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CrienaaucTsl 1o Mpojaxam, 6e3ycJI0BHO, JOCKOHATIBHO 3HAIOT OCOOEHHOCTH
CBOETO MPOIYKTa, HO 3a4aCTYI0 3TOro ObIBae€T HEJJOCTATOYHO JJIsI TOTO, YTOOBI
3aKJTI0YUTh cAesKy. ABTop KHurd [losn Yeppu packpbiBaeT CBOU INIABHBIA CEKPET
ycrexa B 00J1acTi MPOoJak: MPOSIBISATh UICKPEHHUI UHTEPEC K KJIMEHTaM U 33/1aBaTh
YIM IPaBUJIbHBIE BOIIPOCHI — Te, KOTOpbIe NpoaatoT. [lon Yeppu npeayiaraet ceoum
YUTATEJISIM BOCIOJIb30BATHCS MEPEIOBIMUA MHCTPYMEHTAMU, KOTOPbIE TIOMOTYT
MIPO/AABATh MTPOAYKTHI UJIU YCIYTH, OCHOBBIBAsICh B NIEPBYIO OYEPEAb HA CO3AAHUU
HEHHOCTH JIJIs1 KJIMEHTa. DTO MOMOXKET HE TOJIBKO COBEPIIUTh CICIIKY, HO U 00pecTH
B JIMIIE KJIMEHTOB BEPHBIX CTOPOHHMKOB Y HA/ICKHBIX NMApTHEPOB. OCHOBBIBASICH

Ha MOJIYYEHHBIX 32 MPOILLIEAIIME TObl OT3bIBAX, [10J CylIeCTBEHHO TOMOMHUI U
nepepadora cBoit Oectceiep «[Ipoaaioiiue Bopock». IT0 U3AaHUE BKIIIOYAET
KAaK OCHOBHBIE THIIbI POJAIOLIMX BOIIPOCOB, TAK U HOBbIE MHTEPECHBIE BOITPOCHI U
ClieHapyu uX puMeHeHusi. Kpome Toro, 3/1ech Bbl HaiijieTe eliie OoJbliie TPUMepoB
U 1a0JI0HOB, KOTOPbIE MOXKHO aJaliTUPOBATh MO/l COOCTBEHHBIE 33/1a4H, a TAKKE
CrelraibHO NMOJ0OpaHHbIE YIPaKHEHU S, KOTOPbIE IIOMOTYT BaM OTTOYUTh HABBIKU
padoTsl ¢ Boripocamu. [IpounTaB KHUTY, Bbl HAYUYUTECh COCTABISATH HEOOXOIUMBIE
MMEHHO B Balllell paboTe BOIPOCHI, C IOMOIIBI0 KOTOPBIX Bbl CMOKETe HaIaUTh
B3aUMOJICVCTBHUE C TOPA3/I0 OOJBIIINM YUCIOM KJIUEHTOB. «PaKThl MOKET cOOpaTh
MoOOM. A He3aypsAIHBII CIIEIUATUCT MO MPoakaM MpoOykIaeT IMOLUU Y
MOTEHIIUATBHOTO KJIMEHTA U BBISICHSIET, YTO €ro MOTUBUpYeT». OcobeHHocTH * B
KHUIE COICPKUTCS MTOUYTH ThICSTYA MPABUJIBHBIX BOIIPOCOB /151 BCEX CTaHAAPTHBIX
ousHec-cutyaruii. Bce ocHOBHbIE podeccuoHaIbHbIE TPOOJIEMBI M TPYIHOCTH
MPO/IABLIOB HAMYT B KHUTE CBOE pellieHue. ® KHura Xopolio CTpyKTypUpOBaHa,
MOJKET UCNOIb30BaThCS KaK CIIPABOYHUK JJIs1 CIIEHUAIUCTOB IO MPOJAKaAM.
Mustread m1s Tex, KoMy HEOOXOIUMO MOBBICUTH 3(h(hpeKTUBHOCTH MPOJAXK B



cermenTe B2B. * B KaXOYy10 ITTaBY KHUIT'Y BKJIIOYCHBI CIICHUAJIBHO HOI[O6paHHbIe
dBTOPOM YIIPA)KHCHU A, KOTOPBIC ITIO3BOJIAT YUTATCIAM OTTOYUTH HABBIKU pa6OTLI C
BOIIpOCaMM, IIPEKIAC YCEM ITPUMCHATD UX HA ITPAKTHUKE.

ISBN 978-5-96-144698-2 © Yeppu I1., 2006
© Anprmnaa Jumxurtai, 2006
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Bce npasa zawuuerol. /Jannas 31eKmpoHHAs. KHU2A NPEOHA3HAYEHA UCKAIOUUMENbHO ON5
UACMHO20 UCNOAL30BAHUSL 8 MUUHDBLX (HEKOMMEPUECKUX) UeAsIX. DNeKMPOHHAS KHU2aA, ee uacmu, ppaz-
MEHMbL U INeMEHNbL, BKAIOUAS. MEKCH, UB00PANCEHUSL U UHOE, He NOONEHCAN KONUPOBAHUIO U MH000OMY
OpY20MYy UCNONL308AHUIO Oe3 paspeutenust npasooonradamens. B wacmunocmu, 3anpewero makoe
UCNOAB306AHUE, 8 Pe3YAbmame KOMopozo 3NeKMPOHHAsL KHU2d, ee 4acmb, Ppazmenn Ul SNeMeHm
CIMAaHYm OOCMYNHbIMU 0ZPAHUMEHHOMY UAU HEONPEOeNCHHOMY KpYey Aul, 8 MOM YUCAe ROCPEOCEOM
cemu UHmMepHenl, He3A8UCUMO OM Mozo, Oydem npedoCmaAsimbCs OOCMYN 3a NAAMY UAU 0e3603-
Me30HO.

Konuposanue, socnpouzsedenue u unoe ucnonb308anue 1eKmpoHHOLL KHU2u, ee uacmeli, (ppaz-
MEHMO8 U INEMEHMO8, 8bIX00sIUee 34 NPedeabl YACMHO20 UCNOAL30BAHUSL 8 MUUHBIX (HEKOMMepUe-
CKUX) Ueasix, 6e3 coenacusi npagoodoNadamenst si8ASencs He3AKOHHbIM U 81euen YeoroeHyr, aOMu-
HUCIPAMUBHYIO U 2DANCOAHCKYIO OMBEMCEEHHOCHTb.
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[1. Yeppu. «IIpopaomnpe Bonpockl. DPGHEKTUBHBIN CIOCOO BHISICHUTD, YET0O JEHCTBUTEIBHO XOTAT BAIllN KJIMEHThD»

K yurarejasam

ToT, KTO 3a1a€T BOMPOCHI, YIPABISIET pa3roBOPOM. XOPOIIKE BOIPOCH MEHSIOT HAC W MUD
BOKPYT. Bonpoch! KUBYT JOJIbIIIE OTBETOB M 3aCTABIISIOT KaXI0€ TMOKOJIEHHE UCKAaTh COOCTBEHHbIE
OTBETHI HA HUX.

Bormpocy «BbITh Wi He OBbITB?» U3 TPETHETO akTa MepBoil cleHsl Tpareguu Illekcriupa yxe
6onee 400 set, ¥ OH Bee elle oueHb akTyaseH. [xedd besoc, masa koMnaHun Amazon, HepexkuB-
11eil B3pbIBHOI CIIPOC HAa CBOM YCIIYI'M M3-3a JIOK/IayHa BO MHOTUX CTpaHaxX, BCEI/a 33/1aeTCsl OIHUM
BOIIPOCOM, OTBET Ha KOTOPbI MOXHO Ha3BaTh €r0 JIEJIOBBIM UyTheM. «UTO He UBMEHUTCA?» — crpa-
LIMBAET OH PETYJSAPHO, MIO3TOMY HE CIIy4alHO €ro KOMIIAaHMs Ha NMpoTshkeHuu nocneanux 30 jer
SIBJISETCS OJHUM U3 IPU3HAHHBIX MUPOBBIX JIUAEpOB. JlereHaapHbiil uHBecTOp YoppeH badder Bee-
I71a CHavyasa CrpamnBaeT cedst O TOM, TOHUMAET JI OH CyTh OM3HECa, KyJa eMy MpeJIaraioT BIOKUTh
JEHBI'U, a JIUIIb 3aT€M OLIEHUBAET €ro JOXOJHOCTb U MHOXKECTBO APYIMX MOKa3aTellei.

Xopolre BOIMPOCH XKUBYT JIOJbIE, YeM JIOJH, UX 3ajaBllue. XOpOIIre BOIPOChl BCErja B
neHe. Kuury [ona Yeppu, Bropoe n3naHue KOTOPOid BBl IEPJKUTE B PyKax, ClIeJOBaJIo Obl HAa3BaTh HE
«[Tpoparorue Borpockl», a «JlparoleHHbsle BOIPOCh», TOCKOJIBKY OHU ITPUHOCAT IOJIb3Yy KaK TOMY,
KTO WX 3a/laeT, TaK M TOMY, KTO Ha HUX OTBe4yaeT. Ero BOIpockl MOMOraloT JIIoAsM, 4bsl 33jaya —
HaWTH Ha pbIHKE MOKYyMaTessl, MOTPEOHOCTU M HYX/Abl KOTOPOTO JOJKHBI YIOBJIETBOPUTh IPOAYKT
WU YCIyTa, CO3JaHHbIE YCHIIUSIMU MHOXKECTBA JIIOJIEH.

ABTOp caM CpaBHMBaeT CBOU BOIPOCH! ¢ paboummu MHCTpyMeHTamu. Ilomyvaercs, 4ro ero
KHUTa 4TO-TO BPOZE IIBENIAPCKOr0 HOXKa C MHOKECTBOM (DYHKIIMH /17151 MHOKECTBA CIIy4YaeB U3 JeJ10-
BOM u3HU. [IpesaraemMple UM BOIIPOCH PACKPBIBAIOT YTOHUYEHHBIE METO/IBI OIPOCA, KOTOPbIE 103~
BOJIAIT KJIMEHTY CHa4yaJIa OLEHUTDb Balll IIPOAYKT WIIM YCIIYTY, @ YKe TIOTOM 3ayMaThCs O IIEHe.

KHura n3o0uinyer npumepaMu U yIpakHEHUSIMU, HO caMoe IJIJABHOE — MHOKECTBOM OTJIMY-
HBIX BOITPOCOB J/1J151 IOCTPOEHUSI BAMU JIOJTOCPOYHBIX M B3aMMOBBITO/IHBIX OTHOILEHUI C MOKyIaTe-
JISIMU; BOITPOCOB, KOTOPBIE IOMOT'YT BHUMATEJIBHBIM UMTATEIISIM OOHAPYKUTh CKPBIThIE TOTPEOHOCTH
Y MOTHUBAILIMM CBOUX KJIMEHTOB, HAYUUTHCS MPEOOIEBaTh BHYTPEHHUE IICHXOJOTMYECKUE MpensiT-
CTBHSI, 0OpECTH YMeHHe BO3OOHOBJIATh HAPYIIEHHbIE KOT/Ia-TO OTHOIIEHUS C KJIMEHTaMH, BBISIBIIATD
¥ OOXOIUTh TYNMKOBBIE CIIEHAPUH OOIIEHU S, YCIIOKAUBATh BCTPEBOKEHHBIX MOKYIIATeN e, YCKOPSTh
MPOLIECC IPUHATHS PELIEHUI O IPEICTOSAIIEN CAEIKE CO CTOPOHBI KJIUEHTA.

Ha npotskenun Beex mas [lon Yeppu HarloMMHaET HaM, YTO XOTSI COBPEMEHHBIE TEXHOJIOTUU
KOMMYHHUKAIIMI OBICTPO YCTapeBaloT, OTHAKO CaMO OOLIEHHE MEKLY JIOAbMH KMBET IO CTapbiM JOO-
PbIM IIPaBUJIaM, CyTh KOTOPBIX — B YMEHUM 33aBaTh BEPHbIE BOIIPOCHI.

ITosToMy He TepsiiiTe BpeMeHH — YUTaiTe 3Ty KHUT'Y U 33/1aBaiiTe paBUIbHbIE BOMPOCH!!

Apocaas I'nasynos,
ynpaensnowguii napmuep Korn Ferry 6 Poccuu u cmpanax CHI?



[1. Yeppu. «IIpopaomnpe Bonpockl. DPGHEKTUBHBIN CIOCOO BHISICHUTD, YET0O JEHCTBUTEIBHO XOTAT BAIllN KJIMEHThD»

IIpeauciioBre KO BTOPOMY H3IaHUIO

Brepsrie «[Ipopatomnpe Bornpockl» Obuti onmyonikoBansl B 2006 romy. B nmepom n3nanum s
YTBEPKAAJ, YTO, XOTh CIIELIMAIMCTHI MO NMPOJaKaM U CTAJIKUBAIOTCS CO BCE HOBBIMU Y HOBBIMH BBI30-
BaMM, OCHOBbI IIPOJAakK OCTAIOTCS] BHE BPEMEHH.

Sl npunepxkuBaloch 310ro MHeHUs. CKOpPOCTh M3MEHEHMH B OW3HEece IMpOJIOIKAeT PacTu.
Ortpacnu ipeoOpasyiorcsi. Hekotopsle hakTHueckn Ucuesnu, MosBUIINCH Ipyrue. Bo3HUKIN HOBbIE
posu B poAaxkax. OiHaKo Aaxe B yCJIOBUAX COBPEMEHHON SKOHOMUKH /IS pealn3aliiy CBOUX TOBa-
POB M YCJIYT KOMIIAHUM BCE €111e HYKJAI0TCS B CHEMAINCTAX MO MPOJaKaM.

Kak yxe ObuIO cKa3zaHo, cpesia, B KOTOPOi PUMEHSIOTCS TAKME HaBbIKM, pa3BuBaercs. Korna
TOTOBHJIOCH TIEPBOE M3/IaHME STOW KHUTH, camasi ITyOMHHasl IepeMeHa yKe COBEpIIaiach, U Terepb
oHa omnpezeser npoaaxu B XXI Beke: Bce 3HAIOT BcE 000 Bcex. CeluaaicThl O MpojakaMm IMoiy-
YU JOCTYI K ropaszio OonpieMy o0beMy MH(pOpMALMK O MOKyMHaTesNsaX, a MOKyIaTead — O Mpo-
JaBLAx U TOBapax WM yCIyrax, KOTOpble OHM IpeAJiaraioT. B pesysbrare posb crienaiicTa no mnpo-
JaxaM Kak TOCTaBIIMKa WH(POPMALMK — XOsTYel TOBOPSIIEH OpOIIIOpbl — OCTAIACh B MPOIILIOM.
C60p nHpOpMaLMK — BOT Ballle UICTUHHOE KOHKYPEHTHOE MpeuMyLIecTBO. EqUHCTBEHHBIN coco0
IOOHUTBCA ycrexa — 3TO JIydllle Y3HaTh CBOETO IOKYIaTess: He TONBKO TO, YTO HAlMCAaHO Ha calTe
ero KOMITaHUHM WJIM Y Hero B COLICETSIX, HO M €r0 HaJIeK/1bl, B3IJIS/IbI, OMIACEHUS — BCE, YTO OH T'OTOB
OTKPBITh TOJILKO TOMY, KOMY JOBepsieT. V1 eAMHCTBEHHBII criocod 0OpecTH 3TO ITyOOKOe 3HAHHE —
MPAaBWJIBHO 33aBaTh MPaBUJIbHBIE BOITPOCHL.

OCHOBBIBAsICh Ha TMOJTYYEHHBIX 3a MPOLUEIIINE oAbl OT3bIBaX, f MOJHOCTBIO MepepadoTa
KHUTY ¥ J100aBIJI HOBBIN MaTepuai. JIloau roBOpHiM, 9To XOTenu Obl TIOyYUTh OOJIbILE PUMEPOB
UCIIO/B30BAHUS BOIPOCOB Ha MPaKTUKe. DTO M3[aHUE HE TOJbKO MO3HAKOMMT BAaC C OCHOBHBIMU
THITAMU TPOJAIOIIHMX BOIIPOCOB M CIIOCOOAMH MX COCTABJICHH S — BBl y3HAETE, KaK IIPUMEHSITh 3Ty TeX-
HHKY B CaMbIX Pa3HBIX CHTYalUsIX. 51 BKJIIOYMII MHOXKECTBO HOBBIX IIPUMEPOB U IA0JIOHOB, KOTOpbIE
BBl CMOJKETE aalTUPOBATh M071 COOCTBEHHbIE 3aJa4H.

Hapetoch, Takoit noaxon caenaer «[Ipopaonme Bompockl» eme Oonee Mone3HbIMH — KakK B
WHMBU/IyaJIbHOM MPAKTHKE CHEIMAIMCTOB I10 POfIakaM, TaK U B KauecTBe y4eOHOro ocoOusi, KOTo-
PbIM MEHELKephl 110 MPOAaxkaM CMOT'YT MOJIb30BaThCSl B CBOUX KOMaH/Iax.
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[1. Yeppu. «IIpopaomnpe Bonpockl. DPGHEKTUBHBIN CIOCOO BHISICHUTD, YET0O JEHCTBUTEIBHO XOTAT BAIllN KJIMEHThD»

baarogapaocrn

DTy KHUTY £ NOCBAIIA0 cBoel keHe Kiap, KoTopast BIOXHOBISIET 1 MOTUBUPYET MEHS Kak-
aplid ieHb. MouM 1ouepsam bpyk u MakkeH3u, oAapyBIIMM MHE TIOKOM M YyBCTBO OajlaHCa MEkK1y
KU3HBIO U padoToil. Moeil Mame, Biajielomel 1apoM HaJlaKUBaTh KOHTAKT C JIIOOBIM YEJIOBEKOM.
Moewmy noporomy npyry Ilatpuky KoHHOpY, BelMKoIeMHOMY YUYUTENI0, MOTHBUPOBABIIIEMY MEHS Ha
TO, YTOOBI CTaTh Jy4llel Bepcueit ceds. [IaBuny baitepcy, KOTOpblii BHEC HEOLIEHUMBII BKJIaJ1 B pOCT
Moero 6usHeca. Y Maiikity Boierty, nmpozenasiiemMy rpaHIro3Hyio paboTy 1O orpaHKe v UM OBKe
MOUX MJIEW M CHIrPaBIIEMY KJIIOUEBYIO pOJib B HAIIMCAHUM TOW KHUTU. Bosbiioe Bcem BaMm criacu0o.
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[1. Yeppu. «IIpopaomnpe Bonpockl. DPGHEKTUBHBIN CIOCOO BHISICHUTD, YET0O JEHCTBUTEIBHO XOTAT BAIllN KJIMEHThD»

BBenenne

3eyuum 3Hakomo?

Temn dHcusnu éce yovicmpsiemcs, U Mbvl, CREUUANUCHIBL NO NPOOANHCAM,
00NXHCHBL  NOCMOSIHHO — NPUCNOCAOAUBAMbCS. K HO8bIM — cumyayusm. B
CE200HAUHUX — YCAOBUSX KAUEHMbl He XOMSm Mpamums 6pemsi Hd
8bICIPAUBAHUE OMHOWIEHUIT ¢ Hamu. Hm HyowcHbl Obicmpbvle U npocmvie
peuteruss no HaumeHvuteli uere. Hayuno-mexnuueckuii npoepecc Hascezoa
UBMEHUN HAW MUD, U Menepb KAUeHmMaM, Ymoobl 6eciu OU3HeC no 8cemy Mupy,
He HYJXCHbI ONbIMHbIE CNEUUAIUCmvl NO npooaxcam. OHU MO2Yym MeHOBEHHO
ROAYUUMb OOCMYN K UHPOPMAUUU 8 UHIEPHEMe UL OM MOANbL NPOOABU08,
exceOHesHo ux oozeanusarouwux. He nvimatimece cmamv Opyeom ceoemy
KAueHmy, nepexooume cpasy K O0eay U npeoadzaiime emy camvle 6bl200HblE
YCA08USL, UL 8bl OYOenie Kaxcoblli pasz npouzpbléantv!

ITonoGHble yTBEpkAeHUS OLIMOOYHBI. MBIC/Ib O TOM, YTO HAIll MUP KOPEHHBIM 00pa30M OT/IHU-
yaeTcst OT Mupa, Kakum oH 0bul B 1980, 1950 wm paxe 1900 r., Henena. [evin Kaprern Harmcant
KHUry «Kak 3aBoeBbIBaTh Apy3€eill U OKa3blBaTh BJIMSHWE Ha Joaer» B 1938 r., u oHa 10 cux mop
TIOJIb3YETCSl CIIPOCOM B KHMKHBIX MarasuHax! CerogHs y Hac Jpyrue TEXHOJIOTUU 0 CPaBHEHMIO C
TeMu, uTo Obun 20 J1eT Ha3a[, HO JIIO[IU, C KOTOPbIMU Mbl BeJJeM OU3HeC, He M3MEHWINCh. Jlaxke ecu
Bbl HE BbIHECETE W3 MOEH KHUTU OOJIbllIe HUYEro, 3alIOMHUTE 3TU CJIOBA: JIOAW OCTAIOTCS JIIOABMM,
Kakoii Obl roj1 HA ObLT Ha KaJieHaape!

Ecnm Mbl 6pocuM B3IUISIT HA MCTOPUIO, TO YBHIMM, YTO KakI0€ MOKOJIEHHE CUUTATIO, OyITO
MMEHHO OHO PaIMKaJIbHO M3MeHnI0 Mup. Korna Obim m300peTeHsl aBTOMOOMIIN, BCE TTPUHSIIN Kak
JOJKHOE, YTO OTHBIHE KHM3Hb U B3aMMOCBSI3M N3MeHsTcs HaBcera. (To ke camoe KacaeTcs aJ1eKTpu-
YecTBa, TEJICBU/ICHNsI, CAMOJIETOB ¥ KOMITBIOTEPOB. ) JII0/iM MOBEPHJIM, YTO M3-3a aBTOMOOMIIEH OyLyT
Pa3pbIBaThCS JIMUHBIE OTHOILIEHHUS], TAK KaK CTaJI0O BOZMOXHBIM YeXaTb OT CEMbU U JIpy3eil Ha COTHU
KWJIoMeTpoB. OTHAKO B UTOTe BaXXKHOCTh HACTOSAIIMX OTHOIIEHWH HE YMEHBIIWIIACh U, 1 YBEPEH, HE
YMEHBIIUTCS HUKOT/A.

Kak st mory ngenats Takoe cMesioe yTBepkaeHre? 3a MHOTO JIeT paboThl B IpoJakax v KOHCaI-
THHTE 51 Y3HaJI, YTO CYILLECTBYIOT [IBa TUIIA OTHOLIEHHIA: TOBEPXHOCTHBIE U cofiepkaTesbHble. [ToBepx-
HOCTHBIE OTHOIIICHUsI XapaKTepU3YIOTCsl OOJITOBHEH O MOrofe, roibde W Ha Apyrue HeWTpasibHble
TEMBl; TAKUE OTHOILEHUSI CTPOSTCS Ha CIyYailHBIX BCTPEYax, B HUX HET HUKaKo# ryOuHsl. Ilpumep
TOMY — Ballla BCTPeYa C KJIMEHTOM, KOTOPBIN YUMJICA B TOM e KOJUIE/IKeE, UTO U Bbl. HECKOIbKO MUHYT
OOLIMX BOCIIOMMHAHUIA M 0OCYK/IEHHUSI STOTO COBIA/ICHUS] He TIOBJIMSIOT HA TO, KaK Bbl 00a BeieTe
ousHec. HanpoTuB, conep:xartesibHble OTHOIIEHUSI XapaKTepU3YIOTCsl B3AUMHOMW BBITOJIOM.

Ha cBoux cemmHapax s Mpolly CHEUMAIMCTOB IO IMPOJAXaM PAacCKPbITh MOHATHE «OMHO-
wenusr». OOBIYHO €ro OIMUCHIBAIOT C TOMOIIBI0 TaKUX CIIOB, KAK «JIOBEpPHE», «COITIACHE», «4eCT-
HOCTb» M «IIOHMMaHHE». DTO 4Yy/leCHble KAauecTBa, K KOTOPBIM CTOUT CTPEMHTBCS, OFHAKO OOJIb-
IIMHCTBO NOTEHIMAIBHBIX KJIMEHTOB B HUX He HyX)JaloTcs. Koraa e KJIMeHTOB MPOCAT ONpeeuTh
MOHATHE «OTHOLIEHHS» KacaTeJbHO OM3HEeca, OHM ITyCKAlOTCSl B PACCYXKIEHUs, HAIIpUMeEp, O TOM,
KakuM 00pa3oM CHELMAIMCT IO MpoJaxkaM MOXeT MPUBHECTH B MX KOMIIaHUIO LeHHocTh. Gallup
Organization nposena kpynHoe ucciegoBanue 250 000 npodeccronanoB B o0acTv Mpoaax, ero
pe3ynbTarhl ObUM OMmyOnMKoBaHbl B KHUre bencona Cvurta n Tonn PytunbsHo «Packpoiite Bamm
CUJIbHBIE CTOPOHBI B ITPOJakax: Kak Jydllye CIIeLMaIMCTBI IO POoJaxkaM pa3BUBaJIM CBOU YCTIEIIIHbIE
kapbepbl» («Discover Your Sales Strengths: How the World's Greatest Salespeople Develop Winning
Careers»). BbIICHWIIOCH, UTO KOPPEISALMS MEX1y XOPOIIMMH HaBBIKAMU OOIIEHHS C JIIOABMU U ycIie-
XOM B 00/1aCTH MPOJak HUYTOKHO Masia. $1 He roBOpIO, YTO B POAIAKaX HaBBIKKM OOIIEHHUS C JIIOIbMU
He BaKHbl — OHH JIEHCTBUTEIIbHO BaxXHBI. HO [17151 BBICTparBaHU s 3HAUMMBbIX OTHOLLIEHUI MaJio OIHOTO
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npyxemoous1. Hactosiiue neoBbie OTHOIIEHU s TPEOYIOT, YTOOBI BbI BHISICHUIIN, O YeM MEUTAaeT, Yero
XOUeT M OIacaeTcsl Balll KJIMEeHT U YTO €ro MOTHUBHUPYET, a JIJIsl 3TOr0 HY)KHO 3a/1aBaTh MPaBUIIbHbIC
BOIPOCHI, CITIOCOOHBIE 3aMHTEPECOBATh KJIMEHTA, U MPeoOpa3oBbIBATh €r0 UHTEPEC B ICHCTBUS.

[Tpu Takux OTHOIIEHUSIX Bac OyneT 3a00THTh HE TOJBKO Ball 3apabOTOK WM 3aKJIIOUCHHE
CHIEJTKH, HO U JKeJJaHhe TTOMOYb KJIMEHTY IO TPeM OCHOBHBIM HAITPABJICHUSIM.

1. Munumu3zuposamo puck. Bbl n3dapiseTe KJIMEHTa OT OMAaceHUH (MOTPATUTh CIIUIIKOM
MHOTO WJIM KYIUTh TUIOXO PaOOTAIONIUK MPOAYKT) U TapaHTUpyeTe eMy, UTO OH OyJIeT TOPIUThCS,
KyIUB Balll TIPOAYKT JJIsi CBOeH KOMMaHuM. ECIM KJIMEHT CIUT CHOKOWHO, Ojarogapsi TOMy 4TO
COTPYOHUYAET C BAMH, TO OIPE/ICICHHO 3aX04YeT MMETh C BaMH JIeJI0 U B OyIyIleM.

2. Ykpenumuv xoukypenmocnocoonocms. KivMeHTh, Kak U BCe JIEJIOBbIE JIIOAU, B KOHEYHOM
cueTe XOTAT MPOABUHYTHCSA Briepen. Eciu Bain mpoayKT MOMOXKET UM XOPOIIO BBHITJISIIETh Ha (hOHE
KOJUIET U MOJHSATHCS Ha CTYTICHBbKY BBEPX 110 KOPIIOPATUBHOM JIECTHUIIE, TO Bb HABEPHSIKA 3aCITyKUTE
MECTO 32 CTOJIOM T€PErOBOPOB.

3. Jocmuub yeneil. CieluaiucT 1o pojakam, CioCOOHBIN IIPEI0OCTaBUTh PEIlieHHE, KOTOPOe
TOBBICUT MPUOBLTb UM COKPATUT 3aTPaThl, He TIOJICKUT 3aMeHe. ECTi BB CMOKeTe TOMOYb KJIUEHTY
OCYIIECTBUTDb €r0 MEUTY — BBIBECTH KOMITAHHIO Ha CJIEYIONIUI YPOBEHb, TO CTAHETE HE TIPOCTO TOJI-
PATUYUKOM, HO ¥ HACTOSIIIIUM TTAPTHEPOM.

UYro ob1iero y Bcex 3TuX MyHKToB? B KakaI0M cliydae Bbl Kak CHEUAIIHCT TI0 MPoJakaM 3aBO-
eBbIBaETe CBOE MECTO U JIOOMBAETECh PE3y/IbTAaTOB, YTOOBI YCTAHOBUTH OTHOMIEeHUs. ComepKaresib-
HBIE OTHOITIEHUS He BOHUKAIOT Ha ITyCTOM MECTe; OHU KYJIbTHBUPYIOTCS YCEPIHBIMU CIICIIUATCTAMU
10 TIpoAaXam, MOHUMAIOIIMMHU, YTO [Tl JOCTHKEHUS ycriexa HeoOX0AMMO IPUOOPECTH HACTOSIITYIO
IIEHHOCTh B IV1a3aX KJIMEHTA.

CIMIIKOM JIONTO TaK Ha3bIBaeMbIe SKCIIEPTHI TIO MPOAakaM MPOMOBEIOBATH IIEHHOCTH OTHO-
IIIeHUH, He Ha3bIBask UX. B OONBITMHCTBE CBOEM OHM JJOKA3BIBAJIU, UTO CIEIIUAIUCTAM IO MPOIaXKaM
HYKHO TOJIBKO «JIOCTUYb B3aMMOTIOHMMAHHU 1, BECTU ceOsl YeCTHO U BBICTPOUTH JIOBEPUTEILHBIE OTHO-
IIIeHUsT», YTOOBI CIIOCOOCTBOBATh KOMMepUYecKoMy ycriexy. OHAaKO 3T XapaKTEPUCTUKH JIPYKObI
He 00s13aTeJIbHO BEeAYT K YCIEIIHBIM OTHOIICHUSIM B TIPOIIecce KyIUTU-ipoaaxu. KIMeHTsl He XOTAT
«3aBOJMTH JIPy3eii»; OHU XOTAT BUAETb PE3YJIbTAThI, & PE3yIbTaThl 0OECTICUNBAIOT COEPKATEIbHbIE
OTHOITICHUSI.

Heyme.;m 9TH BOIIPOCHI HeﬁCTBHTeJIbHO MmoMoraiT?

Pabotast KOHCYIBTaHTOM, 51 B OCHOBHOM MMEIO JIEJIO CO CHEHaINCTaMH TI0 MpoakaM, cObl-
BAIOIIMMH MPOLYKTH M YCIYTY Ha PhIHKE «OW3HEC it Ou3Heca». DTO O3HAYaAeT, BO-TIEPBHIX, UTO
MOM YPOKH OMpPOOOBAHbBI M MCHOJIb30BAHbI THICSTYAMHU CAMBIX BBICOKOOIUIAUMBAEMBIX CIEIHAINCTOB
o niponaxam B CIIA. [lanHas TexHuKa paboTaer, HO TpeOyITCs BpeMs U YCUJIHS, YTOOBI ee OCBO-
UTb. BO-BTOPBIX, €CJIM BBl CTPEMUTECH CO3/1aBATh U TMOJJICP)KUBATH JOJTOBPEMEHHBIE IEJIOBbIE OTHO-
IIIEHHSI CO CBOMMM KJIMEHTAMH TaK, YTOOBI OTJIMYATHCSI OT BCEX OCTAJIbHBIX CIIEIIMAIMCTOB B CBOEH
o0nacTu, To BaM, HECOMHEHHO, OY€Hb MTPUTOASITCSI MOM COBETHI.

OTIMYHBIN CTIEIMAUCT IO MTPOJakaM JOJKEH He TOJIbKO OBITh SKCTIEPTOM B CBOEH 00/1aCTH, HO
u Opath Ha ce0s1 poJib «IIcuXoTeparneBTa B OusHece». Urto s umelo B Buay? «[lcuxorepaneBt B Ou3-
Hece» — 3TO YeJIOBEK, CIOCOOHBIN BHISIBUTH, B UeM pa304apoBaH CBOEH padOTOM MOTEHITNATIbHBIA KJTU-
eHT. [103B0JIsIs1 YeOBeKy BBIPA3UTh JOCAIY, BbI JaeTe eMy BO3ZMOXHOCTb OCO3HATh HEOOXOAUMOCTD
niepeMeH M 0OpaTUTLCS K BaM 3a perieHneM. Haripumep, MoTeHIIMaIbHble KJIMEHTBl YaCTO MCIBITHI-
BaIOT TPYJHOCTH M3-32 IPOAODKUTEIBHOTO pad0oyYero Hs, Ype3MepHO TPeOOBATEIHHOTO HaYaIbHUKA
WM TIOCTABIIMKA, KOTOPBIM MOCTOSIHHO CphIBaeT Cpoku. CrienuanucT no mpogaxkam, AeHCTBYIOIIUI
KaK TICUXOTeparieBT, MOKET JOKOMAThCS JI0 STUX MPoOsIeM, 3a1aBasi MOAXOASIINE BOITPOCH M BBICITY-
mMBast OTBETHl. Kak TOJIbKO CHeuasmcT 1Mo mpoAaxam JI0KaxeT, YTO eMY MOKHO IOBEPSITh 1 OH TOTOB
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CJTyIIIaTh, MOTEHIIMAIBHBIN KJIMEHT PAacClaOUTCs M OXOTHEE CTAHET JICJIMThCSI CBOMMHM TPOOIeMaMu 1
oOpaIarbcs 3a MOMOIIIBIO.

IloueMy UMEHHO 3TH BONPOCHI?

[MpuMeHsis TaHHYIO0 TEXHUKY, BbI CMOXKETe 3aj1aBaTh Oojiee Beckue, 3(p(heKTUBHbIC U UHTEepec-
HbIE MOTEHIMAILHOMY KJIMEHTY BOIPOCHI. 3ajiaBasi YJIyqIlleHHbIE BOITPOCHI, BbI:

@ suvi3vIGAEME NOMEHUUANLHO20 KAUCHMA HA Pa32080p. J1jis 3TOro BaM HYXHO MOOOPOTh
KeJlaHWe TPOJIEMOHCTPUPOBATh HAKOIUICHHBIE 3HAHUS O CBOEM TPOJYKTe WJIM CBOel cdepe nes-
TEJILHOCTA. BMECTO TOro 4toObl HaBeBaTh CKYKY Ha TMOTCHIMAIBHOIO KJIMEHTA, TOATOJIKHUTE €ro
OTKPBITBCS BaM, 3a/1aBasi YMHBIC BOIPOCHI M BHMMATeJbHO BhICHyImBas orBetbl. [leiin KapHerw,
aBTOp KHUTH «Kak 3aBOeBBIBATH JIpy3el U OKa3bIBaTh BIMSIHUE Ha JIIOJCH», YTBEPKAAET, YTO MOKHO
npou3BecTy OoJiee CUIILHOE BIICUaT/ICHHE Ha IPYroro YesioBeKa 3a IeCSITh MUHYT, IIPOIEMOHCTPHPO-
BaB CBOM K HEMY MHTEPEC, YeM 3a MOJIroa, roBopsi o cede. 3ajaBasi PaBUIIbHBIC BOTIPOCHI, BbI 1A/IUTE
MOTEHIINAIbHBIM KJIMEHTAM MOYyBCTBOBATh UX 3HAYUMOCTb;

@ Jdemoncmpupyeme ceou omauuusi Om 8aUUX KOHKYpeHmos. VicciaenoBanus MoKas3blBaioT,
4910 90 % ONBITHBIX CIEIMAKCTOB MO MPOJaXkaM He 3HAIOT, KaK 3aJ1aBaTh MPABHJIbHBIC BOIPOCHI,
wi 6osTest 3Toro. Eciiv Bbl HayunTeCh 3a/1aBaTh MPABUJIbHBIE BOITPOCH, TO ABTOMATHUYECKU HAYHETe
OTJIMYATHCS OT CBOMX KOHKYPEHTOB;

@ suvipadicaeme couyecmeue no OMHOUEHUI) K NOMEHUUANbHBIM KAueHmam. Bripazus
KJIMEHTY TOTOBHOCTb BBICJTYIIIaTh €T0 PaccKas o MpoOieMax M HEB3rojax, Bbl BHI30OBETE y HEro KeJa-
HUe 00IaThcs ¢ BaMu. B Haiiem o01iecTBe JIIoau OBIBAIOT HETEPIIEUBBI TIPU 0OCYkKJICHUH TTPOoOIeM
Y YacTO XOTAT HEMEUICHHO NIepedTH K ux penieHusiM. OJIHAKO BallleMy MMOTEHIIMAIBHOMY KJIUSHTY
HY)KHO CHayaJla pacro3HaTh ¥ MOHATh CBOM MPOOJIEMBI, MIPEX/Ie YeM OH COIIACHTCS C TEM, YTO eMy
HeoOxouMa oMoIIpb. [laB KIMEHTY TIOUYBCTBOBATh, YTO BbI €T0 IOHUMAETE, BbI IIOIYYHTE JIOCTYIT K
uH(pOpMAIINK, B KOTOPYIO MHAYe Bac Obl HE MOCBIITUIIN;

@ o0.1e2uaeme nonumanue NOMEHYUANLHBLM KAUCHIMOM €20 NOMpPeOHOCmell U nomozaeme
eMy camocmosimenbHo npuiimu K 8vlgodam. Jlaxe eciv 310 JJisl BaC OYEBHIHO, BaM HE CJIeAyeT
YKa3bIBaTh MOTEHIIMAILHOMY KJIMEHTY, B YeM ero MpoOJieMbl, a Hy’KHO IIOMOYb €My CaMOCTOSITEJIbHO
uX OOHAPYXKWTh, M TOTJa OH OOpaTUTCA K BaM 3a pemieHueM. Jlaxe Te, KTO 3HAaeT O CBOMX Mpooie-
Max, HyXkJal0TCsI B BalllUX HABOJSAIIMX BOIIPOCAX, YTOOBI BBHIILIECHYTh HEraTMBHbIE MoImu. Pa3zoya-
pOBaHUeE U Jpyrue MojioOHbIe YYBCTBA, COMPOBOXIAIOIIHE TPOOIIEMbI, C KOTOPHIMHU OHU CTOJIKHYJIHC,
HACTPOSAT BAIIMX MOTEHIIMAIBHBIX KJIMEHTOB Ha JISWCTBUS, HO TOJIBKO €CJIU BBl 320CTPUTE Ha IIpooJie-
Max BHHUMaHHe, 3aJ1aB TIOIXO/AIINE BOIIPOCHI;

® noomaikueaeme NOMEHUUANLHO20 KAUEHMA K NPUSHAHUI) GANCHOCMU OellcmaEuil.
CTouT NoTeHIMATbHOMY KJIMEHTY OOHAPYKHTh, B UEM €ro MpoOIeMsbl, Kak OH 0e3 KoleOaHui 3aro-
BOPHUT O BO3MOXHBIX pereHusx. OH faxe OyIeT CTPeMHUTBCSI OOCYAUTD, YeM Bbl MOKETE €My TIOMOYb,
MOCKOJIbKY OCO3HaJT HEOOXOAMMOCTh UCTTPABUTH CUTYAIIUIO;

@ guiacnaeme, KaK KOHKpemHAs1 KOMNAHUS NPUHUMAEM peuleHue 0 NOKynKe, a maxoice
Kmo 8 Komnanuu npunumaem pewtenus. JIioopie METOIBI paOOTHI C BOIIPOCAMH, KOTOPBIMHU BbI OBJIa-
neete, OymyT OECIOJIE3HBI, €C/I 0OpAIaThesl He K TOMY UYelIOBeKY. 3aaBasi MpaBIIbHbIE BOITPOCH U
TIO3BOJISISI IOTEHITNAIbHBIM KJIMEHTaM BBITOBOPUTHCS, BbI CMOKETE BBISICHUTD, KTO TPUHUMAET pellie-
HHSI O MOKYIKAaX M KaK 3TH pelleHUus] MPUHUMAIOTCS B KakKIOM KOHKpPETHOW KommaHuu. be3 stou
H(pOpPMaIHHX JTI0ObIe METO/IBI TIOCTPOEHUST OTHOIIEHUI OKaKyTCsl OECTIONE3HBIMU;

® yoenrseme ocodoe gHUMaHUE NHOOBIM NOMEHUUANLHBIM NPENAMCMEUAM, CHOCOOHBLIM
copaamuv 803 MONHCHYIO cOeAKY. 3a/laBasi IPABUIILHBIC BOIIPOCHI, BBl Y3HAETE, YTO OSCIIOKOMT MOTEH-
[UATLHOTO KJIMEHTA U KaKhe COMHEHHMSI BBI3BIBACT Y HErO MpeICTosIIIee PUoOpeTeH e.
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Yero s o:xkugaro ot Bac?

[NocTpoenue peanbHBIX OTHOIIEHHI TpeOyeT BpeMeHH U ciil. Bam ciienyeT npeacTaBuTh COBO-
KYITHOCTh CBOMX HAaBBIKOB MPOJIAX B BUje 0a30BOro Hadopa MHCTpyMeHTOB. 1o Mepe usyueHus
Pa3IMYHBIX TUTIOB BOIIPOCOB, MPECTABICHHBIX B KHUTE, BbI OyAeTe J0OABJIATh HOBBIN CIIEIMATA3H-
POBaHHBIN MHCTPYMEHT B CBOM HaOop. [J0OaBMB 3T MHCTPYMEHTHI, He 3a0bIBaiiTe MPABHIBHO HX
UCTIONb30BaTh. Belb €ci Bbl ONBITAETECh BBIHYTD LIYPYI KYBaJlI0i, TO HE CIMIIKOM B 3TOM IIpe-
ycrieeTe, OJHAKO MOXeTe cJIoMaTh CTeHy. BMecTo Toro 4roObl XBaTaThCs 3a TIEPBBIN MOMABIIAIACS
MHCTPYMEHT, He CIIella OLEHUTE CUTYallio U BIOEpUTe HAWTYUIIUi TUlaH AeicTBuid. Ecim npume-
HATb CTpaTEruu, NpeJIoKEHHbIE B KHUTE, HATIOJIOBUHY, OHU HE TPUHECYT 3(PeKTa; pa3IniHbIE TUITbI
BOIPOCOB HYKHO TIIATEJIbHO COCTaBJIATh U KOPPEKTUPOBATD 110]] KOHKPETHBIX KJIMEHTOB U CIelua-
JIMCTOB M0 MPOAAXKaM. YBUJIEB Pe3yJIbTaThl CBOETO YIIOPHOTO TPYAQ, Bbl MOMMETE, YTO HE 3psi OTpa-
THJIM Ha 3TO BpeMsl.

[Toutu B KaxayIo I1aBy 5 BKJIIOYMWI yrpakHeHUsl. OHU BBICTYNAIOT B MOJIEPKKY M3JI0KEHHBIX
MHOH METO/IOB ¥ TIO3BOJISIT BaM OTTOUUTh HABBIKM PAOOTHI C BOIIPOCAMH, MPEkK/IE YeM MPUMEHSTh UX
Ha MPaKTUKe. DTU yIpaKHEHU 1 HEOOXOIUMO BBINOHSTh, MHAYE Bbl HE CMOKETE B ITOJTHOW Mepe OBJIa-
IeTh pa3IMYHbBIMU MeTogaMu. Kpome Toro, mepeBapuTh Bech MaTepyal 3a OAUH pa3 OyJeT CIUIIKOM
Tsikesno. [loaToMy s mpejiaraio 4uTaTh 1O OJHOM I71aBE€ U BBINOIHSATH IPUJIOKEHHBIE K HEW yIIpaKHe-
HUS1. 3aTeM BEPHUTECH U TIEPEUTANTE IJ1aBy, YTOOBI YOAUTHCS, UTO BbI MOHSLTH, KaK U KOTIa puMe-
HATh KOHKPETHBIN THIT BOITpocoB. Eciu BbIgeMTe BpeMsi Ha TO, YTOOBI M3YUUTh, KaK MOIb30BAThHCS
npe/araeMbIMUA MHOH BOITPOCAMH, CITIOCOOHBIMH 3aMHTEPECOBATH MAPTHEPA, TO HE COMHEBAIOCh, YTO
Ballll yCTIEXU MPEB30MAYT BCE OKUAAHUS.

O kakux nmpoo6JemMax ujeT peub B 3TOi KHuUre?

MB&1 ioroBoprmM 000 BeeX mpodieMax U MPersTCTBUSIX, C KOTOPHIME €KeJHEBHO CTATKMBAIOTCS
CIIEIUAIMCTHI TIO MpojaxkaM. Huke nprBeieHbl HECKOJIBKO U3 YKCIa Hanbosiee pacrpoCTpaHeHHBIX
mpo0seM, 0 HUX TIORJIET peub B MOCEIYIONIHX IIaBax:

@ «Mue msiceno coenamo nepewiii uiaz»;

@ «[lomenyuanvrvle KaueHmMobl CREULAM NOAYUUNL UHPOPMAUUIO, HO He CRean ¢ Oelicmeu-
AMU»;

@ «Kauenmul 2080psim, umo yeHsim HAwU Ycayeu, Ho Xomsin NOAYUUms Ux no camoli HU3KOI
UeHe»;

@ «Mrie kasicemcst, umo s mpauy CAUUKOM MHO20 8PEMEHU HA OeCNePCeKmusHble aPUAHIITbLY,

@ «Mmue noocosuvisarom aooeti, Komopbole He NPUHUMAION PEULEHUS;

@ «A yowce 20moe 3aKM0UUMb COENKY, HO 8 NOCAEOHIOI0 MUHYMY NPOUCXOOUN HEUMO, On4ezo
8ce CpblBaemcsi»;

@ «Bce nomenyuanvHvle KAueHmyl, ¢ KOMOPbIMU i KOHMAKMUPYIO, 2080PsiN, UMO He UWym
HOBbIX NOCMABUUKO8, HO 51-MO 3HAI0, YINO OHU HEO0B8OAbHbL MEeMU, C KeM pabomaron»;

@ «[loxooice, MHe He YOaemcst C8s3AMbCSL C HYHCHBIM UEN0BEKOM»;

@ «Mou npezenmauyuu He HAXOOSM OMKAUKA»;

@ «Mue 6ce epemsi 2060psim, UMo NPSIMO CEMAC Y HUX Hem OeHez HA NOKYNKY».

Yro BBl HAlJIeTe B 9TOM KHUre?

[Mompocty roBopsl, BBl y3HaeTe, Kak 3aaBaTh BOIIPOCHI, CIIOCOOHBIE pa3BsSI3aTh Y KJIUECHTA S3BIK.
CrienianucThl Mo MpojakaM 4acTo OMNacaloTcs JaBaTh KJIMEHTY cJIoBO. Bosrtcs, uTo, eciau KiIuMeHT
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3aBEJIET Pa3rOBOpP «HE B Ty CTOPOHY», OHM IOTEPSAIOT KOHTPOJIb U B UTOrE YIYCTAT clesky. Her
HUYEro OoJiee 1a1eKoro OT UCTHUHBL. Y KJIMEeHTa eCTh Macca MH(pOPMAIMK, KOTOPOH OH KaxXJeT Mojie-
JIMTBCS, €CJIU TOJIbKO MBI TPEAOCTABUM €MY BO3MOXKHOCTB! 3a/1aBasi BOIPOCH, BbI3bIBAIOIIME KJIMEHTA
Ha OTKPOBEHHOCTb, Bbl MOMMETE, YTO MOXXETE KOHTPOJIMPOBATh HAllpaBJIeHUE pa3roBOpa, B TO ke
BpEMA JaBad YC€JIOBEKY BBIT'OBOPUTBHCA. I/ICCHCHOBE[HI/IH IMoKa3sajii, 4YTO BO BpEMA TAUMTAYHOU IICJIOBOﬁ
BCTPEYU KJIMEHTHI pacKpbiBaloT Bcero 20 % CBOMX MBICIIEH, IO9TOMY Ballla 11eJIb — 3aMHTEPECOBATh
KJIMEHTA TaK, YTOOBI OH BBUIOKWIT OcTasibHbIe 80 %. [TpuMeHssi MO0 TeXHUKY PaOOTHI C BOIIPOCAMH,
Bbl CMOJXETE U3BJICKATL 3Ty I/IH(bOpMaI_II/IIO H, B CBOIO O4Y€pEab, IIpeajiaratb KIMECHTAaM UHIUBUAYAJIb-
HBIC PCHICHUA, TPEBOCXOOAINME UX OKUAAHUA.

Knura HaumHaeTcs ¢ camoaHaIM3a TUITMIHBIX BOIIPOCOB, KOTOPLIC BbI OOBIYHO 3aJa€Te IIOTCH-
OUaJIbHBIM KJIMEHTAaM. O6IIyMaB 9TH BOIIPOCHI, BbI HOfIMCTC, YTO MHOI'M€ U3 HUX HE IIPUHOCAT KeJjia-
€MOro pe3y/ibTara. BhIIOIHUB JaHHOE ylpakHEHUE, Bbl TOCTENIEHHO PACIIMPUTE CBOM perepryap ¢
MOMOIIBIO HOBLIX THIIOB BOITPOCOB, 1 OHU 6yIIyT HE TOJIbKO BAOXHOBJIATH pa3roBOp, HO U MO3BOJIAT
BaM BBIICIUTHCS U3 00IIel Macchl. Bee THITBI BOIPOCOB, MPUBEAEHHBIE B KHUTE, TIOMOTYT BaM Ooliee
3¢ peKTUBHO 00ImAThCs ¢ KaueHTaMu. Kpome Toro, oHM MO3BOJIAT MOCTPOUTD TaKUe JEIOBbIe OTHO-
IIEHHS], YTO KJIMEHTHI TOCTOSTHHO OYIyT K BaM BO3BpAIAThCS.

B ocHOBe KHUTH JIEXUT MOE Y6C)KIICHI/IG O TOM, 4YTO KJIMCHTBI AKTUBHO PEArupyroT Ha Crieiua-
JICTOB IO MTPOJAaKaM, KOTOPBIE ITPOSIBIISIIOT MHTEPEC K MX OM3HECY M sKU3HU. S Oyy 4acTo MOBTOPSATH,
YTO 3TO HE MOAIPa3yMeBaeT AOCYkell CBETCKOM OOJITOBHU O CIIOPTE, MOTOIe W Ha JIpyrie OaHaIbHbIE
TeMbl. BaM Hy’KHO KyJIbTUBHPOBATh peajibHble, POYHbIE OTHOIIECHUS C KJIMEHTaMHU, YTOObI yOSIUThCS
B YJIOBJIETBOPEHUH UX TOTpeOHOCTEN. IJ1s1 3TOro HyKHO CIIYIIaTh CBOMX KJIMEHTOB U JEUCTBUTEIIBHO
CJIbIIaTh, O YEM OHHU I'OBOPAT. I/IHOFIIa npuaeTcAa MpoCTO MOJIYa BBICIYIIMBATH, KaK KJIMEHT 6YIIGT
BO3MYIIATHCSI HU3KUM YPOBHEM OOCITYXKHMBAaHUSI CO CTOPOHBI Ballleld KOMITaHWY UM HEHaAEKHBIMU
nocraBkamu. B IIpyFOﬁ Ppa3, BO3BMOXKHO, IMIPUACTCA BbICTYIINBATL U3JIMAHUA HA TAKHUC JIMYHBIC TEMBI,
KakK HaaeXKJabl 1 MEUYTHI KIIMECHTA. A BO3MOXHO, 6y,JIYT ClIydau, Korga BacC IOCBATAT B HOIIPO6HOCTI/I
BHYTpPEHHEH O0pbObI MEsK/1y KIMEHTOM M €r0 HauaJIbHUKOM WJIM MEKTy oTaeaMy koMmanun. [Tomo6-
HBbIC 6CCCIH)I MOT'YT YTOMJIATDb, OJHAKO YCTAHOBHUBIIUECA NEJIOBBIC OTHOUMICHUA CITOCOOHEBI BBIICPKATH
CIIUSIHAS KOMITAaHUHN U CMCHY TEeXHOJIOTUH. Ecin BBl TOTOBBI BIIOKHUTD BpEMA U CUJIbI B YCTAHOBJICHUE
TaKUX OTHOIIEHUH C KJIMEHTaMU, Bac OKUAAET yCIex.
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I'maBa 1
Heckoawvko sonpocos o... sonpocax

ITockomnbKy 9TO KHHTa O BONPOCAx, AaBalUTe C HUX U HAYHEM.

Yro 310 Takoe — Bonpocsl? [Touemy Mel ux 3agaem? [louemy Ha Hux orBedaem? Y mouemy oHu
SBJISIOTCSA TAKUM MOILHBIM MHCTPYMEHTOM IPOax?

S mpennoynTao AymMaTh O BOIPOCAX Kak 00 uHCmpymerme no 0OHapyiceHuio ucmurvl . Bor
MI0YeMy CTpaTerust NpoAax, OCHOBaHHAs Ha OMpocax, CTojb 3geKkTruBHa. Jlydmuil cnocod co3aarh
LIEHHOCTb U1l HAIUMX KJIMEHTOB, KOMIIAHUM M ISl HAC CaMUX — 3TO AOKONaThes 10 npasapl. Ipo-
JABLIBI TPATAT yUMY BPEMEHU U JEHET, MBITasACh ITPOJATh HE TEM JIOAAM HE T€ PELIEHUs HE TeX IPo-
onem.

Kak n3BecTHO, NOKymnarenu He Bcerga ropopAr npasny. [lopoit oHM genaoT 370 HaMEpEHHO —
U3 BEKJIMBOCTH, YTOOBI M30aBUTHCS OT BAC, 3ALIUTUTLCS WU MOTyYUTh HEKOE MperoaraeMoe mnpe-
MMynIecTBO Hajl BaMu. Ho varne nokynaresm He roBOpAT IIPaBy, IOTOMY 4TO CaMU €€ He 3HatoT. OHu
HE POl OOJIBIIYI0 padoOTy, YTOOBI O-HACTOSIIIIEMY TIOHATh COOCTBEHHBIE JKEJIaHUs U TOTped-
HOCTH.

Kak npaBusio, Mbl BOCHpMHMMAEM BOIIPOCH Kak JOJkHOe. Ho eciv Bbl HA MAHYTY 3aJyMaeTech,
TO 3aMETUTE, YTO, KOTJa MbI 33/1a€M BOIIPOC, IPOUCXOIUT HEUTO BECbMa CTPAHHOE: 0ObIUHO Mbl NONY-
uaem omeem. Ha camoM Jiefie, He OTBETUTh Ha BOIPOC JOCTATOYHO CJI0KHO. [lake Koraa jyuiie OblIo
Obl IPOMOJTYATB, JIIOAW YyBCTBYIOT ce0s1 00s13aHHBIMHU OTBEYaTh HAa BONPOCH. BerioMHMM, Hanipumep,
3HaMEHUTOE MpaBWJIO MupaH/bl, KOTOPOE BCE MBI 3HAEM U3 MOJMLENUCKUX CEPUAJIOB: MOJO3pEBac-
MBIM 00S13aTeJIbHO HYXKHO HANOMUHAMb, YTO OHU HE 00sI3aHbI OTBEYaTh Ha BOIPOCH OMHLIMH. Tem
HE MEHEE MHOTME BCE PaBHO OTBEYAIOT.

Ectp Heuto Takoe, rIyOOKO YKOpPEHMBIIIEECsI B YEJIOBEYECKOM pasyMe, UTo MPUHYXKIAeT Hac
OTBeYaTh Ha BONpochl. Eciu KTo-To 3a1aeT pasyMHbIN BOIIPOC pa3yMHBIM CIIOCOOOM U 1O pa3yMHBIM
NPUYUHAM, OTKA3aThCs OTBEYATh TIOYTH HEMBICIUMO. DTO OyAET BOCIIPUHATO Kak Tpydoe, MpaKTH-
YECKM aHTUCOLIMAJIBHOE [IEVICTBUE.

Bce yenoBeueckoe 3HaHME, PAKTUYECKU JII00as npodeccuss HauMHaeTcsl ¢ BONpocoB. [leTek-
TUBBI crpaBaioT: «Krto 310 cnenan?» JKypHanuctel cnipammBaoT: «Yrto npousonuio?» Hayka
cripammBaeT: «Kak ycrpoen mup?» Penmurusa cipatmsaer: «Ilouemy Mel 3aech ?» Punocodus crpa-
mmBaeT: «Yro ects npasaa’»

Jlronu ydarcsi, pacTyT v JOOMBAIOTCS ycrexa, 0OMEHHBAsSICh APYT € IpyroM 3HaHUAMH. $1 qymaro,
BOIPOCHI TaK MTYOOKO YKOPEHWJIUCh B HAIllEM CO3HAHUM, TIOTOMY UTO SIBJISIIOTCS CaMbIM 3(P(PEKTHB-
HBIM UHCTPYMEHTOM, KOTOPbIM MbI PacIiojiaraeM AJis Oy YeH! sl 3HaHUA. XOPOIIKE BOIIPOCH! UCKJIIO-
YaloT BCe MOCTOPOHHEE M J100MpaioTcst A0 cyTu Bemieil. OHM MO3BOJISAIOT HAM IOJTYyYUTh TOYHBIE,
TIOJIE3HBIE U peJIeBaHTHBIE CBEAECHU OT APYrux Jioneil. Ham He HyXHO 3arpy:xarb B ceOs1 Bce 3HaHUS,
posiiiyecs B MO3ry y coOece/IHIKa.

Ho Bonpockl MOryT HaMHOTO GOJIbIIIEe, YeM MPOCTO CITYXKUTh IS NepeJayr 3HAHUN U3 OJHOTO
Mo3ra B Apyrou. Jlydimue Bonpockl co31aioT Hogoe 3HaHueE. YenoBek, KOTOpOMy 3a/1aloT BOIIPOC, HE
MPOCTO COOOIIAET BaM TO, UTO yke 3HaeT. OOayMbIBasi BalllM CJIOBA, OH OTKPBIBAET YTO-TO HOBOE —
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O CJIOKUBILIEHCS] CUTYAIUHU, O CBOMX IIEHHOCTSIX, JKeIaHUSIX U IOTPEOHOCTSIX, — YTO-TO, YETr0 paHbIIe
HE IOHUMAJI.

B 3tom u cocrout mpeoOpasyiommas cuia CTpaTerud Mpojax, OCHOBAHHON Ha MOCTAHOBKE
BOIPOCOB. XOPOIIIKE CTIEIUAIUCTHI IPHOETAIOT K 3TOMY CPEIICTBY, YTOOBI IOMOYb KJIMEHTaM y3HATh O
camux cebe 4T0-T0 HOBOE. ECiin BbI MOXeETe 3TOro JOOMTHCS — 3HAYUT, TOTOBBI IIPUCTYIUTDH K pellie-
HUIO MPOOJIeM, O CYIIECTBOBAHUM KOTOPBIX JIpyrve CHEelUaiCThl Jaxke He mono3penaior. Uro ere
BaXkKHEE, TaK CO3/1aeTCs MPOYHAsl CBA3b MEK/1y BAMU U KJIMEHTOM. «ITO HE IIPOCTO KTO-TO, KTO MHE
YTO-TO MPOJACT, — AYMAET KJIMEHT. — OH IOMOraeT MHE PacTu».

HNepapxust BoipocoB

Bdnbias yacTb 3TOM KHUATH MOCBAIIEHA TOMY, KaK CTaBUTD OoJiee ITyOOKHe BOMPOCH — TAKKE,
KOTOpBbIE IPYTUe CIEMAIUCTHI IO TIPOAaXaM JJake He IoTaIaloTcsl,  MOKET ObITb, M OOSTCS 32/1aBaTh.

B npocCThIX 3aKpBITBIX BOIPOCAX, HA KOTOPBIE MOKYIATEb MOKET OTBETUTD «J1a» WUJIM «HET»,
HeT Huyero 1ioxoro. Hanpumep: «Bbl 3aMeTnin yBesmyeHue pojax B MpouioM rogy 7» Bam Hy:kHO
MOJTyYUTh HEKYI0 0a30BYI0 HH(OPMAIHMIO, OCOOEHHO B HaYajie TOPrOBbIX OTHOIIEHH. [y ycTaHOB-
JICHHAS] B3aMMOIIOHMMAaHMSA ITPOCTHIE BOIPOCH! MOAXOAAT KAaK HEJb3d JIydlle: MOTEHIUAJIbHbIE KJIM-
€HTBbl HE BUIAT B HUX HUKAKOW yrpo3bl, U OTBETUTh HA HUX JIETKO.

Ho na 3T0M MHOrMe crnenualvcTsl IO IpoJakam OcTaHaBjMBalOTCA. M ecau Bel HE KO-
HeTe IyOke, Ballld OTHOLIEHUS C KJIMEHTOM OCTaHyTCSl TOBEPXHOCTHHIMU. KoHeuHo, mpaBo
KOMaTh IIyOKe ere HyXKHO 3acTykuTh. KiIMeHTy HeoOXOIuMo BpeMsi: OH JIOJKEH JOBEPHUTHCS BaM
HACTOJIBKO, YTOOBI MO-HACTOSIIIEMY OTKpPbIThCs. W pelieHue, OCHOBaHHOE Ha WCTUHE, OyJeT Tem
CaMbIM, KOTOPO€ BAIlX KJIMEHTHl OXOTHO KYIIAT.

Xopoume H IIJIOXHE€ BOIIPOCHI

Xopolre BOIpock MpuOIMKaoT K uctuae. Ho ecTb Takue BOMPOCH, KOTOPHIE MOTYT COUTH
Bac ¢ mytr. OHM MMOPO¥ CO3JAI0T WILTIO3UIO, YTO BB JOOMBAETECh YCIIEXOB, TOra KaK Ha CaMOM Jiejie
Bbl B JIyYIlleM CJIy4yae XOOUTEe IO Kpyry. B XymmieMm ke Iioxue BOIpPOCHl OTIYTHYT MOKyHaTesei.
[IpuBenemM HECKOJIbKO TPUMEPOB.

@ Hasooswue sonpocwl: «Pa3Be Bbl HE COIJIACHBI, YTO KAUECTBO — BAKHEHUIHUN (hakTop?»,
«Pa3Be Bac He uHTepecyeT HajexkHoe pruHaHCOBOe Oynayiee?» [TogoOHbIe BOITPOCH HE 3aTOYEHBI HA
BBISICHEHME TPaB/Ibl; OHM HarpaBjieHbl HA MOJTy4YeHue coriacus. Mbl He y3HaeM HUYero HOBOTO, a
KJIMEHT IMOYYBCTBYET, YTO UM MAHUITYJIUPYIOT.

@ Jlenusuwle sonpocwl: «B kakoil otTpaciv Bel padoraere?», «ITO Ballla eIMHCTBEHHAS JIOKa-
A?» ATy UHOPMALIMIO MBI MOIJIM TIOYEPITHYTh M3 IPYrMX HMCTOYHMKOB, a 3HAYHUT, MOJOOHBIC
BOIIPOCHI IIPOCTO TPATAT BPpEMA KIUEHTA.

@ Kopvicmuvble eonpocvl: «UT0 BaM M3BECTHO O HaIllleld KOMIaHUM ?», «Bbl ycrienmu o3HaKo-
MUTBCS ¢ UH(OPMAIIEH, KOTOPYIO 1 BaM OTIPaBWI?», «ECTh JIM KaKue-TO MPOEKTHI, Ha KOTOPbIS
s1 MOTy cocliatbesi?», «Kak BaM Mou 1IeHbI?», «Y Bac eCTb KO MHE BOIPOCHI?», «XOTUTE MOCMOT-
PETH IICMOpOJII/IK?» XOTb 3TO U BaXKHO — OIPEACINTb U OLICHUTH MHTEPEC MOTCHUHUAJIbHOI'O KJIMCHTA,
MOI0OHBIE BOITPOCH MOTYT CO3/1aTh BIIEYATJICHUE, YTO BbI OOJIBIIIE COCPEIOTOUEHBI Ha COOCTBEHHBIX
HUHTEpECax, HEXKECIIN Ha HOTpC6HOCTHX kymeHTa. Kak v jieHUBLIE BOIIPOCHI, OHX MOI'YT HAIIOMHWHATDb
TIOTTBITKY TIOTOPrOBAaThCS WJIM HAUTH JIA3eHKY BMECTO TOTO, YTOOBI (DOKYCUPOBATHCS HAa PEIICHUSIX C
BBICOKOW IIEHHOCTBHIO.

@ Bonpocul ¢ noogoxom: «Kaxkoi Bbl XOTUTE — CHHHUIA UM KPacHbIN ?», «Ecm Obl s1 MoOT TIOKa-
3aTh BaM CMIOCOO COKOHOMHUTH 25 % 3aTpat, Bac 3T0 3auHTepecoBasio Obl?» [ToKynaTenu BUAAT B 9TUX
BOIIPOCax UMEHHO TO, YEM OHHU ABJIAIOTCA, — YJIOBKY, KOTOPadA 3aCTaBUT UX JCJIaTb TO, YTO Bbl XOTUTE.
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@ Azpeccusnvie uau epadicoednvie eonpocul: «Pazse y Bac He ObUIO 3arOTOBJIEHO IIaHa Ha
ciayvail iepe6oeB?», «[loyeMy BbI MpOIOIKaeTe BKJIAJbIBATHCS B MpOrpamMMy, KoTtopas He pado-
TaeT?» Bornpockl, moOy:xaaiomiye KJIneHTa IepeoCMBICIUTh CTapble AaKCHOMBI MJIA BOCITPUHSATH HOBYIO
uH(popMalmio, KpaiiHe LeHHbl. Ho Bompochl, cTaBsiue KiIMeHTa B TYNHMK WIM 3aCTaBIISIOIIAE €ro
MOYYBCTBOBATh ceOs ITTyIO, 0OCOOCHHO Tepel APYTMMH, 3aCTaBsT €ro 3aKphIThCSI.

ILian mo yay4ymieHuI0 BONPOCOB

OpanHa U3 KJIIOUEBBIX MPUYMH, MO KOTOPOH CHEUUATUCTHI MO MPoAakaM He 3aJal0T XOpOIIe
BOIPOCHI, — ITO OTCYTCTBHE IIaHA. [{eoBbie OeceIbl 3a9acTyIO BHI3BIBAIOT CTPECC, U HEBEPHBII MTOBO-
POT pasroBopa MOXKET MPHUBECTU K KaracTpode. OTTOro cnenuanvcThl 1Mo Mpoaaxam 4acto npuoe-
raioT K MeToJamM, KOTopble UM BUIASTCS Oe3onacHbIMU. OHU 33/1a10T OOBIYHBIE BOIPOCHI OOBIYHBIM
TOHOM, Kak OyATo yuTaioT nmo OymMaxke. OHM He OTBAXUBAIOTCS KOMHYTH TTyOXe, MMOTOMY UYTO HE
3HAIOT, B KaKyI0 CTOPOHY B TAaKOM CJIydae yiaer Oecena, ¥ CTapaloTcs B pa3roBope MepeTH K TOMy,
YTO 3HAIOT JIy4llle BCETro, — K CBOMM IPOAYKTaM WM YCIyTraMm.

Ecmu y Bac ecth muiaH — Bann HaGOp MHCTPYMEHTOB, — TO BBl MOXETE YBEPEHHO YIPaBJISITh
poreccoM 0OMeHa BorpocaMu. B crienyiorux riaBax Mbl Ipesk/ie BCEro COCPEI0TOYUMCS Ha IIECTH
THUIAaX BOIIPOCOB, CHEUAIBLHO Pa3paO0TaHHBIX IS MPoAax. Mbl pacCMOTpUM X OoJiee OIPOOHO,
ceiyac e JIMIIb KPaTKO MepeurCIvM:

1. TTo3HaBaTeIBHBIE BOIPOCH! (IIPU3BAHBI PACIIMPUTD 3HAHUSA KJIMEHTA);

2. I[MposicHsIOIIME BOMPOCH (OCHOBBIBAIOTCSI HA paccKa3e KJIUEHTA, YTO MO3BOJISET YIIIyOUTh
Oecelly U JIydllie TIOHATh €ro MPOOIEMBbI);

3. [oOyx paroryie BOMpOCH (TIOMOTAIOT U3yUYHUTh BIUSIHUAE TPYTHOCTEN, C KOTOPHIMU CTAJIKMBA-
eTCsl KJIUEHT);

4. leranuzupylomiye BOpock (MOATATKMABAOT KJIMEHTa K TOMY, YTOOBI C/IeNIaTh CBOW PaccKas
nojipoOHee, YTO MO3BOJISAET BaM JIydllle MIOHSTh €r0 MOTPeOHOCTH);

5. CpaBHUTEIbHBIE BOMPOCHI (3aCTABJISIOT MOKYTATENsi CPAaBHUBATh OJIHO C IPYTMM — UHCTPY-
MEHT, OCOOSHHO TOJIC3HBIN ISl OTpe/ie/IeHNs] IPUOPUTETOB U BHECEHUST SICHOCTH);

6. JlaTbHOBU/IHBIE BOITPOCHI (ITO3BOJISIOT MOKYTIATEII0 YBUIETh, UTO OH TIOJYYUT OT COTPY/IHU-
YECTBa, KaK Bbl MOKETE TIOMOUYb €My JIOCTUYb CBOUX IIeJIel U Peau30BaTh €ro HaJIeK bl 1 MEUTHI).

Bonpoch! Kaxa0ro U3 3TUX IMIeCTH TUTIOB — MOIIIHOE CPEJICTBO 3aMHTEPECOBATH MOKYTIATe sl Ha
6ornee TIyOOKOM YpOBHE, MOIAEPKUBAsI TIPU STOM TEUCHHE Pa3roBOpa M MPOABUTasiCh K MPOJAKE.
Kak To/MbKO BBl OCBOMTE 3TH TUIIHI BOIIPOCOB, OHK CTAHYT ISl BAC TIPUBBIYHBIM UHCTPYMEHTOM M BbI
OyzieTe 3HaTh, KaKk MMPUMEHHTh MX MPAKTHYECKHU B JIIOOOW CHTYaITUH.

Bce 310 mogBOAUT HAC K el1ie OJHOMY BOIPOCY: TOTOBBI JIU BBI KOTIATh TITyOXe, 4TOObI JOOpaThCs
JI0 UCTHHBI B pa3roBope ¢ kiauentoMm? Eciu 1a, To MpUCTynuM.
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I'naBa 2
Youiicmeennuvie sonpocwot:
Bawu sonpocwl auwarom sac 6usneca u denee, a y
NOMEHUUANbHBIX KAUEHMO08 8bl3bl8aAl0M CKYKY?

BeposiTHO, y Bac yxe ecTb psiji BOIPOCOB, KOTOPBIE BbI 32/1a€T€ CBOMM KJIMEHTaM, Koraa oopa-
1aeTech K HUM ¢ KOMMEPUECKUM MpesiokeHreM 1o tesnedony. Hanpumep, Takue:

@ Yro BHI 3HAETE O HAIIEH KOMITAHUN?

@ Yem MBI MOKEM OBITH BaM ITOJIE3HBI?

@ C xeM BHI ceiiuac paboraere?

@ Kax 1aBHO BBl paboTaeTe ¢ ICHCTBYIOIIUM MOCTABIIUKOM ?

@ Yem oH Bac npusiekaer?

@ Uro Bac B HeM He ycTpanBaeT?

@ KaxoB Bam cpeaHuil Oomxer?

@ Kaxwue 1ien BbI cTaBuTe Tiepe]] coooi?

@ MHoro i BH cefiyac riature?

@ Eciu 51 cienaio 6osiee BBITOIHOE MPEJIOKEHUE TIO0 CHIKEHHOM 1IeHe, Bac 9TO 3auHTepecyeT?

@ Korna Bel coOupaeTech CMEHUTh TIOCTABIIUKA ?

@ PerieHre nprHUMaeTe JIMYHO BbI?

@ Mory st COCTaBUTSH ISl Bac MpeioKeHue?

@ Bui rotoBsl HauaTh?

@ Mory s 3aHATHCS BalIUM OU3HECOM?

@ Kax y Hac uayr siena?

@ Ectb kakue-To npooiembl?

Bbl MOxeTe OBbITh IOBOJIBHBI XOJJOM BCTPEUYM, Ha KOTOPOW 3a/aBajii Mog0OHbIe BOMPOCH. Bl
Be/Ib 3aIacykch Moe3HON UH(pOpMaIel 0 KJIMEHTe: YTO eMy HYKHO, YeM OH TOJIb3yeTCsl B HACTOSI-
II1IA MOMEHT, 4TO eMy HpPaBHUTCS, a YTO HEeT. BaM MOKeT MoKas3arbCsi, YTO BbI OLIYTUMO MPOJBUHY-
nmck B caienke. Ho (hakTuuecku Takue BOIPOCH MOTYT OTOPOCHUTH Bac Ha3all, TAK Kak OHU He CO3AAI0T
HHUKAKOH LIEHHOCTH [IJIs1 KJIMEHTA.

Ectb TepMuH, 0003HAYAIONIHIA TAKOTO POjia B3aMMOJIEHCTBHUE: JOMPOC.

[IpencraBbTe, YTO Bac MOCAAUIIN B HEOOJBIIION KOMHATE B MOJUIENCKOM y4acTKe U KOPEHACTHIN
JeTeKTHUB 3a0pachiBaeT Bac Borpocamu. UTo MoyduT OT TOro 0OMeHa NOIUIEHCKU, U TaK TTOHSTHO;
HO 4YTO 3TO OOIIEHHUE IaeT BaM?

3ajaiite CIMIIKOM MHOTO TIOMOOHBIX BOITPOCOB — M BAlllM KJIUEHTHI IOYYBCTBYIOT, OYITO camu
OKa3aJIMCh B TOW MajieHbKON KOMHaTe. OHM YBUJISIT, KAKYIO MOJIb3Y U3BJIEUYETE 651 U3 ITOTO PA3rOBOPA.
Ho ux Beiroga Oyner paBHa Hy;m0. OHU He y3HAIOT HUYEro HOBOTO M3 BallIUX BOIIPOCOB, IIOTOMY UTO
ye 3HAIOT OTBEThL. Tak 4To B JIydIlieM ciydyae Takue BOIPOCH! CKYUYHBI 1JIsl KIIMEHTOB, a B XY/IIIIeM —
MOJABJISIOT UX.
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KoneuHo, yToOBI 1aTh CBOEMY KJIMEHTY TOJIE3HYI0 PEKOMEH/IAIMIO, B KOHIIE KOHIIOB BaM IpU-
AeTcst coOpaTh OTBETHI HA 3TH U JIpyrue Borpockl. Ho 310 HariMeHee 3¢ eKTUBHBIE BOITPOCHI, KOTO-
pble Bbl MOXETE 337aTh KIUEHTY, TaK KaK LIEHHOCTh OHM CO3/1AI0T TOJIbKO /17151 Bac.

Ecnu Bam kimeHT — 1oOpasi IyIia ¢ aHreIbCKUM TePIIeHUEM, OH MOKET BEXKJIMBO OTBETUTh HA
BCE Ballld OTKPOBEHHO KOPBICTHBIE BOIIPOCHI, HA/IESACh IIPU 3TOM, UYTO B KAKOW-TO MOMEHT BbI Iepe-
CTaHeTe FTOBOPUTH POBHO TO ke, UTO U JIIOOOH APYroi CrerUanucT Mo Mpojakam, KOraa-Juoo mbiTaB-
LIMIACS 3aKJIIOYUTh C HUM CHEJIKY, M CKaXeTe HaKOHEell YTO-TO LIEHHOE.

Ho ecnu BBl He npeaaraeTe HUKAKOW LEHHOCTH, KJIMEHTHl — B OTIMYME OT TOI03PEBAEMBIX
B MPECTYIUICHUH — 0OpETaloT MOIHOe opyxkue. OHM MOTYT MPEKPaTUTh JOMPOC, KOrJa MOKEeNaloT,
00bIYHO ¢ (hOpMYJIMPOBKOI Bpone: «MHe mnopa Oexarb Ha BcTpedy. OcTaBbTe MHE MaTepuasbl MO
BallleMy MPOIYKTY, 51 pa30epych B HUX U TIOTOM CBSI)KYCh C BAMU».

Konas riryo:xe

Bel ymeete pemars mpodiemsi? Koneuno, ymeere. Bee crienmaaucTsl 1O Tpojiakam yTBEp-
XKJAI0T, YTO CIIOCOOHBI pemiaTh mpodaeMsl. U Bee ke Mo cOOCTBEHHOMY OMBITY CKaXy: OUeHb HEMHO-
rue CricuuaJIMCThI IO Mpoaa)kaM IMPOCAT KJIIMEHTOB XKXMBO OIIMCATb HpOGH@MbI, C KOTOPBIMM TE CTaJI-
kuBatorcs. 1 PEAKO KTO CIIPAIMBACT, KaK 3TU HpO6JIeMI)I BO3H€ﬁCTByIOT Ha KJIMEHTOB.

OpueHTHpOBaHHBIE HA MPOOJIEMBI BOMPOCH JAIOT BaM, CIEHUATUCTY IO MpoJaxkaM, LEHHYIO
uH(popmaipio. Ho moMuMo 3TOro oHU CO3AAIOT IEHHOCTh JUTs MOoKynatesis. OHM NPU3BIBAIOT €ro
cepbesHee 3a[yMaThCsl, Yero OH MBITAETCSI IOCTUYb U YTO €My MeIlaeT 3TO cienarh. KitmeHT nomydaer
BO3MOKHOCTb OTKPBITBCSI M BBIPA3UTh CBOE pa30vyapoBaHue. A B Mpoliecce OH MOXKET y3HaTbh 4TO-TO,
Yero He 3Haj 0 ceOe ¥ CBOEM IMOJIOKEHHH.

®axTel MOKET cOOpaTh JOOOK. A He3aypsAHBIN CHIEHUAIIHCT 0 MPoJakaM MpoOyKIaeT SMO-
WA Y MOTCHUHAJIbHOI'O KJIMEHTA WU BBISCHACT, YTO €ro MOTUBUPYCT. K COXaJICHUIO, 6OJIBH_H/IHCTBO
CIIEIUAJICTOB T10 TIPOJaKaM He 3HAom, KaK MOATONKHYTH Jiofiel K aedcTBusM. OHU 60 OosATCS
BbIpAXXCHUSA MMOAJIMHHBIX YYBCTB, HI/I6O HE 3HAIOT, 4YTO ACJaTh, KOIlda 3TH YyYBCTBA BBIIIJICCKUBAIOTCA
Ha MOBEPXHOCTb.

XOTb Ball OOBIYHBIM TEpeueHb BOMPOCOB M TOMOTAeT MOMYYUTh MH(POPMAIMIO, TEXHUKH
PabOoTHI ¢ BOIIPOCAMH, IIPE/ICTABJICHHBIE B CIIEAYIONIMX I71aBaX, IOMOTYT BaM BBIMTH 32 PAMKH BCETO
s coopa hakToB U 0OpecT Oosiee rTyOOKoe MOHMMaHUe IOTPEOHOCTE! 1 KeTaHWI BaIllero KJIu-
eHTa, a TaKKe BaIllMX BO3MOKHOCTEW OCYIIECTBUTH HX.

Jaxe ecm BbI OyzieTe 3a/1aBaTh BOIPOCH, HHTEPECHbIE KIIUEHTY, 3TO He FApaHTUPYET MOJIOKHU-
TEJILHOI'O pe3yJjbTara. HGKOTOPBIC IIOTEHIIUAJIbHBIC KJIMEHTHI IIOKA HE 6y1IyT T'OTOBBI ITPU3HATH, YTO
UM HY)XHa TIOMOIIb. A UHOT/IA Y KJIMEHTa IIPOCTO He Oy/IeT peasibHOW MOTPEOHOCTH B BAIIIMX TOBAPax
HJIN yCIIyrax. I[axce B TaKUX ClIy4dasdaX IMPaBUJIbHBIC BOIIPOCHI IO3BOJIAT BaM 6I>ICTP€C JOoKonaTtbCda 10
ImpaBabl (I/UII/I HprITPI K BBIBOAY, YTO 3TO HCHOI[XOI[HHH/II';I IJIA BaC BapyuaHT, U IBUTaTbCA ,Z[EUII)HIC).

3amaere 1 BBl BOMPOCH], KOTOPbIE TIOMOTalOT KOMHYTh IyOxke? JJocTydarsesi 10 SMOIUN U
MOTHBOB KJIMEHTOB? qTO6I)I YECTHO OLICHUTH CO6CTBCHHOC YMEHUE 3aJaBaTb BOIIPOCHI, HAYHUTE C
JBYX HECJIOKHBIX YIPaXKHEHUH.

VYnpaknenue 1

3anuiimre Bce BOIMPOCHI, KOTOPbIe 0OBIYHO 33/1aeTe BO BpeMsI [IEPBOI0 3BOHKA
MOTEHIMAJILHOMY KJIMEHTY ¢ KOMMEpPYeCKUM MpeiokeHueM. [lepeunciute Kak
MOHO OOJIbIIIE BOMPOCOB.

VYopaxxHeHue 2

JloroBopuTech O BCTpede C TMOTEHIMATbHBIM KJIMEHTOM U 3aJaiTe eMmy
HEKOTOphIe BOIMPOCH W3 CBOEro crmcka. OTMedvaiiTe, Kakve BOIPOCH 3ajaeTe
U CKOJIbKO BpPEMEHHU TOBOpHTE BO BpeMs Oecenbl. [lompoOyiiTe crenarh 3armch
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pas3roBopa; 3T0 MOMOXET Bam Oosiee OOBEKTUBHO OLeHUTh ceds. (M momuwute:
B 3aBUCUMOCTH OT CUTYalldd BaM MOXET TOHAJOOUTBhCS COIJIachMe KJIMeHTa Ha
BejieHHUe aynuo3anuch.) Kak Tombko pa3roBop OyeT OKOHYEH, 3aIUIInTe Il ceOst
oTYeT 1o cocTosiBiieics Oecene. OH IOKEH coAepkaTh OTBETHI HA CIIEAYIOIINE
BOTIPOCHI.

1. Kakue Borpocs! Bbl 3agau?

2. CKOJIbKO MTPUMEPHO BPEMEHM JTUJICSL Pa3roBop?

3. Kak 70JIro roBOpuiiv Bbl U CKOJIBKO BPEMEHU — Balll KJIIMEHT?

4. ToBopu/IM JIM BB OOJIBIIIE, YeM MpeJIroiaramm?

5. YUbum moTpeGHOCTSM B IEPBYIO OUYepe/Ib CITYKHIIM BAIlI BOITPOCHL: BAIIM
COOCTBEHHBIM WUJIH MOTEHIIMAILHOTO KJIMEHTa?

6. [Momyunu i BBl MPEJICTaBIEHUE O TEKYIIUX MPoOIeMax MOTEHIIUATLHOTO
kymeHTa? Eciii 1a, TO B YeM UMEHHO OHU 3aKJII0YaloTCs ?

7. Y3HaM 11 BB O IUTaHAX IMOTEHIIMAILHOroO KymmenTta? Eciu ga, To Kakum oH
NIpe/ICTaBIIsIeT cBoe Oymyiee?

8. Kak BbI fymaeTe, OTIMYAIUCh JIU BBl OT IPYTHX CHEIUAIMCTOB IO IMPOIaXkam
BO BpeMs 310l Oecenpi? Ecnm 1a, To yKaxure, B YeM 3aKJII0UYAJIOCh CBOeoOpasue
BallIMX BOMPOCOB?

9. IpuOIU3MIKCH JIU BB K 3aKJIIOYEHHIO CICJIKH TIociie Oece/ib?

10. Ofeman Jiv MOTEHIUAIBHBIA KJIMEHT TePerTH K CIeAyoIeMy 3Tty
cnenku? Eciu 1a, TO K KAKOMY KOHKPETHO?

11. Kakoe, no-BaiieMy, BIEYATIIEHUE CIOKWIOCh O BaC y KJIMEHTA IOCIIE
NepBoii BcTpeun?

Ckopee Bcero, Bbl 0OHApYKUTE HECKOJIBKO 00JIaCTel, B KOTOPHIX BaM HYXHO
YIYYIIATh TEXHUKY PaOOTHl ¢ BOMPOCAMH. DTO OTIMYHAST HOBOCTh: BBl BBIICIIIIN
npoOIeMHBbIe 0OJIACTH U TeTIEPb 3HAETE, HAJl YeM MOPad0TaTh, YTOOBI YITyUIIIUTH CBOU
HaBBIKY BEJICHUS pa3rOBOpA.

3aI‘JIHHYTb B COBHAHHUE KJIMEHTA

[NoHrMaHMe TCHUXONIOTMM BallMX MOTEHLMATIBHBIX KJIMEHTOB MO3BOJMT BaM 3a/1aBaTh Oosee
yZlauHbIe BOMIPOCHI U MOTy4aTh MH(OPMALHIO Oojiee BHICOKOTO KauecTBa. 11 9Toro BaM HyKHO 3HATh,
YTO JBWKET MOCTYNKAaMM KJIMEHTA U 4TO 3a/IEBAeT €ro 3a kuBoe. Huxke nepeuncieHsl HECKOJIBKO
oOnacTell, Ha KOTOpbIE IOJKHBI IIPOJIUTH CBET BALIM BOIPOCHL.

Kto BansieT Ha npuHsaTHe pemennsi? CrenuanrcTsl o MPoAaxkaM 4acTo roBOPST O JIMIIAX,
NPUHUMAIOIIUX pelieHre. MoxkeT ObITh, Jake 3aJal0T TAKOM BOIPOC MOTEHIMAIBHBIM KineHTaM. Ho
9TO ONACHBIN U HEKOPPEKTHBIN BOIPOC, CIOCOOHBII OBICTPO YBECTH BAC HEBEPHBIM MTyTEM.

Perienust — 1 0cOOEHHO B CIOXKHBIX CHEJIKax B cerMeHTe B2B — peako npruHuMaeT ofuH veso-
BeK. OpraHu3anuu crapaioTcs 00e30MacuTh cedst U yOeAUThCsA, YTO pelleHusi He OyayT MpUHSTHI,
MOKa He OYyIyT yuTeHbI BCE BOBMOXHBIE (PaKTOPBHI.

A 3HauuT, Bonpoc «KTo npuHUMaeT pelieHue?» OCHOBAH Ha JIOKHOM MpeArnonokeHud. Ban
MOTEHLIMAJIbHBIA KJIMEHT OTUYMTHIBAETCS MEpe] MHOKECTBOM JIIOJEW: Mepe] pPyKOBOAUTESAMY, JIpY-
I'MMU OT/IEJIaMU KOMIIAHWM, KOJJIEraMU 10 KOMaH/e, akKUMOHEpaMU 1 WIEHaMU IPaBJICHUS, a TaKxke
nepesi 3aKa3uMKaMu, KOTOPbIE 3aBUCAT OT KOMIIAHMM B BOIPOCE MIOCTABKU ITPOLYKTA.

UTo BBI IOJKHBI CTPEMUTBCS MOHATH, TAK 3TO: 1) KTO OHU — JIIOU, 81Usiioujie Ha PELIEHUE O
MOKYIKe? 2) HACKOJIbKO CHJIBHO BJIMSHUE KA JOT0 U3 HUX? 3) Kakue KPUTEPUU MOKYIKHU BaKHbI 17151
KaJ1I0TO U3 HUX?
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Ha pucynke 1 noka3zansl pa3nuuHble (haKTOpPbl, KOTOPbIE MOTEHIIMATLHOMY KJIHMEHTY HeoOXO-
AUMO YUYHTHIBATh, IPUHUMAsI PEIIeHHE O TOM, paboTaTh C BAMU WJTH HET.

KapbepHbie uenu

Tpeboanus adpdexTBHOCTH
“
Py

7

[NoTenuansHbIF
KNMEeHT
BHelwnWe sakasumim KomkypenTi BryTpertmre sakasumki

Puc. 1. Qaxmopst, saumtowlie Ha peuienue KAUEHMA 0 3aKA0MEHLIN Coeart

Kto Bce atn miomm, n3o0pakeHHble Ha pUCYHKe 1?7 B KaTeropuio «BHYTpEHHHUE 3aKa34UKU»
BXOZISIT HAYAJIbHUKH, WIEHbl COBETa JUPEKTOPOB, KOJUIETU U COTPYAHUKH JPYrUX IMOApa3Ie/eHU.
OHM yCTaHABJIMBAIOT MPEAENbl CYMMBbI, KOTOPYIO MOXET MOTPATUTh Balll MOTEHUIMAIbHBIA KJIUEHT, U
Iaxe CoCOOHBI IMPENSATCTBOBATh 3aBEPILICHHIO CAEIKH. Y BHYTPEHHUX 3aKa3YMKOB CBOM HHTEPECHI —
O HUX BaM HY’KHO y3HaTh KaK MOKHO CKOpee I10 X0y C¢/Ie/IKH. YacTo MX MHTEepeCHl IPOTUBOpEYaT Apyr
APYTY Y BEAYT K CIIOpaM ME:X/1y COTPYAHUKAMU BHYTpY KoMItaHuM. Eciii BaM yaacTcst BBISICHUTD, UTO
MOTHBHUPYET U 4TO OECIIOKOMT BHYTPEHHUX 3aKa3YMKOB BaIlero MOTEHIIMAIBHOTO KJIMEHTa, BBl CMO-
KeTe pa3psiuTh OOCTAHOBKY M NIPOIOIKUTD TPOBeeHNe caenku. K «BHEIHNM 3aKa3drKkam» OTHO-
CSITCSI T€, KTO BeJleT OM3HEeC C BalllM NMOTEHIINATbHBIM KJIMEeHTOM. VIMEeHHO MX OTpeOHOCTH OH CTpe-
MUTCSI YAOBJIETBOPHTB, TOSTOMY BaM HYKHO cOOpaTh O HUX KaK MOXHO O0JIbIie THPOPMALIH, YTOOBI
Jly4Ilie NOHATb, YTO JBUKET BAlLIMM MOTEHIMAIBbHBIM KJIMEHTOM. ECiM OH HeceT BBICOKYIO aJMUHU-
CTPAaTUBHYIO OTBETCTBEHHOCTb, TO HEITPEMEHHO ITOCTApaeTCsl y3HaTh, KaK MpejylaraeMble BaMy pelie-
HUS MOTYT MOMOYb €My B JIEJIOBbIX ONEpalMAX C BHEIIHMMHU 3aKa3YMKaMH, TaK KaK UMEHHO OHU
YIEP)KUBAIOT KOMITIAHUIO B OM3HECE U MO3BOJIAIOT € pacTH.

KakoBo J1m4yHOe BiINsIHHE, OKa3biBaeMoOe Ha NpUHATHe pemeHus? TTokynawoTr He KOM-
MaHUM — OKYNAIOT Jioau. Kak 1 Bbl, Ballly MOTEHIMAIbHbIE KIUEHTH! IMYHO 3aMHTEPECOBAHBI B TOM,
YTOOBI MTPUOOPECTH y BAC TOBAP WM YCIYTy — MO0 He MmpuoOperatb. B OONMBIIMHCTBE cilydaeB UX
CTHUMYJI B TOM, YTOOBI YJTy4IINTh CBOH YPOBEHb JKM3HH, MOBBICUTH CBOE ITOJOXKEHUE B KOMIIAHWH,
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obecnieunTh ceOe rapaHTUIO 3aHATOCTH, JOOUTHCS 3aCITyKEHHOTO MTPU3HAHUS, HE BHIIJISIETD IIYIIO U
He ObITh M3roeM. Bam yrmactcst mocTpouTh OTHOIIEHHUSI CO CBOMM TMOTEHIIUATIBHBIM KJIMEHTOM JIUIIh
B TOM CJIydae, €CJIM Bbl CMOXETe MPOHMKHYTh B €0 MUP U PACIO3HaTh, KAaKWE CHJIBI IBUKYT €ro
KU3HBIO.

Bot nouemy Tak BaxHO MOHUMATh JIMYHBIE MOTHBBI U KAPbEPHBIE LIEJTN KaKI0T0, KTO BIIUSET HA
npuHsTHe penieHus1. EcTb, K mpumepy, pyKOBOAUTEIb, JKENAOIIUI CTaTh BULIE-TTPE3UIAEHTOM, U €CTh
MPe3UICHT, KOTOPBI XOUET BHIBECTH CBOI0 KOMITAHHMIO Ha MEXIYHAPOIHBIA PHIHOK. Y BCEX BallMX
MOTEHIMAIBHBIX KJIMEHTOB €CTh JIMYHOE BUJCHUE ¥ CBOM MeUThl. OCTOPOKHO BBISIBIISISL 9TU JKEJIAHUS,
BBl MOXKETE MPEAJIOKUTD ceOs1 B KAUeCTBE «IOCTABIIMKA PEIIEHUI», CHOCOOHOTO TIOMOYb B IOCTHXE-
HUU TIOCTABJICHHBIX IIEJICH.

W, 4o emme crnoxHee, BaM HYKHO MOHMUMaTbh, KAKOBO JINYHOE BO3JEWCTBUE KaXKIOTO U3 TEX,
KOTO BBI ONpEJeIUIM KaK BIUSIONINX HA MPUHSTHE pemieHus. OJHOrO «HeT» MOXET ObITh JOCTa-
TOYHO, YTOOBI COPBaTh CHEJKY, JaKe €CM OHO MCXOOUT OT KOrO-TO, KTO HE CUMTAJICS KJTIOUEBBIM
UTPOKOM.

Kak Bbl MoKeTe YKpenuTh KOHKYPEeHTHbIe MO3uIMN KjiaueHTa? Tak e, Kak U Bac,
JoJe, ¢ KOTOPHIMH BBl OOINAeTECh, TPEBOKUT KOHKYPEHIIMs. B 3aBUCUMOCTH OT TO3UIMU BallUX
MOTEHIIMAILHBIX KJIMEHTOB Mo0ea B KOHKYPEHTHOUN O0pbOe OyIeT UMETh JIJIsl HUX Pa3HOe 3HAYeHHE:
OT IyCTSTYHOU 3200THI 10 MPUOPUTETHOM 3a1au. Ecii BBl BCTpevaeTech C Mpe3nuIeHTOM KOMITAaHUH,
3TOT BOIPOC, CKOpee BCero, Oy/eT MepBbIM WIIM OHUM K3 TIEPBbIX M0 BaKHOCTU. OJJHAKO, €CITH BbI
oOcyxaaere nmporpaMmMHoe oodecriedeHre ¢ raBoil IT-oTaena, feiicTBUsl KOHKYPEHTOB, BEPOSITHO,
HUMaJo He OyayT ero 3a00THuTh. B m0060M cilyyae BaM Kak CIIEIUAIUCTY 10 TPOAaxkaM BaKHO BBISIC-
HUTh, B KAKOH CTENIEHU Ha PEIIeHUs] BAlIUX MOTEHIMATbHBIX KIMEHTOB BIUSIOT KOHKYPEHTHI, BHYT-
pEHHIE ¥ BHEIITHUE 3aKa3UUKH.

3n10060aHeBHAsA Tema. V HakoHell, HA TOTEHIMAIBHBIX KJIMEHTOB BJMSIOT «TpeOOBaHUS
3(PEKTUBHOCTU», €KEAHEBHO MpeabsBisieMble K HUM Ha padote. Ciofa OTHOCSITCSI BOIPOCHI TIPH-
ObLTH, YOBITKOB M U3/IEPXKEK MPOU3BOJICTBA, KOTOPHIE MOTYT OIPEAEISTh MOBCEJHEBHYIO KM3Hb MHO-
rux padotaronmx moaei. CrienuaavcT Mo mpogaxkam, CrioCOOHBI pacrio3HaBaTh MOJOOHOTO poja
(bakTOpBI, CMOXET YIOBJIETBOPUTH MOTPEOHOCTH MOTEHIMATBHBIX KJIMEHTOB, CAENaB MPeIJIoKeHue,
COOTBETCTBYIOIIEE MX OIOKETY, a TaKXkKe TMOBBICHTh MX JOXOBI, COKPATUTh PACXO/bl, COKOHOMHTD
BpeMsl, CHU3UTb YPOBEHb CTPECca M MO3BOIUTH MM 3((PEKTUBHO BHINOIHITH CBOU Paboune 3a1auu.

Kaxk BBl MOXeTe 3aMETUTD 10 STOMY CIHCKY, 51 He MpesIaraio 3a1aBarh OOJIbIIIe BOITPOCOB —
Mpe/yIaraio Jiyuine ux BeiOuparh. [1o cyTH, orpaHMUMBIIMCH MEHBIIAM YMCJIOM BOIPOCOB, BBI MOJTY-
yute OoJble HHpOpMaIMU OoJiee BHICOKOTO KauecTBa. DTOT METO BHIBEAET PA3rOBOP C KJIMEHTOM
Ha TO, YTO BayKHO JJIs1 HETO, a He 1JIsA Bac. [ paMoTHast OCTaHOBKA BOITPOCOB MOOYIUT KJIMEHTA 3a/1y-
MaTbCsi O COOCTBEHHBIX MOTPEOHOCTSIX, BMECTO TOTO YTOOBI COCPEIOTAYMBATHCS HA TIOBEPXHOCTHBIX
BOIPOCAX BPOJIE LIEHbI, XapaKTEPUCTUK WM JOCTaBKM ToBapa. UTo He MeHee BaXHO, BbI CMOXETe
BBIJICJIUTHCS CPEIU IPYTUX CIEIMAIMCTOB IO MPOJaskaM B Balliel 001aCTy U IOCTPOUTH OoJiee 3HAUH-
MBbIE U TeCHbIE CBs3U. [IpounTaB KHUTY, BBl OBJa/IeeTe BCEMHU HABBIKAMHU, HEOOXOIMMBIMH ISl TOTO,
YTOOBI COCTABUTh HOBBIM CIHMCOK BOMPOCOB C YYE€TOM cHelu(puKy Baimen cepsl AesATeTbHOCTH —
OH TapaHTHPYET, YTO Bbl HAJIAJUTE B3aMMOIIOHUMAHUE U 3aCITy)KUTE YBaKEHUE CO CTOPOHBI TOPa3Io
OOJIBIIIEro YKCIia KJIMEHTOB.
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KoHen 03HaKOMHUTEJIBHOT0 (pparmMeHra.

Texkcr npenocrasieH OO0 «JIutPec».

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

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