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NPEANCIIOBUE

DoJIBIIMHCTBO U3 HAC CTPEMATCSI TOOUTHCS yCIexa B )KU3HU. MBI X0-
THUM IIOCTPOUTH Kapbepy, MHOTO UJIHU IO KpaliHel Mepe JOCTaTOYHO
3apabaThIBaTh, YTOOBI TYBCTBOBATh CeOsI yBEPEHHO B 000 CHTYa-
uu. MHOTUM TakXe B&XHO, YTOOBI paboTa MPUHOCHIA YIOBIETBO-
peHUe, pe3ysnbTar, 3a KOTOPBIM CJIefOBaIN BOSHArpaKIeHIe, 6oee
BBICOKHU CTATyC, IPU3HAHNUE U IOBBIIICHUE CAMOOIICHKU.

Bcero aToro Bbl cMOXeTe TOOUTHCS, IIOCTOSIHHO COBEPIIICHCTBYS
TeXHUKHU YOEXKIEHUS U BIMSIHUS, [TOBBIIIAS YPOBEHb B3aUMOIIOHU-
MaHUS CO CBOMMU KJIMEHTAMH U IMapTHEPaMU. A B ITOMOIIb ceOe BbI
MO>KeTe B3ATh 3Ty KHUTY. OHa IIOMOKET Te€M, IJISI KOTO ITPOJaskd —
OCHOBHas1 IpoeCcCHOHANbHAS IESTEIbHOCTD, U TeM, KTO JaCTO CTaJI-
KHBAeTCsI ¢ HeOOXONMMOCTBIO OKa3bIBaTh BIMSHUE Ha JPYTHX.

O mpopaskax He NHcal TOJbKO JeHWBBIH. Ilo sToit mpuumne
s [OJITO OyMaJia, CTOUT JIM MHe 3a 9T0 6parbcs. U Bce-Taku perun-
nack. [Touemy? IToToMy 4TO B 9TOI KHUTE BbI HalfeTe:

® COBeTbI, OCHOBAHHBIC Ha MOEM [ECSITUIETHEM OIbITe PabOThI
B cpepe mponask, BKIOYast IPOBeeHUe IIEPEroBOPOB U pabo-
Ty C KJINEHTaMU;

[ ] Hapa6OTKI/I HECKOJIBKHUX JIECATKOB pOCCI/II;ICKI/IX 1 3altagHbIX
KOMIIaHUH, C KOTOPbIMU U [JII KOTOPBIX A pa60TaJ1a;

® [eHCTBYIOIINE «perenThl» Ipogax. OHU cO3[aHbl AJIS TeX, KTO
paboTaer ¢ KOHEIHBIM MTOTPedUTEIEM — YACTHBIMHU JINIIAMU U
OpTaHM3aUMsIMU; 37IeCh TaKoKe MPeNCTaBIeHbl BapUAHThI IS
TeX, KTO B3aUMOJIEICTBYET C IUJIepaMy U IUCTPUOBIOTOpaMU;
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e IIpUMeEpPbl IIPAaBUJIBHBIX BOIIPOCOB IJIA Pa3HBIX KaTerOpUu
KJINEHTOB;

e KOHKpETHBIE apI'yYMEHTHI B OTBET Ha OCHOBHBIE BO3PaKEHUS,
KOTOpBIE BOZHHUKAIOT Y KIIMEHTOB (BbI CMOYKETE JIETKO a/fallTH-
pOBaTh UX K crenudurKe CBOEH JesSITeIbHOCTH);

e TIpaKTHYeCKHe peIeHus 3aja4 B Gu3Hece;

e HeOOJIbIINe TeCThI, KOTOPBIE I03BOJIAT BaM IIPOBEPUTH COOCT-
BeHHbIe 3HAHUS U OOJIbIIIe Y3HATH O ceOe KaK O THIHOCTH.

DTa KHUTa — TPEHUHT, KOTOPBIHA BBl MOKETe IPOUTH CAMOCTOSI-
TeJIbHO. 37leCh BBl HaiifeTe MUILY A Pa3MbIILUIEHUN U pealbHble
MHCTPYMEHTHI. S yBepeHa: Mpo/s Bech My Th, ONIMCAHHBIN B KHUTE,
BbI IprobpeTeTe It ce6s1 MHOTO ITOJIE3HBIX 3HAHUI, @ TAKXKe CMO-
’KeTe IPOBEPUTh CBOU HABBIKU, IOCMOTPETh Ha IIPOIIeCC U Pe3yJIbTaT
IIeperoBOPOB C HOBOU CTOPOHBI. KpoMe TOro, BBI CMOsKeTe afalTH-
pOBaTh MPeACTaBICHHBIN 3[IeCb MaTepHUal K CBOEMY BHUIY HesSTelb-
HOCTH U CO3[]aTh CBOETO PO YHUBEPCAIbHBIH CIIPABOYHUK.



PA3LEN |

[IEPEBO NEPETOBOPOB:
KAK OHO PACTET W NOYEMY

B 91011 KHHTe BB 03HAKOMHTECH C YCJIOBHBIM, HO OY€Hb IT0JIE3HBIM
IJIS1 HaC «pacTeHHueM» — IepeBOM IeperoBopoB. Kakmoit ero BeTBu
COOTBETCTBYeT TOT WM MHON O3TAaIl [1epPeroBOpOB, MPUYEM Ba)KHO,
YTOOBI 3TO IepPeBO OBUIO CTPOMHBIM, @ 3HAYUT, IOJDKHA COOTIONATHCS
IIOCJIeIOBATEIbHOCTD (Da3 eperoBopos. Ha BeTBsX pacTeT MHOXKeCT-
BO BETOYEK U JINCTOYKOB — IIPUEMOB, KOTOPbIe IIOMOTYT IIPOABIY
Ha Bcex dTamax 6bITh Oosee adpdexruBHbIM. Kaskmomy aramy mo-
CBSIIIIeHA OT/eIbHAS IJ1aBa; IIPUEMBbI, KOTOPble MOT'YT IIPUMEHATHCS
Ha PasHBIX CTa[UsIX IEPEroBOPOB, TAKKe IMOAPOOHO PacCMOTPEHBI
B CAaMOCTOSITEJIbHBIX pa3fiesax.
VTaK, KaK ¥ [I0OYeMy pacTeT IepeBO IIePeroBOPOB:

1. Yemanobnenue xonmaxma. HyXKHO IIOATOTOBUTH KJIMEHTA
K BOCHPUATHUIO KaK UJAEU IIPOAYKTA, TAK M BaC KaK IIpOJaBIia.
[Toka 3TOrO HET, OCTaJBHOE HE MMeeT CMBICHIA: 6e3 HacTpos
U TIO[ITOTOBKY HU OJJHO JIeJI0 He MOYKET OBITH C/IeJIaHO XOPOIIIO.
Mnorue 1ocjie 3TOro srama cpasy ke IepexXofaT K Ipe3eHTa-
IMHY TOBapa, KOMIIAHWM U YCIYT — M IIOCTYIAIOT HEBEPHO.
A mouemy? [la moToMy, 4TO MBI [TOKa He 3HAE€M, J€r0 KJIUEHT
XO04eT Ha CaMOM JieJie, @ UHOM Pa3 IOKYIIaTeJIb U CaM He 0CO3-
HaeT cBouXx kenaHui. ITosTtomy cienyer ckasarb: «f monm-
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Malo, y BaC MaJio BpeMeHH, YTOOBI 03HAKOMUTHCS C OOJIBIITNMU
BO3MOKHOCTSIMU / pa3HOOOPA3HBIM aCCOPTHMEHTOM / BApUAH-
TaMH COTPYIOHUYECTBA C Halllell KOMIIaHUeH. B cBsi3u ¢ 3TUM
IIO3BOJIbTE 3aaTh HECKOJIBKO BOIIPOCOB, YTOOBI 3aTeM IIpe-
JIOKUTD TO, YTO MOAOUIET UMEHHO BaM».

2. Busibnenue nompebrocmeti. IIoMUMO SIBHBIX CYIIECTBYIOT
U IIOTEHIIHAIbHBIE IIOTPEOHOCTH, KOTOPBIe MBI CMOKeM cop-
MUPOBAaTh Ha 3TOM 3Tarle.

3. Ilpesenmayus. A BOT Telepb MBI 3HaeM, YTO IPEMJIOKHUTH
KJIMEHTY U KaK{e apTyMeHTbI UCII0JIb30BaTh, YTOOBI yOEIUTD
ero B IPaBUIBHOCTHU BBIOODA.

4. Bospaxenust u comHeHus. DTOT 3Tl «PacTeT» YCJIOBHO, IO-
TOMY YTO MOJKET ITOSIBUTHCS M paHbiie. Ho s ero momecruna
3IeCh, IIOTOMY 4YTO IPHU OOCY)KIEHHUH LIeHBI, YCIOBUI, HeTa-
Jieil COMHEHUsI BO3HUKAIOT 4ariie Bcero. OIBITHBIIN [TPOfaBert
MOKET MHUHOBATh 9TOT JTall, TPAMOTHO HCIIOIb3Ysl [IPUEMBI
y6exneHus u GOpMHUPOBAHUS TOTPEOHOCTETL.

5. 3abepuienue npodasxu. Ha aToM 9Tare B3anMogeicTBre ¢ KIIU-
€HTOM He IpeKpalllaeTcs, Belb Hallla 3afada — He IPOCTO
II0O0OIIAThCs, & JOTOBOPUTHCS O IPOfiaXKe WIM JaJIbHEHIIIeM
B3aMOBBITOTHOM COTPYIHUIECTBE.

Wtak, BBl O3HAKOMIUINCH C HAIINM JEpPEeBOM IIEPETOBOPOB,
a JlaJbIlle MBI PACCMOTPHUM He TOJBKO BCE €ro KPYIHBIE W MeEJIKHe
BETOYKU-YPOBHU, HO U Te€ IMPUEMBI, KOTOPbIE CIIOCOOCTBYIOT HX
YCIENIHOMY POCTY.



[MABA 1
CTALUA YCTAHOBNEHMA KOHTAKTA

Cranust yCTaHOBJIEHUST KOHTAKTa 00s3aTeIHbHO MPICYTCTBYET B JIO-
6bIX IeperoBopax. PUTyan HaJTa)XHBAHUSA OTHOIIEHUH BO MHOTOM
3aBHCHUT OT MPHHSTHIX B TOM WM WHOM OW3HEeCe HAIlMOHATHHBIX
M MECTHBIX TPAIUIINIA, & TAK)KE, YTO CaMOe TIIaBHOE, OT 0COOEHHO-
CTel TeX JIFOfIEN, KOTOPbIe BCTYIAIOT B IIEPETOBOPHI.

YcraHOB/IeHNE KOHTAKTa B KJIACCHYECKOM BapUaHTe Ipe/oiara-
et small talk, 4To B mepeBome ¢ aHIIMITCKOTO O3HAYAET «MaJeHbKAs
6ecefa, pasroBOp HU O YeM». DTOT JTAIl HYKEH JIFOMIAM, YTOOBI TIepe-
KJIIOYUTHCS Ha HOBYIO TeMY, Ha HOBOTO UeJIOBeKa, OTBJIEYbCS OT IIPO-
HACXOMIAIIIETO.

Heckonbko Ba)KHBIX COBETOB:

e CrenyeT pas3ianyaTh yCTAaHOBJICHHE KOHTAKTA IIPY TeJepOHHBIX
[IeperoBOpax U JIMIHOM BCTpede: Ipu Tesle)OHHOM MapKeTHH-
re 9TOT Iepuo], JODKEH OBITh 3HAYUTEIHHO KOPOYe, IOTOMY
YTO BHUMaHHe COOeCeIHUKA paccenBaeTcs ObICTpee.

[ ] HpI/IHI_II/IHI/IaJ'II)HO II0-pa3HOMY 6Y]I€T IIpOXOAUTDH yCTaHOBJIE-
HHE€ KOHTAaKTa B 3aBHUCHUMOCTU OT TOrO, II€pBadA 3TO BCTpe€Ya
HJIN MBI y7K€ 3HAKOMBI C KIIMEHTOM, 9YTO MBI O HEM 3HAEM, €CTh
Y HaC peKOMEHJaTean U O6HII/Ie 3HAaKOMBIE.

e He cenyer nmepeoreHrBaTh 3HAYEHUE STOU CTAMUU IIEPETrOBO-
POB ¥ BOCIIPUHUMATH HeyJady Ha JaHHOM 3Tarle Kak IIPUTOBOpP.



12 Mpogaxy Ha 100%

Cy1ecTByeT HeCKOJIBKO IIPOCTHIX, HO 3HAYUTEIbHBIX MOMEHTOB,
K KOTOPBIM HY)KHO OBITH TOTOBBIM, YTOOBI YCTAHOBJICHHE KOHTAKTa
MPOIUIO yCHEmHO. MIX MBI U paccMOTpUM Hajiee.

MpaBuno copoka ceKyHp

Y nac nuxozoa ne 6ydem 6mopozo wanca npousbecmu nepBoe Bneuarm-
JIeHUe...

IIpu nudHOM OOIIEHUU IIepBOE BIIEYATICHHE O YelIOBeKe, Kak
NIpaBUJIO, CKJIAa[bIBaeTCs B TedeHue nepsbix 30—40 cexyHn. boibiioe
3Ha4Y€HUE IIPpU 3TOM UMEET:

e Buenrnuii Bup

OH JOJKEH COOTBETCTBOBATh CUTYAIlUU COGeceOBaHIs, HATPH-
Mep IIpH HOCEIIeHUY KJINEHTOB Pa3HOTO YPOBHS NOCTaTKA U COLU-
QIBHOTO CTaTyca. BHEIIHUI BULI HOJDKEH ObITh Pa3HBIM B 3aBUCHMO-
CTH OT TOTO, KaKue IIeJM BBl IIpeciefyeTe: YIUBUTH, II0KA3aTh, YTO
BBI C KJIMEHTOM peliaeTe 001re 3a1aqy, IpoIeMOHCTPUPOBATh CBOE
MIPEBOCXOACTBO U T.I. Hy)XHO MOMHHUTH 00 MHIMKATOPAX HEIOBOM
yCIenIHOCTH (Iachl, pydKa, B HOCIeqHee BpeMs — MOOMIbHBII Telle-
¢ou u Ipyrue akceccyapsl), Ha KOTOpbIE B IIEPBYIO Odepeb oOpariia-
0T BHUMAaHHUE KIIMCHTBDI. O,HHaKO He cj1enyer Sa6bIBaTb 1 O TOM, 4YTO
IEeMOHCTPAIHsS IIPEBOCXOCTBA Mepel KIMEHTOM MOKET OKa3aTh BaM
IUIOXYIO YCIIYTY: 3a[eB CaMOJIOOVe TIOKYIIaTe s, BBl Cleaere alb-
Helimee oOmjeHre HeKOMGOPTHBIM. [IpOTHBOIIONOKHASL CUTYaIUs
(T. €. KJIMCHT B qu—JII/I6O IIpEBOCXOOUT BaC) TAKJKE MOJKET CKa3aTbCsa
HEraTHUBHO Ha IIOCJICAYIOLIeM COTPYIHIIECTBe.

ITomHHUTE, 9TO CaMOe JIydlllee — H3HAYaIbHAsI yCTAHOBKA Ha Win-
Win IeperoBopsI (BBIUTPHIII — BBIMIPBIIII), @ TAKKE Ha TAPTHEPCKIE
OTHOIIIEHHS B MPOTUBOBEC 3aUCKUBAHUIO WIN IIOMBITKE MOPAIbHO
[TOIAaBUTH KJIMEHTA.

e Ilepsnie dpaser

OHU NOJDKHBI OBITH YBepeHHBIMH. JKenareqbHO MPOU3HECTH
UMSI ¥ OTYeCTBO KJIMEeHTA (ecy BbI €ro 3HaeTe) W IPeICTaBUTHCS
camomy. Korma BbI mpefcraBiiseTech, crapaitech msberatb Qpas:
«BeCTIOKOUT», «3BOHUT», «OTHUMY y BaC COBCEM HEMHOTO BpeMe-
HU», — Y KJIHEHTa MOYKET CIIOKUTHCS BIIeYaTIeHHe O BaC Kak O He-
yBepeHHOM B cebe creruanucre. OH 3apaHee OyzeT HACTPOEH Ha TO,
9YTO BBI MPUIIUIM OTHUMAaTh y Hero BpeMmsl. [lofpo6Hee Ha MEPBBIX
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(bpasax, KOMIUTUMEHTAX U TE3UCAX MBI OCTAHOBUMCS [TO3KE, TAK KAK
9TO OYE€Hb BA’)KHbBIC MOMCHTHI.

B mepBbIx (ppasax Bcerma Ceqyer coCIAThCs Ha IOTOBOPEHHOCTH
(ecru oHa 6bLIa), a TaK)Ke IIOMHTEPECOBATHCS, yOOOHO i cobecer-
HUKY TOBOPUTH (3TO OCOGEHHO aKTyalbHO MPHU TerehOHHOM KOH-
taxTe). [Ipu TUYHOI BcTpede HEOOXOIMMO YTOUHUTH, KAKUM BpeMe-
HEM pacITojlaraer Bai cobeceHuK.

e [lepsble melicTBUs

HeticTByiiTe yBepeHHO, 6e3 cyeTsl (ImpomyMmaiiTe 3apaHee BepX-
HIOIO OIIE&KAY B XOJIOLHOE BpeMs rofia). IIpemioskuTe CBOIO BUSUTKY.
Ilepen TeM Kax cecTh, yTOUHUTE, Iie YIOOHee PacIIOIOKUTHCS.

[TomuuTE 0 HeBepOATLHOM sI3bIKe (O HEM MBI 0oJiee METaIbHO
IIOTOBOPUM B OTIeIbHOM I1aBe). He cilenyer HaunHaTh OAPOOHBIN
pasroBOp CTOS: 3TO IOYTU BCerja IPOU3BOIUT BIIeYATIEHUE He-
YBEPEHHOCTH WIH HoclemHuoctd. Kpome Toro, 3apaHee nogymamre
0 IeMOHCTPAalJMOHHBIX MaTepualaXx: OHU [OJDKHBI HAXOAUTHCS IIOJ
PYKOI, UX IIOKa3 He JOJDKEH BbI3BIBATh 3aTPyIHEHUU HU y Bac, HU
y KJIMEeHTA.

MpaBuno KomnnumeHTa

MOKHO CMeJIO YyTBEePKIaTh, YTO OOIBIIIMHCTBO JIIOEN TYBCTBUTEIh-
HBI K KOMIUIUMEHTaM U JIaXKe JIIOST ux. [[pyroi Bompoc, 4To momo-
6paTh MPaBIIbHBIN KOMIUIMIMEHT, KOTOPBII JeACTBUTEIFHO CMOXKET
PacIONIOXUTD K BaM KJIMEHTA, He TaK JIETKO. PaccMOTpUM HeCKOIbKO
MIPaKTUYECKUX IPABUII, KOTOPBIX CJIEAyeT IIPULEPKUBATHCS, IPOU3-
HOCSI JIECTHBIE CJIOBa (BCe OHU OCHOBAHBI Ha OIIBITE ITPONAX B pas-
nuIHBIX cepax OusHeca):

e [locrapaiiTech 3aMETHUTD TO, UTO Y€JIOBEK BBICTABIISET HAIIO-
Ka3 (TpaMOThI, TUTUIOMBI, KyOKU, HATPajIibl, OXOTHUYHU TPO-
(en, uBeTHI B TOPIIIKaX U T.I.), — OH XOYeT, YTOOBI BBI 3TO
orMeruian. Eciu 661 OH 9TOTO He JKesall, TO CupsATan Obl 9TU
TpeIMEThI B CTOJI WX TIKad.

e CKaXkuTe 4TO-TO IIpUATHOE O BHYTPeHHeP'I 1 BHEIIIHEW OTIE-
Keé IIOMEUI€HUS, B KOTOPOM HaXOOUTCA YIpEXKIEHUE, 00 opra-
HHU3anuu Tpyna IepcoHaia. JT10 6YIICT KOMIIVIMMEHTOM [JIsA
PYKOBOAUTEIA UJIN aIMUHUCTpATOpPA.
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Ecnu BbI 3HaeTe 0 Hay4HOH, Hy6anH017I, COIMAJIbHOM U TOMY
NomOOHOM NeATeNbHOCTHA KIMEHTA, TO CeaaiTe KOMIUIUMEHT
1 B OTHOIIIEHUU BCEX 3TUX MOMEHTOB.

ComutnTech Ha MHEHMS U NTO3UTUBHBIE OT3bIBBI IPYTUX JIO-
Oeit. OTO MOXKET CTaTh KaK OUY€Hb XOPOIIUM KOMILUIIMEHTOM,
TaK U IIOBOIOM IJIs1 KOH(MIIUKTA. Bce 3aBUCUT OT TOTO, BXOAUT
JIM TOT, Ha Ybe MHEHHE BBl COCIIAJINCH, B pepepeHTHYIO TPYII-
Iy KJIMEHTA, T.e. TPYIIIY JIUII, Ybe MHEHUE OH I[eHUT.

OTMeTbTe 3aHATOCTh M BOCTPeOOBAHHOCTH 4esoBeka. Korma
MBI FOBOpI/IM JIIOOSIM O TOM, KaK1e€ OHU 3aHATHIC, KAK MHOI'O BO-
HpOCOB num HpI/IXO,ILI/ITCH pemaTb, KAaK MHOTO 3aBUCHUT TOJIBKO OT
HUX, TO TeM CaMbIM HO,ILTBep)KI[aeM X 3HAYUMOCTD. A B OTOM
HY>K/IAIOTCsI OOJIBIIIMHCTBO JTofiedt. Tak 4To crapaiTech dale
TOBOPHUTH KOMIUIMEHTHI TaKoTo popa. [Ipu aToMm, pasymeercs,
OHM JOJUKHBI 60JjIee WM MeHee COOTBETCTBOBATD JEeMCTBUATENIb-
HOCTH, UHAYe YeJIOBEK MOXKET IIPUHATDH UX 32 U3/ICBKY.

[TogyepkHUTE 3HAYUMOCTH YeJIOBeKa B KOMIIAHUM IIpU IIPH-
HTHH pemieHn#t. [Toxoxe Ha MpeABIAYIINE CITy4Yaif, XOPOIIO
BOCIIPUHUMAETCSI OTHOBPEMEHHO C IOJIOKUTEIbHBIM OT3BI-
BOM Ha4YaJIbCTBA WJIM C KOMMEHTApHUeM O TOM, YTO HUKTO He
B3SUICS PEIIUTD 3TOT BOIIPOC.

CrenaiiTe JIMYHBLIA KOMIUIAMEHT. KOMIUIMMEHTEI, Kacaroly-
ecsl BHEIITHOCTH, OMIeK/IbI, 00asiHUs U 7Ip., TpebyoT 0coboit
OCTOPOKHOCTU. YTOOBI HE OMIMOUTHCSI, MHE Ka)XKETCsI, HY)KHO
6BITH XOPOIIIO 3HAKOMBIM C KJIHEHTOM. I ObI He peKOMEH/IO-
Bajla [leJlaTh TAKOTO poja KOMIUIMMEHTBHI BO BpeMs MEPBOI
BCTPEYH.

bynre ocropoknbl C dororpadusimu. B ornumume ot Bcero
OCTaJILHOTO, YTO BBICTABJIEHO HAMOKa3, B OTHOIIIeHUH (HOTO-
rpaduu Hy>KHO IIPOSIBUTH OCMOTPUTEIBHOCTb. BApyT BbI cKa-
skeTe: «Kako#l y BaC CHMIIaTUYHBIA BHYK», — a 3TO OKa’KeTCs
coia! EnmmHCcTBEeHHDBIN CIy4aiu, KOrha, Kak MHe KaXKeTCs, MOJKHO
CMeJIO MCII0JIb30BaTh KOMIUIMMEHTBI, Kacaroluecs: poTorpa-
¢wuit, aTo KOrMA Balll KIMEHT N300paXKeH BMeECTe C KAKUM-TO
M3BECTHBIM [IESITENIEM, [IPHYEM BBl aOCOIIOTHO YBEPEHBI, YTO
IIaMAThb Bac He MOIBeIA.
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» ManeHbkune XuTpoctu

O

T'oBopume monvko o mom, 6o umo camu Bepume u umo Bam
deiicmBumenvro HpaBumcsi: MHozue nezko uybcmByrom panvuib,
U 310 MOXKem Ux pasopaxxamso.

Komnaumenmut He 007kHbL Obimb cmandapmHoiMu, Hanpumep
«IIpexpacro Bviensioumer». Takum KoMHAUMEHINOM HUK020 He
youBuwiv, a bom pasdpaxerue MoxKHO Bbi36amv, ocobeHHO ecu
uenobex 6 amo Bpems Gonen u NoOHUMAeM, 4O UMeern He300po-
Buitl Bud, unu ecnu caviwium Imo ce2o0Hs yxe 8 namuiti pas.

Yepedyiime komnaumenmol: Henv3s x6anums uenobexa nocmo-
STHHO 30 00HU U me Xe kauecmba.

Cmapaiimecv, umobv. xomnaumenm coomBemcmboban moii
Jucmanyuu, Komopas cywecmbyem mexcdy bamu u KaueHmom:
Henw3s zobopume nuuHble KoMnaumenmot npu nepboii 6ecmpeue
unu kozoa vl noHumaeme, umo Gawiu omHouleHUs daneku om
OpyxecKux.

Cmapaiimecv He nepexodutnv zpanv Mexdy 0enobuim KoMHAU-
Menmom u prupmom (ecnu monvko amo He sbnsemcs Bauseil
UCTUHHOIL UeNb10).

Hocmosnno mpenupytimeco: 2060pumv KOMHAUMEHIbL He MAK
71e2K0, KAK KAXemcs.

c> SAJAHUE 1

Iocmapaiimeco npudymams 015t KAX001i CUMYaAYUY Kax MOXHO 607b-
uie pasHoo6pasHvLx KoOMNIUMeHmMoB:

B xabuneme Bawiezo kauenma HAxXo0umcs MH020 ouniomob o6
yuacmuu 6 mex0yHapoOHvix MpeHuHzax, a makxe cnopmubHvix
Ky0K08.

Cexpemapv nonpocuna 8ac neped cmpeueii nodoxdams decsimo
MuHym, max kax ee pykobooumens cmoum 6 npobke no dopoze
Ha pabomy. 3a amo Bpems ona yzocmuna bac npexpacHuim Koge
¢ wokonadnvimu kongpemamu. 1 6om xnuenm npuboii.

Oguc knuenma pacnonoxer oueHv HeyooOHo, HO 6am XOpowio
00BsIcHUNU Ha teception, kak dobpamuvcs o Hezo0, U Bvl nezko
Hawiau dopozy.



Mpogaxy Ha 100%

o Clexcuti pemonm 6 nomewjeHuu, unmepecHas nianupoBra, oguc
XOPOULO 03eTeHeH.

o O xomnanuu nedabno nucanu 6 xypnane «Kapvepa» xax 06
yenewno u dunamuuto pasbubarouyeiics.

o Y Baweco knuenma Ha nocnedueti Guicmabxe 6vin camoiii 6016~
WOTi U WUKAPHDLTL cmeHO.

e Bu snaeme, umo nedabro knuenm onybauxoban cmamoio 6 npo-
punvHoOM XypHATe, HO eule ee He YUMATU.

e Bu npouumanu cmamoio, u y 6ac 6o3nuxno xenanue o6cyoumo
ee 100poOHee ¢ KIUEHIOM.

e B xabuneme knuenma Gucum HeckonbK0 NOYEMHBIX 2PAMOI O
A0MUHUCMpayuy 20poda, a maxxe O61azodapHocms om 00uje-
cmba unbanudob.

c® 3AJAHVE 2

Kax 6ot dymaeme, na xaxue komnaumenmot Hanpawiubaemcsi cobeced-
HUK UnU KaKyto memy xouem pasbumo, ecnu 2oBopum:

«Bce depxxumcs Ha mHe, Hu Ha umo BpemeHu He xbamaemy.
«Huxmo Huuezo 6e3 MeHs peulutnb He MOXKerm».

«Ax, xakue oHu (2ocydapcmBo, noduurenwuvie, napmHepol
u m. 0.) yxacroiel»

«A 51 HedaBHo Ha cUMNO3uyM e30UT».
«Ila Buvi y mens yxxe nssmoiii npedcmabument 3a ce200Hs».

...06pawgaﬂc1: no UMeHUu.

CrapaiiTech Kak MOXXHO 9aille, 0COGEHHO Ha CTaIUU yCTAHOBJIE-
HUSI KOHTAKTa, MCIIOJIb30BaTh UM WIM UMS M OTYECTBO (B 3aBHCH-
MOCTH OT TOTO, KaK 3TO MPHUHSITO B Baleir cepe OusHeca) Barero
cobecequuka. JIIOsIM HpPaBUTCS afipecHOe OOpallieHie, 9TO aKTyalb-
HO KaK JIJIS1 TUIHOTO OOIIEHUsT, TaK U JIJIs1 TeIeDOHHOTO PasroBopa.

c® 3AJAHVE 3

Kax nocmynumy, ecnu 6am neBusmuo npedcmaBunu cobeceOnuxa, unu
6 cnyuae menegoHH020 00UEHUS NPOCINO NEPEKTIOUUNU HA AOOHEH-
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ma 6e3 npedcmabnenuss, unu Gu He 3Haeme, credyem AU 00PAULAMbCS
K KZIUEHMY 10 UMeHU UL No UMeHU U omuectnBy?

«He co cTopoHbI»

KonewuHo ke, He BCe JIOOST «XOJIOMHBIE» MPOMAXKU, HABSIZIUBBIX
npexacraBuTeneir u T.1. Kpome toro, B Poccum cuipHa Tpagunus
«CBOUX JIOMiel», KOT[a K JIFOMsM, MPHIIENIINM CO CTOPOHBI, 6e3
PEKOMEHIAINI U He UMEIOIINM CBs3el, OTHOCATCS C HeIOBEpHUEM.
HMenHo 9TOT (HaKT 3aCTaBUI MEHS KOTA-TO 3aAyMaThCs HAl TeM,
KaK MOXHO IOCTHYB 3(P(eKTa «CBOEro 4eioBeka» MpHu «XOJOMHBIX»
npogaxax. C Tex IOop MPOIITIO MHOTO JIET, 3TH IPUEMbI IIPUMEHSIIO
KaK 51 CaMa, TaK ¥ MHOTHIe Y9aCTHUKH MOUX TPEHHHTOB. [Ipuem mpax-
THUYIECKH 6e30TKa3HbBIN (XOTS MBI C BAMH 3HAa€M, UTO YHUBEPCAIbHOM
BOUIIIIEOHOM [TAJIOYKHU He CYIIecTBYeT). MTak, ecTh Tpu BapHaHTa, KaK
CTaTh «CBOMM»: IIEPBBII IIPUEMJIEM ISl BCEX, BTOPOIT — ITOCIIOXKHEE,
Tpetuit Tpebyer 60bINON yBepeHHOCTU B cebe. [lepBblit cBOmUTCS
K TOMY, ITO MBI yKe pab0oTaeM C TEMU WU 3HaeM KOTO-TO U3 TeX, Ybe
MHEHUE MOKeT OBITh TOTEHI[UATBHO 3HAYMMBIM [JISI HAIIIETO HOBOTO
KJIMEHTA. B Takolt cuTyamuu Bce poCTO: s cchblnaroch Ha MBan MBa-
HBIYa, KOTOPBII [TOCOBETOBAI MHE OOPAaTUTHCSA K HOBOMY KIIMEHTY.
ITpruem 3mech HY>)KHO YUUTBHIBATh JBa MOMEHTA:

1. OtoTt cambrit iBan VBaHbIY JODKEH BXOTUTH B pepepeHTHYIO
IPyIIly HOBOTO KJINEHTAa, T.€e. IOCIeTHUN TOJDKeH LIEHUTh eT0
MHEHUE WIH XOTs ObI K HeMY IPHUCITYIIINBAThCS.

2. Cruemyer cOClaThCsl He MPOCTO Ha 3HAKOMCTBO ¢ VBau IBa-
HbIYEM, HO ¥ Ha TO, YTO OH O4YeHb JIECTHO (37eCh CTOUT Ha-
[TOJTHUTH KOMIUIMMEHT KOHKPETUKOM B 3aBUCUMOCTH OT CUTY-
aIII/II/I) OT3bIBAJICA O HAILIEM HOBOM IIOTCHIIMAJIBHOM KJIMECHTE
W/WY eT0 OpraHU3alNu.

BTopas curyanus BO3HUKAET, €CJIU HeT KOHKPETHOTO 4eI0BEKa,
Ha KOTOPOrO MOXXHO COCJIATHCA, HO BBl XOPOIIO 3HaeTe OTPaCib,
cdepy IesTeTBPHOCTH KOMIIAHUHM KIMEHTa. B aTOM ciydae cienyer
yKasaTh Ha CBOIO CIII[MATU3AIINI0, KPATKO IOATBEPAUTH ee haKkTaMu
U Ha OCHOBAHUU 3TOI'O IPEIJIOKUTL COTPYIHUIECTBO.

Tperuit BapuanT BISIAUT TakK: «[JoOpsIit meHb, Bacunuit (maysa
nist orBera). MiBan Cunopos, komnanus X. MHe TOpeKOMeHIOBaIN
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00paTUTHCS K BaM M CKa3aJiv, 9YTO UMEHHO BbI IPUHUMAETE PeIlIeHHs
0 (HaspIBaeTcs mpegMer pasroBopa). DTa (pasa co3maeT WIUTIO3HUIO
«4eJI0BeKa He ¢ yaulbl». MHOra y KiIneHTa He BOSHUKAET TOIOJIHU-
TeJIbHBIX BOIIPOCOB, HO IIOPOH OH YTOYHSET, KTO K€ MMEHHO ero I10-
pPeKOMeHIOBa. B Takoi CUTyaIuu 51 TOBOPIO, YTO KTO-TO (HMJIX Ha3bl-
Bal0 KOHKPETHOTO YeJI0BeKa) U3 KOJUIer KIMeHTa CKa3aj, YTO TaKue
BOIIPOCHI peIIaeT TOIbKO OH. B OOJBIIMHCTBe ClTydaeB TaKOM OTBET
YIOBJIETBOpPsAET KJIMEeHTa. Hy>KHO OTMETHUTE, 94TO B T€4eHHE IIOCIIE-
HUX [ATH JIET YPOBEHDb «3aCEKPEYEHHOCTH» JIUL, NPUHAMAIOIINX
pelIeHusI, CHIDKAeTCs:: Bce 6ouiblire U GOJIbIle KOMITAaHUI IOHIMAET,
YTO «KTO BJIafieeT HH(POPMALIKEH, TOT IIPABUT MUPOM».

<> 3AJAHVE 4

ITpoananusupyiime, 6 uem ¢ NCUXONOZUHECKOTI MOUKY 3peHUST 3702
yenexa ¢ppasvr: «Mue ckasanu, ymo umenno 8ol npunuMaeme peuieHust
maxoz0 ypobus (pewienus o... )».

BcTynutenbHbIin Te3UC

Bo MHOrOM ycIiex OOIeHHS 3aBUCUT OT M3HAYAIBHOMN YCTaHOBKU.
Eciu oHa cBOOMIIACh K TOMY, YTOOBI paccKa3aTh U BBICIAYIIATh OTBET
(«fI x04y pacckasaTh BaM O...» — KJIaCCHYECKOe Ha4aao OOJIBIINH-
CTBa IIEPErOBOPOB U IIPE3EHTALNI), TO U Pe3yJIbTaT OyoeT COOTBET-
CTBYIOIIUM. BaM He yHacTcst Haomiro yaepKaTb BHUMaHUe KIHEHTA.
B uem sxe Hamra 3agaga? Ham HY»KHO MOKa3aTh KJIUEHTY MOJIE3HOCTD
U BBITOIHOCTD HAIIETO0 COTPYAHUYECTBA U HAUTU IJISI 3TOTO ONTH-
MaJbHbIe BapHaHTHL MIMeHHO K 3TOMY U HOJDKEH CBOIUTHCS TE3HC,
C KOTOPOTO MBI HauMHaeM (I10CJie IPUBETCTBUS U IIPEACTaBIICHS)
I1eperoBOpPLI WM IIPE3eHTAIUIO.

Ba)xHO, 4TOOBI BCTYIHUTENIBHBIH TE3UC CONEPKaT B cebe yIOMUHa-
Hue o 1esu 1 Bbirozie. OH MOJKET 3BY4IaTh, HAIPUMeP, Tak: «Y Hac OyneT
BO3MOYKHOCTb OOCYIHTb, 9eM MBI MOYKeM OBITh IT0JIE3HBI U BBITOJIHBI
Balllell KOMITAHUY U BaM, a TaKkKe BHIOPATh OITHMAaJIbHbIC BAPUAHTHI
COTpynHIYecTBa». POPMYIUPOBKU MOTYT OBITH Pa3HBIMU, HO B TE3U-
ce 00513aTeNbHO JOJDKHBI COIEPIKAThCSI CIEAYIOIIe KOMIOHEHTHI:

e «Bo3moxHOCTD 06CYIUTH» — CIIOBO «BO3MOXKHOCTH» HECET
B ce0Oe IIO3UTUBHBII 3aPsil, & CIOBO «0OCYAUTH» ITOpa3yMeBa-
€T MAPTHEPCTBO, BAPUAHT «BBIUTPHIII — BBIMTPHIIII».
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e KimeHTy cpa3y HY>KHO CKa3aTb O €r0 «BBITOLie», eMY Jiela HeT
IO Balllell KOMIAHWY MJIN IIPOAYKIIMU KaK TAKOBOM, €r0 BOJI-
HYIOT TOJIBKO COOCTBEHHbBIE NHTEPECHI.

<> 3A[JAHUE 5

Onpedenume u ob6ocuyiime, 8 uem 3axntouaemcs «0Botinoe 0Ho», M. e.
noomexcm me3uca, npumep Komopozo mul npubeni.

Tunbi nogei n cnoco6bl YC(TQHOBJIEHNA KOHTAKTA

TakT — o4eHb Ba)KHOE KadecTBO IIpH pabore ¢ moxpmu. Heobxonu-
MO IIOMHHUTb, 9TO JJINTEJIBHOCTD U COLlep>KaHIe IePBOTo JTaIla Iepe-
TOBOPOB B 3HAUUTETIHHOM CTEIIEHH 3aBUCIT OT TOTO, K KAKOMY THUIIY
JIIOJeN OTHOCHUTCS Balll cobecefHUK. Ecnu OH MpUBBIK B OOJBIIIEH
CTelleHH IOJIaraThCsl Ha COOCTBEHHOe MHeHMe (BHYTPEHHSSI U CMe-
[aHHas pedepeHns, TAToTemas K BHYTPEeHHeH; 06 9TOM mof-
pobHee pacckazaHo B riaBe «IIOACTpOIKa IO MeTamporpaMmam»),
OpUEHTUPOBAH Ha pPe3yslbTaT, TIOOUT KOHKPETUKY, TO 3TaIl yCTa-
HOBJIEHUSI KOHTAKTa CJIefyeT COKPaTHTb: B IPOTUBHOM CIydae CO-
6eceTHUKA MOXKET JJaKe Pa3pakaTh 3aTSHYBIIHUICS Pa3roBOp «HU
o 4em». 11 Hao6opoT — deM Gojee cobeceTHIK OPUEHTHUPOBAH Ha
BHEIIIHee MHEHHE, YeM OH MeJIUTeIbHee, TeM 0oJiee IUINTeIbHBIM
1 06CTOATENbHBIM JOJDKEH OBITH 3TOT 3Tall. B CBSA3M ¢ 3TUM HeoO-
XOOUMO YIHUTBIBATh 0COOEHHOCTH MECTHOCTH, B KOTOPOII BBI BeleTe
HIPOJAKU (S UMEI0 B BUNY pasiudHbIe PperHoHBl Poccuu u cTpaHbl
CHI: Tak, B ApMeHHUH 3Tall YCTAaHOBJIEHHUS KOHTAKTa MOXKET 3aTsi-
HYTbCSI MHHYT Ha COpPOK). TakuM o6pasoM, COCTABIAIOIINE JTala
YCTaHOBJIEHUsSI KOHTAKTa, WX HAIOJIHEHWe M [UINTEIbHOCTH (II0-
KAy, KpOMe IIPUBETCTBUSI U TE3MCOB, KOTOPbIE YMECTHBI BO BCEX
CHUTyalusx) — He I0TMa, a JINIIb PyKOBOJCTBO K IeicTBuUIo. Beerma
obpalafiTe BHIMaHHUe Ha TO, KTO Ilepe]] BaMU, U UCXOIs U3 3TOTO
KOPPEKTUPYUTE CBOU HEUCTBUSL.

TunoBble BO3paXeHua

EH.[C Ha CTagun YCTAaHOBJICHHNA KOHTAKTa Bbl MOJKETE€ CTOJIKHYTBHCSA
C HECKOJIbKUMU TUIINIHBIMU BO3PAKEHUAMMU.
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AnropuTt™M paboTBl ¢ BO3PKECHUSAMHU KaK LEJIOCTHAs CHCTeMa
OIPOOHO PacCMOTPEH B OTHEIILHOM ITIaBe, 31eCh XKe 51 IPUBENy OC-
HOBHBIE CJIOBa, KOTOpbIe 3(PdEeKTUBHBI UMEHHO IIPU BO3HUKHOBE-
HHUY BO3PAKEHUU Ha CTaUU YCTAHOBJIEHUS KOHTaKTa.

e [Ipumure 1o axcy / 371eKTpOHHOU ITOUTeE.

e 3ayeM BCTpedyaThCs, HaBaiiTe Bce 0OCYIUM 10 TesieOoHy.
e Hawm HuYero He Hy>KHO.
[ ]

DTO He KO MHE (HO MbI IIOHUMAEM, 9TO HA CaMOM [1€JI€ UMEHHO
OTOT Y€JIOBEK IPUHUMAECT TaKUE peLI_IeHI/ISI).

e Y Hac y>Ke eCTb IIOCTaBILIUKH.

Ecytu MBI He CIPaBUMCS € ITUMU BO3PAKEHUSIMU Ha CTAIUHU YCTa-
HOBJICHUSI KOHTAKTa, TO COTPYIHIIECTBO MOKET He COCTOATHCSI. I1o-
9TOMY [aBaiiTe BMeCTe IOAyMaeM, KaKue BapUaHThl OTBETOB OYIyT
ONTUMAIBHBIMY B 9TOM CUTyal[uu (KOHEYHO, MBI 06CyXIaeM 00IIIie
CXeMBI, B Ka)XJOU KOHKPETHOM CHUTyalluU OOIIYI0 MOHENb CIefyeT
HAIIOJIHATh KOHKPETHKOM).

c® 3AJAHUVE 6

Hatime neckonvko Bapuanmob ombemob na npubedenmvie Guie 603-
paxeHus.

3aBepLueHne CTaguM YCTaHOBNEHUA KOHTAKTa 1 nepexof,
K BbIABNIEHUI0 1 OPMUPOBAHUIO NOTPeOHOCTEN

ITocne ycraHOBIEHUS KOHTAaKTa, OCOOEHHO KOTa MBI TOBOPHM
0 IIepBOM BH3HTE WM OOIIeHHH 10 TesedOHY, NHOINA JTOBOJIBHO
CJIOXKHO IIePeNTH K BBISBIEHUIO HOoTpeOHOCTel. HexoTopsle 1OBOJIb-
HO HEYKJIIOJKEe HAYMHAIOT IIPOCTO-HAIIPOCTO AOMIPOC, 9TO MOXKET pa-
303JIUTh U Jake UCIYraTh KiIHeHTa. [I0aToMy HaMm Hy)Ha KakKasg-TO
CBSI3Ka, KOTOpast MO3BOJIUT JIOTUYHO U IUIABHO MEPEUTHU K BOIIPOCAM
B anpec KianenTa. Kax e 310 cenaTh MakCUMabHO 3P eKTUBHO?
Cka)kure, BbI 3aMeYat, YTO OOJIBIIIMHCTBY JIOIEIl HPABUTCS, KOT-
Ia OKpYXKalolllye ITOATBEPKIAI0T UX 3HAYMMOCTB! A BCTpedaau ju
BBI Te€X, KTO OYeHb JIIOOUT ITIOTOBOPUTH O TOM, KaK OHH 3arpPy’KeHbI
M KaK MaJIo y HUX CBOOOIHOTO BpeMeHH (KCTaTd, PacCKasbplBalOT OHU
00 9TOM MOmYAC TaK [IOJITO, YTO 3a 3TO BPeMsi MOXKHO ObIJIO MHOTOE
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ycrers)? Tak BOT, ONMH M3 CAMBIX VCIIEIIHBIX BAPUAHTOB Iepexoia
OT CTaJWiMl YCTAHOBJIEHUsI KOHTAKTA K CTATUU BBIABIEHUS U (HOPMU-
pOBaHMsI MOTPeGHOCTEI MOYKET BBITIIANETD IPUMEPHO Tak: «Bacwmmit,
S IPEKPACHO MTOHUMAIO, 9TO BBI 3aHSITOI YeoBeK. YTOOBI He OTHSTh
y Bac MHOTO BpPeMEHHU PACCKa30M O HaIlleM aCCOPTHMEHTe (BO3MOXK-
HOCTSIX COTPYAHHUYECTBA), a 9TO OOIIMpPHAs HHPOPMAIIHSI, CKOKUTE,
HOKaIyHcTa (Hayee CIeqyI0oT KOHKpEeTHbIe BOIIPOCKI; APYToii, Oosee
U3BICKAaHHBII1 BAPHAHT, — ‘II03BOJIbTE 33[]aTh BaM HECKOJHKO BO-
IPOCOB”)». DTOT BapUAHT IIePeXoa OT MEPBOIl YaCTH IEPErOBOPOB
K CJIeIyIoIIeil MO3BOJseT MOOUTHCSI MAaKCHMAIbHOM JIOTHYHOCTH
1 xoMbopTa Kax A1 KIUEHTa, TaK U IS ceOsl.

» ManeHbKune xutpocTu

O JItodu ntobsim, k020a ecmv Buibop, noamomy npednazaiime anb-
mepHamuby xax MoxHo uawe: «Bovl xomenu OvL cHauana o6cy-
oumv accopmumenm, a 3amem cepBuc unu naobopom?». Ilpu-
dymatime Kax MOXHO Oonvuie anvmepHamul ons Hauana pas-
2060pa no Buissbnenuro nompebHocmeri.

O MHozum mpyoHo npusHAMb, 4mo OHU HA CAMOM Oesle HUUezo He
pewiatom: Kax MOxXHo axkmuBHee ucnonvyiime Qpasvl «<UMeHHO
BvL npunumaeme pewleHUsI», «<UMeHHo om 6ac 3abucum...»

O JTrodsm Basxro, umo Bvt 3Haeme ux cumyayuto (Ho He Ha ypoBHe
wnuona), umo Buvl umeeme 601vUL0TI onvim pabomul 6 ux ompac-
2 (3Mo UMeHHO Hawle, poccutickoe, o onviimy obueHus ¢ eBpo-
NeticKUM NepeoHAaIoM Mozy CKA3amb, 4mo mam npubsska k om-
pacnu 3HauumenvHo ciabee).

O Byodvme naxoduubui: 8 nauane oOujeHUss HeKOMOpble KIUeHMbL
npobepsrom bac «ua busubocmox. [Ipumep us xusnu: «¥Y ac namo
munym. PacckasviBaiimer. A npodaxcu croxHoie, 3a Ngmv MUHym
HY HUKAK HeNb3s pacckasame u mem Oonee ybedums. HeByuixa,
oxaszabuwasics 8 amoti cumyayuu, He pacmepsnace U ckasana npu-
MepHo credyrousee: « Umobvl 51 NOHANA, 4O UMEHHO PACCKA3AMb
3a nAMb MUHYm, cKkaxcume, noxanyticma...» Cumyayus paspe-
wunace max: kaueHm, noddepxubaemuiii npuemom axmubrozo
caywanvst u Haboossugumu Bonpocamu, 2060pun okono nsmude-
camu munym. [leGyuwika — decsimv, m. e. OHA NOUMU YOKULACL
6 usnauanvro ombederinoe Bpems. Cdenxa cocmosinace.
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W OTBeThl K 334aHNAM

3AJAHUE 1. A dymato, umo ¢ amum 3adanuem Bot npexpacto cnpabu-
JLUCH CAMU.

SATAHUE 2. Kax 6vt dymaeme, Ha Kaxue KOMAAUMEHMbL HANDAUU-
Baemcs cobecednux unu kaxyro memy xouem pasbumo, ecnu 206opum:

e «Bce depxxumcst Ha MHe, HU HA 4o Bpemenu He xBamaem»

BTOMY YEJIOBEKY ABHO HE XBATAET IIPU3HAHUA cOOCTBEHHOM 3Ha-
YUMOCTH, BaXXHOCTHU U BOCTp€6OBaHHOCTI/I. CnenyeT HECKOJIBKO pa3
IIOBTOPUTD JIECTHBIE OT3bIBBI O OKPYJKAIOIIUX, YIUBUTHCS, KaK )K€ OH
BC€ ycCIieBae€T, OTMETUTDh, 9TO 6e3 Hero 3ToT BOIIPOC TOYHO PEUIUTH
HEJIb3, IIO3TOMY BbI U PECIINIUCh OTHATD €r0 AparoeHHoe BpeM:I.

o «Huxmo nuuezo 6e3 mens peutumo He MOXKem»

OueHpb ITOXOKe Ha MPENBIAYIINIA CIy4ai, TOJIBKO 31eCh yIop Oy-
IeT JleIaThCsl He Ha BpeMsl, a Ha MOJHOMOYHMS U OTBETCTBEHHOCTb!
«JleICTBUTENBHO, TOJIIBKO BBl 9TO MOYKETe B3SITh Ha ce0s1».

e «Ax, waxue oHu (20cydapcmbo, noOHUHeHHble, NAPMHEPbL
u m. 0.) yxKacHvle»

YenoBeK HYXKIACTCS B COICPEKUBAHUY (9MIIATUH), COYYBCTBUH.
Tax pmaiiTe eMy 3TO: BMecTe MOXKHO IIOCOKPYIIAThCSI Hajl HECOBEp-
IIIEHCTBOM OKPY’KaIOIIIer0 MHpPA U YAUBHUTBCS €r0 JTOJITOTepPIeHHIO.
Boob1me-To crieHapuili 3TOT HeraTWBEH, HO Bellb Iiepe] HaMH CTOUT
I1eJIb He IIePeBOCIUTHIBATH KJIIMEHTA, @ IPOCTO IIOICTPOUTHCS IIOJ] HETO.

o «A s Bom nedabro Ha cumnosuym e30un»

D10 sIBHAsI MOTPEOHOCTh B MPU3HAHUY COLMAIBHOTO WJIH /Y Ha-
Y4YHOTO CTaTyca (B 3aBUCHMOCTH OT c(pepsl AesATeIbHOCTH). DTO MO-
JKeT OBITh U HAMEKOM Ha «B3sTKY OOp3bIMH IIJeHKaMU» — MOJI, ¥ BBI
MeHS OTIIPaBbTe.

e «/la BvL y mens yxxe nssmuiii npedcmabumens 3a cezo0Hs»

Dra ¢pasa CUTHAIU3UPYET O TOM, UTO UeJIOBEK OISITh-TaKK Ha-
MeKaeT Ha CBOIO 3HAYMMOCTh U XO4eT YCJIBIIIATh YTO-TO 0COOEHHOE,
YTO BBIIETUT BaC U3 MacChl IPOIABIOB.

3AJAHUE 3. Kak nocmynumu, ecnu am HeBHsmmo npedcmabunu co-
becednuxa, unu 6 cnyuae menedoHH020 00UEHUS NPOCTO NEPEKTIOUULU



Inaa 1. CTagus yCTaHOBAEHUS KOHTAKTa 23

Ha abonenma Oe3 npedcmabnenus, unu Gv He 3Haeme, credyem AU 06-
Pawamuvcst K KaueHmy no umeHu unu no umenu u omyecmoy?

«MBan Iynkun, komnanus X. Ckaxume, noxxanylicma, Kaxk st Mo2y
obpawamucs k 6am?»

SAIAHUE 4. IIpoananusupyiime, 6 uem ¢ ncuxono2udeckoti mouku
3penust 3an02 ychexa pasvl: «Mme ckasanu, umo umenno 6ot npunHuma-
erme peuleHust Makozo ypobHs (pewienust o... )».

Dra ppasa mogHUMAET CTATyC COOeCeHIKA: OH UMeET IIPaBO Hpu-
HUMAMe peuieHus, a He IIPOCTO OTBEYaeT 3a TOT WJIM MHOM y9acTOK
B opraHusanuu. [lcumxosjoruyecku TPyOHO NIpU3HATH, YTO ThI Ha
CaMOM JieJie HUYEro He pelaenib. 1aK Mbl CTUMYJIMPYeM KJIHEHTa
K TOMY, YTOOBI OH He OTKAa3aJICsl OT OOIIEeHUs C BAMU U IPUHITHS
pereHusI.

SAIIAHUE 5. Onpedenume u o6ocHyiime, 6 uem 3axnrouaemcs «d6oiinoe
0Ho», m. e. nodmexcm me3uca: «Y Hac 6ydem 603moxHOCHb 06CYyOUmb,
yem Mol MOXeMm Ovbimb none3Hvl u Bvi200Hbl Bawieti komnanuu u 6am, a
marxxe Boil6pams onmumanvHule bapuanmol compyoruuecmbar.

DTOT Te3WC TOBOPUT YECTHBIM KIHMEHTaM O BO3MOXKHOCTH I10JIe3~
HOT'O COTPYIHUYECTBA, & <HEYeCTHBIM» JJaeT HaMeK Ha 10Ty CTUMOCTh
[TOJIyYeHUs JIMYHOM BBITOfBI (OTKaTa). TakuM 006pasoM, KaXK[Iblil
KJIMEHT IIOJIY9HT TO, YTO XO4eT.

3AJAHUE 6. aiime neckonvko Bapuarnmob ombemob na npubeden-
Hole B03paskeHUs.

o [Ipuwnume no axcy/snexmponnoti noume.

Mp! Moru 651, KOHEYHO, HAITPABUTH BaM THUITOBOE [IPEIJIOKEHHUE.
Tax memaror Bce. OmHAKO B HaIlle KOMIIAHUY IPUHSAT HHIUBULYaIh-
HBII IOOXO[ K KIueHTYy. [Ipu TndHO# BCTpede MBI CMOKEM IIPeJIO-
JKATb BapUaHTbI COTPYAHUYECTBA, ONTUMAJIbHbIE UMEHHO ISl Bac,
C y4eTOM NOTpeOHOCTeN Balllell KOMIIAHUM U cuTyanuu. [loatomy,
YTOOBI HAYTU ONITUMAJIbHBIN BaAPUAHT COTPYIHUIECTBA, HAM CJIeAyeT
BCTPETUTHCSL. BaM yno6GHee mooOIIaThCst Ha Halllel TEPPUTOPHUHU HITH
y ce6s1? Ha aToit Hefee Wi Ha CJlefyIOIei?
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e 3auem bcmpeuamvcs, dabatime Bee 06cydum no menegony.
[TprMepHO TOT JKe OTBET, YTO U B MPEABIIYIIEM CITydae.

e Ham Huuezo He HyxHO.
CM. OTBeT Ha 3TO BO3pakeHHUe B IJIaBe « AJITOPUTM PabOTHI C BO3-
PaKEHUAMMN».
e Dmo He K0 MHe (HO Mbl NOHUMAEM, 4O HA CAMOM Oele UMEHHO
amom uenoBex nNpuHUMAem maxue peueHus).

Sl moHnMalo, YT0 B KOMIAHUU OKOHYATeJIbHOE pellleHHe MOTYT
IIPUHUMATh HECKOJIBKO YeJIOBEK, HO MHe CKasaju, 4To 6e3 Balero
006pEeHNsT 3TOT BOIPOC He MOJKET JlaXke 0OCY>KAAThCS: TOIBKO BbI
MO>KeTe pelraTh BOIPOCH! TAKOTO YPOBHSL.

e Y nac yxe ectnb nocmabujuxu.

CM. OTBET Ha 3TO BO3pa’K€HUE B IIaBE «AHI‘OPI/ITM pa60TbI C BO3-
paKeHuAMM».



TMABA 2

BPE[IHBIE C/IOBA,
AN CNIOBA C OTPULIATENbHON AYPOM:
470 C HAMI LIENATD

B mIkosie Ham npenojarT IpaBuUia IPaBONUCAHUS, HO IIPU 3TOM HE
ydJaT MPaBUIHHO TOBOPUTDH. YMEHMeE YETKO U YOeqUuTeIbHO U3JIaraTh
MBICJIM BCIYX MOXKET CTaTh MOIIHBIM MHCTPYMEHTOM BJIUAHUSA Ha
JIonen.

3anoz ycneuinozo obujeHust cocmoum He 8 mex cobcmberto cno-
Bax, umo 6vi xomume ckazamv, a 6 mom, kax onu 6ydym 6Boc-
NPUHSINDL COOECCOHUKOM.

Texnuka oOwienust 3axaiouaemcs 6 pasbumuu uxmyuyuu 00
ypobHs HaBvika.

Yacto MBI He 3aayMbIBa€MCA O 3HAY€HUU IIPOU3HOCUMBIX HaMU
cioB. Ho pgake omHO C10BO MOXKET [IpuaaTh Q)pase COBCEM HE TOT
CMBICJI, KOTOprfI MBI B Hee BKJIaIbIBAJIN. B CBSI3U ¢ 3TUM BasKHO CJie-
AUTH 3a IIPaBUJIBHOCTBHIO CBOEM p€9u 1 IIOMHUTD O CJIEAYIOIIEM.

1. Hcnonp3oBaHUE YacTUILl «He» U «HET» IIPUBOAUT K IBYM He-
JKeJIaTeJIbHBIM ITOCIeCTBUSIM:
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a) y cobecefHUKa BO3HUKAET OIIYII[eHHe HEYBEPEHHOCTU
B TOM, 9TO BC€, O 9Y€M BBl TOBOPUTE, IIPABIa;

6) ciymaTenp He 3aMedaeT YacTHILY «He», BOCIPHUHUMAs IIpe-
IOCTepeXKeHIe WIN BO3PaKeHNe KaK CUTHAJ K JeHCTBHIO.

Hanpuwmep, Bel roBopuTe: «OTO He IOPTUT», — U KJIIUEHTY Cpasy
XOY€TCS IPOBEPUTD, TaK JI 3TO. Y IIOKYyIIaTesIsl BO3HUKAET acCOIlMa-
nus: «Mo>keT UCIIOPTUTDY.

BmecTo yacTul «He» U «<HET» clleflyeT UCII0JIb30BaTh IOSUTUBHYIO

opmynuposky:

HeratuBHasa popmynupoBKa MNosnTuBHaA popmynmpoBKa

OTO He NOPTUT UHCTPYMEHTbI 370 6€30MacHO AJIA MHCTPYMEHTOB
Y Bac He bygeT npobnem ¢ KauecTBOM Bbl 6yneTe yBepeHbl B KauecTBe
06paboTKM 06paboTKm

He penanTe Tak Cpenante no-gpyromy

Hauunats dpasy co cioBa «HeT» — AypHOU TOH. Bmecto Toro
YTOOBI IPOU3HOCUTD «HET» B TeX CIIydasX, KOITa «Ja» CKas3aThb He-
BO3MOJKHO:

1) mpemioskuTe aTbTePHATHBY, IIPU 9TOM 3aMeHa TOJDKHA
OBITB a/IeKBaTHOI:

HeratuBHas ¢popmynupoBKa MNo3snTuBHasA popmynupoBKa

Mbl He MOXXeM U3MEHUTb CUCTEMY MbI MOXKeM NPeANoXUTb Bam Haln
BEHTUNALMM B BaLLEM XONOAWUIbHOM dVipMeHHble eMKOCTM C NNIOTHO
oTaeneHnn 3aKPbIBAOLLVMUCA KPblLKaMu

2) CKaKWTe, IPU KaKUX YCIOBUSX MOKET OBITh [aH IOJIOXKH-
TeNbHBIA oTBeT. HanpuMmep: «Jla, BO3MOKXHBI CKUIKU IIPU
3aKase Ha OGJIBIIYIO CYMMY»;

3) cmpocure, IOYEMy 3TO BaXKHO IS KJIMEHTa U ITO OH IIOf
3THUM IIOfipa3yMeBaer.

2. CioBo «ecam»MeIllaeT HaM OOCTAYbh B3aMMOIIOHMMAHMUA,
B YaCTHOCTH, IIPH 0OCY’ KIEHIH JaJIbHENIIIEr0 COTPY/IHUIECTBA.

«Ecimu Bam IIOHPABUTCA...» — CJI€AO0BATEJIbHO, 1 AOIIYyCKalO, 9TO
MOJKET HE TIOHPAaBUTHCA.
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B aTo¥ cuTyarum aydIre UCIOIb30BaTh CJIOBO «KOTa» Win 6ymy-
mree Bpemst. Hanpumep: «Korna BeI ybenurecs, 4T0...»

3. C.TIeJIYCT nsberatb KaTEeTOpUYIHbBIX 3asIBJICHUMN.

HeratuBHasa ¢popmynupoBka MNosuTtuBHasa popmynupoBka
Al cunTaio A pymato
Bbl 4OMKHbI Bbl MoXxeTe

4. CoBO «IIpUIETCA» HECET CMBICIIOBYIO HaIPY3Ky IIPHHY KICHH.

[IpenmovTuTenpHee CKa3aTh: «OYIET BO3MOXKHOCTb. ..», «...MOX-
HO», «Iy9IIIe...»

HeratusHasa ¢popmynupoBka MNo3nTnBHaA popmynmpoBKa

Bam npupetca nepeyumntb Balmnx Y Bac 6yaeT BO3MOXHOCTb MOJTyUnTb

npoaasLoB Hally creumanbHyto yonyry — becrinatHoe
obyueHuie BalLlero nepcoHana

Bam npupetca BblgennTb OTAENbHYO Jlyuwwe BbIeNUTb OTAENbHYIO BUTPUHY,

BUTPUWHY ANA 3TOro ToBapa 3TO NO3BOMNT NpUBIEYb 6onblue
nokynarenemn

5. Bonmpoc «4TO BaM He HPAaBUTCS» UIIH «9TO BaC HE yCTPaUBaET?»
3aCTaBJIAET CKOHIEHTPUPOBATLCSA Ha HETAaTUBHOM OIIEHKE.

YcaplnnaB ogoOHBIN BOIPOC, YeJIOBEK CaM ce0sl «<HaKpydHBaeT»,
1 BBIBECTH €70 IIOTOM U3 3TOTO COCTOSIHUSA JOBOJIBHO CI0KHO.

Hampumep, 3aka3 y’ke TOTOB, a KJTMEHT TOBOPUT: «A MHe 9TO He
HOIXOOUT!»

HeratuBHasa ¢popmynupoBka No3nTtuBHaa popmynupoBKa
Yrto Bam He HpaBmTCA? Kak Bbl cebe 310 npepcrasnseTe?
Yro Bac He ycTpauBaeT? YTO MOXHO ynyylmnTb?

5. CiuoBa «OOPOro», «NEIIEBO», «KYIIUTb» U «IIPOAATb» YIIOTpE-
6UMBI Ipu OOIIIEHNY C TOCPETHUKAMHU, HO He TIOIXOIAT B pa-
60Te ¢ KOHEYHBIM ITOTPEOUTEIEM.

HeratuBHasa ¢popmynupoBka

(c pacLuNpPOBKoi cMbICHa) Mo3uTnBHan popmynmpoBKa

[oporo (HyXHo paccTaTbca ¢ 60NbLUON MpecTukHan LeHa, noaTBepXaatoLas
CcymMmoli aeHer) NOAJIMHHOCTb 1 YPOBEHb TOBapa
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HeratuBHasa ¢popmynuposka

(c pacLINdpOBKOi cMbicna) No3nTtuBHaa popmynmpoBKa

[elweBo (HeKaYeCTBEHHO, He MPECTMKHO) | IKOHOMMWYHO

YnewesuTb (yXyawmnTb) Mopo6pathb AnA BaC ONTUMANbHbIN
o LeHe BapuaHT

MpopaTtb (BNapuTb, BCyunTb) MNpepnoxutb

KynuTb (pacctatbca ¢ AeHbramm) Mpunobpectn

6. CioBa-poroBopku (B 00I[eM-TO, B IPUHITUIIE, KaK ObI) CHU-
JKAIOT I0BepHe K IOCIIENYIOIINM CIOBaM.

HeratnBHasa ¢opmynmpoBKa MNosnTtneBHaA popmynmposKa

B 06LWeM-TO HEMNOXO CMOTPUTCSA 3TO CMOTPUTCA XOPOLLO

Korma B Barreit B peuut B OOJIBIIIOM KOJIUIECTBE BCTPEIAIOTCS
CJIOBA B «O0IIIEM-TO», «KaK ObI», «B IIPUHIIUIIE», BAM U BEpUTb OyIyT
«KaK ObI» M «B IPUHIIHIIEY.

M&I HbIHYE Kak ObI Bce TIryneeM —
Bce cTanu kak 6bI 3a6bIBaTH,

Yro xak ObI Haxke He yMeeM

Be3 «xak 6bI» mapy CJIOB CBSI3ATh.
Io6po 6561 6BLT0 KaK OBI B /€10,
Iycth maske KaK OBl HAyTal.

A 10 Bezb Kak ObI HEyMeIIo

U ganie kak 651 HeBIOIIAL,

(FO. Baxoae8, Ap3zamac)

(ITompo6Ho aTa TeMa OymeT paccMOTpeHa B paspeie «Bepro — He
BepIo».)

7. CrnoBa, TpeOyIOIIIIe OSICHEHNSI, HEOOXOIUMO Pa3bsICHSITb.

Hanpumep, B HEKOTOPBIX KOMITaHUSIX CYIIECTBYET HPOdeCccHo-
HaIbHBIA CieHT. Heo6XonuMo uMeTh B BHY, YTO He BCEM OH IIO-
HATEH, a CJIEIOBATEIBHO, Y KOTO-TO U3 KJIINEHTOB €To yIoTpebeHne
MOJKET BbI3BaTh pasmpaxkeHue. Eciau BbI paboTaere B MHOCTPAHHOM
KOMITAaHUH, IPU 3TOM BJIajieeTe aHTJIUNCKUM SI3BIKOM U crierudu-
YECKOM aHTI0A3BIYHON TEPMUHOJIOTHEN, ClIedyeT IIOMHUTD, YTO Ba-
LM KJIAE€HTaM U ITapTHepaM OHa, BEPOSATHO, HEIIOHATHA, YTO TOXE
MOJKET BbI3BaTh HEIOBOJIbCTBO («A 4TO OH BbIIEHIpHUBaeTCsi?» ). [To-
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3TOMY CTapaiTech u3beratsb crieuPrUIecKoil TePMUHOIOTHH, KOTO-
past He sIBJIsIeTCs OOIENPUHSTON Ha TOM PBIHKE, I7ie BBl paboTaere.

HeraruBHO 3ByuaIiue TepMUHBI CJIEAyeT 3aMEeHSTh Ha HENTPallb-
HbIe WIN IO3UTUBHO 3BYYalIllHeE:

HeratusBHasa ¢popmynupoBka MNo3nTnBHaA popmynmpoBKa

CrnbHbIV pa3gpakatowmin 3anax Cneunduuecknin 3anax

BHyTpeHHOCTU, HaunHKa BHyTpeHHee HanonHeHne, BHyTpeHHee
YCTPONCTBO

[pA3HbIN pacTBOP Mcnonb3oBaHHbIN pacTBOp

8. HyXHO y4HTHIBaTH OTrpaHMYEHUS, BBIpa’KaeMble CIOBAMU
«BCETOY, «IeJIBIX» (IIPUeM TeXHUKU pedpeiiMuHra’).

HeraTtnBHaa ¢opmynupoBka Mo3uTtnBHaa popmynuposka

Llenan Hepena (ecnv BaXHO GbICTPO) Bcero cemb gHen

Bcero Tpu cpencTBa CpepcTBa Ans KaXkaoro 3tana 06paboTku
Bcero Tpu Hepenu (a xoTenochb 6bl Lenbix Tpu Hegenun

nonblue)

9. Crenyer nsberatb ynoTpe0IeHuUs CI0B «IIpobiieMar, «3aTpy.-
HEHUSI», «He yCTPauBaeT».

HeratuBHasa ¢popmynupoBka No3nTtuBHaA popmynmpoBKa

370 He npobnema Jlerko moxem cenatb

Kakue y Bac npobnembi? Yto BbI XOTENM BbI 06CYAUTH?
Yro xoTenoch 6bl ynyylunTb?

Bocrob30BaBIINCh 9TUMU COBETAMHU, BbI CMOJKETE JIerde 1 ObICT-
pee yOeXmaTh JIIOfel, He MEHssI BBIOPaHHBIX MHCTPYMEHTOB. OTHU
[IpaBWJIa [TO3BOJISIT BaM HM30eraTh CUTYyallWil, KOT/a KJIHEHT CTaHO-
BUTCS Pa3IpaKeHHBIM WX [IpenyOe)XxIeHHbIM IPOTUB BaC Ha UHTY-
UTUBHOM YpOBHE.

* PedpeitMUHT — IIpHeM, TO3BOJISIONIUI HHAYE HHTEPIIPETUPOBATD Te U UHBIE CUTya~
LU,



[MIABA 3
WCKYCCTBO 3AABATb BOTMPOCHI

Cy1ecTByet 3a6aBHas 6atika mpo busuta Kinnarona, KOTOpHIit 6071b-
1re Bcero (1o KpaiiHe Mepe B HaIllel CTpaHe) U3BECTEH CBOUMM JIIO-
6OBHBIMU MTOXOXKIEHUAMU. BO BpeMsi TO3HAHUS, KACAIOIIETOCS ero
odepenHON JOOOBHOM HCTOpUH, ero cupocunu: «[IpaBma nu, 4to
y Bac Obula JI000BHAs CBSI3b C TaKOU-TO B TedeHue 10 MecsIieB?»
Ha stor Bonpoc KitmaToH yBepenno otseTwir: «Her, 5T0 Henpasaa».
HanbHeIIee paccaefoBaHUe, YK He 3HAI0, KAK UMEHHO €r0 IIPOBO-
IOWIH, TI0Ka3ajo, 4To JI0OO0BHAs CBSI3b CylecTBOBaia. KIMHTOHY
6bL1a mpenbsiBiIeHa mpeTeH3us:: «Kak BbI MOTJIM CONMTaTh MO MIPU-
caroi?!» Ha aTo oH 3asBUJI, YTO CKa3al YUCTYIO NIPABLY, IOTOMY Kak
yTBep)KaeHue o TI0O0BHOM CBsI3U B TedeHue 10 MecsiIieB He COOTBeT-
CTBOBAJIO UCTHHE: POMAH [JIUJICS LIeJIbIi rof. [oBOpsT, 9Ta OIIOII-
HOCTb CTOMJIA CJIEIOBATENIO Kapbephl.

Tax >ke 1 MBI MO’KEM OKa3aThCsI B HEBBITOIHOM IIOJIOJKEHUU U3-3a
OIUIOIIHOCTH MJIU TOOUTBCS YCIleXa B 3aBUCUMOCTHU OT TOTO, yMeeM
JIA MBI 33JaBaTh BOIIPOCHI U IIPaBUJILHO JIU IPUMEHSIEM 3TO YMEHUE.
Ot Toro, Kak cOpMyJINPOBaH BOIPOC, YACTO 3aBUCHUT, ITOJIYUUM JIH
MBI HY>KHBIM HaM OTBeET.

Ha gTo 31ech cienyer 0o6paTuTh BHUMaHMUE:

e [lo3uTuBHBIE BOIPOCHI
HeratuBHO cOPMYIHPOBAaHHBII BOIIPOC MOYKET IPUBECTH K TOMY,
9TO MBI U3HAYAJILHO IO CKAa3bIBaeM KJIMEHTyY OTPUIIaTeIbHbIN OTBET.



