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IIpeaucaosue

«XBaTUT MHE 3BOHUTB!» — 3Ty (hpa3y MOKHO YCIbIIATh OT KaXkJIOr0, Y KOro ecTh TesnedoH.
[Tpocro nogymaiite, CKOJIBKO 3BOHKOB MBI ITOJTy4aeM OT OaHKOB, LIEHTPOB KPACOThI, CTPAXOBBIX KOM-
TMIAHWI, TeaTPaJIbHBIX Kacc U Mpovnx. B 60pr0e 3a KiIMeHTa OHM OYKBAJILHO 3aBAJIMBAIOT HAC CBOUMMU
«OY€Hb BHITOJHBIMU» MPEAJIOKEHUSIMU. 3BOHAT U JTIOAH, U pOOOTHL. CO CTAIMOHAPHBIX U MOOMJIBHBIX
HOMepoB. [Ipy TOM pUOEralT K pa3HbIM TPIOKAM U YJIOBKaM, YTOOBI MOTYUYUTh «IOCTYI K TEITy».

OpnvH U3 Hac OJHAX/IbI TOCYMTA: 32 A€Hb NOy4dn 18 3BOHKOB. HeuncTeie Ha pyKy «JeJTblibl»
TOPTYIOT HAIIIMMHU MIEPCOHATBHBIMU JaHHBIMU. M Bce 9TO MPUBOAUT K TOMY, YTO MOOWJIbHBIE OMepa-
TOPBI CTAJIM BBOJWThH CEPBUCHI TI0 OJIOKMPOBKE TAKWUX 3BOHKOB, @ MbI C BAMU HAy4WJIMCh He Opath
TPYOKY C HE3HAKOMBIX HOMEPOB. M B 3TOT MOMEHT IMPOU30IIIa PEBOJIOIMS B ITPOJAKaX.

Ha, yBaxkaeMple UMTaTe v, UMEHHO peBoiionus. M ToT, KTo He MOHUMAET, YTO pa MPOAaX B
MECCEH/IKepax HACTYMUJIa, TOT OCTAJICS JAaJIeKO B MPOILUIOM U 6e3 Mpoaax.

Hy u xoporo. I[Tycts BUTaeT B 001akax v JyMaeT, 4To BCE 3TO EpyH/Ia, U HaJI0 ITPOJaBaTh rojio-
coM. MbI ke ¢ BaMU BOpBEMCS B HOBYIO 3py KOMMyHUKaiuu. [Ipu3HaemMcs, Ha caMoM Jiefie 3Ta 3pa
HayaJjachk eme Jer 15 Hazan. Mbl Torna 3aHUMaIuch NPOJAXer CIIUPTHBIX HAIIUTKOB U YK€ aKTUBHO
UCTIONB30BAJIM B OOIICHUH ¢ KJIMeHTaMu Borennyio B oouxon ICQ u moansiit Skype. MHorue k-
€HTBI ObLITM Pajibl TOMY, YTO HE HAJI0 TPATUTh BPeMsI HAa 3BOHKU, U BOIIPOCHI PEIIAIOTCS 32 CEKYH/IbI.

Tak:ke TOKHBI OTBETUTh HAa YaCTOe BO3paXe€HHE OT MPOTUBHUKOB MEPEMUCKH, YTO, MOJI, 3TO
MOKET padoTaTh [Isl MPOIAX MEJTKUX U PO3HUYHBIX, a JIJIs1 KPYMHBIX MTpoaax HeT. CkaxeM Tak: «Bbl
MIPOCTO HEe yMeeTe MX TOTOBUTh». PaboTaeT u nake oyeHb. Bee — jmoau, 1 Bce LIEHAT BpeMsl, U BCexX
YTOMUJIA 3BOHKHU.

Bo Bpems kapaHTHHA MBI CTOJIKHYJIMCh C TPOOJIEMOIA: JIIOAU OCTABJISIM HaM 3as1BKH, HO I03BO-
HUTbCSA UM B OTBET Mbl He Moryii. Yto nenath? Kak Obith? KoHeuHo xke, yiiTi B Meccenakepbl! Harm
YCUITUSL AAJTIN Pe3yNIbTaT — MPOJAKK CTaN PacTH.

M5l czienaiym MHOTO OIMOOK M MHOTOE WICTIPABHJIM B TEXHOJIOTHSIX. Beb meperoBopsl B Mec-
CEeHJKepax U Mo TesiepOHY 3TO He OIHO U TO ke. VI B 3Ty KHUTY BOIUIM TOJBKO T€ METOMbI, KOTO-
pbie ObLTHM TIPOBEPEHBI COTPYIHUKaMU AKajiemuu reperoBopoB Mropst PeizoBa. Takske Bl Haiinere
B KHHMI'€ MHOECTBO ITPUMEPOB, U TaK KaK KHUTa HarucaHa IByMsi aBTopamu — Mropem Poi3oBbiM 1
Auexceem IammnbM, U1 yI0OCTBA YMTATENIEH MBI OyIeM TIOMeYaTh, Yel MpUMep PUBOIUTCS.

Cpazy X0TuM pa304apoBaTh JIIOOUTEIEH CKPUIITOB U IIA0JIOHOB — B 9TOM KHUTe UX HET. B kHure
€CTh METOJIbI ¥ TTPUEMBI, IPUMEHUB KOTOPBIE BbI CMOXKETE C/IENaTh TaK, YTOOBI Y BaC MOKYIIAU U Bac
pekoMeHoBa . Ppasbl, KOTOPbIE Mbl IPUBOAUM KaK MpUMEpP, CTOUT IEPEBOIUTh HA CBOM SI3bIK U HE
UCIIONB30BaTh OE3yMHO, a BCE-TaKW BOCITPUHUMATh UX Kak MeTonsl. Hy 4To, yBaxkaeMble YynTaTesu,
MeHbIIIe CJIOB U Oobiiie aena. B myTs!
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I'nasa 1
7 IPUHIMNIOB NEePenucKu

JlaBaiiTe HOroBOPUM O TOM, KOT/1a TOpa 0OpaTUTHCS K KJIIMEHTY B MECCEHJIKepax, U CYILECTBYIOT
JI KaKKe-TO MpaBuJia WM MPUHLMITE TIepenucKky. 1 HauHeM MBI ¢ TOro, Korjaa HyKHO MucaTh K-
eHTY.

IepBoe, Koraa Mbl MHUIIEM TEKCTOM — KOIJIa 3alpoc K HaM IpHUILeN B BUJE TEKCTa, HallpUMep
yepes yaT Ha caiite UM yepe3 Kakywo-To ¢opmy. Viu ke KIMeHT caM MULIET B JUPEKT', HanpuMep
B TaKUX COICETsX, KaK (pefcOyKk uiaM MHcTarpam. Pa3 3ampoc momydaem B BHJE TEKCTa, 3HAUUT, U
OTBEYaeM B BUJIE TeKCTa. Benp y kiveHTa Ham aeHsrd. KimeHT xo4eT, 4ToObl Mbl €My OTBETHIIH B
BUJIE TEKCTA, 3HAYUT, TaK U JeaeM. Eciu ke TecToBas 3asBKa COIEP/KUT 3aIpoC Ha 3BOHOK, 3HAUUT,
riepe3BaHMBaeM. 371eCh BCE IIPOCTO.

Bropoe. KinmeHT xaet uHopMaiunio, HO He OTBeYaeT Ha 3BOHKU. B Haliell npakTuke JOBOJIBHO
9acTo OBIBAJIO, YTO MBI JIOTOBAPUBAJIMCH C KJIMEHTOM, YTO MOATOTOBMM JUISl HEr0 MH(OpMAIHIO, a
MIOTOM BBILIUIEM [JIs1 O3HAKOMJIEHHS. 3a4acTyl0 Mbl HAXOQWJIM HYXKHBIE CBEJECHUS, OTIPAB/IN Ha
paccMOTpeHue, a 3aTeM, BbIK/IaB apy JHEW, HAUMHAJIM 3BOHUTh. 3BOHUM pa3, [Ba, TPU — HE OTBe-
yaioT. «Kak ke Tak? MBI ke 10roBapuBajIvch» — MPOHOCKJIOCh B HAIIMX rojoBax. Ho Mbl HacToi-
YMBBI: [TUILIEM B BOTCAIl, HAIPUMEP, ¥ BUIUM, YTO UMEHHO 3/iech MH(pOPMaIL1s IPOCMOTPEHa, U KJIU-
€HT OIePaTUBHO OTBEYAeT.

W neiicTBUTENIBHO, MOTYAHUE TIPH MOMBITKE JO3BOHUTHCS MOXKET UMETh MECTO IO Pa3HbIM IpU-
yuHaMm. Eci Mb1 paboTaem ¢ OM3HECOM, C PyKOBOOMTETIEM, OH MOXET ObITh 3aHST. Y HEro OfHO
COBell[aHue, Jpyroe, IlaHepKH, KOMaHIUPOBKU U T. 1. OH He Bcerja MOXeT OTBeYaTh Ha TeledoH.
[Torom 3a0bL1, OTBJIEKCS, B KOHIIE KOHIIOB, HE OTBEYAET Ha 3BOHKM C HE3HAKOMBIX HOMEPOB. A KOrza
NMIIENIs B BOTCAI, OH, Korja OyJeT Bpemsi, Bceraa mpocMoTpuT. HekoTopsle pyKOBOIUTENH C yIIO-
BOJIbCTBHUEM 3TO JIEJIAIOT KaK pa3 Ha COBELIAHUAX, yMHOXas 3(pdeKTUBHOCTb. Mo, 4To BpeMs 3ps
TEpATb, OTBEUY Ha COOOIIEHUS — JIeJIOM 3aiiMYCh.

Msl 1 camu 3HaeM 1o ce0e, YTO He BCErAa OTBEYAeM Ha HEKOTOpble 3BOHKM, HO, KOI/la B BOT-
carie BO3HMKAIOT HA MKOHKE KpacHble LIU(MPbl C HEOTBEYEHHBIMU COOOILEHUSMH, TAK U XOUYETCs UX
pocMoTpeTh. BOT MBI uX, KOrja BblJaeTcss MMHYTKa, 1 cMoTpuM. HenaBHO rotoBuiuck k hopymy
«[Tukrarop. JIunep. Menemkep. 3 cTuiis yripaBlieHUs» U YIPaBJISOMEMY IPOSKTOM ObLTO JaHO 33/1a-
HUE CBA3aThCSA C AUPEKTOPOM KOMIIAHUM, KOTOpasi MOIJIa CTaTh MH(pOpMaMOHHbIM napTHepoM. [1po-
XOIUT /1Ba JHs, OTUuTHIBaeTcs: AHapeil IleTpoBruY Ha 3BOHKM HE OTBEYAET, JO3BOHUTHCS HE MOTY.
Pe3oHHBII BOMpoC: a B MeCCeH LKep MblTaich Hanucath? Hemas naysa.

AHEK/JI0T B TeMy:

[Nofiman MykuK 3070Ty0 peIOKy. Hy, Tpu *kenaHus, kKak 0ObI9HO. MyXKHUK
ce0Oe OrpoMHBIE YIITH 3aKa3all, HOC JUTMHHBIH, ellle YTo-To. .. B 001meM, pa3piekacs,
Kak Mor. [ToTparu xenaHus Ha BCAKYIO epyHay. PeiOKa ero cripammBaet: «YyBak,
a 9To THI OOraTcTBa HE MOMPOCUII, BEYHYIO JKU3HDb U Mpouee? — A 9TO, TaK MOXHO
obu10?!» O_o0...

Tperbe. IHOrga €CTh OLIYIIEHUE, YTO Mbl KJIMEHTA yKe JOCTAJIM CBOMMHU 3BOHKamu. IlycTh
Jaxe Jauajor ckiaapiBaercs. [1ycTh jaxe KJIMEHT JIOSJIbHBIN, U OOIEeHWe UJIET JIETKO, HO €CJTH BbI
10 JTI0OOMY TTOBOJTy 3BOHHTE KJIMEHTY: OIIAYeH JIM CUYET, BHICTABJICHBI JIU TOKYMEHTBI, TIPOIILIa JI
OTrpy3Ka, €CTh PUCK MOKA3aThCsl CIMIIKOM HABSI3UMBBIM, U YTOMHUThH KJIMEHTA. {0 9TOro He CTOMT
JIOBOANTH. TeXHWYEeCKre BOMPOCHl MOXKHO BBISICHUTH B TiepenucKe, pudeperast mpaBo Ha TesiepoH-

! Nagaiire Tak HaspBATH U1 NPOCTOTHI 0G0 CIIOCOG CBS3M YEPEs3 CEPBIC IMUHBIX COOOLICHHUIA, IOHUMAst IO STHM 1, COOCTBEHHO,
IMpPEeKT MHCTarpama, 1 MecceHpkep ¢ercOyka u T. 1.
7
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HBII Pa3roBOp WK BCTpeuy IS KJIIOUEBBIX MOMEHTOB cliesiku. Ecin ke uyBcTBYyeTe, UTo yxke HaJlo-
€11, TIePEeXOIuTe B MEPETHCKY.

U BooOIIIE, 1PY3bs, KOT/Ia MBI HAUMHAEM TIPOJAXKY IO TeJie(hOHY U IyBCTBYEM, UTO B TeJiehOH-
HOM pa3roBOpe JUAJIOT HE KJIEUTCSl, MOXKHO MPEUIOKUTh KJIMEeHTY MepelTu B nepernucky. Ceivac
Bce OOJIbIIIe JTO/IeH, KOTOpBIe He JII0OAT Tesie(DOHHbBIe TIeperoBopsl, a MH(OPMAIIHIO B MeCCeHKepax
BOCIIPMHUMAIOT C YIOBOJILCTBUEM. M 4acTo ObIBaeT, 4To MEHeKephl 10 TpoJakam, rmepeBoss Oec-
MIePCTIEKTUBHBIN, Ka3aJI0Ch Obl, TeJIe(pOHHBIN EPE3BOH B MMCbMEHHBIN TUAJIOT, 3aBEPIIAI0T IPOAAXKY
YCHEIIHO UMEHHO B MEPEIrcKe.

Yerseproe. Het peakuiuu Ha meit. [la, MHOrMe KJIMEHTHI BCE €llle MPOCT OTIPaBIATh UHPOP-
MaIuIo Ha JIEKTPOHHYIO MOYTy. Mbl UCHIONHSAEM BOJIO KJIMEHTA, OTChIJIaéM MUChMO, a peaKkluy He
nonyyaem. Mel Bropoii pa3 niuiieM. CHOBa peakiiuu HeT. Ml BOT Torjia nuiieM B MecCeH IkKep.

Hapio nonumars, 4To NpoIeHT OTKPHITUS MUCEM MOCTOSIHHO CHUXkaeTcs. M3 rona B roj oH Bce
MeHblle U MeHblie. Cefiuac KIMEHTHI YATAIOT, IO JAHHBIM UCCIIEJ0BATEILCKUX KOMIIaHUH, Bcero 10—
15 % mony4YeHHBIX TIOYTOBBIX cOOOMmeHU. [109TOMY YacTo oIy MPOCAT OTHPAaBUTh MH(OPMAITUIO
Ha MEIT Mo NMPUBBIUKE, a caMu ero He cMoTpAT. imeem 31o B Buy. Het peakiu Ha Meil1 — nuiiem
B MECCEH/IKEP.

[Taroe. He Moxem BooOIe 103BOHUThCS. [Ipuxoqut, HampuMep, K HaM 3asiBKa, eCTh HOMEp
TesiepoHa, ¥ HAM HYKHO YTO-TO YTOUHWTD Y KJIMEHTa. Mbl 3BOHMM, 3BOHUM, 3BOHUM: HE MOJHUMA-
ercst TpyOka. He moxem no3BoHuthcs. [lostomy mumiem B mecceHkep. OObsCHsIEM, YTO H03BO-
HUTHCA He MOkeM. Kak 3To enareh v Kak B TaKue TUAJIOTH BXOJUTh, 0OCYIUM TIO3Ke.

Ceituac Ba)XHO TMOHMMATh, YTO JTIOOOE OOpAIlIEHUE — TO TOPSUYMA JIUA, ¥ TePATb €ro Mbl He
MO’KEM TOJIBKO JIUIIIb IOTOMY, YTO JJO3BOHUTKCS HE MostydaeTcs. [103ToMy mMbl ruiiieM B MeCCeH IkKep.
[Tummem Takske U Torga, KOraa HaM HYXKHO MOJIy4YUTh HOMEP TesiedoHa Jisl CBSI3U.

Hexkoropbie Bujibl OM3HECA BCe-TaKU MOPA3yMeBaIOT, YTO, HAITPUMED, OCHOBHAS MPE3EHTAIHS
0o mpojaxa OyayT MPOUCXOAUTH, HAIIpUMep, TIpu BeTpede. U ecnu Bai Ou3Hec crieludpudeH, To
TSI TOTO, YTOOBI TPOBECTH MPE3EHTAIIUI0 TPAMOTHO, HYXKHO BBISIBUTH TIOTPEOHOCTH, 2 UX JIs CIIOXK-
HOro OM3Heca He BCerJa MOKHO BBISIBUTH B TIEPEINUCKE, TIO9TOMY HYKHO IMUCATh, YTOOBI TIOyYUTh
HoMmep. Ecim, Hanpumep, BbI o0IIIaeTech B MHCTarpam uin B eficOyke, BOT TaM 00s13aTeIbHO HYKHO
MPOCHUTL HOMEP TesiepoHa, YTOOB! KJIIMEHT MPOCTO HE MCUe3, He YBUJCB WM HE MOHSIB C X0y LieH-
HOCTH TIPOJIYKTa WK yciiyru. Benb B nepenucke Hac JIerko MTHOpUpoBath. M 3T0 oguH U3 MUHYCOB
MePEnCKH, KOTOPBIN MBI JOJIKHBI YUUTHIBATb.

MBp1 06cynuim, Koraa MOXKHO MUcaTh KreHTy. KoHeYHO, TAKMX MOMEHTOB OOJIbIIIe, MBI BbIZe-
JIMJIA CaMble OCHOBHBIE.

[ToroBopum 0 nprHIMIIAX EPEITUCKU.

IlepBblil NPUHIIKAI: ONIEpaTUBHBIN OTKJIMK. Ecim npuinesn 3anpoc, Mbl JOJIKHBI OTKJIMKHYThCS
MaKCHMAaJIbHO OBICTpO, JTyullie cpa3y. He pekomeHnmyercst 6pars nay3y Oosnbine 15 munyT. B coBpe-
MEHHOM MHpPe KOMMYHHKAIUS yCKopsieTcs. KIMeHThl XOTAT OnepaTUBHBIX OTBETOB, OBICTPBIX KOH-
CYJIbTAlliA B BHICOKOKOHKYPEHTHOMW Cpejie COBPEMEHHOro Mupa. Yacto Tak ObIBaeT, 4To, €ClId MbI
OTBEUYaeM uepe3 HECKOJBKO YacOB IMOCIIE 3aIpOca, OKA3bIBAETCS, YTO KJIMEHT yke Ky HY)KHOE B
ApyromM mecte. B moTtepe Takoro KjiveHTa BUHOBATHI TOIBKO MBI.

Ham yacto 3aatot Borpoc: eciu 3asBKa MPUXOAUT BEUEpOM, KOT/Ia JTyUllle OTBeYaTh KJIUEHTY?
Coger: orBevaTh cpazy. I[loroMy uTO, €Clii YeIOBEK XOUeT YTO-TO KyNUTh Ha SMOLUSX, MYCTh Jake
B 10 yacoB Beuepa, BOT U HY)KHO My B 3TOT MOMEHT IIpOAaBaTh, a He kAaTh yTpa. Korga amorun
CXJIBIHYT, OH MOJKET NepeilyMarh.

IIpumep Asekces.
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VY Hac B AkageMuu TpoXoAsAT BeOMHAPhl MU MAcTep-KJIACCHI, Ha KOTOPBIX JAETCS TMOJIE3HBIH
MaTtepHuasl ¥ aHOHCUPYIOTCs1 oOyyatorye Kypcbl. [1o utToram 3aHATHII 3aMHTEPECOBAHHBIN MOKYTIATENb
MOXET OCTaBHTh 3asIBKY Ha MOKYMNKY. HioaHC B TOM, 4TO 0Oy4yeHHe OObIYHO 3aKAHYUBAETCS] OKOJIO
21:00 mo MOCKOBCKOMY BpeMeHH. A B HEKOTOPBIX PErHOHax yxke riyOokas Houb. Hamm MeHemkepsl
BCerJa cpasy OTBEYAIOT Ha TOJIBKO UTO MOCTYMUBINMI 3arpoc. Y HU pa3y s He BUIE U He CIIbIIIA,
YTOOBI HOKYIATEIs 3TO pa3o3IuiIo. Takast ObICTpast peakiis MeHeKepa Ha 3asIBKY, Ha000pOT, BbI3bI-
BaeT gosepue. Jla ¥ BpsAA JIM MOKymatesb U3, Hanpumep, KpacHosipcka, mocMoTpesn BeOMHap, 3aX0Telt
KYIIUTb, OTIIPABWII 3aIBKYy 1 MTHOBEHHO YCHYIL.

Bornee Toro, 3aMeueHo, 4To B Hepabouee BpeMsl JIOAU OXOTHEE OTBEYAIOT Ha COOOIICHHUS.

Bropoii npuHIMn: TEKCT AOJKeH ObITh yIoOHO unTaeM. Cornacurech, HeMPUITHO TOMyYaTh
HAIIIUATOBAHHOE CCHUTKAMM MOJIOTHO TeKcTa. Camu Mbl TaKHe MMchbMa UrHopupyeM. Tak nmoyeMy Kiu-
€HTBI JOJDKHBI 3TO YUTaTh?

[Tostomy, npy3ws, nodaeisem Oomblie ad3aneB. OHU JTOKHBI ObITh HEOONMBIIMME. B oHOM
MPEAJIOKEHNH — OfIHA MBIC/Ib. VI KOHEYHO 3Ke, CIeUM 3a IPaMMAaTHKOW U 3HAKaMM TMPENHAHUS.
[ToTomy uTO, YBBI, C TUM YacTo ObBaeT Oefa. Ml 370 HABOAUT Ha OIpe/ieIeHHbIE MBICIH O TOM YeJio-
BeKe, KOTOPbIA HaM XOYeT YTO-TO MPOIATh.

IIpumep:

1o

Iocae

Bonpocer ona avmira.

Ha rarIm cepBHCax pasMme-
[IaThCA CHaWaIa
{CocTaRIeHMe CMeTBI KOH-
CVIABTAINOHHOTO COIPOBO-
R OeHIA

BazoBpll KOHTAKT-TITTAH 3a-
IVCRa KVpCa

[lepedeHb HCTOUHNKOR J17TA
TPpeHHHTOROI IPORATRIL

Ha rarom srane npoerTa
MOHO 33 KA3BIBATE KOH-
CVIILTAIlNN

Kar nporecTrpoBaTe crpoc
Rakr corROHOMITE BpeMd Ha
[IePBOM 3aIVeRe

Bonpocer ond ayaonra:

— Ha rarux cepencax
PasMellaThed CHadaaa”

— (CocTaBaeHNE CHMETEI
KOHCYIBTAONOHHOT O COII -
BOSKIEHIIA.

— Basz0BLII KOHTAKT-TII4H
3AIVCRA KVped.

— IlepeueHb HCTOUHIKOR
714 TPeHMHTOBOI TIPORATRIL
— Ha raroM sTane mnpo-
eRTd MORHO 33KA3EIBATE
ROHCYIBTALIIY

— FRak oportecTipoBaTh
cripoc?

— K&k e3EoHOMITE BpeMA
Ha [IepBOM 3alIVeRe

TpeTunii NPUHIMII: IEPCOHATM3ALMA. YKe HE TOJIBKO B IIEPEMNKCKE, HO M B IPOjIakax BOOOIIIE,
ab0peBuatypol — B2B (6usnec myis 6msHeca), B2C (6usHec 11 oTpeduTeis ), 1o HallleMy MHEHHUIO,
yXke OCTaJIUCh B MPONLTOM. ECTh OfIH BU TPOJAKH, «UEJIOBEK-UEIOBEKY».
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K noreHmaibsHOMy KJIMEHTY HYKHO B TIEPBYIO OYepe/Ib OTHOCUTHCS KaK K UeJIOBEKY, TOITOMY
3/1eCh W TIPUHIIMIT TaKOW — mepcoHanu3aius. KimeHta Ha3biBaeM MO MMEHU. Y[iesisieM BHUMAaHUe
JeTaJIsIM, O KOTOPBIX TOBOPHUT KJIMEHT, BIUIOTh IO UMEHU COOAKM WM yBJedeHHs. biaro, kak pa3s
Mepenucka co3IaeT Takyl arMocdepy MpocTOTH U JioBepHs B oOmeHnu. Cliemum 3a 3TUMH JeTa-
JISIMU, UCTIONb3YeM UX B auasore. M KoHeYHO, UeloBEeYeCKUil pa3roBOpHbIN sI3bIK. Korma mMbl roBo-
PHM C YeJIOBEKOM, He HY;KHO UCIIONIb30BaTh IITAMITBl U3 O(PMCHOTO MPOIILIOrO TUTIA «B MIPOIOIKEHUE
Tesie(pOHHOTO pa3roBOpa MO3BOJIBTE HAITPABUTH BaM. ..» ByabTe npoine. Bee-taku 310 MecceH1keph:
JIOMTY JTIOOST pa3rOBOPHBIN SI3bIK U HOPMATBHO K HEMY OTHOCSITCSL.

IIpumep:

bea nepeonaszanm C nepeonanezanieii

— JoOpEIT IeHE, YBaAE-
eMble koTer! B opogoa-
"HeHle HallleTo TeldedioH-
HOTO PasToBopa Opelmaral
O3HAKROMUTECH C HIIHREIL3-
JIOWReHHOT HHGOPpMaLliel
I71A COBMeCTHOI BRIPAtOT-

— Hdofpelil Beuep, Huro-
JIATl!

Me! DosHaROMILTIICE Ha
BLICTaBRe B cpeIv. EeTarTir,
KAK BRI €8 OLeHIBAeTe
Benr BEI ToBOPRIIIL, UTO
OCJIBIICI TORIOHHIE WRI1-

KI[ pellleHHIL BOTIIICTL
H xoTea TpoROHCVIBTI-
POBATECA IO BOIPOCY, KO-
TOPBRIIT HAaTaIH O0CVAETATE
P BCTReHe,

ITospoanTe’

YeTBepThiii NPUHIMIL: B JUAore He CTaBUM TOuKy. Kakoe Hamre cooOrieHne B MecceH-
IKepe TOJKHO OKAHYMBATHCS JIMOO BOIPOCOM, MOOYKAAIOIINM K Pa3sBUTHIO JHUAJIOTa M Nepenade
HOBOH MH(OpMALIH, OO0, €CIIH IeJI0 HAET yKe K MPOofaXKe, IPU3BIBOM K ITOKYTIKE.

M=l He pa3 eme OyneM oOpamarbcsi K TeMe MpU3bIBa K MOKYIKe. A ceiffuac poCcTo MMeeM
910 B BUAYy. Ecii MBI 3akaHuMBaeM cOOOIIEHNE TOUYKOW, TO HE HY)KHO Ha/IesIThCS, YTO KIIMEHT cCaM
JOMBICIIUT U PEIIUT: «BUAUMO, TETIEPb MHE HYKHO 3TO CIIPOCUTb» WM «BUIMMO, CEYac MHE HYKHO
Kynuth». HeT, npys3ps, Takoro He Oyner. [1osToMy MBI JOMKHBI yIpaBisiTh Auasorom. Hukakmx
TOYEK. 3aKaHUYMBAEM BOIIPOCOM WJIM MPU3bIBOM K JIEUCTBUIO.

IIATHI NPUHOMI: TOTOBUM IIA0JOHBL. MHOTME CUTYyalluy MOBTOPSIOTCS, MO3TOMY IpPOLIEe
umeTh 3arotoBku. Hanpumep, nprserctBrie. MOKHO HalmMcaTh NIMKAPHOE LIETUIAIONIEE TPUBETCTBHE.
TosbKO He yBJIEKalTeCh U HE CO3JABAITE CKPUIITHI.

¥V Hac JomKeH ObITh TIOATOTOBJIEH IA0JIOH, KOTJa Mbl BXOJMM B BOPOHKY BOIPOCOB. J1y1st Toro,
YTOOBI BBISIBUTD NMTOTPEOHOCTH, HYKHO MOJIYIUTh pa3pelleHre Ha 3a1aBaHie BonpocoB. [lotomy 4o,
€CJIM MBI €r0 He TIOJIyYUM, Hac KJIMEHT B OO0 MOMEHT MOXET IpepBaTh U cKas3arh: «K uemy atu
BOIPOCH 7» [109TOMY ecTh Takoi madioH, Toxe ero pasdepeM nosxe. KoHeuHo, OH JOMKeH ObITh Y
Bac Iepej Mia3amMu.
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Hy u camu Bonipocs! BeisiBJIeHU S ToTpeOHOoCTel. Bhl styuriie 3HaeTe cBoii OusHec. O ToM, Kakue
OBIBAIOT BOIIPOCHI JIJIS1 BBISIBJICHUSI IOTPEOHOCTE!, MBI OyJIeM TOBOPHUTH TI03%e, HO MIAOI0HBI [0 HUM
y Bac JIOJKHBI OBITh.

W nomxkeH OBITH MIA0JIOH TaK HA3bIBAEMOUM OTCPOUKHM OTBeTa. BrIBaeT Tak, 4yTo KJIMEHT 3aaeT
BOMPOC WK TpeOyeT Kakyio-To WH(OPMAIIMIO, HO Mbl Ceiiyac HE TOTOBBI JIaTh OTBeT. BakHO 1aTh
KJIMEHTY TIOHATh, YTO BOIIPOC peliaeTcsi, Mbl BUJICN €ro oOpalieHue, paboTaeM HajJ HUM, OHO He
3aBUCIIO B BO3/yXe. BOT MOTOMY CTOMT MOATOTOBUTH U TaKOW MIa0JIOH OTCPOYKH OTBETA.

IlIecToil NpUHIUN: CKAaX)XEM «HET» 3aBUCIIUM Juasioram. ECTb Takoil 1acT ClesoK, /i€ Bbl
HEJIONOoy4aeTe MHOTO JeHer, IOTOMY UYTO KJIMEHT 3aTuX. DT0 MUHYC Nepenucku. B nepernucke Kim-
€HTY JIETKO 3aMOJT4aTh WK UTHOPUPOBATh MEHEKepa M0 MPOoJaKaM.

WTak, KIMEHT 3aTHX, U eCJIM MEeHeKEePHI 110 MPOojIaXkaM ero He TOIJABIUBAIT U He BO3ZOOHOB-
JISIOT JUajior, Hu4yero He cayuutcs. KiveHt He Kynut. [1o9ToMy MBI JOJKHBI OOPaTUTh TTPUCTATIEHOE
BHUMaHUE UMEHHO Ha TaKMe 3aTUXIINE NEPENMCKU U UCTIOIb30BaTh OnpeesieHHbIe (hpas3bl, KOTOpbIe
Oy/IyT JBUTraTh AUAJIOT IAJTbIIIE K 3aKJTIOYCHUIO C/ISIKM. DTUM BOIPOCaM MOCBSIIIEHA OT/e/IbHAS I71aBa,
r7e Mbl Oy/IeM TOBOPUThH O 3aBHCIIIMX MEPENUCKaX U CACITKAX.

CeapbMoil IPUHIMIL: TOJIOCOBBIe co0OIeHrs. CKOIBKO CIIOPOB BEJETCS B MHTEPHETE O HUX!
Crout KoMy-HMOY/Ib HANKCATh TOCT THIA «yOMJI Obl» TeX, KTO OCTaBJSAET ayJHOCOOOIIEHH», KaK
HayuHaeTcs xonusap. M 3to cripaBeymgo.

Jlaneko He Bce MO3UTUBHO OTHOCSTCA K TakoW ¢hopme oOmieHus. Bce 3aBUCHT OT xapakTepa
yesnoBeka. Ho cornacurech, ecTb Te, KTO He IPOCTO XOPOIIO OTHOCUTCS K TOJIOCOBBIM COOOIIEHUSIM,
HO ¥ HAaCTauBaeT Ha MofgoOHou (opme.

Hano noMHHTB, YTO roI0COBBIE COOOIIEHUSI — MHCTPYMEHT. Ero MOXHO 1 HYKHO MCIIOB30BATh
¢ ymoM. EcTb, KOHEUHO, CBOM OCOOEHHOCTH: MAJIO KTO CIIyIIAeT ayAHOCOOOIIEHH S, TPUCTaHHbIE C
HE3HAaKOMBIX HOMEpOB. MBI UX JIMYHO, HAIIpUMEp, HUKOIZA He MPOUTPHIBAEM: MaJIo JIM YTO B HUX
conepkutcs. [103TOMy roiocoBbie COOOIIEHHS 3aNMCHIBAEM U OTIIPABJISIEM TOJIBKO C COTIACHS KJIH-
eHra. [la v BooOIIe UCTIONb3yeM MX He CIMIIKOM YacTo.

Onu GecrieHHbI, KOraa HyKHO JOOABUTh SMOIMI B AUAJIOT MPU 3aKPHITUU CAEJIOK, IIPH BbISIB-
JeHnu notpedHocTei. OHU Ke — OTIIMYHBIN COCOO SMOIMOHAIBHOTO BO3JEHUCTBUS, KOT/la HYKHO
packauarh KJveHTa. BoT Toraa oTIMYHO MOAXOOUT TOIOCOBOE COOOIIEHHE.

OcobeHHoe MpaBWIIO AJIs1 HUX TaKOe: He HYKHO B TOJIOCOBBIX COOOIIEHHSX AUKTOBAThH TO, YTO
HYKHO 3anucbiBath. Hanpumep, Homepa TeneoHOB, aapeca Win Jpyryio MH(OpMAIHIO B BUIE D,
KOTOpasi JOJKHA OBITH Mepes ria3aMu y KiareHTta. [Totom sto Bce notepsiercsi. Bonee Toro, 3a4actyio
TaKKe BEIH MPOCTO Pa3ApakaloT KJIMEHTOB.

BriBoabI.

S curHaJIoB UIs1 HAYaJIa NepPenucKu ¢ KINeHTOM:

1. 3arnpoc OT KJIMeHTa IpuUIIe] TEKCTOM.

2. Kimment x et ungopMaluio, Ho He OTBEYaeT Ha 3BOHKHU.
3. EcTb omyliieHye, 4To Hallv 3BOHKU yXke 10CTaJIu.

4. Her peakiuu Ha MeI.

5. He moxeM BooOI1IE T0O3BOHUTHCS [0 KJIUEHTA.

7 OCHOBHBIX IPUHIIUIIOB NEePeNNCKH:
1. BbICcTpBIN OTKJIMK.

2. YIOOHBIN ¥ YNTAEMBII TEKCT.

3. [lepconanu3zanus B quajiore.

4. B auanore He CTaBUM TOYKY.
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5. lenaem m1aGJIOHBI TIOT TIOBTOPSIIOIIMECS CUTYAIIUH.
6. CnenuM, 4TOOBI IUAJIOTY HE «3aBUCAIIA».
7. VMHBIA HOIXOM K TOJIOCOBBIM COOOIIIEHUSAM.

MBI HEe MOKeM B3STh U NIEPEJIOKUTD B IEPENHCKY BCE TEXHOJIOTMU TEIE(POHHBIX WU «KUBBIX»
npogax. B nepemnucke ectb cBou HI0aHCH. U He Bce, 4TO MBI MOKEM CIEJIaTh MO TeaedoHy, npume-
HHMMO B repernucke. Mbl ganee OyaeM pa3OMparbcsi ¢ STUMHU HIOAHCAMH, PYKOBOJCTBYSCh IPUHIIU-
MaMU TEPENrCKU, KOTOPbIe Mbl OOCYVJIH BHBIIIIE.

12



N. P. PoizoB, A. T'. TlamuH. «XBarut MHe 3BOHUTH. [IpaBuiia ycrienHbIX EperoBOPOB B MECCEHIKEPAX M COLIUATIBHBIX
CETAX»

I'maBa 2
7 NpuYuH, TOYeMYy Ballla MepenucKka cenyac He MPoaeT

Haunem norpyxeHue B HIOAHCHI Ipojax B nepenucke. [ToroBopuM o ToM, rmoyeMy ceiyac
BaIl 0OMeH COOOIIEHUSIMH OKa3bIBaeTCs Manod(eKTUBEH Wil BooOIIe He nponaeT. [IpuunH atomy
MOXeT ObITh MHOTO. MBI BbIJIEJISIEM CEMb OCHOBHBIX. PaccMOTpHM Ha npumepe Mpojax B JUPEKTE.

Kaxue Bormpochl BaxXHO 0OCY/IUTB:

1. Yro nucath KIUEHTY, YTOOBI MPOJakKa COCTOSIACH?

2. Kak nepexBaTbIBaTh KJIMEHTA B COLICETSIX U HE TEPATh ero?

3. Kak nepeBoAMTh HOBBIX MOANKCYUKOB COLICETEN B KJIUEHTOB?
4. Korna (B Kakoii MOMEHT) BOOOIIIE MOXKHO YK€ MUCaTh KJIUEeHTY?

OcHoBHas np06)1eMa, KOrjga Mbl rOBOpUM O IIpOoAaxkax B AUPEKTE, 3TO TO, YTO Mbl TpATUM Ha
NOAIMUCYUKOB IEHBI'N, BPEMA U SHCPI'rI0, HO HE pa60TaeM C HUMHU.

AHEK/JI0T B TeMy:

Croutr MyXUK Ha yJauile W mpojgaer MoHerwl. [Ipocut 3a omguH pyoibp 98
koneek. Ouepenp crpaiiHas. [logxoaut BTOpoi MyKUK 1 TOBOPUT: — Ye aenaenib? —
Pyons 3a 98 komeek mpomao. — A cmbicn? Ilpuosuib-to rae? — I[TpuObiib?
[TpuOBLIL. .. XpEeH ee 3HaeT, HO 000pOT OeIIeHBII.

[TpuBenem npumep JTUYHOM MEPENUCKY, Iae AJIeKCcel BbICTYNAl B POJIM IMOKYIATesl:

[o6pbiit AeHb! Xovy 3aKa3aTb y Bac
MOLIMB KOCTIOMA. Koraa MoXHO
npuexatb? Mo TKaHW pPeLunTb U T

[ob6pblt aeHb! Bee noapobHOCTA U
3an1ch y Hac no Homepy 7-23-56

Yrto mbl BuanM? KilMeHT XOTel1 CIIUTh KOCTIOM, Hallles aKKayHT, KOTOPbI TOCOBETOBAJIH, HAITHU-
caJl COOOIIeHrEe B IMPEKT, YTOObI HA3HAYUTH BCTPEYY ISl CHATUSI MEPOK U moadopa Tkauu. [o cyrwy,
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OBbLIT TOTOB pa3MecTUTh 3aKa3. B oreeT momyuwm: «JloOpsiii 1ers! Bee mogpoOHOCTH 1 3amuch y Hac
10 TeJeoHy...»

[Touemy e BMeCTO TOro, 4TOOBI IPSMO B AUPEKTE 3amucaTh HA BCTPEdy, eMy IpejiaracTcs
3a4eM-TO CIEJIaTh €lle OOUH JOIIOIHUTEILHBIN ar?

Uro MOXeT MpOU30MTH B 3TOT MOMEHT? KJIMeHT MoXeT HalTu ApYrou, Oojiee KIMEHTOOPH-
SHTUPOBAHHBIN aKKayHT. MOXeT nepelyMaTh, OTBJICUbCS HA CEMbIO, Ha PadoTy, U ellleé MHOTO Yero
MOJKET ITPOM30UTH C €r0 HaCTPOEeM Ha MOKYMKY... Ha nuiiHeM 1mare noTeHIuanbHblid KJIMEeHT, KakK
TOBOPUTCS, «CIIUBAETCS».

Crnenyiomuii mpumep:

MpuBeT! A MOXXHO MaLLMHY Y Bac Ha
TO cpatb?

[106pbiit AeHb! [la

Ha stom Bce. KitmeHT He cnpammBaet, eMy He oTBedaloT. Hu uepes neHb, HU yepe3 HeJelo,
Hukoraa. OTKyaa y mpojaBlia YCIYTM pOIMIach MbICIb, YTO KJIMEHT cCaM CO3peeT CaTh MAallMHY
Ha TeXHUYECKOe 0OCTY)KUBaHUE UMEHHO UM, NP TAKOW MOIIHOW KOHKYpeHIMH Ha priHKe? Ckopee
BCEro, 3TO OyAeT yxke apyrasi opranu3aiysi. CHOBa OTEHIIMATbHBIN KJIMEHT MTOTEePSIH.

Hy 1 HAaBEPHAKA KaKAOMY U3 BaC IIPUXOAUIJIOCH BUJCTb CJIC,H}’IOH_II/Iﬁ BApUAHT: BbI IIOATIMCbIBA-
eTech Ha KaKOM-TO AKKAaYHT U IIOJIYy4a€TE PACCBUIKY B BUIC OE3JIMKOro MOJIOTHA:
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iMessage

r
|

1 7 L)

Bcem npueeT! Haw puTHecc-kKnyo
OTKpbincA! HoBenwmMe TpeHakepsbl,
cayHa, [)Kaky3um - Bce ecTb! OnbiTHbIe
MHCTPYKTOPLI, Nto6e3Hbin nepcoHan! C
Hamu Bbl cTaHeTe euwe cTponHee,
3aoposee, secenee! Bce Bonpoch! No
HOMepYy:

Kaxk sto BOCIIPUHUMACTCA Honyane)IeM?

Bcem mpuBer (naxe He Tebe NMpHUBET, a BCEM MPHUBET). Mbl HaKOHEU-TO
OTKPBLIHCH.

Jasipllle MOET olMcaHue TOro, Kakue Mbl 3amevaresibHble, KaKUe y Hac TPEHaKepbl, CayHBl,
Xamambl ¥ T. 7. Y panbiiie Mbl BUIMM 3TO CHOBA — BOT TeOe Tese)OH, 3BOHM HaM, JI0TOBAPUBAKCS.

HyxHO OBITh OYeHb 3aMOTHBHUPOBAHHBIM YEJIOBEKOM, YTOOBI, TIOJTyUUB OE3JIMKOE COOOIIEHNE,
NPEeINPUHATh Kakue-To IercTBrs. «Hy-Ka, Hy-Ka, MHTEpEeCHO, YTO y HUX TaM 3a Ki1yO Takoi? [laii-
Ka 5 BBIJIEJIIO BpPeMs, IO3BOHIO UM M BCE XOPOLIEHEUKO y3Hai0». M Bce 310 Ha (hoHe kecTovaidiieit
KOHKYPEHLIMH Cpe/iy MOA0OHBIX CHOPTUBHBIX KJIYOOB. ..

T10 TpHU KUBBIX IIpUMEpA. HpI/I‘IeM MNEPBLIC OBE€ OpraHrU3allud IMOCTOAHHO KaJTYIOTCS Ha
HEXBATKY KJIMCHTOB. HOHHTHO, YTO IIPH TaKOM MOAXOAE p€Yb HE UIET 00 YBCJIMUCHUA HpI/I6LIJ'II/I uepe3
MMpoaa’xv B CONUAJIbHBIX CETAX.

JaBaiite pazbepemM ceMb NPUYMH TOTO, IOYEMY MeperrcKa ceivac He rmpogaer. Vmm, Moxer
OBITh, TPOAAET, HO He TaK 3(PPEKTUBHO, KaK XOTEJIOCH OBI.

V3meHuB 311 (pakTOpbI, Bbl OJIYYUTE MOIIIHENIIIME TOYKM POCTa [1s PO B MECCEHIKepax,
B IUPEKTE U T. [.

Bynem ¢ kaxnoil U3 3TMX NpUuMH pazouparbes 1o ouepenu. CkaxeMm cpasy, NepBble JBE —
crepeoTuisl. OO03HAYMM UX, HO JA0JTO Ha HUX OCTAHABJIMBATHCA HE Oy/eM.

IMPUYMNHA 1. IIpeny6exaeHus U3 MpolLioro:
* Vcrionp30BaHMe MECCEHKEPOB — 3TO OATIOBCTBO.

*B MEPEIMCKE HE MMpoaalllb WK IpoAallb MUHUMYM.
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* [lepenucka 1Jist IOAPOCTKOB, B3POCIbIE M COCTOSITE/IbHBIE JIIOM TI0 BOTCAITy He OOLIAI0TCS U,
TeM OoJiee, He TIOKYTIAIoT.

Moxert ObiTh, B ganiekom 2010 romy, korga Ajnekceil pyKOBOIWII OTIEIOM TIPOJaK, 3TO U ObLIO
npaBaoi. M ObUIO cripaBeIMBBIM yTBepXkaeHue Thna: «Ecim He Oynemb 3BOHUTh, He OyaeT Mmpo-
nax. He 3BOHMIIB — HE Tpojiaciiib». DTO yTBEPXKICHHUE UMEJIO MPaBO Ha Ku3Hb. OHAKO B TOM K€
rofy KomraHuu npwuien 3aka3 u3 Typiwm. Torga u3 mecceHmkepoB HUYEro eme He Obuio. Buum
TOJILKO achKa M CKaiirl. 3BoHUTH B Typiuio ObUIO TOoporo. AJiekceid 0OpaTHiICs K KJIUEHTY: JIaBaiTe
petmM Boripoc B ICQ. ITpumeHT BCIO TEXHOIOTHIO MPOJAK: YCTAHOBIIT KOHTAKT, BBISIBIJI MOTPEO-
HOCTb, OTBETHJI Ha BOITPOCHI, IPE3EHTOBAJI, UCXO/sI U3 TOTPEOHOCTEN, BBICTABUI CYET U... KYIHJIH.
Ha 1,5 mH pyOeit! Vike toraa, B MecceHkepe, Kymwid Ha 1,5 mutH pyOrnei!

U yxe Torga crajio MOHSATHO, YTO MePenucKa — a0COJITHO Padounii HHCTPYMEHT, YTOOBI
npojaaBaTth. Ml 4To Ba:KHO — MPoJaBaTh HA JIOObIE CyMMBbI .

Ceftvac Harll JiemapTaMeHT Mpojiaxk MpojaeT B Mepenvcke 06e3 eMUHOro 3BOHKA MPAKTHUECKU
Ha Jo0ble CyMMBI. J1a, €CTh KJIIMeHTHI, KOTOPBIM JIydilie 3BOHUTh. HO ecTh KIIMEeHTHI, KOTOpHIE JTI0OST,
KOTJIa MM TIPUCHUIAIOT cooOIeHus: B Botcan. OHM M OTBEYAIOT B MECCEeHKepax oxoTHee. MIMeHHO
TaKUX KJIMEHTOB C KaXIbIM 'OIOM CTAaHOBUTCS BCe OOJIbIIIE.

Wrak, 4Tto 37€Ch HY)KHO chenath? 3/1ech HyX)KHO MopadboTaTh ¢ COOOM, CO CBOMMU MEHE/IKe-
pamu 1o pofaxkam. M 3aMeHuTh OrpaHMYMBAIOIIYIO0 YCTAHOBKY «B miepenucke He mpoaiib, BCe 3TO
OAJIOBCTBO U MAJIOCTH» Ha IMOJIEPKUBAIOIYI0 YCTAHOBKY «B mepernucke MOKHO IMpojiaBaTh Ha JII0OYI0
CYMMY, 1 9TO CEpbE3HbII1 UHCTPYMEHT».

N na, crout npuHsTh, YTO B HACTOsIIIIEe BpeMsl Jaxe JIoau u3 crucka Forbes, cpeny KOTopbix
€CTh Y HAIlTM KJIMEHTHI, C YIOBOJIBCTBHEM BEAyT MEPENrCcKy 1 OOIIAIOTCS TIO ey B MeCCeHKepax.
Tak 4o, eciii Bbl MPOJOJIKAETE AyMaTh, UTO MEPETMCKa J1J1s1 OAPOCTKOB, TO BaM CTOUT MPUHSTH TO,
YTO Ballli TTPOJAXH OyAyT U JaJibllie TIagaTh, a Bel Oy/leTe BUHUTh B 9TOM KPHU3UC UM MOI03pEBaTh
MPOUCKU KOHKYPEHTOB.

Ba:xkno: Eciin Bbl He oTKa)keTech OT Mpeay0ekjeHusl, YTO MO MepenucKke He Mpo-
J1alib, Bbl HIUETro U He MPOoJaauTe.

INPUYUNHA 2. Ckencuc: « TeKCTOBBII YaT WM 3apocC OT KJIMEHTa B MECCEHKEP WU TUPEKT
— 3TO HE JIU1>».

MBbI NpUBOAXIIM IIPUMEP € 3aKa30M KOCTIOMA. BUIMMO, MEHeKep pellul, 4To pa3 KJIMEHT He
MO3BOHWJI — 3HAYMUT, HEAOCTATOUHO TEIUIbIM, HEJOCTATOYHO PA30rPETHIA U YK TOUHO — HE TOpsSYUid
KJIMEHT. A pa3 Tak, TO U OTHOCUTBCA K HEMY HYKHO COOTBETCTBYIOLIE: XOJIOQHOBATO. MOXKHO naxe
HEMHOXEUKO MHYTb, YTO, COOCTBEHHO TOBOPS1, U TIPOU3OIILIO.

Hy:xHO OBITH OYEHb 3aMOTMBHPOBAHHBIM UYEJIOBEKOM, UTOOBI «CHECTb» 3TO U JEUCTBUTEIBHO
NIEPE3BOHUTD.

Wrak, 31ech ToXe HyXKHO 3aMEHUTh COOCTBEHHOE Ipe/lyOekAeHNe WM YCTAaHOBKY MEHeIxke-
POB, €CJIM OHA €CTb, U MOHATH, YTO KOIJA MPUXOIUT 3alIPOC B TEKCTOBBIM YaT — 3T0 Juj! 3a 3Tum
oOpallleHueM CTOUT CaMBIN HACTOSIIMH, TTOTEHIIMAIBHBIN MOKyTaTesb. OH MpUcial 3ampoc B yarte, B
AVpPEKTe, ¥ 9TO — camasl BakHasl OTIpaBHas TOUKa K Oymy1ieil npogaxe. Y naiblie Mbl paccKaxem,
KaK XBaTaTh TAKUX KJIUEHTOB, KAK TOBOPUTCS, «TEIJICHPKUMUY.

2 CnpaBquo: JINJBL — 3TO NOTEHIUAJIBHBIE KJIMEHTBI, YbH JAHHBIE BbI TOTYUYUJIM C TIOMOIBIO PA3JIMYHBIX METOLOB
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Bazkno: Kak TObKO BbI TIOTYYMIIH 3aMPOC B JIIOOON U3 KAHAJIOB, BBI JIOJKHBI TIOHUMATh, YTO
3TO JIUA, U BPeMS MOIILIO.

B Hamy Akazemuio 4acTo MOCTYHaloT OT MOTEHIMATbHBIX CIyIIaTesied BOMpOCk 00 o0ydaro-
IUX Kypcax, Kacalolyecs: TeXHUIeCKMX HioaHcoB. CKOJbKO YpoKOB B Kypce? Kak moakmouarbcsi?
Ha kakoit marpopme? Kak BooOIIIe MPOUCXOIUT ydacTue B Kypce?

PanpIre Takue BOpockl oMaaaim B Texnofaepxky. OHa orBedana kauectBeHHo. Ho. .. pedsra
HE 6I>UII/I npoaaBIaMM. HOTCHHI/IEUIBHLIG KJIMCHTLI TOJIYyYaJIi OTBETHI U OTIIPABJIAIMCE «AyMAaTh>».

[Totom mbI nepectpomu npouecc. OTHECTUCh K TaKUM 3allpocaM, Kak K CaMbIM TOpsiYMM
mgam. Ternepb OHM IONIAAIOT CHavasla K MeHeaxkepy. OH BCTynaeT B KOHTaKT U JEUCTBYET MO TeX-
HOJIOTUH TTPOJAK, ¥ TOJIBKO TOCIIE ITOTO KJIMEHT MePeAaeTcs B TEXIOAICPKKY, €CJIM MEHEKep OTBe-
TUTb Ha CJIOKHBII BOIPOC HE MOXKET.

Kak Tosibko MbI 3TO cz1esanu, mpoJaxy BHIpociau Ha S %.

Baxxno: OTHOCUTECH K XOJIOMHOMY JIUAY KaK K ropsuemy.
IMPUYNHA 3. «Pexum KOHCYJIbTaHTa»

B npopakax ectb mpoGiema, 9TO MHOTHE MEHEKePhI BHICTYIIAIOT B POJIM KOHCYJIbTAHTOB HJTH
cripaBoyHoro 61opo. HyxkHo nepecrarb 3T0 JemaTh.

Uro Takoe KOHCY/IBTaHT? DTO MEHEKEP, KOTOPBIM IIPOCTO OTBEYAET HA BOIPOCH] IOTEHIUATb-
HOTO KJIMEHTA. YBBI, OYE€Hb YaCTO y TAKOTO COTPYJHMKA BO3MOKHBIA IMOKYIATeslb TaK HaBCerma M
OCTaeTcs MOTEHIMAIBHBIM, & KJIMEHTOM, KOTOPBIH TIATUT, HE CTAHOBUTCS.

Kak padoraer takoii rope-cnietimayuct? [Tomyqr Borpoc — nait oteetr. CHOBa BOIIPOC — CHOBA
otBeT. HeT Bonpoca — HeT otBeTa. 1 nasibiiie HUKaKux JIMCTBUI CO CTOPOHBI MEHEKepa He MpeIpH-
HuMaertcs. Takoil MUHT-NOoHT, 3HaeTe. OH MPOCTO KOHCY/IBTUPYET. A 3aTeM ellle MOKET U 3aJaTh CBOW
KOPOHHBII BOIPOC: «$] OTBETHJI HA BCE Bl BOIPOCH 7» Y HEro yTOYHSIOT eIle YTO-TO, U, TIOJIyUHB
OYepeIHbIE UCUEPIIBIBAIONINE CBE/ICHU S, KJIMEHT UJIET U MOKYIAeT TOBap, HAI[pUMep, B MUHTEPHETE.

[Mpexne yem yriayouThcss B 3Ty Temy, AaBaiiTe pa3OepeMcs, Kakve BHIB KOHCYJIBTAHTOB
OBIBAIOT.

IlepBblil B — caMblil IEYaJIbHBIN IS IPOAaX — 3T0 «PriOb». OHM BOOOIIE HE OTBEYAIOT.
VM nuiuenns 3anpoc B AUPEKT, BUAUIIb, YTO 3aIIPOC JIOCTABJIEH, IPOUMTAH, HO OTBETA HET.

IIpumep:

— 3ppaBctByiiTe! He Mory KpocCcoBKM BHIOpaTh, HOMOXeTe?
Tummna.

— Ckaxure, MOXaNyncra, y Bac aHTU(ppu3, 3 OyTbUIKH, B HATTUYUU?
Tummna.

T0 BCe IIpu TOM, 4TO B Halen CUTYyalluu € I/I3OHHI_II/ICIL/,I TaKHME€ KOMIIaHMHW OYE€HBb CHUJIBHO XKaJIO-
BAJIMCh, YTO KJIMEHTOB HE XBATACT 1 OHU I'OTOBLI ITPEJOCTABUTL CYIICPCEPBUC. K COXaJIECHUIO, HE BCE-
rga 9TO Tak.

BTOpOﬁ BHUJ{ — KOHCYJIbTAHTBI-CIIPABOYHUKHU.
SV JIIOAU T'PpaMOTHO OTBEYAIOT Ha BOITPOCHI. Brui CITpAlINBACTE U MTOIYyYaCTEC OTBCT:

— 3npaBcTByiTe! A Malika U3 Kakoro Marepuasna’?
— XJIOIOK.
— Cnacub6o!
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— INoxanyiicra!
— Jlo ceupanus.
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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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