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AHHOTaAIMA

JIOBOJIbHBIN KJIMEHT 00513aTeNIbHO BepHETCs CHOBA. UTOOBI KJIMEHT
OBbLT OBOJIEH, HEOOXOIMMO CO3/1aTh BHICOKME ypoBeHb cepBuca. Ho
Kak JOOUTBCS OT COTPYIHUKOB HACTOSIIETO, UCKPEHHETO OTHOIIIEHU ST
K KiueHTy?. Makcum HemskuH — KOHCYIBTaHT IO BOIIPOCaM
cepBUCa U Pa3BUTHUsS KOMIIAHMN, MUMEET OTPOMHBIN MPAKTUYECKUI
OmbpIT. B KHHWre OH TMOAPOOHO pazdupaer MPUMEpHl YITpaBIeHUs
POCCHIICKUMH KOMIAHHMSIMA M paccKas3blBaeT, KaK cO3/aTh II0-
HACTOSIIEMY KJIMEHTOOPUEHTUPOBAHHBIN cepBrC Oe3 UCIOMb30BaHM S
KECTKUX PErJIAMEHTOB 1 HAKa3aHWIA.
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Hocesimaemess  moum  pooumensim, — JiceHe U
CbIHOBbSM.

Bawwu a0606b, mepnenue u uckpenmsis 3aboma
6cez0a 800XHOBASIOM MEHS.

«Makcum HepnsikuH miponenan BbAIONIyIocs padoTy,
HanucaB 3Ty KHUTy. OHa MOMOXET KaXAOMY TOHSTb,



KaKk JOOUTHCS WCKIIIOYUTESIBHOTO KJIMEHTCKOrO CEpBHUCA.
CoBeTyl0 MpouYuTaTh €€ BCEM, KTO CEPbe3HO OTHOCHTCS
K 3TOMY BOIIPOCY>.

oicon Lloyn, sxcnepm Mupogozo Kaacca no cepeucy, agmop
Oecmcennepa  «IlepgokaaccHvlii  cepeuUc KAk KOHKYPEHMHOe
npeuUMyiecmeo»

«“VIcKpeHHMI cepBUC” — B IIMPOKOM CMBICTIE CJIOBa
KHUTA O B3aWMMOOTHOIIEHUSAX MEXIy JIoObMU. YuTaeTcs
OYEHb JIETKO, HECMOTPSI Ha BCIO CEPbE3HOCTb TEMBI.
MHorve Te3uChl O4YeHb 3HAKOMBI U B TO K€ BpeM:d
3ByYar COBEPIIIEHHO MO-HOBOMY. CTOUT OTMETUTH OOJIBIIIOE
KOJIMYECTBO YBJIEKATEJIbHBIX U IIOYYUTENBHBIX IPUMEPOB U3
®u3Hu. OTtenbHOE criacu®o aBTOPY 3a HOBBIA TEPMHH —
“B3aMMOYYBCTBHE”: 3TO KaK pa3 TO, 4Yero Ham BCEM
ropo¥ He xBaraeT. O6s13aTeIbHO PEKOMEHIYI0 KHAT'Y CBOMM
KoJuI€ram».

Jles Xacuc, nepevlii 3amecmumensv I[Ipedcedamenst Ilpaenenus
Coepobanxa Poccuu, sxc-cmapuuii  euye-npezudenm Walmart
Stores Inc.

«“WckpenHuii cepBuc” — 310 rotoBasi opMmyna TOro,
KaK c/elaTh CBOK KOMIIAHMIO YCHEHIHOM Ha pbIHKE
M BBICTpOUTh OpeHn “Ha Beka’. MHe Kak OW3HECMeHY,
cTpemsAuieMycsl CO3Jarh JYYIIyld B MHUPE PO3HUYHYIO
CeTh, UMIIOHUPYET TBOPUYECKUI MOAXO] aBTOpPA U YMEHHUE
o0Jieub CBOM MBICIIM B JOCTYIHYIO (hopMy. YBepeH, 4uTo
YUTaTEIb MOYEPIHET Ha CTPAHMLIAX KHUTU MHOTO SIPKHUX
UJIeN U NMPAKTUYECKUX COBETOBY.

Baaoumup Cadosun, zenepanvhvlii OupeKmop cemu Maza3uHos



«A3byxa exyca»



BMecTo BeTyiieHust




CepBuc u cepBuCHI
(urTaTh 00A3aTEILHO!)

OdeHb BaXHO TIOHUMATh PA3HUIY MEXIY TEM, UTO MBI IPe-
JlaraeM HallliM KJIMEHTaM, TO €CTh HEeKUM HabOpOM CEepBHCOB,
¥ TIPOLIECCOM €rO JIOCTaBKH.

S moGmo cpaBHUBAThH Bech HAOOP CEPBUCOB, OMIIHIA, OOHYCOB
u yeiyr ¢ MerikoM Jlena Moposa. Tak BOT, 6e3ycIOBHO, JIsI pe-
OeHKa BaXHO, YTO JISKHT B 3TOM Melike. HaBepHsika Bl He pa3
BHJIEJY, KaK TOPAT I71a3a peOeHKa, KOTra OH CMOTPHUT HA MEIIOK
C TIOJIapKaMU, KOTOPBIN TIprHeC 3a00TIMBO MPUIJIAIEHHBIA PO-
nurensaMu dex Mopos.

Ho erie BaxxHee 11 peOeHKa To, KaK OH TOT IMOAAPOK TIONy-
yuT. Ec [len Mopo3 CKy4HBIH, yrpIOMbIiA, HEBECEIbIiA, €CITA OH
He Iy THT, He MOXKET MPEIOKUTh UTPY WJIH 9TA UT'pa HEMHTEpec-
Ha — peOeHOK He OyJeT CYaCTIIMB, a MOAAPOK He OyAeT JIIOOUMBIM.

Tak BOT, BB MOXeETE TIOJIOKUTh B MEIIIOK BCE UTO YTOIHO, HO
KJTIOYEBOM M CaMBIil BaKHBI BOIIPOC — 3TO MPOLIECC JOCTABKU
cepBuca. 51 TOBOPIO O TOM, UTO MPOMCXOIUT HEMOCPEACTBEHHO
B MOMEHT KOHTaKTa ¢ KJMeHTOM. Kak moka3plBaeT MpakTHKa,
MMEHHO 37IeCh U periaeTcs, OyayT JI Balll CEPBUCHI JIOCTABJICHbI
KJIMEHTY ¥ OCTaHeTCsl JIM OH TPH STOM JIOBOJIEH, HaBCETAa BIIIO-
OUBIINCH B Ballly KOMIIAHUIO, WK OyJeT pa304apoBaH, MOJIHO-
CTBIO OOECIICHVB BCE BAIllF MHBECTUIMH B 3TOT JIEMEHT CTpate-
TUN.



Bo MHOrux KoMmnaHusix, K COXaJIEHHIO, CYIIECTBYET Pa3pbiB
MEXIy TeM, YTO 3a(pMKCUPOBAHO B CTpATErvH (WJTH, YTO ObIBACT
yailie, B rojIoOBe PyKOBOJUTEJISI), U TEM, UTO MPOUCXOAUT B MIPO-
1IECCe peaTu3alliy 3TOW CTPATeruu.

[ToBepsTe, 51 HE 3HAKO HA OHON KOMIIAaHWH, TJie TOBOPUJIH ObI:
«IImoHbTe HA HOTY BalleMy KJIAEHTY!». BMecTo 3Toro Mel npo-
CTO-Taku KpuunM: «KJIMeHT 1151 Hac BCE!», — HO OYEeHb YacTo 3Ta
(ppaza ocraercs auIb 1eMEHTOM Jiekopa cTeH B oduce. [1pu-
YeM YPOBEHb CEPBHCA HE 3aBUCUT OT TOTO, CKOJIbKO pa3 Mbl Ha-
MUIIEM U IOBTOPYUM HAIIIH JIO3YHTH.

B pesyabrare Bc€ ynupaercsi B OTBET JIMIIb HAa OJIUH BOIIPOC:
«Kak OTHOCATCS Hallli COTPYJIHUKHU K Halllell CTpaTeruy U Ha-
IIIUM TIEHHOCTSIM, TOTOBBI JIM OHU TPEAOCTaBUTh UMEHHO TOT
YPOBEHb CEPBUCA, KOTOPBI MbI IJTAHUPYEM, B MOMEHT KOHTAKTa
¢ xiaueHToM?» U OoJbllie: rOTOBBI JIM OHU CAENATh JJIs KJIMEH-
Ta O0JIbIIe, YeM TPeOyIOT UX JOKHOCTHBIE OOS3aHHOCTU U MH-
CTPYKLIMU. MOTYT JI1 OHU K TOMY, UTO JIOJDKHBI, IOOABUTH eIlie
9yTh-4yTh JIMYHO OT cebs. Jlaxke Korma med He CMOTpHT.

Bce 310 3aBUCHUT OT TOrO, HACKOJIBKO Mbl KaK PYKOBOJIUTEIN
CMOCOOHBI 3TUM YIIPaBJIATH, IPEBpaIlias COTPYJIHUKOB U3 HAeM-
HBIX paOOTHUKOB B IAPTHEPOB U MOCJIEIOBATEIEH HAIIIUX [IEHHO-
CTeW, pa3JelIsIoUX UX BCEM CEPIALIEM.

Tema cepBuca cerogHs NomyJ/sipHa Kak HUKorga. Mbl ToBO-
pUM O CepBHUCE, NPUAYMbIBasi BCEBO3ZMOKHbIE SMUTEThI, KaK O
MIPEBOCXOAHOM M TIOTPSCAIOIIEM, TIEPBOKJIACCHOM 1 3aMeYvaTe lb-
HoM. Ho eciiu Mbl XOTUM JIEMCTBUTENBHO €r0 MOIY4YUTb, MOJY-



YUTH IIO-HACTOALIEMY, TO IIEPBOC, YTO MbI JOJZKHBI ITIOHATDH, — HA-
CTOHIJ_II/IIL/'I CepBUC OBIBAET TOJILKO HNCKPCHHUM.

Tema cepBuca cerogHsi TOMyJsIpHA  KakK
HUKOrga. Mbl TOBOpHMM O cepBHCE, NPHIYMbIBas
BCEBO3MOKHbIE SMHUTETHl, KaK O TMPEBOCXOJHOM
H OTPsIcAI0NIIEeM, TEPBOKJIACCHOM H 3aMeYaTeJJbHOM.
Ho ecsu MbI XOTUM [1€iCTBHTEJLHO €r0 MOJYYHTh,
NMOJIyYUTh IO-HACTOSIIEMY, TO TePBO€, YTO MbI
JOJUKHBI TOHATH: HACTOAIIUHA CcepBHC ObIBaeT
TOJBKO HCKPEHHUM.



CKOJBKO 3TO CTOUT

EcThb elnie omuH BakHBIIA MOMEHT, O KOTOPOM $1 ObI XOTEJI TIO-
TOBOPUTH B CAMOM HayaJle KHUTY U [TOCBATUTh EMY LIEJIYIO IJIaBY,
NpaBJa, caMylo KOPOTKYI0. DTO BOIIPOC JIEHET.

MBI TpaTM KOJIOCCaJIbHbIE CYMMBI Ha pa3InuHble CEPBUCHBIE
pa3pabOTKH, peasu3yeM CIIOKHbBIE TPOrPaMMBI JIOSTbHOCTH, Pa3-
padaTbiBaeM T'paHIMO3HbIE CUCTEMBI OILIaThl Tpyaa. Bee 31o cTo-
uT HejenieBo. Bo3bMeM, HarprMep, CTaHIAPTHYI0 paboTy KO-
nenrpa. [IpencraBbre cede, CKOIBKO CTOUT CUCTEMA KOHTPOJIS
pasroBopa oriepatopa ¢ aboHeHTOM. Ul HyKHO ellle HaHATh CIie-
[IUAILHOTO COTPYJHUKA, KOTOPBIN Oy/eT OTCIyIIUBATh 3TU pa3-
TOBOPBHI, JeJIaTh BBIBO/Ibl, TPEHUPOBATH ONIEPATOPOB U TaK Jajiee.
A Tenepb YMHOXbTE BCE 9TO HAa KOJIMYECTBO KOMIAHUU, KOTO-
pble MPIIAraloT YCUJIUS TO TOBBIIIEHUI0 YPOBHS cepBuca. Mbl
NoJy4uM OIOIKeT HeOONbIION appUKaHCKOM, a TO U eBpoIIei-
CKOU CTpaHsbl.

Ho, uuTas 3Ty KHUTY, BbI HABEpHSIKA MoMaeTe ceOs1 Ha MbIC-
JIM, YTO TIPAKTUYECKU BCE, UTO s1 PEKOMEH/IYI0, MOKHO CIIENIaTh
0€e3 JIOMOHUTEBHBIX 3aTparT.

N 310 EHCTBUTENBHO TaK, IOTOMY YTO UCKPEHHUI CEPBUC —
3TO TMpesx/ie Bcero oTHoteHus1. CKombKo cTouT pyx6a? Cromb-
KO CTOMT TIpeAaHHOCTh? CKOJIBKO CTOAT 3a00Ta U ydactue”?

Kak u Bce Hactosiee B Halllel XWU3HU, HACTOSIINMN, UCKPEH-
HUM CEPBUC JIEHer He CTOUT. DTO HE BOMPOC TOTO, YTO MbI Jiejia-



€M; 3TO IIPEKIAEC BCEIrO BOIIPOC TOI0, KaK MbI 9TO OCJIaCM.

Kak u Bce Hacrosimee B Hamel KHU3HH,
HACTOSIIIUI, HCKPEHHHII CePBUC JeHer He CTOUT. JTO
He BOIIPOC TOr0, YTO MBI JieJ1aeM; 3TO Mpex/e BCero
BOIIPOC TOI'0, KaK MbI 3TO JieJIaeM.



Yacte 1
YT10 TaKkoe HCKPEHHUN CEPBUC

\

Mo:KHO JIi 3aCTaBUTh COTPYAHHUKOB
yiabioaTbest, uian [louemy cTrangapThl
00CJIy;KMBaHMsI He pad0OTalT

Kak BbI cunTaere, HaCKOJIbKO BaxeH cepBuc? Jlymaro, BbI CO-
IJIACUTECh CO MHOM — 3TO Ba)KHEMIIIEe KOHKYPEHTHOE IPEUMY-



IIECTBO U3 BCEX BO3MOKHbBIX. JINUHO s CUMTAIO €T0 INIABHBIM.

KiueHT moxer npoctuth MHOroe. OTCyTCTBHE HY)KHOTO EMY
ToBapa. LleHy BblllIe, yeM y KOHKypeHTa. [IpakTniecku BCE, Kpo-
Me TUIOXOT'O CepBHCa.

Jler necsTh Hazag s yCJbIIIAT MHTEPECHYIO MBICTb: 4Yeso-
BEK BOOOIIE TOTOB MPOCTUTH A0COIIOTHO BCE, KPOME YHIKEHHS.
7Kasnb, 4TO UMEHHO 3TO YYBCTBO Mbl TaK YACTO HMCIIBITHIBAEM
B Mara3uHax u 0aHKax, pecTopaHax U TOCTUHUIIAX.

CkosbKO pa3, BBIXOJsl U3 Mara3uHa WM Kade, Bbl B cepanax
6pocamu: «borblre HUKoOrAa cioa He BepHych!» Bbiia i mpu-
YMHOM LieHa ToBapa uiam yciyru? Ckopee Bcero, HeT. ITo moum
HaOJTI0IEHUSIM, B KaK/IOM BTOPOM TAKOM CITy4ae «BUHOBAT» Cep-
Buc. [Ipruem 51 roBopio He 00 OTKPOBEHHOM XaMCTBe. S nmero
B BUJY HEUTO CJIOXHO MONJAIOIIEECS ONUCAHUIO. JTO MOXKHO
TOJIBKO MOYYBCTBOBaTh. Jlymalo, Bbl IOHUMAETE, O YEM S1.

['naBHBIN BOIIPOC, KOTOPBIM 51 XOUy 3a/1aTh BCEM UUTATEJISIM:
«[loueMy Tak?» 1 He 3HAI0 HU OIHOW KOMIIAHWH, IJIe KOpHO-
paTHBHBIE CTaHIAPTHl HAYMHAIMCH Obl cO cloB: «Ham muieBath
Ha KmeHTa!» JI000i pyKOBOAUTEb MMOCTOSTHHO TBEPAMT O BakK-
HOCTH cepBHca. Mbl YBEIIMBAEM CTEHBI IUIaKaTaMU C MpaBUa-
MU 0OCTTy:KuBaHUs okynaresneir. Co3aaemM CTaHIapThl 0OCITyKH-
BaHusA. [IpuaymbIBaeM CI0XKHENIIAE CUCTEMBI ITOKa3aresen 3¢-
(ekTUBHOCTH U CIOCOOB MOTHBAITMK. BHEIpsieM kKecToYaiImii
KOHTPOJIb KauecTBa. Ho H1uero He MeHsiercsi. Mbl O-IIpesKHEMY
cripammBaeM cebsi: IoueMy Tak?

OtBet o4yeHb MpOCT. YTOOB! BBl MOHSJIA, O YEM 51, PACCKAKY



MIEPBYIO UCTOPHIO.

Bort yxe Goree necATH JeT 51 3aHUMAIOCh YIIPaBICHUEM
PO3HUYHBIMM MarazuHamu. BriepBble BCTajl 3a MPUIIABOK
B UETHIPHAJIATh JIeT, KOIJa pela 3apadoTaTb CBOU
COOCTBEHHBIE IEHbI'M M YCTPOWJICS TPOAABILOM K oTiy. Ho
COIJIACUTECh, YIPABJIATh COOOM M YHPABIATh JPYTUMH —
«JBe OOJBIIME pa3HUIBI», TaK YTO ITOT TMEPUOA MOEH
KU3HU MBI TIPOITYCTHM.

Tak BOT, HECKOJBKO JIeT Ha3zaj s HpHOOpes [OIIo
B Jurenkor ceru cynepmapkeroB SPAR u Hauvan umm
pykoBoauTh. O TOM, YTO MOXHO IIPUAYyMaTh B 9TOH cepe,
s MOTy Hammcarh OTAeNbHYI0 KHHUry. Ceiiyac B HaIuX
MarasuHax MHoro ¢uiek. Bpone stux:

dumxka Ne 1. Bce M0O:kHO monpo6oBaTh

[Tpuas B Haml Mara3uH, BbI MOXeTe TIOMpPOOOBATh JIIOOOW TO-
Bap, MPE’K/Ie YeM €ro MoKynath. [Ipruem 000 — 3HaYUT JII0OO0#H
(KpoMme aJIKOroJisi, Mo MOHSATHBIM MpuurHam). ITogoiast K mpu-
JIABKY C KOJIOACOM, BBl MOXKETE XOPOIIIO MOAKPENUTHCS, JIETYCTH-
pys BCE, UTO TaM MpeCTaBieHo. Bbl MoxkeTe monpodoBaTth Jio-
Oble (PPYKTHI UITK OBOIIH (MX TYT XK€ MOMOIOT U HAPEKYT). XOTh
Kaproiky. Ee, KOHEUHO, CHayaia JOJKHBI OTBapUTh. BaskHO,
YTO IPH 3TOM BbI HE 00s13aHbI YTO-JIMOO MOKYIaTh. B mpuHImIe,
BaM BOOOIIE MOXHO HMYETO y HAC HE MOKYIaTh, a TOJIBKO MPO-
OoBaTh, HO 51 BAM ITOI'O HE FTOBOPHIL.



Pumka Ne 2. CyacTbe rapaHTHPOBAHO

XoTuTe MpoOdoBaTh — MPOOYHTE, HE XOTUTE — MOXKETE KYITUTh
HaoOyM. Bbl He mporamaere, MOTOMy YTO Y HAC €CTh apaHTHS
cuactbsi. O yem mper peun? Ceiiyac oObsiCHIO. Bbl MOXeTe mpu-
00pecTH YTO YrofIHO B HAllleM MarasuHe, He poOys, He HioXas
¥ BOOOIIIE He IIIsA/s Ha TOBap. B m000oM cityyae Mbl rapaHTHpyeM,
YTO Bl OCTaHETeCh JOBOJIBbHBL. Kak? Ouenp npocro. Hanpumep,
BbI KYITWJIM KapToiky. [Ipunecnu ee nomoii. [lombuiu, mouncTu-
7, cBapun. Cresany mope. .. ¥ BaM He MOHPaBUIIOCh. [lanblie
BCE MpOCTO. Bbl CHOBA NPUXOANTE B Mara3uH, ¥ Mbl BO3BpAIllaeM
Bam jieHbru. Vinmu maem apyryio kapromky. Mnmm mo6oit npyroi
TOBAp TOW K€ CTOMMOCTH M €Il TIOIAPOK CBEPXY, YTOOHI YKe Ha-
BepHska. [IpuyeM Bam He HaJ|0 HECTU ¢ cOOOM KapTOIIIKY WU ee
OUYUCTKH. Bam He TpeOyercst yek mim ynakoBka. He HykeH cBH-
netenb. BeE, 4To Hy:KHO, — TPUIATH U CKa3aTh: 51 Ky y Bac Kap-
TOIIIKY, MHE HE TIOHPABUJIOCh. A JIAJIbIIIE MbI C/IEJIAEM BCE, YTOOBI
Bbl BCE-TaK¥ ObUIM JIOBOJIbHBL. TO U €CTh FAPAHTHS CUACThSI.

Pumka Ne 3. [logapku

MBblI He ycTparBaeM pacrpojiak U He JIIoOUM CKUIKHU. Bmecto
9TOTO Mbl JAPUM TOAAPKHU.

Ecim MOKymnarejb JOJro CToOuT B O4YCpeav, WA
Yero-to HE Halejl, WJIM Mbl €IS KaK—HI/I6yIIL rnepen



HUM TPOBUHWUJIMCh — MBI OOSI3aTENIbHO JapuM €My 4YTO-
HUOY/Ib: S0JIOKO, areibCrH, MUPOXHOE, TOPT. COTPYAHUKU
BBIOMPAIOT MOJAPOK CaMHU.

N Ttak pganee. ®duiek U OCOOEHHBIX CEPBUCOB y HAC
MHoro. Ho BOT 4To MHTEpECHO.

Hauas ympaBisTh MarasuHamu, 51 cpasy ke coopasl Becb
MIePCOHAN ¥ PacCKa3al UM O HOBBIX CTaHJApTax paboTHI.

4 pacckazan o mpaBwiax OOCTYKMBAaHUS, CpeIu
KOTOpbIX OBUIM M «TapaHTHsl CYACTbsl», U «BCE MOXKHO
HOMPOOOBATh> .

S oObsicHUN BCE axe moapoOHee, yeM Bam. U, kcrarwy,
cpa3y OOBSICHUII, «3a Yell CYeT ITOT OaHKeT». B po3Hn4HOM
TOProBJi€ €CTh HOPMBI IOTePb M CIUCAHWHA (MX, Kak
NPaBWIO, YCTAHABIMBAET COOCTBEHHUK), BCE OCTAIBHOE —
3a CYeT KOJIJIEKTUBA.

U He BaxkHO, B 4YeM MpUYMHA OTEPU. 3aKOHUMJIICS] CPOK
TOJHOCTH WJTH YKPAJIH, IAJIM IOMPOOOBATh WU ChEJTH CAMH.
Bcé€, 4o BeIIIE HOPM, — 3a cYeT nepcoHana. Tak BOT. Y Hac
HOPM HeT. MBI He yIepKrBaeM C COTPYAHUKOB HU KOIIEHKU.
«Ecnu BB JaeTe moKymnaTeo 4To-To MonpoOoBaTh — 3a 3TO
IUIATUM Mbl», — OOBSIBUI 51, UMesI B BUY COOCTBEHHHUKOB.

JlioGoil, KTO BHeOpseT CTaHJApPThl, 3HAET, YTO
Aajbllie I71aBHOE — KOHTposb. U s, ecrecTBeHHO, uepe3
Kakoe-TO BpeMs 3alyCKal0 KJIACCUYECKYI0 MPOLeaypy
«TaWHCTBEHHBIH MOKYTIATEITb».

Hanowmuio, o yem peub. K Bam npuxomuT cekpeTHbId
areHT, KOTOPBI JIaeT OIIEHKY BalleMy MepCOHATY
U CEpBUCY IIO4 BHJIOM O6bIKHOBCHHOF O TMOKYyIaTeJIs.
EcTh omuH mpoCTOid, HO BaXHBII CEKper, Oe3 KOTOpOro



«TaWHCTBEHHBIH TIOKYTIATelb» KaK Mpoleaypa padoTaTh He
Oyzet. Bl camy TOJKHBI COCTAaBHUThH aHKETY, KOTOPYIO OH
Oyzet 3anonHATh. Hesb3s1 OpaTh aHKeTy areHTCTBa, KOTOpoe
CrielMaIn3upyeTcsl Ha 3TOi yciyre, MpOCTO MOTOMY, YTO
OHM HE 3HAIOT HY BalllNX (PHIIEK, HU CIaObIX MecT.

Tak BOT, S COCTaBWJI aHKETy, BIIMCaB B Hee
BCcE, 4YTO BaxHO Juia Hac. Hampumep, mnoaxons
K OTHely TacTPOHOMMHM, TAWHCTBEHHBIH TOKYyMaTelb
JOJDKeH OBbLT 3a/1aTh JBa «IJIYIBIX» Bompoca. [lepBbiii:
«A MOXHO monpoOoBaTh Kojbacy?» Bropoit: «A eciu
HE TOHPABUTCS — MOXHO BEpHYTh?» [l OONBIIMHCTBA
Mara3uHOB OTBET Ha 3TU BOIPOCkl oueBuzeH. [Tompobyiite
CErOJHS 3aiTH B ONIMKAUIINE U CIIPOCUTH YTO-TO IOJOOHOE,
¥ BBl Cpa3y MOWMETe, O YeM f.

W BoT mpouenypa 3arylieHa, CrenuaibHo 00yUYeHHBIN
YEJIOBCK MMPUXOJUT B HAIl MArasvuH, NOAXOJUT K ITPUJIABKY
¢ Konmbacol U, I/ B IVIa3a MPOAABIIMIIE, CIIPAIIMBAET:
«MoxHO nonpoOoBarth ?»

HamomHio, mpopaBumile CTO pa3 TOBOPWIM, Kak
MOCTYNaTh B MOJAOOHOW CUTYaIlH, HO... «A BB OpaTh-TO
Oyznere?» — 3By4YHT B OTBeT. B o01miem — Henb3s. CrierareHT
HE C/aeTCsl U TOBOPUT, KaK YUYMJIH: «XOpOIIOo, a eCli He
HOHPABUTCS, MOXHO BEPHYTb 7»

Yro npoucxomut aanbine? Mosi MpoaaBIIUIia CMOTPUT
Ha TOKynareiass W HEJOYMEHHO IepecIpalliviBaer:
«Konbacy?!» [NoBopaunBaeTcst K KoJiere 1 uepes mossajia
kpuuut eit: «Cseta, Thl cibimaia? Komdacy BepHyTh!!!»
W oHM BABOEM HAYMHAIOT XOXOTaTh HAJl TOKYMareseMm,
KOTOPBIN 33/1a€T TAKUE Ty PAIIKUE BOTIPOCHI.



Cranpaptel — 3T0 He cepBuc. Hacrosmmui
CepPBHC — TO, YTO BBIXOJUT 3a UX Npeebl, HepeaKo
Jake Hapymasi uX. JTO He TO, YTO BbI JOJIKHBI
caeaTh A KaneHTa. CepBuc HAUMHAETCA TaM, Ie
BbI MOKET€ HIYEro He JeJ1aTh, HO JeJaeTe 4YTO-TO OT
ce6s1 imunHo. Uckpenne!

['pyctHast Ha camoMm gene uctopusi. OcOOEHHO eciiu BCIOM-
HHUTH HAYaJIO STOM TJIaBBI, I MBI YK€ TOBOPIIIH 00 YHUKEHHH.

Kak ceityac NOMHIO: YMTask OTYET TAWHOTO MOKYyMaTes, 51 OT-
KJIaJIbIBAJI €70 HECKOJIBKO pa3, JieJiasi HeOobI1Ioi nepekyp. M mbl-
TaJICs HATH B ceOe ABE SIMOLIMU: JKEJIAHKE MPSIMO Cefvac KOro-To
yOUTh 1 KpaiiHee U3yMJICHHE.

Kak Takoe BoOOI1Ie MOIJIO MPOM30iMTH B MOeM Mara3uHe? Mbl
)K€ YCTAHOBWJIM «MOKHO ITONPOOOBATh» U «TAPAHTUIO CYACTbSI»
Kak crangapr! S imyHO pacTonkoBa1 310 BceM U Kaxaomy ! U ca-
Moe TJIaBHOe — Kojibacy mpoOyioT He 3a ux cuer! 3a moit! Co-
TPYAHUKU CJIBIIIAJIM 3TO HE OAWH pa3. B uem mpuunHa Takoro
noBeneHua?

OrtBer, Ha Mo# B3MA, npocT. [Ipruyem OH BepeH He TOJIBKO
JUIS1 9TOU ITPEJESIbHO KOHKPETHOU CUTYaLlMK.

OH 0ObsICHSIET, TOYEMY CTaHJAPThI, KOTOPbIE Mbl BHEJPSIEM,
He paboraior. [ToyeMy COTHM CTpaHMII PaBUJI HUKTO HE YMTa-
€T. A €C/Ii U YUATAET — HE 3alIOMMHAET. A €CJIM U 3alIOMUHAET —
He cobmonaer. [louemy maxe camble CIOXKHBIE CXeMbl MOTHBA-
uuu He padotaiot. [Touemy kecroyaiiime cucTeMbl KOHTPOJIS 32
KaueCTBOM CEpBHCA OYEHb 4acTo Oe3pe3yabTaTHbl. [louemy TO,



YTO Mbl Ha3bIBAEM KOPIOPATUBHBIMU MPABWIAMU U CTaHAApPTa-
MU, MUCCHEN U BHIAECHHUEM, TO, YEM Mbl UCITMCBIBAEM BCE CTCHBI
B orice M Ha pacreyarKy 4ero TpaTuM KOJIOCCAJIbHBIE JIEHbIU,
He padotaet. [Touemy BBl TOBOpPUTE COTPYAHHMKAM OTHO, 4 OHU
JEJIAI0T APYroe.

Compyonuxku He pazdeasiom eauiux 632n5008! Onu
cuumarom unaue! Um amo Henonsmuo!

Bel roBopute BbicokomapHble (pasbl. Mcronb3yere ymHble
Y KpacuBble CJIOBA. A Te, KTO CTOUT HAIIPOTUB, TO U JEJIO 3€eBa-
10T 1enotoM. CMOTPST Ha Bac, KMBAIOT, HO HUYETro He MEHsIeT-
csi. M kak Obl BBl HU KOHTPOJIMPOBAIN UX B AAJbHEUIIEM, 3TO
BCEe paBHO He pemuT npoodnemy. [Touemy? Ilo Toii xe mpuym-
He, 110 KaKOH HeJIb3s1 3aCTaBUTh COTPYJHUKOB YIIBIOATHCS KITMEH-
TaM. To ecTb 3aCTaBUTh MOKHO, KOHEUHO, JIeJIaTh YTO YTOJIHO.
He 3Hai0, Kaxk BHI, a 51, HanpuUMep, Mory. {1 ele He TOBOpuII, 4TO
s Y)KaCHbIM AECHOT Y TUpaH, OJHA JIMILIb MBICJIb O KOTOPOM BbI-
3bIBa€T yXKac U Tpener?

Ecnu, Hanpumep, sl MPUCTABIIO K Ballleid TOJIOBE MUCTOJET
¥ TIOTIPOILY YTO-TO CAENATh, Bbl, OE3YCIIOBHO, CENAeTe MPAKTHU-
yecku BcE. Her, koHeuHo, He mponaaute Ponuny, HO 1o KpaitHein
Mepe MO3/I0pOBaeTech C KJIneHToM. Eciu st mpomomky TpeboBath
u Oy[ly HacTauBaTh, Bbl, 0€3yCIIOBHO, ellle 1 yablOHeTech. [Ipuuem
Ballla yJIbIOKa OyeT HACTOJbKO M POKA, HACKOJIBKO s OIPOLTY.
Omna Oyzer npuBeT/MBa U u3bickaHHa. Ho 4to mpowusoiizer, ko-
r7a 51 yoepy nmcrosner? Bmecte ¢ HUM nMcue3HeT U yabIOKa.



Henv3ss  3acmasumv  compyoHukos — yavlOamuCsi.
Ocobenno Koz20a 6bl HA HUX He cMompume.

Korna s 910 MOHAJ, B MOEM CO3HAaHUM YTO-TO NEPELIEIIKHY-
JI0Ch. $] HaKOHeI] YSICHUJI, [I0YEMY MHOT'ME PYKOBOIAUTENN IIPOCTO
HE CIMOCOOHBI BBITYCTHUTH MPOIIECCH M3-TIOA KOHTPOJA. A eciu
39TO CIIy4aeTcs — BCE UJET BKPUBb U BKOCh. KOT U3 ToMa — MbIln
B IUJIAC.

Ho 0gHOBpEMEHHO € 9TUM £ IIOHSUI ITIABHOE.

3acmasums yavloamocs HeAb3s, a 60M COeAdmb Mdx,
umooObL COMPYOHUK 3AXOMEN YALIOHYIMbCSL, MONCHO.

Ectb enie onuH BaxHbI MOMeHT. Kacatomuiics, pa3 yxe 3a-
IIeJT Pa3roBop, YIbIOKU. S roBopio 06 oTHOIIEHHH K Hew B Poc-
CHM.

B amepukanckoit posHnyHou cet Walmart BoT yxke Oonee 50
JIeT KaX/Iblll «<HOBOOpaHeI» MpH MpueMe Ha padoTy JaeT KJIST-
BY: «S TOpKeCTBEHHO OOeIman YIbIOHYThCS M TIOMPUBETCTBO-
BaTh MOKYIATeNs B Ipeesiax JiecsATy yToB, U Aa MOMOXKET MHE
Caom!». U 3Haere uto? B nanpHeIieM OH JAEHCTBUTENIBLHO YIIbI-
Oaercsl.

[Moyemy y Hac mo-apyromy? [louemy Mbl HE MOXKEM JIOOUTh-
Cs1 TAKOrO MUHUMYMa, Kak yibioka? 1o xke nmpocto! [Tpocto Ha-
CTOJIBKO, UTO 3a PyOE€KOM UEJIOBEK YIbIOAeTCs KaK JIBIIIUT — BO-
o0re He oOpariasi Ha 3TO BHUMaHUSI.

Ha moii B3msa, mpuuvHa TMpexae BCEro B OTHOIIEHUM K

1
Nmeercs B Buay ocHoBatens Komnanuu Cam YoutoH. — Ipum. peo.



yJIBIOKE.

[pencraBbTe, YTO BB HAXOOUTECH TIe-HUOYIb 3a TPAHUIIEH,
UJIeTe 10 YJIUIIE, U BCTPEUHBII MPOXOKHIA, TIOPABHSIBIIUCH C Ba-
MM, 3/I0pOBaeTcs 1 ynsibaercs BaM. UTO MPOUCXOAUT Aasbliie?
Sl mpennoKy HeCKOJIbKO BApUAHTOB — BHIOEPUTE HAVLTY I

1. Bel Opocaerech k HeMy Ha 11el0 ¢ Kpukamu «[lana (wim
Mama)! S Tak gonro Teds uckai!».

2. Omatsb ke OpocaeTech K HEMY U JIe3eTe 11eI0BaThCsl.

3. IIpocto ynpibaeTech B OTBET U MIETE JAJIBIIIE.

[Mocnennuii? Bol yraganm.

VnbiOKa 3a rpaHuIled HUYEro He 3HAYuT. YeslnoBeK MpocTo
yIbIOaeTCs BaM, a uepe3 CeKyH/y yke 00 3TOM He TOMHHUT.

B Poccum ynwioka — ato akt! Iocne Hee — cpasy B 3AIC.
[Touemy? ITotomy uTO MBI — cTpaHa [locroeBckoro. Ham Heno-
CTATOYHO caMoro (hakTa, YTO HaM KTO-TO YJIBIOHYJICS, TIPOXOMS
MHMO 10 yaune. Ham Hy:XHO NMOHATh — nodyeMy? 3a4eM 3TO OH
MHe yiIbIOHYIcs? Yero oH oT MeHs xoueT? Uto y Hero Ha camom
nene B rojiose?

3Haere, 4To A (Ja U He TOJIBKO f) Yalle BCEro CIbIIY, KOTa
MIPUBOXKY B IPUMEP aMEPUKAHIIEB C UX CEPBUCOM ?

Jla magHO ¢ cepBuCOM, MPOCTO — C yabiOkamu. B Poccum
TOBOPST: «AMepUKaHIIbI... YibibaoTces... Ho HenckpenHe xe!
VABIOKU-TO y HUX HEHACTOSIIIIUE..

Bot B 3TOM 1 mipoOnema. 3acTaBuTh yibiOaThCs HeMb3s. To



€CTh, CHOBA OTOBOPIOCh, MOKHO. VICKpeHHe — Hesb3s1. A [IJ1s HacC
3TO Mpoodiema.

Ham HenmocTaTouHO, YTOOBI MPOXOASAIIMNA MHMO YeJIOBEK
yibIOHyCs. Ham Hy)HO, 4TOOBI OH cZes1aj 3TO UCKpEHHe.

Hcxpennuii  cepsuc  — smo  koeda 6wl Oenaeme
0Nl KAUEHMA He MOAbKO MO, UMO OOANCHDL, HO eue U Mo,
uez0 Modceme U He 0enamo.

[Tpomonkasi TeMy CTaHAAPTOB OOCTYXKMBAHUS U UX OTIMYHS
OT HACTOSIIIIETO CepBUCa, s1 Obl XOTEJ paccKa3aTh ellle OAHY UC-
TOPHIO.

A neren camonerom u3 Actpaxanu B UpkyTck uepes
Mockay.

VY MeHst Ha pykax Obul OmjieT OM3Hec-KJacca Ha peic
«A3poroTa», BRIIMCAHHBINA Cpa3y Ha BeCb MapupyT. Tak
Ha3bIBAEMBI KPYroBOW OWJIeT.

[TpoGnema OblIa B TOM, 4TO MEXKIY pUIieToM B MOCKBY
¥ BbUIeTOM B VIpKyTCK ObLI Beero yac. B nmpunumne, ycners
MOXHO, XOTsl U cO CKpuIioM. BaxHo cpa3y u3 AcrpaxaHu
3aperucTpupoBarbcsi Ha peiic. M camoe riaBHOE, YTOOBI
camoJIeT IIpUJIeTesl BOBpEMSI.

B asponopry y MeHs1 BO3HHMKJIM Ccpa3y [IB€ MPOOJIEMBI.
Bo-niepBbIX, Korja s npuexas B aspornopr, TO Y3HaJl, YTO
caMoJieT, Ha KOTOpPOM s JJOJUKeH ObLI jieTeTh B MOCKBY,
onasapiBaer Ha 40 MmuHyr. To ecTtb Mexay peiicamu
ocraercsi yxe He 60, a 20 MuHyT. A BO-BTOpBIX,
[0 HEMOHATHBIM MPUYMHAM Yy MEHs He IMOay4aercs
3aperucrpupoBarbcsi Ha pevic 1o Mpkyrcka. B maHuke.



B Upkytcke mens xayt 120 yenosek.

3BOHIO B KOJI-LIEHTP «A3poduioTax. I Xo4y nonpocurs
0 cymed Manoctv. [laxke ecnu camoseT Ono3JaeT Ha
40 MHMHYT (XOTsl €CTb BEPOSITHOCTb, UYTO OH HaBepCTaeT
4yacTh 9TOTO BPEMEHU B BO3/yXe), s ycnewo 3a 20 MUHYT
nepebexarb C OHOTO peiica Ha JApyroi. Bc€, 4yrto MHe
HY’KHO, — 3TO ObITh 3apETUCTPUPOBAHHBIM Ha HETO.

Habupaio 3aBeTHbIII HOMEp, YTOOBI OIYYUTh MOMOILb,
u ciaymawo: «Bam 3BOHOK OdYeHb BakeH JJIA  Hac,
ocraBaiitech Ha JuHUM». OK, nymaio, momoxay. MuHyT
4yepe3 MATh TPYyOKYy CHUMAeT Oneparop M HPUATHBIM
r'0JIOCOM 3/I0pPOBAETCsl CO MHOM, TIATEJILHO ITPOroBapuBas
BCE 3ayueHHble Ha3yOOK (ppaspl. BakHO, 4TO pasroBop
3anKCHBAIOT. TO €CTh C KOHTPOJIEM BCE B MOPSIJIKE.

BeicymnaB  Bce TOJIOKEHHBIE PEYEBHIE CTAHAAPTHI,
s HaKOHeIl cooOIal, 3a4eM 3BOHI0. [leByIika, roBopio,
nomorure. 5 nedy B UpkyTCcK u3 AcTpaxaHi. .. U HOAPOOHO
pacckasblBal0 BCIO CUTyauuioo. B koHue mpoiry nomodb
MHE 3aperucTpupoBaThCs, OOBSCHUB, YTO CAEJNATh 3TO
CaMOCTOSAITEJIBHO Y MeHs He mnonydaercs. «IIpaBuibHO n
s Bac IOHsAJA, — CIIPAlIMBaeT omneparop (U A INpsAMO
YyBCTBYIO, KaK HAUYMHAI0 3aKUMaTh), — BaM HEOOXOIMMO
3aperucTpupoBaTbcss Ha perc?» — «[al» — roBopio .
«Torga BaM CTOMT OOpaTUTbCS HA CTOMKY perucTpauuu
MO0 TMPOUTH CaMOCTOATENIbHYI0 PEruCTpalio  4epes
UHTEepHET». — «/leBymika! Bl uto, He cipliure MeHs? —
NoYTH Kpuuy . — $1 He Mory 3aperucTpupoBaThCs
caMm, B 3TOM-To M mpobnema! M Ha cTOWKY OOpaTHThCA
He Mory. To ecTb Mory, HO B AcCTpaxaHd, a y HHUX



Ta ke mpoonema. A B MOCKBE CTOMKa perucrpariyu
yxke Oymer 3akpeital OK, — roBopio, — pnaite MHe,
noxanyicra, TtenedoH TmpeacTaButenss «AspoduioTa»
B IlepemerneBo». — «[IpaBWwiibHO M 1 TOHsIA
BaC, — YTOYHSIET CTaHAAPTHO-BEXJIMBBIN IHUCIIETYEp, —
BaM HyXkeH TenedoH MpeacTaBuTesss «AspoduoTar»
B lllepemerbeBo?» — «Jla», — TOBOPIO S MIOYTH HIEHOTOM.
«Mory s nountepecoBarbcs 3a4eM?» — «Kak 3auem?! Eciin
Bbl HE MOJKETE MHE IIOMOYb, BO3MOKHO, OH CMOeT! f xouy
HOIPOCUTDh €r0 3aperucTpUpoBaTh MEHs Ha peic WU MO
KpailHeil Mepe He 3akpblBaTh perucrpauuio. He HyxHO
3agepxuBath camoner. [lo BbuleTa s ycnesato. ITpocto He
3aKpbIBaTh perucTpanuio». — «OcraBaiTech, MOKAIYHCTa,
Ha JIMHUW», — TOBOPUT BOJIIIEOHAs IEBYIIKA.

U s xny emie. Y1 BOT oHa BO3BpaIliaeTcsi, 4ToObI JIOOMTh
MeHs cioBamu: «K coxaneHuio, Mbl He Haem TenedoH
NpeCcTaBUTeNsl B a9PONOPTY, MOTY JIM 5 ellle YeM-HUuOyIb
BaM [1IOMOYb ?»

S He MOry NOHATh, YTO MPOUCXOAUT. 51 moTpaTui
MHUHYT ABaJlaTh Ha OOBSCHEHHWS, a B WTOre OIIYINIAo,
Oyaro 3armyTtayics B cnaakoi Bare. Co MHOM Tak BEKJIMBO
noroBopwii. Bee cranmaprsl coomonu. CTo pa3 ckazanu,
KaK 51 UM BakeH. BOT TOJIbKO HE IOMOIJIH.

BaxxHoe yrounenue. { nedy 6usnec-kiaccom. K Tomy
ke, y MEHS €eCTb 30J0Tas KapTa 4YacToO JIETAloIEero
naccaxupa. Yem emie s MOry NOIKPENUTh CBOU IPETEH3UN
Ha nomoup? Yrto B pesyasrare? Sl Ha rpaHu HEPBHOIO
cpbiBa. U ckaxy 4ecTHO, HaloJIOBUHY U3-3a TOT'O BPEMEHH,
KOTOpOE $1 IOTPATUJI Ha BCE CJIOBOEPCHI.



BaxnHo. MHe Ha caMoM [iesie MOIJIM ITOMOYb. byKBaJIbHO
32 Mecsll JI0 3TOro § MOMNaJ B aHAJIOTMYHYIO CUTYalMIo,
3aCTpsIB B MOCKOBCKOW TMPOOKE MO MyTH B a3pOIOPT.
s1 neren B Anmathbl aBuakoMianuen Air Astana. Tak BOT,
g npuexan B asponopr 3a 10 muHyT 10 BbUleTa. MeHs
KJoand. 31ech s He mpolly 3aaepikuBarh peiic. [Ipocro
MIOMOTUTE B PErMCTpalMM. YCIEl — YCIel, HET — HeT.
Pesynbrar Bam y:ke U3BECTEH.

B o6mem, camoneT onazapiBaet Ha 45 MuHyT. Bpemenu
coBceM Mano. f1 momHMMaloch Ha OOpPT M XBaral 3a
PYKY AEBYIIKY-OOPTIPOBOAHUIYY. «leByIlka, — TOBOpIO, —
TOJILKO BBl MOXeTe MHe MoMoub. — U elie pa3 oObsACHSIO
el cutyanuio. — f 3Hal, — NPOJOJIKAID s, — Bbl MOKETE
CBA3aThCs C 3emuieil. 1 He mpolly 3aepXkHuBaTh CaMoJIET.
S mpoiity Bcero Juiilb pacrevyaraTb MOW MOCaI0UHBIN TaJTOH
WIM He 3aKpBIBaTh PErucTparmio». — «Xopoio, — 0e3
JIMIIIHUX CJIOB TOBOPUT MHE CTioapiecca, — 51 MOroBOpIo
C KallMTaHOM». ] TOJIbKO-TOJIbKO YCTPOMJICS B KPECJIE — OHA
MOIXOIUT KO MHE Y TOBOPUT:

«$l morpocuia KamuTaHa, ¥ OH MooOemal, 4ro, Kak
TOJIBKO MBI BOWEM B 30HY MOCKBBI, OH 00s3aTeIbHO
CBSDKETCS] C HA3EMHBIMHU CITyKOaMI».

Eme wuwepes 20 MuUHYT OHa IOAXOOUT IIPOCTO
MOMHTEPECOBAThCSA, KaK 51 ce0sl YyBCTBYIO, U COOOIIUTD,
YTO OHA €Ille pa3 HalOMHMJIA KalMTaHy O ero OOelIaHuM.
Kak s cebs uayBctBylo? He ckazarh 4TOOBI OTIIMYHO.
[TpoGnema-To He perieHa. Ho 3aTo s1 4yBCTBYIO HCKpeHHee
ydactue. Eme yepe3 momuaca oHa cooOIIaeT, YTo JIMYHO
MPUCYTCTBOBAJIA MPU Pa3roBOpe KaluTaHa C 3eMJIEl U MHe



nooOemaa NOMOYb — MPUCIIATh CIEHaTbHOTO YeloBeKa,
KOTOPBII MPOBE/IET MEHSI TAUHBIMU TPOTIAMHU.

Y wmens omwmreraer or cepaua. Yepes 20 MuHyT
CTI0apAecca CHOBa PAAOM, YTOOBI CIIPOCUTbh MeEHs, Kak
MO€ HaCTpOEHHUe, U MPEJIOKHUTh YTO-HUOYAb U3 Oapa. Her
mviHuX cioB. Her 3aesxkeHHbix ¢dpas. [Ipocto 3adora.
Uckpennsis 3a0ota.

Uem 3akaHumBaercsi wucropuss? B wurtore camoner
onazapiBaeT Ha 53 muHyTh. TO ecTb y MeHs ocraercs
BCcero 7 MMHYT. Ycrerb HepeajibHO. M, npaBuibHee
CKazarh, s Obl Aymas, 4TO HepeajbHO, He 3Hall s yke
TOr0, Yero Moka He 3HaeT HUKTO B camoJjere. Moil peiic
Ha MpkyTtck 3amepxuBaercs Ha 4ac. Her, He u3-3a MeHsl.
[Mpocto 3anepkuBaeTcs, MO0 KAaKUM-TO HE 3aBUCSIIUM OT
MeHs rpuyrHaM. 1 BOT s TPOX0Ky MUMO TOH CTIOApAECCH
Y BUKY, UTO OHA O4YeHb NepexuBaeT. OHa-TO yBepeHa, 4To
51 ONO3/aJI.

B 3ane npwiera MeHsi OEUCTBUTENBHO BCTpEYaeT
yenoBeK. OH JepXkKUT HaJl TOJIOBOM MOU MOCAaJOYHBIN TaJIOH
u kpuuut: «Hensikun, maccaxup Hepsikun, nonoiiaute ko
MHe, HenskuH. .. ». 4 ycnen!

K coxanenuio, s He MOMHIO UMEHU TOH CTIOAPAECCHI.
Ckopee Bcero, s1 BoOOIIe 3a0bUT €ro CIIPOCUTh B CIIEIIIKE.
Ho sta ucropus nocesimaercs eil. MiMeHHO OHa BUHOBaTa
B TOM, 4TO s IO-TIPEKHEMY JIIOOIIO «A3pooT».

Campblii I1aBHBIN BoTipoc. B kakoii yacTvt Moeit ucTopuu ObUTH
BBITIOJTHEHHI Bce cTaHAapThi? [IpaBriibHO, B iepBoii. Korma s 06-
mascs ¢ oneparopom. [Ipuaparscst He k yemy. HaoGopoT, Hyxk-



HO JaTh OpeMuI0. § gake ciblilian O TAaKOW MPEMUU — 32 BBIIOJ-
HEeHUe CTaHAapTOB. BakHO, YTO cepBUC OBUT BO BTOPOW.

Ecnu BB 3a/iyMaeTech Haj1 9TOW poOIeMoid TiTyOxke, TO MoK-
METEe TO k€ CaMOe, UTO MOHSJI HECKOJIBKO JIET Ha3a[ . JTO Ie-
PEBEPHYJIO MEHsI Kak MeHekepa. Eciu Mbl TOBOpUM O cepBuce,
€r0 MOXHO Ha3bIBaTh KaK YrOAHO, HO HACTOSIIIIUM CEPBUC MOXKET
OBITH TOJILKO UCKpeHHUM. Hactosmii cepBUc — Kak HacTosIas
JIOSTBHOCTD, MAET OT cepaua. Hacrosammii, ICKpeHHUI cepBUC
UCXOIUT He U3 TOHH OyMaru, He U3 COTeH CTaH/IapTOB M MTPaBUII,
HE M3 CUCTEM IMOKA3aTesIel U KOHTPOJISA, OIUIAThI TPy WU HaKa-
3anus1. Hacrosmuyid, MICKpeHHHUI CEPBUC UIIET U3HYTPU. DTO TO,
YTO Balll COTPYAHUK YYBCTBYET IO OTHOILLIEHUIO K MOKYIATENIO.

Ocraetcs raBHblii Borpoc. Kak atoro nooutscsi?

Bueapsis cranaaprtel, mompooyiiTe NONPOCUTH
COTPYAHHUKOB CTaTb B KPYyYr H 3a4YUTaTb BCIYX
HOBbIe NpaBuia. U mycTb roBopsT, 4TO 3TO MOX0XKeE
Ha cekrty. bojee Toro, kKak yke TrOBOPHJIOCD,
HA0Op CTAHJAPTOB M MPABHJ HrPaeT PoJb HEKOEero
00II[eCTBEHHOr0 [I0roBOpa, NMPEBPAaNaAIIIero CTaao
B 00IIEeCTBO.



«HauajasHas1 OIKoJa»:
HY>KHBI JI BOOOII€e nmpaBujia?

IToce TOro Kak s paccKa3bIBaio O MPUHLIUIIE UCKPEHHETO cep-
BHCa, MHOTHUE JIENIAIOT OHO U TO K€ OIIMOOYHOE YMO3aKIove-
HHe: «Tak 3HAYMT, CTAaHAAPTH BOOOIIE HEe HYKHBI ?»

XoT4 5 yBepeH, uTo OOJIBIIMHCTBO U3 HUX He paboTaer, s He
TOBOPIO, YTO OHU HE HY’KHBI.

[TomHI0, KaK HamMCca NEPBbI B CBOEH KU3HU CTAHIAPT.

Torma s ObU1 HaeMHBIM COTPYJHMKOM B OJIHOM
PO3HUYHON ceTh. §1 pPyKOBOAWIJI BCEW CEThIO, MPU ITOM
MOW O(UC HAXOOWICS B OTHOM M3 MarasuHoB. Kax bl
JeHb TI0 MyTH K ceOe B KaOMHET W 0OpaTHO S MPOXOIMI
Yyepe3 TOProBulid 3ajl. BaxHO, YTO 51 B MPHUHIMIIE HE MOT
J0JITO YCUIETh B KaOMHETE 1 MPOBOAMII KaK MOXKHO OOJIbIIe
BpPEMEHHU HENIOCPEJICTBEHHO B TOProBoM 3ajie. IMeHHO Tam
MHe ObUIO MHTepecHee Bcero. U ceiiyac Toxke. B oOiem,
yepe3 JIBe Helle/Id BCe COTPYAHUKU MOETO Mara3uHa 3HaIu
MEHsI B JIMIIO.

W BOT s B ouepeqHO pa3 MPOXOKY uyepe3 TOProBBIN
3a]1 HAa YIMIy MU TO IyTH peniald 4Yro-TO KYyNHUTb.
Buxy B ofgHOW M3 Kacc HEOOJNBINYI0, YeJIOBeKa Ha TpH,
oyepelb U CTAHOBJIIOCH B €€ KOHEll, PACCUUTHIBASI 3a0/IHO
MOCMOTpETh, Kak padoTaer Hami Kaccup. TouHee, Kak
oHa He paboraer. OHa He TO 4YTO He yablOaeTcss U He
30pOBaeTCs, OHA BOOOIIIE HUKOMY M3 TIOKyIaTesIell HIUero



He roBopuTt. [axke cymMMy MOKYNKHM He HasbiBaer. JIuio
armaTu4yHoe, xmypoe. KBauky xyer. B oOmem, uzieai.

Ouepenp DOXOAMT JI0 MeHS, U s (2 B TO yTpO s ObLI
B IIPEKPACHOM HACTPOEHHMM) OYeHb NOOpOKeTaTesIbHO el
rosopio: «Hy, MOxeT, Bbl XOTb CO MHO#1 [103/I0POBAaETECH 7»
CorpynHuiia, JIeHMBO OOJIOKOTHBIIUCH HA TPHIABOK,
MEJIEHHO TMOAHMMAEeT Ha MeHs IJ1a3a, IPEe3PUTESIbHO
OKU/IBIBA€T B3MJISIOM C HOT A0 TOJIOBBI M rOBOpUT: «Hy
3pacbTe».

Yro g caenan mocie 3toro? Bel eme moMHuTe, 4tO
s gecnioT 1 Tupan? Her, He yBomi. $1 BooO1e He ckasan
el HU CJIoBa, pa3BepHYJICS U ToLIe] 00paTHO B KaOWHET.
S ee paxe He pyrai. A 3a uro pyrare? Hy xoporuo,
s BBIPOC B NPWINYHOM CEMbE, MEHs C OETCTBA Y4YWIU
TOBOPUTDb «3JPABCTBYHTE» M «JO CBUJAHUS», «CIACHO0»
U «TOXaIyicTa». [ e pociia ona u yemy yuuiu ee? Mosker,
ee yUYWIM IUIeBaTh Ha MoJ U pyrarecss MatoM. Kak s mory
C Hee 4TO-TO TpeboBaTh?

BaxHO TOHATH OHY MPOCTYIO UCTUHY: MpexXae YeM Tpedo-
BaTh YTO-TO C JPYTHX, CHAYaJa BbI JIOJKHBI COOOIIUTH UM O CBO-
UX OXKHJIAHUSIX.



Konen 03HaKOMUTEJLHOI'O
¢dparmenra.

Tekct npenocraBieH OO0 «JIutPec».

[IpounTaiiTe STy KHUTY LIEJIMKOM, KYIIUB TOJIHYIO JIETATbHYIO
Bepcuio Ha JIutPec.

Be3ormacHo oriaTuTh KHATY MOKHO OaHKOBCKOH KapToit Visa,
MasterCard, Maestro, co cuyera MOOMJIBHOTO TesiehOHa, C TiIa-
Te)KHOro TepMmuHaia, B cajoHe MTC wmm Cesa3HoOHM, uepe3
PayPal, WebMoney, Aunexc./lensru, QIWI Komenek, 60Hyc-
HBIMU KapTaMu WK APYTUM YI0OHBIM Bam crioco6om.
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