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[Touemy A Hamucaa 3Ty KHUTY?

YecTHO TOBOPs, JIET AECATh Ha3az g U He MoAyMa OB, YTO
6yay ee nmucaTh. Ha cBeTe u 6€3 TOTO yiKe €CTh MHLTHOHBI KHUT
Ha JTI00ObIe TeMbl. M HaBepHsIKa COTHU KHUT, TIOCBATIEHHBIX paboTe
C KJIMEHTaMU. 3a4eM Hy>XHa ellle ofHa?

OpHaKo Tak A CcYMTaJ TOJBKO JO TeX IOp, IOKa He Hadall
TPEeHUPOBaTh aKKayHT-MeHeIXePOB, TO eCTb MeHeIKEPOB 10
paboTe ¢ KIMEeHTaMU Pa3INYHbIX KOMIaHUM U areHTcTB. [Tocte
TPEHUHIOB CIylIaTeJIyd YacTO CIpAlIWBaJv MeHSA, YTO MOXXHO
MOYUTATD I caMOpa3BUTHsA. KOHEUHO, s MOT Obl TIPE/IOXKUTD
WM JJMHHBIA CIIMCOK: «BOT BaM 22 KHUTHU JJIs1 Ballero npodec-
CHOHAJBHOTO pocTa. YuTaiiTe U3 KakJ0M Mo Kycouky». Ho 1mo
COOCTBEHHOMY OIIBITY S XOPOIIIO 3HAJI, YTO ¥ HUX IIPOCTO HET
BpeMeHU Ha BHIOOPOYHOE UTeHUe U TeM Oojiee Ha YTEHHE TAKOTO
KOJIMYECTBA CIEeIUaTbHON IUTepaTyphl. [IpaBMIbHBIM pellleHreM
6BUIO ObI HAWTH OJHY, HY MAaKCHMYM /IBE€ KHUTH, B KOTOPHIX €CTh
BC€, YTO HYKHO JJIs1 pabOThl aKKayHTOB (MHOCTPaHHOE CJIOBEY-
KO, 3aMeHUBIIIee B PeKJIaMHBIX areHTCTBaX MCKOHHO PYCCKOe
«MeHeKep 1o paboTe C KIMEHTaMU»).

W TyT BBIACHWIOCH, YTO TaKOM KHUTHU HeT! DTO HaA0 OBLIO
HUCIIPaBUTb.

BoT Tak u mosiBWiIack 3Ta KHUTA. S BJIOXKWI B Hee BeCh CBOM
ombIT mpogax (20 jseT) U akKayHT-MeHemkMeHTa (OoJbIlIe
12 sieT). A TakXKe OMBIT PabOTH JUPEKTOPOM TI0 MapKETHHTY
Ha CTOPOHE KJIMEHTa, KOTOPHIY MOMOTI' MHE JIydllle TTOHATh ero
MpO6JIEMBI ¥ IOCMOTPETH Ha BCE €r0 IIa3aMu. DTO KHUTA I TEX,
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KTO TTOHMMaeT BBITOAHOCTb PAbOTHI C 3aKA3UUKOM «B/IOJITYIO»,
KTO He MIIET crtocoba GBICTPO YpBaTh ceivyac U MepeKTI0UUThCS
Ha HOBBIX KJIMEHTOB. JI/id TeX, KTO BEPUT, YTO JOJTOCPOUHbBIE
IIPOYHBIE OTHOIIEHWS B UTOTE IIPUHECYT GOJIBIIIE.

ITo cyTn, 5T0 HAbGOP MPAKTUYECKUX COBETOB 10 Pa3HBIM aCITEK-
TaM pabOTHI C KJIMEHTOM.

31ech TIOYTH HET MPOCThIX METOJUK «Jejail pas-ABa-Tpu —
u 6yzer Tebe cuacTbe». DTO cefiyac MOJHO. DTO IOKYIIAIOT.
Ho yaiiie Bcero mpocThie METOZIMKY He 0T Pe3y/IbTaToB. PaboTa
C KJIMEHTAaMK OYeHb HEIPOCTa, ¥ €€ TPYAHO BTUCHYThH B CXEMBL.

3aTo 3Ta KHWTA TIOMOXXET BaM pa3BUTH B cebe MpaBUIbHBIE
MEHTAaJIbHbIE YCTAHOBKYU U Y3HATh TEXHUKH, KOTOPHIE, €C/IN BB
mopaboTaeTe Hag cob0il U BHEAPUTE UX B IPAKTUKY, IIPUBEAYT
K yCIIEXY.

HeKkoTopble MBICTH — 3TO IIJIOJ MOUX HEyZad U OMIUOOK.
S HabWI HeMAaJIo LIUIIEK U HAJEICh, YTO, YECTHO PacCKa3hIBas
0 HUX, TIOMOT'Y BaM n36ekaTh HEBEPHBIX II1aTOB.

HekoTopble HeH 51 3aMMCTBOBAJT y 3aMedYaTeNbHbBIX aBTOPOB,
MPaKTUKOB O6U3Heca, ¥ BCe OHU MPOBEPEHBI HA MOEM OIIBITE
Y COTIPOBOXK/IEHBI CCHTKAMU HA MCTOYHUKH.

BbI MOJKeTe IIPOYecThb BCe cpasy, HO JIydllle TIOHEMHOTY, COpas-
Mepsisi MOU COBETHI CO CBOUMHU OIIYIEHUAMHU U TPOBEPSS MX
Ha mpakTuKe. Tak OHO «IydIIle JISHKET».

Hageroch, 4To KHUTa OyZeT mose3Ha BceM, KTo paboTaer
C KIMEHTAaMU, — aKKayHT-MeHeIKepaM, MeHeKepaM MPOeKTOB,
MeHe/KepaM TI0 IpoJakaM U, KOHEYHO, priiaHcepaM.



BHukal B cebs v B yyeHwue;
3aHMMaNCca CMM NOCTOAHHO.

AnocTon lNasen
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06 3TOM B 1OCJIejHee BpeMsI MHOT'O TOBOPAT U TUITYT. 1 51 He Tipe-
TEH/IYIO Ha MOJTHOTY WJIM 0COOYI0 ITyOUHY MOHUMAaHUS BOTIPOCa.
Ho Bce ke Toxxe Hanuury o6 3TOM. OTO BaXKHO.

Eci MBI XOTHIM ZIOCTHYb ycIiexa B paboTe ¢ KIMEeHTaMu, HaM
HaJl0 YUYUTHCA MOHMMATh MX. CUUTHIBATh UX COCTOSAHUE, HaMepe-
HUfA, YyBCTBA, XeynaHusA. Ho fenath 3To, He MoHUMas cebs U He
yIIpaBJisAsg CBOMM BHYTPEHHUM MHPOM, HEBO3MOXKHO. Tak e HeBO3-
MOYKHO U BIMATD HA KJIMEHTOB, HE HAYYUBIIUCH YIIPABJIATb COOOM.

Oco3HaHUue CBOUMX peakKI[Uil — 3TO MepBBIY LIAr K yCIexy.
Hy a BTOpO#1 — ympaBieHHe 3STUMHU peaKIIUuIMU.

«BHUKal B cebs U B yueHHeE», — IUCAT eBpeliCKUI paBBUH
[Iaysb, M3BECTHBIN HAM Kak aroctos ITaBes. U ero coBeT KpatiHe
aKTyaseH U cerofHA. HaMm CTOUT OCTOSHHO 3amIAAbIBaTh BHYTPh
cebs.

EcTb iBe KpalfHOCTH, B KOTOPEIE XOPOLIO OBl He BIIAZATh.

IlepBasi — 3TO MOJIHOCTHIO U30EraTh TAKOTO «BHYTPb-
CMOTpEeHUA». «3a4eM MHe 3TO HaZi0? Y MeHA Bce B Mopsj-
Ke, 3TO Y HUX y BceX MpPo0jeMbI».

Bropas — 3aroHaTh ce0s B BOPOHKY IAaTA/IOTHYECKOT0
camMokonaHuda: «Oil, 1 TyT HelIpaBWIbHO CpearupoBal,
OX M TYT TO:Ke! YaKac, y:kac, ykac!» ITo I[yThb K HeBpOo3y.

A mepuoanYecKy cripanirBaio cebsi: «[loueMy f caesai 3To?»,
«[ToueMy s1 ckasas TO?», «4TO 51 YyBCTBOBAJI, KOrza ObUI B 3TOU
cutyanuu? [louemy?».

Bes Taxoil caMofarHOCTHUKY, HaBepHOe, MOXKHO PacTH IIpo-
deccroHaNIBbHO, HO TOPa3/0 MejIeHHee, YeM C Hel.

Ecnm BB He XOTUTE «BHUKATh B cebs», TO MOsI KHWATA BaM
BpAZA 1 toMoxkeT. OHa HallpapjieHa He IPOCTO Ha M3MeHeHUe
BHEIIIHero IoBeZleHNdA, HO Ha U3MeHeHNe MeHTaanuTeTa. A 371ech
6e3 oco3HaHUA cebs HUYero He BBHIUET.

Bel He nepegymanu? Torga noexanu!



lgeanbHble
OTHOLUEeHMA

C KNMeHTamMu,

NN «AKKayHT-
MeHeaXepCKun pamy

370 Tak Ha3biBaemas KenesHaa CTeHa... oHa
pasgenqaet gea mmpa — Mup [ymaHHoOro
BoobparkeHna n Mup Ctpaxa nepeg byaywmm.

Apkaguin n bopuc Crpyraukue.
MoHeaenbHUK HAauMHaeTca B cyb60Ty
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[pexymipexzato: B 3TOH IVIaBe 1 PUCKYIO BRIMIAAETh KanmuraHnom
OueBuzHOCTh. HO MpuieTCA PUCKHYTD, IIPOCTO AJIST TOTO, YTOOBI
Jlajbliie BaM Bce ObLUIO MOHATHO.

VTak, KaKkyve OTHOLIEHUS C KIIMEHTAMH BBl XOTEJU OBl UMETH,
K KaKUM OTHOILIEHUAM BBl CTPEMUTECH?

fl YacTO HaYMHAIO0 CBOU TPEHUHIHU C 3TOr0 Bolpoca. Y moiy-
Yalo OTBETHI, KOTOPhle B OCHOBHOM MOXKHO BBHIPA3UTh OAHUM
CJIOBOM. JTO CJIOBO — «IpY:k6a». XOTUM APYKUTb C KIMEHTOM
(ua 3azHem doHe pedpeHoM 3BYyUUT OUTIOBCKOE «All you need
is love»).

U Bpoze Bce mpaBUIbHO. Bce MpoABUHYTO U MO HayKe.
Ho Ha camoM Jiesie oTBeT HeBepHBIi. TouHee, He COBCEM BEPHBIH.



[naBa 2. VlgeanbHble OTHOLIEHWUA C KAMEHTaMMU, AN «AKKayHT-MeHeKepCKuin pain»
Jpyxba ¢ KJIMeHTaMu — 3TO MPEKPAcHO, HO MOJydaeTCs
OHAa He C KaXJbIM U He ¥ KaXKI0ro. JTO 3aBUCUT OT COBIIA/[eHU
MHOTHUX pakTopoB. Hampumep: oT TeMIepaMeHTa, BO3pacTa,
MPOUCXOXK/IEHUSA, OMBITa PAbOTHI HA CTOPOHE KJIMEHTA U OIMBITA
paboThI aKKAyHTOM U T. 1.

BopozaTelii MeHeKep-XUIICTEP BPAJ JU CMOXKET IOJPY-
YKUTBCS C IMPEKTOPOM IT0 MAPKETHHTY U3 TIOKOJIEHUS X, €37AIIM
B BBIXOZIHBIE B CTPEJIKOBBIM LIEHTP 1A CHATHA cTpecca. CIUITKOM
OHU pa3Hble. M TaKUX HECOBIAIEHUI MOXKET OBITH CKOJIb YTOZHO
MHOTrO. Tak 4To Apyk6a — 3TO He COBCEM TO, YTO BaM HYXKHO.

A BOT JOBepuTeJBbHBIE, MAPTHEPCKUE OTHOLICHUS
€ KJINEHTOM — 3TO KaK pa3 To, YTO AO0J:KHO ObITh. Beab
AOBepHe U MapTHEPCTBO — KJIIOY K ycnexy. /loBepue
IIO3BOJIAET MHOTHE BOIIPOCHI PEeNIaTh B pa3bl ObICcTpee
H jierde. /loBepas napTHepy, MEHbLIE BOJIHyeIIbCH IO
MeJioYyaM, He TPAaTHUIIb JUITHIOI JHEPrulo Ha yoexae-
HHE U [IPeoojeHHe MEHTAJIBHBIX 0apbepoB.

IIapTHEepCTBO BCceraa noapasyMeBaeT o0benHeHNe
ycwiuii pazu o01ero ycnexa.

[TAPTHEPCTBO ¢ KJIMeHTOM — BOT TO, YTO HY>KHO HaM BCEM.

BzauMHas BHITOJa, IOBEPUE, TOUCK PELIEHUH, YIUTHIBAIOIIIX
HMHTepechl 00erX CTOPOH, B3aUMHOE CTpeMJIEHUE K Pe3y/IbTarTy.

OTo paii moboro mogpsaAYrKa. Takoi, 3HaeTe, C aHTeTOYKaMU
Y PO30BO-30JI0TUCTHIMU OOJIaKaMHU.

U 3T0 He TIpOCTO Teopwus. S MOr OB IPUBECTU HEMAJIO ITPHUMe-
POB, KOT7Ia IoBepHe KJINEHTOB IIOMOT'aJIo MHE PelllaTh JOBOJbHO
CJIOKHBIE TIPOGJIEMBI U I0OUBATHCS XOPOIIIETO Pe3y/IbTara.

Takoro pas Mbl BCe XOTUM. A 4TO K€ B JKU3HU?



Yapyuyarouiad
pPeasnbHOCTb

Al »ke BM¥Ky N0 rnasam: Bac e TOWHKUT!

B.C. YepHOMBbIpauH
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— Y Bac napTHepcKHe OTHOIIEHUA C KJIeHTaMu?

OO6BIYHO MPU 3TOM BOIPOCE JUIA YIaCTHUKOB TPEHUHTA
oMpayvaloTcs, Ha JIOY TOSIBJITIOTCS MOPIIUHHL. ..

[To MouM rpy6sIM onieHKaM, y 80-90 MpOIIeHTOB MEHE/KEPOB
paboTa ¢ KIMeHTaMU IPOMCXOAUT IO CIeHAPHIO «Iporuba»’.
1 61 HAa3BaJI STH OTHOIIEHUS, TIO AHAJIOTHH C IICUXOJIOTUEH, JIC-
OYHKITMOHATBHBIMH.

KJIMEeHTBI ITIOCTOSTHHO «IIPOTH6aioT» MEHEIKEPOB, a B UX JIUIIE
KOMIIaHUIO (MJTH, MOXKET, Ha060poT?). KIIMeHTHI 3aCTaBIAIOT UX
JenaTh paboTy cBepx cMeThl beciuiaTHO: «Hy 4To, BaM C/I0XKHO,
yTo siu? MEI ke BaM IUIaTUM BOH CKOJIBKO!»

KireHTHl IpofaBIMBaOT MeHeXKEPOB 0 cKuAKaM: «[IATb-
ZlecsIT TIPOLIEHTOB OT Ipaiica y Hac yxke rog kak! Termepb XoTUM
CEMBJECST MPOIeHTOB! A TO yiZieM K KOHKypeHTaM!»

KimeHTH cTaBAT HeaZeKBaTHBIE CPOKU: «/la, Hazo BuYepa!
He Hazo MHe mpo 3arpysky, a1 kiueHT! TyT u paboThI-TO BCETO
Ha MATb MUHYT!»

BrI ke 3HaeTe, kK Y4eMy 3TO Bce IPUBOAUT, pasja? K morepe
MpUOBUTY KOMITAaHUYM M BPEMEHHOT'O PECypca ee COTPYAHUKOB,
K eMOTHBaLU U CTPeCCYy Y aKKayHT-MeHeIKepOoB.

W cooTBeTCTBEHHO — K BeIropaHuto. Korza xoderca Ha Bce
IUTIOHYTh U (HY>KHOE MOAYEPKHYTh) YOUTH KIHUEHTa, YOUTHCA
caMoMy, Bce 6poCUTh U yOexKaTb.

[TouemMy f Tak B 3TOM yBepeH?

Kak roBopsT Halllk 3amaJiHble MapTHePH: «Been there, done
that»?2.

! B kuure CtuBeHa KoBu «CeMb HaBBIKOB BEICOKODGPEKTUBHBIX Jiofieit» (M.: ATbmu-

Ha [Tabnuiep, 2018) sTa mapaaurma otHoureHuit HaspiBaeTcss LOSE-WIN: nepBas
CTOpPOHA IIPOUTPBIBAET, 32 CYET YETO BHIUTPHIBAET BTOPAsA CTOPOHA, B HAIlIEM CIy4ae
KJIMEeHT. — 30ecb U 0asiee NPUM. A8m.

«3HaeM, poboBanu» (aHes.).



[naBa 3. Yapy4aroLLan peansHocTb

EcTb U Apyras cropoHa Mezanu. YacTo Jroau, paboTaromiye
C KJIMeHTaMH, Hy [IPOCTO COBCEM Ha HUX HE OPUEHTHUPOBAHHI.
VM, BUAMIMO, BCe paBHO. YizeT kineHT? Jla He mpobiema! Pac-
TPyOUT BCEM O CBOEM HEraTHBHOM OIIbITE ¢ KoMmaHwueri? [lepe-
XXuBeM!

Otkyza 6epeTcs Takoe oTHoOUIEHUEe? MHe [yMaeTcs, KOpHIMU
OHO YXOZWT BCE B TO K€ COBeTCKOoe Ipoluioe. PazapakeHHad
TOJICTas IMpOoJaBIIUIIA B I'PA3HOM XajaTe, KOpoJjeBa MpuiaBKa:
«Bac MHorO0, a s ogHa!» [I1roc XelaHue 3apaboTaTh Ha KINEHTE
cefiuac, «BOBICTPYIO». [Ipu AedUIuTe MM MOHOIIOJUY Ha Balld
YCJIyTM TaKOU Mmozaxoz paboTaeT. A TaMm, r7ie ecTb cGOPMUPOBaH-
HBIA PHIHOK C U3BECTHBIMU UTPOKAMU U KOHKYPEHITUEH, — HeT.
Ho xoHKypeHIUA cerofHA IOYTHU Be3Je.

B HOBOM IpO3payHOM MUpE, IZle BCeé MOMEHTAJIbHO CTaHO-
BUTCA U3BECTHO BCEM, C IIOAXO/JOM «Bbl MHE HE CAAJKCh» BBDKU-
BaTh OyzZeT Bce TpyAHee. VI COTPYAHUKY, U KOMIIaHUU. Jlaxe
ecm BbI BoguTesb Uber, y Bac eCTh PEUTHUHT U OT3BIBHL. TaK 4TO
HaYMHANTEe JyMaTh O KJIUEHTE WIN BEIMUPAUTeE.

Bce ouens mpocro.



HeB03MOXKHO pewmnTb Npobaemy Ha TOM e YPOBHe,
Ha KOTOPOM OHa BO3HWMK/A. HyXHO BCTaTb Bbille 3TON
npo6sembl, NOAHABLUMCH Ha CeAyOLLMA YPOBEHb.

AnbbepT IMHWTEIH
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[Touemy He Bcerza nosy4aeTcs IapTHEPCTBO C KJIMEHTOM?

[ToueMy Tak 4acTo He yAaeTcsi COOMOCTH balaHC HHTEPECOB —
3aKa3uuKa U cBoel KOMITaHUU?

[ToueMy HepeAKO BCE CIION3AET K «IIPOTHUOy» mepes HUM?

IToyueMmy MBI He MOXeM ckasaTb kaueHTy «HET», korga tak
xoueTca?

WHpIMU citoBaMu: niodeMy Haiy oTHomeHud A1MCOYHKIVO-
HAJIBHBI?

ITpodeccop [IpeobpaskeHCKUI cUUTa, IYTO pa3pyxa He B KJIO-
3eTax, a B rojioBax. 1 Bce «Iporubel», OUeBHUAHO, TaM xke. Jlero
HE TIPOCTO B OTCYTCTBUU Y HAC TEXHUK PAbOTHI C KIIUEHTOM (XOTS
3TO Bce BakHO). KopHU B Hallleil MeHTaJIbHOCTH, KOTOpAas valie
BCETO /lajieKa OT MEHTAJIbHOCTUA NapTHEPCTBA KaK CO CTOPOHBI
KJIMEHTA, TaK Y CO CTOPOHBI IIOAPAAYUKA.

A obmmancs ¢ COTpyAHUKAMU areHTCTB U KOMIIaHWH, pas-
MBILUIAI U IIPULIEJ K CJIEAYIOIIUM BEIBOJAM: €CTh IIATh [IPUYUH
BO3HUKHOBEHUSA MPOOIEMBI — TaKas 3/I0Belas IeHTarpaMma.

[lepBasa u camasa BakHasA — crpax. Her, Bot Tak: CTPAX.
Y akkayHTa U ero pykoBogureseil. CTpax MOTepsTh 3aKa3uuKa U,
cle/loBaTeNIbHO, MOTEPATD AeHbru. CTpax 3a cBoe mecTo. Jla-gal
{1 moHUMal0 — BBITTOJTHEHUE TUTaHa, KJTMEHTCKUE OFO/KETHI U T. /1.
Y Bce ke moAyMaliTe, Belb €CJU BBl OOUTECH UTO-TO MOTEPATD,
3TO «4YTO-TO» MOXKET BaMU yHIpaByATh. KineHT, oH, U3BMHUTE 3a
CpaBHeHUe, Kak cobaka, 4yeT 3amax crpaxa. I eciu Bb 6ouTech
IIOTepATh €ro, TO CAMU JaeTe eMy B PyKU HUTOUYKU U CTAaHOBUTECH
MapHOHeTKOoM. Ho 3To BeZib COBCcEM He TO, K YeMy BBl CTPEMUJIHCh.

A cnactu Bac OT cTpaxa, He JjaTb IPeBPaTUTHCA B MAPUOHETKY
MoxeT u gomkHo CAMOYBAYKEHUE. OTCYTCTBME y kiu-
eHtckux MeHemkepoB YBAKEHMUA K CEBE u cBoeil koMnaHuu
BeJIeT K OTCYTCTBHUIO YBEPEHHOCTU B cebe, U 3TO U eCThb BTOpas
npu4YrHa 1pobseMsl. BosHukaot pediekcuu: «Kro a? Uro 1? Yo
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51 MoTy?» M HempocTo OBIBaeT afIeKBaTHO OTBETUTD Ha 3T BOTIPO-
cbl camoMmy cebe. Ho Belb HUKTO, U B IIEPBYIO OYEPEIb — KJIUEHT,
He CTaHeT Bac yBaXkaTb, €CJIU BHI He yBaxkaeTe cebs. U Torga oH
MOJXKeT U, CKopee Bcero, OyZieT IaBUTh Ha Bac, yCyTryoJsia cuTya-
umto. [Touemy? CMOTpPH ClleyIONIUN TYHKT.

TpeTbsi IpUuMHA — MIPOAODKEHUE TIEPBOM U BTOPOU, U OHA
Kpoetca B royiose 3akaszuvka. Oro IIPABO CUJIBHOTI'O. Kto
IUIaTUT, TOT U 3aKa3blBaeT My3bIKY. TaHIlyeT AeBylKY. V1, KoHeY-
HO, Bcerza mnpas! Mty Mbl MX, WK OHU Hac. Takoi o6pas MbIIII-
JIeHUs1 o4eHb 3GGEKTUBEH IS BeZieHUs BOWHBL. Yl Zyid MHOTHX
6U3HECOB, HATIPUMEDP peiiepcTBa, MPOMBIIIEHHOTO MPOU3-
BOZICTBA. fI HAa3bIBAIO 3TOT MOAXOA KYJIbTYPOU OU3HEC-HACHIIUS.
Ho g1 npousBozacTBa MHTEUIEKTYaJIBHOTO IIPOJYKTa OHA He IOJ-
XOAUT. BeZlb eCTH MOAPSAYUK YCTAET OT IIOCTOSHHOTO «IIPOruba»,
TO IEMOTHUBUPYETCA U CHI)KAeT KauecTBO paboTsl. YKasb, 4TO
9Ta MpocTas MBICIb HeOYeBHHA i1 MHOTHUX KJINeHTOB. Cpeau
TaKOBBIX U 3aKYIMIIUKU-«KOCTOJIOMBI», 0OYYEeHHBIE «POHITh»
MIOCTABIIMKOB IO IIeHe, 1 MeHeKePHI, paboTarouiie ¢ mogps-
YUKOM U JOBOJAIINE aKKayHT-MeHelXepa 0 UCTepPUKU JaB-
JIeHWEeM U NOCTOAHHBIMU npeTeH3uaAMU. O ga! DTo Bce afenThl
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ceKTHl «/rpa c HysneBol cymMoii». [loApsaadunka Haflo «I0XKaTh
U OTKaTb». [IOHATHE «CUHEPTHUSI» JJIA 3TOU CEKThI — OeccMBbIC-
jguna. [Ing HUX «[apTHEPCTBO C MOAPATINKOM», 1 UMeI0 3/1eCh
B BU/Iy HE «OTKATTUHI», a COBMECTHYIO paboTy Ha pe3ysbTarT,
eCTh CTpallHas IIYIOCTh.

YeTBepTasa NpUUYMHA — ONATh B aKKayHT-MeHeKepaxX. DTO
CJIABBIE TEXHUKHN KOMMYHMUKAIINMU c KJIUEHTOM,
yIpaBieHUs TpoeKTaMu (KOHTPOJIb CPOKOB, paboTa ¢ KOMaHA0M
BHYTPH U T.11.). I KOHeUHO, HeyMeHUe 3al[UTUTh CBOIO U KOMIIa-
HUM TTO3UIUIO TIepe KJIIMeHTOM (OTYacTH 3TO IePeKIUKAETCA CO
BTOPOU IpUYKHOMN). ITOHATHO, 4TO, BUAA HENpodeCcCHOHANIN3M
TAKOTO MeHeKepa, KIMEeHT HaYMHAET JaBUTh, TPeOysa pe3yiib-
TaTa. [losydaeTcs, 4To MpoOIleCCOM WIU HUKTO He YIIpaBJseT,
U TOrZa MPOEKTHl 3aBaJMBAIOTCA, a KJIWEHT IIBITAeTCA B3ATh
yIpaBjieHHe Ha cebs, Win OH TpebyeT 3aMeHBl MeHeIKepa.
B nt060M citydae HeZOBOJIbCTBO KIMEHTa HeM30eXKHO, a ero yxXo[
OYeHb BEPOSITEH.

Haxkonen, narag npuurnHa — HEITPABWUJIBHOE IIPE/I-
CTABJIEHUE O KIMEHTOOPUEHTUPOBAHHOCTMN.
Bce o Heli roBOpAT. Bce moHMMaloT, yTo 6€3 Hee HUKaK. V1 MHO-
rve, HQUYMTaBIINCh «YMHBIX» KHUT, TOHUMAIOT ee Tak: «BCE[JA
['OBOPU KJIMEHTY “ZIA”».

K uyemy mpuBoauT Takoi mogxon? K Tomy, 4To U B MoO3re
KJIMEHTa, ¥ B paboveM IpoIlecce IIPOUCXOAAT IaryOHble N3MeHe-
HUA, KOTOPbIe MOTYT HaBpeJAUTh U BaM, 1, KaK 3TO HU CTPaHHO,
3aKa34uKy.

Ha ciegyronyx cTpaHUIlax MBI TOTOBOPHM IOAPOOHEE O KaK-
JIO¥ IIpUYMHE U O CIIocobax pelleHus MpobIeMBbl.

OTMedy, 4TO [I0 CHX TTOP BO MHOTHX 001acTsax 6u3Heca (Hampu-
Mep, B CTPOUTENBCTBE, IIpoake aBTo3amyacTell U T.1I.) eCThb



(nasa 4. KopHv 3na
MHOTO KJIMEHTCKUX MEHEIKEPOB, KOTOPhIE HE TIBITAIOTCS OBITH
KJIEHTOOPHEHTUPOBAHHBIMH, XOTs ObI cjierka. TakKuX CTAaHOBUT-
cs1 MeHbIIle (X04y B 3TO BEPUTh, XOTsI UHOIJa COMHEBAlOCh), OHU
Me/IJIEHHO BBIMUPAIOT, HO UX MOMYJIALMA elle OYeHb JajieKa OT
MIOJTHOTO MCYe3HOBeHMA. TakKuM TOBapUILaM COBETYIO 3ayMaThbCA
HaJl BOIPOCcOM «YbU ZIEHbI'M IUIATUT MHEe Mos Gupma?». Eciu Bbl
CYHTaETe, YTO ITO AeHbI'M KOMIIAHUM, TO HET. DTO IeHbI'M KJIMEeH-
Ta, KOTOPBIMU KOMIIAHUS JeJIUTCS ¢ BaMu. HeT xopoiiero obpa-
[[eHUA C KJIMEHTOM — HeT KjreHTa. HeT kineHTa — HeT ZieHer.
JymaeTe, 4TO U TakK, [0 CTAapUHKE, IPOKATUT?
He Hazetitecs.



Kak nepecTaTtb
boaTbca?

HackosibKo yenoBek nobexkaaeT cTpax,
HaCTO/IbKO OH — YesloBeK.

Tomac Kapneiinb
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Pacckaxxy peanbHbIi ciaydaii. [IpocTo kinaccumueckuii. OpHa
uspectHasg FMCG-komnanusa® obpartunack B digital-cTyzauro
C 3aIIpoCcoOM Ha pa3paboTKy OO0JIBIIOro, CIOXKHOTO Beb-calita. To
OBUT HECTAHAAPTHBIM MPOEKT, TAKOTO HUKTO TIPEXE He Jesal.
O11eHUTD TPyZ03aTpaThl OBUIO HEMPOCTO, MHGOPMAITUHU OT 3aKa3-
YHKa HE XBATaJIO, TIOCKOJIBKY OH U CaM TOYHO He 3HaJI, 4YTO HAJO.
He 3Hasna u Be6-cTygua. Ee komaHza, Kak MOIVIa, OlleHWIa IIpo-
eKkT. [ToapsaAYuK BBHIOpAN CTYZUIO, M Ta C SHTY3Ma3MOM Hayvasa
pa3paboTKy. B mporecce BBIACHIIOCH (AbSABOJ JKe B ZETANSX),
YTO TPYZA03aTPaThl HAMHOTO GOJIbIIIE 3aI0}KEHHBIX B CMETY. PyKo-
BOZCTBO NOOOSIOCH MMOAHUMATh BOIPOC O IIEPECMOTPE CMETHL.
[To6ostochk BHIIAZETh HempodeccroHanbHo. [Tobostoch mpe-
TeH3WH OT KJIneHTa. [IpoeKT IIpofo/nKaiu ienath cebe B yOBITOK.
B uTOre MpUILIOCh IepebpackiBaTh PECYPCHI HA APYTHE MPOEKTHI,
YTOOBI 3aKPHITh PUHAHCOBBIE JBIPBI, IIPOEKT OCTAHOBUJICS, A KJTH-
€HT, He MTOJTyYMB PE3Y/IbTaTa, MOMbITAJICS IIOJYIUTh BhITUIAYE€HHBIE
JleHbru Hasaz. IIpourpanu Bce.

JIr060¥ TICUXOJIOT CKaXKeT BaM, YTO CTpaxX — 3TO OAHA U3
OCHOBHBIX pPeaKI[Ui Halllel MCUXUKHU, a €r0 OTCYTCTBUE MOXKET
OBITH CUMIITOMOM 60Jie3HH. B OOBIYHOM JKM3HU CTPaX IIOMO-
raeT HaM He COBepIIaTh O0e3pacCyZHbIX MOCTYIIKOB, HAl[pUMEDP
He MPBITaTh C TPETHETO ITaxa. Jlaxke caMmble CMeJTbIe JIFOJI MOTYT
HCITBITBIBATh CTPaX, HO YMEIOT KOHTPOJUPOBATh U, €CJIU HAJO,
6I0KMpoBaTh ero. HaZijo IpBITHYTh — MPBITHYT. II0OTOMY 4YTO
VMHOT/Z|a TTpeoZioJiIeHNe CTpaxa MOXET CIACTH CUTYaIHIo.

B Gu3Hece cTpax BOOOIIe He IOMOraeT, HU IIPU KaKuX
00cTOATEeAbCTBAX: HU CTPAX MOTEPH KIUMEHTA, HU CTPax
noTepy padoThI WIH IeHer, HU iaKe CTPaxX IoTepy CBO-
€ro peHome.

3 Fast Moving Consumer Goods — TOBapkI IOBCEHEBHOTO cIipoca (aHea.).



Mnaea 5. Kak nepecTaTb 60ATbCA?

KoHeuHO, Bce 3TH CTpaxu MOTYT UMETh 110/ COO0M OCHOBaHMS.
BaMm ZieficTBUTENBHO HETB3S IOTEPATH 3TOT0 KireHTa. Vmu aToT
MpoeKT. Vimu 3Ty paboTy.

OrmaceHus JaBAT Ha BalllU IUIeYHd. BbI ITOCTOSHHO TIOMHUTE
0 HUX.

U oHU MemarT CTPOUTH OTHOIIEHUA ¢ KineHToM. Kak 1 yxe
nucas, 3amax Ballero cTpaxa KJIMeHT 4yeT 3a BepcTy. 1 oH Henpe-
MEHHO MTOYYBCTBYET, UTO BBl HYK/JaeTeChb B HeM OOJIblile, YeM OH
B Bac U Balllell KOMIIaHWHU, a MIOTOMY U BECTH ce0s OyZeT Kak
X035IMH T0JI0KeHUs. ByzeT epraTh 3a HUTOYKU, KOTOPHIE BhI
caM¥ TIoBs3a/iu cebe Ha PyKU U HOTH. Besb y HETO JKe JeHBIH,
3HAYUT, OH IVIaBHBIN! Tak?

Hert, He Tak. Tak 6ygeT, TOMHKO TTOKA BBl OOUTECH.

Kak xe mobeauTs cTpax?

Bo-nmepBHIX, HAZI0 OCO3HATh, YTO HE TOJBKO BaM
YTO-TO HY:KHO OT KJIHEHTa, HO M €My 4YTO-TO TpeldyeTcs
OT Bac. A COOTBETCTBEHHO, pa3 ZIB€ CTOPOHBI HYX/JAIOTCS APYT
B JIpyre, OHH, TI0 CYyTH, paBHOIpaBHbI. CTOUT BaM 3TO MOHATb,
U BBl CMOXKETe K 0OOIOZHOM TMOJIb3€ JOHECTU TaKYI0 MPOCTYIO
MBICTTb 10 KavieHTa. O TOM, KaK 9TO JIydllle cZeaTh, MbI TIOTO-
BOPHUM IIOTOM, HO IJIABHOE — BBI CAMHU JOJDKHBI TBEPZAO BEPUTH
B TO, YTO TaK IPaBUIbHO.

Bo-BTOpBIX, HAYHUTE UrpaTh. IlocMOTpHUTE HaA CUTY-
alUIo ¢ KJIMEHTOM CO CTOPOHEI, KaK Ha CIleHy C aKTe-
paMu, UrpaolMMHU CIEKTaK/Ib.

EcTh Takoe BBIpaXKEHWE — «JIeJIaTh YTO-TUOO UTPAIOUM».
OH 5TO Urparouu czesnaer. To ecTb JIETKO ¥ HENIPUHYKJEHHO.

[ToyeMy BO3HUKJIO 3TO BeIpaxkeHue? [loToMy 4YTO, KOTZia MBI
Wrpaem, Mbl [IOHUMaeM, 4YTO 3TO BCE «IIOHAPOIIKy», XU Ha Hac
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He /IaBUT OpeMs oTlaceHUl 3a Pe3y/IbTaT WK MOC/IEACTBUA UTPHI.
[ToaTOMy MBI JieTye MPUHUMAEM BEpHBIE pellleHUs, ObicTpee
Y TOYHEee pearupyeM.

POBHO 110 3TO¥ IPUYMHE CIIOPTCMEHBI IOKA3BIBAIOT JIYYIIINe
pesy/bTaThl Ha TPEHUPOBKAaX, a He Ha COpeBHOBaHUAX. Ha Hux
He JIaBUT OpeMsi OTBETCTBEHHOCTH U CTpaxa MpoBaja.

[Tomuure, kak y llekcnupa? Bece Mup Tearp, a 104U B HEM —
akTephl. BoT u mpefcTaBbTe cebe, UTO Bbl HE aKKayHT-MEHe[-
JKep WIM aKKayHT-AUPEKTOp, a YeJIOBEeK, UT'PAIOIIUN 3Ty POJIb.
U KIMeHT — TOXKe aKTep, UTPAOIIUI POJIb KJIWEeHTa. BamaHuTe
Ha CUTYaIlUIO KaK OBl CO CTOPOHBI, IIOHAOTIOIalTe 32 PEAKITUAMU
KJIMEeHTa Ha Balllu CJIOBA, 3a CBOeH peakinell. U mogymaiTe, 4To
OBLTO OBl TPABWJIBHO CAENATh TOMY aKTepy, YTO UI'PAeT aKKa-
yuTa? Crpocute cebsa U MPOCTO cAenaiTe 3To. Y IOCMOTPUTE,
4yTO OYZET.

CrenaiiTe Tak pas, ABa, TPU.

[MonpobyiiTe UrpaTh, U CTPAaxX HAYHET OTCTYHATh C KAKIbIM
pasoM Bce OmICTpee.

BBl yBUAUTE, YTO, €CJIU YEJOBEK BHYTPEHHE CBOOOJEH OT
cTpaxa, Ipyryue 5TO UYyBCTBYIOT. M BeAyT cebs mHadve. ITO Kaca-
€TCA U KJIVMEHTOB.

KoHe4HO ke, s1 He TOBOPIO, YTO HaZI0 3a0BITh 00 OTBETCTBEH-
HOCTH ¥ 00513aTe/IbCTBaX Iepesl PyKOBOJACTBOM, KJIMEHTOM U T. 1.

{1 TOBOPIO JIMIIIb O TOM, KaK CZeaTh, YTOOBI 3Ta OTBETCTBEH-
HOCTb He NOANMUTHIBAJIA Ballld CTPaxy, KOTOPble HE MO3BOJIAIOT
paboTaTh ¢ KIMEHTOM Ha PaBHBIX.

B-TpeThHX, He OoiiTech pa3oyapoBaTh KJIHMEHTAa TeM,
4YTO Ballle MHEHHE He COBMAJIaeT ¢ ero WiN Ballu Jeii-
CTBHUA HEe COOTBETCTBYIOT €ro O:XKMAAaHUAM. KineHTs —
JIIOAY U TIO3TOMY MOTYT OBITh HENpaBhl, KaK U BCE OCTAJIbHEIE.
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A y Bac ecTh coOOCTBEHHOe MHeHME. Bhicka3biBaliTe ero Kop-
PEKTHO U L[O6pO}KeJIaTeJIbHO, JaXe €CJIM OHO ITPOTHBOIIOJIOXHO
MHEHUIO KJIMEeHTa.

B nmpuBeieHHOM MHOI IpUMepe, ecii Obl MEHEeXKMEHT CTY-
WY TIPEO0JIEN CTPpax Iepe HETPHUATHBIM Pa3srOBOPOM C KJIHEH-
TOM, BCE MOIVIO OBI ITOHTH MHadye. KoHeYHO, MOIJIO OBI ¥ He TTOHTH.
lF'apaHTHii B TaKO¥ CUTyallii HUKTO JaTh He MoXkeT. Ho Beab oHU
Jake He ITOMBITaJINCh!



