Bepa bokapeBa

AKTUBHbBIE

IPOAAXH 4.0




Bepa bokapea

AKTHBHBIE nIpoaaxku 4.0.
Kak npoaaBarb ceroaHsi.
TexHOoJ0rnu OT NPAKTHKA HNPOAAK

«3paresibckue pereHus»



bokapesa B. b.

AxtusHble niponaxu 4.0. Kak mponasars cerogas. TexXHONMOruum or
npaktuka npogax / B. b. bokapeBa — «M3parensckue pemeHus»,

ISBN 978-5-00-506195-9

«AxkTuBHBIE TTpoAaxu 4.0» — KHUra 0 TEXHOJIOTUSAX MTPOAAK CEroqHs. Bbl

y3HaeTe, Kak MpoJaBath, Moay4aTh pe3yJbTaT U HapaluBaTh COOCTBEHHYIO
9KCIIEPTHOCTD, KOT/Ia KJIMEHTHl TpeOOBaTebHbIE, BEYHO 3aHSATHIC, TOCTOSTHHO HA
BCEM ONTUMU3UPYIOT.31eCh KEeHChl, padoure TeXHUKH, CKPHUIITHI ¥ IPAKTUYECKIEe
YIPaXHEHNUA.DTO KHUATA O TPOAAKax OT MPaKTUKA MPOJAXK, y KOTOPOro 3a Iieyamu
MIOYTH JIBa JIECSITKA JIET pa3HOOOPA3HOTO OIbITA B MPOJAKaxX U MAPKETHHIE: OT
(byHKIIMIT PSZIOBOTO UCTIOMHUTENSI IO PYKOBOAMTEIS U BIIAIENbIIa O13Heca.

ISBN 978-5-00-506195-9 © Bokapesa B. b.

© Msnatenbckue perieHust



B. b. BokapeBa. «AkrtuBHble pofaxu 4.0. Kak mpomaBath ceromHs. TeXHOMIOrUM OT MPAKTUKA TTPOAAK»

Coaep:xanue

006 aBTOpe

Baenenne

I'maga 1.

I'masa 2. Beibepu cam

I'maBa 3.

I'maBa 4.

I'maBa 5.

Kower; o3HaKOMUTENTLHOTO (DparMeHTa.

10
12
14
16
18
20



B. b. bokapeBa. «AxktuBHble ipoaaxu 4.0. Kak npogaBarh cerofHs. TeXHOJIOTMU OT MPAKTUKA MPOJAK»

AxTHBHBIE Ipoaaku 4.0
Kak npoagaBaTthb cero/Hs.
TexHoJ0rnMU OT NPAKTHUKA MPOAAK

Bepa bopucosna bokapesa
© Bepa Bopucosna Bokapera, 2019

ISBN 978-5-0050-6195-9
Co3aHo B MHTEJUIEKTYaJIbHOU U3/1aTesibckor cucteme Ridero



B. b. bokapeBa. «AxktuBHble ipoaaxu 4.0. Kak npogaBarh cerofHs. TeXHOJIOTMU OT MPAKTUKA MPOJAK»

00 aBTOpE

Bepa bopucoBna bokapeBa — O13Hec-TpeHep, IICUXOJIOT, KOHCYJIbTAHT.

* [IpoBOAXT KOPIOPAaTUBHBIE TPEHUHIY MO MPOJaKaM, JIMYHON (PPEKTUBHOCTH, 3aKYITKAM.
* BezieT MHIMBHYaIbHBIA U KOPIOPATUBHBIN KOYUHHT.

* KoHcynbrupyer B 00/1aCTH MpoJax, MapKeTUHIa ¥ JIMIHON 3(PPEKTUBHOCTH.

* BricTynaer B KayecTBe CIUKEpa Ha MEPOIPUATHAX.

Bepa — npusep Beepoccniickoro koHkypca «Mactep Ou3Hec-TpeHHHTa».

VY Bepsl 17 neT npakTHUECKOro onbiTa B cepe Mpojax W MapKeTWHra, 12 U3 KOTOpbIX —
Ha PyKOBOAAIIMX No3uLusx. [Ipoiuia myTk OT psAJoOBOro MeHeakepa J10 AUPEKTOPa O MAPKETHHTY.
Paborana B KpynHbIX (henepasibHbIX KoMIanusx b2c u b2b: EBpocerts, cetb putHec-kiydooB World
Class, Jaiimon, TUKO-ILnactuk. TOII-3kcnept pplHKa ynakoBKH. MIMeET OIBIT IOCTPOEHUS OTAE-
JIOB MPOJAX U MapKEeTUHIa ¢ HYJIsl, OpraHu3aliy CUCTEM MTPOJax, NPOABUAKEHUS, 3aKyIIOK U 00yue-
HUS NepcoHaa. 3HaeT crnelu@uKy padoThl OT MEJIKUX JAeTajlell 4O CTpaTerru: MpoJaXhl Ha BBICO-
KOKOHKYPEHTHBIX PbIHKaX, IPOAAXKH TPYAHBIM KJIEHTaM, OpraHu3aius padoThl 1 peaHUMHPOBaHHE
AesATeNbHOCTH oT/iena nponaxk. Cama pa3padaThiBacT U MPOBOJUT OOYYAIOIIHE TPOTrPAMMBI IS TIep-
coHaJsa. OIBIT BeJEHUS TPOEKTOB 10 OpraHU3aliy MPOAAX U MApKETUHIA Ha NPENNPUATHSAX.

ABTOp KHHUT: «OCHOBBI IPOJAXK AJIs1 PyKOBOOMTENS», «33 3yda MapkeTonora», «TpeHaomno-
TYsl: TPEHIBOTYHUHT 1JIs1 OM3HECA.

Bonee 150 my6smkamuii B «JlenoBoii Mup», «[ eHepasibHBIN AUpeKTOp», «KomMmepueckuii
aupekTop», «B2B journal», «BecTHUK OM3Heca U IPOMBIILIEHHOCTU», «Tapa U YIakoBKa», «JKc-
nolOBemup», «Ilnactuke», UNIPACK, «Russian Food & Drinks Market Magazine» u np.

ABTOpCKYE TPEHUHIY 1 KOHCYJIbTAIIMOHHBIE YCIIYTY B 00JIACTH MTPOAAX, MAPKETHHTA U JIMIHOH
3(p(PEeKTUBHOCTH, MaCTEP-KJIACCHI U CEMUAHAPHI.

KimeHTbI: NPOU3BOICTBEHHBIE MMPEANPUATUS, TOPrOBbIE KOMIIAaHWHM, KOMIIAaHUU B cdepe
YCIIYT.

Oopa3oBanue:

* [Icuxosnor, ncuxorepanest, koyd (HUN1O);

» KBaymurmpoBanHbiil On3Hec-TpeHep u KoHCybTanT (MYTIN);

* MBA: SBC, Macrep €/10BOro aAMAUHUCTPUPOBAHUS.

Yuenrble cTeneHu:

» Kanauaar coponornyeckux Hayk, COLMOJIOTHS YIpaBJIeHus;

* PhD, lokTop ¢punocodu (B 001aCTH COLUOIOTHN).

Cnenmpajau3upyercsi Ha BoIpocax:

e npoaaxu Ha B2B-pbiHKax;

* nponaxu Ha B2C-pbIHKax;

* 00yueHMs IepcoHalia OTAEIOB MPOJaK;

* 1u4yHasA 3(PPEeKTUBHOCTH;

* TallM-MeHE’KMEHT;

* QHTHUCTPECCOBbIE MTPOrPaMMBI 151 IEPCOHAA;
* yIipaBJIEHUE MTPOJAKAMMU;

* MapKETHHT.
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BBenenne

ITO KHUTA O MpojIaXkax OT MPAKTUKA MPOJAX — 3a IJIeYaMH ABa JecsATKa JIET pa3HOOOpa3HOTO
OIBITA B MPOJAXaX M MapKeTUHre: OT (PYHKIMIA PSIIOBOTO MCIIOMHUTENSI A0 PYKOBOAUTENs OTAeIa
U BJIaJesbla COOCTBEHHOroO OM3HECA.

3pech 1 1po 6a30Bble TEXHOJIOTUH MTPOIAK, PO OPraHU3aINI0, MOTHBAIIHUIO.

Ho 3neck HamMHOrO GOJIbIIIE, YeM MTPOCTO TEXHOIOTHH.

DTO COBpPEMEHHBIN MOAXOJ K MpoJaxaM — « AKTUBHbIE npogaxu 4.0». MpoJaxu B yCIOBUSIX,
Korma:

* Y KJIMeHTa OOJIBIIOI BEIOOD

* KJIMEHT O4YeHb TPeOOBaTEIbHBIN

* KJIMEHTHI IOCTOSIHHO HEKOIIA

* KJIMEHT MbITAeTCS] ONTUMU3UPOBATH HA BCEM

Bce 310 cocraBnsionye 3moxu, B KOTOPYIO Mbl kuBeM — Uunyctpuu 4.0 — YeTBepToit mpo-
MBIIJIEHHOW PEBOJIIOLIMH.

Agtop, Bepa Bokapesa, cama umMeeT pasHOOOPa3HBII OMBIT IPOAAX, B HACTOSIIEE BPEMSI OHA
3aHUMAETCsl TPOBEICHUEM KOPHOPATUBHBIX TPEHUHIOB MO MPOJaXaM UM JIMYHOU 3(P(PEeKTUBHOCTH,
BEJET CBOU OJIOT, MUIIET KHUTH.

Knura «AxtuBHble rpogaxu 4.0» OblIa HaMKMcaHa MnapasviesIbHO C CO3AAaHUEM OIHOMMEHHOTO
TpPeHUHra 1o npogaxam. B Hacrosiee Bpems: Bepa nmpoBogut ero B KopriopatuBHOM opmare st
b2b u b2c npeanpusTHii.

I Koro 3Ta KHUra?

o Jlyis1 pyKOBOAIMTEIEH MPEANPUSITUI, OU3HECMEHOB, TIPEANPUHUMATEIICH.

31ech ecTb KOMIUIEKCHBIA TOIXOJ MO MOBbIeHUI0 3 dekTuBHOCTH Mpoaax. [lo nmomxomy
K MepPCOHATY.

* JIns pykoBoaMTeENeH OT/AENOB MPOAAX, MAPKETHHIA, CEPBHUCA.

3/1ech COBpeMEeHHBIE METOJIMKH, KaK 3aBOEBATh BEYHO 3aHSITOTO M TPeOOBATEILHOTO KJIMEHTA.
Kak craBuTh 3aaum npogaBiiaM, KOHTPOIMPOBaTh UX. [Ipy 3TOM COXpaHATh, MOTUBALIMIO U HE Tiepe-
rudaTh NMaJKy.

* JInst MeHekepoB Mo MpoAaxkaM, MPOJABLIOB KOHCYJIbTAHTOB.

KoneuHo ke 310 KHMra Jjisi IpoJaBLOB. 3/1eChb MHOTO IPUMEPOB U3 MPAKTUKH, MHOTO TIOJIE3-
HBIX TEXHUK, CKPUIITOB, PEYEBBIX MOYJIEH. DTO KOMILIEKCHBI MHCTPYMEHTAPHIA, KOTOPBIN ITOMOXET
HE TOJIbKO MpOoJaBaTh MHOTO U 3(p(EeKTUBHO, HO U 0OpecTH UHTepec K npodeccuu, MoAIePKUBATh
COOCTBEHHYI0 MOTHBAIIMIO, YBaXaTh ceOst Kak MpodeCcCHoHala U KaK JINYHOCTb.

B 3T10i1 KHUTe MHOTO MPaKTUYECKUX TPUMEPOB.

B Heli MHOTO MoJIe3HbIX YIpaXXHEHH, KOTopble Bbl yke ceroqHs Moxere B3Th B padboTy.

31ech 1osie3Hble TEXHOJIOTMU, METOAUKH, KOTOPBIE MOJ] CUITY OCBOUTb KaXIOMY.

Ceituac MeHeKkepaM IO MpoJaxkaM IMpoJaBaTh BCe CIIOKHEe: KOHKYPEHLMs BO BCex cepax
TOJIBKO YXKECTOUAeTCsI, a KIIMEHT CTAHOBUTCS Bee Ooliee TpeboBaTebHbIM. [1pr 5TOM OH XKUBET U 1pH-
HUMaeT pellieHus B YCIOBUSAX IMOCTOSTHHOW HEXBAaTKM BpeMeHU, H(opmMalmoHHoro myma. Ho Bam
HY)KHBI pe3yJIbTaThl, a He onpaBaaHus? XoTuTe, yToObl Bamm mpoaaBibl 1eCTBOBAIN MTPEeIbHO
TOYHO, KaK CHaWMepbl, YTOObI OHU ONIEPATUBHO aHATM3UPOBAIM CUTYalMIO U aesany npogaxu? [Ipu
9TOM 4TOOBI Barry KoMmaHuio BOCIIpUHUMAITH KaK KCIepTa U goBepsim? Brarogapst KHure u Tpe-
HUHIY «AKTHBHbIE Tipofaxu 4.0» Bamm cOTpyJHMKM OCBOAT BCE COBPEMEHHBIE METOIbI MPOAAK
1 Oy/IyT MMpoJaBaTh Ha Pe3yJbTar.
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BrI xoTuTE KOHKpEeTHKHU. BBl XOTHTE, 4TOO OBLIO HeCKY4HO. M 4T00 OBUIM peaibHble TPUMEpHI
¥ MHOTO NPAKTUKHU.

B kaxgoi riase Bce 3TO €CTh.

3pech ynpaxHEeHuUs, TEXHOJIOTUHU, KOTOPbIe Cpa3y MOXKHO B3SITh B padoTy.

Ectp undopmanus u 1jis TeX, KTO XO4eT MoAyMaTh, MPOaHAIM3UPOBATh.

Ipusimmuozo u noae3rnozo Bam umenus!
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I'nasa 1.
Yro 3HaunT AKTHBHBbIE TIpoaaxu 4.0

C y4eToM yCKOpSIOIIErocsi pa3BUTHUsI TEXHOJIOTUI YeTBEPTAasi TPOMBbIIILJIEHHAS
peBomorsi  OymeT yaenAaTh 0co0Oe BHUMaHUE CIIOCOOHOCTH  PaOOTHHKOB
K TOCTOSIHHOM aJanTalldid M YCBOGHMIO HOBBIX HAaBBIKOB U  IOAXOIOB
B Pa3HOOOPA3HBIX KOHTEKCTAX.

Kaayc Llsab, «Hemeepmasi npoMblNeHHAS PEBONOUUSL»

AKXTHBHBIE TTPOJAKK ObLH U OyAyT OCTaBaThCs 3(PHEKTUBHBIM U JIOCTYITHBIM CPEJCTBOM IPO-
JBUKEHUsI KOMITAHUM U TIPUBJIEYEHUS] JEHEKHBIX CPEACTB.

[ToHATHO, YTO aKTUBHBIE MPOAAKU — ITO MPOJAKH, B3AUMOJEHUCTBHE C KJIMEHTOM, UHULIMUPO-
BaHHbIE MPOAABLIOM. XOJIOJHbIE MPOAAKU — BUJ] AKTUBHBIX ITPOJAXK, B TAHHOM CJTyyae KOHTAKT TaKke
VMHUIIMMPOBAH MPOJIABIIOM, KJIMEHT €r0 He JKJIET, U OOIIEHUE C STUM KJIMEHTOM MTPOUCXOIUT BIIEPBHIE.
To ecTb akTUBHBIE TPOJAKHU — IPOJAKH [0 MHULIMATUBE NIPOJABLIA, IIPU YEM MPOAAKU OCYLIECTBIIS-
I0TCSI KaK T10 XOJIOJHOM, TaK | IO TeIUIon 0a3e KJIMEeHTOB.

[Touemy «AxTuBHBIE TTpOnaxu 4.0» 7

Sl BBENa 3TOT TEPMUH, YTOOBI ITOKA3aTh CYTh M MOAXOAbI K COBPEMEHHBIM MPOJAKAM.

MHorue, HaBepHOe, CJbIILAIN, YUTATU po LIMpKyaspHYI0 SKOHOMUKY, YeTBEpTYIO TPOMBIIII-
JeHHyo pepomornmio, [ugpoyio skoHOMUKY. Bee 3T0 OHSTHSA, OTHOCAITMECS K TaK Ha3bIBaeMOM
Nupycrpunm 4.0.

B yem 3nauenune Unnycrpun 4.0 ans cepsl npopax?

Bor akTyasibHBIE COCTABISIONINE, KOTOPBIE TUIOTHO B3AMMOCBSI3aHBI C TIPO/IaKaAMH.

* ABTOMaTH3aLMs.

MHorwe orepary aBTOMaTU3UPOBAHBI, POJTb YeIOBEKa B HUX MUHUMaJIbHA. C OIHOM CTOPOHBI
9TO MOMOTaeT ONTUMH3HPOBATh U TOBBIIIATH (PPEKTUBHOCTD, C IPYrOil CTOPOHBI — €CTh PUCK CHU-
KEHUsI KOHTPOJIIMPYEMOCTH M KaK pa3 BO3PACTAET POJib JJMYHOTO OOIIEHHsI, YeJIOBEUECKUX IMOLIUH,
JOBEpHSI.

* II3MeHeHus B peXuMe peabHOro BpeMeHH.

K u3MeHeHUsIM Bce MEHBIIIe TOTOBSITCSI, OHU TIPOUCXOAAT 31ech U ceftuac. CoKparaeTcst UK
’KU3HU TIPOOYKTOB, CPOK CITyKOBI TEXHOJIOTHI M MHCTPYMEHTOB. [loTpeOuTenb XUBET B YCIOBUSIX,
KOTJa HET HUYEro MOCTOSTHHOTO W CTAOWIIBHOTO.

* Orpomnas posb MHTEpHEeTA.

WHTtepHeT yxke HaBHO CTal 4acThio Hamed xu3HU. OH Hac pa3BieKaeT, OH HaM TOMOTaerT,
K HEMY MBI UIeM C JIIOObIM BoripocoM. YeM Oosiee MomHbIi HHCTpyMeHTapuil IHTepHeTa UCTIONb3yeT
MIpOJIaBer] — TeM OH OJIMkKe K TIOTPeOUTEITI0.

* VhpagieHue IeNOYKON CO3JaHusl CTOMMOCTH Ha MPOTSKEHUM BCEro KU3HEHHOTO IMKJIA
BBIITYCKAEMOU MTPOAYKITHH.

Ha nokynky u JIOssIbHOCTb MOTPeOUTEN S BIMSIET HE TOJIBKO MUT HEMOCPECTBEHHOTO KOHTAKTA
c npoxyktoM. [Torpebutesp, Kak MpaBUIo, OCBEIOMIIEH O KOMIIAHIH WM TOBAPE 10 CIEIIKH, OH IOy~
YaeT pa3HbIid OIBIT BO BpeMs OOIIEHHUSI C TPOJABIIOM, TIOTPEOJICHHUS M Y THIIM3ALK TPOyKTa. Bee atu
Tarbl 0-CBOEMY BIIMSIIOT HA OTHOIIEHHE TIOKyIaTeNsl K OpeH/Ly, TOBapy, MEHEKepy IO MPOoaKaM.

* [ToBbIITIEHHE POJIHM JTMYHOTO JIOBEPUSI.

B smoxy aBromaruzanmu, nudpoBU3aLvi, pOOOTU3AIMK OCTPEe CTOUT BOIPOC, KaK CHEJaTh
BBIOOD MPOIIIe, KaK He OIUOUTLCS CPEIN THICSY ¥ MUAJUTHOHOB PEKJIAMHBIX COOOIIEHHUI U TTPEI0Ke-
HuiA. [To3TOMY MOTpeOHUTENH YacTO TOTOBHI MEPETUIAUMBATh 38 HE3PUMbIE TAPAHTUH, KOTOPBIE CO3/1a-
I0TCSI 32 CUET JIOBEepHsi K KOMITAaHUHU U MPOJaBily. bymyIiee 3a SKCIIepTHOCTHIO.
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* Bpemsi — KJ104eBo# pecypc.

OnuH Y3 LeHHeWnMX pecypcoB — 3T0 BpeMsi. COBpeMeHHbIH MOTpeOUTENIb TOTOB MHOTOE
OTIATh 32 BO3MOKHOCTh COKOHOMUTD BpeMsl WJIM XOTsI Obl MOTPaTUTh ero 3¢ dexktuBHo. CoBpeMeH-
HBII yCHEUIHbIM MPOAABEL LIEHUT CBOE BPEMs U BpPeMsl MOKyIaTessl U [IOMOTaeT €My pallOHAIbHO
pacropsAUThCS STUM PECYPCOM Ha Pa3HBIX dTanax B3auMOIEHCTBUS.

* [TocrosiHHOE CTpemIieHe ONITUMU3UPOBATh, YIIPOLIATh.

MbI BBIHYKAEHBI YIIPOIIATh, BHIOMpaTh KOPOTKKME MyTH. MHaue B 3moxy MH(pOPMAIMOHHOTO
IIyMa U U30BITOYHOTO TIPEITIOKEHH ST TPOCTO HE BBIKUTH. My/pbIii ITpogaBel] CEeroJHs MOMOraeT KJu-
eHTY PelIUTh MpoOJeMy, HAWTH TOTOBOE peIlleHre, OH JaeT MH(OPMAIMIO B HYKHOU JO3UPOBKE,
B OIpEJEJICHHOW CTENEeHU TOCTATOYHOCTU U MPOCTOThl. OH HE 3arpykaeT ero HeHyKHbIMH TepMU-
HamH, Oe3 HaJOOHOCTH He TOHSIET ero MO KpyraM TeCTMPOBAHUM M He MPOCUT BbIOMpath u3 500+
JIYYIIMX ¥ CaMbIX JIy4IIMX BapUAHTOB.

* Bozpacraromas posb 9KOJIOrHu.

[pomry oOparuth Baiie BHUMaHKe. DKONIOTHs ¥ SKOJIOTMYHOCTh — 3TO HE TOJIBKO OTHOIIEHUS
C TIPUPOION U cOepekeHne OKpyxkamoiei cpeabl. B snoxy LIupKynspHOii SKOHOMUKHM Ha SKOJIOTUIO
CMOTPAT LLIUPE.

DKOJIOTHs1 — 3TO MPUPOJA U JIOOBIE PECYPCHI TUIAHETHI, K KOTOPHIM OTHOCUTCS U YeJIOBEeK. DKO-
Joru3anys oOIeCTBa, MPOU3BOICTBA, OTPEOJICHNST — TO MAKCUMAJIbHAS PAllMOHATM3AIIN S UCTIOJb-
30BaHUsI PECYPCOB B JTOOBIX acrnekTax. Tak mokymnareib, KOTOpOMY BaKHO C9KOHOMUTD BPEMsl, KUTh
6e30MacHoO, OTPeOIIATH MOJIE3HYIO AJIs1 30POBbsI POAYKIIMIO — 3TO TOXKE YaCTh IKOJIOTH3ALINH.

CoBpeMeHHBIN MpoIaBel] C SKOJIOTMYHBIM MOAXOIOM K IpojiakaM — 3TO TOT, KTO yMeeT Ipu-
COE/IMHUTHCS K €CTECTBEHHOMY 3Tally CO3pEBaHUsl KJIMEHTA, 3HAaeT IpaHb MEXIY aKTUBHOCTBIO,
HaBSI3YMBOCTBIO U JIEUCTBUTEIBHO IIOMOTaeT KJIMEHTY MOBBIIIATh 3(PEKTUBHOCTh B ONPEAEIEHHBIX
HAaIlpaBJIeHUSIX, PEIINTh €0 KOHKPETHYIO Mpooiemy.

AxTHBHBIE TTpofaxu 4.0, 3TO MPOJaKK B COBPEMEHHBIX YCIOBUSIX, KOTJA MOTPEOUTENb:

* BCE BpeMsI 3aHAT, €My HEeKOI/1a;

* )KUBET U IPUHUMAET pellieHNs B YCJIOBUAX U30BITKA BHEITHEN MH(pOpMAIINY;

* KpUTHUEH, TpeOoBaTesIeH, Y Hero OOJIBIION BBIOOD.

[TosTomy ycrienHelii mpoAaBell, KOTOPbIA padoTaeT Ha pe3yabTar, BUAUT i ceOs Oymyiiee
¥ MOTHBAIMIO B 3ToW Tipodpeccru, B 3moxy Uumyctpun 4.0 momkeH o0naaaTh TpeMs KIIOYeBHIMU
HaOOpamMu KayecTB:

1) TexHONMOrMYHOCTh — BJIAJIETh MOJHBIM KOMIUIEKCOM METOMIOB, TEXHOJIOTUI MPOJAX, YMEJIO
nooUpaTh UX TOJ CUTYAIMIO, AEHCTBOBATh MAKCUMAaTbHO 3(p(DEKTUBHO HA BCEX dTamax OOIIeHHUs
C KJIMEHTOM

[Tponaser feCTBUTENBHO JOJIKEH ObITh TPOECCHOHATIOM B CBOEM [IeJIe.

2) DKCepTHOCTH — OBITHh HACTOSIIIMM SKCIIEPTOM T10 CBOEMY PHIHKY, CBOEMY IPOLYKTY, HAlIpaB-
JICHUIO.

KrmenTy HyXHO roToBOe pelieHue, Hy)KHO MoATBepkAeHNe BbiOopa. [Ipogasern B nepsyio oue-
pelb caM JOJKeH ObITh YBEPEH B CBOEM MHEHHH, CBOEM PElleHUH U JOJIKEeH YOeIUTEeIbHO 3TO 000C-
HOBBIBATh KJIMEHTY, TOKA3bIBaTh BCE CHJIbHBIEC U C1a0ble CTOPOHBI PEIICHUSI.

3) DKOJIOTUYHOCTH — COOMIOIEHNE I'PAaHN HABSI3YMBOCTH M HACTOMUMBOCTH, UICTUHHOE TIOHMMA-
HUE KJIMEHTOB U TIOHUMaHue ceOs1, POJIi U TIOJIe3HOCTH cBoel mpodeccur. OH OTHOBPEMEHHO JIOTI-
*eH cOeperarb CBOU PECypChl U CTapaThCsi MOMOYb KJIMEHTY cOepedb ero pecypchl.

CHauasia Mbl [TIOTOBOPUM O TaK Ha3bIBAEMOW TEXHOJIOTMYHOCTH MPOAAXK: O MOAX0JaX, METOAX,
MHCTpYMeHTax. be3 HUX mpojax Ha pe3ynbTaT IpocTo He OyJer.
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I'n1aBa 2. Boi0oepu cam

He 3a0biBaiiTe: mo3uims Bcerjga ObIBAeT JIMINb y OXOTHUKA W HUKOLJA —
y IUYH.
Cmanucnae Eaicu Jley,

XoJ10/1HbIE 3BOHKH — 9TO JIbBUHAS JIOJIS1 aKTUBHBIX MTPOAAK.

Camoe nyutiiee orpejiesieHue X0JI0IHOTO 3BOHKA, KOTOPOE 51 BCTpevasia: «XOJIOIHbIE 3BOHKU —
9TO KOT/Ia KJIMEHT He XKJIET BAIllero 3BOHKa».

Korma Bac He kIyT, Bbl HEe HYXKHBI, He MHTEPECHBI, B OOIIEM, YeJIOBeKy He JI0 Bac, OYCHb
HE XOUeTCs:

* HaBSI3bIBATHCS,

* OBITH MIPOCTO TOCJIAHHBIM;

* OBITH TPyOO MOCTAHHBIM;

* TIOYYBCTBOBATh ce0s IIIYITbIM, HEHYKHBIM, HEITPO(DEeCCHOHATBHBIM;

* TIOTPATUTh BpeMs 3psl.

Ho Tot, kTo Bac He xkpaer, He 3HaeT u He xoueT, HYKEH BAM. [lotomy uro:

* 3TO Balll LIEJIEBOU KJIUEHT;

* 9TO HEMOHSATHO KaKOW KJIMEHT, HO €CTh JI0JIs1 BEPOSTHOCTH, YTO 3TO Balll 11eJIEBOW KJIUEHT;

* BBl [IOHUMAETE, YTO HA ITHX JIOAAX MOXeTe 3apadoTaTh;

* KaX/Iblid 9TOT YEJIOBEK MJIM KOMITAaHUSI — OYEPETHOM ITTAHC: BBHITIOJHUTH TUIaH, TTOTYYUTh MTPO-
LIEHT, TPUOIM3UTHCS K 3aBETHOM KaphepHOM TO3UIINH WU XOTs ObI K TOMY, UTO Bac He YBOJISAT 32 HU3-
KHE MMPOJaXH.

JlaBaiite mpoBefieM TMapasuiesb C JUYHOW KU3HBIO €CTh ABE JEBYIIKH, MOJIOJbIE, KPACHUBbIE
c oOpa3oBaHKeM U Jayieko He OemHble, JInka n Buka. OOe OHM MEUTaloT BBIATH 3aMYyk 32 IPHHIIA,
€CJIM He 3a MPUHIIA, TO 32 HACTOSIIETO JIOP/Ia KAaK MUHUMYM.

Jluka meutaer. [Toka eii ciaJiko MedTaeTcs OHa eJieT OTIbIXaTh B TaiaHn, OOpsCh 3a JIUIKOE
BHUMaHUE JaJIeKO He TIPUHIICB C TAUCKUMU JUBaMu. Y ceOs a ropojie XOAUT OTABIXaTh 0 KIyOam,
KaKJIbIA pa3 CTPOS HAJIEK B, UTO B €€ CUITYIT BIIIOOUTCS KaK pa3 HEBECTh OTKY/IA B3SBIIMIACS 3aMOP-
ckui npuHIl. PazouapoBanHasi ¢ pacTpenaBIIMMUICS HAPOIIIEHHBIMU JIOKOHAMU TTOCJIE TAKUX TTOCUIE-
JIOK OHa BO3BPAIAETCS B POIHYIO KEJIBIO WM C TOPs UAET MPOJIOIKATh Beuep C JTIOOBIM ITOTABIITAMCS
1oJ;, pyKy AXMETOM UM APTYpPUYHUKOM.

Buka meuraer o ToM ke, HO ernie  JieiicTByeT. Ener Ha Hactosmii 6ait. B cBoOomHOe Bpems
JIONIATUT POIOCIOBHBIE JKUBYIIIMX HBIHE TTPUHIIEB, UITIET KaK ¢ KEM-TO U3 JUHACTUM Tiepeceubcs y ceOs
B cTpaHe. [lapaiiesibHO yUuT XOpOoIue MaHePhI U SI3bIKH.

3nech y Hac He ckaska. 51 He Oymy MpUIyMBIBaTh CBETIIYIO KOHIIOBKY JIIsl BUKH, HO BceM oue-
BUJIHO, YTO y Hee MIaHCHl B COTHU pa3 Bhille, yeM Yy JIuku. XoTs pecypchl 1 BOBMOXHOCTH Y 00enx
OJIMHAKOBBIE.

Hukto He oTMeHsieT 3HaUMMOCTh MAapKETHHIa, PEKJIaMbl, MPUBJICYEHUS XOPOIero Tpaduka.
N Buka, u Jluka moryt B «WallStreetJournal — EBpomna» wim «Time» peryisipHo myOJIMKOBaTh
nH(pOopMaIHio o cede, CBOMX HAMEPEHUsIX 1 MPEUMYIIECTBaX, UM 3aKa3arh Xxopomiee SMM nponsu-
’KeHHe TIO0 TapreTUPOBaHHOM aynuTopun. Ho 910 OI0KeThl ¥ Bpemsl.

XoJoqHbIe 3BOHKW WJTM AaKTUBHBIE MPOJIAKU — 9TO €AMHCTBEHHBIN CIIOCOO HANPSAMYIO BBINTU
Ha TOTO, KTO TeOe HykeH. Y3HaTh Y Hero BCio MH(MOPMAIHIO, paccKa3aTh O CBOEM MPEJIIOKESHUH.

XoJoaHbIe TTPOJIAXKH — 9TO MHCTPYMEHT Ha BCE BPeMeHa.

XoJtogHble 3BOHKH 3TO:

* JIOCTYIIHO;

* OIEPaTHBHO;
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* MPOCTO.

XO0Jo/IHbIE 3BOHKH — 9TO MHCTPYMEHT JIJIs1 TeX KOMITAHUH U JIIOZIEH, KOTOpBIE:

* caMU PYyJISIT CBOMM OM3HECOM;

* TOTOBBI B3SITh TO, YTO MM TOJIAraeTcs;

* YMEIOT pellarhb;

* He 0OSITCS IEWCTBOBATD.

Onu ommobaTcs, 0ONIAMBIBAIOTCS, WCIBITHIBAIO CMAAbl U TOABEMBI, IMEPEeKUBAOT opc-
Makopel. Ho Bce paBHO OHM TPOOMBAIOTCSI K CBOMM HIEJIEBBIM KJIMEHTAM U BEIyT C HUMU JAUAJIOT
HarpsMylo.

Pexnamublii Tpacuk, Teras 6a3a qedCTBYIONIMX KIMEHTOB, PEKOMEHAAIMH — 3TO KOM(pOpTHast
cpena, KoTopasi JaeT Xxopolue pe3yabrarsl. Ho, nonro npedsiBast B 30He KOM(OPTA, Thl U HE YCTIeeb
3aMETUTh KaK aKTUBHbIE, CMeJble, HarJIble W MPOCTO XKEJAOIINe XOPOIIO MOKYIIAaTh, YBEAYT TBOUX
MIPUTPETHIX U 3aMeP3IINX, MPUIACKAHHBIX WM HEI0JACKaHHBIX KJIMEHTOB.

3Haere (PEHOMEH JIATYIIKU B KUIIATKE?

Ecnu ee moMecTuTh B KMITALIYIO BOAY, TO OHA Ccpasy BhIIpbIrHeT. Ecim ke oHa Oyaer Haxo-
JWUTHCS B XOJIOAHOM BOJIE, KOTOpasi MEJIEHHO HarpeBaeTcs, To He OyAeT BOCIPUHUMATH OMAaCHOCTb.
W mMenneHHo nmoruoHeT.

He paiite BxopsieMy TpadvKy U Teryiol O0a3e cTaTh TOW POKOBOW MeJICHHOW HarpeBaro-
1ieics BOAOM.

B mo6om 6msnece, Beerna y Bac nomkeH ObTh XOT Bbl man: KoMy HOBOMY, MOTEHIMAb-
HOMY HY’KHO NO3BOHMUTb WJIM ChE3AUTh B 3TOM Mecsle. A B koHue Mecsina OTYET — pesysnbrar
XOJIOHBIX MTPOJAK.

BriOupaiite cambIX BKYCHBIX, IPUBJIEKATEIbHBIX KIMEHTOB M UAUTE K HUM. [lymaeTe, 4To OHU
CJIMILIIKOM MEJIKHUE [IsI BaC, MUK YTO Y HMX TOYHO €CTb ITyJI TOCTABIIUKOB, JTH YTO OHH TAKOE He MOKY-
naloT? He npuHuMaiite perieHue 3a Jpyrux.

[No3Bonute — y3Haiite. [Totom Oyzete 1ymarh, 4TO A€NaTh JAJbIIE.

Hpy3bsi, Briepel K aKTUBHBIM npofaxam! KTo uineT — To Bceraa HaxoauT.

1-e nmpaBmwio akTHBHBIX nmpoaa:k: Hano nenats. Kak Obl He ObUIO CTpaIIHO, HETIPUSTHO,
Hekorna. Haymo 3BoHUTH. [71aBHOE MPEMMYILECTBO XOJIOAHBIX 3BOHKOB — ThI CaM BHIOMpaelb cede
KJIMEHTOB. Bo3bMuUTE CBOE y PHIHKA — BBI TOTO TOYHO TOCTOWHBI.
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I'naBa 3.
enailt MHOTO

Henb3s xpate cutyanmu: «Korma st HOMHOCTBIO Oy[ly TOTOB, TOTNa U HAYHY
AefcTBOBaTh». POCT W pa3BUTHE MPOHMCXOAUT B Tpoliecce pelieHus 3aaad. Tel
HUKOT/1a He Oy/Ielllb TIOJTHOCTHIO TOTOB. Ha/lo moATsruBarh CBoii ypoBeHb B ITpoIiecce
IIENCTBUM.

Anopeii Ilapabennym, koyu, uHgoousHecmeH

[lepBbiil pa3 s CTOJKHY/NACH JIMIIOM K JIMIlYy C aKTUBHBIMU Ipojaxamu B ganekom 2002 romy.
Torna s1, MOCTYNUB yYUThCS HA MIEPBBIA KypC AHEBHOTO OT/eNeHus crenaibHocTu CBsa3u ¢ oOime-
CTBEHHOCTHIO, PEIInIa, 9YTO MHE CPOYHO HykHa padoTta. [ToroMy 4TO 3TO ONBIT, 6€3 KOTOPOro Jaske
C KpacHBIM JUILJIOMOM Ha padoTy He yCTpOHIbCs. [IoToMy 4TO 3TO HacTosIasi B3pocnasi Ku3Hb. [a
Y JICHbI'M, KOHEYHO e, ObLIM OYE€Hb HYKHBI.

EnuHcTBEeHHOE MecTo B MoeM ropojie ¢ HaceseHrueM 250 ThIC YeJIoBeK, KyJa MeHs B3su 0e3
ombITa padOTHl M Ha CBOOOMHBIN TpadhK, ObLJIO HAUMHAIOIIEEe PEKJIAMHOE areHTCTBO. JlBa cTyaeHTa
CTapIIMX KypcoB, MOpadOTaB Mapy JieT MpoAaBlaMy B THIOrpaduu, IOCUUTAIN, YTO UM TIOI CHITY
OpraHu30BaTh CBOM OM3HEC — COOMPATh 3asBKU Ha MOTUTPApUIO U Tepepa3MeIaTh 3aKa3bl B KPYITHBIX
TUNIOrpagusix.

Onu apeH10BaM 0(pUC C INIOXEHBKUM PEMOHTOM, TIOCTABWIIY TY/Ia IIApy CTOJIOB U TeJe(pOHHBIN
ammapar, oH xe (akc. [la-na, Torma ere nojab30BaIMCh (hakcamu.

MHe J1av CTOTIKY MECTHBIX ra3eT: «BoT TBosI KiieHTCKas 6a3a. 3BOHM UM — Mpejyiarai u3ro-
TOBHUTH BUBUTKH, OyKJieThl. [Tonosxke Mbl OyieM BBITyCKaTh CBOM peKJIaMHBIN KypHat. OKiaia HeT —
MIPOCTO TPOIEHT OT MPOAAX». Y HAIIEro PeKJIaMHOTO areHTCTBAa He ObLJIO OCOOBIX KOHKYPEHTHBIX
MIPEUMYILECTB: UMEHH, 3BYYHBIX TPOEKTOB MJIM YHUKAJIBHOTO MPOIYKTA, IIEHbl M CPOKM OBUIN BBIIIIE
cpentero. [TpomaBats 9TO MOKHO ObLIO TOJBKO PACCUMTHIBAS HA CBOM CHIIbL. KOHKypeHIws Oblia
OYEHb BBHICOKOM — Ha PhIHKE OBUIM areHTCTBO C MMEHEM, peryTallueld, KIIMEeHTCKOW 0a30i U OXOTHO
JAIONIMU CKUIKH.

BBs3bIBasich B 3Ty MCTOPHIO, 51 M caMa He 3Hajla, YTO Y MEHsI OKa3bIBAETCS €CTh CTOJIBKO CHII,
sI COPUEHTUPYIOCH U BBICTOIO B 3TOI MsICOpPyOKe.

D10 Ta camas yveda «IUIABAaHUIO» B MIPOJaKax, IMOCe KOTOPOU ThI JIMOO MOIUIBIBEIIb, JIUOO
yToHeIIb. He ObIJI0 HUKaKMX CKPUITOB, CTAHIAPTOB, BBOJHBIX TPEHUHIOB, HACTABHUYECTBA U IIPOYHX
npesecTel MBUIN30BaHHBIX Mposax XXI Beka, B KOTOPHIX OONBIIMHCTBO U3 HAaC paboTaeT ceifuac.

S u mapa-Tpoiika TakMx ke CTYJIEHTOB, 10 OUYEPEAM aTaKoBaJIM YepHbIid TenedoH-(pake, 3B0-
HWIN Kak ymMen. HUKTO U3 MOMX KOJUIer He Bbliepkai OoJblie AByX Heleb. OHUM CIyBaJIUCh U YXO-
muma. [locne mepBoro mecsina padoTHI 1Ba CTYAEHTa CIIMJINCh, a 1 ocTaiachk. He mortomy, uyto MHe
OYeHb HpaBWJIach 3Ta paboTa, a MOTOMY YTO MHe OBUIO KaJIKO OpocaTh Ha OJMYTH Havatoe. $1 cTuc-
HyJ1a 3yObl ¥ 3BOHIJIA KaK yMea.

Y MeHs ObUT 3amaji, MHE XOTeJIOCh HAKOHEII-TO MOTYyYUTh NEPBBIH 3aKa3. S MoHsIa, uTo JIydile
MpUE3KaTh K KJIMEHTY Ha BCTpeuy. M, KyITuB CTyJeHYeCKUH MPOe3IHOM, KOJIECHIIa Ha TPaMBae M TPOJI-
nefidyce 1o OOJBIIMM U MaJIeHbKUM (pripMaM Hartiero ropoaa. Kto-to pacnionarasncst B JyIHbIx ou-
cax, KTO-TO B Tapakax ¥ MOJBaJIaX, KTO-TO B KPACHBBIX CAJIOHAX U Mara3uHax.

1, BuepaIHss MKOJIbHUIA-OTIIMIHUIIA, JIIOOUBIIIAsT PACTSIKHO AEKJIAMUPOBATh CTUXH, TOJICTO-
ronasi MaMHHA JJOYKa, OTBO3MJIa MM TTPaKChl, MOKa3biBajia 0Opasiibl Hamiel noiurpacun. BombmH-
CTBO HE BOCHPUHUMAIIM MEHS B Cepbe3: IIYTHIHM, XaMUIU, He CIIyIIaiu, ObIBajo, Opocaiv HerpH-
CTOWHBIE HAMEKHU.
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Ho nocrenenHo s Bomia Bo Bkyc. OTKa3bl, XaMCTBO, MPeHeOpeKeHNe, MPABIUBbIC U HE OYCHb
BO3paKEeHUsI OTCKAKUBAJIA OT MEHsI KaK Pe3NHON MSIYMK OT CTEHBI. MHe BaKHO OBbIIIO COXPAHUTD 3Ty
padoTy, MOTOMY 4TO TIO OOJIBIIIOMY CYETY, MIOKA UITH ObUIO HEKy/a.

3a mepBbId MecsI] Takux TpyaoB s He 3apadortata HUYEI'O. Ho eme yepe3 nBe Henmenu
OJIVH U3 KJIMEHTOB, BEYHO HeOpuThIid AHaper, Buaaeren I no npopake MOAIMITHAKOB, KOTOPBIN
Ha BCTpeue TOJIBKO IIyTHJI HaJl0 MHOM, BAPYT TIO3BOHMII U MOMIPOCKJT CIIeJIaTh EMY CPOYHO XOPOIIIYIO
MapTHIO [IBETHBIX BU3UTOK. Kak ceifuac MOMHIO, OH JIaJI MHE MOJHYIo npenoriaty — 4 200 pyOrneid.
He mpocun HU YeKOB, HU JOrOBOPA, a MPOCTO MPUHECTH €My BU3UTKH B CpPoK. f 1uia B Hamr oduc
TaKasi CYacCT/IMBas, C)KUMas B KyJIauKe 3Ty TOHKYIO CTONIOYKY JieHer. BUBUTKHY MOTOM 51 eMy TIprUHeca
Ja’ke paHbIlle CPOKa, IMOTOMY YTO IMOCTABHUJIA HA YIITM M3-3a «CPOYHOTO 3aKa3a» BeCh HaIll HEMHOTO-
YHCJICHHBIN KOJUIEKTUB. AHJpel ocTasics JOBOJIEH, 3TO TJIABHOE.

[Mocite 3THX MEepBHIX KUBHIX ACHET Jie] TPoHyJIcs. [TocTeneHHO KJIMEeHTHI CO3peBaId Ha 3aKa3bl,
KTO-TO U HE TIO pasy.

UYepes nosnroga yrnopHou padboThl HA CBOOOAHOM Tpadrke MapayijiebHO C y4eO0l B MHCTUTYTE
s1 3apabaThiBajia B MOJTOpA pa3a OoJbIlle, YeM MOJTydasl B HallleM ropoje «o(hUCHbI» YeroBek Ha 40-
JacoBoU pabouelt Hezesle, HalpuMep, OyXrajitep Wi MeHeKep.

[Mo3xe, Koraa s MpoYMTaa Mojie3Hble KHUTH, TPOIUIa 00yYeHNe Ha TEeMAaTHUECKUX TPEHUHTaX,
TMOHsIJIa, YTO Jiesiaia Bce HerpaBuiibHO. 80% Moux ¢hpa3, arOPUTMOB ObUTA OIMTUOKOM, «JIETCKUM
cagoM» mpofak. Eciu Ol B TOT mepuo 1 3Haa XOTs Obl TPETh TOTO, UTO 3HAIO ceilvac, s Obl Mpo-
JaBajia B pa3sl OOJIbIIe

3aTo B TOT MepHof 51 yCBOWIA JUIsi ceOsl epBoe, caMoe IIABHOE MPABHUJIO XOJOAHBIX 3BOH-
KOB: «Hazo 3BoHUTH MHOTO». KonnyecTBO 00s13aTeNIbHO MepeiaeT B Ka4ecTBO, ThI CIENAebh MHOTO
Hapa6oToK. Habwers mmuirek, cooepelib CBOI0 CTATUCTUKY TT0 PHIHKY, TIOTYYHIIIh HABOJKY HA HOBbIS
e, OOpacTels KOPKOU, KoTopast JacT Tede yBepeHHOCTh U npodeccnonamm3M. Jlaxe camblil 6e3-
HAaJIS)KHBIT 3BOHOK MpUOTMKAeT TeOsl K pe3ysbTary.

VIOpHBI MEHEeIkep CO 3HAHUSIMU, CIIOCOOHOCTSIMU M JIMYHBIM OOasHUEM HUKE CPEeIHEero,
HO 3BOHSIIHIA METOIMYHO, MHOTO U YIIOPHO, B CPEIHECPOYHON U JIOJITOCPOYHON MEPCHEeKTUBE Tepe-
IIEroJisieT MeHeKepa-3Be3/y, IeJIaloIero peakue u OecTsme 3BOHKU. 3Be3/1a eperopuT, 3a3Ha-
eTcsl Ml CIOTKHETCs. A paboTsra MoixyyuT OrPaHKy U CTaHeT OpuiuaHToM. I 1aBHOE, 9TOOBI OH caM
He MPEeBPaTHJICS B JICHUBYIO 3BE3/1y, OUYMBAIOIIYIO Ha JIABpaX COOCTBEHHOTO YCIIeXa.

Tbl MOXkeIIb He ObITh Cyrep 0OaATEebHBIM YeJOBEKOM, MOXEIb ITOKa He 3HATh aJITOPUTMAa
MOCTPOEHHUSI Pa3roBopa WK (PUILEK KaK 3auHTEPecOoBaTh KJIMEHTA, MOXEIlb UMeTh Ne(heKThl peun
Y TUKO OOSIThCSl UM CTecHAThcs. Ho cTaTrcTrka Bce paBHO BO3BMET CBOE.

2-e MPaBWJIO AKTHBHBIX MPOJAXK : 3BOHUTH MHOTO.

Jlyumie 100 3BoHkOB, yem 10. Jlyurie 1000 3B0HKOB, uem 100. Hag noBbiieHreM KOHBEpCUU
MOCPECTBOM TEXHOJIOTHIA TTPOJaX WJIM MAPKETUHTOBOM MOJIEPKKHU HYKHO padOTaTh HEMPEPHIBHO.

B ciydae ¢ XonogHeIME 3BOHKAMM, €CJIM €CTh I'0JIoBa Ha IUIeYaX, TO KOJMMYECTBO MOCTETIEHHO
BCerja MepexoauT B KauecTBo. KauecTBo — 3To U ecTh pe3ynbTar.
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I'naBa 4.
MoTtuBanusa. 3adeM MHe 3T0?

MotuBalivio, KOHEYHO, HEBO3MOKHO NOAAEP:KUBaTh MOCcTOsIHHO. Ho 310 Kak
MPUHUMATh BaHHY: HYKHO JIeJIaTh 9TO Ha PEryJIsSIpHOIl OCHOBE
3ue 3uenap

MO:XHO TTPOITH Ky4y TPEHUHTOB, Ha3yOOK 3HATh CKPUIITHl Pa3rOBOPOB, UMETh JIOCTYI K OOJTb-
10K 0a3e KOHTAKTOB. .. Ho mpu 3TOM BCe paBHO MPOjIaBaTh MAJIO U HEPe3yIbTATHBHO.

[Tpexne, yeM mucath O TEXHOJIOTUSX W aJTOPUTME XOJIOAHBIX MPOAAXK, S XO4y CKa3zaTh MPO
r1aBHoOe, 6e3 4ero oHu padboTarh He OyayT. DTO MOTHUBAIIUS.

Ceituac peunb He 0 KPI, marepuanbHoi 1 HeMaTepuaibHOM MOTUBAIIUM MpoAaBiioB. He o cTpyk-
Type O0HYCOB M 6a30BOr0 OKJIafia, He O KOPIOPATHBAaxX B JOPOTHX pecTopaHax u aboOHeMeHTe Ha (puT-
Hec. Bce 910 HampaiieHue IS OTAeIbHON OOJTBIION KHUTH.

31ech XO4y CKa3aTb O BHYTPEHHEW, 4eOBEYeCKONM MOTHUBAIIMM KakJOro IMPOAABIA — YTO
B TIEPBYIO OYepellb ero MoOykaaeT K AeHCTBUI0. BakHO, 4TOOBI 3TO OBLIIO JOCTATOYHO CHJIBHBIM
Y MOIITHBIM.

Uro MOKET SBJATHCS ITOM ONpeAeoel BHyTpEHHEN MOTUBALIMEH?

1. Tsaxenvle KU3HEHHBIE OOCTOSTESIHCTBA, HEOOXOAMMOCTh 3apadaThiBaTh OMNpeIeICHHYIO
CYyMMY JIEHer.

Ectp Gonbmasi pasHUIla MeXIy «XO4eTcsi» U «Halo». PykoBoguTenu He mpeHeOperaite
Ha coOeceioBaHusIX TeMu, Komy nerictButesibHo HAJIO. TTycTh OHM HEe IOIXOIAT 1O BO3pacTy, oopa-
30BaHUIO, OTIBITY U AECATKY IPYTUX KPUTEPUEB MO/ MOPTPET UICATbHOIO KaHIuaaTa. 3aTo OHU yXBa-
TATCS 3a Banry paOboTy kak 3a criacaTesibHBIN Kpyr. MIX He Hy’KHO yroBapvBaTh, IMOJ] HUX He HYKHO
TMOJICTPANBATLCA. DTO MOXKET OBITh MaTh-OIMHOYKA, MHOTOPOJHUI CTY/ISHT WM YIIEANIMA B 3amac
BOEHHBIM.

MHe 3anmoMHMIach AJlTa, ¢ KOTOpo# s padorana ooseie 10 et Ha3ag B peKJIAMHO-TTOJUTPa-
drueckom xomauare. [IpocTo KeHIMHA ¢ OONBIIMMU JOOPBIMU IIa3aMH B CTapeHBKOHN TyOJIeHKe.
CopokaJieTHsIs MamMa TPOUX JIETEH, P YeM ee MIIAJIIINM JIeTSIM Toraa Obiio 7 siet u 2 rona. Pazo-
pUJICs 3aBOJI, HA KOTOPOM OHH C MYyKeM MpopadoTaIM MOKU3HU. Myk moiesn paboTarh B HECKOJIBKO
CMeH OXPaHHUKOM, HO JICHeT BCe paBHO He XBaTasio. Y AJLIbI ObUT HOJIb 3HAHUH O TTPOJaKax, KaKhX-
TO BPOXKJIEHHBIX CIIOCOOHOCTEW K TIEpEeroBOpaM M IMPE3eHTAINsAM Toxe He HaOmonanock. Eif mpo-
CTO HYKHO OBLJIO BBIKMBATh U MOJHUMATH JeTeid — B padoTe 3a MPOIIEHT MPOIaXk OHA YBHEIA CBOKO
BBHITO]TY.

Koraa Bce moarsiruBanuck B ouic, oHa yxe Oblia Ha TenedoHe. 3BOHIIIA U €3/IMJ1a TI0 BCTpe-
YyaM, CTOMKO MpUHUMAas OTKa3bl M xaMcTBo. OHa Becerja ceOs moadaapuBaia MBICISMU O JETSX,
IUTsI KOTOPBIX cTapaercs. 3a mapy mecsieB padoThl AJiia cjiesaia caMblii OOJIBIION 0ObeM TTPOIaK
B OT/IeJIe U JIONTO YAEepKUBaja 3Ty IJIAHKY.

2. YeTKue XU3HEHHBIE [IEJIN.

Kynuts gom, maimHy, ToMO4b POAUTENISIM, YTO-TO KapAUHAIBHO U3MEHHUTh B CBOEU BHEIITHO-
CTH WM 4TO-TO MHOE. [ 1aBHOe — HacTpor. He u3 paspsiga «Hy a kTo Obl He XOTell )KUTh B KOTTEIKE
¢ 6acceliHOM WM e31IUTh Ha dheppapy, s ¥ X0uy KOHEYHO». A KOHKpeTHas 1ieib mo SMART.

B passl Gosbliie BepOATHOCTD, UTO OTEI] IBOMX JETEH, BHIIIAYMBAIOIINAI UTIOTEKY 32 oM, OyJeT
3BOHUTD OOJIbIIIC M OTBETCTBEHHEE, YeM MAMUH CHIHOK, KOTOPOTO YCTPOWJIA Ha padoTy.

Kak BoisiBnaTh Takux mogeii? [la Bce mpocto. YenoBek, y KOTOPOro JeHCTBUTENILHO €CTh TaKast
1IeJ1b, Ha TIPSIMOM BOIPOC YECTHO M KOHKPETHO O Hell CKaxeT. Y Hero ectb IoHMMaHue, Kakasi CyMmma
JUIsl Hee HY’KHa U KaKue CPOKU JIOCTUKEHUSI.

3. Yerkue KapbepHBIE LIENH.

16



B. b. bokapeBa. «AxktuBHble ipoaaxu 4.0. Kak npogaBarh cerofHs. TeXHOJIOTMU OT MPAKTUKA MPOJAK»

AmOUIMY 1 YecTomoore MOMOTaloT MOBEPHYTh TOPHI.

Ecnu cienanuct o4eHb XOUeT cTaTh HAaYaJIbHUKOM OT/IeNIa WIIM KOMMEPUECKUM AUPEKTOPOM,
BBICOKA BEPOSITHOCTb, YTO OH 3TOro noobeTcs. 10 u 20 et paboTtath B posu Ootilia X0IoqHOro (hpoHTa
oH He Oyaer. C 3ToM KaTeropueil HykHO ObITb OCTOPOXHBIMH, HO yIOOHBI OHU TeM, YTO C HUMHU
MOXHO JIOTOBOPHUThCSI. Pa3paboraiiTe )it HEro MyTh, YECTHO CKAXUTE, KAKUe STalbl HYXKHBI 17151 ee
AOCTHKEHHUS.

Kak nokassIBaeT OIbIT, TAKKE JIIOIU Ha IUCTAHIUAX OT 1 10 2-X (MHOrAa 3-X) JieT ObIBAIOT OUeHb
3(pEeKTUBHBI B XOJOTHBIX 3BOHKaX. [Ipy 4em, MOCKONbKY OHHM BUASAT ceOsi OyayIMMHU JTUAEPaMH,
OHH He 00STCS SKCIIEPUMEHTHPOBATH, MOAKJIIOYAIOT OOJIbIIIE TBOPYECTBA B 3TOT MPOIIECC.

Ecmu Bel coTpynHuK.

Ecnmu Bbl MeHekep, aCCUCTEHT, areHT, KOTOPbI paboTaeT Ha XOJOAHBIX 3BOHKAX, HO HEJO-
BOJIbHBI CBOMMH Pe3yJIbTaTaMHu.

Camu ceOe 4YecTHO MpHU3HAWTECh, 3aueM Bam 310 3aHsTHe. He mpocTo «HYXKHBI JACHBIH»,
a HY)KHBI Ha YTO-TO OOJIBIIIOE 3HAUUMOE:

* 3TO cZIeJaeT CYacTIMBLIMU JIMYHO Bac,

* 5TO CIEJIAET CYACTIMBLIMU Bammmx Onu3Kux,

* 370 oMokeT Bam B ueM-1m00 MOAHATHCS] HA HOBBIN YPOBEHbD.

Ecnu Bel pykoBoauTens.

Jlydriie He 3aIMKJIMBAATECh HA TOM, YTO Y COTPYAHHUKA OBUIO MJTH Yero eMy He xBaraet. CMoT-
pUTE Ha €0 BHYTPEHHIO MOTHBanui0. EcTh GoJblnas pasHuIia Mex 1y IpoCcTo TOHOPOM, aMOUIMSIMHU
1 OOJTBIIION 37I0POBOM KaphepHOU 11eJIbI0 U TOTOBHOCTBIO MHOTO PadoTaTh JIJISl €€ JOCTHKEHHUS.

1 He MpU3BIBAIO BCEX K OIArOTBOPHUTENILHOCTH, YTOOBI OpaTh Ha padOTY TOJIBKO JIIOJEH CO CIIOK-
HOW >KM3HEeHHOU cutyanueil. Ho Hykza paOOTHUKA B JIeHbrax, IMEHHO B 3TOH padoTe YyIecHbIM
00pa3oM n30aByIseT PyKOBOAUTEIS OT MOIITaroBOro KOHTPOJIsS, CHCTEMBI PETY/ISIPHBIX TMHKOB U JJTUH-
HBIX MOTHUBUPYIOIIHUX Oecel.

CHauasia yeTkasi BHyTPEHHsIS1 MOTUBALIUS.
MortuBanus npogasars.

MortuBanus npogaBarbs MHOTO.

MortuBanus npogaBatb HECMOTPSI HU Ha 4TO.

Wtak, 3-e npaBu/10 aKTUBHBIX IPOAAK — HAJIMUME MOIHOM MOTUBALIMY.

Ecnm y corpyaHuka ectb UMEHHO 3Ta MoTHBaIus. Toraa KoprnopaTuBHbIE CTaHAAPTHI, 00yye-
HUE, HACTABHUYECTBO, PEKJIAMHBIE MATEPUAJIbL U IPYTHE MPOLIECCH U MHCTPYMEHTBI IPUMEHUTENIBHO
K HEMy JaiyT AJisi KOMITAaHUM B Pa3bl OOJIbIIIE PE3y/IbTaTOB, YeM ISl OCTAIBHBIX IIPOAABIIOB.
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I'naBa S.
Crtpax 3BOHKA

Crpax Bcerja NpuTAruBaeT UMEHHO TO, YerO Thl OOMIIBCS. A €CJIU Thl HIUETO
He OOMIIIBCS, TH CTAHOBHIIIBCS HEBUIUM. Jlyudlnias MACKMPOBKA — 3TO Oe3pasiiiuue.
Buxmop Ileaesun.
«Yanaes u Ilycmoma»

Camoe cTpalHoe, 4To eCTh B )KM3HHU — 3TO CTpax.
H3 socmounoti gpunocogbuu

Mep3kuii, TUNKUANA, OyMIANAA WA TPOCTO CKOMb3sANMii no Bamemy xpeOTy crpax. Crpax
3BOHKA.

KoneuHo, 6osTCs1 HE TOrO, YTO U3 TeneOHHOW TPYOKHM HE BbUIE3ET MOHCTP, a BO BpeMsl pas-
rOBOpA SI3bIK HE MPEBPATUTHCS B KIIyOOK uepBeil. BorMcs: Mbl HEMPUATHBIX OLIYILEHUH, CBSI3aHHBIX
C HAILIMM COLIMATBbHBIM MOJIO)KEHUEM U CAMOOLICHKOM:

* I'py6octb. KitmeHT B rpy6oii (popme OTKaxeTcsi OT OOIIEHUs C MEHEKEPOM;

* HerartuBnas ouenka. KireHT Ha30BeT MM MBICIEHHO MOCUUTAET €ro HEMpodeCcCHOHAIOM,
crnabakoM, MsIMJIel U KeM-HUOY/Ib ellle;

» HeonoOpenue, HenpuHsTue. Kosiern mim pyKoBOICTBO YCIIBIIINT, KaK MEHEAkKep oOmIaeTcs,
KaK €ro MochbUIAlOT Ha TOM CTOPOHE TPYOKH, U OYIyT CMESIThCS/yBOMAT/AAAyT KJIMEHTCKYIo Oazy elle
XyKe/He TIO30BYT C COOOH B OOYJIMHI.

Ortciona OTKJIaJbIBaHNE 3BOHKOB Ha ITOTOM, IOMCK YBRKUTEJIbHBIX U HE COBCEM YBAKUTEIbHBIX
MIOBOZIOB HE 3BOHUTH. [lepencTbiBaHie KaTajJoroB KOMIAHUM, U3yUYEHHE JI0 JbIp CATOB KJIMEHTOB,
CPOYHBIE NepeTacKUBaHus1 OyMakeK B OyXrajaTepuio, a HOTOM MOKYPUTh U MOMUTh KOode.

Bce 310 3Mo1MOHANBHAS TOYBA CTPaXa.

Ho nocmoTpum Ha npo6semMy JJOrH4ecky, OTKIIOUMB SMormu. CamMmoe HeNpusTHOE U ocs3ae-
MOE€, YTO MOXHO IOJTy4UThb B pe3yJbTaTe 3BOHKA, — 9TO OTKa3. EciM KJIMEHT OTKa3aJl u3-3a Hallero
HerpodeccroHaIn3Ma, He3HaHUsl IPOAYKTa, HEYMEHUs1 o01aThcst U 00padaThiBaTh BO3PAKEHUS —
3HAuMT OyzieM B ceOe HyKHblEe HaBBIKM IPOKAYMBaTh. B 4acTHOCTH, M 9Ta KHUra MOMOXET B JAHHOM
BOIIpOCE.

Ecnu KJIMeHT oTKa3al OTOMY, UTO Y HETo IJIOXO€ HACTPOEHU ST U3-3a CCOPBI C JKEHOM MJIU BHIBO-
JIOUKHU OT HaYaJIbCcTBA WM Bhl yxke 17-11 yesnoBek 3a AeHb, Mpeuiaraloniuii OecIIaTHBIN ayuT caiita,
WJIY TI0 JTIOOBIM JPYTUM JIMYHBIM IPUYMHAM, TO Bl Ha 9TO OB/IUATH HUKAK He MoskeTe. [IpocTo uepes
[eHb, HEJIeNI0, MECSI] TIO3BOHUTE €My C IpyIrMM PEueBbIM MOLYJIEM, B APYroe BpeMs WM HalauTe
Apyrue BO3MOKXHOCTU BCTPETUTHCS.

HeratuBHble OLIEHKM KJIMEHTA WM KOJUIET, TPyOOCTh, XaMCTBO B JIDOOM UX MPOSIBJICHUH — ITO
He Bam npo6iemsl, eciiu Bbl nx camMu JoOpOBOIBHO Ha ce0s1 He Bo3bMeTe. HacTpoeHbl OHM ceroiHs
3JIUTHCS], 3/I0CJIOBUTD WM 00SI3aTENIbHO TPUHUBUTH KOTO-TO, — IYCTh YIPAXHSIOTCA. A Bbl HACTpOeHsI
pacTy, pa3BUBAThCs, CTPOMTh Kapbepy U MHOIO 3apadaThiBaTh. A Jisl 9TOrO HAJI0 MHOTO 3BOHUTb
Y 3BOHUTH XOPOLIO.

Bce nocruraercst mpaktukoil. Kak mokasbiBaeT MO ONBIT U ONBIT MOUX KOJUIET, CTPaxamMu
3BOHKA CTPAAAI0T MEHEKEPhI-HOBUYKH WJIM MEHEIKEePbl, KOTOPBIX MepeKBaTU(pUIMPOBATIN B APY-
roe HarpaBJieHUe, Ha Jpyrou npoayKT. ONbITHBIE K€ IO XOTs Obl «Ha IJIa3» MOTYT OLEHUTH JI0MI0
peasbHBIX KJIMEHTOB M0 KOHKPETHOM 6ase.

[loMHIO OIHOTO M3 MOMX KJIMEHTOB, KOMIIQHMIO, 3aHMMAIOIIYIOCS MPOJakedl IJIACTUKOBBIX
OKOH. B3sism Ha paboTy nsaToro MmeHepxepa, 1eBouky FOmo. 1o Oblia ee neppast HacTosas padorTa,
3BOHUTbH OHA HE YMeJa U HEMPHUKPBITO 3TOro 0osiiach, HO 3a padOTy JepKajlach, YBOJbHEHUE IS
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Hee ObUTo KpuTUIHBIM. OHa ObLTa TOTOBA cOEraTh 1Mo MOpyYeHUsIM KaJApoBHKa, Oyxrajirepa, a eIe
3a reveHbkaMu. Bce uto yrogHo, HO He 3BOHUTH. PasroBapuBasia oHa IJIOXO U HEYBEPEHHO.

Menemxepa aepkar Ha paboTe He 3a TO, UTO OH YI0O€eH, a 3a TO, YTO MPUHOCHUT JICHBIU.

B ornmene He Oblna pa3BuTa cucremMa OOy4YeHUS] M HACTABHUYECTBA. BBHIIUIBIBEIIh — 3HAYMT
BHITUTBIBEITh. KOMMepuecKuii AUPEKTOp MOCTABUII YCTIOBHUE: €C/IU B TeUeHHe MecsIia He OyJeT Mpoax
XOTs1 OBI TIO TPeM HOBBIM KJIMEHTAaM, OH €€ YBOJIUT.

[Moce mpoBeieHNs TpeHUHTA TI0 aKTUBHBIM MpoAaxkaM, Ha kotopoM HOust Obi1a iBHO ciabee
KOJIJIET, 51 i J1ajia MPOCTOM COBET:

— Kaotcowiii denv noayuams no 30 omxazos. H umoobwl 6 KoHue pabouezo OHsL OHA MHe OM36da-
HUBANACL — NOAYUUNA CBOHO NOPUUIO OMKA308 HA Ce200Hs uau Hem. Ecau Oadsice uepez mecsiy, kom-
MepUuecKuii OUpeKmop npumen peuteHue ee Yygonumn, nmo oHa Yroem omcrooa npooasyom ¢ ONbINOM,
a He 0e80uKoll, Komopas Oezana 3a neyeHvkamu. /la u npocmo nepeo camoii coooli cosecms 0yoem
uucma, umo coenana 6ce, Ymo Moz2nd.

Ha cnenytomuii e Beuep FOns mo3BoHMIa MHe 1 cKa3aia, UTo 3a/1aHue He BBIMOTHIIIA — TTOJTY-
YymJia TOJIbKO 29 OTKa30B.

— Ymo sce mebe nomeuano noayuums eue 00Ut ?
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KoHen 03HakoMuUTEJIbHOT0 (pparmMeHra.

Texkcr npenocrasieH OO0 «JIutPec».

[IpounTaiiTe 3Ty KHUTY LIEJIMKOM, KYIMB IIOJHYIO JIEraJbHYIO Bepcuio Ha JlutPec.

BesomnacHo onnatuTh KHUTY MOKHO OaHKOBCKOM Kaprtoit Visa, MasterCard, Maestro, co cuera
MOOWIIBHOTO TenepoHa, C TUIaTeKHOro tepMuHana, B catone MTC wm Cesi3Hoii, yepes PayPal,
WebMoney, fAunekc.densru, QIWI Komesnek, 60HyCHbIME KapTaMu WX APYTUM YIOOHBIM Bam crio-
COOOM.
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