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NPUBHAMENILHOCMU 3a UX NOOOEPHCKY
u mepnemue, KOMopoe OHU MHO20 Jiem
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K POCCHUCKOMY YUTATENID

ObITHOCTD ynpasysaoommm cetn Ritz-Carlton, s npuHuMMan

yJacTye B OTKPBITUI HECKONBKMX oTenelt B Poccum. A fopoxy

BOCIIOMVHAHMAMMU O Balllell IPEKPACHOV CTPaHe U €€ OTKPBITbHIX,

TPyRomo6uBbIX mofAx! C HEKOTOPBIMM 13 HUX A TOAEP>KUBAIO
IPy>KeCKMe OTHOIIEHNSA U IO Cell JIeHb!
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MPEAUCNIOBUE

Korua Xopcr lllynpe monpocua MeHs HalycaTh MPeAVICIOBYE
K ero kHure «Ritz-Carlton: mpaBuia 61sHeca oT ocHOBaTesnA
CeTU OTelell BBICIIEro Kiacca», S ObUI IOJbIIEH. [Touemy? Ilo-
TOMY 4TO y>Ke 60/iee COpOKa JIeT Cpefil COTeH PYKOBOJUTeIEN
BBICIIIETO 3BE€HA 1 IIPE3UAEHTOB KOMIIaHNIA, C KOTOPBIMU MHE J10-
BeJIOCh paboTarh 1o BceMy mMupy, Xopct Illynblie 1erko okasbi-
BaeTCA B MOEN MIATePKe JTy4IINX.

Hab6miopas 3a XopctoM B mepuof, KOrja OH SBJISTCS Tpe3u-
[EHTOM U YHPaBJIALINM AUPEeKTOpoM KommaHum Ritz-Carlton
Hotel, s1 momy4nn 4eTkoe npeacTaBieHne o TOM, Kak pyKOBOJYI-
Te/lb MOXKeT BIMATb Ha OpraHu3anuo. Eciu peub 11a 0 pe3yib-
TaTe U B3aMIMOOTHOILEHMAX, XOPCT BCer/ja IpUAep>KUBajICs IOfI-
XOfIa «J TO U APYTO€» U IIPUMEHA €TO0 K JIIOJAM, /11 KOTOPBIX OH
paboTaeT, K K/IMEeHTaM, KOTOPbIX OOCTY>KIBAeT, 1 KO BCell KOM-
HaHuM B 1enioM. Ml ¢ XopcToM 06a aGCOMIOTHO YBEPEHBI B TOM,
YTO MPMUOBUIH — ITO AIUIOAMICMEHTbI, KOTOPbIE [O/TyYaelllb, eC/IN
cosfiasl aTMOC(epy, MOTUBMPYIOIIYI0 COTPYAHUKOB 3a00TUTHCA
0 BalIMX K/IMEHTaX.

3a cBow Kapbepy XopcT BbIpaboTanm COOCTBEHHYIO KOH-
LeNINI0 PYKOBOZICTBA, TPY COCTABIAOIE KOTOPOIl MHE O4€Hb
O/IM3KY U O KaX/[0V1 13 KOTOPBIX BBI IPOYTETE B ITOV KHUTE.

1. XopcTa Bcerga oTIM4amM yMeHue Me4TaTh U JalbHO-
BUAHOCTH. Eile B leTcTBe, B [epManHuu, oH 00bsBII PO-
OUTENSIM, YTO X0UeT paboTaTh B OTene. PoHble HEOTHO-



RITZ-CARLTON

KpaTHO yTrOBapMBa/IM €ro BHIOpATh APyroe MoIpuile, HO
OH He IT03BO/II M ceb6s1 epeybenntsb. OH cMerto 1e 3a
cBOel MeuTol. B 10HOCTH, 3aKaH4YUBasI Tpex/IeTHee 00y-
4eHMe TOCTUHUYHOMY 6usHecy, XopcT npuaymain ¢pasy:
«JlaM u rocrop 06CTy)KUBAIOT AaMbl ¥ TOCIOZA», KOTO-
pas cTajia MOIIHOI MaHTPOI He TO/NbKO J/Is HEeT0 caMo-
r0, HO ¥ JyIsI K&XK/0T0, KTO KOrfa-nmnbo paboTtan ¢ HUM.
Huxkorza He 3a6yny, kak HaBeCcTI XOpcTa B odiice KOM-
nmanun Ritz-Carlton B Atante. MHe BbInana 4ecTb Ipu-
CYTCTBOBATbh Ha OFHON M3 €T0 ITAHEPOK C IIEPCOHANIOM,
KOTOpble OH NPOBOAM/ B Hauajle KaKJOil HefleN!, eCn
6pu1 B Toposie. OH XOTeNn yOemuTbCs, YTO COTPYAHMUKA
YeTKO IOHMMAIOT CBOM 3a/Iaull, JaBal MM BO3MOXKHOCTD
BBICKa3aTh /II00bIe 3aMeyaHMs, Kacamomyecs paboTsl Ha
IpefcTosAlLell Hefiele, a TAK)Ke yCIeBal BMecTe C HUMMU
IIPOBEPUTH KAYeCTBO XOTsI ObI OHOTO U3 CEPBUCOB OTe-
na. Ecnin roBoputhb 0 nopxope XopcTa K COBEPLIEHCTBY,
OH BCeTZIa CYMTAJI, YTO IIOBTOPEHIE U 3aKpeIljIeHle Ha-
BBIKOB — JIYYIINIT CIIOCOO yAep>KaThb BLICOKOE Ka4eCTBO
YCIIYT, IPeIOCTaB/IeHNIO KOTOPBIX 00y4YeH IIepCOHaIL.

XopcT Bcerga cMOTpeN Ha COTPYAHMKOB KaK Ha HapTHe-
poB no 6usHecy. MHoro jleT Haszax XOpCT MIOKMPOBAJ
pykoBopactBo Ritz-Carlton Hotel n Bechb rocTMHUYHBIN
OusHec, paspelB TOO0My CBOEMy COTPYAHMKY Tpa-
TUTH 10 2 000 JOMIapOB U3 CPEACTB KOMITAHUH, TAIIb ObI
roCTb ocTascs fosojeH. OH JoBepsAl MHEHNIO CBOMX CO-
TPYAHMKOB 1 TIOOMI COOMPATh MCTOPUY, HOATBEPXK/IAB-
IIVe IPaBOTY CBOETO NoAxofia. MHe 0co6eHHO HpaBUTCS
UCTOpUA NPO TOPHUYHYIO Mapy, KoTopas IojeTena U3
Arnanter Ha [aBaiin, KOorga roctb 3a0bUT B HOMEpPe CBOIL
HOyTOyK. Ha cmenyrommit jeHb KOMIIBIOTEp OBIT HY)XeH
eMy /ISl BBICTYIIIEHVS C OOJIBILION peyblo Ha MEeX/YHa-
ponHoit koHpepeHnyy B [oHomyTy. Mapn coMmHeBanach,
4TO KypbepcKas 3KCIIpecc-cayxba HOCTaBUT HOYTOYK



NPEANCNOBUE

BOBpeMsA, U IIOBe3Jla ero cama. Bocronb3oBamach mn
Mbapu BO3MOXXHOCTBIO YCTPOUTD cebe HeOoblIIe KaHM-
kynbl? Her! OHa BbuteTena o6paTtHO B AT/IaHTY CIefyio-
muM peiicom. Yto xe >xp1asno ee B oTene? baarogapcreen-
HOE IIMChbMO OT XOPCTa U MO37paBIeHNUs KOJIJIET.

3. XopcT Bcerga 6bUI KITacCMYeCKUM PYKOBOUTEIeM 00-
CIIY>KMBAIoLero nepcoxHana. 1103BosnbTe MHe IPUBECTH
ero co6CTBeHHbIe CIOBA 13 MIECTOI ITIaBbI ATO KHUTH:

«Ouenv HemHozue n100U U0ym Ha pabomy, Komo-
pyto camu cuumarom napuiusoil. JIioou npuxoosm
gHocumv 8knad 6 obujee 0eno. Koeda évl npuenawia-
erme UX NPUCOLOUHUMBCA K Baudeli KOMAaHOe, 3aHAMb
00/HCHOCMU, KOMOpble UM NOOX00AM, OHU MOZym
packpoime céou mananmol. OHu — He Oe3nuxas
macca, KOmopyo Mol NPOCHNO UCHOTIb3YEM... Mbl CHIA-
paemcs y3HAMb UX UYHO U COenamv mak, 4moool
ux cobcmeenHvle YHUKATbHbIE UHMeEpPechl COBNATU
¢ memu 005A3aHHOCMAMU, KOMOpvle OHU OYOym 6bi-
NOMHAMY ¢ IHMY3uasmom. B pesynomame onu cma-
HOBSMCS BbICOKOKAACCHOIMU COMPYOHUKAMU HA 007
20e BpeMs, Mo 6bl200HO U UM, U OP2AHUZAUULY.

41 o4eHb paf, 4TO BBI BEIOpay 9Ty KHUTY. Bam monpasarca
My/pble MBIC/IM Ha Ka)XKJJO¥ CTpaHMIle, IIOYePIHYThIe U3 TNIHO-
ro onbita XopcTa Illynbile, — 3amMedaTeibHble MICTOPUYU U YPO-
KU1, KOTOPbIe BBl MOKeTe JICIIO/Ib30BaTh 1 B Ballleil KOMIIAHWN.
YBepeH, 4To0, IpOYNTaB KHNTY, BB yoenuTech 4To Ritz-Carlton —
3TO JIeMICTBUTENBLHO CETh OTe/IeN BBICIIETO K/lacca.

Ken bnanmap, coyupenurens 1 npeitHbil pyKOBOJUTEb
«Ken brannrap komnanm», coaBTop KHUT «HoBbI
OIHOMMHYTHBIII MeHeIKep», «[0psiurie HOK/IOHHUKI»

1 «PyKOBOZICTBO IIEpPCOHAIOM B I€VICTBUI»






bJIATOJAPHOCTH

ﬂ IyMaio, OyZeT BIIOJIHE eCTECTBEHHO B Hauasle I0BECTBOBAHIS
HATNCaTh HECKOMbKO CITOB OaroflapHOCTM BCEM, KTO IIO-
B/IVSII Ha MOIO JKM3Hb, Pab0Ty, MUPOBO33peHNE U Kapbepy, YTO
B CBOIO O4Yepefib HAIllJIO OTPayKeHNe B 9TON KHUTE.

Ecnmu ckasarp «cracn6o» KaxgoMy, To OGHM 671arofjlapHOCTH
3aHsIM OBl TIOIOBMHY KHUTH.

BesycnoBHO, Hu4ero 6bl He IOMYYMIOCH Oe3 IOAAep>KKI
Moeit mo6uMoit >keHbl — criacu6o, llepu! A rakske — 6e3 068U
moux peteit. Cracu6o, ViBonna, Anekcuc, bpyk n Apuans. Bam
IPUXOAMIOCh MHOTYM >XKepTBOBaTh. KaXk/blil 3 Bac yHUKaIeH!

Cnacu60 BceM, KTO TIOB/IUAT Ha MeH: 1 MO0 Kapbepy. Cria-
cn6o Mmoemy nepsomy mMetpporemo Kapy Leiitnepy, a Takxe —
Komnreiity Xommcy, Otro Kaiisepy u Ilaty ®omm.

Cnacubo BceM, KTO y4acTBOBA/l B CO3JJaHUM CETU OTereil
Ritz-Carlton. bes Bac Hudero 6b1 He monmyunnoch. Cracu6o Bam,
9n Crapoc, [Ixo @penn u 3uru Bpaysp. Cracn6o mBeitijapam,
oduimaHTaM, HOCWIBIVIKAM, TOPHUYHBIM, [TOBapaM, yoopuu-
KaM 1 JIp.

S Bac Bcex oueHb 000!






MPEMJE BCETO...

I'Iepe,u TeM KaK HadaTb 3HAKOMMTbCSA C IPMHINIIAMY YCIEITHO-
TO PYKOBOZICTBA, M37I0>KEHHBIMI MHOII B 3TOJ KHIUTe, laBajiTe
OrOBOPUM, KaK Ha3bIBaTh JII0Jieil, KOTOPbIM MbI IIPEOCTaBIIAEM
yCIIyTH.

Ecnu BbI, KaK U s, 3aHUMaeTeCch IMEHHO OM3HECOM, TO, CKO-
pee BCero, 9TY JTIOAM [/Is BaC — «KJIMEHTBI» WJIN «ToCTi». Bo Bcex
[JIaBaX KHUTY 5 X TaK U Ha3bIBaIo.

Ecnu BBl KOHCYZIBTAHT, COBETHUK VIV MHCTPYKTOP, BBI, BO3-
MOYKHO, TOXK€ Ha30BeTe UX «K/IMEeHTaAMI».

Ecnu Bel paboTaeTe B TOCYapCTBEHHOI OpraHU3alNMU, TO
00Cy)X1BaeTe «IpakjaH» WV «HAJIOTOIIATE/IbIKOBY.

Ecnu Bbl paboTaeTe B HEKOMMEPUYECKOM CeKTOpe (1IepPKOBb,
IPe/ICTaBUTEIbCTBA PEIUTYO3HBIX MUCCUIL, 00 BEeANHEHN A, TIpa-
BO3alIMTHBIE OPTAaHU3AIMIN U TOMY IIO0OHOE), TO MMeeTe JIeNo
C «IIPUXO’KaHAMU», «TOHOPAMI», «IPask/JaHaMID».

Ecnn BBI mpenogaete, TO Balla ayAUTOPUS — 9TO «CTYHEH-
TBI», «<yYeHUKN» (M UX PORUTEIIN).

Ecnmu BbI Bpad, MeUIMHCKIII PabOTHUK, aMUHICTPATOP
OOJIBHUIIBI VJIN APYTOJ COTPYAHUK 3/IPaBOOXPAaHEHN, BBl TOBO-
PUTE O «IIAIVIEHTaX».

B pieiicTBUTEIBHOCTI MBI BCe paboTaeM C IOAbMIA, Y KOTOPBIX
OfIHU U Te >Ke IOTPeOHOCTN 1 e/maHus. VIM BceM Hy>KHO, 4TOOBI
MBI YJOB/IETBOPW/IN MX 3aIIPOCHI, ¥ MBI IOHMMAEM, YTO He JJOJIK-
HBI MIX Pa304apoBaTh, €C/IM XOTUM OCTAThCS YKU3HECIIOCOOHBIMU
B COBpEMEHHOM [IMHAMIYHOM MIpe, I7ie BCe B3aIMOCBS3aHO.
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HanmMenosanue He Ba>kHO. BayKHBI caMyt /IO 1, X BHY TPEH-
HI€e CTpeMJIeHN A, YyBCTBA, IeHHOCTY U IHTEePECH.

YUurasd KHUTY, MBICIEHHO IIPMMEHANTE IPUHLMNIIBI, O KOTO-
PBIX 5 PacCKa3bIBalo, K Ballleil cepe AeATeTbHOCT. TaK BbI IO -
MeTe, YTO 3 PeKOMEH/IOBAHHOT'O MHOJ ITOAXOMNT /I pelleHNs
BaInx crenuuuecKnx 3azfad.

Wrak, HauHEM.



NPONIOT

MEYTA MOEW HOHOCTH



