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IIpeaucaosue

Jloporoii unTaresb, €Clv Bbl AEPKUTE B PyKaX 3Ty KHUTY, 3HAUHUT, Y BaC €CThb 3a/]a4a — MOBBICUTh
nponaxu. M s oueHb Xouy BaM OMOYb.

EcTb Takoit BpegoHOCHBIH MU}, UTO ISl XOPOIIUX MPOAaX HYKHBI IPOCTO KaKHe-TO BOJIIEO-
HBbIE TTPUHIIBI HA OeJIOM KOHE, KOTOPBIE «POkKIEHbI IPOJABIIAMU», Y KOTOPBIX «€CTh Xapu3Ma». Takue
JIIOIA, KOHEYHO, €cTh. OHU JAEUCTBUTENBHO BOAATCS B MPUPOJE U UHOTA, TPUMEPHO pa3 B CTO JIET,
BBE3KAIOT HA CBOEM OEJIOM KOHE B KaKOH-HUOYIb OT/eN Mpoaax. Ho — GOIBIIMHCTBO CHEIUAIIMCTOB,
KOTOpbIe paboTaioT B chepe cObiTa, He 0OCOOCHHO MOX0KHU Ha MpHHIEB. CKOpee 9TO OOBIYHBIC IO,
KOTOPBIM JIJIS1 JIOCTHXKEHUSI BRICOKUX Pe3yJIbTaTOB HYXKHBI 3HaHWS, HABBIKK U HHCTPYMEHTBI PaOOTHI.

[Tponaxu — 310 crnoxnas npodeccusi. I BpeqoHOCHbIM MUQ 0 MPUHIAX 3A0POBO MellaeT pa3-
BuTHIO Komnanuid. [TpescraBbre ceOe, eciii Obl TaKasi ke TOUKa 3peHHUsl CyIeCTBOBaJIa, HAIIpUMep,
B MeJUIIMHe. XOPOIUI Bpay — 3TO MPOCTO TOT, Y KOTO €CTh Xapu3Ma, y KOro pyKH U3 HY’KHOTO MecTa
pactyT. XopolleMy Bpady He HYKHbl HU TEXHOJIOTMHU, HU CXEMbl, HU 00OpYJOBaHME, y XOPOIIEro
Bpaua Bce Mojydyaercsi caMo coOoil. XopolleMy Bpady HEe HYKHbI HU JIEKQpCTBa, HU MUHIETHI, HU
3aKUMBI. Y XOpOILEro Bpaya BCe U TaK HOPMaJIbHO. A MoYeMy MalueHThl He Bhi3aopaBauBaior? Tak,
HaBepHOE, BCe-TaKM OMSATh He Te MeJUKHU nonanuck. Hamo uckath Tex, KTO OT pOXkKIEHUS BCe yMeEeT.
JlaBaiiTe BCeX yBOJIMM U HOBBIX HaOepeM.

[Tponaxu — 3T0 HEMPOCTOE /1eN10, KOTOpOoe TpeOyeT TAKOH ke AETATbHOIM U TOUHOM MOATOTOBKHY,
Kak paboTa Bpaya, yuuTeJIsl, apXUTEKTOpa M BOSHHOTO, KaK padoTa odoro crienuanucra. [Tpomaxu —
HETIPOCTOE JIENI0, KOTopoe TpedyeT OOIMIMPHBIX 3HAHUI U yMeHHid. Ho HYKakvie 3HaHUS U yMEHUsI He
OynyT pabotaTh camu 1o cede, 6e3 UHCTPYMEeHTOB. U BasKHEHIIIMM MHCTPYMEHTOM MPOAAXK SBJSIOTCS
CKPHIITHI.

CKpunThbl MO3BOJAIOT (haKTUUECKU TTPOBECTHU CJIOKHYI0 OOEBYIO ONEPAIIHIO M0 MEePEeBOY KJIU-
€HTa U3 COCTOSIHUS: «HET, MHE 3TO He HaJI0» B COCTOSIHUE «Bay, OUeHb XOUY KYITUTb, I1e Kacca?» U He
HaJ0 3a0JTyK/IaThCs, YTO 9TO MPocTo. [laxe MpUHIIBI HA OEJIBIX KOHSIX COBEPINAIT TaKUe ONepalum
TOJILKO MPU HAIMYUK OTTOYSHHBIX PEUYEBBIX MOJYJIEH: JJOTHYeCKU CBS3aHHBIX BOIIPOCOB M MOILIMO-
HAJILHO 3aPsKEHHBIX apryMEHTOB.

W xTO momMoxkeT npuHIIaM Ha OeJIbIX KOHSIX pa3padoTaTh 3TU OTTOUEHHbIE peueBble MO/ ?

Be1, noporoit unrarens!

S oueHb X04y, YTOOBI BBl JETAJIbHO pa3padOTaId CKPUIITHI Uit CBOMX Iponax. [Totomy 4to
3HAIO0 Ha MPAKTHUKE, YTO XOPOIIKUE CKPUIITHI — ITO UHCTPYMEHT, KOTOPbIil 00eCriedrBaeT MOBBIIIICHE
npoaax Ha 30 %, a To u Ha 300 %. Bce npoeKTsl, rje Mbl BHEAPSEM CKPHITHI, AAIOT MOBbIILIEHUE
nponax. Bece! HeBaxHo, kakast 3To oTpacib. HeBaxHO, Kakoil ypoBeHb KOHKYpeHUuu. HeBaxHo,
KaKo# ypoBeHb MpodeccuoHan3Ma y MeHe1kepoB. Beeraa BHeipeHre CKPUIITOB AAeT MOBBIILIEHNE
MPOJAK.

51 oyeHb x0uy, UTOOBI M y Bac ObLIA BHICOKHME TIPOIAXH !

Xopolive CKPUITH TOX0XKU Ha OOEBBIX CIIOHOB, KOTOPBIE Cpa3y BHITOIHSIIOT HECKOJIBKO (DYHK-
1A, BoeBoii CJIOH — M IpyT, M 3alIUTHHK, U TIOMOIITHVK B HEJIETKOW OUTBE 32 BBICOKUE PE3YJIbTATHI.
[Tostomy u kHUra HazbiBaeTcst «CKpUNTHL: OOEBbIE CIIOHBI IPOJAK>.

Knura onuceiBaeT KOMIUIEKCHYIO TEXHOJIOTHIO TTOBBIILIEHU S TPOJAK 32 CUET BHEAPEHU S CKPHII-
ToB. TexHonorus He pa3 AoKazasa cBoo 3 (PEKTUBHOCTh HA MPAKTHUKe, MOITOMY s Oyay pana, eciu
JaHHAs TEXHOJIOTUS IIOMOKET U BaM.

Knura copepxut yrpakHeHusi, KOTOpble MOMOTYT BaM afalTHUPOBATh CTAHJAPTHBIE UHCTPY-
MEHTHI T10/1 CBOM Tpofaxku. O0s3aTelbHO MPOopadoTaiiTe 3TH yIpakHEHUs. YTIPaKHEHHUS! TIOMOTYT
BaM CO3/IaTh CBOMX, HU Ha KOTO HE MOX0XUX OOEBBIX CIIOHOB, KOTOPbIE OY/IyT JBUIaTh BAIIIX TPOJAKH
BIIEpE/.

ITone3noro ureHus!
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I'nasa 1
Ckpuntbl: 60eBble CJOHBI IPOAAK

OTKyJ]a B3dAJ1aCb HA€dA CKPpHUIITOB

IIpogaxu — He OYeHb CIOXKHOE JEJ10, €CNIM CIPOC IMPEBBILAET MpeIokeHUe, U KJIUECHTbI
HOCATCA 3a Je(UIMTHBIM MPOLYKTOM. B TakuX yc/IOBUSX HaM HE HY)KHbI CIOXKHbIE KOMOWHALUM
Y XUTPOYMHBIE TeXHOJIOTMU. Bce momxonpl orpannymBaiotcsi paBuiioM: «bepu Oonbine — Kugai
Aajblie». EcTb Xopoluii ToBap, €cTh KJIMEHThl, KOTOPBIM HYXeH 3ToT ToBap. Kakue cioxHocTu?

Ho — Bce MeHsieTcsl, Kak TOJIBKO PbIHOK MOIXOAUT K CTaJMM HACHIIIEHHS, KaK TOJBKO TAaKOro
XOpOIIIEro ToBapa, Kak y Hac, CTAHOBUTCS MHOTO. Eciin Ha pacTyieM pblHKE OCHOBHBIMU apryMeH-
Tamu B 60pbOe 3a MoKymnaressi ObUIM KayeCTBEHHBII MPOIYKT M JOCTYIHAs [IeHa, TO Tenephb y BCeX
B OTpacjiM €CcTb KAaueCTBEHHBI MPOAYKT M JOCTYIHas IieHa. Mope NpeasioKeHUid ¢ OIMHAKOBOM
neHoi. Kak yoeauTs KimeHTa, 4To 3TO XOPOLIMI TOBAap U ero Hajo OpaTh MMEHHO y Hac?

Ha crieHy BbIXOOMT KauecTBO OOLLEHUS C KIMEHTOM.

ToT e MpoAyKT, Ta *ke 1LieHa, Te ke ycJIoBUs noctaBku. [IpocTo ¢ mponaBLiOM KOHKYpeHTa
T'OBOPHTH — TaK ceOe, HA pblOa HA MSICO. A C HAILIMM — ITPUSTHO U MHTEPECHO. BOT 1 TSIHYTCS KITMEHTHI
B Hallly KOMIaHuio. FIMEeHHO KayecTBO OOIIeHHs O3BOJISIET MPUBJIEYb KIMEeHTa. IMEHHO KauecTBO
OOIIeHNs TTO3BOJISIET YCUIIUTh BO3JCHCTBHE Ha MOKymnatens. VIMeHHO KayecTBO OOIIeHHs] TOMOTraeT
BBIUT'PATh )KECTKYIO KOHKYpPEHTHYI0 O0pbOY, KOrJja y BCEX B OTPaciy OAMHAKOBBIN TOBAp IO AOCTYII-
Hoi1 iere. Ho y Hac-To ¢ BaMu paboTaloT MpeKpacHble MPOAABIIBL, KOTOPbIE UCTIONb3YIOT HYKHbIE TeX-
HOJIOTMH Y IPHEMBL. Y Hac-TO C BAMH — IOKYNaTh KOM(OPTHO ¥ YIOOHO. Y HAC-TO C BAMH — IIOKYTIaTh
MHTEPECHO. Y Hac-TO C BAMU — €lIe YeI0BeYecKoe OOLIeHre U Terias 3a00Ta. M mycTb KOHKYpPEHTHI
KYCaloT JIOKTH, KOTJJa BUASAT, YTO KJIMEHThl UIYT CTPOMHBIMU PsAaMU UIMEHHO K HaMm!






A. B. bapebieBa. «boeBble CJIOHBI POJAK»

UroObl Takasi KapTUHKA ObUIA MOCTOSTHHOM M YTOOBI KAYeCTBO MEPErOBOPOB CTAJIO JICHCTBU-
TEJIbHO HAIlIUM KOHKYPEHTHBIM MPEUMYIIeCTBOM, HaI0 CTAaHIAPTU3UPOBATh BCE MPUEMBI M TEXHOJIO-
T'H, KOTOpPBIE CO3JaI0T KoMopTHOE o01ieHHe. To ecTh HaM HajIo CO3aTh MHCTPYMEHT YIIPaBJICHUS —
a IMEHHO, CKPUIITHI POJIAX.
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CKpuITHI — Ba’KHBIA HHCTPYMEHT MPOJAK

CkpunThl IPoOJax — 3TO pPevyeBble MOMIY/IM, KOTOpbIe YCHJIMBAIOT BO3JEHCTBHE HA KJIMEHTA.
Cawmo Ha3BaHUe OepeT UCTOKU OT aHTJIMHCKOTO CJIOBA Script — crieHapuil. Takum 00pa3oM, JI0CTIOBHO
CKPUNTBHI MPOJaK — 3TO CLEHAPUIA, T1e MpOITUCcaHa MOCIeI0BaTeIbHOCTh KOMMYHUKATUBHBIX TIpUe-
MOB, TIOBBIIIAIOIINAX YCTIEITHOCTh NEPErOBOPOB.

CKpUITH MPOAAX — YCTOSIBIIMICS TEPMUH, KOTOPHIM YacTO TOJIB3YIOTCS OM3HEC-TPEHEphI
Y KOHCYJIbTaHTH B c(pepe mpopax. OnHAKO B MPaKTUYECKOW padOTe CKPUITHI MOTYT Ha3bIBATHCS
COBEPIICHHO T0-Pa3HOMY: HeTuIsome (pasbl, yOOIHbIE apryMeHThI, COOCTBEHHbIe (PUIITIKH, (Ppasbl
«ot Ceperd, JTydlIIIero MpojiaBIia Halero otaesa». Takke uX 4acTo Ha3bIBAIOT METOAMYECKUMH MaTe-
puanamu, y4eOHbIMH MOCOOUSIMU M CTaHIAPTaMH padOThI C KJIUEHTOM.

HeBaxHo, Kak CKpPHIITHI HA3BIBAIOTCSI HA MTPAKTHKE, BaXKHO, YTO 0€3 HUX HEBO3MOKHO HUYETO
poJath.

YacTo CKpUNTHI CKJIA/IBIBAIOTCS U3 TAKUX JIMAJIOTOB:

[Tponasen 1: [peacrasinsersb, oH MHe roBOpUT: «Jloporo ciuiikoM. asaii ckuaky 30 %». A s
1 He coo0pa3ml cpa3y, Kak OTBETHTb.

[Mponager 2: 1 06praHO roBOPIO: «JOpOro, 3aT0 KaueCTBEHHO. DTO eBPOIEHCKHIA CTHIIL. BpeHT
u3BecTHBIA. Kak OH MOXeT cTouTh siermeBo? DTo Kak Mepceaec 1 3aropoKern»

ITponasei 1: U yuto, 3170 nomoraet?

[Tpopasen 2: Hy, tak. [Tomoraer.

IMponager 1: Hago mompo6oBaTth.

Bpone Ob1 MBI MOIII OBl HE OCOOEHHO 3aMOpaYrBaThcsl. BOT MeHekepbl 00CyKIAI0T MEKIY
co00ii, KaK 1 4TO cKa3arhb. BOT mycTh 1 00Cy)1aI0T, K YeMy-HUOYIb Aa npuayT. Kaxk sl cpopmupyer
CBOI COOCTBEHHBIN CKPHIIT. 3aUeM HYKHO ellle YTO-TO JeJaTh? 3aueM HyKHO pa3padaThiBaTh KaKue-
TO OCOOEHHbIE CKPUIITHI MPOIAX ?

Ckpunmoul npooax’)c OMAUMAOMcst Oom «00bMHLIX» (dDpaz NOMEHUUANOM
BAUSIHUSL HA NOBEOEHUe KAUEHMA.

Ecnu npopaBel; MCHOMb3YeT CKPUITHI, KOTOPBIE COCTOSIT U3 TPEX HMPUBBIYHBIX OOOPOTOB:
«JI0pOro, 3aTO KAYeCTBEHHO», «U3BECTHBIN OpeH/1», «OepHTe, a TO MOTOM JOPOXke OyIeT» — 3TO TOXKE
CKpUNThl. TOMBKO CKPUNTHI, KOTOPblE MOMOTAlOT MEHEKEPY B OrpaHMYEHHOM Habope CHUTYaluil.
[Tponasel UCONB3yeT 9TU 3a€3KEHHBIE IITAMITbl HE TOTOMY, UTO YK OHM TakHMe pabouue, a IoToMy
YTO MPUBBIK, IOTOMY YTO TaK FOBOPST «CTapLIMe TOBAPHUILIK», TOTOMY YTO — a YTO, HETIOHSATHO, YTO
JI1, IEUCTBUTENBHO, 9TO K HEMELKOe KauyecTBo!

3ajaya pyKOBOOMTENA — J1aTh MEHEAKEPY BMECTO TPEX 3a€3KEHHBIX IITAMIIOB 15 TOYEUYHBIX
apryMeHToB, 20 Jjoruyecku 000CHOBaHHBIX BOIPOCOB U 30 3(p(heKTUBHBIX OTBETOB HA BO3PAKEHHUS.
C Takum apceHaJIoM HaMHOTO Jierye BecTu neperosopsl. He npasna in?
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Tpu npuYKMHBI 111 BHEIPEHUSI CKPUAIITOB

EcTb Tpy nnpuumHbL U151 BHEAPEHUS CKPUIITOB.

lIepBaH npunyunHa. Ot TOro, 4TO rOBOpMUT
MCHEIKEP, HANIPAMYIO 3aBUCAT 00beMbl npoaazx.

B kax10¥ BTOpOii KOMITAHUM BCTPEYAETCs CUTYallus1, KOrJa B OTelie Mpojax paboTaeT Kakou-
HUOYb TPEKPACHBII MEHEIKep, KOTOPBIA PeryJsipHO MpoaaeT B 2—3 pasa OoJbliie, YeM BCE OCTallb-
Hble. Ellie yare BcTpevaloTcst CUTYyalru, KOTjia CUJIbHBIE MPOJABIIbl 00ecrieuynBaioT 00beMbl Ha 20—
30 % ©omplie, yemM npoaaBIpl cpeaneit pyku. Camast Oonblast pa3HUIa, KOTOPYIO 51 BUJENIA MEXITy
craObiM M CHJIBHBIM TIPOJABIIOM, cocTaBisiia 26 pa3! 26 pas!!! IlpencraBere ceOe, OUH U TOT ke
mpoayT, OOAHU U T€ K€ LHEHBbI, OJHU U TC K€ TUIIOBBIC 3aITPOCHI KJIMCHTOB. Ho OIH IpoJaBel MmpoaacT
B Mmecsr Ha 100.000 py6neit, a npyroi Ha 2.600.000 py6neii. [Touemy Bo3HUKaeT Takas pazHUIa?
MoskeT ObITh, BTOPOU MPOJABELl TAHILyeT JUKUATY WM MOKa3biBaeT cTpuntu3? Her, He mokasbiBaeT.
Peub uzet npo npogaxky Ha BXOISAIIMX 3BOHKaX. MokeT ObITh, BTOPOI MpojaBell 001a1aeT He3eM-
HBIM 00asTHHEeM U HeveJIOBeUYeCKUM NpuTskeHrem? HeT, 0ObIYHBIN BIOTHE ceOe MOJIOION YeJIOBeK.

Bcee ormume MCEKAY MNEPBbIM U BTOPBIM IIPOJABIOM COCTOUT B MCITOJIb30BAHHWU NPABUJIBHBIX
PEUYEBBIX MOJYJIEH, T. €. CKPHUIITOB Mpoax. BTopoii mpomaserl mpocTo UCMONb3YeT Te MPUEMbl, KOTO-
pble 001a1at0T OOJIBIITUM BIMSHAEM Ha KJIMEHTA.

Takum 00pazom, eciii Tiepe]] HaMH CTOUT 3a/aya YBEJIMYeHUs] 0ObeMOB NIPOAaX, HaM HYKHO
BHEJPUTDh TAaKOW MHCTPYMEHT Kak CKpHIThl. He MeuTaTh HallTH «mpojaBiia ot 6orax», a caesaTh Tak,
YTOOBI TE peueBble MOIY/IM, KOTOPBIE MCTIONB3YET JIYUIIHiA OOell OT/iesa MPOIaX, UCIOIb30BAIN BCE
OCTaJIbHBIC.

BTOpaH npunyunHa. Ot TOro, 4TO roOBOpPUT MpoaaBeIll,
3aBUCHUT II€HA, I10 KOTOpOﬁ MOZKHO NIpoaaBaThb IIPOAYKT.

Ham kimeHT — mosibcKasi KOMIIaHUsI, KOTOpasi 3aHUMAeTCs MPSIMBIMU TPOIAKaMHM, 3aKyIaeT
KOMIUIEKT MOCYbI U3 YEThIPEX SJIEMEHTOB: JIBE KaCTPIOJIA, CKOBOPOJA U COTeHMHHUK, 3a 7000 pyOeil.
Takue KOMIUIEKTHI U3 TOCYIbI TOXOXKEro ypoBHsI KauecTBa MpoaaioTcst B VIHTepHeTe B Iuarna3oHe
ot 18.000 no 30.000. T. e. cranmapTHble HAllCHKU I pbiHKA: Kymwt 3a 7.000 pyOrmeit, mpomant 3a
20.000. Ecmu mocrapasics — 1o 3a 30.000 py6meii. Kak BbI qymaere, 3a CKOJIBKO MpoAaeT JTaHHBIN
KOMIUIEKT IMOJIbCKast KOMIaHus?

3a 35.000?7 3a 65.000? Her, 3a 108.000 py6!

Kax onu 310 nienaior? MoxeT ObITh, TAHITYIOT IJKHUTY HUTH TIOKQ3bIBAIOT CTPUIITH3? MOXET ObITh,
UCTIONB3YIOT CTPAIIHbIE 3aKJIMHAHUS WM PACTIBUISIOT B 3aJie ISl TPE3eHTAIMIA CrieIaIbHbIe Oaro-
BOHUS?

Her, oTBeT 10 cMenHOro mpocT. Y HHUX eCTh YEeTKHE BbIBEpEHHbIe CKpUMTH mponax. [1pu-
YeM 3TO He TOJIBKO Pa3rOBOPHBIE CKPUITHI, HO U CKPUMTHI, YCHJICHHBIE KCTIepUMeHTaMu. Bam He
OyIyT JOJITO PACCKa3bIBaTh, U3 YE€r0 COCTOMT CKOBOPO/A U MO KAKOW TEXHOJIOTUH IPOBOIUTCS JINTHE.
Bam mokaxyT sKCHepuMeHT, Ijie BeAYLIHiA Mpe3eHTalluy 3a)KapuT Banty... pyKy! [ToTeHimanbsHOro
KJIMeHTA (Yallle BCEro KJIMEHTKY) TIPOCAT MOJOKUTh «CBOKO MPEKPACHYIO PYUYKY» Ha THO CKOBOPOJIBI,
KOTOpasi HarpeBaeTcs Ha ra30Bou umTe. Begymuii cuutaer «121...122...123...» O6p4HO Ha 3—4
CeKyH/Ie OapbIIIHs PE3KO BBIPBIBAET PYKY ¢ Kpukamu «OW, ropsiyo!» Beaymuii cipaimmBaeT 3auHTpH-
TOBaHHYIO IyOJIMKY: «A YeThIpe CEKyH/Ibl, 32 KOTOpbIE HarpeBaeTcs Mocy/na, 3T0 ObICTPO WM OYEHb
obicTpo?» IlyOnuka ryout: «O4eHb ObICTPO».
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A. B. bapebieBa. «boeBble CJIOHBI POJAK»

W BOT 51 XO4y Bac COpPOCUTD: YTO OOJIbIIIE 3AMIOMHHTCS, JAOJTHIA PAcCKa3 PO COCTaB CKOBOPOIbI
WIN «3a)KapyuBaHKie IPEKPACHON pyuKu»?

NwmenHo a¢ppexTrBHASA apryMeHTalus1, YCUIEHHAs HAIVIsAHBIMU IEMCTBUSAMU, IOMOTaeT KOM-
[IAHWU TIOJTy4YaTh TaKylo BHICOKYIO HAlIEHKY.

Takum 06pa3om, eciu repes; HAMH CTOUT 3a/1a4a MPoJaBaTh JOPOro, HaM MPOCTO HEOOXOIUMBI
CKPHIITBI, C TOMOIIBIO KOTOPBIX MBI CMOKEM JIOHECTU LIEHHOCTh HAILIETO IMPOAYKTA IO MO3Ia KJIUEHTA.
[ToToMy YTO HM OIVMH HOPMAJILHBIN KJIMEHT He TIOKYIaeT TOT ke camblil ToBap foposxke. JIio6oi Hop-
MAaJTBHBIN KJIMEHT XOUeT MOHUMATh, YTO OH MOIYYHT, €C/IU 3aIJIaTUT 00Jiee BHICOKYIO LIEHY.

IIpuunna Tperbsi. OT TOro, 4YTO rOBOPHUT NPO/IaBeEll, 3aBUCUHT
3¢ eKTHBHOCTD NPOJaK (KOHBepPCHsS 3BOHKOB / BcTpeu / ¢/1eJIOK).

B oaHoIl U3 KOMITaHWII MHE MPUBEJIM TaKyl0 CTATUCTUKY. «Y Hac ecTh npoaasel] Ceprei, oH
nenaet no 150 xoMogHBIX 3BOHKOB B JIeHb» — «Bay, kakoit Mosozien. A CKOJIbKO BCTpeY OH Ha3Ha-
qyaeT?» — «3I-3-3, UHOTJa OJJHA-/IBE, a MHOTa — BOOOIIE HU OIHON». — «A 3TO HOpMaJsbHasi KOHBEp-
cust aist otpaciu?» — «Hy HeT, y Hac ecTb HECKOJIBKO MPOIABIIOB, OHM BOOOIIIE JICHUBBIE, JIENal0T
TOJILKO IO 5 3BOHKOB B JIeHb U HA3HAYAIOT TI0 OJJHOM-ABE BcTpeur. Bot ecim Ob1 oHM fesanu mo 100
3BOHKOB!!! BoT 310 ObLTO OBI HA!!!>»

CoracHa, eciii ONBITHBIN MPOJIABELL JiesiaeT OoJbIle 3BOHKOB, 3TO Beeraa xoporio. Ho, Mmoxer
OBITh, BCE-TAKH PYKOBOAMTEJTIO MIPUCTaIbHEE TOCMOTPETh Ha IipoaBiia Cepresi, KOTOPbI FepOMYeCcKU
JieNaeT CTOJBKO 3BOHKOB, HO MMEET TaKyl0 HHU3KYI0 KOHBepcuio? MoskeT ObITh, eciu Obl y Cepres
ObLIM HOpPMAJIbHBIE pPeueBble MOMYJIM (CKPUNTHI), OH Obl Ha3Hauyaul 1o 30 BcTped B AeHb? A MOXeT
ObITh, MeHeKepy Ceprelo He MoTpeOoBaIOCh OBl ¥ CTOIBLKO XOJMOIHBIX 3BOHKOB JIE/IaTh, @ OH Obl CMOT
Ooblie 3apadoTaTh, pa3BUBasi MOTYYEHHBIX KJIMEHTOB? A MOXET ObITh, TOTJIA OT TAKOTO KOJINYECTBa
repOMYECKHUX 3BOHKOB HE OCTABAJICS Obl «QaHTUIPOAAKHBII» 1Ierd? Beab OMUH KIMEHT coracucs
Ha CEJKY, a Kyaa aemch 149 xameHtoB? 149 ocraimch ¢ YeTKUM YOeKJICHHEM, UYTO UM «3TO He
HY)XKHO».

Bopwba 3a 3¢pheKTUBHOCTH POk SABJISIETCS HEOOXOOMMOM pabOTOM JT0O0r0 KOMMEPYECKOTO
AUpeKTopa. XOpOIlo, €CIM y HAC B OTPACIIU €CTh OONIBIIOe KOJTMYECTBO MOKYMAaTeseld, KOTOPHIM MbI
MO’KEM Ha3BaHMBATh, HE 3aKJII04Yasl HUKAKUX CAEOK. A eciu y Hac B orpaciu Bcero 3000 KineHToB?
A ecnu MeHbliie? A ecii 9TO KPYIHBII KOHTPAKT, KOTOPBIA MbI BEJTU-BENH, @ OH ITOTOM pa3 — 1 00J10-
MUJICS, OOJIOMUJICS M3-32 TOTO, YTO HAIll OOeIl He CyMeJT JOHECTH BCeX MPEUMYIIECTB MPeIOKEHHS ?

EnuHCTBEHHBIM CIOCOOOM TOBBIIIEHH ST KOHBEPCHH SIBIISIETCS pa3paOb0TKa v BHEIPEHHE CKPHII-
TOB. 7151 pelieHus 3aa4u: BIOKUTb MEHBIIIE — MOTYyYUTh OOJIbIIE, HAM IIPOCTO HEOOXOAMMO pa3pa-
60T1aTh 3(p(PEeKTUBHBIE MPOJAIOIINE CKPUTITHI.
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A. B. bapebieBa. «boeBble CJIOHBI POJAK»

Co31aHue CKpPUIITOB — MPAMAasi 003aHHOCTb PYKOBOINTEJISA

OpuH 3HAaKOMBIN KOMMEPYECKUI JUPEKTOP BIOJIHE ceOe YCIeIHOro Ou3Heca mpusHacs: « 51
MPOCITYIIMBAIO TeJie()OHHBbIE Pa3rOBOPbI MOUX ITPOJABIIOB TOJIBKO 110 Beyepam, Korja s JoMa, a He
Ha pabote. [ToroMy 4TO MOYTH BCeraa Mmocje TaKoro MpOCTyIIMBaHUS TIPUXOXKY B spocTh. U eciu
s Oyay B odrce, TO MOTYy B CepIIax cKa3aTh TAKOE, O YeM IMOTOM Oylly CHJIBHO COXaneThb. S mpocto
B OCIIIEHCTBE OT TOTO, YTO HE 3HAI0 — HY KaK 3aCTaBUTh MOUX MPOJABIIOB HOPMAJILHO pa3roBapuBaTh
c kymmeHToM? Hy Kak crenarh Tak, 4ToObl OHM MPABHJIBHO OTBeYaa Ha Borpockl? Hy yem ux ere
MOTHBUPOBATh, YTOOBI OHU TOBOPUJIM, KaK HOpMaJIbHBIC JTIOH, 8 He KaK pOOOTHI?»

¥

—\ y

B naHHOM ciy4ae U3MEHUTh CUTYALMIO C MPOAaKaMH MIOMOT'YT CKPHITTHI.

U co3pmaHue CKpUINTOB — TpsiMasi 0OSI3aHHOCTh KOMMEPUYECKOTO IMPEKTOPA.

CoBepi1ileHHO HOPMaJIbHO, YTO MPOJABIIbl OTBEYAIOT XYKE, YEM CaM KOMMEPUYECKUI IUPEKTOP.
Benp y pykoBoguTens eCTb Tpy IPEUMYIIEeCTBa.

Bo-niepBbIX, y Hero ectb ombIT. [IoaTOMy Te peueBble MOLY/IM, KOTOpbIE ceiluac KaxyTcsl ecre-
CTBEHHBIMHU, CKJIQIbIBAJIICh HE 32 OAMH [IeHb, 4 B TEUEHUE JUIUTEJILHOTO BPEMEHU BCEl KoMMepye-
CKOH JIeITeJTbHOCTH.
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Bo-BTOpBIX, y pyKOBOZUTES COBEPIIEHHO Apyras MoTuBauus. Ero 3agaya — mpokOpMuUTh BCIO
KOMITQHHUIO ¥ 00eCTIeurTh HYXHbI 00beM mpojax. M 3ta 3a1a4a — He TO K€ caMoe, YTO BBHITIOJTHUTD
TUIaH, YTOOBI IOJyYUTh HOPMAJIbHYIO 3apIUiary.

B-Tpetbux, y pykoBoguTesisi OOJblle HABBIKOB U CIIOCOOHOCTEN. Belb He MpoCTo Tak OH CTam
PYKOBOIUTD?

ITosTOMy HE CTOUT */1aTh OT MPOAABLIA TAKOTO ke MpodeccuoHanu3Ma. Jlyuilie — opraHu30BaTh
IJIs1 HETO MPO(PECCUOHAIIBHYIO TOMOILIb ¥ CO3JaTh MPOJAIOIIME CKPUIITHL.

Kax ny1s1 reosiora kapTra, Kak JJis IWIOTA IITYPBaJl, TAK U1 YCIEITHOTO KOMMEPYECKOTo JUpPeK-
TOpa MPOCTO HEOOXOANUM TAKOM YIPaBIEHYECKUI MHCTPYMEHT KaK CKPUIITHI.
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B kakux ciaydadsax HaJao0 BCeE 6I)OCI/ITI) N 3aHATHCA
CO3JaHUEM CKPHUIITOB IJIA CBOEro oracJa Hponam?

B ckpunTh Ha/10 cephe3HO BIOKUTHCS, €CITH B BallleM OT/ee POAax ObIBAIOT MOJ0OHbIE CUTY-
aryu.

Curyanus 1. CoTpyaHUKM IIPOCTO OTBEYAIOT HA BOMPOCH KIMEHTA, HUKAK HE MbITasCh BO3-
JIEVCTBOBATh Ha €r0 pellieHue.

KJIMEHT: A ectb Takas y Bac Takasi INITyKOBUHA?

IMPOIABELI: Ects.

KJIMEHT: A mTykoBHUHa ¢ IEpIaMyTPOBBIMU ITyTOBULIAMU ?

IMPOJABEL] (padocmno): Toxe ecTb.

KJIMEHT: A ckonbko crout?

IMPOOABEILI;: 17/000 py6neii.

KJIMEHT: Cnacu6o, s mogymaro.

IMPOJABEL] (6excauso): Xopolio, A0 CBUIAHUS.

W BB B GemieHcTBe Oeraere mo Kpyry. Bam cTOMIO OrpOMHBIX YCHUIMI CO3[aTh IITYKOBUHY
C IepJIaMyTPOBBIMU ITyTOBULIAMM, BbI JIOMAJIM TOJIOBY HaJ Te€M, KaK MpoJaBaTh €€ MO HU3KOM LIEHE.
W BOT — Bai nponasen Aaxe He cienan ¥ poOKOH MOIBITKH, YTOOBI JOHECTH IAHHOE KOHKYPEHTHOE
MPEUMYIIECTBO [0 KJIMEHTA.

Cutyanus 2. I[Tpogasiisl He OTpadaThBAIOT BO3PAKEHUS KJIMEHTA.

Menenxep akTUBHO pacCKas3blBaeT O TOBApPE, IPYKUT C KJIMEHTOM, U BCE BPOJE Ha Ma3M J0 TeX
T0p, MOKa peyub He JOXOIUT JO COMHEHUH.

KJIMEHT: A uem BbI Jiyuinie koMnanuu «Pora u konbita»?

IMPOJABELL: A-a, M-M, Hy, Y HAC KQUYECTBEHHBII CEPBUC U UHIMBUIYILHBIN MTOIXO/.

KJIMEHT: Bot u oHu Tak roBopsT!

IMPOJABELL: A-a, M-M, MBI IaBHO Ha pbIHKE.

KJIMEHT: U onu yxe 15 net padboTaior.

I[MTPOIABELI: A-a, M-M y Hac — Hy 3TO...

W BBl B OTUASIHMM CMOTPUTE Ha TO, KaK KJIMEHT TUXO YIUIBIBAET B CTOPOHY Oojiee POABUHY-
TOr0 KOHKYPEHTa, Y KOTOPOI'O HET IITYKOBHUHBI C II€PIaMyTPOBBIMU ITyTOBULIAMH, HO Y KOTOPOT'O €CTh
CKPHIITHI [IJ151 OT/eJIa MPOaXK.

Curyanms 3. [TpogaBiibl XpOHUYECKU IPOJAIOT OT/IEJIbHbIE TTO3ULUH, @ HE BECh ACCOPTUMEHT.

Bam kymeHT OepeT TOHHY IITYKOBUH C MEPIaMyTPOBBIMH ITyTOBUIIAMH, HO 3TO JIMIIb Majast
J0JI51 TOTO, YTO eMy HyXHO. OH Mor Obl OpaTh IMITYKOBUHBI C pe3b00H, IITYKOBUHBI C MOJTHUEH, IITY-
KOBHMHBI C MPUCAAKON U elle MUHUMYM 13 no3uuuii. Ho Bam mpopaBel] yrmopHO BBICTaBIISIET CUYET
TOJIBKO Ha OJIHY TOHHY IUTYKOBHH C NEPIaMyTPOBBIMU ITyTOBULIAMHU.

N Bam xouercs 1iakath. M BH naete IOMOM, YTOOBI He Jail Oor, Koro-HuOyab B oduce He
pasopBaTh Ha KyCKHU.

He Hasto oTyamBarbcs, 1iakarh, Oerath 1o CTeHaM M pBaTh MPOJIABIIOB HA KYCKH. [IpocTo HyKHO
CO3/1aTh CKPHUIITHI, KOTOpBIE OYAyT OTBEYaTh Ha OCHOBHOM BOIPOC: YTO, KOTJa M KOMY JIOJIKEH TOBO-
PUTH MEHEIKEP, YTOObI COBEPIIUTh MAKCUMAJIbHO Pe3y/IbTAaTUBHbIC MPOAKH.

Toraa 1 caMOuyBCTBUE YJIYUIINATCS, M MPOJAXKU IUTYKOBUH C NEPIaMyTPOBBIMU ITyTrOBUIIAMU
MOWAYT BBEpX !
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Kak oneHnThb, Kakyl OTJaqy MOKeT JaTh
cO3/IaHie CKPUIITOB B BalieM 0n3Hece?

Kak orieHuTb, Kakylo oTaauy MOXET JIaTh CO3/IaHKe CKPUIITOB B BalieM On3Hece? DTo KIove-
BOH BOMPOC /JIs1 Bceil KHUTH. W KJTI0ueBOi BOIMPOC 17151 Balllell MOTUBAIIUMM TIO 3aITyCKY HEMPOCTOro
MIPOEKTA.

Ot Bac noTpedyeTcst He TOJBKO MOHSTh, KaKMe TEXHUKHU ¥ ITPUEMBI JIOJKHBI BKJTIOYATh MTPOJIa-
I0II[e CKPUMTHL. Bce 3TH TeXHUKU 1 TTpUeMbl Haflo Oy/ieT aJalTHpOBaTh K CBOeMy OM3HECY, MPOIH-
catb, IETAIM3UPOBATh, TPOBEPUTD.

[ToTom 00CyauTh C OTAETOM MPOJAK.

[TotoM 0Oy4uTS JIIOZIEH.

A MOTOM elle U BHEIPUTh.

Hwu oviH HOpMasbHBIN YeJIoBeK He Oy/IeT 3TUM 3aHUMAThCS IIPOCTO TaK, OT HEUYEro JesIaTh, eCiu
naHHast paboTa He 0OelIaeT CyIIEeCTBEHHOrO MPUPOCTa MPOIAX.

JJ1s1 OLIEHKU MOTEeHIIMAa MPU CO3JaHUK CKPHUIITOB HAJ0 TTOCMOTPETh HAa YeThIpe MOKa3aTesl.

1. Pa3Hnua 00HeMOB NnpoaazKk MeKay Cpe€aAHuM U Jy4IIUM IIPpoJaaBIOM.

Pasnuia 06eMOB Npofax Mesk1y MPOAABIIAMH CPEIHEr0 YPOBHS M JIyUIIMMH TPOAABIAMHU,
«3Be3[IaMU», YKa3bIBAET, HACKOJIBKO MOKHO YBEJIMUUTh OOBEM MPOJAK.

Ecnu Bamm styurive moay peryisipHo rpopaioT Ha 20 % Oosblile, 9YeM CepeTHsuKH, TIPU OfIH-
HAKOBOW MOJIEJIM NPOJaX, 3HAUUT — CKPUNTHI IPUHECYT BaM yBeauueHue npogax Ha 20 %. Cmeno
3akJagpBanTe 3Ty nudpy. Ecim ke mgydiime jiionu cObiTa JEMOHCTPUPYIOT pa3HUIly B 2—3 pasa, 3T0
TeM OoJiee O3HAuYaeT, YTO 32 CO3JaHMe CKPUIITOB HA/I0 OpaThCsi HEMEIJICHHO.

[Ipu cpaBHEHMM HAJO YYUTHIBATH YPOBEHb aKTUBHOCTU Baiux OoiioB. Ecnu sydrve moau
MIPOCTO JIENAIOT OOJIBIIE 3BOHKOB, BO3MOXKHO, Pa3HHUILY B IIPOAAXax CO3JaeT MPOCTO Oosiee BHICOKAs
aKTUBHOCTh, 2 HE Ka4eCTBO OOIIIEHHUS.

[Touemy cepeqHSAYKY BIOJIHE CIOKOMHO MOTYT IOCTHYb YPOBHS «3BE€3[1» 7

[ToToMy YTO CKpUNTHI — 3TO MHCTPYMEHTHI MPOAAK, KOTOPHIE TO3BOJISIOT JTIOOOMY YeIOBEKY
IOOUTBHCS XOpOIIUX pe3y/ibTaToB. He momamaiitech Ha ynouky Muda o TOM, 4TO XOPOIIIO MPOIABATh
MOTYT TOJIBKO KaKHe-TO «BOJIIEOHBIE» JIIOM C HETTOHSATHO OTKY/A B3SIBILEHCS «XapU3MOI».

Bonee Toro, u3 mpoekTa B MPOEKT HAC YIUBISIOT UMEHHO TOKa3aTesN «3Be3l», KOTOpHIE
K CBOMM BBICOKMM TpOAaXaM YMYAPSIOTCS JOOaBHUTH ere Oonblie. [IpakTuka mokasbBaeT, 4YTo
«3BE3[p» OTJIMYAIOTCS OT CEPEeIHSYKOB OOJIBIIEH CMENOCThIO U JKEeJTaHHMEM JNOOUTHCS BBICOKMX
pe3ysbTaToB. Kak TOJNBKO OHM BUAAT pabOTAIONIYI0 TEXHOIOTHIO, OHU HAUYMHAIOT €10 MOJTb30BAThCS,
HE TpaTsi BpEMEHM Ha HarpacHble pa3ayMmbs. Pacmmpenue pernepryapa apryMeHTOB MO3BOJSIET UM
MpoJaBaTh eie OoJbIIIe.

2. Pa3lmua MCKAY BalllUMU IIPpOoJaA’KaMM ! IIpoJda‘KaMu Jujaepa orpaciin.

Bcee orpacnu B Poccuu mpoxoasaT OauH U TOT A€ Iy Th: ITyTh OT MACCUBHBIX MPOJAX, KOrjga ropa
uaer Kk Maromery, 10 aKTMBHBIX ITPOAAXK, Korga MaromMer HeXOTs caM MOIHMMAET CBOIO 3a/HHULLY
u uaer K rope. Ecim y Bac eCTb pAIOM KOHKYPEHTBI, BHEAPUBLIME TEXHOJIOTUM aKTUBHOI'O ITPOJIBU-
KEHUsl, CPABHUTE MX IIOKA3aTe/M MPOJAX CO CBOMMM.

Ecnn xe Bama orpacib MO-IpeXHEMY KHUBET B MOJENN ITACCUBHBIX MPOJAXK, U BO BCEX KOM-
MAaHUAX MEHEKephl paboTaloT C KJIMEHTaMM, KOTOPBIE CaMU JENAloT 3aKa3 0e3 JOMOIHUTENIBHBIX
YCWJIMII CO CTOPOHBI MPOJABIIA, 3HAYUT, IIPU BHEIPEHUU CKPUIITOB BaC XKJET XOpollas JeHEeKHas
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HpeMI/I}I. TeXHOJIOI‘I/II/I, IIOMOTarIIMre IMMOBBICUTH KAYECTBO HepeFOBOpOB, CTaHYT BalllUM Cepbe3HHM
KOHKypeHTHI)IM HpCI/IMyH_leCTBOM. B TaKOM cnyqae HpI/I OLICHKE IIOTECHIINAaJIa BHeIIp@HI/IH CKpI/IHTOB
cmero 3aknanasiBaiite 30—40 % mnoBbiieHUs 00beMa TPOJAK.

3. YPOBeHI) IMOIMMOHAJBHOCTH B BAIlIUX IIPOJdAKaX.

OMOIMOHAJIbHAS COCTABJIAIINAS €CTh B JIIOOBIX MpoAaxax, Kpome OoupxeBbix. Ho mporeHt
SMOIMOHAIBHOCTH MOXET ObITh pa3Hbiid. OnHO aerno, koraa [lerp [lerpoBud, reHepanbHbINA AUPEKTOP,
MOKYyTaeT 000py/I0BaHUE /ISl CBOETO IIPOU3BOJICTBA, U Ipyroe Jeno, korga Mapes CepreeBHa, 10Mo-
X03s11iKa, BHIOMpAeT IJIaThe AJ1s1 TOPXKECTBEHHOTo 110Xo/1a B TeaTp. KoHeuHo, Bo BTOpoM citydae, SMo-
[IMOHAJIbHAS HAarpy3Ka Ha MPOAAXH OyleT 3HAYMTEJIbHO BhIle. Bo BTOpoM citydae rpojaBser; MOXeT
TOBOPUTD: «BBI MPOCTO CHOrCIIMOATENLHO BHIIVISIIUTE B 3TOM ILIaThe!» — M BOCXMIIEHHO ITOCMOT-
PETh... a MOTOM PaccKa3aTh PO XUT CE30HA. .. [IOTOM 0OpaTUTh BHUMaHKE Ha HYKHBIE JIETANIH. . . Ile
pa3 crenath UCKPEHHUH KOMIUTMMEHT. .. pacCIPOCUTh O TOM, Ky/la KJIMEHTKa OyJeT XOOUTh B 9TOM
miaree. .. M Bot y)xe Mapust CepreeBHa, J0BOJIbHAS, IOPXaeT Kak 6abouKa Mo HaNpaBJIeHHIo K Kacce,
TOOOBHO MPYKMMAasi HOBOE IUIAThE.

UYeM BbIIIIE SMOIMOHAIBHAS COCTABJIAIONIAs B ITPOJAXaxX — TEM B OOJIbIIEH CTENeHN MPOAAXKH
OyIyT 3aBHCETh OT YMEHHsI MTPOJaBlia MPaBUIbHO MOIOTPETh AMOLIMH KiMeHTa. Pa3Huia B oobemax
MPOAAX MPU CPEJHECTATUCTUYECKUX U «3IMOLIMOHAIBHO MOAOTPETHIX» MPOJAXaX MOXKET JOCTUraTh
100 %.

3anoxwure cede nopbiieHre oobeMa rmpogax Ha 70 %. U ata mudpa Oynet cTiMyIMpoBaTh Bac
Ha pa3pabOTKy MPOAAIOIINX CKPUIITOB.

4. YPOBCHB CJI0KHOCTH B BalllUX Ipoaazkax.

OpHaxIpl B OTIee MPOAaX METALTYPru4ecKoro KOMOMHaTa CIyYroch Takoe mapu. MeHe-
JPKepbl HAOTPE3 OTKA3AJIMCh U3y4yaTh MH(OPMALIMIO O TAKOM IPO3aMYECKOM TOBape Kak IPOBOJIOKA.
«A UTO KJIMEHTaM paccKasbiBaTh O MpoBosioke? O Hell M Tak BCe JAaBHO BCE 3HAIOT», — TOBOPHUIH ObIBa-
nble Oouipl. Torma s mpeiokuia 3aKTI0UnTh napu: «JlaBaiite mpoBeprM, NEWCTBUTEIHHO JI BCe
KJIMEHTHI BCE 3HAIOT O BCEX BU/IAX IMPOBOJIOKH, KOTOPYIO MBI BHIITycKaeM. BriOepuTe caMoro onbITHOTro
KJIMEHTa, C KOTOPBIM BbI JABHO padOTaeTe, v MOMPOCUTE ero MoyvyacTBoBaTh B akcnepumMente. Eciu
KJIMEHT BCE PACCKAXKET O MPOBOJIOKE (@ 3TO, HA MUHYTY, 5 CTPaHUII CJIOKHOTO TEKCTAa) — Bbl BHIUTPAIU
napu. U 6onbliie HUKTO He Oy/leT K BaM MPUKANbIBATHCS ¢ U3yYeHHEeM HeoOXOIMMOM MH(pOpMAaIIUH.
Ecnu KIMeHT He CMOXET OTBETUTh Ha BOIIPOCH B MOJTHOM 00beMe — Ballla 3a7ava BBIyYHTh 5 CTpa-
HUII TEKCTA Han3ycTh». Kak BbI gymaere, kTo Beirpan? OteeTr oueBuaeH. ONBITHBIA KJIMEHT C 00JTb-
IIMM CTaXeM He CMOT OTBETUTb U Ha MOJIOBUHY BOIIPOCOB O COCTaBE, CBOMCTBAX U BUJAX MPOBOJIOKH.
OH Takske aOCOIOTHO TJIaBajl B BOMpocax IieHsl. [lapyu mpousBeno Heus3InaiuMoe BlieyaT/ieHue Ha
mogeit. OKa3anock, 4TO He BCE €1le B ITOM MHUPE BCE 3HAIOT O IIPOBOJIOKE.

ITOT SAPKUIA CIydaill IOKa3bIBAET KECTKYI0 3aKOHOMEPHOCTb. OUeHb YacTO Mbl IIPUITMCHIBAEM
KJIMEHTaM OOIIMpHbIE 3HAHUSA O CBOEM TOBape, OTOMY YTO CaMH BCe O CBOeM ToBape 3HaeM. s
HAC MOHATHO, KaK BCE YCTPOEHO, U KAKKE XapaKTepUCTUKH 32 YTO OTBEYAIOT, [IOTOMY UYTO MBI C 3TOW
MIPOBOJIOKOM padoTaeM JieHb ¥ HoUb. Ho [171s1 KJTMeHTa MPOBOJIOKA — 3TO OJJHA THICSYHASI ACCOPTUMEHTA
Ha ero onToBo# 0aze. [IOHATHO, YTO ero 3HaHWS O HallleM TOBape MUHUMAJIbHBI.

Ecnu BBl ipozaeTe CII0KHBINA TOBAp, KOTOPBIA TpeOyeT SKCIIePTU3bl, BHIMTPHIBATH OYIyT MEHe-
JKEepBbl, KOTOPBIE YMEIOT POCTO U MOHSTHO JIOHECTU 3TU 3HaHUs A0 KiueHTa. Ml He mpocTo JoHecTH,
a rpaMOTHO NIPOJATh 3TU 3HAHUS.

Uem crioxHee MPpoIaXu — TeM OOJIbIIIe HYKHBI CKpUMTHI. [1py olleHKe MOTeHI1aa MOBBIIICHHU S
CJIOXKHBIX MPOZIaXK OT BHEPEHUSI CKPUIITOB — 3aKJjabiBaiite MUHUMYM 30 %.
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Takum 00pa3oM, MaKCUMaJIbHBIE TIPOJIAKU OT BHEAPEHUSI CKPUIITOB BbI TIOJTyYHTE:
* Ecin y Bac OOJIBITION pa3pbiB MEX/y «3Be3JaMi» W MPOJIABIIAMU CPETHEN PYKH.
* Eciu BBl OTCTaeTe OT JIepa OTPaciv, KOTOPbIA UCIIONb3YET aKTUBHBIE IPOAAKHU.
 Ecm y Bac SMOLIMOHAJIbHBIE MTPOJIAKH.

* Eciiu y Bac ciokHbIe MPOIAXH, TPeOYIOHe OT KJIMEHTa BHICOKOH SKCTIEPTH3bI.

Hanetoce, Bbl Hanmcas cebe OpUEHTHUPOBOUHYIO IM(PY MOBBIIEHUS BAIKMX MPOJAK, U 3T
ugpa OyaeT Bac BIOXHOBIIATH Ha JajIbHEWIIIee U3yUYeHUe KHUTH.
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Kaxk kaura nomozker co3aaThb nMpoaarmue CKpUIIThbI

ToNBKO CKPUTITHI, aJANTUPOBAHHBIE TIO]T BAITl TIPOAYKT, BAIIMX KJIMEHTOB, BAIll CTUJIb PAOOTHI, —
CMOTYT MaKCUMAJTLHO TIOBBICHTH TTpojiaku. [103TOMy HEOOXOMMO YMTATh KHUTY B PYYKOH (KOMITBIO-
TepOM) B pyKax, JieJiasi HyXKHble TIOMETKH, BBIMIMCHIBAS MOJIe3HbIe (hpasbl, BHITOTHSS METOANIESCKIE
3aganus. [lo Xxomy KHWIM y Bac OyayT BCTpeuarbcsl yrpakHeHus. [loTpaTeTe Ha HUX Bpems. DTO
BaJKHO!

C nepBoro pa3za Takou MOAXO]I MOXKET MMOKA3aThCsI N30BITOYHBIM, OTHAKO MTPAKTHKA MMOKA3BIBACT,
YTO MMEHHO JIeTaJIbHasl MPOpadOTKa TOMOraeT JIOCTHYb BBICOKUX Pe3y/IbTaToB. Benh HamvcaHHbIC
(paspl camu He 3aMpLITMBAOT K HAM B TOJIOBY. UTOOBI MPHEMBI CTATH «CBOMMI», UX CTOUT TOKPY-
TUTb — MTOBEPTETh, TPUMEPUTH U aJANITUPOBATh TIO]T CEeOsI.

Bcem HamM HYKHBI CKPHIITHI, TIOTOMY YTO y TPOJABIIOB HET HHM CKAJIbIIENs, HA MOJIOTKA, HU
BBICOKOTOUHOT'O TOJC/TYIIMBAIOIIETO YCTPOMCTBA, HU IaXe KAaCTPIONU C MOJOBHUKOM. ECTh TOMBKO
MBI CAMH U TO, YTO MbI TOBOPUM. A 3TO U €CTh HaIllM CKpUNTHL. OYeHb XOUYETCs, YTOOBI OHU JIaBaJIN
BBICOKHME MpOoJaxu!
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I'naBa 2
OcCHOBHbIE 3aKOHOMEPHOCTH CKPHUINITOB

CuacTbe KJIHEeHTa — cep/Iie nNpoaaK

[Mpesxzie yeM NpUCTYNUTh K pa3padOTKe CKPHUITTOB, OYeHb BaXKHO HATIOMHHUTH O CAMOM IJIAaBHOM.
ITponaxa — 31O mpolecc, KOTOPBIH JiesaeT Halllero KJMeHTa Oosee cyacTivBbeIM. MHoraa — 310 cya-
CThE MOKET OBITh OIPOMHBIM, €CJIU, HAIIPUMEP, KJIMEHT MOKYIAeT 3aropoAHBII IOM WM CTaBUT HOBOE
000pyIOBaHKE Ha CBOE MPOMU3BOACTBO. A MHOTJA — CHIOMUHYTHBIM, KaK OT BKYCHON KOH(ETHI WIIH
yIOOHOH MporpaMMbl MOOHJIHHOTO TPUJIOkKEHHs1. [109TOMy XOpolire mpogaBIibl pacCKas3blBaloOT, KaK
TOBap MOMOXET MOKYIATeNIo CTaTh Oosee yCMelHbIM, OOraThiM M 3J0POBbIM. XOPOILIUE MPOAABLbI
MHOTO 3HAIOT O CBOEM TOBAape M MOT'YT CBS3aTh JIIOOYIO XapaKTEPUCTUKY C TEM PE3yJIbTaTOM, KOTO-
pblii KJIIMEHT MOIy4YUT. XOpOIIUe MPOAABLbI 3HAIOT, KAK U3MEHUTCS JKU3Hb KJIMEHTa, €CId OH IpU-
MeT Hallle IpeiIokeHHe. XOpollKe MPOoJaBLibl TOYHO MOJCYUTAIOT, KaK Hallla ONlepaTUBHAS JOCTABKA
COKOHOMMUT JIEHbI'M, KaK HAIll KAUeCTBEHHBIN TOBApP JACT BO3MOKHOCTb pa300raTeTh, U Kak MHIUBU-
AyaJIbHbIN MOAXO0[ HAIlIeH KOMIIAHUM OTPA3UTCs Ha 3[0pOBbe. XOPOIIMe ITPOJABLBI BCE 3TO pa3IoxkaT
TI0 MOJI0UKaM, I pam U JeTajIbHBIM ollepalysiM. XOpoIlue MpoAaBLbl OyIyT IPOAABATh «CUACTbE»,
a He caM MPOAYKT. VIMEHHO KJIMEHTCKOE «CYaCThe» SIBJISIETCA ceplieM Mpojak. MIMeHHO nokynaTesb-
CKHE pe3yJIbTaThl SIBJISIOTCS LEJIbIO MPOaXH. VIMEHHO MOMOILb B TO3UTUBHBIX M3MEHEHUSIX JKU3HU —
MHCCHS U IIPe/IHa3HaueHHe MPO/IaBIIA.
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A. B. bapebieBa. «boeBble CJIOHBI POJAK»

Brl MOXeTe ckazaTh, UTO BCE 3TO KaK-TO OYEHb CJIOKHO, PACILIBIBUATO M HEMTPEACKa3yeMo. DTO
TaK U €CTh. XOPOIIHe MPOJAKH — ITO CJIOKHO, a MHOTA OYEHb PACIUIBIBUATO M TUIOXO TpecKasy-
emo. [ToTomy 4TO TIPOAAXU — TO KUBBIE JIIOAW C WX B3MJISAAMH, OIBITOM, MPOOIeMaMu, MPUBbIY-
KaMU, MeYTaMH1 U kenaHusiMu. [ToTomMy 4To Halm mpoayKThl HyKHBI JIIOISIM TOJIBKO ISl TOTO, YTOOBI
crath O0J1ee CUIbHBIMU, YMHBIMU M KpacuBbIMU. [10TOMY UTO HAIIM MTPEAJIOKEHUS HYKHbI TOJIBKO A5
TOTO, 4TOOBI JIeJIaTh YCHEIIHbIN OM3HeC, MoOeXJaTh KOHKYPEHTOB, 3apadaTeiBaTh MPUObUTH U CHU-
’kaTb 3aTparsl. [IoTOMy YTO HAIM MPOIAXH IOIKHBI IOMOYb B TIOMCKE CMBIC/IA, B CAMOpEaT3alluM
Y B MOJTyYEHUU CBOETO WHAMBHUYaJIbHOTO BU/IA CUACTDI.

W BBI ckaxeTe — Hy 9TO BOOOIIE BHICOKKE MaTepHH, Ty[a BOOOIIe He Hal0 XoauTh. Ham Hamo
JeNnaTh IUIaH, HaM HaJIo JaBaTh 00BEeM MPOJaK, HaM HaJI0 MOKa3bIBATh XOPOIIHEe (PMHAHCOBBIE PE3YIIb-
Tathl. [71e HaIM (PMHAHCHI U TJIe MOKYNATEILCKIE MEUTHI O cYacTbe?

Bce Tak. Pabora B popaxax — 3T0 MOCTOsTHHAS 3200Ta O BBITIOJIHEHUH TUIaHa TI0 0ObeMaM, 10
KJIMEHTaM, TI0 aCCOPTUMEHTY U T. A. PaboTa B mpogaxax — 9TO MOCTOSIHHBIN y4eT ceO0ecCTOMMOCTH,
HAlleHKH, TPUObLIM U CKUAOK. PaboTa B mpoaaxax — 3To Bcerjaa 3a00Ta 0 MaTepuaibHOM OJ1aroro-
JIYYUH CBOE KOMITAaHUH.

Ho naBaiite mocMoTpuMm, 4TO IPOU3OMIET, €CIIM MBI COCPEJOTOUMMCS TOJIBKO Ha TOJIBIX IU-
POBBIX [OKA3aTeNSAX, €CJIM Mbl BRIYEPKHEM U3 TI0JIs1 BHUMAHUSI KJIMEHTCKUE MEUTHI, JKeJlaHus1, CTPaxu
1 amOunmu. YTo mpou30iaeT, eciy U3 MPoAaX yHAeT vyenoBedeckuil paktop? M3bsaTre yenoBeye-
CKOro (pakTopa 13 MPOAaX MPUBEAET K YMUPAHUIO OM3HECa, a BMECTE C HUM M K CHKEHUIO (PMHAHCO-
BbIX MOKazaresnei. [Iporiecc OyzeT MoxXox Ha U3bSATHE CepAla y JKUBOTO YesioBeKka. Bpozae ectb pyku,
HOTH, TOJIOBA, HO Tiepe]] TOOOH yXke He YesOBeK, a TPYII.

CyacTbe KJIMeHTa — OCHOBA XOpolux mpofax. [loaromy 3¢ deKTrBHbIE MPOAAIOIINE CKPHIITHI
noguuHsI0TCs hopmyrie: «Crienait, Kak s mpejsaraio, — u OyieT Tebe cuacTbe».

Appexmuarvle npooaiougue cKkpunmvl noouunsiiomcs gpopmyne: «Coenail,
KaK s npeonazaro, — u oyoem mebe cuacmve».

HMMeHHO aklIeHT Ha cYacThe LIeTJisieT BHUMAHUEC, 3aMHTEPECOBLIBACT U CTUMYJIUPYCT PACCTATHCA
C prrﬂeHbKOﬁ CYMMOﬁ JEHET. CCKpCT BCEX YCIICHIHBIX MPOOJABIOB COCTOUT B TOM, YTO OHU CO3HA-
TEJILHO WX OECCO3HATEILHO TOBOPAT O HyXKJaX, YadAHUAX U HOTp66HOCTHX MOKYIIaTeJIA. HNmenno
AKIICHT HA CYACTHE — Ta IIYTEBOAHAA HUTbH, KOTOpAd IOMOIaCT YIIpaBJIATb XOAOM CHCJIKU.

Ecau MBI XOTHM cO3AaTh npoaaruiue CKpUIITbl, HAM HAJ0 CO34aTb MHCTPYMCHT, I(OTOprfI,
C O,HHOfI CTOPOHBI, YYUTHIBACT l'IOTpC6HOCTI/I M BBIT'OAbI HAIIICI'O 3aKa34YMKa, a C ,[[perfI CTOPOHBI —
MoMoraeT 3akjiJdaTh caesku. Ham HYXEH MHCTPYMECHT, KOTOprfI, C OI[HOI?I CTOPOHDI, 3a00TUTCS
O CEpALC KJIMUEHTA, a C I[perﬁ — IPUHOCUT XOPOILIUE NCHbI'U.
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KecTkue CKpUIITHI

CymiecTByeT /iBa TUIIA CKPUIITOB: KECTKUE U BAPUATHBHBIC.

B ocHOBe keCTKHX CKPUITOB JIEKHUT MPEANONIOKEHUE, YTO Ha KaX bl BOIPOC, KOMMEHTapUil
WM BO3paskeHHe KJIMEHTa CYIIeCTBYET €TMHCTBEHHO NMPaBWIbHBINA OTBET. OTBET, KOTOPBIH MPOCBET-
JIUT MO3TH KJIMEHTa, OTKPOET €My IJ1a3a M HAKOHEIl 3aCTABUT COBEPIIHUTH MOKYIIKY.

Takoil moaxop NoAKynaeT cBoer MpocTOToil. bepeM caMblil paBUJIbHBIN OTBET, 3alMChIBAEM
ero, BCTaBJIisieM B OJIOK CXeMy — ¥ BCe, TPOJaku B KapmaHe! PyKOBOICTBYSICh TaKOU JIOTUKOM, CO3/1a-
TEJIM KECTKUX CKPHIITOB MPOIMKUCHIBAIOT [UTMHHBIE TIETIOYKH TUAJIONOB, B KOTOPBIX «3aIIAThI» BOJIIEO-
HbIE OTBETHI Ha JTIOOYIO peakIuio KireHTa. CXeMbl MOTYT ObITh TPUMHUTUBHBIMU U YIUTHIBATh TOJIHKO
HECKOJIbKO BO3PXKEHUI KJIMEHTA, & MOTYT OBITh IMUPOKUMHU, PA3BEPHYTHIMU M MOPAKAIOIIMMHU Mac-
mradamu BooOpakeHue. $1 3Halo ciyvai, Koraa KOHCY/IbTAHT MPOMKCAIT TSI CBOETO 3aKa3urKa Bapu-
antbl otBeToB Ha 700 ppas. Ha 700!!!

Kazanoce Obl, BOT OHO, Hallle cyactbe. Tenepb Mbl IPOCTO CIIBIIIMM BOIPOC KJIMEHTa, HaXu-
MaeM Hy’KHYI0 KHOIIKY Ha MOHUTOPE — M BOT OHa, BoJieOHast (ppa3a, KOTOpasi BAIMT KJIMEHTa Haro-
Bai! KapTiHka 3aMaHuMBasi, OOHAKO JaBaiTe MOCMOTPHUM, K YeMy TaKOW MOAXOJ] PUBOAUT Ha MpaK-
THKE.
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TokcH4YHbBIE MNOCJAECACTBUA NCITOJb30BaAHUA KECTKHUX CKPHUIITOB

1. KiimeHTHI NOKYNAIOT MeHbIIIEe, YeM MOTJIH ObI.

[Tpu “crob30BaHMM KECTKUX CKPUNTOB KJIMEHTHI MOKYMAIOT MEHbIIE, YeM MOIJIU Obl TIOKY-
naTh MPY UCTIONb30BAHUY BAPUATHBHBIX CKPUITOB. B 00111eM, 3T0 IOCHEACTBHE — U €CTh CaMOe TJIaB-
Hoe. KJIMeHTBI He XOTSAT, 4TOObl ¢ HUMH pa3roBapruBal poOOT, KOTOPHIH CIIeIyeT 3aJI0)KeHHOMY B HETO
aroputMy. KiMeHTBl He XOTAT XOMyJIbHBIX (hpa3. KIMeHThl XOTAT qpy)ecKkoro oOIeHrs 1 TOHST-
Hol nHpopmauuu. Kpome Toro, KJIMeHThl YyTKO pearupyoT Ha uHToHauuw. [lokynarensckoe yxo
MIPEKPACHO CJIBIINT T€ Tay3bl, KOTOPble BO3HUKAIOT MIPY YTEHUH Pa3BEPHYTHIX OJIOK-CXEM Ha TOM
KOHIIe mpoBofa. [Tokymareabckuil MO3r BHUMATENILHO JIOBUT BCE HECOOTBETCTBHSI, KOTOPHIE BO3HU-
KaloT B JUaJIore.

Ho, MoxeTt ObITh, HAM CTOUT MpeHeOpeUb STUMHU 3aKOHOMEPHOCTSIMU U COCPEJOTOUMTHLCS HA
KJIMEHTaX, KOTOpPbIE TOTOBBI CIIYIIATh )KECTKO 3aIipOr pAMMHPOBAHHbBIE OTBETHI? MOXET ObITh, TOTEPH
B MIPOJakax He Tak BEJMKU? MoW ONbIT MOKa3bIBAET, YTO MOTEPH JIOCTATOUHO OIIyTUMBL. MBI pery-
JISIPHO CIIBIIIMM OfIHY U TY e UCTOpuIo. «BOT 3aKka3any HamucaHue CKpHUITOB, HAM CIeNIajii OYeHb
MoAAPOOHYI0 OJIOK-CXeMy, MBI CTaJIU 1O Hel padoTath. [lomoraer s Hadana pasroBopa. M wHorma
(pasbl XopoIo padboTaloT B OTBET Ha BO3paskeHHe KineHTa. Ho B 1iesioM — KomMmepueckoro agexTa
He BuauM. Bosee Toro, KJIMEHTHI KayloTcs: «[loueMy BB TOBOPHTE CO MHOM Kak poOOoT?» XoTum
MOMEHSITh CKPHIITHI, HO HE 3Hae€M, UTO HYXKHO J0JeaTh».

2. C103kHbBIE KJIHMEHTHI BOOOIEe He MOKYMAIoT.

[Tpu UCTIONB30BAHUM KECTKUX CKPHUIITOB YXOAST KJIMEHTHI, KOTOPbIE HECTaHIAPTHO OOIIAIOTCSI.
C oHOIi CTOPOHBI, KOHEUHO ke, OOJBIIMHCTBO KJIMEHTOB IEMOHCTPUPYIOT TUIIOBBIE peakiwu. C npy-
rOil CTOPOHBI, 1ak€ TUIIOBbIE PEAKLIMU MOT'YT BBIIJISIIETh OYEHb IPUUYUIMBO. B cBOe BpeMs coTpya-
HUKH KOJUI-IIEHTPa MOOWJIBHOW KOMITaHWU paccKasbiBasi Ipo VIP-kimeHTa, KOTOphId Neproauye-
CKM 3BOHUJI B TPU Yaca HOUH ¢ ¢ppa3oi: «3BOHIO BaM U3 ByTeipku. MHe 3/1€Ch Tak OIMHOKO. ..»

W 4uro genath nmponasily, KOTOPbIA HUKAK HE MOXKET HAWTH HYXHbI oTBET B 3THX 700 BapuaH-
tax? Ckazarb: «[logoxauTe, ceituac Mouliy» Ui MPOCTo MPOMOTIaTh? «3aBUCaHUE» MPOJABIIOB Ha
HECTaHJAPTHBIX CUTYALUsIX PUBOAUT K HAPYILIEHUIO KOHTAKTA, K CHUKEHUIO BIIUSIHUSA, U, KaK CJel-
CTBUE — OTCYTCTBHIO IPOJAK.

W 3auem TOr/1a HYXKHBI TAKUE CKPUIITHI?

3.V MeHeI:KepPOB pe3K0 CHUKAETCsI MOTHBAIMSL.

TOKCUYHBIM TTOCJIEICTBMEM MCIIOJIB30BAHMS KECTKUX CKPUITOB SIBJISIETCS pe3Kasi IeMOTHUBA-
I1s1 TIPOJIABIIOB.

3acraBiisisi MEHEIKepOB padoTaTh MO MPSAMOJIMHERHBIM CXeMaM, Mbl POEM MOTHBAIIIOHHYIO
MOTHITY JJIsl CBO€W KOMaH/Ibl. 37J0POBBIE KU3HEPAIOCTHbIE MEHEIKEPhl HAUMHAIOT YEM-TO ITOXOJUTh
Ha XOASYMX MEPTBEIOB C 3apaHee 3arIAHMPOBAHHOM OJIHOTUIHON peakiver. Jlioau-poOoTs nepe-
CTalOT COYYBCTBOBATH U MEPEXKUBATh, IEPECTAIOT IIOMOTATh U UCKATh, IEPECTAIOT MEHATHCS U MICKATh
HOBBIE pelleHus. BmecTte ¢ Kaxylencs IpOCTOTOM Mbl MOJy4aeM pe3KOe CHUKEHHE aKTUBHOCTU
u OpIcTpoe 3aTyxaHue sMoluii. CHIKeHHe MOTHBAILIUK TTPUBOAMT K yBEIUYEHUIO TeKyuku. CoTpya-
HUKH TIOYEMY-TO COBCEM He Jiepkatcsi 3a paboTy, I/ie HaJo YMTaTh 3apaHee HaIMCaHHbIe OJIOK-CXEMBI.
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Jlionn He XOTAT ObITH POOOTAMU, AaXe €CM OHHM TPYIATCS B KOJUI-LIEHTPE, Jake eClId OHU AENAi0T
XOJIOZIHBIE 3BOHKM, AK€ €CJIM OHU IPUHUMAIOT KJIMEHTOB B TOPrOBOM 3aJIe.

Takum 06pa3oMm, KeCTKO CTPYKTYpUPOBAHHbIE CKPHIITHI, IPU BCEH KaXKYyIIEHCs MPUBJIeKaTeb-
HOCTH, HE ITOMOTAIOT, & MELIAIT XOPOLIMM IPOIaXkaM.

UYro xe nenars?

EnvHCTBEHHBIN BBIXOJ — pa3padaThIBaTh BAPUATUBHBIE CKPHIITHL.
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EIIHHCTBEHHLIﬁ BbBIX0/1 — BAPDUATUBHLIC CKPUIITDBI

Yem BAPUATHUBHBIC CKPUIITHI OTIMYAIOTCA OT IPOCTOIo pEIICHUA — HE UCIIOJIb30BaTh HUKAKUX
CKPHIITOB, a paboTaTh «OT AYIIH», KTO KaK MPUBBIK ?

BapI/IaTI/IBHbIe CKPUIITBEI B OTVIMYUE OT CKPUIITOB «KTO KaK IMPUBBIK» KCCTKO IMOAYUHEHBI 3aKO-
HOMEPHOCTSIM BJIMSIHUA. PacIMpeHHBIN CIIEKTp MPUEMOB MO3BOJISIET MPOIABILY THOKO YIPaBIISAThH
XOZIOM NIEPErOBOPOB, MOAOKPast Hanbosiee ASUCTBEHHbIE IIAary 107l KOHKPETHOTO KJIMEHTa C ero KOH-
KpeTHOH curyanueid. IMeHHO ypOBHEM pe3yJIbTaTUBHOCTH BAPUATUBHBIE CKPHUIITHI OTIIMYAIOTCS OT
IMMPUBBIYHBIX CKPUIITOB, IPUMCHSACMBIX «OT OYLIN> . BCIIB IMPUBBIYHLIC Y JYHICBHBIC API'YMEHTHI — 3TO
HE TO € caMoe, YTO 3(P(HEKTUBHBIE U MTPOJAIOIIIKE.

Bapuamueuble CKpunmnibl JHcecmrxo NOOUUHEHbL N02UKe npoda:}fc u npedﬂazaiom
HA MUNOBble X00bl KAUCHMA HECKOAbKO BAPUAHM OB PeUesblX .Man./leIZ.

3a cyer Toro, YTo MpoJaBel] UCTIONb3YeT (ppa3bl, MAKCUMAJIBHO 3aTOUYEHHBIE MOJ] TOTPEOHOCTH
KJIMEHTA, BIMSHUE Ha IOKynaress ycuiuBaercs. C ycuieHreM BIUSHUS YBEJIMUUBAETCA U KOMMEp-
YECKUH pe3yJibTaT, pay KOTOPOro BCE CKPUIITHI U 3aT€BAJIUCh.

TakuMm 06pa3oM, C OMOILBI0 BAPUATUBHBIX CKPUITOB YOMBAaeM Cpasy [IBYX 3alleB: C OTHOM
CTOPOHBI, COXPaHsIEM B [IEPErOBOpax rMOKOCTb U YEJIOBEUHOCTb, C JPYTrOi, UCIIOJIb3YeM HYXKHBbIE IPH-
€Mbl, YCWJIMBAIOILIE BO3/IEHCTBUE HA KJIUEHTA.

Takoe coueTaHue JaeT HAaM HeCKOJILKO npenmMymecCcTB.

1. YenoBeuHnocts. [Ipu UCMonb30BaHUU BapUATUBHBIX CKPUIITOB MEHEKep BBIOUpAeT TOT
TEKCT, KOTOPbI B JAHHBI MOMEHT, MO0 €r0 MHEHUIO, JyYllle MOAXOAUT KOHKPETHOMY KJIMEHTY.
[ToaToMy OTBETCTBEHHOCTh 32 KOMMYHHUKATUBHBIE MPUEMbI OCTAETCS Ha CTOPOHE IMPOAABLIA, a HE
OTJIAeTCsl Ha AyTCOPCUHT IYCTh U CAMOMY MPOABUHYTOMY CKPHIITOJIOTY, U300peTaTeio BOIIEOHbIX
oTBeTOB. Takast KOH(pUrypalysi COXpaHsieT €ECTECTBEHHOCTb U Y€JIOBEUHOCTb.

Ecnu knueHT roBoput: «3BOHI0 BaM U3 ByTbipku. MHe 31€Ch Tak OOUHOKO. . .», TO, MOJIb3YsCh
BapUATUBHBIMU CKPUIITAMU, MPOAABEI]l MOXKET CIIeNIaTh BHIOOP, KaK MUHUMYM, U3 CEMU XOJIOB:

e A 6am couysecmeyro. Yem moey Ovimo nonezemn?

e OmauuHo, umo 6vl NO36OHUNU K HAM. Y Hac écez0a éam paokwl.

e A 6ac snumamenvro cayuaro. Kakoii eonpoc, césizanmwiii ¢ MOOUALHOUL 8513610, HEOOXOOUMO
nposiCHUMs?

e Cepeeti Cemerosuu, 0oopoui nouu! /lasatime kopomxo u no deny.

e A 6ac nonumaio, MHe mogice Obl8aem uHo20a Maxk 00uHoko. Ymo eam nomozaem?

e Cepeeii Cemenosuu, Kaxk cezo0Hs npouten 0eHv?

e Cepeeii CemeHogu4, 0A6HO 8bl HAM He 360HUNU.

[Tponagser BbIOMpaeT CBOM BapUaHT B 3aBUCUMOCTH OT KOMMYHMKATUBHOM 33/1a4d, KOTOPYIO
€My HaJ0 pelluThb, COXpaHss KOHTakT ¢ KOHKpeTHbIM Cepreem CemenoBuueM. Hu omuH myctb
Y caMbli IPOABUHYTHIN CKPUITOJIOT HE CMOXKET 3apaHee MpeABUIETh HOYHOM 3BOHOK VIP-kimeHTa
u3 ByThIpKH.

2. 9 ¢pexTuBHocTh. [Ipoaaserl] pemaeT KOMMyHUKATUBHbIE 331241, & HE MMPOCTO HAXKUMAET
KHOIKH B [TOUCKE TOTO OTBETa, KOTOPBIH 3aJI0%EH B KECTKO MPOIUCAHHBIX (ppazax. Takum oOpazom,
OTBETCTBEHHOCTD 34 COBEPIICHUE MTPOAAKU OCTAETCS HA POJABLIE, @ HE TOAMEHSIETCS OTBETCTBEHHO-
CTBIO HAKMMATb HYKHbIE KHOMKU. B TO 3k BpeMsi CKpUIITHI SABJISIIOTCS] UHCTPYMEHTOM, YCHIIMBAIOILIUM
padoty menemxkepa. [IpoaaBily He HAIO KaX/IbIH pa3 B KaXIOM pasroBope M300peTaTh BEeJOCHUIIEe],
Tesie(pOH WM NEKTPUYECTBO. Y MPOAABIIA YKE €CTh U BeJIOCUIIe]l, U Tele(OH, U IEKTPOIIPOBOJIKA.
[Tponagserr MpoCcTo MOJIb3YeTCsl ITUMU UHCTPYMEHTAMH 11 TOTO, YTOOBI MTOBBICUTH 0O0bEM MPOJaK.
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3. TBopuecTBO. Hanuune KecTKMX CKPUITOB 3aCTaBJIsIeT MEHEIXKEPOB €XaTh Ha MPEeJOCTaB-
JIEHHOM BeJIOCHIIe[Ie TOJIbKO B OJHOM HAIlpaBJICHUH TIO 3apaHee NPOTOPEHHON JOpoxkke. B pean-
HOM O6H.[€HI/II/I AJIA JOCTUIKEHUSA PE3YJIbTaTa MHOT A HAa10 BLIGI/IpaTI) O6"be3IIHbIe IMMyTH " Cricnuajib-
Hble MapiIpyThl. JlocTrkeHue pe3ysbTara B IpoAakax sBJsieTcs TBopueckon 3agaueil. [1pu Hanmunn
OIpeIeJIEHHOTO YPOBHS CBOOOJIBI M XOPOILIO CMa3aHHOIO BEJIOCUIIEIa — KOMaH/a 'OHIIMKOB OTAeNa
MPOZIaK HAMHOTO OBICTpee MpUAET K LEJH, YeM KOMaH/a XJIIOMUKOB, KOTOPBIE TOJILKO ¥ YMEIOT, 4TO
MOBTOPATH 3ay4YeHHbIE (Ppa3bl ¢ MOHUTOpPA. MeHeaKepbl, YCBOMBILUE JIOTUKY CKPUIITOB, HAUMHAIOT
MPOAYLIMPOBATh M MPUAYMbIBATh SIPKUE M TOYHBIE APTYMEHTBI, KOTOpbIe 00JIaJaloT ele OOJIBbIINM
BiMssHUEM. CKpPHUIITBI CTAHOBSITCSI CAMOPA3BUBAIOLIENCS Y CAMOHACTPAUBAIOIIEICS] CUCTEMOM, KOTO-
pas elie OoJIbIle YCUINBAET MPOAAKHU.

Kopoqe BLI6paCbIBaeM KECTKHUE CKPUIITHI U MMUIIEM BapHUATUBHELIC.
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Tunosbie OMINOKH IIpHa HANMUCAHUUN CKPUIITOB

UToObl YETKO MOHSATH, KAKUE CKPUIITH HAM HYKHBI, JaBaliTe CHavYaJIa pACCMOTPHUM Te OLIHOKH,
KOTOPBIE YaCTO COBEPIIAIOTCA MTPU CO3JaHUUA ITOTO UHCTPYMEHTA.

1. CkpunThl He PUBSI3aHbI K TOBapYy.

OueHb k1BYY MU, KOTOPBIY 310pOBO MOPTUT JIOAAM KU3Hb. CKPUIITHI — 3TO KaKHE-TO MOTPsi-
caiolye apryMeHThl ¥ TAMHCTBEHHBIE TIPHEMbI, KOTOpbIe OepyTCsl U3 HUOTKY/A U CYIIECTBYIOT CaMU
o ce0e, pacpocTpaHsisi CBOID KOCMUYECKyo crity. Ho Beap Takue kocMuueckue (ppassl y HaC yxe
ecTh: «Jloporo, 3aTo KaueCTBEHHO; WHINUBHUIYAJbHBIA MOAXOM; SKCKJIIO3MBHOE TPEIOKEHNE; 1IeHa
COOTBETCTBYET KauecTBy». M uTo, 310 momoraer? Y:xe JaBHO HEe IOMOTaerT.

Ecnu apryMeHTBl HUKaK He CBSI3aHbI C CAMUM TOBapOM, 9TH (ppasbl 3ByUaT Kak MycThle oOela-
HUSI, KaK 3aCOXIINE JIMCThsI, JABHO OTOPBAHHBIE OT BETOK.

CKpunThI JOITKHBI OTBEYATh HA CaMBbI¥ ITIABHBII BOIIPOC — B UEM CUACTHE HALIETO IPEJIOKEHUS
st kimenTa? Kakol pe3ysibTar ¢ OMOIIBIO HAIIIETO TOBapa MOMyduT KiMeHT? Kak i3MeHUTCS )KU3Hb
TIOKYTIaTesIs1, €M OH OyAeT MUCIIONb30BaTh HAII MPOIYKT?

ABTOMOOWIIb HY’KEH, YTOOBI CTaTh KOPOJIEM aBTOCTpapl. [1naTbe, 4TOOBI yIauHO BBITH 3aMYyK.
A HOBOe 000pyIOBaHME HA TPOU3BOICTBO — YTOOBI OBLIIO M3 YEro pabouuM 3apIuiary 1miaTuth. M BOT,
CKaXHTe MHE, KaK TOKyMaTe/ b YCIBIIIUAT 00 3TOM CYaCcThe, €CJIM MPOAABEI] TOJIBKO U 3HAET, 4To Oy0-
HUT: «LleHa cooTBeTCTBYeT KauecTBy» U «VI3BeCTHBIN OpeHI»?

UYUToObI CKPHIITH ACHCTBUTEIHHO LIETUISIIN JyIITy KJIMEHTa, OHU JOJKHBI COOTBETCTBOBATH (hOp-
mysne: «Kynu ToBap — u Oyner Tebe cuactbe». M BOT 3Ta BTOpast 4acTh U SBJISETCS CaMOM CIJIOKHOM
Jis1 IpopabOTKU B CKpUITax. UTO KJIMEHTY JacT CaMblil MOIIHBIA MOTOpP B HallleM aBTOMOOMIIE?
A Kak TIOMeHsIeTCs )KU3Hb OapBIIITHUA OT TOTO, YTO HA IJIAThe — TOJIBKO Oe3yINpevHble MBbI? A Kakue
PE3YJIbTATHI MOTYYUT MTPOU3BOICTBO OT HALIIETO MHHOBALIMOHHOTO 000pynoBaHusi? OTBETUTH HA 3TH
BOIPOCH He Bcerja ObIBaeT MpocTo.
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KoHen 03HakoMuUTEJIbHOT0 (pparmMeHra.

Texkcr npenocrasieH OO0 «JIutPec».

[TpouuTaiitTe 3Ty KHUTY LIEIMKOM, KYIHB IIOJHYIO JIeraabHYI0 Bepcuio Ha JIutPec.

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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