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BMmecro npeguciaoBuss. Knuru UBana
PbIOKMHA yuyaT JymMaTh MO-APyromy

OcHoBaTesb OJHOTO U3 caMbIX ycrelHbix B Poccun crpaxoBeix oouiects — PECO-I"apanTus
Cepreit Capkucos He pa3 noBrops: «CTpaxoBaHUE HE ITOKyIIAeTCs, CTpaxoBaHue npogaercs». Cie-
Oys 3TOW ujee, Mbl M30eraeéM «IpeThb BO3AyX» MACIITAOHBIMU PEKJAMHBIMU KaMIAHUSMH U TIpe[-
MOYMTAEM BKJI/IBIBATh CPEJICTBA B PEKPYTHUHT M OOyUeHHE areHTOB, B CUCTEMATHUYECKYI0 paboTy 1O
MOAJEP)KAHMIO U Pa3BUTHIO areHTCKOU ceTu. KpoMe Toro, Mbl He JkajieeM CpelCTB Ha COBEPILIEHCTBO-
BaHME CEpBHCA U YIPOILEHHUE MPOLEAYP MOTYYEHUsI CTPAXOBOrO BO3MEIIEHUS, TOCKOJIbKY JIydIlas
peKama Jyisl CTpaxoBOM KOMITAHUY — 9TO CBOEBPEMEHHBIE BBITUIATHI CTPAXOBOTO BO3MEILEHHUS.

Kazanoce 6b1, mpocToii penent ycriexa, 6epu u konupyid. Ho monmyvaercst naneko He y Bcex,
TO4Hee, y eauHul. [Touemy?

HoBas kuura VBana PeioknHa «CekpeTsl MacTepcTBa CTPaxoBOIO MEHekKepa: Kak OBICTpO
HaOpaTh areHToB ¥ 3(p(PEKTUBHO YIPABIATH IPYMIIOi» MOMOKET pa3rajarth 3Ty 3araaky. [leno B Tom,
yro B PECO-T'apanTus Mbl OCTPOM/IM YHUKAQJIBHYIO CXEMY Pa3BUTHS, B OCHOBE KOTOPOU — IOJ-
JEpKKa ¥ pa3BUTHE areHTCKOM CETH Yepe3 CUCTEMY MEHEIKEPCKUX TPYIIIL.

Crparerus Halei KOMIIAaHUH 10 IIPOABUKEHUIO CTPAXOBbIX YCIIYT HE IIPETEPIIENAa POBHBIM CUe-
TOM HMKAaKUX U3MEHEHUH Jake B pasrap MUPOBOIroO (pMHAHCOBOTO Kpu3uca. MBI Bcerna roBopuin
Y NIPOJIOJDKAEM HOBTOPATH, YTO JIYUIIUM «PEKJIAMOHOCUTENIEM» SIBJISIETCA CTPAXOBOW areHT. ATEHT
rapaHTHPYeT «aJPECHYIO IOCTAaBKY PEKJIAMHOTO COOOIIEHHS» M OH ke 00ecreurBaeT HeoOXoquMoe
«KOJINYECTBO KOHTAKTOB C ayIUTOPUEN».

Jeno 3a «ManbiM» — HAaillTH, MOATOTOBUTh U cOOPaTh B 3(p(heKTUBHYIO KOMaH/ly 9TUX areHTOB.
Kak sto nenaercsa B PECO-TI'apanTus, Bbl y3Haete u3 kauru ViBana PeiokuHa.

HUrops 1BaHOB,

3aMECTUTEJIb TEHEPAJIBHOTO TUPEKTOpa

OCAO «PECO-T'apanTusi» o peKkjiaMe U MapKETUHTY
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U eme BMeCTO NpeucJIOBHSI. ..

Opnaxapl, Bo3Bpamasce u3 OMckKa, B )KypHasle aBuakomnanuu Aspoduor Hopa s npounran
Kpbutaroe BoipaxkeHue or OtTo ¢oH bucmapka, kotopeiii ckazain: «CoCTOATENbHOCTh TOCYAAPCTBA
OLIEHUBAETCS €0 OTHOLLIEHUEM K YUUTETIO».

B PECO-T'apanTuisl K yYUTENISIM U YYEHUIO OTHOCSITCSI CEPbE3HO HA BCEX YPOBHSX YIpaBJICH-
YECKOW CTPYKTYpPbl KOMIIaHUU. MIMEHHO OTOMY KOMITaHUSI BXOIUT B YMCJIO JIMJIEPOB phIHKA. Bax-
HOCTb paOoThI, BHIMOMHsAeMON padoTHHKaMu [leHTpa mpodeccHoHaTbHOM MOArOTOBKY, HEBO3MOKHO
NepeoIeHUTh. DTO He MPOCTO 0O0ydeHue mpodeccuu, 3TO MEeHTP (POPMUPOBAHUS HOBBIX, YCTONUU-
BbIX, ODUEHTUPOBAHHBIX Ha PAa3BUTHE CTPAXOBOIO OU3HECA KU3HEHHBIX [IEHHOCTEH.

[Ipennaraemplii K U3y4EHUIO MaT€pUal OCHOBBIBAETCS HA MHOTOJIETHEM OMbITE MPAKTUYECKON
PabOTHI KOJJIGKTUBA €IMHOMBIITUICHHUKOB T071 yIipaByieHueM PriOkuHa VBana BanepbeBuua. [lon-
TBEPXKJICHUEM TOMY — MOYTH CEMbCOT MEHEIKEPCKUX T'PYII, YCIEUTHO PadOoTAOIIUX B KOMIIAHUY B
HACTOSIIIIee BPEMs, U AECATKYU IUPEKTOPOB AreHTCTB U (PUIIMAJIOB, BBIPOCHIMX U3 MEHEIKEPCTBA.

Most 3aga4ya BO Bce BpeMeHa COBMECTHOI padoThl OblIa MPOCTOM, — yOeauTh paOOTHUKOB MPO-
Aaonmx cTpykryp noceniarh «IIkomy PeiokuHa», najgee ot mpodecCMOHAIOB HUKTO «KUBBIM», T. €.
HEOOy4eHHbIM, HE YXOIUII.

I'naBHast HEHHOCTH HAITMCAHHOTO B TOM, 4TO ynTaoime PECOBLBI cCTaHyT cCHiIbHEE, YMTAIOIIE
HePECOBIBI — 3aX0TAT MU cTath. MBI 9TOMY OyZieM pajpl.

Anekcanap AGakmoHok, 3amectutesb reHepaibHoro Jupekropa OCAO PECO-TapanTus,
HauanpHuk

VYnpasnenus PernonansHoro Passurus



U. PuiokuH. «CekpeThl MacTepCcTBa CTPAXOBOr0 MEHEIKepa: Kak ObICTpO HaOpaTh areHToB U () (PEKTUBHO YIPABJIATH TPYII-
(0}

HeckoJabKo CJ0B OT aBTOpa

B 2009 rony Ilkone PECO ucnonusiercs 10 ner. Koraa s emotpio Ha 6osnbinoi 3ai [Ikosnsl
PECO, B koTOpoM Kaxplii KBapTai coorpaercs 10 130 yesnoBek Ha nporpaMMmy «CTaHAapT MeHe-
Iokepa» (M 9TO TONbKO B MOCKBE), TO IOHUMAI0, KaKOM IyTh HaM yAaJloCh MTPONTH 32 nociegHue 6—7
ner. [lepBbie «CtaHaapThl» cOOMpPATN BCErO HECKOJIBKUX YEIOBEK. A CKOJIBKO ObLIO CIIOPOB O TOM,
HEOoOXOIMMBI JI BOOOIIIe MEHEKephl B areHTCKOM CETH, KOTOopasi MpoJaeT «pucku». M Kak «Hao-
IIyIb» BBHICTPAMBAMCh pabOTAIOIIe CXeMbl MOTHUBAIIUU MeHekepoB. M Kak MBI paJoBaJIUCh TIep-
BbIM, TOI/Ia €llle OUYeHb CKPOMHBIM yCIeXaM HallluX y4eHHKOB. Bce 3To cTasnio ucropueil KOMIaHUM.
Yacte ee HaM TPE/ICTOUT BCIIOMHHUTb, IJISI TOTO YTOOBI JOOPAThCs O CAMON CYTH MEHEIKEPCKUX
cekpeToB. Benp 3Ta KHUra Tak u HasbiBaeTcsi «CeKkpeTbl MacTepcTBa CTPAXOBOro MeHemkepar». U,
KOHEYHO, €CTh UTO B HEll paccKas3arh TeM, KTO TOJIbKO IJITAHUPYET MPOUTH STOT MY Th.

Ha ceronHsmHum 1eHb aHAJIOTOB HAIllEN MEHEAKEPCKOW CETU B CTPAXOBAHUU MIPOCTO HET. DTO
TOBOPUT O TOM, YTO MbI ITOCTPOUIN YHUKAJIBHYIO cxeMy pa3BuTus. Konrposars ee MOXHO, HO BOC-
MTPOU3BECTU MOKHO TOJIBKO B Harllel komnanuu. [109ToMy cekpeTbl, KOTOPHIMH MbI JIEJIMMCS C YATA-
TeJieM, HECOMHEHHO, IOMOTYT €MY B CBOEM Pa3BUTHH KaK CTPAXOBOTO MEHEIXKepa, HO B MIOJIHOM Mepe
peanu3yIoTcs TOJIBKO B OINpeJeSIeHHOW OpraHu3alliu.

Tem cambIM 51 XOTeJ1 Obl cpa3y MperocTepeyb OT MOMBITOK B JI0O MOBTOPUTH MTPUEMBI I TEXHO-
JIOTHH, O KOTOPBIX 3[iech HammcaHo. [IpoOyiiTe W Ha OCHOBE JaHHBIX BaM PEIENTOB «BapUTE CBOE
3enbe». MiHave BbI MOMajeTe B CUTYAllUI0 COTPYAHUKOB OJJHOTO M3BECTHOTO areHTCTBA HEIBMKUMO-
CTH, KOTOPbIE MPOYUTATIM MOU KHUTHY M0 CUCTEMHOMY MOJIXOAY K TEXHUKaM MPOIAXKH U CKa3aIu: «A
y HaC OHU He padoTaloT!»

W 51 OBl cormnacuiicst ¢ HUMH, HO TOJIBKO Cy/IbOa CBeJla MEHS C MeHe[KepaMu JIPYroro He MeHee
YBaKaeMOro pUITOPCKOro areHTcTsa. C HUMU MPU MOEM COICHICTBUM ObLT JOCTUTHYT JOCTONHBIN
pe3yJIbTaT B pa3BUTHH MPOIAXK KIMEHHO Ha OCHOBE CUCTEMHBIX TeXHUK Ipojax. [Touemy? [Toromy uto
HOBBIE TEXHOJIOTUH TIOTPeOOBAIIM MTPOJABIIOB C HOBHIM MBIIIUICHUEM, a 9T CaMble HOBbIE TIPOJIABIIbI, B
CBOIO OUYepe/ib — HOBOM MEHTAJIbHOCTH OT MEHE/IKEPOB U AUPEKTOPOB. Jla-11a, Bce HAUMHAJIOCH C TeX-
HUK OOILIEHUS C KIIUEHTOM, & MEHATh IPUXOAUIIOCh KApMy JUPEKTOPA, ¥ YaCTO U CaMOro JUPEKTOpa.

[ToaTomy, HeCMOTpS Ha TO, YTO KHHUTA MOCBSAIIEHA BOCIIUTAHUIO CTPAXOBBIX MEHE/IKEPOB $1 ObI
CMeJI0 PeKOMEHJIOBAJI e BCEM — U areHTaM, U MeHe[KepaM, U TUPEeKTopaM MpOJAIoIIuX CTPYKTYP,
a TakXe PyKOBOIUTENISIM KOMITAHUH, OPUCHTHPYIOIIUXCS HA AUCTPUOBIOIHIO C TIOMOIIIBIO areHTCKOW
ceTu. AreHTaM OHa MPUTOIUTCS — MOTOMY UTO JIIOOO OMBITHBIN YCHIEITHBIN CTPAXOBOM areHT OKpy-
’K€H MOMOIIIHUKaMH, KOTOPBIE MOT'YT COCTABUTh KOCTSIK €r0 MEHEIKEPCKOU IPyNIIbL. 3a4eM Ke TEPSTh
BO3MOKHOCTb ITOMOYB M JmonsaM, U cede? He 3HaeTe? 3aTo g 3HAI0, Kak CIEJATh TaK YTOOBI Ballld
00bEMBI MPOJAK YBEINUMBAIUCH MHOTOKpATHO. M 1axe eciv Bbl He CTaHEeTe MEHEIKepOM, a BhiOe-
pere MmyTh CyNepIpoaaBlia ¢ rpyImoi MOMOITHUKOB, TO BCE PABHO «OOBEMBI» 3a CUET MTPUMEHEHUSI
OIMMCAHHBIX TEXHOJIOTUI BBIPACTYT B pasbl.

JMpeKTopam U pyKOBOOUTENISIM 9TA KHUTra OyJeT Mojie3Ha, TaK Kak MOMOXET U30ekaTh Hero-
MPaBUMBIX OIMIHOOK B (POPMUPOBAHUM areHTCKOM CeTH. DKOHOMBTE CBOe BpeMsl U JieHbru! Bosblast
olIMOKa MHOTMX PYKOBOIMTEJNEH 3aKJII04aeTcss B TOM, YTO OHM 3aMeyaTesIbHO BCe MPUAyMaloT Ha
Oymare, paccuMTaloT, CKOJIbKO UM HYKHO areHTOB, HAPHUCYIOT OTJIMYHBIE CXeMbl MOTHBALIMU. A Kak
JeJI0 JOMAET 10 MPAKTUKH, TO BbIle 3—5% «BBIXJIONA» U3 KAaXI0W COTHA HOBUYKOB Y HUX HE MOJY-
yaercst. (Mmeercs B Buy, 9To U3 Kax/abix 100 HOBUYKOB, MPUXOMSAIIMX B ar€HTHI, paO0TATh OCTAIOTCS
ToBKO 5. ¥V Hac 3ta mudpa goxogut Ao 50-60 %. T. e., Ha KakKAYI0 COTHIO YEJIOBEK MPUCTYIIAET
K npogaxkam 50-60. A K KoHIly roga ocraercsi mpodeccuoHaabHO padotath — 35-40). UyBcTByere
paszuuity? Xorurte Tak? EcTh MHOTO CEKpETOB Kak 3TOTO JIOOMThCS U YacTh M3 HUX BBl HAiJeTe B
9TOM KHHTE.
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W, koHEeuHO ke, HAJIeIoCh, YATaTh ee Oy/lIeT MHTEPECHO BCEM MEHeKepaM — PyKOBOAUTENISIM
rpynn. Ilpuyem He TonbkO B crpaxoBaHMU. Ha MOMX OTKpBITBIX CEMHHapax IO MEHEIXKMEHTY U
TPEHUHraxX PyKOBOAMTEJIEH CPEAHErO U BBICUIETO 3B€HA UCIIOJb3YIOTCS] MHOTHE TIOJIOKEHUSI CUCTEMBI
PE3YJIbTATUBHON MOATOTOBKY MEHE/IKEPOB, ONTMCAHHbIE B JAHHON KHUTE.

MHe HpaBaTCA T pyKOBOAMUTEIN HOBOW BOJIHBI, KTO UyBCTBYET LIEJIOCTHOCTh BCEW ONMCAHHOW
CHCTEMBI IOATOTOBKM KaapoB. Kak cka3as oauH u3 Takux MeHekepoB: «Cucrema noToMy U CUCTEMa,
YTO €€ HeJIb3s Pa3bsATh Ha YacTH. ..» [loHOoCThIO ¢ HUM cornaceH! M 4To ¢ Toro, 4to KTO-TO HE IOHU-
MaeT BaKHOCTH, HAIPUMEP, aKTUBHOTO PEKPYTHHIA WJIM TPEHUHIa Ha padoyeM MecTe WM TI0JIeBOM
MPAaKTHKH, MOTUBUPYS 3TO TE€M, UTO B €r0 MOBCETHEBHOM padoTe TOro HeT. 31eCh TaK U MOAMbIBAET
cpocuth: «Jla uto Bb yBaxkaemble kosuteru? JleiictBuresnbHo U HeT? Kak ke MOXeT COBpeMeHHbIN
MEeHeKep MPOXUTH 0e3 OCHOB PEKPYTHHI'A U IMPOBEJICHU I MHTEPBBIO ¢ coucKaressimu?» Ho, s 3Hato,
YTO 3aKOH JXKM3HU HEYMOJHMM — OOJIbIlasi YacTb MEHEI)KepoB padoTaeT «Kak BCErna», a MEHbIIast
MIOCTOSTHHO CTPEMMTCSI Y3HATh «Kak JIydrie» ! M Bce-Taku Bepio, 4To KHUTY IIPOUTYT U Te, U IPyTHe:).

[Tpocto momnpoGyiiTe YTO-TO c/eNaTh U3 TOTO, YTO B HEW HANKMCAHO U BaM «3arajio B TYIIy».
W BB caMu yIMBUTECD, KaK OBICTPO TIOMEHSIETCS] «KapTUHKA KU3HU». HauHyT MEHATHCSI OTHOIIEHUSI
C COTPYIHHKAMH, YHJET 3arHaHHOCTh U TeKYYKa, MOSBUTCS BKYC K Pa3BUTHUIO ce0sl U APYTUX, KU3Hb
CTaHET HACBIILIEHHO! U SIPKOW, PONUTAHHOW SHEPriuer N3MEHEHUSI.

[TpumepHo Tak MeHsieTcsl KU3Hb y coTeH ciyiareneil «Craniapra MmeHekepa». Kak xe Bce-
TaKW NPUSATHO BUJIETD YCIIeX CBOMX yueHUKOB! [lait Gor BceM MOMM YMTaTeNIsIM U3Be/IaTh 3TO YAUBU-
TeJbHOE olylieHue. Benp nMeHHo oHO poxaaer MactepoB MenenkepoB ¢ Bonbioii BykBbl.

B «Cexkperax macrepcTBa. ..» MHOrO IIapajlokcoB M OTKpbITU. Ho camoe 1ieHHOe 117151 MeHs B
9TOM padoTe, YTO B HEell Bce MPOMICHO «Ha CBOEW HIKype». Kaxaoe mosnokeHne Mbl POBEPSUTH «B
0010», B pealbHON TMPAKTUKE HAIUX ciymiateneid. M s paa, 9ro BCe TONBKO HAYMHAETCA... ITO HE
IIPOCTO KpacuBas (ppaza.

baarogapuocTu

§1 Gnaromapen akionepam u pykoBoacTtBy komnanun PECO-I'apanTtin 3a BO3MOXKHOCTb OCY-
HIECTBJICHUSI JIAHHOTO MPOEKTa, 3a MOAIEePKKY, Teprnenue u Bepy u jmuHo C.3. Capkucoy u [I.I'
PakoBmuky!

Xoten Obl BHIPa3WTh OTAENIBHYIO OJIaroAapHOCTb MOMM JAaBHMM COPAaTHUKAM W MapTHEPaM.
[Tpexne Bcero Dnyapay [lagapy. OH Mol coBenymumii o Kypey «CrangapT MaHekepa». Yactb ero
3a)KUTaTeNIbHBIX JIEKIIMI U BBICTYIUICHUI COCTaBIJIa MaTeprasl KHUTH.

OtaenpHO X0Uy cKazaTh OoJbIloe cracnto Asekcero Mibommny, Jlogvmune HoBukosoit, Bra-
mumupy PaitnieBy, Jliopmuiie Konynaesoit, Onery CriuprHy 1 MHOTUM JTUPEKTOPaM M MEHeKepam
Hariei Komrnanuu. be3 Hux 3T1oil paboThl MPOCTO ObI He OBLIO OBI.

Taxxe st mpusHaresieH mouM Kojuteram 1o [lkone PECO u inuno Aste Opnenko, [asine [oro-
csH, Bnagumupy TapacoBy, Anekcero KuceneBy, Butamuio EropoBy, Ounbre [71€060BOi.

Hpy3bst mou. Bmecte Mbl MOXXeM CBepHYTh Topbl! HecMOTpst Ha TO, YTO Mbl JEUCTBUTEIHLHO
MHOTO€ CJIeJIaJii, CKOJIBKO €Ille BIepe/Id y HAC YBJIEKaTeIbHBIX OTKPBITHIA!

Cnacu6o Bam!
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Yacrp 1
C 4yero HaunHaeTcs MeHeKep?

I'nasa 1.1
KTo0 Takoil MeHeJ’Kep areHTCKOM rpynnbl

HaunHaetcs Bce ¢ oTBeTa Ha BOIPOC — KTO TAKOW MEHE/Kep areHTCKOM I'pyNIIbl U 3a4e€M BaM
HY’XKHa I'pyIIia areHToB?

Kazanock Obl, TaKOW €CTECTBEHHBIH JIOTUYHBIA BOMPOC, HO TIOYEMY-TO €r0 POMaxHBaIoOT, He
3aMevaloT WM BCIIOMHHAIOT O HEM CJIMIIKOM I0371HO. B ueM Tyt aeno? YenoBeky BooOle CBOM-
CTBEHHA Ompe/eieHHasi HEJIOTMYHOCTh, 3TO KOHEeYHO Tak. Ho xorenmock Obl, 4TOOBI ee ObUIO Obl
MOMEHbIIIE, XOTS U TOHUMAIO YTO 3TO TPYAHO JOoCcTHKUMO. CyauTe camu.

Ha Bompoc, ¢ koToporo Hayasach IJ1aBKa, Mbl IOJTy4aJd U 10 CHX MOp MOJIyyaeM O4eHb 3a0aB-
HbIIA 0TBeT: YTOOBI caMoMy He paboTath, a 3a TeOs padotanu apyrue:-) W, mpu aTom, Beib Te, KTO
TaK OTBEYAIOT, UICKPEHHE BEPST, UTO 3TO U €CTh CYTh MeHeKepcKoi paboThl. Kak Bam 310 HpaBuTCs?
BbI ckaxeTe MHE — MOKET 3TO U HEIyIoXo. MOXeT, oAU TyMaloT — KaK MCMOJb30BaTh MOTEHIHMA
APYTHX JUIsi COBMECTHOM Bbirofpl. Cornacuics Obl, eciii O pedb I11a O JIeJIeTMPOBaHNH, TaK HET Ke!
Ckopee peub UJIeT O CKa3Ke MPO 30JI0TYI0 PHIOKY — X04y OBITH CTOIOOBOIO TBOPSIHKOM, BJIa/IBIYUIICH
MOPCKOIO — KOHEl] U3BecTeH. MH ele oJHa 3amevaresibHas CKa3Ka Ha Ty XKe TeMy — «II0 I1yYbeMy
BEJICHUIO», KOTOPYIO 51 Ha3blBalo cuHapoM Emenn.

Cungpom Emenu B coBpeMeHHOM ynpaBJieHUHI

Bo1 nymaere, uto Takux mozeit Mano? [To-moemy ommbaerech. Mx 0-0-ouens MmHoro. OTkyna
e oHn 6epyTcsi? Koneuno He u3 Bo3yxa. Ml paboTaeM co B3pOCIBIMHU JIOAbMH. YIUBHUTEIBHO, KAK
MHOI'O B Halllel CTpaHe B3POCJIbIX MTPOJOJIKAET BEPUTh B CKa3Ku. C OIHOM CTOPOHBI 3TO XOPOLLO, €
APYroi, — peAcTaBbTe, KOI/Ia B3pOCIIbIi I JeHbKa (KCTaTH, AMPEKTOP OIHOTO PErMOHAIBHOIO (hUITHU-
ajia) TOBOPUT:

— A 4 yKe c areHTaMu padoTaJjl, Habpasl MHOTO, @ OCTAJIMCh €IMHULIBI, CUJI 3aTPaTUIl, a Pe3yJib-
TaTa Her.

CnpammBaio: Bl kKaxaplil IeHb C HUMH paOOTalIv WM BpeMsi OT BpEMEHH, YPHIBKAMH OT CBOUX
NpofiaX 1 paboTH B (prmare.

— Ilymas, oHM cam# paboTaTh OyAyT...a OHU BCe pa3dekalnch, IOTOMY YTO B IpyrMX KOMIIa-
HUSIX Komuccus ooiblie. [Tponomkato cpammBare: Tak Bce-Taku KaX bl JeHb WM HET?

— A nouemy s JOJKEH C HUMM KaK/Iblil IeHb padoTaTh — B3POCIIbIE JIIOAU, CaMU JIOJIKHBI BCE
MIOHMMATh, €CJTN XOTST JIeHeT 3apadoTarh. M BoOOIIE CKOIBKO Ha HUX MOKHO BPEMEHHU TPAaTUTh?

Pestomupyio: Bot 1 mosyumiiu To, 4to XoTesu. Bi1oxkuamce B JeCATKY — 3aKPEUIUCh €IMHULIBL.
Brnionne 3akoHOMepHBIii utor. IIpensnaraio MEHSITh TPUEMBI PaOOTHI.

— A Kak 310?

Bot 00 3TOM 1 Oyziem B KHUTE pa3roBapuBarth.

STOT IMaJIor SIPKUil npuMep «cUHIpomMa Emenu»: BBUIOBIIT OIMH pa3 HIYKY — MOKHO OOJIbIIIe
HHUYEro He Aenarb. Habpast areHToB — Teneph mycTh OHU paboTaIoT. A OHM B35UIM U pazoexanuck. Kto
BruHOBaT? K10 YyrogHo, Tosipko He HadyabHUK. CTpaHa, KOMIIaHWs, HeyAaBIIMecs areHThl. .. Kak xe
MOXET ObITh Halll 3aMeyaTesIbHbI PyKOBOAUTENb (hrana B yeM-To Henpas? IToMHUTe N3BECTHBIM
npuHUMN — HavaneHUK Beerna rnpas. A €Clii OH He IIPpaB, TO CMOTPU ITyHKT HEPBbIN.
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Bot-BoT — otciona Bce u uzet. M 3atem BOKpyr (hopMHUpYETCsl Takasi MPOCJIOnKa JIIJel, KOTO-
pble BMECTO TOTO, YTOOBI HAUMHATH U3MEHEHUsI C ceOsI IPEANOYUTAIOT BCe BAIUTh Ha Apyrux. Ooime-
CTBO TOTQJIbHBIX CJIMBATE/IeN OTBETCTBEHHOCTH, OJIHUM CJIOBOM. Bp-p-p!

[Tpu 3TOM 51 Jasiek OT MBICIU, YTO C TAKOW KU3HEHHOW MO3UIMel HU4ero He czaenars. OHa
WCTIPABJISIETCS, MPOCTO HA TO HAJO0 TepHeHue, UCKPEeHHee KeJJaHue TIOMOYb JIIOASM U3MEHHUThCS U
Bpems. [la, k Ham B [lIkony PECO pneiicTBUTEbHO MHOTAA IPUXOAAT C TAKUM MOHSTHBIM JKeJIAHUEeM
— Kak Obl MHEe HUYero He JefiaTh, U YTOOBI BCe CHeaaid 32 MeHS. MBI OMOraeM 3TO OCO3HATh W
HayvaTh MEHAThCS. Y 32 CBOMX BBIITYCKHUKOB HaM He CThIIHO. Kak cka3as KTO-TO U3 BEJIMKUX: KaK bl
YUHUTEJTb 3aCTyKUBAET TeX YUEHUKOB, KOTOPBIE Y HETO €CTh.

Ectb ermie oquH pacripocTpaHeHHbBIN OTBET Ha BOIIPOC: 3a4eM OBITh MEHEKEPOM. A UTOOBI ITPO-
cro feHer 3apadorars! Bo kak! OTBevaeT Ha royoOM I1a3y U Be/b JAaxe He 3ayMbIBaeTCs, YTO OH
MOJET JIeHeT 3apadoTaTh OoJIbIlle Kak mpoaaserl. Y korja HaurMHaelllb CpaiiiBaTh: CKOJIBKO JICHeT,
B KaK#e CPOKH, CKOJIbKO KaK Thl [yMaelllb Hy’KHO BJIOKUTh B TPYIIITY, TIPEk/ie YeM OHa Ha4HeT pado-
TaTh, TO B OTBET JIMIIIb TUIIMHA U (hpa3a TUMA «a s erie 00 STOM He TyMal...»

Tak u ocTaioTcst 6€3 OTBETa BaKHBIE BOIPOCHI, CBSI3aHHBIE C TeM, YTO Ha3bIBACTCS YMHBIM CJIO-
BOM: CAMOMOTHUBALIMSI YeJioBeKa. A 3aTeM MPOUCXOIST pa3uyHble CTPAHHBIC BEIU B KU3HU areHT-
CKOM CETH U MEHEIKEPCKUX TPYyIIL.

I/ICTOpI/lH npo moaAbLEM U CIIyCK WIM IIPO TO, KAK
JEIrKo HaﬁpaTb JIIO,[Ieﬁ H elmie Jerde ux norepiarTrb

Opna nesymika B Kazaxcrane, HazoBeM ee CBeTa, 3ameuaTesbHbIA CEHI U MPOCTO YesIOBeK,
BO BpeMsl Halllero KOy4urMHra Ha KaHaTHOW Jopore BBepx oT Mejeo pacckasaia MHE CBOIO UCTOPHIO.
Koraa ona HaumHana padoTaTh, TO OyKBAJIBLHO TOpesia cama, 3aKuraja BCeX BOKPYT U B pe3yJbTare
y Hee coOpanock Ha mpogaxkax OCAI'O okono 100 yenoBek. DTo oveHb NMpUIMYHAsT LUdpa 1is
onHoro pykoBoxutens. A 3areM OCAI'O nepectano MprUHOCUTDH OBICTPBIA TOXOA M TPyIINa, Ja 4To
TaM T'pyIINa, 11es1as CeTh CTPAXOBBIX areHTOB (MHOTHE CTPaXOBble KOMITAaHMH B POoccuy 1 Takux ceteit
areHTOB HE MMEIOT) MPOCTO, KaK OHA CKasana, pa3dexanach. KanatHas njopora Tam OTKpbITasi, BO
BpeMsl 9TOTO paccKasa Mbl ¢ Hell MOAHMMANHCh B ropy. [lepes HaMu BcTaBaiy BEpIIMHbI, TOKPHITHIE
CHETOM M SIPKO OCBEIlleHHBbIe COMHIIEM. M oueHb OBICTPO MBI YXOIWIM U3 JIeTa B 3UMY. DTO ObUIO
o4eHb CUMBOJIMYHO. C OJJHOI CTOPOHBI KaK Obl MOKOPSUIACH HOBBIE BBICOTHI. A C APYTOi CTAHOBHUJIOCH
Bce xosionHee. Bot Takas BoT nuemmal

UYecTHO TOBOpsI, MBI yke TOPSIOYHO 3aMep3/v M Peliii MOBOpadynBarh. MbI mepecesn Ha
«KaHaTKy», BeAyIllylo BHU3. M y MeHs OyKBaJbHO 3aXBaTHJIO JyX OT KPacOThl JOJWHBI, KOTOpas
Tenepb pacrnaxHyaach nepea Hamu. [laneko BHU3Y B IbIMKE IpocBeurBaia Anma-Ata. Ho 3nech, B
ropax Iapuj Kakoi-To yAUBUTEIbHbIN OKOM. [ToueMy st 3T0 pacckaspiBaio? YToOOBI BBI Jy4llle Mpo-
HUKJIUChH CJAEAYIOIIUM JUATIOTOM, KOTOPBIN 51 IPUBOXKY HIXKE

— CKoJBbKO THI ceifuac coOMpaeriib cama Kak cei?

— OKOJI0O MIWJUTMOHA J0/UIApOB. B OCHOBHOM Ha KOpIoOpaTHBax.

— 3HauuT, K CErOmHANIHEMY JHIO Moria Obl coouparh yxe 1,5-2 (mmdpsl Ha3bBaO HE C
TMIOTOJIKA, & 110 UTOTaM MPeJBAPUTENIBHOTO aHaIM3a OPTQeist, KOTOPBIA MPOBE, TOKA Mbl TIOJHUMA-
JIUCh BBEPX).

— Her. (may3a)

S MoTYy ¥ BHUMATEJILHO CMOTPIO Ha Hee. He oTIycKaio B3rJIsI0M.

— He 3Harto. (may3a) MoxeT ObITh Ja.

— Moxert ObITh, Thl 1 HE 3HAEIIIb, HO MO OIBIT YOEKIaeT MEHsI, YTO 3TO MIMEHHO TaK U €CTb.

Cgera cornaniaercs. $1 mponomkar CripamBars.

— XopoI1o, ecii Thl MOXeIllb cCOOMPaTh OOJbIIE, HACKOIBKO OOJIbIIe IS 9TOr0 HYKHO Bpe-
MeHu?
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— Hagepnoe, mHoroO.

—T. e. 1 IPaBUIILHO TIOHMMAIO, YTO JIIOAH, KOTOPBIE YIIPABJISIIOT TOPa3I0 OOIBIIMMU 0ObeMaMu
BOOOIIIE HE CIIAT U HE OTABIXAIOT?

(Cmeemcs).

— U, 3nauur, emie OyaeT BpeMs U Ha padoTy C IpyruMu?

— Jla — TOJIbKO 3a4eM MHE 3TO HYKHO?

— Xots Ol 3aTeM, YTOOBI BCe TIPUYMHOXATh U KCIOJIL30BaTh BO OJ1aro cede u napyrum. Hampu-
Mep, YBEeJIMUMBATh CBOI0 CTOMMOCTh Ha PhIHKE U T. JI.

— A Kak 3To czienaTh ceiuac, ecii Bce pa3dekanch?

— JIis Havasma 0Co3HaTh MPOCTYIO UCTHUHY, YTO HE BCe pa30ekalnch, a BCEX pa3orHaia cama.

— Henpaspa.

— IIpaBaa, mpaBaa u cama Thl 3TO MPEKPACHO 3HaelIb. Hajgo oueHb mocraparbes, 9ToObl pa3o-
rHaTh oT cedst 100 yenoBek. OHM niepectanu Tede ObITh HyXKHBL. Y ThI X TIOTepsiyia. DTO TBOU BHIOOD
¥ HUKOTO JPYTOTO. .. A KaX/Jblil U3 HUX MOT Obl CETOTHS ObITh IMPEKPACHBIM COTPYAHUKOM [Tl TBOEH
HOBOMH CTPYKTYPBHI.

— Yro xe nenath gasplie?

— Cobupath Tex, KTo goctyrneH. Oco3HaTh, YTO MPHIILIO BpeMst OOBETUHATH PECYPChl MHOTUX
JIOJIeH, YeM UCIIONIb30BaTh TOJBKO CBOM CHUIBI.

MBI crycKaJIuCh C TOp W Mepe]] HaMU PacTUIAINCH YAUBUTEIbHBIE TOPU3OHTHI U HOBBIE BO3-
MOHOCTH. OHM ObLIIM KaK Ha JIAJOHU — HaJJ0 OBUIO 3aXOTETh MPOTSIHYTh PYKY U UX B35Th. Hao ObLIO
TOJIBKO 3aXOTETh. ..

JIBa muasiora, KOTOpbIE S TPUBEJT BBIIIIE, TOBOPAT 00 OHOM — CHavasIa HaJJ0 OMPEIEUThCS, KTO
TaKOW MeHeKep areHTCKOM TPYIIITLI U 3a4eM BaM 3Ta camasi rpyIia HyKHa.

Kak noHNMaloT, KTO TaKOll MeHe/I2Kep
areHTCKOM rpynnsl B Baniei opranu3anum?

B kaxoit yBaxkarorei ce0si OpraHM3aiii eCTb TaK Ha3blBaeéMble HOPMATUBHbBIE TOKYMEHTHI,
KOTOPBIE ONPEAEIISIOT, YTO OpraHu3alys IOHKMMAET M0J] TEPMUHOM MeHeIkep. TO HeOOXOAMMO, TaK
KakK CyIIECTBYET MHOTO Pa3JIMuHbIX BUJOB MeHeIkepoB. Camo 1o cede CII0BO «MEeHeKep» O3HauaeT
— TOT, KTO ynpasJsieT. Ho ynpasisTe MOKHO MHOTMM: KJIMEHTAaMH, TIpolieccamu, opranusanueit. Hac
MHTEpeCyeT MEHEIKep areHTCKOM I'PYNIbl, T. €. YeJIOBEK KOTOPHIA MOXKET coOpaTh, OPraHu30BaTh
Y TIOJIy4UTh PUOBUIL B pe3ysibTaTe He TOJBKO CBOEH COOCTBEHHOW pabOoThI, HO M 3a CUYET paOdoThI
IPYMIIbl ar€HTOB, T. €. B OCHOBHOM BHEIITATHBIX COTPYJHUKOB.

Kaxpmass opranuzanysi BBIOUpaeT CBOM TpeOOBaHUsI TOTO, KEM OHA XOYeT BUIETh U Yero oHa
KIET OT CBOMX MEHE/I)KEepOB.

MeHemKep - 06CJIy7KI/IBaTeJII) u HpOﬁJleMbI Pa3BHUTHUA CETH

CoBceM HeJIaBHO K HaM B OpraHM3alMIo MPHIIUIa OOJIbIlask IPyINa MEHEKEPOB U areHToB. 51
OJIM3KO MO3HAKOMUJICS C MEHE/IKEpaMK, KOTOpPbIE ObLIIM BbIPAIlIEHbI B MHOW M/ICOJIOTMH, YeM Hallla.

Ecnu KopoTKo, TO OOJIBIIIMHCTBO U3 HUX ObUTH 00CTyskuBaTeIssMu. OHU IPUHUMAITU B3HOCHI OT
CBOMX areHTOB U MPOBEPSUTH MPABUILHOCTh 0(hOpMIICHHU s TTOIMCOB. OHU MaJjIo BIMSUIA Ha TIPOAAXU
U aXe, KaK MHE MOKa3aJI0Ch, X MOOANBAJIUCh.

Jla, KOHEYHO, OHU ITPOBOIUIIN 3aHATHS ¢ areHTaMu. Ho ogHATh UX B OO M IOMOYb YBETUYUTh
00beM Ipoax crocoOHbI ObLH equHUITB U3 40 (1) yenosek. (M TO TOIBKO Te, KTO TAKOM OT Havalb-
CTBa Bce ke cam mpofaBai). [Toka Mbl 00Cyk/1aJiv TIEPBbIE PE3YJIbTAThl UX AESTETBHOCTH, & OHU ObLITH
[IPOCTO HUKAKKe, TO MEHsI He MOKK/AJIO OIIYIIIEHHE, YTO sl yTOBapyBaIo JTI0el 3apadaThiBaTh ICHBIH,
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1a BAOOABOK elnie M ObITh Jujiepamu. [IoToMy uTO B TOM, Ipyroit OpraHu3aiyy oT HUX TpeOOBAIOCh
COBCEM JIpyroe — ObITh COTPYJHUKAMU, KOTOPbIE TOJIBKO COMPOBOXKIAIOT paboTy rpymmbl. [TpakTuye-
CKH BC€, HAaUMHasI C 0COOOTO MBIIIUIEHHUSI, KOTOPOE 51 HA3bIBAIO 3apILJIATHBIM MBIIIJIEHHUEM (B YeM CYTb
paboTHI — a B TOM YTOOBI CU/IETh M OTPA0ATHIBATH CBOIO 3apIUIATY), U 3aKaHUMBAS TTACCAKAMU O TOM,
YTO MPOAIABaTh KaCKO — 3TO TaK CJIOKHO, BbIAABAJIO B HUX APYIYIO KYJIbTYpY, APYror HOAX0A K MO3M-
uK MeHepkepa. OueHb MoKa3aresibHa MX Peaklivsl Ha MPUMEpPbI HalllMX YCTIEIIHBIX TPOJABLIOB — UX
e KOJUIET, epetieinX K HaM B KOMIIaHUIO FOJIOM-/IByMS1 PaHee.

— Bor Baimm kosutery, Tenepb Halld areHTbl 1 MEHEKEPBl CTaM Y HAaC OYEHb YCIEIIHBIMU B
aBTOCTPAXOBAaHUHU.

— J1a 94TO BBI — KACKO YOBITOYHO U €T0 MPOJIaBaTh HEJb3l.

— A y Hac nipomaetrcsi. Mbl JOOMJIMCh OYSHb XOPOIIIeH MPUOBLTH 110 TPOAyKTY. Boree Toro, B
Halleil KOMIaHUU KaCKO — 3TO OCHOBHOW MPOAYKT, C KOTOPOTO HAYMHAIOTCSI coOMparhcs mpodec-
CHOHAJIbHBIE areHTCKue noprdean. MeHeaKepbl U areHThl, KOTOpbIe, KakK U Bbl, paHbllle MTPOoiaBaIn
TOJIBKO JIauM, TeTepb BOBCIO PA0OTAIOT MO KACKO M OYeHb XOPOIIO ceOsl YyBCTBYIOT.

— Ho 3710 Kacko Hajo rae-To e HAlTH. .. A MOTOM y Hac B KOMITAaHUM MEHe[lkepaM BOoOIIe He
HaJo0 ObUIO HUYEro MpojaBaTh. Mbl TOJIBKO COMPOBOXJAIN CBOM TPYIIIBI B IUIAHE TIPOBEPKH JIOKY-
MEHTOB. A BBl HaM TpeJiaraete MpojakaMu 3aHAThCA? A Kak ke Mbl Oy/ieM I'pyIIoi yIpaBisTh?

— Jlerko. Y rpynmoii ynpasisiTh, ¥ TPOAAXU IPYIITbl YBEJTMUMBATh, U CBOM COOCTBEHHBIN MOPT-
¢denp HapamuBaTh. Y Hac Tak pabOTAIOT COTHU YEJIOBEK.

W nanpiie Bce B TakoM ke gyxe. Tak Kak MEHeIkKepoB Je(ULUT HA PbIHKE, TO MPUXOJUTCS
BO3UTHCS U C TAKUMHU COTPYAHUKAMHU. MBIl OXOTHO NMPUMEHSIEM CTPATEruIo NIepeMaHMBaHUS IPOJaB-
110B. XOTsI OTBIT MOKA3bIBAET, YTO HAa PIHKE COBCEM MaJIO TOTOBBIX MEHEIXKEPOB OJTM3KOM HaM Heo-
JIOTUM aKTUBHOTO Pa3BUTHS ceTH. Tak ¥ B BBINIENPUBEICHHON UCTOPUM TOJIBKO HEOOJbINAs YacTh
nepere/mx K HaM MeHeIKepoB ObUIa CHIILHBIMU JIMJEPaMHU.

NmenHo nuaepsl, B KOHEYHOM UTOTE, PUHSUIIA U Pa3JesIviIi Halll KOHLIENT aKTUBHOIO MEHe-
JpKepa = YCIIENIHOro rnpojasiia. [1o9ToMy, XOTS «XaHTHHI» HOBBIX COTPYIHHKOB HJIET Ha PHIHKE
MIOCTOSIHHO, Y HAC, HAIIPUMeEp, HET WILTIO3UH, YTO TOJIbKO UM U MOKHO YBEJIMUUTh OOBEMbI PA3BUTHUS
cetu. Hayio ucnosnb3oBath Bce BO3MOKHOCTU /JIs1 YBEIUYEHHUS CETU. B T. 4. akTMBHO BblpalliuBaTh
CBOMX. DTO MpoIle U pe3ylbTaTuBHEW. [lepeyunBaTh JEMCTBUTENIBHO CIIOKHEE, YEM BOCIUTATh «C
HYJISI».

UroObl He OBITH TOJIOCTIOBHBIM, JABaliTe PACCMOTPUM 00€ CUTYaITuN —

¥ KOTJ]a MEHe/Kep He MMeeT CBOMX MPOAaX M 0OCTYKMUBAET IPYIITy TOTOBBIX MPOJABIIOB, T. H.
«YUCTBIA yIPaBJIEHEL»;

Y Hall MOJXO/, KOIJa Mbl CYUUTAEM, UTO MEHEKEP — 3TO YCHEIIHbIM TPOJaBell, 3HAIOIINNA KaK
HaOpaTh areHTOB M JOOUTHCS BMECTe C HUMU pe3yJIbTara.

HcTopusi «<4uCcTOr0 ynpanJieHI[a»

3a 3TH ToAbl 1 MHOTO BHJEJ TOMNBITOK «YUCTOTO YIpPaBJIeHUs». Pe3ynbrarel MX ObLIM camble
pazmynabie. CTOPOHHUKH «UUCTBIX YIPABJICHIIOB» MOTUBUPYIOT CBOM CXEMBI Pa3BUTHS TeM, UTO B
9TOM ClTy4ae MeHe[kep He OyJeT OTBJIeKaThCsl Ha CBOUX KJIMEHTOB. ClieaoBaTesbHO, CMOXET COCpe-
JOTOUMTBCS HAa Pa3BUTUU CBOEW IPYIIBL. DTO, NOXKAIYH, €AMHCTBEHHBII CUIbHBIN aprymeHT. Ho, k
COXAJICHHUIO, KaK 3TO 4acTo ObIBaeT OJaruMu HaMepeHWsIMM YCTJaHa Aopora B an. Ecim mpucmot-
peThcs K HeMy MOOJHKE — YTO IPOUCXOIUT B peaslbHOCTH?

Pacckaxy BaM MCTOPHIO PO HAYAJIO M KOHEL] CTPaxOBOTO MyTH «YUCTOTO MeHeLkepa» KoMm-
nanun «Anbda, Oeta, omera». [Ipuien oH B cTpaxoBaHKe, KaK cefuac MpUXOAST MHOTHE, YUysB
3anax OCATI'OmHbIx neHexek. [lomymanock emy, 4To TaM, rjie OH JI0 9TOro TUXO padoTal, MoMorast
BBITIOJTHSATH BKHYIO paOOTY M0 NePeKJIaIbIBaHUI0 OyMaXkeK, IUIATAT MaJIo, ¥ HAJI0 MOIpoOOBaTh ceost
rae-To eme. Cka3zaHo — ClIeJIaHo.
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[Tpuxonut oH Ha cobeceJOBaHKEe B CTPAXOBYI0 KOMITAHHUIO (3aMeThTe He Halry). PacckaspiBaer
TaM Tpo cedst 3amevaresibHble CKa3KH (Hy, 3HaeTe, Kak 3T0 OblBaeT Ha coOeceIOBaHNU — KaKJIOMY
&Ke XoueTcs BBINISAAETh noyuine). U, ypa, ero 6epyt Ha padoty! [la eme He mpocTo OepyT, a AaioT
XOPOIIUH OKJIaJ]. 3aTeM 00y4aloT CTPAXOBBIM MPOAYKTaM, HO TaK — JIETKO, YTOOBI IIPOCTO 3HAJ, YTO
910 Takoe. Hy u TexHuke oOIIeHNsI ¢ KJIMEHTOM, TOXKe TaK JIETOHBKO. A 3a4eM — Bellb €ro OCHOBHasI
3aja4a — 3T0 pyKoBOAMTH. UTo 31O 3HaumMT? Yaime Bcero — ciiequ 3a TeM, YTOObl PacoOpsHKEHUs
PYKOBOJICTBA BCE 3HAJIM, MOJKCH HAI0 yMETh MpoBepHuTh. KpacoTa, 1a u Tonbko! ATeHTOB Jai,
MECTO JaJii, Bce 3amevatesibHo. Hy 3HauuT 1 pyKoBOM — Te0e ke Aajiu JOJKHOCTD M KaK 3TO MOJHO
ceiyac roBOPUTDH — Thl 3aHSUT TO3UIMIO. [1pK TOM Ha BCeX YPOBHSIX JIOBOJIbHBI — BAKAHCHSI 3aKPhITa,
TIO3UIIMS 3aHSTA, OKJIJ] YeJIOBEK MOJTydyaeT Oosbllie, YeM Ha CBOEM MpepblaylneM Mecte. Bee xoporto?
Hy onHa mesnoub — pe3y/bTaT rpymibl Kak ObLT Ha YPOBHE TpeIbIAyIIel AMHAMUKY, TaK TIe-TO TaM
u octaercsi. EcTb 1 MeHekep, HEeT I MeHe[lkepa — HUKaK Ha CKOPOCTh Pa3BUTHSI TPYIIIBI 3TO HE
BiusieT. Ho xoro sto untepecyer? [1natsr u cnaBHO.

BrI ckaxeTe MHe, UTO Tak He OBIBAET, UTO JEHBIM MIPOCTO TaK HE IUIATAT, YTO PYKOBOIUTEIH,
HA0OOPOT, Yalle Bcero TpedyoT OBICTPHIX U CBepX— pe3y/braroB. Cornarnrych ¢ BamH, Bce Tak. U,
6osee Toro, CUMTaIO, YTO TaK U JOJIKHO ObITh. HO mouemy ke Tak Masio pe3y/IbTaTUBHBIX MEHEKEPOB
areHTCKUX Ipyni Ha pbiHKe? [TouemMy OONBIIMHCTBO M3 HUX — B HaIleld KoMianuu? Yto-To sSIBHO He
TaK B JATCKOM KOPOJIEBCTBE. . .

Ho Bepremcs k Haieit 6butd-vcTOprd. [IeHb e 3a THeM, KUJI-TIOKUBAJ Halll MEHeIKep U
coBceM He TyXwuI. Jlo Tex Mmop MokKa y KOMIIAaHWU He CMEHWJINCh COOCTBEHHUKH, WIIM OHA cama He
CMOTJIa OCYILIECTBIISATH BBIILIATHI, WIA HE MPOU3OIUIO YTO-TO Apyroe. Tak WM WHaue, a MPHIILIO
BpeMsl UCKaTh HOBOE MecTo padoThl. Kyna nogarbest 6eiHOMYy MeHekepy — UAET OH B IPYTyIO CTpa-
XOBYIO KOMITQHHUIO, CKaXeM, TIOXOXYI0 Ha Ty, B KOTOpOU 51 padoTalo, XOTsI OHA U €JVUHCTBEHHAsI Ha
PbIHKE. A TaM ero HAaYMHAIT PacCIpaIuBaTh

— XoTHuTe BBHICOKUN OKJIaJ — HeT mpodieM. Tonmbko yeM JOoKakeTe CBOI0 Pe3yIbTaTUBHOCTH?
CKOJIbKO y Bac areHToOB, CaMH JIM BbI UX HaOpaJTh, Kakor 0ObeM MPOJax IPyMITbl, CKOJIBKO Balll JINY-
HBII TOPT(eITb, CIOCOOHBI JI areHThI 32 BaMH MOUTH U T. 1.

W meHemxep rOBOPUT — areHTOB CTOJIBKO-TO, 0OBbEM I'PYIIbI TAKOW-TO, @ CBOEr0 00bema He
UMero.

— Hy, Torna mMel Bam 3aruiaTum, €Civ Bbl HaM IPHUBE/IETE areHTOB U TIOKaKeTe Pe3yJIbTar.

— XOopoIIo MpuBeAy s BaM areHToB. ..

Beimient oH ¢ cobecenoBanus, a cam npuropoHmwics. [loodemars-To moodenal, a BOT MPUayT
areHThl C HUM WM HET — EMY-TO U HEM3BECTHO. Beqlb OH TOJIbKO PYKOBOAMI UMH. A TSI TOTO YTOOBI
eMy MOBEPUJIM HECKOJIbKO YeJIOBEK M CBSI3aJM C HUM CyAbObl CBOETO Pa3BUTHSI, HAIO YTO-TO €Ile
KpOMe 3aHUMaHHs JOJKHOCTU. BOT Tak MeHemkep OKa3hlBaeTCsl COBCEM OJIMH, Ja K TOMY K€ elle
3aJI0)KHUKOM HETPaBUJIbHOM CTPATErMy CBOETO Pa3BUTHS B CIIyUae «UHCTOTO YIPABJICHUS».

V 3TOI UCTOpUM €CTh JIBa KOHIIA.

[lepBblii rPYCTHBIA — areHTHl C HUM He TPUIILTA, COOCTBEHHBIE OOBEMbI HE HAYUMJICS JIENaTh.
3adyeM OH Takoi HyxeH? BOT 1 yXOIUT, MOXeT ObITh, HETIJIOXOM YeJIOBEK U3 CTPAXOBaHM S, TAK HIYETO
Y He TIOHSIB, U HE IOOMBIIIHCh.

Bropoii — peanbhbiil. Hukorna He no3aHo Havyath Bee ¢ camoro Havyasia! Tosbko Teneps yxe ¢
TIOJIHBIM OCO3HAaHMEM CBOUX JIEUCTBUH, MPOdecCuOHAIBHO 1 rpaMOTHO. C COOCTBEHHBIX MPOIAX, C
HOBOW T'pyMITbl, HAOPAHHOM YK€ CAMMM MEHEIKEPOM, C TIOHUMaHHUsI KaK MEHE)Kep MOXKET Pa3BUTh
JVMHAMUKY €€ OOBEMOB.

Ha camowm ziesie «umcThbie yIipaBiieHIIbl», KOHEYHO ke, HyKHbI. TobKO Ha 00J1ee BHICOKUX ypOB-
HSIX YIpaBJeHUs] — B Ka4eCTBE 3aMIMPEKTOPOB MO Pa3BUTHIO CETH (HEAABHO s1, C OJIArOCIOBEHUS
HAYaJIbCTBA, BCEX 3aMOB 110 PA3BUTHIO MIPOCTO 00SI3aJ1 UMETh CBOM JIMYHBIE OOBEMBI!), TUPEKTOPOB
KPYIHBIX MPOJIAIOIIUX CTPYKTYP, TOII-MEHEKMEHTa CTPAXOBOW KOMIMaHUM. (XOTsl, HalpuMep, Halll
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[Tpencenarens Coera JupekTopoB A0 cux mnop npogaet!) HaBepHoe, yncThbie yrpaBJieHIIbl BCE ke
ymecTHbl. HO TOJIbKO He B KauecTBe MEHe)Kepa areHTCKOM TpyIIIIbI.

Yro xe MBI MpejijiaraeM B KauecTBe aJIbTEPHATUBBI TAKTUKE «YUCTOrO yIpasieHia» ? [puruio
BpEeMS paccKa3aTh O HallleM IMOAXojie K TOMY, HaJIO JI ObITh MEHE/IKePY areHTCKOM TPYIITH yCIell-
HBIM MPOAABLIOM, JOCTATOYHO JIA 3TO JUIsl ycIeXa B pyKOBOJICTBE I'PYIIIION U [OYEMY 3TO TaK.

MeHea:Kep = yCHelHbIil CTPaX0BOM areHT

B narneit KoMmaHuu Mbl CUMTaeM YTO MEHEIKEp — MPEsKAe BCEro, YCIEIIHbI CTPAaXOBOM areHT,
KOTOPBII

BO-TIEPBHIX, yMeeT 3(P(HEeKTUBHO YIPABIATh PA3BUTUEM CBOETO COOCTBEHHOTO 00BheMa POk
(KJTMeHTCKUM TopTdesiem);

BO-BTOPBIX, yMeeT HaOpaTh IPYIIY areHTOB;

B — TPETHHX, MOXKET TaK TIOCTPOUTH €€ PaOdOTY, YTOOBI MOTYIUTh JJOCTOMHBIN Pe3y/IbTaT U XOPO-
IIKe JIMIHBIE OOHYCHI OT MTPOJIAK CBOMX JIIOJIEH; B-U€TBEPTHIX, COMPOBOKIAET PA3BUTHE CBOUX JIIOJCH
1 IOOMBAETCSI C HUMU BBIJIAIOIIUXCS PE3YJIbTATOB.

Hoquy MbI CHUTAEM, YTO MCHEKEDP areHTCKou
rpyninbl — MMpekae BCero, yCHeIHHbIﬁ CTanOBOﬁ areHr?

C 0f1HO¥ CTOPOHBI OTBET OUYEBHUJIEH — YUUTh JIyUIlle TOMY, YTO MPOMYCTU Yepe3 ceOsl.

C npyroii — ecTb pa3HHUIIA UMY M KaK yIuTh. Haiim MeHemkephl 3aMeuaresibHbl TeM, YTO YMEIOT
CHUCTEMHO TpofiaBaTh U 3((PEKTUBHO YIPABIATh Pa3BUTHEM CBOET0 COOCTBEHHOrO 00beMa MpojakK
(kmMeHTcKUM noptdesnieM). 31ech OCHOBA OCHOB OITMChIBAEMON MEHEIKEPCKOM CeTH, €CIIU YTOJHO
— OIIMH U3 IVIaBHBIX CEKPETOB YCIEITHOCTH MEHEeIKepa areHTCKOM rpymiibl. (YToOk! JTyyuliie ero mpo-
YyBCTBOBATh HACTOSITEILHO PEKOMEHIYI0 0OpaTUTh 0cO00€ BHUMAaHKE Ha TaKOH MHCTPYMEHT WHIIHU-
BuayanbHoro rianuposanus kak T3-HIT u [TYKD (texHuueckoe 3ajaHue — HOpMaTUB MPOAAX U
TUIaH YIIpaBJIeHNUs KIMEHTCKOW 06a30i — cM. TiaBy 2.7).

[NonrmaHue, 9TO MEHEKepy areHTCKOW TPyMITbl TPOCTO HEOOXOIUMO OBITh YCIEIIHBIM CTpa-
XOBBIM areHTOM, IIPHUIILIO K HaM Jiajieko He cpa3y. [lorpeboBanachk HanpsikeHHast padoTta, 9ToObI Po-
BEPUTH OUEBHIHBIE TENIEPh yike Belu. B nanekom 1999 rony HaurMHAIM MBI COBCEM HE C MEHE/IKEPOB,
a C pa3BUTHUsI HAUMHAIONIMX areHToB. VIMEHHO B M3MEHEHMM KauyeCcTBa areHTCKUX MPOAaX KpoeTcs
3HAUUTENIbHASL YaCTh YCIieXa MPeACTaBISHHOW 3eCh MEHEeKepCKol cucteMbl. Ha 3ty Temy 51 yxe
HaIMcaa HECKOJIbKO KHHT (CIHUCOK CM. B JIMTEpaType), HO B 3TOH IJIaBe BCE PABHO XOTeJ Obl HATIOM-
HUTh YUTATENISIM KJTIOUEBBIE TIOJIOKEHHU ST HAIIEH CUCTEMBI MTPOJAK U OTIMYKS CUCTEMHBIX ITPOJIABIIOB
OT UHTYUTHUBHBIX. 3PUMO U HATJISIAHO STH OTJMYKS MOXHO MPEJCTABUTh B BUJIE CPABHUTEIBHBIX Tpa-
(bMKOB TMHAMUKH POCTa JOXOIOB CTPAXOBOTO areHTa.

Yro M0:KHO y3HATh, n3yuas «['pacuk
JUHAMHMKH POCTa J0X0J0B CTPAXOBOI0 areHra?»

Cam rpaduk 10cTaTouHO NpOCT. BepTukanbHas och — JIeHbIM. B areHTCKMX mpojaxax moj
JeHbraMH MBI MOfIpa3yMeBaeM Wi 00bEMBI MPOJIAK, WK JIOXO/bl areHTa/MeHemkepa. [1o ropuson-
TaJIM — 3aTpaueHHOE Ha WX JOCTIKEHHE BpeMsi. B Bujie pe3ynbTUpPYIONMX OTKIAABIBAEM POCT 00be-
MOB IPOZIaX Y YHCJIA TTOJIMCOB 32 ONPEAEICHHbII BpEMEHHOW TIEPHOL.

Hwxe mpezcTaBieHs! Tpu criocoda MOBHITIeHU st 00beMOB MpoAax (pa3BUTHsI) areHToB. [lepBoe
HarpaBJieHHe — 9TO JUHAMUKA Pa3BUTHS areHTOB, paOOTAIOIIMX WHTYUTHUBHO, HE IO cucteMe. Bro-
pO€ — areHThbl, MPUMEHSIOIINE CUCTEMHBIE TEXHUKH ITPOAAXK, MHCTPYMEHTHI IVIAHMPOBAHU 1, KPOCCEJI-
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vHr. U Tpetbe HanpaBjieHue — 3TO rpaduK pa3BUTHS areHTOB, aKTUBHO MCIIOJb3YIOIIUX U CUCTEM-
HBIC TEXHUKU, U YCIIYT'H JPYTHUX Jnoneﬁ, BKJIIOYaA JIMYHBIX ITIOMOUIHUKOB U MCHEJKECPCKYIO I'PYIIITY.
DTH HarpaBJieHUs MPEICTaBIeHbl B BU/Ie TPa(prKOB pa3BUTHsI AUHAMUKYA OOBEMOB MPOJIAXK MO KakK-
JIOMY U3 HarpaByieHui.(cM. puc 1)

Puc. 1. I'padpyku ArHaAMUKM pocTa JI0XOA0B CTPAXOBOI'O areHTa

-
PEHEM ha
. G, 6w
s + 600005 B ron . KPOCCENMAHI
T He

KN, NEN, NYKE, T3-HN, CN, PUCO, Kpocc

Menanenme K
M3IMEHRA KAYECTBO KNHEKTDA W -
EKTIGAR NOMOLLHWKDR 1t TRYNINY
-
S~ NepBuii rpadutk

WHTYUTHEHBIE

(XA0THUHLIE)

NPOAAMM

§-10% B ron

BPEMA
L} 2 rop Ly
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I'naBa 1.2
IlepBrlii rpacuk: mpoaaBen — 00CayKUBaTeJ b NOPT(eis

V 3T0li IJ1aBbI €cTh M0A3aroJioBok: Kak M0OXKHO JIerko OrpaHu4YuTh
CBOM POCT M POCT CBOe€il rpyniibl, NPpoaBasi HHTYUTUBHO U
3aHUMAasICh UCKJIIOUNTEIbHO 00CHyKIBaHHEM CBOero noprdeasn?

[Toutn necATs neT Ha3zaj S NONYYWII NIEPBOE 33/1aHKUE, CBSI3AHHOE C MOJATOTOBKOI areHTOB B
PECO-T'apantus. CHauana 51 BAOBOJIb HACTYIIAJICS OT CAMBIX OMNBITHBIX areHTOB, YTO UM HEKOIJa
3aHUMAaTbCsl OOYYEHHEM U pa3BUTHUEM CBOMX 0OBEMOB Ipoaax. Hekotopoe Bpems s MpUHUMAI UX
CJIOBA «3a YUCTYI0 MOHETY». JlokIancs s, YT0 MHE CTaJIM TOBOPUTH — LIUTUPYI0 HEKOTOPBIX 3HaMe-
HUTBIX NMPOJABLOB: «M BooOIe 00yueHre mpojaxam — 3TO CIUIONIHASI OTepsi AeHer. MBI 10 BCero
JIOXOIMJIM CBOMMU HOTaMM»:).

B 1O Bpemsi cutyarus OCJIOKHUIACH eIlle U TeM, YTO CAMbIMU JIEHEKHBIMU ObLITM MIMEHHO TaKue
areHTbl. 1 MX Be4Hasi 3aHSATOCTb, MX NIeperpyKeHHOCTh BO3BOAWIIACH B IOTMY U a0COJTIOT €IMHCTBEHHO
BEPHOTO MyTH Pa3BUTHS ISl areHTCKUX Mpojax. Cpaxarbcs ¢ TAKAUM MBIIUIEHUEM ObLIIO HETPOCTO.
Ocobenno Torna. Ho Mbl ¢ kosieramu Opociiii UM BbI30B. U Kak Tereph yxke MOHSATHO — BHIUTpasiv!

A Torza MBI clefaiay mar B CTOPOHY M CTaJId SKCIIEPUMEHTHUPOBATh ¢ Hambosee rMOKoil U
BOCIIPUMMYUBOW K U3MEHEHUSIM TPYNIION — «HOBUUKAMU — HAYMHAIOIIMMU areHTaMu». VIMeHHo B
paboTe ¢ TOi rPyIIOoi, CpaBHUBASI YCIIEXH HAYMHAIOIIUX M OMBITHBIX areHTOB, MBI C KOJJIETaMH YBH-
A€W MOJJIMHHbIE IPUYMHBI TAKOTO OTHOILLIEHUS TPAJAULMOHHBIX areHTOB U CTaJIU SICHEE OCO3HABaTh
CUTYAlIMIO, B KOTOPOW OHM HAXOIWJIUCh.

Jlesio B TOM, 4TO B Cpefie areHTOB €CTh YCTOSIBIINECS MU(bI OTHOCHTEIBHO MOBBIIIEHUS] 00b-
eMoB mponax. [Toxanyii, camblil paclpoCTpaHEHHBIN U3 HUX: JJIS TOTO, YTOOBI 3apadoTaTh ornpese-
JIEHHYI0 CyMMY JIeHeT (;keJiaTebHO OOJIbIIyIo CyMMY) TpeOyloTcst Gomblmve ycuaus v Bpems. 1 yem
OoJIbIlie HY)XHO 3apaboTaTh — TeM OOJIbIle HAaJO 3aTpaTtuTh cuil. T. e. — mpomopius JuHerHas. Kak
TOBOPHTCS, «4TO TIOTOMAEIIh — TO ¥ TIOJIONaelib». [Ipy 3TOM Bcerja CyIiecTByeT KaKOH-TO «IOTO-
JIOK», KOTJla Takoi npojasel roBoput: «Bce!. Bonbiie Henb3s. .. Hy HUKak Henb3d...» W HaunHaer
MpUAYyMBIBaTh cede onpapaanus: «[10ToMy UTO KJIMEHTHI HE XOTST, IIOTOMY UTO y HAX HET JIeHer (3T0
B MockBe-To!), ¥ IOTOMY UTO... IOTOMY YTO. ..

U1o norenaews 0¥

nononaensln

-
E (=ycunual, t (=spemsa)

Puc. 2. Poct nponax u KOJIMYECTBA MOJMCOB TPAAUIIMOHHBIX «MHTYUTHUBHBIX» ar€HTOB.

[NocmoTtpuTe BHUMAaTETbHO Ha TpadhuK Ha PUCYHKE 2 — Ha HeM N300pakeHa CUTYaIlus1, KOTopast
MIPOMCXOMUT, KOrJa areHT (0OpaTtuTe BHUMaHUE — HEBXKHO KAKOW — HOBUUYOK WJIM OTIBITHBIN) HAUH-
HaeT padoTaTh MHTYUTUBHO. B TaHHOM ciTydae 1oJ CJIOBOM «MHTYWTHUBHO» 51 IOHUMAIO, YTO OH OITH-
paeTcsi BOCHOBHOM Ha CBOM HEMOCPEICTBEHHBDII OMbIT K MAJIO aHAIM3UPYET cBou AeicTBuUs. [loatomy
sl MX TaK 1 Ha3BaJl «<MHTyUTaMu». Onpezaesnenue npuxuioch. He 3Haio Kak BaM, a MHE BCIIOMUHAETCS
MHOTO TIPOJIABIIOB-CTPAXOBIIMKOB, KOTOPBIE IO CHX TIOp paboTal0T IMEHHO TakK. PaboTtaloT oHM mo-
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pa3sHOMY, MEHbIIIasl YacTh CYIEPYCIIEITHbI — MPOJABIIHI OT Oora. bomblas — 3apadaTeiBaeT KOMEWKH,
a Korjia HaJloecT, WM OepeTcs 32 yM U MePEXOAUT B CUCTEMHBIX IIPOAABIIOB, MM OSKHUT U3 CTPAXo-
BaHUsI.

Ucrtopus npo «IIpoagasua: Y meHs1 HeT BpeMeHHu!»

Kak pabotator Takue areHTs? OHM NPUXOIAT B CTPaXOBaHKME U HAUMHAIOT HAOUPATh OOBEMBI.
Panyiorcst mepBbIM KJIMEHTaM | MojucaM. 3amevatesnbHo. EnuHcTBeHHas «3acaga»: KJIMEHTH COOu-
paloTCsi JOCTATOYHO OECTOPSI0UHO — KOHTPOJIb CPeIHEeH MpeMuu, TeM OoJjiee, M0 KII0UYEBbIM KJU-
eHTaM, HUKTO He BeAeT. A 3TO NMPUBOAUT K BIIOJIHE TPEICKa3yeMbIM HETaTUBHBIM TOCJEICTBUSIM.
Cornacurech, peiko, KTO U3 areHTOB HAYMHAET Cpa3y C KPYIHBIX KJIMEHTOB B CTPAXOBAaHUU (PU3IIHIIL.
B 0CHOBHOM C MeJIKMX — CEerofHs1, HarpuMep, TAKUMU KJIMeHTaMH siBJisiioTcs KieHTsl o OCAT'O. A
B «JJ0OCaruiiHeie» BpeMeHa, Harpumep, BpeMena [ OCCTPAXA — 310 6butn «06a0ylIKu» ¢ MajieHb-
KHMHU JTJAaYKaM# WK «MaMbl» ¢ «JaeTckiumu» HC. Yepe3 HekoTopoe BpeMsl TaKuX KJIMEHTOB HaOupa-
eTcsl IOCTAaTOYHOE KOJMuecTBo. U elie yepe3 HeOOMbIIoe BpeMsl TAKKE TPOIABIILI OCTAHABIMBAIOTCS
B oO0bemax. U He motomy, uto He XoTAT Oosbiiie 0obeMoB. Het. Xotat! Ho oHM OyKBaIbHO «BSA3HYT»
T0J1 KOJIMYECTBOM MaJIEHbKUX TOJIMCOB.

S He 3Hat0, Kakoil y Bac ombiT, Mo#i yBaxaemsblii untaresib. Ho, eciu Bel B cBoeii mpakTHKe
MpoOOBAJIM IMTPOCKTH MTPOIABIIA YBEIUIUTH TIpofaku, koraa y Hero 1500 nmm 3000 MeKuX MoucoB B
rof1, To Bel MeHs moiiMeTe. T0 He MPOCTO TPYIHO, ITO aACKH TPYAHO. Te, KTo mpoOoBas — MOHUMAIOT,
0 4yeM s1 roBopio. Ha ymo6oe Bartie npejioxkeHne OH OTBEYAET TOJIbKO OMHUM: MHE HEKOT/IA.

Uem 3aHAT areHT «MHe Hekoraa»? [IpaBuiibHO: OeraeT Mo KJIMeHTaM «akKu Oejika B KOoJece»,
r71a3a «Ha JI0y» — areHT 3arHaH. OH yxe He yMaeT Mpo yrpajieHue cBoeil 6a3oi. baza ynpasiser
uM. EMy HemoHsITHO, Korja s CIpalimBan — npo % yBequdeHus: 00beMOB MPOAaX B CIEAYIOIIEM
Oy, PO KOJMMYECTBO KJTIOUEBBIX KJIMEHTOB, U (BHUMaHUe!) po ero coOCTBeHHbIH 3apadoTok. Kakoit
3apaboTok ? Hekoraa emy 3apabarsiBath! Y Hero u Tak Bce pacrnucaHo. EMy Hamo e3auTb o0CTyXu-
BaTh CBOMX KJIMEHTOB! U OH e3QUT caM 3a KaXkKIbIM KOIEeuHBIM ImosicoM, 3a Kaxkaor OCAI'On! U
TOJIBKO TIOTOM OCO3HAET, YTO MOTPATHJI OOJbIle JeHEer Ha J0pory, 4eM 3apadoTay BO BpeMsl 3THUX
MOE3/I0K.

B pesynbrarte, Xopoio eire, ecim Takoi areHT Habupaet 3a rof 5-10 % HOBBIX 0OBEMOB MPO-
nax. KomnaecTBO MEJIKHX TOJIMCOB PACTET O4YeHb OBICTPO, a 3apab0TOK U 00BbEMBI TOPA3/I0 MeJJIeH-
Hee. Yto u otpaxeHo Ha rpacduke 1. Teneps, HageOCh, KAPTUHA HAM MOHATHA. M MOHATHO, YTO 3Ta
CUTYaIIUs — C TOUKHM 3PEHMsI CTPATerry pa3BUTHs KJIMEHTCKOro noptdens — tynukosas. Ho ato erme
«IIOJIOBUHA O€IbI».

[IpsiMBIM CTIEACTBUEM U3 STOM CUTYAIIWU SIBJISIETCS MOMYJIsIpHAst CTpaTerysi Pa3BUTHSI arT€HTCKOM
CETH, KOTOPYIO 5 TaK M Ha3bIBAIO

NHTYynTHBHASI CTPaTernsi pa3BUTHS areHTCKOM ceTH
WIH areHT — «00CJIy:KuBaTeJb» CBoero noprdes

OcHOBHOE Tpe/IoIokKEeHNE, HA KOTOPOM CTPOUTCS Ta CTPATErusl: YeJOBEKY HYKHBI JICHbIU, U
OH CaM B COCTOSTHUM OIpeJesIUTh, CKOJIbKO MX eMy HeoOxomumo. Kazanock Obl, 310 sormuno. HO!
UYepes HEKOTOpOE BpeMsi TAKOM areHT:

— 3apa0aTeIBaeT CyMMY JEHET, KOTOpasi ero yCTpauBaeT Ha CErofiHsIIIHNN IeHb;

— HabupaeT OOJBIIIOe KOJTMYECTBO CPEJHUX U MEJIKUX KJIMEHTOB, 0OCTyKMBaHUE KOTOPBIX CBSI-
3BIBAET €0 «I10 PyKam M HOTam»;

— TepecTaeT 3aHUMaThCsl Pa3BUTHEM CBOETO MOPTQesi, COCPEOTOUYMBIINCH HAa €r0 00CITyXKHU-
BaHMU, YTOOBI yAEPXKaTh JOCTUTHYTHII yPOBEHb KU3HH.
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B pesynbrare noomipeHust 3Tor cTpareruy OOJBIIMHCTBO areHTOB B CETH WJIH TPYIINE, KaK yKe
MOKa3aHO BBIIIIE, CTAHOBSITCS 3AJI0KHUKAMK CBOMX TopTdeneit. «Hekorna MHe 3aHUMaThCsl pa3BU-
THEM, Y MEHsI ¥ TaK MOPTQesTb OOJIBIION», — Yallie BCEro MOKHO YCIIbIIIATh IMEHHO OT HUX. A TO, YTO
B noptdesne 31oM 80 % KIMEHTOB C HU3KOM CTOMMOCTBIO IOTOBOPOB, U TO, YTO €r0 MOKHO 3(pek-
THBHO ONTUMM3UPOBATh, MEPEKIIOYMBIIKCH Ha O0Jiee JOPOrMX KJIUEHTOB — 3TO HUKOTO HE BOJIHYeET.
Kak 1 He BOJIHYeT, 4TO y TaKOro MpojaBiia OrPOMHOE KOJTMYECTBO KJIMEHTOB 0OCITYKEHO TOJIBKO T10
ofHOMY Buay crpaxoBaHus. Kakoii takoil kpoccesumHr? O yeM Bbl ropopute? — EMy ke Hekoraa!
U He Gena, 4To XOOUT OH MPSIMO IO JAEHBI'aM — BCETO BCEe PaBHO HE 3apadotaenb. Kopoue — sydire
OBITH OE/THBIM ¥ OOJIBHBIM, YeM 310pOBbIM U OorateiM! [Ipo-31paB-msio! !

«/HTYUTBI-00CITYyKMBaTEIM» MTOKA HUKY/IA HE UCUe3HYT. [Lj1si MeHs1 — 9To, Ipekae BCero, mpo-
Oema MeHe[KMEeHTa — MeHe/IXKEphl He YMEIOT WM He 3HAIOT, KaK Pa3BUBAaTh CBOUX JIIOZEH, T. €. 3Je-
MEHTApHO He BIaACIOT KOyYMHIoM. CaMbIM ONBITHBIM MEHEIKepaM s BOOOIIE COBETYIO UUTATh KHUTY
C KOHILIA — C KOMITETEHIINH, CBSI3aHHOW C Pa3BUTUEM U HETPEPHIBHBIM COBEPIIIEHCTBOBAHUEM CBSI3KU
«MEeHe/IKep-areHT» (CM. yacTh 3, rasa 3.5.).

K Tomy e nosiBieHuIo «00cIyKUBaTeNiei» B HEeMaJION CTETeHH CIIOCOOCTBYIOT TIAHOBBIE 33/1a-
HUS HE B IGHBIaX, a B KOJIMYECTBE TOJIMCOB, JI0 CUX TOP MPAKTHKyeMbIe B psijie CTPAXOBBIX OpPraHu-
3auui.

Cetb «00cCITy )KMBaTenel» — He eIMHCTBEHHO BO3MOXKHBIN CIIOCOO Pa3BUTH S ar€HTCKUX MTPOJAK.
Tak MOXHO OBUTO IeCTBOBATh B XX BeKe, HO He ceituac. B pe3ysbTaTe He0OyMaHHOTO TPUMEHEHHU ST
TAKOM CTpATEeruyl PyKOBOIUTENIN CTPAXOBBIX KOMITAHUI ¥ MEHEKEePbI TPYII HEJOOUPAIOT CEPhE3HYI0
CYyMMY NpeMUH (2 3HAUUT U CBOM COOCTBEHHBbIE OOHYCHI) U TI0 TIOOPOBOJIBHBIM, U MO 00s13aTeIbHBIM
BUJIaM CTPaXOBaHUSI.
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I'naBa 1.3
Bropoii rpaduk — cuCTeMHBIN MOJAX0/ K TEXHUKE MPOJAK

EcTb 1 c1ioco0 yBeJMUNBATH POCT CBOEro noprdeis 10 Makcumyma?
EcTb — moBbIIIaTL 00bEMBI NPOIAK C MOMOIIBI0 CHCTEMHOIO MOJIX0/1a.

Ho Bepremcs k Hareil uctopuul. Bujs 3arHaHHBIX areHTOB, OETyIIMX 0 CBOEMY KPYTY, MBI
OTYAsIHHO UCKAJIH MAJIOYKY-BbIPYYATIOUKY — TOT MHCTPYMEHT, KOTOPBII TOMOXET HaM C/iesiaTh padboTy
areHTa Oosee mpoayKTHBHOM. CHavYasa moTpedoBanioch NEpecMOTPETh (U MepenucaThb!) BCIO TEXHUKY
MPOJaX, KOTOPYIO UCTIONB30BAJIM areHTHl B padoTe ¢ KineHTamMu. Havanm Mebl, Kak mosiaraeTcs ¢ peBu-
3UM TEXHUK OOINEHUsI «MHTYUTOB». VIcCenys CUTyalyio ¢ TPaAUIIMOHHBIMH areHTaMH, Mbl TIOCTe-
TIEHHO BBIIIUIM HA LIEJIBIA PsiJi CACTEMHBIX MHCTPYMEHTOB B IJITAHMPOBAHUY M TEXHUKE PaOOThI C KJIU-
eHToM. Yepe3 HekoTopoe Bpems Oblla CO3[aHa CTPOWHAs CHUCTeMa JNEUCTBHI MPOJAABIA, KOTOPbIC
M03BOJIsITa eMy JoouBathes cuenku moutu co 100 % ycrexom. Tak MosiBUIOCH 11eJI0e HalpaBJieHUE,
KOTOpPO€ Mbl Ha3BaJIM CUCTEMHBII MMOAXO/ K TEXHUKE MPOAX MM COKPAIIEHO «CUCTEMA MTPOIAK».

B ommmume ot «MHTYUTOB», HAIIIM CUCTEMHBIE TIPOJABIIBI CTPOSIT CBOIO pabOTy Ha OCHOBE OCO-
3HAHHOT'O MCTIOB30BAHUS TEXHUK Mpoaaxu. OHU yMEIOT MPoJaBaTh C y4eTOM MOTPeOHOCTEN U 11eH-
HOCTEH KJIMeHTAa, OHM YIPABJISAIOT BO3PAKEHUSIMUA U MHUIIMATUBOW B KOHTAKTe, OEPYT «BOCXOASINIUE
pEeKOMEHJaIuu» U T. TI.

VYcenexu Halmx areHToB MOKa3ai, YTO NPUMEHEHHE CHCTEMHOW TEXHOJIOTMU MO3BOJSET
BBITIOJIHATH JIMYHBIA TUIAH MPOJAK B MOCTABJIEHHBI CPOK, 4 3HAYUT M OCYILECTBHUTH T€ MEUTHI U
JKeJIaHWs1, paJii KOTOPBIX YesIOBEK BooOIe mpuines B areHTsl! [IpumMensis ciucteMy (HOBbIE METObI
yIIpaBJIeHUs] KIIMEHTOM U MOPTQENeM), OKa3aloch, YTO BIIOJIHE PEabHO, IIOCTOSIHHOE yBEIMUYEHHE
00BbEMOB MPOJIAK OMBITHHIX MPOJABIIOB B HECKOJIBKO pa3 3a roa! Jlydinve Hally yYeHUKH T0CTUT AN
pe3y/IbTaToB yBeauueHus ceoero noprdes u B 20-30 pas!

Bpe3ka 1. OnbIT npuMeHEeHNU CUCTEMbI IPOIAK.

OueHb YacTo HAIllM YYEHUKU U HE JOTaJbIBATMCH, YTO OHU MOTYT Tak pabortarh. BoT kak 00
STOM MHUIIET OJIMH W3 HalMX areHToB Asibdus TymaHoBa.

«...B MUp CTpaxoBaHHs § MOMaJja CIy4yaiiHO U B JAJIEKO HE CaMOM I0HOM Bo3pacte — B 48 JieT.
3a re4amMu — MHOTO JIeT paOOThl XMMUKOM B AKaJIeMUU HayK, BBIPOCIINE AETH M YETKOE OCO3HAHHE
HEOOXOIMMOCTH YTO-TO TIOMEHSATh B KM3HH, CKOpee Bcero — npodeccuio. Yepes moapyry, Kotopas
pabotana B «<PECO-T"apanTusi» st monasa B [lIkomy crpaxoBanusi, rjje Kak pa3 HAYMHAJICS HOBBIN KypC
oOyueHHUs 1 BOT, CJIeTKa OIIeJIOMJICHHAs, 1 HAUMHAIO TIO3HABATh a3kl HOBOTO JIeJIa. . .»

«...npouten 200, Kax s pabomaro 8 cmpaxosoui komnanuu «PECO-I apanmusi». /la Hem, He npo-
uien, a nponemen, NPOMUANCS, USMEHUB 8CHO MOIO JHCU3Hb, HANOAHUG ee padocmbio. A ouwyuaro ceos
KaKk O0Kan ¢ WAMNAHCKUM, KUNSUUIL dSHepeuell u 600pocmvio U Kanicobllli 0eHb 51 20M08a 0eAUmbCst
SMUM BONUEOHBIM HANUMKOM C Opyeumu. Boixods na pabomy, ecmpeuasce ¢ a00bMu, s1 UCNbIMbL-
8410 K HUM YUACMAUBYIO CHUCXOOUMENLHOCTb: 8€0b Y MEHS eCb MO, YMO HEOOXO0OUMO KAHCOOMY —
3auuma om Heg3200 U OYpb, CMPAXOBKA HA 8CE CAYHAU HCUSHU — Oepume, aro0u!»

Mesxay 3TIMU AByMS LIUTATaMH U3 3aMETOK AJIb(prM IIPOILEsT POBHO IOl M MX Pa3/iesisieT pa3-
HUIA coOpaHHBIX «00beMoB» B 30 (!) pa3. Takoro pesyinbTaTa, BOSMOXHO JIOOMTBHCS TOJIBKO, €CIIH
MOMOYb YeJIOBEKY 3a/IeliCTBOBATh BCE CBOM JIMUHOCTHBIE PECYPChl, pa30yInuTh B HEM T€ CHJIBI, KOTO-
pble TIOMOTYT €My TIOBEpPHUTh B ce0s1 M JOOUTHCS KJIACCHBIX PE3y/IbTaTOB.

W ceronns, criycrs yxe MHoro Bpemenu, Anbpus TymaHoBa, siBseTCs IPU3HAHHBIM aBTOPU-
TETOM B MPOJIa’kax CTPAXOBaHUsI B CBOEH MPOJAIOIIEN CTPYKTYpe.

B cucteMHBII TOAX0/ K TEXHUKE MPOAAK Mbl BKJIIOUAEM:
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1. HabGop 0a30BBIX MO3UTHBHBIX YCTAaHOBOK, HAalpuMep, Mpofaka — 3TO O0OOIIOBBIIOJHOE
peleHre mpooaeM U KJIMEeHTa, ¥ MPoJaBLia.

2. CucreMy MHIMBUIYJILHOTO TUIAHUpOBaHUS, BKIodas JKusnenusiii [lnan, Jlnunsiii [Tnan
IIpomax u emme psAx APYrux IUIAHOB.

3. Cucremy ynpaBjieHUs1 KOHTAKTOM C KJIMEHTOM IO XOAY CAEJIKH.

4. LIuk1 mpofaxku CTPaxoBOro MPOAYKTA M MApIIPYT PEIICHUs 3HAYMMBIX MPOOJIeM KJIMEeHTA.

5. Cucremy NOBBIITIEHUsT 0OBEMOB MPOAAXK C UCTIONH30BAHUEM «BOCXOSIINX» PEKOMEH AN,
[Tnana Ynpasnenus Kiuentckoit bazoi u kpoccesuHra.

KpaTko MpOoKOMMEHTHPYIO KakJIbli WX MyHKTOB «CHCTeMbI mpogax»!. Crienys 3asBiIeHHON
Teme, Oyy UCXOAUTh U3 UX PAKTHUYECKOW BaXKHOCTH 1151 YCTIEITHON pabOThl MEHE/IXKEPA C areHTaMH.
[ToaToMy Bcex, KTO HHTEpPeCyeTCsl TEOPETUIECKMMHU BBIKJIQJIKAMU B BUZIE I'PpauIecKoro 0ObsICHEHUSI
CHUCTEMBI TIPOAAX, CUCTEMHBIX OOBEKTOB U CBSI3€i, MOJEIN MPUHATUS PElIeHUd O MPHOOPETEHUH,
TEOPUH JIMYHOCTH MPOJABLIA U MOKYIATe s, IEHHOCTHBIX (DUIBTPOB U T. [I. MUJIOCTH ITPOILY HE MoJie-
HUTbCS U OTKPBITh MOI0 MoHOrpacduio «I[Ipogaem no cucreme» (Bce JaHHBIE O MOMX KHUTax Bbl Hail-
AeTe B CrielMalIbHOM pasjesie oudnuorpadus Mpana PoiOkuna — npum. aBTopa).

Huxe 51 npencraBimio JailkecT OCHOBHBIX MJIEM CUCTEMHOIO MO/IX0Ja K TEXHUKE TPOJaK.

Cucrema npoak Ha4YNHAETCS C IPUHIUIIOB
3(pPeKTUBHON OPraHN3alu U IPOBeIEHNS POIAKHA

INo xomy HammXx MccleqOBaHUiN, Mbl OOHAPYKIIIH, 4TO ((PEKTUBHOCTh NEUCTBUI MPOAaBIA
3aBUCHUT OT ONpeIeJIeHHOro Habopa 0a30BbIX YCTAHOBOK U TOJIOKEHUI. BhINoTHeHNe X IPUBOAUT K
ycrexy B pofaxax. B cucreme npojaxk OHM Ha3bIBAIOTCS MTPUHLUIIBI 3(P(PEKTUBHON OpraHnu3aluu U
MpoBeeHus npojaaxu. Hike npuBeny TOJIbKO MepeueHb 3TUX YCTaHOBOK.

K crcremob6pasyomuym npuHIMIaM Mpogaku OTHOCSTCS

* Crparerusi «Borpsiin — BHIMTphIl». CUCTEMHBIE CAETKM B3aMMOBBITOIHBI [UISI TTPOJABIIA
1 KOHcynbTaHTa. [loaToMy 3Ta cTpaTterus sBiseTcss OCHOBOM ISl CO3[AHUs U MOAJIEPKaHUSA JOJITO-
CPOYHBIX OTHOIIEHUH C KJIMEHTOM.

* JInyHas Muccus KOHCyJIbTaHTa. Hanprumep, oHa MOXET 3BydaTh Tak: Mbl cO34aeM (pUHAHCO-
BO3AIMIIEHHOE = Jy4liiee OyayIee Uit KIIMeHTa, PojiaBasi CTPaXOBaHMUE.

* [Ipuniun cucteMHocTy. CHCTEMHBIN TOAXO/ K TEXHUKE MPOJaX YUUTHIBAET HE TOJIBKO B3a-
MMOOTHOIIEHUS MEX/y KJIMEHTOM M MPOAABLIOM, HO M OKPYXKAIoIlylo UX cpeny. Benp okpyxeHue
YeJioBeKa B OOJIBIION CTeNeHH BMsieT Ha cAeiKy. OTHOIeHHe OMM3KUX WM 3HAUUMBIX Ui KITU-
eHTa JIIoZIeH K rjiee HeOOXOIMMOCTH CTPAXOBAHMSI MOKET IMOMOTaTh, & MOXKET M MEIIaTh 3aK/II0USHHUI0
JOTOBOPOB cTpaxoBaHusi. PUHAHCOBBIN YPOBEHb MPUBBIYHOIO OKPYXKEHHUsI KJIMEHTa YacTo Ompejie-
JISieT YPOBEHb IPUEMJIEMOTO /ISl HETO KauecTBa KU3HU. EcTh MMyILIECTBO, M IEHBI'M €CTh, & THBECTH-
POBaTh YacCTh MX B CTPAXOBYIO 3aIUTY (KakK 9TO MPUHATO Ha 3aria/ie) MOoKa ellle He CTajlo MPUBbIUKOM.
Bort u cTankuBaercs areHT ¢ HeOOXOAMMOCTBIO MPOBEACHU S JIMKOE3a O CTPaXOBaHHUU JIaxke ¢ oOecrie-
YEHHBIM CPE/IHUM KJIACCOM.

* [Ipunuumn crangaptoB npogax. CucteMHast Ipojaxa Mo3BoJisieT OLUEHUTh 3(P(PEKTUBHOCTD
C MOMOILBIO0 ONPEAETIEHHBIX HOPM AesTenbHocTU. Hanpumep, crangapT npoaax sl HAUMHAILIUX
areHToB 3By4HuT Tak: 10 KOHTaKTOB — 3 BcTpeun — 1 mosuc.

B npuHIMIEL opraHnu3anyy padoThl ¢ KJIUEHTOM BXOJST:

* [TpunIMI paboTHI C «KITIOUYEBBIMU» KJIMeHTaMU. 20 % Takux KJIreHTOB IpUHOCUT 80 % 00b-
emoB rnpopax. [Toatomy ynpasisiem padotoit iMeHHO 20 % KJIMEHTOB, KOTOPHIX MOKHO OTHECTH K
KJIIOUeBBIM (B cTpaxoBaHuy = 100 KJIMEHTOB C OMpeJIe/ICHHOM > CPeTHETOI0BOM MpeMuei ).

1 o
I[a.nee MBI 6yneM Ha3bIBaTh CUCTEMHBIU MOAXOA K TEXHUKE IPOAAK IJIA KPATKOCTH «CUCTEMA IIPOAAK».

2 Cm. ITYKB — miaga 2.7.
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* [IpuHIMIT aKTUBHOCTU: C/ICIKON HEOOXOIUMO YIIPABIISTH !

o [IpuHimI «0OCTy)KMBaHUE POKIAET Mpogaxu». [IpaBuiibHOE 00CTyKMBAaHKUE YBEITUUNUBAET
POk KaKk MUHUMYM B TpH paza. Cunraite caMu — Mbl MOkeM: 1) BO3OOHOBJISITh TEKYIIIME «CTpa-
XOBKW», 2) IeJIaTh KPOCCEJUIMHTOBBIE MPOAAKHU NEHCTBYIOIIEMY KJIMEHTY, 3) MPOaBaTh MO ero peKo-
MEHJAIUSIM HOBBIM KJIIEHTaM.

B npuHIMIB caMoopranu3anyy MpojAaBiia BOIUIM CIeAyIoIIHe:

e [Ipuniun padovero Bpemenn. HeoOXxonumo BbIIEIATh BpeMsl Ha OTIbIX/ BOCCTAaHOBJICHHUE, a
IJIs1 3TOTO, B CBOIO OY€pe/ib, HAI0 KOHTPOJIMPOBATh BPeMsl pPadOThI C KJIIOYEBBIMH KJIMEHTAMH.

* [Tpunimn rianupoBanusi. CIEIKU ¢ KJIIOYEBBIMH KJIMEHTaMH HAI0 TUIAHUPOBATh 3apaHee.

o [IpyHIUT CTUMYTMPYIOIIETO KOHTPOsist. KOHTpOIb HyXeH /151 yBennveH!s1 00beMOB MPOAK.
JI7151 3TOro OH MPOM3BOAMTCS U TIO JEHbraM, W MO KOJIMYECTBY MOJIMCOB, U 1O MPUOBLIH.

* [TpuHIMN pa3BuBaroliero aHanu3a. HaunHaem ¢ aHanm3a CBOUX JIyUIIUX JOCTHKEHHUH, UIIEM
(bakTOpHI ycrexa, cocTaBisieM 3afaHie Kak MX YCHIUTh B OymymieM. TONbKO 3aTeM MpUCTyIaeM K
MIPUYMHAM OIIMOOK (€C/IM 3TO HEOOXOIHMMO).

e [IpuHIMn no3uTHBHOM npoaaxu. [Ipogaka HOKHA CTAHOBUTHCS MTPA3JHUKOM IS KJIMEHTa
Y JUTsI TIPOJaBLIA.

e [TpuHnun HerpepbiBHOCTU 00y4eHus. Ha cucremHom s3bike — 3HaTh = ymeTh (K.C.Ctanu-
CIIABCKUIT).

«[TpuHIUIBI» — 3TO T€ OCHOBHBIE UJIeW, KOTOPbIE TIO3BOJISIOT T0OUThCs yerexa B CHCTEMHBIX
[Mponaxax. 3HaHWE W BHITIOJIHEHUE MTPUHIIMIIOB MTPOJAXKHU SIBISETCS 3a710roM 3(h(PEKTUBHON padoThI
nponasia. Ho, kak yacto ObIBaeT B HAllleld XKW3HU, 3HATH-TO X 3HAIOT, HO CJACAYIOT UM B KU3HU
JaJIeKO He BCeraa.

XoTuTe y3HaTh, HACKOJIBKO Bbl MJIM BAlllM COTPYAHUKU IOCITIEIOBATENIbHbI B BBHIOJIHEHUH
CUCTEMHBIX TIPUHIIMIIOB MPOiaX ? BHIMUIIMTE MPUHIMITH HA OTAEIBHBIN JIMCTOK B KOJIOHKY CJieBa. A
ClIpaBa yKaXkHTe, CKOJIBKO MPUHECTIO BaM BHIIOJHEHUE TOrO WJIM MHOTO MPUHIMMA B JeHbrax. (s
9TOro CHavaja OIEHWTE, HACKOJIBKO BBHIMOJIHEHUE TOTO WM MHOTO MPUHIIMIA IOMOXKET BaM YBEJH-
ynTh 00BeM npoaax. ITycTb ToKa 3Ta olieHKa OyieT CyObEKTUBHOM, UTO Ha3bIBAETCS «HA ITTa30K»).

Harmpumep, Hanuuue agekBaTHOTO JIMYHOTO TUIaHA MPOJak (MPUHIMI TJIAHUPOBAHMS) s ObI
maHO orieHus B 50-100 % ot Tekyiero oobeMa mpojax (Ipu yCIOBUH, YTO 00BEM MPOAAX y Bac
cocrapiser 30-60000 nomapoB/rom v Bel padoTaeT He MepBbIid o). TO 03HAYAET YTO, MTAHUPYS
ceOe 0ObeMbl Ha HOBBI T'OJ] + YUUThIBast KOI(PUIMEHT MPOIOHTAIMI/ BO3OOHOBIEHUH MO KaKIOMY
MPOAYKTY MOXHO BOOUHIO YBUJIETh, KAKOB OyJeT Balll HOBbI 00beM Mpoaax. Vv CKOJIBKO BbI OTe-
PSUTH ICHET U3-3a TOTO, YTO MX HE BBITOTHSLIIN:).

C 3TUMHM IPUHIIUIIAMH MBI eIl BCTPETUMCS He pa3 Ha CTpaHMIaxX JaHHOH padoThl. [TosTomy y
Hac OyzieT ele BpeMs y3HaTb, CKOJIBKO JIEHET MOTepsUId HEKOTOphIe MPOJABIIBl U3-3a TOTO, YTO UMH
npeHeOperam.

Cucrema I/IH,[lI/IBI/l,[IyaJII)HOFO HJIaHI/IPOBaHI/IH H CBA3KaA IIeJIeﬁ
npoaaBna 1 3aaa4 CTanOBOﬁ KOMIIAHUMA KAK YaCTb CUCTEMbLI IIPOOAXK.

OIBIT MHOTOYUCIEHHBIX I'PpYIII IMOBBINICHUA O6T>€MOB npoaax Iokasaj, 4YToO AJjid YCIICIIHOI'O
Pa3BUTHA IPOIJABLIOB, HGO6XO)II/IMO BBISICHUTb, UTO OHU XOTAT I[O6I/IT])CH [0 XWU3HU. DTOT BOIIPOC
JaJIeKO He cpa3y BCTall y Hac Ha moBecTke JHsA. Ho, mocie Toro kak B 04epeiHON pa3 BCTPETUIIUCh
¢ TUXUM caboTakeM? TIPOJABIIOB B areHTCKOM CETH, Mbl BCEphe3 Hauald ¢ HUM pa3ouparbes. Ctano
OYEBHUJIHO, YTO HEOOXOAMMA TECHAs CBSA3KA MEK/Iy JMUHBIMU IEJISIMU areHTOB U 3a7a4aMH OpraHH-

3 Tox caBoTaskem areHTOB st IOHMMAIO CHUTYaLIO, KOIla CETh UTHOPHUPYET OMpe/e/IeHHbIE TPOAYKTHl KOMIIAaHNH ([ae, ECIU CTpa-
XOBKHM JIMYHO BBITOJHBI IIPOJIABLIAM) ¥ TIPOZIAET TOJIBKO TO, K Y€MYy MPUBbIKJIA WM TO, YTO He TPeOyeT JOMOTHUTEIbHBIX YCHIIHA.
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3al1K, HAIIpUMep, OKUIAHUEM TIONYYUTh OT areHTa onpejiesieHHble 0ObEMbl WM TIPOAAXHU TeX WM
WHBIX BUJIOB CTPaXOBaHUSI.

Tak, HapsAy C CUCTEMHBIM TIOIXOJOM K TEXHUKE IIPOJaX, Mbl CTaJIM UCKAaTh TEXHUKY, KOTOpasi
roMorJia Obl HaM PeIuTh 3Ty 3a1a4dy. B 3T0 Bpemsi Mbl TO3HAKOMUJIMCH C HOBEHIIIMM HaIlpaBJIeHUEM
B Pa3BUTHH MIEPCOHAJIA, KOTOPOE HA3bIBACTCS KOYUMHI* M pa3pad0Taiy CBOI0 OPHUTMHAIBHYIO BEPCHIO
CHCTEMHOI'O KOYyUMHTa MPOAAXK.

Camomy cHMCTEMHOMY KOYUYHHTY OyJeT TMOCBSIIEHa OTAeNbHasi KHUTa. A B MOC/EIHEN TIaBe
JAHHOW KHUIHM (I71aBa 3.5. —IIpUM. aBTOpa), Bbl HallJJeTe HEKOTOPbIE TEXHUKHU U IIPUEMbI Pa3BUTHS
npoaasioB. Ho BooO11ie 310 OTaebHOe HarpaBiieHue AeicTBUI MeHepkepa. Haim MeHemkepsl yxe
CTaJIU CepPbEe3HO MPOXOIUTH 00yUeHue M0 Kypcy BHyTpeHnuit Tpenep. He 3a ropamu oOyuenue u noj-
rOTOBKa MX Kak Koyueil. K Tomy e Haweir komanaoi nposogsrcs Ikonst CucremHoro Koyuunra,
rJie MOXHO MPAKTUYECKU €My Hay4YUThCs Ha mpodeccuoHaabHoM ypoBHe. (Kcratu, s Hajgech, 4to
Yyepe3 HEKOTOPOe BpeMsl BCE HAIIIM MEHE/IKEPhbl areHTCKUX TPy OyayT BIaeTh KOYYHHIOM:)).

B cucremHol TeXHMKe IPOJaXK Ta CBA3KA MEXAY LIEJISIMU areHTa U 3ajayaMU CTPaXOBOM KOM-
MaHUM TPOCTPAUBAETCS C TIOMOINBIO MATHY UHAWBUAYAIBHBIX IJ1aHOB. MM, Kak Mbl ee Ha3bIBaeM
CHCTEMBbl MHIMBUyaIbHOTO M1aHupoBanus (CUII).

Campiii foirocpounsiil tiad B CUI —3to ZKuznennsbiii [liaan. OH noMoraet yenoBeky orpe-
JEJMTHLCS C TEM, UTO €My XO4eTCsl IOOUThCs B 0003prMoM OyayriieM. OOBIYHO STOT TIJIaH COCTaBJIS-
eTcsl Ha CPOK Oostee 5 j1eT, yToObl ObLT pa30er U JOJIT0e JbIXaHWe JIJIs1 er0 BBITIOJTHEHHMS.

JKuznennsiii [1nan cam no cede — TOJIBKO KapTHHKA 13 cepur «UTo 51 X0uy?» M HUUero OoJblIIie.
JI7151 TOro 9ToOBl OH CTaJl PEATbHOCTHIO, TPEOYEeTCs OLIEHUTh, MOKHO JIM €70 BBIIOJTHUTD C TIOMOIIBIO
MPOJaX «CTPaxOBOK». [109TOMy, pa3BHBasi CHCTEMHBIH MOAXOM K TEXHUKE MPOJAK, BAXKHO OBUIO HE
TOJIBKO BBISIBUTD KEJIaHUS areHTa, HO U yBS3aTh €r0 KeJIaHWUs C BOBMOKHOCTSIMU cTpaxoBaHus. Kak
MBI YK€ IOHMMaeM, BOZMOKHOCTH CTPAaXOBaHUsI OUYEHb PA3JIMYAIOTCS B 3aBUCUMOCTH OT TOTO, KaKOW
areHT UM 3aHuMaeTcs. Mbl OyKBaJIBHO 1O KpynuiiaM coOrpaiy HHGOPMAIHIo 00 YCTIEITHbIX CeN-
Kax u noprdensax. OcoOeHHO HAC MHTEPECOBAJIO, YTO U KaK MOXKHO IIAaHMPOBATh B MPOJaKax CTpa-
XOBaHUs (PU3MUECKUM JIMLaM. [IJ1sl 3TOro Mbl ¢ KaXAbIM U3 ONBITHBIX areHTOB AHAJIM3UPOBAJIM €T0
noptgesib U BMECTe y3HaBaJIU:

— CKOJIBKO U B KaKHe CPOKU MOKHO 3apadoTath (B T. Y., CKOJIIBKO COCTABJISIET CPEIHUIA 3apab0TOK
M KaKOBa €ro JUHAMUKA);

—9TO J1J151 TOr0 HEOOXOIMMO C/IENATh, T. €., CKOJIBKO M KAKHMX TOJIFCOB JTsI TOTO HAJI0 MPOAATh;

— [IOYeMy IIPOJAIOTCs/HE MPOJAIOTCS TE UM UHBIE TTOJIUCHI;

— MaKCUMAJIbHBIA U CpeTHUI % BO30OHOBJICHUS TIOJIMCOB HA CIICAYIOIINIA TO/;

— CE30HHOCTb IIPOJAX ONPEAEICHHBIX BUIOB ITOJMCOB U T. II.

B pesynbrate «Ha cBeT» MOSABWIICS TAaKOW 3amMevaTesIbHblii MHCTPYMEHT IUIAHUPOBAaHUS Kak
JInunbiia [lnan Ipoaak. VIMeHHO OH MO3BOJISIET OTBETUTh HA BOIIPOC, B KAKME CPOKU MOXKHO
PELIUTD 3a/laui YeJIOBEKa IO KU3HW» C MIOMOLIbI0 CTpaxoBaHUsl. OTHOBPEMEHHO MOKHO OLIEHUTD
caM 7KusHennblii [11aH: OH peasieH WM 3To TOJIBKO ouyepeiHas (paHTa3Msl IOCTCOBETCKOTO YeI0BeKa
Ha TEMY «XOUy XOTETb» 7

JKI1, JIIIp v apyrue riaaHsl CUCTEMBl MHIMBUAYaIbHOTO TUIAHUPOBAHUS SIBIISIIOTCS OCHOBOM
IJIs1 MTHIUBUIYaJIbHON pabOThl MEHEKepa C areHToM. — MBI K Hell oIpoOHO BEpHEMCSI B COOTBET-
CTBYIOIIIEH I71aBe (CM. 1aBy 2.7).

4
KoyuuHr — cucrema peamzarmy npogeCcCUOHAIBHOTO, IMYHOCTHOTO, TBOPYECKOT'0 IMOTEHIMANIA CBSA3KH «KOYU-TIapTHEP» C LEJIbIO
JOCTHXEHUSI MAKCUMAJILHOTO 3(h(PeKTUBHOTO pe3yJibTara B a[IeKBaTHOE BpEMSI.

3 JKI1, TUIP (Txan 100), JITIp, TIYKB, T3-HII — cum. rasy 2.7.
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Cucrema yYiupaBjJ€eHUA KOHTAKTOM KaK 4aCTb
CUCTEMHOTO IMOAX0Ja K TEXHUKE IMPOoaazK

OILHOBPCMCHHO C MMpUHOUIIAMU 1 CHACTEMOU WHIWBUAYAJILHOI'O INIAHUPOBAHHW A, HAllla I'pyIIIia
paboTaia Ha TBOPUYECKUM IEPEOCMBICTIEHHEM UMEIOIIMXCS B PACTIOPSKEHNH areHTa TEXHUK OOIIeHHU ST
¢ KmeHToM. biaro, 4ro omsIT B MEpe B 3TOM chepe HAKOIUIEH OYeHb OOJTBITION.

TexHuku oﬁmemm HJIN CUCTEMA yIIpaBJCHUA KOHTaKTOM?

Mo HaOMOIEHNAM YYEHBIX ¥ IPAKTUKOB TTpofaxu, ot 70 1o 95 % ycrniexa cienku cpeau pusu-
YECKMX JIMLL 3aBUCUT OT TOTO, HACKOJILKO KJIMEHT JOBEpsIeT JIMYHO nponasiyy. Hageloch, HUKOMy He
HAJI0 JJOKa3blBaTh, YTO B KAXA0U C/IEJIKE C KJIMEHTOM IPUCYTCTBYET Cpa3y JBE MPOHAAKH.

CHavaJsa npogagell «IpojaeT ceOs», T. €. YCTAHABJIMBAET C YeJI0BEKOM JJOBEPUTENIbHBIE U TIO3H-
THBHBIE OTHOIIeHU. [Ipy mpogaxe cTpaxoBaHHsI YacTo ObIBAET HEOOXOIUMO TOMYUUTh ONpe/esieH-
HYIO JIMYHYIO, 51 Obl Jake CKa3al MHTUMHYI0 MH(OPMAIMIO O KJIMEHTE, HAIpUMeEp, BBISICHUTD €ro
(brHAHCOBBIE BOBMOKHOCTH WJIM B3aMMOOTHOIIEHUS B ceMbe. [IOHATHO, 4yTo MH(pOpMAIMIO TOJ00-
HOT'O pOJa «IIEPBOMY BCTPEYHOMY» HE pacCKa3bIBaIOT. [IJIsl 3TOro JOMKHBI OBITH CO3/IaHBI OMpejie-
JIEHHbIE YCJIOBHS, TIPH KOTOPBIX YeJIOBEK Oy/IeT NoBepATh areHTy. HeoOXoauMBl crieruaibHble YCUTUs
CO CTOPOHBI MTPOJABIIA, YTOOBI BHI3BATh MHTEPEC U 3aBOEBATD J0BepUe codeceqHrKa. U TobKo mocie
9TOr0 MOKHO MPUCTYTIATh K MPOAIAXKe MOoNMca. ITO, YTO Ha3bIBAETCs, OOIIHME MeCTa.

A BOT uTO HHTepecHO! [loBepre B OTHOLIEHUSX C KJIMEHTOM SIBJISIETCS MPSAMBIM CIIEACTBUEM
YMEHHUSI CTIEIMAIMCTA TIO MPOJAKaM YCTAHOBUTD U YIIPABJIATH «JIMUYHBIM KOHTAKTOM» B XOJ€ CAEIKH.
Ho okazasioce, 4T0, CKOJIBKO CHEMAIMCTOB CTOJIKO ¥ MHEHUI — KaK HaJI0 UM yHpaBisTh. Bee cose-
TYIOT pa3jMyHble IPUEMBI, HO CJI0’KHO HAalTU CTPOMHYIO CUCTEMY MX MCIIOJIb30BAHUS M IPUMEHEHUS.
OcCHOBHBIE ITPEAJIOKEHUSI CBOASTCS K TOMY, 4TOOBI MCTIONB30BaTh Mozesb HIIIT, ocHoBaHHYI0 Ha 1oj-
CTPOMKax K TOBEJICHUIO KJIMEHTA U JIeMeHTaM KOHTaKTa ¢ HUM. [Ipu 3TOM Kak-To 3a0bIBaeTcs, uTo B
npoliecce CAEJKU KpoMe MOBEAEHMs, €CThb ellle W Jpyrue OObeKThl YIpaBIeH!s] KOHTAKTOM, HallpH-
Mep JIMYHOCTHBIE MPOIIECCH, (TaKhe Kak BOOOpaskeHHe, MbIIIUIeHNE, BOJIsl, BHUMAHHUE) WJIM MHUIIMA-
THBA B OOILICHUH.

[ToaTomy B paMKax CUCTEMHOT'O MOZIXOJa MbI ITPEIJIOAKUIIN CBOIO BEPCHIO CUCTEMBI YIIPABJICHUS
KOHTaKTOM.

I'maBHas Hama 3aaya 3aKJII09aIach B TOM, YTOOBI YIIOPSAOUUTh OOJBINION apceHasT HAKOTIeH-
HBIX IPUEMOB OOIIEHHS U PACTIPEAETUTD UX 110 TEM HJIM MHBIM Y4acTKaM Mpojaku. Mbl BBIIBUHYJIH
OYeHb MPOCTYIO UJICI0: IPUBSI3aTh BCE TEXHUKH OOIIEHNS K 00BbEKTaM KOHTaKTa. T. e. HalTH TO, YeM
KOHKPETHAs TEXHUKA WM ITPUeM OOIIEHHsI TIOMOTaeT ynpasiisaTh. [Ipu Takom noaxope, oKa3biBaeTcs,
YTO MpreM OOIIECHHUS, IIMPOKO U3BECTHBIN KaK «BBIOOP Oe3 BHIOOpa», «ABa BapHUAHTA OTBETA», «aJTh-
TEPHATUBHBIA BOMPOC» MOMOTAET Pean30BaTh CBOOOMY BHIOOpA, a BIMSIEM MBI ITPU STOM Ha TaKOM
JIMYHOCTHBIN MPOLIECC YeJIOBEKA KaK BOJIS.

I/I3yqaeM 00bEeKThI yYupaBjgcHUA KOHTAKTOM

Crenys 9101 LIeNOYKe pacCyKAEHUI, Mbl BBIIILIM Ha NIEPEYEHb TOrO, YEM HAJI0 YIIPABJIATh WU
Ha 4TO HAJIO BIUSATH B MTpoIiecce OOIIEHHS C YeTOBEKOM. Tak BO3HUKIIM OOBEKTH KOHTAKTa. 3aHyAHO
3BYYHUT, a 4YTO nojesars. M3yuaTb-To HaJjo — Bce-Taku Ha KOHY OT 75 % ycniexa B cheske. Takux
OOBEKTOB Mbl OOHAPYKUIIN YETHIpE:

1. JImynocts (kymeHTa). YenoBeveckas JUUHOCTh MHOTOrpaHHa. OHa COCTOUT U3 HECKOJIbKUX
JIMYHOCTHBIX MPOLIECCOB, TAKUX KaK BOJIS, BHUMaHUE, IaMsATh. 3a KaXIbIM U3 HUX, KOHEYHO, CJIEIUTD
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CJIOXHO. 3a cOOOM-TO PeIKO yCIieBaellb BCe 3aMeyaThb, a TYT ellle U 3a JAPYruM HyKHO ycreTb. Ho
3TO U He TpedyeTcs. [IpocTo B orpeaeneHHble MOMEHTHI POJIAKH HAJI0 0Opalath BHUMAaHUE Ha TOT
WJIM UHOU JIMYHOCTHBIN MPOLIECC.

2. IIpocTpaHCTBO-BpeMsI KOHTaKTa. 32 BPEMEHEM CIIEJIST, TaK KaK €ro JIEMEHTApHO MOXET He
XBaTHUTh HA 3aBEPIIIEHHE CACIKH. A 32 POCTPAHCTBOM — YTOOBI 0OECTIeYnTh KOM(POPTHYIO IICUXOTIO-
TMYECKYIO JAUCTAHIIMIO.

3. MnunmatuBa (npopasua). Ee sierko norepsts — 1 Toraa npouaid KOMUCCUOHHBIE BMECTE C
MIPOJAXKEH.

4. O6pa3 koHTakTa. Eciu npongaska TsKesblid TPy, TO MM KJIMEHTHI OT MPOJaBLa cOEryT, WK
caMm mpofasel] OpocuT mpopasats. U eme ogHO cooOpaxeHre — He KyIAT Yy Bac, KyIAT y APyroro —
Oosee pacriosaramoriero Kk oomenno. VI pekoMeHI0BaTh OyIyT UMEHHO €ro:).

Tenepp octasock npocto pacrnpeneants BCE npueMsl oOmieHus Ha onpeeieHHbIe TPYIIb 1
YUHUTh CUCTEMHBIX TIPOJIABIIOB ObITh O0J1ee 3(p(heKTUBHBIMU B ITpoJaxkax. Bosbliyio yacTh 3TUX Mpue-
MOB (COOTHECEHHBIX ¢ 0OBEKTaMU yIIPaBJICHUSI KOHTAKTOM) BB Haiiete B Tabmmiie B [Ipunoxkenun 1.

Ha npakTuke penko KTO ClequT 3a OTAeIbHBIMH OObeKTamu. OOIeHre HeJ0CTHO — TOJH,
norpoOyii, pa3bATh €ro Ha YacTh B OoeBoy mpofake. Tak M B Hallleld UCTOPUM, MBI CTaJI UCKaTh
YHUBEPCAJIBHYIO XapaKTEPUCTHKY — 32 YeM MOKHO ObLIIO ObI IIPOCTO CIEUTH, ¥ TIPH STOM HE TPATUTh
Ha 3TO MHOI'O BPEMEHHU.

WuTerpanbHOil XapaKTEPUCTUKOM CTaO TNCUXO(U3UOIOTMYECKOE COCTOSIHME KJIMEHTa B
MOMEHT oOrIeHus1. YToObl HMKOTO HE IMyraTh CKaxy, 4To HAOJII0IaeTCs OHO B TIOBEICHWM Yepe3
TaK Ha3bIBaeMble MOBEJEHUYECKHE MHIUKATOPBI®. HIuero HoBOro TyT Mbl He OTKPBUIA. DTO TO, YTO
M3BECTHO I0J] TEPMUHOM «s3bIK Teja». Ho, Kak Bcerja BakHa CUCTEMa, a HE OTJEJIbHBIE PELICNThI,
KOTOPHIMU M300MUTYIOT MHOTOYHCIICHHBIE KHMKKH Ha 3Ty TEMY.

OpauH U3 NOBEJEHYECKUX MHIMKATOPOB — HAKJIOH Kopityca. Hanpumep, eciu B npotiecce pas-
rOBOpa YeJIOBEK HAKJIOHSETCS] K CBOEMY COOECeTHHKY, TO UTO ITO JOKHO o3Hauath? [Toka HesicHO
— HQJI0 aHAJIM3UPOBATh JIPYyrylo MH(popMarmio. YToObl TOUHO CAeNaTh BBIBOI, CTOMT BHUMATEIBHO
CMOTpETh Ha 103y, Ha COKpAIEHUE TUCTaHLIMU, HA U3MEHEHUE TeMIO-pUTMa peud U T. 1. U yxe
10 COBOKYITHOCTH MTO3UTHUBHBIX U3MEHEHUIA POAABEL] IOHUMAET, YTO U3MEHEHUE HaKJIOHA O3HAYaeT,
YTO MbI 3a/I€JIU-TaKM Y€JI0BEKa 3a )KMBOE U TEMa My CTajla UHTEpPECHA.

VYyumcs 061aThes ¢ KJIMEHTOM M0 MPUHIAIY OOPaTHOM CBS3H

B kavecTBe TeXHOJIOrMM OOIIEHUS Mbl HCIIOJIb30BATM MOJIEJIb IpoLiecca OOIIEHNUs ¢ UCTIONb-
30BaHMEM OOPATHOW CBSI3M. DTO 3HAYMT, YTO BO BPEeMsi KOHTAKTa MOJIE3HO MOCTOSIHHO OIEHHBAThH
COCTOSIHUE YeJIOBEKa.

J1st 3TOr0 CHavasla OOBIYHO HACTPAMBAIOTCSI Ha OCOOEHHOCTH cobecemnHuka. Hactpoiika
COCTOUT B TOM, YTOOBI OLIEHUTb, YCTPAUBAET HAC €r0 COCTOSIHUE WJIM HET. YBU/IETh 3TO MOXKHO TaKKe
C TIOMOIIIBIO TIOBEJCHYECKMX MHAMKATOPOB. CaMblil TPOCTON MO3UTHUBHBIA MHAUKATOP — YJIBIOKA B
OTBET Ha Bailly yJIblOKy. Eciu mponasiia He ycTpanBaeT COCTOsTHHE KJIMEHTa, TO €ro MOKHO U3MEHHUTD
C MOMOIIIBIO MOZICTPOUKH Tof, codeceqHuKa. Iloacrpoiika — 3To coracoBaHue OIpe/ieSIeHHbIX Mapa-
METPOB B OOIICHUY.

Harpumep, MOXHO TOACTpamBaThCsl MO CKOPOCTb PEYM WJIM WHTOHAIIMM COOECEeIHUKA, a
MO:XHO 1101 1o3y. T. e. ecm npogaser HOACTPOMIICS — 9TO O3HAYAET, YTO OH TOBOPUT CO CKOPOCTBIO
OJIM3KOM K CKOPOCTH PEYH JIPyroro 4eioBeKa, HaXOMUTCS B 3ePKAJIbHOM 1M03€ U T. 1. BHINOIHUB moj-
CTPOWKY’, MOXKHO COOECEeAHHKA BECTH K APYrOMYy COCTOSIHHIO. [IeslaTh 3TO MOXKHO IO— pa3HOMY.

6 OTHOCHUTEIIBHO TOJIHBIA CITUCOK TNOBEACHYECKUX NHAUKATOPOB Bbl MOKETE HalTH B HpI/IIIO)KeHI/II/I 2.

! [Moxcrpoiika Moj KJIMEHTa — COIIACOBAaHWE YYAaCTHUKOB OOIIEHMsI MO TEMIIO-PUTMY, CKOPOCTH pedd U JpYruM BepOasib-
HBIM/HeBepOaJIbHBIM XapaKTepUCTHKaM KOHTakTa. HacTpolika Ha KJIMeHTa — Mpesk/Ie BCEro Mo SMOLMOHATBHOMY COCTOSTHHIO
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3ameUIATh WK YOBICTPSITh CBOIO peUb, UTPATh MHTOHALIMSIMU, MEHSTh 03B, BRIPAXKaTh OIpe/Ie/ieH-
HbIE SMOIIVH U T. JI.

Jlaspilie HY’)KHO ONSITH OIIEHMBATh COCTOSTHHME TMapTHepa Mo OOIIEHWI0 U Bce MO Kpyry. Bee
MIOBTOPSIETCS IO TOTO MOMEHTA, TIOKa He 3aKOHYHUTCS OOIIEHUE.

Komy-To MOXeT mokasarbcs, U4ToO 3Ta cxema oOiieHus cioxHa. Ho cekper B Tom, 4To camoe
a¢ppekTrBHOE OOIIEHNE CTPOUTCS UMEHHO TIO Takou cxeme. [Tpocto 6e3 criermaabHON TOATOTOBKU
Ha 9T0 0OBIYHO He oOpaiaT BHIMaHue. He Oyny yTBep:k1aTh HIUETro roJIoCIIOBHO — KTO XOYET, MYCTh
npoBepsieT. Mbl JOJITO pa3OMpaTuCh ¢ TEMOU YITpaBIeHUs] KOHTAKTOM M TIOTOMY MOXEM yTBEPXKIaTh
3TO OTBETCTBEHHO.

Kak Obl TO HE OBLTO, (pakT ocTraercsi (baKTOM: OT TOTO, HACKOJIBKO MEHEKep WM MPOAaBell
yMeeT MEHSTh COCTOSIHHE KOHTaKTa, KOHTPOJIMPOBATh COCTOSIHAE CBOE M JPYTrOro 4YesioBeKa uepes
MOBE/IeHYECKHE UHANKATOPHI — 3aBUCUT YCTICIITHOE Pa3BUTHE OTHOIIEHUI U CaMOy Mpojaxku. Pa3su-
Baloleecs JOBEpUe MEX /Iy MPOIABIIOM U KJIMEHTOM IMO3BOJISIET cOOpaTh HEOOXOIUMYI0 MH(POPMAITHIO
o podJieMax KJIMEHTaX, MoJoOpaTh BAPUAHT PEIleHUs M 3aBEPUIMTH MPOJAKY MOJHUCA.

[NonBoast UTOr MUKPOTEMBI, MOXKHO CKa3aTh, YTO B HAIlIEM BapHaHTE CUCTEMA yIIPaBJIEHHS KOH-
TAKTOM COCTOMUT U3 TPEX OCHOBHBIX YaCTeH:

1. OOBbeKTHI KOHTAKTA,

2. TexHOJIOTMH YIIPABJICHUS COCTOSIHUEM T10 0OPaTHOM CBSI3U

3. KoHKpeTHbIe TpreMbl OOIIEHHUSI ¢ KIUEHTOM.

Xopoliee 3HaHUE = BJIAJICHUE CHCTEMOH yIpaBJIeH!sI KOHTAaKTOM MIPUTOANTCS KaKIOMY MeHe-
mxepy. Benb aOcomoTHO Takast ke crcTeMa UCTIONIb3YeTCsl TTpY OOIIEHNH MEHeKepa C areHToM. Ta
CHUCTEMa YHHBEpCasbHa, €€ JIErKO MPUMEHSITh M B IPOJakax TOBAPOB, M B APYTUX CUTYAIMAX 0OIIe-
HUSIX, KOTJIa HaJ|0 TOOUTHCS PEIlieHUs] CIIOKHOM 3a/1a9H.

Kak mensieTcs IUKJ IIPOJaK1 B CUCTEME nponam?

Hammm oTkpeITHS B 001aCTH CUCTEMHOTO TIOAXOA K TEXHUKE MPOJaX MPOIOIKaIUCh. Tenepb
(boxyc BHUMaHMS COCPEIOTOUMIICS HA CaMOM MPOJIaXe.

W3 MupoBO# MPaKTUKKU U3BECTHO, YTO KJIIOYEBOI TEXHOJOIMUYECKON YacThIO IIPOLEcca «IIpo-
JaKK CTPaxoBO# yciyru» spiisgercs Uk npoaaxku (III). to ocHOBHBIE 3Tarbl TPOJaXy YCIyru
1 MX Hepa3pblBHAs NIOC/IEI0BATELHOCTD IPU COBEPIIEHUU clIesKU. LIuKi mpoaax no3Bosiser:

1) IOHATDH, KaKOH CTPYKTYpOH oOnagaeTr mpojpaxa, Wiv, roBops IPYTMMH CIOBaMH, U3 Yero
COCTOMT «IIPOfIaXka YCIYI'W», KAKOBBI LIEJIH, KEJIAeMble PE3YJIbTaThl U T. J1.;

2) BBICTPOUTH BPEMEHHYIO TIEPCIIEKTUBY — YeM HEOOXOAMMO 3aHUMAThCS Ha KasK/IOM U3 STAroB
MIPOJAKU;

3) ornpenenuThb, Kakue TEXHUKH U HaBbIKU MPOAAX UMEIOT pellaiolee 3HaUeHue 1Sl KaxkJI0ro
U3 ITAIIOB.

TpaIuIMOHHbINA LUKJI IPOAAX B OOIIEM CIIydae COCTOMT U3 CIEAYIOIIUX STANOB: TOUCK KIIU-
eHTa, Tpe3eHTalus, padoTa ¢ BO3PAKEHUAMH, 3aBEpILIEHUE C/IENTKU, 0OCTy)KMBaHUE KJIMEHTa, BO3-
BpallleHHe K TIOUCKY HOBBIX KJIMEHTOB.

W3HauanbHO MBI Clie/10BaJI 32 3aI1a/IHBIM OIBITOM IPUMEHEHU S TEXHUKY npojak. [locteneHHO
CTaJIO SICHO, YTO €CTh HEKOTOPbIE BOIPOCH], HA KOTOPbIE HAM HAJ/I0 HATU OTBETHI CAMHM.

Hanpumep, onHMM 13 HUX CTaj BOIPOC, YTO JEJIaeT yesloBeka HamuM KiueHtoM? OTBevast
Ha HEro, Mbl BBIIILIM HAa KJTIOYEBOUM KOHIIETIT «TOPsTYel U 3HAYMMOMH mpodsiem». OH, B CBOIO OYepe/b,
MIOMOT HaM YETKO BBISIBUTh pa3IMyMsl U I'PaHULbl IPUMEHEHHUS] B MOJEJSAX Mpojax. YTo ke y Hac
MOy YHIIOCh U, 4TO Aobasmiock B LIIT mpu cucteMHOM Moaxofe K TeXHUKe Mpoaax?
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Kakoiil kJimeHT HaM Hy>KeH, WIN 4YTO TaKoe
XTIK, «ropsiuasi» u «<3HaYAMAasi» NpooJieMbl?

Jlst Toro, 4TOOBI HAMTH KJIMEHTa, HEOOXOIMMO OMPEIeIUThCS, KTO HaM HykeH. Mbl chopmy-
JIMPOBAJIM TJIaBHBIE XapaKTEPUCTUKHU MOTeHIMaIbHOro KimeHTa (XI1K). OHu B3auMocBsA3aHbl MEX LY
co00i1 1 Bce BAMSIOT HA MEPCHEKTUBHOCTD CAEIKH. T. €. MOMOraioT OTBETUTh Ha BOIPOC: OyIeT Ju
KJIMEHT 3aCTPaxoBaH B Omkaiiiiee Bpems? [IpuMeHUTeIbHO K CTpaxoBaHUIO ((PU3UUYECKUX JIHIT) OHU
3ByyYar Tak:

* €CTb JIU Y YesioBeKa (pMHAHCOBAsi BOBMOXKHOCTb IIPHOOPECTH CTPAXOBKY;

* €CTb JIM Y HEI'O UMYLIECTBO, KOTOPOE MOAMNAJAET O] YCJIOBUS CTPAXOBAHUS;

* KaKOe y Hero ¥ ero OImkaiiiero OKpyKeHus OTHOIIEHHE K CTPAXOBAHHIO

* KaK#e y Hero 3HauMMble U Topsiare mpoOieMbl (3aTpyAHEHH ], 33/1a4H), CBSI3aHHBIE C (PHHAH-
COBOM 3alUTOW;

* ABJISIETCA JIM YEJIOBEKOM, KTO CaM IPMHMMAET PELIEHHE O IMOKYIIKE IOJIMCA WM €My HaJo
eIl C KEM-TO COBETOBAThCH.

[NomyunB OTBET HA STH BOIIPOCHI, CUCTEMHBIN areHT BCEr/a TOYHO 3HAET, SIBJISIETCSI JIU BHIOpaH-
HBII UM YEJIOBEK MEPCHEKTUBHBIM KJIMEHTOM.

Benp npoGiiem (3agau, 3aTpyJHEHUI — Ha3bIBalTe, KAK XOTHTE) Y KaXIOTr0 4eI0BeKa MHOTO.
Takue npo6iIemMbl, KOTOpbIE BOJHYIOT YeIOBEKA «3[IeCh U Cefuac» Ha3bIBAIOTCS B CHCTEME TPOAaxX
«ropstaumMu». Harprimep, GosbHbIE 3yObl MM TIATEX MO KpeAUuTy. TOMBKO YacTh U3 HUX pelaeTcsi ¢
IIOMOIIIBIO CTPAXOBAaHUsA. A, Yallle BCET0, OHU COBCEM HE CBSI3aHbI CO CTPAXOBAHUEM.

Hapsiny ¢ ropssurMu y Kask10ro yesioBeKa ecTh ¥ 3HauuMble poOsieMbl. OHU UMEIOT OOJIbITIoe
3HAUEHHUE /ISl KIIMEHTA C TOYKHU 3PEHUsI CTPAXOBOrO KOHCYJIbTaHTa. 3HauMMasi podseMa — Ta, 4To
JOJDKHA BOJTHOBATh KJIMEHTA C TOUKM 3peHus areHTa. Hampumep, He3acTpaxoBaHHOE =(hMHAHCOBO
He3alHIIEeHHOe UMYIIIECTBO — aBTOMOOWIIb WJIM KBapTUPA.

HWcnonw3ys Hapsaay ¢ npodnemamu gpyrue XITK, MOKHO COCTaBUTh MOPTPET UACATLHOTO KIU-
eHTa U HATH MECTa, TJIe UX UCKaTh. A TaKKe ONPENIETUTHCS B TOM, KaKk BOOOIIIE JIyYIlle UCKaTh KJIH-
€HTOB.

Ilepsbiii 3Tan III — «KAKTHBHBIN NOUCK KJINEHTOB Yepe3 PeKOMeHJalum».

S deKkTUBHBIE MTPOIAKU CTPAXOBAHUSI HAYMHAIOTCS C aKTUBHOTO MOMCKa KineHToB. Hacros-
I CTIEIIMATUCT TIO TPOJIAKaM «POKIAETCsI» TOJIBKO TOTa, KOTJa OH OCO3HAET, YTO KJIMEHTa HAJI0
uckarb. Ecim areHT OyaeT oXugarh, MOKa KJIMEHT OCYACTIMBUT €ro CBOUM IOSIBJICHUEM, BPsI JIN
MO’KHO PACCUMTHIBATH HA XOPOILYI0 KOMUCCHIO B 3TOM Mecslie. Hy pa3Be ToIbKO OH IO CHX NIOp CUAMT
Ha OCAT UmHo# TpyoOe?

Camoe cmeniHoe (M TPyCTHOE), YTO OOJNBIIMHCTBO MMEHHO TaK CHUAUT U KT, TIOKa Ha HUX
KJIMEHT CBJIUTCS C HeOa.

MB!I BBISIBUJIH, YTO BAPUAHTOB ITOMCKA HE TaK YK ¥ MHOTO. BOJIBIIMHCTBO HECUCTEMHBIX ar€HTOB
KIYT, IOKA K HUM MPUJIET KJIMEHT, U OHU €MY BBIIUIIYT NOJIUC. [Ipyrue — UiiyT KIMEHTOB «BXOJIO-
HYIO», T. K. CUATAIOT, YTO 3TO 3(deKTUBHEN Bcero. Bee 3aBUCUT OT CBSI3€il M IPE/bIAYILETrO OIbITa
HaunHamomero areHta. Ho mpodeccruonasn, paboTaommii Mo «XoJ0JHbBIM» KOHTAKTaM, YTO MOXKET
OBITh MEeYaIbHEN 9TON KapTHHBI?

Hamy rpynmy Takas cutyanusi He ycTpauBasia Kareropudecku. M Mul (Beren 3a OypikysMmu,
MIpaB/Ja) HAllUIM 3aMevaTesIbHblii MHCTPYMEHT, KOTOPbI OAHOBPEMEHHO MO3BOJISAET, U UCKATh KJIUEH-
TOB, ¥ YBEJIMUUBATH OOBEMBI MPOJAK. DTO PEKOMEH Al JEHUCTBYIOIIEro KIMEHTa K HOBOMY, TIOTEH-
uasibHOMYy. Uto MoxkeT ObiTh mporiie: «[-H [leTpoB, s pekoMeHayI0 Bam r-Ha EropoBa, oH Hacto-

28



U. PuiokuH. «CekpeThl MacTepCcTBa CTPAXOBOr0 MEHEIKepa: Kak ObICTpO HaOpaTh areHToB U () (PEKTUBHO YIPABJIATH TPYII-
(0}

AUl mpodecCHoHa B CTpaxoBaHWH:)». Kakasi 3ameuaresnbHas pasa, MO3BOJISIONIAS COKOHOMUTD
CTOJIbKO BPEMEHHU U CuJ!

N kak mHOro BPEMEHU U CUJT YXOOHUT Ha TO, IITO6I)I 6y}(BaHI)HO 34aCTaBUTh aIr€HTOB HE Ba6bIBaTb
Opatb pekoMeHarwu. VIMEHHO 3aCTaBUTh, 51 He ommOcs. [TpudrH 17151 3TOro MHOTo (OOJIBIIYIO YacTh
13 HUX MBI pa3depeM B caMoli MOCIeAHEN YacTh KHUTH, TaM rie OyaeM oOCykIaTh KOYYHHT U pa3-
BUTHE areHTOB).

Uro u roBopuTh — paboTa yepe3 peKOMEHJAIUY TOMOTaeT Pa3BUTHIO areHTCKOro mojst. U B,
KOHEYHOM CYETE, HAIIPAMYIO BJIMACT Ha IMOBLIIICHHC O6"bCMa mpoaax. MH1 3aHOBO OTKPbLUIX, YTO
CaMBIid JIYYIIUI crioco® nM30ekaTh CTArHUPOBaHMS (COKpAICHUs ) MMOJsI KIMEHTOB 3aKJII0YaeTcs B
TOM, I{TO6I)I IMOCTOAHHO MOJIy4YaTb PEKOMCHIAIIMN U «HABOOKH» Ha BCC 6OJICC «IOPOTrruXx>» MOTECHIU-
AJIbHBIX KJIMeHTOB. [lociiejoBaTeIbHO UCTIONB3Ys PEKOMEH AN, areHT:

* HapalMBaeT CBOe KJIMEHTCKOE IoJIe;

* BEIXOJUT Ha Bce Oojiee 00eCIEYEHHBIN CIION HACEJICHUS

* TI0JTy4YaeT 3apaHee HeoOXOMUMYI0 MH(MOPMAITHIO /711 Pa0OTHI ¢ KOHKPETHBIM UeJIOBEKOM.

PeKOMeHIIaL[I/II/I IMO3BOJIAIOT MOATOTOBHUTLCA K BCTPEUC C KJIMCHTOM Ha IMPUHIUITMAJIBHO NHOM
YPOBHE, HEXeJU MpH padboTe «BXOJIOAHYI0». VIcnoib30BaHUe peKOMEH IAIHIA TIO3BOJISIeT 3a01aroBpe-
MEHHO TO/IFOTOBUTHLCS K BCTpede He BOOOIIIe, a C daHHbIM KOoHKpemHbim KirneHToM. [1laHch Ha yeniex
CHICJTKM TIPA STOM BO3PACTAIOT B TeOMETPUUYECKOMN IMPOrPECCHU.

«[louck KiaMeHTa», «IMOJyIIyTs, MOTYCEPbE3HO», s1 HA3bIBAI0 ITAIIOM «areHTypHOH pa3pa-
O0TKU». XapakTep CBe/IeHHA, KOTOpble HEOOXOIMMO TOJTyYUTh O KJIMEHTE, BechMa pasHooOpaseH. U
MHOT/IA IETCKUI OMBIT «urpsl B LITHpMIa» mpocTo HE3aMEeHUM.

I[Moce Toro, kak codpaHa ¥ IpoaHATM3UPOBaHA TiepBast UHMOPMAITHS O KJIIMEHTE, MOKHO «BXO-
OUTh C HUM Ha KOHTAKT».

Bropoi 3tan L1 - «<Haznauenne mecta 1 BpeMeHHU
BCTPeYH NPH TeJie(DOHHOM KOHTAKTeE 10 PeKOMeHanusaM»

YacTo cornacoBaHre/Ha3HAYCHUE BCTPEY MPOUCXOauT 1o Tenedony. [loatomy areHTy Heoo-
XOIVIMO BJIAJIETh TEXHOJIOTHUEH Tesie()OHHOTO KOHTAKTA TI0 peKOMEH/IAINK. DTO CYIECTBEHHO 00JIer-
YaeT MepBbIid KOHTAKT ¢ YeioBeKoM. [Ipy Ha3HAUSHUM BCTPeU MOJIE3HO TaKkKe YMEHHe TI0Ib30BaThCs
CITEeIUAJTbHBIMU METO/IaMHU («IITaraMu» BBIHYKJCHHOTO BHIOOpa, «Ha3HAUYEeHHEeM He3a0hIBaeMOro Bpe-
MEHU BCTpEUYU» U T. [1.).

[Tpu Bceit cBOel KaxyIencs: He3HAYMTEIbHOCTH 110 CPABHEHUIO C PYTMMU KPYITHBIMH Y4acT-
KaMU TEXHOJIOTMIM, TAKUMH KaK «JTMYHAs BCTpeYa» WM «OOCTyKMBAHUE KJIMEHTa», «HA3HAUCHHE
BCTPEYM» BHITIOTHSET BAKHYIO POJIb. DTa YYaCTOK TEXHOJIOTUU MO3BOJISAET HaM MOABOAUTH TIPOMEKY-
TOYHBIE UTOTH U OLIEHUTh MIEPCTICKTUBHOCTh CKOPEHIIIEro MOAMMCAHUS TTOJIHCA.

Tperuit 3tan III — «IloagroroBka Kk npogaxe»

DTan NoAroTOBKM K MPOJake COCTOMT U3 TPeX BAKHBIX COCTABHBIX YAaCTEH: SKCIIEPTHOM, TICH-
XOJIOTUYECKOHN U MPOEKTUPOBAHUS UMUJIKA CIIEITUAIACTA TI0 MPOJaKaM.

B skcniepTHY0 MOATOTOBKY BXOAUT CaMOOIIEHKA TOTOBHOCTH areHTa K padoTe ¢ KOHKPETHBIM
KJIMEHTOM, B T. 4. CIIEIIUAJIbHbIC 3HAHUS B 00JIACTH CTPAXOBAHU I, APTYMEHTHI Ha/Ie’KHOCTH CTPAXOBOM
KOMITaHWH, TIPe/IBAPUTE/IbHBIE BAPUAHTHI CTPAXOBBIX MPOrpaMM JIjisl KJIUEHTA.

[Ncuxonornyeckyo MOArOTOBKY HAUMHAIOT C HACTPOMKYU Ha paboTy ¢ KOHKPETHBIM KJIUEHTOM.
31ech OTCIEeKUBAIOTCS M «CHUMAIOTCSI» JIMYHbIE OIpaHUYEHHs areHTa. B pe3ysbTare mpaBribHO Mpo-
BEJICHHOTO ayTOTPEHUHTa areHT YyBCTBYET HACTPOM Ha yCMeX, a3apT U «BKYC» K MPOJAXKE, KeJIaHUe
padoTarh C JAHHBIM KOHKPETHBIM KJIMEHTOM U T. 1.
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[IpoekTupoBaHue UMUIKA — ITO padOTa C BHEIIHMM BUAOM CHEHHAMCTA O MPOAakaMm.
OCHOBHOU TIPUHIMIT paOOTHI 3/1eCh: a[ICKBATHOCTh BHEIITHETO BUJA CUTYAIIMU, B KOTOPOU MpoaaBerl
BCTPEYAETCA C KIIMEHTOM.

Yetepras yacts I — «IIpoBeaeHue npogaku»

OnHa cBsi3aHa ¢ IMYHOW BCTPeUel ¢ KIMEeHTOM. B mpeacTaBieHnn «o0bIBaTesieii», 3TO TO, UYTO U
SIBJISIETCSI, COOCTBEHHO, MTPOJIAKeH: BCTpeUa areHTa ¢ KJIMEeHTOM IO TIOBOY MPeJIOKEeHUsT CTPAXOBOM
YCITYTH.

B omnpeneneHHbIi MOMEHT aBTOPOM OBLIIO C(DOPMYTHPOBAJIO, YTO

B CHCT€MHOM MO/JX0/Ie MPOaka MOHNMAaETCsA KaK B3aNMOBBITO/IHO€ pellleHue 3Ha-
YHMBIX NP006JIEM KIHEHTA C MOMOINBIO HAIIEel MPOYKIHN (CTPAX0BOro MPOAYKTA).

HNcnouab3yeM KOHIIENT «ropsidein» U «3HAYUMOI»
npooJeM JJIs1 pa3janyeHust MojieJieil mpoaaK.

[TpumMeHeHre KOHIIENTIMY 3HAYMMOM U TopsTdei poOieM MOMOTJIO BBIIETUTh HECKOJIBKO MOJIe-
Jeii® mpoJaky U MepecMOTPeTh TEXHUKY OOIIEHHS ¢ KJIMEHTOM TPpU MPOBeAeHUH Mponaxu. Tak, B
YACTHOCTH, B HAIIEW IPYIITNie BOSHUKJIO IOHUMAaHKE CIIEJIKM KaK MapIIpyTa pereHus mpooiemM K-
eHTa. DTO ObUT HOBBIM IIIAT TI0 OTHOIIEHUWIO K TPAAUIIMOHHON MPe3eHTAIIMOHHON MOJIEITU MPOAaXK.

Korpa a¢pdekTrBHO UCTIONBb30BaTh Ty WIKM UHYI0 MOJEIb MTPOAaXU? DTO JIETKO MOHSATH, €CIH,
OIATh-TaKH, UCIIOJIL30BaTh MPEVIOKEHHOE pa3esieHre podieM KJIMEeHTa Ha Topsiure U 3HAYMMBIE.

Koraa 3¢ pexTriBHA npe3eHTAalIMOHHAS] MO/i€Jb MPOIAKU?
Koraa ropsiuas npoo6.JemMa KJIneHTa paBHA 3HAYNMOT

[pesenTarmonHas Mozaenb 3(ppeKkTUBHA, KOrJa ropsyast M 3HaYMMast IpoOJieMbl KJIMEHTa COB-
ajiaior.

Bunmanue! Eciu y kineHTa ropsiuasi npodJjemMa coBnajaeT co 3HAYNMOI, TO ITO
03HAYaeT, UTO OH y:Ke 3aJyMaJicsi 0 HeO0OX0JUMOCTH CTPAXOBAHUSA U FOTOB KYIUTh MOJNC.

Hanpumep, npoBepeHo — eciii y OIHOTO 4jIeHa CaJj0BOrO TOBApUILECTBA CTOPUT Aaya, BCE €ro
COCEM TYT ke MOOEeryT CTpaxoBaThesl. Torna CTpaxoBIMKY He MPUIETCS TITYOOKO UCCIIeIoBaTh CUTY-
ammio. Knment cam nonpocurt: «[lomoru pemmts mpodnemy». ATreHTy TOJTBKO OCTaHEeTCsl CKa3arh,
YTO KOMITaHHSI Ha/Ie)KHAs, U CTPAXOBaHUE IMTOMOXKET KJIMEHTY o0ecneunTh (PMHAHCOBYIO 3aIIIUTY €ro
MMYIIECTBA.

B atom cityuae a5 mposiaku JOCTAaTOYHO KOPOTKOM MPE3eHTAlMH O Ha3HAYeHUH U OCOOEHHO-
CTSIX MPOLYKTa/KOMITaHMU ¥ MOXKHO Cpasy MepexoauTh K BHIOOPY KOHKPETHOTO BapUaHTa CTPaxoBa-
HUSL: SJIUTHOTO, CPEAHETO WX JeMOKpPATUYHOTO. [IepBblii BApUAHT 3alIUTHT KJIMEHTa OT OOJIBIIEro
KOJIMYECTBA PUCKOB, MOCIEAHUN — OT MEHBIIIETO.

JI71s1 ipe3eHTalMOHHON MOJIE M MTPOJaXk CBOMCTBEHHO OOJIbIIIOe BHUMaHKe K padoTe ¢ BO3pa-
KEHUSIMU KJIeHTa. HeKoTopblie aBTOPBI 1aKe OTHOCAT €ro K camoctositesisHoMy ydactky LIIT. Tombko
U CJIBIIITHO BOKPYT. TeXHMKa Mpojiak — 3T0 Mpo padoTy ¢ BO3paKeHUsIMu!:)

CyTb yrnpaBieHHs BO3PaKEHUSIMU COCTOUT B TOM, YTOOBI TOTOBUTHCS 3apaHee K BO3PAKEHUSIM
CO CTOPOHBI KJIMEHTA U, €CJIM, HeOOXOAMMO, MPEABOCXUIIATH U MPOBOIMPOBATh UX BO BpeMs Mpo-
naxu. BozpaxeHust MOryT ObITh KOHCTPYKTUBHBIMU U IECTPYKTUBHBIMU (Pa3pyIIUTENN).

8 Ml cunraem, UTo Ha CeroaHAIHMIL ACHb €CTh BCEro MATh MOJE/eH HPOJAK: «BIMAPHBATENIbCKAS», TEPPUTOPHATIBHOTO 0OCITYKH-
BaHUS, IPE3EHTALIMOHHAS, KOHCY/IbTAaTUBHAS M KOHCYJIbTATUBHO-LIEHHOCTHAS.
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KoHcTpykTHBHBIE CBSI3aHBI € lepuinToM HH(pOpMaly y KiaveHTa. Ha camom niesie Takue Bo3-
pakeHUsI SBJISIIOTCS CPEICTBOM MPOIOIKEHNSI KOHTaKTa. B «camux cebe» OHM copiepKaT IEeHHOCTHBIE
WJIA MOTUBALIMOHHBIE OCHOBAHUS [1s1 TPUHATHS (PUHAHCOBOTO pelleHus. YesloBek yepes Tak1ue BO3-
pakeHHsI Kak Obl CATHATIM3UPYET «Y MEHsI HeT HeoOX0AMMOW HH(OPMAIMHU JJTsI IPUHSATHS perieHus!
Haiite mue ee!!»

OH MoHMMaeT CBOM BBHITOIbI WM [IEHHOCTh IPUOOPETEHUsI TONIKCa, HO €My He XBaTaeT CaMoil
mMasioctd. Ho Kak 4acto «rocnona mpoAaBIbl» yIPsIMO HE CIIBIIIAT 3TUX KPUKOB O TIOMOIIHU U MPO-
JOJIKAIOT CIIOPUTH O CBOEM, BMECTO TOTO, YTOOBI 3AMETHTh, YTO MPUYHMHBI CIIOPA MPOCTO HET!

K coxanenuio, B NMpe3eHTAIIMIOHHON MOJEIM MHOTME areHThl BOCIIPUHUMAIOT MPOJAXY Kak
«IPOMMXUBAHKE» CBOETO MPEIIOkKEHHs Oe3 OIVIsIKM Ha MHEHUe KJreHTa. [1pu 9ToM OHM MCTofb-
3yIOT COOTBETCTBYIOILIIME CJIOBA: «sI €r0 JI0XkaJjl, IpUXKal K CTEHKe, B3sUl 3a IOpJo, OH Y MEHS He
BBIPBETCSI» U XapaKTepHbIE KeCThl. Takas IJI0X0 MOHATasi NPE3eHTALMOHHAs MOJE/Ib BECbMa Harlo-
MUHAET MOJIEJIb HETaTUBHYIO (TO €CThb, «BIIAPUBATEIBCKYIO» ).

Poccuiickue monn 6omee msarkre. VIM mogoOHBIA CTHIIb OOIIEHNS HE OYEHD MOIXOINUT. XOTS
areHTy Tak padoTarh, KOHEYHO Xe, jerye. JIerko BHyIUTH cede, YTO MOKHO UrpaTh MpoheccuoHasb-
HBIMH CJIOBEUKaMHU, Ka3aTbCsl O4EHb YMHBIM, HE CJIyIIATh APYTOro YeloBeKa U CaMOyTBEpKAaThCs 3a
ero cuer.

Mud o HenpeogoIMMOCTH BO3PaXkEHUI BO3HUKAET, €CJIM areHT HEe MOXKET OTJIMYUTDb «pa3py-
LIUTEJIeN» OT KOHCTPYKTUBHBIX BO3paskeHu. [IprunHa nosiBlIeHni «pa3pyIuTesieil» B CIEJIKE NOYTH
BCErJa CBSI3aHA C Pa3JIMYHBIMU HETaTMBHBIMU COOBITUSIMU B KMU3HH KJIMEHTA, TIPHUYEM CIUIONIb U
PA/I0M OHU HE UMEIOT HEMIOCPEACTBEHHOTO OTHOIIEHUS K TEKYILEH CAEKe.

KT0-TO 4yTh paHbllle 0Ouzaen yeloBeKa, WM OOMaHyJ, He BBHIMOJHUB OOCIIAHWM, a areHTra
UCTIONB3YIOT KaK «IPOMOOTBO/» UJIM «MYCOPHYIO KOP3UHY» «37€Ch M ceryac». B TakoMm ciydae, CpbiB
CHEJIKH, KaK MPaBUJIO, TPOMCXOAUT IMOTOMY, UTO OH «ILJIOXO MPOJIaH» KJIMEHTY. M OH MOKeT mo3Bo-
JUTH cebe Takue NEeWCTBUS B Ball agpec. T. e., MOHATHO, YTO areHT 3JIeMEHTapHO He yMeeT YIpaB-
JSITh KOHTAaKTOM. U 3TO /17151 GONBIIMHCTBA MHTYUTOB, K COXaJIEHHIO, HOpMa. B 3THX ciyyasx Hamo
TPEHUPOBATh YMEHUE PadOTaTh C BO3PAKEHUSMH M MTPOJAIOIIMMY MAHUITYJISIIMSIMU.

Haripumep, eciii KJIMEHT elle COMHEBAeTCsl, areHT MOXET 3aBepiiaeT Oecely KaKuM-HUOYIb
MaHUMIYJASATOPCKUM npuemMoM. Hampumep, roBoput: «Mbl ¢ BaMu Bce OOCYIWIIU, TETiepb Bbl MOMY-
MaiiTe», — U WAET K JABepu. TaM OH Ha CEeKyHIOUKY 3a/IepKMBAETCS U 3aJaeT MOCJIEIHUI BOIPOC:
«MosxHO s1 monporty y Bac coBera? Uto, Mo BaiieMy MHEHHIO, ellie Hy’KHO CIeIaTh, YTOObI pelre-
HUEe ObUIO MPUHATO?» Eciu KIMEeHT HauMHAeT OTBevarh, To Oecena MpoaomkaeTcsi. ITO MO3BOJISIET
A0OBITh BaXXHYI0O MH(OPMAIIMIO, KOTOPasi HEPEAKO MOMOTaeT BO3/ICHCTBOBATh HA KJIMEHTA IS TIPH-
HSATHS TOJIOKUTEIBHOTO PEIICHUSI.

ITo mMepe pocta npopeccuoHan3Ma areHTa-1pe3eHTepa yrpasjieHue BO3pakeHUAMU MpeBpa-
I1aeTCS1 B PyTUHHBIA MPOLIECC, KOIla OH «HaIepe]| 3HAeT», KaKOe BO3PaKeHHE CO CTOPOHbI KJIIMEHTA
TMOCJIeYeT, U YTO Ha HEro HeOOXOAMMO OTBETHTb.

A 4gTO AeJaTb, €CJIH ropadasn IIpOﬁJIeMa KIIMEHTA HE PaBHa
3HAYUMOMN? HCHOHB3yﬁTe KOHCYJIbTAIIMOHHYIO MOJA€Jb IIPOAdaK

B pamkax 3Toii MOENM MBI CUUTAEM, YTO Y KJIMEHTOB BCErja €CTh ONPEeAeICHHbIE TPOOIEMBI C
€ro JIMYHBIM UMYILECTBOM, C OM3HECOM, C JIOAbMH WU C OOBEKTaMH, KOTOPbIE TOMOTAIOT UM JeJaTh
OuzHec (ITPOU3BOICTBO, TEXHOJIOTUH U T. 11.). Kak MUHUMYM, Bcex My4aeT mpodJieMa: Kak ero coxpa-
HUTb U IPUYMHOXUTH? MBI 3HaeM, UTO €CTh pa3InuHble BAPUAHTHI PEIIeHUsI 3TOM Mpodiembl. B Tom
yucie, ¢ TOMOUIBIO Halllel YCIYI — CTpaxoBaHMs. Benp, ecnu npeanpusitue 3acTpaxoBaHo, TO A1
Ou3Heca OIHOM yrpo3oil MeHblle. Hanpumep, cropesn ToBap Ha CKJiajie — CTPAXOBIIUK BOCCTAHOBHUT
€ro CTOMMOCTb.
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Korpma s roBopio 0 criocoOe mpoBeieHus POJak TUTIA «KOHCYJIbTUPOBAHKE», TO UMEI0 B BUY
BBICTPAaUBAHUE JJOJITOCPOUHBIX B3AMMOOTHOIIEHHI areHTa ¢ KJIMeHTOM. JJo0OUThCSl MX BOBMOXKHO, €CITH
WCXOIUTh U3 HEOOXOAMMOCTH COBMECTHOTO PEIlleHUs TPOOIeM KJIMEHTa U areHTa ¢ TIOMOIIBIO CTpa-
XOBaHMSI.

JlaHHBII TIOIXO/ B KOPHE MPOTHUBOIOJIOKEH COCO0Y MPOJak THIA «BIapuBaTh». [Ipu «KOH-
CYJBTHPOBAHUM» BbI padoTaeTe HaJl KAYeCTBOM BAlllMX BCTpeY C KiMeHToM. Kak pesynbrar — cTpa-
Terusi KOHCYJbTHPOBAHMS XapaKTepu3yeTcsi OOJBIIMM KOJMUYECTBOM IMOBTOPHBIX ° (2 Takke mepe-
KpecTHbIX'?) mposiak OIHOMY M TOMY ke KJIMEHTY Ha MPOTSKEHUH JUTUTENIBHOTO Teprosa. B joruke
KOHCYJIbTUPOBaHMSI, C TIOMOIIBIO CTPaXOBaHUsI Mbl oOecrieunBaeM (PUHAHCOBYIO 3aIUTY HanOosee
BaKHBIX IJIs1 YeJIOBEKa OOBEKTOB CTPAXOBaHUS, (HAUMHASL OT JITYHOTO aBTOMOOWIIS M, 3aKaH4YMBas,
ero OM3HeCOM), UCXO/ISl M3 TIOTPEOHOCTEN M BOBMOKHOCTEH KJIMEHTA.

Kak MBI yxe ckazanu, KOHCY/IbTAI[MOHHAS MOJIeb PUMEHSIETCS TOr/a, KOrja ropsiyasi ¥ 3Ha-
ynMasi mpoosemsl kiaveHta HE coBnagaiot. T. e., Koraa cTpaxoBaHue He HAXOAUTCS B YHCIIE TIPHOPU-
TETHBIX 32124 JIJIs KJIMEHTa. DTO OCHOBHOE OTJIMYKE OT MOJEIH MPE3eHTAIIOHHOM, TJIe OHU PaBHBI,
T. €. IJie KJIMEHT yXKe rOTOB, YTO Ha3bIBAETCSl «CO3PEI», CTPAXOBAThCSI.

Ecnu ke y kmeHTa ropsiyasi mpodsiemMa He COBIAIAeT CO 3HAYMMOM, €r0 BOJIHYIOT COBCEM JIpy-
rue 3a00Thl, He CBSI3aHHBIE CO cTpaxoBaHueM. Hanmpumep, Kak yCTpOUTh JOUKY B MHCTUTYT WU UTO-
1O eme. [IoHATHO, YTO eciy, YesIOBEK 3aHST CBOEW ropsiyerd mpooOaeMon, a CTPaxoBUIMK MPUXOAUT
CO CTpPaxOBaHMEM, He (PaKT, YTO KJIMEHT YCIIBIIIUT €ro.

Ho npopagelr, Kak ONBITHBIA KOHCYJIBTAHT, BUIUT, YTO Y KJIIMEHTA €CTh U JIPyrrie BaKHbIE MPO-
OJ1eMbl, KOTOPbIE MOXKHO M HYKHO PEIIUTh C TIOMOIIBIO CTpaxoBaHus. Harprimep, OH 3T Ha XOpo-
e MaruHe, a 3actpaxoBat Tojibko o OCAI'O. Nnu y Hero (puHaHCOBO HUKAK HE 3allUIIEHO ero
uMyIecTBo. Bee 310 MoXeT roBjiedb KpyIHbIE TPaThl, U B KOHEYHOM CUeTe TIOBJIUATH Ha €ro YpOBEHb
KU3HU. Y areHrta, B OOJBIIMHCTBE Clly4yae, BUACHHUE KU3HEHHOW CUTYalluM KJIMEHTA Kak MpaBUIIo,
6onee nonrocpouHoe. [lomyyaercs, 4To cTpaXxOBOW KOHCYJIBTAHT MPOCUMTHIBAET BAPUAHTHI PA3BUTHS
COOBITUH, KAK MUHUMYM Ha TOJI BIiepe/l, a UHOT/A (B Clyyae CTpaXxoBaHUs KU3HU U Ha 5-15 ner).

HananuB KOHTaKT, areHT, BJIAJCIONINA CUCTEMHBIMU TEXHOJIOTMSMHU, HAUMHAET C OPHEHTHU-
POBKH B CUTYaIlUH KJIMEHTA, ero (PMHAHCOBBIX BO3MOKHOCTSIX, OTHOIIEHUH K CTPAXOBaHMIO, T. €. TOp-
T'OBOTO UHTEPBBIO.

C NOMOIIIBI0 TOPrOBOT'O UHTEPBBIO CUCTEMHBIH areHT:

* BBISICHSIET, KAKMEe MMEHHO MPOOJIeMbl KJIMEHTa MOKHO PELIUTh C TIOMOIIBIO CTPAaXOBAHUSI;

* YTOUHSIET IPAHUIIB] PEATbHBIX (PMHAHCOBBIX BO3MOKHOCTEMH, T. €. MOXET JIM OH MPUOOPECTH
CTPaxoOBKY;

* BBISIBJISIET OTHOIIICHUE KJIMEHTA K CTPAaXOBaHUIO (KaK HU CTPAHHO, a JINKOE3 0 HEOOXOIMMOCTH
CTPaxOBOM 3aIUTHI BCE €I1Ie aKTyaJleH),

* JiCCIeyeT OTHOIIEHUE KJIMEeHTA K pa3HbIM BapuaHTaM PelIeHHs ero 3HaYMMOW POOJIeMbl C
MOMOILBIO CTPAXOBOM YCITYTH.

Ora uHpopMaIysa HeoOXomuMa, 4ToOBl MoA0OpaTh MAaKCMMAIBHO YCTPAUBAIOIIMIA YeTOBEKa
BapUAHT CTPAXOBAHUS U CPABHUTH C JPYTMMU BapUAHTAMU 3alUTHI, KOTOPBIE €CTh B €TI0 Pacropsike-
HUM. A UX KaK U3BECTHO — BEJIMKOE MHOKECTBO.

Harpumep, xuth 6€3 CTPaxoBKH, 32 BCE CTPaxXOBble ClIyyad TUIATUTh CaMOMY M YIIOBaTh Ha
pycckmii «aBoch». [ToHATHO, 4TO 3TO He BapuaHTt:). Ho mHOrma Tpedyercsi MHOro BpeMeHH, YTOObI
MIPUITU K 3TOMY BBIBOLY.

9 HOBTOpHaJI Ipoaaxa = MpOoJIOHTalluA (B0306HOBJICHI/IC) A0roBopa CTpaxoBaHUA Ha cneﬂy}omnﬁ To4 ¢ OJHUM U TEM KE CTPaxo-
BarciicM.

10 HepereCTHHe MpOAaXU — MPOAAKXU HOBBIX CTPAXOBBLIX ITPOAYKTOB OJHOMY U TOMY K€ KJIUEHTY (Haan/IMep, €CJIN Y KJIUEHTa
3aCTpaxoBaHa [ija4ya, U €CTb aBTOMO6I/U'IL, TO NPENJTIOKUTD EMY HpHOépeCTI/I IOJIMC aBTOCTPpaXOBaHUs, HAIIPpUMED, aBTOFpa)KLLaHCKOﬁ
OTBGTCTBGHHOCTI/I)
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B 3TOM TO UM 3aKITI0UAETCS UCKYCCTBO areHTa-KOHCYJIbTAHTA T10 IMPOjIakaM CTPaXOBaHUs — JJOHEe-
CTHU MPOOJIeMY TaK, YTOOBI KJIMEHT YBUJET €€, TIPU3HAI T ceOs1, CKa3asl, YTo OHA BaXKHA, ¥ €€ HYKHO
pemars. Caenath 3T0 MOXHO C TIOMOIIBIO BOIPOCOB, OTBEYast HA KOTOPbIE, YeJIOBEK caM yOexaaer
ce0s1 B HEOOXOMMOCTH CTPAXOBaHUS. A yXKe 3aTeM areHT:

* BBIOMpaeT BMeCTe ¢ KJIMEHTOM HanboJiee MOAXOIAIINI BapUaHT;

* TIoIOUpaeT TaKKe BBITOIBI, JOBOIbBI, APIYMEHTHI B MOJIb3Y CTPAXOBaHMS, KOTOPbIE TIOMOTYT
YeJIOBEKY MPHUHSTDH PellieHre «3[eCh U cerdacy.

JlanbIiie Bce MpoCTO — €ClIM KOHTAKT COXPaHeH=KJIUEHT BaM JIOBEPSIET, BbI BBITMCHIBACTE ITOJIHIC
1 aaxe He oguH. Cliesika 3aKJII04aeTcs MOYTH aBTOMATUYECKU.

Ecnmu nogBecTy IpoOMeKyTOUHBIN UTOT, TO B MPOJaXax Mo CUCTEMEe MapIIpyT pelieHus Mmpo-
0J1eM KJIMeHTA BHITJISNT TaK:

* HanaxxeH KOHTAKT C KJIMEHTOM

* BhIsIBJIeHBI TOpSYME ¥ 3HAYMMBbIC TIPOOIEMBI KJIMEHTA C IIOMOIIIBI0 TOPrOBOIO MHTEPBBIO

* OmnpenesneHa 3HauMMasi podiema

* 3HaunMasi mpoOeMa repeBe/ieHa B «TOPsTIyio»

* [IpensoxeHbl BAPUAHTHI PEIICHHsI C TIOMOIIIBIO CTPAXOBaHUS

* BoiOpaH ycTpanBalomuii BapuaHT

* Paccunrana crpaxoBas IpemMus

* OdopmIieH nonuc

* [Tony4eHsl JeHbI U

* [losmydeHbl peKOMEeHJaluu

» CoxpaHeH KOHTAKT Ha JITUTEJILHOE BpeMs

* VIIOKWINCH B OTBEJICHHOE BpeMsI

Ternepb HaJIeIOCh, CTAHET OOJIee MOHSTHO, MOYEMy B CUCTEMHOM ITOXOjIe OOJBIIIOe BHUMAHKE
CTaJIO YIENAThCS pa3padOTKe pa3aIMuHbIX (hOPM TOPrOBOrO MHTEPBHIO B OTIIMYME OT TPAJUIIMOHHON
npe3eHTaiy Topapa. OTHON U3 CaMbIX U3BECTHBIX HAILIIMX TEXHUK B 3TOU cpepe sIBIsieTCs TEXHUKA
«[epexon or OCAI'O k IBC» (1006pOBOIBHBIM BU/IaM CTPAXOBAHHUS).

[NonHocTeio OHa mprBeneHa B KHUre «Padpuka Ycnexa», a (pparMeHT Bbl CMOXKETE HANTH B
raBe 2.10, mocBseHHoN paboTe Ha TOUYKE MPOIaXK.

BHumarenbHbIN YnTaTE b, CKAXKET MMO3BOJIBTE — A IJIe e Bo3paxeHus ? Kak xe 6e3 Hux? Jlerko!

Bo3pakeHus1, KOTOPbIM TPAAUIIMOHHO OTBOAMTCS MHOTO MECTa IPH MPOJIAKe, Y CHCTEMITIMKOB
MepecTaid 3aHUMaTh OCHOBHYIO YacTh MOArOTOBKU. OHM CTaJIM BOCIIPUHUMATHCS KaK OHO U3 OTKJIO-
HEHUI OT STOrO MapIIpyTa, HAPSAY C OTKJIAJAbIBAHUEM CICITKH ¥ JIOTIOTHUTEIbHBIMU TIPE3eHTAIU MU
0 HEOOXOIUMOCTH CTPAXOBaHUS M MPE3eHTAIIA KOMITAHUM.

Kak 6bU10 CKa3aHO BBIIIIE, MBI CAUTAEM, YTO BCE OTKJIOHEHUS OT MapIIpyTa pelieHus MpooIeMsbl
OOBSICHSIOTCS PA3IMIHBIMU 3aTPYTHEHUSIMHA, BOSHUKIIIMMHU Y KJIUCHTA.

Cpeny HUX eCThb peasibHbIe: HANPUMEpP, y KJIMEHTa HEeT JIeHer Ha TOJHOIICHHYIO CTPaxoOBYIO
3alIUTY. A €CTh U HaJlyMaHHbIe, KOT/Ia «TIEPBOE JIUIIO PN PUITUS» HEJOOIIEHUBAET BaKHOCTh CTpa-
XOBAHUSI.

ITH 3aTpyAHEHUs] HAJI0O BHUMATEIbHO McceqoBarh. [109ToMy BMECTO «pabOThl ¢ BO3pAKEHU-
SIMP» 3]IeCh TIPUMEHSIETCS] aHAIM3 pealbHOCTU 3aTpyaHeHui. [laibiie BrIOMpaeTcst BApHAHT UX Tpe-
OZIOJICHUSI, KOTOPBIN YCTPAaUBaET U areHTa, U KJIMEHTA.

Yto Takoe KOHchleaTI/IBHO-IIeHHOCTHaH MOa¢€JIb npona)lm?

Ona sBsIeTCA JIOTUYECKUM Pa3BUTHEM KOHCYJIbTATUBHON MOJIENU MPOJaXK. XapaKTepu3yercs
TEM, YTO KJIMEHTHI IEPE/IAlOT areHTa 1o uenoyke. To ecTh, cHavasa JIoAY 3BOHAT CBOMM 3HaKOMBIM,
MIOTOMY YTO areHT MOMPOCKJI X B3SITh pEKOMEHIAIIMU. A IOTOM HaYMHAIOT 3BOHUTh CAMU, JaKe €CIU
ux 00 3ToM He npocuiy. [IoToMy YTO MOHMMAIOT, YTO CTPAXOBaThCsl y ITOr0O areHTa BhrogHo. OHu
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3apaxaloTcs cCaMoU ujieell CTpaXOBaHMS M BMECTO MPOJABIIA CTPAXOBBIX MPOAYKTOB TOBOPST CBOUM
3HAKOMBIM U TapTHepaMm 1o OmsHecy: «Twl uTO, eme He 3acTpaxoBaH? Kak Tak MoxHO? Bot Tebe
TesiepOH OUeHb XOPOIIIETO areHTax.

B 3101 MOIENM MOXKHO BBIICIUTDH OTAEIbHBIN ITOABUA: HAMBHO-IIEHHOCTHBINA. MHOrMe U3 tex
areHTOB, KOTOPbIE OCBOMJIM KOHCYJbTaTUBHYIO MOJIEJTb, TOBOpAT: «Hac xe yxe pekomenayiot». Ho
KaK HHM CTPaHHO, OOBIYHO OOBEMBI UX IMPOJIAX OCTAHABIMBAIOTCS HA MOKa3aTessiX, KOTOpbie ObUIN
JOCTUTHYTHI C TIOMOIIBIO KOHCYJIBTATUBHOM MOJIENI. DTO XOPOIIUE, BHICOKHE 00bEeMBbI, HO OOJIbIIe
OHU HE yBeJIMJaTcsl.

s Toro 4ToOBl MOCTOSIHHO PAacTH, HYXHO IPOAABaTh MO KOHCY/IbTATUBHO-IIEHHOCTHOM
moznenu. [Ipudem, ocozHaHHO. VIMEHHO MO TakOW MOJeNu padOTalOT OYEeHb YCIEITHbIe areHTHL.
3acTpaxoBaB OJJHOTO YeJIOBEeKa, OHU TIOIYYaloT JIOCTYI Cpa3y K HECKOJIBKUM €ro 3HAKOMBIM M OJTU3-
kM. Takum 00pa3om, CTpaxoBaTeib CTAHOBUTCS JIsI HUX IICHTPOM BIIUSIHUS ¥ € JTUHOMBIIILICHHUKOM
areHTa B CBOeM OKpYyxeHuH. Vcronp30BaHre KOHCY/IbTAIIMOHHO-IIEHHOCTHON MOJIETU MPOAAXK JacT
areHTy BO3MOHOCTb YCIEIIHO C HUMU COTPYAHUYATD.

Iareii 3Tan HII - «3aBepmieHue caeaxkm»

dopmanbHOe coniepkaHhe STOro dTara COCTOUT B BBIOOpPE KOHKPETHOTO BapHaHTA PEIICHUS
npoOeMbl KJIMeHTa, opOpMIICHUH IOKYMEHTOB (3asBJICHUs, TOJIMCA, KBUTAHIMH) U TIONTyYSHUU
JIEHET.

OcHOBHOE Ha3HAUeHHE 3aBEPIICHUs CHEJIKH — COMACWCTBUE MPUHATHIO PEIIeHUS KJIMEHTOM
«3]IECh U celvacy.

3aBepIlicHUE C/ICTKH SIBJISIETCS KJTIOUEBBIM MOMEHTOM MPOAAXH. 3/1€Ch TIOIBOJUTCS UTOT BCEM
HAIIIY YCUJTVSIM TI0 TIPOBECHUIO CICKU. YMEHHE MOCIeI0BATEILHO TPOBOIUTE CBOM KYPC Y BBIBECTU
KJIMEHTA K ITIOHUMAaHUIO BbIT'OJ OT HpI/IO6peT€HI/IH TOro NJjii UHOIro CTanOBOFO HPOHYKTa, BAXHO IJIA
YCTIEIITHOTO 3aBEPIICHUs TIOOOH CHACTKY.
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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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