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Kaps Cero3/ua, Ilon bpayH
K/IneHTHI HA BCIO )KXU3Hb




OT u3garesien

Ota KHura Brepssle Bbilia B 1990 rogy B CILIIA u Beifeprkasia HeCKOJIbKO
niepen3iaHuii. Mbl 6epeM Ha cebsi CMesIOCTb YTBEPK/aTh, UTO B IAHHBIN MOMEHT
cpeau U3JlaHHBbIX B POCCUM KHUT HET HUYETO Jy4lllero Ha TeMy IpUB/eUeHUus: U
yZep>KaHusl KJINeHTOB.

Xots aBTOp, Kaps Chro3/1/1, 3aHUMaeTCsi pojjakeld OPOTUX aBTOMOOUIeH,
€ro COBeThl TOJXOAAT He TOJILKO TeM, KTo paboTtaeT ¢ VIP-kiueHTamMu: Jaxke
TIpo/iaBasi KoTieeuHble TOBAaphl, BbI MOXKeTe (U AO0/KHBI!) 6OpOThCs 3a TO, UTOOBI
VX MOKYTIa/IM UMEHHO Y BacC, a He Y KOHKYDEHTOB.

[To HammM HabmogeHusiM, He MeHee 80 % poccuiickoro Ou3Heca
pacCUUTaHO CKOpee Ha OZHOpPAa30Bble MPOJakH, YeM Ha JJIUTe/IbHOe yep)KaHHue
keHta. 80 % wu3 ocraBmmxcsa 20 % xoueT yaepkaTb K/JIMEHTa HaZoJiro, HO
MOMb3yeTCss  Jid  3TOT0  «MEeXaHWYeCKUMH»  CUCTeMaMu  TOAJlep’KaHus
JIOSVIBHOCTH (TIpY3bl, JUCKOHTHBIE KapThl U T. I1.).

Y Cbros/ia WHOW TMOAXOZ[: BO-TEPBbIX, OH CUWTaeT IepBOOYEpPeSHON
3a/layell UMEHHO Y/epKaHue KJIMEeHTa, @ BO-BTOPbIX — YTO CZe/aTb 3TO MOYKHO
TOJIBKO TIPU MIOMOLL[Y yCTaHOB/IEHUS Yel0BeueCKHX, SMOLIMOHA/IbHBIX CBSA3€H.

B kHure ecTb Kak  M3/IoKeHUWe  (PyHJaMeHTa/JbHbIX  OCHOB
TpeNIpUHUMATE/IbCTBA, TAK U OMMCaHWe KOHKPETHOM LieJIbHOW JeMCTBYOLen
CUCTEeMbI y/lep)KaHusl K/IMeHTOB — Ha TipuMepe (ecTeCTBeHHO) TOro Ou3Heca,
KOTOPBIM 3aHrMaeTcst Kaps. Ota cucrema Tak NpofgyMaHHa U YHUBepPCabHa, YTO
TIOJXOJUT TIPAaKTUUeCKHU [i71s1 Jito0oi chepbl AesTeTbHOCTH.

Mbl [aBHO Hayanu TPUMEHSTb €ro UJAEeu U MOXKeM C YBepPeHHOCTBIO
CKa3aTh, YTO OHU PabOTaloT.

Heopb MaHH, Muxaun HMeaHoe u Muxaun ®epbep



OT napTHepa pOCCHMCKOr0 M3 aHUA

OTa KHUra, KOTOPYK) Mbl TIOJIyYW/IIM B OJHOM SK3eMIUIsipe B BUJE
pacrieyaTaHHbIX Ha TMpPUHTepe JUCTKOB (opmara A4, CLIWTBIX TMPY>KUHOMU,
repexo/ii/ia U3 pyK OIHOTO AUPEeKTopa B PYKHU JIpyroro ¢ 6oem, uyTh Jid He TIOf
pacrucky. CTOUT i1 TOBOPUTh, UTO U TIPOUMThIBAJIaCh OHA 3arioeM, 0e3 OTpbIBa.
[ToToM, y>ke C XOJIOZHOW TOJIOBOU, S TbITAJICS MOHATH: B UeM Ke ee OT/IMYue OT
JPYTHX, B UeM CKPhITA 3Ta MPUTATATeTbHOCTL? MoXeT ObITh, /1eJI0 B aBTOpUTETE
Kapna Creroa/a, KOTOPBINA y>Ke CTOJIBKO JieT B aBTOOM3HEeCe U CyMesl yBeJIUUUTh
obopot cBoeli kommanuu ¢ $10 mmH. mo $250 mutH. 3a 30 set, paboras c
YeTbIpbMsI aBTOMOOW/IbHBIMM Mapkamu? Ho [0 TOro, Kak B3SiTb 3Ty KHUTY B
PYKH, 51 ¥ TIOHATHSA He umesl, KTo Takor Kapn Cprosm, a kKomnaHusi, KOTOpOU s
DYKOBOXY, yBenquuuiaa cBoii obopot ¢ $10 Teic. 10 $356 muiH. 3a 13 jet. U
aBTOMOOM/IbHBIX OPEH/IOB Y HAC y’Ke UeThIpHAALIaTh.

[ToctoiiTe, Mo)eT ObITb, aBTOP [IEAUTCS KAaKUMU-TO YHHUKAJbHBIMU
CeKpeTamMM WM OTKpPbIBaeT COBEPLIEHHO HOBble, 3a0KeaHCKHWe MyZpeHble
TIpUeMbl TpUBJ/IEYEHUsI U y[eprKaHus K/IWeHTOB? [la HeT, HUKAKOW CeKpPeTHOHU
vHbOpMaIuM U HOy-Xay B KHUTe 0C000 He 3ameueHO, OosibIiie T0/I0BUHBI BCETO
OMMCAHHOIO YCIIEeLIHO TpPHUMeHsIeTCs B HallWX aBTOLleHTpaxX. Tak B ueM e

dokyc?
To, uTo KHUTA cTaHeT GecTce/yiepoM B TIEPBYIO ouepelib Cpeid TeX, KTO
paboraer B aBTOMOOWILHOM OH3Hece, HECOMHEHHO. 3ajior ee ycrexa — B

XOpOLLIeM, JKUBOM CJIoTe ¥ BHUMaHWU K Mesioyam. [lotomy uTo, KOrza uvraelsb,
3a/laellibCsl BOTPOCOM: 3HaJ/l /i Thl 06 3TOM MpuemMe WM O TakoM mogxoe? [a,
3Ha/1. HMcnonb3oBan? Hetr. Ilotomy uTO cuuTasm He OYeHb BaKHbIM. A
OKa3blBaeTCsl — BepHee, B OUepeJHOM pa3 OKas3bIBaeTCs, — YTO BaKHO BCe.
JIroboe ciioBo. Buumanue. IlItpux. JIrobast Menoub. HeT, HerpaBuibHO: Mesioueit
He ObIBaeT.

W BOT 3a 3TO WCIBITHIBaellb OIPOMHOE YBa)KeHHEe K aBTOpY. 3a TO, UTO OH
BCe MesiouM coOupaeT, aHaIU3UpyeT, pacCTaB/seT IO T0JIoYKaM MU, CaMoe
I71laBHOe, UCHoJb3yeT. VM mofcKa3biBaeT OCTa/JbHBIM, KaK KX HCIO/Ib30Barh.
Cracu60 3a 3t0 Kapny Cerosmny.

Onee XycaeHoes, 2eHepa/bHblll oupekmop MestcoyHapooHo20
asmomobUIbHO20 X010UH2a «AmaaHm-M»



IIpeauc/ii0BHe aBTOPA K POCCHHCKOMY
H3aHHIO

[TepBoe, uTo X0UeT cAenarhb 00O0M 6u3HecMeH, paboTaet s oH B Poccuy,
Wtanuu unu moboi Apyroii cTpaHe, — 3TO YBeJIMYUTh MapKeTUHIOBbIN OIOJIKET,
YTOOBI MPHB/IEYb HOBLIX K/IMEHTOB.

KoHeuHO, B 9TOM eCTb 37jpaBbiii cMbIc/1. HO eciu Bbl He 3aZlyMbIBaeTech O
TOM, YTO MPOUCXOAUT MOCJ/Ie TOTO, KaK HOBbIN K/IMEHT HaWJeH, 3TO MOXXeT BaM
Joporo 060oUTHCE. Mexay TemM OT yKe CYIeCTBYIOL[UX K/IUEeHTOB MOXHO
TIOJIYUUTh TOpa3fo Oorbllie BBITOABI, U 1jeHa Takoro Ou3Heca OyneT HaMHOTO
MeHbIIle, YeM TIPU MOCTOSTHHOM TTIOMCKe HOBBIX PHIHKOB COBITA.

Moparb: ripexkie yem OpocaTbCsi Ha TIOMCKU HOBBIX K/IMEHTOB, TIOTIPOOyiTe
TIpeBPaTUTh MOKYyTIaTesied, C/ie/laBlnX y BaC OAHY MOKYIIKY, B K/JIMEHTOB Ha BCIO
)KU3Hb.

laHHast KHUTA 11eJIMKOM TIOCBSIIIIeHa TOMY, KaK 3TOr0 00UThHCS.

[ToueMy CTOWUT MpUAEP)KMBATLCS TaKOro rnozaxoaa? CMOTpUTE: eClU BbI
ripeycrieeTe B MpeBpallleHUH C/1ydYailHbIX MOKYyIaTesiei B TOCTOSIHHBIX KJIUEHTOB,
pe3y/ibTaThbl OyIyT TOJBKO TOJIOXKUTE/TbHBIE.

— IlpogaBaTh ycayru wid TOBapbl CYIIECTBYIOLIEMY K/IMEHTY HaMHOTO
TMpollje, YeM HOBOMY. BBl y)Ke YCTaHOBW/IM C HUM OTHOILLEHHS W 3HaeTe ero
notpebHOoCTH. UUCTBINM pe3y/bTaT: Ballld PacXo/[bl HA MAPKeTHUHT CHUXKAIOTCS.

— Bam He Hajj0 OyzeT TpaTUTh MHOTO CWJ/I, BpeMeHU U CPeJCTB Ha TO,
yToObI BalllM KAMEHTbI CHOBAa BbiOpasv Bac. OHM CKOpee TIPUC/YIAIOTCA K
BalllUM TMpeJJIOKeHUsIM, TOTOMY UTO Y)Ke HMeJd T0J0KUTEeIbHBIA OMbIT
obmieHuss ¢ Bamu. (DTO 3epKajibHOe OTpa)keHWe T[epBOro IMyHKTa, C
aHaJIOTUYHBIM Pe3y/IbTaTOM: TOBbILIeHHe TPUObIIH. )

— EoiM KAueHThl MOKYMawT Y Bac, OHU He TOKYMarT Y KOHKYDEHTOB.
[IpeBpailjasi C/lyyaliHbIX T[IOKyIaTe/jeldd B K/JIMEHTOB Ha BCHO JKW3Hb, BbI
BBIMTPBIBAETe, a Ballli KOHKYPEHThI, KOTOPbIE He /le/Ial0T 3TOr0, IPOUTPHIBAIOT.

— IlocrosiHHbIe K/IMEHTbI He TaK UyBCTBUTeIbHbI K LieHe. Bbl yke
YCTAaHOBWIM XOPOLIME OTHOLLEHHWsl, U MOKYIaTe/IsiM Jierde 3aryiaTUTh HEMHOTO
OoJiblile BaM, YeM TPaTUTh BpeMsi Ha TIOMCKU IPYTOl KOMIIaHUM, KOTOpPasi CMOKeT
00CTYy>KUTb WX Ha TaKOM >Ke BEICOKOM yYPOBHe.

— O#u ¢ 6osibIllelt TOTOBHOCTBIO MOMPOOYIOT U IpyTrye Balllk MPOAYKThI U
yciayru. Bel HaxoauTech B 60Jiee BHITOJHOM TIO/IOXKEHUH, ueM JIpyrue (hUpMbl, C
KOTOPbIMU OHU He UMed fena. JloBepre, KOTOpoe Bbl 3aBO€Ba/iM M3HA4ya/bHO,



PacrpoCTPaHUTCA U Ha [ipyrye Balllv MpeJJI0KeHUsI.

Kak BujuTe, Hale/IleHHOCTb Ha MPOZAAXy CyILIeCTBYHOLIUM K/IWeHTam
ABJIIeTCS ropa3fo Oosiee pe3y/nbTaTHBHOM M MeHee 3aTpaTHON MapKeTHHTOBOM
CTparervieu, yeM MOMCK HOBBIX ITOKyIIaTesen.

[loueMy >Ke Takoro TIOAXOJa He TIPUEP>KUBAETCS OOMBIIMHCTBO
MapkeTosioroB? ToMy ecTb Lie/bl psifi NPUUMH, HauyMHasg C TOrO, YTO MHOTrHe
IPOCTO OPUEHTHUPOBAaHbI TOJILKO Ha HOBbIE CJEJKM — TO €CTb B IIPUHLMIIE
CMOCOOHBI /iyMaTh TOMBKO O pacliMpeHUM PBIHKOB CObITa, — W 3aKaHUYMBast
CKyKOol: «MbI y)Ke JaBHO paboTaeM C 3THM 4Ye/IOBeKOM (WM KOMIIaHHEH),
XOYeTCsl Yero-TO HOBEHBKOIO».

Ho Hago moHATH, 4YTO, eI Bbl He TMbITaeTeCh MpPeTeHJ0BaTb Ha
J/IUTe/IbHbIe OTHOLLEeHUS] C BAlllUM K/IMEHTOM, Bbl TepsieTe Ha 3TOM JeHbru. U
BO3MO)KHO, OO/IbIIINE JI€HBIH.

MapaiiTe paccMOTpUM TIPOCTOM mpumep U3 Moero OusHeca. 1 mpogaro
nerkoBble MallimHbl. UTOOBI He YC/IOKHSITH pacueThbl, OyldeM CuuTaTh, UTO
cpegHsas eHa MamuHbl — 25 000 gosiapoB. Kak mpaBuio, 3a CBOK KW3Hb
cpegHUl K/IMeHT ToKyraeT y Hac 10 mammwmH. To ecthb 310 250 000 monapos (6e3
yueta uHGALMK, B gosnapax 2005 roma). Kpome Toro, Ha o6cimykrBaHue
MallVHbI (OT 3aMeHbl Macja [0 PEMOHTa TOMSTBIX KPbLIbeB) K/IMEHThI TPATAT
CyMMY, pPaBHYIO TIPUMEpPHO TpeTU ee lieHbl. JTO faeT ewje okoso 82 500
JonnapoB, U B cymme — 332 500. DTy cymMMy MOXHO 3apaborarb, eciu
TIpeBpaTUTh MOKYyTIaTessi OfHOW MAIlMHbI B K/IM€HTA Ha BCHO )KU3Hb.

Termepp mnpeacTaBUM, UTO YesiOBeK Kymua y Hac mammHy 3a 25 000
Jo/uiapoB U Oosibllle HUKOTZA He TOSB/SUICS, TIOTOMY 4YTO €My y Hac He
noHpaBuioch. PasHuija B npubbuin — 307 500 gomniapoB. CKOMBKO peK/iaMbl
Ha/lo pa3MeCTUThb U CKOJIBKO pacrpoiaXk MpoBecTH, yToObl 3apabotars 307 5007

TpyaHOo mpesAcTaBUTh cebe MapKeTUHIOBYHO KaMIIaHUIO, KOTOpasi CrocoOHa
TIDUHECTU TaKoW >Ke [0XO/l, Kakol Bbl MOXKeTe TOIyuuTh, yOeAuB Balliero
CYIIIeCTBYIOIIEr0 K/IMeHTa MOKYyTaTh TOJILKO Y Bac. BcriomHuTe 06 3TOM, BepcTas
Balll MApKeTUHTOBbIY OrOKeT. BMecTo Toro utobbl 3amyCTUTh HECKOIBKO HOBBIX
TIporpamM /ijisi TIpUBJIeUeHHsI HOBBIX TIOKYyTIaTesiel, nmoueMy Obl He yOeauTbCs B
TOM, YTO Bbl MAaKCUMaJIbHO Y/IOBJIeTBOpsieTe TOTPeOHOCTH CyIleCTBYIOLUX
K/IMEHTOB?

Bbl cnpaiviBaeTe, KakoW MepBbIM LIar cAenarb? B TedyeHuwe cienyrouen
Hezlemy T03BOHUTe 10 K/MeHTaMm, TPUHOCAIIMM BaM HauOOJBIINKA TIPOLIEHT
Joxo/ia, robnarofilapuTe UX W HauHUTE OOCYXK/eHHe TOro, KaK Bbl MOXKETe
cZienath WX XKU3Hb Jierye.

Kapn Cbrosnn



IIpegucioBue Toma Ilutepca

B 5Toli HeoOBbIUHOW KHWIe eCTh Lieiblid pa3fiel — ueThbipe TI/IaBbl, —
TIOCBSILLIEHHBIX BBIICHEHUIO TOTO, Yero xoyeT K/WeHT. ECThb 11aBa, MoCBsIeHHast
TyajieTaM, a BepHee, UX BO3[elCTBUIO Ha BOCIIpUATHe KiveHTa. U ele B ogHOM
I71aBe peub UeT UCKIFOUUTEBHO O BbIBECKAaxX U yKasare/six.

1 060 BceM 3TOM TOBOPUT uejIOBEK, KOTOPBIN yBeIMUWU/JI CBON OHM3HEC C
10 myH. gonnapoB B 1968 roay go 250 MIIH. [0/171apOB CErofiHs, C TPUOBLLIbIO,
BbIpOCIIIeld B Takoi >ke rmiporiopuyu. Kapn Ceroin mpozjaeT aBTOMOOWIM:
«Kagunnakm»,  «Jlekcyce», «Xenpan» U «llleBpone».  Ilokasartenu
YZOBJIETBOPEHHOCTH €ro K/IMeHTOB HeBepOosTHO BeMUMKA. OH He TOJIBKO
BO3IVIABJIIET Pa3/IMUHOIO POJAa PEUTUHTU — OH KaK/bIi pa3 BHOCUT BCe HOBbIe
OTTEHKU B MOHSATUE «JTyULLIW».

MecTtamu 3Ta oLIeIOM/IAIOLasi KHUATa BBIVIAAUT Kak-TO [0-[OMallHeMy: He
Oepute C K/MeHTa [leHeT 3a Te yC/yrd, KOTOpble Bbl OKa3aiud Obl GecriiaTHO
Apyry. (3To MOXeT, Harlp¥Mep, O3HauaTb OTIIPABKy TEXHUKA — OHU JeXKYypAT
KPYIJIOCYTOUHO, 7 /Hel B He/le/lt0 — B aspOMNOPT B TOJIHOYL [t OecriiaTHOM
3aMeHbl CJIOMABLLIEroCs y KJIMeHTa K/Itoua 3a)KUraHus.) DTUUYeCKUM MOAXO0/, 3/eCh
TaKOM: yTipaBJisiiTe CBOUM OU3HeCOM, BCe BpeMsi 3a/laBasi cebe BOMPOC: «A ecu
00 3TOM HamMIIyT B 3aBTpAIlHEl ra3eTe?»

Mecramu 5ta KHura wusymisieT: CbrO3/U1 BEPUT B TICHMXOJIOTMYECKOe
TeCTUpOBaHUe Oy[yl[UX COTPYAHUKOB. M ero I/aBHBIM TeCT TakOB: ep3aeT Jiu
yesioBeK BO BpeMsi MHTepBbiO? EcCu BBl Modceme CUeTh CIIOKOMHO BCe BpeMs
WHTEePBbIO — BbI repoii He ero poMaHa. OH JIF0OUT SHePTUUHBIX JIFOZIeH.

Kapn Chlo3/171 yCTaHaBIMBaeT CTaH/ApThl aBTOAWIEPCKOTO OH3Heca yike
MHOTO 7eT. Ero cepBHUCHBIM OTAen TepBbIM CTan paborark mo cybboram u
TepBbIM CTajl TIPe/JOCTaB/ATh CBOMM K/IME€HTaM BpeMeHHbI aBTOMOOW/Ib, MOKa
UX COOCTBeHHbIN HaxoquTcsi B peMoHTe. Celiuac ero mapk TOMbKO BpeMeHHbIX
«KagunnakoB» cocrasisgeT 150 maiivH (a elje eCTb U BpeMeHHbIe «XeHzan»).
Ho oH He mnouvBaeT Ha J/aBpax: Telepb ero CepBUC-LIEHTPbl HaHsIU
COTPYJHWKOB, KOTOpbIe CaMH IOATOHSIIOT BPEMEeHHbIe MallMHBI TIPSIMO K JI0MaM
K/IMEHTOB, a UX MalllMHbI 3a0MPal0T B PEMOHT WK Ha 00C/Ty)KUBaHUe.

Chro9/71 Kynui yOOpOUHYHO MalllMHY [I/Isi UUCTKW Y/WL U JOpOT BO37Ie
CBOUX I[€HTPOB, TIOTOMY YTO, TI0 ero MHEHHIO, MyHUIIUMAa/IbHbIe YOOPILUKUA He
JIOBOZIAT CBOIO paboTy 70 Griecka (a mepBoe BrieuaT/ieHUe, KaK OH TOBOPUT, OUeHb
Ba)KHO U CJIMLLKOM 4aCTO UTHOpHpyeTcs). Kpome TOro, oH yroBopui pectopaH
Celebration oTKpbITH (hri/MaM B OAHOM W3 CBOMX IIEHTPOB — UTOOBI 3aHSTh TeX



KJIMEHTOB, KOTOPbIe XOTAT 3abpaTh CBOIO MalllMHY Cpa3y Mocye 06CayKuBaHUs.

Bce 3TO 3acTaBiisieT BHHMMare/jibHee MPUCMOTPETbCS K BO3MOXXHOCTSM U
pe3y/ibTaTaM HeTPeB30WJeHHOr0 O00CTy)XMBaHUSI K/IMEHTOB. JTOT TIOAXO[
TPYMEHUM MpU npofaxe Kak «XeHaau» U «llleBpone», Tak u «KagunnakoB» u
«JlekcycoB». f 6b1 A06aBuA, X0Th Kapsa 3TOro U He cjenan, 4To Takod MOAXOZ
Oymetr paboTaTh OAMHAKOBO XOPOIIO M [iIsi HEOOJ/BIIIOTO pecTopaHurKa, W /s
KPYITHEeHILIero pou3BOAUTe s CYyTIePKOMITBIOTEPOB.

Y 3TOM KHUTHU eCThb U Apyras cTopoHa. « CUCTeMBbl, a He Y/IbIOKU» — TJIaCUT
Ha3BaHWe OJHOW K3 miaB. ChIO3/IJT — IHMOHEpP KOMITbIOTepU3aliuu B aBToferIe.
Ero coTpyaHuku, 3aHUMaroIIyecss 00C/Iy>KrBaHueM, paboTaroT ObICTPO UMEHHO
TIOTOMY, UTO HY’)KHas [leTa/lb OKa3blBaeTCs B Hy)KHOe BpeMsl B Hy)KHOM MeCTe —
Gnarofapsi yHUKalbHOM W CJIOKHOM TIpOrpaMMe yrpaBieHUst CK1ajoM. TOuHO
Tak >Xe BbIOOp MW TMojjlaua HY)XKHOW K/IMEeHTy MalllMHbI U3 TUTaHTCKOW TapTUu
TIPOMCXOAUT MIHOBEHHO — OJ1arofiapsi Ipyroii KOMIbIOTepHOU CHCTeMe.

Crro3/11 u3mMepsier abconmoTHo Bce (cm. miaBy 18). OH usMmepsieT paboty
KaXJ0oro. bosmee TOro, OH CTaBUT BCeX, BK/OYasd MOMIIMKOB MallWH, Ha
caenbHyl0 (opMmy orviaThl. [Ipy 3TOM BO3HarpakjeHue [jisi pabOTHUKOB
HaXOJUTCS Ha 3a00/1auHOM YPOBHE, U eCTh ellle 001 bIlllie BO3MOKHOCTU — HO U
TpeOOBaHUsI BecbMa BbICOKU. B aBToIieHTpax Chlo3/1/1a HET MeCcTa Ma/IoyIIHbIM
Y HepelIuTe IbHbIM.

Kapn Cproa/nn JjaeT NMpOBOKALIMOHHbIE COBETHI M0 IMOBOAY JIWJAepPCTBa, I10
MOBOJY CO3[aHUSI BHEILHe M BHYTpeHHel aTtMoc(depbl, 0 TOM, KaKOU 3TUKU
HaJ0 TIPUJEP)KMBATBCSI M KAaK OTMedYaTb YyCIexX IMOoAUMHeHHbIX. OH Takke
OTKpbIBaeT CeKpeT ycriexa: BOPOBCTBO uzer! MHoro et Haszazg Cerosin fan
pe3Kuii TOJTYOK Pa3BUTUIO CBOero Ou3Heca 3a CuUeT MpPOrpamMMbl MOMCKA HOBBIX
pellleHu — HauaB C TOCeL[eHHs JIyYIIUX aBTOLIeHTPOB TOro BpemeHU. OH
TakK)e MofcmarpuBaeT uzgeu y Marriott, American Airlines, The Mansion at
Turtle Creek, Chuck E. Cheese, Stew Leonard, Neiman Marcus ¥ MHO>XXeCTBa
JPYTUX KOMIaHWUM.

MeHst HeMHOTO GecriokouT, 4To Kaps mopoii MuilieT Tak, UTo CK/Ia/[bIBaeTCs
OLLyL|eHre JIEeTKOCTU, C KOTOPOW OH BeZleT CBOM Jesia. Ero pacckasbl HaCTOJIBKO
KPaCOYHbI, YTO YaCTO OTBJIEKAKOT OT MYJPbIX U TOHKHWX COBETOB, KaCarOLLUXCS
HaliMa, OI/IaThl, MOTUBALMM, HM3MepeHHsi 3(PGeKTUBHOCTU U [IPYTUX BOIPOCOB.
Ornrcanve o6oeB 1o 250 [0/171apOB 3a pY/OH, KOTOPLIMH OKJ/IeeHbl TyasieThl
aBToLieHTpoB Cadillac, Mo)keT 3aTMUTBL paccka3 O e)KeJIHeBHBIX COBELLaHUsX 10
KauecTBy, O CXeMax TOWCKa TPUUKH TIOBTOPSIOLIUXCS TIpobsieM U 00 ycepiHOM
oOyueHnu Cpr03/71a y SITOHCKUX MacTepOB KOHTPOJsS KauecTBa (OH TMepBbIM
TIPUMEHW/T UX Ujler U3 00/1acTy POU3BO/ICTBA B CEKTOPE YCIIYT).

['oBopsi kKOpodye, 3Ta KHUIa HACTOJBKO >Xe Cepbe3Ha U pacCyuTesIbHa,



HACKO/IbKO OHA yBJIeKaTe/IbHaA U Becesa. Y Hee IIPOCTOM S3bIK, HO IIaBHAs! MbIC/Ib
BOBCE He IpOoCTa.

Ipyrast mpobjieMa: MHOTHME UWTAaTeIM MOTYT MOAyMaTb, UTO 3Ta KHWTa
TIOCBSAIIIEHA TOJBKO Toproejae aBTomMoOuassMu. K uyectn Chlo3/1a, OH He
UCIONb3yeT CBOK TPUOYHY ycCremHoro Ou3HecMeHa [ijis TIPOIIOBeield O
npob/ieMax ToCyIlapCTBEHHOTO [J10/ira, KpU3uce B cdepe 0Opa30BaHUs WIH IaXKe
o Cola-BoiiHax. OH TpHUEpP>KUBAETCA TOrO, UTO OH 3HaeT. VI g He Mory
npeicTaBUTh  cebe  Om3Hec, wWiM OW3HECMEHa, WIA  PYKOBOAUTEJIS
rOCy/IapCTBEHHOI'0 OpraHa, KOTOpbIe He CMOITIM Obl U3B/ieub /i Ce0sl BBITOAY U3
9TOM KHUTU. $1 TIJIAaHMPYIO TMOJApPUTh ee CBOMM [ipy3bsiM B Hewlett-Packard u
Apple, po3HUYHBIM TOProBiiaM, OAHKHpPaM M J1a)ke HeCKOJIbKMM CBSAIIeHHUKAM.

B 3TOl1 KHWre CKpbITa MOJHOLIEHHAsI TEOPHS! YIIPaBIeHHUs U 00C/Ty>KUBaHUS
KJIUEHTOB. $I Xouy IMOATOJKHYTh BaC K TOMY, UTOOBI Bbl yI/IyOUIMCh B UTEHUE,
yABIOHYTMCh, 00[yMai — U Hada/lv JeMCTBOBATb.



'Touka oTcuera




IIpo6/ieMbl 1 BO3MO)KHOCTH XOPOILIero cepBuca

Xoms u 6e3 c108 noHssmHo, umo 8ce 3mo 0415 Ilezeu,
Xakaun u Kapna, smo nocsiwjeHO makxce ISpuky
Honccony, Cmenau Mapkycy, Boby Mypy, ocony Cbioanty
u moemy omuyy. A makdxce LlleHHoH Paxenb Ilek BpayH —
menepb ee o4epeob.

C Ttex mop kak [lon u s Havasu paboTaTh Haj TIEPBBIM H3[aHUEM 3TOU
KHWUTH, MHOTOe u3MeHW10Ch. Hampumep, celiuac OOJIBIIMHCTBO KOMITaHUMN
TIOHSI/TU HeoOXOAMMOCTD TIPe/I0OCTaB/IeHHsI XOPOIIIero CepBrca — UX KJIUEeHTHI He
OCTaBW/IW UM JIPyTOT0 BbIOOPa.

KnueHTthbl celiuac Gosee o0Opa3oBaHHBI, MHOTO MYTEIIeCTBYIOT U BUJST
Gosbliie, uemM Korga-nubo mpexze. Kak pe3ynbrar — y HUX OO0sblile IPUMEPOB
A71s1 cpaBHeHWs1. OHUM 3HAIOT BKYC HacTosiel (paHIy3CKol KyxHU. OHHU 3HAlOT,
KakK BBIIVISIAUT paboTa UTaIbSIHCKOTO TTOPTHOTO. OHU 3HAIOT, UueM J0/KeH ObITh
HauMHEeH aBTOMOOW/Ib, YTOOBI OH OITpaB/ibIBa/l CBOIO 1[€HY.

To xe camoe MOXKHO CKasaTb O cepBuce. CerofHsillIHUe K/IWEHTbl UMeIoT
OTIbIT KaUeCTBEHHOTO 0OCTy)KUBaHUsI, U OHO UM HpaBUTCs. OHU y>Ke TIPUBLIK/IU
K HeMy. Boiiee Toro, oHu ero TpebyroT!

Tereps BbI yKe He MOXKeTe CKa3aTh KIMeHTY: «BbibrpaiiTe MeX1y HU3KUMH
I[eHaM{d W XOpOIIUM 00ciy>kKuBaHWeM». Ecmv Bbl 00 3TOM 3avKHETeCh, BaM
OTBeTAT: «XOTHUM U TOTO U Ipyroro!»

Heo6xoArMOCTh TIpeZI0CTaB/IeHUsT XOPOLero 00C/Ty>KUBaHUSI CTaBUT Tepe]
HaMU 1ie/iblii psifi Tpob/ieM, HO BMeCTe C TeM Co37aeT U 00sibille BO3MOXXHOCTEH.
[aBaiiTe MOroBOpYM U O TOM U O IPYTOM.

Bo-repBbix, mpobieMbl.

MBI CKJ/IOHHBI 00eaTh CJIMIIKOM MHOTO. JKesiasi TIpeJJoCTaBUTh XOpolliee
oOcy>XvBaHHe, MbI 3auacTyr0 obelllaeM uTO-HUOyAb HepeasbHOe. A TIOTOM,
KOTJja Yy HaC He I0/1y4yaeTcs 3a/yMaHHOe, Hallll KJIMeHThl pa304yapoBbIBAlOTCI —
IO TIpaBy.

OTo Hamia coOcTBeHHass BUHA. Mbl TIOAHSUIA WX OXKU/AHUS CJIUILKOM
BBICOKO Y He C/lep>Kajli CBOero CJI0Ba, TaK YTO Heuero yAUB/IATHCSA HeJOBOJIbCTBY
nokyrmatesieli. CoBepilleHHO He Ba)KHO, UTO Hallldi HaMmepeHUsi ObLIU
VICKpeHHUMU. PaKT TOT, UTO MbI ITOT'O He CZeJ/IalIu.

MB!I [0/DKHBI YCTQHOBUTH BLICOKME, HO peajlMCTUYHble OXUJAHWUS TOrO,
KaKOM YPOBEeHb CepPBHCa Mbl MOXKeM IpefoCTaBUTh. [10TOM MbI JO/DKHBI CZe1aTh



BCe, UTO obelljanu, U, BOSMOXKHO, axke uyTb Oosbiie. (I'1aBa 4 0ObsiCHsIET, Kak
MBI 3TO MOXEM CJefaTh, a [aBa 13 TIOKa3biBaeT — MOXKET OBbITh,
HEO)XU/IaHHO, — UTO K/IMeHT He BCer/a rpas.)

Bbl He CMoO)KeTe OrpaHMUMTBCA YAaCTUUYHBIMM yayumieHusiMu. Emje B
1980-x ropax po3HWUHBIE TMPOJABLbI HAUa/M [MOHKMMAaTh, UTO HauXy/llee MecTo
HaxXoUTCsl B cepeauHe. Ec/iy Balllv LieHbI «CpefHUE», HaWJeTCsl KTO-TO, KTO
TIpe/IJIOKUT LieHbl HWKe. EC/M Balim TOBapbl HeriOXye, HaWJeTCs KTO-TO, KTO
TIpe//I0KUT TIPeBOCXOJHOe KauecTBo. TeX, KTO JeprKaJiCs CepeyHbl, BbITe CHUIN
C prIHKa. (BcrioMHuTE ceTr yHUBepMaroB, KOTOPBIX 00Jbliiie HeT.)

To >xe camoe TIPOMCXOAUT ceituyac U ¢ cepBucoM. ObBCayKUBaHUe YpPOBHSI
«COMZET U TaK» He MpHHeceT ycriexa. Tenepb MarasuHbl Tuna Wal-Mart 1 Home
Depot mMpefoCTaBAsIIOT BBICOKWN YpOBeHb OOCTY)KMBaHUS, U KOMIIaHUW,
rpoJarole JIFOKCOBble TOBaphbl, KOHEUHO, He CJesla/ii CBOU CTaHJapThl MeHee
CTPOTHMMH.

Korga fileno f0XoAUT A0 TpefoCTaB/ieHusl YCIyT, Y Hac HeT BbiOopa. Mbl
JO/DKHBI OO0 yydiliaTh 00C/TyKuBaHue, MO0 3aKphIBaTh JIaBOUKY.

Tenepb NOrOBOPHUM O HOBBIX BO3MOXXHOCTSIX.

«KauectBo» Bpemenm. [oBopuau, uto Bpemsi B 90-x rogax craHeT
Ba/IOTON. OTO OKa3ajoch TipaBAoi. KiaueHTbI He TOMBKO XAYT Oosiee
KaueCTBEHHBIX MPO/IYKTOB U YCJIYT, HO U XOTAT TI0/IyuaTh UX ObICTpee U Tpoliie.

YroObl ycrieTb BCe: pacTUTh JeTeld, JtOOUTh, paboTaTh, 3aHUMAaTbCS
CTIOPTOM, OT/JbIXaTb, — HaM HY)XHO Oosbllle BpemeHu. [IporseTtatb OyayT
TOJIBKO Te, KTO paboTaeT ObICTpee U jydilie.

Ba)XHOCTh Xe/laHUW. MBI TIOHS/IM, YTO Y HaC eCTh TOJBKO OIUH CI0CO0
OT/IMYAThCS OT JPYTUX, U OH 3aK/I0UeH B HallluxX paboTHuKax. Benb Bce Gupmbl
VMEROT JOCTYIl K OJHWM U TeM >Ke UCTOYHMKAM KamnuTasja. VIHHOBaluuMh MOryT
ObITh CKOMMPOBaHbI Ha cCjeAytoiiee yTpo. JIoOble HYy)KHble TeXHOTIOTUU
BHEJIPSIOTCSL 10 MaHOBEHUIO PyKW. Tak 4YTO KOHKYpDEHTHOe IperMYLeCTBO
MOT'YT CO3/]aTh TOJIKO HAIllM JIFOJW U CEPBUC, KOTOPBIM OHU MPeI0CTaBIISOT.

Ho Haem XOpoIMX ¥ YMHBIX COTPYAHUKOB — 3TO elle He BCe. JTO Ba)KHO,
Y 5TOMY JaXe TOCBsIeHa 3HauuTe/IbHasi 4yacTb Hauled KHuru (pasgen III), Ho
9TOT0 y’Ke Hel0CTaTOYHO.

[IpoBojsA VMHTEpPBBIO C KaHAWJaTaMH, Mbl JO/DKHbI MCKATb <« KeJIaroLux»
mofeii. OHU Ha caMoM [iefie Jcenarom paboTatb y Hac? U, uto elije BakHee, OHU
Ha CaMoM /jiefie Jcenarom 3ab0TUTLCS 0 HaIlIUX K/TMeHTax?

Ecnu 9T0 Tak, To Hail OM3HeC CTaHeT He TOMbKO Gosiee TIPUOBLTEHBIM (CM.
rnaBel 34 ¥ 36) — OH CTaHeT TpOIlle ¥ TpUHeceT HaM Oosibliie y0BOTbCTBUSI.
Yrto MoxeT ObITh TpUsiTHee, ueM paboTa C YMHBIMM JIFO[[bMU, pa3fesistoluMU
Baim B3rsiApl? Korza s cobuparock Ha paboty B cyb600THee yTpo, Mosl >KeHa



BCer/ia Aipa3HUT MeHst: «Thl uziellib He pabotark. Thl Uzelb pa3BieKkaTbCs». OHa
npaBa. 1 JeMCTBUTENBHO HAC/AaX/aloCh pabOTON C TaKMMHU 3aMeuare/lbHbIMU
KOJUIeTaMH.

Kak mMbI MOXeM cTarhb Jjyuine. Kak co3aTb TakOro poja OKpYy>KeHue?
Xotsa si cam yuusics B HO)KHOM MeTOJUCTCKOM YHUBEpCUTEeTe, s XOTesa Obl
TIOXBa/IUTh TlapHel u3 YHuBepcuTeTa Texaca.

Oxkono 25 fieT Ha3aj, OHU TIPOBEJIM UCC/Ie[loBaHUe, UYTOObl BBISICHUTB, UTO
c/lesiajio CTO CaMbIX YCTEIIHbIX JItoflel UX IITaTa TaKUMU yCrelHbIMA. 1 6biu
yAuB/IeHbl TeM, Kak Maio obijero mexay HUMU. OJHU ObLIM XOPOLIUMU
CTyJeHTaMM B OTJIMYHBIX By3aX — TOTZAAa Kak JApyrue C OOMbLIUM TPYAOM
TIOJIyUnId BhICilee obpa3oBaHue. TonbKo HeOosibIllasi YacTb TPOMCXOAWUIA U3
borateix cemeii. PakTHueckd OOIIMM OBIJIO TOJILKO OJJHO: BCE€ OHU TIPOBENU
MHOTO BpPEeMEeHU C YCHellHbIMU JIFoAbMU. [IpyrMu C/I0BaMU, OHU HayUWUJIUCh
OBbITh YCTIEIIHBIMU.

MbI He MOXKeM TI03BOJTUTh ce0e MpeKpaTUTh YUUThCs. 3HAHUS uesioBeuecTBa
TIOCTOSTHHO YMHOYKAlOTCS, U eCJId Mbl He H/IeM B HOTY CO BpeMeHeM, TO He
CMOXKeM OCTaBaTbCs KOHKYDPEHTOCIOCOOHBbIMU. JIWIL TMpOJO/Kas CBOe
oOpa3oBaHHe, Mbl MOXXEM V/IYUIIUTb Hallly Kapbepy, Hally CIoCOOHOCTb
MBIC/IUTH W Hallle Osaromonyure. Haill MO3r MOX0XK Ha MyCKyabl. Emy
TpeOyroTCsl yrpakHeHUsl.

WTtak, uto e B cyxoM ocTatke? Halizure paboty, koTopasi BaM HPaBUTCH,
KOTOPYIO BbI BOCIIDUHMMaeTe KaK WrPy U T7e eCTh BO3MOXKHOCTh PacTh U
YUUTBCS y BeIMKUX yuuTeneid. [Totom ybenuTech, UTo Bbl 3a00TUTECH O TeX, KTO
paboTaeT BMeCTe C BaMH, U O BallIUX K/IMeHTaX.



JlecaThb 3amnoBe/jed 00C/T1y)KUBaHKS K/IMEeHTOB

1. 3ACTABJIANTE X BO3BPAIIIATECS. CrnpammpaiiTe KIMeHTOB O
TOM, Uero OHU XOTST, U laBaiTe UM 3TO CHOBA U CHOBA.

2. CUCTEMBEI, A HE YJIBIBKMN.

To, UTO BbI TOBOPUTE «IIOXKAJTYMCTa» U «CIacub0», BOBCe He TapaHTHPYET
TOTO, UTO BbI JiejiaeTe paboTy TMpaBWILHO C TepBOro pa3a. To/bKO CUCTEMHbIM
TMOZIXO/, MOKeT TapaHTUPOBAaTh 3TO.

3. OBEIJAWTE MEHBIIIE, JEJAWTE BOJIBIIE. KaueHTsl AyT, 4TO
BbI CZIEPXKUTE CBOE CJIOBO. [IpeB3ouanTe UX OXXKUAaHUS.

4. KOTOA KJIMEHT O YEM-TO ITPOCHUT, BAII OTBET BCETJA —
«1A».

Touka.

5. YBOJIBTE BAIINX KOHTPOJIEPOB U BECH AEITAPTAMEHT
OTHOUIIEHNM C KIMEHTAMMU.

Kaxzapiii paboTHUK, oOmarouuicsi ¢ K/IWeHTaMu, [O/DKeH UMeTh
TIOJTHOMOUMS /17151 pa30opa >kasiob u perieHus mpobsem.

6. HET )KAJIOB? UTO-TO HE TAK...

[ToolpsiiiTe KIMEHTOB TOBOPUTHL BaM O TOM, UTO BbI JieflaeTe HerpaBU/IbHO.

7. UBMEPSIUTE BCE.

®yTO0MbHBIE KOMAH/IbI 3TO Zle/IatoT. BbI ToXKe [JO/DKHBI MOCTYTAaTh Tak.

8. 3APITJTATBI HECITPABEIJINBBI. I1natute /toasM Kak riapTHepam.

9. BAIITA MAMA BbIJIA TTIPABA. [leMOHCTpUpPYMTE YBa)KeHUE K JIFOZSIM.
BynpTe Be)knuBbIl. DTO paboTaer.

10. «ATTOHU3UPYUTECH».

Y3HaliTe, Kak AelcTBYIOT ayuilive. BHenpure y cebss ux cuctemy. [Totom
y/IyullInTe ee.

IIpegynpexaeHue. Omu decsimb Npagu/a He cMosim HU 2poud. ..
KpOMe TeX CJ/iyuaeB, KOT/la Bbl TOjyuaeTe TPUOBLIb. BBl [TO/KHBI
3apabaThiBaTh JIeHbI'M, UTOOBI OCTaBaThCsl B OM3HECe U MPeJoCTaB/IsATh
xopoiiiee 06CTy>KUBaHUE.



Touka oTcueTra: Bbl XOTUTE OBITH MePBbIM?

SnoH1bI — TpeBocXozHbIe X03seBa. Korza s 6611 B TOKHMO Ha aBTOIIIOY, BCe,
C KeM s BcTpeuascsi, ObUTM HaCTOJIBLKO JIF06e3HbI ¥ TOCTETIPUMMHbI, UTO MHE ObI/IO
TPYAHO COBMECTUTb TaKyH BEX/IMBOCThb SITOHIIEB C MX arpeCCMBHOCTbIO B
busHece.

$1 HakoOHel] MOHSI/I, B UeM Jiefio, TOJIbKO Ha cTeHJe Toyota, Koraa yc/bliiai
00BSICHEHHUST MOJIOZIOTO SITTIOHCKOTO MHKEHEePa O TOM, UTO UX 1[e/lb COCTOUT B TOM,
yTOOBI OBITH «HUUHMOAH», TO €CTh «HOMEPOM TIEPBBIM», CAMbIM OOJBIIINM, CaMbIM
JTYUIITHM.

A cnpimian 3Ty dhpa3y HeOAHOKpATHO, Be3je, TJie MHe /10Be/I0Ch MOOBIBATh.
«JTO KpymHeiimi 6aHK MHpa», «IJTO KpymHelias Opokepckas ¢upma». U
KOHEUHO, Mbl IPUCYTCTBOBA/IM Ha KPYITHEMIIIEM aBTOILIOY B MUPe.

[TockonbKy s1 U3 [laninaca, s CUMTasl, YTO UMEHHO TeXacllaM MPUHAJIeKUT
9KCKJ/TFO3UBHOE TIPaBO OBITb CaMbIMHM OOJIBIIIMMH U CaMbIMU JydymiiMu. Ho 3To
y>Ke He Tak. Ham mpuieTcsi Kak MUHUMYM TIO/|@/TUThCS 3TUM MpaBoM. STOHCKoe
cTpemsieHHe ObITh MepBbIM HOMepOM (KOTOpOe, Ka)KeTCsl, HalpaB/sieT BCe, UTO
OHM /Ie/Iat0T) TI03BOJIU/I0O UM OTHSITh Y HAaC 3HAUMTEbHYH UaCTb 3TOrO TUTY/IA.
«Munban» — 3TO peraroIui GakTop WX ycrexa.

W Haiero ycriexa Toxe.

Camasi BakHasl Belllb, KOTOPYIO MbI CZiejiajid 3a BCce BpeMsl CylleCTBOBaHUS
HaIlMX TATU aBTOLIEHTPOB, — 3TO pellleHre ObITh JTyUIIUMU. 3aZi0ro /10 TOro,
KaK $ BCTPeTWICS C MOMMU HOBBIMM [pPy3bsiMU W3 SIMOHUM, KOHILIENI[Us
«urbaHa» Oblyia BayKHA JIJIsT MEHsI.

A npucoemunuwics K Sewell Village Cadillac B 1967 roamy, mocne
BO3BpalljeHus1 U3 apMuu. B To Bpemsi B [laniace ObLJIO TO/LKO TpU Juiepa
Cadillac, 1 MbI 66U Ha TPETHEM (TO €CThb TIOC/Ie[HEM) MeCTe TI0 MpojaXkaM. ITO
MeHsI KpaiiHe Oecriokouno. 5 xoTesn 6bITb HOMEPOM TIEPBbIM.

S1 Torma STOrO elle He TOHWMMAs, HO 3TO pellleHWe ObLIO TTOBOPOTHBLIM
MOMEHTOM [I/I1 Hailleli KomraHuu. [Ipexkze uem Jake HadaTb JAyMaTh 00
YAYUIlIeHUH OOCTy)KMBaHUSI KJIHWEHTOB, Bbl JO/DKHBI OIpEeZe/NUTh, HACKOIbKO
XOPOIIUM BbI XOTHUTE ObITh. MbI COOpaMCh OBITH TIEPBBIMH.

OTO pellleHWe B KOHIle KOHIIOB C/iefla/i0 >KU3Hb TIpollje, Becejiee WU
orpezie/ieHHO Ooraue.

[Ipoille mTOTOMY, 4YTO OHO TIpeKpPaTWIO MacCy CcropoB. Termepb Bce
JIMCKYCCUM OCTaHaB/IMBAIOTCSI HAa OJIHOM BOIpOCe: eC/IM Mbl 3TO CjiejlaeM, Mbl
cra”eMm Jyuitie? Eciu fia (M ec/id eCTh pa3yMHBIM COCOO BBITIOIHUTE 3TO), TO



MBI 3TO C/leJ/IaeM.

Becesee T10OTOMY, UTO HAMHOTO TMpusiTHee paboTaTh C JHObMHU,
CTPeMSIIIUMUCS K TeM JKe CaMbIM 1ieisiM. Te, KTO He BePUT B TO, UTO Mbl JIO/KHEI
OBbITH JYUIIIMMU, Y HAaC HA/I0JITO He 3a/1eP>KUBAIOTCH.

M OGoraue T1OTOMY, UTO Terepb K/IWEHTaM HPAaBUTCSI TO, KaK WX
00CTy>KUBAKT, U OHM OOpalljaloTCsl K HaM MOBTOPHO. BMeCTO TMOKYMKU y Hac
OfIHOW MallvHbI U Geccre[HOr0 MCUYe3HOBEHUs K/IMeHT BO3BpalllaeTcsi BCeTr/a,
KOTJla eMy Hy)KHa HOBasl MallliHa. B TeueHue CBoOeil >XM3HU OH 3allJIaTUT HaM
oueHb MHOro — 332 000 momiapoB, ec/id ObITh TOUHBIM.

Uepe3 HEKOTOpOe BpeMsi 3TOT CMoco0 BefeHUsi Ou3Heca CTaHOBUTCS
CaMOTIO/IIePyKUBAIOIITUMCS.

— Ecm Bel xoporio obpaiilaeTech € K/IWeHTaMH, OHU OyAyT K Bam
BO3BpalllaThCsl, IOTOMY UTO Bbl UM HPAaBUTECh.

— Ec1v BBl UM HpPaBUTECh, OHU TIOTPATST OOJblie JeHeT.

— Eciu oHu Tpartat Gonbliie fieHer, Bbl 3aXOTUTe 00OpaliaTbCsi C HUMU
nonyutie. (Kak He yroauTth uenoBeKy, KOTOPbIM coOMpaeTcs 3ariatuTh Bam 332
000 gonnapos!)

— Ecmum Bbl oOpailjaeTech ¢ HUMM XOPOIIIO, OHU OyZyT BO3BpaIaThCs K
BaM. Kpyr 3aMKHYyJ1CH.

YenoBeKOM, KOTODbIM TIOMOT MHE pPAaCCUMTATh HACMOSIWYH) CTOUMOCTb
kiueHTa, Ob1 Tom Tlutepc. OH Bce Bpemsi HacTavBajl Ha TOM, UTOObI MBI
TIPU/IeP>KHUBA/TMCh HAIlero Kypca U Obiu Oivke K KIMeHTaM.

Ho y MeHs yIiI/I0 JOBOJIbHO MHOTO BpEMEHU Ha TO, UTOOBI TIOHATh, KaK 3TO
c/lefiaTh Ha TpakTuke. Bce, UTo s 3Ha/n BHauajie, — 3TO TO, UTO MbI JIO/DKHBI
CTaTh JyYIlIMM aBTOlLleHTpoM B [lannace. U ajis 3TOrO, Kak s CKOPO TOHSII, MBI
JO/DKHBI Ob1TH HakiTh crioco6 aAuddepeHIpoBaTh cebsi OT KOHKYPEHTOB.

CHauana s fiymasi, UTO Mbl MOXKeM OBbITh [lellieB/ie BCEX, HO Ha CaMOM jiefie
3TO COBCEM He TO, Yero xodeT OOJIBIIMHCTBO Jrojiel. KoHeuHo, KaXK/Ibli XoueT
3aK/TIOUUTDh BBITOIHYIO C/IeJIKY, HO 1leHa OUYeHb PeJKO sIBJISIeTCSl eJMHCTBEHHBIM
KpuTepreM. [Tocsie TiocellleHUsi peCTOpaHa Bbl BPSsi/i JIU TOUHO TIOMHUTE, CKOJIBKO
crounu 6/1t07ia, HO BbI IOMHUTE, TIOHPABU/IUCh OHU BaM WU HeT.

Kpome Toro, HeJib3si KOHKYPUPOBATh TOBKO T10 1ieHe. He3aBucumo ot Toro,
CKOJIbKO MBI 3aIlipOCKM, KTO-TO Oosiee YMHBIN (Harieimii criocob ObiTh Oomee
3ppexTuBHBIM) WM Oosee T/AyMbIA (TIPOCTO He 3HAIOIIMM CBOMX 3aTpar)
3aTlpOCHUT Ha [I0/I/1ap MeHbllle.

WUTak, 1jeHa He Oblia peiieHueM. Torjja st MOMBITA/ICS IOCMOTPETh Ha Hallly
KOMIIAaHUIO C TOYKW 3peHUs] K/IWeHTOB. VM MOHsiA, uTO OOJIBIIIMHCTBO JIHOei
BOOOIIle He J0OUIU UMeTh [lefio C TIPOoZaBIiaMu aBToMobuseit. OHU OXUaIu
ToCellleHusl aBTOL[eHTpa C TaKWM >Ke UYBCTBOM, C KakKUM COOMpanuch K



CTOMATOJIOTY.

51 3Ha;m 3TO UHTYUTUBHO, HO He 3HaJl, NoUeMy Tak MpoucxofuT. Torga Mbl
CTaJIv CTIpallMBaTh K/IMEeHTOB, TI0 KAKUM MPUUYMHAM OHU He H00AT UMeTh C HaMU
J1e710, U OHHU BbICKAa3a/id CBOe MHEHHEe — WHOT/Ia He CMsIrYasi BbIpaXkKeHUi.

Onu TOBOpWIU, uTO BpeMsi paboTel (06buHO ¢ 8 g0 15 uacoB C
TIOHe/Ie/IbHUKA TI0 MATHULY) A1 HUX Heyno6Ho. OHU cuuTaid, 4YTO HEKOTOphIe
Hallii paboOTHUKU TpyObl, OHU HeHaBH/e/M OCTaBaThCs Oe3 MalllMHbI Ha TO
BpeMmsi, TIOKa OHa Oblyla Ha 00C/Ty)KMBaHUM; U 0O/bIlle BCET0 UM He HPABUIOCh
BO3BpAIllaThCsl 110 HECKOJIBKY pa3 /Jisi TOro, 4ToObl peMOHT ObUT HAKOHEI[-TO
BBITIOJIHEH MpaBWIbHO. HekoTopble OTMeTWIM Jake, UTO MO/ Yy Hac UUCT He
HACTO/IbKO, HAaCKOJIBbKO C/iefioBasio Obl, a Mebesb BBIT/ISIAUT WU3HOILLIEHHOW U He
oueHb ynoOHa.

Y HUX He ObLI0O KOHKPETHBIX PeKOMEeHAIU M0 yAyullleHHI0, HO BOT IPO
TO, YTO UM He HpPasu/10Chb, OHU TOBOPW/IM BIOJ/IHE OripefiesieHHO. OHU TOBOPU/IM O
TOM, UTO [I/Il HUX Ba)KHO, — Y Te€M CaMbIM /laBa/iv OMpejie/ieHue BbIAAIIeMYyCs
KayeCTBY CepBHcCa.

Kak TO/IbKO MbI TIOHSUIU, Yero XOTSIT Hallld K/IWeHThI, Mbl Pellu/IU [JaTb UM
3TO — Be/lb €C/Id UM MOHPaBUTCS UMeTb C HaMU [leJl0, OHU epecTaHyT Ha Hac
OCKa/IMBaThCsl M, BO3MOXKHO, OyAyT NpUXOAuUTh K HaM daile. Mbl Hauaau C
TipeJjoCcTaB/ieHus UM OecrijiaTHOW BpPeMEHHOM MallliHbI, TIOKa UX aBTOMOOW/Tb
HaxoAuTcs Ha oOcnykvBaHuu. CriepBa y Hac ObLI0O 5 TakKMX MalllMH, HO CO
BpeMeHeM Halll TlapK BbIPOC 710 257.

Hamm K/IveHTbl TakKe TOBOPW/IM, UTO He TOHUMAIOT, MOYeMY Mbl He
paboraem 1o cyb660Tam, — Be/ib Apyryde Mara3vHbl B 3TO BpPeMsi OTKDbIThL. B
Hauase 1970-x HM OAWH aBTOMOOW/IBHBIN AW/iep B HallleM ITare He paboran B
cy060Ty TI0/THBIN JleHb. Mbl 1ONpoboBau c/ienarb 3T, U B MepPBbIM XKe YUK-3H/]
QBa/ilIaTh MSTh uesioBeK nobmarogapunu Hac. M, 4Tobbl c/ienath UX XKU3Hb ellle
TIpoIlie, MbI YBeJIMUW/IU Hallle pabouee Bpemsi — Terepb Mbl OTKpbIBaeMcsi B 7.30
v 3akpbiBaemcs B 20.00.

Ho HekoTOpbIe Bellly c/iesiaTh ObI0 HAMHOTO TpyJHee. Kak rapaHTUpOBATh,
yro pabora OyzeT Bcerja BBINOJIHEHA TPaBWIbHO? Kak COKpaTHUTh BpeMms,
KOTOpO€ KJIMeHThbl BbIHY)K/eHbl TPaTUThb B aBTOLleHTpe? Kak MCK/IHUWTh BCe
BO3MO)KHbIe TIPOO/IEMbI, C KOTOPHIMA OHU MOTYT CTOJKHYTbCS, UMesi [Ie/i0 C
Hamu?

Ham Hazmo Obuto pa3paboraTh UeTKyH CHUCTEMY — HO Kak? $1 mbITancs
TOUePNHYTb CBeJleHHsI U3 BCeX AOCTYIHBIX MCTOUYHUKOB — KHWTH, YKYPHAJIbI,
KOHCY/IbTaHTbl, — HO HHYTO He Jaj0 Takoro 3Qdekra, Kak IoceljeHue
YCIelTHbIX KOMIaHui. Mbl 00I11a/IMCh C JIFOABMU K3 aBTOMOOWUILHON UHAYCTPUH,
a emle Oosbilie mogcmoTpenu B orensx (Marriott 1 The Mansion on Turtle



Creek), pecropaHax (McDonald's u Lutece), aBuakommnaHusx (American u
Southwest). MbI X0Te/M 3HaTh, KaK y HUX TIO/TyYaeTCs IPeJO0CTaB/sATh TIPOAYKThI
Y YCJIyTU HeM3MeHHO BBICOKOTO KauecTBa.

MpbI Haua/IM C HaIIMX KOJUler — TIPO/IaBI[OB aBTOMOOW/Ie. Mbl 1TO3BOHU/TH
HEeCKOJIbKUM ZIeCSITKaM JIFOZied B Halllel MHAYCTPUM U CIIPOCUJTH MX, KTO TIPOZiaeT
aBTOMOOW/IN Jyuriie Bcex. IToceTHB BeayIlvie aBTOLIEHTPbI M TIOTOBOPHB C
JFOILMU, KOTOPbIe TaM paboTasiv, Mbl TIOHSUIH, KakK BeAyT Jiefla JIydlllie B CTpaHe
aunepbl. Mbl 3a7iaBasii BOTIPOCHI, ¢oTorpadupoBaiv U KOMMPOBAIM BCE UTO
MOTJTH.

MpbI M03aMMCTBOBAIM MaccCy ujeid. Mbl aJlaiTUPOBA/IM UX U B HEKOTOPBIX
cyyasixX Aa)ke YAYyUIIWIA, HO CaMble yauHble MbBIC/M TIPUIIUIA OT JIFOZEH, C
KOTOPbIMU Mbl BCTPEUA/IMCh, ¥ OT MPEeATIPUITUM, KOTOPble Mbl TTOCETUMH. DTH
WZied CTasu Jijisi HaC Ty TeBOIUTEIEM.

HakoHel1, pa3paboTaB Bce HY)KHble HaM CHCTe€MbI, Mbl CMOIJIM HauaTb
IIPOrpaMMy TTOCTOSIHHOM MPOBEPKH TOTO, KaK Pa3BUBAeTCs Halll Ou3HeC, U TOro,
HACKOJILKO MbI IIPUO/IMKaeMCs K Halllel 1[e/l1 — ObITb JIyUIIUMU, — TIOCTOSTHHO
CTIpallivBasi KJIMEHTOB O TOM, Uero OHU XOTST, U JlaBast UM 3TO.

Bce 3T0 GesymHO TpyAHO. Ha BCTpeun yxoauT BpeMmsi, U elile 0oJjibIlie ero
YXOAUT Ha TO, UTOOBI 3aCTaBUTh UyKHe uzeHn paborath Ha Hac. Ho, pa3 yX Mbl
TOCTaBUJIH cebe 11e/1bI0 OBbITH ITePBLIMH, HY)KHO U/ITH BIT€pE/I.

f1 Xouy mokas3aTh BaM, KaKk Mbl yIIpaB/sieM CBOMM OW3HECOM, W HaZleroCh,
YTO 3TO BaM MOMOJKET, — paboTaeTe i Bbl B OO/BIIION KOMITAHUW WK TOJBKO
HauMHaeTe HOBOe fiesio. B KOHIe KOHIIOB, eC/IM Halll TIOAX0[, K 00C/Ty)KUBaHUIO
KJIMEHTOB C/iesian MPUSTHBIM JlaXke Takoe /lesio, Kak Mpojaka aBToMobusien, To
BO3MOYKHO BCe.



I. CipocuTe K/IMeHTOB 0 TOM, Yero OHU XOTHAT,
M JJaUTe UM 3TO




I'naBa 1. KiimeHTBI CaMM MOACKAXYT BaM, KaK
obecreurBaTh XOPOIIXM CEPBHUC

MpI He Jjle/1laeM HUKAKWX TIPeATI0N0KEeHUM.

Harnprimep, y HaCc HeT yCTAHOBJ/IEHHBIX MPAaBW/ O TOM, UTO K/IMEHTa HaJo
TIOTIPYBETCTBOBATh B TeUeHWe TPU/ILIATH CEeKYH]] WM UTO Tesie()OHHYIO TPYOKY
Ha/lo TIOJJHATh He TI0OKe UeM Ha BTOPOM 3BOHKe. [1o/j00HbIe mpaBu/ia CO3Jat0TCs
JIFOAbMHU, TIPEJIO/aratoliuMy, YTO OHU 3HAIOT, Yero XOTAT Jpyrue. Mbl He
ripe/riosaraeM HAuero. Mbl MbITaeMCs y3HaTh BCE Y CaMUX K/IMEHTOB. Eciu Bbl
JlaIiTe UM BO3MOXXHOCTh IMOTOBOPUTh M Y BaC XBAaTUT BOJIM UX BBIC/IYLIATb, OHU
CaMM PAaCcCKaXKyT, Uero OHU XOTSIT.

B Hamiem 6u3Hece (Kak W B OOJIBIIMHCTBE [JPYruX) OOIIENPUHSATOM
SIB/ISIETCSI MBIC/Tb O TOM, UTO KJ/IMEHTbl HEHABU/ST, KOT/la MPOAABLIbI UX aTaKyHT
HeMe/lJIEHHO, e/lBa OHU BXOJST B ABepb. Haliu KOHCY/IbTaHThI TOBOPW/IW, UTO
crefyeT TO3BOJIUTh K/IMEHTaM MOTY/ISTh MO TOPrOBOMY 3aly MUHYT MSTh «JJIs1
aKK/IMMaTU3alum», Tpex/e yeM K HAM MOAOUAET KTO-TO U3 NepcoHasa. S 3Haro
HECKOJTbKO aBTOL|EHTPOB, I7le 3TO MPaBU/I0 YCTAHOBIEHO U CTPOTO COO/IIOAAeTCsl.

Ho 3a Bce Mou ro/ibl B aBTOMOOH/IBHOM OM3HecCe 51 HU pa3y He CJIbIaa HU
OJJHOM >kaji00bl Ha TO, UTO HAIM MPO/aBLbl ObLTM arpeccuBHbL. HampoTus, s
TIOJTyYU/T CJIMIITKOM MHOTO TIMCEM OT Jtoleid, KOTOpble CUUTA/Id, UTO Mbl ObUIU
HEeJI0CTaTOYHO BHUMATE/IbHBI.

OTtcroza BbIBOZ: HET CMbIC/IA CJ/IYLIATh, YTO TOBOPSIT KOHCYJ/IBTAHThI WU KTO-
TO ellle O TOM, Kak BaM CJ/ie/lyeT MPUBETCTBOBATh MOCeTUTeNer. EAMHCTBEHHOE,
YTO BaXKHO, — 3TO TO, Yero XOTIT CaMU K/IMeHThIl. X ¥ HaJj0 CripallivBarh.

Bort Haill MeTo/1 y3HaTh, Yero KeaaeT KJIUeHT.

Bo-nepBrIX, KOr/la OH MOAXOAUT K OKHY KacChl, €r0 MPOCST OTBETUTh Ha TPU
BOIPOCA TaKOW aHKEThI:



Mbl XOTE/IM Bbl Y3HATE...

1. Bl 3annatunu
a) MeHblle 6) Gonkwe B) CTOMBHO, CHONLKO OMKUAANKT
(Mosanyicra, 068adHTe 04MH H3 BAPHAHTOE)

2. Bbln M1 Baw aBTOMOBMNL FOTOB B 06ellaHHoe BpeMa?

la Het

3. BbIN IM 3TO NOBTOPHLIA PEMOHT OAHOH M TOIM He HEMCNPaBHOCTH?
Ja Hert
EONBILOE CNACHEO!

SEWELL
Village Cadillac
CeMeRHan TpaguudA ¢ 1911 roga

OTa aHKeTa [I0CTaTOYHO KOPOTKA, UTOOBI KTO-TO 3aTPY/IHUJICS ee 3aro/HUTh.
Ho, X0Ts B Hell BCero Tpu BOIPOCa, Mbl MOXeM y3HaTb MHoroe. (M HaoboporT,
3TU >Xe TPU BOMpOCA, KaK Bbl YBUJWTE uepe3 MHUHYTY, Mepelar0T Maccy
VMH(MOpMaLUU y>Ke KJIMeHTY OT Hac.)

Borpoc 1 371eck IPUCYTCTBYeT MOTOMY, UTO, €C/IU JIFO[J He UyBCTBYIOT, UTO
OHU TOY4yarT 3a CBOM JE€HbI'M aleKBaTHYIO L|€HHOCTb, UM He TOHPaBUTCS
VMeTb /IeJI0 C HaMH, He3aBUCHUMO OT TOTO, YTO MBI Jle/laeM.

Bonpoc 2 HyXeH [jii TOro, uTOObI TIPOBEPUTb, C/IEPXKalu JIU Mbl CBOE
cs10BO. bbL1a /U MalliiHa Ha caMOM /ieJie TOTOBa B 00elljaHHbI HaMU CPOK?

W HakoHell, BONIPOC 3 M03BOJIsieT HaM 3aMeTUTh, UTO MbI [ielaeM OfUH U TOT
)K€ PEMOHT CHOBa.

(Ot Tpu Bompoca A0OMparTCA [0 CepAlleBUHbI 000N yCiIyru u c
HeOO/MbIIMMU U3MeHeHUsIMU MOTYT OBITh 3a/jaHbl B F060M Or3Hece. [1jis O1leHKU
paboThI peKJIaMHOTO areHTCTBa, HallpUMep, MOXKHO 3a/laTh TaKue BOTIPOCHI:

— YnoxXuiach i1 KaMIlaHus B OFO/KeT?

— Bb1/10 /11 BCe BBIMOTHEHO B CPOK?

— IlpuHecsna 11 oHa pe3ynbTar?

Becb cekpeT — mpojjaeTe /i Bbl aBTOMOOW/TM WK PeKiaMy — COCTOUT B
oripefie/leHUA TpeX Haubosiee BaXKHBIX /Il K/IMEHTa Bellleil. 3aTeM ciiefyeT
YAOCTOBEPUTHCS, UTO Bbl BCE 3TO MPeA0CTaBIsIeTe.)

Ec/iu KIMeHThI [yMaroT, UYTO OHU TUIaTIT 00Jibllle, YeM JIO/DKHBI, WK eC/d
MallivHa He Oblia TOTOBa B 00elllaHHOe BpeMsi, WK UM MPHUIIIOCH /iefiaTb OJJUH U



TOT >K€ PEMOHT BO BTOpOW (WX Jlayke B TPeTWUM) pa3, 3HAUWT, Halry pabory
Hesb3s Ha3BaTh XOpoIler. Mbl JO/DKHBI 3HAaTh 3TO, UTOOBI UMETh IIaHC XOTS ObI
W3BUHUTBHCS Ha MecTe. B 3TOM cjlyyae KacCHUp BBbI3bIBAa€T MeHeKepa, KOTOPbIU
ObICTPO TIPUXOJUT, U3BUHSIETCS U HEMe/[JIEHHO HCIIPaB/IsieT MO/IoKEeHHe.

OpHako 0OBIUHO MBI JleJlaéM BechbMa XOpOIIyI0 paboTy, W Takasi aHKeTa
M03BO/ISIeT HaM HAlOMHUTH 00 5TOM K/IMEHTy elle pa3, U 0e3 BCSIKOro
xBacToBcTBa. OTBeT Ha MEPBbIM BOMPOC MOJUYEPKUBAET, UTO CYET OKa3ascs
MeHbuwe KanbKynsiupu. OTBeThl Ha BTOPOM M TPETHUK BOMPOCHI HAallOMMHAKOT O
TOM, UTO MallliHa Obl/la TOTOBA B 00eIllaHHbIN CPOK M MbI He Jle/la/ii [TIOBTOPHOTO
pEMOHTa.

OO1m1ast 11e/lb 3TUX TPeX BOMPOCOB COCTOMT B YKa3aHWM Ha TO, UTO HaIlM
aBTOLIEHTPBI Ha CaMOM Jiejie 3a00TATCS O CBOMX K/IMEHTaXx.

Bbl, HaBepHOe, 3aMeTH/IM: B KOHLIE aHKeThl YKa3aHO, YTO MbI IIPUCYTCTBYEM
Ha peiHKe ¢ 1911 roga. YecTHO roBops, s He AyMaro, uTO 3TO JjaeT HaM Kakue-TO
JIOTIONTHUTe/IbHbIe Oaruibl. B OCHOBHOM /IOAM CTaBST BOMPOC TakK: «YTO BEI
cAenanav AJjsi MeHs 3a mocjeqHee Bpemsi?» Ho Mbl ropauMcst CBoer UCTOpPUEN U
KOMITaHWeHW, KOTOPYK0 OCHOBa/ MOU OTell; K TOMY >Xe, BO3MOXXHO, KOr/a JIHoqu
BU/JISIT, UYTO MbI paboTaeM yke Tak JaBHO, OHU AyMaroT: «OTO O3HAUaeT, YTO OHU
HUKY/]a He MCUe3HYT, eC/TU Y MeHs Oy1yT MpobiemMbD».

TakXe BbI MOIIM 3aMeTHUTb CBOOOJHOE TIPOCTPAHCTBO HAa JIUCTE TOC/Ie
BOIIPOCOB, I'7le KJIMeHTbl MOT'YT HalMcaTb CBOM KOMMEHTapH1H.

Ec/mv y HUX eCTh BpeMs U JKejlaHWe, OHU MOTYT MOJe/IUTbCS C HAMU CBOUM
MHeHHeM elle Oojiee pa3BepHYTO — 3arloJIHUB aHKeTy C 49 Bompocamy,
KOTOPYIO MbI BKJ/IaJJbIBa€M B TTAIKy C UX CUETOM.

(HebGombilast ucrmoBesib. MHOro J/eT Mbl aKKypaTHO —OIpallvBaId
TMOKYTIaTe/iel HOBBIX MalllMH U [lJa’Ke He MbITa/IMCh Y3HATh, YTO HPABUTCSI WU HE
HPABUTCSI TIOKyTIaTe/IsIM TIOZiep)KaHHbIX MallvH. JTo Obuto rayrno. Benb
TOKYTIaTe/Ii MOJep>XaHHbIX MAalllWH TO)Ke MOTYT CTaTb HAlWUMU [OCTOSSHHBIMU
KveHTaMy, npuHocsaymy Ham 332 000 ponnapos. S gymato, UTO He Mbl OfHU
ripeHebperay 3TUM CETMEHTOM PbIHKA, HO TeTeph Mbl TIOMHUM O HEM.)

AHKETA

1. Ckosbko pa3 (MpUMepPHO) BbI MO/Ib30BaIMCh YCJIyraMM Halllero CepBUca
3a MOCJIeHUM TOA?___ pas.

Korja BbI ObL/TM B HallleM CePBHCE B MOC/IeJHUH pa3:

2. Y Bac ObUTM TPYAHOCTHU C TIOMCKOM OTZiesia cepBuca? la_  Her_

3. Korzia BbI IpuObIIN B CEPBUC, TI03I0POBa/IMCh M € Bamu? Ja_ Her

4. Kak o011jamMck ¢ BAMM Hallld CeKpeTapu?

Ouenb npogeCCUOHAIBHO____ Otuactu npogeCCUOHA/BHO____
HernipodeccroHnanbHo _



5. Ilocse TOro Kak € BaMu I103[0POBaJIMCh, CKOJIbBKO BpPEMEHU BaM
TPULLIOCH X/1aThb MacTepa? _ MUHYT

6. IToka3anoce /i BaM 3TO OXKWlaHWe CIMIIKOM goarum? la_ Her

7. $lcHo M o0OBSICHWI BaM MacTep, Kakue TMpobjemMbl y Balllero
aBTomobunisa? la_  Her_

8. lanv v BaM OLIeHKY cToMMOCTH pemoHTa? la_ Her

9. lanv v BaM OLIeHKY cpoka pemoHTa? la _ Her _

10. Haiia komraHust TIpe/ijiaraeT HeCKOMBKO CIIoco00B oriiatbl. OOBbICHUIN
maux Bam? la_ Her_

11. Hacko/sbKo BbI ZIOBOJIBHBI B 11€/I0M 00IIIeHHeM C MacTepoM?

Ouenb goBoneH__ Otuactu goBosieH_ HeuWTpasiibHOe OTHOIIEHWE_
Otuactu HepoBoleH__ OueHb HEIOBOJIEH

12. Bam u3BeCTHO, UTO, €C/iM Bbl TOKYIMalyd HOBYK MallMHY Y HAaC, BbI
MOJKeTe 3aKa3aTb BpeMEHHYI0 MalllMHy Ha Bpems pemoHTa? /la _ Her _

(Ecim HeT, nepeiauTe K Bonpocy 15)

13. BrI 3HaeTe, UTO HY)KHO C/le/laTh, UYTOOBI 3aKa3aTh BPEMEHHYIO0 MallllHY?

Ha Het (Ecnu Het, nepeianTe K Bonpocy 15)
14. Bam npuxoAwioCh 3BOHUTH HaM ISl 3aKa3a BpeMeHHOW MallivHbI? [la
Het (Ecim HeT, nepeliauTe K Bonpocy 15)

14a. [py>xemto6HO /1 Bes cebsi epcoHasl, 3aHUMAIOIIUICS BpeMeHHbIMH
MammHamu? la_ Her_

146. Belna /M BaM TpeAOCTaB/eHAa BpeMeHHash MallldHa TI0 BallleMy
tpeboBanuio? Ja_  Her_

14 B. Bblia M BpeMeHHass MalllMHA 3arpaB/ieHa OeH3WHOM, KOrJa BbI
nonyuuav ee? lTa_ Her_

15. Korza BeI moc/ieiHUi pa3 ObUIM Y HAC, BOCITO/Ib30Ba/IMCh /I Bbl Halllek
MariHoi s knvento?! JTa Her (Ecnu HeT, mepeianTe K BOMIPOCY
19)

16. Hackombko BblI ObUIM  yJOB/IETBOPEHBbI UMCTOTOM MAIIIMHBI /IS
KJIMeHTOB?

Ouens goBosieH_ Otuactu fioBosieH____ HelTpasnbHOe OTHOIIEHMe

Otuactu HepoBosleH___ OueHb HeJJOBOJIEH

17. CKOMbKO BpeMeHHU MPUMEPHO Bbl OXKUJA/IA MALLIUHY [/ KIUEHTOB? __
MUHYT

18. Bbin 11 BoAWTe/b MalllUMHbI /11 KJAMEHTOB TipodeccroHaneH? [la_
Her_

19. Korma BbI ObulM B HalleM OTZAe/le CepBHCa, BaM IIPHUIIIOCH
BOCIO0JIb30BaTbCsl KOMHATOW OxxuaHus? [la Het (Ecmm HeT, nepeunguTe
K Borpocy 22)




20. Harla koMHara o)kugaHusi Obiia urcron? Ja _ Her _

21. Tam 6611 cBOGOHBIE MecTa Ayt cufeHus? la_ Her_

22. BaM 1103BOHW/M, uTOObI TIPOMH(OPMHPOBaTHL O TOTOBHOCTH Balllero
aBTomobunisa? la_  Her_

23. Uepe3 CKOJIBKO T'Y/IKOB Halll COTPYAHUK TIOAHSUT TPYOKY TesiedoHa, Korza
BbI 3BOHW/IA HaM? ___ TY/IKOB

24. Mbl oTBeuaiM TOYHO Ha BalllM BONPOCkI 110 Tenedony? la_  Her

25. MnI pa3roBapuBa/iu 1o TenedoHy BexxnuBo? la_  Her

26. Mbl cMor/iv BaM TIOMOYb, KOT/la Bbl 3BOHWINA HaM 1o TenedoHy? Ha_
Her_

27. PemoHT/00C/yK1iBaHWe ObLI(0) TIpoBe/ieH(0) TIPAaBU/IBLHO B TIEPBOE JKe
Baille rioceijenue cepsuca? la_  Her

28. HacKoMbKO BBl Y/IOB/IETBOPEHBI TMPOBEJAEHHBIM HaMW pPEMOHTOM/
obcy>KrBaHUEM?

Ouens goBosieH____ Otuactu foBosieH_ HelTpasibHOE OTHOLIEHWE_

Otuactu HeproBosieH__ OueHb HeJOBOJIEH

29. bein m Balll aBTOMOOHW/IL TOTOB B CPOK, oOellaHHbId Hamu? [la_
Her_

30. CKO/JIbKO MPUMepHO BPEMEHU BaM TIPUILIJIOCh XK/JaTh B oYepear K OKHY
KacCol? ___ MUHYT

31. bt v kaccup BexxuB? a_ Her

32. Kaccup cMmor BaM B yeM-TO momoub? /lTa_ Her_

33. Eciu y Bac ObiM BOTIPOCHI O TOM, YTO OBLIO C/le/laHO C BallliM
aBTOMOOM/IEM, MbI CMOTI/IM OTBeTUTb Ha HUX? a_  Her_

34. bblsa M OKOHYaTe/ibHAsi CTOUMOCTb pPeMOHTa/00C/Ty)KUBaHUSI MEHbIIIe
WM paBHa CyMMe OKOHYaTe/bHOU KaabKynsuuu? da_ Her

35. bbud M, MO BalleMy MHEHHIO, UCIO0JIb30BaHbl BCe TIPUMEHUMbIEe K
JlaHHOMY peMOHTY rapaHtumn? la_  Her

36. ITocsie TOro Kak Bbl OTOLIM OT KaCChl, CKOJIBKO TIPUMEPHO BPEMEHU BaM
TIPUIILJIOCH >K/IaTh Balll aBTOMOOU/IB?__ MUHYT

37. O6BbACHUI MU KacCUP TOYHO, KyZAa OyZeT ocTaB/ieH Balll aBTOMOOU/Ib?
Ha__ Her

38. bbul /11 B MalllMHe OXKWJIAIOI[MKA BaC COTPYAHUK, KOI/la BbI MOJOLLIN K
Heu? la_  Hetr_

(Ecnu HeT, nepeliuTe K BONpocy 42)

39. DToT coTpynHUK ObLn ApyxKemobeH? Ja__ Her

40. Kak ObI BbI OL[€eHWU/IM €ro BHEIIHUN BU/I?

Otnuunbii___ Xopoumi___ Cpepnuii_ Ilnoxou_

41. Ckasas /i Halll COTPYIHUK «criacu6o»? la_  Her_



42. BbUT /T Balll aBTOMOOM/Ib UMCTBIM MU ero mosyueHud? a_ Her_

43. Hacko/ibko BbI Y/JOB/IETBOPEHBI B 11eJIOM pabOTOM Halllero oT/ena
obCcyKuBaHUS?

Ouensb foBosieH___ Otuactu foBosieH__ HelTpanbHOe OTHOLIIEHUE

Ortuactu HepoBosieH__ OueHb HEIOBOJIEH

44. Bbl OKYTIa/Id Balll aBTOMOOW/TL B Hatllet komnanuu? Jla_ Her

44a. Ecm pga, Bbl TOKyNaid ero HOBbIM WM  TOJepP’KaHHbIM?
HosbiM_Ilogep:kaHHbIM_

446. Ecv BbI OKYTIA/IK B IDYTOM MeCTe, TO Y KaKou (pupMbI?____

45. Kakoro rojia BeIIMyCKa Balll aBTOMOOW/Ib?

46. TlopekomeHayeTe /M Bbl HAalll OTAe/ CepBuca cBoeMy apyry? Ha
Her_

47. Kak 3Ba/i1 Balllero Mmacrepa?____

48. 3anOMHW/ICA JIM BaM KTO-TO W3 HAIIMX COTPYJHUKOB, KOTOPBIU CZe/al
Balle roceieHue Hallero cepBuUca bonee TIPUSTHBIM?

49. Xorenu Obl BbI MPUHATH yuacTHe B Haiied dokyc-rpymnme? [la
Het

EcTh 1 y Bac TIpeJIOKEHUSI O TOM, KaK Mbl MO)Ke€M OOCTy)KHBaTh Bac
aydiie?

Bonbiioe cmacubo, 4YTO Bbl CMOI/IA  TIOAE/NUTHCS BAlllUM  OIBITOM
obcnyxuBanus B Sewell Village.

Hai nipunuumn: «Mpel nipegoctaBum 100 % KaueCTBeHHBIX TOBAapOB U YCJIYT
TOUHO BOBPEMSI».

SEWELL

Village Cadillac

CemenHast Tpaaunus ¢ 1911 roga

Bce ompockl cTporo HeoOsi3aTeibHbL. Mbl MOT/IM OBl TIOJTYUWTh TaKyHO Ke
yvH(bOpMaLMio, TTO3BOHUB HAIllMM KJIHMEHTaM ZIOMOM, HO 51 caM He Jito0/II0 Takue
3BOHKM: Ka)KeTCs, UTO OHM BCerjja pa3/aloTcs BO Bpemsi o0ela WM KOrzaa s
urpato c getbMu. CKopee BCero, OO/BIITMHCTBO HAIIIMX KTMEHTOB JyMaeT TaK JKe.
[ToaTomMy BMecTO Tesie()OHHBIX OITPOCOB MbI JaéM UM Hallly O0/bIIIYI0 aHKeTy U3
49 BOMNpPOCOB, KOTOPYH) OHW MPU >KeJaHWW MOTYT 3aro/HUThb W TOC/IaTh HaM.
(Okosno 35 % w3 HUX Aenatot 310.) TOT, KTO He XO4eT, MOKeT BBIKUHYTb BCE 3TO
B KOpP3UHY.



MbI He XOTUM JIOKyuaTh HalllUM KJUeHTaM. Mbl JaéM UM BCe BO3MOXXHOCTU
CKasaTh, YTO OHM O HAC AyMaroT, HO He 00si3biBaeM UxX K 3TOMy. ECc/ii oHU He
XOTSIT TOBOPUTh — XOpOWIO. EC/M XOTAT — Mbl MOCTapaeMcCsi MaKCHMaJbHO
YOPOCTUTh /ISl HUX 3Ty mOpoueaypy. Mbl mpefjiaraeM WM OTBETUTb Ha TpH
BOIPOCA Yy OKOILIKA KacCHpa; y Hac ecThb U Oosiee [yIMHHAsE aHKeTa, KOTOPYIO OHU
MOTYT TIPU ’KeJlaHUM 3arojHUTh; U €C/M Y HUX eCTb UTO ellle CKa3aTb, Mbl B
KOHLIe 3TOW aHKeThI CIpalllMBaeM UX, He XOTST JIM OHU M0y4acTBOBaTh B (DOKYC-
rpymre.

OO6s13aTe/IbHO CITpallIvBalTe KIMEHTOB, Uero Obl UM XOTeI0Ch, HO
CripalliMBaliTe Be)K/MBO U He JaBuUTe Ha HUX. [Ipejjaraiite orpockl B
Takou opme, UTOOBI K/IMEHTHI MOT/IM UTHOPUPOBATh UX, €C/TH OHU He
XOTSIT y4aCTBOBATh.

®okyc-rpynmbl  upe3BbluaiiHo 3¢ @dekTrBHBI. ITO Crocob TPOBEpPUTh,
HACKOIbKO XOpOIlIO0 Bbl paboTaeTe, MOTOMYy UTO BbI CIpalllMBaeTe K/IHWEHTOB,
HPaBUTCS /1A UM MMeTb C BaMH Jen0. Bel Ha camoM pfene Jaete UM Bce
BO3MOYKHOE WJ/IU JKe TIPOBa/iMBaeTeCh B KAaKUX-TO 00J1aCTSIX, O KOTOPBIX JlaXke He
vMeeTe MOHATUS?

Kpome Toro, (QoKyc-rpymnmbsl [OMOTalOT HaM Y[ep>XXUBaTb e[MHbIe
CTaHZAPTHI J/1s1 BCeX (PUIHAJIOB.

[Toka MbI poc/y, s TIOHS/I, UTO yMpaBjeHue Ha CBOUX ABOUX 3((PEKTUBHO
[0 Tex TIop, TMOKa y BaC eCTh TOJIbKO OJWH MarasuvH, Hy, Wiu ABa. To eCTb IOKa
BbI MOKEeTe YBU/IeTh BCe, UTO Mpoucxoaut. Ho 3To nepecraeT paborarhk, Korja y
BaC MHOr0 MarasvHOB, CK/aZloB WM O(UCOB KW Bbl He MOXKeTe TMOTPaTUTh
[IOCTaTOYHO BpeMeHU Ha KaX[bld. BaM HYy)XHbI [OINOJIHUTEIbHbIE WCTOUHUKH
rH(MOopMaLU — HarpuMmep, (POKyC-Tpynbl.

MeI cHayasia BOCIpHUHUMA/IU (DOKYC-TPYIIIbI KaK POJ, HEKOM Maruu Byay, HO
OKa3asioCh, UTO Ha CaMOM Jiejie 3TO OYeHb MPOCTO. MbI (1 WM OJWH U3 HalIUX
CTaplIMX MeHe/)KepoB) TIpUIialllaeM B OQUC JecATb-ABeHajlaTb HalluX
K/INEHTOB U HauMHaeM 3a/laBaTh BOIMPOCHI O TOM, HACKOJIbKO UM HPaBUTCS UMEThb
C HaMH JieJio, B YeM OHM BU/ISIT HAIlIM CUIbHBIE U c/labble CTOPOHBL. [10TOM MbI
OCTaHaB/IMBaeMCsl Ha Kakoi-To oTjenibHOM obsactu. K nipumepy, 3ajjaeM JieCsiToK
BOIPOCOB 0 paboTe Hallero ceppuca. (3TH BOMPOCHI Mbl OepeM MpsiMO K3 Halllei
Oosblniol aHKeThl.) B zpyroii pa3 mbl GecegyeM 0 TOM, Kakuve UyBCTBa Halllu
KJIMEHTbl WCIIBITHIBA/IA B TIpoOllecce TMOKYMKUA. Bam ObI0 yj00HO TOBOPUTH C
HaMu? Mpbl 3HanM TPOAYKT, KOTOPbIM Tmipexyarany Bam? [103BOHMI /M Hall
Tpo/iaBel] BaM B TeueHUe BYX HeZlesib, UTOObI yIOCTOBEPUTHCS, UTO C Bailiei
TIOKYTIKOM BCe B MOpsiKe?



Mbl pasroBapuBaeM OKOJIO TIOJyTOpa 4YacoB, TOoToM Omarojapum
YUaCTHUKOB W JlapUM Ha TIpolljaHre Habop xopomumx pydek. KiueHTam fake
HPaBUTCS yUaCTBOBATh B TAKUX BCTPeyax.

Ot6upas mrofeli ansi HOKyc-rpynm, Mbl XOTUM ObITh YBEPEHHBIMU B TOM,
YTO OHU TOYHO TIPe/[CTaB/ISIFOT KPYT HAIIMX K/IMEHTOB U TeX, KOTO MbI XOTe/ ! ObI
BU/IeTh B KaueCTBe HallMX KJIMEHTOB. JTO O3HauaeT, YTO MbI IIPOBOJUM YeThIpe
WA T89Th (OKYC-TPYII TI0 KaXKAOMY OT/ebHOMY BOIPOCY, UYTOOBI TOMYUYUTh
TOUHbIE JaHHbIE.

Korzia MbI TOJIbKO HauMHa/IM NPOBOJUTE (DOKYC-TPYIIIbI, S OTHOCUIICS K HUM
CKeNThuYeCcKy. S He Jymas, UTO JIFOAU MOTYT CKa3aTh UTO-TO HeraTMBHOE O Hac,
HaXo/siICh C HaMU B OfiHON KomHare. Ho si oka3asics He mpaB. Uem Oosibllie B
TpyIle JIIOJEed YW ueM [JoJibllle WeT BCTpeua, TeM BbIllle LIAHChl YC/IbILIATh
OTKpPOBEeHHble 3aMeuaHus. Ha BTOpoM uWIM TpeTbeM IOyvyace KTO-TO
HeoXkKU/IaHHO Tipou3HeceT: «[103Bo/IbTe MHe CKa3aTh, Kak BCce 0OCTOUT Ha CaMOM
Jiejie» — U € 9TOT0 MOMEHTa Bbl MOXKeTe ObITh YBepPeHbI, UTO yC/IbILINTE paBAy.

KoHeuHO, TIOpOM y4YaCTHHMKM TOBOPSIT BCSKWW B3[0P, HO MbI CTapaemcs
dunsTpoBaTh 3T0. EC/I MBI TOBOpUM C COTHell uesioBeK, 00Osi3aTenbHO OyayT
T0JIIpHBbIe MHeHUs. MBI Bcerjia cTapaeMcsi HAUTH 30/10TYH0 CepefiiHYy.

§1 ToHsI ellle OJHY Belllb: He UTHOPUPYMTE IyOOKO CrpsiTaHHbIe PeakIuu
HEKOTOPBIX JItOflell TO/bKO TOTOMY, UTO 3TO He TOYKa 3peHusi OOJBIIMHCTBA.
Korza B kopropaimu Ford wucciemoBany Taurus, oHM OOHapyXWIH, uTO
TIOJIOBUHE OMPOLLIEHHBIX HPABUTCS €ro BHELIHWU BHJ, a Jpyras I10/0BHMHA
HEHaBUJUT €ro, Tak YTO OKOHYaTe/bHbIM PEeUTUHI cocTaBsia Bcero 4.5 u3 10.
Ho yurturte, uro mosioBuHe mrofed OH moHpaBuics! W monoBuHa, KOrja Bbl
TOBOPUTE O UKCJIe JIFOZeM, MOKYMNarLMX MalllMHbl, — 3TO YePTOBCKM MHOrO. Tak
yto Ford mpuctymnua K Npon3BOACTBY.

bonee toro. MHOrga CTOMT MpUC/IyIIaThCs K KOMMEHTAapUI0 BCEro JIMILb
OfHOro uesoBeKka. $1 3amoMHWI (POKyC-TpyIiy, Ha KOTOPOM Mbl 0OCYy»XZanu
Hyundai u ofvH uenoBeK cCKas3aja, YTO OH BO3HEHaBW/e/l Hally MNpOrpaMMy
TIpeJJOCTaB/IeHUs] BPEMEHHBbIX aBTOMOOWJIeN, Korja rpuexaa B CEPBUC U eMy
CKasa/M, YTO Cceryac HeT MalllMH Ha MogMeHy. Hain yrpas/sirfOIui Ksiicsi, uTo
y Hero Bcerjila ObL/IM BpeMeHHble MalllMHbI, HO B peud K/MeHTa ObLJI0 UTO-TO
Takoe, YTO 3aCTaB/syI0 eMy IOoBepuTh. JKesasg IIOHATb, KaK Takoe MOIVIO
TIDOM30UTHU, s1 TIpOBel HeOO/bIllyl0 TPOBEpKYy W OOHApYKWI, UTO 3TOT
yTpaB/ISIOIIUNA BCe-TaKW HECKOJIBKO pa3 OelicmaumenbHO OTKa3blBasl K/IWeHTaM.
BMecTo Toro utobnbl 3aKa3aTh Oo0sibllle BpeMeHHbIX aBTOMOOW/Ieid, OH TpejJiarasi
JIIOASIM 00PaTUTHCS TOT/IA, KOTZla 0CBOOOAATCS 3aHSThIe MallIUHBbI.

MpbI 3aMeHW/IM 3TOTO YIIpaBJIsIOLLero, U cermyac, ecjii Mbl TOBOPUM, UTO Bbl
rosiyumTe «XeH/an» Ha 3aMeHY, Bbl ero IMoJIyuuTe.



HI—O,Z[I/I 0bs13ame/nbHO CKd)XXYT BdM IIDaBAY. Ec/iu oHu 3amosiHuIu 60]'[1)]].[}71-0
dHKETY U IIOTPATHU/IM BpEMS Hd yUdCTHUE B d)OKYC—prrIHe, 3HAYUT, OHU U B CaMOM
Agejqie XOTAT pPAdCCKd3dTb BdM, UYTO OHHM UYYBCTBYIOT. \Y 131 cayllldeM O4Ye€Hb
BHHMATEJ/IBHO.

OCHOBHbBIE BBIBO/IbI

— He Oenatime npeono/odxceHutl 0 mom, ue2o Xomsim KAueHmbl.
OHU caMU >XXaXKIyT COOOIIHUTL BaM 3ToO.

— [laiime um 603modcHOCMb  8bickazambcs.  Crenaiite
HeOOJIbIITYI0 aHKeTy — He 0oJibIlle 5 BOIPOCOB, a JIyuille BCero 3, —
chOKyCcHMpOBaHHYI0O Ha Haubojiee BaXKHBIX acTeKTax OOIeHus
K/IN€HTOB C BaMH.

— IIpocmoli cnocob noayuums 100 % omeemoe — [aTh 3Ty
aHKeTy B TOT MOMEHT, KOTZlla K/JMEHT paclijlauuBaeTcs. Torma oH
CMOJKET 3arloJTHUTh ee 3a TO BpeMsi, TTI0Ka BbI BeJleTe PacUeThl.

— He Hadoedalime KaueHmam. Eciy Mooy He XOTAT 3aIl0/IHSTh
aHKeTbl — HHUYero crpaiirHoro. He 3acraBnsiiite ux. He HaumHaiiTe
3BOHUTH UM TI0 Beuepam WU TIPUCTaBaTh K HUM, TIOKa OHU XOJAT TI0
MarasvHy. 3allOMHUTe: I7IaBHasi Miesl Orpoca — CJenarh Tak, YToObI
nroay ObUIM CYaCT/IMBBLI BeCTU C BaMH fiesia. Eciii BeI UM Hajjoe/iaere,
y HUX He TIOJTyUHTCs ObITb CYUACT/IUBLIMHU.



I'/1aBa 2
E.c/11 K/IMeHT 0 UeM-/IH00 MPOCHUT, OTBET BCerja —
«Aa»

Yrobbl 3acTaBuTh paboTaTh Haill Criocod BefeHUs] OW3Heca, Mbl JO/DKHBI
ybeauTh Bac B TOM, UTO CyIlleCTByeT HeuTo Oosiee 1jeHHOe, ueM JleHbI'd. Pa3 Mbl
He caMble JellleBble, 3HAUUT, Mbl JO/DKHBI TIPEIJIOKUTH BaM UTO-TO JIPYToe,
yTOOBI Halll OM3HEC OB YCITeITHBIM. JTO «UTO-TO» — yA00CTBO. MBI yCTpaHsieM
1ipo6sieMbl. MBI TILITAaeMCS Cle/IaTh Ballly >KM3Hb JIerye.

Kaxkzplii pa3, Korjja KJIUeHT CrpalliiBaeT Hac, MOXKeM JIK Mbl C/ie/1aTh UTO-
mbo /11 Hero, y HaC OJIUH OTBET — «Jja». EC/M BbI 3aXJIONHY/U /IBEPhb, OCTAaBUB
K/IFOUM B MallliHe, WX TPOKOJIONM IIIMHY U Terepb 3BOHWTE HaM M IIPOCHUTE O
TIOMOIITH, Mbl OTBeTUM: «KOHEeUHO».

Pa3zymeeTcsi, Mbl He CMOXXeM TIOKPAaCHUTh Balll /IOM WIA BbIMBITH OKHA: MBI
BCe-Taku TpojaeM aBTomMobOuau. Ho Korga Bamn 3arpoc KacaeTcsl Halllero
Ou3Heca, Mbl OTBETHM TIOJIOKUTEMBHO. Beerga, korma BO3MOYKHO, MbI CTapaeMcst
IIOMOYb CBOMM K/IM€HTaM.

Bot moii mobumeblii ipumep. Y Hac Obla MOCTOSIHHAs K/IMEHTKa, KOTopast
)KUTa OJHYy TI0JIOBHMHY Toza B [anmace, a Bropyto — BO @paHimu. OmHaKIbI,
cobupasick ye3kath u3 [lapika, OHa IMO3BOHW/IA HAM U COOOIIW/Ia, UTO Tepe
BO3BpallleHHeM JIOMOii cobMpaeTcsi IPOBECTH HeKoTopoe Bpems B Hero-Fopke,
HO He XOUeT apeHZioBaTh TaM MallimHy. OHa CKa3asa, YTo BCe apeH/IHble MaIlluHbI
B Hbio-llopke TpsisHble U HACKBO3b TPOMAXJM CUrapeTHbIM [bIMOM, U
CripailivBajia, He MOITIM Obl Mbl apeH/|0BaThb [/ Hee MaluHy B [laniace,
rneperHarth ee B Heto-Mopk 1 nepesiath TaM eif. MbI c/ienay Bce UIMEHHO Tak.

WTak, ec/mv KIMEHT CIIpalliMBaeT, MO>KeTe JIM Bbl CZie/laTh UTO-TO /ISl HETO,
OTBeT BCerzaa «fa» — MPU YCIOBUM, UTO 3arpoC XOTh KAaK-TO KacaeTCs Balllero
Ou3Heca.

HekoTtopble 101, KOryla Mbl pacCKa3blBaeM WM TIPO 3TOT CIIOCOO Be/ieHUs
ObusHeca, MIAAAT Ha Hac C ycMmerkod. OHM TOBOpST, 4UTO 3psg Mbl TakK
HarpsiraeMcsl, HarpyuMep, MOAbICKUBAsi BOAUTEJIS /IJIs1 Ue/IOBeKa, KOTOPhIA KYTIH/T
y Hac TMMY3UH, — Be/lb 3TO He Halll OCHOBHOI Ou3Hec. Ho MbI 3HaeM, UTO 3TO
MMeHHO OH U ecTb! Harra pabora — 3ab60THTBCSI 0 K/IMEeHTe HACTO/ILKO XOPOIIIO,
yTOOBI OH MPO/I0/KA/T BO3BPAIAThCS K HAM 10 KOHI]a CBOEH >KU3HHU.

BoT, HanipyuMep, BbI TIpU/IeTaeTe B a3pOMOPT B [IEBATh UaCOB Beuepa, XOTUTe
OTKPBITh CBOIO MAIIIMHY, a K/IIOU JIOMaeTCss B 3aMKe. Bbl 3BOHUTEe JIOMOH B



HaZieX/ie MoJyYUTh 3aracHOM KJIIo4, a TaM HUKoro HeT. Kpacora!

Tenepb npesCcTaBbTe: BBl 3BOHUTE B HALll aBTOL[EHTP, ¥ MbI TTIOChIIAEM K BaM
MalllMHY TeXIMOMOLL[Y; Halll COTPYAHUK Ha MeCTe W3roTaB/MBaeT /i BacC KJIHOY,
roBopuT: «Cnacubo, 4YTo BCTIOMHWIA O HaC» — U yeKaeT, He B3siB ZieHer. UTo
BbI ITofiyMaeTe? Bl mogymaeTe, UTO Mbl OT/IMYHBIE TTADHMU.

Bpanu 1 mbl 3a 3TO JjeHbru?

Tonbko MHOT/A, HO 00BIYHO — HeT. Harir mogxof, Takoi: ecnu Obl Balll IpyT
oOparusics K BaM C Takou Mpoch0oi, Mompocuiv Obl Bbl €r0 OIJIAaTUTh 3Ty
ycinyry? A eciu ObI Bbl OCTa/IMCh CHAPY»KHA MaIlMHBI 0e3 K/Ttoued ¥ TTO3BOHU/H
ApyTy, noTpeboBas ObI OH JieHer 3a TO, YTO To/JjBe3 BaM 3aracHoi kiou? Het. U
MBI TOXKe He TpeOyeM.

JTO MPOCTOU 37paBkIv cMbIC/I. Ho laBaliTe MOrOBOPUM O TOM, KAaKOW B 3TOM
€CTb SKOHOMUYECKUMN CMBICI.

[lpeanonoxuM, UYTO HaM Takas IMoe3gka obormuiack B 25 [10/71apOB.
Hemario... A Temeps nosymarnTe 0 CTOMMOCTU pafiiopeksiaMbl. Y Hac B [asnnace
60 cekyHJ pek/iaMbl B MHWKOBOe BpeMsi Ha MOMY/ISIPHOU CTaHuuu ctouT 700
[l0J1J1apOB.

3a 25 fo/1apoB Mbl (BeposiTHee BCero) MoJyYWIU KIWeHTa Ha BCHO )KU3Hb.
A CKOJBKO K/IMeHTOB Ha BCIKO JKU3Hb Mbl CymMeeM MO/y4uTb, 3aruiatus 700
[l0/171apoB 3a paauoponuk? YUto Bel ckazanu? 28? (3to 700, nogeneHHble Ha 25.)
Becb MO OIBIT TOBOPUT O TOM, UTO MAKO20 YUCJIA KJIMEHTOB Ha BCH >KU3Hb
OJViH PaZIMOPOJIUK HaM He MpUHecCeT. ..

Tak urto >ke, Bce OecriaTHO? KoHeuHo, HeT. Ec/ii HaM Haj0 BbieXaTh U
TIOMEHAATb aKKyMYJ/ISITOp WIA TeHeparop, Mbl IOMPOCUM OIUIaTUTh UX LieHy U
0OBIUHYI0 CTOMMOCThL paboThl. Ho eciv MpOUCXOAUT UTO-TO SKCTPAOpAHWHApHOe,
HarmpyvMep TIOJIOMKa KJo4a, Mbl He OyzleM BBICTaBIATb CyeT. Mbl TPOCTO
riomoykeM. V1 Halll K/IMeHThbI 3aX0TAT UMEeTh C HaMU [1e/1I0 CHOBa, CHOBA U CHOBA.

OCHOBHbBIE BBIBO/IBI

— B mom momeHm, Ko20d KaueHm 2080pum: «A He cmoz2au Obl
8bl...», Bbl JIOJDKHBI OBITb FOTOBBI CKa3aTh «Jja», JaXke €CJIH BbI ITOKa
He Tpe/iCTaB/isieTe cebe, Kak C/ie/laTh TO, Yero OH XOUeT.

— Ilposiensiime eubkocmb. Bbl TogcTpuUraete myXKaliKu, a
BallleMy K/IMEHTY HY)KHO BbUIEUMTb JepeBo? HaliguTe a1 Hero
crielpanvcta. EClM OH OCTAaHOBWICS B BallleM OTeJie W TPOKOJION
KOJIeco, TIoMeHsiiiTe ero. [ToMoruTe BarieMy K/IAeHTY.

— He 6epume OeHez 3a makue OONOAHUMeE/bHble YCAyal,
Komopble sieasitomcss nomowbto. Ecm Obl BbI He TIONPOCUH JIpyTa
OIJIaTUTh TaKyH0 MOMOII[b, He TIPOCUTE U KreHTa. He BOHYHTeCh, BB



3apaboTaeTe B OyayiieM — 0o0JibIlle, ueM MO)KeTe cebe Mpe/iCTaBUTh.



I'naBa 3
3abyabTe 0 TOM, UYTO Takoe pabouue yachl

OO6cny>krBaHWe KIMEHTOB — 3TO pabora 24 yaca B CyTKU. Bo BCsikom
Cjlyyae, OHa [O/DKHa OBbITb TakoW. Bo-TepBhiX, K/IWEHTbl WHOTJA MOTYT
TOTMPOCUTh Bac cesarb 4yto-To rnociae 17.00 uiv B BOCKpeceHbe. Pa3 yxK Mbl
JIOTOBOPUJTUCH O mpaBuse «Korja KJMeHT 0 ueM-1u00 MPOCUT, OTBeT Bcerja —
«Zla»», TO ero cjeyeT IPUMEHUTh U B 3TOM C/Iyvae.

Ectb u BTOpasi, 6onee hyHmaMeHTa bHast MPUUMHA [ TOTO, YTOOBI 3a0BITH
TIPO TIOHSITHE «pabouee Bpemsi». Kak Mbl Mo)keM 0OCTy)KHUBaTh K/IHEHTa yUIlle
BCeX, eC/IU Mbl 3aCTaBJIsieM ero MpUCIocabamMBaThbCs K Halllemy pacrnucanunio? [1o
oripeie/IeHUIO 3TO [i/isl Hero HeyZ00HO.

Mbl 0/DKHBI paboTaTh TOTZA, KOTZa OHU XOTSIT, a He TOrZa, KOrJa XOTUM
MBL.

Mbl UMEHHO Tak M mocCTyrnaemM. Mbl CUaCT/IMBBI [JOCTaB/SATb MallKHbI
(uHOT/Ia — TIepeBsi3aHHbIe JIEHTOUKaMU C OaHTUKaMU) K ZloMaM HallluX K/IMeHTOB
B UX JIHU POXK[€HWs, TOJOBLLIVHBI, Beuepa rnepes PoxxaecTBoM — Jaxe eCc/id 3TO
BBIXO/JHbIE WJIM MPa3AHUYHbIE [THU.

Msbi OyseM CYacT/IMBbI BCTPETUTh KOTO-TO B HallleM aBTOLIEHTPe B
BOCKpeCeHbe yTPOM M T0Ka3aTb €My Hallli MalluHbl. [laxke ec/iv OH mpuzer B
TKaMe, Mbl He OyzieM TIpoTeCcToBaTh.

Bbl MOXeTe mprexaTh TOJBKO B JI€BATh, & Mbl 3aKpbIBaeMcCsl B BoceMb? He
nipo6siemMa. MbI TTO/IOXKIEM.

HekoTopsle MOryT rofyMaTh, YTO TaKOW MPUHLIUI Hallleld KOMITaHUHA MOXKeT
ObITh OO/Ie3HEHHBIM [Ijii ee COTPYAHUKOB. Ho MblI Tak He Aymaem. Benb Mbl
cobupaeMcsi TpojiaTh KJ/IMEHTY MallliHy, U, BO3MOXXHO, He OfIHy, eC/H
paccMaTpuBaTh 3TO B [JOJTOCPOYHOM MepcriekTuBe. Paau 3TOro MoKHO
TMOJICTPOUTBLCS 07, ero rpaduk.

MokeT /i1 3TO ObITh HeyoOHbIM 1t Hac? KoHeuHo. Ho fiomkeH /v KJTueHT
0eCrioKouThCSI O TOM, UTO Mbl MOXKEM OMO037aTh Ha y>XWH? HeT, Hac Bo/lHyeT
TOJIBKO TO, YeTr0 XOUeT K/IUeHT.

Mps1 X0TUM c/ienath ero »KM3Hb Kak MOXKHO Ipoire. /laBaiiTe pacCMOTPUM,
HarpuMep, Kak 00cTosT Jiesia B HatieM aBTorjeHTpe Cadillac.

Mpl ycTaHOBWIM MpPaBU/IO, YTO BCe HAIIKW IPOJABLILI U MacTepa [ar0T
K/IMeHTaM HOMep CBOero JioMmailHero TejneoHa — Ha Coydyad, ec/d
norpebyeTrcs momoiib. Ho fake ec/ii y Bac 1o KaKMM-TO TPUYMHAM B HY>KHbIH
MOMEHT He 0Ka3asioCh MOJ, PyKOl 3Toro HoMmepa, He befia. 3BOHUTE B aBTOLIEHTD.



[Tocne TOro Kak Mbl 3aKpbUIM €70 HAa HOYb, TaM OCTAeTCsl OXPaHHWK, KOTOPbIU
TIOMOXXET CBSI3aThCs1 C HY>KHBIM Ue/I0BEKOM.

Ckakem, ceiuac MsATh YacoB yTpa. Bel cobupaeTech BblexaTh U3 JJOMYy — U
obHapy)XuBaeTe, UTO y BacC IPOKO/IOTO Kosieco. (Mbl mosiyuyaeM MacCy TakKuX
3BOHKOB!) Bbl 3BOHUTE B aBTOLIEHTD; HAIll OXPAHHUK CBSI3bIBAETCS C /1€XKYPHBIM
TEXHUKOM — KTO-TO W3 HUX JOCTymeH 24 uyaca B CYTKU KaXK[bli JeHb; TOT
Bble3kaeT Ha Chevy Suburban, xoropeiii MbI npeBpaTwM B MalIUMHY
TEXTIOMOLIH, U peliaeT Baity npobnemy. (Ha Suburban ects Komnpeccop, cTaHoK
JJIs W3TOTOBJIEHMsl KJItOouell M BooOIlle Bce, UTO Bbl TOJMBKO MOXKeTe cebe
BOOOpasuTh.) TeXHUK CTaBUT BaM «3alacky» W, KaK Mbl Yy)Ke CKasaad, He
BBICTaBJISIET 3a 3TO cueT. Bce, BBl MOXKeTe exaThb.

MeI X0THUuM, YTOOBI JIOAW HaM 3BOHWJIHM, He o6paLua;[ BHUMAHUA
Ha 4yacbl. MbI BCerid roToBbI HpHﬁTH Ha IIOMOIb.

BHe 3aBHCMMOCTH OT TOro, KaKUM OH3HECOM Bbl 3aHMMaeTeCh, KJIHMEHTaM
X0TeI0Ch ObI Ha BCSKMM C/lydall UMeTh Tesie(pOHHBIN HOMep, TI0 KOTOPOMY OHHM
MOTYT MO3BOHUTH B Hepabouee Bpems.

1 opHOBpeMeHHO — Tlapa/loKc! — HauOosbIIas pobseMa COCTOUT B TOM,
YTO K/IMEHTHI 3a0bIBAIOT WM He BEPST, UTO Mbl [IOMOYKEM MM B /IF000M MOMEHT,
XOTS MbI MOBTOPSIEM WM 3TO KaK[bIM JIeHb U pa3/laeM HakKJeWKd C HOMepOM
Halllero KpyrjioCcyTOUHOro TeseoHa.

MoryT nu Jjirofy 3710yTI0TPebISITh Halllell TOTOBHOCTBIO MoMoub? KoHeuHo,
HO 9TO C/Iy4yaeTcsl HeuacTo. Kak rpaBusio, TOT, KTO 3BOHMT HaM B Hepabouee
BpeMsi, JeMCTBUTE/IbHO HYXK/AeTCs B HeMe[JIeHHOW MOMOIIU. Mbl MOXem
OKa3aTh ee He3aBUCHMMO OT BPEMEHM CyTOK. JTO JlaeT BOSMOXKHOCTh TOAIEP>KaTh
OTHOILIEHUSI C KJIMEHTOM, CJleJlaB UYTO-TO BaKHOE /il Hero, M JIFQJsIM HPaBUTCS
TaKOM TTOAXOZ,.

OcHOBHbI€e BbIBO/IbI

— Bbl He modxceme npocmo npedocmasasimb ycayeu ¢ 9 do 20.
Ecimu Bbl cobvpaeTech OKa3biBaTh XOpPOILME YC/IYTH, Bbl JO/DKHBI
Jle1aTh 3TO KPYIJIOCYyTOUHO.

— OO0H020 360HKA 00MXHCHO Obimb docmamouHo. CaenaiTe Tak,
yTOOBI K/IMEHTY OBIZIO JIETKO BOCIIO/Ib30BAThCSA BAIIMMU YCIYTaMHU.
OHU He 10/DKHBI 3BOHUTH 110 BCEM HMMEIOIMMCS HOMepaM B TPU Yaca
HOUW — JIO/DKHO OBITh [JOCTaTOYHO OFHOTO Tesle()OHHOTO 3BOHKA. BbI
He 00s3aHbl JlaBaTb CBOM JoMaliHUK TenedoH (XOTS MHOTUM
K/IM€HTaM 3TO TIOHPABUTCS) WM OCTaB/IATh KOro-TO Ha pabouem



TeneoHe Ha Bce 24 yaca. Jlyuiie HallMuUTe OMepaTOPCKUM LIEHTp —
MyCcTb OH TIPUHMMaeT 3BOHKM B Hepabouee Bpemsi W TmepefaeT
VMH(}OPMaLIUIO TOMY, KTO HAXOAUTCS Ha /1e)KypCTBe.

— He 6olimecb, umo Kmo-mo nonblmaemcsi 5KCnjayamupoeamb
gac. Kak mpaBusio, JIt0[1 3BOHAT TOJILKO TOTZa, KOIZla Ha CaMOM Jiefie
HY>X/IQt0TCS1 B TIOMOLLU.



I'naBa 4
OO0enjaliTe MeHbIIIE, Jie/IaliTe 00/IbIIIe

Kakp1ii pa3, Korjja Bbl IPUTOHsIeTe K HaM CBOIO MalllMHY, Mbl JlaeM BaM
2apAHMUpPOBAHHYIO TIPpeABAPUTEIbHYI0 Ka/IbKYJ/ISLIMI0 CTOMMOCTA peMoHTa. Ho
HEKOTOpble MacTepa CTaparTcsl 3aHU3UTh ee. OHM JlymMalOT, UYTO MbI TMOTepsieM
K/TMeHTa, eC/U 1ieHa PabO0ThI MOKaXKeTCsl eMy CJTUIIIKOM BbICOKOM.

Ho Mbl He X0THM, uTOOBI HaIllM MacTepa OecriokounIMch 00 3ToM. Bonee
TOTO, MbI TIPOCUM MX [00aBIATh K KaXKA0H CMeTe «IoyIIKy» B pa3mepe 10 %.
A OKOHYaTe/IbHBIM CUEeT BCerla OKa3biBaeTCs MeHbIIe KanbKy/SIUA — XOTs Obl
Ha oauH Aosuiap. Pe3ynbrar? CUuacT/IMBbIM KIUEHT!

O,ZLHa N3 CdMbIX HEIIPpUATHBIX Bemeﬁ — KOragd BBI IIDOCHUTE
3dIl/IaTUTDH 6OJ'IBU_I€, ueM I1peJBapUTEe/IbHO paCCUUTAJIN. ,Z[O6aBHHﬁTe
«II04YyHIKY >, YTOOBI BCerjga MMeTb BO3MOXXHOCTD ITIOIIPOCHUTHL MEHBIIIE.

Bot Kak 310 pabotaeT. Ec/iu BbI TipUe3kaeTe cZiesiaTb PEMOHT, KOTODPbIH, TI0
HaleMy MHeHHI0, OyzeT crouTh 90 [0/1/1apoB, MbI JiejlaeM Ka/lbKyasiiuio Ha 100
nomiapoB. Korma Bel TipuefieTe 3abupaTh CBOKO MalllMHY U OOHapy»KuTe, UTO
Hazlo TuiaTuTh Bcero 90, Bbl Oy/ieTe MPOCTO CYACT/IUBbI!

He cnenyet obaupath ytofeil. Moriu Obl Mbl TIOMYUYUTh AOTIOJTHUTE/TbHBIE
10 monnapos? Koneuno! Opun pa3 unm aBa. Ho kak roBoput Mot Ky3eH [[)kKoH
Cb103/1/1, KOTOPBIM PYKOBOJUT HailiiM aBTolleHTpoM Cadillac: «IllepcTb C OBILIbI
MOXXHO CTPUUb MHOTO JIeT, HO BOT LIKYPY COApPaTh — TOJILKO OZWH pa3». KiueHT
paHO WX MO3JHO TOMMeT, YTO C Hero CAUPAarT LIKYpPYy, U Bbl ero HUKOIJA
OoJibliie He yBUIUTE.

MBbI y)Ke TOBOPWJIH, UTO MHOT/]a MacTepa 00ATCs BbIIaBaTh KaJbKY/ISLIAIO Ha
100 postapos, onacasich OTKasa K/IWeHTa, U IpeArnoynuTaroT ykassiBatb 90. Ho
eC/IM OKOHYaTesIbHbIM CUeT COCTaBWUT, K mpumepy, 91 fosnap, KJIWeHTy 3TO He
TIOHpaBUTCS. A BOT ec/iv MbI yKaszanu 100 0/171apoB, MOKHO He 6eCroKOUThCS.
MbI TO-TIpE)KHEMY YK/iaZibiBaeMcsi B cMeTy. Takum o0pa3oM, 3TOT MOAX0[ JaeT
HaMm ellle ¥ BO3MO)XHOCTb TIOACTPaXOBaThbCs Ha TOT Cjayuail, korja paborta
OKa3bIBaeTCsl YyTh JOPOXKe, UeM paCCUYMThIBAIN.

Bonee Toro, mbl mosiyyaeM BO3MOKHOCTb CZeJaTh [JIi K/IMeHTa UTO-TO
JIOTIOJIHUTE/IbHO, He Oepsi 3a 3TO OT/AenbHOMU riaThl. CKa)keM, BBITIONHSS Hallly
paboty 3a 90 fon1apoB, Mbl 0OHAPYKU/IU, UTO «/[BOPHUKU» Ha BETPOBOM CTEKJIe
HYXXZatoTcsi B 3aMeHe. OOBIUHO 3TO CTOMT 7 JosuiapoB. Hy Tak Mbl MOXeM



3aMeHUTh UX U MmeM He MeHee BEepHYTb MalllMHy CO CUYeTOM, KOTOpbii OyzeT
MeHbllle [epBOHAaYa/bHO HAa3BaHHOW CyMMbI. Terepb y K/IWeHTa Yyxe [Be
TIPUUMHBI OBITH CUACT/IMBBLIM: MbI C/le/a/id JOTOIHUTEeTbHYI0 pab0oTy U BCe-Taku
TIOTNIPOCU/IM OIJIaTy MEHBbIIYI0, YyeM Ha3blBaii paHee. (B Hamem ciayuae Mbl
BbICTaBUM cueT Ha 97 momnapoB, U3 KoTopbix 90 — 3T0 (hakTUUecKasi LieHa
paboThI U TTHOC 7 3a «/IBOPHUKU».)

KoHeuHO, mpy TakoM MOAXOJe CyLeCTByeT PUCK TOro, 4TO HaWAyTCA
K/IMEHThI, KOTOpble pellaT, YTo repBoHava/bHas KaiabKyasauus B 100 gosiapos
— 3TO CJIMILIKOM JIOPOTro, ¥ OTIPaBsTCs UCKaTh OoJiee fiemieBoe Mecto. Ho Takux
JIIOfler BCero OAMH WM fBa mpoueHTa. VI ecsin OoHM Ha camMoM Jienie 3TUM
03ab0ueHbl, 3HAUUT, Mbl JIeUCTBUTETLHO He Te, C KeM OHU [I0OJDKHbI UMETh [IeJ10.

HekoTopble 10y rOBOPSIT HaM, YTO Hallla 1jeHa Ha Macjo U ¢uabTp Ha 9
JoriapoB Oosibllle, YeM UM MPUILIOCH Obl 3arlaTUTh, eC/id Obl OHU T0eXanu B
dupmy Quickie Lube u momoxkganu Obl Tam. DTo TpaBaa. Mbl He camble
JlelieBble, HO Mbl Jjiyulnve. Bel 3HaeTe, 4To, ec/M Bbl NpUejieTe K HaM, Bbl He
TOJBKO 3alljlaTUTe MeHbllle, ueM OyleT Ha3HayeHO CHauasa, HO U pabora Oyzner
c/leflaHa HaWIy4lliuM 0Opa3oM.

Haiila 11eHOBasi TIOIMTUKA YCTpavBaeT OOJBIIMHCTBO JIKOJIEN: OHU 3HAMOT,
YTO MbI HUKOT/Ia He Oepem 0oJibllle, UeM Ha3HAUWIW CHayasa. JItofssM HpPaBUTCS
VIMETb /IeJ10 C TeMHU, KTO JIep>KUT CBOe CJIOBO.

OcCHOBHbIE BBIBO/IbI

— Hcnonb3ylime «nodywky». Bcerja olleHuBaiiTe CBOHO paboTy
Ha 10 % Oosbllle, yeM OHAa MOXKET, TI0 BallleMy MHEHHIO, CTOUTb.
Takum oOpa3oM, Balll OKOHYATEIbHBIN CUeT MOXKET ObITh C JIETKOCThIO
YMEHbILIEH [0 CPaBHEHHWIO C MpeJBapyUTe/IbHOM OLIeHKOHW. [lesas 3To,
BbI TIO/IyuaeTe W JIOTIOJTHUTEIbHBIA (hpakTOp 0e30MacHOCTH Ha TOT
ciiydaid, ecii paboTa OKaXkeTcsi HeMHOTO fopoke. Ho fiaske eciv Bbl
TIPOCUUTAJTUCH, BCe PABHO BLICTABJIsINTEe CueT XOTs Obl Ha OJJUH /10J171ap
MeHbllIe TepBOHAYa/IbHOM KaIbKYJISLUH.

— HukaKkux HeoxcuOaHHbIx mMeakux npubblieli. Eciyu HacTosIas
1[eHa MeHbllle KaJIbKY/SLUW, BbICTaBbTe CYET Ha MEHBIIYI0 CYMMY.
Touka. Yaep>kaHue pa3HUIIBI He [JacT TaKOM >ke MpUObUIM, Kak
yZeprKaHue K/IueHTa.

— CO0enatime umo-mo Oono/nHumenbHoe. Pa3 yx Bbl 106aBUIN
«TIOJYIIIKY», Bbl MOXKETe C/leslaTh JOMOIHUTEebHYI0 paboTy (eciu oHa
HY>KHa, KOHeuHO!), He TpeOysi 3a Hee T/1aThI.



I1. Kak Bcerja oka3bIiBaTh X0polliue yCayru




I'1aBa 5
Cucremsl, a He yJIbIOKH

Korga moau aymaroT 06 o0CTy>KMBaHUM K/IME€HTOB, OOBIYHO UM TIPUXOZST
Ha yYM CJIOBa «TIOXKaJIyHCTa», «Cracubo», «7ia, KOHEUHO», «HET, U3BUHUTE» U, KaK
Bepx Jit00e3HOCTH, 3BOHOK Ha CKJIaZl WM B O/VKAWIIMM Mara3uH C BOIIPOCOM O
HaJ/IMUUU >KeJTaeMOU Belly.

KoHeuHo, 3T0 uacTh Xopoiiiero cepsuca. Ho Tonmbko oueHb Hebosibliias
yactb. Ecriu Ob1 cepBUC ObLT MMPOTOM, TO BEX/IUBOCTh, YILIOKM U TOTOBHOCTH
TIPOUTH JIUIIIHIO MU0 ObUTM Obl TOJIBKO T71a3ypbio. A COOCTBEHHO TMHUPOTrOM
Obu1a ObI CHCTeMa, TIO3BOJISIIOIIIAS [ie/IaTh XOPOIITYH paboTy.

Xopotiiast paboTa rosipa3ymMeBaeT CJiefiytoliee:

— TpaBU/IbHOE BBITTOJIHEHUE C TIePBOTO pasa;

— Ha/Muue TIUlaHa [JeWCTBUM [Jjisi TeX C/y4yaeB, KOrjja 4To-TO HJET
HeTpaBUJ/IbHO.

CucteMHBIM MOAXOJ, MO3BOJISIIOIIMK CAe/aTh BCE 3TO, HAMHOTO BakHee,
yeM TIPOCTO BEXX/IMBOCTb U TOTOBHOCTH MPUNTH Ha MOMOIb. B KOHL|Ee KOHIIOB,
HalllUM K/IMeHTaM HeT HUKAaKoW pa3HUIlbl, HACKOJLKO Mbl ObUIM C HUMH
BeX/IMBBI, €C/ii paboTy /it HUX MbI C/lefia/id HelpaBU/IbHO.

OTOo ToX0)Ke Ha moceljeHWe pectopaHa. OQUIMAHTBEI MOTYT y/abIOAThCH,
MOKa y HUX He CBeZeT Uest0CTH, TMpUJEpP)KUBaTh KpPecjo, Korja Bbl B HeEro
caZuTech, U MEeHSTh Cal(eTKy KaK/bld pa3, Korja Bbl BCTaeTe u3-3a crosa. Ho
eC/M efla BaM He TIOHPaBUTCS, Bbl Ty/la HUKOT/IA He BEPHETECh.

W pectopaHaM, U aBTOLIEHTpaM, ¥ YHHBepMaramMm — BCEM HY>KHbl CUCTEMBI,
KOTOpble TapaHTUPYIOT XODPOIIMM CepBUC. OTU CUCTeMbl JO/DKHBI paboTaThb
C/laXkKeHHO, co3ZiaBasi 3 (eKTUBHBIN U T'MOKUI Mpoliecc.

Cucrembl Bcerja ObulM COCTAaBHOM UaCThbi0 TIPOM3BOJCTBA. be3
TIIAaTe/TbHOTO  [JIAHMPOBAaHUSI U  TOCTOSIHHBIX M3MepeHHM HEeBO3MOXKHO
3¢ dheKTUBHOEe NMPOU3BO/ICTBO.

JItonu ¢ mporieCcCHO-OPUEeHTUPOBAHHBIM MBbIIILJIEHHEM OObIYHO CTAHOBSITCS
VH)XXeHepaMU U, KakK MpaBWU/O0, CTPEMSITCS 3aHMMaThCs MO0 Au3aiiHoM, ubo
TIPOM3BO/ICTBOM. JTO OHHU U300penu CKIafickue CUCTeMbl, CTaTUCTAYeCKUi
KOHTPOJIb U TeOpUM TMPOM3BOACTBEHHBIX TIPOLIECCOB (TpUMeEHsieMble U B
aBTOMOOW/ILHOM Ou3Hece).

CepBUCHbIE KOMITAaHWW TakK)Ke JO0/DKHbI IPUMEHSITh CUCTEMHOE MBIIILIeHHE,
OZIHAKO OOJIBIITMHCTBO KOHCY/IbTAHTOB 0 00C/TY>KUBAHHUIO TIO-TIPEXXHEMY TpaTST
C/TUIIIKOM MHOTO BPEMEHU Ha «YJILIOKM» — TIOTOMY UTO Te, KTO MOYKET XOPOIIIO



3aHMMAaTbCs CEePBHMCOM WM TIPOAa)KaMU, OUeHb PeJKO HWMEIOT TeXHWYeCKHi
ckiax ymMa. OHM HUKOIJla He U3yYa/ld Takue TpeaMeThl, Kak 00paboTka
MaTepuaioB WIX CTaTUCTHUECKUM KOHTPO/b MPOIeCCOB, W BPSiZ U MOTYT CO
3HaHUeM Jlesia 00CyUTh MOC/IeJHUIM BapUaHT TeOpWH YTIpaB/IeHus 3aracamu.

JIrob6e3Hoe obpartrieHue ¢ MHAbMU — 3TO TOJIBKO 20 % XopoIiero
obcnyxuBaHus. bosee Ba)kHasi 4aCTb — 3TO pa3pabOTKa TeXHOJIOTUH
U CUCTeM, KOTOphie TO3BOJISIIOT CZiesiaTb paboTy XOpOIlo C TepBOro
pa3a. Hukakue yiblOKM He TOMOTYT BaM, €C/IM Balll MPOJAYKT WA
yC/Iyra He yCTpauBaroT Balllero KJMueHTa.

[lpenoTBpailieHye  aHOOBIX BO3MOXKHBIX OTKJIOHEHMM — Haubosee
3¢ peKTUBHBIN CrIoco0 yyullieHus Balllero cepBuca. Kuuru JnBap/ca [lemuHra,
Omusaxy M. Tonpparra (kuura «lenb»), Takiutu OHO (3TO UesOBeK,
TOCTPOMBIIMIA POU3BOACTBeHHYIO cucteMmy Toyota2!) u Tennun Taryun moryT
CY>XXUTh OTJIMYHBIMU HCTOYHUKAMU [ CO3[aHUusl S(PQPEeKTUBHBIX CHUCTEM
00CTy)KUBaHUS.

Jlyuimii  mpumep pa3pabOTKU  y[AauyHOW CUCTeMbl — WCTOpPHUSI TIPO
McDonald's v kapTodens dhpu.

Korga McDonald's Hauan uckath €roco® TOTOBUThH XOpOIWi KapTodenb
¢py, B LllTarax He CylleCcTBOBaJO HALJMOHA/IBHOIO CTaH/apTa Ha 3TOT MPOAYKT.
Y nmemapTamMeHTa CebCKOTO XO3SICTBa TMPOCTO He ObIJIO OrpefiesieHusi COPTOB
KapTodesist, YTOObI pa3/uyaTh KapTOILKY OTJINUHYIO, XOPOILYI0 U Y>KaCHYO.

Kpome Toro, HUKTO He 3Hasl, [JO KaKOM TeMIlepaTypbl HaZj0 pa3orpeTb Macjio
BO (PpUTIOpHMLIE, KaK rapaHTUPOBAaTh IOCTOSIHHYIO TeMIleparypy B TeueHue
BCero mpoliecca U Jjake Kak XpaHUTh KapTOILIKY Tak, YTOObl OHa He TIOPTU/Iach.

UccnenoBanusi McDonald's B WTOore moMornu yCTaHOBUTH CTaHZAPTHI
KauecCTBa [i/1s1 ZilerapraMmeHTa ceyibCKoro xo3sictea CIIA. Terneps crienpanicram
M3BEeCTHO, Ha KaKOl TOYBe Ha/l0 BhIpallMBaTh KapTodesb, YTOObI ero KaueCTBO
BCerJia COOTBETCTBOBA/IO TpeOyemMomy. A /ijisi TOrO, yTOObI KapTOIlIKa »Kapusach
OZIMHAKOBO XOPOIIIO KaXK/blii pa3, ObI7I0 pa3paboTaHo crieljdajbHOEe >XKapOoyHOe
obopyaoBaHHMe.

OTO MOXXHO CUMTaTh 00pa3lioM K/IMeHTCKOro cepBrca. [I0CBATUB CTOJ/IBKO
BpEMEHU W3Y4YeHUI0 TOro, KakK KapTodeab pacTeT, XPaHUTCS U >KapUTCH,
McDonald's rapaHTipoBan TO, UTO BCSKHIM pa3, Korjla BaM TO/AlOT >KapeHYr
KapTolllKy, OHa OyJeT HeuW3MeHHO BBICOKOTO KaueCTBa — TIOTOMY UTO
MpaKTUUeCKH BCe MPUUYMHBI, KOTOpble MOTYT €ro CHHU3UThb, ycTpaHeHbl. Kak
roBopuT Taryum: «Yem Oosblile OTKIOHEHUN Bbl MOXKETe WCK/IOUUTb, TeM
nyuiie OyzeT Balll MPOAYKT WM ycayra». B cimyuae McDonald's mpuriochk



HauaTh C MOYBBI, HA KOTOPOW KapTOIlKa pacTeT, U OIpejleJiIeHUs1 TOro, Kakyr
KUCJIOTHOCTb OHA I0/DKHA VMETb.

Bo Bcelt cTpaHe /10AM, 3aHUMAIOIHECS JyUIlIMM CEPBUCOM, Haua/k AyMaTh
kKak McDonald's. Bo3bmuTe ympaBieHue 3amacamMu. B ero ocCHoOBe Jie)KUT
MPOCTOM TIPUHLIMIT: €C/IK Y BaC Ha CK/ajie HEeT TOro, UTO HY>KHO K/IMEHTY, TO Bbl
He CMOXeTe MpefoCTaBUTb eMy 3TO. A pa3 Bbl He MOXKeTe [aTb KJIMeHTY
JKejlaeMOe, 3HauuT, Balll CePBUC HeJlb3s1 CYMTaTh XOpoluM. Ho Kak c/esarh Tak,
yToOBI Ha CK/IaJle ObUIO BCe, UTO MOKET TOHAZ0OMTHCS BaIllMM KJ/IHEHTaM,
1pyUYeM B JIOCTaTOYHOM, HO He W30BITOUHOM KoiaudecTBe? OTBeT: BalllM
MOCTABIIMKA JIOJDKHBI B/afleTb HMH(OpMalvell 0 mpofaxaxX, a 3TO0 MOXKHO
cAenaTb TOMBKO C TIOMOIIBIO JIeTa/JIbHO TIPOJAYMAaHHBIX TEXHOJIOTUA U
aBTOMAaTU3al[Mi BCeX BO3MOXKHBIX ITPOL[€CCOB.

[TpounmocTpupyem tmipuMmepamu. OOBIYHO Mara3wiHbl —I[TepHUOJAYECKU
JleJIal0T 3aKasbl y TIpoM3BOAUTeNer. Meay 3TMMU 3akKa3amu TOCTaBLIUK He
MMeeT HUKAKOT'O TPe/ICTaB/IeHHsI O TOM, KaK MAYT TIPOAAXKU, U He MOKET ObICTPO
CpearupoBarb Ha M3MeHeHHe CIipoca.

M cpaBHUTe TakoM MoAx0A C mojxonoM Wal-Mart, KOTOpbIi B 3TOM TijlaHe
vMeeT OM/UYHbIL CEepBUC: y Hero camas Jyullasi CK/aaJckas CHCTeMa B
aMepUKaHCKOW pO3HUYHOM TOpros/e. Kakias Belllb Ha CK/Ia/ie UMeeT LITPUXKOZ,
Y, KOIjla OHa MpOoAaeTcsi, 3TOT (haKT 3alMChIBaeTCs B KaCCOBOM cyeTuuke. B
KOHLIe [IHSl JaHHble M3 BCeX KaCCOBBIX arrapaTroB OTIPAB/ISAKOTCSA He TOJIbKO Ha
ckagel Wal-Mart, HO U riocTaBIIMKaM. Tak uTo TIpOU3BOAUTENU BCErza B Kypce
JleJl U, KOrja 3arac Kakoro-TO TOBapa YMEHbIIAeTCsl, MOT'yT IOCTaBUTh ero Ha
cnegyromMi ke AeHb. Takum obpa3om, B cucreme Wal-Mart U cknan, u
MOCTAaBIIWK 3HAIOT, CKOJbKO TOBApOB TIPOJAeTCsl KaKAbIM [leHb, UTO HaJ0
3aKas3arb ITIOBTOPDHO, a C YeM MOXXHO T[OBpeMeHUTb. Bce 3TO TmoTpscarole
CHU)KaeT CKJIaJICKUe pacxo/ibl.

Ho Wal-Mart uzer elije ganbiiie. 34ech MOCTaBLIMKOB MPOCST yaKOBbIBATh
TOBAphl Tak, UYTOOBI MPO/aBel] MOT JIOTUYHO M (DYHKI[MOHATbHO PaCcCTaBUThb WX
Ha ronikax. (Haripumep, cBuTepa makyroTcst BMecTe ¢ pybariikamu.) Kpome Toro,
rpozasel] MpoBepsieT KOMILUIEKTHOCTb TIPU TOMOLLM anriapara [Jid CUATbIBaHUS
IITPUXKOAOB. EMy He Ha/lo HWUero CuuTarh U 3arucbiBaTth. Tak Kak BCe TOBaphI
DErUCTPUPYIOTCSI  aBTOMAaTMYE€CKH, HeT HHUKAaKOM BO3MOKHOCTHM  UYTO-TO
repernyTarb.

S1 6b1 XOTen MMeTh BO3MOKHOCTh CKa3aThb 3TO W MPO HAIlXd aBTOMOOHIIM.
Bo/bIIMHCTBO U3 HUX uMeroT 17-3HauHbid VIN-Koz,.

WM ecTb 11aHC, 4TO, €C/iv BaM Hajo nepenucark 100 Takux HOMEPOB B [I€Hb,
BbI oIIMbeTeCch KaK MUHUMYM B ofiHOM. Takum obpa3om, y Hac 1700 1aHcoB
cienath ommMOKy (17 3HaKOB, yMHOKeHHbIe Ha 100 MaIlvH), ¥ /a’ke eCu Bbl



paboraete ¢ TouHocThiO 99,9 %, BbI Oyzmere coBepinath 2 omumbku Ha 100
MaiuH. OueBU/IHO, UTO LUITPUXKOAWpPOBaHUe Wal-Mart HaMHOro JTyultie.

3HaeTe, KTO MHe 00BSICHWI, Kak paboTaeT ckiajckas cucremMa Wal-Mart?
HaBup I'macc, mpesuWeHT 3TOW KOMMAHUU. OTO [eMOHCTpPUpYeT 3HauyeHue,
koTopoe B Wal-Mart mipujaiOT CBOel CK/Ia[ICKOM cucTeMe, [elCTBUTETbHO
sBJIsIIOLLeic (DOpMOM K/TMeHTCKOro cepBrca. Cam mpe3u/ieHT (pMpMbl BOB/IeUEH
B ee pa3paboTKy U Tofiep>KaHue ee paboToCoCOOHOCTH.

CucremHubiii Togxon coctasiasieT 80 % obcayxuBanusi. OH TI03BOJISIET
KaX/IbIii pa3 JjaBaTb MMEHHO TO, UTO HEOOXOAWMO K/MEHTy, — U 3TO Ba)KHee
YABIOOK U «CIIacub0».

OCHOBHbIe BBIBO/IBI

— Umo modtcem nolimu Henpagu/abHO? DTOT BOTPOC BbI JO/IKHBI
3ajlaBaTh, pa3pabarbiBasi CBOO cucTeMy. [IpoBepbTe KakK[bli IIiar,
KOTODBIN BbI fieJiaeTe MpU TIPeJjOCTaB/IeHUM CBOUX TOBAPOB WUJIU YC/IYT,
U PAcCMOTpUTE BCe BO3MOXKHOCTU [I/isl OLIMOOK WM OTK/IOHEHUH.
[ToroMm pa3paboraiiTe crtocobbl UX TPeOTBPaILleHusl.

— UYmo moxcem Obimb asmomamusupogaHo? Vcmomnb3ys
KOMITBIOTEDBI Tle TOMbKO BO3MOXKHO, BbI He TOJBKO YBeJIWUYUTE
CKOpPOCTb /060Tr0 [IefiCTBUS, HO U yMEHbILUTe BepPOSITHOCTh
ye/I0BeueCKon OIIMOKY.

— [Ilpucmompumecb K npou3eooumensim, ecAu 6bl Xomume
oKasbleamb Xopowue yc/ayeu. VIMEHHO TpPOU3BOJCTBEHHbIE, a He
CepBUCHbIe KOMIAaHUU CTPOSAT CBOIO paboTy Haubosiee paljiOHaIbHO.
OHU [10/DKHBI ObITH 17151 BaC 06pas1joM.



I'1aBa 6
YBoJ/IbTe KOHTPOJ/IepPOB

KoHTposiepsl JenaroT mofeit HeOpexXHbIMU. EcCu BbI 3HaeTe, UTO KTO-TO
TIOC/Ie Bac MPOBEPUT Ballly paboTy, Bbl He OyzieTe IMPOBEPSTH ee CaMH.

Mpbl MHOrO sieT paboTranud 0e3 KOHTpOJIEPOB KaueCTBa U WM HHJEKC
ynosyeTBopeHHOCTH KaneHTOB (CSI) General Motors 6onbiire 90. IToroM MbI
PEIN/IH, YTO HauIyUIINKM Criocob 06ecreunTh CTOMPOLIEHTHOE KaueCTBO — 3TO
TIPOBO/IUTH CTOTPOLIEHTHBIM KOHTPOJIb, UTOOLI OT/IaB/IMBaTh Jake Mebyauiiie
TIpO0JIEMBI.

M BOT MBI Haua/M HaHWUMaThb KOHTpojepoB. Co BpeMeHeM HX Habpanoch
CeMb YeJIOBEK, U OHU KOHTPOJMPOBA/M KaXKAYH 3aZlauy Ha KaK[OM Iiare.
3Haete, yTo nonyunnock? Hatn CSI v Hallle KaueCTBO CHU3W/IUCh.

MN3-3a  TOTa/JbHOTO  KOHTPOJII  MacTepa MepecTajii  4yBCTBOBATh
OTBETCTBEHHOCTH 3a CBOIO PabOTy M ropAMThCS er0. «ECTh yke KOHTPOJIephl, BOT
MyCTh OHU U OTBEYAIOT 3a BCE», — TOBOPWIA TEXHUKU.

Korga Mbl yBOIM/IM BCEX KOHTPOJIEPOB, HAIll UHZEKC Y/IOBJIETBOPEHHOCTU
K/IM€HTOB M KaueCTBO PabOThI MOBLICUIMCh. Tereph OHU ellje BbIIIe, TaK Kak
HaIllM JTIO[M UYBCTBYIOT cebsi Gosiee OTBETCTBEHHBIMHU 3a CBOIO pabOTy, U UM
HPaBUTCA 3TO OILIYIIEeHKeE.

Ecim paborta cienaHa HenpaBWIbHO, COTPYJHUK, [IOIYCTUBIINMA
OLIMOKY, TO/DKEH WCTIPABUThL ee 0ecriaTHO, MOCKO/IbKY KOMIIaHUSI He
TIOJTyum/ia JieHer 3a HeKaueCTBeHHYIO paboTy.

B Tex peikux ciydasix, KOrjla OAWH U3 Hac JiesiaeT paboTy He Ge3yrpeuHo,
MbI CTpajlaeM OT 3TOTO BCe: CTPajlaeT KJIMEHT, BbIHY)K/[eHHbBIW 0 Halllell BUHE
CHOBa pEMOHTUDOBATh MaIllMHYy; CTpPajjaeT aBTOLIEHTP, TIOTOMY UTO €ro
peryTaiusi TYCKHeeT, IUTF0C Mbl He TIoJlyuaeM JleHeT 3a 3Ty paboTy u mpu 3ToM
HeceM YOBITKU: Bellb Mbl [IOJDKHBI OTJIaUMBAaThb TETJIO, JIEKTPUYECTBO, BOAY,
TioMelrieHe, HaJloTu BCe BPeMsl, TI0Ka JiejlaéM TIOBTOPHBIA PEMOHT; CTPajlaeT U
caM BUHOBHUK BO3BpaTa — OH Iepejie/ibiBaeT CBOKW paboTy becriiatHo. (3TO
CrpaBe/l/IMBO: Pa3 KOMIaHUS He MOJIy4usia OryiaThl 3a HEeMPaBUWIbHYH0 paboTy, TO
Y UesioBeK, OTBETCTBEHHBIM 3a 3TO, He MoyyaeT HUUero.)

Kaxx/ib1i1 Bo3BpaT 00Cy»K/1aeTCsl Ha HalllMX YTPEHHUX BCTPeYax TMo KauecTRy,
Y DYKOBOJWTE/b MPOIITPA(pUBIIEroCs TeXHUKa 00si3aTe/IbHO TIOTOBOPUT C HUM.
Tak uto MacTep OyzeT 3HaTh, uTO paboTa BepHY/IaCh U MOYEMY 3TO MPOU3OIILIO.



Horga, KOHEYHO, BUHBI TEXHUKA HET — Be/lb Jia’ke HOBAsl jlaMIia MOJKET
TieperopeTh uepe3 CyTKA. S cam paboTan KOHTPOJIEPOM U BBITYCTU MHOTO
MallIMH, KOTOpbIe ObLTH ITPEKPAaCHO OT/IaXKEHbI HA MOMEHT BBIXO/Ia U3 rapaka, HO
TIOTOM BO3BpaIlla/IUCh 10 pPa3HbIM MpUUMHaM. OJHAKO K/IMEHTY HET HHKAKOI'O
Jiefia 10 TIDUUWH TPOo0ieMbl M uMc/a TpoBepsiiomuxX. Ecmm pabora czenaHa
TI7I0X0, OH TIPOCTO MPUTOHSIET MAIIIMHY 00paTHO.

WTak, BHE 3aBUCUMOCTU OT HAIMX YCUIMK TPoO/eMbl OyAyT BO3HUKATh.
OTo Heu3bexHO. MBI Bce JIOOW U [lelaeM OIMOKW. U, HecmoTps Ha Bce
MIpOrpaMMbl TapaHTUM KaueCTBa, TPOM3BOAWTENM OyayT HWHOI[A BBIMYCKATh
JedeKTHbIE TTPOAYKTHI.

Ho BMecTo TOro, utoObl MOXXMMATh IJIeUaMHd U TOBOPHUThH: «Hy uTo TyT
To/ie/laelllb, OMOKNA OyAayT BCerza», Mbl OTC/I€KHBaeM, Kakasi pabora Zo/mpKHa
ObITh TIepefesiaHa, W TIOC/e ee WCIpaBlAeHUs IIbITaéMCsl YCTPAHUTL Te
He/I0CTaTKHU B Halllell crcTeMe, KOTOPbIe TIO3BOJIM/IN BBIMTH OpaKxy.

[Tporjecc [O/DKEH WMATA IIPaBWILHO, a pabOTHMK J[IO/DKEH HMeTb
HeoOXOZMMBIe 3HAHMS U TIOZIEPXKKY. DTO BaXKHO. MbI ZJaBHO 0OHAPY>KWUJTH, UTO,
eI TOMIbKO pearupoBaTh Ha IMPOOJeMbl, KaueCcTBO CTpaziaeT. KoHeuHo, HY)KHO
YCTpaHUTh TIOC/IEAICTBUSI HEKAUeCTBEHHOIO pEMOHTa, HO €CIM 3THUM M
OrPaHUYUTHCS, MO00Hast mpobsieMa OyzeT MOBTOPSATHCS pa3 3a pa3oM. bonee
1jeiecoobpa3sHO  HAaWTH TIPUUMHY €e BO3HUKHOBEHHWS (Mbl TIPOBOJUM TakK
Ha3bIBAaeMbBIN aHa/IW3 KOPHEeM TPUYMH) W MCIPaBUTh IIPOLECC OJUH pa3 H
HaBcerya.

[Tocne upeHTHdUKALMKU TPOOIEMBbI Mbl K/IACCHGUIUPYEM €e [0 THITY
pabOThI W TO 3aHATHIM B HeH TeXHWKaM K MacTepaM. 3aTeM HIleM OoOIiue
npu3HaKu. IToyyaeM /i Mbl »Kaa00bl, K TIPUMEpY, 10 MOBO/Y BCEX NMTOUYNHEHHBIX
HaMH WHXEKTOpoB? EC/IM 3TO Tak, TO KOIJ|a HAIllM TeXHUKH IOC/IeAHWHA pa3
TIPOIIIA TPEHUHT 10 UX PEMOHTY?

Bo3Mo)XHO, Bce »KaysioObl MpHUBEAYT K OAHOMY MacTepy. Bo3MO)KHO, OH
JIUArHOCTUPYET MPo0/ieMy HelpaBUILHO TP KaXKJ0M 00pall[eHUH K/IMeHTa.

Bot nipumep. Y Hac ObLT TEXHMK, KOTOPBIM MpeKpacHoO paboTasi, HO C OHUM
VCK/TFOU€HUEM: KaXK/bIl pa3 BO3HUKA/M ITPO0JIEMbI C OTPEMOHTUPOBAHHLIMHU UM
WH)XeKTopaMy. KoHeuHO, MOYKHO TPO/I0/KaTh TOBTOPHO UMHUTDL 3TH UHXXEKTOPbI
KKAbIA pa3, KOrZa K/IWEeHT Ha HHUX TIOXKalyeTcs. A MOXKHO IOIbITaThCs
yCTpaHUTh TIPUUYMHY TMpobseM. B HaiiemM ciydyae pellleHHe JieXaao Ha
TIOBEPXHOCTH: OKa3aj0Ch, UTO 3TOr0 TEXHHWKA HE YUYWIA, KaK IPABUILHO
PEMOHTHPOBATb MH)XXEKTOPHI, U MBI IIPOCTO MOKA3a/Il eMY, Kak 3TO0 jenaetcs. Kak
rOBOPUT J|eMUHT, BbI MOXKETE 3HATh TOJIBKO TO, UTO Bl 3HAETE.

Kpome TOro, Mbl HayUW/IMChb OTC/IE)KUBAThb OIIMOKW W B OTZE/Ee ITPOAaK.
Hampumep, MbI TIPOCHM MepCOHAJI Iepe/iaBaTh MMOKYMATeM0 KaXKAyi0 MaIlMHY C



TOMTHOCTBIO ~ 3amlpaB/ieHHbIM 0akoM W Cpa3y HasHayaTh [laTy [1€PBOTO
obcmyxuBanus. Ecii Mbl 0OHapy)KMBaeM, UTO 3TU Bell[d He ObUTH C/ie/laHbl, MbI
3HaeM, KTO MMEHHO pa304apoBa/l K/IWeHTa, W 3HaeM, C KeM KOHKDeTHO Haj0
OyzieT TTOTOBOPUT.

Ecm «bmarofapsi» mipobieMe BbI WCMPABWIM CHUCTEMY — 3HAuWT, OHA
CMOT/Ia COC/TYKUTB BaM U J0Opyt0 Ciy»KOy.

OCHOBHbBIE BBIBO/IbI

— Ecau y eac ecmb KoHmpoaepbl, u3basbmecb Om HUX.
KoHTpoJ/iepsl He yyuIllaloT KaueCcTBa.

— He naamume nt00sm 08adxcObl 3a 00HY U my dce pabomy.
HuKTO M3 BaC — HU KOMIIaHUS, HU PAOOTHUK — He JJOJDKeH MOTyUUThb
JleHeT 3a paboTy, KOTOpPYO MPUXOAMUTCS Tiepe/ienbiBaTh. [IpeBocxofHOE
obcy)KrBaHYe Y TapaHTHUH KaueCTBa CTPOSITCS Ha MApTHEPCTBe.

— Toeopume 06 owubkax. YuuTbiBaliTe Kax[ayi pabory,
KOTOPYIO TIPUIIIZIOCH TIepe/ie/ibIBaTh. KakK TOMBKO TOSIB/ISeTCS OIIMOKa,
ucripaBsivite ee. [TIoToM uIIUTe ee TIPUUMHBI.

— IIposodume ediceOHesHble CO8eWdHUsl N0 Kauecmey — UTo0bI
MMeTb BO3MOKHOCTh 0OCYAUTh Mpo6aemMbl. DTH COBEIAHUS JO/DKHBI
rmocemiaTb He TOMBKO  pyKoBoguTenu. Ilpurnacure  mroped,
HETI0CPe/ICTBEHHO BBITIOTHSABIINX pab0Ty M OOITABIIIMXCS C KTHEHTOM.
OOBIYHO UMEHHO OHM XOPOIIIO 3HAIOT, UYTO TTPOHCXO/IUT.

— Hwume obwue npusHaku. CobupailiTe OCTaTOUHO
“HGMOPMaLMK, YTOOBI BBISB/IATH TEHEHITMH U MPObIeMHbIe 00/1aCTH.



I'nasa 7
YBo/IbTe MeHe)KepoB, 0TBeUalIliuX 3a OTHOLUEHMS C
K/IUeHTaMH

Kak TonbKO Bbl M30aBUTECh OT CBOMX KOHTPOJIEPOB, BbI MOXKETE TakKXKe
YBOJIUTb  COTPYJHUKOB, 3aHUMAIOIIUXCS  OTHOILIEHUSIMU C  K/IMEeHTaMHU.
Ob6cny)KuBaHUe KIWEHTOB — CJIMIIKOM BaKHasi IITyKa, YTOObI OCTaBJSATH €ro
JlerapTaMeHTy «OTHOIIIeHUH C TIOTPeOuTeNsIMI».

3aHuUMaTbCs OOCTYy>KMBaHWEM K/IMEHTOB [JO/DKHBI Bce. K/IMEHTBI CyasT o
cepBUCe TI0  KaxcOoMy  4YeJiOBeKy, C KOTOPDbIM WM  TPUXOJUTCS
B3auMO/ielicTBOBaTh. Eciiu Kaccup rpy0 wiv mpojiaBel] He X04UeT MoMOUb, KJTUeHT
JyMaeT, 4TO OH IIOJiy4aeT Y’>KaCHbIM CepBUC — BHe 3aBUCUMOCTU OT TOrO,
HACKObKO [IpDY’Ke/toOHbI, Teryibl U TOTOBbI TOMOYb COTPYAHUKHW OTZAesa
OTHolIeHu ¢ KiueHTamu. U oH nipaB! Ero delicmeumenbHO y>KacHO 0OCTYKUH.

CoTpygHUKH, OOIIaloIuecss C KIWMeHTaMH, [O/DKHbBI HMeTb
TIOJTHOMOYUMS /IS PellieHrsT UX Ipobsiem.

3/1ech BO3HUKAET UHTEPEeCHBIN BOTIpOoC. ECTh cTapast TexaccKasi TIOTOBOPKa:
«Jlyuriee ynobpenrie — cieq Horu pepmMepa». ITO 3HAUUT, UTO JYUIIHM CITOCOO
rapaHTHUPOBaTh MPaBWILHBIA XO7 /lefla — TIPUCYTCTBHe (epmepa (TO eCTh B
HallleM C/Ty4ae — X03siMHa) B JFOOOM KOHTakKTe C KAMeHTOM. M 3To, KOHEeuHO,
eTUHCTBEHHBIA CIOCOO TapaHTHUPOBATh OTIWYHOEe obOcmykuBaHWe. Kro syuriie
X035TMHA MOKeT ZI0OUTHCS TOTO, UTOOBI O KaXK/IOM KJ/THEHTe T103a00THITUCE?

[TpobiemMa Takoro mojxoja oueBuaHa. EC/i X03aUH cOOMpaeTcst 00IaThCs
C K&KIBIM K/IWEHTOM, OW3HeC HMKOI/la He BbIpACTeT 3a TpeJesibl TOrO, UTO
MOXeT CJieJlaTb OfIMH 4eyioBeK. UTOObI pacHIMpUTh aHaIoOrMi0 — depMep He
CMOJKET YIIpaB/sATh Oosee ueM oHOM (GepMOii.

I[MpexncraBnsiercsi, uto Gosee 3ddekTuBHON A1 hepmepa (6occa) Oymer
CUTyalusi, KOTZAA KadxcOblli €ro COTPYAHUK SIB/ISIETCS TIPe/ICTAaBUTEIeM TI0
obcnyxuBaHuto. CKaXKUTe BCeM B KoMraHuu: «Ecim y KiueHTa ecTh mpobsema
— pemmTe ee. Ec/ii He MOXKeTe peIliTh, T030BUTe CBOero MeHemkepa. Eciu oH
He MOJKeT CIIPaBUTHCS, BBI30OBUTE TeHepajbHOTO AWPEeKTOpa, HO AobeiTech,
yTobObI Mpobiema Obina pelieHa. HemejjieHHO».

OTy KOHIIENIMIO HeJIeTKO TIPUHSTh, 0COOeHHO eciu Bbl paboraere B
Oosmpmiort  opranm3aruu.  Korma  General Motors Hauana  Mporpammy



o0Ccy)KBaHUs KTMEHTOB, B OJJHOM M3 ee IMyHKTOB ObIIO CKa3aHO, UTO B KaXKJOM
aBTOLIEHTpPEe, TOPIYIOIIeM WX MallldHaMW, [O/DKeH ObITb MeHe[Kep TI0
OTHOILIIEHUSIM C KaveHTaMd. OfHako Mbl pelWIM He 3aBOJUTh TaKOU
nomkHoCTy. [Touemy?

Cama mo cebe ujiess UMeThb JleTlapTaMeHT I10 OTHOIIEHWSIM C KIHeHTaMH
Heruioxa. JTO TOKa3bIBaeT Ballly 3a00Ty O KJIMeHTax U O JIFOIsX, KOTOpbie BeAyT
c Bamu OusHec. Ho eciu Bbl He OyjieTe UMeThb OT/Ie/IbHOTO JIellapTaMeHTa, BbI
MOKeTe T103a00TUThCSI O KiveHTax Oosiee 3¢hdeKTUBHO, a Balll COTPYAHUKU
CTaHyT OT 3Toro 6Gosee cuacT/MBBIMUA. MbI criopuid 006 3Tom ¢ GM MHorue
rO/IbL.

[ToTom MOSBU/ICA UHAEKC YA0BIE€TBOPEHHOCTH K/ireHTOB (CSI), 1 OH y Hac
OKas3aJiCsl BbIllle, YeM y TeX aBTOLIEHTPOB, KOTOpble MMe/JM B CBOEM IITare
MeHe/)KepOB T10 OTHOILUEHUsIM C KJ/MeHTamMu, Tak uro GM B KOHLe KOHI|OB
PeLLWI, UTO Mbl He TaK X Y IJIOXU.

[IpropuTeT HOMEp OJWH B HALIMX aBTOLIEHTPAX — 3TO YAO0B/I€TBOPEHHOCTh
K/MeHTOB. He Ba)kHO, Kakyro paboTy BbI BBITIO/IHsIETE, HO, €C/IU BBl He JieaeTe
K/IMeHTa [IOBO/IbHBIM, BbI Y Hac A0OAro He TipopaboTaeTe. ITO CKa3aHO OueHb
SICHO. BBl MOkeTe OBbITh JIyUIlTUM MPO/IaBLIOM, JIYUIIIUM TEXHHUKOM, HO €CJTH Balll
CSI HeBBICOK, BbI OKa)KeTeChb Ha 060urHe, IOTOMY UTO, €C/IM K/JIMEeHT He 3aX0ueT
K HaM BEepHYThCS, Mbl BCe CTaHeM 0e3pab0THBIMM.

OcHOBHBIE BBIBO/IbI

— /lenapmameHm omHoweHull ¢ KAueHmamu omaoajsiem 8ac om
KaueHmos. Tak uto He co37,aBaiTe ero.

— Ilo3eo1bme gawium compyOHUKam no3abomumbcsi O KaueHme.
Ecm  KaKgpli  pabOTHUK —~ SIBASIETCSI  TI0  COBMECTHUTEJIbCTBY
CIel[MaJIMCTOM 10 K/IMeHTCKOMY CepBUCY, TO OH JOJ/DKEH HWMeThb
BO3MOXKHOCTb J100MBaTLCS yI0B/IETBOPEHHOCTU K/IMEHTA.

— Hem Huue2o eadicHee KaueHma. PabOOTHWUKU [TOJDKHBI 3HATh,
YTO BHe 3aBUCMMOCTM OT o00bemMa TMpoAak WIX OT WUX
TIPOU3BOJUTENIBHOCTY TPyAa OHWU OyAyT VyBOJIEHBI B  C/y4ae
HeTIpaBU/IbHOTO 0OpaIlieHus C KITMeHTOM (M/Id CBOMMH KoJIieraMu).



I'maBa 8
JleaniTe BCe MPABU/IBHO C MePBOro pasa

Mot gpyr, gupekrop LleHTpa u3yueHus: po3HULbI B YHUBepcuTeTe Texaca,
TIPOBeJI TIOUTH BCIO CBOIO MPOQeCcCUOHaNbHYIO KH3Hb, pa3roBaprBasi C JHOAbMU U
TIBITAsACh TIOHSATb, UeTO OHU XOTSIT, KOT/Ia TOBOPSIT O KauecTBe 00c/y»kuBaHus1. U
Tpullie]T K BBIBOAY, UTO JJis1 KJIUEHTOB HET HUYEero BaKHee BBIMOJIHEHUS
oberraHuiA.

«OXuUaHusl KJIMeHTa 10 TOBOAY yC/Iyr YeTKHe U sICHble, — TOBOPUT OH
CBOMM CTy[eHTaM U MpeJCTaBUTe/sIM KOPIOpaLyi, KOTOpble HaHUMAaKT ero B
KauecTBe  KOHCy/IbTaHTa. —  K/MeHTbl  XOTAT, UTOObl  COTPYAHUKHU
00CTy>KUBAOIIIMX UX OPraHU3alii XOPOIIIO BhITJIs/IeNU, ObLIM OT3bIBUMBLIMU U
yBepeHHbIMU, COUYBCTBOBAaM UM, M CaMoOe TIJiaBHOeé — uToObl Ccamu
opraHu3saiyy ObUTM HaZie)KHbIMU. KaueHmbl xomsim, umobbl ¢hupmbl Oeaaau mo,
umo obewjarom».

Bcriomuute People Express. Uaesi 6buia BenvkosieriHa. OHU TIePeHOCUIA
BaC U3 TOUKU A B TOUKy b routu 3ajapom — B HEKOTOPBIX C/ydasix Bcero 3a 19
notapoB. OHU BTUCKUBAJIU MaCCa)KUPOB B CaMbIM HE3aMbIC/IOBaThbIM CaMOJIET U
3aCTaB/Is/IM 3aIUIaTUTh 3 Jl0Julapa 3a Kak/Ibld yemMogaH U 50 [IeHTOB 3a KaXKYyH0
yairky kode Bo BpeMs TosieTa. Ho WX K/IMeHTOB 3TO He 0COOeHHO OeCrioKouso,
TaK KaKk OHU MOMNaJaJyd B HY)XHble UM MYHKTbl Ha3HaYeHUs JlelleBsie, YeM eCJiv
ObI exanu Ha aBTOOYyCe.

Ot0 6b1a Benvkas ujesi. Ho People Express B KoHIje KOHIIOB TIPOTroOper, U
TpuurHa OblIa POCTa: KOMIIaHUSI He JiepyKajia CBoero c/oBa. Pelichl MOCTOSIHHO
onas/blBajv, U, MPUJs B a3pOIOPT, Bbl HUKOI/lAa He MOIVIM 3HaTh, YAACTCS JIU
BBIJIETETh B CPOK.

Jlyumiasi B MHpe cCuCTeMa KJ/IMEHTCKOrO CepBHCa fB/sSeTCSI U CaMOu
npocroii: JEJTAW TO, UTO OBEILAJL, I IEJIAM 3TO C IIEPBOI'O PA3A.

CNUILIKOM YacTo JItO/IU, TOBOPsi 00 06CTy>KMBaHUU K/TMEHTOB, TPATST BPeMsI
Ha OObSICHEHHe TOro, UTO fiefiaTb B Cjiyuae OmMOKU. KoHeuHO, oueHb Ba)KHO
WCTIPaBUTh WIA KOMIIEHCUPOBATh TUIOXO C/leJlaHHYyI0 paboTy, HO eCau BbI
c/lesiaid BCe TIPaBWIBHO Cpa3y, TO BaM IMPOCTO He 3a uTo OyzeT U3BUHATHCA. B
camMoii CBOell OCHOBe Xopoiliee 0OO0C/Iy)KWBaHWEe KJIMEeHTOB TpeOyeT OT Bac
TIPaBUJILHOTO BBITIOJTHEHUsI PabOThI B MIepPBbI JKe pas3.

Jlyuiiium ripumepoM Jijist 3Toro siBiisietcsi Lexus. OO1enpuHsaTast MyApOCTb
TIOKYyTIaTe/ieli HOBBIX MalllMH Bcerja Oblsia Takoii: «He moKyraii HOBYO MallliHY
B TIePBbIM TOJ| ee MPOU3BO/CTBA. [aii UM rofi Ha ucrpaBjeHue ommbok». Ho



cerofiHss notpebutenu Oosibllle He [alOT MPOM3BOAUTE/NSIM TAKOTO JIbTOTHOTO
repuoia. BOKpyT C/IMIITKOM MHOTO KaueCTBEHHBIX TIPOAYKTOB. Bl b0 fenaere
NIpaBU/ILHO C TIEPBOTO pasa, MO0 0cTaeTech HaBCer/a ro3a/jiu.

Lexus noz, pykoBozacTtBoM [IsiiBa nnHreopra u Tena Torozbl MOHSI 3TO.
OHU 1IOTpaTU/IM CeMb JIeT Ha HeyCTaHHYIO0 IIOrOHKO0 3a COBeplleHCTBOM. OHU
noctpowtd 400 TPOTOTUIIOB BMECTO OOBIUHBIX 12 U MPOBEPUIM MalllMHY Ha
MHOKeCTBe ¢okyc-rpytir. [I3¥iB nocrosinHo paboTtan 100 yacoB B Hefento, a Tef
nepeBe3 cBoto cembio B CIIA B camMoM Hayasie TIpOeKTa, 4TOObI ObITh
YBEPEeHHBbIM B TOM, YTO OT €r0 BHUMaHUS HUUYero He YyKo/b3HeT. HUUTO U He
yCKOJIb3HY/10. OHU Cies1any BCe IIpaBUIbHO C [1IepBOro pasa.

Bor uTO m™mIaBHOe [/ K/MEHTa: Bbl CJiep)Kaad C0BO?
BrbITosTHeHe COOCTBEHHBIX OOEIaHMM HAaMHOTO BakHee, ueM BCe
YIBIOKU U IIIOKO/IaIKK B MHPE.

Henartb TO, Uero OT BacC >XAYT, U TOTAA, KOTJa 3TOr0 »X/yT, — 3TO HACTOJILKO
rpocToii crocob xopoiiero o6CTy)KUBaHUsI, UTO JIFOAW UacTO 3a0bIBalOT O HEM.
Ho Beap BcemM HpaBUTCs, UTOOBI Jiesia 1M Taako. [Ipobrema B TOM, UTO 3TO
MPOMCXOAUT [laJIeKO0 He BCerja: COr/laCUTeCh, He TakK yXK PeIKO B pecTopaHax
TIJIOX0 TOTOBAT €7y, a B aBUAKOMITAaHUAX TEPSOT Oarak. M He KaXkeTcsl I Bam,
YTO KOMUP JIOMAeTCs POBHO Uepe3 moJiyaca nocje yxozia macrepa?

3a MHOrHe Tofbl Mbl pa3paboranyi «OCHOBHbBIE BOIMPOCKI», COCTOSIINE U3
JIeCATA TMYHKTOB, KOTOpbIe TIOMOTAIOT HaM BBIMOTHUTE PabOTy C TE€pPBOro ke
pa3a. [Ipexx/ie yeM MeHSAThH UTO-TO, MbI BCerj/la 3a/laéM 3T [IeCSITb BOIPOCOB U
WII[eM YCTPauBaOI[MK HaC OTBET Ha KaXK/bIM U3 HUX. BOT 3TOT CIMCOK.

— B uem nosib3a /151 K/iMeHTa’?

— CMOXeT JIi K/IUEeHT JIeTKO TTOHSTh, B UeM COCTOMT 3Ta I10/1b3a?

— Kak usMeHsATCsS 00513aHHOCTH HaIlIMX PaOOTHUKOB?

— Kak 3Ta wpges wiv mporpaMma MOB/AUSIET Ha HAIU CYIeCTBYIOIIUE
CUCTEMBI?

— EcTb /1M prMephI YCHEIIHOTO BHeIpEeHHUST uero-To mogobHoro? Uto Mbl
MOYKEM H3BJI€Ub M3 UY>KOT'0 OMbITa?

— YT0 MOXXET MOUTH HENPABUJIbHO?

— JlacT i1 3TO HaM TMPEeUMYILeCTBO Mepeji KOHKypeHTaMu?

— CKOJbKO 3TO Oy/1eT CTOUTh?

— ITo3BoauT /111 3TO 3apaboTrars?

— Korza Ham ciefiyeT NMPUCTYIIUTh K OLIeHKe pe3y/bTaToB?

A BOT Kak 3T0 paboraeT Ha mpakThKe. KTO-TO MpeyIoKu/l MCIO/b30BaTh
YCKOPEeHHbIN MOPSI0K BbIJIauX 3aKa30B B HallleM OT/ie/ie 00CTy)KUBaHUS — KaK B



OTessIX JleslaeTCsl yCKOPeHHasl BBIMKMCKA TOCTel: K/IWeHT JaBaa Obl HaM KOTIWIO
CBOeM KpeIUTHOM KapTOUKH, OCTaB/IsIs MallluHy B cepBuce. [1o okoHuaHUM paboT
MbI OBl 3aITOJIHSJIA CJIWTI, KJ1a/Id KBUTAHLIUIO B «OapAauok», 3aKpbIBav MaIluHY
Y OCTaB/Is/IA ee Tiepei aBTOL[EHTPOM, uToObI K/IueHT mor 3abparth ee B Jitoboe
yno6Hoe BpeMsl.

Bce 5710 3Bywano Hervioxo. KjiveHTam He HaZio X[aTb B odepeau AJis
OT/IaThl CYeTa, a CTOMMOCTb paboThl OHM 3HAIOT 3apaHee, TaK KaK MbI JlaeM
rapaHTHPOBaHHbIE KaIbKYJ/ISLIWU.

Mpbl Hauanu MOpPOBepSiTH 3Ty WJE0 M0 HalleMy CIKWCKY B TOMCKax
TIOTeHI[Ma/IbHBIX TIPO0JIeM, KOTOPbIe Mbl MOTJIU YITyCTHUTb.

— B uem nonb3a 014 KaueHma?

910 sicHo. OH MOr Obl MOKUHYTH aBTOLIEHTP ObICTPee U He CKydaTb 3/1eCh
JIULLIHEee BpeMsl.

— CMmodicem AU KAUueHm /1e2K0 NOHSIMb, 8 YeM COCmMoum 3ma no/b3a?

OTO OUEHb Ba)KHO, MOTOMY UTO €C/IM KJIMEHT He TIOHUMaeT UJeU, TO, KakKou
ObI BeJIMKOM OHa HU Obl1a, OH He YBU/IUT HUKAKOM BBITO/IbI OT Hee.

B JaHHOM c/lyyae HaM Ka3ajoCh, UTO TIpo6siemM ObITh He A0/KHO. Pa3 mbl
CKa3a/id «yCKOpeHHas Bbilaua 3aKa30B», TO KJIMEHThbl CKOpee BCEero MOoAyMaroT
TIPO TOT Crocob, KaKUM OHU OTIaUMBAIOT TOCTUHUUHBIE cueTa. M make mromu,
KOTOpble HeuacTo ObIBAIOT B OTe/sIX, BOCIIPUHUMA/K 3Ty WEH0 XOpOIlo, Korja
MBI pacCKasbIBa/v O HeM.

— Kak usmeHnsimes 0b6s13aHHOCMU HAwWux pabomHUKos ?

B 3TOM Cc/lyyae MuHMManbHO. MacTepam MpPUIIUIOCH Obl BLITIOTHUTD JIUIIIb
HEeCKOJIbKO [IOTIOJTHUTE/bHBIX JBW)KEHUW — CZie/1aTh KOTMUI0 KPeJJUTKU K/IUEHTa,
KOT/la OH OCTaBJIs/ MallIMHY y Hac. Tak Kak 3TO pa3rpy’kajo HalluX KaCCUPOB,
MBI PeLIWIN, YTO UTpa CTOUT CBeY.

— Kak sma udes nosnusiem Ha Hawu cyujecmaytowjue cucmembl?

CoBcem He mopsnusieT. [1aBHOe OT/IMUMe — B Crocobe BbIaUM TOTOBBIX
MalllvH K/iveHTaM. Terepb TeXHUK 110 OKOHUAaHWU PabO0ThI MapKoBasl Obl MallIUHY
He Ha 3aJjHEM /IBOpe, a fepeJi aBTOLIEHTPOM.

— /Jlenaem au 3mo kmo-Hubyob euwje? Ymo Mbl MOdCEM U38/1eUb U3 UYHCO20
onbima?

51 He mobm0 OBITH TMOHepOM B yeM-b0. Kak rmacuT crapasi moroBopka,
MMOHEePbl — 3TO Te JIFOJW, KOTOpble TOJyYaloT CTpesibl B CIUHY. [je TOIBKO
BO3MOYKHO, MbI JIFOOMM 3avMCTBOBAaThb y JIDYTMX W YUWMTHCS Ha MX OIIMOKax,
BMECTO TOTO UTOOBI /lefiaTh OMUOKA caMuM. B Hailiem ciyyae Mbl 3HajM, UTO
Macca OTeslel TIpPUMeHsIeT YCKOPEHHYH0 BBIMMCKY rocteil. CBOIO CUCTEMY MBI
CMOZIe/TUPOBa/IM Ha 3TOM OCHOBE U MOT/IA He 0COOeHHO OeCrTOKOUThCS.

— Umo modcem nolimu HenpasuibHO ?



Ia uto yroaxo! IpaBza, mocie BHUMaTe/JIbHOTO PaCCMOTPEHHsI 0Ka3asocCh,
YTO HUKaKasi U3 TIOTeHI[Ma/bHbIX TpobsieM He siB/isseTCsl HeTipeooinMon. OfHa
13 npobseM — MalMHy MOTyT yKpacTb. OHa Be/ib Terephb Oy/leT 0CTaBaThCs He
Ha TEPPUTOPUH aBTOCEPBHCA, 3a 3aKPLITEIMUA BOPOTAMH, a CHAPY>KH, T/l KITMEeHTY
(4, K coXkasleHut0, BOpy Toxke) OyzieT jierue /10 Hee 1o6patbcs. Ho Mbl oTMeTHH,
YTO, eC/IU OCTaB/SATh MAIIWHY HETNOCPEeJCTBEHHO IO/, HAIUMH OKHAMU U
3aKphIBaTh ee JIBEpY Ha 3aMOK, Bce OyzeT B ropsiake. Ho uziest 3akpbIBaTh JBEpU
MalllMHbI Ha 3aMOK TpUHeC/Ia APYTY CJI0KHOCTh: Terephb KAUeHTy HaJi0 ObLIo
VMMeTh /IBa KOMILIeKTa K/todeld [ijisi cBoero aBToMoOusi. OUH Mbl 3anuvpaemM
BHYTPH MAIIIMHBI [T0CJI€ TOTO, KAK OTPEMOHTHPOBA/IA €€ U BBhIBE/IU Ha CTOSTHKY. A
K/IMEeHT OTKDbIBaeT CBOI0 MAIlIMHY BTOPbIM HabopoMm kioueid. (PaHblie MbI
repefiaBali UM K/IFOUA U3 PYK B PYKH, KOTZIA OHU TIPUXOJWIN 3abuWpartb
MallliHy.) MBI JIO/DKHBI ~ YIOCTOBEPUTHCS, UTO Yy K/MEHTa €CThb JTH
JIOTIO/IHUTe/IbHbIe KMoud. Ho faxe ecnu WX HeT, 3TO He CTpPaIlHO: Mbl
W3rOTOBUM 3ariacHbIe.

Ho anst camoit Gosibliioii ripo6sieMbl He ObIZIO pellieHusi: HEKOTOpbIe JIHO/H,
MyCTh Jla)kKe MX HEMHOTO, IPOCTO He OyAyT HaM /IoBepsiTh. VIM He TIOHpaBU/IaCh
uzies [laBaTb HaM KOIMUIO KPEAWTKU /10 OKOHUaHWs paboThl (XOTS OHU TOUYHO
3Ha/IM, UTO Mbl He BO3bMeM OoJibllle fieHer, yeM 0003HAUWIM B KaJbKY/ISIL[UN).
MbI He MO/ TOOUTHCS WX /IOBEpUs HUKAKUMU CUJIAMU, TaK UTO MbI TIPOCTO
riepecTasu 3a 310 60poTbcs. Ho Bcem ocTanbHBIM Ujiest TIOHPaBUIIACh.

— Jlacm au smo Ham npeumyujecmgeo neped KoHKypeHmamu? [a. OTo
MMEHHO TO, Yero He ObLIO y APYTHX. DTO ellle OMH CIOCOO 0CTaBaThCs BIiepe v
BCEX.

— CKonbKo 3mo 6ydem cmoumb?

Hemuoro. Ham Hago OBIJIO UW3rOTOBUTH KAapTOUKA C  OIMCAaHUEM
TIpPOrpaMMbl, U MbI 3aKa3ajd HECKOJbKO CTeHZIOB C HaAmuchio «Cripocurte Hac
IIPO YCKOPEeHHYIO BbIiauy 3aKa3oB». Bce 310 ctousio fosiapos 500.

— Io3goaum au smo 3apabomams?

Mbl uyBCTBOBa/M: BCe, UTO [lelaeT »KW3Hb KJIMEHTa Jierue, IpUHeCeT Ham
npuObLTb. Besib 3TO flaeT KJIMEeHTY ellle OZHY TIPUUMHY BeCTH fieJia C HaMHu.

— Koeda Ham Hado 6ydem npucmynumb K oyeHke pe3yibmamog? Mpbl
PEIVTH TIPOBEPATh XO[| [ieJla KaXKAbIM Mecsrl. Y TIOHSIM, YTO MHOTHM JIFOZSIM
HOBas U/iest TOHPABU/IACh.

EcTb el1le rapa 3ameuaHUii.

[TepBoe: MoOAXOA «/enaTb TIPABUILHO C TIEPBOTO pa3a» KacaeTcsl He TOJIbKO
yCJIYT, HO ¥ TOBAapOB, KOTOPbIe Mbl TIpoziaeM. Mbl 00si3aHbI MIPO/IaBaTh Jiyulliee U3
BO3MO)KHOTO. UeM JTyuliie MPOAYKT, TeEM MeHbIIle BEPOSITHOCTh TOTO, UTO K/IUEHT
OyzeT uMeTh C HUM NpObIeMBbl.



BTopoe: BbI MO)KeTe 3aMeTHTh, UTO Mbl TOBOPHMM TIPO BapHUaHT «30JI0TOTO
TIpaBW/Ia»: TpoJlaBail JIFOAsIM TaKWe Bellld, Kakue caM xoTen Obl umeTh. Eciu
K/JIMeHT He 3HaeT pa3HUI[bl MeXAYy MpOAYKTOM A U TIPOAYKTOM b, MbI
pPEKOMEeH/IlyeM TOT, KOTOPbIi HaM CaMHM HpPaBUTCS W KOTOPBIN JIydille BCEro
MOJIOMIeT WMEHHO JTOMYy K/IHWEeHTy C YYeTOM BCeX M3BEeCTHBIX HaM
obcTositenibcTB. He cnenyeT mogiaBathesi cobia3Hy TpojiaTh emMmy Oosiee 10pOroit
MPOAYKT C  OosbIlle  TMpUOBLIBIO WM, HA00OpOT,  3asieKaBIIWHCS
HeKaueCTBEHHBIM TOBap.

Eciv MBI TIpoflaeM K/IMEHTY TO, UTO HPABUTCS HaM CaMHM, Y Hero ckopee
BCEro OKa3bIBaeTCs TO, UTO €My HY)KHO, M 3TO O3HauaeT, YTO Mbl ITPaBUIBHO
BBITIOJTHU/IM CBOIO paborTy.

OCHOBHbBIE BBIBO/IbI

— Jepatcume cn060. BrINoNMHeHre TOTO, UeTo OT BaC OXKU/IAIOT, U
TOT/la, KOT/la 3TOr0 OXKWJAIOT, — 3TO MHHUMYM, HeOOXOAWMBIN IJIs
TOT0, UYTOOBI BalllK YCJYTHA CUUTA/IMCH XOPOIITHUMHU.

— TIIpodaealime npodykm, Komopblli 8aM CAMUM Hpagumcs
bonbwe 6ce2o. ToNMbKO ec/i BbI peKOMeH lyeTe JyUlliui MPOJyKT WU
rpejjiaraete JIydiidii crioco® BbITIO/IHEHUs paboThl, KAWeHT Oyzxer
JIOBOJIEH.

— Bbl y3Haeme, umo 8bl HA NPABUALHOM NyMU. .. KOT/la K/IUeHThI
HauHyT OXKWJ]aTh OT BaC MpaBWIbHON pabOThl KaKAbli pa3. VI Bam
3aX04eTcsl, UTOObI KJTMeHThl CUATA/IN 3TO €CTeCTBEHHBIM.



I'maBa 9
Korja uTo-T0 H/ieT He TaK

HecMmoTpsi Ha TO YTO Bbl HaHUMaeTe JIyUllIMX pPabOOTHUKOB, TMOCTOSIHHO
rOBOpUTE 0 HeOOXOMMOCTU TIPABUILHOTO BBITIO/IHEHHMsI PabOThI C TIepBOTo pas3a
U pa3pabaTbiBaeTe CUCTeMBI [Jisi TOrO, YTOObI TapaHTUPOBAThH TIPABUJIBHBIN XOf
Jiena, 4To-TO BCe paBHO MPUKIHOUUATCS. YTO JesaTh B 3TOM Ciydae?

OTO Ba)KHBIM BOTPOC, TaK Kak Xopoiasi paboTra cuuTaeTcss HOPMOM, a
CUTyaLuM, KOrJla YTO-TO UJeT He TakK, 3allOMUHAIOTCS ChibHee. KiMeHThI yacTo
CY/IIT 0 HaC UMEHHO T10 TOMY, KaK MbI paboTaeM C ux ripobsieMamu.

WTak, 4To MBI JiejlaeM?

CHauana Mbl u3BrHsieMcsi. [Totom ucnpaessiem ripobsiemy. HemeanenHo. 3a
roc/iefIHVe AeCITUIeTUs s TIpUIIieN K YOe)KZeHU0, UTO 3TO U eCThb /iBa K/Iroua K
paboTe c ykamobamu.

WTak, B mepByro ouepe/ib — U3BUHEHUS.

Bo-mepBbIX, MbI /IeiICTBUTENILHO He TpaBbl. Oimbka He Ao/KHa Oblna
CyuuThCs. BO-BTOPBIX, /1/1s1 K/MeHTa Jitobast rpobnema Oyziet r1obaibHOM, gaxke
eCJ/IM C Hallel TOYKU 3PeHUs1 OHa He3HauuTe/IbHa.

[aBaiiTe mpeACcTaBUM Ha MUHYTY, UTO Mbl 3aHUMaeMCsi He aBTOOK3HeCoM, a
B/IaleeM CeTbH) [PKUHCOBBIX Mara3suHoB. Mbl moxeM npogasate 1000 map B
JleHb, U TIYCTb B CpeJjHeM 4 mapbl U3 HUX UMeEIOT Kakou-mibo gedekt. Ito 20
npobsiem B Hezento, 1000 B roz, HO Mbl roBopuM cebe: «/lena-To y Hac uayT
xopouo! 13 kaxxgou 1000 ripogaHHbIX IKUHCOB 996 xopotive!»

Ho Begp kiveHT He 1iokynaetr 1000 mxuncos, uiu 100, wim gaxe 10. OH
TIOKYyTIaeT ofiHy Tiapy. I eMy BoBce He UHTepecHO OyzeT ycnbiiiarhk: «Hy, Takux
rpo0sieM BITOJIHE MOXKHO OXKM/IATh...», KOIJla OH TPUHECeT CBOI JedheKTHYIO
napy Ham obpatHo. C ero Touku 3peHus, 100 % ToBapa oka3an0Chb OpakoM: OH
KYIWJI IPDKUHCBI, KOTOPbIe Heslb3si HOCUTb.

OH He x0ueT C/yLIaTh pacckasbl po 99,6 % ycriexa Ui 4ToO Mbl TI0TydaeM
OYeHb MaJsio Kajo0 OT HallluX KJIWeHTOB. Y Hero mpobsema, U OH XOueT 3HaTh,
YTO Mbl COOMpaeMcsi C Hell Jienath. Y repBoe, YTO OH XOUeT CJIbIIAaTh, — YTO MbI
JefCTBUTeNTbHO UCKPEeHHe coXkasieeM 00 ormoke.

OObIYHO YCTHOTO W3BHMHEHUSI J0CTaTouHO. Ho ecnu lieHa ToBapa Wu
ycyry Obuia BBICOKOM, Mbl MOXKEM U3BUHUTHLCS MUCbMEHHO, WU TI0 TeedoHy,
WA lake — ecau TipobsiemMa cepbe3Hasi (Haripumep, TpofaBel] 3a0bi 3abpath
MallliHy Ha 06Cy)kKUBaHUe) — M0C/aTh JHOKUHY PO3.

Kak mpaBu/io, MIPUHOCUT W3BUHEHUs TOT, KTO OOI[aeTcsi C KJIWEeHTOM —



HarpuMep, Mpo/iaBer] UK MacTep. 3a Oo/bllive TPeXu U3BUHSETCS MeHe/Kep, a
WHOTZIA M SI. A eCyid Mbl C/IOMaeM Baill aBTOMOOW/Ib (K COXKa/JIeHWO, TaKoe
ObIBasI0), U3BUHATHLCS Oy/eT Kadxcobiil. (KoHeuHo, MbI Balll aBTOMOOW/Tb TIOUMHUM
W1 3aMeHUM. )

Ho uTo ObI MBI HHU JIe/la/id, KJIHEHT J0/DKeH IOHATh, UYTO MBI JIejlaéM 3TO
HCKpeHHe. Y Hac HeT Criel[daabHOM (OPMBI /111 U3BUHEHHWH, pa3paboTaHHOM Ha
BCe C/Tyuau )KHU3HM M BBIMOTHeHHOU Turiorpadckum criocobom. IpuciaTk Takyro
dbopMy — BCe paBHO UTO He U3BUHUTLCS COBCeM. MBI pearvpyeM Tak, uTOObI y
K/JIMEHTA He OCTaBa/iloCh COMHEHWU B TOM, UYTO MbI MepexuBaeM. B KoHIe
KOHIIOB, MbI U B CaMOM JieJie Tiepe)krBaeM. Haill 6u3HeC COCTOUT B TOM, UTOOBI
3a00TUTHCS O HAIIMX K/IMEHTaX, a He ObITh NCTOUHUKOM UX Mpob/ieMm.

Hy xopomo, mbl u3BMHWINCH. HO 3TOro HemoctaTouHOo. MBI [JO/DKHBI
WCIIPaBUTh TO, UTO HAaTBOpPHU/IM. BoT, HampumMep, Kak Mbl paboTaeM C MaIlIMHOM,
KOTOPYIO BEPHYJIM HaM 10 TIPUYKMHE [JIOXOr0 PeMOHTa.

Cpas3y nocsie u3BMHEeHUM Mbl 3a01paeM MaIlMHY B TY MaCTePCKYO, T7ie ObL
TPOBE/IeH TEePBbId PEMOHT, HEe3aBUCUMO OT TOr0, CKOJIBKO MAalllMH OKUAT
obcnyxuBanus. U paboTath ¢ Heli OyJeT TOT »Ke TeXHUK, UTO U B TTEePBbIi pa3.

Ho cHauasia ¢ HUM MOrOBOPUT PYKOBOJWTE/b. Be/lb BUHBI TEXHUKA MOKET U
He ObITb: MacTep MOT JiaTb eMy HeBepHble MHCTPYKI[UH, UM MOIJIa CJIOMaThCs
Kakasi-TO JleTa/ib y»Ke TI0C/e TOTO, KaK K/WeHT 3abpan maiuHy. Ho B mo6om
c/yyae KaXK/IbIi I0/DKeH yOeUThCsl, UTO OH SICHO TIOHUMAaeT TIPOKM30IIe/Iee.

MpbI UW3B/IeKaeM XOpolllMe YPOKHM W3 Hammx omubok. Ob6cyxpas UX C
TeXHUKaMH, MacTepaMH, Ipo/jaBllaMUi, Mbl CHOBa M CHOBa YOeXKIaeMCs B TOM,
HACKOJIbKO Ba)KHO cjlejilaTh paboTy C rmepBOro pasa. DTO TPUHOCUT OOJbIIle
TIPUOBLIIM, CHIDKAeT KOJMUecTBO OecrulaTHOW pabOThbI, KOTOPYIO Mbl JO/DKHBI
cAienaTh, U yMEHBIIIAeT CTPeCC, UCTILITbIBAEMbIM HAllIUMU K/IMEeHTaMH.

Hukro He s00UT, Korja Tpo ero paboTy TrOBOpAT, UTO OHA
OTBpaTUTe/IbHa, HO KPUTHKAa K/IMEHTOB 0ojiee 1leHHA, ueM I1OXBaJia.
Byznet nyuiiie, eC/ii KIMEHTbl CaMHM CKa)KyT BaM, KOTrZa Bbl cpaboTasin
TI7I0X0, YTOOBI BBl MOITIM MCIIPaBUThL TPOO/ieMy U He JIOMYCTUTH ee
TIOBTOPeHUsl. B MpPOTMBHOM cC/lydyae OHH IPOCTO YXOAAT OT Bac U
HUKorga Oosbille He Bo3BpailjatoTcs. M uTo elrle xy>ke — B Oyzayiiem
BbI TIOTIa/IeTe B TOYHO TaKylO K€ CHTYyallMi0, U TOYHO TaK >Ke OT Bac
OTBEpHETCH ellje KTO-HUOY/Ib.

Camasi mobvMasi MHOUW YacTb Haile paboTbl — 3T0 Gecefibl C JIFOABMU,
KOTOpbIe TOBOPSIT, UTO BCe OBLIO CZIe/IaHO BEJTMKOIEITHO U OBICTPO.
A camas HesiroOMMasi — 3TO BBICYIIIMBaHUE PaCCKa30B O HAIIMX TpPOBasax.



HeHaBrXKy, Korgja MHe ToBOpST: «Bbl AyMaeTe, 4TO y Bac 3ameuaresbHas
penytaius? Tak s BaM ceryac pacCKaxy, YTo TyT CZesald C MOel MalunuHom». A
YyBCTBYHO ce0si y)KacHO B TaKhe MOMEHThI, Ja)ke eCd CO MHOM TOBODST
BEK/IUBO.

Ho vMeHHO MOTOMY, UTO $I HEHABWXXY BBIC/IYILIMBAaTh KPUTHKY, s U XOuy,
yTOObI KJTMEHTHI TOBOPU/IU MHE O TII0X0oi paboTe. Hy>KHO 3HaTh, UTO MbI fiejiaeM
HemnpaBWIbHO, YTOObI UMeTh IIIaHC UCTIPABUTD 3TO.

Kak y>ke rOBOpPUJIOCH BbIIIIe, €C/IU Mbl XOTUM, UTOOBI JIFO/IM CKa3av HaM O
HalllUX He/l0CTaTKax, CjielyeT JaTh UM MPOCTOH criocol cenaTh 3To.

OpHU XOTAT BbICKa3aTh BCe B Ivia3a. VIM HY)KHO HeMe[|JIeHHO /1aThb BBIXOZ
CBOUM UyBCTBaM. MbI cTapaeMcsi He TiepeOuBaTh UX, /laXke €C/U C MePBbIX CJIOB
TIOHSI/TH, YTO TIPOM3OIILI0 U UTO HaJl0 UCTpaBUTh. VIM HeoOX0UMO TMOIHOCThIO
BBITOBOPUTHLCS. [1/151 HUX 3TO KaTapcuc.

Ipyrve He uyBCTBYIOT cebsi y00HO, >KaaysCh TaKUM CriocoboM. VIMeHHO
MI05TOMY y Hac eCTh aHKeTa M3 TPexX BOIIPOCOB BO3J/Ie KaCChl, BCe Ipyrye aHKeTbl
Y OTPOCHI, a TaKKe (HOKYC-TPYIIIIbI.

Mbi X0TUM, UTOOBI K/TMEHT BbICKa3as CBOM TpeTeH3uU. ECu oH He[joBO/IeH
Y MPOMO/Yas, MOUTH HaBepHsSKa OH MPEeKpPaTUT C HaMu OTHoIIeHus. OpHako
TIPOBe/leHHble HaMU HKCC/Ie/I0BaHUsI MOKA3bIBalOT, UTO, €C/AM Mbl MCIPAaBJseM
npobsieMy WM TI0 KpaiiHell Mepe TOBOPHUM, UTO COXajieeM O CBoell ommbke, y
HaC 0CTaeTCsl XOPOLLUH LIaHC Y/iep>KaTh K/IWeHTa.

WTak, HpaBUTCS 3TO HAM WU HeT, HO Mbl /IOJ/KHBI 3HaTh, UTO MbI /le/laeéM
HempaBWIbHO. K coKajeHHto, 3TO eJUHCTBEHHbINH Croco0, TO3BOJISIOIIUIA
czlenath B OyaylieM Xopoliyto pabory.

Hazso oTMeTuTh ellle ofHy Belllb. Korza Bbl ycTaHaBnuBaete [ijisi cebst
BBICOKME CTaHJ|apThbl, 00si3aTe/IbHO HaMAyTCsl JOU, KOTOpble C HeTeprieHueM
OyAyT »7#aTh, KOra Bbl oCcTynmuTech. OHU OyAyT MCKaTh (DaHTHK OT >KBAuKU B
MapKOBOUHOM 30HE WM TIPUMED He CaMOro JIydYlllero OTHOLIeHUs] K HUM CO
CTOPOHBI BalllX COTPYJHUKOB.

Huuero crpaiiiHoro. DTO TIPOCTO ellje OJWH TIOBOA [/Isi TOTO, UTOOBI
cTapaThbCs u3berarsb OLIMOOK U TIPO/IO/KATh COBEPIIIEHCTBOBAThCS.

OCHOBHbIE BBIBO/IbI

— Kozda umo-mo udem He mak, uzguHuUmMecb. ITO HECJIOXKHO, U
K/IMeHTaM 3TO BaKHO, HO TOUTH HUKTO HUKOTZAA He TOBOPUT, UTO €My
oueHb >kajab. [loTOM, HeMme[eHHO TIOC/Te W3BUHEHWM, HCIIpaBbTe
1po6siemMy B TIPUCYTCTBUM K/IMEHTA.

— Coenatime mak, umobbl KaueHmy ObL10 /1e2KO NOHCAA08AMBCS.
OTO HeMpUSITHO, HO y Bac T0 KpaiiHell Mepe OyzeT I1aHC UCMPaBUTh



TI0J/IOXKEeHYe Bellleil.

— Hexomopble modu 6ydym u3eo0umb 6dc. YCTaHaBIUBasl AJist
cebsi BLICOKHE CTaH/IapThl, Bbl BJOXHOB/IsIETe HEKOTOPhIX BBIMCKUBATh
BCEBO3MOKHbIe ~HeOCTaTKU. PacijeHuTe 3TO Kak elle OfHY
BO3MOYKHOCTb CTaTh JIyUIlle.

— Y kaxcdozo bbieaiom niaoxue OHuU. [daxke y kiueHTOB. Eciu
OHU TIOTEePSIIOT caMoobsazianue, mpocTute ux. ChenaliTe mar K Tomy,
yToOBI OHW UYBCTBOBa/M Ce0sl CIOKOWHO, Korza OyayT I10TOM
BO3BpalaThbcsi K Bam. (OHU MOTYT ObITh C/leTKa CMYIIIeHHBIMU. )



I'maBa 10
Kak Bcerja uMeTb TO, YTO HY)KHO BalllUM K/IHeHTaM

Kak yXe TOBOPWIOCh, OJUH U3 JIYUIIMX CIOCOOOB MpefoCTaBIeHUs
XOPOIIUX YCAYT — BBIC/IYIIMBATh TTOXKe/IaHUS KJTUEHTa U BBITTOMHSITh UX.

Ho Kak fiaThb K/JIMEHTY TO, UTO OH XOUeT, eC/IM Y BaC 3TOTr0 HeT?

3nechb camoe BpeMs TOTOBOPUTb O Ba)KHOCTH TPAaBWILHOTO YIIpaBIeHUS

CKJ/1a4O0M.
O,ZLHa n3 FapaHTI/Iﬁ TOro, 4YTO KJ/IMEHT HHKOIrZa OT BadC HeE YﬁAET
pda304apOBaHHLIM, — OFpOMHbIﬁ CKJ1an. Ho stot BdPpUAHT CJ/IMIIKOM ,Z[OpOl"Oﬁ.

[Moaep>kaHre TaKOro CKJlafia CTOUT HeMarso, U Iydiliiii crocob 6aHKpoTCcTBa —
UMeTh OO0JIBIION CK/a/l ¥ MaJIeHbKUe TIPOAaKu.

EcTtb apyroii criocob Bcerfia UMeThb TO, UTO HY>XKHO KJTMEHTY, — 3TO CUCTeMa
yueTa, KOTopasi TI03BOJIsieT aHa/IM3upOoBaTh COZlEP>KUMOe Balllero CKjiaZia v /1aeT
BaM 3HaTh, UTO y BaC /IO/DKHO OBITh U Yero He A0/KHO. Takasi cucTeMa ro3BOJIUT
BaM TaK)Xe W3MepsiTh CTOMMOCTh Balllero KarnuTtasa (Harmpumep, Tpu CTOUMOCTH
HalllUX 3aracoB HOBBIX U TMO/IeP’KaHHBIX MaIIMH U 3arnuactedt B 20 MJH.
J0/71apoB Mpu cTaBke 9,75 % rofloBbIX HaIll KanuTaa cTout 1,95 MIH. [10/171apoB
B rof).

Bot, Haripumep, Kak Mbl CJeJUM 3a COCTOSIHMEM 3ariacoB HallliX HOBBIX
MatH. OObIYHO 3aBO/IbI PEKOMEH/IYIOT AujiepaM UMeTh 3arachl Ha Cpok oT 60
1o 90 aHelt; HO Korja IieHbl Ha MalllWMHbI BLIPOC/H, YBEIUUWB U CTOUMOCTD
Halllero KaruTasa, Mbl COKpaTU/IM Hallld Pe3epBbl: TeTlepb MbI /iejlaeM 3arachl Ha
45 nueii. (M sta uudpa craHet elle MeHblle: rypy npousBo/cTBa Ha Cadillac
['appu Koyrep noobeiijai cOKpaTUTh CPOKU MOCTaBKU C IIeCTU 0 ABYX Hele/b.)

Mol cTpemumcsi cbanaHCUpOBATh HalllKM 3arachkl [jis BCeX Mojeyneld —
Coupe de Villes, Fleetwood u T. ;. Takum o6pa3om, ec/id y Hac He OyzieT XBaTarhb
KakoW-TO OfiHOW Mopenu wunu OyneT M30BITOK [pPyroui, Mbl OyleM 3HaTh, UTO
3aKa3biBaTh, a UTO HET.

OtcnexxuBasi mpofiaxu otjenbHoN snuHeliku (Eldorado) oTHocuTenbHO
cymmapHbix mpogax (Cadillac), Mbl Mo)XXeM 3akKa3biBaTh OecTcesiiephl, Aake
ecnu o0luMe TPoJaXu pacTyT MeAjieHHO (Kak 3TO Bcerjila C/ydaeTcs TOC/e
OKOHUAHUSI TPOTrpamMMbl CKUZOK). ECTb Beiib HCKyIlleHHWe BOOOIlle HUUero He
3aKa3bIBaTh, KOT/Ia flejia UIyT He OUeHb XOPOIIIO.

MbI OTC/IeXKMBaeM ¥ CPOKU XpaHeHusi ToBapa. Eci aBToMoOU/TE HaXOAUTCS
y Hac 6onbliie 45 fHel, 10/KHa ObITh IPUUKHA TOTO, UTO OH BCe ellle He TPO/aH.
BeposiTHO, C HUM UTO-TO He Tak. Mo)keT ObITh, OH HEMOJHOTO IIBeTa, WU



IPSI3HBINA, WX CTOUT B yriy. Hy)KHO MOAONTH MOCMOTPETh Ha HErO U MOHATH, B
yeMm fiesio. HaliT MpyUumMHY TOTO, YTO TOBap He MPOZAETCs], TaK >Ke BaXKHO, KaK U
HaWTH MPUUKHY XOPOLIUX MPOAAX.

Ho camoe Ba)kHOe U3 TOTO, YTO MbI U3MEPSIEM, — 3TO JOCTYMHOCTb, TO €CTh
HaCKOJIbKO 4aCTO Mbl UMEEeM Ha CKJiaZle MMEeHHO TO, UTO MPOCUT KiaueHT. Ecin y
Hac HeT TOro, YTO €My HY)KHO, 5TOT 3alpoC 3alvChIBaeTCsl KakK IOTepsiHHas
npofiaka. VI MblI TiLlaTeslbHO OTCJ/Ie)KMBaeM MOTePSIHHbIE TIPOAAXKU. JTO ellle OUH
Crocob BBISICHUTh, UTO UMEHHO HY)KHO 3aKa3bIBaTh. C/MIIIKOM YacTO 3aKyMIUKU
T10/1arato0TCsl Ha CBOM MHCTUHKT, HO Be/lb OJHOTO UHCTUHKTA SIBHO HEJ0CTATOYHO.
BaMm Hy>KHO MOYHO 3HAaTh, Uero XoueT K/IMEeHT.

Ecmu knueHT CIIpdllinBa€T TO, 4YE€ro y BdC HET, TIOTIbITANTECh
IMO3BOHHUTL KOHKYDEHTY W IIPEAJIOKHUTDL oOMeH. HOCKOJ'Ibe BbII'O/1d
MO>KeT OBITh B3&I/IMHOI>1, Badlll KOHKYDPEHT CKOpee BCero CorjiaCurcs.

Kakoi 3amac Mbl UMeeM, Orpeje/nsieTCsi CKOPOCTbIO MPOAAXKH OTAEeIbHbIX
TOBApOB, BpeMeHeM, HeoOXOJWMBLIM [ijiI HOBOTO 3aKa3a, M CTOMMOCTBIO
Karirasia. OueBUIHO, UTO UYeM ObICTpee TPOXOAWUT LMK/ 3aKa3-TIOCTaBKa, TeM
MeHbllle TOBapa MOKHO UMeThb Ha ckiazie. Haripumep, eciv Mol ucrosibdyem 200
Mac/IsiHbIX (PUIBTPOB B HeJento, 3aueM Ham 45-AHeBHbIN 3arac? JTO e Kyua
JleHer, 3aMOPOKeHHbIX Ha CK/aze. Mbl MOXeM XpaHUTb Ha ckiaze Bcero 400
3TUX (PUIBTPOB, 3aKa3biBasi UX KaXXAYI0 HeZleso.

Y Lexus nyulliasg B MUpe CUCTeMaA yrpaB/eHUs 3aracaMy KOMITIEKTYIOIIUX.
OHa 103BOJIsSIeT 3aKas3blBaTb HY)KHbIe 3alvyacTU eXeJHEeBHO. JTO O3HauvaeT
BBICOKMH yPOBEHb [IOCTYITHOCTH Y HU3KHME CKJIJICKMe pacxXobl — KakK JJIsl Hac,
TaK Y J|/1s1 HUX.

[nsi BbISICHEHMSI TOTO, CKOJTbKO BpPEMEHH XpaHATCA Yy Hac TOBapbl C
OrpaHUYEeHHbIM CPOKOM T'OAHOCTH, MbI UCIOJIb3yeM LIBETHbIe MeTKU. Ha Kaxxaou
YIaKOBKe €CTh METKa, LIBeT KOTOPOM COOTBETCTBYeT JjaTe mocTaBku. Harmpumep,
rosiybasi MeTKa COOTBETCTBYeT siHBapi0, KpacHas — eBpamto... He Oyay Bce
Tepeumnc/IsAiTh, HaZIet0Ch, U/EH0 Bbl YXBaTU/IH.

Ec/v Bbl 3aHMMaeTeCh PO3HUYHBIM OHM3HECOM, HalPUMeEpP OIeXK0M, U JIFOAU
MOTYT BH/IeTb TMPAaKTUYECKA BeChb Balll CKaaf, (MOTOMy UTO OHM B HeEM
dhakTUUeCKu Haxo[ATCs), Bbl MOXKETe IPUMEHSITh 0o0jiee yTOHUEHHbIE METO/bI
MapKHUPOBKHU. TpeyrosbHUK Ha I[IeHHUKE MOKET 03HauaTh, UTO TOBAp IPHOBIT B
MapTe, a KBajipaT — 4Tto B Mae. (MbI ellle UCTO/Mb3yeM TOYKHA U3 LIBETHOU
OyMaru, Hak/jerBasi UX Ha 060poTe 3epKasia 3aZiHero Bu/a.)

Bce 5T ugen TNOMOTYyT OrpaHWYMTb 3arnacbl W CHU3WUThb HaK/aJHbIe
pacxogbl. Ho gaxe camasi syuiasi B MMpe CUCTeMa yrpaB/eHUsl 3aracamu He



rapaHTHUPYeT, UTO Bbl BCEraa CMOXKeTe MPeJIOKUTh KJIUEeHTY TO, UTO OH XOYeT B
JTaHHbI MOMEHT.

CriocoboM  GecriiaTHOrO  pacIIMpeHus  Balllero  CKjajla  SIB/ISeTCs
yCTAHOB/IEHWE TIapTHEPCKUMX OTHOLIEHWHM C JIFOAbMH, 3aHUMAKOI[MMUCS
aHaJIOTUYHBIM Ou3HecoMm. JIOMyCTHUM, Bbl PYKOBOAMTE MarasvHOM JKEHCKOU
ofeXXabpl. Bbl [O/DKHBI MMETh BO3MOXKHOCTb OOMEHHBATLCS C OmrpKanIImMu
MarasvHaM, uTOOBbI TTO/IyUMTh Te BeIld, KOTOpble HY>KHbI BallliM KIHEHTaM.
MoxkeT OBbITh, Ballld MOKYTIaTeTbHUIIBI O0/IbIIIe /TIOOAT UepHOe, a Balllero coce/a
— 3ejieHoe. Wik ero moCTaBUIMKKA He OTTPY3WIM emy 3ejeHoe. Bbl MoxeTe
TTIOMEHSIThCS.

Yro KacaeTcs Hac, Mbl BCe BpeMsi 0OOMeHMBaeMCsl C PYTUMH aBTOZUIepaMu
U JaKe C HallUMU MPSIMbIMA KOHKypeHTamu. W ecid Halmemy K/WeHTYy
TIPUIJISIHY/IaCh KaKasi-To 0cobeHHast MallliHa, HarlpyuMep C KaKUM-TO HeOOBIUYHBIM
COueTaHWEM IBETOB, MbI C/lejlaéM BCe, uTOObI JOOBITH ee. MbI Kak-TO Jake
oOMeHHBa/IMCh MallIMHAMHU C JuiepoM u3 CHaTa.

B03MOXXHOCTb MEHSITbCS TOBapaMM T03BOJISIET YBEJIMUUTH [JOCTYITHbIE BaM
3arachl, He Hecsl TIPYU 3TOM OCOOBIX pacxXoZioB. MBI HaIlUIA 3Ty WJIel0 BecbMa
T10/1e3HOM.

OCHOBHBIE BBIBO/IbI

— Ecmb au smo Ha ckaade? /[lonxcHo oHo mam Obimb? Kak
00120 0HO mam aexcum? CKoabKo wmyK Haoo umemsb? Eciau Ballla
CKJ/IaJICKasi CUCTeMa He MOXXeT OTBeTUTb Ha 3TU BOIPOCHI, Bbl CUJIbHO
3aTpy/iHsIeTe CBOIO PaboTy 10 OKa3aHHIO XOPOIIHX YCIVT.

— Bo ckonbKo 8am 06xo0simcs 3anacbl? BHUMarenbHO criefis 3a
TEM, UTO Y BaC eCTh, Bbl YCKOPUTE CBOI TOBAapOOOOPOT U CHHU3UTE CBOU
W3ePKKHU.

— MU3mepsalime ckopocmb YUKAA 3AKA3-NOCMAsKA 051 KAH#O020
nocmaswuka W [JIBUTauTeCb B HalpaB/JeHWM CUCTEM «TOUHO
BOBpEMSI».

— YcmaHosume napmHepckue omHoweHusl. Bbl ke He XOTuTe,
yTOOBI K/IMEHT YXOZM/I OT BaC TOJILKO TIOTOMY, UTO Yy BacC Ha CK/ajie HeT
TOrO, YTO €My HY)KHO? YCTaHOBWUTE OTHOIUEHUS C KOJUIeraMu I0
bu3Hecy, uToObl 06MEHUBATHCSI TOBApaMU B C/lyuae He0OX0AUMOCTH.



I'maBa 11
Hukorjia He ObIBaeT C/IMIIKOM XOPOIIIO

Mebl ObUIM TEpBBIM aBTOMOOWIBHBIM JuiepoM B Texace, KOTOpbIH
TIpe/IOKU OecrylaTHbIe 3aracHble MaIlMHBI /IS CBOMX K/IMEHTOB U CTall
paborath B Cy0600Ty TIO/HBIM [AeHb. OTH HAEW Jadd HaM TIOTpsicaroiee
TIPEUMYIIIECTBO Te€pe/] HalllMMU KOHKYPEeHTaMH — Ha HeCKOJIbKO jieT. O[HaKO CO
BpEMEHEM JIBa HAIllMX KPYMHEMIIHNX COMEePHHKA CKOMMPOBAJH BCE, UTO MBI
caenany. Terepb OHU TOXKE B/IAJEOT MapKaMU 3arlaCHbIX MAIllMH — BTOPLIM U
TPeTbUM B CTPaHe 1o pa3Mepam. (Y KaXK[0ro U3 HUX MpUMepHO no 50 MarmH. Y
Hac 257.) VI oHM ToXKe TIpe/ijiaratoT 00C/Ty>KMBaHHe 110 cCy60oTaMm.

Torya MBI peIvId MOAHATh MJIaHKY. MBI YTMHUIM Halll pabouuii 1eHb 10
8 yacoB Beuepa — Telepb HUKOMY He Ha/ll0 HECTUChb C/IOMSI TOJIOBY, UTOOBI
yCITeTh 3a0paTh MallIMHY W3 CePBHCA, 3aKPBIBAIOIIETOCS B IIECTh.

Hac onsats ckonmpoBaiiu.

MebI CHOBa TMOZHS/IM TUIAHKY: HAHSJIU TTOMOIIJHUKOB /ISl HAILKMX MPOZABIIOB
«KagunnakoB» 1 «JIeKCyCOB» — OHH MPUTOHSIOT TIOAMEHHYIO MAIIIMHY TIPSIMO K
JIOMY KJTHeHTa, a ero aBTOMOOW/Ib TiepernpaB/sioT K HaM. Korza ob6ctykuBaHue
3aKOHUYEHO, TIOMOIIHUK CHOBA OTTOHSIET KJIHEHTCKYI0 MAlllMHYy K HEMY JIOMOH M
3abupaeT noAMeHHY 0. KIMeHTy MPoCTo He Ha/lo K HaM XOJIUTh.

3aKOHUATCs 1M BCe 3T Y/AyUILIEeHHS Hallled CepBMCHOM IporpamMmbl? Her.
Ec/i MbI XOTHM TPUB/EKATh OOJbIle KIHEHTOB U YAEeP>KUBATh HBIHEIITHUX, MbI
JIOJDKHBI 1aBaTh UM BCe OOJIbIlle OCHOBAaHUH UMETh JIeJI0 C HaMHU.

MBI [J0/DKHBI TeHEPUPOBAaTh HOBBLIE HIEU M YIyUllaTh UMEIOIIUeCs, [TOTOMY
YTO K/IMEHTbI He AT HaM BCeX 0a/lJIoB TO/JBLKO 3@ TO, UTO MbI MEpPBLIMH
TIPeJIOKUIN  YIOOHYI0 HOBHHKY. ECIM KTO-TO TIPEJIOKUT UM OOJIbIlle —
Gonbliie ynobcTBa, OoMbIlle cepBHCa WM HaMHOTO Gosiee BBITOAHYIO LIeHY, —
OHM HAC TIOKMHYT, HE3aBUCHMMO OT TOrO, CKOJILKO Mbl CAejalud s HUX B
TIPOIII/IOM.

OTO 03HAyaeT, YTO MbI JO/DKHbI YCTAaHOBUTb BBICOKHWE CTaHJAPThI [JIsl
camMux ce0si ¥ MOCTOSHHO MpeBbIIaTh UX. [IpM 3TOM HaM HY)KHO CMOTPEThb W
Ha3aj, U BIIepe],, U M0 CTOpoHaM. IToToMy UTO, Kak MOKAa3bIBalOT MPUMEPHI C
3aracHBIMU MalllMHaMX ¥ pabOuYMMM yacaMH, Hallld KOHKYPEHTBI Ha camom oese
JOTOHSFIOT Hac — Bcerza. Celuac 3TO y)kKe BOCIIPUHHUMAETCS KakK KJTUIIIe, HO 3TO
TpaBJa: €C/IM Bbl HEe CTAHOBUTECH JIyyllle, Bbl CTAHOBHUTECH XyiKe. SITOHIIbI
UMEIOT CITel[UajbHbIi TEePMHH I TIpPOIiecca HEeINpephIBHOIO YIyUIlIeHUS:
«Kaii3eH». XOTS He B)XKHO, KaK BbI 3TO Ha3bIBaeTe, eC/IM Bbl 3TO ziesaeTe. Hazo



TIOCTOSTHHO CTAHOBUTBLCS Jiydllle — 3TO abCO/MOTHO Heo6X0JUMO, €CU BbI
HaMepeHbl BbDKUTb.

Mbi ucnpoboBav HeCKOJILKO CITIOCOOOB [I/IsT YTy UllleHUs.

115 Hayasa Mbl MPOBEU KOHTPOJIbHbIE 3aKYTKM Y KOHKYpPeHTOB. Temnepb
MbI TIOCTOSIHHO TIpOBepsieM, He OpraHu30Bajv JIM OHU HOBYI MPOTrpaMMmy;,
KOTOPYI0 HaM MOXXHO Oy/ieT ckorvpoBaTh. M Mbl Bcerzia /JO/DKHbBI 3HaTh, KaK OHU
KOHKYPHPYIOT C HaMH, KaKOr0 OHM MHeHUs1 0 Hac. Haripumep, Korjia Mbl TOJIBKO
Haua/ M TipejijlaraTb BpeMeHHble MalllMHbl, BOT KaK OHM OTBeYajud Ha BOIPOC,
TIoYeMy OHU He TIPeI0CTaBJISIOT MOA00HON yCIyTH.

«[a, — oTrBeuan Haill KOHKypeHT, — B Sewell Village 2060psm, uto onu
TIPeJJOCTAB/ISIIOT Takye MalluHbl. Ho BbI KOrja-HUOY/Ib MBITA/UCh ee TIOyUUTh?
Ec/iv Bbl MO3BOHUTE MM, OHU CKa)KyT, UTO BaM HaZ0 MOJOXKJATb MeCsl], TOKa
0CBOOOUTCS OfHAY.

910 He ObLI0 abcosoTHOM TpaBAoii. Ho y Hac AeMCTBUTENBHO YacTo ObLTH
JIUCTBI OXKUJAHUSI.

Mbi Bce paBHO cobupanvch J00aBUTh MalllMH B HAIll MapK, HO, y3HaB, UTO O
Hac TOBOPAT KOHKYPEHTBI, Mbl CZIe/1a/ii 3TO BBICILIMM [IPUOPUTETOM.

B [fomnosHeHHMe K 3aKynmkaM Y KOHKYDEHTOB Mbl T103aMMCTBOBau Yy
pPecTopaHOB U yHUBEpPMAaroB eille OJHY WZel0: TMOKyMaTb y camux cebsi. Mel
HaHs/IM (UPMY, KOTOpasi ABaXk/bl B IO/l TIPUCHLIAET K HAM CBOUX JIFOJIel KyITUTh Y
Hac aBTOMOOW/b. MBI He 3HaeM, KTO 3TO OyZieT 1 KOrJila UMEHHO OH TIpU/IeT.

TauHCTBeHHBIW MOKYMare/b MPOBePsieT 1je/bld CIIMCOK BOMPOCOB, KOTOPbIM
Mbl [la/id 3TOW KOMIaHWU [ OLIeHKM HallWX JeNCTBUN. BbICTPO /M MBI
TIOTIPUBETCTBOBA/M KaveHTa? [Ipeyiokus i eMy Mpo/iaBel] MPOBeCTH MPoOHYHO
noe3aKy? beuid mu Mbl HaBsi3uuBbl? [locsie Bu3MTa dupMa JjlaeT Ham MOHBIN
otyeT. Vcrnonb3oBaHWe TAMHCTBEHHBIX MOKyTaTeseil — 3TO ellle OfUH Crocob
HaWTH TO, YTO MOXKHO Y/IyULLIUTb.

Mbi cTapaeMcsi fiefiaTb BCe 3TO, UTOOBI OCTaBaThCs MEPBLIMU. JTO MOXOXKe
Ha crnopT. YeMnUOHCKME KOMaH[bl, OCTAaHAB/IMBAIOIIMECS B CBOEM pa3BUTUU,
pelko TIOBTOPSIFOT CBOM ycrnex Ha cieayroumui rof. Bo3moxHO, oHU
CaMOyCIoKauBaroTCs. B0O3MO)XHO, WX WIPDOKUA CTAHOBSTCSl CTaplle U TepsitoT
OoiiljoBCKMe KauecTBa. B0o3MOXHO, Apyrye KOMaH/bl TIPOA0/KatOT 0OMeHUBaTh
Y HAaHUMaTh UTPOKOB, 0OWBAsICh YIyUllIeHUM.

To >xe camoe U B Ou3Hece. YpOoBeHb KOHKYPEHILIUU PACTeT C KaXK/IbIM JHEM
— Harpumep, BCe IVIsSHI[eBble aBTOMOOW/IbHbIE >KypHajbl YTBEP)KIAIOT, UTO
Lexus ycTaHOBW/ HOBbIM CTaHAAPT [AJi MallWH Kjacca JIOKC UM OCTaJbHbIM
MPOU3BOJUTENSIM HAJJ0 €My COOTBETCTBOBAaTb. Tak UTO BaM MPUJETCS
CTaHOBUTHLCS1 nyullie. Haubonee Ba)kHasi CHCTeMa, KOTODYIO BbI MOXKeTe
pa3paboTaTh, — 3TO CUCTeMa HeTIPepPhIBHOTO Y/IyUllIeHUs.



[TocTaBbTe BbICOKHE L1e/IU U MTOAHUMAKNTe IJIaHKY 110 Mepe UX [OCTHKeHHs.
Eciu BBl 3TOrO He JiesiaeTe, KTO-TO 00si3aTe/IbHO pPBaHET MUMO Bac, TOKa BbI
TourBaeTe Ha jiaBpaxX. HukorJja He 6bIBaeT CJ/IMIIIKOM XOPOIIIO.

Kak MbI BHeZIpU/iv MporpaMmy HerpepbIBHOIO y/IyullleHUs? JTO HeC/I0KHO,
X0Ts U TpeOyeT MHOro BpeMeHU. MbI He fiejlaeM BCe Cpa3sy, HO TepUOAUYeCKU
TpoBepsieM KaXKAYyH 4YacTb Hallleld [edaTeJbHOCTHM U [lyMaeM, KaK ee MOKHO
ynyuiiiTh. B mMapTe U ceHTsiOpe, K TIpUMepy, Mbl CMOTPUM Ha Teli3aK BOKPYT
HaC — He Topa JiM uTo-HuOyAb M3MeHUTH? B deBpasie u aBrycre mpoBepsieM
Mebe/lb — He BBIVIIAUT JIA UTO-TO CTapbiM WX W3HOIIEHHbIM? Mbl He
NpUZiep>kKUBaeMcsi TOYHOTO rpaMka, HO CUMTaeM Ba)KHBIM [lejlaTb MPOBEPKU
yepes orpe/ie/ieHHble UHTepBaJibl BpEMEeHHU.

Takyto ke MeTOAWKY Mbl TIPUMEHsieM U K HallluM CUCTeMaM: M0oYepesHO
TIpUCMaTpUBaeMCs K pa3/IMuHbIM IpoLjeccam (Harpumep, HaiMy COTPYJHHKOB) U
MbITaeMC YBUZETb, YTO MOXHO YAyuylIMTb. Mbl He TpUCTyraeM K TakKum
IpOBEPKaM C MBICJIBIO O TOM, YTO HaM HaJ0 4YTO-TO CJIOMarb U IOCTPOUTH
3aHOBO. MbI TIPOCTO UIIIEM CIIOCOOBI YyUIIIeHUsI.

Harpumep, Hamm mnpogaBipl IpofaBa/vd Mo 16 mMammH B Mecsil. ITO
HeIIOXO — B /jBa pasa BbIllle CpeJHero Ioka3aress 1o crpaHe. Ho Bo Bpewms
TIoC/ieZiHel TIPOBEPKU MbI TOTBITA/IMCh HAUTU CII0CO0 HEMHOTO YIYUIIUTh U 3TO.
Msbi pa3paboTanu TIporpamMmy CTUMY/IMPOBaHUs, Ha3BaB ee «Komanga 20», —
[7isl BO3HarpaXkieHust TeX MpOZaBIIOB, KOTOPKIe rpozatoT 20 uau 6osibliie MalliviH
B Mecsl]. YeM Oosiblile MalllMH OHU TIPOJIAIOT, TeM Oosibllie MOTYT TIO/yUWTh
JeHer win OecryiaTHBIX TMyTellle CTBUM.

B HameMm cepBuce WHJEKC YAOBAeTBOPeHHOCTH KiveHTOB (CSI) ceiuac
paBeH 96 %. Ewme pa3 mnepeuutaB [lemuHra u Taryuu, Mbl uijeM IyTU ero
yBesinueHus 0 98 % B TeueHue roza.

Mbl Bcerjia HallesieHbl Ha TIOMHBIN ycriex. Mbl XOTUM, 4TOObl y Hac Obun
nyurvie mipozaaBiel U CSI 100 %. Ho MbI pea/vCThl M 3HaeM, uTO OObIIMe
repeMeHbl HeJib3sl C/lefiaTh 3a OJUH Beuep, — a TOTOMY JejiaeM Hebosbliie
y/Iy4llleHUs], HO HelPepbIBHO.

OTOT MpOoLeCC HUKOTJa He 3aKOHUMUTCA. EC/M HaM yziacTCs MOBBICUTH CBOU
CSI 10 98 %, OyzeT ecTeCTBeHHBIM OT/IOXKHTh BCe fiejla U HEMHOTO OTIOXHYTh. B
KOHL|e-TO KOHLIOB, CKOJIBKO YCHJ/IMM YILJIO Ha 3T yayulieHusi! Mbl oTripasgHyem
ycriexu (cM. miaBy 12), Ho GyzeM fiesiaTh 3TO He CJIMIIKOM JI0JITO.

WNHaue ™Mbl OOHApy>KMM, UTO KTO-TO He TOJBKO [OTHaA Hac, HO W
TIPOMeJIBKHYJT MUMO Hac, ¥ Mbl yJKe TIJIeTeMCS [103a/IH.

OCHOBHbIe BbIBO/IBI
— Bbimb nepsbim HedocmamouHo. Hu Pepsi, Hu Coke He Obutn



n3o0perarensiMi IMETUUECKUX KOJI WM HAlUTKOB 0e3 KodewHa.
VIHHOBaIMK CZiesiaiv Jpyrue, a pbIHKOM BrazetoT Pepsi u Coke. Eciu
Bbl OCTaHAB/IMBaeTeCh, IMPUAYMaB OJHY HZEl0, y BaC BO3HUKHYT
TIpO0JIEMBI.

— COoenatime ayuwe. Ilocie TOro Kak Bbl YAYUIIWIA HJELO,
cienaiite 3T0 eie pa3. EcaM Bbl XOTHUTE OCTaBaThCsl Briepeau
KapaBaHa, B Ballled KOMIIAHWH [IO/DKHO OBbITb  HenpepbigHOe
yayullieHre Ha BCeX TO3ULUsX.

— Ilepuoduuecku npoeepslime Kkadxcoylo uacmb eaulell
deamenbHocmu. OTO OOJErYUT IIOMCK TOLO, UTO MOKeT OBbITh
YAYUIIIeHo.

— IlInuoHcmeo... 3TO0 3m0poBo. Bam Hamo mepuofuyecKd
TIPOBOINTh 3aKYIIKKM y KOHKYPEHTOB W Yy caMuX cebsl, BBIMCKHBas
MecTa, TJie MOYKHO UTO-TO Y/TyUIITUTh.



I11. /Trogu: KaK 3a00THTHCA 0 K/JIMeHTaX — U
COTPYAHMKAX




I'naBa 12
Bomnpoc: KTo BaykHee — Balll K/THEHT H/IM Balll
padoTHUK? OTBeT: 00a

Ceituac s BaM CKa)Ky TO, UTO IIOZpa3yMeBa/JioCb BO BCeX IpeAbIayIIuX
[JIaBax: HallW COTPYAHWKU HACTOJIBKO K€ Ba)KHbI, KaK M HalllM K/IUEeHThbl, U C
HUMU HaJI0 00palliaThCsi Tak >ke XOPOIIIo.

[Touemy? Bo-miepBbiX, uTOOBI /lefiaTb BCe TPaBWIbLHO. B0O-BTOpBIX, 3TO B
HallMX >Xe UHTepecaX. Kak MOXXHO OXKHUJAaThb OT HalllMX JIIOZiei, uTo OHU OymyT
XOpOIIIO o0paljarbCs C KAMeHTaMU, eCM Mbl caMMu obpalllaeMcsi C HallliMU
JIFOILMHU TIJIOXO?

HekoTopbie MOTYT CIIPOCUTH: «A 3aueM MHe 00 3TOM BOJHOBaThCs? §1 ke
1aqy um! 3TOro 4To, HeZ,OCTaTOUHO?»

Hert, yepT BO3bMMU!

Kak MblI yke CKa3asu, orjiaTa He CcaMbli IVIaBHbIM (DaKTOp, KOTOPbIM JIFOAU
TIPUBOZST TIPU 00BSICHEHUU TOTO, HACKOJIBKO UM HPABUTCS (WU He HPABUTCS) UX
pabota. 3afonro 0 TOro, Kak TNepelTy K 0OCYK[IeHUIO OriaThl, OHU TOBOPST:
«3JTO OT/INYHOEe MecTo», «OHU Ha caMoM Jiefie 3a60TaTcs 060 MHe» Win «TyT Ko
MHe OTHOCATCS KaK KO B3pOC/IOMY YeI0OBEeKY».

Xopoliiee OTHOIIeHWe K pabOTHMKaM HauWHaeTcsl ¢ WX pabouero mecTa.
HemHorue BUST Hallldi PeMOHTHbIE MacTepCKue (CTpaxoBasi KOMIaHUs TpeOyer,
yTOOBI MPUCYTCTBUE TIOCTOPOHHUX 3/1eCh OBIZIO CBeIEHO K MUHUMYMY), HO BCe,
KTO TYT ObIBaeT, OTMeuaroT ux Oe3ymnpeuHyro uucToTy. I Mbl Ha caMoM Jieie ee
3[1eCh IO/ IepyKUBAEM.

[Touemy? [loToMy 4TO, XOTSl KJIMEHTHI BUAAT HAIM MacTePCKUE pezKo, HO
Halllid TeXHUKU HaXO/ITCSI TaM MOCTOSIHHO. ['1e ObI BbI XOTe/ U MPOBO/IUT 11JIbIi
[leHb — B I'PSA3Y WK B UUCTOTE?

Ho 310 Gosbliie, ueM 3cTeTuKa. Ecu mMbl c/iesiaeM MecTo pabOThI TEXHUKOB
Gosiee mipoeccroHanbHbIM, Oosee MPUATHBIM, Oosiee 3((HeKTUBHBIM, eCU Mbl
JaiuM UM Jydiiiee oOopyZoBaHHWe M WHCTPYMEHTbI — TOTZIa MbI CMOXXEM
HaHUMaTh U JIYYIIUX TeXHUKOB.

TexHuku, paboTaroiije C COBpeMeHHbIMU MalllMHaMU, TIPUOIKAIOTCS TI0
CBOEMY YPOBHIO K MH)XeHepaMm. HekoToprele 13 HalllMX MeXaHUKOB He YUH/IVCh B
KOJUIe/Kax, TI0 pa3HbIM TMPUUYKMHAM, HO TI0 CBOUM YMCTBEHHBIM CIIOCOOHOCTSIM
OHU He YCTyIarT MHXeHepaMm. Takue J/HOAU He 3aXOTAT IPOBECTU BCIO CBOIO
)KW3Hb B TEMHOW IIpOMac/ieHHOW siMe. OHU XOTAT HaxXOAUTHCS B TPHUATHOM



OKDY>KeHMH, TaK ke Kak U Mbl. I MbI ripefiocTap/isieM uM 3T0. Kpome Toro uro
37leck UWCTO, 3[leCh XOpollee oOcBellleHWe. Mbl 3ab60TUMCS  Takxke O
Ge3omnacHocTy. Bce 3T0 faeT UM JJomoHUTEIbHBIE Pe30HbI paboTaTh y Hac, a He
y KOHKYDEHTOB.

Hammx mnpozaBIioB Mbl obecrieunBaeM OTZAe/NbHON O(MHCHON 30HOH, B
KOTOpPOI OHM MOT'YT pa3MeCcTUTh (hoTorpacdvyi CBOMX CeMeH, a He CrOHsieM BCeX B
Oo/bIllyl0 KOMHATy, 4YacTO WMeHYeMyi0 «00e3bssHHUKOM» W/IH «KaMepoi
TIpe/IBapUTeTbHOTO 3aK/TFOUEHHs».

B 3TOM [JlelicTBUTETbHO eCTh CMBIC/I. Kak BbI MOXKeTe OXKHM/IaTh OT Mpo/iaBlia
npoceccroHanyM3Ma, ecid OH BbIHYXK/EH I0/Ib30BaThCsi pabouyrM CTO/IOM TIO
ouepe/ii C KOJIJIErol WK He UMeeT COOCTBEHHOTO TPOCTPAHCTBA ZIJisi pa3roBopa
C KJIMeHTOM?

Msl Bcerza crapaeMmcs 1mo6iarojaputh KIMEHTOB 3a TO, UTO OHU MMEIOT
JIe7I0 C HaMH, ¥ TOUYHO TaK ke MbI CTapaeMcsi T106/1aro/japuth Halllix pabOTHUKOB
3a Xopoliiyto paboty. ITu 6/1arofapHOCTU OJUHAKOBO Ba’KHBI.

S cumTaro, UTO MBI MOKEM TIpUBJIEKATh JYUIIUX /THO[el Grarogaps Tomy,
Kak Mbl C HMMH oOpaijaeMcs. Mbl [JeHCTBUTEIBHO CTPEMUMCS CO37aTh
cemelinyro arMocdepy. Kaxaplii yIpaB/siOIMM HWMeeT CIMCOK JOKTOPOB,
rocriiraseii, IOpUCTOB U OyXraiaTepoB, KOTOPBIX OH MOXXeT TOpPEKOMEH]I0BaTh
COTPYAHUKY B C/Tyuae HeoOX0[UMOCTH.

W TOYHO TaK ke, Kak Mbl Oy1arofiapyM K/IMeHTOB 3a TO, YTO OHU UMEIOT ZIeJI0
C HaMH, MbI 671arojlapyM Halx pabOTHUKOB 3a XOPOIITyt0 paboTy. 3To 6ombiIoe
Jerno.

Mbl TOBOpUM «Cracubo» MHOXKeCTBOM criocoboB. Korza Kro-To fenaet
JIOTIONTHUTE/IbHbIE IIaTW HaBCTPeuy K/IWeHTY, Mbl IMUIlleM 00 3TOM B Halllei
razete «100 %». 3DTOo moOANEp)KWBaeT HACTPOM JIOJed W JaeT HaM
JIOTIONTHUTE/IbHBIN CrIoco6 COOOIIUThL O HAIUX I[eHHOCTSX BCEM, KTO Yy Hac
paboTaer.

Mpbl Takke TIpUAyMald CIel[daabHYH0 Harpagy. Mbl TpOCHM BCeX
pabOTHUKOB, KOT/lJa OHU YBU/ISIT, UTO KTO-TO ZieJIaeT CBOIO PaboTy oueHb XOPOIIIO
1 peasibHO TIOMOT'aeT K/IMeHTY, 3arlo/THUTh CrieljiaibHyo Gpopmy. OHa COCTOUT U3
TpeX KOMHM: OJ[HA JaeTCsi TOMY PaOOTHHUKY, KOTOPBIM TIOIIeN «/IajIbIlle W BBIIIe
TOTO, UTO TpebOBa OT HEro Z0/r», BTopasi — ero MeHeKepy, a TPeThsl — MHe.
OT0 3abaBHas uzes, 1 JIOASIM TPUATHO 3HATh, UTO KTO-TO OTMETU/I UX XOPOIIWM
TIOCTYTIOK.

bapOekio — OAMH W3 HAIMX JHOOMMBIX CIIOCOOOB OTMeuaTh YyCIexXu M
BbIpa)KaThb OnarosapHocTh. Korma Mbl [IOCTUIZIM  PEeKOPAHOrO  HH/EKCa
yIOB/IETBOPEHHOCTU KJIMEHTOB, Mbl yCTpowiud OapOekio. Mbl pa3Becwi v TiO
BCEMY aBTOILIEHTPY ILJIaKaThbl, COOPa/IMCh BCe COTPYAHUKU, U Mbl TOBOPUJIH UM,



Kak 3/J0pOBO OHM paboTtanu. MbI Bceryia MpOBOIMM TakKHe «ITMKHUKW» B pabouee
Bpems. (JIroou TPUXOAAT U YXOAST II0 Ouepead, uToObl I103a00TUTHCA O
K/IMeHTax.)

[TpoBesieHre Tpa3AHOBaHUK B pabouee BpemMss — 3TO eIlle OAWH CIIOCo0
CKa3aThb «Cracubo».

OCHOBHBIE BBIBO/IBI

— Bbl nobnazodapunu ceoux pabomuuxoe ce2o0Hs? Eciu Bbl
Grarozapure CBOMX K/IMEHTOB, BbI [IOJDKHBI TO0/IAaroIapuTh U TeX, KTO
BBITIOJTHUT paborTy.

— Ecmb macca 6onpocos, Komopble MOXCHO Oele2upoeamb. .. HO
BbIHEeCeHHe 0/1aroflapHOCTH COTPYAHUKAaM He OTHOCUTCSI K WX UMCITY.
«Cnacubo» 0Oosiee Becomo, eciu 3TO TroBopUT 60CC, — TMPOCTO
TIOTOMY, UTO OH OocCC.

— Koeda moabko  B803MOXMCHO,  nokasblealime €80
6nazodapHocmb 8 pabouee epems. Eciu Bbl cobupaeTech MPOBECTH
BeuepuHKY, uToObl CKa3aTh Cji0Ba OyarofapHoCTH, roueMy Obl He
TIpOBeCTU ee B 15 yacoB cpenbl BMeCTO 14 yacoB BOCKpeCeHbA? OJTO
TI0KAa3bIBaeT JIFO/ISIM, UTO BbI CePhe3HbI B CBOeH TIPHU3HATeTbHOCTH.

— Co30atime Haepadbl «110 %»... U HarpaxjaanTe Iodaille.
3HauKH, M/1aKaThl, 3aMETKH Ha CAMOM /ieJie pabOoTaroT.



I'1aBa 13
KinueHT He BCerja npas

BbI ThICAUM pa3 C/bIlIajM CTApyk MOTOBOPKY: K/IWEHT Bcerda mpaB. U s
JlyMato, 3TO npaBuabHO. [TouTu BCeraa.

Eciy K/IMeHT HeloBOJIeH Hallled paboToM, MbI CIIpallliBaeM ero, B UeM
nipobsiema, 1 b6ecriyiaTHO ucrpasnsieM. [TouTtu Bcerja.

Ho mpaB 1 KnueHT Bcerja M abCOJIIOTHO, BHE 3aBHCHMOCTH OT JTFOOBIX
o0OCTOSATETLCTB?

Hert.

Yto cocTaBsisieT UCK/IHOYeHue?

YacTo 5TO BOMPOC CrpaBe//IMBOCTH, U UHOI/Ia — JI€HET.

Korza fnenbpru HeboJible, KMMEeHT 8ce2da TipaB. CThio JIeoHap/], KOTOPKIM
yTipaBJ/isieT KPYIHEUIIMM B MHPEe MOJIOYHBIM Mara3vHOM, pacCKa3al HUCTOPUIO
TIPO JKEHII[MHY, KOTopasi KyIuja y Hero ABa (yHTa (uie MUHBOH, KOTZla OH
rpofiaBas ero 1o 5,98 nonnapa 3a ¢pyHT. Ha crnenytolieli Hefiesie OH OpraHU30Bal
pacripogaxy, u (puse ctano ctouTh 4,98 3a dhyHT. OTa MoKyrnarenbHULIA TIPUIILIA
u notpeboBasa, 4ToObl OH BepHY/ el /iBa [jo/ulapa, KOTOpble OHa CMor/a Obl
CIKOHOMMUTb, e/l Obl TIOAOXK/1aa HeZleto.

OH oTzan eii iBa fosnapa. S ObI ToXKe Tak cjenaln.

Ho aBe Thicsgun mo11apoB? OTO COBCEM JIPYTrOM BOIMPOC, He mpaB/a ju?

Korga pacckasblBalOT WCTOPMMA TIPO TO, YTO K/IMEHT Bcerja IIpas.,
KOJIMYECTBO JIeHer Bceryia HeBe/IMKO. Mbl c/ibituM rpo Ctero JleoHap/ia Wiv npo
McDonald's, B KOTOpOM aBTOMaTHUeCKM 3aMeHSIOT Balll 3aKa3, eCJd BbI
HE/IOBOJTbHBI, HO BCE 3TO KacaeTCsl HeJJOPOTUX MPOAYKTOB.

TonnapoB 10 MSATUCOT, BO3MOYKHO, MbI He OyzieM Tpernuparbcs Hu ¢ keM. Ho
Gonblile — 3TO y»Ke CriopHast 00/1aCTh.

IIpumep.

Kak-ToO Haml cTapbld K/IWEHT TMpUrHaJl K HaM CBOK) MallluHy IS
oOCnMy)KHBaHUs, a CaM yexXajl B OTIyCK. B OarakHuke OH 3abbll CyMKy C
rieperiesiaMmuy, KOTOPbIX HaCTpe/isi/l HaKaHyHe Ha oxoTe. KoHeuHo, 3a /iBe Helenu
rieperiesia UCIIOPTU/IMCh U B KOHIIE KOHI[OB B30PBa/IUCh, U HEBBIHOCHUMBIW 3arax
MpPOIUTa/] BCIO MalMHy. Ecimu Obl MbI 3HaMM TPO HUX, Mbl ObI MX IPOCTO
JIOCTaIM U HUUEeTo Obl He CJTyUHU/IOCH.

OH yBepsi1 HaC MOTOM, YTO CKa3asl MacTepy, NPUHHUMAaBIIEMY MalllHY, UTO
TOT MOXEeT B3siTh quub cebe. Ho mactep Bo3paxan: «OH HUUETO TakKoro He
TOBOPWJI TIPH MHe. §1 3Hasl, YTO MallliHa JI0/DKHA Obljla OCTaThCSl y HAcC Ha JiBe



Heziemu. Eciu 661 MHe cKa3au, UTo B Oara’kHrKe Jie)kat reperiesia, MHe ObisI0 Obl
3TOTO JIOCTAaTOYHO, YTOOBI 0CTATh UX OTTYa».

Y MeHs He ObUIO COMHEHM, UTO K/JIMEHT He TpaB U UYTO OH HUKOTJa He
TOBOPUJ/I HAlllUM COTPYJHUKaM O meperesnax B OaraxHuke. Ho MocKo/ibky OH
HaCTavBaJl Ha CBOeU MpaBoTe U ObL/T HAIIIUM CTapbIM KJIMEHTOM, MbI BBIKYTTUIN Y
Hero MamvHy. (Mbl Tipofianu ee MOTOM ONTOBUKY, TIPOAAIOIIEMY TO/epKaHHbIe
MalllMHbI [PYTUM JUjiepaM; OH CKa3as, YTO CyMeeT CIIPaBUThCS C TPo6ieMoit. )

Ec/v BBl XOTUTE TIO/Iep)KUBaTh CBOM OM3HeC, JaBaliTe K/IMeHTaM
TOYHO TO, UYTO OHM MPOCAT, 6e30 BCIKUX Konebanuii. Eciu BbI fiesiaete
XOTb UyTb-UyTh MeHbllle, BbI MO)KeTe MPOCTO HUUero He JesnaTh, Tak
KaK BCe paBHO TOTepsieTe UX pacrioioyKeHue.

1o Kakoro-To MOMeHTa TIpUeM/IeMO, UTOObI K/IMEeHT «pa3BoAWI» Bac. M 3To
BpeMsi OT BpeMeHHU TTPOUCXO/IUT, XOTs ¥ HeuacTo. Hanpumep:

— KnueHT 3asB/sIeT, UTO OH OCTaBWUJ/I B MalllMHe TEeHHUCHYIO PaKeTKY, Korja
TIPUrHAaJI MaIlIMHY B CEPBUC, a Terepb paKeTKU B MallliHe HeT. f 3Haro, UTo Halllu
MacTepa He YB/IEeKarOTCs TeHHWCOM. Ho Bce-TakM Mbl KyNWIA €My JPYTyiO
PaKeTKy.

— OpuH Oup>keBoM OpOKep MOXKa/IoBasICs, UTO, KOr/la OH ObLT y Hac, OH 3a
YTO-TO 3al[eNWJICs U MopBas py0aiiiky. OH mprc/ian HaM cdeT Ha 65 10/11apoB (a
pybariiku Gant ctousu Toraa 6,5 fosinapa), U Mbl €ro OTJIaTU/IH.

(Bei1  omuH JesiTenlb, KOTOPBIM 3aHUMA/CS 3TUM B HalMOHAJTbHOM
Maciirabe. OH Harmicaa B MacCy aBTOL[EHTPOB THMCbMa, UTO OH TTopBaj py0arliky,
KOI7/la OCMaTpuBaj aBTOMOOW/Ib, 1 06aB/Isi/I, UTO COTPYAHUKHU aBTOLIeHTpa ObUIH
C HAM OdYeHb TpyObl. [lasblile OH BbIpaXka/l YBePeHHOCTb B TOM, UTO AWIEp He
OyzieT CMOTpeTh Ha 3TO /ie/i0 CKBO3b Masiblibl U, XOTsS py0ailika Obuia Heoporas
— Bcero 35 /10/171apOB, Biafiesiblly OyZieT UHTePeCHO Y3HaTh O TPOW30IIIe/IIIeM.
OH HampaBu/ 3T0 nMcbMO BceM gunepam Cadillac B cTpaHe u momyuumn Kydy
JleHer 3a CUeT >KeJlaHUsl TUIepPOB C/ie/1aTh MPUSTHOEe CBOMM K/IMEeHTaM. )

— BB ellje KIWEHTHI, YBEPSIBIIIME, UTO Y HUX MPOTaId MOHEThI, KOTOPbIe
OHM JiepyKaT B MallliHe JIJIs1 OTJIaThl TTpoe3zia TI0 XakBesiM, UM B GarakHUKe HeT
HOBOM CITOPTHMBHOW KypTKHM, KOTOpas TaM Jie)Kaja [0 PeMOHTa, WIA OHHU
VICTIOPTH/IM CBOU HOBBIE IITHO/IETHI B CMa3Ke, TIPOIUTOMN BO3/Ie CTOSTHKHU.

B Ka)KJJ0M C/Tyuae MbI BBIITUCHIBA/I UM Ue€K.

OT0 TOXKe 1jeHa Or3Heca, ¥ Mbl MOXKEM 3aJI0KUTD ee B OIOfIKeT.

Moru Hac 0OMaHyTb?

Ha.

BosiHyeT /i1 Hac, uTo Hac Moriv 06MaHyTh? Het.



B Mupe ecTh ompejesieHHbIV TPOLIEHT JIOAel, KOTOpble Tak JesarT. Mm
Ka’KeTCsl, UTO OHU BBIUTPBIBAIOT, KOTZA «Pa3BOAAT» Hac.

Co BpeMeHeM Mbl MO>KEM CTaTh [JUHUUHBIMU, HO HY’KHO OOPOThCS C 3TUM,
Tak Kak 99 % moneli BenyT cebst uecTHo. OHU UCKPEHHE BepSIT, UTO TeHHUCHas
pakeTKa Jiexkasia B baraxHuKe, Ziayke eCIM OHU CJleflaiv TIsiTh 0CTAHOBOK Ha My TH
K HaMm, apy IocJjie HaC ¥ 3aMeTWIH MPOIaxy, TOJIBKO y>Ke BEPHYBIIUCH JOMOM.

Ec/u Mbl HauHeM BBIYUC/ISITh, KTO HaC 0OMaHbIBaeT, Mbl TapaHTUPOBAHHO
oimbeMcsi 1 0OBUHKM XOPOIIero yesioBeka. Jlyuiiie y)K Mbl TIPe/TIOJIOXKUM, UTO,
eCIM K/IWeHT TOBOPUT HaMm, UTO y Hero ecTb Tmpobnema, 3HAYMT, 3TO
[leCTBUTENIBHO TaK.

Wwmest fesio Cc HeJOBOMbHBIM KJIMEHTOM, Bbl OyjieTe 3afiaBaTh cebGe BOIPOC:
KaK TPaBUJIbHO JIeMCTBOBATh B KaXK/I0M KOHKPETHOM Cilyuae?

B kHure «Pa3wmebllieHve 0 MarasuHe» CreHsd Mapkyc nucan: eCc/id Bbl
XOTUTe COXPaHUTh CBOM OW3Hec, faBaiiTe K/MeHTaM BCe, UTO OHH TOTPOCST, He
YBW/IMBas U He YKJIOHSACh. EC/M BBl TOpryetech C HUMH, Bbl Ha MYTH K TOTepe
VX PaCIrOJIOKeHHs.

Eciu BbI CKa3anid, 4To py0allika, KOTOPYHO BbI TOpBaau y Hac, crout 100
[l0JIJTapOB U Mbl U3BUHW/IMCh U BbIUcanu yek Ha 100 mosuiapos, TO BCce ufjeT
TIpeKPacHo.

Ho ecnu kiveHT ckasam, uto pybOatika crout 100 gosiapoB, a Mbl Hauaau
roBOpUTh: «Bbl Befib HOCUIN 3Ty pybaIiky HekoTopoe Bpems. [Touemy Obl Bam
He y/10B/1IeTBOPUTHLCs 50 foapaMu?», 3To OyJieT TO ke camoe, UTO U He C/iesiaTh
HUYero, — TMOTOMY UTO MbI MOTepsiiv JoO6poe OTHOIIIEHNe K/IMeHTa K HaM, Korja
Haua/Ii 0CTlapyuBaTh CTOMMOCTb U 00CY»K/IaTh CTereHb N3HOCa pyDaliku.

CreHyiv pacckasbiBaeT MCTOPHIO, CIYUMBIIYIOCS C HUM B IepBble JHU €ro
pabotbl B wMmarasuHe. OpHa Jama Kynwia OasibHOe T1IaThe, OT/e/IaHHOEe
Kpy’keBaMM pyuHOU pabotbl. OHa 3abpasia ero /jOMOH, OJuUH pa3 Hajiesia u, CO
cioB CTeH/M, «TpUHEC/Ia ero B TaKOM COCTOSHMM, Kak OyATO OHa B HeM
Boposiack, ¥ OMPOCKUIA BEPHYTH €l IeHbI».

Crensii BepHYJI el IeHbI'M — C Y/IbIOKOM, PacCyUB, UTO 3aMEeHUTh KJTMeHTa
OyzeT HaMHOTO IOpOXKe, UeM IiaThe 3a 175 momtapoB (3To 66110 B 1932 rogy).
OH okasancs mpaB. «B Teuenne mHorux Jser, — numer CreHnd, — 3Ta
»KeHIMHa notpatuia y Hac 500 000 goniapos».

Korga st mpounTan 06 3TOM B ero KHUTe, MOsI )KU3Hb CTajla HAMHOTO TIPOIIIe.
BMecTo MomnbITOK pa306paThbCsi, HACKOIBKO UeCTHO BejleT ce0si K/IMeHT, Mbl, Kak
Crenin MapKyc, CMOTPUM Ha L{eHY J0/IT0CPOUYHBIX OTHOLIEHUH.

Ecm uena Bompoca MeHee 500 10//1apoB, PYKOBOJAWTE/Ib JerapTamMeHTa
VMeeT TIOJTHOMOYMS YperyaupoBath TMpoOsiemy. bBorbiiie cymMMmbl TpeOyroT
TIOATBEP)KeHUsT y TeHepajbHOrO Aupekropa. Llemb coctout B TOM, 4TOOBI



nro0oM 11eHOM yiep>KaTh K/IMeHTa.

Ho korja KTo-TO TIbITAeTCs TOJNIyYATh OT TaKOro  OTHOIIEHHs
Heo0OCHOBaHHbIe TTPUBUIETUU, BbI [JOJDKHBI OLIEHUTh, UTO ZIOPOXe.

BOT K/IMeHT TIOKYTIaeT MallliHY, TIpUe3XaeT Ha Hell IOMOU U MOKa3biBaeT ee
eHe. JKeHa 3asiB/sieT: «5 HeHaBUXKY 3efieHbIl 11BeT. 51 xoTesa cuHiO0. BepHu
ee». B 3TOM ciiyuae Mbl TOMeHsieM 3eJIeHYH0 MallliHy Ha CUHIOIO.

Ho et oH mpuoOperaeT y Hac MallMHy W [IeCATb [HEW CIyCTs
oOHapy>KHBaeT, UTo MOT Obl KylUTh Ije-TO TaKyo e Ha 250 /10/171apoB [iellieBiie,
OTBeT CKopee Bcero OyaeT OTpUlIaTe/ibHBIM. Mbl 3aK/IIOUUIN  CAENTKY WU
coOupaeMcsi TIpU/IeP>KHUBAThCS ee yC/IOBUIA.

WHorga momazfarTcs KWeHThl TPOCTO HeBo3MoxkHble. K rmpumepy, KTo-
HUOyIb TIOCTOSIHHO TIPUCTaeT K KAacCUpIlle WX J»Ke TpeTUpyeT Hallux
pabOTHHKOB, HaXO/sl HAIlly BUHY a0COFOTHO BO BCEM, UTO MbI fiejlaeM. B Takux
C/ydasix HaM OCTaeTCsl TOJIBKO CKa3aThb: «MBbI TIPOCUM TIPOIIeHUSs], HO, HAaBEPHOE,
Bbl Oy/ZleTe CUaCT/IMBBI UMeTh [le/l0 C KeM-TO JIDyTuM». Y MeHsl YIIUIO O4YeHb
MHOTO BpeMeHHM Ha TO, UTOObl HAyUWUTHCS 3TOMY, TIOTOMY UTO TMOA0OHBIe
VHIU/IEHTHI C/IyualoTCsl He yaille yeM pa3 B rof. Ho Tereph si Mory ckasaTh
Takyro ¢pasy.

WNHorga ™Mbl Jake HarpaB/iseM TaKuX JIIO[edl TpsIMo K  Hallemy
«TFOOMMOMY» KOHKYPEHTY.

OCHOBHbIE BBIBO/IbI

— Kiauenm ecez0a npas — 00 Kako2o-mo npedena. Hy>kHo HaliTu
3TOT mpefen. Mbl 0 BO3MOXHOCTH CTapaeMcCsl TPUHSTh pelleHue B
MoJjib3y K/WeHTa. Bbl ToXe AO/DKHBI Tak [JefaTb. OTO TMPUHOCUT
TIPUOBLITB.

—  Viabibalimecb, KoeO0a KiaueHm nblmaemcss 0ob6uUmbcs
OonosHuUme/bHbix npusuie2utl. ECiu Bbl pellviv ZiaBaTh KJIUEHTY TO,
YTO OH XOUeT, [laBaiiTe 3TO TMOJHOCTHIO U C y/biOKol. He Topryiitecs,
He 3aKaTbIBaiiTe 11a3a U He OyabTe capkacTuuHbl. Eciu Bbl XOTSI Obl
YyTh-UyTh MeHee TIPUBET/IUBbI, UeM TpeOyeTcsi, 3TO Oy/ieT CTOUTh BaM
BCEro TOTO pacro/ioXKeHusl KJIMeHTa, KOTOPOTo Bbl 1001BaeTeCh.

— Kauenmbl xopowue. Eciy KJIIMEHT TOBOPUT, YTO y HEro ecThb
npo6siema, 99 nporeHToB u3 100, uto 3TO JelicTBUTENBLHO Tak. He
T03BOJIsIMTe OcTaBlemMycsi 1 % u3MeHUTh Ballle OTHOLLIeHue K 99 %.



I'maBa 14
Kak cjje/s1aTh TakK, UYTO0bI K/IMEHTHI MOIILIH BaM
HaBCTpeuy

Oka3aHue XOpOIIUX yCIyT — JBYCTOPOHHMI Tporiecc. Bbl MoXkeTe ciesiath
TakK, UTO K/IMEHTBI TIOWYT BaM HaBCTpeuy.

MbI HauMHaeM C TOTO, YTO TIPOCUM WX TIOMOYb HaM B OpraHMW3aluy Halllen
paboThL.

BcrioMHHTE, UTO MPOWCXOAWUT KaXKIbIA pa3, Korja Bbl XOTHUTE TOYHMHUTH
KaKyr-HUOy/Ib Belllb. Bam mouTtu Bcerjia ToBopsT: «Het rpo6siem, prHecHTe ee
CrOJa 3aBTpa yTpom». Ha3aBTpa B TIOJIBOCEMOTO yTpa BBICTPAUBAETCS OUEpe/b, U
BCe UyBCTBYIOT cebs1 yoorumu. KreHTy IpUX0JUTCS 0)KU/IaTh, TTI0OKA KTO-HUOY/Ib
0CBOOOIUTCS U TI03a00TUTCS O HEM, a COTPYAHUKU OT/eia 00C/TyKUBAHUS
CXOJIAIT C yMa OT TIeperpy3KHu.

OTO TUIOX0M Crocob OKa3aHWsI XOpOoIled yciayrd. MbI MOJOIUIA K 3TOMY
HEMHOTO T10-JPyTOMY.

CkakeM, KJIMEHT 3BOHMT HaM, jKejas CJjaTb MaIllMHy Ha OOCTy>KMBaHUe.
Kak u Bce, Mbl To)e roBopuM: «HeT rnpobiieM» — HO MOC/ie 3TOrO0 CMOTPYUM Ha
CIIMCOK BCTpeY, KOTOPhble Y)Ke Ha3HaueHbl. EC/M B TIOIBOCBMOTO BpEMS YKe
3arpy’keHO, MbI CTIpallliBaeM K/MeHTa, He MOT Obl OH MPHUTHaTh MAIMHY B
nojieHb. B eBITH Cilydasix U3 fiecsITd OH ObIBaeT coriaceH. Eciu ke HeT, MbI
nipeziyiaraeM BpeMmsi Tiocjie obefma umu mociae pabotel. (M moMHHTE, MBI Belb
JamuM eMy OeCrjlaTHYI0 MallliHYy Ha 3aMeHy, IOKa ero MaiiuHa Oyger B
MaCTepPCKOM. )

[IpemocTap/isisi KJIHUEHTY BO3MOKHOCTh BBIOpAaTh BpeMsi, Mbl CTapaemcs
C/lefiaTh €r0 BU3UT KaK MOXKHO mipoirje. ITmoc 3To 1o3BosisieT cOaaHCUpOBaTh U
Hallly 3arpy3ky. Beob ecjii OH ¢IaCT HaM CBOIO MalllvHy B 17 4acoB, TEXHUK
c/leflaeT 4YacTh paboThI y)Ke B 3TOT JieHb U y Hero Oyzer (poHT pabor Ha
3aBTpariHee yTpo. OH /lake CMOXKET, €C/IM 3aX0yeT, NMPUUTH paHbllle, YTOOBI
OoJibliie yCTeTh.

Wtak, BoBCe He 00si3aTe/bHO, UTOOBI BCe KIMEHThI Che3)KA/UCh C/laBaThb
MaIlliHbI B PEMOHT C PaHHETr0 yTpa, ¥ Mbl MOYKEM TIOJTYUUTh W3 3TOTO ellje OJHY
BBITO/lYy: pacripefiesisisi Oojiee paBHOMEPHO HaIlly paboTy, Mbl MOXKEM YEUTh
OosibIlle BpeMEHHM KaXK/[OMy KJIMEHTY W BHUMaTe/lbHee W3yUdUTh COCTOSIHUE €ro
MaIlliHBbI.



C/IO)KHO OpraHu30BaTh IMPaBU/IbHbIA PEMOHT W/IW MPe0CTaBUTh
XOPOUIYIO YCJ/IYTY, eC/IM Bbl HE 3HaeTe, YTO HY>KHO OTPEMOHTHMPOBAaTh
WM 4Yero XxoueT KauWeHT. Haiaure crocob6 3acTaBUThL KIMEHTa
MOTPaTUTh AeCSATh MUHYT JJIs AeTa/IbHOTO OMMCaHUs ero rpobiem u
TI0XKe/IaHUM.

M&bI pekoMeH/1yeM, UTOOBI K/IMEHT caM TTpUexas K Ham, eC/ii ero 0eCIioKosT
Kakve-HUOyb IIyMbl WK fApebe3kaHus, — TaK OH MOXKET BCe OOBSCHUTb U
MOKa3aTb JIMYHO. JTO TIOXO)Ke Ha TOoCelleHHe J[0KTOpa: eCcid OH MOXKeT
OCMOTpEeTh BaC WM BBLIC/YIAaTh Ballld OOBSICHEHWs, OH TIOMOXXET BaM Ooree
3¢ dekTrBHO, UeM ecsi ObI BbI paccKa3aav O CBOeM CAMOUYYBCTBUU TI0 TeedoHy.

Kak HU CTpaHHO, OueHb TPYAHO YTOBOPHTH JItofiel ToJpOoOHO paccKasarh,
YTO UM HYXHO: K/IWeHTBbl Bcerja cremar. Ho e OHU MOTpaTAT
JIOTIOJTHUTETbHBIE [IeCSITh MUHYT Ha OIMMCaHKe Mpo0/ieM, IIIaHChI Ha TIPAaBU/TbHBINA
PEMOHT T10 MeHbIIIeld Mepe yBavBatoTCsl. HUKTO U3 HaC — HU K/IMEHTHI, HA TeM
Oosiee MbI — He x0ueT, yTOObI O7iHa U Ta ke paboTa Jenanack MOBTOPHO. U ecu
OHU He TIPHMEe3KalT BCe C CaMOr0o YTpa, KOTJAa W MbI Ie€perpykeHbl, U OHU
TOPOTISATCS Ha paboTy, — TOTZa MbI CMOXXEM TIOIPOOHO TIOTOBOPUT.

OueHb 4YacTo Takasg HeOOsbIIAs WHBECTUIWS BpPEMEHH TIOMOTaeT
COKOHOMHWTbL MHOTO BpeMeHH B OyayiieM. Mbl cTapaemcsi TOJATONKHYTh
K/IMEHTOB K Pa3roBopy 00 MX 0COOBIX MOXKETaHUSX U TIOTPeOHOCTSIX. XOTUTE A
BbI, UTOOBI MBI MBUTM MAIlIMHY KaXK[blii pa3, KOI/ja BbI TPUTOHSIETe ee K HaM?
[TpeanounTtaete nu Macino «10-40»? Hpaestcsa nu BaMm 1iuMHbI Michelin?
Xopotiio. MebiI czienianu cebe moMeTKy U Gosibliie cripaliyiBaTh 06 3ToM He OyzeM.

Ectp eme oauH criocob ToOKas3aTh K/MeHTaM, KaK TOIyYdTh XOpoliee
obcmyxkuBanue. Hazio OBIT ¢ HUMU JTF00E3HBIMU — TOT/Ia ¥ OHU CKOpee BCero
OyayT mobe3Hbl ¢ BamMu U Oosee TeprienuBbl, UyTo 0bnerunt pabory. TpyaHO
Jieniath UTo-11b0, KOT/ia 3a CIIMHON KPUUUT K/THEHT.

MBI Takke cTapaemMcss OOBSCHUTH K/IWMEHTaM, KakK Mbl BeJeM 7esa.
Haripyimep, MbI paccKa3blBaeM UM O TOM, UTO, KOT/Ia OHM K HaM TIPUXO/ST, Mbl
TIepBBIM [IeJIOM M3BjieKaeM KapTOUKy C UCTOpHeN 00CTy)KMBaHUSI MX MaIlliH. JTa
KapToYKa TaK>Xe T03BOJISIET HaM OTpe/Ie/ITh, KTO U3 MaCTepOB 3aHUMAJICS 3TOM
MainuHOW pasbiie. (KiveHT o0IIaeTcss ¢ OHUM U TeM Ke MaCTePOM KaXK/[bIi
pa3, U y Hac TOSIB/SIETCS JOTIO/THUTE/IbHAs BO3MOKHOCTh [Ijisi YCTaHOBJIEHUS
B3aIMOOTHOIIIEHUM ¢ HUM. MBI XOTHM, UYTOOBI eMy ObIJIO yI00HO UMEeTh C HaMH
Jieio, W BbICTpaWiBaHHE JIMYHBIX OTHOIIEHWM IIOMOTaeT 3TOMY. MBI
PaCCUMTBIBAEM, UTO, KOT/Ia OH CJIBIIIAT CTPAaHHBIH 1ITyM TIO/ KallOTOM, OH CKaykeT:
«51 cbe3Ky K MoeMy MacTepy AjiaHy, ¥ OH 1103a00TUTCST 060 MHE».)

Y3HaB, KTO U3 MacTepoB paboTaeT C 3TOM MaIllWHOW, Mbl HaK/IeMBaeM Ha ee



KPBIITY HeOOJBIIYIO 1[BeTHYI0 HYMEePOBAaHHYI0 HaK/elKy, TaK uTo AJilaH CMOXKeT
YBUZIETh MallIMHY CBOEr0 KJMeHTa B MOpe MalllWH, CTOSILHUX BOKDYT.

[TocKo/IbKY KJIMEeHT 3HaeT, Kak paboTaeT cucTeMa, eMy y)Ke He KaKeTCs, UTo
eC/IU Mbl CYeTUMCS BO3Jle Uy>KOW MallliHbI, TO MbI TIPO Hero 3a0bimu. OH 3Haer,
YTO Y KaXK/I0TO eCTh HOMep U BCeX 00C/y»Kat T0 MOPSIZIKY, TaK UTO 6eCrOKOUThCS
He 0 UeM.

KnueHT Zi0BOJEH, /la ¥ HaM TIpolije /iesiaTb CBOK0 paborTy.

OcHOBHbI€e BbIBO/IbI

— Ilo38o1bme K/AUEHMAam nNoMOUYb 8aM OKA3bleAMb XOPOUWLYHO
ycayey. Hayuute ux, Kak moJjiydarb Jy4llldid CEepBUC: B Kakoe BpeMs
ynoOHee BCero ¢ BaMH BCTPeUaThCsl M UTO OHH JIO/DKHBI CKa3aTh BaM,
yTobObI paboTa Obu1a cZiesiaHa MpaBU/IBHO C MIEPBOTO pas3a.

— Ecau ebl ynbibaemecb, eam modice YablbHymcs. Ecnu Bbl
BEJK/IMBBI, K/IMEHTHI OyIyT BeXK/IMBBI B OTBET. ITO 00sieruaeT paboTy.

— OObvsicHUMe K/aueHmam, Kak ebl pabomaeme. Y BaCc MOXeT
ObITh Jyulllasi B MHUPe CUCTeMa JiJIs U/lea/IbHOTO BBITIOJIHEHHsT pa0oTHI,
HO eC/M K/IMeHThI 3TOro He 3Hal0T, OHW B JIyullleM cCiaydyae OyayT
COUTBI C TOJIKY, a B XyziieM — 00037eHbl. Kora oHH TTOMMYT Baliy
CUCTeMY, OHM OylyT AyMaTh O Bac Jydyllle U 3aXOTSAT BEPHYTbCS.



I'maBa 15
IIporpaMMbl /11 MOCTOSAHHBIX MOKYyINaTe/ieu

PykoBoautens American Airlines bo6 KpsHpamin — Myapblii ueioBek.
Pa3paboTKa ero aBuakomriaH1eil MporpaMmsbl Jijisi UaCTo JIeTArOIIUX MacCaXXUpOB
[l0KasaJsa 3To.

[IporpaMmbl [i/if TIOCTOSIHHBIX T1aCCa’KUPOB  MOJUEPKUBAIOT, CKOJIBKO
BHUMaHUS y/Ie/ISIFOT aBUaKOMIIAaHUM CBOUM KiveHTaM. Kakabiii 6u3Hec mo/mKeH
MMeTh TAKOTO POfia TIPOrpaMMy: 3TO ellle OAWH CIoco0 CO3[aHus JOSTTbHOCTH
K/IMeHTOB. B ToM, uToOBI /F0I BO3BpaIlla/iiCh K HAM CHOBAa M CHOBAa, U COCTOUT
BCs MJjesl Mpe0CTaB/IeHUs TIPeBOCXOJHOI0 KJIMeHTCKOI'0 CepBUCa.

Ecnu Mbl CMOKeM 3aCTaBUTh KJ/IMeHTa BEPHYTbCS K HaM, MPOU30UJET BOT
yToO.

Bo-nepBbIx, Halllk TIPOZA’KU BBIPACTYT. K/MeHT MokKyriaeT yHac 6obliie.

Bo-BTOpBIX, MBI yCW/IMBAaeM Hallly TIO3ULUK0 Ha pbiHKe. EcC/iv KaueHT
TIOKYTIaeT y HacC, OH He TIOKYTaeT Y KOHKYPEHTOB.

B-TpeTbux, Mbl CHMW)KaeM HalllM pacxoJbl Ha MapkeTWHr. Ha roBTOpHOE
TpUBJIeYEHWE K/IMeHTa He HaJl0 TPaTUTh MHOIO JeHer: OH y)e Hall KaueHT. K
TOMY >Ke [0BOJIbHbIE MOKYIIaTe/IM PaCCKa)KyT CBOUM [IPy3bsIM, KAK UM HPaBUTCS
MMeTb JIeJI0 C HaMHu, — a HeT 6osee 3(hpeKTHBHOI peKaMbl, YeM peKOMeH Ialusl
Apyra.

B-ueTBepThIX, 3TO U30aB/sIeT HaC OT 1IEHOBOW KOHKYPEHLIMH, TIOTOMY 4TO
NOSITBHBIM  KIMEeHT BpsAJ, M COOJIa3HUTCS CKUJKOW B HECKOJBKO [0JI/IapOB B
IIPyrOM MecTe.

W HakoHell, 0BOJIbHBIN K/IMEHT OyzleT OXOTHO ITPOOOBaTh W /Ipyrve Hallu
TIPOAYKThl WM YCJIYTH, TaK KaK MbI JleJlajid Jijis Hero XopoIlyr paboty B
TIPOLLIIOM.

C yueToM BCeX 3THUX MPEUMMYIIECTB MHE TPYAHO MOHATh T[PUYMUHBI, I10
KOTOPbIM Yy KOTO-TO HET MpOrpaMMbl /i TIOCTOSIHHBIX TMOKYyTlaTesnen: Belb
NIOSITBHOCTh K/IMEHTOB He TIOSIB/sieTCsl cama Cco0oil. A mporpamMma Takoro pofa
TOBOPUT KJIMEHTY O TOM, HACKOJIBKO OH [IJIs1 BaC BayKeH.

[Iporpammbl  [I/id  TIOCTOSIHHBIX —TTOKyIare/ied /JOKa3bIBAakOT
KJIMEHTaM, HaCKOJIbKO OHM Ba)KHbI Jij1s1 Bac. VICo/ib3ysi TakoU MOAXO/,
Bbl HJleTeé HAMHOIO Jajbllle, 4YeM Korja TroBopuTe (MHOrJa
MeXaHUUeCKH) «Cracubo». Bbl JeMCTBUTENbHO BO3Harpakjaere
JIFOfled, UMEOLLMX C BaMH [1eJ10.



EcTb ellje mapa TOHKHX, HO BaXXKHbIX MOMeHTOB. HarnprumMep, aBuakomMaHuu
caMU BBITIOJIHSIOT BCIO paboTy mo odopmiieHuto Oymar. KnueHTy He Hajj0 3a
yeM-TO CieuTh. (I gymaro, eCTb UTO-TO yYHU3UTE/SbHOE B TOM, UTO K/IMEHTA
3aCTaBJISIIOT OTC/IEXKUBaTh, CKOJILKO OH y Bac TMoTpaTui. YacTo oT Hero TpedyroT
KBUTAHLUA WM 3aBOJAT KApPTOYKW, HAa KOTOPBIX OTMEUaroTCs TOKYIKW.
CUMTAal, YTO 5TO HENpaBWILHBIM IIOAXOZ: K/IWEHTa CJIOBHO Obl 3aCTaB/SIOT
BbIMa/IMBaTh y BaC MO/japOK. )

Kpome Toro, mporpamMmsl fijisi TIOCTOSIHHBIX MOKYyTMaTeaeld 4acTo MOMOraroT
X0351eBaM Mara3svHOB OIpeJe/IuTh CBOET0 Jyulllero KiaueHta. Mbl MOXeM B
o0111eM Tipe/icTaB/sATh cebe, uTo MUCccUC [IKOHC TTOTpaTH/Ia MacCy JieHer y Hac 3a
BCe T'Ofibl, HO SIBJIIETCSI JIU OHA 00Jiee XOPOIIMM MOKyTiaTesieM, yeM MUcCUC CMUT
UM Muccuc Yaut? TpyaHo HalTH yesioBeKa, KOTOPbIK Obl TOMHUJ Bce 3T0. Ho
JIOJDKHBI JTU Mbl UMETh TaKy0 UHGOpMaI1io?

[IBe Mou nmroOMMbBIe UCTOPUU 00 3TOM KacaroTcsi oTenss Mansion 371ech, B
Hannace. Korga ero Biaiesiblibl 3aHS/IMCh BBIYKMC/IEHUEM CBOUX CaMbIX JTyYIIINX
K/IM€HTOB, OHU OOHApPY>KW/IH, UTO /IBA MHBECTUIIMOHHBIX OaHKWpa TPaTIT B UX
pectopane 20 000 mosutapoB 6 mecsiy. B ux pecropane! Tosbko TOrAa [0 HUX
JIOILJIO, UYTO OHM JIOJDKHBI 3TUM JTFO/ISAM 00JIbIIIe, UeM ITPOCTOe «Cracubo».

AHasornuHasi Belllb, TpaB/ia, B MeHbIlleM MaciiTabe, Tpou3olia U €O
MHoOM. Harrla komrnanusi ycrporaa B Mansion /iBa 6/1arofapCcTBeHHBIX obesia /iist
CBOMX MPOZABLIOB, a MIOTOM OJTHAX/IbI MbI C YKEHOM PelIn/IA MPOBECTU BbIXOAHbBIE
To/lasbIlie OT BceX. S1 MO3BOHMI, UTOOBI 3aKa3aTh /IJisk HAC KOMHATY, HO, KOTZla MbI
rip¥exaqyd TyJa, OKa3aJoCh, UTO HaM TIpeJoCTaB/eHbl arapTameHTbl. OHu
TIPU3HA/IM HAaC XOPOIIMMM K/IMeHTaMU M XOTe/M Hac IobsarofapuTh. OTO ObLT
JKeCT, KOTOPbIM MbI BbICOKO OLI€EHW/IA — W 3allOMHUJIN.

Y Hac ecThb HECKOJIBKO CITOCOOOB BBIPA3WTh ITPU3HATEILHOCTb K/IMEHTaM:
NMUYHO, Mo TesieoHY (MBI BCerjla 3BOHMM 4epe3 Iapy JHel Iocje TOoro, Kak
ye/IoBeK KYMWI y HaC MaIllWHY, 4ToObl yOeauThCs, UTO C Hell Bce B IMOPSAKe, U
elje pa3 CKasarb, KaK MbI LIEHUM TO, UTO OH WMeeT JieJi0 C HaMU), U UHOTJAa MbI
pacchi/laeM OTKPBITKH C 671arojlapHOCThiO. A TeM, KTO KYNWI y Hac JBajliaTh
MATYI0 MAIlMHY, MBI BCerJa TMOChUIaeM TpeKpacHblii Ky6ok oT Steuben.2l (5
VIAMBIISIFOCh, CKOJTBKO HA/I0 3aIlJIaTUTh FOPUCTY WM OAHKUPY, UTOOBI ITOTYyUUTh OT
HUX XOT$S1 ObI OTKPBITKY. UTO YK TYT TOBOPUTbH TPO KYOOK...)

OpHako TporpaMma BO3HarpakJieHus1 He ZIo/DKHA ObITh TTPUBSi3aHa K KaKOM-
TO 0COOeHHOI TOKynKe. HarmprmMep, Mbl IPOBOJUM €XXEroJHYI0 BeUepHUHKY JIsI
KiveHToB. OfMH pa3 3To Obio apT-10y. B Apyroit pa3 — mopgHoe aedune ot
Neiman-Marcus. Kak-To 3To0 Oblla TypMaHCKasi BedyeprHKA, TOTOBWUTH [I/isi
KOTOpOU MbI npuriacunu [ons [pygoma.

Y Hac eCTb MOJHBIM COMCOK HAIIWX MOKyMNaTesed, U Mbl TpPUIVIALaeM B



rOCTU WX BCeX. Mbl He TMpur/aiiaeM MOTeHLUaJbHbIX K/IUEHTOB (XOTS Y
HEKOTOPbIX TPOJABLIOB €CTh TakKoe I[paB0) — Mbl OrpaHUYMBAeM KpyT
TIPUIJIALLIEHHBIX TOMBKO TeMU, KTO MMeJ C HaMU [ieJi0 B MPOLUIOM: 3TO Hall
cnocob ckaszaTb «Ccracubo» CTapbIM K/IWeHTaM, MoA/[ep>KaTh C HUMU OTHOILLIeHUS,
ellle pa3 cZienark /Il HUX YTO-TO.

KT0-TO MOXXeT CKa3aTb, UTO MporpamMma BO3HarpaXkJieHusi KJIMeHTOB — 3TO
J€HbI'M Ha BeTep: MOJI, TTOCTOSIHHBIM MacCaXXUpP WM TMOCTOSHHBIA TMOKyTaTe/lb
BCe paBHO MpHUJET K BaM, UTO €ro BO3HarpakJarb? Bbl MpPOCTO BBIKW/bIBaeTe
J€HbI'M U3 CBOETO ’Ke KapMaHa.

Ho ckonbKo ZieHer oka3asnoch B BallleM KapMaHe 0s1arofjapsi 3TUM XOPOLIUM
KaveHTam? He cTouT yin ckas3aTh UM «criackbo» xotsi Obl 3a 3T0? U nouemy Obl
He /laTh UM JIOTIOJIHUTE/IbHbIE Pe30HbI /il TOr0, UTOObI OHU TMPOJO/KAIU ObITh
BalllUMU K/TME€HTaMu?

JIropu mobsiT, Korga ux bnarofapsr 3a To, YTO OHU UMEIOT C BaMHU [IeJio.

OCHOBHEBI€ BBIBOJIBI

— bByobme Ha cea3u. OmnpenenyvB CBOUX MYUIIMX K/IAEHTOB,
pery/isipHoO ob61jaiiTecb ¢ HUMH. MoXXeT ObITb, BbI TIPHUIIIETE UM CBOU
HOBOCTM WM TIPUITIaCMTe Ha BeuepuHKY. [loKa)khTe, UTO BBl He
3a0bI/TM O HUX.

— Kak uacmo Haoo 2080pumb «cnacubo»? Kaxzaplii pa3, Koraa
TIPe/IOCTaB/ISIeTCSI BO3MOYKHOCTb.

— He 3abblsatime o dene. Kaxk/bIii pa3, CBA3bIBAsICh C KITMEHTOM,
BK/IFOUMTE B MMCHMO UYTO-TO €IIle: OMMCaHHWe HOBOTO TIPOAYKTa WU
yC/IyTy, UH(OpMaI|io 0 pachpojake m1Mbo 06 yBennueHHH pabourx
YyacoB U T. M.



I'maBa 16
Kak HaHATH JIyUYIlIUX COTPYJHUKOB

OTnuuHbIe yC/IyTH MOTYT OKa3biBaTh TOMBKO OT/IMUHbIE paOOTHUKHU. UTOOBI
OBbITH JYUIIIMMU, HY)KHO HaliTu Jitofiel ¢ otjeHkamu 10 no 10-6a/uibHOIM 111Kase.

KoHeuHO, MOXXKHO CHZEeTb B CBOeM OQuce M X[aTh, KOrJa Takue JIOAU
npuayT caMd. Ho 3To He oueHb 5PeKTHBHO: Mbl TIOTPAaTUM Ky4yy BpeMeHU Ha
VHTEPBbIO C HEJOCTAaTOYHO KBa/JIW(ULIMPOBAHHBIMU JIHOIbMU, TpeXAe 4YeM
HaW/JleM TOT0, KTO HaM HY>KeH.

Mbi mibITaeMcst 00oWTH 3Ty mnpobneMy, TPOBOJST WHTEPBBID CO BCEMHU
TpeTeH/ileHTaMH, C MOC/eJyOLIUM TeCTUPOBaHHWEM TeX, KTO TMPOM3Bes] Ha Hac
BIleuaT/ieHHe B Xo/le MHTepBbi0. (MBI ellle TOroBOPpUM O TECTUPOBAHUU HUKE.)

[Ipoueccy HaviMa Mbl yze/isseM MHOTO BHMMaHus. Bcd Hama cucrema
o0CMy)KMBaHUsST OCHOBaHA Ha TOM, UTO KaXKbl KIUEHT [JO/DKeH UMETh
TI0JIOXKUTEJTbHBIN OTBIT 0011leHHsI CO BCEMH HalllUMH COTPY/IHUKaMU, C KOTOPBIMU
eMy TIpUZeTCs BCTPeTUThCA. [103ToMy M rofei Mbl 0/DKHBI HAHATH XOPOLLUX, a
[J151 3TOTO MPUXOAUTCS TPAaTUTh MHOTO BpEMEHU Ha UHTEPBBIO.

[Ipobnema Hailla B TOM, UTO Mbl OUeHb 3aHSTHL. VM eCiu HaMm TPUCHIIAIOT
pe3toMe ueThipe YesioBeKa, Mbl UacTo ybexkiaeM cebsi B TOM, UTO MbI JO/KHEI
HaHATb OJHOTO U3 HUX, TaK KakK BCe OHU, BEPOSITHO, OJVHAKOBO XOPOLLIH.

Ho uariie Bcero 3To He Tak. MoxeT ObITh, Jydlliasi KaHAUAATYpa /1JIs1 Halllei
paboTbl HaXOAUTCS CPeAV 3TUX YeTBephbIX, HO ILIAHChI CKOpee 3a TO, UTO ero
37ieck BoOOIle HeT. BO3M0OXXHO, Ha/lo TIPOBECTH WHTEPBLIO C /IBAaIIAThIO MSTHIO
KaHAugaTamMy, 4ToObl HaAWTU TI0-HACTOSIIIEMY TIOJXO/SIIEero ueoBeKa, U C
COTHeH, UTOObI OTHICKAaTh KOTO-TO /IeHMCTBUTENLHO Bbiiatolierocs. Ho y Koro
eCTb CTOJIbLKO BpeMeHM Ha Bce 3T0? B KakoM-TO MOMEHT TIpUZeTCs
OCTaHOBUTHCS.

WM Bce-Taku g Aymaro, U4TO, eCJIM Bbl He MOrOBOPWU/IM C JBaJLaTbO TATHEO
KaH/u1aTaMu, Bbl He UCKaIM XOPOLLO.

Eciu oHM xopoiiio paboTaniy B MPOIIIOM, BEPOSITHO, OHU OyayT
xopoIio paborars u B Oyayiiem. Tak uTo, MPOBO/ist UHTEPBBIO, UIIUTE
TeX, KTO ObL/T yCTiellleH U MPOsSIBUI JIJiepCKUe KauecTBa.

3a MHOTHe TO/[bl Mbl Halll/TU BeCbMa HeryIoXoi Crioco [ijisi pacrio3HaBaHus
BbIJJAFOLLIUXCS JTFOZeN.
71 Hauaa, Mbl TIOUTH He ZiaeM pekyiaMbl. JIF[1, KOTOPBIX MbI XOTe/N Obl



BUJIeTb Yy cCebsd — JmyumMe Jfroad, — yxe uMeoT pabory. OHM He
IIPOCMATpUBalOT OOBSABIEHUS O BaKAaHCHSAX M He PAacChIIAIOT CBOW pe3loMe.
Ckaxy Oosbliie: OOJIBIIIMHCTBO M3 YCIEIIHBIX JFO/eH, HaHAThIX HaMH, BOOOIIe
HUKOT/Ia He UMeu pe3toMe. Mbl UX HAwAu, TIOTOMY UTO YCJIBIIIAIH O pabore,
KOTOPYIO OHU BBITIOJIHSIZIM TZE-TO elle, WIA, YTO CAy4YaeTCs ellle uvalle, MUxX
TIOPEKOMEH/IOBA/IH JIpY3bsi. Kak MpaBuUsIo, JIFOAU BBIJAIOIIMXCS KaueCTB JPYy»KaT C
cebe T10j0OHBIMH, TAaK UTO MbI OOpalljaeM camMoe MpUCTaJTbHOe BHUMaHHe, Korja
KTO-TO M3 HAIlIMX JIIOZIEH peKOMEeHAyeT HaM Jipyra.

17151 HaC Ba>KHBI AT KPUTEPHUEB:

— Hanuuue ucmopuu ycnexa. Mbl XOTUM HaHUMaTh JIO[leU, JOKa3aBIIHUX,
YTO OHU MOTYT ZI0OMBAThCs pe3y/brara. X Mpolibie yCIiexu He 00si3aTe/bHO
JIOJDKHBI JIeXKaTb B cepe Hailero 0M3Heca, HO Mbl XOTUM 3HaTh: ObUIM /M OHU
yCIielliHbl Ha Tiponwio pabore? B x066u? B >xusHu? PabGotanu v oHU Ha
TIUJIEPCKUX TTO3ULIUSIX ?

— Humennekm. Hallle TeCTUpOBaHNe TO3BO/ISIET KOJTUMUECTBEHHO W3MEPHTh
ero. IIpy NMpouMx paBHBIX 0OCTOSATEBCTBAX YMHBIE JTIFO[W C/E/IAl0T /10 JIyJllle;
K TOMY >Ke C HUMH WHTEepecHee HaXOAWTbCA pSAZoM. B Haileli KOMITAaHUH 3TO
0COOEHHO Ba)XKHO, TaK KaK C TeUeHHeM BPEMEHM Y HaC CJIO)KU/IACh IPyTa OYeHb
CTIOCOOHBIX JTFOZIel ¥ UM TPYHO paboTaTh C II0AbMH MeHee cO00pa3uTeTbHBIMHU.

— DHepeus. MHe HpaBATCSA JIFOAW, KOTOPbIE €p3ai0T BO BPEMSI MHTEPBbIO.
YacTo 3TO He CUMIITOM HEPBO3HOCTH, a MPHU3HAK TOrO, UTO OHHU MPEANOUIN ObI
yTO-HUOY/Ib C/le/IaTh, a He CUZIeTh CUIHEM Ha CTYIe.

Bbl MO)KeTe MHOrOe y3HaTh O CTENeHM SHEeprMuHOCTH YejIOBeKa, ecC/u
TIOMHTepecyeTech ero xo006u. OH MyTelIecTByeT, OeraeT, KaTaeTCs Ha JIbDKax,
UrpaeT B pakeTOO] WX >Ke WrpaeT B IlaxMaThkl, OpupK U uuTaer? (B upeane,
KOHEUHO, OH /I0JDKEH UMeTh X0001 000MX BHI0B.) MHOrMe Hallld COTPYJHUKNA —
OBbIBIIIE CIIOPTCMEHBI. EC/M Bbl OBIBIIIMH >KOKEH, Bbl, HABEPHOE, 1OCTAaTOUHO
BBIHOCJIUBBI, UTOOBI MPOBOAWUTL Ha HOrax MHOTMe 4yachl (12-uacoBoii pabouwuii
JIeHb Y Hac OObIYHOE J/1e/I0), U CIOCOOHBI BOCCTAHAB/IMBAThCS TMOC/TEe KPUTHKU
WA TIOTE€PU CJIENTKH.

— Xapaxkmep. Mpbl TIPOBOJMM TIPOBEPKY KPEJUTHONH HCTOPUH M
pPEeKOMeH/Ialii, a TakKKe MeAUIMHCKOe OCBH/IeTe/IbCTBOBaHWE, BK/IOUAIOIlee B
ce0s1 TPOBEPKY Ha HAPKOTHUKK. BOKpYT Hac He 10/DKHO ObITh HAPKOMAaHOB.

Ho MBI TbITaeMCSl BBISICHUTBH OOJ/bllle — K MPUMEPY, JIFOOAT /M HaIlM
Oyayiiyie COTPYIHMKM Ha CaMOM jiejie TOMOraTh JIoAsM. MbI TakKe XOTUM
TIOHSTb, TOPAATCS JIA OHU CBOMMM JIOCTH)KEHHSIMU, — CIIpalllMBaeM O Harpazax,
KOTOpbIe OHM TOJyuasd. VIX OTBETbI FOBOPST HaM HE TOJBKO O TOM, UTO OHHM
Jlefla/id paHblile, HO U O TOM, JOCTaTOYHO JIM Yy HUX aMOUIIMi, 4TOObI OBITH
nayumiiMy. KpoMe TOro, Mbl TbITAaeMCs MOHSITb, CIIOCOOHBI U OHM JIOBOJUTH



Jesio o KoHila. Haripumep, si Bcerjia cripaiiiiBato, rouemy OyxrajaTep HUKOT/A
He MbITaJICS CAAaTh YK3aMeH

CPA™! yj kak momyumnock, YTO UeloBeK He CMOT 3aKOHUMTh KOJLIeK
WA YHUBEPCUTET.

— Ilodolidym au oHu? KoHeYHO, 3TO HeJb3sl YBUAETb Cpa3y, HO 3TO OYeHb
Ba)KHO.

Haiiv mipoziaBiibl 4acTo ObIBAIOT TOJCTOKOXKUMU U arpeCCUBHBIMU, HO TIPU
3TOM BOCIIPUHUMAIOT TIOTEPH0 C/eJIOK CJIMIIKOM JIMYHO. BOMBIIMHCTBO W3 HUX
OBbIBIIIMiE CIIOPTCMEHbI W YaCTO CKJIOHHBI K TOMY, UTO Ha3bIBAlOT «HOMOPOM
pa3zieBaiku». Eciu Bbl OTHOCUTECH K UYBCTBUTEJIbHBIM JIHO[SIM, TaKoe
COCe/ICTBO MOKET OKAa3aThCs /1Jisl BaC MbITKOM.

Bor mnpumep. Y oOfHOrO W3 HaIllUX JIyYIIMX TPOJABIOB OJWH TJa3
CTeKJISIHHBIN (pe3y/bTaT /eTCKoro 6asoBcTBa C KarictoneMm). M mpo3Buile y Hero
— MeprtBbiti ['1a3. OueHb TOHKO...

Ecmu Bbl cobupaeTech TIPOBOJUThL [€CSATh-BEHA/I[aTb YacOB B JIeHb C
oripefie/IeHHOM TPyTIToN froiel, BaMm OyJeT rpoiije, eC/ii Bbl UM TIOAXOAUTE.

BbISBUB /HOIel, KOTOpbIe, 10 HallleMy MHEHUI0, MOTYT ObIThb XOPOIIUMU
KaH/[/laTaM¥, MbI HaripaBJ/isieM UX Ha TeCTUPOBAHUE.

MbI MPOBOAUM TeCTUPOBaHUWe YyKe MATHaALaTh JieT. COTPYAHUKU O[HOM
yBa)kaeMou (pUpMbI TI0 TICUXOJIOTUYECKOMY TeCTUPOBAaHUIO CKa3a/il HaM B CBOE
BpeMsi, UTO mpoliecc HatiMa OyzeT s deKTrBHee, eC/Iu MbI POTECTHPYEM BCEX,
KTO MILIeT y Hac paboTy.

Tak Kak 51 BIDOC Ha CTOsTHKe ZIJisl TIPOJa>KU TI0flep>KaHHbIX MallivH, 51 6osiee
CKenThueH, ueM OOJBIIMHCTBO Jitofie. W s pelmui criepBa MpOTeCTHPOBAaTh
caMuX TeCTUPOBIIUKOB, TIOMPOCUB WX OTPAH)XMPOBaTh HAlll T[epPCOHA.
YIUBUTE/LHO, HO OHU TOYHO OTIpe/le/TU/IN HallluX JIyUIlNX, CPeAHUX U XYAIINX
TIPO/IaBLIOB.

Sl Obin BrieuaTsieH W yAMBWICA elje Oosblie, koraa nA-p Pon Tpero,
PYKOBO/IMBILIN# TeCTaMU, TIPeJIJIOKU/T UCTIONb30BaTh Pe3y/IbTaThl HAIIIUX JTYUIIAX
TIPO/IaBLIOB B KauecTBe obpasija /ijis orcka paboTHUKOB B OyzyiiemM. ITo Oblia
yBJ/leKaTe/ibHasl Ujes: TPOTeCTUPYU JIYUIlIMX W TbITalCsl HaHATh ellje Jitofel,
TIOXOXKMX Ha HUX. Takasi cTparerust paborana nocieaHue 15 jeT. (S mpuBoXKy
obpaserj Tecra.)



PE3YNLTATbI TECTHPOBAHHA

QanTop A: HABKKH PYKOBOCTRA
5% 20% 50% 20% 5%
1) 3Hepraq 9 (BelcokoR) 7@ 5 4 3 2 (HuzHoe) 1
2] HoHTponb 9 (BelcoKOR) 87 @ » 4 3 2 (HHzHoe) 1
3] YCTORYHBOCTB
a) MEHTaNLHAA o (BblCOKDR) 876 5 4 3 2 (HuzHoe) 1
&) 3MOLHOHANEHAA 9 (BelcoKOR) o7 @ 5 4 3 2 (HuzHoe) 1
B) BEIHOCNHEOCT 9 (BeicokoR) 7@ 5 4 3 2 (HuzHoe) 1
4)  MnaH4poBaHde H aHaniz 9 (BeicoHoe) 87 6 5 e 3 2 (HAzHoe) 1
51 OpHeHTaumMA
al NPOgakHK 9 (poicoHoe) BT o 5 4 3 2 (HHzHDe) 1
&) 8AMHHHCTRMPOBAHHE 9 (BeicoKDR) 876 5 4 » 2 (HuzHoe) 1
B) NHAH 9 (BelcokoR) 97 » 5 4 3 2 (HuzHoe) 1
GanTop b: JINUALIE CHNOHEOCTH
&)  HHTERANEHT o (BoicOKDR) 876 5 4 3 2 (HuzHoe) 1
T)  CrarycHble NOTPeGHOCTH 9 (poicoHoe) BT 6 5 4 @ 2 (HuzHDe) 1
g2  NorpeGHOCTE B NPH3HaHKKH 9 (Belcokoe) 87 @ » 4 3 2 (HHzHoe) 1
9)  CaMoCTOATENEHOCTE 9 (poicoHoe) S® 6 5 4 3 2 (HHzHDe) 1
107 PyTHHHBI2 ZETAMHK 9 (BeicokDR) BT @ » 4 3 2 (HuzHoe) 1
QanTop B: COOTBETCTBHE HOMMAHHA
11) ¥npagnaeMocTh 9 (Beicokoe) 87 o 5 4 3 2 (HuzHoe) 1
12) CnenoBaHWe NONHTHHE 9 (BuicoKoe) ®* 7 & 5 4 3 2 (HuzHoe) 1
Pesiome
13) OpofipeHue 9 (poicoHoe) S 6 5 4 3 2 (HHzHDe) 1
14) NoTeHuWan pazeMTHA 9 (BeicoKDR) S e @ 5 4 3 2 (HuzHoe) 1
OCHOBHGIE SHTHBLI CCHOBHEIE NACCHBLI
— MHTennexs
— MeHTanksHada YCTOAYHBOCTb
— MOZHTHEHOE OTHOWEHHE
— CaMOyBEPEHHOCTh
HMH: B e e e e T PEE}-‘HI:-TEIT
JonwHocTe: _ [JMperTop cepeyca [ara: 21 aprycra 1989
MPHMEYAHHA: KAHOWAAT BhIWE CPELHErD YPOBHA ONA NPELNOMEHHOA NOSKLKHK, E0Th

NOTEHUHAN pocTa. Bonble opHEHTMPOBAH HAa NDASA, YeM OObIYHBIA
HAHQWLAT Ha QONMHOCTL, CEAZAHHYHD C CEPEMOOM. CaM 40GHNCH CEOEM
NONOHEHKA, CAMOYBEPEH, GYEHL BEIHOCNHE. MOMET BLICTPO O6YYATECA,
NOHAILIEAET CNOCOGHOCTH BhILUE CREJHMY N0 PELIEHHID Npoane K. JSwan
APPEHTMBHOCTE BRICO KA.

Bcerga nu Tecthl paborator? HeT. ViMeroT v mpobieMbl C TeCTUPOBaHUEM
JIFO[Y, YUTAIOLME TUIOXO WM [JJ/I1 KOTOPBbIX AHIVIMMCKUM S3bIK He SIBJISeTCs
pogHbIM? MHOrga. VI XOoTd CUX0/10TU TOBOPAT, UTO pe3y/ibTarbl TeCTa He 3aBUCT
OT si3blKa WM KY/JbTYpbl, § [e/lal0 CKUJKY [/ adpoaMepuKaHLeB WU
VCTIAaHOSI3bIYHBIX U O0JIbllle BHUMAHUS ye/Isit0 UX UCTOPUU yCIiexa.

Ho B 1je/1oM TecTHMpoBaHUe JaeT BIIOJIHE pa3yMHble pe3ysbrarbl. Eciu Mbl
cobupaeMcsi HaHSTb TeXHWKA, ToueMy Obl He B3STb uUejlOBeKa C XOPOIIUMHU
COoCOOHOCTSIMU B 00/1IaCTH M@XaHWKU BMECTO KOTO-TO BPOJie MeHsl, UbH HaBbIKU
B 9TOM c(epe HaxoAATCS Ha cCpefiHeM YpoBHe? W Mbl, BEpOATHO, MOIy4YUM
JIyYlliié pe3y/bTaT, ecyid HaliMeM uesioBeKa, KOTOPhIA [IeHCTBUTENLHO JIFOOUT



BO3UThCA C MAallIMHAMM, BBIITHMCHIBAET ABTOMOOM/IbHBIE >KYPHAJIbI M €r0 OTel| WU
CTapIHK Opat Bce BpeMs IPOBOIM/IM B Fapaske.

HaMm TakXe Ba)KHO TIPOTECTHUPOBAaTh UYeJIOBEKa Y)Ke IOC/e TOTo, KakK OH
NpUHAT Ha pabory. Ho 3TOT OKoHYaTenbHBI TECT TPOBEAET K/IMEHT, a He
TICKX0JI0T. BaM y»ke He Ha/l0 BbIZIyMbIBaTh TEOPETUUECKUE CUTYALIUHA — WUHJEKC
YIOBJIETBOPEHHOCTH K/IMEHTOB SIB/ITeTCS (DOPMOM TECTHPOBAaHUS BO BpeMs
paboThL.

Korma General Motors co3maia TIepBbIM  OTpacieBON  WHEKC

ynoBreTBOpeHHOCTH KiueHTOB (CSI), HekoTopble Auiepbl — 0COOeHHO Te, y
KOTO 3TOT WHAEKC OKa3ajCs HU3KUM, — TOBOPWIH, uTo MeToposiorus GM
HeBepHa.

Mp1 He 3HaM, komy BepuTb — GM UM HeJOBOJILHBIM AWIepaM, U HaHS/IA
¢dbupMy, uTOOBI BBIICHUTh, KTO TpaB. OHU MOMOIJIM MPOBECTU HaM OOILMPHBIN
OMpOC KJIMEHTOB U Y3HaTb, UTO Te AYMAarOT O HAaLLUX JIFOAAX U yCIyrax.

Ecu OBl BbI CIIPOCWIM MeHsI [I0 3TOTO OMpOCa, KTO W3 HaIllUX MacTepOB
sBJIsieTCsT JiydinuM, s Obl Ha3Ban Puua Ilapkepa u ellje OfHOTO uejIOBeKa,
KOTOpBIN /aBHO pabortan y Hac. A eciu Obl MeHsI CIIPOCU/IH, KTO U3 MacTepoB
Xy>Ke Bcex, s Obl ckasan: «Hy, s1 He oueHb yBepeH, BO3MOXKHO, 3TO0 KapeHC
HOurrc? Umu Dan Baiicc? OH ¢ CeBepa ¥ FOBOPUT He TaK MPOTSKHO, KaK MbI TYT
Ha Ore».

Ho korjja Mbl MOMy4YuIu pe3y/bTaThl, B TepBOil Tpoiike Obimu KiapeHc
Hurrc, Jau Baticc u Puu Ilapkep. Tot, Apyroii, mapeHb He Habpas MHOTO OYKOB.
OHn paboran y Hac y»ke ZIJaBHO, OH HaM BCeM HPaBWJ/ICS, U OH ObLT TeXHUUECKU
Oosiee MO/JKOBaH, UeM BCe HAIlM MacTepa, HO K/IWEHTbl CUMTA/Id, UTO OH He
OKasblBaJl UM [OJDKHOTO BHUMaHHA. (MBI MOAEIWINCH C HAM pe3y/bTaTaMu
WCCIIeZIoBaHus, U ceiiuac OH paboTaeT BeJIMKOJIeNHO. )

EnvHcTBeHHOM ripobsiemoit [lurrca u Baticca ObI7I0 TO, UTO s He 3HAM UX
XOPOIII0. A TaK Kak sl UX He 3HaJl, s COMHEBaJICsl B UX CITIOCOOHOCTSX.

S mymaro, 3TO uMcTO uenoBedyeckoe. Korma s Ob1 B PuMe u mbiTancs
IIOMOYb CBOEH CeCTpe, KOTOpas Morajsa B aBapvio, s CYMTajl, UTO Te JOKTOpa,
KOTOpble TOBOPW/IM T0-aHIVIMKMCKH, HAMHOTO YMHee JOKTOPOB, He TOBOPHMBILLIKX
MO-aHIVIMHACKW. OTO HEJIOTMYHO, He TipaBAa Ju? Ho 310 Obia Mo
VHCTUHKTUBHAs peakiiysi. MHe 0o/ibllie HDAaBUIUCh Te, KOTO Sl MOT TIOHSITh.

TecTrpoBaHue He sIBJISIETCS UleaJbHBIM CPeJCTBOM OTOOpa. DTO HEeTOYHas
HayKa, HO OHO BCe-Taku JiefiaeT IpoLecC HaiMa 4YyTouky Jjyuule. /o Hauasa
TeCTUPOBaHUS 1IaHChl Ha MPaBU/IbHBIN OTOOD OBLIM OIVH K YeThIpeM, a ceiuac
oHH Oo7bliie, ueM OZIMH K IByM. Tak uTo 3TO BeChbMa BBITOZIHOE [IeJIO.

Ho, HecMOTpst Ha BCIO BaXXHOCTb TeCTUPOBAHUs, OHO /laeT He Oosee TpeTu
Hallell OlleHKW KaHjuzara. VIHTepBbIO [Jal0T HaMHOro 0osibllle, U TIO3TOMY C



KaXIbIM KaHAuJaToM Mbl OecellyeM HecKonbKo pa3. [locre Toro kak c
KaH/M/IaTOM TIOTOBOPWJI MeHe/pkep, C HUM OOIIalOTCs ellje [Ba WIU TpU
COTpYJHUKa, uTOOBI YyBWJEeTh, KaKOB OH B jene. VM HakoHell, B TOC/eJHIOI0
ouepeb Mbl OpraHM3yeM 3aBTpaK KaH[uJara C TMapold HalluxX 4YejoBeK. JTO
M03BOJISIET HAM OLIEHUThb ero CoLMaibHOe TI0Be/leHHe, a IJIaBHOe — OIpe/e/nTh,
HaCKOMbKO HaM CaMUM HpaBUTCA ObITh psifioM ¢ HUM. Eciu Ham HOBbIN
COTPY/JHUK HeTpUsTeH, TO U K/IMEeHTY OH, BO3MOXXHO, TO>Ke He TIOHPAaBUTCHI.

OCHOBHBIE BbIBO/bI

— ¥Ym — xopowio. TectupyuTe UHTe/IeKT. [Ipy MpoOUMX paBHBIX
YCI0BUSAX JIyYllle HAHATh YMHOI'O Ye/I0BeKa, YeM HeyMHOTIO.

— IIposepsitime no obpa3syy. TecTupyiiTe JydlliuX COTPYAHUKOB
Yl TIBITalTeCh HAHATD JIFOZeM, MOXOXKUX Ha HUX.

— Ilposodume cmo/nbKO UHMEPBbIO, CKOAbKO CMOXceme... Ha
Kaxcoyro eaxkaHcuro. Bo03MOXXHO, Bam TMpHAETCS IIOTOBOPUTH C
[IBa/ILIAThIO TIATHIO JIFOABMU, TPEX/e YeM Bbl yOequTech, UTO HAllLIU
MOAXOAALero YejoBeKa.

— Cnpawugalime 06 ux npouuibix ycnexax. Jltonu, nobusiiecs
ycriexa B MPOLLJIOM, CKOpee BCero A00bl0Tcs ycrexa U B Oyay1ieM.

— Bnuwymcs au oHu? Jlyuiiuii paboTHUK B Mupe OyZieT UMeThb
Maccy mnpobsieM, ecid OH He BIMCHIBAETCS B OKPY)KAIOLYIO Cpefy.
Eciu BamM COTPYAHUKM OTHOCATCS APYr K [ApPyry C rpaguen
Ky3HEYHOI0 MOJIOTa, Bbl JOJDKHBI MOAYyMaTb ABaXK[bl, IpeX[e ueM
HaHATb KOI'0-TO OUYeHb YYBCTBUTE/ILHOTIO.



I'naBa 17
BreipaiuBaHue cyrnep3Besj

[Tocsie TOro Kak Mbl HAHMMaeM HOBBIX JItOflel, MbI POBOAUM cobpaHue. Ha
HEM Mbl pacCKa3bIBaeM O Halllell UCTOPUH, O TOM, UYero OT HUX XKAYT B 00sacTu
paboThI C KMeHTaMU. Mbl TakKe Ha3HauaeM KaXK/[OMy «TpeHepa-rapTHepa» —
ye/ioBeKa, KOTOPBIA feflaeT Ty >Xe paboTy U KOTOPbIi MOXKET OOBSICHUTH
MOJIMTUKY KOMIAHWUM WM JaXe MPOCTO TOKas3aTh, TAe TyT TyasneT. Korga Bbl
rornaziaeTe B HEMPUBBIUHYHO CUTYalUI0, Bbl HY)KJaeTeCb B MOAJAepXKKe Apyra,
KOTOPBIN pacCKa)keT BaM NP0 MeCTHbIe TPAULIMW U PUTYaIbl.

MpI TakKe paccka3biBaeM HOBBIM COTPYAHUKAaM O HAllIMX reposix, O TeX, KTO
SIB/ISIeTCS  TIpUMepoM ycriexa. B oTzaene npoaax Mbl roeopum o /[xeppu
I'puddune (ceituac oH reHepanbHbiii aupekTop Sewell Village Cadillac),
KOTOpBIN Tipofia/i B po3Hully Oonbiiie Bcex «KamunnakoB» B ctpane. (B cBoi
JYUIIMM TOZ, OH Tipozas 712 WITYK, a rofibl, B KOTOpble OH mpozaBan 500, 6butu
0OBIYHBIMH. )

Ixkeppu OblT TIpoeccrOHaNbHBIM UrpOKOM B (GyTO0O1 U TIpUBHEC B
TIPO/IayKK MalIllH CBOM arpeCcCUBHBIN U TPY/0/1t00MBEIN noaxosa. OH NpUxoau B
7.30 1 He yxou1 paHblile TIOC/IeIHETO K/KMeHTa, TO eCThb OObIYHO YacoB B 9
Beuepa. OH HUKOTZIA He YXO[u/I Ha 00e/] — Bceryia MPUHOCU/ er0 B KOPUUHEBOM
OyMa)kHOM TIaKeTe U eJi TIPSIMO 3a CBOUM cTosioM. OH He ObL71 B OTIYCKe TISITh JIeT.

Ixkeppu cran paboraTh y Hac B HU3KUN Ce30H, elle Oyayuu
npodeccroHanbHBIM QyTOOMMCTOM. OH 3aKOHUW/ KOJJIE[)K, U ero CMyiiasa
paboTa mpo/iaBiia MallliH — HACTOJIBKO, UTO OH LIe/bIX /iBa rojila He TOBOPUJI 00
3TOM cBoel MaTepu. Korzia oH HakoHel] cKasas ed, YeM 3aHUMaeTCsl, OH NoJjapuil
eil HOBBIM «Kamumniak», yToObl Kak-TO cMSruuTh yaap. C 3TOro MOMeHTa OHM
o0a permiy, UTo aBTOOM3HeC — 3TO K/IacCHasi MITyKa.

I>xeppu nobusics ycrexa Gnarofapsi CBoeMy MeTOAY TPOJaXU MallluH: He
ObI0 HUUero, uero Obl OH He cJienas AJis KiveHTa. Kak-To kommnanusi Dr. Pepper
pa3ocnana no BceM aBTolieHTpaM Cadillac B Haiiem okpyre 3asiBKy Ha MOKYIIKY
MallliHbI [Jjisi CBOEro Tipejcezaresis. BMecTo Toro utoObl TIPOCTO 3arioHUTh
dopmy, Ikeppu meperHan 4deTbipe «Kajusiaka» Ha CTOSIHKY mepesi o(HCOM
KOMIIaHUM U TIONpPOCuI r-Ha KiemeHca, «BbIMTU U BbIOpaTh MaluHy». KiemeHc
TIpU3Ha/ MacTepCTBO Mpojasua [>xeppu U Kynua ofHy y3 MaliuH. C TexX 1Mop OH
CTaJl HalllM TTOCTOSIHHBIM TOKYTIaTesIeM.

Hpyroii repoii — 310 Puu Ilapkep, koTopblii mpojan Oosbllle BCex
3aryacTel U yCayr 3a OAUWH ToJl — Ha [jBa MWIIMOHA AosuiapoB. Ho uTo ere



Ba)KHEe — OH TOJyun/ Oosibliie 671arojapCTBeHHBIX MHCEM OT KIMEeHTOB, YeM
BCe /Ipyryde Hallld MacTepa, BMecTe B3sThle. Puu oOmajjaeT cambiM GO/bIINM
yYPOBHEM COUYBCTBUSI W COTIEPEXXMBAHUS KIUEHTY W3 BCEX, KOTO s KOTZa-i0o
BUjlesl. [T HeEro CcoOBepllleHHO eCcTeCTBeHHO, HaripuMep, BCTPETUThCS C
K/IMeHTOM II0C/ie OKOHYaHMs pabouero BpemMeHH /MO0 B BOCKpeCEeHbe WU
TT03BOHUTH KJIMEHTY U3 JIoMa, UTOOBI BBISICHUTh, UTO HAJ|0 C/lesaTh J/isl Hero. Puu
ceiiuac paboTaeT pyKOBOAWTe/eM CEpPBUCHOrO AeraprameHTa B Sewell Village
Cadillac.

Hu o koM U3 3TuX /0o[el, KOHEeUHO, Hesb3sl CYIUTh TOMBKO MO KHUTe, U
VHOTJa UX JeMCTBUS Ka3aauchb MojpbiBHbIMU. (Hampumep, 3axBar Tpex Jrojei
13 CepBUCHOIO JienapTameHTa /i/isl neperoHa «KaaunnakoB» K ogucy Dr. Pepper
ObLT He OUeHb XOPOILIO MPUHST PYKOBOAWUTE/IEM ZierlapTaMeHTa.) Ho B KoHeUHOM-
TO CUeTe OHMW COBEPIIWIN TPoJaxy U (WIu) ceanyd KJvueHTa JA0BOJbHBIM — a
3TO I71laBHOe. VIMeHHO M03TOMY Mbl CUUTaeM

I'pucdduna u [Mapkepa (M MHOTUX [IPYTUX JItOZieH, YIIOMSIHYTh KOTOPbIX HaM
He 1103Bo/IsieT 06beM 3TOM KHUTH) TepPosIMU, JlaXke eC/TH OHU He Bcerzaa paboranu
T10 TIpaBU/IaM.

Mps1 cTapaeMcsi OJ/iep>KUBaTh JIHOflel C He3aBUCUMbIM MHEHUeM, C fioJiei
OyHTapcTBa B Ayiie. Hamm sydiiivie MeHeKepbl, TIPO/IaBIibl UJIK TEXHUKH PEIKO
JlefIatoT BCe T10 MPOMMCSIM, HO OHU I00MBAIOTCS JIy4lllero KauecTBa paboThI, ueM
Te, KTO pacCTaB/sieT BCe TOUKU HaJ| BCEMU i, — TOTOMY UTO MIPHUBEp)KeHbI fiefly 1
paboTaroT TBOpuecKd. M 1Mo3TOMYy MBI pacCKa3blBaeM O HAIllMX TeposX HOBBIM
COTpPYJHUKAaM.

PaboTHUKM TakXXe JO/DKHBI 3HATh, Yero He HAOO JesaTh. JIroau, yXozsiiye
BOBpEMSI, CTaparoliecss paboTaTb IMOMeHbIle WM He TIOHHUMAIoI[He IIYyTOK,
JIOJITO y Hac He BblJlep>kaT. To/bKO BbIAIOIIHeCs T0/1y4atoT TIpo/JBrkeHue. Eciu
Ke BbI HETpaBU/IbHO OOpalijaeTech C KJIM€HTOM, BbI IIOTepsieTe paboTy.

Mpbl roBOopuUM JIHOZSIM, YTO Ha TMEepBOM TpPOBepKe, KOTOpasi MPOUCXOAUT
aBTOMaTHUeCKH 110 ucteueHnH 60 aHel ux paboTel, OHU OyAyT OLleHeHbI TI0 TPeM
KpUTEpUsIM:

— I1o0xo0sim au oHU? Mbl XOTUM 3HaTh, YTO O HUX JIyMarOT U KJIUEHTHI, U
KOJIJIETH.

— BbinonHsaiom au ovu pabomy? CoBepIilieHHO He Ba)KHO, KaK K HUM
OTHOCSITCsI, €CJTM OHM He BBITIO/IHSAIOT paOd0Ty W/ /Ie/IaloT ee HellPpaBU/IBHO.

— Jlobunucb AU OHU 3HAUUMeAbHbIX YAyuywleHuli? Mbl XOTUM 3HaTh He
TOJILKO TO, UTO OHW CTAHOBSITCS JIyullle B CBOei 00/1acTH, HO W UII[eM MpU3HaKU
TOTO, UTO OHU MOT'YT OpaTh Ha cebst 60JIbIIIe OTBETCTBEHHOCTH.

Ecnu oTBeThl Ha 3TU TPU BOMpOCAa OTpHUlIaTebHble W HeT HUKaKUX
OTpaB/BIBAIOIINX 00CTOSATETLCTB, Mbl PACCMOTPUM BO3MOYKHOCTD 3aHSITh TAKOTO



yejioBeKa UeM-TO JpyruM. KHUTH TI0 YIIpaB/eHWI0 TOBOPSAT, UTO, eC/IU y Bac
MHOTO JIUIITHETO BPeMeHH, Bbl MOKeTe 00YUHMTh KaK/I0TO IMPABU/ILHO BBITIOHATh
paborty. 51 ObI He CKa3aj, YTO KHUTH BPYT, HO B HeOO/BIIMX KOMIIAHUSX, BPOZe
Halllel, HAMHOTO TIPOoIlle 3aMeHHUTh UeIOBeKa, CO3Zaroiiero npobieMer. Mbl He
MOYKEM TPaTUTh BpeMsl U CPeJICTBa Ha TeX, KTO He MOKeT HOPMaJibHO paboTaTth 1
3a00TUTBCST O KMeHTaxXx. Ham Hekorjja >k7aTh, TMOKAa KTO-TO Hauzer ceosl.
KoHKYypeHIIUsI C/TAIIKOM CBUPETIa, TaK UTO YBOJMUTH KOTO-TO — 3TO He TPex.

OT0 0COOEHHO Ba)KHO [JIs TeX Jitofiel, KOTOphbIe HAaXOAATCS Ha «II03UIUSX,
CIIOCOOHBIX TIepeJIOMUTE UTPY» (110 orpeziesieHnto CtrBa MasiBaHH, Mpe3uzieHTa
KarmdopHuiickol komriaHuu Management Tools, NMpU3HAaHHOW 3KCTIEPTOM B
o0siacTu co3aHus U BHeAipeHus: cucteM 3G (heKTUBHOCTH).

B GelicOoJie Bbl He CMOXKeTe To0eIuTh 6e3 BeJTUMKUX MUTUYEpPOB.

B dyT0Oosie BaM Hy>KeH Be/TMKHI HarlaJaroIiyi.

B 6ackeT0oJie BaM Hy>KeH BeJIMKUM Pa3bIrPbIBAIOIIHI.

B OusHece To ke camoe. ITo3uIUK, Ha KOTOPBIX MOXKHO TEPe/IOMHUTb UTPY
— HarpuMep, MeHe/Kep I0 BbiJaue CCyA B OaHKe; TTWIOT B aBUAKOMITAHWU;
PeJIaKTOp, OTBETCTBEHHBIM 3a 0TOOP W TMyOJMKAIWI0 3TOW KHWTH, — He MOTYT
OBITb OCTaBJIEHbI B PYKax CPeJHUX JIFOfIeH.

Y Hac TaKUMM TIO3WIUSIMHM SIBJISIIOTCS  [TO/DKHOCTU  PYKOBOAUTEIeH
JlerlapTaMeHTOB, OTBEYAIOIUX 3a TIPHEM HOBBIX U TO/I€P’KaHHBIX MaIlliH,
cepBHUC, (PUHAHCHI M CTPAaxOBaHUeE, 3aITUacTH, Ky30BHbIE MacTepCKue. DTU JIIOAU
OTIpeJIesISIIOT Halll YCITeX WM Heyziady, [IOTOMY UTO OHU — Jake OosibIlie, yeM
51, — BJIMSIFOT Ha OTHOIIIEHUS C HAIIMMU KJIM€HTAMU U Ha Hallly TPUOBITBHOCTb.

Ecim yesioBeK Ha /F000M M3 TaKWX TO3UL[MK paboTaeT Ha CpeHEM ypOBHe
WM HWKe, MBI Cpa3y CTapaeMcsl BBISICHUTb, [T0UEMY 3TO TPOMCXOAUT. IIpoimesn
M OH HeoOXOAWUMBIA TpeHWHTr? J[0CTaTOUYHbIM y Hero ombiT? ECTh /1 y HEro
CrIoCOOHOCTH /1J1s1 BBITIOJTHEHUS 3TOU PabOThI?

Ecv OTBeTHI Ha BCe 3TH BOIMPOCHI TIONOXKUTE/NbHBbIe, HO pabora Tio-
TIpe)XHEMY BBITIO/THSIETCS TIJIOX0, BaM HaZl0 CZiesiaTh CBOM xo. He mo3BosisiiiTe
He3(h(eKTUBHBIM JTIOASIM OCTABaThCSI HA K/IHOUEBBIX TO3MLUAX. 3[eCh [JaxKe
CpeiHUl ypOBeHb abCOJIFOTHO HelpueM/ieM — He3aBUCUMO OT TOTO, HaCKOJIbKO
BaM 3TOT pabOTHUK HPABUTCS, KaK ZIO/IT0 BbI pab0oTad BMeCTe WM KaK XOPOIIIO
OoH paboran paHbile. MOXKHO 0OeCKOHeUHO OOCyKJaThb CMSITUAIOIIye
00CTOSITeNIbCTBA, HE TIO3BOJISION[ME TAKOMY UeJIOBEKY TIPAaBUIBHO BBITIOHSTD
paboty. Ho Korza-To Hazio NpeKpaTUTh 3TH PAa3rOBOPHI U CZieiaTh X0 — JIyullle
paHbIIle, yeM 1o3xe. [TepeiBUHbTe ero — eC/IM Bbl HE XOTHUTE ero YBOJIBHSITH —
Ha JIpyroe MecTo.

OcHOBHbIE BbBIBO/IbI



— Kak moabKo 8bl HAHSLIU KO20-MO... TIOTOBOPUTE C HUM O TOM,
YTO HY)KHO [Ijisf TOTO, UTOOBI MpeycrieTh B Ballledl KOMITaHWH. [laliTe
TIpYMePHI 1IEHHOCTeH Balliell KOMITaHUU

— He 6otimecb ysonbHsamb. PaboraiiTe TIJIOTHO C TeMH, KTO
Mano3¢heKTHBeH, HO eC/IM CTaHOBUTCS $ICHO, UTO XOpoiiied paboThbl
He J00uThCs, Mo3BofbTe UM yuTu. OT 3Toro OyzgeT myuile u
pPabOTHHKY, ¥ KOMIIAHUH.

— HaHumatime He3agucumo wmblicaswjux aodeli. Cambie
3¢ deKTrBHBIE TIOAM BCET/A 3HAIOT, KaK «IPOTHYTh» TPaBU/a, YTOOBI
c/lesiaThb XOPOIIyt0 paboTy /st KIMeHTa — U J71sl (PUPMBI.



IV. Kak y3HaTbh, HACKO/ILKO BbI XOPOLIHA




I'1aBa 18
Yu4eT He TO/ILKO /ieHer

BcrnoMHUTe, KaK Bbl B OC/EJHUN pa3 Urpaayd B TeHHUC. CKOJIbKO BpeMeH!
TIPOIIJIO C TOTO MOMEHTa, KOT/ia Bbl CTa/IM Pa3MUHATLCsl, 0OMEHHBAsCh yJjapaMu,
[l0 TOr0O MOMEHTa, KOrza Ball CllappuHr-naptHep ckasain: «Hy uro, ceirpaem
TapTUI0 ?»

To, 4TO MMeioCh B BUAY, O3HauaeT: «/laBaliTe Urpath Ha cueT». Mol BCe, Ha
KopTe Wiu Ha pabore, /ir0OMM 3HaTh, HACKOJBLKO MbI XOpOILIO BefeM feno. U
e/IMHCTBEHHbIN CTIOCOO y3HATh 3TO — BECTHU CUET.

[TogcueT Ko/MMYecTBa TIPOJIAHHBIX HAMU TOBAapOB — 3TO OJIMH CIOCO0
BesleHUs cueTa. OH l@aeT HaM KapTHUHY B LIeJIOM.

OpHako 3TOro HefOCTAaTOUHO. JTO, HAllpUMep, OUeHb JajeKo OT TOro, YTO
nenaetcsi B Oeiicbosie. BOT Bbl CMOTpHTE UTPY IO Te/eBU30PY U BUAUTE BHU3Y
1IUbpy — CKOMBKO pa3 3TOT UrPOK OTOWMI OpPOCKM MUTUepOB-7ieBIliel 3a 3TOT
Beuep. Bbl MoXeTe y3HaTb, Kak OH ObeT B TeX CayuasiX, KOrJja UTDOKU €ro
KOMaH/Ibl y>Ke Haxo/sATCsl Ha 0a3ax, v KOrjia ero pe3y/ibTaThl Jiydllle — B TMepBOii
TI0JIOBUHE MaTua WUy BO BTOPOM.

KoneuHo, Ha pabore MblI He MoOXeM ObITh TakKMMHU U30IIpeHHbIMU. Ho
JO/DKHBI. MBI ZIO/KHBI 3HaTh, HACKOJBKO XOPOIIIO Mbl paboTaeM, UTOObI HaliTU
BO3MOYKHOCTH JIjisl y/yullieHusi. ETUHCTBeHHbIN ciocob /ijist 3TOro — U3MepsiTh
BCe, YTO TOJIbKO MOXHO. MBI TaK U JiejiaeMm.

Hekoropele oAy AyMaroT, YTO 3TO HernpaBW/ibHO. OHU MOUTH HUYEro He
n3MepsitoT. OHU TIPOCTO TOBOPSIT CBOMM paboTHUKaM: «/[lemaii Bce Tak XOpOIIIO,
KaK TOJIbKO MOJKeLllb!»

OTO IIYTIO.

JTO IIyNO IOTOMY, YTO [JiejlaTb BCe «TaK XOPOILLIO, KaK TOJILKO MOXKeIlb»,
MOKeT ObITh HeJO0CTAaTOUHO. JTO Kak B criopTe. CkakeM, eC/Iu Jiake CaMblii
nyuiiiiii U3 Hac ipobexxuT 100 MeTpoB 3a 15 CeKyH/I, TO y>K MPOCTUTE MeHs, HO
9TOr0 HejocTatouHo. OH He CMOXKeT MobequTh, He3aBUCUMO OT Kpyra CBOUX
3HAaKOMCTB, MapKy 4YaCOB WU YPOBHS VHTeJJIeKTa.

Msbi Bce copeBHyeMcss — Oyab 310 Onumnuaza wid OusHec, — U Jlaxe
camasi HampsbkeHHast paboTa MOXKeT He COOTBETCTBOBaTh TpeOyeMoMy YPOBHIO.
M5l IO/KHBI OBITE JTy4llle KOHKYPEeHTOB. MbI JO/DKHBI OBITH JTyullle BCEX.

MMeHHO 103TOMYy MbI U H3MepsieM 3(G(eKTUBHOCTh BCEX, BKJIKOYAsi MEeHs.
(Otuer o moeii 3pdekTBHOCTH — 3T0 «OTuUeT 0 TPUOLUIAX U YOBITKAX»
KOMIaHuK.) MbI XOTUM 3HaTb, KaK pab0OTaeT KaXK/[blii, U, UTO He MeHee Ba)kHO,



MbI XOTUM 3HaTh, UTO HY>KHO C/ieJIaTh, UTOObI ObITh MIEPBLIMM.

KoHcynbTaHT 10 yripaBieHuto CTtuB ManBaHu pa3pabortan ToAxof, AJis
y/Ay4llleHWs] Halled TPOU3BOAUTENbHOCTU. OH MOMOI MHe TMOHATH Ba*KHOCTb
M3MepeHUid, 00paTHOM CBS3U U TIPU3HAHUS 3aCJIyT.

CTHB MOHSI CBSI3b MEXAY U3MepeHHWeM W TPOU3BOAUTENIbHOCTBIO, KOrja
elile yuuscs B Kosiemke. ITycTb OH caM paccKakeT 06 3ToMm.

«Bo Bpemsi yuebnl s KaXk/joe JieTo B C€30H cOOpa MOMUAOPOB paboTan Ha
KOHCEPBHOM 3aBojle. Y MeHs Obuid /iBe 00si3aHHOCTU: BO-TIEPBBIX, BBIK/THOUATh
MalLIMHY, eC/I1 UYTO-TO CAYyYW/IOCh. DTO Jierue CKasarb, YeM CZie/laTh, TaK Kak U3
9TOM MalllMHbI BbieTaso 650 6aHOK B MUHYTY. ECnu s He ycrieBas cpearupoBaTh
Ha TIpo0OsiemMy, MalliMHy 3aK/JIWHUBAJIO, U CTPYsl TOMATHOM IMacThl TeMIlepaTypoil
190 rpagycoB Ouna MHe B >KUBOT. BTopas uacTh MoeM paboThl coCTOsiia B
3arpysKe B 3aKaThIBAIOLLYI0 MAIMHY KPBIIIEK — 3TO CaMOe 3aHyJHOe 3aHsATUe B
mupe. §1 TIOHsI/I, UTO ecnu He cZiesiato 3Ty paboTry OGosiee Becesioil, TO CKOpO
CBUXHYCh. Tem Oosiee uTO Ha cocefHel MainHe paboTas cierka rmoMellaHHbIMI
TrapeHsb.

Sl Hauvasm paccuvThIBaTH CBOK MPOM3BOAWUTE/NBHOCThb. KoMIlaHus cuurasa
KOJINUeCTBO SILLMKOB, YHLUM, MUHYT Ha OJHY OIlepaljyi0, BpeMs IPOCTOEB M
1[eHy 00CTy>KUBaHUSI KaXKJ0M MalllUHbI.

A cTan cunTarh KpPBILIKH.

KpbIIKY g MOT yBHU/IeTb U IOTPOraTh. f KaXKbIM [jeHb 3aluChiBajl, CKOJIBKO
SILIUKOB C KPBILIKAMU f MCII0/Ib30BaJ, YMHOXKa/ KOIMYeCTBO AIMKOB Ha 3600
(KO/TMYeCTBO KpbIIlIEK B sl[UKe) W Tonaydaa oOIllee KOIMUECTBO KPBIIIIEeK,
MpOLLIeAIIMX Yepe3 MO MalluHY 3a JieHb. T LU(PHI 5 3alUChbiBal Ha CyMKe
JJ1s1 JIaHYa.

[Tocne yeTbipex JHeU MOZACUETOB 5 3aMeTUJI, UTO XOUy TIPEB30UTU pe3ysbTar
JIy4lllero [Hsl, U CTajl BBIUKC/IATH, CKOJIBKO KpBILIEK B yaC HaJo 3arpykarb B
MallliHY, YTOObI JOCTUYb PEKOPIHON CKOPOCTH.

KoHeuHO, KOMMaHusl He 3Hajla, YTO i BeAy Takue IOJCYEeTbl, HO MOSsI
MalllHa [0CTaBu/a PeKop/, MPOM3BOJUTE/IbHOCTH BCET0 3aBOJa.

CuuraroT Bce! [lesaet i yesioBeK 3BOHKU K/IMeHTaM, IevaraeT Jii MUCbMa,
YUHUT /M1 aBTOMOOW/IY, [00bIBaeT yroib WM 3aKaThiBaeT B OaHKW TOMAaTHBIM
COyC, — OH OTCJIe)KMBaeT CBOU cueT. BbI30B /i1 pyKOBOACTBa COCTOUT B
CO3/lJaHUM CUCTEeMbI U3MepeHui U 00paTHOM CBsA3U, KOTopast Oblia Okl MHTEpeCHa
Y mofixousia Obl KayKZIOMy UjieHy KOMaHIbI».

Ham nioHpaBumMch uzien MasBaHU, U MbI TIOTIPOCU/TN ero pa3paboTaTthb Ayis
HaC OCMBIC/IEHHYIO CUCTEMY.

OH Hauan C TOro, YTo Jaj HaM CIIMCOK IapaMeTpPOB, KOTOpPbIe Mbl MOXKEM
V3MepSTh.



KommuecTBO

— IIpopaku B mosuiapax

— KouecTBO MpogaHHbIX TOBAPOB
— OrmipaB/ieHHbIe 3aKa3bl

— CoBepllieHHbIe 3BOHKU

KauecTBoO

— KoymmuecTBO npaBU/IbHO Cie/IaHHbIX PeMOHTOB

— UH(/10 TOBTOPHBIX K/IIMEHTOB

— CoOTHO1IeHHE TI0/IOKUTEJIbHBIX U OTPULIATEe/IbHbIX TTUCEM

— Orenka ob0paTtHOM CBA3M TI0 TIOBOAY  cepBuca  (MHZIEKC
yJOB/IETBOPEHHOCTH K/IMEHTA)

— TekyuecTb KaZpoB

N3pepxKu

— OO611e U3ep)XKU B pacyeTe Ha eIMHUITY TOBapa

— OriaTa Tpyzia paboTHHUKOB

— CooTHoOIlIeH’e TIJIaHOBbIX U (haKTUUeCKUX U3/leprKeK
— OnlaueHHbIe cueTa

— WI31ep>KKY Ha KBa/IpaTHbIA METP MOMEeIeHUsI

Cpoku

— Cpegnee Bpemsi 00paboOTKH 3aKa3a

— [IpotieHT 1MoCTaBOK BOBpeMs

— IIporjeHT 3aKa30B, BbITIOJHEHHBIX 3a 48 yacoB

Kpome Toro, MasnBaHu fia/l HaM 4YeThIpe BOMPOCA, KOTOPbie Mbl JIO/KHBI
ObLTM 00/TyMaTh, TIPEXK/1e UeM BHEIPSTb CUCTEMY U3MEePEeHHH.

— Slensiemcs Au uamepeHue 8aNHCHbIM ?

Cesi3aH /i1 pabOTHUK C 3TUM MOKa3arereM? MOXKHO JiM TIOJyuaTh /laHHBIE
x0Ts ObI pa3 B /1Be Hefenu? ([laHHbIe, oyyaeMble pexke, He TofsaTcs.) Eciiv Bbl
TIPeKpaTUTe OTC/EeXKUBATh JlaHHBbIE, 3aMeTUT /M 3TO KTO-HHOyab? Ecim 3tot
rapaMeTp Y/Iy4llliThb, TIOBJIMSET JIM 3TO HA pe3y/bTaTbl JerapTaMeHTa WM
bupmbI?

— C/1021CHO U 3MO u3mepsmnb ?

Ecmu Ha u3MepeHue yxoauT Oosiee 15 MUHYT B [ieHb, BO3MOXKHO, 3TOTO He
CTOUT penatb BooOIie. CaMblii MpoCTOM Croco® HACTpPOUThH CUCTeMy cOopa
JAHHBIX — 3TO OIleHKa TeX JIaHHBIX, UTO y)Ke cobuparotcs ceiiyac. [lomymaiire,
Kak MOXHO coOuWpaTb [JaHHbIe aBTOMATUUeCKH, C  HCI0Jb30BaHUEM



KOMIIbIOTEPOB.

— IHolimym au pabomHuku, umo umeHHO u3mepsiemcs? EcTb Takue
yIipaB/ieHUeCKre TapaMeTpbl (BO3BpaT WHBeCTHULMM, 00OpOT 3aracoB, CpOK
3a/lepXKKU OI/IaThl CUETOB, M T. I1.), KOTOpble, KaK TPAaBW/I0, HEMOHSATHbI IS
00bIuHBIX paboTHUKOB. Camble 3¢deKTHBHbIE TapaMeTpbl (HOPMYIUPYHOTCS
NpocTo. Jlyullle BCero CUMTarh BCe LUTyKaMW, HA BTOPOM MecCTe — JIeHbI'M, Ha
TpeTbeM — TpoueHThl. (VIHTepeCHO, YTO PYKOBOAMUTENM OLIeHMBalOT BCe B
oOpaTHOM TIOpsi/iKe: TPOLIeHTHI, 10/UIaphl U, HAKOHeLl, IITYKH.)

— Cc¢opmynuposaHbl au napamempbl U3SMEpEHUss 8 NO3UMUBHBIX
mepMuHax?

Ecmu BBl MOXeTe M3MepUTb OTCYTCTBHUE, 3HAUMT, Bbl MOXET MU3MEpUTb U
npucyTcTBue. OTunThIBaliTeCh He 00 0TXOzax, a 0 BbipaboTke. OTCeKMBalTe
TIOCTaBKy BOBPEMSI, a He OMO3aHUSl.

— Jlyuite, uTOOBI JIFOAW CTPEMWIUCH [OCTHYb Llev, a He u30eXxaThb
ommbku. K Tomy ke, ecnd Bbl cobupaeTe MH(OPMaLMIO O He)KesaTeabHOM,
JIFOIV He CMOTYT TIOHSITh, UTO >Ke OT HUX TpeOyeTcsl.

[Tocne Toro kak MasiBaHu OOBSICHU/I HaM BCe 3TO, Mbl CTa/Id pelllaTh, Kak
omnpe/ie/IuTh HalllM  yripaB/ieHUeckue 1ead. Okasanoch, UTO 3TOT TIPOLeCC
COCTOUT U3 HECKOJIbKUX I11aroB.

Bo-miepBbIX, Mbl [IOJ/DKHBI OBLTA OTpee/uTb, UTO UMEHHO U3MepSTh. [1is
TIPOZiaBIja — 3TO KOJMUYECTBO TPOAAHHBIX UM B MeCsl] MallvH. [s OyxranaTepa,
cobHparoIIero oryiaTy, — CpejiHee KOJUUYeCTBO AHeM, HeoOxoaumoe st cbopa
OI/IaThI [10 BLICTAB/I€HHBIM CUETaM.

Bo-BTOpBIX, oOIpe/iesIuB OOBEKT H3MepeHWl, Mbl JO/DKHBI ObLTA HAUTH
CpefiHMe 3HAueHWs] MO OTpacjvd. bBOJBIIMHCTBO TOProBbIX —aCCOLMALAU
OTC/IeXXUBaeT Mof00HbIe JaHHble. Mbl pelnivd, 4To TakKhe CpefHHe 3HaueHHs
OyayT A1 HaC MUHHUMAa/bBHO TIpuemMieMbIMU. Hailla 11e/1b — Bcerja mora/jaTh B
nyurvie 5 %. Harm nmpoaBiibl AAl0T XOPOILWMA TIPUMEP TOTO, KakK 3TO paboTaer.

B 1957 roay, Korjia Mbl Haua/id OTC/IEXKMBATh, CKOJIBKO TTPO/IaeT KaXKAbIA 13
HalllMX MPOAABLIOB, 3TO UWCJIO COCTaB/sUI0 6 MalllMH B MeCsl] U PaBHSIOCh
cpegHeMy T10 cTpaHe. MbI TTOCTaBWIH 1eJib 100MTHCS 8 MpojjaXk B MeCsIL], 3aTeM
10 ¥ C Tex TOp paBHOMEPHO YyBeJWYMBAIXA 3TO 4uca0. Celyac HUKTO U3
MeHe/PKEPOB He TOBOPHUT, UTO XOpOIIO paboTas B 3TOM Mecsile, eC/Id Tpojal
MeHblI1ie 20. MBI XX/IeM OT HUX XOTs ObI 15.

3a nmocniennue 33 roja cpeiHee 1o CTpaHe YuCJ/Io TOXe BbIPOC/Io — /10 8.

[TouemMy MbI yBe/TMUHMBAEM HAIlU OKUAIAHUS?

Mbl HMKOTJa He ObLIM CaMO/OBO/IbHBIMU. [IOCTUTHYB 1ie/id, HY)KHO He
pacc/iabnaTbCsl, a HaUTH elle OOJbIIYI0 TOPY /s TIOKOpPeHHsS. Bbl JO/DKHBI



TIOCTOSTHHO TIOBBIIIATh BAlllM CTAHJAPThl — UTOOBI MO/epXXUBATh SHEPTeTUKY
BalllMX JIFOJeW W WATU BIlepeAd KOHKYpPeHTOB. Kak TO/MBKO BblI CTaHeTe
JIOBOJIbCTBOBAThCSI IOCTUTHYTHIM, KTO-TO Bac OOroHUT. Bbl HUKOT/Ia HE CMOXKeTe
OCTaHOBUTH MO4BEM CTAaHJAPTOB IIPOU3BOJUTEILHOCTH.

C uensmu mnpoucxoauT 3abaBHasi Bellb. CHauana, Korjja Bbl O HUX
oObsiB/IsSIeTe, TIOUTU BCE TOBOPST, UTO 3TO HEBO3MOXKHO U HET criocoba 3Toro
[IOCTUYb.

B 1989 ropy, Korza Mbl NOCTaBU/IM Lie/ib IpojaBath 20 «XeH-Aai» B MeCsll,
BCe TOBOPWJ/IM, UTO 3TO HEBO3MOXHO. M 3T0 delicmeumenbHO TPYZIHO, TaK Kak Ha
OJHY TIpOJaxy TIPUXOAWUTCS [JBe WA TPU He3aBeplleHHble CAelku. MHorue
TIOKyTIaTe/u «XeH/laki» He oueHb Gorateie yitoau. OOBIUHO 3TO UX TepBasi HOBast
MallliHa, U y HUX HeT 0O/bIIoN KpeAuTHOW uctopud. Tak uto 20 MalivH B
MeCsIl] — 3TO BbI30B, 1 MHOTHe MPOJaBiibl «XeH/jal» yMaJ/iid, UTO OH HUKOI/a
He Oy/ieT TIPUHSIT.

Ho motom npuiien Men YoppeH, OAWH M3 Jy4ylIMX MOpodeCcCUOHAIOB,
KOTOPBIX 51 BUZes, U rpojasn 26 «XeHzaa» 3a Mecsl. Tenepb Jpyrve NpojaBLibl
roBopAT: «Pa3 oH moxxeT npogaBats 20, To u 51 cmory. (U Tpoe HeaBHO caenanv
570.) Ho Ha camoM fiesie st Xouy TTOOUTE peKop, YoppeHa».

JItonu OGST COPeBHOBATbCS — OHU TIOTIBITAKOTCS TIPEBBICUTH JIOObIe
OKU/IaHUS, YCTaHOB/IEHHbIe /i1 HUX, He3aBUCHMMO OT TOIO, 3arjlaTaT JId 3a 3TO
Gosbinte. (B miaBe 20 00bsiCHEHO, KaK Mbl TUIaTUM CBOMM paboTHUKam.) U He
Ba)KHO, CKOJIBKO UM JIET, — 3TO YaCThb UeI0BeueCKOU MPUPO/HI.

Kak-To Mbl HaHSI/IM TPOJiaBlia, KOTOPOMY ObIIO yxKe 3a Iectbiecsar. OH
nonro paboTan B APyroM aBTOL|EHTPe M MPUBBLIK MpojaBaTh Mo 8—9 mailvH B
Mecsl. Korga oH mpuiien K Ham, OH YBHUJE/N, YTO Mbl OXHZAeM HaMHOIO
Gosbiiero. OH MOCMOTpe/ Ha TlapHel, KOTOpble CIIOKOWHO MpojaBaid Ha 1-2
MallliHbI B Mecsil] 0osbllie, UueM OH, U CKa3asl: «51 He X0ouy yXOAUTb B OTCTaBKY,
yTOObI 1[e/IbIMU JHSIMU CMOTPEeTh B OKHO, CTy4da HOTTSIMU MO ctony. S mory
MOCOPEeBHOBATbCS C 3TUMU MasibuMilKamu!» I OH Ha camoMm Jiesie Hauaa 3TO
nenathb. Terneps oH TipoziaeT Ha 50 % OosibIlle MalllvH, YeM paHblile, — TMPOCTO
TIOTOMY, UTO He XOTeJl ObITh TIOC/IeIHUM.

Mgl BCe Tak feiaeM.

Jltonu 1o cBoei Tmipupofile J/OOST COPEBHOBAThCS; OHU
TIOTBITAOTCS IOCTUYD JIOOBIX 1ie/iel, He3aBUCHUMO OT TOTO, 3aryiaTsT
i 3a 310 Oosbiie. Tak UTO CeKpeT COCTOMT B TOM, UTOOBI
yCTaHaB/IUBATh 1[e/IU B MYUIIUX UHTepecax Ou3Heca.

Kor,qa Mbl Ha4d/IM BCe€ HU3MEPATb, HAIIMW COTPYAHHUKH, AOCTAB/IAIOLIHE



K/JIMeHTaM UX MallluHbl T[10C/ie peMOHTa, TPUIUIM K HaM W TOMPOCUIU
TTIOCMOTPETh pe3y/bTaThl OMPOCa KIMEHTOB, Kacaromuecs ux paborsl. Korma Mbl
Jlanm UM 0011[1e JaHHbIe, OHU 3allelU/INCh 3a Takoi Bompoc: « CKOBKO BpeMeHU
BaM MPUILJIOCH JK/JaTh CBOK MAaIlIMHY MOC/Ie OMJjiaThl CueTa?»

MpI OTC/1e)KHBa/iv BpeMsi — OHO PaBHSIZIOCh IPUMEPHO 111eCTU MUHYyTaM, —
HO HaIll¥ COTPYAHUKH He 3Ha/ld, XOPOIIO 3TO WM IUIOX0. Y BCceX ObUI OAWH
BompocC: «KTo cambiii ObICTPBIN?» C TexX MOp Mbl CTa/Id BbIBEIIMBATh TAaO/IHUILy C
ToKasarensaMu Kakzoro. OHUM cTanud JenaTth Bce 0Oerom, u cpegHee BpeMs
COKpaTWIOCh A0 Tpex MuHYT. OHM CTpallHO TOPJATCS, €C/IM WM Yy[ajoCh
BLIBECTU MaIlIMHY ellle ObICTpee, — 3TO Iie/ib, KOTOPYIO OHH MOCTABHU/IM CaMU
cebe. 1 ec/ii TeXHUK TIPUMApKOBaj MalllMHY B HEpPaBWILHOM MecCTe, TaK UTO
TIPUIIUIOCH ee Pa3bICKUBaTh (UTO YBEJIMUWU/IO BpPeMsi I0CTAaBKU), OHU yCTPauBaroT
eMy HeOOJIbIIION CKaH/AJl.

OTo copeBHOBaHHe B uncTOM BHZe. OHU He TIOyuarOT HUKAKoro OOHYycCa,
KOT7/la BBIBO/SIT MaIllMHy ObICTpee, 4eM 3a TPHU MHMHYTHI. VIM TIPOCTO HpaBUTCS
10XBAaCTaTbCsl CBOMMM pe3y/bTaTaMH W Cjerka TOATPYHUTb HajJl TeMU, KTO
«TOpMO3UT». [l03TOMYy HalllM K/AWEHThbl TOJy4alOT CBOM MalllMHbl HAaMHOTO
ObicTpee, ueM rae-1u00 erle.

(Bce 3T0 BecbMma jioruyHo. BCrioMHUTE, Kak Bbl UTPaeTe B TEHHUC C JPYTOM.
51 yBepeH, UTO Bbl HOCUTECH T10 KOPTY Kak OILTIapeHHbIM U ObeTech Kak JieB 3a
Ka)K/l0e 0uKo. becriaTHO. BbI MPOCTO XOTHUTE BLIMIPATh. )

[TosTOMy MBI U3MepsieM BCe U BbIBellIMBaeM II0/lyuyeHHble pe3y/bTarhl,
yTOOBI KaXK/bli MMeJT BO3MOXXHOCThH ITOCOPEBHOBAThbCs. [laHHBIE O BpeMeHU
BbIBO/Ia MaIllMHbI KJIMEHTY BHUCST PsJIOM C CEPBUCHOW 30HOW. B otgene cbopa
OTIaThl BUCAT TabMIbl, MOA0OHBIE H300paykeHHOM Ha puc. 1 (cmp. 126), a CSI
(MHAEKC YyOOBIETBOPEHHOCTHM KJ/IMEHTa) BCEro aBTOL[EHTPA BUCHUT Be3fe.
(KoneuHo, Ha cTteHjjlax oToOpakeHOo He Bce. VMHbopmMaliysi 0 TIpUOLIIM KaXK[0TO
Mpo/laBlla B pacyeTe Ha MallWMHY pa3MeljaeTcsl B KHUre, JTOCTYIMHOMW TOJIbKO
Mpo/iaBLiaM, a He KJIMeHTaM. )

Puc. 1

Coopannas BerTu oriara

Oxupaemblie npuxo/ibl B Teuenue 30 gHen
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Bce pesynbrarbl, KOTOpble Mbl pas3BelldBaeM, I[1epCOHAIU3UPOBaHBI.
Haripumep, Bo3/ie Kaxoro pabouero mecrta TeXHHWKa eCTb TabaMuka C €ero
UMeHeM, a Ha Hell — MeCTo, TJle MOXKHO 3aKpernuTb HeOObIlyH0 HAaK/IeHWKy C
noroturniom Cadillac, koTopasi monaraercs TeM, KTo cenan npaBuwibHO 100 %
cBoeli paboTbl 3a Mecsy. bnarojapsi mepcoHanuzanuu Tabnui U TrpadUKoOB
Ka’K/IbIi TIOHMMaeT MpaBu/ia UrPbl U KTO UAeT Bliepeu. Mbl He MUILLIEeM, CKOJIBKO
BpeMeHU YXOJIUT y JlerapTaMeHTa cOopa OriaThl Ha ToJyueHue JieHer 1o CYeTy
— Tabnuiia HasbiBaeTcss «CobpaHHast bertu omuviata». B jemaprameHTax,
TIOXOXKMX Ha I3TOT, TAe paboTaeT OJUH ueiOBeK, Mbl OTCJEXUBAeM €ro
TIPOM3BO/IUTENIBHOCTh 3@ 12-MeCSiUHBbIA Tiepuol, uToObl OH MOT TIOHSITh
JIOITOBPEMEeHHbIe TeH/IEHIIMM U CPaBHUTh MeXAy CO00U OT/[e/ibHble MeCSIibl

(puc. 2).
Puc. 2
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YeM O6osibllle MHGOPMALIMKM Bbl BBIBEIIIMBAETe, TeM 3TO 3(PQPeKTUBHEE.
ITpon3BOAUTENLHOCTh KaXKIOr0 TEeXHHKA, HampuMep, W300pa’kaeTcsi B BHjE
rpadvka ¥ pa3merraeTcst Ha creHjie (puc. 3). VI KaXkIblii MOXKET y3HaTh, KaK €ro
PEUTHHT KauecTBa (YaCTHOE OT JieJIeHHsI KOJIMUEeCTBA MPABU/IbHO BBITOTHEHHBIX
paboT Ha oOIriee KomMuecTBO pabOT) BBINVIIAUT CPeAu OCTalbHBIX PEUTHUHIOB.
(MBI OTC/IEKMBAaEM KMEHHO KOJIMUECTBO ITPABWJILHO BBITIOJTHEHHBIX PabOoT.
ITy6/iMKalysi KOJIMUeCTBa OITMO0K MOKET ObITh YHU3UTE/ILHOM [/l UeI0BeKa.)

[ToHauasy He BCEM HAllIUM COTPYAHHUKAM ITOHPaBU/IaCh U/iesl BbIBEIITMBAHMS
WX pe3y/bTaToB, 0COOEHHO eCii OHM paboTav He oueHb Xopoino. Ho Bpoze Obr
HUKTO M3-3a 3TOro He ymep. Hy a ec/iu OHM TBepJi0 pelniu paboTarh IJ10XO,
OHU 3/eCb HAJI0JIT0 He 3ajiep)kaTcs. HUKTO He 3aXoueT TepreTh HUX PSAJOM C
co0ot.



Puc. 3

WACCIA
EoHEU WA 1984 rana
i 1000 1000
1000 988 986
Q66
850 941
900
aa0
B00L— || || || | || .
PocTep Type TprH OwoHcon T, Waddep K, Wadupep
G 50 79 63 84 110

EcTb ellle ofiHa MpUYMHA TOTO, TIOYEMY JIFOAU BCe-TaKU TMPUHUMAIOT 3TU
Tab/muibl ¥ TpadyKu: Mbl U3MepsieM TOJILKO TO, UTO OKa3bIBaeT B/IMsSHUE Ha WX
paboty. Mel He cobupaemcsi, HarpyuMep, 3aCTaB/IsSTb BCeX TEXHUKOB C/ie/iaTh
nipobexky Ha 100 MeTpOB U BbIBECUTb UX pe3yabTaThl. Mbl OTC/IE)KMBaeM TOTBKO
TIPOM3BO/IUTETBHOCTh UX PabOThI — TO, YTO OHM CaMH MOTYT KOHTPO/JUPOBATh.
OnHu MOTYT ObITh He YBePeHbI B CBOMX CIIPUHTEPCKUX KaueCTBaX, HO BOT B CBOUX
CMIOCOOHOCTSIX OTPery/MpoBaTh 3a)KUraHUe OHU [IOJDKHBI ObITh YBepeHbl Ha BCe
cT0. VIMEHHO Takue Bell[d Mbl U U3MepsIeM.

Eciu ™Mbl  Tak MHOrO BHMMaHusi o0pailjaeM Ha  H3MepeHUe
TIPOM3BO/IUTENIBHOCTH, TO STH UW3MepeHUsl [O/DKHbl ObITb UeCTHBIMU W
OCHOBaHHBIMHU Ha (paKTax.

PaccMOTpUM CHauasia ueCTHOCTb M3MepeHU.

[lpeacraBeTe, YTO Mbl CpPaBHMBaeM pabOTy [JBYX TeXHUKOB. OAHOMY
JocTanach jierkasi pabora, Hampy¥Mep UMCTKa CajioHa, a JPYroll peMOHTUPYeT
TpaHCMHUCCUI0. HeKoTophIM KakeTcsi, uTo paboTa ¢ TpaHCMuccreli Oosee BaykKHa,
yeM urcTKa. Ho K/iveHT Tak He AymaeT. KJMeHT cuuTaeT, UTo 8ce [NOKHO ObITh
CZieJlaHO OTJIMYHO.

Tak uto 00e paboOThl OKAa3bIBAIOTCA OJWHAKOBO BaXKHBIMU. KaK[blii
noayuuT 3om0toi norotun Cadillac v mybnvuHoe Tipu3HaHUe, C/ie/iaB CBOHO
paboty mipaBwibHO. OfHAKO MBI TIJIATUM UM TI0-pa3HOMY. KOHEUHO, TOT, KTO
paboTas ¢ TpaHCMUCCUEe, TIOMYUYUT OoJIbIIIe.

YroObl TONy4yaTh /aHHbIe, OCHOBaHHbIe Ha (paKTaX, HaJO TOACUUTHIBATH



Ba)KHbIe Bell1, U MOACUUTBIBATh UX MPaBU/IBHO, U [1aTb BO3MOXXHOCTb YeJI0BEKY,
paboTa KOTOpOTO W3MepsieTCsi, BO3MOKHOCTb OOpaTWUTh Ballle BHHMaHUe Ha
olIMbOKy B pacuerax.

Hac Bcersa crnpammBaioT: «[losyuatoT v roau O0HYCHI 3a [JOCTH)KEHUe
BBIZIQFOITIEMCS TIPOM3BOAUTENbHOCTU?» EcTh Ba oTBeTa: «He obs3arensHO» U
«O6BIYHO HET». 3/1eCh HET HUYero CTPAHHOTO.

Bo-nepBeiX, HalM COTPYAHUKU TONYy4YarOT OIUIATy 3@ KaXAylo
3aKOHUEHHYI0 paboTy, TO ecTh ueM Oosibliie pabOThl OHU C/le/1at0T, TeM Oosiblie
TroJiyuat. DTU JOTOHUTe/IbHBIe BbITU1aThl — He 60Hyc. OHU Ux 3apaboTani.

Bo-BTOpBIX, BCIIOMHUTe, J/IOAM KAaKOro Tuma paborailoT y Hac. Mbl
HaHMMaeM XOpOIIUX Jitofiel, U Mbl TIaTUM OoJsiblile, UeM KOHKYDEeHTbI, TTIOTOMY
YTO HAlllM COTPYAHUKHU TIOCTOSTHHO /100MBAIOTCS BBICIIEN TTPOM3BOAUTETBHOCTH.
@akTUyeCKy BbICIIas IPOU3BOJUTEBHOCTD CTajla CTaHAapTOM.

Bot npumep.

Korga BbI TOKyIaeTe MalllMHY, MMPOU3BOAUTENL ObelljaeT, 4To Bce Oyzer
U/TA XOPOILIO B TeueHHe KaKOTro-TO BpeMeHU — Harpumep, akKyMy/siTop Oyzert
pabortark Tpu roja. Vv HeKoTopbie Bellu JenaroTcs OecruiatHo — Lexus, K
npuMepy, He OepeT TjaThl 3a /IBa MEPBBIX IJIAHOBLIX TMOCEIeHUs] CTaHIUU
TeX00C/Ty>KUBaHUSI.

Ho xots 3Ta pabota GecriiatHa [ijisi K/IMeHTa, JUiepbl BCe-TaKu MOTyYaroT
3a Hee Tuiaty. [Io OKOHYaHUM TapaHTUMHBIX PabOT MPOU3BOUTE/b BO3MeIllaeT
WX CTOUMOCTh. JTO 1ieHa 3a BeJileHue Ou3Heca.

Y Hac ecTb COTpygHULIA, KOTOpasi OTBeYaeT 3a II0O/yueHue 3ITUX
rapaHTUMHBIX T1aTexkell. Korja oHa To/bKO Tipuiiia K HaM paboTarb, CpeJHUi
CpPOK oratbl cocTaBiasii 45 paHed. C MOMeEHTa 3aMeHbl akKymy/sitopa [0
MOMeHTa ToayueHus oryiaTel 0T General Motors npoxoauso 45 fHel.

910 ObUIO CAUIIKOM [10ATO. [IBITasiCh MOHSITh, CKOJMBKO BpeMEeHU 3TO
[IOJDKHO 3aHMMaTh Ha CaMOM Jiefie, Mbl, KaK BCerja, 3ajaau BOIpPOC: «A Kakas
HopMma?» W okasasocsk, UTo /1 TI0/IyUYeHUs OILIaThl 110 TapaHTHUU Cpe/iHee Bpems
no crpaHe — 15 aHeil. MTak, monyuusia /iM Hallla COTpyAHUIA OOHYC, CHU3UB
CpOK C 45 no 15 auen? Het.

Ho korga oHa CO BpeMeHeM CHM3W/IA 3TOT CPOK [0 9 [HeW, Mbl Janud eu
nipuOaBKy.

M cHOBa: OCHOBHas MOTHBUpYHOLasg CWla — 3TO He JeHbru. Jlroau
TIOZIONUAYT K ee CTOJY, YBUAST Tabmuily, MOKa3bIBaIOIIY0, UTO CPOK MOTyUYeHUs
BBIT/IAT 110 TAPaHTUH 0BeJleH 10 9 fHel, U cKaxXyT: «OmmuHo!» PykoBoguTesnb
TIDUTVIACUT ee Ha 00el, U JIOIU B ee JerapTaMeHTe CMOTYT BOCII0/Ib30BaThCsl
TI0/IyYeHHBbIMU pe3y/bTaTaMu.

Hekoropele, mnociyiiaB, KakK Mbl HAaCTPOWIM Hallly MW3MepUTe/bHYI0



cuctemy, ropopsitT: «Co MHOW Takoe He TIpoWJeT. MeHsi TaKk MOTHMBHUPOBATb
Henb3si. 1 He cranm Obl paboTaTh WHTEHCUBHee, eCMM Obl MOU pe3y/bTaThbl
yG/IMKOBaTUCHY.

B3mop. PaboTHUKM 3HAIOT, CKOJILKO pabOThl OHU BBITIOJHWIM, W JIMOO
TOPASTCS 3TUM KOJIMUeCTBOM, JIMOO CTeCHstOTCs ero. Kpome Toro, jirofsm Ha
caMoM /[ie/ie UHTepeCHO, Ha KAKOM YPOBHE OHU HaXOZSITCSI.

HexkoTopbie pab0oThl U3MEPUTH TPYAHO, U 3TO BO3BpalllaeT HaC K BOTPOCY O
B&)KHOCTH UeCTHbIX U3MepeHU. Ho Bcerja MOXKHO HaWTH i1 USMEPEHUM UTO-
TO TIOAXOZAsIIlee: KOIUUeCTBO TIPOAAHHBIX MallliH, 00paboTaHHBIX MpeIMEeTOB
WU TI0)KapeHHbIX TaMOyprepos.

ManBanu u [leMUHT TOBOpPSIT, YTO MbI JOBOAUM [0 Tipejiesia HallH
u3MepeHusi kKak Qopmy MoTuBauuu. OHM TpeANOYUTAIOT  U3MEDSTh
TIPOU3BOUTEIBHOCTh KOMaH/Ibl WM JiellapTaMeHTa: CKOJIbKO MOPLMM KapTOLLKU
ObU10 MpoJaHo BeuepHeli cMeHoM McDonald's uin 4to-To B 3TOM pofie.

JTO, KOHEYHO, 3aMeydaresibHO, HO S XOUy U3MepsSITh U TO, CKOJBbKO Cjesas
Kaxabii. OmsTh ke 3TO moxoke Ha Oeiic6on. Kpome okoHuarenbHOTO cyeTta
UTDHI 51 XOUy elle 3HaTh, KTO OTOW/I HO/Mb pa3 U3 UeThipex, a KTO — ueThIpe U3
yeTbIpex.

EcTb M OMacHOCTb, UYTO JIFOAU CKOHLIEHTPUDYIOTCS TOMBKO Ha CBOEU
CTaTUCTUKe W He OyayT obpaiaTh BHUMaHUSI Ha pe3y/bTaTbl KOMaH/bI?
EctectBeHHO. HO Takasi omacHOCTb CyliecTByeT U B criopTe. VIMEHHO MO3TOMY
CYII[eCTBYIOT TpeHephI (1 60CChI).

OCHOBHbIe BbIBO/IBI

— MHW3mepsilime mo, umo ymecmHo. Bbl He cMoO)KeTe TIpU3BaThb
mofelt K ToMy, uToObl OHM Jeflali BCe HaWayullluM oOpa3oM, U
HaZlesITbCsL Ha TO, UTO 3TOT YPOBeHb [JOCTAaTOYHO XOpOIll. Bbl (1 0HM)
JO/DKHBI 3HaTh, Ha KAaKOM YDOBHE OHU HaXOJSATCS W TIjle MOXHO
YAYYILINATE paboTy.

—  Bbigewwusalime  pe3ynbmambl.  byaere  4ecTHbI U
OCHOBBIBaliTeCch Ha (pakTaX, HO, pa3 YK Bbl y3Haqu, Kak paboraer
KaXK/bIM,  BbIBelllMBaliTe  pe3ylbTaTbl W paclpOCTpaHsiiTe
nHdopmManyto. JIroau 1o cBOel mpupo/ie F00ST COPeBHOBAThCS, XOTST
JleJ1aTh XOPOIITYI0 paboTy U UMeTb TIpe/iCTaB/IeHre O CBOEM YDOBHE.

—  Ilpodonxcalime  noOHUMamb  Ypo8eHb  npuem/aemoll
npouszeodumenbHocmu. Kak TO/MBKO Balllv 1@l AOCTUTHYThI, BbI
JO/DKHBI  TIOAHUMAThCSL ellle Bbillle. Eciu Bbl He CTaHOBUTECH
TIOCTOSTHHO JTy4ilie, KTO-HUOY/Ib BaC 0OTOHMUT.

— OepaHuuugalime Konuuecmeo yenetl. Eciv y mrofieid CUIITKOM



MHOT'O 33/]a4, Ha KOTOPbIX Ha/l0 CKOHILIEHTPUPOBAThCsl, OHU He CMOT'YT
CKOHIIEHTPHPOBaThbCsA HU Ha ueM. CrTaBbTe He 0Oojiee TISITH liesiei.
MHorza 10CTaTOYHO O/THOW.



V. CK0/IbKO IVIaTUTh COTPYAHMKAM, YTOObI
MOOMTHCA JIy4lllero cepBuca




I'maBa 19
ITnaruTe 00/IbIIIE — M C3KOHOMbBTE 00J/IbIIIe

Ecu BbI XO0THTE, YTOOBI ¥ Bac paboTaiy repBOK/IaCCHbIE CTeI[HaTMCThl, Bb
JOJDKHBI JIOCTOMHO IiatuTh M. CresaiiTe Tak, yTOObI BalllM JIIOAW MOIJIA
3apaboTaTh B Ballleli KomIaHuK Oosibliie, ueM rae-nubo eiie. Bamm coTpyaHUKY
JIOJDKHBI TOPAUTHCS CBOel paboToii, U co/vHasi 3aprijiaTa TIOMOXKeT B 3ToM. U
XOT$s1 CaMa CyMMa 3apIiiaThbl He SIB/IsIeTCs orpe/ie/sitoluM (akTOpOM OTHOIIIEHHS
K paboTe (MHOTHe J/IOAW CTaBSIT €r0 Ha IISITOe /M IIeCTOe MeCTO B CBOei
CUCTeMe [IeHHOCTel), 1 HUKOr/la He TIpeHebperaro um.

Bpsig mu KTo-mb0 B Hallleli KOMITAaHWM CUMTAeT, UYTO OH HejlopabarkiBaet. U
TIpY TakoM oO0beMe paboThl, KaK ITOKa3bIiBaeT Hallle BHYTPeHHee KCC/iefloBaHuUe,
He TaK y>XK MHOTO JIFOfleM TyMaroT, UTO UM TeperviauMBaroT. Hamm coTpygHuKu
CUMTAIOT, YTO OHM MOyUYalOT UMEHHO CTOJIbKO, CKOTbKO OHM 3apabaThIBatoT.

MBI TIOCTOSIHHO 3da1deM HalllMM COTPYAHHWKdM BOIIDOC: «KakK MbI
MO>XeM ITOMOYb BaM Bapa6aTbIBaTb OoJIbIIIe ?»

Tepsiem m Mbl  JIeHbIH, «TieperiaunBas» ? He fiyMaro.
KBanmuduipoBaHHble pabOTHUKY COBEpIIAlOT MeHbIlle OLIMOOK, a MOTOMY UX
5p¢deKTUBHOCTb  Bbille. Mbl  CTapaeMcsi HaHWMarTb  TOMBKO  Ou€Hb
coobpa3suTenbHbIX COTPYAHUKOB, KOTOpPble OBICTPO TOHUMAKOT HAllly CUCTEMY.
OTO 3HAUUT, UYTO OHU MOTYT TPEBOCXOJHO O0OC/Iy)KHBaTh K/IWEHTOB 6e3 Toro,
yToOBI KTO-TO BCe BpeMsl CTOsUI Y HUX Haj Ayliod. M 3TO 3HAUWUT, UTO Ham
TpeOyeTcsi MeHbIlle TiepCOHa/la, YeM HallluM KOHKypeHTaM, uTO BefeT K
CHUKEHUIO U3/iepiKeK.

§1 yBepeH, UTo, MJaTs CBOUM COTPYAHUKAaM 0oJbliie, Mbl CTAHOBUMCS OoJiee
3¢ dekTrBHBIMU. Bo3bMeM, Haripumep, Halll oTjen npojgax. [Ipeamnonoxum, uto
TUMTWYHBINA aBTOLIeHTP TipozaeT 100 mammH B Mecsit. Kak Bbl 3HaeTe, 0OBIUHBIN
TipoiaBel] TipojiaeT 8 MailivH B Mecsiil. Takum o6pa3oM, B 3TOM LIeHTPe I0/KHO
paboratk 12 mpojaBiioB. A Mbl MO)KeM Tpogath 100 MammmH cuiaMy Bcero 8
ye/ioBeK. DTO 3HAUMT, YTO HaM HY)XHO Ha 4 paboumx mecTa MeHbIlle, TO eCTh
MeHbIlle Tesie)OHHBIX JUHWM, MeHbllle paboyero MPOCTPAHCTBA W... MEHbIIe
pacxo/I0B Ha 3apabOoTHYO I/1aTy.

TakuM 00pa3oM, Mbl 3KOHOMUM JIeHbI'M YW MOXKEM TIPUBJIEKaTh JIYUIIAX
TIPO/IaBLIOB, MOCKO/IBLKY UMEHHO Y HaC OHU MOTYT 3apaborarthk 0oJibllle, ueM rje-
mbo erme. B cpeanem Hai mipojasel] «IlleBposie» mipozaer 12 ¢ I0/IOBUHOM



aBTOMOOW/Iel B MecCs1]; Hallli KOHKYPEHThI MPO/Ial0T TOJILKO 8 — MpU TOM, UTO Y
HuX paboTtaeT Ha 4 TipoziaBlia Oosbliie.

I'me 6b1 BbI caMu XoTesi paboTrarthk? TaMm, rje mpoAaroT 8 MallliH, UK TaM,
rae npopaku Ha 50 % Bomie? MHdopmarus o BBICOKMX 3apaboTKax ObICTPO
pacnpoCTpaHsAeTCs Ha PbIHKe, U JIydllive MPOoJaBLbl CTYUYaTCsl B HAlllK ABepy. Mbl
no0rBaeMCcs KaueCTBa BO BCeM, HO Jjaxke TIpU OOJIBIIIMX pacxojaxX Ha 3apaboTHYO
TUIaTy HallM U3AeP>KKU Ha OJHY MPOJaHHYI0 MalllMHy HUXXe, YeM Y KOHKYDEHTOB.
bsiarosiapsi Takou MOJIMTUKE BCE B BHIUTPBILILIE.

OTH e TIPUHLMIBI OTHOCATCS W K paboTe Hallero TeXHUUYECKOro
nepcoHana. B cpengHeM 1ieHTpe MeXaHUK MOXKET OOCTyXUTb 6 MallvH 3a
BOCHBMHUYACOBYIO CMeHy. 3a 3TO e BpeMs Hailli pebsita MOTYT OOC/TyXUTh 8
MatuH. [Touemy? IIpoCTO 1OTOMY, UTO OHU He TepsitOT BpeMeHU. OHU He XKIYT,
KOrJa TMpUeT CjieAyrollas MallliHa: Mbl KOMIIbIOTEPU3HUPOBA/IM CUCTEMY ydeTa
KiveHTOB. OHM He >KIYT, KOTZia MOZBe3yT HeoOXOoZMMble 3aruacTy: BCe JleTasly,
KOTOpble TpebyroTcsi XOTs Obl pa3 B He/elt0, Mbl XpaHUM Ha OIepPaTUBHOM
ckiazie. Mbl obecrieurBaeM HaIMX pabouMx JIydIIUMHA MHCTPYMEHTaMH W
obopygoBaHreM. MBI MHOTO BK/afibiBaeM B MX oOyueHuWe, W TIOTOMY Ha
JUAarHOCTUKY U YCTPaHeHure M0JIOMOK Y HUX YXOAUT MeHbllie BpeMeHU.

Hammm ycnyru ctost He 6osiblile, ueM yC/IyTH JIPYTHX aBTOLIEHTPOB. I1pu
3TOM HalllM COTPYJHUKM MOTYT 3apabaTbiBaTh (M 3apabaThIBalOT) Ha TPeThb
Oosbilie, uyeM B JApYyruX MecTax, — 3a cueT Oosiee BBICOKOU
TPOX3BOJUTETbHOCTH.

XOoTs KOMY-TO MOXET Ka3aTbC HeClpaBeJ/IMBbIM, UTO HEKOTOPbIM
COTPYAHMKAM Mbl TJIATUM C/IMILIIKOM MHOTO, Hac 3To He Oecriokout. Ha moii
B3IVISiZl, 3TO 3ameuyarejibHO. I 1, ¥ MOU MeHe/Kepbl MOCTOSIHHO CrpallvBaeM
Halmmx paboTHUKOB: «Kak Mbl MOXKeM TIOMOYb BaM 3apaboTraTh OoJibIlie?»
[IpyrumMu C/I0BaMH, UTO MbI MOKEM Cjle/laTh, UYTOOBI Ballla TTPOU3BOJUTENBHOCTD
Obita BbIiIe? VMeHHO Osarosiapsi HalllUM MeXaHMKaM MbI  ONTUMU3UPYEM
TeXHOJIOTMI0 PeMOHTa, uTOObl y HMX Oblla BO3MOXXHOCTb OOCTY)XUTh OObIIIe
K/IMeHTOB. TakuM o0pa3oM, ¥ KOMIaHHUS, W COTPYAHUKU, U KIUEHTbI
OKa3bIBAIOTCS B BbIUTPHILLIE.

Bce 3T0 MOXeT TmMoOKa3aTbCsi 0OaHAMBHOCTBIO, HO C/MIIKOM YacTO BCe
TIPOMCXOAUT C TOYHOCTBIO /10 Ha000poT. YacTo, ec/iu MpofiaBel] CJIUIIKOM XOPOIIT
B PaMKax 30HbI MIPO/JIaXK, KOMIIaHHUS [IeJIUT ee, TI0CKOJIbKY CUMTaeT, UTO MpojaBel]
3apabaTrbIBaeT uepecuyp MHOT0. DTO HernpaBWIbHO. [ToueMy Obl He TIOMOUbL €My
3apabaTbiBaTh eille 6onbiie? HampumMep, 1aTh €My B TIOMOII[b aCCUCTEHTa. 3auem
MO/PbIBaTh €r0 UHULIMATKMBY? 3aueM CHWXaTrb ero orviary? Eciv oH Ha camom
JleJjie XOpOIil, TI03BOJIbTe eMy 3apaboTarhb Oosbiiie /i7isi cebsi U /17151 KOMIIaHUH.

[TpuBeny cBoM J/0OMMBIM mpuMep Ha 3Ty TeMy. Kiopneit Kpoydopg



ripeoOpa3oBasI HaIlM To/[pa3zesieHus: 00C/TyKUBaHUs U 3amuacTeil. OH cuuTaeTcst
repoeM KomraHuud. Korga Mbl MpPOABUHYIM €ro C MO3ULMHA MeXaHUMKa Ha
TIO3ULIMIO IMPEKTOpa cepBurca, oH rosyuan $27 500 B rog rumoc 10 % rpemust ot
yBeJInueHUsi TIpUObLLTN ero feraprameHTa. CTOMT 3aMeTHTh, UTO B TO BpeMs
JerapTaMeHT 06c/TyKuBaHUsI OblT yObITOUEH.

K KoHIly BTOpOro rozia oH yke 3apabareiBai $75 000. Korma oH BriepBbie
TIOJIyYM/1 HOBYHO 3apIljiaTy, OH TOBOPWI CBOUM [Ipy3bsiM: «OHU HUKOT[A He
TI03BOJISIT MHe 3apabarbiBaTh CTO/ILKO. OHU 00si3aTeslbHO CHU3AT MO0 OI/IaTYy.
Bor yBuguTe, OHM TepeCMOTPST KOHTPAKT». MbI, KOHEUHO >ke, He cJesaav
9TOr0, U Ha CaeAywomuid roj oH mosydan yxe $100 000. Ilpu >3ToM OH
TMPOJ0JIKAJI YMAaTh, YTO Mbl CHU3UM €r0 Ka/I0BaHbe.

Kak-To s mpurnacun ero K cebe u ckaszam: «Kropneit, s xoren Obl
TIOrOBOPUTH C TOOOI 0 TBOel 3apruiate». Beck ero Buz ropopuit: «O, st >xe 3Has!
Onu Takue ke, Kak u gpyrve. OHU cOOMPAaKOTCs CHU3UTH MO0 3apriiaty». Ho s
ckasan: «f1 oueHb ropXych TeM, UTo Tebe ynanoch cfenarb, U HaflekoCh, UTO B
C/IeyIOLEeM Ty Thl CMOXKelllb 3apaboTaTh 3HaUUTeTbHO OOJIbIIIeY.

Yepe3s aBa roga oH 3apabareiBan yke $150 000. 1 s1 BHOBb M03Bajl €ro K
cebe, ¥ BHOBb OH ObLT yBepPeH, UTO sl XOUy TlepeCMOTPeThb Halllk JOTOBOPEHHOCTH
B XY/IIIYIO /751 Hero cTOpoHy. Sl ckasan: « Tkl mopaboTasn Ha c/1aBy, U s XoTes Obl
ocTaBUTh Bce 0e3 u3MeHeHuii». OH ymuBwicsi: «Bbl He cobupaeTech MeHSITh
cxemy Moel oriatbl?» f cKasas, uTo /i1 3TOro HeT 0CHOBaHUU. KoHeuHo, 10 %
OT TIPUPOCTa MPUOBLIM TO3BO/IWIN €My 3apabaTbiBaTb Oue€Hb MHOTO, HO Be/lb
KOMIIaHUSI He B TPOUWrpbIIie: oHa 3apabarbiBana ocrtasiivecs 90 %. 3aueM ke
TIOZIpbIBaTh MHULIMATHBY YesI0BeKa, KOTOPOMY YZa/lIoCh Clle/laTb TaK MHOTO?

3aZlaua MeHe/PKepOB — CO37laTh TaKyk CUCTeMy, KOTopas Obl T103BOJIsi/IA
COTPYJHUKaM /100UBaThCSl BBICIIIETO YPOBHSI TIPOM3BOUTENBHOCTH U T0/yuYaTh
3a 3TO 3aC/Iy’KeHHYIO I1ary.

OCHOBHBIE BBIBO/IBI

— He 6oiimecb naamumb 60nblue, yem Kmo-aubo ewje 8 sauuell
ompacau. HaHumasi IepBOK/IaCCHBIX JIFOZIeH, BbI 100beTeCh OOJIBIIIEro.
[Tnatute 6oJibIlle, YEM BaIll KOHKYPEHTHI.

— Bosnbwasn oniama He si8asiemcsi no0apkom. Ballv coTpyIHUKY
JO/DKHBI 3HaTh, UTO HEOOXOJMMO 3aC/Ty>KUTh CBOIO 3apIuiaTy, Oyayuu
Oosiee TIPOAYKTUBHBLIMU U TIPEJCTAaB/SIS KIUEHTAM YCIYTH 3KCTpa-
KJlacca.

— Bbl nosyuume 3HauumenbHyld omoauyy om uHeecmuyull
makozo poda. Takas TIO/JIMTHKA TO3BOJIMT BaM HaHMMaTh Oosee
TaJIaHT/IUBBIX JItOflel, KoTopble OyayT paborath Gonee 3¢ddeKTUBHO.



KBamuduipoBaHHble  pabOTHUKK  /leJlalOT  MeHbllle  OIIMOOK,
HY)K[JalOTCS. B MeHbIlIeM TIPUCMOTPE U TOTOBBI CZe/1aTh /51 KIWeHTa
BCE.

— He nbimaiimecb u3meHumb npasuiaa 8 cepeduHe uzpbl. Ecmu
BBISICHUTCSI, UTO JIFO/IA 3apabaThIBalOT CJIMIIIKOM MHOTO, He TIbITaliTech
CHU3UTh uX oriary. Jlydiie mogymaliTe, KakuM 00pa3oM OHU U
KOMIIaHUSI MOT'YT TIO/TyuaTh elije OoJIbIIle.



I'maBa 20
IIapTHepCKasa cucTreMa OIiaThbl

Yrobbl MIpejoCTaBSATh KIHMEHTaM Hawulydlliee 006CTy)KrBaHUe, BbI JOJDKHBI
OTKAa3aThCsl OT THUITMYHOM CXeMbl BBITUIAThI €XXeMeCSTUHOM 3apaboTHOM TiaThl U
HauaTh TUIATUTL BaIllMM COTPYAHMKAM KakK TapTHepaM. IlapTHepckas cxema
OryIaThl MOKET OBbITb BbIpa)KeHa B pa3HbIX (PopmMax: MOKHO TPOCTO TUIAaTHUTh
KOMMCCHOHHBIE WY Ke TIPUBSI3aTh OIIaTy BCeX COTPYAHMKOB K 00I1el mpubbuin
KOMITaHHH.

OTO OueHb Ba)KHBIN IIar Jjs ar000M opraHu3auuu. JIFOOuW CTaHOBATCS
3aMHTepPeCOBAaHHBIMU B TOM, UTOOBI KOMITAaHUSI ITOTyUK/Ia MPHUObLIb, ¥ TOHUMAIOT,
oTKyjla oHa 6epetcsi. OHM CTaparoTCs CHY)KATh U3/IEP)KKH, TTOBBIIIATE TTPOZAXKU U
yAyuIllaTh KaueCcTBO 00CTy >KMBaHUSI.

MbI BHEAPWUIM TaKOM TOAXO/ KO BCEM COTPYJHHMKAM KOMITAHMM Ha BCEX
ypoBHsX. OCHOBOM I/ HETO C/TY>KUT CIIPABe//IMBasi U TOUHAsi CHCTeMa OLIeHKH.
17151 HeKOTOPBIX BUIOB paboT (Hampumep, /il MPO/iaXK) CUCTeMa KOMITEHCALIWA
JIOJDKHA OCHOBBIBAaTbCS Ha JIMUHBIX AOCTWKeHUsAX. [Ins apyrux (Oyxraarepus
WM TIPOM3BOJCTBO) CJIeAlyeT Ol|eHWBaTh AOCTMPKEHUsS KOMaH[bl WIHA OT/eJa.
Ormata pykoBOMTe e HarpaB/ieHHH 3aBUCUT OT BLIPYUKH BO3IVIABISIEMbIX UMY
JlerlapTaMeHTOB.

Tam, rge Bo3MO)KeH KOH(IMKT, 3apab0TOK COTPYAHHUKOB 3aBHUCHUT OT OJHOM
U ToW e Oa3bl. VHTepechl HAIlMX AaBTOL[EHTPOB B 3TOM II/IaHe [OJ/DKHBI
COBMAZlaTb C UHTEpecaMyd COTPYAHMKOB (Mbl Ha3blBaeM 35TO KOHIIEIUen
rapasiie/ikHOM OTIaThl).

[Tpumep. Haila KommaHHUsI TpPOJj@aeT KaK HOBble, TaK M TIOfiep’KaHHBIE
MalmHbl. EC/iM TiaTUTh MeHe/pkepaM TIO0 TIPOjiakaM HOBBIX aBTOMOOHIEN U
MeHe/pKepaM 10 TIPoZia’kaM TIoZiepyKaHHbIX aBTOMOOW/IeH TO/bKO Ha OCHOBE WX
coOCTBEeHHOM TTPUOLIIN, TO HaBePHSIKA BOSHUKHET KOH(MIMKT TTPH OlieHKe MallliH
1o rporpamme trade-in (TIOKyIika HOBOTO aBTOMOOH/S C 3a4eTOM CTOMMOCTH
cTaporo). MeHeKephbl, TIPOZIAlOIIMie HOBbIe aBTOMOOH/IM, OyayT HacTavBaTh Ha
TIOKYTIKe CTapOi MalllWHbI TOTEeHIUAJLHOTO K/IMeHTa 10 MaKCHMaJbHOM IieHe,
yToOBI OH Celuac ke Kymnui HOBYIO. B CBOIO ouepeiib, MeHe/Kep IO TIpofaKe
T0/IeP>KaHHBIX aBTOMOOW/Iel 3aMHTepecoBaH B TMOKYIIKE TaKOTO aBTOMOOW/IS TI0
MUHHUMAJIbHOM IieHe, TIOCKOIBKY TaKhM 00pa3oM OH MaKCUMU3HDPYET CBOKO
TIPUOLITE OT €ro MeperpoaXku.

Yrobbl pa3peliuTb 3TOT KOH(MIMKT, Mbl BbITIJIAUMBaeM TIpeMHa/IbHbIE B
3aBUCMMOCTM OT TpuUObUIM 000MX JerapTameHToB. TakuM oOpa3oM, Hallu



COTPYAHUKM BBIUTPBIBAIOT Y MPOMUTPBIBAIOT TOMBKO BMecTe. Kpome Toro, B 3TOM
C/lyyae UX MHTepechl COBMAJal0T C UHTepeCcaMu KOMIIaHWH B 1L[€/IOM.

MBI UCTIO/Ib3yeM CXOXKYH0 KOHLIEMLMIO U TI0 OTHOILLIEHUIO K MeXaHuKam. Uem
Oosibllle OHU PeMOHTUPYIOT aBTOMOOUIeH, TeM Gosbliie 3apabarbiBatoT. Ecu ke
K/IMEHT BO3BpalllaeTCsl 1W3-3a HeKaueCTBeHHO BbITIOJTHEHHOW paboThbl, HUKOMY He
TaaTaT 3a 3T0. Takum 00pa3oM, MeXaHUKHM U KOMIIaHUSI HaxO[sATCS B OJHOM
nopxe.

MpbI Haua/M MCMOJb30BaTh TaKyK CUCTEMY OIJIaThl Ba/ILIaTh JieT Ha3aj, U
OHa TIPEBOCXOJHO 3apeKoMeH/ioBasia cebsi. OpHAaKO BpeMsi OT BpPeMEHU MbI
TecTupyeM ee paboty. 1 momHI0, y Hac paboTas MpeBOCXOJHBIM MeXaHWK B
OTesie MPeAnpOAaKHOM TMOArOTOBKM. Mbl pelluiv MOWTH Ha SKCIEepUMEHT U
TIPeJI/IOKUIN €My He CJle/IbHYI0 OI/1aTy, KakK 00bIUHO, a TBeDP/bI OKJIaj, UCXO/s
U3 ero cpejHero 3apaboTka 3a MOC/Ae[HUE IIeCTh MecsleB, U CJIeAuIu 3a
pesynbrataMy. Tak BOT, TIPU HEM3MEHHOM KaueCTBe ero MpOM3BOAUTE/bHOCTb
ynasa BaBoe. OH repecTas ObITh TAPTHEPOM KOMITaHHUH.

S pymaro, yTO NPUUMHOW HW3KOM MPOM3BOAUTE/LHOCTH SIB/SIETCSI TO, UTO
HUKTO He YyuuTbiBaeT pe3yabrartbl. HUKTO He cuWTaeT KOJMYECTBO 3afiay,
KOTOpble BBITIONIHSIET pPAOOTHUK, U CKOMbKO BpeMeHU TpebyeTcss sl UX
UCro/iHeHUs1. Ec/iu Bbl yMeeTe MpaBU/IbHO YUWTBIBaTh Pe3Y/bTaThbl, Bbl MOXKETe
NOOUTBCST OT CBOMX COTPY/HUKOB TaKOW ke TIPOM3BOJWTENbHOCTH, KaK U B
ciiyyae NapTHepCKOM CUCTEMBI OI/IaTHhl, 6narogaps 3/IeMEeHTY
COpeBHOBATeNbHOCTU. JIHOAM TO CBOel TpUpojie CTPeMSTCsS ObITh TepBLIMMU.
Ecnu s 3Hato, 4TO Te-To Ae/atoT JeCsATh 3aMeH Mac/ia B /leHb, s TOTOB MPLITHYTh
BbII1Ie TOJIOBBI, YTOOBI 0OC/TY>KUTh OAUHHA/IIATh K/IUEHTOB.

Ho Bce ke mapTHepcKasi CXema OIJIaThl Jiydllle, TIOCKOJIbKY JIFOAW BUAST
TIPSIMYIO0 B3aUMOCBSI3b MEXKy KOJMUeCTBOM PabOThI U BeJIMUMHON 3apaboTKa.
Ecimu oHu XOTAT 3apaboraTh Oosiblile, OHW MOTYT TPUUTU TOpPaHblle WA
3ajiep)KatbCs Tomo3xke. I[IpofaBibl MOryT paboTaTth 1O BeuepaM WM B
BbIXOAHbIEe. JItog¥d  MOTYyT HalWTM  MHOXKECTBO  CIOCOOOB  TOBBICUTH
TIPOM3BO/IUTETBHOCTD TakK, UTOOBI U /Ijisi KOMITAaHWUU 3TO OBLIO MpUemsieMo.

HapTHepCKaﬂ CHUCTeMa OIl/IaThI rnoouipdeT COTPYAHHKOB
06CJ'IY)KI/IBaTb K/IMEHTOB HA4  BbICIIEM  YDOBHE: HNMEHHO OT
YAOBJ/IETBOPDEHHOCTHU K/IMEHTA 3dBUCUT HUX 3dpIljIdTd.

OpHa W3 TMaBHBIX 3a7lau MeHe/Kepa 3aK/IIouaeTcss B TOM, UTOObI HaWTH
COOTBETCTBYIOIIIE CTUMY/IbI I TeX, KTO paboTaeT XOpOIOo, W IIPaBUIBHO
MOTUBUPOBATh U [UCLIUIUVIMHUPOBATh OCTa/bHbIX. ECIM KTO-TO [IOBOJIEH TeM,
YTO TPOJIAeT IIeCTh MAIllMH B MeCsLl, TO, BUJUMO, OH /I0/DKeH paboTaTh I/ie-TO B



JIpyroM Mecre.

Terepb Ba)kHbIN BOTIPOC: €C/IM BCSI 3Ta CHMCTeMa TaK 3aBsi3aHa Ha JIMUHBIE
pe3y/bTaThl, TO He CKa3bIBaeTCsi M 3TO OTPUIATeIbHO Ha O00C/Iy>KWBaHUU
K/IMeHTOB? He mbITatoTCs /v /ity TOObICTpee 0OCTYKUTh KIMEHTOB, UTOOBI
TIOJIyYMTb CBOM KYyCOK IUpora?

51 yBepeH, uTo HeT. Baiii cOTpyAHUKY OyAyT OT3BIBUMBBLI U BHUMATE/IbHBI C
KaXX/IbIM KJIMEHTOM, Umobbl 3Mom KAUeHMm B8epHYACsl CHOBA U CHOBd. ITO B UX
WHTepecax, TOCKOJIbKY, BO3BpalllasiCb, KJIWEHT TOKyTaeT elle 4To-Jubo, uTo
MPUHOCUT TIpUOBIIL W KOMITaHWM, U uM. OHHM Takke TIOy4aloT CBOU
KOMHCCHOHHBIE 3a TIOBTOPHYIO Mpojaxy. M MOCKO/bKY BCerja Jierue rpofaTrh
yTO-IM00 TOMY, C KeM y BaC y)Ke YCTaHOBW/IMCb B3aWMOOTHOIIIEHUS, ueM
TIOCTOPOHHEMY, BCe COTPYAHUKN BHUMAaTeIbHO OTHOCSTCS K K/TMeHTaM.

Takum o6pa3om, mMony4yaeTcs 3aMKHYThIM Kpyr. Eciu Thl  XOpOILO
OTHOCHMIIIbCSI K KIMEeHTaM, OHM XOPOILIO OTHOCATCS K Tebe. Ecv oHM XOpOI1IO
OTHOCATCS K Tebe, oHM OyAyT MOKymaTh Oosbiiie. Ecid oHU OyayT TOKyMaTh
Oouibliie, Thl 3apaboTaeliib OosbIle U TT03TOMY Oy/lelllb OTHOCUTBCS K HUM C ellle
00JTBIIIIM BHUMaHUEM.

Kpome Toro, 37ieck ecTb U Jipyras Bbiroja. Eciv Bl xopoiiio obpaiiiaetech
CO CBOMMH KIMEHTaMU, OHU pPacCKaXyT 00 3TOM CBOUM [Ipy3bsiM, U Te TOXe
3arfsSHYT K BaM. TakuM oOpa3oM, Bbl 3apaboTaete elile Gosbilie.

XopoI110, MOXKeTe CKa3aTh Bbl, TIpeJiCTaBbTe cebe, UTO Mpo/jaBel] MOTHOCThIO
3aHAT paboTOM CO CBOMM K/IMEHTOM M He yCIieBaeT IMOINpPUBETCTBOBaTb BHOBb
3ale/iiero mMokKyrmaress. 3HaUUT Jid 3TO, UTO B KOHI[e Mecslla ero 3apruiaTa
OKa)KeTCsl MeHbllle TOW, KOTOPYI OH Obl Mosiyuns, ecyiid Obl ObUT UyTh MeHee
BHUMaTe/leH K Kakzaomy kaveHTy? Her. KiueHThl Takoro rmpopaBiia
BO3BpAIllalOTCs CHOBA M CHOBA, TIPUBOAS C coboii zpy3eil. Mbl 3HaeM 3TO
HaBepHsIKa, TIOCKOJIbKY (UKCUpyeM Takue JaHHble. Mbl OOHapy>KWau, 4To
TIPO/IaBLIbI C CaMbIM BBICOKMM WH/EKCOM Y/IOBIeTBOPeHHOCTH KiueHTa (CSI),
KOTOpbIe HAUTYUIIUM 00pa3oM 3a00TSATCS 0 CBOUX K/IMEHTaX, JOCTUTAlOT CaMbIX
BBICOKUX TIOKa3aTesieli 1o obwemy mpojax. unepsl ¢ camMbiM BbicOKUM CSI
Haubosiee MPUOBIIBHBI U, UTO He MeHee Ba)KHO, Jydilie MepPe>KUBAOT TsKeJlblie
BpeMeHa U KpU3UChl. A J/IOQU — WIM OpraHv3alid, — KOTOpbIe
HeBHUMaTe/IbHbl K CBOMM KJ/IMeHTaM, He TIPOfiep>KaTcsi JOJro.

OnucaHHbIN MeTOJ, OryiaThl paboThl MPOZABIIOB /AeMCTBUTENBHO paboTaer.
Ho uHorzia GbIBaeT HEMpoCTO HAWTH JTHO/iel, TOTOBLIX TIPUHSTDH Tpe//IoKeHre O
pabote 0e3 TBepAOro OK/ajia: Takas CUCTeMa TIOPOXKAAeT Yy HUX UYBCTBO
HeyBepeHHOCTH. B TakoM cjiyuae Mbl TIpefijlaraeM perpecCUBHYH0 CXeMy
dbukcupoBaHHONW 4YacTh 3apabOTHOM TMJlaThl Ha OMpefie/ieHHbI Tepuo/,
Hanipumep 90 gaHeii. PaboTaer 3To Tak. B mepBbiii Mecsl] Mbl BbIJIaudBaeM



HOBOMY COTPYJZHHKY 3apaboTHyro muiaty B $3000 maroc Te KOMMCCHOHHEIE,
KOTOpble OH 3apabotasn. Bo BTOpoil Mecsi] 3apaboTHasi TiaTa COCTaB/ISIET yiKe
$2000 mmoc kKomuccuoHHble. B Tpetuii — $1000 I1IHOC KOMMCCHOHHBIE.
HaumHasi ¢ ueTBepTOro Mecsiiia 3apabOTHasi 1JiaTa HOBOTO COTPYAHUKA, KaK U
nmoboro Apyroro, COCTOUT TOJBKO U3 3apabOTaHHBIX UM KOMUCCHOHHBIX. Ecm
OH TIPOZIO/’KaeT UyBCTBOBAThH CeOsi HeyBepeHHO MOC/ie a/lanTaljMOHHOTO Mepuoja
B 90 gHeli, To, MOXOXKe, €My JIyullle IMOMCKaTh Jpyroe MecTo paboTbl, — U Tak
JeNCTBUTETbHO UHOTA IPOUCXOJUT.

Hampumep, xopoiumii TexHUK Ha cobopouHoii muauu GM Arlington, KoTopast
HaXOAUTCS PSZIOM C HaMu, CKOpee BCero 3apaboTaeT TaM TIPOLEHTOB Ha
TPU/LIATh MeHbIIle, YeM M0 Halleli cucteme. Ho OH MOMyyuT CBOIO OMJaTy CO
CTOTIPOLIEHTHOW TapaHTuell. [liisi Takoro Tuma Jitofeld CTabWIbHOCTL U
pery/asipHOCTh 3apaboTHOM TIaThl BakHee TIOTEHI[MAJIbHOM BO3MOXKHOCTH
3apaboTaTh 6osblile.

Haiiia >xe cuctema 0osibilie OpHEHTUPOBAHA Ha TeX, KTO YBepeH B CBOUX
cuiax U TojlaraeTcsi Ha coOCTBeHHble MoCTkeHUs. OHa 3acTaB/sieT UX ObITh
Oosiee OTBETCTBEHHBIMH, U B MEPBYI0 Ouepelb M0 OTHOIIEHUIO K camuM cebe.
OTO UMeeT TOJIOKUTENbHBIN pe3yabTaT — KakK [jii PabOTHUKOB, Tak U [Jis
KOMITaHUU B LI€JIOM.

Ecmu BAymarbcs, TO Crocob OriaThkl, TMPU KOTOPOM KOMTIAHUS [1e/TUTCS
MIPUOBLIBIO C COTPYAHUKaMU (KOMHUCCHUOHHBIE, 3aBUCSIIEe OT UHUBUYaTbHOTO
WU TPYTINOBOTO pe3ysbrara), Haubosee 3¢pdextriBeH. Takoii criocob He MPOCTO
dbopmMupyeT TapTHEPCTBO — JIIOAM JIMYHO OTBeualoT 3a paboTy, KOTOpYHO
BBIMOMHSIOT. OHU Oosibllle OMIYIIAOT cebs He3aBUCUMBIMU TMOAPSAUMKAMU U
napTHepaMu, HeXXeJld COTPYAHUKaMHU.

Cucrema oriaThl Ha OCHOBe TlapTHEpCTBa TpeOyeT HeCKOMbKO OO0J bIIMX
ycunuii mipu  paspabotke. [nsi Toro utobbl ybGemuThcsi, UTO OHa paboTaet
3QpeKTUBHO U CIpaBe/IMBO, BaM TPUAETCS HAWTU Croco0 TOoACYMTaTh
pe3ynbTarhl TPy[a Pa3/MUHbIX COTPYAHUMKOB. Ho ecniu 3To ymanock chenatb
JIOKTOpaM M OpUCTaM, KOTOpbIe Yallle BCero MMEKT TaKylH) CUCTEMY OILIaThl,
3HA4UT, C STUM MOKHO CIIPaBUTHCS.

OcHOBHBIE BBIBO/IbI

— IInamume no pe3yibmamy. IlpuBskute omIaty Tpyza
Ka)KZIOTO COTPYZIHMKA K KOMHCCHOHHBIM, OyZlb TO WHWBU/ya/IbHbIN
WM TPYIIOBOW pe3yabTaT. Beab pa3ymMHO, 4TO JIHOAU [OJDKHBI
3apabaThiBaTh POBHO CTO/IbKO, CKOJIBKO OHU cJesanu. Eciu koMiaHus
HesbdeKTUBHa, Y Hee HeT MPUObLIH, UTOObI Ae/TUThHCH.

— Bce — 3Hauum ece. PyKOBOAUTe/IU OTHeJ0B, MeHe/ Kepbl



roipa3fie/ieHii — BCe SIBJISIIOTCS TlapTHEpaMU M [IOJDKHbI UMeTb
TapTHEPCKYIO0 CUCTeMY OIIaThl, @ He TOIbKO BJIafle/bLIbI.

— Taxoli MemoO oniambl MOmuguUpyem Kaxcoo2o 3ab6omumbCsi 0
kaueHme. ITlapTHepcKasi cUCTeMa OIUIaThl TIPUBOAUT K Y/IyUIlIEHUIO
KauecTBa 00CTy>XKUBaHUs K/iMeHToB. Eciiu xouellib 3apabatbiBath, Oy/ib
nmobe3eH C IObMU, KOTOPLIe I1aTAT Tebe, — C K/IMeHTaMMU.



V1. PykoBoguTesib — /M0 KOMIIQHUU




I'maBa 21
Bbl He Mo)KeTe NIPUTBOPATHLCA

MecToumeHHe «si» HEYMeCTHO, KOT/la peub UjieT O HailleM Ou3Hece, — BCe,
YTO MBI JlejiaeM, JOCTUraeTCss KOMaHHbIMU ycunusiMu. Ho mpu 3ToM B KaxKzAou
OpraHu3allid pPYKOBOAUTE/Nb JO/DKeH WATH Ha wwar Brepegu. OH [JO/DKeH
TIPUBO/IUTh KOMTMaHWIO K ycrexy. OH obecrnieunBaeT TPUOBUIbHYIO paboTy,
co3faer pabouve Mecta M Jo6uBaeTcsi, yTOObl pabOTHHMKW TOPAWINCH CBOeM
KoMIiaHve. Eciu OH 3TOro He JeaeT — HUKTO He TMOHJEeT 3a HUM. Biactb
MeHe/pKepa OCHOBBIBAeTCSl Ha TOM, UeM UM Kak OH yripaBsieT. Kak ckaszan [Turtep
Hpyxkep: «JIugepctBo — 3T0 3¢ (HEeKTUBHOCTb».

Ecmu Bel 60CC, Bbl He MO)KeTe MPUTBOPSTHCS. JIMOO Bbl Bepute B lie/,
KOTOphIe yCTaHaB/uBaeTe, mMb0 HeT. Ec/ii HeT, OueHb CKOPO 3TO CTAHEeT SIBHBIM.
Bo-repBbIX, TIPUTBOPCTBO TpebyeT CAMIIKOM Oo/bIMX ycunuid. Bo-BTOpPbIX,
COTPYJHUKM HabO/O/lal0T 3a CBOMM JIMJEPOM OuUeHb TIPUCTA/NbHO, U B TaKOU
CUTyalLy OYeHb CIOKHO (habCU(ULIMPOBaTh UyBCTBa U OTHOILLIEHHE.

CTouT BallliM COTPY/IHUKAaM 3aMeTHUTh, UTO Bbl CaMU Oe3pa3uuHbI K Le/IsiM,
KOTOphIe yCTaHaB/IMBaeTe — HaAlpUMep, Bbl TOBOPUTE, UTO BCer/a CyiefyeT ObIiTh
YeCTHbIM C K/IMEHTOM, a OJHaXAbl CaMU MPOJEeMOHCTPUPOBAIM HeueCTHOe
OTHOIlIeHWe, — BCe KOHUeHO. OHU MepecTaHyT C/e/l0BaTh BalllUM JIO3yHTaM,
TIOTOMY UTO BUJISIT, UYTO Bbl CAMU He CJieflyeTe UM.

Eciu 310 cityuuTcsi, Bce napazHble (jiar U pekjiaMHble POJIMKA MHUpa He
CMOTYT U3MEHUThb CUTyal[My. Bbl HUKOTja He I0CTUTHETe CBOe Liesiu.

,H&)Ke ec/im JIFOAW 3HAIOT, KdK KM (Cj1ea10BaJ/iIo OBI INOCTYIIATh,
HMHOI'la OHU 3a0bIBaroT 00 3TOM. BOT moyemMy OHH IT0CelIarOT LIEPKOBb
KaXKoe BOCKpeCeHbe.

NmeHHO ITOSTOMY BbI KdK Hd CJ/IOBdX, TdK WM Hd JeJjie OO/IKHBI
peryjidipHo  HAlIOMHWHATL  JIFOAAM, UTO  SABJ/JIAETCA  HWCTHUHHBIMU
LEHHOCTsAMMU B Ballleu OpraHHM3dlrH.

Kopotkasi vuctopust Ha 3Ty Temy. S ObUT B OThe3fie, KOrjla Mbl OTKpbIBA/IH
Hall aBTOlleHTp Lexus. Mbl KojleCHIM OT paccBeTa [0 3aKaTa, HO K HOUU s
BepHyJ/icsi B Topo/]. Pabouue, KoTophle ellje paboTanu Haji KAKUMU-TO [leTajsiMU
HaIllero 3/1aHusl, 0CTaBUIU Tiepe]] HUM ITyCThle KOpOOKHM M OyMarkHble CTakaHbIL. S
BbIIle/ W3 MallMHBI M Hauvan cobupaTh MycOp; OueHb CKOPO KO MHe
TIPUCOEUHUINCE /IBa TIPO/IaBIia, XOTb S U He MPOCUI uX 00 3ToM. Iloka MbI



3aHUManuch yOOpKOM, OJWH W3 TapHel cKasana: «3HaeTe, 3TO TMOAPSAUUKU
OCTaBUJ/IM 3/leChb TaKylo Ipsi3b». A 51 oTBeTWU/: «VIM Bce paBHO, a HAM HET — 3TO
HaIll IOM, MbI ¥ IO/DKHBI 3a00TUTBCSI O €0 UKMCTOTE».

Ballii COTPYIHUKM [IOJDKHBI C/bIIATh TMOA00HBIe coBa. OHU [JOJDKHBI
BUJIeTb, KaK BbI coOHpaeTe MycOop Ha TIapKOBKe WM HeceTe 4YTO-HUOyIb B
MaIllMHy K/IWeHTa, TloMorasi emy. OTO eJUHCTBEHHbIM MyTb OOBSBUTL U
TO/I/Iep>KMBaTh 1IeHHOCTH B Balllell KOMIaHWHM. VIMEHHO TT03TOMY MBI ITHIIIEM B
HallMX HMH(OPMAIMOHHBIX OOJIIETeHSIX O TeX COTPYJAHHUKAxX, KOTOpbIe IJIOXO
3a00TATCS O K/IWEHTaX; U MMEHHO T03TOMYy Mbl TaK MHOTO TOBOPHUM O TeX
COTPYAHMKAX, KOTOPbIE SIBJISTFOTCS Ty UIITUMH.

[ToBTOpSISt HalllM 1IEHHOCTU CHOBA M CHOBA, Mbl [IeHICTByeM Tak e, Kak 1
1[EPKOBb, B KOTOPYIO €XeHe/lelbHO XOJSAT ee TMpUXoKaHe. Bbl He MoxkeTe
OfHAXX/Ibl TIPOYeCTb BHOMMI0O M HEOTCTYIIHO C/eloBaTh BCEMY, UTO B Hel
13/I0’keHO. [laxke ec/id BbI 3HaeTe XPUCTUAHCKHE 3arlloBe/Id, WHOT/A Bbl O HUX

3a0bIBaeTe; W TI03TOMY XOAWTE B I1[€PKOBb Ka)K/0€ BOCKpPECeHbe — UTOOBI
NMOMHUTB. [103TOMY ke Mbl HEYCTaHHO MOBTOPsieM BCe TO, BO UTO Mbl BepuM, U
Tpa3fiHyeM, KOIZila HaM y/laeTCs JOCTUYb OJHOW W3 HAIlUX I[efled, — UTOOBI

HAITOMHUThL O HUX CaMUM cebe.

Tenepr TepeiijeM K He MeHee WHTEPECHOMY BOIIPOCY: CKOJIBKO Lieieit
JIO/DKHO OBITH YCTAHOB/IEHO? MHOTHe CUMTAIOT, UTO OJHOM BITOJIHE ZI0CTaTOUHO:
KOTrZia 1leflb OJjHa, BCe KOHIIEHTPUPYIOTCS Ha ee JOCTI)KEHWH, HHUKTO He
3a00TUTCS O MeHee CYIeCTBeHHBIX BeIllaX, a 3HAuWT, IIPOIe BBITOTHUTh
HaMeueHHOe.

Ho, XOTs 3TO 3ByYMT XOPOIIIO, 3TO HEMPaBWILHO. BBl MOXKeTe CKa3aTh, UTO
Hallla 1[eJb — BBITIOJTHEHWe KaueCTBeHHOM paboThl 6e3 mepenesok. Ho B To ke
BpeMsi MbI XOTUM, YTOOBI HaIlld COTPYAHUKUA OB BEXK/IUBBI 110 OTHOIIIEHUIO K
KaveHTaM. U elje JkemaeM, uToObl Haml oQuC W TIpUHAAJIEXXKAIlas HaM
Tepputopus OblIM B Ge3yrnpeuHoM ropsizike. Kpome TOro, Mbl OXKHU/]aéM, UTO BBI
XOpOIII0 OTHOCUTECh K CBOUM Kosuleram. ILmOC KO BCeMy MbI XOTeld Obl
TIOJTYYUTh TIPUOBLIB. BCe 3TO MOXKHO CuMTaTh Me/isiMH. V1 BCe OHM OU€Hb BayKHBI.
[TpoCTO CKOHIIEHTPHUPOBATLCSI Ha KAKOW-TO OIHOM M3 HUX HE[0CTaTOUHO!

OfHaKO C pacIIvpeHreM TiepeuHsi 1iejiell HaZio ObITb OCTOPOKHBIM. BbI
MOXKeTe TIeperpy3wTh BalllMX COTPYHUKOB KOJMUECTBOM HWHGMOPMALUU ISt
pa3MbIiiyieHrsi. BO3MOXKHO, IIeCTb-ceMb Iiesieid — rmipefen. OueHb HEMpoCTO
TIOMHUTD O TIOJTY/IFOKWHE Ba)KHBIX Bell[el 0JHOBPEMEHHO.

Ho ckosibKo OBl 11e/1el BbI HU HaMeTW/IH, OJHY WU L1eCTh, eIMHCTBEHHBINA
cocob J0OUTHCS JKeslaeMOro — TIOCTOSTHHO HarlOMMHATh O TOM, YTO BBI
cobupaetech [lefiaTh W TIOUEMY, a TakKKe TPUBOAWTH TPUMEpPHI, KOTZAA BbI
100MMUCh HeOOXOAUMBIX pe3y/bTaToB.



Mei Kak pa3 HabmofaeM Takoi ripumep B [lannace. Mol npoganu 6osbliioe
KO/IMUeCTBO aBTOMOOWsieli Ha (oHe oOIeil cTarHallMd W BBIMOJHWUIM MHOTO
PEMOHTHBIX paboT, B TO BpeMsi KaK y HallluX KOHKYPEHTOB ObLT KPH3UC.

1 s He ycTal0 HallOMUHaTh O HalllMX 1ie/isix cHoBa M cHoBa. (IIpuuem s
JleJiaro 3TO He Ha cobpaHUsIX, a TIPeATIOUUTAI) Pa3roBapuBaTh C JIFOAbMU OJIUH Ha
oguH. B 9TOM ciyuae BHMMaHHe 4YesioBeKa TMOJHOCTBIO CKOHLIEHTPHPOBAHO Ha
TOM, UTO 51 TOBOPI0.) B pasroBope c mpo/iaBLiOM, TeXHUUECKUM PabOTHUKOM WU/H
MeHe/)KepoM s TIOZlUepKWBal0, UTO UM yHaeTcs 3apabarbiBaTh [IeHbIU, B TO
BpeMsi KakK Jpyryde aBTOLIEHTPhl CTPaHbl B TSDKEJOM TIOJIOKEHUM WU JaXKe
BBIXO/AT 13 OM3Heca.

[To3xe, 3a 00e10M, OHU 0OCY>K/]al0T CO CBOMMMU KOJIJIeTaMu, KaK UM yAaeTCs
oCTaBaTbCsi TIpU paboTe, TMPUTOM UYTO COTPYAHUKU [ApPYTUX aBTOLIEHTPOB
BBIHY)K/IeHbI UCKaTh cebe fpyroe mnpuctanuige. U kTo-HUOyAb 00si3aTesnbHO
ckaxeT: «3Haete, a Cpl3/1 MpPOJO/DKAeT YTBEpPXKAaTb, UTO HaM YJaeTcs
3apabaThiBaTh TOJBKO 3@ CUET XOPOIlero KJIWeHTCKOTO CepBUCA, U 5 IyMaro, UTo
OH TIpaB. B pyrux mecTtax He O4eHb-TO 3a00THU/TUCH O CBOUX K/IME€HTaxX».

Korga Balii COTPYAHUKM HECYT M paclpOCTPAHSIOT Ballld UAeU — 3TO
cambiii 3¢ deKTUBHBIN Crioco0.

S BUges, KaK MeXaHWKU TIOOIUIA K HOBOMY COTDPYAHUKY U JIOXOZUKBO
0OBbSICHUM, KaK 3/lech fenaeTcsi busHec. DTOT mapeHb cOOMpascsi BHICTAaBUTH
KJIMeHTY CueT 3a JiBa Yaca paboThl, XOTs 10/I0MKa TpeboBasia He Gosiee Tosyuaca
Ha ee ycTpaHeHue. [[Boe WM Tpoe TEXHUKOB MOAOLUIA K HEMY U CKa3a/u:
«3[1ech Tak He TOCTYIIAIOT, He TILITalCs XUTPUTh C KJIMeHTaMU». B HeCKOMbKuX
C/lydasix IOXOAUIIO JI0 TOTO, UYTO pabOTHUKHY CepPBUCA BbIHYXK/A/IN TeX, KTO TIJI0X0
obpaijazics C KIMEHTOM, YBOMUThCS. OHM TIPOCTO [Jlefla/idi WX  OKU3Hb
HEBBIHOCHUMOWM.

BHauane HEKOTOpble COTPYJHUKHM MOTYT TMbITaTbCd OOXOAUTH Halln
TIDUHLIMIIBI, TIOTOMY 4YTO WM Ka)keTCs, uTo OHU TpeOyloT oT Hux Oosee
HanpsbkeHHOU paboTbl. Ho B fieliCTBUTENIBHOCTH, B [IOJITOCPOYHOM TepCrieKTHBe,
paboTaTh CTAaHOBUTCS ropa3zio npoiie. HUKTO He CTOUT Haj AYIIOW U He MAIUT
Tebs1 3a MJIOXO BBLITIOJTHEHHYIO PaboTy — TOTOMY UTO Thl HUKOT/IA He JieJaelllb
CBOIO paboTYy TI/10XO.

OCHOBHbBIE BBIBO/IBI

— Ilpumume peweHue 6bimb AyyWUMU. YCTaHOBUTE CBOU 1[eJIH
Ha CaMOM BBICOKOM YPOBHE; eC/IM Bbl PaCCUMTHIBAeTe Ha OOJIbIIIEe, BbI
Y IoCTUTHEeTe OOJIbIIIero.

— Bocc Odonsced 6bimb npumepom. Jlujep He MOXKET TOJBKO
niporioBezioBatb. OH ZIO/DKEH TIoflaBaTh mpumep. JIWgepCcTBO — 3TO



s¢dektruBHOCTb. Ec/iM opHa W3 Bammx Lefneidi — Oe3ymnpeuHas
YKCTOTa U Bbl He cobHpaeTe MyCOp Ha TapKOBKe, KOTZa BUJUTE €ro
TaM, He OXKUJalTe, UTO KTO-HUOy/b M3 BalllMX COTPYAHUKOB Oyrmet
Jlenarb 3TO.

— Ilpa3oHylime ceou ycnexu. 3TO YCUIUT BaXKHOCTh TOTO, BO UTO
Bbl BepuTe. [0OBOpUTe O BalllMX LIEHHOCTSX U 1ie/IsiX pery/sipHo. Yaiie
yIOMUHalTe UMeHa Jofiek, KOTopble MPeBOCXOAT CTaHAapThl. U 3Ta
vHdopmaius OyzneT ycbliaHa.



VII. BaxxHa Kakaasi ieTa/ib




I'naBa 22
IIpopaka Ao/DKHA OBITh TeaTpoOM

S nmobmto Tematudeckue mapku [JucHesi. OHu 0Ge3yrpeuHbl B KaXK/OU
netand. Hampumep, Tam TakuM 00pa3oM TOJCTPUTAIOT KYCTbl, UTO OHHU
CTAHOBATCSI TIOXOXKW Ha TepoeB MyJabTPuibMOB — Mukku-Mayca, [dambo u
apyrux. Mbl Bcerjia iep>kKuM B rojioBe 00pa3 mapkoB umriepuu [lvcHesi, Korja
peliaeM, Kak [OJDKHBI BBIIVISI€Th Hallld MarasvHbl. BOKpyr HalllMxX LIEHTPOB
TpaBa BCerJa TL[aTe/bHO T[IOACTPM)KEHAa M HeT HU OJHOI0 HeyX0XXeHHOI'O
JepeBlia. Mbl BHUMAaTe/lbHO C/eJUM 3a TeM, 4ToObl BCe Hallld 37aHusi ObLIN
aKKypaTHO TIOKpailleHbl. Mbl Jlake CrieljdajibHO KYMUIu YOOPOUHYIO MaIlUHY,
KOTOpasi MOeT TPOTyap fepe/; Hallleld TeppUTOpPHEH.

[Touemy ™Mbl yhensieM 5TOMy CTOJBKO BHMMaHus? [IpocTo MBI XOTUM
Co3[aTh OMpeZie/ieHHYI0 atMoc(epy [Ji HallMX MOKymnarejaerd U COTPYJHHUKOB.
To, KaKk Mbl OTHOCHMMCS K Hallled TeppUTOpHUH, TOBOPUT O TOM, KakK MbI
OTHOCUMCS K HallliM K/IMeHTaM U paboTHUKaM, Kakue 1[eHHOCTH UCIIOBeiyeM, a
KpOMe TOro, IIOMOraeT HaM OIIpeJeMTb CBOUX LieJIeBbIX K/IMeHTOB. Mbl
cuvuTaeMm, 4Tto OOJibIlleld 4YacTW Jitofield HPaBUTCS WMeTb fleJio0 C TeM, KTO
3a00TUTCS O L[BeTaxX U [lepPeBbsIX Ha CBOEM YUacTKe.

[enasi Tak, Mbl JaeM CHUTHa/l: «DTO MeCTO OT/IMYaeTcs OT Apyrux». Haiu
aBTOLIEHTp He U3 TeX, TAe paboTaroT mapHu 0e3 KOMIUIEKCOB W MaHep. Mbl
XOTUM, UTOOBI K/IMEHTbl BU/I€/IH, UTO MbI TPUSITHBIE JIFOAU U C HAMU TIPUSTHO
VIMeTb [1eJ10.

OTO MpaBUWIO OTHOCUTCS KO BCEM HAllUM LieHTpaM, BHe 3aBUCHUMOCTH OT
rpoZaBaemMbiXx MapokK. OfUH M3 HUX MpojaeT «XeHAau» — CaMyr HeIOpOryro
MapKy B Hallel juHelike, apyrue — «Kaaunnak» unm «Jlekcyc». U Be3fe Mbl
yz#esnsieM oueHb OOJbllloe BHUMaHUe JeTassM, XOTSl CaMU JieTald BCe BpeMsi
pasHble. Tak, npozpasas «Kaaunmaku», Mbl CTapaemcsl aKLIeHTUPOBaTb BHUMaHHe
Ha pockoiiy U komdopTe. «Kaaunnak» — 3To ayulliee, YTO MOXKHO KYIIUTb.

Kakwue Obl yCyru Bbl HA OKa3bIBasid, JobeliTech «Bay-3ddekTa».
YTo-TO [IO/DKHO BIIEUAT/IUTh K/IWEHTAa TakK, UTOObI OH TIOHSII,
HACKOJILKO Bbl BHUMATe/IbHBI K JIeTaJISIM.

u3aliHepoM HallluX UHTePhepoB Oblia Tpuilla YUICOH, JKeHIl[MHa, KOTopast
CO3/la/la UHTepbepbl CaMbIX KPaCHMBbIX B MUpe OTesield, Takux Kak St. Andrew's B
Hlotnanauu v Tpu Apyrux Ha Teppuropuu Disney World Bo ®panHumu u



Broadmoor B Kosnopago-Cripunrec.

PaboTy ¢ HaMM OHa Hayajsa C TOTO, UYTO TIOBeCW/Ia TPU OTPOMHBIX
KaHZiesis0pa U [OTOMHWIA WX TpeKpacHbIMUA [JyOOBBIMU TaHEeIsIMU BO BCEM
3naHud. Bes mebesib — KpacHOTO JiepeBa, a 00MBKa — KokaHasi. Ml He TOJIbKO
TIOTOMY, UTO 3TO BBHIIJIAJUT pecriekTabesbHee W KOM(OpPTHee, — Mbl TaKkKe
OTKpPBLIU /17151 cebsi, uTo Takasi Mebesib ropaszio 6osiee IpovHast.

Bce 3TO 3BYy4uMT [J0OBOJILHO IIPOCTO, HO HAIM CaMOCTOATe/IbHbIE MOMBITKU
cZieniaTb uTO-TO C WHTEPbepOM He YBeHUa/lIWCh ycrexoM. IlepBeii cBOM
J€EMOHCTPALIMOHHBIN 3a71 Mbl O()OPMJ/ISIZIU CAMM, U KJIMEHTbI TOBOPW/IM HaM, UTO
BBIIVIITUT OH HECKOJIbKO ZIOMOPOIIeHHO (0COOEHHO MM He TIPUIIUIUCH TI0 BKYCY
Hallla TIJIaCTUKOBasi Mebesib U XpOMUPOBaHHbIe CTObI). PaboTa nmpodeccuoHana
TIOTpsicarollle OT/INYaeTCs, U B /IeCTBUTEILHOCTH 3TO He CTOMJIO Ham Oosbliie,
II0TOMY UTO CHJIbHO COKOHOMMJIO Hallle BpeMs M 0Kas3ajoCh ropasZio IpouHee U
HaJle)xHee.

CerozHs B LieHTpe Halllero JeMOHCTPALMOHHOIO0 3ajia CTOMT CTOJI, 8 Ha HeM
OrpOMHasl Ba3a C JKMBBIMU LIBeTaMU. JTO HZesl MOeM >KeHbl, 3a KOTOpPYIO S eu
oueHb 6narogapeH. OpHax /bl Mbl ¢ Ilerru yxxunamu B Heto-Mopke B pecTopaHe
La Grenouille, u oHa obpaTuia BHMMaHUe, UTO TaM Be3je ObLIM pacCTaB/ieHbI
YKUBBIE 1[BEThI, UTO Zieslajio 0OCTAHOBKY 3/IeTAaHTHOU U B TO ke BpeMsi Teryion U
noMaiiiHeid. Ilerru ckasasna MHe, UTO ec/id Mbl OyZieM MCIIO/Ib30BaTh >KUBBIE
LIBEeTbl B HAIIMX [JeMOHCTPAL|MOHHBIX 3a/iax, TO, BEPOATHO, IOYUYUM TOT >Ke
3¢ pexT, — u Obi1a rpasa. C TexX Mop y HaC BCer/ia )KUBbIe 1IBeThI.

KoBep mipeicTaB/sieT co0oii BeITKaHHYO repanbAuky Cadillac B Heckonbko
CIIa’KeHHBIX, HO Yy3HaBaeMbIX JUHUSX. B odopmiieHHMH MblI UCIOJB3yeEM
CTIOKOMHBIE 1]BeTa: He)KHO-Toy0ol U CJIOHOBOM KOCTU. M HUKaKUX KpUYallux
Hajanucen B okHax: «PACTTPOJAXKA!!!».

HekoTopbie cuuTaroT, 4To, 0OpM/Isisi CBOU aBTOLIEHTPhI TaKuM 00pa3om,
MBI TepsieM HeKOTOpble BO3MOXXHOCTU. MBI He MCII0/Ib3yeM OIPOMHBIX I1/1aKaTOB
C uHQopMalMel 0 TOM, UTO TpejiaraeM KpeguT Bcero B 2,9 % Ha 3Tol Hefene
WA UTO CETOfiHs MPOJaeTcsl Kakasi-To 0cobeHHasi MailiiHa. Ho eciii Bcero 3Toro
He JOHOCHT /10 MOTeHLMa/JIbHOI'0 MOKYIIaTe/Is PO/aBLibl — 3TO He OYeHb YMHO.

[ns  OGONMbIIMHCTBA JIHO[eM Topa3fo BaxkHee Terviasi U KoMoOpTHast
oOcTaHOBKa TOKYTKU. Ellle pa3 TMoguepKHy: HalllM KIUEHTbl OueHb IL[eHSIT
arMocdepy, B KOTOPOM OHU MOTYT UyBCTBOBaTb cebsi Kak JoMa. Bbl MokeTe
TIPOC/IeZIUTh 3TO TI0 WX BBIOOPY pecTopaHoB W oresieii. B Bel-Air wmm Turtle
Creek BbI He BCTpeTHUTe Ppa3pHMCOBAHHbIX BUTPUH CO «CIeliuaIbHbIMU
npemyiokenusimu - 10 21.00», Tak ke KaK U [JOCKA C «CeroAHSILIHUM
rpeiyiokKeHrueM». JTH PeCTOpaHbl 3a/1at0T APYTrOM TOH; TO JKe JieiaeM U MbI.

[To aHasmoruv Mbl CO3[janu MPUMEPHO Ty K€ arMoc(epy U B aBTOLIEHTpe



Hyundai, rge CTOMMOCTh MalllMHBI €/lBa JIM COCTaB/sieT UYeTBEepTh LieHbl
«Kaguiaka» win «Jlekcyca», — M HalllMM TIOKyraTejisM y HaCc HpaBuTCH!
KoHeuHO, eCTh HEKOTOpbie OTJIWUMUS: TIOCKOJBKY «XeH/al» Oosbliie CKIOHHBI
niprobpeTaTh MOJIOZble JIFO[U, Mbl He WCII0/Ib3yeM 37leCh KaHZe/si0poB, Au3aiiH
Omke K HampaB/eHWIO Xall-TeK — HO arMocdepa Takas >Ke TeIuias Hu
JomallHssA. VI TOH, U CTWIb HaXOAATCA B TapMOHUHK C Te€M, YTO MbI IIPOJAEM.
Teppuropusi Toxke B 6e3ynpeyHoM TopsifiKe, Uy/leCHbIe 3eJIeHble JTy>KalKu Tiepe]
BXOZIOM, MHOXECTBO LIBeTOB, U HeT Kpuualled peKjambl I[10 BCeMY
BLICTABOYHOMY 3aJly U 3a ero rpejieaMu. Takoli 1oxo/ ornpaszasn cedsi v 37ech
— TIPOZIaXKU U TPUOBLUIb IABHO TIPEBBIIIAIOT 3arylaHUPOBaHHbIE.

B cBoux aBTOL|eHTpax Mbl CTapaeMcsi u30eraTb [aBsillieid TOPTrOBOMU
arMocgepbl. Y Hac BaM BCer/a NpeJjioKar YyallleyKy XOpollero koe, U Mbl Jjaxe
JIOTOBOPUJTUCh C MECTHBIM pecTopaHoM 00 OTKphITUM Hebosiblioro dummiana
psgoM ¢ HammM aBtoileHTpoM Cadillac. Takum o0Opa3oMm, BbI MoOXKeTe
TepeKyCuThb, TIOKa >K[eTe CBOW aBTOMOOW/Ib, Zla M HalllUM COTPYAHUKAM He
TIPUXOUTCS TIUTAThCA Pa3MOPOXXKeHHOW B MUKDPOBOJTHOBKE TTHLL[EH.

Hama uesi co3gaHusi xopoileld atMocgepbl pacrpoCTpaHsieTCsl Ha BCe
rozipaszesieHrs. AKKypaTHOCTb BO BCeM. Bce Mosbl TI[aTe/IbHO MOIOT KayKAbIW
Beuep; y HaC Jake eCTb BaKyyMHbIM DyKaB, MOJCOeAUHEHHbIM K [aTuMKy B
DPEMOHTHOM MacTepcKol, — OH n30aB/sieT Hac OT TbUIM ellje /10 TOro, Kak Ta
yCrieBaeT CeCThb Ha TOJI.

Korga morpebuTesib  BUJUT  Hallly  CBEPKAOI[yH)  BBIUUIIIEHHYIO
MaCTepCKY, OH [lyMaeT: «A TO)Ka/lyd, 3TOT aBTOCEPBUC BBIVIIAUT HeCKOIbKO
VHaue, yeMm Jpyrue. 3ech Moau Oosbiile 3a00TATCS 0 cBoeM pabouem MecTe, U
OHH, TIOXO0Ke, OyyT 60o/ee akKypaTHbI C MOeM MallluHOW».

Korzma Bbl HamepeHbl Tpuobpecty «Kaaummak» wumm «JIekcyc», MaliiHy
CBOel MeuThl, Bbl OXKUZaeTe, UTO 3TO OyzeT oueHb 3arlOMUHaroIeecs: COObITHE.
1711 HEKOTOPBIX JTO/el TIPUOOpPeCTH HOBYHO POCKOIIIHYIO MalllMHYy — BCe PaBHO
yTo KynuTh OyxaHKy xjeba Ha yxuH. Ho Bce-Taku Takux HeMmHoro. s
6osbimHCTBa MOKYNKa B $30 000 — 40 000 siB/isieTcst Cepbe3HBIM COOBITHEM.
YacTo /i1 UM MPUXOAUTCS pacCTaBaTbCsl C TAKOM CyMMOM JeHer? Mbl 1O/DKHBI
IIOMHUTb, UTO, XOTSI Mbl U TIpoJaeM 25 HOBBIX MallWH B JeHb, JJIs K/IWeHTa
Toe3/IKa IOMOM B OZJHOM U3 HUX — OTPOM HOe COOBITHe.

[Tpomaxku JO/DKHBI OBITH Tpe/CTaB/ieHUeM, TeaTpoM. MbI XOTUM, UTOOBI
Hallli ToTpeOWTeNnM BCTpeyasd CBOM MalllMHbI B TakoW OOCTaHOBKe W
OKpY’>KeHuM, uToOBbl [yX 3axBaTbiBasio. Mebenb, mnpucrnocobneHus, cBeT —
Ka)k/iast ieTasib [I0/KHA BHOCUTh CBOM BKJ/Ia/l B 9TO He3abbiBaeMoe IocelrieHue.

BakHa [euCcTBUTE/IbHO KaXKaas JeTajlb. JDTO KacaeTcs Jaxke TeX MecCT, B
KOTOpbIe TOTpeOuTeNb TPAJUIMOHHO He [omyckaeTcs. Hampumep, B casioHe



Lexus y Hac eCTb OrpOMHOE OKHO, KOTOpOe II03BOJIAeT KJ/IMeHTY BUJEThb
PEMOHTHYIO 30HY. JItoisiM HpaBUTCSI HAOMIOAATH 3a TeM, Kak Jpyrve paboTaroT; K
TOMY >Ke 3TO U HeOOJIbIIION IOTOTHUTE/TbHBIM KOHTPO/b 3a BceMu Hamu. Kpome
TOrO, TaKoeé OKHO TOBOPUT TIOTpeOWTeNt0, UTO Mbl TOPAUMCS CBOUMHU
TIOMeIIeHUsIMU U Pab0TOM, KOTOPYIO /leslaeM, U XOTUM, UTOOBI JIFO/IU 3TO BU/IE/H.

Hekoropble M3 aydullliX B CTpaHe pPeCTOPaHOB IIOCTYMAKT aHaJIOIMYHO.
J0BO/MBHO HEOOLIYHO BU/ETh KyXHIO OTKpBITOH, a B Le Bernadin B Heto-Mopke
eCTb CIieljuabHbIN CTOIMK, OTKY/ja OTKPBIBAETCS BUJ, Ha KYXHIO.

Bce 3T0 gaeT olulyleHWe Tearpa, Tearpa IpodeccuoHasbHOro. M ecmm
IIPOZ0/DKATh aHa/I0TUI0, Hallla TOprosas 30Ha He 4YTO HUHOe, Kak cleHa. Mkl
UCTIONb3yeM ee, uToObl co3/1aTh aTMOchepy U 3aiaTb TOH. MbI XOTUM, UTOOBI y
HalllUX TIOKYyTiaTesiel MyX 3axXBaThiBajo, UTOObI OHHU, BOUAS, ToBopwin: «O-o!»
— ¥ urobbl 3TO OBIIM BO3MIaChl BOCTOpra. Ham cTouT OGonblIuX ycumui
OpraHu30BaTh BCe TaK, UTOOBI B IEMOHCTPAIIMOHHOM 3ajie ObIO BCe BO3MOXKHOE
Y TIPY 3TOM OH He BBITVIsiZies TIeperio/iHeHHbIM, a K/IMeHThbl He CTOThIKA/IUCh Obl
TIOMHUHYTHO 00 aBTOMOOW/IH.

OpHa Y3 TIPOCTBIX MYAPOCTeM pPO3HWYHOrO Ou3Heca riacuT: «Bbl He
MOXKeTe TMpoJaBaTh C IYCTBIX IIOJIOK» — IIOZpasymeBasi, UTO y BaC BCerja
JO/DKHO OBbITh HECKOJIBKO e[JUHUI] TOBapa Ha ckiazie. U o cytu 310 BepHo. Ho
TOT ()aKT, UTO y HAC JOCTAaTOUHO 3aracoB, He O3HA4YaeT, YTO BeCb TOBAp JO/DKEH
OJHOBPEMEHHO HaxXOJUTbCS B BBLICTABOUHOM 3ajie. Hy)XHO ymeTb CO3/aBaTb
CMIOCOOCTBYHOIIYIO TIPO/IaXkaM KapTUHY, He TIeperoiHssl TIoMellieHre U He BHOCS
Hepa3bepuxu. BbICTaBOUHBIH 3a/1 O/KeH ObITh TIPUSTHBIM M PACIIO/aratoIiuM K
cebe. UToObI yOequTHCSI B TOM, UTO OH COOTBETCTBYET 3TUM TpeOOBaHUSM, MbI
TepyuoyeCcKy IpoBOAUM BpeMsl y BXOZa U CMOTPUM Ha Hero Ivia3aMy KJ/IMeHTa,
cipaivBas cebsi: XOueTcCsi Jid CrJa 3alTH, [JOCTAaTOUHO M KOM(OPTHO OH
BbIVISAAUT? C XOpOLUMM JIM BKYCOM OH caenaH? He mopa /i 3aMeHUThH KOBep?
Het nu 3nech uero-HuOynb yke He CTO/Mb akTyasabHOTro? VY HarmpoTuB, eCTh U
YTO-TO, UTO BBI30OBET >KeJlaHue TIPUMTH CroZa ellle pa3?

Mbl XOTUM, YTOOBI K/JIMEHT MOUYyBCTBOBAJ, UTO €My 3/leCb HPABUTCS. ITO
VIMEHHO Ta peakLUsi, Ha KOTOPYIO Mbl pacCcuuTbiBaeM. MBI XOTUM NPUB/I€Yb
BHUMaHUe TIoTpebuTesss M BbI3BaTh y HET0 MbBICAb: «ITHU JHOJU YMElT
3a00TUTBCS O [leTalssX U Jiep)KaTb BCce B Topsiike». [lepBoe, UTO MpHBeKaeT
BHUMaHUe TpUXO/AIIero K HaM T[0oTpeOuTesisi, — 3TO JKWBbie IIBETHI,
KaH/Iesis10phl U [lepeBsiHHasE OT/ieJIKa.

MOXHO /1M TleperHyTh IajKy, UCIOoJb3ysd 3TOT nofxof? Koneuno. Henb3s
JIOTTyCKaThb TIPOSIBIEHWSI TIPeTEHIIMO3HOCTU. MbI [O/KHBI ObITh YBEPEHbI, UTO
TepcoHasl OTHOCUTCSL K TIOTpebuTensiM OueHb TeTI0 U JIPYXKeCKu W
JeNCTBUTETBHO 3a00TUTCS O HUX, — B 3TOM C/Iy4ae JItoAu He OyayT UyBCTBOBATh



cebss muckompoptHO. VHOTAA TIOCETUTeNW B BbICTAaBOYHOM 3ajie  OBbIBalOT
HECKOJIbKO pacTepsiHbl OT BCEro, YTO OHW BUJAST BOKPYr. Ho eciu cOTpyAHUK,
KOTOPBIN MOJXOIUT T03/]0POBAThCs, PA/IyIIIHO MPUBETCTBYET UX U O1aro/japur 3a
TO, UTO OHM TIPMII/TM, K/IMEHTbl UYyBCTBYIOT cCe0si >KellaHHBIMU TOCTSIMH U
CKJIOHHBI TIPOCTO HAC/IaXKJAaThCsl BCEM, UTO CBSI3aHO C 3THUM TOCEIIeHUEM.

Bbl Mo)keTe cC0374aBaTh CBOIO COOCTBEHHYIO aTMocdepy OecuncieHHBIM
KOJIMYeCcTBOM MeTofoB. ([ucHeii, HanpuMep, JieaeT 3TO C MOMOIIbIO Becesbs,
TipeBpalliasi CTaHJapTHBIM HAabOp aTTPaKI[MOHOB B /I0pOroii Teatp.) M momMHuTe
r7aBHOe: aTMoc(depa /10/KHa ObITh B TaDMOHUU C BaIlIUM TIPOAYKTOM.

OCHOBHbIe BbIBO/IBI

— Hwume ponb. Hcnoausitime ponb. To, Kak BBITISIAUT Balll
Ou3Hec, OTpakaeT BalllM IIeHHOCTU M CO3[aeT UMUIK. Ecnu Bbl
TIpo/iaeTe ZIOPOrve aBTOMOOW/IU, Balll Mara3vH JJO/DKEH BbIT/ISI/IeTh TakK
)Ke [Ioporo U pecriektabenbHO. DTO He 3HAUMT, UTO OH JIOJDKeH
OTITyTHBaTh CBOEH /JOPOTOBU3HOM, MPOCTO OH JIO/KEH OBbITh CfiesiaH C
XOPOIIIMM BKYCOM U 3a/laBaTh COOTBETCTBYIOIIUN TOH U atmocdepy.
BarieMy K/IMeHTY 3TO TIOHPaBUTCSl, U 3TO HEHABS3UWMBO TIOJCKaXKeT
BalllUM COTPYAHUKAM, KaK OHU JO/DKHBI cebsi Bectu (a 6occy — Kak
OH JIO/>K€H OTHOCUTBLCS K CBOMM TOUMHEHHBIM).

— Ecau 6bl He OusaliHep, Halimume npoceccuoHana. 3ITO
CIKOHOMUT BaM BpeMsi U JIeHbI'H.

— Jobpo noxcanoeamb K Ham domol. Camblii TIPOCTOM CrIOCO6
3a/laTh TIPaBU/IbHBIA TOH W aTrMochepy — OTHOCUThbCS K CBOEMY
Ou3Hecy Kak K cOOCTBeHHOMY ZioMy. BhbI >ke mpuraiiiaeTe Apy3eit u
cocefieli, ¥ BaM XOTeloCh Obl, uTOOBI OHM UYBCTBOBa/IU Cebs

KOMQOPTHO.
— IlomHume, oHuU naamsam u 3a woy. /lekopaljuy 1 eTaau O4eHb
BaKHBI /151 CO3JaHUs atMoc(epbl Tearpa, HO Mpojaxa — TBO3[b

Tipe/icTaB/ieHus. B KOHIle KOHI[OB, HET MPHUObITM — HeT Ou3Heca.



I'maBa 23
Baiiia MaMa Obl/Ia MpaBa: MaHepPbl JIeHCTBUTE/TBHO
OUEeHb BA)KHbI

Mgl BezieM ceOst BeXKMBO. MbI cTapaeMCsi OTHOCHUTBCS K JIFOASIM — HalllM
K/IM€HTaM M COTPYAHWKaM — TaK ke, KaK Mbl OTHOCUMCS K HaIllUM OJIM3KUM:
JIeTSIM, POJIUTEISIM, CYTIPYTaM WU [IPY3bsiM.

Tak MHOTO BOJIIIEOHBIX BO3MOYKHOCTEH KpOETCS B MCIIOTHEHWH 3TOTO
«30J10TOTO TIpaBW/a». ['0pa3mo MpUsTHeM BLIXOAWUTH Ky[a-HUOyIb Ha Y)KUH, He
oracasich, UTO JIFO[M HAUHYT HabpachiBaThbCsA Ha TeOsi C »kasiobamu. HarmpoTus,
OHH, JTOBOJIbHBIE, OYYT MOAXOAUTH CO C/I0BaMU: «Ballli COTpYAHUKM TaK Teruio
K HaM OTHeC/IMCh, HaM OUeHb TPUSTHO UMETh C BaMHU [Ie7I0».

Takoe TmO/OKeHWe Belled JieaeT paboOTy MPUATHBIM — 3aHSATHEM.
KoH(IMKTOB TOpa3mo MeHbIlle, MOTOMY UYTO HAIlld K/IWeHTHI Jio0sST Hac. Thbl
TIPUXOJUIIL Ha pab0Ty BCTpeUaThCs C APY3bsMH, a He O0pOTHCS C Bparamu.

9To TaKxKe ropa3o NpudbLTbHEee. B 10ArocpouHol mepcrieKTuBe Co3ZiaHue
NpUATHOW atMocdepbl BeJeT K 0Oojiee BBICOKMM TMpoJakaM | HHU3KUM
u3/iepyKKaMm.

Ecnmu BbI XOTUTeE, yTOOBI Ballll IMoAYMHEHHbIE OBUIM BEXK/IUBBI U
m00e3HEbI C K/IMEHTAMM, 6y,que Be>X/IUBBI C HUMU.

MHoecTBO JeTasieil momoraeT co3jaTh Takyk armocdepy. Hampuwmep,
KOT/la KJIMeHT MPUXOJUT 3abupaTb CBOIO MalllMHY, ero BCTPeyaroT, OTKPLIBAOT
eMy zABepb U roBopaT: «Crmacubo 3a Balll BU3UT, Mbl OueHb LIEHHWM, UTO BEI
obpatunuch K HaM». Korzia oH orjiauMBaeT CUeT, KaCCUP [JapyuT eMy MasleHbKYI0
IUVIMTOUKY IIOKO/aZla — TMpocTto w3 OmarofsapHoctu. (Bcsiueckue crafgoctu
TIOMOTar0T c(hOPMHUPOBaTh MPUSATHOE OTHOIIIEHUE; TaK ke MOCTYIAlT B OTesX,
OCTaBJIsis LIIOKO/1a/] Ha MOJYIIIKe. )

Ec/ii MbI XOTUM, UTOOBI Halll TePCOHAT OTHOCUJICS K K/TUEHTY BEXK/IUBO U C
yBa)keHUeM, Mbl 00s13aHbl OTHOCUTBCSI K COTPYAHUKAM Tak »ke. Haripumep, y Hac
He TIPUHSTO TOBBILIATh TOJIOC HAa K/IMEeHTa U TOYHO TaK jKe He MPUHSITO KpUuaThb
Ha TIOAUMHEHHBIX. YBaKUTe/IbHOE OTHOIIIeHWe K TIOAUMHEeHHbIM BOBCE He
CBUZIETENILCTBYET O Ballleil c1aboCTH: MOXKHO OBITH TBEpbIM, HO He TpPyObIM.
[yis Toro uToObl OOUTHCS OT UesioBeKa BBITIOJHEHUS] KaKUX-IU00 3ajiau, He
HY)KHO pyraTth ero. Mbl MPOCUM BexuBO. EC/M 3TOTO [ijisi Hero HeJl0CTaTOuHO,



MBIl HalJleM Jpyroro, Ha KOTOpOro 3TOT MeTof AelcTByeT. [locse TOro Kak 3to
TIPOM30M/IeT ABAXK/bI, /Il OCTALHBIX 3TO Oy/IeT 10CTaTOUHBIM YPOKOM.

Ec/u Mbl MbITaeMCsi CO3/laTh YCIelIHbIA OU3HeC, Mbl JO/DKHBI HAyUUThCS
OTHOCUTBCSI K JIFOZISIM TakK, Kak HaM Obl XOTen0Ch, UTOObI OTHOCHUIUCH K HaM.
Benp Hami «Kagunnaku» v «JIeKCycbl» HUUEM He OT/IMYAKOTCS OT TaKUX Ke
MaIllMH B J]PYyTOM aBTOL|€HTpPe, U eIMHCTBeHHbIN Criocob 100aBUThL cebe Kakyro-
TO 1IEHHOCTh B T/la3aX KJWeHTa — 3TO u30aBUTb €ro OT MOPOKMU TpHu
o0cny>xvBaHUM (fiesiaTh BCe XOPOILIO C TIePBOT0 pasa, MpeloCTaB/saTh B Caydae
peMoOHTa OecrlaTHYyI0 MalllMHy Ha TIOAMEHY) U CZiesiaTh TocelljeHre Hailei
KOMITaHUM HACTOJILKO MPUSTHBIM, HACKOBKO 3TO BO3MOXKHO (Cy660THMIA cepBuC,
Cal0CTH U T. 11.). EC/IM HaM yacTcst TeM caMbIM YIIPOCTUTh JKU3Hb KIIUEHTY —
MBI BbIMTPaJIH.

HekoTopele Hally yBa)kaeMble KJIMEHTHI YXOJAT OT HAC, NMOKyIas «fAryap»,
«Mepcenec» wii BMW. Onu npruoOpeTaroT OMbIT OOIleHUst C CePBUCOM 3THX
[IAJIepOB — U T10CJIe 3TOI'0 B OCHOBHOM BO3BpalLlatOTCsl.

Sl HaBcerza 3amoMHIO, KakK s TIofioOpas TpesujieHTa OfHOW KOMIIaHWW B
Hannace psitom c aBToljeHTpoM Mercedes. OH CTOSIT W >K[aa TakCH, YTOObI
no0parbesi Ha paboTy: HUKTO B 3TOM aBTOL[EHTPE He TIPe/JIOKUI eMy MOMOIITb. S
MIPOCTO exas TI0 3TOW y/aulle — YBUJEeN ero U TPeIJIOKW MOoAOPOCUTh Ha
paboty. [To flopore oH TOXKKUMaJI TIJIeuaMu, TOBOPS: «$ MPOCTO He 3Hal0, IoUeMy
pelra CMeHUTb Bac Ha «Mepcegec»». [IByMsi rofjaMy Mo3Ke, KOrJa MPUIIIO
BpeMsi Tepe/iaThb ero aBToMoOub B trade-in, OH cfjenan 3TO y Hac U KYIW
«Kagunnak». OH ckasajn, uto ero «Mepcegec» ObL XOpollled MallldHOM, HO
TOMBKO OH He CTOW/J TOro, uTOObI TIpeo/o/ieBaTh CEPBUC, KOTOPBIM €ro
COTIPOBOXK/AJI.

Pa3 HUUero He CTOUT OBITb BEXIUBLIM U JIOOE3HBIM, BbI MOJKETe
YIOUBJISATBCS, TI0UeMy Jpyrue 3TOro He fenatoT. I1o mpaBie roBopsi, s TOXe He
Mory ToHsTh. OOBIYHO s [Jat0 Ha 3TOT BOIPOC TIPOCTON OTBET: MPOCTO MaMma He
CMOI7Ia UX MPaBUWIbHO BoCcnuTaTh. HO, KOHEUHO, BCe HECKOJIBKO CJIOXKHee.

JIrtopyu SBASIOTCS IPOAYKTOM TOM Cpefibl, B KOTOPOU BBIPOC/IA U JKWJIH, B
KoTopoii paboraroT. OHM yCBauBalOT BCe 1IeHHOCTH CBoero O6usHeca. [TocienHee
MIPUHLUNUANBHO BaXKHO. ATMOcC(epa, KOTOPYIO CO3/iaeT PYKOBOJAWUTE b, OU€Hb
MHOIOe FTOBOPHUT O HEM CaMOM U O TOM, KaK OH OTHOCHUTCS K JTFOZSIM.

KpaliHe peako MOXHO BCTPeTUTb MeHe/pKepa, KOTOPbIM OTHOCHUTCH K
K/JIMeHTY YW CBOWM [IOAUMHEHHBbIM [0-pa3HoMy. COTpyZHUMKU He MOTryT
OTHOCHUTBCS K KJIMEHTY XOPOIIIO, eC/IU UX HauaJbHUK BefleT ce0si TI0 OTHOIIIEeHUIO
K HUM OTBPAaTUTEJIbHO.

OcHOBHbIE BbIBO/IbI



— Bawa mama 6bi1a npasa. OHa yunsia BaC XOpPOIIUM MaHepam
— TIpufiep)KuBaiiTecb MX. XOpOIllMe MaHephl HUKOTZAA HUKOTO He
PaHUIN.

— Bedicaugocmb pabomaem syuwe. HekoTopble AyMaroT, UTO
BEeXK/MBOCTh — 3T0 crabocts. Her. OHa ropa3mo 3ddekTuBHee,
pe3y/nbTaTHBHEe U Jie/laeT Jrojield cuacTvBee.

— IlpednpuHumaiime 3skcmpaycunusi. [enaliTe TIpUSATHbIE
Menoun. [Ipugep>kuBaiite /s Mrofieli B€Ph U IOMOTalTe UM JJOHECTH
TOKYTKY /10 MallvHbI. JTtoau orjeHsT 3T0. [TomymaiiTe, Kak BaM ObLI0O
ObI IPUSTHO, ecv OBI [171s1 BacC C/ie/iaiv HeuTo Mol00Hoe.
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E.c/iM y HUX TaKHe Tya/IeThl, TO KaK e OHH!
paboraror?

YucTble TyasneTbl — >XM3HEHHO Ba)KHbIM (pakTop. S MOHS/ 5TO B paHHEM
JeTcTBe. B To BpeMst Mbl KaXK/IbIi O €31/IM Ha CBOel MalllHe Ha Tobepesxnbe,
U s [I0 CUX TOp TIOMHIO, KaK Mbl BbIOMpanu mecTa Jjis cTosiHKA. Ecmu dacapg
3[laHUs1 Ka3a/icsl HaM TIpUBJ/IeKaTe/IbHbIM, MbI TIpe/iroiaraau, 4YTo U TyasaeThbl TaM
XOpOLIKe.

OfHaKoO HEeCKOMbKO pa3 CJy4ajoCh, UYTO MOW pOJWTENH WU CecTpa
HaXOJWIW TyaJsieTbl HeyOpaHHBIMU. B 3TOM c/ydyae Mbl cpa3y e ye3Kasu, Jaxe
He 3aKOHYMB 3amnpaB/sATh MallivHy. KauecTBO BCero CepBUCHOrO KOMILIEKCa
orpeziesisyioch [JiIi HaC KauyeCTBOM ero TyasjeToB. $1 mosararo, 4To B HallleM
Ou3Hece, Kak U BO MHOTUX JIDYTUX, CUTyal[Usi CXOXKasl.

[ToTrpebuTenu CyiaT 0 HAaC UCXO/s U3 MHOTUX Mejiouei. Hailla HeycTaHHast
3ab0Ta 0 UMCTOTe TyaseTOB JIMIIIHUM pa3 MoAuepKUBaeT Hallle BHUMaTeabHOe
OTHOIIIEHWe K HUM U Hallle OT/IMUMe OT [PYyruX KommnaHuil. KoHeuHo ke, HUKTO
He CKaKeT, YTO KYIMW/I y Hac MallWHY TOJIbKO TOTOMY, YTO Hallld TyaJeThl
Ge3ynpeunbl. Ho MHOTO pa3 >KeHIIWMHbI TOBOPUIN MHe: «/laMCKuii TyasieT c/ienaH
C TakuM BKycoMm!» §1 cibllian ¥ pasroBopbl MyuuH: «He moBepuTe, Kakast
YKCTOTa y HUX B TyasneTe». A B Hallli JTHU BCEMY 3TOMYy MpHUAIOT 0coboe
3HayeHue.

30ech Mbl OMSATb TOBODUM O BaKHOCTHU [JeTajiel. B0o3MO)XHO, uucTOTa
yOOpHOU Auiepa He caMblii 3HAUMTE/bHBIN (haKTOp TPU TOKYIIKe aBTOMOOWIIS,
HO OHa CO3/JjaeT BreuaT/ieHWe O KOMIIaHWHW, a TOTOMY Mbl OTHOCUMCSI K 3TOMY
cepbe3Ho. [Ipy peMOHTe TyasieTOB MbI HCIT0/Tb30Ba/Id 000M cTouMocThio $250 3a
PYJIOH — TaKOM YPOBeHb MOXXHO HaWTH TOJBKO B OTe/sIX BBICIIEro Kjiacca. Mol
JIeKOPUPOBa/Id CTeHbl CHelUasbHO T000paHHBIMU KapTUHaMU (CIIOPTUBHAsI
TeMa — [I/Isl MY>KUMH, LIBeTbl — [I/Is1 >KeHIMH). Ha mony ocoboe moKpbITHE,
KOTOpOe JieTKO UuCTuTh. ([11uTKa ObiBaeT ueThipex KaTeropuii B 3aBUCUMOCTH OT
KayecTBa. MbI UCIO/Mb3yeM IJIMTKY TOJBKO BbICOUAMIIEro KayecTBa UeTBEPTOU
KaTeropuu U BbIcilieli OenusHbl. Kcrary, st 06patin BHUMaHWe, UTO CTOMMOCTh
HaTUpPaHUs TJIMTKA MAaCTUKOW BbIllle CTOMMOCTH €€ 3aMeHbl. A MOCKO/IbKY MBI
KaK/Jbld YyaC MOeM Halllu TyajeTbl, HAM He TPUXOAUTCS HaThpaTh MoaA. Mbl
MIPOCTO MeHsieM TIJIMTKY pa3 B UeThIpe roja.)



HUKTO He MOKyMHaeT y HAaC MalllMHbI TOJBKO MOTOMY, UTO Halllu
TyasieTbl Ge3ymnpeuHo unctel. Ho, Kak MeTko rnoametun Tom ITutepc,
ec/ii B camoJ/ieTe Ha KOBpe Bbl BU/IUTE MsSITHA OT Koe, Bbl MOXKeTe
3a[[yMaTbCs, XOPOIIO JIA 3Ta KOMIAHWS 3a00TUTCS O TeXHUUeCKOMH
YacTU caMoJieTa.

3aueM [JlaBaTb CBOWM K/IHEHTaM XOThb MaJeullui [OBOj
COMHEeBaThbCsl B TOM, CTOMT JIU UMeThb C BaMU [J1e/10?

MpbI Tak >Ke BHMMATe/JbHO 3a00THMCS W O UMCTOTe HAIUX CIyKeOHbIX
TyasietoB. OJHaXKbl Y MeHsl ObUI OueHb HEeTIPUATHBIM OMbIT. B TO Bpems y
HalllMX MEXaHWKOB OB Y>KaCHBIM TyasneT B Bufe Oyaku. f 3arien nmoobenars o
CBOMMH COTPYAHMKaMH, W CTapIMii cMeHbl cKa3am: «Kapm, Tl ¢ 6Gosbiiyim
BHUMaHWeM OTHOCHIIILCS K HalllUM KJ/IMeHTaM, HO He BCerjia MOMHMIIb O CBOUX
COTpyAHMKaX. Buzen mu Thl Haily y6opHyro? Thl CuMTaelllb, UTO Mbl TaK >Ke
KuBeM y cebsi Joma?» MHe ObUIO CThIZHO. Hezento crycTss Mbl TIPUTTIACHIN
Opurazy pabounx, KOTOpbIe MOJTHOCTbIO MIePeCTPOUIU CIYyKeOHbIM Tyaser.

OCHOBHbIe BBIBO/IBI

— Hu eduHo20 nsimHbiwka. VI XKeHCKUe, U MYKCKUe TyasieTbl
JO/DKHBI TIPUBOJTUTHCS B TIOPSIZIOK €XXeyacHo.

— Co3dasalime gneuamsneHue. Menoun — 6/1eCK HauMILEHHOTO
1oJia, KapTUHbI HAa CTeHax — TOBOPSIT O TOM, UTO BbI 3ab0TUTECH O
JeTassix.

— Hacmoswjass npobnema — 3mo omoe/bHble myanembl O/
pykoeoocmed... MOXeT ObITb, TIOTOMY, UTO PYKOBOACTBO OOUTCS
3aX0/IUTh B Jit0ObIe ApyTre y cebst Ha TeppUTOpUn?
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Korjaa B nmoc/iefHUM pa3 Bbl 3a/lyMbIBA/INCh 0 CBOMX
yKa3aTe/siX U BbIBeCKax?

BbIBeCKU U yKasaTeid — 3T0 cBoeoOpa3Hasi (hopMa KIMEeHTCKOTO CepBUCa,
13 TeX, 0 KOTOPbIX OOBIYHO He 3a[yMbIBatOTCsl. A cTou/o Obl. B KOHIle KOHIIOB,
BbIBECKA U YyKa3aTelu TMpe/CTaBIsOT co00M cucteMy Tiepefiaud KIUEHTYy
vH(dOopMalLMK 0 BallleM mara3uHe, odurce WM Npou3BozAcTBe. OHU pellarT TpU
3aziaun: 0becrieurBalOT y3HaBaHWe Balller0 MMEHM, OIKCBHIBAIOT Balll MPOJYKT
WA CePBUC U PaCcCKa3bIBAKOT MOTPeOUTEH0, KaK BaC HaWTH.

Eciv BbiBeCKa WM yKa3aTesb He pellatoT OJHOM U3 3THX 3ajjau, ClelyeT ee
Heme[JiIeHHO YyOpaTth. MHaue cosfaetrcs 3¢deKT BU3yaabHOrO Xaoca, 4YTO
3aTpyJiHsIeT MolyYyeHre HY)KHOM [Jis KAreHTa UH(POpMalMyd U CUJIbHO CHMXKaeT
pe3y/bTaTUBHOCTb CaMOM UZEU.

Yka3zarenu [JO/DKHbBI T1OMOratb. bBOJBIIMHCTBO  /tO[el  MpeArouTyT
C/le[j0BaTh yKasaressiM, He)Kelu CIipallivBaTh y BCeX BOKPYT, IJje pacrioyiaraeTcsi
TyaseT. Ho el OHM Takoro ykasaressi He HaliiyT (MOXKET, ero BOBCE HeT, a
MOJKET, OH 3aTepsuiCs Cpefid JecsTKa APYrMX) — Ballla CUCTeMa HUKOMY He
TIOMOTaeT.

BbiBecKH ¥ yKa3aTeJd OueHb TOHKO JIeMOHCTPHPYIOT
OKPY>KaIOII[UM Ballli LIeHHOCTU M TO, KaK BbI BeJieTe CBOM Ou3Hec. Ux
00si3aTe/IbHO HY>KHO Jle/iaTh TIPaBU/IbHO.

Haii BbIBeCKM M yKaszaTeau jefaj TapeHb mo umeHu Kpuc Popamep,
KOTOpBbIM CO37aBajl BCIHO CUCTeMy YyKasaTejed B asporopty [annaca. Bce
HaJINMMCU CJleflaHbl CTPOUYHBIMU OykBamu: Kpuc ybeaun Hac, uTO Tak IIpoiie
ynTath. OH TaKXe MPUYUYHI HaC K TOMY, UTO Ha Ka)K/OM JIBePH [IOJDKHA OBIThH
Tab/iuKa, YTOObI JTFO[Y 3HAJIH, UTO TaM HaXOZUTCS.

IIpudt ¥ CcTUIb CcOXpaHeHbl KaK Ha BHYTPEHHUX, TaK W Ha BHEIIHUX
yKa3arensX. TakuMm oOpa3oM, BCe OHHU BBITTISAST KakK equHasi WH(opMarjoHHast
cucteMa. Mejioub, HO OHa Kak pa3 /IeMOHCTPUPYeT K/IMeHTy Ballle BHUMaHHe K
MejiouamM. Mbl MO>KeM COMHEeBaThCs1, uTo bor B [leTansix, HO 1oTpeduTeb B 3TOM
yBEpEH.

Kak s ynmoMuHan Bblillle, BHYTPH Halllero aBTOLIeHTpPa Bbl He BCTPETHUTE
OrPOMHBIX KPUUAIIMX BBIBECOK O KAaKOM-HHOYZbL 0COOOM KPeJHUTHOM uyfe 3TON



Heziesid. Takoro Tura rsjakarbl UAYT Bpa3pe3 C TeM, UTO MbI MbITaeMCS C/le/laTh.
Bcemu cBOMMH [eWCTBUSIMM Mbl CO3/[aeM JOMallHIOKW arMocdepy (Bedb
OOJIBIIIMHCTBO JIK/IeN He ZiepyKaT TPaHCIapaHTOB y ce0s 1oma). Eciii HaMm Hy»>KHO
MHGOPMUPOBaTh KJIMEHTOB 0 KaKOM-/IM0O0 CrieljiaibHOM TIPeIOKeHUN — 3aueM
BbIBeIIMBaTh 3TO Ha OKHA? YeCTHO roBOpsi, He TMpEACTaB/sI0, Kakue elle
CBe/leHHsI MOTYT ObITh TIO/Ie3HBIMU BHYTPU o(urica, KpOMe yKasaresel TyaseTa,
Kage U Mo)KapHbIX BbIXO/]OB.

OCHOBHBIE BBIBO/IBI

— 3Omo OelicmeumenbHo Heobxooumo? TlporynsiiTecb BOKDYT
Balller0 Mara3dHa U TIOCMOTPUTE Ha KaXKIblid yKa3aTelb. BbI
HaBepHsIKa 00HapyXuTe, 4To OOJIbINAs YaCTh U3 HUX HE OUeHb HY)KHa,
a HEKOTOpPbIe BOOOIIe OKa)KyTCsl aHTUKBaprUaToM. CHUMHTE HeHY>KHbIe
TabTMUKHU.

— CmuabHoe eduHoobpasue. Yoeautech B TOM, uTO OyKBbI Ha
BCEX yKa3aTe/isiX OJ[MHAKOBOTO pa3Mepa U CTW/ISl. ITO MeJIKUM IITPUX,
HO OH TOBODUT K/IHMEHTy O TOM, UTO BbI yfessieTe J0CTOWHOe
BHUMaHUE MeJIoYaM.

— HE HCIIOJIL3YUTE BCE 3AIJIABHRIE BYKBEL
CrpouHble OyKBbI TOpa3/fo Jierue 4WtaTh — TIONMpPOOyWTe KOr/a-
HUOYIb.
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Ecu 60cc IUTYT, He X/JUTe YeCTHOCTH OT ero
MOJUMHEHHbIX

JItomy TIOCTOSIHHO CTIeJST 3a TeM, UTO JieJlaeéT UX pyKoBoAuTenb. U ecimu
TIOC/IeTHUM OXKU/IAeT OT CBOMX TIOAUMHEHHBIX STHYHOTO TIOBEJEHHUs, OH CaM
JIOJDKEH JIeMOHCTPUPOBATh ero. Ec/ii OH HeueCTeH C KJMEHTOM, COTPYAHHUKaMH
WIA JPYTAMU TlapTHEpaMH, ero IMoJuriHeHHble BOCIPUMYT 3TO Kak HOPMY, U
JIEKIIWY Ha TeMY 3TUKUA B OW3HeCe y)Ke He WCIPaBST CUTyaruto. UTo elije Xyxe
— XOpOIllMe JIIOAW HUKOT[Aa He CTaHyT paboTaTh Ha uelioBeKa C TIIOXOU
perytaiei. OHU TIPOCTO YHAYT, OOHAPY>KUB KaKue-Ti00 CBUIETEbCTBA €ro
MOpaJIbHOW HEUHUCTOTIOTHOCTH.

Ho uamie mpobsiema B Apyrom: Ja)ke eCIM PyKOBOAWTenb — obpa3sel]
TOPSIZIOUHOCTH, KakK C/le/laTh TakK, 4YToObl BCe COTPYJHWKH OpraHU3alvu
JIeCTBOBAJ/TM COOTBETCTBEHHO? Jlo/KeH /i OH 0OHApO/IOBAaTh HEKYIO ITUUECKYIO
nommtuKy? TpeboBaTh B KaueCcTBe YC/AOBUS HaliMa Ha paboTy eine pa3s
nepeuntarb brubnuio?

OueHb /10/ITOe BpeMsi Mbl OW/TMCh HaJ| BOIIPOCOM, KaK OIMMCaTh ITpUeMIeMbIe
CTaHJapThI TIoBeZieHUss. Ham 3T0 yzanmock. Mbl TOBODUM HalllM COTPYHHUKAM,
4TO B JIFOOOM CUTyalluy OHM JIOJDKHBI CTIpalivBaTh cebsi: «Kak OyayT BBIT/IAJETDH
MOU [IeHiCTBUsI, eC/TU 3aBTpPa OHU OyAyT OMMCAHBI Ha TIEPBOM TO/I0CE MECTHOU
raseTbI?»

Korzia BBl KOHTPOJIMPYeTe CBOU JIEMCTBUS C TTOMOIIBIO0 TAaKOTO BOMPOCA, BCe
CTAHOBUTCS TIPeZIe/TbHO SICHO.

OCHOBHEBI€ BBEIBOZIBI

— CO0enatime 3mo oue8uUOHbIM. KaXKIblii O/KeH 3HATh, UTO J1JIsI
HETIOPS/IOUHOCTH HET HUKAKOT0 OTpaB/jaHusl.

— Cnos HedocmamouHo. PykoBoguTenb He MOXeT TIPOCTO
yMTaTb MOpajb CBOMM TIOJUMHEHHBIM, OH 00si3aH caM I10/laBaTh
TIpUMep STUYHOTO TIOBe/IeHUsI — KaK T10 OTHOIIIEHWIO K COTPYJHUKaM,
TaK Y 110 OTHOIIIEHHUIO K KJTHEeHTaM.

— Kak nocmynamb ¢ Hapywumeasmu smuuveckux Hopm? Ecmm
HapyllleHWe He HaHeC/J0 CepPhbe3HOr0 ypoHa — JailiTe UM BTOPOU
madc. Ho TonbKo eAMHCTBEHHBIM BTOpPOH IIaHc. Eciu HapyiieHue
cepbe3Hoe — HeMe/IJIEHHO YBOJIbTe UX.
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TpeboBaHMs K 0fie)K]Ie

OHM TaK MPOCTHI, YTO BIIOJIHE YMECTATCS B PaAMKe [1/1s1 OCHOBHbBIX BBIBOZOB.
Bot onu:

— Kak noHsimb, npasuibHo Au mbl 00em? TIpocTo crpocure
cebs1: «XoTes1 Obl 51, YTOOBI MOsI hoTOrpadusi B TAKOM BH/Ie TTOSIBU/IACh
B 3aBTpallHel rasere?» (3TOT BOMPOC, KOTOPBLIM CTO/b IIO/Ie3€H B
obmactTi 3TMKH, U 37echb cpabaThiBaeT 0e30TKa3HO.) Eciu Thbl
OTBeYaelllb «HET» — ThI O/IeT HEITPaBHJILHO.

— Odesalimecb co eKkycom. Ecmu u ommbarbCs, TO Jyullie C
TepeBecoM B KOHCEPBAaTHBHYIO CTOPOHY. Hy, eciM TOMbKO BbI He
npoJiaeTe yABTPaMOJHYIO0 ofexxay. OueHb HEMHOTHe COUTyT ceOs
OCKOpO/IEHHBIMM, €C/Idi  Bbl  OyfieTe  BBIIVIIZETh  HECKOJIBKO
KOHCEPBAaTHUBHO.

— YHugopma — xopowias udesi. Ec/iu 3To TIOAXOAUT /IJIsl BAILIETO
Ou3Heca. Bce HamM KOHCY/IBTAHTBI TI0 CEPBUCY HOCAT CUHHE
Gneii3epol, cepble OPIOKU U Ta/ICTYKHU.



VIII. Co3paBauTe NpoAyKThbl, KOTOPbIE JIeTKO
MpoAaBaTh
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Ilompo0Oyii — mnpojaii HeMHOTI0

Kak mocTtynuTh, ecau  (QOKyc-Tpyla mpejjaraeT Kakow-HUOyAb
VHTPUTYIOL[MM HOBU3HOW TIOAXOJ, WM BaM CaMOMYy I[IPUXOAUT B TOJIOBY
uHTepecHas uzies? [TonpobyiiTe peann3oBaTh ee. 3aMyCTUTE MUIOTHBIM MTPOEKT.

3a4yacTy}o JIFOAU CJIMIIKOM MHOI'O pasMbILUISAIOT HaJ, Pa3/IMUHbIMU U/eSMU B
yiepb MX peanu3aliuu, TPaTIT MAacCy CWI U BpeMeHU Ha MCCJIeIOB aHUsl TOrO,
OyayT s oHu paborath. Ho ecnu BbI CiylllaeTe CBOero K/ueHTa, Bbl OyieTe
3HaTh, UTO eMy JIeliCTBUTeNIbHO HY>XHO. Torza rnouemy Obl He MPUMEHUTH Ballly
uzier0 B HeOOJBIIMX MaciiTabax ¥ He TIOCMOTPeTb, YTO U3 3TOr0 TOMYUUTCS?
(OTOT YpOK MBI BBIHECIM U3 JesaTeNbHOCTA KomraHuu 3M. TakoB ux
dbrpMeHHbIN NOAX0A, K HOBbIM npoAykTaM. Koraa B 3M mnosiB/sieTcst HOBasi Ujiesl,
BPOJie «TIOCTHUKOB» Ha JIUTIKOW OCHOBE, OHU BbIMyCKAalOT HeOObIy0 MapTHIo,
yToObI y3HAaTh, OyJeT M HOBMHKA MPUHSTA U TONy/sipHa. M TombKo B Ciiyudae
ycriexa rpou3BogsiT O6osbiiie. Takoi 1oxo/ MOATBEPXKIeH ToJjlaMH ycriexa 3TOu
KOMITaHUM — 3HAUYMT, OH /]0JDKeH paboTarh U y Hac.)

Moii nrobuMbIli IipUMep Ha 3Ty TeMy TipuBeJieH B KHure Toma [TuTtepca «B
rmouckax cosepiieHcTBa».2l ToM pacckaseiBaeT, Kak OH CTOS/1 B OTPOMHOI
ouepen B MarasuHe. Ouepeib TpoJBUTanach MefjieHHO, © Tom Bce Oonee
pa3zapaxkasncsi. Ho BOT OH HakoHel] gobpasncs [0 Kaccel. M Torma Kaccup
W3BUHWJICS Tepe/l HUM U B KaueCTBe MajIeHbKOTO TIpe3eHTa, UToObl 3aria/iuTh
BHHY, MIOJIOXKWJI B TIaKET HECKOJIBKO KOH(eT. DTOT XKeCT AeMOHCTPUPOBaJl, UYTO OH
JIeUCTBUTEJIBHO COKaJIeeT.

Ham moHpaBuiach 3Ta ujes, U Mbl pellidIv ornpoOoBaTh ee y Hac. Mbl
Ky HEMHOI'O 1I0KO0JIa/ia U CTa/lu iaBarh ero B npujady K cuery. U, Tak Kak
JIFO[JA pearupoBasiu IOJI0KUTE/ILHO, TeIlepb MbI BCer/ia MoCcTyraeM Tak.

Heckonbko MO3Ke Mbl pellnWIv KynuTb MuHHUaTiopHble kormmu Cadillac
Allante u faBaTh UX [eTsIM, KOTOpbIe TMPUXOAAT K HaM B BbICTABOUHBIM 3ai
BMeCTe C POJIUTeNSIMU. YNIbIOKU /leTell — U UX POAUTesiell — cKa3ajau Ham, UTo
3TO OblIa OT/IMYHAs Ujiesi. JIFAU CUMTAlOT, UTO, eC/iv Bbl JIFOOUTe JeTell U cobak,
C BaMU Bce B mopsiike. Tak >ke Kak B cjiy4yae C KOH(eTaMH, BpyueHHe MalllMHOK
JeTsIM He CTOUT OOJBIIMX JeHer, 4ToObl Mompo6oBaTh U TIOAEPXKUBATH 3Ty
VHULIMATUBY, Pa3 OHa HPaBUTCA JIFO[SM.

Ecmu Bbl XOTUTe TIOHATb, OyneT s paboTaTh AOpOrocTosiiast
TporpaMma, aHOHCUpYUTe ee Kak CrieljaibHOe Mpe/ijioXkeHre Ha OfIH



Mecsd1. B stom diayudde, eC/ii OHa HE Cpa60TaeT, BbI HE II0TepseTe
c/iMIIKOM MHoro. Eciu ke oOHa 6Y,Z[€T HMETL YCIIeX, Bbl CMOJKETE
3dllyCTHUTL €€ U B CJieJyroiieM MecsdLie.

Ecmu Mbl XOTUM TIOHSITh, OyayT s paboTarth Oonbllivie TIPOrpaMMbl —
Takvde Kak OecrijiaTHOe MpefoCTaB/eHWe MalllHbl Ha BpPeMsl PeMOHTa, — MBI
00BbsIB/ISIEM 3TO KaK CTielaibHOe Mpe/isioykeHre 3Toro Mecsitia. Mbl He TIOKyTIau
Cpa3dy COTHM MalllMH [J/s1 peaqu3alydyd 3TOM [pOrpaMMbl; [Jisi Hauaja Mbl
npuobpenu MATh aBTOMOOW/IeN W mpefJjaraiyd TeM, KTO TIpUe3Kal Ha PEMOHT,
OecriiaTHO MalllMHYy Ha 3aMeHYy. KivieHTaM oueHb TOHpaBU/Iach Ujies, U, Tak Kak
CIIPOC POC, MBI NIPOZO/DKA/IM TTOKYIIaTh MalllvHbI. Terneps y Hac Uux 257.

Ho ecsiu Obl ujiesi He TIPWXKW/IACh, Mbl MOTJIA Obl OCTAaHOBUTHCS: Beflb Mbl
rpeiynpexJjaav, 4To 3TO MNpeJjioKeHWe OrpaHWYeHO paMKaM{ BCero OJHOTO
MecsLa.

Ecmu MbI Bce ellle He yOeXXieHbl B TOM, MO3WTHBHA JIM peaklys Ha Hally
HOBYIO WZ€I0, Mbl TIPOJO/DKUM [EeNCTBUE «CIeLuaabHOr0 MNpPeIOKeHUs» Ha
cienyrommii Mecsity. M eci B TeueHWe [IByX MecCsLeB Hallle HauMHaHUE He
3apaboTaeT, Mbl OT HETO OTKa3bIBaeMcs.

OTOT MOLIAroBbI MOAXOJ, TOSIBUICS B pe3y/bTaTe MOero ropbKOro OIbITa.
OpHa)XJpl MHe TIpUILLLJIA B TOJIOBY BeJIMKOJIEIHasi, KAK MHe Ka3ajoChb, hjes, Kak
TepeK/IIOUNTh BiajesiblieB «J/IMHKOMbHOB» Ha «Kamwmmtaku». Mel oTnipaBuiv
KaKZIoMy Biazienblly  «JIMHKonmbHa» B [lamuiace mpeajiokeHue OecriiaTHO
3aMeHUTh Macji0 B MallliHe U TIOMBITH ee, a MOKa paboTa OyfeT BBITIOTHATHCS,
MbI TIpeJoCTaBUM B ero pacriopsbkeHue «Kaawnnak». 1 mosnaran, 4to Jydiiie
uzien O6bITh He MOXKeT. OHU TIPOBeAYT ZieHb 3a py/neM «Kaziusiaka», BIHOOSTCS B
3Ty MalllUHY U KyTISIT ee y Hac.

Ms! otripaBuiv 15 000 mrcem U MOJIyYM/IM TOJIBKO JiBa OTBeTa. f HUKOI/A
He BBISICHSUI TIOYEMY; MOTY TOJIbKO TPEANOJI0KUTb, UTO JIFOAU CJUILKOM LIeHSIT
CBOe BpeMsi, YTOObI MPeANPUHSATE ClieliabHbIN BOSDK [ijisi OecryiaTHON 3aMeHbl
Macsa. Kak Ob1 Tam HU ObI10, 51 cAiesian AJisi ceOsi BaKHbIN BBIBOZ: HUKOTZAA He
TeCTUPYH HJel0 B TaKMX MaciiTabax. 3To ObUT JOPOToii YPOK.

[TpeanpyMy MbI cerofiHss HeuTo To/00HOe, si 661 oTnpaBun 200 mucem; u
TOJILKO €CJI ObI TTO/TyUr/T XOPOIIIMM 00paTHBIM curHaa — octapivecs: 14 800.

[MpuHLUn «morpo0yi — mpo/jaii HeMHOTO» TaK)Ke PacrpOCTPaHseTCs U Ha
obnacte MepueHpaiisunra. B 1989 roay Cadillac BeiycTun odyeHb ZOpOTYHO
Mozenb Fleetwood 60 Special, koTopyto Halll MeHe[)kep He XOTe/Jl MMeTb Ha
ckiaaze. OH yTBep)KJas, YTO OHAa CJIMIIKOM JI0porasi U HUKTO ee He Kynut. Ho
MHe Ka3ajoCb, YTO OHa MOXKET MpO/aBaThbCs — Be[b BCerja HaWgyTCs JIFOJU,
KOTOpble TIPeJINOUMTAal0T UMeTh BCe camoe Jjyuilee W goporoe. Torga s



TIOTIPOCUIT 3aKa3aTh OJIHY JJisi MeHsl, Zla)ke HeCMOTPSI Ha TO, UTO 51 He coOupasics
e3qUTh Ha Hel ponro. $1 ob6wbe3kan okpecTtHOCTH, U AneH KyacTtpom (KOTOpbIi
Torja Obl1 mpe3uzeHToM Neiman-Marcus, a ceiiuac Bo3rnaeiser Federated),
YBHUZIEB M€eHsI, TTONTPOCHJT 3aKa3aTh TAKYIO ke MaIllluHYy [ij1s Hero. Ecu uesioBek c
TaKUM BKYCOM U TIPeTeH3UsIMM TIOKYyTlaeT 3Ty MaIIlMHY, ¥ HaC eCTb BCe IaHChI
TIPOZiaTh elrje. MBI TIPOZIA/IU eI1ie Ba/IllaTh MATh TAKUX aBTOMOOW/Iel B TOM TOfy.

OTcrofia BBIBOZ: €C/IU BBl JiejlaeTe UTO-TO HOBOe — He UMeeT 3HaueHwUs,
yero 93TO KacaeTcs, — CHauaja TmornpoOyiiTe HEMHOTO U TIOCMOTpUTe,
TTIOHPABUTCS JIM 3TO BalllUM KiMeHTaM. Ecyii HeT, yOBITKY OyZyT HeOO/IbIITMMHU.

WHorga CTOUT TIpOBepsiTb, paboTalOT /i BCe ellle CTapble WJen,
TIpUMeHeHHble OfHaKAbl. OOBIYHO MBI JaBa/i K/AMEHTaM, KYMMBIIMM Y Hac
aBTOMOOM/Ib, KYTIOH Ha BOCEeMb OeCIyIaTHBIX 3aMeH Mac/a. MBI TTOCTYTa/id Tak B
TeueHWe [eCSITH JIeT, U 3TO BBIIVIAJEN0 BIIOJHE JIOTUYHO: y K/JIHWeHTa Obuin
OCHOBaHUs 00pallaTbCs K HaM B CEPBUC CHOBA M CHOBAa; KpOMe TOTO, 3TO OblLjia
Hallla cBoeoOpa3Hasi 6/1arolapHOCTb 3a TOKYIIKY aBTOMOOUJIS.

B 1987 rogy pa3BuTue Halllero 6u3Heca 3ame//TMI0Ch, U Y HaC HACTYIIAIU
HeTIpoCThie BpeMeHa. MbI MCKa/li BCSTUeCKe BOSMOXKHOCTH CHU3UTD U3ZIEPIKKH.
KT0o-TO TIpeAjiokun OTKa3aTbCsi OT OecruiaTHOW 3aMeHbl Macia. «Ho urto
CJIyUUTCS, €C/TU JIFOIU OyIyT pa30uapoBaHbI?» — CIIpaIlMBaId Mbl cebs1. U Torna
MBI PEITUIN MOTpo0OoBaTh BCETO Tapy MecsieB. Mbl BBISICHUM, OyZeT M 3TO
Cephe3HON moTepeu s /IO[ed, U ecld Ja — Mbl W3BUHUMCS M BepHEM
nporpaMMmy. WTak, Mbl TiepecTanu pa3jaBaTh KyIoOHbL. W 3HaeTe, UTO
nipou3onuio? CoeepiiieHHO HUuero! Hu ofivH MOKymaTe/ib He CKaszall: «A rje e
MOM KymnoH Ha OecruiaTHyrO 3aMeHy Macia?» st Hac 3To ObUIO OOMBIIMM
cropripu3oM. [Ipofio/pKany v MOKyTIaTe/Id T10/1b30BaThCs HAIlMMH CEePBUCHBIMU
ycayramu? Jla, mbl nio-nipexkHemy pgenanu 30—40 3ameH Macia B geHb. Ho
KYTIOHBI TIPOCTO HUUETO He 3HAUWIU /11 K/veHTa. Mbl Obl HUKOTZIA He y3Ha/H
9TOr0, eciu Obl He MPUMEHW/IN MPUHIUI «IOMpoOyl — mpojali HeMHOro» (B
JAHHOM Cjyyae BBIBEpPHYTBbIM Hau3HAaHKYy). Ha 3ToM HaM ymasoch HEMHOTO
COKOHOMMUTb.

B pe3ysbTaTe 3TOTO T0/IE3HOTO OIbITa MBI CTAJIM 3a/laBaThCsl BOMPOCOM: BCe
M HAIllA TPOTpaMMbI /10 CHUX TIOp WMEIOT 1IeHHOCTb [l K/IWeHTOB? Mbl
OTKa3bIBa/IMCh OT KaKOW-HUOY/Ib U3 HUX Ha BpeMsi M Hab/ro/1a/i 3a peakiyei.

JIroborbiTHAsE Belllb mpou3oliia rnoxxe. Mel pazocianu 200 KymoHOB Ha
OecriaTHYI0 3aMeHy Mac/a Braagenbiiam «Ongc-mobusieii», uToObl MPUTIACUTh
UX K HaM B CEpBUC-LIIEHTP, W TIONIyYW/IA IIKBaa TeaedOHHBIX 3BOHKOB C
BompocoM: «B uem Tprok? 1 mo/mkeH Oyny uTo-HUOYb KyIUTh, UTOOBI MOTYUHUTh
9TOT KyMNoH?» — «Hwuuero!» — «Bbl yBepeHbI? S AeHCTBUTENBHO He [JOJDKEH
KYTHITb WK CIe/1aTh YTO-HUOYIb?» — «COBEpIIIEHHO HUYero!»



Oka3asoch, UTO JIFOAU TPOCTO He BepSIT MOI0OHBIM MpeIIoKeHUSIM.

OCHOBHbBIE BBIBO/IbI

— /Jlo mozo kak nompamumb 6obwiue OeHbeu... TIompobyiiTe
peasiv30BaTh CBOIO H/e0 B MajoM Maciitabe W TOCMOTpUTe Ha
pe3y/ibTaT. DTOT MPUHLIUIT OJJMHAKOBO XOPOII KaK B TTPOM3BO/ICTBE, TaK
Y B CEpBUCE U B CUCTEMaXx OT/IaThl.

— CO0enatime ece 803MOX*CHOe, Umobbl MUHUMU3UPOBAMb PUCK.
Ecmu To, uro Bbl cobupaeTech cfienaTb, CTOUT HeEMasbIX [eHer —
TIpe/iICTaBbTe 3TO KaK «BpeMeHHOe TIpe/ljIoyKeHue», Harlpumep, TOJIBKO
Ha 3TOT Mecsil. [Ipy TakoM TmoAxofe He TIPUJIETCS pacKpyuuBaTh
OoJbIIYI0 TIpOrpaMMy TIPO/IBKEHUs. B KOHIle Mecsilia BbISICHUTCS,
CTOUT JIA TIpeJJIO’KeHHe TOro, YTOObI OCTaBUTb €ro Ha C/IeAyHOLui
MeCsL].

— Umo eaxcHo kaueHmy ceeoOHs? Eciu Ballla ujes HpaBU/IaCh
JIFOJSIM TISITh JIeT Ha3ajl, 3TO He /laeT TapaHTUU, UTO OHA TO-TIPe)KHEMY
1leHHa. [lepuoguuecku UCK/IOUaliTe TIPOrpaMMbl, KOTODbie BbI
nipeJjocTaB/isieTe, U HabmopaiiTe 3a peakiueit. Ecnu noTtpebuTtesnto
BaKHa Ta WIM WHas YCAyra — W3BUHSAWTECh U HeMe/JIeHHO ee
BO3Bpaliiaiite. Ec/ii HeT — Ha 3TOM MOXXHO CIKOHOMHUT.



I'maBa 29
XopouiuM cepBUC He CraceT IJI0X0HU ToBap

Kak 6bI BbI HM CTapajycCh, HEBO3MOXKHO MPeJOCTaBUTh XOPOIIMM CEepBUC,
eC/M BbI TIPOZiaeTe HeKaueCTBeHHbIM ToBap. OH C/MIIKOM OBICTPO W3HOCHUTCS
UMM cjiomMaeTcs. M fmake myuriiasi B MUpe CHCTeMa O0C/Ty>KMBaHUSI K/IMEHTOB He
criaceT Bac. Uto OblI BbI HM [lefla/ik, y[OB/I€TBOPEHHOCTb K/IWEHTa 3aBHUCUT OT
rpuoOpeTaemMoro ToBapa.

TakuM 00pa3oM, eciid Bbl BUJIMTE, UTO TIPOJjlaBaeMble BaMH TOBapbl MOTYT
ObITh CyILleCTBEHHO Y/IyUllleHbl, JaiiTe 00 3TOM 3HaTh MPOW3BOAUTE/O. DTO He
BCeryla TPOCTO: OOBIYHO TIPOM3BOAUTENN CUMTAIOT CBOW TOBAp CaMbIM JTYUIIIMM,
M HUKTO He MOXKET MM CKa3aTh, UTO HY)KHO ToTpebuTemo. UToObl K BaMm
TMPUC/IYIIMBANUCh, BbI IO/DKHBI 3TO 3aC/Iy>KUTh. MIlHaue BaM MOTYT CKa3aTh: «YXK
€CJIA Thbl TAKOM YMHBIW, TO UTO K€ Thl HUYETO He MOXKellb Tpojatb?» He cTtout
pacCUuThIBaTh Ha TO, YTO 4yepe3 MeCsl] MOC/e 3aK/JK4eHUs KOHTpakTa K BaM
CTaHYT TIPUCIYIIUBAThCSI, — TMOCTPOEHHE TOBEPUTE/IbHBIX OTHOIIeHUH TpebyeT
BpeMeHU. HauHuTe c Xopomumx Tmpojax. Tak, MHe Oo7bllle JOBepsOT
nipousBogutenu «KaguiakoB», ueMm «llleBposie», TIOCKOIBKY $ MPOJAr0
3HauMTe/IbHO Oosblile «Kazunmako». Ho fie/1o 31eck He TOJIBKO B TIPOZIaKax.

Bo-1nepBbIX, BbI JO/DKHBI OUeHb XOPOIIO 3HaTh CBOM MPOAYKT. HUUTO Tak He
paspyliaeT JjoBepre, Kak TMpejioyKeHe YIyUllUTh UTO-TO KOHKPETHOE, a MOTOM
BBISICHSIETCSI, YTO MIPOU3BOAUTE/Ib YXKe ceal 3To.

Bo-BTOpBIX, BbI IO/DKHBI OU€Hb XOPOIIIO 3HAaTh PHIHOK U KOHKYPEHTOB.

B-TpeThuX, BaM creflyeT pa3dbupaThCsi B TEXHOJIOTUM MIPOM3BOZCTBA BaIllero
npoaykta. Hampumep, Ha co3ziaHre HOBOM MOIeI aBTOMOOUJISE YXOIUT UeThIpe-
Atk neT. Ha Lexus L.S400 yiiiio ceMb JjieT. 9T0 He0OX0UMO 3HaTh, MPeXKe ueM
TpeboBaTh OT ITPOU3BOUTEIeN 0OHOB/IEHSI MO/Ie/TbHOTO psifia.

M HakoHell, BaM CTOUT HAy4YMTbCSi TOBOPUTb Ha S3bIKe TPOU3BOJUTEJIEM.
3auacTyro Juaepbl U MPOU3BOAUTENM TOBOPSAT 00 OJHMX W TeX >Ke Belllax Ha
pa3HbIX si3bIKaxX. B aBTOMOOMIBLHOM OM3HeEce, HalpUMep, pa3zesieHbl QYHKIAN
[M3aiiHepa 1 MHKeHepa: Ju3aiiHep OTBeYaeT 3a TO, KaK BBIIVISIIUT aBTOMOOU/Ib, a
VH)XEHED 3a TO, KakK OH e3[UT. BMecTe ¢ HUMU Bbl MOXETe BJ/IMATh Ha MPOLIECC
CO3/1aHKsI HOBOTO aBTOMOOUIS. U K KaXKZIOMy M3 HUX HY>KeH CBOM TTOJ[XO/I.

Kak Obl HM ObUIM TeHWa/IbHBI Ballld W/IeW, MPOW3BOAUTE/N He
OyayT TPUCTYIIMBATLCSA K BaM, TIOKa BbI He JIOKa)KeTe, UTO 3HaeTe UX
TIPOAYKT U UX OU3HEC Kak CBOM COOCTBEHHBIM.



Her Hukoro Ommke K 1oTpeburento, uem TipofaBel]. IlosTomy
TIPOM3BOJUTEISIM TaK BaXKHO B3aMMO/IeHiICTBOBaTh C HAMU.

Hebosnbitioe otcryriieHuve o mipakTvke Cadillac. T'naBHbBIN ympaB/sitOImig
9TOoM Kommanuu [>koH I'peTrTeHOepr ¢ MOMeHTa Hauaja CBOei pabOThl perui
BOBJ/IEUb /IW/IEPOB KOMIIAHWM B TIpollecC pa3paboTKu HOBBIX MPOAYKTOB. OH
cobpasn rpymnmy W3 JUIepoB, AW3aliHEPDOB W WHXEHEpOB, U Mbl TpopaboTanu
BMecTte Tpu AHs. [ns Cadillac 3To 6bi710 OueHb Ba)KHBIM TpOLlECCOM OOMeHa
MHEHHeM W uJesiMd. A [uiepbl CMOIVIM Jiydllle TOHSITh MPOLECC CO3[aHust
MallIWH U TO, KAKMX COBETOB OT HUX XKIYT.

Bo Bpemsi Halleil BCTpeud HWH)XKEHepbl IPOAEMOHCTPHMPOBA/M, UTO BCe
KOMITOHEeHTbI W y37bl Mogenedd Eldorado u Seville ObiM, Kak roBOpHUTCH,
MUPOBOTO KJlacca, U XOTe/u y3HaTh, OyAyT iU T0/Ib30BaThCsl CITIPOCOM MAIITUHbI
TaKoro KauecTtBa. Mbl COOOILIWIM UM, UTO MHOTHe IOTpeOuTe/nu CeTyroT Ha
TECHOTy cajioHa U XOTAT Oonee sipkoro AusaiiHa. [locie TIpoBeseHHOTO
ucciefioBaHusl (Auiepbl Be/lb TOXKE MOTYT OIIMOaTbCs) Au3aiiH 3TUX Mojesei
Obu1 u3MeHeH. PesynbraT mipeB3oiiien Bce oxujanusi. Eldorado u Seville 1992
roga — TiepBble [Be MOJe/lM, CKOHCTPYUPOBaHHble B paMKaX IPOrpaMMbI
I'perTenbepra, — ObuM MopasuTenbHbl. (K paiocTé MOK/IOHHUKOB 3TOW MapKH,
B /IOTIOJIHEHWe K CBeXeMy [u3aiiHy B 3TUX MallluHaX ObLT HCIO/b30BaH
COBepIIIeHHO HOBBIM 32-K/lallaHHbIW JIBUTaTeb.)

Ellle o0gHO TIpeUMMYILECTBO TaKOrO COTPYJHHYECTBA TMpOJABLIOB U
TIPOW3BOJUTENIeN: MPOJAaBLIbl MHOTAA MOTYT CKa3aTb O4YeHb Ba)KHble BeIU, O
KOTOpBIX M3-3a 0O0si3HM ObITh HaKa3aHHBIMU WM YBOJEHHBIMM He DellatoTCs
TOBODUTb COTPYAHUKUA CaMHX MPOM3BOASIIMX KOMMaHWW. HekoTopwle jtogu u3
Cadillac roBopuiv MHe: «Y Hac eCTb OTJIMYHbIe HJEW, HO HaC MOTYT He
nocsyiiatk. CKaszanu Obl BB O HUX HallleMy PYKOBOJICTBY».

B pesynbraTte mpeasiokeHHOW ['peTrTeHOeproM MporpaMMbl PYKOBOAWUTEU
Cadillac cranmu uacTto mipuekaTh K AuiaepaM, uToObl T1obeceqoBaTh C
ToCeTUTeIsIMU. BriepBbie B UCTOPUM KOMITaHUY Oblla YCTAaHOB/IEHA CBSI3b MEXY
JiepaMuy 1 TIPOU3BO/JCTBOM.

B03MO)XHO, paHbllle Mbl TaK He HY)>XAa/IWUCh ApyT B Apyre. Ho Teneps Takoe
B3aUMO/IeliCTBHEe JKM3HEHHO HeoOXoAuMO. PBIHOK CTaHOBUTCS Bce Ooiiee
KOHKYDEHTHBIM, M HY)KHO BCe BHUMaTe/ibHee MPUCIYLIMBAThCS K >KeJIaHUSM
KJIMEHTOB. A 3TO 3HAUUT, UTO HEOOXOIMMO BOBJIEKATh B TIPOLECC TI/TAHUPOBAHUS
TIPOM3BO/ICTBA TeX, KTO HEMOCPe/ICTBEHHO B3aUMO/IeHCTBYeT C MOTpeOuTe siMu.

Cambléi mpocToii crmocob [J0OUThCS TOro, 4YTOOBI K BalllUM UM
TIPUC/TYIITUBAIUCh, — TPEJIOKUTh KaKoe-TO HeOoJibIlioe yydilleHue, KOTOpoe
MOJKeT [laTh OBLICTPYIO BBITOAY TpU HebosbIMX ycunusix. Harmpumep, Korza
BbIllZIa Mofiesib Allante, oHa Obula BCTpeueHa MOTPEOUTENSIMU C SHTY3UA3MOM,



HO MHOTHE CeTOBa/iM Ha TO, UTO XOTe/u Obl KyIUTh ee B KPAaCHOM W/ UePHOM
1[BeTe, a UMEHHO 3THX LIBETOB MPOM3BOJUTE/Ib U He mpensaran. lunepsl fand
3HaTh 00 3ToM, u Cadillac gobaBun 3Tu 1Bera. Termepb Oosee TOIOBUHBI
TpO/jaBaeMbIX MalllMH 3TOr0 TUIA KPaCHbIe WU UYepHbIe.

Takum oOpa3oM, fijii Hauajia Bbl /IO/DKHBI 3aBOEBaTh ioBepue «ObICTpOi
robe10ii» 1 UL TIOTOM TILITAThCS /JaBaTh OoJiee 3HaUMMbIe coBeThl. Haripumep,
00 yIBOEHUM MOIIHOCTH [Burarens wuau ke ydactuud Cadillac B ronkax
«DopmMyiibi-1».

HNaBasi m00yl0 peKoMeHJAlWio, [ejialiTe 3TO BeXJIWBO, CMOTPsI Ha
TOJIOKeHUe C TOUKM 3peHust ripousBoguTens (xkoH Cpro3/1 HasbIBaeT 3TO
«B3MJIsAJ, TJla3aMUd TiapTHepa»). Bbl [JO/DKHBI TOHATh, OyzZeT /i Bailie
TIpe/i/Io’)KeHre TI0/Ie3HO TapTHepY: /oAU OOBIYHO OXOTHO [e/Ial0T TO, 4YTO
TIOMOTraeT UM >XUThb MPOLLe.

YuuThIBasi 3TOT MOAXOA, Mbl 0ObIYHO TOBOPUM: «C TIOMOIIBbIO 3TOU IITYKU
MbI CMOXXeM TIpofilaBaTh Oosibllle MallliH. A 3TO W B BallluX, U B HallUX
uHTepecax. [TorpoOytiTe!» Ho Bbl JO/DKHBI ObITH YBEpeHbI B MpaBOTe CBOUX
cioB. Ecnu Balia uziest TIpUHeceT TUIOAbI, TO K BaM OyAyT MPUCTYIIMBATLCSA U
nanbliie. Eciiv >ke Bbl ommbeTech, 0COOEHHO B Hauajle Balllero COTPYAHUUeCTBa,
TO BAllIX COBETHI [IePeCTaHyT LIeHUTb.

Kak Mbl pemaem, 4YTO MpejIokKuTh? 3DTO OYeHb IIPOCTO. Mbl
TIPUC/IYLIMBAeMCSA K TOMY, UTO TOBODPSIT HalllM [IOKyIlaTejJud W MpPOJAAaBLbl B
JeMOHCTDPALIMOHHOM 3ajsie. Kpome TOro, Mbl TOBOPUMM UM C HAIlIUMU OBIBIIUMU
K/IMeHTaMu. Mbl cTapaemMcsi y3HaTh, [104eMy B 3TOT pa3 KTO-TO KyNHWJ/I HOBBIU
«Mepcepec», a He «Kaaumiak» uim «JIekcyc».

Korma Bam ecTb 4TO CKa3aTb, HY)XHO HaWTU T[PaBWIBHOIO 4YesOBeKa,
KOTOPBIM BBIC/IyLLIAeT Ballly TpejioKeHUsl. JTO OYeHb Ba)XKHbIM MOMeHT. Eciu
Balll cobeceJHUK TOTOB K BOCTIPUSITUIO HOBBIX WJieil — 3TO 3710poBO. Eciu Her,
TO TPU/IETCS MIOMCKaTh KOTO-TO APYroro, puueM He 006s13aTeslbHO PYKOBOAUTE/IST
Kakoro-mubo JiermapTameHTa — 3TO MOXKET ObITb U COTPYAHUK [IByMsI YPOBHSIMU
HwKe. Bo3Mo)kHO, BaM  yJacTCsi HaWTU  MOJIOZOTO  aMOMIIMO3HOTO
npoeccruoHasna, KOTOpPbI CTPEMUTCSI HaBepX, a MOTOMY T'OTOB K BOCIIPHUSITHIO
HOBBIX U/Iel, KOTOpPbIe MIOMOT'YT eMy B300paThCsi 10 KOPIIOPAaTHUBHOM Jie CTHUIIE.

Cawmblii TIpocTOlt criocob HalTH TIOXO/SIero ueJioBeKa — I0C/IaTh BalllM
TIpeJ/IO’KeHUs] HeCKOJIbKUM afipecaTam. TOT, KTO OTK/JUKHeTCs, u Oyaer
TIPOBO/THUKOM BallMX Wjlell BHYTpU KOMMaHuUi. Ho BbI O/KHBI ObITh YBepeHbI B
MPaBWIbHOCTU BallMX NpenaokeHuid. KoHeuHno, He crtout ornpammeare 9000
K/IMEHTOB, YTOObI BBLISICHUTb, UTO UM XOYeTCsS MallliH KpPaCHOTO U UepHOTro
1[BeTa, HO HY)KHO BCe-TaKu TOTOBOPUTh XOTs Obl ¢ 90. BaM HyXHbI (aKThl,
yToObI YOeIUTh MPOU3BOAUTE el KYMUTh Ballly uzeto. U mporjecc npojaxxu uzei



TIPOU3BOINTETII0 He CWIBHO OT/IMYAeTCs OT Tpollecca TpOAaKH MalllvH
K/TIeHTaM.

Bam Bpsifi M y#acTcsi 3aBoeBaTh ZjloBepue ObicTpo. IToTpebyeTcst BpeMst Ha
TO, uTOOBI Ballld TAPTHEpPHI TPHW3HAIX B BAaC TIPUBEp)KEHIla MapKuh, a He
«TpojiaBlla  OecTceniepoB»,  KOTOPbIA  0e3  Kakux-TMbOO  KOMILIEKCOB
TIepeK/TIFoUaeTCst Ha [pyroi ToBap, KOTZia HaCTal0T HEIMpPOCThIe BpeMeHa.

C ofiHOH CTOpOHBI, BalllM YCUJIUSA T10 Y/IYUIIEHHIO TPOAYKTa OTHUMAIOT Y
Bac BpeMsi, KOTOPOe MOXKHO ObIJI0 ObI TIOTPAaTUTh Ha TOPTOBJIIO; HO C APYyrou
CTOPOHBI, TIOMOTasi IPOM3BOIUTEITIO C/le/laTh Ooslee BOCTPeOOBAHHBINA TOBAp, BbI
3apaboTaeTte cebe Ha Oyayiiee. OOcTy)KMBaHUe K/IWEHTOB Oosblile TTOXOXKe Ha
MapagoH, YeM Ha CIPHUHT.

OCHOBHbIe BBIBO/IBI

— bByobme yb6edumenbHbl. BONBIIMHCTBO MPOW3BOAUTE e
WCKPEeHHe BepsiT B TO, YTO OHU OTJIMYHO 3HAIOT CBOM PHIHOK, a MIOTOMY
He Bcerjla TOTOBbI TIPUC/TYILIMBAThCS K KOMY-/00. UToOBI HOOUTHCS
WX BHUMaHU$, BaM HY)KHO T[POJEMOHCTPUPOBAaTh, UTO BbI
pa3bupaeTech B Ux OM3HeCe Tak ke XOPOIIOo, KaK U B CBOEM.

— 3acnyacume Oogepue. Eciiv Bbl XOTHUTE, UTOOBI TTIPOU3BOJUTE
W3MEeHUJ UYTO-T100 B CBOMX MPOLIeCCax, Bbl JO/DKHBI ObITh TIOTHOCTBIO
yBepeHbl B TOM, UTO pekoMmeHJyeTe. He mpuxopute c gorajkamyd u
nipeArnonoxeHussMd. [lokakuTe, uUTO Bbl ObUIM HACTOWUMBBI U
WHBECTUPOBA/IM [JOCTaTOUHO MHOTO BpEeMeHH U JieHer, uTOoObI
TIOATBEPAUTD TPe/ITI0/I0KEeHUS.

— HauHume c¢ npocmbix eeujell. IlycTb BallluM T€pPBBIM
nipeJjio)keHueM OyZieT TMPOCTON COBeT, KOTOpbIii He TpeOyeT oOT
TIPOM3BO/IUTENSI [IOPOTOCTOSIIIETO W3MEHeHUsl TMpOLeccoB, HO TpHU
3TOM TIpUHeceT pe3yibTaTbl B 0003pumoMm Oyayiiem. [lobeliTech
HECKOJTbKHMX MaJIeHbKUX Ti00es, TIpeXk/ie 4eM repexofuTb K Oosee
3HAUMMBIM COBETaM.

— OmHoweHUsI Noxoxcu Ha Xopoulee BUHO... uem Oonblue
gbl0epaicka,  mem  aydwe.  IlocTpoeHWe  OTHOLLIEHUM  C
Tpou3BoAUTeISIMU TpeOyeT 3HauuTeTbHOrO BpeMeHU. He criemmuvre u
He KJuTe MrHOBeHHOT0 3¢ deKTa.



IX. 3aumcTBYHTE




I'naBa 30
3auem u3o00perarsb Benocumnes? Ilpocro yayuimre
ero!

Kakve Obl HOBble HauWHAHWSI Mbl HU CTapajuCh BHEJPUTb, MbI BCer/a
CMOTpeJIM, KaK 3TO /leJlaloT Hallld TlapTHePbl U KOHKYPeHThI. 3aueM M300peTaTh
BeJIOCUIIe/l, eC/IU KTO-TO Y)Ke CJefaj ero Jjyudiiyro Mozens? HyxHo mpocTto
TIPUCMOTPETHLCS K UY>KOMY OIBbITY U MPUCTIOCOOUTH €ro K CBOeM CUTYyaluu.

MeHs1, K ipuMepy, Bcerja pasapaxkaso UCIo/Ib30BaHUe TPOMKOTOBOpUTE/Iel
B IWIePCKUX 1ieHTpax. Ha Mol B3rsizi, 3T0 HerpodecCroHaNbHO U HETIPUSTHO,
KOrJla aJMUHUCTPATOp TMbITAeTCS HAWTU [IPYroro C/IyXKall[ero, UCIOb3ysi
TPOMKYIO CBsi3b. Ho, ToOKa s He Tipurisifiesica K paboTe ofHOW U3 ceTeit
TIUL{L[EPUH, I He TIpe/ICTaB/IsI cebe, Kak 000UTHCHL 6e3 3Toro.

Kak-To B BbIXO/JHBIE $1 TIOLIe/I BMECTE CO CBOMM ZleTbMH B muifieputo Chuck
E Cheese. B aToM MecTe Obuia crieljuasbHasi pa3BjieKaTe/ibHasi MporpaMMa C
aHUMaleld U BO3MOXKHOCTbIO Tmiourpatb B Nintendo. Eciu Bam Xxorenoch
3aKa3aThb YTO-HUOY/Ib, BbI IPOCTO TOXO/IU/IU K CTOMKe U fiesianu 3aka3. [Toka Bbl
CMOTpe/y npecTaB/eHue UIu Urpaju C eTbMH, Balll 3aKa3 MOoCIeBall.

YuuThiBas 111yM, KOTOPbI POU3BOJIU/IU JIeTH, aHUMAIIUsI U UTPbI, He ObLIO
HUKAKOT0 CMbIC/a Kpuuath: «Muctep Cbr03/11, Ballla NULILla FOTOBa!» — HUKTO
Obl He ycsiblilian. BMecTo 3TOro mpu 3akase Kak/OMy JaBaiu Homep. Korza
ouepefiHOM 3aka3 ObLT TOTOB, CrelMa/ibHBIM 3ByK u3Beljan 006 3ToMm, a Ha
MOHUTOpEe TIOSIBJISIZICSI ero HoMmep. OJTa cucrteMa paborana OTJIMYHO.
[TokymaTesisiM He TIPUXOAWIOCh TONMUTLCS BO3J/ie KYXHU, MbITasiCh BBISICHUTD,
TOTOB JIU UX 3aKas.

Mbl T03aUMCTBOBa/IM 3Ty H/iel0, HEMHOTO MOAUMUIIMPOBAB ee. PaHblle
1ocje TOro, KAk Bbl BHECIM [JeHbrM B KacCy, Kaccup TOBOpWI B
rpOMKOTOBOpUTeNb: «MaiiiiHy Ne 473 Ha BbIXOf». YC/bllllaB 00bsIB/IeHUeE,
ACCUCTEHT TIPOZIaBIla ZI0/KeH ObLT HAaWTH 3Ty MalllMHY U TIOJaTh ee K BBIXOZY.
Cucrema HuUKorja He paboTasa 0cobeHHO XOpoiilio. Bo-mepBbIX, 1e/biii [ieHb
BCeMY LIEHTPY TMPUXOJWIOCh CJIylllaTh HAIly TPOMKYI CBSi3b. BO-BTOpBIX,
HUKOTJla He ObLJI0O yBEPEHHOCTH B TOM, UTO HY)KHBIA COTPYAHUK CJIbIIIAj
oObsiB/ieHHe: B 3TOT MOMEHT OH MOr ObITb BHYTPU [IPyrOMl MalllMHBI C
3aKpBITBIMU OKHAMU, WU OOIAThCsl C KJMEHTOM, WA »Ke TIPOCTO TOBOPHUTH TI0
TesiepoHy. EMHCTBEHHBIM TIOATBEP)KJEHUEM TOTO, UTO MbI ObLTH YC/bIIIAHBI,
ObUT (pakT TIpUTrHAHHOW MallMHbL. ECM >Ke 3TOro He MPOUCXOAWU/IO, TO KJIHUEHT



ObUT BBIHYXK/EH >X[aTh, XXIAaThb W >KJaTb, BbIpakasi Hey[OBOJILCTBHEe. B 3ToM
Cjlydae Mbl CHOBa [laBa/ii OObsIBieHWE TI0 TPOMKOW CBs3M, W BCe IIJIO TIO
c/efytoemMy Kpyry.

Cerogusi 6marogapsi Chuck E Cheese KapThHa HeCKO/NBKO WHasl. Bbl
orylauvMBaeTe CUeT, KAaCCUP BBOJUT 3Ty MH(OPMALUIO B KOMITbIOTED, U OHA Cpasy
Ke TIoTa/laeT B KOMITbIOTED M Ha MOHHTOP CepBHUCA T0 /JOCTaBKe aBTOMOOUIeH.
Korza ornepatop BUAWT 3Ty WH(OPMALMIO, OH OTBeYaeT KacCHUpY, UTO MalluHa
ceituac OyzeT mocTtaBieHa. Ecnu omepaTop He OTBeuaeT, Mbl 3HaeM: UTO-TO He B
Topsifike, ¥ KTO-HUOY/Ib OTTIPaB/ISIeTCsl BBISICHSITh, B UeM JIeJIo.

Otnana HeoOXOAUMOCTh B TDOMKHX OOBSIBIEHUSIX, U MbI BCerjja 3Haem,
TosiyueHo Jii WHGOpMaIMoHHOe coobijeHre U Korga Oyzer aBromMobuab. U
I7laBHOEe, BpeMs OXWJaHWsS KJIWEHTOM OTPEMOHTHPOBAHHOW  MallWHBI
COKpaTW/IOCh B CpelHEeM C IIeCTU MHUHYT [0 [JByX. VM Bcemu 3TUMHU
JNOCTKEHUSIMU Mbl 00si3aHbl CBOEMY BU3UTY B MECTHYIO TTUIILIEPHIO.

Takum >xe 00pa3oM MbI 3aUMCTBYeM WU BCSIKWM pa3, Korja BUJUM UTO-
HUOyIb TI0/Ie3HOe, — Be/lb 3TO OUeHb TNPAKTUUHBIA Toaxox! [lisi uero TepsiTh
BpeMsi U TIbITaThCSl PELIUTh TIPO0eMy CaMUM, eC/id 3TO y»Ke KTO-TO Cjiesiaa 3a
Hac? KoHeuHo, OBIBAlOT YHHUKajbHbIe CUTyalluM, C KOTOPbIMHA BaM MPUETCS
COpaB/ATLCS  CaMOCTOSITe/IbHO. Ho BeTpeuaroTcsi OHM  KpaiiHe penko. B
OO/ILIIMHCTBE CJ/lyuyaeB XOpolllee pellieHWe MOXHO T[103auMCTBOBaTh. busi
MapproTT HaBepHsika 3HaeT Tropasfi0 Jiydyllle MeHsl, KaK OpraHu30BaTh
o0cmy>KriBaHWe OTPOMHOTO KO/MdecTBa Jjrofeit O6wicTpo U 3ddekTuBHO. Tak
roueMy He BOCII0/Ib30BaTbCs ero onbIToM? [ToueMy He KCIO/Ib30BaTh JIyyYlliMe
pewiendss McDonald's, American Airlines, Disney, aganTupysi HuX 0[]
noTpebHOCTH U 0cobeHHOCTU Bailiero Ou3Heca? MBI MOCTyraeM MMEHHO Tak.
(OTO M oguH U3 cekpeToB ycrexa KHUAT Toma ITuTepca: B HUX OH paccKa3biBaeT
00 OIIbITe MYUIIUX KOMIIaHUIA. )

Msbl yKe pacckasbiBaiu, Kak HaM IOMOTr OMNbIT JlMCHesi B CO3JaHUU U
oopmsieHun pabouero mMpPOCTpaHCTBA. Mbl TakKe BBISICHWIM, Kakue
CTpouTe/NbHble W OT[e/0YHble MaTepuasabl WCIOMAb30BaHbl B peCcTOpaHax
McDonald's, ¥ B Hammx cepBUC-LIeHTPaxX Telepb MCIOJb3yeM TOMbKO Ux. Eciu
OHU BBIZIEP)KMBAIOT Takoe KOJIWUeCcTBO HOT, Kak B McDonald's, To oHu
JIOCTaTOUHO KperkKue U [ Hallell peMOHTHOM MacTepckoil. VI mMbl co3paBanu
CBOK) TIPOTpaMMy MO CTUMY/MPOBAaHUIO CObITA TIOC/IE BbIXOJ@ TPOrPAMMBI
American A Advatage.

Ecm ugess paboraer B OfHOW KOMIIAHWH, Bbl MOXKeTe OBITh
yBepeHbl, uTo OHa cpaboTaeT u B /pyroii. JIroau He Tak YK CUIbHO
OT/IMYAIOTCS JIPYT OT Apyra.



KHuru Jisi MeHs1 SIBASIFOTCSI HEWCCSKaeMbIM HMCTOYHMKOM ujei. Hibke
TIPUBE/IEH CITUCOK MOUX JIFOOUMBIX.

— Berry, Leonard L., Parasuraman, A., Zeithaml, Valarie A. Delivering
Quality Service. New York: The Free Press.

— Bradshaw, Pete. Personal Power. Englewood Cliffs: Prentice-Hall, Inc.

— Cusumano, Michael A. The Japanese Automobile Industry. Cambridge:
The Harward University Press.

— Deming, W. Edwards. Out of the Crisis. Cambridge: Massachusetts
Institute of Technology, Center for Advanced Engineering Study.

— Goldratt, Eliyahu M., Cox, Jeff. The Goal. Croton-on-Hudson: North
River Press.

— Marcus, Stanley. Minding the Store. Boston: Little, Brown and
Company.

— Marcus, Stanley. Quest for the Best. New York: The Viking Press.

— Ohno, Taiichi. Workplace Management. Cambridge: Productivity Press.

— Ohno, Taiichi, Setsuo, Mito. Just-in-time for Today and Tomorrow.
Cambridge: Productivity Press.

— Peters, Tom. Thriving on Chaos. New York: Alfred A. Knopf.

— Peters, Tomas J., Waterman, Robert H., Jr. In Search of Excellence. New
York: Harper&Row.

— Shingo, Shigeo. A study of the Toyota Production System from an
Industrial Engineering Viewpoint. Cambridge: Productivity Press.

— Sloan, Alfred P, Jr. My Years with General Motors. New York:
Doubleday/Currency.

Mpbl cudTaeM MeTOZ, 3aMMCTBOBAHMSI H/eH HACTOJILKO T10/Ie3HBbIM, YTO
OpraHu3yeM MX CIlelldajibHble TojieBble MOUCKU. Halmm mMactepa 1o Ky30BHOMY
pemoHTy e3aunu B KamidopHHio, YToObI 03HAKOMHUTBCS C MECTHBIM OITBITOM.
PyKoBoAMTE b 3TOTO [leTlapTaMeHTa To0bIBal B JIYUIIIMX MacTepcKux EBporb,
yTOOBI MOHATH, KAK UM Y/JJa€TCsI TaK MaCTepCKH Io/0upath 1iBeT. B pesynbrare
MBI Terepb MCIo/ib3yeM Kpacku Sikkens u KpacuibHble Kamepbl Garmat.

Mbl Takke je/laéM 3aKyIKM y HaIllUX KOHKYPEHTOB. OJTO OKa3bIBaeT
HEOLIeHUMYIO TTOMOIIlb, TIOTOMY UTO MO3BOJISIeT Y3HATh UX CUJIbHBIE CTOPOHBI. $1
MOCeIal0  MX JIeMOHCTpAl[MOHHBIE 3a/bl, YTOOBI IIOCMOTPeTb Ha HX
MepueH/Jlaii3uHr. Y Hac ecTh W Ilapa 4YesoBeK /i KOHTPOJIbHBIX 3aKYIIOK
aBTOMOOW/Iel, UbM /IMIIa HEU3BECTHBI KOHKYpeHTaM. Tak MbI y3HaeM CeKpPeThbl UX
CepBHCa, YPOBEHb 1leH, OTHOIIIeHHe K ITOKyIaTe/isM, a IJlaBHOe — UTO-HUOY/Ib,
yemy CTOUT MoyuuThcsi. (Kak pesynbrar, Mbl, HarlpuMep, CMEHW/IM CBOM 0aHK Ha
OaHK KOHKypeHTa i/ 00C/Ty)KBaHUSI TIOKYTIOK B KPEZIUT.)

BpemMeHaMy MbI TOCelljaeM MeCTa, KOTOpble He MMeIOT HHUYero o0I1mero c



HalM OW3HEeCOM — pecTOpaHbl, My3eHd, OTe/d, TlapKu, — TOJbKO AJis TOro,
yTOObI MMOCMOTPETh, KaK Y HUX OpPraHW30BaH KJIWEHTCKWN CepBUC, OCBelljeHue
WU MYy3bIKa/ibHOe 0(pOpM/IeHUe, HOCAT JIU COTPYIHUKU YHU(OPMY U KaKyto.
VHorza /iroau, KOTOPBIM g pacCKasbiBal0 O HallleM OIbITe 3aUMCTBOBAaHUS,
BOCK/IULAIOT: «/]a, 3TO mpeKkpacHO U, HaBepHOe, paboTaeT TyT y Bac B [lasace.
Ho y Hac B Hero-Mopke (Can-®paHipcko, UMKaro) KIMeHThl COBCeM Jpyrue. Y
Hac 370 paborats He OyaeTr». Yemyxa. Huuto Tak He pa3zipa’kaeT MeHs, Kak
nycThle ¢pasbl THMNA: «ITO He OyneT paboTaTh TaM, IZe s )KUBY». MHOXKeCTBO
TIPeKPacHbIX TIPOTpaMM W CHUCTeM, KOTOpble YCIellIHO paboTaroT y HAc, MbI
M03aMMCTBOBAa/IM B Pa3HbIX yacTsix cBeta. U Bce 3T ujen pabotatot B Jannace,
B ®unagensouu, Hero-Mopke, Jloc-Anmpkenece u gaxe 8 Hosom Opneane — a
3TOT TOpOJ, OYeHb CU/IBHO OTIMYaeTca oT [lastaca. MHorue roBopuid, 4TO
Hallld TPUHIUIBI BeJileHUsi OU3Heca TaM Herpuem/ieMbl, TOTOMY UTO JIFOAU B
HoBom Oprieane Gosiee TpeGoBaTenbHbI M MNPWXUMHUCTBL. HO, Kak Mokasana
npakTtuka (y Hac Tam 1eHTpbl Cadillac u Chevrolet), Haiia cucrema c6oeB He
naeT. JIroay 00ST XOPOLLWi CepBUC HE3aBUCUMO OT TOTO, T/le OHU >KHBYT.
Cawmpble jiyuriivie cucTeMbl paboTaroT B Jito60M MecTe 3eMHOro 11apa. M eciu
y BaC UX elle HeT — T[OUIUTe KOMIIAHUH, Y KOTOPBIX MOXHO YTO-TO
T103auMCTBOBaTh, BO3bMUTE BCe Jiyulliee U aZlalTUPYHTe K CBoeMy Ou3Hecy.

OCHOBHBIE BbIBO/bI

— 3aumcmeytime — smo 6bicmpee. Bynb y Hac [0CTaTOUHO
BpeMeHU, MOXKHO Ob110 Obl Takoe u300pecTu... Ho 3auem TpaTUThb 3TO
Bpemsi? BcTpeuasicb ¢ HoBoW Tmpobnemol, MPOCTO CMOTpUTe
BHUMaTe/IbHO 10 CTOPOHaM, U Bbl YBUJUTE, YTO KTO-TO €e yyKe PeLLnII.

— 3aumcmaytime syuwee. Eciv y)k 6paTh Koro-To 3a obpaser] —
Tak uepoB OusHeca. KTo HawmyumyM o6pa3oM COAEepXXUT CBOIO
Tepputoputo? KoneuHo, [lucHei! HVMeHHO OH cTan [y Hac
o0pasiioM, Korjia Mbl pelliaiu, Kak J0/KHa BBIVISZETh Hallla JIy>KahKa.
[IokpeiTHe Ha II0Jly B HalleM CEepBUCHOM OT[e/IeHUU CZelaHo
noctaBlukoM McDonald's. Mbl y3Hanu, 4To B TIOMCKax CaMou
TIPOYHOM TIJIMTKUA OHU MOCETWIN BCeX NMPOU3BOAUTe/Ier Ha 3emyie. Ham
JKe He IIPUILUIOCh 3TOr0 JesjiaTb — MbI IIPOCTO BOCIIO/Ib30Ba/ICh UX
HaXO/IKOHU.

— AKkmugeHO uwume udeu, Komopble Moz2ym  Obimb
3aumcmeosaHbl. OpraHusyinTe CreluasabHble BblIa3KM 3a HOBBIMU
uaeamMu. Eci Bbl BuauTe pelileHre, KOTOpOe BaM HPaBUTCH, —
paccripocute o HeM. JIroau 06T pacckasbiBaTh O CBoeM Ou3Hece.

— He 6otimecb moduguyupogampb. Yepe3 Halll aBTOLIEHTD He



TPOXOJUT TI0€37], Ha MOHOpe/ibCe, U y HaC He OCTaHaB/IWBAKOTCH
KaK/IyI0 HOUb ThICSIUU JIFO[ e, KaK/[bIil M3 KOTOPBIX XOUYeT MPOCHYThCS
B 7.00. U TeM He MeHee Mbl HCHOJb3yeM ujed [lucHes 10
TIO/IIeP>KaHUI0 YMCTOTHI U TIOpsiZika U MappuoTTa 1o 00C/Ty>KUBaHUIO
OonbllIOro KO/MMUecTBa Jiofer. A MoauduKalud 3TUX  ujeh
TIO3BOJISIIOT MM TIO/THOCTBIO COOTBETCTBOBaTb OCOOEHHOCTSIM Hallleid
CUTYyaL[HU.



I'maBa 31
O HeKOTOPBIX Belax BbI id)Ke U He M0J03peBa/iu

'appu TpymsH roBopusi: «Bbl HUUEro He 3HaeTe O TeX BelljaX, O KOTOPbIX
HUKOI7Ia He uWTaiW». Mbl OdeHb L|€HMM HalluX KOHCYIbTaHTOB CTeH/Iu
Mapkyca, CtuBa ManBanu u Toma [Iutepca, MOCKO/IBKY OHU PACLLIMPSIIOT HALlA
TIO3HAHUSI.

Korza Mbl XOTMM MOC/yLIaTh O MOAXOAAX U WUAeSIX APYrMX KOMITAaHUW B
CUCTeMaTU3UPOBAaHHOM BH/le, MbI TIPUI/IAlllaeM KOHCY/IbTaHTOB. OHU ObIBa/iv B
TeX MeCTaX, KOTOPbIX Mbl He BHUZEIU, U paboTasu CO MHOTMMHU YCIIeITHbIMU
JFOIbMU, C KOTOPBIMU MbI JiakKe He 3HaKOMbl. OHU TIpe/iaratoT uzen, K KOTOPbIM
MbI HUKOT/Ia ObI He TIPUILLIIU CaMH.

Ecmu ¢ keM-1ub0 U3 KOHCY/IBTAaHTOB HaM paboTaeTcsi KOMGOPTHO, TO MBI
BHOBb 1 BHOBb OOpaiijaeMcs K ero yciyram. Yem fiosibiiie Mbl paboTaem BMecCTe,
TeM Jiydllle KOHCY/JbTaHT 3HaeT Hail OusHec U TeM 3(QeKkTUBHee Haille
coTpyAHUuecTBO. [IpekpacHbIM MPUMEPOM TAaKUX OTHOLLUEHUN MOXET CJIY>KWUTb
Hamia pabora ¢ Ilurom Bpaaiioy. Mbl BriepBble BCTpeTu/uch B ['apBapie Ha
ceMHHape 0 OpraHW3allMOHHOMY TIOBeJeHUI0, KOTOpBIM cobvpasia KOMIMaHUS
Cadillac. B Tto Bpems I[lur Huuero He 3Han 06 OOCTY>XMBaHUU UM TPOJAXKax
aBTomMoOmiedl. OfHaKO OH OBICTPO BCEMY Hay4W/ICs, MPUOOIIUB 3TH 3HAHUS K
CBOEMY OIIbITY KOHCY/IbTAlJMOHHOUM paboThl C aBUAKOMIIAHUSIMU, U3/laTeTbCTBAMU
Y He(pTSIHBIM OH3HECOM.

OH chenan WHTepeCHbIN BBIBOJ: Te JIFOAU, KOTOpble LieHAT cebsi, AenaroT
Ay4lIyto paboTy ¥ 3HaUMTe/NbHO Oosiblile 3a00TATCS O CBOMX K/MeHTaxX. BoT uro
OH T'OBOPUII:

«Ecmu mbl m10buM U yBaxkaem cebsi, Mbl MOXKeM TI03BOJIUTL cebe ObITh
OT3bIBUMBBIMU M TMPUC/TYILIMBATLCA K MOXKe/JaHUsIM [pyrux Jjopei. Te, KTo
yyBCTBYeT cebsi OecCU/IbHBIM W He CuuTaeT ce0si I1IeHHbIM, He CJIUIIKOM
3a00TATCS 0 UyKUX TIPobIeMax».

Cekper, mo cnoBam bpaamioy, 3akaiouaeTcs B TOM, 4YTOOBI CO37aTh
arMocdepy, B KOTOPOI KaXK/blii COTPY/IHUK UyBCTBYET, UTO ero paboTa BHOCHUT
BK/IaJ, B ycriex KoMmnaHuu. OH Bblfe/isieT ueTblpe KOMIIOHEHTa BHYTpPEHHeW
YBEPEHHOCTU Y BBICOKOM CaMOOLIEHKH COTPYAHUKOB.

1. Hoctwkenusi. OOBEKTUBHO HW3MepeHHble pe3y/bTaThl [esiTeIbHOCTH
COTPYAHUKA COOTHOCSATCSI C SICHBIMH M CHpaBe[/IMBbIMU LiesisiMU. JlocTikeHre
1je/iell HarpsIMyt0 B/IUSIET Ha OI/IaTy U MPOJIBU)KEHHe.

2. UyBcTtBO, uTo 0 Tebe 3aboTsATCS. YcnoBusi paboThl JeMOHCTPUPYIOT



yBakeHUe U 3a00Ty paboTozaresist 0 COTPyAHUKAX.

3. TlomHomouusi. Komranusi  moouipsieT  WHAUBUAYaTbHOCTb U
CaMOCTOSITeJTbHOCTh CBOUX JitOflel — TIpU YCIOBUM COOJIOfleHHsT  OOIInX
CTaH/IapPTOB U 1jeHHOCTel. OT KaXK/I0T0 XAYT Ujiell 0 TOM, KaK MOXKHO ObIIO OBbI
yayuiiuTh paboty. JlroOble uped MOTyT ObITh YC/IBbIIIAHBL, @ TOT, KTO HX
reHepupyeT, UMeeT BIUsTHUE.

4. TpuHLMIBI U LIeHHOCTU. B mpoiiecce oTbopa COTPYIHUKOB OOILHOCTB
1[leHHOCTel Mo/KHa ObITh MpeBbille Bcero. KomraHusi Ao/mKHa C/ieIuTh 3a
co0sirofieHreM CTaH/IapTOB TIOBeJIeHUs U YBOJIBHATE HapyIIUTe e,

Kak BbI, HaBepHOe, y)Ke 3aMeTW/Id, Mbl Cle/lyeM ujesM Bp3f-iioy, U oHU
TIOMOTal0T HaM B Pa3BUTUU HAIlIUX aBTOL[EHTPOB.

KoHCynbTaHThI BLITIOMHSIOT ellje OfHY BaXXKHYIO POJIb — POJIb He3aBUCUMBIX
COBeTHUKOB. HekoTophble Bell[i HEBO3MO)KHO 00CY/IUTh CO CBOMMU pabOTHUKAMMU:
HarprMep, BOMPOC TMPOZAKKA KOMIIAaHUU WA YBOJbHEHUsI COTPY/IHUKA, KOTOPbIi
nipopaboTas MHOTO JieT, WIA BOTMIPOC O HaliMe MeHe/pkKepa BBICIIEro 3BeHa. B
3TOM (CJiyyae Jiyullle TOTOBOPUTh C TeM, y KOTO HeT JIMYHBbIX WHTEpecoB B
KOMITaHUM.

Ins Hac B 3TOM ponu BbicTyman [ut. Jltogd MOrau TPUNTU K HEMY U
CKas3aTh: «Y MeHsi eCTb CJioHasi mnpobnema c KapsioMm wid c moum
MeHe/>KepOM», — U OH T0/[CKa3biBas pellieHre. Kpome TOro, oH mMpoOBOAW/I HAIIly
€KeroIHyr0 BCTpPeuy MeHe/PKepPOB, Ha KOTOPOW Mbl 00CYXXZanud WMeroIecs
1Ipo6/ieMbl ¥ BO3SMOXXHOCTH HallIUX LIEHTPOB.

[Tomumo 3Toro ITUT BBICTYIAa MOWMM JIMYHBIM COBETHUKOM. Sl He Bcerza
clejoBa/l €ro peKOMeHJALUsIM, HO BCerJa BbICOKO LIEHWI BO3MOXKHOCTb
yCJIbIIIATh He3aBUCUMOe MHEHHUe.

T'appu Tpym3H ObU1 TIpaB, Korzia roBOpU/: «Bbl He 3HaeTe HUYEro
0 Tex BelllaX, O KOTOpPbIX He uMUTau». Korzma Bbl pa3BrBaeTe CBOU
Ou3Hec, UIUTe TeX JIIJiel, KOTOpble y)Ke TPOXOAWIN 3TUM TMyTeM.
OHu 00/aZialoT 3HAHUSIMM W HaBbIKAMU, KOTOpble BaM TakK
He0OXOIUMBI.

Crennii Mapkyc Bcerjia TBepAWI O TOM, UTO Mbl [IO/DKHBI B3IVISHYTb Ha
Bellld IVla3aMU K/iWeHTa. bjarozapsi emy Temepb HU OJHO HOBOBBeJleHUE He
MOXKeT OBbITb peas30BaHO, TMOKa Mbl He yOemuMcCs, UTO OHO B HHTepecax
kiveHToB. Korma CrTeHsv BbIllIesT Ha TEHCHIO C TOCTa Tpefcejaaresis COBeTa
MUPeKTOpOB KoMrtaHuu Neiman-Marcus, si CIIpOCHII ero, Mor Obl OH paboTaTh CO
MHOM B KauecTBe KOHCynbTaHTa. OH yiablOHy/mcsd U cKaszam: «Kapm, Tel He
CMOJKeIllb ce6e T03BOIMTh HAaHATb MeHs». VI oH ObLT TIpaB, S He MOT' HaHSITh €ro



Ha TIOCTOSTHHYIO paboTy. MbI I0rOBOPM/IMCh BMecTe 00eJjaTh pa3 B Mecsl]. JTO s
Mor cebe T03BO/IMTh. Tak UM HavajaoCh Haille CoOTpygHuYecTBo. CTeHIn
pa3bupasics B TOProBjie aBTOMOOWU/ISIMU KakK HUKTO Japyroul. OpHa u3 Haubosiee
B)KHBIX BeIlleM, KOTOPbIM OH Hayuyu/l MeHsi, — 3TO TO, YTO OPHWEHTAalusl Ha
KauecTBO Bcerjia puBoAUT K mobezie. CyllieCTByeT 1ie/iblii Kacc moTpebuTesiel,
KOTOpbIe BO BCeM 0osbille BCero IeHAT KauecTBO. Ecim BbI MpojaeTe Jydiiive
MaIIIMHbI, IPeJO0CTaB/IssA JTydlliee 00C/Ty>)KMBaHHe, TO 3TH KJIWMEeHTbl CaMU HalyT
Bac. A mepcoHas, CAeyHOIIUM TMPaBUIbHbIM L[€HHOCTSIM, HE JaCT UM YUTH C
MyCTBIMU PYKaMHU.

OCHOBHbIE BBIBO/IbI

— Bbl omgeuaeme 3a pabomy gauwetll komnaHuu. Vicrionb30BaHUe
KOHCY/IbTaHTOB — TI0JIe3Hasl 1ITyKa, HO He 3a0biBaiiTe, UTO OHU He
3aMeHsIOT Bac. Eciu Baiie 1iectoe 4yyBCTBO TMOACKa3bIBaeT BaMm
pellieHue, ciaeayiTe eMy — Bbl OyzieTe mipaBbl B 99 ciyuasx u3 100.
[TpuBnekaiiTe KOHCY/JBTAHTOB, UTOObI TIOMYYUTb HOBBIE UAEU U
TIPOTECTUPOBATh CBOU COOCTBEHHbIE.

— Onbim modxcem Obimb Xxopowum yuumenem. Korjma Bbl
HaHUMaeTe KOHCY/IbTaHTa, WIWTe TOro, KTO o0siaZiaeT yCIelIHbIM
onbITOM. B03MOXXKHO, OH y)Ke Tipolles BCe TO, HaJ, YeM Bbl ceiuac
bbeTecs.

— Bbicmpausalime omHoweHusi. Halifisi oguH pa3 XOpOLLIero
KOHCYJIbTaHTa, He OTXOJWTe OT Hero Aaneko. Co BpeMeHeM XOPOILIUiA
KOHCY/IbTaHT CTAHOBUTCS TOMBKO Jyuiiie. OH Bce 0oJibllie U OoJbliie
y3HaeT O BallleM Ou3Hece U MOKeT TMpeJJoXKUTb Bce Oosibllle U
Oosblile TI0/Ie3HBIX UEH.



X. Baim uMupK




I'naBa 32
T'oBopuTe MArKoO, HO...

Korza mMbl lymMaeM 0 TOM, Kak OyzeT BbIT/ISIIeTh Hallla peKjiaMma, Mbl CTaBUM
QBe 11e/id. Bo-TiepBbIX, Mbl XOTUM, YTOOBI peKjlaMa OTparkasa To, KaKuM obpa3om
MbI BefleM CBOM OW3HeC, U BO-BTOPBIX, Mbl XOTMM CO37aTh UYTO-TO, YeM MbI
CMO>KeM TOpJUTBLCS Tepe/]] HalllMMU POJITHBIMU U [IPY3bsSIMU.

Co3paBasi pekjaMy, Mbl BCeria MOMHHM, UYTO JIEXKUT B OCHOBE Halero
bu3Heca. BmecTe c HallluM peK/laMHBbIM areHTCTBOM Mbl BbIpaboTau MpPOCTYIO
U7ie0, KOTOPYH [JOHOCUM [0 moTpebuteseli. BoT ee cyTh: «ABTOLIEHTPHI
Chro3/171a Beerjia paboTarOT 4eCTHO, C YYBCTBOM COOCTBEHHOTO [JOCTOMHCTBA U
CTWIsA, TIpe/ijlarasi KIMeHTy JIyYILlUid CEPBUCY.

Mpbl cTpoMM Hallly pek/jaMy, OCHOBBLIBasiCb Ha 3ToW ujee. Mbl Bcerzaa
pacckasbiBaeM [POCTYI0 MCTOPHIO, COMNPOBOXKJasi ee My3bikol. [lpu sToMm
T7IaBHasi MbIC/Ib OCTAeTCsl HeM3MEHHOW: Be/lb eC/IM TOBOPUThH TMOTPebuTeNnto TOo
OfIHO, TO [Ipyroe, MOXXHO BBECTH ero B 3abmyxjeHue. Bbl moiiMeTe, 0 ueM MbI
rOBOPUM, NPOYMTaB HECKOJIbKO CLieHapyeB Halllel paiiopeK/iaMbl TPOLLIbIX JIeT.

Hukrop: Ceroamn Bunmmmk Kaaunnak npocut muctepa Crennu Mapkyca B
JIBYX CJIOBaX paccka3arb 00 ycayrax KOMITaHUU.

Mapkyc: ComepceT MosM ofHaxAbl cKa3an: «KW3Hb CTpaHHas LITYKa.
Eciv BB corviamaeTech TOJIBKO Ha Camoe Jiydlliee, Bbl YaCTEHbKO TOJydyaeTe
3TO». $1 0OHAPY>KW/I, UTO JIFO/U, OJHAXK/IbI UCTIbITABIIIME Jiyulllee 00C/Ty>KUBaHue,
PeJIKO UILYT APYTUX NapTHEPOB.

HOukTtop: bBonbiie 70 ner cembsi ChlOIIOB  00CTY)XMBaeT —CaMbIX
B3bICKaTe/NbHbIX MOTpeOuTesieli. biarosapsi 3Tol MOMUTHKe KOMIIAHUS CTaja
KpynHeimM auwiepoMm Kaaunnaka Ha FOro-3amaze. Ona paboTaeT 110
cy6boTtam, mpegmaraet ofHy W3 150 MalMH B3aMeH CJAaHHOW K/IME€HTOM B
PEMOHT, KCIIO/b3yeT yI00HYI0 cCUCTeMy TIpeJjBapuTeIbHOMN 3arucy U, 4YTO caMoe
BaXKHOe, yJie/isieT epCoHa/lbHOe BHUMaHUe KaXK/IOMY K/IMEHTY.

Mapkyc: [lpesacTaBnsisi K/MeHTaM HWCK/IOUUTeTbHOe OO0C/Iy)KWBaHWe, MBI
CTaHOBUMCS [J/id HUX HaJeXXHbIMUA MapTHepamu. [ukrtop: Chrosmn Bummmmxk
Kagunnak, JleMMOH-aBeHt0, BO3/le YHUBEpPCUTETA.

doHoBbIe 3BYKU: My3bika, Ha (POHE KOTOPOU CJIBIIIHBI 3BYKH JIBWKEHUS
CTapUHHBIX aBTOMOOUJIEH.
HOukTtop: 1911 rox. Awmepuka BioOsieHa B HOBOe H300peTeHHe —



aBToMOOM/Ib. CeMbsi ChIO3//IOB HauMHaeT TMpoAaKy MalivH. OHa CTPOUT CBOMA
6u3Hec Ha mpuHLUIe: «OTHOCUCH K KIUEHTY Tak e, Kak Thl X0Tes Obl, UTOOBI
oTHOCWIHCh K Tebe». C TrojaMu S3TOT TIDUHLIMIT OCTa/CS HEU3MeHHbIM WU
TI03BOJIU/I CEMbe OTKPBITh I1€CTh aBTOL€HTPOB.

@OoHOBBIE 3BYKU: YIUUHbIe 3BYKH COBPEMEHHOI0 ropoza.

HukTop: 1990 roa. AMepuka Bito6sieHa B aBTOMOOWIH, U ceMbsi ChIO3/1/IOB
BCe TaK ke BeJleT CBOM OM3HeC, pyKOBO/CTBYSICh CTapbIM MPUHIMIIOM. BpemeHa
MEHSIOTCS, HO UCTHMHHbIE LIEeHHOCTU He cTaperoT. Ceroamn Bummmxk Kagunnak-
Crepsunr, Ceroann Ongemobusis, Cero3n berouk-Haugelt u Coroamn Jlekcyc.
Tpaauiu cemeitHoro o6cnyxkuBanus ¢ 1911 rogaa.

Mebl Hazeemcsi, 4TO 5Ta pekjama Tipojaer. fI He Jymar0, UYTO CTOUT
WCII0/Tb30BaTh arpeCCUBHYIO peK/iaMy WM TaKylo, KOTOpasi BBOJUT K/JIUEHTOB B
3abnmykzeHre. JTO MOXKeT paboTaTh Kakoe-TO BpeMs, HO B KOHIle KOHIIOB
nipuBezieT K obpaTHoMy 3(ddekTy. B cBoMX ponMKax HaZjo TIPOZeMOHCTPHUPOBATh
KJ/IaCC U CTWJIb — 3TO BbIJIENIUT UX Ha (hOHe [IPYTHX, Ha30U/IMBbIX U KPUK/IUBBIX.
MpbI He MefbTellMM B CBOMX LIeHTpaxX U He JlejlaeM 3TOr0 B CBOel peK/aMme.

Vcronb3ysi pekiaMmy, TIOMHUTEe, UTO OHA SIBJ/IIETCS OTPa’kKeHHeM
CYIIIHOCTH Balllero 6usHeca.

MBI He 3asB/IsIeM, UTO y HAac caMoe Jiyuiliee OOCTy>KMBaHWE W CaMbIi
OpyXemoOHBIN TiepcoHas. BmecTto 3Toro Mbl CTapaeMcsi [iOKa3aTb Hallld
TIPEeUMYIIeCTBa C MOMOIbI0 (DakToB. B peksiame MbI fiejlaeM aki[eHT Ha TO, UTO
paboraem mo cybboram ¥ uTO K yciayram kideHToB 150 MailiuH, OfHY u3
KOTOPBIX OHU MOT'YT OeCIIaTHO MCIT0/Ib30BaTh, CJIaB MAIlIMHY B peMOHT. ITocite
TOr0O KaK K/JMEeHT B TIepBbIA pa3 BOCIIOMB3YeTCS HAIIUMHM YC/IyraMu WU
TIOUYBCTBYET Halll CTU/Tb, OH BO3BPAIl[aeTCsl K HAaM CHOBA U CHOBa.

OCHOBHBIE BbIBO/bI

— Kunacc. Tot, KTO CTapaercsl BbIUIpaTh, Iipejjaras CamMyro
HU3KYIO lLleHy, He uMeeT Oyaylero. B peksiame He CTOUT TOBOPUTH O
1jeHe. BMecTo 3TOrO BCerja crapalTech pacckas3arb O NPUHLMIAX, Ha
KOTOPBIX OCHOBaH Balll OU3HecC.

— /JlemoHcmpupyli, a He dekaapupyli. He roBopute, uto y Bac
camble Jpy>KenroOHble TIpofaBlibl. [IprBeanTe HECKOIBKO MPHUMEPOB
vX 1oBefieHus. [1yCTb K/IMeHTbI CaMU C/ie/1at0T BbIBO/BI.

— Bce, umo ebl denaeme, pabomaem Ha eawl bpeHd. Kaxnias
Mesioub (popMupyeT OpeH; KOMIaHUU [I7isi KTMEHTOB U COTPY/JHUKOB.



Mebl eMOHCTpUpYyeM, UYTO JJisi HaC [1eMCTBUTETbHO Ba)XKHO. VIMeHHO
MO3TOMY TaK 3HAuMMbl fAeTanu, Oygb TO ¢opma Halleil OJexX[bl,
KaueCTBO UCIMO/Ib3yeMoi Oymary wiv CTU/Ib Halllel peuu.

— Hatioume 8pems, 4mobbl NO3HAKOMUMbCS C Omuemamu
uccaedosamenbCKUx KOMNaHull o pelimuHeax pasnuunbix CMU. 310 He
BbICILIAsi MaTeMaTHKa, uTo Obl BaM HU TOBODW/IM Ballld peKiaMHbIe
areHThI.



I'naBa 33
IIpomo-aknuu: ¢pyT00/KM C CHMBOJIUKOH WU
nojjep kka cuMm(pOHNYECKOro opkecrpa?

Hamum npomMo-akimu, Kak M Halla pekjama, NOpu3BaHbl ITOCTPOUTh
B3aMMOOTHOIIIEHUSI C HAIlUMU KJIWeHTaMu. MbI XOTUM, UTOObI yIIOMUHAHUE O
HalllUX aBTOL[EHTPAX BbI3bIBAJ/IO Y KJIMEHTOB TIOJIOXKUTE/TbHbIe SMOLIUUA U 00pa3sbl.
CBoUMM TIPOMO-aKLMSIMU Mbl XOTUM MOLUYEPKHYTb WHWBUAYAJbHOCTH Hallei
KOMIIaHUHU.

Korza s 6bu1 mManenbkuM, B [annace obpasuiom /s BCel PO3HUUHOU
TOProB/ix CAyxun MarasuH Neiman-Markus. ¥ Hux Obula nyuiias cucrema
MepueH/lali3uHra, caMble JpY>KenroOHble MPOJaBIlbl, ¥, €C/IU Y BaC BO3HUKAJIU
npobneMbl C KyIJIeHHOM Bell[blO, ee BCerja MOXXHO Obiio BepHyTb. be3
BornpocoB. Bnazener komnanuu CreHniyv Mapkyc /00U MOLIYTHTh, M BC/e], 3a
HUM ero MarasuH npuobpes pernyTalyio Becesoro Mecta. OHU TOJ/iep>KrBaIu
ee, U3 rofia B IO TOTOBS 3KCTPaBaraHTHbIe MOAAapKy K PoxziecTsy.

[Ipumep 5TOM KOMMAHUM 3aCTaBW/ HAC 3aJymaTrbCsl O TOM, KakK CO3/aTb
CcOOCTBeHHbIN 1OCTOWMHBIN UMUK, OOBIYHO AuiepCKUe LeHTPbl He BbI3bIBa/Id
N00pbIX UyBCTB. MBI peIIMiM UCMOIb30BaTh TPOMO-aKlMK, uTOOBI MOKa3aTh
JTFOZISIM: HAalllU L[eHTPBI B JIYULIYI0 CTOPOHY OT/IMYAIOTCS OT APYTHUX.

Mpbl Hauanu Hamly MporpaMmy, Ipuriamiasi KJIMEeHTOB Ha eKerofHyr
BEUEDUHKY, [/le TMpeJCTaB/syId MOJENW MallWH C/eyrolero roza. Mel
TipeJijiaraiy IlamMraHckoe, pocTOudbl U BKyCHelie AecepThl. Ha BeuepuHke
o0si3aTe/IbHO UTpajl OPKeCTp, a BCe COTPYJHUKW ObUIM Mpu ranctykax. Hareit
1[e/Ibi0 He ObUIO MPOo/IaTh MAlllMHBbI HOBBIX MOJiesiel TYT Ke (XOTSI eCd KJIUeHT
3aropa’icsi, Mbl He OTKa3bIBa/IMCh) — B LI€JIOM MbI XOTeJIA OTIIPa3ZjHOBaTh HAUasIo0
HOBOTO Ce30Ha ¥ M06/1aroflapuTh HallluX KJIMEHTOB.

C Kax[bIM TrOZIOM Mbl Jefaau Bce 0osiee MHTepeCHble TpeJCTaB/eHMUsI.
Jlappyu XarmaH — OueHb W3BeCTHbIM aKTep W3 IIOMNYJSPHOIO CepUasa —
TIOMOTa/l HaM OTKpbiBaTh Haill HOBbIM 1jeHTp Cadillac. Uto6wl yBUzeTh ero,
nipuiiio 6osbiiie 5000 uenoBek.

(Boobi1je-To MbI MpUr/aiiiaav TOMbKO HalllUX KJIUEHTOB, HO C/IyXaMu 3eMJist
No/MHUTCA. I B KOHLIe KOHLIOB MBI TIPUIVIACM/IM BCeX, KTO MpHefeT K HaM Ha
«Kazgnnnake». JIroau npresxany Co BCero 1ITara, ¥ Ha CTOsIHKe, paCCUMTaHHON
Ha 5000 ™mecT, He XBaTWio MecTa. HekoTopbie 0c000 mMpeANPUUMUKBLIE
BJla/le/IbLibl JOMOB BO3JIe Halllero LieHTpa C/iaBajy [1apKOBOYHbIe MeCTa IPsSMO Y



cebst BO ZiBOpE.)

[Tpomo-akiiuy MpPUB/EKAOT K BaM BHUMaHue. [To3aboTerech 060
BCex JeTassiX. MHaue y Jitofieil 0CTaHeTCsl HEMPUSTHOEe BIlevaT/ieHue
— UTO ropas/io Xy»ke, yeM ecyiv Obl Bbl BOOOIIe HUUEro He fiesiasu.

Mbl OpraHW30BbIBAa/IM BBICTABKY IIOKOpUTenel 3amazia w3  Mys3esd
KOBOOWMCKOM CJiaBbl U MpUI/aiiam Kk cebe Accouuaiuio cobvpareneil Mopeseit
KeJIe3HBIX I0POT, U POAUTE/H MPUBOAWIN K HaM CBOUX JeTeid (M Hao60poT?)
ITOCMOTPEeTh Ha WUrpyIIeuHble 1moe3aa. A MOCKOJILKY BCe JIFOOST BKYCHO MO€CTb,
MBI BCETZia MPUIJIallia/id OTJTMYHOTO TIOBapa.

Bce 3T0, ecTecTBeHHO, TIPUBJ/IEKA/IO JIFOleM B HAIlM IIEHTPbI, HO He 3TO
ObI0 Hallleli OCHOBHOW Iie/bio. IIpexkze Bcero Mbl XOoTenud T061aroJapyuTh
HaIlMX K/IMEeHTOB 3a TO, UTO OHM IOKyTlaJM MalllMHbI UMeHHO y Hac. U BTopoe,
MBI XOTE€/M TOCTPOUThH [I/TUTE/IbHbIE U JIOBEPUTE/IbHbIE OTHOIIEeHUS C HaIllMMH
K/IM€HTaMH, YTOObl OHM BHOBh M BHOBb BO3BpaIlla/IMCh K HaM.

OCHOBHbIe BBIBO/IBI

— Kaoicdas npomo-akyusi 001x#cHa Hecmu uoeto eawle2o busHeca.
Bbl co3maete cebe ormpefesnieHHbIM UMUK, [lo3TOMYy Henb3s
OZITHOBPEMEHHO CTMOHCHPOBaTh CUM(OHUYECKHN OPKeCTP U pasfiaBaTh
¢byTbONKY Ha repeKpecTKax.

— Ecau y 8ac ecmb COMHeHUsl, npu2adacume mMmoO/AbKO 8aulux
cmapbix KaueHmos. Boibupasi Mex/1y npur/ailieHueM MoTeHI[UaIbHbIX
W CTapbIX KJMEHTOB, OT/aBaiiTe Tpe/IiouTeHue rnociaeqHuM. ViMeHHO
Grarozapsi UM Bbl UMeeTe CBOM KYCOK xJieba C MacyioMm.

— byobme gHumamesnbHbl K 0emansim u He ckynumecb. OfleHbTe
Balll TIePCOHA/ B JIydlliieé KOCTIOMBI, TIDUIVIACUTEe OPKEeCTP U KyIUTe
cBeXXUX 1BeToB. [lomHuTe, Bbl paboTaeTe, uTOOBI CO37aTh
BIeUaT/ieHue, KOTOpOe JO/DKHO OCTaThCsl Y BalllMX K/AWEHTOB. UTo
fyuiie: 4YTtoObl OHU BCIIOMHUHAMM  BBIIOXIIYIOCS Ta3sUPOBKY U
3aCOXIIIe TOCTbI — WJ/IM Ke 111aMTIaHCKOoe C UKPO?



XI. CnenafTe TaK, YTOOBI K/IMEHThI
BO3BpaIla/IUCh




I'naBa 34
KneHT, KoTopbiii npuHocuT $332 000

HasepHoe, BbI yKe 3aMeTH/IM, YTO 51 BEPIO B I10/1b3y XOPOLLUKUX MaHep, T. e. B
VCKDEeHHee >KeJlaHue TOBODUTh «CIacubo», «IOXKamyhHCcTa», «TOCIOAUH»,
«rocrioka». IlpuHocur s 310 pesynbrar? CTOUT /U COLEpXKaTh
JIeMOHCTPALIMOHHBIN 3a/1 U pa3feBaky s pabounx B uucToTe? ['OTOB CrIOpUTH
Ha mo0yl0 CymMMy, 4TO 3TO OKymaercs. B JonrocpouHoil mepcrieKTvBe 3TO
TIpPUHECeT MHOTO [ieHer, TOCKOJbKY Mbl MCKpDeHHe 3ab0TUMCSi O Hallux
K/IUeHTaXx.

[Tpuzep>KUBaroTCA JId 3TUX IPUHLUIIOB BCe KoMIaHuu? Hert.

ECTb /1 K/TMeHThI, KOTOpPbIe CTaparTCsl CIKOHOMUTh KaXK/bI LIeHT?

Ha. Takue moau 00BIYHO TIOKYTIAIOT B Sears Mac/IsiHbIM (QUILTP, 3aTeM —
Macsio Ha pacnpojaxe B K.Mart. 3areM, OyZyun yBepeHHbIMH, UTO CIKOHOMUJIN
napy /0/ulapoB, UAYT B rapaxk Y Lie/bld yaC CaMOCTOSITe/IbHO MEHSIIOT Macjio B
cBoer MalvHe. [la, Tak [JeWCTBUTE/bHO BBIXOAWUT JelleBjie, HO 3TO 3aHUMaeT
TpU uyaca. Y OOJbIIMHCTBA JFofieli eCTh Jyylliie CroCo0bl paClOpsSiAUTBCS STUMU
TpeMss yacamyd. OHM He XOTAT TPaTWUTh CBOE [parolieHHOe BpeMs Ha BCSKYO
cyety. Ilokymasi, OHM XOTST TIOMYYUThb Xopoilee OOCTyXUBaHUE, U MBI
cTapaeMcsl, IOCKObKY O6opeMcsi 3a MOKYIKY He ofiHOro, a 10—12 aBTOMOOUIEN.
VIMEHHO CTO/MIBKO MalllH TUNWYHBbIA amMepUKaHel] MeHsleT 3a CBOK JKW3Hb.
[Tpearionoxum, uto cpefHsist MammyHa crout $25 000. 3To 3HAUMT, UTO TOBKO Ha
MatuHbl 0H Tpatut $300 000. /Jo6aBUB Clofla CTOMMOCTH paboT W 3armJacTe,
MbI TioydaeM $332 000.

Uem OBl Bbl HU TOPrOBa/id, KaXK/blii pa3, BCTpeuas HOBOTO KJIMEHTa,
3a/lyMbIBalTeChb O TOM, CKOJTIbKO OH MOKET MPUHECTH BaM B OyyiieMm.

CKOMbKO 3TOT uejioBeK MOXeT KyNUTb y BaC B TeueHHWe BCeH
»u3Hu? Takoli Bompoc MbI 3a/laeM cebe, KOTZia BCTpeUaeM KakK[0ro
HOBOIO TOKyrmaress. Hy)KHO HacTpauMBaTbC He Ha eJWHCTBEHHYHO
C/IeNIKy, a Ha [IOJITOCPOYHbIe OTHOILIEHUsI. Mbl XOTUM, UTOOBI K/IUEHT
KYIWJI y HaC He OfHYy MalluHy, a 10 niv 12 B TeueHre CBOeU >XU3HHU.

Kak Bbl [JgymMaere, MOXeM JIM Mbl CJejlaTb HECKOJIbKO
JIOTIOJIHATEJIbHBIX YCWIWMK paayd mokynatens 12 mamuH? Bbl eme
COMHeBaeTeCh?

CyliiecTByeT W jpyrasi TIpUUMHA, 10 KOTOPOH CTOUT 3a00THTHCS O CBOMX



K/IMeHTax. EcC/iuM HallM KIWeHTbl JOBOJIbHBI, OHM PAaCCKaXyT O HAC CBOUM
[py3bsIM, a 5TO Camasl Jyuyllasi pekjama Ha cBere. Mbl 4aCTO WCHOJIb3yeM
cnoraH: «Crnpocu y TOro, KTO yKe MOKynaa y Hac». Eciy noreHUMasnbHble
K/IMeHTbl KMMEIOT BO3MOXXHOCTb TIOTOBOPUTH C TE€MH, KTO Y)Ke T0J/Ib3yeTcs
HallMMM YCJIyraMy, Hallli LIaHChl 3HAUWTeTbHO BO3pPACTalOT. A 3TO 3HAUUT, Y
HaC MOTYT TIOSIBUTKCS elrle KueHThI Ha $332 000.

Kak BujuTe, Halll TPUHIUI OTHOIIEHUS K KIMeHTaM KakK K OM3KUM
Jpy3bsIM WIA DOACTBEHHUMKAM — 3TO He TOJbKO anbTpyusM. Mbl Bce B
JeNCTBUTETbHOCTU TpeXx/e Bcero nymaeM o cebe. Kakiblii pa3, Korja Mbl
JieiaeM Kakue-mubo ycuiusi, Mbl 3aflaeMCsi BOTIDOCOM: a 4TO s C 3Toro Oyay
umeTh? [lo3ToMy, HOOpOKenaTesbHO W BHUMATENbHO OTHOCSICh K JIFO[SIM, BbI
3aBOeBbIBaeTe 0osibllle KJIWEHTOB, YeM TIpU paBHOAYLIHOM U rpybom
OTHOILIEHUH.

B HeKOTOpBIX MecTax, KakK, HalmpuMep, B Sears, Bbl He OXujaeTe 0coO0ro
BHUMaHUsi K cebe. EAMHCTBeHHass TIpUUMHA BalllMX TIOKYTIOK TaM — HU3Kas
1eHa. Mbl npujep)KMBaeMcsl ApYroi MOIUTUKHM, KOTOpasi Cxoxka C guiocoduei
dberieHebenbHbIX OTeseid. KMeHTbI TakuX OTesiell TOTOBbI TUIATUTh HEMHOTO
Oosibllie: Belb BCSKOMY TIPUATHO JXUTh B TakOM MecCTe, T7le MOXXHO HaMTu
III0KO/Ia/IKy Ha CBOel MoAYIIKe, a To0TeHIla 00/IbIlNe U MSTKUe.

Takue mMesiouu CTOSIT st MOTpeOuTesieli HeHaMHOTO 00JTbIlle 0OBIYHOTO, HO
OHU TIoUCTUHe OeciieHHbI. M fa)ke TIpyU TOM, UTO Halll YPOBeHb NMPUOBUILHOCTU
He CaMbIii BBICOKUU Cpeau TIPO/IaBLIOB aBTOMOOW/ElN, MbI He »Kajyemcs Ha
0eqHOCTb, TIOCKOMBbKY HAIllM KAMEeHTbl, CTAHOBSICb HAIIUMU [IPY3bSMHU,
BO3BpAIllalOTCs K HaM BHOBb W BHOBb. B pe3ynbraTe Mbl paboTaeM B 3TOM
bu3Hece y)Ke MHOTHE T'Ofibl.

OCHOBHBIE BbIBO/bI

— He nbimatimecb npooamb cpasy u MHozo. CtapanTech cienarb
Tak, uTOOBI BIieuaT/ieHre KIueHTa OT IepBOro KOHTaKTa C BaMu ObLI0
TOJIBKO TIPeBOCXOAHbIM. EC/ii BaM 3TO yZ,acTCs, KJIUEHT BePHeTC ellle
pa3. IlomMHHUTEe O TOM, CKOJILKO [eHer OH MOXeT IPUHEeCTU BaM B
TeYeHue XU3HU.

— Mepbme. KoHeuHO e, cyiefiyeT ObITh BE>KTUBLIMU CO BCEMU,
HO BBI ZIO/DKHBI 3HaTh, KTO UIMEHHO W3 K/IMEHTOB TpuHeceT Bam $332
000, ¥ OTHOCHUTBCS K HUM COOTBETCTByHOIUM o6pa3om. Takue
K/IMeHThI 3aC/1y’KUBaKOT [JOTMOJIHUTENbHBIX YCWIUU. OHU He [10/DKHBI
HUKOI/Ia U HUYero XK /aTh.

— IlomHume, umo Ha camom Oesne 8bl npooaeme. BONBIIMHCTBO
MIoflell TIOKyTaeT pellleHHe CBOUX TpobsieM, a He MPOCTO MPOAYKT.



HOBTOMy UdCTO OHH I'OTOBBI IVIATUTBL 3d 3KOHOMHIO CBOEI'O BpEMEHH.



I'maBa 35
Kak g00uThCs TOro, uro0b1 BaM Npomja/im MpoMaxu

Eciv BbI C/lep>KuBaeTe CBOM 00eIIaHusl, TO KIIMEeHThI TIPOCTST Bac OfIUH pas,
a MOXeT ObITh, W [BaXKAbl. JTO MOXXHO CpPaBHUTb C OAaHKOBCKAM CUETOM.
Kakzaplii pa3, Korga Bbl JlefiaeTe CBOKO PabOTy XOpOLIO, BhI iefiaeTe BK/AJ Ha
cBoii cueT. Kayk/iblii pa3, Korzia BbI OLIHMOAeTeCh, C Balllero CUeTa CIHMCHIBAOTCS
JIeHbI'W, TIPUYEeM OfIHA OIMOKa COOTBETCTBYET ZECSITU peaslM30BaHHBIM [ie/laM.
o Tex mop roka GasiaHC BaIllero cueta MoJIOKUTesIeH, KIMeHThI OyyT MpoljaTh
BaC.

BcrioMHHUTe, CKOJBKO pa3 Bbl IIOCEIIaTM TOMBKO UTO OTKPBIBIIHAECS
pecTopaHbl C IJIOXUM O0CTY)KMBaHUEM U eZ0l. YBepeH, Bbl He BO3BpaIlja/UCh
Tyfa. Y Bac ellje He CJIOXKUIACh UCTOPUST OTHOIIIEHUM, Pajii KOTOPOU CTOM/IO ObI
nornpoOoBaTh CHOBA.

Bce, uro BaM HeoOXOAMMO 3HaTb, UTOOBI HCIPABUThH CBOIO
olIMOKY, BbI BBIYUW/IU ellle B AeTCKOM Cajly: Mpu3Haii CBOK OIIMOKY,
HeMe/lJIeHHO ee MCIpPaBb U MOIMPOCH MpollleHus. Bally nokymnaresny,
TakK ’Ke Kak I1ara c MaMoW, HelipeMeHHO MPOCTST Bac.

Hazeroch, UTO MBI /laeM BaM /IOCTaTOYHO OCHOBAaHUM, UTOOBI BEPHYThCH,
HECMOTpPS Ha TO UTO MHOIJ@ COBepilaeM OIMOKH. Bo3MoXHO, Bam
3alIOMHHWJIOCh, UYTO Mbl BCerjla OYeHb BEX/IWBbI U XOPOILIO CIPABISUIUCH C
pabotoii B mpoiioM. Vi uTo MacTep B CepBHCE BCerja MOMHUT, KaKOW THII
Macsa BbI TpeArIounTaeTe, W 3HAeT, UTO Bbl HEHABU/WTe, KOrja KTO-HUOyAb C
CUrapeTol B 3y0aX KOTIOIIWUTCS B CaJIOHe Ballleil MaIlliHBbI.

Bbl moMHUTE, UTO HaM HeOe3pa3/MueH Balll aBTOMOOW/Ib, MbI 3a00TUMCSI O
BaC W /IeWCTBUTE/IbHO OueHb cTapaeMcs. EciM Tak, TO, Korzia Mbl fiejlaeM
HeOOoJIbITION TTPOMax, Bbl CKJIOHHBI HAaC TIPOCTUT.

Llens moboro Ou3Heca — He pa3ouapoBaTh KiaveHTa. Ho ecmu ¢
TIOKYTIaTe/IeM y»Ke TIOCTPOeHbl TPOUYHbIe B3aMOOTHOIIIEHUS, BbI MOXKeTe cebe
TIO3BOJIUTb €JUHOK/IbI IPOMAaxXHYThCSI, U BCE PaBHO K/TMEHT OCTAHETCS C BAMM.

OcHOBHbIE BBIBO/IbI

— Bbl  co30anu Hekomopoe Ko/iu4ecmeo Hemdamepud/l1bHblX
akmueos... He pa3pyma17ITe UX B 0JHOYACheE. Ecmu Bl caesidiin
OU_II/I6Ky — W/IN Bdlll K/IMEHT TdK CUUTAeT, — HPHBHaﬁTe ee 1 CpO4YHO



WCTIPaBbTe.

— Bam He HyxcHO omkynambcs om iodeli. VICKpeHHUe
W3BUHEHHSI U CBOeBpeMeHHasi KODPeKTHPOBKAa BallluX JelCTBUi
TIPAKTUUEeCKU BCEr/ja ClIOCOOHBI PeIIUTh BO3HUKIITYIO MPo0ieMy.

— He npespawalime smo 6 npugbiuky. Hanuuue 6osbliioi
WCTODUM BalllUX TeTJIbIX OTHOIIEHUN C KIMEeHTOM JelCTBUTeTbHO
CrocoOCTBYeT TOMY, UTO K/IMEHT TOTOB MPOCTUThL BaM Mpomax. Ho He
UCTIBITHIBANTE €T0 TeprieHue, He MOBTOPSIiTe CBOMX OIIMOO0K.



I'1aBa 36
Taxkoi moaxop JefiCTBUTE/IHHO padoTaer

[Tonarato, 4TO pe3yabTaTbl, KOTOPbIX Mbl JOCTUIVIA, — JIyulllee
Jl0Ka3aTebCTBO TOTO, UTO MEePBOK/IaCCHOe 00C/Ty>KMBaHue Be/leT K MPOL[BeTaHUIO
6u3Heca. IHTYUTHBHO TaKOM MOAXOJ AU TIOHUMAIOT U MPUHUMAaKOT. OOBIUHO
OHU TOBOPAT HeuTo Bpojie: «KoHeuHo, BBl XOpOLIO KO MHE OTHOCUTECh, U $i
Oosiee CK/IOHEH KYTIUTh Y Bac, UeM y KOTO-TO JPyTOro».

BonblIMHCTBO JtoAe cornacHel € 3TUM. Ho wuHorga BcTpeuaroTcs
VHJVBU/YYMBI, TT0/Iaratolye, 4To BCe 3T0 CAHTUMEHTBHI.

S ycTtan oT BbICKa3blBaHWM, UTO HAIlIX TPAThl U YCUJIUSI IPUBOAST TOJBKO K
130a/10BaHHOCTUA KIMEHTOB U UTO HAlll yCliexX He UTO WHOe, KaK yjaua U BOJIs
ciayyass. Mol pewmm mipumiacuthk J.D.Power & Associates — He3aBUCUMYHO
WCC/IeOBaTe/IbCKYI0 KOMITaHHI0, XOpOIIO HW3BECTHYHD CBOMMU OTYeTaMH O
KauecTBe aBTOMOOWied, — ouUeHUTh Hac. OHU oOmpalMBaId  HaIKX
TIOKYyTIaTe/iell, HHUKOMY He TOBOpsi, Ha KOTro paboTaroT. f1 Hafiesyicsi, uTo UX OTUeT
JlaCT MHe HeCKOJIbKO Iudp, MOATBEPXK/IAIOIUX, UTO Mbl BbIOPa/i BEepHBIN MYTh,
a TakKe TIOMOJKeT OIpeZie/IuTh, B UeM HaM Ha/l0 MOATSIHYThCS.

PesynbraThl OKa3aquch TOTpsicatolumMu. Kro Obl He XOTesl, uTOOBI
TIpU3HaHHbIE JKCIepPThl B ero Ou3Hece cKa3aiu O ero paborte ciefyroliee:
«Sewell Village Cadillac siBnsieTcst yuiiumM npyuMepoM B OTPac/u IO CTeNeHu
YZ0B/IETBOPEHHOCTU KJ/IMEHTOB. VIX TIO3UTHMBHOE OTHOIIEHUWE K JIFOJSIM SIB/ISIeTCS
CaMOM CHJIbHOM CTOPOHOM aBTOLIEHTPa».

«Ecmu 61 kommnanusi Sewell Village Cadillac 6bi1a BK/IOUeHa
KaKk aBTOMOOW/IbHBIM OpeHJ B TpaJMWIMOHHOE WCC/Ie/loBaHUe, ee
CyMMapHasi OlleHKa MoCTaBu/Ia Obl ee Ha OJJHO MeCTO C robeauTenemMm
3TOro roga — Acura».

OTu cnoBa ObLM TIepBbIM ab3arjeM otueTa. [lamee D.Power oTmeuasn, uTo
OlleHKa KauecTBa OOCTy)KWBaHUs Hailleli KoMmaHuM Obla Ha 31,5 % Bbiilie
Cpe/lHero Hal[MOHA/bHOTO YPOBHSI M 4YTO KBa/U(UKALUS U JIMUHbIE KauecTBa
HalMX Jrofied ObLTM 3KCTpAopAWHApHLIMHM. Haripumep, Mbl TIPEBOCXOAMIIN
cpegHul Hal[MoHa/MbHBINA ypoBeHb Cadillac mo kauectBy paboThl MacTepoB Ha
45 %, Ttorga kak cam Cadillac umen camble BBICOKHE OLIEHKA Cped
HaI[MOHA/TbHBIX OpeHIOB.

3pech ObLIO ellje MHOTO MPUSTHBIX LUPp (cm. maba. 1).



Tab6s. 1. TIpoueHTHBII PeUTHHr KauyecTBa 00C/Ty)KMBaHHs (MPOLEHT
MOCTAaBUBIINX «OT/IMYHO» U3 00ILEro 4rc/ia onpoeHHbIX)

Sewell Cadlilac, Cadlllac, myymune
E CpeHeM ABTOLSHTPH,
E CpegHem

BEMAMBOCTE N0 OTHOWEHMKI H HNHEHTY a4 b4 56
NerHocTs M NPOCTOTA Pa3MELLEHHA 3aHa3a 75 54 39
TOTOBHOCTE NEPCOHANE NOMOYL HNHEHTY 5 449 53
HeanupuiauMa nepcoHana il 42 57

U cHOBa oueHb BBICOKAs OLleHKAa HallleTo MepcoHasna: BCe KJIUEeHThI, KTO He
MIOCTaBU/I «OTJIMUHO», ITOCTABU/IM OLIEHKY «OUYeHb XOPOIIIO», IPYIMX BapUAaHTOB
He ObUIO.

«TpyAHO TIpe/iCTaBUTh, UTO OL[eHKA aBTOLIEHTPAa MOXKET OBITb CKOJIbKO-
HUOynb fyuille», — Tdiier Power, [00aBnsis, UTO Hallla OIfeHKa
yAOBIETBODEHHOCTH  TOTpeOuTeNeli OKa3ajach Ha OAHOM YpOBHe C
YAOBIIETBOPEHHOCTHIO TOKYyTaresneil Acura, KOTopasi 3aHUMaeT repBoe MeCTO B
JAHHOM pelTHHTe.

Ho MHe Ka3anoch, uTo 3ToW WH(OPMAIMU BCe ellje Hel0CTaTOUHO, UTOOI
CKeNTUKU HaBcerjja yMoOJKIU. I MHe, K CUaCThlO, y/laioch 0OHAPYXXUTb TO, UTO
Haz0!

B wuccnenoBanuu ObIIO 3a/laHO ZIBa BOMPOCA, KOTOphIe TIOTMAaav B caMmoe
s0/I0UKO — B CyThb TOrO, UTO MeHs WHTepeCcOBasio: TIPUBOAUT Jid BBICOKAs
YAOB/IETBOPEHHOCTh K/TMEHTOB K 60Jiee BEICOKUM TPOZiayKaM.

Power cripocun HallMx KIWEHTOB W K/IHWEHTOB [IPYyTMX aBTOLIEHTPOB
Cadillac, 6plTM /M OHHM «OU€Hb Y/IOBJETBOPEHbI» aBTOMOOWIEM, KOTOPBIN
niprobpenu. ITO OueHb XUTPBIM BOTPOC, TAK KAaK MAalllMHbI B HallleM aBTOLIEHTpe
TaKue >Ke, KakK Be3e.

W, HecMOTps Ha 3TOT (aKT, HAlllM KJMEeHThI ObUTH «OUeHb yIOBIeTBOPEHBI»
cBoUM aBTOMOOWeM Ha 25 % wuaille, yeM B cpeAHeM M0 cTpaHe. Hawu
nompebumesnu 8blule OYeHUAU MAWUHY NO NPUYUHE XOpoule20 cepaucd, Komopbil
ObL1 UM Npedocmaeg/aeH 80 8peMs U NOc/ae NOKYNKuU.

Ecmu criefioBaTh IaHHOMY DPAcCy>K[eHWIO, Mbl BIIpaBe OXKUJAThb OOJIbIlle
TIOCTOSIHHBIX K/TMEHTOB, UeM Y [IPYTUX WU/IepOB, U, KaK BbI BUUTe HIKe, Power
TIO/ITBEPAUI 3TO (CM. maba. 2).

Tabs1. 2. IIponeHT MoKymnare/ieil, KOTopble MpUoOpeTyT/He MPUOOpPeTyT
TaKOM ke aBTOMOOW/Ib y TOTO JKe Aujiepa



Sewell Cadlllac, g cpeHem

OnpegeneHHo NPHOBPETYT a7 35
BoamMoHHO, He NpHOGPETYT 9 13
OnpegeneHHo He NPHOGReTYT 3 a

WTak, JaHHOe MCC/eOBaHKMe MOKAa3asi0, UTO Mbl He TPATU/IM HAIlM JeHbIU
3psi, TIOTakas TPUXOTSAM CBOUX K/IHWEHTOB. OJTOT CIOCOO BefieHMs Ou3Heca
JefcTBUTeHLHO paboTaeT!

OCHOBHbIE BBIBO/IbI

— Ilpuenacume He3asucCUMbIX 5KCNepmo8 Nocmompemb HA 8aAll
busHec. HecmoTps Ha  Ballld  pery/asipHble  MCC/Ie0BaHUS
yIOB/IETBOPEHHOCTH TIOTpebuTeeid, mepuouyeckd — HarpuMep, pas
B TpU To/la — TpUIJIAlllaiiTe KaKOro-HUOyb 3KCrepTa. 3TO TO3BOUT
BaM He TOJIbKO TIeperpoBepuUTh  pe3y/lbTaTbl  COOCTBEHHBIX
WCCIeJOBaHUM, HO U CPABHUTh Ballld [JOCTW)KEHUSI C pe3yjbTaTaMu
pabOoTbI KOHKYPEHTOB B 1]€JI0M T10 CTpaHe.

— Huwjume kak naoxoe, mak u xopowee. Bbl, KOHEUHO ke, OyzneTre
OXKH/IaTh OT KOHCY/IETAHTOB BbISIBJIEHUsI 00JiacTeli, KOTOpPble MOXKHO
YAyUIlliTh, HO He 3a0y/bTe BLISICHUTb U Te BeIlU, KOTOpble y Bac
T0JIy4aroTCsl CYLeCTBEHHO JIyyllie, YeM y ApPYTHUX.

— Cnacubo. §1 HaJiel0Ch, UTO BbI HAIIUIK 3/1eCb WU, KOTOpbie
CMOJKEeTe UCMO/b30BaTh.



IlocnecsioBue Cteniu Mapkyca

To, UTO BBI TOJIBKO UTO MPOUWIH, HE UACTO BCTPETHUIIL B OOBIYHBIX KHUTAX —
37IpaBbIii CMBICJT B TIPOCTOM H3/I0KEHHUHU.

Astop, Kapa Ceroasi, criocobeH omnpezieuTh MpodieMy U pa3doWUTh ee Ha
MIPOCThbIE 3ajlau, KOTOpble MOTYT ObITH pellieHel. Kpome TOro, oH ymeet
MBICJIUTh TPOCTO U JIoTUYHO. OH TIHINeT TakK, KaK FOBOPUT, a TOBOPUT — KakK
JNyMaer.

B 9TOli KHWre OH OITMChIBAaeT, KaK IMIPUIVIACUI MeHs1 paboTaTh
KOHCY/IbTAaHTOM, HO OH He paccKasas Bcel MCTopuu. S OTBEeTH/ eMy TOrja, uTo
BPSJZI JI1 CMOTY OBITb €My I10J1€3€H, TaK KaK HUUEero He CMBIC/IFO B AaBTOMOOMJISIX.
OH »Xe CcKa3aJl, UTO eMy He HY)XHbl COBETbI 00 aBTOMOOU/ISIX — OH XOYeT 3HaTh
OoJibliie 0 TOM, KaK MPO/jaBaTh JOPOTHE TOBAPHI.

Kaps1 ToHsi/l, UTO eJUHCTBEHHOe KOHKYPEHTHOE ITPEMMYIIIeCTBO, KOTOpOe
OH MOXET CO03/1aTh B aBTOMOOW/ILHOM OH3HECe, — 3TO BBICIIMH YPOBEHb
cepBuca. M1 OH TNPUCTYNW/I K peanu3alii CBOEH HEeH C TPHUCYIIUMH €My
CTPacThbl0, BOOOpa)KEeHWEM U 37IpaBbIM CMBIC/IOM.

Kak-To s pasroBapuBaj C TPYIIION eBPOINEHCKUX TMPOMBIIIIEHHHUKOB,
kotopeie Tipexanmd B CIIIA wW3yyaTh HaIl OMBIT JOCTH)KEHUSI BBICOKHUX
CTaH/apPTOB OOCTY)KHUBaHUS K/IWEHTOB. $1 CKa3al MM, UTO MpEeX/Ie BCEro OHU
JO/DKHbI HAyuYMTbCS yBa)kKaTh CBOMX K/IHEHTOB, CJIEAYIOINIMM IIIaroM —
HAyUUTHCS TFOOUTD UX, HY a TI0C/Ie 3TOro — 000XKaTh MX.

DTy NIPOCTYIO TeXHOIOrHMI0 Kap 3HaeT oueHb XOPOIIIO, ee OH M PUMEHHT B
cBoel pabore. OHa Tak 37IeMEHTapHa, UTO Ka)XXeTCs YUBUTEIbHBIM, TTIOUEMY TaK
Majio KOMIIaHWM KOIUPYIOT U TpPUMeHsIoT ee. Bce gemo B Tom, uto Kapn
HCKpPeHHe 3a00TUTCS O CBOUX MOKYIATe/IsX, a HCKPEHHOCTh — camasi CJIO)KHast
Belllb /11 KOMWpOBaHMs. UWTass 3Ty KHHUIY, OCO3Haelllb, UTo Mama Kapsa
«BOCITUTAJIA €r0 MPaBUIBHO.

3To He TO/MBKO a30yka [/l TeX, KTOo paboTaeT B aBTOMOOW/IILHOM Ou3Hece.
OTa KHWTa 1|eHHa /IJIs1 BCeX, KTO MMeeT XOTh KaKOe-TO OTHOIIEHHE K PO3HUUHBLIM
TIPO/IaKaM.

Ec/y Bbl HUUEMY He HayUYM/IUCh M3 3TOM KHWTM — 3TO Ballla COOCTBEHHast
BUHA.



MakcuMaJ/IbHO MoJie3HbIe /le/I0OBble KHUTH OT
u3garenbcTBa «MaHH, UBaHoB U @epOep»

Kak Bce HaUMHA/I0Ch

Mpbi craproBaiu B utoHe 2005 roga ¢ aBymsi kKHuramu. [lepBout crana
«KnuenTs! Ha Bcro xu3Hb» Kapna Crerossna, Bropori — «Mapketunr Ha 100 %:
peMUKC». «J]obpoykesaTesin» cpasy ke 3aBepTesiv MajbllaMy Y BUCKA: 3a4eM BbI
BBIXOZIUTE HAa 3TOT DPLIHOK? Bam >ke mnpuzercs 6GOpOTbCS € OOMBIIMMU U
CU/IbHBIMY KOHKYpeHTaMu!

OTtBeuaemM. MbI cO3/1anu U3/aTeNbCTBO, UTOOBI MepecTaTh TepeKuBaTh 10
TIOBOZy TOTO, UTO OT/IMUHbIe KHUTM MO OU3HECy He TOoMNaZialoT K POCCUUCKUM
yuTaTtensaM (WM TornajaroT, HO He KO BCeM M 3a4acCTyl0 B HEJOCTOMHOM BHJE).
Bechb Hain omneIT 0011jeHUs1 C APYTUMH U3/aTeIbCTBaMH TIPUBEJT HaC K MBIC/IU O
TOM, UTO 3TU KHUTH OyZieT TIpoIlie BbIMTYCTUTh CAMUM.

M ¢ camoro Hayajsia MbI DeIIWIA, YTO 3TO OyzeT camoe HeoObIUHOe
W3/laTe/IbCTBO [Ie/I0OBOM JIMTepaTypbl — HauvHasi C Has3BaHUA (Mbl Jaaiud eMy
Hallu TpY (paMUIMM U TOTOBBI OTBeYaTh 3a BCe, UTO MbI JiejlaeM) MM3aKaHuMBast
CaMHWMU KHUTaMU.

Kak mbI paboTaem

— MBI U3paeM TOBKO Te KHUTHM, KOTOpble CYMTaeM CaMbIMU T10JIe3HBIMU U
cambIMH JTyYIIIUMU B CBOeli 00/1acTu.

— MpsI  THIaTebBHO OTOWpaeM KHUTH, TIATelbHO WX TepeBOuM,
peJlaKTUpyeM, MyO/JMKyeM U aKTHBHO TpofiBuraeM (rojpobHee 0 TOM, KakK 3TO
JleslaeTcsl, Bbl MOKeTe MPOYMTaTh Ha CaiTe Halllero W3zare/ibCTBa Mann-ivanov-
ferber.ru B pasgene «Kak Mbl 13/1aeM KHUTH»).

— [u3aiiH /17151 HalllMX MepBbIX KHUT Mbl 3aKa3biBaiu y Apremust Jlebesesa.
OTO [0poro, HO KpacMBO U oOueHb MpodeccroHanbHO. Celyac Mbl JenaeMm
00JIOKKU C IPYTUMM Au3aliHepaMyd — HO TUIaHKa, nofHsiTasi JleGeqeBbIM, Kak
HaM KaKeTCsl, He OITyCKaeTCs.

Hammm 6osb11ue HOBOCTH

B 2007 romy mbl mipuobpenu TipaBa Ha W3[aHWe U PACIpOCTpaHeHWe B
Poccun cepum KHUr CTOKIOJIBMCKOM LIKOJIBI 5KOHOMUKH, KOTOpasi W3BeCTHa
TakKUMHM OecTcesiiepaMu, Kak «bu3Hec B ctuie ¢aHK», «OT Xopoiiero K
Be/IMKOMY», «[locTpoeHHble HaBeuHO» W Ap. Terepb BCe 3TU KHWUTH MOXXHO
nproOpecTy Ha HallleM caiire.

C 2008 ropa, crapasich TIpe/JIOKUTh HAIlIUM UWTaTe/IssM OOMbIINKM BLIOOD,



MbI Haua/ii U3/laBaTh ayJJMOKHUTH, TTO/IapOYHbIe U3/IaHus, 3aryCTUIu ceputo «He
TONBKO OU3HEC».

A Kpome TOro, Teriepb MOYTU BCe Hallld KHUTU MOXKHO JIeTaJbHO KyTUTh B
3JIEKTPOHHOM BHU/I€.

[Togpo6HOCTH ¥ Hac Ha caiiTe www.mann-ivanov-ferber.ru

Mpbl 3HaeM: Hallli KHWTU JIe/laloT Ballly Kapbepy ObICTpee, a OM3HeC —
Ayyile.

st 3TOTO MBI U paboTaem.

C yBaxkenuem, Meopb ManH, Muxaun MeaHos, Muxaun ®epbep

notes




IIpuMmeuanus




ABTOCEPBI/IC rnpegjaraeT KJINeHTaM I104Be3TH UX B y,Z[O6HOE AJIsI HUX MeCTO
Imocjie Toro, Kak OHH" Cad/jii MdllIMHY B PEMOHT.



[Togpo6nee cm.: OHo, Takutu. [Tpon3BoacTBeHHast crcteMa ToHOThI. YxXo7s
OT MacCOBOro Tpou3BoAcTBa: nep. ¢ aHri. / Tawutu OHO; mop pen. B. A.
Jlanupyca. — M.: VIHCTUTYT KOMIUIEKCHBIX U CTpAaTeruuyeckux UCCAe0BaHUM,

2005. — 192 c. (3gech u mpanee puM. pef,.)



KOMHaHI/IH-HpOI/BBO,Z[I/ITEJIb 3KCKJ/IFO3WMBHBIX ITOAdPKOB.




Ok3aMeH Accolyaliuu npodeccuoHanbHbIX OyxXraaTepoB AMepUKU.




B HacTos1ee BpeMs yKa3aHHas KHUra U3ZjlaHa Ha pyCcCKoM s3bike: [Iutepc,
T. B nouckax coBepieHCTBa. YPOKU CaMbIX YCIIELIHbIX KOMIaHUKA AMepUKH /
Towm TTutepc, Pobept Yorepman. — M.: Bunbsmc, 2005.
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