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OT n3pnateneu

Ota kHUra BHepBble Bbinia B 1990 roxgy B CIIIA u BoIfep-
JKajla HeCKOJIbKO Iepemspanuii. Mbl 6epem Ha cebsi cMeOCTh
YTBEpPX/JaTh, YTO B IaHHBII MOMEHT CpelM M3[aHHBIX B Poccun
KHUT HeT HIYEro JIy4lIero Ha TeMy IPUBIeYeHNA U YAep>KaHNA
K/IMEHTOB.

Xots aBTop, Kapn Cproan, 3aHMMaeTCs IpofaXkeil JOPOrux
aBTOMOOMJIEIT, €0 COBETHI MOAXO/AT HE TOMBKO TeM, KTO pabo-
TaeT ¢ VIP-knmenTaMu: gake npojaBasi KOIeedHble TOBAPDI, BbI
Mo>KeTe (¥ ZO/DKHBI!) 60pOThCs 3a TO, YTOOBI X ITOKYIIa/IN IMEH-
HO Y Bac, a He y KOHKYPEHTOB.

ITo Hammm HaboeHsIM, He MeHee 80% poccuitcKoro 6usHeca
paccuMTaHO CKOpee Ha OFHOPA30Bble MPOAAXKY, YeM Ha JJjIN-
Te/IbHOE yhep>kaHue KnneHTta. 80% u3 ocraBmmxca 20% xoder
yIepXXaTb KIMEHTAa HaJ[0JIr0, HO HOIb3yeTCs [ 3TOrO «MeXa-
HUYEeCKVIMI» CUCTEMaMM MOAeP>KaHNA TOSTIbHOCTY (TIPU3BI,
AVICKOHTHBIE KapThl U T. IL.).

Y Cbprosia MHON IOAXOM: BO-IIEPBLIX, OH CUMTAET IIepBO-
ouepeHOII 3a/jauell IMEHHO yIep>KaHle K/IMeHTa, 2 BO-BTOPbIX —
YTO C/le/IaTh 3TO MOXXHO TOJIBKO IpPY IIOMOIM YCTAaHOB/ICHMUS
YeI0BEYeCKIX, 9MOLIVIOHA/IbHBIX CBA3EIL.

B xHMTe ecTh KaK M3JI0KeHMe PyHTaMeHTaIbHBIX OCHOB
IpeIpUHIMATENbCTBA, TAK Y ONMCAaHVe KOHKPETHOI IIeTTbHOM
JleJICTBYIOIel CUCTEMBI y/lep)KaHNs KIMEeHTOB — Ha IIpuMepe
(ecTecTBeHHO) TOrO OM3Heca, KOTOpBIM 3aHuMaerca Kapn. Ora
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Om usoameneit 11

CICTeMa TaK IIPOAYMaHHA M YHUBEPCa/IbHA, YTO HOXOANT IPaK-
TUYECKM [1s1 110001 cepbl AesITeNbHOCTH.

MpbI aBHO Havyasny IMPUMEHSATD €r0 U/eU Y MOXKEM C YBepeH-
HOCTBIO CKa3aTh, YTO OHM PabOTAIOT.
Haopv Mann,

Muxaun Vearos
u Muxaun Depbep
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[lpeancnoBue aBTopa
K pOCCUMCKOMY U3JaHUIO

I[TepBoe, 4TO XO04eT chenaTh M060i OM3HeCMeH, paboTaeT /I OH
B Poccyn, Vitanmuu nnm no6oit apyroi cTpaHe, — 3TO YBEIMINUTD
MapKeTHHTOBBII OI0[[)KeT, YTOOBI IPYUB/IeYb HOBBIX KJIVEHTOB.

KoneuHo, B 3TOM ecTb 3[,paBblii cMbIC. Ho ecnn Bbl He 3ajy-
MBIBa€TeCh O TOM, YTO IPOMCXOAUT IIOCIe TOTO, KaK HOBBIN
K/IMIEHT HailJleH, 9TO MOXeT BaM JOPOro 060iTIch. Mexay TeM
OT y>Ke CYLIEeCTBYIOLMX K/IMEHTOB MOXXHO IIOJIy4UTDb TOPasfio
Oo7Ibl1Ie BBITO/BL, U LieHa TAKOT0 O13Heca Oy/ieT HAMHOTO MeHbIIIe,
YeM IPY HOCTOSTHHOM TIOVMICKe HOBBIX PBIHKOB COBITA.

Moparnb: mpexx/e 4eM 6pocaThCsl Ha OMCKY HOBBIX K/TVIEHTOB,
nonpo6yiiTe IpeBpaTUTh MOKYIaTeIell, CIe/IaBIINX Y BaC OTHY
MOKYIKY, B KJIMEHTOB Ha BCIO )KM3Hb.

JJaHHasA KHMUTa LeTMKOM IOCBAIEHA TOMY, KaK 3TOTO JIO-
6uTHCA.

ITouemy cTOUT NpUAEpKMBATbCA TaKOro nogxona? CMoTpu-
Te: eC/IU BbI IIpeycIieeTe B IpeBpalleHNy CTy4YailHbIX IIOKYIIaTe-
Jielt B HOCTOSIHHBIX K/IMEHTOB, Pe3y/lIbTaThl OYAYT TOMBKO HOJIO-
>KUTEeNbHBIE,

— IIpopmaBatsb ycryru umm TOBaphl CyLeCTBYIOIEMY KITUEHTY
HaMHOTO ITPOlIle, Y4eM HOBOMY. BBl y>Ke yCTaHOBM/IN C HUM
OTHOIIIEHMA Y 3HAETE €ro MOTPeOHOCTH. UNCThIiT pe3y/b-
TaT: BalllY PacXo/ibl HA MAPKETUHT CHIKAIOTCA.

— Bam He Haj0 GyzieT TPATUTD MHOTO CIJI, BpeMEHM VI CPEICTB
Ha TO, YTOOBI BaIllM K/IMEHTHI CHOBa BbIOpamy Bac. OHM
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IIpeducnosue asmopa k poccutickomy uzdanuio 13

CKOpée ITPUCTYIIAIOTCA K BalllVIM IIPEAJIOJKEHNUAM, IIOTOMY
9TO YXKe MIMENN TIOTOXKUTENbHBIN ONBIT 061].[eHI/I$[ C BaMI.
(BTO 3€pKaJIbHOE OTpa’KeHMe II€PBOTO IIYHKTA, C aHA/IO0-
T'MYHbIM pE€3Yy/IbTaTOM: IIOBbBIIIEHVIE HPI/I6I>UII/I.)

— Ecnm X11eHTh MOKYTAIOT y Bac, OHM He MIOKYIaloT Y KOH-
KypeHTOB. [IpeBpaias cry4aliHbIX HOKyIIaTeNnel B KIMeH-
TOB Ha BCIO JKI3Hb, Bbl BBIMTPBIBAETE, @ Bl KOHKYPEHTBI,
KOTOpBIE HE JIe/IAI0T 3TOTO, IPOUTPBIBAIOT.

— IlocTosgnHbIE KNMEHTHI HE TaK YyBCTBUTEbHEI K IIEHE.
Brr1 yxe ycTanOoBU/IM XOpouIe OTHOIEHNS, U TIOKyTIaTe-
JIAM JIeT4Ye 3aIUIATUTh HEMHOTO OOIbIlle BaM, YeM TPaTUTh
BpeMs Ha TOUCKU JAPYTOl KOMIIAHWM, KOTOPasA CMOXET
06CITY>KUTD X Ha TAKOM K€ BBICOKOM YPOBHe.

— OHu ¢ 6071b11I€TI TOTOBHOCTBIO OIPOOYIOT 1 APYTIiE BALIN
IPORYKTHI U YCIyrit. Bel HaxoauTech B 60/1ee BHITOFHOM
LIO/IOXKEHWH, YeM ApyTrie GUPMBbI, ¢ KOTOPHIMU OHU He
nMen fiena. [loBepue, KOTOpOe BBl 3aBOEBa/IN MI3HAYATILHO,
PacIpOCTPAaHNUTCS U Ha PYTUe BALIN IIPEIOXKEHN.

Kak BupnTe, HalleZIEeHHOCTh Ha MPOJAXKY CYLIECTBYIOIMM
K/IMEHTaM fB/IAETCA Topasfo 6o/ee pe3yabTaTMBHON U MeHee
3aTPaTHOM MapKETMHIOBOJ CTPATEeTMell, YeM IOUCK HOBBIX I10-
KyIIaTesen.

[Toyemy ke TaKOTO MOZIXOZA He MPUAEPKIBAETCA OOBIINH-
CTBO MapkeTosn0oros? ToMy ecTb Lieblil psAJ MPUYMH, HAYMHAA
C TOTO, YTO MHOTME IIPOCTO OPMEHTUPOBAHBI TOIBKO HAa HOBbIE
CHIe/IKM — TO eCThb B IPMHIINIIE CIIOCOOHBI [yMaTh TONBKO O pac-
IIVPEHUN PBIHKOB CObITa, — M 3aKaHUMBasA CKYKOI: «MBbI yxe
laBHO paboTaeM C 3TUM 4eZIOBEKOM (MM KOMIIaHMeil), XOUeTCA
9€ro-TO HOBEHBKOIO».

Ho Hamo moHATH, 4TO, €C/IM BbI HE IbITAETECH IPETEH/I0OBATD
Ha JI/INTE/IbHbIE OTHOLIEHNA C BallMM K/IMEHTOM, BbI TepseTe
Ha 9TOM JIeHbI'M. V] BO3MOXKHO, 60/IbIIINE [IeHDI .
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14 KinmeHTbI Ha BCIO KU3HD

[laBaiiTe pacCMOTPUM IIPOCTON IpUMep U3 MOero OusHeca.
S mpopato nerkoBble MamMHbBL YTOOBI He YCIOXKHATD pacyeTsl,
OyZIeM CYNTaTh, YTO CpefH:AS IleHa MamnHbl — 25 000 1o7/1apoB.
Kak npaBuro, 3a cBOIO )XM3Hb CpeIHUII KJIMEHT NMOKYIIaeT ¥ Hac
10 mammH. To ecTb 970 250 000 fOMIapOB (63 yueTa MHPIALMN,
B ffo/utapax 2005 roga). Kpome Toro, Ha 06cmy>k1BaHMe MalITHbI
(oT 3aMeHBI Mac/Ia 10 peMOHTA NMOMATHIX KPBIIbEeB) KIVEHTBI
TPaTAT CYMMY, paBHYIO IIPMMEPHO TPETH ee LieHbL. JTO JaeT ellle
oxozo 82 500 nonnmapos, u B cymme — 332 500. STy cyMMy MOX-
HO 3apaboTaTb, eC/IM IPEeBPATUTDb MOKYIIATe/sI O{HO MAIlVHBbI
B K/IME€HTa Ha BCIO )KV3Hb.

Tenepp mpefcTaBUM, YTO Y€IOBEK KYNINJI Y HaC MAIIMHY 33
25 000 gonnapoB 1 60/IblIe HUKOT/A He TIOSB/IAICS, IOTOMY YTO
eMy y Hac He HOHpaBuIoch. Pasunua B mpu6eiin — 307 500 gon-
napoB. CKOJIbKO peK/aMbl HafIo pa3MeCTUTb M CKOJIbKO pacIipo-
laXX IPOBeCTH, YTOObI 3apaborarb 307 5007

TpynHO mpepcTaBUTh cebe MapKeTMHIOBYI0 KaMITaHUIO, KO-
TOpast CHOCOOHA IMIPMHECTY TAKOII JKe JJOXOJ], KAKOJI BbI MOXKeTe
HOJTyYNTb, yOEMB BallIero CyLeCTBYIOIIEro K/INeHTa IIOKYIaTh
TOJIBKO y Bac. BcmoMHMTE 06 9TOM, BepcTas Balll MApKeTUHTOBBII
Oro>xeT. BMecTo TOro 4To6bI 3aNyCTUTh HECKOIBKO HOBBIX ITPO-
rpaMM JIs IPUBJIEYEHNUA HOBBIX MOKYIIaTeNIell, moyeMy Obl He
yOeIUTbCA B TOM, YTO Bbl MaKCMMAJIbHO YHOB/IETBOpsETE IO-
TPeOHOCTH CYIIeCTBYOINX KINEHTOB?

Bbl cipammBaeTe, KaKoJl IIepBblil 1IAT chenaTh?! B redeHne
crenyIouen Hefenu mo3ponnTe 10 KmenTam, IpMHOCAILMM BaM
HaMOO/BIINII IPOLIEHT AOXO/a, M00/IarofapuTe UX ¥ HaYHUTE
06Cy>K/IeH1e TOTO, KaK BBl MOXKETe C/le/IaTh MX XKU3Hb JIerde.

Kapn Cvroann
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[lpeancnosue Toma [nuTepca

B 3T0li HEOOBIYHOII KHUIE eCTb Ie/blil pasjen — deTbIpe
I7IaBbl, — ITOCBAIEHHBIN BBIACHEHNIO TOTO, Y€r0 XO4YeT KIM-
eHT. EcTb I/1aBa, NOCBsALIEHHAsA TyaleTaM, a BepHee, UX BO3JIel-
CTBMIO Ha BOCIIpUATHE KIMeHTa. V ellje B OfHOI I7IaBe peub UfIET
VICK/IIOUMTENIPHO O BBIBECKAX I YKa3aTeNAaXx.

/1 060 BCceM 9TOM FOBOPUT YeIOBEK, KOTOPDII YBEIMYIII CBOI
6usHec ¢ 10 MH onIapoB B 1968 romy go 250 M/IH O/IIapoB
CEerofHsA, C MPUODBIIBIO, BBIPOCIIEN B TAKOIl Xe MPOIOPINN.
Kapn Ceroann npopaet aBToMmobmnn: «Kagmmmakmy», «J/lekcycor»,
«Xenpaii» n «lleBpomne». IlokasaTenu ygoBIeTBOPEHHOCTH €TI0
K/IMEeHTOB HeBepOATHO Bennky. OH He TO/IbKO BO3I/IAB/IAET pas-
JTMYHOTO pOfja PETYHIY — OH KaXK/IBIil pa3 BHOCUT BCE HOBBIE
OTTEHKM) B IIOHATHE «TyYIINII».

MecTaMu 3Ta OlIETOMAIIAA KHUTA BBIIIAAUT KaK-TO IO-
JIOMaIlIHeMY: He OepyTe C K/IMeHTa JIeHeT 3a Te YCIYT |, KOTOpbIe
BBI OKaszanau 6bl 6ecrmaTHoO Apyry. (To MOXeT, HaIpuMep,
O3Ha4yaTb OTIPaBKY TEXHMKA — OHU JIeXKYPAT KPYIIOCYTOYHO,
CeMb JTHel B HeJIeTI0 — B a9POIOPT B IOTHOYb [ OeCIIaTHO
3aMeHBI C/IOMaBIIErocs y KJIMEeHTa K/Ilo4a 3a)KUranms.) dTnude-
CKMIT TIO/IXOf] 3/1eCh TAKOJl: YIIpaB/IAiiTe CBOMM OM3HECOM, Bce
BpeMs 3ajjaBasi cebe BOIpoc: «A ecny 00 3TOM HaIMIIYT B 3a-
BTpalIHel razere?»

MecTtamu 3Ta KHUra usymnseT: Cblo3/I1 BEpUT B MICUXOIOTHU-
YecKoe TeCTMpOBaHMe OYyLINX COTPY/AHUKOB. VI ero rmaBHbIN
TECT TaKOB: €p3aeT /1M 4YelO0BeK BO BpeMs MHTepBbIo? Ecin Bbl
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16 KinmeHTbl Ha BCIO KU3HD

MOJceme CUAETH CIIOKOVIHO BCe BpeMsi MIHTEPBbIO — BBI TepOil He
ero pomaHa. OH JTIOOUT SHEPIUYHBIX TIOIEIL.

Kapn Cproann ycTaHaBnMBaeT CTaHAAPTH aBTOUTIEPCKOTO
Om3Heca y>ke MHOTO /ieT. Ero cepBMUCHBIN OT/ieN IEePBbIM CTall
paborarb 1o cy660TaM U HEepPBBIM CTaJI IPESOCTABIATD CBOMM
K/IMEeHTaM BPeMEHHBIII aBTOMOON/Ib, ITOKA MX COOCTBEHHBI
HaXo#MUTCs B peMoHTe. Celfdac ero mapK TO/NbKO BpeMEHHBIX
«KagmnnmakoB» cocraByisiet 150 mMamuH (a ele ecTb U BpeMeH-
Hble «XeHpal»). Ho oH He mounBaeT Ha TaBpax: Teepb €ro cep-
BUC-LIEHTPBI HaHSIU COTPYAHUKOB, KOTOPbIE CAMI MIOfTOHSIOT
BpeMeHHble MAIIMHBI IPSIMO K IOMaM K/IMEHTOB, @ X MalllHbI
3a0MpalOT B PEMOHT M/IM Ha 0OCTy>KMBaHNe.

Cpr09/11 Kynun yOOpOYHY0 MAIUIMHY AMA YUCTKU YINUIL U
IOpOT BO3JIe CBOUX IL[EHTPOB, IOTOMY 4TO, IIO €T0 MHEHUIO, MY-
HUIMIA/IbHbIE YOOPIINMKY He JOBOJAT CBOI paboTy mo Orecka
(a mepBoe BIeYaT/IeHME, KaK OH TOBOPUT, OYeHb Ba>KHO U C/IMII-
KOM 4acTo urHopupyertcs). Kpome Toro, oH yroBopui pecropan
Celebration oTKpbITb py/Masn B O{HOM U3 CBOUX LIEHTPOB — YTO-
ObI 3aHATD TeX K/IMEHTOB, KOTOPBIE XOTAT 3a0paTh CBOIO MAIIHY
cpasy mocie 06C/Ty>KMBaHYA.

Bce 310 3acTaB/isgeT BHUMATe/IbHee NPUCMOTPETHCA K BO3-
MO>KHOCTSIM I pe3y/IbTaTaM HellPeB30JJeHHOTO 00CTy> KMBaHU A
K/IMEHTOB. DTOT IO X0/ IPUMEHNM NI IPOJake Kak «XeHaail»
u «llleBpone», Tak u «Kagumnakos» u «Jlekcycos. 51 661 gobaBwII,
xoTb Kaps aToro 1 He cfjenast, 4To TaKoii opxox 6yaer paboraTb
OZIMHAKOBO XOPOILIO ¥ [i/Is1 HeOOMbIIOrO pecCTOpaH4MKa, 1 [
KPYIIHEJIIEero IPOU3BOUTENS CYHePKOMIIBIOTEPOB.

Y 3ToOJt KHUTY eCTb M pyras cTopoHa. «CUCTeMBI, a He y/IbIO-
KJ» — IJIaCUT Ha3BaHMe OfHOI u3 rnaB. ChlO9/IT — NMOHEP
KOMIIbIOTEpU3anuy B aBTofienie. Ero coTpygHuKY, 3aHNMAI0-
myecss o6CIy>X1BaHmeM, paboTaroT OBICTPO MMEHHO IIOTOMY,
4TO HY>KHasl IeTa/lb OKa3bIBAaeTCs B HY)KHOE BpeMsI B HY>KHOM
MecTe — Oarofaps yHUKanbHO M CIOXXHOJ HporpamMme
ynpasieHus ckaafoM. TOYHO Tak ke BEIOOP ¥ IIOfjada HY »KHO
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K/IMI€HTY MAIIVHBI Y3 TUTAHTCKOJ AP TUY IPOMCXOUT MTHOBEH-
HO — OJ1arofaps Apyroii KOMIBIOTEPHOI CUCTeMe.

Cproa711 n3MepsAeT abcomoTHO Bee (cM. rmaBy 18). On usme-
pseT pabory kaxxporo. bonee TOro, oH CTaBUT BCeX, BKIOYA
MOJIIMKOB MalllH, HA CAeNbHY0 ¢opMy omarel. [Ipu saTom
BO3HArpak/ieHye /s pabOTHMKOB HAXOAMUTCA Ha 3a00/1a4HOM
YPOBHe, I CTb elije 6O/IbIIINEe BOSMOXXHOCTHI — HO U TPeOOBaHMs
BecbMa BBICOKU. B aBToneHTpax ChbI0s/1a HET MeCTa MajIOfy1-
HBIM U HEPEIINTEeTbHbIM.

Kapn Cproani gaeT mpoBOKaIMOHHbBIE COBETHI 110 MOBOAY
NUIEPCTBa, IO HOBOAY CO3[aHNs BHEIIHE ¥ BHYTPEHHeN aT-
Mocdepsbl, 0 TOM, KaKoil 3TUKM HaJo IPUAEPKUBATBCA U KaK
OTMeyaTb ycIleX NoAYMHeHHbIX. OH TaK)Ke OTKPBIBAaeT CeKpeT
ycmexa: BOpoBcTBO mpeit! MHoro et Hasan Cproa/n fan pes-
KMJT TOTYOK Pa3BUTMIO CBOETO OM3Heca 3a cYeT IPOrPaMMBI
IIOMICKAa HOBBIX pelIeHUII — HayaB C IOCEI[eHN s Ty4IINX aB-
TOLIEHTPOB TOro BpeMeHu. OH TakXe MOJACMAaTPUBACT MU
y Marriott, American Airlines, The Mansion at Turtle Creek,
Chuck E. Cheese, Stew Leonard, Neiman Marcus 1 MHOXKecTBa
APYTUX KOMIIAHUIA.

MeHs HeMHOTrO 6ecriokonT, uto Kaps nmopoit nuireT tax, 4to
CKJ/IaJIbIBAeTCSA OLIYIIeHMe JIETKOCTH, C KOTOPOI OH BefieT CBOU
nena. Ero pacckasbl HACTONIBKO KPACOYHBL, YTO YaCTO OTB/IEKAIOT
OT MY/IPbIX ¥ TOHKMX COBETOB, KaCAIOLIVXCS HaiiMa, OIIATHI,
MOTVBALNM, U3MepeHNs 9P (PeKTUBHOCTU U APYTUX BOIPOCOB.
Omnncanne 060eB 110 250 ZO/IAPOB 32 PYJIOH, KOTOPBIMYU OK/I€€HBI
TyaneTsl aBToleHTpoB Cadillac, MoxeT 3aTMUTB pacckas o exe-
JIHEBHBIX COBEIJAHMAX [0 Ka4eCTBY, O CXeMaX MONMCKa IPUYNH
HOBTOPSIONIXCS Tpo67IeM 1 06 ycepaHOoM ob6ydennn Cproasia
y SITIOHCKMX MAacTepPOB KOHTPOJIs KadecTBa (OH IIEPBBIM IIpMMe-
HII VIX MIJIeY U3 00/TacTi IPOM3BOJACTBA B CEKTOPE YCIIYT).

T'oBops1 KOpoYe, 9Ta KHUTa HACTONIBKO JKe Cepbe3Ha ¥ pacCyIn-
Te/IbHA, HACKOJIbKO OHA YBJIeKaTe/IbHA U Becesia. Y Hee MIPOCTOI
A3BIK, HO ITTaBHAsI MBIC/Ib BOBCE He IIPOCTA.
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Jlpyras npo6nema: MHOTMe YMTATeIV MOTYT IIOyMarh, 4TO
3Ta KHIUTa IIOCBSII[eHAa TOTIbKO TOprosyie aBToMobmisivu. K vectu
Cp1097171a, OH He VICIIO/Ib3yeT CBOIO TPUOYHY YCIEUHOro Ou3Hec-
MeHa /s IIPOTIoBeziell 0 MpobreMax rocyJapcTBEHHOTO [O/ITa,
Kpusuce B chepe obpasoanusa mwin gaxe o Cola-BoitHax. OH
IpUEP)XMBAETCS TOTO, YTO OH 3HaeT. VI sl He MOTY IpelCTaBUTD
cebe 6usHec, MMy OM3HECMEHA, UM PYKOBOAUTENA TOCy/ap-
CTBEHHOT'O OpTaHa, KOTOpPbIe He CMOI/IN Obl U3BIEYD st cebs
BBITOZLY 113 9TOV KHUTH. SI I/TAHUPYIO TIOXAPUTD €€ CBOUM APY3bsIM
B Hewlett-Packard u Apple, po3uuunbsiM Toprosiam, 6ankrpam
U JTa>ke HECKOJTBKMM CBSIEHHMKAM.

B 3T011 KHYTe CKpBITA ITOTTHOLIEHHA I TeOP S YIIPaBIeHNUs U 06-
CITY>KMBaHM KIMEHTOB. 5] X0uy HOATOIKHYTh BaC K TOMY, YTOOBI
BBI YITTYOU/IVICh B YTE€HUeE, YIBIOHYINCH, 00 yManu — 1 Hadaan
JeliICTBOBATb.
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Xoms u 6e3 c106 noHAmMHo, umo eéce amo ons Ileeeu,
XKaxnun u Kapna, amo nocésauseno maxxce Ipuxy
Honccony, Cmenau Mapkycy, Bo6y Mypy, Ixcomny
Coranny u moemy omuy. A maxce Illennon Paxenv
Ilex Bpayu — menepb ee ouepeod.
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ToYyKa oTcueTa

[1p06/1eMbl ¥ BO3MOMKHOCTH
XOPOLLEro cepsuca

C rex nop kak Ilon u 1 Havanu paboTaTh HaJ| IIEPBbIM M3TAHUEM
3TOV KHUIM, MHOTO€ U3MeHunochb. Hanpumep, ceitdac 60/1b-
IIVHCTBO KOMIIAHUII TIOHAIM HEOOXOAMMOCTD IIPefjOCTaBIeHNA
XOPOILEro cepByica — VX KJIMEHTbl He OCTABUIN UM APYTOTo
BbIOOpA.

KimmenTsl ceiyac 60ee 06pa3oBaHHbBI, MHOTO Ty TELIECTBYIOT 1
BUJAT O07IblIle, 4eM Korga-mubo npexxae. Kak pesyabprar — y HUX
Oorblile TpUMepOB /s cpaBHeHM 1. OHM 3HAIOT BKYC HACTOsALIEN
¢dpaniysckoit KyxHu. OHM 3HAIOT, KaK BBIIJIAAUT paboTa MTa-
JIBTHCKOTO MOPTHOro. OHU 3HAIOT, YeM JJO/DKEH ObITh HaYMHEH
aBTOMOOWJIb, YTOOBI OH OIIPAB/bIBAJI CBOIO LIEHY.

To e camoe MO>XKHO cKa3aTb 0 cepBuce. CerofHsIIHIe KII1-
€HTBI VIMEIOT OIBIT KaueCTBEHHOTO OOCTY)XMBAHNA, M OHO UM
HpaButcs. OHM y>Ke IPUBBIK/IN K HeMy. boree Toro, oHn ero
TpebytoT!

Terepnb BBI y)ke He MOXKeTe CKa3aTh KIMEHTY: «BbiOupaiite
MEXX/TY HUSKMMM IIeHaM ¥ XOPOLIIM 00CTy>K1BaHeM». Ecru Bb
006 9TOM 3aMIKHETeCh, BAM OTBETAT: «XOTUM U TOTO U APYTroro!»

Heo6xonuMOoCThb mpejoCcTaBIeH s XOPOIIEro 00CTy K MBaHWS
CTABUT Iepefl HaMU Le/Iblil psAf IpobieM, HO BMeCTe C TeM CO-
3maeT u 60sblle BOSMOXKHOCTeN. JlaBaiiTe IOTOBOPUM U O TOM
¥ O IPYTOM.

Bo-mepBbix, mpobemsl.

MbI cKTOHHBI 06emaTy cIMIKOM MHoro. JKemasa npepo-
CTaBUTb Xopollee 0OCTy>XMBaHNe, Mbl 3a4acTyi0 obelaeM
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4TO-HUOYb HepeanbHOE. A IIOTOM, KOTZIa Y HAaC He HO/MTy4YaeTcs
3aJ)yMaHHOe, Halll) KJIMeHTbI Pa304apOBbIBAIOTCS — IIO IIPABY.

9To Hama co6CTBeHHas BMHA. Mbl MOJHANIM UX OXUTAHNSA
CIIMILKOM BBICOKO U He CIep>Ka/ly CBOETO CI0Ba, TaK 4TO HEUETO
YIOVUBIIATHCS HeOBONbCTBY IOKyTIaTenell. CoBepILIeHHO He Ba)KHO,
4TO HAllM HaMepeHMs ObUIM UCKpeHHMMM. DaKT TOT, YTO MBI
3TOTO He CHIe/Tan.

MBI JO/DKHBI YCTAaHOBUTD BBICOKME, HO PeajlVICTIYHbIE OXU-
IaHNA TOTO, KAKOJ YPOBEHb CepBIICa MbI MOXKEM IIPESOCTaBUTD.
IToToM MBI HO/KHBI CHENIaTh BCe, YTO OOeIani, 1, BO3SMOXXHO,
naxke 4yThb 6ombiue. ([7aBa 4 00bsCHsET, KAK MBI 9TO MOXEM CJie-
J1aTh, a T71aBa 13 ITOKa3bIBaeT — MOXET ObITh, HEO>KUIAHHO, — YTO
K/IMEHT He BCerfia IIpaB.)

Bb1 He cMOKeTe OrpaHMYNTHCA YACTMYHBIMU YTy YIIEH UAMM.
Eme B 1980-x rogax posHMYHbIE IPOJABLbI HaYaaM IIOHMMATD,
YTO HaMXYZ1lIee MeCTO HaXOJUTCA B cepeivHe. Eciiu Baly 1jeHbl
«CpefiHMe», HalileTCs KTO-TO, KTO IIPEJIOKUT LieHbl HyKe. Ecin
BalllY TOBAapbl HeNJIOXNe, HalileTCsA KTO-TO, KTO NPeI0XKNT
IpeBOCXOfHOe KauecTBo. TeX, KTO fiepKajcs cepefjMHbl, Bbl-
TECHUIN C pblHKA. (BCIIOMHUTE ceTu yHUBEpMaros, KOTOPBIX
60JIbllIE HET.)

To >xe camoe MpOMUCXOAUT celdac 1 ¢ cepprucoM. O6cTy)x1BaHe
YPOBHS «COJTET 1 TaK» He IIPMHeceT ycIexa. Telepb MarasmHbl
tuma Wal-Mart 1 Home Depot mpefocTaBisioT BbICOKMI ypOBEHDb
06CTy>KMBaHNUsA, M KOMIIAaHNMY, IPOAAIOI/e JIIOKCOBBIE TOBApHI,
KOHEYHO, He C/Ie/aiyi CBOY CTaHJapThl MEHee CTPOTMMIL.

Korga pmemo moxomut g0 mpemocTaBneHus yCIyT, y HAac HET
BbI6Opa. MBI JO/DKHBL MO0 yIydlIaTh 00CTy>X1MBaHMe, MO0
3aKpbIBATD IABOUKY.

Tenepp MOroBOpMM 0 HOBBIX BO3MOXKHOCTSIX.

«KagectBo» Bpemenn. l'oBopunnu, 4to BpeMsa B 90-x rogax
CTaHeT Ba/lIOTOI. DTO OKa3anoch MpaBHoil. KiMeHThI He TONbKO
XKAYT 60/Iee Ka4eCTBEHHBIX IIPOAYKTOB U YC/IYT, HO ¥ XOTAT I10-
JIy4aTh UX OBICTpee U MpolLe.
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YTo6BI ycrieTb BCe: pacTUTD AeTell, TI0uTh, paboTarh, 3aHU-
MaTbCs CIIOPTOM, OTABIXaTb, — HaM HY>KHO 0OJIblile BpeMeHI.
I[IporBeTaTh OYAYT TOMBKO Te, KTO paboTaeT ObICTpee 1 TydilIe.

BaxxHocTb >KemaHmif. Mbl IOHANN, YTO Y HAC €CTh TONIBKO
OVMH CII0CcO0 OT/IMYATbCA OT APYTUX, Y OH 3aK/II0YeH B HAILIUX
paborHukax. Beb Bce pupMBI MMEIOT ZOCTYI K OFTHUM U TE€M >Ke
MICTOYHVKAM KamuTana. VIHHOBaluy MOTYT OBITh CKOMVPOBAHBI
Ha cjeftyioliee yTpo. /Iro6ble Hy)XHbIe TEXHOJIOTUY BHEAPAIOTCSA
10 MAaHOBEHMIO PYKM. Tak 4TO KOHKYpPEHTHOE IIPEUMYIIeCTBO
MOTYT CO3[IaTh TOIbKO HAalIV JIOAY ¥ CEPBUC, KOTOPBINI OHU
IPeOCTABIAIOT.

Ho naeM Xopommx 1 YMHBIX COTPY/JHUKOB — 3TO €llle He BCe.
9TO0 BaXKHO, I ITOMY Jla’Ke IOCBAIleHA 3HAYNTe/IbHAA YacTh Ha-
weit KHuru (pasgen I1I), HO 3TOTO y>Ke HEZOCTATOYHO.

ITpoBop A MHTEPBBIO C KAHANUJATAMM, MBI IOJKHBI ICKATh «Ke-
narouyx» aofeii. OHM Ha caMoM fiesie Jxenarom paboTaTh y Hac?
U, 4To emle Ba)kHee, OHM Ha CAMOM JieJie Jenaion 3a00TUThCA
0 HaIllMX K/IMEeHTax?

Ecnu ato Tak, To Ham OM3HeC CTaHET He TONbKO OoJee Mpu-
ObUIBHBIM (CM. I71aBbl 34 U 36) — OH CTaHeT IpOolile ¥ IPIHECeT
HaM 0oJIblile YIOBONbCTBUA. UTO MOXKET OBITH IpUATHEe, YeM
paboTa ¢ YMHBIMM JTIO[bMY, Pa3fe/IAolMI BaIly B3IJIAbI?
Korza s cobupatoch Ha paboTy B cy660OTHEee yTpoO, MOS >KeHa
Bcerja fgpasHut MeHs: «T'pl uzenip He pabotaTs. ThI UzeLIb pas-
B/IeKaTbCs1». OHa 1paBa. S 1elicTBUTEIbHO HaCIaXK1al0Ch PaboTOo
C TAaKMMU 3aMevaTe/IbHbIMU KOJIJIeTaMIL.

Kaxk mMbI MO>keM cTaTh nyyie. Kak co3gaTb TaKoro pofa OKpy-
KeHme? XoTA s caM yuuica B JOXXHOM MeTORMCTCKOM YHUBEPCH-
TeTe, 51 XOTesI OBl IIOXBA/INTD ITapHel n3 YHuBepcureTa Texaca.

Oxoro 25 net Ha3aj OHU MPOBENM UCCAeJOBaHNMe, YTOOBI
BBIACHUTD, YTO C/I€/1AJI0 CTO CAMBIX YCIICIIHBIX JIIOfjel] MX IITaTa
TaKMMMY YCIEIHBIMU. VI OBV YVBIIEHBI TeM, KaK MajIo 00111ero
MexXay HuMK. OgHY OBIIM XOPOUIMMY CTYAEHTaAMU B OT/INY-
HBIX By3aX — TOIJa KaK ApyTue ¢ 60/IbIINM TPYAOM IOTYYUIN
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BbICIIee 06pazoBanme. TOMBKO HEGOMbIIAST YaCTh TPOUCXOAMIIA
n3 6oraTbix cemeit. PakTuyecky o6 M ObII0 TOIBKO OHO: BCE
OHMI ITPOBE/IY MHOTO BPEMEHM C YCIIEUIHbIMU JIIOAbMI. [[pyriMu
CTI0OBaMU, OHY HAY4M/IVCh OBITD YCIIEITHBIML.

MpI He MOYKeM IIO3BO/TUTD Ce0e IPEKPATUTD YIUTHCS. SHAHUS
Ye/I0BeYeCTBA MOCTOSHHO YMHOXAIOTCS, ¥ €C/IM MbI He UJieM
B HOTY CO BpPEMEHEM, TO HE CMOXXEM OCTaBAThCs KOHKYPEHTO-
C1oco6HbIMM. JINIIIb TPOJOIXKAsA CBOE OOPa3OBAHIE, MBIl MOYKEM
YIy4IIUTD HALTY Kapbepy, HAIlly CIIOCOOHOCTD MBICTIUTH 1 HAllle
6maronony4dne. Haur Mo3r moxox Ha MycKyiibl. EMy TpebGyrorcst
YIpa>KHEHUSL.

Urak, 4To e B cyxoM ocrarke? Haitnure pabory, KoTopas
BaM HPaBUTCS, KOTOPYIO Bbl BOCIPUHMMAETe KaK UTPY U IHie
€CTb BO3MOYXHOCTb PAaCT! ¥ YYUTHCS Y BEMUKUX yuuTeneit. [To-
TOM y6eINTECH, YTO BbI 3200TUTECH O TEX, KTO PabOTAET BMECTE
C BaMIU, U O BalllUX K/IMEHTaX.
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[lecaTb 3anoBeaen
00CNYXMBaAHWA KIIMEHTOB

1. 3ACTABJIANTE UX BO3BPAIIATBHCA.
CrpammBaiiTe KJIMEHTOB O TOM, Y€TO OHM XOTAT, U aBaiiTe
JIM 3TO CHOBA M CHOBA.

2. CUCTEMBI, A HE YJIBIBKII.
To, 4TO BBI TOBOPUTE «IIOXKATYIICTa» U «CIIAcub0», BOBCE
He TapaHTHUPYeT TOTO, YTO BBI JielaeTe paboTy IIPaBUIbHO
C 11epBOro pasa. ToNbKO CUCTEMHDII IIOXO[, MOJKET rapaH-
THUPOBATh 3TO.

3. OBENIAVITE MEHBIIE, IETAVITE BOJIBIIIE.
KnmeHTHI XXJyT, 4TO BRI CLlep>KNUTe cBoe coBo. [IpeB3oii-
IUTe UX OXKUJIAaHUA.

4. KOTJA KJIMEHT O 4YEM-TO IIPOCHUT,
BAIII OTBET BCEI'TA — «J1A».
Touka.

5. VBOJIBTE BAIIMX KOHTPOJIEPOB 11 BECh HOEITAP-
TAMEHT OTHOIIEHNI C KIMEHTAMIA.
Kax/ipit pabOTHIUK, OOLIAIOIINIACS C KINEHTAMM, [OJ-
KeH MIMeTb IIOJTHOMOYMSI [I/1s1 pa3bopa Kanob u peleHns
mpo6em.

6. HET >XKAJIOB? YTO-TO HE TAK...
IToompsriTe K1MEHTOB TOBOPUTDb BaM O TOM, YTO BHI Iefa-
eTe HeraB]/UIbHO.
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7. V3MEPSTE BCE.
DyT60/bHBIE KOMAH/BI 3TO ENAIOT. BBI TOXe [JOKHBI
IIOCTYIATh TaK.

8. 3APIUIATHI HECIIPABEJJIVIBBI.
IInatuTe MOAAM Kak HapTHepaM.

9. BAIITA MAMA BbUIA TTPABA.
JleMOHCTpUpYIiTe YBaXKeHME K TIOAIM. Byjibre BeXX/IMBBL.
910 paboraer.

10. «AMOHM3MPYITECD.
YsHaiiTe, KaK JeCTBYIOT nydinne. BHegpute y cebs nx
cuctemy. [lorom ynyummure ee.

IIpemynpexxaenue. Imu 0ecsmv NPAGUTL He CHOAM HUL 2POUUA...
KPOMe TeX C/Iy4aeB, KOI/ja Bbl ITOJTy4aeTe IpUObITb. Bl O/KHBI
3apabaTbIBaTh JE€HBIHM, YTOOBI OCTABATHCS B OM3Hece U IPefo-
CTaBJIATb XOpoliee 06CTy>KMBaHue.
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ToyKa oTcYeTa: Bbl XOTUTE ObITb
nepBbIM?

SInmoH1pl — mpeBocxopHble X03seBa. Korga s 6601 B Tokno Ha
aBTOILIOY, BCe, C KeM 51 BCTPeYasICs, ObUIM HACTOIBKO JIF00Ee3HBI
Y TOCTENIPUMMHBI, YTO MHE OBUIO TPYJHO COBMECTUTb TAKYIO
BEX/IMBOCTD AIOHIIEB C VX arpeCCUBHOCTBIO B OM3Hece.

51 HaKOHel] TIOH I, B 4eM JIeTI0, TOTIbKO Ha cTeHpje Toyota, korga
yCIBIIIaN OOBACHEHNS MOJIOIOTO AIIOHCKOTO MHYXKEHepa O TOM,
YTO UX LeJIb COCTOUT B TOM, YTOOBI OBITD «M41OaH», TO €CTh «HO-
MepOM HePBbIM», CAMBIM OOJIBIIM, CAMBIM JTY YIIVIM.

S cnpimran aTy Gppasy HEOLHOKPATHO, Be3fie, I7ie MHe I0BE/I0Ch
HOOBIBaTh. «DTO KPYMHENINiT 6aHK MUpa», «ITO KpyIHeIas
Opokepckas ¢pupmar. VI KOHEUHO, MBI IPUCYTCTBOBAIN Ha KPYTI-
HeJIIeM aBTOIIOY B MIUpeE.

IMockonbky s U3 [lannaca, s CYUTAN, 9YTO MMEHHO TeXaclaM
IPUHAJISKNAT 9KCKTIO3VBHOE TIPaBO OBITH CAMBIMIU OOJIBIINMY
u campiMu nyqmyMu. Ho aTo yxe He Tak. Ham mpupercs kak
MUHUMYM TOJENUTbCSA STUM IIPaBOM. SIMOHCKOe CTpeMIIeH1e
OBITH ITEPBBIM HOMEPOM (KOTOPO€, KaXKeTCsI, HallpaB/isieT BCe, YTO
OHU JIe/Ial0T) II03BOJIM/IO ¥IM OTHSATD y HAC 3HAYNUTEIbHYIO YaCTh
3TOro TUTYyNa. «/4nban» — 9T0 pemaninit GakTop UX ycrexa.

W mamero ycrexa Toxe.

Camas Ba)kHasi Belllb, KOTOPYIO MBI Ce/ani 3a BCe BpeMs
CYIeCTBOBAHMs HAIIMX ISATU aBTOLEHTPOB, — 9TO pelIeHNe
OBITH MTyYIINMU. 3aJJ0/ITO IO TOTO, KaK 51 BCTPETU/ICS C MOUMMU
HOBBIMU APY3bsIMU U3 SMOHNMM, KOHLeNUNs «n4rbaHa» Oblra
Ba)KHa J/IA MEHS.

,E‘EVE E"’ 2016



Touka omcuema 27

Anpucoeguunnca k Sewell Village Cadillac B 1967 ronmy, mocrne
BO3BpalleHns u3 apmuin. B o Bpemst B [anmace 6b1710 TOBKO TP
nunepa Cadillac, u Mb1 6bUIM Ha TpeTbeM (TO €CTb TOCTIEIHEM)
MecTe TI0 TMpofakaM. ITO MeHsI KpaitHe Oecrokomo. S xoren
OBITH HOMEPOM MEPBBIM.

S Torga aTOrO ellje He IIOHMMAJI, HO 3TO PelleHe ObIIO OBO-
POTHBIM MOMEHTOM [I/Is1 Halelt komnauun. [Ipexye yem make
HavaTh AyMaTb 00 yIy4LIeHUN OOCTY)XMBAHWUS K/IMEHTOB, BbI
JIOJDKHBI OTIPEMIENNTh, HACKOIBKO XOPOIINM Bbl XOTUTE ObITh.
MBI co6panuch OBITD IePBBIMIA.

10 peleHe B KOHIIE KOHIIOB CIEIAJIO0 YKU3Hb MPOIIIe, BECesee
U OIIpefie/IeHHO Oorave.

[Tpomue mOTOMY, 4YTO OHO IPEKPATIU/IO MACCy CIIOpOB. Tereps
BCe IMCKYCCUM OCTaHAB/IMBAIOTCS Ha OJHOM BOIIPOCE: €C/IU MbI
9TO CAenaeM, Mbl cTaHeM ny4ie? Eciu na (v eciiu eCTb pasyMHBII
CII0COO BBIMIOJIHUTD 3TO), TO MBI 3TO CLIEIAEM.

Becernee motomy, 4To0 HAMHOTO IpUsATHee pabOTaTh C JIIOIbMI,
CTPEMSIIVMUCS K TeM JKe CAaMbIM 1ie/IsIM. Te, KTO He BEpUT B TO, YTO
MBI O/DKHBI OBITB TY4ILIVMH, Y HaC HAZIOJITO He 3a/Iep>KIBAIOTCA.

J 6orade moTOMY, YTO Telepb KIMEHTaM HPABUTCS TO, KaK
VX 00OC/TY>KMBAIOT, ¥ OHM OOpAIAIOTCA K HaM IIOBTOPHO. BMecTo
HOKYIIKM Y HAac OJfHOJ MaIlVMHBI ¥ 6eCCIeJHOTO MCUYe3HOBEHNU A
K/IMEHT BO3BpalllaeTCsA BCETa, KOTJla eMy Hy)XHa HOBas Ma-
mrHa. B TeyeHme CBOel )KM3HM OH 3aIIATUT HAM OYeHb MHO-
ro — 332 000 monmapos, ecnn OBITb TOYHBIM.

Yepes HEKOTOPOe BpeMsl 3TOT CIOCOO BefieHMs OM3Heca CTa-
HOBUTCS CAMOIIOZIEP>K M BAIOLIIVIMCSI.

— Ecmm BbI Xopomro obpaiaeTech ¢ KIMEHTaMM, OHY OYAYT
K BaM BO3BPAIIATbCA, IOTOMY YTO BbI UM HPABUTECh.

— Ecnu Bl UM HpPaBUTECDH, OHU IIOTPATAT 6071bI11E OECHET.

— Ecu onu TparaT 6071bl1Ie JleHer, BBl 3aX0TUTe 00palaTbes
¢ HuMu nonyuite. (Kak He yroguTh 4esoBeKy, KOTOPBII
cobupaercs 3amnaTuthb Bam 332 000 gommapos!)

B Y E' 2016
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— Ecnu BB 06paiaeTech ¢ HUMM XOPOIIO, OHM OyIyT BO3-
BpamiaThcs K BaM. Kpyr saMkHycs.

YeoBeKOM, KOTOPbIN ITOMOT MHE PAacCYUTATh HACIMOAULY1O
CTOMMOCTH KireHTa, 6611 Tom IIntepc. OH Bce BpeMst HacTan-
BaJI Ha TOM, YTOOBI MBI IIPUEPXKMBATNCH HAIIIETO Kypca U ObI/IN
6/Ke K KTUEHTaM.

Ho y MeHs yuio ZOBOTBHO MHOTO BpeMeHM Ha TO, YTOOBI
HOHSATH, KaK 9TO CHe/IaTh Ha MpaKTuKe. Bce, 4TO 51 3HaM BHava-
jie, — 3TO TO, YTO MBI JO/DKHBI CTaTh MYUIINM aBTOLIEHTPOM B
Hanmnace. VI g aToro, Kak s CKOpO HMOHSA, MbI JO/DKHBI ObIIN
HaliTy croco6 audepeHpoBaTh ce651 0T KOHKYPEHTOB.

CHauasia g [yMaJl, 4TO MBI MOXKeM OBITb JiellleB/ie BCeX, HO Ha
CaMOM JieJie 3TO COBCEM He TO, Yero X04eT OOJIbIITHCTBO JTIOfIeil.
KoHeuHo, Ka)X/blil XO4eT 3aK/TI0UNTD BHITOJHYIO CLIE/IKY, HO IieHa
OYeHb PeJKO ABJIACTCA eUHCTBEHHBIM KpuTepueM. [Tocne moce-
I[eHN A peCTOPaHa BbI BPSAJ] 1M TOYHO HIOMHMNTE, CKOJIBKO CTOVIN
611071, HO BbI IIOMHMTE, IOHPABIU/IMCh OHYU BaM VN HeT.

Kpome Toro, He/b3si KOHKYpUpOBaTh TOMBKO 110 IieHe. Hesasu-
CHMO OT TOTO, CKOJIBKO MBI 3aIIPOCUM, KTO-TO Oo/ee yMHBIN (Ha-
IIeIINIT CI0co6 ObITh 60ree 9¢h(eKTBHBIM) MM 6oJIee TITYIIbIIA
(mpocTo He 3HAIOIMII CBOVX 3aTpart) 3alIPOCKT Ha JO/IIap MEHBIIIE.

Urak, 1jeHa He OblTa peneHyreM. Tora s MONBITA/ICA ITIOCMOT-
peThb Ha HaIlly KOMIIAHWIO C TOYKM 3PEHNUs KIMEHTOB. VI moHs,
4TO OOJIBIINHCTBO /TI0fielt BOOOII[e He TI0OU/IN METb [0 C IPO-
faBIaMy aBroMo6uteit. OHM OXXV/jasu ITOCeleHN s aBTOLIeHTpa
C TaKMM K€ 4yBCTBOM, C KAKMM COOMPAIICH K CTOMATO/OTY.

1 3HA/I 3TO MHTYUTUBHO, HO He 3HAJI, TI0YeMY TaK IIPOUCXOUT.
Torma MbI cTanu CrpalnBaTh KJIMEHTOB, 10 KAaKMM IIPUYNHAM
OHU He TI00AT IMeTb C HaMM JIeJI0, ¥ OHM BBICKa3a/iu CBOe MHe-
HJle — MHOTZIA He CMsATYas BbIpakeHUIL.

Onu roBopuIn, 4T0 BpeMst paboTs! (00bI4HO ¢ 8 70 15 yacos
C TIOHefelIbHNUKA M0 IIATHUILY) A HUX HeyfobHo. OHM cumTa-
JIM, YTO HEKOTOpbIe HAIM PaOOTHUKY I'PyObl, OHV HEeHaBUJE/IN
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ocTaBaThCs 63 MAIIMHBI HA TO BpeMs, [IOKa OHa ObTa Ha 00-
CITy>)XKMBaHWM; ¥ O0OTIbIIIe BCETO MM He HPAaBU/IOCh BO3BPAILAThCs
II0 HECKOJIBKY pa3 AJis TOTO, YTOOBI PEMOHT OBLI HAKOHEI[-TO
BBINTO/THEH NpaBUIbHO. HeKoTopble OTMeTHIN [jaXKe, YTO MO
y Hac 4MUCT He HACTOJIBKO, HACKO/IBKO CJIefjoBao Obl, a Mebenb
BBITJISIAAT M3HOIIEHHO U He OYeHb yj00Ha.

Y HuX He ObIIO KOHKPETHBIX PeKOMEH ALV [0 Yy YIIeHNIO,
HO BOT IIPO TO, YTO UM He HPABUNOCH, OHV TOBOPW/IY BIIOJIHE OII-
peneneHHo. OHV TOBOPYIIN O TOM, UTO Ji/Is1 HUX Ba)KHO, — ¥ T€M
CaMbIM JJaBajIy OIIpefie/ieHNe BbIJAI0I[eMYCs KaueCTBY CepBICa.

Kax TOBKO MBI TIOHSI/IN, Y€TO XOTSAT HAIUM KIMEHTDI, MbI pe-
VTN JATh UM 3TO — Beflb €C/IY UM ITOHPABUTCA UMETD C HAaMU
JieTI0, OHY IIepeCTaHyT Ha HaC OCKa/IMBATbCA U, BOSMOXKHO, OyyT
IPUXOANTD K HaM 4dare. Mbl Ha4a/In ¢ IpefjocTaBIeHNsA UM bec-
IUIATHOV BPEeMEHHOI MAIIVHBI, 0K YIX aBTOMOOV/Tb HAaXOIUTCSA
Ha obcnyxupanuu. CriepBa y Hac ObUIO IATHh TaKUX MAIlNH,
HO CO BPEMEHEM Halll ITapK BbIPOC 10 257.

Hamy K1eHThbI TaK>Ke TOBOPWJIN, YTO He TIOHUMAIOT, II0YeMy
MBI He paboTaeM 10 cy660TaM, — Belb APYTyie MarasyHbl B 3TO
BpeMs OTKpBITHI. B Hadane 1970-X HM OZVH aBTOMOOW/IBHBIN
VJIep B HallleM IITaTe He paboTas B Cy600TY MOTHBII AeHb. MBbI
HOIpPOOOBa/IN CHEIATh 3TO, M B MEPBBIN K€ YUK-9HJ ABafLiaTh
IATD Ye/IOBeK Io6marogapuin Hac. V, 4To6bI cie1aTh UX )KU3HD
ellle IIpOIIle, Mbl YBeIMYN/IN Hallle pabodee BpeMs — Tellepb Mbl
oTKpbiBaemcA B 7.30 n 3akpbiBaemcsA B 20.00.

Ho HekoTopbIe Belu cfienaThb 6b110 HAMHOTO TpyAHee. Kak ra-
PaHTUPOBATh, YTO paboTa OyZieT BCerzia BBIIIOTHEHA IIPABU/IBHO?
Kax cokpaTuth BpeMsi, KOTOpOe K/IVIEHTbI BBIHY)K/JeHBI TPATUTD B
aBTOIeHTpe? Kak MCK/II0UNTh BCe BO3MOXKHBIE ITPOO/IEMBI, € KO-
TOPBIMI OHM MOTYT CTOTIKHYTBCS, MMesI JIe/I0 C HaMum?

Ham Hapo 6b110 pa3paboTaTh YeTKYIO CUCTEMY — HO Kak?
I mpITasICs MOYEePIIHY Th CBEAEHMS U3 BCEX JOCTYIIHBIX ICTOYHN-
KOB — KHUTH, XYPHAJIbl, KOHCY/IbTAaHTbI, — HO HUYTO HE a0
Takoro ¢ dekra, KaK MOCelleHNe YCIeIIHbIX KOMITaHMil. Mbl
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00111a/TMCh C TIOABMY 113 aBTOMOOM/IBHON MHAYCTPUL, A eltie 60/Ib-
1re nopcMotpenu B otensax (Marriott u The Mansion on Turtle
Creek), pecropanax (McDonald’s u Lutece), aBuakommnanmsx
(American u Southwest). MbI XoTenu 3HaTh, KaK y HUX IIOyYa-
eTCsI IPEAOCTABIIATD IPOAYKTHI U YCTYTU HEM3MEHHO BBICOKOTO
KayecTBa.

MbI Hava/IM C HALIVX KOJIJIET — IIPOAABI[OB aBTOMOOM T, MbI
HIO3BOHM/IV HECKO/IBKUM JeCSITKaM /TI0fiell B Halllell MHAYCTPUN
YL CIIPOCHIN UX, KTO IIPOJaeT aBToMoOuu mydiie Bcex. [ToceTus
BeJIyli/ie aBTOLIEHTPbI ¥ TIOTOBOPUB C TIO/{bMI, KOTOPbIE TaM pa-
60Tanu, MBI TOHSI/IN, KaK BEYT e/a Tydline B CTpaHe [VIephl.
Mb1 3aaBany Bonpocsl, poTorpadupoBaniu 1 KONMPOBaIu Bce
YTO MOIJIN.

MBI 1103aMMCTBOBaNM Maccy ujeit. Mbl aflaiTUpoOBaIu UX
Y B HEKOTOPBIX CIy4asix JlaXke YIydIININ, HO caMble y/JauHble
MBIC/IY IIPULIIN OT JIIOfieil, C KOTOPBIMYU MBI BCTPEYaNNCh, U OT
HPeANPUATHIL, KOTOPBIE MBI IIOCETU/IN. DTH UJEV CTAJIN IS HaC
Iy TeBOANTEIIEM.

Hakoger, paspaboTaB Bce Hy>KHbIe HAM CUCTEMbI, MBI CMOI/IN
Ha4aTh IPOrPaMMYy HOCTOSHHOI IIPOBEPKI TOTO, KaK Pa3BUBaeT-
Cs1 HaIll OM3HeEC, ¥ TOTO, HACKO/IBKO MBI TPUO/IMIKaeMCsI K Hallleit
e — OBITh JTYYIIVMM, — IMOCTOSHHO CIIPALINBasi KIMEHTOB
0 TOM, Yero OHM XOTAT, U [jaBasi UM 3TO.

Bce aTo 6esymuo TpynHo. Ha BcTpeum yxoput Bpems, u
elie OOJIBIIIE €O YXOAUT Ha TO, YTOOBI 3aCTABUTD YyXKUe UJen
paborarp Ha Hac. Ho, pa3 y>X MbI HOCTaBWU/IN cebe 1Ie/bio ObITh
HePBBIMM, HY)KHO U/ITYU BIIepes.

51 Xouy IOKa3aTh BaM, KaK MbI YIIPaB/IsieM CBOMM OM3HECOM,
¥l HaJIeI0Ch, YTO 3TO BaM IIOMOXKeT, — paboTaeTe /U BBl B OONb-
IOV KOMITAHMM WJIM TObKO HauMHaeTe HOBOe Jeno. B KoHIle
KOHIIOB, €C/I/ Halll HOAXOM K 00C/TY>KMBaHUIO KJIVIEHTOB C/ie/all
IPUATHBIM flaXke TaKoe Jie/Io, KaK MpojjaXka aBTOMOOUIIEN, TO
BO3MOXKHO Bce.
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l. Cnpocute KNueHTOB
0 TOM, 4€r0 OHM XOTHT,
U anTe UM 3T0



[naBa 1. KnneHTbl caMu NOACKaKyT
BaM, KaK 06ecneymBaTb XOpOLLMK
CepBuC

MpbI He [lenTaeM HUKAKUX TIPENIIONOXKEHNIL.

Hanpumep, y Hac HeT YCTAHOBIEHHBIX IPABUI O TOM, YTO
K/IVIEHTa HAJI0 MONIPMBETCTBOBATH B TeUEHNE TPU/LIATU CEKYH]
WIn 9To TefepOHHYI0 TPYOKY HAO MOSHATH HE MO3)Ke YeM Ha
BTOpOM 3BOHKe. [T006HbIe TIpaBuIa CO3AAI0TCS TIObMU, TIPe-
IO/IATAIONIVIMI, YTO OHU 3HAIOT, Yer0 XOTAT Apyrue. Mol He
IpepronaraeM Hidero. Mbl IIbITaeMcsl y3HATDh BCe Y CAMUX KIIN-
eHTOB. EC/it BBI HajmTe MM BO3MOXKHOCTD IIOTOBOPUTH 1 Y Bac
XBAaTUT BOJIM UX BBICTYIIATh, OHM CaMU PACCKaXXYT, 4€TO OHU
XOTHAT.

B Hamem 613Hece (Kak U B OO/IBIINHCTBE APYTUX) OOLIEIpH-
HATOI ABJSIETCS MBIC/Ib O TOM, YTO K/IMEHThI HEHaBUMIAT, KOITa
IPOJABLbI MX aTAKYIOT HEMEJ|IeHHO, efiBa OHV BXOJSAT B ABEPb.
Hamumm KOHCY/IBTaHTBI TOBOPU/IN, YTO C/IEAyeT MO3BOUTD KIM-
€HTaM IIOT'Y/IATh 110 TOPrOBOMY 3a/Iy MUHYT IATh «/Is1 aKKJINU-
MaTu3aUN», TPEK/e YeM K HUM IO ONIET KTO-TO 13 IIePCOHAA.
5] 3Ha10 HECKO/IBKO aBTOLIEHTPOB, I7le 9TO IIPaBIUJIO YCTAHOB/IEHO
U CTPOTO COOMTIOfIAeTCS.

Ho 3a Bce Moy rofibl B aBTOMOOMIBHOM OM3Hece 51 HI pasy He
CIBILIAJT HU OJHOM YKa/I00bI Ha TO, YTO HAIIM IIPOJABIIBI ObIIN
arpeccuBHbI. HalipoTuBs, 51 MOMYYM/I CIMIIKOM MHOTO IIVICEM
OT JIOJIEN, KOTOPBIE CIUTAJIN, YTO MBI ObIIM HEOCTATOYHO BHU-
MaTe/IbHBbI.

OTcroa BBIBOA: HET CMBIC/IA CYIIATh, YTO TOBOPSIT KOHCY/Ib-
TAHTBI U/IM KTO-TO €llje O TOM, KaK BaM C/IefiyeT IPUBETCTBOBATD
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MMOCEeTUTEEIN. E)Z[I/[HCTBGHHOC, YTO BaXHO, — 9TO TO, Y€TO XOTAT
caMU K/IMeHTHI. VIx u Hano CIipaliBaTh.

Bot nHam METO/[] Y3HATDb, 9€TO JKEJIA€T KIMEHT.

BO—HepBbIX, KOrjia OH IIOAXOOUT K OKHY KacCcChl, €ro IIpocCAT
OTBETUTDH Ha TPpU BOIIpOCa TaKOW aHKeTHI:

Mbl XOTEJIM Bbl Y3HATb...

1. Bbl 3annatuau
a) MeHbllue 6) 60nbLIe B) CTOJIbKO, CKOJIbKO OXMAaNN?
(Mowanyricta, 06Be4NTE 04MH U3 BAPUAHTOB)

2. bbin v Bal aBTOMOGU/b FOTOB B 06€LaHHOE BPEMS?

Ja Het
3. Bblif1 1 3TO NOBTOPHbI PEMOHT OJIHOIA U TOI e HEUCNPaBHOCTN?
Ja Het
50JIbLIOE CIMACHUBO!
SEWELL
Village Cadillac

CemenHas Tpaguums ¢ 1911 roga

OTa aHKeTa J0CTaTOYHO KOPOTKA, YTOOBI KTO-TO 3aTPYIHN/ICS ee
3anonHUTh. Ho, XOTA B Hell BCero Tpyu BOIIPOCa, Mbl MOYXKEM Y3HATh
MHoroe. (V1 Ha060poT, 9TH >ke TpU BOIIPOCaA, KaK BbI YBUINTE Yepes
MMHYTY, epefaloT Maccy MH(OpMaLuy yke KIMEeHTY OT Hac.)

Bompoc 1 3fiech NpUCyTCTBYET IIOTOMY, YTO, €C/IN JIIOJM He
YYBCTBYIOT, YTO OHM IIOJIy4alOT 3a CBOM J€HbIM aJleKBaTHYIO
LIeHHOCTb, UM He IIOHPaBUTCS MMETD JI€7I0 C HaMU, HE3aBUCUMO
OT TOT'O, YTO MBI JI€/IA€M.

Bompoc 2 Hy>XeH Ji/Is1 TOT0, 4TOOBI IIPOBEPUTD, CAEP>KAIN /TN
MBI CBO€ CI0BO. bbi1a 14 MaIllHAa Ha CAMOM JieJIe TOTOBa B 00e-
IIAHHBI HAMU CPOK?
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W HakoHel, BOIIPOC 3 MO3BOJISIET HAM 3aMETUTD, YTO MBI Jie-
JlaeM Of{H ¥ TOT YK€ PEMOHT CHOBA.

(9Tr TpU Bompoca fOOMPAIOTCS KO CEPALIEBUHBI TI000I YCITy-
T Vi C HeOOIBIIVIMY MI3BMEHEHWSIMY MOTYT OBITH 3aJJaHBI B TI060M
6usHece. []7151 oLieHKY pabOTHI peK/TaMHOTO ar€HTCTBA, HAIIPUMED,
MOYXHO 3a/]aTh TaKe BOMPOCHL:

— Vnoxumach 1y KaMIaHus B GI0KeT?
— Dbi10 711 Bce BBINIO/THEHO B CPOK?
— Ilpunecna 1 oHa pe3ynbTaT?

Becb cekpeT — mpopaeTe 11 BbI aBTOMOOVIIN MIM peKIa-
MY — COCTOMT B OIIpefie/IeHNM TpeX Hamboee Ba>KHBIX JJIA
KJ/IMEHTa Belleil. 3aTeM ClefiyeT yOCTOBEPUTDCS, YTO BbI BCE 3TO
HpefoCTaBIseTe.)

Ec/y KMeHTBI [yMAIOT, YTO OHM IUIATAT OOJIblIle, YeM HOJDKHBI,
VLU eC/IU MLl HA He OblIa TOTOBA B 00€IaHHOE BpeM s, VIV IM
IPUIIIOCH [ielIaTh OJVH U TOT XK€ PEMOHT BO BTOPOIT (M1 Taske
B TPeTMil) pa3, 3HAUUT, HAllly pabOTy He/lb3s Ha3BaTh XOPOIIEI.
MBI JO/IKHBI 3HATb 9TO, YTOOBI UMETH IIAHC XOTS Obl U3BUHUTD-
¢ Ha MecTe. B aToM cimy4yae Kaccup BBISBIBA€T MEHEJKepa, KO-
TOPBIIT OBICTPO MPUXOAUT, U3BUHAETCS Y HEMEIJIEHHO UCIIPaB-
TIA€T MOJIOXKEHME.

OpnHako 06BIYHO MBI Jie7laeM BeCbMa XOPOIIYIo paboTy, 1 TaKas
aHKeTa I03BO/IsEeT HAM HAIIOMHUTDH 00 3TOM K/IMEHTY ellle pas,
1 6e3 BCAKOTro XBacTOBCTBa. OTBET Ha IEPBBIIl BOIPOC ITOAYEPKI-
BaET, UTO CYET OKa3aJ/ICs MeHbuie KabKynAnynu. OTBeThbl Ha BTOPOI
U TPETUI BOIIPOCHI HATIOMMHAIOT O TOM, YTO MAIIfHA ObI/Ia TOTO-
Ba B O0CIIAHHBI CPOK U1 MBI He JIeJIa/TV IOBTOPHOTO PEMOHTA.

O6mas 1enb 3TUX TPeX BOIIPOCOB COCTOUT B YKa3aHUM Ha TO,
YTO HAIIV aBTOLIEHTPBI HAa CAMOM Jie/ie 3a00TATCSA O CBOMX KI/IM-
€HTaXx.

Bpl, HaBepHOe, 3aMeTHU/IN: B KOHIIe aHKEThI YKa3aHO, YTO MBI
IpUCYTCTBYeM Ha pbIHKe C 1911 ropia. YecTHO roBops, £ He iyMalo,

Y E" 2016



Cnpocume KnueHmos 0 mom, 4ezo OHu xomsm, u datime um amo 35

YTO 3TO JJaeT HaM KaKJe-TO JOIIOJTHUTe/IbHbIe O6a/IIbl. B ocHOBHOM
IOV CTABAT BOIIPOC TaK: «YTO BBI CAeNann 41 MEeHA 3a IOC/IeN-
Hee BpeM:A?» Ho MbI ropguMcsa cBoell UcTopueit ¥ KOMIIaHMell,
KOTOPYI0 OCHOBAJI MOJI OTell; K TOMY YK€, BOSMO>XHO, KOTZia JIIOA
BUJISAT, 9YTO MBI paboTaeM y)Ke TaK HaBHO, OHM JYMAIOT: «ITO
O3HA4YaeT, YTO OHM HUKY/IA He MICIe3HYT, eC/IU Y MeHs OYAyT Ipo-
671eMbI».

Tak>ke BbI MOITIV 3aMeTUTb CBOOOHOE IIPOCTPAHCTBO Ha JINC-
T€ IIOCJIE BOIIPOCOB, I7i€ K/IMEHTHI MOI'YT HAIlXCATh CBOM KOMMEH-
TapUNL.

Ecnn y HUX ectb BpeMA M KeJlaHue, OHU MOTYT MOJENUTbCA
C HAMM CBOMM MHeEHMUeM elle 6o/iee pa3BepHYTO — 3aIlO/IHUB
aHKeTy ¢ 49 BopocaMu, KOTOPYIO Mbl BK/Ia[ibIBa€M B ITAIIKY C X
CYETOM.

(He6ompuras ncrosepb. MHOTO /16T MbI aKKYPaTHO OIPaLIN-
BaJIy IIOKYIIaTe/lell HOBbIX MAalllVH Y ayKe He IIbITaJIVCh Y3HATD,
YTO HPAaBUTCA UM He HPABUTCSA IOKYIATENAM IOJEP>KaHHbBIX
MalmuH. 9TO ObIIO I7yNo. Begb mokymnarenn mojepKaHHBIX
MalllJfH TO>Ke MOT'YT CTaTh HAIIMMM IIOCTOAHHBIMY KIMEHTAMU,
npuHocAamumy Ham 332 000 gomnapos. fd gymar, 4TO He MbI
OIHM IpeHeOperaay STUM CETMEHTOM PbIHKA, HO Tellepb MbI
IIOMHMM O HEM.)
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AHKETA

1. CKonbKO pa3 (MpUMEpPHO) Bbl NOb30BANMCh YCAYraMu Hallero cepBica 3a nocneaHuid roa? _ pas.
Koraa Bbl 6biM B HawieMm cepBuce B NOCNERHMUI pa3:

2.Y Bac 6blnn TPYAHOCTH C NOMCKOM oTaena cepsuca? [fla__ Her_

3. Korga Bbl npu6biav B cepBuC, NO3A0pOBan1ch v ¢ Bamn?  fla_ Her

4. Kak o6ljanuch ¢ BaM1 Haluu cekpeTapu?
OuyeHb npodeccronanbHo___ Ot4acTv npodeccuoHansHo__ HenpodeccuoHanbHo

5. Tlocne TOro Kak ¢ Bamu N03/10p0BaNCh, CKOMbKO BPEMEHM BaM MPHLLIOCH ¥/aTb MacTepa?

 MHHyT
6. MoKa3anoch i1 Bam 310 OMAAHWE CanWKoM goarum?  [a_ Her

7. flcHO M 06BbACHUA BaM MacTep, Kakue Npo6aemsl y Bawero asTomoouna? la_ Her___
8. [lanu 11 Bam OLEHKY CTOMMOCTH peMoHTa?  [a__ Her___

9. [lav v BaM OLEHKy cpoka pemoHTa?  [la__ Her

10. Hawa komnaH1s npeanaraet HECKOAbKO CNoco60B onnatbl. 06bACHUAN I UX BaM?
Oa__ Her__

11. HackonbKo Bbl J0BOMIbHBI B LiEJIOM 06LLEHMEM C MAcTepoM?
04eHb J0BONEH OtyacTv joBoneH___ HeWtTpanbHoe OTHOWEHME
Otyactv HegoBoneH__ OuveHb HEJ0BOMEH

12. BaMm W3BECTHO, YTO, ECAM BBl NOKYNaM HOBYKO MALUMHY Y Hac, Bbl MOXETE 3aKa3aTb BPEMEHHYI0
MalWHy Ha Bpems pemoHta?  fla__ Her___

(Ecnm HeT, neperiguTe K Bonpocy 15)

13. Bbl 3HaeTe, YTO HYHHO CAENaTh, YTOObI 3aKa3aTb BPEMEHHY0 MalwnHy?  [a _ Her

(Ecnu Het, nepeigute K Bonpocy 15)

14. Bam npuxoaunoch 3BOHUTb HaM 151 3aKa3a BpEMEHHON MalwnHb?  [la_ Het

(Ecnm HeT, nepeiiguTe K Bonpocy 15)

14a. [ipywenio6Ho 11 Ben cebs nepcoHa, 3aHUMatWMHCs BPEMEHHbIMU MalunHaMN?

Oa__ Her__

146. bbina v BaM NpejocTaBAeHa BpeMEHHas MalnHa no Balwemy Tpe6osannio?  [la__ Her
14B. bbina N1 BpeMeHHas MaluMHa 3anpasneHa 6eH3MHOM, Korda Bbl nonysnnm ee? fa_ Her

15. Korgia Bbl nocneaHuit pa3 6biau y Hac, BOCNOAb30BANNCh 1M Bbl HaLe! MalWWHOM Ans KNWeHToB? *
la__ Her___  (Ecnu Hert, nepeigure k Bonpocy 19)

16. HacKonbKo Bbl GbiM Y0BNETBOPEHDI YACTOTON MaWMHbI A1S KANEHTOB?

OuyeHb goBoneH____ OtyacTv joBoneH___ HeWTpanbHoe OTHOWEHWE
OtyacTv HepoBoNeH___ OueHb HeloBONEH

17. CKONbKO BPEMEHM NPUMEPHO Bbl OXMAANM MAWWHY AN KAMEHTOB?  __ MUHYT
18. Bbin 1 BOAWTENb MalUMHbI ANS KAMEHTOB NpodeccuoHaned? [fla__ Her_

19. Korza Bbl 6b11 B HawweMm 0TAeNe cepeuca, BaM NpUWA0Ch BOCNONb30BATbCA KOMHATOM OMMAAHUA?
Ja___ Her___  (Ecnu Hert, nepeiiaute K sonpocy 22)

20. Hawa komHata oxuaaHus 6bina uncton? la _ Her
21.Tam 6binn cBOBOAHbIE MecTa Ans cuaenna? la_ Her_

* ABTOCCpBPIC Tpe/ylaracT KJIMeHTaM II0/[BE3TH X B yZLO6HO€ JUI HUX MECTO ITOCJI€ TOro, Kak
OHH C/Ia/TA MAIIMHY B PEMOHT.
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22. Bam n03BOHWAM, 4TO6LI NPOMHMOPMMPOBATL O FOTOBHOCTY Balwero asTomobuna?  [fla__ Her
23. Yepes CKOMbKO IYAKOB HaLll COTPYAHWUK NOAHAN TPYOKY TenedoHa, Koraa Bbl 3BOHWAM HAM?  ___ TYAKOB
24. Mbl 0TBEYaNM TOYHO Ha BaluW Bonpockl no TenedoHy?  fla__ Her_

25. Mbl pasrosapusanu no teneoHy seximso? fla__ Her___

26. Mbl cMOr/IM BaM MOMOYb, KOrAa Bbl 3BOHUAM Ham no TenedoHy?  fa_ Her

27. PeMoHT/06CnyKMBaHWe 6bin(0) NpoBeAEH(0) NPaBUALHO B NEPBOE e Balle NoceLleHe cepeuca?
Oa__ Her__

28. HacKonbKo Bbl Y0BNETBOPEHbI MPOBEAEHHBIM HAMU PEMOHTOM/ 06CYKMBAHNEM?

OuyeHb goBoneH____ OtyacTv goBoneH___ HeilTpanbHoe OTHOWeEHMe

OtyacTv HepoBoMeH__ OYeHb Hel0BONEH

29. bbin 1 Baw aBTOMOGMAbL FOTOB B CPOK, 06€WaHHbIA Hamu?  fla__ Her

30. CKONbKO NPUMEPHO BPEMEHM BaM MPULLAOCH XAATb B O4EPEAN K OKHY KAacChl?  ___ MUHYT
31. bbin v Kaceup Bewme?  fla_ Her

32. Kaccup cmor Bam B yem-To nomoyb?  [Jla__ Her

33. Ecnu y Bac 6biv BONPOCHI 0 TOM, 4TO 6110 CAENAHO C BalUM aBTOMOGMAEM, Mbl CMOTIM OTBETUTD
HaHMx? Ja___ Her___

34. bbina 1M OKOHYaTeNbHasA CTOUMOCTb PEMOHTA/06CNYKUBAHNS MEHbLIE UM PaBHA CyMME OKOHYa-
TeNbHOW Kanbkynaumn?  fa__ Her___

35. bbin v, N0 BaleMy MHEHMIO, UCMO/Ib30BaHbl BCE MPUMEHUMbIE K JAHHOMY PEMOHTY rapaHTUn?
Oa_ Her___

36. Mocne Toro Kak Bbl OTOLAM OT KACChl, CKONbKO NPUMEPHO BPEMEHW BaM NPULAOCH #AaTb Ball
aBTOMOOWNL? ___ MUHYT

37. 06bACHNN M KAaceup TOYHO, Kyaa ByaeT AocTaBneH Baw asToMoounb?  [fla_ Her
38. bbin 1 B MalLMHE OXMAAIOWMA BAC COTPYAHWK, KOTAa Bbl NOJOWAM K Hei?  [la__ Her___
(Ecnm Her, nepeiiguTe K Bonpocy 42)

39. 3107 COTPYAHWK Obln Apywento6eH? fa_ Her

40. KaK 6bl Bbl OLEHUAM €ro BHEWHNIA BUA?

OTAnyHbIM___ Xopowwi___ CpepHui___ Tnoxoi___

41. Cka3an v Haw COTPYAHWK «cnacnbo»?  [la__ Her___

42. bbin 11 Baw aBTOMOGMAb YUCTbIM NPKW ero nonyyenmun?  fla__ Her

43. HackonbKo Bbl YA0BNETBOPEHbI B LENOM PaboToil Halwero 0TAena 06CnyK1BaH!A?
OuyeHb goBoneH___ OtyacTv goBoneH___  HeitTpanbHoe OTHOWeEHMe

OTyacTi HeoBOAEH___ O4eHb HEOBONMEH

44, Bbl nokynany Baw aBToMo6uAb B Hawel komnanun?  fla__ Her___

443. Ecnv pa, Bbl NOKyNanu ero HOBbIM MW NoAepkaHHbIM?  HoBbIM___ MoaepwaHHbIM___
446. Ecnv Bbl NOKYNanu B Apyrom MecTe, T0 y Kakoi Gupmbl?
45, Kakoro roga Bbinycka Ball aBToMo61nb?

46. MopekomeH/yeTe M Bbl Hall 0TAeN cepBuca cBoemy apyry?  [la__ Her___
47. Kak 3Banu Balwero mactepa?

48. 3anNOMHUACA W BaM KTO-TO W3 HALMX COTPYAHUKOB, KOTOPLIV cAenan Balle NOCeLleHNe Hallero
cepaHca 6oee NPUATHBIM?
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49. Xotenu 6bl Bbl NPUHATL y4acTve B Haleit dokyc-rpynne?  [fla__ Her___
ECTb W y BaC NpepnoxeHns 0 TOM, Kak Mbl MOXeM 06CAyxKMBaTb BaC ny4we?

bonbluoe cnacn6o, 4To Bbl CMOMW NOAEANTLCA BALMM ONbITOM 06CnyuBaHNs B Sewell Village.
Haw npuHumn: «Mbi npegoctasum 100% KayecTBEHHbIX TOBAPOB W YCAYT TOYHO BOBPEMS».

SEWELL
Village Cadillac
CemeliHas Tpaguums ¢ 1911 roga

Bce ompocsl cTporo Heo6sA3aTebHBL. MbI MOITIM ObI IOMTYYNUTh
TaKyIo Xe MHPOPMAILNIO, TO3BOHNB HAIIMM KIMEHTaM JJOMOJL,
HO A CaM He JI0OMI0 TaKye 3BOHKM: Ka>KeTCs, YTO OHM BCerzia
paszaroTcs Bo BpeMs obefia My Koryia A urparo ¢ ierbMu. Ckopee
BCETO, OOBIINHCTBO HAIIMX K/IMEHTOB IyMaeT Tak >ke. [ToaTomy
BMeCTO TeZie()OHHBIX OITPOCOB MBI IaeM MM Hally OO/bIIYIO aH-
KeTy 13 49 BOIIPOCOB, KOTOPYIO OHU IIPK JKeJITAHUM MOT'YT 3aI10JI-
HUTH U nocnarb HaM. (Okommo 35% 13 HUX [earoT 3T10.) ToT, KTO
HE XO4eT, MOXKET BBIKMHYTh BCE 9TO B KOP3UHY.

MpbI He XOTMM IOKYYaTh HAIIMM KIMeHTaM. Mbl laeM UM Bce
BO3MOYKHOCTM CKa3aTh, YTO OHY O HAC [yMAIOT, HO He 00sA3bIBaeM
uX K oaTomMy. Ecrii OHM He XOTAT roBopuTh — Xopoo. Ecnn xo-
TAT — MBI IIOCTAPAEMCA MaKCMMAIbHO YIPOCTUTD I/ HUX 3TY
npouenypy. Mbl npepyaraeM UM OTBETUTh Ha TPU BOIPOCA Yy
OKOIIIKa KacCMpa; y Hac eCThb 1 6osiee IMHHAA aHKeTa, KOTOPYIO
OHM MOTYT IIPY >KEJTAHUY 3aTI0/THUTD; U €C/IN Y HUX €CTh 9TO elle
CKa3aTb, Mbl B KOHIIE 3TOJ AaHKETHI CIIPALINBAEM UX, HE XOTAT /I
OHU IIOYYaCTBOBATb B POKYyC-TPYyIIIIE.

0693aTeNbHO CNpaWMBaANTE KIMEHTOB, Yero Obl UM XOTENOCH, HO
CnpallnBanTe BEXIMBO M He AaBUTE Ha HuUX. [peanarante onpochl
B TaKOW hopme, YTOObI KIMEHTbI MO UTHOPUPOBATb MX, ECIU OHK
He XOTAT y4aCTBOBATb.
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Dokyc-rpyHIIbl Ype3BbIYaitHO 3¢ (HeKTUBHBL JTO CII0cob Mpo-
BEPUTbH, HACKO/IBKO XOPOIIO BbI paboTaeTe, IOTOMY 4YTO BbI CIIpa-
MIMBaeTe KJIMEHTOB, HPABUTCS /I IM MIMETb C BaMu Jeno. Bol Ha
CaMOM Jiefie JlaeTe MM BCe BO3MOXKHOE MM K€ IIPOBa/IMBaeTeCh
B KaKJX-TO 00/IACTAX, O KOTOPBIX JiaXKe He MMeeTe IIOHATUA?

Kpowme Toro, pokyc-rpynmsl IOMOTaloT HaM YAEP>KUBATD ey-
Hble CTAaHJAPTHI JI/IA BCeX PUINATIOB.

IToxa MBI pocnu, s HOHAT, YTO yIIpaB/ieHJe Ha CBOMX JIBOMX
3G dEeKTMBHO JI0 TeX MOp, OKa Y BaC €CTh TOMBKO OJVH Mara3iuH,
HY, uu fBa. To ecTh OKa Bbl MOXKeTe YBUJETDb BCe, YTO IPONC-
xozuT. Ho 310 Mepectaet paboTaTh, KOTzia y BAC MHOTO Mara3jHoB,
CKJ/IafIoB MV O(UCOB ¥ BB HE MOXKeTe IIOTPATUTD JOCTATOYHO
BpeMeHI Ha KaXKIbli1. BaM HY>KHBI JONIOTHUTE/TbHbIE ICTOYHUKI
nHpOpManVy — Hanpumep, GOKyC-TPyIIIbL

MbI cHavaa BOCHpUHUMAIN (OKYC-TPYIIIBI KaK POJ| HEKOI
Maruu ByJy, HO OKa3ajI0Ch, YTO Ha CAMOM JieJie 3TO O4€Hb ITPOCTO.
MBI (s 1V OBVH U3 HAIIMX CTAPIINX MEHe[)KePOB) IIpUT/IalIaeM
B O0JIC lecATb—/IBEHAIIATh HALIMX K/IVEHTOB 1 Ha4MHaeM 3a/a-
BaTb BOIIPOCHI O TOM, HACKOJIbKO MM HPAaBUTCA UMETb C HAMI
ZieTI0, B YeM OHM BUJIAT HAIllV CUJIbHBIE U C/Iabble CTOPOHBL [ToToM
MBI OCTaHaB/IMBaEMCs Ha KaKoJi-To OTHenbHOI obmactu. K mpu-
Mepy, 3a/jlaeM JeCATOK BOIIPOCOB 0 paboTe Hallero cepsuca. (Otu
BOIIPOCHI MBI OepeM IpsAMO U3 Hallleli 60/IbIIoi aHKeTbhl.) B npy-
roit pas Mbl 6ecefiyeM O TOM, KaKyue 4yBCTBA HAlllM K/IMEHTHI
VICTIBITBIBAJIM B ITpOIiecce MOKYIKN. BaM 6b1/10 yT0OHO TOBOPUTD
c Hamu? Ml 3HaIu IPOAYKT, KOTOPbI pefnarann sam? Ilo3so-
HJI JIV HAIll IPOZIaBel] BaM B TeYeHe IBYX HeJie/b, YTOOBI y0c-
TOBEPUTHCSA, YTO C BallIel IMOKYIIKO BCE B IOPANKE?

MpI pasroBapuBaeM OKOJIO IIOTyTOPa 4acoB, IOTOM 61aropa-
PVIM YYaCTHMKOB J JAPMM Ha ITPOIaHye HAbOp XOPOIINX pydeK.
KnmentaMm faxke HpaBUTCS y4acTBOBATh B TAKUX BCTpedax.

Ot6upas mopeit fyist GOKyC-TPYIIIL, Mbl XOTUM OBITH yBepeH-
HBIMM B TOM, YTO OHM TOYHO IIPEACTAB/AIT KPYT HAIINX K/IU-
€HTOB U TeX, KOTO MBI XOTe/nN Obl BUJIeTh B KauecTBe HAIINX
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KJIMEHTOB. DTO O3HA4YaeT, YTO MbI IIPOBOAUM UeThIpe MM IATb
(OKyC-TpyII IO KaXXIOMY OTAE/ILHOMY BOIPOCY, YTOOBI ITOTY-
YJTb TOUHDIE JAHHDIE.

Korza MBI TOIbKO HAYMHA/IY IIPOBOANTD (POKYC-TPYIIIILL, 5 OT-
HOCWJICA K HUM CKeITHYecKN. S He gymai, 4TO MIOAM MOTYT
CKa3aTb YTO-TO HETaTMBHOE O HAC, HAXOACh C HAMU B OfJHOII
komHare. Ho A okasaca He mpaB. Uem 6orblie B rpyIie Troziei
U 4eM JIOJIbIlIe MJeT BCTpeya, TeM BBILIe IIAHCHI YC/IbIIATh OT-
KpOBeHHbIe 3aMedaHs. Ha BTopoM min TpeTbeM nonydace KTo-
TO HEOXXMTAHHO ITpousHeceT: «[103Bo/IbTe MHE CKa3aTh, KaK Bce
00CTONT Ha CaMOM Jie/ie» — M C TOr0 MOMEHTa BbI MOXKeTe OBITh
YBEPEHBI, YTO YC/BIIINTE IIPABJY.

KoneuHo, TOpoOJi y4aCTHUKY TOBOPAT BCAKUI B3OP, HO Mbl
crapaeMcs GUIBTPOBATH 3TO. EC/IM MBI TOBOPYM C COTHeI! 4eo-
BeK, 00s13aTe/IbHO OY[yT HONAPHbIe MHEeHNA. MBI Bcerfja cTapa-
€MCs HaliT! 30/I0TYIO CEPENVIHY.

51 mOHsAN ellle OffHY Belllb: He UTHOPUPYIITE ITyOOKO CHps-
TaHHbIE PeaKIIMM HEKOTOPBIX JIIOflell TOIbKO IIOTOMY, YTO 3TO
He TOuYKa 3peHus OonpmnHcTBa. Korma B kopmopanun Ford
uccnenosany Taurus, oHM OOHAPY>XN/IY, YTO IIOJIOBMHE OIPO-
II€HHBIX HPAaBUTCS €TI0 BHEIIHMII BUJI, @ Jpyras [10JI0OBMHA HeHa-
BUJUT €TI0, TAK YTO OKOHYATEIbHbII PEITUHT COCTAB/IAJ BCETO
4.5 us 10. Ho yuTnTe, 9TO IONTOBMHE JIIOKEN OH oHpaBucs!
W nonosuHa, Korga Bbl FTOBOPUTE O YMCIIE IO, TOKYIAIoUX
MAIVHbIL, — 9TO 4ePTOBCKM MHOTO. Tak uto Ford mpucrymnmn
K IIPOU3BOJCTBY.

bonee Toro. VIHorga cTont mpmcnymarbcsl K KOMMEHTApUIO
BCEro JIMIIb OFHOTO 4enoBeka. f samomMumn okyc-rpymmy, Ha
KoTOopoit MbI 06¢cyxaam Hyundai n ogys genoBek ckasar, 4To
OH BO3HEHABHJIe/l HAllly IIPOTPaMMy IPeSOCTaB/IeHUs BpeMeH-
HBIX aBTOMOOWIelT, KOTZIa IpueXajl B CEPBIUC 1 eMY CKas3asiu, 4TO
celfyac HeT MAllMH Ha NofgMeHy. Hamr ynpaBaAommi Ksaics,
4TO Y Hero Bceryja ObUI BpeMeHHble MAIIHbI, HO B peduyl K/IVeH-
Ta OBIIO YTO-TO TAKOE, YTO 3aCTAB/ATO eMy NoBepuTh. yKemas
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IOHATD, KaK TaKOe MOIJIO IPOM3OTH, s IPOBe HeOOIbIIYIO
IpPOBEPKY U 0OHAPY>XWJI, YTO 3TOT YHPABIAKIINI BCe-TaKN
HECKOJIBKO pa3 deticteumesnvHo OTKa3bIBalI KIMeHTaM. BmecTo
TOTO 4TOOBI 3aKa3aTh OOJblile BpeMEHHBIX aBTOMOOUJIEN, OH
mpefIaran TogsIM 00paTUTbCS TOr/a, KOTja OCBOOOISATCS 3aHsI-
Tble MalllVHbI.

MbI 3aMeHWIN 9TOTO YIIPABJIAIOLIETO, ¥ Celfyac, eCIM Mbl TOBO-
PYMM, 4UTO BbI TONYYNUTE «XeHail» Ha 3aMeHY, BbI €T0 Oy 4NTe.

JTronu o6s3amenvHo cKaxkyT BaM npasay. Eciu oHu 3anonHu-
ny 6ONIBIIYIO AHKETY U MOTPATU/INM BpeMs Ha y4acTue B PoKyc-
TPYIIIle, 3HAUUT, OHM U B CAMOM Jle/Ie XOTSAT PaccKasaTb BaM, YTO
OHI YYBCTBYIOT. MBI C/IyIlIaeM OYeHb BHUMATEIbHO.

OcHOBHBIE BbIBOJIbI

— He denatime npednonosiceruii o mom, 4ezo Xomsm KaueHmol.
OHu caMy XaXAYT COOOIINTD BaM 3TO.

— [aiime um so3moncHocmo evickasamocs. Crenaiite He60Ib-
IIYI0 aHKETY — He 6OJIbIIe 5 BOIIPOCOB, a TydIlle BCero 3, —
coxycupoBaHHYI0 Ha HanboIee BaYKHbIX aCIIEKTax 0011ie-
HVIA KJIMEHTOB C BaMMI.

— IIpocmoii cnoco6 nonyuums 100% omeemos — HaThb 3Ty
aHKeTy B TOT MOMEHT, KOIJla KIMEHT PaCIIauMBaeTCH.
Torla OH CMOXXET 3aIIOTHUTD €€ 33 TO BPeMs, II0Ka BbI
BeJleTe PACYETHI.

— He Haooedatime kauenmam. Ecimyt mogy He XOTAT 3aII0N-
HATb aHKeTbl — HUYero cTpamHoro. He 3actaByaiiTe nx.
He HaumHariTe 3BOHUTD UM II0 BedepaM WIU IPUCTaBaTh
K HIM, [TOKA OHM XOJAT [I0 Mara3yHy. 3allOMHITe: [JTaBHAA
uziest Opoca — CJeNaTh TaK, YTOOBI JIIOAN OBUIN CYACT-
JIMBBI BeCTH ¢ Bamu fena. Eciiu Bbl UM HafioefjaeTe, y HUX
He IOTyYUTCS ObITh CYACTIVIBBIMUA.
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[naBa 2. ECv KNMEeHT 0 Yem-1nobo
NPOCUT, OTBET BCEraa — «aa»

YroO6sbl 3acTaBUTh paboTaTh HALI CIIOCOO BefleHMs OM3Heca, MbI
JIOJDKHBI yOeUTh Bac B TOM, YTO CYILIECTBYeT HedTo Ooiee
IleHHOe, YeM JeHbru. Pa3 Mbl He caMble [lellleBble, 3HAYNUT, MBI
JIOJDKHBI TIPEJIOKUTD BaM YTO-TO JIpyroe, YTOOBI Hall OM3HeC
OBIT yCIIEUHBIM. JTO «4TO-TO» — yHRO6CTBO. MBI ycTpaHseM
po6eMbl. MBI IIBITaEMCS CHENIATh BAIly XXIM3HD JIeTYe.

Kaxxziplit pas, Korja KJIneHT CIIpaIlnBaeT Hac, MOXKeM /I MBI
cienaTh YTO-M100 JJIs HETO, Y Hac OfVH OTBeT — «a». Eciu Bbl
3aXJIONIHY/IN JIB€Pb, OCTABUB K/II0YN B MAIIVHE, VIV ITPOKOIO/N
IIVHY ¥ TeTlepPb 3BOHNTE HaM VI IIPOCUTE O IOMOII M, MBI OTBETVIM:
«KoHe4HO».

Pasymeercs, MBI He CMOYXXeM ITIOKPACUTb BAIIl JIOM VIV BBIMBITD
OKHa: MBI BCe-TaKI ImpofaeM aBToMo6mu. Ho korpga Bam 3arpoc
KacaeTcs Halllero 613Heca, Mbl OTBETUM ITOTIOKUTEbHO. Beerpa,
KOT'7Ia BO3MOXKHO, MBI CTapaeMcsl IOMOYb CBOVM K/IMEHTaM.

BoT Mot mr061MbIi TpuMep. Y Hac OblTa TOCTOAHHAS K/IMEHT-
Ka, KOTOpas )K1la OfiHy IIOJIOBMHY rofia B [laniace, a BTOpy1o — BO
®pannym. OgHaXX b, cobMpasich yesxarb us Ilapimka, oHa 1mos-
BOHMJIA HAM ¥ COO0OIINIA, YTO Iepe] BO3BpPAlleHNEeM IOMO
cobupaeTcs mposecTu HeKoTopoe Bpems B Hpio-Vlopke, HO He
XO4eT apeHjo0BaTh TaM MamyHy. OHa cKa3aja, YTO BCe apeHIHbIe
MamuHbl B Hbio-Vlopke TpsisHble 1 HACKBO3b MPOMAX/U CUTa-
PETHBIM JIBIMOM, 1 CIIpaIllMBaja, He MOI/IM OB MBI apEeH/IOBATh
s Hee MaunHy B JJannace, nepersarsb ee B Hpto-Vlopk u mepe-
laTh TaM eit. Mbl cfiefiaiu Bce MMEHHO TaK.
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WTaK, ecnu KAMEHT cnpaLnBaeT, MOKETE N Bbl CIENATb YTO-TO
ANl HEro, OTBET BCEraa «aa» — Npu YCA0BUM, 4TO 3aNpoC XOTb
KaK-TO KacaeTcs Balero busHeca.

HexoTtopsle mou, KOrjja Mbl paccka3blBaeM UM PO STOT CIIO-
co6 BeeHN A OM3Heca, ITIAAAT Ha HAC C yCMeIIKoit. OHY TOBOPAT,
YTO 3ps MBI TaK HalpsraeMcs, HallpuMep, IOfIbICKMBas BOJUTe-
4[5 4eJloBeKa, KOTOPbIN KyNU/ Y HacC IMMY3UH, — Be[lb 9TO
He Halll OCHOBHOII 6usHec. Ho MbI 3HaeM, 4YTO 3TO MMEHHO OH I
ectp! Harmra pabota — 3a00TUTbCS O K/TIMIEeHTe HaCTOIBKO XOPOIIIO,
4TOOBI OH IPOJO/IKA/ BO3BPAIIAThCsA K HAM JI0 KOHIIA CBOEIl
>KU3HU.

BoT, HanpuMep, Bbl IpKieTaeTe B a9pOIOPT B [eBATb 4aCOB
Bedepa, XOTUTe OTKPBLITh CBOIO MAIINHY, a KJIIOY JIOMaeTCs
B 3aMKe. Bbl 3BOHMTE JOMOJI B HajieXK/le MTONTYYUTh 3aIlaCHOM
KJII0Y, a TaM Hukoro HeT. Kpacoral!

Temepp mpepcTaBbTe: Bbl 3BOHNUTE B Halll aBTOLEHTP, M MbI
MIOChITaeM K BaM MAIIMHY TeXITOMOILM; HAalll COTPYAHUK Ha Mec-
Te M3TOTAB/IMBAET JI/Is1 BaC K/II0Y, roBOpUT: «Criaci60, 4To BCIIOM-
HIJIM O HAac» — U ye3)KaeT, He B3sB JeHer. YTo Bbl mofyMaeTe?
Bbl mogymaeTe, YTO Mbl OT/IMYHbIE TIAPHIL.

bpamnu nmu MeI 3a 3TO ieHBIU?

TonbKO MHOTAA, HO 0OBIYHO — HeT. Hair mogxop Takoit: ecim
OBl Balll IpyT 0OpaTUICA K BaM C TaKOJ MPOChOOIl, MOMPOCKIN
OBI BBI €T0 OIUIATUTD ITY YCIYTy? A ecmu Obl BbI OCTANINCh CHa-
PY>KM MalIMHBI 63 K/TI04elt 1 IO3BOHUIN IPYTY, TOTpeOoBaJI Obl
OH JIeHeT 3a TO, YTO ITojBe3 BaM 3anacHo Kimou? Het. VI MbI TOKe
He TpebyeM.

9TO IPOCTOI 34 paBblii cMBIC. Ho 1aBaiiTe IOTOBOPUM O TOM,
KaKOM B 9TOM €CTh 9KOHOMUYECKUI CMBICTI.

[Tpepmonoxmum, 9TO HAM TaKasi moe3jKa 06oIIach B 25 f1o7-
nmapoB. Hemaro... A Teneppb nopgymaiite 0 CTOMMOCTY PaJjiOPeK-
nmambl. Y Hac B [lanmace 60 ceKyH[ peK/TaMbl B IIMKOBO€ BpeMsI
Ha MONy/IApHOI cTaHuuu crouT 700 fonmapos.
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3a 25 pomrapoB MBI (BepOATHeEe BCETo) MOTYUYMIN KINeHTa
Ha BCIO XI3Hb. A CKOJIBKO K/IMEHTOB Ha BCIO KM3HDb MBI CyMeeM
HONMY4MTD, 3amnaTus 700 monmapos 3a papuoponnk? YTo BbI
ckasanmm? 28?2 (9o 700, momenenHbie Ha 25.) Bech MOIT OIBIT ro-
BOPUT O TOM, YTO H1adK020 9VC/Ia KITMEHTOB Ha BCIO )KU3Hb OIVTH
PafOpONVK HaM He IIPUHECET...

Tak 4TO Xe, Bce 6ecrmatHo? KoHeuHo, Her. Eciu HaM Hano
BbIEXaTb U IIOMEHSTb AaKKYMY/ISITOp VIJIM F€HepaTop, MBI IONIPO-
CMIM OIIATUTD UX IIeHY ¥ OOBIYHYI0 CTOMMOCTb pabotsl. Ho ecnin
MPOUCXOAUT YTO-TO SKCTPAOPAMHAPHOE, HAIIPUMEP MOIOMKa
KJII04a, MBI He OyZieM BBICTAB/IATDH CYeT. MBI IIPOCTO IIOMOXKEM.
W Hamm KIMeHTHI 3aXOTAT UMEThb ¢ HAMM JIe/I0 CHOBA, CHOBA U
CHOBA.

OcHOBHBIE BBIBOJbI

— B mom momenm, Koeda KaueHm 2080pum: «A He cmoenu
6vL 8bL...», BbI JOKHBI OBITh TOTOBBI CKA3aTh «J[a», JaXke
ec/u BbI IIOKa He MpefcTaBsieTe cebe, KaK CenaTh To,
YEro OH XOYeT.

— Ilpossnstime subkocmo. Bl mofcTpuraeTe Iy>kaiki, a Ba-
1reMy KIMEHTY HY>KHO BbUIEYNTDb fepeBo? Haitnure mms
HETo crenuanucTa. Eciy oH ocTaHOBM/ICA B BallleM OTejle
U IPOKOJION KO/Ieco, moMeHsAlTe ero. [lomorure Bamemy
K/IEHTY.

— He 6epume Oenez 3a makue 00nonHumesnvHble ycy2u, KOmo-
pole sensiromcst nomoujpro. Ecu Ol Bl He HOIPOCUIN
;[pyra OII/TATUTDH TaKyIO IIOMOIIb, HE HpOCI/ITe VI K/TIM€HTA.
He BonuyiiTech, BbI 3apaboraere B OyayieMm — 6ornblire,
4eM MO)KeTe cebe IpeICTaBuUTb.
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[naBa 3. 3aby/bTe 0 TOM,
YTO TaKoe paboyme Yachl

O6cmy>xuBaHMe KIMEHTOB — 3TO pabora 24 vaca B CyTKI. Bo Bcs-
KOM C/Ty4ae, OHa JIOJDKHA ObITb TaKoi. Bo-IepBbIX, K/IVIEHTBI MHOTAA
MOTYT IIOIIPOCUTD Bac Ce/lMaTh 4To-TO mocie 17.00 wim B BocKpece-
Hbe. Pa3 y>x Mbl moroBopmmuck o npasuie «Korma KimeHT o 4eM-
Jmb0 MPOCUT, OTBET BCEIfia — 1A’ », TO €r0 CIefyeT IMPUMEHNUTD
1 B 3TOM CITy4ae.

Ectb u Bropas, 6onee QpyHgaMeHTaIbHas IIPUYMHA /IS TOTO,
4TOOBI 3a0BITH PO MOHSTHE «pabodee BpeMsi». Kak Mbl MOXXeM
00CTy>)KMBaTh K/IMEHTA JIy4Yllle BCeX, eC/IM MBI 3aCTaB/IsIeM €ro
pucnocabIMBaThCcs K HallleMy pacnucannio? ITo onpepenennio
3TO IJI HETO Hey/I00HO.

MbI JO/DKHBI paboTaTh TOIAA, KOIZja OHM XOTAT, a He TOTAA,
KOT7Ia XOTUM MBL

MBI MEHHO TaK ¥ HOCTyIaeM. MBI CYaCT/IMBBI JOCTABIATD
MaIlVHBI (MHOTZIa — IepeBsA3aHHbIe TEHTOYKaMY C OaHTMKaMMN)
K JJOMaM HAlIVX KIMEHTOB B VX JHU POXKJEHMUS, TOTOBIIVHBI,
Bedepa mepes PoxxgecTBoM — Jake eC/y 9TO BBIXOJHBIC MU
IpasHUYHBIE THN.

Mb1 6yzieM cYacT/IMBBI BCTPETUTD KOTO-TO B HAIIIEM aBTOLIEH-
Tpe B BOCKpeceHbe yTPOM U II0Ka3aTh €My Hallly MalIVHBL. [laxe
eC/IM OH NIPYJIeT B IV>KaMe, Mbl He OyZieM IIPOTeCTOBaTh.

Bbl MOXXeTe Ipuexarh TOJBKO B JIEBATH, @ MbI 3aKpbIBAaeMCs
B BoceMb? He mpo6nema. MbI oo eM.

HekoTtopble MOT'yT MOfyMaTh, YTO TaKOii IIPMHIIMI Halllell KOM-
IaHVMM MOKET ObITh 00/Ie3HEHHBIM /1A ee COTPYAHMKOB. Ho MbI Tak
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He AyMaeM. Beab MbI cob6mpaeMcst IpofaTh KIMEHTY MAINHY,
1, BO3MOXKHO, He OJHY, €C/IM pacCMaTpPUBaTh 3TO B JOITOCPOU-
HOJI IepcrieKTuBe. Pajii 9TOr0 MOXXHO HOJCTPONUTHCS MOJ, €T0
rpaduk.

MoskeT i 3T0 OBITH HeYyHOOHBIM i1 Hac? Koneuno. Ho mon-
JKeH JI K/IMEeHT 6eCIIOKOUTHCS O TOM, YTO MBI MOXKEM OIO3/IaTh
Ha y>x1H? HerT, Hac BOJTHYeT TO/TBKO TO, Y€TO XOUeT K/IMEHT.

MBI XOTHM CJeNaTh ero )XM3Hb KaK MOXXHO mpoiie. [JaBaiite
paccMOTpuM, HalpuMep, Kak 00CTOAT fle/ia B HallleM aBTOLIEHT-
pe Cadillac.

MBI yCTaHOBW/IV IIPABUIIO, YTO BCE HALIY IIPOAABIbI 1 MacTe-
pa AT KIMEHTaM HOMep CBOEro IoMalllHero TenedoHa — Ha
cnyuaii, ecnu norpebyercsa nomomb. Ho maxe ecnn y Bac mo
KaKMM-TO IPUYMHAM B HY >KHbIJI MOMEHT He 0Ka3a/I0Ch IIOf, Py KO
3TOro HOMepa, He Oefla. 3BOHNUTE B aBTOLEHTP. [locie Toro kak
MBI 3aKpPbUIM €r0 Ha HOYb, TaM OCTAETCS OXPAaHHUK, KOTOPDII
IIOMO>KET CBA3AThCS C HYXKHBIM 4€/IOBEKOM.

CkaxkeMm, ceifyac IATb YacoB yTpa. Bel cobupaerech BblexaTh
U3 TOMYy — U OOHapy>KMBaeTe, 4TO y BaC IPOKOJIOTO Kormeco. (Ml
HOJTy9aeM MacCy TaKUX 3BOHKOB!) Bbl 3BOHNTE B aBTOLICHTP; HAIII
OXPaHHMK CBA3BIBACTCA C [IEOKY PHBIM TEXHIKOM — KTO-TO 13 HUX
IOCTyTIeH 24 yaca B CyTKM KaK/Iblil leHb; TOT BbleaxaeT Ha Chevy
Suburban, KOTOpBII MBI IpeBPaTU/IN B MALIVHY TEXIOMOII,
u pernaet Bay npo6iemy. (Ha Suburban ects kommpeccop, craHok
JULSl U3TOTOBJICHN A KITIOUel! M BOOOIIIE BCe, YTO BBI TOJIBKO MOXKETe
cebe BO0OpasnTh.) TeXHMK CTAaBUT BaM «3aIIACKy» I, KK MbI yKe
CKas3aJi, He BBICTABJISIET 3a 9TO CueT. Bce, BBI MOXeTe eXaTb.

Mbl XOTHM, 4TOGbI 04U HAM 3BOHWM, He 06pallas BHUMAHWS
Ha yacbl. Mbl BCeraa rotoBbl MPUITH HA MOMOLLb.

BHe 3aBucumocTu ot TOIr0o, KaKumM 613HECOM BBI 3aHMMAETECD,

K/IMEHTaM XOTeI0Ch Obl Ha BCAKUI cnyqaﬂ JIMETDb Te}Ie(i)OHHbHZ
HOMEDP, IO KOTOPOMY OHI MOTYT IIO3BOHUTD B Hepa6oqee BpeM1.
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J opHOBpeMeHHO — mapajokc! — Hambonpinas npobiema
COCTONT B TOM, 9TO K/IVIEHTHI 3a0bIBAIOT VTN HE BEPSAT, YTO MBI
IIOMOXXEM VM B /1000l MOMEHT, XOTsI MbI IIOBTOPsIEM UM 3TO
Ka)K[IbII1 IeHb U PasjiaeM HaK/IeiK/ C HOMEPOM Halllero KPyr/o-
CYTOYHOTO TesteoHa.

MoryT nu oAU 37I0yHOTPeOIATh Hallleil TOTOBHOCTDIO IO-
mMoub? KoHeuHo, HO 9T0 cy4aercst Hedacto. Kak mpasuiio, ToT,
KTO 3BOHIT HaM B Hepabodee BpeMs, IeiICTBUTEIBHO HY KA TC
B HEMeJIEHHOI TOMOIM. MBI MOXKEM OKa3aTb ee He3aBMUCHMO
OT BPeMEHN CYTOK. ITO aeT BO3MOXXHOCTD IIOEPXKATh OTHO-
IIEHVS C KJIVIEHTOM, CJie/IlaB YTO-TO Ba>KHOE J/Isl HETO, U JIIOJISM
HPaBUTCS TAKOII MIOZXOf.

OcHOBHBIE BbIBOJIbI

— Buot He moxceme npocmo npedocmasnsimo ycnyeu ¢ 9 0o 20.
Ecnmu BbI co6MpaeTec1> OKa3bIBaTb XOpoIlye yCayry, Bbl
TOJKHBI JIeNIaTh 3TO KPYITIOCYTOYHO.

— 001020 380HKA 0071cHO 6bimb 0ocmamouro. Croeaiire Tak,
IwITO6]:>I K}II/ICHTY 6bUIO JIETKO BOCIIOJIB30BAaTbhCA BAalllIMU
YCHYraMI/I. OHI/I He DOJI’KHBI 3BOHUTD I10 BCEM IMEIOIIVIMCA
HOMepaM B Tp]/[ qaca HOUM — JOOJIDKHO 6bITI) JOCTATOYHO
omHOro tee)OHHOrO 3BOHKA. Bbl He 00s513aHbBI JaBaTh
CBOI7[ HOMaIHH]/HZ TeTIerOH (XOTH MHOT'MM KJIME€HTaM 3TO
HOHpaBI/ITCH) MM OCTABJIATH KOIro-TO Ha pa60‘{eM TeJ1e-
¢doHe Ha Bce 24 yaca. Jlyuine HajiMUTe OIEPATOPCKMIL
I_[eHTp — HYCTB OH HPI/IHI/IMaeT 3BOHKI B Hepa6oqee
BpeMs U IepefaeT MHGOPMALNIO TOMY, KTO HaXOUTCS
Ha JIeXYPCTBe.

— He 6012mer, Umo Kmo-mo nonvimaemnicsa 9Kcnzzyamupo—
samp 8ac. Kak IIpaBUJIO, M0V 3BOHAT TO/IBKO TOI'Ia, KOraa
Ha CaMOM [ €JI€ HY>XKIal0TCsA B IIOMOIIIN.
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[naBa 4. O6eLlanTe MeHbLLE,
nenanTe 6osblue

Kaxpplil pas, Korga Bbl IPUTOHseTe K HAM CBOIO MAIIVHY, MbI
laeM BaM 2apaHmuposanHyo TPeABapUTEIbHYI0 KalIbKY/IALNIO
CTOMMOCTH peMoHTa. Ho HeKOTOpble MacTepa CTAparOTCs 3aHU-
3uTh ee. OHM yMAIOT, YTO MBI ITOTEpsAeM K/IMEHTA, eC/IU LieHa
paboThbI IIOKAXKETCA €My C/IMIIKOM BBICOKOIL.

Ho mbl He X0TMM, 4TOOBI HAIIU MacTepa 6eCIOKOMINCH
06 aToM. Bojiee TOro, Mbl IPOCUM MX HOOAB/IATH K KaXK/[0i1 CMe-
Te «IOAYyHKy» B pasMmepe 10%. A OKOHYATeNTbHBIN CYET BCErga
OKa3bIBaeTCs MEHbIIIe Ka/IbKY/IALMI — XOTs OBl Ha O VH JOJI/Iap.
Pesynbrar? CuacTnuBbIil Ki1veHT!

OfHa M3 CaMbIX HEMPUATHBLIX BELEN — KOrAa Bbl MPOCUTE 3a-
nnatutb 60AbLIE, YeM NpeaBapuTeNbHO paccuutann. [lobas-
NANTE «NOAYWKY», YTOObl BCErAa UMETb BO3MOKHOCTb NOMPO-
CUTb MEHblLE.

Bor kak aTo paboTaet. Ecnu BbI mpuesykaeTte CienaTb peMOHT,
KOTOPBIIT, IT0 HallleMy MHEHUI0, OyzieT cTouThb 90 TO/IIapoB, MBI
menaeM KanbKynanuio Ha 100 monmapos. Korma Bel nmpuegere
3abuparhb CBOIO MALIVHY 1 OOHAPY>KUTE, YTO HAZIO IIATUTH BCe-
ro 90, BbI OyzeTe IPOCTO CYACT/INBHI!

He cnengyet o6pmpars nopeir. Moryy 651 Mbl HONTY YN Tb AOTION-
HutenbHble 10 gomnapos? Koneuno! Onun pas nnn gsa. Ho xak
TOBOPUT MOIJ1 Ky3eH [])koH CbI0371/1, KOTOPbIil pYKOBOANT HAILIUM
aBToneHTpoM Cadillac: «IllepcTb ¢ OBIIBI MOXKHO CTPUYb MHOTO
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JIeT, HO BOT IIKYPY COAPATh — TOTBKO OAMH pas». KimeHT paHO
VLU TIO3[{HO IIOJIMET, YTO C HETO CAMPAIOT LIKYPY, X BBI €r0 HIU-
Korja 0oJbllle He YBU/UTE.

MbI y>Ke TOBOPU/IN, YTO MHOTAA MacTepa 60ATCs BBIABaTh
KanbKy/asanuio Ha 100 go/mapos, omacasich 0TKasa K/IMeHTa, U
pefnoYnTanT ykaspBath 90. Ho eciu okoHYaTe/nbHBIN cYeT
COCTaBUT, K IpuMepy, 91 fomap, KMMeHTy 3TO He TIOHPaBUTCH.
A BoT ecrtut MbI yKkasanu 100 5o/mapoB, MOXKHO He 6eCIIOKOUTHCS.
Mbl [10-TIpeXXHEMY YK/IabIBaeMcsi B cMeTy. TakuM 06pa3oM, 3ToT
IO/IXOJL JaeT HaM ellje I BO3MOYKHOCTbD IIOICTPAXOBAThCS Ha TOT
Cy4ait, Korja pabota OKas3bIBaeTCsl YyTh JOPOXKE, €M pacCun-
TBIBAJIN.

Bonee Toro, Mbl o/ryyaeM BO3MOXKHOCTD CHIe/IaTh /IS K/IVeH-
Ta YTO-TO JIOTIOJIHUTETBHO, He Oeps 3a 3TO OTHE/NbHOI IIATHI.
CkaykeM, BBIIIO/IHAA Hally pabory 3a 90 1o/1apoB, Mbl 0OHapy-
JKWIN, 9TO «JBOPHUKI» Ha BETPOBOM CTeKJIe HY)X/JAaIOTCS B 3a-
MeHe. O6BIYHO 9TO cTOUT 7 Ho/utapoB. Hy Tak MbI MOXKeM 3aMe-
HUTbH UX U MeM He MeHee BEPHYTh MAIINHY CO CYETOM, KOTOPBIIA
OyzeT MeHbllle TlepBOHAYA/IbHO Ha3BaHHOI CyMMBI. Terepb y K/u-
eHTa y’Ke [iBe MPUYMHBI ObITh CYACTIMBBIM: MBI Ce/Ia/N LOTIOI-
HUTEJIbHYIO PaboTy ¥ BCe-TaKyl MONPOCKU/IN OIUIATY MEHBIIYIO,
4yeM HasbIBa/M paHee. (B HalmeM crydyae MblI BBICTABMM CYET Ha
97 momnnapos, u3 KOTOphIX 90 — 3T0 paKkTMUecKas IjeHa paboThl
Y IUTIOC 7 3Q «[{BOPHUKII».)

KoHewHO, IIpM TaKOM IOAXOfie CYILIECTBYeT PUCK TOTO, YTO
HaJIyTCA K/IMEHTDI, KOTOPbIE pellaT, 4YTO IepBOHAYA/IbHA A Ka/lb-
KynsauuaA B 100 1o11apoB — 3TO CAUIIKOM JOPOTO, ¥ OTIIPABAT-
cs1 MCKaTb bortee fienreBoe MecTo. Ho Takux jofieit Bcero ofgmH
VLU [iBa IIpoLieHTa. V ec/iu OHY Ha CaMOM Jiefie 9TUM 03a004eHbI,
3HAYNUT, MBI JICIICTBUTE/IBHO He Te, C KEM OHM JJO/DKHBI MMEThb
zieo.

HekoTopsle oy TOBOPAT HaM, YTO HAIlA IleHa Ha MacIo U
¢dbunpTp Ha 9 OMIAPOB OObIIIE, YeM MM MIPUIIIOCH ObI 3aITATUTD,
ecny 61 oHM oexanu B pupmy Quickie Lube n mogoxxmanu 661
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TaM. JTO IpaBja. Mbl He camble [ellleBble, HO MBI Ty4INHKeE.
Brr sHaeTe, 4TO, €cnu BBI IpUeieTe K HaM, BbI HE TOIBKO 3aIlla-
TIUTE MEHbIIIe, 4eM Oy/ieT Ha3Ha4eHO CHayasIa, HO 1 paboTa byzeT
CleNTaHa HaMTyYIIuM 06pasoM.

Hamra rieHoBasA monmTiKa ycTpauBaeT 60MbIINHCTBO TIOfeI:
OHU 3HAIOT, YTO MBI HUKOT/Ia He 6epeM Oo/blie, 4eM Ha3HAYVIN
cHavasa. JI'oiM HpaBUTCA MIMETD JIe/I0 C TEMM, KTO JEP>KUT CBOE
CII0BO.

OcHOBHBIE BbIBOJIbI

— MHcnonvsyiime «nodywiky». Bcerna ornenmsaiite cCBOIO
pabory Ha 10% 6osblle, Y4eM OHa MOXET, IIO BalleMy
MHEHUIO, CTOUTD. Takum o6pa30M, BaIll OKOHYATEIbHbBIN
C4eT MOXKET OBITH C JIETKOCThHIO YMEHDBIIEH I10 CPAaBHEHNIO
C IIpefiBapUTENbHON OIIEHKOIA. [lefas 310, BbI IO/Ty4aeTe I
IOTIONTHUTE/IbHBI (PaKTOp 6€30IIaCHOCTY Ha TOT CITy4aii,
ecrmu paboTa oKakeTcss HeMHOro fopoxe. Ho gaxe ecrm
BbI IPOCYNTAJINCD, BCE PABHO BBICTAB/IANTE CYET XOTA
ObI Ha Of[VH JIOJUIAp MEHbIIle TepPBOHAYATbHOI KaJIbKY-
JALUN.

— Huxaxux Heoiudannolx menxux npubdvineti. Ecmi HacTos-
111as1 [JeHa MeHbIIIe Ka/IbKY/IALNY, BBICTABbTE CUeT HA MEHb-
uryio cymmy. Touka. YaepkaHue pasHUIIBI He JAcT TaKOM
Ke IpUOBbIIN, KaK yfiep>KaHMe KIVeHTa.

— Coenatime umo-mo dononxumenvHoe. Pa3 y>x BbI 106aBWIN
IOMYILIKY», BBl MOXKETE CAIe/IATh ZOOTHNUTENbHYIO paboTy
(ecu oHa HY>XHa, KOHeYHO!), He TpeOYysI 3a Hee IIATHI.
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[naBa 5. Cuctembl, a He YNblOKK

Korpa momu fymaoT 06 06CTy)XMBaHUY KIMEHTOB, OOBIYHO
UM OPUXOMIST HA YM C/IOBA «IIOXKANMYICTa», «CIacubo», «[a,
KOHEYHO», «HeT, MI3BMHUTe» 11, KaK BepX /II00Ee3HOCTI, 3BOHOK
Ha CKJIaJ| WM B OJIVDKAMIINII MarasuH ¢ BOIIPOCOM O HajIM4YMUM
>KejlaeMOI Belll.

KoHewHo, 3T0 yacTh xopoiero cepsuca. Ho Tonbko oueHb
HeOob1IIast 4acThb. Eciu O6b1 cepBIC OBLI IMPOTOM, TO BEXK/TNBOCTb,
Y/IBIOKI ¥ TOTOBHOCTD IIPOJITH TMIIHIO0 MU0 OBV OBI TOTTBKO
I71a3ypbio. A COOCTBEHHO MUPOToM Oblyta ObI CICTEMa, IT03BOJIA-
I0IIast JIe/IaTh XOPOIIYIO paboTy.

Xopomras paboTa mojipasyMeBaet ciaefyolee:

— IIpaBU/IbHOE BBIIIOTHEHME C IIEPBOTO pasa;

— Ha/JIM4YME IIJIaHa ,I[ef;[CTBI/I]?I AJ1A TEX C/IYy4aeB, KOrga 4To-To
UaeT HEIIPpaBUJIPHO.

CHUCTeMHBI TOAXO]T, ITO3BOJIAIONINI Ce/aTh BCe 9TO, HAMHO-
ro Ba)kHee, YeM IPOCTO BEX/IUBOCTb U TOTOBHOCTb NPUITHU
Ha IIOMOIIb. B KOHIle KOHIIOB, HAIIIMM KJ/IMEHTaM HeT HUKaKou
PasHUIIBI, HACKOJIBKO MBI OBIIV C HUMM BEX/INBBI, €C/IU paboTy
IJ11 HUX MBI CIeTIany HellpaBUIbHO.

9T0 MOXOXe Ha ImoceljeHne pecropaHa. OPpuUUMAHTEI MOTYT
yABIOAThCS, TIOKA Y HUX He CBEfleT Ye/NIOCTHU, IPUepKUBATh
KPeciio, KOT7ia BbI B HETO Ca/JUTECh, ¥ MEHATH CaleTKI KaXK/bli
pas, KOTfa BBl BCTaeTe 13-3a cTona. Ho ecnu efa BaM He IOHpa-
BUTCS, Bbl TyJJa HUKOT/IA He BepHeTeCh.
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U pecropanaM, 1 aBTOLleHTpaM, I YHUBEepMaraM — BCeM
HY>KHBI CYICTEMBI, KOTOpBIe TAPAaHTHUPYIOT XOPOILINI CepBUC. DTI
CHUCTEMBI IOJDKHBI paboTaTh CIaKeHHO, co3fiaBast 3¢ ek TUBHBIII
U TOK Mt Ipotecc.

CucreMmbl Bcerfia ObIIM COCTaBHONM 4acThIO MPONU3BOACTBA.
bes TuiaTespHOrO MIAHUPOBAHUS U MOCTOSHHBIX U3MePEeHUIT
HEBO3MOXXHO 9(pPeKTMBHOE TPOU3BOACTBO.

JIropy ¢ mpoLeCCHO-OPMEHTVPOBAHHBIM MbILIUIEHNEM O0OBIYHO
CTAHOBSTCS MH)XeHepaMIt U, KaK IIPaBUJIO, CTPEMATCS 3aHMMAThCs
760 AU3aITHOM, /MO0 ITPOU3BOZICTBOM. DTO OHM M300peIIV CK/IaICKIie
CUCTEMBI, CTATYCTUYECKVI/T KOHTPOJIb ¥ TeOPUY IIPOV3BOJICTBEHHBIX
IPOLIeCcCOB (IIpUMeHsIeMble U B aBTOMOOM/IBHOM O13Hece).

CepBuCHbIe KOMITAaHUY TaKKe JO/DKHBI IPYMEHSITh CICTEMHOE
MBIIIIEHNE, O HAKO OO/IBIINHCTBO KOHCY/IBTAHTOB 110 00CTY X1~
BAHMIO MO-NIPEXXHEMY TPAaTAT CAUIIKOM MHOTO BpPeMEeHMU
Ha «y/IBIOKM» — IIOTOMY YTO T€, KTO MOYXET XOPOIIO 3aHUMAThCSA
CEepPBUCOM MJ/IM TIPOJAKaMI, OY€Hb PELKO MMEIOT TeXHUIEeCKMIl
ckmaz yMa. OHY HUKOTZIA He M3ydaiu TaKye MpefMeThl, Kak 00-
paboTKa MaTepuasoB MV CTATUCTUYECKIIT KOHTPOJIb TPOL[ECCOB,
¥I BPSIJ| JIVI MOTYT CO 3HAHMEM Jief1a O0CYAUTD IOCTIeHII BAPMAHT
TEOpUN YIPABICHNA 3allaCaMIL

Jllo6e3Hoe obpalleHne ¢ NabMy — 310 TobKo 20% xopoluero
06cnyxunBaHus. bonee BaxHas YacTb — 3T0 pa3paboTKa TEXHO-
JIOTUIA U CUCTEM, KOTOPbIE NO3BONSIOT cAenaTh paboTy XOpoLlo
C NepBoro pasa. HuKakve ynbloKM He MOMOryT Bam, ecau Ball
MPOAYKT UAK YCYyra He YCTPauBatoT BALIEro KMeHTa.

IIpenoTBpalieHe TIOOBIX BO3MOXXHBIX OTKIOHEHUIT — Hanbo-
nee 3¢ eKTUBHBIN CIIOCO0 yIydlleHns Ballero ceppuca. Kuuru
OnBapaca lemnnra, Onuaxy M. lonpparra (xkHnra «Llenb»),
Taitntu OHO (3TO 4enoBeK, IOCTPOMBILNIT IPOU3BOCTBEHHYIO
cucremy Toyota*) u Tennun Taryum MOTyT CTy)XUTb OT/IMYHBIMMA

* Togpo6uee cm.: OHo, Taitmrn. IIpousBopctBenHast cucrema TOMOTBL YXOHst OT MaccoBOrO
npousBoAcTBa : mep. ¢ anrm. / Taimmu Ono ; mop pen. B. A.Jlammmyca. — M. : VHcTuTyT
KOMIUIEKCHBIX 11 CTpaTernyecKx uccnegosanmii, 2005. — 192 c. (30ecy u danee npum. peo.)
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VICTOYHMKAMU AJIs1 COo3aHmsI 9 (GEeKTUBHBIX CUCTEM 00CTyXM-
BaHIS.

Jly4qiumit mpuMep pa3paboTKy yAa4HOM CUCTEMBI — MCTOPUS
npo McDonald’s u kaprodens dpu.

Korma McDonald’s magan uckarb crioco6 roToBUTD XOpOUINIt
kaprodens ¢pu, B llITaTax He CyleCTBOBAIO HAIMOHABHOIO
CTaHZiapTa Ha 9TOT MPOAYKT. Y emapTaMeHTa CeIbCKOTO X0351it-
CTBa IPOCTO He OBIIO OIpefieieH s COPTOB KapTodesst, 4TOObI
pas3anyaTh KapTOLIKY OTIMYHYI0, XOPOUIYIO 1 Y)KaCHYIO.

Kpome Toro, HUKTO He 3HaJ, 0 KaKOJ TeMIlepaTypbl Haflo
pasorperb Macio Bo GpUTIOPHMILE, KaK TapaHTUPOBATb IIOCTO-
AHHYIO TEMIIEPAaTypy B Te4eHMe BCEro Ipollecca M Jake Kak
XPaHUTb KapTOIIKY TaK, YTOOBI OHA He IIOPTU/IACh.

UccnepoBanua McDonald’s B utore momornm ycTaHOBUTD
CTaH/IapThl KayecTBa /I fellapTaMeHTa CeIbCKOTO X03AMCTBa
CIIA. Tenepsp crernmanncTaM M3BeCTHO, Ha KaKOJl II0YBe HAJ0
BBIpAIINBATh KapTO(desib, YTOOI €r0 Ka4eCTBO BCeTr/ja COOTBETC-
TBOBAJIO TpeOyeMoOMYy. A JI/Isl TOTO, YTOOBI KapTOIIKA XKapuaach
OJIMHAKOBO XOPOLIO Ka>K/blil pa3, ObI/IO pa3paboTaHO CIeIa/Ib-
HOe >KapouHoe 060pyoBaHue.

9TO MOXHO CYMTaTh 006pasoM KIMEHTCKOro cepsuca. Iloc-
BATUB CTOIBKO BPEMEHU M3y Y€HMIO TOT0, KaK KapTo(esb pacrer,
xpaHuTca u xapurcs, McDonald’s rapanTrpoBat To, 4T0O BCAKMIT
pas, KOIjia BaM IOAAIOT )KapeHYI0 KapTOILIKY, OHa OyieT Hems-
MEHHO BBICOKOTO KadyeCTBa — IIOTOMY YTO IPAaKTUYECK!U BCe
IPUYMHBL, KOTOpPbIe MOTYT €r0 CHUSUTD, ycTpaHeHbL Kak roBoput
Taryun: «deM 60o/blile OTKIOHEHMIT BBl MOYKETE MCK/IIOYNUTD, TeM
nydine OyAeT Ball IPOAYKT UK ycnyra». B crygae McDonald’s
IPUILIOCH HAaYaTh C TOYBbI, Ha KOTOPOJT KAPTOLIKA PaCTeT, U OIl-
pefie/ieHNs TOro, KaKylo KMCIOTHOCTD OHA IO/DKHA UMETb.

Bo Bceit cTpaHe mofyM, 3aHMMAIOIMECS JTYYIINM CEPBICOM,
Hauasm JymMaTh kak McDonald’s. BosbmuTe ynpaBienue 3amacami.
B ero ocHOBe 1eXXUT IPOCTON IPUHIUIL: €C/II Y BaC Ha CKJIafie HeT
TOTO, YTO HY)KHO K/IMEHTY, TO BbI HE CMOYKeTe IIPEJOCTABUTD eMY

Y E" 2016



Kax ecez0a oxasvieamv xopowue ycnyeu 55

3TO. A pa3 Bbl HE MOXKETE JATh K/IMEHTY KeJTaeéMOe, 3HaUIT, Balll
CePBIIC Heb3sI CYMTATD XopoIiunM. Ho Kax cenarsb Tak, 4ToObI HA
CKJIajie OBIJIO BCe, UTO MOXKET IOHATOOUTHCS BAllMM KJIMEHTAM,
IpKUYeM B JOCTATOYHOM, HO He U30BITOYHOM KonmmvecTBe? OTBeT:
BalllJ TOCTABIIMKY JODKHBI BaZieTh MHPOpMaLmeit o pofaskax,
a9TO MOYKHO CJIe/IaTh TOJIBKO C IOMOILbIO IeTaTbHO PO YMaHHBIX
TeXHOJIOTUII M aBTOMATH3aLMI BCEX BO3MOXKHBIX ITPOIECCOB.

[Tpownnoctpupyem npuMepamy. OOBIYHO MarasyHbI IIePUOLN-
YecKM JIeTIAl0T 3aKa3bl Y IpOM3BoAuTeNeil. MeXXay aTMMI 3aKa3aMu
MOCTABIIMK He MIMeeT HMKAKOTO IpPefiCTaBlIeHNs O TOM, KaK UAYT
IPOJAXIL, 1 He MOYKET OBICTPO CpearnpoBarh Ha M3MeHeHMe CIIpoca.

W cpaBHuTe Takoi noxxon ¢ nogxopom Wal-Mart, KoTopblit
B 3TOM IIAHE MMeeT OMAUYHbLIL CEPBIC: Y HErO NydIlasi CKIaj-
CKad CclCTeMa B aMePMKAaHCKOI po3HMYHOI Toprosie. Kaxxpas
Belllb Ha CKJIaJie MeeT IITPUXKO/, 1, KOTa OHA IPOJIAeTCs, 3TOT
(akT 3anmnCchIBaeTCsI B KACCOBOM CYeTUYNKe. B KOHIIe {HsI JaHHbIe
113 BCeX KaCCOBBIX alllIapaTOB OTIIPAB/IAIOTCA He TOJIBKO Ha CKJIa-
nbl Wal-Mart, HO n moctaBuukam. Tak 4TO MPOU3BOLUTENN
BCerfia B Kypce Jel I, KOTjja 3aIac KaKoro-To ToBapa YMeHbIIa-
eTCs1, MOTYT IIOCTABUTD €TI0 Ha CNIEAYIOMINIL JKe AeHb. TakuM 06-
pasoMm, B cucteMe Wal-Mart u ckiaf, ¥ HOCTaBUMK 3HAIOT,
CKOJIbKO TOBApOB MPOJAETCA KAXKABIN IEeHb, YTO HAJIO 3aKa3aTb
IIOBTOPHO, A C YeM MOXXHO ITOBPEeMEHUTD. Bce 3To nmorpscaromie
CHIDKAET CKJIAJICKMe PAaCXO/Ibl.

Ho Wal-Mart upet emie ganpiie. 31ech IOCTaBIIMKOB IPOCAT
YIaKOBBIBATb TOBApbl TaK, YTOOBI MpOfjaBel] MOT JIOTMYHO U
(YHKIMOHA/IBHO pacCTaBUTD UX Ha nonkax. (Hanpumep, ceure-
pa makyioTcs BMecTe ¢ pybamkamn.) Kpome toro, mpopaser
IpoBepsieT KOMIIJIEKTHOCTD TPy IOMOIY allnapara Jjis CYUThI-
BaHNA WITPUXKOZOB. EMy He Hajlo HMYero CUMTATh U 3aNIMChIBATh.
Tak Kak Bce TOBapbl PerUCTPUPYIOTCS aBTOMAaTUIEeCKY, HET HU-
KaKOJ1 BO3MOYKHOCTY UTO-TO IepenyTaTh.

51 61 XOTen MMeTh BO3MOXKHOCTD CKa3aTh 9TO U MPO HAIIU
aBTOMOOM/IN. BONBIIMHCTBO 13 HUX UMEIOT 17-3Haunbiin VIN-kog,.
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W ecTb maHc, 4TO, ecnu BaM Hajo nepenucarb 100 Takux HOMe-
POB B [ieHb, BbI olbeTech KaK MUHIMMYM B ofHOM. Takum 06-
pasom, y Hac 1700 maHcoB caenaTh omu6Ky (17 3HaKOB, yMHO-
>KeHHbIe Ha 100 MallnH), 1 Ia>ke eC/u Bbl paboTaeTe C TOUHOCTDHIO
99,9%, BBI 6yfeTe coBepiuaTh 2 omybky Ha 100 MamH. O4eBus-
HO, 4TO IITpUXKoAupoBaHue Wal-Mart HaMHOTrO Ty4iIIe.

3HaeTe, KTO MHe O0'BACHWIL, KaK paboTaeT CK/IaficKast CucTeMa
Wal-Mart? Iasup ['macc, mpe3ujeHT 3TO KOMIaHUU. ITO Je-
MOHCTpUpYeT 3HaueHue, koTopoe B Wal-Mart npupaioT cBoeit
CKJIaJICKOJI CUCTeMe, JIeICTBUTETBHO ABIAIONeiics GOopMOoil KIn-
eHTCKoro cepBuca. CaM Ipe3njeHT GUpPMBI BOBJICYEH B ee pas-
paboTKy U Iopep>KaHMe ee paboTOCIIOCOOHOCTIL.

CucreMHuslit nogxop coctasnser 80% obcnyxupanus. OH
HO3BO/ISIET KaXK/Iblil pa3 /jJaBaTh MIMEHHO TO, YTO HEOOXOAMMO
KJIMEHTY, — M 9TO Ba)KHee YIBIOOK 1 «CI1acu6o».

OcHOBHbIE BBIBOJbI

— Ymo moxem notimu HenpasunvHo? ITOT BOIPOC BbI
IOJ/DKHBI 3a/jaBatTh, paspabarsiBas cBow cuctemy. IIpo-
BepbTe KaXK/BII 11T, KOTOPBII BBI fle/laeTe Py Ipeno-
CTaBJIEHUM CBOMX TOBApOB WM YC/IYT, X PACCMOTPUTE
BCe BO3MOXXHOCTH Ji/Is1 OIIOOK /M OTK/IOHeHuit. [loTom
paspaboraiiTe ClIOCOObI MX MPETOTBPAIEHNSL.

— Ymo moxem 6vimv asmomamu3suposaro? Vicnonpays Kom-
IbIOTEPBI I7Ie TObKO BO3MOXKHO, BbI HE TOJIBKO YBENUINTE
CKOPOCTb JIF000TO HeVICTBUA, HO ¥ YMEHbBIINTE BEPOAT-
HOCTb 4Y€/I0BEYECKOI OLINMOKIL.

— IIpucmompumecsv Kk npou3sooUmensam, ecaiu vl Xomurne
oxasviéamv xopouiue ycnyeu. VIMEHHO IpOM3BOACTBEHHBIE,
a He CepBICHBIE KOMITAHUY CTPOSIT CBOIO paboTy Hambonee
panmoHanbHO. OHY TOMKHBI OBITH IS BAC 00Pa3IIOM.
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Konrponeps! nenatot mopeit HebpexxubiMu. Eciu Bbl 3HaeTe, 4TO
KTO-TO IIOC/Ie BAac IPOBEPUT Ballly paboTy, Bbl He Oymere mpo-
BepATH €€ CaMIL.

MBI MHOTO 71eT paboTanu 6e3 KOHTPOIEPOB KauecTBa I MIMe-
NV MHJeKC yoBneTBopeHHoCcTH KneHToB (CSI) General Motors
6omnpure 90. IIoToM MBI pemnIy, YTO HaMITy LIt ctocob obec-
HEeYNTh CTONPOLIEHTHOE Ka4eCTBO — 3TO IIPOBOANTD CTONPOLICHT-
HBIIl KOHTPOJIb, YTOOBI OT/IAB/IMBATh Ja’ke MeJIbyaliiue mpo-
O71eMBl.

V1 BOT MBI Haya/u HaHMMATb KOHTPoepoB. Co BpeMeHeM UX
Habpanoch ceMb Ye/IOBEK, I OHM KOHTPOIMPOBAIM KXKAYIO 3a-
fady Ha KaK[oM miare. 3HaeTe, 4To nonyumaoch?! Ham CSI n
Hallle Ka4eCTBO CHUBUIKC.

J13-3a TOTa/IbHOTO KOHTPOJISI MacTepa IlepecTai 4yBCTBOBATD
OTBETCTBEHHOCTD 3a CBOIO PaboTy M ropautbes ewo. «Ectp xe
KOHTPOJIEPBI, BOT IIYCTh OHM 1 OTBEYAIOT 32 BCE», — TOBOPU/IN
TeXHUKIL.

Korga MbI yBO/MM/IN BCeX KOHTPOIEPOB, HAIll MHAEKC YOB/IET-
BOPEHHOCTH K/IMEHTOB U KaueCTBO pabOThI IIOBBICU/INCH. Tenepnb
OHU ellle BBIIIe, TAK KAaK HAIIM JTIOY YYBCTBYIOT cebs 6oree OT-
BETCTBEHHBIMI 3a CBOIO PabOTY, 1 UM HPABUTCS 9TO OLIYIIEHIE.

Ecan pabota caenaHa HenpaBWbHO, COTPYAHWK, AOMYCTUB-

WA OWWUOKY, JOMKEH WUCMPAaBUTb ee GECNNATHO, MOCKONbKY
KOMMaHWUS He MONyYnna ieHer 3a HEKAYeCTBEHHYI PaboTy.
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B Tex pegkux ciaydasx, KOTia OfMH 13 HAC JielaeT paboTy He
Oe3ynpedyHo, MBI CTpajfiaeM OT 3TOTO BCe: CTpajiaeT KIMEHT, BbI-
HY>X/ICHHBIII 110 Hallleil BIHE CHOBA PEMOHTMPOBATh MAIlNHY;
CTpajiaeT aBTOLIEHTP, IIOTOMY YTO €TO PelTyTaLiVs TYCKHeeT, IITI0C
MBI He TTOJTy 9aeM JieHeT 3a 9Ty paboTy 1 [Py 9TOM HeceM yObITKIL:
BeJIb MBI JJO/DKHBI OI/IAYMBATh TEILIO, 3JIEKTPUUIECTBO, BOAY, I10-
MelljeHlie, HaJIOT! BCe BpeMsi, ITOKa Jie/laeM IIOBTOPHBII PEMOHT;
CTpajjaeT 1 caM BIHOBHIUK BO3BpaTa — OH Ilepefie/bIBaeT CBOIO
pabory 6ecriatHo. (JTO CIpaBeIMBO: pa3 KOMIIaHNs He HOy-
4)jIa OIUIAThl 32 HENPABUIBHYIO PaboTy, TO 1 YellOBeK, OTBET-
CTBEHHBIII 32 3TO, He MO/TyYaeT HIYero.)

Ka>xplit BO3BpaT 06Cy>KHaeTcst Ha HAIlMX YTPEHHNX BCTPedax
II0 Ka4eCTBY, ¥ PYKOBOAUTENb HPOIITPAPUBIIETOCs TEXHMKA
06s13aTeTbHO IOTOBOPUT C HUM. TaK 4TO MacTep OyzeT 3HaTh, YTO
paboTa BEpHY/IaCh U IOYEMY 3TO IIPOU3OIILIO.

VHorza, KOHEYHO, BUHBI TEXHMKA HET — BeJb Jla)ke HOBas
JlaMIIa MOXKET IleperopeThb depes CyTKu. I cam paboran KOHTpO-
JIepOM M BBIIYCTVI MHOTO MAalIVH, KOTOpbIe ObIM MPEeKpacHO
OT/Ia>KEeHbI HA MOMEHT BBIXOJIa U3 Tapa’ka, HO IOTOM BO3Bpallja-
JIUCB TI0 Pa3HbIM IpuurHaM. OfHAKO K/IMEHTY HeT HMKAKOTO fiefia
0 IpUYMH NMpo6IeMbl U YuciIa npoBepsaomux. Ecnu pabora
Clle/IaHa IIOXO, OH IIPOCTO NPUTOHSET MALIHY OOPaTHO.

Jtak, BHe 3aBUCMMOCTH OT HAIIMX YCU/INI IPO6IeMbl Oy YT
BO3HMKATh. ITO Hem36eXXHO. MBI BCe TIOAY U [le/laeM OLIMOKIL.
V1, HecMOTps Ha BCe IIPOrpaMMBbl FaPaHTHUII Ka4ecTBa, IPOU3BO-
fuTenyt 6yyT MHOTAA BBIMYCKATh AedeKTHbIE IPOJYKTHL.

Ho BMecTO TOT0, 4TO6BI TOXXMMATH II7IE9aMU 1 TOBOPUTH: «Hy
4TO TYT IOJe/Naellb, OUMOKY OYyT BCET/ja», Mbl OTCIEKIBAEM,
Kakas paboTa HOo/KHa OBITh IIepefiesiaHa, 1 ITOCTIe ee ICTIPABIeH NS
IBITAEMCS YCTPAHUTD T€ HEOCTATKY B HAIIIEN CUCTeMe, KOTOPbIe
HI03BOJIVI/IY BBINTY OPaKy.

ITporiecc Ko/KeH UATY IPABUIBHO, 2 PAOOTHUK [JOIKEH UMETh
HeOoOXOMMble 3HAHMS M HMOATEPKKY. ITO BaXHO. MbI ZaBHO
0OHApPYXWU/IHU, YTO, €C/IU TOIBKO pearupoBaTh Ha IPOOIEMHI,
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KayecTBO cTpafjaeT. KOoHeYHO, HY)XKHO YCTPAHUTD HOCTIEfCTBUS
HeKauyeCTBEHHOTO PEMOHTA, HO €C/IV 9TUM 1 OTPaHMYUTHCS, [10-
nobHas npobnema OyaeT MOBTOPATHCA pas 3a pa3oM. boree 1ie-
71ecO0OPasHO HAVITY IPUINHY ee BOSHUKHOBEHNS (MBI IPOBOJUM
TaK Ha3bIBAaeMBbIIl aHA/IN3 KOPHEN TPUYIH) U CIIPaBUTD IIPOLeCC
OZIVH pa3 U HaBCerna.

[Tocne nnenTudukanuy mpobaeMs! Mbl Kraccuduimpyem ee
0 TUIY PabOTBHI U 110 3aHATHIM B Hell TEXHMKAM U MacTepaM.
3ateMm nieM obuye npusHaku. [ToydaeM /v Mbl >Kamo6sl, K Ipu-
Mepy, 110 TIOBOAY BCeX MOYMHEHHBIX HaMy MHXeKTopoB? Eciu
9TO TaK, TO KOI/ja HAIllM TeXHUKM HOCTeHNUII pa3 HPOLUIN Tpe-
HIHT 10 MIX PeMOHTY?

Bo3Mo)xHO, Bce Ka/moObl IPUBEAYT K OfFHOMY MacTtepy. Bos-
MOYXHO, OH AMarHOCTUPYeT Ipo6/IeMy HeIIPaBIU/IbHO IIPY Ka>KIOM
obpaleHny KIMeHTa.

Bor mpumep. Y Hac 6bII TEXHUK, KOTOPBI IPEKPacHO paborai,
HO C OJHJIM MCK/IIOYeHMEeM: KaXK/Iblil pa3 BOSHUKAIN IPOO/IeMbI
C OTPEMOHTMPOBAHHBIMI UM MHXeKTopamu. KoHe4HO, MOXXHO
IPORO/DKATh OBTOPHO YMHUTD 3TV MHXXEKTOPBI KaXK/BIil pas,
KOIZja K/IMEHT Ha HMX MOYKATyeTCsl. A MOXKHO IIONBITAThCS YCT-
paHNUTb HpUYMHY NpobeM. B Halem ciydae peleHue 1exano
Ha [TOBEPXHOCTH: 0Ka3aJI0Ch, YTO 9TOTO TEXHMKA He YUU/IN, KaK
IPaBIIBHO PeMOHTVPOBATh MH)XEKTOPBI, ¥ MBI IIPOCTO MOKa3a-
JIV eMY, KaK 970 jienaercs. Kak roBoput JleMyHT, BbI MOXKeTe 3HaTbh
TOJIBKO TO, YTO BBI 3HaeTe.

Kpome Toro, Mbl Hay YM/InNCh OTC/IEXKMBATD OIIMOKM U B OTHE/IE
npogax. Hanmpumep, Mbl IPOCKHM IIepCOHAJI NepeiaBaTh MOKY-
IaTeT0 KaXX/[yl0 MAIINHY C IOTHOCTBIO 3alIPAaBIeHHBIM 6aKoM
U Cpa3y HasHa4aTb ATy IepBOro obcmyxxuBanus. Ecim Mbl 06-
Hapy>kK1BaeM, YTO ST Bellly He ObUIN CAe/IaHbl, MbI 3HaeM, KTO
VIMEHHO Pa304apoBasl K/IMEHTa, U 3HaeM, C KeM KOHKPeTHO HaJlo
OynieT HOrOBOPNTH.

Ecnu «6maropgapsa» mpo6nieMe BB UCIPABUIN CUCTEMY —
3HAYNT, OHA CMOIJIA COCTY>KUTD BaM I JOOPYI0 CITyXKOy.
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OcHOBHbBIE BBIBOJIbI

— Ecnu y sac ecmv konmpornepui, usbasvmeco om Hux. Kon-
TPOJIEPbI He YIyYlIAl0T KayecTBa.

— He nnamume n00sm 08ax0vL 3a 00HYy U my e pabomy.
Hukro 13 Bac — Hu KOMIaHus, H1 pabOTHUK — He [0/~
)KEH TIOIyYUTh JleHer 32 paboTy, KOTOPYIO IPUXOLNUTCS
nepepenbiBath. [[peBocxofHOE 06Ty KMBAHNUE U TAPAHTUN
KavecTBa CTPOSTCS Ha MAPTHEPCTBe.

— Tosopume 06 owubkax. YInTpIBaiiTe KaXXAY0 pabory,
KOTOPYIO IIPUIIIOCH Tepefie/ibiBaTh. Kak TOMbKO MOsIB-
JIA€TCA OIIII/[6Ka, ]/ICHPaBHHIZTe ee. [lotom UINUTE €€ Ipu-
YUHBI.

— IIposodume esxedHesHble COBEULAHUL NO KAUECMBY —
9TOOBI IMETh BO3MOXXHOCTD 0OCYAUTh IPO6IeMbL. DT
COBeIIaHMA JO/DKHBI ITOCEIATh He TONbKO PYKOBOJVTEIN.
ITpurnacure mopesi, HEMOCPEACTBEHHO BBIIOMHABIINX
paboty 1 oburaBuIMxcsa ¢ KameHToM. OOBIYHO IMEHHO
OHJ XOPOIIO 3HAOT, YTO IIPOVICXOMNT.

— Mwume obujue npusnaxu. CobupaiiTe ZOCTaTOYHO
nHpopManuy, 9To0bI BBIAB/IATD TEHJEHIUY 1 IPOOIEM-
Hble 00/1aCTIL.
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[naBa /. YBO/bTE MEHEKEPOB,
OTBEYatoLLMX 38 OTHOLIEHUSA
C KJINeHTaMU

Kak TonbKO BBI M30aBUTECH OT CBOMX KOHTPOJIEPOB, BBl MOXKETE
TaK)XXe YBOJIUTb COTPYAHNMKOB, 3aHMMAIOLINXCSI OTHOIIEHVISIMY C
xmenTamn. O6CTyXKVBaHMe KIMEHTOB — C/IMIIKOM BKHAS IITYKA,
YTOOBI OCTAB/ISITH €T0 JeNapTaMeHTY «OTHOLIEHUI ¢ HOTpedu-
TELIMI».

3aHnMMaTbCs 00CTy)XMBaHIEM KINEHTOB JODKHBI Bee. Knn-
EHTBI CY[IAT O CEPBICE 110 KAHOOMY I€/IOBEKY, C KOTOPBIM UM
IIPUXOANTCS B3auMopericTBoBaTh. Eciu kaccup rpy6 mnn npo-
flaBell He X04eT [IOMOYb, KJIIMEHT JyMaeT, YTO OH IIOJIydaeT
Y>KaCHBIJ CEpBUC — BHE 3aBUCUMOCTM OT TOTO, HACKOIBKO
[IPY>KeTIOOHDI, TEI/Ibl X TOTOBBI IIOMOYb COTPYAHVUKMU OTAeNIa
oTHouIeHnit ¢ KaneHtamu. VI on npas! Ero deticmsumenvro
Y>KacHO 00CITyXUIN.

COTPYAHMKM, 06LAIOWMECS C KNUEHTAMU, JOMKHBI UMETb NOJ-
HOMOYMS NS PELIEHNS UX MPOGIEM.

3nech BO3HMKAeT MHTEePeCHDI BOpoc. EcTb cTapas Texacckas
norosopka: «JIy4iee ynobpenne — ciep Horu gpepmepa». ITO
3HAUUT, YTO JIYYLINI CII0OCOO TapaHTVPOBATh IIPaBU/IbHBIN X0
menma — mpucyTcTBue pepmepa (TO ecTh B HallleM CTydae — XO-
3A1HA) B TI0O0M KOHTaKTe C KIMEHTOM. VI 3T0, KOHeYHO, efjiH-
CTBEHHBIII CIIOCO0 TapaHTUPOBATh OTIMYHOE 00CTyKuBaHume. Ko
JTydIlIe X035MHa MOXeT JOOMTbCA TOTO, YTOOBI O KaX/[OM KIIN-
eHTe 1103200 TU/INCH?
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[Tpo6nema Takoro noaxopa oueBuaHa. Ecim xo3smH cobupa-
eTCs1 001IATHCA € KaXK/[bIM K/IVIEHTOM, O113HeC HUKOT/Ia He BhIpac-
TeT 3a Mpefie/ibl TOT0, YTO MOXKET CAe/IaTh OAMH YenoBeK. YToObI
PacIIMpUTh aHAIOIWIO — (epMep He CMOXKeT YIPaB/IATb Ooree
YeM OffHOTI hepMOit.

[IpencraBnsieTcs, uto 6onee apdexTuBHOM Anst pepmepa
(6occa) 6ymeT cuTyanus, KOrjga kaxioviii ero COTPyAHUK sIBTIsET-
Cs1 IIpeficTaBuUTeNNeM 10 06cmyXuBaHmio. CKaXkuTe BCeM B KOM-
nanun: «Ecnu y kmenTa ectb mpobnema — permunrte ee. Eciu He
MO>KeTe PelINTh, I030BITe CBOET0 MeHepKepa. Eciiu oH He MoXkeT
CIIPaBUTbHCS, BBI3OBITE F€HEPATIBHOTO AVPEKTOPA, HO J0OeTiTeCh,
4TOOBI ITpo6IeMa Obl1a penieHa. HemenieHHO.

9Ty KOHLENINIO HEelerKo MPUHATb, 0COOGHHO ec/u Bbl pabo-
TaeTe B Oonbinoi opranusanym. Korga General Motors Havyama
IporpaMMy oOC/Ty>KMBaHUA K/INEHTOB, B OJTHOM W3 €€ ITYHKTOB
OBI/IO CKa3aHO, YTO B KXKIOM aBTOLIEHTPE, TOPI'YIOIIeM VX MaIlly-
HaMU, JO/DKEH OBITb MEHeJPKep IO OTHOLICHMAM C KIVEHTaMIL.
OpHaKo MBI peln/Iu He 3aBOAUTD TaKol Jo/mKHOCTH. [Touemy?

Cama 1o cebe naes MMeThb JelnapTaMeHT [0 OTHOIIECHVAM
C K/IMEHTaMI Hellloxa. DTO I0Ka3bIBaeT Ballly 3a00Ty O K/IMEeHTaxX
Y O JIIOJISIX, KOTOpbIe BefyT ¢ Bamu 6usHec. Ho ecu BbI He Oype-
Te UMETD OT/E/IbHOTO IelIapTaMEHTa, BBl MOYKeTe I103a00TUTHCS
0 KIMeHTax 6onee 9¢pPeKTUBHO, a BallV COTPYJHUKN CTAHYT
ot aTOro 6osnee cyacTIMBBIMU. Mbl ciopuiu 06 a3Tom ¢ GM MHO-
Tue TOJibL.

IToToM OABMIICA MHJIEKC YAOB/IETBOPeHHOCTY K/1eHTOB (CSI),
Yl OH y Hac OKa3ajICs BbIIIe, YeM y TeX aBTOLCHTPOB, KOTOpBIE
VIMEJIU B CBOEM ILITaTe MEHe[)KEPOB 10 OTHOIICHMIM C KJIMEeHTa-
M1, Tak 4T0 GM B KOHIIe KOHIIOB PelLINI, YTO MbI He TaK YX U
IIOX M.

[IpyopuTeT HOMep OffMH B HAIINX aBTOLIEHTPAX — 9TO YHOB-
JIeTBOPEHHOCTD K/I1eHTOB. He Ba)KHO, KaKy1o pabOTy BbI BBINIOT-
HseTe, HO, €C/IU BBl He Jle/laeTe K/IMEeHTa JJOBOTIbHBIM, BbI Y HaC
[ONTO He mpopaboTraete. ITO CKa3aHO OYEHbD SICHO. Bbl MoXeTe
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OBITH Ty YIIMM IIPOJIABIIOM, Ty YIINM TEXHUKOM, HO ey Baut CSI
HEBBICOK, BbI OKaXKeTeCh Ha 000U He, IOTOMY YTO, €C/IY K/IMEeHT
He 3aX04eT K HaM BePHYTbCsI, MbI BCe CTaHeM 6e3pabOTHBIMIL.

OcHOBHbIE BbIBO/JIbI

— ﬂenapmame:—tm OMHOUEHUTI C KTUEHMAMU 0moadsem 8ac
om KaueHmos. Tak 9To He CO3/IaBaliTe €ro.

— Iloszsonvme sauium COH’lpybHHKﬂM no3ab6omumscs 0 Kau-
enme. Ecnun Ka)KI[bIﬁ pa6OTHI/IK ABIACTCA IO COBMECTU-
TE€IbCTBY CIIEMA/INCTOM 110 KIMEHTCKOMY CEPBIICY, TO OH
JOJ/I>KEH MUMETH BOSMOXHOCTDb ,T.[O6I/IBaTbCH YAOBIIETBOPEH -
HOCTU KJIMEHTA.

— Hem nuuezo saxctee knueHma. PaOOTHMKY JO/DKHBI 3HATh,
4TO BHE 3aBUCYMOCTH OT 06'beMa IIPOJA’K M/ OT UX IIPO-
M3BOJVUTEIBHOCTU TPYAa OHM OYAYT YBOJIEHBI B CITydae
HEIIPaBUIBHOTO OOpallleHNsl C KIMEHTOM (MM CBOMMMU
KOJIZIETaMM ).
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[naBa 8. [lenante Bce npaBubHO
C NepBoro pasa

Moit gpyr, pupekrop LlenTpa n3ydeHus pOSHULIBI B YHIUBEPCUTETE
Texaca, mpoBeJI IOYTH BCIO CBOKO TIPOQECCUOHATIBHYIO XKI3Hb, Pas-
roBapyBas C JIOAbMI U MBITASICh IOHATD, YeTO OHMU XOTAT, KOITa
TOBOPAT O KauecTBe 0OCTy>XMBaHyA. V puiesn K BBIBOAY, YTO
JUIA K/IMEHTOB HEeT HUYEro Ba)kKHee BBINOTHEHNA OOelaHuiL.

«O>x1laHK A KJIMeHTa 110 IIOBOJly YCIIYT YeTKNe U SICHbIe, — TO-
BOPUT OH CBOMM CTYAEHTaM U IIPeICTaBUTENAM KOPIOpaLuii,
KOTOpble HAHMMAIOT €TI0 B KaueCTBe KOHCY/IbTaHTa. — K/InmeHTbl
XOTAT, 4TOOBI COTPYHUKYM 0OCTY>KMBAIONIVIX VX OpPraHU3aIUil
XOPOIIO BBIIJISAMIEN, OBIIM OT3BIBYMBBIMU U YBEPEHHBIMU, CO-
YYBCTBOBA/I 1M, ¥ CAMO€ [TTaBHOE — YTOOBI CAMU OpraHU3aLN
ObM Hafie>XXHBIMUL. Knuenmuot xomsam, umo0vt pupmot Oenasnu mo,
Y1mo 0beuLanmy.

Bcomunte People Express. Vaes 6pina BennkonenHa. OHu
MIEepEeHOCUIN BaC U3 TOYKM A B TOUKY b Io4TH 3ajlapoM — B HEKO-
TOPBIX CIy4asAx Bcero 3a 19 mommapos. OHM BTUCKMBAIK Iacca-
JKMPOB B CaMblIll He3aMbICTIOBATBIN CaMOJIET U 3aCTaBJIANM 3aIljla-
TUTD 3 JO//Iapa 33 KaXX/blli 4eMofaH 1 50 IIEHTOB 3a KaXK/IYIO
Jamky Kode Bo BpeMs nonera. Ho nx KmeHTOB 3T0 He 0COOEHHO
6ecrokonIo, TaK KaK OHU IOMaJaay B HY>KHbIEe M ITYHKTBI Ha-
3HaYeHN JielleBsie, YeM ec/y Obl exanu Ha aBToOyce.

910 6b1a Benukas upesa. Ho People Express B KOHIIe KOHI[OB
IIPOTOpeI, 1 IpUYMHA OblIa TPOCTa: KOMITAHNA He JiepKasia CBoe-
ro croBa. Pelicel MOCTOAHHO ONMa3[bIBaIN, U, IPUAA B a3POIOPT,
BbI HMKOTTIa He MOIJIM 3HATh, YAACTCS /IM BBIIETETD B CPOK.
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Jlydias B MUpe cUCTeMa KIMEHTCKOTO CepBUCA ABIAETCA U
camoiit pocroit: JEJTAV TO, YTO OBEIIAJL U IEJIAV 9TO
CIIEPBOI'O PA3A.

C/IMIIKOM 9acTO TION, TOBOPS 06 006C/TyXMBaHNM K/INEHTOB,
TPATAT BpeMs Ha 00bsCHEHNE TOTO, YTO Jie/IaTh B CTy4Yae ommn6-
k1. KoHeuHOo, o4eHb BaKHO MCIIPABUTh MM KOMIIEHCHPOBaTh
I/IOXO CZIe/ITAHHYIO paboTy, HO eC/IU BBI CAIe/Ia/IN BCe IIPABUJIBHO
cpasy, To BaM IIPOCTO He 3a 4YTO OyjeT M3BMHATHCA. B camoit
CBOeJI OCHOBE XOpolliee 00C/Ty>KMBaHMe K/IMEeHTOB TpebyeT OT Bac
IPaBUJIBHOTO BBINIOJTHEHN ST PabOTHI B IIEPBBII JKe pas.

JIyqum npumMepoMm ais aToro sAsnsercs Lexus. O6uenpuns-
Tas MyApPOCTb MOKYyIIaTe/lell HOBBIX MAaIlVH BCeraa Oblia TaKoI:
«He moxymnait HOBYI0 MallMHY B IIEPBbII TOJ, €€ IPOU3BOJACTBA.
Jlait M rop Ha ucnpasieHue omnb6ok». Ho cerogusa nmorpebure-
nu 607IbIlIe He AI0T MPOM3BOANUTEIAM TAKOTO JIbFTOTHOTO IIepu-
oj1a. BOKpyr cIMmKoM MHOIO KadyeCTBEHHBIX IPORLYKTOB. Bbl
6o fiefaeTe MpaBUIBHO C IIEPBOTO pasa, MO0 OCTaeTech Ha-
BCerja Io3aju.

Lexus oy pykoBozcTBoM [laiiBa Vnmuursopra u Tepa Toitomst
noH:1 3T0. OHYM NOTPATU/IN CEMb €T Ha HEYCTAHHYIO IIOTOHIO 33
coBepuieHCTBOM. OHM mocTponiv 400 TPOTOTUIIOB BMECTO 0ObIY-
HBIX 12 ¥ IPOBEP/IN MAIIVIHY Ha MHOXXeCTBe QOKyC-TpyIIL J]97iB
HoCTOsIHHO pabotan 100 yacoB B Hefento, a Tef mepeBe3 CBOO
cemblo B CIITA B caMoM Hayajie IPOEKTa, YTOOBI ObITh YBEPEHHBIM
B TOM, YTO OT €0 BHMMaHM/ HMYETO He YCKONMb3HET. HudTo 1 He
ycKonb3Hyno. OHu cfiesiain Bce IPaBU/IbHO C IEPBOTO pasa.

BoT 4TO rnaBHOe ANa KAMEHTa: Bbl CAepHanu caoB0? Beinon-
HEHME COOCTBEHHbIX OOElAaHMI HAMHOIO BaMHee, Yem BCe
YAbIOKM U LWOKONAAKM B MUPE.

HeﬂaTb TO, 9€Tr'0 OT BACKAYT, 1 TOTAA, KOI'Jd 3TOTO XXAYT, — 3TO

HAaCTO/IBKO IIPOCTON CIOCO6 XOpoIIero o6CIyKMBaHNA, YTO
JTIIOiM 9acTO 3a0bIBalOT 0 HeM. Ho Beib BceM HPaBUTCS, YTOOBI
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fena un riagko. [Ipo6nema B TOM, 4TO 9TO IPOUCXOANT fajIe-
KO He BCerja: COIZTacUTeCh, He TaK yXX peJKO B pecTopaHax
I/IOXO TOTOBAT €[y, B aBUAKOMITAHMAX TepsioT 6arax. V He
Ka)KeTCsl M BaM, 4TO KONMP JIOMAaeTCsA POBHO 4epes Imojayaca
IocjIe yXofa MacTtepa?l

3a MHOrMe rofbl MbI paspaboTany «OCHOBHBIE BOIIPOCHI»,
COCTOsAIIME U3 BeCATH IYHKTOB, KOTOPbIe IOMOTAIOT HaM BBIIIONI-
HUTb paboTy ¢ IepBOro ke pasa. [Ipexye 4eM MEHATH 4TO-TO,
MBI BCeIfja 3aJlaeM 3TU JIeCATb BOIPOCOB U UIIleM YCTPayBaloII it
Hac OTBeT Ha KaXKAblil 3 HUX. BoT aTOT cnimcok.

— B uem monb3a ms KineHTa?

— CMOXKeT 1M KJIMEHT JIETKO IMOHATh, B YeM COCTOUT 3Ta
ob3a’?

— Kak usMmeHATCcAa 0043aHHOCTY HALINUX pa6OTHI/IKOB?

— Kaxk sra npea win nporpamMma IoBnuAeT Ha HaIM CyIIec-
TBYIOIUE CUCTEMBI?

— EcTb /1 mpuMepsl yCIEIHOT0 BHEPEHs YeT0-TO IT0J00-
HOT0? UTO MBI MOXKEM U3BJ/I€Yb U3 YY>KOTO OIIBbITA?

— YTO0 MOXeT MONTY HeIPaBUIbHO?

— JacT M1 3TO HaM NIPeUMYILeCTBO Iepef KOHKypeHTaMM?

— CKO/IBbKO 3TO OyJeT CTOUTH?

— TlosBonut nmu 310 3apaboTaThH?

— Korpa Ham crefiyeT IpUCTYIUTD K Ol[eHKEe pe3y/IbTaToB?

A BoT Kak 9TO paboTaer Ha mpakTuke. KT0-TO mpemmoxmn

UCII0/Ib30BaTh YCKOPEHHDII IOPANOK BbIJaYM 3aKa30B B HallleM
otfiesie 00CTY>)KMBaHNA — KaK B OTE/IAX e/IaeTCsd YCKOPEeHHas

BBIIIVCKA TOCTEI: K/IMEHT AaBajl Obl HaM KOIIMIO CBOEN KPeLUTHOI
KapTOYKY, OCTAB/IAA MalINHY B cepBuce. [Io okoHYaHUY paboT
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MBI OBI 3aTIO/THSIN C/TUTI, KTaau KBUTAHIIMIO B «OapAadoK», 3a-
KPBIBA/IVl MAIIMHY ¥ OCTABJLA/IN ee Iepe]i aBTOLIEHTPOM, YTOOBI
K/IVIEHT MOT 3a6paTb ee B 11000€ y00HOe BpeMs.

Bce 3T0 3Byuano Hem1oxo. KineHnTaMm He Hajio XXAaTh B oyepe-
IV JJ1S1 OIUIATBI CYeTa, 2 CTOMMOCTD PabOTHI OHM 3HAIOT 3apaHee,
TaK KaK MbI laeM rapaHTUPOBAHHbIE Ka/IbKY/IALNIA.

Mp! HaYaMM IPOBEPATD 3TY UJEIO0 110 HALIeMY CINCKY B IIOKC-
KaX IOTEHI[Ma/TbHBIX IPO0JIeM, KOTOPbIe MBI MOT/IN YITYCTUTb.

— B uem nonv3a onsg knueuma?
970 sicH0. OH MOT ObI TOKMHYTh ABTOLIEHTP ObICTpee 1 He
CKY‘{aTb 3€Chb JINITHEE BpeMH.

— Cwmoxcem nu KnueHm ie2ko NOHSMD, 8 UeM COCHOUM 3ma
nonv3a?
9TO OYeHb BaXKHO, IIOTOMY YTO €C/IM K/IMEHT He IIOHMU-
MaeT Ufien, TO, KaKoil Obl BEIMKONM OHa HU OblIa, OH He
YBUJUT HUKAKON BBITOJIbI OT HEeE.
B maHHOM cyuae HaM Kasanoch, YTO MPo6IeM OBITH He
TODKHO. Pas MBI cKasay «yCKOpeHHas BblZlada 3aKa30B»,
TO K/IMEHTBI CKOpee BCEero MOAyMaT PO TOT CHOCO0,
KaKIM OHM OIUIQYMBAIOT TOCTUMHMYHBIE cueTa. J maxke
JTIOTY, KOTOPbIE HEYACTO OBIBAIOT B OTEJIAX, BOCIPUHIMATN
9Ty UJIEI0 XOPOUIO, KOT/ja Mbl PacCKa3bIBaay O HE.

— Kak usmenamcs 0653aHHOCMU HAUUX PAGOMHUKOB?
B sTom crydae MyHMManbHO. MacTepaM MpUIIIOCH OB
BBIIIOJTHUTD JIMIIb HECKONIbKO JOMOTHUTENbHBIX [IBU-
JKEHUI — cJie/laThb KOIMIO KPeAUTKN K/IMEHTa, KOIfla OH
OCTaBJIsI MAILMHY Y HAc. Tak Kak 3TO pasrpy’kajo HaIlIuX
KacCHPOB, MBI PELIVIN, YTO UTPA CTOUT CBEY.

— Kaxk ama udess nosnusem Ha HAWU CYuecmeyoujue
cucmemul?
CoBceM He nosnuseT. [IaBHOE OT/IM4YME — B ciocobe
BBIJJaYM TOTOBBIX MAalIMH K/IMEHTaM. lelepb TeXHUK
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110 OKOHYaHMN pa60TbI ITapKoBail 651 MallHYy HE€ Ha
3aTHEM [IBOPE, a II€pE] aBTOUEHTPOM.

— Jlenaem nu amo kmo-Hubyov euie? Umo molL moxem u3sneuv
U3 4yx020 onvima?
51 He m6II0 OBITH TMOHEPOM B YeM-m6o. Kak rmacut
CTapaH HOFOBOpKa, HI/IOHepI)I — 39TO T€ 104N, KOTOpre
HOTIY‘{aIOT CTpe}'IbI B CHI/IHY. Dle TO/IBKO BO3MO>XHO, MbI
)'IIO6I/IM 3aIMCTBOBATb Y ,ILPYI‘I/IX n Y‘{I/ITbCH Ha nx OH_I]/I6—
KaXx, BMECTO TOTO LITO6I)I nenaTb OHH/I6KI/[ caMuM. B Hamrem
CTy4ae MBI 3Ha/IM, YTO MAcca OTefleil IpYMeHsIeT YCKOPeH-
HYIO BBIINCKY rocTeii. CBO CHCTEeMY MbI CMOJIeVPOBATIN
Ha 3TOJ OCHOBE I MOI/IM He 0COOEHHO OeCIIOKOUTHCH.

— Ymo moxcem noiimu HenpasunvHo?
Ila uro yropHo! IIpaByia, HOC/Ie BHUMATEIBHOTO PacCMOT-
PEeHIs 0Ka3aIoCh, YTO HUKAKasl 13 IIOTeHIMaIbHbIX IIPO-
611eM He AB/IACTCS HEIPEOTOMMOIL.
OnHza 13 npo6eM — MainHy MOryT yKpactb. OHa Befib
Terepb Oy/ieT OCTaBaTbCsl He HAa TEPPUTOPUM aBTOCEP-
BJICA, 33 3aKPBITBIMU BOPOTAMI, & CHAPY>KH, [Tie KIUEHTY
(1, Kk coxXaneHuIo, BOPy ToXKe) OyzieT ylerde o Hee HO6-
patbcst. Ho MbI OTMeTHIIN, YTO, €C/IM OCTAB/IATD MALIMHY
HETIOCPeCTBEHHO IO HALIIMMI OKHAMM U 3aKPbIBATh ee
iBep Ha 3aMOK, BCe Oy/ieT B IOpsIAKe.
Ho npes 3akpbIBaTh ABepy MALIMHBI Ha 3aMOK IPMHEC/Ia
APYIYIO CIOKHOCTD: Telephb KIMEeHTY Hafo ObIIO MMeTh
IBa KOMIUIEKTa KIII04ell /I cBoero aBToMobma. OpuH
MBI 3aIMpaeM BHY TP MAIIVHBI IOCTIE TOTO, KAK OTPEMOH-
THPOBAJIV €€ 1 BBIBEIIV HA CTOSHKY. A KJIMEHT OTKPBIBAeT
CBOI0 MalllHy BTOPBIM HabopoM kirodeil. (PaHblre MbI
HepefiaBaIy UM K/II0YM U3 PyK B PYKU, KOTIa OHM IIPUXO-
Anu 3a6MpaTh MAIINHY.) MBI JO/DKHBI yIOCTOBEPUTDCS,
4TO y K/IMEHTA eCTh 9TH JONONHNUTeIbHbIe Kmtoun. Ho naxke
€CJIV UX HeT, 9TO He CTPAIIHO: MbI I3TOTOBYM 3allacHBbIE.
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Ho nns camoit 607b11031 IpO6IeMBI He OBIIO pelleHMs:
HEKOTOpbIe /IO, IYCTh fAaXKe UX HEMHOTO, IPOCTO He
OynyT HaM [OBepAThb. VIM He OHpPABUIACH Wfesl AaBaTh
HaM KOO KPEAUTKM 1O OKOHYaHNUs pabOThI (XOTSA OHM
TOYHO 3HAJ/IM, YTO MBI He BO3bMeM OOJIbIIE J[EHET, YeM
0003HaYM/IN B KaJIbKY/IALUu). MBI He MOI/IM TOOUTHCS
UX [OBepUs HUKAKUMU CUIAMIU, TaK YTO MBI MPOCTO
nepecTanm 3a 3To 60poThcsi. Ho BceM OCTaIbHBIM upjest
[IOHPaBU/IACH.

— Jlacm nu 5mo Ham npeumyuiecmeo neped KOHKYpeHmamu?
[la. 9To MMEeHHO To, Yero He OBIIO Y APYTUX. DTO elle OfUH
CrIoco6 0CTaBaTbCA BIIEPEN BCEX.

— Ckonvko amo 6ydem crmoumu?
Hemuoro. Ham Hafio 661710 M3TOTOBUTD KAPTOUKY C OIN-
CaHMeM IIPOrPaMMBbl, ¥ MBI 3aKa3a/Iil HECKOIBbKO CTEH/[OB
¢ Hagmucpio «CIpocuTe HAC IPO YCKOPEHHYIO BBIJAYy
3aka3oB». Bce aTo ctouno ponnmapos 500.

— Ilozsonum nu smo 3apabomamov?
Mpl 4yBCTBOBAIN: BCE, UTO JeaeT XXU3HD K/INEHTa JIeTde,
IpYHeceT HaM IPUObIIb. Belb 9TO jaeT KIMEHTY elle ORHY
IIPMYMHY BeCTH Jiela C HaMIL.

— Koeda Hamnado 6ydem npucmynums x oyeHKe pe3ynomarnos?
MbI peminay NpoBepATh XOf, e/la KK/l Mecsal. V no-
HS/IY, YTO MHOTVIM JTIO[IIM HOBas Mjiest HOHPaBU/IACh.

EcTp emje mapa same4aHmii.

ITepBoe: mopxop, «enaTh NPaBUIbHO C IEPBOTO pa3a» KacaeT-
Cs1 He TOMBKO YC/IYT, HO ¥ TOBApOB, KOTOpPble MbI IIpofiaeM. MbI
006s13aHBI IIPOJABATh JTy4lllee U3 BO3SMOXKHOr0. UeM jydlie mpo-
IYKT, TeM MeHbIlle BEepOATHOCTD TOTO, YTO KJIMEHT OyJeT UMeThb
C HUM IIPOOJIEMBI.

Bropoe: BbI MO>XXeTe 3aMeTUTD, YTO Mbl TOBOPUM IIPO BapMAHT
«30JI0TOTO IIpaBuUJIa»: IPOfaBall MIOAAM TaKle Belll, KaKye caM

Y E" 2016



70 KnneHTHI Ha BCIO )KU3HDb

xoTen 661 MMeTb. EC/Iu K/IMeHT He 3HaeT pasHUIbI MEX/Y IIpo-
ALYKTOM A 1 IpofiyKTOM b, MBI peKOMEH/IyeM TOT, KOTOPbII HaM
CaMMM HPABUTCS M KOTOPBIN JTy4Ille BCETO MORO/IeT UMEHHO
3TOMY KJIMEHTY C y4eTOM BCeX M3BEeCTHBIX HaM O0OCTOATENIbCTB.
He cnenyer nopgasarbcsa co6/asHy mpopaTh eMy 6oree Joporoii
IPOAYKT C 60/IbIIIel TPUOBIIBIO MV, HA0O0POT, 3a/1e>KaBIINIICA
HeKa4eCTBEHHBIIT TOBap.

Ecnm MBI mpofiaeM KJIMEHTY TO, YTO HPaBUTCSA HaM CaMUM,
Y HETO CKOpee BCEro OKa3bIBAeTCA TO, YTO €My HY)KHO, U 3TO
O3HA4YaeT, YTO MBI IPAaBUIBHO BBIIIOJTHVIIN CBOIO paboTy.

OcHOBHbIE BbIBOJIbI

— Hepacume cnogo. BeIOTHEHNE TOTO, Y€TO OT Bac OXKU-
TAI0T, ¥ TOTAA, KOIZIAa 3TOT0 OXKMAAIT, — 3TO MUHUMYM,
HeOoOXOAVIMBII [/ TOTO, YTOOBI BAIllY YCITYTY CYUTATINCH
XOPOIIVMI.

— IIpoodasaiime npodykm, KOMopuviil M CAMUM HPABUMCS
6onvuse 6cezo. TonbKO ecy BbI peKOMEHyeTe Ty dIInil
IIpOAYKT VIV IIpeiaraeTe }IY‘IH.U/II?I CHOCO6 BBITIO/THEHN A
paboTBI, K/IMEHT OyfieT JOBOJICH.

— Buwi y3naeme, 4mo 6vl Ha NPABUNLHOM NYMU... KOTA KU~
€HTbI HAYHYT O>KMIATh OT BacC IPaBMUIbHON PabOThI KaX-
Iblit pas. VI BaM 3aX04eTCst, YTOOBI K/IMEHThI CIUTAIIN STO
€CTeCTBEHHBIM.
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[naBa 9. Koraa 4to-10 MAET He TaK

HecMoTps Ha TO 4TO BBl HaHMMaeTe JTYYIINX PaOOTHUKOB,
IIOCTOSIHHO TOBOPUTE O HEOOXOAMMOCTHU IPaBUIBHOTO BBIIOJ-
HeHUs1 paboThI C IepBOro pasa U paspabdaTbiBaeTe CUCTEMBI JIs
TOTO, YTOOBI TAPaHTMPOBATDb IIPABIIbHBII XOI e/Ia, YTO-TO BCe
PaBHO IPUKIIOUUTCA. YTO [enaTh B 3TOM cilydae?

9TO BaXKHBI BOIIPOC, TaK KaK XOpolIas paboTa c4MTaeTcs
HOPMOI1, @ CUTYaLVY, KOTA YTO-TO UJIeT He TaK, 3aIIOMUHAIOTCS
cuibHee. K/IMeHThI 4acTo Cy[sAT 0 HaC MIMEHHO II0 TOMY, KaK MBI
paboTaeM ¢ UX MpobIeMaMu.

Vrak, 4T0 MBI [emaem?

CHauana MblI u3BnHsAeMcs. [IoToMm ucmpasnsgem mpobnemy.
Hemennenuo. 3a mocnegHme fecATUIETH s IPULIEN K YOexe-
HUIO, YTO 9TO M €CTh JiBa K/TI0Ya K paboTe ¢ >xanobaMu.

Wrak, B nepByI0 odepeab — M3BMHEHNU L.

Bo-1epBbIX, MBI ICIICTBUTENBHO He paBbl. Ouinbka He JOMIXK-
Ha ObI1a CTyYnThCA. BOo-BTOPBIX, /714 KMeHTa mo6as npobmeMa
OyzmeT 17106aTbHOI, Jaske eC/M C Halllell TOUYKM 3peHMs OHa He-
3HAYMTe/IbHA.

JaBajiTe IpefCcTaBUM Ha MUHYTY, YTO MBI 3aHMaeMcs He
aBTOOM3HECOM, a B/IaJleeM CeThIO JPKMHCOBBIX MarasnHoB. M bl
MoxXeM npopgasarb 1000 map B fleHb, ¥ NYCTb B CPpEeJHEM
4 mapsl U3 HUX UMEIOT KaKoil-mu6o nedext. 10 20 mpobriem
B Hemenio, 1000 B roj, HO MBI TOBOpuUM cebe: «Jlema-To
y Hac upyT xopoiuo! V3 kaxxpoit 1000 npogaHHBIX IKMHCOB
996 xopomue!»
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Ho Bepp xnuent ne mokynaer 1000 pxuucos, nan 100, win
paxke 10. OH mokymaeT ofHy mapy. VI eMy BoBce He MHTepeCHO
Oymet ycnbimarh: «Hy, Takux npo6ieM BIIOJTHE MOXXHO OXKM-
JIaTb...», KOTZIa OH IIPMHeCeT CBOIO Ae(peKTHYIO ITapy HaM 00paTHO.
C ero Touku 3penns, 100% ToBapa okasanocb 6pakoM: OH KyIINJI
JKVHCBI, KOTOpBIe Helb3sl HOCUTb.

OH He X0ueT cl1ymarb pacckasbl po 99,6% ycmexa Man 4To
MBI [IOTy4aeM OYeHb MaJIo >Kaj00 OT HAIIMX K/IMEHTOB. Y Hero
npo6yema, 1 OH XO4YeT 3HaTh, YTO MbI COOMpaeMcs C Hell Je/aTh.
J mepBoe, YTO OH XOYeT C/IBIIIATh, — YTO MBI JAEVICTBUTE/ILHO
JICKpeHHe coXKareeM 06 ommnoke.

OO6BIYHO YCTHOTO M3BMHEHMA BocTaToyHO. Ho ecnu 1eHa To-
Bapa VM YCIyTHU OblIa BBICOKOJT, MBI MOYKEM M3BUHUTBCS MUCH-
MEHHO, M/ 110 TeliepOHY, MJIU [a>ke — eIy IIpobieMa cepbe3Hast
(Hanpumep, npopgasel; 3a0bT 3a0paTh MalIMHY Ha 0OCTY>KMBa-
HIle) — IIOC/IaTh JI0KUHY PO3.

Kak nmpaBuio, IpMHOCUT M3BMHEHUS TOT, KTO 0OIIaeTcs
C KJINEHTOM — HaIpuMep, IpofiaBell Min Mactep. 3a 6onbuine
Tpexy M3BMHSAETCS MEHeI)Xep, a MTHOTJA 1 5. A eC/IM MBI C/IoMa-
€M Balll aBTOMOOU/Ib (K COXKaJIEHUIO, TAKOe ObIBAJIO), U3BUHATD-
cs 6ynet xaxowvti. (KoHedyHO, MBI Balll aBTOMOOMIb IIOYMHUM
VIV 3aMEHVIM.)

Ho 4T0 6B MBI HU Jie/1a/i, K/IVIEHT JO/DKEH TIOHATD, YTO MBI JIejIa-
€M 3TO VICKpeHHe. Y Hac HeT CIelMaIbHOM (GOpPMBI i1 I3BUHEHNI],
pa3pabOTaHHO Ha BCe C/TyYay )KM3HY U BBIIIOJTHEHHOJ TIorpad-
ckuM cnocobom. IIpucnars Takyo popMy — Bce paBHO YTO He U3BM-
HUTBCS COBCeM. MBI pearrpyeM Tak, 4YToObl y K/IVeHTa He OCTaBaioch
COMHEHUII B TOM, YTO MBI Ilepe)k1BaeM. B KOHIle KOHIIOB, MBI 11 B Ca-
MOM Jiefie TlepexkyBaeM. Hair 613Hec cocTOUT B TOM, 4TOOBI 3260-
TUTBCS O HALIMX K/IVMEHTAX, a He ObITh ICTOYHIKOM VIX IIPOO/IEM.

Hy xopomo, Mbl u3BmHMINCh. Ho 3TOr0 HegocrarouHo. Mbl
IOJKHBI MCIIPaBUTD TO, YTO HATBOPWIN. BoT, Hanpumep, Kak MbI
paboTaeM ¢ MalINMHOIL, KOTOPYI0 BepHY/IM HaM I10 IIPUYMHE IIJIO-
XOr0 PeMOHTA.
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Cpasy nocie u3BMHEHNI MBI 3a0MpaeM MALIMHY B Ty MacTep-
CKYI0, I7ie OBUI IIPOBEJieH TIePBbIil PEMOHT, He3aBYICHMO OT TOTO,
CKOJIBKO MAIIVH OXXMJAI0T 00CTyXmuBaHuA. VI paboTaTh ¢ Heil
OyZIeT TOT >Ke TeXHUK, YTO U B IIEPBBII pas.

Ho cHayanma ¢ HMM MOrOBOPUT PyKOBOAUTENb. Benb BUHDBI
TeXHNMKa MOXKET 1 He ObITb: MacTep MOT [JaThb eMy HeBepHbIe
MHCTPYKILMM, VIJIM MOTJIa CJIOMAaThCsA KaKad-To JieTalb y>Ke I0C-
Jle TOTO, KaK K/IMeHT 3abpan mamuuy. Ho B mo6om crmydae
KaXKZIbII IOJDKEH YOeNThCsA, YTO OH ACHO IOHMMAeT IPOU30-
HIefilee.

Mb1 M3BIeKaeM XOpOIle ypOKM 113 Halmx om6ok. O6cyxasn
UX C TeEXHMKaMU, MacTepaMl, IIPOfIaBIlaMy, Mbl CHOBA U CHOBa
ybexjaeMcsa B TOM, HACKOJIBKO BayKHO CHIe/IaTh paboTy C IepBo-
ro pasza. 9To IPUHOCUT OOJIbIIIe IIPUOBIIN, CHIDKAET KOMNIECTBO
OecITaTHOI pabOThI, KOTOPYIO MBI JJOKHBI C/IeTaTh, I YMEHb-
IIAeT CTPECC, VICIIBIThIBAEMbII HAIIMMM KJIMEHTaMMU.

HWKTO He NOGUT, KOrAa NPo ero paboTy roBOPST, YTO OHA OT-
BPaTUTENbHA, HO KPUTUKA KJIMEHTOB G0JIEe LiEHHa, YeM NoxXBana.
ByneT nyulie, eciu KNMEHTbl CaMU CKaXyT BaM, KOra Bbl cpa-
60TaNM NI0X0, YTOGLI Bbl MOT/IM UCTIPABUTL NPOBGAEMY U HE [10-
NycTUTb ee NOBTOPEHUS. B NPOTMBHOM CJly4ae OHM NPOCTO yXO-
AT 0T Bac M HUKOrga Gosiblie He BO3BpalaoTes. U uto elle
Xyme — B GyylieM Bbl NONaJeTe B TOYHO TaKYI0 e CUTYaLMIO,
Y TOYHO TaK K€ OT BaC OTBEPHETCH ellle KTO-HUOY/b.

Camast m061Masi MHOJ 4acTh Hallelr paboTsl — 9TO Oecefibl
C JIFOZ{bMM, KOTOPBIE TOBOPSIT, YTO BCE OBIIO CIeIaHO BETMKOTIET-
HO ¥ 6BICTPO.

A camast HemOMMast — 9TO BBICAYIIMBAHNE PACCKA30B O Ha-
mnx mpoBajax. HeHaBI/I)KY, Korga MHE€ roBOpPAT: «BbI AyMaere,
4TO y Bac 3aMevaTe/ibHas penyTranus? Tak s BaM ceifyac paccka-
XY, 9TO TYT CHe/Ia/IV C MOeil MaIINHOI». 5] 9yBcTBYIO cebs yxac-
HO B TaKl1€ MOMEHTDHBI, fa>Xe €C/IN CO MHOJ TOBOPAT BEXINBO.
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Ho 1MeHHO IOTOMY, 4TO 51 HEHAaBVDKY BBICTYIIMBATh KPUTHUKY,
A Y1 XO4Y, YTOOBI K/IMEHTbI TOBOPIJIM MHe O IIJI0X0i1 pabore. Hyx-
HO 3HaTb, YTO MBI Jie/laéM HeNPaBM/IbHO, YTOOBI MIMETb IIAHC
VICIIPaBUTb 3TO.

Kak y»e roBopunoch Bbllle, €C/IM Mbl XOTUM, 4TOObI JTIOAM
CKas3a/ay HaM O HalIMX HeJOCTaTKaX, CIeAyeT JaTh MM IPOCTOI
c1ioco6 cenarh 3To.

OpnHM XOTAT BBICKA3aTh BCe B I7a3a. VM HY>KHO HeMeI/IeHHO
JlaTh BBIXOJ] CBOMM 4yBCTBaM. MBI cTapaeMcsi He epebuBaTh X,
flayke eC/IM C TIePBbIX C/IOB ITOHAJIN, YTO IIPOU3OIIIO 1 YTO HAZI0
MCIPaBUTb. VM HEOOXOAMMO MOTHOCTBIO BHITOBOPUTHCA. [Iyis
HJX 3TO KaTapCuC.

Jpyrue He 4yBCTBYIOT ce64 yJOOHO, >KamTysACh TAKUM CIIOCOOOM.
JIMeHHO MO3TOMY Y Hac eCTb aHKeTa 13 TPeX BOIIPOCOB BO3JIe
KacChl, BCe IPyTHe aHKETHI U OIIPOCHI, @ TAK>Ke POKYC-TPYIIIIBL.

MbI x0TUM, 4TOOBI KJIMEHT BbICKa3a/l CBOU NpeTeH3un. Ecin
OH HEJOBOJIEH M IIPOMOJYAJI, IOYTY HaBepPHAKA OH IIPEKPaTUT
¢ Hamu oTHouIeHNA. OfHaKO IIPOBeJieHHble HAMM VICCTIe[OBAHN A
IIOKa3bIBAIOT, YTO, €C/IU MbI MCIIPAB/IAeM IIPOO/IEMY MIM IO Kpail-
Hell Mepe TOBOPUM, YTO COXaJieeM O CBOeil olInbKe, y HaC OCTa-
€TCs1 XOPOIINII IIAHC yepP>KaTh K/IMEeHTa.

Vtak, HpaBUTCA 9TO HaM UM HET, HO MbI JJO/KHBI 3HATb, 4TO
MBI JieflaeM HeIpaBuUIbHO. K coXXa/leHnio, 3TO eMHCTBEHHBDII
C110co6, TTO3BOJAIONINIA CAie/IaTh B OyIyIieM XOpOIIyio paboTy.

Hapo oTmeTnts eme ogHy Beb. Koryja BbI ycTaHaBIMBaeTe
IS ce6s BBICOKME CTaHJAPThI, 005A3aTeNIbHO HAYTCA JTIONH,
KOTOpbIE C HeTepIieHneM OyIyT >KHaTbh, KOTA BBl OCTYIIUTECH.
Onu 6yzyT ncKaTb (PaHTUK OT KBAYKY B IIAPKOBOYHOI 30HE M/IN
IpUMep He CaMOro JIy4IIero OTHOLIEHVSA K HUM CO CTOPOHBI
BAIlVIX COTPYJHNKOB.

Hudero cTpamHoro. 3To mpocTo elje ofyH IOBOJ, /IS TOTO,
4TOOBI CTapaThcs M3beraTh OMMOOK ¥ IPOLOIKATh COBEPIIEH-
CTBOBATbCA.
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OcHOBHbBIE BBIBOJIbI

— Koz20a umo-mo udem He max, U38uHUmMech. IT0 HECIOXKHO,
¥ KJIMEHTaM 3TO Ba)XHO, HO IOYTM HUKTO HUKOITA HE
TOBOPUT, 4TO €MY O4€Hb KaJib. [IoToM, HeMef/IeHHO 1ocIe
U3BUHEHUII, UCIIPaBbTe NPOOIEMY B IIPUCYTCTBUY KIIN-
€HTa.

— Coenatime max, umo0Ovl K1ueHmy 6bi10 /1e2K0 NoHano-
8amucsi. ITO HETIPUATHO, HO Y BacC 110 KpaliHeit Mepe OyzeT
IIAHC UCIIPABUTD IIOJIOKEHNE Belleil.

— Hexomopuie n100u 6y0ym 13600umv éac. YCTaHaBIUBasA
1A ce0s1 BBICOKIE CTAaH[JapThl, Bbl BJOXHOB/IAETE HEKOTO-
PBIX BBIMCKMBATb BCEBO3MOKHbBIE HETOCTATKU. PaCHeHI/ITe
3TO KaK ellje OHY BO3MOXXHOCTb CTaTh IydIIIe.

— Y kamoozo 6viearom nnoxue OHu. [Taxe y kmmentos. Ecn
OHU IOTEPAIT caMoobasianme, mpoctute ux. Crenaiire
IIar K TOMY, 9YTOOBI OHV YyBCTBOBA/IN Ce6s CIIOKOITHO,
Korga 6yayT mOTOM BO3Bpamarhcsa K BaM. (OHM MOTyT
OBITH CIETKA CMYIEHHBIMIL. )
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[naBa 10. KaK Bcerga MMeTb 10,
YTO HY}XHO BaLLMM KNMEHTaM

Kak y>xe roBOpuoCh, OAVH U3 IYYIINX CIIOCOOOB IPELOCTaB-
JIeHUs XOPOIINX YCIYr — BBICTYIUMBATD IOXKETAHUA KIMEHTa
U BBITIOTHATDH UX.

Ho kak fgaThb KIMEHTY TO, YTO OH XO4YET, €C/IM Y BaC 3TOTO
HeT?

3necp camoe BpeMs IOrOBOPUTDH O BaXKHOCTYU IPaBUIBHOTO
yIpaBIeHNA CKIaZOM.

OpHa 13 rapaHTNIi TOTO, YTO K/IMEHT HUKOITIA OT Bac He yIifieT
Pa304apOBaHHbBIM, — OTPOMHBIN CK1aJ. Ho 3TOT BapuaHT ciimii-
koM poporoii. Iloggep>xaHue Takoro ckjaajja CTOUT HEMAJIo,
VI Ty YN CII0co6 GaHKPOTCTBAa — MMeTh OOJIBIION CKIIaj] U Ma-
JIEeHbKME MIPOJaXKN.

EcTp apyroit cmoco6 Bcerpga MMeTh TO, YTO HY>KHO K/IMEH-
Ty, — 9TO CUCT€Ma Y4eTa, KOTOpas MO3BONAET aHAIN3NPOBATh
Cofep>KMMOe Balllero CKlajja i flaeT BaM 3HaTh, YTO y BacC JOJIK-
HO OBITb M 4ero He JO/KHO. Takas cUcTeMa MO3BONUT BaM
TaK)Xe U3MePSTh CTOMMOCTD Balllero KanuTasna (Hampumep, Ipu
CTOMMOCTM HAaUIMX 3AT1ACOB HOBBIX U MOAEPKaHHBIX MAallNH
u 3amyacreir B 20 MIH JO/1apoB npu cTtaBke 9,75% rojoBbIxX
HAIl KallMTaa CTOUT 1,95 MITH JO/I/IapOB B TOT).

BoT, HampuMep, Kak Mbl C/IeIUM 32 COCTOSIHMEM 3aI1acoB Ha-
IIMX HOBBIX MamyH. OOBIYHO 3aBOABI PEKOMEHAYIOT IUjIepaM
MMETDb 3aIachl Ha cpok oT 60 mo 90 pHel; HO KOrja LieHbl Ha
MaIllMHbI BBIPOC/IN, YBEIMYNUB U CTOMMOCTD Halllero KanuTana,
MbI COKPATU/IV HallM Pe3ePBbI: TEIIEPb MBI Jie/IaeM 3aIlachl Ha
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45 pueit. (V1 ata undpa craHer elrie MeHbIIe: Typy IPOM3BOACTBA
Ha Cadillac I'appu Koyrep moo6eman cokpatuTb CpoKy oCTaB-
KM C IIECTY /IO IBYX HeJieNb.)

MbI cTpeMuMcst cbaaHCUPOBATD HALIY 3aI1acChl [ISI BCEX MO-
neneii — Coupe de Villes, Fleetwood u 1.1. Takum o6pasom, eciu
y Hac He 6yeT XBaraTh KaKOil-TO OJHOI MOfe/n Un OyaeT 13-
OBITOK [IPYTOIi, MBI Oy/ieM 3HaTb, YTO 3aKa3bIBATh, @ YTO HET.

OrtcnexxuBas mpopaxku otaenbHoit nuueriku (Eldorado) otro-
cuTeNIbHO cyMMapHbIX mpopax (Cadillac), bl Mo>keM 3aka3bIBaTh
6ecTcenepsl, faXke ecy 001 e IPOaKV pacTyT Me/IeHHO (Kak
9TO BCETZia C/Iy4YaeTcsl IOC/ie OKOHYaHMSA IPOrpaMMbl CKUIOK).
EcTb Bepp McKyLIeHVe BOOOIIe HIYETO He 3aKa3bIBaTh, KOT/a iefia
UZLYT He OYeHb XOPOLIO.

MBI oTClIeXXMBaeM 1 CPOKM XpaHeHus ToBapa. Ecnin aBToMo-
OMTb HaXORNUTCS y HAC 60oIblile 45 Hel, o/KHA OBITh IPUYNHA
TOTO0, YTO OH BCe ellle He IIpojaH. BeposTHO, ¢ HUM YTO-TO He TaK.
MokeT ObITb, OH HEMOJHOTO I[BeTa, VIV I'PS3HBIN, VIN CTOUT
B yri1y. Hy>KHO MOJ0ITY IIOCMOTPETh Ha Hero U MOHATbh, B 4YeM
peno. HaiiTu npuumHy TOro, 4TO TOBap He IMpPOMAETCH, TaK XKe
Ba)KHO, KaK U HAJTU IPUYNMHY XOPOIINX IPOfAXK.

Ho camoe Ba>kHOE U3 TOTO, YTO MBI U3MepPsieM, — 3TO JOCTYII-
HOCTb, TO €CThb HAaCKOJIbKO YaCTO MBI IMeeM Ha CKJIajie MMEeHHO
TO, YTO HPOCUT KJIMeHT. Ecii y Hac HeT TOro, 4To eMy HY>XHO,
3TOT 3aIPOC 3aMMCBIBAETCS KaK IMOTepPsiHHAs mpopaxka. V Mbl
TIATE/IbHO OTC/IXKMBaeM OTEPsSTHHbIE IIPOJAKIL. DTO ellie OUH
C1I0co6 BBIACHUTD, YTO MMEHHO HY)XXHO 3aKa3bIBaTh. CIIMIIKOM
YaCTO 3aKYMIINMKY ITOJIATal0TCA Ha CBOJ MHCTUHKT, HO Beflb OfI-
HOTO MHCTMHKTA SIBHO HEJIOCTATOYHO. BaM HY)XHO mMouHO 3HATD,
94ero Xo4eT K/IMEeHT.

Ecnn KnveHT cnpawuBaeT TO, Yero y Bac HeT, nonbiTanTech
NO3BOHWUTb KOHKYPEHTY U NPeaNoXuTb 06MeH. MOCKONbKY Bbl-
roga MOXeT 6bITb B3aMMHOW, Balll KOHKYPEHT CKOpee BCEro Co-
rnacuTcs.
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Kaxkoit 3amac Mbl MMeeM, OIpefiesiseTCsl CKOPOCTbIO IPOJaXKu
OTZHENbHBIX TOBAPOB, BpeMeHeM, HeOOXOAMMBIM [I/IsI HOBOTO
3aKasa, ¥ CTOMMOCTBIO KannTana. OueBUIHO, YTO YeM OBbICTpee
HPOXOAUT LMK/ 3aKa3—IOCTaBKa, TeM MEHbIIIe TOBapa MOXXHO
UMeTb Ha ckiafe. Hanmpumep, ecniu Mbl ucnonbsyem 200 mac-
JISTHBIX QUJIBTPOB B HEJIeNIO, 3a4eM HaM 45-THeBHbII 3anac? 9To
JKe Kyda JIeHeT, 3aMOPOXeHHBIX Ha CKJIazie. MBI MOXXeM XpaHUTb
Ha cKkaje Bcero 400 sTux GUIBTPOB, 3aKa3bIBast UX KaXKAYIO
HeJleNo.

Y Lexus myuinas B MUpe CUCTeMa YIIpaBIeHN S 3aI1acaMi KOM-
miekTyomux. OHa I03BO/IAeT 3aKa3blBaTh HY>KHbBIE 3aII9aCTy
€XKeJHEBHO. ITO O3HAa4YaeT BBICOKMII YPOBEHb JOCTYNHOCTU U
HU3KMeE CK/Ia/ICKJie PacXOfibl — KaK /I Hac, TaK U /I HUX.

JIna BRIACHEHUA TOTO, CKOJIbKO BpEMEH! XPaHATCA Y HAaC TO-
Bapbl C OTPAHMYEHHBIM CPOKOM TOJJHOCTY, MBI MCIIONb3yeM
uBeTHbIe MeTKU. Ha Ka>kj011 yITaKOBKe €CTb METKA, I1BeT KOTOPOI
COOTBETCTBYeT Aare mocraBKy. Hampumep, romybas mMeTka co-
OTBETCTBYeT sIHBapIo, KpacHast — ¢eBpainio... He 6yny Bce nepe-
YJCTIATD, HAIeI0Ch, U/I€I0 Bbl YXBaTUIIN.

Ecny Bbl 3aHMMaeTech PO3HMYHBIM OM3HECOM, HAaIIpUMep
OJIeXKTION, 1 JIIOiX MOT'YT BUJETb IIPAKTMYeCK!) BeCh Balll CKIA/[
(moToMy 4TO OHM B HeM (PaKTUUeCKU HaXOAATCS), BBl MOXKeTe
IPUMEHATD 60/lee yTOHYeHHbIe METO bl MAPKMPOBKIL. Tpeyrob-
HJVIK Ha IJeHHVKe MOXKeT O3Ha4yaTh, YTO TOBAP IPUOBIT B MapTe, a
KBaJjpaT — 4TO B Mae. (MBI ellle UCIIO/Ib3yeM TOYKY U3 IIBETHOM
Oymaru, HakjleuBas X Ha 000poTe 3epKaJia 3aJJHeTO BIJA.)

Bce 3Ty upen moMoryT orpaHMYUTD 3aIachl M CHU3UTDH Ha-
K1agHbple pacxonbl. Ho gaxke camas nydiias B Mupe cucrema
yIpaB/ieHNs 3allacaMl He FApaHTUPYeT, YTO BbI BCEI[ja CMOXKETe
IpeIoKUTD KIMEHTY TO, 9YTO OH XOUYeT B JAHHBII MOMEHT.

Crnoco60M 6ecITaTHOrO paclIMpeHys BaIlero CKiaja sBs-
€TCsl YCTAaHOBJIeHJE IAaPTHePCKUX OTHOLIEHUI C IIObMM, 3aHU-
MAIOVIMICA aHAJIOTUYHBIM OM3HecOM. JJomyCcTM, BBl PyKOBO-
AVTe Mara3yHOM YKeHCKOJI Ofie>X/1bl. BbI JO/KHBI IMETh BO3MOXK-
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HOCTb OOMEHMBATbCS C O/MVDKAMIINMM Mara3yHaMum, 4YTOObI 1o-
JIY4YUTD T€ BEIlM, KOTOPble HY>XHBI BallMM KJIMEeHTaM. MoxeT
OBITbH, BalllM IOKYTIATeIbHNUIIBI OOJIbIIE II0OAT YepHOE, a BAIIeTO
cocela — 3eneHoe. Vnu ero mocTaBIMKY He OTTPYSUIN €MY
3eneHoe. Bbl MoXKeTe IIOMEHAThCA.

Yro KacaeTcs Hac, Mbl BCe BpeMs 0OMeHMBaeMCs C APYTMMMI
aBTOIWIEPAMH U Jla)Ke C HAIIMMM NPAMBIMY KOHKYpPEHTaMI.
U ecnn HameMy KIMEHTY HPUITIAHY/NACh KaKasA-TO OCOOeHHAA
MalllHa, HAIIpUMep C KaKUM-TO HEOOBIYHBIM COUETaHUEM IIBe-
TOB, MBI Cie7laeM BCe, YTOOBI JOOBITD ee. MbI KaK-To Jjake ooMe-
HIBAJIMCh MAalIMHAMU C AunepoM us CusTna.

B0o3MOXHOCTD MEHATHCA TOBapaMU IO3BONAET YBENUYNTH
IOCTYTIHbIE BaM 3aIachl, He HeCA IPM 3TOM OCOOBIX PacXOMOB.
Mbl HalIM 3TY UJEI0 BECbMA ITOIE3HOIA.

OcHOBHbIE BBIBOJbI

— Ecmw nu amo Ha cknade? Homwcro oHo mam 6vims? Kak
0oneo oHo mam nexum? CKonvko wmyx HA0o umemu?
Ecnu Baia ckmajickas cucteMa He MOXKET OTBETUTD Ha 3TI
BOIIPOCBI, BbI CMJIBHO 3aTPY[HsAETe CBOI paboTy IO OKa-
3aHUIO XOPOIUINX YCITYT.

— Bo ckonvko sam 06x00samcs 3anacei? BHuMarenbHo ciens
3a TeM, YTO Y BacC eCTh, BbI YCKOPUTE CBOJ TOBAPOOOOPOT
VI CHU3UTE CBOU M3JIEPXKKIL.

= I/Ismepﬂlime CKOpOCmMb UUKNA 3aKA3—N0CMAsKa 0N Kaxc-
0020 nocmasuuka n JIBI/II‘ZU?IT(?CB B HaIlpaBJIEHNV CUCTEM
«TOYHO BOBPEMA».

— Yemanosume napmuepckie omuouieHus. Bol e He XOTHTe,
9TOOBI K/IMEHT YXOAWUT OT BacC TOTIbKO IIOTOMY, YTO Y Bac
Ha CKJIajie HeT TOTr0, YTO eMy HY>KHO? YCTaHOBUTE OTHO-
IIEHNUA C KO/UIeraMu 1o O6u3Hecy, 4T0ObI 0OMEHUBAThCA
TOBapaMy B C/Ty4ae HeOOXOAVMOCTH.
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[naBa 11. H4Koraa He 6bIBaeT
CJIMLUKOM XOpOLLO

MbI 6bUIM TIEPBBIM aBTOMOOM/IBHBIM AnjiepoM B Texace, KOToO-
PbINl IpeIOXKIII OecIIaTHbIe 3aIlacHble MAIIVHBI JJIA CBOUX
K/IMEHTOB U CTal paboTaTb B CyOOOTY IOMHBII JleHb. DTU ULieN
Jla/Iyl HaM NOTpsACalollee MPeVIMYIIeCTBO Hepey] HAllMMU KOHKY-
peHTaMyl — Ha HeCKOJIbKO yleT. O[HaKO CO BpeMeHeM J[Ba HaIlliX
KPYITHEJIINX CONepHUKA CKONMMPOBAIN BCE, YTO MBI CJIe/IaJIl.
Terepb OHM TOXe B/IafeIOT MapKaMM 3aIlaCHBIX MAIIMH — BTO-
PbIM U TPeTbUM B CTpaHe IO padMepaMm. (Y KaX/[oro U3 HUX
npuMepHo 1o 50 mamuH. Y Hac 257.) VI oHU TOXe mpefiaraoT
obcmy>xuBaHue mo cy66oram.

Torma Mbl pelnIn MOFHATD IIAHKY. MBI Y/IMHMIN Halll pa-
604nit IeHb 10 8 YaCoB Bedepa — Telepb HUKOMY He HaJlo HeCTUCh
CJIOMS1 TOJIOBY, YTOOBI yCIeTh 3a0paTh MALIVHY U3 CEPBUCA, 3a-
KPBIBAIOI[ETOCS B LIIECTb.

Hac onaTb ckonuposan.

MbI CHOBA MOJHSUIY T/TAHKY: HAHSIIU IIOMOIHMKOB JI/Is1 HAIINX
npopaBLoB «Kagnnnakos» 1 «JlekcycoB» — OHM NPUTOHSIOT IOA-
MEHHYI0 MaIIVHY [IPSIMO K JOMY K/IMEHTa, @ er0 aBTOMOO/IB Tiepe-
HpaB/sioT K HaM. Korja o6cmykuBaHne 3aKOHYEHO, TIOMOIIHIK
CHOBA OTTOHSIET K/IMEHTCKYI0 MAIIHY K HEMY JOMOIT U 3abupaer
nofgMeHHY0. KeHTy mpocTo He Hafjo K HaM XOIUTb.

3aKOHYATCA /M BCe 3TY YAYYIIeHNUA Hallleil CepBICHOI TIPO-
rpamMMbl? Het. Ec/yt Mbl XOTUM NIpUB/IEKaTh 60JbIe KTMEHTOB U
yAep>KMBaTh HBIHEIIHUX, MBI JOJDKHBI JaBaTh UM Bce OOJbIie
OCHOBaHMIT IMETb JIeJI0 C HAMIL.
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MBI fO/KHBI T€HepUPOBATh HOBbIE MIe 1 YTy YIIaTh MMEIOL V-
ecs1, IOTOMY YTO K/IMEHTBI He 0T HaM BceX 6alIoB TO/IBKO 3a TO,
YTO MBI IIEPBBIMU NIPEIOKIIN YEOOHYI0 HOBUHKY. Ec/in KTO-TO
Ipe/IOKUT UM 6osblile — Oo7blile YR0OCTBa, OOMblIe cepBica
VI HAMHOTO 007Iee BBITOHYIO IIeHY, — OHM Hac IIOKMHYT, He3a-
BICMIMO OT TOTO, CKOJIBKO MBI C/{e/Ta/Ii JI/Is1 HUX B IIPOLIJIOM.

9TO 0O3HAYAET, YTO Mbl JO/DKHBI YCTAHOBUTD BHICOKIIE CTAHAPTHI
JUTsT caMuX ce6st U TIOCTOSTHHO TTPeBbINIaTh uX. [Ipy 9ToM HaM HYX-
HO CMOTPETb 11 Ha3aJ, 11 BIIEPEN, ¥ 110 CTOpoHaM. IIoToMy 4To, Kak
IIOKa3bIBAIOT NPVMMeEPHI C 3alIaCHBIMU MALIVMHAMU U pabounmu
JacaM, Halllyl KOHKYPEHTBI Ha camom desie TOTOHSIIOT HaC — BCer-
na. Ceifyac 3TO y»ke BOCIPMHIMAETCS KaK K/IMIIe, HO 9TO IIpaBia:
e/l Bbl He CTAHOBUTECH JIy4llle, BbI CTAHOBUTECH XYoKe. SITOHI[bI
VIMEIOT CIIeLVI/IbHBII TEPMIH [IJIS1 IIPOLIeCca HEeIIPEPBIBHOTO YTyd-
ILIEHNST: «Kali3eH». XOTs He Ba)KHO, KaK BbI 9TO Ha3bIBaeTe, €C/I BbI
910 fienaere. Hafjo IIOCTOSHHO CTAHOBUTHCS JTydllle — 9TO abCO-
JIIOTHO HEOOXOZMIMO, eC/IV BbI HAMEPEHBI BbDKVTD.

MBI ncripo6oBany HeCKOMBKO CIIOCOOO0B IS YTy YLIeH NS

[/t Hawaa MbI IIPOBE/IM KOHTPO/IbHbIE 3aKYIIKM Y KOHKYPeH-
T0B. Terepp MbI IOCTOSIHHO NPOBEpsieM, He OPraHM30Ba/IN /11
OHJI HOBYIO IIPOrPaMMy, KOTOPYI0 HaM MOXXHO OyfieT CKOImupo-
Batb. VI MBI BCerzja JO/DKHBI 3HATD, KAK OHY KOHKYPUPYIOT C HAMI,
KaKOTo OHV MHeHsI 0 Hac. Hanpumep, Korga Mbl TOTBKO HadasIn
IpeJIaraTb BpeMeHHbIe MAIIMHbI, BOT KaK OHY OTBeYasIyu Ha BO-
IIPOC, IOYeMy OHM He IIPeOCTAB/IAIOT IIOJ0OHON YCTyTH.

«JTa, — oTBeyasn Hau KOHKypeHT, — B Sewell Village 2osopsm,
YTO OHM NPEJOCTAB/IAIT TaKye MamHbl. Ho Bl Korma-Hubynb
IBITA/INCD ee MOMy4nTh? EC/IM BBl IO3BOHUTE UM, OHY CKaXYyT,
YTO BaM HaJ0 MOI0XK/AATb MeCSII, I0OKa OCBOOOANTCS OffHAY.

9710 He 6b1710 abcom0THOI TpaBAoit. Ho y Hac 1eiicTBUTENBHO
9acTO OBV JIMCTHI OKMUAAHNA.

M5l Bce paBHO coOMpanuch fo6aBUTh MAILIVH B HAIll apK, HO,
Y3HaB, 4TO O HaC TOBOPSIT KOHKYPEHTBI, MbI C/Ie/Ia/IN 9TO BBICIIUM
IPUOPUTETOM.
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B OOIIOTHEHVIE K SaKYHKaM y KOHKYPCHTOB MBI I1I03aMCTBO-
Bammy PECTOpaHOB I YHI/[BepMaI‘OB €lIe OOHY MICH0: IIOKYIIAaTh
y camux ce6s1. Ml HaHsu GupMy, KOTOpast [BaXK/bl B TOJ, IIPU-
CbhbI/ZTa€T K HaM CBOUX HIOI[G]Z KYIIUTDb Y HaC aBTOMO6I/I}Ib. MpbI He
3Ha€EM, KTO 3TO 6Y}1€T " KOrla MMEHHO OH IIpUET.

TanHCTBEHHBIN IIOKyIaTe/1b IIpoOBEpPAET Ile}'[bl]?[ CIINICOK BOII-
pocos, KOTOPLII/UI MBI Jaan 9TOM KOMIIAHUU OId OL€HKIM HAalllX
meiicTBMIL. BpIcTpo My Mbl monpuBeTcTBOBany KianeHrta? Ilpen-
JIOXKVIJL JIV €MY IIPOJiaBel] IIPOBeCTH IIPOOHYI0 IT0e3aKy? boimu u
MbI HaBA34YMBHI? ITocie BusuTa Q)MpMa OaeT HaM MOJIHBIN OTYET.
Vicrionp3oBaH1e TaMHCTBEHHBIX HOKYHaTeHeﬁ[ — 3TO €lle OaMH
C11oco6 HAMTU TO, YTO MOXKHO YTV UIINUTb.

MpbI cTapaeMcsi ienaTh BCe 9TO, YTOOBI OCTABAThCS IIEPBBIMIA.
9TO 1MOX0Xe Ha COPT. YeMIIMOHCKMe KOMAaH/bI, OCTAaHABINBA-
IOLIMeCs] B CBOEM Pa3BUTUY, PEJKO IOBTOPSIIOT CBOM yCIIeX
Ha CrlefyoLnit Tofi. Bo3MoXXHO, OHU caMoycToKanBawTcs. Bos-
MO>KHO, X UTPOKY CTAHOBSITCS CTapIIle U TePSI0T OOMIIOBCKIIE
KadecTBa. BO3MOXKHO, ipyrue KOMaHIbl IPOJO/DKAIT 0OMEHN-
BaTh ¥ HAHMMATb UT'POKOB, TOOUBASICDH YIyUIIeHNIA.

To >xe camoe 1 B 6u3Hece. YpOBeHb KOHKYPeHIMI PacTeT
C KaXIIbIM JHEM — HAIIpMMED, BCE I'TIAHILIEBbIE aBTOMO6I/UIbeIe
JKYPHaJIBl YTBEPKJAIOT, YTO LeXus yCTaHOBM/I HOBBIV CTaHZAPT
/1A MallIMH Kj1acca JIIOKC U OCTa/IbHBIM ITPOM3BOANTENAM HaOo
CMY COOTBETCTBOBATh. Tak 4TO BaM IpNAETCA CTAHOBUTDHCA IIY‘IH_IC.
Hawubornee Ba>kHas cucreMa, KOTOPYIO BBl MOXKeTe pa3paboTaTh,

— 9TO CMICTEMA HETIPEPBIBHOT'O YHY‘-IH.ICHI/[}I.

IlocTaBbTE BBICOKUIE nenmnmu HOI[HI/IMaIZTe H}IaHKY 110 Me€pe X
focTyoKeHMs. Eciu BbI 9TOro He fieliaeTe, KTO-TO 00s513aTe/IbHO
pBaHeT MUMO Bac, IIOKa BbI [TOYNMBaeTe Ha naBpax. Hukorga He
ObIBAaeT C/IMIIKOM XOPOLIO.

Kax MbI BHEIPWM/INM NPOTPaMMY HEIPEPBIBHOTO y/IyYIIEeHNA?
9TO HECNIOXKHO, XOTsA 1 TpebyeT MHOTO BpeMeH). MBI He fie/iaeM
BCe Cpasy, HO epUOANYECKH IIPOBePsieM KaXK/[yI0 YacTh Halllel
AEATC/IbHOCTU 1 fiYMAaEM, KaK €€ MOXHO yIy4dIINTb. B MapTe n
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ceHTAOpe, K IPUMepY, Mbl CMOTPMM Ha Ieii3a)k BOKPYT HaC — He
Hopa i1 4TOo-HUOYAb U3MeHUTH? B (eBpane u aBrycre npose-
psieM Me6e/ib — He BBITJISIUAT JIX YTO-TO CTAPBIM MU U3HOIIIEH-
HbIM? MBI He IpUAep)KMBaeMCsi TOYHOTO TpadmKa, HO CIUTaEM
Ba)KHBIM JIe/IaThb IPOBEPKU depe3 OINpeie/ieHHble NHTePBalbl
BpPEMEHN.

Takyro e MeTOAMKY MBI IPMMEHsAEM U K HalllMM CUCTEeMaM:
MOOYePeHO MPUCMATPUBAEMCs K Pa3TMIHBIM ITPoljeccaM (Hampu-
Mep, HalIMy COTPY/JHUKOB) ¥ IbITAEMCS YBUMETD, YTO MOXKHO
yIy4IIUTh. MBI He IpUCTyHaeM K TaKMM IIPOBEPKaM C MbIC/IbIO
0 TOM, YTO HaM HaJ[0 YTO-TO CIOMATb U IMOCTPOUTH 3aHOBO.
MBI IpoCTO UlLeM CIIOCOOBI YTy YIIeHN .

Hanpumep, Hamm npogaBL bl IPOABaIM 110 16 MalllMH B MeCAL,.
OTO HeI/IOXO — B JIBa pa3a BbIllle CPeJHETO II0Ka3aTesls IO CTPaHe.
Ho Bo Bpemsi ocriefiHes! TpoBepKIi MbI HOIIBITATNCH HAWITY CIIOCO0
HEMHOTO Y/IY4IIUTb U 9T0. MBI pa3paboTaay HporpaMmy CTUMY-
nMupoBaHus, Ha3BaB ee «KoMaHpa 20», — /714 BO3HaTrpakJeHM
TeX IIPOJABLIOB, KOTOPBIe ITpofiatoT 20 11y GOIbIIIe MAIIVH B MECSLI.
Yem 60s1bllIe MAIIMH OHY MTPOJAIOT, TeM OOJIbIIIE MOTYT ITOTTYYUTh
JieHer viu 6eCIIaTHBIX Iy TeleCTBUIA.

B HaleM cepBiice MHAEKC YOBIeTBOPEHHOCT KivieHTOB (CSI)
ceifuac paseH 96%. Emje pas nepeuntas J[lemunra u Taryun, Mbl
UIIeM Iy T €ro yBenudeHn o 98% B TedeHMe Tofa.

MbI Bcerga Halle/IeHbI Ha ITOJIHBIA ycrieX. Mbl XOTUM, YTOOBI
y Hac 6bmy myuimme mpogasisl u CSI 100%. Ho Mbr peanuctsl n
3HaeM, 4TO OOJIbIIINe lepeMeHbl He/Ib3s CIe/IaTh 3a Of{H Bedyep, —
a IIOTOMY fie/laeM HeOO/IblIINe YTy 4IIeH s, HO HEIPePBIBHO.

ITOT Ipolecc HUKOIAa He 3akoHuYuTcA. Ecm Ham ypacres
noBeICUTH cBOI CSI o 98%, 6yfeT ecTeCTBEHHBIM OT/IOXMUTD
BCe Jle/la I HEMHOTO OTHOXHYTb. B KOHIIe-TO KOHIIOB, CKOTbKO
YCUIMI VIO Ha 3TU yny4dueHusa! Mpl OTIpasgHyeM ycIexu
(cMm. raBy 12), Ho O6yzeM menmaTh 9TO He CMIIKOM JOJITO.

VHa4ye MbI OOHAPY>KMM, YTO KTO-TO He TOJIBKO JOTHAJI HAC, HO
U TPOMENTBbKHYJI MVMO HAC, ¥ MBI y>Ke TJIETeMCS TI03afi).
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OcHOBHbBIE BBIBOJIbI

— bBumob nepsvim Hedocmamouno. Hu Pepsi, un Coke He
ObUIM M300peTaTeIAMN AVETUIECKMX KOJI VIV HAIIUTKOB
6e3 xodenna. VIHHOBaIUM CHeNIamyu APyTye, a PHIHKOM
BraziefoT Pepsi u Coke. Ecm BbI ocTaHaB/IMBaeTeCh, pK-
ZyMaB OJIHY MJIeI0, Y BaC BO3HUKHYT IIPOOTIEMBIL.

— Coenatime nyuwse. ITocne TOro Kak BbI YTyYIIVIN UJEIO,
chenaliTe aTo elle pas. Ecim Bbl XOTuTe 0OCcTaBaThCs BIle-
penu KapaBaHa, B Ballleil KOMIIAHUY JJO/DKHO OBITh Henpe-
pvléHOe yy4llleHVe Ha BCeX MO3UIIMAX.

— Ilepuoduuecku nposepstime Kaxoyio uacmv éaudeti
dessmenvHocmu. ITO 0OIETrYNUT IIOUCK TOTO, YTO MOXKET
OBITD Y/Ty4IIEHO.

— IInuoncmeo... 3T0 300poBO. BaM Hao epUOAMYIECKI
IIPOBOAUTD 3aKYIIK! Y KOHKYPEHTOB I Y CaMMX CeOst, BBIVIC-
KJMBasd MECTAa, IJie MOXKHO YTO-TO Y/Iy4IINTb.
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0 KJIMeHTax —
U COTPYAHUKAX



[naBa 12. Bonpoc: KTo BaxHee —
Balll K/IMEHT Uan Ball paboTHUK?
OtBeT: 06a

Ceifyac 1 BaM CKaXy TO, YTO IOfIpa3yMeBasoch BO BCEX IpebI-
AYIIMX TJIAaBaX: HaIllM COTPYAHMUKM HACTONBKO >Ke Ba’KHBI, KaK 1
HAalll KIMEHTBI, X C HUMY HaJj0 0OpaIaThcsi TaK >Ke XOPOLIO.

[Touemy? Bo-mepBbIx, YTOOBI [ieaTh BCe MPaBUIbHO. Bo-BTO-
PBIX, 9TO B HAIIMX JKe MHTepecax. Kak MOJKHO 0)KMaTh OT HAILIMX
JTIOfiet, YTO OHY OYIYT XOPOLIO 0OpALaThCA C KIMEHTaAMM, eC/II
MBI caMy1 0OpalaeMcsi ¢ HAllMMU JIIObMHI TIJI0XO0?

HekoTopsle MOTYT CIIPOCUTB: «A 3aueM MHe 006 9TOM BOJIHO-
BaTbcs? A ke mmauy um! TOro 4TO, HEZOCTATOUHO?»

Her, uepT Bo3pMU!

Kak MBI y>ke ckasany, OIUTaTa He CaMbll ITIaBHBIN (axTop,
KOTOPBIV TIO[{U IIPUBOJSAT IPY 00BCHEHNN TOTO, HACKOITBKO MM
HpaBUTCA (MIM He HPABUTCS) UX paboTa. 3aT0MTo O TOTO, KaK
HepeiiTy K 00CY>K/JeHNUIO OIIATBI, OHY TOBOPAT: «JTO OTINYHOE
MecTo», «OHU Ha caMoM jere 3a060TATCA 060 MHe» win «1yT
KO MHE OTHOCATCA KaK KO B3POC/IOMY 4eTOBEKY».

Xopolilee OTHOILIEHME K paOOTHMKAM HaYMHAETCS C UX pabo-
yero MecTa. HeMHOTMe BUAT HAaIIM peMOHTHBIE MacTepCKue
(cTpaxoBas KOMIIaHMS TpeOyeT, YTOObI IPUCYTCTBYIE IIOCTOPOH-
HIUX 3/1eCh ObI/IO CBEfIeHO K MITHMIMYMY), HO BCe, KTO TYT ObIBaeT,
OTMevaloT UX 0e3yIpedHylo YuCTOTY. VI MBI Ha caMoM gerne ee
371eCh MOJIepP>KIBaeM.

ITouemy? IloToMy 4TO, XOTA K/IMEHTbI BULAT HAIIM MacTePCKIe
PenKo, HO HAIIIY TEXHVKV HAXO/SITCSI TAM MTOCTOSHHO. [Tie ObI BB
XOTeNy NPOBOJAUTD LIe/Iblil IeHb — B I'PA3K UJIU B YUCTOTE?
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Ho ato 6omnbure, yeM screTnka. Ecu MbI cfienmaeM MecTo pa-
00TbI TeXHUKOB 6ojiee IpodeccuoHaNbHbIM, 0TIee IPUATHBIM,
6oree 9¢pHeKTUBHBIM, €C/IM MBI JA/IVIM UM JTydlliee 000pyLOBaHIe
Y VTHCTPYMEHTBl — TOT/ja MBI CMOXX€M HAaHMMATb ¥ JTYUIINX
TEXHIKOB.

Texuuky, paboTaluie ¢ COBpeMEeHHBIMY MallMHAMM, IPK-
OMVMXAI0TCs IO CBOEMY YPOBHIO K MHXXeHepaM. HekoTopsie
Y3 HAlIMX MeXaHVKOB He YUYMINCh B KOJIE[KAX, IO PasHbIM
IpUYMHAM, HO II0 CBOMM YMCTBEHHBIM CIIOCOOHOCTSIM OHU He
YCTYIIAIOT MH)KeHepaM. Takue IOy He 3aXOTAT IIPOBECTU BCIO
CBOIO >K/3Hb B TEMHOIT IpOMac/ieHHOIT siMe. OHM XOTSIT HAXOIUTh-
Cs1 B IPUATHOM OKPYXXEHMIY, TaK >kKe Kak U MbL. VI MbI IpefocTas-
7sieM 1M 3T0. KpoMe TOro 4To0 371ech 4nCTO, 31eCh XOpolliee 0CBe-
weHre. Mbl 3a60THMCs Takoke 0 6esomacHocTHn. Bee aTo maer um
IIOLIOTTHUTE/IbHBIE PE30HbI pabOTaTh y HAC, @ He Y KOHKYPEHTOB.

Hammux npopaBiioB Mbl o0ecriedrBaeM OTHeNbHON 0pUCHOI
30HOI1, B KOTOPOJI OHYM MOTYT pasMecTUTh poTorpadun cBoux
ceMell, a He CTOHsIeM BCeX B OO/BUIYI0O KOMHATY, 4aCTO MMEHY-
eMYI0 «00€3bAHHUKOM» UM «KaMepOil MpeBAPUTENBHOTO
3aKITIOYEHIS».

B aTom fieiicTBUTENIBHO eCcThb CMBICT. Kak BbI MOXKeTe 0XKIjaTh
OT TpozaBia IpodeccroHannsMa, eci OH BHIHYKAEH [0/1b30-
BaThCsI Pab0YMM CTO/IOM IO OYePey C KOJIETON MM He MMeeT
COOCTBEHHOTO IIPOCTPAHCTBA JI/IA pa3roBoOpa ¢ KJIMEHTOM?

MbI Bcerzia cTapaeMcsi 061arofapuTb KIMEHTOB 3a TO, YTO
OHU MMEIOT JIeJI0 C HaMM, ¥l TOYHO TaK >Ke MBI cTapaeMcs Imo6a-
TOJapUTh HALIMX PabOTHMKOB 3a XOpollyio pabory. tu 61aro-
HapHOCTY OffMMHAKOBO Ba>KHBL.

S cumrar, YTO MBI MOXXeM IIPUBJIEKATh NTyYIINX JIIOfelt 6/1a-
rofapsi TOMY, KaK MbI ¢ HUMM obpaiaeMcsi. Mbl efiCTBUTENTBHO
CTpeMMMCs CO37IaTh ceMeitHyIo arMocdepy. Kaxxapiil ynpasns-
IOLIVIT MMeeT CIMCOK JJOKTOPOB, TOCIINTAIel, IOpPUCTOB U OyX-
rajziTepoB, KOTOPBIX OH MOXeET ITOPeKOMEH/I0BATh COTPYAHUKY
B C/Ty4ae HeOOXOAVMOCTH.

Y E" 2016



88 KimeHTHI Ha BCIO )KM3HDb

VI TOYHO TaK ke, KaK MbI 671ar0fapuM K/IMEHTOB 3a TO, YTO OHU
VIMEIOT JIe/I0 C HaMM, MbI 6/1arOflapuM HalIX pabOTHUKOB 3a XO-
pouryio pab6oTy. 10 60IbIIOE [iETI0.

MbI roBOpUM «CIIacu60» MHOXKeCTBOM crioco60B. Korza kTo-To
fie/laeT JOIO/THUTE/IbHbIE LIaryt HABCTPeUYy K/IMEHTY, MbI IMLIEM
06 sTtom B Harueit razete «100%». 9TO MoAIep>)KUBaET HACTPOIL
JIIOIEN M TaeT HaM JOIIOTHUTETbHBIN CIIOCO0 COOOIINTD O HAIIMX
I[IeHHOCTSIX BCEM, KTO Y Hac paboTaer.

MpbI Tak>Ke IpUAyManu CleljuaabHyo Harpamy. Mel mpocum
BCeX pabOTHMKOB, KOT/[a OHM YBUISAT, YTO KTO-TO J€/IaeT CBOKO
paboTy OYeHb XOPOILIO ¥ peanbHO IIOMOTaeT KIMEHTY, 3aTI0/THUTD
crienyanbHyo popmy. OHa COCTOUT M3 TpeX KOIMIL: OffHA JaeTcs
TOMY PabOTHMUKY, KOTOPBIIl IOIIENT «/JajIblile U BBIIIE TOTO, YTO
TpeOOBaJI OT HETO JIO/I», BTOpasA — ero MeHeJKepy, a TpeThA —
MHe. OT0 3a6aBHaA Ufes, ¥ MOAAM IPUATHO 3HATD, YTO KTO-TO
OTMETW/I MX XOPOLINII IIOCTYTIOK.

Bapbekio — OfjMH 13 HAIIMX JIIOOMMBIX CIIOCOOOB OTMeYaThb
yCIIeX1 ¥ BBIpa>kaThb 6/1aroffapHoCTh. Korma Mbl JOCTUIIN PeKOPy-
HOTO MHJEKCa y/JOBIETBOPEHHOCTU K/IVIEHTOB, MBI YCTPOUIN
6ap6ekio. MblI pasBecu/1n 10 BCeMy aBTOLCHTPY IUIAKAThI, CO-
Opanch BCe COTPY/IHUKM, M MBI TOBOPYIIU UM, KaK 3JJ0pOBO OHU
paboTanu. Mbl Bceria IpoOBOAMM TaKle «IIMKHUKI» B pabodee
BpeMs. (JIoay NPUXOAAT U YXOAAT 110 OYepen, YTOOBI 103a60-
TUTHCA O KJIMEHTAaX.)

ITpoBeneHue mpasgHOBaHMIL B pabodee BpeMs — 9TO ellie OfNH
CIIoco6 cKasaTh «Cracubo».
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OcHOBHbBIE BBIBOJIbI

— Bui nobnazooapunu céoux pabomHukos cecooHs? Eciv Bbl
61arogapnTe CBOMX K/IMEHTOB, BbI JO/DKHBI IT00/IarOffapuTh
¥ T€X, KTO BBIIIOTHIT paboTy.

— Ecmb macca 80npocos, Komopole MOHHO 0eseuposamsp... HO
BbIHECeHe 6/1arofapHOCTY COTPY/AHMKAM He OTHOCUTCS
K ux yncny. «Cracub6o» 607ee BeCOMO, eC/Ivi 3TO TOBOPUT
60cc, — IPOCTO OTOMY, YTO OH 6ocC.

— Kozoa monvko 803mocHo, nokasviéaiime ceow 6n1azooap-
Hocmb 6 pabouee pems. Ecnu BbI cobmpaeTech MpoOBeCTH
BEYEPUHKY, YTOOBI CKa3aTh CI0Ba 6/1arofapHOCTH, IIOYEMY
OBl He TIpoBeCcTH ee B 15 4acoB cpefbl BMeCTO 14 dacos
BOCKPCCCHI}H? ITO0 MOKa3bIBaeT JIIO[AM, YTO BbI CEPbE3HbL
B CBOEII IIPU3HATEIbHOCTIL.

— Cosoatime Hazpadvl «110%»... M HarpaXKHaiTe Imovalle.
3HauKM, IUTAKaThl, 3aAMETKV Ha CAMOM Jie/ie paboTaloT.
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Bpl ThICSAYM pas CIIbILIAM CTApPYI0 IOTOBOPKY: KJIMEHT BCerga
npas. V 4 gymalo, 3TO NpaBUILHO.

Iloutu Bcerpa.

Ecnu xnmeHT HeZoOBOJIEH Haleil paboTolt, MBI CIIpalIMBaeM
ero, B 4eM npobnema, u 6ecriaTHo ucnpasisieM. [Touatn Bcerza.

Ho npaB nu knneHT Beerjja 1 abCOMIOTHO, BHE 3aBUCUMOCTHI
OT JIF00BIX 0OCTOSATENbCTB?

Her.

Yro cocTaBiAeT UCKII0UeHe?

YacTo 9TO BOIIPOC CIIPaBEIMBOCTH, VI MHOT/IA — JieHET.

Korpga menpru Hebonbuine, KnneHT 6cecoa mpas. Crpio Jleo-
HapZ, KOTOPBII YIpaBasieT KPYNHENIINM B MUPe MOIOYHBIM
MarasyHOM, PaccKasaja UCTOPUIO IPO JKEHIINHY, KOTopas Ky-
IIJIa Y HeTO ABa QyHTa (1le MIUHBOH, KOT/Ia OH IIPO/IaBaJl €T
o 5,98 nomrapa 3a ¢yHt. Ha cnenyromeit Hefiesie OH OpraHu3o-
BaJI PaCHpofaxy, u ¢ue cTano cTouTsb 4,98 3a PpyHT. ITa MO-
KyHaTe/IbHNIIA IPUIIIA ¥ HOTpeboBaa, YTOOB OH BEpHYII el
IBa JOJIapa, KOTOPble OHA CMOTIIa OBl COKOHOMMUTD, €C/IU Ob
HOJO0Xana Hefjelio.

OH otpan et iBa fonapa. S Obl ToXXe Tak cfenart.

Ho pgBe ThIcA4M gonnapos? ITO COBCEM JPYroil BOIPOC,
He ITpaBja mn?

Korpa pacckasbIBaloT NCTOPVM IIPO TO, YTO K/IVEHT BCET/Ia ITPaB,
KOJIMYECTBO JIeHer BCerfia HeBenuko. Mbl cinbimuM npo CrTbio
JTeonapma unu mpo McDonald’s, B KoTopoM aBTOMaTU4YeCKU
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3aMEHSAIOT Balll 3aKa3, eC/IM Bbl HEJOBOJIbHDI, HO BCE 3TO KacaeT-
Cs1 HEIOPOTMX IIPOAYKTOB.

Jlo/mapoB [0 MATUCOT, BO3MOYXKHO, MBI He Oy/ieM IPenpaThCst
HU ¢ KeM. Ho 6orbie — 3T0 y>ke ciopHas 0671acTh.

IIpumep.

Kax-To Ham cTapblit KIMeHT NPUTHAI K HaM CBOIO MAIlMHY
11 OOCTY>KMBaHMsI, @ CaM yeXal B OTIYCK. B 6ara>xHuke oH
3a06BUI CYMKY C IlepeleniaMi, KOTOPBIX HacTpessil HaKaHyHe
Ha oxore. KOHeYHO, 3a [Be Hefle/nn meperena UCIOPTUINCH U
B KOHI[€ KOHIIOB B30PBaJINCh, I HEBBIHOCUMBIIT 3aTIaX IIPOIUTAIT
BCIO MauuHy. Ecniu 6b1 Mbl 3HaIM PO HUX, MBI ObI UX IIPOCTO
JIOCTA/IN ¥l HUYETO OBl He CTy4M/IOCh.

OH yBeps/I Hac IIOTOM, YTO CKa3ajl MacTepy, IpMHIUMaBIIEMY
MalllMHY, YTO TOT MOXKET B3ATb A14b cebe. Ho MacTep Bozpaskarr:
«OH HMYero TaKoro He TOBOPUJI IIpy MHe. S 3HaJI, 4YTO MalIMHa
JIO/DKHA OblyIa OCTAaThCs y HAaC Ha JBe Hefenu. Eciu 61 MHe cKa-
3aj1y, 4TO B Oara>xHMKe JieXKaT Ieperiesia, MHe ObIJI0 ObI 9TOTO
JIOCTATOYHO, YTOOBI JOCTATh UX OTTY/ax.

VYV MeHs He OBIJIO COMHEHUII, 4YTO K/IVMEHT He IIpaB U 4YTO OH
HUKOIJIa He TOBOPW/I HALIMM COTPY[HMKAM O Iepernenax B 6a-
rakHyke. Ho OCKo/IbKy OH HacTanBaJI Ha CBOEY IIpaBOTe U OBIT
HAIlMM CTapbIM KJIMEHTOM, MbI BBIKYIIMIM Y HErO MAIINHY.
(MbI mpogau ee IOTOM OIITOBUKY, IIPOAAIOLIEMY HOfiep>KaHHbIe
MalIVHbI PYTUM AUJIEPaM; OH CKa3asl, 4YTO CyMeeT CIIPAaBUThCA
¢ Ipo6s1eMoIL.)

Ecnn Bbl X0TUTE NoaAepwMUBaTh CBOM OUM3HEC, AaBaNTe KNMEH-
Tam TOYHO TO, YTO OHM NPOCAT, 6630 BCAKMX KoNebaHui. Ecnu Bbl
Jenaete X0Tb YyTb-UyTb MEHbLLE, Bbl MOXKETE NPOCTO HUYErO He
Jlenatb, TaK KaK BCE PAaBHO NOTEPSIETE UX PACMONOKEHNE.

)10 KaKOIr'o-TO MOMEHTA IIPpUEMJIEMO, YTOOBI KJIIMEHT «pa3Bogninm

Bac. VM 3To BpeMsA OT BpeMeHU IPOUCXOAUT, XO0TA 1 HedacTo. Ha-
npuMep:
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— Kinuent 3aABJ/IA€T, YTO OH OCTAaBMJI B MAallIMHE TEHHUC-
HYI0 paKE€TKY, KOrjia IIpUrHax MallliHy B CEPBIIC, a T€IIEPb
PaKeTKN B MallIMHE HET. Aa 3Hal, 9TO HalllMl MacCTe€pa HE
YBJIEKAXOTCA TEHHVICOM. Ho Bce-Taku MbI Kynnian emy

IPYTYIO PAKETKY.

— OpuH 6up>keBoOIt GPOKep MOXKANTOBAJICH, YTO, KOTA OH
OBIT y HaC, OH 3 YTO-TO 3aL[ENM/ICS U [IOPBAJI PyOAIIKYy.
Ou npucian HaM cyeT Ha 65 fo/wtapos (a pybamkyu Gant
CTOM/IM TOT/ja 6,5 IOJUIapa), M MBI €TI0 OIIATVIIN.

(BbI1 OMH meATeNb, KOTOPBIN 3aHMMAJICA STUM B HAIy-
oHa/bHOM MacmTabe. OH Hamycal B MacCy aBTOIEHT-
POB IIICbMA, YTO OH IIOPBATI PyOAIIIKY, KOIIa OCMAaTPMBaI
aBTOMOOWIb, ¥ JOOABJIAT, YTO COTPYAHUKIU aBTOL[EHTpPA
OBUIN C HUM O4eHb IpyObl. [Jajiblile OH BBIpaXkasl yBepeH-
HOCTb B TOM, 4TO Juiep He OyJeT CMOTpPeThb Ha 3TO JIe/I0
CKBO3b ITAJIbIIBI 11, XOTs pyballika 6blla Heloporas — BCEro
35 o/1apoB, BIafieNblly OyeT MHTEePeCHO Y3HATD O IIPO-
nsormeznmeM. OH HaIlpaBWI 3TO MUCbMO BCeM Auiepam
Cadillac B cTpane u momyunn Kydy fieHer 3a CYeT JKelaHusA
IUJIEPOB CeNaTh IPUATHOE CBOMM K/IMEHTaM. )

— bbinn elje KIMeHTHI, yBepABIINE, YTO Y HUX MPOIAJIN
MOHETBI, KOTOPble OHU JIep>KaT B MAIIMHE [JIs OIJIAThI
Ipoesfa Mo XaiiBesiM, Wi B 0ara)kKHuKe HeT HOBOII CIIOP-
TUBHON KYPTKM, KOTOpas TaM JIeXKala JO PEMOHTA, UIN
OHM UCTIOPTU/IM CBOU HOBbIE IITUOIETHI B CMa3Ke, MPO-
JINTOV BO37Ie CTOSTHKI.

B kaXioM ciyyae MbI BBIIVCBIBA/IM UM YeK.

ITO TOXe 1IeHa OM3HeCa, ¥ Mbl MOYKEM 3aJI0KITD €€ B OO KET.
Mornu Hac 06MaHyTH?

Ha.

BomHyert 11 Hac, 4TO HaC MOITIM OOMaHYTh?

Her.
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B Mupe ecTb onpepeeHHbI IPOLIEHT NI0AEN, KOTOPbIe TaK
menatoT. VM Ka>keTcs, YTO OHM BBIUTPBIBAIOT, KOIJJa «Pa3Bo-
IsIT» HaC.

Co BpeMeHeM MBI MO)XeM CTaTh LMHUYHBIMU, HO HY>KHO 60-
POTbCA C 9TUM, TaK Kak 99% mrofieit BemyT ce6s yectHO. OHU mc-
KpeHHe BepAT, YTO TEHHUCHA S paKeTKa IeXKasia B 0ara>kHUKe, lake
€CJIV OHU CieTaii IIATh OCTAaHOBOK Ha ITyTH K HaM, ITapy IOCjIe Hac
U 3aMeTVJIV IIPOIaXy, TOJIbKO y>Ke BEpHYBILUCH JOMOIL.

Ecny Mbl HauHeM BBIYMC/IATDH, KTO HaC OOMaHbBIBAeT, MBI Ta-
PaHTMPOBAHHO omMbeMcs U OOBUHMM XOPOIIETO Ye/loBeKa.
Jlydiie y>X Mbl IPEIIIONIOXKNM, YTO, €C/IM K/IMEHT TOBOPUT HaM,
4TO Y HETO eCTh Ipo6JIeMa, 3HAUUT, 3TO [Ie/ICTBUTETBHO TaK.

Vimes feno ¢ HeOBONBHBIM KIIMEHTOM, BbI OyfieTe 3aaBaTh
cebe BOIIPOC: KaK IPaBUIbHO JIE/ICTBOBATDh B Ka)kKJJOM KOHKpeT-
HOM cr1y4ae?

B xnure «Pasmbiinenne o marasuHe» Crennm Mapkyc nucart:
€CJIM BbI XOTUTE COXPAHUTD CBOI 613HeC, JaBaliTe KIMEeHTaM BCe,
YTO OHM IOIPOCAT, He YBU/IMBASA U He YKIOHAACH. Eciu BbI TOp-
I'yeTech C HUMM, Bbl Ha IIYTH K IIOT€Pe UX PACIONIOKEHU .

Ecru BB ckasanm, 4To py6alika, KOTOPYIO BbI IOPBAJIN Y HAC,
crout 100 gonnapos M Mbl M3BMHMINCH M BBINMCAAN Y€K Ha
100 monnapos, TO BCe UAET IIPEKPACHO.

Ho ecnu xnmeHT ckasaii, 4To py6am1<a crout 100 monnapos,
a MbI Ha4a/IV TOBOPUTB: «BbI Belb HOCU/IV 3Ty pyballKy HEeKOTOpoe
BpeM:1. [Touemy 6b1 BaM He yIOB/IeTBOPUTHC:A 50 HOMIapaMm?», 9TO
OyZeT To e caMoe, YTO ¥ He CIe/IaTh HIUYET0, — IIOTOMY YTO MBI
HOTepsM KoOpoe OTHOLIEHMe KIMEeHTa K HaM, KOTia Hadaju
OCIIapyBaTh CTOMMOCTD ¥ OOCY>KAaTh CTEIIeHb M3HOCA PyOaLIKIL.

CreHny paccKasbplBaeT UCTOPUIO, CTYYUBINYIOCA C HUM B IIep-
BbIe IHNU eTo paboThl B MarasuHe. OfHa jlaMa Kynnaa 6aibHOe
I1aThe, OTAeNIaHHOe KPy>KeBaMM py4HOit paboTel. OHa 3abpana
€ro IOMOJi, OfiH pa3 Hafena u, co cnoB CTeHu, «IIPUHEC/IA ero
B TAaKOM COCTOSHMM, Kak OyATO OHa B HeM 6OpOJIach, U MOIPO-
CUJIa BEPHYTD €l IEHbI1».
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CreH/N BepHYII €l IeHbIM — C Y/IbIOKOI, PpacCyAuB, YTO 3a-
MEHUTD KJIMeHTa 6y11eT HaMHOTO IOpOXXe, 4eM I/1aThe 3a 175 gor-
napoB (aTo 6bU10 B 1932 roxy). On okasasncs npas. «B reuenne
MHOTUX 71eT, — nuuieT CTeH/I, — 3Ta KeHIIMHA IOTPaTU/Ia y Hac
500 000 gonnapoB».

Korza s mpountan 06 3TOM B ero KHNUIe, MOSI KM3Hb CTaja
HaMHOTO Ipole. BMecTo mombITOK pa3obpaTbcsi, HACKOIBKO
YeCTHO BefleT ce0s KIIMeHT, Mbl, Kak CreHmn Mapkyc, cMOTpUM
Ha LIeHYy O/ITOCPOYHbIX OTHOILEHNIL.

Ecnu nnena Bonpoca meHee 500 101/1apoB, PyKOBOJGUTEND fleTap-
TaMeHTa MIMeeT IIOJTHOMOYM S yPeryIMpoBaThb npobnemy. bonbine
CYMMBI TpeOyIOT HOATBEP)XX/JeHNA Y T€HePATbHOTO AMPEKTOpa.
Llerb cOCTOMT B TOM, YTOOBI /IF000JT LIEHO y/iep>KaTh K/IVEeHTa.

Ho xora KT0-To IbITaeTCA NOMY4YNUTh OT TAKOTO OTHOLIEHN He-
000CHOBaHHbIe IIPVBYJIET MY, BBI JOJDKHBI OLICHUTD, YTO JOPOXKE.

BoT K/MeHT NOKyIlaeT MallMHY, IIpUe3>KaeT Ha Heil JOMO 1
HOKasblBaeT ee >keHe. sKeHa sasABisAeT: «SI HeHaBMIKY 3e/eHbI
uBer.  xorena cuHw0. BepHn ee». B 3TOM ciry4ae Mbl IOMeHAEM
3€JIEHyI0 MAIlMHY Ha CHHIOIO.

Ho ecnu on mpuo6peTaeT y Hac MalllVHY U IeCATb THel CITyCTs
0OHapy>kMBaeT, 4TO MOT Obl KYIIUTB I7ie-TO TaKYyIo e Ha 250 Jos-
JIapOB JiellIeBIe, OTBET CKOpee BCero OyAeT OTpUIjaTeTbHBIN. Mbl
3aKJIIOUVIIN CHEIKY U COOVMpaeMcs MPUIeP>KUBAThCS ee YC/IOBIIL.

MHorpa nonagaroTcs KIMEeHThI IPOCTO HeBO3MOXKHbIe. K npu-
Mepy, KTO-HMOY/Ib IIOCTOSIHHO IIPUCTaeT K KacCUpIle VTN 5Ke
TPeTUpyeT HAINX pabOTHIKOB, HAXO/ 1 HAIlly BUHY aOCOMIOTHO
BO BCEM, UTO MBI Jie/IaeM. B TaK1X cly4aAX HaM OCTaeTCs TOTbKO
cKkasaThb: «MBI IPOCUM IIpPOLIEHNUs, HO, HABEPHOE, BB OyfieTe
CYACT/IMBBI MMETD JIEJIO C KeM-TO APYTUM». Y MeHsA YLIIO O4eHb
MHOTO BpeMeH! Ha TO, YTOOBI HAyYUTHCA ITOMY, IIOTOMY YTO
noyf00Hble MHIVIEHTDI CTy4aI0TCsA He Jalle 4eM pas B rog. Ho Te-
Hepb A MOTY CKa3aThb TaKylo ¢pasy.

MHorpma Mbl lake HallpaB/IAeM TaKUX IOfiell IPSAMO K HallleMy
«TI0OMMOMY» KOHKYPEHTY.
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OcHOBHbBIE BBIBOJIbI

— Knuenm ecezda npas — 0o kaxozo-mo npedena. Hy>xno
HAJITH 9TOT mpefe. MbI 10 BO3MOXHOCTH CTapaeMcs
IPYHATH PellleHye B 0/Ib3y K/IMeHTa. BbI ToXe JO/KHBI
TaK JieflaTb. OTO IPUHOCUT IIPUOBLID.

— Yawbatimecs, K020a KAueHm nolmaemcs 000Umvcs 00nosi-
HUmenvHobIX npueusnezuti. EC/ivi BB pelim gaBaTh KINEHTY
TO, YTO OH XOYeT, JaBajiiTe 3TO MOMTHOCTBIO U C YIBIOKOIL.
He Topryiitecs, He 3aKaThIBaiiTe I/1a3a 1 He GyfibTe capKac-
TraHbL. EC/it BbI XOTs1 651 4y Th-4yTh MeHee IPUBET/INBHI,
4eM TpebyeTcs, 3T0 OYIeT CTOUTh BaM BCErO TOTO Pacio-
JIOXKEeHWSI K/IM€HTA, KOTOPOTO BbI JOOMBaeTeCh.

— Knuenmut xopowsue. ECTivi KTME€HT TOBOPUT, YTO y HETO €CTh
npo6rema, 99 nporeHToB 13 100, YTO 3TO AEVICTBUTENBHO
Tak. He mosBoaiite ocraBmemycsa 1% M3MeHUTD Ballle
oTHoIeHe K 99%.
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[naBa 14. Kak caenatb Tak, YToobl
KJIMEHTbI MOLLJIM BaM HABCTPeuy

OxasaHMe XOpoIINX YCIYyT — ABYCTOPOHHMII Ipolecc. Bol
MO>KeTe CHe/MaTh TaK, YTO KIMEHTHI IOMAYT BaM HaBCTpevy.

MbI HauMHaeM C TOTO, YTO IIPOCUM UX IOMOYb HaM B OpPraHu-
3al[My Halleil paboThl.

BcroMHMTE, YTO IPOMCXOANT Ka>K/bIil pa3, KOTa BbI XOTUTE
HOYMHUTD KaKyI-HUOYAb Bellb. BaM moYTM BCerga rOBOPAT:
«Het mpob6rnem, mpuHecuTe ee ciofa 3aBTpa yrpom». HasaBrpa
B IIO/IBOCBMOTO YTpa BBICTPANBAETCS OYePe/ib, i BCE YYBCTBYIOT
ce6s ybornmu. KnmeHTy IpuxofuTCcs 0KMIATh, HOKa KTO-HNOY/b
0CBOOOAUTCA 1 TO3a0OTUTCA O HEM, a COTPY/JHUKMU OTHeNa 06-
CITY>KVBaHMS CXOJAT C yMa OT HepPerpy3KIL.

9To MI0X0¥I c11oco6 OKasaHMA Xopourelt ycayru. Mpl mogor-
JIV K 9TOMY HEMHOTO TI0-J[PyTOMY.

Cka’keM, K/IMEHT 3BOHUT HaM, XKe/las CaTh MALIMHY Ha 00-
cryxusanye. Kax n Bce, MbI Toxke roBopum: «Het mpo6nem» — HO
IIOC/Ie 9TOTO CMOTPUM Ha CIIMCOK BCTpPed, KOTOpbIe y)Ke Ha3Ha-
4eHbl. EC/Iu B IO/IBOCBMOTO BpeMsI y>Ke 3aTPy>KeHO, MbI CITpaIIIN-
BaeM KJIMEHTa, He MOT OBl OH IPUTHATH MAILIVHY B IOJI/IEHb.
B meBATM Cryvasx U3 gecATy OH ObIBaeT cornaceH. Ecm ke Her,
MBI TIpefi/IaraeM BpeMs 1ociue obesa n mocie paborst. (V1 mom-
HIITE, MBI Be[[b HalUM eMy OeCIUIaTHYIO MAIlMHY Ha 3aMeHY, T0Ka
ero MalynHa Oy/ieT B MaCTepPCKOIL.)

[IpenocTaBisis KIMEHTY BO3MOXXHOCTDb BbIOPATbh BpeMsi, MbI
CTapaeMcs CJie/laTh ero BUSUT KaK MOXKHO mpoiie. ITmoc aTo
TI03BOJIIET COAIAHCHPOBATh U HALlly 3arpysKy. Bexb ecit oH cact
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HaM CBOI0 MAIIMHY B 17 4acoB, TEXHUK CJie/IaeT YacTb paboThI
yKe B 3TOT JeHb 1 y Hero OyaeT GpOHT paboOT Ha 3aBTpalIHee
yTpo. OH Ja)ke CMOXeT, eC/IM 3aX04eT, IPUIITI PaHblIe, YTOOBI
OorblIre yCreTs.

Jrak, BoBCe He 00513aTe/IbHO, YTOOBI BCe KIMEHThI Che3>Ka/lNCh
CHaBaTh MalllMHbI B PEMOHT C PAHHETO YTPa, X MBI MO>KeM IOy~
4UTb U3 STOTO ellje OffHY BBITOJY: paciipefienAs 6oee paBHOMEP-
HO Hally paboTy, MBI MO>KeM Y/Ie/IUTb OOIbllle BpeMeH! KaXj0-
MY KJIMEHTY U BHUMaTeJIbHee M3Y4YNTh COCTOSIHNE er0 Mallll-
HBL.

CNOXHO OpraHu3oBaTb NpPaBW/bHbLIA PEMOHT WAW MpeaocTa-
BUTb XOPOLUYI YCAYrY, €CAW Bbl HE 3HAETE, YTO HYMKHO OTpe-
MOHTMPOBATb WM/M YEro XO4eT KAneHT. Halaute cnocob 3acTa-
BUTb KAMEHTA NOTPATUTb AECATb MUHYT ANA AETajbHOro Onu-
CaHu1s ero Npobaem v noxenaHuim.

MBI peKOMeHAYeM, YTOOBI K/IMEHT CaM IIpyexaa K HaM, eCin
ero 6ecIoKosAT Kakye-HuOy b IIyMBI VJIU ApebeskaHus, — TaK
OH MOXeT Bce OOBSACHUTD U ITOKA3aTh JIMYHO. ITO MOXOXKEe Ha
TIOCeleHIe JOKTOPA: eCTIV OH MOYKET OCMOTPETb BaC 1 BHICYIIIATD
Baly 00bSICHEHNSI, OH TOMOXeT BaM Oosiee 3¢ eKTuBHO, YeM
ec/u Obl BBI paccKasasy O CBOEM CaMOYYBCTBUM 110 TeleOHY.

Kak H) cTpaHHO, O4eHb TPYIHO YTOBOPUTD JIIOfieil MOPOOHO
pacckasarh, 4YTO UM HYXKHO: KJIMEHTHI Bcerga criemar. Ho ecim
OHU TIOTPATAT AOIONHUTEIbHBIE JECATh MUHYT Ha ONKCaHNe
po6eM, MIAHCHI Ha IPAaBU/IbHBI PEMOHT IO MEHbIIEN Mepe
yaBanBaroTcs. HUKTO M3 HaC — HUM K/IMEHTHI, HU TeM Oosee
MBI — He X0UeT, YTOOBI OffHa V1 Ta Xe paboTa Jjeaach IIOBTOPHO.
U ecnu oHY He IPUE3KAIOT BCE C CAMOTO yTPa, KOTJa U MBI Iie-
Perpy KeHsl, ¥ OHU TOPOIIATCS Ha pabOTy, — TOTA MBI CMOXKeM
HO7pOOHO ITOTOBOPUTD.

OueHb yacTO TaKas HeGO/bIIAs MHBECTULUS BPEMEHN IIOMO-
raeT COKOHOMUTb MHOTO BpeMeHU B OyayiieM. Mbl ctapaemcs
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HOJTONKHYTb K/IIEHTOB K PasroBOPy 00 MX 0COOBIX IOYKeTAHUAX
U oTpe6HOCTAX. XOTUTE NN BbI, YTOOBI MBI MBUIY MAIINHY
Ka>K/IbIl1 pa3, KOTZIa BBl IpuroHsere ee k Ham? [IpegmounTaere
mu Macio «10-40»2 Hpassarcsa mu Bam mnabI Michelin? Xopomro.
Mpl cpenanu cebe IOMEeTKM U OOJIblIe CIIPALINBATL 00 9TOM
He OypeM.

EcTp emje oguH croco6 moxasaTb KJIMEHTaM, KaK MOTY4YUTb
xopotiree o6cyxuBanye. Hao 6bITb ¢ HUMY T100€3HBIMY — TOT-
fla I OHM CKOpee Bcero OyAyT /Mo0e3Hbl ¢ BaMu 1 6ojee Tepe-
NMBBL, 4TO 0o6/merynt pabory. TpyaHO fenarh 4To-1160, KOrna
3a CIIMHOV KPUYUT KIIMEHT.

MbI Takke cTapaeMcsl OOBACHUTD K/IMEHTaM, KaK MBI BefieM
fena. Hampumep, Mbl paccKkasbiBaeM MM O TOM, 4TO, KOT7Ia OHM
K HaM IIPUXOJIAT, MBI IIePBBIM JIeTIOM M3B/IeKaeM KapTOUKY C MCTO-
pueit 06CTy>KMBaHNA MX MAIINH. Ta KAPTOUKA TAK)Ke IO3BOJIAET
HaM OIPeJEeNNThb, KTO U3 MACT€POB 3aHMMAJICA 3TOV MAIUIMHON
panbiue. (KaneHT 06111aeTCsI € OTHMM 1 T€M YKe MAaCTePOM Ka>KIbIii
pas, u y Hac MOAB/AETCA MOIOMHUTEIbHASA BO3MOXKHOCTD JI/A
YCTaHOBJICHU A B3aMMOOTHOLICHMI C HUM. MBI XOTVM, 4YTOOBI eMy
ObIIO YIOOHO MMeTb C HAMU JIe/I0, U BBICTPauBaHMe TIMYHbBIX OT-
HOIIIEHMII TIOMOTaeT 3TOMY. MBI pacCUMTBIBaeM, 4TO, KOIZla OH
CIIBIIINT CTPAHHBIN LIYM IIOJ, KaIlOTOM, OH CKaXeT: «fI chesxy
K MOeMY MacTepy AJIaHy, ! OH 1103a60TUTCsS 060 MHe».)

V3HaB, KTO 13 MacTepOB pa60TaeT C 9TOJ MAaIIMHOV, MBI Ha-
KJIeVBaeM Ha ee KPbIIY HeOOJIbLIYIO IIBETHYIO HYMEPOBAaHHYIO
HaKJIeNKY, TaK 4YTO AJIaH CMOXeT YBU/IeTb MAIIHY CBOETO KIIN-
€HTa B MOpP€e MAIlINH, CTOAMINX BOKPYT.

ITocKo/MbKY KJIMEHT 3HaeT, KaK paboTaeT CIUCTeMa, eMy y>Ke He
KaKeTCs, 9TO €C/IV MBI CYeTUMCS BO3JIe IY>KOJ MAaIlIVHBI, TO MBI
1po Hero 3a6bumu. OH 3HaeT, 4TO Y Ka>KJOT0 eCTb HOMEP U BCeX
00CTy>KaT 110 HOPAJKY, TAK YTO OCIIOKOUTHCS He O YeM.

KnmeHT oBOJIEH, 1a ¥ HaM IIPOIIe [IeJIaTh CBOIO paboTy.
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OcHOBHbBIE BBIBOJIbI

— Ilossonvme kaueHmam nomo4v 6am OKA3bLEAMb XOPO-
iyt ycnyzy. Hayuanre ux, Kak HO/Ty4aTh TyYIINi CEpBIC:
B KaKoe BpeM: ylo0Hee BCero ¢ BaMI BCTPEYaThCsA U YTO
OHM JOJ/DKHBI CKa3aTb BaM, YTOOBI paboTa OblIa chenaHa
IIPABU/IBHO C IIEPBOTO pasa.

— Ecnu 6wt ynvibaemecw, am modxce ynvloHymcs. Ecimy Bbl
BEXX/IVBBI, K/IMEHTBI OYAYT BEK/IMBBI B OTBET. ITO 00I€T-
qaeT pabory.

— ObwacHume Knuenmam, Kax évl pabomaeme. Bbl MoxeTe
MMETDb CaMYI0 3aMeYaTe/IbHYI0 B MUDPe CUCTEMY I Ufie-
aJIbHOTO BBITIOTHEHNUA PAbOThI, HO €C/IM KIVMEHTBI 3TOTO
He 3HAIOT, OHNU B JIy4lIeM cay4dae OyAyT COUTBI C TOJKY,
a B XygumeM — o6o3neHbl. Korga oHM moiiMyT Bairy
CIICTEMY, OHM CTaHYT IyMaTb O BacC Jy4lle ¥ 3aXOTAT
BEPHYTBCA.
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[naBa 15. [porpammbl ans
NOCTOSAHHBIX NOKYyNaTenen

PykoBopgurens American Airlines bo6 Kpanpann — mynpbii
yeoBeK. Pa3paboTka ero aBMaKOMIIaHVel IPOrpaMMBbl /I 4acTO
JIETAIOLINX ITACCAXMPOB JOKa3asa aTo.

ITporpaMMBI Ji/Isl IOCTOSHHBIX TACCAXKMPOB ITOJYEPKIBAIOT,
CKOJIBKO BHMMAHUA y/e/IA0T aBUAaKOMIIAaHUY CBOVIM K/IMEHTaM.
Kasx/ip1i1 6M3HeC HO/KEH MMeTh TAKOTO POfia IPOrpaMMYy: 3TO
ellle OJMH CIOCO0O CO3JaHMA JOANBHOCTY KIMEHTOB. B ToM,
4TOOBI JIIOAY BO3BPAIIA/INCh K HAM CHOBA U CHOBA, I COCTOUT
BCS MJesl IPefOoCTaBIeHUs IPEeBOCXOJHOTO KJIMEHTCKOTO cep-
BUICA.

Ecu MBI cMOYXKeM 3aCTaBUTh K/IMEHTa BEPHYTHCS K HaM, IIPO-
U30MJeT BOT 4TO.

Bo-mepBbIx, HaIIM TPOAA>KM BbIpAcTyT. K/neHT nmokymaet yHac
Oornblie.

Bo-BTOpBIX, MBI yCH/IMBaeM HaIlly HO3UIMIO Ha pbIHKe. Ecin
K/IVIEHT TTOKYIIaeT Y HaC, OH He IOKYIaeT Y KOHKYPEHTOB.

B-TpeTbux, MBI CHM>)KaeM HAlIV PAacXOfbl Ha MapKeTVHI.
Ha noBTopHOe npuBiedeHre K/IMeHTa He HAaIo TPATUTh MHOTO
JieHeT: OH y>Ke Halll K/11eHT. K ToMy ke fOBO/IbHBIE IIOKYTIaTeN N
PAacCKaXXyT CBOMM JIPY3bsIM, KaK M HPaBUTCS UMETD JI€/I0
c HaMu, — a HeT 6oee 3P PeKTUBHOI peKTaMbl, YeM PeKOMEeH-
faLus gpyra.

B-ueTBepTHIX, 3TO M36aB/IsAET HAC OT L{EHOBOI KOHKYPEHIIN,
IIOTOMY YTO JIOSUTBHBII KIMEHT B/ /I COOMAa3HUTCS CKUAKOI
B HECKOJIBKO JIOJI/IAPOB B IPYTOM MecTe.
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V1 HaKoHell, JOBOJIBHBII K/IMEHT OyieT OXOTHO MPo6OBaTh U
ApyTMe Halll¥ ONPOJYKTBI MM YCIYTU, TaK KaK MBI Ie/Tanu [
HETO XOPOILIYIO paboTy B IPOIIIOM.

C y4eToM BcexX 3TUX NPEUMYILECTB MHE TPYLHO IIOHATD IPU-
YJHBI, 10 KOTOPBIM Y KOTO-TO HET IPOrPaMMBI [/1 IIOCTOSIHHBIX
MOKyTIaTesIeil: Beflb JTI0ATbHOCTb K/IMEHTOB He MOAB/IAETCA caMa
co6011. A mporpaMma TaKoro pojia TOBOPUT KJIMEHTY O TOM, Ha-
CKOJIDKO OH JI/1S1 BaC Ba)KeH.

Mporpammbl 4151 NOCTOSHHLIX MOKynaTesen JOKasbiBaloT KNu-
€HTaM, HAaCKOJIbKO OHM BamHbl A5 Bac. Mcnoab3ys Takon noj-
XOA, Bbl MAETE HAMHOIO Aanblue, YeM KOraa roBopute (MHoraa
MeXaHW4YeCcKu) «cnacubo». Bbl AEMCTBUTENbHO BO3HArpaxjae-
Te N1AEN, UMEKLNX C BaMK AeNo.

EcTp eme mapa TOHKMX, HO Ba)XHbIX MOMeHTOB. Hanpumep,
aBMAKOMITAaHMY CaAMM BBIIIO/THSIOT BCIO paboTy 110 0hopMIeHNIO
Oymar. Kimnenty He Hajjo 3a yeM-Tto cnefuth. (5 gymaro, ectb uto-
TO YHU3UTE/IbHOE B TOM, YTO K/IMEHTA 3aCTaB/IAI0T OTC/IeKNBATD,
CKOJIBKO OH Y Bac moTparul. 4acTo oT Hero Tpe6yIoT KBUTAHIINII
WY 3aBOJAT KapTOYKM, HA KOTOPBIX OTMEYAIOTCSA MOKYIIKIL.
S canrao, YTO 3TO HEIPABUIBHBII OfXOM: KJIVIEHTa CJIOBHO ObI
3aCTaB/IAIOT BBIMAINBATh Y BacC MOfIapOK.)

Kpome TOro, nmporpaMMbl [/ IOCTOAHHBIX IIOKyIaTeseit
4acTO IIOMOTAIOT X03s5eBaM MarasuHOB OIpeIelUTb CBOEro
JIyd1Iero KameHta. Mbl MOXXeM B 00leM IpeACTaBIATh cebe,
4yTO MMccKC [IXKOHC IOTpaTm/Ia Maccy feHer y Hac 3a BCe TOADL,
HO ABJIAETCS IV OHA 60JIee XOPOLINM IIOKyIaTe/IeM, 4eM MUCCHC
Cmut nnn muccuc Yant? TpygHo HalTu yenoBeKa, KOTOPBII
ObI TOMHUII BCe 9T0. HO JJO/M>KHBI 11 MBI UMETD TaKyI0 MHPOP-
MaIuio?

JIBe Mou mo6MMBbIe McTOpUM 00 9TOM KacarTcs oTensd Mansion
3aech, B [Janmace. Korga ero Biajenblbl 3aHAMICH BBIYNC/ICHNEM
CBOMX CaMBIX JIYYIINX K/IVEHTOB, OHM OOHAPY)XWIN, YTO /iBA VH-
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BECTULIVIOHHBIX OaHKMPa TPaTAT B uXx pecropane 20 000 gomnapos
6 mecAuy. B ux pecropane! Tonbko TOrfa K0 HUX JIOIIJIO, YTO OHYI
IOJDKHBI 9TUM JIIO[IM OO0JIblIIe, YeM IIPOCTOE «CIacub0».

AHanorn4Has Belllb, IPaB/ia, B MEHbIIIeM MacIuTabe, Ipou3oLI-
nan co MHoI. Hamra komnanus ycrponnta B Mansion fiBa 6aro-
[lapCTBEHHBIX 00efia i1 CBOMX NPOAABIIOB, @ IIOTOM OJJHaXK/IbI
MBI C JKEHOJ! PelIVIX IPOBECTY BbIXOZHBIE MOJAsIblIe OT BCeX.
5] mosBoHMI, YTOOBI 3aKa3aTh ISl HAC KOMHATY, HO, KOIJla MBI
Impuexany Tyfa, OKa3ajaoch, YTO HaM IPefOCTaB/IeHbI allapTa-
MeHTbI. OHM IPU3HA/IN HAC XOPOILMMI K/IMEeHTaMY M XOTe/I) Hac
no6arogapuTh. ITO OBIT XKeCT, KOTOPBINI MBI BBICOKO OIIeHM-
Y — ¥ 3aIIOMHUJIN.

Y Hac ecTb HECKO/IBKO CITIOCOOOB BBIPA3UTh IIPU3HATETBHOCTD
K/IMEHTaM: INYHO, 110 TesiepoHy (MbI BCeT/ja 3BOHUM Yepes Imapy
JIHelT MOC/Ie TOTO, KaK 4e/lOBeK KYIVJI Y HaC MALIVHY, YTOObI
ybennThCA, 9TO C Hell BCe B OPAJKE, U ellje pa3 CKa3aThb, KaK Mbl
IIeHVM TO, YTO OH MIMeeT JIeJI0 C HAMMU), ¥l MHOTZa MBI PacChl/laeM
OTKPBITKU C 0/1aTOIaPHOCTBIO. A TeM, KTO KYIIIJI Y Hac IBaJLIaTh
IATYI0 MAaIlVMHY, MBI BCETIa MOCBIIaeM IPeKpacHBIl KyOOK
ot Steuben®. (fI yaMBIAIOCH, CKONBKO HAJO 3aIUIATUTD IOPUCTY
vn 6aHKMPY, 4TOOBI OMYYUTb OT HUX XOTs ObI OTKPBITKY. UTO
YK TYT FOBOPUTD IIPO KYOOK...)

OpHako mporpaMMa BO3HAarpakieH1s He TO/DKHA OBITh IpH-
BsI3aHa K KaKOI1-TO 0co6eHHOI1 ToKyIike. Harmpumep, MbI IpoBO-
JIMIM eXKETOJHYI0 Be4ePUHKY A1 K1neHToB. OIMH pa3 3To ObII0
apr-moy. B gpyroit pas — mopHoe fedune or Neiman-Marcus.
Kak-T0 3T0 6bI1a r'ypMaHCKasi BeUepMHKA, TOTOBUTD /151 KOTOPOIA
Mbl npurnacunu Iloma Ipypoma.

Y Hac ecTb NONHBINA COMCOK HAINUX ITOKYTIATe/IeN, M MBI IIPU-
I7IalllaeM B TOCTY UX BcexX. MBI He IpuramaeM MOTeHLI A/ IbHBIX
K/IMEHTOB (XOTS Y HEKOTOPBIX IIPOAABIIOB €CTh TAKOe IIPaB0) —
MBI OTpaHNYMBaeM KPYT IIPUT/IAIIEHHBIX TOJIbKO TeMI, KTO MMeJl
C HaMI JIe/I0 B IPOIIIOM: 9TO HAII CIIOCO6 CKasaTh «Cracu6o»

* KOMHaHI/IH-HpOI/ISBOHI/ITenb OKCK/TIO3MBHBIX ITOJAPKOB.
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CTapbIM KJIMEHTaM, TOfJiep>KaTh ¢ HUMM OTHOIIEHW, ellje pas
clie/aTh OISl HUX 4TO-TO.

KTo-To MOXXeT ckasaTb, YTO IPOTpaMMa BO3HATPaXK/IeHNA
K/IMEHTOB — 9TO JIeHbI'M Ha BeTeP: MOJI, IOCTOSHHBII ITaCCAXKUP
VIV IOCTOSIHHBIN IIOKYIIATeIb BCe PABHO NPUAET K BaM, 4TO €T
BO3Harpa’k/jaTh? Bbl MPOCTO BBIKM/bIBAETE IEHBI M 3 CBOETO XKe
KapMaHa.

Ho ckonbko fieHer oka3anoch B BallleM KapMaHe Omaromaps
3TUM XOpOILIUM KnreHTaM? He cTOUT M1 cKa3aTh UM «Criacubo»
X0Ts OBl 3a 9T0? VI mouemy OBl He JJaThb MM JOIIO/HUTE/IbHbIE
PE30HBI /11 TOTO, YTOOBI OHU TTPOO/IKANY OBITh BAIIIMU KITH-
eHTaMu?

JTropu m064aT, KOrfa X 6/1arofapsT 3a TO, YTO OHY MMEIOT
C BaMI JieJIo.

OcHOBHbBIE BBIBOJbI

— bByovme na cea3u. Onpenenyp CBOMX ITYYIINX KIVEHTOB,
peryasapHo obuaiitech ¢ HUMI. MOXXeT OBbITb, BBI IIPK-
II7IeTe MM CBOY HOBOCTY M/IM IIPUI/IACUTE HA BEYEPUHKY.
[Toxaxxute, 4TO BBI He 3a0BUIN O HIX.

— Kaxk uacmo nHado 2080pumv «cnacubo»? Kaxxppiit pas, korma
IIPEeNOCTaB/IAETCSA BO3SMOXXHOCTD.

— He3abwvisaiime o dene. Ka>xpplit pa3, CBA3bIBAsACH C K/IMEH-
TOM, BK/IIOYMTE B IICbMO YTO-TO ellje: ONICaHIe HOBOTO
HPOAYKTa VIU YCTYTH, MHPOPMAIINIO O pacIpoziaxe oo
06 yBemmyeHy pabounx 4acoB 1 T. II.
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[naBa 16. Kak HaHATb fyyLimx
COTPYAHWKOB

OT/MyHBIe YCIYTY MOTYT OKa3bIBaTh TOJIBKO OT/IMYHbIE paboT-
HMKI. YTOOBI OBITH JTyYLIMMM, HY>KHO HAIITY JTIOAEI C OLleHKaMu
10 mo 10-6a/abHON 1IKaIe.

KoHewyHO, MOXKHO CHZIETh B CBOeM oduice 11 XKIATh, KOTZIa TaKue
mony mpuayT camu. Ho 1o He oueHb 9 PpeKTIBHO: MbI IOTPATUM
Ky4y BpeMeHJ Ha IHTEPBBIO C HEOCTATOYHO KBaMNUIPOBAH-
HBIMI JTIObMH, IIPEX/ie YeM HallJieM TOro, KTO HaM HY>KeH.

MbI nbiTaeMcsi 060ITY 3Ty Po6IeMy, IIPOBOASI MHTEPBbIO
CO BCeMI ITPeTeHAEHTAM, C IIOCTIeYIOLIIM TeCTYPOBAHIEM TeX,
KTO IPOM3BET Ha HAC BIleYaT/IeHNe B XOofie MHTepBbio. (MBI ere
HOTOBOPMM O TECTUPOBAHUM HIKE.)

ITporeccy HaiiMa MBI yZelsieM MHOTO BHMMaHusA. Bes Hamra
crcTeMa 00CTy>K1MBaHMsI OCHOBAaHA HA TOM, YTO Ka)K/[blil K/IVIEHT
IOJKEH MMETD IOJIOKUTEIbHBIN OMBIT OOLEeHNs CO BCEMU Ha-
VMY COTPYIHUKAMM, C KOTOPBIMIU MY IIPU/IETCS BCTPETUTHCA.
[TosaToMy u nmiofelt Mbl JO/KHBI HAHATD XOPOIINX, a /IS 9TOTO
OPUXOJUTCS TPATUTh MHOTO BpEMEHY Ha MHTEPBBIO.

[Tpo6ema Halia B TOM, YTO MbI OY€Hb 3aHATHL. VI ecim HaM
IIPUCBITAIOT Pe3IoMe YeThIpe Ye/I0BeKa, MbI 4acTo ybexjaeM cebst
B TOM, YTO MbI JOJ/I>KHBI HAHATh OFHOTO U3 HUX, TAK KaK BCE OHI,
BEPOSATHO, OJTHAKOBO XOPOIIIN.

Ho yae Bcero aTo He Tak. Mo)keT ObITb, /Ty4IIast KAaHAUATYpa
JUTsL Halell paboTbl HAXOMUTCS CPelyt STUX YeTBEPHIX, HO MIAHCHI
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CKOpee 3a TO, 4TO ero 37,eCb BooO11je HeT. BO3MOXKHO, HaJlo TPOBeCTI
VHTEPBBIO C BAJILIATHIO ISTHIO KaHAUATAMY, YTOOBI HAIITI [10-Ha-
CTOSIIIIEMY TIOfIXOJISIILETO YeI0BeKa, 1 C COTHeI, YTOOBI OTBICKATh
KOTO-TO JIeJICTBUTENbHO Bblfjatomierocs. Ho y Koro ectb cTonbko
BpeMeH! Ha Bce 9T0? B KaKoii-TO MOMEHT IIPUJIETCs OCTAaHOBUTHCSL.

W Bce-Taku A gymalo, 4TO, €C/IM BbI He IIOTOBOPVIN C ABajilia-
ThIO IIATHIO KAaHAMATaMMY, BbI HE ICKa/IY XOPOIIIO.

Ecnn oHM xopolwo pa6oTanu B MPOLIOM, BEPOSTHO, OHU CTa-
HYT XOpOLLIO pa6oTaTb M BRpeAb. Tak 4To, NPOBOAS UHTEPBbIO,
WILMTE TeX, KTO 6blN1 yCneleH U NPosiBUA IMAEPCKUE KauyecTBa.

3a MHOTMe TOf[bI MBI HAILIIM BeCbMa HEIUIOXOJ CIIOCO6 fiis
pacrosHaBaHNUA BBIJAIOLINXCA IO,

[l Havaa, MBI IOYTH He [jaeM peK/aaMbl. JIomu, KOTOPhIX MBI
XoTesy Obl BULIETh Y cebs — JTy4Ilne TIOIN, — Y>Ke UMEIOT padoTy.
OHM He TPOCMATPMBAIOT OOBAB/ICHNA O BAKAHCUAX U He PacCh/Ia-
10T cBou pesfome. Ckaxxy 6orble: GOIBIINHCTBO M3 YCIEITHBIX
JIoielt, HAHATBIX HaMJ, BOOOIITe HIMKOT/Ia He MMen pestome. Mo ux
HAWAIU, TIOTOMY 4TO YCTIBILIA/IN O paboTe, KOTOPYIO OHM BBITIOMHS-
JIV TJie-TO ellle, WJIN, YTO CITyYaeTcs ellle Jallle, MX II0OPeKOMeHI0Ba-
mm ApysbA. Kak npaBuo, oy BbITAIOIVIXCA Ka4eCTB IPYKaT C
cebe TTOfJOOHBIM, TAK YTO MBI OOpaljaeM caMoe IPYCTaTbHOE BHM-
MaHe, KOT/Jja KTO-TO U3 HAILVX JTIofiell peKOMEeH/yeT HaM JpyTa.

Il Hac BayKHBI IIATh KPUTEPUEB:

— Hanuuue ucmopuu ycnexa. Mbl XOTUM HaHUMATD JIIOJEN,
JOKa3aBIINX, YTO OHM MOTYT HOOMBATHCS pe3y/bTaTa.
VIX mpouuisie ycrexu He 00s13aTeNbHO JOKHBI JIeXKAaTh
B cdepe Halero 6msHeca, HO Mbl XOTUM 3HATbh: ObUTU /U
OHU YCIIEIIHBI Ha Ipouio pabore? B xo66mu? B sxmusun?
PaboTany /i1 OHY Ha TMAEPCKUX HO3UIVISIX?

— Vumennexm. Haile TecTMpoBaHye O3BOAET KOMYECTBEHHO
U3MepUThb ero. [Ipy mpounx paBHBIX 0OCTOATENTbCTBAX
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YMHbBIC JTIOAN CAENIAI0T OE/I0 Iy4lle; K TOMY XK€ ¢ HUMUI
MHTEpECHEE HaXOAUTbCA PANOM. B nameit komnanun
3TO0 0CObEeHHO Ba’XHO, TaK KaK C T€YCHUEM BPEMEHU
Y HacC C/I0OKMIACh I'pyIllla OY€Hb CIIOCOOHBIX mo,uef/'[ n
UM TPYAHO pa6OTaTb C TIOJbMI ME€HEE COO6pa3I/ITeHb-
HBbIMMU.

— Omepaus. MHe HpaBATCA MIOAN, KOTOPbIE €p3ai0T BO BpeMs
MHTEPBBI0. acTo 9TO He CMMIITOM HEpBO3HOCTH, a IPU-
3HAK TOTO, YTO OHY NPEAIIOWIN Obl YTO-HUOYAD CHeNaTh,
a He CUJIeTb CUIHeM Ha CTYIIe.

Bpl MOXXeTe MHOTO€ y3HaTb O CTelleHU SHEePTUYHOCTU
YeloBeKa, eCc/u IOMHTepecyeTech ero xo66mu. OH myTe-
IIECTBYET, OeraeT, KaTaeTcsl Ha JIbDKAX, UTPaeT B pakeTOO/
VULV JKe UTPaeT B IIaxMaTbl, Opumx u untaet? (B ugearne,
KOHEYHO, OH JO/DKEH MeTh X066 000MX BIUIOB.)
MHorue Haly COTPYIHMKY — ObIBILIE CTIOPTCMeHbl. Ecn
BBI OBIBIIINIT )KOKEIL, BbI, HABEPHOE, TOCTATOYHO BEIHOC/TUBBI,
4TOOBI IPOBOAUTD Ha HOTaX MHOTMe 4achl (12-4acoBoit
pabounit eHb y Hac 0OBIYHOE [IETI0), U CIOCOOHDBI BOCCTA-
HAaB/IMBATbCA TTOCTIE KPUTHKY VIV TOTEPU CHENKIL.

— Xapaxmep. Mbl IpOBOAMM IIPOBEPKY KPENUTHON UCTO-
pUM U PEKOMEHJALINIA, @ TAKOKe MEUMIIMHCKOE OCBU/IETEb-
CTBOBaHMe, BKIII0Yaolee B ceOs MPOBEPKY Ha HAPKOTUKIL.
Bokpyr Hac He JO/DKHO OBITH HAPKOMAaHOB.

Ho MbI ibITaeMcs BBIACHUTD 60JIblle — K IIPUMeEpY, TI0OAT
NV Haly Oypylie COTPYAHUKM Ha CaMOM fiefie TIOMO-
raThb JIOGAM. MBI TaKXXe XOTUM IIOHATD, TOPAATCA JIN
OHM CBOVIMM JJOCTVDKEHUAMM, — CIIpallBaeM O Harpa-
TaX, KOTOpble OHM IOTy4Yanu. VIX OTBEThI TOBOPAT HaM
He TONBKO O TOM, YTO OHM JIeJIajli paHbIIe, HO U O TOM,
JOCTaTOYHO /M Y HUX aMOMIINIL, YTOOBI OBITD JTYYIIMMIAL.
Kpome TOro, MblI IbITaeMcsl MOHATD, CIIOCOOHBI IV OHY
TOBOJUTB JIENO 0 KoHLA. Harmpumep, 4 Bcerga cnpaimsaro,
noyemy OyXrajTep HUKOIZIA He IIBITA/ICS CAATh 9K3aMeH
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CPA* mn KaK HOTY4M/IOCh, YTO YETOBEK HE CMOT 3aKOH-
YUTh KOJUIE[K VIV YHUBEPCUTET.

— Todotioym nu onu? KoHeuHO, 9TO HeNb3sl YBUIETH CPasy,
HO 3TO O4€Hb Ba’KHO.
Hamy mpopaBIibl 4acTO OBIBAIOT TONCTOKOXUMMU U
arpeccUBHBIMM, HO IIPU 3TOM BOCHPUHUMAIOT IIOTEPIO
CJIeTIOK C/IMIIKOM JINYHO. bonbIMHCTBO U3 HUX OBIBIIVE
CIIOPTCMEHBI ¥ YaCTO CKJIOHHBI K TOMY, UTO Ha3bIBAIOT
«IOMOPOM pasfieBanku». Ecau BBl OTHOCUTECH K UyB-
CTBUTENILHBIM JIO[ISIM, TAKO€ COCEACTBO MOXXET OKa-
3aTbCs [AJIsL BAC IIBITKOIL.
Bor npumep. Y ofHOTO 13 HAIIMX JY4IINX IPOJABLOB
OfIMH I71a3 CTeK/IAHHBIN (pe3yIbTaT JeTCKOTo 6aloBCTBA
¢ kancroneMm). VM npossuie y Hero — MepTBbiit [71as.
Od4eHb TOHKO...
Ecnu B cobmpaeTech MpOBOANTD AeCATb—ABEHA/LIATh
JacoB B JIeHb C OIpefie/IeHHOI IPYIIIIOi /Ifofielt, BaM OyaeT
IpolIie, €C/IM BBl UM IIOXONTE.

BbIABMB JTIOfiell, KOTOpBIE, [I0 HAIIEMY MHEHUIO, MOTYT OBITH
XOPOLIMMI KaHJVaTaMM, MbI HAIIPaB/IsieM X Ha TECTYPOBAHIUE.

MpbI IpOBOAMM TeCTHpPOBaHMe yXKe IATHaALATh 1eT. CoTpya-
HVIKV OJJHOJ yBa>kaeMoil GUPMBI 110 IICUXOIOTNIECKOMY TeCTH-
POBAHNIO CKa3aIi HAM B CBOE BpeMs1, YTO IIPOLjecC HaliMa CTaHeT
s dexTUBHEE, €C/IM MBI IIPOTECTUPYEM BCeX, KTO MIIET y Hac
pabory.

Tak Kak st BBIPOC Ha CTOSIHKE Ji/Is1 POk MOJeP>KaHHbIX
MallnH, s 60iee CKeNTNYeH, YeM OOMbUIMHCTBO miofeit. U s pe-
VT CIIepBa IPOTECTUPOBATh CAMIX TECTUPOBIIVKOB, IIOIPO-
CMB MIX OTPAH>KMPOBATb HAIIl [IePCOHAL. YAMBNUTEIBHO, HO OHI
TOYHO ONIpee/NNIN HAIINX NTYYIINX, CPETHNX U XYAUINX IPO-
JIaBIIOB.

51 ObLT BIEYaT/IeH M YAUBWUICA ellje Ooblue, Korga a-p Pon
Tpero, pyKoBOAMBIINII TeCTaMM, IIPEIOKN/ UCIONIb30BATh

* Ok3aMeH Accolanyy IpogeccroHanbHbIX OyXraaTepoB AMEpUKH.
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pe3y/IbTaThl HAIIMX Iy YIINX IPOIABLIOB B KauecTBe 00pasia Ais
HOVICKa PaOOTHMKOB. DTO ObI/Ia yBIeKaTe/IbHas UJiesl: IPOTECTH-
Pyt TYYIINMX ¥ IBITAJICSA HAHATD ellje /TI0fiell, IOXOKMX Ha HIUX.
Takas cTparerus pabotana nocinennue 15 net. (SI mpuBoxxy 06-
paserj Tecra.)

PE3Y/IbTATbI TECTUPOBAHUSA

®akxrop A: HaBblKu pyKOBOACTBA

5% 20% 50% 20% 5%
1) 3Heprus 9 (BbicOKOe) ® 7 6 5 4 3 2 (Hu3Koe) 1
2)  KoHTponb 9 (Bbicokoe) 87 6 o 4 3 2 (Hu3Koe) 1
3) YcTOMYMBOCTb
a) MeHTasbHas e (Bbicokoe) 87 6 5 4 3 2 (Hu3Koe) 1
6) aMOLMOHanbHas 9 (Bblicokoe) @ 7 6 5 4 3 2 (Hu3Koe) 1
B) BbIHOC/IMBOCTb 9 (Bbicokoe) @7 6 5 4 3 2 (Hu3Koe) 1
4) TnaHMpoBaHWe 1 aHanu3 9 (Bbicokoe) 87 6 5 e 3 2 (HM3Koe) 1
5) OpueHTauus
a) Npofamu 9 (Bbicokoe) 87 @ 5 4 3 2 (Hu3Koe) 1
6) afIMMHUCTPUPOBaHKE 9 (Bbicokoe) 87 6 5 4 ® 2 (Hu3Koe) 1
B) 110AN 9 (BbicoKoe) 97 ® 5 4 3 2 (Hu3Koe) 1
®akrop b: JInuHble CKNOHHOCTH
6) WHTennekr e (BbicOKOe) 87 6 5 4 3 2 (Hu3Koe) 1
7)  CraTycHble noTpe6HOCTH 9 (Bbicokoe) 87 6 5 4 @ 2 (Hu3Koe) 1
8) [loTpebHOCTb B Npu3HaHuM 9 (Bbicokoe) 8 7 6 ® 4 3 2 (Hu3Koe) 1
9) CamocToATeNnbHOCTb 9 (Bbicokoe) 8@ 6 5 4 3 2 (Hu3Koe) 1
10) PyTuHHbIE AeTann 9 (BbicOKoe) 87 6 ® 4 3 2 (Hu3Koe) 1
®akrop B: CooTBeTCTBHE KOMNAHUK
11) YnpaBnsemocTb 9 (Bbicokoe) 87 @ 5 4 3 2 (Hu3Koe) 1
12) CnepoBaHue NONUTUKE 9 (BbicOKoe) ® 7 6 5 4 3 2 (Hu3Koe) 1
Pestome
13) OpobpeHune 9 (BbicOKoe) 8 @ 6 5 4 3 2 (Hu3Koe) 1
14) MoTeHuuan pa3BuTHs 9 (Bbicokoe) 8 @ 6 5 4 3 2 (Hu3Koe) 1
OCHOBHble aKTUBbI OCHOBHble NaccuBbl
— WHTennekr
— MeHTanbHas yCTon4MBOCTb
— [M03MTMBHOE OTHOLLEHNE
— CamoyBepeHHOCTb
MMﬂ: 3k ok 3k >k ok >k ok 3k ok K ok ok >k k ok >k Pe3yﬂbTaT
[JomkHocTe:  [IMpeKTop cepsuca [arta: 21 aBrycra 1989

[pMeYaHusa: KaHAMAaT Bbllle CPEAHEro YPOBHA A5 NPEeANOKEHHON NO3ULMK, ECTb
noTeHuMan pocta. bonbliue OPUEHTUPOBAH Ha NoAeN, YEM OBbIYHbIN
KaHAMAaT Ha I0MIKHOCTb, CBA3aHHYIO € cepsicom. Cam obuncs CBOEro
MOOXEHNS, CAMOYBEPEH, 04EHb BbIHOCANUB. MOXET BbICTPO 06y4aThCs,
MoKa3blBaeT CMOCOGHOCTH BbILLE CPEAHMX MO PeLIEHMIO NpobaeM. O6Las
3G dEKTUBHOCTb BbICOKaAS.
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Bcerna nu tects paboTator? Het. VIMeroT /i ipo6eMsl ¢ Tec-
TUPOBAHNEM JIIOAY, YATAOLIVIE T/IOXO VIV J/1s1 KOTOPBIX aHIINIA-
CKIII A3BIK He AB/IsAeTcsa popgHbIM? VHorpa. V xota ncuxonorn
TOBOPAT, 4TO Pe3yJIbTAThl TeCTa He 3aBUCAT OT A3bIKA UJIN KY/Ib-
TYPBL, 5 Aela0 CKUAKY And adppoaMepuKaHIeB MM VICIIAHOS-
3bIYHBIX U OO/IblIIe BHYMAHUSA VA0 VX UCTOPUN yCIIexa.

Ho B nienoM TecTupoBaHIe JaeT BIIOJIHE Pa3yMHbIE pe3y/IbTaThl.
Ecny MBI cobupaeMcst HaHATh TeXHMKA, [ToYeMy ObI He B3AThb
Ye/IoBeKa C XOPOIIMMM CIIOCOOHOCTAMY B 00/1aCTV MeXaHUKM
BMECTO KOTO-TO BpOJie MEHs, UblM HaBBIKM B 9TOJ cdepe Haxo-
IATCS Ha CpefiHeM ypoBHe? V] MBI, BepOsATHO, IOy YUM JTY YL
pesy/nbTaT, ec/iM HaliMeM 4eloBeKa, KOTOPBIil HefiCTBUTENbHO
TIOOUT BO3UTBHCA C MAallTHAMM, BBIIIUCHIBA€T AaBTOMOOV/IbHbIE
YKYPHAJIBI ¥ €TO OTel| M/IM CTapIInii 6paT Bce BpeMs MPOBOAVIIN
B rapaxe.

Ham Tak>ke Ba)KHO IPOTECTMPOBATH Yel0BeKa yKe I10CIe TOTo,
KaK OH HpMHAT Ha paboTy. Ho 9TOT OKOHYaTe/IbHBII TeCT Hpo-
BeJleT K/IMEHT, a He TIICUXOJIOT. BaM y’ke He HafIo BBIJyMbIBAaTb
TeopeTudecKue CUTyaluu — MHEKC yIOBIeTBOPEHHOCTHU KIINU-
€HTOB sIB/IsIeTCs (GOPMOII TeCTUPOBAHMS BO BpeMsi pabOTHL.

Korpa General Motors cospjaia nepBblii OTpacIeBOil MHAEKC
yHoB/eTBOpeHHOCTH KeHToB (CSI), HeKoTopble Auepbl — 0COo-
O€HHO Te, Y KOTO 9TOT VHJEKC OKa3a/csi HUSKUM, — TOBOPWJIN,
yTo Metofosnorus GM HeBepHa.

Mb1 He 3HaMN, KOMy BepuTb — GM UM HEZOBOIBHBIM AIIE-
paM, 1 HaHsU GUPMY, YTOOBI BBLAACHUTD, KTO ITpaB. OHM TOMOT-
JIV TIPOBECTY HaM OOIIVPHBIIT OIIPOC K/IMEHTOB U Y3HATD, YTO Te
OYMAIOT O HAIIVX JIIOJAX U YCIyTax.

Ecmu 651 BB cipocyn MeHA JI0 9TOTO OIPOCa, KTO U3 HAIIINX
MacCTepOB SIB/IAETCS y4IunM, st 6b1 HazBan Puya [Tapkepa u emre
OJ{HOTO Ye/I0BeKa, KOTOPBbIii JaBHO paboTas y Hac. A eciyt ObI MeHs
CIIPOCH/IN, KTO U3 MAacTepPOB Xy)Ke BceX, 51 6bl ckasam: «Hy, 51 He
O4YeHb yBepeH, BO3MOXKHO, 3T0 Knapenc Jurrc? VMnn [lan Bariicc?
Ox c CeBepa 11 TOBOPUT He TaK MPOTSHKHO, KaK MBI TYT Ha IOre».
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Ho xorpa Mbl IOZTy4Y1/In pe3y/bTaThl, B IePBO TPOTiKe ObLIN
Knapenc urrc, Jan Baiicc u Puy ITapkep. Tor, gpyroii, mapesn
He Habpas MHOro 04koB. OH paboTas y HaC y)Xe JaBHO, OH HAM
BCEM HPABUJICS, U OH ObIT TEXHIYECKU O0JIee TIOJKOBAH, YeM BCe
HAIM MacTepa, HO K/IMEHTbI CIUTAJIN, YTO OH He OKa3bIBaJl UM
[O/DKHOTO BHMMaHMs. (MBI IIOfENNINCh C HUM pe3y/IbTaTaMu
UCCTIeIOBAHM S, U Ceifdac OH paboTaeT BeTMKOIEITHO.)

EnnncTBeHHOI po6nemoit [lurrca u Baiicca 6b1710 TO, 4TO 5
He 3HAJI UX XOPOIIO. A TaK KaK s UX He 3HaJI, s COMHEBAJICS B UX
CIIOCOOHOCTAX.

A pymaro, ato uncro yenosedeckoe. Korga s 6b11 B PuMe u
IBITA/ICS TIOMOYb CBOEJ cecTpe, KOTOpas IoMaja B aBapuio, s
CYMTAJI, YTO T€ JOKTOPA, KOTOpPble TOBOPU/IN HO-aHIIUIICKIH,
HaMHOTO YMHee JJOKTOPOB, He TOBOPUBIINX II0-aHIJIMIICKU. DTO
HeJIOTMYHO, He npasja nmu¢ Ho 9To 6bl1a MO MHCTMHKTUBHAS
peakiysa. MHe 60/1blile HpaBUIKCH Te, KOTO 51 MOT IIOHSATb.

TecTupoBaHMe He sIBIAETCS UAEANBHBIM CPeICTBOM OTOOpa.
9TO HeTOYHAs HayKa, HO OHO BCe-TAaKM Jie/laeT PolLjecc HajiMa
4yTOYKY nyuire. [lo Havasa TeCTMPOBAHNS IIAHCHI HA IPABU/Ib-
HBIl 0TOOP OBIIVM OJJMH K YeThIpeM, a ceifyac OHM OOoJIblile, YeM
OZIVH K BYM. Tak 4TO 9TO BeCbMa BBITOIHOE [IETIO.

Ho, HecMOTps1 Ha BCI0 BaXKHOCTb TECTMPOBAHMS, OHO JlaeT He
Oosee TpeTH Halllelt OLeHKY KaH/uAaTa. VIHTepBbIO JaI0T HAMHO-
ro 6ojbllle, M MTO3TOMY C KaXKIBIM KaHAMJATOM MbI OecemyeM
HeCKOIbKO pas. [Toce TOro Kak ¢ KaHAMIATOM IIOTOBOPUTI Me-
HeJ[>Kep, C HUM OOIIAI0TCA ellle 1Ba M/IV TPY COTPYAHMKA, YTOObI
YBUJETD, KAKOB OH B Jieie. V] HaKOHell, B ITIOC/IeJHIO O4epe/b Mbl
OpraHmu3yeM 3aBTpPaK KaHAMJATA C ITApOJ HAIIUX YelTOoBeK. ITO
II03BOJISIET HaM OIIEHUTH €ro COI[MajbHOE ITOBeMleHIe, a I/IaB-
HOe — OMpeeNNTh, HACKOITBKO HaM CAMUM HPABUTCA OBITH Psi-
fioM ¢ HUM. Ec/iu HaM HOBBI COTPYAHMK HENIPUSATEH, TO U KJIN-
eHTY OH, BO3MOXKHO, TOXKe He IIOHPaBUTCS.
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OcHOBHbBIE BBIBOJIbI

— Ym — xopowo. Tectupyiite nnremnekt. [Ipu npodnx
PaBHBIX YCIIOBMAX JTy4llle HAHATb YMHOT'O Y€TI0BEKa, 4eM
HEYMHOTO.

— Ilposepsaiime no o6pasyy. TecTupyiiTe Ty4Imx COTpyTHNU-
KOB U IIbITAlITeCh HAHATD JIIOfIell, TOXOXKMX Ha HUX.

— IIposodume cmonvko UHMeP6LIO, CKONILKO CMOXMcEe... Ha
Kaxc0yto sakancuio. BO3MO>XHO, BaM IIPU/ETCS IOTOBOPUTD
C ABaJLIATBIO MIATHIO TIOAbMI, IPEX]Ie YeM BbI yOeuTeCh,
YTO HAIIUIV TTOAXO/AIIETO Ye/IOBeKa.

— Cnpawusatime 06 ux npouinvix ycnexax. Jlropy, mo6usImm-
ecs ycIexa B IIPOILITIOM, CKOpee BCero f0ObI0TCA ycIexa
u B OyayIem.

— Bnuwymca nu onu? Jlyummnit paboTHUK B Mupe Oyznet
MIMeTb MacCy po6yIeM, eC/iu OH He BIIUCBIBAETCA B OKPY-
KAIOIYIO cpefy. Eciu Baly coTpyHUKM OTHOCATCSA APYT
K IPYTY C Tpaliyeli Ky3HeYHOTO MOJIOTA, BbI IO/KHBI IO Y-
MaThb ABAXKMbI, IPeXKJie 4YeM HaHATb KOro-TO O4eHb YyB-
CTBUTETBHOTO.
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[naBa 1/. BbipalnBaHue
cynep3eesf

ITocme TOro Kax Mbl HaHMMAeM HOBBIX JIIOJEN, MBI IIPOBOAUM
cobpanre. Ha HeM MBI pacckaspiBaeM O HaIllell ICTOPUY, O TOM,
9ero OT HUX XKAYT B 06/macty paboTsl ¢ KnreHTaMu. MBI Takxe
Ha3HauaeM Ka)XJOMY «TpeHepa-IlapTHepa» — 4e/oBeKa, KOTOPBII
JieTlaeT Ty >Ke paboTy U KOTOPBI MOXKET OOBACHUTD IOTUTUKY
KOMIIaHUM WIN Ja)kKe IIPOCTO IOKas3arTh, e TyT Tyaner. Korma
BbI TIOMIAjIaeTe B HENPUBBIUYHYIO CUTYAIUIO, BB HYX/aeTeCh
B IIOfiIeP>KKe JIpyra, KOTOPBII pacCKa>keT BaM IIPO MeCTHBIE
TPAfULIVN M PUTYAJIBL.

MbI Tak)Xe paccKa3blBaeM HOBBIM COTPYAHMKAM O HALIUX
reposix, O TeX, KTO SIB/IeTCs IPUMePOM ycIexa. B oTierne mpopasx
MbI roBopuM o Ixeppu I'puddune (ceituac oH reHepanbHbIN
nupexrop Sewell Village Cadillac), koTopsiit mpopan B posHUITY
6ombure Bcex «Kapgummnakos» B cTpaHe. (B cBoit myummii rog oH
npogan 712 mWTYyK, a TOAbL, B KOTOpble OH IpofaBan 500, Obim
OOBIYHBIMIL.)

J>xeppu 6b11 TpoeccuoHaNbHBIM UTPOKOM B (GyTOOI 1 IIpU-
BHEC B ITPOJja)XV MAIlIMH CBOJI arPeCCUBHBIN U TPYOMI0OMBbII
nogxofi. OH npuxoaua B 7.30 1 He YXOAMJI paHblIle ITOC/Ie[HETO
K/IEHTa, TO eCThb OOBIYHO YacoB B 9 Beuepa. OH HUKOIA He
yXOau/I Ha 06ef; — BCerfa MPUHOCIUIT €70 B KOPUYHEBOM OyMarK-
HOM IIaKeTe U /I IIPsAMO 3a CBOUM cToroM. OH He OB B OTITYCKe
IATD JIeT.

Jl>xeppu cran paboTaTh y HaC B HU3KUII CE30H, elle Oymydn
npodeccronanbHbIM (pyT60MMCTOM. OH 3aKOHYMIT KOMIEHXK,
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¥ €T0 CMYIIazia paboTa MpoaBIja MALIMH — HACTOMBbKO, YTO OH
IIe/IbIX JIBA TOZIa He TOBOpM/ 06 3ToM cBoelt MaTepu. Korga on
HaKOHel| CKa3aj ell, YeM 3aHMMAETCA, OH ITOfIapWJI €/l HOBBIN
«Kapgmnmak», 4T06bI Kak-TO cMATYUTH yaap. C 3TOro MOMeHTa
OHM 00a pelnIn, YTo aBTOOM3HEC — 3TO K/IACCHAsA IITYKa.

Ixeppu mobmcs ycnexa 6arogaps cBoeMy MeTOZLY IIPOaXKu
MalIVH: He OBIIO HIYETo, 4eTro OBl OH He CHeNmas A/ K/IMeHTa.
Kak-to xomnanus Dr. Pepper pasocnana 1o BceM aBTOIIEHTPaM
Cadillac B Hamem okpyre 3aABKy Ha IOKYIIKY MAIIMHBI [/
CBOETo Ipefcenarensa. BMecTo TOro 4To6bl MpOCTO 3alONHUTD
dopmy, xeppu nepernan detsipe «Kagnamaka» Ha CTOSHKY
nepes; 0hMCcOM KOMITAHUY U TTONIPOCHI I-Ha KyleMeHca, «BBIITH
¥ BBIOpaTh MammHy». KieMeHc pr3HamI MacTepcTBO IPOfiaBLa
Ixeppy u Kynut ogHy u3 MamyH. C TeX HOp OH CTal HallUM
IIOCTOSTHHBIM IIOKYIIaTe/IeM.

Hpyroit repoit — ato Puy ITapkep, KoTopslit pofan 6omblie
BCeX 3aIl4acTell M YCIyT 3a OfMH TOJ — Ha JBa MIUJUIMOHA 10T
napoB. Ho 4To eme Ba>kHee — OH Mojy4un 6orblie 6arogap-
CTBEHHBIX IIJICEM OT K/IMEHTOB, YeM BCe Jpyrye Halll MacTepa,
BMecTe B3ATble. P4 o6magaeT caMbIM 6O/NBIINM yPOBHEM CO-
YyBCTBYA 1 COTIEPEXXMBAHN A K/IVIEHTY U3 BCEX, KOTO 51 KOI/ja-11mbo
BUJie/. JIIs1 Hero COBEepIIeHHO eCTeCTBEHHO, HallpuMep, BCTpe-
TUTHCS C K/IMEHTOM I10C/Ie OKOHYaHMsI pabodyero BpeMeHu mbo
B BOCKpECEHbe M/IM TO3BOHNUTD K/IMEHTY U3 I0Ma, YTOOBI BbLAC-
HUTb, YTO HAJIO CAENMATh /A Hero. Pud ceityac paboraer pyko-
BOJNTeIeM cepBUCHOTO femapraMenTa B Sewell Village
Cadillac.

Hu o xoM 13 aTuX mofeil, KOHEYHO, HeNb3A CYIUTD TOBKO
10 KHUTe, I MHOT/A UX JIeVICTBM Kasamuch nogpeiBHbiMu. (Ha-
IpuMep, 3aXBaT TPeX JTI0fieil M3 CePBICHOTO JielapTaMeHTa I
neperona «Kapgunmakos» k oducy Dr. Pepper 6511 He 04eHb XO-
POIIO IPUHAT PYKOBOAMTE/IEM flenapTaMeHTa.) Ho B KOoHeuHOM-
TO CYeTe OHM COBEPIIVIIN MPOAAXY M (M) CLielany KaMeHTa
JIOBOJIBHBIM — @ 9TO ITTaBHOE. VIMEHHO IO03TOMY MBI CYMTaeM
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I'pudduna n ITapkepa (M MHOTUX [JPYTUX JIIOAEN, YIIOMAHYTb
KOTOPBIX HAM He II03BO/ISIeT 00'beM 9TOJ KHUTY) TepOsIMI, Jake
€C/IV OHM He BCerja paboTam 1o MpaBuIaM.

MbI cTapaeMcs MOAAEP>KMBATD JIIOAEN ¢ He3aBUCHMBIM MHe-
HUeM, C jorelt OyHTapcTBa B aylie. Hamm nydime MeHemKepbl,
IIPOJABIIBI VIV TEXHVKY PEKO JIJIAI0T BCe MO IIPOINCAM, HO OHI
M06MBAIOTCA TYYIIETo KayecTBa PaboThI, 4eM Te, KTO PacCTaB/IA-
eT BCe TOYKM HaJ| BCEMU i, — IIOTOMY YTO IIPUBEPIKEHBI IeNTy U
paboratoT TBOp4YecK. VI mO3TOMY MBI pacckasbplBaeM O HAIINX
reposix HOBBIM COTPYAHMKAM.

PaboTHMKY TaKKe JOIKHBI 3HATD, YETO He HA00 Aenatb. JTronn,
yXopsliye BOBpeM:, CTapaoluecs paboTaTh IOMEHbIIIE VN He
HOHMMAIOLINE LIYTOK, HOJITO Y HaC He BbIfiep>KaT. TonmbKo BbIa-
Iolyecs MOMy4yaT npopBuKeHue. Eciu e BBl HellpaBUIbHO
obpaiaerech ¢ KJIMEHTOM, BB ITOTepsieTe paboTy.

Mpbl rOBOpUM JIIO[AM, YTO Ha IIE€PBOI NIPOBEPKE, KOTOpas
IPOMCXOAIUT aBTOMATIYECKH 10 ucTedeHuy 60 [Heit ux paboTsl,
OHU OYIYT OLIEHEHBI II0 TPeM KPUTEePUAM:

— ITooxo00sm nu oHu? Mbl XOTUM 3HATb, 4TO O HUX AYMAIOT
U KJIMEHTHI, ¥ KOJIIET .

— Bumonusatom nu onu pabomy? CoBepIIeHHO He BaXKHO, KaK
K HUM OTHOCSITCS, €C/IVl OH) He BBIIIO/IHAIOT paboTy Wi
IeNIaloT ee HeIPaBUIbHO.

— Jlobunuce nu onu 3HAUUMeNbHBIX YIyHuieHuit? Mbl XOTUM
3HATb He TOJIbKO TO, YTO OHM CTAHOBSTCS /Ty4Ille B CBOEIA
06/macTi, HO U MILeM IIPU3HAKM TOTO, YTO OHU MOTYT Opath
Ha cebs1 60sIbIlle OTBETCTBEHHOCTIA.

Eciy oTBeTbI Ha 3T TPU BOIIPOCA OTPUILATEIbHbIE 11 HET HIKa-
KVX OIIPaB/bIBAIOLINX 0OCTOATEIbCTB, Mbl PACCMOTPUM BO3MOXK-
HOCTB 3aHATb TAKOTO Ye/I0BeKa 4eM-To ApyruM. Kuury o ympas-
JIEHUIO TOBOPSAT, YTO, €C/IM Yy BaC MHOTO JIMIITHETO BPEMEHM, BbI
MO>KeTe 00Y4IMUTh KayXk/JOTO IPaBIUIbHO BBIIIOHATD PaboTy. 5 Obl
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He CKa3aJI, YTO KHUTY BPYT, HO B HEOOJIBIINX KOMITAHUAX, BPOZie
Halllell, HAMHOTO IIPOIIe 3aMEHUTh 4€/I0BEKa, CO3MIAOILETO IIPO-
6eMbl. MBI He MOXKeM TPAaTUTb BPeMs I CPEICTBA Ha TeX, KTO He
MOXXeT HOPMaJIbHO paboTaTh U 3a00TUTbCA O KiameHTax. Ham
HEKOT/Ja >KIaTh, II0Ka KTO-TO HatifeT ceOs1. KoHKypeHIVA ciiKoM
CBUpEIa, TaK 4TO YBOTUTb KOTO-TO — 3TO He IPex.

9T0 0COOEHHO Ba)XKHO [IS TeX JIIOfieil, KOTOpble HaXOMATCS
Ha «II03MLIMSX, CIIOCOOHBIX IIEPEIOMUTD UTPY» (IT0 OIIpefieIeHII0
CruBa ManBaHy, Npe3uieHTa KanuPpOPHMUIICKON KOMIIAHUY
Management Tools, npusHaHHOI 9KCIIEPTOM B 00/1aCTV CO3aHMS
" BHefIpeHuA cucteM appeKTMBHOCTN).

B 6eiic6ore BbI He cMOXKeTe IT00eUTh O3 BeTIVKUX MATYEPOB.

B pyrbone BaM Hy>KeH BelMKMIl Hallaga oI il

B 6ackeTr60s1e BaM Hy>KeH Be/IMKMIIT Pa3bITPHIBAIOIVIL.

B 6usHece To xe camoe. [To3niun, Ha KOTOPBIX MOXXHO Ilepe-
JIOMUTD UTPY — HAIIpMMep, MEHeJKep 110 Bbiflade cCy/, B GaHKe;
IVJIOT B aBUAKOMIIAHNM; PeJaKTOP, OTBETCTBEHHBII 32 0TOOD U
yO/IMKALMIO 3TOV KHUTY, — He MOT'YT ObITh OCTaB/IeHBI B PyKax
CpeHUX IIOfIEi.

Y Hac TaKMMU HNO3UIIMAMMU ABJAIOTCA JOHKHOCTY PYKOBOJU-
TeJlell JellapTaMeHTOB, OTBEYAIOI /X 34 IIPYeM HOBbIX U IOfiep-
JKaHHBIX MAlVH, CEPBUC, (PUHAHCHI U CTPAXOBaHUe, 3aII9aCTH,
KY30BHble MacTepcKue. DT JIIOiM OIIPefe/IsAI0T Halll yCIeX MIN
HeyZlauy, IOTOMY YTO OHU — JIake OOJIblIIe, YeM 51, — BIUAIOT Ha
OTHOILIEHNs C HAIIMMY K/IMeHTaMI U Ha Hallly HPUOBIIBHOCTD.

Ecnu gyenoBex Ha 106011 13 TAKMX [TO3UIINT paboTaeT Ha Cpei-
HeM YPOBHE UM HVDKE, MBI CPa3y CTapaeMcs BBIACHUTD, IOYEMY
3TO poUCXoAnT. ITpoen 1u oH HeoO6xoxMMBIIT TpeHnHT? [locTa-
TOYHBII ¥ Hero onbIT? ECTh /1M y HEro Cioco6HOCTY JI71s BBIIIONI-
HEHUsI 9TON paboThI?

Ecnmu oTBeTHI Ha BCe 9TM BOIIPOCHI IIOJIOXKUTENbHbIE, HO pabo-
Ta MO-TIPeKHEMY BBINOMHAETCA IIJIOXO0, BaM HAJJ0 Clie/IaTh CBOI
xozi. He mosBosiiTe HeaeKTUBHBIM TIOfAM OCTAaBaThCS Ha KITIO-
4eBbIX MO3UINAX. 3/ech [jaXke CPeHUI YPOBeHb aOCOMIOTHO
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HerpueM/ieM — He3aBUCKMO OT TOTO, HACKOJIBKO BaM 3TOT pa-
OOTHMK HPABUTCS, KaK JO/ITO BBl pabOTaIM BMECTE WU KaK XO-
pouro oH paboran panbie. MOXXHO 6€CKOHEYHO 00CY>X/1aTh
CMsTYaolie 06CTOATeIbCTBA, He MTO3BO/IAIE TAKOMY YeyIo-
BeKY IIPaBU/IbHO BBIIOMHATH paboty. Ho korpga-To Hafjo mpekpa-
TUTD 9TV Pa3rOBOPbI U C/le/IaTh XO[ — J/y4llle paHbIle, YeM
no3xxe. [TepeBUHbTe €r0 — eC/Ii BBl HE XOTITE €T0 YBOTBHATb —
Ha JIpyroe MecTo.

OcHOBHBIE BbIBOJIbI

— Kax monvko 6vL HaHANU K020-110... TOTOBOPUTE C HUM
0 TOM, 4TO HY>KHO J/Isl TOTO, YTOOBI IIPEYCIIeTh B BallIei
KoMmaHuu. JlaiiTe MpyMephl e HHOCTEN Ballleli KOMIaHN
1 €€ TEPOEB.

— He 6oiimecv ysonvHamy. PaboTaiiTe IIOTHO C TEMM, KTO
Mano3pPeKTUBEH, HO eC/IU CTAHOBUTCA SICHO, YTO XOPO-
1Ieit paboTbl He JOOUTHCA, TO3BONBTE M YiITH. OT 3TOTO
Oypmer nmydine ¥ pabOTHUKY, ¥ KOMITAHU.

— Hanumatime He3asucumo muvicasusux mooeil. Camble
a¢dexTuBHBIE MOV BCerfa 3HAIT, KAK «IIPOTHYThb»
IpaBuja, YTOOBI CAeNIaTh XOPOUIYI0 paboTy I K/IN-
eHTa — U i1 GUPMBI.
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[naBa 18. Y4yeT He TONbKO AeHer

BcriomHuTE, KaK BBI B IIOCTIEAHNUIT pa3 urpanu B TeHHNC. CKOMbKO
BPEMEHU TIPOIIIO C TOTO MOMEHTA, KOIIa Bbl CTa/IV pa3MMUHAThCA,
00MEeHMBAsICh yAapaMi, 10 TOTO MOMEHTA, KOTIJia Balll CIIAPPYHT-
napTHep ckasam: «Hy 4To, cpirpaeM mapruio?»

To, yT0 MMenoCh B BIJY, O3Ha4aeT: «/JaBajiTe UTPaTh Ha CYET».
MbI Bce, Ha KOpTe My Ha paboTe, TIOOMM 3HATh, HACKOJIBKO MbI
XOpOILO BefieM fiefio. Vl e HCTBEHHBI CIOCO0 Y3HATh 9TO — Bec-
TU CYeT.

[Topcyer KonMMyecTBa IPOJAHHBIX HAMY TOBAPOB — 3TO OJJUH
crioco6 BegeHus cyera. OH laeT HAaM KapTUHY B LIEJIOM.

OpHaKo 9TOr0 HEOCTATOYHO. JTO, HAIIPUMEP, OYEHb JaNeKO
OT TOTO, YTO fie/laeTcs B Oeiic6orie. BOT BbI cMOTpuUTE UTPY 11O TeTte-
BU30PY U BUANTE BHU3Y LUPPY — CKOIBKO Pa3 3TOT UTPOK OTOUIT
OpOCKM IUTYEPOB-/IeBIIIelT 3a 9TOT Beuep. Bbl MOXKeTe y3HATh, KaK
OH ObeT B TeX C/Iy4Yasx, KOIia UTPOKM €r0 KOMaH/IbI y>Ke HaX0-
AATCA Ha 0asax, ¥ KOTZIa €ro pe3y/IbTaThl Iydllle — B IepBOIL
MOJIOBMHE MaT4a MU BO BTOPOIL.

KoHneuyHo, Ha paboTe MbI He MOXKeM OBITH TAKMMM M3OLIPEH-
HbiMU. Ho oK HBL. MBI [OKHBI 3HATH, HACKOTBKO XOPOILIO MbI
paboraeM, 4TOOBI HAITY BO3SMOXXHOCTY JJIsA yny4ineHns. Eqna-
CTBEHHBIIT CIIOCO0 MIJI5I 3TOTO — U3MEPSTH BCE, UTO TOTHKO MOXK-
HO. MBI Tak u JemaeM.

HexoTopble 110y ;yMaloT, 4TO 3TO HellpaBUIbHO. OHY ITOYTH
H4yero He n3MepsoT. OHM MPOCTO TOBOPSIT CBOMM PabOTHMKAM:
«[lemaii Bce TaK XOpOIIO, KAK TOIBKO MOYKEIIb!»
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ITO IIIymo.

9TO IIYIO IOTOMY, YTO Jie/IaTh BCE «TaK XOPOIIO, KaK TOITBKO
MOJXK€IIIb», MOXeT ObITh HEJOCTATOYHO. ITO KakK B cropTe. CKa-
JKeM, eC/IM Ia>ke CaMblil JIydImit u3 Hac mpobexxut 100 meTpos
3a 15 CeKyHJ, TO YK IIPOCTIUTE MEHsI, HO 3TOT0 HefOCTaTouHO. OH
He CMOXKeT IT06eUTh, He3aBUCKMO OT KPyra CBOMX 3HAKOMCTB,
MapKy 9acOB MM YPOBHSI MHTE/IEKTA.

Mb1 Bce copeBHYeMcA — Oyzb 3170 OnmuMnuaza nav 6usHec, —
¥ Ja>Ke caMast HalIpsDKeHHast paboTa MOYKeT He COOTBETCTBOBATh
TpebyeMoMy ypOBHIO. MbI HO/KHBI ObITD /Tydlile KOHKYPEHTOB.
MbI JOMKHBI OBITH /TyUllle BCEX.

VIMeHHO TO3TOMY MBI U M3MepsAeM 3P(PeKTUBHOCTD BCeX,
Bkioyas MeHA. (OTuer o Moeit a¢dexkTuBHOCTN — 3TO «OTYET
O IpUOBIIAX U yOBITKaX» KOMIIaHMM.) MBI XOTUM 3HaTh, KaK
paboTaeT KaXk/[blil, U, YTO He MEHee Ba)KHO, MbI XOTUM 3HATb, YTO
HY>KHO CJIe/IaTh, YTOOBI OBITH IIEPBBIMIL.

Koncynprant no ynpasnennto CtuB ManBaHu paspaboran
HOJXOf, /1A YTy YIlIeH N A Halllell IIPOU3BOANTeNbHOCTI. OH IOMOT
MHe TIOHATb BaKHOCTb M3MePeHNI, 0OpaTHON CBA3Y U IPU3HA-
HIA 3aCTTyT.

CTVB HOHA CBA3b MEXY M3MePEHNEM U IIPOU3BOAUTE/IbHO-
CTBIO, KOT/Ja ellle yumIcs B Koaepke. [TycTb OH caM paccKaskeT
06 aTOM.

«Bo BpeMs y4eObl 51 KaXKfIoe JIeTO B Ce30H cOOpa MOMUJOpPOB
paboTa Ha KOHCEPBHOM 3aBofie. Y MeHs ObUIM JiBe 005A3aHHOCTIL:
BO-IIEPBBIX, BBIK/TIOUAaTh MALINHY, €C/IU YTO-TO CIYIMIOCh. DTO
JIerde CKasarb, YeM CHE/IaTh, TaK KaK 13 3TOV MAIIMHBI BBUIETATIO
650 6aHOK B MMHYTY. EC/tu 51 He ycreBas1 cpearnpoBarb Ha IIpooie-
MY, MAILIVHY 3aK/IMHUBAJIO, U1 CTPYSI TOMATHOJ IACThI TEMIIEPATy POl
190 rpamycoB 6uIa MHe B KMBOT. Bropast 4acTb Moeit paboTsl co-
CTOsI/Ia B 3aTPy3Ke B 3aKaThIBAIOIIYI0 MALIIVHY KPBILIIEK — 3TO CaMOe
3aHy[{HOE 3aHATHE B MYpe. S1 IOHSAJL, 4TO eC/IU He CAe/Ialo Ty pabo-
Ty 6071ee Becesoil, To CKOPO CBUXHYCh. TeM 6oyee 4TO Ha cocepHelt
MallyHe paboTal c/ierka IIOMeNIaHHbII TapeHb.

Y E" 2016



120 KnueHTHI Ha BCIO )KM3HD

Sl Hayan paccuUTHIBATh CBOXO NPOMU3BOAUTENBHOCTD. KoMma-
HMA CUMTana KOIMYECTBO ALIMKOB, YHIIMI, MUHYT Ha OGHY
ollepaluio, BpeMs IIPOCTOEB U LjeHy OOCTY>XMBAaHUS Ka>KJ0M
MaIIHEBI.

S cTan cunTaTh KPBIIKMA.

Kpplmiky A MOr yBUAETb U MOTPOTaTh. S KaXX[blil JeHb
3aIMCBIBAJI, CKOJIbKO SIIMKOB C KPBIIIKAMU sI MUCIONb30BAJI,
YMHOXaJI KOMYeCTBO AMMKOB Ha 3600 (KOMM4ecTBO KpPBIIIEK
B SIMKe) 1 TTOJTyYajI 061jee KOMMYeCTBO KPbIIIEK, IIPOIIeIINX
Jyepes3 MOIO MAIIVHY 32 JieHb. DTI IUQPHI 5 3aIMChIBAJI HA CYyM-
Ke JIJIs TaHyYa.

ITocne yeThIpex AHEN MOACYETOB A 3aMETUJI, YTO XOUy IIpe-
B3OJITM pe3y/NbTaT Ny4llIero AHA, ¥ CTa/l BBIYUCIATD, CKOTIBKO
KPBIIIEK B Yac Ha/l0 3arpy»kaTh B MALIVHY, YTOOBI JOCTUYD pe-
KOPIHOJ CKOPOCTH.

KoneuyHo, KOMIIaHMSA He 3HaJa, YTO S Befly TaKye MOJCYeThl,
HO MOs MalllfHa IOCTaBMJIA PeKOpP]] IPOM3BOJUTEIbHOCTU BCETO
3aBOJa.

CunraroT Bce! [lenaeTt 1 4eloBEK 3BOHKM K/IMEHTaM, I1edaTa-
eT IV MUCbMA, YMHUT 1M aBTOMOON /I, JOObIBAET YrO/Ib VN 3a-
KaTbIBAaeT B OAHKV TOMATHDII COYC, — OH OTCJIE)KMBAET CBOM CYET.
BbI30B 17151 pyKOBOJZICTBA COCTOUT B CO3[JaHUI CUCTEMBbI M3Mepe-
HUI ¥ 00paTHOI CBsA3M, KOTOpasi Oblyta OB MHTEPECHA 1 MTOXO0-
fiuta 6bI KaXX/JOMY YIEHY KOMaH/IbD».

Ham monpasmnnuch upen ManBaHu, M MBI IOIPOCKIN €TO
pa3paboTath A HaC OCMBICICHHYIO CUCTEMY.

OH HayaJ ¢ TOro, YTO /Iajl HaM CIIJCOK IIapaMeTpPOB, KOTOPbIe
MBI MOKEM U3MEPATD.

Kommngectso

— IIpogmaxku B fomnapax

— KonmnyecTBo IpofjlaHHBIX TOBAPOB
— OrtnpasieHHbIE 3aKa3bl

— CoBepIIeHHbIe 3BOHKNI
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KauecTBO

— KO)’II/I‘{eCTBO HpaBI/I}IbHO CE€TaHHbIX peMOHTOB

— Yucno NOBTOPHBIX K/IMEHTOB

— COOTHOH_ICHI/IC ITIOJIOKUTEIbHbBIX OTpI/I]_IaTeHbeIX IIceM

— OueHka 06paTHOI CBA3Y IO IMOBOAY cepBuca (MHIEKC
YZOB/IETBOPEHHOCT K/IVMEHTA)

— TeKY‘{eCTb 1<a11p0B

Nspepxxkn

— O6mue u3ep>KKU B pacyeTe HA eAVHUILY TOBapa

— Ormara Tpysa pabOTHUKOB

— CooTHoOILIeHNEe TJIAHOBBIX 1 PaKTIYECKUX U3epPrKeK
— OnmnnayeHHble cyeTa

— VIS,I[ep)KKI/I Ha KBaIIpaTHbII?I METPp NOMEIEHNA

Cpoxn
— Cpentee BpeMms 06pabOTKM 3aKasa
— HpOHeHT IIOCTaBOK BOBpEMA

— IIpoueHT 3aKa30B, BBIIIOIHEHHDIX 3a 48 4acoB

Kpowme Toro, ManBaHu fja HaM YeTbIpe BONIPOCa, KOTOPbIE MBI
JO/DKHBI OBbUIM 061 yMaTh, IPEXX/e 4eM BHEAPATh CUCTEMY M3Me-
PpEeHMIL

— Aengemcs nu usmeperue 6axHuIM?
Css13aH /1 pabOTHUK € 3TUM IoKa3aresieM? MOXXHO n
IO/Ty4aTh IaHHBIE XOTA OBl pa3 B iBe Hemermu? (JJaHHBIe,
IoJTy4aeMble pexxe, He ropAaTca.) Ecim BeI mpekpaTute
OTC/IC)KMBATD IAHHBIC, 3AMETUT /I 3TO KTO—HI/I6Y]_II)? Ecmn
9TOT IMapaMeTp y/Iy4IIUTD, IIOBANAET /I 3TO HA pE3Y/lb-
TaTBhI iellapTaMeHTa VIV (GUPMBI?

— CnoxcHOo U 3mo usmepams?
Ecmn Ha m3mepenne yxonut 6oree 15 MUHYT B JIeHb, BO3-
MO>KHO, 9TOTO He CTOUT Je1aTh Boobme. CaMplil IIpOCTON
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Cr1oco6 HaCTPOUTD CUCTEMY cOOpa JaHHBIX — 9TO OLIEHKA
TeX JAHHBIX, YTO yXe cobuparorcs ceiruac. [Togymaiire,
KaK MOYKHO COOMPAThb JJAHHbIE aBTOMAaTUYECKH, C UCTIOTIb-
30BaHMEM KOMIIBIOTEPOB.

— Iotimym nu pabomuuku, 4mo UMeHHO usmepsemcs?
EcTp Takmue ympaBjieHYeCcKMe ImapaMeTpsl (BO3BpaT
MHBECTULMIT, 060POT 3aI1aCOB, CPOK 3aTEeP>KKM OTI/IAThI
CYETOB, U T.II.), KOTOPbIE, KaK MIPaBUJIO, HETIOHATHBI /IS
06b19HBIX PaboTHMKOB. Camble 3¢ deKTUBHbBIE Mapa-
MeTpbl GOPMYINPYIOTCA IpOCTO. JIydlile BCero cunTaTh
BCe LITYKaMy, Ha BTOPOM MeCTe — JIeHbI'Y, Ha TPeTbeM
— npoueHThl. (VIHTepecHO, YTO PYKOBOJVTENIN OLIeHMU-
BAIOT BCe B 0OPAaTHOM HOpsIKe: IPOILEHTBI, JO/UIAPHI 1,
HaKOHell, IITYKI.)

— Coopmynuposarvl 1u napamempvl UsmMepeHuss 6 No3Umue-
HbLX mepmuHax?
Ecu BbI MOXeTe U3MepUTDb OTCYTCTBIE, 3HAUNT, BBl MOXKET
U3MepuUTh U IpucyTcTBue. OTUNTHIBaNTECh He 00 OTXOfAX,
a o BeIpaboTKe. OTCIeXMBaliTe IOCTABKY BOBpeMs, a He
OIO3JAHNA.

— Jlyu4uie, 9TOOBI JIIOAM CTPEMUINCh TOCTUYD LI/, a He
nsbexxarp onmnbxm. K Tomy sxe, ecr Bel cobupaere mapop-
MaIMI0 O HEeXeTaTe/IbHOM, JTIOfJL He CMOTYT IOHATb, YTO
Ke OT HUX TpeOyeTcsl.

ITocne Toro kak Manpauu 06bACHU HAM BCE 9TO, MbI CTa/IN
pelath, KaK ONpefe/INTb HAIlM yrpaBaeHYecKme menn. Okasa-
JIOCB, YTO 3TOT HPOLECC COCTOUT 13 HECKOMBKMX IIIATOB.

Bo-mepBbIX, MBI JODKHBI OBUIN OIPEJENNTD, YTO UMEHHO 13-
MepATbh. [l npofaBia — 3TO KOMMYECTBO MPOJAHHBIX UM
B Mecs1l MamuH. [Ins 6yxrantepa, cobuparolero omnary, —
CpefiHee KOMMYeCTBO IHelt, Heobxoaumoe ijist coopa OIIaThl 110
BBICTABIEHHBIM CYETAM.
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Bo-BTOpBIX, OnpefiennB 00beKT M3MePEeHNIt, MbI JO/KHbI ObLIN
HaITU CpefHIe 3Ha4eHM A 110 OTPacau. BObIIMHCTBO TOPrOBBIX
accolManuit OTCIeXMBAET MOIO0OHbIE TaHHbIe. MBI pEMN/IN, 4TO
TaKye CpefHMe 3HaueHMs OyAyT /I HaC MUHMMAJIbHO IIpUeM-
neMmbiMy. Haia enp — Bcerfa nmomnafats B aydmne 5%. Hamm
MPOZABIIBI JAIOT XOPOIIKIT IPUMeEpP TOTO, KaK 3TO paboTaer.

B 1957 ropy, Korga Mbl Ha4alIy OTC/IEXKUBATh, CKOTIBKO IIPOfia-
eT Ka K/l 13 HalllMX IIPOAABIIOB, 3TO YMCIIO COCTABIANO 6 Ma-
HIVH B MeCA1l M paBHATIOCH CPeJHEMY IO CTpaHe. M bl IOCTaBUIN
1enpb [oouThest 8 mpomak B Mecsil, 3ateM 10 1 ¢ TeX TIOp paBHO-
MePHO YBeIM4YuBanu 3To 4nucno. Ceiluac HUKTO U3 MEeHe[[>)KePOB
He TOBOPMUT, YTO XOPOLIO paboTaI B 9TOM Mecslle, eC/IN IPOfa
Menbiie 20. Mbl )XfeM OT HUX XOTs Obl 15.

3a nocnepHMe 33 rofa cpefHee IO CTpaHe YMC/IO TOXKe BBIPOC-
7m0 — 10 8.

ITouemy MbI yBeMuMBaeM HaLIM OXXUJaHMAS

MBI HMKOTZIa He OBUIM CaMOJOBONIBHBIMHU. [JOCTUTHYB Lienu,
HY>KHO He PaccimabsaThcs, a HATH ellle OOMbUIYIO TOPY [/ I0-
KOpeHMs. Bbl JO/KHBI ITIOCTOSHHO NOBBINIATDH BalllM CTAHJAp-
TBI — YTOOBI IIOJ/IeP>)KMBATh SHEPIeTUKY BALIVX JTIOfeil ¥ UATU
BIlepe/ii KOHKYPeHTOB. Kak To/IbKO BbI CTaHeTe I0BOIbCTBOBATD-
€Sl JOCTUTHYTBIM, KTO-TO Bac OOTOHUT. Bbl HUKOTIa He CMOXKeTe
OCTAHOBUTD NOA'BEM CTAaHAPTOB MPOV3BOAUTEIBHOCTH.

C uenmssMu mpoucxogut 3abaBHas Berib. CHayama, KOrja Bbl
0 HUX 0OBSIB/IsIETE, TIOUTU BCE TOBOPST, YTO 3TO HEBO3MOXKHO U
HET crocoba 3TOro 0CTUYb.

B 1989 rony, Korga Mbl MOCTaBUIN Lienb IpofaBaTh 20 «XeH-
Jiail» B MeCs1], BCe TOBOPW/IN, YTO 3TO HEBO3MOXHO. VI 910 Oeii-
cmeumesnvHo TPYLHO, TaK KaK Ha OHY IIPOJjaXKy IPUXOAUTCA [iBe
VTV TP He3aBepLIeHHbIe cie/IKi. MHorMe oKynaTeny «XeHaain»
He o4eHb borarsie mou. OOBIYHO ITO UX IEPBaAs HOBAsI MAINHA,
U Y HUX HeT OOJIBbIION KpefuTHOI ucropun. Tak uto 20 MaunH
B MeCAI] — 9TO BbI30OB, ¥ MHOTME NIPOfiaBIibl «XeHal» fyMaiu,
4TO OH HUKOTZA He Oy/ieT IIPUHAT.
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Ho notom npuenn Men YoppeH, OfUH U3 Ty4YMmNX Mpodeccu-
OHAJIOB, KOTOPBIX £ BUJeEN, U npojan 26 «XeHpai» 3a Mecsll.
Tenepp mpyrue mpopaBubl roBopAT: «Pa3 oH MoXKeT IpofaBarh
20, To u s cmory. (M Tpoe HemaBHO cpenanu 9T1o.) Ho Ha camom
Jiesie 51 XOuy IOOUTD peKops YoppeHayr.

JTtomu MI06ST COPEBHOBATHCSI — OHM MOTBITAIOTCS TPEBBICUTD
MI00BIe OXXVJJAHM S, yCTAHOBJICHHBIE J/IS1 HUX, He3aBUCUIMO OT TOTO,
3aIUIaTAT 1M 3a 970 6onbure. (B rmase 20 06bsACHEHO, KaK MBI
TUTaTUM CBOMM paboTHMKaM.) V He Ba>KHO, CKOZTBKO UM JIeT, — 3TO
JacThb YeT0BEeYeCKOI IPUPOADL.

Kak-To MBI HaHA/IM IPOJABIIA, KOTOPOMY OBIJIO YXKe 3a LIIeCTh-
fecaT. OH gonro paboran B APYroM aBTOLIEHTPE U IPUBBIK IIPO-
maBaTh mo 8-9 MamuH B MecAl. Korma oH mpuiuesn K HaM, OH
YBUJIETI, YTO MBI OXKIJjaeM HaMHOro 6osbiero. OH mocMoTpen
Ha IIapHeil, KOTOpble CIIOKOMHO NMpofaBaay Ha 1-2 MallMHBI
B Mecsi1] 00JIblile, 4YeM OH, U CKasaml: «SI He X049y yXORUTb B OT-
CTaBKY, YTOOBI L]eJIBIMU JHAMM CMOTPETh B OKHO, CTy4a HOTTSIMMI
IO CTONY. Sl MOT'y MOCOpeBHOBATLCA C 3TUMM MalbuMIIKaMu!»
W oH Ha caMoOM Jiefie HayasI 3TO IenaTh. Tenephb oH mpoxaet Ha 50%
6osbIlle MAaIlIMH, Y€M paHblile, — IPOCTO IIOTOMY, YTO He XOTesl
OBITD ITOCTIETHIIM.

MBI Bce Tak fienaeM.

Jlioan no ceoei npupoae N6AT COPEBHOBATHCS; OHKU NOMbITA-
0TCA AOCTUYb JOObIX LIeNEN, HE3aBUCMMO OT TOr0, 3anaaTar
2K 3@ 370 60NbLIE. TaK YTO CEKPET COCTOUT B TOM, 4YTOOLI yCTa-
HaBAMBATb LLESIM B NYUIUINX MHTEPECAX OU3HECa.

Korpa Mbl Hadanu Bce M3MEPATD, HAIIM COTPYIHNUKM, JOCTAB-
JAIOIIVE KJIMeHTaM UX MAIIMHBI IOC/Ie PEMOHTA, IPUIIIN K HaM
U TIOTIPOCU/IY IIOCMOTPETH Pe3y/IbTaThl OIIPOCa KIMEHTOB, Kaca-
foruecs: ux paborel. Korma mMbl fanu M oOline JaHHbIE, OHU
3aleNIINCh 32 TAKO BOTPOC: « CKOJIBKO BpeMeHY BaM IIPUIIIOCh
JKJJaTh CBOIO MAIMHY IIOC/Ie OIJIaThl cueTa?»
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MbI OTC/IEXK MBIV BPeMsi — OHO PaBHSAIOCH IIPUMEPHO LIec-
TY MMHYTaM, — HO HAlll COTPYAHUKMN He 3HAJIN, XOPOIIO 3TO
VIIU TI7I0XO. Y BCeX ObIT 0fyH Bompoc: «KTo camblit ObICTPbIT?»
C Tex mop MBI CTanM BBIBEIIMBATH TAOMNIY C [TOKAa3aTeNsIMU
Kaxgoro. OHM cTanu [jefath Bce 6eroM, U cpefjHee BpeMsi CO-
KPaTHUIOCh O TpeX MuHyT. OHM CTPAIIHO TOPAATCS, €C/IU UM
YAa/10Ch BBIBECT MAIIMHY ellle ObICTPee, — 9TO 1{e/Ib, KOTOPYIO
OHU MOCTaBU/IM caMy cebe. VI eciu TeXHUK MpUIIAPKOBAI Ma-
IIMHY B HEIIPaBM/IbHOM MeCTe, TaK YTO IIPUIIJIOCH ee Pa3bICKM-
BaTh (YTO YBENMMUNMIO BpeMsI JOCTABKM), OHYM YCTPANUBAIOT eMY
He6O/TbIION CKaH/ A

9T0 copeBHOBaHUe B 4NCTOM Bujie. OHI He TTOTYYalOT HUKA-
Koro 60Hyca, KOIrjja BbIBOAAT MAIIMHY ObICTpee, 4eM 3a TpU
MUHYTHL. VIM IPOCTO HPaBUTCA MOXBACTATbCA CBOMMMY Pe3yIlb-
TaTaMM M CJIerkKa MOATPYHUTD Haj TeMM, KTO «TOPMO3UT».
[TosToMy HamM KIMEHTHI MOTYYal0T CBOYM MAaIIMHBI HAMHOI'O
ObIcTpee, yeM rae-nmubo ele.

(Bce aTo Becpbma mormyHo. BcioMHMTE, Kak BBl UTPaeTe B TEH-
HIIC C APYToM. 5] yBepeH, 4YTO BbI HOCUTECH II0 KOPTY KaK OIIIa-
peHHBII 1 ObeTech Kak JIeB 3a KaXk/joe 04Ko. becmmaTHo. Bo
IIPOCTO XOTUTE BBIUTPATD.)

[TosToMy MBI M3MepsieM BCe 1 BbIBEIIVBAEM IOy YEHHBIE pe-
3y/IBTATBI, YTOOBI Ka XK/bIil IMeTI BO3MO>KHOCTD IIOCOPEBHOBATHCSL.
JlaHHBIE O BpeMeHM BBIBOfIa MAIUMHbBI KIIMEHTY BUCAT PALOM
C CepPBUCHOI 30HOIL. B oTHene cb6opa ommarel BUCAT TaOMUIBL,
nofj06HbIe 1M300pakeHHoIt Ha puc. 1 (cmp. 126), a CSI (nHAekc
YHOB/IETBOPEHHOCTM K/IMEHTA) BCETO aBTOLICHTPA BUCUT Be3Ie.
(KoneuHo, Ha creHmax oTobpakeHO He Bce. VMHbopmanus o
HIpUOBIIM Ka)k/J0TO IPOAaBLia B pacyeTe Ha MAIIMHY pa3Mella-
eTCs1 B KHUTE, TOCTYIIHO TOMBKO IIPOAABLaM, a He K/IMeHTaM.)

Bce pesynbrarhl, KOTOpble MBI pa3BeLINBaeM, IePCOHAIN3N-
poBaHbl. HanmpuMep, Bo3je KaXKoro pabouero MecTa TeXHUKa
ecThb Tab/IMYKa C ero MeHeM, a Ha Heil — MeCTO, IJle MOXKHO 3a-
KpenuTh HeOOoMblIyI0 HaKTelKy ¢ norotunom Cadillac, koTopas
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Puc. 1

CobpaHHas bettn onnata

Osxupgaemble npuxogbl B TedeHue 30 aHen

Lonnapsbl
(TbIC.)
>

o N A OO ©

MAP AMP MAW WIOH WION ABM CEH OKT HOA [AEK AHBY0 ®EB MAP

[131-60 [ 61—90 [ 191120 [ 6onee 120

[O/TaraeTcsi TeM, KTO cfienan npasmiabHo 100% cBoeit paboTh
3a Mecs1. brarogaps mepcoHanusanun tabaui u rpadukos
Ka>K/Ibli1 IOHMMAeT IPABIJIA UTPBI 1 KTO UIET Briepeny. Mbl He
HuuIeM, CKOTbKO BpeMeHN YXOJUT y AemapTaMeHTa cb6opa
OIIaThI Ha [IO/TyYeHe JieHeT II0 CYeTy — Tab/mnija Ha3bIBaeTCs
«Cobpannas bertn ommara». B memaprameHTax, MOX0XMX
Ha 9TOT, Ie paboTaeT ONUH YeT0BEK, Mbl OTC/IEXUBAEM €O
I POM3BOAVTEIBHOCTD 32 12-MeCAYHBIN IepPUOJ, YTOOBI OH MOT
HOHATD JOJITOBPEMEHHbIe TEHAEHIIVIV i CPABHUTD MEX/y CO0011
OTJebHBIE MeCALBI (puc. 2).

Yem 6onblie MHGOPMALUY BBl BhIBEIIMBAETe, TEM 3TO 3¢-
¢dextuBHee. [Ipon3BOAUTENBPHOCTD KaXKAOTO TEXHMKA, HANIPU-
Mep, u3obpakaeTcs B Buje rpaduka u pasMeljaeTcs Ha CTeH/e
(puc. 3). VI KaXXZibIli MOXET y3HATh, KaK €ro PeiTUHT KadecTBa
(4acTHOE OT Jle/IeHNsl KOMMYeCTBa MPaBU/IbHO BBITIOTHEHHBIX
paboT Ha ob11ee KOMMYECTBO PAOOT) BBITJIAANUT CPEIV OCTATbHBIX
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Puc. 2
—— Dmen Yuarar
1988 [
1089 [] NHpekc
npon3BoanUTerIbHOCTHU
npogaBua
nlola|la|lS|ET|IE|L|T|-|®|x
< <
IS 222|282 |8(8(2|L

SNWEOON®O

peiiTuHroB. (Mbl OTC/IE)KMBaeM IMEHHO KOTTMYECTBO IIPABUIBHO
BBITIOTHEHHBIX paboT. [Ty6mkanmy konndecTsa ommnboK MOKeT
OBITb YHU3UTETBHOI JJIA YeT0BeKa.)

[Tonayasry He BceM HalllM COTPYAHMKAM IIOHPaBU/IACh MJes
BBIBEIIVMBAHMNA UX Pe3y/IbTaTOB, 0COOEHHO eCIy OHM paboTa-
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nn He o4eHb Xopoino. Ho Bpozie 651 HUKTO U3-3a 3TOTO He yMep.
Hy a ecnu onm TBeppo pemman paboTaTh IJIOXO, OHM 37IeCh
HAJO/ITO He 3ajiep>xarcs. HUKTo He 3aX04eT TepreTh UX pAIOM

¢ coboIt.
Puc. 3
LLUACCU
KoHeu, utons 1989 roga
o 1000 1000
1000 988 986
966

950 941

900

850

800

®ocrep Typk MpuH DxoHcoH T. Waddep K. Waddep
34 59 79 63 84 110

Ectp €le ofHa IIpyYlMHa TOTO, IIOYEMY JIOAN BCE-TaKN IPU-
HUMAIOT 3TN Ta6HI/IHBI n I‘pa(i)I/IKI/IZ Mbl 3BMEpPAEM TO/IIBKO TO, YTO
OKa3bIBA€T B/IMAHME HA X pa60Ty. MprI He CO6I/Ipa€MCH, Hanpu-
MeEDP, 3aCTaB/IATDb BCEX TEXHMKOB CAEIATh Hp06e)KKY Ha 100 meT-
poOB M BbIBECUTDb UX PE3yIbTaThI. MBI OTCIeXXMBaeM TONBKO
IIpON3BOANUTENDBHOCTD UX pa60TbI — TO, 4YTO OHM CaMU MOTYT
KOHTPO/INPOBATbD. Ounu MOIyT OBITH He YBEPEHDbI B CBOUX CIIPUH-
TEpCKUX Ka4e€CTBaX, HO BOT B CBOMX CIIOCOOHOCTAX OTpEerynamnpo-
BaTb 3aKUTaHME OH JOJIXKHbI OBITH YBEPEHDbI Ha BCE CTO. Vimen-
HO TaKye BE€UM Mbl I UI3BMEPSAEM.

Ecnu Mb1 Tak MHOTO BHUMaHUS 06pa1uaeM Ha N3MeEpeHue
IIpON3BOAUTE/IPHOCTH, TO 3TU M3MEPEHNA JOIKHDI OBITH YeCT-
HbIMI 1 OCHOBAaHHbIMMU Ha (baKTaX.
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PaccMOTpyM cHavaa 4eCTHOCTD M3MePEHMIL.

IIpencraBbTe, 4YTO MBI CpaBHUBAaeM pabOTy JIBYX TEXHMKOB.
OpnHOMY fOCTanmach jerkas paboTa, HaIIpUMep YMUCTKA CajloHa,
a IpyToi peMOHTHUPYeET TPaHCMUCCHI0. HeKOTOpBIM KaXKeTcst, 9TO
paboTa ¢ TpaHCcMUCCHel 6oee BaXKHa, YeM 4ucTKa. Ho KianeHT
Tak He AymaeT. KnmeHT cunraer, 4To 8ce O/KHO OBITD C/IeTTaHO
OT/INYHO.

Tak 4TO 06€ pabOTHI OKAa3BIBAIOTCS OFMHAKOBO Ba>KHBIMIL.
Kasxxppiit monyunt sonoroit nororun Cadillac n my6nmynoe npu-
3HaHMe, CJiellaB CBOI paboTy mpaBuabHO. OTHAKO MBI IIATUM
UM I0-pasHoMYy. KoHeYHO, TOT, KTO paboTan ¢ TpaHCMUCCHET,
HOMYy4NT OObLIE.

YroO6bl MmoydaTh faHHBIE, OCHOBaHHbIe Ha (aKTaxX, HaJo
MOICYNTBIBATh Ba)KHbIE BEIM, M MOACYUTHIBATD UX IPABUTIb-
HO, ¥ IaTh BO3MOXXHOCTb 4YeTI0BEKY, paboTa KOTOPOTO M3Me-
psieTcs, BOSMOXKHOCTb OOpaTUTh Ballle BHUMaHIe Ha OMNOKY
B pacyeTax.

Hac Bcerpa cnpamnBaoTt: «[lony4aroT nmu mopm 60HYCH
3a JOCTVDKeHe BbIJJaollelicsa MPOU3BOAUTETbHOCTU

Ectb gBa orBera: «He oba3arenbrno» n «O6IYHO HET».

37ech HeT HUYero CTPaHHOTO.

Bo-nepBbIX, HalIM COTPYAHUKM HOMYYaIOT OIIATY 3 KaXKAYI0
3aKOHYEHHYI0 paboTy, TO eCThb YeM O0JIbIlle pabOThI OHY CLIE/IAIOT,
TeM 0OoJIblle MOTyYaT. DTV HOIOTHUTE/NbHbIE BBIIIATHI — He
6onyc. OHNM ux 3apaboranm.

Bo-BTOpBIX, BCIIOMHUTE, IO KAKOTO THUIIA PabOTaIOT Yy HAC.
Mpbl HaHMMaeM XOPOIINX JIIOfieil, ¥ MBI IUIaTUM OOJIblile, 4eM
KOHKYPEHTBI, IOTOMY 4YTO HAlllV COTPYAHUKM IIOCTOSTHHO JOOMU-
BAIOTCS BBICIIEN IPOU3BOAUTENbHOCTH. PaKTUUeCK) BbICIIAS
IPOM3BOAUTENBHOCTD CTa/Ia CTAH/JAPTOM.

Bort mpumep.

Korya BbI oKyIaeTe MalllnHy, IPOM3BOAUTEND 00€I[aeT, 9YTO
Bce OyaeT MATK XOPOLIO B TedeHMe KaKOro-TO BpeMeHM — Ha-
IpuMep, aKKyMy/ATOp 6yAeT paborarh Tpu roga. Vi HekoTopbie
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BelM fenaroTcsa becrmaTHO — Lexus, K mpumepy, He OGeper
I/IaThI 3@ J1Ba IePBBIX [/IAHOBBIX ITOCEIeHN s CTAaHIINM TeX00CTy-
SKUBaHMUSL.

Ho xoTs1 9Ta pabora 6ecrimaTHa /st KIIMEHTA, IUJIepPbI BCe-TaKu
HO/MTY4YaloT 32 Hee IUIaTy. [Io OKOHYaHMM TapaHTUITHBIX PaboT
IIPOU3BOANTE/Ib BO3MEIAET X CTOMMOCTbD. DTO 1I€HA 32 BefIeHIe
6usHeca.

Y Hac ecTb COTpyAHMUIIA, KOTOPasA OTBeYaeT 3a IOTyYeHNe
3TUX FrapaHTUIHBIX I1aTexXxell. Korja oHa To/bKO Mpuiia K HaM
paborath, CpefHUIT CPOK OTNATHI cocTaBsn 45 pueit. C Mo-
MEHTa 3aMeHbI aKKyMY/IATOPa O MOMEHTa IOy YeH Y I OTI/IaThl
ot General Motors npoxonuno 45 gHeit.

910 6b1I0 CTUUIKOM O/ITO. IIbITasiCh MOHATH, CKOTTBKO BpeMe-
HM 9TO JO/DKHO 3aHMMAaTh Ha CAMOM Jiefie, Mbl, KaK Bcerya, 3aja-
IV BOTIPOC: «A KaKast HopMa?» VI oka3anoch, 4TO A1 HOTyuYeHU
OIIAThI II0 TAPAHTNM CpefHee BpeM 110 cTpaHe — 15 nHeit. MTak,
HO/Ty4M/Ia I Halla COTPyAHMUIIA OOHYC, CHU3UB CPOK C 45 1o
15 gueit? Her.

Ho xorpa oHa co BpeMeHeM CHM3MJIA 3TOT CPOK [0 9 JIHeil, Mbl
flanu et npubaBKy.

W cHOBa: OCHOBHasA MOTMBUpYIOLIAasA CU/Ia — 3TO He JeHbIN.
JIrony HOLOVIAYT K ee CTONY, YBUAAT TabNNIly, ITIOKa3bIBAIOLIYIO,
YTO CPOK IIO/TYYeHM I BbIIIAT 10 FApaHTUM TOBeieH 10 9 IHell, 1
ckaxyT: «OTmaHo!» PyKoBOAUTENb NPUITACUT ee Ha o0el, 1
JIIOIY B €€ lelapTaMeHTe CMOT'YT BOCIIO/Ib30BaThCs I10/Ty YeHHBI-
MM pe3y/IbTaTaMIL.

Hekoropbsle, mocnymas, KaK Mbl HACTPOM/IM HAIly M3MEpH-
TEe/IbHYI0 CUCTeMY, TOBOPAT: «Co MHOII TaKoe He IpoiifieT. MeHsA
TaK MOTUBMPOBATD HeNb3s1. S He cTa 6bI paboTaTh MHTEHCHBHEE,
ec/u 6bI MOM pe3y/IbTaThl Iy OIKOBATNCD.

B3pgop. PaboTHMKYM 3HAIOT, CKOTIBKO pabOThI OHM BBITTOTTHWIIN,
U 1160 TOPAATCSA ITUM KOMUYECTBOM, TUOO CTECHSIOTCS €TO.
Kpowme Toro, mofaM Ha caMOM JieJie MHTePeCHO, Ha KaKOM YPOB-
He OHU HaXOJSTCH.
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HexoTtopble paboTBl M3MepUTh TPYAHO, M 3TO BO3BpAIaeT
Hac K BOIIPOCY O Ba)XXHOCTM YeCTHBIX maMepennit. Ho Bcerga
MOYXHO HAJITH JI/I UBMEPEHNIT YTO-TO IOAXOAII[ee: KOTNIeCTBO
IPOJAHHBIX MAlIVH, 00pabOTaHHBIX IIPEIMETOB VN ITOXKAPEH-
HBIX raMOyprepos.

ManBauu n JleMUHT TOBOPAT, YTO MBI JOBOMM JIO IIpefiera
Hally u3MepeHus Kak popmy MoTuBanuy. OHM IPeIOYNTAIOT
U3MepATDH NPOV3BOANUTENIBHOCTD KOMAaHBI NIV lellapTaMeHTa:
CKOJIBKO TIOPIMII KapTOUIKM OBITIO NPOJAHO BeYepHEN CMEHOI
McDonald’s uau 4T0-TO B 9TOM pofe.

9T0, KOHEYHO, 3aMeYaTeTbHO, HO 5l XOUy U3MEPSTh 1 TO, CKOJIb-
KO cenan Kax/plit. OIATD 5ke 3TO IMoXoKe Ha 6eric6on. Kpome
OKOHYATeTIbHOTO CYeTa UT'PHI 5 XOUY ellje 3HATh, KTO OTOII HOMb
pas3 U3 4eThIpex, @ KTO — YeThIpe 13 YeThIPex.

EcTb 11 0macHOCTb, YTO JTIOAN CKOHLIEHTPUPYIOTCA TONBKO
Ha CBOEJ CTaTUCTUKe U He OYAYT oOpamjaTh BHMMaHMU Ha pe-
3ybTaThl KOMaHAbI? EcTecTBeHHO. Ho Takas omacHOCTS cylec-
TBYeT U B cIlopTe. VIMEHHO IT03TOMY CYILIeCTBYIOT TPEHEPHI
(1 60occhl).

OcHOBHbBIE BbIBOJbI

— MUsmepsiime mo, umo ymecmHo. Bbl He cMOXKeTe IIpU3BaTh
JIIOfIelt K TOMY, YTOObI OHU Jie/Ia/IV BCe HAVITydIINM 06pa-
30M, ¥ HaJIeATbCA Ha TO, YTO 9TOT YPOBEHb JOCTATOUHO
xopour. Bel (11 0HM) O/KHBI 3HATD, HA KAKOM YPOBHE OHI
HaXOJSATCS U I7ie MOXKHO YCOBEpPIIEHCTBOBATb paboTy.

— Buisewusatime pesynomarmot. bynbre 4eCTHBI ¥ OCHOBBI-
BaliTech Ha (pakTax, HO, pa3 y>k BbI y3Ha/IN, Kak paboTaeT
Ka)K/[bli, BbIBEIIVBANITe Pe3y/IbTaThl M PACIPOCTPAHANTE
uH}popMmanuio. JIoA1 o cBoeli Mpupofe MoOAT COPEBHO-
BaTbCs, XOTAT Jie/IaTh XOPOIIYI0 paboOTy U MMeTb Ipefi-
CTaBJIEHNE O CBOEM YPOBHE.
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— IIpoodonsxcatime nooHUMamp yposerv npuemuemotl npous-
so0umenvHocmu. Kak TO/IbKO Bl Lje/IV JOCTUTHY THI, BBI
JO/KHBI TIOJHUMATbHCS ellje Bbie. Eciy Bbl He CTaHOBU-
TeCh IIOCTOSHHO JTy4llle, KTO-HUOYAb BaC OOTOHMNT.

— Oepanuuusaiime xonu4ecmeo yeneil. Ecny y mopert -
KOM MHOTO 33/ja4, Ha KOTOPbIX HaJlo CKOHI|eHTpYPOBATbhCS,
OHI He CMOTYT CKOHIIEHTPMPOBaTbcsA HI Ha 4eM. CTaBbTe
He 6os1ee TATH 1esieit. VIHOrma JOCTaTOYHO OHOI.
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V. CKONbKO NaTtuTh
COTPYAHUKAM,
4yTOObI JOOUTLCS
nyyiuero cepsuca



[nasa 19. [Nhatnte 60nblue —
N CAKOHOMbTE 60J1blLIe

Ecnu BBl X0THTE, YTOOBI ¥ Bac paboTany IMepBOK/IACCHBIE Clie-
IIVIQIMCTBI, BBl JO/DKHBI JOCTOMHO IIAaTUTh M. CHernaiite Tak,
4TOOBI BallM JIIOM MOITIM 3apaboTaTh B Balleil KOMIAHUU
6orbie, yeM rae-mmbo eme. Bamm coTpygHMKY TO/DKHBI TOP-
IIUTHCSL CBOEV paboToIt, ¥ COMMIHAS 3apIUIaTa IIOMOXKET B 9TOM.
J x0oTs1 cama CyMMa 3apIUIaThl He SIBJIAETCS OIpefe/IAoNnM
daxTOopoM OTHOIIeHMA K paboTe (MHOTVE IOV CTAaBAT €ro Ha
[IATOE VJIN IIECTOE MECTO B CBOEN CUCTeME I[eHHOCTEN), S HU-
KOIZla He IpeHeOpera uM.

Bpsij nu kTO-11160 B Hallleit KOMIIAHUM CIMTAET, YTO OH Hef0-
pabarsiBaeT. V mpu TakoM 06'beMe paboThl, Kak OKa3bIBaeT Hallle
BHYTpeHHee ICC/IeIoBaHe, He TaK Y)K MHOTO JIIOfieil [yMaIoT, 9TO
UM IepenaynBaioT. Hamm coTpyHUKM CYUTAIOT, YTO OHM IIO-
JIy4aloT MUMEHHO CTOJIBKO, CKOJIBKO OHM 3apabaThIBAIOT.

Mbl NOCTOSAHHO 3a4aeM HaluWM COTPyAHMKaM Bonpoc: «Kak Mbl
MOX€eM MOMOYb Bam 3apabaTtbiBaTb 60/blIE?»

Tepsiem nmu Mbl HeHbIH, «HepemnadnBasi»? He gymar. Kpa-
nudurpoBaHHble paOOTHNUKY COBEPLIAIOT MEHbIIEe OUINOOK,
a moTomy 1x 3¢ deKTUBHOCTD BbIlle. MBI cTapaeMcsi HAHIMATb
TO/IBKO OY€Hb COOOPA3NUTEIBHBIX COTPY/HUKOB, KOTOpPbIE OBICT-
PO MOHMMAIOT HAIIY CUCTEMY. ITO 3HAYMT, YTO OHYM MOTYT Ipe-
BOCXO/JJHO OOCTTY>KMBaTh K/IMEHTOB 0e3 TOro, 4TOOBI KTO-TO BCe
BpeMsi CTOSUT Y HUX HaJ AyIIoit. VI 3T0 3Ha4YMT, 4TO HaM Tpeby-
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€TCsl MEHbIIIe IIePCOHaa, YeM HAIllMM KOHKYPEHTaM, 4TO BefeT
K CHIDKEHIIO U3TieprKeK.

S yBepeH, 4To, IIaTA CBOMM COTPYZHMKAM OOJIbIlle, MBI CTa-
HOBUMCS Oonee a¢dekTUBHBIMU. Bo3bMeM, HanpuMep, Halr
oThen mpogax. [Ipeanonoxmum, 4To TUINYHBIN aBTOLLEHTP IPO-
maet 100 mamnH B Mecsan. Kak Bl 3HaeTe, OOBIYHBII TIPOABeL]
npopaeT 8 MalIH B Mecs1. Takum 06pa3oM, B 3TOM LIEHTpPe JOMK-
HO paboTath 12 mponasioB. A Mbl MOXeM npopath 100 MaiH
CUJIaMU BCero 8 ueyoBeK. ITO 3HAUMT, YTO HAM HY>KHO Ha 4 pa-
604MX MecTa MeHbIIe, TO eCTb MeHbIlle Tele(OHHbIX TMHUI,
MeHblIIle pabo4ero MpOCTPAHCTBA M... MEHbIIE PAcXO/[OB Ha 3a-
paboTHYIO IIaTYy.

Takum 06pa3om, Mbl 5SKOHOMMM JIEHBIM U MO>KeM IIPUBJIEKaTh
JY4YLIMX NIPOMIaBLOB, IIOCKOJIBKY IMEHHO Y HAC OHM MOI'YT 3apa-
6oTaTp Oosble, 4eM rae-muobo eme. B cpegHeM Haln npopasert
«IlleBpone» mpopaer 12 ¢ MOMOBMHOI aBTOMOOMJIE B MeCsIl;
Hally KOHKYPEHTHI IIPOJAIOT TOJBKO 8 — IIPU TOM, YTO y HUX
paboraet Ha 4 mpopaBLa 60bILe.

I'me 6b1 BBl camu xoTenu paborars? TaMm, rie mpogaiT 8 Ma-
IIMH, VI TaM, Ije npogaxmn Ha 50% Beimre? ViHpopmanusa
0 BBICOKMX 3apaboTKax ObICTPO pacHpOCTpaHsAETCS Ha PBIHKE,
VI Ty 4IlIVie TPOJaBIbl CTYYaTCsA B HAIIM iBepu. MbI fo6uBaeM-
Cs1 Ka4eCTBa BO BCeM, HO Jjake IIpM OOJIBIINX pacxofax Ha 3a-
paboTHYIO IIaTy HAIIM M3[ieP>KKM Ha OfHY IIPOJAHHYI0 MallN-
HY HIJDKe, 9eM Y KOHKYPEHTOB. birarofgaps Takoil HONMUTHUKE Bce
B BBIVTPHIIIIE.

OTM >Ke IPUHIUIIBI OTHOCATCS U K paboTe HaIllero TeXHMYec-
KOT0 IlepcoHasa. B cpefiHeM LieHTpe MeXaHMK MOXKeT OOCTTY>KITb
6 MalllH 32 BOCBMMYACOBYI0 CMeHY. 3a 9TO K€ BpeMs Halll
pebsTa MoryT o6cnyxuth 8 MamuH. [Touemy? IIpocto moromy,
YTO OHM He TepAT BpeMeHU. OHU He XXIYT, KOrja NpUmeT cie-
Oylolas MalllMHa: Mbl KOMIIBIOTEPU3UPOBAIN CUCTEMY y4eTa
KmeHToB. OHU He XAYT, KOT7ia IO Be3y T HeoOXOAIMbIe 3amdac-
TH: BCe JleTaIN, KOTOpble TPeOYIoTCA XOTS OBl pa3 B Hefle/io, Mbl
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XpaHMM Ha OIepaTMBHOM cKiazie. Mbl obecriednBaeM HaLINX
pabouMXx TYYIINMU UHCTPYMEHTaMU 1 000pyfoBaHMeM. Mbl
MHOTO BK/IaJibIBaeM B X 00ydeHue, ¥ IOTOMY Ha AVAarHOCTUKY
U yCTpaHeHe OIOMOK Y HUX YXOAUT MEHbIIIe BpeMeHIL.

Hamm ycmyru crosT He 607blile, 4eM YCTYTH APYTUX aBTOLIEH-
TpoB. [Ipy 3TOM HalM COTPYAHMKY MOTYT 3apabaTbiBaTh (U 3a-
pabaTpIBalOT) Ha TPEThb OOJIbIIIE, YeM B IPYTUX MECTaX, — 3a C4eT
60s1ee BHICOKOJI ITPOU3BOIUTE/IBHOCTH.

XO0Ts KOMY-TO MOXKET Ka3aTbCs HeCIPaBeI/IMBbIM, YTO HEKO-
TOPBIM COTPYZHVMKAM MBI IVIATUM CIMIIKOM MHOTO, HaC 9TO He
6ecriokonT. Ha Mot B3I/, 3T0 3aMeuarenbHo. VI g, 1 Mou Me-
Hefl>Kepbl MOCTOSAHHO CIIpallBaeM Hammx paboTHuKoB: «Kak
MBI MOXKEM IIOMOYb BaM 3apaborarh 6onbiue?» [Ipyrummu cinosa-
MM, 9YTO MbI MOXKEM CJIe/IaTh, YTOODI Ballla IIPOU3BOAUTENTLHOCTD
Obl1a BBIIE? VIMeHHO 671arofjapsl HalIMM MeXaHMKaM MBI OITH-
MU3JPYEM TE€XHOJIOTMIO PEMOHTA, YTOOBI Y HMX OblIa BO3MOXK-
HOCTb OOCTTY>XUTb 0OJIbllle KJIMEHTOB. TakuM 00pa3oM, 1 KOM-
HaHNA, ¥ COTPY/JHUKM, U KIMEHTHI OKa3bIBAIOTCS B BBIUTPBILIIE.

Bce aT0 MOXeT 1oka3arbcs 6aHaIbHOCTBIO, HO C/IMIIKOM Yac-
TO BCe IMPOUCXOAUT C TOYHOCTBIO Ko HaobopoT. YacTo, ecnu
IpOfiaBel] CAMIIKOM XOPOII B paMKaX 30HBI POk, KOMIIAHNUA
JIeJINT ee, IIOCKOJIbKY CYMTAET, YTO MpojaBel] 3apabaTbiBaeT Je-
pecdyp MHOro. 9To HenpaBuiIbHO. [loyeMy OblI He TIOMOYb €My
3apabarbiBaTh ee 6onbiie? Hanpumep, gath eMy B IOMOIIb
acCUCTeHTa. 3aueM MOJPbIBATh €r0 MHUIMATUBY? 3a4eM CHIKATD
ero omnary? Eciu oH Ha caMoM Jiefie XOpolll, TO3BOJIbTE €My 3a-
paboratb 6oIbIIe 4151 CeOs1 1 /15T KOMITAHWA.

[TpuBeny cBoit mo6MMBII IpuMep Ha 3Ty TeMy. Kropreit Kpo-
ydopn npeobpasosan Haly moppasaeneHnss o0CTyKMBAHNS U
3amvacreit. OH cunTaerca repoeM KoMmnanun. Korga Mbl pojBu-
HYJIM eTO C MO3VIIVY MeXaHVKa Ha IO3MLINIO [V PEKTOPa CePBICa,
oH nonty4an 27 500 gonmapos B rog, miroc 10% npemus ot yBenn-
JeHNA NPpUOBUIM ero AenapraMeHTa. CTOUT 3aMeTUTb, YTO B TO
BpeMs IellapTaMeHT OOCTYXKMBaHM S ObLI yOBITOYEH.
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K xoHI1y BTOpOro roga oH yxe 3apabarsisasn 75 000 gonmapos.
Korpa oH BriepBble IOy Y/ HOBYIO 3apIIJIaTy, OH TOBOPUJI CBOMM
npy3bam: «OHY HUKOT/Ia He IO3BOIAT MHe 3apabaTbIBaTh CTO/b-
k0. OHM 0053aTeNIBHO CHU3AT MOIO OIIaTy. BoT yBuauTe, OHM
MepPeCMOTPAT KOHTPAKT». Mbl, KOHEUHO JKe, He CHeany 3TOTo,
U Ha creflyIoluii ro o" nomy4an yxxe 100 000 gonnapos. Ilpn
9TOM OH IIPOJO/IKAJI IYMaTh, YTO MbI CHU3YUM €T0 KaJOBaHbe.

Kax-To s mpurmacun ero k cebe u ckasam: «Kropreit, g xoten
ObI TIOrOBOPUTD C TOOOIT O TBOEI! 3apIiate». Bech ero Buj roso-
pui: «O, 51 xe sHan! OHuM Takue xe, Kak u gpyrue. OHn cobupa-
I0TCA CHU3UTD MO0 3apIutary». Ho s ckasanm: «fI oueHb ropxychb
TeM, 4TO Tebe y/ja/lloch CheNnaTh, ¥ HalekoCh, 4YTO B CIeAYIOLIeM
TOZLY ThI CMOXKEIIb 3apaboTaTh 3HAYMTE/ILHO OOJIbIIE».

Yepes fBa rozia oH 3apabaTeiBan y>xke 150 000 monmapos.
1 51 BHOBD IIO3BaJI €0 K cebe, ¥ BHOBD OH ObLII yBepeH, UTO 5 XOUY
IepecMOTPeTh Hallly JOTOBOPEHHOCTH B XY/ILIYIO [/Is1 HErO CTO-
pony. S ckasan: «T'sl HOpaboTas Ha CIaBY, U 51 XOTeN ObI OCTAaBUTD
Bce 6e3 m3MeHeHmit». OH yauBuicA: «Bpl He cobupaeTech MEHATD
CXeMy Moeil OT/IaThI?» Sl ckasas, YTo AJIA 9TOr0 HeT OCHOBAHMIL
KoneuHo, 10% oT mpupocTa npubbUIN MO3BOIMIN €My 3apaba-
ThIBaTb OYEHb MHOT0, HO Beflb KOMIIAaHN:A He B IIPOUTPBIILE: OHA
3apabarbIBaja octaBinecs 90%. 3aueM >Ke MOAPBIBATb HNUIIMA-
TUBY 4e/I0BeKa, KOTOPOMY YAIa/IOCh CAe/IaTh TaK MHOTO?

3ajadya MeHeI>KepOB — CO3[]aTh TAKYI0 CUCTEMY, KOTOpasi ObI
HI03BOJISA/IA COTPY/IHUKAM JOOMBATHCS BBICIIETO YPOBHS IIPOU3-
BOMTENBHOCTY ¥ IIOJTYy4YaTh 32 9TO 3aC/Ty KEHHYIO II/IaTy.
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OcHOBHbBIE BBIBOJIbI

— He 6otimecv nnamums 607vue, Yem Kmo-nubo euse 8 sauietl
ompacnu. HaHuMasi mepBOK/IaCCHBIX JTIOJIeil, BBI JOObeTeCh
6ornpiero. ITaTuTe 607blIe, YeM Bl KOHKYPEHTBHL.

— Bonvwas onnama ne siengemcs nodapkom. Bamm corpyn-
HVIKM JIOJDKHBI 3HaTh, YTO HEOOXOMMIMO 3aCITy>KUTb CBOIO
3apIuary, 6ymy4n 6omee IpOfyKTYBHBIMMA Y ITPEACTABIAA
K/IMEeHTaM yCITyTU 9KCTpa-Klacca.

— Bui nonyuume 3snauumenvryo omoady om uHeecmuuil
maxkozo pooa. Takas IOMNMTHKA TO3BOJINT BaM HAHVMATh
0oree TaaHT/INBBIX JTIOfEil, KOTOpBIe OYAyT paboTath
sapdextuBHee. KBanuduimpoBanHble pabOTHUKY [€AI0T
MeHbIIIe OIIMOOK, HYK/JAI0TCS B MEHBIIEM IIPUCMOTPE U
TOTOBBI C/IETTATh /1A KIIMEHTa BCe.

— He nuimatimeco usmenumo npasusna 6 cepeoune uepul. Ecmm
BBIACHWUTCS, YTO IO 3apabaThIBAOT CIMIIKOM MHOTO,
He MbITalITeCh CHU3UTD UX oIyiaTy. JIy4iie nmogymaiire,
KakKyM 00pasoM OHM ¥ KOMIIaHMsI MOTYT IO/Ty4aTh elle
Oornblie.
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[naBa 20. [lapTHepCcKas cuctema
onnarbl

YroO6bl NPeNOCTaBIATh KIMEHTaM Hamlrydllee 00CIy>KUBaHIE,
BBI JIO/DKHBI OTKa3aThCs OT TUIMYHO CXeMBbI BBIIIATHI eXeMe-
CAYHON 3apabOTHON IUIAThI M HAyaTh IUIATUTD BAILIMM COTPYA-
HIUKaM Kak mapTHepaM. IlapTHepckas cXeMa OIIaThl MOXKET
ObITh BBIpa)KEHA B PasHBIX (pOpMax: MOXKHO MPOCTO IUIATUTD
KOMIICCHOHHBIE WIN Ke IPUBA3aTh OIUIATy BCEX COTPYAHMKOB
K 001elt mprObUIY KOMITaHUL.

OTO O4YeHb BaXKHBIN WIAar mis w60y opranusanuu. /Togu
CTAQHOBATCS 3aMHTEPECOBAHHBIMM B TOM, YTOOBI KOMIIAHMS TI0-
Jlydnsia IpuObLIb, M MOHMMAIOT, OTKy/a oHa Gepercs. OHu cTa-
PAIOTCs CHVMKATDb U3JIEeP)KKM, MOBBIIIATD MIPOJAXKM U YIy4IIaTh
Ka4ecTBO OOCTY>KMBaHMA.

MbI BHEpYIN TAKOI IIOAXOJ KO BCEM COTPY/AHMKAM KOMITAHUYI
Ha Bcex YpoBHsAX. OCHOBOIJI [/Is1 HETO CIY>KUT CIIpaBefInBas u
TOYHAsI CUCTeMa OLleHKU. I/ HEKOTOPBIX BULOB paboT (Hampu-
Mep, /1S IPOJja’K) CUCTeMa KOMIIEHCAIMI JO/DKHA OCHOBBIBATD-
Cs1 Ha IMYHBIX JOCTYDKeHMsIX. [Ins apyrux (6yxrantepus mnn
IIPOM3BOJICTBO) CIEf[yeT OLleHMBATD HOCTVKEHVISI KOMaH/[bl U/IN
otpena. Omata pyKOBOAMTe Il HAIIPaB/IeHNIT 3aBUCUT OT BBI-
PYYKM BO3ITIAB/ISIEMBIX VIMM [IeTIapTAMEHTOB.

TaMm, rge Bo3MOXXeH KOH(IUKT, 3apabOTOK COTPYLHUKOB
3aBUCUT OT OJJHOI U TOIt >Ke 6a3bl. VIHTepechl HALINMX aBTO-
IIEHTPOB B 3TOM IIJIaHE JO/DKHBI COBIAJATh C MHTEpecaMu
COTPYAHMKOB (MBI Ha3bIBae€M 3TO KOHI[EIIIIell ITapaiie/IbHO
OII/IATHI).
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[Tpumep. Haura koMmnanmst popjaet Kak HOBbIE, TaK U IOAEP-
JKaHHble MAIIMHBL. EC/M N/IaTUTh MeHe[pKepaM 10 IpojakaM
HOBBIX aBTOMOOU/IEN ¥ MeHef>KepaM II0 IpOojaXkaM Ioep>KaH-
HBIX aBTOMOOMJIENI TONTBKO Ha OCHOBE X COOCTBEHHOT IPUOBI/IN,
TO HaBepHsKa BOSHMKHET KOH(/IMKT IPY OLleHKe MAIINH 10 IIPO-
rpamme trade-in (IOKyIIKa HOBOTO aBTOMOOWJIA C 3a4€TOM CTO-
MIMOCTY CTaporo). MeHezKepbl, Tpoaolie HoBble aBTOMOOIIN,
OyZyT HacTaMBaTh Ha MOKYIIKe CTAPOJl MALIVHbI IOTEHIIMATbHO-
ro K/IMeHTa [I0 MaKCYMA/IbHOI IIeHe, YTOOBI OH Ceifdac e KymuiI
HOBY0. B cBOI0 04Yepefib, MeHe[Kep 110 IIpOofiaske MOfep>KaHHbIX
aBTOMOOMJIEN 3aMHTEPECOBAH B IIOKYIIKE TAKOTO aBTOMOOWIIS [0
MMHUMAJIBHOJ IleHe, TOCKOIBKY TaKMM 00pasoM OH MaKCUMIU-
3UpYeT CBOIO MIPUOBLIb OT €0 IePerpogaskil.

Yro6bl paspemnTh 3TOT KOHGIMKT, MbI BBIIJIAYMBAEM IIPEMI-
aJbHble B 3aBMCUMOCTM OT NPUOBUINM 060X [erapTaMeHTOB.
Takum 06pasoM, HaLIV COTPYAHUKY BBIUTPBIBAIOT ¥ IIPOUTPHI-
BAIOT TO/IBKO BMecTe. KpoMe TOTO, B 9TOM CiTy4yae UX MHTEPeCh
COBIIA/IAIOT C MHTEPeCaMV KOMIIAaHWM B II€/IOM.

MBI HCTIOTIb3YeM CXOXKYI0 KOHIIEIIIINIO ¥ IO OTHOLIEHNIO K MeXa-
H1KaM. YeM O0/Iblile OHM PEMOHTUPYIOT aBTOMOOMIEN, TeM Oosibliie
3apabarbIBaioT. EC/v »ke K/IVeHT BO3BPAIATCsI 13-3a HeKa4eCTBEeH-
HO BBITIO/THEHHOV Pa0OTBI, HIKOMY He ITATSAT 32 9T0. TakM 06pasom,
MeXaHVKI ¥ KOMITQHVST HAXOSITCS B Of{HOVI JIOIKe.

MBI Ha4a Iy VICIIO/Ib30BATh TAKYIO CYICTEMY OIUIAThI BA/ILIATh JIET
Ha3aJi, I OHa ITPEBOCXOJHO 3apeKoMeHIoBaa ce6s1. OHaKo BpeMs
OT BpeMeHI MBI TeCTUpyeM ee paboTy. S moMHIo, y Hac paboTtasn
IPEBOCXOIHBIN MEXaHMK B OT/ie/le IPeANPOAAXKHOI ITOATOTOBKIL
MBI penniv HOMTY Ha 9KCIIEPUMEHT VI ITPEJIOKIIIN €My He CieTb-
HYIO OIUIaTy, KaK OOBIYHO, a TBEPHbIil OK/IaJl, ICXO/A U3 ero Cpef-
Hero 3apaboTKa 3a OC/Ie{HYE IIeCTh MeCSLEB, U CTIVIIV 33 Pe3YIb-
TaTaMit. Tak BOT, IV HEM3MEHHOM KaueCTBe er0 IPOU3BOANTEIb-
HOCTb y1iajia BgBoe. OH mepectas ObITh IapTHEPOM KOMIIAHUIA.

51 mymalo, 4YTO MPUYMHON HUSKOI IPOU3BOAUTENBHOCTHU SIB-
JISIETCSL TO, YTO HUKTO HE YUMUTHIBAeT pe3ynbTaTsl. HUKTO He
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CYMTAET KOMMYECTBO 3a/1a4, KOTOPbIE BBIIIONHSET PAOOTHUK, I
CKOJIDKO BpeMeHU TpeOyeTcs [/is UX MCIonHeHus. Ecnn Bbl yme-
eTe IPaBIIBHO YUUTHIBATb PE3Y/IbTAThI, BbI MOXKeTe JOOUTHCS
OT CBOMX COTPY/JHMKOB TaKOJI >ke IIPOU3BOATETbHOCTH, KaK I B
c/Iy4yae IMapTHEPCKOI CHCTEMBI OIIAThI, O/1arofaps s7eMeHTy
COpeBHOBATENbHOCT. JIFO/IM 10 CBOET TPUPOJIE CTPEMATCS OBITH
nepBbIMu. Ec/u 51 3Ha0, YTO T7Ie-TO JIENIAIOT IeCATh 3aMeH Mac/ia
B [IeHb, 51 TOTOB IIPBITHYTH BbIIle TOTIOBBI, YTOOBI OOCTY>KUTD
ONMHHAJLIATDb K/IMEHTOB.

Ho Bce >xe mapTHepcKasi cxeMa OIIATHI JIyd4llle, TIOCKOIBKY
JTIONVL BUASIT IIPSIMYIO B3aMMOCBSI3b MEXY KOTMYECTBOM pabo-
THI 1 BeZIMYMHON 3apaborka. Ecnu oHuM X0TAT 3apabotaTh 6071b-
1Ie, OHJ MOTYT IIPUIITH IOPAHbIIIe VN 3a/iePKaThCsl MTOMO3Ke.
[TpopaBIiel MOTYT paboTaTh IO BedepaM MIU B BBIXOAHBIE. JI10au
MOTYT HalITV MHO>KECTBO CIIOCOOOB MOBBICUTD IIPOU3BOLUTEND-
HOCTb TaK, 4TOOBI 1 J/Is1 KOMIIAHUM 9TO OBIIO IIPUeM/IEMO.

MapTHepcKas cucTeMa oniaThl NOOWPSET COTPYAHUKOB 06CAY-
}MBATb KJIMEHTOB HA BbICWIEM YPOBHE: MMEHHO OT Y/a0B-
NETBOPEHHOCTH KNIMEHTA 3aBUCHUT UX 3apnnara.

OpHa 13 I7TaBHBIX 3a/1a4 MeHeKepa 3aK/I09aeTCsl B TOM, YTOOBI
HAJITV COOTBETCTBYIOIYE CTYMYIIBI /I T€X, KTO paboTaeT Xopo-
11O, V1 IIPaBVJIBHO MOTMBIMPOBATD V1 IVICHMTIIVIHAPOBATb OCTA/IbHBIX.
Ecnu xTo-TO JOBOJIEH TeM, YTO MPOJAET 1IECTh MAIINH B MeCAll,
TO, BUJIUIMO, OH IO/KEH paboTaTh Ijje-TO B [PYTOM MeCTe.

Tenepp Ba>KHBIIT BOIIPOC: €C/IM BCA 9Ta CUCTeMa TaK 3aBsA3aHa
Ha JIMYHBIE PE3Y/IbTaThl, TO HE CKa3bIBAeTCA JIY 9TO OTPULIATENTHHO
Ha 00CTTy>KMBaHNM K/1eHTOB? He IIbITAI0TCSI /I JIIO/Y ITOOBICTpee
06CITYXXUTD K/IVIEHTOB, YTOOBI IOy YNTh CBOJ KYCOK IUpOTa?

S yBepen, 4To HeT. Bamm coTpymHMKYM OYAyT OT3BIBYMBEL 1
BHUIMATe/IbHBI C Ka>K/JbIM K/IVIEHTOM, 4Mo0bl 3Mom KaueHm eep-
HYJICA CHOBA U CHOB4. DTO B UX MHTepecax, IOCKOIbKY, BO3Bpa-
I[a5ICh, K/IVEHT IOKYTIAeT ellle YTO-M1100, YTO IPUHOCUT IPUObIIb
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¥y KoMIaHuu, 1 uM. OHU TaK)Xe HOMy4YaroT CBOY KOMUCCHOHHBIE
3a TMOBTOPHYIO NMPOAaxKy. VI IOCKONBKY BCerfia jerde mpojarhb
4TO-11O0 TOMY, C KeM y BacC y>Ke YCTAHOBU/IMCH B3aVIMOOTHOIIIE-
HIISI, YeM TIOCTOPOHHEMY, BCe COTPYAHMKYM BHIMATE/NTbHO OTHO-
CATCS K K/IVEHTaM.

Takum 06pasoM, MoMydaeTcsi 3aMKHYTHIN KpyT. Ecnmu ThI x0-
POIIO OTHOCHUIIBCS K K/IMEHTaM, OHJ XOPOIIO OTHOCSTCS K Tebe.
Ecnu oHUM XOpouIo OTHOCATCS K Tebe, OHM OyAyT MOKyIaTh
6onpie. Eciu onn 6ymyT mokymnarb 0ojblie, Thl 3apaboTaelb
0o7IblIIe U TOITOMY OYZ€lIb OTHOCUTHCS K HUM C elile 60/IbIINM
BHUMaHUEM.

Kpowme Toro, 3aech ecTb 1 fgpyras Bbirofa. Ecim Bl xoporo
obpaijaerech CO CBOMMU KIMEHTAMU, OHU PACCKaXYT 00 3TOM
CBOVIM JPY3bsAM, ¥ T€ TOXKe 3aT/IAHYT K BaM. Takum 06pa3oMm, Bbl
3apaboraere elije OOIbIIIE.

Xopo1o, MOKeTe CKa3aTh Bb, IPeACcTaBbTe cede, YTO MPOfaBell
IIOJIHOCTBIO 3aHAT pabOTON CO CBOMM K/IMEHTOM Y He yCIleBaeT
HOIPUBETCTBOBATb BHOBD 3allle/[IIero MOKyIaTeNs. SHAYUT TN
3TO, YTO B KOHIIe MeCsIla ero 3apIllaTa OKa)keTcs MeHblIlle TOl,
KOTOPYI0 OH ObI IOy YN, eC/iut Obl OBIT 4y Th MeHee BHYMATe/leH
K Kaxxgomy xaneHTy? Het. KianeHTh Takoro npojaslja BO3Bpa-
I[AI0TCS CHOBA U CHOBA, IIPUBOJA ¢ c06011 Apy3ert. Mbl 3HaeM 3TO
HaBePHSKA, IOCKO/IbKY PUKCUpPYeM TaKle fJaHHble. Mbl 06Hapy-
KVIIY, YTO TIPOZIABIIBI C CAMBIM BBICOKUM MH/IEKCOM YIOB/IETBO-
pennoctu kimeHTa (CSI), koTopble HamnmydmmuM o6pasom 3a60-
TATCA O CBOMX K/IMEHTAX, JOCTUTAIOT CAMBIX BHICOKMX ITOKa3are-
7eit o 06'beMy mpopax. [uepst ¢ caMmbiM BeicokuM CSI Han6o-
Jlee IPUOBUIBHBI U, YTO He MeHee Ba)KHO, Ty4llle HepeXXMBAIOT
TsDKeJIble BpeMeHa ¥ KPU3WCHI. A JIIOM — VIV OPTaHMU3ALNU, —
KOTOpbIe HeBHMMATEIbHbI K CBOMM K/IMEHTaM, He IIPOfiepKaTcs
JIOJTO.

OmnmcaHHBI METOJ ONIATHI pabOTHI IIPOJABLIOB AEICTBUTE/Ib-
HO paboraet. Ho nHOr/a 6bIBaeT HEIIPOCTO HANITH JTIOENL, TOTO-
BBIX IIPUHATDH Npefi/IoKeHre o paboTe 6e3 TBEPHAOro OKIaja:
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TaKas CIICTeMa IOPOXKAAeT y HUX 4yBCTBO HEyBepeHHOCTH. B Ta-
KOM CJTy4ae MBI ITpeJi/laraeM perpecCUBHYI0 CXeMy (pUKCUpPOBaH-
HOJI 4acTy 3apabOTHOII IIaThl Ha OINpefie/IeHHBIN Mepuof, Ha-
npumep 90 pgHeit. PaboTtaeT 370 Tak. B mepBeIit MecsIl MBI BbI-
IJIa4MBaeM HOBOMY COTPYZHUKY 3apaboTHYIo miaty B 3000 gor-
JIapOB IITIIOC Teé KOMVCCHOHHBIE, KOTOpbIe OH 3apaboTan. Bo Bro-
poit MecsA1l 3apaboTHas MIaTa cocrasiser yxe 2000 fommapos
IJTI0C KOMUCCHOHHBIe. B TpeTuit — 1000 gonmapoB IIH0C KOMIC-
cuoHHble. HaunHas ¢ yeTBepTOro Mecsna sapaboTHas IiaTa
HOBOTO COTPYZIHMKA, KaK ¥ JII0OOT0 APYTOro, COCTOUT TONBKO U3
3apabOTaHHBIX M KOMJCCHOHHBIX. EC/Iu OH mpopomkaer 4yB-
CTBOBAaTb ce0s HeyBepeHHO IIOC/Ie afjallTallIOHHOTO Nepuoja
B 90 mHeli, TO, IOX0Xe, eMY JIy4llle IOMCKaTh JPYroe MecTo pa-
0O0TbI, — U TaK AEMICTBUTE/TLHO NHOT/IA TPOVICXOMINT.

Hanpumep, xopommnit TexXHUK Ha c6opounoit nuunu GM
Arlington, koTopas HAXOZMUTCS PAROM C HAMM, CKOpee BCero 3a-
paboTaeT TaM IIPOLIEHTOB Ha TPU/LATh MEHbIIle, YeM I10 Hallel
cucreMe. Ho OH mOMy4nT CBOX OIIATy CO CTONPOLIEHTHON ra-
panTHeit. [/ TaKOro TUIIA JIIofielt CTaOM/IBHOCTD U Pery/IsIpHOCTD
3apabOTHOI IJIaThl Ba>KHee MOTEHI[MalIbHOI BO3MOXKHOCTM 3a-
paboratb 6oJbIIIe.

Hamra ke cucreMa 60s1blile OpPUEHTMPOBaHA Ha TeX, KTO yBe-
PEH B CBOVIX CMJIaX M [IO/IaraeTcsl Ha COOCTBEHHBIE TOCTVKEHNA.
Oma 3acTaBjsieT ux ObITh 60/Iee OTBETCTBEHHBIMI, U B IIEPBYIO
o4epeab IO OTHOIMICHNIO K caMUM cebe. DTO MMeeT MOI0XKMI-
TEJIbHBIN Pe3y/NIbTaT — KaK [/ pAOOTHUKOB, TaK ¥ JI/I KOMIIa-
HUU B LIEJIOM.

Ecnu BRymMaTbCs, TO CI0co6 OIIaThl, IPU KOTOPOM KOMITAHMS
JIe/INTCS IPUOBIIBIO C COTPYAHMKAMY (KOMUCCUOHHBIE, 3aBIUCA-
I[/e OT MHAVBY/YATbHOTO VIV TPYIIIIOBOTO pe3y/IbTaTa), Hanbo-
nee apdextuBeH. Takoit coco6 He mpocTo popMuUpyeT mapT-
HEPCTBO — JIIOAY IMYHO OTBEYAIOT 3a pabOTY, KOTOPYIO BBINOJ-
H:10T. OHM 6O7IblIIe OLIYINAIOT Ce0s He3aBUCUMBIMY HOfPSIIN-
KaMU ¥ TapTHEPaMU, HeXKeU COTPYTHUKAMMA.
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CucTeMa OITaThI HA OCHOBE TAPTHEPCTBA TPeOyeT HECKOIbKO
OONMBIINX YCUINIL TPy paspaboTke. [I71s1 TOro YTOOBI yOemUTHCS,
4TO OHa paboTraeT 3((HeKTUBHO U CIIPABEMINBO, BaM IIPUACTCA
HAWTU CIIOCOO MOACYMTATh Pe3y/IbTaThl TPYAa PasIMIHBIX CO-
TpyAHNKOB. Ho ec/tu 910 yanocs cfienaTh JOKTOpaM U I0pUCTaM,
KOTOpbI€ 4yallje BCETO VIMEIOT TaKyI0 CUCTEMY OIIAThl, 3HAYUT, C
3TVM MOYXHO CIIPaBUTHCA.

OcHOBHbIE BbIBO/IbI

— IInamume no pesynvmamy. IIpuBsXKnUTE ONMIATy TPyHa
Ka)XJIOTO COTPYAHMKA K KOMUCCUOHHBIM, Oy/ib TO MHAM-
BIJya/IbHBIN Y/IM TPYIIIOBOV pe3ynbTaT. Belb pasyMHo,
YTO JIIOIM JO/DKHBI 3apabaThIBaTh POBHO CTOIBKO, CKOJIBKO
onu cpenami. Ecmu kommnanusa HeapdeKTUBHA, Y Hee HET
IpUOBLIIN, YTOOBI HEMUTHCA.

— Bce — 3Hauum éce. PykoBoguTeny oTienos, MeHeIKephl
TIIOfipas/ie/IeH i — BCe ABJIAITCA IapTHEPAMI 1 [JO/IXKHbI
UMeTb IIAPTHEPCKYIO CUCTEMY OIUIAThI, @ He TOIbKO BJIa-
JENbIIBL.

— Taxkoti Memo0 onnamvL MOMUBUPYeM KAH0020 3a00MUMbCst
o xnuexme. [TapTHepCcKas cucTeMa OIUIATHI IPUBOLNT
K YIy4IIeHVIO KadecTBa 00CTy>KMBaHMsA K1neHToB. Ecin
XO4Yellb 3apabaTbIBaTh, Oy/b T00e3eH ¢ II0AbMI, KOTOPbIe
IUIaTAT Tebe, — C KIMEeHTaMI.
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[naBa 21. Bbl He MOXeTe
NPUTBOPATLCH

MecTronMeHne «si» HEYMECTHO, KOT[la pedb MAET O HalleM Ous-
Hece, — BCe, YTO Mbl Jle/laeM, IOCTUTAETCA KOMaHIHBIMU YCU-
muaMu. Ho mpu 3ToM B KaXX/I0/l OpraHM3aluy pyKOBOJUTEDb
Mo/DKeH UATYU Ha mar Brepeau. OH JO/DKeH NPUBOAUTD KOMIIA-
HMIO K ycrexy. OH obecreunBaeT IpuOBUIBHYIO pabOTY, CO3TaeT
paboune MecTa U BO6MBaeTCs, YTOOBI PAOOTHUKM TOPAMIIICDH
cBoell KoMmaHmen. Ecmu oH 3TOro He femaeT — HUKTO He MOMIET
3a HMM. BracTb MeHe[Kepa OCHOBBIBAeTCA Ha TOM, 4eM U KaK
oH ymnpabndaeT. Kak ckasan Ilutep Jpykep: «J/IugepctBo — 3TO
3peKTUBHOCTD.

Ecru BbI 60Cc, BB He MOXKeTe IIPUTBOPATHCA. JIn6o BbI Bepute
B IIe/IM, KOTOpbIe yCTaHaBIMBaeTe, 160 HeT. Ecu Het, oueHb
CKOPO 9TO CTaHeT sIBHBIM. BO-TIepBbIX, IPUTBOPCTBO TpedyeT
CIIVILIIKOM OOTIBIINX YCUINIL. BO-BTOPBIX, COTPYAHUKM HAO/IOMA-
I0T 3a CBOMM /IM/IEPOM OY€Hb IIPYUCTAIBHO, U B TAKOM CUTyal[ UK
OYeHb C/I0XKHO PanbcuPUIPOBATh YYBCTBA Y OTHOLICHNE.

CTouT BalllM COTPY/IHUKAM 3aMEeTUTb, YTO BBI caMu Oe3pas-
TUYHBI K LIeNAM, KOTOpble YCTaHaB/IMBaeTe — HaIIpUMeP, Bbl
TOBOPUTE, YTO BCETNA CIeflyeT ObITh YeCTHBIM C KJIMEHTOM, a OfI-
HaXX/Ibl CaMy IPOJeMOHCTPMPOBaNy He4eCTHOe OTHOLIeHNe, —
Bce KOHYeHO. OHM IepecTaHyT ClefoBaTh BalllM JIO3YHTaM,
IIOTOMY YTO BUJIAT, UTO BbI CAMU HE CIIEJJyeTe UM.

Ecnu ato cnydntcs, Bce mapasiHble ¢ary ¥ peKIaMHbIe po-
NMKM MUpa He CMOTYT M3MEHUTDh cUTyanuu. Bol HUKorja He
TMOCTUTHETE CBOEI LIe/N.
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[Jlae ecnu Noan 3HAKT, Kak UM cneaoBano Obl NocTynatb,
MHOrAa OHW 3a6blBaloT 06 3TOM. BOT noyemy OHW nocewawTt
LLEPKOBb Kaxoe BOCKPECEHbE.

MIMEHHO N03TOMY Bbl KaK Ha C/10BaXx, TaK W Ha [iesie [O/IKHbI pe-
FYASPHO HanoMWHATb II0ASM, YTO ABAAETCA UCTUHHBIMU LiEH-
HOCTAAIMM B Balle OpraHu3auuu.

Koporkas ncropus Ha 9Ty Temy. S ObI1 B 0Tbe3/je, KOTIa Mb
OTKPBbIBa/IM Halll aBTOLIEHTp Lexus. MblI Komecunu oT paccBera
TI0 3aKaTa, HO K HOUM 5 BEPHYJICA B ropofi. Paboune, KoToOpbIe elrre
paboTan Haji KAKMMM-TO JIeTa/IAMY HaIIero 34aHUA, OCTaBUIN
THepesi HUM ITyCTble KOPOOKM 1 OyMa>kHbIe CTaKaHBIL. S BBIIIET
I3 MaIllVHBI ¥ Ha4a/l cCOOMpaTh Mycop; OYeHb CKOPO KO MHe IpH-
COeNVHMINCH JIBA TIPOAABILA, XOTb A M He MPOCUI UX 00 3TOM.
IToxa MBI 3aHMMaNNUCh YOOPKOIL, OMH U3 HapHeil CKasay: «3Ha-
eTe, 3TO IO PAMYMKY OCTABUIN 3[1eCh TAKYIO I'PA3b». A 1 OTBETUI:
«VIM Bce paBHO, @ HAM HET — 9TO HAII JJOM, MbI ¥ JIOJDKHBI 3200-
TUTDBCA O €r0 YNUCTOTEN.

Bamm coTpyZHMKY JOKHBI CIBIIIATH OKO00HBIE c/1oBa. OHU
JIOJKHBI BUJIETh, KaK BbI cOOMpaeTe MycOp Ha apKOBKe UK
HeceTe YTO-HMOYAb B MALIMHY K/IMEHTa, IOMOras eMy. JTo
eJMHCTBEHHBII IyTb OOBABUTD U MOAJEPKUBATD L[EHHOCTYU
B Ballleil KOMIaHMUM. VIMEHHO II03TOMY MBI IMILIEM B HAIINUX
MH(POPMALMOHHBIX OI0JI/IETEHSIX O TeX COTPYAHMKAX, KOTOpPbIe
I7I0XO 3a060TATCS O KIMEHTaX; M MMEHHO II09TOMY MBI TaK
MHOTO TOBOPUM O T€X COTPYAHMKAX, KOTOPBIE ABMAIOTCA Ty4-
M.

IloBTOp:AA HalIM IEHHOCTY CHOBA I CHOBA, MBI I€/ICTBYeM TaK
K€, KaK 11 IePKOBb, B KOTOPYIO €)KEHEeMIe/IbHO XOJAT €€ IPUXOXKaHe.
Bbr He MOXeTe OfHaXK/[bI TPOYECTb brOINI0 1 HEOTCTYIIHO Clle-
TOBaTh BCEMY, UTO B Hell M3N0XKeHO. [lake ec/iy Bbl 3HaeTe XpUC-
THAHCKJE 3aI0Be/[M, MHOTA BbI O HUX 3a0bIBaeTe; ¥ MOITOMY
XOJJUTe B IIePKOBb Ka)Xk[0e BOCKpeCeHbe — YTOOBI IIOMHUTD.
IToaTomy e MBI HeyCTaHHO IIOBTOPSIEM BCE TO, BO YTO MBI BEPUM,
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U Ipa3jHyeM, KOI/la HaM yJaeTcs JOCTUYb OFHOM M3 HAIINX
1e/ielt, — 4TOOBI HAOMHUTD O HUX CaMUM cebe.

Tenepp neperifieM Kk He MeHee UHTEPECHOMY BOIIPOCY: CKOIBKO
1ie71ei JOMKHO OBITh YCTaHOB/IEHO? MHOTVIE CIMTAIOT, YTO O HOI
BIIOJIHE JOCTATOYHO: KOTJA Lie/Ib OJfHa, BCe KOHI[EHTPUPYIOTCS Ha
ee JOCTVDKEHNUY, HUKTO He 3a00TUTCS O MeHee CyIeCTBeHHBIX
Belllax, a 3HAYNT, ITPOIIle BBITIOMTHUTD HaMe4YeHHOe.

Ho, X0T# 3TO 3By4MT XOpOLIO, 3TO HEIIpaBUIbHO. Bbl MoXxeTe
CKa3arb, YTO HAIllA 1[e/Ib — BBITIOTHEHEe Ka4eCTBEHHOIT PabOThI
6e3 nepenenok. Ho B TO ke BpeMsi Mbl XOTUM, YTOOBI HAIIIN CO-
TPYAHUKM ObUIM BE>K/IMBBI 10 OTHOLIEHNIO K K/IMeHTaM. J eme
JKeyraeM, 4YTOOBI Halll 0(pyC ¥ IIPUHAZJIeXKAIast HAM TePPUTOPUS
ObUIM B Oe3yInpeyHOM nopsigke. Kpome Toro, Ml oxxmpaem, 4To
BbI XOPOIIIO OTHOCUTECH K CBOUM KosjieraM. [Ioc ko BceMy Mbl
XOTesny OB IOy YUTh IPUOBLIb. Bce 9T0 MOXKHO CIMTATD Lie/IAMIU.
W Bce onn o4eHb BaKHBL [IpOCTO CKOHLIEHTPUPOBATHCSA HA Ka-
KOJ-TO OHOM 13 HUX HETOCTATOYHO!

OpHako ¢ paciIMpeHueM MepevHs Iieeil HaJjo ObITh OCTOPOXK-
HBIM. BBl MOJKeTe IeperpysuTb BalllX COTPYSHMKOB KOIMdec-
TBOM MH(pOPMALMH [/Is1 Pa3MbIIUTeHM 1. BO3MOXHO, I11eCTh-CeMb
uesneil — npepie. O4eHb HEIIPOCTO IIOMHUTD O IONYAIOXKIHE
Ba)XHBIX Belllell ONHOBPeMEeHHO.

Ho cxonbko ObI Ijejieii BbI HU HaMeTWIN, OfHY WIIN IIECTb,
eIVIHCTBEHHBII CII0CO0 MOOUTHCA YKEMaeMOro — IIOCTOSAHHO
HAIIOMIHATD O TOM, YTO BBl COOMpPaeTeCh Jle/IaTh 11 IOYEMY, a TaK-
JKe TPUBOJUTD IPUMEPDI, KOT/Ia BBl JOOMINCH HEOOXOMMBIX
Pe3y/IbTaTOB.

MbI Kak pa3 Habomaem takoit mpumep B Janmace. Mbl mpo-
fianu 60/IbIIoe KOMMYeCTBO aBTOMOON el Ha ¢poHe ob1elt cTar-
HAI[MU ¥ BBITIOIHWIM MHOTO PEMOHTHBIX PaboT, B TO BpeMsi KaK
y HaIllMX KOHKYPEHTOB ObI KpU3NC.

W s He ycTaro HAIOMMHATL O HAIIMX ILIE/AX CHOBA U CHOBA.
(TIpuueM s menaro 9TO He Ha COOPAHMUSX, A IPEATIOYNTAI0 Pa3TO-
BapyUBaTh C JIOAbMU OIMH Ha OfuH. B 3TOM cydyae BHMMaHue
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Ye/I0BeKa MIOJTHOCTHIO CKOHI[EHTPUPOBAHO HA TOM, YTO 51 TOBOPIO.)
B pasroBope ¢ mpoaBIoM, TEXHUYECKUM PaOOTHUKOM UM Me-
HeJ[>KepOM 51 MO YEePKUBAI0, YTO MM Y/JaeTCsI 3apabaThIBaTh JIeHb-
I/, B TO BpeMs KaK Jpyrue aBTOLEHTPbI CTPAHBI B TSKETOM
IIOJIOXKEH U VI JlayKe BBIXOAAT U3 OM3Heca.

ITosxxe, 3a 00eIOM, OHM OOCYXX/JAIOT CO CBOMMU KOJI/IEraMI,
KaK MM Y/JaeTCsi OCTaBaThCs Mpu paboTe, IPUTOM UTO COTPYA-
HVIKI) JPYTUX aBTOLIEHTPOB BBIHY>K/EHBI UCKaTh cebe mpyroe
npucranuie. V k1o-Hnbyap 06513aTebHO CKaXkeT: «3HaeTe, a
ChI0971T IPOJIO/KAET YTBEPXKAATh, YTO HAM y/JaeTCsl 3apabaTbl-
BaTh TOJIBKO 3a CYET XOPOILIETO KIVIEHTCKOTO CEPBICA, U 51 AYMAI0,
4TO OH IpaB. B [pyrux MecTax He 04eHb-TO 3860 THUINCDH O CBOUX
KJIMEHTaX».

Korza Baum cOTpyAHMKY HECYT U PacpOCTPAHSIOT Balln
uzier — 3TO caMblil 9pPeKTUBHBII c1I0COO.

51 Bupien, Kak MeXaHMKY HOJOLIIM K HOBOMY COTPYJHUKY U
IOXOJYMBO OO'BACHIIIN, KaK 37IeCh Jle/laeTcsl OuaHec. DTOT IapeHb
COOMPpAJICS BHICTABUTH KJIMEHTY CUET 3a /{Ba Yaca paboThl, XOTS
Ho/I0MKa TpeboBasia He 6oriee romy4yaca Ha ee ycTpaHeHue. J[Boe
VUIU TPO€ TEXHMKOB HOJOIIIN K HEMY ¥ CKa3ann: «3[ech TaK He
IIOCTYIAIOT, He IIBITAICSI XUTPUTBD C K/IEHTaM». B HeCKONbKMX
CTy4asix JOXOAWIO O TOTO, YTO pabOTHMKI CepBICa BBIHYK/a-
N TeX, KTO IIOXO 0Opalljajcs ¢ KIMeHTOM, YBonmuTbcst. OHu
[IPOCTO Jie/Ia/IV X KU3Hb HEBBIHOCUMOIL.

Brauasie HEKOTOpbIE COTPYAHMKY MOTYT IIBITAThCSI 0OXOANTH
HAIIV IPUHINIIBL, TOTOMY YTO UMM Ka>KeTCsl, YTO OHU TPeOyIoT
OT HuX 60/ee HanpsDKeHHOI paboTel. HO B eiCTBUTEIBHOCTI,
B JIO/ITOCPOYHOI MEePCIeKTIBe, paboTaTh CTAHOBUTCS TOPA3zo
npoige. HUKTO He CTOMT Haf AYIION U He IWIUT Tebs 3a IJI0X0
BBIIIO/IHEHHYI0 pabOTy — MOTOMY YTO ThI HUKOI/]A He Je/laellb
CBOIO paboTy II/IOXO.
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OcCHOBHBIE BBIBOJIbI

— Ilpumume pewienue 6vbimv ryusumu. YCTAaHOBUTE CBOU
Ie/IM Ha CAMOM BBICOKOM YPOBHE; €C/T/ BbI PaCcCUMThIBaETe
Ha 6osblee, BB U JOCTUTHETE OOIBILETO.

— Bocc donaen 6vimv npumepom. JIupgep He MOXKET TONBKO
mponosefoBaTh. OH NO/DKeH MofaBaTh npumep. Jlngep-
CTBO — 3TO 3¢ dekTuBHOCTb. Ecnu opgHa m3 Bamux
1enieit — 6e3ynpeyHas 4MCTOTA ¥ BB He COOMpaeTe Mycop
Ha ITapKOBKe, KOIZla BUIMTE €ro TaM, He OXKMAAliTe, 9TO
KTO-HMOYZb 113 BalllIX COTPYAHUKOB OYeT feaTh STO.

— IIpasonyiime céou ycnexu. TO YCUIUT BaXKHOCTH TOTO,
BO YTO BbI BEPUTE. rOBOPMTe O BalllMIX HEHHOCTAX U IIE/IAX
perynsapHo. Yaie ynmoMuHaiiTe UMeHa JI0fel, KoTopble
IPEeBOCXOAAT CTaHAapThl. V aTa nmHbopmanua 6ymer
yCTbIIIaHa.
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[naBa 22. [lpopaka aomKHa bbiTb
TeaTpom

51 mo6mo Temarndeckue napku HucHes. OHM 6e3ympedHbl
B Kakpoil fetanu. Hampumep, Tam Takum 00pasoM IOACTPUTAIOT
KYCTBI, YTO OHU CTAHOBSATCS IIOXOXV Ha TepPOeB MYIbT(PUIb-
MOB — Mukkn-Mayca, [Jam60 u apyrux. Mbl Bcera gepxum
B rojoBe 00pa3 mapkoB uMnepyn ycHes, KOTfia peliaeM, Kak
IOJDKHBL BBIIJIANETh HALIV MarasyHbl. BOKpyr Halmux LIeHTPOB
TpaBa BCeT/la TIIATEbHO MOACTPYDKEHA M HET HY OJHOTO HEYXO-
JKEHHOTO JiepeBlia. Mbl BHMMATENIbHO CTIEUM 32 TeM, YTOOBI Bce
HaIllM 3[aHMA ObUIM aKKYpaTHO ITOKpamIeHbl. MBI maxke crienn-
aJIbHO KYIVWIM YOOPOYHYIO MAUIMHY, KOTOpas MOET TPOTyap
Iepes Hallell TeppUTOPUEIL.

ITouemy Mbl yfiensieM 3TOMY CTONBbKO BHMMaHMA? IIpocTo MBI
XOTMM CO3JaTh OIpefle/leHHYI0 aTMOC(epy [/ HAlllMX ITOKYTIa-
Teslell ¥ COTPYAHUKOB. To, KaK MBI OTHOCMMCS K Halllell Teppu-
TOPUM, TOBOPUT O TOM, KaK Mbl OTHOCUMCA K HAIlMM K/IMEHTaM
U pabOTHMKAM, KaKMe IIeHHOCTY MCIOBeAyeM, a KpoMe TOTO,
IIOMOraeT HaM OIIpeJe/INThb CBOMX 11e/IeBbIX K/IMEeHTOB. MbI cun-
TaeM, 4To OOJIBIIeN YacTy /TI0fiell HPAaBUTCS MMETbh JIeJI0 C TeM,
KTO 3a00TUTCSA O LIBETaX ¥ IePeBbAX HA CBOEM Y4acTKe.

Jlenas Tak, Mbl laéM CUTHaJ: «9TO MECTO OT/INYAETCA OT APY-
rux». Hamr aBToleHTp He 13 TexX, rie paboTaroT napHu 6e3 KoM-
IIEKCOB ¥ MaHep. MBI XOTUM, YTOObI K/IMEHTBI BUJIE/IN, YTO MbI
NPUATHBIE IOl ¥ C HAMU IIPUATHO UMETD JIeIO.

9TO NpaBUIO OTHOCUTCA KO BCEM HAIMM IIeHTPaM, BHE 3a-
BMCHMOCTY OT IpOfiaBaeMbIX MapokK. OiMH U3 HUX IpofaeT
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«XeHpal» — caMyIo HeJOPOI'YI0 MapKy B Hallleil IMHeNKe, APY-
rne — «Kagummak» unn «Jlekcyc». Yl Besne Mbl yfienseM o4eHb
6onpIIoe BHUMaHNUeE JIeTaNAM, XOTA CaMU JieTaau BCe BpeMsd
pasnble. Tax, npogaBas «Kagunmakm», Mbl cTapaeMcsl aKLIeHTH-
poBaTh BHMMaHNe Ha pockoun 1 kombopTe. «Kagmnmak» — aTo
Jy4IlIee, YTO MOXKHO KyIIUTb.

KaKkue 6bl ycyru Bbl HY OKasblBau, Jo6enTech «Bay-addheKTan.
YT0-TO JO/KHO BMNEYaTAWUTb KJMEHTA TaK, YTOObl OH MOHSA,
HACKONbKO Bbl BHUMATENbHbI K JETANAM.

Jlu3ajiHepoM HalIMX MHTepbepoB Oblta Tpuina YuicoH, xeH-
I[VHa, KOTOpas CO3Jajla MHTepbepbl CAMbIX KPaCUBBIX B MIpe
orerneit, Takux Kak St. Andrew’s B lllotmanguu n Tpu fpyrux
Ha Teppurtopun Disney World Bo ®pannun n Broadmoor B Ko-
nopago-CrIpuHrc.

PaboTy ¢ HaMu OHa Hayasa ¢ TOTO, YTO IIOBECVJIA TPU OTPOM-
HBIX KaHJenA0pa U SOIONHMIA VX IIPEeKPaCHBIMU yOOBBIMU
IIaHEJIAMU BO BCeM 3[aHMM. Bca Mebenb — KpacHOTo fepesa, a
06MBKa — KO)KaHasdA. V He TOJIBKO IIOTOMY, YTO 3TO BBIIJIALUT
pecrexrabenbHee 1 KOMPOPTHEe, — MBI TaKXe OTKPbUIN IS
cebs, 4TO Takas Mebenb ropasno 6osee MpoyHasi.

Bce 9T0 3BY4MT JOBOIBHO ITPOCTO, HO HAIIIY CAMOCTOSI Te/IbHBIE
TOIIBITKY CIe/IaTh YTO-TO C UHTEPbEPOM He YBEHYa/IUCh YCIIEXOM.
ITepBblil CBOJ IeMOHCTPALVOHHBIN 3a/1 MbI OOPMIIAIN CaMI,
¥l K/IEHTBI TOBOPW/IY HaM, YTO BBIIJISAIUT OH HECKOIBKO JOMO-
poleHHO (0cO6eHHO MM He MPUIINCDH [0 BKYCY HAIlla IJIaCTH-
KoBas Me0Oenlb I XpOMUpPOBaHHbIe cTONMBI). PaboTa mpodeccuo-
Ha/la HOTPsACAIOIle OTIMYACTCS, U B AEICTBUTENILHOCTY 9TO He
CTOM/IO HaM 6ojIblle, IIOTOMY YTO CHM/IBHO COKOHOMMJIO Hallle
BpeMs 1 0Ka3a/I0Ch TOPa3Jio IIPOYHee U HaJleKHee.

CerofiHs B LIeHTpPe HAILIETO JeMOHCTPAL[IOHHOTO 3ajIa CTOUT
CTOJI, @ Ha HeM OTPOMHasI Ba3a C XMBBIMU I[BeTaMu. JTO Mfes
MOei1 >KeHBI, 32 KOTOPYIO 51 eif odeHb 6marogaper. OmHa XK {bI MbI
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c Herru ysxunanu B Howo-Vopxke B pectopane La Grenouille, u
OHa ofparuia BHUMaHMe, YTO TaM BesJe ObLIM pacCcTaBIeHBI
JKVBBIE 1IBETBHI, YTO JIe/Ia/I0 OOCTAaHOBKY 9/IETAHTHON U B TO Xe
BpeMs TeItoit u foMainHeit. [lerrn ckasana MHe, 9YTO €C/IV MbI
OyZeM MCIIONb30BaTh >KMBbIE IIBETHI B HAIIMX AE€MOHCTPALVIOH-
HBIX 3a/1aX, TO, BEPOSITHO, IIONYYUM TOT e 3 deKT, — u 6bl1a
npasa. C Tex mop y Hac BCerja >KMBbIE I[BETHL.

Kosep npencTasinseT coboi BeITKaHHYI0 repanbanky Cadillac
B HECKOJIBKO CITIa’KEHHBIX, HO y3HaBaeMbIX MMHUAX. B odopm-
JIEHUM MBI MCIIO/Ib3yeM CIIOKOJHBIE I[BeTa: HEXXHO-TOMyboil 1
C/IOHOBOJ KOCTM. VI HMKAaKMX KpUYalIMX HAAIMNCell B OKHAX:
«PACITPOITAYKA!».

HexoTopble canTaroT, 4T0, 0pOpM/IAA CBOM ABTOLIEHTPbI TAKUM
06pa3omM, MbI TepsieM HEKOTOPbIe BO3MOXHOCTH. MBI He UCIIONb-
3yeM OIPOMHBIX IUTAKaTOB C MHPOpPMAIIVell O TOM, YTO IIpefia-
raeM KpeauT Bcero B 2,9% Ha 3TOil HeJlene VAN 4YTO CEerOfHA
IpojaeTcs KakasA-To ocobeHHas MamunHa. Ho ecin Bcero aToro
He JJOHOCAT /10 IOTEHIVIaJIbHOTO ITOKYIaTe/IsA IIPOAABIbl — 3TO
He OYeHb YMHO.

7151 6OMBIIMHCTBA JTI0fiell TOPas3o BajkHee Terasi i KoMpopT-
Has 06CcTaHOBKA NMOKYNKY. Ellle pa3 mofgyepKHy: Hally KJIVEHThI
OYEHb LIEHAT aTMOC(epy, B KOTOPOIT OHM MOTYT YyBCTBOBATb Ce0s1
KaK JJoMa. Bel MO)keTe IpOC/IeAUTD 9TO 110 X BEIOOPY peCTOPaHOB
u oreneit. B Bel-Air nnu Turtle Creek Bbl He BcTpeTnTe paspuco-
BaHHBIX BUTPIH CO «CIIeL|Ma/IbHBIMM HpefIoXKeHNAMY 10 21.00»,
TaK K€ KaK ¥ HOCKMU C «CeTORHSAIIHUM IIpefIoKeHNeM». DT
pecTopaHsbI 3aJaI0T JPYTOIl TOH; TO JKe Ie/IaeM U MBl.

ITo aHazornm MBI CO37aIM MPUMEPHO Ty Xe arMochepy u
B aBToneHTpe Hyundai, rae cTonmMOCTb MaIIMHBI €f1Ba JIY COCTAB-
sieT 4eTBepTh UeHbl «Kagnmmaka» mmn «Jlekcycar, — U HallMM
HOKyTaTe/nsAM y Hac HpaButcs! KoHeuHo, ecTb HEKOTOpbIE OT/IN-
91T TIOCKONBKY «XeHfai» 60/Iblile CKIIOHHBI IPHoOpeTaTh Mo-
JIOfible JIIOZM, MBI He VICIIO/Ib3yeM 371eCh KaH/ens0poB, AusaiH
O/1>Ke K HallpaB/IeHNIO Xaii-TeK — HO aTMocdepa TaKasi >Ke Tell-
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nas v GOMalHAA. V TOH, M CTU/Ib HAaXOAATCA B TAPMOHMUM C TEM,
4YTO MBI IpofiaeM. Teppuropus Toxxe B 0e3yIpedHOM IOPsKe,
YyJieCHbIE 3eJIEHbIe TY>KalIKJ ITepefl BXOLOM, MHOXKECTBO LIBETOB,
U HeT KpUYalllell peK/IaMbl II0 BCEMY BbICTABOYHOMY 3aJly U 3a
ero npegenamu. Takoit mopxoy onpaspan cebs U 3fecb — Ipo-
Ja>KM ¥ IpUOBLIb JaBHO IIPEBBIIAIOT 3all/TAHMPOBAHHBIE.

B cBOuMX aBTOIlEHTpaX MBI CTapaeMcs 130eraTh aBAIIeil TOP-
roBoii aTMocdepsl. Y Hac BaM BCerfja MpeAIoXkar Jalleyky Xo-
pottero Kode, ¥ MbI iaKe JOTOBOPU/IVICH C MECTHBIM PECTOPaHOM
00 OTKpBITUM HeOONBLIOTO puInana psfoM C HAllM aBTOLEH-
tpoM Cadillac. Takum 06pa3oMm, Bbl MOXKeTe MepeKyCUTb, ITOKa
XJleTe CBOI aBTOMOOMIIb, [1a ¥ HALIMM COTPYIHUKAM He IPUXO-
IOUTCA MATATHCSA Pa3MOPOKEHHON B MUKPOBO/IHOBKE IIIIIEI.

Hamra upes cospanHusa xopoureii aTMocdepbl pacpoCTpaHs-
eTcs Ha Bce Iofipas/iefienls. AKKyPaTHOCTDb BO BceM. Bce monbl
TIATE/IbHO MOIOT Ka K/ blil Beuep; y HAaC fake €CTb BaKYyMHbI
PYKaB, IIONCOENVHEHHDIN K JATYMKY B PEMOHTHOI MacTep-
CKOI1, — OH M36aBJIAeT HaC OT IIBUIN ellle IO TOTO, KaK Ta ycIieBa-
€T CecTb Ha IO

Korpa norpe6uTrens BUAUT HAIIY CBEPKAIOIIYIO0 BEIYNIIICHHYIO
MaCTepCKY10, OH IyMaeT: «A MOXKasyli, 9TOT aBTOCEPBUC BbIIJIA-
IANUT HECKOJIbKO MHave, YeM Apyrue. 31ech moau 6ombile 3a60-
TATCA O CBOeM pabodeM MecTe, ¥ OHM, IIOXOXe, OynyT Ooee
AKKypaTHBI C MO€E MaIlVHO».

Korpa Bbl Hamepensl npuo6pectn «Kagumnak» unn «Jlekcyc»,
MaIIHY CBOEI MEYTBHI, BBl OXKIJaeTe, YTO 9TO OyIeT OYeHb 3a-
HOMMHaloleecs coopitTue. JI1s1 HeKOTOPBIX JIIOfiell HpuobpecTu
HOBYIO POCKOLIHYI0 MAILIITHY — BCE PABHO YTO KYIUTb OyXaHKY
x71e6a Ha y>xuH. Ho Bce-Taku Takux HeMHOTO. [I7151 60/IbIIMHCTBA
nokynka B 30 000-40 000 gonmapoB ABIAETCA CEPbE3HBIM CO-
ObITrIeM. HacTo /1M MM IPUXOAUTCS PACCTaBaThCS € TAKOM CyMMOIT
TeHer? M bl JOTKHBI IOMHUTD, YTO, XOTA MbI M ITIPOJaeM 25 HOBBIX
MalllH B JIeHb, [/ KIMeHTa I0e3Ka IOMOJ B OTHOM U3 HUX —
OTPOMHOE COOBITHE.
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ITpopmaky [KO/MKHBI OBITH HpeACTaBIeHNEM, TeaTpoM. Mbl
XOTUM, 4TOOBI HAIIN MOTPEOUTENN BCTpedanut CBOY MallVHBI
B TaKol1 0OCTaHOBKe ¥ OKPY>KeHUM, YTOObI AyX 3aXBaThIBAJIO.
Meb6ensp, npucnocobmenns, cBeT — KaXkfias JeTanb HOKHA
BHOCHTD CBOJI BK/IaJ] B 9TO He3aObIBaeMoe IOCelleHe.

Ba)kHa [iefiCTBUTENBHO KaXK/asi AeTaab. ITO KacaeTcs faxke
TeX MeCT, B KOTOpbIe IOTPeONTeNb TPAJUIIVIOHHO He TOMYCKaeTCsl.
Hanpuwmep, B canone Lexus y Hac eCTb OTpOMHO€ OKHO, KOTOPOe
II03BOJISIET K/IMEHTY BU/IETh PEMOHTHYI0 30HY. JIFOfsIM HPaBUTCS
HaO/I0/[aTh 3a TeM, KaK Apyrue paboTaoT; K TOMY 5Ke 9TO U He-
0OTIBIION [JOTIOMHUTENbHBIN KOHTPOIb 3a BceMu Hamu. Kpome
TOTO, TAaKO€ OKHO TOBOPUT HOTPEOUTENIO, YTO MBI TOPAUMCS
CBOMIMM NTOMEILIEHVAMY ¥ paboTOl, KOTOPYIO He/aeM, U XOTHUM,
4TOOBI TIOJVI 3TO BUJIETII.

Hexoropple 13 Ty4IINX B CTpaHE PeCTOPAHOB IIOCTYIAIOT
aHaJIOrn4YHO. JJOBONbBHO HEOOBIYHO BUJIETb KYXHIO OTKPBITO,
a B Le Bernadin B Hpio-Vlopke ecTb crienmanbHblit CTOMNK, OTKY-
Jla OTKPBIBAETCS BUJI HA KYXHIO.

Bce aTo faeT ouyiieHme Tearpa, Tearpa IpodeccroHaTbHOTO.
/1 ecu mpop0/KaTh aHA/IOTMIO, HAllla TOPTOBasi 30Ha He Y4TO MHOE,
KaK ClleHa. MBI ICIO/Ib3yeM ee, YTOObI CO31aTh aTMochepy U
3alaTb TOH. MBI XOTUM, YTOOBI y HALIMX MOKYIIaTeIeil AyX 3a-
XBaThIBaJIO, YTOOBI OHY, BOT/sI, roBopunn: «O-ol» — 1 4T00BI
3TO OBV BO3IIAChl BocTOpra. Ham cTouT 6ONBLINX YCUINIA
OpraHM30BaTh BCe TAK, YTOOBI B IEMOHCTPALIVIOHHOM 3ajie ObLIO
BCe BO3MOXKHOE U TPV 9TOM OH He BBIIJISAfIE]I TIePEIIO/THEHHBIM,
a KJIMEHTBI He CIIOTBIKA/TNCh OBl IOMUHYTHO 00 aBTOMOOW/IN.

OpHa 13 IPOCTBIX MYJPOCTell pO3HUYHOTO OM3HECa ITIaCUT:
«BbI He MO>KeTe IIPOIABaTh C MYCTHIX MOTIOK» — MOApa3yMeBas,
YTO y Bac BCerfa JO/KHO OBITh HECKONBKO eMHUI] TOBapa
Ha ckage. V o cytu ato Bepro. Ho ToT daxT, uto y Hac focra-
TOYHO 3aI1acoB, He O3HAYAET, YTO BeCh TOBAP JIO/KEH OJHOBpe-
MEHHO HaXOAUTbCS B BBICTABOYHOM 3ajte. Hy)XHO yMeTh co3fa-
BaTh CIOCOOCTBYOINYIO MPOAakaM KapTHUHY, He IePeroTHIs
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IIOMEIICHVIE 1 HE BHOCA Hep336€pI/IXI/I. BricTaBOUHBIN 3271 JOJIJKEH
OBITh IIPUATHBIM 1 PaCIoaraoiuM K cebe. YToObl yoenuThes
B TOM, 9YTO OH COOTBETCTBYET 3TUM Tp€6OBaHI/IHM, Mbl I€EpMogn-
YEeCKM IIpOBOAVIM BpeM: y BXOAa U CMOTPUM Ha HETO IIa3aMU
K/IMEHTA, CIpaInBasi ce6si: XOUeTCsI /I CIOfia 3a1ITH, JOCTATOYHO
711 KOM(OPTHO OH BHIIIAANT? C XOPOILINM /1Y BKYCOM OH CJIe/IaH?
He nopa nu 3amenuTs KoBep? HeT 1 371ech yero-Hubyab yoke He
CTOJ/Ib aKTyaanoro? "n HaIIpOTUB, €CTb /I YTO-TO, YTO BbI3OBET
JKeTTaHye IPUIITH CIofja ellje pas?

M1 XO0TUM, YTOOBI KIAMEHT IIO9yBCTBOBAJI, 9YTO €MY 3[€CHh
HpaBUTCA. I9TO UMEHHO Ta peaKknum:Aa, Ha KOTOPYIO Mbl paCCYMTBI-
BaeM. MBI XOTVM NpMB/IeYb BHMMaHNe IOTPeONTENIA 11 BHI3BATD
Y HErO MBIC/Ib: «DTU JIIOAY YMEIOT 3a00TUTbCA O AeTansx U Aep-
XKaTb BCe B mopspke». IlepBoe, 4To mpuBIeKaeT BHUMaHMe
IPUXOAAIIET0 K HaM IOTPeOuTeNA, — 3TO )KVUBBIE I|BETHI, KaH-
fiensiOpbl U lepeBsiIHHAS OT/Ie/IKa.

MoO>XHO /111 TIeperHy Thb /Ky, UCIIONb3YA 3TOT nopxox? Koneu-
HO. Henbsa gonmyckaTb mpoOsABIEHUs NPETEHLMO3HOCTH.
MbI BO/KHBL OBITH YBEPEHBI, YTO [IEPCOHAT OTHOCUTCS K IOTpe-
OUTEISAM OYEeHD TEIUIO U IPYIKECKU U JeVICTBUTE/IbHO 3a00TUTCA
0 HUX, — B 9TOM CJTy4ae JTIOfU He OyAyT 4yBCTBOBATh ce0s AMC-
KoMdopTHO. VIHOT A TOCeTUTEN B BBICTABOYHOM 3aJie OBIBAIOT
HECKOJIBKO PACTEPAHBI OT BCETO, YTO OHM BULAT BOKPYT. Ho ecrn
COTPYIHMK, KOTOPDII MOAXOAUT II0340POBATHCSA, PAJlyLIHO IIPU-
BETCTBYET UX U 6Har0napMT 3a TO, YTO OHM IIpUIIJIN, KINEHTbI
9YyBCTBYIOT cebs JK€JTAaHHBIMU TOCTAMU U CKJIOHHBI ITPOCTO Ha-
CITa>KAAThCS BCEM, YTO CBSA3AHO C 9TUM IOCEILIeHNEM.

Bel Mo>xeTe co3/jaBaTh CBOIO COOCTBEHHYI0 arMocdepy bec-
YUCTIEHHBIM KOMYeCTBOM MeTofoB. ([lucHell, Hanpumep, iefiaet
3TO C HOMOIIBIO BecCeNbs, IpeBpallasi CTAHAAPTHBI Habop aT-
TPAKIIMOHOB B JOpOToJi Tearp.) VI moMmHuTe rmaBHoe: arMmocdepa
OOJI’)KHa ObITH B rapMOHIM C BalllVIM IIPOJAYKTOM.
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OcHOBHbBIE BBIBOJIbI

— Huwume ponv. Vcnonnsiime ponv. To, Kak BBIIJISIUT Balll
O13HeC, OTpaXkaeT BallV [[EHHOCTHU VM CO3[aeT UMUJXK.
Ecnmu BBI IpofiaeTe joporue aBToMOONMIN, Balll Mara3uH
IOJDKEH BBITJISIIETh TaK JKe JOPOro U pecreKTabenbHO.
9TO He 3HAYNT, YTO OH JO/DKEH OTIIYTUBATh CBOEIL I0pO-
TOBM3HOIL, IPOCTO OH JIO/DKEH OBITH C/Ie/IaH C XOPOIINM
BKYCOM I 3a/IaBaTh COOTBETCTBYIOLINII TOH 1 aTMOCdepy.
BameMy K/IMeHTY 3TO IOHPABUTCH, I 9TO HEHABA3YMBO
HOZICKaXXeT BAllMIM COTPYAHMKAM, KaK OHY JJOJDKHBI ce6st
BecTH (2 60CcCYy — KakK OH JO/DKEH OTHOCUTHCS K CBOUM
IIOJYMHEHHBIM).

— Ecnu 6vt He Ousatiep, Hatimume npopeccuonand. ITo CIKo-
HOMUT BaM BpeMs U IeHbIL.

— Ho6po noxanosamv k Ham 0omoti. CaMblii IPOCTOI CIIOCO6
3aJlaTh MPAaBUIBHBIN TOH U aTMOC(HEPy — OTHOCUTHCS
K CBOeMY 6M3HeCy Kak K COOCTBEHHOMY JOMy. Bbl e mpu-
IJIallIaeTe APy3eil M COCesieit, ¥ BaM XOTeIOCh Obl, YTOOBI
OHU YYBCTBOBa ce6s1 KOMpOPTHO.

— Iomnume, oHu nnamam u 3a wioy. Jlekopauum u eTanm
OYeHb BaXKHBI [ CO3JaHNs aTMOC]ephI TeaTpa, HO IPo-
[aka — I'BO37b IpeJcTaBleHns. B KoHIle KOHIIOB, HET
npubbUIM — HeT OM3Heca.

,E‘EVE E"’ 2016



[naBa 23. Balia mama 6bi1a
npaBa: MaHepbl JEUCTBUTENIbHO
0YeHb BaXHbl

Ms! BefieM cebst BeXXMBO. MBI cTapaeMcsi OTHOCUTBCS K JIIO-
[AM — HallMM KAMEHTaM M COTPYJHMKaM — TaK >Ke, KaK MBI
OTHOCHMCS K HallUM ONM3KVUM: JeTAM, POSUTEIIAM, CYIpyraM
WIN [IPY3bAM.

Tak MHOTO BONIIEOHBIX BO3MOXKHOCTEI KPOETCA B UCIOJ-
HEHUM 3TOTO «307I0TOr0 ImpaBuia». [opasgo npusaTHell BbIXO-
INUTb Ky#a-HUOY/b Ha Y)XKUH, He OIacasiCh, YTO JTIOAM HAYHYT
HabpachIBaThCs Ha Tebs1 ¢ )xanobamu. HanpoTus, oHM, JOBO/IB-
Hble, Oy/IyT MOAXOAUTD CO CIOBaMM: «Bamy cCOTpyaHUKM Tak
TeIJI0O K HaM OTHEC/INCh, HAM O4YeHb NIPUATHO UMETb C BaMI
e,

Takoe 1ono>xeHe Belweit lefraeT paboTy MPUATHBIM 3aHATHEM.
KoHdnukToB ropasgo MeHble, IOTOMY YTO HAaIlM KIVEHTBHI
m06sT Hac. Tl IPUXOANIIb Ha pabOTY BCTPEYATHCS C IPY3bSAMI,
a He 60POTHCs C BparaMi.

9TO Tak)Xe ropasao MpubbIIbHEe. B OMTOCpPOYHOI IepCIieK-
TUBE CO3/laHNe NPUATHOI aTMOC]epsl BefieT K 60/mee BHICOKUM
IpOoJa’kaM U HU3KUM U3JJepKKaM.

Ecan Bbl X0TUTE, YTOObI BalX NOAYMHEHHBIE ObIIM BEXINBLI U
J06E3HbI C KIMEHTAMK, OYIbTE BEXINBLI C HUMMN.

MHoOXecTBO fieTasieil IOMOTaeT CO3/IaTh TaKyl arMocdepy.

Hanpumep, Korjga KInMeHT IPUXOAUT 3a0MpaTh CBOIO MAIINHY,
ero BCTPEeYaloT, OTKPBIBAIOT eMy fiBepb U roBopAT: «Crmacu6o
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3a Balll BUSUT, MbI OY€Hb L[EHUM, YTO BBl OOPATU/INCh K HAM».
Korga oH omaumBaer c4eT, KacCUp JAPUT €My MAJIeHbKYIO
I/INTOYKY LIOKOafjla — HpocTo U3 6marogapHoctu. (Besuec-
K1e CIafloCTU MOMOTalnT chOPMUPOBATH MPUITHOE OTHOIIIE-
HIle; TaK XKe MOCTYHAI0T B OTE/IAX, OCTaB/IssA LIOKOIA Ha 110-
fyIIKe.)

Ecnu Mbt XOTMM, 4TOOBI HAIIl TIEPCOHAT OTHOCUIICS K K/TMEH-
TY BEXJIMBO U C YBaXKeH)EeM, Mbl 00513aHBI OTHOCUTBCS K CO-
TPyAHUKaM Tak >xe. Hampumep, y Hac He MPUHSATO MOBBIIIATD
rOJI0C Ha KJAMEHTa M TOYHO TaK >Ke He NPUHITO KPUYATh
Ha MOAYMHEHHBIX. YBaXKUTETbHOE OTHOIIEHVIE K IO Y HEHHbIM
BOBCe He CBUJIETE/NbCTBYET O Balleil c1aboCTy: MOXXHO OBITH
TBEPABIM, HO He IpyObIM. [I/151 TOro 4TOOBI JOOUTHCS OT Yeso-
BeKa BBIIIOJTHEHM S KaKUX-IMO0 3ajay, He HYXXHO pyraTb €ro.
MBI ipocuM Be>xnBo. EC/n 3TOro 17151 Hero HeloCTaTOYHO, MBI
HalifleM Ipyroro, Ha KOTOporo aToT Metoj geiictsyer. Ilocne
TOTO KaK 9TO IPOM30J/IeT JBaK/bl, [/Is1 OCTATbHBIX 9TO Oy/eT
JIOCTaTOYHBIM YPOKOM.

Ecnmu MbI ipITaeMCs1 CO3JaTh YCIEIIHbIN OM3HEC, MBI JJOTKHBI
HAy4YMTHCSI OTHOCUTHCS K JIIOASAM TaK, KaK HaM OBl XOTe/NOCh,
4TOOBI OTHOCKU/INCH K HaM. Benb Ham «Kapynakm» u «JIekcychbl»
HIYeM He OT/IMYAIOTCA OT TaKMX )Ke MAIllVH B [PYTOM aBTOL[eH-
Tpe, M eAMHCTBEHHBI CII0c06 106aBUTD cebe KaKy0-TO IIeHHOCTD
B I7Ia3ax KJIMEHTa — 9TO M30aBUTb €r0 OT MOPOKM IIpu 00CIy-
JKMBaHMM ([le/IaTh BCe XOPOLIO C IIEPBOTO pasa, IMPejOCTaB/IATh
B CJIy4ae peMOHTa 0eCIIaTHY0 MAIIHY Ha IIOMEHY) U CHe/aTh
HOCellleHlie Halllelt KOMITAaHUY HACTOJIBKO IPUSTHBIM, HACKOTIBKO
3TO BO3MOXHO (Cy600THMII cepBUC, CMAZOCTU U T. I.). Ecnu
HaM YJacTCsl TEM CaMBbIM YIPOCTUTD JXU3HDb KJIUEHTY — MBI
BBINTPAJIN.

HekoTopsle Haluy yBa)kaeMble KJIMEHTHI YXOAAT OT HAC, I10-
Kymas «fIryap», «Mepcenec» wi BMW. Onu ipro6peTaoT OIbIT
001IIeH IS C CEPBUCOM TUX IMTIEPOB — 1 [IOC/IE 9TOTO B OCHOBHOM
BO3BPAIAIOTCH.
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5] HaBcerpja 3aIIOMHIO, KaK s IIOKOOpas Npe3nuieHTa OfXHO
koMnaHuy B [lanmace papom ¢ aBToueHTpoM Mercedes. On
CTOSUI M JK/IA/I TAKCY, YTOOBI JOOPaThCs HAa pabOTY: HUKTO B 9TOM
aBTOLICHTpPe He NMpeAJIoXKUJI eMy IoMollb. Sl IpoCTo exasn
IO 3TOVI Y/INUIle — YBUJEN ero U HMpeIoXKU IOfOPOCUTDh Ha
pa6orty. ITo mopore oH no>xxumart nne4amiu, ropops: « mpocro
He 3HAI0, IOYEeMY pelIVI CMeHUTD Bac Ha “Mepcenec™. [IByms
rofiaMJ I03)ke, KOTZIa IIPUIIJIO BpeMs IIepeaTh ero aBTOMOOWIIb
B trade-in, oH cgenan ato y Hac n Kynun «Kagmmmak». OH cka-
3aJj1, 4To ero «Mepcepec» (§339)1 XOpouleyl MalllMHOM, HO TOJIbKO
OH He CTOWJI TOTO, YTOOBI IPeO0/IeBaTh CEPBUC, KOTOPBIN ero
COTIPOBOXAIL.

Pa3 H1yero He CTOUT OBITH BEX/IMBBIM U JII0OE3HBIM, BBl MO-
JKeTe YIMBIIATDCA, IoYeMy IpyTHe 3TOro He fienatorT. Ilo npappe
rOBOP:I, 5 TO>Ke He MOT'Y ITOHATb. OOBIYHO 5 Jal0 Ha 3TOT BOIIPOC
IPOCTOJ1 OTBET: IPOCTO MaMa He CMOIJIA ¥IX IPaBU/IbHO BOCIIN-
TaTb. Ho, KOHEYHO, BCe HECKOJIBKO C/IOJKHEE.

JIronu ABNAIOTCA MPOJYKTOM TOM CpeJibl, B KOTOPOJ BEIPOC/IN
I )KIJIN, B KOTOPOJT paboratoT. OHM yCBaMBaIOT BCe LIEHHOCTU
cBoero 6usHeca. [TocefHee IpMHIMIINATbHO BaXXKHO. ATMOC(e-
pa, KOTOPYIO CO3/JaeT PyKOBOJUTEIb, 04€Hb MHOIO€ TOBOPUT
0 HEM CaMOM I O TOM, KaK OH OTHOCUTCS K TIOfSAM.

KpaitHe peflKo MOXXHO BCTPETUTDH MeHeJ Kepa, KOTOpPbIil
OTHOCUTCS K K/IMEHTY M CBOMM IIOlYMHEHHBbIM IIO-Pa3HOMY.
CoTpyiHUKNM He MOT'YT OTHOCUTbCS K KIMEHTY XOPOILO, eC/IN
UX HadaJbHUK BefleT ce0s IO OTHOLIEHNIO K HUM OTBpPATHU-
TeJ/IbHO.
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OcCHOBHBIE BBIBOJIbI

— Bawa mama 6vina npasa. OHa y4mIa Bac XOpOIINM MaHe-
paM — npupepK1BaiiTech ux. Xopollne MaHepbl HUKOT/A
HIKOTO He PaHWIN.

— Besxnusocmov pabomaem nyuute. HekoTopble yMaroT, 4TO
BEX/IMBOCTb — 3TO caboctpb. Het. Ona ropaspo addex-
TVBHee, pe3y/IbTaTVBHEe U [ie/laeT JII0fieil CUacTInBee.

— IIpeonpunumatime skcmpaycunus. Jlenaiite NpusATHbIE
Mennoun. [Ipuaepxusaiite [ Mofieit ABepb U IOMOTaliTe
MM JOHECTM MOKYIIKM O MAaIUMHBL JIrofu oLeHAT 3To.
[Togymarite, Kak BaM ObIIO GBI IPUSTHO, €C/M OBI 715 Bac
CliefIamM He4To Mofo0Hoe.
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[naBa 24. Echny Hux Takue
Tyanetbl, TO KaK e OHW
paboTaloT?

YucTsle TyaneTsl — >KU3HEHHO BaXKHbI akTop. S mousn
9TO B PaHHEM JEeTCTBe. B TO BpeMsA Mbl KOKMAbIN TOJ, €3MIN
Ha CBOeJT MalllyHe Ha Iobepexbe, U 5 JO CUX IOP ITOMHIO, KaK
MBI BeIOMpanu Mecta iist ctosiHku. Ecu dacan spaHms kasancs
HaM IIpUBJ/IeKaTe/IbHBbIM, Mbl IIPEAIIOJIarajiy, YTo U TyajeThbl TaM
xXopouine.

OpHaKO HECKO/IbKO pa3 CIy4ajsoch, 4YTO MOV POIUTENN MIN
cecTpa HaXO[WIN TyajleThl HeyOpaHHBIMU. B aTOM ciydyae Mbl
cpasy e ye3XKa/lu, Jja)ke He 3aKOHYMB 3allpaB/IATh MallMHY.
KauecTBO Bcero cepBUCHOTO KOMIIJIEKCA OIIPele/ANoch A1l HaC
Ka4eCTBOM €ro TyajeToB. fI monarao, 4To B HalleM O13Hece, Kak
Y BO MHOTHUX JPYTUX, CUTYallisl CXOXKasl.

[ToTpebuTenu CyasaT 0 HAC UCXO/A U3 MHOTUX Mennodert. Hamra
HeyCTaHHasA 3a60Ta O 4MCTOTE Tya/leTOB JIMIIHMI pa3 Momyep-
KMBaeT Hallle BHMAaTe/TbHOE OTHOIIIEHVE K HUM I Hallle OT/IYlIe
OT ApyIruX KoMIaHuit. KoHeuHo >Ke, HUKTO He CKaXKeT, 4TO Ky
y Hac MaIIVHY TOJIbKO IIOTOMY, YTO HAIIM TyajIeThl 6e3yIpeYHbI.
Ho MHOro pas >KeHIIMHBI TOBOPUIN MHe: «[laMCcKMIil TyaneT
cieslaH ¢ TaKMM BKycoM!» S ciblmman u pasroBOpbl MY >KUMH:
«He noBepure, Kakas YMCTOTA Y HUX B TyajieTe». A B HaIllM THU
BCEMY 9TOMY IPUJAIOT 0COO0e 3HaYEHNe.

3[ech MBI OIIATH TOBOPUM O BaXKHOCTU JieTaneil. BoaMoxHo,
41 cTOTa yOOPHOII AV/Iepa He CaMblil 3HAYMTe/IbHBII (GAaKTOp IpK
IIOKYTIKe aBTOMOOWISI, HO OHa CO3/IaeT BIeYaT/IeHye O KOMIIaHUY,
a MOTOMY MBI OTHOCMMCA K 3TOMY cepbe3Ho. IIpu pemonTte
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TyaJIeTOB MbI MICIIO/NIb30BaIM 060U CTOMMOCTBIO 250 HoIapoB
3a PY/IOH — TaKOJ YPOBEHb MOXXHO HaJTU TOJNDBKO B OTENAX
BBICHIEro Kjacca. Mbl IeKOpMpPOBaIM CTEHbI CIIelaIbHO MOfI0-
6paHHI)IMI/I KapTI/IHaMI/I (Cl’IOpTI/IBHaH TeéMa — OIAa MY)K‘{I/IH,
IIBETHI — IS >KeHIuH). Ha Moy 0c060€e TOKPBITHE, KOTOPOE
JIETKO YNCTUTD. (H}II/ITKa 6bIBaeT quprex KaTeI‘OpI/HZ B 3aBUCHU-
MOCTUM OT Ka4yecCTBa. Mpr ]/ICHO)'II)BYGM HHI/ITKY TOBKO BBICOYANI-
Iero Kayecrsa quBepToﬁ KaTeI‘OpI/II/I U BBICIIIEN 6e}II/ISHbI. KCTa—
™, A 06paTI/[}I BHVMaHNUE, 4TO CTOMMOCTDb HaTI/[paHI/IH IIJINTKN
MAaCTUKOJ BbIIlIe CTOMMOCTH €€ 3aMEHBI. A HOCKOHI)KY MBbI KaX-
]1]:1]7[ YaCc MOEM HallIn Tya}IeTbI, HaM He Hp]/IXO,I[I/ITCH HaTI/IpaTb I10J1.
MBI IpoCTO MeHseM IVINTKY pa3 B 4eThIpe Trofia.)

HWKTO He MOKyNaeT y Hac MallWHbl TOIbKO NOTOMY, YTO HaLIK
Tyanetbl 6e3ynpeyHo 4ucTol. Ho, Kak MeTKo nogmetnn Tom
utepc, ecnu B caMmosieTe Ha KOBPE Bbl BUAWTE NMATHA OT Kode,
Bbl MOXETe 3alyMaTbCs, XOPOLO /v 3Ta KOMNaHWs 3a60TUTCA
0 TEXHMYECKOW YyacTu camosieTa.

3ayem faBaTb CBOMM KJIMEHTAM XOTb Masiedlunit noBoj co-
MHEBATbCA B TOM, CTOMUT JIM UMETb C BaMK AeNo?

MpbI Tak >Xe BHUMATEIbHO 3a00TUMCSA M O YMCTOTE HAIIMX
CITy>keOHBIX TyaneToB. OffHaXK/Ibl y MEH:I ObII O4eHb HETPYATHBII
OIBIT. B TO BpeMs y HaIlIMX MeXaHMKOB OB YXKAaCHBII TyaseT
B Bufie Oynku. S 3amren moo6egarb CO CBOMMU COTPYAHUKAMI,
U cTapmnit cMeHbl ckasam: «Kapr, Tl ¢ 60/1plIM BHUMaHIEM
OTHOCHMIIBCS K HAIIMM KJIVEHTaM, HO He BCera IIOMHMUIIb O CBO-
UX COTPYAHMKaAX. Bujen nu To1 Hamy yoopHyo? Thl cunTaens,
9YTO MBI TaK JXe XMBeM Y cebst zoma?» MHe 6b110 cToigHO. Hepe-
JII0 CITYCTSI MBI IIPUTTIACKUTIN OpUTafy pabodnx, KOTOpble OMTHO-
CTBIO TIEPECTPOIIN CITY>KeOHBII TyasIerT.
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OcHOBHBIE BBIBOJIbI

— Hu edunozo namuvuuxa. VI JKEHCKIE, VI MY>KXCKUE TYa/I€EThI
AOJ/DKHBI IPUBOAUTDBCA B IIOPAJOK €KEIACHO.

— Cosoasaiime newamnerue. Memoun — 61€CK HaIMILEH -
HOTO TI0/1a, KAPTUHBI Ha CTEHaX — TOBOPST O TOM, YTO BBI
3a00TUTECH O JeTaIAX.

— Hacmosawas npobnema — smo omoenvHvle myanemol
07151 pyK0B800CMBA... MOXKET OBITH, IOTOMY, YTO PYKOBOJ-
CTBO OOMTCSI 3aXOANTD B /TI0OBIE ApyTHe y ce6s1 Ha Teppu-
TOpUn?
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[naBa 25. Koraa B nocneH1n
Pa3 Bbl 33YMbIBA/INCb O CBOUX
yKa3aTensx v BbIBeCKax?

BbiBecky u ykasatenu — 910 cBoeoOpasHast GpopMa K/IMEHTCKOTO
CepBIICa, 13 TeX, O KOTOPHIX OOBIYHO He 3ayMBIBAIOTCA. A CTOUTIO
Obl. B KOHIIe KOHIIOB, BBIBECKM U YKa3aTe/ly IPeCTaB/II0T cOO0I
CUCTeMy Ilepefiadyl KIMeHTY MH(pOpMaIyM O BalleM MarasuHe,
o¢uce wm npousBopcTBe. OHM pelIAOT TPY 3afjaun: obecreyn-
BAIOT y3HaBaHIe BAIeTO VMEHY, OMUCBHIBAIOT Balll IPOAYKT WM
CEpBIIC ¥ PACCKA3bIBAIOT IIOTPEOUTENI0, KaK Bac HATH.

Ecny BbIBecKa MM yKa3aTe/Ib He pelIaloT OffHOI 13 9TUX 3a/ad,
cIefyeT ee HeMeJleHHO yopaTb. VHaue cosmaercs addexT Busy-
aJIPHOTO Xa0Ca, YTO 3aTPY[HsET IOydeHVe HY>KHOI A KIIN-
eHTa MHPOPMALINI ¥ CUIBHO CHIKAeT Pe3y/IbTaTUBHOCTD CAMOIL
Ufien.

YkasaTenu JO/DKHBI TOMOTraTh. BOMBIINHCTBO JIIOEN Mpef-
HOYTYT C/IefOBATh yKa3aTe/ls M, HeXKe/lu CIPallBaTh y BCeX
BOKPYT, I'le pacroiaraercs Tyaner. Ho eciu oy Takoro ykasa-
Te/Isl He HaAYT (MOXKET, €r0 BOBCE HET, @ MOXKET, OH 3aTepsiIcs
Cpefy lecsATKa APYTMX) — Ballla CHCTeMa HUKOMY He IIOMOTAeT.

BblBECKM M YKa3aTeM 04EHb TOHKO JEMOHCTPUPYIOT OKPYHalo-
WMM BallK LEEHHOCTM W TO, KaK Bbl BejeTe CBOW 6u3Hec. Ux
006513aTeNbHO HYKHO AeNnaTb NpaBuIIbHO.

Hamu BhIBeCKM U yKasaTenn Jenan HapeHb o numenn Kpuc
Popamep, KoTopbIit co3faBal BCIO CUCTeMY yKasareseil B aspo-
nopry Jannaca. Bce Hapnucu cueanbl CTPOYHBIMM OyKBaMM:
Kpuc ybepun Hac, 4to Tak mpouie untartb. OH Tak>Ke IPUydnI
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HacC K TOMY, 4TO Ha Ka)KI[Oﬁ ABEPU TOJDKHA OBITH Ta6m/[q1<a, 4YTO-
6bI IOV 3HAJ/IN, 9YTO TaM HAXOOMUTCA.

[IpudT u TN COXpaHEHbI KaK Ha BHYTPEHHUX, TAK VI Ha BHEIII-
HIIX YKa3aTenax. TakumM o6pa3oM, Bce OHM BBIITIAAAT KaK eMHAs
nHQpOpMaIVOHHAA cucTeMa. Meoub, HO OHa KaK pa3 IeMOHCTPH-
pyeT KIMEHTy Ballle BHMMaHMe K Mefo4aM. Mbl MO>XeM COMHe-
BaTbCs, 4TO bor B leTa/ax, HO HOTpeOuTeNNb B 9TOM yBEPEH.

Kak # ynmoMmuHas Bblllle, BHYTP) Halllero aBTOLIEHTPA BBI He
BCTPETITE OTPOMHBIX KPMYAIIVIX BBIBECOK O KAKOM-HMOY/Ib 0COO0M
KpeguTHOM 4yJie 9Toil Heflenu. Takoro Tuma njakaTsl UAYT Bpaspes
C TeM, YTO MBI IIbITaeMCs ClieNaThb. BceMy cBOMMM JIefICTBUAMM Mbl
co3fiaeM JIOMAIIHIO aTMocdepy (Beb OOBLIMHCTBO TIOAEN He
Jilep>KaT TPAHCIIapaHTOB y cebs1 foma). Ecii HaMm Hy>kHO MHpOpMIU-
POBaTh K/IMEHTOB O KAKOM-MOO CIIeVIaTbHOM ITPefIOXKEeHNM — 3a-
yeM BbIBeLINBaTh 3TO Ha OKHa? UYeCTHO TOBOPs, He NPeACTaBIIAIo,
KaKue ellle CBeJleHsI MOTYT OBbITh IOJIe3HBIMM BHYTpU oduca, Kpo-
Me yKa3sareJieli Tyasiera, Kade U I0XKapHbIX BHIXOJIOB.

OcHOBHBIE BBIBOJbI

— Omo deticmsumenvHo Heobx00umo? IIporysiitech BOKpyT
BAllleTO MarasyHa U MOCMOTPUTE Ha KKMBI yKa3aTellb.
BsI HaBepHsIKa 0OHAPYXXITe, 4TO OOJIbIIAS YACTh U3 HUX
He OYeHb HY)KHA, a HEKOTOPbIe BOOOIIIe OKaXXYTCS aHTH-
kBapuaroM. CHUMNTe HEHY>KHble TaO/INYKIL.

— CmunvHoe eduHoobpasue. Yoeaurecb B TOM, YTO OYKBBI
Ha BCeX yKasaTeJIsIX OfVHAKOBOTO pasMepa 1 CTUIsL. ITO
MeJIKWII IITPYUX, HO OH TOBOPUT K/IVIEHTY O TOM, YTO BBI
yienseTe JOCTOIHOE BHYMAHNe MeTOYaM.

— HE MCIIOJIb3YUTE BCE 3AIJIABHBIE BYKBBI.
CrpouHble OYKBBI FOpasfo jIerde YUTaTh — MHONpoOyiiTe
KaK-HUOYZb.
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[naBa 26. Ecnv 6occe nyr,
HE }AUTe YECTHOCTM OT ero
MNOAYUHEHHBIX

HIO,[[]/I IIOCTOAHHO CIENAT 3a TEM, UYTO [OE€/Ta€T X PYKOBOJUTEND.
U ecnu HOCHC,[[HI/If/I OXXUIaeT OT CBOUX INOJUYMHEHHDBIX STUYHOTO
MOBEJIeHNs, OH CaM JOJDKEH NeMOHCTpUupoBaThb ero. Ecnm oH
HEYECTEH C K/IMEHTOM, COTPYAHUKAMU MIN APYTMMM ITapTHE-
paMu, €ro nNOoA4YMHEHHbIE BOCIIPMMYT 3TO KaK HOPpMY, U JIEKLIINN
Ha TeMy 9TUKIU B OM3Hece yXKe He MCIPABAT cuTyanuo. 4to
ele Xy>ke — XOpOllNe IO HIUKOI[A He CTaHyT pa60TaTb Ha
Jye/loBeKa ¢ IIoXoit pemyranyeil. OHM IpOCTo YilAyT, 0OHApY-
XKVB KaK1e-1M00 CBUIETEebCTBA er0 MOPA/TbHO HEYMCTOIIOT-
HOCTIL.

Ho uame npo6ema B fpyroMm: aske eCim pyKOBOJUTENb — 06-
pasen nopAf0IHOCTY, KaK CeNaTh Tak, 4TOOBI BCE COTPYIHUKU
OpraHM3aLNN JIe/ICTBOBA/IV COOTBETCTBEHHO? [l0/KeH /i OH 06-
HapoAoBaTb HEKYIO 9TNYECKYIO HO)'II/ITI/IKY? Tpe60BaTb B Ka4€CTBEC
YCTIOBMS HaliMa Ha paboTy ellje pa3 nepeuntarb bubmmio?

OueHb [OJITO€ BpEM A MbI O6unnch HaJl BOIIPpOCOM, KaK OIIMCaTb
IpueM/IeMbl€ CTaHIAPTbI ITIOBEECHN A. Hawm sTo YAanoch. Mpbl
ropopuM HallMM COTPYIOHMKaM, 4TO B 06011 CUTyaum OHMN
IOJDKHBI crpamnBaTh cebst: «Kak 6YI[YT BBIT/ISAJIETD MOU Jei-
CTBUS, €C/IM 3aBTpPa OHM OYAYT ONMCAaHBI Ha IEPBOI IIOIOCE
MECTHOJ Ta3eThI?»

Korpa BbI KOHTpONMpYyeTe CBOM JIEMICTBMA C IOMOILbIO TAKOTO
BOIIPOCA, BCE CTAHOBUTCSA IPEJENbHO ACHO.
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OcHOBHBIE BBIBOJIbI

— Coenatime amo oue8uoHbim. KaKIblil O/DKEH 3HATh, YTO
I/151 HETIOPSAJOYHOCTY HET HUKAKOTO OIpaBIaHys.

— Cnos HedocmamouHo. PyKoBogyTeIb He MOXKET IPOCTO
YUTaTh MOPAIb CBOMM IOAYMHEHHBIM, OH 00513aH caM
MOflaBaTh MPUMepP STUYHOTO IOBe/IeHNA — KaK I10 OTHO-
IIEHNIO K COTPYAHMKAM, TaK U IO OTHOUIEHMIO K K/IN-
eHTaM.

— Kax nocmynamp c napywumenamu smuueckux Hopm? Ecnn
HapylIeH/€e HEe HAaHECTIO CEPbE3HOIO YpOHA — JAliTe UM
BTOpOII maHc. Ho TONMbKO eNVHCTBEHHbII BTOPOJ IAHC.
Ecnn mapymenne cepbesHoe — HEMEJJIEHHO YBOJIBTE UX.
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[naBa 27. TpeboBaHWA K 0Jex e

OHM Tak IpOCTbI, YTO BIIOJIHE YMECTATCA B paMKe J/id OCHOB-
HBIX BBIBOJOB.
Bot onu:

— Kaxk nousmo, npasunvo nu mot 00em? [Ipocto cipocure
cebs: «Xorer 65l 51, 4T0OBI MOsI poTOorpadus B TAKOM Bie
HOSABWIACH B 3aBTPAlllHeil razeTe?» (ITOT BOIPOC, KOTO-
PbIiT CTOJIb TIO7Ie3€H B 00/IACTY STUKM, U 3[,eCh CPabaThI-
BaeT 6e30Tka3Ho.) Ec/u ThI OTBevaenb «HeT» — ThbI OfET
HEIPaBIIbHO.

— QOdesaiimect co exkycom. Ecnu n ommbarbes, TO ydire
C IepeBecoM B KOHCEPBATUBHYIO CTOPOHY. Hy, ecii Tonbko
BbI He IIPOflaeTe yIbTPaMOZIHYI0 ofiexX/ly. OueHb HeMHOT e
CouTyT cebs 0CKOPOIEHHBIMH, €CTIM BBI Oy7ieTe BBIITIANETh
HECKOJIbKO KOHCEPBATUBHO.

— Ynugopma — xopowias udes. Eciu 3T0 MOAXOANT AjIA
Bauero 6m3Heca. Bce Halm KOHCY/IBTAHTBI ITO CEPBUCY
HOCSIT CVHIE O71eii3epbl, cepble OPIOKY U Ta/ICTYKIL.
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[naBa 28. [lonpobyn — npoaan
HEMHOro

Kak noctynuts, ecmn oxyc-rpynmna npepiaraet Kakoi-H1uOynb
MHTPUTYIOLMIT HOBU3HOI IOAXOM MM BaM CaMOMY IPUXOAMUT
B rOjI0OBY MHTepecHas upesi? [lompo0Oyiite peannsoBarh ee. 3amyc-
TUTE NWIOTHBINA IIPOEKT.

3a4acTyo MOAM CIMIIKOM MHOIO PasMBILIIAIT Haj pas-
JIVYHBIMU UAEAMM B YIIep6 UX peannsalui, TPATAT MacCy CUJT
Y BPeMEHM) Ha MUCCIEeSOBAHUSA TOTO, OYAYT /M OHU paboTaThb.
Ho ecnu BbI ciyliaeTe CBOEro K/IMEHTa, BBl OyeTe 3HATD, YTO
eMy JelICTBUTE/IbHO HY>KHO. Torga moyemy 6bl He HPYMEHUTD
Ballly /IeI0 B HeOOIBIINX MacIITabax U He IOCMOTPETD, YTO U3
3TOTrO0 NOMY4YUTCA? (DTOT yPOK MBI BBIHECTN U3 AeATETbHOCTI
koMmmauuy 3M. TakoB ux ¢pUpMeHHBI TOAXOA K HOBBIM IIPO-
nykraM. Korga B 3M nosiB/seTcs HoBas upes, BpPOfie <IIOCTIKOB»
Ha JINIIKOJ OCHOBE, OHM BBINTYCKAIOT HEOO/IBLIYIO MAPTHUIO, YTO-
Obl y3HaTb, OyZeT /1M HOBMHKA NIPUHATA U TONyAApHA. V Tonb-
KO B C/Iydae ycIlexa IIpou3BOAAT 6osblue. Takoil HOgXON MOA-
TBEP>K/IeH FOflaMI yCIIeXa 3TOI KOMIIAHNY — 3HAYNT, OH JO/IKEH
paboTtaTh 1 y Hac.)

Moii m06MMBLIT IPUMep Ha 9Ty TeMy IIpuBefieH B KHure Toma
ITurepca «B monckax coBepuieHcTBa»*. ToM pacckasbIBaeT, Kak
OH CTOS/ B OTPOMHOII 04epeny B MarasuHe. Ouepefb IpojBUTa-
nach MeneHHo, n Tom Bce 6onee pasgpakanca. Ho Bor oH Ha-
KOHel| To6pacs 1o Kacchl. V Torma kaccup M3BMHWUICA Tepef

* Vspana Ha pycckoM sspike: [Intepc T., Yorepman P. B monckax cosepiieHcTBa. Ypoku
CaMBIX YCIIELIHbIX KoMIaunit AMepuku. M. : Anbrinna ITa6mmmrep, 2011.
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HVIM I B KaUeCTBe Ma/IeHbKOTO ITPe3eHTa, YTOOBI 3aITalUTh BUHY,
MIOJIOXKWJT B TaKEeT HECKONIBKO KOHQET. ITOT 5KeCT IEMOHCTPUPO-
BaJI, YTO OH JICICTBUTEIbHO COXKaJIeeT.

Ham noHpaBmiach 3Ta upes, 1 Mbl pelinan onpoboBath ee
y Hac. MBI Kynuay HEMHOTO IIOKO/aZa M CTalu AaBaTb €ro B
npupavy K cyeTy. V, Tak Kak /mofjy pearupoBay OI0KUTENbHO,
Tenepb Mbl BCEIla IOCTYIAEM TaK.

Heckornbko mo3»ke Mbl peIlniy KyIUTh MUHMATIOpHbIe KOIIUK
Cadillac Allante u gaBath UX eTsIM, KOTOpbIe TPUXOAAT K HAM
B BBICTABOYHBIIT 3271 BMECTe C POUTENSIMU. YIBIOKM leTell — U UX
pOnUTeNel — CKa3anu HaM, YTO 3TO Oblya OTInYHas upest. Jlroau
CYUTAIOT, YTO, €C/IM BbI I100MUTE feTeit u cobak, ¢ BAMU BCe B II0-
psazke. Tak >ke Kak B cydae ¢ KOH(peTaMy, BpyueHe MaIINHOK
IeTsIM He CTOUT OOJIBIINX JIeHeT, YTOOBI TOpo0OoBaTh U MOAep-
JKUBATh 3Ty MHUIVATHUBY, Pa3 OHA HPABUTCA JIIOAAM.

Ecnn Bbl Xx0TUTE NOHATL, GyAeT M paboTaTtb Aoporocroswas
nporpamma, aHOHCUPYMTE ee KaK creLuunanbHoe npeanoxeHue
Ha 04uH MecsL. B aTom cnyyae, eciv oHa He cpaboTaerT, Bbl He
noTepsieTe CAUWKOM MHOro. Ecnu Xe oHa GyAeT UMETb yCnex,
Bbl CMOXETE 3aNyCTUTb €€ U B CaefyolleMm MecsLe.

Ecnm MBI XOTUM TIOHATB, 6yAyT U paborarh OONbIINE MPO-
rpaMMBl — TaKye Kak 0ecIIaTHOe IpefoCTaB/IeHe MaIlHbI
Ha BpeMs PEMOHTa, — MBI 00bAB/IAEM 9TO KaK CIlellMalbHOe
IpeJI/IoKeHNe 9TOTO MecAla. MBI He TIOKYIIanu Cpasy COTHU
MAllVH [/IA peann3alyy 3TOJ MPOrpaMMBbl; /I Hadajla MbI
Ip1o6peN AT aBTOMOOM/IEN! U ITpeJiIaraiy TeM, KTO IIpUe3KaJl
Ha PeMOHT, 6eCIIaTHO MalMHYy Ha 3aMeHy. KimeHTaM oueHb
IIOHPABM/IACh Ve, U, TAK KaK CIIPOC POC, MbI IPOJOJDKAIN I10-
KyIaTh MamuHbL Tenepsb y Hac ux 257.

Ho ecu 651 nyjes He IPYKMUIACh, MbI MOI/IV ObI OCTAHOBUTBCSA:
Belb MBI IIPeYIPeX/Iai, YTO 9TO MpPeJiIoXKeHe OrPaHIYeHO
paMKaMM BCErO OJJHOTO MeCsAIIa.
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Ecrnu MBI Bee eltje He yOeXXIeHbI B TOM, TO3UTUBHA JIU PeaKIys
Ha HAIlly HOBYIO UJIeI0, MBI IIPOO/KMM JeJICTBIE «CIIelIMaTbHO-
rO IpefI0KeH) A» Ha CTIeQ YOIl MecAL,. VI ecin B TedeHMe IBYX
MecsIieB Hallle HaYMHaHNe He 3apaboTaeT, Mbl OT HEro OTKa3bl-
BaeMcsl.

OTOT MOIIATOBBII MOAXOJ, HOSBUJICS B Pe3y/IbTaTe MOETO rOpb-
Koro orbITa. OFHaXX/[bl MHe IIPUIIUIA B TOJIOBY BEMKOIEITHAST, KaK
MHe Ka3aJI0Ch, Mjies], KaK ePeK/TI0NTh BIafle/blieB «/ [MHKOTbHOB»
Ha «Kapnnnaku». Mbl OTIIpaBUIN Ka>KIOMY BIaJie/IbLly «/ IMHKOMb-
Ha» B [lajmace mpepioxeHye 6eCIyIaTHO 3aMEHUTDb Mac/o B Ma-
IIVHE U TIOMBITH ee, a TI0Ka paboTa OyHeT BBIIOMHATHCS, MbI
IIPefOCTaBMM B ero pacropsbkenue «Kagnnmakr. S momaran, 4to
nydure uzeyr 6bITb He MoKeT. OHM IPOBEAYT fIeHb 3a py/ieM
«Kagmnmakar, BIOOATCA B 3Ty MallIHY M KYTIAT ee y Hac.

Mpbr otnipaBunu 15 000 nyuceM U MOMYy4YMIM TONBKO JiBa OT-
BeTa. Sl HMKOT/ja He BBIACHSA II0YeMY; MOTY TOJIBKO IIPEeJIIOoNO-
XKUTb, YTO IO CIMIIKOM LIEHAT CBOE BpeMs, YTOOBI IIpefIIpu-
HATD CIHeIVa/IbHbIN BOSK J/Is OeCIIaTHON 3aMeHbl Macna. Kak
651 TaM HI OBITI0, A CHe/A 41 ce0s BaXKHbII BBIBOJ: HUKOITA He
TeCTUPYI UZEI0 B TAKMX MaciiTabax. ITo ObII JOPOTOil yPOK.

IIpeanpuMy MBI CETORHS HEYTO MOJOOHOE, 51 ObI OTIIPABIII
200 nuceM; ¥ TONBKO ec/y OBl IOJTYYN/I XOPOIINiT OOPaTHBII
cur"an — ocrasimeca 14 800.

[IpyHuMI «110NpoOyii — NpOfail HEMHOTO» TaKXKe PacIpo-
CTpaHseTcs 1 Ha 06/macTb MepueHpaiisuura. B 1989 rony Cadillac
BBIITYCTIJI O4€Hb joporyto Mozenb Fleetwood 60 Special, koTopyto
Halll MeHeJI>Kep He XOTe/l MMeTh Ha cKkafie. OH yTBEep>KAaJI, YTO
OHa CIMIIKOM [OpOrasi M HUKTO ee He KynuT. Ho MHe Ka3anocs,
YTO OHA MOXKET IIPOAABATbCsI — Belb BCETia HANAYTCA JIIOAM,
KOTOpBbIe NPEAIIOYNTAIOT MMETb BCe CaMoe JIydllee 1 I0pOroe.
Torma s1 mompocu 3akasaTh OfHY JIs1 MEHs, jlaXke HECMOTPs
Ha TO, 4TO 51 He cOOMpasncs e3fuTh Ha Helt fonro. 51 o6besxan
okpectHOCTH, 1 AnteH KyacTpoM (KOTOpbIii TOr/a OB Tpesu/ieH-
toM Neiman-Marcus, a ceituac Bosrnasnser Federated), yBunes
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MeHs, TIOMPOCUI 3aKa3aTh TaKyI0 JKe MallMHy A1 Hero. Eciu
Ye/I0BEK C TAKMM BKYCOM M IPETE€H3MAMY IOKYTIaeT 3Ty MallliHY,
Y Hac eCTb BCe MIaHChI IPOJaTh elle. Mbl Mpojany ellle iBaflaTh
IATb TAKUX aBTOMOOWIIEN B TOM TOJY.

Orcrofia BBIBOZ: €C/IM BB fie/IaeTe YTO-TO HOBOE — HE MMeeT
3HAYEHN S, YeT0 9TO KacaeTcsl, — CHavajIa IIoIpoOyiiTe HEMHOTO
U IOCMOTPUTE, IOHPABUTCA I 3TO BallUM K/IMeHTaM. Eciu Her,
yOBITKM OYZYT HEOONBIIVIMAL.

VIHora CTOUT IPOBEPATH, PAOOTAIOT /I BCE ellle CTapble UeN,
npyMeHeHHble ofHaXibl. OOBIYHO MBI JaBaju K/IMEHTaM, Ky-
NUBIIVM Y HaC aBTOMOOW/Ib, KYIIOH Ha BOCEMb OeCII/IaTHBIX
3aMeH Macna. Mbl IoCTynaayu Tak B Te€4eHMe JeCATH JIET, U 9TO
BBIIJIAJIEIO BIIOJIHE JIOTMYHO: Y K/IMEHTa ObIIM OCHOBaHMA 00-
palaThCcsA K HAM B CEPBIUC CHOBA 11 CHOBA; KpOMe TOTO, 3TO Oblya
Hallla cBoeoOpasHas 6/1aroflapHOCTD 3a MOKYIKY aBTOMOOMIIA.

B 1987 rony pasBuTue Halero 6u3Heca 3aMeJ|INIOCh, ¥ Y HaC
HACTYIIV/IV HETIPOCThIE BpeMeHa. MbI ICKa/Ii BCAYECKIE BO3MOXK-
HOCTY CHUSUTD M3ep>KKI. KTO-TO Ipefiok I 0TKa3arbces oT bec-
IUIaTHOM 3aMeHbI Macia. «Ho uro cryunrcs, ecnn mopu 6yayT
pa3oyapoBaHbI?» — CIIpALIBaIy MblI cebs. VI Torga Mbl pernin
HONpo6OBaTh BCETO Mapy MecsAleB. Mbl BBIACHUM, OyJeT I 3TO
CEpbe3HOI IOoTepeN /1A JIIOfeN, U €C/IU Ja — Mbl USBUHUMCA U
BepHeM nporpammy. VITak, Mbl IlepecTann pasfgaBaTh KYIIOHBIL.
W 3naete, uro nponsomno? CosepiienHo Hudero! Hu opun no-
KyTIaTe/Ib He CKasaJl: «A TIjie ke MOl KyIIOH Ha OeCIIaTHYI0 3aMe-
HY Maca?» JIys1 Hac 910 6b110 607BIIMM CropIpusoM. [Ipoponxka-
JIVL JIV TIOKYTIaTe/ MOIb30BaThCsl HAIVIMU CEPBUCHBIMM yCITyTa-
mu?¢ Jla, Mpl no-npe>xxHemy penann 30-40 3aMeH Macia B JEHb.
Ho KynoHBI IPOCTO HUYErO He 3HAYM/IN I KIMeHTa. Mbl Obl
HUKOT/Ia He Y3Ha/IN 3TOTO, ey Obl He MPYMEHIN MPYHIIII
«11onpo0yit — mpopal HeMHOTO» (B JAHHOM CTyYae BHIBEPHYTHII
HaM3HaHKY). Ha 3TOM HaM yJja/ioch HEMHOTO C9KOHOMUTD.

B pesynbTare 3TOTrO MO/IE3HOTO ONBITA MBI CTA/IN 3afaBaTbCsA
BOIIPOCOM: BC€ /IV HAILIM ITPOTPaMMBI [IO CUX ITIOP MMEIOT IJeHHOCTb
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I K1MeHTOB? MBI OTKa3bIBa/lNCh OT KaKON-HUOYAb U3 HUX
Ha BpeMsI U HaOIIofamum 3a peakiyei.

JIrobompITHasE Belljb MPOU30IIIa M03XKe. Mbl pasocnanu
200 KynIOHOB Ha 66C1‘IJIaTHYIO 3aMeHy Macja BiaafenbraM «Omnpc-
MOOUIeN», YTOOBI TPUTTACUTD UX K HAM B CEPBUC-LIEHT], U I10-
JTy9M/IV HIKBAJI Telle(pOHHBIX 3BOHKOB C BOIIPOCOM: «B yeM Tprok?
A momxen 6yny 4To-HMOYAb KYIUTb, YTOOBI IIOMYYUTD 3TOT

KynoH?» — «Hmndero!» — «Bbl yBepenbI? /I felicTBUTENIbHO He
IO/DKeH KYIUTb WIN CHeNaTh 4TO-HUOy#b?» — «CoBeplIeHHO
Hygerol»

OKkasanock, 4TO IO MPOCTO HE BEPAT MOMOOHBIM MPe/Io-
JKEHMSM.

OcHOBHbBIE BbIBOJIbI

— Mo moeo kak nompamumo 60nvuiue deHbeu. .. IOIpoOyIiTe
peann3oBarh CBOIO UJEI0 B MaJIOM Macuitabe U IIOCMOT-
puTe Ha pe3y/IbTaT. ITOT IPUHINII OFVHAKOBO XOPOII KaK
B [IPOM3BOJCTBE, TAK VI B CEPBIICE I B CHCTEMAX OIUIAThL.

— Coenaiime 6ce 603MOHHOe, 4IMOOLL MUHUMUSUPOBAND PUCK.
Ecnu To, 4TO BBI COOMpaeTech CAenaTh, CTOUT HEMAJIbIX
IeHer — MPeCTaBbTe 3TO KaK «BPeMEHHOE IIPEMTIOKeHNe,
HaIIpuMep, TO/IbKO Ha 3TOT MecsALl. IIpyu TakoM noaxoze He
HIPUAETCA PACKPY4MBATh OOJBLIYIO IPOTPAMMY IIPOABI-
JKeHws1. B KoHIle MecsIa BBIACHUTCS, CTONUT JIM IIPefIoKe-
HIIe TOTO, YTOOBI OCTABUTD €T0 Ha CIEYIOLINIT MeCsII].

— UYmo saxHo kauenmy cecoous? Ecnu Balla upest HpaBu-
JIach JIIOAAM IIATD JIET Ha3afl, 5TO He [JaeT rapaHTNUM, YTO
OHa IIO-IIpe>KHeMy LieHHaA. [lepmopguyeckn nckmovanTe
IIPOrpaMMBI, KOTOPBIE BBI IPEOCTAB/IsIeTe, U HAb/IoalTe
3a peaknueit. Ecmim morpebuTeno BaKHa Ta MM MHAA
ycayra — M3BMHANTECh ¥ HEMEJIIEHHO ee BO3BpallaiiTe.
Ecnu HeT — Ha 3TOM MOKHO CO9KOHOMMUTb.
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[naBa 29. Xopolunu cepsuc
He CraceT nJ10xom ToBap

Kax 65l BBI HU CTapajuch, HEBO3MOXKHO IIPEJOCTABUTD XOPOLINIL
CepBIIC, eC/N BBI IIpOfjaeTe HeKadecTBeHHbI ToBap. OH CIMIIKOM
OBICTPO M3HOCUTCS WU C/IOMaeTcs. VI make jmydinast B Mupe
cucteMa 0OCTY>KMBaHMsI KJIMEHTOB He craceT Bac. UTo Obl BbI
HY Jie/Ia/i, YAOBI€TBOPEHHOCTD K/IMEHTAa 3aBUCUT OT IIPU-
obpeTtaeMoro ToBapa.

Takum o6pasom, ecu Bbl BUAKTE, YTO IIPOJaBaeMble BaMU
TOBApPBI MOT'YT OBITB CYILIECTBEHHO YTy 4IIIeHBL, JaliTe 00 9TOM 3HATh
IPOM3BOANTEIIO. DTO He BCEIZIa IPOCTO: OOBIYHO IIPOVI3BOAUTEIN
CUMTAIOT CBOJ TOBap CaMBIM JIYYIIVM, M HUKTO He MOXET UM
CKa3aTb, YTO HYXKHO moTtpeburemno. YToObI K BaM IPUCTYLINBA-
JIVCB, BBI JO/KHBI 9TO 3aCTTY>KUTh. VIHa4Ye BaM MOTYT CKa3aTb: «YXK
€CJIV ThI TAKOJ YMHBIIA, TO YTO YK€ ThI HIYETO He MOYKEIIIb IIPOfiaTh?»
He crout paccunThIBaTh Ha TO, YTO Yepe3 MecAL] OCIe 3aKITI0Ye-
HIJSI KOHTPAKTa K BaM CTaHYT IPUCTYIINBATBCS, — IIOCTPOEHME
JIOBEepUTEIbHBIX OTHOIIEHNTT TpebyeT Bpemenn. HaunuTe ¢ xopo-
myx npogax. Tak, MHe 6orblie foBepsifoT mpousBopntenn «Ka-
[MITAaKOB», 4eM «IIleBposie», TOCKOBKY 51 MPOAAI0 3HAYNTENBHO
6onbie «Kagmnmakos». Ho fieno spech He TONMBKO B IIpofiaykax.

Bo-1epBbIX, BbI JO/KHBI O4€Hb XOPOLIO 3HATh CBOII TPOAYKT.
Huaro Tak He paspyiaeT foBepue, KaK IpefIoXKeHNe Yy T
4TO-TO KOHKPETHOE, 4 IOTOM BBISICHSIETCSI, YTO TPOU3BOAMUTEND
yoKe ciena aTo.

Bo-BTOpBIX, BBI JOIDKHBI O4€Hb XOPOLIO 3HATh PBIHOK U KOH-
KYPEHTOB.
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B-TpeTbux, BaM ciefyeT pasbuparbcs B TEXHOTOTUY IIPON3-
BOJICTBa BallleTo MpoAyKTa. Hanpumep, Ha co3gaHue HOBOM MO-
fien aBTOMOOWMIIA yXOANUT YeThIpe-TATh 1eT. Ha Lexus LS400
YILJIO CeMb JIeT. DTO He0OXOAMMO 3HATh, IIPeXie YeM TpeboBaTh
OT IPOM3BOAUTENE OOHOBIEHNSI MOETBHOTO PsIfia.

W HakoHell, BaM CTOUT HayYUTbCS TOBOPUTD Ha A3bIKE IIPON3-
BOJVTEIEN. 3a49aCTYI0 AVIIePbI U IPOU3BOAUTENN TOBOPAT 00 Of1-
HIX U TeX >Ke BelllaX Ha PasHbIX sA3bIKaX. B aBTOMOOMIBHOM
OusHece, HaNpuUMep, pasfeneHbl QyHKIMM AV3aiiHepa U MHXKe-
Hepa: 13aifHep OTBeYaeT 3a TO, KaK BBHIIJISAAUT aBTOMOOUIIb,
a MH>KEeHep 3a TO, KaK OH e31UT. BMecTe ¢ HUMU BbI MOXeTe BIIN-
ATH Ha IIPOIIECC CO3[JaHNUsA HOBOTO aBTOMOOMIA. VI K KakoMy
U3 HUX HY>K€H CBOJI IIOAXO],.

KaK 6bl HM OblIM FreHWabHbl BalK MAEN, NPOU3BOAUTENN He
OyayT NpUCYIWMBATLCS K BaM, NOKa Bbl He JOKAKeTe, YTO 3Ha-
€Te X NPOAYKT N UX BU3HEC KaK CBOM COOCTBEHHBIN.

Hert HuKoro 6/11mxe K notpeburernio, 4eM npopasel. [Tlostomy
IPOV3BOANTE/IAM TaK BaXKHO B3aMIMOJEIICTBOBATb C HAMIL.

He6onpmoe orcrymnenue o npaktuke Cadillac. I'maBHBbIi
yIpaB/AoLuii 9Toi koMnauuu [Ixon ['pertenbepr ¢ MOMeHTa
Hayasia CBOeil pabOoThI eI BOBJIEYb AV/IEPOB KOMIIAHWUM B IIPO-
Iecc pa3paboTKy HOBBIX IpofyKToB. OH cobpan rpynmy us
[INTIEPOB, [U3AIHEPOB 1 MH)XEHEPOB, U MBI IpOpaboTanu BMec-
te Tpu fHA. s Cadillac 310 661710 OYeHb BaXXHBIM IIPOLIECCOM
ob6MeHa MHeHMEeM U MAesIMU. A AV/Iepbl CMOIJIM JIydIlle HOHSATD
IIPOLIeCC CO3aHNs MAIINH U TO, KAKMX COBETOB OT HUX XK/IYT.

Bo BpeMms Hallelt BCTpedy MH>KeHePBI IPOJEMOHCTPUPOBAH,
YTO BCe KOMIOHeHTHI 1 Y3716l Mogerneit Eldorado u Seville 6b11n,
KaK TOBOPUTCS, MUPOBOTO KJIacca, ¥ XOTe/IN Y3HaTh, OYAYT u
II0/1b30BAThCS CIIPOCOM MAIIMHBI TAKOTO KadecTBa. MBI c000-
LV/TV M, YTO MHOT€ IIOTPeOUTENN CETYIOT Ha TECHOTY CalloHa
U XOTAT 6ortee sipKoro fu3aitHa. Ilocie mpoBeIeHHOTO UCCIefo-
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BaHMA (AWIepbl Be[jb TOXKe MOTYT OMMNOAThCS) AM3ANH 3TUX
Mofierielt O6blT M3MeHeH. Pe3y/bTaT IpeB3olesT Bce OXXKMUJaHMSL.
Eldorado u Seville 1992 roga — mepBble iBe MOfieN, CKOHCTPY-
MpOBaHHBIE B paMKaX mporpaMmsl ['perTeHbepra, — ObIIN 1O-
pasutenbhbl. (K pajocTu MOKJIOHHMKOB 9TOV MapKM, B JOIOJ-
HeHIe K CBeXXeMY U3alHy B 9TUX MallHAX ObUT MICIONb30BaH
COBepIlIeHHO HOBBIN 32-KIaaHHbII IBUTATENb.)

Elrje ofHO MpenMy11iecTBO TAKOTO COTPY/AHIYECTBA TPOJIABLIOB
Yl IPOM3BOAMUTENEN: IIPOAABIbI NHOT[A MOTYT CKa3aTh OYeHb
Ba)KHbIE BELIV, O KOTOPBIX M3-3a OOSA3HM OBITH HAKA3aHHBIMU
VIV YBOJTIEHHBIMM He PelIaloTCsi TOBOPUTH COTPYAHUKIM CAMUX
npousBopAmux komnauuit. Hekoropere mopu n3 Cadillac roso-
puau MHe: «Y Hac eCTb OT/IMYHbIE UJie), HO HaC MOTYT He IOC/Ty-
maTb. Ckasanu OB BbI O HUX HAIlleMy PyKOBOJICTBY».

B pesynbrarte npepioxeHHo ['peTTeHOeprom mporpaMmbl
pykoBoputenu Cadillac cranm gacTo npuesxaTp K guiepam, 4To-
ObI T0OECe0BaTh C OCETUTESIMIA. BriepBbie B MCTOpMY KOMIIAHUY
ObI/Ta yCTAaHOBJIEHA CBSI3b MEX/Y V/IepaMI 1 IIPOV3BOJICTBOM.

Bo3MO>KHO, paHbllle MBI TaK He HY>K/Ia/IUCh pyT B ipyre. Ho Te-
Iepb TaKoe B3aMMOJeIICTBUE KM3HEHHO HeobXonnMo. PrIHOK
CTaHOBUTCA BCe 00/lee KOHKYPEHTHBIM, J Hy>KHO BCe BHUMATE/Ib-
Hee IIPUCTYIINBAThCA K XKeTAHNUAM KJIMEHTOB. A 3TO 3HAUUT, YTO
HeoOXOJIMO BOBJIEKATb B ITPOLIeCC IVIAHVPOBAHNS IIPOM3BOCTBA
TeX, KTO HEIIOCPEeJICTBEHHO B3aMIMOJIC/ICTBYET C IOTPEOUTE/IAMIL

CaMblil TPOCTOIT CIIOCOO TOOUTHCS TOTO, YTOOBI K BAalIUM
UJiesIM IPUCITY IMBAJIICh, — IIPEJIOKUTD KaKoe-TO HeOOoIbIIIoe
y/1ydllIeHre, KOTOPOe MOXXET AaTh ObICTPYIO BHITOAY IIPU HEOOTIb-
mux ycunnax. Hampumep, xorga Beinia mogens Allante, ona
Obl/Ta BCTpeueHa MOTPeOUTENAMY C S9HTY3Ma3MOM, HO MHOTE
CeTOBAJIM Ha TO, YTO XOTe/M OBl KYIIUTD €€ B KPACHOM M/IV YePHOM
[[BETe, 2 UMEHHO 3THX 1[BETOB IPOVU3BOANTE/b U HE IIPeJIarajl.
Hunepsl panu 3Hath 06 atom, u Cadillac obaBun aTu 1Bera.
Tenepp 60see MOMOBMHBI IMPOLABAEMbIX MALIMH 3TOTO THUIIA
KpacHbIE U/ YEPHBIE.
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Takum 06pa3om, [isi Ha4asa BbI JO/DKHBI 3aBOEBATD [JOBEPIE
«OBICTPOIT T0OEOT» U MNIIb MOTOM IIBITATHCS [aBaTh Ooree
3HauMMble coBeThbl. Hanpumep, 06 yIBOEHNY MOLTHOCTY ABUTA-
tensa win xe yaactuy Cadillac B ronkax «@opmyisl-1».

JlaBas m06y10 peKOMEeHALINIO, fie/IaliTe 9TO BeXK/INBO, CMOTPS
Ha MOJIOXKeH e ¢ TOUKM 3peHust npousBogurens ([Ixoun Cproann
Ha3bIBaeT 3TO «B3IJISA] [/Ia3aMI TAPTHEPa»). BbI JOMKHBI TOHSTH,
OyzmeT /u Ballle IpefiIoXKeHNe IT0JIe3HO IIAPTHEPY: TIOAN OOBIYHO
OXOTHO JIe/IAI0T TO, YTO TIOMOTAET MM YKUTb IIPOIIIe.

YautsiBasi 3TOT MOAXO], MBI 0OBIYHO TOBOPUM: «C TIOMOIIIBIO
3TOJ MITYKY MBI CMOXKEM IIpOfiaBaTh OOJbIIe MAUIMH. A 3TO
U B BalllMX, ¥ B HaluX nHTepecax. [Tonpobyiite!» Ho BbI momx-
HBI OBITH YBEpPEHBI B IIpaBOTe CBOMX C/I0B. Ecu Bamra npes npu-
HeceT IJIOfbL, TO K BaM OY/[yT IPUCTYIINBAThCS U fanblie. Ecnu
JKe BBbI OIIMOeTeCh, 0COOEHHO B Hayasie BAalllero COTPYLHIYECTBa,
TO Balll}f COBETHI IIepeCTaHyT LIeHNUTb.

Kax MbI pemraem, 4To HpefIoKUTL? ITO OUYeHb NMpocTo. Mbl
IPUCTYIINBaeMCA K TOMY, YTO TOBOPAT HAIllM ITOKyHaTeNn U
IIPOJABIIbI B leMOHCTPALMIOHHOM 3ajie. KpoMe TOoro, Mbl TOBOPUM
¥ C HAIIMMM OBIBIIMIMY K/IMeHTaMu. MBI cTapaeMcsi y3HaTh, II0-
4YeMy B 3TOT pa3 KTO-TO KyIII HOBbI «Mepcepiec», a He «Kapgui-
naKk» uan «JIekcycr.

Korza BaM ecTb 4TO CKa3aTb, HY)KHO HalTH NPaBUIbHOTO
4eJIOBEKa, KOTOPBII BbIC/TYIIAeT BAaIlly IPe/IOKeHN 1. DTO O4eHb
Ba)KHBIIT MOMeHT. Ec/tnt Bamr cobecefHUK FOTOB K BOCIIPUSATIIO
HOBBIX Uil — 3TO 37K0poBo. Ecim HeT, TO mpujeTcsa MoucKaTh
KOTO-TO JIPYTOro, Ip1ieM He 00513aTe/IbHO PyKOBOAMUTEIS KaKo-
ro-1u6o gernapTaMeHTa — 9TO MOXKET OBITb 1 COTPYHUK JIBYMs
YPOBHAMMI HMKe. BO3MOXXHO, BaM yHacTCsA HaliTU MOJIOfIOTO
aMOnIMo3HOrO MpodeccuoHana, KOTOPbI CTPEMUTCST HaBepX,
a IOTOMY TOTOB K BOCIIPUSITUIO HOBBIX IJieil, KOTOpbIE IIOMOTYT
eMy B300paThbcs 110 KOPIOPATUBHOI JIECTHUIIE.

CaMmblit TPOCTOI COCO0 HANTY MOAXOMSIETO YeToBeKa —
MIOC/IaTh BAlIV MIPeIOKEeHN I HEeCKObKMM afpecaraM. ToT, KTo
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OTK/IMKHETCs, M Oy/ileT IPOBOZHMKOM BAalIVX MAEHl BHYTPU
KoMnaHuu. Ho BbI JO/KHBI OBITH YBEPEHBI B IIPABUIBHOCTH
BAaIINX IpefnoxeHuit. KoHedyHO, He CTOUT OMpalInBaTh
9000 KIMEeHTOB, YTOOBI BBIACHUTD, YTO UM XOYeTCA MAIINH
KPAacHOTO M YepHOTO I[BeTa, HO HY>KHO BCe-TaK) IIOTOBOPUTH
x0T 6b1 ¢ 90. Bam HY»XHBI GaKThI, 4TOOBI YOEIUTD IIPOU3BOAN-
Tejlell KYNUTh Bally uje. Vl mpolecc mpopaky upeit mpons-
BOJIVITE/TIO He CVJIBHO OT/INYAETCS OT IIPoLiecca MPOAasky MalllH
K/IEHTaM.

Bam Bpsp nmu ypacTcs 3aBoeBaTh jjoBepue 6uicTpo. [ToTpedy-
eTCs1 BpeMsl Ha TO, YTOOBI Ballly ITAPTHEPHI IPU3HAMN B BaC IIPH-
Bep)KeHIIa MapKU, a He «IIpofjaBIla b6ecTcenepoB», KOTOPbI 6e3
KaKMX-T160 KOMIIIEKCOB TIePeK/TI0YaeTCs Ha APYToli ToBap, KOT-
fla HACTAIOT HEIIPOCThbIE BpeMeHa.

C OfIHOII CTOPOHBI, BalllY YCU/INA 110 YIYYIIEHUIO IPOAYKTa
OTHMMAIOT Y Bac BpeMsi, KOTOpPOe MOXKHO ObIJIO Obl IOTPAaTUTh
Ha TOPTOBJIIO; HO C JIPYTOil CTOPOHBI, IIOMOTasl IIPON3BOJUTEIIO
caenatb 6ormee BOCTpeOOBaHHBIN TOBAp, Bl 3apaboTaeTe cebe
Ha Oyznymee. O6CTy)XKMBaHMe KIMEHTOB OOJIbIlle TOX0XKe Ha Ma-
padoH, YeM Ha CIPUHT.

OCHOBHBbI€E BBIBO/IbI

— byovme y6edumenvHul. BONBIINHCTBO IIPOU3BOJUTENIEN
UCKpPeHHe BepsT B TO, YTO OHU OT/IMYHO 3HAIOT CBOM
PBIHOK, @ IIOTOMY He BCerja TOTOBbI IIPUCTYIINBATHCA
K KOMY-/160. UT0OBI ;OOUTHCS MX BHUMAHNA, BaM HY>KHO
[IPOJEMOHCTPUPOBATH, YTO BbI pa3bupaeTech B X OusHece
TaK YK€ XOPOIIIO, KaK U B CBOEM.

— 3acnymume Oosepue. Eciu Bbl XOTHTE, YTOOBI IIPON3-
BOJUTE/Ib IBMEHNMI YTO-IMO0 B CBOUX IIPOLIECCAX, BBI
JOJDKHBI OBITH IIOJTHOCTBIO YBEPEHBI B TOM, YTO PEKOMEH-
nyere. He mpuxopuTe ¢ foragkamy 1 IpeIIoNIoKeHUAMI.
I[Toxaxute, YTO BBI OBUIV HACTOIYMBEI U MTHBECTUPOBAJIN
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JIOCTATOYHO MHOTO BPEMEHU 1 [IeHeT, YTOOBI O TBEPANUTH
NPEATIOI0KEHUSL.

— Haunume c npocmuix éeusei. ITycTb Balmm nepBbIM Ipef-
JIOKeHueM OyZIeT MPOCTOil COBET, KOTOPBII He TpebyeT
OT ITPOM3BOANTEIA IOPOTOCTOSAIET0 U3MEeHEeHMA ITpoljec-
COB, HO IIPV STOM IIpMHECET pe3y/IbTaTbl B 0003pUMOM
oynyem. JJobeiiTech HECKOIBKMX MaIeHbKIX MO6ef, IIpe-
XJie 4eM IepeXOANUTh K 60/lee 3HAYVMBIM COBETaM.

— OmHoweHUs NOX0HU HA XOpoulee BUHO... Hem OomvuLe
svi0epicka, mem ny4use. IIocTpoeHMe OTHOIIEHNIT C IPO-
U3BOUTENAMY TpebyeT 3HaunTenbHOro Bpemenn. He cre-
IINTE U He KANTEe MTHOBEHHOTO 3 deKTa.
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[naBa 30. 3a4eM n30b6peTatb
BenocuneA? [pocto ynydiumre ero!

Kakue Obl HOBble HauMHAHMS Mbl HU CTapaauCh BHELPUTD,
MBI BCerjja CMOTpe/u, KaK 3TO Ae/laloT Hallly IMapTHepHbl U
KOHKYPEeHTHI. 3aueM M300peTaTh BelOCKIIE]], €C/I KTO-TO
y>Ke cfienasn ero ay4uyo mMojenb? HyxHo npocTo npucMor-
peTbCs K 4Y)KOMY OIBITY ¥ HPUCIOCOOUTH ero K CBOEIl CUTY-
AL .

MeHns, K npuMepy, BCerfga pasjgpakajo UCIONb30BaHUE
IPOMKOTOBOpUTE/IeN B AuaepcKux neHrpax. Ha moit B3rnap,
3TO HellpodeCCHOHANTbHO Y HENPUATHO, KOTHA aAMUHUCTPa-
TOp IBITAETCA HAMTU APYTOTO CTY>Kalllero, MICIONAb3yA TPOM-
Ky cBa3b. Ho, moka A He mpurnagenca Kk pabore ofHON 13
ceTell MUILLIEPUIL, 51 He IPeCTABIA cebe, KaK 000 TUCH 6e3
3TOTO.

Kak-To B BBIXO[IHBIE 5 ITOIIIe]I BMECTE CO CBOMM I€ThbMMU B IINII-
yepuw Chuck E Cheese. B atom mecte Obina crnernmanbHas
pasBiiekaTeNbHasA MpoOrpaMMa C aHUMAllMell ¥ BO3MOXXHOCTBIO
nourpats B Nintendo. Eciiu BaM XxoTenoch 3aka3aTb 4To-HUOY b,
BBl IPOCTO MOJXOAMIN K CTOVKe U flef1any 3akas. I[loka BHI
CMOTpeNnu NpefcTaBIeHNe AN UTPaau C JeTbMM, Balll 3aKa3
MoCITeBal.

YuyThIBas UIyM, KOTOPBI IPOU3BOAMU/IN AETH, aHUMALM 1
UTPBI, He OBITIO HUKAKOTO CMBIC/TA KpudaTh: «Muctep Chioan,
Ballla NI roToBal» — HUKTO OBl He yciblan. BmecTo atoro
IpU 3aKase KaXAoMy faBanu HoMmep. Korma odepepHoll 3aKa3
OBbLJI TOTOB, CHELMaTbHBIN 3BYK M3Bellla 00 9TOM, 8 HA MOHUTO-
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pe MOSIBJIAICA ero HoMep. JTa cucTteMa paboTrana OTINYHO.
[ToxymarensaM He HPUXOAUIOCH TOMIUTHCS BO3/Ie KYXHH, IIbITA-
sICb BBISICHUTb, TOTOB JIM X 3aKa3.

MbI 1103aMIMCTBOBA/IN Ty UEI0, HEMHOTO MOAMQUIIPOBAB
ee. Panblile 1ocsie TOro, Kak Bbl BHEC/IM I€HBIU B KACCy, KaCCUP
TOBOPUJ B TPOMKOTOBOpUTeNb: «Mamunuy Ne473 Ha BBIXOZ».
YcnpiaB 00'bsiBlIeHNE, ACCUCTEHT IPOABIA HO/DKEH ObLT Hall-
TY 3Ty MAIIMHY U [OJATh ee K BoixoAy. CucreMa HUKOIA He
paboTasma ocobeHHO Xopouo. Bo-mepBhIX, IIe/Iblil IeHb BCEMY
LIEHTPY HPUXOAUIOCH CIYLIATh HAIy TPOMKYIO CBs3b. Bo-BTO-
PbIX, HUKOTa He ObIJIO YBEPEHHOCTI B TOM, YTO HY>KHBII CO-
TPYJHUK CIbIIIATT OObABIEHNE: B 3TOT MOMEHT OH MOT OBITbH
BHYTPU APYTOil MaLIMHBI C 3aKPBITBIMU OKHAMU, VN OOIIATh-
€Sl C KJIMEHTOM, WJIN JKe IIPOCTO TOBOPUTD 110 TenedoHy. Enun-
CTBEHHBIM ITIO[TBEPXK/I€HVEM TOTO, YTO MBI OBIIM YC/IBIIIAHBIL,
ObL1 paKT MpUrHAHHOI MaIIMHBL. EC/Iy >ke 9TOro He IpOuCXo-
JINJIO0, TO KJIMEHT ObII BBIHYK/IEH JKJaTh, )K/JaTh 1 >KJaTh, BbI-
pakas Hey[JOBONbCTBYeE. B 3TOM caydae MBI CHOBA JjaBa/ln
00bsABTIEHNE 110 TPOMKOI CBSA3Y, U BCE LIJIO IO CAEAYIOLIEMY
KpYTY.

Ceropus 6nmaromapss Chuck E Cheese kapTuHa HeCKOTBKO
uHas. Bbl ontaunBaeTe cyeT, KaCCUp BBOAUT 3TY MHPOPMAIIMIO
B KOMIIBIOTEp, ¥ OHA Cpa3y Ke IONajlaeT B KOMIIbIOTEp U Ha
MOHUTOP CepBIca IO focTaBKe aBToMobueit. Korga oneparop
BUZNUT 9Ty MHPOPMALNIO, OH OTBEYaeT KaCCUPY, YTO MaIINMHA
ceituyac O6ypeT gocraBieHa. Eciu omepaTop He OTBeYaeT, MbI
3HaeM: 4YTO-TO He B IOPSIZIKe, X KTO-HUOYAb OTIIPAB/IAETCS BbI-
SCHATD, B 4eM JIeJIO.

OTmnana He06XOAMMOCTD B IPOMKIX OO'bAB/IEHNAX, I MBI BCET-
fla 3HaeM, MO/Ty4eHO /I MHPOPMALIMOHHOE COOOIeH e I KOT/ja
Oyznet aBTOMOOMTB. VI IIIaBHOE, BpeMs OXUAAHUS KINEHTOM
OTPEMOHTUPOBAHHOII MAIIMHBI COKPATUIOCH B CPEJHEM C LIIECTH
MUHYT 70 iByX. VI BceMM 3TUMM TOCTVIKEHVUSAMU MbI 00sI3aHbI
CBOEMY BM3UTY B MECTHYIO HUIIIEPUIO.
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TakuMm e 06pa3oM MBI 3aIMCTBYeM U BCAKMUIL pa3, KOTza
BUJIMM YTO-HUOYIb [O/I€3HOE, — Belb 9TO OYeHb IPAKTUIHBII
nozxop! [I71s 4ero TepATb BpeMs U IBITaThCA PelINTb IpobreMy
CaMmM, eC/IM 3TO yXKe KTO-TO cfenan 3a Hac? KoneuHo, 6p1BatoT
YHMKa/IbHbIE CUTYaLVM, C KOTOPBIMU BaM NIPUJIETCA CIIPABIATh-
ca camocTosTenbHo. Ho BcTpevaroTcs onm KpaitHe pefko. B 607b-
MIMHCTBE C/Iy4aeB XOpollee pelleHre MOXKHO II03a/IMCTBOBATD.
bunn MappuoTT HaBepHsKa 3HaeT TOpa3fo Jaydlle MeHs, Kak
OpraHM30BaTh OOCTY)XMBaHUE OTPOMHOTO KOJMMYECTBA JIIOeN
6picTpo U 3¢ dexTNBHO. Tak IOYeMy He BOCIIOTb30BATHCA €ro
omnblToM? [ToueMy He Mcnionb3oBaTh my4ive pereHyss McDonald’s,
American Airlines, Disney, agantupys ux nog norpe6HoCT 1
0coOeHHOCTH Balero 6usHeca? Mbl IOCTyTaeM MIMEHHO TaK. (910
" O[IIH 13 CeKpeToB ycnexa KHur Toma IIntepca: B HUX OH pac-
CKa3bIBaeT 00 OIIbITE TyYIINX KOMITAaHUIL.)

MpbI yXe pacckasblBaiy, KaK HaM IIOMOT onbIT [lucHesA B co-
3gaHuu 1 odpopMeHNr pabodero MpoCcTpaHCTBA. MBI Takke
BBIACHUTIY, KaKJe CTPOUTE/IbHBIE M OT/e/I0OUYHbIe MaTepuaibl
UCIIONIb30BaHbI B pectopanax McDonald’s, u B Hammx cepBuc-
IIeHTpax Telepb MCIONb3yeM TONbKO nX. Ecriu oHM BeImepK1Ba-
I0T TaKO€ KOJIMYEeCTBO HOT, Kak B McDonald’s, To onu mocrarou-
HO KpeIKUe I /I Halllell peMOHTHOI MacTepcKoii. VI Mbl co3pa-
Ba/IM CBOIO IIPOTPaMMY II0 CTUMY/IMPOBAHUIO COBITA ITOC/IE BbI-
xofa nporpaMMbl American A Advatage.

Ecnv npea paboTtaet B OAHOV KOMNAHWK, Bbl MOXETE ObITb YBE-
PEHbI, 4TO OHa cpaboTaeT 1 B Apyroi. JIOAN He TaK YK CUIIbHO
0T/IMYaloTCA ApYr OT Apyra.
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MpbI cunTaeM MeTOH 3aMMCTBOBAHUS UJEN HACTOMIBKO IIO-
JIe3HBIM, YTO OpraHM3yeM UX CIelMajIbHbIe ITOeBble IIOUCKM.
Hammn mMacrepa no ky3oBHOMY peMoHTy e3nunn B Kanudop-
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HII0, YTOOBI 03HAKOMUTDCS C MECTHBIM OIIBITOM. PykoBoauTenn
3TOTO JiellapTaMeHTa IOObIBa B Ty YIINX MacTepcKux EBporbl,
4TOObI HOHATH, KaK MIM Y/JaeTCA TaK MaCTePCKM IOA0MPATh IIBeT.
B pesynbrare MbI Tenepb ncnonbayem Kpacku Sikkens n xpacub-
Hble Kamepbl Garmat.

MbI Tak>Ke fleflaeM 3aKyTKHM y HalllMX KOHKYPEHTOB. 9TO OKa-
3bIBaeT HEOLEHMMYIO IIOMOIIb, IIOTOMY YTO TO3BO/AET y3HATh
UX CUIbHBIE CTOPOHBI. ] mocejaro nx 1eMOHCTPALIMIOHHbIE 3a71bl,
4TOOBI IOCMOTPETh Ha MX MEePUYEHMAN3MHT. Y Hac eCTb U mapa
4e/I0BeK J/Isl KOHTPOIbHBIX 3aKYIIOK aBTOMOOMWIIEN, Yb) IUIA
HeN3BEeCTHBI KOHKypeHTaM. Tak Mbl y3HaeM CeKpeTbl X CepBHCa,
YPOBEHb 1IeH, OTHOIIeHNe K TOKYIIaTeNAM, a [TTaBHOe — YTO-HU-
Oynb, yeMy crouT noyuntbca. (Kak pesynbrar, Mbl, Hanpumep,
CMEeHM/IM CBOJ 6aHK Ha 6aHK KOHKYPEHTa A 00CTy>KMBaHNUA
IIOKYTIOK B KpeJuT.)

BpeMeHaMu MBI TocemiaeM MecTa, KOTOpble He UMEIT HM-
4ero o61ero ¢ HalUM OM3HECOM — peCTOPaHbI, My3eu, OTe-
IV, MApKM, — TOJIBKO JJISI TOTO, YTOOBI IIOCMOTPETH, KaK Y
HIUX OPTaHM30BaH KIMEHTCKUI CepBUC, OCBElIeHNe UIN MY-
3bIKa/IbHOE 0(pOpPMIIEHME, HOCAT IV COTPYAHUKU YHUPOPMY
1 KaKyIo.

VHorma niofu, KOTOPBIM f pacCcKas3bIlBal0 O HAaIlleM OIBITE
3aMMCTBOBAHNsI, BOCKJIMIAIOT: «[la, 9TO IIpeKpacHO 1, HaBepHOE,
pa6otaer Tyt y Bac B [lamnace. Ho y nac B Hpbro-Vopke (Can-
®panHnucko, Unkaro) KIMeHTH COBCeM JipyTrue. Y Hac 3TO pa-
6otaTp He OyzeT». Yemyxa. Huuto Tak He paspgpakaeT MeHs,
Kak IycTele ¢ppassl THIA: «ITO He OyfieT paboTaTh TaM, Ife s
XUBY». MHO>XX€CTBO IIPEKPACHBIX IIPOTPAMM U CUCTEM, KOTOPbIe
yCIIemHo paboTaioT y HAaC, MBI T03aMMCTBOBA/IN B Pa3HBIX Jac-
TsX cBeTa. VI Bce aTu uzen paboratot B Hannace, B Punamens-
dun, Howo-Nopke, oc-Anpkenece u gaxxe B Hosom Oprea-
He — a 3TOT TOpoJi OYeHb CUJIbHO OTAMYaercsa or Jlanmaca.
MHorue roBOpuIN, YTO HAIIM IPUHIUIIBI BeJleHN A Ou3Heca TaM
HenpueMseMbl, moTomy uto nioau B HoBom Opneane 6onee
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TpeboBaTe/IbHBI ¥ NPYKUMUCTBL. Ho, Kak Iokasana ImpaKkTu-
ka (y Hac Tam nentpsl Cadillac n Chevrolet), nama cucrema
cboeB He paert. Jlrogu nM06AT XOpOIINIT CepBUC HE3aBUCUMO
OT TOTO, Ile OHY XKUBYT.

CaMmble y4iiye CUCTEeMBI pabOTAIOT B TI060M MeCTe 3eMHOTO
mapa. VI ecru y Bac ux elije HeT — HOMIUTE KOMIIAHNUI, Y KOTO-
PBIX MOXKHO YTO-TO II03aMMCTBOBATh, BO3bBMIUTE BCe Iydlllee U
alalTUpYIiTe K CBOeMY OM3HecY.

OcHOBHBIE BbIBOJIbI

— 3aumcmeyiime — amo 6vicmpee. Byib y Hac JOCTaTOYHO
BpeMeHM, MOXXHO Ob110 ObI Takoe nzobpectu... Ho sauem
TPAaTUTh 3TO BpeMs? BcTpedasce ¢ HOBOII Ipo6ieMoii,
[POCTO CMOTPUTE BHUMATEIBHO 110 CTOPOHAM, I BBI YBU-
JIUTE, 9TO KTO-TO €€ YK€ PeLInI.

— 3aumcmeyiime nyuwee. Ecnu y>x 6paTb Koro-to 3a obpa-
el — TaK IuAepoB 6msHeca. Ko Hammydmmm o6pasom
copiepxut cBoto Teppuropuio? Koneuno, [lucueit! Vimenno
OH CTaJI [IjIs1 HaC 00Pa31IoM, KOT/Ia MBI Pelliain, KaK JO/DKHA
BBII/IAOETD HaIlla }IY)K&IZK&. HOKPbITI/[e Ha HOHY B HallleM
CEePBUCHOM OTJeNIeHU cAienaHo moctapumkom McDonald’s.
Mb1 y3Ham/[, YTO B ITOMICKAX CaMOM HPO‘{HO]Z IIZINTKY OHN
MMOCETU/TU BCeX MPOU3BOAMTENEN Ha 3emye. Ham ke He
MIPUIITIOCH 3TOTO [IeNIaTh — MbI IIPOCTO BOCITOIb30BANCH
X HaXOJKOJA.

— AKmueHo uwjume udeu, KOMopvle Mozym Ovimb 3aUMCHBO-
8anvl. OpraHusyiiTe CHelyaabHble BbUIA3KY 32 HOBBIMU
upesimu. Ecin BBl BuuTE peleHne, KOTOpoe BaM Hpa-
BUTCSI, — PACCIPOCUTe O HeM. JI1ou Mo6sAT paccKa3bIBaTh
0 CBOeM Om3Hece.

— He 6oiimecy moouguyuposamp. Yepes Halll aBTOLIEHTP
He IIPOXOAUT I0e3]] Ha MOHOpPeJIbCe, U Y HaC He OCTa-
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HaB/IMBAIOTCA KOKJYI0 HOUb THICAYM JIIOJeN, KaXK/ bl
13 KOTOPBIX X04eT MpOCHYThcA B 7.00. VI TeM He MeHee
MBI UCIIO/Ib3yeM upen [lyicHes 110 Iofiie pKaHNI0 YACTOTHI
U TIopsAfKa ¥ MappyoTTa 1o 06CIyXMBaHUIO 60/IBIIOrO
KOJIMYeCTBa /ofeit. A MopubuKauy 3TUX UJieil T03BO-
JISIFOT UM IIOJIHOCTBIO COOTBETCTBOBATb OCOOEHHOCTAM
Halleil CUTYaly.
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[naBa 31. O HEKOTOPbIX BELLLaX Bbl
[lae 1 He NoAo3peBany

Tappu Tpyman roBopuin: «Bbl HYero He 3HaeTe O TeX Bellax, O
KOTOPBIX HUKOTJ]a He YMTaIV». MBI O4eHb IIeHUM HaIlMX KOH-
cynbrantoB Crennu Mapkyca, CtuBa Mansaun n Toma ITutepca,
IIOCKOJIbKY OHM PACIIMPSIOT HAlly ITO3HAHUA.

Korza Mbl XOTUM NOCTYLIATh O MOAXOJAX M MIeAX JPYTUX
KOMIIAaHMII B CCTEMAaTU3/[POBAaHHOM BIJie, Mbl IIpUIJIAllIaeM KOH-
cynpranToB. OHU ObIBalM B TeX MeCTaX, KOTOPBIX MbI He BUJEIN,
U paboTany coO MHOTVMMU YCHELIHBIMU JTIOfibMY, C KOTOPBIMU
MBI Jlake He 3HaKoMbl. OHM IIpefIaraoT uaen, K KOTOPbIM Mbl
HMKOTa ObI He MPUILIN CaMIL.

Ecnu ¢ keM-1160 13 KOHCY/IBTaHTOB HaM paboTraeTcsi KoMpop-
THO, TO MbI BHOBb 11 BHOBb 00paIjaeMcs K ero ycmyram. Yem 1o7b-
1Ie MbI paboTaeM BMeCTe, TeM JIyd4llle KOHCY/IbTaHT 3HAaeT Hall
OusHec 1 TeM 3 PeKTUBHee Hallle COTPYAHIYecTBO. [IpekpacHbIM
IPUMEPOM TaKMX OTHOIICHMII MOXKeT CITY>XKUTh Halra pabora ¢
ITntom bpapuioy. Ml BiepBble BCTpeTUINUCh B [apBappe Ha ceMI-
Hape 10 OPraHM3alIOHHOMY IIOBEJEHNIO, KOTOPbIN cobmpana
xomnanus Cadillac. B To Bpems IInt Hudero He 3Han 06 o6cmy-
JKVBaHUM U NIPofiaXkax aBToMo6umert. OfHaKo OH OBICTPO BCeMy
Hay4M/ICs, MPUOOLINB STU 3HAHUA K CBOEMY OIIBITY KOHCY/IbTa-
IIVIOHHOJ paboThI C aBUAKOMIIAHUAMUY, U3[aTeNbCTBAMY U HeTA-
HBIM OJI3HECOM.

OH cJiefas MHTepeCHDII BLIBOJ: Te JIFOMIU, KOTOPbIE IIeHAT ceb,
Jle/TaloT Ty 4IIyI0 paboTy ¥ 3HAYMTETbHO O0JIbIIe 3a00TATCA O CBO-
UX K/IMeHTaX. BoT uTo oH rosoput:
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«Ecru Ml 1106MM 11 yBarkaeM ce0s1, MbI MOXKeM IT03BOJIUTH cebe
OBITH OT3BIBUMBBIMI ¥ IIPUCTYIINBATHCS K MOXKETTAHNAM JPYTUX
mogeit. Te, KTO 4yBCTBYeT cebs1 6eCCUIBbHBIM U He CIMTAET cebs
LIeHHBIM, He CIMIIKOM 3a00TATCS O Y)KMX IIPOOIeMax».

Cexkper, 1o cnosaM bpapnoy, 3akaouaeTcss B TOM, YTOOBI €O-
3maTh aTMocepy, B KOTOPOIT Ka>K/IbIil COTPYAHUK YyBCTBYET, 4TO
ero pabora BHOCUT BKJIaJ B ycrex koMmnauuu. OH BbIfie/isieT de-
THIpe KOMIIOHEHTa BHYTPEHHel YBEPEHHOCTH U BBICOKOI CaMo-
OLIEHKI COTPY/{HUKOB.

1. Hoctmxenusa. OObeKTUBHO M3MepPEHHbIE Pe3y/IbTaThl
TeATeNIbHOCTY COTPY/IHMKA COOTHOCATCS C SICHBIMU U
CIIpaBeIIMBbIMU LenAMN. [locTiKeHMe Leell HapAMYIO
B/INAET Ha OIUIATY Y IIPOJBIIKEHNE.

2. YyBcTBO, 4TO 0 Tebe 3a60TATCA. YCIOBMs PabOTHI JeMOH-
CTPUPYIOT YBaKeHNMe 1 3a00Ty pabOTOfaTe/IsI O COTPYA-
HMKAX.

3. Tlomromouns. KoMmmnaHus nooupsiet MHANBUAYaTbHOCTD
VI CAMOCTOATEIbHOCTD CBOMX JIIOielt — IPY YCTIOBYM CO6-
JIOfieH1A OOIIMX CTaHIAPTOB U LieHHOCTeit. OT KaXXIoro
XIYT UVl O TOM, KaK MOXKHO OBIIO OBI YTydIINTD PaboTYy.
JTro6ble vey MOTYT OBITh YCTIbIIIAHbL, A TOT, KTO IX TeHe-
pupyeT, uMeeT BIUAHME.

4. TIpuHnumel n neHHoCcTH. B mpouecce or6opa coTpynHu-
KOB OOILITHOCTD LIEHHOCTEN JO/DKHA OBITH IIPEBBIILE BCETO.
KoMmaHus no/mKHa clIeanTb 3a cOOMofieHNeM CTaHIApTOB
MIOBEJIEHNA U YBONbHATD HapyLIUTeNel.

Kak BbI, HaBepHOe, y>Ke 3aMeTU/IN, MBI c/lefilyeM uzesM bpap-
IOy, ¥ OHY IIOMOTAIOT HaM B Pa3BUTUM HAIINX aBTOLLEHTPOB.

KoHCYy/IbTaHTDI BHIIONHAIOT €llle OJHY BaXKHYI0 POJIb — POJIb
He3aBUCMMBIX COBETHMKOB. HekoTopble Belyt HeBO3MOXKHO 00-
CYUTb CO CBOMMM pabOTHMKAMI: HAIIPUMep, BOIIPOC IPOJAKN
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KOMITAHIY WJIV YBOJIbHEHM I COTPYAHMKA, KOTOPBII IIPOpaboTa
MHOTO JIeT, MJIX BOIIPOC O HaliMeé MeHef>Kepa BBICILIETO 3BEHA.
B aToMm cnyyae mydie MOroBOPUTH C T€M, Y KOTO HET IMYHBIX
VHTEPEeCOB B KOMITAaHUML.

g Hac B aToit ponu Beictynan Ilut. Jlrogu Mmornu npuittu
K HEMY ¥ CKa3aTb: «Y MeHs eCTb C/I0XKHasA npobnema ¢ Kapnom
UM C MOUMM MEHEJP)KepOM», — 1 OH IOJCKa3bIBa/l pellleHue.
Kpowme TOro, oH IpoBOAM/ HAIlly €5KETO/IHYI0 BCTPeYy MeHeI>Ke-
POB, Ha KOTOPOII MBI 006CYXXJanyu uMenlecs IpobieMbl 1
BO3MO>XHOCT! HAlllMX LIEHTPOB.

ITomumo atoro IInT BbICTYNam MOUM NMYHBIM COBETHUKOM.
S He Bcerpa cnefoBal ero peKOMEHJALMAM, HO BCErjia BbICOKO
LEHMJI BO3MOXXHOCTD YC/IbIIIATh HE3aBUCVMOE MHEHNE.

lappu TpymaH 6bl1 NpaB, Koraa rosopui: «Bbl He 3HaeTe HUYe-
ro 0 Tex Belax, 0 KOTOpbIX He YnTanu». Koraa Bbl pa3BuBaeTe
CBOM BU3HEC, UILKTE TEX IKOAEN, KOTOPBIE YKE MPOXOAMIN 3TUM
nyteM. OHM 061a4at0T 3HAHWSAMU U HaBblKaMK, KOTOPblE BaM
TaK HeoOX0AMMbI.

Crennmy Mapkyc Bceria TBepfiuI O TOM, 4TO MblI JJOJDKHBI B3ITLA-
HYTb Ha BeIllM IJIa3aMU K/IMeHTa. birarogaps emMy Terepb HI OfHO
HOBOBBeJIeHIe He MOXKeT OBITh peaI30BaHo, I0Ka MBI He yOeuM-
€41, 9TO OHO B MHTepecax knneHToB. Korga CteHnu BbIles Ha IeH-
CHIO C ITOCTA ITpeficefiaTern A COBeTa AMPeKTOPOB KoMIraHuy Neiman-
Marcus, s CIIPOCUII €T0, MOT ObI OH pabOTaTh CO MHOII B KA4eCTBE
KoHcynbTaHTa. OH y/IbIOHYICS U cKasa: «Kapii, Tl He CMO>Kellb
cebe TIO3BONIUTD HAHATb MeHs». VI OH ObUI paB, 51 He MOT HAHSATD
€ro Ha IIOCTOSHHYI0 paboTy. MbI ZOroBOpMINCh BMecTe o6efaTh
pa3 B Mecsi1l. ITo s Mor cebe mO3BONMNUTDH. Tak ¥ HAYa/IOCh Halle
cotpyaHndecTBo. CTeH/IM pa3dypasics B TOProsiie aBTOMOONISIMMA
KaK HUKTO Apyroit. OpHa 13 Hanbojee Ba>KHBIX Belllell, KOTOPbIM
OH HayuWWI MeH:, — 3TO TO, YTO OpPMEHTAlMsI Ha Ka4eCTBO BCeraa
npuBoguT K nobese. CyljecTByeT Ie/Iblil KIacc MOTpeburere,
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KOTOpbIe BO BCeM 0OO/Iblile BCETO LeHT KadecTBO. Ecu BbI mpopa-
eTe JTy4Ilie MAaIllVHbI, IPelOCTAB/IAA Ty dlllee 00CTyKIBaHNe, TO
3TU K/IMEHTBI CaMU HaJiAyT Bac. A IIepCOHa, CefyIomuil mpa-
BUJIBHBIM LIEeHHOCTAM, He JacT VM YITH C IyCTBIMU PyKaMI.

OcHOBHbBIE BbIBOJIbI

— Buiomeeuaeme 3a pabomy sauieti komnaxuu. Vicnonb3oa-
HIe KOHCY/IbTaHTOB — II0JIe3Has IITYKa, HO He 3a0bIBaiiTe,
YTO OHM He 3aMeHANT Bac. Eciu Ballle mecroe 9yBCTBO
IIOfICKa3bIBaeT BaM pellleHIe, CTIefyiiTe eMy — BbI OyfeTe
npaBbl B 99 cnyvasax us 100. [IpusiekariTe KOHCY/IbTaHTOB,
94TOOBI MOTTYYUTh HOBBIE MJEU U MPOTECTUPOBATH CBOU
COOCTBEHHBIE.

— Onwvim mosxem 6vimo xopowum yuumenem. Korga Bol
HaHNMaeTe KOHCYTIbTaHTa, NmmnTe TOro, KTo o611a,uaeT
YCHCH.IHbIM OIIbITOM. BO3MO>KHO, OH Y>Ke HpOHIeTI BCe TO,
HaJ| 4eM BBI ceil4ac ObeTech.

— Buicmpausatime omnouienus. Haiiisg oqyH pa3 Xopouero
KOHCY/IbTaHTa, He OTXOfiUTe OT Hero faneko. Co BpeMeHeM
XOPpOLINIT KOHCY/IBTAHT CTAHOBUTCSA TONMBKO jiy4iie. OH Bce
6osblie 1 607IblIe Y3HACT O BallleM OM3Hece 1 MOYKeT Ipefi-
JIOXKUTD BCe 60sIbIIe 1 6O0JIbIIIE ITOIE3HBIX UIEIL.
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[naBa 32. [oBOpWTE MATKO, HO...

Korga MBI fymaeM o TOM, Kak Oy/eT BBII/IAAETh HAIA peK/IaMa,
MBI CTaBUM JiB€ Lie/in. Bo-I1epBbIX, MBI XOTIM, YTOOBI peKiama
oTpaxkazna TO, KakuM oOpa3oM MbI BefieM CBOJI OM3HeC, U BO-
BTOPBIX, Mbl XOTUM CO3[JaTh YTO-TO, YeM MBI CMO>KEM TOPAUTHCS
Tepef HAIIVMY PORHBIMIU U [PY3bsMIL.

Co3sfaBas pekiaMy, Mbl BCEI/la IOMHUM, 4TO JIEKUT B OCHOBE
Haiero 6msHeca. BMecTe ¢ HalIMM peK/TaMHBIM areHTCTBOM MBI
BBIPabOTA/IVN IPOCTYIO 1/IEI0, KOTOPYIO IOHOCUM JI0 OTpebuTe-
neit. Bor ee cyTh: «ABTOIeHTpBl ChbI09/1/1a BCeraa paboTanT
YeCTHO, C 9YBCTBOM COOCTBEHHOTO JOCTOMHCTBA U CTU/IS, TIPeH-
jaras KJIMeHTY Ty 4Ll CEPBUC.

MbI cTpOUM Hallly peK/IaMy, OCHOBBIBAsICh Ha 9TOI 1jjee. Mbl
BCerfla paccKasplBaeM IPOCTYIO MCTOPUIO, COMPOBOX/AsL ee
MY3bIKOI1. IIpy 9TOM I/TaBHasi MBICIb OCTA@TCsI HEM3MEHHOIL:
BeJb €C/IY TOBOPUTD IIOTPEOUTEITI0 TO OZHO, TO PYroe, MOXKHO
BBECTH €TO0 B 3a0myx/ieHne. Bbl moiimMeTe, 0 4eM MBI TOBOPUM,
IPOYNTAB HECKOBKO CIleHApMeB Halllell PajlopeKIaMbl IPO-
IIJIBIX JIET.

AunkTop: Cotoann Bunamax Kagunnak npocut muctepa CteH-
nn MapKyca B ABYX CNoBax paccKasaTtb 06 yciyrax Kom-
naHuu.

Mapkyc: ComepceT Moam oaHamabl CKasan: <KU3Hb CTpaH-
Hasa WTyKa. Ecnu Bbl cornawwaeTech TOIbKO HA CaMoe ayyliee,
Bbl YaCTEHbKO MOJyyaete 3To». f1 06HaAPYXWA, 4TO NOAU, OA-
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HaX bl UCMbITABLLME yyliee 06CAYKMBAHWE, PEAKO UILYT ApY-
rMX NapTHEPOB.

AvkTop: bonblwe 70 net cembs CbloaN10B 06CNYKMBAET Ca-
MbIX B3blCKaTe/IbHbIX NOTpebuTenei. bnarogaps aton NOAUTU-
Ke KOMNaHusi cTana KpynHeiwum aunepom Kaaunnaka Ha
lOro-3anage. OHa pa6oTaer no cy660Tam, npeasaraeT 0fgHy
n3 150 malwuH B3aMeH CAAHHOW KJIMEHTOM B PEMOHT, MUC-
NoAb3YeT YA06HY0 CUCTEMY NPeBapUTENbHON 3aMUCK U, YTO
CcaMoe BaXHoe, yaensaeT NepcoHaNbHOE BHUMaHME KawxaoMy
KJWEHTY.

Mapkyc: [lpeactaBnsds KAKMeHTaM UCKIOYUTENbHOE 06Chy-
UBaHWE, Mbl CTAHOBUMCS /151 HUX HAZEXHbIMU NapTHEPaMu.

OvKkTop: Cbtoann Bunamax Kagunnak, leMMOH-aBeHto, BO3-
Jle yH1BepcHTeTa.

®oHoOBblE 3BYKM: My3sbika, Ha GOHE KOTOPOM CJblLIHbI 3BY-
KW [IBUKEHUS CTAPUHHbIX aBTOMOOUNEN.

OvkTop: 1911 roa. AMepura BiobeHa B HOBOe U306peTe-
HWe — aBTOMOOMIb. CeMbsi Cbi03110B HAYMHAET NPOAAKY Ma-
wKnH. OHa CTPOUT CBOM BU3HeC Ha npuHumne: «OTHOCUCH K K-
EHTY TaK e, KaK Tbl X0TeN Obl, 4TOObI OTHOCUAUCH K Tebe». C ro-
JlaMu 3TOT NPUHLMN OCTaNCS HEM3MEHHbBIM U MO3BOAU CEMbE
OTKPbITb WECTb aBTOLLEHTPOB.

®OoHOBbIE 3BYKMW: YIUYHbIE 3BYKM COBPEMEHHOIO ropoja.
Aunktop: 1990 rog. AMepuKa Bito6seHa B aBTOMOOWIIN, U ce-
Mbsi CblO3/110B BCE TaK e BeleT CBOM OM3HEC, PyKOBOA-
CTBYSICb CTapbIM MPUHLMNOM. BpeMeHa MEHSATCS, HO UCTUH-
Hble LIEHHOCTM He cTapetoT. Cbioann Bunanax Kaaunnak-
Ctepnuur, Cbtoann Onacmobunb, Cbtoann bblouk-H3Haen
n Cotoann Jlekcyc. Tpaauvuuu CEMEWHOro 06CNyKMBaHUA
¢ 1911 roaa.

Mpl HajjeeMcs, 4TO 9Ta peKjlaMa IpofaeT. S He Aymaro, uTo
CTONT UCIIO/Ib30BATh arPECCUBHYIO PEKIAMY M/IU TaKYI0, KOTOpas
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BBOJZIUT K/IVIEHTOB B 3307y KfieHue. DTO MOXKeT paboTaTh KaKOe-TO
BpeMsi, HO B KOHIle KOHI[OB IIpUBefieT K 0OpaTHOMY 3¢ deKTy.
B cBOMX ponukax Hajo IMPOAEMOHCTPUPOBATD K/IACC M CTUTD —
3TO BBIIENUT UX Ha (OHe APYTMX, HA3OVIMBBIX U KPUK/IMBBIX.
MblI He Me/IbTEIINM B CBOMX IIEHTPaX U He fleJlaeM 9TOTO B CBOENI
peKaMme.

NUcnonb3ys peknamy, NOMHUTE, 4TO OHA SIBASIETCS OTPaXKEHUEM
CYLHOCTM Ballero 6usHeca.

MbI He 3aABIAEM, YTO Y HaC caMoe jIydliee 0O0CIy>XBaHue
Yl CaMBlil Ipy>KeM0OHbI epcoHan. BmMecTo 3TOro Mbl crapa-
eMCs JJOKa3aTb Halll IpeuMYyIlecTBa C MOMOLIbIO (aKTOB.
B pexame Mbl fieflaeM aK1IeHT Ha TO, 4TO paboTaeM o cyb66otam
M YTO K yCayraM KIMeHToB 150 MaluH, ofHy 13 KOTOPbIX OHH
MOTYT 6eCII/TaTHO UCIIO0/Ib30BaTh, CIaB MAIINHY B peMOHT. [Toc-
JIe TOrO KaK KJIMEeHT B NEePBbIl pa3 BOCHONb3YeTCS HALIMMU
yC/IyraMy ¥ IOYYBCTBYeT HAlll CTU/Ib, OH BO3BPAI[aeTCsA K HaM
CHOBA U CHOBA.

OCHOBHbIE BBIBO/IbI

— Knacc. Tort, KTO cTapaeTcsi BHIUTPATh, IpeIaras caMylo
HU3KYIO IIeHy, He MMeeT Oynymiero. B pexmame He cront
TOBOPUTD O IleHe. BMecTo 3Toro Beerga crapanirech paccka-
3aTbh O IPUHIINIIAX, HA KOTOPbIX OCHOBAH Balll O13HecC.

— Hemoncmpupyii, a He dexnapupyii. He roBopute, 4to y Bac
caMble Ipy>KemoOHble MpoaaBLbl. [IpuBeanTe HECKONTbKO
IIPMMEPOB MX NoBefeHns. [IycTb K1meHTbl caMu clie/1aroT
BBIBOJIBI.

— Bce, umo sui Oenaeme, pabomaem Ha saus 6pero. Kaxxnas
Merno4yb popMupyeT OpeH[ KOMIAHNUY /sl KIVEHTOB U
COTPYAHIKOB. MpI AEMOHCTPUPYEM, 4YTO [/IA HAC HeﬂCTBM-

,E‘EVE E"’ 2016



Baw umuoxc 199

Te/IbHO Ba)KHO. VIMEHHO 103TOMY TaK 3HaYMMBI fIeTajll,
Oynb To popMa Haert OfeX/ibl, Ka4eCTBO VICIIO/Ib3yeMOii
OyMaru wi CTWIb Hallell pedn.

Hatioume epems, 4mo6vl NO3HAKOMUMbCS € Omyemamu
uccnedo8amenvckux KOMNAHULL 0 petimuneax pasnuuHvLx
CMJI. 910 He BbICIIasg MaTeEMATUKA, YTO ObI BAM HU TOBO-
PN Bally peKaMHbIe areHThL.
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[naBa 33. [IpoMoaKLUnK:
¢yT60/IKM C CUMBOJIMKOU

W NOAJEPIKKA
CUM(GOHUYECKOro OpKecTpa?

Hamm npomoaknuy, KaK 1 Hallla peK/laMa, IPU3BaHbl IOCTPONUTD
B3aMIMOOTHOILIEHNs C HALIVMM K/IMeHTaMy. MBI XOTUM, YTOOBI
YIOMMHAaHME O HAllNX aBTOLEHTPAX BbI3BIBAIO y KIMEHTOB
HOJIOKUTEIbHbIE AMOIVM U 00pas3bl. CBOMMM MPOMOAKIVSIMMA
MBI XOTVM IIOJYEPKHYTh VMHAVBUIYAIbHOCTD HalIell KOMIIaHWUMN.

Korpa st 6611 ManenpkuM, B [Janmace 06pasiom fijist BCeit pos-
HITYHOJ TOProB/m cy>kimi Marasud Neiman-Markus. ¥ Hux 6bima
JydInas CUCTeMa MepUYeH/Iaii3MHra, CaMble [Py KeTI0OHbIe ITPOo-
JIaBIIBL, V1, €CTTM Y BaC BO3HMKA/IV ITPOO/IEMBI C KYIIJIEHHOJT BElLlbIO,
ee BCerja MOXHO ObLIO0 BepHYTh. bes Bompocos. Brazgerner; kom-
nanuy CreHnu MapKyc M6 HOMYTUTD, U BC/IEJ, 3a HUM €ro
MarasyH IproOpes peryTayio Becenoro Mecta. OHY MOfAepK -
BaJIN ee, U3 rojja B roj FOTOBSA SKCTPaBaraHTHbIE TOJAapKU K Pox-
IeCTBY.

IIpumep 3TOJ KOMIIAaHMM 3aCTABWJI HAC 3afyMaTbhCsA O TOM, KaK
€0O371aTh COOCTBEHHBII JOCTOMHBIN MMUK. OOBIYHO JUTIEPCKIE
IIEHTPBI He BBI3bIBA/IN HOOPBIX 4yBCTB. MBI pellInin UCIONb30-
BaTh NPOMOAKI[MU, YTOOBI MMOKA3aTh JTIOMSAM: HAllM LIEHTPHI
B JIYYUIYIO CTOPOHY OT/IMYAIOTCA OT APYTUX.

Mpbl Hayany Hallly IpOrpaMMy, IpuUriamas KJAMeHTOB Ha
€XEeroJJHYI0 BeYepUHKY, I'/le IPeACTaBaAAN MOJeIN MalllH
crepyolero roga. Mul pejarany maMnaHcKoe, pocTougs n
BKYCHelme fecepTsl. Ha BeuepuHke 00s3aTebHO UI'pas op-
KeCTp, a BCe COTPYAHUKY OBUIM IIpU rajcTykax. Hareit menpio
He OBIJIO IIPOIaTh MAILIVHBI HOBBIX MOJieJIeil TYT >Ke (XOTs ecn
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KJIMEHT 3arOpajics, Mbl He OTKa3bIBa/lNCh) — B LI€JIOM MBI XOTe-
MY OTIIPAa3[JHOBATh Havyajo HOBOTO Ce30HA U MOOIATOAPUTH
HaIlMX KJIAMEHTOB.

C KaXXZIbIM TOJJOM MBI [ie/la/iu Bce 6oee MHTEPECHbIe TIPef-
crapnenus. Jlappu XarMaH — O4YeHb U3BECTHBII aKTep U3 IIO-
MyJISIPHOTO cepyajaa — IIOMOTaJ HaM OTKpBbIBaTb Halll HOBBII
nentp Cadillac. Yro6s! yBupaets ero, npumio 6onbie 5000 ve-
JIOBEK.

(Boob11ie-To MbI MPUT/IAIIATN TOMBKO HAIINX KIMEHTOB, HO
CIIyXaMU 3eMJ/Is IOMHUTCA. V B KOHIIe KOHI[OB MBI IIPUT/IACUIIN
BCeX, KTO mpuesieT k HaM Ha «Kapunmake». Jlrogu nmpuesxann
€O BCEro IITAaTa, I Ha CTOSAHKe, paccunTaHHOM Ha 5000 MecT, He
xBaTu10 Mecta. HekoTopble 0c060 IpepuuMunBbIe BIafie/bIIbl
IIOMOB BO3/I€ HallleTO L[eHTpa C/laBa/ly IapKOBOYHbIe MeCcTa Ips-
Mo y cebs1 BO iBOpe.)

[lpomMoaKuMn NpUBIEKaT K BaM BHUMaHuWe. [103aboTbTech
060 Bcex feTanax. MHaye y logen ocTaHeTcd HeNPUATHOE Be-
yaTJieHUe — YTO ropasfo Xyxe, YeM ecin 6bl Bbl BOOOLLE HUYE-
ro He genanu.

Mb1 opraHn3oBbIBaIM BHICTABKY IIOKOpUTeel 3anaza us My-
3es1 KOBOOJICKOII C/IaBBI M MPUTTIALIAJIN K cebe Accormaruio co-
OupaTerneil MOfie/Iel >KeJIe3HBIX TOPOT, U POAVTENN IPUBOAVIN
K HaM CBOMX fieTeil (/11 Ha060pOT?) TOCMOTpPETb Ha UTPYILIEYHbIE
noesya. A OCKO/IBKY BCe MI00AT BKYCHO IT0ECTb, MbI BCeT/ja pH-
I7Ialaay OT/IMYHOTO MOBapa.

Bce aT0, ecTecTBeHHO, IPUBJIEKAJIO JIIOAEN B HAIIU LIEHTPHI,
HO He 3TO ObIIO Halleil OCHOBHOI 11enbio. [Ipexx/ie Bcero Ml
XOTe/mn Mo6/IarofapuTh HALINX KJIMEHTOB 3 TO, YTO OHM ITOKY-
IajIyM MaIlVHBI MMEHHO Y Hac. Vl BTopoe, MbI XOTeN! IOCTPOUTD
AIUTe/IbHbIE U JOBEPUTE/IbHbIE OTHOLIEHNS C HAIIVMMU KJIMEeH-
TaMM, YTOOBI OHY BHOBb 11 BHOBb BO3BPAIIIa/INCh K HAM.
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OcCHOBHBIE BBIBOJIbI

— Kaxoas npomoakyus 0onxHa Hecmu uder eauiezo Ou3-
Heca. Bel co3naete cebe onpeneneHHbIt uMuULXK. [loaTomy
He/Ib3s1 OHOBPEMEeHHO CIIOHCHPOBATh CUM(OHMYECKIIT
OpKecTp U pa3faBaTb GyTOONKM Ha MepeKpecTKaxX.

— Ecnu y sac ecmv coMHeHus, npuenacume mosnvko 6auiux
cmapolx KaueHmos. Beibupas Mexxay mpurianieHneM
MOTEHIIVA/IbHBIX M CTApbIX K/IMEHTOB, OTAaBaliTe Mpef-
HOYTEHMe ITOC/IeHUM. VIMeHHO 6/1arofaps M BbI IMeeTe
CBOJT KYCOK X/1e6a C MacJIOM.

— Byovme snumamenvHul Kk 0eansim u He ckynumeco. OfeHbTe
Balll II€EPCOHAJI B Ty4dIINE€ KOCTIOMbBI, IIPUTTIACUTE OPKECTP
M KYIINTE CBEXXNX [IBETOB. HOMHI/ITC, BbI pa60TaeTe, YTOOBI
CO37IaTh BIIEYAT/ICHIE, KOTOPOE HO/DKHO OCTAThCSA Y BaLlNX
K/MeHTOB. YUTo yydine: YTOObI OHM BCIIOMUHA/IN BBIOX-
IIYIOCS Ta3MPOBKY M 3aCOXIINE TOCTBI — VIV Ke LIaM-
IIaHCKOEe C UKPOIL?
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[naBa 34. Knnexr, KoTopbiiA
npuHocut 332 000 gonnapos

HasepHoe, BbI y>ke 3aMeTU/IM, YTO s BEPIO B II0OIb3y XOPOILUX
MaHep, TO eCTb B MICKpEHHee >Ke/laHue TOBOPUTD «CIIacubo»,
«IIOXKAJIylicTa», «TOCHOAMH», «rocnoXar. IIpuHOCUT 1 3TO
pesynbraT? CTOUT MU COflep>KaTh NeMOHCTPALMOHHBIN 3a/1 U
paszeBasKy A1 pabounx B uncrore? [0TOB CIOpuUTh Ha MIOOYI0
CYMMY, YTO 3TO OKYyIaeTcs. B [0/IrocpouHoil mepcreKTuBe 3TO
IpUHECET MHOTO JIeHET, IIOCKO/IbKY MbI MICKpeHHe 3a00TUMCs O
HAIlMX K/IMEeHTaX.

[Tpupep>xMBar0OTCA M STUX NPUHLNIIOB BCe KOMITAHNUM?

Her.

EcTb 1 KJIMeHTBL, KOTOPbIe CTAPAIOTCSA COKOHOMUTD KayK bl
LIEeHT?

Ha. Taxue mopy 06bIYHO IOKYTIAIOT B Sears Mac/IAHbI QUIBTP,
3aTeM — Mac/Io Ha pacupopaxe B K.Mart. 3atem, Oynyun yse-
PEHHBIMY, YTO COKOHOMU/IN Tapy [JO/IIAPOB, UAYT B rapask u
LeJIBIII 4aC CAaMOCTOSITe/IbHO MEHAIOT MAC/IO B CBOEV MallNHe.
Ja, Tak meliCTBUTEIbHO BBIXOAUT fAelleBse, HO 3TO 3aHUMAeT
TpU 4Yaca. Y OONbIINHCTBA JTI0fell eCThb Iy4llne CIIocoObl pac-
HOPANNUTHCSA 3TUMM TpeMs yacaMu. OHM He XOTAT TPATUTDb CBOE
IparoleHHOe BpeMs Ha BCAKYIO cyery. [lokymas, oHM XOTAT
HOTY4YUTD XOpolee 00CTy>KMBaHNMe, U MBI CTapaeMcsl, IOCKOJIb-
Ky 60opeMcs 3a IIOKYIIKY He OffHOT0, a 10-12 aBTOMOOM e, VIMen-
HO CTOJIBKO MAalIVH TUIIMYHBINA aMepKaHel] MeHseT 3a CBOIO
>Ku3Hb. [Ipennonoxxum, 4To cpefHAa MammHa crout 25 000 gon-
napoB. TO 3HAYUT, YTO TONbKO HAa MAUIMHBI OH TPaTUT
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300 000 fomapos. [Jo6aBUB Clofa CTOMMOCTH paboT 1 3aIT4acTeit,
MbI monry4yaem 332 000 gonmapos.

Yem ObI BB HU TOPrOBajIy, KaXK/blil pa3, BCTpedYasi HOBOTO
KJIMEHTA, 3aJJyMbIBaiiTeCh O TOM, CKOJIbKO OH MOXXET IIPMHECTH
BaM B OyaylieMm.

CKONbKO 3TOT YEI0BEK MOKET KynWUTb Y BaC B TeYeHUE BCEW
HM3HWM? TaKoW BOMPOC Mbl 3aJ4aeM cebe, Korga BCTPEYaeM
KaXaoro HOBOro nokynatens. HyxHO HacTpauBaTbCA He Ha
€AMHCTBEHHYIO CAENKY, @ Ha A0NrOCPOYHbIE OTHOWEHUS. Mbl
XOTUM, 4TOObI KNIMEHT KYNUA y HAac He OfHY MaliunHy, a 10 nau
12 B TeYEHME CBOEN KUSHU.

KaK Bbl ;ymaeTe, MOXKEM v Mbl cieNaTb HECKONIbKO A0MNOHU-
TEeNbHbIX YCUAWUI paau nokynatens 12 mawunH? Bbl elle comHe-
BaeTechb?

CyuiecTByeT 1 ipyTas IPMYNHA, 10 KOTOPOif CTOUT 3200 TUTb-
cs 0 cBOMX KaMeHTaX. Ec/iM Halmy KMeHTHI JOBOJIbHBI, OHI
PACCKaXKyT O HaC CBOMM JIPY3bsAM, a 9TO caMas Ty4llas peKrama
Ha cBeTe. MbI yacTo ucnonbsyeM cinoran: «Crpocn y Toro, KTo
y>Ke IOKyTasn y Hac». Eciu moreHnmanbHbple KIMEHTBI UMEIOT
BO3MO>XHOCTD ITIOTOBOPUTD C TEMM, KTO YK€ ITO/Ib3yeTCA HaIIMMU
yC/IyTraMu, HaIllM ITAHChI 3HAYUTEIbHO BO3PACTAIOT. A 3TO 3HAYNT,
Y Hac MOTYT IOABUTHCA ellje KIMeHThl Ha 332 000 gomnmapos.

Kak BupmTe, Hall IPMHIUII OTHOIIEHNA K K/IMEHTAM KaK
K O/VM3KVIM JAPY3bAM WM POICTBEHHIKAM — 3TO He TOJIbKO aJIb-
TpymusMm. MbI Bce B JIeICTBUTEIbHOCTY MPEX/€e BCETO IyMaeM
o ce6e. KaxpIit pas, KOrjia Mbl fe/laeM KaKye-mu6o0 yCUn s, Mbl
3ajlaeMcsl BOIPOCOM: a YTO A ¢ 3Toro 6yny umern? IlosTomy,
IoOpOKenaTeNbHO ¥ BHMMATE/TbHO OTHOCACD K JIIOJAM, BbI 3aBO-
eBbIBaeTe OOJbIle KIMEHTOB, YeM Y paBHOAYIIHOM 1 TPy6oM
OTHOILIEHUMN.

B HexOTOpPBIX MecTax, KaK, HallpuMep, B Sears, Bbl HE OXKI1/ja-
eTe 0co6oro BHUMaHMA K cebe. EfMHCTBeHHAA IpMYMHA BaIInX
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IOKYIIOK TaM — HM3Kas LjeHa. Mbl Ipuaep>XuBaeMcs Apyroii
HOMUTHUKH, KOTOpasi cxoxa ¢ ¢unocodueir dererHe6eTbHbIX
oteseil. KMeHTHI TakyX OTesIeil TOTOBBI IIATUTH HEMHOTO 00/Ib-
1Ie: Be/ib BCAKOMY HPUATHO )XUTb B TAKOM MeCTe, I7ie MOXXHO
HAJIT! IIOKOJIa[IKy Ha CBOEJ IO YIIKe, a TI0OJIOTeHIIa 60/blne 1
MSTKIHE.

Takue Menouu CTOAT A MOTpeOuTeIel HEeHaMHOTO 6OsIblie
06BIYHOTO, HO OHM ITOUCTUHE OeClieHHBL. VI faXke Ipu TOM, 4TO
HAalll YPOBEHb IPUOBIIBHOCTY He CaMBblil BBICOKUIT Cpey mpo-
JlaBIIOB aBTOMOOMJIEN, MbI He KaayeMcsA Ha 6€JHOCTb, TOCKO/b-
Ky HaIlly KIMEeHTBI, CTAHOBSCH HAIIMMM PY3bsIMU, BO3Bpallla-
I0TCS K HAM BHOBD 11 BHOBb. B pe3y/braTe Mbl paboTaeM B 3TOM
OusHece y>ke MHOTYIE TOJIbL.

OcHOBHbIE BBIBOJbI

— He noimaiimece npooamv cpasy u muozo. CrapaiTech
CHenaTh TaK, 4YTOOBI BIIeYaT/IeHUe K/IMEHTa OT IIePBOTO
KOHTaKTa C BaMJM ObIJIO TOJIbKO IPeBOCXOHBIM. Ecm
BaM 3TO yHACTCA, K/IMEHT BepHeTcs emle pas. [TomHuTe
0 TOM, CKOJIbKO JIeHeT OH MO>KeT IIPMHEeCT! BaM B TeUeHue
KU3HIL.

— Mepvme. KoHeuHO e, crefyeT ObITb BEKIMBBIMU CO
BCEMI, HO BbI IO/KHBI 3HaTh, KTO IMEHHO U3 K/IJMEHTOB
npuHeceT BaM 332 000 gommapos, ¥ OTHOCUTHCA K HUM
COOTBETCTBYIOIUM 06pa3oM. Takye KIMEHTHI 3aCTyKI-
BAIOT JIOTIOTHUTENbHBIX ycunit. OHM He 0/DKHBI HUKOTZA
U HMYETO >K/IaTh.

— Ilomnume, umo Ha camom Oese 8vL npoddere. BONBIIMHCTBO
JIIOfIel TIOKYTIaeT pellleHye CBOMX IIPo6ieM, a He IIPOCTO
IIPOAYKT. HOSTOMY YaCTO OHM I'OTOBBI IIV/TATUTDH 32 9KOHO-
MMIO CBOETO BPEMEHIL.
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[naBa 35. Kak nobutbes TOro,
4TOObI BAM NPOLLAIN NPOMaxu

Ecimu BbI cuepxuBaeTe CBOM OOeILaHMA, TO KIMEHTDI IPOCTAT
BaC OJIMH pas, a MOXeET OBbITh, ¥ JBAXK/bl. DTO MOXKHO CPaBHUTD
¢ 6aHKOBCKMM cueToM. Ka>kplil pas, Korja BbI fieflaeTe CBOIO
paboTy xopo1o, BbI [ieflaeTe BKIaj Ha CBOIl cueT. Kax/plil pas,
KOIZIa BBI OlIMbaeTech, C BAIllero CYeTa CIMCBHIBAIOTCS HEHBIM,
IpyYeM OfHA OLIMOKA COOTBETCTBYET JIECATY peajn30BaHHBIM
fenmaM. [lo Tex mop moka 6ajaHC BaIllero cyeTa MOJOKUTENEH,
K/IMEeHTHI OyAyT IpOIaTh Bac.

BcnoMHMTE, CKONBKO pa3 BbI MOCEMANIN TONbKO YTO OTKPBIB-
IIIeCs PeCTOPAHBI C IVIOXMM OOCTy>KMBaHMeM U efioil. YBepeH,
BBl He BO3BPAIA/INCh Tyfla. Y Bac elle He CIOXKMUIACh UCTOPUSA
OTHOILIEHNIL, pajiyi KOTOPOII CTON/IO ObI HOIPOOOBATH CHOBA.

Bce, 4T0 Bam HEOOX0MMO 3HATb, YTOOLI UCMIPABUThL CBOIO OLING-
Ky, Bbl Bbly4YWNU elle B JETCKOM Cafy: Npu3Hai CBOK OLIMOKY,
HeMeAIeHHO ee 1cnpaBb M NMONpPoCcK NpoleHus. Bawm nokyna-
TEeNW, TaK e KaK nana ¢ MamoW, HENPEMEHHO NMPOCTAT Bac.

Haperoch, 4TO MBI TaeM BaM JOCTATOYHO OCHOBAHMIA, YTOOBI
BEPHYTbCS, HECMOTPs Ha TO YTO MHOTZAA COBEpIIaeM OLIMOKI.
Bo3M0>XHO, BaM 3aIIOMHUJIOCH, YTO MBI BCET/]a OYE€HD BEXK/INBBI
¥I XOPOIIO CIIPaBJIANNCD C paboTolt B poItoM. Vi 4ro macTep
B Ce€pBlICe BCET/la IOMHUT, KAKOJ TUII MAac/Ia BbI IIPeIIOYUTAETE,
¥Vl 3HAeT, YTO BBl HEHABUJINTE, KOTJla KTO-HUOYAb C CUTapeToil
B 3y0aX KOIIOLINMTCS B Ca/IOHE Ballleil MaIlMHBI.
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Bbl HOMHUTE, 4YTO HaM HeOe3pas/InyeH Ball aBTOMOOUIb, MbI
3a00THMCSI O BacC U [eliICTBUTENIbHO OYeHb cTapaemcs. Ecnn Tak,
TO, KOT/Ia MBI Jie/iaeM HeOObIION IPOMaXx, BbI CKIIOHHBI HaC IIPO-
CTUTD.

Llenb moboro 6m3Heca — He pa3ovapoBaTh KinneHTa. Ho ecin
C TIOKYIIaTe/leM YyKe IIOCTPOEHbl IPOYHbIE B3aIMOOTHOIIEHNS,
BBl MOXKeTe cebe T03BONIUTD eAMHOXKABI IIPOMAaXHYThCS, U BCe
PAaBHO K/IMEHT OCTaHeTCS C BAMI.

OcHoOBHbIE BbIBO/IbI

— Buot co3danu Hekomopoe KOMU4eCnmeo HemMamepuanrvHoix
aKmueos... He paspyllaliTe uX B ogHo4achbe. Eciau BbI
coenann OH.II/I6KY — VIV Balll KJIMEHT TaK CYUTAET, — IIPU-
3HaJITe ee ¥ CPOYHO UCIPaBbTeE.

— Bam He Hy#HO omKynamuvcs om ntodeil. VICKpeHHUe U3BU-
HEHMA U CBOEBpEMEHHasA KOPPEKTMPOBKA BaIllMX IEVICTBUI
IPaKTUYECKY BCETZA CIIOCOOHBI PellNTh BO3HUKILYIO IIPO-
Onemy.

— He npespawaiime smo 6 npusviuxy. Hanmuame 60mp1moit
JMCTOPUM BALINMX TEIJIbIX OTHOIIEHUII C KIMEHTOM Jeii-
CTBUTENIBHO CIIOCOOCTBYET TOMY, YTO K/IMEHT FOTOB IPO-
CTUThb BaM NpoMax. Ho He MCHbITbIBaliTE €ro TepIIeHNeE,
He TIOBTOPSI/ITe CBOUX OIIMOOK.
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[naBa 36. Takom noaxon
NEenUCTBUTENbHO paboTaeTt

ITonarao, 4TO pe3ynbTaThl, KOTOPBIX MbI JOCTUIIN, — JIydllee
JI0Ka3aTeNbCTBO TOTO, YTO MEPBOKIACCHOE 0OCTY)XMBaHME BEeT
K IIpOLBeTaHNI0 Ou3Heca. VIHTYUTMBHO TAKOJ IOAXOJ JTIORK
HOHVMMAIOT ¥ NPUHUMAIOT. OOBIYHO OHM TOBOPAT HEYTO BpOJE:
«KoHe4yHO, BB XOPOIIO KO MHE OTHOCUTECH, 11 A 60/lee CKJIOHEH
KYIIUTDb Y Bac, 4eM Y KOTO-TO APYIOro».

bonpuimucTBO Nrofein cornacHsl ¢ aTuM. Ho nHOrAa Bcrpeyva-
I0TCsI MHIVIBUIYYMBI, IIOJIaTaOI /e, YTO BCE 3TO CAHTMMEHTBI.

S yctanm or BbICKa3bIBaHMI, YTO HAIlM TPATBl U YCUINUA
IPUBOAAT TONBKO K 130a/I0BAHHOCTYU K/IMEHTOB ¥ YTO HAII
yCIlex He 4TO MHO€, KaK yhada M BONA ciydasd. Mbl pemnin
npurnacuth J.D.Power & Associates — He3aBUCMMYIO KCCTe-
TOBaTeNbCKYI0 KOMIIAaHIIO, XOPOILIO M3BECTHYIO CBOMMM OTYe-
TaMI O KadecTBe aBTOMOOMIel, — oueHuts Hac. OHM ompa-
MIMBaaM HallMX MOKyIaTeseil, HUKOMY He TOBOps, Ha KOTO
paboTaroT. Sl Hames/ICsA, YTO UX OTYET JACT MHE HECKOJbKO
1 udp, TOATBEP>KJAIINX, YTO MbI BBIOpaNN BEePHBIN Iy Th, a
TaK>Xe IIOMOJKeT ONpeJieIUTh, B YeM HaM HaJlo HOATAHYThCA.

PesynbraThl okasamuch norpsacaromumu. Kro 6s1 He xorer,
4TOOBI IPU3HAHHBIE SKCIIEPTHI B €r0 OM3Hece CKasaln O ero pa-
6ore cnenymomee: «Sewell Village Cadillac sBnsercsa nmyqmmum
IpUMEPOM B OTPaCM 11O CTeIIeHN YAOB/IeTBOPEHHOCTY K/IMEeH-
TOB. VIX NIO3UTUBHOE OTHOILIEHME K NIO[AM ABIAETCA CaMoil
CUJIBHOJ CTOPOHON aBTOLIEHTPA».
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«Ecnm 661 Komnanua Sewell Village Cadillac 6bina BRJOYEHA
KaKk aBTOMOOW/bHLIN 6PEeH B TPAAULIMOHHOE UCCAEA0BaHNE,
€e CymmMapHas OLeHKa noctaBuia 6Gbl ee Ha 04HO MeCTO C Mo-
6eauTenemM aToro roga — Acuran.

9tu cnosa 6blIN MepBBIM ab3anem ordera. [Jamee D.Power
OTMeYaJI, YTO OLjeHKa KadecTBa 00C/Ty K MBaHN s HAIlIell KOMIIAHUI
6Obu1a Ha 31,5% BbIllIe CpeHEro HalMOHAbHOTO YPOBHSA U 4TO
KBamUKAIVs U IMYHbIe KaueCTBA HAIIMX JIFOfielt ObIIV 9KCTpa-
opavHapHbIMU. Hampyumep, MbI IpeBOCXOAVIIN CPeIHNIT HAI-
oHanbHBI ypoBeHb Cadillac mo xagecTBy paboThl MacTepoB Ha
45%, Torga kak caMm Cadillac mmen camble BHICOKIE OLIEHKM Cpe-
iV HaIIVIOHAJTbHBIX OpeH/IOB.

3nech 6bIIO ellle MHOTO NPUATHBIX udp (cm. mabn. 1).

Ta6n. 1. MpoueHTHbIi peHTUHI KaYecTBa 00CNYKMBaHNA (NPOLIEHT NOCTaBUBLUMX
«OT/INYHO» U3 O6LLEro YUC/IA ONPOLIEHHbIX)

Sewell Cadillac, Cadillac, ny4ywue
B CpeAHEM aBTOLEHTPbI,

B cpefHeM
BeX/MBOCTb N0 OTHOWEHWIO K KIIMEHTY 84 54 56
JlerkocTb ¥ NpocToTa pa3melleHnsi 3akaza 75 54 39
[0TOBHOCTb NepCcoHaNa NoOMOYb KANEHTY 75 49 53
KBanudukauma nepcoHana 66 42 57

WM cHOBa O4YeHb BBICOKasl OLleHKA HAIIETO IIepCOHAsNA: BCe
K/IMEHTBI, KTO He IOCTAaBMJI «OT/INYHO», TOCTABUIN OLEHKY
«OYeHb XOPOIIO», JPYTUX BapUaHTOB He ObLIIO.

«TpynHO IpencTaBUTD, YTO OLIEHKA aBTOLIEHTPA MOXET OBITDH
CKOJIbKO-HMOY/b NTy4lle», — nuiieT Power, 106aBiAs, 4TO Halla
OLIeHKa Y/JOBJIETBOPEHHOCT OTPpebuTesNelt oka3anach Ha OHOM
YPOBHE C Y/I0OB/IETBOPEHHOCTbIO IIOKYyIIaTeseil Acura, KoTopas
3aHMMaeT IlepBOe MeCTO B JAHHOM peJiTHHTE.

Ho MHe ka3anoch, 4To 3TON MH(POpMAaLNM BCe ellje HeoCTa-
TOYHO, YTOOBI CKeIITUKY HaBcerfa yMonkau. V MHe, K cHacTbio,
YAa7I0Ch 0OHAPYXXUTb TO, YTO HafO!
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B nccnenoBannu 6b110 3aJaHO IBA BOIIPOCA, KOTOPbIE MOTIAIN
B caMoe fI6/I0YKO — B CYTb TOTO, YTO MEHS NHTEPeCOBaIO: IPH-
BOJUT /1N BBICOKAs Y/IOBJIETBOPEHHOCTb K/IMEHTOB K O0Jee BbI-
COKUM MPOJakaM.

Power cripocu Hammx KJIMEHTOB U KJIMEHTOB APYTUX aBTO-
nenTpos Cadillac, 6p111 11 OHY «OYeHDb YIOBIETBOPEHBI» ABTO-
MOOUIEM, KOTOPBIIT TproOpeni. ITO OUeHb XUTPHIIT BOIIPOC, TaK
KaK MaIlIVHBI B HallleM aBTOL[EHTPe TaKue e, KaK Be3Jie.

W, HecMOTps Ha 9TOT (BaKT, HALIY KIMEHTHI ObIIN «OYeHb
Y OB/IETBOPEHBI» CBOMM aBTOMOOWIEM Ha 25% dale, 4eM B
cpenHeM 1o ctpaHe. Hawu nompebumenu éviuie oyeHUIU MAWU-
HY N0 npuvUHe XOPOUie20 cepsuca, Komopuliti Ovia UM npedocmas-
JIeH 80 8peMs U Nocie NOKYNKU.

Ecnu ciefoBaTh JTaHHOMY pacCy>KA€HNIO, MBI BIIPaBe OXXUATh
60sIbllIe TOCTOSHHBIX K/IVIEHTOB, YeM Y APYTUX JUIEPOB, U, KaK
BBI BUJjUTe HIDKe, Power ofTBepaAn aTo (cm. mabn. 2).

Ta6n. 2. MpoueHT noKynaTtenei, KOTOpbie NPUOGPETYT/HE NPUOGPETYT TaKON e
aBTOMOOMADL Y TOrO e Aguaepa

Sewell Cadillac, B cpegnem
OnpeneneHHo npuobpeTyT 47 35
Bo3MoxHO, He npuobpeTyT 9 13
OnpefeneHHo He npuobpetyt 3 9

Wrak, jaHHOE MCCIejoBaHMe IT0Ka3ajio, YTO MBI He TPaTWUIN
HAaIlJ ICHbIM 3PS, IIOTAKas IPUXOTAM CBOMX K/IVEHTOB.
9T0T crocob BepieHMs O13Heca JIefiCTBUTENbHO paboTaer!

Y E" 2016



212 KimeHTHI Ha BCIO KM3Hb

OcCHOBHBIE BBIBOJIbI

— Ilpuenacume He3a8UCUMBLX IKCHEPMO8 NOCMOMPEMb
Ha eaut 6usrec. HecMOTps Ha Ballu peryispHbIe UCCIie-
HNOBaHNUA yHOBJIETBOPEHHOCTY IOTpebuTeNeil, Iepyuo-
OUYeCKN — HaIlpyMep, pa3 B TpU rofa — IpUIJIALIaliTe
KaKOro-HUOy/Ab 9KcIepTa. ITO MO3BOIUT BaM He TOTIbKO
HePeNPOBEPUTD Pe3Y/IbTAaThl COOCTBEHHbIX MICCTIEIOBAHMIA,
HO J CPaBHUTB BAIlIV JOCTVDKEHMSA C Pe3y/IbTaTaMy paboThl
KOHKYPEHTOB B II€JIOM II0 CTPAHe.

— Muwume xax nnoxoe, max u xopouiee. Bbl, KOHEUHO IKe,
OyneTe 0XXMIATh OT KOHCYILTAHTOB BBIAB/IEHNA 06/IacTel,
KOTOpBIe MOYKHO Y/Ty4IINTh, HO He 3a0y/ibTe BHIACHUTD 1
Te BEIl|, KOTOPBIE y BAC IOIYYAl0OTCA CYIeCTBEHHO JIyYIIe,

4eM y IPYTUX.

— Cnacubo. 51 Haje€0Ch, YTO Bbl HALJIN 3X€Ch VITIEN, KOTOPbIE
CMOJXETE NCITOIb30BATh.
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[locnecnosue CteHnn MapKyca

To, 4TO BBI TONBKO YTO IIPOYIN, HEYACTO BCTPETUIID B OOBIYHBIX
KHUTaX — 3/PaBbIil CMBICT B IIPOCTOM M3/IOXKEHWIL.

Asrop, Kapn Ceroa/, ciocobeH onpenenuTs npobiemMy u
pasbuUTh ee Ha IIPOCTHIE 3a/1aun, KOTOPbIe MOTYT OBITH PEIleHblL.
Kpowme TOro, oH yMeeT MBICIUTD IIPOCTO ¥ MOrnYHO. OH muier
TaK, KaK TOBOPUT, @ TOBOPUT — KaK [JyMaer.

B 9T0i1 KHUTE OH OMUCBHIBAET, KAK IPUITIACHII MeHsI paboTaTh
KOHCY/IBTAaHTOM, HO OH He paccKasas Bcel uctopui. 5 orsern
eMy TOT/}a, 9TO BPSJ /I CMOTY OBITh €My II0JIe3€H, TaK KaK Hude-
O He CMBICTIO B aBTOMOOMIsIX. OH Ke CKasasl, 4To eMy He HyX-
HBI COBETHI 06 aBTOMOOMIIAX — OH XO4YeT 3HAaTbh OOJIbIIE O TOM,
KaK IIPOJjaBaTh JOPOTVie TOBAPHI.

Kapsn moHs1, 4TO efMHCTBEHHOEe KOHKYPEHTHOE HMpenMyliie-
CTBO, KOTOPO€E OH MOYKET CO3[jaTh B aBTOMOOM/IbHOM OM3Hece, —
3TO BBICUINIT YPOBEHb cepBuca. V OH MPUCTYIINII K peannsalm
CBOEII VeV C IIPYUCYIIVIMU eMY CTPACThI0, BOOOparXkeHIeM U 3[pa-
BBIM CMBICJIOM.

Kak-To 51 pasroBapuBas ¢ IPyIIoOi eBPOIENCKUX IIPOMBIII-
JIeHHUKOB, KoTopble npuexanyu B CIIA usy4aTp Hall OIBIT [O-
CTVDKEHMS BBICOKMX CTaHJAPTOB OOCTY)XMBAHUs K/IMEHTOB.
S cxasan uM, 9TO IIpeXK/ie BCEro OHM JO/DKHBI HAY YN ThCS YBaXKaTh
CBOMX K/IVIEHTOB, C/IEAYIOLINM IIATOM — HAy4UThCS TIOOUTD UX,
HY a IIOCJIe 9TOT0 — 000XKATh MX.

91y npocryo TexHonorno Kapy sHaeT 04eHb XOPOIIIO, ee OH I
npuMeHNT B cBoeit pabore. OHa TaK 9/eMEHTapHA, YTO KA KeTCs
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YAMBUTEIbHBIM, IOYEMY TaK MajI0 KOMIIAHNII KOIMPYIOT 1 IIPU-
MeHAT ee. Bce meno B ToMm, uto Kapn uckperne 3aboturcs
0 CBOMX IIOKYTIaTeNsX, @ ICKPEHHOCTb — CaMas CJIO>KHas Belllb
[/ KonypoBaHys. UnTast 9Ty KHUTY, OCO3Haelllb, YTO MaMa
Kapna «Bocmurasna ero mpaBuabHO».

9T0 He TONBKO a3byKa JI/Is TeX, KTO paboTaeT B aBTOMOOUIb-
HOM OM3Hece. DTa KHUTA LIEHHA /I8 BCEX, KTO IMEET XOTb KaKoe-
TO OTHOIIIEHVIE K POSHNYHBIM IIPOJasKaM.

Ecu Bbl HU4YeMYy He Hay4M/INCh U3 9TON KHUTY — 3TO Ballla
co6CTBEHHasA BUHA.

Cmennu Mapxyc,
enadeney mazasuna Neiman-Marcus*

* O Crennmum Mapkyce U ero NpMHIMIIAX TOPTOBIM unTaiiTe B KHure «CeKpeTs
npeanpbHOro Marasuta» (M. : ManH, ViBanos u ®epbep, 2009). IIpum. peo.
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MakcumanbHO nosie3Hble
KHWUIM OT U3aTe/ibCcTBa
«ManH, UBaHoB U Pepoep»
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00 u3garenbcrTBe

Kak Bce HauuHanocb

Mpr craproBamu B nioHe 2005 ropa ¢ 1ByMa KHuramu. Ilepsoit crama
«KmuenTs! Ha Bcro xu3Hb» Kapma Chioanma, BTopoit — «MapKeTwHT
Ha 100%: pemuKc». «J[JoOpoxkenaTen» cpasy >ke 3aBepTe/i HajIbllaMy
y BUCKa: 3a4eM BBl BBIXOAWTE Ha 9TOT PbIHOK? BaM ke mpupercs 60-
POTBCSI C GOMBIINMI ¥ CH/IBHBIMY KOHKYpeHTaMu!

OtBevaeM. MbI cO3/1a/1u U3[IATENBCTBO, YTOOBI [IEPECTATh IIEPEKMBATH
IO IIOBOJY TOT0, YTO OT/INYHBIE KHUTY II0 OM3HECY He ITOaIal0T K POCCHIL-
CKIM 4MTaTe/IAM (VI IOIAaJAI0T, HO He KO BCeM M 3a4acCTyI0 B HeOCTON-
HOM Bufie). Bech Halll OIIBIT OOIIEHVIA € APYTUMM U3[ATeIbCTBAMI IPUBETT
HAC K MBIC/IY O TOM, YTO 3TV KHUTY OYAET HPOIIle BBITYCTUTH CAMIM.

W ¢ camoro Havazma MBI PEIIVIIN, YTO 3TO OyAeT caMoe HeoObIIHO
U3JIaTeIbCTBO JE/IOBOI IMTepaTypbl — HadlMHasA ¢ Ha3BaHMA (MBI Jan
eMy Hau Tpy GpaMWIMK U TOTOBBI OTBEYaTh 3a BCE, YTO MBI Je/aeM)
U 3aKQHYMBasA CAMUMM KHUTAMIL.

Kak mbl pa6otaem

— Mbr 130aeM TOIbKO T€ KHUTY, KOTOPbI€ CYNTAEM CaMbIMI I10/IE3HBIMI
" CaMbIMMU JTy4qIIVIMU B cBOe1 0bIacTu.

— MBI TIIaTeNIbHO OTOMPAEM KHUTH, TIATE/IBHO X IIEPEBOVM, PEMaK-
TUpPYeM, IIYOIVKyeM ¥ aKTUBHO HPOBUraeM (OAPOOHee O TOM, KaK
9TO JIeTaeTCsl, BbI MOYKETe IPOYMTATh Ha CaiiTe HAIIETO M3/jaTe/IbCTBa
mann-ivanov-ferber.ru B paspene «Kak Mbl 13[jaeM KHUTT»).

— [Im3aiiH 14 HAlIVX [ePBBIX KHUT MBI 3aKa3blBa/u y Apremus JleGe-
ZeBa. DTO JOpPOro, HO KpacuBO U O4eHb IpodeccuonanbHo. Ceirdac
MBI fie/iaeM OO/IOXKKM C IPYTUMIY AU3aliHepaMyl, HO IJIAHKa, HOHATas
Jle6eneBbIM, KaK HaM KaXKeTCs, He OIyCKAeTC.

M5l 3HaeM: Haly KHUTY OMOTAIOT Ie/IaTh Ballly Kapbepy ObIcTpee,
a 6usHec — myuie.
7151 5TOTO MBI M1 paboTaeM.

C yBaxkeHnem,
Meopv Mann,
Muxaun Veanos,
Muxaun Depbep
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Mpeanoxure Ham KHUry!

Korpga s1 He ymern unTaTh Ha aHIIUIICKOM 0eryo, 51 9acTo gyman: «Kak
MHoOro # mponyckaio! Kaxkoe konmnyecTBo KHUT BBIXOUT Ha aHTJINIA-
CKOM I3BbIKe I KaK HUYTOXKHO MaJIO U3JjaeTCs Ha PYCCKOM!»

IToToM 51 Hay4YM/ICA YUTATh Ha aHIIMIICKOM, HO IIPOO/IEeMBbl MOU He
3aKOHUMIMNCD. Sl He yMesn YMTaTh Ha HEMELIKOM, AMOHCKOM, KUTalICKOM,
UTAIbHCKOM, (QPaHIY3CKOM S3BIKaX... VI MUMO MeHS IPOXORMIO
(1 IPOXOANT) OTPOMHOE KOMMYECTBO XOPOIUINX JIeTIOBBIX KHUT, M3/aH-
HBIX Ha 9TUX U APYTUX A3bIKaX. VI TOYHO TaK >Ke OHM NPOXOAAT MUMO
Bac — A He J[yMalo, 4YTO CPei¥ HaC MHOTO TTOJIUTTIOTOB.

IToToMm BbImIa Most KHura «MapkeTuHr Ha 100%», rge B OfHOM 13
IPVIOXKEHWIT ObLIM OIyO/IMKOBAHBI pelieH3nu Ha 6onee yeM 60 myd-
LIMX, Ha MO B3I/IAJ, KHUT 13 TeX 300, KoTOpble A IpOoYNTaI Ha AaHIIN-
ckoM. V3faTenbcTBa [e0BON MUTEpaTyphl Hadyaay M3JaBaTh UX OfHY
3a JPYyroil — M HM C/I0Ba O7IarOaPHOCTY, HU YCTHO, HY IIMICbMEHHO.

Terepp s caM HeMHOro u3sparenn. I109TOMy X04y 06paTUTbCS K Ta-
KJM >Ke aKTMBHBIM YUTATENAM, KaK A. [IpefyioxnTe HaM XOpoIIyIo KHI-
Ty U4 U3TAHNA UK Tepensianus!

Mol Bam TBepAo o6elLaem Tpu Beln

— DBo-nepBbIX, ec/i KHUTa CTOSAIAsA — Jel0Bas M MAaKCUMMAJIbHO II0/1e3-
Hast, TO MbI 00513aTeIbHO M3Ia/INM WU TIepensfiaiuM ee (eciu mpasa
Ha Hee CBOOOJIHBI).

— Bo-BTOpBIX, MBI 00513aTENBHO YKaXKeM B CAMOVI KHUT€ V1 Ha €€ CTPaHM1Ee

Ha HallleM cajiTe, KeM OHa OblIa peKoMeH/IoBaHa. Yuraren JO/KHBI
3HATb, KOMY OHU OOSI3aHbI T€M, YTO y HVX B PYKaX OT/IMYHASI KHUTA.

— B-TpeTbX, MBI IOfAPYM BaM TPV 9K3eMIUIIPA 9TOI KHUTH, 11 OfUH 6y-
ZIeT C HAIlIMMM C/IOBAaMU 6/1arOIAPHOCTIL.

MpI BHMMATEIBPHO YUTaeM Bce mucbMa. ECm mpejiokeHHass BaMu
KHITa 3aMHTEPeCYeT HaC, Mbl 00513aTe/IbHO CBSDKEMCSI C BAMIL.

VI ecnmu BBl XOTUTE IPOBEPUTh TBEPHOCTb HAIIMX OOEIjaHMIL,
TO 3AIOJIHUTE, MIOKATYICTA, CHENMaNbHY0 (OPMY Ha HalleM calire
mann-ivanov-ferber.ru

Mbl pem!
Meopv Mamnn
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lne KYNnUTb Halllh KHUTHU

CneunanbHoe npeanoXeHue AN KOMNaHui

Ecnu Bbl X0THTe KYynuTh Cpasdy 6omee 20 KHUT, HALIPUMepP A1 CBO-
UX COTPYZHUKOB W/IN B IOJAPOK IAPTHEPAM, MBI TOTOBBI OOCYAUTD
C BaMI CIeIajIbHbIe YCTI0BMs paboThl. [/ 9TOr0 06palaitech K Ha-
IIeMy MeHeI)Kepy [0 KOPIIOPaTUBHBIM IIpofakam: +7 (495) 792-43-72,
b2b@mann-ivanov-ferber.ru

HHMFOTOprOBbIM opraHusauumam

Ecnu BBI OIITOBBII IOKYIIaTe/Ib, 0OPaTUTECh, IOXKATYIICTA, K Hallle-
MYy HapTHEPY — TOPTOBOMY HOMY «9KCMO», KOTOPBIIT OCYI[eCTBI/ISAET
ITOCTaBKM BO BCe KHUTOTOPrOBble OPraHM3aLIUIL.

142701, MockoBckast 0611., JIeHMHCK It p-H, T. BugHoe,
BemokamenHoe 1., 1. 1; +7 (495) 411-50-74, reception@eksmo-sale.ru

Cankm-Ilemep6ype
000 «C3KO», 193029, r. Cankr-IleTepbypr, mp-T O6yX0BCKOI!
060poHBL, fi. 84, muT. «Ex; +7 (812) 365-46-03 / 04, server@szko.ru

Hucruti Hoszopoo

Oumman T]I «9xcmo» B Hmxaem Hosropope

603074, r. Hyoxauit Hosropop, yn. Mapmana BopoHosa, 1. 3;

+7 (831) 272-36-70, 243-00-20, 275-30-02, reception@eksmonn.ru

Pocmos-na-Zomny

00O «P[III PoctoB-Ha-JJony», 344091, r. PoctoB-Ha-[lony,
np-t Crauky, 1. 243a; +7 (863) 220-19 34, 218-48 21, 218-48 22,
info@rnd.eksmo.ru

Camapa
OO0 «POL Camapa», 443052, r. Camapa, np-T Kuposa, 1. 75/1,
nut. «E»; +7 (846) 269-66-70 (71...79), RDC@samara.eksmo.ru
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Examepun6ype
00O «PI1I Exatepunbypr», 620007, r. Exatepunoypr,
yi. Ipubanrtuiickas, 1. 24a; +7 (343) 378-49-45 (46...49)

Hosocubupck
00O «PIII HoBocmbupck», 630105, r. HoBocnbupck,
yi. JInnertnas, g. 114; +7 (383) 289-91-42; eksmo-nsk@yandex.ru

Xabaposck

Ounnan P HoBocubupck B XabapoBcke,

680000, r. XabapoBck, mep. I3ep>KMHCKOTO, . 24, muT. «b», 0d. 1;
+7 (4212) 21-83-81, eksmo-khv@mail.ru

Kasaxcman
«PILT Anmartsl», 050039, r. Anmarsl, yi. [Jom6poBckoro, . 3a;
+7 (727) 251-58-12, 251-59-90 (91, 92, 99), RDC-Almaty@mail.ru
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Balu KHUXKHbBIA KNYo

B n060it KOMITaHUM €CTh HEOOXOAMMOCTb YIUTh COTPYAHUKOB, MO-
TUBUPOBATb UX, OOLIATBCA APYT C APYrOM HAa MHTE/IEKTYaIbHbIE
TEeMBI, TeHePUPOBATh HOBbIE MK JJIA YIYYILIeHNUs M PasBUTUs OU3-
Heca, a TaK)Ke TPEHMPOBATh X OPaTOPCKYe HABBIKIA.

Bce aTu 3ajaum mpekpacHO pelnaeT KHIDKHBIN kiny6. ITpmaem
IpaKTU4ecKy OecIIaTHoO (IleHa paBHA BCETO NMIIb CTOMMOCTY KHIT).
OpraHnsoBaTh €ro o4eHb IPOCTO, He HY>KHO HMKAKOJI CIleliaibHO
HOJITOTOBKIL, 2 BpEMEHU €ro 3acefjaHns 6yAyT 3aHUMAaTb BCETO INIIb
Yyac MM JBa B MECAIL.

Bor kak Mo)xeT paboTaTb Balll KHIDKHBIN KIy0 (CXeMa YCIEIIHO
onpoboBaHa Vropem MaHHOM B areHTCTBe HenBivkumoct MVAH
U HEKOTOPbIMM JAPYTMMHU KOMIAHMAMMU, HAampuMmep XabapoBCKOIL
«AIBAaHTUKOI»).

1. TMopcunrarite, CKOMBKO COTPYTHUKOB IPUMYT B HEM y4acTue
(omTumanpHOe KonmuuecTBO — 7-12). IIpeanonoxum, ux fe-
CATH BMeCTe C BaMI.

2. Kynure flecATb caMbIX MHTEpPECHBIX HOBUHOK JI€/IOBOV JINTE-
parypsl 160 IpefocTaBbTe yYaCTHUKAM BbIOPATbh UX CaMUM.
(Ba)kHO: KHUTH OJDKHBI OBITH Ha JOCTATOYHO IMPOKUE TEMBIL:
MapKeTMHI, MOTUBaLsA, yIpaBleHye, 6uorpapuy, IMIHOCT-
HOe pasBUTHE.)

3. Paspaiite ka>kgoMy 110 KHure (0OfHY octaBbTe cebe). CoobuiuTe,
YTO Yepe3 MecCsL KaXk/Iblii JOJKeH He 6o/ee 4yeM 3a AT MUHYT
pacckasarb, 0 YeM IpOYNTAHHAA KHUTA 1 KaKie [T0/Ie3Hble Ujien
13 Hee MOXKHO BHEJpPUTH B Balllell KoMmauuu. Jlyunre, ecnu A
9TOr0 OYyZeT MCHONb30BaThcA NMpeseHTanusa B PowerPoint. Bor
IIPMMEPHDIN PaCcK/IaJ, C/IalifloB.

[Tepsoiit. KapTuaka 06710XK1, Tie ACHO BU/JHBI Ha3BaHME I aBTOD,
KOMMEHTapMif, KTO U KOTJa YNTAT KHUTY.

Bropoit. O uem ata kHura? CKOIbKO B Helt cTpaHuIl Kakosa o1eH-
Ka 1o mATu6anIbHol mKane? KoMy B KOMIAaHMM ee CTOUT IpPOYM-
TaTh — 00A3aTENIBHO M XKeNaTeNTbHO?
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Tperuit. OcHOBHaA ujesa KHUTK (Tyd4lle BBIPA3UTh ee Ha OHOM
craiipe).

YerBepThlit (CaMblil Ba>kHbIN). Vieu mist BHegpeHns u baMmanm
COTPYIHMKOB, KOTOPBIM IIpejijlaraeTe peaan3oBaTh 3TH UJEH.

I1ATH MUHYT IIpe3eHTal VY Ha KaXKYI0 KHUTY, ¥ 32 9ac Ka>kK/Iblil 13
IeCATY YYaCTHMKOB IIOTyYaeT:

— 00630p meBsTU KHUT (IpeKpacHoOe obIee pa3BUTHE);

— HedopmanpHOe 061IeHNEe C KOTITEeraM;

— MJeU [IsI CBOEro HAIlPABJIeHNsI ¥ PA3BUTIS KOMIIAHNY;

— dan (HageeMcs, JOKTaZIUKM OYAYT cTapaThbCsl pacCKasbIBaTh
MHTEPECHO U BeCero);

— ellle OAHY KHUTY, y>Ke [JIsI CIeAYIOIIero 3acefjaHysi KHIDKHOTO
Kay6a (MX jTydlle KYIUTDb ¥ PacIpefellnTh MeXAY YIaCTHUKA-
MU 3apaHee).

YT06BI OTAIaYa OT KHIDKHOTO K1y6a Obl/Ta MaKCUMA/IbHOI, YITUTE
IiBa Ba)KHBIX MOMEHTA.

1. Bemyuwuit. OH criennt 3a TeM, YTOOBI JOKIAJYMKI He [IPEBBIIIA-
NV TATVMUHYTHBI JIMMWUT, PETYIMPYET HOPSALOK BBICTYIIIE-
HVISI, MOJIEPUPYET BOIIPOCHI 1 OTBETHI, (PUKCHUPYET UJIEN.

2. Tlpumenenue npeit. YToOBI 1M€U OGBICTPO peaNN30BBIBAINCD,
HY)XHO CO3[aTh CHELMaIbHBI (Gailyl, )KeIaTeNnbHO C OOLIMM
ZOCTYIIOM, ¥ IIPOCMATPUBATh €ro KaK MUHMMYM €XXeMeCs9HO.
Oco60 neHHble upen (a Takue OYAYT 06s13aTeNbHO) Cpasy 3amu-
CBIBAJITE B «TOPSTYNE» 3a/JAUNL.

[Tonpo6yiite u Bbl. CITyCTsA HEKOTOPOE BpeMs BbI 0OHAPY>KUTE, YTO
BAlllY COTPYAHUKY CTaM ellfe 6o/Iee HAYMTAaHHBIMI, Ujieu 6OTIbIIe He
HpornajialoT 6eccrieHO, MoKa3aTenu KOMIAHUN YIy4IIaTCcs, a Kop-
NOpaTUBHAsA KY/IbTypa MeHAeTCA K Ty dLIeMy.

BrIOpaTh KHUTY BB MOXKETE IIPSIMO Ceifdac
Ha mann-ivanov-ferber.ru.
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Mpucoegunantechb
K Haweu KomaHge!

Hamn ycnexm — 9T0 3ac/iyra 3aMedare/bHbIX JIIOfiell, paboTaroImx
B Halleli KOMaH/e. Y Hac BCErfja eCTh BAKAaHCUM M/ CUM/IbHBIX KaH-
AMJATOB.

BHe 3aBucMMOCTH OT HO3MLMK OyAyIue KOJIIEI JO/DKHBI 0671a-
JaTh CAEAYIOMMUMY KadeCTBaMMU:

— yMeHe JOOMBATHCs pe3yIbTaTa: IPOLecc BaXKeH, HO ellle BajK-
Hee pes3y/bTaT, TAaK KaK MBI IMYHO OTBEYaeM 3a KaXKJoe CBOe
Ieno;

— CaMOCTOSTEJIBHOCTb: MbI XOTUM paboTaTh C TeMU, KTO yMeeT
YIPaBIsATh cO00Il — OPraHM30BBIBATD Ce0s1, ONPERENATb CBOU
3a7a4i, CIIOCOODI 1 Iy TY UX peLIeHNs;

— NYHKTYa/JbHOCTb: MBI He TIOOMM TeX, KTO HapylIaeT CPOKI;

— MHUIMATUBHOCTD: «Ha 3eMJIe» BCET/Ia BUIHEE, YTO U KaK MOXKHO
clienath JIydire.

Mpb1 oXulaeM OT CBOMX KOJIIET aKTMBHON MO3UIIUM B KM3HY W3-
marenbcTBa. JI7A Hac Ba)KHO COOTBETCTBUE COTPYAHMKOB KOPIIO-
paTMBHONM KyAbType KOMIAHMM. Mpl IOMHMM, 4TO «HAaHMMAIOT 3a
npodeccroHanbHble HaBBIKY, @ YBOIbHSAIOT M3-3a2 HECOOTBETCTBUA
KYJIbType».

Co cBoOel CTOpPOHBI MBI ITpefIIaTaeM:

— TBOPYECKYIO PabOTy B KOMAH/je TallAHT/IMBBIX JIIOfIElT;

— BO3MOXXHOCTb JJOBOJIbHO OBICTPO YBUJIETb IUIOIBI CBOMX TPY-
JI0OB — KHUTYU — U IOIYYIUTh 32 HUX OIATOJAPHOCTY OT UNUTA-
TeJIeit;

— BO3MOXXHOCTb paboTaTh JOMa MU B YIOTHOM O(uce B LIeHTpe
MocKBBHI (B 3aBUCUMOCTI OT BAKaHCUMN);

— BO3MOXXHOCTb YYUTBCS Y KOJIJIET ¥ Ha TPeHMHTaX JIYYIINX CIIe-
I[Va/INCTOB OTPACIIM.
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IIpucoedunsiimecv Kk Hawleil komande! 225
IToppo6HOe ommcaHye aKTyaabHBIX BaKaHCHUIT (B TOM
YJC/le BHEIITaTHBIX) IPMBENEHO Ha HAalleM caiiTe

Ha cTpaHuile mann-ivanov-ferber.ru/about/job/

Kpmem Bac!
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MpaBuna npubLINBLHLIX CTapTanoB
KaKk pacti 1 3apabaTbiBaTb [i€HbIM
Bepn Xaprnuw

Mastering the Rockefeller Habits

What You Must Do to Increase the Value of Your
Growing Firm

Vern Harnish

[naBHOE B 1t060M NyTewWecTBMM (a YTO €CTb OTKPbITHE
KOMMaHWK, KaK He NYTEWECTBUE K NPUOLIK 1 yCne-
Xy?) — 3TO YETKMUI NPOAYMaHHbIV NnaH, KOTOPbI N03BO-
JINT BCE fieNnaTb NpaBUIbHO Cpasy.

TemaTuka
MpeanpuHUMaTenbCTBO, CTapTansl.

0 KHure

XOTUTE CTaTh IYHIIUM — YYUTECH Y yYWKNX. YTOObI C1ENaTh KOMNAHMIO YCMEWHOMN, CTONT
B3ATb Ha BOOPYKEHWE NPUHLMMBI PaboThbl yCnelwHbIx 6M3HeCMEHOB. BepH XapHuw —
BCEMUPHO NPU3HAHHBINA KCNEPT B Chepe NPeanpUHUMaTeNbCTBA U CO3aHua yenel-
HbIX CTApTanoB — CYMTAET, 4TO Jy4YWMUM NPUMEPOM ycnexa ctaHeT [xoH Pokdennep,
POJOHAYAIbHUK BEJMKON AWHACTUN MUAAMAPAEPOB. KoMnaHWs, NoCTPOEHHasA B CO-
OTBETCTBMM C npuHuMnamu Pokdennepa, 6yaeT ctabuabHO NPUHOCUTb BbICOKMIA [10-
X0, ¥ MOCTOAHHO Pas3BMBATLCA. [N1aBHOE — YETKaaA CTpaTerus, akTyanbHble JaHHble
U AMCUMNANHA.

[lna Koro 3Ta KHUra

[ns BnaziensbLeB MoNoabix KOMNaHui. ns Tex, KTo elye TONbKO NAaHUPYET OTKPbITb CBOE
[leNno 1 Xo4eT 6biTb YBEPEHHbIM B ycnexe. [nd pyKOBOAMTENEN AaBHO CYLIECTBYHOLIMX
dvpM, KoTopble CTPeMATCA 06ecneynTb CTabubHbIM POCT M pa3BUTME KOMNAHWHN.

«DULIKA» KHUTH

ﬂpaKTl/IHHbIe COBETbl U3 NEPBbIX PYK OT co3AaTena TepmMuHa KOMNaHWi-«rasenem» —
opraHusauui, pacTywmux ObICTPbIMKA TeMnaMu M NPUHOCALWMUX PeanbHyl0 NPUObIIb.
CtabunbHo AEPKUTCA B TONE Amazon.com B pasaene «CTpaTerl/II/I W KOHKYpPEeHLUs».

06 aBTOpE

BepH XapHuw — oCHOBaTeNb BCEMMPHOWM MpeAnpuHMMATENbCKOM opraHu3aumn EO
(Entrepreneurs' Organization), pyKoBoAWUTEb Y4€6HbIX NPOrpaMM «POXAEHWE TUraH-
T0B» U «[lpoaBUHYTLIN 6M3Hec» B MIT, ocHoBaTtenb U CEO komnawuu Gazelles Inc.,
KoTopasl BbIMOJIHAET POJb KOPNOPaTUBHOrO YHUBEPCUTETA A/t KOMNAaHUIA CpefjHero
pasmepa. HypHan Fortune Small Business Magazine Ha3Ban ero «0fjHUM W3 AeCATU
rNaBHbIX MbICIUTENEN B MasOM GU3HECE».
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JlocTaBnsg cyacTbe

OT Hyns 10 MUAIMAPAA: UcTopus
C03/aHus BblAatoLWencs KOMnaHmm
13 NEPBbIX PYK

Tonu Illeii

Delivering Happiness
A Path to Profits, Passion, and Purpose

Tony Hsieh

3axBaTbiBalolas UCTOPUA CTAHOBNEHWUS OAHOMO NPes-
npuHUMaTens u 6ecnpeLieieHTHOro ycnexa ero Komna-
HUM, MACTEPCKMU pacCKa3aHHasA UM CaMUM.

TemaTuka
IbPeKTUBHbIE NPOAAKM, MAPKETUHT.

0 KHure

370 04HA U3 CaMblX BECE/bIX U HM3HEPAAOCTHBIX JEN0BbIX KHUM — Gnarofapsa nuca-

TeNbCKOMY TaNaHTy aBTopa, U 0JHA W3 CaMblX BNEYaTAAWMX U NoNe3HbIX — Gnaro-

[aps ero npeanpuHUMaTeNbCKOMY reHuio.

Bam HyxHa 3Ta KHUra, ecnu:

— Bbl XOTUTE y3HATb, KaK MEHbLUE YeM 3a AeCAiTb IeT Zappos NpoLuna nNyTb C HyNeBbIX
npojax Ao TOProBoro 060poTa B MUAAMapA A0ANApoB, Kak aBTop CyMen nocTpo-
UTb TAKOW AONTOCPOYHbIA GU3HEC M CUAIbHBIM BPeHA, Kak NpUBAEKaTb U YAEPHKU-
BaTb K/IMEHTOB;

— Bbl ULLETE BAOXHOBEHMUS U NPABUJIbHOTO COOTHOLIEHMSI GOraTcTBa, PaGOThl U CYACTbS.

[ilns Koro aTa KHUra
ﬂ,nﬂ npeaanmeaTeneﬁ W MeHeaXepoB, 3aaymMblBalolWNXCA 0 TOM, KaK caenatb 613-
HeC eLle nyyue.

«DULIKA» KHUTH

Bocbmoe mecTo B cnucke 6ectcennepoB Amazon.com! M nepeoe — B pa3aene «busHec
¥ MHBECTULMM» B HOMUHaUMAX «MeHeaMeHT, «<KoMMyHMKauumu» 1 «06cnyxuBaHue
KIMEHTOB»!

06 aBTOpE

Tonu WeW ctan 6U3HECMEHOM, HayaB B AEBATH NET C... pepMbl N0 pa3BeEHMI0 Yep-
Bel. A cosaaHHasi um B 1999 roay KomnaHus Zappos yepe3 10 net gocturna o6opoTta
B MUIMAPA JON1AapoB M Gbina B UTore KynneHa Amazon 3a 1,2 munnvapaa Aonnapos
(a go Toro e npopan ewe oauH co3aaHHbIi UM 6usHec, LinkExchange, komnanum
Microsoft, Toxe 3a BHYWMUTENbHbIE AEHbIH).
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0ZON.RU

HUcTopus ycnewHoro MHTepHeT-6M3Heca
B Poccuun

Anexc Ikcnep

Paccka3s 0 TOM, Kak nosiBunach 1 pa3s1Banach ofHa
M3 CaMblX M3BECTHbIX POCCUMICKUX MHTEPHET-KOMNAaHWHN,
0T YesI0BEeKa, KOTOPbI 3HAaeT 00 MHTEPHETE BCe

WK NOYTH BCE.

TemaTtuka
MHTepHeT-6MU3HEeC, UCTOPUM YCrexa.

0 KHure

370, KaK roBOpAT B 6U3HEC-IWKONAX, Keic. Ho He npocTon,

a 30/10TOMN.

3T0 NOAPOGHBLIA M YeCTHbIN paccKas 0 TOM, KaK U3 WAEW «a He cAaenaTb W Ham poc-
cuicKuii Amazon», npo3ByyaBlen B ganekom 1998 rogy, poanncs camblil KpynHbIi
HblHE N0 aCCOPTUMEHTY MHTEPHET-Mara3uH PyHeTa. U, BOBMOXHO, CaMblii U3BECTHbIN.
TeM, KTO MONOXeE TPUALLATH, HABEPHOE, U BOBCE KAXETCS, YTO OH 6bln Bceraa. Ecau no-
anyewbes Ha HEBO3MOXKHOCTb OTbICKATb KHUTY WUJIU, CKaXeM, My3blKabHblii ANUCK, OT
yeTbipex U3 NATH cobecejHMKOB YCNbIWNLIL 06HAAEKMBAKOLLEE «NOMWM Ha O30He» UK
HejoymeBatollee «4T1o, U Ha O30He HET?»

MpoynTaB 3Ty KHUTY, Bbl MOCMOTPUTE HA XOPOLIO 3HAKOMOr0 BaM MHTEPHET-TUraHTa
LpYyrMmun rnasamu.

A ecnv Bbl 3ajyMblBaeTeCH 0 COGCTBEHHOM MHTEPHET-NPOEKTE — BPSAA M HaliaeTe 60-
flee NoJe3HOe YTEHMe.

[ins Koro 3Ta KHUra

ﬂ,ﬂﬂ ynpaBiEeH4E€CKMUX KOMaHA MHTepHeT-KOMI'IaHVIVI, 0COBEHHO TO/IbKO 3apoauBLUMXCA.
[l BCEX UHTEPECYIOLUMXCA UCTOPUAMM YCNEWHbIX KOMNaHWA.

,U,J'Iﬂ BCEX, KTO 3HaEeT, 4YTO TaKoe 0zon.ru.

06 aBTOpE

Anekc 3kcnep ¢ 1988 no 1999 roa pa6otan B pa3nuyHbix IT-o6nactax. C 1999 roaa
3aHWMaeTCs UHTEPHETOBCKUMU, PaAno- U INTepaTypHbIMU NPOEKTaMu B TOV Xe cde-
pe. ABTOP BOCbMM XyA0KECTBEHHbIX KHUT, TPEX COOPHMKOB KUHOPELIEH3UI U NPUMEPHO
nBajuati y4eOHUKOB NO KOMMBIOTEPHOW M U UHTEPHET-TEMATUKe. Ero NUYHbIN canT
nocewaet 40 TbiCAY YEI0BEK B A€HD.
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fl TaK u 3Han!

Teopwus orpaHUYeHnid 4ns PO3HUYHOK
TOProBu

Anusaxy Tondpamm

Isn’t It Obvious!
Eliyahu M. Goldratt

MpuUATHOE C NONE3HbIM: YBNEKATENbHOE XYA0KECTBEHHOE
YTMBO M UHAMBUAYANbHbI MAacTEP-KAacc OT MUPOBOro
rypy MeHeAxMmeHTa. To 4To HaZlo TON-MeHEeAXepy B CBO-
604HOE BpeMmS.

TemaTuka
Teopus orpaHu4eHWin, NOrUCTUKa, IQdEKTUBHOE npej-
npuaTue.

0 KHure

YBAeKaTeIbHO 0 CJIOXHOM U BaXHOM — UMEHHO TaK HanucaHbl BCE KHUMWN NPU3HAHHOTO
rypy MeHefmeHTa Inuaxy fonapatra. 3Ta KHATa He UCKJII0YEHKE.

Teopus orpaHuyeHunit (TOC) 0TAMYHO 3apekoMeHAoBana ce6s Ha MPOMbIWAEHHbIX
npeanpuatuax. Tenepb K kiy6y TOC MoryT npucoeAnMHNTLCSA PO3HUYHbBIE KOMNAHUK.
Ha npumepe He60NbLLIOW CEMEtHOM TOProBon CeTh MoNApaTT NOKa3bIBAET, KaK MOXHO
BbIBECTWU KOMMAHMIO U3 KPM3UCa U YBENYMTb NPUObIIb, MOCTPOMB JIOTMCTUKY B COOT-
BETCTBMM C npuHumMnamu TOC. Mpu 3ToM aBTOP HE 3a6bl PO 3aXBaTbIBAKOLLMIA CIOKET,
CNOXHble B3aMMOOTHOLWEHNS FEPOEB 1 COBPEMEHHbIE BU3HEC-Peaniu.

[ilns Koro aTa KHUra
[ns pyKOBOAMTENEN PO3HWUYHBIX TOPrOBbIX CETEN, KOTOPLIE CTPEMATCA ONTUMMU3NPO-
BaTb JIOTUCTUKY Ha CBOMUX NPEANPUATUAX U NOBBLICUTb ﬂpl/lﬁblﬂb.

«DULIKA» KHUTH

HoBasi kHura ot aBTopa 6ectcennepa «Lenb», cTaBlwero 6M6aMen ans CoBPeMEHHbIX
ynpaBeHLEB.

006 aBTOpE

[-p dnusixy fongpaTT — co3aaTesib 3HAMEHUTON TEOPUW OrPaHUYEHUiA, ynpaBieHYe-
CKOVi METOAMKM, 3aBOEBaBLIEN NPU3HaHKWE BO BCEM MUPE.
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Kapn Ceroamn
ITon bpayn

KnneHTsl Ha BCIO )KXM3HD

Pepgaxrop FOnus [lomemkura
Husaitnep Cepeeti Pedopos
Wnmioctparop Cepeeii Makcumos
Bepcrka Anodpeti Komaposckuii, Hadexcoa Kyopsikosa
Koppexrop /Troomuna JJasvidosa

000 «MaHH, WBaHoB 1 Pepbep»
www.mann-ivanov-ferber.ru
www.facebook.com/mifbooks
www.vk.com/mifbooks
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