopurte 0 6 YuurHiB#i®eK KXay10 paboTy, KOTOPYIO
IPHUILJIOCH Mepe/iesibiBaTh. Kak TOJIbKO MOSIBJISIETCS OLIMOKA, UCIPABJISHTE
ee. [loToM HUIIKTE €€ MPUYHUHBI.

—-NMpoBOANTE exXefgHEeBHbLE CoBrOWAWKMUTE MO0 K
BO3MO>XHOCTb O06CYAUTH MPO6GJEMBbL. ITH COBEIIAHUS JO/HKHBI MOCEIATh He
TOJIBKO  pyKoBoauTenu. [lpurjacure  JoJied,  HeNocpeCTBEHHO
BBIMOJIHSABIIUX PAabOTy M O6IIABIIUXCA C KJIHMEHTOM. OGbIYHO UMEHHO OHHU
XOpOIIO 3HAIOT, YTO MPOUCXO/IUT.

-Nwynrte 06 Wwne Cooppaidrél AKTATOUHO HHPOpPMALIMH,
YTOGBI BbISIBJISAThH TEHAEHIIUU U TPO6JIeMHble 06J1aCTH.

I's1aBa 7
YBoJ/IbTE MEeHe/KepOoB, 0OTBEYAI0IUX 32 OTHOLIEHMS C K/IMEHTaMH

Kak TOJIbKO Bbl M306aBUTECh OT CBOMX KOHTPOJIEPOB, Bbl MOXeETe TaKXe YBOJIMTb
COTPY/AHHKOB, 3aHUMAKIIUXCS OTHOUIEHUSIMU C KJHeHTaMHu. O6GCAy>KMBaHUE KJIUEHTOB —
CJMIIKOM BaXKHas ILITYKa, 4YTOObI OCTaBJSATb €ro JenapTaMeHTy «OTHOIIEHUH C
NOTPEOUTENISIMUY.

3aHMMaTbCsl 0OCAY>KMBAaHHWEM KJIHWEHTOB JOJDKHBI Bce. KJIMEHTBI cyJaT O cepBUCe IO



karraba.ru

KHu2u 0nst pocma

K a X [ O1@8yBeKy, C KOTOPBIM UM NIPUXOJUTCA B3aUMOelCcTBOBaTh. Ec/iM kaccup rpy6 uau
npoJaBel] He XO4YeT IOMOYb, KJIHWEHT JAyMaeT, YTO OH I0JIy4aeT Y»KaCHbIA CEpBHUC — BHe
3aBUCHUMOCTH OT TOTO, HAaCKOJIbKO JpY>KeJIOHBI, TelJIbl U TOTOBbI NIOMOYb COTPYAHUKH
OT/ies1a OTHOIIEHUH ¢ KueHTaMu. M oH npaB! Ero 4 € 1 C T B 1 Ty)@a0Hb G5 OTYKUJIH.

CoTpyaHukM, obuawuyecs C KJIMEHTaMH, [JOJOKHbl — UMETb
MOJIHOMOYHS /ISl pELIeHHs UX POOJIEM.

31ecb BO3HUKAaeT MHTepecHbI Bompoc. EcTh cTapas Texacckas moroBopka: «Jlydiiee
yaobpeHue - ciaef, HOTM ¢epMepa». ITO 3HAYUT, YTO JYYLUIMHK CrMOco6 rapaHTUPOBAThb
NpaBUJIbHBIN X0 Jiesla — MpUCYyTCTBUe ¢depMepa (TO eCTh B HallleM CJIydae — XO3sMHA) B
JIIO60M KOHTAaKTe C KJIMEHTOM. M 3TO, KOHEYHO, eJMHCTBEHHbIA CNOCO6 rapaHTHpPOBATH
OTJIUYHOE 06caykuBaHue. KTo Jiydllle X03fiIMHA MOXET J0OUTbCSA TOTO, YTOOBI O KaXKA0M
KJIMEeHTe 103260 THUIUCH?

[Ipo6sieMa Takoro nojaxoja ouyeBUAHA. Eciiu X0351MH coGUpaeTcss 06LUaThbCs C KaXK/bIM
KJIMEHTOM, OM3HEC HUKOTJA He BBbIPACTET 3a IpeJesibl TOro, YTO MOXET CJesjaTh OJUH
yesioBeK. UTOObI paclIMpUTh aHAJIOTUI0 — GepMep He CMOXKET yNnpaBJisTh 6oJiee 4YeM OJHOMU
bepmoH.

[IpeacraBasieTcs, 4yTo 6osiee 3¢pPekTUBHONU Ay depmepa (6occa) OyaeT cuUTyalus,
Korja K a X [ i§né COTPYAHHUK SIBJISIETCS MpeJCTaBUTENeM IO 06CIyKMBaHUK. CKaXKUTeE
BCeM B KOMNaHUM: «Ec/M y KiMeHTa ecTh mpobJsieMa — pelnTe ee. Eciin He MOXXeTe pelnTb,
II030BUTE CBOero MeHe/pKepa. Ec/ii OH He MOXeT CIpPaBUThCs, BbI3OBHUTE TI'eHEPaJbHOIO
JIUPEKTOpPa, HO 106elTeCh, YTOObI pobJsieMa 6bljia pelieHa. HemenieHHO».

ITy KOHIENIUI0 HeJIerK0o NPUHATb, OCOOEHHO €ec/Ju Bbl paboTaeTe B 6O0JIbLIOH
opranusanuu. Korga General Motors HayaJia mporpaMMy 06C/1y>KMBaHUsI KJIMEHTOB, B OJJTHOM
M3 ee NMYHKTOB ObLIO CKa3aHO, YTO B KaXK/OM aBTOLEHTPE, TOPIYWOLEM HX MallWHAMUY,
JI0J’KEH ObITh MEeHe/Kep M0 OTHOIIEeHUsIM C KiaueHTaMu. OJHAKO Mbl PelInJIN He 3aBOJHUTH
TaKoOW JOKHOCTH. [louemy?

Cama no cebe u/iest UMeTb JleMapPTaMEHT M0 OTHOIIEHHUAM C KJIMEHTAMH HeIJoxXa. JTO
NOKa3bIBaeT Ballly 3a60TY 0 KJIMEeHTax U 0 JI/ISIX, KOTOpble BeJlyT ¢ BaMU 6usHec. Ho ec/iv Bbl
He OyZieTe UMeTb OT/IeJIbHOTO JIeNapTaMeHTa, Bbl MOXKETe NM03a60TUThCS O KJIHMEeHTax 6oJiee
3¢ deKTHUBHO, a BalllM COTPYAHUKHU CTAHYT OT 3TOr0 GoJiee CYACTIUBBIMU. Mbl CIOPUIH 00
3TOoM ¢ GM MHorue rojibl.

[ToToM MOsIBUJICS UHJAEKC YJ0BJeTBOpeHHOCTH KiueHTOB (CSI), U oH y Hac okasaJjics
Bblllle, YeM Y TeX aBTOLEHTPOB, KOTOpble HMeJU B CBOEM IITaTe MeHeKEPOB IO
OTHOIIEHHUSM C KJINEHTaMH, TaK 4T0 GM B KOHIle KOHI[OB PEIINJI, YTO Mbl HE TaK YK U TIJIOXH.

[IpropuTeT HOMepP OJIMH B HAIIUX ABTOLEHTPAX — 3TO y0BJIETBOPEHHOCTh KJIMEHTOB.
He BaxkHO, KaKy10 paboTy BbI BBINIOJIHSIETE, HO, €CJIU BbI HE JieJIaeTe KJINEHTA I0BOJIbHbBIM, BbI
y Hac J0Jro He mnpopaboTaeTe. JTO CKAa3aHO OYeHb sICHO. Bbl MoKeTe ObITb JIy4IIUM
MPO/IABLIOM, JIYYIIUM TEXHUKOM, HO ecjau Bam CSI HEBBICOK, Bbl OKaXKeTeCh Ha 0GOYMHE,
IIOTOMY UTO, €C/IM KJIMEHT He 3aX04eT K HaM BEPHYTbCsl, Mbl BCE CTAHEM 6€3pabOTHBIMHU.

OCHOBHbIE BbIBO/IbI
—,ﬂ,enapTameHT OTHOLWEeHNUN C KOJNeHTamMMu
K N n e HTapnwa He co3/jaBaiiTe ero.
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—-Mlo3BONbTE BawuMM CcOTpPpYyapHMUKAaAaM Eaww3 aborTl
KaH(ﬂbIﬁ pa6OTHI/IK ABJIAETCA IO COBMECTUTEJIbCTBY CHENUAJIMCTOM II0
K/IMEHTCKOMY CepBHUCY, TO OH AOJIX)KEH HMMETb BO3MOXHOCTb ,L[O6I/IBaTbCH
yA0BJIETBOPEHHOCTH KJIUEHTA.

—HeT HMUUuer o B aXHO®TRHKK JOMKEH JHATL, YTO BHE
3dBUCUMOCTH OT 06'beMa npoaax HWJIHN OT UX NPOU3BOAUTEJBHOCTHU TPyJa
OHU OYAYT YBOJIEHBI B CJly4ae HEMPABUIbHOTO 0OpallleHUs C KIUEHTOM (WU
CBOUMH KOJUIeI‘aMI/I).

I'z1aBa 8
JesaiiTe Bce NpaBUJILHO C IEPBOTro pa3a

Mon ppyr, gupexkrtop llenTpa u3ydyeHus po3HuIbl B YHUBepcuTeTe Texaca, mposes
IIOYTH BCIO CBOIO NMPO(ECCHOHANBHYIO )KU3Hb, pa3roBapuBas C JIIOJAbMU U NbITAACh NOHATH,
Yero OHHU XOTAT, KOT/Zia TOBOPSAT O KayecTBe OOCAy>KMBaHUA. M nmpulles K BbIBOAY, YTO JJif
KJIMEHTOB HET HUYEro BakHee BBIITOJIHEHUS 00ellaHU M.

«OXHUJaHUA KJMEHTa 10 IO0BOAY YCAYr 4YeTKUe U sACHble, — TOBOPUT OH CBOUM
CTyZleHTaM U INpeACTaBUTeJAM KOpHOpanyM, KOTOpble HAaHUMAKT €ero B KadecTBe
KOHCYJIbTaHTa. — KJIMeHTbl XOTAT, 4YTOObI COTPYAHUKH OOCIYKUBAIOLIMX HUX OpraHMU3alUU
XOpOUIO BBIMJISAZENH, ObLJIM OT3bIBUMBBIMH U yBEpPEHHbIMM, COUYYBCTBOBaJM MM, U caMoe
rJ1aBHOE — YTOObl CAaMU OpPraHU3aluy ObLIM HaJeXHbIMU. K 1M e HT bl XOTAT, 4yToO
aenanun TO, 4TO obGeuwawT ».

BcnomuuTe People Express. Ujes 6b11a BesivkoJienHa. OHY TepeHOCUJIU Bac U3 TOYKH A
B TOYKYy b 10o4YTH 3a1apoM — B HEKOTOPBIX Cay4asax Bcero 3a 19 gosapoB. OHU BTUCKHUBAIU
NACCKMPOB B CaMbli HE3aMbICJI0BAThIM CaMoOJIeT M 3aCTaBJIAJM 3allJIaTUTh 3 JoJij1apa 3a
KaXAbpli 4eMoZiadH U 50 LleHTOB 3a KaX/Ayl0 JaulkKy Kode Bo BpeMs noJsieta. Ho ux kimeHTOB
3TO He 0COOEHHO 6eCNOKOUJIO, TaK KaK OHHM MONaZajd B HYXKHble UM INYHKTbl Ha3Ha4eHUs
JlellieBJie, YeM ecJIU Obl eXaslu Ha aBToOyce.

JdTo 6bl1a Benukas uzes. Ho People Express B KOHIle KOHIIOB Mporopes, U NpU4MHa
OblJla NpPOCTAa: KOMIIAHWSI He Jiep:Kajla CBOero cjoBa. Pelcbl MOCTOSAHHO oOmasjblBajiy, Y,
NPUJA B a3pOIOPT, Bbl HUKOT /A He MOTJIM 3HaTh, YAACTCA JIM BbLJIETETb B CPOK.

Jly4ias B MUpe CUCTeMa KJIHEeHTCKOTO cepBHca ABJIAeTca U caMoi npocToii: IEJIAU TO,
YTO OBEIIIAJL, W JIEJIAW 3TO C IIEPBOTO PA3A.

C/IMIIKOM 4YacTo JIIOAM, ToBops 00 OOC/AyKMBaHUM KJIMEHTOB, TpPAaTAT BpeMs Ha
00bsICHEHHE TOTO0, YTO JleJlaTh B cjy4ae OoIMOKU. KoHeYHO, oueHb BaXKHO UCHPABUTb WJIU
KOMIIEHCUPOBATh IJIOXO C/EeJaHHY paboTy, HO eC/Id Bbl CeJia/id BCe NPaBUJIBHO Cpa3y, TO
BaM IPOCTO He 3a UTO Oy/eT U3BUHATLCA. B caMoil cBoell 0CHOBe Xopoliee 06Cay>KUBaHHE
KJIMEHTOB TpebyeT OT Bac IPaBUJILHOTO BbINOJIHEHUS PabOThI B IePBLIX e pas.

JlyyimiuM npuMepoM Ajs  3Toro saBjiserca Lexus. O6uenpuHsATas MyJApoOCTb
HOKymnaTeJied HOBbIX MallUH Bcerja Oblia Takoi: «He mokymnall HOByH MalllMHY B MepBbIH
roJi ee Mpou3BOACTBa. /lall UM roj Ha ucnpaBJjieHHe olMO0k». Ho cerogHsa morpebuTenu
6oJibllle He AT MPOU3BOJAUTENSAM TAaKOr0 JIbFOTHOTO Mepuoja. BOKpyr CIMLIKOM MHOIO
Ka4eCTBEHHbIX NPOAYKTOB. Bbl 160 AeslaeTe NpaBUJIBHO C NEPBOro pasa, JIMO60 ocTaeTech
HaBcerza nosazu.
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Lexus moj pykoBoacTBoM [/lsviBa WinuHrBopta M Tepa Touonaesl moHsia sTo. OHHU
NOTPAaTUJIM CeMb JIeT Ha HEYCTaHHYK IMOTOHKI0 3a coBepuieHCTBOM. OHM noctpousd 400
IPOTOTUIIOB BMECTO OOBIYHBIX 12 U NPOBEPUJIM MAllMHY Ha MHOXeCTBe poKyc-rpyni. /[suB
noctosiHHO paboTtas 100 yacoB B Hefieto, a Tef nepeBe3 cBot cemblo B CIIIA B camoM HauaJie
NPOEKTa, YTOObl OBITh YBEPEHHBIM B TOM, UTO OT €ro BHHMaHUsS HHUYEr0 HE YXKOJIb3HET.
HuuTto u He yckoib3HYJ10. OHU cZieJia/Iv BCe MPABUJIBHO C TIEPBOro pasa.

BoT 4TO rsiaBHOe A/ KJIMEHTA: Bbl CAepKaJu CJ0BO? BbinosiHeHUEe
COOCTBEHHbIX 00€eLaHWl HAMHOTO Ba)KHee, YeM BCe yJIbIOKU U IIOKOJIA/IKU B
MHUDpE.

JlenaTep TO, 4ero oT Bac XAYT, U TOTZA, KOIZJA 3TOrO0 XAYT, — 3TO HACTOJIBKO IPOCTOMU
CIoco6 XOopollero OOCAY>XMBAaHMA, 4YTO JIIOAW 4YacTo 3abbiBaloT o0 HeM. Ho Bejb BceM
HpPaBUTCSA, YTOOBI Jesia UM raafko. [lpobsema B TOM, YTO 3TO NMPOUCXOAUT JaleKO He
BCera: COrJiacuTech, He TaK YK peJIKO B peCTOpaHax IJIOX0 FOTOBAT e/ly, a B aBUAaKOMIIaHUAX
TepsAT 6arax. 1 He KaxeTcd JiM BaM, UTO KONUP JIOMAaeTcsl POBHO 4epe3 MoJiyaca nocsie
yxoza Mmacrtepa?

3a MHorue rofibl Mbl pa3paboTasin «OCHOBHbIE BONPOCHI», COCTOSLIHE U3 JeCATU
IYHKTOB, KOTOpble MIOMOTAIOT HaM BBINOJHUTbL paboTy c mepBoro ke pasa. [Ipexzae yem
MEeHATb YTO-TO, Mbl BCerja 3aZlaeM 3TH JleCATb BOIPOCOB U MIIEM yCTPauBaIOIUN HAC OTBET
Ha KQOX/AbIM U3 HUX. BOT 3TOT ciKCOK.

- B yeM nosib3a A4 KiveHTa?

- CMOXeT J11 KJIMEHT JIETKO [IOHATb, B YeM COCTOMT 3Ta M10Jib3a?

- Kak usaMeHsTCA 063aHHOCTH HAlIUX paOGOTHUKOB?

- Kak aTa nzes niu nporpamMmMma MoB/MseT Ha HALIK CyLleCTBYIOLIMe CUCTEMbI?

- EcTb /i mpuMepbl YCHEIIHOTO BHEJpPEHHUs 4ero-To nofo6Horo? YTo Mbl MOxeM
M3BJIeYb U3 YyKOT0 OINbITa?

- YTO MOXeT NOWTH HENPaBUIbHO?

- JlacT 21v 3TO HaM NIPEeUMYILEeCTBO NepeJ, KOHKypeHTaMU?

- CKOJIbKO 3TO Oy/ZleT CTOUTB?

- [103BOJIUT /1M 3TO 3apaboTaTh?

- Korpa HaM ciieiyeT NpUCTYNIUTB K OLleHKe pe3yJbTaToB?

A BOT Kak 3TO paboTaeT Ha npakTHhKe. KT0-To npeAoU UCI0JIb30BaTh YCKOPEHHbIH
NOPALOK BbIJAa4M 3aKa30B B HallleM OTAeJle OOCAYyKMBaHUSl - KaK B OTeJAX JeJsaeTcs
YCKOpeHHas BbINMCKA FOCTeM: KJIMWEeHT JaBaJl Obl HAM KOIHUIO CBOEU KpPeJUTHOM KapTOYKH,
ocTaB/isAil MaliMHy B cepBuce. [lo OkOH4YaHUM pPabOT Mbl Obl 3ANOJHSJJIM CJMI, KJaJH
KBUTAHIMIO B «0apAayoK», 3aKpblBaJid MAUIMHY U OCTABJISIJIU €€ Mepe aBTOL,EHTPOM, YTOObI
KJIMEHT MOT 3a6paThb ee B JIt000e y06HOe BpeMsl.

Bce 3To 3By4asio Hensoxo. KiineHTaM He HaJlo /JAaThb B oyepeau JJis OMJIAThl CYeTa, a
CTOMMOCTb Pab0Thl OHU 3HAIOT 3apaHee, TaK KaK Mbl JlaeM rapaHTUPOBaHHbIE KaJbKYJIALUU.

Mpb! Hayasu NpoBepATb 3Ty HJEI 0 HalleMy CIMCKY B NOWCKaxX MOTeHLHAJbHBIX
npo6JsieM, KOTOpble Mbl MOTJIA YIIYCTUTb.

-B yuemM nonb3a AnAa KnumeHwTtTa?

3To dAcHO. OH MoOr 6bl MOKUHYTb AaBTOLLEHTP ObICTpee U He CKy4yaTb 3/eCh JIMIIHee
BpeMs.
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—-CMOXeT NI KNMWEeHT nNerkKko NOHATHL, B 4yeM coOCT
JTO OYeHb BaXKHO, IOTOMY YTO €CJIM KJUEHT HE TOHUMAET U/ieH, TO, KAKOM Obl BEJTUKOU
OHa HU OblJIa, OH HE YBUAWUT HUKAKOHW BbITOZbl OT HEE.
B fgaHHOM ciyyae HaM Ka3asoCb, YTO MpoOJieM ObIThb He A0JKHO. Paz Mbl ckazaiu
«yCKOpEHHas1 BblZjJauya 3aKa30B», TO KJIMEHTbI CKOpee BCEro MoAyMarT NPo TOT COCO6, KAKUM
OHU OIJIAYUBAIOT FOCTUHUYHbIE cueTa. U gaxe Jilo1, KOTOpble HEYACTO ObIBAIOT B OTEJISX,
BOCIPUHHMAJIU 3Ty U/I€10 XOPOII0, KOT/1a Mbl pacCKa3bIBaJu O HEH.
-Kak M3mMeHATCHas o06A3aHHOCTMW Hawmx pabOTHWUKDO
B aTOM c/iyyae MUHUMasbHO. MacTepaM NPUILLIOCH Obl BBIMOJHUTD JIMIIb HECKOJIbKO
JIOTIOJIHUTEJIbHBIX JABWXKEHUM — CJe/laTh KOINHUI0 KPEeAWTKHU KJIWEHTa, KOrja OH OCTaBJISJI
MalllMHY ¥ Hac. Tak Kak 3TO pa3rpy»ajio HallluX KaCCUPOB, Mbl PEIIUJIU, UTO UTPA CTOUT CBEY.
—-Kak 9Ta mMmpeda nNnoB/AMAEeT Ha HaWwWm cyuwecTBYOWN
CoBceM He moBJiMgeT. [VlaBHOe OTJ/JMYKWe — B CIOCOO€e BBIJAAYM TOTOBBIX MAaIIWH
KaveHTaM. Tenepb TeXHUK MO OKOHYAHUHK pabOThI MapkKoBaJj Obl MAlIMHY He Ha 3aJiHEM
JIBOpeE, a Nepe/; aBTOLLEHTPOM.
-JenaeT nNnun-Hadtgagekrtewe? YTO Mbl MOXEeM WU3IBNEYDb
A He M06J1I0 6BITH MHMOHEPOM B 4eM-1100. Kak riacut crapasi noroBopka, NMOHepPbI —
3TO Te JIIOJM, KOTOpble MOJIy4alT CTpeJibl B CHUHY. [Jle TOJIbKO BO3MO>KHO, Mbl JIIOOUM
3aMMCTBOBATb Yy JIPyTUX U YYUTbCS HA UX OIIMOKAX, BMECTO TOr0 YTOObI JieslaTh OUIMOKHU
caMyUM. B HameMm ciydae Mbl 3HaJIM, YTO Macca OTeJied NMPHUMEHSET YCKOPEHHYIO BBIMHUCKY
rocteil. CBOIO CHUCTEMY Mbl CMOJIEJIUPOBAJM Ha 3TOHM OCHOBE M MOIJM HE OCOBEHHO
6eCIIOKOUTHCH.
-YT 0 MOXeT NOWNTM HenpaBUANBbHO?
Ja uto yrogno! [IpaB/a, mocjie BHUMATEJIbHOI'O pAaCCMOTPEHHUS 0Ka3a/10Ch, YTO HUKaKasi
M3 NOTEeHIMaJIbHbIX P006JIeM He sIBJsieTCs HenpeoAosrMMoud. OfHa U3 npobJieM — MallUHY
MOryT ykpacTb. OHa BeJib Telepb OYJIET OCTaBaThC He HAa TePPUTOPUM aBTOCEpPBUCA, 3a
3aKpBITBIMU BOPOTAaMH, a CHApYKH, TZie KIUEHTY (U, K CoxKaJIeHUI0, BOPY TOXe) OyJeT Jierue
Jlo Hee J06paThcsa. HoO Mbl OTMETHJIH, YTO, €CJIU OCTABJISTh MAUIMHY HEMOCPEICTBEHHO MO/,
HallMMHU OKHAMH U 3aKpbIBATh ee JIBepU Ha 3aMOK, Bce OyZieT B mopsijike. Ho ujes 3akpbiBaTh
JIBEpY MallWHbI HA 3aMOK PUHEC/IA APYTYIO CJIOXKHOCThb: Telepb KJIUEHTY HaJlo OblJI0 UMETH
JIBAa KOMILJIEKTA KJIIOYeHh JJisi cBoero aBTOMoOuJis. OJUH Mbl 3aMpaeM BHYTPU MaIIMHBI
1I0CJIe TOTO, KAK OTPEMOHTHUPOBAJIA €€ W BbIBEJU HA CTOSIHKY. A KJIMEHT OTKPBbIBAeT CBOIO
MalllMHY BTOPbIM HabopoM KJjwueil. (PaHbllle Mbl NepeAaBaid UM KIOYU U3 PYK B PYKH,
KOT/la OHW NPUXOJAUJIU 3ab6MpaTh MallUHY.) Mbl JOJ/IKHBI yA0CTOBEPUTHCS, YTO Y KJIHWEHTA
eCTb 3TH JI0NOJIHUTe/bHbIe KAO4YU. Ho faXke ec/id UX HET, 3TO He CTPAIHO: Mbl U3TOTOBUM
3aracHble.
Ho n/11 camoii 60/1b110U p06J1eMbI He ObLIO pelleHus: HEKOTOpPbIE JIIOJU, YCTh JaXKe
MX HEMHOTO, IPOCTO He OYyAyT HAaM JIOBepAThb. UM He MOHpaBU/IACh UJiesl AaBaTh HAaM KOIMHIO
KpPeJUTKHU 10 OKOHYaHUs PaboThbl (XOTS OHU TOYHO 3HAJIM, YTO Mbl HE BO3bMEM OOJIbLIE
JIeHeT, 4eM 0003HAYMWJIM B KaJIbKYJSLMK). Mbl He MOTJIU JJOOUThCS UX JJOBEpUS HUKAKUMH
CWJIaMM, TaK 4YTO Mbl MPOCTO MepecTajd 3a 3TO 60poTbcd. Ho BceM ocCTa/bHBIM H/ies
NOHpaBUJIaCh.
-JacT N 3TO0O HaM npeunmyue c faBdoo uMeBHD @qjlyend BeH K y p
ObLJIO Y APYTUX. ITO ellle OAWH C1ocob6 0CTaBaThCs BIiEpe BCEX.
-CKONbKO 3TO0 6ypaeTrT CTOUTDbL?
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HemHoro. Ham Hazio 6bLJI0 M3rOTOBUTH KapTOYKM C OMMCAHUMEM NpPOrpaMMbl, U Mbl
3aKasa/id HEeCKOJIbKO CTeHJIOB C HaAmucbi «CIpocuTe HAC NP0 YCKOPEHHYIO BblJaudy
3aka30B». Bce aTo cTousio gossiapos 500.

-Mo3ssBonunt nu 3170 3apaboTatb?

MpbI 4yBCcTBOBa/IM: BCe, YTO JeJiaeT >KU3Hb KJIMEHTAa Jierdye, IpMHeceT HaM MPUOBLIb.
Benb 3TO faeT KJIMEHTY ellje O HY IPUYMHY BECTH JieJ1a C HaMU.

—-Korpga HaM Hapo 6yaeT npwucT yNbMpEIHIUKIpOBERA&EH K €
XOJ Jles1a KaXK/bli MecsL. Y NoHA/IHU, 4YTO MHOTUM JIIOZSIM HOBas U/iesl IOHPaBUJIACh.

EcTb enle mapa 3aMevyaHUH.

[lepBoe: moaxon «JesaThb MPaBUJIBHO C IEPBOT0O pa3a» KacaeTcs He TOJIbKO YCJIYT, HO U
TOBApOB, KOTOpble MbI NpoAaeM. Mbl 06s3aHbl NpPOJilaBaTh Jyyllee U3 BO3MOXHOT0. YeMm
Jiy4qlie IpOAYyKT, TeM MeHble BepOITHOCTb TOTO, YTO KJIMEHT OyZleT UMETb C HUM MPOOJIEMBI.

BTopoe: Bbl MOXxeTe 3aMeTUTh, YTO Mbl TOBOPUM NP0 BapUaHT «30JI0TOrO NMpPaBUJIa»:
npo/laBai JIloJIsIM TaKue Bellly, KaKHhe caM X0TeJs Obl UMeThb. Ec/iu KJIMEeHT He 3HaeT pa3HUIbI
MeX/y NPOAYKTOM A U IpoJyKTOM b, Mbl pekoMeH/lyeM TOT, KOTOPbIA HAM CAMUM HPaBUTCA
Y KOTOpPbIH JIydllle BCEro MoJIoiJeT UMEHHO 3TOMY KJIHUEHTY C Y4€TOM BCEX U3BECTHbIX HaM
obcToATenbCTB. He cienyeT noajaBaThcs c06J1a3Hy NpoAaTh eMy 060Jiee JOPOTrOd NPOAYKT C
60J1blIIeM TPUOBILIBIO U, HA0O0POT, 3a/1€3KaBIINKCS HEKAa4eCTBEHHbIN TOBap.

Eciv Mbl mpojjaeM KJIHMEHTY TO, YTO HPAaBUTCA HaM CaMHUM, y HEro cKopee BCEro
OKa3bIBaeTCsl TO, YTO €My HY>KHO, U 3TO O3Ha4yaeT, YTO Mbl NPABUJIBHO BBINOJHUJIU CBOIO
pabory.

OcHOBHbBIE BBIBO/IbI

—[le pXwnTe BemMoOHBRHNE TOTO, YEr0 OT BaCc OXKUJAIT, U TOT/Q,
KOrZla 3TOr0 OXKU/JAIOT, - 3TO MUHUMYM, HEOOXOAUMBIH /ISl TOTO, YTOObI
BalllK YCJIYTH CUUTATUCh XOPOILIMMH.

-MpopaBaitTe npoay«kT, KOTOPp®bINR BaM Cal
B C € ToObKO ec/yd Bbl peKOMeH/JyeTe Jydllnid NPOAYKT WK NpeJJsaraeTe
JIy4IIUH CI0CO0 BBIMOJIHEHUS PaboThl, KIUEHT OyJieT J0BOJIEH.

—B bI Yy3IHaeTe, 4TO B bl HKargarkjpeHBbHAWIHE O M nyT
OXXUJAThb OT BaC NPaBUJIbHOM paboThl KaXK/Abli pa3. M BaM 3axoueTcst, YTOObI
KJIMEHTBI C4UTAJIU 3TO €CTECTBEHHbIM.

I's1aBa 9
Koraa uyTro-TOo HeT He TaK

HecMoTpsi Ha TO YTO Bbl HAaHMMaeTe JIyYIIMX PAOOTHUKOB, MOCTOSIHHO T'OBOPUTE O
HEe0OXOJMMOCTH MPABUJbHOIO BBINMOJHEHUSI PaboThl C MepBOTro pasa U pa3pabaTbiBaeTe
CUCTEMBI JJis TOrO, YTOObI TapaHTHUPOBATh MPABUJbHBIA XOJ JeJjia, YTO-TO BCE PaBHO
NPUKJIOYUTCA. YTO Jles1aTh B 3TOM caydae?

JTO BaXKHBIM BONPOC, TaK KaK Xxopoulas paboTa CYUTAeTCsA HOPMOH, a CUTyalUH, Korja
YTO-TO UJIET He TaK, 3alIOMUHAIOTCS CUJibHee. KIMeHThI 4acTo CyJST O HAaC UMEHHO 0 TOMY,
KaK Mbl paboTaeM C UX IpobaeMaMH.

WTak, 4TO MBI JeaeM?
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CHavasia Mbl u3BUHAAeMco. [loToM ucnpaBiisgseM npo6saemy. HemegsieHnHo. 3a nociegHue
JleCATUJIETUSA 5 IPUILEN K YOeXJeHHI0, UYTO 3TO U eCTh JjBa KJIlo4a K paboTe ¢ )kan06aMu.

UTak, B nepBylo ouepeab — U3BUHEHUS.

Bo-mepBbiX, Mbl JeHCTBUTEJNbHO He mpaBbl. OulIKMOKa He [A0JKHA Oblla CAYYUThCS.
Bo-BTOpbIX, AJs KJIMEHTa Jilobas npobJseMa OyJeT ria00albHOM, AaXKe eC/IM C Hallled TOYKH
3peHus OHAa He3HA4YMUTeJIbHa.

/JlaBaliTe npeACcTaBUM Ha MUHYTY, YTO Mbl 3aHUMaeMcCsl He aBTOOU3HECOM, a BJaieeM
CeTbIO JPKMHCOBBIX MarasuHoB. Mbl MoxkeM npogaBaTh 1000 nap B AeHb, U IyCTh B CpeiHEM 4
napbl U3 HUX UMEIT Kakou-1ubo aedekt. Ito 20 npobsem B Hegento, 1000 B roJ, HO MbI
roBopuM cebe: «/lena-to y Hac uayT xopoiuo! U3 kaxzaon 1000 npogaHHBIX AKUHCOB 996
xopouue!»

Ho Beap kiveHT He nmokynaet 1000 mxunHcoB, uau 100, v gaxe 10. OH mokymnaet
ofHy napy. U emy BoBce He MHTepecHO OyzeT ycablmarh: «Hy, Takux npob6JieM BIIOJIHE
MOKHO 0XH/JaTh...», KOTZlA OH MPUHeCEeT CBOI JAedeKTHYI napy HaMm ob6paTHO. C ero TO4KH
3penus, 100 % ToBapa oka3asocb OpaKOM: OH KyNUWJI JKUHCBI, KOTOpPble HeJIb351 HOCUTb.

OH He xo4eT caymaTh pacckassl 1po 99,6 % ycnexa WM 4YTO MBI [10JIy4aeM 04YeHb MaJlo
»KaJiob OT HALIKUX KJIUEHTOB. Y Hero npo6seMa, 1 OH X04eT 3HaTh, YTO Mbl COOMpaeMcs C Her
ZlenaThb. U nepBoe, YTO OH XOYET CJABILIATD, — YTO Mbl JeUCTBUTEIbHO UCKPEHHE coXaJsieeM 00
oLIMOKe.

O6BIYHO YCTHOrO M3BUHEHHUS JAocTaTo4yHOo. Ho eciu 1eHa ToBapa WM yCayru Oblia
BbICOKOM, Mbl MO>X€M U3BUHUTbCS MUCbMEHHO, UJIH 110 TesiepOHY, UJIH JaKe — eC/IU TpobyieMa
cepbe3Hasi (HampuMep, NpojaBel], 3a6bljJ 3a6paTh MallMHy Ha 0OC/AyKMBaHHWE) - MOCJIAThb
JII0’KHHY pO3.

Kak mpaBuJio, IPUMHOCUT U3BUHEHHUS] TOT, KTO OOIAeTCsd C KJIUEHTOM - Hampumep,
npo/iaBel] UK MacTep. 3a 60JiblIMe rpexyd U3BUHSETCS MEHepKep, a MHOTAA U . A eC/id Mbl
cJloMaeM Ball aBTOMOOWJIb (K COXaJIEHWI0, TaKoe ObIBaJo), U3BUHATLCA OYZEeT K a X [ bl .
(KoHeuHO, MbI Balll aBTOMOOWJIb NOYMHUM UJIU 3aMEHUM.)

Ho 4TO 6bl Mbl HU JieJIa/id, KJIUEHT J0JOKEH MOHSATH, YTO Mbl JleJlaeM 3TO UCKpPeHHe. Y
Hac HeT cheluajbHON GopMbl AJi U3BUHEHUN, pa3pabOTaHHOM Ha Bce Caydyad >KU3HU U
BbINIOJIHEHHOW TUnorpadpckuM crnoco6oM. [lpuciate Takyro GopMy - BCe paBHO UTO He
M3BUHUTBCSA COBCEM. MbI pearupyeM Tak, YTOObI y KJIMEHTA He 0CTaBaJIOCh COMHEHUH B TOM,
YTO Mbl [lepexuBaeM. B KoHLle KOHIIOB, Mbl U B CaMOM Jeje nepexuBaeM. Haim 6usHec
COCTOHUT B TOM, UTOObI 3a060TUTHCS O HAIIUX KJIWEHTAX, @ He ObIThb UCTOYHUKOM HX MPOOGJIEM.

Hy xopouio, Mbl u3BUHUIKCh. HO 3TOr0 HejoctaTouHO. Mbl 1O0/KHBI UCIPABUTD TO, YTO
HaTBOpU/IW. BoT, HanmpuMep, Kak Mbl paboTaeM C MallWMHOM, KOTOPYIO BEPHYJU HaM IO
NpUYHHE JIOXOT0 PEMOHTA.

Cpasy nocjie U3BUHEHUW Mbl 3abMpaeM MalllUHY B Ty MacTepCKYy, TAe ObLI NpOBeeH
nepBbIi PEMOHT, HE3aBHCUMO OT TOrO, CKOJIbKO MAllMH OXHAAKT 06cCayxuBaHus. U
paboTaThb C Hell OYJIET TOT K€ TEXHUK, UTO U B IepPBbIX pas.

Ho cHaya/sia ¢ HUM NOTOBOPHUT PYKOBOJAWTENb. Beib BUHbI TEXHHKA MOXET U He ObITh:
MacTep MOT JJaThb €éMy HeBepHble UHCTPYKI[UH, UJIM MOTJIA CIOMAThCS KaKasg-TO AeTaslb yXKe
1ocJie TOTo, KaK KJIWEeHT 3abpas MamuHy. Ho B itlo60M ciiydyae Kaxk/bld J0JKeH yOeauThCs,
YTO OH SICHO IOHKMMaeT NPOoU3oILellIee.

Mpbl u3BJIeKaeM XOpoOllMe ypOKH K3 HAlIUX OWMO0K. O6CyxkJas UX C TeXHUKaMH,
MacTepaMu, IpoJaBlaMH, Mbl CHOBA U CHOBa y6ex/JlaeMcs B TOM, HACKOJIbKO BaXKHO CZeJIaTh
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paboTy ¢ mepBOro pasa. ITO NPUHOCUT 60JIbliIe MPUOBIIN, CHUXKAET KOJIMYECTBO OeCcraTHOU
paboThl, KOTOPYIO Mbl JOJDKHBI CZeJiaTh, U YMeHbIIAeT CTPecC, UCHbIThIBaeMbId HAUIUMH
KJIMEeHTaMU.

HukTo He J/06UT, Korja Mpo ero paboTy TrOBOPSAT, 4YTO OHa
OTBPATHUTEJIbHA, HO KPUTHUKA KJIUEHTOB 6o0Jiee I[leHHa, YeM IoxBaJsa. byaeTt
Jiydille, €CJIM KJIHMEHTbhl CaMH CKa)XXyT BaM, KOrJla Bbl CpabOTa/IM IJIOXO,
YTOGbI Bbl MOTJIM UCIPABUTh NPOOJIEMY U HE JAOMYCTUTh ee NMOBTOpeHHs. B
IPOTUBHOM CJiydyae OHU IPOCTO YXOAAT OT Bac U HUKOrJA OOJibllle He
Bo3BpawljawTcs. U 4To ewle Xyxe — B OyAylIeM Bbl N10NaJIeTe B TOYHO TAKYHO
»Ke CUTYAIlMI0, U TOYHO TaK K€ OT BaC OTBEPHETCH ellle KTO-HUOY/Ib.

Camass jitobuMass MHOM 4YacTh Halled paboTbl - 3TO OeceAbl C JIIOAbMHU, KOTOPHIE
TrOBOPST, YTO BCE ObLJIO C/leJIaHO BEJTMKOJIENTHO U OBICTPO.

A camast Heslto6MMast — 3TO BBICJAYIIMBAaHWE PAaCcCKAa30B O HALIMX NMpoBasax. HeHaBUXKy,
KOT/la MHe roBOpSAT: «Bbl AyMaeTe, 4To y Bac 3aMeuaTeJsibHasA penyTanua? Tak g BaM cedvac
pacCKaXKy, UTO TYT CAeJaJu C MOed MallMHOM». fl YyBCTBYIO Ce0s Y»KacHO B TaKHe MOMEHTBI,
JlaKe eCJId CO MHOM rOBOPSIT BEXKJIUBO.

Ho ¥MMeHHO NOTOMYy, UTO S HEHAaBWXXy BBICAYLIMBATb KPUTHUKY, 1 U X04y, UYTOOBI
KJUEeHTbl TOBOPUJIM MHEe O MJIOXOH paboTe. Hy)kHO 3HATh, UYTO Mbl JiejlaeM HeNpaBUJIbHO,
YTOObI UMETD IIAHC UCIIPABUTD 3TO.

Kak y»ke roBOpuUJIOChH BbIllIE, €CIU Mbl XOTHUM, YTOObI JIIOJU CKa3aJd HAM O HALIUX
HeJ0CTaTKaX, CJIeAYET JaTh UM IPOCTOM cocob cAesnaTh 3TO.

OfHM XOTAT BbICKA3aTh BCe B rJia3a. UM HyXHO HeMeJlJIEHHO /JlaThb BBIXOJ CBOUM
yyBcTBaM. Mbl cTapaeMcsi He IepebUBaTh UX, Ja)ke eCJAd C NepBbIX CJIOB MOHSJIH, YTO
NPOU30IIJIO U YTO HAJI0 UCIPAaBUTh. UM HEOOXOAMMO MOJHOCTbIO BbITOBOPUTHCS. JlJisi HUX
3TO KaTapcCHuc.

Jlpyrue He 4yBCTBYIOT cebs yZI00HO, XalysiCh TAKUM cl1oco60M. UMeHHO 03TOMYy y HacC
eCTh aHKeTa W3 TpeX BOMPOCOB BO3Jie KAcChl, BCe JPYrue aHKETbl W ONPOCh], a TAKKe
boKyc-rpynnsl.

Mbl XOTHM, 4TOObl KJMEHT BbICKa3aJ CBOU MNpeTeH3UW. Eciu OH HeJOBOJIEeH U
npoMoJiyaJi, MOYTH HAaBEPHSIKA OH NMPEKpPaTHUT C HaMHU OTHolueHUs. OJHAKO NpPoOBe/leHHbIe
HaMU HCCJe/J0BaHUS MOKa3bIBAIOT, YTO, €CJU Mbl UCHpPABJIsIEM NPOOGJEMYy UK MO KpalHel
Mepe TOBOPHUM, UTO COXaJieeM O CBOEH OLIMOKe, Y Hac OCTAaeTCsl XOPOIIMM LIaHC yJAepKaTb
KJIMEHTa.

WTak, HpaBUTCS 3TO HAaM WJIM HET, HO Mbl JIOJDKHBI 3HATh, YTO Mbl JleJlaeM HelPaBUJIbHO.
K coxaseHu1o, 3To eJUHCTBEHHbIN CIOCOO, MO3BOJIAOIIUN cAelaThb B OyAyIleM XOPOIIYIO
pabory.

Hago oTMeTuTh eme oAHy Beuib. Korza Bbl ycTaHaBJ/MBaeTe [Jis Ce0sl BbICOKUE
CTaH/apThl, 06513aTeJIbHO HAWAYTCSA JIIOJIU, KOTOPbIe C HeTepleHHueM OYAYT *JaTh, KOT/|a Bbl
octynuTecb. OHU OYAyT UCKAaTh PAHTHK OT >KBAaUYKW B MAPKOBOYHOM 30HE WJM NMpPHUMep He
CaMoOro Jy4llero OTHOUIEHHWS] K HUM CO CTOPOHbI BalllUX COTPY/HUKOB.

Huyero cTpaniHoro. 3To NpocCTo ellle OJAWH MOBO/J JIJIsl TOTO, YTOObI CTapaThCsl U36eraThb
OIIKMO0K U MPOJI0/KAaTh COBEPILIEHCTBOBATHCS.
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OCHOBHBIE BBIBO/bI

—-Korpa-treatonpgert He T aK ,JTO MHEC/RMHO, N € C b .
K/IMEHTAaM 3TO BAaXXHO, HO IIOYTH HUKTO HUKOT'Jda HE TOBOPHT, YTO €My O4YE€HDb
Kasb. [loToM, HeMeJJleHHO MoOcCJe W3BUHEHUH, HUCIpaBbTe MNpOO6JEMy B
MMPpHUCYTCTBHUHU KJIMEHTA.

-Copenante Tak, YTO00b6bL KNWeHTY IoblNn0o e
HeNPUATHO, HO y Bac N0 KpalHel Mepe Oy/ZieT LIaHC UCIIPABUTh MOJIOXKEHHE
BelleH.

—HekoTopble nwaAwn 06y 4 WdaraHalIyeasD sl Tebs B a C .
BBICOKHE CTaHAAPTHI, BbI BAOXHOBJIAETE HEKOTOPbIX BBIMCKHWBATDb
BCEBO3MOXHbI€ HeAOCTATKH. PaCL[eHI/ITe 3TO KaK ele OAHY BO3MOXKHOCTb
CTaTb JIy4lie.

-y KaxXxpor o 6 bl B a 10 laxkdl yI @meHoB. FCHUM QHU
NOTEPSIOT caM006J1alaHue, TpocTUuTe ux. CAesaiTe war K ToMy, 4YTOObl OHU
YYBCTBOBaJIU cebda CHOKOﬁHO, Koraa 6y,qu I[IOTOM BO3BpalldaTbCAd K BadM.

(OHU MOTYT OBITH C/1€TKA CMYLEHHbIMHU.)

I'1aBa 10
Kak Bcerga uMeTb TO, YTO HY?KHO BalllMM K/IMEHTaM

Kak y»e roBopu/ioch, OJMH U3 JIY4IIHUX CIIOCOGOB MpPeJOCTaBJIEHUSI XOPOIIUX YCIAYT —
BbICJIYIIMBATb MOKeJaHUsl KJIMEHTA U BbINOJHATD UX.

Ho Kak jaTh KJIMEHTY TO, UTO OH XOYEeT, eCJIU Y BaC 3TOTO HeT?

3/iecb caMoe BpeMs IOTOBOPUTH O BaKHOCTH NPABUJIbHOI'O YIIPaBJIEeHUS CKIaJ0M.

OfHa Y3 rapaHTU{ TOro, YTO KJMEHT HUKOIZA OT Bac He YiJleT pa3o4yapOBaHHbIM, —
OrpoMHbIH cksaZ. Ho aToT BapuaHT cauiikoM goporoi. [logaepxaHue Takoro ckjaaja CTOUT
HeMaJlo, ¥ JIY4YIIM{ c1oco6 6aHKPOTCTBA — UMEThb O0JIbLION CKJIaJ U MaJleHbKHE NMPOIaXKH.

EcTb Apyroi cmoco6 Bcerja MMeTb TO, UTO HYXKHO KJIMEHTY, - 3TO CHUCTeMa y4eTa,
KOTOpasi N03BOJISIET aHAJIM3MPOBATh COJlePXKMMOe Balllero CKJIaJla U JlaeT BaM 3HAThb, YTO y
BaCc JIOJDKHO OBITb M 4ero He Jo/kHO. Takas cucTeMa NMO3BOJIMT BaM TaKXe U3MepAThb
CTOMMOCTb Balllero KanuTaja (HampuMmep, HpM CTOMMOCTH HAIIMX 3alacoB HOBBIX U
NoJiep>KaHHbIX MallMH W 3amyacteil B 20 MJH. JjoJs1apoB Npu cTaBke 9,75 % rofoBbIX HalI
KanuTas cToUT 1,95 MJIH. Z10/11apoB B FOA,).

BoT, HanpuMep, Kak Mbl C/JeJUMM 3a COCTOSIHUEM 3alacoOB HAUIMX HOBBIX MalIWH.
O6bIYHO 3aBO/Ibl PEKOMEHAYIOT AiMJiepaM UMeTh 3anachl Ha cpok oT 60 g0 90 aHell; HO Korja
IleHbl HAa MalLlMHbI BbIPOC/IM, YBEJUYHUB U CTOMMOCTb HAlllero KanuTaJjla, Mbl COKPaTHUJ/IM HAIIU
pe3epBbl: Tenepb MbI JlesaeM 3anackl Ha 45 fHel. (M aTa nudpa craHer elle MeHblle: Typy
npousBoacTBa Ha Cadillac Fappu Koyrep noo6eiian cokpaTUTh CPOKM MOCTABKU C LIECTU 0
JIBYX HeJieJib.)

MbI cTpeMuMcs cbaslaHCUPOBATh HallM 3amackl AJs Bcex Mojeneld — Coupe de Villes,
Fleetwood u T. . Takum 06pa3oM, eciv y HacC He OyAeT XBaTaTb KAKOU-TO OJJHOU MOJe/IU UJIU
OyZeT U3OBITOK APYTOM, Mbl Oy/leM 3HATh, YTO 3aKa3blBaTh, a YTO HET.

OTcnexxuBasi npojaxu othenbHoM JyuHelku (Eldorado) oTHocuTenbHO cyMMapHBIX
npojax (Cadillac), Mbl MO>keM 3aKa3bIBaTh OECTCEJJIEPDI, AAXKe eC/IH 001Me MPOJAYXKU PaCTyT
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MeaJileHHO (KaK 3TO BCerjia CJAydaeTcsl Mocje OKOHYaHHS MporpaMMmbl CKUJI0K). EcTh BeAb
HCKYLIIeHHe BOO6IIe HUYero He 3aKa3blBaThb, KOTZA /ieJla UYT He 0YeHb XOPOLIO.

MbI OTC/lIe)KMBAaeM KM CpPOKHM XpaHeHHsl ToBapa. Eciu aBTOMOOWJIb HAXOAUTCS y Hac
6oJsblile 45 aHEN, 0/KHA ObITH MPUUYMHA TOTO, YTO OH BCE €ellle He MPoAaH. BeposaTHO, c HUM
YTO-TO He TaK. MoXKeT ObITb, OH HEMOJIHOT'O 1[BE€TA, UJIW I'PSA3HBIN, UJIU CTOUT B yriay. Hy»kHO
NOJOWTHU MOCMOTPETh HAa HETO U MOHATH, B UeM JieJio. HallTu npuyYrHy TOrO, YTO TOBap He
NpoJlaeTcs, TaK e BaXKHO, KaK ¥ HAUTH MPUYHUHY XOPOLIUX MPOJAK.

Ho camMoe BakHOe M3 TOTO, UYTO Mbl U3MepsieEM, — 3TO AOCTYIHOCTb, TO €CTb HAaCKOJbKO
4acToO Mbl MMEEM Ha CKJIajJle UMEHHO TO, UYTO MPOCUT KJIUEHT. Ec/iM y HAac HeT TOro, 4YTo eMy
HY>KHO, 3TOT 3allpoC 3alMCbIBAeTCd KaK IMOTepssHHas Mmpojaxa. M Mbl THATeJIbHO
OTCJIEXKMBAEM MOTEPSIHHbIE MPOAAXKU. ITO €ellle OAWH CIIO0CO6 BbISICHUTb, YTO UMEHHO HY>KHO
3aKa3bIiBaTh. CJMIIKOM YacTO 3aKyIMU[UKH I0JIAaral0TCId Ha CBOM MHCTUHKT, HO Be/lb OJJHOTO
WHCTUHKTA SIBHO HeJJOCTAaTOYHO. BaM HY>KHO T O Y HHATb, Yero X04eT KJIHEeHT.

Eciyu kiveHT chpamuBaeT TO, 4Y4ero y Bac HeT, MONbITalWTeCh
MO3BOHUTb KOHKYPEHTY U NpPeAJOKUTb 06MeH. [I0CKOJIbKY BbIroJjla MOXET
ObITb B3aMMHOM, Balll KOHKYPEHT CKOpee BCero COrJacuTCs.

Kakoi 3amac Mbpl uMeeM, olnpejessieTcl CKOPOCThIO NMPOJAXXKU OTZesIbHbIX TOBApOB,
BpeMeHeM, HeOOXO0JUMBIM JIJI1 HOBOI'O 3aKa3a, U CTOUMOCTbIO KanuTasa. O4ueBUHO, YTO YeM
ObICTpee MPOXOAUT LIMKJ 3aKa3-NMOCTaBKa, TeM MeHblle TOBapa MOXXHO MMETb Ha CKJaje.
Hanpumep, eciu Mbl ucnosbsdyeM 200 MaciafgHbIX QUIBTPOB B HeJesl0, 3a4eM HaM
45-nHeBHbIN 3anac? JTO e Ky4va JleHer, 3aMOpOXKeHHBIX Ha CKJaze. Mbl MOKeM XpaHUTb Ha
cknaje Bcero 400 aTux GUAbTPOB, 3aKa3bIBasi UX KAXKAYI0 HEJEI0.

Y Lexus Jjy4yliasgs B MHpe CUCTeMa ylpaBJieHHWd 3amnacaMu KOMIUIeKTywolux. OHa
NI03BOJISIeT 3aKa3blBaThb HY)KHble 3al4aCTH €XeJHeBHO. JTO O3HayaeT BBICOKHH YpPOBEHb
JIOCTYIIHOCTH U HU3KHeE CKJIaJICKUe pacXo/bl — KaK /sl Hac, TaK U JIJ1 HUX.

[l BBISICHEHHSA TOrO, CKOJIbKO BPEMEHM XPAHATCA Yy HAC TOBAapbl C OTPaHUYEHHBIM
CPOKOM I'OZJHOCTH, MBI UCIOJIb3yeM LiBETHble MeTKH. Ha KaK[[01 ynakoBKe eCTb MEeTKa, [JBeT
KOTOPOM COOTBETCTBYET JiaTe NnocTaBKU. Hanpumep, rosy6as MeTka COOTBETCTBYeT IHBapIo,
KpacHas — ¢eBpaito... He 6yly Bce nepeyncisaTh, Halel0Ch, €10 Bbl yXBAaTHJIU.

Eciy Bbl 3aHMMaeTech PO3HHWYHBIM OM3HECOM, HalpUMep OJAEXAO0W, U JIIOAU MOTYT
BU/JIeTh IPAKTHUYECKH BeCb Ball CKJaJ (MOTOMY YTO OHU B HeM (paKTUYECKU HAXOJATCS), BbI
MOXKeTe NMPUMEHATh 00Jiee YTOHYEHHble MeTO/bl MAapKHUPOBKHU. TpeyrojbHUK Ha LieHHUKE
MOeT 03HayaTh, YTO TOBAap NMPUOBLI B MapTe, a KBaApaT — 4yTo B Mae. (MBI ele ucnosib3yeM
TOYKHU M3 I|BETHOM 6yMaru, HakJieMBasi UX Ha 060poTe 3epKaJia 3a/lHero Bu/a.)

Bce 3TU Uzier NoMOTyT OrpaHUYMTh 3allackl U CHU3UTh Hak/aJHble pacxozbl. Ho faxe
caMas Jiy4iiasg B MUpe CUCTeEMa ynpaBJeHUs 3alacaMu He rapaHTHUpyeT, YTO Bbl Bcerja
CMO>KeTe NPeJIOKUTh KJIUEHTY TO, YTO OH XO4YeT B IaHHBI MOMEHT.

CnocoboM 6ecliaTHOrO paculMpeHUs Ballero CckJaja sABJSETCS YCTaHOBJIEHHE
HapTHEPCKUX OTHOLUIEHUH C JII0AbMH, 3aHUMAKOIIMMUCS aHAJIOTUYHBIM O6M3HecoM. JlonycTuM,
Bbl PYKOBOJMTE Mara3vHOM J>KEHCKOM oOJexJAbl. Bbl JO/DKHBI HMeTb BO3MOXXHOCTb
0O6MEeHUBATbCA C GJAMKAWIIMMH MarasuHaMM, YTOObl MOJIYYUThb Te BelllH, KOTOPble HY>KHbI
BallUM KJMeHTaM. MoxeT ObITh, BalllM MOKyNaTeJbHUILbI O0JblIe J00AT YepHOe, a Ballero
cocefja — 3ejeHoe. WM ero mnoctaBIUKM He OTIPY3UJM eMy 3esieHoe. Bbl MoxeTe
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OMEHSThCS.
YTo KacaeTcs HAc, Mbl Bce BpeMsi 06MeHUBAaeMCsl C IPyTMMH aBTOJUJIEPAMH U JJaXKe C
HallUMH MNpPSIMbIMH KOHKypeHTaMu. W eciu HauleMy KJIUEHTY NPUIJISHYJIachb KaKasi-ToO
ocobeHHasi MalllMHA, HAIPUMEDP C KaKUM-TO HEOObIYHbIM COYETAaHUEM LIBETOB, MbI C/leJlaeEM
BCe, YTOOBI ZJ06BITh ee. Mbl Kak-TO Aaxe 06MeHUBAIMCh MallIMHAMU C iuaepoM u3 CuaTIa.
B03M0XHOCTb MEHATHCSl TOBapaMH MO3BOJISIET YBEJUYUTD JJOCTYIIHbIE BaM 3alachl, He
Hecs IPU 3TOM 0COOBIX pacxo0B. Mbl HALILIU 3TY U/IEI0 BeCbMa M0JIE3HOM.

OcHOBHbIE BbIBO/IbI
—-EcTb nnm 39T1TO0 HaAa ckKknape? OJONXHO OHO T
TamM nexut? CKOANbKO Hearvysaina BkAafjcBass CMOTEME b ?
HE MOXET OTBETHUTDb Ha 3TH BOIIPOCHI, Bbl CHJIbHO 3aTPpyAHAETE CBOIO pa60Ty
I10 OKAa3aHHWK XOPOUIHX YCIYT.
—Bo CKONbKO BamMm oRBuxmaggsmaoceada 3aaam,aitobl ?
Yy BacC €CTb, Bbl YyCKOpPpHUTE CBOH TOBapOOGOpOT N CHU3WUTE CBOU U3OEPHKKH.
-N3mepanTe CKOpPOCT-HOCLIIABA & FJaEa 3 K a x|
nNOoCTa as M.lLI/BIrK[‘ai‘/JITer B HallpaBJIEHHUH CUCTEM «TOYHO BOBpEMA».
—-YcTaHOBWUTE nNnapTHep B MeeHe X0TUHeQUTEHH U A .
KJIMEHT YXOAHWJI OT BAC TOJIBKO IIOTOMY, YTO Yy BAaC HA CKJIaAe HET TOro, 4TO
eMy Hy')KHO? YcraHoBUTE OTHOLIEHUSA C KoJJIeTaMU 110 6H3Hecy, YTOOBI
00MeHHBATbCs TOBapaMHU B Cjly4yae HEOOXOAUMOCTH.

I'i1asa 11
Hukorga He 6bIBaeT CJIMIIKOM XOPOLIO

Mpbl OblIM THEepBbIM aBTOMOOWJIBHBIM JujepoM B Texace, KOTOpPbIA NpeaJIOKUI
6ecrnJlaTHble 3allaCHble MALIKHBI /JI1 CBOUMX KJIMEHTOB M CTaJ paboTaTh B Cy660TY MOJTHBIN
JleHb. DTU HU/Ie Jajii HaM NoTpscarollee NPpeuMyllecTBO epe/, HallMMU KOHKYpeHTaMU — Ha
HEeCKOJIbKO JieT. OlHaKO CO BpeMeHeM /iBa HallUX KPYMHEeNIINX CONepHHUKA CKOTMPOBAJIU BCe,
YTO Mbl CJesiajd. Ternepb OHU TOXe BJIAAEIOT NAapKaMM 3amacHbIX MallUH - BTOPBIM U
TPETbUM B CTpaHe Mo pa3MepaM. (Y KaxkJoro u3 HUX npuMepHo no 50 mamuH. ¥ Hac 257.) U
OHU TOXe MpeAJararT 06CayKMBaHHe 10 Cy660TaM.

Torpa Mbl pelinayd NOAHATH MJIAHKY. Mbl yAJIMHUIA Hall pabo4yvil JieHb A0 8 4acoB
Beyepa — Telepb HUKOMY He HaJJ0 HECTUCH CJIOMS I'0JIOBY, YTOOBI yClleTh 3a6paTh MalllMHY U3
CepBUCa, 3aKPbIBAIOILET0Cs B LIECTD.

Hac ongaTs ckonvpoBasiu.

Mbl CHOBa MNOJAHSJIM IJIAHKY: HAHSJM TOMOIIHMUKOB [/ HaAUIMX MOpPOJaBLOB
«KagunnakoB» u «JlekcycoB» - OHHU MNPUTOHSIIOT NOJMEHHYI MalIMHY NpPSMO K JAOMY
KJIWEHTa, a ero aBTOMOOWJIb MepenpaB/sAlT K HaM. Korpa ob6ciykMBaHHE 3aKOHYEHO,
IOMOIIIHUK CHOBAa OTTOHSIET KJMEHTCKYI0 MalIMHY K HEMY J0MOM M 3abupaeT MOJMEHHYIO.
KiineHTy npocTo He HaZ|0 K HaM XO/JUTh.

3aKoHYaTCs JIM BCe 3TU yJy4lleHUs Halled cepBHCHOM nporpammbl? HeT. Eciu Mbl
XOTHUM MNpPUBJIEKATh OOJIblle KJIWUEHTOB U YJEPKHUBATb HbIHEUIHUX, Mbl JOJKHbBI JaBaTb UM
BCe 60JIblile OCHOBAHUM UMETh /leJI0 C HaMHU.
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Mbl [0/KHBI T€HEpUpPOBAaTb HOBble HJEW M YJAy4llaThb HMELUecs, MOTOMYy YTO
KJIMEeHThI He JAI0T HaM BCeX 0aJIJIOB TOJILKO 3a TO, YTO Mbl IEPBBIMU MPEAJIONKUIN YA0OHYO
HOBUHKY. EC/IM KTO-TO NpeA/IoKUT UM GoJibllle — GoJiblie yA06CTBa, 60Jiblile CepBUCA WU
HaMHOI'o 06oJiee BBITOJHYIO 1|eHY, - OHM HacC MOKUHYT, He3aBUCUMO OT TOTO, CKOJIbKO MBI
cieJIaJIu 1711 HUX B MPOLIJIOM.

JTO O3HaAYyaeT, UYTO Mbl JOJXKHBl YCTAaHOBUTb BbICOKME CTaHZAPThI AJI1 CaMUX cebs U
IOCTOSIHHO MpeBbllIaTh UX. [Ipy 3TOM HaM HYXXHO CMOTpeTb W Ha3aj, U BIepes, U IO
ctopoHaM. [IoToMy 4TO, KaK MOKa3bIBAIOT NPUMEPHI C 3allaCHbIMU MallMHAMHU U pabouyUMU
yacaMH, Hallld KOHKYpPeHThl H a C a M 0 MorogseoTl aac - Bcerga. Celyac 3TO yxe
BOCIIpUHUMAETCs KaK KJIMIIEe, HO 3TO NpaBJia: €CJd Bbl He CTAHOBUTECh Jy4Ylle, Bbl
CTAaHOBUTECH Xy»Ke. SINOHLbI MMEIT clelyalbHbId TEPMHUH JJf MpoLiecca HelnpepbIBHOTO
yAy4lIeHUs: «Kai3eH». XOTs He BaXKHO, KaK Bbl 3TO Ha3blBaeTe, €CJIU Bbl 3TO JesaeTe. Hano
IOCTOSIHHO CTAHOBUThCS JIyUllle — 3TO aGCOJIIOTHO HEOOXOAMMO, €CJIU Bbl HAMEPEHbI BBIXKUTD.

MbI ncipo60Bav HECKOJIBKO CIIOCOOO0B 11l Y1yl eHUs.

[T Havajla Mbl TNpPOBEJM KOHTPOJIbHble 3aKYNKU Yy KOHKYpeHTOB. Temepb Mbl
IOCTOSIHHO NpPOBepsieEM, He OPraHU30BaJ/Iv JIM OHU HOBYIO IPOrpaMMy, KOTOPYI0 HaM MOHO
OyJleT CKonmMpoBaTh. M MblI Bcerza JOKHbI 3HAaTh, KAK OHU KOHKYPHUPYIOT C HAMH, KaKOro
OHU MHeHHs 0 Hac. Hampumep, Korjja Mbl TOJIbKO HayaJ/ly NpejJiaraTb BpeMeHHble MalllUHbI,
BOT KaK OHM OTBeYaJIi Ha BONPOC, I0YeMY OHU He NIPeLOCTaBJ/ISAT OJ00HOM YCIYTH.

«/la, - oTBe4as Hall KOHKypeHT, — B Sewell Village r 0 B 0 prfoToHu npefoCTaBASAIOT
Takve MalluHbl. Ho Bbl KOr/Ja-HUOY/Ib NMbITAJIUCh €€ MOJYYUTh? EC/iM Bbl TO3BOHUTE UM, OHU
CKQXXYT, YTO BaM HaJI0 MOA0X/IATh MecCsll, I0OKa 0CBOOOAUTCS O HA».

9To He ObLIO abCONIOTHOM mpaBAoil. Ho y Hac JeHCTBUTENBHO 4YacTO OBLIU JIMCTHI
OKU/JaHUSI.

MbI Bce paBHO cO6UPAUCh A06ABUTh MAllMH B HAalll NAPK, HO, Y3HAB, YTO O HAC FOBOPST
KOHKYPEHTbI, Mbl C/IeJIaJIU 3TO BbICIIUM NPUOPHUTETOM.

B JomosiHEeHHEe K 3aKyNKaM y KOHKYPEHTOB Mbl [03aMMCTBOBAJIM Y PECTOPAHOB H
YHUBEpMaroB elle OJHY HJel: MOKyHaTb y caMux cebs. Mbl HaHaad ¢uUpMy, KoTopas
JIBXK/J bl B IO/ IPUChIJIIAeT K HaM CBOUX JIIOJiell KyIUTb y HAC aBTOMOOUJIb. Mbl He 3HaeM, KTO
3TO OY/IeT ¥ KOr'J]Ja UMEHHO OH MPHU/ET.

TauHCTBEHHBIM MOKynaTeJ/b NPOBEPSET LeJblid CIIHUCOK BOINPOCOB, KOTOPbIM Mbl JaJv
3TOM KOMIIAaHUH JJIs1 OLlEHKU HAlIUX JeMCTBHUU. BhICTPO JIM MbI MONMPHUBETCTBOBAIN KJIHWEHTA?
[IpeaJioxkua Jiu eMy THpoJiaBel] MPOBECTU NMPOOHYH Noe3AKy? BbliM JM Mbl HAaBS34YUBbI?
[locne BusuTa ¢upMa JgaeT HaM TMOJHbIM oT4yeT. Hcnosib30BaHWE TaWHCTBEHHBIX
MOKyTaTeJsied — 3TO ellle OJUH CII0C06 HAUTH TO, UYTO MOXKHO YJIYUIIUTh.

MbI cTapaeMcs AesiaTb BCe 3TO, YTOObI OCTAaBaThCs MEePBbIMU. ITO MOXO0KE HA CHOPT.
YeMNHOHCKHE KOMaH/ibl, OCTAHABJIMBAKIIMECS B CBOEM PA3BUTHUH, PEJKO MOBTOPSIOT CBOU
ycrnex Ha cjaeAyroulydil roJ. Bo3aMoxxHO, OHM caMoyclnokauBalTcsA. Bo3M0XXHO, UX UTPOKHU
CTAHOBSATCS CTapile W TepsAT OOHIOBCKUE KadyeCcTBAa. BO3MOXHO, Jpyrue KOMaHJbI
IPOJ0/KAIOT 0OMEHHUBATh U HAHUMATb UTPOKOB, J0OMBAsICh YIy4dllleHUM.

To »xe caMmoe 1 B 6HM3Hece. YpOBEHb KOHKYPEHIUM PACTET C KaXK/JbIM JHEM — HAalIpUMep,
BCe TJISHIEBble AaBTOMOOWJIbHbIE KYpPHaJibl YTBEPXKJAKOT, YTO Lexus yCTaHOBWUJI HOBBIU
CTaHJApT JJs MallMH KJjacca JIDKC U OCTaJbHbIM MpPOU3BOJUTENSIM HAJL0 €My
COOTBETCTBOBAaTh. Tak YTO BaM MPUAETCSA CTAaHOBUTHCSA Jiydlle. Haubosiee BaxkHast CUCTEMA,
KOTOPYIO Bbl MOXKeTe pa3paboTaTh, - 3TO CUCTEMA HENPEPbIBHOTO YJIyYLIEHUS.
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[locTaBbTe BBICOKME L|eJIM U MOJAHHUMANTE MJAHKY 10 Mepe UX AOoCTXeHUsA. Ecau Bbl
3TOTO He JeJiaeTe, KTO-TO 00s13aTe/IbHO pBaHET MHMMO Bac, [OKa Bbl TOYMBaeTe Ha JiaBpax.
Hukorza He O6bIBaeT CJIUIIKOM XOPOLIO.

Kak MblI BHeJpHUJIM NPOrpaMMy HeNpepbIBHOTO YJy4dllleHUs? 3TO HECJ0XHO, XOTHA U
TpebyeT MHOTO BpeMeHHU. MbI He JileslaeM Bce cpa3y, HO NepUOJUYeCKH MPOBEPSeM KaxKylo
4acTb Halled JedaTeJbHOCTU U AyMaeM, KaK ee MOXHO yJy4lIuTb. B MapTe u ceHTAOpe, K
IprMepy, Mbl CMOTPUM Ha Nel3ak BOKPYr HAac - He Mopa JIM YTO-HUOYAb U3MeHUTh? B
deBpasie ¥ aBrycre IMpoBepsieM MebOesb - He BBITVIAAAT JMU YTO-TO CTapblM WJIH
M3HOLIEeHHbIM? MBI He NpUJEep>KUBaeMcs TOYHOro rpaduka, HO CUMTAeEM BaXKHbIM JeJaTh
IPOBEPKHU uepes3 onpe/e/leHHble UHTepPBaJ/ibl BpeMEHH.

Takyro e MeTOAMKYy Mbl IIpUMEHSeM M K HAIIUMM CUCTeMaM: I1004YepesHo
nprcMaTpuBaeMcs K pa3/IMYHbIM NpoleccaM (HanpuMmep, HAUMy COTPYZAHUKOB) U NbITaeMCs
YBUJETDb, YTO MOXHO YJIY4IIUTb. Mbl HEe IpUCTYNIaeM K TaKUM IPOBEPKaM C MBICJIbIO O TOM,
YTO HaM HaJ|0 YTO-TO CJIOMAaTh U MOCTPOUTH 3aHOBO. MbI IPOCTO ULEM CIOCOOBI YJIydllleHHUS.

Hanpymep, Haluu npojaBLbl NIpoJaBald N0 16 MallMH B MecAdl,. JTO HEeIlJIOXO — B /iBa
pasa Bbllle CpejHero IokKasaTesasd MO cTpaHe. Ho BoO BpeMda nociefHed NPOBEPKU Mbl
NOMNbITAJIUCh HAWTU CINOCOO HEMHOro YJY4YIIUTbh U 3TO0. Mbl paspaboTasu NporpaMmmy
CTUMYJIMPOBaHHUs, Ha3BaB ee «KomaHga 20» - /i1 BO3HarpakJeHWUsi TeX IpPO/aBIlOB,
KoTophble npojatoT 20 uau 60Jibllle MallUH B Mecsl,. YeM 60Jiblile MalllMH OHU NPOJAI0T, TEM
60J1bllIe MOTYT NMOJYYUTD AeHer WU 0ecnIaTHbIX MyTelleCTBUM.

B HameM cepBuce WHJEKC y/J0BJIeTBOpeHHOCTU KaueHTOB (CSI) ceiiuac paBeH 96 %.
Ewe pa3 nepeuurtasn /lemuHra v Tarydu, Mbl UleM IIYTH ero yBeaudeHud 10 98 % B TeyeHUue
roza.

Mbl Bcerjia HareJieHbl Ha MOJIHBIM ycnex. Mbl XOTMM, YTOObI Yy Hac ObLIM JydllHde
npogasibl U CSI 100 %. Ho Mbl peanucTsl ¥ 3HaeM, 4YTO 60JIbLIME IepEMEHBI HeJb34 C/leJ1aTh
3a O/IUH Beyep, — a IOTOMY JieJlaeM HeboJIbllIe YIy4dllleHHs], HO HePEPBIBHO.

JTOT NpoLecc HUKOTZA He 3aKOHYUTCA. Eciin HaM yzaactcesa noBblcuThb ¢BoM CSI 10 98 %,
Oy/leT eCTeCTBEHHbIM OTJIOXKUTb BCe JleJla U HEMHOI0 OTJOXHYTb. B KOHILle-TO KOHI|OB,
CKOJIbKO YCWJIMHM YUIJI0O Ha 3T yJjyduieHus! Mbl oTnpasjHyeM ycnexu (cM. raaBy 12), HO
Oy/ZieM JesiaTh 3TO He CIMILIKOM J[0JITO.

MHavye Mbl 0OHAPY>KHM, YTO KTO-TO He TOJIbKO JJOCHaJI HAac, HO U NPOMeJIbKHYJl MUMO
Hac, ¥ MBI y2Ke IJ1leTeMco [103a/1U.

OcHOBHbIE BbIBO/bI

-bbITbHb nepesbIM H e Bl Papsd, THo YCGeke . He ObLIU
n3obpeTaTesNsiMd  JUETHYECKHMX KOJ HWJM HANUTKOB 6e3 KodeuHa.
WHHOBanuu caenany Jipyrye, a pelHKoM BiagetoT Pepsi u Coke. Eciu Bbl
OCTaHaBJIMBAETECH, IPUIYMaB O/IHY H/I€l0, Y BAC BOSHUKHYT MPOOJIEMBI.

—CpenainT elloony Tond RAK Bl yIAYYIIUIA UJIE0, C/leJIANTe 3TO
eie pas. Ecaiu Bbl XOTUTE oOcCTaBaTbCs BIepeAM KapaBaHa, B Balleu
KOMITAQaHUH JIOJPKHO ObITbH € M P € P BIBYHI@HR’e HA BCeX MO3UIUSIX.

—MepnognmnueckKwmu npoBepaAnTte KaXayw 4dactT
ITO 00JIETUYUT MOUCK TOTO, UTO MOXKET ObITh YJIYUIlIEHO.

—LWn n 0 H ¢ TaBoO3A0pOBO. BaM Haxo mepuogUYeCKH MPOBOJAUTH
3aKyIKHU Y KOHKYPEHTOB U Y CaMUX cebsl, BbIMCKUBAas MeCTa, TJle MOXXHO
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4YTO-TO YJIYHYUIHTD.

II1. JI'ogu: KaK 3a60TUTHCS O KJIMEHTaX — M COTPYAHUKaAX

I's1aBa 12
Bonpoc: KTo BaxkHee - Balll K/IMEHT WM Ball pa60oTHUK? OTBeT: 06a

Celyac A BaM CKaXy TO, YTO NOApPa3yMeBaJioCb BO BCeX NMpeJbIAYLIMX IJIaBax: HAIUU
COTPYZAHUKU HACTOJIbKO K€ BaXXHbI, KaK U HAlllU KJUEHTbI, U C HUMU HaJl0 06palaThbCcs TakK
Ke XOpoLlo.

[Touemy? Bo-mepBbIX, 4TOOBI JAe/jlaTb BCe NPaBUJIbHO. BO-BTOpBIX, 3TO B HAIIMUX Xe
MHTepecax. Kak M0OXXHO 0XXHUAaTh OT HALUMX JIIOJEH, YTO OHU OYAyT XOpOLIO 06pallaThCs C
KJIMeHTaMH, eCJIM Mbl CaMM 06pallaeMcsi C HAallMMHU JII0JbMH I1JI0XO0?

HekoTopble MOTYT CIIPOCUTH: «A 3a4eM MHe 00 3TOM BOJIHOBaThbcs? { ke miaayy um!
JTOro 4YTO, HeZJOCTATOYHO?»

HeT, yepT Bo3bMHU!

Kak MBI yKe cka3sasiy, onJiaTa He caMbli IJIaBHbIA GaKTOp, KOTOPbIH JIIOAW NPUBOAAT
Ipy 0ObSICHEHUU TOTO, HACKOJIBKO UM HPABUTCA (MJIM He HPAaBUTCA) UX paboTa. 3a0/1r0 [0
TOrO, KaK epelTH K 00CYKJeHHUI0 OIJIAaThl, OHU FOBOPSAT: «ITO OTJUYHOE MecTo», «OHU Ha
caMoM gieJie 3a60TATCA 060 MHe» WK «TyT KO MHe OTHOCATCA KaK KO B3pOCJIOMY YeJI0OBEKY».

Xopoulee OTHOLIeHHMe K pabOTHUKAM HauWHaeTcsd C UX pabodero Mecra. HemHorue
BU/JAT HAllM PEeMOHTHbIE MacTepcKUe (CTpaxoBasg KOMIIAaHUSA TpebyeT, YTOObl NPUCYTCTBUE
IIOCTOPOHHMX 3/eChb OBbLIO CBeleHO K MHUHHMMYMY), HO BCe, KTO TyT ObIBaeT, OTMeyalT HUX
6e3ynpevyHyo YUCTOTY. Y Mbl Ha caMOM JieJie ee 3/1eCh M0/ /leP>KMBAEM.

[Touemy? IloTOMy 4YTO, XOTSl KJIMEHTbl BUJAT HAllUM MacTepCKHe peJKO, HO HallH
TEeXHUKH HaXOJSATCA TaM MOCTOSAHHO. ['/ie 6bl Bbl XOTeJM NPOBOJAUTD LieJbli JIeHb — B Ipsi3u
WJIA B YUCTOTE?

Ho ato 6osblue, yeM scteTuka. Eciu Mbl ciieslaeM MecTo paboTbl TEXHUKOB GoJiee
npodeccruoHalbHbIM, 60Jiee NPUATHBIM, 6osiee 3G PEKTUBHBIM, €CJIU Mbl AaJUM UM Jydllee
060pyZ0BaHKE U MHCTPYMEHTBI — TOTZla Mbl CMOKEM HAHUMAThb U JIy4YIIUX TEXHUKOB.

TexHuku, paboTawiliue C COBpeMEHHBIMM MallWHAMH, NPUOJIMKAIOTCA MO CBOEMY
YPOBHIO K HMHXXeHepaM. HekoTopble M3 HallMX MEXaHUKOB He YYWJHUCh B KOJLIEKaX, 110
pa3HbBIM NIPHUYUHAM, HO 110 CBOUM YMCTBEHHBIM CIIOCOOHOCTAM OHU He YCTYINAIT UHKEeHepaM.
Takue n0AM He 3aXOTAT NPOBECTU BCH CBOK XU3Hb B TEMHOM INpoMacjieHHOW saMe. OHuM
XOTAT HAaXOAUTBCSA B IPUATHOM OKPY>KEeHHUH, TaK XKe KaK U Mbl. 1 MbI IpeZiocTaB/isieM UM 3TO.
Kpome ToOro 4ro 3jecb 4UCTO, 3/leCb Xopoliee oOcBellleHHe. Mbl 3a00THUMCS TaKXe O
6e3onacHocTH. Bce 3TO gaeT MM JONOJIHUTe/NbHble pe30Hbl paboTaTb y HAc, a He y
KOHKYPEHTOB.

Hamux npojaBLoB Mbl oOeclieurMBaeM OT/ieIbHOM OQUCHOM 30HOH, B KOTOPOU OHHU
MOTYT pa3MecTUTb poTorpadpuu CBOMX CEMeH, a He CTOHSIEM BCeX B OOJIbLIYI0 KOMHATY, 4acTO
MMeHYeMYI0 «00€3bIHHUKOM» UJIM «KaMepOU Mpe/iBApUTEbHOTO 3aKJII0YEHHUS».

B 5TOM pelcTBUTENIbHO eCThb CMbICA. Kak Bbl MoOXeTe OXWAATh OT IpoJaBLa
npodeccMoHa/JN3Ma, €C/IM OH BbIHYXK/JleH I0JIb30BaTbCs Pab04YUMM CTOJIOM IO OYEPEAU C
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KOJIJIETOU UJIK He MMeeT COGCTBEHHOI'O MPOCTPAHCTBA /sl pa3roBopa ¢ KJIUeHTOM?

MpgI Bcerjia crapaeMcsi mo6J1arolapyuTh KJIUEHTOB 3a TO, UTO OHU UMEIOT ZIeJIO C HAMHU, U
TOYHO TaK >Ke Mbl CTapaeMcsl Mo6J1aroJapuTh HAlIUX PAaOOTHUKOB 32 XOPOIUIYI0 paboTy. ITH
6/1arolapHOCTU OJJUHAKOBO BaXKHbI.

Sl cuuTar, 4TO Mbl MOXXeM MpPHUBJIEKATb JYYIIUX JIOJed 6Jyarofapss TOMy, KaK Mbl C
HUMU obpauiaeMcsa. Mbl JeWCTBUTE/bHO CTPEeMHUMCS CO3JaTh CeMeWHyr aTMmocdepy.
Kaxk/iplil ynpaB/gOIMA MUMeeT CHHUCOK AOKTOPOB, FOCHHTAsEN, IOPHUCTOB U OYXrajTepos,
KOTOPbIX OH MOXKET MOPEKOMEH/I0BATh COTPYAHUKY B CJy4ae HEOOX0AMMOCTH.

M TO4YHO TaK e, KaK Mbl 6J1aro/Japy¥M KJIMEHTOB 3a TO, YTO OHU UMEIOT JIeJI0 C HAMHU, Mbl
6J1aroJjlap¥M HallUX pabOTHHUKOB 3a XOPOILIYy0 paboTy. ITO 60JIbILIOE AeJO0.

Mbl roBopuM «cmacubo» MHOXeCTBOM crnocoboB. Korga KTo-To  JesaeT
JIOTIOJTHUTE/IbHbIE IIard HAaBCTpeuy KJUEHTY, Mbl MUIIeM 00 3TOM B Hamlel rasete «100 %».
ITo mojJep>KMBaeT HACTPOH JiOJEW U AAaeT HaM JOINOJIHUTEJbHbIA CIOCOO COOOIIUTHL O
HalllMX [[EHHOCTSX BCEM, KTO y HAac paboTaer.

MbI Takke NMpUAyMad CIelyalbHy0 Harpaay. Mbl MpocuM BceX paGOTHUKOB, KOT/a
OHU YBUJSAT, YTO KTO-TO JieJIaeT CBOI0 pabOTy 0YeHb XOPOLIO U peasibHO MOMOTa€eT KJIUEHTY,
3aMOJIHUTh ClelHasbHyr ¢opMy. OHA COCTOMT U3 TpexX KOMNHUH: OoJHa JAeTC TOMY
PabOTHHUKY, KOTOPBIH MOIIIeJ «Jajbllle U Bblllle TOTO, YTO TPeOGOoBaI OT HEro A0JIr», BTopas —
ero MeHe/Kepy, a TPeThbsl — MHe. ITO 3abaBHasA U/Jesl, U JIIOJSIM MPUSITHO 3HATh, YTO KTO-TO
OTMETHJI UX XOPOIIHUH MOCTYIOK.

Bap6ekio - OJWH M3 HAIIUX JIIOOHWMBIX CIOCOOOB OTMeYaTh YCIEXU U BbIpaXKaThb
6s1aroapHoCTb. Korza Mbl JOCTUIJIM PEKOPAHOr0 HH/EKCa Y/I0BJEeTBOPEHHOCTHU KJIHUEHTOB,
Mbl YCTPOUJH Oapbekio. Mbl pasBecHJIM MO BCEMY aBTOLIEHTPY IMJIAKAaThl, COOPATUCh BCeE
COTPYAHUKHU, U Mbl TOBOPUJIK UM, KaK 3/J0pOBO OHU paboTasvd. Mbl Bcerja nNpoBOAMM TaKHUe
«MTUKHUKHU» B pabouyee BpeMs. (JItoAu NPUXOAAT U YXOAAT MO O4Yepeid, YTOObI M03a60TUTHCS
0 KJIMeHTax.)

[IpoBesieHHe Tpas3AHOBAHWM B paboyee BpeMs - 3TO ellle OJIMH CIIOCO6 CKasaThb
«Ccracuoo».

OCHOBHbIE BbIBO/bI
—B bI no6bnaropgapunmn cCBOWUKNSA ?Heyai6 BT H N K O B
6J1aroJlapuTe CBOWUX KJIMEHTOB, Bbl JOJKHBI MOOJIaroJlapUTh M TeX, KTO
BbINOJIHUJI PaboTy.
—-EcTb MacCcCa BoOMnmpocosB, KOT O QP bl MO XH (
BblHECEHUEe 0J1aroJapHOCTHU COTPYJAHHUKAM He OTHOCUTCS K HX YHCIHY.
«Cnacub6o» 60Jiee BECOMO, €CJIU 3TO TOBOPUT 60CC, — MPOCTO NOTOMY, YTO OH
6occ.
—-Korga TONbKO BO3MODXHDO, NMoKas3blBamTe
pabouy e eEcaumB®r to6upaeTech IPOBECTH BEYEPUHKY, UYTOObI CKa3aTh
cj0Ba 6JIaroZJapHOCTH, Mo4yeMy Obl He MpPoBecTU ee B 15 yacoB cpejbl
BMecTO 14 yacoB BOCKpeceHbsA? ITO MOKa3bIBAET JIOAAM, YTO Bbl CEPbE3HbI
B CBOEU MPU3HATEJIbHOCTH.
—-Co3pante H a P6p a.| slarpaxkhali® novame. 3Havykw,
NJIaKaThbl, 3aMeTKHU Ha CaMOM jieJjie paboTaloT.
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I'nasa 13
KiimeHT He Bcerga npas

Bbl ThicA4YM pa3 c/bllIaJv CTApyl0 NMOTOBOPKY: KJIWEHT Bcerga mpas. U A gymato, 3To
npaBuibHO. [loyTH Beceraa.

Eciu KJIMEeHT HeJloBOJIEH Hallled paboToW, Mbl CHpalllMBaeM ero, B 4eM mnpobJema, U
6ecrnyiaTHO ucnpasJjseM. [loutu Bceraa.

Ho npaB Ji1 KJIMeHT BcerJa U abCcoIl0THO, BHE 3aBUCHMOCTH OT JIFOObIX 06CTOSITENIbCTB?

Her.

Yo cocTaBiseT UCKIOYeHUe?

YacTo 3TO BOnpoc cripaBe/iyIMBOCTH, U MHOTZA — JieHeT.

Korga feHbru HeGoJsiblive, KAMEHT B C € mph@ Ctbhio JleoHap/, KOTOPbIM yHpaBJseT
KpyIHENIIUM B MHUpPe MOJIOYHbIM MarasvHOM, pacCcKas3aj UCTOPHUI0 MPO KeHUUHY, KOTopas
KynuJa y Hero /iBa ¢yHTa ¢puje MUHBOH, KOrJla OH npoJiaBaJ ero no 5,98 noJsuiapa 3a QyHT.
Ha cnenyroiiei Hefesle OH OpraHyM30Bajl pacnpofaxy, U ¢use ctano cTouTh 4,98 3a QyHT.
JdTa nokKynaTeJibHULA NPULLIAa U NOTpeboBasia, YTOObI OH BEPHYJI €l Ba J0JJ1apa, KOTOpbIe
OHa cMorJia 6bl CAKOHOMUTb, €CJIU Obl MOJI0XK/[a/1a HeJeIo.

OH oTaan et ABa Jossiapa. f 6bl TOXe Tak caesiall.

Ho aBe Thicsiuu foJi1apoB? ITO COBCEM JIpYyrou BONpPOC, He paBja Jinu?

Korza paccka3blBalOT UCTOPUM NPO TO, YTO KJMUEHT BCerjia npas, KOJUYECTBO JeHer
Bcerja HeBeJUKO. Mbl ciabliuM npo Cteio JleoHapga uad npo McDonald's, B koTopom
aBTOMAaTHU4YeCKM 3aMEHSIT Balll 3aKa3, €CJU Bbl HeJOBOJIbHbl, HO BCe 3TO KacaeTcs
HeJJOpOTUX MPOJAYKTOB.

Jlosi1apoB 10 NATUCOT, BO3MOXXHO, MbI He Oy/leM npenuparbcs HU ¢ KeM. Ho 6osb1ie —
3TO yKe CllopHas 00J1acTh.

[Ipumep.

Kak-To Haul cTapbli KJUEHT NPUTHAJ K HAaM CBOIO MAlIWHY JJisi 00CIY>KUBaHUs, a caM
yexaJl B OTIYCK. B 6ara’kHuke OH 3a0bLJ1 CYMKY C NepenejiaMy, KOTOPbIX HACTPeJIsiJI HAKaHYHe
Ha oxoTe. KoHe4HO, 3a iBe HeZlesiu Nepenesia UCIOPTUIUCh U B KOHIle KOHII0OB B30pBaJIUCh, U
HEBbIHOCUMBbIH 3aMax NPoNUTaJ BClO MallUHY. Ec/i 6bI Mbl 3HAJIU PO HUX, MbI ObI UX IPOCTO
JlOCTaJIU U HAYEro Obl He CIYYUIIOCH.

OH yBepsis1 HAaC NOTOM, YTO CKa3aJl MacTepy, IpUHUMAaBLIEMY MalIAHY, YTO TOT MOXET
B34Tb An4b cebe. Ho MacTep Bo3paxkas: «OH HAYEro TaKoro He FOBOPUJI IpU MHe. fl 3HaJ1, 4YTO
MalllMHa [l0/DKHA Oblla OCTaThbCSl y HAac Ha JBe Hejenu. Ecium Obl MHe cKasajid, 4TO B
OGara’xHUKe JieXKaT Inepernesia, MHe ObLJIO ObI 3TOT0 AOCTATOYHO, YTOOBI OCTATh UX OTTYZa».

Y MeHsI He ObLJI0 COMHEHUH, UTO KJIMEHT HE MPaB U UTO OH HUKOT/a He TOBOPUJI HALIUM
COTPYZIHMKaAM O Mepernesax B 6araxxHuke. Ho mocko/sibKy OH HacTauBaJl Ha CBOeH IpaBoTe U
ObLJI HAIIMM CTapbiM KJWEHTOM, Mbl BBIKYNW/IMA y Hero MauuHy. (Mbl npojiaiyd ee moTom
ONTOBHUKY, NPOJAIIEMy NOJepPKaHHble MAalIMHbI APYTUM JIMJiEpaM; OH CKa3aJl, YTO CyMeeT
CIPaBUThCS € MPO6IEMOH.)

Eciu BBl XOTHUTE nogaAep>KNBATb CcBOM 6H3HeC, ,aaBaﬁTe KJIMeHTaM
TO4YHO TO, YTO OHH IIPOCAT, 6€e30 BCAKHX KoJiebaHUH. Ec/iu BbI JeJsiaeTe XO0Thb
4yTb-4yTb MEHbIIE, Bbl MOXKeTe IPOCTO HHUYEro He [AeJjaTb, TaK KaK BCe
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pPaBHO 1IoTepdeTe UX paCIIOJIOKEHHE.

/lo KaKoro-To MOMeHTa NpPHUEMJIEMO, YTOOBI KJIWEHT «pa3BoU/I» Bac. U 3aTo BpeMsa oT
BpEMEHU MPOUCXOAHUT, XOTS U HeyacTo. Hanpumep:

- KiineHT 3adBJ/isieT, YTO OH OCTaBWJ B MalllMHE TEHHUCHYIO pPaKeTKy, KOrJa MpUrHasl
MalllUHy B CEpPBUC, a Telepb pakKeTKH B MallWHe HeT. fl 3HAlO, UTO HAllM MacTepa He
yBJIEKAIOTCSA TeHHUCOM. HO Bce-Taku Mbl KYNIUJIM MY APYTYIO0 PAKETKY.

- OpuH OUpxKeBOW OpOKep MOXaJOBaJICSA, YTO, KOrJa OH ObLI y HAc, OH 3a 4YTO-TO
3alenuiicad M nopBas pyb6aiiky. OH mpucaal HaM cyeT Ha 65 gosuiapoB (a pybamku Gant
CTOWJIY TOTAa 6,5 f0J1/1apa), U Mbl €ro OMJIaTHJIN.

(BbblL1 oAMH JesiTesb, KOTOPBIM 3aHUMaJ/IC 3THM B HallMOHaJbHOM Macuutabe. OH
HamycaJl B MacCy aBTOLEHTPOB NHWCbMa, YTO OH NOpBaJ pyOallKy, KOrja OCMaTpHUBal
aBTOMOOWJIb, U 00aBJISAJ, YTO COTPYAHHUKHU aBTOLLEHTPA ObLIM C HUM O4YeHb rpyoObl. Jlanbiie
OH BbIpakaJl YBEPEHHOCTb B TOM, UTO AWJIEP HE OYJIET CMOTPETh HA 3TO /IeJI0 CKBO3b MaJiblbl
U, XO0Td pybauika Oblia Hexoporas - Bcero 35 [0/1apoB, Biajesblly OyZeT UHTEPECHO
y3HaTbh 0 npousoiie/uieM. OH HampaBuJ 3TO NucbMo BceM auiiepaMm Cadillac B cTpaHe u
MOJIyYMJI Ky4y JIEHET 3a CYeT »KeJIaHUS JUJIePOB CAeaTh NPUATHOE CBOUM KJIHMEHTaM.)

- BbLu ellje KJIKMEHTHI, YBepABLINE, YTO y HUX IPOINaid MOHETHI, KOTOPbIe OHU Jep>KaT
B MalllMHe JJIs OIJIaThl Mpoe3/a Mo XakWBesM, WM B OaraKHUKe HET HOBOW CIIOPTUBHOU
KYpPTKH, KOTOpasi TaM JiexaJsa JI0 PEMOHTA, UM OHU UCHOPTHUJIM CBOM HOBble LUTHUOJIETHI B
CMasKe, IPOJIMTOW BO3Jie CTOSTHKHU.

B kaxx10M ciiy4ae Mbl BbINKMCbIBAJIA UM Y€EK.

JTO TOXKe LieHa 6M3Heca, U Mbl MOXKEM 3aJI0KUThb ee B 010/KeT.

Morsin Hac 06MaHyTh?

Ja.

BoJiHyeT Jiu Hac, YTO HAaC MOTJIM 06MaHyTh? HeT.

B Mupe ecTb onpezesieHHbIN NPOLEHT JIIOJEH, KOTOpbIe TakK AesalT. UM KaxeTcs, 4YTo
OHU BBIUT'PBIBAIOT, KOT/Ia «Pa3BO/ST» HAC.

Co BpeMeHeM Mbl MOXKEM CTaThb IMHUYHBIMH, HO HY?)KHO 60POThCS C 3THUM, TaK Kak 99 %
awjeil BeayT cebss yecTHOo. OHM HCKpeHHe BepAT, YTO TEeHHUCHasi paKeTKa Jiexkaja B
OaraxHUKe, JlaKe eCJU OHHU CJleJlajid MSITh OCTAHOBOK Ha NMyTH K HaM, Mapy IocJje Hac U
3aMeTHJIM NPOMNaxy, TOJAbKO y>Ke BepHYBIIUCH IOMOM.

Ec/iiv Mbl HAUHEM BBIYHCIATh, KTO HAC 0OMaHbIBAET, Mbl TApAaHTUPOBAHHO OIIMGEMCS U
00BUHUM XOpollIero yesoBeka. Jlydiie y» Mbl IPe/0JI0XKUM, UYTO, €CTH KJIUEHT TOBOPUT HaM,
YTO y HEro eCcTb NpobJieMa, 3HaYUT, 3TO AEUCTBUTENBbHO TaK.

MUMess fgesio C HeAOBOJIbHBIM KJIHWEHTOM, Bbl Oy/leTe 3aZaBaTh cebe BOMPOC: Kak
NPaBUJIbHO [eMCTBOBATh B KAX/J0M KOHKPETHOM cJiy4ae?

B kHure «Pa3mbllyieHne o Mara3duHe» CTeHJM MapKyc nucaa: ecad Bbl XOTHUTE
COXpaHUTb CBOM OU3HEC, JaBallTe KJWEHTaM BCe, YTO OHHU MOMNPOCAT, HE YBUJIMBAs U He
YKJIOHSSICh. EC/1M BbI TOpryeTech C HUMH, Bbl Ha IyTH K IOTEPE UX PACI0JIOKEHHUS.

Ecsiv BbI CKa3asiy, 4TOo pyballika, KOTOPYIO Bbl MOpPBaJK ¥ HAC, cToUT 100 10/171apoB U Mbl
V3BHHUJIKCH U BbllMcau 4yeK Ha 100 fo/1/1apoB, TO BCE UAET MPEKPACHO.

Ho ecnu kineHT ckasaJs, 4yTo py6aumka ctouT 100 goJsiapoB, a Mbl Hauyald FOBOPUTh:
«BblI Beib HOCKIIM 3Ty pybalIKy HeKOoTopoe BpeMs. [loueMy 6b1 BaM He yA0BJIeTBOPUTHCS 50
JloJIapaMu?», 3To GyZeT TO e caMoe, YTO U He C/ieJIaTh HUYero, — MOTOMY YTO Mbl IOTEPSIIN
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Jlobpoe OTHOILIEHMEe KJMeHTa K HaM, KOTZa Hayau OClapuBaTb CTOUMOCTb U O0OCYXJAaThb
CTeleHb U3HOCA PyOaLlKH.

CTeHsM paccka3blBaeT UCTOPUIO, CAYYUBIIYIOCA C HUM B NEpPBble AHU ero paboThl B
MarasuHe. OfHa JjamMa KynuJa 6ajbHOe IJIaTbe, OTJeJaHHOe KpyKeBaMU py4YHOH pabOThlI.
OHa 3abpasia ero AOMOHM, OAUH pa3 Hajesa U, co ca0B CTeH/H, «IpUHECJa ero B TaKOM
COCTOSIHMH, KaK 6y/TO OHA B HEM 60p0JIach, U IONPOCU/IA BEPHYTh €U IeHbI'U».

CTeHJIM BepHyJ el JleHbI'M - C YJbIOKOM, paccyZijMB, UTO 3aMEeHUTb KJIHWEHTa OyJeT
HAaMHOTO0 J0pOoKe, 4YeM IiaThe 3a 175 gosnapos (3To 66110 B 1932 roay). OH okasascs npas.
«B Teyenune MHorux Jjet,- nuueT CTeHJH,- 3Ta KeHIIMHA norpaTtusaa y Hac 500 000
Jl0JITIapOB».

Korza s npouuTan 06 3TOM B ero KHUre, MOsl )KU3Hb CTajla HaMHOro npoie. Bmecto
IOMNBITOK pa300paThbCsl, HACKOJbKO YeCTHO BeJeT cebs KAWeHT, Mbl, kKak CTeHau Mapkyc,
CMOTPHUM Ha LJeHY [I0JITOCPOYHBIX OTHOLIEHUH.

Ecnin nena Bompoca MeHee 500 fo/11apoB, pyKOBOJUTEJNb JeNapTaMeHTa HMeeT
IOJIHOMOYMS yperyJupoBaTb mnpobsieMy. Bosblive cymMMbl TpeOyOT MNOATBEPXKAEHUS Y
reHepajibHOro AUpeKTopa. llesib COCTOUT B TOM, YTOObI JIDOOH 1[eHOW yAepKaTh KJAUEHTA.

Ho korga KTo-TO mbITaeTcs MOJYYUTb OT TAaKOrO0 OTHOLIEHWSI HeOOOCHOBaHHbIE
NPUBUJIETHH, Bbl JJODKHBI OLEHUTD, UYTO JOPOXKE.

BOoT K/JMeHT NMoKynaeT MalllMHy, NpUe3aeT Ha HeW JOMOM M NOKa3blBaeT ee KEeHe.
Kena zasaBnsieT: «fl HeHaBUXKy 3esieHblH 11BeT. fl xoTesna cuHIOW. BepHu ee». B aToM ciyudae
MBI IOMEHSIEM 3€JIeHYI0 MalllMHYy Ha CHUHIOIO.

Ho ecsiv oH nprob6peTaeT y Hac MalllMHY U [1eCATh IHEH CIyCTs 0OHAapYy»KUBaeT, YTO MOT
Obl KYNUTb TZe-TO Takyw e Ha 250 JosisiapoB jJelieBJie, OTBET CKOpee BCero OyaeT
OTpHULLATEJbHbIN. Mbl 3aKJIIOUUJIM CAEJIKY U COOUpaeMcs NIPUAEPKUBATBCS €€ YCI0BUM.

MHorga mnomajarTcsd KJAWEHTbl MPOCTO HeBO3MOXHble. K mnpumepy, KTO-HUOYJb
INOCTOSIHHO NMPUCTAaeT K KacCUplle WU Xe TPeTUPYyeT HallUX pabOTHUKOB, HaXOJs Hally
BUHY abCOJIIOTHO BO BCEM, YTO MBI JlejlaeM. B Takux ciy4yasix HaM OCTaeTcsl TOJbKO CKa3aTh:
«Mbl MpPOCUM MpOILEHHUSs, HO, HaBepHOe, Bbl OyjeTe CYACTIMBbI UMETb [leJI0 C KeM-TO
JIpyTuM». Y MeHs YILJIO OYeHb MHOI'O BpEMEHHU Ha TO, YTOObI HAYYUThCS 3TOMY, IOTOMY UTO
noJ00HbIe MHLIU/IEHTHI C/Iy4aloTCsl He Yallle 4eM pa3 B roJi. Ho Tenepsb g1 Mory ckasaThb Takyo
¢pasy.

MHorga ™Mbl fgake HampaBJ/isieM TaKUX JiIOJled MpsIMO K HauleMy <«JIHOUMOMY»
KOHKYPEHTY.

OCHOBHBIE BbIBO/JbI

—-KnneHT BCeIgMa KMAXEH Mp e Hy&yo aialTu 3TOT
npezes. Mbpl 0 BO3MOXXHOCTU CTapaeMcd IPUHATb pelleHue B I0JIb3Y
KJaueHTa. Bbl TOXe AOJI?’KHBbI TaK AeJIaTh. JTo IPpUHOCHUT HpH6bIJIb.

-Ynoe6bantecesb, Korga KNWeHT nNnbTaerTtcsH
n p M B N NExim I/lBH:IJI pelinjin AaBaTb KJIHWEHTY TO, YTO OH XO04e€T, ILLaBaf/'ITe
3TO MOJIHOCTBIO U C yJbIOKOW. He TopryiTech, He 3aKaTbIBalTe Ija3a U He
6y,£[bTe CapKaCTHU4YHBLI. Ecsu BbI XOT$ 6bI 9yTb-4yTb M€HEe IIPUBETJ/IUBLI, YEM
TpebyeTcs, 3TO OyJAeT CTOUTh BaM BCEro TOrO PACMOJIOKEHHUs KJIUEHTa,
KOTOPOTI'O BbI ,LI06I/IBaETECb.

—-KnwnewHT bl X E@o KIMEIT TOBOPUT, YTO Y HEro ecThb
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npo6sema, 99 mnpouentoB u3 100, 4yTo 3TO JEeWCTBUTENbHO Tak. He
103B0JIAKWTe ocTaBueMycs 1 % U3MeHUTH Ballle oTHouleHue K 99 %.

I'maBa 14
Kak caenaTh Tak, 4YTOObI KJIMEHTHI NOLLIM BaM HABCTPe4y

OkasaHHe XOpOUIMX YCJYT — ABYCTOPOHHHUH Ipolecc. Bbl MoxeTe caenaTb Tak, 4ToO
KJIMEeHTbI IOWAYT BaM HaBCTpeyy.

MbI HaYKMHaeM C TOro, YTO MPOCUM UX IOMOYb HaM B OpraHM3aluy Hallel paboThl.

BcrioMHUTE, YTO NPOUCXOAUT KaXKJbIM pa3, KOrZa Bbl XOTHUTE MNOYMHUTD KaKyl-HUOY b
Belllb. BaM mouTu Bcerja roBopsaT: «HeT mpo6sieM, MpUHECUTE ee Cloja 3aBTpa YTPOM».
HazaBTpa B moJIBOCbMOr0 yTpa BbICTPauBaeTCs Oouyepefib, U BCe YYBCTBYIOT cebsl yOOTMMHU.
KiveHTy nmpuxoAuTcs 0XUJaTh, IOKAa KTO-HUOYAb OCBOOOAMUTCA U MO3a0OTUTCA O HEM, a
COTPYAHUKHU OT/ies1a 06CIY>KUBAHUSA CXOAAT C yMa OT eperpysKH.

JTO MJI0OXOM crnoco6 OKa3aHWUs XOpolled ycayrd. Mbl MOJOUIIM K 3TOMY HEMHOIO
0-/pyroMy.

CkakeM, KJIMeHT 3BOHUT HaM, XKeJlasl CAaTh MallKMHY Ha o6caykuBaHue. Kak U Bce, Mbl
TOXXe roBopuM: «HeT npo6sieM» — HO IIOCJIe ITOTO CMOTPUM Ha CIMCOK BCTpeyY, KOTOpbIe yxKe
Ha3HaueHbl. Ec/iv B 0JIBOCBMOTro BpeMsl yKe 3arpy:KeHo, Mbl ClipallliBaeM KJIUEHTa, He MOr
O6bl OH NpPUTrHaTh MAaLIKMHY B NOJJEeHb. B [1eBATU cay4yasix U3 AeCATU OH ObIBaeT COTrJaceH.
Ecnu ke HeT, Mbl IpesijiaraeM BpeMs nocjie o6esa Uiy nocsae pa6otsl. (M noMmHUTE, MBI BeJjb
JlaiuM eMy 6eclJIaTHYI0 MallMHY Ha 3aMeHy, 10Ka ero MalluHa 6y/1eT B MacTepCKOM.)

[IpefocTaB/isisi KJIMEHTY BO3MOXXHOCTb BbIOpaTb BpeMsl, Mbl CTapaeMcs CZeJsiaTb ero
BU3UT KaK MOHO npoie. [l1oc 3To nmo3BoJisieT cb6asaHCMpPOBaThb M Hally 3arpysky. Beab
€CJIM OH CZIacT HaM CBOIO MalllMHY B 17 4acoB, TEXHUK CZeJlaeT 4aCTb paboThI yKe B 3TOT JleHb
U y Hero 6ysieT GpoHT paboT Ha 3aBTpalIHee yTpo. OH /axKe CMOXKET, eC/IM 3aX04eT, IPUNUTH
paHblile, YTOObI 6O0JIbIIIE YCIETD.

UTak, BoBce He 00513aTeJIbHO, UTOObI BCE KJIMEHThI Che3KaJMCh CAAaBaTh MallWHbI B
PEMOHT C paHHEro yTpa, U Mbl MOXKEM IOJYYUTb U3 ITOrO elle OJHY BbI'OAY: pacnpejess
60Jiee paBHOMEPHO Hallly paboTy, Mbl MOXeM y/ieJIUThb 60Jibllle BpEMEHU KaXKJ,0My KJIUEHTY
M BHUMaTeJIbHee U3YyYUThb COCTOSIHUE ero MalluHbl.

Ca10XHO OpPraHU30BaATb HpaBI/I.HbeII‘/JI PEMOHT HWJIM MNPEeAOCTABHUTDb
Xopoumyrw yciayry, eCJid Bbl HEe 3HaeTe, YTO HYy>KHO OTPEMOHTHPOBATHb WJIH
4yero Xo4eT KJIMEHT. HaﬁﬂHTe CIoco6 3acCTaBUTh KJIHEHTa INOTPATUTDb A€CATb
MHWHYT OJid A€TaJIbHOT'O OIMMCaHHUA €ro HpO6JIeM Y MOXeJlaHUH.

Mbl pekoMeHAyeM, 4YTOObl KJIHWEHT caM IMpUexaJl K HaM, eCJd ero OeCHnoKOAT
KaKHhe-HUOYAb IIyMbl WU Apebe3KaHus, — TaK OH MOXKET BCe 00'bSICHUTD U MT0KA3aTh JIMYHO.
ITO MOX0Xe Ha MocelleHHe AOKTOpa: ecJd OH MOXeT OCMOTPEeTh BaC U BBICJAyUIATh BallU
00'bsICHEHMS, OH TIOMOXeT BaM 6oJiee 3pPeKTUBHO, 4YeM ecsiM Obl Bbl pacckasald O CBOEM
CaMOYyBCTBUHM 110 TesiepOHY.

Kak HU CTpaHHO, 04eHb TPYAHO YrOBOPUTH JIIOJEH MOAPOGHO paccka3aTb, YTO UM
HY>KHO: KJIMEHThI Bcerja cremaT. Ho ecii oHM MOTPATAT JONOJHUTEbHbIE 1eCATh MUHYT Ha
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ONYCaHWe Npo6JieM, LIAHChl HAa NpPaBU/IbHBIM PEMOHT IO MeHblLIeM Mepe YJABauBaIOTCH.
HuKTO M3 Hac - HU KJIMEHThI, HA TeM 0oJiee Mbl — HE XO4YeT, YTOObl OZJHA U Ta e paboTa
Jleslajacb NMOBTOpPHO. M eciu OHM He NpUe3kKalwT BCe C CaMOTO yTpa, KOrja U Mbl
neperpy>KeHbl, U OHU TOPONSATCA Ha paboTYy, — TOTAA Mbl CMOXEM NOJAPOOGHO NOTOBOPUTh.

O4eHpb 4acTo Takasd HeOOJibllasg UHBECTULUS BpeMeHU MOMOTaeT CIKOHOMUTb MHOTO
BpeMeHU B OyayuieM. Mbl cTapaeMcsi NOATOJIKHYTb KJIMEHTOB K Pa3roBOpy 06 HUX 0COOBbIX
NOoXKeJIaHUSAX U MOTPeOHOCTSAX. XOTUTE JIM Bbl, YTOObI Mbl MbIJIM MallMHY KaX/JIblH pa3, Korjaa
Bbl IpUrOHseTe ee K HaM? [IpeanouvTtaere M Maciao «10-40»? HpaBATca JiM BaM IIHMHbBI
Michelin? Xopouio. MsI cziesianu cebe mOMETKHU U 60JIblIIE CIIPALIMBATL 06 3TOM He Oy AeM.

EcTp euie oAMH cnocob6 MokasaTh KJAHWEHTaM, KakK MOJYYUThb Xopollee 00CaAyKHMBaHUE.
Hazio 6bITh ¢ HUMU JI0OE€3HBIMU — TOTZ|A U OHU CKOpee BCero 6yAyT Jit06e3HbI C BaMU U 6oJiee
TepneJyuBbl, YTO 06sieryuT paboty. TpyaHO AenaTh 4YTO-JUO0, KOTAa 3a CIMHOW KPHUYMUT
KJIMEHT.

Mbl Takxe cTapaeMcsi OO'bSICHATb KJIMEHTaM, Kak Mbl BeJieM jfesia. Hanmpumep, Mbl
paccka3blBaeM UM O TOM, YTO, KOTZla OHU K HaM NPUXOJAT, Mbl [IEPBbIM /Jl€JIOM U3BJIEKaeM
KapTO4YKYy C HUCTOpUEH O0OCAyKHBAHUS MX MallWH. JTa KapTO4yKa TaKXe IO03BOJIIET HaM
OmnpeseJUuTh, KTO U3 MacTepoB 3aHUMaJICAd 3TOW MalmiMHOUW panblue. (KaueHT obuiaeTcs c
OLHUM K TeM e MacTepoM KaX/Jblil pa3, U y HaC MNOABJSAETCA [ONOJHUTebHas
BO3MOXXHOCTb /ISl YCTAaHOBJIEHHUS1 B3aHMOOTHOIIEHUH ¢ HUM. Mbl XOTUM, UTOObI €My ObLJIO
yA0OHO MMeThb C HaMH [leJ10, U BbICTPAaWBaHUE JIMUHBIX OTHOLIEHWH MoMoraeT 3ToMy. Mbl
paccYUThIBaEM, YTO, KOTJA OH CJABIIIUT CTPAHHBIN IIYM MO/, KAallOTOM, OH CKaXeT: «fl cbhe3xy
K MOeMy MacTepy AJiaHy, U OH 103a00THUTCSI 060 MHEY.)

Y3HaB, KTO M3 MacTepoB paboTaeT C 3TOM MallMHOW, Mbl HaK/JIeHBaeM Ha ee KpbILly
HeOOJIbILYI0 [[BETHYI0 HYMEPOBAHHYI0 HaKJENKY, TaK 4YTO AJIaH CMOXET YBUJETb MAIIUHY
CBOETO KJINEHTA B MOpe MalllMH, CTOSLIMX BOKPYT.

[TocKOJIbKY KJWEHT 3HaeT, KaK paboTaeT CUCTEMa, eMY yKe He KaXKeTCsl, YTO eCJIM Mbl
CyeTUMCs BO3Jie YY>KOH MallMHBbI, TO Mbl PO Hero 3a0bLiu. OH 3HAeT, YTO y KaXKJ0ro eCThb
HOMeEP M BCEX 06CAYXKAT MO MOPSAAKY, TAK UYTO OECIMTOKOUTHCS HE 0 YEM.

KiveHT fjoBOJIEH, /ja ¥ HaM Mpolie AesiaTh CBOI paboTy.

OCHOBHBIE BBIBO/bI

—-MMo3BONbLTE KOMnWNeHTawM NMOMOUYD Bawm OK a3b
HayuuTe ux, Kak moJiy4aTh JIYYIIMU CEPBUC: B KAKOe BpeMs y100Hee BCEro C
BaMH BCTpPeYaTbCs U YTO OHHU JIOJDKHbI CKa3aThb BaM, 4T0Obl paboTa Gblia
cZleJlaHa MPaBUJILHO C IEPBOro pasa.

—-Ecnun BB ynbbaeTvTecesb, BE&/IM BbIT B@»IBBbLY /1 bl O H Y
KJIMEHTbI OYAYT BEXKJIMBBI B OTBET. ITO 00Jier4yaeT paboTy.
—O6bACHNT e KnuneHTamwm, ¥ aac moker 6pp)TA 60O T aeT

Jlydllasg B MUpe CUCTeMa /Il UJlea/IbHOTO BBINOJIHEHUSA PaboThl, HO eCcy
KJIMEHTbI 3TOT0 He 3HAIOT, OHU B JIy4lleM cjy4ae 6yAyT COUTHI C TOJIKY, a B
XyZlieM - 0603JieHbl. Korjia oHM moiMyT Ballly CUCTEMY, OHU OYAYyT AyMaThb
0 BacC Jiyullle ¥ 3aX0TAT BEPHYThCH.

I'saea 15
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HpOI‘paMMbI AJIA MIOCTOAHHBIX l'lOKyrlaTe.JIEi;l

PykoBoguTesb American Airlines bo6 Kpanaann - Mmyapseiii yesoBek. PaspaboTka ero
aBHaKOMIIaHMe! IpOrpaMMBbl JJ1S1 YAaCTO JIETAIOIIUX NACCAXKUPOB J0Ka3asa 3To.

[IporpaMMbl [/l TOCTOSAHHBIX NACCaXKUPOB MOAYEPKHUBAIOT, CKOJIBKO BHHUMaHUA
yAeJasI0T aBUAaKOMIIAaHUK CBOMM KJueHTaM. Kax/blii OHM3HecC J0/KEH UMETh TaKoOro poja
nporpaMMy: 3TO ellje OJWH CNoco6 CO3[aHUs JIOSIAbHOCTU KJIMEHTOB. B TOM, 4TOOBI Jito U
BO3BpaAlllaJIMCh K HAM CHOBA U CHOBA, U COCTOUT BCA WJes NPeAOoCTaBJeHUs NPEBOCXOLHOIO
KJINEHTCKOT'O CEPBUCA.

Ecsiv MbI CMOKeM 3aCTaBUTh KJIMEHTA BEPHYTbCA K HaM, IPOU30MAET BOT YTO.

Bo-nepBbIx, HalllM IPOAAXKHU BbIpacTyT. KIMeHT nokynaeT yHac 60Jiblile.

Bo-BTOpBIX, MBI YyCU/IMBAaeM Hally O3ULUIO Ha PbIHKe. EC/IM K/IMEeHT NoKynaeT y Hac, OH
He [OKyINaeT y KOHKYPEeHTOB.

B-TpeTbux, Mbl CHU)KaeM HalllM pacxoAbl Ha MapkKeTUHTI. Ha moBTOpHOe npuBJ/ieyeHUe
KJIVMEeHTa He HaJl0 TPaTUTb MHOTO JIeHer: OH y)e Haul KjJueHT. K ToMy ke /JJ0BOJIbHBIE
MOKYyNaTeJu PacCKaXXyT CBOUM JIPY3bsIM, KaK UM HPaBUTCS UMETD JIeJI0 C HaMU, — a HET boJiee
3¢ PpeKTUBHOM peKIaMbl, YEM PEKOMEH AU pyTa.

B-yeTBepThIX, 3TO U36aBJsIeT HAC OT LJeHOBOM KOHKYPEHI|MH, IOTOMY UYTO JIOSJIbHBIN
KJIMEHT BPSAJ JIU COGJIa3HUTCA CKHU/AKOM B HECKOJIBKO JI0JIJIAPOB B IPYTOM MECTE.

M HakoHel, JOBOJIbHBIMA KJIMEHT Oy/JleT OXOTHO NP060BaTh U JApyrue Halld NPOAYKThI
WJIM YCJIYTH, TaK KaK Mbl JieJlaJid JIJIs1 HET'0 XOPOIly0 paboTy B MPOIILJIOM.

C yyeTOoM Bcex 3THUX NPEUMYLIECTB MHE TPYyJAHO MOHATb HNPUYHHBI, 110 KOTOPbIM Yy
KOT'0-TO HeT MPOrpaMMbl [Jis NOCTOSHHBIX MOKYyNaTesel: BeAb JIOJIbHOCTb KJIUEHTOB He
NOsIBJISIETCA caMa COO0M. A mporpaMma TaKoro poJia TOBOPUT KJIHUEHTY O TOM, HACKOJIbKO OH
JlJ1s1 BaC BaXKeH.

[IporpaMMmel [iJisi IOCTOSIHHBIX MOKYIaTesJed J0KA3bIBAIOT KJIHUEHTaM,
HACKOJIbKO OHMU BaXKHbI JJisi Bac. Mcmosib3yss TakoW NOAXOJ, Bbl UeTe
HAMHOTO JlaJibllle, YeM KOTZla TOBOPHTe (MHOTAA MeXaHUYECKH) «CHacubo».
BbI 1eHiCTBHUTENILHO BO3HArpaXKJAaeTe JIF/ e, UMEKIIUX C BAMH J1eJ10.

EcTp eme mapa TOHKMX, HO Ba)XXHbIX MOMeHTOB. Hampumep, aBMaKOMIaHUH CaMH
BBINOJIHSAIOT BCIO paboTy no opopmieHuto 6ymar. KiimeHTy He HaJlo 3a 4eM-TO CJaeJUThb. ({1
JlyMalo, eCTb YTO-TO YHU3UTEJbHOE B TOM, YTO KJIMEeHTa 3aCTaBJIAIOT OTC/IEXUBATD, CKOJIBKO
OH y Bac noTpaTuJi. Yacto oT Hero TpebGyOT KBUTAHIIMH UM 3aBOJAT KAPTOUYKH, HA KOTOPbIX
OTMEeYalTCcs MOKYNKU. f cYyMTaw, YTO 3TO HENpaBWJIbHBIM MOJXO[: KJIHEHTA CJIOBHO ObI
3aCTaBJIAIOT BBIMAJIMBATh y BacC M0/ApOK.)

KpowMme Toro, nporpamMmel A/ NOCTOSAHHBIX MOKyNaTesJel 4acTO MOMOralwT X03feBaM
MarasuHOB ONpeJleJIMTh CBOETrO JIydlllero KJreHTa. Mbl MOXKeM B 00111eM Npe/iCTaBJAATh cebe,
yTOo MUccUc [PKOHC MOTpaTU/Ia Maccy JieHer y Hac 3a BCe To/ibl, HO SIBJISIeTCS JIK OHA 6oJiee
XOpOLIUM MOKymnaTesieM, 4eM MUccuC CMUT wuian Muccuc Yaut? TpysHO HaWTH 4YeJsOBEKa,
KOTOPBIM 6bI NOMHUJI BCe 3TO. HO 0/KHBI J1M MBI UMeTb TaKyt0 UHGOpPMaLHI0?

/IBe Mou JitoGUMble UCTOPUU 06 3TOM KacatoTcs oTesist Mansion 3aech, B [laniace. Korja
ero BJIaZleJiblbl 3aHAJIUCh BBIYMCIEHMEM CBOUX CaMbIX JIYYIIUX KJIMEHTOB, OHU OOHApYXKUJIY,
YTO /IBa MHBECTHULIMOHHBIX 6aHKUpa TPaTAT B ux pectopade 20 000 gonnapoB B M e B Ly .
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pectopaHe! TosbKO ToOrja A0 HUX JAOLIJIO, YTO OHU JOJDKHBI 3THUM JIOAAM 060Jiblle, 4yeM
IPOCTOE «CHACUO0».

AHasorvyHas Bellb, NpaBja, B MeHblIeM MacluTabe, Mpou3olya U co MHOH. Hama
KOMIIaHUs ycTpouJsa B Mansion JBa 6JiarofapCTBeHHbIX 06eja AJs1 CBOMX NpPOJABLOB, a
IIOTOM OJJHK/Ibl MBI C )XEHOW pellrJIM IPOBECTH BbIXO/HBIE NOAaJblIe OT BCeX. { M03BOHNUI,
yTOObI 3aKa3aTb JJ1 HaC KOMHATy, HO, KOTZJa Mbl IpHeXaJHu TyJa, 0Ka3ajocChb, YTO HaM
npejocTaBjeHbl anapTaMeHTbl. OHM NpPU3HAJU HAC XOPOIIMMU KJIMEHTAaMH M XOTeJW Hac
n06J1aroJapyuTh. ITO ObLJ )KeCT, KOTOPbIM MbI BBICOKO OLI€HUJIN — U 3allOMHUJIU.

Y Hac ecTb HECKOJIbKO CIIOCOOOB BbIPa3UThb NMPU3HATEJbHOCTb KJWEHTaM: JIMYHO, 1O
TesepoHy (Mbl BCcerjja 3BOHMM yepe3 Napy JHeH IocJjie TOro, Kak 4esJoBeK KyIHWJ y Hac
MallKHY, YTOObI YOeAUThCS, YTO C Hell Bce B MOpsA/IKe, U ellje pa3 CKa3aTb, KaK Mbl [JeHUM TO,
YTO OH MMeeT JleJI0 C HAMM), U MHOT'la Mbl paccblylaeM OTKPBITKU C 6J1aroJapHOCTbIO. A TeM,
KTO KyNHWJI Y Hac ABaJlaTh NATYI MallKHY, Mbl BCerja NOCblJaeM NpPeKpPacHbI KyOOK OT

Steuben.3 (S yauBsIOCH, CKOJIBKO HAZO 3alIATHTh OPUCTY UM GAHKHPY, YTOGBI MOJYYHTh
OT HUX XOTS 6bI OTKPBITKY. YTO YK TYT TOBOPUTH PO KyOOK...)

OnHako mporpaMMa BO3HarpaKJeHWsl He J[OJDKHA ObITh NpUBsS3aHAa K KaKOU-TO
0co6eHHO! MOKynKe. Hanpumep, Mbl IPOBOAMM €XXETr0IHYI0 BeUepPUHKY AJ151 KAueHTOB. OuH
pas 3To 66110 apT-110y. B Apyroit pa3 - mogHoe aedusie ot Neiman-Marcus. Kak-To 3To 6b11a
rypMaHCKasi BeYepUHKa, TOTOBUTD /st KOTOPOU Mbl pursacuiu [los [pygoma.

Y Hac ecTb MOJIHBIN CNHMCOK HAIIUX MOKYNaTeJel, U Mbl IPUTJIALIaeM B FOCTH UX BCEX.
MbI He nmpur/aniaeM MNOTEHLUATbHBIX KJIUEHTOB (XOTS ¥ HEKOTOPBIX MPO/IABLIOB €CTh TaKOe
IPaBo) — Mbl OrPAaHUYMBAEM KPYT MPUTJIALIEHHBIX TOJbKO TEMH, KTO UMeJ C HAaMH [IeJI0 B
IPOIIJIOM: 3TO Hall CNOCO6 CKa3aTh «Cnacubo» CTapblM KJIWEHTaM, NoAJep:KaTb C HUMHU
OTHOLUEHHUs, ellle pa3 c/iesaTh AJs1 HUX YTO-TO.

KTo-TO MOXeT cka3aTh, YTO MpOrpaMMa BO3HAarpaXkKJeHHUsI KJIMEeHTOB — 3TO JEeHbI'H Ha
BeTep: MOJI, TOCTOSIHHBIN NMACCaXKUP WM MOCTOSHHBIN MOKyNaTe/b BCe paBHO NPUJET K BaM,
YTO ero BO3HArpaXJaThb? Bbl MPOCTO BBIKK/IbIBAETE AEHBIH U3 CBOETO K€ KapMaHa.

Ho ckoJibKO JleHer 0Ka3aJsioch B BallleM KapMaHe 6J1aroapsi 3TUM XOPOIIUM KJIHueHTaM?
He crouT s ckazaTb UM «crmacub6o» xoTs Obl 3a 3T0? W moyeMmy Obl He JaTb UM
JIOTIOJTHUTEJIbHBIE PE30HBI JIS1 TOT'0, YTOOBI OHU MPO/I0JIKA/IN ObITh BAIIUMH KJIMEHTaMu?

Jlroau 06T, KorJa uxX 6J1arofiapsaT 3a TO, YTO OHU UMEIOT C BaMU /[IeJI0.

OcHOBHbI€e BbIBO/IbI

—-by oAb Te HanpegeBys IROUX JYUIIUX KIUEHTOB, PETYISIPHO
ob1anTech ¢ HUMU. MOXeT ObITh, Bbl MPUILJIETE UM CBOM HOBOCTH WUJIU
IPUTJIACUTE Ha BedepUHKY. [l0KaXXUTe, UYTO BbI HE 3a0bLJIU O HUX.

—K a K yacrToO Hapjo I 0 B &@xablii b pa3, <« KoMmaA ¢ U 6 0 » °
pe/IoCTaBJSIETCS BO3MOXKHOCTb.

—-He 3abbBaiT Baxaad pase (BE3LIBAsSICh C KJIHEHTOM,
BKJIDUUTE B MUCHbMO YTO-TO ellje: OMTMCAHHWe HOBOTO MPOJAYKTA WUJH YCIYTH,
MHbOopMaIMIO 0 pacnpojaxe JM60 06 yBeJM4YeHUU paboyrX YacoB U T. II.

3 KOMHaHHﬂ-HpOI/ISBOHI/ITeJ'IL 9KCKJIFO3UBHBIX IOJAapPKOB.



karraba.ru

KHu2u 0nst pocma

I'1aBa 16
Kak HaHATBb JIy4YIIMX COTPYAHUKOB

OT/iM4HBIE YCAYTH MOTYT OKa3blBaTb TOJIbKO OTJIMYHbIE PAaOOTHUKU. UTOOBI OBITH
JIy4IIMMH, HY>KHO HaWTHU Jitofiel ¢ oneHkaMu 10 no 10-6a/11bHOM 1IKase.

KoHeuHOo, MOKHO cHUZIeTh B CBoeM odUCe U XKAaTh, KOTZA TaKue JU NpuayT camu. Ho
3TO He o4YeHb 3QPEeKTUBHO: Mbl NOTPATHUM Ky4y BpPEMEHH HAa MHTEPBbI C HEAOCTATOYHO
KBaJIUPUIUPOBAHHBIMU JIIOJbMHU, IPEXK/IE YEM HalJleM TOr0, KTO HaM HY>K€EH.

MbI nibITaeMcsi 060MTH 3Ty Npo6JEMY, IPOBO/SI MHTEPBbIO CO BCEMU MPETEHIEHTAMH, C
NocCJeyIIMM TeECTUPOBAHUEM TeX, KTO MPOU3BeJ Ha HAaC BIedaTJieHUue B X0Je UHTEPBBIO.
(MblI elie TOroOBOPUM O TECTUPOBAHHUM HUXKE.)

[Iponieccy HaiiMa Mbl yjeJsisieM MHOTO BHUMaHHUS. Bcs Hallla cucteMa o6¢/ay:KMBaHUS
OCHOBaHa Ha TOM, YTO KaXKJbI¥ KJIHEHT JIO/DKEH UMETh IOJIOKUTEJbHBIN ONBIT OOIIEHUS CO
BCEMH HAIIUMH COTPYAHUKAMH, C KOTOPbIMH €My MPUAETCS BCTPeTUThCA. [loaToMy U stoaen
Mbl JOJOKHBI HAaHATb XOPOWIMX, a /Ui 3TOrC0 NPUXOAWUTCHI TPaTUTb MHOrO BpeMeHH Ha
WHTEPBbIO.

[Ipo6sieMa Hama B TOM, YTO Mbl OYeHb 3aHATHL. M ec/M HaM NPUCBLIAKT pe3loMe
yeTbIpe YesIOBEKa, Mbl HAaCTO yOexaaeM cebsi B TOM, YTO MbI JJOJI’KHbI HAaHSATh OJJHOT'O U3 HUX,
TaK KaK BCe OHH, BEPOSITHO, OIMHAKOBO XOPOIIIH.

Ho yamie Bcero 3To He Tak. MoxeT ObITh, Jiy4ylllasi KaHAUAATYypa [/ Halled paboThbl
HaXOJUTCS CpeAu 3THUX YeTBEpPbIX, HO IIAHCbl CKOpee 3a TO, YTO €ero 3/leCb BOOOIe HeT.
Bo3M0>XHO, HaZl0 MPOBECTU HMHTEPBbIO C ABAJLATbHIO MAThbI KaHAUJATAMU, YTOObI HAUTHU
M0-HACTOSAIEMY TMOAXOASALIEro 4YeJoBeKa, M C COTHEH, YTOObl OTbICKATh KOI0-TO
JIeCTBUTEJIbHO BblAawlerocsd. Ho y Kkoro ectb CTOJIbKO BpeMeHU Ha Bce 3TO0? B KaKOU-TO
MOMEHT NPUJETCSA OCTAHOBUTbCS.

W Bce-Taku f1 AyMaro, 4TO, €CJIM Bbl He IOTOBOPUJIM C ABALAThIO NATHIO KaHAWAATaAMH,
BbI He UCKaJIM XOPOUIO.

Ecniu oHu xopouio pa6oTasd B MPOILJIOM, BEPOSITHO, OHHU OyAyT
Xopolllo paboTaTh U B 6yayuieM. Tak 4To, MPOBO/Jisi UHTEPBbIO, ULIUTE TEX,
KTO OblJI YCIIellleH U MPOsIBUJI JINJIEPCKHEe KayecTBa.

3a MHOrue TroJbl Mbl HallJIM BeCbMa HEIJIOXOM CIOCO6 JJid paclno3HaBaHUA
BbIIAIOLAXCA JII0JIe 1.

Jlis HavaJsia, Mbl NIOYTHU He JlaeM pekJaMbl. JIt0JU, KOTOPBIX Mbl XOTeJU Obl BUJETb Y
cebs — Jydlllve JIIOAW, - yKe HUMelT paboTy. OHM He NpPOCMaTPUBAKOT OOBSBJIEHHUS O
BaKaHCHUSIX U He pacCchlIalOT CBOM pe3toMe. CKaxky OGoJiblie: GOJIBIIMHCTBO M3 YCHEUIHbIX
JIIO/lel, HaHATBIX HaMM, BOOOLe HUKOTZA He uMMesau pe3toMe. Mbl N X  HoamaMmy WTto
yCJbIILIAIM O paboTe, KOTOPY OHM BBINOJIHAJM TJle-TO €lle, UM, UTO CIy4YaeTcs elle yallle,
UX MOpPEeKOMeH/i0oBalu Jpy3bs. Kak mpaBusio, JIIOAW BbIAAIOLUXCA KAayeCTB JpYyxaT c cebe
NOoA00HBIMHY, TaK YTO MbI OOpalllaeM caMoe pUCTaJlbHOe BHUMaHUe, KOr/Jla KTO-TO U3 HalllUX
JIIJlell peKOMeHAyeT HaM Jpyra.

JlJ1 Hac BaXXHbI NITh KPUTEPUEB:

-Hanvuwaeopumnm MpXITEMHAHUMATD JIIOJEX, JOKA3aBUIUX, YTO OHU MOTYT
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Jl06MBaTbCA pe3yJbTaTa. X mpouuible ycnexu He 0653aTeJIbHO JOJDKHBI JieXaTb B cdepe
Hallero 6M3Heca, HO Mbl XOTHM 3HAaTh: ObLIM JIM OHU YCHELIHbl Ha Npouiod pabore? B
x00661? B xku3Hu? PaboTasiv Jid OHU Ha JINJEPCKUX TO3ULUAX?

—NH T e nn HaHu® TecTUpoBaHUE NMO3BOJIAET KOJIMYECTBEHHO U3MepUThb ero. [lpu
IPOYMX PABHBIX 00CTOATE/ILCTBAX YMHBIE JIIOAU CAENal0T JeJo Jydlle; K TOMYy e C HUMHU
MHTepecHee HaXOAUThCA pPsAAOM. B Hameld KOMmaHUM 3TO OCOGEHHO BaXKHO, TaK KakK C
Te4yeHUeM BpEMEHH Yy HaC CJO0XKHWJAch Ipynna O4YeHb CIOCOOHBIX JIIOJAEW U UM TPYAHO
paboTaTb C JII0JbMHA MeHee CO0O0pa3UTebHbIMHU.

—3 H e p MHesHpaBATCA JIIOAHU, KOTOPble ep3al0T BO BpeMsl UHTepBbI. YacTo 3TO He
CUMIITOM HEpPBO3HOCTH, a IPU3HAK TOT0, YTO OHU NPeAIOoYIM Obl YTO-HUOY/ b CAeaTh, a He
CUJeTh CUJIHEM Ha CTYJIe.

Bbl MOxceTe MHOroe y3HaTb O CTelIeHU SJHEPIrUYHOCTH YesI0BeKa, eC/Ii IOUHTepecyeTeCh
ero xo66u. OH myTellecTByeT, GeraeT, KaTaeTcd Ha JIbDKAX, UrpaeT B PAKeTOOJ WM XKe
UrpaeT B IIaxMaThbl, 6puK U yuTaeT? (B ugeane, kKoHeYHO, OH 10/PKEH UMeTb X000M 060UX
BU/10B.) MHOrMe Halllu COTPYAHUKH — ObIBIIME CIOPTCMEHBI. EC/iM Bbl ObIBIIMM »KOKEH, BbI,
HaBepHOe, JOCTATOYHO BbIHOCJMBBI, YTOObI IPOBOAUTHL HA HOTaX MHOrHMe 4achkl (12-yacoBoi
pabo4uii leHb y Hac 0ObIYHOE [1eJ10), U CIOCOOHBI BOCCTAHABJIMBATLCA NOCAE KPUTHUKU WU
NIOTEPH CLEJIKH.

—Xap a kK Mg poBoauM NpoBepKy KPeAUTHOW UCTOPUU M PEKOMEHJALUH, a TaKXKe
MeJULMHCKOe OCBU/eTe/IbCTBOBaHUeE, BKJIIOYalollee B ce0s NpOBepKy Ha HAPKOTHUKU. Bokpyr
Hac He JJ0J>KHO ObITh HAPKOMAaHOB.

Ho Mbl mbiTaeMcs BBIACHATb OoJiblie — K IpUMepy, JIIOOAT JIM HallU OyAyliue
COTPYZAHHMKU Ha CaMOM /Jiesie IOMOTraTh JIOAAM. Mbl TakKe XOTUM NOHATb, TOPAATCA JIA OHU
CBOMMM JOCTHXKEHUSIMH, — CIIpallMBaeM O HarpajZiax, KOTopble OHM MoJjy4aju. UX oTBeThl
roBOPAT HAM He TOJIBKO O TOM, YTO OHM /JieJla/Id paHblle, HO U O TOM, AOCTAaTOYHO JIM Y HUX
aMOUIMH, 4TOOBI ObITH Jy4IIMMU. KpoMe TOro, Mbl mbITaeMcsl MOHATb, CIIOCOOHbI JIU OHU
JIOBOJIMTB Jles10 [0 KoHLa. HanpumMmep, A Bcerjia crnpaliuBalo, o4eMy OyxraJiTep HUKOTZa He
ObITAJICSA CAATh 3K3aMeH

CPA4 wmnu Kak MOJYYHJIOCH, YTO YeJOBEK HE CMOT 3aKOHYHTb KOJLIEMK WU
YHUBEPCHUTET.

—Mopgoinpgy T KeHAuHOD3HOMHENB3S yBUAETh CPa3y, HO 3TO OYEHb BAXKHO.

Hamwu mnpopaBibl 4acTo 6GbIBAOT TOJICTOKOXKUMH W arpecCUBHBIMHM, HO NPH 3TOM
BOCIIPUHUMAIOT TMOTEPIO CJIeJIOK CJAUIIKOM JIMYHO. BOJIBIIMHCTBO W3 HHUX ObIBIIME
CIIOPTCMEHbl U YaCcTO CKJOHHBI K TOMY, UTO Ha3bIBAOT «IOMOPOM pasjieBajKu». Eciu BbI
OTHOCHUTECH K YYBCTBUTEJIbHBIM JIIO/ISIM, TAKOE COCE/ICTBO MOXKET 0Ka3aThCsl /IJIs1 BaC MbITKOH.

Bor mpumep. Y oJHOTO M3 HAMIMX JIYYIIUX MPOJAABIOB OJUH TIJia3 CTEKJISAHHbIH
(pe3ysibTaT JeTCKOro 6aJI0BCTBA C KarctosieM). M mpo3Buile y Hero - MepTBbii [J1a3. OueHb
TOHKO...

Ecnu BBl co6upaeTech NMPOBOAUTD JleCATh-/IBEHA/[LIaTh YacOB B JIeHb C ONpeJieJIeHHON
rpynmnou jiwel, BaM 6yJieT Mpolile, eCJIU Bbl UM MOIX0/IUTE.

BbISIBUB JIl0/IeH, KOTOPBIE, 10 HALIEMy MHEHHIO, MOTYT ObITb XOPOIIMMH KaHAUAATaMH,
Mbl HalpaBJisieM UX Ha TECTUPOBAHHUE.

4 Dksamen Acconmaryn PO EeCCHOHANBHBIX OYXIaJITepoB AMEPHKH.
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MbI NpoBOAMM TECTUPOBAaHHUE yKe NMATHaALATh JeT. COTPYAHUKU OJJHOM yBakaeMoM
bGUPMBI 1O TCUXOJIOTHYECKOMY TECTUPOBAHUIO CKa3aJiM HaM B CBOe BpeMs, YTO MPOIEeCC
HalMa 6yZieT 3 PpeKTUBHEE, €CJIU Mbl IPOTECTUPYEM BCEX, KTO UIIET Y HAC paboTy.

Tak kak s BbIpOC Ha CTOSIHKe JIJIs1 MPOJAXKU No/lep>KaHHbIX MalllMH, 1 60Jiee CKENTHYEH,
yeM GOJIBIIMHCTBO JIOJel. U s pewus crepBa MpOTEeCTUPOBATh CAMHUX TECTHUPOBLIUKOB,
INOMPOCUB MX OTPAHXUPOBATh Halll MEepPCOHaN. YAUBUTEJIbHO, HO OHU TOYHO ONpeeJUU

HalllHUX JYYIIUX, CPEAHHUX U XYyAIIHNX ITPOJaBIIOB.

S 6bL1 BHeyaT/sieH W yAUBUWJICA elle GoJsblie, Korga A-p Pon Tpero, pykoBoAWBIIMI
TeCcTaMHy, NPeAJIOKUJ HCI0JIb30BaTh pe3y/bTaTbl HANIUX JIYYIIUX MPOJABIOB B KauyecCTBe
o6pasia /i NoMcKa paboTHHUKOB B OyAylieM. ITO Obljia YBJIeKaTeJlbHas1 UJes: IPOTECTUPYH
JIYJIIUX W TbITAWCS HAHATH elle JIIJAeH, MOXOXUX HAa HUX. Takasd cTpaTerus paborasa

nocsaegHue 15 snet. (A npuBoxy obpaser TecTa.)

Bcerga sim Tecthl paboTtaroT? HeT. UMewT /i mpoGJieMbl C TECTUPOBAHUEM JIIOJY,

PE3YNbLTATbI TECTHPOBAHHA

20% 50% 20%

* 76 5 43 2 (HHsHoR)
B76 » 4 3 2 [(HHzZHD)
BT7T6 5 43 2 (HuzHDe)
o7 © 5 4 3 2 (HuzHo2)
o7 6 5 4 3 2 (HHzHDe)
BT6 5% 3 2 (HHzHDR)
BE7 e 5 43 2 (HH3HDE)
BT7T6 5 4 % 2 (HHzHDR)
Q7 5 4 3 2 (HH3HDR)
BT7T6 5 4 3 2 (HHzHDe)
BT6 5 4 2 (HHzHD)
ET7T6» 43 2 (HH3HDE)
BEe g 5 43 2 (HHzHDE)
BET6w® 43 2 (HHzHD2)
BT e 5 43 2 (HHzHDE)
*7 6 5 43 2 (HHzHDe)
BEweg 5 43 2 (HH3HDE)
BEeE 5 4 3 2 (HH3HDR)

OCHOBHBIE NACCHBEI

N = ==

=

= N e

=

DanTop A: HARKKK PYHOEOOCTEA
5%
1) 3Heprua 9 (BbICOKOE)
2)  HouTponk 9 (BhICOHOE)
3] YCTORYHBOCTE
a) MeHTankHan ® (BLICOKDE)
&) IMOUHOHANEHAA 9 (BhICOKOE)
Bl BLIHOCNHBOCTE 9 (BLICOKOE)
4] TNaHKPOBAHKHE H aHANK2 9 (BHICOKOR)
51 OpHeHTaumMa
a) NPogamHH 9 (BhICOHOE)
) 3IMHHHCTPHPOBAHHE 9 (BLICOKOE)
B) NOAH 9 (BLICOKDE)
®anrop B: NiEbIE CHNOHEOCTH
&)  HHTenneT ® (BLICOKOE)
T)  CrarycHele NoTReEHOCTH 9 (BLICOKDE)
g MNoTpetHOCTE B NPH3HaHHK 9 (BLICOKOE)
9)  CaMoCTOATENEHOCTL 9 (BhICOHOE)
10) PyTHHHBIE JETANH 9 (BLICOKOE)
®anTop B: COOTRETCTBHE HOMNAHMA
11) ¥YnpaenaemocTs 9 (BhICOKOE)
12) CneoBaHHE NONHTHHE 9 (BLICOKOE)
Pesome
13) OpodpeHue 9 (BhICOHOE)
14) MoTeHUEan pazeWTHA 9 (BLICOKOE)
(CHOBHBIE AKTHERI
— MHTENNEKT
— MeHTansHas YCTOMYHBOCT
— MND3HTHEHDE OTHOLWEHKE
— CaMoyEepEHHOCTh
Hma: e o ok oo

JonwHocte: _ [IHpeRTOp C2PEHEE

Peaynetar

Dara: 21aBncTa 1989

NEHMEYAHHA: KAHOWAAT BhIWE CPEOHErD YPOEHA N8 NPEANOHEHHOR NCSHUWH, B0Th
NoTEHUMAN pocTa. BONbWE OPHEHTHPOBAH HA NIAEA, YeM OBEIYHBIA
HAHOMAAT HA AOTHHOCTE, CEAIAHHY KD C CEPBUCO M. CaM A0GHNCA CBOEM
NONO#EHKA, CAMOYBEPEH, 0UEHE BLIHOCMHE. MOMET BLICTRO O8YYaTECA,
NOKA2bIBAETCNOCOGHOCTH BhILLE CPEOHMY N0 PELIEHHID NpoGne M. O61WaA
APPEHTHEHOCTE BEICOHAA.
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YHATaKLMe MJI0X0 WU [JI1 KOTOPbIX aHIJIMWCKUN fA3BIK He fABasdeTcd pofgHbIM? WHorpa. U
XOTS MCUXOJIOTH TFOBOPAT, YTO pe3yJibTaThbl TeCTa He 3aBUCAT OT A3blKa WJIHU KYJbTYpBbI, f
Jleslalo0 CKUJAKY AJis1 appoaMepUKaHLeB WM UCNAHOA3BIYHBIX U OOJibllle BHUMAHUA yZeslo0
MX UCTOPHUHU yCIexa.

Ho B 11e;10M TecTHpOBaHMe [aeT BIIOJIHE pa3yMHble pe3y/abTaThl. Eciiu Mbl cobupaemcs
HaHATh TEXHHKA, I04eMy Obl He B3fIThb YesJO0BEKA C XOPOIIMMM CIOCOOHOCTSIMHU B 06J1aCTH
MeXaHHWKHU BMECTO KOTO-TO BpPOJiE M€Hs, YbM HABBIKU B 3TOH cpepe HAXOASATCHI HA CpeiHEM
ypoBHe? U MBI, BEpOATHO, OJYYHUM JIY4YIIUWA pe3y/bTaT, eCIM HalMeM 4YesJ0BeKa, KOTOPbIN
JIEMCTBUTEJILHO JIIOOUT BO3UTHCS C MalllMHAMM, BbIIUCbIBAET aBTOMOOUJIbHbIE XypPHAJIbl U
ero oTel, UM CTaplIWM 6paT Bce BpeMsl IPOBOJAUJIU B rapae.

HaM Takke BaKHO NPOTECTUPOBAThb 4YeJIOBEKa YXKe MOoCJe TOro, KaKk OH MPUHAT Ha
pab6oTy. Ho 3TOT oKOH4YaTe/NbHBIM TECT NMPOBeEeT KJIUEHT, a He IcUuxoJior. BaM yxxe He Hazo0
BBbIIYMbIBATh T€OpEeTUYECKHEe CUTyallMu — UHJAEKC YA0BJIEeTBOPEHHOCTU KJIMEHTOB fABJISAETCA
dopMoit TeCTUpPOBaHHS BO BpeMsl pabOThl.

Korga General Motors co3pasia mepBblM OTpacjeBOU HHJAEKC yJ0BJIE€TBOPEHHOCTH
kaMeHTOoB (CSI), HeKoTOpbIe AUJIEPHI - 0COOEHHO T€, Y KOI'0 3TOT MHJEKC 0Ka3aJ/iCs HU3KUM, —
rOBOPUJIH, UTO MeTozoJiorud GM HeBepHa.

Msb1 He 3Hanu, KoMy BepuUTb — GM WM He[OBOJIBHBIM JWjepaM, U HaHAIU QUPMY,
YTOOBI BBIICHUTb, KTO MpaB. OHU MOMOIJIM MPOBECTH HAaM OOIIMPHBIA OMPOC KJIUEHTOB U
Y3HaTh, YTO Te AyMAIOT O HALIUX JIIOAAX U YCIYTax.

Eciu 6bl Bbl CIIPOCUJIM MEHSI A0 3TOTO ONPOCa, KTO W3 HAIIMX MAaCTEPOB SBJISETCS
Jly4iiuM, s 66l Ha3Bas Puua [lapkepa v eme ofHOro 4es0BeKa, KOTOPbIM JJaBHO paboTana y
Hac. A ecqiv 6bl MeHsl CIPOCHUJIY, KTO U3 MacTepPOB Xy»Ke Bcex, A 6bl ckasas: «Hy, 1 He oueHb
yBepeH, BO3M0OxHO, 3T0 Knapenc Jlurrc? Uau [Jlan Baiicc? OH ¢ CeBepa U TOBOPUT He TakK
NPOTAXKHO, KaK MbI TYyT Ha [O0re».

Ho korpa Mbl MOJIyYW/IM pe3yJibTaThbl, B NepBOM Tpoiike 6blin Kiapenc Jlurrc, Jlan
Baiicc u Puu [lapkep. Tot, gpyro#i, napeHb He HabpaJs MHOro o4koB. OH paboTas y Hac yxe
JlaBHO, OH HaM BCeM HPaBWJICS, U OH OblLJI TEXHUYECKU 6oJiee MOJKOBAaH, YeEM BCe HalIU
MacTepa, HO KJHMEHTbl CUYMTAJM, YTO OH He OKasbiBajJ UM [JOPKHOTO BHMMaHUs. (Mbl
NO/|e/IUJIMCh C HUM pe3yJbTaTaMU UCCIeJOBaHUsA, U celuac OH paboTaeT BEJIMKOJIENHO.)

EnuHcTBeHHOM npo6Jiemoi /Jlurrca u Bakicca 661710 TO, YTO S HE 3HAJ UX XOPOIlo. A Tak
KaK {1 UX He 3HaJl, 1 COMHeBaJICSl B UX CIIOCOOHOCTSIX.

4 pymaro, 3To yucTo yesoBeyeckoe. Korza s 6b1 B PuMe W mbITasicl MOMOYb CBOEH
cecTpe, KOTOopas Iomlaja B aBapulo, f CYUTaJ, 4YTO Te JOKTOpa, KOTOpble TOBOPUJIU
[10-aHIJIMUCKHA, HAMHOTO YMHee JOKTOPOB, He TOBOPUBIIUX MO-aHIJIMKCKUA. ITO HEJIOTUYHO,
He npaB/a ju? Ho 3To 661712 MOSI MHCTUHKTUBHAs peakiivs. MHe 60Jibllle HPABUJIUCh T€, KOTO
1 MOT IOHATb.

TecTupoBaHHe He SIBJSETCS HUZeaTbHbIM CPeJCTBOM OTOOpa. DTO HETOUYHAS HayKa, HO
OHO BCe-TaKH JieJlaeT NpoLecc HakhMa 4yTo4Ky Jydlle. /o Hayasla TeCTUPOBAaHUA LIAHChI Ha
NpaBUJIbHbINA OTOGOP OBIJIM OJIUH K YEThIPEM, a ceiiyac OHU 6oJIblile, UM OJIMH K ABYM. Tak 4To
3TO BeCbMa BBITOJIHOE /IeJI0.

Ho, HecMOTps Ha BCIO BaXXHOCTb TECTUPOBAHHS, OHO JaeT He 0oJiee TPeTH Hallew
OlleHKH KaHJuJaTa. MHTepBbIO JAalOT HAMHOIO 00JIbIlle, U MO3TOMY C KaX/JbIM KaHAWUAATOM
Mbl GeceflyeM HecKoJibKO pa3. [locse TOro kak ¢ KaHAMAATOM MOTOBOPUJ MeHeKep, C HUM
001al0TCA ellje IBa UK TPU COTPYAHHMKA, YTOObI YBU/IETh, KAKOB OH B Jiesie. U HakoHel, B
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nocyieJHIW o4Yepegb Mbl OPraHHU3yYEM 3aBTpaK KaHAWZAATa C napof/i HalllkX 4YeJIOBeK. JTO
I[IO3BOJIAET HAM OLIEHHUTDb €ro COjruaJibHOE IMoBeJEeHHWe, a TJIaBHOE — OIlpeae/JIMTb, HACKOJIbKO
HaM CaMHUM HPABHUTCA ObITb pAA0OM C HHUM. Eciy HaM HOBBbIH COTPYAHUK HEINPHUATEH, TO U
KJIMEHTY OH, BO3MOXHO, TOX€ HE IOHPAaBUTCA.

OcHOBHbIE BbIBO/bI

—Y M- X 0 p o UectupyiiTe wuHTe/sIeKT. [Ipy npoymx paBHBIX
YCJI0BUAX JIy4llle HAHATb YMHOI'0 YeJI0OBEeKa, YeM HeyMHOTO.

—-MpoBepanTe N DecTupy@dne auiguLyiyx. COTPyAHUKOB U
NbITAWTeCh HAHATB JII0JIeH, IOX0XUX Ha HUX.

—-MpoBOAUTE CTONbKDO MHT EepBbIO, CKONbKDO
B a kK aH GasMoxxHO, BaM INPUJAETCA NOrMOBOPUTbL C ABAJLATBIO NATHIO
JIIOABMH, IIpeX/ie 4eM Bbl yOeuTeCh, YTO HALLJIU MOAXO0AALIero YeJl0BeKa.

—-CnpawnBante 06 ux Jwgp @ofuBimecs ycoeRaes X a X .
IpOIJIOM, CKOpee BCero J00bI0TCA yclexa v B Oy AyLieM.

—Bnuuwy Tca JlynuuidDpadotHuk B MUpe O6yJeT UMeTb Maccy
npo6JsieM, eciM OH He BIIMChIBAeTCA B OKpyXamwllyw cpeny. Ecau Bamwu
COTPYAHUKHU OTHOCATCA APYT K APYTy C rpanyded Ky3sHeYHOro MOJIOTA, BbI
JOJDKHBI IOAyMaTb JBaXK[bl, IpexJe 4YeM HaHATb KOro-TO O4YeHb
YYBCTBUTEJILHOTO.

I'nasa 17
BeipamyBaHue cyniep3Bes/

[Tocsie TOro Kak Mbl HAQHMMaeM HOBBIX JIIOJIEH, Mbl MPOBOJAUM cobpaHue. Ha HeM Mbl
paccka3blBaeM O Hallel UCTOPHH, O TOM, YET0 OT HUX XKAYT B 00J1aCTU pabOThI C KJIMEHTAMU.
MbI Takke Ha3HayaeM KaXJOMy «TpeHepa-napTHepa» — 4eJIOBeKa, KOTOPbIM Jie/laeT Ty Ke
paboTy U KOTOPbIHA MOXET 00'bSICHUTD MOJUTHUKY KOMIIAHUW UJIH aXe MPOCTO M0Ka3aTh, e
TyT TyaseT. Korpa Bbl nonajiaeTe B HENNPUBBIYHYIO CUTYALUI0, Bbl HYKJaeTeCh B MOAJEPKKe
JIpyra, KOTOPbIM paccKakeT BaM MPO MeCTHbIe TPAJUIUU U PUTYAJIbI.

MpI Takke paccka3blBaeM HOBBIM COTPYJHHKAaM O HalUX Ieposx, O TeX, KTO SBJSETCS
npuMepoM ycrnexa. B orgesne mpojgaxk Mbl roBopum o /xeppu [puddune (ceiiuac oH
reHepanbHblil aupekTop Sewell Village Cadillac), koTopeiii npozan B po3HuULy 60J1bllie BCEX
«Kagunnako» B crpaHe. (B cBo# siydmiuii roj oH npozas 712 mTykK, a ToAbl, B KOTOpble OH
npojaBas 500, 66111 0GBIYHBIMHU.)

[xeppu 6611 podeccuoHaNbHBIM UTPOKOM B QyTOOJ1 U MPUBHEC B MPOJaKU MaLIUH
CBOM arpeccUBHbIN U TPYyA0J0O6UBBIA MoaxoA. OH mpuxoaua B 7.30 U He yXOJUJ paHbIile
NOC/IeJHETO KJIUEHTa, TO eCTb 0ObIYHO 4YacoB B 9 Beyepa. OH HUKOr/la He YXOAUJ Ha obef, —
BCer/ia MPUHOCUJ ero B KOpUYHEBOM OYMa)KHOM MaKeTe U eJ1 IPsSAMO 32 CBOUM cToJsioM. OH He
ObLI B OTMYCKE NATH JIET.

[bxeppu cTan paboTaThb y Hac B HU3KHUM Ce30H, elle OyAyuyu NpodeccuoHabHbIM
¢yT6ocToM. OH 3aKOHUMJ KOJIJIE[K, U €ero cMyllaja paboTra mnpojaBlia MaUIMH -
HACTOJIbKO, YTO OH LieJIbIX /IBa T0/la He FOBOPUJ 06 3TOM cBoel MaTepu. Korjia oH HakoHer|
CKa3zaJs eM, yeM 3aHUMaeETCs, OH MoAapuJ el HOBbIM «Kaaunak», 4TOObl KaK-TO CMATMYUTh
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yzaap. C Toro MoMeHTa OHU 06a pelInJiy, YTO aBTOOM3HEC — 3TO KJIacCHasl LITyKa.

[bxeppu mobuiica ycmnexa 6J1arojaps CBOEMy MeTOJy NpPOJaKM MalIMH: He ObLIo
HUYero, yero 6bl OH He cAeJaa Ajas KiaveHTa. Kak-To komnaHus Dr. Pepper pasocsiana no
BceM aBToleHTpaM Cadillac B HameM okpyre 3afiBKy Ha INOKYIIKY MalIMHBI JAJ CBOEro
npejcenartess. BMecTo Toro 4To6sl NpocTo 3anosHUTh Gopmy, [keppu neperHas 4yeTblpe
«Kapunnaka» Ha cTOIHKY nepes, oGUCOM KOMIIAaHUM U NONpocus r-Ha KiemeHca, «BBIUTH U
BbIOpaTh MallMHy». KiemeHc mpusHaa MacTepcTBo npogasua /pkeppyu U KynuJ OAHY U3
MauuH. C TexX Mop OH CTaJl HallMM NOCTOSIHHBIM NOKYINaTe/eM.

Jpyroii repoii - 3To Puu [lapkep, koTopbli npojas 60Jiblie BCeX 3aM4acTeil U ycayr 3a
OJMH TOJ, — Ha JjBa MW/JIMOHA JoJs1apoB. Ho 4To ele BaxkHee — OH MOJIy4yus 6GoJiblie
6/1aroZlapCTBEHHBIX MMCEM OT KJIMEHTOB, YeM BCe Jpyrue Halld MacTepa, BMeCTe B3ThIe.
Pu4 o6/1afjaeT caMbIM 60JIBIIMM YPOBHEM COYYBCTBUSA U CONEPEKUBAHUSA KJIUEHTY U3 BCEX,
KOro s Korja-an6o Buzes. /yig Hero coBepllieHHO eCTeCTBEHHO, HallpuMep, BCTPETUTBCS C
KJIMEHTOM I0CJe OKOHYaHHA paboyero BpeMeHHM JIM60 B BOCKpeCeHbe WJMU I03BOHHUTH
KJIMEHTY W3 JI0Ma, YTOObl BBISICHUTb, YTO HAJO0 CAeJaThb AJs Hero. Puu ceiiyac paboraer
pyKoBoauTesieM cepBUCHOTO AenapTameHnTa B Sewell Village Cadillac.

Hu o koM U3 3TUX JI0Jel, KOHeYHO, HeJib35l CY/IUTh TOJIbKO 10 KHUIe, U MHOTZAA UX
JlecTBUA Kasa/Mchb NOApbIBHBIMU. (Hampumep, 3axBaT Tpex JwoJied W3 CEpPBHUCHOIO
JlenaptaMeHTa A8 neperoHa «KaawanakoB» k oducy Dr. Pepper 6bl1 He 04eHb XOpOIIO
NPUHAT PYKOBOAWTeJIeM ZienapTaMeHTa.) Ho B KOHEUHOM-TO cyeTe OHU COBEPLIMJIN NPOAAXKY
U (KMJI1) cAeslaiv KJIMeHTa JJOBOJIbHBIM — a 3TO IJlaBHOe. IMeHHO 103 TOMy Mbl CUMTaeM

[pudduna u Ilapkepa (M MHOTUX [APYrUX JIlOJeH, YNOMSAHYTb KOTOpPbIX HaM He
N03BOJIAET 060'b€M 3TOW KHUTH) FepOsIMHY, Jla’ke eCJIM OHU He BcerJja paboTasiv 1o MpaBUJIaM.

MbI cTapaeMcsl 04l ep>KUBATh JIIOEN C HE3aBUCUMbIM MHEHUEM, C J10JIell OyHTapCcTBa B
Ayuue. Hamu siydive MeHepKephbl, NPOoAaBLibl UM TEXHUKHU PeJIKO JieJIaloT BCe MO NMPONHUCAM,
HO OHU J06MBAIOTCSA Jy4ylllero KayecTBa paboThl, YeM Te, KTO pacCTaBJisieT BCe TOYKU Haj
BCEMU i,— MOTOMY 4YTO HpPHUBEPKEHBbI Jeay U paboTaloT TBOpYeCKH. U Mo3TOMy MBI
paccka3blBaeM O HalKX reposiXx HOBbIM COTPY/IHUKAM.

PaGOTHUKU TakXe JOJKHbI 3HATh, UeTo H €  H/@JmTh. JIIo[y, yxojsiie BoBpeMs,
cTapamwllyecs: paboTaTb NOMeHbILIe WU He TOHUMAIOIIHe IYTOK, 10JIF0 Y HacC He BblJepiKar.
Tosibko BbIJAIOLIMECS MOJIyYalOT NpoABHKeHUe. EciiM ke Bbl HENpPaBUJIBHO OOpaljaeTechb €
KJIMEHTOM, BbI [IOTepsieTe paboTy.

MbI rOBOpUM JIIO/JSM, YTO Ha NEPBOM NPOBepPKe, KOTOpasg NPOUCXOJUT aBTOMATHUYECKU
no ucredyeHuu 60 JHel UX pabOThl, OHU GYAYT OLlEHEHbI 10 TPEM KPUTEPHUSIM:

-Moax oA T MA KOTHO BHATB, 4TO 0 HUX [yMaIOT U KJIMEHTHI, U KOJIJIETH.

—BbimONMTHAKWT nun CosepiieyHa He BaKY0,KaK K HUM OTHOCSITCS, €CJIM OHU
He BBINOJIHAT PaboTy WJIU JieJIal0T ee HEIPaBUJIbHO.

-Jo6bunnmceb NUM OHWU 3 HaAaYMbIXeTAM HAEBHE BOILYO TALHEOHOMUA ?
CTAHOBSTCS JIy4llle B CBOeH 06J1acTH, HO U UILeM NMPU3HAKH TOrO, YTO OHU MOTYT 6paTh Ha
ce6s1 60JbllIe OTBETCTBEHHOCTH.

Eciy oTBeThl Ha 3THU TPU BONpPOCA OTpULATE/bHbIEe U HET HUKAKHUX ONpPaB/blBAIOINX
06CTOSATENBCTB, Mbl PACCMOTPUM BO3MOXKHOCTb 3aHATb TAaKOI'0 4eJ0BeKa YeM-TO JPYTUM.
KHUIM 1o ynpaB/ieHUI0 TOBOPAT, YTO, €CJU y BaC MHOIO JIMLUIHETO BPEMEHH, Bbl MOXKETE
06YYUTh KaXKJOro NMPaBUJIbHO BBINOJHATH paboTy. {1 661 He ckasas, YTO KHUTHU BPYT, HO B
HebOoJIbIIMX KOMIAHUSAX, BPOJe Hallel, HaMHOTO Mpollle 3aMEeHUTh YeJIOBEKA, CO3/al0LIero
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npo6JsieMbl. Mbl HE MOXXEM TPaTUTb BpeMs U CpeJCTBa Ha TeX, KTO He MOXeT HOPMaJIbHO
paboTaTb U 3a00TUTbCA O KJAWeHTaX. HaM Hekorpga »aaTh, MOKa KTO-TO HailjeT cebs.
KoHKypeHLUs CIMLIKOM CBUPENA, TaK YTO YBOJIUTb KOT0-TO — 3TO HE IPeX.

ITO 0COGEHHO BaXKHO [IJISl TeX JIIOJIeH, KOTOPble HAXOASATCH Ha «IO3UIUSX, CIOCOOHBIX
nepejoMuTb urpy» (mo omnpepesneHutro CtuBa ManBaHM, npe3ujieHTa KaJauPOpPHUUCKON
KoMnaHuM Management Tools, nprU3HaHHOW 3KCIIEPTOM B 00J1aCTH CO3JAaHUS U BHeApPEHUs
cucteM 3P GEeKTUBHOCTH).

B 6elic6osie Bbl HE CMOXKeTe N0OeUTh 6€3 BEJIMKUX TUTYEPOB.

B ¢pyT6OsIe BaM Hy>KeH BeJIMKKMU HallaJaloL Ui,

B 6ackeT60Jie BaM HY>KeH BEJIMKHWI Pa3bIrpbIBalO LU H.

B 6usHece To ke camoe. [lo3ulMK, Ha KOTOPBIX MOXKHO NEPEJIOMUTb UTPY — HAIIPUMeED,
MeHe/Kep M0 BblJjauye CCyJ B OaHKe; MUJIOT B aBUAKOMIIAHWM; peJJaKTOp, OTBETCTBEHHBIU 3a
0TOOP U MyOJIMKAILMI0 3TOW KHUTH, — HE MOTYT ObITh OCTaBJIEHbI B PYKax CpeIHUX JI0JeH.

Y Hac TakUMHU NO3ULUAMU SABJATCA JO/HKHOCTH PYKOBOJUTEsEN JleNapTaMeHTOB,
OTBEYaIL[UX 32 NPUEM HOBBIX U MOJEpP>KaHHbIX MallWH, CEPBUC, GUHAHChI U CTPaXOBaHMUE,
3anyacTH, Ky30BHble MacTepCKUe. ITH JIIJHW ONpeJessaoT Hall yCIex WU HeyAady, IOTOMY
YTO OHU — J@xke OO0JIbllle, YEM £, — BJUAKT HA OTHOLIEHUS C HAIMMU KJIMEHTaMH{ Y Ha Hally
NPUOBIJIBHOCTb.

Ecay 4yesioBek Ha /1060 U3 TaKUX NMO3ULMHU paboTaeT Ha CpeJJHEM YPOBHE WJIM HHUXKE,
Mbl Cpa3y CTapaeMcsl BbISICHUTb, IOYEMY 3TO NPOUCXOAUT. [Ipouies M OH HeOOXOAWMBIN
TpeHUHr? JlocTaTO4YHbIN y Hero onbIT? ECTh 1M y HEro ciocCo6HOCTH /111 BbINOJIHEHUS 3TON
paboThI?

Eciv oTBeTbl Ha BCe 3TH BONPOCHI NOJIOKUTEJbHble, HO paboTa MO-NMpeXKHEMY
BbINOJIHSAETCS MJI0X0, BAM HaJl0 c/ies1aTh CBOM X0/, He nmo3BosisiiiTe HeapPeKTUBHBIM JIOAAM
0CTaBaTbCs Ha KJIIOUYEBBIX MO3UUAX. 3[,eCh laXKe CPeIHUM YPOBEeHb aOCOIOTHO HENIPUEMJIEM
- HEe3aBHCHUMO OT TOT0, HACKOJbKO BaM 3TOT PabOTHUK HPABUTCS, KaK J0JITO Bbl paboTalu
BMeCTe WJIU KaK XOpOoLIo OH paboTas paHblle. MOXKHO 6€CKOHEYHO 00CYK/AaTh CMsArYawlue
06CTOATE/NIbCTBA, HE MO3BOJIAIOIME TAKOMY 4YeJIOBEKY MPaBUJIbHO BBINOJHATbL paboTy. Ho
KOrJla-TO HaJl0 NMPEKPaTUTb 3TU Pa3roBOPbI U CAes]aTh XOJ, — Jy4lle paHblie, YeM IO3Ke.
[lepeiBUHbTE €ro — €C/IY Bbl HE XOTUTE ero YBOJIbHATH — Ha APYroe MecTo.

OcHOBHBIE BBIBO/bI

—Kak TONnNbKO B b-T .aersBopUTe & KM © TOM, YTO
HY>KHO JJI1 TOTO, YTOOBI MpeycleTh B Balled KOMnaHuU. /laiiTe npuMepsbl
LIEHHOCTEeM Ballled KOMIIaHUU

—-He 6onTeEeCH yPBOOTAMTEH ATOBHO C TEMH, KTO
Mano03$pPeKTUBEH, HO €CJIM CTAaHOBUTCS SICHO, UTO XOpolleil paboThbl He
JIOOUTBCS, MO3BOJIbTe UM yUTU. OT 3TOro OyJeT Jydlle U PabOTHUKY, U
KOMITaHUH.

-HaHumawnrte He3aBWuCuU MO CamsiBl 6dbexkuEEERIe /1100 € N
JIIOZW BCerjia 3HalT, KaK «IPOTHYThb» MpPaBWJa, YTOObI CAEJaTh XOPOIIYIO
paboTy [/l KJIMEeHTa — U 1711 QUPMBL.
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IV. Kak y3HaTh, HACKOJIBKO BbI XOPOLIH

I'st1aBa 18
Y4yeT He TOJIBKO AeHer

BcnoMHUTE, Kak Bbl B IOCJE€AHUN pa3 Urpasiu B TeHHUC. CKOJIbKO BPEMEHU MPOIULIO C
TOTO MOMEHTA, KOrjila Bbl CTaJiM Pa3MUHATbCsl, 0OMEHUBASICh yZapaMu, 10 TOTO MOMEHTA,
KOT/ia Balll CIappUHT-NIapTHep ckasaJs: «Hy uTo, ceirpaeM napTuo?»

To, 4yTo UMeJsioCch B BUAY, 0O3Ha4daeT: «/laBanTe UrpaThb Ha cyeT». Mbl Bce, Ha KOpTe UJIH
Ha paboTe, JIIOOUM 3HaThb, HACKOJIBKO Mbl XOpOIIO BejAeM Jesio. M efUHCTBEHHBIN CIOCOO
Y3HaTb 3TO — BECTH CYET.

[logcyeT Ko/IMYeCTBa NPOJAHHBIX HAMU TOBApOB — 3TO OJIUH CIIOC06 BefleHUsA cueTa. OH
JlaeT HaM KapTHUHY B L|€JIOM.

OZiHaKO 3TOro HeAOCTAaTOYHO. JTO, HAIPUMED, OYeHb JlaJieKO OT TOrO, YTO JleIaeTCs B
6ericoosie. BOT Bbl CMOTpUTE WUIPY N0 TeJIEBU30pPY U BHUAUTE BHU3Y LUPPY — CKOJIBKO pa3
3TOT UTPOK OTOMJI OPOCKH MUTUEPOB-JIEBIIEN 32 3TOT Beuep. Bbl MoXKeTe y3HaTh, Kak OH 6beT
B TeX CJyyasX, KOTJa WUrpPOKH ero KOMaH/Jbl YXKe HaxoJATcAd Ha 6as3aX, U KOrja ero
pe3yJIbTaThl Jydllle — B IEPBOM MOJIOBUHE MaT4ya WA BO BTOPOM.

KoHeuHOo, Ha pa6oTe Mbl He MOXeM ObITb TaKMUMHU HU30IIpPeHHbIMU. Ho Jo/KHBI. Mbl
JIOJDKHBl 3HATh, HACKOJIbKO XOpOLIO Mbl paboTaeM, 4TOObl HAWTU BO3MOXXHOCTHU JJis
yaydiieHusi. EAMHCTBEHHBIN c10CO6 AJ11 3TOTO — U3MEPSTh BCE, YTO TOJILKO MOXHO. MbI Tak
U leJ1aeM.

HekoTopble JI0gU AYyMawT, YTO 3TO HeNpaBU/IbHO. OHU MOYTH HUYErO He U3MEPSIOT.
OHM pPOCTO rOBOPSIT CBOUM paboTHUKaAM: «/lesiall BCce TaK XOPOII0, KaK TOJbKO MOXKellb!»

JTto riayno.

JTO rJIyno MOTOMY, YTO JieJlaTh BCE «TAaK XOPOILO, KAK TOJbKO MOXEIIb», MOXeT ObITh
HeZ0CTaTO4YHO. ITO KakK B cnopTe. CKkaxkeM, eCJIU Ja)ke CaMbli JIy4lIMU U3 Hac npobexuT 100
MeTpoB 3a 15 CeKyH/J, TO Y HPOCTUTe MeHs, HO 3TOro HeAocTaTo4yHO. OH He CMOXeT
no6euTh, HE3aBUCHUMO OT KPyra CBOMX 3HAKOMCTB, MapKH YaCOB WJIM YPOBHS UHTEJIJIEKTA.

Mbr Bce copeBHyeMcss - Oyap 3T0 OsMMmnuaza uAu OU3HEC, - U Jlaxke caMasd
Hanpsi>KeHHasi paboTa MOXKeT He COOTBETCTBOBATh TpebyeMoMy YPOBHIO. Mbl JJOJI’)KHBI ObITh
Jiyq1iie KOHKYpPeHTOB. Mbl JJ0JIXKHBI ObITb JIy4llle BCEX.

MMeHHO 03TOMY MbI U u3MepsieM 3G PeKTUBHOCTh BCeX, BKo4Yasad MeHd. (OTyeT o Moel
3pdekTuBHOCTH - 3TO «OTYeT O NMPUOBLIAX U YOBITKAX» KOMIAHUU.) Mbl XOTUM 3HATh, KaK
paboTaeT KaXK/[bld, U, YTO He MeHee BaXKHO, Mbl XOTHM 3HaTh, YTO HY>KHO CJleJIaTh, YTOOBI
ObITb IEPBBIMHU.

KoHcynbTaHT no ynpaBsieHuto CTuB MasBaHM pa3paboTas MOAXOJ [ YJaAy4lleHUs
Halled NPOU3BOAUTENbHOCTU. OH MOMOr MHE MOHSITh BAXXHOCTh M3MepeHUH, 0O6paTHOM
CBSI3U U IPU3HAHUSA 3aCIYT.

CTUB MOHSAJ CBSI3b MEX/y U3MEpPEHUEM U MPOU3BO/IUTEJNbHOCTbIO, KOT/Ia ellle YYUJICA B
KoJiepke. [IycTb OH caM paccKaKeT 06 3TOM.

«Bo BpeMs yuyeObl 51 KaXK/Jj0e JIETO B Ce30H cbopa MOMUAOPOB paboTal Ha KOHCEPBHOM
3aBojie. Y MeHs OblLIM JiBe 00SI3aHHOCTH: BO-TEPBBIX, BBIKJAOYATh MAIIWHY, €CJU YTO-TO
CAYYUJIOCHh. JTO Jierdye CKa3aTb, YeM C/ieJ1aTh, TaK KaK U3 3TOM MallMHbI BblIeTal0 650 6aHOK
B MUHYTY. Ec/ii g1 He ycneBaJl cpeardpoBaTh Ha Mpo06JieMy, MAlIMHY 3aKJUHUBAJIO, U CTPYS
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TOMaTHON macTbl TeMmmepaTypod 190 rpajycoB 6usia MHe B »KUBOT. BTopas 4yacTb Moe#
paboThl COCTOsIIa B 3arpy3Ke B 3aKaThIBAIOLIYI MAlIWMHY KpbIIIEK — 3TO CaMOe 3aHYJHOe
3aHsATHe B Mupe. f MOHAJ, YTO eCJU He clesar 3Ty paboTy GoJiee Becesior, TO CKOPO
cBUXHYCb. TeM GoJiee 4TO Ha coceiHEeN MalllMHe paboTaJl cerka noMellaHHbINA MapeHb.

fl Hayas paccyUTHIBAThb CBOK MPOM3BOAUTENbHOCTh. KOMMaHUs cyuTaa KOJUYECTBO
SUIMKOB, YHIIMHM, MUHYT Ha OJHY ONlepallIo, BpeMs MPOCTOEB U LIeHY 00CAy:KUBaHUSA KAk 0H
MalllWHBI.

Sl cTan cyuTaTh KPBIIIKU.

KpbILIKYU S MOT YBUZETh U NOTPOraTh. Sl KaX/AbIH JeHb 3alMCbiBaJ, CKOJbKO SIIUKOB C
KPbILIKAMU 1 MCII0JIb30BaJI, yMHOXaJ KOJIMYECTBO AIMKOB Ha 3600 (KOJIMYeCTBO KpbIIIEK B
AUIMKe) W MoJiy4yasa obllee KOJUYECTBO KpbILIEK, NPOLIEAIIMX Yepe3 MO MalllMHY 3a /I€Hb.
I3TH U PBhI g 3aMUCbIBAJ Ha CyMKe JIJIs JIaH4Ya.

[Tocsie yeThipexX AHEN MOACYETOB 51 3aMETUJI, UYTO X0Uy MPEB30UTH pe3yabTaT Jy4lIero
JIHS, U CTaJl BIYMCJASATh, CKOJIBKO KPBILIEK B Yac HAaJl0 3arpPy»KaTh B MAllIMHY, YTOObI 10CTUYb
PEeKOPAHOU CKOPOCTH.

KoHeuHO, KOMIIaHUs He 3HaJIa, YTO 51 Be/ly TaKHe MOACYEThI, HO MOsI MalllMHA MOCTaBUJIa
peKop/ MPOU3BOUTENbHOCTH BCET0 3aB0/1a.

CyuTatoT Bce! [leslaeT JIM YeJIOBEK 3BOHKHU KJIMEHTaM, IeyaTaeT JIM IMCbMa, YUHUT JIU
aBTOMOOWJIH, JJOOBIBAET YroJib UM 3aKaTbIBAaeT B GAHKKM TOMATHBIN COYC, — OH OTC/I€XKUBAET
CBOM cyeT. BbI30B /1/11 pYKOBOJCTBA COCTOUT B CO3JJaHHUM CUCTEMbI U3MEPEHHUH U 00paTHOM
CBS13U, KOTOpasi Oblyia Obl HHTEPECHA U MOAXO0UJIA ObI KAXK/J0MY YJIeHY KOMaH/bI».

Ham mnoHpaBuiuch ujed MasBaHM, U Mbl IONPOCUJIM ero pas3paboTaThb M Hac
OCMBICJIEHHYI0 CUCTEMY.

OH HayauJi € TOro, YTO /1aJl HaM CIIMCOK MapaMeTPOB, KOTOPbIE€ Mbl MOXKEM U3MEPSTh.

KosnyecTBO

- [Ipopaxku B gosapax

- KosinyecTBO npojlaHHbBIX TOBApPOB
- OTnpaBJsieHHbIe 3aKa3bl

- CoBeplIeHHbIe 3BOHKHU

KayecTBO

- KosmmyecTBO NpaBUJILHO CZ€JIaHHbIX PEMOHTOB

- Y410 NOBTOPHBIX KJIMEHTOB

- CooTHOLIEHME NT0JIOKUTEJIbHBIX ¥ OTPULIATEJIbHbIX [IMCEM

- OueHka o6paTHOM CBSI3M 110 NOBOJY cepBHca (MHAEKC YA0BJIETBOPEHHOCTH KJIUEHTA)
- Texky4ecTb KaJjpOB

N3pepxku

- O6uMe U3IepKKH B pacuyeTe HA eMHUIY TOBapa

- Omsiata Tpy/Zia pabOTHHUKOB

- CooTHOUIEHHE NMJIAaHOBBIX U GaKTUYECKUX U3/IEPIKEK
- OnlayeHHbIE cyeTa

- U3aepxku Ha KBaZ[paTHbIN MeTp NOMelleHUs
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Cpoku

- CpeaHee BpeMsi 00pabOTKU 3aKa3a

- [IpouieHT nocTaBOK BOBpeMs

- [IponieHT 3aKa30B, BbINOJIHEHHBIX 3a 48 yacoB

Kpome Toro, ManBaHu Ja/1 HaM 4YeThbIpe BONPOCA, KOTOpble Mbl JOJKHBI ObLIU
06yMaTh, Ipex/Je 4yeM BHeJPATb CUCTEMY U3MeEPEHU .

-AdBnAaeTcda NN U3IMepeHNUE BaXHbM?

CBsi3aH JiM pabOTHHUK C 9TUM NIOKa3aTesieM? MOXHO JI1 0J1y4aTh JJaHHbIe XOTsl Obl pas B
ZiBe HeJlenn? ([laHHble, IoJlydaeMble pexe, He roAATcs.) Ecau Bbl npekpaTuTe OTC/I€XUBaTh
JlaHHble, 3aMEeTUT JIM 3TO KTO-HUOYAb? Ec/iv 3TOT napaMeTp y/ay4IIUTb, IOBJIUAET JIM 3TO Ha
pe3y/bTaThl enapTaMeHTa uiu GupMbl?

—CNnNoXHO N1MW 3TO0O U3IMepPpATb?

Ecnu Ha u3sMepeHue yxoAuT 6oJiee 15 MUHYT B [leHb, BO3MOKHO, 3TOT'0 He CTOUT Jies1aTh
BooG1e. CaMblii IPOCTOM €HOCO6 HACTPOUTH CUCTEMY cOOpa JAaHHBIX — 3TO OLlEHKa TeX
JlaHHBbIX, 4TO Yy»e cobuparoTcs ceiuyac. [logymaiiTe, Kak MOXHO COGHUpaTb JaHHbIE
aBTOMAaTHU4YeCKH, C UCN0JIb30BaHUEM KOMIIBIOTEPOB.

—-MonmytT nu paboOTHUKMU, eHCT EB@bMrakReHYHPABIeUURCMIE
napaMeTpbl (BO3BpaT MHBECTULUHI, 060POT 3aNacoB, CPOK 3aJ|€P>KKH OIJIAThl CUETOB, U T. I1.),
KOTOpbIe, KaK MPaBWJIO, HEMOHATHbI AJI OOBbIYHbIX Pa60THUKOB. CaMmble 3¢deKTUBHBIE
napaMeTpbl GOpMyJIUPYIOTCH npocTo. Jlydille Bcero cCUMTaTh BCe LITyKaMH, HA BTOPOM MecTe
- JleHbI'd, Ha TpeTbeM - MNpoueHThl. (MHTepecHO, YTO PYKOBOAUTEJNH OLEHUBAIOT BCE B
06paTHOM NOpsiJiKe: NPOLLEHTHI, J0JIJIaphbl U, HAKOHEL], IITYKH.)

—-ChopmMynupoBaHb /M napamMeTpb U3 MepeHWUNHd

Eciy Bbl MOXKeTe U3MEePUTh OTCYTCTBUE, 3HAUYUT, Bbl MOXKET U3MEPUTH U NPUCYTCTBHE.
OTyuThIBaiTecb He 06 0TX0/aX, a 0 BblpaboTKe. OTc/leKUBaiiTe MOCTaBKy BOBpeMs, a He
ONO3/IaHMUS.

— Jlyuiie, 4TO6BI JIIOAU CTPEMUJIUCH AOCTUYD LieJd, a He u3bexaTb olnbku. K ToMy e,
ecJii Bbl cobupaeTe MHPOPMALMIO O HeXeJlaTeJbHOM, JIIOJU He CMOTYT MOHSATH, YTO e OT
HUX TpebyeTcs.

[Tocsie Toro kak MaJsiBaHU 0O'bSICHUJI HAM BCE 3TO, Mbl CTAJIU pelllaTh, KaK ONpeAeJUTh
Halllu yrpaBJieH4YecKHe 1esu. OKa3asoch, YTO 3TOT NPOLECC COCTOUT U3 HECKOJIbKUX I1aroB.

Bo-1mepBbIX, Mbl IO/DKHBI ObLIM ONpPeeJUTh, YTO UMEHHO W3MepsATh. [/ npojaBua -
3TO KOJIMYECTBO MPOJAAHHBIX UM B Mecsl, MalluH. [l 6yxraatepa, cobuparwuiero onaarty, —
cpeaHee KOJIMYECTBO JIHEH, HE06X0JUMOe /iJis cOopa OMJIAThI 110 BbICTABJIEHHBIM CYeTaM.

Bo-BTOpBIX, OMNpeJie/IMB OOBEKT HU3MepPEeHHM, Mbl JOPKHBI OBbLIM HAWTH CpeJHUE
3HaYeHUs] MO0 OTpaAC/JU. BOJIBIIMHCTBO TOProBbIX aCCOLMAIMKA OTCJIEXHUBaeT IMOJ00HbIE
JlaHHble. Mpbl pelWId, 4YTO TaKue CpeAHUe 3HayeHUs1 OyAyT [Jii HAC MUHUMAJIbHO
npuemaeMbiMu. Hama nenb - Bcerga momnajaTth B Jyduide 5 %. Hamwu npogaBnbl JaroT
XOPOIIUK MPUMEP TOr0, KaK 3TO paboTaer.

B 1957 roay, korja Mbl HayaJd OTCAEXUBATH, CKOJBbKO MPOAAET KaXKJbld W3 HAIIUX
IPO/IaBIOB, 3TO YUCJI0 COCTABJISIJIO 6 MALIMH B MeCAIL, U PaBHSJIOCh CpeJJHEMY T10 cTpaHe. Mbl
NOCTaBUJIM 1leJib A00UTbCcAd 8 mpojaxk B Mecsl, 3aTeM 10 U c Tex MOp paBHOMEPHO
yBeJIMUMBaJIM 3TO yucio. Celiuac HUKTO U3 MEHE/PKEPOB He TOBOPHUT, UTO XOPOULIO paboTas B
3TOM Mecslle, eCJIv poAast MeHblie 20. Mbl KieM OT HUX XOTs 6b1 15.
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3a nocsegHue 33 roja cpesHee Mo CTpaHe YKUCJI0 TOXKe BbIpOoCo — 10 8.

[loyeMy Mbl yBeJIMUMBA€EM HaIllU OKUJAHUSA?

MbI HUKOT]@ He ObIJIM CaMO/I0BOJIbHBIMU. JJIOCTUTHYB LI€JIU, HY?>KHO He pacciabJisiThCs, a
HalTH elje OOJbIIYI0 TOpYy AJs MOKOpeHUs. Bbl JO/KHBI MOCTOSSHHO MOBBILIATH BallU
CTaHAAPTbl - YTOObI MOAJEPKUBATb 3JHEPreTUKYy BallUX JIOJAEH U UATU BIepeau
KOHKYpeHTOB. Kak TOJIbKO BBl CTaHeTe [0BOJIbCTBOBATbCA JOCTUTHYTBHIM, KTO-TO Bac
0OTOHUT. Bbl HUKOT/Ja HE CMOXKeTe OCTAaHOBUTD MOJ'be€M CTAHJAPTOB MPOHU3BOUTENbHOCTH.

C yesnssMu NpoUCXOAUT 3abaBHas Bellb. CHayaJa, KOr/ia Bbl 0 HUX 00bSIBJISIETE, TOYTH
BCE TOBOPST, YTO 3TO HEBO3MOXKHO U HET C110c06a 3TOr0 10CTUYb.

B 1989 roay, korga Mbl NOCTaBWJM Liejb npoaaBaTh 20 «XeH-Jah» B Mecsll, BCe
TOBOPHJIH, YTO 3TO HEBO3MOXHO. U 3To [, € I C T B U TTRY/AH, Hak KaK Ha OJHY MPOJaXKy
NPUXOAUTCS JIBE UJIM TPU He3aBeplLIeHHbIE cAeJKHU. MHOrMe NoKynaTeau «XeHAau» He 04YeHb
6oraTble Jitogu. OOBIYHO 3TO HUX MepBasi HOBAasi MAallMHA, U Y HUX HET OOJIbIION KpeJAUuTHOH
uctopud. Tak 4yTo 20 MalIMH B Mecsl, — 3TO BbI30B, U MHOTHE MPOJaBLbl «XeHAaU» AyMaJiy,
YTO OH HUKOT/Ia He Oy/J1eT MPUHSAT.

Ho noTtoMm npuiien Mes YoppeH, ofiMH U3 Jy4LIUX NPoPeCcCUOHANTOB, KOTOPbIX S BUJE,
U npojan 26 «XeHJaW» 3a Mecdl,. Tenepb Apyrue npojaBlibl roBOpAT: «Pa3 oH MoOXeT
npoaaBaTb 20, To U a1 cMmory. (MU Tpoe HemaBHO caesanu 3T0.) Ho Ha camoM fgesie g xouy
Ho6UTb pekopJ, YoppeHa».

Jlrogy 06T COpEeBHOBATbCSI — OHU IMOMBITAIOTCS MPEBLICUTH JIIOOblE O0XXKHUAAHUS,
YCTAHOBJIEHHbIE [/ HUX, HE3aBUCHMO OT TOTO, 3alJIaTAT JIKM 3a 3To OoJblie. (B riase 20
00'bSICHEHO, KaK Mbl IJIATUM CBOMM pabOTHMKAaM.) M He Ba’kKHO, CKOJIbKO UM JIET, — 3TO 4YacCTh
YeJI0Be4eCKOM IPUPO/bI.

Kak-To Mbl HaHSJIM NIPO/IaBlia, KOTOPOMY ObLJIO Y2Ke 3a 1ecTbecaT. OH goJiro pabortas
B JIpYrOM aBTOLIEHTPEe U NPUBBIK NpojaBaTh no 8-9 MamuH B Mecsan. Korjja oH npuiien k
HaM, OH YBH/eJI, YTO Mbl 03KHJlaeM HaMHOT0 6oJibliero. OH mocMOTpeJs Ha MapHel, KOTopble
CIOKOMHO NpoJiaBaji Ha 1-2 MaluMHBI B Mecsl 0OoJiblie, 4eM OH, U CKasal: «fl He Xouy
YXOJAUThb B OTCTABKY, YTOOBI I€JIbIMU AHSIMH CMOTPETb B OKHO, CTy4a HOITSIMHU IO CTOJY.
MOTYy TTOCOPEBHOBATbCSA C 3TUMHU MasibuMlikaMu!» U oH Ha caMoM Jiesie Havyas 3TO JesaTh.
Tenepsb oH npoaaet Ha 50 % 6GoJiblile MallvH, Y€M paHblle, — IPOCTO NOTOMY, YTO He XOTeJl
OBITH MOCJEeJHUM.

MBI Bce Tak JiesaeM.

Jltogu mo cBoed MpHpo/Jie JIOAT COPEBHOBATHCS; OHU IOMBITAIOTCSA
JIOCTUYb JIIOOBIX Liesieid, He3aBUCUMO OT TOTO, 3aIJIaTAT JIM 32 3TO OOJIbIIIE.
Tak 4TO cekpeT COCTOMT B TOM, YTOObI YCTAHABJMBATbH L[eJH B JIYYIIHUX
WHTepecax 61M3Heca.

Korzia Mbl Haya/Ju BCe U3MepsAThb, HALIU COTPYAHUKH, JOCTABJAKILIME KJIUEHTaM HX
MallUHbI NIOCJe PEMOHTA, NPULIJIM K HAM U MONPOCUJU MOCMOTPEeTh pe3yJsbTaThl ONpoca
KJIMEHTOB, Kacarlluecss ux padboTsl. Korja Mbl fjlajsii UM o6LHe JaHHbIe, OHU 3alleMUJIUCh 3a
Takon Bomnpoc: «CKOJIBKO BpeMeHM BaM NPULLIOCH KJAaTh CBOK MalIWHY I0CJ€e OIJIAThI
cueTa?»

MBI oTC/leXuBa/id BpeMs — OHO PaBHSAJIOCh NIPUMEPHO LIeCTH MUHYTaM, - HO HallU
COTPYAHUKU He 3HaJIM, XOpPOIIOo 3TO WJIU MJox0. ¥ BceX OblL1 OJUH Bompoc: «KTo camblit
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O6bICTpBIA?» C Tex MOp Mbl CTa/d BbIBELIWBATh TAOJMILY C NOKasaTeJsaMH Kaxzoro. OHHU
CTaJy JAesiaTb BCce O6eroM, U cpejjHee BPeMSl COKPATUJIOCh A0 Tpex MUHYT. OHU CTpallHO
ropAsATCd, eC/Id UM yJajJoChb BbIBECTHM MalllMHY elle ObICTpee, - 3TO LieJib, KOTOPYIO OHM
IIOCTaBUJIM caMU cebe. U ecsim TeXHUK NMpUNapKoBas MallWHY B HeNPaBUJbHOM MeCTe, TaK
YTO MPULLJIOCH ee Pa3bICKUBATh (YTO yBEJUYUJIO BpeMs JOCTAaBKHU), OHU YCTPaUuBAIOT €My
HeO6OJIbIION CKaHal.

JTO copeBHOBaHMEe B 4YUCTOM BHJe. OHM He NOJY4YalOT HUKAKOro OGOHyca, Korja
BbIBOJAT MallUHy OBICTpee, YeM 3a TPU MUHYThl. UM MpPOCTO HpPaBUTCA NOXBACTATbCHA
CBOUMHU pe3yJIbTaTaMH U CJIerKa NOATPYHUTb HaJ, TeMH, KTO «TOpMO3UT». [loaTOMy Hawmu
KJIMEHTHI [10JIy4al0T CBOU MalllMHbl HAMHOI'0 ObICTpee, YeM rje-anubo elje.

(Bce aTo BecbMa JioruyHO. BcnoMHUTe, Kak Bbl UTpaeTe B TEHHHUC C APYroM. f1 yBepeH,
YTO Bbl HOCUTECH 10 KOPTY KaK OLUNapeHHbIM U ObeTech KakK JieB 3a Kaxo0e 04ko. becniaTHo.
Bbl 1poCTO XOTUTE BBIMTPATh.)

[TosTOMy MBI U3MepsieM BCe U BbIBEIIMBAEM MOJyYEeHHbIE Pe3yJIbTaThl, YTOObI KaXK/bli
MMeJl BO3SMOXXHOCTh II0COPEeBHOBAThCA. /laHHbIe 0 BpeMeHH BbIBO/Jja MAlIWHbI KJIUEHTY BUCAT
pAAOM C CepBUCHOM 30HOW. B oTgesne c6opa omaaTbl BUCAT TabJULbl, N0A00HbBIE
n3obpakeHHo Ha p Ut . ( ¢ T p a CSI (2HuYKG yIOBJIETBOPEHHOCTH KJIHWEHTa) BCETO
aBTOoLeHTpa BUcHAT Be3je. (KoHeuHo, Ha cTeHzax oTobOpaxkeHo He Bce. MHpopmauus o
NpUObIM KaX/J0r0 NMpoJaBlia B pacyeTe Ha MallWHYy pa3MellaeTcs B KHUIe, JOCTYNHOU
TOJIBKO NPO/iaBLaM, a He KJIMeHTaM.)
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Bce pe3ysibTaThl, KOTOpble Mbl pa3BellMBaeM, epCoOHAJIU3UPOBaHbl. HampuMep, Bo3Jie
KaXXJ0ro paboyero Mecrta TeXHHKa eCTb TAaOJIMYKa C €ro MMeHeM, a Ha Hell - MecTo, rje
MO>KHO 3aKpenuTb HeOOJIblLIYI0 HakJelKy c jsorotunoM Cadillac, koTopas moJsiaraetcs Tem,
KTO cAeJias npaBuibHO 100 % cBoelt paboThl 3a Mecsill. biiarogaps nepcoHanusanuu TabauL
¥ rpadUKOB KaXK/[bI IOHUMAET IIPaBUJIa UT'PhI U KTO UJET BriepeAu. Mbl He MULIEM, CKOJIbKO
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BpEMEHH YXOJUT y JennapTaMeHTa c60opa OIJIaThl Ha NOJy4YeHUe JieHer 0 cYeTy — Tabsuua
HasblBaeTca «CobpaHHad beTTu onuata». B lenapraMeHTax, NOX0XKUX Ha 3TOT, I'Zle paboTaeT
O/IMH YeJIOBEeK, Mbl OTCJIeKMBAaeM ero NPOU3BOJUTENbHOCTD 3a 12-MeCAYHbIN IepUOJ, YTOODI
OH MOT NOHATD J0JTOBpeMeHHble TeH/IeHIIUU U CPAaBHUTb MeXY COO0M OT/le/IbHbIe MeCsALbl

( p Rk .
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Yem Oosiblie uWHObOpMALMU  Bbl  BbIBEelIMBaeTe, TeM 3TO 3dPeKTUBHEE.
[IpoM3BOAMTENBHOCTD KaXK/AOTO TEXHHKA, HalpuMep, U30bpakaeTcss B BUJe rpadpuka u
pasmeniaetcsa Ha creHge ( p VB U kaxablii MOXKeT y3HAaTb, KAK €ro PeUTHHr KadecTBa
(4acTHOe OT JesleHUs] KOJIMYeCTBa MPABUJIbHO BBINTOJIHEHHBIX PaboT Ha 06lee KOJUYEeCTBO
paboT) BBITJASJUT Cpeli OCTaJbHbIX PeUTHUHroB. (Mbl OTC/IE€XHBaeM HUMEHHO KOJMUYECTBO
NpaBUJIbHO BbINOJHEHHbIX paboT. [ly6/avkanuss KoJIMYecTBa OIIMOOK MOMKET OBbITh
YHU3UTEJIbHOM /1J151 YeJloBeKa.)

[loHayasy He BCeM HAUIMM COTPYAHUKAM I[OHpPaBUJIACh H/Jes] BbIBEIIMBAHUS UX
pe3y/IbTaToOB, 0OCOGEHHO eCJIM OHU paboTa/su He ouyeHb xopoiuo. Ho Bpoje 6b1 HUKTO M3-3a
sToro He yMep. Hy a eciv oHM TBepZl0 peUIMJUd paboTaTh IJIOXO, OHU 3/€Ch HAZJ0JI0 He
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3ajepaTcs. HUKTO He 3aX04yeT TeprneThb UX PsI/IOM C COGOM.
Puc. 3
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EcTp ele ofHa npu4rHa TOro, o4eMy JIIOJU BCe-TaKU MPHUHUMAKOT 3THU TabGJULbI U
rpapuKu: Mbl U3MepsieM TOJIbKO TO, YTO OKa3blBaeT BJIMSHME Ha HUX paboTy. Mbl He
cobupaemMcs, HapuMep, 3aCTaB/JATb BCEX TEXHUKOB cAesaTb NMpobexky Ha 100 MeTpoB U
BbIBECHUTDb UX pPe3yJibTaThbl. Mbl OTCJIEXKHMBAEM TOJIbKO IPOU3BOAUTENBHOCTb UX PabOThI — TO,
YTO OHU CAMH MOTYT KOHTPOJUPOBATh. OHU MOTYT ObITh HEe yBEPEHbI B CBOMX CIIPHUHTEPCKUX
KayecTBax, HO BOT B CBOUX CIIOCOOHOCTSX OTPEryJIMpOBaTh 3a)KUraHWE OHU JIOJKHBI ObITh
yBepeHbI Ha Bce cT0. UMeHHO Takue Belllu Mbl U U3MePSEM.

Eciiv MBI Tak MHOTO BHUMaHHUs 06palllaeM Ha U3MepeHUe NPOU3BOJUTENbHOCTH, TO 3TH
M3MepEeHUs J0/KHBI ObITh Y4eCTHBIMU U OCHOBAaHHBIMM Ha PaKTax.

PaccMoTpuM cHavasia 4eCTHOCTb U3MEPEeHHUH.

[IpeacraBpTe, YTO Mbl CpPaBHUBaeM paboTy JIByX TeXHUKOB. OJHOMY JocCTajlach Jerkas
paboTa, HampyvMep YWCTKA CaJioHa, a JIpyrod pPeMOHTUPYeT TpaHCMUCCHIO. HekoTopbiM
KaXKeTcsl, YTO paboTa ¢ TpaHCMUCCHEN OoJiee BaxKHA, YeM YMCTKA. Ho KJIMeHT Tak He AyMaer.
K/iMeHT cuuTaeT, YTO B C/@®JIKHO OBbITh C/leJIaHO OTJIUYHO.

Tak 4uTo 06e paboThl 0KA3bIBAIOTCS OJMHAKOBO BAXKHBIMHU. KaX/[blil OJYYUT 30J10TOU
sgorotun Cadillac 1 nmy6inM4HOe NMpU3HaHUe, CeJaB CBOK paboTy nmpaBuJbHO. OZJHAKO MBI
IJIATUM UM N0-pa3HoMy. KOHeYHOo, TOT, KTO paboTaJl C TPAHCMUCCUEH, TOJIYYUT GOJIbIIIE.

YTo6bI NOJIy4yaTh JaHHBIE, OCHOBaHHbIE Ha (aKTaX, HA/I0 MOJICYUTHIBATh BaXKHbIE BELIHY,
M TOJACYUTBHIBATb MX NPABUJIbHO, M [JlaTh BO3MOXXHOCTh 4YeJIOBEKY, paboTa KOTOpPOro
M3MepseTcs, BO3MOXKHOCTb 0O0PaTUTh Ballle BHUMaHUeE Ha OIIMOKY B pacyeTax.

Hac Bcerpa cnpamuBatoT: «Ilosiy4aroT Jiv JitoJU GOHYChI 3a JOCTHUXKEeHUE BblJarouieics
NpoU3BOAUTENbHOCTU?» ECTb ZiBa oTBeTa: «He 006s3aTesibHO» U «OOBIYHO HET». 3/leCb HET
HUYEro CTPaHHOTO.

Bo-1epBbIX, HAIIM COTPYHUKHU MOJYYAIOT OMJIATY 3a KOKAYI0 3aKOHYEHHYI0 paboTy, TO
ecTb 4eM OoJiblile paboOThl OHU CAENAlT, TeM O00Jblle MoJy4aT. JTU JONOJHUTENbHbIE
BbINJIaThI — He 60HyC. OHU UX 3apaboTasu.
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Bo-BTOpBIX, BCNOMHHUTE, JIIOJMA KAaKOro TUIA paboTalT y Hac. Mbl HAaHMMaeM XOPOLUHX
JIIOZIeW, U Mbl IIJIaATUM 00JIblile, YeM KOHKYPEHTbI, IOTOMY YTO HallHd COTPYAHUKHU MOCTOSHHO
JI0OMBAIOTCA BbICIIEN NPOU3BOAUTENbHOCTH. PaKTUYECKU BbICIIAA MPOU3BOLUTENBHOCTH
CTasla CTaHAApTOM.

BoT npumep.

Korpa Bbl nokynaeTe MalllMHy, IPOM3BOAUTE/b 00€1aeT, UYTO BCe OyZeT UATH XOPOLIO B
TeyeHUe KaKOro-TO BpPEMEHHM - HalpUMep, aKKyMyJdaTop OyzeT paboraTb Tpu roza. Wium
HEKOTOpbIe Belllu Jies1alTca 6eclylaTHO — Lexus, K npuMepy, He 6epeT IJ1aThl 3a JjBa NepBbIX
IJIAHOBBIX [TOCELIeHUsl CTAaHLIUY TeX00CIyKUBaHUSI.

Ho xoTa 3Ta pabora 6GecniaTHa AJA KJIMEHTA, JUJepbl BCe-TaKW IOJYy4alOT 3a Hee
naty. [lo o0KOHYaHUM rapaHTUHHBIX pabOT NPOU3BOAUTE/b BO3MELIAeT UX CTOUMOCTb. JTO
LleHa 3a BeJleHHe OGHU3Heca.

Y Hac ecTb COTPYyAHMLQ, KOTOpas OTBe4yaeT 3a I[OJydeHHe I3TUX TapaHTHUHUHBIX
nsatexxe. Korza oHa To/1bKO NpuIlljia K HaM paboTaTh, CpeJHUIM CPOK OIJIAThI COCTABJAN 45
JAHel. C MOMeHTa 3aMeHbl aKKyMyJIATopa 10 MOMeHTa NoJy4eHus omiaTel oT General Motors
npoxoausio 45 nHei.

3TO OBLJIO CAUMLIKOM A0JTr0. [IbITasgich NOHATH, CKOJIBKO BPEMEHHU 3TO J0J/KHO 3aHUMATh
Ha caMOM JeJie, Mbl, KaK BCer/a, 3aZjajid Bompoc: «A Kakasg HopMma?» U okaszasnoch, 4TO [
NOJIy4YeHHs OIJIaThl 10 FapaHTHU CpeJiHee BpeMs Mo cTpaHe — 15 gHelt. UTak, nosay4yuaa Ju
Halla COTpyAHHUIIA OOHYC, CHU3UB CpPOK C 45 10 15 nHeit? Her.

Ho Korjja oHa co BpeMeHeM CHU3UWJIa 3TOT CPOK 10 9 HEH, Mbl Jja/iv eil IpUOaBKY.

Y cHOBa: 0OCHOBHasA MOTHUBHUPYIOLLAA CUJIA — 3TO He JeHbru. JIIoau NoJ0UAYT K ee CTOJy,
YBUZAAT TabJ/IM1y, T0Ka3bIBAOLIY10, YTO CPOK MOJIyYeHUs BbINJIAT 110 FApaHTHHU J0BeJieH 10 9
JHed, U ckaxyT: «OTtauyHo!» PykoBojguTesnb NpuUrJacuT ee Ha obel, W JIOJU B ee
JlenapTaMeHTe CMOTYT BOCII0JIb30BaThCA MOJY4YeHHbIMU pe3yJbTaTaMH!.

HekoTopele, nocsaymas, KaKk Mbl HACTPOUJIA HALly U3MePUTEJbHYI CUCTEMY, TOBOPAT:
«Co MHOHU Takoe He npouaeT. MeHs1 TaK MOTUBUPOBATb Hesib3s. Sl He cTan O6bl paboTaThb
MHTEHCUBHEE, eC/I1 6bl MOU pe3yJIbTaThbl My6JIUKOBATUCHY.

B3zop. PaGOTHUKHK 3HAIOT, CKOJIbBKO Pab0Thbl OHU BBINOJHUJIM, U MO0 TOPAATCA 3TUM
KOJIMYEeCTBOM, JINOO cTecHAWTCA ero. Kpome Toro, Ji104aM Ha caMOM JeJle HHTepPeCcHO, Ha
KaKOM YPOBHE OHU HaxOJAATCH.

HekoTopsle paboTbl U3MePUTH TPYAHO, U 3TO BO3BpallaeT HAC K BONPOCY O BaXKHOCTH
YeCTHbIX M3MepeHHM. Ho Bcerja MOXHO HaWTH [AJi1 HW3MEPEHUUW YTO-TO MNOJAXOAAILee:
KOJIMYECTBO MNPOJAHHBIX MallWH, O00pabOTaHHBIX NpeAMEeTOB WJHW I0XXapeHHbIX
ramoyprepos.

MasniBanu ¥ /JleMUHI TOBOPAT, YTO MBI JOBOJUM [0 IpeJiesia HAallh M3MepeHUs Kak
dbopmy MoTuBanuu. OHU NpeANOYHUTAIOT HU3MEPATb NPOU3BOJUTENbHOCTb KOMaH/JAbl WJIH
JlenapTaMeHTa: CKOJIbKO MOPLUKA KapTOLIKH ObLJIO MpoJaHo BeyepHed cMeHOW McDonald's
WJIK YTO-TO B 3TOM po/ie.

JTO, KOHEYHO, 3aMeyYaTesIbHO, HO 1 X04y U3MepATb U TO, CKOJIBKO CAesal KaK[bIH.
OnsATb ke 3TO MoxXoxe Ha Oelc6os. KpoMe OKOHYATE/NbHOI'O CYeTa UTPHI 51 XOUY ellle 3HATh,
KTO OTOMJI HOJIb Pa3 U3 YeThbIpeX, a KTO — YeThIpe U3 YeThIpeX.

EcTb /11 0IacHOCTB, YTO JIIOAY CKOHLLEHTPUPYIOTCA TOJBKO Ha CBOEW CTAaTHUCTHUKE U He
O6yayT obpalaTb BHUMaHUA Ha pe3yJbTaTbl KoMaH/bl? EcTecTBeHHO. Ho Takas omacHOCTb
CyLIECTBYET U B ciopTe. UMeHHO M03TOMY CyleCTBYIOT TpeHephl (U 60CChl).
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OcHOBHBbIE BbIBO/IbI

-N3 mMmepalhTe Teoc, T HBRITHO CMyMATe NPHU3BATh JIIOJEeH K
TOMY, YTOObI OHHU JieJlaJIu BCe HAaWIy4IIMM 00pa3oM, U HaZleITbCA Ha TO, 4YTO
3TOT YpPOBeHb J0CTAaTOYHO XOopoul. Bbl (M OHM) [JOJKHBI 3HAaTh, HA KaKOM
YPOBHE OHU HAXOASTCS U I'Zle MOXKHO YJIY4YIIUTb paboTy.

—BbiBewnBante p ByapreldecTHR TMHDCHOBBIBAUTECH HA
dakTax, HO, pa3 yX Bbl y3Ha/IM, KaK paboTaeT KaXK[bl{d, BbIBELIUBAUTE
pe3y/bTaThl U pacnpocTpaHsaiTe uHGopmanuo. Jlloau no cBoeil npupone
JIIOOAT COpPEeBHOBAThbCH, XOTAT JeJlaTb XOpOIIyl paboTy U HMeTb
npeJicTaBJeHue O CBOEM yPOBHE.

—-MpoponxaintTe NManwAaH YyPOBEHD npuew
MPpowus3BOANT &KAaKbTeUIBKO BaWid LieJd JOCTUTHYThI, Bbl JOJKHBI
NOJHMMAThCS ellle Bbille. ECJM Bbl HE CTAaHOBUTECh MOCTOSHHO JIyYIIE,
KTO-HUOY/Ab Bac OGrOHUT.

—OrpaHnuymBamnmTe K O BEcauiyenoaeiBcOUIIKOR MHDIOD .
3a/a4y, Ha KOTOPbIX HAJ0 CKOHIIEHTPUPOBATbCS, OHU He CMOTYT
CKOHLIEHTPUPOBATbCA HU Ha yeM. CTaBbTe He OoJsiee mATU Lesed. UHorga
JOCTAaTOYHO OJHOM.

V. CKOJIBKO IJIaTUTh COTpYAHHUKAM, 4YTOObI /I[OGI/ITBCH Jiyqyaiero cepsuca

I's1aBa 19
Il;1aTuTe 60JIbIIE — U COKOHOMbTE 00JIbIIIE

Eciy Bbl XOTHUTe, 4TOOBI y Bac paboTa/d NepBOKIACCHbIE CIELHUATUCTDI, Bbl JOJKHBI
JIOCTOMHO MmaTUTh UM. CAesaiiTe Tak, 4TOObI BallM JIIOAW MOIJIM 3apaboTaTh B Ballel
KOMIIaHWU OoJibllle, YeM TrZe-au60 emle. Bamu coTpyAHUKH J0JKHBI TOPJAUTHCS CBOeH
paboToM, ¥ connHas 3apniaTa IOMOXKeT B 3TOM. M XOTs caMa cyMMa 3apIJiaThl He SBJISEeTCS
onpezesIiUM GaKTOPOM OTHOLIEHUS K paboTe (MHOTHe JIIOAU CTAaBAT €ro Ha MsAToe WU
1IeCTOe MeCTO B CBO€H CUCTeMe LIeHHOCTeMH), 1 HUKOT/la He IpeHebperato uM.

Bpsz v KTO-/1160 B Halllell KOMIIAaHWU CYUTAET, YTO OH HeJlopabaThiBaeT. Y npu TakoM
o6'beMe paboThl, KaK [I0Ka3bIBaeT Hallle BHYTPEHHee UCCJIe/loBaHKe, He TaK YK MHOTI0 JItolei
JlyMarT, YTO UM NepeniayuBaoT. Hallu cOTPyZAHUKU CYUTAIOT, YTO OHU MOJIYy4al0T UMEHHO
CTOJIbKO, CKOJIbKO OHU 3apabaThbIBalOT.

MBbI IOCTOSIHHO 33/jlaeM HallMM COTPyAHHUKaM Bonpoc: «Kak Mbl MoxeM
IOMOYb BaM 3apabaThIBaThb 60JIbIIE?»

TepsseM Jsu ™Mbl JeHbru, «nepemauuBas»? He paymar. KanuduuupoBaHHBbIE
pabOTHHUKMU COBepLIAIOT MeEHbIIe OIIMOO0K, a MNOTOMYy HX 3((PEeKTHUBHOCTb Bbille. MbI
CTapaeMcsl HaHMMaTb TOJIbKO O4YeHb COO0OPa3UTeJbHBIX COTPYAHUKOB, KOTOpbIe OBICTPO
NOHUMAIOT Hally CUCTEMY. DTO 3HAYUT, YTO OHU MOTYT NPEBOCXO/JHO 0OCIYKUBATh KJIUEHTOB
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6e3 TOro, 4ToObl KTO-TO BCe BpeMs CTOAJ y HUX HaJ Ayuiod. M 3TO 3HAYMT, 4YTO HaM
TpebyeTcsl MeHblle @epcoHasia, YeM HallUM KOHKYPEHTaM, 4YTO BeJeT K CHUXXEeHUIO
U3JlepPXKEK.

A yBepeH, 4To, IJaTsd CBOUM COTpPyAHUKaM O0o0Jibllle, Mbl CTAaHOBUMCS OoJiee
3ddexkTuBHBIMU. Bo3bMeM, HanpuMep, Hall OTAe ] npojax. [IpeAnosokuUM, 4TO TUNMUYHBIN
aBTOLEeHTp npoaaeT 100 mamuH B Mecsu. Kak Bbl 3HaeTe, 06bIYHBIN NpojaBel, NpojaeT 8
MallluH B Mecsl,. TakuM o6pa3oM, B 3TOM L|eHTpe J0JKHO paboTaTh 12 mpoJaBLoB. A MbI
MoxeM npozgaTtb 100 MalmMH cuaMy Bcero 8 4desioBeK. ITO 3HAYUT, YTO HAM HYXKHO Ha 4
paboyux MecTa MeHblle, TO eCTb MeHblle TeJeQOHHbIX JUHHUHM, MeHblle paboyero
IPOCTPAHCTBA U... MEHBIIIE PACX0/l0B Ha 3apabOTHYIO IJIATY.

TakuMm 06pa3oM, Mbl 3KOHOMHUM JleHbT'M U MOXEM NpPHUBJIEKATH JIYYIIUMX MPO/IaBIIOB,
IIOCKOJIbKY UMEHHO y Hac OHM MOTYyT 3apaboTaThb 00Jiblle, 4eM rze-Jubo eile. B cpegHem
Haml npogaBen «llleBposie» mpogaeT 12 ¢ MOJOBUHOW aBTOMOOW/IEeHW B Mecsl; HallX
KOHKYPEHTbI MPOJAIT TOJbKO 8 — MPH TOM, YTO Y HUX paboTaeT Ha 4 npoaaBla 6oJblIIe.

['ne 661 BBl caMu xoTesid paboTaTh? Tam, rje npoAawT 8 MallluH, WU TaM, I'Ze NPoAaKu
Ha 50 % Bbiwe? MHPopMaL s 0 BbICOKMX 3apaboTKaxX ObICTPO pacHpoCTpPaHSETCS Ha PhIHKE,
Y JIydllde NpOoJiaBlbl CTy4yaTcs B HallW JiBepu. Mbl 06MBaeMcsl KayeCcTBa BO BCEM, HO JlaxKe
npy OOJIbLIMX pacxofaxXx Ha 3apabOTHYW IJIATy HallM H3JEepXXKU Ha OJHY HNPOJaHHYIO
MalllMHY HUXKe, YeM Y KOHKYPEHTOB. byiaroziapsi Takoi NoJIMTUKE BCE B BbIMTPHIIIIE.

ITH Ke NPUHLUIIbI OTHOCATCS Y K pab0Te Halllero TEXHUYECKOTO MepcoHana. B cpeguem
[eHTpe MeXaHUK MOXXeT 0OCAYXUTh 6 MallUH 32 BOCbMUYACOBYI CMeHY. 3a 3TO ke BpeMs
Hallu pebaTa MOryT o6caykuTb 8 MauivH. [louemy? [IpocTo mMOTOMY, YTO OHU HE TepPSIOT
BpeMeHU. OHM He KAYT, Korja NpUAeT cjaeAyloujas MallWMHA: Mbl KOMIbIOTEPU3UPOBAIU
cUcTeMy ydeTa KJWeHTOB. OHU He XAYT, KOrja NoJBe3yT HeoOXOJHWMble 3amyacTH: BCe
JleTa/id, KOTOpble TPeOyITCS XOTS Obl pa3 B HeJleJl0, Mbl XpaHUM Ha OllepaTUBHOM CKJa/Jie.
Mbl obecnedyrBaeM HalIMX PabOYUX JYYLIUMU HHCTPYMEHTAaMH M 0060pyAoBaHHEM. Mbl
MHOTO BKJ/Ia/IbIBaeM B X 0Oy4eHUe, U IOTOMY Ha JJUarHOCTHUKY U YCTPaHEHUE MOJIOMOK y HUX
YXOJAUT MeHbIlle BpEMEHH.

Hamu ycayru cTosiT He 60Jibllle, YEM YCJAYTU APYTUX aBTOLEHTPOB. [Ipu 3TOM Hauiu
COTPYAHUKU MOTYT 3apabaTbiBaTbh (M 3apabaThiBalOT) Ha TpeTb OoOJiblle, 4YeM B JPYrUX
MecCTax, — 3a CUeT 60Jiee BbICOKOU MPOU3BOJUTENbHOCTH.

XO0Ts KOMYy-TO MOXeT Ka3aTbCSl HeCllpaBeAJIMBbIM, UTO HEKOTOPBIM COTPYJAHUKAaM MbI
IJIATUM CJMIIKOM MHOTO, HAac 3TO He 6ecrnokouT. Ha Mol B3rJisj, 3To 3aMeyaTesibHO. U 4, u
MOHW MeHe/PKepbl IOCTOSIHHO CIpalliiBaeM HalluX pabOoTHUKOB: «Kak Mbl MOKeM MOMOYb BaM
3apaboraTth O6oJsibiie?» JIpyruMu Ccja0BaMHM, 4YTO Mbl MOMKEM CJeslaTh, 4YTOOBI Balla
NPOU3BOAUTEJBLHOCTL OblIa Bbille? VMeHHO O6Jarojapss HAIIMM MeXaHUKaM  MbI
ONTUMU3UPYEM TEXHOJIOTUIO PEMOHTA, UYTOObI Y HUX Obl/Ia BO3MOKHOCTb 00CIYKHUThb OO0JIblIIE
KJAMeHTOoB. TakuM o6pa3oM, WU KOMIMAaHHUS, U COTPYAHUKH, M KJIHUEHTbl OKa3bIBAlOTCSA B
BbIMTPBILIIE.

Bce 3TO0 MOXeT mMoka3aTbCsd 6aHAJbHOCTHIO, HO CJAUIIKOM YacCTO BCe MPOUCXOAHUT C
TOYHOCTBIO 10 HA060pOT. YacTo, ecyiu MpojaBel] CAUIIKOM XOpOIl B paMKax 30HbI PO,
KOMITaHUS JEJIUT ee, MOCKOJIbKY CYUTAET, UYTO MpPoAaBell 3apabaThIlBaeT Yepecuyp MHOT0. ITO
HenpaBWJbHO. [loueMy 6b1 He MOMOYb €My 3apabaThIBaTh ellle 6oJblle? Hanpumep, AaTb eMy
B MOMOILb ACCHCTEeHTA. 3a4eM NOJpbIBAaTh €ro MHULMATUBY? 3a4eM CHUXKATb €ro OImjaTty?
Eciv oH Ha caMoM jJesie xopoll, MO3BOJIbTE €My 3apaboTaTb 6oJibllle AJ cebs U AJs
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KOMITaHUH.

[IpuBesy cBoW JIOOMMBIM mpuMep Ha 3Ty TeMy. Kiopsaeit Kpoydops npeobpasoBan
Halllu [oZpa3/esieHns 06caykMuBaHusA U 3andacteid. OH cuuTaeTcs repoeM koMmnaHuu. Korga
MbI TPOJIBUHYJIM €r0 C MO3UI[MK MeXaHUKa Ha MO3ULIUI0 JUPEKTOPA CEPBUCA, OH moJsiydasn $27
500 B rop nitoc 10 % npemMus oT yBeJIMUeHUs NIPUOBLIN ero JenapTaMmeHTa. CTOUT 3aMeTUTb,
YTO B TO BpeMs JlenapTaMeHT 00CAy>KUBaHHUA OblJ1 yObITOYEH.

K koH1Ly BTOpOro roja oH yxe 3apab6atbiBai $75 000. Korga oH BhepBble MOJIyYHII
HOBYIO 3apIlaTy, OH TOBOPHUJ CBOUM /[ipy3bsiM: «OHU HHUKOTrZA He IMO03BOJIST MHe
3apabaTbiBaTh CTOJbKO. OHM 00s53aTeJbHO CHU3AT MO OIJIaTy. BoT yBuUAUTE, OHHU
epecMOTPSAT KOHTPAKT». Mbl, KOHEYHO 3Ke, He cJleslaJld 3TOro, U Ha CJAeAYIIUN roJ, OH
noJsiydas yxke $100 000. [Tpy 3ToM OH MPoI0JHKaJ [yMaTh, YTO Mbl CHU3UM €T'0 JKaJlOBaHbe.

Kak-To g npursaacu ero kK cebe u ckasas: «Kropsieit, s xoTes1 661 IOTOBOPUTH C TOOOH O
TBOeU 3apmiate». Becb ero Buj ropopuJi: «0, s ke 3Hasn! OHU Takue e, Kak U gpyrue. OHU
COOUpAIOTCA CHU3UTb MOW 3apiaTy». Ho g ckasan: «f odyeHb ropxkycb TeM, 4TO Tebe
yAajaocb cAenaTrb, U HaJewcCb, 4YTO B CJAeAyKOLleM TrOAy Tbl CMOXellb 3apaboTaThb
3HAUYUTEJIbHO 6O0JIbILIEY.

Yepes jgBa roja oH 3apabatbiBas yxke $150 000. M s1 BHOBb [103Basl €ro K ce6e, U BHOBb
OH OBbLJ yBEepeH, UTO f XO4y MepecMOTPETh HalllM JOTOBOPEHHOCTH B XYAIIYI0 [JI1 HETO
cTopoHy. fI ckazasn: «Thl mopaboTas Ha CJIaBY, U 51 XOTeJ Obl OCTABUTD BCE 6€3 U3MEHEHUM».
OH yauBuica: «Bbl He cobvpaeTechb MEHATb CXxeMy MOeH oIJaThI?» I ckasas, 4To /i 3TOro
HeT ocHoBaHUM. KoHeuHo, 10 % oT mpupocTa NpUOBLIA NMO3BOJIMJIU €My 3apabaTbiBaTb
O4YeHb MHOI0, HO BeJjb KOMIIAaHUSI He B MpOUrphIlIe: OHA 3apabaTbkiBasia ocTaBunecs 90 %.
3ayeM ke o pblBaTh UHUIIMATHUBY YeJIOBEKA, KOTOPOMY Y/AaJI0Ch C/leJ1aTh TaK MHOT0?

3a/jaya MeHePKepOB — CO3/1aTh TaKyl CUCTeMY, KOTopasi Obl 03B0OJIsJIa COTPYAHHUKAM
JlOOUBATBhCA BBICIIET0 YPOBHSI MPOU3BOAWTENBHOCTU M MOJyYaTh 3a 3TO 3aC/AY>KEHHYIO
IJary.

OCHOBHBIE BBIBO/bI

—-He 6o0oWTecb nNnnarTwuT bl KOO0 ballge, BY €BVA LKETO O
HaHuMas mnepBOKJIACCHBIX JIOJIel, Bbl Jlo6beTech 6Gosbliero. [lnature
60Jiblile, YEM Balllk KOHKYPEHTHI.

-bonbuwas onnarTa He A BBAnAE COMPWIHUKA O L a P K O
JI0JDKHBI 3HATh, YTO HEOOXO0UMO 3aC/AY>KUTh CBOIO 3apIjiaTy, 6y yuu 6oJiee
NPOAYKTUBHBIMU U NP/ CTaBJIsAsA KJIMEHTaM YCIyTy IKCTpa-KJacca.

—Bbl nonyuymTte 3HayYyuTenNbHY oOoTApayvYy OT WU
Takasg mosMTHKa MO3BOJMUT BaM HaHUMaThb 6o0Jiee TaJaHTJUBBIX JIOJEH,

KOoTOpble OyAyT paboTaTh 6oJsiee 3¢PexkTHBHO. KBanuduiyupoBaHHbIE
pPabOTHUKHU JAeJIal0T MeHbllle OLIMOO0K, Hy>KAAI0TCSA B MEHbLIEM IPUCMOTPE U
TOTOBBI C/leJIaTh /151 KJIMeHTa Bce.

-He NblTamnTechb M3 MEeHWT KB W HEP a Bitpal. B C
BbISICHUTCS, YTO JIIOJU 3apabaThIBalOT CJAUILIKOM MHOIO, He MbITalTeCh
CHU3UTB UX omary. Jlydile nojgymManTe, KAKUM 06pa3oM OHU M KOMIIAHUS
MOTYT IOJIy4aThb elije OOoJIbIIIE.
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I'1aBa 20
IlapTHepcKas cucTeMa OMJiaThl

YToO6bI NpeoCTaBAATh KJIUEHTAM Hauayulllee 00CayKMBaHUE, Bbl JOKHbI 0TKA3aThCS
OT TUIIMYHOM CXeMbl BbINJIAThl eKeMeCAYHOU 3apab0THOM MJIaThl U HAa4aTh IJIATUTh BalllUM
COTPyJHUKaAM Kak napTHepaM. [lapTHepckas cxeMa oOIJIaThl MOXET ObITh BbIpaXKeHa B
pasHbIX GpopMax: MOXKHO MPOCTO MJATUTh KOMHUCCUOHHBIE WJIU Ke NPUBSA3aTh OMJATY BCEX
COTPYAHUKOB K 0011lel MPUOBIJIM KOMIIAHUH.

JTO oO4YeHb BaKHbIM war JJjag Jwbod opraHuszanuu. JlloAd CTaHOBATCS
3aMHTepeCOBaHHbIMU B TOM, YTOObl KOMIAHUA MOJIy4WJa NPUOBLIb, U MOHUMAIKT, OTKyJAa
oHa Oepetrcs. OHU CTaparwTCAd CHUXKATh HU3JEPXKKH, MOBBIIATh MPOAAXKHA W YJAy4YlIaTb
KayeCTBO 00C/y>KUBaHUS.

MBI BHeApW/IM TakOW MOAXOJ KO BCEM COTPYAHHKAaM KOMIAHHWM Ha BCeX YPOBHSX.
OCHOBO¥ [1J1s1 HETO CAYXKUT CIIpaBe/JIMBasi U TOUHAs CHUCTeMa OlleHKU. /lJisT HEKOTOPbIX BU/[0B
paboT (HanpuMep, AJis NpoJax) CUCTEMa KOMIIEHCALIMM 10/>KHA OCHOBBIBATbCS Ha JIMUHBIX
JocTwxkeHUsAX. /Jlaa papyrux (OyxraaTepusi WM HPOU3BOJACTBO) CJeAyeT OLeHUBAaThb
JIOCTYDKEHUSI KOMaH/bl WU oThesna. OmnaTta pyKoBoAWTesJ el HalpaBJeHWH 3aBUCUT OT
BbIPYUYKH BO3IJIaBJIsSIeMbIX MU JlelapTaMeHTOB.

Tawm, rae Bo3MoxkeH KOHQJUKT, 3apab0TOK COTPYAHUKOB 3aBUCUT OT OJIHOM U TOMU ke
6a3bl. iHTepecbl HallMX aBTOLEHTPOB B 3TOM IJIaHe JOJDKHBI COBIAZaTb C UHTepecaMu
COTPYZHUKOB (Mbl Ha3bIBaeM 3TO KOHIIEMNIMEN apaljieJIbHOU OIJIAThI).

[Ipumep. Hama kommnaHus npojaeT Kak HOBbIe, TaK W NOJepKaHHble MallUHbL. Ecan
IJIATUTb MeHe/KepaM M0 MpoJakaM HOBbIX aBTOMOOWJIEH M MeHe/pKepaM MO Mpojakam
noJiep>kaHHbIX aBTOMOOU/IEN TOJIbKO Ha OCHOBE MX COOCTBEHHOM MPHUOBLLIM, TO HaBEPHSKA
BO3HHKHET KOH(QJHWKT INpPH OleHKe MalluH N0 mnporpaMMe trade-in (MOKynka HOBOIO
aBTOMOOUJIS C 3a4ETOM CTOMMOCTH CTaporo). MeHe/»kephl, IpoJaoiiie HOBble aBTOMOOUJIH,
OyZyT HacTauBaTb Ha I[OKYINKe CTapod MaUIMHbl NOTEHIUaJbHOTO KJMEeHTa 10
MaKCUMaJIbHOM lleHe, 4YTOObl OH celyac ke KYNUJ HOBYI0. B cBOl oyepe/ib, MeHemIKep MO
npojlake MOJep>KaHHbIX aBTOMOOU/IEN 3aUHTEpPEeCOBaH B MOKYIKE TAaKOTO aBTOMOOWJIS 1O
MUHUMaJIbHOU LieHe, TOCKOJIbKY TaKMM 00pa3oM OH MaKCUMHU3UPYET CBOI NMPUOLLIb OT ero
nepenpoiaxu.

YTo6BI paspeliuTh 3TOT KOHQPJIUKT, Mbl BbIIJIAYWBAaeM NpeMUabHble B 3aBUCHMOCTHU
OT MPUOBLIM 000UX JAemapTaMeHTOB. TakUM 06pa3oM, HAllM COTPYAHUKH BBIUTPHIBAKOT U
IpPOUTPBIBAlOT TOJILKO BMecTe. Kpome Toro, B 3TOM cjiydae UX HUHTEpeCchbl COBHAJAIT C
MHTEepecaMy KOMIIAaHWUU B L|eJIOM.

MBI HCII0JIb3yeM CXOXYI0 KOHIIENIIMIO U 10 OTHOIIEHHIO K MeXaHUKaM. YeM 60Jibllie OHU
PEMOHTUPYIOT aBTOMOOUJIEH, TeM GoJiblile 3apabaThiBaloT. Ec/iu e KJIMEeHT BO3BpalllaeTcs
M3-32 HEKAYeCTBEHHO BbINOJHEHHOW pabO0Thl, HUKOMY He IJATAT 3a 3T0. TakuM 06pasomM,
MeXaHWKU U KOMIIAaHUS HAaXO0ASITCS B OJTHOM JIOJIKeE.

Mbl Hava/IM HCNOJIb30BaTh TAaKyK CUCTEMY OIIAThl JBajJllaThb JieT Ha3aJ, U OHA
NPEeBOCXO/IHO 3apeKoMeHjoBasa cebs. O/JHAaKO BpeMsl OT BpeMeHH Mbl TECTUPYEM ee paboTy.
A nomH10, y Hac paboTas NpeBOCXOJHbIM MeXaHUK B OT/eJsie NpeJNnpoAaKHOM MOATOTOBKHU.
MbI peliuv NOUTHU HA SKCTIEPUMEHT U MPEAJI0KHUIN eMy He C/leJIbHYI0 OIJIAaTY, KaK 00bIYHO,
a TBepAbIA OKJIAJ,, UCXO/Jsl U3 ero cpejHero 3apaboTka 3a NOC/AeJHUE LIeCTb MeCSLEB, U
clAeUJIU 3a pe3yJbTaTaMu. Tak BOT, MIPpU HEM3MEHHOM KauyeCTBe ero NpoU3BOAUTENbHOCTh
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ynaJa Basoe. OH nepecrtas 6bITb IAPTHEPOM KOMIIAHUH.

A pymaro, 4TO NPpUYUHOM HU3KOU NMPOU3BOAUTEJBHOCTH fBJSAETCA TO, YTO HUKTO He
YYUTBIBAET pe3yabTaTbl. HUKTO He cYMTaeT KOJMYECTBO 3ajay, KOTOpble BBINOJHAET
pabOTHUK, U CKOJIbKO BpeMeHH TpebyeTcs JJis UX UCNoJIHeHUs. Ecau Bbl yMeeTe NpaBUJIbHO
YYUTBIBATb pe3yJbTaThl, Bbl MOXeTe JOOUTbCA OT CBOUX COTPYAHHUKOB TaKOH XKe
IPOU3BOAUTENBHOCTH, KaK U B CJlyyae NAapTHEPCKOM CUCTEMBI OIJIATHI, 6J1aroaps 3J1eMeHTy
COpeBHOBATEJbHOCTH. JII0[M 1O CBOeW NpUpOJe CTpeMATCH ObIThb NepBbIMU. Eciv g 3Hal,
YTO rZe-TO JieJIaloT [ecATh 3aMeH MacJja B JleHb, f TOTOB NPbITHYTh BbILIE ['OJOBbI, YTOOBI
00CJIy>KUTb OJJMHHA/|LIaTh KJIUEHTOB.

Ho Bce xe mapTHepckas cxeMa OIUIAThl Jy4Yllle, NOCKOJBKY JIIOAU BUJAT NPAMYIO
B3aMMOCBfI3b MeX/Jy KOJIMYeCTBOM pabOThbl M BeJUMYMHON 3apaboTka. Ecium oHM XOTAT
3apaboTaTb 060Jblle, OHU MOTYT IPUHTH NOPaHblIe WX 33JepxKaTbcs nomnosxe. [IpogaBiel
MOTyT paboTaTh N0 BedyepaM WJH B BbIXOAHBIe. JIIOAM MOTYT HAaUTH MHOXECTBO CIOCOOOB
HOBbICUTb NPOU3BOJAUTEIBHOCTD TaK, YTOObBI U J/Is1 KOMIIAHUH 3TO ObLJIO NPUEMJIEMO.

[lapTHepckas cucTeMa ONJIAaThl MOOLIPSAET COTPYAHUKOB 00CIY>KUBATh
KJIMEHTOB Ha BBICIIEM yYPOBHE: UMEHHO OT Y/ OBJIETBOPEHHOCTH KJIMEHTa
3aBHCUT MX 3apIljaTa.

OpmHa W3 TJaBHbIX 33Jay MeHe/pKepa 3ak/iloyaeTcl B TOM, YTOObI HaWTu
COOTBETCTBYIOLIME CTUMYJIbl /Il Te€X, KTO paboTaeT XOpOIlOo, U NPaBUJIbHO MOTUBHUPOBATH U
JUCLUIVIMHUPOBATh OCTaJbHbIX. ECIM KTO-TO A0BOJIEH TeM, YTO NpPOJaeT LeCTb MallKMH B
Mecsl, TO, BUJUMO, OH JI0J>KEH paboTaThb r/ie-To B [pyroM MecCTe.

Tenepb BaxkHbIM BONPOC: €C/IM BCA 3Ta CUCTEMA TaK 3aBsi3aHa Ha JIMYHble pe3y/ibTaThl,
TO He CKa3blBaeTCs JIM 3TO OTPHLATEJbHO Ha 06CAY>KMBaHUM KaueHTOB? He mblTaloTcsa Jiu
JIIOIY TOOBICTPEE 0OCAYKUTDb KJAMEHTOB, YTOOBI MOJYYUTh CBOM KYCOK nupora?

A1 yBepeH, 4To HeT. Bamu coTpyHUKU GYAyT OT3bIBUMBBI U BHUMATEJbHbI C KaX/bIM
KJUEHTOM, Y T O 6TIO ™ K/ MEeHT BEpHY /B8 B UX HHId&eax, MoCKDHKYB a .
BO3BpalasiCh, KJIMEHT MOKYMaeT ellle YTO0-J160, YTO MPUHOCUT NPUOBLLIb U KOMIIAHUH, U HUM.
OHUM TakXe IOJIy4alOT CBOM KOMMCCHOHHBIE 3a MOBTOPHYIO Mpojaxy. U nmockosbKy Bcerzaa
Jlerye MpojaTh 4YTO-AMO0 TOMY, C KEM y BacC y»e yCTaHOBWJIMUCb B3aMMOOTHOULIEHUS, YEM
IIOCTOPOHHEMY, BCe COTPY/JHUKU BHUMATEJbHO OTHOCSATCS K KJIMEeHTaM.

TakuM o6pa3oM, moJsiydaeTcsl 3aMKHYTbIM Kpyr. EciM Thl XOpOIIO OTHOCHUIIBCA K
KJIMEHTaM, OHU XOpOILO OTHOCATCS K Tebe. Ec/ii OHM XOpoIIo OTHOCATCA K Tebe, OHU OYAYT
nokynartb 6osiblie. Eciiu oHM OyAyT NoKymnaThb 60Jiblile, Thl 3apaboTaellb 60Jblle U T03TOMY
Oy/iellib OTHOCUTBCS K HUM C ellle 60/IbIIUM BHUMaHHUEM.

Kpowme Toro, 3aech ecTb U Jipyras BbiroZa. Eciy Bbl Xopoiio o6pauiaeTecb cO CBOUMU
KJIMEeHTaMH{, OHU PACCKaXXyT 006 3TOM CBOUM JAPY3bsIM, U Te TOXe 3arJsHyT K BaM. TakuM
06pa3oM, Bbl 3apaboTaeTe elije 6GoJIblIIe.

Xopouio, MOXeTe CKa3aTb Bbl, NpeJCTaBbTe cebe, YTO NpOJaBel, MOJHOCTbIO 3aHAT
paboToll CcO CBOMM KJIMEHTOM M He YClleBaeT MONPHUBETCTBOBAaTb BHOBb 3allle/LIero
NOKynaTess. 3HAUYUT JIM 3TO, YTO B KOHIle Mecslja ero 3apIjaTa OKaXKeTCs MeHblle TOH,
KOTOPYIO OH OBl MOJIYYUJI, €C/IU Obl ObLJI YyTh MeHee BHUMAaTeJIeH K KaXA0MYy KJaueHTy? Her.
KimeHTB! Takoro mpojiaBlia BO3BpAlAlOTCS CHOBA M CHOBA, MPUBOJA C CO60M Apy3eil. Mbl
3HaeM 3TO HaBepHsSKa, IMOCKOJbKY (UKCHpyeM Takue JaHHble. Mbl OOHapy:KWJH, 4TO
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NpoJaBIbl C CaMbIM BBICOKMM HHJIEKCOM Y/J0BJeTBOpeHHOCTH kiaueHTa (CSI), koTopble
HauJy4liMM 00pa3oM 3a00TATCA O CBOMX KJMEHTAX, [OCTUral0T CaMbIX BBbICOKUX
nokasaTeJsied o 06beMy npogax. /lusnepnl ¢ cambiM BblCOKUM CSI Hanbos1ee npUOBIIbHEI U,
YTO HE MEeHee BaXKHO, JIyullle NEePEeXUBAIOT TSDKEJble BpeMeHa U KPU3HWChL. A JIIOAU - WU
OpraHu3aluy, - KOTOpble HEBHUMAaTebHbI K CBOMM KJIMEHTaM, He IPOJiepKaTcs JOJITO.

OnucaHHbIM MeTO/| OIJIaThl pabOThl MPOAABLOB AEUCTBUTENbHO paboTaeT. Ho nHora
ObIBaeT HEMPOCTO HAUTH JiIOJ e, TOTOBBbIX NPUHATH MpeAJoKeHUe 0 paboTe 6e3 TBEPAOro
OKJIaJla: Takas CHCTeMa MOPOXJaeT y HUX YYBCTBO HEyBEPEeHHOCTU. B TakoM ciyvyae Mbl
npejJjiaraeM perpeccuBHyl0 cxeMy GUKCUPOBAaHHOMW 4YacTU 3apabOTHOM MJaThl Ha
omnpenesieHHbI mnepuo, HanpuMmep 90 aHell. PabortaeT 3TO Tak. B mepBbId MecAln Mbl
BBIILJIAYMBaeM HOBOMY COTPY/JHHKY 3apaboTHy miaty B $3000 mioc Te KOMUCCHOHHBIE,
KOTOpbIe OH 3apa6oTas. Bo BTopol Mecsl 3apaboTHas maTta coctasiseT yxe $2000 mitoc
KOMHCCHOHHbIe. B TpeTuii - $1000 mtoc KoMUCCHOHHBIe. HaunHas ¢ yeTBepTOro Mmecsina
3apaboTHasA MJaTa HOBOTO COTPYAHMKA, KaK W JIl0OOTO JAPYyroro, COCTOUT TOJIbKO U3
3apab0TaHHbIX UM KOMMCCHOHHBIX. ECIM OH mpojo/nkaeT 4yBCTBOBAaTb cebs1 HeyBepPEHHO
nocJie afjanTallMOHHOro nepuoja B 90 fHeH, To, MOX0Xe, eMy JIydllle IOMCKATh APyroe MecTo
paboThl, — U TaK JeUCTBUTEJbHO MHOTAA IPOUCXOAHUT.

HanpumMmep, xopouinii TexHUK Ha cobopouyHol nHUM GM Arlington, koTopas HaxoAUTCA
ps/lOM C HaMH, CKOpee Bcero 3apaboTaeT TaM NPOLEHTOB Ha TPUJLIATb MEHbIIE, YeM IO
Halleld cucteMe. Ho OH MOJIy4UT CBOWO OMJIATYy CO CTONPOLIEHTHOM rapaHTtuent. [l Takoro
THUMA JIIOJeN CTabUJbHOCTb U PEryJsspHOCTb 3apabOTHOM MJaThl Ba)KHee MOTeHIUaJbHON
BO3MOXHOCTH 3apab0TaTh 6OJIbIIIE.

Hama e cuctema 6oJiblile OpUEHTHPOBAHA Ha TeX, KTO YBEpPEeH B CBOUX CHUJIaX U
moJlaraeTcsd Ha COOCTBeHHble JoCTikeHMs. OHa 3actaBisieT UX OBITh  OoJiee
OTBETCTBEHHbIMH, U B IEPBYK OuYepeAb IO OTHOLUIEHHWIO K caMUM cebe. JTO HMeeT
MOJIOXKHUTEbHBIN pe3y/bTaT — KaK JiJisi pabOTHUKOB, TaK U /ISl KOMIIAaHUH B LI€JIOM.

Ecnu BaymaThes, TO cnoco6 om/aThl, IPU KOTOPOM KOMIIAHUS JI€JIUTCH MPUOBLIBIO C
COTPYAHUKAMU (KOMHUCCUOHHbIE, 3aBHUCALIME OT HWHJAUBUJYAJbHOTO WA TPYyINIOBOr0
pe3y/abTaTa), Haubosiee a¢pPekTuBeH. Takol cnocob He MPocTo GOPMUPYET NAPTHEPCTBO —
JIIOAA JIMYHO OTBEYalT 3a paboTy, KOTOPYI0 BbINOJHAKT. OHU OoJiblie OLIylIalOT cebs
He3aBUCUMbIMU NMOAPSAAYMKAMU U MTAPTHEPAMH, HEXKEU COTPYHUKAMMU.

CrcTteMa omJaThl Ha OCHOBE NAapTHEPCTBA TpebyeT HECKOJbKO 6O0JI bIIUX YCUJIUN MPHU
pa3paboTke. /[l TOro 4To6bl YOEAUTHCS, YTO OHA paboTaeT 3PpPeKTUBHO U CIpaBeAJIUBO,
BaM NpPUJEeTCS HAUTH COCOO MOACYUTATh pe3ysbTaThl TPYAa Pa3/IMYHbIX COTPYAHUKOB. Ho
ecJii 3TO yAaJoCh CAeJaThb JOKTOpaM M IOPUCTaM, KOTOpble 4Yallle BCEro MUMENT TaKylo
CUCTEMY OIJIaThl, 3HAYUT, C ITUM MOKHO CIIPABUTHCS.

OcCHOBHbBIE BbIBO/ bl

—-MnaTtunTte no p dipupaKsrd amary Tpyga Kax/oro
COTPYZHMKA K KOMUCCUOHHBIM, OY/ib TO UHAUBU/YaJbHbIA WX IPYNIIOBOM
pe3ysbTaT. Beab pasyMHO, 4YTO JIIOAU JOJKHBI 3apabaThiBaTb POBHO
CTOJIbKO, CKOJIbKO OHU cAesiaiu. Ecium koMnaHus HeaddeKTUBHA, Y Hee HeT
NPUOBLIH, YTOOBI JEJTUTHCS.

—-Bce- 3Hauwunrt PpkoBeuTENIN OTJE/0B, MeEHeKephl
nojpasjieJieHu - Bce SABJASAITCA NapTHEpaMM W JOJ/HKHbl HMETb
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MapTHEPCKYIO CHCTEMY OIJIAThI, a He TOJIbKO BIa/e/IbLibl.

—Takom MeTOopS, onnart bl MOTUBUPYET K a X [
K N1 n e HlapeHepckas cucTeMa OIJIaThl IPUBOJUT K yJIy4LIEHHUIO KauecTBa
006cCy>KMBaHUsl KAMeHTOB. Eciu xoyewb 3apabaTeiBaTh, Oy/Ab Jit06€3eH C
JIIOJbMH, KOTOpbIE IJIATAT Tebe, — C KIMeHTaMH.

VI. PykoBoauTE Ib — JINI0 KOMIIAHUU

I'i1aBa 21
Bbl He MOKeTe NPUTBOPATHCS

MecTouMeHue «s» HEyMeCTHO, KOrja pedb MJeT O HalleM OHU3Hece, - BCE, YTO MBI
JlesiaeM, JOCTHUraeTCcs KOMaHAHBIMHU YCHUAUAMH. Ho mpu 3TOM B KaxZoW opraHU3alUu
PYKOBOJUTEJb IOKEH UJATH Ha war BnepeAd. OH Jo/KeH NPUBOJUTH KOMIAHUIO K YCIIEXY.
OH obGecneuyuBaeT NPUOBLIbHYIO pPabOTy, co3jaeT paboyve MecTa U AOOUBAETCS, YTOOBI
pPabOTHUKU FOPJUIUCH CBOEeN KoMmaHUel. Ecii OH 3TOro He JieJlaeT — HUKTO He MOWUJET 3a
HUM. BylacTh MeHe/pkepa OCHOBBIBAeTCS HAa TOM, UYEM U KaK OH ynpasJiseT. Kak ckazan [Tutep
Jpykep: «JIugepcTBo - 3TO 3P PEKTUBHOCTb>.

Ecnu Bbl 60cC, BBl HE MOXeTe MPUTBOPAThCS. JIMO6O Bbl BEpUTE B LieJH, KOTOpPbIe
yCTaHaBJMBaeTe, JUO60 HeT. Ec/M HeT, o4yeHb CKOpPO 3TO CTaHET SIBHbIM. Bo-mepBbIX,
IPUTBOPCTBO TPEOYET CAUIIKOM OOJIbIIUX YCUIHUU. BO-BTOPBIX, COTPYAHUKHU HAOJIIOJAOT 32
CBOUM JIU/IEPOM O4YeHb MPUCTATBbHO, U B TAKOW CUTYAI|MU OYEHb CJI0KHO $palbCcUPUIIMPOBATH
YYBCTBA U OTHOLIEHHUE.

CTOUT BallUM COTPYAHUKAM 3aMETHUTb, YTO Bbl CAMHU O6€3pa3IUUHbI K LIeJIsIM, KOTOpbIe
yCTaHaBJIMBaeTe — HallpUMep, Bbl TOBOPHUTE, YTO BCET/Ia CIeAYET ObITh YECTHBIM C KJIMEHTOM,
a OJHaXJbl CaMH MPOJEMOHCTPUPOBAJIM HEUYECTHOE OTHOILIEeHUE, - Bce KoH4YeHO. OHu
epecTaHyT CJe[0BaTh BalllUM JIO3YHI'aM, IOTOMY YTO BUJST, UYTO Bbl CAMU HE CJIe[yeTe UM.

Eciv 3TO ciy4yuTcs, Bce mapajHble ¢Jiard U peKJaMHble POJMKU MHUpa He CMOTYT
M3MEHUTb CUTyalluu. Bbl HUKOT/]a HE JOCTUTHETE CBOEU LIEJIH.

Jlaxxe ecnu 104 3HAIOT, KaK UM CJeJioBaJio Obl MOCTyNaTb, MHOTA
OHU 3abbIBalOT 06 3TOM. BOT mouyeMy OHM MOCEIIAIOT LEPKOBb KaXK/Joe
BOCKpECEHBE.

MMeHHO MO3TOMYy Bbl KaK Ha CJIOBaX, TaK U Ha JieJie JOJDKHbI
peryJisipHO HallOMUHATD JIOJASM, YTO SBJSETCS UCTUHHBIMHU LIEHHOCTSIMU B
Balllel OpraHu3alUHu.

KopoTkasa uctopus Ha 3Ty TeMy. Sl OblLI B OTbe3/e, KOTJAa Mbl OTKPbIBAJIM Halll
aBTOLEeHTP Lexus. Mbl KoJiecu/iM OT paccBeTa 10 3aKaTa, HO K HOYU S BEPHYJICS B TOPOJ,
Pa6ouyure, KoTopble ellle paboTaiyd HaJ KAaKUMHU-TO JleTaJsIMU Halllero 3/1aHus, OCTAaBUJIH
nepeJi HUM NyCThle KOPOOKH U GyMaXKHble CTaKaHbI. { BblllleJ1 U3 MallMHbI U HaYaJsl COOUPATh
MyCOp; 0Y€Hb CKOPO KO MHe MPUCOeAUHUJINCH [|Ba IPOAABILA, XOTb 1 U HE IPOCUJ UX 00 3TOM.
[loka Mbl 3aHMMaJUCh YOOPKOW, OJUH M3 MapHeW cKasad: «3HaeTe, 3TO MNOAPSATIYUKH
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OCTaBMJIM 3/1€Cb TAKYI0 IpsA3b». A 1 0TBeTUJI: «MIM Bce paBHO, @ HaM HeT — 3TO Hall JIOM, Mbl U
JIOJKHBI 3a60TUTBCS O €70 YUCTOTE.

Bauy coTpyAHUKU JO/DKHBI CABILIATH NOL00HBIe c0Ba. OHU O/DKHBI BUJETh, KaK Bbl
cobupaeTe Mycop Ha MapKOBKe WJIM HeceTe YTO-HUOY/[b B MAllMHY KJIWEHTA, IOMOras emy.
9TO eJWHCTBEHHBbIH NyTb OOBABUTb W NOAJEPKUBATb LIEHHOCTH B Balllell KOMIaHUU.
VIMeHHO N03TOMY MbI IMLIEM B HallMX UHPOPMALMOHHBIX OHOJIJIETEHAX O T€X COTPYHUKAX,
KOTOpBbIE IJIOX0 3a00TATCA O KJAMEHTaX; U UMEHHO N03TOMY Mbl TaK MHOTO F'OBOPUM O TeX
COTPYAHHUKAX, KOTOPBIE ABIAITCSA JYYIIUMHU.

[loBTOpPASA HAllM LIEHHOCTU CHOBA M CHOBA, Mbl JIEUCTBYEM TaK e, KaK U LlePKOBb, B
KOTOpYIO exXeHe/leJIbHO XOAT ee pUxoxKaHe. Bel He MoxkeTe o HaX /bl Ipo4yecTb bubnio u
HEOTCTYIHO CJeJloBaTh BCEMY, YTO B Hell H3J10)keHO. Jlaxke ec/iM Bbl 3HaeTe XpUCTUAHCKHUe
3all0Be/IY, MHOT'/Ia Bbl O HUX 3a6blBaeTe; U MO3TOMY XO/IUTE B LIePKOBb KaXKJj0e BOCKpeCeHbe —
YTOOBI MOMHUTH. [103TOMYy ke Mbl HEYCTaHHO MOBTOpsSiEM BCe TO, BO YTO Mbl BepHUM, U
npas3ziHyeM, KOT/ia HaM yZjaeTcsl JOCTUYb OJJHOM M3 HalllUX LeJiel, - YTOObl HATOMHUTb O HUX
caMHuM cebe.

Tenepnb nepeiieM K He MeHee UHTEPECHOMY BOIPOCY: CKOJIBKO LieJied JOJKHO OBbITh
yCTaHOBJIeHO? MHOrve CYMTAlOT, YTO OJHOW BIIOJIHE JOCTAaTOYHO: KOTZA Liesib OJiHA, BCe
KOHLIEHTPUPYIOTCS Ha ee JJOCTHXKEHUH, HUKTO He 3a60TUTCS 0 MeHee CYlleCTBEHHbIX Bellax,
a 3HA4YUT, NpOllle BBINOJHUTh HaMeYeHHOoe.

Ho, X0Ts 9T0 3ByYHUT XOpOLIO, 3TO HENPABUJIbHO. BBl MOKeTe cka3aThb, 4TO Halla LieJb —
BbINIOJIHEHME KaueCTBEHHOM paboThl 6e3 nepefesok. Ho B To ke BpeMs Mbl XOTHUM, YTOOBI
Hall¥ COTPYJHUKHU ObIIM BEXKJIUBBI [10 OTHOIIEHHUIO K KJIMeHTaM. U elle »kesaeM, YTOGbI Hall
oduc U NpUHaAJIexalass HaM TeppUTOpUs ObLIU B 6e3ynpeyHoM nopsigke. Kpome Toro, Mbl
OXXHJAeM, YTO Bbl XOPOILO OTHOCUTECh K CBOUM KoJujieraM. IljIoc Ko BceMy Mbl XOTeJId ObI
NOJIyYUTh NPUOBLIL. Bce 3TO MOXKHO cuuTaThb LeasiMU. U Bce oHU o4eHb BaxkHbI. [IpocTo
CKOHIIEHTPUPOBATLCS HA KAKON-TO O/IHON U3 HUX HEZ,0CTATOYHO!

OpHako € pacliMpeHHMeM NepeyHs Liesed HaZo ObITh OCTOPOXKHBIM. Bbl MoxeTe
neperpy3uTb BalllUX COTPYJHUKOB KOJMYECTBOM WHPoOpMaLUU /JJs pas3MbllJIEHUS.
B0o3MOXHO, l1eCcTb-ceMb Liesiel — npejies. OueHb HEMPOCTO MOMHUTD O MOJIYZ0XKUHE BaXKHbIX
Bellleil 0/JHOBPEMEHHO.

Ho ckosbko OBl Liesied Bbl HU HaMEeTHWJIU, OJHY WJM LIEeCTb, eJUHCTBEHHBIA CIOCOO
JIOGUTHCS KeJaeMOro — IMOCTOSHHO HAllOMHUHATh O TOM, YTO Bbl COOMpaeTechb JieslaTb U
o4eMy, a TaKKe IPUBOAUTD MPUMEPBI, KOr/la Bbl I06UIMCh HEOOXOAUMbIX pPe3yJIbTATOB.

MbI Kak pa3 HabJito/1aeM Takoi nprMep B Jlassiace. Mbl pozaiy 60J1bl10€e KOJTUYECTBO
aBToMoOW/Ield Ha ¢oHe 06Ul cTarHalMU W BbINOJHUJIM MHOI'O PEMOHTHBIX paboT, B TO
BpeMs KaK Y HallUX KOHKYPEHTOB ObLJ KPU3HC.

U 51 He ycTalo HaIOMUHATB O HAIIMUX LeJiX CHOBA U cHoBa. ([IpuyeMm g Jesaio 3To He Ha
cobpaHHUsX, a MpeJNoYuTal pa3roBapuMBaTh C JIOJAbMHU OJUH Ha OJMH. B 3ToM ciayyae
BHUMaHHe YyeJIoBeKa MOJHOCThI0 CKOHLEHTPUPOBAHO Ha TOM, YTO s roBopio.) B pasrosope c
NpO/IaBLOM, TEXHUYECKUM PAaOOTHHUKOM MJIU MEHE/XKePOM s MOJYepPKUBAL0, YTO UM yJaeTcs
3apabaTbIBaTh JEHbI'H, B TO BpeMs KakK Jipyryue aBTOLEHTPbl CTPaHbl B TSXKEJIOM MOJI0XKEHUU
WJIY 1a’Ke BBIXOJAT U3 GU3Heca.

[To3xe, 3a 06e,0M, OHU OOGCYXAAIOT CO CBOMMHU KOJIJIETaMH, KaK UM y/1aeTCsl 0CTaBaThCs
npu paboTe, MPUTOM YTO COTPYJHUKHU JPYTrUX aBTOLEHTPOB BbIHYKAEHbl HCKaTb cebe
Jipyroe npuctanuile. U KTo-HUOYAb 06513aTeNIbHO CKaXkeT: «3HaeTe, a Cbl03JIJ1 IPOJ0IKAET
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yTBEPKJaTb, YTO HaM YyJaeTcs 3apabaTblBaTb TOJBKO 3a CYET XOpOIIero KJIUEeHTCKOIo
cepBUCa, U s JAyMalo, UTO OH MpaB. B Jgpyrux mecrax He O4YeHb-TO 3a60TU/IMCh O CBOMX
KJIMEHTaX».

Korpga BalmiM COTpyZHUMKHM HECYT M pPacCOpoOCTPaHSAT BallM HJeU - 3TO CaMbId
3¢ PpeKTUBHBIN CI1OCOO.

A Bues1, Kak MeXaHUKHU NMOAOLULIA K HOBOMY COTPYAHUKY U JJOXOJYMBO 00'bACHUIIN, KaK
3/lecb JiesiaeTcsl OU3HeC. ITOT MapeHb COOMpasic BbICTABUTH KJIMEHTY CYeT 3a JBa 4daca
paboThl, XOTs MOJIOMKa TpeboBaJsia He 6GoJsiee moJiyyaca Ha ee ycTpaHeHMe. /[Boe WM Tpoe
TEXHUKOB MOJOLLIA K HEMY U CKa3asu: «3/JeCb TaK He MOCTYINalT, He NMbITalCAd XUTPUTH C
KJIMeHTaMWU». B HeCKOJIbKHX C/y4yasX J[JOXOAMJIO JO TOrO, 4YTO PpabOTHHUKU cepBuUCa
BbIHY>K/Ja/IM TeX, KTO IJIOX0 obpallasic ¢ KJIUEeHTOM, yBOJUTbCA. OHU MPOCTO Jesalyd UX
»KU3Hb HEBBIHOCHMOM.

BHauase HeKOTOpble COTPYAHHMKH MOTYT MbITAaTbCAd OOXOJWTH HAIlW MPUHIMUIIBL,
IOTOMYy YTO UM KaXKeTCfl, YTO OHMU TPeOYIT OT HUX Oosiee HampshKeHHOW paboThl. Ho B
JleICTBUTENIbHOCTH, B JJOJITOCPOYHOM NepcreKTHBe, paboTaTb CTAHOBUTCS ropaszo Mpolie.
HuKTO He CTOUT HaJ AYLIOW U He MUJIUT Tebs 3a MJI0X0 BBIIOJHEHHYIO paboTy — HIOTOMY UTO
Thbl HUKOT'/Ia He JieJlaelllb CBOI0 PaboTy MJI0XO.

OcHOBHbBI€E BBIBO/IbI

-MpuMnTe peuweHne  GYsraHBBUTE YBHULLIKEAMUHA
CaMOM BBICOKOM YpOBHE; €CJM Bbl pacCyMTbhiBaeTe Ha O6oJiblliee, Bbl U
JIOCTUTHETe GOJIbLIEro.

-bocc O ONXeH 6 bl T Blugepl el WM@XED MOJIBKO
nponoBesioBaTb. OH JoJ/DKeH TMoJaBaTb npuMmep. JluaepctBo - 3To
sd¢dexTuBHOCTD. EC/iM o/1HA U3 Baulux 1esiell — 6e3ynpeyHasl YUCTOTA U Bbl
He cobUpaeTe Mycop Ha MAapKOBKe, KOT/1a BUAUTE €ro TaM, He 0XKUJJaiiTe, UTo
KTO-HUOY/b U3 BalllUX COTPYAHUKOB OY€T AieJ1aTh 3TO.

—-Mpa3gHyinTe CHRHOWIIH GIKBOETH TOrO, BO YTO BbI
BepuTe. [0oBOopUTe O BallUX LEHHOCTAX M IeJsax peryiaspHo. Yaiue
YIOMHWHAWTe HMeHa JIIJel, KOTOpble MPEeBOCXOASAT CTaHAAapTbl. M 3Ta
MHpopManusa 6yeT ycabllliaHa.

VII. BakHa KaxXaas AeTajib

I's1aBa 22
[Ipoaaxka Ao/12KHA GBITH TEATPOM

A nwob6aw TemaTuvyeckde napku /JlucHess. OHM 6Ge3ympeuHbl B KaXKJOW JeTallu.
Hanpumep, TaM TakuM 006pa3oM MNOJCTPUralOT KYCTbl, YTO OHU CTAHOBSTCH MOXO0XHU Ha
repoeB MysbTGuUIAbMOB - Mukku-Mayca, /lam6o u gpyrux. Mbl Bceraa [iep>kMM B TOJIOBE
06pa3 nmapkoB uMnepuu /lucHes,, Korja peliaeM, Kak JOJDKHBI BbITJIS/€eTh HAllM MarasuHbL.
BoKpyr HalMxX LEeHTpPOB TpaBa Bcerja TIIATeJbHO IOACTPUXKEHA W HeT HU OJHOrO
HeyX0>KEHHOTO JiepeBlia. Mbl BHUMATENbHO C€JUM 3a TeM, UYTOObI BCe HalllM 3/laHUSA ObLIU
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aKKypaTHO NOKpalleHbl. MblI faxe ClelMaJbHO KyIUJIU YOOPOYHYI0 MAlIMHY, KOTOpas MoOeT
TPOTyap nepej Halled TEPPUTOPUEH.

[loyeMy Mbl yjessdgeM 3TOMYy CTOJbKO BHMMaHUA? IIpocTo MBI XOTUM CO3J4aThb
onpeJiesieHHY0 aTMochepy A1 HallMX NOKynaTeJed U COTPYAHUKOB. To, Kak Mbl OTHOCUMCS
K Halled TeppUTOPUH, TOBOPUT O TOM, KaK Mbl OTHOCHMMCA K HalIUM KJIHWEHTaM H
paboTHHKaM, KaKHe [IeHHOCTH UCIOBeAyeM, a KpoMe TOro, IOMOraeT HaM ONpeJieJIMTh CBOUX
1ieJieBbIX KJIUEHTOB. Mbl cyhTaeM, 4TO 60JIbIlIed YaCcTH JI0Jell HPaBUTCA UMETh JIeJI0 C TeM,
KTO 3a00THUTCA O LiBETaX U JlepeBbsX Ha CBOEM y4yacTKe.

Jlenad Tak, Mbl JjlaeM CUTHaJI: «JTO MeCTO OTJIMYaeTCsd OT Apyrux». Haur aBToneHTp He
U3 TeX, rZie paboTalT NapHU 6e3 KOMIIJIEKCOB U MaHep. Mbl XOTHUM, 4YTOOBI KJIMEHTb] BUJEJIY,
YTO MbI IPUATHBIE JIIOJAU U C HAMU IPUATHO UMETh J1eJ10.

JTO NMPABUJIO OTHOCUTCA KO BCEM HALUUM LIEHTPAM, BHE 3aBUCUMOCTH OT NIPOJlaBaeMbIX
Mapok. OfMH U3 HUX NpojaeT «XeHJaW» — CaMyl0 HeJOpOryl MapKy B Halled JIMHeHKe,
Apyrue - «Kagunnak» nam «Jlekcyc». U Be3zie Mbl yjesisieM Oo4yeHb 00Jibllioe BHUMaHHE
JleTalisAM, XOTd CaMU JieTa/li Bce BpeMd pasHble. Tak, npoaasas «Kaguiaku», Mbl cTapaeMcs
aKLleHTUpPOBaTb BHUMaHUe Ha pockolu U koMmbopre. «Kaguanak» - 3To jiy4diiee, YTO MOXKHO
KYyIIUTh.

Kakue 6bl ycayrd Bbl HU OKasblBajM, Jl00elTech «Bay-apdekTar.
YTO0-TO [JO/DKHO BIEYAT/IUTDb KJIHWEHTA TaK, YTO6bI OH MOHSJI, HACKOJIBKO BBI
BHUMATEJIbHBI K 1€ TaJISIM.

/lu3aliHepoM HallUX MHTepbepoB Oblia Tpulla YUJICOH, KEHLWHA, KOTOpas co3jaja
MHTepbepbl CaMbIX KpaCHMBBIX B MUpe OTesel, Takux Kak St. Andrew's B llloT/iaHguu U TpH
Apyrux Ha Tepputopuu Disney World Bo ®panuuu u Broadmoor B Kosopago-CnpuHnre.

Pa6oTy ¢ HaMM OHa Hayaja C TOro, 4YTO IMOBECUJla TPU OTPOMHBIX KaHJess6pa U
JIOTIOJTHUJIA UX IPEeKPACHbIMU AyOOBBIMU MaHeASIMU BO BCeM 3/jaHUU. Bcss Mebesib — KpacHOTO
JlepeBa, a 06MBKa - KoxaHasd. U He TOJIbKO MOTOMY, UTO 3TO BBIIJIAJUT pecrneKTabenbHee U
KOMQOpTHee, — Mbl TAKXKe OTKPBLIHU J1s1 cebs, UTO Takasi MebeJib ropas/io 60Jsiee NpoyHas.

Bce 3TO 3BYYMT [0BOJIbBHO MPOCTO, HO HAllM CAMOCTOSITEJbHblE MONBITKU CAEeNaTh
YTO-TO C UHTEPbEPOM He yBEHYAIUCh ycrnexoM. [lepBbIi CBOW [eMOHCTPALLMOHHBIN 3aJ1 Mbl
0dOpMJISSIA CaMU, U KJIMEHTbl TOBOPUJIM HaM, YTO BBITJIIAUT OH HECKOJIBKO JJOMOPOILEHHO
(0ocoGeHHO MM He NpPHUILJIMCh MO BKYCy Hallla NJIACTUKOBas Mebesb M XpPOMHPOBAaHHbIE
ctoJibl). PaboTa npodeccruoHana norpscawlle OTJIUYAETCH, U B JeUCTBUTEJbHOCTH 3TO He
CTOUJI0O HaM 00Jibllle, TOTOMY YTO CHJIBHO C3KOHOMMUJIO Halle BpeMs M OKa3aJoCh ropasjo
NpoYHee U HaJieXKHee.

CeroJiHsl B LleHTpe HALIEero JeMOHCTPALMOHHOrO 3a/1a CTOUT CTOJI, @ HA HEM OPOMHas
Basa C >XMBBIMU LBeTaMMU. JTO HJiesi MOel >KeHbl, 32 KOTOpPYy s1 el OouyeHb GJiarojapex.
OpHax/bl MBI ¢ [lerru ysxunanu B Helo-Hopke B pectopane La Grenouille, u oHa o6paTuia
BHMMaHMe, YTO TaM Be3/le ObLIM pacCTaBJIeHbl KMBble LIBETHI, YTO Jies1ajJio 0OCTAaHOBKY
3JIETAaHTHOM U B TO Ke BpeMs TeIJION U AoMaluHel. [lerry ckasasa MHe, YTO eC/IM Mbl 6yZieM
MCII0JIb30BaTh »KMBbI€ LBEThl B HALIMUX JIEMOHCTPALMOHHBIX 3aJ1aX, TO, BEPOSITHO, MOJTYYUM
TOT e 3 PeKT, — 1 6bli1a paBa. C Tex Mop y Hac BCer/jia XKMUBbIe [|BETHI.

KoBep mnpeacraBisieT cob6oil BbITKaHHyW repaabpguky Cadillac B Heckosbko
CrJIQKEHHBIX, HO Y3HaBaeMbIX JIUHUAX. B 0obopMieHUM MBI MCIIOJIb3yeM CIOKOWHBbIE IBETa:
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HEXXHO-TOIYyOOM M CJI0OHOBOM KOCTU. M HHUKakux KpUYallUX HaAOWced B OKHax:
«PACITPOJAKA!!!»,

HekoTopele cynTaroT, 4To, 0QOpMJIsisd CBOU aBTOLEHTPHI TAKUM 00pa3oM, Mbl TepsieM
HEKOTOpble BO3MOXXHOCTU. Mbl HE UCNOJIb3YEM OTPOMHBIX MJIaKaTOB C UHPOpPMALUEe 0 TOM,
YyTO npejJjiaraeM KpeAuT Bcero B 2,9 % Ha 3TOM Hejesie WM 4YTO CETOAHA NPOJAETCH
Kakasg-To ocobeHHas MamiuHa. Ho ecau Bcero 3Toro He JOHOCST A0 MOTEHLMAJIbHOIO
NOKyMnaTeJisl Ipo/iaBlibl — 3TO HE OYEHb YMHO.

[l OGOJBLIMHCTBA JIIOJEW ropas3fio BaXkHee TeIyasg M KOMQOpTHasA 0O6CTaHOBKaA
NoKynku. Enie pas moadyepkHy: HallM KJWUEHTbl OY€Hb LeHAT aTMocdepy, B KOTOPOH OHMU
MOTYT 4YyBCTBOBAThb ce6 Kak JoMa. Bel MoxkeTe npocieUTh 3TO 110 UX BbIOOPY PECTOPAHOB U
otesned. B Bel-Air uan Turtle Creek Bbl He BCTpeTuUTe pa3pUCOBAHHBIX BUTPUH CO
«CIelUaJbHbIMU TpeaokeHUusIMU A0 21.00», Tak e KaK M JOCKU C «CErofHAIIHUM
npezaJioXKeHreM». JTU PeCTOPaHbl 3aJjal0T IPYTrOX TOH; TO e JleJIaeM U MBL.

[Io aHa/oruu Mbl co3/la/id MPUMEPHO Ty ke aTMocdepy U B aBToueHTpe Hyundai, rae
CTOUMOCTb MalllUHbI e/jBa JIU COCTaBJsAeT YeTBepTh LieHbl «Kaaunnaka» unn «Jlekcyca», - u
HalllUM MOKynaTeJsM y Hac HpaBuTcs! KoHeyHO, ecTb HEKOTOpble OTJIHUYUS: MOCKOJIbKY
«XeHaanW» OoJibllle CKJIOHHBI NPUOOpeTaTb MOJIOAbIE JIIOJAW, Mbl He MCIOJIb3yeM 3/eChb
KaH/Zess10poB, IU3aliH OJIMXKe K HallpaBJIeHUIO Xal-TeK — HO aTMocdepa Takas e Teljas u
JloMaliHasa. M TOH, U CTHJIb HAaXOJsATCS B TapMOHUU C TE€M, YTO Mbl NpojaeM. Tepputopus
TOXXe B 0e3ynpeyHOM MOpsAAKe, Uyy/leCHble 3eJieHble JYXKalKU Nepes BXOLO0M, MHOXECTBO
IIBETOB, U HET KpHWyYalllel peKJaMbl MO BCEMY BBICTABOYHOMY 3a/Jly M 3a €ro mnpejejaMu.
Tako¥ mnoaxonx omnpaBfan cebsd W 3[eCb — MNPOAAXHW U NPUOBLIbL [JaBHO INpPEBBIIAIOT
3amnJlaHUPOBaHHBIE.

B cBoux aBTOLeHTpax Mbl cTapaeMcs u3beraThb AaBslieil ToproBoit arMmocdepnl. Y Hac
BaM Bcerjila NpejJoaT 4alleyKy Xopollero Kode, U Mbl Jjaxke JOTOBOPUJUCH C MECTHBIM
pecTopaHoM 00 OTKPBITUH HeboJblnoro ¢uanana psaaom c HauuMm aBToueHTpoM Cadillac.
TakvMm 06pa3oM, Bbl MOXeTe NEpPeEKYCUTb, MOKa JeTe CBOW aBTOMOOWJIb, /la U HALIUM
COTPYZIHMKAM He MPUXOJAUTCSA MUTATHCS Pa3MOPOKEHHOW B MUKPOBOJIHOBKE MUIIEH.

Haia uzes cospanus xopolieit atMmocdepbl pacnpoCcTpaHsieTCcsl Ha Bce Mo/ipa3/esieHus.
AKKypaTHOCTb BO BceM. Bce mosibl THIaTe/JbHO MOIT KaKAbld Bedep; y Hac JaxKe ecThb
BaKyyMHbIN pyKaB, IO/ COeMHEHHBIN K JaTYUKYy B PEMOHTHOM MacTepCKOH, — OH U36aBJisieT
Hac OT MbLJIY ellle JI0 TOro, KaK Ta yCcreBaeT CeCTh Ha MOJI.

Korza noTpe6uTtesib BUJUT Hallly CBEPKAIOIIYIO BEIYUIEHHYO MAacCTEPCKYI0, OH AyMaeT:
«A moxaJsy#, 3TOT aBTOCEPBUC BBITJISIAUT HECKOJbKO HHaye, 4yeM Jipyrue. 37ecb JIIOAU
60J1bl1lIe 3a00TATCS 0 CBOEM paboyeM MecTe, U OHH, I0X0XKe, OyAyT 60Jiee aKKypaTHbI C MOel
MallHuHOW.

Korza Bbl HaMepeHbl nnpuobpectu «Kagunnak» unn «Jlekcyc», MallMHy CBOEW MEYTHI,
Bbl OXKHMJAeTe, YTO 3TO OyJZieT OuYeHb 3allOMUHalolleecs cobbITHe. [l HEKOTOPbIX JOAeH
NpUOOPECTH HOBYIO POCKOLIHYI0 MAallMHY — BCE PABHO YTO KYNMUTb OYXaHKY XJieba Ha Y>KUH.
Ho Bce-Taku Takux HeMHoro. /ljisi GosbiuHCcTBa nokynka B $30 000 - 40 000 siBisieTcst
cepbe3HbIM COObITHEM. YacTo JIM UM MPUXOJUTCS PacCTaBaTbCS C TAKOW CyMMOMU JieHer? Mbl
JIOJDKHBI IOMHUTD, YTO, XOTSl Mbl U IPOJiaeM 25 HOBbIX MalllMH B [leHb, [IJIs1 KJIM€HTa Moe3/Ka
JIOMO} B OZJHOM U3 HUX — OTPOM HOE COObITHE.

[Ipofaxkyu [0/KHBI ObIThb NpeACTaBJeHUEM, TeaTpoM. Mbl XOTHUM, 4YTOObI HalIX
NOTPeOUTENU BCTpeYaJu CBOU MalIMHbI B TaKOW OOCTAaHOBKE U OKPYXEHHHU, YTOOBI AYX
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3axBaTbIBaso. Mebesb, MPUCNIOCOOJIEHUS, CBET - KaKJAad JeTalb JOJ/DKHA BHOCUTH CBOM
BKJIa/Zl B 3TO He3abbIBaeMoe MocellleHHe.

BaxxHa [ eMCTBUTEJBHO KaXKJad JeTalb. JTO KacaeTc JAaXke TeX MeCT, B KOTOpble
noTpebuTe/ b TPaJAULUOHHO He JonyckaeTcsa. Hampumep, B casoHe Lexus y Hac ecThb
OTPOMHOE OKHO, KOTOpOe M03BOJIIeT KJIWEeHTY BU/JleTb PEMOHTHYIO 30HY. JIIOAAM HpPaBUTCA
HaOJ/II0AATh 3a TEM, KaK Jpyrue paboTarT; K TOMY K€ 3TO U HEOOJIbIION JAONOJHUTENbHbIN
KOHTpPOJIb 3a BCeMM HaMU. Kpome TOro, Takoe OKHO TOBOPUT NOTPEOUTEJIO, UYTO MBI
rOpAUMCS CBOMMM NOMELIeHUSMHA U paboTOM, KOTOPYIO JeJlaeM, U XOTUM, YTOOBI JIIOJHU 3TO
BU/JIEJIU.

HekoTopble U3 JiydlIMX B CTpaHe pPeCTOPAHOB IOCTYNAKT aHAJOTM4YHO. /lOBOJIBHO
HeOGbLIYHO BUETh KYXHIO OTKpPBLITOH, a B Le Bernadin B Hblo-Hopke ecTh crnenuanbHbIH
CTOJIMK, OTKY/ia OTKPbIBAeTCA BU/| HA KYXHIO.

Bce sTO maeT omylleHWe TeaTpa, TeaTpa NpodecCHOHaNbHOro. Y ecqn mpomo/nKaTh
aHaJIOTMI0, Hallla TOProBasi 30Ha He YTO MHOe, KaK cleHa. Mbl ucroJib3yeM ee, 4TOObI CO3/jaTh
atMocdepy ¥ 3a4aTb TOH. Mbl XOTUM, YTOOBI Y HALIMX MMOKyNaTeJel AyX 3aXBaThIBaJIo, YTOOBI
OHH, BOI/id, roBOpUIM: «0-0!» — M 4TO6BI 3TO O6bLIM BO3rJ1ackl BocTopra. HaM cTouT 60/1b1IKMX
YCUJIMU OpraHMU30BaTh BCe TaK, YTOObI B IeMOHCTPALLMOHHOM 3aJjie ObLJIO BCe BO3MOXKHOE U
IIpY 3TOM OH He BBITJIsA/eJl IepeloJHEHHBIM, a KJIMEHTHI He CIIOThIKAaJIUCh ObI IOMUHYTHO 00
aBTOMOOUJIY.

OfiHa U3 NPOCTBIX MyApOCTEeN PO3HUYHOTr0 OM3Heca IJ1acuT: «Bbl He MoXeTe NpoJjaBaTh
C MYCTBIX MOJIOK» — MOApa3yMeBas, UTO y BaCc BCerja [JODKHO ObITb HECKOJIbKO eJUHHUIL
ToBapa Ha ckjage. U no cytu ato BepHo. Ho TOT $akT, 4To y HAC AOCTATOYHO 3aNacoB, He
O3HayaeT, YTO BeCb TOBAp J0J/>KEH OJJHOBPEMEHHO HAXOAUTbCS B BbICTABOYHOM 3aJsie. HyxHO
yMeTb C03/,aBaTh CIIOCOOCTBYIOLLYIO NpPOJa)kaM KapTUHY, He NMepenoJiHAsA NoMelleHUue U He
BHOCA Hepa36epuxHy. BbicTaBOYHBIN 3aJ1 0/KeH ObITh NIPUATHBIM U pacloJiaraloliyuMm K cebe.
Y1o6bl y6eaUTbCS B TOM, YTO OH COOTBETCTBYET 3THUM TpPeGOBAaHUSAM, Mbl MEPUOAUYECKHU
IPOBOJMM BpeMs Y BX0/ia U CMOTPUM Ha Hero rjiasaMy KJIMeHTa, CipalluBas cebs: XxoyeTcs
JIU ClOJla 3aWTH, JJOCTAaTOYHO JM KOMGOPTHO OH BBIrAAAUT? C XOpOUIMM JIK BKYCOM OH
caenan? He nopa s 3ameHUTh KoBep? HeT s 37ech 4ero-HuGyAb yxKe He CTOJIb
aKTyasbHOro? M HanpoTUB, eCTh JIM YTO-TO, YTO BBI30BET KeJIaHUue IPUMTH Clo/ia elle pas?

MbI XOTHM, YTOObI KJMEHT MOYYBCTBOBAJ, YTO €My 3/leCb HPaBUTCA. ITO HMEHHO Ta
peakiys, Ha KOTOPYIO Mbl pacCYUTbIBaeM. Mbl XOTUM NpHBJiIeYb BHUMaHUe NOTPeouUTeNsd U
BbI3BaTb Y HEro MbIC/Ib: «JTHU JIIOJAU yMEWT 3a00TUTbCSA O JeTalsiX U JepaTb BCe B
nopszake». [lepBoe, 4yTo NpuBJeKaeT BHUMaHUe NMPUXOAALIEr0 K HaM NOTpPeOuUTeJis, — 3TO
»KMBBI€e [|BEThI, KaH/le/110pbl U JlepeBAHHasA OT/eJIKa.

MO>XHO /1M MeperHyTh NaJjKy, UCHOJb3ys 3TOT nojxon? KoHeuHo. Henb3st fonyckaTb
NpOsIBJIEHUS NPEeTEeHLHMO3HOCTU. MBI [0/KHBI OBbITh yBEPEeHbI, UYTO MepCOHaJ OTHOCUTCH K
HOTPeOUTENAM OYEeHb TENJI0O U JPYKEeCKU U JeUCTBUTEJNbHO 3a00THUTCA O HUX, - B 3TOM
claydae JIIOJU He OyAyT 4YYyBCTBOBaTb cebsi AuckoMpopTHOo. HMHOrza mnoceTuTenu B
BbICTABOYHOM 3aJie ObIBAlOT HECKOJIbKO pacTepsiHbl OT BCEro, YTO OHU BUAAT BOKpyr. Ho
eC/M COTPYAHHUK, KOTOpbIM NOAXOAWUT MO340pPOBATbCS, PaJyLIHO NPHUBETCTBYET WX U
6/1arolapyUT 3a TO, YTO OHU NPHUULIIM, KJIUEHTbl YYBCTBYIOT Ce0 >KeJaHHBIMU TOCTSAMHU U
CKJIOHHBI IPOCTO HACJAXKJAaThCsl BCEM, UTO CBSI3aHO C 3TUM MOCEILeHUEM.

Bbl MoxeTe co3/jaBaTh CBOIO COOCTBEHHYI aTMocdepy 6eCYHCIeHHBbIM KOJWYEeCTBOM
MeToZ0B. ([lucHel, HalpuMep, AieJlaeT 3TO C MOMOILbIO BeceJibsl, peBpallas CTaHAAPTHbIN
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Habop aTTPaKLUOHOB B Aoporod TeaTp.) U moMHHUTe rjaBHOe: aTMocdepa A0KHA OBbITh B
rapMOHUH C BalllUM MPOJYKTOM.

OcHOBHbIE BbIBO/IbI

-Mwuynte ponsb. N ¢ n Do, xar BLITIRIUTPBAI GH3HEC,
OTpakaeT BallM LIEHHOCTH U co3JaeT UMUIXK. Ecau Bl npojaeTe foporue
aBTOMOOWJIM, Ball Mara3vH /[OJDKEH BBIIVIAIETb TaK e JOoporo u
pecriekTabesbHO. JTO He 3HAYWUT, YTO OH JOJDKEH OTIYrMBaTh CBOEH
JIOPOTOBU3HOM, NMPOCTO OH JOJDKEH ObITh CJesJaH C XOPOIIMM BKYCOM M
3aJlaBaTh COOTBETCTBYIOLUN TOH M aTMocdepy. Baliemy KJIHEHTY 3TO
IOHPABUTCS, ¥ 3TO HEHABA3YUBO NOJCKaXKeT BAallUM COTPYAHUKAM, KaK OHU
JlOJKHBI ce6s1 BecTU (a 60cCy - KakK OH JO/DKEH OTHOCHUTBCSI K CBOUM
NOJUMHEHHBIM ).

—Ecnun Bb He Au3anHep, Ot bBroMomer Bamp 0 e C C
BpeMs U JIeHbTU.

-Jo6po nNnoxasnoBaT bCaMmelii HHE MU AEad GafiaTh
NpaBUJIbHBIA TOH U aTMOchepy — OTHOCHUTBCS K CBOeMy OU3HECy KakK K
co6CTBEHHOMY J0oMy. Bbl ke mnpursiamiaete Jpy3ed u cocefie, U BaMm
XOTeJIOCh 6bl, YTOObI OHU YYBCTBOBAJIU ce651 KOMPOPTHO.

—MMoMHMUT e, OHMU N N@RKDpaIMU W/eTR/B OYHHB BAXKHBI
JI1S1 cO3ZlaHusl aTMocdephbl TeaTpa, HO NMPoJaxKa — FBO3/b NpeJcTaBieHUs. B
KOHIle KOHI[OB, HET NPUOBIIN — HET GU3Heca.

I's1aBa 23
Bama mama 6bL/1a MpaBa: MaHePHI JeliCTBUTETbHO 0Y€Hb BaXKHbI

MbI BeZieM ceb6s1 BeXKJIMBO. Mbl cTapaeMcsi OTHOCUTBCS K JIIOJSAM — HAlIUM KJIMEHTaM U
COTPYJHUKAM — TaK e, KaK Mbl OTHOCUMCS K HAllIUM OJIM3KUM: [IeTSAM, POAUTEJISIM, CylIpyram
WJIU 1PY3bSM.

Tak MHOro BoJIIIEOGHBIX BO3MOXXHOCTEH KpOETCS B HCHOJHEHHUU ITOr0 «30JI0TOTO
npaBua». ['opa3fo npusiTHeN BBIXOJUTb KyZa-HUOyJb Ha YXKUH, He OmacasicCh, YTO JIIOJU
HAUYHYT HabpackIBaTbCs Ha TeOS € xasiobaMu. HanpoTUB, OHY, AOBOJIbHbIE, OYAYT MOAXOAUTh
CO cJ10BaMU: «Baly coOTpyJHUKU TaK TeIJIO K HaM OTHECJIUCh, HAM OYeHb MPUSATHO UMETH C
BaMH [1eJIO».

Takoe nosiokeHUe Belllel AesiaeT pabOTy NPUIATHBIM 3aHATHEM. KOHQIHMKTOB ropaszo
MeHbllle, TOTOMY YTO HAUIX KJUEHTbI JIIOOAT Hac. Thl NPpUXOJHUIIb HA PabOTy BCTpeYaThCs C
JIpy3bsIMU, 2 He OOPOTHCS C BparaMu.

ITo TakKe ropaszso NpubblIbHee. B 101rocpoyHOl nepcrnekTHBe CO3/aHHe NMPUSTHOU
aTMocdepnl BeJIeT K 60Jiee BBICOKUM MPOJAXKaM U HU3KUM U3/ eprKKaM.

Ecau BBl XOTUTE, YyTOOGbI BallH InNog4YNHEHHbIe ObLJIM BEXJWBBI H
JIIOOE3HBI C KJIMEeHTaMH, 6y,£[bTe BE€XJIMBbI C HUMH.

MHOXeCcTBO AeTaJsiel moMoraeT C03/jaTh Takyw atrMocdepy. Hanmpumep, korja KJUeHT
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NPUXOAUT 3a0MpaTh CBOK MAlIWHY, €ro BCTPeYalT, OTKPLIBAOT €My JABEpb U TOBOPAT:
«Cnacubo 3a Ball BHU3UT, Mbl O4YeHb LIEHUMM, YTO Bbl OOpaTUJUCh K Ham». Korga oH
OIJIauMBaeT CYeT, KAacCUp [AApUT €My MaJleHbKYH IJIMTOYKY ILIOKOJaJa - MPOCTO U3
6s1aroiapHocTU. (Bcsiueckue caaiocTy moMoraoT cGOpMUPOBAThL MPUSATHOE OTHOLIEHUE; TaK
Ke OCTYNAIOT B OTeJIAX, OCTaBJIsASA LOKO0JIaZ Ha NOAYIIKeE. )

Ec/ii Mbl XOTHUM, YTOOBI Halll IEPCOHAJ OTHOCHJICS K KJIUEHTY BEXKJIMBO U C YBAXKEHUEM,
Mbl 00513aHbl OTHOCUTBCSI K COTPY/IHUKAM Tak >ke. HanpuMmep, y Hac He NPUHSTO NOBBILIATH
roJioC Ha KJWEeHTa U TOYHO TaK e He MPUHATO KpU4aTh Ha NOJYUHEHHBIX. YBaOXXUTEJIbHOE
OTHOIIIEHUE K MOJYUHEHHBIM BOBCe He CBUJETEJbCTBYET O Ballleid CAabOCTHU: MOXKHO ObITh
TBEP/bIM, HO He rpyObIM. /[/i1 TOro 4TOOBI JOOUTHCA OT YeJIOBEeKa BBINIOJHEHHUS KaKUX-JIN00
3a/la4, He HY»XHO pyraTb ero. Mbl npocuM BexJUBO. Eciiv 3TOro 411 Hero HeOCTaTOYHO, Mbl
HalJleM Jpyroro, Ha KOTOPOro 3TOT MeToJ AeucTByeT. [locsie Toro kak 3To MpoU30WAET
JIBXX/bI, /151 OCTAJIbHBIX 3TO OyZleT JOCTaTOYHBIM YPOKOM.

Eciu Mbl nibITaeMcsl CO3JjaTh YCNEIHbINA OU3HEC, Mbl JO/IKHbBI HAYYUTbhCS OTHOCUTHCS K
JIIOJAM TakK, Kak HaM Obl XOTeJI0Ch, YTOObI OTHOCUJIUCH K HaM. Beap Hamu «Kaguinaku» u
«Jlekcycbl» HHYEM He OTJMYAKTCd OT TaKUX e MallMH B J[pyroM aBTOLIEHTpE, U
e/IMHCTBEHHbIN Cnocob [06aBUThH cebe KaKyl-TO LIEHHOCTb B IJa3aX KJWEeHTa — 3TO
M30aBUTh €ro OT MOPOKH NpHU OOCAYKHBaHUHU (JesiaTb BCe XOPOUIO C IEepPBOro pasa,
NpeAOCTaBIATh B C/lyyae peMOHTA O6eCIJIaTHY0 MalllMHY Ha IOJIMEHY) U CJleJIaTh MocelleHne
Hallled KOMIIaHWM HACTOJIbKO NPUATHBIM, HACKOJIbKO 3TO BO3MOXHO (Cy600THUN CEPBHUC,
CNAaJIOCTH U T. 11.). EC/IM HaM yZjacTcsl TeM CaMbIM YIPOCTUTD KU3Hb KJIMEHTY — Mbl BBIUT'PAJIH.

HekoTopble HallK yBaxkaeMble KJIMEHTHI yXOA4AT OT Hac, nokynasa «fAryap», «Mepcegec»
uau BMW. OHu npuo6peTaroT OnbIT 06GLIeHUs C CEpPBUCOM 3THUX JUJIEPOB — U MOCJ€e 3TOrO B
OCHOBHOM BO3BpalalTCS.

fl HaBcer/ja 3anIOMHI0, KakK f1 NoA00paJ npe3uJeHTa 0OJHOU KoMIIaHUH B Jlannace psigom
c aBTOoLeHTpOoM Mercedes. OH CTOSIJT M XJaJ TaKCH, YTOOBI A06paThCs HA paboOTy: HUKTO B
3TOM aBTOILIEHTPE He MPe/JI0KUJI eMy IOMOIlb. I NpoCTo exas o 3TOM y/ulle — yBUJIE €r0 U
NpeaJIoKUII MoAOGPOCUTD Ha paboTy. [Io sopore oH MoXKUMaJ njaedyaMu, ropops: «f mpocto He
3Hal0, I0YeMy pellnJl CMeHUThb Bac Ha «Mepcenec»». /IByMA rogamMu Mosxe, KOrja MpUILIO
BpeMs NepeJilaTh ero aBTOMOOUIb B trade-in, OH cAesas 3To y Hac ¥ Kynua «Kaaunnak». OH
ckasaJi, uTo ero «Mepcezec» 6bLI XOpoOIlled MAalUIMHOW, HO TOJIbKO OH He CTOUJI TOr0, YTOObI
peosi0JeBaTh CEPBUC, KOTOPbIM €ro COMPOBOXAaJ.

Pa3 HUYero He CTOUT OBITh BEXKJIHUBBIM U JIDOE3HBIM, Bbl MOXKETE YAUBJSATHCS, TOYEMY
Jlpyrye 3TOoro He jesatoT. [lo npaBze roBops, 1 ToKe He MOTy NOHATbH. OOBIYHO 1 1at0 HA 3TOT
BOIIPOC MPOCTOU OTBET: NPOCTO MaMa He CMOTJla UX IPaBUJIbHO BocnuTaTh. Ho, KOHEYHO, Bce
HECKOJIbKO CJI0KHEE.

Jlropy ABJIAIOTCA NPOAYKTOM TOM Cpefibl, B KOTOPOW BBIPOCJIU M KHUJIM, B KOTOPOU
paboTtaroT. OHM yCBaWBAIOT BCe I[eHHOCTU CBoero 6u3Heca. [locieaHee MPUHIMNHAIBHO
BaXkHO. ATMocdepa, KOTOpYI0 C03JjaeT PYKOBOAUTEJb, 0O4eHb MHOTOE TOBOPUT O HEM CaMOM U
0 TOM, KaK OH OTHOCUTCS K JIFOJSM.

KpaiiHe peiko MOXXHO BCTPETUTb MeHe/»Kepa, KOTOPbIA OTHOCUTCS K KJIUEHTY U CBOUM
NOJYMHEHHBIM N0-pa3HoMy. COTPYIHUKHU HE MOTYT OTHOCUTBCS K KJIMEHTY XOPOIO, eCJIU UX
HayaJIbHUK BeJleT ce6s1 10 OTHOIIEHHI0 K HUM OTBPATUTEJIbHO.

OcHOBHBIE BbIBO/JbI
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-Bawa MaMma 6 blOH@& yYyullp Ba8 RKOPOLIMM MaHepaM -—
npuiep>KuBalTeCh UX. XOpollive MaHepbl HUKOT/Ia HUKOT'0 He paHHUJIH.

-BexnusocTb paboT Hexdropble/l YIYMAKET, YTO
BEXJIHUBOCTh —- 3TO0 cjaboctb. HeT. OnHa ropaspo 3ddekTuBHEeE,
pe3yJibTaTHBHEE U JleJIaeT JIIoJel cyacTIUBee.

—MpeagnpuHUWMAAT Ea y ¢Janairel NpusaTHble MeJOYH.
[IpupepxxuBauTe AJid JIOJeW ABEPb U IOMOTAWTE UM JJOHECTHU MOKYIKH [J10
MamuHel. Jltoay oneHAT 3To. [logymaiiTe, Kak BaM 6blJI0 Obl IPUSATHO, €CIU
ObI JIJ151 BacC CJieJIaid HeUYTO Mo00HOE.

I'1aBa 24
Ec/iu y HUX TaKHe TyaJsieThbl, TO KaK ke OHM pa6boTaT?

YucTele TyaseThbl — »KM3HEHHO BaXKHbIM QakTop. fl MOHAM 3TO B paHHEM JieTcTBe. B To
BpeMsl Mbl KaX/1bli IO/ €31UJIM Ha CBOeW MalllMHe Ha 06epexbe, U 5 [0 CUX II0P MOMHI0, KaK
MBI BbIOMpaJIU MecTa A CTOAHKU. Eciu dacag 3naHus Ka3aicsd HaM [IpUBJIeKaTebHbIM, MbI
npezjnoJsarajy, YTo U TyaJleTbl TaM XOpOLIKe.

OZHAKO HECKOJIBKO pas CJy4aa0oCh, YTO MO POAUTENH WJIK CeCTpa HAaxOJUJU TyaseThl
HeyOpaHHbIMU. B 3TOM ciydyae Mbl cpasy ke ye3:xad, Aake He 3aKOHYMB 3alpaBJAThb
MauuHy. KadecTBo Bcero cepBUCHOTO KOMILJIEKCA ONpeAessJoch [l Hac KaueCTBOM ero
TyasieToB. fl noJiararo, 4To B HallleM OM3Hece, KaK ¥ BO MHOTHX JIpYTUX, CUTyal s CX0Xas.

[loTpebuTenu CcygaT 0 Hac UCXOAs U3 MHOTMX MeJsioyed. Hama HeycTaHHas 3a6oTa o
YHUCTOTE Tya/IeTOB JIMIIHUN pa3 NMoJYepKHUBAeT Halle BHMMAaTe/bHOe OTHOLIEHUEe K HUM U
Hallle OTJIMYME OT APYrux KoMnaHWU. KoHe4YHO e, HUKTO He CKaXXeT, YTO KYNHUJ y Hac
MallMHY TOJIbKO NOTOMY, YTO HAallM TyaJeTbl 6e3ynpedyHbl. Ho MHOro pas >KeHLIWHbI
roBOpuJM MHe: «/laMCKHH TyasleT cAejaH C TakMM BKycoM!» f ciblman U pasroBopsbl
My>4MH: «He moBepuTe, Kakasg YMCTOTA Yy HUX B TyaseTe». A B HallU JHU BCEMY 3TOMY
NpUAAIT 0c060€e 3HAYEHHUE.

31ech Mbl ONATh TOBOPHM O BaXXHOCTH JieTasiel. Bo3M0OXHO, 4yucToTa yOOpPHOU AunJepa
He CaMblil 3HaYUTeJbHbIN PaKTOP MPU NOKYIKe aBTOMOOMJIS, HO OHA CO3/jaeT BIevyaT/IeHHe 0
KOMIIaHMH, a NOTOMY Mbl OTHOCHUMCSI K 3TOMYy cepbe3HO. [Ipy peMOHTe TyaseTOB MbI
MCII0/Ib30Ba/Id 060U cToMMocTbI0 $250 3a pysIoH - TaKo# ypOBEHb MOXHO HAWTH TOJIBKO B
OTeJIIX BBICIIEro kJjacca. Mbl JileKOpUpOBaJU CTEeHbl CIHelUaJbHO M0400pPaHHBIMU
KapTUHaMHU (CIOpPTHUBHasA TeMa - JJi MY»4YMH, LIBeTbl — g KeHIIUH). Ha nosy ocoboe
HOKPBITUE, KOTOPOE JIErKO YUCTUTD. ([IIMTKa GbIBaeT YeThblpeX KaTeropui B 3aBUCUMOCTHU OT
Ka4yecTBa. Mbl MCNI0JIb3yeM MJIMTKY TOJIBKO BbICOYAMIIEro Ka4ecTBa YeTBEPTOU KaTeropuu U
Bbicllel 6Genu3Hbl. KcTaTu, g 0oO6paTu/J BHHMaHHWe, YTO CTOMMOCTb HAaTUPaHUS IJIUTKU
MaCTUKOM BblIllle CTOMMOCTH ee 3aMeHbl. A IOCKOJIbKY Mbl KaXK/Ibli 4aC MOEM Hallu TyaJeThl,
HaM He NPUXO0JUTCS HATUPAThb M0J1. MbI IPOCTO MeHsIeM IJIMTKY pa3 B UeThIpe roja.)

Hukto He [MOKynaeT y HaC MalIWHbI TOJIbBKO IOTOMY, 4YTO HaIIH
TyaJleThbI 6e3ynpequ YUCTHI. HO, KaK ME€TKO IMoJgMETHJI Tom HI/ITepC, €CJ/IU B
CaMoJieTe Ha KOBpe€ Bbl BUAHWTE IATHA OT KO(l)e, Bbl MOXXe€Te€ 3aAyMaTbCH,
XOpouIo JIX 3Ta KOMIIaHUA 3a00THUTCS O TEXHUYECKOM YaCTH caMmoJieTa.
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3aueMm AaBadTb CBOMM KJ/JIMEHTAM XOTb MaJieu i IOBOJ, COMHEBATbLCA B
TOM, CTOUT JIM UMETH C BaMH ,Z[EJIO?

MBI Tak e BHUMATeJNbHO 3a00THMCSI MU O YUCTOTE HAUIMX CJAYKEOHBIX TyaJETOB.
OfHax/Abl y MeHsl OblJl OYeHb HENPUATHBIA ONBbIT. B TO BpeMs y HallMX MeXaHUKOB OblJ
yKaCHbIM TyaJsieT B BUe 6y/ku. f 3aiuesn noobeaaTb CO CBOMMHU COTPYAHUKAMU, U CTApPLIUI
cMeHbl ckaszaJs: «KapJ, Thl ¢ 60JIbIIIMM BHHUMaHHWEM OTHOCHILbCS K HAUIUM KJIHWEHTaM, HO He
BCer/ia IOMHHUILb O CBOMX COTPYAHUKAX. Bujes s Thl Hally yoopHYto? Thl cCYMTaelllb, YTO Mbl
TaK >Ke KUBEM Y cebs1 fjoma?» MHe 6bL10 CThIZAHO. Hefiesnto ciycTs Mbl IPUTJIAacUIu 6puUraay
pabo4ux, KOTOpbIe MOJHOCTbIO IEPECTPOUIN CIYKEOHBIN TyasleT.

OCHOBHBIE BbIBO/JbI

—Hwnu eaoUuVnHOT 0O W ReRCKuS, LU KMPKCKUE TyaJleThl JOJIKHBI
NNPHUBOJHTLCS B MOPAJOK €Ke4acHO.

—Co3paBainnrte B Menouya T JOReEK MHQUYUIIEHHOTO 1013,
KapTHHBI Ha CTEHAX — TOBOPAT O TOM, YTO BbI 3a60THUTECH O JeTadax.

—HacTodauWwas«a NpovdTE MaAaoT A e/ib HBble Tyanertt
Py K OB O [NoKeE BbITh, IOTOMY, YTO PYKOBOJICTBO HOUTCS 3aXOAUTh B
JII0Oble ipyrye y ce6s Ha TEpPUTOPUM?

I's1aBa 25
Korpa B nocsiegHui pa3 Bbl 3a[yMbIBAJIUCh O CBOUX YKa3aTeJ/IfIX U BbIBeCKax?

BbiBeckr U ykasaTesu — 3TO CBOoeobpa3Hass popMa KJIMEHTCKOTO CepBHUcCa, U3 TeX, O
KOTOPbIX 0ObIYHO He 33/[yMbIBAlOTCS. A CTOUJIO Obl. B KOHIle KOHIIOB, BEIBECKU U yKa3aTesu
NpeACTaBJSAIOT COO0M CUCTEMY Nepeadyr KJIWEeHTy UHPOpPMALMHK O BallleM MarasuHe, opuce
WM npousBoAcTBe. OHU pelalT TPU 33ja4yd: 00eCclneyrdBalOT Y3HABAaHHWE Balllero WUMeHH,
ONKCHIBAIOT Balll MPOAYKT UJIU CEPBUC U pAaCcCKa3bIBAIOT NOTPEOUTEII0, KAK BaC HANUTH.

Ecnin BbiBecka WM yKasaTe/b He pellalT OJHOM W3 3TUX 3ajady, CjlefyeT ee
HeMeJJleHHO ybOpaTb. MHaye co3jaetrca 3¢deKT BU3yaJbHOTO Xaoca, YTO 3aTPYJHSET
NOJIydeHUEe HYXXHOU [/l KJIWeHTa UHPOpMALUK U CUJIBHO CHUWXKAeT pe3yJIbTaTHUBHOCTb
caMoH HjieH.

YkazaTe/qu [AOKHBl 1OMOTaTh. bBOJIBLIMHCTBO JiIOJEW MNpefnodyTyT C/e/loBaThb
yKasaTeJisIM, HeXKeJId CpalluBaTh Yy BCeX BOKPYT, IJie pacnoJiaraetcs TyasneT. Ho eciyu oHu
TAKOI0 yKa3aTeJsl He HauyT (MOXeT, ero BOBCe HET, a MOXeT, OH 3aTepsJics CpeJu AecsaTKa
JIpyrux) — Balla CUCTeMa HUKOMY He IIOMOraer.

BbiBecku U ykasaTesM OYeHb TOHKO JEMOHCTPUPYIOT OKpPYKaKLIUM
Ballld IIEHHOCTH U TO, KaK Bbl BeJleTe CBOU Ou3Hec. X 0653aTeIbHO HY>KHO
JleJ1IaTh TPaBUJIbHO.

Hamiy BBIBECKH U YKa3aTeJIn [AeJjiajJl IIapeHb II0 HWMEHH KpI/IC PoaaMep, KOTOprf/’I
co3gaBaJl BCHO CHCTEMY YKaSaTeJIeﬁ B asponopTty Zlamlaca. Bce HaAIIUCHU CAeJ1aHbl
CTPOYHbBIMH 6YKBaMI/I! KpI/IC y6e;u/m HacC, 4TO TaK Ipole YUTaThb. OH Takxke MMpHUy4YnJ HAC K
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TOMY, YTO Ha KaXKJOW JIBepU J[AOJKHA ObITb TabJMU4YKa, YTOOBI JIIOAW 3HAAM, YTO TaM
HaXO/IUTCS.

[IpudT ¥ cTUIBb COXpaHEHbI KaK Ha BHYTPEHHUX, TaK U HAa BHELIHUX yKa3aTessaXx. Takum
06pa3oM, BCce OHU BBITJISAAT KakK eluHas MHGOpMallMOHHasA cucTeMa. Mejioyb, HO OHa Kak
pa3 leMOHCTPUPYET KJIMEHTY Ballle BHUMaHHe K MejiodaM. Mbl MO>KeM COMHeBaThbCsl, 4To bor
B /leTaJ/IsIX, HO IOTPeOUTEb B 9TOM YBEPEH.

Kak 1 ynoMuHa/ Bblllle, BHYTPU HAIllero aBTOLIEHTPA Bbl HE BCTPETHUTE OTPOMHBIX
KpUYallMX BbIBECOK O KaKOM-HHUOYAb 0CO60M KpeJUTHOM uyjie 3TON HeJesu. Takoro Tuma
IJIaKaThl UAYT Bpa3pes3 C TEM, YTO Mbl NIbITAEMCS C/esaTh. BceMU CBOMMU J1eCTBUSIMU Mbl
co3JlaeM JloMalllHIow aTMocdepy (BeAb GOJBIIMHCTBO JIIOJEeN He AepKaT TPaHCIapaHTOB y
cebs goma). Ecivu HaM Hy»XHO HMHQOPMUPOBATH KJIMEHTOB O KAaKOM-JIMOO ClelUaJbHOM
Ipe/iJIO)KEHUU — 3a4eM BbIBEUIMBATb 3TO Ha OKHa? YeCTHO roBops, He Npe/ACTaBJIsI0, KaKue
ele CBeJleHHUs1 MOTYT ObITh MOJIE3HBIMU BHYTPHU oduca, KpoMe ykasaTesel TyaseTa, kadpe U
MO>KapHbIX BBIXO/I0B.

OcHOBHbBIE BBIBO/IbI

—-9TO0 [AeNncTBUTEINb HIporp®ioetXBOKAy Hani&ro
MaradmHa MW IIOCMOTpHTE Ha Ka)K,E[bIﬁ YKa3aTeJlb. Bbl HaBE€pHAKa
06Hapy>{<HTe, 4yTO 6O0JIbIIAA 4YaCTh U3 HUX He 04YeHb HY>XHa, a HEKOTOphbIe
BOO6IJ.1€ OKaXyTCAd aHTHUKBApPHUATOM. CHUMUTE HEHY>KHbIE TabJIMYKU.

—-CTmnnbHOE e [ WeeguTdTH) B 'BOM, €4TO OYKBbI Ha BCeX
YKa3aTeJidX OAWMHAKOBOI'O pasMepa U CTHJIA. JTO MeJKUH MTPpHUX, HO OH
TFOBOPHUT KJIMEHTY O TOM, YTO BbI yaeJideTe AOCTOﬁHOG BHHUMadHHE MeJI0OYaM.

-HE MCMNONb3YWTE BCE 3 AdrpduBeH@tkBrr B Y K B bl.
ropas/io Jierie YyuTaTb — IONPOOYHTe KOTAA-HUOYb.

I's1aBa 26
Ecsiv 60cc JIyT, He XKAUTEe YeCTHOCTHU OT ero NoAYUHEHHBbIX

JItof¥ NOCTOSIHHO C/eJAT 3a TeM, YTO JieJlaeT UX PYKOBOAUTeJb. Y eciu mocaeqHUin
OXXHU/JAeT OT CBOMX NOJYMHEHHBIX ITUYHOIO MOBEJIeHUS, OH CaM JI0JKeH JeMOHCTPUPOBATh
ero. Ecim OH HeyecTeH C KJMEHTOM, COTPYJHUKaMU WM JAPYTMMU NapTHepaMH, ero
NOJAYMHEHHbIE BOCIPUMYT 3TO KaK HOPMY, M JIEKLMM Ha TeMy 3THUKU B OU3Hece yxe He
UCnpaBAT cuTyauuio. UTo ele Xxyke — XOpoulve JIIOJU HUKOrJA He CTAaHYT paboTaTb Ha
yeJioBeKa C MJ10xXou penyTtanued. OHU NIPOCTO YUY T, 0OHAPYKUB KaKue-J1160 CBUJETebCTBa
ero MopaJibHOM HEYHCTONJIOTHOCTH.

Ho yae npo6sieMa B ApyroM: Jjaxke ecJi pyKOBOJUTEJb — 06pasel] NOpsAA04YHOCTH, KaK
C/leJ1aTh TaK, YTOOBI BCe COTPYAHUKHU OpPraHU3aliuu J1eMCTBOBaJIM COOTBETCTBEHHO? Jlo/KeH
JIU OH 06HApO/I0BaTh HEKYIO 3TUYECKYI0 MOJUTUKY? TpeboBaTh B KauecTBe YCJOBUs HalMa
Ha paboTy elle pa3 nepeyuTaTbh bubanw?

OdeHb 0JIrO€e BpeMs Mbl OMJIMNCh HaJi BOIPOCOM, KaK ONUCATh IpUeMJIeMble CTaHAaPThI
noBezseHust. HaM 3To yzaanock. Mbl FTOBOPUM HaIlUM COTPYAHUKAM, YTO B JIIOGOW CUTyalUU
OHH JIOJDKHBI CIpallnBaTh cebsi: «Kak 6yAyT BBITVIAAETb MOMU JIeHCTBUS, €CJIU 3aBTPa OHHU
OyyT OMMCaHbI HA TePBOU M0JI0CE MECTHOU ra3eThbl?»
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Kor,aa Bbl KOHTPOJINpyeTe CBOU I,E[el‘/JICTBI/IH C IIOMOIIBbIO TAKOI'O BOIIPOCA, BC€ CTAHOBUTCA
npeaejgbHO ACHO.

OcHOBHbIE BbIBO/IbI

-Cpenanrte 3 T 0 HKaugsiiB poipkesl MHaTb, 4YTO [
HEMopsAJ0YHOCTH HET HUKAKOTO OTIIPaB/JaHUS.

-Cnos H e 4 0 C RyRoBogUTeHI®® HE MOXeT NPOCTO YUTATh
MoOpaJib CBOMM MOJAYMHEHHBIM, OH 00513aH CaM MOJAaBaThb MPUMeEP 3THUYHOTO
MOBe/IeHUsI — KaK 110 OTHOLIEHHUI0 K COTPYAHUKAM, TaK U 110 OTHOLIEHHUIO K
KJINEHTaM.

-Kak nocTtynarThb c HapyuwuTen sEom 3T KNV
HapyllleHhe He HaHeCJ0 Cepbe3HOT0 YpoHa - JalTe UM BTopo# maHc. Ho
TOJIbKO €JWHCTBEHHbIM BTOpOM ImaHC. Eciu HapylieHUe cepbe3Hoe -
HeMe/[JIEHHO YBOJIbTE UX.

I'1aBa 27
TpeGoBaHMA K 0AexK]e

OHHU TaK NpPOCTHI, YTO BIIOJIHE YMECTATCH B paMKe /JisI OCHOBHbBIX BbIBO/IOB.
BoT onu:

-Kak MOHAT Db, npasunn Blpooro cipocuTe ebs:0 4 e T ?
«Xotesnm O6bl g, 4ToObl Mosl ¢oTorpaduss B TaKOM BHJe NOSBUJIACH B
3aBTpallHel rasere?» (ITOT BOMPOC, KOTOPBIM CTOJIb IOJIe3EH B 00J1aCTH
3THKH, U 3/leCb cpabaTbiBaeT 6e30TKa3HO.) Ec/iK Thl OTBeYaellb «HET» — Thl
0JleT HENPaBUJIBbHO.

—OpeBalTecb ECpu BIKOATECE, Mo.JIydllle C IepeBecOM B
KOHCEPBAaTUBHYI CTOpPOHy. Hy, eciu ToabKO Bbl He NPOJAETe
yAbTPaMO/JHYI0 ofexay. OueHb HEMHOIHMe COYTYT ce6sl 0CKOpO6JIEHHBIMHY,
€CJIH BbI Oy/leTe BbITJISAZETh HECKOJIBKO KOHCEPBATUBHO.

—YHun o p-wao p o wa A Ecnyn rel noAXOAUT Ui BaLIero
O6usHeca. Bce HamM KOHCYJIbTaHTBI 0 CEPBUCY HOCAT CUHUE OJied3ephl,
cepble GPIOKHU U FaJICTyKH.

VIII. Co3paBaiiTe NpoOAYKTbI, KOTOPbIE JIETKO NPO/JaBaTh

I''raBa 28
IlonpoGy# - npoAaid HEMHOTO

Kak mnoctynutTh, ecad ¢oKyc-rpylnna mnpejJaraeT KaKoW-HUOYJb WHTPUTYIOIUN
HOBH3HOW MOAXOJ WUJIA BaM CaMOMy NPUXOJUT B r0JIOBY UHTepecHas uzesa? [lompobyiTe
peasi30BaTh ee. 3alyCTUTE NUJIOTHBIM MPOEKT.



karraba.ru

KHu2u 0nst pocma

3ayacTyio JIIJW CJIMIIKOM MHOTO pa3MbIIJIAIOT HaJ, pa3/IMYHbIMU UJleSIMU B yliepb ux
peasnu3aluy, TPATAT MacCy CUJ U BpEMEHU Ha UCCel0OB aHUSI TOTO, OyAyT JIM OHU paboTaThb.
Ho ecsiu BbI cayliaeTe cBOero KJUEHTa, Bbl OyJeTe 3HATh, YTO €My JeUCTBUTEJbHO HYXKHO.
Torpa noyemy 6bl He IPUMEHUTH Bally UJel0 B HEOOJBLIMX MaclITabax U He MOCMOTPETH,
YTO M3 3TOTO0 MOJYYUTCA? (ITOT ypOK MBI BbIHEC/IH U3 JleATeJbHOCTU KoMnaHuu 3M. TakoB
X QUpPMeHHBIM MOJX0/ K HOBbIM npoaykTaM. Korpa B 3M nosiBiisieTcs HOBas Ujesl, BpoJe
«IOCTUKOB» Ha JIMIIKOM OCHOBE, OHU BBIMYCKAIOT HEOOJIBIIYIO MAPTHIO, YTOOBI Y3HATH, OyAeT
JIU HOBUHKA MPUHATA U NonyJspHa. Y ToNbKO B ciy4ae ycrnexa Npou3BoAAT 6oJblie. Takoun
0AX0/J, NOATBEPXK/JEeH roZlaMU yclexa 3TOM KOMIAHUU — 3HAYUT, OH JOJDKEH paboTaThb U y
Hac.)

Moi1 s106UMMBIN pUMep Ha 3Ty TeMy npuBeZeH B KHUre Toma Ilutepca «B mouckax

coBepieHCTBa».2> TOM paccKasblBaeT, KaK OH CTOSUI B OFPOMHOM O4Yepefd B MarasuHe.
Ouepenpb mpojBurasace MeAJjeHHo, U ToM Bce 6osiee pasfpaxkaycad. Ho BoT oH HakoHel
Jlo6pasics 0o Kaccel. M Torga kaccup M3BHMHMJICA NepeJ, HUM U B KayeCTBe MaJIeHbKOTO
npe3eHTa, 4YTOObl 3arjaJuTb BUHY, MOJIOXKUJ B MaKeT HECKOJbKO KOH(}EeT. ITOT >XecT
JleMOHCTPHUPOBAJI, YTO OH JIeMCTBUTEILHO COXaJIeeT.

Ham noHpaBusiach 3Ta uzies, ¥ Mbl peliuid onpoboBaTh ee y Hac. Mbl KyNIUJIM HEMHOTO
IIOKOJIaJla U CTajJu JaBaTb ero B Npujady K cyeTy. W, Tak Kak J0Jd pearvpoBau
M0JIOXKUTEJIbHO, TeNePhb Mbl BCer/ia MOCTYNaeM TakK.

HeckoJsibKo Mo3e Mbl pelllnv KynuTb MUHUaTIOpHble Konuu Cadillac Allante 1 faBaThb
UX JleTsIM, KOTOpble NPUXOAAT K HaM B BbICTAaBOYHBIM 3a/l BMeCTe C POJUTEAMU. YJIbIOKU
JleTell — U UX poAuTesiell — CKa3alu HaM, YTO 3TO Oblia OTJNYHasA ujes. JIloAu CUUTAIOT, 4YTO,
eCJIM BBl JIIOOWTe JleTel U cobak, C BAMM Bce B nopsjke. Tak ke Kak B cjydae ¢ KOHdeTaMHy,
BpyYeHHe MAIUHOK JIeTsIM He CTOUT OOJIbIIUX JileHeT, YTOObI NoNpo60oBaTh U NOAJepKUBATh
3Ty UHUIMATUBY, pa3 OHAa HPABUTCH JIFOISIM.

Eciu Bbl XOTHUTe MOHATH, OyJAeT JU paboTaTh AOPOTOCTOsIast
nporpaMMa, aHOHCHUPYHWTe ee KaK CIelldajJibHOe MpeaJiodKeHHe Ha OJWH
Mecsl,. B aToM ciy4ae, eci 0OHa He cpaboOTaeT, Bbl He MOTepsieTe CIAUIIKOM
MHoro. Eciu ke oHa OyfeT MMeThb ycCIeX, Bbl CMOXeTe 3alyCTUTb ee U B
C/IeyIoleM Mecsile.

Eciu Mbl XOTMM NOHAITh, O6yAyT /M paboTaTh GoJibLIMe NpPOrpaMMbl — TaKUe KakK
b6ecnjlaTHOe MNpeJoCTaB/JeHMe MallMHbl Ha BpeMs PEMOHTA, - Mbl OOBABJSAEM 3TO KakK
cneluajbHOe MpeJJioKeHWe 3TOro Mecsua. Mbpl He MOKynaJu cpa3y COTHH MallUMH [Js
peasusanyMu 3TOM MNporpaMMbl; JJjisi Hadaja Mbl NpUOOpesd MNSATh aBTOMOOUIENH U
npejJsarajd TeM, KTO MpHUe3kaJl Ha PEeMOHT, 6ecllaTHO MallUMHYy Ha 3aMeHy. KineHTam
O4YeHb NOHpPaBWJACh H/Jies, U, TaK KaK CIPOC POC, Mbl MPOJOJ/KAJU IMOKYNaTh MallWHBL
Tenepsb y Hac ux 257.

Ho ecnu 6bl ujes He MNpWXKUIAch, Mbl MOTJIM Obl OCTAaHOBUTHCS: BeJb Mbl
npeAynpexJaau, YTo 3TO MpeJIoKEHNE OTPaHUYEHO paMKaMU BCEro 0OJJHOI'0 MecsIia.

5 B nacrosimee BpeMs yKa3aHHasl KHUra u3jaHa Ha pycckoM ssbike: Ilurepc, T. B nmouckax coBepuieHcTBa. YPOKU
caMbIX ycriemHbIX koMnanuit Amepuku / Tom Iurepc, Pobept Yorepman. — M.: Buussime, 2005.
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Ecin MbI Bee elle He y6exxJeHbl B TOM, IO3UTUBHA JIM peaKLUs Ha Hallly HOBYIO U/I€10,
Mbl MPOJOKUM JIEMCTBUE «CHELMa/IbHOIO MPeAJI0KEHUI» Ha caeyolui Mecal,. U eciu B
TeyeHHUe IBYX MecsleB Hallle HAUMHaHUe He 3apaboTaeT, Mbl OT HETO OTKa3bIBaeMCsl.

JTOT NOIIAroBbI¥ MOAXO0J, NOSABUJICA B pe3y/bTaTe MOero ropbKoro omnbiTa. OgHaxabI
MHe [pUlLLJIa B T0JIOBY BeJIMKOJIENHAsA, KaK MHe Kas3aJloCh, HJesl, KaK MepeKJYUThb
BaajenbleB «JIMHKONBHOB» Ha «Kaguiakk». Mbl OTHpPaBUIMA KaXAOMYy BJIaJleJIbLy
«JIuHKOJIbHA» B Jlasyiace npejJjiokeHUe 6eCnaTHO 3aMeHUTh Mac/io B MallMHe U IIOMBITH €€,
a noka paboTa OyzAeT BbINOJHATHCA, Mbl IPELOCTAaBUM B ero pacnopsikeHue «Kagusiak».
noJsiaraj, 4yTo Jiydlle ujeu O6bITb He MoxeT. OHU NpoBeAyT JeHb 3a pyneM «Kaguinaka,
BJIIOOATCA B 3Ty MallMHY U KyIAT €€ y Hac.

Ms1 otnipaBuiu 15 000 nrceM U NMOJIyYU/IM TOJIBKO ZiBa OTBeTA. fl HUKOr/ja He BBISACHS
no4yeMy; MOTY TOJIbKO NPEANOJIOXHUTb, YTO JIIOAW CJAWIIKOM LEHAT CBOe BpeMs, 4YTOObI
npeANpUHATD CIelMa/lbHbIM BOSK /11 OeCllaTHOW 3aMeHbl Macsa. Kak 6bl TaM HU ObLIO, g
cesias s cebs1 BaXKHbIM BbIBO/|: HUKOT/Ia He TeCTUPYH HJIel0 B TAKUX MacluTabax. ITo 6bla
JlIOpOTOH YPOK.

[IpeanpuMu Mbl CETOJHS HEYTO NMOJ00HOE, 1 661 oTnpaBua 200 nuUceM; U TOJbKO €CIU
ObI OJIYYUJI XOPOIIMM 06paTHBIN curHas — octaBiurecs 14 800.

[IpyHIUI «ONpPO6YyH - mpojald HEMHOTO» TaKXKe pPacCHpoCTpaHseTcs U Ha 06J1acTb
MepueHzasuHra. B 1989 rogy Cadillac BeimycTus odyeHb goporyio Moaenb Fleetwood 60
Special, koTopyto Hall MeHeIXep He XOTeJ MUMeTb Ha ckiage. OH yTBepxkJaJs, 4TO OHa
CJIMUIKOM Jl0porasi ¥ HUKTO ee He KynuT. Ho MHe Ka3aJjioch, YTO OHAa MOXET NMpPoJaBaTbCsA -
BeJib BCerJa HauyTcs JIIOJU, KOTOPble NIPeANOYUTAl0T UMETh BCe CaMoe JIydlllee U Joporoe.
Torpa s monmpocus 3aka3aTb OJHY [/l MeHsl, Jla)kKe HeCMOTPS Ha TO, YTO s1 He cobupaJics
e3/JUTb Ha Hell jouro. {1 o6be3xan okpecTHOCTH, U AneH KyacTpoMm (koTopblil Torja ObL1
npesugeHToM Neiman-Marcus, a ceiiuac Bo3rsiaBiasieT Federated), yBujeB MeHsl, HONPOCUII
3aKasaTh TaKyl e MallMHy JJs Hero. Eciu 4esioBeK ¢ TakKUM BKYCOM U NpeTEeH3USMHU
NOKynaeT 3Ty MallWHY, Y HAC eCTb BCe LIAHChl NPOJaTh elle. Mbl NMpojanu elle JBaAlaThb
NATbh TAKUX aBTOMOOUJIEN B TOM TOAY.

OTcroia BbIBOJ: €C/IM Bbl JieJlaeTe YTO-TO HOBOE — He MMeeT 3HayeHHs, 4ero 3TO
KacaeTcs, - CHayaJla NonpoOyiTe HEMHOTO M NOCMOTPUTE, MOHPABUTCA JIM 3TO BallUM
KJIueHTaM. Ec/ii HeT, yObITKY OyAyT HEGO/IbILIUMU.

WHorza cTOUT NpOBepsATh, pabOTAIOT JIM BCe elle CcTapble HJeH, NpPUMeHeHHble
oAHaX/bl. OGBIYHO MBI /laBa/IM KJIMEeHTaM, KYIUBILUM y HAC aBTOMOOMJIb, KYIIOH Ha BOCEMb
6ecraTHbIX 3aMeH MacJjia. Mbl NOCTynaju Tak B TedyeHUe JecCSTU JIET, U 3TO BBITJISA/EN0
BIIOJIHE JIOTUYHO: ¥ KJIWEHTA ObLIM OCHOBaHUS 00paliaThCs K HaM B CEPBUC CHOBA U CHOBA;
KpOMe TOro, 3T0 6blJla Hallla CBoeobpa3Has 6/1aroZJapHOCTb 3a MOKYIKY aBTOMOGUJIA.

B 1987 roay pasBuTHe Haulero 6uM3Heca 3aMe/IJIMJIOCh, U Y HAaC HAaCTYyNUJIM HENPOCThIEe
BpeMeHa. Mbl MCKa/Ji BCSYECKUE BO3MOXXHOCTH CHU3UTb HU3JAepPKKU. KTO-TO mpeasioxuI
OTKa3aTbCid OT OecmjaTHOW 3aMeHbl Macjia. «Ho 4YTo cayuuTcs, ecad Jwoau GyayT
pa3oyapoBaHbI?» — cHpallMBasiM Mbl cebs. M Torga Mbl peminiyd nNonpo6oBaTh BCEro napy
MecseB. Mbl BbISICHUM, OYyJeT JIM 3TO Cepbe3HON moTeped s JOAEH, U eCld Ja — MbI
M3BUHUMCS Y BepHeM NporpaMmmy. UTak, Mbl epecTaju paszfaBaTh KyNnoHbL. U 3HaeTe, 4TO
npousouio? CoBepuieHHO HUYero! Hu oiluH nokynaTesib He CKa3aJl: «A r/ie ke MO KyIOH Ha
6ecryiaTHy0 3aMeHy MacJja?» Jljig Hac 3To 6bLI0 Go/bIKUM clopnpusoM. [Ipogosmkanu su
MOKyIaTeJH M0Jb30BaThCs HALIMMHU CEPBUCHBIMU ycayraMu? /la, Mbl NO-NIPeXHEMY JeJalu
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30-40 3amMeH MacJsa B ieHb. Ho KynoHBbI IPOCTO HUYEro He 3HA4YMJM JJid KJueHTa. Mbl Obl
HUKOT/Ia He Y3HAJIU 3TOT0, eC/IU Obl He IPUMEHUJIU IPUHLUI «[1OMPOOYH — Npoiaii HEMHOT0»
(B aHHOM cJly4yae BbIBEPHYTHIM HaW3HaHKY). Ha 3ToM HaM yz1a/10cb HEMHOTO COKOHOMUTb.

B pe3ysibTaTe 3TOro noJie3HOro ONbITA MbI CTAJIA 3a/laBaThCs BOMIPOCOM: BCe JIM HAlllK
IporpamMMbl [0 CUX IOp UMEKT LUEeHHOCTb [Jd KJAUeHTOB? Mbl OTKasblBajJlvCb OT
KaKOW-HUOY b U3 HUX HA BpeMs U HabJII0Jja/iu 32 peaKlhen.

Jlro6onbITHAA Bellb Npou3olaa nosxe. Mol pazocianu 200 KynoHOB Ha 6ecC/laTHYIO
3aMeHy MacJa BiafenbnuaM «O0nac-Mmo6uien», YTOObl NPUTIACUTh UX K HAM B CEPBUC-LEHTD,
M TNOJIyYMJIM IIKBaJ TesePOHHBIX 3BOHKOB C BompocoM: «B ueM Tprok? fl pomxkeH 6yay
YTO-HUOYAb KYNHUTb, YTOOBI MOJYYUTb 3TOT KymnoH?» — «Hudero!» - «Bbl yBepenbi? f
JleICTBUTEJIbHO He JJ0JKEeH KYIIUTb UJIH CleJIaTh YTO-HUOYAb?» — «CoBeplIeHHO HUYero!»

OkasaJsioch, 4YTO JIIOJU IPOCTO He BEPAT MOLA00HBIM MPEAI0KEHHUSM.

OcHOBHbBIE BBIBO/IbI

-[o TOro K aK noTpaTuUTb nonmeybreln e h e
peasr30BaTh CBOIO UJ€I0 B MaJIOM MaclliTabe U MOCMOTPHUTE Ha pe3yJsbTarT.
ITOT NPUHIHUI OJJMHAKOBO XOPOILI KaK B IPOU3BO/ICTBE, TAK U B CEPBUCE U B
CUCTeMax OIJIAaThI.

—-Cnenante BCe BO3MOXHOE, Yy T Ecubro, MM H U M U
YTO Bbl COOGMPAETECH C/leJIaTh, CTOUT HEMAJIbIX IeHeT — NPeJCTaBbTe 3TO KaK
«BpEMEHHOE Npe/JIoKeHNEe», HAIPUMED, TOJIbKO Ha 3TOT Mecsl. [Ipu TakoM
NoAX0/ie He NMPUJETCS PAaCKPyYMBaTh OOJIbLIYIO MPOTPaMMy MPOABUKEHHUS.
B KOHIIe MeCAlld BBIACHUTCA, CTOUT JIK IPEAJIOXKEHHE TOTO, 4TOOBI OCTAaBUTDb
ero Ha CJeyILUHA MecsL.

—-UT 0 BaxemvT X naeBowBaua @1esa HpaBuaach JOAIM
IATb JIET Ha3ad, 3TO He [Jd€T IdpaHTHUH, YTO OHa MO-IIpEeXHEeMYy L EeHHaA.
[leppoanyecky UCKIOYaWTe MPOTPaMMbl, KOTOPbIe Bbl NMPEJOCTABJISETE, U
HabJr0AalTe 3a peakied. Eciv moTpebuTes o BaXKHa Ta UM UHAs ycayra —
VM3BUHSIUTECh U HEME/IJIEHHO ee BO3BpaljanTe. ECJIM HET — HA 3TOM MOXHO
CO9KOHOMHUTb.

I'naBa 29
Xopowmuii cepBUC He criaceT MJIOX0M TOBAp

Kak 6bl Bbl HU CTapajvCh, HEBO3MOXXHO MPEJOCTAaBUTb XOPOIIUN CEPBUC, €CJU BbI
npo/iaeTe HeKaueCTBeHHbINM ToBap. OH CJMUIKOM ObICTPO U3HOCUTCS WUJM cloMaeTcs. U faxe
Jiyqiiasi B MUpe cucTeMa O6Cay>KMBAaHUS KJIMEHTOB He cnaceT Bac. YTo Obl Bbl HU JiesiaJii,
YA,0BJIE€TBOPEHHOCTD KJIMEHTA 3aBUCUT OT NpUOOpPEeTaeMoro ToBapa.

TakuM o6pa3oM, eciu Bbl BHUAWTE, YTO MpOJaBaeMble BaMU TOBapbl MOTYT OBIThb
CYLIECTBEHHO YJIy4dllleHbl, JaiTe 00 3TOM 3HAThb NPOU3BOAUTEJI0. ITO He BCerjga MpoCTo:
0OBIYHO MPOU3BOAMTENM CUMTAKT CBOM TOBApP CaMbIM JIYYIIMM, U HUKTO HE MOXET UM
CKa3aTh, YTO HYXHO MoTpebuTesto. YTOObl K BaM MNPUCAYUIMBAIWChH, Bbl JOKHBI 3TO
3acaykuTb. UHaue BaM MOTYT CKa3aTh: «YK €CJIM Thl TAKOM YMHBIN, TO UTO K€ Thl HUYEro He
MOXelllb MPoAaTh?» He CTOUT paccuuMThIBaTh Ha TO, YTO 4Yepe3 Mecsl] MOcJe 3aKJIIYeHUs
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KOHTpaKTa K BaM CTaHyT NPHUCJAYLIMBATbCS, — NOCTPOEHHE [0BEPUTEJbHBIX OTHOLIEHUH
TpebyeT BpeMeHH. HauHuTe ¢ xopowux mnpojax. Tak, MHe O0oJibllle JOBEPSIOT
npousBoguTenn «Kagunnakos», yeMm «llleBposie», MOCKOJbKY $ MNpPOJal 3HAUYUTEbHO
6osbite «Kagunnakos». Ho feio 3ecb He TOJIBKO B IPOJaXax.

Bo-nepBbIx, BbI OKHBI OUeHb XOPOILIO 3HAaTh CBOM NPOoAYKT. HUUTO Tak He pa3pyluiaeT
JloBepUe, KaK NpeJJoKeHUe YJIYYLIUTb 4YTO-TO KOHKPETHOe, a NOTOM BbISICHIETCS, YTO
IPOU3BOAUTEJIb YKe CAeJall 3TO.

Bo-BTOpBIX, Bbl [J0OJKHBI OU€Hb XOPOLIO 3HATh PIHOK U KOHKYPEHTOB.

B-TpeTbuX, BaM cJjieiyeT pa3dbupaThbCs B TEXHOJOIMU POM3BO/CTBA Ballero NpoAyKTa.
Hanpumep, Ha co3zaHve HOBOM MoJesd aBTOMOOWJIA YXOAUT 4yeThblpe-nsATh JieT. Ha Lexus
LS400 yuio ceMb JieT. ITO HeOOXOAUMO 3HATh, NIpex/e 4eM TpeboBaTh OT NPOU3BOAUTEIEN
06GHOBJIEHUS MOJIEJIBHOTO PsAZa.

W HakoHel, BaM CTOUT Hay4YUTbCS FOBOPUTb Ha A3blKe NpPOU3BOJHWTeEJeH. 3a4acTyio
Jiuepbl U MPOU3BOAUTENN TOBOPAT 00 OJHUX U TeX Ke BelllaX Ha pa3HbIX sA3bIKax. B
aBTOMOOWJILHOM 6H3Hece, HanpuMep, pasjesjeHbl QYHKIUM JU3ailHepa M HHXXeHepa:
Jiu3aliHep OTBevyaeT 3a TO, KaK BbITJISIJUT aBTOMOOWJ/Ib, a UHXXeHep 3a TO, KaK OH e3/uT.
BMecTe ¢ HUMU Bbl MOXKeTe BJIMATb Ha NPOLLECC CO3/JaHUsI HOBOTO aBTOMO6UIsA. U K KaxkaoMy
M3 HUX HYKE€H CBOU NOJXO0/,.

Kak 6bl HM ObLJIM T€HUAJIbHBI BalllM UJEH, TPOU3BOJUTENU HEe OYAYyT
IPUCYIIUBATHCS K BaM, TOKA Bbl HE IOKAXKETe, YTO 3HAETE UX MPOAYKT U UX
OH3HEeC KaK CBOM COGCTBEHHBIH.

HeT Hukoro 6smxe K norpebuTesto, 4eM npojasel. [103TOMy mpou3BoAUTENSAM TaK
Ba)XHO B3aUMO/IeHiCTBOBATh C HAMM.

He6osbmoe otcrymieHde o npakTuke Cadillac. 'maBHbIM ynpaBasiomui 3TOH
koMnaHuu /pkoH ['peTTeHGepr ¢ MOMeHTa HayaJla CBOel paboThl pelinJ BOBJEYb JUJIEPOB
KOMIIAHMU B NpolecCc pa3pabOTKU HOBBIX NpPoAyKToB. OH cobpas Tpylnmny U3 JUJEPOB,
JIU3alHEPOB M HHXXEHepoOB, U Mbl npopaboTanu BMecTe Tpu AHA. [ns Cadillac aTo 66110
O4YeHb BaXKHBIM INpolieccOM o6MeHa MHEHHEM U UJesAMU. A Aujepbl CMOTJIU Jlydllle MOHATh
npolecc CO3JjJaHus MalluH U TO, KAKUX COBETOB OT HUX XK/YT.

Bo BpeMs Hallell BCTpeyd WH»KeHepbl NPOJAEMOHCTPUPOBAJIM, YTO BCe KOMIIOHEHTHI U
y3Jbl Mogesielt Eldorado u Seville 66111, Kak FOBOPUTCS, MUPOBOTO KJIacca, U XOTEJU Y3HATh,
OyAyT JIU 10JIb30BaThCS CIPOCOM MAIIMHBI TAKOTO KayecTBa. Mbl COOGLIMIN UM, UTO MHOTHE
NOTpe6bUTEeNM CETYIOT Ha TEeCHOTY caJloHa M XOTAT 6oJsiee spkoro ausaiHa. [locie
IpPOBEJIEHHOT0 UCCIel0BaHus (AUJIephbl Be/lb TOXKE MOTYT OIIKOAThCA) AU3alH 9TUX Moiesiel
6bL1 U3MeHeH. PesysbTaT npe3oiues Bee oxuganus. Eldorado u Seville 1992 rona - nepBbie
JiBe MOJeJid, CKOHCTPyMpOBaHHble B paMKaxXx IporpaMmbl [peTTeHb6epra, - ObLIU
nopasuTesbHbl. (K pagocTy NOKJIOHHUKOB 3TOM MapKH, B IONOJHEHUE K CBEXKEMY /IU3alHY B
3THUX MallMHAaX ObLJI UCII0JIb30BaH COBEPIIEHHO HOBBIM 32-KJIalaHHbIHN IBUTATEb.)

Emle oHO MpeuMyleCTBO TAaKOTO COTPYAHUYECTBA NpPOJABLOB W NPOU3BOJUTEJEN:
NpO/iaBLbl UHOT/IA MOTYT CKa3aTb OYeHb Ba)KHble Bellld, O KOTOPBbIX M3-3a 6OS3HU OBbITh
HaKa3aHHbIMU WJIM YBOJIEHHBIMM He pellalTci TOBOPUTb COTPYAHUKH CaMHUX
npousBoAsAIMX KoMmmnaHUM. Hekotopowle smoau u3 Cadillac roBopusn MHe: «Y Hac ecTb
OTJIMUHBIE U/JIeH, HO HAaC MOTYT He nocaywaTtb. Ckazaiy 6bl Bbl 0 HUX HallleMy pyKOBOJCTBY».
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B pesysabTaTe npejJsioxkeHHOM ['peTTeHb6eproM mnporpaMmmbl pykoBoguTesin Cadillac
CTaJld 4acTo MpUe3XaTb K JujaepaM, YTOObl mobeceloBaTh C NMOCETHUTeNsIMU. BrnepBbie B
MCTOPHU KOMIIAHWUM ObL/Ia yCTAaHOBJIEHA CBAA3b MEXAY AUJepaMU U IPOU3BOJCTBOM.

Bo3MOXHO, paHblle Mbl TaK He HyXJaJucb JApyr B apyre. Ho Temepb Takoe
B3aUMO/JI€eICTBUE KU3HEHHO HE0OX0AMMO. PBIHOK CTaHOBUTCS BCe 60Jiee KOHKYPEHTHBIM, U
HY’>KHO BCe BHHMAaTeJIbHee MPUCAYUIMBATbCA K KeJIaHHWSIM KJIWEHTOB. A 3TO 3HAYHUT, YTO
Heo06X0JMMO BOBJIEKATh B MPOLECC MIJIAaHUPOBaHUs POU3BO/ICTBA TEX, KTO HEMOCPE/ICTBEHHO
B3aUMO/J€ICTBYET C IOTPEOUTENSAMMU.

CaMbIil IpoCTOM €HOCO6 JOGUTHLCA TOrO, YTOOBI K BallUM HJESIM MPHUCAYLINBAIUCD, —
npeaJioKUTh KaKoe-TO HEOOJIbIIOE y/IydllleHHhe, KOTOPOe MOXeT AaTh OBICTPYIO BBIFOAY NPHU
HebosbIMX ycunuax. Hampumep, korga Beiuia Mogesnb Allante, oHa Oblia BcTpeyeHa
NOTPeOUTENSIMU C SHTY3Ua3MOM, HO MHOTHE CeTOBaJIM Ha TO, YTO XOTeJHU Obl KyUTh €€ B
KpPacHOM WJIM YepHOM LiBeTe, a UMEHHO 3THUX L BETOB NpPOWU3BOJAUTEJb U He MpejJaral.
Junepsl gaau 3Hath 06 3ToM, U Cadillac mo6aBusn 3Ty yBeta. Tenepb 6oJiee MOJIOBHUHBI
Npo/ilaBaeMbIX MallIMH 3TOr0 TUIA KPaCHbIE UJIY YEPHBIE.

Takum 06pasom, Jjisl Hayaa Bbl AOJKHbI 3aBOEBATh Jj0BEpUE «OBICTPOX Mobeoul» U
JIMIIb TIOTOM MBbITaTbCAd [JaBaTb OoJsiee 3HauuMMble coBeTbl. Hampumep, 06 yJABOeHUM
MOUIHOCTH ABUraTeJis Uiy e yyactuu Cadillac B ronkax «@opmMyJibi-1».

JlaBas /it00y10 peKOMeHJalMIo, AeJlaliTe 3TO BEXKJIUBO, CMOTPS Ha MOJIOXKEHUE C TOUKHU
3peHus npousBoguTesisa ([>koH Cpro3Jis Ha3blBaeT 3TO «B3IJIsAJ Jla3aMU NapTHepa»). Brl
JIOJDKHBI NOHSATh, OyAeT JiK Ballle MpejJioKeHHWe M0JIE3HO MapTHepY: JIIAU 06bIYHO 0XOTHO
JleJIaloT TO, YTO IOMOTaeT UM XKUTb MPOIIE.

Y4uThIBask 3TOT MOAX0/I, Mbl 0ObIYHO TOBOPUM: «C MOMOILIbIO 3TOU IITYKH Mbl CMOXKEM
npoJiaBaTh O60Jibllle MAalllMH. A 5TO M B BalllUX, U B HAalUUX UHTepecax. [lonpobyiiTe!» Ho Bbl
JIOJDKHBI ObITh YBEpPEHBI B IPAaBOTE CBOUX C/10B. Ec/iu Ballla uzes npuHeceT MJI0AbI, TO K BaM
OyAyT NPUCAYLIUBAThCSI U Aajblie. Eciu ke Bbl olnbeTech, 0COOEHHO B HaudaJie Balllero
COTPYZHUYECTBA, TO BalllM COBETHI IEPECTAHYT LIEeHUTh.

Kak MbI pemiaeM, 4TO Npea0XKUTb? ITO 0YEHb NPOCTO. MBI IpUCAYIIUBAaEMCA K TOMY,
YTO FOBOPAT HALUMU MOKyNaTeJy U NPOoJaBIbl B IeMOHCTPALLMOHHOM 3aJjie. KpoMe ToOro, Mol
rOBOPUM U C HAlIMMHU OBIBIIMMHU KJIUEeHTaMHU. Mbl cTapaeMcsl y3HaTb, [I04YeMy B 3TOT pas
KTO-TO KyNuJ HOBbIN «Mepcegec», a He «Kaauinak» unm «Jlekcyc».

Korza BaM ecTb 4TO CKasaTh, HY:KHO HAWTHU NPaBUJIbHOIO YeJIOBEKa, KOTOPBIH
BbIC/IYILIAeT BalllM MPeAJI0KeHHUs. ITO 04YeHb BaXXHbIM MOMeHT. Ec/iu Baill cobeceITHUK 'OTOB K
BOCIIPUSATHIO HOBBIX UJlell — 3TO 34,0p0Bo. Ec/iv HeT, To npuieTcs NoucKaTh KOro-To Jpyroro,
npU4eM He 00513aTeJIbHO PYKOBOAWTEJSI KAKOr0-JAM00 JenapTaMeHTa — 3TO MOXET ObITb U
COTPYAHUK [JIByMsl ypOBHSMHM HWxKe. Bo3MoXXHO, BaM yJaacTcd HAWTU MOJIOAOTO
aMOHMIIMO3HOTO TMpodeccruoHasa, KOTOPbIA CTPEMUTCS HaBeEpPX, a I[OTOMy TOTOB K
BOCIPHUSITHIO HOBBIX H/IEN, KOTOPbIE IOMOTYT €My B30OpaThCs 10 KOPMOPATUBHOM JIECTHHUIIE.

CambIli MPOCTOM CIOCOO HAWTH MOAXOASAINEr0 YeJIOBeKa — M0oC/JaTh Balllk MPeJJI0KeHUs
HECKOJIbKUM afipecaTaM. TOT, KTO OTKJIUKHETCs, U 6y/1eT MPOBOJAHUKOM BalllKX UJIEH BHYTPU
KOMITaHUHW. HO BbI J10/I’KHBI OBITh YBEPEHBI B MPAaBUJIbHOCTH BallUX NpeaJioxeHU. KoHevyHo,
He cTouT onpaimuBaTbh 9000 KJUEHTOB, YTOObI BBISICHUTD, YTO UM XOUYETCSI MalllMH KPACHOTO
Y YepHOTro LIBeTa, HO HY>KHO BCe-TaKH MOTOBOPUTH X0Ts 6bl ¢ 90. BaM HY»XHbI GaKThl, YTOObI
y6eIUTh MPOU3BOAWTENEN KYyNIUTh Bally ujelo. M npouecc npofaxu ujei Npou3BOAUTEIIO
He CUJIbHO OTJIMYAEeTCs OT Npolecca NPoAaXKU MalllMH KJIMEHTaM.
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Bam Bpsii Jiu yaacTcs 3aBoeBaTh AoBepue ObICTpo. [loTpebyeTcs BpeMsl Ha TO, YTOObI
Ballld MapTHephl NMPU3HAJU B Bac NMPUBEPXKEHIIA MapKH, a He «IpojaBlia OGecTCe/IJIEPOB,
KOTOpbIA 6€3 KaKUX-JIM6O0 KOMILJIEKCOB MEePEK/IYaeTcsl Ha JAPYyrod ToBap, KOrAAa HACTAKOT
HEeMpoCThble BpeMeHa.

C 0HOHM CTOPOHBI, BAllM YCUJIHS MO yJYYIIEHUI0 NPOAYKTA OTHUMAIOT y Bac BpeMs,
KOTOpPOE MOXHO ObLJIO Obl MOTPATHUTb HAa TOPTOBJIIO; HO C JPYrOd CTOPOHBI, HOMOTas
IPOU3BOAUTEJIIO CAesaTh 60Jiee BOCTPeOOBAaHHbIN TOBap, Bbl 3apaboTaeTe cebe Ha Oyayliee.
O6cay>kMBaHME KJIMEHTOB 60JIblIIE MTOX0Ke Ha MapadoH, YeM Ha CIIPHHT.

OcHOBHBIE BBIBO/IbI

-byabTe y06e [parbuMACEBE BIPOU3BOIUTEEH HCKpEHHE
BepAT B TO, YTO OHU OTJIMYHO 3HAIOT CBOW PBIHOK, a IOTOMYy He BCerja
TOTOBbI IPUCAYLIMBATHCA K KOMY-/1M00. YTOOBI JOOUTHCA UX BHUMaHMS, BaM
HY>XHO NPOJIEMOHCTPHUPOBATH, UTO Bbl pa3bupaeTech B UX OHU3HeECe TaK e
X0pouIo, KaK ¥ B CBOEM.

—3acnyXuTe  HrouBBEHIP MO®RITE, YTOObl MNPOU3BOAUTEJD
M3MEeHWUJ 4YTO-JMO0 B CBOMX IpoLieccax, Bbl JOJ/GKHBI ObITh IOJHOCTBIO
yBepeHbl B TOM, 4YTO pekoMeHAyeTe. He mnpuxogurte c jorajkaMu U
npeAnosiokeHUsAMU. [lokaxkuTe, 4YTO Bbl ObLIM HACTOMYUBBI U
WHBECTHUPOBAJIM JOCTATOYHO MHOTO BPEMEHH U JieHer, YTOObl NOATBEPIUTh
peJnoJoXKeHHs.

—HauyHuTe ¢ npollycTebBALNE ReABBIN IPEJI0KEHUEM
OyZileT TpOCTOM COBET, KOTOpPbIM He TpebyeT OT NPOU3BOAUTESA
JIOpOTOCTOSAIILETO0 HM3MEHEeHHWs IMpOoLeccoB, HO TMpPU ITOM MpPUHECeT
pe3yabTaTbl B 0603pUMOM OyayiuieM. Jlo6elTeCcb HECKOJIbKMX MaJIeHbKUX
nobej, mpex/e 4eM NepexoAUTh K 60Jiee 3HaUUMbIM COBETAM.

—-OTHOWEHMA NOXOXM Ha Xopowee BUHO.. Ye
Ny 4 wdlocTpoeHre  OTHOIIEHWH C MNPOU3BOJUTENSIMU  TpebyeT
3HAUYUTEJbHOTO BpeMeHU. He crieminTe 1 He M Te MTHOBEHHOTO 3¢ deKTa.

IX. 3aumcTBYyHATE

I'masa 30
3auyeM u3o6peTtaTthb Bestocunez? [Ipocro yy4ymmure ero!

Kakue 6bl HOBble HAUMHAHHUS Mbl HU CTapaJMCh BHEAPHUTb, Mbl BCerja CMOTPeEJH, KaK
3TO /IeJIAl0T HAIM NMapTHEPbl U KOHKYPEeHThl. 3a4ueM U306peTaTh BeJIOCUIE[], eCJU KTO-TO
yKe cAesajJ ero Jydiuyw mojesib? Hy>XHO NpoCTO HPUCMOTPEThCS K UYy»KOMY OMNBITYy U
IMPUCTIOCOOUTH €ro K CBOEH CUTYyallUH.

MeHsi, K mpuMepy, BCerja pas3Jpakajo HCIOJb30BaHUE T'POMKOTOBOpUTEJIEd B
JUJepCKUX LieHTpaX. Ha Mol B3rjisj, 3TO HenpodeCCUOHAJIbHO W HENPUSATHO, Korza
aIMUHUCTPATOP MbITAETCS HAUTU APYrOro CAyKalllero, UCIoJib3ysl FPOMKYIO CBs3b. Ho, moka
s He TpUIJIsAfescad K paboTe OAHOM M3 ceTell MUILIEpUH, 1 He TpeACcTaBJsI cebe, Kak
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000UTHCH O6€3 3TOrO.

Kak-To B BbIXO/HbIE 51 IIOLIEeJ BMECTE CO CBOUM JleTbMU B nuneputo Chuck E Cheese. B
3TOM MecTe OblIa ClHelUasbHasl pasBJeKaTesJbHasi MporpaMMa ¢ aHUMalUed U
BO3MOXXHOCTbIO nourpath B Nintendo. Eciin BaM xoTesioch 3aKka3aTh YTO-HUOY/b, Bbl IPOCTO
NOJXOJUJIU K CTOWKe U JAeJsiaju 3aka3. [loka Bbl CMOTpesd NMpeAcTaBJeHUE WM WUTPad C
JleTbMH, Balll 3aKa3 MOCIeBaJl.

Y4uThIBas UIyM, KOTOPbIA NPOU3BOJAUIHN JIETH, aHUMAllUs U UTPhI, HE OBLJIO HUKAKOTO
cMbIC/Ja Kpu4daTh: «Muctep Cblo3JJ1, Ballla NMUIa roToBa!» — HUKTO Obl He ycibliial. BmecTto
3TOro NpU 3akKaze KaxkJoMy JaBaid Homep. Korja ouepesHod 3aka3 Obll TOTOB,
crelMaJbHbIM 3BYK HM3BellaJ 060 3TOM, a HA MOHUTOpPE MOSIBJIAJCA ero HoMep. ITa CUCTEMA
paboTtana oT/aM4yHO. [loKymaTessiM He MNPUXOAWJOCH TOJIUTHLCA BO3JiE KYXHU, NbITASACh
BBISICHUTb, TOTOB JIU UX 3aKa3s.

MbI M03aMMCTBOBaJ/IA 3Ty UZEH0, HEMHOTO MOAUPUIUPOBAB ee. PaHbllle mocie Toro, Kak
Bbl BHECJIM JIeHbI'H B KacCy, KacCUp TOBOPUJI B IpOMKOrosopuresb: «Mamuny Ne 473 Ha
BbIXOZ». YCJbIlIAB 00'bsIBJIEHHWE, aCCUCTEHT MPOJaBIA A0/HKeH OblI HAWTHU 3TY MAIMHY WU
noJaTh ee K BbIXo/y. CHcTeMa HUKOTZA He paboTasia 0CO6eHHO Xopolo. Bo-nepBbIX, 1ie/bli
JleHb BCEMY LIEHTPY NPUXOAMJIOCH CAYIIATh Hally TPOMKYIO CBsI3b. BO-BTOpbIX, HUKOT/la HE
Ob1JI0 YBEPEHHOCTH B TOM, YTO HY>KHbIM COTPYAHUK CJIbIIIAJ 00'bsSIBJIEHUE: B 3TOT MOMEHT OH
MOT ObITh BHYTPH APYTroil MallMHbI C 3aKPbITBIMU OKHAMHM, UJIM OOLIATHCS C KIUEHTOM, WX
»Ke MIPOCTO TOBOPHUTH Mo TesedoHy. EAUHCTBEHHBIM NMOATBEPXKAEHUEM TOTO0, YTO Mbl ObLIU
yCabILIAHbI, ObL1 paKT NPUTHAHHOW MalllMHbL. Ec/u e 3TOro He MPOUCXOJUJIO, TO KJIUEHT
ObIJ1 BBIHYK/IEH /1AaTh, »KJIaTh U JaThb, Bblpakasi HeY10BOJIbCTBUE. B 3TOM ciiydyae Mbl CHOBa
JlaBaJiki 00'bsIBJIEHHE 110 TPOMKOM CBSI3H, U BCe 1IJIO N0 CJAeAYIOIIEMY KPYTY.

Ceropns 6sarogaps Chuck E Cheese kapThHa Hecko/ibKO MHas. Bbl onsiayvBaeTe CUer,
KacCHUp BBOAUT 3Ty UHPOpPMaLMIO B KOMIIBIOTEP, U OHA CPa3y e MoNnaZaeT B KOMIbIOTEP U HA
MOHUTOP CepBHUCA M0 J0CTaBKe aBToMoOuJel. Korga onepatop BUAUT 3Ty MHOPMAIMIO, OH
OTBeYaeT KacCUpy, YTO MalllMHa cerlyac 6yeT AocTaBjeHa. Eciv onepaTop He OTBedaeT, Mbl
3HaeM: YTO-TO He B MOPS/IKe, U KTO-HUOY/Ib OTIPABJISIETCS BbISICHATD, B UEM JI€JI0.

OTnasia HE0OXOJUMOCTb B TPOMKUX OO'bSIBJEHHUSX, U Mbl BCETZila 3HAaeM, MOJy4eHO JIH
MHbOpPMaILlMOHHOE CO0OlLIeHre U Korja OyZeT aBTOMOOWJb. Y rjiaBHOe, BpeMs O0HU/JaHUSA
KJIMEHTOM OTPEMOHTUPOBAHHOU MallMHbI COKPATHJIOCh B CPEJHEM C IIECTH MUHYT JI0 ABYX.
M BceMU 3TUMHU IOCTHKEHUSMU Mbl 00513aHbI CBOEMY BU3UTY B MECTHYIO MULILEPUIO.

Takum ke 00pa3oM Mbl 3aUMCTBYeM HJeU BCIKUH pas, Korja BUJUM 4YTO-HUOY/b
noJie3Hoe, - Belb 3TO O4YeHb MPAKTUYHbIK noaxoj! /i 4yero TepsiTb BpeMsl M MbITATbCs
peliuTh NpobJieMy CaMHM, €CJId 3TO YKe KTO-TO cAesian 3a Hac? KoHewyHo, ObIBaloT
YHUKaJIbHble CUTYallUH, C KOTOPbIMH BaM NPUJETCS CIPaBJSATbCS caMoCTosATesbHO. Ho
BCTPEYalOTC OHU KpakHe peAko. B OGOJBbIIMHCTBE cJjy4aeB XOpollee pelleHUue MOXXHO
M03auMCTBOBaTh. bus MappuoTT HaBepHsika 3HaeT ToOpas3i0 Jydllle MeHs, Kak
OpraHM30BaThb 00C/IyKMBaHHWE OCPOMHOI0 KOJIMUECTBA JioJel ObIcTpo U 3pdekTuBHO. Tak
o4YeMy He BOCI0JIb30BaTbCsl ero omnbIToM? [loueMy He MCHOJIL30BATh JIydlliMe pelleHUs
McDonald's, American Airlines, Disney, aganTupys HUX MoJ MNOTPeOHOCTH U OCOGEHHOCTH
Baulero 6usHeca? Mbl ocTynaeM UMEHHO Tak. (JTO U OJIUH M3 CEKPETOB ycrexa KHUT Toma
[TuTepca: B HUX OH paccKa3bIBaeT 00 OMbITE JYYIIUX KOMIIAHHUM. )

Mn! yxe pacckasbiBasid, KaKk HaM momor onbIT /lucHes B cO3JJaHUM U O0POPMJIEHUHU
paboyero MpocTpaHCTBA. Mbl TakXKe BBIICHUJIU, KaKHe CTPOUTEJIbHble W OTJIeJI0YHbIe
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MaTepuaJ/ibl UCHOJIb30BaHbl B pecTopaHax McDonald's, ¥ B Haliux cepBUC-LIEHTPaxX Telepb
MCII0JIb3yeM TOJIbKO UX. EC/IM OHU BbIZIep>KUBAIOT TaKOe KOJIMYECTBO HOT, kKak B McDonald's,
TO OHU OCTATOYHO KpENKHe U [ Hallled peMOHTHOW MacTepckod. Y Mbl co3aBasiy CBOIO
IporpaMMy 1o CTUMYJIMPOBAaHUIO CObITA NIOC/IE BbIX0/ja IporpaMMbl American A Advatage.

Ecnu upes pabotaeT B 0lHOM KOMIIAHUH, Bbl MOXeTe ObIThb YBEPEHBI,
YTO OHa cpaboTaeT U B APYroM. JIloAu He TaK y»K CUJIbHO OTJIUYAIOTCA JPYT

OT Apyra.
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MbI cuMTaeM MeTOJ 3aUMCTBOBAHUSA UJel HACTOJIbKO MOJIE3HBIM, UYTO OPTraHU3yeM HX
crielMaJibHble IMOJieBble MOWCKU. Hamu MacTepa 1nmo Ky30BHOMY PEMOHTY €3JWJIH B
KanudopHuto, UYTOObl 03HAKOMHUTBHCSI C MECTHBIM OINBITOM. PyKoBOAWTE/Nb 3TOr0
JlenapTaMeHTa MOObIBaJ B JIYYLIMX MAaCTePCKUX EBPOMBI, YTOOBI MOHATh, KAK UM y/AAeTCs TaK
MacTepCKd MoAbupaTh IBeT. B pe3ysbTaTe Mbl Tenepb HcmnoJsib3dyeM Kpacku Sikkens u
KpacuJbHble KaMepbl Garmat.

MbI Takke JleslaeM 3aKYNKH Yy HAlIUX KOHKYPEHTOB. JTO OKa3bIBaeT HEOLleHUMYI0
IOMOIlllb, MOTOMY 4YTO II03BOJIIET Yy3HAThb WX CUJIbHble CTOpPOHBI. { mocewmamw UX
JIeMOHCTpAIMOHHbIE 3aJibl, YTOObl MOCMOTPETh Ha UX MepPYEHJAW3UHT. Y HAc eCTh U Mapa
YyeJIOBEK JJISI KOHTPOJIbHBIX 3aKYMOK aBTOMOOMJIEH, YbH JIMI]A HEU3BECTHbI KOHKYpPEHTAM.
Tak Mbl y3HaeM CEKpPEThl UX CEPBHCA, YPOBEHbD 1|eH, OTHOLIEHHUE K MTOKyNaTe isM, a TJIaBHOe —
YTO-HUOY/Ib, YEMY CTOUT NMOYYUThCA. (Kak pe3ysibTaT, Mbl, HAPUMep, CMEHUJIM CBOM 6aHK Ha
O6aHK KOHKYpEHTA JJisl 06C/AyKUBAHUS OKYIIOK B KpeJHT.)

BpeMeHaMu MbI MoceljaeM MeCTa, KOTOpble He HMEKT HHUYero o6Liero C HalluM
OM3HECOM — PeCTOpaHbl, My3€eH, OTeJIH, MAPKH, — TOJbKO JJIs TOTO, YTOObI MIOCMOTPETD, KaK y
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HUX OpPraHU30BaH KJIMEHTCKHUM CepBUC, OCBelLeHHe UM My3blKajbHOe 0pOpMJIeHUE, HOCAT
JIU COTPYZAHUKH YHUDOPMY U KAKYIO.

WHorpa /oA, KOTOPbIM $I paccKasblBald O HallleM OINbITe 3auMCTBOBaHMUS,
BOCKJIMLAIOT: «/[a, 3TO mpeKkpacHO U, HaBepHoe, paboTaeT TyT y Bac B Jlasiace. Ho y Hac B
Hero-Hopke (Can-®pannucko, YMKaro) KJIMeHThI COBCEM Jpyrue. Y Hac 3To paGoTaTb He
oynet». Yenyxa. Huuto Tak He pasjapa)kaeT MeHs, Kak MycTble ¢ppasbl TUNA: «ITO HE OYAEeT
paboTaTh TaM, rAe s XUBY». MHOXeECTBO MpPEKPACHbIX MPOrpaMM U CHUCTEM, KOTOpbIE
yCIEIHO paboTalT Y HAc, Mbl M03aUMCTBOBAJIM B Pa3HbIX YacTAX cBeTa. U Bce aTU ujeu
paGorarorT B Jamnace, B ®unagensdun, Hero-Hopke, Jloc-Aumxkenece u gaxe B HoBoM
OpJieaHe - a 3TOT ropoj O4YeHb CUJbHO OTJaH4YaeTcs oT Jassnaca. MHorvue roBOpuJH, 4TO
HalllM NIPUHIIMIIBI BeJleHHsl OM3Heca TaM HelpUeMJeMbl, TOTOMY 4To Jitoau B HoBoMm OpJieane
6oJsiee TpebOOBaTeJbHbI U NPWXUMHUCTBL. Ho, Kak moka3sasia nmpakTuka (y Hac TaM LEeHTpPbl
Cadillac u Chevrolet), Hama cucreMa c6oeB He paeT. Jlloaud JOOAT XOPOIIMU CePBHUC
HEe3aBHUCUMO OT TOTO, I/le OHU XXUBYT.

CaMble Jiy4yllide CUCTEMbl paboTalOT B JIlOOOM MecTe 3eMHOro mapa. M eciu y Bac ux
elje HeT — MOUIMTEe KOMIAaHUM, Y KOTOPbIX MOXKHO YTO-TO M03aUMCTBOBAaTb, BO3bMUTE BCE
Jiydillee U aIalTUPYHTe K CBOeMy GU3HECY.

OcHOBHbBIE BBIBO/IbI

—3aunmMcTByaTTee 6 bl CBya» & @ac A0CTaTOYHO BpPEMEHH,
MOXKHO ObLIO Obl Takoe u300pecTH.. Ho 3ayeM TpaTuTh 3TO Bpems?
BcTpevasicb ¢ HOBOM Mpo6JiEMOM, MPOCTO CMOTPUTE BHUMATEJBbHO IO
CTOPOHAaM, U Bbl YBUJHUTE, YTO KTO-TO €€ Y>Ke pPeLlnI.

-3aunumMcTBYWT eEcam yxd Gpare Koro-tTo 3a obpaser - Tak
JUjepoB 6usHeca. KTo Hany4diumM 06pa3oM COZEpP>KUT CBOIO TEPPUTOPUIO?
KoHeuHo, lucHeit! UMeHHO OH cTaJs Jiji1 HacC 06pasioM, KOr/la Mbl pellasH,
KaK JOJiKHA BBIMJISAJETh Halla Jiyaika. [lokpbiTue Ha MoJly B HallleM
CEPBHUCHOM OT/ieJIEHUH CJieslaHo nocTaBurkoM McDonald's. Mbl y3Hastu, 4TO
B MOMCKAaxX CaMOM NMPOYHOM MJIMTKU OHU NOCETUJIN BCEX IPOU3BOJUTEJIEN HA
3emJie. HaM ’ke He MpPUIILJIOCH 3TOTO JieJlaTh — Mbl IPOCTO BOCIO0JIb30BaJIUCh
X HaXOJKOH.

—AKTWUBHO MwnT e npemn, KOTOPBI@B aMobr.y T
OpraHusyiTe crnenyabHble BblJIa3KU 32 HOBbIMU UesAMU. Eciiv BBl BUAUTE
pelleHWe, KOTOPOe BaM HPABUTCS, — paccnpocuTe o HeM. Jlooaud J006AT
pacckasbiBaTh O CBOEM OH3Hece.

-He 6o0nTecb MO 4Y%epes HR PBOOBEATD HE MPOXOJUT
1oe3/i Ha MOHOpeJIbCe, U Y HaC He OCTAaHABJIMBAIOTCS KaX/1YyI0 HOYb ThICIYH
JII0JieH, KX/ bl U3 KOTOPBIX X04eT NpocHyThbcA B 7.00. U TeM He MeHee MbI
ucrnosib3yeM ujaed /JlucHes MO MNOAJEpPKaHUIO YUCTOTbl U MOpsSJKa U
MappuoTTa 10 O0OCAYKMBAaHHIO OOJIBIIOTO KOJIMYEeCTBa JiloJed. A
MOAUPUKALIMU 3TUX HUJel MO3BOJIIIOT UM IOJHOCTbIO COOTBETCTBOBATH
0COOEHHOCTSIM Hallel CUTyalvH.

I'maBa 31
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0 HEKOTOPbBIX BelldX Bbl AdXKe€ U HE IoA03peBaIN

['appu TpyMaH roopuJi: «Bbl HUYero He 3HaeTe O Tex BelllaX, O KOTOPbIX HUKOT/Ja He
yyuTajJu». Mbl OYeHb LIEHUM HaUIMX KOHCy/JbTaHTOB CTeHsnm Mapkyca, CTuBa MasBaHU U
Toma IluTepca, NOCKOJIbKY OHU PaCIIMPSAIOT HALY IO3HAHKUS.

Korpa ™Mbl XO0TMM mnocayumaTh O TMOAXOAAX W HJAeAX J[APYrUX KOMIAHUK B
CUCTEeMATHU3UPOBAaHHOM BH/le, Mbl IPUIJalllaeM KOHCY/JIbTaHTOB. OHU ObIBaJk B Te€X MeCTax,
KOTOpBbIX Mbl He BH/JIeJH, U paboTaM CO MHOTUMH yCNEIIHbIMU JIIOJAbMHU, C KOTOPBIMU MBI
Jlaxxe He 3HaKOMbl. OHU NpeAJIararT U/led, K KOTOPbIM Mbl HUKOT/Ja Obl He MPULLJINA CAMMU.

Eciu ¢ keM-1M60 U3 KOHCYJIbTAHTOB HaM pab6oTaeTcsd KOMPOPTHO, TO Mbl BHOBb U
BHOBb oOOpaljaeMcsi K ero ycjayraMm. YeMm JoJsiblile Mbl paboTaeM BMeCTe, TeM Jiydlle
KOHCYJ/IbTaHT 3HaeT Hall 6KM3Hec U TeM 3pPeKTUBHee Halle COTPyAHUYeCTBO. [IpekpacHbIM
IPUMepPOM TaKUX OTHOIIEHHWH MOXeT CAYXUTb Hawa pa6ora ¢ [lutom Bpaaumoy. Mel
BIlEpBble BCTPeTW/IHMCh B [apBap/ie Ha ceMHHape IO OpraHMW3allMOHHOMY IIOBeJEeHMIO,
KOTOPbIN cobrpasia koMmnaHus Cadillac. B To Bpems [IuT HU4Yero He 3HaJ1 06 06CAY>KMUBAaHUU U
npojaxkax aBToMob6usied. OJHAaKO OH ObICTPO BCeMy HAy4dWJICS, NPUOOLMUB 3TH 3HAHUSA K
CBOEMY OINBITy KOHCYJIbTAallMUOHHONM paboOThl C aBUAKOMIAHUSMHM, H3JATeJbCTBAMHU MU
HePTSAHBIM OU3HECOM.

OH cpaenasl UHTEpPeCHBbIM BBIBOJ: Te JIIOJU, KOTOpble LEeHAT cebs, AesalT Jydlly
paboTy ¥ 3HAYUTEILHO 60JIblIe 3a60TATCA 0 CBOMX KJIMEHTaX. BOT 4To oH roBopui:

«Ecin Mbl JII06UM U yBaxkaeM cebsi, Mbl MOXKEM MO3BOJIUTh Ce6e ObITh OT3bIBUMBBIMU U
NPUCIYLUIMBATBCA K NOXKeJaHUAM ApYrux JioJel. Te, KTo 4yBCTByeT ce6s1 6eCCU/IbHBIM U He
CYUTAET cebs LieHHbIM, He CJIMLIKOM 3a00TATCS 0 UyKUX IPo6IeMax».

CekpeTt, no cioBaM bpsauioy, 3akirw4daeTca B TOM, 4TOOBI €034aTh aTMocdepy, B
KOTOPOM KaXKJ bl COTPYJHUK YyBCTBYET, YTO €ro paboTa BHOCUT BKJIaJ, B yCIleX KOMIIAHHUM.
OH BblJle/IIeT 4YeTblpe KOMIIOHEHTa BHYTPEHHEW YBEPEHHOCTH U BbICOKOM CaMOOILLEHKHU
COTPYZHUKOB.

1. JloctxkeHusi. O6'beKTUBHO M3MepeHHble pe3yJsbTaThbl AeATeJbHOCTU COTPYAHHKA
COOTHOCSITCSAL C SICHBIMH U CIpaBeJJIMBbIMU LesIMU. JJOCTHXKeHHe LieJlell HalpsIMyl0 BJIUSIET
Ha OIJIaTy U MPOJIBUXKEHUE.

2.YyBcTBO, 4yTO 0 Tebe 3a60TATCA. YC/I0BUSA pabOTbl JEeMOHCTPUPYIOT YBaKeHUE U
3a60Ty paboTo/iaTesl 0 COTPYAHHUKAX.

3. [lonHomouuss. KoMmaHus mnooupsieT HMHAUMBHU/AYAJbHOCTb U CaMOCTOSITEJIbHOCTD
CBOMX JIIOJIEH — MPU YCJAOBHUU COGJIIOJIeHUs OOIUX CTAaHAAPTOB M LieHHOcTel. OT Kaxzoro
XKAYT UAeN 0 TOM, KaK MOXHO ObLI0 Obl yay4dymndTb paboTy. Jloobble ujer MOryT ObIThb
YCJbIILIAHBI, @ TOT, KTO UX FT€HEPUPYET, UMEET BJIUSHHUE.

4. [lpyHUMIBI UM LIEHHOCTU. B mpouecce oT6opa COTPYAHUKOB OOIIHOCTb LIEHHOCTEH
Jl0JDKHA OBbITh MpeBbllle Bcero. KoMnaHus Jo/mkHa c/leUTh 3a COOJIIOleHUeM CTaHJApTOB
MOBeJIeHUsI U YBOJIbHATb HapyLIUTeEH.

Kak Bbl, HAaBEpHOE, y>Ke 3aMeTUJIH, Mbl ciefiyeM ujiesiM bpaji-11oy, 1 OHM MOMOralT HaM
B Pa3BUTHHU HAIIUMX aBTOLEHTPOB.

KOoHCy/IbTaHTBl BBINOJIHAIOT €lle OJHY BaXXHYI0 pOJb - POJb He3aBHUCHUMbIX
COBETHHUKOB. HekoTophble Belljd HEBO3MOXKHO 0OCYJUTh CO CBOUMH PabOTHUKAMU: HallpUMep,
BONPOC NMPOJAKKM KOMIAHUM WJU YBOJIbHEHUS COTPYAHHMKA, KOTOPBIMA MpopaboTas MHOrO
JIeT, UJIK BONIPOC O HaillMe MeHe/»Kepa BBICIIEro 3BeHa. B aToM ciydae Jsiy4yiie noroBOpUThb C



karraba.ru

KHu2u 0nst pocma

TeM, Yy KOT0 HeT JIMYHBbIX UHTepeCcOB B KOMIIaHUH.
s Hac B 3TOU pouiv BeicTynas [IUT. JIroayu MOryiv NpyurdTU K HEMY U CKa3aTh: «Y MeHf
eCcTb CJOXKHasd mnpobsema ¢ KapsoM WiaM ¢ MOUM MeHepKepoM»,— W OH IOJACKa3bIBaJ
pewmeHre. KpoMe TOro, oH NpoBOJUJI HAlly €XeroJHyK BCTpedy MeHeJKepoB, Ha KOTOPOH
MBI 00CY>X/1a/IM MMelolecs Npo6JieMbl XU BOSMOXKHOCTH HAIUX LLEHTPOB.
[Tomumo storo IIMT BbICTyNaJ MOUM JIMYHBIM COBETHUKOM. fl He Bcerja cienoBall €ro
peKOMeHJalMAM, HO BCeTrZja BbICOKO LIeHUJI BO3MOXHOCTD YCJ/IBIIIATh HE3aBUCUMOE MHEHHeE.

['appu TpyMaH 6bLa paB, KOTrAa roBopuJI: «Bel He 3HaeTe HUYEro o Tex
BelllaX, 0 KOTOPBIX He YuTa/u». Korga Bbl pasBuBaeTe CBOW OM3HEC, UILUTE
Tex JII0Jel, KOTOpble yXe MNpoXoJuau 3TUM nyTteM. OHM 006JsaZal0T
3HAaHHUAMM U HaBbIKaMH, KOTOPbIe BaM TaK HE0OXO0UMBI.

Ctensiu Mapkyc Bcerjija TBEpAUJI O TOM, UYTO Mbl JO/DKHBI B3TJISHYTh Ha BEIllU rJa3aMu
KiaueHTa. biarogaps eMy Tenepb HU OJHO HOBOBBeJleHHE He MOXXET ObIThb peasiM30BaHO,
II0OKa Mbl He y6eaUMCsl, YTO OHO B MHTepecax KanueHTOoB. Korga CTeHJM Bblllles1 Ha IEHCHIO C
II0CTA Npejce/iaTesisi COBeTa AUPEKTOPOB KoMaHuU Neiman-Marcus, s1 CHPOCHJI €ro, MOT ObI
OH paboTaThb CO MHOW B KauecTBe KOHCy/JbTaHTa. OH yJbIOHYJCA U cKasak: «KapJi, Thl He
cMOXelllb cebe MO3BOJIMTh HAHATb MeHs». M OH Obl1 MpaB, 1 HE MOr HaHATb €ro Ha
IIOCTOSIHHYI0 paboTy. Mbl JOTOBOPUJIMCh BMeCTe 00e/jlaThb pa3 B Mecsl. ITo s Mor cebe
N03BOJIUTb. Tak M HadaJochb Haule coTpyAaHudecTBo. CTeHJM pasbupasjcs B TOPromJie
aBTOMOOUJISIMU KaK HUKTO Apyroi. OaHa U3 HauboJsiee BAXKHbBIX Belllel, KOTOPbIM OH Hay4YUJI
MeHsl, - 3TO TO, YTO OpPUEHTAallMsl Ha KayeCcTBO Bcerja NpUBOAUT K mobene. CyiiecTByeT
1eJIbId KJIacC MOTpebUuTesel, KOTopble BO BCEM O0Jibllle BCEro IeHAT KayecTBO. Eciu BbI
npojiaeTe Jiydllie MallWHbI, PEJOCTABJIsS Jydliee 00CAY>KHUBAHUE, TO 3TH KJIHWEHThI cCaMU
HaWyT Bac. A mepcoHaJl, cjeAyldil NPaBUJIbHbIM [[EHHOCTSM, He JACT UM YHUTH C MyCThIMU
pyKaMHu.

OCHOBHBIE BBIBO/bI

—B bl oTBe4yYaerTe 3 a pab6orT Yicnomirdeuid K oMM
KOHCYJIbTAHTOB - I0JIe3Has IITYKa, HO He 3a0bIBaTeE, YTO OHU HE 3aMEHSIOT
Bac. Eciu Balle mectoe 4yBCTBO MOJCKa3blBaeT BaM pelleHUE, CAefyuTe
eMy - Bbl Oyjaere mnpaBbl B 99 ciayyasx u3 100. I[Ipunaekaiite
KOHCYJIbTAaHTOB, YTOObI MOJIYYUTb HOBbIE HJleM U NMPOTECTUPOBAThb CBOU
COOCTBEHHBbIE.

-OnsbIT MO XeT O bITb X 0 p Koitjja Mbl HasMMdeT® /1 € M .
KOHCYJIbTAHTa, UIUTE TOT0, KTO 06J1aZlaeT YCIEeUIHbIM ONBbITOM. BO3M0OXKHO,

OH y»Ke Tpolles Bce TO, HaJl YeM BbI ceiiyac 6beTech.

—-BbicTpanBante O Ha¥i o1 LI e/ Sipa3  Xopoliero
KOHCYJIbTAHTA, He OTXOJUTe OT Hero pajseko. Co BpeMeHeM XOpOLIWH
KOHCYJIbTAHT CTAaHOBUTCS TOJIbKO Jiyuile. OH Bce 6oJibliie U 60Jiblile Y3HAET
0 BalleM OHW3HECe U MOXKEeT MPeJJIoKUTh Bce 60Jibllle U 60Jbllle MoJe3HbIX
nujeu.
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X. Bam uMmu K

I's1aBa 32
T'oBOopUTE MATKO, HO...

Korpa Mbl ;yMaeM o TOM, Kak G6yZieT BbITJIAAETh Hallla peKIaMa, Mbl CTaBUM /IBe IIEJIH.
Bo-nepBbIX, Mbl XOTHM, YTOObI pekjaMa OTpa)ajla TO, KAKUM 006pa3oM Mbl BeJeM CBOU
OU3HeC, ¥ BO-BTOPBIX, Mbl XOTHUM CO3/]aTh UTO-TO, Y€M MbI CMOKEM FOPAUTHCS Nepe/ HallUMHU
POAHBIMU U IPY3bSIMHU.

Co3zaBas pekJjiaMy, Mbl BCer/ia IOMHHUM, UTO JIEXXKUT B OCHOBE Haulero 6usHeca. Bmecre
C HallMM peKJIaMHbIM areHTCTBOM Mbl BbIpaboTa/id MPOCTYI0 HJIel0, KOTOPYI JJOHOCUM [0
notpebuTteseil. Bot ee cyThb: «ABToLeHTpbI Chbl03J1J1a BCerja paboTalT YECTHO, C YYBCTBOM
COGCTBEHHOI0 JOCTOMHCTBA U CTUJISA, TPe/ijiarasi KIUEHTY JIyYLIUH CEPBUCH.

MbI cTpouM Hally peKJiaMy, OCHOBBIBAasiICb Ha 3TOW Hjee. Mbl Bcerjia pacckasblBaeM
IPOCTYI0 HCTOPHIO, COMPOBOXKJasdi ee My3bIKOW. [Ipy 3TOM rJjlaBHAash MBICAb OCTAETCS
HEeU3MeHHOMU: Be/lb eC/IM TOBOPUTb MOTPEOUTEJI0 TO OJHO, TO JIPYroe, MOXKHO BBECTH €ro B
3abJykeHue. Bol moiimeTe, 0 4yeM Mbl TOBOPHUM, MPOYHUTAB HECKOJIBKO ClieHapHeB Hallel
paZiMopeKJIaMbl NPOILJIBIX JIET.

JukTop: Ceroann Bunnnmax Kaguaiak npocut Mmuctepa Ctensin Mapkyca B BYX C/10Bax
pacckasaTb 00 ycayrax KOMIaHUHU.

Mapkyc: Comepcer MosM opHaxAbl cKasaa: «KW3Hb cTpaHHas wWTykKa. Ecad Bel
COorJialllaeTech TOJIbKO Ha CaMoe Jiy4dlllee, Bbl YaCTEHbKO MOJIy4aeTe 3TO». {l 06HapyX U, 4TO
JIIOJ Y, OJJHAXK/Abl UCNIbITABLIKE Jy4lllee 00CaAyKUBaHUE, peJIKO ULYT APYTUX NapTHEPOB.

JukTtop: Bosbimie 70 et ceMbsi CblO3JIJIOB 0OOC/IYKMBAeT CaMbIX B3bICKATEJbHBIX
notpebuteseil. bnarojapsd 5TOW NOJMTHKE KOMIIAHUS CTajla KPYNHEHIIUM JUJIepoOM
Kagunnaka Ha HOro-3anaze. OHa pab6oTaeT no cy66otaM, npeasaaraet ogHy M3 150 mauivH
B3aMeH CAAaHHOW KJIHWEHTOM B PEMOHT, UCMOJb3YeT Y/I0OHYI CHUCTeMy NpeABapUTESbHOU
3alMCH U, UYTO CaMOe BaXKHOE, y/ieJisieT IepCOHaJbHOE BHUMaHUe KaXA0My KJIUEHTY.

Mapkyc: [lpeacTaBiisisd KJAWEHTAM HUCKIOYUTEJNbHOE 0OC/IYyKUBAaHUE, Mbl CTAHOBUMCS
JUISl HUX HaJ|eXXKHbIMU NapTHepaMu. /lukTop: Cbroasn Buinmxk Kaguak, JleMMoH-aBeH!o,
BO3JIe YHUBEPCUTETA.

®oHoBbIE 3BYKU: My3biKka, Ha pOHE KOTOPOW CJBIIIHbI 3BYKH JBWXKEHUSI CTAPUHHBIX
aBTOMOGUJIEN.

JukTop: 1911 roa. AMepuka BJt06JieHa B HOBOe M300peTeHHe — aBTOMOOUJIb. CeMbs
Cp103/1J10B HAYMHAET MpoJaxKy MalnH. OHa CTPOUT CBOM 6U3Hec Ha npuHLUINe: «KOTHOCUCh K
KJIMEHTY TakK e, KaK Tbl XOTeJ Obl, YTOObl OTHOCUJIUCH K Tebe». C rojaMu 3TOT NPUHIUI
OCTaJICl HEU3MEHHBIM Y I03BOJIUJI CEMbE OTKPBITh LIECTh aBTOLLEHTPOB.

®oHOBbBIE 3BYKHU: YIMUYHbIEe 3BYKH COBPEMEHHOTO ropo/a.

JukTop: 1990 roa. AMepurka BJt06JieHA B aBTOMOOWIIU, U ceMbsi CbI03JIJIOB BCE TaK Ke
BeZleT CBOM OH3HEC, PYKOBOJACTBYSCh CTapbiM MPUHLUIOM. BpeMeHa MeHSIOTCS, HO
UCTHHHbIE I1|eHHOCTH He crapetoT. Cbroann Bumnumx Kagunanak-CtepauHr, Cbroasi
Onpcmo6unb, Cbhroann  beroouk-Hangeir u  Ceroaan  Jlekcyc. Tpaauuuu  ceMerHOro
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o6cayxkuBaHusd ¢ 1911 roga.

Mbl HajJieeMcs, 4YTO 3Ta peksaMa npojaeT. I He AyMaro, YTO CTOUT HMCIOJIb30BaTh
arpecCUBHYIO0 peKJiaMy WM TaKylo, KOTOpasi BBOJUT KJIHWEHTOB B 3a6JIyKAeHHe. ITO MOXKET
paboTaTh Kakoe-TO BpeMsl, HO B KOHIle KOHI|OB NpUBeJEeT K o6paTHOMY 3¢dekTy. B cBoux
pOJIMKaxX HaJl0 MPOJAEMOHCTPUPOBATH KJIACC M CTHUJIb — 3TO BBIJEJUT UX Ha QOHE JPYTHX,
HA30MJIMBBIX U KPUKJIUBBIX. Mbl He MeJIbTEIINM B CBOUX I[eHTPaX U He JleJlaeM 3TOr'0 B CBOEH

pPEKIIaMeE.

Hcnonb3ys peksiamy, NOMHHUTE, YTO OHa SIBJSETCS OTpaKEHUEM
CYLIHOCTH Balllero 61M3Heca.

Mbl He 3asBJIsseM, YTO Y HAcC caMmoe Jiydllee O06CAYyKMBAaHHE U CaMbld APY>KeTH0OHbIH
nepcoHas. BMecTo 3Toro Mbl cTapaeMcs 10Ka3aTh HALIKM NPEUMYLIECTBA C TOMOLbIO (AKTOB.
B peksiaMe MbI /leJs1aeM aKLeHT Ha TO, YTO paboTaeM Mo cy660TaM U UTO K YCIyraM KJIUeHTOB

150 MaluH, 0iHy U3 KOTOPbIX OHU MOTYT 6€eCHJIaTHO KUCII0J1b30BaTh, C/1aB MAllIUHY B PEMOHT.

[locsie TOoro Kak KJHEHT B HepBbIﬁ pa3 BOCIIOJIb3Yye€TCA HAlIUMH YyCJIYraMHU U IIOYYBCTBYET
Halll CTUJIb, OH BO3BpallldeTCAd K HaM CHOBA U CHOBaA.

OCHOBHBIE BbIBO/JbI

—K n a cl'er, KkTo crapaeTcsa BbIMIpaTh, NpejJarasg CaMyr HU3KYIO
1leHy, He UMeeT Oyayuiero. B peksiame He CTOUT roBOpUTh O lieHe. BmMecTo
3TOro Bceraa CTapafITer pacCCKa3aThb O NPHHIHUIIAX, HA KOTOPbLIX OCHOBAH
Balll GU3HEC.

-AeMOHCTpuUupyi, a Hed ®mBopge, KuToaypBac pcymMiie
Jipy»KeJsitoOHbIe NpoaaBibl. [IprBeiTe HECKOJIBKO IPUMEPOB UX ITOBE/IEHUSI.
HYCTb KJIMEHTbI CaMH CAeJIal0T BbIBO/bI.

-Bc e, yTo Bbl genaerTe, p K@ nast Meeoqb
dbopmupyeT OpeHJ KOMIIAHUW [AJs KJIUEHTOB W COTPYAHUKOB. Mbl
AEMOHCTpPHPYEM, 4TO AJIAd HAC AEI‘/JICTBI/ITeJleO BakHO. UMeHHO I[TO3TOMY TaK
3HAUYUMBI JleTasu, 6yAb To popMa Halllel 0/ /ibl, Ka4YeCTBO UCIO0JIb3YeMOM
6}7MaI‘I/I WJIWU CTHUJIb Hallle! pe4du.

-Havpgurte Bpemwms, YT OO HhI NMO3HAKOMUTHLb
mccnepgoBaTenbcCcKMUX KoMnaHWM O JeHA T UHT ax

BbICIIaA MAdTE€MATHKaA, YTO OblI BaM HU TOBOPHWJIK BalllK PEKJIAMHbIE€ Ar€HTHhI.

I'1aBa 33

IIpomo-akuuu: pyTOO/IKHM C CHAMBOJIMKOM UJIU NOAJAepKKa cMMpOHNYeCKOro opkecrpa?

Hamiu [MPpOMO-aKLUH, KaK N Hallla peKJiaMa, [IPHU3BaAHbI IOCTPOUTb B3AWUMOOTHOILIEHHA C

HalllMMU KJIMeHTaMHu. Mbl XOTHM, YTOOBI YOOMHHAHHWE O HAIIHMX aBTOLOEHTPAX BbI3bIBAJIO Y

KIIMEHTOB IIOJIOXKHMTEJIbHbIE 3MOLIHWH H o6pa351. CBoumMu IIpoOMO-aKOUAMHU MblI XOTHUM
NOAYEPKHYTb HHAWNBUAYAJIbBHOCTDb Hallleld KOMIIaHUU.

Korpa s1 6611 MasieHbKHM, B Jlasiyiace 06pasiioM JJisi BCce PO3SHUYHOUM TOPTOBJIH CJIY>KUJI
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marasuH Neiman-Markus. ¥ Hux O6blI1a Jydllasgd CUCTEMa MepyeHJal3uHra, camble
JIpy>KeJIIo6HbIe MPOJIaBlbl, U, €CJM Y BaC BO3HUKAJIU MPO6GJEMbI C KYIJIEHHOW Belllblo, ee
BCerjia MOXXHO 6blI0 BepHYTb. be3 Bomnpocos. Biazenen komnanuyd CTeHau Mapkyc Jito6u1
NOUIYTUTb, U BCJEJ 3a HUM €ro MarasuH Npuob6pes penyTanui Becesoro mecrta. OHHU
HOAJEep>KUBAJIH €€, U3 ro/ia B o/l FOTOBSI 3KCTpaBaraHTHbIE MOJAApPKHU K PoxaecTBYy.

[IpyuMep 3TON KOMIAHUHK 3aCTaBUJ HAC 33/[yMaTbCsl O TOM, KaK CO3/1aTh COOCTBEHHBIN
JOCTOMHBIA UMU/K. OOBIYHO AUJIEPCKHUE IIEHTPhI He BbI3bIBAJIU A0OPbIX YYBCTB. Mbl pelinam
MCII0JIb30BaTh MPOMO-aKLMK, YTOObI MOKA3aTh JIOJSIM: Halld LEHTPbI B JIYYIIYI0O CTOPOHY
OTJIMYAIOTCS OT JPYTHX.

Mbl Haya/IM Hally Nporpammy, NpurJjauiasi KJIMEeHTOB Ha €XeroJHyK Be4epHUHKY, rje
NpeACTaBJs/IA MOJeNIM MallvH CJleAyrolero rojga. Mul npe/ijiaraau umaMnaHckoe, pocToudbl
U BKyCHellIMe fgecepThl. Ha BedepruHKe 00513aTeJIbHO UIrpajl OPKECTpP, a BCE COTPYAHHUKHU
OblIM NpHU rajcTykax. Hamied 1esiblo He ObLIO NMPOJATh MAlIMHbI HOBBIX MOJeJiel TYT e
(XOTS ec/ii KJIMEHT 3aropaJicsi, Mbl HE OTKa3bIBaJIMCh) — B 1|€JIOM Mbl XOTEJU OTIPA3AHOBATH
Ha4yaJsio HOBOTO Ce30Ha U 1M06J1aroJapyuTh HAIIUX KJIUEHTOB.

C kaXkJibIM r'0OJIOM MBI JieJIajiu Bce O0Jiee HHTEpPeCHbIe peAcTaBaeHus. Jlappu XarmaH -
OYeHb U3BECTHbIN aKTep U3 MOMYyJISIPHOrO cepuasia — MoMoraJ HaM OTKpPbIBAaTb Hall HOBbIU
neHTp Cadillac. UTo6b!1 yBUAETH ero, npuiisio 6obiie 5000 yesoBek.

(Boob11e-To MbI NpUrJaliagy TOJbKO HALIUX KJIUEHTOB, HO CJIyXaMH 3eMJisl MOJTHUTCS.
M B KOHIle KOHILIOB Mbl NPHUIJIACUJIM BCeX, KTO NpHeAeT K HaMm Ha «Kajgusiake». Jloau
npUe3kajar Co BCEero IITAaTa, U Ha CTOsIHKe, paccyuTaHHOM Ha 5000 mMecT, He XBaTUJIO MecCTa.
HekoTopble 0co60 mpeANnpUUMYMBBEIE BJaZie/iblbl JOMOB BO3Jie Halllero IeHTpa CAaBau
NapKOBOYHbIE MeCTa NPSAMO y cebs1 BO JIBOpE.)

HpOMO-aKHI/II/I MNPpHUBJIEKAKOT K BaM BHHUMaHHeE. [To3aboTbTeCh 060 BceX
JeTasidax. HNHaue y JIIOLLeI‘/JI OCTAaHETCA HeNpHUATHOE BIiedaT/JeHHue - 4YTO
ropasjo xyxe, 4eM ecCJjiu Obl BbI BOO6I_I_[e HHUYero He JeJjiaJiu.

MbI opraHu30BbIBa/IM BbICTAaBKY NOKOpHUTeJied 3anaja u3 My3est KOBOOMCKON CaaBblI U
npurjamaid K cebe Acconuyanuioo cobuparesiell Mojesed eJie3HbIX J0OpPOT, U POAUTEJN
NPUBOJWJIM K HAM CBOUX JieTed (UM HA060pOT?) MOCMOTPETh HA UrpylleyHble moe3ja. A
IIOCKOJIbKY BCe JII0OAT BKYCHO I0€eCTb, Mbl BCer/ja NpUraauaiyd OTJIMYHOI0 NoBapa.

Bce 3To0, ecTeCTBEHHO, NMPHUBJIEKAJIO JIOJENA B HAUIM IEHTPbI, HO He 3TO ObLIO Hallleh
OCHOBHOM Lesblo. [Ipexzie Bcero Mbl XoTeJd N06/1arojapuTh HAlIMX KJIUMEHTOB 3a TO, YTO
OHHU IOKyINa/Id MallMHbl UMEHHO Yy Hac. Y BTOpoe, Mbl XOTeJH NOCTPOUTH JJIMTEJIbHbIE U
JlOBEpUTE/IbHbIE OTHOLIEHUS C HAIIMMHU KJWEHTaMH, 4YToObl OHU BHOBb K BHOBb
BO3BpAlllaJIMCh K HAM.

OcHOBHBbIE BbIBO/IbI

-Kaxpas -apgweixHa HecTuW wupetw Buawer o
co3iaeTe cebe ompejeseHHbIA UMH/K. [103TOMy Hesb3sl OJHOBPEMEHHO
CIOHCUPOBAaTh CUMQPOHUYECKUMUW OpKeCcTp M pas3faBaTb ¢QyTOOJKU Ha
nepeKpecTKax.

—Ecnwn Yy B ac ecThb COMHEHWUWA, npunmr nacmni
K 11 e H BKOOBpas Mexay NpUIJallleHueM MOTeHIMaJbHbIX U CTapbIX
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KJIMEHTOB, OT/laBaiiTe mpeJjnoyTeHUe mnocaefHUM. UMeHHO 6Jiarojaps UM
Bbl MeeTe CBOM KYCOK XJieba C MacJioM.

-ByabTe BHUMaAaTenbHbB K Ae DpedbreMamn H
IepcoHas B Jy4llhe KOCTIOMbI, MPUIJACUTE OPKECTP U KYINHUTE CBEXKUX
nBeToB. [loMHHUTe, Bbl paboTaeTe, YTOObI CO3/aTh BleYyaT/JeHHE, KOTOpPOe
JIOJDKHO OCTAaThCs y BalllMX KJIMEHTOB. YTO Jiydllle: YTOObI OHU BCIIOMUHAIU
BbIJIOXIIYIOCS Ta3UPOBKY M 3acOXIlWe TOCTbl — WJIMA Ke LIaMIaHCKoe C
UKpOH?

XI. CaesraiiTe TaK, YTOObI K/IMEHTHI BO3BPallla/IUCh

I'nasa 34
KimeHT, KoTopblii npuHOCUT $332 000

HaBepHoe, BbI y2ke 3aMeTUJIY, UTO {1 BEPIO B I10J1b3y XOPOUIMX MaHep, T. €. B UCKpeHHee
»KeJIJaHHEe TOBOPHUTBb «CIACUDO0», «MOXKaJAyHCTa», «TOCIOAHUH», «TOCNoXa». [I[pUHOCUT JIK 3TO
pesysbTat? CTOUT JIU COJlEpPkKaTh AEMOHCTPALMOHHBIM 3a/ U pa3feBajiKu [Js1 pabovyux B
yuctote? [0TOB cnopuTh Ha /OOy CyMMy, 4TO 3TO OKymnaeTcsd. B JosrocpouyHon
nepcreKTUBe 3TO NPUHECET MHOIO JEeHer, MOCKOJbKY Mbl UCKpPeHHe 3a00THUMCS O HalluX
KJINEHTax.

[IpupepkuBarOTCA JIM 3TUX IPUHLUIIOB BCce KoMIaHUK? Her.

ECTb /11 KJIMEHTBI, KOTOpbIE CTApalTCA CAKOHOMUTD KA/ b1 LIeHT?

Ja. Takue ol OObIYHO MOKyNalOT B Sears Mac/sHbIA QUIBTpP, 3aTEM — MacJo Ha
pacnpogaxe B K.Mart. 3ateM, 6yAy4yrd yBepeHHbIMH, YTO COKOHOMUJIU Napy J10J1J1IapoOB, UAYT B
rapax M LeJbli 4YaCc CaMOCTOATEeJbHO MEHAKT MacjJo B CBoed MaumuHe. /[la, Tak
JleICTBUTEJIbHO BBIXOJUT JiellieBJie, HO 3TO 3aHMMAaeT TPHU Yaca. Y 60JIbIIMHCTBA JII0/iell eCThb
Jydlliie CIocoObl pacnopsiAUTbCA 3TUMHU TpeMs 4acaMu. OHM He XOTAT TPATUTb CBOE
JlparonieHHoe BpeMs Ha BCAKYK cyeTy. Ilokymasd, OHHM XOTAT IMOJYYUTh XOpollee
ob6Cay’KMBaHWE, U Mbl CTapaeMcsl, IOCKOJIbKY OopeMcsl 3a MOKyNKy He ofHoro, a 10-12
aBToMoOuUIel. UMeHHO CTOJIbKO MallWH TUIUYHbIA aMepUKaHel] MeHsieT 3a CBOIO KH3Hb.
[penooxuM, 4To cpeaHsass MamrkHa cTouT $25 000. 3To 3HAYUT, YTO TOJBLKO Ha MalIHUHbI
on TpatuT $300 000. /[o6aBUB CI0/jJa CTOUMOCTb paboT U 3amyacTei, Mbl osiydaem $332 000.

Yem Obl Bbl HA TOPTrOBaJsIv, KaX/AbIH pa3, BCTpevyass HOBOTO KJIHWEHTA, 3a/lyMbIBalTeCh O
TOM, CKOJIbKO OH MO>XeT NIPUHECTHU BaM B OyAyLIEM.

CKOJIBKO 3TOT 4eJIOBEK MOXKeT KyNUTb Y Bac B Te4eHHUe BCeH KU3HU?
Takoil Bompoc MblI 3aZjlaeM cebe, Korza BCTpedyaeM KaXJ0ro HOBOTO
nokynaresisa. HyxHO HacTpauBaTbCAd He Ha €JUHCTBEHHYIO CJeJIKy, a Ha
Jl0JICOCPOYHbIE OTHOLIEHUsI. Mbl XOTHUM, YTOObI KJIUEHT KYIHJ Y HAC HE OJIHY
MauirMHy, a 10 iy 12 B Te4eHHe CBOEU XKU3HHU.

Kak BbI fymaeTe, MOXeM JIM MbI CZieJ1aTh HECKOJIBKO JIOTIOJTHUTENbHBIX
YCWUJIMM paay nokynatessa 12 MamiuH? Bl ellle coMHeBaeTech?
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CywecTByeT W Jpyras NpUYMHA, MO KOTOPOM CTOUT 3a6OTUTHCSA O CBOUX KJHMEHTaX.
Ec/iv Hany KJIWEHTHI JIOBOJIbHbBI, OHU PACCKAXKYT O HAaC CBOMM APY3bsIM, 2 3TO caMasi Jiydllas
pekJiaMa Ha cBeTe. Mbl 4acTO MCNOJIb3yeM cyoraH: «CIpocH y TOro, KTO yKe MOKynaJ y Hacy.
Eciyv noTeHUuMasbHble KJIWEHTbl MMEKT BO3MOXHOCTb IOFOBOPUTb C TEMH, KTO YxKe
MO0JIb3yeTCsl HAllMMU YCJAyraMH, Hallld LIaHChl 3HAYUTEJIbHO BO3PACTAIOT. A 3TO 3HAYUT, Y HAC
MOTYT NOSIBUThCH ele KaueHThl Ha $332 000.

Kak BUAWTe, Hall MPUHLMI OTHOIIEHUS K KJIWEHTaM KaK K OGJU3KUM Jpy3bsIM WU
pPOJCTBEHHUKAM - 3TO He TOJIbKO aJIbTPyu3M. Mbl Bce B JIeUCTBUTEJNBbHOCTU IpeEX/e BCEro
fymaeM o cebe. Kaxjblil pas3, Korja Mbl JejlaeM Kakue-JUOO ycCWJWs, Mbl 3aZaeMcs
BOIPOCOM: a 4TO f1 C 3Toro 6yny umeth? [loaTomy, mobpokesaTe/lbHO U BHHUMATEJbHO
OTHOCSICh K JIIOJSM, Bbl 3aBO€BbIBaeTe 00Jblie KJIUEHTOB, YeM IPYU PaBHOAYILIHOM U rpyboM
OTHOLIEHUHU.

B HekOTOpBIX MecTax, KaK, HallpuMep, B Sears, Bbl HE OXKHUAaeTe 0C060ro BHUMaHUS K
cebe. ENMHCTBeHHas MpHUYMHA BalMX MOKYMOK TaM - HU3Kas IieHa. Mbl npujiep>kuBaeMcs
JIpyro# MoJIMTUKHU, KOTopas cxoxka ¢ punocoduelt gpemeHebebHbIX oTesel. KiMeHTbl Takux
OTeJiel TOTOBBI IJIATUTh HEMHOTO 60JIblle: Be/ib BCAKOMY IPUATHO XXUThb B TAKOM MECTe, IJie
MO>KHO HaWTH IIOKOJIaIKy Ha CBOEN MOAYILKe, a MOJIOTEHLA 60/IbIINE U MATKHUE.

Takue Mesiouun CTOAT AJis NMOTpebUTesed HEHAMHOTO 6oJiblile OObIYHOTO, HO OHH
NOMCTHUHE GeclieHHbL. M faXke Mpu TOM, UTO Halll ypOBEHb NPUOBLILHOCTH HE CaMbli BBICOKHH
CpeAy Mpo/IaBLOB aBTOMOOUJIEH, Mbl He aJlyeMcsl Ha 6eZJHOCTb, MIOCKOJIbKY Halllk KJIUEHTHI,
CTAHOBSICh HAIIMMMU JIPY3bsIMH, BO3BPAILAIOTCA K HAaM BHOBb M BHOBb. B pe3ysbTaTe Mbl
paboTaeM B 3TOM GU3HECE y>Ke MHOTHE T'O/Ibl.

OcHOBHbBIE BBIBO/IbI

—-He nbTantTecb nNpoAaaLtmpalrgEracieyiaTbMTakM H O T O .
YTOOBI BIeyaTJeHHe KJIHEHTA OT MePBOro KOHTAKTA C BaMU ObLJIO TOJIBKO
npeBOCXOAHbIM. Ec/iM BaM 3TO yacTcs, KJIMEeHT BepHeTcd elje pas. [lomHuTe
0 TOM, CKOJIbKO JIEHEer OH MO>KeT IPUHECTH BaM B T€UEHHUE XKU3HHU.

—Me p b KaieuHo ke, cieyeT ObITh BEXKJUBBIMU CO BCEMH, HO BbI
JIOJDKHBI 3HATh, KTO MMEHHO U3 KJIWeHTOB npuHeceT BaMm $332 000, u
OTHOCUTbCSI K HHUM COOTBETCTBYWOIIMM o06pa3oM. Takue KJIHEHTHI
3aCJAYKUBAIOT JOMNOJHUTENbHBIX ycUAMU. OHM He JOJ/DKHBI HHUKOrJa H
HUYEro »JaTh.

—-MoMHKNT e, YTO HaA € aMmo Bogpauesorso @A NP O 4 a ¢
NOKyNaeT pellleHUe CBOMX MpPo6JsieM, a He MPOCTO NpoAyKT. [loaTomy 4acTo
OHU T'OTOBBI IJIATUTH 32 9KOHOMHUIO CBOETO BPEMEHH.

I's1aBa 35
Kak 706uTbCA TOro, YTO6bI BaM NPOILa/IM NPOMaxu

Ecau BbI CAepXHruBaeTe CBOU O6eI_U,aHI/IH, TO KJIIMEHTbI IPOCTAT BAC OAWH pa3, 4 MOXET
6bITb, N ABax/bl. JTO MOXHO CpaBHHUTH C 0aHKOBCKHM CYETOM. Kaﬁ{ﬂblﬁ pa3, Korjga BbI
JeJsiaeTe CBOIO pa60Ty XOopo1uio, Bbl AeJjiaeTe BKJIA[ Ha CBOM cyerT. Ka)KﬂbIﬁ pa3, Koraa BbI
OH.II/I6aeTer, C Ballero c4eTa CIIMCbIBAKOTCA A€HBbI'H, IpHU4Y€eM OJHAa OIIMOKa COOTBETCTBYET
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JleCITU peasM30BaHHBIM JiesiaM. /o TeX MOp IMOKa 6aJlaHC Ballero cyeTa MOJIOXKUTEJIEH,
KJIMEeHTbI OyAyT MpoUiaTh Bac.

BcrmoMHHMTE, CKOJIBKO pa3 Bbl MOCEIIAJH TOJbKO YTO OTKPBIBLUIMECS PECTOPaHbI C
IJIOXUM OOC/JIY>KMBaHHEM W €/0l. YBepeH, Bbl He BO3Bpallla/iMChb TyJa. Y Bac elle He
CJI0’KMJIACh UCTOPHUS OTHOIIEHHH, paii KOTOPOU CTOMJIO ObI MONPO6GOBATh CHOBA.

Bce, 4To BaM HEOOXOJUMO 3HATh, YTOOBI UCIIPABUTh CBOIO OIIMOKY, BbI
BbIYYUJIM ellle B JeTCKOM cajly: MpU3HAW CBOK OUIMOKY, HeMeJAJeHHO ee
UCIIpaBb U MONPOCH MpolleHUs. Balmy mokymaTesd, TaK e KakK mama c
MaMoOM, HelmpeMeHHO MPOCTST Bac.

Hagzeroch, 4To MBI ZlaeM BaM J0CTaTOYHO OCHOBAHMUM, YTOOBI BEPHYTbCSl, HECMOTPS Ha
TO YTO MHOT/A coBeplIiaeM oWMOKU. BO3MOXXHO, BaM 3allOMHHUJIOCh, YTO Mbl BCerja Oo4eHb
BEKJIMBBI M XOPOUIO CNIPABJSAJUCH C paboTo# B mpouioM. M 4To MacTep B cepBHUce Bcerja
INOMHHUT, KaKOW THUN Macja Bbl NpeJNoylTaeTe, U 3HAeT, YTO Bbl HEHAaBUJUTE, KOIJa
KTO-HUOY/b C CUTapeToN B 3y6axX KOMOUIMTCSA B CaJlOHe Balllel MalllUHBI.

Bbl moMHHTe, YTO HaM Hebe3pas/jiMyeH Balll aBTOMOOWJIb, Mbl 3a60THMCA O Bac U
JleCTBUTE/NIbHO O4eHb cTapaeMcsl. Eciu Tak, To, Korja Mbl JiejlaeM He60JIbIIOM POMaX, Bbl
CKJIOHHBI HaC IPOCTUTb.

llenb sr060r0 GU3HECAa — He pa3odyapoBaTh KJiWeHTa. Ho eciu c mokymnaTesneM yxe
IOCTPOEHbl NpPOYHble B3aUMOOTHOLIEHHUS, Bbl MoOXKeTe cebe TMO3BOJIUTb € WHOMX/bI
IPOMaxXHyThbCs, U BCE PAaBHO KJIHWEHT OCTaHETCs C BaMHU.

OcHOBHbBIE BBIBO/IbI

—Bbl coO3pgai1mMm HEeKOTOpOe K Ob/XWN YaeKCTTUBBOO BH..e M a
paspyiuaiTe uX B oJiHO4Yache. Ec/iv BbI cJjes1aiu OMIMOKY — WJIM Balll KJIUEHT
TaK CHUTAET, — HpI/IBHaI;'ITe €e 1 CPO4YHO HCIIpaBbTe.

—BamM He HYXHO OTKYy nkcRpeHan® U3BUHEHUA B O € 1 .
CBOEBpEMEHHAA KOPPEKTHUPOBKA BallUX LLEI;’ICTBHI;'I IMpaKTHU4Y€eCKHU BcCerga
CIIOCOOHBI pelinTb BO3HUKIIYIO npo6J1eMy.

-He npeBpauwanrte 9 Homnure OOMHWIAKB WCTOMAM .
BalllUX TeIJIbIX OTHOUIEHHUNW C KJWEeHTOM AeﬁCTBHTeﬂbHO CHOCO6CTByeT
TOMY, YTO KJIMEHT I'OTOB INPOCTUTb BaM IIpOMax. Ho He ucneITbIBaiiTe ero
TepleHue, He HOBTOpHﬁTe CBOUX OLIHOOK.

I'1aBa 36
Takoi NoAXO0A AeMCTBUTE/ILHO paboTaeT

[losniaratro, 4TO pe3yabTaThbl, KOTOPbIX Mbl JOCTHUIJIY, — Jiy4ylllee J0Ka3aTeJbCTBO TOrO,
YTO MEePBOKJIACCHOE O6CAyKMBaHUE BeJleT K MpOIlBETaHWI0 Gu3Heca. MHTYUTHUBHO TaKOM
MOJIXO/] IO MOHUMAIOT U NPUHUMAIOT. OGbIYHO OHU FOBOPST HeUTO Bpo/jie: «kKoHeuHO, Bbl
XOPpOILI0 KO MHE OTHOCHUTECH, U 51 60Jiee CKJIOHEH KYNUTh Y Bac, YeM y KOT'0-TO JPyTroro».

BoJIbIIMHCTBO JtoAel corjlacHbl ¢ 3TUM. Ho WMHOrja BCTpevyarTcsl HUHAUBUAYYMBI,
noJiararliue, YTo BCe 3TO CAHTUMEHTHI.
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Al ycran oT BbICKa3blBaHWM, 4YTO HAUIM TpaTbl U YCUJHUSA MNPUBOJAT TOJBKO K
1M30a/I0BAHHOCTH KJIMEHTOB W YTO Halll yCIIeX He YTO WHOe, KaK yAadya U BoJid ciay4das. Mbl
pewnsn npurjacutb J.D.Power & Associates - He3aBUCHUMYK UCCIeA0BATENBCKYIO
KOMITaHUIO, XOPOIIO U3BECTHYI0 CBOMMH OTUYETAMU O KayeCTBe aBTOMOOUJIEH, — OLIEHUTD HaC.
OHM ompauvMBa/y HalllUX NOKyNaTeJiel, HUKOMY He TOBOps, Ha Koro paborarwT. {1 Hagescs,
YTO UX OTYET AACT MHE HECKOJIbKO LIUP, MOATBEPK/AOLUX, YTO Mbl BbIOpaJIX BEPHbIM NYTh,
a Tak)ke IOMOXXET ONpPeeJIUTh, B YeM HaM Ha/l0 MO TSAHYThCS.

PesysnbTaThl OKasanuch norpscawiiuMu. KTo O6b1 He XoTes, 4YTOObl NpPHU3HAHHBIE
3KCIepThl B ero 6u3Hece ckasaiu o ero pabote cuaepytouee: «Sewell Village Cadillac
SABJIIETCSA JIy4IIUM NPHUMEPOM B OTpPaC/U N0 CTENeHU YAOBJIETBOPEHHOCTU KJIHWEHTOB. MXx
NO3UTHMBHOE OTHOILEHUE K JIJSAM AABJISETCA CAMOM CUJIbHOU CTOPOHOU aBTOLEHTPa».

«Ecnu 6b1 kommanus Sewell Village Cadillac 6bin1a BkiIlOYeHa Kak
aBTOMOOWJIbHBIM OpeHJi B TPaJUIIMOHHOE HCCJIeJj0BaHUE, ee CyMMapHas
OlleHKa IOCTaBWJa Obl ee Ha OJHO MeCTO C NobeAuTeseM 3TOro roja -
Acura».

ITU caoBa ObLIM NepBbIM a63aneM otdera. Janee D.Power oTMmeuas, 4TO OleHKa
KayecTBa OOC/AYXMBaHUs Halled KoMmaHWM Obwia Ha 31,5% Bbllle CcpefHEro
HAllMOHAJILHOTO YPOBHSI M YTO KBaJUPUKAIMS U JUYHble KayecTBAa HAIIUX JIIOJAeH OblIU
3KCTpaopAuMHapHbIMU. Hampumep, Mbl NPEBOCXOAWJM CPeJHHUUN HallMOHAJbHBIA YPOBEHb
Cadillac no kavectBy paboTbl MacTepoB Ha 45 %, Torga kak cam Cadillac umen cambie
BbICOKME OL€HKU Cpe/id HallMOHAIbHbIX OPEH/IOB.

37ech 6bLIO ellje MHOTO MpUATHRIX uPp ( c M. T ab6bn. 1) .

Ta6.1. 1. [IpoueHTHBIA PEUTHUHT KadyeCcTBa 06CAyKUBaHUA (IPOLEHT NOCTaBUBIIUX
«OTJIMYHO» U3 06LIEro Y¥McJjaa ONpPOIIEeHHBIX)

Sewell Cadlllac, Cadlllac, myymne
B CPEfHEM ABTOLEHTPH,

B CHefiHeEN
BeMNHEOCTE N0 OTHOWEHKMKD H HAHEHTY a4 b4 3]
NerHocTe M NPOCTOTA pasMellednd 3akaza 75 b4 39
FOTOBHOCTE NEPCOHANE NOMOYE HAHEHTY 5 49 b3
KeanujMrauMa nepcoHana GG 42 a7

W cHOBa o4yeHb BbICOKAs OIL€HKA HALIEro MepcoHasia: BCE KIMEHTHI, KTO He MOCTaBUJI
«OTJIMYHO», TOCTABUJIM OLIEHKY «0Y€Hb XOPOII0», IPYTUX BAPUAHTOB HE ObLJIO.

«TpyHO TpeJCTaBUTb, YTO OLlEHKA AaBTOLEHTPAa MOXeT OBbITb CKOJIbKO-HHUGY/b
Jiydiie», - nuumeT Power, 106aBJisis, 4YTO Halla OlleHKAa Y/I0BJIETBOPEHHOCTU MOTPEOUTEEN
OKa3zajacb Ha OJHOM YpOBHEe C YJOBJETBOPEHHOCTBbIO IOKymnaTesed Acura, KoTopas
3aHMMaeT MepBOe MECTO B JAHHOM PEUTHHTE.

Ho MHe kasasioch, 4TO 3TOW MHPOpPMALMHU BCe ellle HeJOCTATOYHO, YTOObI CKENTHUKU
HaBCer/ja yMoJIK/JIU. Y MHe, K CUacTbI0, yAAI0Ch 0GHAPYKUTh TO, YTO HAZO!

B nccnenoBaHuM 6blIO 33ZlaHO JiBa BONPOCA, KOTOpbIe MOMNAJM B caMoe 516JI0YKO — B
CyTb TOTO, UYTO M€HSI HHTEPEeCOBaJIO: IPUBOJUT JIM BbICOKAs Y/I0BJIETBOPEHHOCTb KJIMEHTOB K
60Jiee BbICOKHMM MPOJaXKaM.
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Power cnpocus HallMX KJIWEHTOB M KJIMEHTOB Jpyrux asroueHTpos Cadillac, 6b11m siu
OHU «OYeHb YAOBJETBOPEHBI» ABTOMOOWJIEM, KOTOPbIA NpUOOpesU. ITO OYEHb XUTPBIH
BOIIPOC, TaK KaK MallMHbI B HallleM aBTOLIeHTpe TaKUe e, KaK Be3/Je.

W, HecMOTpsA Ha 3TOT QaAKT, HAIIM KJIHWEHThl ObLIM «O0YeHb YJIOBJETBOPEHbI» CBOUM
aBToMoOu/IeM Ha 25 % yaile, yeM B cpefiHeM 1o cTpaHe. Ha wmn noT1peo6uTenu B bl
MaWwWMHY nNOoO MNpPUUYMHE Xopowero cepsBUCa, KoDaopelen
NOKYMNKMW®.

Eciy cnefoBaTh J@aHHOMY pacCy»KJeHHI0, Mbl BIIpaBe OXXHUJAATb 0OJiblIe NMOCTOSHHBIX
KJIMEHTOB, YeM y JPYTUX JUJIEPOB, U, KaK Bbl BUAUTE HIKe, Power moaTBepaua 3To ( C M.
Tabn. 2).

Ta6.1. 2. [IponeHT NoKynaTeJieil, KOTOpble NPHOGPETYT/HEe NPUOGPETYT TAKOM XKe
aBTOMOOMWJIb Y TOTO XKe Aujiepa

Sewell Cadlllac, g cpegHem
OnpegeneHHO NPHOBPETYT a7 a5
BO3aMOHHO, HE NPHOGRETYT 9 13
OnpegeneHHO He NPHOGPRTYT 3 a

WUTak, JaHHOe ucc/aejoBaHUe NI0Ka3aJio, YTO Mbl He TPATUJ/IM HallU JleHbI'H 3ps, oTaKas
IPUXOTSM CBOUX KJIMEHTOB. ITOT CII0CO06 BeJleHHs OU3Heca leMCTBUTeNbHO paboTaeT!

OcHOBHbBIE BBIBO/IbI

—npl/lrﬂaCI/ITQIMHIﬁSaBB(WG'IepTOB mMocCcMOTpPETH
HecmoTpss Ha Baliu peryJspHble HCCAeN0BaHUS Y[ 0BJIETBOPEHHOCTH
noTpebUuTesIeH, MepUOAUIECKH — HAaIPUMep, pa3 B TPH rojia — NpUrJalianTe
KaKOT0-HUOY/Ib 3KCIepTa. JTO MO3BOJIUT BaM He TOJIbKO MepernpoBepUTh
pe3yJbTaTbl COOCTBEHHBIX HCCJEeJ0BaHUM, HO W CPaBHUTb BallH
JIOCTHXKEHUS C pe3yJibTaTaMH PaboThl KOHKYPEHTOB B 1[€JIOM I10 CTPaHe.

-Nwn e K aK MNJaoXoe, BboJ aokeyHo kexX @yjecelle e .
OXUJATh OT KOHCYJIbTAHTOB BBISIBJIEHUSI 00J1aCTEN, KOTOpPble MOXKHO
YAY4YIIUTb, HO He 3abyAbTe BBIACHUTb W Te BelllH, KOTOpble y Bac
MOJIYYaIOTCS CYIeCTBEHHO JIYYllle, YeM Y APYTUX.

—Cn a c ¥ @ageroch, 4YTO Bbl HaIllJIM 3/1ECh UJIEH, KOTOPbIE CMOXKETE
HCII0JIb30BaTh.

IlocnecinoBue Crensim Mapkyca

To, 4TO BBI TOJILKO YTO MPOYJIH, HE YACTO BCTPETHUIIb B OOBIYHBIX KHUTAX — 3J[paBbli
CMBICJI B IPOCTOM H3JIOKEHHH.

ABTop, Kaps Creloasi, cniocoGeH ompejie/iuTh Npo6JyeMy U pa3bUTb ee HA MPOCThIE
3a/JlauM, KOTOpble MOTYT ObITh pellieHbl. KpoMe TOro, OH yMeeT MBICJUTD MPOCTO U JIOTUYHO.
OH NUIIEeT TaK, Kak TOBOPUT, a TOBOPUT — KaK JyMaeT.

B 3TO# KHUTre OH ONKCHIBAET, KAK MPUTJIACHJ MeHsI pab0oTaTb KOHCYJIbTAHTOM, HO OH He

I
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pacckasas Bcel UCTOPHH. Sl OTBETUJ eMy TOrJa, 4YTO BPAJ, JIK CMOTY OBITh eMy I10JIe3€eH, TaK
KaK HU4Yero He CMBIC/II0 B aBTOMOOWJAX. OH »Ke CKasaj, YTO eMy He HY»KHbl COBEThbl 00
aBTOMOOMJISIX — OH X04eT 3HaTh O0JIbIlle 0 TOM, KaK IPOJaBaTh JOPOryUe TOBAPHI.

Kaps noHsJ, 4TO eAMHCTBEHHOE KOHKYpPEeHTHOe IPEeUMYyLIeCTBO, KOTOpOe OH MOXeT
co3JaTb B aBTOMOOMWJIBHOM OH3Hece, - 3TO BBICIIMH YPOBEHb CepBHUCa. Y OH NpPUCTYyNUJI K
peasu3anyu CBoel UJeH C IPUCYLUMHU MY CTPACTbI0, BOOOpaXKEHUEM U 3/1paBbIM CMBICIOM.

Kak-To 4 pasrosapuBajJ € TpyNIOW eBPONENCKUX MPOMBILIJIEHHUKOB, KOTOpbIE
npuexasu B CIIA u3ydaTb Hall ONBIT JOCTUKEHUS BBICOKHMX CTAaHJAPTOB O0OCJIY>XMBaHMUA
KJIMEeHTOB. fl ckasan MM, 4YTO MpexJe BCEero OHU JOJ/DKHbI HAyYUTbCS yBaXKaTb CBOUX
KJIMEHTOB, CJIe[lyI0IIUM IIaroM — Hay4YHUThCA JIOOUTD UX, Hy a II0CJIe 3TOT0 — 000KaTh UX.

Ty npocTyro TexHoJsioruro Kaps 3HaeT odeHb XOpOIIO, ee OH M NPUMEHUJ B CBOEH
pa6oTre. OHa TakK 3JIeMEeHTAapHA, YTO KaXKeTCH YAUBUTEJbHBIM, I04eMy TaK MaJIo KOMIIAaHUU
KONIMPYIOT U NpPUMEeHAKT ee. Bce geso B ToM, 4To Kaps UcKpeHHe 3a60THUTCA O CBOUX
MOKyIaTeJsAX, a UCKPEHHOCTb — caMas CJOXHas Bellb [/ KONUPOBaHUA. YATas 3Ty KHUTY,
OCO3Haelllb, YTo MaMa KapJia «BocnuTasia ero npaBUJIbHO».

JTo He TOJIbKO a30yKa AJis TeX, KTO paboTaeT B aBTOMOOUJILHOM OH3Hece. ITa KHUra
[leHHa JJ1 BCeX, KTO MMeeT XOTb KaKoe-TO OTHOLIEHHE K PO3HUYHBIM IIPOJaXKaM.

Ec/iv BBl HU4eMy He Hay4YMJIMCh U3 3TOU KHUTH — 3TO Ballla COOCTBEHHAas BUHA.

MakcuMaJIbHO M0JIe3Hble JeJI0Bble KHUTY OT u3JaTe/ibcTBa «MaHH, UBaHOB 1 ®epoep»

Kak Bce HaunHa/10Ch

MeI crapToBasiu B utoHe 2005 roga ¢ AByMs kHUramu. [lepBoit ctana «K/iMeHTHI Ha BClO
»ku3Hb» Kapsa Cbroasiia, BTopoil — «MapkeTuHr Ha 100 %: peMukc». «/lo6porkenaTenan»
Cpa3y »Xe 3aBepTeJM Na/bllaMHU Yy BHUCKA: 3a4eM Bbl BBIXOJMTEe Ha 3TOT PBIHOK? BaMm xe
npuUzeTcs 60poThCA € 6OJBIIMMHU U CUJIbHBIMU KOHKYpeHTaMu!

OTBevyaeM. MBI co3/1a/1M U3/4aTEJBCTBO, YTOOBI IEPECTATh [TepeXUBaTh 10 IOBOJY TOTO,
YTO OTJIMYHbIE KHWUTU M0 GU3HECy He NMONaJalT K POCCUIMCKUM YUTATeAM (MM NONajaloT,
HO He KO BCEM U 3a4acTyl B HeJOCTOMHOM BH/ie). Becb Hall onbIT 06LIEHUSA C JPYTUMHU
M3/laTeJbCTBAMU NPHUBEJ HAaC K MBICJM O TOM, YTO 3TH KHUI'M OyZieT Npolle BBIIYCTHUTH
CaMHUM.

W ¢ camoro Hayaja Mbl peLIWJIM, YTO 3TO OyJeT caMoe HeOOblYHOE WU3/JaTeJIbCTBO
JleJIOBOM JIMTepaTyphbl — HAUMHAasA ¢ Ha3BaHUsA (Mbl JajJu eMy Hallh TPU GaMHUJIUU U TOTOBBI
OTBeYaTh 3a BCe, YTO MBI JleJlaeM ) MM3aKaHYUBasd CAaMUMHU KHUTaMHU.

Kak MbI pa6oTaem

- MbI u3/1aeM TOJIBKO Te KHUTH, KOTOPble CYUTAaeM CaMbIMHU MOJIE3HBIMU U CaMbIMH
JIyYIIMMU B CBOEU 00JIaCTH.

- Mbl THaTe/JIBHO OTOMpaeM KHUIHM, TILIATEJbHO HUX IMEPEeBOJUM, peAaKTUpPYeM,
nyo/JMKyeM M aKTUBHO NIpoJiBUraeM (mojJpobHee O TOM, KaK 3TO /[leJlaeTCsl, Bbl MOXETe
NpOYUTATh Ha CailTe Hallero M3jaTeJbCTBa mann-ivanov-ferber.ru B pasgesne «Kak Mbl
U3/laeM KHUTHY).

- Jlu3aiiH /1 HallUX EPBbIX KHUT Mbl 3aKa3biBasid y Aptemusd JlebeneBa. ITo 10poro,
HO KpacuBOo M o4yeHb HpodeccuoHasbHO. Celyac Mbl JesiaeM OOJIOKKHA C JPyTrMMH
JiU3aliHepaMU — HO IJIaHKa, o HATadA JlebeieBbIM, Kak HaM Ka)XeTcs, He OIIyCKaeTCsl.

Hamu 6osib1ine HOBOCTH



karraba.ru

KHu2u 0nst pocma

B 2007 roay Mbl npuobpesiv NpaBa Ha U3JaHUe U pacnpocTpaHeHUe B Poccuu cepum
KHUT CTOKTrOJIbMCKOM LIKOJIbI 3KOHOMUKH, KOTOpasi MU3BeCTHA TaKUMU OecTceslyiepaMu, Kak
«busHec B ctune pank», «OT xopo1ero K BeJJUKOMy», «I[locTpoeHHble HaBe4HO» U Jip. Tenepb
BCE 3TU KHUTU MOKHO MPUOOPECTH HA HALIIEM CaMTe.

C 2008 ropa, cTapasicb NpPeAJOXKUTh HALIUM YUTATeasIM OOJIbIIMU BbIOOP, Mbl HavyaJlu
M3/1aBaTh ay/JUOKHUTH, T0JIapOYHble U3/IaHUS, 3aNyCTUIU cepul0 «He TobKO GHU3HEC».

A KpoMe TOro, Temnepb IOYTH BCe HAIIM KHUTH MOXHO JIETAJbHO KYINWUTb B
3JIEKTPOHHOM BU/JE.

[Togpo6HOCTH y HAc Ha cailTe www.mann-ivanov-ferber.ru

Mgl 3HaeM: HalllM KHUTH Jie/1al0T Bally Kapbepy ObICTpee, a OU3HeC — JIyYlle.

/1 3TOr0 MBI U paboTaeM.

C yBaxxenuemM, T opb MaHH, Muxawuwn WVBaHOB, Mnxawnn &



