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OT napartenen

OTa KHura Briepsble Bbiwsia B 1990 rogy 8 CLUA u Bbigep-
»Kasia HeCKOJIbKO rnepensgaHnii, Mbl 6epeM Ha cebs CMenocTb
YTBEPXKAATb, YTO B AaHHbIi MOMEHT Cpean u3fdaHHbIX B Poccum
KHUT HeT HWYero Jsly4yllero Ha TeMy MpuBEYEeHUs U Yaep>KaHUs
K/IUEHTOB.

XoT1a aBTop, Kapn Cbloann, 3aHMMaeTcs NpPogaker AOpornx
aBTOMOOW/IEN, ero COBETbI MOAXOAAT He TOMbKO TeM, KTO pabo-
TaeT ¢ VIP-knveHTamMu: JaXke NpoaaBas KoreeyHble TOBapsbl, Bbl
MoXKeTe (M fO/HKHBI!) 60POTLCA 3aTO, YTOObLI MX MOKYNa/I UMEH-
HO Y Bac, a He Yy KOHKYPEHTOB.

Mo Hawmm HabAeHNAM, He MeHee 80% poCccuicKoro 6rusHeca
paccuMTaHO CKOpee Ha OAHOpPAa30Bble MPOAAXKMW, YEM Ha O/n-
TenbHoe yaepxxaHue kaveHTta. 80% um3 octaswmxca 20% xouet
yAep>kaTb KneHTa Hafonro, HO Mosb3yeTca A1 3TOro «Mexa-
HUYEeCKUMWN» cucTeMaMn nogaep>kxaHus NnosinibHoCcTU (rnpu3bl,
ONCKOHTHbIe KapTbl N T. N.).

Y Cbloanna VHOW NoAxo4: BO-MepBbIX, OH cUMTaeT MepBo-
ouepefHOl 3adayeil IMeHHO yaepXKaHue KIMEeHTa, a BO-BTOPbIX —
YTO CchenaTb 3TO MOXHO TOJIbKO MpY MOMOLLUM YCTaHOB/EHNSA
4e/loBeYECKUX, AMOLIMOHA/IbHBIX CBA3EA.

B KHUre ecTb Kak M3oXXeHue yHAaMeHTa/lbHbIX OCHOB
npeanpuHUMATENbCTBA, Tak U onucaHme KOHKPETHON LieNbHOM
[eliCTBYIOLLEN cUCTeMbl YAepXKaHNs KIMEHTOB — Ha npumepe
(ecTecTBeHHO) TOro 6m3Heca, KOTopbiM 3aHUMaeTcsa Kapn. 3ta



CMCTEMa TakK MpoAyMaHHa 1 YHUBEPCasIbHa, YTO NOAXOAUT MNpak
TU4eckn gns Nboii cepbl fesTeNbHOCTL.

Mbl faBHO Havyasi NPUMEHSTb ero NAen U MOXEM C YBEpPeH
HOCTbIO CKa3aTb, YTO OHM paboTatoT.
Vrops MaHH,

Mwuxaun VBaHoB
n Muxaun ®epbep



[MpegmucnoBue aBTopa
K pOCCUNCKOMY NU30aHULO

MepBoe, 4TO XO4eT cAenatb N06ON 6M3HecMeH, paboTaeT n OH
B Poccun, NTanum nnn noboin gpyroii ctpaHe, — 3TO YBE/IMUUTb
MapKEeTUHIOBbI/i GIOMKET, YTOObI MPUBIEYb HOBbIX K/MEHTOB.

KoHeuHo, B 3T0xM ecTb 34paBbiii cMbic. HO ecnn Bbl He 3a4y-
MbIBaeTeCb 0 TOM, YTO MPOUCXOAUT MOC/Ee TOro, Kak HOBbIA
K/IMEHT HafeH, 3TO MOXET BaM JOPOro 06onTucs. Mexay Tem
OT Y)Ke CYLLEeCTBYHOLLNX KINEHTOB MOXHO MOMYyYUTb ropasgo
60nbLLIE BbIFrOAbI, M LieHa Takoro 6u3Heca 6yfeT HAMHOMO MeHbLLe,
4yeM MPU MOCTOAHHOM MOUCKE HOBbIX PbIHKOB CObITa.

Mopasb: npexae yem 6pocaTbCs Ha MOUCKN HOBbIX K/TMEHTOB,
nonpoobyiTe NpeBpaTUTbL NOKyNaTenen, caenaBLInX y BaC OgHY
MOKYMKY, B K/IMEHTOB Ha BCO >XU3Hb.

JaHHaa KHUra LenrMkoM MnocBALEeHa TOMY, Kak 3TOro Ao-
6UThCA.

MNoyemy cTOUT NpUaep>KMBaTLCA Takoro nogxoga? CmoTpu-
Te: ec/n Bbl NpeycrieeTe B MPeBPALLEHNM CyyaliHbiX NoKynate-
Neil B NOCTOSHHbIX K/IMEHTOB, pe3y/bTaTbl 6yAyT TOMbKO Moso-
YKUTENbHbIE.

— Tlpogasats ycayru Uiy ToBapbl CYLLECTBYHOLLEMY K/IMEHTY
HaMHOT0 MNPOLLEe, YeM HOBOMY. Bbl yyke yCTaHOBUWIN C HAM
OTHOLLIEHWS N 3HAETE ero NOTPeGHOCTU. YMCTbLL pe3y ib-
TaT: BalUW pacxofbl Ha MapKETUHI CHUXKAOTCS.

— Bam He Hago 6y,qu TpaTUTb MHOIO Cn, BpEMEHU U CPEACTB
Ha TO, YTOObI BalM K/INEHTbl CHOBa Bbl6paﬂl/l Bac. OHun



CKOpee NPUC/YLLIA0TCA K BaLLMM NPEAJIOKEHUSIM, MOTOMY
YTO Y>Ke UMEN NMOJOXKUTENbHbINM OMbIT 06LLEHWS C BAMU.
(3T0 3epKanibHOE OTPAXKEHMWE MEPBOr0 MYHKTa, ¢ aHaso-
FMYHbLIM Pe3y/bTaToM: MOBbILLEHWE NPUObIIN.)

— EC/M KIMEeHTbI MOKYMaoT Y Bac, OHW HE MOKYMatoT Y KOH-
KypeHTOB. MNpeBpaLyas c/yyaiiHbIX NoKynaTtesneli B KIeH-
TOB Ha BCH XKN3Hb, Bbl BbINTPLIBAETE, a BaLLM KOHKYPEHTHI,
KOTOpbIE He JieNatoT 3TOro, NPOUIPLIBAOT.

— TMoCTOsIHHbIE KNMEHTbI He TakK YyBCTBUTEJIbHbI K LiEHE.
Bbl Y>Ke YCTaHOBU/IN XOpoLune OTHOLLeHUA, N NoKynate-
N1ISIM fierye 3annaTuTb HEMHOIO 60/1bLUE BaM, YEM TpaTnUTb
BpemMA Ha NONCKU ,El.perI7I KOMMaHUN, KOTopas CMOXXET
06Cﬂy)KI/ITb MX Ha TaKOM >Xe BbICOKOM YPOBHE.

— OHu ¢ 60/1bLUER FOTOBHOCTLHO MOMPOGYHOT M APYyTyWe Balm
NpoAyKTbl 1 ycnyrn. Bbl HaxoguTech B 60/1€e BbIrO4HOM
MOJIOXKEHWM, YEM ApYyrue (hUPMbl, C KOTOPbIMU OHU He
nuvenu fena. [loepre, KOTOPOE Bbl 3aBOEBA/IN M3HAYATBHO,
pacnpoCTPaHUTCS U Ha ApYyrue Balln NPeasIoKEHNS.

Kak BnauTe, HaleneHHOCTb Ha MPOAAXy CYLLECTBYHOLLMM
K/IMeHTaM ABNSEeTCHA ropasgo 6osnee pesynbTaTUBHOM U MeHee
3aTpaTHOW MapKeTMHIOBOW CTpaTerneii, YeM MOWCK HOBbIX MO-
KynaTenen.

MoyemMy >Xe Takoro noaxoja He NpUAepPXKMBaeTCst 60NbLUNH-
CTBO MapKeTo/10ros? TOMy eCTb Lenblid psg NPUYMH, HauMHas
C TOr0, YTO MHOIMe NPOCTO OPUEHTUPOBAaHbI TOMLKO Ha HOBbIE
CAENKN — TO eCTb B MPUHLMMIE CNOCO6HbI AyMaTb TO/IbKO O pac-
LLUMPEHNN PbIHKOB CObITa, — Y 3aKaH4MBas CKYKOI: «Mbl yxKe
[aBHO paboTaeM C 3TVUM YeOBEKOM (MM KOMMaHWe), XxoueTcs
YEro-TO HOBEHbKOIO».

Ho Hago NoHATL, UTO, eCNM Bbl He MblTaeTeCh NPeTeHA0BaTh
Ha A/UTefbHble OTHOLLUEHUSI C BallUM K/IMEHTOM, Bbl TepsieTe
Ha 3TOM AeHbru. 1 BO3MOXHO, 60/bLLUNE AEHBIN.



JaBainTe paccMOTpMM MPOCTO NpUMep 13 MOEro 6msHeca.
f1 Npoaato nerkosble MallvHbl. UTO6bI He YCNOXHATb pacyeThbl,
byaem cumTaTth, UTO CpegHAs LeHa MawnHbl — 25 000 gonnapos.
Kak npaBuio, 3a CBO >XXU3Hb CPpeAHUIA KIMEHT MOKYNaeT y Hac
10 mawuH. To ecTb 310 250 000 fonnapos (6e3 yyeta NHMNALNN,
B fonnapax 2005 roga). Kpome Toro, Ha 06¢ny>XnBaHme MaLlmuHBbI
(oT 3aMeHbl Macna [0 PeMOHTa MOMSATLIX KPbI/IbEB) K/VEHTHI
TPaATAT CYMMY, PaBHYIO NMPUMEPHO TPETU ee LieHbl. 3TO AAET eLle
okono 82 500 gonnapos, n B cymme — 332 500. 3Ty CyMMY MOXK-
HO 3apaboTaTb, ec/iM NPeBpPaTUTb NOKynaTens O4HOM MallvHbI
B K/IMEHTA Ha BCHO XKM3Hb.

Tenepb NpeAcTaBuUM, YTO YE/TOBEK KYTMW/ Y HAc MaLUMHY 3a
25 000 gonnapoB 1 60/bLLE HAKOTAa He MOABAANCS, MOTOMY YTO
€My Y Hac He NoHpaBwunock. PasHuua B npubbiam — 307 500 gon-
napoB. CKOJIbKO peksiambl Hago pPa3MecTUTb U CKOIbKO pacrpo-
[aX nMpoBecTu, 4Tobbl 3apaboTtatb 307 5007

TpyZHO NpeacTaBUTb cebe MapKETUHIOBYHO KaMMaHWUio, KO-
Topas cnocobHa NPUHECTW TaKOW XXe [0X0[, KaKOl Bbl MOXETe
nonyunTb, ybeams Ballero CyLLecTBYHOLLEro KMeHTa NoKynartb
TOMbKO Y Bac. BcnomHWTe 06 3TOM, BEPCTast Balll MapKeTUHI OBbIi
6r0pKeT. BMeCTO TOro 4to6bl 3arMyCTUTb HECKO/IbKO HOBbIX MPO-
rpaMm Ans NpuBAeYEeHUS HOBbIX MOKynaTtenei, noyemy 6bl He
y6eanTbCca B TOM, UYTO Bbl MakCMManbHO Y[OB/ETBOPSAETE MO-
TpebHOCTN CYLLECTBYIOLUX KITMEHTOB?

Bbl cnpalumBaeTe, Kakoi MepBblii Lwar caenarb? B TeveHume
cnepytoLein Hegenv No3soHUTe 10 KIMeHTam, MPUHOCALLMM BaM
HanMboNbLUNIA MPOLEHT Aoxoda, nobnarofapure UX U HaYHUTE
06CyXXeHWe TOro, Kak Bbl MOXETe clienaTb UX XXU3Hb Jlerye.

Kapn Cbtoann



[NMpegncnosue Toma lNntepca

B 3TOM HEOOLIYHON KHUre ecTb LEfbIA pasgen — 4eTbipe
rNnaBbl, — MOCBSALLEHHbI/ BbIACHEHMIO TOrO, Yero XO4eT Kau-
eHT. EcTb rnasa, NOCBALLEHHas TyaneTam, a BepHee, NX BO34ei-
CTBMIO Ha BOCMpUATME KIneHTa. W elle B 0AHON rnaee peyb naeT
WCKHOUUTESIbHO O BbIBECKAX W YKa3aTesnsXx.

W 060 BCcem 3TOM roBOpUT YENOBEK, KOTOPbIV YBENYWI CBOA
6u3Hec ¢ 10 mnH gonnapos B 1968 rogy o 250 MaH A0n1apos
CerofHs, ¢ NPUoLINLIO, BbIPOCLLEH B TaKOW >Xe NMponopuumu.
Kapn Cbtoann npogaeT asTomobunun: «Kagmnnakm», «Jlekcycbi»,
«XeHpaii» n «LlleBpone». MNMokasaTenn ya0BIETBOPEHHOCTM €ro
K/IMEHTOB HEBEPOATHO Be/MKN. OH He TONbKO BO3r/1aBsAET pas-
JIMYHOTO pofa PENTUHIN — OH KaX/blii pa3 BHOCUT BCE HOBblE
OTTEHKW B NMOHATUE «JTYULLNA».

MecTamun 3Ta OLLENOMAAIOLLES KHUra BbIMA4ANT Kak-TO No-
JoMallHeMy: He 6epuTe ¢ K/IMeHTa ieHer 3a Te yCiyru, KOTopble
Bbl OKa3asim Obl 6ecnnaTHO apyry. (3To MOXeT, Hanpumep,
03HayaTb OTMNPAaBKY TEXHUKA — OHW AEXXYPAT KPYr/10CYyTOUHO,
CeMb AHel B Hefento — B a3ponopT B NO/IHOYb A1 6ecnnaTHOW
3aMeHbl C/IOMaBLLErocs y K/MeHTa Kkya 3aKuraHuns.) dtnde-
CKWUI Noaxof 3fiecb TakoW: yrnpasnaiite cBOMM GU3HECOM, BCe
BpeMs 3afaBasi cebe BOnpoc: «A ecnm 06 3TOM HanULWyT B 3a-
BTpaLLIHel raseTe?»

MecTamm aTa KHUra nsymnset: Cbloann BepUT B MNCUXONOrN-
YecKoe TeCcTMpOBaHue 6yayLLMX COTPYAHUKOB. 1 ero rnasHblI
TECT TakoB: ep3aeT /N YeNOoBeK BO BPeEMS UHTEPBbIO? Ecnn Bbl



MO>KeTe cuieTb CNOKOWHO BCE BPEMSA MHTEPBLIO — Bbl repoii He
ero pomaHa. OH JIOOUT 3HEPTUYHbIX NTHOAEN.

Kapn Cbloann yctaHaBnmMBaeT cTaHOapTbl aBTOAW/IEPCKOro
6u3Heca y>ke MHOro niet. Ero cepBuCHbIN OTAen MepBbiM CTasn
paboTaTb Mo cy660Tam 1 NepBbIM CTajsl NPefoCTaBNATL CBOMM
K/IMeHTaM BpPeMeHHbIi aBTOMOOW/b, MOKa UX COBCTBEHHbIM
HaxoguTcsa B peMoHTe. Ceiyac ero napk TO/IbKO BPEMEHHbIX
«Kagunnakos» cocTtaBnset 150 MawlmnH (a ele ecTb N BPEMEH-
Hble «XeHfai»), Ho oH He NoumMBaeT Ha naBpax: Temnepb ero cep-
BUC-LEHTPbl HaHAN COTPYAHUKOB, KOTOPbIE CaMy NMOATOHAIOT
BpPEMEHHbIE MaLLHbI NPSMO K JOMaM K/IMEHTOB, a NX MallVHbI
3a6MparoT B PEMOHT U Ha 06CNY>KMBaHME.

Cbt0ann Kynw/a y60poyHY MaluvHy A1 YACTKA YauL, 1
[opor BO3fe CBOUX LIEHTPOB, MOTOMY YTO, MO €r0 MHEHWUIO, My-
HUUMNaNbHble YOOPLMKA He AOBOAAT CBOK paboTy fo 6recka
(a nepBoe Bneyat/ieHne, KaK OH rOBOPUT, OYEHb BAXKHO U CNNLL-
KOM 4acTo urHopupyetcsl). Kpome T0ro, oH yrosopus pectopaH
Celebration oTKpbITE (hmMan B 04HOM N3 CBOMX LIEHTPOB — YTO-
6bl 3aHATb TEX K/IMEHTOB, KOTOPbIEe XOTAT 3ab6paTh CBOKO MaLUNHY
cpa3sy rnocne 06Cny>X1UBaHus.

Bce aTO 3acTaBnsieT BHMMaTeNlbHee NMPUCMOTPETLCH K BO3-
MOXHOCTAM W pe3yfibTatam HeMpPeB30iAeHHOro 06CnyXX1MBaHusA
K/IMEHTOB. TOT NOAXO4 NPUMEHNM MPY MPOAaKe Kak «XeHaal»
n «LLieBpone», Tak U «Kaannnakos» u «Jlekcycos». H 66l fo6aBwn,
XOTb Kapn aToro u He cgenasn, 4YTo Takon nogxopq 6yaet pabotartb
OAMHAKOBO XOPOLLO M AnA HebOoMbLOro pectopaHynka, u ans
KpYMHeWnLero Npon3BoanTeNA CyrnepKoOMMbOTEPOB.

Y 3TOI KHUIM eCcTb 1 Apyras cTopoHa. «CuUCTeMbl, a He ynbl6-
KW» — rNacuT HasBaHWe OfHOM M3 rnas. Cbloana — nuoHep
KOMMbIOTEPU3aLMKM B aBTogene. Ero coTpyaHUKN, 3aHUMalo-
Wuecs obcny>kmpaHmem, paboTatoT ObICTPO MMEHHO NOTOMY,
YTO HY>KHas AeTaNlb 0KasblBaeTCH B HY>KHOE BPeMsi B HY>KHOM
MecTe — 6narogaps YHUKa/lbHOV M CNOXHOW nporpamme
ynpasfieHns cKnagomM. TOYHO Tak e BbI6op 1 nogaya Hy>HO



K/IMEHTY MalLVHbI N3 TUTaHTCKOWM NapTum NPONCXOAUT MTHOBEH-
HO — 6narofapsi ApYrov KOMMbITEPHOW CUCTEME.

Cbt03nn nsmepsieT abcontoTHO Bce (cM. rnaBy 18). OH m3me-
psieT paboTy Kaxzoro. bonee Toro, oH CTaBUT BCEX, BK/HOYas
MOMLLMKOB MaLlUWH, Ha caenbHyto hopMy onnatbl. Mpu 3aToMm
BO3HarpakaeHve ana paboTHMKOB HaxoAuTcs Ha 3a0611a4HOM
YPOBHe, 1 ecTb eLLe 60/bLLUVe BOSMOXHOCTU — HOW TpeboBaHUA
BeCbMa BbICOKU. B aBTOUEHTpax Cbloania HeT MecTa Masio4yLL-
HbIM U HEPELUNTENbHBIM.

Kapn Cbroann gaet npoBOKaUMOHHbIE COBETbLI MO MOBOAY
nnaepcTBa, No NMoOBOAY CO34aHUA BHELUHe U BHYTPEHHel aT-
MOcCcepbl, 0 TOM, Kakoi 3TUKN Hafo NPUAEPXKMBATLCA U Kak
OTMeuYaTb ycrex NogunHeHHbIX. OH TakXXe OTKPbIBAeT CEKpeT
ycrnexa: BOpoBCTBO ugeli! MHoro net Hasag Cbtoann gan pes-
KN TONYOK pasBUTMIO CBOEro 6u3Heca 3a CHeT NporpamMmbl
NMOWCKa HOBbIX PeLleHuii — HayaB C MOCELLEHUS NyULINX aB-
TOLEHTPOB TOro BpemeHn. OH TakKe noacmarTpuBaeT Uaeun
y Marriott, American Airlines, The Mansion at Turtle Creek,
Chuck E. Cheese, Stew Leonard, Neiman Marcus 1 MHO>XecTBa
APYTX KOMMaHWiA.

MeHs HemHOro 6ecrnokout, 4To Kapn nopon nuLleT Tak, 4To
CK/lafblBaeTCA OLyLLEHME NIEFKOCTUN, C KOTOPOW OH BedeT CBOU
Zena. Ero pacckasbl HACTO/IbKO KPACOYHbI, YTO 4acTO OTB/IEKAIOT
OT MyApbIX M TOHKUX COBETOB, KacaloLMXca HaWma, onnarbl,
MOTMBaLMN, N3MepeHUsa ahPeKTUBHOCTU U APYTrUX BOMPOCOB.
OnwucaHve 060eB No 250 f0N11apOoB 3a PY/10H, KOTOPbIMU OK/1eeHb!
TyaneTbl aBToLeHTPoOB Cadillac, MOXeT 3aTMUTbL pacckas 0 exxe-
[OHEBHbIX COBELLaHUAX MO KayecTBY, O CXemax Momcka npuynH
NOBTOPAIOLLMXCA NPo6aeM 1 06 ycepgHOM 06yyveHun Cbioanna
Y AMOHCKNX MacTepPOB KOHTPONA KavecTBa (OH MepBbIM Npume-
HWUM UX naen n3 061acT NPON3BOACTBA B CEKTOPE YCAyr).

["oBOpSA KOPOYE, 3Ta KHMra HaCTO/bKO e Cepbe3Ha 1 paccyau-

Te/ibHa, HAaCKOJIbKO OHa yB/ieKaTe/ibHa Mpr-------
A3blIK, HO rMaBHasA MbIC/Ib BOBCe He Mnpo<

A rxi



[pyras npo6nema: MHOrMe unTaTenn MoryT nogymarb, YTO
3Ta KHUra nocesiLleHa TO/IbKO TOProssie aBTomobunamun. K yectu
Cbt03/1/18, OH He UCMOo/b3yeT CBOK TPUOBYHY yCneLwHoro 6usHec-
MeHa AN nponosefel o npobnemax rocyfapCTBeHHOro foNra,
Kpusunce B cepe obpasoBaHus uam gaxe o Cola-BoiiHax. OH
NpPUAEP>XKMBAETCA TOrO, YTO OH 3HaeT. /1 A He Mory npeacTaBuTb
cebe 6M3HeC, Uan BM3HECMEHAa, WM PYKOBOAUTENS rocyaap-
CTBEHHOr0 OpraHa, KoTopble He CMOrM 6bl U3BMeYb A5 cebs
BbIFOAY U3 3TOW KHUIW. {1 MNAaHUPYHO NOAAPUTL e CBOMM ApPY3bAM
B Hewlett-Packard n Apple, po3H1YHbIM TOprosuam, 6aHKupam
N faXe HECKO/IbKUM CBSILLEHHMKAM.

B 3TOi1 KHWUre CKpbITa MOMHOLIEHHAs Teopus yNpaBieHns n 06-
CNY>XMBaHMWSA KNIMEHTOB. {1 X04y NOATO/IKHYTb Bac K TOMY, YUTOObI
Bbl Yr1y6uUAnch B UTeHue, ynblbHyNMCb, 064yMann — 1 Havau
[eNcTBOBaTb.



XoTA 1 6e3 CNOB MOHATHO, YTO BCce 3TO And Merry,
YKakmvH 1 Kapna, 3TO MOCBALLEHO TakK>Ke JpuKy
I7IOHcc0Hy, CTennn Mapkycy, boby Mypy, O>KOHy
Cbtoanny n moemy oTuy. A Takoke LLleHHOH Paxenb
lNek BpayH — Tenepb ee ovepesb.



Touka oTcyeTa

[Mpo6nembl 1 BO3MOXHOCTHU
XopoLlero cepsmnca

C Tex nop Kak Mon n A Hayanu pabotatb Hag NepBbIM U3LaHNEM
3TOW KHWUIM, MHOFOe U3MeHWIocb. Hanpumep, celivac 60/b-
LWUMHCTBO KOMMAaHWi MOHANN HEOBX0AMMOCTb NpefoCcTaBeHNns
XOPOLLEro cepemca — UX K/VEHTbI He OCTaBW/IM UM ApYroro
BblGOpA.

KnueHThbI ceiiuac 60nee 06pa3oBaHHbl, MHOTO MY TELLECTBYHOT U1
BUAAT 6OnbLUE, YeM KOrAa-nnbo npexxge. Kak pesynbTaT — y HUX
60nbLLE NPUMEPOB A/151 CpaBHEHMA. OHU 3HAKOT BKYC HACTOSLLElN
(hpaHLy3CKOV KyxHW. OHW 3HAIOT, Kak BbIrsanT paboTa uTta-
JNIbSIHCKOr0 NMOPTHOro. OHW 3HAIOT, YeM [JO/DKeH ObITb HauMHEH
aBTOMOOW/b, YTOOLI OH ONpPaBAbIBas CBOKO LIEHY.

To >ke caMoe MOXXHO CKa3aTb 0 cepauce. CerofHsiLLHME Kn-
€HTbl UMEIOT OMbIT KaUeCTBEHHOrO 06CNY>XMBaHUSA, 1 OHO UM
HpaBuTCcA. OHU YXKe MPUBbLIKNN K Hemy. Bonee Toro, oHu ero
TpebytoT!

Tenepb Bbl Y)Ke He MOXeTe CKasaTb K/IMEHTY: «Bblbupalite
MeXAY HU3KMMMW LieHaMm 1 XOpoLUMM 06y XnBaHeM». Ecnv Bbl
06 3TOM 3aMKHETECh, BaM OTBETAT: «XOTUM 1 TOFO 1 Apyroro!»

HeobxoanmocTb NpefocTaBneHns XopoLLero o6¢cny»xmBaHms
CTaBWUT Mepes HaMu Uenblil psg npo6aem, HO BMeCTe ¢ TeM CO-
34aeT 1 60nblUe BO3MOXHOCTEN. [aBaiiTe NOroBOPUM 1 O TOM
M 0 ApYrom.

Bo-nepBbIX, Npo6emMbl.

Mbl CK/IOHHBbI 06elaTh C/MLWLKOM MHOro. >Xenas npego-
CTaBUTb XOpoLlee 06CAy>XmMBaHWe, Mbl 3a4acTyto obellaem



UYTO-HNOYOb HepeasibHOE. A MOTOM, KOrfa y Hac He MoJyyaeTcs
3a/lyMaHHOe, Halln K/IMeHTbl pa3oyapoBbIBalOTCA — 10 Npasy.

3T0 Halwla co6CTBEHHasA BMHA. Mbl NOAHANU UX OXUAAHUSA
C/TNLLIKOM BbICOKO U HE Cep>a/iv CBOEro C/oBa, Tak UTO HeYero
YAVBNATBLCSA HEAOBOMLCTBY NOKynaTesieldi. CoBepLUEHHO He BaXKHO,
YTO HalUN HaMepeHUs 6blIM UCKPEHHUMW. DaKT TOT, YTO Mbl
3TOro He caenanu.

Mbl [O/HKHbI YCTaHOBUTL BbICOKUE, HO Pea/INCTUYHBbIE OXU-
[aHns TOro, Kakow YpPOBEHb CepBMCa Mbl MOXEM MPELOCTaBUT.
MoTOM Mbl JO/MKHBI CAenatb Bce, YTO o6eLlanu, 1, BO3MOXHO,
Aaxke uyTb 60nbLle. (MnaBa 4 06bACHAET, KakK Mbl 3TO MOXEM cAe-
Nnatb, arnasa 13 NokasblBaeT — MOXET BObITb, HEOXKMAAHHO, — YTO
K/IMEHT He Bcerga npas.)

Bbl He CMOXKeTe OrpaHNYNTBLCA YaCTUYHBIMUY YTYULLEHUAMM.
Ewe B 1980-x rogax po3HUYHbIE MPOLasLbl HaYa/ M NOHUMATb,
YTO HaMxXypALlee MecTo Haxo4uTcA B cepefmHe. Ecnv Balum LeHbI
«CpefHne», HANAETCA KTO-TO, KTO NPEeA/IOXUT LieHbI HKe. Ecnn
BalUM TOBapbl HEMMOXWE, HaMAeTCs KTO-TO, KTO MPeaioKuT
MPeBOCXOHOE KauyeCcTBO. TeX, KTO AepXKasica CcepefVviHbl, Bbl-
TecHUNN ¢ pbiHKa. (BCNOMHUTE ceTU yHMBepMaroB, KOTOPbIX
60/1bLLIe HET.)

To e camoe NPONCXOANT celivac 1 ¢ ceprucoM. O6CyKnBaHNe
YPOBHS «COMAET U Tak» He NPUHECET ycnexa. Tenepb MarasuHbl
TnaWal-Mart n Home Depot npegocTaBnstoT BbICOKUIA YPOBEHb
06CNY>XMBaHUA, U KOMMaHUW, NPOAaloLLMe NIIOKCOBblE TOBapHI,
KOHEYHO, He caienanum CBou CTaHAapTbl MeHee CTPOruMu.

Korpa feno poxoanT fo NpefocTaB/ieHUs YCyr, Y Hac HeT
Bblbopa. Mbl AO/MKHBLI MM60 yAydlaTb 06CTyXmBaHue, Mo
3aKpbIBaTb NaBOYKY.

Tenepb NOroBOPMM O HOBbIX BO3MOXHOCTSX.

«KayectBO» BpemMeHu. "oBopunn, 4to Bpemsa B 90-X rogax
CTaHeT B/TOTON. DTO OKa3asiocb NpaBAoii. KnneHTbl He TOMbKO
XKOYT 60/1ee Ka4eCTBEHHbIX MPOAYKTOB U YCAYT, HO U XOTAT No-
Ny4yaTb UX BbICTPEE 1 NpOLLLe.



YTo6bl yCneTb BCe: pacTUTb AeTel, NtobuTb, paboTaTb, 3aHU-
MaTbCsi CMOPTOM, OTAbIXaTb, — HaM HY>XHO 00/blLLEe BPEMEHM.
MpougeTaTb OyAyT TONBKO T, KTO paboTaeT GbICTpee 1 NyuLLe.

Ba>kHOCTb >enaHuii. Mbl MNOHANN, YTO Y Hac €CTb TOMbKO
OOMH CNOCcO6 OT/INYATBLCA OT APYIUX, N OH 3aK/IKOYEH B HaLLNX
paboTHMKax. Beab Bce (hpMbl MMEKOT AOCTYN K OGHUM U TEM XKe
UCTOYHMKAM KanuTtana. IHHoBaLuu MOryT 6bITb CKOMMPOBaHbI
Ha cnegytoLlee yTpo. J1obble HY>XKHbIe TEXHO/I0TM BHEAPAKOTCS
NnO0 MaHOBEHWUIO PYKWU. TaK YTO KOHKYPEHTHOE MNPermMyLLecTBO
MOryT CO3faTb TO/IbKO HaluW SI0AN U CepBUC, KOTOPbIA OHWU
npeLoCcTaB/SAoT.

Ho Haem XOpOoLLUNX U YMHbIX COTPYAHUKOB — 3TO ELLE He BCe.
OT0 BaXKHO, 1 3TOMY [laXKe MOCBsLLeHa 3HaUUTe/IbHas YacTb Ha-
wei kHuru (pasgen I1), HO 3TOro y>ke HeJOCTaTOUYHO.

MNpoBOASA NHTEPBLIO C KaHAMAATaMU, Mbl JO/KHbI UCKATb «Ke-
narowmx» nogein. OHU Ha camoM Jene >KenatoT paboTaTb y Hac?
W, 4To elle BaXKHee, OHM Ha caMOM fefe >KenalT 3ab60TUTbLCS
0 HalUMX KNueHTax?

Ecnn 310 Tak, TO Haw 6u3HeC CTaHeT He TOMbKO 6onee Npu-
ObINbHBLIM (CM. rfaBbl 34 1 36) — OH CTaHET MpoLLe 1 NpuHeceT
Ham 06o/iblle YOO0BOILCTBUS. UTO MOXKET ObITb MPUSTHEE, YeM
paboTa ¢ YMHbIMU MO4bMUY, pasfensiowmy Batlin B3rnsaabl?
Korga g cobuparock Ha paboTy B cy660THee yTpO, MOS >KeHa
BCerfa ApasHUT MeHs: «Tbl ufellb He paboTaTb. Thl Uiellb pas-
BnekaTbcs». OHa npasa. {1 4eCTBUTENbHO Hac/ X aatoch paboToii
€ TaKUMU 3ameyaTe/lbHbIMU KoJleramu.

Kak Mbl MOXeM cTaTb fiydlie. Kak co3gatb Takoro poja okpy-
XeHue? XoTa A cam yunncs B KOXXHOM MeTOAUCTCKOM YHUBEPCU-
TeTe, A X0TeN 6bl NOXBa/IMTb NapHel N3 YHuBepcuTeTa Texaca.

Okono 25 neT Hasaf OHW MPOBENU MUCCNefoBaHME, YTOObI
BbISICHWUTb, YTO CAENa/I0 CTO CaMblIX YCMELUHbIX JI0Ael ux wrarta
TakuMU ycheLwHbIMU. U 6b1n yanBAeHb! TeM, KaK Masio 06LLEro
Mexay HUMU. OfgHU 6blIM XOPOLUIMMMW CTYAEHTaMU B OT/INY-
HbIX By3ax — TOrja Kak gpyruve ¢ 60nbUmM TpyAOM Noayynan



BbiCLLIEE 06pa3oBaHMe. TObKO HeGO/bLLIAS YacTb Npoucxoamna
13 6oraTbIX cemeil. daKTUYECKN 06LLIMM ObISI0 TOIbKO OAHO: BCE
OHW NPOBEeIN MHOIO BPEMEHMU C YCMNELLHbIMW oabMU. Apyrumu
CNoBaMu, OHWN HaYUYU/IUCb ObITb YCMELLHbIMMU.

Mbl He MOXXeM M03BO/INTL Cebe MPeKpPaTUTb YUNTLCA. 3HaHWSA
YenloBEYECTBA MOCTOAHHO YMHOXKAKTCS, U €CNIN Mbl HE NAEM
B HOTY CO BPEMEHEM, TO HE CMOXXEM OCTaBaTbCsl KOHKYPEHIO
CrocobHbIMK. JTNLWb NPOAO0HKasA cBOe 06pasoBaHNe, Mbl MOXKEM
YAYULNTb Hally Kapbepy, Hally CNOCOGHOCTb MbIC/INTL U Halle
6narononyyune. Haw mo3r noxox Ha MycKy/bl. Emy TpebytoTcs
YNPaXKHEHUS.

WMTakK, 4TO >Ke B CyxOoMm ocTaTke? Halignte paboTy, KoTopas
BaM HpaBUTCSH, KOTOPYHO Bbl BOCMPUHMMAaETE Kak Urpy W rae
€CTb BO3MOXXHOCTb PacTu 1 YUUTbCA Y BEMKUX yunTenei. Mo
TOM yb6eanTech, YTO Bbl 3a60TUTECH O TEX, KTO paboTaeT BMeCTe
C BaMu, U 0 BalUMX K/IMEHTaxX.



NecsaTtb 3anosenem
o6CcnyXmBaHMA KJIMEHTOB

1.

3ACTAB/TANTE X BO3BPALLATbLCS.
CripalumnBaiiTe KIMEHTOB O TOM, YEro OHW XOTAT, U fjaBaliTe
MM 3TO CHOBa U CHOBA.

CNCTEMBbI, A HE YJIbIBKW.

To, 4TO Bbl FOBOPUTE «MOXaNyCTa» M «Cnacu6o», BOBCE
He rapaHTMpYeT TOro, YTO Bbl ieflaeTe paboTy NpaBUIbHO
C NepBOro pasa. To/bKO CUCTEMHBI NOAXOL MOXET rapaH-
TMPOBAThL 3TO.

OBELLAVTE MEHbLUE, AENANTE BOJIbLLUE.
KnuneHTbl XXAOYT, YTO Bbl CAEPXKUTE CBOE C/10BO. I‘Ipe330|7|-
anTe nxX oXxXxmngaHusa.

KOrgdA K/IVMEHT O 4YEM-TO T1POCUT,
BALL OTBET BCEIA — «[A».
Touka.

YBOJIbTE BALWUMX KOHTPOJIEPOB V1 BECb JEMAP-
TAMEHT OTHOLLUEHWI C K/IMEHTAMMW.

Kaxgblii paboTHUK, ObLUaroLWniics ¢ KaneHTaMn, [on-
YKEH MMETb MOMHOMOUNS 4151 pa3bopa Xasio6 1 peLLeHns
npo6nem.

HET XXAJIOB? UTO-TO HE TAK...
MooLupsliTe KNMEHTOB rOBOPUTL BaM O TOM, YTO Bbl fiena-
€Te HenpaswuIbHO.



7. W3MEPAWTE BCE.
¢’yT6OI‘IbeIe KOMaHAbl 3TO AenaroT. Bbl TOXXE AOJ/DKHbI
NnocTynaTb TaK.

8. 3APMJ/IATblI HECMPABEA/IBbI.

MnatnTe NOAAM KakK napTHepam.

9. BALWLA MAMA BbIJ1A TIPABA.

JeMoHCTprpyiiTe yBaXkeHUe K NAaM. ByabTe BEXXMBBI.
9710 paboTaeT.

10. <«AMOHU3VPYWTECH».

Y3HaliTe, KaK AeiicTBYOT Nyywine. BHegpute y cebsa mnx
cuctemy. MNotom ynyudwinTe ee.

MpeaynpexxaeHve. 3TW AeCATh NPaBU He CTOST HU poLLa...
KPOME Tex C/ly4aeB, KOrfa Bbl Mosy4vaeTe Npuobiib. Bbl 4O/MKHbI
3apabatbiBaTh AeHbrM, UTOBbI OCTaBaThbCs B GU3Hece M Npeno-
CTaB/ISITb XOPOLLIEe 06CY>KMBaHUE.



Touka oTcyeTa: Bbl XOTUTE ObITb
nepBbIM?

AnoHUbl — npeBocxodHble xo3seBa. Korga A 6b1 B TOKMO Ha
aBTOLLIOY, BCE, C KEM A BCTPeYascs, ObINN HACTO/bKO N06e3HbI
M FOCTEMPUMMHBI, YTO MHE Obl10 TPYAHO COBMECTUTL TaKyh)
BEX/IMBOCTb SMOHLIEB C X arpecCMBHOCTbIO B GU3Hece.

1 HaKOHeL, NOHAS, B YeM [eN0, TONbKO Ha cTeHfe Toyota, korga
yCnbllwan 06bACHEHWS MOMOAOro SINOHCKOIO MHXXEHEPA O TOM,
YTO UX LieNlb COCTOUT B TOM, YTOObI ObITb «M4MBaH», TO €CTb «HO-
MepOM MepBbIM», CaMblM GO/bLUMM, CaMbIM JTYHLLUM.

1 cnblwan 3Ty pasy HeOLHOKPATHO, Be3Ae, rae MHe JOBENOCh
Nno6biBaTb. «3TO KPYMHENLLNA GaHK MUpa», «3ITO KpyMnHenwas
6pokepckast hrpmax». I KOHEYHO, Mbl MPUCYTCTBOBAN Ha KpyM-
HeliLLleM aBTOLLIOY B MUpE.

Mockonbky A 13 Jannaca, 1 cunMTa, YTO MMEHHO Texacuam
NPUHAANEXMUT 3KCK/HO3MBHOE NPaBO ObITb CaMbIMK 60IbLLUMMMU
M caMbiMM NyywMMK. Ho 3TO yke He Tak. Ham npugeTtcs Kak
MWUHUMYM MNOAENNTLCA 3TUM NPaBoM. HAMOHCKOe CTpeM/ieHne
6bITb NEPBbIM HOMEPOM (KOTOPOe, KaXKeTCs, HanpaBseT BCe, UTO
OHM [eNaroT) NO3BOJSIIO0 UM OTHSTb Y HAC 3HAYNTE/IbHYHO YacTb
3Toro TMTyna. «unbaH» — 3TO peLlaroLuii hakTop NX ycrnexa.

W Hawlero ycnexa Toxe.

Camasn BakHas Bellb, KOTOPYIO Mbl CAenaan 3a BCe BpPeMs
CYLLECTBOBaHWS HalUMX MATU aBTOLEHTPOB, — 3TO peLLeHMe
ObITb MyYLIMMW. 33010 A0 TOrO, Kak A BCTPETU/ICSA C MOMMU
HOBbIMW APY3bSMU U3 ANOHUW, KOHLENUUS «nmunbaHa» Oblna
Ba>KHa A1 MeHS.



A npucoeanHunca k Sewell Village Cadillacs 1967rogy, nocne
BO3BpaLLleHUs U3 apmun. B To Bpems B [lannace 6b1710 TO/bKO TpK
aunnepa Cadillac, n Mbl 6bI1M Ha TpeTbeM (TO eCTb MocnefHeM)
MecTe Mo npojaxkaMm. 3TO MeHs KpaliHe 6ecnokowno. f xoten
6bITb HOMEPOM MEPBLIM.

£l TOrga aToro eLle He MOHMMaJ1, HO 3TO peLleHne 6blI0 NOBO-
POTHbIM MOMEHTOM AN Halleii koMmiaHun. Mpexxae yem gaxe
HayaTb AyMaTb 006 ynydlleHUN OB6CNY>XXMBAHUSA K/IMEHTOB, Bbl
OO/KHbI OnpefennTb, HAaCKO/IbKO XOPOLUMM Bbl XOTUTE ObITb.
Mbl cobpaniich 6bITb MEPBLIMUA.

JTO peLLeHne B KOHLE KOHLLOB CAeNano Xn3Hb NpoLLe, Becenee
1 onpeeneHHo 6orave.

MpoLe NOTOMY, YTO OHO NPEKPAaTWUIO Maccy Cnopos. Tenepb
BCE AMCKYCCUWN OCTaHaB/IMBAKOTCA Ha O4HOM BOMPOCE: ec/in Mbl
3To caenaem, Mbl cTaHeM nyywie? Ecnv ga (M ecnm ecTb pa3yMHbli
CNoco6 BbIMOMHUTL 3T0), TO Mbl 3TO CAENAEM.

Becenee notomy, 4TO HAMHOrO NMpuATHee paboTaTb C /IAbMMU,
CTPEMALLMMUCS K TEM XKE CaMbIM Lienam. Te, KTO He BEPUT B TO, UTO
Mbl AO/MKHbI BbITb YULIMMU, Y HAC HAZO/Ir0 He 3a[1eP>KMBat0TCS.

W 6oraye notomy, 4YTO Ternepb KAMEHTaM HPaBUTCA TO, Kak
nXx 06CY>XMBAKOT, N OHM 06paLLAlOTCA K HaM NOBTOPHO. BmecTo
NOKYMKW Y Hac OAHOI MallvHbl U 6eccnefHoro Nc4Ye3HOBEHNUSA
K/MeHT BO3BpallaeTcs BCerga, Korfga emy Hy>kHa HoBas Ma-
WnHa. B TeueHne CBOEM XXM3HW OH 3annaTUT HaM O4YeHb MHO-
ro — 332 000 ponnapos, ecnv 6bITb TOUHbIM.

Yepes HeEKOTOpOe BpeMs 3TOT crnocob BedeHns Gu3Heca cTa-
HOBUTCS CamMONOAAEeP>KMNBAOLLMMCS.

— Ecnu Bbl XOpoLLo 06palllaeTech ¢ KNMEHTaMN, OHW Gy ayT
K BaM BO3BpaLLaTbCsl, MOTOMY YTO Bbl UM HPABUTECh.

— Ecmn Bbl m HpaBUTECb, OHN NOTPATAT 6onbLue [EHET.

— Ecnu oHu TpaTAaT 60o/ibLUe [eHer, Bbl 3aX0TUTe obpallatbes
¢ HUMK nonyduwe. (Kak He yroanTb 4enoBeKy, KOTOpbIi
cobumpaeTca 3annatute Bam 332 000 gonnapos!)



— Ecnn Bbl 06pallaeTech ¢ HUMK XOPOLLO, OHU GyayT BO3-
BpaLaTbCcs K BaM. Kpyr 3aMKHy/cs.

YennoBeKOM, KOTOPbIA MOMOr MHe paccuMmTaTb HacTOsLLYHO
CTOMMOCTb K/neHTa, 6611 Tom MuTtepc. OH BCe Bpems HacTau-
Ba/1 HA TOM, YTOObI Mbl MPUAEPXKNBA/IUCH HALLIErO Kypca U 6binn
6NMKe K KNneHTam.

Ho y mMeHs ywno A0BO/IbHO MHOIO BPEMEHU Ha TO, YTOObI
NOHATb, Kak 3TO cAenatb Ha npakTuke. Bce, UTo A 3HaN BHauva-
Ne, — 3TO TO, YTO Mbl AO/MKHbI CTaTb JyYLLUMM aBTOLLEHTPOM B
Jannace. NI gns atoro, Kak A CKOpO MOHAMA, Mbl JO/MKHbI 6blIn
HanTX cnocob anddepeHLNpoBaTb Cebs OT KOHKYPEHTOB.

CHauana s gymars, 4To Mbl MOXeM ObITb feLleBne BCEX, HO Ha
CaMOM fiefie 3TO COBCEM He TO, Yero Xo4eT 60/bLUMHCTBO MoAeiA.
KOHEeUHO, Kbl X0UeT 3aK/K0UNTb BbIFOAHYIO CAENKY, HO LieHa
OYeHb PefKo ABMSETCHA e4MHCTBEHHbIM KpuTepmem. MNocne noce-
LLLleHUs1 pecTopaHa Bbl BPs4 /i TOYHO NOMHUTE, CKOMbKO CTOUAN
6nt04a, HO Bbl MOMHUTE, MOHPaBUIUCL OHM Bam W/IN HET.

Kpome TOro, Henb3s KOHKYpUpOBaTb TOMbKO MO LeHe. Hesasu-
CUMO OT TOr0, CKOJ/IbKO Mbl 3aMpoCuM, KTO-TO 60/1ee YMHbIN (Ha-
LeaLwnin cnocob 6biTb 601ee 3IMPEKTUBHBLIM) UM 6onee raynbii
(MpOCTO He 3HaKoLWMIA CBOMX 3aTpaT) 3anpoCcuT Ha 401ap MeHbLLE.

WNTak, ueHa He 6blna pelleHnem. Torga s nonbITaacs nocMoT-
peTb Ha Hally KOMMaHWO C TOUKN 3pPeHns KIMEHTOB. W noHsn,
4TO 6O/LLLMHCTBO Nt0Ael BOO6LLE He NH6UAN UMETb [efo C Mpo-
JaBuamu aBTomobuneii. OHM OXKnaany NoceLLeHns aBToLEeHTpa
C TaKMM >Xe YyBCTBOM, C KaKMM COBMpaINCh K CTOMATO/OrY.

1 3HaN 3TO MHTYUTMBHO, HO HE 3Ha/1, MOYEMY TaK MPOMNCXOANT.
Torga Mbl CTanu cripaluvBaTb K/IMEHTOB, MO KaKUM MpUYMHaM
OHW He NIOGAT MMeTb C HaMW [eN0, U OHU BbICKa3a/iM CBOE MHe-
HWe — NHOrAa He CMSAryas BbIpaXKEHUIA.

OHwM roBopuan, 4To BpemMs paboTbl (06bI4HO ¢ 8 fo 15 yacos
C MOHeAeNbHMKA NO MNATHULY) AN HUX HeyfobHO. OHM cunTa-
NN, YTO HEKOTOpble Haln PaboTHUKN rpy6bl, OHN HEHaBUAENN



ocTaBaTbCa 6e3 MallMHbl HA TO BpPeMs, NMoka oHa 6blna Ha 06-
CNY>XVBaHWW; 1 60/bLUe BCErO UM He HPaBW/I0Cb BO3BPaLLaTbCA
MO HECKO/bKY pa3 A5 Toro, YTobbl PEMOHT 6bl/1 HAKOHEL-TO
BbIMOJIHEH MpaBU/bHO. HeKoTOopble OTMETUNN JaXKe, YTO MO
Y Hac YNCT He HaCTOJ/IbKO, HACKOJIbKO CefoBasio 6bl, a Mebesb
BbIF194ANT N3HOLLEHHOW 1 He O4YeHb YA06Ha.

Y HUX He 6blN10 KOHKPETHbIX PEKOMEHAALMI N0 YYyYLLEHNO,
HO BOT MpPO TO, YTO UM HE HPaBW/IOCb, OHX FOBOPW/IN BMOJHE On-
pefeneHHo. OHM rOBOPW/IM O TOM, YTO A1 HUX B&XKHO, — U TEM
cambIM [aBann onpejesieHne BblJAKoLEeMYCs KaueCTBY CEpBMICa.

Kak TONbKO Mbl MOHS/N, Yero XOTAT HalW K/IMeHTbI, Mbl pe-
WA JaTb UM 3TO — Beflb EC/IM UM NMOHPAaBUTCHA UMEeTb C HaMu
[leno, OHM NepecTaHyT Ha Hac OCKaMBaTbLCA U, BO3MOXKHO, 6yayT
NPUXOAMTb K HaMm Yaile. Mbl Hauanm ¢ NpefocTaBieHns UM bec-
nnaTHoli BpeMEeHHOM MaLNHbI, NOKa X aBTOMOOW/b HAX0ANTCSH
Ha obcny>xmsaHun. Cnepsa y Hac 6b110 MATb TakKMX MaLlUuH,
HO CO BpemMeHeM Hall napk Bbipoc Ao 257.

Halum KNneHTbI TakKe roBOPU/K, YTO HE MOHNMAIOT, NoYeMy
Mbl He paboTaeM Mo cy66oTam, — Befb ApYrne MarasvHbl B 3TO
BpeMs OTKpbITbl. B Hauane 1970-Xx HU OAMH aBTOMOOWU/bHBbI
Annep B HalleM wTaTe He paboTan B cyb660Ty MO/HbIN AeHb. Mbl
nonpo6osanu cfenatb 370, U B MEPBbIA Xe YWUK-3HA ABajLaTb
nATb YenoBek nobnarogapunm Hac. W, 4Tobbl caenatb UX XKU3Hb
eLe npotLe, Mbl YBeMUUAN Halle paboyee BpeMs — Tenepb Mbl
oTKpbiBaemca B 7.30 1 3akpbiBaemca B 20.00.

Ho HekoTopble Bewy caenaTb 6b110 HaMHOro TpyaHee. Kak ra-
paHTUpOBaTb, YTO paboTa OyaeT BCceraa BbiMo/HeHa NPaBu/ibHO?
Kak coKpaTuTb BpeMs, KOTOPOE K/IMEHTbI BbIHYXXAeHbl TPATUTh B
aBToLeHTpe? KaK NCKTIOUNTL BCE BO3MOXKHbIE NPO6/eMbl, € KO-
TOPLIMW OHU MOTYT CTOJIKHYTbCS, UMeS ief1o ¢ HaMu?

Ham Hafo 6b1710 pa3paboTaTb YETKYHO CUCTEMY — HO Kak?
A NbITaNCcA NOYEPNHYTb CBEAEHUSA U3 BCEX AOCTYMHbLIX UCTOYHU-
KOB — KHUTU, XXYPHa/bl, KOHCY/IbTaHTbl, — HO HWYTO He Jano
Takoro aghdekTa, Kak MoceLleHre YCneLlHbIX KOMNaHui. Mbl



06LLanmch ¢ I0AbMU 13 aBTOMOOBWNBHOM NHAYCTPUK, a eLle 60/1b-
we nogcmoTtpenu B otenax (Marriott m The Mansion on Turtle
Creek), pectopaHax (McDonald’'s u Lutece), aBuakoMnaHUsX
(American n Southwest). Mbl X0Tenn 3HaTb, KaK y HUX Mosy4a-
eTCs NPefoCTaBNATb MPOAYKTbI U YCYTM HEM3MEHHO BbICOKOMO
KayecTBa.

MbI Hayanm ¢ HaLNX Konnier — npoAasL,0B aBTOMOOWNeR. Mbl
NO3BOHW/IM HECKO/IbKMM [eCATKaM fII0eN B Hallel nHAycTpum
1 CAPOCKNN MX, KTO NpoAaeT aBToMo6unn ny4lle scex. Mocetns
BeZyLliMe aBTOLLeHTPbI U NOrOBOPUB C SII0AbMU, KOTOPbIE TaM pa-
60Tanun, Mbl MOHAMU, KaK BefyT Aena nydllune B CTpaHe aunepsbl.
Mebl 3agasann Bonpocsl, hoTorpadmposasiv U KONMPOBa/IN BCe
4yTO MOI/N.

Mbl no3aMmcTBOBaNIM Maccy uaein. Mbl aganTupoBanm nx
N B HEKOTOPbIX CAy4asx Aaxe YAy4llWav, HO camble yaayHble
MbIC/IM NPULLAN OT NKOLEN, C KOTOPbIMU Mbl BCTPEYasiuCh, 1 OT
npeanpuaTUiA, KOTOPbIE Mbl MOCETUIN. DTU UAEN CTa/n 415 Hac
NyTEBOAUTENEM.

HakoHeu, pa3paboTaB BCe HY>XHble HaM CUCTEMbI, Mbl CMOT /N
HayaTb NpPOrpamMmmy NOCTOSHHO MPOBEPKM TOr0, KakK pa3BmBaeT-
€A Haw 613Hec, 1 TOro, HaCKOMbKO Mbl MPUBAMXKAEMCA K HaLlei
uenm — 6bITb IYUYLLIMMW, — MOCTOSAHHO CrpallumMBas K/IMEHTOB
0 TOM, Yero OHM XOTAT, U AaBas UM 3T0.

Bce aTo 6e3ymHO TpyaHO. Ha BCTpeun yxoamT Bpems, u
ele 60MbLUe ero yxoauT Ha TO, YTOObl 3aCTaBUTb YyXXue uaen
paboTaTb Ha Hac. Ho, pa3 y>k Mbl NOCTaBWAN cebe Lenbio 6bITb
NepBbIMU, HY>XHO UATW Briepes,.

f1 Xxo4y NokKasaTb Bam, Kak Mbl yrnpas/isemMm CBOUM BM3HECOM,
N HafeKChb, YUTO 3TO Bam MNOMOXET, — paboTaeTe NN Bbl B 60/1b-
IO KOMMNaHWN WUn TOMbKO HauMmHaeTe HOBOe feno. B KoHue
KOHL0B, €CNIN HaLl NOAX0A K 06CYXXMBaHMWIO KTMEHTOB CAenan
NMPUATHBIM Ja>ke Takoe Aeflo, KaK npojaxka aBTomMobunei, To
BO3MOXXHO BCe.



|. CnpocuTte K/IMeHTOB
O TOM, Yero OHu XOTAT,
n gante nm aTo



[[naBa 1. KNMeHTbl caMun nNoacKaxkyT
BaM, Kak obecneymBaTtb XOPOLUMN
cepBuUC

Mbl He fenaem HUKaKMX NPeanosioKeHUIA.

Hanpumep, y Hac HeT YyCTaHOBMEHHbIX MpaBu/ 0 TOM, YTO
K/IMEHTA HaA0 NOMNPUBETCTBOBATL B TEUEHWE TPUALATU CEKYHS
UK 4YTO TeneoHHY TPYOKY Hafo NOAHATL He MO3Ke YeM Ha
BTOPOM 3BOHKe. Nofo6Hble NpaBuna co3fatoTcs NabMu, npes-
nonaraloLlyMm, YTO OHWU 3HAIOT, Yero XOoTAT Aapyrve. Mbl He
npegnonaraem HU4Yero. Mbl NbITaeMCA Y3HaTb BCe Y caMUX Kn-
eHToB. Ecnn Bbl AaanTe UM BO3MOXXHOCTb MOrOBOPUTL U Y Bac
XBaTUT BOMIM UX BbICAYLLIATb, OHW CaMW PAaCcCKaXKyT, Yero OHU
XOTHT.

B Hawem 6usHece (Kak 1 B 60/MbLUMHCTBE APYrux) obLienpu-
HATOW ABNSETCA MbIC/b 0 TOM, YTO K/IMEeHTbl HEHaBUAAT, KOraa
npoJasupbl MX aTakyloT HeMe[/1eHHO, eflBa OHWN BXOAAT B [BEPb.
Halwn KoHCcynbTaHTbl FOBOPUAN, YTO CredyeT NO3BOUTb KU-
eHTaM MOorynsaTb N0 TOProBOMy 3aly MUHYT MATb «4/1 aKKIU-
MaTusaumm», Npexxae Yem K HAM NojoiaeT KTo-To U3 nepcoHana.
1 3Hal0 HECKOSIbKO aBTOLEHTPOB, rAe 3TO NPaBW/Io YCTaHOB/IEHO
M cTporo cobniogaeTcs.

Ho 3a Bce Mou rogpl B aBTOMOGMIBHOM GU3HECE A HU pasy He
CNbIWan HX OHOW >Kanobbl Ha TO, YTO HalUM NMpoAasLbl ObiIn
arpeccvBHbl. HanpoTtwmBs, s Nony4un CANLLIKOM MHOFO MMceMm
OT /10feN, KOTOPbIE CHUTA/IU, YTO Mbl 6bIIM HEAOCTATOYHO BHU-
MaTesbHbl.

OTcroa BbIBOA: HET CMbIC/A CNYLLATb, YTO FOBOPAT KOHCY/b-
TaHTbl UM KTO-TO eLle 0 TOM, KaK Bam CneflyeT NPUBETCTBOBaTb



MoceTUTENEA. EAvHCTBEHHOE, UTO BaXKHO, — 3TO TO, YEro XOoTAT
camMu KnimeHTbl. X 1 Hago cnpawmnBeaTtb.

Bot Hawu meToz Y3HaTb, Yero >Xenaet K/NEHT.

BO-I'IepBbIX, Korga OH nogxoAuT K OKHY KacCCbl, €ro rnpocart
OTBETUTb Ha TPW BOMpoOCca TaKoOW aHKeTbI:

Mbl XOTE/IN Bbl Y3HATb...
1. Bbl 3annartnnm
a) MeHblue 6) 60nbLUE B) CTOJ/IbKO, CKOJIbKO OXuganum?

(MoxanyiicTa, o6BeanTE O4MH N3 BapMaHTOB)

2. Bbin nn Baw aBTOMO6W/IL rOTOB B 06eLLaHHOe Bpems?
Ja Het

3. Bbin 1 3TO NOBTOPHLI PEMOHT OAHOI M TOW e HEeMCnpaBHOCTU?
[a Het

BOMbLLOE CMACKBO!

SEWELL
Village Cadillac
CewmeliHas Tpaguums ¢ 1911 roga

3JTa aHKeTa JOCTaTOYHO KOPOTKA, YTOObI KTO-TO 3aTPYAHWIICS e
3ano/iHUTb. Ho, XOTA B Heli BCEro TPY BOMPOCA, Mbl MOXEM Y3HaTb
MHoroe. (1 Ha06oPOT, 3TU XKe TPU BOMPOCa, KakK Bbl yBUAUTE Yepe3
MWUHYTY, NepesatoT Maccy MH(opMaL MK YKe KTMEHTY OT Hac.)

Bonpoc 1 3geck NpUCyTCTBYET MOTOMY, YTO, EC/IN JIHOAN He
YyBCTBYIOT, UTO OHM MOJyYatOT 33 CBOW [EHbIM aflEKBATHYHO
LIEHHOCTb, UM He MOHPaBWTCS UMETb A€/10 C HAMMW, HE3aBMCUMO
OT TOrO, YTO Mbl Je/laeM.

Bonpoc 2 Hy>eH A1 Toro, 4To6bl NPOBEPUTb, CAEPXaIN N
Mbl CBOE C/10BO. Bbina v MallvHa Ha caMoM fefle rotosa B 06e-
LLAHHBIA HaMW CPOK?



W HakoHel, Bonpoc 3 NO3BO/ISET HaMm 3aMeTUTb, YTO Mbl fe-
JlaeM OfMH U TOT XKe PeMOHT CHOBa.

(3Tn Tpm BOMpOCa fobupatoTcsa 40 CepALEBUHbI NGO ycny-
IV 1 ¢ HE6OMbLLMMN U3MEHEHNSAMW MOTYT ObITh 3a4aHbl B 1I060M
6u3Hece. Jns oLeHKM paboTbl PEKIAMHOIO areHTCTBa, HanpuMmep,
MO>XXHO 33aTb TaKue BOMNpOCbI:

— YnoxXunacb N KaMmrnaHus B G10DKeT?
— bBb1n10 1 BCe BLIMNOJIHEHO B CPOK?
— T[lpwnHecna v oHa pe3ynbTaT?

Becb cekpeT — npojgaete Nn Bbl aBTOMOOUNAM WM pekna-
My — COCTOMUT B OnpefeneHnu Tpex Hambosiee BaXKHbIX AN
KNMeHTa Belleid. 3aTem creflyeT yAOCTOBEPUTLCS, YTO Bbl BCE 3TO
npegocTaBnseTe.)

ECnv KNMeHTbI yMatoT, YTO OHW NMNAaTAT 60/1bLUe, YEM JO/MKHbI,
WA ecnn MallvHa He 6blna rotosa B 06eLLaHHOe BpeMs, U UM
NPULLIOCHL fenaTb OAUH U TOT >Xe PEMOHT BO BTOPOI (Unun fgaxke
B TPETWiA) pas, 3HAUUT, Hally paboTy HeNb3sl Ha3BaTb XOPOLLEN.
MbI [O/MKHbI 3HATb 3TO, YTO6bI MMETb LLUAHC XOTSA 6bl N3BUHUTb-
CA Ha MecTe. B 3TOM Cny4yae Kaccup BbI3bIBAET MeHepkepa, KO-
TOPbIA BbICTPO NPUXOAWT, U3BUHAETCA U HEMEAJ/IEHHO MCMNpaB-
NAET MONOXKEHME.

OfHaKo 06bIYHO MbI fief1aeM BECbMa XOPOLLYHO paboTy, 1 Takas
aHKeTa MNo3BOJIIET HaM HaNOMHUTL 06 3TOM K/IMEHTY eLle pas,
1 6e3 BCAKOro xeacTtoBcTBa. OTBET Ha NepBblii BONPOC NOAYEPKU-
BAeT, YTO CUHET OKAa3asICs MeHbLLIE Ka/bKyisiuumn. OTBETbI Ha BTOPOA
1 TPETUA BOMPOCHI HAMOMMWHAIOT 0 TOM, YTO MaLUnHa 6blia roTo-
Ba B 0O6eLLaHHbIV CPOK M Mbl HE [ieN1a/in NOBTOPHOIO PEMOHTA.

O6Lwas uenb 3TUX TPexX BOMPOCOB COCTOUT B YKa3aHWU Ha TO,
YTO HallM aBTOLLEHTPbI Ha camoM fene 3ab0TATCHA 0 CBOMX K/U-
eHTax.

Bbl, HaBepHoe, 3aMeTW/IN: B KOHLE aHKeTbl yKasaHo, YTO Mbl
MpUCYTCTBYEM Ha pblHKe ¢ 1911 roga. YecTHO rosops, A He aymato,



YTO 3TO AaeT HaM KaKune-To JOMNOSIHUTe IbHble 6a/ibl. B 0OCHOBHOM
oY CTaBAT BONPOC Tak: «YTo Bbl cAenanu A8 MeHs 3a nocnes
Hee Bpema?» HoO Mbl ropgMmca CBOel UcTopueli U KOMNaHuel,
KOTOPYH0 OCHOB&J/1 MOV OTeL,; K TOMY XXe, BO3MOXHO, KOr4a toau
BMIAT, UTO Mbl paboTaem Y>ke Tak JaBHO, OHW AyMaloT: «3T0
03HAYaeT, YTO OHWN HUKYAA HEe NCUE3HYT, eCM y MeHs OyayT npo-
6nembi».

Takoke Bbl MO/ 3aMETUTbL CBOBOAHOE NMPOCTPAHCTBO Ha InC-
Te rnoc/e BOMPOCOB, IAe K/IMEeHTbI MOryT Hanncars CBOM KOMMEH-
Tapuw.

ECnv y HUX ecTb BpeMs U XenaHue, OHU MOTyT NOoJe/IUTbCA
C HaMW CBOMM MHeHMeM elle 60see pa3BepHYTO — 3anosiHVB
aHKeTy ¢ 49 BonpocamMn, KOTOPYIO Mbl BK/afblBaeM B Nanky ¢ nx
CYETOM.

(He6onbluaa ncnosedb. MHOro f1eT Mbl aKKypaTHO onpatum
Ba/IM MOKynaTesieil HOBbIX MALUVH U JaXKe He MbITa/INCh Y3HaTbI
YTO HPaBUTCA WU HE HPaABUTCA MOKYMaTensMm nopepXaHHbIX
MawwvH. 310 6b10 ryno. Begb nokynartenu nogepkaHHbIX
MaLLWH TOXe MOTryT CTaTb HALUMMW NOCTOSAHHbLIMU K/TUEHTaMU,
npuHocAawmmn Ham 332 000 gonnapos. A Aymaro, YTO He Mbl
OfHW MpeHe6perasin 3TUM CerMeHTOM pPbIHKA, HO Ternepb Mbl
MOMHUM 0 HeM.)



AHKETA

1. CKonbKo pas3 (MpUMepHo) Bbl NONb30BANMCh YCyramMy HaLLero cepsuca 3a MocneaHuii roa?  pas.
Koraa Bbl 611 B HalleM CepBHce B NOCNeAHUI pas:

2. Y Bac 6binv TPYAHOCTM € NOMCKOM OTfena cepsuca? [Ja_ Her_

3. Korga Bbl npubbin B cepsuc, no3gopoBanmch M ¢ Bamn?  Oa_ Her

4. Kak o6Lianch ¢ BaMn Halun cekperapn?

OueHb npofheccnmoHansHo_ OTyacTi npodeccmoHansHo_ HenpodeccnoHansHo _

5. Mocne T0ro Kak ¢ Bamu No3f0poBainch, CKONbKO BPEMEHW BaM NPULLINOCH XAaTs Mactepa?
_ MMHyT

6. Mokasanock N Bam 310 OXuAaHWe canwkom gonrum?  Oa_ Het_

7. ficHo N 06BACHMN BaM MacTep, Kakve npobnemsbl y Bawlero asromoouna? a_ Het_
8. [lanm N Bam OLieHKy cTouMocT pemonTa?  [fa_ = Het_

9. lann v Bam OLEHKY Cpoka pemoHTa? [fa_~ Her_

10. Hawa KomnaHua npegnaraet HeCKONbKO Cnoco6oB onnatbl. O6BACHWAM 1 KX Bam?
Oa__ Her__

11. HackonbKo Bbl OBOMbHbI B LIENOM 06LLEHNEM ¢ MacTepom?

OueHb foBONeH__ Oryactn oBONeH HelitpanbHoe OTHOLWEHWE

Oruactvt HefoBoneH__ OueHb HefloBONEH

12. Bam 13BECTHO, YTO, €C/M Bbl MOKYMa/I HOBYIO MALLIMHY y HAC, Bbl MOXETE 3aKa3aTb BPeMEeHHY0
MallMHY Ha Bpems pemoHta?  [a Het

(Ecnm Her, nepeiiguTe K Bonpocy 15)

13. Bbl 3HaeTe, YTO Hy350 caenatb, YTo6bl 3aKa3atb BPEMEHHYIO MalwmHy?  fla_ Het_

(Ecnm Her, nepeiigute K Bonpocy 15)

14. Bam NpuXOAMNOCH 3BOHUTb HAaM [151 3aKa3a BPEMEHHO MalwmHbl?  da_ HeT_

(Ecnm Her, nepeiiguTe K Bonpocy 15)

14a. [ipyxento6HO N1 Ben cebs NepcoHan, 3aHNMaroLLMiics BpeMeHHbIMU MaLLnHamn?

Aa_ Her__

146. bbina N Bam NpefocTaBneHa BpeMeHHas MallvHa no Balemy pe6oBanmio?  [a Her
14B. Bbina 1 BpeMeHHas MalluHa 3anpasneHa 6eH3NHOM, Korga Bl nonyunnv ee? [da Het

15. Korga Bbl nocnefHuii pas 6blan y Hac, BOCMONL30BAMCh /W Bbl HaLLell MaLLWHON Ans KIMeHTOB?
Ja Hert (Ecnm Her, nepeiiguTe K Bonpocy 19)

16. HackonbKo Bbl GblM YAOBNETBOPEHbI YMCTOTOM MALLUHBI 4151 KIMEHTOB?

OueHb fioBoneH__ OTyacTv fioBofeH__ _  HeliTpanbHOe OTHOLIEHME

Oryactv HefoBoneH . OueHb HefjOBONEH

17. CKONbKO BPEMEHM NMPUMEPHO Bbl OXMAAM MaLLUHY Al KIMEHTOB?  _ MUHYT

18. Bbin 1 BOAMTENb MaLLMHbI 151 KIMEHTOB npodeccuoHaned? [fa_ Her_

19. Korga Bbl GblnM B HaLLeM OTAeNe CepBiuca, BaM NPULLNOCH BOCNONb30BATLCA KOMHATOW 0XUAaHNSA?
Oa_ Het___ (Ecm Het, nepeiigute K Bonpocy 22)

20. Hawa KoMHaTa oXupaHus Gbina yuctoid? Aa_ _ Het_

21. Tam 6binv cBOGOAHBIE MecTa And cugenna? da_  Her_

ABTOCEpPBUC NpefnaraeT KAMEHTaM NOABe3TU UX B yAOﬁHOE ANA HUX MeCTO Mnoc/e Toro, Kak
OHW cAanu MallnHYy B PEMOHT.



22. Bam N03BOHUMM, YTOGbI NPOMH(OPMMPOBATL 0 FOTOBHOCTW Ballero astomoouna?  Oda_ Her__

23. Yepes CKOMbKO ryKOB Halll COTPYAHWK NOAHSN TPYGKY TeNedioHa, KOraa Bbl 3BOHUMM HAM?  _ TYAKOB
24. Mbl 0TBEYA/M TOYHO Ha BalW BOMpoCkI no TenedoHy?  Ja_ Her

25. Mbl pasroBapuaim no TenedioHy Beximso?  fa_ Her_

26. Mbl CMOI/M BaM NOMOYb, KOT/ia Bbl 3BOHWAM Ham no TenedioHy?  Ja_ HeT_

27. PemoHT/06Cnyxu1BaHue 6b1n1(0) NpoBeseH(0) NpaBuUibLHO B NEPBOE Xe Ballle NoceLleHne cepuca?
Ja Hert
28. HackonbKo Bbl YJ0BNETBOPEHDI NPOBE/EHHBIM HaMI PEMOHTOM/0BCyXNBaHNEM?

OueHb goBoneH__ OT4yacTvt joBONEH__ HeliTpanbHoe OTHOLeHne

Otyactn HegoBoneH_ . OyeHb Hef0BOMEH

29. Bbin v Ball aBTOMOGW/b TOTOB B CPOK, OGELLaHHbIA Hamu?  Ja_ HeTt_

30. CKONbKO NPUMEPHO BPEMEHW BaM MPULLNOCH XAATb B O4EPEAN K OKHY KacChl?  _ MUHYT
31. bbin m kaccup Bexms?  fa_ Her

32. Kaccup cMor Bam B Yem-To nomoub?  fla_ Her_

33. Ecnm y Bac 6bin BOMPOCHI 0 TOM, YTO BbIN0 CAENaHo C BalMM aBTOMOGUNEM, Mbl CMOIN OTBETUTL
Ha HUX?  Oa_  Hert

34. Bbina M OKOHYaTeNbHas CTOMMOCTb PEMOHTA/0BCYKMNBAHWS MEHbLLE MM paBHA CYMMeE OKOHYa-
TeNbHOW Kanbkynsauum? — Aa Her.

35. Bblnv nn, No BalleMy MHEHUI0, UCMOoNb30BaHbI BCE NPUMEHUMbIE K JAHHOMY PEMOHTY rapaHtum?
Aa__ Her

36. Mocne TOro Kak Bbl OTOLLM OT KACCbl, CKOMbKO MPUMEPHO BPEMEHM BaM MPMLLTOCH X/aTb Ball
aBTOMOGMNL?__ MUHYT

37. O6BACHUN NN KaccUp TOYHO, Kyaa byfeT focTaBneH Baw astomobuns?  [da_ Her

38. BbiN 1 B MaLLVHE OXWAALLMIA BAC COTPYAHMK, KOTAA Bbl MOAOWM K Held?  da_ Hert
(Ecnu Her, nepeiiguTe k Bonpocy 42)

39. 3107 cOTPYAHUK 6bin ApyxentobeH? Oa_ Hetr

40. Kak 6bl Bbl OLEHWUM €ro BHELLHWiA BUA?

OTMYHBIN Xopowunid CpepHuii Mnoxof
41. CKasan n Hall COTpyAHUK «cnacnbo»?  [a Hert
42. Bbin 11 Baw aBTOMOBWUNb YMCTBIM NPX ero nonyyeHun?  Oa_ Hert

43. HacKonbHO Bbl Y0BNETBOPEHbI B LIENOM paboToii HALLero oTAena 06CnyKMBaHUA?

OyeHb foBONEH Oryactv JoBoneH HeiitpanbHoe oTHOLLEHNE
Otyactn HefoBoneH__ OyeHb Hef0BOMeH,
44. Bbl nokynanv sawl aBToMo6unb B Halweii komnanun?  Oa_ Her.

44a. Ecnv Ja, Bbl MOKYNanu ero HoBbIM WW NogepxaHHsiM? — HoBbIM___MogepxaHHbIM

446. Ecnu Bbl NOKyNamm B AipyromM MecTe, T0 Y Kakoii (upmbI?

45, Kakoro roga Bbinycka Ball aBTOMO6UNb?
46. MopeKoMeHyeTe NN ey HALL OTAEN cepsuca cBoemy apyry?  [a Hert

47. Kak 3Ba/m BaLlero macrepa?

48. 3anoMHWICS M BaM KTO-TO W3 HALLMX COTPYAHWKOB, KOTOPbLIA CAenan Balle NocelieHue Hallero
cepauca Gonee NPUATHLIM?




49. Xotenu Gbl Bbl NPUHATBL yyacTvie B Hawel okyc-rpynne? Oa_ Het

ECTb N y Bac NPENOXeHNs 0 TOM, Kak Mbl MOXEM 0GCNyXMBaTb Bac NnyyLle?

BonbLLoe cnacnbo, YTo Bbl CMOMAW NOAENMTLCA BalMM OnbiTom o6enyxvBaHus B Sewell Village.
Haw npuHumn: «Mbl npegoctasim 100% KauecTBEHHbIX TOBAPOB U YCNYT TOYHO BOBPEMS».

SEWELL
Village Cadillac
CemeiiHas Tpagmuma ¢ 1911 roga

Bce onpockl cTporo Heob6a3atesibHbl. Mbl MOr/IM 6bl MOMYYUTH
TaKyto >Xe UH(HopMaLmio, NO3BOHMB HalIVM K/IMEHTaM LOMOW,
HO 1 caM He /OG0 TaKMe 3BOHKWU: KadKeTCs, UTO OHM Bcerga
pasgaroTcs Bo Bpems obefa mnm Korga s urpato ¢ getbMu. Ckopee
BCero, 60/bLLIMHCTBO HALUNX K/TMEHTOB AyMaeT Tak xe. Noatomy
BMeCTO Teflet)OHHbIX OMPOCOB Mbl fjaeM UM Hally 60/bLUYI0 aH-
KeTy 13 49 BONpPOCOB, KOTOPYIO OHU NPW XXenaHnm MoryT 3anoj-
HUTb 1 nocnatb Ham. (Okono 35% M3 HUX JenatoT 370.) TOT, KTO
He X04YeT, MOXKeT BbIKUHYTb BCe 3TO B KOP3UHY.

Mbl He XOTUM [OKYyYaTb HalLIMM KAneHTam. Mbl fjaem UM Bce
BO3MO>XHOCTW CKa3aTb, YTO OHW 0 HAac AyMatoT, HO He 0653biBaeM
MX K aTOMy. ECiM OHWM He XOTAT roBOpUTL — XopoLuo. Ecaun xo-
TAT — Mbl NOCTapPaemMcs MakCMMaslbHO YNPOCTUTb AN HUX 3Ty
npoueaypy. Mbl npegnaraeMm MM OTBETUTL Ha TPWU BOMpoca y
OKOLLIKa Kaccupa; y Hac ecTb 1 6ofiee A/IMHHAsA aHKeTa, KOTOpPYHo
OHU MOTYT MNPV >XeNlaHUU 3amnoSIHUTL; U eC/IN Y HUX ECTb YTO eLLle
CKa3aTb, Mbl B KOHLIE 3TOI aHKeTbl crpaLuMBaem 1x, He XOTAT Nn
OHU MoyyYyacTBoBaTh B (JOKYC-rpynne.

O6s3aTeslbHO crpallvMBaiTe KIMEHTOB, Yero 6bl UM XOTEOChb, HO
crnpaluvBaiiTe BEXMBO W He AaBuTe Ha Hux. Mpepgnaraiite onpochl
B Takoli hopmMe, UTOGbI KIMEHTbI MOI/IM UTHOPMPOBATL WX, C/IM OHU
He XOTST y4acTBOBATb.



dOoKyc-rpynnbl Ype3BblHaiHO 3PGPEKTUBHBLI. ITO CNOCO6 Npo-
BEPUTb, HACKO/IbKO XOPOLLO Bbl paboTaeTe, MOTOMY YTO Bbl Cripa-
LUMBaeTe KNIMEHTOB, HPaBUTCA I UM MMETL C BaMW feno. Bbl Ha
camMOM fiefle flaeTe UM BCe BO3MOXKHOE W/IN XKe MPOBa/IMBaETECh
B KaKMX-TO 06/1aCTAX, 0 KOTOPbIX AaXe He UMeeTe NOHATUA?

Kpome Toro, hoKyc-rpynrisl MOMOratoT HaMm yAep>KnBaThb eu-
Hble CTaHAapPTbl 4719 BCEX (MINAMOB.

lMoka Mbl pocnn, A NOHS/, YTO yNnpas/eHNe Ha CBOUX ABOUX
3(p(heKTMBHO [0 Tex Nop, NOKay Bac eCTb TO/IbKO OAVH MarasuH,
HY, WK1 aBa. To eCcTb NMOKa Bbl MOXeTe YBUAETb BCe, YTO Mpouc-
xoauT. Ho aTo nepectaeT paboTarb, KOrgay BaC MHOIM0 MarasvHos,
CKNafioB MM ohrcoB N Bbl He MOXKETe MOTPATUTb AOCTATOYHO
BPeMeHU Ha Kaxkablli. BaM HY>XHbI JONO/THUTENIbHbIE NCTOYHUKN
MHopMaLmn — Hanpumep, PoKyc-rpynribl.

MbI cHavania BOCMPUHUMaIN (DOKYC-IPYMMbl KakK poj, HEKOA
Marum Byy, HO 0Ka3alocb, YTO Ha CamMOM fefle 3TO OYEHb MPOCTO.
Mbl (8 UV OAMH U3 HALLMX CTapLLINX MeHe>KePOoB) rnpuriawlaem
B OhMC AecATb-ABeHauaTh HaWnX KIMEHTOB U HAUMHaeM 3aja-
BaTb BOMPOCHI O TOM, HACKO/IbKO UM HPaBUTCA UMETbL C HaMu
[leno, B YeM OHU BUIAT HaLLM CUJIbHbIE U clabble CTOPOHBI. MoToMm
Mbl OCTaHaB/IMBaEMCSH Ha KakoW-TO oThenbHol obnactu. K npu-
Mepy, 3ajaeM eCATOK BOMNPOCOB 0 paboTe Hallero cepsuca. (3tu
BOMPOCHI Mbl 6epeM NPAMO U3 Hallel 60/bLUION aHKeTbl.) B apy-
rovi pas Mbl 6ecegyem 0 TOM, Kakme YyBCTBa HallUW KNEHTbI
MCMbITbIBAIN B NPOLecce NOKynKW. Bam 6b110 yA06HO roBopuTh
€ HaMn? MbI 3HaNM NPOAYKT, KOTOPLIA Npegniaranv sam? Mo3so-
HW/ NN Hall NpoJaseL, BaM B TeUeHWe ABYX Hefesb, YT0oObl yaoc-
TOBEPUTLCS, YTO C BalLE MOKYMKOW BCE B MOPAAKe?

MbI pa3roBapvBaemM OKOJI0 MOMYyTOPa Yacos, NMOTOM 6naroga-
pUM YYaCTHMKOB U AapyM Ha NpOoLLaHne Habop XOPOLLMX pyYekK.
KnveHTam faxke HpaBUTCA y4HacTBOBaTb B TaKMX BCTPeYax.

OT16upas nogein ana okyc-rpynn, Mbl XOTUM 6bITb YBEPEH-
HbIMW B TOM, YTO OHM TOYHO MPEACTaBASAT KPYr HalUX Ku-
EHTOB M Tex, KOro Mbl XOTenu 6bl BUAETb B KayecTBe Hallmx



K/IMEHTOB. 3TO 03HAYaeT, YTO Mbl MPOBOAMM YETbIPE NN NATb
(hOKyC-rpyrnmn rno Kaxaomy OTAeNbHOMY BOMPOCY, YTO6LI rosny-
UYNTb TOYHbIE AaHHbIe.

Korga Mbl TONbKO Ha4YMHaIM NPOBOANTL (POKYC-rpynrbl, 1 OT-
HOCWU/ICA K HUM CKENTUYECKU. A He Aymas, yYTo /ogn MoryT
CKasaTb YTO-TO HeraTMBHOE O Hac, HaxoAsACb C HamMW B OAHOM
KOMHaTe. Ho 1 oka3asca He npas. Yem 60nbLue B rpynne ntogei
N YyeMm [ofblle MAeT BCTpeya, Tem BbiLle LaHChl yC/blwaTb OT-
KPOBEeHHble 3aMeyaHuns. Ha BTOPOM UM TPETbLEM MOJTyyace KTo-
TO HEOXXMAAHHO NponsHeceT: «[103B0JIbTe MHe CKa3aTb, KakK BCe
06CTOUT Ha CamMOM fefie» — W1 C 3TOF0 MOMEHTA Bbl MOXKETE ObIThb
YBepeHbl, YTO YC/bILLWTE MPaBay.

KoHeuHo, Nopoli y4aCTHUKU FOBOPAT BCAKWUIA B340P, HO Mbl
cTapaemcs (punbTpPoBaTh 3TO. ECM Mbl FOBOPUM C COTHEN Yeno-
BeK, 06a3aTeNbHO 6yaAyT NMONsSpHble MHeHUsA. Mbl Bcerga crapa-
€MCSl HANTUN 30/10TYHO CEPESVHY.

f1 NOHAN elle OAHY BeLlb: HE UrHOPUPYITe rybokKo cnps-
TaHHble peakLUMn HEKOTOPbIX NH0AeN TObKO MOTOMY, YTO 3TO
He Touka 3peHus 6onblumMHcTBa. Korga B kKopriopauuu Ford
nccnegosany Taurus, OHU OB6HAPY>XXUNK, YTO MOSIOBMHE OMpo-
LLeHHbIX HPaBUTCS €ro BHELLUHWI BUA, a Apyras NofoB1Ha HeHa-
BMAMWT €ro, Tak YTO OKOHYaTE/IbHbIM PENTUHI COCTaBSAN BCErO
4.5 n3 10. Ho yuTtuTe, 4TO NONOBUHE NOAEN OH MoHpaBu/cs!
W nonosuHa, Korga Bbl FOBOPUTE 0 YMC/e Nt04el, NOKYNatoLmx
MalLWHbI, — 3TO YepTOBCKM MHOro. Tak yto Ford npuctynun
K NPOWN3BOACTBY.

Bonee Toro. MlHorga cTouMT NPUCAYLLIATECA K KOMMEHTapuio
BCErO /INLWb OAHOr0 YesioBeka. A 3arnoMHUA (POKyC-Tpymnny, Ha
KOTOpPOIi Mbl 06Cy>aann Hyundai n oanH 4enoBek cKasasl, uTo
OH BO3HEHaBMWe/ Hally nporpammy npenocTtasfeHnss BPeMEH-
HbIX aBTOMOBW/IEN, KOTAa Nprexan B CEPBUC U eMy CKasau, YTo
ceiiyac HeT MalUMH Ha NogmeHy. Hallu ynpaBnstoLmin KNscs,
YTO Y HEro Bcerga 6b1/1M BpeMeHHble MaLUWHbI, HO B peYn KIMeH-
Ta 6blI0 YTO-TO TaKoe, YTO 3acCTaB/IA/I0 eMy NMoBepuTL. XKenas



MOHATb, KaK TaKOe MOF/I0 MPOM30IATU, S MPOBesl HeGOMbLLYHO
NMPOBePKY 1 06HAPY>KW/, YTO 3TOT YNPaB/sOLNIA BCE-TaKn
HECKO/IbKO pa3 felicTBATENbHO OTKa3blBas K/ivMeHTaM. BmecTo
TOro 4YToGbl 3aKa3aTb GOJblUE BPEMEHHbIX aBTOMOGWEN, OH
npegnaran noasm o6paTUTLCA TOrAa, KOrja ocBo6oaaTCs 3aHs-
Tbl€ MaLLUUHbI.

Mbl 3aMEHW/IN 3TOr0 YNPaB/ISOLLENO, U Celiuac, ecim Mbl FOBO-
PUM, YTO Bbl MONYyUUTE «XeHali» Ha 3aMeHy, Bbl ero rnony4uTe.

Moy 06s3aTeNbHO CKabKYT Bam npasay. ECiv oHW 3anosHu-
N1 6OMbLUYI0 aHKETY M MOTPaTU/IM BPEMS Ha yuacTue B (hOKyC-
rpynre, 3HA4UT, OHU U B CAMOM fiefle XOTST paccKasaTb BaMm, UTO
OHM YyBCTBYOT. Mbl C/yLLIAeEM OY€Hb BHUMATESILHO.

OCHOBHbIE BbIBOAbI

— He genaiiTe npeAnono>KeHuii 0 TOM, Yero XOTST KIMEHTbI.
OHM camu XKaxayT COOBLLMTL Bam 3TO.

— JlaliTe M BO3MO>KHOCTb BbiCKazaTbcs. Caenaiite He60Mb-
LUYHO aHKETY — He 60/bLUe 5 BONPOCOB, a yulle BCero 3, —
C(HOKYCMPOBaHHYO Ha Hanbosee BaXKHbIX acrnekTax obLLe-
HUA KIIMEHTOB C BaMW.

— nMMpocToit cnocob nonyunTb 100% 0TBETOB — AaTb 3Ty
aHKeTy B TOT MOMEHT, KOrja K/JIVEHT pacn/aynBaeTcs.
Torga OH CMOXET 3aro/IHUTbL ee 3a TO BPeMsl, MoKa Bbl
BefleTe pacyeThl.

— He HagoepaiiTe KnneHTaM. Ecnm nogu He XoTAT 3anos-
HSTb aHKETbl  HWYEro cTpallHoro. He 3actaBrisiiiTe ux.
He HauMHaliTe 3BOHMTbL UM MO Beuepam Wan NpucTaBaTtb
K HVM, NMOKa OHU XOAAT MO MarasuHy. 3aroMHuTe: rnaBHas
naes onpoca — cfenatb Tak, YTobbl Noau 6bIIN cyacT-
NMBbI BECTU ¢ BamMu aena. Ecnv Bbl UM HafloejaeTe, Y HUX
He MosTyYnTCs 6bITb CHACT/IMBLIMMU.



(naBa 2. Ecnu KNneHT 0 yemMm-nmobo
NpoOCuT, OTBET BCcerga — «aa»

UTo6bI 3acTaBUTb paboTaTb Hall cnocob BegeHWs GM3Heca, Mbl
[OMKHbI y6eanTb Bac B TOM, YTO CyLLeCTBYeT HedTo 6Gonee
LeHHoe, YeM AeHbrn. Pa3 Mbl He camble [eLleBble, 3HAYUT, Mbl
JOMKHBbI NPELNOXKNTbL BaM YTO-TO Apyroe, YTobbl Haw 6usHec
6bl/1 ycnewHbIM. OTO «4YTO-TO» — YyA06CTBO. Mbl yCcTpaHseM
npo6nemMbl. Mbl NbiTaemca caenatb Bally >XU3Hb ferve.

Kaxkablil pa3, Korja KNneHT cnpallivBaeT Hac, MOXEM /i1 Mbl
caenatb UTO-NMB0 AN HEro, y Hac O4MH OTBET — «fda». Ecnn Bbl
3ax/10MHYNN ABEPb, OCTaBUB K/THOUM B MALLUMHE, NIX NPOKO/10/n
LUVHY 1 Ternepb 3BOHUTE HaM 1 MPOCUTE O MOMOLLM, Mbl OTBETUM:
«KOHEeYHO».

Pa3ymeeTcsi, Mbl HE CMOXXEM MOKPACUThb BaLll JOM UMM BbIMbITb
OKHa: Mbl BCe-Taku npogaem aBTomobunun. Ho korga Batu 3anpoc
KacaeTcs Hallero 6usHeca, Mbl OTBETMM MONOXUTENbHO. Beerpa,
KOrAa BO3MOXHO, Mbl CTapaemcsi MOMOYb CBOMM K/IMeHTaMm.

BoT moii ntobumblii npumep. Y Hac 6bls1a NOCTOAHHAA K/TMEHT-
Ka, KOTopasi >Xunna ogHy NonoBuHy roga B [lannace, a BTOpyt0 — BO
dpaHumn. OgHaxbl, cobmpasch yexartb 13 NMapuxa, oHa rnos-
BOHM/Aa HaM M COO06LMIA, YTO Mepes BO3BpaLLEeHUEM [AOMOI
cobumpaeTcs NPOBECTM HEKOTOpOoe Bpems B Hbto-Mlopke, HO He
X04eT apeHA0BaTb Tam MaLumMHy. OHa ckasana, YTo BCe apeHAHbIe
MalVHbl B Hblo-Mopke rpsisHble 1 HaCKBO3b NpoONax/an cura-
peTHbIM AbIMOM, U cnpawmBana, He MOranM 6bl Mbl apeHA0BaTb
AN Hee MaluvHy B [lannace, neperHath ee B Hbo-/10pk 1 nepe-
fJatb Tam eil. Mbl cenanu Bce MMEHHO Tak.



VTak, ecnv KIMEeHT cnpawimsaeT, MOXeTe /i1 Bbl cAeflaTb YTO-TO
AONA Hero, OTBeT Bcerga «aa» — npu ycnosun, 4To 3arnpoc xoTb
KaK-TO KacaeTcs Ballero 6msHeca.

HekoTopeble nogu, Korga Mbl pacckasbiBaemM UM Mpo 3TOT CMo-
co6 BegeHUs BU3Heca, rNAgAT Ha Hac C YCMeLLKON. OHW FroBOPST,
YTO 3pA Mbl TaK Hanpsaraemcs, Hanpumep, NoAbICKMBasA BoaguTe-
NA 4Ns YenoBeka, KOTOPbI Kynwua 'y Hac IMMY3uH, — Befb 3TO
He Hall OCHOBHOW 6u3Hec. HO Mbl 3Haem, YTO 3TO UMEHHO OH U
ecTb! Hawa pabota — 3a60TUTBLCA 0 K/IMEHTe HACTO/IbKO XOPOLUO,
4yTOObI OH MPOAO/KAN BO3BPALLATLCA K HaM [0 KOHLA CBOeW
YKN3HWN.

Bot, HanpumMep, Bbl NpuieTaeTe B a3poropT B AeBATb HacoB
Beyepa, XOTUTE OTKPbITb CBOKO MalUMHY, a K/HoY JIOMaeTcA
B 3aMKe. Bbl 3BOHMTe AOMOIi B Hagexae nonyvmTb 3anacHol
K/H0Y, a TaM HUKOro Het. Kpacora!

Tenepb NpefcTaBbTe: Bbl 3BOHUTE B Hall aBTOLEHTP, U Mbl
Mocbl/IaeM K BaM MalLUMHY TEXMOMOLLM; Hall COTPYAHUK Ha Mec-
Te U3roTaBAMBaET AJ151 BaC KoY, roBopuT: «Cnacunbo, 4To BCroM-
HWUAW O Hac» — W yeKaeT, He B3AB feHer. UTo Bbl nogymaeTte?
Bbl nogymaeTe, YTO Mbl OT/INYHbBIE MaPHW.

Bpann nu mbl 3a 31O feHbrn?

Tonbko MHoOrga, Ho 06bIYHO — HeT. Hall noAxog Takoii: ecnm
6bl Baw gpyr obpaTtunics K BaM € Takoi Npocb60oii, nonpocunm
6bl Bbl €ro onfaTnTbL 3Ty ycayry? A ecim 6bl Bbl OCTa/IMCL CHa-
PY>XM MaLUVHbI 6e3 KtoYeid 1 NO3BOHWUAV ApyTY, NOTpe6oBan Obl
OH [leHer 3a TO, YTO NoABe3 Bam 3anacHoi kntou? Het. N mbl Toxe
He Tpebyem.

JTO NpoCTOW 34paBblii cMbIc/. Ho faBaiiTe MOroBopuM 0O TOM,
KaKoW B 3TOM e€CTb 3KOHOMWYECKNIA CMbICH.

MNpeanonoxum, 4TO HaM Takas noesgka obownack B 25 oon-
napos. Hemano... A Tenepb Nofgymaiite 0 CTOMMOCTU PagnNopeK-
nambl. Y Hac B Jannace 60 ceKyH[ peknambl B MMKOBOE BPeEMS
Ha NonynspHoOIi cTaHumm ctouT 700 foNNapoB.



3a 25 ponnapoB Mbl (BepOSAITHEE BCEro) Moayyuan KameHTta
Ha BCHO >XM3Hb. A CKOJ/IbKO K/IMEHTOB Ha BCHO XXN3Hb Mbl CYMeeM
nony4ymtb, 3annatmse 700 gonnapos 3a pPagnoponvk? YTto Bbl
ckasanm? 28? (3T1o 700, nogeneHHble Ha 25.) Becb MOWA OMbIT ro-
BOPUT O TOM, UYTO Takoro Yncsa KNMeHTOB Ha BCH XXN3Hb OAUH
pafnoposINK HaM He NPUHECET...

Tak 4TOo XXe, Bce GecnnatHo? KoHeuHo, HeT. Ecim Ham Haao
BblexaTb M MOMEHATb aKKYMY/IATOP UKW FreHepaTop, Mbl NMOMpo-
CVM ONNAaTUTb UX LIEHY 1 0ObIYHYHO CTOMMOCTb paboTbl. Ho ecnv
MPONCXOAUT UYTO-TO 3KCTPaopAuHapHOe, Harpumep rosioMkKa
K/0Ya, Mbl He ByfleM BbICTaB/ATL cyeT. Mbl MPOCTO MOMOXKEM.
M Hawu KN1eHTbl 3aXOTAT UMEeTb C HaMW [ef10 CHOBa, CHOBa
CHOBa.

OCHOBHbIe BbIBOAbI

— B TOT MOMEHT, Korga KIMEeHT roBOpUT: «A He CMOIH
Obl Bbl...», Bbl JO/TXHbl ObITb FOTOBbI CKa3aTb «Aa», AaXKe
ec/1 Bbl MOKa He MpeAcTaB/sieTe cebe, Kak chenatb TO,
UEero OH XOoYeT.

— TposiensiiTe rM6KocTb. Bbl nogcTpUraeTe ny>kaiiku, a Ba-
LUEMY K/IMEHTY HY>KHO BbIJIeUnTb AepeBo? HaiignTe ons
Hero creuyanucTa. Ecnm oH ocTaHOBWACA B BalleM oTene
1 MPOKOSION KOJIeCco, NOMeHsliTe ero. Momorute Baliemy
K/IMEHTY.

— He 6epnTe feHer 3a Takue JONONHUTENbHbIE YCAYTH, KOTO-
pble SABMSAKTCA NOMOLLI0. Ecnn 6bl Bbl HE MOMPOCKN
Apyra onjatuTb Takyto MOMOLLb, He MPOCUTE M K/INEHTA.
He BonHy#TeCh, Bbl 3apaboTaeTe B OyayLieM — 60/bLLUE,
4em MOXKeTe cebe NpeAcTaBuUTh.



(naBa 3. 3abyabTe 0 TOM,
4YTO Takoe pabouyme vachl

O6cnyXuBaHune KNMEHTOB — 3TO paboTa 24 yaca B CyTKW. Bo Bcs-
KOM C/lyyae, OHa A0/KHa ObITb Takoi. Bo-nepBbIX, KIMEHTbI MHOTAa
MOryT NMOMNPOCUTL Bac cfenarb YTo-To nocne 17.00 nnv B BOCKpece-
Hbe. Pa3 y>k Mbl 4OroBOopwInuCL O npasusie «Korga KIveHT 0 YeM-
M6O MpocuT, OTBET BCerga — “Aa”», TO ero cneayet NPUMEHUTb
N B 3TOM Cllyyae.

EcTb 1 BTOpas, 60onee doyHAaMeHTaNbHas NpUYMHa 4as T1oro,
YTO6bI 3a0bITb MPO MNOHATUE «paboyee BpeMs». Kak Mbl MOXeM
06CTY>XKMBaTb KIMEHTA Ny4lle BCEX, €C/IM Mbl 3acTaB/IIEM €ro
npucnocabnmeBaTtbCs K Hallemy pacnucaHnio? o onpegeneHnio
3TO A4N151 Hero Hey06Ho.

Mbl fomkHbl paboTaTb Torga, Korga OHU XOTAT, a He Torga,
Korga XOoTUM Mbl.

Mbl MMEHHO TaK M nocTynaem. Mbl CcUHaCT/IMBbI AOCTaBNATb
MaLLMHbl (MHOTAa — NepeBsi3aHHbIE IEHTOYKaMKM ¢ 6aHTMKaMK)
K AOMaM HalUMX K/IMEeHTOB B UX OHW POXAEHUA, TOAOBLUMHBI,
Beuepa nepen PoXxXaecTBOM — [aXke eC/ii 3TO BbIXOAHblE UK
npasgHUYHbIE OHW.

Mbl 6yfieM cUacT/IMBbl BCTPETUTbL KOrO-TO B HALLEM aBTOLIEH-
Tpe B BOCKpPeCeHbE YTPOM 1 MNOKa3aTb MY HalUW MalLUnHbI. Jaxke
€C/IN OH NPUAET B NMKame, Mbl He 6yleM NPOTeCTOBaTb.

Bbl MOXeTe npuexarb TOMbKO B [1eBATb, a Mbl 3aKpblBaeMCs
B BoceMb? He npobnema. Mbl NogoXxaem.

HekoTopble MOryT? nogymartb, UTO TakOi MPUHLMI Hawleld KoM-
NMaHuM MOXeT BbITb 60/1€3HEHHBLIM /15 €6 COTPYAHMKOB. HO Mbl Tak



He gymaem. Befb Mbl cobupaemMca NpoaaTb KANEHTY MaLUUHY,
1, BO3MOXXHO, He OfiHY, eCc/i1 paccMaTpmBaTb 3TO B A0OJITOCPOY-
HOW nepcnekTuse. Pagn 3Toro MOXHO NMOACTPOUTLCA NOJ ero
rpacuk.

MoxkeT 1 3TO 6bITb HEYAO0OHbIM Ans Hac? KoHeuHo. Ho gon-
YKEH SN KIMEHT GECMOKOUTLCA O TOM, YTO Mbl MOXXEM 0MO34aTb
Ha Y>XMH? HeT, Hac BOJIHYET TO/IbKO TO, Yero XO4eT K/IMEHT.

Mbl XOTUM cAenatb ero >XM3Hb Kak MOXKHO npolle. [asalite
paccMoTpUM, HanpumMep, Kak 06CTOAT Aefla B HaleM aBTOLEHT-
pe Cadillac.

Mbl yCTaHOBW/IM NPaBW/Io, YTO BCe HalUW MPOAABLbI U MacTe-
pa JaloT KMeHTaM HOMep CBOero AomallHero TefiehoHa — Ha
cny4aid, ecnn notpebyerca nomouwb. Ho gaxe ecnn y Bac no
KaKUM-TO MPUYMHaM B HY>XXHbIi MOMEHT HE OKa3anioCb Mof, PyKOii
3TOro Homepa, He 6eaa. 3BOHUTE B aBTOLEHTP. lMocne Toro kak
Mbl 3aKpbl/IN €r0 Ha HOYb, TaM OCTaeTCs OXPaHHWUK, KOTOPbIi
MOMOXET CBA3ATLCA C HY>KHbIM Ye/IOBEKOM.

Ckaxem, ceiiyac NSATb YacoB yTpa. Bbl cobupaeTech BblexaTb
13 oMY — 1 06Hapy>XMBaeTe, YTO Y BaC MPOKO/IOTO Koneco. (Mbl
noJsiy4yaem Maccy Takmx 3BOHKOB!) Bbl 3BOHMTE B aBTOLEHTP; HaLl
OXPaHHWUK CBA3bIBAETCA C AEXKYPHBIM TEXHUKOM — KTO-TO U3 HUX
[OCTyneH 24 yaca B CYyTKWN KaXbli AeHb; TOT Bble3XaeT Ha Chevy
Suburban, KOTOpbI Mbl NPEBPATWIN B MALUUHY TEXMOMOLLM,
1 peLuaeT Bawwy npobnemy. (Ha Suburban ecTb Komnpeccop, CTaHOK
AN N3roToBEHNA KNKOYel 1 BOOOLLE BCe, HUTO Bbl TOIbKO MOXeTe
cebe BOO6pa3nTb.) TEXHNK CTaBUT BaM «3aracKy» U, Kak Mbl Y>Ke
CKa3asin, He BbICTaB/IAET 3a 3TO CYeT. Bce, Bbl MOXeTe exartb.

Mbl XOTUM, 4YTOObI 104N HAM 3BOHW/IN, HE o6pau.|,aﬂ BHUMaHUA
Ha 4acbl. Mbl Bcerga rotosbl I'IpVII7ITVI Ha NOMOLLb.

BHe 3aBUCMMOCTU OT TOrO, KakM G1M3HECOM Bbl 3aHNMAETECH,
K/IMEHTAaM XOTeNoCh 6bl HA BCAKWUIA Crlyyail UMeTb Tesle)OHHBI
HOMep, N0 KOTOPOMY OHU MOTYT MO3BOHUTbL B Hepabouee Bpems.



N ogHOBpeMeHHO — napafokc! — Haubosblias npobnema
COCTOWT B TOM, YTO K/IMEHTbI 3a6bIBalOT WM He BEPAT, YTO Mbl
NMOMOXXEM MM B 1060/ MOMEHT, XOTSH Mbl NOBTOPSEM WM 3TO
Ka>KAbIA feHb U pa3faeM Hak/Ieky ¢ HOMEPOM HaLLero Kpyro-
CYTOYHOrO TenedoHa.

MoryT nn nogn 3710ynoTpebasaTb Halleil rOTOBHOCTbIO MO-
Moub? KOHeYHo, HO 3TO cny4aeTcs Hevacto. Kak npaswio, ToT,
KTO 3BOHUT HaMm B Hepabouee Bpems, AeCTBUTEIbHO HY)XKaaeTcs
B HEMeA/IeHHOM nomoLn. Mbl MOXeM OKasaTb ee He3aBMCUMO
OT BPEMEHM CYTOK. OTO JaeT BO3MOXHOCTb NOAAEep>KaTb OTHO-
LEeHUS C KIIMEHTOM, cfiefiaB YTO-TO Ba>KHOe A/1A Hero, 1 1oaam
HPaBMTCA TaKol MNOAXOL.

OCHOBHbI€ BbIBOAbI

— Bbl He MO>KeTe npocTo npefocTasnATb ycnyru ¢ 9 go 20.
Ecnu Bbl cobupaeTech OKasbiBaTb XOPOLUME YCAYyrK, Bbl
[LOJIKHbI fieN1aTb 3TO KPYT/10CYTOYHO.

— OpHOro 3BOHKa J0/MKHO 6bITb JOCTATOUHO. CaenainTe Tak,
YTOObI KMEHTY ObII0 /IEFKO BOCMO/Ib30BATLCSA BalLMMM
ycnyramu. OHW He JO/DKHbI 3BOHUTL MO BCEM MMEIOLLIMMCS
HOMepaM B TPW Yaca HOYN — [0/HKHO ObITb AOCTATOYHO
04HOro Tene)OHHOro 3BOHKA. Bbl He 06s3aHbl faBaTb
CBOI fOMaLLHWIA TenlePoH (XOTS MHOTMM K/IMEHTaM 3TO
MOHPaBUTCA) UM OCTaBNATb KOro-TO Ha paboyem Tese-
thoHe Ha Bce 24 vaca. Jly4lie HaliMuTe OnepaToOpPCKNii
LEeHTP — MyCTb OH MPUHUMAET 3BOHKM B Hepabouyee
Bpems 1 nepefaeT MHJOPMaLMIO TOMY, KTO HaxoamuTCs
Ha JeXXypcTBe.

— He 60iiTeCh, YTO KTO-TO MonNbiTaeTcs 3KCnyaTunpo-
BaTb Bac. Kak npaBnno, Noan 3BOHAT TOJIbKO TOraa, Korga
Ha caMOM fene Hy>XAarTcA B MOMOLLN.



[naBa 4. O6ewante MeHblLUe,
nenaite 6onblie

Kaxablii pa3, Korga Bbl MPUrOHSAETE K HAM CBOIO MALLVHY, Mbl
[Jaem BaM rapaHTWPOBaHHYIO MpPeaBapUTeNbHY0 KaslbKYNALNIO
CTOMMOCTM peMOHTa. Ho HeKoTopble MacTepa CTapatoTcs 3aHU-
3UTb ee. OHM OyMaloT, YTO Mbl MOTepseM K/IMEHTa, ecnn LeHa
paboTbl MOKaXKETCS EMY CIMLLKOM BbICOKOMA.

Ho Mbl He XOTWM, 4YTOObI HalK mMacTepa 6ecrioKonInChb
06 3ToM. Bonee TOro, Mbl MPOCUM MX A06aBNATb K KaXA0W CcMe-
Te «nogyLKy» B pasmepe 10%. A OKOH4YaTeslbHbIA CUET BCerga
0Ka3bIBaeTCA MeHbLLe Ka/IbKYNALUM — XOTA 6bl HA OANH JoMap.
PesynbTar? CyacTiunBbIii KNNEHT!

OfHa U3 cambiX HEMPUSITHLIX Bellell — Horga Bbl MpocUTE 3a-
nnatuTb 6o/blie, YeM npeABapuTENbHO paccuuTanu. Jobas-
nAliTe «nofywKy», 4To6bl BCErga MMeTb BO3MOXHOCTb MOMPO-

CUTb MEHbLLE.

BoT kak 3710 paboTaeT. Ecnv Bbl NnpueaxaeTe caenaTb PEMOHT,
KOTOPbIA, N0 Hallemy MHeHUto, 6yaeT ctontb 90 4oNIapoB, Mbl
Jenaem Kanbkynauuto Ha 100 gonnapos. Korpga Bbl npuegete
3abmpaTtb CBOKO MaLLUMHY U OBHapPYXXUTe, YTO HAZO NNaTUThb BCe-
ro 90, Bbl ByeTe NPoOCTO CHACT/IMBbI!

He cnepyet 06gupath ntogein. Moram 6bl Mbl NOY4YMTb A0OMON-
HuTenbHble 10 gonnapos? KoHeuHo! OaviH pas3 wan gsa. Ho kak
rOBOPUT MOW Ky3€eH JpKoH Cbto3/1/1, KOTOPbI pYKOBOAUT HaLLIMM
aBToueHTpom Cadillac: «LlepcTb ¢ OBLbI MOXXHO CTPUYb MHOIO



NleT, HO BOT LUKYPY coApaTb — TOJIbKO OAWNH pa3». KNneHT paHo
WX NO34HO MOMMET, YTO C HErO CAMPAtOT LUKYPY, U Bbl €70 HU-
Korga 60/bLle He yBuanuTe.

Mbl y>ke roBopunn, YTO MHOrda mactepa 60ATCS BblgaBaTb
Kauibkynaumio Ha 100 gonnapos, onacascb OTKasa K/AWEHTa, U
npegnoynTaloT ykasbiBatb 90. HO ecnvM OKOH4YaTeslbHbIA CYeT
COCTaBWUT, K npumepy, 91 gonnap, KANEHTY 3TO He MOHPaBUTCH.
A BOT ec/n Mbl yKasanim 100 4o/napoB, MOXKHO He 6eCNOKOUTLCS.
Mbl No-NpeXxxHeEMY YKaaplBaeMcs B CMeTY. Taknum 06pasom, 3ToT
NnoAxof AaeT HaM eLle Y BO3MOXXHOCTb MOACTPaxoBaTbCA Ha TOT
cnyyaii, Korga paboTa OKasblBaeTCs YyTb [JOPOXKE, YeM paccyu-
ThIB/IN.

Bonee Toro, Mbl NoslyyaeM BO3MOXHOCTb cAenatb /151 KNNeH-
Ta YTO-TO AOMNONHUTENbHO, He Geps 3a 3TO OTAENbHOW MNaThbl.
CKaykeM, BbIMOJIHASA Hawy paboTy 3a 90 Ao/napoB, Mbl 06Hapy-
XKW/, YTO «[BOPHUKM» HA BETPOBOM CTEK/IE HYXJAlOTCA B 3a-
MeHe. OBbIYHO 3TO CTOUT 7 AoNNapoB. Hy Tak Mbl MOXeEM 3ame-
HUTb X W TEM He MeHee BepHYTb MaLUNHY CO CHETOM, KOTOPbIi
6yfeT MeHbLLe NepBOHaYa/IbHO Ha3BaHHOW CyMMbl. Tenepb Y Ku-
eHTa Y>Ke [1Be MPUUYMHbI ObITb CHACT/IUBbLIM: Mbl CAeNanu 4onosn-
HUTEe/IbHYIO PaboTy 1 BCe-Taku MOMPOCU/IN ONATy MeHbLLUY!O,
YyeM HasblBa/IM paHee. (B HaweMm cny4vae Mbl BbICTABUM CYET Ha
97 ponnapos, 13 KoTopbix 90 — 3TO hakTMYecKas LeHa paboThbl
N Noc 7 3a «ABOPHUKN».)

KoHeyHo, npun TakoM NoAxofe CYLLEeCTBYEeT PUCK TOro, 4YTo
HaliyTCA K/IMEHTbI, KOTOPbIE PELLaT, UTO NepBOHaYasibHas Kaslb-
Kynaumsa 8 100 gonnapos — 3TO C/INLLIKOM [0POro, U OTrpaBAT-
csl uckatb 6onee gelleBoe Mecto. Ho Takmx nwofeit Bcero oamH
W1 ABa npoueHTa. M ecnv oHM Ha camoM fefne 3TUM 03a00YeHbI,
3HaYMT, Mbl OEACTBUTE/bHO He Te, C KEM OHU [AO/DKHbI MMETb
Zeno.

HekoTopble noay roBopAT Ham, YTO Halla LieHa Ha Macno U
hunbTp HA 9 foNNapoB 60/1bLLE, YEM UM MPULLIOCE Obl 3aM1aTUT,
ecnmn 66l oHM noexanu B hmpmy Quickie Lube n nogoxxganu 6ol



TaMm. 370 NpaBga. Mbl He camble feLleBble, HO Mbl JTy4LlIVE.
Bbl 3HaeTe, UTO, ec/ Bbl NpUeAeTe K HaM, Bbl He TO/bKO 3anna-
TUTE MeHbLLE, YeM OyeT Ha3Ha4YeHO CHavana, Ho 1 paboTa byaeT
cAenaHa Hanny4wnm obpasom.

Hawla LeHoBasi nonnTuKa ycTpavBaeT 60/bLUMHCTBO NHOAei:
OHV 3HAKT, YTO Mbl HUKOTAa He 6epem 60/bLUe, YeM Ha3HAYUAN
cHauasna. J/Tro4saimM HpaBUTCS UMETh N0 C TEMU, KTO AEPXXUT CBOE
C/OBO.

OCHOBHbIe BbIBOAbI

— Wcnonb3yiiTe «nodywky». Bcerga ougHuBaiiTe CBOO
pa6oTy Ha 10% 60nblle, YeM OHa MOXET, NO BaLlemy
MHEHWIO, CTOMTb. TakMm 06pa3oMm, Ball OKOHYATEeNbHbIN
CYeT MOXKEeT ObITb C JIErKOCTbHO YMEeHbLLUEH M0 CPaBHEHUIO
C NpefBapuTesibHO OLEHKO. [lenas aTo, Bbl NOMyYaeTe v
[LOMO/THUTENbHbINM (hakTop 6€30MacHOCTM Ha TOT C/yYaid,
ecnv paboTa OKaxXeTcsi HEMHOIO gopoxe. Ho gaxke ecnu
Bbl NPOCUYNTA/IUCL, BCE PABHO BbICTaBAWTE CUET XOTH
6bl Ha O4WH [0/1ap MeHbLUe MepBOHaYa/IbHOM KaslbKy-
nauunn.

— Hukakunx HeO>KunAaHHbIX MeNKMX Npubbineid. Ecnm HacTos-
LLasA LieHa MeHbLLEe KalbKyNALUN, BbICTaBbTe CHET HA MEHb-
WYl cyMMy. TO4YKa. YaepXKaHue pasHuLbl He JacT Takol
YXe NpUBbINIU, KaK yaep>KaHne KveHTa.

— CpenaiiTe YTO-TO AONOMHUTeENbHOE. Pa3 yXX Bbl 06aBU/IN
«MOAYLLKY», Bbl MOXETE cfieNaTb JOMNOMHUTENbHYIO paboTy
(ecnn oHa Hy>kHa, KOHe4uHo!), He TpebysA 3a Hee NnaThbl.



ll. KaK Bcerga okasbiBaTb
XopoLune ycnyru



naBa 5. CuCTeMsbl, a He Y/bIOKN

Korga ntogn aymatoT 06 06Cny>XMBaHUU K/IMEHTOB, 0ObIYHO
UM MPUXOAAT Ha YM C/l0Ba «MOXKaslyicTa», «Crnacubo», «aa
KOHEYHO», «HET, U3BMHUTE» U, KaK BepX /06e3HOCTN, 3BOHOK
Ha cKnag Wiv B 6mkaiAlumMii marasuH ¢ BOMPOCOM O Hain4vnn
»Xenaemoii BeLu.

KoHeuyHOo, 3TO YacTb XOpOoLUero cepsmca. Ho TonbKO 0o4veHb
Heb60/bLUas YacTb. Ecnn 6bl cepBUC BbIN MUPOTroM, TO BEXX/TIMBOCTD,
Y/bIGKN N FTOTOBHOCTb MPOATY INLLIHIOK MU0 ObIIN Obl TONBKO
rnasypbto. A co6CTBEHHO NMPOroM 6blna 6bl crucTeMa, NO3BOSA
towas aenatb XOPOLUYH paboTy.

Xopolwas paboTa noapasymeBaeT CreaytoLLee:

— nMpaBUIbHOE BbIMOJ/IHEHWE C NEPBOro pasa,

— Hanuuue nnaHa AeiicTBUiA ANs TEX CyYaes, Koraa YTo-To
naeT HernpaBW/bHO.

CurcTeMHbI Nogxon, NO3BOMSHOLLNIA CAenaTb BCe 3TO, HAMHO-
ro BayKHee, YeM MPOCTO BEX/IMBOCTb U FOTOBHOCTbL MPUIATY
Ha MOMOLLb. B KOHLE KOHLOB, HALUMM K/IMEHTaM HET HUKaKol
pasHULLbI, HACKO/IbKO Mbl BbIIM C HAMUW BEX/NBLI, EC/IN PaboTy
N5t HUX Mbl cZienanv Henpasu/ibHO.

DT0 NoxoXKe Ha nocelleHre pectopaHa. OguMLMaHTbl MOTyT
yNbI6aThCs, MOKAa Y HUX He CBeAET YesoCTU, NMPUAEPXKUBATb
KPEC/0, KOTfia Bbl B HEFO CafUTECh, M MEHSATb CaNIHETKN KaXK bl
pas, Korfa Bbl BCTaeTe U3-3a cTona. Ho ecnv ega Bam He nMoHpa-
BUTCS, Bbl TyAa HUKOT A HEe BEPHETECH.



W pectopaHam, 1 aBTOLEHTpaMm, U yHMBepMaram — BCeM
HY>KHbl CUCTEMbI, KOTOPbIE FapaHTUPYIOT XOPOLLUNI cepuc. 3Tn
CUCTeMbl fO/KHbI paboTaTb CnaXKeHHO, co3aaBast aPheKTUBHbIN
N rTMBKMin npoLiecc.

Cuctembl Bcerga 6biinM COCTaBHOW 4acTbiO MPOW3BOACTBA.
Be3 TwaTenbHOro NIaHUPOBaHUA 1 MOCTOAHHBLIX U3MEPEHUIA
HEBO3MOXXHO 3(PDeKTUBHOE NPOU3BOACTBO.

oy ¢ NpOLECCHO-OPNEHTUPOBAHHBLIM MbILLSIEHWEM 06bIYHO
CTaHOBATCH MHXeHepamu W, KakK npasuio, CTPEMATCS 3aHMMaTbCA
nn6o an3aliHom, 60 NPOM3BOACTBOM. 3TO OHM N306penm CKNaacKmne
CUCTEMbI, CTATUCTUYECKNI KOHTPO/Ib M TEOPUM MPOU3BOACTBEHHbIX
npoveccos (MpUMeHsAEMble U B aBTOMOGU/IbHOM G13Hece).

CepBU1CHbIE KOMMNaHWW TaKXXe A0/MKHbI MPUMEHATb CUCTEMHOE
MbILLISIEHUE, O4HAKO 60MbLUNHCTBO KOHCY/IbTAHTOB MO 06C/TY>XU-
BaHMIO MO-NpeXXHeMy TPaTAT C/IUWKOM MHOrO BpeMeHu
Ha «y/bI6KM» — MOTOMY UTO T€, KTO MOXKET XOPOLLO 3aHUMAaTbCSA
CEPBUCOM MMM NPOLaXKaMUN, OUYEHb PEAKO MMEKT TEXHUYECKUA
cknag yma. OHWM HUKOr4a He n3ydann Takme npeameTbl, Kak 06-
paboTka MaTepuasioB UM CTAaTUCTUYECKUNIA KOHTPO/Ib MPOLLECCOoB,
1 BPSA, I MOTYT CO 3HAHMEM fiena 06CcyanTb NOCNeAHWI BapuaHT
Teopumn ynpasfieHns 3anacamu.

Nobe3Hoe obpalleHne ¢ NiabMU — 3T0 ToNbko 20% xopoLuero
obcnyxusaHusa. bonee BaxHaa 4yacTb — 3TO pa3paboTKa TEXHO-
noruii 1 cuctem, KOTopble MO3BONAIOT cAenatb paboTy XOPOLLO
C nepsoro pasa. Hvukakue ynbi6kM He NOMOryT BaM, ec/m Ball
NPOAYKT UMW yC/yra He ycTpamsaloT Ballero K/imeHTa.

MpepoTBpaLLeHNe /TH0ObIX BOSMOXXHbIX OTKIOHEHWN — Hanbo-
nee ahheKTUBHBIN CNOCO6 y/yulleHWs Ballero cepsuca. KHurm
3pBapaca OemuHra, dnuaxy M. Fongpatta (KHura «Lenb»),
Taintn OHo (3TO YenoBeK, MOCTPOMBLLMI NPOU3BOACTBEHHYHO
cuctemy ¥oyota 1 MeHnum Taryum MoryT CNy>XUTb OT/IMYHBIMA

* Mogpo6Hee cMm.: OHo, TalinTn. Mpou3BOACTBEHHas cucTeMa TOMOTbI. YXoga OT MaccoBOro
NPOM3BOACTBA : Mnep. € aHrn. / Taiiut OHo ; nog pea. B. A. Nanugyca. — M. : UHcTUTyT
KOMM/IEKCHBIX 1 CTpaTernyeckmx nccnefoBaxuii, 2005. — 192 c. (3gech 1 fanee npum, pes.)



WCTOYHMKaMM A/18 co34aHNA 3NIEKTUBHbBIX CUCTEM OBCY>XU-
BaHUS.

Nyuwinii npymep paspaboTKu yaauHol CUCTEMbI — UCTOPUSA
npo McDonald's n kapTodens tpu.

Korga McDonald's Ha4an nckatb crnocob roToBUTb XOPOLLUIA
KapToens ¢pu, B LLTaTax He CyLLeCTBOBa/I0 HALMOHaIbHOIO
CTaHJapTa Ha 3TOT NPOAYKT. Y AenapTaMeHTa Ce/lbCKOro X03aii-
CTBa MPOCTO He ObIN0 ONpeeneHns CoOpToB KapTodens, YToobl
pa3nuyaTtb KapTOLUKY OT/IMYHYHO, XOPOLUYHO U YXKaCHYIO.

Kpome TOro, HUKTO He 3Has, [0 KakoW TemnepaTtypbl Hago
pa3orpeTb Macno BO (UPUTIOPHULE, KaK rapaHTMpoBaTb MOCTO-
AHHYIO TeMrnepaTypy B TeueHue BCero rpolecca u Jaxe Kak
XPaHUTb KapTOLLUKY Tak, 4ToObl OHa He NOPTUACh.

WcecneposaHna McDonald's B utore nomornm yctaHOBUTb
CTaHAapTbl KayecTBa A1 AenapTamMmeHTa CefbCKOro Xo3slicTea
CLUA. Tenepb crneunannuctam M3BeCTHO, Ha Kakoli nouse Hafo
BblpalLyBaTb KapTodenb, YTOObI ero Ka4ecTBO BCerga COOTBETC-

TBOBa/10 TpebyeMoMy. A A1 TOro, YTOObl KapTOLLIKA >Xapuiachb
OMHAKOBO XOPOLLO KaXKApblii pas, 6b1/10 pa3paboTaHo crieumasb-
HOe >kapouHoe 060pyoBaHMeE.

OT0 MOXHO cuuTaTb 06pasLLOM K/IMeHTCKOro cepsuca. oc-
BATWUB CTO/IbKO BPEMEHW U3YYEeHUIO TOro, Kak KapTodesib pacTeT,
XpaHuTcs nxkaputces, McDonald's rapaHTpoBan To, YTO BCAKMIA
pas, Korga BamM MoJatoT >KapeHyl KapToLluKy, oHa OyaeT Hews-
MEHHO BbICOKOI0 KayecTBa — MOTOMY 4YTO MPaKTUYECKN Bce
NMPUYMHBI, KOTOPble MOTYT ero CHU3UTb, yCTpaHeHbl. Kak rosoput
Taryun: «Yem 60/bLLE OTKNOHEHWI Bbl MOXKETE UCKIHOUNTL, TEM
Nydule 6yfeT Balw NPoOAyKT uauv ycnyra». B cnyyae McDonald's
NPULLAOCH HaYaTb C NOYBbI, HA KOTOPOW KapTOoLLKa pacTeT, 1 On-
pefeneHuns Toro, Kakyro KUC/MIOTHOCTb OHa AO/HKHA UMETD.

Bo Bceli cTpaHe ntogW, 3aHMMAlOLLMECS MYULLMM CEPBUCOM,
Havanu aymatb kak McDonald's. BosbMmuTe ynpasneHue 3anacamu.
B ero ocHoBe 1eXXUT NPOCTOM NPUHLMN: eC/N Y Bac Ha CKNajae HeT
TOr0, YTO HYXXHO K/IMEHTY, TO Bbl HE CMOXXeTe MpPefoCcTaBUTb MY



3T0. A pas Bbl He MOXETe JaTb K/IMEHTY XenaeMoe, 3HauuT, BaLl
CEePBUC HEMb3S CUUTaTb XOpoLMM. Ho Kak caenatb Tak, YT0Obl Ha
cknage 6bIn10 BCe, YTO MOXET MOHAaZ0OUTLCA BalLMM K/IMEHTaM,
Nnpuyem B JOCTAaTOYHOM, HO He U36bITOUHOM KonnyecTee? OTBET:
BaLLIM NMOCTaBLLMKM LOMKHbI BNageTb MHPOPMaL et 0 Npogaxax,
a3T0 MOXXHO cfleNnaThb TOJIbKO C MOMOLLIbIO ieTaNlbHO NPOAYMaHHbIX
TEXHO/IOMMIA 1 aBTOMAaTU3aLum BCEX BO3MOXKHbIX MPOLLECCOB.

Mpounnmoctpupyem npumepamn. OBbIYHO MarasvHbl Nepuoau-
YeCKM JeNaroT 3aKasbl y Mpov3BoanTeNein. Mexay aTumMmn 3akaszammu
NOCTaBLUMK HEe UMEET HMKAKOro MpeacTaBfieHns 0 TOM, Kak uayT
NPOA&KU, N He MOXET BbICTPO CpearmpoBaTb Ha U3MEHEHME Crpoca.

W cpaBHMTe Takoi nogxog ¢ nogxogom Wal-Mart, KoTopblii
B 9TOM M1aHe UMEET OT/IMYHbIA CEPBUC: Y HEro yyluas cknag-
CKasi cuctema B aMePUKaHCKOWM pO3HUYHOM Toprosre. Kaxkaas
Belllb Ha CKnafie UMeeT LUTPUXKOA, U, KOra OHa NpoAaeTcs, aToT
(hpakT 3anmCbIBAETCHA B KACCOBOM CUETUMKE. B KOHUE AHA AaHHble
13 BCEX KaCCOBbIX annaparoB OTNPaBATCA He TONbKO Ha CK/a-
Abl Wal-Mart, Ho 1 nocTtaBlwukaM. Tak 4TO NPouU3BOAUTENN
BCerja B Kypce fen W, Korja 3anac Kakoro-To ToBapa yMeHbLLa-
€TCS, MOTyT MOCTaBUTb €ro Ha cnefyroLwmii Xke geHb. Takmm 06-
pasom, B cucteme Wal-Mart n cknag, v NocTaBLMK 3HAKOT,
CKO/IbKO TOBapOB MPOAAETCA KadKAbIA AeHb, UTO Hafo 3aKasaTb
NMOBTOPHO, & C YeM MOXXHO MOBPEMEHUTL. Bce aTO noTpscaroLLe
CHWKAET CK/afCKue pacxofbl.

Ho Wal-Mart ngert eule panbiue. 3gecb NOCTaBLLMKOB MPOCAT
yrakoBbIBaTb TOBapbl Tak, YTO6bI NpojaseL, MO JIOTMYHO W
(pyHKLMOHANBHO paccTaBUTb UX Ha nonkax. (Hanpumep, ceBuTe-
pa nakyroTcsa BMecTe ¢ pybawkamun.) Kpome Toro, npojgaseL
rnpoBepsieT KOMIM/IEKTHOCTb NPV NOMOLLUW annapaTa A5 CUnTbI-
BaHWA LUTPUXKOAO0B. EMY He Haj0 HNYEro cUMTaTh U 3aMnCbIBaTb.
Tak Kak Bce TOBapbl PErucTpuUpyroTCSA aBTOMaTUYeCKU, HeT HU-
KaKOli BO3MOXXHOCTU UYTO-TO MepenyTarhb.

A 6bl XOTENT MMETb BO3MOXXHOCTb CKa3aTb 3TO W MNPO Hawum
aBTOMOGUN. BOMBLUMHCTBO U3 HUX UMEIOT 17-3HauHbIi VIN-Kog.



W ecTb waHc, 4To, ecnm Bam Hago nepenucats 100 Taknx Home-
pOB B fi€Hb, Bbl OLUNGETECH KaK MUHUMYM B OAHOM. Takum 06-
pa3oM, y Hac 1700 waHcoB cgenatb owmnbKy (17 3HaKOB, YMHO-
YKeHHble Ha 100 MalLnH), 1 faxKe ec/iv Bbl paboTaeTe ¢ TOYHOCTLIO
99,9%, Bbl OyfeTe coBepLuaTh 2 OWMOKM Ha 100 mawumH. O4veBng-
HO, UTO WTpUxKoauposaHue Wal-Mart HaMHOro nyute.

3HaeTe, KTO MHe 06bACHMI, KaK paboTaeT CKilaacKas cucrema
Wal-Mart? Ossug Mnacc, Npe3angeHT 3Tol KoMnaHun. 370 Je-
MOHCTPUPYET 3Ha4yeHue, koTopoe B Wal-Mart npugatoT cBoeri
CK/afICKOW cucTeme, AeNCTBUTENBHO SBASAIOLLIENCSA OPMOIA KK-
eHTCKOro cepsuca. Cam npesvgeHT (oMpMbl BOB/IEYEH B €€ pas-
paboTKy 1 nogaepxaHue ee paboTocnocoBHOCTN.

CuctemMHbli nogxon cocTtasnseT 80% ob6cny>kuaHus. OH
NO3BOMISAET KaKAbl pa3 AaBaTb MMEHHO TO, YTO Heo6xoAMmo
K/IMEHTY, — W 3TO BaXKHEE Y/IbIOOK N «CMacnbo».

OCHOBHbIe BbIBOAbI

— Y70 MO>KET MOTU HenpaBWibHO? DTOT BOMPOC Bbl
JOMKHbI 3af1aBaTb, pa3pabaTbiBas cBOK cuctemy. Mpo-
BEpPbTE KadKAbIA Liar, KOTopbIli Bbl AenaeTe Npy nNpego-
CTaB/IeHUMN CBOUX TOBApPOB WU YCMYT, U paccMoTpuTe
BCE BO3MOXXHOCTW A/17 OLLUMGOK 1AW OTKNIOHEHWIA. oToOM
paspaboTaiiTe crnocobbl MX NPegoTBPaLLEHNS.

— YTOMOXKeT 6bITh aBTOMaTN3NMPOBAHO? ICNO/b3ys KOM-
MbHOTEPBI I TOILKO BO3MOXHO, Bbl HE TOJ/IbKO YBEMunTe
CKOPOCTb 11060ro AeCTBMSA, HO U YMEHbLUNTE BEpOAT-
HOCTb Ye/I0BEYECKON OLUNOKW.

— TpucMOTPUTECH K MPOU3BOANTENSM, ECM Bbl XOTUTE
OKa3bIBaTb XOPOLLME yCNYTn. VIMEHHO MPOM3BOACTBEHHbIE,
a He CepBMCHbIe KOMMaHUK CTPOST CBOO paboTy Hanbonee
paunoHanbHO. OHY AO/MKHbBI GbITh 4715 Bac 06pasLoM.



[[naBa 6. YBO/IbTE KOHTPO/1E€POB

KoHTponepbl fenatoT nogeii HebpexkHbiMu. Ecnn Bbl 3HaeTe, 4To
KTO-TO MOC/e Bac MPOBEPUT Bally paboTy, Bbl He Gyaete mpo-
BEpPATb ee camu.

Mbl MHOro neT pabotanu 6e3 KOHTPOJIEPOB KayecTsa U nMe-
NN HAEKC YA0BeTBOPeHHOCTU KneHToB (CSI) General Motors
60/1bLue 90. MOTOM Mbl pPELLUNAN, YTO HauTy4LLniA cnocob obec-
MeyYnTb CTOMPOLIEHTHOE KaueCTBO — 3TO MPOBOANTL CTOMPOLEHT-
HbIi KOHTPO/b, YTOObI OTNABAMBATL AaXKe Mesnbyalillve npo-
61embl.

W BOT Mbl Hayann HaHMMaTb KOHTPOs1epoB. CO BpeMEHEM X
Habpasiocb CeMb YenoBeK, M OHU KOHTPO/IMPOBA/IM KaXKAYHO 3a-
Jady Ha Kakaowm Lware. 3HaeTe, 4To nonayymnock? Haw CSI u
Halle Ka4yeCTBO CHU3W/IUCE.

M3-3a TOTa/IbHOr0 KOHTPO/1A MacTepa NepecTain 4YyBCTBOBATb
OTBETCTBEHHOCTb 3a CBOK paboTy M ropauTbes et. «EcTb xe
KOHTpO/iepbl, BOT NMYCTb OHU W OTBEYalOT 3a BCe», — FOBOPUIIN
TEXHUKMN.

Korga Mbl YBO/IN/IN BCEX KOHTPOJIEPOB, HAll UHAEKC YAO0BET-
BOPEHHOCTU K/IMEHTOB 1 KAYeCTBO paboTbl NOBbICUIUCL. Tenepb
OHW eLlge Bblle, TaK KaK Haluuv o4M YyBCTBYIOT ceba 6onee oT-
BETCTBEHHbIMM 3a CBOKO PaboTy, 1 MM HPABUTCA 3TO OLLYLLEHWE.

Ecnm pab6ota chenaHa HenpaBWbHO, COTPYAHWK, A0MYCTUB-
wuii oWKMGKy, OO/MKEH UCMPaBUTL ee GEecrnaTHO, MOCKOJIbKY
KOMMNaHus He Moslyunna AeHer 3a HEKAUECTBEHHYIO paboTy.



B Tex pefKMx cny4asx, Korga oguH U3 Hac genaeT paboTy He
6e3ynpeyHo, Mbl CTpagaem OT 3TOro BCe: CTPadaeT K/MEHT, Bbl-
HY>X[EHHbI/ MO Hallel BMHe CHOBa PeMOHTMPOBaTb MallVHY;
CTpafaeT aBTOLEHTP, MOTOMY YTO €ro penyTaLms TYCKHeeT, MHC
Mbl HE NOSTy4aeM AeHer 3a 3Ty paboTy 1 nNpu 3TOM Hecem YObITKU:
BeAb Mbl JO/DKHbI OMN/la4yMBaTh TEMN0, 3NeKTPUYeCTBo, Bogy, Mo-
MeLLeHWe, HaNOT 1 BCe BPeMSl, MOKa AeflaeM NOBTOPHbI/ PEMOHT;
CTpajaeT 1 caM BUHOBHUWK BO3BpaTa — OH MepefesibiBaeT CBOK
paboTy 6ecnnatHo. (3TO cnpaBefNvBO: pa3 KOMMaHus He Nnony-
yuna onnaTbl 3a HenpaBW/bHYO pPaboTy, TO U YenoBeK, OTBET-
CTBEHHbI 3a 3TO, He NoJlyYaeT HUYEro.)

Kaxkablih BO3BpaT 06CyXAaeTcs Ha HalLMX YTPEHHUX BCTpeyax
Mo KayecTBY, U PYKOBOAMUTENb MpoWTpadmMBLLIErOCA TEXHUKA
0653aTeIbHO MOroBOPUT C HAM. Tak 4YTO MacTep 6yaeT 3HaTb, UTO
paboTa BepHynacb 1 NoYeMy 3TO MPOU3OLLIIO.

MHorga, KOHEYHO, BUHbI TEXHUKA HET — BeAb AaXe HOBas
namna MOXKET rneperopeTb Yepe3 CyTkn. H cam paboTan KOHTPO-
JIepoOM 1 BbIMYCTUT MHOFO MallWH, KOTOpble 6blM NPeKpacHo
OTNaXXeHbl HA MOMEHT BbIX04a U3 rapaxka, Ho NOTOM BO3BpaLLa-
JINCb NO pa3HbIM NpuynHamM. OHaKO KIIMEHTY HeT HMKAKOro aena
[0 npyunH npobnemMbl 1 uncna nposepsAowmx. Ecnm pabota
CAeN1aHa Mnnoxo, OH MPOCTO NPUrOHAET MaLUNHY 06paTHO.

WTaK, BHe 3aBMCMMOCTM OT HaLLUX yCWUauii Nnpobnemsl 6yayT
BO3HMKATb. 3TO Hem3beXXHO. Mbl BCce Nnoan 1 Aenaem OLUMOKN.
W, HecmoOTps Ha BCe NporpamMMbl rapaHTUi KayecTsa, MPOM3BO-
antenu 6ynyT MHOrda BbINyCKaTb AedeKTHbIE MPOAYKThI.

Ho BMecTo TOro, 4UTo6bl NOXUMAaTb MJe4aMu 1 roBOpUTL: «Hy
4TO TYT MoOAenaeLlb, OWNOKM OyAyT BCerfa», Mbl OTC/EXMUBAEM,
Kakas paboTa JO/MKHA BbITb NepeaenaHa, 1 noc/e ee UCNpas/eHNs
NblTaemMcs YCTPaHUTb Te HeJOCTATKM B Hallleli cucTeme, KOTOpble
NO3BO/IUAN BbIATK Gpaky.

Mpouecc fomKeH ATV NPaBUIbHO, a PAGOTHUK JOKEH UMETH
Heob6xoAuMble 3HAHUA U MOAAEPXKKY. DTO BaXXHO. Mbl AaBHO
06Hapy>Xuau, 4YTo, ecnv TOMbKO pearnpoBaTb Ha Npobnembl,



KauyecTBO CcTpagaeT. KOHEUHO, HY>KHO YCTpaHUTb NOCneacTBus
HeKayecTBEHHOI0 PEMOHTA, HO €C/M 3TUM U OFPaHNUYUTBLCS, NO-
[o6HadA npobnema 6yaeT NOBTOPATLCA pa3 3a pa3oMm. Bonee ue-
Necoo6pasHO Ha TV NPUUNHY ee BO3HUKHOBEHUS (Mbl MPOBOAMM
TaK Ha3blBaEMbI aHa/IM3 KOPHEeW MPUYNH) U MCApaBUTb NPOLECC
OfVIH pa3 1 Hascerja.

Mocne naeHTUUKaunm Npo6aembl Mbl Kiaccupuumpyem ee
no Tuny paboTbl U NO 3aHATbIM B Heil TEXHUKaM U macTepam.
3aTem vLLeM o6LLme Npu3Haku. Monyyaem N1 Mbl Xkanobbl, K Npu-
Mepy, Mo NOBOAY BCEX MOYMHEHHbIX HamMW MHXeKTOpPoB? Ecnn
3TO TakK, TO KOrga Halln TeEXHUKM NOCcnefHWl pas npownm Tpe-
HUHT MO UX PEMOHTY?

Bo3MoXHO, BCe Xanobbl npueeayT K 04HOMY MacTepy. Bos-
MOXHO, OH AMarHoCTUpYyeT NPo6eMy HenpaBUIbLHO MPU KaXKA0M
obpalLleHnn KneHTa.

BoT nprmep. Y Hac 6b11 TEXHWUK, KOTOPbI NpeKkpacHo paboTtan,
HO C O4HMM VCK/TIOYEHMEM: KaXKblli pa3 BO3HUKaI NpobiemMbl
C OTPEMOHTUPOBAHHbIMU UM NHXeKTopamu. KOHEUHO, MOXHO
NPOAO/MKATb NOBTOPHO UMHUTBL 3TU MHXKEKTOPbI KaXablii pas,
KOrAa K/MEeHT Ha HUX noxkanyeTca. A MOXHO MOMbITaTbCs YCT-
paHUTb NpUYMHY Npobnem. B Hallem cnydae peLleHue nexano
Ha NOBEPXHOCTU: OKa3a/0Chb, YTO 3TOr0 TEXHUKA HE YUMUIU, KaK
NpaBun/IbHO PEMOHTUPOBATb MHXXEKTOPbI, 1 Mbl MPOCTO NOKasa-
N emy, Kak 3To genaetcs. Kak roBopuT JemMuHr, Bbl MOXKETe 3HaTb
TOJ/IbKO TO, YTO Bbl 3HaeTe.

Kpowme Toro, Mbl Hay4MINCb OTCNEXUBATb OLLUMOKU 1 B OTAeNe
npogaxk. Hanpumep, Mbl NPOCMM NepcoHan nepeaasaTtb MOKy-
naTesnto Kakayt MallvHy € MOSIHOCTLIO 3arnpas/ieHHbIM 6akom
M cpa3y HasHavaTb AaTy NepBoro o6cny>kmBaHusa. Ecnm mbl 06-
Hapy>vBaeM, YTO 3TV BeLLN He Obinn caenaHbl, Mbl 3HaEM, KTO
WMEHHO Pa30yapoBasl KNIMEHTA, U 3HAeM, C KEM KOHKPETHO Hafo
6y[ieT NoroBopuUTh.

Ecnn «6narogaps» npobneme Bbl MCAPaBUIN CUCTEMY —
3HauYUT, OHa CMOra COCNY>XUTb BaM U A06pYI0 Cnyxoy.



OCHOBHbIe BbIBOAbI

— Ecnny Bac ecTb KOHTponepbl, n36aBbTecb OT HUX. KOH-
TPO/EPbI He Y/TyYLLaoT KayecTsa.

— He nnaTwTe Nlogam ABadKzbl 3a OAHY U TY ke pa6oTy.
HWKTO 13 BaC — HW KOMMaHWs, HU PaGOTHUK — He A0J1-
YKEH MOMyYnTb AeHer 3a paboTy, KOTOPYH MpuxoamTcs
nepefenbiBatb. [PEBOCXOAHOE 0GCY>KMBAHMWE U rapaHTUK
KauyecTBa CTPOATCA Ha NapTHePCTBe.

— [oBoprTe 06 oWMBKAX. YUMTbIBaiTe KaxXayto paboTy,
KOTOPYIO MpULLIOCE MepefenbiBaTb. Kak TO/IbKO MOsiB-
nsieTcs ownbka, ncnpaensiite ee. MoTom nwuUTe ee Npu-
UMHBI.

— [poBoanTe e>KefHeBHble COBELLAHUS MO KayecTBY —
YTOObI MMETb BO3MOXHOCTb 06CYANTL MPOGAeEMbl. ITK
COBELLaHNSA AO/MKHbI MOCELLATh He TOMIbKO PYKOBOAUTESN.
Mpurnacute nogei, HeMOCPEACTBEHHO BbIMOJTHABLUNX
paboTy 1 06LaBLUNXCSA C KINEHTOM. OOGbIYHO UMEHHO
OHW XOPOLLO 3HAKOT, YTO NPOUCXOANT.

— WVuwuTe obwpme npusHaku. Cobupalite fOCTATOYHO
VMH(opMaLnK, YTob6bl BbIABNATL TEHAEHLUUU U NPO6Iem-
Hble obnacTu.



[[naBa 7. YBO/IbTE MeHeaXepoB.,
OoTBeyaloLux 3a OTHOLLUEHUA
C KNIMeHTamMmu

Kak TONbKO Bbl N36aBUTECH OT CBOMX KOHTPO/EPOB, Bbl MOXeETe
TaKXKe YBO/IUTb COTPYAHMKOB, 3aHNMAIOLLMXCA OTHOLLUEHUAMU C
KnneHTamn. O6CNy>XMBaHUe KIMEHTOB — CMLLKOM BaXKHast LUTYKa,
4YTOObI OCTaBNSATb €ro AenapTaMeHTY «OTHOLUEHWI ¢ NOTPe6bu-
TENAMU».

3aHMMaTbCA 06CTYXXMBAHVEM KIMEHTOB AO/MKHbLI Bee. Knun-
EHTbl CYAAT O CEpPBMCE MO Ka>KAOMY 4Ye/oBeKy, C KOTOPbIM UM
NpuxoauTca B3auMogelicTeoBaTtb. Ecnm kaccmp rpy6 nnm npo-
JaBel, He XO4YeT MOMOYb, K/IMEHT AYMAeT, UTO OH nony4aet
VXKaCHbIA CepBMC — BHe 3aBMCUMOCTWU OT TOr0, HAaCKOJIbKO
OPY>Xesnto6HbI, Ten/bl U rOTOBbI MOMOYb COTPYAHUKN OTAena
OTHOLUEHWUI ¢ KAneHTamun. U oH npas! Ero geiicTBATENbHO
Y>XXacHO 06CTyXnnu.

CoTpyaHuky, obliatolpecs ¢ KMeHTaMu, 4O/MKHbI UMETh MoJi-
HOMOUUSI A/151 PeLUeHnsi UX NpoGem.

3aecb BO3HNKAET MHTEPECHbIV BOMNpoc. EcTb cTapas Texacckas
norosopka: «Jflyuilee yaobpeHne — cnef Horu epmepa». 310
3HAYMT, YTO NYULINTT CNOCO6 rapaHTUPOBATb NPaBUSIbHbIN X0f
Jena — npucyTcTBMe thepmMepa (To eCTb B HalleMm Cllyyae — XO-
31Ha) B /IIO60M KOHTaKTe C K/IMeHTOM. W 3TO, KOHEYHO, enH-
CTBEHHbI cNOCO6 rapaHTUPOBaTb OTANYHOE 06CNyXKMBaHMe. KTo
Jydlle X03anHa MOXKET J0OMTLCA TOro, YTobbl 0 KaXKAOM Ku-
eHTe rnosaboTunnce?



Mpob6nema Takoro noaxoga oyesuaHa. Ecnmn xo3amH cobupa-
eTca 06LLAaTbCA C KaXXAbIM KMEHTOM, 6M3HEC HUKOTa He Bblpac-
TEeT 3a npejenbl TOro, YTO MOXeT cfenaTtb O4MH YenoBek. YTobbl
pacLIMpuTb aHaIornK — hepmep He CMOXKET yNpaBsaTb 6onee
4YeM OAHOI hepMOiA.

MpepctaBnseTcs, 4To 60nee aheKTUBHOM AN hepmepa
(bocca) byneT cuTyaums, Korga Kaxkablii ero COTpyaHUK SABNSET-
CA npefcTaBMTENIEM MO 06CYXMBaHMIO. CKaXKUTe BCEM B KOM-
naHuun: «Ecnny KnneHTa ectb Npobnema — peunTe ee. Ecnu He
MOXKeTe peLunTb, MO30BMTE CBOEr0 MeHeMkepa. Ecnum oH He MoxxeT
CrpaBnTbLCS, BbI3OBUTE reHepasibHOMo AUPEKTopPa, HO J06eTeCh,
4yTO6bLI NPO6GNEMa Gbila pelleHa. HemeaneHHO.

DTy KOHLEMLUMIO HeNerko NpuHATb, 0COB6eHHO ecnn Bbl pabo-
TaeTe B 60nbLIoOl opraHmsaumn. Korga General Motors Havana
nporpaMmMy O6CY>XMBaHUA K/IMEHTOB, B O4HOM U3 ee MYyHKTOB
6bI1710 CKa3aHo, UTO B KXKA0M aBTOLEHTPE, TOPryoLwem nx MaLlu-
HamW, JO/KEH ObITb MEHeKep MO OTHOLLEHUAM C K/IMEHTaMWU.
OpHaKo Mbl peLunn He 3aBOAMTb TaKoM AOMKHOCTU. Movemy?

Cama no cebe ngesa MMeTb AenapTaMeHT Mo OTHOLUEHUAM
C K/IMEHTaMM Hensoxa. STO NoKas3biBaeT BaLly 3a60Ty 0 KNMeHTax
1 0 NasaX, KOTOpble BeAYT ¢ BaMmu 6usHec. Ho ecnu Bbl He Byae-
Te UMETb OTAENbHOM0 AenapTaMeHTa, Bbl MOXKETE M03aboTUTbCA
0 KnneHTax 6onee aPPeKTUBHO, a BalLX COTPYLHUKU CTaHyT
OT aTOro 6onee cyacTMBbIMU. Mbl cnopwam 06 3Tom ¢ GM MHO-
rve rogpl.

MNoTom nosBmCA MHAEKC Y0BNETBOPEHHOCTU KneHToB (CSI),
M OH Y Hac OKasa/ics Bbille, YeM Yy TeX aBTOLLEHTPOB, KOTOpPble
VWMeNn B CBOEM LUTaTe MeHe>KepoB M0 OTHOLLUEHUAM C K/IMEHTa-
MW, Tak 4TO GM B KOHLLe KOHLIOB peLUnsl, YTO Mbl HE TaK Y>K W
naoxm.

MpropuTeT HOMEP OAUH B HaLLMX aBTOLEHTpax — 3TO YA0B-
NIeTBOPEHHOCTL KNMEHTOB. He BaXKHO, KaKyto paboTy Bbl BbIMNOS-
HseTe, HO, ECIN Bbl He [efnaeTe K/MEeHTa AOBO/IbHbIM, Bbl Y Hac
[onro He npopaboTaeTe. DTO CKa3aHO O4YeHb ACHO. Bbl MOXxeTe



ObITb Ny4LLMM NPOAABL,OM, YYLLINM TEXHMKOM, HO ecniv Bawl CSI
HEBLICOK, Bbl OKa)KeTeCb Ha 0604YMHe, MOTOMY YTO, EC/IN K/TUEHT
He 3ax04eT K HaM BEPHYTbCSH, Mbl BCe CTaHeM 6e3paboTHbIMN.

OCHOBHbIe BbIBOAbI

— ,ﬂ,enapTameHT OTHOLLIEHWI C KNTMEHTaMM oThgandeT Bac
OT KIMEeHTOB. Tak uTo He co3,ana|7|Te ero.

— [lo3sonbTe Bawm COTpygHNKaM Nno3aboTnTbCA O KNK-
eHTe. Ecm Ka)K,quI7I pa60THVIK ABNAETCA MO COBMeCTU-
TeNbCTBY CNEUNa/IMCTOM NO KJTMEHTCKOMY CEPBUCY, TO OH
00/HKEH NMETb BO3SMO>XHOCTb ,qOﬁMBaTbCFI YAO0BETBOPEH-
HOCTWU K/TMEHTA.

— HeT Huuero Ba>kHee KnMeHTa. PabOTHUKM JO/MKHbI 3HATb,
YTO BHe 3aBUCUMOCTW OT 06beMa NPOAAXK NN OT UX MPo-
N3BOAUTENBHOCTY TPyAa OHW BYyAyT YBOMEHbI B Ciny4vae
HEenpasWIbHOIO 06paLLEeHUs C KIIMEHTOM (MM CBOUMM
Konneramu).



[naBa 8. [lenaiTe BCe npaBu/ibHO
C NepBoOro pasa

Mo gpyr, AMpekTop LieHTpa n3yyeHns po3HULbl B YHMBEPCUTETE
Texaca, NPOBEN NMOYTU BCKO CBOIO MPOMECCUOHANIbHYIO XWU3Hb, pas-
rosapvBasi C /II0AbMWN W MNbITAsACb MOHATb, YEro OHW XOTAT, Korja
rOBOPAT O KayecTBe 06CNy>XMBaHUA. V1 npuLlen K BbIBO4Y, YTO
AN KIMEHTOB HET HMYEro BaXKHEE BbIMNO/IHEHNSA O6eLLaHuii.

«OXXngaHus KnmeHTa rno nosogy ycnyr YeTKue U icHble, — ro-
BOPUT OH CBOUM CTyfeHTam W MNpeacTaBUTeNsIM Koprnopauuii,
KOTOPble HAaHMMAIOT ero B Ka4eCTBe KOHCY/bTaHTa. — KnneHThI
XOTAT, 4TO6bI COTPYAHUKN 06CAYXKMBAIOLLMX UX OpraHn3aLnii
XOpOLLUO BbIrNA4eNn, 66111 OT3bIBUMBLIMU U YBEPEHHBLIMU, CO-
YyBCTBOBa/IN UM, 1 CaMOe If1aBHOe — YTOObI CamMy OpraHu3auum
6b1I1 HaAEXXHBbIMU. KNMeHTbI XOTAT, YT00bl JMpMbI Aenanm To,
4TO obewarnT».

BcnomHuTe People Express. aes 6blna BennkosenHa. OHU
nepeHoCcuNnN Bac 13 TOYKU A B TOUKY b MouTH 3a4apom — B HEKO-
TOPbIX Cry4yasax Bcero 3a 19 gonnapos. OHW BTUCKMBasIM Macca-
YKMPOB B CaMblli HE3aMbIC/10BaTbIVi CaMOJIET 1 3aCTaBIAM 3anna-
TUTb 3 gonnapa 3a KakAbli yeMogaH 1 50 LEHTOB 3a KaXAayro
YallKy Koghe BO BpeMs noneta. Ho Mx KIMEHTOB 3TO He 0COBGEHHO
6ecrnokonso, Tak Kak OHU Nonagany B HY>XHble UM MYHKTbl Ha-
3HaYeHWs geLleBne, YeM ecin Obl exanv Ha aBTobycCe.

3710 6blna Benvkasa ngest. Ho People Express B KOHLe KOHLLOB
nporopen, U Npu4YmnHa 6bina NPocTa: KOMMNaHWA He Aepyana CBoe-
ro cnosa. Peiicbl MOCTOSAHHO OnasfblBann, U, NPUASA B a3ponopT,
Bbl HUKOrja He MOT /M 3HaTb, YAACTCA /1 BbINETETh B CPOK.



Jlyywas B Mupe cuctemMa K/IMEHTCKOro CepBuca AB/SieTcA U
camoii npocToii: JIENTAA TO, UTO OBELWAN, U AENAN 3TO
C NEPBOIO PA3A.

CNULWLKOM YacTo Noan, roBops 06 06CTy>KMBaHUN K/TMEHTOB,
TpaTAT BpeMsi Ha 06bACHEHME TOrO, YTO fenaTb B C/iyvae oLun6-
K. KOHEYHO, 04YeHb BaXXHO UCMPaBUTb WU/IN KOMMEHCUPOBaTb
Na0Xo cAenaHHyo paboTy, HO ecn Bbl cAenany Bce NpaBuUbHO
cpasy, TO BaM MPOCTO He 3a 4To byaeT U3BUHATLCA. B camoli
CBOEe OCHOBE XopoLLee 06Cy>X1BaHWE KIIMEHTOB TpebyeT OT Bac
NPaBuJIbHOrO BbIMOMHEHNA Pab0Thbl B MEPBbINA XXe pas.

Jlyyqwmm npyumepom ans atoro saensetcs Lexus. O6uwenpuHs-
Tas MyApocTb NOKynaTeneil HOBbIX MaLUNH BCerja 6blna Takoii:
«He nokynai HOBYIO MaLUVIHY B MepBbIli rof ee NPON3BOACTBA.
Jaii um rog Ha ncnpasneHve ownM60K». Ho cerogHa notpebuTe-
I BofibLLE He Jat0T MPOU3BOANTENAM TaKoro SibFrOTHOro nepu-
ofa. BOKpyr c/ivWKOM MHOro KadeCTBEHHbIX MPOAYKTOB. Bbl
n1Mbo fenaeTe NpaBW/bHO C MepBOro pasa, Mbo ocTaeTecb Ha-
Bcerga rnosagu.

Lexus nog pykosoacTteom Aaiisa innnHreoptaun Tega Tolioabl
NoHAN 370. OHWM NOTPATUN CeMb NeT Ha HEYCTaHHYHO MOroHH0 3a
coBepLueHCcTBOM. OHU nocTponn 400 NpoTOTUNOB BMECTO 06bIY-
HbIX 12 1 MPOBEPWIN MaLLMHY HA MHOXECTBe (pokyc-rpynn. [13alis
MOCTOsIHHO paboTan 100 yacoB B Hefento, a Tep repeBe3 CBOKO
cembto B CLLIA B camom Hauvasie NpPOeKTa, UTO6bI ObITb YBEPEHHbLIM
B TOM, YTO OT ero BHUMaHMsA HUYEero He YCKOJb3HET. HUUTO 1 He
YCKO/b3HY0. OHM caenann Bce nNpasu/bHO C NEPBOro pasa.

BoT uT0 rnaBHoe 1S KAWEHTA: Bbl CAepXan cnoBo? Bbinon-
HeHVe COBCTBEHHbIX OGELlaHWii HAMHOrO BaXHee, YeM BCe
YNbIOKM 1 LLIOKONAAKN B MUPE.

[Jenatb TO, Yero oT Bac XXAyT, U TOrAa, KOrAa aToro XayT, — 370
HaCTOMIbKO MPOCTO CNOCO6 XOPOLUEero 06Cny>KMBaHus, 4TO
noam yvacTo 3abbiBatoT 0 HeM. Ho Beap BCceM HpaBUTCSA, UTOGLI



Jena wnv rnagko. MNMpo6nema B TOM, UTO 3TO NPOUCXOAUT Aasie-
KO He BCerfa: CorflacuMTechb, He TaK Y)K pefKO B pecTtopaHax
Ms0X0 FOTOBST ey, a B aBMaKOMIMaHUSX TEPSIOT Garax. M He
Ka)KeTCs I BaM, YTO KOMMP SIOMAeTCA POBHO 4yepe3 rnojyaca
rnocrne yxoga mactepa?

3a MHorve rogpl Mbl paspa6oTann «OCHOBHbIE BOMPOCHI»,
cocTosiLMe U3 JeCATU NMYHKTOB, KOTOPbIE MOMOratoT HaM BbIMo-
HUTb paBoTy C NEPBOrO e pasa. [pexzae YemM MeHSTb YTO-TO,
Mbl BCETa 3a/1aeM 3TU IECSATb BOMPOCOB U MLLEM YCTpanBatoLLMi
Hac OTBET Ha KaXKblii U3 HMX. BOT 3TOT CRMCOK.

— B yem nonb3a gnsa knveHTa?

— CMOXEeT /I K/IMEHT NErKo MOHATb, B YEM COCTOUT 3Ta
nonb3a?

— Kak n3MeHATCca 06593aHHOCTU HaLLMX p860THI/IKOB?

— Kak staunges nim nporpamMmma rnoBiAET Ha Halln Ccyllec-
TByrHOujne CUCTEMbBI?

— ECTb v NpyMepbl yCNEeLWHOro BHeApeHUs Yero-To nogo6-
HOro? Yto Mbl MOXEM U3B/EYb U3 YY>XKOr0 OnbITa?

— YT0 MOXKET MOIATK HenpasuIbHO?

— [lacTt i1 370 HaMm NPeuMyLLEeCTBO Nepes KOHKYpeHTaMu?

— CKONbKO 310 B6yAeT cTomTb?

— Tlo3BonnT nn 31O 3apaboTaTh?

— Korga Ham cnefyeT NPUCTYNUTL K OLEHKe pe3ynbTaToB?

A BOT Kak 3T0 paboTaeT Ha npakTuke. KTo-TO npeasioxun

NCMo/b30BaTb YCKOPEHHbIV MOPSAAOK BblAayn 3aKa30B B HalleM
oTAene 06Cny>XXMBaHUS — KaK B OTeNsAX [enaeTcsa YCKOpeHHas

BbIMMCKa FOCTEN: K/IMEHT faBas 6bl HaM KOMWIO CBOEV KpeauTHOA
KapTO4YKW, OCTaB/IAs MallUMHy B cepsuce. Mo okoH4YaHuK paboT



Mbl 6bl 3aMOIHANW CAUM, K&V KBUTaHUMIO B «6apfayvok», 3a-
KpblBa/IM MALUVHY 1 OCTaB/ANN ee nepes aBTOLEHTPOM, YTOObI
K/IMEHT MOT 3abpatb ee B /1060e y06HOE BpeMSI.

Bce 310 3By4ano Hennoxo. KnneHTam He Ha4o XAaaTb B oUepe-
[V N8 onsaTkl cyeTa, a CTOMMOCTb PaboThbl OHW 3HAIOT 3apaHee,
TaK KaK Mbl JaeM rapaHTMPOBaHHble KasibKynauuu.

MbI Ha4ann NPoBEPSATb 3TY UAEHD MO HALLIEMY CMUCKY B NOUC-
Kax NoTeHUMasIbHbIX NPO6/1eM, KOTOPbIe Mbl MOTF/IN YIYCTUTb.

— B yem nonb3a and kmeHTa?
370 5icHO. OH MOT Obl MOKUHYTb aBTOLIEHTP ObICTPEE 1 He
CKy4aTb 3[eCb /INLLHee BPeEMSI.

— CMOXKET /N KNIMEHT NErKO NOHSATb, B YeM COCTONT 3Ta
nonb3a?
3TO O4YeHb BaXKHO, MOTOMY YTO €CIM K/IMEHT HE MOHU-
MaeT uaeu, To, Kakoi 6bl BENIMKOM OHa HU 6blia, OH He
YBUAUT HUKAKOW BbIrO4pbl OT Hee.
B paHHOM cnyyae Ham Kasasiocb, YTO NMpob6nemM ObITb He
[O/MKHO. Pa3 Mbl Cka3ann «yCKOpPeHHas Bbljaya 3aka3oB»,
TO K/IMEHTbI CKOpee BCEro nogymaroT npo TOT cnocoo,
KaKMM OHW OM/ia4ymBaloT FOCTUHUYHLIE cyeTa. U gaxe
NII0AN, KOTOPble HEYaCTOo ObIBAKOT B OTENAX, BOCMIPUHUMAIN
3Ty NAEH XOPOLUO, KOrAa Mbl pacCKasbIBa/iv 0 HEA.

— KakK 13MeHsiTcs 06513aHHOCT W HaLMX paboTHUKOB?
B aTOM cnyyae MUHUMaIbHO. MacTepam MpuLLIOCh Bbl
BbIMOSIHUTbL JINLLb HECKOJIbKO AOMOSHUTENbHBIX ABU-
YKeHUli — caenaTb KOMUIO KPeaUTKX K/IMEHTA, Korga OH
OCTaB/Is/1 MaLLVHY Y Hac. TaK KaK 3TO pasrpy»<asio Halumx
KaccvpoB, Mbl PELLW/IN, YTO UTPa CTOUT CBEY.

— Kak 3Ta nges noBaMsgeT Ha HalM CyLlecTByHLMe
CUCTEMbBI?
CoBceM He noBnusieT. ['naBHOe OT/IMUNE — B CMOCO6e
BblJa4y/ FOTOBbIX MalUMH K/MeHTam. Tenepb TEXHUK



NMno OKOH4YaHUNN paGOTbI rnapkosasi Obl MallUHY HE Ha
3aflHEM ABOpe, a nepes aBTOLEHTPOM.

[enaeT N1 3T0 KTO-HMBYAB ewle? YUTo Mbl MOXKEM U3B/EYUL
3 Yy>KOro onbITa?

A He NO6NI0 ObITb MMOHEPOM B YeM-Nnb60. Kak rnacut
cTapasi rnorosopka, NMOHepbl — 3TO Te NIK0AM, KOTOpPbIE
Nnony4yatoT CTpesbl B CNUHY. 4e TONIbKO BO3MOXXHO, Mbl
N6UM 3aMMCTBOBATL Y APYTUX U YUUTBCA Ha MX OWKG
KaX, BMECTO TOro Ytobbl Aefatb OLMOKM caMmuM. B Halem
cy4ae Mbl 3Ha/IM, YTO Macca oTeseli MPUMEHSET YCKOpeH
HY'0 BbINWCKY rocTeil. CBOK CUCTEMY Mbl CMOAEIMPOBA/IY
Ha 3TOW OCHOBE MU MO/ HE OCO6EHHO 6ECMOKOUTLCS.

UT0 MO>KET MOMTW HENPABUNBLHO?

Jauto yrogHo! Npasga, nocne BHUMAaTE/NIbHOIO PacCMOT
peHNs 0Ka3aloCb, YTO HUKAKasA U3 NOTEHLNAIbHBIX MPO
651em He ABNSETCA HEMPeOoLOIMMONA.

OfHa 13 npobnem — MalLMHY MOTyT YKpacTb. OHa Befb
Tenepb OyfeT OCTaBaTbCA He Ha TEPPUTOPMU aBTocep
BM1CA, 38 3aKPbITbIMW BOPOTaMU, a CHapyXW, rae KIUeHTY
(1, K coXaneHuto, Bopy Toxke) ByfeT nerye Ao Hee 06
paTbca. HO Mbl OTMETWUIN, YTO, EC/IN OCTaB/ATL MaLLVIHY
HEernocpeaCTBEHHO MNOJ HaMMU OKHaMU U 3aKpbIBaTb e
[Bepu Ha 3aMOK, BCe BYZET B NopsLKe.

Ho naes 3akpbiBaTh ABEPU MaLLMHbBI Ha 3aMOK NMPUHeca
OPYTYHO CNOXKHOCTL: Tenepb KVWEHTY Hago0 6bIN0 MMeTb
[Ba KOMMJIEKTa K/KoYel ana csoero aBTomo6uns. OguH
Mbl 3anupaemM BHYTPU MaLLMHbI MOC/e TOro, Kak OTPEMOH
TUPOBAJIN €€ 1 BbIBE/IMN HA CTOSHKY. A K/TMEHT OTKPbIBaeT
CBOK MalUMHY BTOPbIM Habopom kwoueii. (PaHbLue Mbl
nepegasaiv UM KIKOUU U3 PYK B PYKWU, KOTZa OHW MPUXo
Annv 3abupatb MalivHy.) Mbl O/DKHbI YAOCTOBEPUTLCS,
YTO Y K/IMEHTA ECTb 3TN AOMOHUTENbHbIE Ko4Yn. Ho faxe
€C/IN NX HET, 3TO He CTPALUHO: Mbl N3rOTOBUM 3aracHble.



Kak Bcerfja okasblBaThb XopoLuve ycnyrn 69

Ho ansa camoii 60nbLLOA NPo6/aeMbl He 6bl10 peLLeHus:
HeKOTOpble 0AW, MYCTb AaXe UX HEMHOrO, MPOCTO He
6ynyT Ham J0BepsiTb. IM He MOHpaBWIach Maes 4aBaThb
HaM KOMUWIO KPEeAUTKU A0 OKOHYaHWS paboTbl (XOTS OHU
TOYHO 3Ha/IM, YTO Mbl HE BO3bMeM 60sIbLUE fEHET, YeM
0603HaYMNN B Ka/lbKynisiumMm). Mbl He MOTIM fO6UTBLCA
UX JOBEPUS HUKAKUMMW CUaMK, TakK YTO Mbl MPOCTO
nepectann 3a 3To 60poTbCs. HO BCEM OCTa/IbHbIM MAEs
MoHpaBu/Iach.

— JlacT N1 3TOo HaM NPeUMYLLECTBO Nepes, KOHKypeHTamu?
[a. 3T0 MMeHHO To, Yero He 6b110 Y Apyrux. JTO eLlle OAUH
crocob6 octaBaTbCs BNepeau BCeX.

— CKOMbKo 3TO 6yaeT CTOUTb?
HemHoro. Ham Hago 6b110 M3roTOBUTL KAPTOYKM C OMKU-
caHWeM nporpamMmsl, 1 Mbl 3aKa3asii HECKOJIbKO CTEHAO0B
€ Hagnucbto «CnpocuTe Hac MPo YCKOPEHHYHo Bbldady
3aka3oB». Bce ato ctowsno gonnapos 500.

— [o3BommT™ nKn 3T0 3apaboraThb?
MbI 4yBCTBOBa/IN: BCE, UTO AeNaeT XXN3Hb K/IMEHTA Nerde,
npuHeceT Ham NPUBbLITL. Bedb 3TO aeT KNMEHTY eLle Of4HY
NPUYMHY BECTU Aena ¢ Hamu.

— KorgaHam Hago 6yAeT NpucTYNUTb KOLEHKePEe3y/lb TaToB?
Mbl peLnv NpoBePsTb X0 Aefa Kaaplii Mecsiy,. U no-
HA/IN, UTO MHOTUM JIIOASM HOBasi aes NOHPaBWACh.

EcTb ewe napa 3amevaHuii.

MepBoe: noaxof «Aenarb NPaBubHO C MepBOro pasa» KacaeT-
CSl He TOMIbKO YCAyr, HO U TOBAapOB, KOTOPble Mbl Npogaem. Mbl
0653aHbl NpoAaBaTh yullee U3 BO3MOXHOro. Yem nydiue npo-
LYKT, TEM MeHbLLIE BEPOATHOCTb TOr0, YTO K/ANEHT ByaeT UMeTb
C HMM Npo6GNembl.

BTOpoe: Bbl MOXETe 3aMeTUTb, YTO Mbl FOBOPVM MPO BapuaHT
«30/10TOr0 NpaBWna»: Npoaasai NioasaM Takme BellW, Kakume cam



X0Ten 6bl MMeTb. EC KNMEHT He 3HAET pasHULbl MeXay Mpo-
OYKTOM A 1 NPoAYyKTOM B, Mbl peKoMeHZyeM TOT, KOTOpPbIA Ham
CaMVM HPaBUTCA M KOTOPbIV ydllie BCEro NoJONAET MMEHHO
3TOMY K/IMEHTY C YHETOM BCeX M3BECTHbIX HaM OBCTOATE/IbCTB.
He cnepyeT nognasatbea cobnasHy npodarb emy 60nee foporoi
NPOAYKT ¢ 60/bLUEl NPUOBLINLIO UK, HA060POT, 3a/1eXXaBLUMIACS
HEKa4eCTBEHHbI TOBap.

Ecnn Mbl NpogaemM KAVEHTY TO, UTO HPaBUTCA Ham CaMuM,
Y HEro CKopee BCEro OKasbIBaeTCs TO, YTO €My HY>XKHO, W 3TO
03Ha4aeT, YTO Mbl MPaBUILHO BbIMOJIHWIN CBOK paboTy.

OCHOBHbIe BbIBOAbI

— [Jep>kuTe cnoBo. BbINOHEHME TOFO, YEr0 OT BaC OXU-
[Al0T, 1 TOrfa, Korja 3Toro OXugatT, — 3T0 MUHUMYM,
Heo6X0AMMbI ANs1 TOro, YTO6bI BaLLM YCIYTU CUATASIUCH
XOPOLLMMW.

— [pogasaiiTe NpogyKT, KOTOPbI BaM CaMUM HPaBUTCS
605bLUe Bcero. TOMbKO ecnv Bbl PeKOMeHAyeTe NnyyLumnii
NPOAYKT U1 NpeanaraeTe My4LlniA cnocob BbINOIHEHNS
paboTbl, KNNEHT O6YAET JOBOJIEH.

— Bl Y3HaeTe, 4TO Bbl HA NpaBU/IbHOM MYy TW... KOrga Ksu-
€HTbl HAYHYT 0XXMAaTb OT BacC I'IpaBI/IJ'IbHOIZ pa60TbI KaoK-
,El.bll7| pas. M Bam 3ax04eTcs, UTOObI KNTMEHTbI CUNTaNIN 3TO
€CTeCTBEeHHbIM.



[(naBa 9. Korga yto-To ngeTtHeTak

HecmoTpsa Ha TO 4YTO Bbl HaHMUMaeTe Ny4ylwmnx paboTHUKOB,
NMOCTOAHHO FOBOPUTE 0 HEOOXOAMMOCTM MPaBWU/ILHOIO BbIMO/I-
HeHWsi paboTbl C NEPBOro pasa v paspabaTbiBaeTe CUCTEMbI ANS
TOro, 4TO6bl rapaHTVUPOBaTb MPaBU/bHbLIA X0 fena, YTo-TO BCe
paBHO NpUKIYUTCA. UTO aenaTb B 3TOM Clyyae?

3T0 BaXKHbIN BOMNPOC, Tak Kak Xopollas paboTa cuntaeTcs
HOPMOW, a CUTYyaLMK1, KOrfa Y4To-TO UAET He TaK, 3anoMMHaloTCA
cunbHee. KIMEHTbI YacTo CyAAT 0 Hac MMEHHO MO TOMY, KakK Mbl
paboTaem ¢ nx npobremamu.

NTak, 4To MbI genaem?

CHavana mMbl U3BUHSeMcs. oTom mcnpasnsem npobnemy.
HemegneHHo. 3a nocnegHue AecATUIETUS A NPULLEN K yoexxae-
HWIO, YTO 3TO M eCTb [Ba K/toya K paboTe ¢ kanobamu.

WTak, B nepByto ovepesb — N3BUHEHWS.

Bo-nepBbiX, Mbl AeACTBUTENLHO He Npasbl. OLWNGKa He JO/MK-
Ha 6blna cnyunTbes. Bo-BTOpPbIX, 415 KVeHTa /1lo6ast npobrema
OyaeT rnobasibHON, AaXKe eciv C Hallell TOYKU 3peHnst OHa He-
3HauUTeNbHa.

[aBaliTe npeacTaBMM Ha MUHYTY, UTO Mbl 3aHMMaeMCs He
aBTOOM3HECOM, a BNafileeM CeTbio XKMHCOBbIX MarasvHos. Mbl
MOXXeM npogasaTb 1000 nmap B AeHb, W MYCTb B CpegHem
4 Mapbl U3 HNX NMEIKDT KaKoi-nnbo aedekt. 3T1o 20 npobnem
B Hefeno, 1000 B rog, HO Mbl roBopum cebe: «[ena-to
y Hac nayT xopowo! N3 kaxkgor 1000 npogaHHbIX O>KUHCOB
996 xopowume!»



Ho Begb knveHT He nokynaeT 1000 gpxkunHcos, unm 100, nan
paxke 10. OH nokynaeTt ogHy napy. 1 eMy BOBCe He MHTEPECHO
OygeT ycnbiwath: «Hy, Takmx rnpobsieM BMOSIHE MOXHO OXXKU-
[aTb...», KOrAa OH NPUHECEeT CBOK AeeKTHYIO napy Ham 06paTHo.
C ero Touku 3peHus, 100% ToBapa oka3anocb 6PakoM: OH KyMuns
I>KNHCbI, KOTOPbIE HEJb3S HOCUTb.

OH He X04eT cnyLwaTb pacckasbl Npo 99,6% ycnexa nnu 4to
Mbl NMOSly4YaeM OYeHb Masio XKasiob OT HalMX K/MEHTOB. Y Hero
npo6nema, 1 OH XOYeT 3HaTb, YTO Mbl COBMpPaeMCs C Held genatb.
W nepBoe, 4TO OH XO4eT c/bliWaTb, — YTO Mbl AeACTBUTENBHO
NCKPEHHE coxxaneem 06 oLinbke.

O6bIYHO YCTHOIO N3BUHEHNS AOCTAaTO4HO. HO ecnv ueHa To-
Bapa Wam ycnyru 6bina BbICOKOM, Mbl MOXXEM N3BUHUTLCS MUCH-
MeHHO, NN NO TenedoHy, UK JaXke — ec/iv Npobsiema cepbe3Has
(Hanpumep, Npogasel, 3abbl/1 3abpaTb MaLlVHY Ha 06CTy>KKMBa-
HWe) — nocnaTb AHXKUHY PO3.

Kak npaBnno, npuHOCUT N3BUHEHUA TOT, KTO O6LLAaeTCH
C KIMEHTOM — Hanpumep, nNpogaseL, unn mactep. 3a 6onbLune
rPexXn U3BUHAETCA MeHe[Kep, a Horga u A. A ecniv Mbl cnoma-
em Balll aBTOMOGW/Ib (K COXKa/leHUHo, Takoe 6bIBas10), U3BUHSATDL-
cA 6yfeT kaxkablii. (KOHe4Ho, Mbl Ball aBTOMOOW/Ib MOYNHUM
WUAN 3aMeHnM.)

Ho uTO 6bI Mbl HY fenanu, KNUEHT LO/MKEH NOHATL, YTO Mbl Aena-
€M 3TO UCKPEHHe. Y Hac HeT creLmanbHOM (hopMbl 4715 U3BUHEHWA,
pa3paboTaHHOI Ha BCe Cy4au >KM3HW U BbINOIHEHHON TUNorpad-
CKMM criocobom. lMNpucnaTb Takyo opMy — BCe paBHO UTO HE N3BU-
HUTbCSA coBCEM. Mbl pearmpyem Tak, YToObl Y K/IMeHTa He 0CTaBasioCh
COMHEeHWI B TOM, YTO Mbl NepeXxxunsaeM. B KOHLe KOHLI0B, Mbl 1 B Ca-
MOM fefie nepexkmBaem. Hall 6usHec cocToMT B TOM, 4T0bbI 3a60-
TUTBLCA O HALLUMX K/IMEHTAX, & He BbITb UICTOYHMKOM UX NPOo6em.

Hy xopoLuo, Mbl N3BUHUANCL. HO 3TOro HegocTatouHO. Mbl
[LOJ/IKHBI UICAPaBUTL TO, YTO HATBOPWUAW. BOT, Hanpumep, Kak Mbl
paboTaem C MaLLVHOW, KOTOPYIO BEPHY/IM HaM MO NPUYUHE M/10-
XOro peMoHTa.



Cpasy nocne U3BUHeHW Mbl 3a61MpaemM MalLVHY B Ty MacTep-
CKyt0, rae Gbl/1 NPOBEAEH MEPBbIA PEMOHT, HE3ABUCMMO OT TOFO,
CKO/IbKO MALLUUH OXMAaT 06CY>KMBaHUS. W paboTaTtb ¢ Held
6Y[EeT TOT XKe TEXHUK, YTO 1 B MEPBbINA pas.

Ho cHauana ¢ HUM MOroBOPUT PYKOBOAWTENb. Beab BUHBI
TEXHMKA MOXET U He GbITb: MacTep MOr [aTb eMy HEBEpHble
WHCTPYKLWN, WV MOT/1a C/TIOMAaTbCs KakKasi-To AeTaslb YyKe Moc-
Ne TOro, KakK K/VEHT 3abpan mawvHy. Ho B nto6om cnyuvae
KaXKablA AO/MKEH YOeAMTLCS, YTO OH SICHO MOHUMAaeT MpPou30-
LWepLuee.

Mbl 13BNIEKAEM XOPOLLNE YPOKU 13 HALLIMX OLIMGOK. O6Cyxaas
UX C TEXHMKaMK, MacTepamu, NpogaBLammn, Mbl CHOBa U CHOBa
y6exaaemcs B TOM, HAaCKOJ/IbKO BaYKHO cienaTh paboTy ¢ NepBo-
ro pasa. 310 NPUHOCUT GOSIbLLE NMPUBGLIIN, CHUXKAET KOJTMYECTBO
6ecnnaTHoO paboThbl, KOTOPYH Mbl AO/DKHbI CAENaTb, Y YMEHb-
LLIAeT CTPECC, UCMbITbIBAEMbIV HALLMMU KIIVMEHTAMMU.

HukTo He No6uT, Korga npo ero paboTy roBOpsiT, YTO OHA OT-
BpaTUTEsIbHA, HO KPUTMKA K/IMEHTOB 6oJiee LigHHa, YeM NoxBana.
ByaeT nyudlie, ecnv KIMEHTbI caMU CKaXXyT BaM, Korga Bbl cpa-
60Tan Mao0xo, YTo6bl Bbl MOI/IM UCNPaBUTL NPOGIEMY U He A0-
MyCTUTbL ee NOBTOPEHUs. B NPOTVBHOM C/lyuyae OHU MPOCTO YXO-
AT 0T Bac M Hukoraa 6onblue He BO3BpaljaloTcs. U uto eule
Xy)e — B OyAyLeM Bbl NONAZETE B TOUHO TaKylO Xe CUTyaumio,
W TOUHO TaK Xe OT Bac OTBEPHETCH elle KTO-HUBYap.

Camas ntobumasn MHOI YacTb Hallel paboTbl — 3TO Gecefpbl
C NoAbpMU, KOTOpPbIE FOBOPSIT, UTO BCe BbII0 CieNaHO BE/TMKOSEN-
HO U BbICTPO.

A camas Heno6MMasa — 3TO BbICNYLUMBAHWE PAcCKa30B O Ha-
Wnx npoBanax. HeHaBuXy, Korga MHe roBopAaT: «Bbl gymaeTe,
4TO y Bac 3aMeyaresibHas penyTauma? Tak s Bam celiuac paccka-
XY, YTO TYT CAeNaM ¢ MOei MallMHO». A 4yBCTBYHO cebsl yrKac-
HO B TaKMe MOMEHTbI, JaXKe eC/IN CO MHOI rOBOPAT BEXX/NBO.



Ho nmeHHO noTomy, YTO A HEHAaBWXKY BbIC/TYLLUNBATb KPUTUKY,
A1 M X04Y, YTOObI KNIMEHTLI FOBOPW/IV MHE 0 M/10Xoi paboTe. Hyx-
HO 3HaTb, YTO Mbl [enaeM HerpasW/bHO, YTOObl MMETH LUAHC
MCcnpaBuUTb 3TO.

Kak y>e roBopusiiocb BbllLE, eC/IN Mbl XOTUM, 4YTOGbI N0AM
CKasa/im HaM 0 HaluMX HefocTaTkax, cnefyeT AaTb UM NPOCTON
cnocob cgenatb 3T0.

OfHW XOTAT BbICKa3aTb BCe B rnasa. ViM Hy>KHO Hemea/leHHO
[aTb BbIX0 CBOUM YyBCTBaM. Mbl cTapaemcs He nepebmBaThb u1X,
[ake ecnn ¢ rnepBbIX CI0B NMOHAN, YTO NPON3OLLIIO U YTO HaZo
ncnpasuTb. VIM Heo6xo4MMO MOIHOCTBIO BbIFOBOPUTLCA. NS
HMX 3TO KaTapcuc.

[Jpyrve He uyBCTBYIOT Cebs y06HO, XaTysicb TaKUM CrOCO60M.
VIMEHHO NO3TOMY Y Hac ecTb aHKeTa U3 Tpex BOMPOCOB BO3/e
Kaccol, BCe ApYrne aHKeTbl U ONPOCbI, a Takke (HOKyC-rpynmbi.

MbI XOTUM, 4YTOObI KAIMEHT BbICKa3asl CBOW NpeTeH3nn. Ecnu
OH HEJ0BOJIEH U NMPOMO/Yas, NOYTU HaBEPHSKA OH MpekpaTuT
€ Hamu OTHoLeHWsA. OgHaKo NPoBeAeHHbIE HAMW UCCNef0BaHNA
MOKa3blBaKOT, YTO, C/IN Mbl UCMpaBAseM NPo6aemMy UK MO Kpawi-
Heil Mepe rOBOpPUM, UYTO COXa/leem 0 CBOEW OLIMOKe, y Hac ocTa-
€TCS XOPOLUWIA LWaHC yaepXaTb KneHTa.

VTak, HpaBUTCA 3TO HAM UM HET, HO Mbl JO/DKHbI 3HATb, YTO
Mbl AenaeM HenpasBwIbHO. K cOXXaneHuto, 3TO eAUHCTBEHHbIN
Cnoco6, NO3BOASAIOWMIA caenaTb B OyAyLIeM XOPOLLUYH paboTy.

Hapo otmeTuThb ewe ogHy Bellb. Korga Bbl yCTaHaB/vBaeTe
Ans cebs BbICOKME CTaHAapTbl, 0653aTelbHO HaWAyTCs N04W,
KOTOpble C HeTeprneHWem OyAyT >AaTb, KOrja Bbl OCTYMUTECH.
OHu B6yayT NckaTb (haHTUK OT XKBauKM B MapKOBOYHOM 30HE UK
npyMep He Camoro Ny4llero OTHOLUEHWS K HUM CO CTOPOHbI
BaLUMX COTPYAHVKOB.

Hwuyero cTpawiHoro. 3To NpocTo elle 0ANH NOBOA, A1 TOro,
yTObbI CTapaTbcs usberaTb OLWMOOK N NPOAOMKATL COBEPLUEH-
CTBOBATbCA.



OCHOBHbIE BbIBOAbI

— KorgayTo-TOo MAeT He Tak, U3BUHUTECh. DTO HEC/IOXKHO,
N K/IMEHTaM 3TO Ba)KHO, HO MOYTU HUKTO HMKOra He
rOBOPWT, YTO EMY OYeHb Xasb. [10TOM, HEMe/IeHHO noce
W3BMHEHWIA, UCNpaBbTe NPoG/ieMy B NPUCYTCTBUM KU-
eHTa.

— CpenainTe Tak, 4TO00bl KIMEHTY ObIIO IEFKO NO>Kano-
BaTbCA. DTO HENPUATHO, HO'Y Bac Mo KpaliHeli Mepe byaeT
LIaHC UCMPaBUTb NOJOXEHVE BELLENA.

— HeKOTOpre noan 6y,£l,yT M3BOANTb Bac. YCTaHaBnMBas
ana cebs BbICOKME CTaHAapThbl, Bbl BAOXHOB/1AE€TE HEKOTO-
PbIX BbIMCKMBaTb BCEBO3MOXXHbIE HEAOCTATKMN. PacueHuTe
3TO Kak €lle 0aAHY BOSMO>XHOCTb CTaTb Jly4lle.

— Y Ka>k[oro 6b1BaloT nnoxue aHu. Jaxe y KIMeHToB. Ecnv
OHW MOTEPSAOT camoobagaHne, npocTuTe nx. Caenante
war K ToMy, 4Tobbl OHU YyBCTBOBa/IN CEOS CHOKOWMHO,
Korga 6yayT rnotom Bo3Bpallatbcs K BaM. (OHU MoryT
ObITb CNnerka cMyLeHHbIMN.)



[(naBa 10. Kak Bcerga MMeThb TO,
YTO HY)XXHO BalLNM KJ/IMEeHTam

Kak y>e roBopmniocb, 0AuH M3 Ny4Llmx crnocobos npegocTas-
JNIeHUA XOPOLUMX YCNYyTr — BbICNYLIMBATL MOXENaHUSA K/IVeHTa
N BbIMOJTHATb UX.

Ho kak gatb K/MEHTY TO, YTO OH XOYeT, ec/in y Bac 3TOro
HeT?

30ecb camoe BpeMs MOroBOPUTL 0 BXXHOCTU MPaBUbHOIO
ynpaBneHns CKNaoM.

OfHa U3 rapaHTuii TOro, YTO K/IMEHT HUKOTA4a OT Bac He yinaet
pa3oyapoBaHHbIM, — OFPOMHbIN cknag. Ho aTOT BapmaHT cnuw-
KOM pgoporoii. Nogaep>kaHne Takoro cknaga CToUT Hemaso,
N NyYLNii cnocob 6aHKpPOTCTBA — MMETb BOMbLUIONA CKiag u Ma-
JIeHbKMe Npoaaku.

EcTb gpyroii cnocob Bcerfa MMeTb TO, YTO HY>KHO KJ/IMEH-
Ty, — 3TO CUCTEMa Y4YeTa, KOoTopas Mo3BONSeT aHa/IM3NpoBaTb
COZlep>KMMOe BaLlero CKnaga v faet Bam 3HaTb, YUTO Y Bac AO/K-
HO ObITb M Yero He AO/MKHO. Takas cuctema MO3BOMUT Bam
TakKXKe N3MepATb CTOMMOCTb Ballero Kanutana (Hanpumep, npu
CTOMMOCTW HalLKMX 3amnacoB HOBbIX M MoAep>XaHHbIX MaLluH
n 3an4yacTtei B 20 M/IH AONNapoB npu ctaBke 9,75% rogoBbIX
Halwl KanuTaa cTtouTt 1,95 MNH 40N1apoB B rog).

BoT, Hanpumep, Kak Mbl CNeAMm 3a COCTOAHWEM 3aracoB Ha
WX HOBbIX MaLMH. OB6bIYHO 3aBOAbl PEKOMEHAYIOT Auepam
MMeTb 3anacbl Ha CPoK oT 60 fo 90 AHEN; HO KOrfa LieHbl Ha
MaLUVHbI BbIPOC/IN, YBENIMYMB N CTOMMOCTb HaLLIero Kanutana,
Mbl COKPaTW/IN HaLlW pe3epBbl: Terepb Mbl AenaeM 3arnachbl Ha



45 pHeii. (W aTa umndpa CTaHeT ellle MeHbLLE: rypy NPOU3BOACTBa
Ha Cadillac Nappu Koyrep noobeLan cokpaTuUTb CPOKM MOCTaB-
KW C LWeCTU [0 ABYX Hefenb.)

MbI cTpeMmnmMmcs cbanaHCMpPOBaTb HaLIW 3anachl 4718 BCEX MO-
fgenein — Coupe de Villes, Fleetwood 1 T.4. Takum o6pa3om, ecim
y Hac He byaeT xBaTaTb KakoW-TO OAHOW MoAenn unun byaet ns-
6bITOK APYroii, Mbl 6yem 3HaTb, YTO 3aKa3biBaTb, a YTO HeT.

OTcnexnsas Npoaaxku oTaensHol nnHenkn (Eldorado) oTHO-
cuTeNbHO cyMMapHbIX npogax (Cadillac), Mbl MOXkeM 3aKas3blBaTb
6ecTcennepbl, faxe ecnm 06LLMe NPOAAXKM PaCTyT MeA/1IeHHO (Kak
3TO BCerga c/y4vaeTcs Moc/ie OKOHYaHWs NporpaMmbl CKAAOK).
EcTb BeAb MCKYLLIEHME BOOOLLIE HAYErO He 3aKa3blBaTb, KOrja fena
NAYT He OYEeHb XOPOLLO.

MbI oTCneXunBaemMm 1 CPOKU XpaHeHUs ToBapa. Ecnv aBTomo-
6ub HaxoanTca y Hac 6onbLue 45 aHel, AoMKHA ObITb NPUYNHA
TOro, YTO OH BCe elle He NpojaH. BeposiTHO, C HAM UTO-TO He Tak.
MoxeT 6bITb, OH HEMOAHOIO LiBETa, WM TPA3HbIA, UAN CTOUT
Byrny. Hy>XHO nNogoiiTv NOCMOTPETb Ha Hero 1 NOHATb, B YeM
feno. Halitm npuumnHy TOro, 4To TOBap He MPOAaeTcs, TaK Xe
Ba&)KHO, KaK 1 HaiTU NPUYMHY XOPOLLMX NPO4aX.

Ho camoe Ba>kHOe 13 TOro, YTO Mbl U3MepsieM, — 3TO AOCTYn-
HOCTb, TO €CTb HACKO/IbKO YacTO Mbl MMEEM Ha CKIage MMEHHO
TO, YTO MPOCUT K/MEHT. ECIM y HAC HeT TOro, YTO eMY HYXKHO,
3TOT 3anpoc 3arnmncbiBaeTCA Kak MoTepsiHHaa npogaxa. M mbl
TLWAaTeIbHO OTCNEXNBAEM NOTEPSAHHbIE NPOAAXKMN. ITO eLle 0ANH
€noco6 BbIACHUTb, YTO UMEHHO HY>XHO 3aka3blBaTb. CIULLKOM
4acTO 3aKyMLWMWKN MOoaraloTca Ha CBOW UHCTUHKT, HO Befb Of-
HOr0 MHCTUHKTA IBHO HeJOCTaTO4YHO. Bam HY>KHO TO4YHO 3HaTb,
Yyero Xo4eT K/IMEeHT.

EcnvM KIMEHT cnpawmnBaeT TO, 4Yero y Bac HeT, nonbiTanTecb
NO3BOHUTb KOHKYPEHTY N npeansjioxnTb 06OMeH. [oCKOsIbKY Bbl-
roga MoXeT 6bITb B3aMMHOI, Ball KOHKYPEHT CKopee BCero co-

rnacuTtcA.



Kakoii 3anac Mbl MeeM, ONpeAensieTcs CKOPOCTbI0 NPOAAKU
OTAe/IbHbIX TOBApOB, BPEMEHEM, HEOOXOANMbIM A1 HOBOIO
3aKasa, M CTOUMOCTbLIO KanuTasia. OYeBUAHO, YTO YeM BbICTpee
NPOXOAUT LMK 3aKa3-NnocTaBKa, TeM MeHbLLe ToBapa MOXHO
MMeTb Ha cknage. Hanpumep, ecnu mbl ucnosnsdyem 200 mac-
NSHBIX (UILTPOB B HeZENHO, 3a4eM HaM 45-aHeBHbI 3anac? 370
YKe Ky4a [IeHer, 3aMOPOXeHHbIX Ha cKnage. Mbl MOXXeM XpaHUTb
Ha cknage Bcero 400 aTnuX UNBLTPOB, 3aKasblBas UX KaXKAYHO
HeZento.

Y Lexus ny4llas B MMpe cUCTEMa YNpaBfeHns 3arnacamm Kom-
nnekTyowmx. OHa NO3BONAET 3aKasblBaTb HY>KHbIE 3aM4acTu
eXeaHeBHO. DTO 03HavaeT BbICOKWUI YPOBEHb AOCTYMHOCTU U
HU3KMe CKIaACKMe pacxodbl — Kak A1 Hac, Tak N A5 HUX.

[ns BbIACHEHNS TOT0, CKOJIbKO BPeMeHU XPaHATCA Y Hac TO-
Bapbl C OrpPaHUYeHHbIM CPOKOM FOAHOCTWU, Mbl UCMOJb3YeM
LBEeTHble METKM. Ha Kaxkaon ynakoBke eCcTb METKa, LiBET KOTOPOIA
COOTBETCTBYET Jarte MocTtaBku. Hanpumep, ronybas meTka co-
OTBETCTBYET AHBApPIO, KpacHasa — espato... He 6yay Bce nepe-
UYNCNATb, HAAEHCh, UALH Bbl YXBATUIN.

Ecnn Bbl 3aHMMaeTeCb PO3HUYHbIM GU3HECOM, Hanpumep
0[eX0M, 1 NIAN MOTYT BUAETb NPAKTUYECKN BeCh Balll CKaf,
(nOTOMY UTO OHW B HEM (PAKTUUYECKN HAxXO[ATCS), Bbl MOXETE
NPUMeHSTb 60/1ee yTOHYEHHbIE METOAbI MapKUPOBKMX. Tpeyronb-
HMK Ha LEeHHWKE MOXXeT 03Ha4aTtb, YTO TOBap NpmobII B MapTe, a
KBagpat — 4To B Mae. (Mbl eLle NCnonb3yem TOUKU 13 LIBETHOW
b6ymaru, Haknensasa nx Ha 06opoTe 3epKana 3afHero s1aa.)

Bce 3TV ngen nomMoryt orpaHMYUTb 3anacbl ¥ CHU3UTbL Ha-
KnagHble pacxofpl. Ho gaxke camas syyluas B MUpe cucTema
ynpasneHns 3anacaMmu He rapaHTUPYeT, UTO Bbl BCErAa CMOXeTe
NPeANOXNTb KINEHTY TO, YTO OH XOYeT B AaHHbIA MOMEHT.

CnocobomM 6ecnnaTHOro pacluMpeHus Ballero ckiaja siBfs-
€TCA YCTaHOB/IeHVE NapTHEPCKMX OTHOLLEHWIA C NOAbMU, 3aHU-
MaroLLMMUNCA aHaNornyHbiM 6msHecom. JonycTuMm, Bbl PYKOBO-
[AVTe MarasvHOM XKEHCKOW ofexbl. Bbl 4O/MKHBI UMETb BO3MOX-



HOCTb 06MEHMBATbLCA C GAVKANLLMMW Mara3vHaMu, YTobbl Mo-
NYUNTb T€ BELUU, KOTOPble HY>KHbl BalLMM KMeHTam. MoxeT
6bITb, BaLLW MOKYMNaTe/IbHULbI 60/bLUE MHOGAT YepHOE, a BALLETO
cocefa — 3eneHoe. Mnu ero NocTaBLUMKK He OTIPy3uv emy
3eeHoe. Bbl MOYKETe NMOMEHSIThLCS.

UT0 KacaeTcsi Hac, Mbl Bce BpeMsi 06MeHMBaeMCsl ¢ ApYrMu
aBToOAVNEPaMI M AaKe C HALUMMMK NPAMbIMUA KOHKYPEHTaMM.
W ecnv Hawemy KAVEHTY MPUISHY/acb Kakasi-TO 0CO6eHHas!
MalLIMHa, HanpuMep ¢ KakMM-TO HeoGblUHbIM COUYETaHMEM LiBe-
TOB, Mbl C/IeNlaeM BCe, YTo6bl A06bITb €e. Mbl Kak-TO axe 06Me-
HVBA/ICb MaLLIMHAMW C Annepom 13 Cnatna.

B03MOXHOCTb MEHSITbCSl TOBapamu MO3BOMSIET YBE/INUNTL
[OCTYrHble BaM 3arnacbl, He HECSl MPY 3TOM 0COGbIX PACXO/0B.
Mbl HaLNM 3TY UAEK BECHMA MOJSIE3HONA.

OCHOBHbIE BbIBOAbI

— EcTb N1 310 Ha cknage? [JonKHO OHO Tam 6bITb? Kak
[OMro OHO Tam 1e>KUT? CKO/MbKO LUTYK HaA0 MMEeTb?
Ecnu Bawa cknafickast CUCTeMa He MOXKET OTBETUTb Ha 3TU
BOMpPOChI, Bbl CU/bLHO 3aTpyHSETe CBOKO pPaboTy MO OKa-
3aHNIO XOPOLUNX YCNYT.

— Bo cKkonbko Bam 06x04ATCsi 3anackl? BHUMATeNbHO cnefs
3a TeM, YTO Y Bac eCTb, Bbl YCKOPUTE CBOW TOBapoo6opoT
N CHU3UTE CBOMW U3LEPXKKU.

— I/I3mepﬂ|7|Te CKOPOCTb UMKNna 3aKas3-nocTaBka ANna Kaxk-
[0ro nocTasLluKa n ABMFaﬁTer B Harnpas/ieHNN CUCTEM
«TOYHO BOBpPEMA».

— YcTaHoBUTE NapTHEPCKNE OTHOLLEHMS. Bbl Xe He XOTuTe,
4YTOObI K/TIMEHT YXOAW OT Bac TO/IbKO MOTOMY, YTO Y Bac
Ha CK/lage HeT TOro, UTO eEMY HY>XHO? YCTaHOBUTE OTHO-
LeHUA ¢ KofiieraMm no 6usHecy, YTo6bl 0OMeHVBaTLCA
TOBapaMu B c/ly4ae He0O6X04NMOCTMN.



naBa M. Hukorpa He 6biBaeT
C/INLLKOM XOpPOLLO

Mbl 6b1M NepBbIM aBTOMOOW/IbHLIM ANEPOM B Texace, KOTO-
pbivi NpeanoXun 6ecnnarHble 3anacHble MalUVHbI A5 CBOMX
K/IMEHTOB W CTan paboTaTb B cy660TYy NOMHbLIA AeHb. DTU naen
Janv Ham noTpsAcaloLLee NMPeMMyLLECTBO Mepes HaMMWN KOHKY-
pPeHTaMn — Ha HEeCKO/IbKO f1eT. OfHaKo CO BpeMeHeM [Ba Hallmnx
KPYMHENLLIMX COMNEPHUKA CKOMMPOBa/IN BCE, YTO Mbl CAeNnau.
Tenepb OHW TOXe BNAAEHOT Mapkamy 3anacHbIX MallvH BTO-
pbIM 1 TPETbUM B CTpaHe No pasMepaM. (Y KaXKAOoro u3 Hux
npuMepHo no 50 MalmH. Y Hac 257.) I oHKU Toxe npegnaratot
obcny>kmBaHue no cyb6otam.

Torga Mbl peLunsiv NOAHATL NiaHKy. Mbl YAMHWAM Hall pa-
60unii geHb 4o 8 YacoB Bevepa — Tenepb HUKOMY He Hal0 HECTUCh
CNOMS ronosy, YTobbI ycreTb 3abpaTb MalUMHYy U3 cepBuca, 3a-
KPbIBAKOLLIErocs B LLUECTb.

Hac onaTtb ckonupoBanu.

MbI CHOBa MOAHAMN NAHKY: HAHAMN MOMOLLHWKOB /18 HaLINX
npofasLoB «Kaannnakos» N «J1IeKCyCcoB» — OHU MPUTOHAIOT Noj-
MEHHYI0 MalLMHY NPAMO K OMY K/IMEHTA, & ero asToMobusb nepe-
NpasnsloT K Ham. Korga o6cny>KvBaHWe 3aKOHYEHO, MOMOLLHUK
CHOBA OTIOHSET K/IMEHTCKYH MalUVHY K HEMY AOMOi 1 3abupaeT
noameHHyt0. KNneHTy NpocTo He Haflo K HaM XOaUTb.

3aKoHYaTCs /11 BCe 3TU Y/YULLEHWA HaLlell CEpBUCHOI MNpo-
rpammbl? HeT. Ecnv Mbl XOTUM NpuBekaTb 60/bLUe KTMEHTOB U
yAEPXUBaTb HbIHELUHUX, Mbl AO/DKHbI JaBaTb UM BCe 6Gosblue
OCHOBaHUIN UMEeTb [1eN10 C HaMMW.



MbI fO/KHBI FTEHEPUPOBATbL HOBbIE UAEW W YTYULLATb UMEHOLLN-
ecs, MOTOMY UYTO K/IMEeHTbI He Aat0T HaMm BceX 6anoB TO/bKO 3aTo,
YTO Mbl NEPBbLIMU NPEANOXKMUIN YAO6HYIO HOBUHKY. ECnn KTO-TO
NpeanoXxunT nm 6onblie — 6onblle yao6cTea, 60/bLUe cepBumca
WM HamMHOro 60siee BbIFOAHYHO LieHY, — OHW Hac NOKUHYT, He3a-
BMCMMO OT TOr0, CKO/IbKO Mbl CeNanu 415 HUX B MPOLLIOM.

DTO 03HAYAET, YTO Mbl SO/MKHbI YCTAHOBUTbL BbICOKME CTaHAAPThI
ans cammx cebsi M MOCTOAHHO MpeBbIWaTh UX. NPy 3TOM Ham HY>X-
HO CMOTpeTb U Ha3af, W Brepes, 1 No CTopoHaMm. [NoToMy UTo, Kak
NoKasbIBalOT MPUMEPbI C 3anacHbIMM MaluMHaMK 1 pabounmu
Yyacamu, Hall KOHKYPEHTbI HA CamMOM fene JOrOHAT Hac — BCer-
fa. Celiuac 3To y>ke BOCNPUHMMAETCH KaK K/uLLE, HO 3TO NpaBfja:
€C/IN Bbl HE CTAHOBMWTECH JIyULLIE, Bbl CTAHOBUTECH XYXXe. AMNOHLbI
NMELOT CreLmabHblii TEPMUH 418 NPOLLeCca HENPEePbIBHOMO YilyY-
LLEHUS: «Kali3eH». XOTS He BaXKHO, KaK Bbl 3TO Ha3bIBaETE, €C/N Bbl
3TO Aenaete. Hafo MOCTOAHHO CTaHOBUTLCA yulle — 3T0 abco-
NIOTHO He06X0AMMO, ECIN Bbl HAMEPEHbI BEDKUTD.

MbI MCAPO60OBaIN HECKOMBKO CNOCO60B A5 YYULLIEHUS.

[N Havyana Mbl NPOBE/IN KOHTPOSIbHbIE 3aKYTKN Y KOHKYPEH-
TOB. Tenepb Mbl MOCTOSAHHO MPOBEpPsieM, He OpraHM3oBaan n
OHW HOBYHO NMPOrpamMmy, KOTOPYHO HaM MOXXHO OyaeT CKOnupo-
BaTb. /1 Mbl BCcerga Ao/MKHbI 3HaTb, KaK OHY KOHKYPUPYIOT C HaMMu,
KakKoro OHM MHeHUs 0 Hac. Hanprmep, Korga Mbl TO/IbKO Havanm
npegnaraTb BpeMEHHbIE MaLUWHbI, BOT Kak OHM OTBEYaIn Ha BO-
npoc, noyemy OHW He NPeSOCTaBAAT NOAOBHON yCnyru.

«[la, — oTBeYas1 Hawl KOHKYpeHT, — B Sewell Village rosopsT,
YTO OHM NPefOCTaBAT TakMe MalwKrHbl. Ho Bbl Korga-H1byab
NbITANCb ee NOAyYMTb? ECnn Bbl MO3BOHUTE MM, OHU CKaXYT,
YTO BaM HaA0 NOAOXKAATb Mecsl, Noka 0CBOOOANTCS 0fHa».

370 He 6b110 abCOMOTHOM NpaBaoi. Ho y Hac AeNCTBUTENBHO
4acTo 6bIIN NCTbI OXXUAAHMS.

MbI Bce paBHO cobmpanuck J06aBUTb MalLVH B Halll Napk, Ho,
Y3HaB, YTO 0 HaC roBOPSAT KOHKYPEHTbI, Mbl CAeNaM 3TO BbICLUNM
NPUOPUTETOM.



B [orMonHeHWe K 3aKyrnkam y KOHKYPEeHTOB Mbl MO3anMCTBO-
Ba/IN Yy PeCTOPaHOB W YHUBEPMAroB elle OAHY MAeH: NMOoKynaTtb
y caMmmx cebs. Mbl HaHANM upMy, KoTopas ABaxKAbl B rof npui-
CblaeT K HaM CBOUX NOfeN KynuTb Y Hac aBToMobOW/b. Mbl He
3HaeM, KTO 3TO 6yaeT 1 KOrja MMEeHHO OH MpUaeT.

TanHCTBEHHbIV MOKynaTesb MPOBepseT Lenblii CNUCOK BOM-
pOCOB, KOTOPbIV Mbl J&/14 3TOV KOMMNaHUW 419 OLEHKWN HalLuX
AencTBuiA. BbICTPO M Mbl NOMNPMBETCTBOBa/IN KnneHTa? Mpea-
NOXWA NN emy NpojaseL, NPOBecTM NPo6HY0 Noe3aky? bbiiv nn
Mbl HaBsA34MBbI? Nocne BU3NTa pmMa AaeT Ham MoJHbIA OTHeT.
VMicnonb3oBaHmne TaMHCTBEHHbIX NOKyNaTeneii — 3To elle OAuH
Croco6 HalTK TO, YTO MOXKHO YNYYLLNTb.

Mol cTapaemcs genaTb BCe 3TO, YTOObI OCTaBaTbCA MEPBbLIMMU.
OTO MOX0oXKe Ha CnopT. YeMMNMOHCKMe KOMaHAbl, OCTaHaB/VBa-
IOLLMeCcs B CBOEM pasBUTUM, PeAKO MOBTOPSAIOT CBOW ycnex
Ha cnefyoLwmiin rog. BosMoxXHO, OHM camoycnokamsatoTcs. Bos-
MOXXHO, NX UFPOKM CTaHOBATCA CTapLue U TepsatoT 60MLLOBCKME
KayecTBa. BO3MOXHO, Apyrue KomaHAbl MPoAo/HKatoT 06MeHU-
BaTb M HAHUMaTb UTPOKOB, OOUBAACH Y TyULLIEHUIA.

To >xe camoe 1 B 6U3Hece. YpoBeHb KOHKYpPeHLUU pacTeT
C K&XAbIM AHEM — Hanpumep, BCe MsAHLEBbIE aBTOMOOW/IbHbIE
YKYpPH&a/Tbl YTBEPXKAAKOT, UTO Lexus ycTaHOBWU/ HOBbIV CTaHOapT
0N MallWMH K/lacca IIoKC U OCTa/lbHbIM MPOUN3BOANTENAM Haf0
€My COOTBeTCTBOBaThb. TakyTo Bam NpUAeTCA CTAaHOBUTLCA NlyuLLe.
Hawnbonee BaxkHasa cuctema, KOTOPYHO Bbl MOXeTe pa3paboTarhb,

— 3TO CUCTEMA HEMPEPbLIBHOIO Y yYLLEHNS.

MocTaBbTe BbICOKME LieNIM U NOAHUMATE MIaHKy Mo Mepe nx
JoCcTvKeHuA. Ecnn Bbl 3TOro He genaete, KTO-TO 06sA3aTeslbHO
pBaHeT MMMO Bac, MokKa Bbl NoYMBaeTe Ha flaBpax. Hukorga He
6bIBAET C/INLLIKOM XOPOLLIO.

Kak Mbl BHeApWIM NPorpamMmMy HerpepbIBHOMO Yy4yLleHns?
OTO HECNOXHO, XOTHA U TpebyeT MHOro BpeMeHW. Mbl He fenaem
BCe Ccpa3sy, HO NepPUOAMNYECKN MPOBEPSeM KadKAYH0 YacTb Hallel
[LeAaTe/IbHOCTU U AyMaeM, Kak ee MOXXHO ynyyLwimTb. B mapTe u



CEHTAGpE, K MpMMepY, Mbl CMOTPUM Ha Mer3aX BOKPYT Hac — He
nopa M 4To-HNGYAb U3MEHUTL? B (heBpane n aBrycte npose-
psemM Mebefnlb — He BbIMIA4UT /N YTO-TO CTapbIM UM U3HOLLIEH-
HbIM? Mbl He NpUAEPXKBaAEMCSH TOYHOI0 rpadumka, HO cunTaem
BaXKHbIM [ie/1laTb NPOBEPKU Yepe3 onpefefieHHble MHTepBasbl
BPeMEHN.

Takyto e MeTOAUKY Mbl MPUMEHSEM U K HALLIMM CUCTEMaM:
nooyepesHO NpUCMaTpUBaeMCa K pas/iMyHbIM rnpoveccam (Hanpu-
Mep, HaliMy COTPYAHWMKOB) W MbITaEMCS YBUAETb, UTO MOXKHO
YAyULWNTb. Mbl He NPUCTYyNaemM K TaKMM MpPoBepPKam C MbIC/bIO
0 TOM, YTO HaM HaJ0 4YTO-TO C/MOMaTb M MOCTPOUTL 3aHOBO.
MbI NPOCTO ULLEM CMOCO6bI YyYLLEHUS.

Hanpumep, Halum npogasubl Npoaasanu no 16 MmalnH B MecsL.
OTO Henioxo — B [iBa pa3a BblLUe cpefHero nokasaresis no cTpaHe.
Ho B0 Bpems nocnegHen NpoBepPKU Mbl MOMbITAINCL HaTX cCNOCO6
HEMHOIO y/Ty4LIUTb 1 3T0. Mbl pa3paboTasiv NnporpaMmmy CTUMy-
nupoBaHud, Ha3sas ee «KomaHaa 20», — A1 BO3HarpaxkaeHus
Tex NpoAasLIoB, KOTopbIle NpogatoT 20 Ny 60NbLLE MALLVH B MecsL,
Uem 60sbLLIE MALLMH OHU NPOAAIOT, reM 60/bLUe MOTYT NOMYUUTb
[eHer unmn 6ecnnartHbIX NyTELLECTBUIA.

B Hallem cepBuce MHAEKC YA0BETBOPEHHOCTU KneHTOoB (CSI)
ceiivac paBeH 96%. Ewe pa3 nepeunTtaB JeMunHra n Taryyu, mbl
vLem NyTu ero yeseninyeHms 1o 98% B TeveHue roga.

Mbl Bcerga HaueneHbl Ha MOJHbIA ycnex. Mbl XOTUM, YTOObI
Yy Hac 6b11m nydime npogasybl 1 CSI 100%. Ho Mbl peanncTbl 1
3HaeM, 4To 60/bLLME NEPEMEHBI HEMb3S CAeNaTh 3a OfMH BEYep,

a noToMy fenaeM HebonbLUINe YyULLEHWS, HO HEMPEPbLIBHO.

OTOT NpoLecc HUKOrga He 3akoHUUTCA. Ecnv Ham yaactes
noBbICUTb cBOM CSI oo 98%, 6yfeT eCTECTBEHHbLIM OT/IOXKUTb
BCe [iefla U HEMHOIo OTAOXHYTb. B KOHLE-TO KOHL0B, CKO/bKO
YCUNWUA YISO Ha 3TW ynydweHunsa! Mbl oTripasgHyeM ycnexu
(cMm. rnaBy 12), Ho 6yaem fenaTb 3TO HE C/ULLIKOM [Oro.

MHaue Mbl 06HapY>X1M, YTO KTO-TO He TO/IbKO A0rHaJs1 Hac, HO
1 MPOMeSIbKHYT MUMO Hac, U Mbl Y>Ke NeTeMcsi No3aju.



OCHOBHbI€ BbIBOAbI

— bBbITb nepsbiM HegocTaToOuHO. HU Pepsi, HM Coke He
6b1711 n306peTaTensaMm AUETUYECKNX KON U HaNUTKOB
6e3 KoherHa. VIHHOBaLMK caenanv gpyrue, a pbIHKOM
Bnagetot Pepsi u Coke. Ecnv Bbl OCTaHaB/IMBaETeCh, NPU-
JyMaB OfHY MIEL0, Y BaC BO3HUKHYT MPob/iemMbl.

— CpenaiiTe nydwe. Moce TOro Kak Bbl YAy4LUWAN WAEHO,
chenaiite 3To ewle pas. Ecnm Bbl XOTUTE OCTaBaTbCs Brie-
peau KapaBaHa, B Balleli KOMNaHUK AOSIKHO GbITh Henpe-
PbIBHOE Y/TyHLLEHWE HA BCEX MO3ULMSIX.

— [lepvognyeckn npoBepanTe KadKAyld 4vacTb Ballel
JesaTenbHoCcTWU. DTO 06/1ErYNT MOMCK TOFO, UTO MOXKET
ObITb Yy4LLIEHO.

— LUNMOHCTBO... 3TO 340pOBO. Bam Hafo nepuoanyeckm
MPOBOAWTL 3aKYTKM Y KOHKYPEHTOB 1 Y CamMmunX Ce6sl, BbINC-
KMBasi MECTa, F4e MOYKHO YTO-TO Y/yYLLnTb.



ll. JTiogn: Kak 3ab0TUTbLCA
0 K/IMeHTax —
N coTpyaHMKax



[[naBa 12. Bonpoc: KTO BavkHee —
Ball KIMEeHT UM Ball PpaboTHUK?
OTBeT: 06a

Celivac A BaM CKaxy TO, YTO MOApa3yMeBasioCb BO BCex Mpefbl-
OyWnX rnaeBax: Hawwm COTPYAHUKN HACTOJIbKO Xe BaXKHbl, Kak 1
HalW KAMEHTbI, U C HAMW HaA0 06pallaTbCa Tak >Xe XOpOoLUO.

Mouemy? Bo-nepBbIX, UTOOLI AenaTb BCe NnpaBubHO. Bo-BTO-
PbIX, 3TO B HALLMX e MHTepecax. Kak MOXXHO 0XX1AATb OT HalLnX
Ntojeli, YTO OHM ByayT XOPOLUO 06paLLaTbCs € KIMEHTaMM, eciu
Mbl caMy obpaLLiaeMcs ¢ HaWMMK JTHOAbMA M710X07?

HekoTopble MOTyT CnpocuTb: «A 3a4yem MHe 06 3TOM BOJIHO-
BaTbCA? A e nnavy um! 3T0ro 4To, HeJOCTaTOUHO?»

Het, uepTt BO3bMU!

Kak Mbl y>Ke cKasanu, ornsjara He camblii rNaBHbIA hakTop,
KOTOPbI 104N NPUBOAAT NPY O6BACHEHUM TOT0, HACKOJIBKO MM
HpaBuUTCa (NN He HpaBuUTCA) nX paboTa. 3a40/ro Ao Toro, Kak
nepeiit K 06CY>XAEHNIO ONaThbl, OHW FOBOPAT: «3TO OT/IMYHOE
MecCTO», «OHM Ha camMoM fJefie 3a60TATCA 060 MHe» UNu «TyT
KO MHe OTHOCATCSH KaK KO B3POC/IOMY YE/I0BEKY>.

Xopoluee OTHOLLEHNe K pabOTHMKaM HaunHaeTcs ¢ ux pabo-
yero mecrta. HemHorve BNAAT HalX PeMOHTHbIE MacTepcKue
(cTpaxoBas kommnaHusa TpebyeT, YyTobbl NMPUCYTCTBUE MOCTOPOH-
HUMX 34€eCb 6bI1I0 CBEEHO K MMHUMYMY), HO BCE, KTO TYT ObIBaeT,
OTMeYaloT UX 6e3yrnpeyHyro YNCToTy. M Mbl Ha caMOM fene ee
3[ecb Noaep>XXveaem.

Mouyemy? NMoOTOMY UTO, XOTHA KNIUEHTbLI BULAT HALLI MacTePCKNe
pefKo, HO HalM TEXHUKN HaXodATCA TaM NMOCTOSIHHO. ['fie 6bl Bbl
XOTeNM NPOBOANTL UefNblli eHb — B FPSA3N NN B YUCTOTE?



Ho aTo 6onblue, yem acTeTmka. Ecnm mbl chenaem mecto pa-
60Tbl TEXHNKOB 60/1ee NPOeCCNOHa/IbHBLIM, 60/ee MPUATHBIM,
60nee ahheKTUBHBIM, €C/IM Mbl JaNM UM Nydlliee 060pyaoBaHue
N NHCTPYMEHTbl — TOrZa Mbl CMOXeM HaHWMaTb W JIy4LlnX
TEXHUKOB.

TexHuku, paboTatoLime ¢ COBPEMEHHbIMU MallMHamMu, Npu-
61KarTCA MO CBOEMY YPOBHIO K MHXXeHepaM. HekoTopbie
N3 HaLIMX MEXaHUKOB He YYUINCb B KOMMemkax, no pasHbim
NpUYMHaMm, HO MO CBOMM YMCTBEHHbIM CMOCOOHOCTAM OHU He
YCTynalT nHKeHepaMm. Takue Nan He 3aX0TAT MPOBECTU BCHO
CBOH YKM3Hb B TEMHOW NPOMAcC/IeHHOM AMe. OHU XOTAT HAX04UTb-
CA B MPUATHOM OKPY>XEHUW, TaK XK€ Kak 1 Mbl. VI Mbl NpefocTaB-
nsiem M 310. Kpome TOro UTO 34€eChb YMCTO, 3LeCb XOPOLLEee OCBe-
LeHve. Mbl 3a60THMMCA TakxKe 0 6e3onacHocTH. Bce 310 faeT nm
[JOMOMHUTENbHbIE Pe30HbI PpaboTaTh Y Hac, a He'y KOHKYPEHTOB.

Hawinx npogasLoB Mbl 06ecnevmBaemM OTAe/bHOM OMCHO
30HO/, B KOTOPOW OHM MOTryT pasMecTuTb hoTorpadumn cBomx
cemeid, a He CroHsieM BCeX B 60/bLUYH KOMHATY, 4acTo UMEHY-
EMYI0 «06E3bSHHUKOM» W «KaMepoi npeaBapuTenbHOro
3aK/IH0UEHUSI».

B aTOM AecTBUTENBHO eCTb CMbIC/. Kak Bbl MOXKETE OXXMAATb
0T Npojasua NPojeccuoHann3mMa, ecim OH BbIHY>KAEH MO/b30-
BaTbCA pPaboymmM CTO/IOM MO OYepeaur C KONIErol ninm He nveet
CO6CTBEHHOr0 MPOCTPaHCTBA [/1A PasroBopa ¢ KIMeHTOM?

MbI Bcerga ctapaemMcs no6narofaputb KIMEHTOB 3a TO, YTO
OHV MMEIOT AeN0 C HaMK, N TOYHO Tak e Mbl cTapaemcs nobna-
rofapuTb HalMX paboTHMKOB 3a XOpOLUYto paboTy. 3Tn bnaro-
[apHOCTM OANHAKOBO BaXKHbI.

fl cuMTalo, YTO Mbl MOXeM MpMBAeKaTb Ny4LLMX Nogen 6na-
rogaps ToMy, Kak Mbl ¢ HUMW obpataemcs. Mbl AeACTBUTENBHO
CTpeEMMMCA CO3faTb CEMENHY aTMmocepy. Kaxablli ynpasns-
IO MMeeT CNUCOK JOKTOPOB, rocnuTaneil, topuctoB u 6yx-
raiTepoB, KOTOPbIX OH MOXeT NMOPeKOMeHA0BaTb COTPYAHUKY
B C/ly4ae HeO6X0AMMOCTH.



M TOUHO TaK e, KaK Mbl 6/1arogapvm KNIMEHTOB 3a TO, YTO OHU
WMEIOT [ief10 C Hamu, Mbl 61arogapum Hawmnx paboTHNKOB 3a XO-
poLuyto paboTty. 310 60MbLLUOE AeNO.

MbI FOBOPUM «CMacrmb0» MHOXECTBOM CMOCO60B. Koraa KTo-To
JenaeT AONOMHUTE/bHbIE LLAry HaBCTPeYy KIMEHTY, Mbl NULLEM
06 3TOM B Halleli rasete «100%». 3TO Noaaep>KMBaeT HacTpPOW
Nofeii U gaeT Ham AOMOMHUTE/NbHbIA CMOCO6 COOBLLNTL 0 HALLIMX
LLEHHOCTAX BCEM, KTO y Hac paboTaerT.

Mbl Takoke npygymanu crneumanbHyo Harpagy. Mbl ipocum
BCeX PabOTHWKOB, KOra OHW YBUAAT, UTO KTO-TO [efnaeT CBOK
paboTy OYEeHb XOPOLLO ¥ peasibHO NOMOraeT KMEHTY, 3aro/HUTb
creumanbHyto opmy. OHa COCTOMT M3 TPeX KOMNuii: ogHa gaeTca
TOMY paBGOTHUKY, KOTOpPbIA MOLLEN «AaiblUe W Bbille TOro, UTO
TpeboBan OT HEro JONr», BTOpas — ero MeHemKepy, a TPETbA —
MHe. 3To 3abaBHan ugesa, U NIOAAM NPUATHO 3HaTb, UTO KTO-TO
OTMETMWN MX XOPOLUNA MOCTYMOK.

Bapb6ekio — OVH U3 HaLKX N06MMbIX Crocob0B oTMeYaTb
ycnexu 1 BblpaxkaTb 6narogapHocTb. Korga mMbl 4OCTUI N PeKOPA-
HOro MHAEKCA YA0B/ETBOPEHHOCTU K/IMEHTOB, Mbl YCTPOWUIN
6ap6ekto. Mbl pa3Becunn No BCEMY aBTOLIEHTPY MakaTbl, CO-
6pannchb BCce COTPYAHUKN, N Mbl FOBOPU/IN UM, KaK 3[,0POBO OHU
paboTann. Mbl Bcerga rnpoBOANM Takue «MUKHUKU» B paboyee
Bpems. (JTlogy NpuxogsaT 1 yXoaaT no ouvepesm, 4Tobbl no3abo-
TUTBLCA 0 K/IMEHTaxX.)

MposegeHve Npa3gHOBaHWU B paboyee Bpemsi — 3TO eLLe O4MH
cnocob ckasaTb «Cnacmoo».



OCHOBHbIe BbIBOAbI

— Bbl nobnarogapunnm cBonx paboTHUKOB cerogHs? Ecnm Bbl
6narogapvite CBOMX K/IMEHTOB, Bbl A0/KHbI M061arofapuThb
N TeX, KTO BbINO/IHWA paboTy.

— EcTb Macca BONpocoB, KOTOpbIe MOXKHO [ieNernpoBaTh... HO
BbIHECEHMe 61arofapHOCTU COTPYLHUKAM He OTHOCUTCS
K nx uncny. «Crnacn6o» 601ee BeCOMO, eC/iv 3TO FOBOPUT
60cc, — MPOCTO NOTOMY, YTO OH 60cc.

— Korga To0/bKO BO3MO>KHO, NOKasblBaiiTe CBOK bnarogap-
HOCTb B pabouyee Bpems. Ecnn Bbl cobmpaeTech NPoBeCTH
BEYEPMHKY, YTOObI CKa3aTb Cn10Ba 61arofapHoCTn, NoyYemy
6bl He mpoBecTu ee B 15 yacoB cpefbl BMecTO 14 yacoB
BOCKpeCceHbs? OTO NOKa3bIBAET NOAAM, UTO Bbl CEPbE3HbI
B CBOE Npu3HaTeNIbHOCTU.

— CospaiiTe Harpagbl «110%»... 1 HarpaxkganTe nouatie.
3HauKu, NfakaTtbl, 3aMETKU Ha caMOM fiefle paboTatoT.



[(naBa 13. KnueHT He Bcerga npas

Bbl TbiCAYM pa3 CrbIWannM CTapyr MOroBOPKY: K/MEHT Bcerga
npas. V1 a gymaro, 3To npasBu/bHO.

MouTn BCerpa.

Ecnn KIMEHT HeJOBOMEH Haller paboToi, Mbl CApallMBaem
ero, B YUem npobnema, n 6ecnnaTtHo ncnpasnsem. Moutn Becerga.

Ho npas nu knneHT BCerga 1 abcosoTHO, BHE 3aBUCHMMOCTHU
OT /1I06bIX 06CTOATENNLCTB?

Her.

UTo cocTaBnseT NCKIYEHNE?

YacTo 3TO BONPOC CnpaBesiMBOCTU, Y MHOTda — [EHer.

Korpaa feHbrn Hebonblume, KANEHT Beerga npas. CTbio Jleo-
Hapj, KOTOpbI ynpaBnseT KPYMNHEWLM B MUPE MOJIOUHbIM
MarasmHOM, paccKa3asl UCTOPUIO MPO >XEeHLUHY, KOTopas Ky-
nunay Hero gga (yHTa hmie MMHLOH, KOrja OH nNpojasas ero
no 5,98 gonnapa 3a pyHT. Ha cnepytoweii Hegene oH opraHn3o-
Ba/N pacnpogaxy, u dmne ctasio ctoutb 4,98 3a QyHT. 3Ta no-
KynaTenbHMLA NpuvLLia 1 notTpebosana, YTo6bl OH BEPHYN €
OBa fonnapa, KOTOpble OHa cMorna 6bl C3KOHOMUTb, ec/in 6bl
nofoxkaana Hefento.

OH oTgan el gBa gonnapa. A 66l TOXe Tak caena.

Ho pgBe ThicaAumM gonnapos? 3TO COBCEM APYrol BOMpOC,
He npaspaa nu?

Korga pacckasbiBatoT UICTOPUM MNP0 TO, YTO K/IMEHT BCEranpas,
KO/INYeCTBO [eHer Bcerga Hesennko. Mbl cribiunm npo CTbio
JleoHappa nnu npo McDonald’s, B KOTOPOM aBTOMaTU4eCcKn



3aMeHSAI0T Ball 3aKa3, eC/iM Bbl HeJOBOJIbHBI, HO BCE 3TO KacaeT-
CS HeAOPOrX NPOLYKTOB.

Jonnapos 4o NATUCOT, BOSMOXHO, Mbl He 6yAeM npenupaTbes
HW ¢ KeM. Ho 60sbLLe — 3TO y)ke crnopHas 061acTb.

Mpumep.

Kak-To Haw cTapblii KMEHT NPUrHa/ K HaM CBOKO MalUnHY
ANns 06Cny>KnBaHuWs, a caM yexan B OTNyCK. B 6arakHuke oH
3a6bl/1 CYMKY C nepenenamm, KOTopbIX HacTpensn HakaHyHe
Ha oxoTe. KoHeuHO, 3a [Be Hegenu nepenena MCNOPTUINCH Y
B KOHLE KOHLIOB B30PB&/INCb, Y HEBLIHOCUMbI 3anax nponuTan
BCIO MawnHy. Ecim 6bl Mbl 3HaNM NPO HUX, Mbl Bbl NX NPOCTO
[OCTa/In U HUYero 6bl He CNy4noCh.

OH yBeps Hac NOTOM, YTO Ckasas MacTepy, MpUHMMaBLLEMY
MaLLWHY, Y4TO TOT MOXET B3ATb Anyb cebe. Ho MacTep BO3parkan:
«OH HMYEro Takoro He rOBOPWU Mpu MHe. 1 3Has, YTO MallvHa
JomkHa 6blna ocTaTbCs y Hac Ha age Hegenn. Ecnm 66l MHe cka-
3a11, 4To B GarakHWKe nexxar nepenena, MHe Obl10 6bl 3TOrO
[OCTaTO4HO, YTOObI AOCTaTb UX OTTYyAa».

Y MeHsi He Obl1I0 COMHEHWI, YTO K/IMEHT He MpaB U YTO OH
HUKOrJa He rOBOPW/ HallMM COTPYAHMKaM O nepenenax B Ga-
ra>kHvke. Ho nockosbKy OH HacTanBas Ha CBOel npaBoTe U Obin
HalMUM CTapbiM K/IMEHTOM, Mbl BbIKYMUAW Y HEFO MalLVHY.
(MbI npoganuv ee NOTOM ONTOBUKY, NPOAAtOLLEMY NOAEP>KaHHbIE
MaLUVHbI APYTUM AuepaM; OH CKasas, YTO CYMeeT CrnpaBUTbCA
¢ npobnemoii.)

Ecnm Bbl X0TUTe MoaJepXvBaTh CBOW GU3HEC, AaBaliTe KIneH-
Tam TOYHO TO, UTO OHW MPOCST, 6e30 BCSAKNUX KonebaHuii. Ecnm Bbl
[leNnaeTe X0Tb YyTb-UyTb MEHbLLE, Bbl MOXETE NMPOCTO HUYETO He
[lenaTb, TaK Kak Bce paBHO MoTepsieTe UX pacnosiokeHue.

[10 KaKOro-To MOMEHTA MPUEM/IEMO, YTOObI K/TMEHT «Pa3BOAUI»
Bac. /1 370 Bpemsi OT BPEMEHU MPOUCXOANT, XOTSA 1 HeyacTo. Ha-
npuvep:



KAVeHT 3asBMISET, YTO OH OCTaBU/ B MalLVHE TEHHUC-
HYH0 paKkeTKy, KOrja NpurHan MalluHy B CEPBUC, a TEMepPb
PaKeTKM B MallMHE HeT. § 3HalO, YTO HalUM MacTepa He
YBEKAOTCA TEHHNUCOM. HO BCce-Taku Mbl Kynuav emy

LPYTYHO PaKeTKY.

OpaunH 6MpXkeBOM BPOKep MOXKanoBasicH, UTO, KOrga OH
6bl71 Y Hac, OH 3a YTO-TO 3auenuicsa 1 nopsana pybaLlky.
OH npucnan Ham cyeT Ha 65 gonnapos (a py6aiuku Gant
cTounu Torfa 6,5 fonnapa), U Mbl ero oniaTuIun.

(Bbln OAUH fesTenb, KOTOPbIA 3aHUMa/ICA 3TUM B HaLu-
OHa/IbHOM MacluTabe. OH HanMcal B Maccy aBTOLEHT-
pOB NNCbMa, YTO OH NopBas py6alLKy, KOrga ocMaTpuBal
aBTOMO6Ub, U [06aBNAN, YTO COTPYAHUKM aBTOLEHTPaA
6bl/IM C HUM O4YeHb rpyobl. Janblie OH Bblpadkas YBepeH-
HOCTb B TOM, 4YTO Annep He ByAeT CMOTPeTb Ha 3TO Aeno
CKBO3b NasibLibl 1, XOTA pybaLlka 6b11a Heoporas — BCEro
35 ponnapos, BnagenbLy 6yaeT MHTEPECHO y3HaTb 0 MNpPo-
nsoweawem. OH Hanpasun 3TO NMUCbMO BCEM AWsiepam
Cadillac B cTpaHe 1 nonyumnn Ky4y fieHer 3a CUeT XenaHus
ANnepoB caenartb NPUATHOE CBOMM K/IMEHTAM.)

Bblnn ele KAMeHTbl, YBEPSBLUME, YTO Y HUX Mponanuv
MOHETbI, KOTOPbIE OHW AepXKaT B MalUWHe A/ onniatbl
npoesaa no xareesm, Un B GaraxxHKe HeT HOBOW crop-
TMBHOW KYpPTKMW, KOTOpasi TaM Jiexkasna 40 PEMOHTA, Wu
OHMW UCMOPTW/N CBOM HOBbIE LUTUGNETLI B CMa3Ke, Mpo-
JIMTO BO3/E CTOSIHKN.

B kaXXA0oM c/lyyae Mbl BbIMUCLIBAIA UM YeK.
3T0 TOXe LieHa 613Heca, Y Mbl MOXKEM 3a/I0XKUTh €€ B BHODKET.
Mornu Hac 06MaHyTb?

Ja.

BOJSIHYeT 1 Hac, YTO Hac MOr/IM 06MaHyTh?

Her.



B Mupe ecTb onpegeneHHbIN MPOLEHT NOAeN, KOTopble Tak
JenatoT. VIM KaXkKeTcs, YTO OHU BbIUIPbIBaIOT, KOrAa «pa3Bo-
OAT» Hac.

Co BpeMeHeM Mbl MOXEM CTaTb LLUHMYHBIMW, HO HY>KHO 60-
pOTbCA C 3TWM, TaK Kak 99% ntogein BegyT cebs yecTHO. OHU mc-
KPeHHe BepAT, UTO TEHHMCHAs paKeTKa exkana B 6araxHvKe, aaxe
€C/IN OHW cAenany NSATb OCTaHOBOK Ha MY TW K HaM, Nnapy nocse Hac
1 3aMETUM MPONaXy, TONbKO YXKe BEPHYBLUNCH AOMOIA.

Ecnv Mbl HauHeM BbIYMCAATBL, KTO Hac O6MaHbIBaeT, Mbl ra-
paHTUPOBaHHO oOLIMGEMCH Y OBBUHUM XOPOLLErO 4YefloBeKa.
Jlydiue y>K Mbl NPeAnonoXXnM, YTo, eciivi KNMEHT roBOPUT HaMm,
YTO Y Hero ecTb Npobsema, 3Ha4nT, 3TO AelICTBUTE/bHO TakK.

Vimes feno ¢ He4OBO/bHBIM K/IMEHTOM, Bbl ByaeTe 3a4aBaTb
cebe BOMpOC: KaK MpaBUNbHO AECTBOBATb B KaXKAOM KOHKpET-
HOM cny4ae?

B KHure «Pa3mbliwwneHne o marasnHe» CTeHnn Mapkyc nucan:
€C/1 Bbl XOTUTE COXPaHUTb CBOW 6U3Hec, AaBaliTe K/IMEHTaM BCe,
YTO OHW MOMPOCHT, HE YBUNBASA U He YKNOHSAACL. Ecnuv Bbl TOp-
ryeTecb C HUMU, Bbl Ha MYTW K MOTEPe UX PacrosioXeHus.

Ecnu Bbl cKasann, 4To pyballKa, KOTOPYIO Bbl MOPBa/IN Y HaC,
ctouT 100 Joni1apoB U Mbl U3BUHW/INCL U BbINMUCA/IN YeK Ha
100 gonnapos, TO BCe UAET NPEKPACHO.

Ho ecnu knueHT ckasan, uTo pybaiika ctout 100 fonnapos,
a Mbl Ha4aIM roBOpUTL: «Bbl Beflb HOCUNK 3Ty pybaLLKy HEKOTOpPOe
BpeMs. Noyemy 6bl Bam He y40BneTBopuTLEA 50 fonnapaMmu?», aTo
Oy[eT TO Xe camoe, UTO U He cfenartb HAYEro, — NOTOMY YTO Mbl
noTepsi/iv JOo6poe OTHOLUEHWME K/IMEHTa K Ham, Korja Hadanm
ocnapvBaTb CTOMMOCTb U 06CY>KAaTb CTEMEeHb N3HOCA PybalLLKK.

CTeHnn pacckasblBaeT UCTOPUIO, CIIYHMBLLYHOCS C HUM B Mnep-
Bble HW ero paboTbl B MarasvHe. OfHa fama Kynwuna 6anbHoe
nnatbe, OTAeNaHHOE KpYy>XeBaMu py4Hoii paboTbl. OHa 3abpana
ero JOMOW, OAUH pa3 Hagena u, co cnos CTeHNW, «NpUHECna ero
B TAKOM COCTOSIHMM, KaK 6yATo OHa B HemM 60ponach, 1 NOMNpo-
CuNa BEPHYTb eli AeHbI».



CTeH/In BepHYN el AeHbrM — ¢ ybIOKOW, paccyaus, UTO 3a-
MEHUWTb KIMeHTa 6yeT HAaMHOro OPOXKe, Yem nnatbe 3a 175 gon-
napos (310 6b110 B 1932 rogy). OH OoKasasics rnpas. «B TeyeHue
MHOIMX NeT, — nuweT CTeH/IN, — 3Ta>KeHLWMHa NoTpaTuaay Hac
500 000 ponnapos».

Korga s npouutan 06 3TOM B €ro KHUre, Mos XM3Hb cTana
HamMHOro rnpoule. BMecTto NonbITOK pa3obpaTbecs, HACKO/bKO
YeCTHO BefeT cebs KNMEHT, Mbl, Kak CTeHn MapKyc, CMOTpUM
Ha LieHY J0NrOCPOYHbIX OTHOLLIEHWIA.

Ecnu ueHa Bonpoca meHee 500 fo1/1apoB, pyKOBOAUTENb Aenap-
TaMeHTa MMeeT NOSIHOMOUKWS Yperynmposarb Npo6nemy. bonbLuve
CYMMbI TPebyloT NOATBEPXKAEHUS Y TeHepaslbHOro AMpeKTopa.
Llenb cocTonT B TOM, 4UTOObI /1060 LIEHON yaep>KaTb KNeHTa.

Ho Korfa KTo-TO MblTaeTcs NoyyYnTb OT TAKOrO OTHOLLEHUS He-
060CHOBaHHbIe NPUBUNErN, Bbl JO/IKHbI OLEHUTD, YTO JOPOXKeE.

BOT KAMEHT NOKyNaeT MaluvHy, NpuesXkaeT Ha Hell JOMON U
NnokasbliBaeT ee XeHe. YKeHa 3aaBnseT: «f HEHaBVXKY 3e/eHbIi
LBET. {1 X0Tesia CMHIOK. BepHu ee». B 3TOM criyyae Mbl MOMEHSEM
3e/IEHYH0 MalLWHY Ha CUHIOH.

Ho ecnv oH NnprobpeTaeT y HaC MaLUNHY 1 fecATb AHeli cnycTa
06Hapy>k1BaeT, YTO MOr Obl KynnTb FAe-TO Takyto e Ha 250 gon-
NapoB fellessie, OTBET CKOpPee BCEro byaeT oTpuuaTesibHbliii. Mbl
3aK/IOUWN CAENKY U COBUPaeMcs NPUAEP>KNBATLCS ee YCI0BUIA.

MHorga nonagaroTca K/IMEHTLI MPOCTO HEBO3MOXKHbIe. K npu-
Mepy, KTO-HMUOyAb NMOCTOSHHO MPUCTAET K KaccupLle Wau e
TpeTupyeT Halmx paboTHUKOB, Haxo4s HaLly BUHY abCONOTHO
BO BCeM, YTO Mbl fenaeM. B Takmx cny4yasax Ham OCcTaeTcs TOJbKO
cKasaTb: «Mbl NPOCKM MNPOLLEHUS, HO, HaBepHOe, Bbl ByaeTe
CYaCT/IMBbI UMETb [e/0 C KEM-TO APYTUM». Y MEHS YLUIO OYeHb
MHOIO BPEMEHU Ha TO, YTOObl HAYUYMUTbLCA 3TOMY, MOTOMY YTO
Nofo6HbIe MHUMAEHTbI C/Iy4atoTCA He Yallle Yem pas B rog. Ho Te-
nepb A MOTy CKasaTb TaKyto dpasy.

MHorga mMbl fadke HanpasisiemM Takx Ntogei Npsmo K Halemy
«JTIOBUMOMY» KOHKYPEHTY.



OCHOBHbIE BbIBOAbI

— KnveHT BCerga npas — [0 Kakoro-To npegena. HyxHo
HaTX 3TOT Npegen. Mbl MO BO3MOXHOCTU CTapaemcs
NPUHATb peLleHne B No/b3y KAMeHTa. Bbl TOXe JOMKHbI
Tak fenatb. 3T0 NPUHOCUT NPUOLIb.

— YnblbaliTech, Korga KMMeHT MNblTaeTcs 406U ThCs A0NoNn-
HWTENbHbIX NPUBMAErWiA. ECn Bbl peLLunnn faBatb KAVEHTY
TO, YTO OH XOYeT, AaBaiiTe 3TO MOMIHOCTLIO U C Y/bIOKOIA.
He TopryiiTechb, He 3aKaTbIBaliTe rnasa v He byabTe capKac-
TWYHbI. ECnn Bbl XOTA 6bl UyTb-YyTb MeHee NPUBET/IMBBI,
yeMm TpebyeTcs, 3TO GyAeT CTOUTb BaM BCErO TOrO pacro-
JIOXKEHUS K/TMEHTA, KOTOPOTrO Bbl OO1BAETECD.

— KrmeHTbI xopoLune. ECnm KNMeHT roBOPUT, YTO Y HEro ecTb
npo6nema, 99 npoueHToB 13 100, 4TO 3TO AENCTBUTENBHO
Tak. He nossonsAnTe ocTtasluemycs 1% M3MeHUTb Balle
OTHOLUEeHMe K 99%.



naBa 14. Kak caenatb Tak, YToObl
K/TMEHTbI MoLU/IM BaM HaBCTpeuy

Oka3aHune XopoLmx ycnyr — ABYCTOPOHHUIA npougecc. Bbl
MOXeTe CAenaTb TaK, UTO K/MEHTbl NONAYT BaM HaBCTpeuy.

MbI HauMHaeM ¢ TOro, 4TO MPOCKMM MX NOMOYb Ham B OpraHu-
3auum Haweli paboThbl.

BcnomHmTE, UTO MPOUCXOAUT KaXKAbli pa3, Korga Bbl XOTUTE
NOYNHUTL Kakylo-HMOYab Bellb. Bam nouTtu Bcerga rosopaT:
«HeT npob6nem, npuHecuTe ee ciofa 3aBTpa yTpom». HaszasTpa
B MOJIBOCbMOIO YTpa BbICTPanBaeTCs O4Yepesp, U BCe YyBCTBYIOT
cebs ybornmmn. KnmeHTy npuxoamTcs 0XXKugaTb, NoKa KTo-HUbyap
0CcBO6GOAMTCA U M03abOTUTCA O HeM, a COTPYAHUKN OTAena 06-
CNY>KMBaHWUSA CXO4AT € yMa OT NeperpysKu.

JTO0 NI0Xol cnocob OKasaHWs XopoLuen yenyrn. Mbl nogoLu
NN K 3TOMY HEMHOI 0 No-4pyromy.

CKadkeM, KNMEHT 3BOHUT HaMm, >Xenaf caaTb MalluHy Ha 06-
cnyxwvBaHue. Kak 1 Bce, Mbl TOXe roBopuM: «HeT npobiemM» — HO
nocne aToro CMOTPUM Ha CMMCOK BCTPeY, KOTOpPble Y>Ke Ha3Ha
YyeHbl. ECiv B N0IBOCbMOIO BPEMS Y>Ke 3arpy>KeH0, Mbl Cripatlm-
BaEM K/IMEHTA, He MOr Obl OH MPUrHaTb MaLUMHY B MOMNAEHb.
B neBATU cnyyasx U3 AecATU OH ObIBaeT cornaceH. Ecnm xe Her.
Mbl Npegaraem Bpems nocne obega nnm nocne pabotol. (N nom-
HUTe, Mbl BeAb AaMM eMy BecniaTHyHO MaLlnHY Ha 3aMeHy, NoKa
€ro MawuviHa 6yaeT B MacTepCcKoiA.)

MpepocTaBnas KANEHTY BO3MOXHOCTb BblGpaTb BPEMS, Mbl
cTapaemcs cfefiaTb ero BU3NT KakK MOXHO rpotie. aoc 3to
no3sosseT cbaaHCMpOoBaTb M Hallly 3arpy3Ky. Beap ecnm oH cgact



HaMm CBOK MalUMHY B 17 4acoB, TEXHUK CAENaeT YacTb paboThl
YXXe B 3TOT [leHb U Y Hero 6yaet (hpOHT paboT Ha 3aBTpaLlHee
yTpo. OH gaxe CMOXET, eC/in 3aX04eT, MPUATU paHbLLe, YTOObI
60/1bLLIE YCNETb.

WTak, BOBCe He 0653aTe/IbHO, YTOObI BCE KIMEHTbI CheKANCH
cfilaBaTb MalUWHbI B PEMOHT C PaHHEro yTpa, U Mbl MOXEM Mosy-
UNTb U3 3TOrO eLLie OAHY BbIFOAY: pacnpenenss 60nee paBHoOMep-
HO Hawly paboTy, Mbl MOXXEM YAEUTb 60/bLUE BPEMEHU KadKA0-
MY K/IMEHTY U BHUMAaTE/IbHEE U3Y4YUTb COCTOSIHME ero Maluu-
Hbl.

CnoxHo opraHusoBartb I'IpaBVU'IbeIVI PEMOHT U npepocta-
BUTb XOpOLWYyH YyCnyry, ec/in Bbl HE 3HaeTe, YTO HYXHO OTpe-
MOHTMPOBAaTb UM YEro XO4YeT K/INEHT. Ha|7|,q|/|Te cnocob 3acta-
BUTb K/IMEHTaA NOTPaTUTb AECATb MWUHYT ONA AeTa/lbHOro onu-
CaHuA ero I'IpO6I'IEM 1 MOXesaHui.

MbI pekoMeHAyeM, YTOObl K/IMEHT cam Mpuexan K Ham, ecnm
ero 6ecrnokoaT Kakme-H1byab LWyMbl UK apebe3xkaHuns, — Tak
OH MOXET BCE OOBACHUTL W MOKas3aTb SIMYHO. ITO MOXOXKE Ha
noceLleHre JOKTOPA: eC/l OH MOXXET OCMOTPETb Bac ¥ BbIC/yLLATb
BalLM OODBACHEHMS, OH MOMOXET BaM 60/ee ahPEKTNBHO, HeM
ec/in 6bl Bbl pacckasav 0 CBOEM CaMOUyBCTBUM MO TeNEOHY.

Kak HU CcTpaHHO, 04eHb TPYAHO YrOBOPUTbL Ntoaeli NoApo6HO
pacckaszaTb, UTO MM HY>KHO: K/IMEHTbI Bcerga cnewar. Ho eciu
OHW MOTPATAT AOMOSHUTENbHbIE AeCATb MUHYT Ha onucaHue
nNpo6semM, LWaHCbl Ha NpaBWIbHbI! PEMOHT MO MeHbLUeld Mepe
yABamBaloTCcsi. HUKTO M3 HaC — HU KMEHTbI, HN Tem Gonee
Mbl — He XQYeT, UT06bl 0AHa 1 Ta Xe paboTa Aenlanack MOBTOPHO.
W ecnn oHKM He Npure3karoT BCe C CamMoro yTpa, Korga v Mbl ne-
perpy><eHsbl, 1 OHM TOPOMATCA Ha PaboTy, — TOrAa Mbl CMOXEM
noApo6HO MOroBoOpUT.

OueHb YacTo Takast Hebo/bLUas NHBECTULMSA BPEMEHMW MOMO-
raetT C3KOHOMUTb MHOTFO BpeEMEHM B ByaylieM. Mbl cTapaemcs



NOATONKHYTb K/IMEHTOB K pa3roBopy 06 MX 0CO6bIX MOXKeNaHMAX
N NOTPe6bHOCTAX. XOTUTE /N Bbl, YTOObI Mbl MblIN MaLLNHY
Ka>KObIli pa3, Korga Bbl MPUroHsieTe ee K Ham? MpegnoyntaeTe
nn macno «10-40»? HpagaTtca v Bam wnHbl Michelin? Xopotuo.
Mol cgenanv cebe NOMeTKM M 60/blUe cnpalimBaTb 06 3TOM
He Gygem.

EcTb eule oguH crnocob nokasaTb KAMeHTaM, Kak MonyymTb
xopoLuee o6cnykuBaHue. Hago 6bITb ¢ HUMK 1H06E3HbIMU — TOT-
[a n oHW cKopee Bcero 6yayTt nto6e3Hbl ¢ BaMu 1 6onee Tepre-
NMBbI, YTO 06nerunt paboty. TpyaHO AenaTb YTO-M6G0, KOrpa
3a CMUHOM KPUYUT K/IMEHT.

MbI TaKKe cTapaemMcs 0O6bACHUTb KMEHTaM, KaK Mbl Befem
fena. Hanprmep, Mbl pacckasblBaeM MM O TOM, 4TO, KOrAa OHM
K HaM MpUX04sAT, Mbl MEPBbIM Ae/10M N3B/IEKaeM KapTOUKY C UCTO-
pvieii 06CNy>XXMBaHMA NX MALLUMH. DTa KapTOUKa Takke No3BoseT
Ham onpegenvTb, KTO M3 MacTepoB 3aHMMAasICA 3TOW MallMHOW
paHbLue. (KnveHT 06LwaeTcs ¢ O4HMM M TEM XKe MacTePOM KaxXKabii
pas, 1 y Hac NosAB/seTCA AOMNO/HUTE/IbHaA BO3MOXXHOCTb A1
YCTaHOB/IEHNS B3aUMOOTHOLLIEHWNI C HUM. Mbl XOTWUM, YTOObI eMy
6b1710 YAOOHO MMeTb C HaMW Aeno, 1 BbICTpamMBaHWe NNYHbIX OT-
HOLLIEHMI NMOMOoraeT aToMy. Mbl paccumMTbiBaeM, YTO, KOrja oH
CNbILLNT CTPaHHbIA LLIYM MOJ KarnoTOM, OH CKaXeT: «5 Cbe3xy
K MOeMy MacTepy AnaHy, 1 OH No3aboTUTCA 060 MHe».)

Y3HaB, KTO U3 MacTepoB paboTaeT ¢ 3TOW MaLUMHON, Mbl Ha-
K/IeMBaeM Ha ee Kpbilly HE6OMbLUYIO LIBETHYIO HYMEPOBaHHYHO
Hak/enKy, Tak 4To AnaH CMOXeT YBUETb MaLLMHY CBOEro Kiu-
€HTa B MOPe MaLUWH, CTOALLNX BOKPYT.

MocKOobKY K/IMEHT 3HAEeT, Kak paboTaeT cucTema, eMy yrke He
Ka>KeTCs, YTO eci Mbl CYeTUMCS BO3/1e UY>KOM MaLLUVHbI, TO Mbl
Npo Hero 3a6bin. OH 3HAeT, YTO Y KaXKAOro eCTb HOMep 1 BCeX
o6cny>aT No NopsAKy, Tak UTO 6eCrOKOUTBLCS He 0 YeM.

KnuneHT JOBOMEH, Aa U HaM NPOLLE fenaTb CBOK paboTy.



OCHOBHbIe BbIBOAbI

— Tlo3BonbTe KIMEHTAaM NMOMOYb BaM OKasblBaThb XOPO-
Lyt yenyry. HayunTe nx, Kak noay4yars JydLlunii cepeuc:
B KaKoe BpeMmsi y106Hee BCErO C BaMU BCTPEYATHLCS U UTO
OHM [O/MKHbI CKa3aTb BaM, UT06bI paboTa Gblsia caenaHa
NpaBW/IbHO C NMEPBOro pasa.

— Ecnu Bbl ynbibaeTecb, BaM TOXKE YNbIGHYTCSA. Ecnn Bbl
BEX/IMBbI, KIMEHTLI 6yAyT BEX/IMBLI B OTBET. ITO 06ner-
YyaeT paboTy.

— OG6bACHMTE KMEHTAaM, Kak Bbl paboTaeTe. Bbl MoXeTe
MMEeTb CaMyto 3aMeyaTeslbHYH B MUPE CUCTEMY /1S ufe-
a/IbHOTO BbIMOMIHEHNS PaboThl, HO €CN K/IMEHTbI 3TOr0
He 3HalOT, OHM B flyylleM ciyyae GyayT c6UTbI C TOSKY,
a B xyflwem — 0603/1eHbl. Korga oHW noiiMyT Baily
CUCTEMY, OHM CTaHyT AyMaTb O Bac flyulle U 3aX0THAT
BEPHYThCS.



[(naBa 15. [NporpamMmmsbl Ans
NOCTOSAHHbIX NOKynaTenemn

PykoBogutens American Airlines 606 KpaHgann — mMygpblii
yenosek. Pa3paboTka ero aBMakomnaHvern nporpaMmbl 418 YaeTe
NeTaroLMX NaccaxnpoB foKasana 3To.

Mporpammbl 4151 MOCTOSAHHLIX MacCaXXMpoB NoAvYepKUBaOT
CKO/bKO BHUMaHWSA yAensoT aBMakoMnaHny CBOMIM KIMeHTam
Kaxxaplii 61U3HeC JO/MKEH MMETb TaKOro poja nporpammy: aTc
elle OAMH CNoco6 co3fdaHus NOSANbHOCTU K/IMEHTOB. B ToMm
yTOObI NHOAN BO3BPALLAINCE K HAM CHOBa WU CHOBA, Y COCTOUT
BCA nAes npefocTaB/ieHUs NMPeBOCXOLHOr0 K/MEHTCKOro cep
BuCa.

Ecnm Mbl cMOXKEM 3aCTaBUTb K/IMEHTa BEPHYTbCA K HaM, Npo
n30iigeT BOT YToO.

Bo-nepBbix, HaLLM NPOAaXKM BbIPacTyT. KNMeHT NOKynaeT yHa<
6osbLLe.

Bo-BTOpbIX, Mbl YyCUNMBAEM HaLly MO3ULMIO Ha pbiHKe. Ecnr
K/IMEHT MOKYNAEeT y Hac, OH He NMOKYMNAaeT Y KOHKYPEHTOB.

B-TpeTbnx, Mbl CHWXaeM HawKn pacxofbl Ha MapKeTuLU
Ha noBTOpHOe npuBneyYeHne KANMeHTa He Hago TpaTuTb MHOrC
[leHer: OH y>ke Hall KnneHT. K ToMy e A0BOJIbHble MOKynaTenr
pacCKaKyT CBOUM Apy3bAM, KaK UM HPaBUTCHA UMETb Jen<
C Hamu, — a HeT 6osee 3hPEKTUBHON peKambl, YEM PEKOMEN
Jaums gpyra.

B-ueTBepTbIX, 3TO N36aBNAET HAC OT LIeHOBOW KOHKYPEHLUT
NOTOMY UTO NIOSANbHbIV KIMEHT BPA4 M COBNa3HNTCSA CKUAKO!
B HECKO/IbKO [10/1/1apoB B APYrOM MecTe.



W HakoHeL,, JOBOMbHbIM KNMEHT GyAeT 0XOTHO Npo6oBaTh U
Apyrve Halv nNpoayKTbl UAW YCAYTW, TaK KakK Mbl fenanu ans
Hero XopoLUyto paboTy B MPOLLIOM.

C y4eTOM BCEX 3TUX MPEMMYLLECTB MHe TPYLHO MOHATL Mpu-
YMHbI, N0 KOTOPbLIM Y KOFO-TO HET MPOrpaMMbl A5 MOCTOSAHHbIX
noKynarteneii: Befib NOAbHOCTbL K/IMEHTOB He MOSIBASETCS cama
co60ii. A nporpaMmma Takoro poja roBopuT K/IMEHTY O TOM, Ha-
CKOJIbKO OH [1/11 BaC BaXKEH.

MporpamMmMbl 51 NOCTOSIHHLIX MOKynaTesnel [oKa3blBaloT K-
€HTaM, HacKOJIbKO OHM BadkHbl AJ1l Bac. Vcnonb3ys Takoil nog-
X04, Bbl UAETe HaMHOrO Jasiblle, YeM Korga roBopute (MHorga
MexaHnYeckmn) «cnacuéo». Bbl aelicTBUTENIbHO BO3HArpaxsjae-
Te Nofell, UMeKLLMX ¢ BaMu Aeno.

EcTb ewle napa TOHKUX, HO Ba>KHbIX MOMeHTOB. Hanpumep,
aBMaKOMMaHUW caMy BbIMOHAKOT BCIO paboTy No 0hopMIEHUIO
6ymar. KiveHTy He HaZlo 3a YeM-TO cnefuThb. (A oymato, ecTb YTo-
TO YHU3UTE/IbHOE B TOM, YTO K/IMEeHTa 3aCTaB/IAt0T OTC/IEXXMNBATb,
CKOJIbKO OH Yy Bac NoTpaTui. YacTo OT Hero TpebytoT KBUTaHLU M
WM 3aBOSAT KapTOYKM, HA KOTOPbIX OTMEYaroTCH MOKYMKWU.
A1 cunTaro, YTO 3TO HENPaBW/IbHbIN MNOAXOL: KIMEHTa CI0BHO Obl
3aCTaB/NSAOT BbIMa/INBATHL Y Bac NoJapokK.)

Kpome TOro, nporpammbl A/ NOCTOSHHbIX MOKynaTenei
YacTo MOMOraroT X03seBaM MarasmviHOB OMnpefesinTb CBOEro
NyyLero KavMeHTa. Mbl MOXXeM B 06LleM NpeacTasnisTb cebe,
4YTO MUccUc [HKOHC noTpaTuia Maccy AeHer y Hac 3a BCe rofbl,
HO SAB/IAETCA /I OHa 60/1ee XOPOLUMM MOKynaTesiemM, YeM MUCCUC
CMUT 1M Mmmnceuc Yaint? Tpy[aHO HalTu 4YefioBeKa, KOTOpbIi
6bl MOMHWA BCe 3T0. HO AO/MKHbI 1M Mbl UMETb TaKyto MHOP-
Mauuno?

[Be Mo NtobrMble UCTOPUK 06 3TOM KacaroTcs oTenid Mansion
3fecb, B [annace. Korga ero Bnagenblpl 3aHANMNCL BbIYUCTIEHNEM
CBOMX CaMbIX JTyUYLUMX KIMEHTOB, OHW 0O6HAPYXXWU/X, YTO [ABa UH-



[[naBa 16. Kak HaHATb 1y4dLlLInx
COTPYOAHWMKOB

OT/IMYHbIE YyCYTM MOMYT OKasblBaTb TO/IbKO OT/IMYHbIE paboT-
HUKWN. YTOOBbI GbITh NYULLMMKN, HY)KHO HalATW Ntoaeli ¢ oueHKamu
10 no 10-6annbHOM LIKane.

KoHeUHO, MOXKHO CMAETb B CBOEM OIMCE M XKAaTb, KOraa Takme
noan NpuayT camn. Ho 3To He 04eHb 3(WEKTUBHO: Mbl MOTPATUM
Ky4y BPEMEHW HA UHTEPBbLIO C HEAOCTATOYHO KBTI MPOBaH-
HbIMW NIOABMU, NPEX/e YeM HaAeM TOT0, KTO HaM HY>KEH.

Mbl NblTaemcs 060TU 3Ty NpobnemMy, NPOBOASA UHTEPBbLIO
CO BCEMU NPETEeHAEHTaMU, C MNOCNEAYOLNM TECTUPOBAHUEM TeX,
KTO MPOW3BEN Ha Hac Brneyat/ieHne B Xof4e UHTepPBbIO. (Mbl eLLe
NMOroBOpMM 0 TECTUPOBAHUMN HUXE.)

Mpougeccy HaliMa Mbl yaensieM MHOFo BHUMaHus. Bcsi Hawla
cucTema 06Cy>KMBaHUS OCHOBaHa Ha TOM, UTO KadKAbIA KNNEeHT
[OMKEH UMETb MOMOXXUTE/bHbIN OMbIT O6LLIEHNS CO BCEMU Ha-
LWINMUW COTPYAHMKaMK, C KOTOPbIMU eMY MPUAETCS BCTPETUTLCS.
MoaToMy 1 NtOAen Mbl [O/MKHBbI HAHATH XOPOLUKUX, a 4N 3TOro
NPUXOANTCA TPATUTb MHOIO BPEMEHWN Ha UHTEPBLIO.

Mpo6nema Halla B TOM, YTO Mbl O4YeHb 3aHSATbI. M ecnm Ham
NpUCbINaloT Pe3toMe YeTbIpe YesloBeka, Mbl YacTo yoexkaaem cebs
B TOM, UTO Mbl JO/MKHbI HAHATL OAHOMO U3 HUX, TaK KaK BCE OHW,
BEPOSITHO, OANHAKOBO XOPOLLIN.

Ho valle Bcero aTo He Tak. MOXeT OblITb, lyyllas KaHAngaTypa
[Ns Haleli paboTbl HAXOAUTCSA CPean 3TUX YETBEPbIX, HO LLAHCHI



CKOpee 3aT0, YTO Ero 34€eCk BOOGLLE HET. BO3MOXHO, Ha/i0 MPOBECTU
WHTEPBbIO C ABaLATLIO NATLIO KaHAUAATaMK, YTOObI HANTX MO-Ha-
CTOSAILLEMY MOAXOASLLEr0o YenoBeKa, U ¢ COTHel, UTo6bl OTbICKaTb
KOro-TO AeliCTBUTENbHO BblAatoLLErocs. Ho y KOro ecTb CTO/IbKO
BPEMEHU Ha BCe 3T0? B KaKoi-To MOMEHT NpUAETCs OCTaHOBUTBLCS.

W BCce-Taku 51 iymato, UTo, ec/v Bbl He MOrOBOPW/N C ABaALa-
ThbHO NATHIO KaHAMAATaMU, Bbl HE MCKa/IM XOPOLLO.

Ecnn oHM xopolwo pa6oTanu B MPOLUSIOM, BEPOSITHO, OHW CTa-
HYT Xopolio pa6oTaTh W BhpeAb. Tak 4YTo, MPOBOAS VMHTEPBLIO,
ULLUTE TeX, KTO Bbl/l yCnelleH U NposiBU IAEPCKME KavecTBa.

3a MHOTMe rofibl Mbl HalLM BECbMa HEM0Xoi crnocob ans
pacno3HaBaHWs BbIAAIOLNXCS NOAENA.

[N Hayana, Mbl MOYTK He Aaem peknambl. STlo4W, KOTOPbIX Mbl
XOTeNMN Gbl BUAETL Y Ce6Sl — MyULLIE MIOAN, — Y)KE UMEHOT paboTy.
OHM He NpocMaTpuBaoT 06bSABIEHMS 0 BAKAHCUSIX U HE pacChina-
0T cBoM pestome. CKaxKy 60/blle: 60/bLIMHCTBO U3 YCMELIHbIX
NIOAEN, HAHATBIX HaMK, BOOGLLE HMKOT Aa He UMeNi pestomMe. Mbl X
HaLLAW, MOTOMY UTO YC/bILLAIN 0 paboTe, KOTOPYHO OHW BbIMOJHS-
NV TAE-TO eLle, WK, UTO C/TyYaeTcs elle Yalle, X NOPeKOMEHL0Ba-
N apy3ba. Kak npaBusio, Nioan BblAAOLMXCS KavecTB Apy»KarT ¢
ce6e Nogo6HbIMK, TaK UTO Mbl 06paLLaeM camoe NPUCTa/IbHOe BHU-
MaHWe, KOraa KTO-TO M3 HalLWUX Nofei PEKOMEHLYET HaMm apyra.

[15 Hac BaXKHbI NSITb KPUTEPMEB:

Hannune ncropum ycnexa. Mbl XOTUM HaHUMaTb NHOLEN,
[OKa3aBLUMX, YTO OHM MOTyT AobmBaTbCs pesynbTara.
VX npowsble ycnexu He 06A3aTeflbHO JO/MKHbI NIeXaTb
B cthepe Hallero 6msHeca, HO Mbl XOTUM 3HaTb: 6blAV N
OHW yCMELLHbI Ha npoLwnoii pabote? B xo661? B XusHm?
PaboTanu N1 OHW Ha INAEPCKUX MO3NLNAX?

VHTennekT. HaLIJETECTI/IpOBaHI/Ie NO3BOJIAET KO/INHECTBEHHO
N3MEPUTDL €ro. |_|pl/l NMpo4nx paBHbIX obcToATENbCTBAX



YMHbIE 04N CAENAOT Aef0 JyULle; K TOMY XKe C HUMMU
WHTEPeCHee HaxoauTbCs psSAoOM. B Haweli KomnaHum
3TO 0COGEHHO BaXKHO, TaK KaK C TeYeHWEM BPEMEHU
Yy Hac cnoXkunacb rpyrmna o4eHb CMOCOGHbIX Noael 1
UM TpyLHO paboTaTtb C /IIOABMU MEHee cO06pPasnTE/ib-
HbIMMW.

— OHeprus. MHe HpaBATCA N0AN, KOTOPbIE ep3at0T BO BPeEMS
MHTEPBbIO. YacTo 3TO He CMMMTOM HepPBO3HOCTWU, a Npu-
3HaK TOro, YTO OHW NpeanoYIn 6bl UTO-HNOYAL chenatb,
a He CMAeTb CUAHEM Ha CTye.

Bbl MOXkeTe MHOroOe y3HaTb O CTEMEeHWU 3HEPTrUYHOCTU
YesioBEKa, eC/nM MoVHTepecyeTech ero xo66m. OH nyTe-
LeCTBYeT, beraeT, KaTaeTcs Ha fibhkax, UrpaeT B pakeT6os
W YKe UrpaeT B Laxmartbl, 6pumK n untaet? (B naeane,
KOHEYHO, OH JO/DKeH UMeTb X0661 060MX BUAOB.)
MHorve Halm CoOTpYAHMKM — GbiBLUME CNOPTCMeHbI. Ecan
Bbl ObIBLLUNIA KOKEN, Bbl, HABEPHOE, JOCTATOYHO BbIHOC/NBSI,
4yTOObI NPOBOAUTbL HA HOrax MHoOrve 4vacbl (12-yacosoli
pabounii feHb y Hac 06bIYHOE AEN0), U CNOCO6HbI BOCCTa-
HaBMBATLCSA NOC/E KPUTUKN NN NOTEPU CAESKN.

— XapakTep. Mbl NpoBOAVM MPOBEPKY KPeAWUTHOW UCTO-
pVIV 1 PEKOMEHAALMIA, 8 TAKXKE MEAVLVHCKOE OCBUAETE b~
CTBOBaHVE, BK/IHOUaOLLee B cebsi NPOBEPKY Ha HAPKOTUKW.
Bokpyr Hac He A0/KHO GbITb HAPKOMAHOB.

Ho Mbl MbITaeMCA BbICHUTb 60/1bLLE — K MPUMEPY, NHOBST
M Hawwn 6yayline COTPYAHMKU Ha CaMoM Aefie NMoMo-
rate /04sSM. Mbl TaKXKe XOTUM MOHATb, ropasaTcs in
OHV CBOVMM OOCTUXXEHUSIMU, — CMpaLUVBaeM 0 Harpa-
[ax, KOTopble OHW MoslyYanu. VX oTBeTbl rOBOPSIT Ham
He TO/IbKO O TOM, UTO OHW AeNasn paHbLUe, HO U O TOM,
[OCTATOUYHO N1 Y HUX aMBULMIA, YTOBbI BbITb NYYLLMMN.
Kpome TOro, Mbl MbITaeMcsi MOHSATb, CMOCOGHbI /N OHU
[OBOAUTL [0 0 KOHLA. Hanpumep, 51 Bcera cripalluBato,
noyemy GyxranTep HUKOrfa He MbITa/icA CAATh 3K3aMeH



€PA wNM Kak nosiyynsochb, YTO Ye/l0BeK He CMOT ¥aKOoH
UYNTb KONMEX NN YHNBEPCUTET.

— TMopgongyT nv oHM? KOHEYHO, 3TO Hefb3a YBUAETb CPasy,
HO 3TO OYeHb BaXKHO.
Hawwn npogaBupbl 4acTo ObIBalOT TOICTOKOXUMU U
arpeccrBHbIMW, HO NPU 3TOM BOCMPUHMMAIOT MOTEPHO
CAENOK C/IULLKOM JINYHO. BOSbLLUMHCTBO 13 HUX ObiBLUNE
CMOPTCMEHbI 1 YaCTO CK/IOHHbI K TOMY, YTO Ha3blBakOT
«HOMOPOM paszfeBasikm». ECin Bbl OTHOCUTECH K UyB-
CTBUTE/IbHbIM JIO4AM, TaKOe COCEeACTBO MOXXET OKa-
3aTbCA A5 Bac MbITKOA.
BoT npvmep. Y 04HOr0 U3 HalmMx Ay4LUMX NpoAaBLIOB
OAMH rN1a3 CTEK/IAHHbIN (pe3ynbTaT AEeTCKOro 6a10BCTBa
c Karnctonem). V1 npos3euwe y Hero — MepTBbliii a3,
OueHb TOHKO...
Ecnun Bbl cobmnpaeTecb NPOBOAUTL AECATb-ABEHAALATb
4YacoB B [leHb C OMpeAeneHHON rpynnoi ngein, sam byaeT
npoLLe, ecnv Bbl UM MNOAX0AUTE.

BbisiBMB Ntofei, KOTopble, MO HALEMY MHEHMWIO, MOTyT ObiTb
XOPOLUMMU KaHAMAaTaMm1, Mbl Harpasnsem Ux Ha TeCTUpOBaHMe.

MbI NPOBOAMM TeCTMpPOBaHMe yXKe NATHaauaThb net. CoTpya-
HUKN OLHOW yBaXXaemMoi (h1pMbl MO NCUXONOrMYecKoMy TecTu-
pOBaHMWIO CKa3a/iv HaMm B CBOE BPeMs, YTO MPOLIeCC HaliMa CTaHeT
ahhekTnBHEE, €CNN Mbl NPOTECTUPYEM BCEX, KTO WULLET Y Hac
paboTy.

Tak Kak s BbIpOC Ha CTOSIHKE A1 MPOLaXKU nogep>kaHHbIX
MaLLUuVH, A 6onee cKenTUYeH, YeM 60NbLUMHCTBO Ntogei. U 5 pe-
LW criepBa NPoOTeCTUPOBaTb CaMUX TECTUPOBLLVMKOB, MOMpo-
CMB MX OTPaH>XMpOBaTh Halll MepcoHas. Y ANBUTESIbHO, HO OHU
TOYHO ONpPesenuan HaLnX y4dLInX, CPeaHNX U XyALnx npo-
[aBLOB.

# 6bln BNeyaTneH n yanBuacs elle 6onblue, Korga A-p PoH
Tpero, pyKoBOAMBLUMIA TecTamu, MpPeanoXXua UCrosb30oBaTb

* 9k3ameH AccoLumalmm npoeccuoHaibHbIX GyXrantepoB AMEPUKN.



pe3ynbTaTbl HAWMUX IyYLLINX NPOAABLIOB B KayecTse obpasua 414
nomcka paboTHMKOB. JTO Oblfa yBeKaTelbHasa naes: NPoTecTu-
Py Ny4LLINX 1 NbITAACA HaHATb eLle Nfei, MOXOXKUX Ha HUX.
Takasa cTpaterusa pabotana nocnegHue 15 net. (A npmBoXXy 06-
paseL, TecTa.)

PE3Y/IbTATblI TECTUPOBAHNA

dakrop A: HaBbikv pyKoBo/CTBa

5% 20% 50% 2(1% 5%
1) 3Heprus 9 (Bbicokoe) = 76543 2 (Huskoe) 1
2) KoHTponb 9 (Bbicokoe) 87 6 . 4 3 2 (Huskoe) 1
3) YcroitumBocTb
a) MeHTanbHas e (Bbicokoe) 87 6 5 4 3 2 (Huskoe) 1
6) amoLumMoHasIbHas 9 (Bbicokoe) .7 6 5 4 3 2 (Huskoe) 1
B) BbIHOC/IMBOCTb 9 (Bbicokoe) .7 6 5 4 3 2 (Huskoe) 1
4) TnaHMpoBaHve 1 aHanu3 9 (Bbicokoe) 87 6 5 .3 2 (Huskoe) 1
5) OpveHTauus
a) npoaaxw 9 (Bbicokoe) 87 . 5 4 3 2 (Huskoe) 1
6) agMUHUCTPUpPOBaHUe 9 (Bbicokoe) 8 7 6 5 4 » 2 (Huskoe) 1
B) Ntoau 9 (Bbicokoe) 97 * 5 4 3 2 (Huskoe) 1
®akTop b: /IN4HbIE CKNOHHOCTH
6) WHTennekt e (Bblicokoe) 87 6 5 4 3 2 (Huskoe) 1
7) CratycHble noTpe6HoCTH 9 (Bbicokoe) 87 6 5 4 » 2 (Hu3koe) 1
8) MMoTpe6HOCTb B Npu3HaHum 9 (Bbicokoe) 8 7 6 . 4 3 2 (Huskoe) 1
9) CamMOCTOATE/ILHOCTbL 9 (Bbicokoe) 8 . 6 5 4 3 2 (Huskoe) 1
10) PyTuHHblE AeTann 9 (Bbicokoe) 87 6 * 4 3 2 (Huskoe) 1
daktop B: CooTBETCTBME KOMNAHUK
11) YnpaBnsemocTb 9 (Bbicokoe) 87 . 5 4 2 (Hu3koe) 1
12) CnepoBaHve NONUTHKe 9 (Bbicokoe) . 7 6 5 4 3 2 (Hu3koe) 1
Pesiome
13) OpobpeHne 9 (Bbicokoe) 8 . 6 5 4 3 2 (Hu3koe) 1
14) MoTeHunan passuTns 9 (Bbicokoe) 8 * 6 5 4 3 2 (Hu3koe) 1
OCHOBHble aKTUBbI OCHOBHblE NaccyBbl
— WnTennekrt
—- MeHTasIbHast yCTOR4YMBOCTb
— Mo31TUBHOE OTHOLLIEHE
— CamoyBepeHHOCTb
PesynbTar
JomkHocTb:  [InpekTop cepsuca Hara: 21 aBrycra 1989

MpuMeyaHus: KaHAUAAT Bbille CPefHEro YPOBHA AN NPeasIoKeHHO! No3vumm, ectb
noteHuuan pocta. Bonblue OpyeHTUPOBaH Ha NoAei, Yem 06bIYHbIA
KaHAWAAT Ha [O/KHOCTb, CBSI3aHHYo ¢ cepBucoM. Cam o6uncs cBoero
NOSIOXEHUSA, CaMOyBEPEH, O4eHb BbIHOC/IB. MOXET 6bICTPO 06yyaThbes,
nokasblBaeT CNoCOBHOCTU BbILLE CPeAHMX MO peLleHunto npobnem. Obuas
3)heKTUBHOCTb BbICOKAS.



Bcerga nn TecTbl paboTtatoT? HeT. imetoT 1M npobiemsl ¢ Tec-
TUPOBaHWEM MIOAN, YNTAKOLLME MI0X0 NN NS KOTOPbIX aHT NiA-
CKWUI A3bIK He ABNSeTCA poaHbiM? MHorga. W XoTa ncuxonoru
roBOPSAT, YTO Pe3y/bTaTbl TeCTa He 3aBUCAT OT A3bIKa UMW KyJib-
Typbl, A Aenalo CKUAKY A8 adpoamMepuKaHLeB Uan ncrnaHos-
3bIYHbIX 1 60/bLUe BHUMaHUWA YA UX UCTOPUN yCnexa.

Ho B ueniom TecTMpoBaHme AaeT BNOJIHE pa3yMHble pe3ynbTaTbl.
Ecnn Mbl cobupaemMcs HaHATb TeXHWKa, Novemy 6bl He B3ATb
yesioBeKa ¢ XOPOLLUMMW CMOCOBHOCTAMW B 06/1aCTU MEXaHUKUN
BMECTO KOr0-TO BPOJE MEHS, YbM HaBblKM B 3TOl chepe Haxo-
OATCA Ha cpefHeM ypoBHe? U Mbl, BEPOATHO, NOAYUYUM TyULLNIA
pesynbTaT, eciv HaliMeM 4efnioBeKa, KOTOpPbIA AeACTBUTENbHO
NOBUT BO3UTLCA C MalUMHAMW, BbINMUCLIBAET aBTOMOOU/IbHbIE
YKYpHasbl 1 ero oTeL, Unu cTapLumii 6pat Bce BpemMs NpoBoann
B rapaxe.

Ham Tak>ke BaXKHO NPOTECTMPOBAaTh YeI0BEKA Y>Ke Moc/e TOoro,
Kak OH MPUWHAT Ha paboTy. Ho 3TOT OKOHYaTeNbHbIA TeCT Npo-
BeJET K/IMEHT, a He ncuxosior. Bam y>ke He Hafo BblAyMbIBATb
TeopeTUYecKne cUTyauum — UHAEKC YA0B/IETBOPEHHOCTU KN-
EHTOB siBNsieTCA (DOPMOIi TECTUPOBaHNS BO BPEMS paboThbl.

Korpga General Motors co3gana nepsbiii 0TpacneBoi MHAEKC
Y[0B/IETBOPEHHOCTU KINeHTOB (CSI), HeKoTOpble Anepbl — OCO-
6EeHHO Te, Y KOro aTOT MHAEKC OKa3aC HU3KMM, — FOBOPUIN,
yTo meTogonorna GM HesepHa.

Mol He 3Ha/IN, KoMy BepuTb — GM MM HeJOBO/IbHLIM Auie-
pam, n HaHAAM (MpMY, YTOObI BbISCHUTL, KTO Npas. OHW nomMor-
M NPOBECTU HaM OBLLUMPHBIYA OMPOC KAUEHTOB U Y3HaTb, UTO Te
OyMatoT 0 HaLluX NoAax 1 ycnyrax.

Ecnu 6bl Bbl CIPOCUIN MeHSA [0 3TOr0 0Mpoca, KTO U3 HalmxX
MacTepoB ABMSETCA NyyLnm, A 66l Ha3Ban Puya MNapkepa v ewe
O[JHOT O Yesl0BeKa, KOTOpbIli 4aBHO paboTasn y Hac. A ecnv 6bl MeHs
CMpOCUNN, KTO N3 MacTEPOB XYXe BCeX, A bbl CKasan: «Hy, 4 He
OYEHb YBEPEH, BO3MOXKHO, 3T0 KnapeHc Aurrc? Mnu OaH Baiicc?
OH ¢ CeBepa ¥ TOBOPUT He TaK NPOTAXHO, Kak Mbl TYT Ha HOre».



Ho korga mbl nonyunnu pesynbTaTthl, B MEPBOW TPOWKe 6binn
KnapeHc Aurrc, faH Baiicc n Pud Mapkep. ToT, 4pyrow, napeHb
He Habpan MHOro o4koB. OH paboTan y Hac y>Ke AaBHO, OH HaMm
BCEM HpaBWU/ICS, U OH Bbl1 TeEXHNYECKM 6ofee NOAKOBaH, YEM BCE
HalluX mMacTepa, HO K/IMEHTbI CUUTa/IN, YTO OH HE OKasblBal UM
[OO/DKHOro BHUMaHuA. (Mbl NOAENUAUCHL C HUM pe3y/bTaTaMu
NCCMefoBaHUs, U ceiivac OH paboTaeT BEIMKO/EMHO.)

EpuvHcTBEHHOM npo6nemoii Aurrca n Balicca 6b110 T, UTO §
He 3Ha/1 X XOpoLUOo. A TaK Kak sl X He 3HaJl, 4 COMHeBasICa B UX
CMOCOBHOCTAX.

A gymaro, aTo umcTo yenoseyeckoe. Korga s 6bin B Pyime n
MbITa/ICA MOMOYb CBOEI CecTpe, KOTOpas nonajia B aBaputo, A
CUUTa/1, YTO Te AOKTOpa, KOTOPbIE FOBOPUIN MO-aHIJINACKM,
HaMHOr0 YMHee [JOKTOPOB, HE TOBOPMBLUUX NO-aHINNIACKN. 3TO
HEeMOrM4yHo, He nMpaega nM? Ho 3To 6bl1a MOA MHCTUHKTVBHASNA
peakums. MHe 60/bLLe HPaBU/IUCh Te, KOFO 1 MOT MOHSTb.

TecTpoBaHue He ABNSAETCHA naeasbHbIM CpeACTBOM 0OTOOpa.
OTO HETOYHasA HayKa, HO OHO BCe-TaKW fefiaeT MpoLecc Haima
4YYTOUKY Nydlle. /1o Hayana TeCTUPOBaHWUA LWAHChl Ha NpaBU/ib-
HbI OTOOP GbINN O4MH K YeTbIPeM, a ceiivac OHM 6osbLLE, YEM
OAVIH K ABYM. Tak 4To 3TO BecbMa BbIr0AHOE [eno.

Ho, HecMOTps Ha BCIO B&XKHOCTb TECTUPOBAHMUSA, OHO [aeT He
60/1ee TPETW HaLLEN OLEHKU KaHAnaaTa. VIHTepBbIO AatoT HAMHO-
ro 6onblle, U NO3TOMY C KaXKAbIM KaHANLATOM Mbl 6ecegyem
HecKo/IbKO pa3. locne Toro Kak ¢ KaHaAMAaToM MOroBopun Me-
HepKep, C HAM 06LLaloTCA eLle ABa UKW TPY COTPYAHMKA, YTOObI
YBUETb, KAKOB OH B fiefie. 1 HaKOHeLl, B MOC/e[HIO oYepeb Mbl
opraHm3yem 3aBTpaK KaHAugarta ¢ Mapoi HaluMX 4esioBeK. ITO
rMo3Bo/IIeT HaM OLEHUTL ero couuvanbHoe nosefeHWe, a rnas-
HOe — oOrpefennTb, HACKOMbKO HaM CaMWM HpPaBUTCA ObITb ps-
AOM ¢ HUM. Ec/iv HaMm HOBBIA COTPYAHUK HEMPUATEH, TO N KN-
EHTY OH, BO3MOXXHO, TOX€e He MOHPaBUTCS.



OCHOBHbI€ BbIBOAbI

— YM — xopouwlo. Tectupyiite uHTeNNeKT. Mpn npoumnx
paBHbIX YCNOBUAX flyyLle HaHATb YMHOIO Ye/loBeKa, Yem
HeyMHOro.

— [MpoBepsiiTe no o6pasuy. TecTMpyiiTe NyULLINX COTPYLHN-
KOB U MbITaliTECh HAHSTH JIOAENA, MOXOXMX Ha HUX.

— TlpoBoanTe CTOMbKO UHTEPBLIO, CKOMIbKO CMOXKETE... Ha
Ka>K[yt0 BaKaHCU. BO3MOXXHO, BaM NpuaeTCcs MOroBOPUTL
C 1BaALATbIO NATLIO NM0AbMU, NPEXAE YeM Bbl yO6eaUTeCh,
YTO HALL/IN NMOAXOASALLErO YesoBeKa.

— CnpawwvBaiiTe 06 ux npowwnbixycnexax. Jliogum, 4o6mBLIN-
ecs ycnexa B MPOLL/IOM, CKOpee BCEro go6bioTca ycnexa

1 B Byayuiem.

— BnuwyTca nm oHn? Jlyuwmini paboTHMK B Mupe byaeT
MMETb Maccy Npo6sem, eciv OH He BNMUCbIBAETCH B OKPY-
XaroLyro cpefy. Ecnm Balum cOTpyaHUKN OTHOCATCA ApYyT
K ApYry C rpauuei Ky3He4UHOro MosioTa, Bbl JOMKHbI NOA4Y-
MaTb OBaXKAbl, NPeXae YeM HaHATb KOro-TO OYeHb YyB-
CTBUTE/LHOTO.



[(naBa 17. BbipalwjmBaHumne
cynepsses3,

Mocne TOro Kak Mbl HAHWMAEM HOBbIX IKOAER, Mbl MPOBOAUM
cobpaHue. Ha HeM Mbl pacckasbiBaeM O Halleli MCTOpPMM, O TOM,
Yero OT HUX XAYT B 06nactn paboTbl C KNnMeHTamn. Mbl Takxe
Ha3Ha4yaeM KaxJoMy «TpeHepa-napTHepa» — Ye/loBeKa, KOTopbIl
[enaeT Ty ke paboTy U KOTOPbI/i MOXET 06BbACHUTb MOUTUKY
KOMMaHUN NN Jaxke MpocTo MokasaTb, rae TyT Tyanet. Korpa
Bbl MoragaeTe B HEMPUBLIYHYIO CUTYyauuto, Bbl HyXJaeTecb
B MOAAep>XKKe ApYyra, KOTOPbI paccKaXeT BaM MpPO MeCTHbIe
Tpaguumn n putyansbl.

Mbl TakXXe pacckasblBaemM HOBbIM COTPYAHMKaM O HaLluxX
reposix, o Tex, KTO ABISETCA MPUMepPOM ycrexa. B otaene npogax
Mbl rosopum o [bxeppn MpuddhmnHe (ceitvac OH reHepanbHblii
anpektop Sewell Village Cadillac), koTopbliii Mpogan B po3HMLY
60s1bLUEe Bcex «KaaninakoB» B CTpaHe. (B CBOW SyyLUWIA rog OH
npogan 712 WTyK, a rogbl, B KOTOpble OH Npogasan 500, 6b11m
006bIYHBLIMW.)

J>xeppwu 6bIn MpodeccnoHasIbHLIM UTPOKOM B (yT60/1 1 NpU-
BHEC B MPOAAKN MaLUMH CBOW arpeccuBHbIA U TPYA0IH0OUBbIN
nogxod. OH npuxogwn B 7.30 N He yX04uN paHblle Noc/efHero
K/IMeHTa, TO ecTb 06bI4HO 4YacoB B 9 Bevepa. OH HUKOrga He
yxoamn Ha obeg — Bcerja npUHOCUI ero B KOPUYHEBOM ByMaXx-
HOM NakeTe 1 &N NPSAMO 3a CBOUM CTO/IOM. OH He 6bln B OTMYyCKe
MATb NeT.

Jokeppu ctan paboTaTb Y Hac B HU3KWIA CE30H, eLle 6yayun
npoeccrnoHanbHbiM (yT60NNCTOM. OH 3aKOHYMI KOMNEMXK,



Tioau: Kak 3a60TUTHCSA 0 KNMeHTax — M coTpyaHukax 113

1 ero cmylana paboTa npogasLa MallMH — HACTO/IbKO, YTO OH
LenbIX ABa roga He rosopun o6 aTom cBoeil MaTepu. Korga oH
HaKOHeL, CKaszan e, YeM 3aHMMAaEeTCs, OH Modapwn el HoBbIN
«Kagmnnak», 4Tobbl Kak-TO CMArYnTb ygap. C 3Toro MomeHTa
OHW 06a peLunnu, 4To aBTOOM3HEC — 3TO KIaccHas LUTYKa.

Jokeppwu fobuncsa ycnexa 6narogaps CBoOemMy MeTOAY NPOLaKN
MaLUWH: He OblNI0 HMYero, Yero 6bl OH He cfenan Ans KAWeHTa.
Kak-1o komnaHusa Dr. Pepper pasocnasia no scem aBToLEeHTpam
Cadillac B Hawem okpyre 3asBKY Ha MOKYIMKY MallWHbl 471
CBOEro npefcegarens. BmMecTo Toro 4to6bl NPOCTO 3anofIHUTL
thopmy, [okeppy NeperHan veTblpe «Kagunnaka» Ha CTOSHKY
nepeg 0hMCOM KOMMaHMM 1 NOMNpPocun r-Ha KnemeHca, «BblNTH
1 BblOpaTb MalUUHY». KnemeHc npm3Hai MacTepcTBO NpojasLua
Jokeppy 1 Kynun ogHy 13 MalivH. C Tex nop OH CTaa Hallum
NOCTOSAHHbIM MOKynaTenem.

[pyroii repoii — ato Puy Mapkep, KOTopbI Nnpogan 6o/bLue
BCEX 3anyacTeil n ycnyr 3a OfuH rog — Ha ABa MWIMoHa A01-
napos. Ho uTo elle BaxxHee — OH nony4mn 6onblue 6narogap-
CTBEHHbIX M1CEM OT K/IMEHTOB, YEM BCe Apyrue Hallun mactepa,
BMeCTe B3fTble. Py 06nagaeT cambiM 60/bLUMM YPOBHEM CO-
YyBCTBMS 1 CONEPEXXMBAHMWSA K/TMEHTY N3 BCEX, KOTO 1 KOraa-nmbo
Bugen. Jns Hero coBepLUEHHO eCTECTBEHHO, Hamnpumep, BCTpe-
TUTBCA C KNIMEHTOM NOC/e OKOHYaHUSA paboyero BpeMeHn nnbo
B BOCKpECEeHbE WA MO3BOHUTb KMEHTY U3 f0Ma, YTOObI BbISC-
HUTb, YTO HaJOo cAenatb AnS Hero. Puy celivac paboTaeT pyko-
BOAUTENeM cepBUCHOro AenaptameHTa B Sewell Village
Cadillac.

Hun 0 koM 13 3Tux ntogei, KOHeYHO, Henb3s CyanTb TOMbKO
Mo KHUre, N MHOrda nx AeicTBmsa Kasasimcb nogpbiBHbIMU. (Ha-
npyvmep, 3axBaT TPex NMogeil N3 CepBUCHOro genapTameHTa s
neperoHa «Kagunnakos» K ogucy Dr. Pepper 6bi1 He 04eHb XO-
poLLIO NPUHAT pyKOBOAWTENEM AenapTaMeHTa.) Ho B KOHEUHOM-
TO CYeTe OHM COBEPLUMIM NPOJaKY U (Unwn) caenany KIneHTa
[OBO/bHbIM — & 3TO rnaBHoe. /IMEHHO MO3TOMY Mbl CUUTaEM



MpudbdmHa n Mapkepa (M MHOTMX APYTUX Ntogel, YNoMSHYTb
KOTOPbIX HAM HE MO3BOJISIET 06LEM 3TOM KHUTM) repPosiMU, AaXKe
eC/I OHW He Bcerfa paboTanu no rnpasuiam.

Mbl cTapaemcs NOALEPXKUBATb MOLel C HE3aBUCMMbIM MHe-
HMEeM, ¢ Joneit 6yHTapcTBa B Aylue. Halum nyJiumne MeHempKepbl,
NpoAaBLbl N/ TEXHUKUN PEAKO AeNat0T BCe MO MPOMUCSM, HO OHY
[06MBaKOTCS NyyLLIero Kayectsa paboTbl, YeM Te, KTO paccTas/s-
eT BCE TOUKM HaJ, BCEMU i, — MOTOMY YTO MPUBEPIXKEHbI AeNY U
pa6oTaloT TBOPYECKN. 1 MO3TOMY Mbl PaccKasblBaeM O HaLLMX
reposix HOBbIM COTPYAHUKAM.

PaBOTHUKM TaKXKe A0/KHbI 3HATb, Yero He Hafo Aenatb. Jlroay,
yX0AsLL e BOBPEMS, CTaparoLLMecs paboTaTb NMOMEHbLLE U He
NMOHUMatOLLME LYTOK, A0SIFO Y Hac He BblaepXKaT. TO/bKO Bblaa-
toLLMECs MOJyYatoT NPOABWKEHME. ECnn e Bbl HEMPaBU/IbHO
o6paLlaeTech ¢ KNIMEHTOM, Bbl NoTepsieTe paboTy.

Mbl FOBOpPVM fOAAM, UYTO Ha MepBOl NPOBeEpPKe, KoTopas
NMPOVCXOANT aBTOMATMUECKN Mo UcTeveHnn 60 gHeli ux pa6oTsl,
OHM BYAyT OLEHEHbI M0 TPEM KPUTEPUSIM:

— MopgxoaaT N oHM? Mbl XOTUM 3HATb, YTO O HUX AyMatoT
N K/INEHTbI, U KOJINErn.

— BbINONHAKT 1M OHK PaboTy? COBEPLLEHHO HE BaXXHO, Kak
K HAM OTHOCATCS, €C/I1 OHU He BbIMOMHAT paboTy unu
[enatoT ee HenpasW/IbLHO.

— [06UAnCb NN OHY 3HAYNTENBbHBIX YNYULIEHNIA? Mbl XOTUM
3HaTb He TO/IbKO TO, YTO OHM CTaHOBATCA /yullle B CBOE
061acTu, HO U 1LLEeM MPU3HAKM TOro, YTO OHW MOTYT 6paThb
Ha ce6s 60/bLLEe OTBETCTBEHHOCTM.

Ecnv oTBETbI HA 3TV TPY BOMpPOCa OTPULLATENbHBIE U HET HUKa-
KMX OMNpaBAbIBalOLLNX 06CTOATENBCTB, Mbl PACCMOTPVM BO3MOX-
HOCTb 3aHATb TAKOI0 Ye/I0BEKA YEM-TO ApYrUM. KHUIM no ynpas-
NIEHVIO TOBOPSIT, UTO, EC/IN Y BAaC MHOFO JIMLLIHETO BPEMEHW, Bbl
MOXETE 06YUMTb KaXKA0ro NpaBU/IbHO BbIMOJHATL paboTy. A 6bl



He CKasasl, YTO KHUTU BPYT, HO B HEOO/bLUMX KOMMNAaHUAX, BpOae
Halleid, HAMHOrO NpOLLe 3aMEHUTb Ye/0BEKa, CO3JatoLLero npo-
6nemMbl. Mbl He MOXeM TPaTUTb BPEMS 1 CPEACTBA Ha TeX, KTO He
MOXeT HOpMa/lbHO paboTaTb M 3ab60TUTHCA 0 KAMeHTax. Hawm
HeKoraaXaaTb, NoKa KTo-To HaligeT cebs. KOHKypeHUUs CAULLKOM
CBMpena, TaK YTO YBO/IUTb KOFO-TO — 3TO He rpex.

3T0 0COGEHHO BaXKHO AN TeX tofei, KOTopble HaxoaaTcs
Ha «Mo3nLMAX, CMNOCOBHbIX NEPENIOMUTb UrPpy» (N0 OnpeseneHuto
CtuBa ManBaHun, npe3vgeHTa KaMOPHUNCKOM KoOMNaHn
Management Tools, NpU3HaHHO 3KCNepTOM B 06/1aCTU CO34aHNS
N BHEAPeHUs cucteM apPeKTUBHOCTN).

B 6elicbone Bbl He cMOXeTe No6eanTb 6e3 BEIMKMX MUTHEPOB.

B thyT60ME BaM Hy>XeH BENMKUIA HanafaroLLniA.

B 6ackeTb0/1e BaM HY>KEH BEIMKNIA PasbIrpbiBatOLLMIA.

B 6u3Hece TO >xe camoe. [Mo3muymn, Ha KOTOPbIX MOXKHO nepe-
NOMUTb UTPY — HanpuMmep, MeHemkep Mo Bblgaye ccyf B 6aHke;
NUIOT B aBMaKOMMaHWN; PeAaKTOpP, OTBETCTBEHHbIN 33 0TOOP 1
Ny6IMKaL MO 3TOM KHUIMM, — He MOTYT 6bITb OCTaB/EHbI B pyKax
CpefHUX Noge.

Y Hac TakMMu NO3nLMAMM SBASKOTCA LO/MKHOCTU PyKOBOAN-
Teneli AenapTaMeHTOB, OTBEYalOLLMX 3a MPUemM HOBbIX 1 NoAep-
>KaHHbIX MaLUWH, CepBUC, (DMHAHCbI U CTpaxoBaHue, 3anyacTty,
KY30BHble MacTepckme. 3TU N0AN ONpeaenstoT Hall ycnex uim
Heygadyy, NOTOMY UTO OHM — AaXe 60/bLUe, YeM S, — BAUSAIOT Ha
OTHOLLIEHUS C HALUIMMMW K/IMEHTaMU M Ha Hally NpUoGbIIbHOCTD.

Ecnu yenoBek Ha Nto60# N3 TakuX NO3MLMIA paboTaeT Ha cpes-
HeM YPOBHE W/IN HUXKe, Mbl Cpasy CTapaemcs BbISCHUTb, MoYemy
3TOo NpomcxoauT. MpoLuen v oH Heo6XxoANMbIv TPpeHNHr? JocTa-
TOYHbIN Yy Hero onbIT? ECTb 1M Y HEro CNOCO6HOCTY A1 BbIMNO/-
HeHWs 3TOM paboThbI?

Ecnn oTBeTbl Ha BCe 3TN BOMPOCHI MNO/IOXKUTE/bHbIE, HO pabo-
Ta NO-MPEeXXHeMY BbIMNOMNHAETCA M0X0, BaM Hafo CAenatb CBOWA
xof,. He no3BonsiiTe Hea(heKTMBHbLIM MHOLAAM OCTaBaTbCA Ha KItO-
YeBbIX NO3ULMAX. 3[eCb AaXKe CPefHWU ypoBeHb abCcoNTHO



HenpuemsieM — He3aBMCUMO OT TOro, HACKOJ/IbKO Bam 3TOT pa

GOTHMK HPaBUTCS, KaK [JO/r0 Bbl paboTa/IM BMECTE UM KaK X0

poLlo OH pa6oTasn paHblue. MOXXHO GeCKOHEYHO 06CYXaaTb
CMsiTyaloLLve 06CTOATENBLCTBA, HE MO3BOJIAIOLLME TAKOMY Yesio-
BEKY MPaBWU/IbHO BbINOHATL paboTy. Ho Korga-To Hafo npekpa-
TUTb 3TW Pa3roBOpbl W CAenaTb X0f — Jly4lle paHbLUe, YeM

no3sye. MepesBUHLTE Er0 — EC/IN Bbl HE XOTUTE €r0 YBOJIbHATH —
Ha Apyroe MecTo.

OCHOBHbIe BbIBOAbI

— Kak TOonbKO Bbl HAHAMN KOrO-TO... MOrOBOPUTE C HUM
0 TOM, YTO HY>XHO A/11 TOro, 4Tobbl NnpeycneTb B Ballei
KOMMaHuu. JaiiTe npumepsbl LLEHHOCTEN Balleli KOMNaHnm
N ee repoes.

— He 60iiTeck yBONbHATL. PaboTaliTe NA0THO C TEMU, KTO
Mano3(HeKTUBEH, HO €C/IM CTAHOBUTCSA AICHO, YTO XOPO-
el paboTbl He O6UTLCS, NO3BO/LTE UM YIATU. OT 3TOrO
OygeT nyulle n paboTHUKY, U KOMMaHWMW.

— HaHumanTe HesaBMCMMO MblCaAaWmx nogei. Camble
ahheKTUBHbIE JIIOAN BCErga 3HalT, KaK «MNPOrHyTb»
npasmna, YTob6bl caenarb XOpoLlyto paboTy Ans Kau-
eHTa — 1 ans pupmol.



V. KaK y3HaTb, HaCKOJ/1bKO
Bbl XOpoLUU



[[naBa 18. Y4YeT He TOJ/IbKO AeHer

BcnomHuTe, Kak Bbl B MOCNEAHWIA pa3 Urpaiv B TeHHUC. CKO/bKO
BPEMEHW MPOLLJIO C TOr0 MOMEHTA, KOrAa Bbl CTa/IM Pa3MUHATLCS,
06MeHMBasICb yaapamu, 40 TOFO MOMEHTa, KOrja Ball CrappuHr-
napTHep ckasa: «Hy 4To, cbirpaeM NapTu?»

To, 4UTO MMeNocCh B BUAY, 03HAYaeT: «JaBaiTe UrpaTb Ha cUeT».
MbI BCe, Ha KOPTE UAn Ha paboTe, NHO6MM 3HaTb, HACKO/IbKO Mbl
XOPOLLIO BeAEM fef10. M eAMHCTBEHHbIN cNoco6 y3HaTb 3TO — Bec-
TU CYeT.

MofcyeT KONMYecTBa NPOAAHHbLIX HAMU TOBApOB — 3TO OAWH
crnoco6 BefeHUs cyeta. OH AAeT HaM KapTUHY B LIESIOM.

OpHaKo 3TOro HelOCTaTOYHO. ITO, HAMPUMEP, OYEHb AAIEKO
OT TOTO, YTO AenaeTcs B 6eiic6ose. BOT Bbl CMOTPUTE UTpy MO Tese-
BU30PY 1 BUANTE BHU3Y LIPY — CKOJ/IbKO Pas 3TOT UFPOK 0TGUN
GPOCKM NMUTYEPOB-/IEBLLIEN 33 3TOT Beyep. Bbl MOYXKETE y3HaTh, Kak
OH BLET B TEX C/lyyasix, KOrfja UrpokKu ero KOMaHAbl yXKe Haxo-
OATCA Ha 6asax, U Korga ero pesysnbTaTbl Jlyudlle — B NePBOL
MosIoBUHE MaT4ya UM BO BTOPOIA.

KoHeuHo, Ha paboTe Mbl He MOXEM OblTb TAKUMU U30LLLPEH-
HbIMUW. HO fO/MKHBI. Mbl fO/TKHbI 3HATb, HACKO/IbKO XOPOLLO Mbl
paboTaeM, YTO6bl HANTN BO3MOXHOCTU A5 YAydLLeHUs. EAWH-
CTBEHHbI CNOCO6 A/19 3TOr0 — M3MEePSThb BCE, YTO TOIbKO MOX-
HO. Mbl Tak 1 fenaem.

HekoTopble Ntoan AyMatoT, UTO 3TO HEMPaBWIbHO. OHU NOYTK
HUYEro He U3MepsitoT. OHM NMPOCTO FOBOPAT CBOUM PaBGOTHUKaM:
«[lenaii Bce Tak XOPOLUO, KaK TO/IbKO MOXeLLb!»



3710 rayno.

3TO0 rnyno noTomy, 4YTO AefaTh BCe «TakK XOPOLUO, KaK TONbKO
MOXKELLb», MOXET ObITb HEJOCTATOYHO. DTO Kak B cnopte. Cka-
XKEM, €C/IM JadKe camblil Ny4dunii n3 Hac Npo6exxut 100 meTpos
3a 15 cekyH/, TO Y>XX NPOCTUTE MeHS, HO 3TOro HegocTatoyHo. OH
He CMOXXeT NobeAnTb, HE3aBUCUMO OT Kpyra CBOMX 3HAKOMCTB,
MapKW 4acoB WU/ YPOBHS NHTEN/EKTA.

MbI Bce copeBHyemcsi — 6yap aTo Onumnuaga nnv 6musHec,

1 faxke caMas HarnpspkeHHas paboTa MOXKeT He COOTBETCTBOBATb
TpebyeMoMy YPOBHIO. Mbl AO/KHbI ObITb /lyyllle KOHKYPEHTOB.
MbI LO/MKHBI ObITb Ny4lLe BCeX.

MMeHHO no3aToMy Mbl 1 U3MepsaeM 3HeKTUBHOCTbL BCeX,
BK/ItOYast MeHsi. (OT4YeT 0 Moeli ahheKTUBHOCTU — 3TO «OTYeT
0 NpUBLINAX U YObITKAX» KOMMaHUN.) Mbl XOTUM 3HaTb, Kak
paboTaeT KaxXabliA, 1, YTO He MEHEE BaXKHO, Mbl XOTUM 3HaTb, YTO
HY>XHO cfienaTb, YT06bl ObITb NePBbIMU.

KoHcynbTaHT no ynpasneHutio Ctus ManisaHu paspaboTan
noaxoA ANs ynyyLleHWs Halleid Npon3BoauTenbHOCTU. OH nomor
MHe MOHATb B&XKHOCTb M3MepeHWiA, 0bpaTHOl CBA3M 1 MpU3Ha-
HUSA 3aCnyr.

CTuB MNOHSAN CBA3b MeXy U3MEPEHMEM U MPON3BOAUTESIBHO-
CTblO, KOrja eLle yumnca B Konnemke. NycTb OH cam pacCKakeT
06 aToM.

«Bo Bpems yuebbl 8 Kaxkgoe NMeTo B Ce30H cbopa NOMUA0POB
paboTan Ha KOHCEPBHOM 3aBOAe. Y MeHsi 6blnv aBe 0653aHHOCTU:
BO-MepBbIX, BbIK/IOYaTb MAaLUMHY, €CMIN YTO-TO CNYYUIOCL. ITO
nerye ckasaTb, YeM cfefiaTb, Tak Kak 13 37Ol MallnHbI BbINeTano
650 6aHOK B MMHYTY. Ec/in 51 He ycneBa cpearMpoBaTtb Ha Npobsie-
My, MaLLINHY 3aK/IMHUBAO, 1 CTPYA TOMATHOM NacTbl TEMMNepaTypoi
190 rpagycoB 6una MHe B XXMBOT. BTopasi yacTb Moeit paboTbl CO-
CTOA/1a B 3arpy3Ke B 3aKaTbIBaIOLLYO0 MALLWHY KPbILLEK — 3TO Camoe
3aHY[HOe 3aHATME B MUpe. A MOHSAM, YTO eCNn He caenato aTy pabo-
Ty 60/1ee Becenoli, TO CKOPO CBUXHYCb. Tem 60nee UTO Ha CoceaHeN
MalLMHe paboTan crnerka noMeLlaHHbIA NapeHb.



1 Hayan paccymnTbIBaTbL CBOKO NPOU3BOANTENBHOCTL. Komna-
HUSA cunTana KOJIM4eCcTBO ALMKOB, YHUMUA, MUHYT Ha OHY
onepauuto, BpemMsi NPOCTOEB U LeHY 0OCAY>KMBaHUSA KaXXaow
MaLLWHBbI.

A cTan cunTaTh KPbILWKW.

KpbIWKN 8 MOr YBMAETb U MOTpOraTb. 1 KaXKAblA AeHb
3arnncbiBasl, CKOMbKO ALMKOB C KPbILWKaMU S MCMONb30Bal,
YMHO>as1 KONM4ecTBO AWMKOB Ha 3600 (KOMYeCTBO KpbILLeK
B ALLMKE) 1 Nonydan obLiee KoMYeCTBO KpbILLeK, NPoLLeLLnX
yepes MO MaLUMHY 3a [ieHb. 3TU Lndpbl A 3anncbiBa Ha CyM-
Ke ANna naHya.

Mocne yeTblpex AHel NOACYETOB A 3aMETW/1, YTO XO4y rpe-
B30WTMK pe3ynbTar yyllero gHsA, U CTan BblUUC/IATb, CKOMbKO
KpbILWeK B Yyac Hafo 3arpy>kaTb B MaLUMHY, YTOObI JOCTUYbL pe-
KOPZAHOW CKOPOCTW.

KoHeyHo, KOMMaHWA He 3Hana, YTo A Bely Takue NOACYETHI,
HO MOA “MaLLMHa NoCcTaBuIa PeKopL NPON3BOANTENBLHOCTU BCErO
3aB0ja.

CuunTaroT Bece! [lenaet /i Yenosek 3BOHKW K/IMEHTaM, neyara-
eT 11 NUCbMa, YNHWUT /i1 aBTOMOOWIN, AO6LIBAET Yrofb UK 3a-
KaTblBaeT B 6aHKN TOMATHbI COYC, — OH OTC/IeXKMBAEeT CBOM CYeT.
BbI30B A1 pyKOBOACTBA COCTOUT B CO34aHUN CUCTEMbI N3Mepe-
HWIA 1 06paTHO CBA3W, KOTopas Obina 6bl MHTEPECHA N MOAXO-
Anna 6bl KaXXA0MY UfieHY KOMaHabI».

Ham noHpaBunuce ugen ManBaHW, U Mbl MOMPOCUAN €ero
pa3paboTaTtb A1 HAC OCMbIC/IEHHYHO CUCTEMY.

OH Hayas ¢ Toro, 4YTo Jasi Ham Cr1COK MapameTpoB, KOTOpble
Mbl MOXXEM U3MEPSATb.

KonunuyectBo
— [pogaxxu B gonnapax
— Konuuectso npofaHHbIX TOBapOB
— OTnpaeBneHHbIe 3aKasbl
CoBepLLEeHHbIe 3BOHKMN



KauyecTBO

Konuyectso npaBu/IbHO cAeNnaHHbIX PEMOHTOB
Uwucno MOBTOPHbIX KNTMEHTOB
COoOTHOLLEHNME MOJIOXNUTENBbHBIX U oTpuuaTesbHbIX Nnucem

OueHKa 06paTHOl CBS3M NO NoBoAy cepsBuca (MHAEKC
Y0B/IeTBOPEHHOCTU K/INEHTA)
TekyyecTb Kagpos

M3nepxku

O6LLVe N3AEPXKKN B pacyeTe Ha eanHULY ToBapa
OnnaTa TpyAa paboTHUKOB

COOTHOLLIEHUE M/IAHOBBIX U (PAKTUUYECKNX N3AEPXKEK
OnnayeHHble cyeTa

V30ep>KK1 Ha KBafpaTHbI/ METP NMOMELLEHWS

Cpokun

CpepfHee BpeMsi 06paboTKM 3aKa3a
lMpoueHT NocTaBoK BOBpeMS
IMpoueHT 3aKa3os, BbINOJ/IHEHHbIX 3a 48 YacoB

Kpome Toro, MasiBaHu A1 HaM YeTbIpe BOMPOCa, KOTOPbIE Mbl
[LO/MKHBI GblIN 064yMaTh, NPEXAe YeM BHEAPSTL CUCTEMY M3MeE-

PEHWIA.

ABNAeTCA NN n3MepeHne Ba>KHbIM?

CBs3aH 1 paboOTHUK C 3TUM nokasaTenem? MOXXHO n
nony4atb AaHHble XOTA Obl pa3 B Ase Hefenn? ([aHHble,
rnosyyaemble pexke, He roaatcs.) Ecnu Bbl npekpaTute
OTCNEXMBATb [aHHble, 3aMEeTUT /I 3TO KTO-HNOYAL? Ecnn
3TOT NapameTp yNyulluTb, NOB/IUAET NN 3TO Ha pe3y/ib-
TaTbl fenapTameHTa unu pupmol?

CNo>KHO N1 3TO U3MepATL?
Ecnv Ha namepeHune yxoaumt 6onee 15 MUHYT B fieHb, BO3-
MOXXHO, 3TOr0 He CTOMT fenatb BoobLye. CaMblil NpoCcToi



Cnoco6 HaCTPOUTL cUCTeMy cHopa AiaHHbIX — 3TO OLeHKa
TeX JaHHbIX, UYTO Y>Ke cobuparoTcs ceitvac. MogymariiTe,
Kak MOXKHO cOGMpaTh AaHHble aBTOMATUYECKU, C UCMOSb-
30BaHMEM KOMIMbIOTEPOB.

— MolimyT 1 paboTHNKN, YTO UMEHHO N3MEpPAETCA?
EcTb Takme ynpasneHyeckue napameTpbl (BO3BpaT
VHBECTULMIA, 060POT 3anacos, CPOK 3aePXXKN OMaThbl
CYeTOB, U T.M.), KOTOpPble, KaK NpaBu/I0, HEMOHATHbI A/15
00bIYHbIX PaboTHMKOB. Camble 3(h(heKTMBHbIE MNapa-
MeTpbl (hOPMY/IMPYIOTCSA NPOCTO. JlyyLle BCEro cunTarb
BCE LUTYKamMu, Ha BTOPOM MeCTe — AeHblM, Ha TPETbEM
— npougeHTbl. (VIHTepecHo, YTO PyKOBOAUTENN OLEHU-
BalOT BCE B 0OpPAaTHOM MOpsiAKe: NMPOLEHTbI, 40NNaPbI U,
HaKoHeL, WTYKW.)

— CdopmynmpoBsaHbl 11 NapaMeTpbl U3MEPEHUs B NO3NTUB-
HbIX TepMuHax?
Ecnu Bbl MOXETE M3MEepPUTbL OTCYTCTBUE, 3HAYNT, Bbl MOXET
N3MepUTb 1 NpucyTcTBme. OTUMTbIBANTECH HE 06 0TX04AX,
a 0 BblpaboTke. OTCneXusaliTe NOCTaBKY BOBPEMS, a He
ono3gaHus.

— Jly4wle, 4TO6bI NOAM CTPEMUIUCL AOCTUYL LiEN, a He
n3bexkaTb owmnbkn. K ToMy e, ecnm Bl CObUpaeTe NHGop-
MaLMIO 0 HeXenaTe/bHOM, I0AW He CMOTyT MOHATb, YTO
XXE OT HMX TpebyeTcs.

Mocne Toro Kak MasiBaHn 0GBSICHWM HaMm BCe 3TO, Mbl CTa/N
pellaTb, KakK onpeaenvTb HaluW ynpaeneHuyeckme uenun. Okasa-
JIOCb, YTO 3TOT MPOLECC COCTOUT U3 HECKO/IbKMX LLIArOB.

Bo-nepBbIX, Mbl AO/HKHbI 6bIM ONPeAeNTb, YTO UMEHHO U3-
MepsATb. [Ns npogaBLa — 3TO KOMMYECTBO MPOAAHHbIX UM
B Mecsil, MaluuH. Ans 6yxranTtepa, co6Gupatowero onnarty, —
cpeaHee KO/IMYeCTBO fHel, Heobxoammoe asia c6opa onaTkl No
BbICTaB/IEHHbIM CUETaM.



Bo-BTOpbIX, ONpeaennB 06bEKT M3MEPEHWIA, Mbl LLO/HKHBI OblIN
HaWTW CpegHne 3Ha4YeHMs Mo OTpac/n. BoNbLUMHCTBO TOProBbIX
accouualmin oTcnexxmeaeTt NOA0GHbIe AaHHbIE. Mbl peLunaun, UTo
Takue cpefHne 3HadyeHusa ByayT Ans HaC MUHUMaIbHO MpueM-
nemMbiMU. Hawa uenb — Bcerga nonagatb B nydiume 5%. Hawum
NMpoAasLbl AAKOT XOpPOLUWiA NpUMep TOro, Kak 3To paboTaerT.

B 1957 roay, Korfa mMmbl Ha4a/im OTC/IEXXMBATb, CKOJIbKO MNpoja-
€T KaKAbI N3 HalMX NPOAaBL0B, 3TO YNC/I0 COCTaB/IsA0 6 Ma-
LIVH B MeCSIL, U paBHSA/I0Ch CpefHeMYy Mo cTpaHe. Mbl nocTaBun
Lenb fobutbesa 8 nponax B Mecsy, 3aTem 10 1 ¢ Tex nop paBHO-
MEPHO yBENMUMBaIN 3TO Unco. Ceilyac HUKTO U3 MEHELKEPOB
He roBOpM1T, YTO XOPOLUO paboTas B 3TOM MecsLe, eciv Npogan
MeHbLUe 20. Mbl XKAem OT HUX XOTA 6bl 15.

3a nocnefHue 33 roga cpefiHee No CTpaHe YMNCO TOXe BbIpOC-
no — po 8.

Moyemy Mbl yBe/IN4MBaeM Hallu OXNOAHUA?

Mbl HUKorga He 6blNM CamMOA0BO/IbHLIMWU. [JOCTUTHYB Lienn,
HY>XHO He paccnabnaTbes, a HalTU ewe 60/bLUYIO Fopy A1 No-
KOpeHUs. Bbl AO/MKHBI MOCTOAHHO MOBbLILATE BallyM CTaHAap-
Tbl — YTOObI NOAAEPXKVBATL IHEPreTUKY BalLMX JIHOAEA U NATU
Brepean KOHKYpPeHTOB. Kak TO/IbKO Bbl CTaHeTe f0BO/IbCTBOBATb-
€A AOCTUNHYTbIM, KTO-TO Bac OGroHUT. Bbl HUKOra He CMOXeTe
OCTaHOBUTb MNOAbLEM CTaHAaPTOB NPOU3BOANTE/ILHOCTN.

C uensamu npoucxoauT 3abaBHas Bellb. CHauvana, Korja Bbl
0 HMX 06bABNAETE, MOYTU BCE FTOBOPST, HTO 3TO HEBO3MOXHO U
HeT cnocoba aToro AoCTUYb.

B 1989 rogy, korga Mbl NocTasmnu Uenb npofgasatb 20 «XeH-
Jaii» B MecsL, BCeE FOBOPW/IM, YTO 3TO HEBO3MOXKHO. U 3TO paeid-
CTBUTE/NBHO TPYAHO, TaK Kak Ha 04HY Npoaxy NpUXoanTca aBe
WV TPU He3aBepLUEHHbIE cAeNKW. MHOrve NoKynatenm « XeHgan»
He o4eHb boratble Mtogn. O6bIYHO 3TO MX NepBas HOBas MaLLVHa,
N Y HUX HET BONbLUON KpeAUTHOM nctopmmn. Tak 4yto 20 mMawnH
B MecsiL, — 3TO BbI30B, 1 MHOTME NpofaBLbl «XeH4al» aymasnu,
UYTO OH HUKOTAa He ByAeT NMPUHAT.



Ho noTom npuwen Men YoppeH, oauH U3 nydLumnx npodeccu-
OHa&/10B, KOTOpPbIX 51 BUAEN, U Npojan 26 «XeHdal» 3a MecsL,.
Tenepb Apyrue rnpoAasBLbl roBOpAT: «Pa3 OH MOXeT npojasaTb
20, To 1 A cMory. (M Tpoe HefaBHO cAenanu 3710.) Ho Ha camom
[ene g xody NobuTb PeKopA, YoppeHa.

Jlroan No6AT COPEBHOBATLCH — OHU NOMbITAOTCA NPEBLICUTH
No6ble OXXNAAHWS, YCTaHOB/EHHbIE /19 HUX, HE3aBUCUMO OT TOrO,
3annaTaT v 3a 310 6onblie. (B rnaBe 20 06BSCHEHO, KaK Mbl
nnaTMm cBOMM paboTHUKaM.) M He BaXKHO, CKOJIbKO UM JIeT, — 3TO
YacTb Ye/I0BEYECKOM MpUPOAbI.

Kak-To Mbl HaHA/1M NpPOAaBLAa, KOTOPOMY ObI0 YKe 3a LLIeCTb-
fecat. OH gonro paéoTtan B ApyromM aBTOLEHTPE U NPUBbIK NPO-
fasatb No 8-9 mawnH B Mecal. Korga oH npuvwlen K Ham, OH
YBUAES, YTO Mbl OXXUAAEM HaMHOrO 60/bLero. OH MOCMOTpES
Ha MapHei, KOTopble CMOKOWHO NMpogaBanu Ha 1-2 MalluHbI
B MecAL, 60/bLUe, YEM OH, U CKasan: «f He X04y yXO0AuUTb B OT-
CTaBKy, 4TOObI LieNIbiIM/ AHAMM CMOTPETL B OKHO, CTy4a HOFTIMU
no cTony. A Mory rnocopeBHOBATLCA C 3TUMU MaslbUYULLIKAMN!»
W oH Ha camom fene Hadvas 3To Aenatb. Tenepb OH NpogaeT Ha 50%
60/bLUe MaLLVH, YeM paHblLie, — MPOCTO NOTOMY, UTO He XOTen
ObITb MOCNEAHVIM.

Mbl Bce Tak [enaem.

oan no cBoeili npupoae No6AT COPEBHOBATLCS; OHW MOMbITa-
l0TCS AOCTWYbL NO6bIX LUeneid, He3aBUCMMO OT TOrO, 3annaTaT
1 3a 310 6osbLie. TaH YTO CEKPET COCTOUT B TOM, YTOGbI yCTa-
HaB/MBATL Lie/IM B NIyULLMX UHTepecax 6r3Heca.

Korga Mbl Hauanu Bce M3MEPSITb, HALLW COTPYAHMKMN, AOCTaB-
NSOLLME KNMEeHTaM X MalUVHbI MOC/e PEMOHTA, MPULLAN K HaM
1 MONPOCUAN NOCMOTPETL Pe3y/ibTaTbl ONpoca KIMEHTOB, Kaca-
tolmecs nx paboTbl. Korga mMbl gany um obline JaHHble, OHU
3aLennInck 3a Takoii Bonpoc: «CKoJbKO BPeMeHU BaM NMPULL/IOCh
YKOaTb CBOK MAaLLUWHY NOC/e OnaTbl cyeTa?»



MbI 0TCNEeXMBaM BpeMS — OHO PaBHSAI0Ch MPUMEPHO LUec-
TW MMHYTaM, — HO HalUW COTPYAHWKN He 3Hasin, XOPOLLO 3TO
WY N10X0. Y Bcex Obin 0AMH BOMPOC: «KTO caMblii ObICTPbIN?»
C Tex Mop Mbl CTasn BbIBELUMBATbL TabauLy ¢ nokasaTensamu
Kaxkgoro. OHW cTann fJenatb BCe 6erom, U cpefHee Bpems CO-
KpaTWIoCh 0 TPeX MUHYT. OHM CTPALUHO ropasTcs, ecnvm v
yAan0Ch BbIBECTU MALLUHY eLLe 6biCTpee, — 3TO Lieflb, KOTOPYH
OHW MOCTaBWIM camu cebe. VI ecnm TeXHWK NpunapkoBasi Ma-
LUMHY B HEMPaBW/IbHOM MeCTE, TaK YTO NMPULLIOCH ee pa3bICKU-
BaTb (4TO YBE/IMUYW/IO BPEMS AOCTaBKM), OHU YCTpanBatoT eMy
HebONbLLIONM CKaHAa.

3T0 copeBHOBaHMe B YUNCTOM BuAe. OHM He MOMy4YatoT HUKa-
KOro 60Hyca, Korga BbIBOAAT MallMHY ObICTpee, 4eM 3a Tpwu
MUHYTbI. /IM MpOCTO HpPaBUTCS NMOXBacTaTbCA CBOUMW pPe3y/ib-
TaTamMu 1 cnerka nMoATPYHUTb Haj TEMU, KTO «TOPMO3UT».
Mo3ToMy HallM K/IVMEHTbI MOMy4YaloT CBOW MallMHbl HAMHOIO
ObICTpee, Yem rae-nnobo elue.

(Bce aTo BecbMa 10rM4HO. BCnoMHUTe, Kak Bbl UrpaeTe B TeH-
HMC C ApYroM. S yBepeH, YTO Bbl HOCUTECH MO KOPTY Kak oLuna-
PEHHbIN 1N BbETECH KaK JIEB 3a KaKA0e O4Ko. becrnnaTHo. Bel
NPOCTO XOTUTE BbIUIPaTh.)

Mo3ToMy Mbl M3MepPSieM BCe U BbIBELLBAEM MOSyYeHHble pe-
3ynbTaTbl, HTOObI K&XXAbI MMeN1 BO3MOXKHOCTb MOCOPEBHOBATLCS.
JaHHble 0 BpeMeHW BbiBOAA MalLVHbl KINEHTY BUCAT PsgoM
C CEpPBMCHO 30HOW. B oTgene cbopa onnatbl BUCAT Tabnuupl,
nofo6Hble N306paXkeHHOM Ha puc. 1 (cTp. 126), a CSI (MHAeKc
YLOBNETBOPEHHOCTU K/IMEHTA) BCEr0 aBTOLIEHTPa BUCUT Be3je.
(KoHeuHo, Ha cTeHAax oTobpakeHO He Bce. MHdopmaums o
NpPU6bLIN KaXKAO0ro NpogasLa B pacyeTe Ha MalLMHY pasMeLla-
eTCsl B KHUre, OCTYMNHOM TONbKO NPoAaBLam, a He K/IMeHTam.)

Bce pe3ynbTarbl, KOTOpPble Mbl pa3BeLLMBAEM, MEPCOHAIN3N-
poBaHbl. Hanpumep, Bo3ne KaXkaoro paboyero mecta TexXHMKa
€CTb Tab/MyKa c ero MMeHeM, a Ha Heli — MecTo, e MOXKHO 3a-
KpenuTb HebobLUYHO HakelKy ¢ norotunom Cadillac, koTopas



Puc. 1
CobpaHHas beTtn onnata

Oxugaemble npuxoAbl B TedeHne 30 gHeilt

nonaraeTcs TemM, KTO cgenan npaeBuibHO 100% cBoeit paboThl
3a Mecsl,. bnarogapsa nepcoHanusaumm Tabnvy, n rpaukos
Ka>KAblli MOHMMAaET Npasuia Urpbl 1 KTo MAET Bnepean. Mbl He
nvLeM, CKOMbKO BPEMEHWU yXOAWUT y AenapTameHTa cbopa
onnatbl Ha MoslyyeHne AeHer Nno cyeTy — Tabnvua Ha3blBaeTcs
«CobpaHHasa BeTTu onnata». B genaptameHTax, MOXOXXUX
Ha 3TOoT, rae paboTaeT OAWH YeNoBeK, Mbl OTCNEXMBAEM €ro
NpPOU3BOANTE/NILHOCTb 3a 12-MeCAYHbI Nepuog, YTo6bl OH MOr
NOHATb A0/ITOBPEMEHHbIE TEHAEHLUMM 1 CPaBHUTbL MeXAY Co60ii
oTAeNlbHble Mecsubl (puc. 2).

Uem 60/bLUE MHOPMALMK Bbl BblBELLIMBAETE, TEM 3TO 3
thekTrBHee. MpPoOM3BOANTENILHOCTb KaXKA0ro TexHMKa, Hanpu-
Mep, n306paxkaeTcs B BUAe rpadrka 1 pasmeLLaeTcs Ha CTeHae
(puc. 3). I KaxKapli MOXKeT y3HaTb, KaK ero perTUHI KayecTBa
(4acTHOe OT AeneHns KONMUYecTBa MNPaBUIbHO BbIMOTHEHHbIX
paboT Ha 0bLLee KOTMYECTBO PaboT) BbIMNSAANUT CPefn OCTaslbHbIX



Puc. 2

Mpopasely; 3))K€K Yunnak

1988 E3

1989 O VIHﬁ.?KC
npomn3BoanNTesiIbHOCTU
npogasua

penTUHroB. (Mbl OTCNEXNBAEM MMEHHO KO/IMYECTBO NpaBu/bHO
BbINOJIHEHHbIX PaboT. My6AnkKauma Konm4ecTsa OLLMO60K MOXeT
ObITb YHU3UTEIbHOW A1 Ye/loBeKa.)

MoHayvany He BCeM HalLIMM COTPYAHMKAM MOHpaBunach naes
BblBELLUVBaHUSA X Pe3y/ibTaToB, OCOBEHHO ecnin OHWM paboTa-



JIN HEe OYeHb XopoLwo. Ho Bpoge 6bl HUKTO KU3-3a 3TOr0 He yMep.
Hy a ecnn oHu TBepAo pewnsiv paboTaTb MNoXo, OHW 3[ecCb
HagoMro He 3agepXkaTcsa. HUKTO He 3axo4ueT TeprneTb UX PsAoM
¢ coboii.

Puc. 3
LUACCHU

KOHeu, nonsa 1989 roga

EcTb ellle ofHa NpyynHa TOro, NMoYemMy JIloan BCe-Taku npu-
HUMAIOT 3TV TabMLbl U FPaUKN: Mbl U3MEPSIEM TOJBKO TO, YTO
OKa3bIBaeT B/MSHME Ha UX PaGoTy. Mbl He cOGMpaemMcsi, Hanpu-
Mep, 3aCTaB/sATb BCEX TEXHUKOB CcAefaTb NPobexxKy Ha 100 meT-
POB 1 BbIBECUTb UX Pe3ysibTaTbl. Mbl OTC/IEXMBAEM TOJIbKO
NPOV3BOAUTENILHOCTE UX PaboTbl — TO, YTO OHW cCamu MOTyT
KOHTPO/IMpoBaTb. OHU MOTYT 6bITb He YBEPEHbI B CBOUX CMPUH-
TEPCKMUX KauyecTBax, HO BOT B CBOMX CMOCOBHOCTSIX OTPErynMpo-
BaTb 3a)KMraHWE OHU JO/MKHbI ObITb YBEPEHbI Ha BCE CTO. VIMEH-
HO TaKMe BELLM Mbl 1 U3MEPSIEM.

Ecnn mMbl Tak MHOTO BHMMaHWsi 06pallaemM Ha U3MepeHue
NPOU3BOANTENBLHOCTU, TO 3TN NU3MEPEHUS LO/HKHbI GbITh YecT-
HbIMW U OCHOBaHHbIMW Ha (haKTax.



PaccMoTpMM CHavana YeCTHOCTb U3MEPEHWIA.

MpeacTaBbTe, YTO Mbl CPaBHMBAEM PabOTy ABYX TEXHUKOB.
OpHomy pocTtanach ferkas paboTa, HanpyMmep YMCTKa CasloHa,
a ipyroii peMoOHTUpYeT TpaHCMUCCUIO. HeKOTOpbIM KadkeTcs, 4To
paboTa ¢ TpaHCMUCCKE 6onee BaxXKHa, YeM YncTka. Ho KnneHT
Tak He gymaeT. KAMEeHT cunTaeT, YTo BCe JO/MKHO ObIThb CAeNnaHo
OT/INYHO.

Tak uTo 06e paboTbl OKa3bIBAKOTCA OAVUHAKOBO Ba>KHbIMMU.
Kaxxgpihi nonyumT 3onotoi norotmn Cadillac u ny6nm4yHoe npum-
3HaHWe, caenas cBOKO paboTy npaBwibHO. OfHAKO Mbl MAaTUM
UM no-pasHoMy. KOoHeuHo, TOT, KTO paboTan ¢ TpaHCMUCCUEid,
MnosyyuT 6onbLUe.

UTo6bl NofyyaTb AaHHble, OCHOBaHHbIe Ha (hakTax, Hago
NOACHNTBIBATbL BaXKHbIE BELUY, Y MOACHUTBIBATL X NMPaBU/b-
HO, U [aTb BO3MOXHOCTb YenoBeKy, paboTa KOTOPOro nusme-
psieTcs, BO3MOXXHOCTb 06paTuTb Balle BHUMaHWE Ha OLUNOKY
B pacueTax.

Hac Bcerga cnpawmBatoT: «[lonydatoT nm nogm 60HyChl
3a JOCTWDKEHVE BbIAAIOLLENCS NPOM3BOANTENIbHOCTN?»

EcTb gBa oTBeTa: «He 06513aTe/IbHO» N «OBLIYHO HET.

30eCb HET HNYEro CTPaHHOrO.

Bo-nepBbix, HALWLN COTPYAHUKM NOMTyYatoT OMNJIaTy 3a KaXKayro
3aKOHUYeHHY0 paboTy, TO eCTb YeM 60s1bLLE pabOTbl OHM CLENMAtOT,
Tem 60nblle nony4var. 3TN AOMONHUTE/bHbIE BbINiaTbl — He
60HyC. OHUM 1X 3apaboTanu.

Bo-BTOpbIX, BCNOMHUTE, NIOAN KAKOro Tuna paboTaroT y Hac.
Mbl HaHMMaeM XOpoLUMX Ntogel, U Mbl NaTMM 60osbLLE, YeM
KOHKYPEHTbI, NOTOMY YTO HallW COTPYAHUKN NOCTOAHHO A06u-
BalOTCSH BbICLUE MPON3BOAUTENBHOCTU. PaKTUYeCKU BbiCLLUasA
NPOMN3BOAMTENBHOCTb CTasia CTaHAAPTOM.

Bot npumep.

Korga Bbl MOKynaeTe MallnHy, NpoOU3BOANTENb 06eLLaeT, 4To
BCe OyZeT UATU XOPOLLO B TEYEHME KaKOro-TO BPEMEHU — Ha-
npvMep, akkymynatop 6yaet paboTatb Tpu roga. nv HekoTopble



Beln AenaroTca 6ecnnatHo — Lexus, K npumepy, He 6epeT
nnaTbl 3a 4Ba NEPBbIX NaHOBbIX MNOCELLEHWS CTaHLMN TEX06CY-
YKMBaHUS.

Ho xoTs aTa paboTa 6ecnnaTHa 45 KNMeHTa, Anepbl BCe-Taku
nony4vatoT 3a Hee nnaty. Mo OKOHYaHWMK rapaHTUiHbIX paboT
NPon3BOAUTE b BO3MELLAET X CTOMMOCTb. DTO LieHa 3a BeleHue
6u3sHeca.

Y Hac ecTb COTpyAHMLUa, KOTOpas oTBevaeT 3a NosyyeHue
3TUX rapaHTUHbIX Nnatexer. Korga oHa To/bKO NpuLLia K Ham
paboTaTb, cpegHuii cpok onsatbl coctasnsn 45 gHeir. C mo-
MEHTa 3aMeHbl aKKyMy1ISTopa 10 MOMeHTa No/y4YeHns onniathbl
oT General Motors npoxoguno 45 gHeii.

370 6b1710 CANLLIKOM A0Nr0. [MbITasCb NOHATL, CKOMbKO Bpeme-
HW 3TO AO/DKHO 3aHMMaTb Ha cCaMOM fefe, Mbl, KakK Bcerfga, 3aja-
1 BOMpOC: «A Kakast Hopma?» 1 okasasiocb, YTO A/151 NO/TyHeHUs
onnartbl NO rapaHTUK CpegHee BPeMs Mo cTpaHe — 15 gHei. LTak,
nony4ymna N1 Hawa coTpyaHuua 60HyC, CHMU3UB CPoK ¢ 45 ao
15 aHelA? Her.

Ho korjaa oHa co BpeMeHeM CHM3MIa 3TOT CPOK [0 9 AHEl, Mbl
Janu ein npnbaeky.

W cHoBa: OCHOBHas MOTUBMPYIOLLLASA CUla — 3TO He AeHbIN.
Jlroan noaonayT K ee CTONy, YBUAAT Tabnuuy, NoKasbIBatoLLYHO,
YTO CPOK MOJTyYeHUs BbINAAT Mo rapaHTUm AoBefeH 40 9 AHei, 1
CKaXXyT: «OTIMYHO!» PyKoBOoAUTENb NMPUIIacuUT ee Ha obeg, U
N0V B ee fernapTaMeHTe CMOryT BOCMO/1b30BaTbCA MNOYyYeHHbI-
MU pesyfbTaTamu.

HekoTopble, nocnywas, Kak Mbl HAaCTPOWAN Hally U3Mepwu-
TeNbHYIO CUCTEMY, roBopAT: «CO MHOW Takoe He NpoingeT. MeHs
TaK MOTMBUPOBATb Hefb3s. A He cTan 6bl paboTaTb UHTEHCUBHEe,
ecnu 6bl MOW pe3ybTaTbl MYy6/INKOBA/IUCH.

B3gop. PaboTHMKM 3HAKOT, CKO/IbKO PaboTbl OHW BbINOHWMN,
n NMB0 ropasaTcs 3TUM KOMYEeCTBOM, NGO CTECHAKOTCSH €ro.
Kpowme Toro, ntogAmM Ha caMOM [iefle UHTEPECHO, Ha KaKOM YPOB-
He OHW HaxogATcs.



HekoTopble paboTbl M3MEPUTb TPYAHO, U 3TO BO3BpaLLaeT
Hac K BOMPOCY 0 BaXKHOCTM YeCTHbIX M3mMepeHuin. Ho Bcerga
MOXXHO HalTV 4151 USMEPEHMUIA UTO-TO NOAXOAALLIEE: KO/IMYECTBO
NpoAaHHbIX MallVH, 06paboTaHHbIX NPeAMETOB U/ NOXKapeH-
HbIX rambyprepos.

MansaHn 1 JeMUHT roBOPAT, YTO Mbl AOBOAUM [0 npegena
Halln U3MepeHuns Kak hopmy MoTusauum. OHU NpeanoynTaroT
MU3MepATb NPOU3BOANTENTILHOCTbL KOMaHAbl UM AenapTaMeHTa:
CKOJIbKO MOPLUMIA KapTOLWKM ObiNI0 NPOAaHO BEYepHEA CMEHOIA
McDonald's nnm uTo-T0 B 3TOM pofe.

3T0, KOHEYHO, 3aMeyaTeflbHO, HO 51 XOUY N3MEPATb U TO, CKOJIb-
KO cfenan Kakabli. OnsTb XKe 3T0 NoxoXke Ha beiicbon. Kpome
OKOHYaTe/IbHOr0 cyeTa Urpbl 1 Xouy ellle 3HaTb, KTO OTOW/T HOMb
pa3 u3 veTbIpeX, a KTO — YeTbIpe U3 YeTbIpex.

EcTb N1 onacHOCTb, YTO IIOAN CKOHLEHTPUPYIOTCA TOMBbKO
Ha CBOEeli CTaTUCTUKE 1N He ByayT obpawaTb BHMMaHMWS Ha pe-
3y/ibTaTbl KOMaHAbl? EcTecTBEHHO. HO Takas onacHOCTb CyLLec-
TBYeT 1 B cnopTte. VIMEHHO NO3TOMY CYLLECTBYIOT TpeHepsbl
(n 60cCbl).

OCHOBHbIe BbIBOAbI

— Vi3mepsiiiTe TO, YTOYMECTHO. Bbl HE CMOXETE NPM3BaTh
NHOfeR K TOMY, YTOGbI OHM Aenany BCe HaunyyuLmm o6pa-
30M, U HAAEATbCS Ha TO, YTO 3TOT YPOBEHb AOCTATOUHO
XOpOoLU. Bbl (M1 OHU) [O/MKHbI 3HATh, HA KAKOM YPOBHE OHU
HaxoAsTCs U rae MOXHO YCOBEPLUEHCTBOBATb PaboTy.

— BbiBelunBaliTe pesynbTaTbl. ByabTe YUeCTHbI U OCHOBbI-
BaliTecb Ha (hakTax, HO, pa3 y>X Bbl y3Hanu, Kak paboTaeT
Ka>Kbll, BbIBELUMBANTE Pe3y/ibTaTbl M PpacNpoCTPaHAnNTe
NHGopmaumio. JTriogu No ceoei nNpupoae NI6AT COPeBHO-
BaTbCHA, XOTAT AeNaTb XOpoLlyk paboTy U MMeTb npes-
CTaB/IEHME O CBOEM YPOBHE.



— [MMpogomkaiiTe NOAHMMATb YPOBEHbL MPUEMIEMON NPON3-
BOAUTENLHOCT Y. KaK TO/bKO BaLLW LieNIM AOCTUTHYThI, Bbl
[LOMKHBI NOAHUMATLCS €eLle Bbile. Ecnm Bbl He CTaHOBU-
TECb MOCTOSHHO fyuLUe, KTO-HUBYib BaC 06roHUT.

— OrpaHunuMBainTe KonmyecTBO Ueneil. Ecnny nogeii cnuw-
KOM MHOTO 33/1a4, Ha KOTOPbIX HaJ0 CKOHLEHTPUPOBATHLCA,
OHU He CMOTYT CKOHLIEHTPUPOBATLCSA HY Ha YeM. CTaBbTe
He 6onee NATY Uenei. VIHOrAa 4OCTaTOUYHO OLHOM.



V. CKO/IbKO N1aTuTb
COTPpyAHUKaM,
4TOObI 4OOUTBLCA
nyduliero cepBuca



naBa 19. NMnaTtute 60nbLUE—
N COKOHOMbTE 00/bLUe

Ecnn Bbl XOoTnTe, UTO6LI ¥ Bac paboTann nNepBOKIacCHbIE Cre-
LUWannCThbl, Bbl AO/MKHbI AOCTOMHO NnatuTb uMm. Caenaiite Tak,
yTOObLI BallX NOAN MOMN 3apaboTaTb B Balleil KOMMaHWUM
6onbLUe, YeM FAe-n6o elle. Bawm coTpyaHUKU [OMKHLI rop-
ONTbCS CBOel paboToi, 1 conmpHasa 3apnsiata NOMOXeT B 3TOM.
N xoTa cama cymma 3aprniaTbl He SiBAISIETCA ONpeaenstowmm
thakTOpOM OTHOLUEHUSI K paboTe (MHOrve NMOAM CTaBAT ero Ha
NATOe WM LLECTOe MEeCTO B CBOEl CMCTeME LiEHHOCTEN), 1 HU-
KOrfa He NMpeHebperar WM.

Bpsig v KTo-nn6bo B Hallein KOMMaHUM CUUTAET, UTO OH HeAo-
pabaTtbiBaeT. I npy Takom 06beme paboThbl, Kak NOKa3biBaeT Hallle
BHYTPEHHEe NCCef0BaHNe, He TaK Y>X MHOIO /0N yMatoT, UTO
UM nepenaqyrBatoT. Halum cOTpYAHMKM CUUTAKOT, YTO OHU MNO-
Ny4aroT MMEHHO CTO/bKO, CKO/IbKO OHM 3apabaTtbiBatoT.

Mbl NOCTOSIHHO 3a/aeM HALUMM COTPYZHMKaM BOMPOC: «Kak Mbl
MOXeM NMOoMOoYb BaM 3apabatbiBaTh 60/bLIE?»

Tepsem i1 Mbl AeHbIW, «repennadmsas»? He gymaro. Ksa-
ndmuympoBaHHble PpabOTHMKM COBEPLLAKOT MEHbLUE OLUMOOK,
anoTomMy X 3h(PeKTUBHOCTL Bbille. Mbl CTapaemMcsi HaHMMaTb
TO/IbKO O4YeHb CO06Pa3nTesIbHbIX COTPYAHWKOB, KOTOPbIE ObICT-
PO MOHMMAIOT Hally CUCTEMY. DTO 3HAUUT, UTO OHM MOTYT Mpe
BOCXOAHO 06Cy>KMBaTb KIMEHTOB 6€3 TOro, 4To6bl KTO-TO BCe
BPeMSs CTOSINT Y HUX Haf AyLUOoi. M 3TO 3HauuT, YTO Ham Tpedy



eTCA MeHbLLE MepcoHana, YeM HallMM KOHKYPeHTaMm, YTo Beget
K CHUDXXEHWIO N3[EPIKEK.

A yBepeH, 4To, Mnjara CBOUM COTpPyZAHWKam 6osblue, Mbl CTa-
HoBUMCS 6onee ahpeKTUBHbIMU. Bo3bMeM, Hanpumep, Hawl
oTAen npogax. MpegnonoXxxmm, YTo TUMNUYHbIY aBTOLLEHTP NpPo-
Jaet 100 mawvH B Mecsiy,. Kak Bbl 3HaeTe, 0ObIYHbIA NpogaBeL|
npogaeT 8 MaLLvH B MecAL,. Taknm 06pa3om, B 3TOM LieHTpe J0/K-
HO paboTaTb 12 NMpogaBLoB. A Mbl MOXeM NpogaTtb 100 mawumH
cuiamMu BCEro 8 yenoBeK. OTO 3HAYUT, YTO HaMm HYXXHO Ha 4 pa-
604X MecTa MeHblle, TO eCTb MeHblUe TeneOHHbIX JIMHUNA,
MeHbLLIe paboyero NPOCTPaHCTBA W... MEHbLUE PacXofoB Ha 3a-
paboTHYO Mnary.

Takum 06pa3oM, Mbl 3KOHOMUM AEHbIN Y MOXKEM NPUB/EKaTb
JNlyyLIMx NpoJaBL,0B, MOCKO/IbKY MMEHHO Y Hac OHM MOTyT 3apa-
6oTatb 6onblUe, Yem rae-nnbo elle. B cpefHem Hall npojasey,
«LLleBpone» npofaeT 12 ¢ NOMOBMHOW aBTOMOGWUNEN B Mecsl;
HalV KOHKYPEHTbI MPOAAOT TO/IbKO 8 — MpPU TOM, YTO Y HUX
paboTaeT Ha 4 npojasLa 60/blLue.

oe 6bl Bbl camMu XoTenu pabotats? Tam, rge npogaroT 8 Ma-
WWH, UK TaMm, rge npogaxkm Ha 50% Bbiwe? MHhopmauus
0 BbICOKMX 3apaboTkax 6bICTPO pacrpocTpaHAeTCs Ha pbIHKe,
M nydlive NpojasLbl CTy4aTcs B Hawm asepu. Mbl fo6mBaem-
CSl KayecTBa BO BCEM, HO AaXe Npu 60MbLUMX pacxofax Ha 3a-
paboTHYIO MaTy Halu N34epP>XXKW Ha OAHY MPOJaHHYO0 MaLlu-
HY HWKe, YeM Y KOHKYPeHTOB. bnarogaps Takoi NoiMTuKe BCe
B BbIUTPbILLE,

3TN >ke NPUHLMNbI OTHOCATCH U K paboTe Hallero TexHu4ec-
KOro nepcoHana. B cpefHeM LeHTpe MexaHK MOXKET OBCNY>KNTb
6 MalIMH 3a BOCbMMYACOBYHO CMeHY. 3a 3TO X'.e BpemMs Haluu
pebaTa MOryT 06Cny>XnTb 8 MawuH. MNMoyemy? MpocTo noTomy,
UYTO OHW He TepsatoT BpeMeHW. OHU He XAyT, Korga npugeT cre-
AyoLwaa MalvHa: Mbl KOMMbIOTEPU3NPOBA/IN CUCTEMY YYeTa
K/IMeHTOB. OHW He »XAyT, Korga rnoasesyT Heo6XoAnMble 3anyac-
TW: BCe AeTa/n, KOTOpble TPebyroTca XOTA Obl pa3 B Hefento, Mbl



XpaHUM Ha ornepaTMBHOM cknafe. Mbl obecrneumBaeM HalLMX
pabounx NyylMN NHCTPYMEHTaMu 1 o6opyaoBaHueM. Mbl
MHOrO BK/13AblBaEM B UX 00yyeHue, N MOTOMY Ha ANarHOCTUKY
N yCTpaHeHMe NoSIOMOK Y HUX YXOAUT MeHbLLE BPEMEHM.

Hawu ycnyru cToaT He 60bLue, YeM YCyrn ApYrnxX aBTOLEH-
TpoB. lNMpn 3TOM HaluM COTPYAHUKM MOTyT 3apabartbiBaTb (1 3a-
pabaTbiBatoT) Ha TpeTb 60/bLUe, YeM B APYTrNX MecTax, — 3a CYeT
60/1ee BbICOKOI MPOMN3BOANTENBHOCTU.

X0oTa KOMY-TO MOXeT Ka3aTbCs Hecrnpase4/MBbIM, YTO HEKO-
TOPbIM COTPYAHMKAM Mbl NAATUM C/ULLIKOM MHOrO, Hac 3TO He
6ecnokonT. Ha Mol B3rnsg, aTo 3amevaTenibHo. U 1, n Mou me-
HepKepbl MOCTOSAHHO CMpalIMBaEM Halnx paboTHMKOB: «Kak
Mbl MOXXEM MOMOYb BaMm 3apaboTaTb 60/bLue?» Jpyrummu cnosa-
MW, YTO Mbl MOXXEM CAenaTb, YTOObI Balla NPON3BOANTENNBHOCTb
6blna Bbiwe? VIMeHHO 6narofaps HalMm MexaHuKam Mbl ONTU-
MU3NPYEM TEXHOJMIOTMIO PEMOHTA, UTOObI Y HMUX 6blna BO3MOX-
HOCTb OBCNY>XUTb 60/bLUe KIMEHTOB. TakMM 06pa3om, U KOM-
NaHns, N COTPYAHVKU, N KIMEHTbI OKa3blBatOTCH B BbIUTPbILLE.

Bce 370 MOXET NoKa3aTbCsi 6aHa/IbHOCTbIO, HO C/MLLIKOM Yac-
TO BCe MPOUCXOAUT C TOYHOCTLIO 40 HAao06opoT. YacTto, ecnu
npoJasel, CIMLLIKOM XOPOLL B paMKax 30Hbl NPOAaK, KOMMNaHUS
[JenuT ee, NOCKOMbKY CUMTAeT, YTO NpoAaseL, 3apabaTbIBaeT Ye-
pecyyp MHOro. 3T0 HenpasWibHO. [Moyemy 6bl HE MOMOYb eMY
3apabaTbiBaTh ewe 6onbwe? Harnpumep, AaTb eMy B MOMOLLb
accucTeHTa. 3aveM NoapbIBaTh €ro MHALMATMBY? 3a4eM CHUXKaTb
ero onnaty? Ecnm oH Ha camoMm fene XopoLl, No3BosibTe eMy 3a-
paboTaTtb 60/bLUe A5 cebs U AN KOMAaHU.

MpuBeay cBoi NOOGUMBIA NpUMepP Ha 3Ty Temy. Kiopnein Kpo-
yhopa, npeobpa3oBas HaLLM MogpasgeneHns 06Cny>XKmMBaHUsA u
3anyacTeii. OH cunTaeTcs repoem KomnaHuu. Korga Mbl npoasu-
HYM ero ¢ NO3MLMM MeXaHNKa Ha NO31LMIO0 AUPEKTOpPa CepBuCa,
OH nony4an 27 500 gonnapos B rog natoc 10% npemuvs ot yBesnu-
YeHUsA NpubbIIN ero genaptaMmeHta. CTOMT 3aMeTUTb, YTO B TO
BpeMs genapTameHT 06Cny>KMBaHNS Obl yObITOYEH.



K KOHLY BTOpPOro rofa oH y>xe 3apabatbiBan 75 000 gonnapos.
Korga oH Bnepsble NOsyyn/ HOBYHO 3apnnaTy, OH roBopw CBOUM
Apy3bsiM: «OHU HUKOTJa He MO3BOJIAT MHe 3apabaTtbiBaTb CTO/Ib-
Ko. OHM 06A3aTeNlbHO CHU3AT MO onnarty. BoT yBuauTe, OHU
MepecMoTPSAT KOHTPaKT». Mbl, KOHEYHO >Xe, He cAenann 3Toro,
N Ha cnepyowni rog oH noaydan yxe 100 000 gonnapos. Mpu
3TOM OH MpPOAO/IKaN AYyMaThb, YTO Mbl CHU3UM Er0 XKasioBaHbe.

Kak-To f npurnacwn ero K cebe n ckasan: «Kropneid, a1 xoTen
6bl MOroBOpMTbL C TO60M 0 TBOEW 3apnnarte». Becb ero Bug roso-
pun: «0O, 1 >xe 3Han! OHM Takune e, Kak n gpyrue. OHu cobupa-
HOTCA CHM3UTb MO0 3apnnaTy». Ho A ckasai: «fA 04YeHb rop>Kycb
Tem, YTo Tebe yAanock cfenartb, W HafelCh, YTO B CNefytoLem
rofly Tbl CMOXKeLLb 3apaboTaTb 3HAUNTEbHO BOMbLUE.

Uepe3 aBa roga oH 3apabartbiBas yxke 150 000 fonnapos.
1 2 BHOBb M03Basn ero K ce6e, M BHOBb OH BblN yBEPEH, UTO A XOUYy
NnepecMoTpeTb HaLlM 4OrOBOPEHHOCTU B XYALLUYIO /15 Hero cTo-
poHy. A ckasan: «Tbl NopaboTan Ha cnasy, U 4 XOTes 6bl OCTaBUTb
BCe 6e3 n3MeHeHU». OH yanBUACcSa: «Bbl He cobMpaeTecb MEHATb
CXeMy Moeli onnatbi?» {1 ckasas, 4YTo A4/19 3TOro HeT OCHOBAaHWIA.
KoHeuHo, 10% OT mpmpocTa NpmbblIv NO3BONUAN eMy 3apaba-
TbIBaTb OYEHb MHOTO, HO Belb KOMMaHWA He B MPOUrpsbILLe: OHa
3apabaTbiBasia ocTaBLLMecs 90%. 3avem >ke NnogpbiBaTh MHULMA-
TUBY YefioBEKa, KOTOPOMY yanochb CAenarb Tak MHOro?

3agava MeHepKepoB — cO34aTb TaKyto CUCTeMy, KOTopas 6bl
No3BO/IA/Ia COTPYAHMKAM LO6UBATLCA BbICLLErO YPOBHSA MPOU3-
BOANTENILHOCTW U MOJYYaTh 3@ 3TO 3aC/y>XXEHHYIO MaaTy.



OCHOBHbIe BbIBOAbI

— He6oiiTech NNaTUTb 60MbLLE, YeM KTO-1MO0 elle B BaLLIET
oTpacnM. HaHnmasi nepBOKIACCHbIX NOAEN, Bbl JOOLETECH
6onbliero. Mnatute 60/bLUe, YEM BalLM KOHKYPEHTbI.

— bBornbluas onnaTa He siBNsie TCA nogapkoM. Bawum cotpya-
HWKW AO/HKHBI 3HaTb, YTO HEOGXOAMMO 3aC/TYXKWUTb CBOHO
3apnnarty, 6yayuv 6051ee NPoAyKTVBHLIMW 1 NPeACTaBNss
K/IMEHTaM YCNyTu 3KCTpa-Kacca.

— Bbl nonyunTe 3HAUMTENbHYIO OTAayy OT MHBECTULNI
Takoro poga. Takast NoAMTMKa NO3BOANT BaM HaHUMATb
60nee TanaHTMBbLIX NtOAEN, KOTopble ByayT paboTaTb
atppekTnBHee. KBanuduumpoBaHHble paboTHUKM fenatoT
MeHbLLEe OLLIMBOK, HY>KAAITCA B MEHbLLEM MPUCMOTPE U
roTOBbI CAeNaTh A5 KMEHTA BCe.

— He nbITaiiTeck USMeHUTb Npasuna B cepeuHe urpbl. Ecnn
BbISICHUTCS, UTO Nt0AM 3apabaTbiBalOT CAULLKOM MHOFO,
He NbITAiTECH CHM3UTbL UX onnaTty. Jlydlwe nogymaiTe,
KakKuM 06pa3oM OHU M KOMMaHMUS MOTYT Mosy4aThb eLle
60nbLuUe.



['naBa 20. lNapTHepckas cuctema
onsiaThbl

UTo6bl NpefocTaBnsATh KNMEHTaM Hauydllee 06cny»KmBaHue,
Bbl JO/DKHbI OTKa3aTbCA OT TUMUYHOW CXEMbl BbIM/IaTbl eXeme-
CAYHOW 3apaboTHOI MnaTbl U HayaTb MIATUTbL BallMM COTPYA-
HMKaM Kak mapTHepam. [MNapTHepckas cxema onsatbl MOXET
6bITb BblpaXKeHa B pa3HbIX (hopMax: MOXXHO MPOCTO MAaTuTb
KOMWCCUOHHbIE MW e MpuBA3aTh ONaTy BCEX COTPYAHMKOB
K 06LLEeN NMpUBLINN KOMMAaHU.

OTO O4YeHb BaXKHbIW Lar Ans awbor opraHusaumun. Jlogm
CTaHOBSITCA 3aMHTEPECOBAHHbLIMUY B TOM, YTO6bI KOMMNaHWS Mo-
nyuunna npubblib, U NOHUMAOT, OTKyAa OHa 6epeTtcsa. OHU CcTa-
paroTCsA CHMXKaTb M3AEPXKKK, MOBbIWAaTb NPOLAKN U yy4llaThb
Ka4yecTBO 06C/Ty>KMBaHUSI.

Mbl BHEAPWIM TaKOW NOAXO0A KO BCEM COTPYAHMKAM KOMMaHUK
Ha BCceX YPOBHsIX. OCHOBOW A1 HErO CNY>XUT CripaBeg/mBas u
TOYHas cuctemMa OUeHKMW. [19 HEKOTOPbIX BUAOB paboT (Hanpu-
Mep, 415 NPoAaXK) CMCTeEMa KOMMEHcaUni AO/MHKHa OCHOBbIBaTb-
CA Ha NNYHbIX JOCTWXKEHUAX. Ons gpyrux (6yxrantepms wunm
NMPOM3BOACTBO) CrefyeT OLEeHNBaTb JOCTMXKEHUSI KOMaHAb! Nn
otgena. Onnara pyKoBoAMTENEA HanpaB/ieHWA 3aBUCUT OT Bbl-
PY4YKM BO3raB/SEMbIX UMW LeNapTaMeHTOB.

Tam, rge BO3MOXXeH KOH(IUKT, 3apaboTOK COTPYAHMKOB
3aBUCUT OT OAHOM N TOW Xe 6a3bl. VIHTepecbl HalmMx aBTo-
LLEHTPOB B 3TOM MJlaHe AO/DKHbI COBMafaTb C MHTepecamum
COTPYZAHWUKOB (Mbl Ha3bIBaeEM 3TO KOHUEMLMEN NapansiefibHOi
onnatbl).



Mpumep. Halwa komnaHWs NpoAaeT Kak HOBble, TaK W Nogep-
YKaHHble MallvHbl. Ecnn nnatuTb MeHemkepam No npogakam
HOBbIX aBTOMOOUER 1 MeHegyKepaMm Mo NpoAaKam nogep>kaH-
HbIX aBTOMOGW/IEN TONIbKO Ha OCHOBE X COBCTBEHHOW MPUOGLINH,
TO HaBepHsIKa BOSHUKHET KOH(IMKT NpY OLeHKe MaLLWH Mo Npo-
rpamme trade-in (MOKymnka HOBOro aBTOMOGUS C 3a4e€TOM CTO-
MMOCTM CTaporo). MeHepKepbl, NPOAatoLL e HOBbIE aBTOMOOU/IN,
6yayT HacTaMBaTb Ha MOKYMNKe CTapoil MallWHbI MOTEHLMAIbHO-
ro K/IMeHTa no MakCMMaslbHOW LieHe, YTOGbI OH Ceivac XXe Kynun
HOBYH0. B cBOKO 0uepesb, MeHeKep MO MNPOoAaXKe NOAEPXKaHHbIX
aBTOMObGWUNEN 3aMHTEpPECOBaH B MOKYMKe TaKoro aBToMobumnis no
MWHUMa/IbHOM LeHe, MOCKO/bKY TakuM 06pa3oM OH MakKCUMMU-
3UpyeT CBOK NPUOLIIbL OT ero Nepenpofaxu.

UT06bI pa3peLunTb 3TOT KOHM/IVKT, Mbl BbI/1la4MBaeM NnpemMu-
a/lbHble B 3aBUCMMOCTW OT MpuUbbLIAIM 060UX AenapTaMeHTOB.
TakyM 06pa3oM, Halv COTPYZAHMKA BbIUTPbIBAOT Y MPOUTpPbI-
BalOT TO/IbKO BMecTe. Kpome TOro, B 3TOM C/ly4ae X UHTepechl
COBMajaloT C MHTEpPecaMy KOMMaHW B Lie/IOM.

Mbl MCMOMb3YeM CXOXYH KOHLIEMLMIO U MO OTHOLLEHWHO K MeXa-
HMKam. Yem 60/1bLLIE OHN PEMOHTUPYHOT aBTOMOGWMEN, TeM BonbLUe
3apabatbiBatoT. ECnu >ke KMeHT BO3BpaLLaeTcs U3-3a HeKa4eCTBEH-
HO BbINOJ/IHEHHOV Pab0Tbl, HUKOMY He MNaTAT 3a3T0. TakMm 06pa3omM,
MeXaHVKM 1 KOMMaHWs HaxoAATcs B O4HOI N0JKe.

Mbl Ha4a/IM MCNOML30BaTb TaKyHO CUCT eMY ONNaThbl ABaALATb NET
Hasaj, 1 OHa MPeBOCXOHO 3apeKoMeHoBaa cebs. OfHaKo Bpems
OT BPeMEHU Mbl TECTUPYEM ee paboTy. H MOMHIO, ¥ Hac paboTan
MPEBOCXOAHbI MeXaHWK B 0TAene NpeAnpoAaKHOW NOArOTOBKU.
MbI peLLnIN NOMTW Ha 3KCMEPUMEHT 1 NMPEANIOXUIIN EMY He CAEb-
HYIO OMnnaTy, Kak 00bI4HO, a TBepAblii OKNaj, NCX0As U3 ero cpes-
Hero 3apab0TKa 3a MoCcneAHMeE LLIECTb MeCALEB, U CNEAWUN 3a Pe3y/ib-
TaTamu. Tak BOT, NPV HEM3MEHHOM KayecTBe ero Npov3BoAnTESb-
HocTb ynasna BaBoe. OH nepecTan 6biTb NapTHEPOM KOMMaHWUN.

{1 Aymaro, 4TO MPUYMHOA HU3KOW MPON3BOAMTENBHOCTU SIB-
nsieTcs TO, YTO HMKTO He YUYMThbIBAeT pe3ynbTaTtbl. HUKTO He



CUMTaeT KO/IMYECTBO 33fay, KOTOpbIE BbIMOMHAET PabOTHUK,
CKO/IbKO BPeMeHU TpebyeTca A1 UX UCNonHeHus. Ecnm Bel yme-
eTe NPaBW/IbHO YUUTbIBaTb Pe3y/bTaTbl, Bbl MOXeTe A0OUTbLCA
OT CBOUX COTPYAHMKOB TaKOIi YKe MPOn3BOANTENBHOCTU, Kak U B
Cnyyae NMapTHEPCKOWM cuUCTeMbl onnatbl, 6narofaps afemMeHTy
COpeBHOBATE/ILHOCTW. J1I04M N0 CBOEN NpUpoe CTPeMSITCS ObITb
nepsbiMy. Ecnn A 3Hato, 4YTO rae-To AenatoT AecsATb 3aMeH macna
B [leHb, A TOTOB MPbIFHYTb BbIlle r0/I0Bbl, YTOObI 0BCNYXXUTb
OAVHHaLATb K/TMEHTOB.

Ho Bce >xe nmapTHepcKasi cxema Onatbl ydLle, NOCKO/bKY
oAy BUAAT NPSMYHO0 B3aMMOCBSA3b MeXay KO/M4ecTBOM pabo-
Tbl U BE/IMYNHOI 3apaboTka. Ecnv oHn XOTAT 3apaboTtatb 60/b-
LLie, OHM MOTYT NPUIATY MopaHbLUe WU 3aAepXXaTbCs MOMO3XKE.
MpogaasLbl MOryT paboTaTb MO BeyepaM Uu B BbIXOAHbIe. Slioan
MOTYT HalATV MHOXeCTBO CMOCO60B MOBLICUTL NPOM3BOANTE -
HOCTb TaK, YTO6bl 1 4151 KOMMaHWUM 3T0 6bIN0 NpUeMIeMO.

MapTHepckasi cucteMa onnaThl MOOLLPSET COTPYAHUKOB 06Cy-
XUBaTb K/IMEHTOB Ha BbICLIEM YPOBHE: WMEHHO OT YAO0B-
NeTBOPEHHOCTU KMEHTA 3aBUCUT UX 3apniaTa.

OfiHa U3 rNaBHbIX 33734 MeHe/ Kepa 3aK/H04aeTCs B TOM, UTO6bI
HalTV COOTBETCTBYIOLLME CTUMY/IbI /1A TeX, KTO paboTaeT Xopo-
LU0, ¥ NPaBW/ILHO MOTVMBUPOBATb U ANCLUMIMHUPOBATL OCTa/IbHBIX.
Ecnu KTO-TO JOBOJIEH TEM, YTO MPOAAET LUECTb MALLWH B MECAL,
TO, BUAMMO, OH A0/IKEH paboTaTb rae-To B pYroM MecTe.

Tenepb BaXXHbIV BOMPOC: €C/M BCA 3Ta CUCTEMA TaK 3aBsizaHa
Ha NINYHbIe Pe3yNbTaThbl, TO HE CKa3bIBAETCS /1N 3TO OTPULLATE/NIBHO
Ha 06CNYXXMBaHWM KIIMEHTOB? He NbITatoTCs M 110an NoGbIcTpee
06CY>KUTb K/IMEHTOB, YTOObI MOTYUYNTL CBOI KYCOK Nupora?

A1 yBepeH, UTO HeT. Balum coTpygHUKM 6yayT OT3bIBUMBbLI U1
BHUMATE/IbHbI ¢ KaXKAbIM K/IMEHTOM, YTO06bl 3TOT KIMEHT Bep-
Hy/ICA CHOBA 1 CHOBA. DTO B UX MHTepecax, NOCKO/IbKY, BO3Bpa-
LLAsICb, K/IMEHT MOKYMAET eLLe YTO-NMB0, HTO NPUHOCUT NPUGLLIb



N KOMMaHun, n M. OHM TakKe NoJyYatoT CBOY KOMUCCUOHHbIE
3a NOBTOPHY Mpodaxy. W nockosbKy Bcerga nerdye npogatb
YTO-NMB0 TOMY, C KEM Y BaC y>Ke YCTaHOBUINCb B3aMMOOTHOLLIe-
HWA, YeM NOCTOPOHHEMY, BCe COTPYAHMKN BHMUMATE/IbHO OTHO-
CATCA K K/IMEHTaM.

Takum 06pa3om, NonyyvaeTcs 3amMKHYTbIN Kpyr. Ecam Tbl XO-
POLLUO OTHOCULLILCH K K/IMEHTaM, OHM XOPOLLO OTHOCATCA K Tebe.
Ecnm oHM xopolo oTHOcATCA K Tebe, oHU 6yayT NOKynatb
6onbwe. Ecnu oHn 6yayT nokynatb 60sbLUe, Tbl 3apaboTaellb
60/bLUe 1 N03TOMY By/ellb OTHOCUTLCA K HUM C eLle 60/1bLUNM
BHYIMaHUEM.

Kpome Toro, 3gecb ecTb 1 Apyras Bbiroga. Ecnv Bbl XOpoLuo
obpalyaeTecb CO CBOMMU K/IMEHTAMW, OHU PACCKaXyT 06 3TOM
CBOVIM ApY3bsiM, U Te TOXe 3ar/IAsHyT K BaM. Taknum 06pa3om, Bbl
3apaboTaeTe ewe 60nbLUe.

XopoLuo, MOXKeTe CKa3aTb Bbl, NpeAcTaBbTe cebe, UTO NpoaaseL,
NOJIHOCTbIO 3aHAT PaboToii CO CBOMM K/IMEHTOM U He ycrneBaeT
NonpuBeTCTBOBAaTb BHOBb 3alliefllero nokynarens. 3HauuT
3TO0, YTO B KOHLIe MECALA ero 3apriata OKaXKeTCs MeHbLLe TOW,
KOTOPYHO OH 6bl NOAYy4ns, ecnm 6bl 611 Uy Tb MEHEE BHUMATENEH
K KaoKAOMY KMeHTy? HeT. KnneHTbl Takoro npogasua BO3Bpa-
LLIaOTCA CHOBa M CHOBa, NPUBOASA € cO60i Apy3eil. Mbl 3Haem 3To
HaBepHsIKa, NOCKOMNbKY PUKCUPYeM Takue faHHble. Mbl 06Hapy-
XXUAK, YTO NPOAABLbI C CAMbIM BbICOKUM MHAEKCOM YA0B/ETBO-
peHHOCTK KnmeHTa (CSI), KoTopbie Hany4YLMM 06pa3omM 3a60-
TATCA O CBOMX K/IMEHTaX, JOCTUIaloT CaMblX BbICOKMX NOKa3aTte-
nei no o6bemy npogax. [Annepsbl ¢ cambiM BbiCOKMM CS| Han6o-
nee NPUObINbHBI W, YTO HE MeHee BaXKHO, flyULle MepeXxxnsatoT
TsOKe/Nble BpEMEHA U KPU3UCHI. A 04N — UAW OpraHu3auum, —
KOTOpble HEBHMMaTe/IbHbl K CBOMM K/IMeHTaM, He npogepxaTcs
fonro.

OnucaHHbIN MeTog onnaTbl paboTbl NPOAABLIOB AECTBUTENb-
HO paboTaeT. Ho MHOrga 6bIBaeT HEMPOCTO HATU NIOAEN, FOTO-
BbIX MPUHATb MNpea/ioXkeHne o paboTe 6e3 TBepAOro oknaja:



Takas cucTema NopoXaaeT y HUX YyBCTBO HEYBepPeHHOCTU. B Ta-
KOM C/lyyae Mbl Npej/iaraem perpeccuBHyo cxemy (hMKCUpPOBaH-
HOW YacTy 3apabOTHOW MnaTbl Ha ONPeAeneHHbIA Nepuog, Ha-
npumep 90 gHei. PaboTaeT 370 Tak. B mepBbIi Mecsil, Mbl Bbl-
naaynsaemM HOBOMY COTPYAHUKY 3apaboTHyto nnaty B 3000 gon-
lapoB MNJIH0C Teé KOMUCCUOHHbIe, KOTOpble OH 3apaboTasn. Bo BTO-
poii MecsL, 3apaboTHast nnata coctaBnseT yrke 2000 gonnapos
MKC KOMUCCUOHHBIE. B TpeTnin — 1000 gosinapoB naHC KOMUC-
CMOHHble. HaumHasa ¢ yeTBepTOro mecsaua 3apaboTHas nnata
HOBOIO COTPYAHMKA, KaK ¥ 1t060ro Apyroro, COCTOUT TO/IbKO U3
3apaboTaHHbIX UM KOMUCCUOHHBIX. ECN OH MPOA0/mKaeT vyB-
CTBOBaTb Ce6s HeyBepeHHO Mocne afanTaumoHHOro nepuoga
B 90 gHeli, TO, NOXOXe, eMy flydlle NOUCKaTb APYroe mMecTo pa-
60Tbl, — 1 TaK AeliCTBUTE/IbHO MHOTAa NPOUCXOANT.

Hanpumep, xopowwmii TEXHUK Ha c60pOYHON NnHUM GM
Arlington, KoTOpas HaxoA4uTCA PSALOM C HaMK, CKOpee BCero 3a-
paboTaeT TaM MPOLEHTOB Ha TPUALATb MEHbLLE, YeM MO Hallel
cucteme. Ho OH NOlyyYMT CBOKO OMNMaTy CO CTOMPOLEHTHO ra-
paHTuei. 4ns Takoro Tmuna ntofei CTabuibHOCTb M PErynspHOCTb
3apabOoTHOI MaTbl BaXKHee MOTEHUMa/IbHOM BO3MOXXHOCTU 3a-
paboTaTtb 60/bLLE.

Halua »xe cuctema 60/bLIe OPUEHTUPOBAHA Ha TeX, KTO yBe-
PEH B CBOUX CWJ/1ax U NonaraeTcs Ha CO6CTBEHHbIE OCTUXKEHNS.
OHa 3acTaBnsieT ux 6biTb 601€e OTBETCTBEHHbLIMU, U B NEPBYHO
oyepeb MO OTHOLLUEHUIO K caMmuM cebe. DTO MMEET MOJIOXKU-
TeNlbHbI pe3ynbTaT — Kak Ans paboTHUKOB, Tak U A3 KOMNa-
HUW B LIe/IOM.

Ecnn BoymaTtbCs, TO CNoco6 onnatbl, Npy KOTOPOM KOMMaHUS
Jenntcs NpubbINbIO ¢ COTPYAHUKaMU (KOMUCCUMOHHbIE, 3aBUCS-
LMe OT MHANBUAYa/IbHOrO UM TPYNIMOBOro pesysbTtara), Hanbo-
nee ahgpekTMBEH. Takoi cNoco6 He MPOCTO (hopMmupyeT NapT-
HEepCTBO — /IIOAMN NINYHO OTBEYaloT 3a paboTy, KOTOPYHO BbIMOS-
HAIOT. OHX 60/MbLLE OLLYLIAI0T cebs He3aBUCUMbIMW NOAPALYN-
KamMu 1 NapTHepamu, HeXxxenm coTpyaHUKaMu,



CucTema onnaTbl HA OCHOBe NapTHePCTBa TPEOYET HECKOJILKO
60/1bLINX YCUUIA Npuv pa3paboTke. 14 Toro 4Tobbl ybeantscs,
4TO OHa paboTaeT 3h(PeKTMBHO 1 CnpaBen/IMBO, BaM NPUAETCS
HaliTK cnocob noacunTatb pe3ynbTaTbl TPyAa pas/IMyHbIX CO-
TpyZAHUKOB. Ho ecnn 3To yaanock caenartb JOKTOpaM U lopucTam,
KOTOpbIEe Yallle BCEro UMekT TaKyr CUCTEMY OM/aThl, 3HAYMUT, C
3TVMM MOXXHO CMpaBUTbLCA.

OCHOBHbIe BbIBOAbI

— [MMnaTuTe no pesynbTaTy. MNpuBsHXKUTE onnaTy Tpyaa
KaXXA0ro COTpyZAHMKa K KOMUCCUOHHbIM, 6yab TO MHAN-
BMAYa/bHbIA MW TPYNMNOBONA pe3ynbTaT. Beab pasymHo,
YTO NOAU [O/MKHbI 3apabaTbiBaTb POBHO CTOMbKO, CKOMIbKO
OHY caenann. Ecnmn koMnaHus HeapheKTMBHa, Y Hee HeT
NpuobLINK, YTOBbI AENTUTBLCA.

— Bce — 3HauUnT Bce. PykoBoauTeNM OTAENO0B, MEHEKEPbI
noapaseneHnii — Bce SBMSKOTCS NapTHEPaMU U AOMKHbI
MMEeTb MapTHEPCKYOD CUCTEMY OMMaThbl, a He TOMbKO Bna-
Jenbupl.

— Takoii meTog4 onnaThl MOTUBUPYET Ka>KAOr0 3ab0TUThCA
0 KnneHTe. lMNMapTHepcKas cuctema onsiatbl MpUBOANT
K Y/TyULLIEHMIO KavyecTBa 06CNYy>K1BaHWS KNNEHTOB. Ecnn
X04eLlb 3apabaTtbiBaTb, Oyab NHOOE3EH C NIOAbMU, KOTOPbIE
nnaTaT Tebe, — € KNNEHTaMM.



VI. PykoBogutesnb —
MO KOMNaHnu



[[naBa 21. Bbl HE MOXeTe

NPUTBOPSTLCS
MecTonmeHune «si» HEeyMeCTHO, Korga pedb MAeT 0 Hallem 613
Hece, — BCe, YUTO Mbl AeflaemM, OOCTUraeTcad KOMaHAHbIMW YCU

nmamMn. Ho npm 3TOM B KaXKAOW opraHm3aumm pykosoauTcs!
JO/MKeH natn Ha war snepean. OH JO/MKeH NPUBOAUTL KOMMa
HUIO K ycnexy. OH obecrnieumBaeT NpubbINbHYO paboTy, co3aas!
paboune mecta n fobusaeTcs, YTOObl pabOTHUKK ropauana
CBOeii KoMMnaHuek. Ecnv oH 3TOro He fenaeT — HUKTO He noige!
3a HMM. BracTb MeHe[pkepa OCHOBbLIBAETCA Ha TOM, YEM W Kak
OH ynpasnseT. Kak ckasan Nutep Opykep: «Slngepctso 3TC
3h(PeKTUBHOCTb».

Ecnu Bbl 60cc, Bbl HE MOXKETE NPUTBOPATLCA. JIN60 Bbl BEpUTE
B LiesiM, KOTOPble yCTaHaBNMBaeTe, MO0 HeT. Ecnn HeT, oyvel
CKOpPO 3TO CTaHeT fBHbIM. Bo-nepBbiX, MPUTBOPCTBO Tpebye!
CNULLIKOM 60nbLUNX yeunuii. Bo-BTOPbIX, COTPYAHUKN Habntoaa
tOT 33 CBOUM NNAEPOM OYeHb MPUCTANIbHO, 1 B TaKOW CUTyauuu
04YeHb CMIOXKHO (halbCUNLMPOBATL YyBCTBA M OTHOLLEHME.

CTonT BaWMM COTPYAHUKAM 3aMEeTUTb, YTO Bbl CaMu 6e3pa3
NINYHBI K UeNnaM, KOTopble yCTaHaBNMBaeTe — Hanpumep, Bbl
roBopuTe, YTO BCerga cnegyeT 6bITb YECTHLIM C KIIMEHTOM, a Of
Ha>KAbl caMy NMPOAEMOHCTPUPOBA/IN HEYECTHOE OTHOLLEHME,
BCe KOH4YeHO. OHW nepecTaHyT c/fiefioBaTb BaLUMM JIO3YHIam
MOTOMY YTO BUAAT, YTO Bbl CAMW He CnefyeTe nM.

Ecnn aTo cnyuuTes, Bce napafHble iar U peknamMHble po
JIMKU MUpa He CMOryT U3MEHUTb CUTyauun. Bbl HUKOTAa He
[OCTUIHETe CBOE Lenu.



[axe ecnu nogn 3HalT, Kak UM crefoBano 6bl MOCTynaTb,
MHOTrAa OHU 3abbiBalOT 06 3TOM. BOT moyemy OHM MocellarT
LLepKOBb KaX/10€ BOCKPECEHLE.
MIMeHHO NO3TOMY Bbl KakK Ha C/I0BaX, TaK U Ha Aesie JOMKHbI pe-
Y/ISIPpHO HaMOMWHATb JIOASIM, YTO SIBNAETCH WUCTUHHBIMU LiEH-
HOCTSIMU B Ballieil opraHM3aLuu.

KopoTkas nctopus Ha aTy Temy. {1 6b11 B 0Tbe3e, Koraa Mbr
OTKpbIBaIM Hall aBTOLEHTP Lexus. Mbl Konecunn oT paccBeTa
[10 3aKaTa, HO K HO4M 1 BepHY/CA B ropog. Pabouue, KoTopble eLue
paboTanu Hag KakKMMU-TO AeTaIIMU Hallero 34aHus, ocTaBuan
nepes HUM MycTble KOPOOKU 1N ByMaXKHble CTakaHbl. $ BbllLesn
13 MallWHbI M Hayan cobrpaTb Mycop; O4eHb CKOPO KO MHe npu-
COoeVHWINCH ABa MpoJaBLia, XOTb A U He Mpocun nx 06 3Tom.
Moka Mbl 3aHMMa/INCb YOOPKOW, O4MH U3 MapHel ckasan: «3Ha-
eTe, 3T0 NOAPAAYMKIN OCTaBUAN 34eCb TaKyHO Ipsizb». A 1 OTBETUN:
«/Im Bce paBHO, a HaM HET — 3TO Halll JOM, Mbl U AO/MKHbI 3a60-
TUTLCA O ero YNCTOTE®.

Balum coTpyAHMKUN JOMKHbI CAbILLaTe N0A06HbIe cnoBa. OHY
[O/MKHbI BUAETb, KaK Bbl COBMpaeTe Mycop Ha NMapKoBKe Uin
HeceTe UTO-HMOYAb B MAlUMHY K/WEHTa, rnomoras emy. 370
€AMHCTBEHHbIA NYyTb 06BLSABUTL U NOAAEPXKMBATb LIEHHOCTU
B Ballleii KOMMaHUWU. VIMEHHO MO3TOMY Mbl MULLEM B HaLLIMX
MH(OPMALMOHHbIX GIONNETEHSX 0 TEX COTPYAHNKAX, KOTOpPbIe
naoxo 3aboTATCA 0 KAMEeHTax; U UMEHHO MO3TOMY Mbl rak
MHOr0O FOBOPUM 0 TeX COTPYAHMKaX, KOTOPbIE ABASOTCA yu-
LNMWA.

MoBTOPSS HALLIW LLIEeHHOCTU CHOBA U CHOBA, Mbl IeiCTBYeM Tak
e, KaK 1 LIepKOBb, B KOTOPYHO €XKEHeIe/TbHO XOAAT ee MPUX0KaHe.
Bbl He MOXkeTe OfHaXKAbl NpoYecTb BN N HEOTCTYMHO Cne-
[loBaTb BCEMY, UTO B Held M3M10)KeHO. [laxke ecin Bbl 3HAETe XpUC-
TMaHCKMe 3arnoBean, MHOTAa Bbl 0 HUX 3abblBaeTe; U MNO3TOMY
XOAWTE B LEPKOBb KaXX[0e BOCKPeCeHbe — YTOObl MOMHUTB.
Mo3TOMy e Mbl HEYCTaHHO NMOBTOPSIEM BCE TO, BO YTO Mbl BEPUM,



N NpasgHyeM, KOrga Ham ygaeTcs AOCTUYb O4HOM M3 HawmxX
uenei, — YTobbl HAMOMHUTbL O HUX CaMuM cebe.

Tenepb Nepeiigem K He MeHee MHTePeCHOMY BOMPOCY: CKOJIbKO
Lenein 4OMKHO BbiTb YCTaHOBIEHO? MHOIME CUMTALOT, YTO OfHO
BMOJIHE AOCTAaTOYHO: KOrAa Lesb 0AHa, BCe KOHLIEHTPUPYHOTCS Ha
ee AOCTMKEHMWN, HUKTO He 3a00TUTCS 0 MEHEE CYLLIECTBEHHbIX
BeLLaX, a 3Ha4MT, MpoLLe BbINOSHNTb HAMEUEHHOE.

Ho, X0Tsa 3TO 3By4YMT XOPOLLO, 3TO HenpaBwu/ibHO. Bbl MOXkeTe
CKasaTb, YTO Halla Lie/lb — BbIMO/IHEHNE Ka4YeCTBEHHOW paboThl
6e3 nepefenok. Ho B TO >Xe BpeMs Mbl XOTUM, YTObObI Haln Co-
TPYAHWKU ObINN BEX/NBbI MO OTHOLLEHMIO K KMeHTaMm. U elle
Kenaem, 4Tobbl Haw ohmc 1 NpUHaZIexkallas HaMm TeppuTopus
6b11M B 6e3ynpeyvHoM nopsigke. Kpome TOro, Mbl OXXUAAEM, UTO
Bbl XOPOLLIO OTHOCUTECH K CBOMM Kossieram. M1toc Ko BceMy Mbl
X0TeNnn 6bl MOTyUYNTb NPUBLIIL. BCe 3TO MOXXHO CUMTaTb LENSMMU.
W BCe OHM OYeHb BaXKHbI. [1POCTO CKOHUEHTPMPOBATHLCA Ha Ka-
KOW-TO OAHOI M3 HUX He0CTaTO4HO!

OfHaKo ¢ pacLUMpPEHNEM MEPEYHS Liefneil Hao GbiTb OCTOPOXK-
HbIM. Bbl MOXXeTe meperpy3uTb BallMX COTPYAHUKOB KOo/M4yec-
TBOM MHhopMaLum 415 pa3MbiLLNEHNS. BO3MOXXHO, LLUECTb-CEMb
uenein — npegen. O4YeHb HEMPOCTO MOMHUTbL O NOAYAHKMHE
BaXKHbIX BeLLeii 04HOBPEMEHHO.

Ho ckonbko 6bl Lenein Bbl HA HAMETUAWN, OAHY WU LLECTb,
€QVHCTBEHHbIA CNOCO6 AOOUTLCS >KEe/laeMOro — MOCTOSIHHO
HanoOMWHaTL 0 TOM, YTO Bbl COGMpaeTeCh AenaTb M NOYEMY, a TaK-
e MpMBOAMTbL NPUMEPbI, KOrga Bbl A4OGUANCL HEOBXOAMMbBIX
pe3ynbTaToB.

Mbl Kak pa3 Habntogaem Takoil npumep B Jannace. Mol npo-
Jany 60/1bLLI0E KOIMYECTBO aBTOMOOMIEN Ha (hoHe O6LLEei cTar-
HaLWM 1 BbIMOSTHANIN MHOFO PEMOHTHbIX paboT, B TO BPEMS KakK
Y HaLLMX KOHKYPEHTOB 6bl1 KpM3uc.

M A He ycTalo HaNOMMHaTb O HalUMX LIENsIX CHOBA M CHOBa.
(Mpuyem 5 genato 3TO He Ha COBpaHMAX, a MPeanoYMTald pasro-
BapvBaTb C JIIOAbMU OAMH Ha OAWH. B 3TOM cnyyae BHUMaHue



yenioBeka NoHOCTbI0 CKOHLLEHTPMPOBAHO Ha TOM, YTO 5t FOBOPHO.)
B pasroBope ¢ NpoAaBLLOM, TEXHUYECKMM PaGOTHUKOM WU Me-
He[XKepoM S MOAYEPKMBAKD, UTO UM yaaeTcs 3apabaTbiBaThb AeHb-
rv, B TO BPeMsi KaK Apyrue aBTOLIEHTPbl CTPaHbl B TSHXKE/IOM
MOJIOXKEHMMN UMM [aXKe BbIXOASAT U3 6r3Heca.

Mo3xe, 3a 06e40M, OHU OGCYXAAOT CO CBOMMWU KOJIleramu,
Kak UM yaaeTcsi ocTaBaTbCsl MpU paboTe, NPUTOM UYTO COTPYA-
HUKW OpYTMX aBTOLIEHTPOB BbIHYXXAEHbI UCKaTb Cebe Apyroe
npuctaHuie. N KTo-HMBYAb 0693aTeflbHO CKaxkeT: «3HaeTe, a
Cblo3nn Npofo/mkaeT yTBePXAaTb, UTO HaM yAaeTcs 3apabarbl-
BaTb TO/IbKO 3a CHET XOPOLLIEr0 KNIMEHTCKOr0 CepBICa, 1 5 AyMato,
YTO OH NpaB. B ApyrMx mectax He O4eHb-TO 3a60TWU/IUCHL 0 CBOUX
K/IMEHTax».

Korga Baliv COTPYAHMKW HECYT M pacnpoCTPaHAT Ballu
Naen — 3TO camblil 3PHEKTUBHBIN CNOCO6.

A BUAen, Kak MexaHWKU MOAOLAN K HOBOMY COTPYZAHUKY U
[l0X0A44MBO 06BACHUN, KaK 3[eCb AeniaeTcst G13Hec. ATOT NapeHb
cobumpasncs BbICTaBUTb K/IMEHTY CYET 3a ABa 4aca paboTbl, XOTH
nosomMkKa TpeboBana He 6osee Nosyyaca Ha ee ycTpaHeHwue. [goe
WM TPOe TEXHMKOB MOAOLLIN K HEMY U CKa3an: «3aecb Tak He
NOCTYNAaloT, He MbITaCA XUTPUTb C KIMEHTaMU». B HECKONbKNX
CNyyasix JOX0AWNO0 A0 TOro, YTo paboTHMKK cepBrca BbIHYXAa-
NN Tex, KTO N0X0 06pallasnics ¢ KIMEHTOM, YBOUTbCA. OHM
NPOCTO fienany NX >XM3Hb HEBbIHOCMMOIA.

BHauane HekoTopble COTPYAHMKM MOTYT NbITaTbCA 06X0ANTb
HalM NPUHLMIMBI, NOTOMY YTO MM KaXXeTcs, YTO OHU TpebytoT
OT HUX 60siee HanpsHKeHHO paboTbl. Ho B AeiicTBUTENBHOCTH,
B [ONFOCPOYHOI nepcnekTuBe, paboTaTb CTaHOBUTCA ropasfgo
npotue. HMKTO He CTOUT Haj AYLUOWA U He MUANT Tebs 3a NIoXo
BbINO/IHEHHYIO PaboTy — MOTOMY YTO Tbl HUKOrA4a He Aenaellb
cBOH paboTy NI0Xo.



OCHOBHbIe BbIBOAbI

— MMpvMnTe peLleHre 6bITb NyYLIMMU. Y CTaHOBUTE CBOU
LIe/IM Ha CaMOM BbICOKOM YPOBHE; eC/I1 Bbl PACCHUTbLIBAETE
Ha GosibLUee, Bbl U JOCTUTHETE GO/bLLETO.

— bBocc fomKeH 6bITh NPUMEPOM. Jlnziep He MOXET TOJbKO
nponoBegoBatb. OH JO/MKEH NMogasatb npumep. Jngep-
CTBO — 3TO 3(h(PeKTUBHOCTb. EcnM ogHa u3 Balmx
Leneii — 6e3ynpeyHasl YACTOTa 1 Bbl HE COGUpaeTe Mycop
Ha MapKOBKe, KOTra BUAWUTE €ro Tam, He OXWJanTe, uTo
KTO-HMGYAb U3 BalLWX COTPYAHUKOB BGyAeT fenatb 3To.

— [MMpasgHyiiTe cBOM ycnexu. ITO YCUIUT BaXXHOCTL TOrO,
BO UTO Bbl BepuTe. [OBOPMTE 0 BaLLMX LLEHHOCTSIX U LieIsX
perynspHo. Yalille ynomvHainTe numeHa nogeld, Kotopble
NPeBOCXOASAT CTaHAapTbl. W aTa nHpopmMauus byget
yCrblLaHa.



VIl. BacxkHa Kaxkgada getasib



[naBa 22. Npogaxka Ao/HKHA ObITb
TeaTpom

A mobn Tematmndeckne napku AucHes. OHUM 6Ge3ynpeYHbl
B KaXXJ0W feTann. Hanpvmep, TaMm Taknum o6pa3om nNoacTpuratoTt
KYCTbl, YTO OHU CTAHOBATCH MOXO0XW Ha repoeB MyJ/IbT(USIb-
MoB — Mwukku-Mayca, Jam60 1 gpyrux. Mbl Bcerga AepXum
B rosioBe obpa3s napkos mmnepun ucHes, Korja pellaem, Kak
[JO/MKHbI BbIMAAETb HAWKW MarasvHbl. BOKpyr Hallux LeHTPOoB
TpaBa BCerga TwaTelbHO NOACTPYMIKEHA U HET HU OLHOI0 Heyxo-
YKEHHOro fepeBua. Mbl BHUMATENbHO CleauMM 3a TeM, YToObl BCe
Haww 34aHUs BblNn aKKypaTHO MoKpatleHbl. Mbl gaxke crieuu-
a/IbHO KyNUAM yBOPOYHYIO MallMHYy, KOTOpas MOeT TpoTyap
nepes Halleii TeppuTopueii.

MNoyemy Mbl yaensieM 3TOMY CTO/IbKO BHUMaHMA? [1poCTo Mbl
XOTUM CO3[aTb OMpefeneHHyo aTtmocdepy A1 HalmX NokKymna-
Tene U COTPYAHNKOB. TO, KaK Mbl OTHOCMMCS K Halleil Teppu-
TOPUN, FTOBOPUT O TOM, KaK Mbl OTHOCUMCS K HalLIMM K/IMEHTam
N paboTHMKaM, Kakue LIeHHOCTU UCMoBegyeM, a Kpome Toro,
nomoraeT HaMm OMpeaesUTb CBOUX LiefIeBbIX KNMEHTOB. Mbl cuu-
Taem, 4To 60/bLUei YacTu NoAeli HPaBUTCA UMETb Aefo C TeMm,
KTO 3a60TUTCA 0 LiBeTax v AepeBbsX Ha CBOEM YUaCTKe.

Jenas Tak, Mbl JaeM CUrHaN: «3TO MeCTO OT/INYaEeTCA OT ApY-
rmx». Haw aBTOLEHTP He 13 Tex, rae paboTatoT NapHM 6e3 Kom-
MNAeKCoB U MaHep. Mbl XOTUM, YTOObl KNWEHTbI BULENN, YTO Mbl
MPUATHBbIE NOAN N C HAMW NPUATHO UMETL [eno.

370 NpaBU/I0 OTHOCUTCA KO BCEM HalUUM LEeHTpaMm, BHe 3a-
BUCMMOCTM OT NnpojaBaembiX Mapok. OAWH U3 HUX npojaet



«XeHJan» — camyr HeJopOryto MapKy B Hallel NInHelike, gpy-
rne — «Kagmnnak» nnm «Jlekcyc». 1 Besge Mbl yaensem OoYeHb
60/1bLLIOE BHMMaHMe AeTansM, XOTa caMy AeTain BCe BpeMms
pasHble. Tak, Nnpogasas «Kagnnnaku», Mbl CTapaemMcs akLeHTU-
poBaTb BHUMaHMe Ha POoCcKoLLM 1 KomdopTe. «Kaannnak» — 310
nydllee, YTO MOXXHO KyMNUTb.

Kakue 6bl ycnyru Bbl HU OKa3blBa/n, fobeinTech «Bay-adihektar.
UTo-TO AO/MDKHO BReyat/MTb KAWEeHTa Tak, Y4TO6bl OH MOHSAN,
HACKOJ/IbKO Bbl BHUMATE/IbHbI K AeTansiM.

[n3aiHepoM HalMX MHTePbEPOB Oblnia TpuLla YWicoH, XXeH-
LWKMHa, KOTopas co3fasia MHTepbepbl CaMbIX KPacuBbIX B MUpPe
oTenei, Takux Kak St. Andrew's B LLloTnaHaum n Tpu Apyrmnx
Ha TeppuTopun Disney World Bo ®paHuum n Broadmoor B Ko-
nopago-CripuHrec.

PaboTy ¢ HaMV OHa Hayasa € TOro, YTo MOoBecusia TPU OrpoM-
HbIX KaHAensabpa v AOMofHWAa UX NPeKpacHbIMU Ay60BbIMU
naHensMn BO BCeM 34aHnn. Bca mebens — KpacHOro gepesa, a
06MBKa — KO>kaHas. /1 He TONbKO MOTOMY, YTO 3TO BbIMIAANT
pecnekTabenbHee N KOMGOPTHee, — Mbl Takke OTKPbLIN AN1s
cebs, UTo Takas Mebenb ropasgo 6oee NpoYHas.

Bce 3T0 3ByUUT J0OBOJILHO MNPOCTO, HO HALLW CaMOCTOATe/IbHbIe
MOMbITKW CAeNaTb YTO-TO C UHTEPbLEPOM HE YBEHYATNCD YCMEXOM.
MepBblii CBOWM [EMOHCTPALMOHHBIA 3a1 Mbl OhOPMASANN Camu,
N K/TMEHTbI TOBOPUJIN HaMm, YTO BbITSAUT OH HECKOJIbKO LOMO-
poLeHHO (0CO6EHHO MM He MPULLIUCG NO BKYCY Halla rnnacTtu-
KoBasi Mebenb U XpOMMpPOBaHHble cTosbl). PaboTa npodeccro-
Hana noTpsAcaloLLe OTINYAETCA, U B AENCTBUTE/IbHOCTM 3TO He
CTOWNO HaM 60nbLue, NMOTOMY YTO CU/IbHO CIKOHOMW/IO Halle
BpeMs 1 OKa3a/loCb ropasfo NMpoyHee 1 HajexHee.

CerofHA B LieHTpe Hallero eMOHCTPaUVOHHOro 3aja cTouT
CTO/, & Ha HEM OrpoMHas Ba3a C XXMBbIMU LBeTamMu. ITO naes
MOEW >KeHbI, 3a KOTOPYHO A el 04eHb 6narogapeH. OgHaXxKabl Mbl



¢ Merru y>xuHanm B Hito-Mopke B pectopaHe La Grenouille, n
OHa obpaTu/a BHMMaHWe, 4YTo TaM Be3fe Obln paccTaB/ieHbl
YKMBble LIBETbI, YTO Aenasio 06CTaHOBKY 3/1IeFaHTHOM 1 B TO Xe
Bpems Tennoi n gomawiHeid. Merrn ckasasia MHe, YTO eCAn Mbl
6yaemM 1UCronb30BaTh XXMBblE LBETbI B HALLUMX AEMOHCTPALMOH-
HbIX 3a1ax, T0, BEPOATHO, NOSIYYUM TOT >Ke 3PdeKT, — 1 bbina
npasa. C Tex Nop Yy Hac BCerja >XuBble LBeThHI.

KoBep npeacraBnseT coboii BbITKaHHYH0 repanbanky Cadillac
B HECKOJIbKO CI/IaXKEHHbIX, HO Y3HAaBaeMbIX /IMHUAX. B oopm
NIEHVM Mbl UCMOJIb3YEM CMOKOWHbIE LIBETA: HEXHO-ToNy60ii 1
C/IOHOBOW KOCTWU. VI HUKaKMUX Kpu4awyx Haanucein B OKHax:
«PACIPOOAXKA!».

HekoTopble cunTaloT, UTo, OPOPM/IAS CBON aBTOLIEHTPbI TAKNM
06pa3om, Mbl TepsieM HeKOTOPble BO3MOXXHOCTU. Mbl He UCMO/b-
3yeM OFpPOMHbIX M1akaToB ¢ MHJopMaLumer 0 ToM, UTO nNpeaa-
raem KpeauTt Bcero B 2,9% Ha 3TOW Hegene WM 4YTO CerogHs
npoJaeTcs Kakas-TO ocobeHHas MalunHa. Ho ecnv Bcero atoro
He JOHOCAT [0 MOTeHLMaIbHOro nokKynartesns rnpogasubl — 3TO
He 0YeHb YMHO.

[nsa 6onblUNHCTBA IHOAEel ropas3fo BadkHee Tennas u KomgopT-
Has 06CTaHOBKa MOKYNKW. ELle pa3 nogyepKHyY: HaLIW K/IVEHTbI
OYeHb LIEHAT aTMOocepy, B KOTOPOI OHM MOTyT HyBCTBOBaTb Ce64
Kak foma. Bbl MOXXeTe NpocneanTb 3TO MO UX BbIGOPY PecTopaHOB
n otenei. B Bel-Air unu Turtle Greek Bbl He BCTpeTUTE pa3pmco
BaHHbIX BUTPUH CO «CreuuasibHbIMU NnpeaioXeHnamu o 21.00»,
TaK Xe KaK M [OCKWU C «CEerOAHSLHUM MNPeasiokeHNeM». ITU
pecTopaHbl 334at0T APYTOM TOH; TO Xe AeflaemM U Mbl.

Mo aHasiorMmM Mbl co3gann NPUMEPHO Ty XKe aTMocdepy u
B aBToueHTpe Hyundai, rge CToMMOCTb MaLLVHbI €f1Ba /i COCTaB
NAeT YeTBepThb UeHbl «Kagunnaka» uim «Jlekcyca», — 1 Hamm
rnokynarensam y Hac HpasuTtca! KoHeyHo, eCcTb HeKOTOpble 0T/
UYKMSA: NMOCKO/bKY «XeHaan» 60sbLue CK/IOHHbLI MpruobpeTatb MO
nofble Nl0OAW, Mbl He MCMONb3yeM 34ecb KaHAensbpos, An3aiH
61v>Ke K HaNpaB/ieHUIO Xali-TeK — HO aTmMociepa Takas ke Tern



nas v gomMawHasA. U1 ToH, U CTUNb HaXo4AaTCA B rapMOHUK C TEM,
4yTO Mbl Npogaem. TeppuTOpUS TOXKE B 6Ge3yrnpeyHOM MOopsake,
YyaecHble 3ef1eHble NIy>KaKn nepes BXo40M, MHOXECTBO LiBETOB,
N HeT Kpuyallel peksiambl N0 BCEMY BbICTABOYHOMY 3as1y U 3a
ero npegenamu. Takoi nogxofn onpasgan cebs v 3aecs — rnpo-
[aXn 1 Npnbblb aBHO NPEBLILLAIOT 3an/1aHNPOBaHHbIE.

B cBOMX aBTOLEHTpax Mbl CTapaemcsi n3beratb AassLLeli Top-
roBOW aTMocC(epbl. Y Hac Bam Bcerga npeasioXkar yalleyky Xo-
poLuero Koge, 1 Mbl faxe A0r0BOPUINCH C MECTHLIM PECTOPAHOM
06 OTKpbLITUW HebonbLIOro unnana psaaomM ¢ HawuM aBTOLEH-
Tpom Cadillac. Takum 06pa3om, Bbl MOXETE MepeKyCcuTb, Noka
YKAeTe CBOW aBTOMOOWU/b, fja N HALLIVMM COTPYAHUKaM He Npuxo-
ANTCS NUTaTbCA Pa3MOPOXXEHHOW B MUKPOBOJTHOBKE MULLEIA.

Hawa ngea cosgaHusa xopolueli aTmocepbl pacnpocTpaHs-
eTcAa Ha BCe nogpasgeneHuns. AKKypaTHOCTb BO BceM. Bce nosbl
TLATeNbHO MOIOT KadKblli BEUEP; Y HAC JadKe eCTb BaKyyMHbIl
pyKaB, MOACOEANHEHHbIA K AaTUMKY B PEMOHTHOW MacTep-
CKOWN, — OH 136aBNseT Hac OT NbIN eLle A0 TOro, Kak Ta ycnesa-
eT CecTb Ha nors.

Korpga noTpeduTens BUAMT HaLly CBEPKAIOLLLYHO BbIYMLLIEHHYIO
MacTEPCKY0, OH AyMaeT: «A MoXKaslyi, 3TOT aBTOCEPBUC BbITNsI-
OWT HECKOJIbKO MHaue, YeM apyrue. 34eck oan 6osbLue 3a60-
TATCA 0 CBOEM paboyeM MecTe, U OHW, NOX0OXe, ByayT 6onee
aKKypaTHbI C MOE MalLMHOM».

Korga Bbl HamepeHbl NprobpecTn «Kagunnak» nnm «Jlekcyc»,
MalLUMHY CBOE MeuTbl, Bbl OXKugaete, YTO 3TO OyfeT OyeHb 3a-
nomMumHatoLeecs cobbiTne. O HEKOTOPbIX 0gein npnobpecTu
HOBYH POCKOLLIHYH MalLMHY — BCe PaBHO YTO KyNnTb ByXaHKy
Xneb6a Ha y>nH. Ho Bce-Takun TakMX HeMHOro. [19 60/1bLLUMHCTBA
rnokynka B 30 000-40 000 ponnapos SABMAETCA Cepbe3HbIM CO-
6bITEM. UacTo N1 UM NPUXOAMTCH paccTaBaTbCs C TaKO CyMMOiA
JeHer? Mbl LO/DKHBI MOMHWUTBL,YTO, XOTA Mbl U NPOA3aeM 25 HOBbIX
MaLUWH B [ieHb, 419 KMeHTa noesgka oMol B O4HOM N3 HUX —
OrpoMHOEe cobbITKE.



Mpopaxkn aomkHbl 6bITb NpeacTaBfieHneM, TeaTpoM. Mbl
XOTWUM, YTOObI HalM NOTPebUTeNn BCTPevasiM CBOW MaLUWHBbI
B TaKOl OBCTAHOBKE N OKPY>XEHUU, YTOObI fyX 3axBaTbIBasiO.
Me6enb, NpPUCrNoco6neHnsl, CBeT — Kaxkdas AeTa/lb A0/DKHA
BHOCUTb CBOIA BK/1a[ B 3TO He3abbIBaeMOE MOCELLEHNE.

BaxkHa feicTBUTENbHO KadKAast AeTaslb. ITO KacaeTcs Aaxe
TeX MECT, B KOTOPble NOTPeOUTENb TPAANLMOHHO He J0MYCKaeTCs.
Hanpumep, B canoHe Lexus y Hac eCTb OFPOMHOE OKHO, KOTOpOe
No3B0OSAET KIIMEHTY BUAETb PEMOHTHYHO 30HY. JTH0AsIM HpaBUTCS
HabnoaaTb 3a TeM, Kak gpyrue paboTatoT; K TOMY XXe 3T0 U He-
60MbLLUOK AOMOHUTENbHBIV KOHTPO/b 32 BCeMU Hamu. Kpome
TOro, TaKkoe OKHO FOBOPMUT MOTPEOGUTENO, YTO Mbl FOPAUMCS
CBOVMW MOMELLEHNAMUN U PabOTON, KOTOPYHO fenaem, U XOTUM,
4TOOLI NHOAN 3TO BUAENN.

HekoTopble 13 NyylUMX B CTpaHe PeCcTOpaHOB MOCTyMNaroT
aHanornyHo. [oBo/IbHO HEOObLIYHO BUAETb KYXHIO OTKPbITOMN,
a B Le Bernadin B Hbto-Mopke ecTb crnieuyuanbHblii CTONNK, OTKY-
[la OTKpbIBaeTCA BUA Ha KYXHIO.

Bce 370 AaeT ouLylieHMe TeaTpa, TeaTpa NpotecCUOHaIbHOTO.
W ecnn npogomkaTtb aHaI0rMko, Hallla TOproBasi 30Ha He UTO MHOe,
Kak cueHa. Mbl ucnonb3yem ee, 4Tobbl C034aTb aTMOCHepy W
3a4aTb TOH. Mbl XOTMM, 4YTOGbI Y HalLIMX MOKynaTenein ayx 3a-
XBaTbIBa/10, YTOObI OHW, BOIAA, roBopuiun: «O-0!» — 1 YTOObI
3TO 6bIM BO3rnacbl BocTopra. Ham ctouT 60/bLINX yCUnnii
OpraHn30BaTh BCe TaK, YTOObI B IEMOHCTPALMOHHOM 3asie 6b1/10
BCe BO3MOXKHOE 1 MPW 3TOM OH He BbIT/IiAeN NePEenoIHEHHbIM,
a K/IMEHTbI He CNOTbIKA/IUCb Gbl MOMUHYTHO 06 aBTOMOGUN.

OpHa 13 NpOCTbIX MyApOCTeil PO3HUYHOIO BU3HEeca rNacuT:
«Bbl He MOXKeTe NpoJaBaTb C NYCTbIX NOMOK» — Mogpasymesas,
UTO Yy Bac BCErga A0/MKHO ObITb HECKO/IBKO eAMHUL, ToBapa
Ha cknafe. M no cyTu aTo BepHo. Ho TOT thakT, 4TO y Hac focTa-
TOYHO 3aMacoB, He O3HaYaeT, YTO BECb TOBap AO/DKEH OAHOBpE-
MEHHO HaxoAMTbCA B BbICTABOYHOM 3a/1e. Hy>KHO ymeTb co3ga-
BaTb CMOCOGCTBYHOLLYIO MPOAaXKaM KapTUHY, He MeperosHss



MOMeLLIEHVE U HE BHOCS Hepa3bepuxu. BbICTaBOYHBI 3a/1 JO/HKEH
6bITb MPUATHBLIM 1 pacnofiaralwmm K cebe. UTobbl ybeanThes
B TOM, YUTO OH COOTBETCTBYET 3TUM TPEGOBaHMAM, Mbl Nepuoau-
YECKM MPOBOAMM BPeEMSs y BXOfa M CMOTPVM Ha HEro rnasamu
K/IMEHTa, cnpalumnBas cebs: XoUeTcs /N cloga 3aliTu, JOCTaTOYHO
JIN KOM(OPTHO OH BbIFNSAMT? C XOPOLUMM /I BKYCOM OH CA€/laH?
He nopa i1 3aMeHNTb KoBep? HET N 34eCb Yero-HMby b yrKe He
CTO/Ib aKTYa/IbHOr0? 1 HANPOTWMB, €CThb /I YTO-TO, UTO BbI3OBET
YKenaHue NpuiATK crofa elle pas?

Mbl XOTUM, YTOGbI K/IMEHT MOYYBCTBOBA/I, UTO EMY 3[€Chb
HPaBUTCS. DTO MMEHHO Ta peakuusi, Ha KOTOPYH Mbl PACCUNUTbI-
BaeM. Mbl XOTUM MpPUB/EYb BHUMaHWe NOTPebUTeNs 1 BbI3BATb
Y HETO MbIC/b: «JTU JIIOAN YMEIOT 3a60TUTLCS 0 AeTaISX U Aep-
»KaTb BCE B Mopsiake». [epBoe, UTO MpUB/IeKaeT BHUMaHWe
NMPUXOASALLErO K HaM NMOTPeGUTENs, — 3TO XKUBbIE LBETbI, KaH-
Lensbpbl 1 AepeBsiHHAA OTAenKa.

MO>XHO /11 NeperHyTb NasiKy, UCMO/b3ys 3TOT Noaxos? KoHeu-
HO. Henb3a gonyckaTb MPOSiB/IEHUST MPETEHLMO3HOCTU.
Mbl [O/KHBI 6bITh YBEPEHBI, YTO NEPcoHas OTHOCUTCS K NMOTpe-
GUTENSIM OYEHB TEMJI0 U APYXKECKU U AECTBUTENLHO 3a60TUTCS
0 HUX, — B 3TOM C/ly4ae /iloau He BGyayT YyBCTBOBaATb cebsi anc-
KOMOPTHO. MHOrga NnoceTUTeNM B BbICTABOYHOM 3a/1e 6bIBAIOT
HECKO/IbKO pacTepsiHbl OT BCET0, YTO OHW BUAAT BOKPYT. Ho ecnn
COTPYAHWK, KOTOPbI/ NOAXOAUT MO340P0BATLCS, PagyLLUHO Npu-
BETCTBYET VX U 61arofapuT 3a TO, YTO OHW MPULLIIN, KINEHTbI
YyBCTBYIOT Ce65 >KEMaHHLIMW TOCTSIMU U CK/IOHHbI MPOCTO Ha-
CNaKAaTbCst BCEM, YTO CBSA3AHO C 3TUM MOCELLEHUEM.

Bbl MOXKeTe co3faBaTb CBOK COBCTBEHHYH aTMmoctepy 6Gec-
YMCNEHHbIM KOMIMYECTBOM METOA0B. (UCHel, Hanpumep, fenaet
3TO C MOMOLLLIO BECe/lbs, NMPeBpaLyast cTaHAapTHbIX! Habop aT-
TPaKLMOHOB B JOPOroi Teatp.) VI MOMHUTE raBHOe: aTMmocepa
[O/MKHA 6bITh B TAPMOHMM C BaLLMM NMPOAYKTOM.



OCHOBHbIe BbIBOAbI

— WuwuTe ponb. VicnonHsinTe ponb. To, KaK BbIM/ISANT Balll
6U3HeC, OTpaykaeT BallUN LEHHOCTU U CO343ET UMUIXK.
Ecnu Bbl NpogaeTe Joporve asToMo6wan, Bawl MarasuH
[LOJ/KEH BbITNSA4ETb Tak Xe A0poro u pecrnekrabesnbHo.
OTO He 3Ha4UT, YTO OH AOJ/DKEH OTNYrvBaTb CBOEN AOPO-
rOBM3HOW, MPOCTO OH J0/KEH BbITb CAeNaH ¢ XOpoLUnUM
BKYCOM U1 3a/laBaTb COOTBETCTBYHOLLMI TOH 1 aTMocepy.
Ballemy KMEHTY 3TO MOHPABUTCSH, U 3TO HEHABA3YMBO
NOACKAaXKET BalLMM COTPYAHUKAM, KaK OHW [O/DKHbI Cebs
BeCTU (a 60CCYy — KaK OH [0/KEH OTHOCUTLCA K CBOUM
NOAYNHEHHbIM).

— Ecnu Bbl He gn3aiiHep, HainMuTe npodeccrnoHana. 3To C3KOo-
HOMWT BaM BPEMS W JEHLIU.

— [lo6po no>kanosaTb K HaM Jomoii. CaMblii NPOCTO Cnoco6
3a4aTb NpaBusibHbIA TOH U aTMoctepy — OTHOCUTLCA
K CBOeMy BM3Hecy Kak K CO6CTBEHHOMY AoMy. Bbl >xe npu-
rnawaeTe Apy3eil 1 cocefeit,  Bam XOTenock 6bl, YTOObI
OHUW YYBCTBOBa/IM Ce6S1 KOMOPTHO.

— [omMHMTE, OHM NNATAT U 3a Woy. Jekopaunn n getanu
OYeHb BaXKHbI /19 CO34aHNS aTMOCepbl TeaTpa, Ho Npo-
JaXa — reo3gb npeactaBneHUs. B KOHLUe KOHLOB, HeT
npubblIN — HeT Bu3Heca.



(naBa 23. Bawla mama oblina
npaBa: MaHepbl AeNCTBUTESIbHO
OYeHb Ba)KHbI

Mbl Befiem ce6s BeXX/IMBO. Mbl cTapaeMcsi OTHOCUTLCS K J1tO-
OFM — HallUM KIMeHTam U COTPYAHMKaM — TakK e, KaK Mbl
OTHOCMMCS K HaluMM 6/IM3KMM: AeTAM, poauTensm, cynpyram
NN 4py3bsm.

Tak MHOro BOJILLEOHbIX BO3MOXHOCTEA KpoeTcs B UCMO/I-
HEHUWN 3TOrO «30/10TOr0 NpaBuia». Fopas3go NPUATHENR BbIXO-
ONTb Ky[a-HUOY b Ha YXKMH, He oracasch, YTO JIIOAN HavyHYT
HabpacbiBaTbCA Ha Teb64 ¢ >xasnobamu. HanpoTus, OHK, AOBOSb-
Hble, 6yayT NOAXOAUTL CO CroBamMu: «Baluym coTpyAHUKN Tak
TEN/I0 K HAM OTHEC/IUCb, HAM OYeHb MPUSTHO NUMETbL C BaMu
Zeno.

Takoe NONOXeHWE BeLLel fenlaeT paboTy MPUATHBIM 3aHATUEM.
KOH(NMKTOB ropasgo MeHblle, MOTOMY UTO HalUW KWEHTbI
NO6AT Hac. Tl NPUXOAULLL Ha paboTy BCTpeYaTbCsl C ApY3bsiMMU,
a He 60pOTLCA C Bparamu.

3T0 TaKke ropasfo npubbinbHee. B 4ONTOCPOYHON Nepcnek-
TVBe C034aHne NPUATHOM aTMocdepb! BeAeT K 60/1ee BbICOKMM
npofaxaM 1 HU3KMUM M3AePXKKaM.

Ecnu Bbl XO0TUTE, YTOGLI Baliu NnoAYNHEHHbIE ObINN BEX/VBLI U
N06E3HbI C KNEHTaMU, 6y,que BEX/IMBbl C HUMW.

MHOXeCTBO AeTasieli MOMOraeT co3faTb TaKyto aTMochepy.
Hanpumep, KOraa KIMeHT NpUXoauT 3abupaTb CBOK MalLUHY,
€ro BCTPeyaloT, OTKPbIBAKOT eMy ABEpPb 1 FoBopsiT: «Cnacn6o



3a Ball BU3WUT, Mbl OYeHb LIEHUM, YTO Bbl 06PATU/INCL K Ham».
Korga OH onnaymMBaeT CYET, Kaccup AapuUT eMy MasleHbKYH
NMANTOYKY LLIOKOada — MpocTo u3 6narogapHocTu. (Bcadec-
Kne cnagocTy rnomorarT chopMUpoBaTb MPUATHOE OTHOLLIe-
HVe; TaK >Xe MOCTynarT B OTe/IAX, OCTaB/AsA LWOKOoa Ha no-
OyLke.)

Ecnn Mbl XOTUM, YTOObI Hall NepcoHas OTHOCUIICA K KITMEeH-
TY BEX/IMBO U C YBaXXEHUEM, Mbl 0053aHbI OTHOCUTBLCA K CO-
TPyOHMKaM Tak >xe. Hanpumep, y Hac He NPUHATO NOBbILWATH
rofloc Ha K/IMeHTa Y TOYHO TaK Xe He MPUHATO Kpu4aTtb
Ha NMOAYUHEHHbIX. Y BaXXUTe/IbHOe OTHOLUEHVE K NOAUYNHEHHbBIM
BOBCE He CBWUOETE/NbCTBYET 0 Ballei cnabocTu: MOXHO ObITb
TBEPAbIM, HO He rpybbiM. 18 TOro 4tobbl 4OOUTLCA OT Yeso-
BEKa BbIMO/IHEHUA KaKMX-1Mb0 33aga4y, He HY>XKHO pyraTtb ero.
MbI NpocKM BeXXNMBO. ECNKn 3TOro A5 Hero HeJOCTaToO4YHO, Mbl
HalijeM Opyroro, Ha KOTOpOro aTOT MeTog geicTeyeT. lMocne
TOr0 Kak 3TO NMPOV30HAeT ABaXKAbI, 415 OCTa/IbHbIX 3TO OyaeT
OOCTaTOYHbIM YPOKOM.

Ecnm mMbl NbITaeMcs €034aTb YCMELHbIA 6U3HEC, Mbl AO/HKHbI
Hay4nTbCA OTHOCUTLCA K NIOAAM TakK, KakK HaM Obl XOTeNoch,
4YTOObI OTHOCUNNCH K HaM. Befib HalLm «Kaaunnaku» u «J1ekcycbi»
HMYEM He OT/IMYAKOTCA OT TaKMX XKe MallWnH B APYrOM aBTOLIeH-
Tpe, U e4MHCTBEHHBI CNOCO6 f06aBUNTL Cebe KaKyto-TO LLEHHOCTb
B rnasax KineHTa — 370 M36aBUTb ero 0T MOPOKWU Npu 06chy-
YKMBaHUN (AenaTb BCE XOPOLUO C MepBOro pasa, npefocTas/iATh
B C/ly4yae peMoHTa 6ecnyiaTHy0 MaLlVHY Ha MOAMEHY) U caenartb
noceLleHvie Halllelri KOMMaHM HaCTO/IbKO MPUSATHbLIM, HACKO/IbKO
3TO BO3MOXXHO (Cy660THMIA cepBuUC, CnagocTu u 1. n.). Ecin
HaMm y[acTca TeM caMbIM YMPOCTUTb YXU3Hb K/IVEHTY — Mbl
BbIUTpasIN.

HekoTopble Hawu yBaKaemble K/IMEHTbI YXOAAT OT Hac, Mno-
Kynas «fryap», «Mepcegec» nnv BMW. OHM npnobpeTtatoT onbIT
0O6LLIEHNS C CEPBUCOM 3TUX AWU/IEPOB — W NOC/E 3TOr0 B OCHOBHOM
BO3BpAaLLaloTCA.



f1 HaBcerga 3anoMHIO, Kak s nofobpan npesvaeHTa O4HOM
KoMMaHun B [lannace pagom c aBToueHTpoMm Mercedes. OH
CTOSIN W KAan Takeu, 4Tobbl 4O6paTbCA Ha paboTy: HUKTO B 3TOM
aBTOLEHTPE He MpensioKua emy NomMoLlb. f MpocTo exan
Nno 3ToW ynuue — yBUAEN €ro 1 NpeaoxXuna nogépocutb Ha
pa6oTy. Mo gopore OH NOXWMan naevamu, rosops: «f nNPocTo
He 3Har, NoYemMy peLuns CMeHUTL Bac Ha “Mepcegec”». [Bymsa
rogamu rnosxe, Koraa npuvLLio Bpems nepeaatb ero aBToMobunb
B trade-in, OoH cgenan aTo y Hac 1 Kynun «Kagunnak». OH cKa-
3aU1, 4TO ero «Mepcegec» 6bls1 XOPOLLUER MaLLUMHOM, HO TOJIbKO
OH He CTOW/ TOro, YTobbl NpeososneBaTb CEPBUC, KOTOPbIM ero
cornposoXaar.

Pa3 HMyero He CTOWUT 6bITb BEX/MBbLIM U NH06E3HbIM, Bbl MO-
YKEeTe YAMBNATLCA, MoYemy Apyrue aToro He genatot. Mo npasge
roBops, A TOXKe He MOry NOHATb. O6bIYHO A a0 Ha 3TOT BOMpPOC
NPOCTOI OTBET: MPOCTO Mama He CMOr/a UxX npaBuibHO BOCMU-
TaTb. HO, KOHEYHO, BCe HECKOJ/IbKO CIIOXKHEe.

Jliogn SBNAIOTCA NPOAYKTOM 'TOl cpefbl, B KOTOPOW BbIPOCN
N XKNK, B KOTOPOI paboTatoT. OHU yCBaMBatoT BCE LEEHHOCTU
cBoero 6u3Heca. NocnegHee NPUHLMNNAILHO BaXKHO. ATMOChe-
pa, KOTOPY CO3[3aeT PYKOBOAMUTENb, OYEHb MHOIOE roBOPUT
0 HEM CaMOM ¥ O TOM, KaK OH OTHOCUTCS K I04sM.

KpaliHe pefKo MOXHO BCTPETUTb MeHeaykepa, KOTOpbIi
OTHOCUTCH K K/IMEHTY U CBOUM MOAYVNHEHHbIM MO-pPasHOMY.
CoTpYyAHMKN He MOTYT OTHOCUTBLCA K K/IMEHTY XOPOLLIO, ec/u
X Haya/bHUK BefeT cebs Mo OTHOLUEHWIO K HMM OTBpaTwu-
TEe/NbHO.



OCHOBHbIe BbIBOAbI

— Bawa mama 6bina npasa. OHa yuuna Bac XopoLLumnm MaHe-
pamM — Npuaep>XmMBaiiTecb UX. XOpoLLUme MaHepbl HUKOT4a
HMKOrO HE PaHW/IN.

— Be>xnmsocTbpaboTaeT nydlle. HekoTopble gymaroT, 4TO
BEX/IMBOCTb — 3TO c/nabocTb. HeT. OHa ropasfo adoek-
TUBHee, pe3ynbTaTUBHEE U fenaeT Nofeid cuacTmBee.

— [MMpegnpuvHnmaiiTe akcTpaycuvs. Jenaiite NpusTHbIe
menoun. Mpugep>xusanTe gna Nogel ABepb 1 nomoraiTte
UM OOHECTM MOKYMKM A0 MawwHbl. J1logn OUEeHAT 3To.
MoagymaiiTe, Kak BaM 6b1/10 6bl NPUATHO, eCnn Gbl 415 Bac
cAenann HeyTo nofo6Hoe.



[[naBa 24. Ecnn y HUXTakue
TyaUleTbl, TO KaK e OHU
paboTtaroT?

UuncTble TyasieTbl — >XU3HEHHO Ba)KHbIM (hakTop. A MoHAn
3TO B paHHEM JeTCTBe. B TO Bpems Mbl KaxAblii rog e3gunu
Ha CBOeli MallMHe Ha NoGepexxbe, U A [0 CUX MOp MOMHIO, Kak
Mbl BblbMpann mecTa Ana cTosHku. Ecnn dacan 34aHma Kasancs
Ham NpuBneKaTeNbHbIM, Mbl Npeanonarain, YTo 1 TyaneTbl Tam
XOpoLLme.

OpHaKo HECKOMbKO pa3 Cy4anocb, YTO MOW POAUTENN UK
CecTpa Haxoaunu TyaneTbl Hey6paHHbIMU. B 3TOM crydae Mbl
Cpasy >Xe ye3asu, AaXe He 3aKOHYMB 3anpaB/isiTb MallUHY.
KauecTBO BCEro CEPBUCHOIO KOMIJIEKCA ONPEeSenanock Ans Hac
KayeCcTBOM €ro TyasieToB. {1 nonarato, YTO B HalleM GU3HeCe, Kak
1 BO MHOTUX APYTUX, CUTYaLNS CXOXas.

MoTpebuTenu cyaaT 0 HaC UCX0As U3 MHOMMX Mefoveit. Hala
HeycTaHHas 3ab60Ta 0 YMCTOTe TyasleTOB JIMLLHWIA pa3 nog4ep-
KMBaeT Hallle BHMMaTe/IbHOE OTHOLLIEHME K HUM U Hallle 0T/indune
OT APYTrMX KOMMaHUiA. KOHEYHO XXe, HUKTO He CKabKeT, UTO KyTu/
Y Hac MaLUMHY TO/IbKO MOTOMY, YUTO HaluK TyasneTbl 6e3yrnpeYHsbl.
Ho MHOro pas >eHLUMHblI FOBOPUN MHe: «Jlamckuii TyaneT
cAenaH ¢ TakuMm BKycOM!» $ c/billan M pa3roBopbl MYXUUH:
«He noBepuTe, Kakast UNCTOTa Y HUX B TyaneTe». A B HalLW AHU
BCEMY 3TOMY NMpugaroT 0cob0e 3HaUEHMe.

34ecb Mbl ONATb FTOBOPUM 0 BaXKHOCTW AeTaneil. BosmMoxxHO,
4YNCTOTa yOOPHOW Auriepa He caMblii 3HaYNTENbHBIN (hakTop Npw
MOKyMNKe aBTOMOOW/IS, HO OHa CO3JaeT BreYvaT/IeHNE 0 KOMMaHuu,
a NOTOMY Mbl OTHOCUMCSI K 3TOMY Cepbe3HOo. [pn pemMoHTe



TyasleTOB Mbl UCMO/Ib30Ba/IN 0601 CTOMMOCTBIO 250 40nnapoT
3a py/IOH — Takol YpOBEHb MOXHO HaliTW TO/IbKO B OTenA?
BbICLLEro Knacca. Mbl JEKOPUPOBaIN CTEHbI CNeLMaibHO Moo
6paHHbIMU KapTUHaMu (CNopTUBHAA TeMa — AN MY>XXUUH
LBeTbl — A/15 XXeHWwmMH). Ha nony ocoboe MOKpbITUE, KOTOPOE
nerko umctutb. (MnnTKa 6biBaeT YeTbIPeX KaTeropuii B 3aBuUCK
MOCTM OT KadecTBa. Mbl NCMONb3yeM NANTKY TOMbKO BbiCOYali
LLEro KayecTsa 4eTBEPTOW KaTeropmm u BbicLueil 6enmnsHbl. Keta
TW, 1 06paTnA BHUMaHWe, YTO CTOMMOCTb HaTUPaHUS MINTKM
MacCTMKOW BbllLe CTOMMOCTU ee 3aMeHbl. A MOCKO/IbKY Mbl KaX
[bli Yac MOEM HaLum TyaneTbl, HaM He NPUXOAUTCA HaTUPaTb MO
MbI NPOCTO MeHsEM MJINTKY pa3 B YeTbIpe roga.)

HukTO He MokynaeT y Hac MallvHbl TO/IbKO MOTOMY, YTO Hallw
TyaneTbl 6e3ynpeyHo 4nucTbl. Ho, Kak MeTKo noaMeTusi Tom
MuTepc, ecnu B camosieTe Ha KOBPE Bbl BUAUTE MATHA OT Kodoe,
Bbl MOXETe 33AyMaTbCsl, XOPOLUO /I 3Ta KOMNaHUsi 3a60TMTCS
0 TEXHMYECKOI YacTu caMosneTa.

3auyemM JaBaTb CBOMM K/IMEHTaM XOTb Maneiiuuii noBof co-
MHEBATbCSl B TOM, CTOUT /I UMETb C BaMu fieno?

Mbl Tak >Xe BHUMaTe/NlbHO 3a60TUMCS U 0 YMCTOTE HaLLMX
CNY>Xe6HbIX TyaneToB. OAHaX/Abl Y MeHS 6bl/1 04eHb HEMPUSTHBIN
OMbIT. B TO Bpemsi y HalIMX MeXaHWKOB Oblf1 Y)KaCHbIA TyaneT
B Buge 6yakun. 9 3awen noobegaTb CO CBOMMU COTPYAHMKAMM
M CTapLUMiA CMeHbl cKasan: «Kapn, Tbl ¢ 60/bLUMM BHUMaHWEM
OTHOCWULLIbCS K HALLIUM K/IMEHTaM, HO He BCeraa NOMHMULLIb O CBO
UX COTpyAHMKax. Buaen nn Tbl Hawy y60pHYy0? Thbl cUMTaeLlb
YTO Mbl TaK e XXMBeM Y cebsi goma?» MHe 6bl10 cTbigHO. Hepae
N0 CAYCTS Mbl ApUraacunm 6puragy pabounx, KOTopble NoHO
CTblO MEPECTPOUIN CIY>KEOHbIM TyaseT.



OCHOBHbIe BbIBOAbI

— Hwu eguHoro nATHbIWKA. W XXeHCKue, 1 MY>XCKWNE TyaJIEThbI
AOO/DKHbI NPUBOAUNTBLCA B NMOPAJOK exXevacHo.

— Co3pgaBaiiTe BneyaTneHne. Menoum — 61ecK HauMLLIEH-
HOr0 Moa, KapTUHbI Ha CTEHaX — FOBOPSAT O TOM, YTO Bbl
3a60TUTECH O AeTasisAX.

— HacTosAwasa npobnema — 3T0O OTAeNbHbIE TyaneThbl
[ONS pyKOBOACTBA... MOXKET ObITb, MOTOMY, UTO PYKOBOA-
CTBO 60MTCS 3aX04nTh B NtOObIE Apyrve y cebs Ha Teppu-
Topun?



[naBa 25. Korga B nocneaHni
pas Bbl 3a1lyMbIBaJ/INCb O CBOUX
yKasaTensax n BblIBeCKax?

BbiBeCKM U yKa3aTenn — 3TO CBOeobpasHas opmMa KIMEHTCKOro
cepBuCa, U3 TeX, 0 KOTOPbIX 06bIYHO He 3afyMblBatoTCs. A CTOUIO
6bl. B KOHLE KOHLIOB, BbIBECKM W yKa3aTenun NpeacTaBnstoT cobol
cUCTeMy nepefavn KIMEHTY MHGOpMaLMX O BalleM MarasviHe,
ofmce unn npomssogcTee. OHM peLlaoT TpU 3adaumn: obecrneyu-
BAKOT y3HaBaHVe Ballero VMeHK, OMUCbIBAKOT Ball MNPOAYKT Uiu
CepBUC N paccKasblBalOT MOTPeOUTENIO, KaK Bac HaTU.

Ecnu BbiBECKA NN YKa3aTes b He peLlatoT O4HOM 13 3TKX 3a4ad,
CneflyeT ee HeMe[/leHHO ybpaTb. MHaue co3faeTcs a(peKT BU3Y-
a/IbHOr0 Xaoca, YTO 3aTpyAHseT NosyYeHue HYXXHOW NS Ku-
eHTa MHPOPMALMN N CUNBHO CHKAET pe3y/ibTaTUBHOCTb CaMOiA
naeu.

YKazatenu JO/MKHbI NoMoraTe. BOMbLUMHCTBO Nofel npega-
NOYTYT CnefoBaTh yKasaTesisM, HeXenn crpawunBaTb Y BCeX
BOKPYT, rAe pacrnonaraeTcs Tyanet. Ho eciv OHW Takoro ykasa-
Tens He HaayT (MOXET, ero BOBCE HeT, a MOXeT, OH 3aTepsi/ics
cpeam gecsATka gpyrmx) — saila cuctema HUKOMY He NMoMoraer.

BbiBecku 1 ykasatesim o4eHb TOHKO AEMOHCTPUPYIOT OKpYyXato-
wmmMm Bawn LEeHHOCTU U TO, KaK Bbl BeaeTe cBOli 6u3Hec. Mx
oba3aTenbHo HY>XHO Aenatb npaBuJibHO.

Halwm BbIBeCKM W yKasaTenn fenan napeHb no nmeHu Kpuc
Popamep, KOTOpbIA CO3AaBas BCO CUCTEMY YKasaTesleil B aspo-
nopTy Jannaca. Bce Hagnucy chenaHbl CTPOYHbIMU BYKBaMU:
Kpuc y6eaun Hac, 4To Tak npoLue untatb. OH TakKe npuyyuns



HaC K TOMY, 4YTO Ha Ka)K,EI,OVI OBEPU OO/DKHa 6bITb TabIMuKa, 4TO-
6bl nwoan 3Hasin, 4To TaM HaxoguTcA.

LLIpndhT 1 cTUAb COXpaHeHbI Kak Ha BHYTPEHHUX, Tak U Ha BHELL-
HUX yKasaTtensax. Takum 06pa3oM, BCe OHM BbIMIAAAT KakK eAnHas
MHdopmaLMOHHasa cucTema. Mesioyb, HO OHa Kak pa3 AeMOHCTPU-
pyeT KMEHTY Balle BHMMaHue K menovam. Mbl MOXEM COMHe-
BaTbCA, UTO bor B AeTansx, HO NOTpebuTeNb B 3TOM YBEPEH.

Kak s yrnomvHan Bbille, BHYTPW Hallero aBTOLEHTPa Bbl He
BCTPETUTE OrPOMHbIX KPUYALLMX BbIBECOK 0 KAKOM-HUOY b 0CO60M
KpeAMTHOM Yyfe 3TO Hegenw. Takoro Trna nnakaTbl MayT Bpaspes
C TEM, YTO Mbl NbITaemMca caenatb. Bcemm cBOMMM AeCTBUAMA Mbl
co3faeM [JOMaLLHIO aTMocdepy (Begb GOMbLLUMHCTBO NtOLeN He
[ep>KaT TpaHcrnapaHToB Yy cebs goma). Ecnv Ham Hy»KHO MHGopMU-
poBaTb K/IMEHTOB 0 KAKOM-/IM60 CrieunaibHOM NPeanoXXeHnn — 3a-
YeM BbIBELLMBATL 3TO HA OKHa? YecTHO rosops, He MpeacTasnsio,
KaKue eLle CBefleHNs MOTyT BbITb MOMe3HbIMU BHYTPY othnca, Kpo-
Me yKasaTenen TyaneTa, kade 1 noXxapHbIX BbIXO0B.

OCHOBHbIe BbIBOAbI

— 3ToO geiicTBMTENBHO He0OX0AMMO? MNporynaiTecs BOKpYT
BALLIEro MarasvHa 1 MoCMOTPUTE Ha KaX/bli yKa3aTesb.
Bbl HaBepHsKa 06Hapy>uTe, Y4TO 60/IbLUas YacTb U3 HNX
He O4YeHb HYXHa, & HEKOTOpble BOO6LLE OKaXKyTCA aHTu-
KBapnaToM. CHUMUTE HEHY>KHble TabNYKK.

— CTunbHoe egnHoobpasme. Ybeantecb B TOM, UTO OYKBbI
Ha BCex yKasaTesnisix 04MHaKOBOro pasmepa u ctuns. 31o
MENKWi WTPUX, HO OH FOBOPUT K/IMEHTY O TOM, YTO Bbl
yAensieTe AOCTOHOE BHMMaHWE Me/oyvam.

— HE WCMONb3YWUTE BCE 3AI/IABHbIE BYKBBbI.
CTpouHble OyKBbI rOpa3fo nerye YnTarb — NOnpobyiite
KaK-HNbyab.



(naBa 26. Ecnn 6oc¢c nnyr,

He XAnNnTe 4eCTHOCTU OT elro
NoAYNHEHHbLIX

JItogn NOCTOSAHHO CregsaT 3a Tem, UTO AeflaeT UX PYKOBOAUTENb.
W ecnn nocnegHuii oXXnpaeT OT CBOMX MOAUYMHEHHBIX 3TUYHOIO
MoBeAEeHNS, OH CaM AO/DKEH AeMOHCTPUpOBaTh ero. Ecnm oH
HEYECTEH C K/IMEHTOM, COTPYAHUKaMU UAN OpYTMMU NapTHe-
pamu, ero NOAYMNHEHHbIE BOCMIPUMYT 3TO KaK HOPMY, U JIEKLUN
Ha TEMY 3TUKM B BGU3HECE YXKe He MCMpaBAT cuTyauuo. YTto
eLle Xy>Ke — XOpOoLUMe NIIAN HUKOrfa He CTaHyT paboTatb Ha
yenoBeka ¢ Noxol penyTaumeil. OHM NPOCTO yinayT, O6Hapy-
YKMB KaKmne-nnbo CBUAETENbCTBA €ro MOPasIbHOW HEYMCTOMSIOT-
HOCTMW.

Ho yvawe npo6rema B Apyrom: gaxe eciim pyKoBoauTeNb — 06-
paseL, MopPsiAOYHOCTM, KaK caenaTth Tak, YToObl BCE COTPYLHMKM
OopraHu3aumn AencTBOBa/IN COOTBETCTBEHHO? [JO/KEH /N OH O6-
HapoA0BaTb HEKYHO 3TUYECKYHO NONUTUKY? TpeboBaTh B Ka4ecTBe
YC/OBMSA HaliMa Ha paboTy eLle pa3 nepeuntaTb bubnnio?

OueHb fo/roe BpemMsi Mbl 6BUINCH Haf BOMPOCOM, KakK onucarb
nprvemsnemble cTaHgapThbl noeegeHus. Ham ato yaanocb. Mol
rOBOPMM HalUUM COTPYAHMKaM, 4TO B NGO cUTyaunun OHU
[O/MDKHbI cripalvBaTh cebs: «Kak 6yayT BbIrnageTb MOW Aei-
CTBUS, €Cnn 3aBTpa OHWM GyAyT OnucaHbl Ha MepBOW Mosoce
MECTHOI rasetbi?»

Korga Bbl KOHTPO/IMPYETE CBOM AECTBUSA C MOMOLLbH TaKoro
BOMpOCa, BCe CTaHOBUTCA NPeesibHO ACHO.



OCHOBHbIe BbIBOAbI

— CpenainTe 3T0 oueBMaHbIM. KaXKblli JOMKEH 3HATb, YTO
[NS HEeMOPSAOUYHOCTM HET HMKAKOro OrpaBaaHus.

— Cnoe HepoCTaTOYHO. PyKOBO,EI'I/ITeI'Ib He MOXXEeT MpoCTo
ynTatb Mopasib cBOMM NOAYUNHEHHbLIM, OH 06s13aH cam
nogaBaTtb NMNpUMep 3aTUYHOIo NoeBeaeHMA — Kak rno OTHO-
LHEeHNO K COTpyaAHUMKaM, TaK U MO OTHOLUEHUKD K KNN-
E€HTaM.

— KaknocTynaTs C HapyLIMTensamm 3Tn4eckux Hopm? Ecnun
HapyLLEHMe He HAHEC/I0 CEPLE3HOIN0 YPOHa — AanTe UM
BTOPOW wWaHc. Ho To/IbKO eANHCTBEHHbLIA BTOPOM LUaHC.
Ecnun HapyLLeHne cepbe3HOe — HEME[J/IEHHO YBO/bTE WX,



naBa 27. TpeboBaHUA K ogexae

OHM Tak NpOCTbl, YTO BrOJIHE YMECTATCA B paMKe A1 OCHOB-
HbIX BbIBOJOB.
BoT oHu:

— Kak noHsaTb, npasBuibHO 1 Thl 04eT? MNpocTo cripocuTe
cebs: «XoTen 6bl A, UTOOLI MOsi PoTOrpacrs B Takom BUAe
NosiIBM/IAaCh B 3aBTpaLUHel rasere?» (3TOT BONPOC, KOTO-
pbili CTONb NOMe3eH B 06/1aCTM 3TUKKU, U 34eCb cpabaTbl-
BaeT 6e30TKa3HO.) Ecnn Tbl OTBEYaELLb «HET» — Tbl OAET
HernpaswW/bLHO.

— OpeBaiiTech co BKycoM. Ecnm v owmbaTbes, TO fiydLue
C NMEPEBECOM B KOHCEPBATMBHYHO CTOPOHY. Hy, C/M TONBKO
Bbl He MPOJaeTe y/IbTPAMOAHYHO 0aexay. OueHb HEMHOT Ve
COUTYT cebsl 0CKOPBIEHHBIMU, €C/N Bbl GYiETE BbITSAETh
HECKO/IbKO KOHCEPBATUBHO.

— YHudopma — xopoluas uaes. Ecavm aTo noaxoauT Ans
Ballero 6usHeca. Bce HalUM KOHCY/bTaHTbl MO CEPBUCY
HOCAT CMHMe 6nelizepbl, cepble 6PIOKN U Ta/ICTYKMU.



VIll. Co3paBanTe
NPOAYKTbl, KOTOPbIE
NIerko npoaaBartb



[naBa 28. Nonpobyin — npoaan
HEMHOIO

Kak noctynuTb, ecnu hokyc-rpynna npegnaraet Kakoi-Hubyap
VWHTPUIYIOLNIA HOBM3HOM NOAXOA4 WK BaM CaMOMY MpuUxXoauT
B ro/IoBy MHTepecHas naes? MonpobyiiTe peann3osatb ee. 3anyc-
TUTE MUIOTHBIA MPOEKT.

3ayacTyro N0y CAULLKOM MHOIO pasMbILUAAKT Haj pas-
NNYHBIMWN UMM B YLLEPO UX peannsaumn, TpaTAaT Maccy cus
N BPEMEHW Ha UCCNefoBaHUA Toro, 6yayT /v OHU paboTaThb.
Ho ecnu Bbl cnyllaeTe CBOero K/MeHTa, Bbl ByfeTe 3HaTb, UTO
eMy AeCTBUTETbHO HYXXKHO. Torga noyemy 6bl He MPUMEHUTb
BaLly UAEH B HEOOMbLUMX MacLUTabax u He MOCMOTPETb, YTO 13
3TOro nonyumnTca? (3STOT YPOK Mbl BbIHEC/IU U3 [EATENIbHOCTU
koMnaHnu 3M. TakoB UX IMPMEHHbIN NOAXO0A K HOBbIM Mpo-
ayktam. Korgas 3M nossniseTca HoBas ves, BPoAe «MNOCTUKOB»
Ha IMMNKOM OCHOBE, OHU BbIMYCKaOT HEGO/bLUYO NapTUIO, YTO-
6bl Y3HaTb, OYAET N HOBUHKA NMPUHATA U NOMNynasapHa. N Tosb-
KO B C/lyyae ycrexa npom3BogaT 6onblie. Takoii noaxog nog-
TBEPXKAEH rofamu ycrnexa aTo KOMMaHUM — 3Ha4nT, OH AO/DKEH
paboTaTtb 1y Hac.)

Mo NtBMMBbIA MPUMEp Ha 3Ty TEMY NPUBEAEH B KHUre Toma
MunTepca «B nomckax toseplueHcTBa» TOM paccKasblBaeT, Kak
OH CTOSi1 B OFPOMHOI oyepean B marasmHe. Ouepeab Npoasura-
nacb MefnieHHo, 1 ToMm Bce 6onee pasgpaasica. Ho BOT OH Ha-
KOHeL, fo6pasnica 40 Kaccbl. W Torga Kaccup U3BUHWIICA Nepes,

I 3paHa Ha pycckoMm s3bike: Mutepc T., YoTepmaH P. B nonckax cosepLUeHCTBa. YPOKU
cambIX YCMNeLUHbIX KoMnaHuii Amepuku. M.: AnbnuHa Ma6nuvwep, 2011.



HMM U B KAYECTBE Ma/IeHbKOI0 MPe3eHTa, YTOObI 3arnagnTb BUHY,
MOMOXXWU/ B NMAKET HECKO/IbKO KOH(ET. STOT XKECT AEMOHCTPUPO-
BaJ1, YTO OH AENCTBUTENIbHO COXXasleeT.

Ham noHpaBunacb aTa mges, U Mbl pelwnnn onpoboBaTb ee
y Hac. Mbl Kynuav HEMHOIO WIOKOMada U CTann faBaTb €ro B
npugady K cyety. W, Tak Kak fogm pearmpoBasiv MonoXKMUTENbHO,
Tenepb Mbl BCErAa NOCTyMNaem Tak.

HeckonbKo No3)ke Mbl peLunan KynuTb MUHNATIOPHbIE KON
Cadillac Allante n gaBaTb nx AeTsAM, KOTOpPble NPUXOAAT K HaM
B BbICTAaBOYHbIA 3a/1 BMECTE C POAUTENAMMW. Y IbIOKN feTel — 1 X
poauTeneii — ckasann Ham, 4YTO 3TO 6blna oTIMYHas nges. Jlirogn
CUMTAKOT, YTO, ec/n Bbl NHO6UTE AeTen n cobak, ¢ BaMu BCe B MO-
psake. Tak >Xe Kak B C/lyyae ¢ KOHheTamMu, BpyyeHre MallnHOK
[OeTAM He CTOUT 60/bLUNX AeHer, YTOObl NoNpo6boBaThb 1 Nogaep-
XXMBaTb 3Ty MHULUMATUBY, pa3 OHa HPaBUTCS NIHOLAM.

Ecnn Bbl XOTWUTE MOHATbL, GYAeT M paboTaTb A0POrocTosiiias
nporpamMma, aHOHCUpYyliTe ee Kak crnelmasibHoe npeasiokeHue
Ha oauH Mecsi,. B aToM ciyuae, eciim oHa He cpaboTaeT, Bbl He
noTepsieTe CAMLLIKOM MHOTO. Ecniu e oHa 6GyaeT UMETb YCrex,
Bbl CMOXETe 3anyCTUTb €e U B C/efyOLEM MecsLe.

Ecnn Mbl XOTUM NOHATb, 6yayT nn paboTtaTb 60MbLIne Npo-
rpaMmbl — Takue Kak 6ecrnnaTHoe npefocTaB/ieHe MalUWHbI
Ha BpPeMS PeMOHTa, — Mbl 0OBSABMSEM 3TO KaK cheumnanbHoe
npeaioXxeHne 3Toro Mecaua. Mbl He MOKynanu cpasy COTHU
MallMH Ana peanv3auun 3TOW NporpamMmbl; A5 Hadana Mbl
npvo6penu NATe aBTOMO6UNEl 1 Npea/arany TeM, KTo npuesxan
Ha PeMOHT, 6ecnnaTHO MaWWHY Ha 3ameHy. KineHTam ouyeHb
NnoHpaswuniacb UAes, U, Tak Kak Crpoc poc, Mbl NPOAO/IXKaIM Mo-
KyrnaTb MaLlunHbl. Tenepb y Hac nx 257.

Ho ecnun 6bl naes He NPUXXKIACh, Mbl MOT/IM 6bl OCTAHOBUTBLCA:
Belb Mbl Mpeaynpexaaim, YTo 3To NpeasioXkeHne orpaHnyeHo
pamMmKamu BCEro 04HOro mMecsua.



Ecnu mbl BCe eLLe He y6erkeHbl B TOM, MO3UTMBHA NN peakuus
Ha Hally HOBYIO UAEH0, Mbl MPOAO/HKUM AeCTBUe «CheunanbHo-
ro NPeLNoXXeHNs» Ha CnefyroLunii mecay,. U ecnv B TedeHne aBYX
MECALEB Halle HauMHaHWe He 3apaboTaeT, Mbl OT Hero OTKasbl-
Baemcs.

OTOT NOLaroBbIi NOAX0L NOSBW/ICS B pe3y/bTare MOero ropb-
KOro onbiTa. OgHaXKAbl MHe MPKLLNa B rO/I0BY BE/IMKO/ENMHASA, KaK
MHe Ka3a/ioCb, Naes, Kak NepekiovmnTb BNagenbles «/IMHKONIbHOB»
Ha «Kagunnaku». Mbl 0TAPaBUIN KaXKA0MY Briagensuy «J/TMHKONMb-
Ha» B [annace npefanoxkeHve 6ecniaTHO 3aMEHWUTb Mac/o B Ma-
LWKHE W NOMbITL ee, a Noka paboTa OyAeT BbINOSHATLCA, Mbl
npegocTaBuUM B €ro pacnopsbkeHne «Kagunnak». A nonaran, 4to
nydule ngen 6biTb He MOXXeT. OHU NPOBeAyT AeHb 3a pysem
«Kagnnnaka», BMOBGATCA B 3Ty MaLLMHY 1 KYNAT ee Yy Hac.

Mel otnpasmnu 15 000 nucem 1 NOMAyYUNU TOMLKO ABa OT-
BeTa. A HMKOr4a He BbIACHAM MOYeMy; MOTY TO/MIbKO Mpeanoso-
XXUTb, YTO IOAN C/NLLIKOM LIeHAT CBOe BpeMs, 4Tobbl Npeanpu-
HATb CneuvanbHbIv BOSHK ANns 6ecnnatHoOM 3ameHbl Macna. Kak
6bl TaM HU 6b110, A cenan ANs ceba BaXKHbINV BbIBOA: HAKOTAA He
TECTUPYV MAEKD B TaKMX MacluTabax. 310 6bl/1 JOPOrow ypoK.

MpeanpuMn Mbl CErogHA HeyTo NoAo6HOoe, A 6bl OTMpPaBu
200 nucem; 1 TONbKO ecnu Obl MOAYYM XOPOLUKNiA 06paTHbIN
curHan — ocrtasLumecs 14 800.

MpuHUMN «Nonpobyii — npoari HEMHOro» TakXe pacrpo-
CTPaHSIETCS 1 Ha 06nacTb MepyeHan3nHra. B 1989 rogy Cadillac
BbIMYCTWU O4eHb foporyto Mogens Fleetwood 60 Special, koTopyto
Hall MeHe[kep He XOTen MMeTb Ha cknage. OH yTBepXXaan, uTo
OHa C/IMLLKOM J0porasi U HAKTO ee He Kynut. HO MHe Ka3anochb,
YTO OHa MOXET MpojaBaTbCAd — BeAb BCerga HaliflyTca nogu,
KOTOpble NPeanoYynTaloT MMETb BCe Camoe JyyLlee U AOporoe.
Torga A nonpocun 3akasaTb Of4HY OJ19 MeHs, aXe HeCMoTps
Ha TO, YTO 5 He cobupasncsa e3auTb Ha Heli Aonro. 9 ob6bes3xan
OKpecTHOCTU, 1 AneH KyacTpom (KOTopbIi Torga 6bin npesmgeH-
ToMm Neiman-Marcus, a ceitvac Bo3rnaenseT Federated), yBuaes



MeHS, MOMpPOCU 3aKasaTb TaKylo e MalunHy ans Hero. Ecnm
Ye/l0BeK C TaKMM BKYCOM U MPETEH3USAMU MOKYMAET 3TY MaLLUHY,
Y Hac ecTb BCe LWaHChl Npojats ewe. Mbl npoganu elle ABagLartb
NATb TakMX aBTOMOGU/IEN B TOM rOAy.

OTclofa BbIBOZ: €CNK Bbl fefnaeTe YTO-TO HOBOE — He MMeeT
3HaYeHKs, Yero 3To KacaeTcs, — CHavasna nonpoobyiTe HEMHOro
1 NMOCMOTPUTE, MOHPABUTCA /X 3TO BaLLIUM KNneHTam. Ecnu Her,
YObITKN 6YyAYyT HEOOMbLUUMMN.

MHorga ctonTt NpoBepsiTb, paboTatoT N1 BCe eLLie CTapble naewn,
NpUMeHeHHble oaHaxXAbl. O6bIYHO Mbl JaBann KINEHTaMm, Ky-
MMBLUMM Y Hac aBTOMOGW/Ib, KYMNMOH Ha BOCeMb 6GecrnaTHbIX
3aMeH Macna. Mbl NOCTynann Tak B TeYeHWe JeCATU NIeT, U 3TO
BbIFNIS4€/10 BMOJIHE JIOTMYHO: Y K/IMeHTa 6blI OCHOBaHUA 06-
palaTbca K HaM B CEPBUC CHOBA M CHOBA; KPOME TOro, 3T0 6bl/1a
Halla cBoeobpasHas 61arogapHOCTb 3a NOKYMKY aBTOMOOUS.

B 1987 rogy pa3suTue Hallero 6msHeca 3aMme4/IMN0Ch, U Y Hac
HaCTYMNWN HEMPOCTbIe BpeMeHa. Mbl NCKasIM BCAYECKME BO3MOXK-
HOCTW CHU3UTbL U34ePXKN. KTO-TO NPesnoXKn 0TKa3aTbes oT 6ec-
NnaTHOWM 3aMeHbl Macna. «Ho 4To cnyunTes, ecnm nogn oyayT
pa3oyapoBaHbI?» — CrpallnBaamn Mbl cebs. M Torga mMbl peLunnm
nonpo6osaTtb BCero napy Mecsues. Mbl BbIACHUM, OyAeT i1 3TO
cepbe3Holi noTepel AnsA nogeid, n ecnm ga — Mbl U3BUHUMCS U
BEPHEM nporpaMmmy. MTak, Mbl rnepecTtann pasfasaTb KYMOHbI.
W 3HaeTe, uTo npowusowwno? CoBepLleHHO Huyero! Hu ogunH no-
KynaTesib He cKasasl: «A e e MO/ KyrnoH Ha 6ecniaTHyto 3ame-
Hy Macna?» Jns Hac aTo 6b110 60nbLIMM cropnpusoMm. MNpogomka-
N I NOKYNAaTeNM Nosb30BaTbCA HaLLMMUW CEePBUCHBLIMU YyCryra-
Mn? Oa, mMbl no-npexdHemy penann 30-40 3amMeH macra B [eHb.
Ho KynoHbl NPOCTO HMYEro He 3Ha4MNWM AN KaneHta. Mbl 6bl
HUKOrga He y3Hann 3Toro, ecnv 6bl He NMPUMEHUAN APUHLMN
«nonpobyi — npogali HEMHOro» (B 4aHHOM C/ly4yae BbIBEPHYTbIl
Hau3HaHKy). Ha 3ToM Ham yanocb HEeMHOr0 C3KOHOMUTb.

B pe3ynbTare 3TOro nosie3Horo onbiTa Mbl CT/IN 33aBaTbCs
BOMPOCOM: BCE /I HALIW MPOorpamMmmbl 40 CUX MOP UMEKOT LLEEHHOCTb



ONs KIMeHToB? Mbl OTKa3blBa/IUCb OT KaKOW-HUOYAb U3 HUX
Ha BpeMs 1 Habnoganm 3a peakuueii.

J1060MbITHas Bellp MpowusoLuia rnosxe. Mbl pasocnanu
200 KynoHoB Ha 6ecnnaTHyr 3aMeHy Macna Bnagensuam «Onjc-
MOGWen», YTOObI MPUIrNacuTb UX K HaM B CEPBUC-LIEHTP, M MNO-
JNYYUIN LWWKBa/T TeNle)OHHbIX 3BOHKOB C BOMPOCOM: «B yem Tprok?
A JO/MKeH 6yAy YTO-HUOYAb KYNUTb, YTOObI MOMYUYUTb 3TOT
KYMOH?» — «Huuero!» «Bbl yBepeHbI? A AeNCTBUTENBHO He
JO/MKEH KyNUTb UAN cgenaTb YTO-HNOYAb?» — «CoBepLUeHHO
Huyero!»

Okazaiocb, YTO NIK0AN NPOCTO He BepAT NoA06HLIM Npeaso-
YKEHUAM.

OCHOBHbIe BbIBOAbI

— [lo Toro Kak noTpaTuTb 60/bLUKE AEHLIU... NONPOBYTiTe
peann3oBaTh CBOK M0 B Ma/IOM MacluTabe U NMOCMOT-
pvTe HapesynbTaT. STOT MPUHLIAMN OLMHAKOBO XOPOLL Kak
B MPOV3BOACTBE, TaK U B CEPBUCE U B CUCTEMAX OMNsiaThbl.

— CpaenaiiTe Bce BO3MOXKHOE, YT06bI MUHUMU3MPOBAT b PUCK.
Ecnu To, 4TO Bbl COGUpPaeTECh CAENaTb, CTOUT HEMasIbIX
JleHer — npefcTaBbTe 3TO KaK «BPEMEHHOE NPe//IoKeHme,
HanprMep, TOMIbKO Ha 3TOT MecsL,. Mpy TakoM NOAXofe He
NPUAETCH packpyunBaTth 60/bLIYIO MPOrpamMmy NpoaBu-
YKeHWA. B KOHLE MecsLa BbISCHATCS, CTOWT /TN NPeaJIoxe-
HKe TOro, YTo6bl OCTABUTL Er0 Ha CEAYHOLLMI MecsL,

— Y70 Ba>KHO KNMEeHTY cerogHa? Ecnv Balla vaesa HpaBu-
nacb nogaxM naTb NeT Hasaf, 3TO He AaeT rapaHTuu, 4YTo
OHa Mo-npexkHemy LeHHa. Neprnoanyeckn UCKIoYanTe
nporpamMMbl, KOTOpbIe Bbl NpefocTaBseTe, U Habnofante
3a peakuueil. Ecnvm noTpebuTento BaXKHa Ta UAn MHas
ycnyra — N3BUHANTECb 1 HEMEAJ/IEHHO ee BO3BpaLlaiiTe.
Ecnv HEeT — Ha 3TOM MOXXHO C3KOHOMMWTb.



[(naBa 29. XopoLuunii cepBuC
He cnaceT NnJ10xXom ToBap

Kak 6bl Bbl HA CTapa/nChb, HEBO3MOXHO MPEAOCTaBUTL XOPOLLNA
CEPBUC, EC/N Bbl NPOJAETEe HEKAYECTBEHHBIV ToBap. OH C/IULLKOM
GbICTPO M3HOCUTCSA WM C/IOMaeTCs. M pake nydluas B Mupe
cucTema 06CY>KMBaAHNSA KVEHTOB He craceT Bac. UTo 6bl Bbl
HW Aenann, yaoBfeTBOPEHHOCTb K/IMEHTA 3aBUCUT OT Mpu-
o6peTaemMoro ToBapa.

Takmum 06pasom, eciv Bbl BUAUTE, UTO MPOAaBaeMble BamMu
TOBapbl MOrYT 6GbITb CYLLEECTBEHHO Y/TyULLEHbI, AaliTe 06 3TOM 3HaTb
NMPOM3BOAUTENHO. DTO HE BCETAA MPOCTO: 06GLIYHO NPON3BOANTESM
CUMTAIOT CBOW TOBap CambIM JTyYLUMM, U HUKTO He MOXET UM
cKasaTb, YTO HY>XXHO NoTpe6uTtento. YTobbl K BaM NpuciyLLnBa-
JINCh, Bbl AO/MKHbI 3TO 3aC/YXXWTb. /IHa4e BaM MOTYT CKas3aTb: «YX
€C/IM Tbl TAKOW YMHBbI, TO UTO XK€ Thl HUYETO HE MOXKELLb NPOAAaTh?»
He cTonT paccunTbIBaTh Ha TO, YTO Yepe3 MecsiL, Nocsie 3aK/touye-
HUSi KOHTPaKTa K BaM CTaHyT MPUC/TYLUMBATLCS, — MOCTPOEHME
[OBEPUTE/IbHBIX OTHOLLEHWI TpeGyeT BpeMeHW. HauHWTe ¢ Xopo-
WX npogax. Tak, MHe G0/blle fOBEPSIOT NpousBoauTenn «Ka-
[NNNAKoB», YeM «LLieBpone», NOCKOMLKY A NPOJao 3HaUUTENbHO
6onbLie «Kaaunnakos». Ho aeno 3aeck He TONbKO B NPOJaXKax.

Bo-nepBbIX, Bbl O/MKHbI OUEHb XOPOLLO 3HAThL CBOV MPOAYKT.
HWUTO Tak He paspyLuaeT AOBepUE, KaK NPeLIoKeHNE YTYULLINTb
YTO-TO KOHKPETHOE, a NMOTOM BbISICHSIETCS, YTO NPOU3BOAUTESb
y>Ke cenan aTo.

Bo-BTOpbIX, Bbl JO/MKHbI OYEHb XOPOLUO 3HATH PIHOK U KOH-
KYPEHTOB.



B-TpeTbux, Bam crnegyeT pasbupaTbcs B TEXHOMOTMN MNPOU3-
BOACTBA Ballero npogykra. Hanpumep, Ha co3faHve HOBOW MO-
Jenn aBToOMObGUNS yxoauT YeTbipe-naTb neT. Ha Lexus LS400
YLU/0 CeMb NeT. 3TO HeO6X0AMMO 3HaTb, NpeXe Yem TpebosaTb
OT Npou3BoANTeNeil 06HOBNEHNS MOAENBHOTO PAAA.

W HakoHeL,, BaM CTOUT HayuYUTbLCSA FOBOPUTHL Ha A3bIKe NMPOn3-
BOAUTENe. 3a4acTyto Annepbl U NPON3BOAUTENN FOBOPAT 06 of-
HUX N TeX >Ke Bellax Ha pasHbIX A3blkax. B aBTOMOGUNILHOM
6usHece, HanprmMep, pasfeneHbl QYHKUNW An3aiHeEpPa U UHXKe-
Hepa: Au3aiHep OTBEYaeT 3a TO, KaK BbIMISANT aBTOMOOUb,
a MHXKeHep 3a TO, KaK OH e34uT. BmMecTe ¢ HAMW Bbl MOXKeTe B/IU-
ATb Ha MPOLeCC Co34aHUsA HOBOrO aBTOMOOUNAA. U K KaKaoMy
N3 HNX HY>XEH CBOI NOAXOS.

Kak 6bl HM 6blIM FeHWasIbHbI BallyM UAEW, MPOU3BOAUTENIN He
6yayT NpUCNyLWIMBaTLCA K BaM, MOKa Bbl He [OKaXKeTe, YT 3Ha-
eTe UX NPOAYKT U NX BU3HEC KakK CBOW COBCTBEHHbIN.

HeT HuKoro 6nmxe K noTpebuTento, Yem npogasey,. Mostomy
NMpoM3BOAUTENAM TaK B&XKHO B3aMMOAENCTBOBATb C HAMMU.

Heb6onbwoe oTcTynneHve o npaktmke Cadillac. MnaBHbIl
yNpaBASoWMin 3TON KoMMaH [J)KoH TpeTTeH6epr ¢ MOMeHTa
Havasia cCBOei paboTbl peLUns BOB/eYb A4U1EePOB KOMMaHuM B NPo-
Lecc paspaboTKu HOBbIX NPOAYKTOB. OH cobpan rpynny u3
AnnepoB, An3aiHEPOB U MHXKEHEPOB, U Mbl MPOpaboTann BMec-
Te Tpu AHA. Ansa Cadillac aTo 661710 04eHb BaXKHbIM MPOLECCOM
06MeHa MHeHVeM 1 ngesMmu. A AUnepbl CMOTN NyUdLle MOHSTb
MPOLECC CO3[4aHMA MALUVH U TO, KaKMX COBETOB OT HUX XKAYT.

Bo Bpems Hallel BCTpeun NHXXEHepPbI MPOAEMOHCTPUPOBaNy,
YTO BCE KOMMOHEHTbI 1 y3nbl Mogeneii Eldorado n Seville 6binn,
KaK roBOpUTCS, MMPOBOIO K/acca, U XOTenu y3Hatb, byayT v
Mo/sib30BaTbCs CMPOCOM MalLMHbI TaKoro kayectsa. Mbl CO06-
LWV MM, YTO MHOTME NOTPEBGUTENN CETYHOT Ha TECHOTY Ca/loHa
N XOTAT 6onee APKOro gmsaiHa. Nocne NpoBegeHHONo UCCneso-



BaHWA (4unepbl Befb TOXe MOryT owmnbaTbCs) AM3aiH 3TUX
Mogenei 6bi1 M3MeHeH. Pe3ynbTaT NpeB30OLUen BCe OXUAAHUS.
Eldorado u Seville 1992 roga — nepsble ABe MOLENN, CKOHCTPY-
MpoBaHHble B pamMKax rnporpammbl ["peTTeHb6epra, — 6blan no-
pasuTenbHbl. (K pagocTy NOKIOHHUKOB 3TOW Mapku, B AOMON-
HeHWe K CBeXeMy Au3aliHy B 3TUX MallMHax 6bl/1 UCNOb30BaH
COBEPLLEHHO HOBbI 32-KNanaHHbIA agurartesb.)

ELLe 04HO NpeMMyLLEeCcTBO TaKOro COTPYAHMYECTBa NPOAaBLIOB
M Npon3BoAMTENEN: NPOAaBLbl MHOTAA MOTFYT CKas3aTb OYeHb
BaXKHble BELUW, 0 KOTOPbIX U3-3a 60A3HN OblTb HaKa3aHHbLIMU
WM YBONEHHBIMWN He peLlaroTCs roBOPUTb COTPYAHUKN camMux
NMpom3BogALLMX KoMMNaHuii. HekoTopble noam n3 Cadillac roso-
pUNn MHe: «Y Hac ecTb OT/INYHbIE UAEN, HO HAC MOTYT He MOoc/y-
waTb. Ckasanu 6bl Bbl 0 HAX HaLLEMY PYKOBOACTBY».

B pesynbTate npen/ioxxeHHo! MpeTTeH6eproMm nporpaMmbl
pykosoauTtenn Cadillac ctanu yacto npuesxkartb K Auniepam, YTo-
6bl nobecenoBaTh C NOCETUTENSMU. BNepBble B UCTOPUM KOMNaHUN
6blf1a yCTaHOB/IEHA CBA3b MeXAY Anepamu U NPpon3BoLCTBOM.

B03MOXXHO, paHbLLe Mbl TaK He Hy>XAanuck apyr B gpyre. Ho Te-
nepb Takoe B3aMMOZENCTBME YXU3HEHHO He06X0AMMO. PbIHOK
CTaHOBUTCA BCe 60/1ee KOHKYPEHTHbIM, W HY>XHO BCe BHMMATE/b-
Hee NPUCAYLUNBATBLCA K YKENaHUAM KMEHTOB. A 3TO 3HAUMT, YTO
Heo6Xx0AMMO BOB/eKaTb B NPOLLECC N1aHMPOBaHUA NPOM3BOACTBA
TeX, KTO HenocpeACTBEHHO B3aMMOAEACTBYET C NOTPebUTENAMN.

Cawmblii npocToii cnocob AobuUTbCs TOro, YTO6bLI K BalUM
naesm NpucayLLIMBanmCb, — NPeaIoXKUTb Kakoe-TO HeGOMbLLIOe
ynyuLleHne, KOTOPOe MOXET AaTb ObICTPYIO BbIFro4y Npy HE60/b-
wnx ycunuax. Hanpumep, korga sbiwna mogens Allante, oHa
6blna BCTpeveHa NoTpebuTensamMn ¢ 3HTY3Ma3mMoM, HO MHOrue
CETOBa/IM HA TO, UTO XOTeNM 6bl KYNUTb ee B KPACHOM W/IM YEPHOM
uBeTe, a MMEHHO 3TUX LiBETOB NPOMN3BOANTESb U He Npeasarani.
Annepbl gann 3HaTb 06 3Tom, 1 Cadillac go6aBun 3Tn uBeTa.
Tenepb 60nee NOMOBMHbBI NPOAaBaeMbIX MallWH 3TOro Tuna
KpacHbIe NN YepHble.



Takum 06pas3om, 4719 Havana Bbl AO/KHbI 3aBOEBATL JOBEPUE
«BbICTPOI Nob6efoM» U NMWb MNOTOM MbiTaTbCA AaBaTb 6onee
3HauYUMble coBeTbl. Hanpumep, 06 yABOEHUN MOLLHOCTW ABUra-
Tena unu xe ydactum Cadillac B roHkax «®opmyrbl-1».

JaBas nobyto peKoMeHaL Mo, fienanTe 3TO BEXX/IMBO, CMOTPS
Ha MooXKeHUe ¢ TOUKM 3peHuns nponssoanTens (JxxoH Coroann
Ha3blBaeT 3TO «B3IN1A[ r/1a3amm NapTHepa»). Bbl 4O/MKHbI MOHAT,
6yaeT v BaLle npeasioXkeHve Nose3Ho NapTHepy: NH0AN 06bIYHO
OXOTHO AenaroT TO, YTO MOMOraeT MM >XXUTb MpoLLe.

YuunTbiBas 3TOT NOAX04, Mbl 0O6bIYHO roBOPUM: «C MOMOLLbIO
3TOM LWITYKM Mbl CMOXeM Mpofasarb 60nblue MallunH. A 3TO
1 B BalIMX, N B HaLLIMX NHTepecax. Monpobyiite!» Ho Bbl AOMK-
Hbl 6bITb YBEPEHbI B NPaBOTe CBOUX CMOB. Ecnu Bala ngea npu-
HeceT naofbl, TO K BaM OyAyT NpuciyLmBaTbes 1 ganblue. Ecnm
)Ke Bbl OLLIM6GeTeCh, 0COH6EHHO B Havase Ballero COTpyAHNYEeCTBa,
TO BalUW COBeTbl MePeCTaHyT LEeHUTD.

Kak Mbl peLuaem, 4To NnpesioXnTb? STO 0YeHb MPocTo. Mbl
MpUCNyLWNBaEMCS K TOMY, YTO FOBOPAT HallX MOKynaTenum u
npoAasLbl B JeMOHCTPaLMOHHOM 3a/1e. Kpome Toro, Mbl FOBOPUM
M C HAWMMM ObIBLUMMWN KIMeHTaMn. Mbl cTapaemcs y3Hatb, Mo-
yeMy B 3TOT pa3 KTO-TO Kynwu/i HOBbI «Mepcegec», a He «Kaann-
nak» nnn «Jlekcyc».

Korga Bam ecTb UTO CKasaTb, HY>XHO HaiTWU MPaBU/IbHOIO
YesioBeKa, KOTOpPbIV BbIC/yLIAeT BalLv NPea/IoKeHUs. 3TO O4YeHb
Ba>KHbI MOMeHT. Ecnn Baw cobecefHVK roTOB K BOCMAPUATUIO
HOBbIX Mfel — 3TO 340p0oBO. Ecin HeT, TO NpMaeTcs nouckartb
KOro-TO ApYroro, rnpuyem He 0653aTe/lbHO PYKOBOAUTENA KaKO-
ro-nnm6o genapTameHTa — 3TO MOXKET ObITb U COTPYAHUK ABYMSA
YPOBHAMMU HWKe. BO3MOXXHO, BamM yAacTCs HaliTU MOJSI0A0ro
ambuLMO3HOro NpodeccmoHasnia, KOTOpPbI CTPEMUTCS HaBepxX,
a noTomy roToB K BOCMPUATUIO HOBbIX MAel, KOTOpble MOMOryT
eMy B306paTbCs N0 KOprnopaTMBHOM NECTHULLE.

Cawmblii MpocToi cNoco6 HalTU MOAXOAALLEro YenoBeKa —
nocnartb BaLIN Npea/I0XKEHNA HECKOIbKUM aapecaTam. ToT, KTO



OTK/IMKHETCA, 1N 6yfeT MPOBOAHUKOM BalUMX MAer BHYTpU
KOMMNaHun. Ho Bbl AO/MKHbI 6bITb YBEPEHbI B MPaBU/IbHOCTYU
BalLNX npensioxxeHnin. KOHeYHO, He CTOUT onpalunBaTb
9000 KNMEHTOB, YTOObI BbIACHUTbL, YTO UM XOYeTCcs MaLuuH
KpacHOro M YepHOro LBeTa, HO HY>XHO BCe-Taku MoroBopuThb
X0TA 6bl ¢ 90. Bam HY>KHbI (PakTbl, YTOObI y6eAnTbL NPON3BOAN-
Tenel KynuTh Bally naeto. M npouecc npojaku ngein npous-
BOAWTEIIO HEe CU/IbHO OT/INYAETCA OT NpoLecca NPOAaKN MaLUnH
K/MeHTaMm.

Bam Bpsag v ygactca 3aBoeBatb fosepue 6bicTpo. [MoTpeby-
eTCA BpeMs Ha TO, YTO6bl BalLy NapTHEPbI MPU3HaIN B BaC Npu-
BEP>KEHL,A MapKW, a He «MnpoJaBLa 6ecTceniepos», KOTOPbIA 6e3
KaKunx-1mb0o KOMMNEKCOB NepeKoYvaeTcs Ha Apyroli Tosap, Kor-
[la HacTaloT HeNnpocCTble BpeEMeHa.

C 0fHOW CTOPOHbI, BalUX YCUAUSA NO YAYULLEHMIO NPOAYKTa
OTHMMAIOT Y Bac BPEMS, KOTOPOE MOXXHO Obl/1I0 6bl MOTPaTUTL
Ha TOProB/t0; HO C APYroi CTOPOHbI, MOMOras NPoON3BOAUTENIO
cpenatb 6onee BOCTpPebGOBaHHLIN TOBap, Bbl 3apaboTaeTe cebe
Ha byayuiee. O6CNYXXMBaHNE K/TMEHTOB 6O0/IbLLE MOX0XE Ha Ma-
paoH, YemM Ha CNPUHT.

OCHOBHbIe BbIBOAbI

— bByabTe ybeanTeNbHbl. BONBLUMHCTBO NPOU3BOAUTENEN
WCKPEHHE BEPAT B TO, UTO OHM OT/IMYHO 3HAIOT CBOIA
PbIHOK, a MOTOMY He BCerga rotoBbl MPUCTYLLNBATLCS
K KOMY-1160. UT06bI 4OBUTHLCS UX BHUMaHWS, BaM HYXKHO
NMPOAEMOHCTPMPOBATb, YTO Bbl pa3brpaeTect B UX 6U3HeCe
TaK >Xe XOpOLLO, KaK 1 B CBOEM.

— 3acny>knTe foBepue. Ecnv Bbl XOTUTe, YTO6LI NPOM3-
BOAWTE/b M3MEHW/T YTO-IMGO B CBOMX MpoLeccax, Bbl
[OMKHbI GbITh MO/IHOCTLHO YBEPEHBI B TOM, YTO PEKOMEH-
ayete. He npuxoguTe c forafikamu v MPearonoxKeHUsMU.
MoKaXunTe, UTO Bbl 6bI/IN HACTOMUNBLI Y MHBECTUPOBA/IM



AO0CTaTO4YHO MHOI0O BPEMEHW U AIEHET, YTOOGbI noaTeepanTb
npeanosioXkeHns.

HauHnTe ¢ npocThix Beweid. MycTb BaLLIMM NepBbIM Mpes-
No>KeHneM OyfeT MpPOCTON COBET, KOTOPbI He TpebyeT
OT NPON3BOAUTENSA AOPOrOCTOSLLENO N3MEHEHNS NPOLLEC-
COB, HO MpPW 3TOM MPUHECET pe3y/bTaTbl B 0603pNMOM
oyayweM. Jo6eiTech HECKObKUX MalleHbKX nNobea, npe-
X[e YeM NnepexoauTb K 60/1ee 3HAYNMbIM COBETaM.

OTHOLLEHMS NOXOXKU Ha X0opoLlee BMHO... YeM 60MbLUe
Bblaep>KKa, Tem nydiue. MocTpoeHMe OTHOLLEHWIA ¢ Mpo-
n3BoanTenammu TpebyeT 3HaUNTeIbHOIo BpemeHw. He crie-
LINTE M He XXAUTe MTHOBEHHOro adheKTa.



IX. 3anmcrTBymnTte



[(naBa 30. 3auem n3obpertaTb
Benocunen? MNMpocro ynyywmrte ero!

Kakne 6bl HOBble HaUMHAHUA Mbl HU CTapanCb BHeAPWUTb,
Mbl BCerga CMOTpenu, Kak 3TO AenatoT Halin napTHepbl u
KOHKYpPeHTbl. 3a4yem m3obpeTtatb Benocunesd, ecnu Kro-To
yXXe cfenan ero syywyro Mogens? Hy>XHO NpocTo MpuUCMOT-
PeTLCA K Yy>KOMY OMbITY Y NMPUCNOCOOBUTL ero K CBOEN CUTY-
aunu.

MeHs, K npumepy, Bcerga pasgpaykasio Mcnosb3oBaHue
rPOMKOrOBOpPUTENEN B AUNEPCKNX LieHTpax. Ha moii B3rnsg,
3TO HenpoMeCCNOHA/IBHO Y HEMPUATHO, Korga agMUHUCTPa-
TOP MbITAETCA HANTW OPYroro CAy>kallero, UCrnosib3ys rpom-
Kyto cBfi3b. HO, noka s He npurnsgenca K pabote ogHoOWM 13
ceTell NUULEPWiA, 9 He MpeacTaBisan cebe, Kak 060MTUCh 6e3
aToro.

Kak-To B BbIXOZHbIE S NOLUes1 BMECTe CO CBOUM AeTbMW B MULL-
uepmto Chuck E Cheese. B aTom mecTe 6blna cneymasibHas
pasBnekaTenibHas nporpamMmma ¢ aHuMaumen 1 BO3MOXKHOCTbHO
nourpatk B Nintendo. Ecnm Bam XoTenock 3akasatb YTO-HUOY b,
Bbl MPOCTO NOAXOAW/IN K CTOMKe 1 denanv 3akas. [Moka Bbl
CMOTpe/n NnpeacTaB/ieHne UKW Urpann ¢ AeTbMu, Ball 3aKas
nocnesat.

YuunTbiBas LLYyM, KOTOPbI NPON3BOAUNN AETW, aHUMaUWA 1
Urpbl, He BbLI0 HMKAKOro CMbICAa Kpudatb: «Mwuctep Cbroann,
BaLla nuuua rotosal» — HUKTO Obl He yc/biwas. BmecTo aToro
npu 3akase Kaxaomy AaBasiv Homep. Korga ouepefHoli 3akas
6b111 FOTOB, CNeLMabHbIl 3BYK M3BeLLa1 06 3TOM, a HA MOHUTO-



pe MosBANCA ero Homep. 3Ta cucTema paboTana OT/INYHO.
MNMokynaTensm He NPUXOANIOCH TONMUTLCA BO3/e KYXHU, MNbITa-
ACb BbIICHUTb, FOTOB /1N UX 3aKa3.

Mbl NO3aMMCTBOBa/IN 3TY UAEKO, HEMHOIO MOAUMULMPOBAB
ee. PaHbLLUe Nocne Toro, Kak Bbl BHEC/IN [IeHbIN B Kaccy, Kaccup
roBopwa B rpoMkorosoputesns: «MawmnHy Ned73 Ha BbIXomd».
Ycnblwas 06baBAEHNE, aCCUCTEHT NpoaBLa fO/MKeH 6bla Hal-
TN 3Ty MalLUVHY W nojartb ee K Bbixody. CucteMa HUKOrga He
paboTasia 0co6eHHO XOpoLIo. Bo-nepBbIX, Lenblii 4eHb BCEMY
LEHTPY NPUXOAWIOCH CyLLATb Hally FPOMKYIO CBA3b. Bo-BTO-
pbIX, HUKOrda He 6bl10 YBEPEHHOCTU B TOM, YTO HY>KHbI CO-
TPYAHUK Criblllan 06bsABNEeHUE: B 3TOT MOMEHT OH MOr 6bITb
BHYTPW APYroli MallvHbl C 3aKPbITbIMW OKHaMW, WK 06LLaTh-
CA C KJIMEHTOM, WU >Ke MPOCTO roBOPUTHL MO TenedoHy. EanH-
CTBEHHbIM MOATBEPXAEHNEM TOr0, YTO Mbl ObIIN YCbIWAHbI,
6bln1 hakT NPUrHaHHOM MallVHbI. Ecnm »ke 3TOro He NMPOMCXo-
ONN0, TO KNNEHT Obl1 BbIHY)XXAEH XAaTb, XAaTb W XAaTb, Bbl-
paXkas Hey[oBO/NbCTBME. B 9TOM cnyyae Mbl CHOBa JasBain
06bsAB/IEHVE MO FPOMKOI CBS3WU, U BCe LU0 MO CrefytoLlemy
Kpyry

CerogHsa 6narogapss Chuck E Cheese kapTuHa HECKO/bKO
MHas. Bbl onnaynBaeTe cyeT, Kaccup BBOANUT 3TY MHGOPMALMIO
B KOMMbLIOTEP, M OHa Cpasy >e Monajaet B KOMMbIOTEP N Ha
MOHWTOp cepBuUca Mo AOCTaBKe aBTOMObunen. Korga onepartop
BUOUT 3TY MH(OPMALMIO, OH OTBEYaeT Kaccupy, YTO MallunHa
celivyac 6yaeT goctasneHa. Ecnv onepatop He OTBeYaeT, Mbl
3HaeM: YTO-TO He B MOpPsAKe, U KTO-HMUOYAb OTNpaB/seTCs Bbl-
ACHSATb, B YeM [efo.

OTnana Heo6XoAMMOCTb B TPOMKNX 0OBSABNEHUSAX, U Mbl BCET-
[a 3HaeM, NoslyyeHo N MHPOPMaLVOHHOE coOobLLEHME N Korja
6ynet aBTomMobuIb. M rnaBHoe, BpeMS OXXUAAHUSA KIVNEHTOM
OTPEMOHTUPOBAHHOV MaLLUVHbl COKPATWU/IOCh B CPEAHEM C LLIECTU
MUHYT [0 ABYX. /I BceMy aTUMN OOCTUXKEHUAMW Mbl 0653aHbl
CBOEMY BU3UTY B MECTHYIO NMULLEPUIO.



Takum >xe 06pa3om Mbl 3aMMCTBYEM MAeN BCAKMIA pas, Korja
BMAMM YTO-HUOYAb NOME3HOE, — Befb 3TO OYeHb MPaKTUYHbIN
noaxod! [1ns yero TepAaTb BPEMS U NbITaTbCA peLunTb Npobiemy
caMuM, ec/iM 3TO YXKe KTO-TO cfenan 3a Hac? KoHeuHo, 6biBatoT
YHUKa/IbHbIE CUTYaunK, C KOTOPbIMY BaM MpUaeTcs CrpaBisaTb-
Csl CaMOCTOATeNbHO. HO BCTpeyatoTCsA OHM KpariHe peako. B 6051b-
LUMHCTBE C/ly4aeB XOpOLLee peLleHre MOXHO M03anMCTBOBATb.
Bunn MappuoTT HaBepHSKa 3HaeT ropasfo fydlle MeHs, Kak
opraHv3oBaTb 0OCMY>XMBaHME OFPOMHOr0 Konmn4vecTsa ntofel
6bICTPO 1 3hPeKTMBHO. TakK noyemy He BOCMO/b30BATLCH €ro
onbIToM? No4vemy He NCMONBL30BaTb NyyLlve pereHns McDonald's,
American Airlines, Disney, agantupys uUx nog notpebHocTu u
0CO6eHHOCTYM BaLlero 6msHeca? Mbl NOCTyNaemM UMEHHO Tak. (310
M OAVH N3 CEKPETOoB ycnexa KHUI Toma Mnutepca: B HUX OH pac-
CKasblBaeT 06 OonbITe Ny4LLIMX KOMMaHWIA.)

MbI y>Ke pacckasbiBasiv, Kak HaM MOMOr OnbIT JWCHes B CO-
34aHMN 1 ohopmneHnn paboyero nNpocTpaHcTea. Mbl Takxke
BbISICHUN, KakKue CTPOUTeSIbHble U OTAE/I0YHbIe MaTepuasbl
ncnosb3oBaHbl B pectopaHax McDonald's, n B Hawwux cepsuc-
LEeHTpax Ternepb UCMO/b3yeM TOMIbKO UX. ECn oHY Bblgep>KnBa-
0T TaKoe KOJINYeCTBO Hor, kak B McDonald's, To oHn goctatou-
HO Kpernkue v 4 Halleil pEMOHTHOI mMacTepckoii. U mbl co3ga-
Ba/I1 CBOKO MPOrpaMmy rno CTUMY/IMPOBAHUIO CObITa MOC/ne Bbl-
xopa nporpaMmmbl American A Advatage.

Ecnu nges pabotaeT B 04HOI KOMMaHWK, Bbl MOXETE GbITh YBeE-
PEHbI, UTO OHa cpaboTaeT U B ApYyroii. /lloan He Tak YX CUIbHO
OT/INYAKTCS ApPYr OT Apyra.

KHWUIM 4N MeHs ABMAKOTCA HENCCAKAEMbIM UICTOYHUKOM I/I,ELBI‘/’I.
Hwxe npueeaneH CnnMcokK Monx NIIOOGUMBIX.
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Mbl cuMTaem MeTOZ 3aMMCTBOBaHWS UAeli HacTONbKO Mo-
NE3HbIM, YTO OPraHU3yem KX creuvaibHble NMOoJeBbIE MOUCKMU.
Haww mactepa no Ky30BHOMY PeMOHTY e3aunm B Kanudop-



HWUIO, YTO6bI 03HAKOMUTbLCA C MECTHBIM OMNbITOM. PyKOBOAUTE b
3TOro AernaprameHTa NnobbiBas B TyULLINX MacTepcknx EBponbl,
4TOObI MOHATH, KaK UM yAaeTcs Tak MacTepcky noabmparb LBeT.
B pesysnbTarte Mbl Tenepb UCNosib3yem Kpacku Sikkens n kpacuiib-
Hble Kamepbl Garmat.

Mbl TakxKe fiefiaem 3aKynKuy y HalxX KOHKYPEeHTOB. 3TO OKa-
3bIBaeT HEOLIEHNUMYHO MOMOLLb, MOTOMY YTO MO3BOJIAET Y3HATb
WX CUJ/IbHbIE CTOPOHbI. A MoceLLar Ux AeMOHCTPALMOHHbIE 3aSbl,
YTOObl MOCMOTPETb HA UX MepYeHAaM3nHr. Y Hac ecTb M napa
YenoBeK A1 KOHTPOJbHbIX 3aKyrnoK aBToMo6uen, ubn nuua
HEN3BECTHbI KOHKYpPeHTaM. TaK Mbl y3HaeM CeKpeThl X CepBuCa,
YPOBEHb LieH, OTHOLLEHWE K NOKYyNaTensaMm, a rnaBHoe — 4To-Hu-
6yab, Yemy CTOUT noyuntbes. (Kak pesynbTaT, Mbl, Hanpumep,
CMEHW/IN CBOM 6aHK Ha 6aHK KOHKYpeHTa A5l 06Cy>KnBaHus
MOKYIOK B KpeauT.)

BpemeHamu Mbl roceLiaem MecTa, KOTOpble HE UMEKOT HU-
yero obLuero ¢ HawWmMmM 6M3HecOXM — pecTopaHbl, My3eun, oTe-
NN, NapkKu, — TOJSIbKO A/11 TOro, YTobbl MOCMOTPETb, KakK Yy
HUX OPraHN30BaH K/IMEHTCKUI CepBUC, OCBELLLEHME UM MY-
3blKa/IbHOE O(POpPMI/IEHMNE, HOCAT NN COTPYLHUKN YHUDOPMY
N Kakylo.

MHorpga noay, KOTOpbIM S pacckasbiBaro 0 Hallem oribiTe
3aMMCTBOBaHMS, BOCKIMLAKOT: «/[a, 3TO NPeKpacHO 1, HaBEPHOE,
pa6oTaeT TyT y Bac B Jannace. Ho y Hac B Hbto-Mopke (CaH-
dpaHUUCKO, Ynkaro) KveHTbl COBCEM ApYrue. Y Hac 3aTo pa-
6oTaTb He BygdeT». Yenyxa. HNUTO Tak He pasgpakaeT MeHs,
KaK MycTble (hpasbl TMNa: «3T0 He OyAeT paboTaTb Tam, rge f
YKMBY». MHOXECTBO MpeKpacHbIX NporpamMm 1 cucTem, KOTopble
yCrewHo paboTatoT y Hac, Mbl MO3aMMCTBOBa/IM B pa3HbIX Yac-
TsX cBeTa. M Bce aTu ugeun pabotatoT B dannace, B Punagens-
tun, Hoto-Mopke, Jloc-Angkenece n gaxe B8 Hosom Opnea-
He — a 9TOT ropopj, O4YeHb CU/ILHO OT/NMYaeTca oT [annaca.
MHorve roBopuaun, 4T HaWM NPUHLNIMbI BeAeHUSA Bu3HecaTam
HenpuemsieMbl, MOTOMYy 4To mogu B HoBom OprieaHe 6onee



TpeboBaTenibHbl Y NPMKXMMUCTbLI. HO, Kak nokasana npakTu-
Ka (y Hac Tam ueHTpbl Cadillac n Chevrolet), Hawa cuctema
c6oeB He faeT. Jlioan NHOGAT XOPOLUMIA CEPBUC HE3ABUCMMO
OT TOrO, rfe OHW XMBYT.

Cawmble nyyLume cMcTeMbl paboTatoT B IH060M MecTe 3eMHOro
wapa. U ecnu y Bac nx elle HeT — NOULLIUTE KOMMaHWN, Y KOTO-
PbIX MOXXHO YTO-TO NO3aMMCTBOBaTb, BO3bMMUTE BCE JTyULLIEE U
afanTupyiiTe K CBoeMy BU3Hecy.

OCHOBHbIe BbIBOAbI

— 3anmMmcTBYyiiTE — 3TO BbICTpee. byab Yy Hac JOCTaTOYHO
BPEMEHU, MOXKHO 6bI1/10 Obl Takoe N306pecTu... Ho 3auem
TpaTuTb 3TO Bpema? BcTpeyascb ¢ HOBOW Npo61emoii,
NPOCTO CMOTPUTE BHUMATE/IbHO N0 CTOPOHAM, 1 Bbl YBU-
[1Te, 4TO KTO-TO €e Y ke peLuunsl.

— 3aumcTByliTe nydwee. Ecnm y)k 6paTb KOro-To 3a obpa-
3el, — TaK maepoB 6msHeca. KTo Havnydwmm obpasom
COAEPXXUT CBOK TeppuToputo? KoHeuHo, ucHei! IMeHHO
OH CTaJ1 4/19 Hac 06pasLoM, Korfa Mbl peLasnu, Kak AosmkHa
BbIrA4eTh Hala nyxalika. MoKpbITYe Ha NOJY B HaLleM
CEepPBWCHOM OTAe/NIleHNN caenaHo noctasLw koM McDonalds.
MbI y3Hanu, 4TO B MOUCKAX Camoli MPOYHOWN NAUTKN OHK
noceTunmn Bcex NpoussoauTeneli Ha 3emne. Ham e He
MPULLIOCH 3TOrO Ae/iaTb — Mbl MPOCTO BOCMO/1b30BA/INCH
NX HaxOAKOM.

— AKTVBHO ULLMTE NAEN, KOTOpPble MOTYT OblTb 3aMMCTBO-
BaHbl. OpraHusyiiTe cneuynasbHble Bbl1a3KM 3a HOBbIMU
naesamun. Ecnv Bbl BUAMTE pelleHne, KOTOpoe BaM Hpa-
BWTCS, — pPaccnpocuTe 0 Hem. JToan N6ST paccKasbiBaTb
0 CBOEM 6U3Hece.

— He 6oliTeck MmoaudrumMpoBaThb. Yepes Halll aBTOLEHTP
He MpoXoAWT MOoe3f Ha MOHOPESLCE, U Y Hac He ocTa-



HaBNMBAKOTCA KaXKAYH HOYUb ThICAUN NOAEN, KaXKabli
M3 KOTOPbIX XOYeT NpocHyTLCA B 7.00. N Tem He meHee
Mbl UCMOJb3YeM naen AncHes No NogaepXaHuio YACTOThI
1 nopsgka u MappuoTtTa no 06Cy>XKUBaHUIO 60/1bLLIOTO
KONu4yecTBa nogdein. A mognukauumn aTnx ngeii No3so-
NAKT UM MOMHOCTHKD COOTBETCTBOBATL OCOBEHHOCTAM
Haller cuTyaumm.



[(naBa 31.0 HEKOTOPLIX BeLax Bbl
Aavxke 1 He nogo3peBasiv

Mappu TpymaH rosopun: «Bbl HUYEro He 3HaeTe 0 Tex Bewax, o0
KOTOPbIX HUKOTAa He YnTasin». Mbl O4EHb LEHMM HalLUMX KOH-
cynbtaHToB CTteHnm Mapkyca, CtuBa MansaHn u Toma NMutepca,
MOCKOJ/IbKY OHW PacLUMpPAOT HaLUW MO3HaHUA.

Korga Mbl XOTUM Moc/iywaTb 0 noaxodax v naesax Apyrmx
KOMMNaHWA B CUCTEMATU3MPOBAHHOM BWAE, Mbl NPUraLiaeM KOH-
CyNbTaHTOB. OHM 6blBa/IV B TEX MECTaX, KOTOPbIX Mbl HE BUAENN,
n pabotasnm co MHOTMMW YCMNELWHbIMU NI0AbMU, C KOTOPbIMU
Mbl JaXe He 3HaKOMbl. OHU npegnaratoT UAen, K KOTOPbIM Mbl
HUKorga 6bl He MPULLIN CaMU.

Ecnn ¢ kem-nnmbo u3 KOHCY/bTaHTOB HaMm paboTaeTcst KoMdop-
THO, TO Mbl BHOBb 1 BHOBb 06paLlaemcs K ero ycnyram. Yem gonb-
We Mbl paboTaem BMeCTe, TEM /lyulle KOHCY/bTAHT 3HaeT Hall
6u3Hec 1 TeM a(PheKTUBHEE HaLlle COTPYAHUYECTBO. [NpeKpacHbIM
NPUMEPOM TaKMX OTHOLLEHWIA MOXXET CAY>XWUTb Hawa paboTa ¢
Mutom bpaawoy. Mbl BnepBble BCTPeTUNNCH B [TapBape Ha ceMu-
Hape NoO opraHM3auVoHHOMY MOBEAEHWNIO, KOTOPbI cobupana
komnaHus Cadillac. B To Bpems MUT Hu4Yero He 3Han 06 obcny-
XXNBaHMM 1 Npogdakax aBTomobuneil. OgHaKo OH GbICTPO BCEMY
Hayunnics, NPMoBLLMB 3TV 3HaHWSA K CBOEMY OMbITY KOHCY/bTa-
LUNOHHOM paboTbl C aBUaKOMMNaHUAMU, N34aTeNbCTBaMM N HedTS-
HbIM 6U3HECOM.

OH caenan NHTePEeCHbI BbIBOA: Te NIHOAW, KOTOpbIe LIEHAT cebs,
JenatoT Ny4Llyro paboTy 1 3HaYUTENbHO 60/bLLIE 3a60TATCA O CBO-
NX KnveHTax. BoT uTo oH rosopus:



«ECnn Mbl NFOGUM 1 yBaXKaeM cebsi, Mbl MOXXEM NMO3BO/INTL Cebe
ObITb OT3bIBUMBBLIMU 1 MPUCTYLLMBATLCA K MOXENaHUAM ApYTUX
nmogeii. Te, KTO YyBCTBYeT cebs 6eCCUIbHBIM 1 He CUMTAET cebs
LIeHHbIM, HE C/TIMLLIKOM 3a60TATCA 0 HY>XXUX NPo6eMaxs.

CekpeT, o cnoeam bpagLioy, 3akno4aeTcs B TOM, YTOObI CO-
3faTb aTMOC(epy, B KOTOPOI KaXKAblii COTPYAHWK YyBCTBYET, UTO
ero paboTta BHOCUT BK/aj B ycrnex KomnaHun. OH BblfenseT ye-
Tbipe KOMMNOHEHTa BHYTPEeHHEN YBEePeHHOCTU 1 BbICOKOW camo-
OLEHKN COTPYAHUNKOB.

1. JocTmkeHusi. OGHLEKTUBHO M3MEpPEHHbIe pe3ysbTaThbl
[OEeATENbHOCTM COTPYAHUKA COOTHOCATCS C SICHBIMU 1
CcrnpaBef/IMBbIMUY LensaMu. JLOCTUXKEHWE Liesield Hanpsmyo
BAINSIET HA OMN/aTy U NPOABVXKEHME.

2. YyBCTBO, UTO 0 Tebe 3a60TATCA. YCnosus paboThbl 4EMOH-
CTPUPYIOT YBaXKEHVE U 3a060Ty paboTogdarens 0 coTpya-
HMKax.

3. NMonHomoumnsa. KomnaHus NnooLwpseT NHANBNAYa/IbHOCTb
1 CaMOCTOATE/IbHOCTb CBOMX NIOAEN — Npu YC10BUKN COB-
NoeHNs 06LLMX CTaHAAPTOB U LieHHoCTel. OT KaXaoro
XKAOYT NAei 0 TOM, KaK MOXHO 6bI1/10 6bl yIyULLINTb paboTy.
Jto6ble naen MoryT 6bITb YC/bILaHbI, @ TOT, KTO UX reHe-
PUPYET, UMEET B/INSHME.

4. TIpUHUUMBI N LLeHHOCTU. B npouecce oT60pa COTPYAHU-
KOB O6LLHOCTb LIEHHOCTEl f0/MKHa ObITb MPeBbILLIE BCETO.
KomnaHua gomkHa cneguTb 3a cCob/1I04eHneM CTaHaapToOB
NOBEAEHWNS M YBOJIbHATL HapyLUUTENEN.

Kak Bbl, HAaBEPHOE, Y)Ke 3aMETUNIN, Mbl CrieayeM Uaesm bpag-
LIOY, M OHV NMOMOraroT HaM B Pa3BUTMM HALLMX aBTOLLEHTPOB.

KOHCYNbTaHTbI BbIMOHSIOT €eLe O4HY BaXKHYHO POJib — POSib
HEe3aBUCUMbIX COBETHMKOB. HeKoTopble BELY HEBO3MOYXKHO 06-
CYZUTb CO CBOUMMU PAaBOTHUKaMM: HarpuMep, BOMPOC Mpoaaxu



KOMMaHUW NN YBOJIbHEHNS COTPYAHMKA, KOTOPbIA npopaboTtan
MHOrO eT, WX BOMPOC O HaliMe MeHe[kepa BbICLLErO 3BEHA.
B aToM cny4ae nyudile norosopuTb C TEM, Y KOFO HET SINYHbIX
WHTEPECOB B KOMMaHUMU.

[na Hac B aToW posuv BbicTynan MuT. Jllogn Mornm npuinTu
K HEMY M CKa3aTb: «Y MeHSi ecTb C/10XKHas npobnema ¢ Kapnom
UM ¢ MOUM MeHePKEPOM», — N OH MOJACKa3blBa peLleHue.
Kpome Toro, oH NpPoBOAWI HaLLy eXerofHyo BCTpeyvy MeHeke-
poOB, Ha KOTOPOI Mbl 06CYXAann MMetoLmnecs npobaemMbl u
BO3MOXXHOCTW HaLLMX LIEHTPOB.

Momumo 3toro MuT BbICTyMas MOUM JINYHBIM COBETHUKOM.
£ He Bcerpa cnefoBa ero peKomeHAaUmam, HO BCErfa BbICOKO
LleHW/1 BO3MOXXHOCTb YC/IbILaTb HE3aBMCUMOE MHEHWE.

Fappw TpymaH 6bin Npas, Korga roBopwn: «Bbl He 3HaeTe Huue-
ro 0 Tex Belax, 0 KOTOpbIX He uMTann». Korga Bbl pa3BuBaeTe
CBOIi 6U3HEC, ULLUTE TEX JIIOAEN, KOTOPbIE YXXe NPOXOANN 3TUM
nyteM. OHM 06/1aal0T 3HAHUAMU U HaBbIKAMU, KOTOPble BaM
Tak Heo6XoANMbI.

CTeHnun Mapkyc Bcerga TBepAu 0 TOM, YTO Mbl JO/MKHbI B3rNs-
HYTb Ha Bellu rnasamm KnveHTa. bnarogaps emy Tenepb HU 04HO
HOBOBBE/EHVE HE MOXET ObITb peasin3oBaHo, NOKa Mbl He yoeaMM-
cA, UTO OHO B MHTEepecax KNneHToB. Korga CTeHNU BhiLLeN Ha NeH-
CUIO C NOCTa NpefcefaTens COBETa AMPEKTOPOB KoMnaHum Neiman-
Marcus, s cipocun ero, Mor 6bl OH paboTaTb CO MHOW B Ka4ecTBe
KOHCy/bTaHTa. OH yNbIGHYNCA U cKasan: «Kapn, Tbl He CMOXKeLLIb
cebe No3BO/IUTb HaHATb MeHs». M OH Obin Npa., 1 He MOT HaHATb
ero Ha NMOCTOsIHHYHO paboTy. Mbl 4OroBOpUANCL BMeCTe 06efjaTh
pa3 B Mecsil. 3TO 5 MOr ce6e Mo3BOANTb. Tak M Hayanoch Halle
coTpyAHU4ecTBo. CTeHn pa3bmpasics B TOProe/ie aBTOMOGUNAMN
KaK HUKTO apyroi. OgHa 13 Hanbonee BaXKHbIX BELLEA, KOTOPbIM
OH Hay4un MeHs, — 3TO TO, YTO OPMEHTAaLMA Ha Ka4eCcTBO Bcergja
npuBoANT K nobege. CyllecTBYeT Lefblid Knacc NnoTpebutenei,



KOTOpble BO BceM 6GO/IbLLE BCErO LIEHAT KaYecTBO. Ec/n Bbl Npoga-
eTe /lyyLlre MalUVHbI, MPeA0CTaB/sis ydllee 06CNyXMBAHUE, TO
3TN K/MEHTLI CaMW HaligyT Bac. A MepcoHa, creaytowmii npa-
BUJIbHbIM LLEHHOCTSIM, HE JacT UM YITW € MYCTbIMU PyKamu.

OCHOBHbIe BbIBOAbI

— BbloTBeuvaeTe 3apaboTy Ballein komnaHuu. icnonb3osa-
HMe KOHCY/IbTaHTOB — MOJie3Has LUTYKa, HO He 3abbiBaiiTe,
YTO OHW He 3aMeHAl0T Bac. Ec/v Balle LWecToe 4yBCTBO
NoACKa3bIBaeT BaM peLLeHVe, credyiiTe emy — Bbl OyaeTe
npasbl B 99 ciyyasnx u3 100. MNpuBnekaiTe KOHCY/IbTaHTOB,
YTOObLI MONMYYNTHL HOBbIE UAEN U MPOTECTUPOBATL CBOU
COGCTBEHHbIE.

— OnbIT MOXKET 6bITh XOpPOLWNUM yunTenem. Korpga Bbl
HaHMMaeTe KOHCy/bTaHTa, ULWMTE TOro, KTOo 06nagaeT
yCrnewHbIM ONbITOM. BO3MOXHO, OH Y>Xe npoLulesn Bce To,
Ha/l YeM Bbl ceiiuac GbETECh.

— BbIcTpavBaiiTe oTHoWweHWs. Haiias oguH pas xopoLlero
KOHCY/IbTaHTa, He 0TX0AMTE OT Hero Janeko. Co BpeMeHeM
XOPOLUWNIA KOHCYNbTaHT CTAHOBUTCSA TOMbKO NydLue. OH Bce
60nbLLE 1 60/bLUE Y3HAET 0 BaleM GM3HECE M MOXKET Mpea-
NIOXKNTb BCe 60/IbLUe 1 6Oo/bLUE MOME3HbIX NAENA.



X. Baw nmmnox



[(naBa 32. [loBOpuUTE MATKO, HO...

Korpga mbl gymaem 0 TOM, Kak OyfeT BbIrNsafeTb Halla pekama,
Mbl CTaBMM fBe uenv. Bo-nepBbiX, Mbl XOTUM, YTOObI peksiama
oTpakana To, KaknMm 06pa3om Mbl BefeM CBOW 6U3Hec, U BO-
BTOPbIX, Mbl XOTUM CO34aTb YTO-TO, YEM Mbl CMOXEM FOpPAUTLCA
nepes, HalWmMMM POAHLIMWU N APY3bSMMU.

Co3fasas peknamy, Mbl BCerja noMHUM, YTO JIEXXUT B OCHOBE
Hallero 6u3Heca. BmecTe ¢ HaWMM peKNaMHbIM areHTCTBOM Mbl
BblpaboTasIM NPOCTYHO MAEK, KOTOPYIO AOHOCUM A0 noTpebuTe-
neii. BoT ee cyTb: «ABTOUEHTPbI Cblo3/1a Bcerga paboraroT
4eCTHO, C YYBCTBOM COBCTBEHHOIO JOCTOMHCTBA U CTUA, Npes-
naras KJIMeHTY NyULUniA CepBUC.

MbI CTPOMM Hallly pekiiaMy, OCHOBbIBasACb Ha 3Tol naee. Mol
BCerfja pacckasbiBaeM MpPoCTYHO VCTOPUIO, COMPOBOXKAas ee
My3bIKOW. Mpy 3TOM rnaBHas MbIC/lb OCTaETCA HEU3MEHHOIA:
Be/lb €C/IN FTOBOPUTL NMOTPebUTENIO TO OAHO, TO APYTrOe, MOXKHO
BBECTU €ro B 3abny>xaeHune. Bbl norimeTe, 0 YeM Mbl FOBOPUM”
NMpoYMTaB HECKO/MbKO CLEHapueB Hallel pagMopeknambl npo
LUNbIX NeT.

Auktop: Ceoann Bunnumx Kagunnak npocut muctepa CreH-
nM Mapkyca B [BYX C/ioBax pacckasaTb 06 ycryrax Kom-
naHuun.

Mapkyc: Comepcetr MoaMm ofHaxabl ckasas: «Kn3Hb cTpaH-
Haa wTyka. Ecnu Bbl cornawaeTechb TO/ILKO Ha Camoe Nyudllee,
Bbl YacCTEHbKO Mosiydyaete 3To», A 0BGHapPYXW, 4YTO NAU, OA-



HaXXAbl MCMbITaBLLMe flydllee 06CnyXnBaHme, peko ULLYT Apy-
rMx napTHepOB.

AukTop: Bonbwe 70 net cembs CbioanoB 06¢cnyxumBaeT ca-
MbIX B3biCKaTeslbHbIX NoTpebuTeneil. bnarogapsa aToii NOAUTK-
Ke KOMMaHus cTana KpynHedwum gunepom Kagunnaka Ha
lOro-3anage. OHa paboTaeT no cybboram, npegnaraet OfHY
n3 150 mawuH B3aMeH CAaHHOW K/IMEHTOM B PEMOHT, MC-
nonb3yeT yAobHYl0 cucTemMy npefsapuTesibHON 3anncu u, 4to
camoe BaxkHoe, yaenseT NepcoHas/IbHOE BHUMAaHWE KaxkaoMmy
KNINEHTY.

Mapkyc: TlpefctaBngaa KIMeHTaM UCKIUYMTeNbLHOE 06cCny-
XUBaHWE, Mbl CTAHOBUMCA A/19 HUX HaAEXHbIMU MapTHepamu.

AnkTop: Cboann Bunnngx Kagunnak, JleMMoH-aBeHI0, BO3-
e yHuBepcuTeTa.

PoHOBble 3BYKWU: Mys3blka, Ha (DOHe KOTOPOW C/bILWHbI 3BY-
K/ OBWXEHUS CTapVHHbIX aBTOMO6GUNeii.

AukTop: 1911 rog. Amepuka BnbGneHa B HoBOe n3obpeTe-
HVe — aBToMO6W/b. Cembs Cbl03/1/10B HAYMHAET NPOAaXY Ma-
LWKH. OHa CTPOUT CBOW BU3HEC Ha npuHumne: «OTHOCKCH K K/u-
EHTY TakK e, Kak Tbl X0Tes 6bl, 4TO6bl OTHOCUNUCK K Tebex». C ro-
[amn 3TOT MPUHLMN OCTa/ICA HEU3MEHHBLIM U MO3BOJIN/ CEMbE
OTKPbITb LWECTb aBTOLEHTPOB.

PdoHOBbIE 3BYKW: Y/IMYHble 3BYKM COBPEMEHHOro ropoaa.
Awnktop: 1990 rog. AMepuka BobneHa B aBToMoO6UIn, 1 ce-
Mbsi CblO9/1/10B BCe Tak e BefeT CBOM 6Ou3Hec, pyKoBOA-
CTBYSICb CTapblM MPUHLMMNOM. BpemeHa MeHATCA, HO UCTUH-
Hble LEeHHOCTM He cTapetoT. Cooann Bunnupx Kagunnak-
CtepnuHr, Cbtoann Onpgcmobuns, Cbhioann Bblovk-HaHaein
n Cotoann Jlekcyc. Tpagnumm ceMeMHOro 06CyXuBaHus
c 1911 ropa.

Mbl HafieeMcs, UTO 3Ta peksiaMa npodaet. A He AyMmato, 4To
CTOWT MCMOJIb30BATb arpecCUBHYHO PEKIaMy UM TaKyto, KOTopast



BBOAUT K/IMEHTOB B 3a6/1y>KAeHNe. DTO MOXET paboTaTh Kakoe-TO
BPEMsi, HO B KOHLIe KOHLOB MPUBEAET K 06paTHOMY 3h(heKTy.
B cBOMX ponvKax Hafio MPOAEMOHCTPMPOBATL KMace U CTUSMb —
3TO BbIJENINT UX Ha (POHE APYTUX, HA30MIMBBLIX U KPUK/UBBIX.
Mbl He MeNbTELLUM B CBOUX LIEHTPaX 1 He AenaeM 3TOro B CBOei
pekname.

Vicnonb3ysa peknamy, NOMHUTE, YTO OHA SAB/IAETCA OTPaKeHUEM
CyWHOCT BaLlero 6usHeca.

Mbl He 3aaBfseM, YTO Y Hac camoe Jfyyllee ob6Cny>KnBaHme
W camblil OPY>Kento6HbI NepcoHan. BmecTo aToro mbl cTapa-
emMcsl JoKasaTb Hally MnpeuMyLlecTsa ¢ NMOMOLLbIO (DaKTOoB.
B pekname Mbl geniaem akLEHT Ha TO, UTO paboTaem no cyb66oTam
N 4TO K ycnyram knmeHTos 150 mMalluviH, ogHY M3 KOTOPbIX OHU
MOryT 6ecrniaTHO UCMO/b30BaTh, CAaB MalUUHY B PeMOHT. Noc-
Ne TOro Kak K/MeHT B MepBbli pa3 BOCMO/b3YETCA HaLUVMWU
ycnyramuv v novyBCTBYeT Hall CTW/b, OH BO3BPAaLLaeTCs K Ham
CHOBa 1 CHoOBa.

OCHOBHbIe BbIBOAbI

— Knacc. ToT, KTO CTapaeTcsi BbIUTPaThb, Npeasiaras camyto
HM3KYHO LEHY, He MMeeT Gyayluero. B pekname He CTOUT
roBOpWTL O LieHe. BMECTO 3TOro Beerga ctapatech paccka
3aTb O MPVHLMMNAX, HA KOTOPbIX OCHOBaH Ball GU3HEC.

— [leMOHCTpUpYii, a He feKnapupyii. He rosopuTe, 4Toy Bac
camble ApY>KeNto6HbIe NpoaaBLbl. [prBeanTe HECKO/BKC
NPMMepOB KX NoBeaeHUs. MycTb KIVMEHTbI caMu CAenatoT
BbIBOApI.

— Bce, uTO BbI fenaeTe, paboTaeT Ha Bawl 6peHa. Kaxpaas
Mesniodb (DOPMUPYET GPEHA KOMMaHWUW 415 K/TMEHTOB Y
COTPYAHVKOB. Mbl JEMOHCTPUPYEM, YTO A/15 HaC AeNCTBY



Te/IbHO BaXKHO. /IMEHHO NO3TOMY TaK 3Ha4uMbl OeTasn,

6yab TO (hopMa Halleii 0gexabl, KauecTBO MCMOb3yeMON
Bymaru nnu CTWib Hallel peyn.

HaingnTe Bpems, 4T06bl NO3HAKOMUTLCA C OTUYeTaMm
NCCnefoBaTEeNbCKMX KOMMAHUA 0 peRTMHIax pasinyHbIX
CMW. 3710 He BbICLIas MaTeMaTuKa, YTO O6bl BaM HM FOBO-
pwan BalUn peK/iaMHbIe areHThbl.



[(naBa 33. Npomoakyunu:
doyT60/1KN C CUMBOJIMKON

NN noanepxka
CUMPOHMNYECKOro opkecTpa?

Hawm npomoakumm, Kak 1 Halla peknama, Npu3saHbl NOCTPOUTb
B3aMMOOTHOLLEHNS C HALUIMMW KIMEHTaMu. Mbl XOTUM, YTOObI
YNOMMHaHNE O HalnX aBTOLEHTPax BbI3blBA/IO Y K/IVNEHTOB
NoNOXUTE/NbHbIE 3MOLMN N 06pa3bl. CBOMMM NPOMOAKLUSAMUN
Mbl XOTMM MOAYEPKHYTb MHANBUAY&/IbHOCTb Halleli KOMNaHuu.

Korga s 6611 MmaneHbkuM, B [lannace o6pasuom Ans Bceli pos-
HWUYHO TOProean cnyXun marasnH Neiman-Markus. Y HUX 6bi1a
nydllaa cuctema MepyeHgalisuHra, camble Apy>KentobHble rnpo-
JaBLbl, W, eC/IN Y BaC BO3HUKaIM NPo61eMbl C KyM/IEHHOW BeLLbHO,
ee Bcerga Mo>KHO 6b1/10 BepHYTb. bes Bonpocos. Bnagenew, Kom-
naHun CteHnn Mapkyc ntobun nowyTnuTb, U BCes 3a HAM ero
MarasvH npuobpen penyTaLmio Becenoro mecta. OHM NOALEPXKM-
Ba/IM ee, U3 r0fa B rof, roTOBs 3KCTpaBaraHTHbIe NoJapKM K Pox-
[ecTBy.

Mprmep 3TOM KOMNaHUK 3aCTaBWU HaC 3a4yMaTbCs 0 TOM, Kak
€03aTb COBCTBEHHbIN AOCTOMHbBIA MMUMK. O6bIYHO AnnepcKme
LEHTPbI He Bbi3blBa/IM A06PbIX YyBCTB. Mbl peLLInaIn Ncnosb3o-
BaTb MPOMOaKUUW, 4YTOObl MOKasaTb NHOAAM: HalW LEHTPbI
B /IyULLYIO CTOPOHY OT/IMHAOTCA OT APYTUX.

Mbl Hadanm Hawly nporpaMmy, fMpurnallas KAneHToB Ha
€XErofHyH0 BEYEpPUHKY, rae npeacTaBnsa/ivn MOAEeN MalluH
cnegytouiero roga. Mbl npegnaranu wamMmnaHcKoe, pocToundbl n
BKyCHelwune geceptbl. Ha BeuepuHke 06sa3aTeslbHO Urpaa op-
KEeCTp, a BCe COTPYAHMKM OblN Npy rancTykax. Haiuei uensto
He 6b1710 NPOAATb MaLLMHbI HOBbIX MOAesel TyT Xe (XOTA ecnn



K/IMEHT 3aropasics, Mbl He OTKa3bIBa/INCb) — B LIEJIOM Mbl XOTe-
N1 0TNpa3fHOBaTh Hayaso HOBOrO Ce30Ha M nobnarofapuTb
HaLUNX K/IMEHTOB.

C KaXablM rofom Mbl Aenanu Bce 60/nee MHTepecHble Mnpes-
cTaBnieHus. Jlappy XarmaH — O4YeHb W3BECTHbI akTep U3 no-
NynsapHOro cepmana — MOMOras HaM OTKPbIBaTb Hall HOBbIN
ueHTp Cadillac. UTo6bl yBMaeTh ero, npuwno 6onbie 5000 ve-
NIOBEK.

(Boob6Lue-To Mbl NpUrialany TobKO HAMX KIWEHTOB, HO
CNyXamu 3em/sifl MONHUTCA. 1 B KOHLe KOHLIOB Mbl MPUriacuiv
BCeX, KTO MpuefeT K Ham Ha «Kagunnake». Jliogm npuesxanu
CO BCEro LUTaTa, U Ha CTOsIHKe, paccunMTaHHOM Ha 5000 mecT, He
XBaTW/0 MecTa. HekoTopble 0c060 NpeAnpUMMUMBbIE BNafesbLbl
[JOMOB BO3/1e HaLLero ueHTpa caasany NapkoBOYHblE MecTa Nps-
MO Y cebs BO ABope.)

MpoMoakumMn npvBfekalT K BaM BHMMaHue. [lo3aboTbTechb
060 Bcex AeTasisix. MiHaue y nofieidi ocTaHeTcs HENPUSITHOE Brie-
yaT/IeH/e — YTO ropasfo XyxXe, YeM ecnim 6bl Bbl BOOOLLE HUYe-
ro He Jenanu.

Mbl OpraH13oBbIBaIM BbICTaBKY NOKopuTeneit 3anaga ns My-
3es1 KOBOOWCKOI cnaBbl U Npurnawanu K cebe Accoumaunio co-
bupateneii mogeneii xene3HbIxX 4OPOr, U pOAUTENM NPUBOANIN
K Ham CBOMX aeTeli (MM Hao60poT?) NOCMOTPETb Ha UTPYLLEYHbIE
noesga. A NOCKO/bKY BCe TIOBSAT BKYCHO NMOECThb, Mbl BCerja npu-
rnawany oT/IM4YHOro nosapa.

Bce 31O, €CTECTBEHHO, NMPUBAEKANO MHOAE/ B HaLLW LeHTpbI,
HO He 3TO 6bl1I0 Halleii OCHOBHOI Lenbto. Mpexxge BCEro Mbl
X0Tenn nobaarofapuThb HalMX KMEHTOB 3a TO, YTO OHW MOKY-
nasy MallVHbl UMEHHO Y Hac. 1 BTOpOe, Mbl XOTeIM NOCTPOUTb
ANuTeNbHble Y JOBEPUTE/bHbIE OTHOLLEHMS C HALUMMUW K/UEH-
Tamu, 4T0Obl OHM BHOBb U BHOBb BO3BpALLA/IUCh K HaM.



OCHOBHbIe BbIBOAbI

— Kavkpas npomMoakumsi omKHa HECTW Maelo Ballero 6us-
Heca. Bbl co3faeTe cebe onpeaeneHHbI UMUMK. MoaTomy
Hefb3si OJJHOBPEMEHHO CMOHCUPOBATb CUMBOHNYECKUTA
OPKecCTp U pasgaBaTb (DyTOOMKN Ha NepeKpecTKax.

— Ecmmy Bac eCTb COMHEHWS,, MpUrnacuTe TONbKO BaLUUX
CcTapbIX KIMEHTOB. Bbibrpas mexay npuriallieHnem
NOTeHUUWaNbHbIX U CTapbIX KIMEHTOB, OTAaBalTe npea-
nouTeHWe NocnefHUM. MIMeHHO 6narofaps UM Bbl MeeTe
CBOI1 KyCOK x/ieba ¢ mac/iom.

— bByabTeBHUMATENbHBI K Ae Ta1M U He CKynnTech. OfeHbTe
BaLLl MepCOHa B /Ty4LLne KOCTHOMbI, MPUrIacuTe OPKeCTp
1 KynuTe CBeXXUX LBETOB. MOMHUTE, Bbl paboTaeTe, YTOObI
co3faTb BrieyaT/IeHNe, KOTOPOE O/MKHO OCTaTbCs Y BaLLIMX
KMEHTOB. YTO nyylle: 4To6bl OHU BCMOMMWHANN BbIAOX-
LUYHOCS Fa3uMpOBKY W 3aCOXLUME TOCTbl — WM e LLiaM-
MaHCKOoe C NKPOIA?



Xl. CoenanTe Tak, 4ToOObI
K/INeHTbI BO3BpaLla/InCh



[naBa 34. K/IMEHT, KOTOPbI
npnHocut 332 000 gonnapos

HaBsepHoe, Bbl y)ke 3aMeTu/n, YTO A BEPKO B MOJIb3Y XOPOLLNX
MaHep, TO eCTb B UCKPEHHEE >XeflaHne roBOpUTb «Cnacubo,
«MOXKaNYWNCTa», «rOCMOAUH», «rocrnoXa». MNpuHOCUT n 3TO
pesynbTat? CTOUT M cofep>KaTb AEMOHCTPaLVOHHBIA 3a/1 1
pasfgeBasiKn gnsi pabo4vmx B umctote? FOTOB COpUThL Ha Ntobyto
CYMMy, 4TO 3TO OKynaeTcs. B 4O/MrOCpOYHONM NepcrnekTmBe 370
MPUHECET MHOIO AEHer, MOCKOJIbKY Mbl MCKPEHHE 3a60TMMCH 0
HalLMX KneHTax.

Mpuaep>XXmnBaroTCcA NN 3TUX NPUHLUIMOB BCe KOMMaHUK?

Her.

ECTb 1 KNNEHTBI, KOTOPbIE CTapardTCA COKOHOMUTb KaXKAbli
LeHT?

[a. Takume nogm 066I4HO MNOKYMatoT B Sears MacnsHbIi puabTp,
3aTeM — Mac/o Ha pacrnipogaxke B K.Mart. 3atem, 6yayun yBse-
PEHHBIMW, YTO CIKOHOMMWAW Napy L0NN1apoB, NAYT B rapax u
Le/Iblii YaC camMOCTOATE/IbHO MEHSAIOT Mac/io B CBOEW MalluHe.
[Ja, Tak AefCTBUTENbHO BbIXOAMWT AeLleBfie, HO 3TO 3aHMMaeT
Tpy Yaca. Y 60/MbLUMHCTBA /II04ei ecTb Slyudllume crnocobbl pac-
nopsanTbLCA 3TUMM TpeMsa YacaMn. OHU He XOTAT TpaTUTb CBOe
[paroueHHOe BpeMs Ha BCAKYH cyeTy. Nokynas, OHU XOTAT
Mosly4YnTb XOpoLLee 06CNY>KMBaHWE, U Mbl CTapaemcs, NOCKO/1b-
Ky 60opemcsi 3a MOKYIKY He ogHoro, a 10-12 aBTomobuneii. imeH-
HO CTO/IbKO MallUvH TUMWYHbIA aMepPUKaHEL, MEHSIET 3a CBOKO
»XU3Hb. MpegnonoxXxmm, 4yTo cpegHas maluvHa ctout 25 000 gon-
NnapoB. 3TO 3HAYUT, YTO TONILKO Ha MalliVHblI OH TpaTuT



300 000 gonnapos. [o6aBMB clofa CTOMMOCTb paboT 1 3an4yacTei,
Mbl nonyyaem 332 000 fonnapos.

Yem 6bl Bbl H/N TOProBann, KaXKAblA pa3, BCTpevas HOBOIO
K/IMEHTA, 3a4yMbIBaTECH O TOM, CKO/IbKO OH MOXXET MPUHECTU
BaMm B GyayLiem.

CKOJIbKO 3TOT YesI0BEK MOXET KynuTb Yy Bac B TeuyeHue Bceil
XU3HN? Takoli BoMpoc Mbl 3agaem cebe, korga BCTpeyaem
KabK[0ro HOBOro nokynarvesns. HyXHO HacTpauBaTbCA He Ha
€[IMHCTBEHHYIO CLefKy, a Ha AONroCPoYHble OTHOLLEHUA. Mbl
XOTUM, YTOGbI K/IMEHT Kynua y Hac He ofHy MalumHy, a 10 wnm
12 B TeUYeHne CBOEW XU3HWN.

Kak Bbl flymaeTe, MOXEM /i1 Mbl CAenaTb HECKOSIbKO AO0MOMHU-
TeNbHbIX yCUAuiA pagy nokynatens 12 mawmH? Bbl elle coMHe-

BaeTecb?

CyLuecTByeT U Apyras npuymHa, no KOTOpoii CTOUT 3a60TUTb-
CA 0 CBOMX K/MeHTax. ECnn Hawm KIMeHTbl JOBOJIbHbI, OHU
paccKaxkyT 0 Hac CBOMM ApY3bAM, a 3TO camas fydLuasn pekiama
Ha cBeTe. Mbl YacTo Mcnonb3yem cnoraH: «Cnpocu y Toro, KTo
YXXe NoKynan y Hac». Ecnn noTeHuMasibHble KIMEHTbI UMEKOT
BO3MOXXHOCTb MOroBOPUTHL C TEMMU, KTO Y>Ke MOJIb3yeTCs HalmMu
yCNyramu, HaLlW LLaHCbl 3Ha4YMTENbHO BO3PacTaroT. A 3TO 3HAUUT,
Y Hac MOTyT NMOABUTLCA eLle KMeHTbl Ha 332 000 fosiapos.

Kak BnauTe, Hawl MPUHUMIM OTHOLUEHUS K KIMEeHTaM Kak
K 6/11M3KUM ApY3bSM NN POACTBEHHUKAM — 3TO HE TO/IbKO alb-
Tpyusm. Mbl BCe B AeNCTBUTENBHOCTU NpeXxAie BCero Aymaem
0 cebe. Kaxkablii pas, Korga mMbl geflaeM Kakue-imbo ycunms, Ml
33faemMcsl BOMPOCOM: a 4YTO f C 3TOro 6yay umetb? MoaTomy,
[06poykenaresibHO U BHUMATE/IbHO OTHOCACH K NIFOAAM, Bbl 3aBO-
eBblBaeTe 60/bLUE K/IMEHTOB, YEM NPU PABHOAYLLHOM U rpy6oM
OTHOLLEeHUW.

B HekoTOpbIX MecTax, KaK, Hanpumep, B Sears, Bbl He OXKupa-
eTe 0co60ro BHMMaHUA K cebe. EAMHCTBEHHAsA NPUYMHA BaLLNX



NOKYMNOK TaM — HUK3KasA LeHa. Mbl npuaep>xmsaemcs Apyroii
MONTUKMN, KOTOpas cxoxa ¢ mnocodueri gelueHebenbHbIX
oTeneli. KnneHTbl Taknx oTesnel roToBbl N1aTUTb HEMHOTO 60/1b-
LWe: BeAb BCAKOMY MPUSATHO >XXUTb B TAKOM MeECTe, rae MOXXHO
HalTW LWOKONaAKy Ha CBOel nodyLuke, a NosoTeHua 60nbLume 1
MSArKMe.

Takne Menoumn cToaT A41a noTpedbuTeneil HeHaMHOro 60nbLue
006bIYHOr0, HO OHUM MOUCTUHE BecLEeHHbI. N faxke Nnpu TOM, 4YTO
Hall ypOBeHb NMPUObLISIBHOCTU He CaMblli BbICOKWUIA cpean Mpo-
[JaBLOB aBTOMOOWNEN, Mbl He XXalyemcs Ha 6eJHOCTb, MOCKO/Ib-
KY Halln KMEHTbl, CTAHOBACh HalLUMMW APY3bsMU, BO3BpaLLia-
HOTCS K HaM BHOBb M BHOBb. B pe3ynbTate Mbl paboTaem B 3TOM
BU3Hece y>ke MHOIue rofpl.

OCHOBHbIe BbIBOAbI

— He nbiTaliTech npogaThk cpasy u MHoro. CTapaiTech
chenatb Tak, YTo6bl BrevaTfeEHVe KMEHTA OT MepBOro
KOHTaKTa ¢ BaMu GbI/I0 TO/IbKO MPEeBOCXOAHbIM. Ecnn
BaM 3TO Y[ACTCs, KIIMEHT BEPHETCS elle pa3. MomHuTe
0 TOM, CKOJIbKO [IEHET OH MOXXET MPUHECTU BaM B TEYEHME
YKU3HMW.

— MepbTe. KoHe4YHo Xe, cnegyeT ObiTb BEX/IMBLIMU CO
BCEMW, HO Bbl JO/DKHbI 3HATb, KTO UMEHHO U3 K/IMEHTOB
npuHecet Bam 332 000 f0nnapoB, 1 OTHOCUTLCH K HUM
COOTBETCTBYIOLLMM 06pa3oM. Takme KAMeHTbl 3aC/Ty>Ku
BalOT JOMNO/HUTENbHBIX YCUINA. OHU He BOMKHbI HAKOr4a
N HUYEro XAaaTb.

— TMoMHUTE, YTO Ha cCamMoM [iefie Bbl NpofaeTe. BoMbLUMHCTBO
NIOJEN NOKYNAEeT PeLLEHNEe CBOMX NPOG/EM, a He MPOCTO
NpoayKT. Mo3TOMY YacTO OHM FOTOBbI NIATUTL 38 IKOHO-
MU0 CBOErO BPEMEHM.



[naBa 35. Kak 100UTbLCA TOrO,
4TOObI BaM MnpoLlasin npomaxu

Ecnun Bbl caepXXuBaeTe CBOM 06eLLaHUS, TO KMEHTbI NPOCTAT
Bac OAMH pas, a MOXeT ObITb, U ABaXKAbl. TO MOXXHO CPaBHUTb
¢ 6aHKOBCKMM cueToM. Kakabli pas3, Korfa Bbl AeflaeTe CBOKO
paboTy XOpoLUOo, Bbl AenaeTe BKIag Ha CBOW cueT. Kaxabiii pas,
Korga Bbl OLIMGaeTeCh, C BalLEro cyeTa CrMUCLIBAOTCS AeHbIN,
NnpuYYeM OfHa OLUMOGKA COOTBETCTBYET AECATU peasin3oBaHHbLIM
fenam. [lo Tex rnop noka GanaHc Ballero cHeTa MoMOXUTENEH,
K/IMEHTBLI ByayT npowaTtb Bac.

BcnomMHUTE, CKOMBbKO pa3 Bbl MOCELLa M TO/IbKO YTO OTKpPbIB-
LLUMecs pecTopaHbl C MIOXMM 06CNYy>KMBAHUEM W ef0i. YBEpPEH,
Bbl HE BO3BpaLLla/INCb Tyfa. Y Bac elle He C/oXunacb UCTopums
OTHOLLIEHWIA, paan KOTOPOIi cTonno 6bl Nonpo6oBaTb CHOBA.

Bce, uT0 BamM HEO6XOAMMO 3HATb, YTOGLI MCMNPABUTL CBOK OLLUNG-
Ky, Bbl Bblyuu/in €lle B AETCKOM cajly: NpuU3Hail CBOK OLLUGKY,
HEMe/[/IEHHO ee MCMpaBb 1 NONPOCK NpolyeHus. Bawu nokyna-
TN, TaH Xe Kak nana ¢ MaMoii, HenmpeMeHHO NPOCTST Bac.

Hagetocb, YTO Mbl JaeM BaM JOCTaTOYHO OCHOBaHWA, YTOObI
BEPHYTbLCS, HECMOTPS Ha TO YTO MHOrAa COBepLUaeM OLUNGKM.
B03MOXXHO, BaM 3aMOMHMW/MOCh, YTO Mbl BCErAa O4EHb BEX/IMBBI
1 XOPOLLO CripaBnsamck ¢ paboTor B npowioM. nm 4To mactep
B CepBuCe BCerga NoMHUT, Kakoi TMM Macsa Bbl NpeanoyvmTaeTe,
M 3HAET, YTO Bbl HEHaBUAWTE, KOrja KTO-HUGYAb C cUrapeToi
B 3y6ax KOMOLUMTCA B Ca/IOHe Ballleil MallWHbI.



Bbl NOMHWTE, YTO HaM He6e3pasIMyeH Ball aBTOMOGUSIb, Mbl
3a60TMMCS 0 Bac 1 AeliCTBUTENBHO O4YeHb cTapaemcs. Ecnu Tak,
TO, KOrAa Mbl ieflaeM He60/bLLIOK NPOMAXx, Bbl CKMOHHbI HAC MPO-
CTUTb.

Llenb nto6oro 613Heca — He pa3oyapoBatb KaneHTa. Ho ecnu
C MOKynaTesieM y>e MOCTPOeHbl MPOYHbIE B3aVMOOTHOLLEHUS,
Bbl MOXeTe cebe MO3BO/INTh eAMHOX/bl MPOMAaxXHYThLCS, U Bce
PaBHO K/IMEHT OCTAHETCS C Bamu.

OCHOBHbIe BbIBOAbI

— Bbl cO3aaM HEKOTOPOE KOMMYECTBO HEMATEPUASIbHBIX
aKTWBOB... He paspyLuaiiTe Ux B ogHovacbe. Ecnu Bbl
cLenanu oLnMGKyY — WY Balll K/IMEHT TaK CUMTaeT, — npu-
3HaWTE ee 1 CPOYHO KCMPaBbTE.

— Bam He Hy>kHO OTKynaTbcs 0T nogeil. VIcKpeHHWe n3su-
HeHWs 1 CBOEBPEMEHHas KOPPeKTUPOBKa BalLnX feCTBUIA
NPaKTUYEeCKM BCEraa Cnoco6HbI PELUNTb BO3HUKLLYHO MPo-
6nemy.

— He npeBpawaiiTe 3T0 B NpuBbIYKY. Hannume 6onbLioi
NCTOPUN BaLUNX TensbiX OTHOLUEHWUIA ¢ KIMEHTOM Jeii-
CTBUTE/IbHO CMOCO6CTBYET TOMY, UTO K/IMEHT rOTOB MpPO-
CTWUTb Bam npomax. Ho He ncnbITbiBaTe €ro TepreHue,
He NOBTOpPSIATE CBOMX OLUNGOK.



[naBa 36. Takoin noaxon
NencTBUTeNbLHO paboTaer

Monarato, 4TO pe3ynbTarbl, KOTOPbIX Mbl JOCTUIAN, — fyullee
[l0Ka3aTenbCTBO TOr0, YTO MEepPBOKIACCHOe 06CNY>XMBaHWe BedeT
K npouBeTaHnto 6u3sHeca. HTYMTUBHO Takol noaxof noau
NOHNMAIOT U NPUHUMAIOT. O6bIYHO OHW FOBOPAT HEUTO BPOJE:
«KOHe4YHo, Bbl XOPOLLO KO MHE OTHOCUTECH, U 1 60/ee CKNOHeH
KYMUTb Y Bac, YemM Y KOro-TO [pyroro».

BonbLINMHCTBO ntogeli cornacHbl ¢ aTum. Ho nHorga BcTpeda-
H0TCA MHAVBUAYYMbI, MONaratoLmne, Yto BCe 3TO0 CAaHTUMEHTBI.

f1 ycTan oT BbICKa3blBaHWI, YTO Halun TpaTbl K yCUus
NMPUBOAAT TOMbKO K M36a710BaHHOCTN K/IMEHTOB M YTO Hall
yCrex He YTO MHOe, Kak yjaya u Bons cny4vas. Mbl pelumnnm
npurnacute J.D.Power & Associates — He3aBUCUMYHO UCClie-
[0BaTeIbCKY0 KOMMaHWIO, XOPOLLUO U3BECTHYH) CBOMMU OTYe-
TaMn 0 KadecTBe aBTOMO6Wnel, — oueHUTb Hac. OHM onpa-
WMBa/IN HalIMX MNOKynaTeseil, HUKOMY He FOBOpS, Ha KOro
paboTatoT. f Hagesncs, YTo UX OTHeT JACT MHe HEeCKOJIbKO
uMdp, NOATBEPXKAAIOLLMX, YTO Mbl BbIOpPaN BEPHbIV MNyTb, a
TakKe NOMOXET ONpeaenvTb, B YeM HaM Haf0 MOATAHYTbLCS.

Pe3ynbTaTbl OKazanucb noTpscarowmmmn. KTo 6bl He xoTen,
4YTO6bI NPM3HaHHbIE 3KCMEPTbI B €ro 6r3Hece CKasasiv 0 ero pa-
6oTe cneaytoulee: «Sewell Village Cadillac ssnsetca nyuwimm
MPMMEPOM B OTPAC/IM MO CTEMNeHU YA0BNETBOPEHHOCTU K/INEH-
TOB. VIX NO3NTMBHOE OTHOLLEHWME K /I0AAM SBASETCA Camoi
CU/IbHOV CTOPOHOW aBTOLEHTpa».



«Ecnn 661 KoMmnaHua Sewell Village Cadillac 6bina BkitoveHa
KaKk aBTOMOOW/bHBIA 6peHA B TpaguumMoOHHOE uccnepoBaHve,
ee cyMMapHas oueHka noctasBuna 6bl ee Ha 04HO MecTo C Mo-
6eamTenem atoro roga — Acurax.

31U cnosa 6b1IM NepBbiM ab3auem oTyeta. [anee D.Power
OTMeYas, YTO OLleHKa KauecTBa 06CNy>KMBaHWSA HaLLen KOMMNaHum
6bl1a Ha 31,5% Bbllle cpefHEro HaUMOHa/IbHOIO YPOBHSA M UTO
KBa/IMIMKALLMA 1 NNYHbIE KaYeCcTBa HaLMX NK0AeR 6binn aKCTpa-
opAvHapHbIMW. Hanpumep, mMbl NPeBOCXOAUAN CPegHWUIi Haun-
OHanbHbIV ypoBeHb Cadillac no kavecTBy paboTbl MacTeEpPOB Ha
45%, Torga kak cam Cadillac imen camble BbICOKME OLEHKU Cpe-
OV HauNOHa/bHbIX 6peHA0B.

3peck 6bI10 eLe MHOMO MPUSATHBIX LMgp (cm. Tabn. 1).

Tabn. 1. MPOUEHTHbIA PEATUHT KayecTBa 06CNYXMBaHUA (MPOLLEHT NOCTaBMBLLNX
«OT/IMYHO» U3 OBLLErO YMCA ONPOLLEHHbIX)

Sewell Cadillac, Cadillac, nyuune
B CPEIHEM  aBTOLEHTPbI,

B cpefiHeM
BeXNBOCTb MO OTHOLLEHWUIO K K/TUEHTY 84 54 56
JlerkocTb 1 NpocToTa pasMeLleHus 3akasa 75 54 39
[OTOBHOCTbL NMepcoHasia NoMoUb K/IMEHTY 75 49 53
Ksanundmkauus nepcoHana 66 42 57

N cHOBa O4YeHb BbLICOKAasi OLgHKa HAllero repcoHana: Bce
K/MeHTbl, KTO He MOCTaBUM «OT/IMYHO», MOCTABUMN OLEHKY
«0YeHb XOPOLLO», APYIUX BapUaHTOB He GbIfo.

«TpyAHO NMPeACTaBUTb, YTO OLIEHKA aBTOLEHTPA MOXET 6bITb
CKOMbKO-HUBY b Nydlle», — nueT Power, 106aBNss, UTO Halla
OLieHKa Y[0B/IETBOPEHHOCTU MOTPe6UTENEel OKasanach Ha OfHOM
YPOBHE C Y[OB/IETBOPEHHOCTLIO MOKYyMaTesnieid Acura, KoTopas
3aHMMaeT NepBOe MECTO B AAHHOM PENTUHTE.

Ho MHe Kas3asiocb, YTO 3TOl MH(hopMaLMK BCe elle HefocTa-
TOYHO, UTOBbI CKEMTMKM HABCEra YMOMK/N. U MHE, K CUacTbHO,
yAa10Ck 06GHAPYXUTb TO, YTO Haao!



B nccnepgosaHuu 661710 334aH0 ABa BOMNPOca, KOTOpbIe MNonanm
B camoe fI6/104KO — B CYTb TOr0, YTO MEHSA UHTEPECOBA/IO: MPU-
BOAUT NN BbICOKas YA0B/IETBOPEHHOCTb K/IMEHTOB K 60/ee Bbl-
COKVM MpoJaXkam.

Power cripocun HalmMx K/IMEHTOB U K/IMEHTOB ApYrux aBTo-
ueHTpos Cadillac, 6b111 N OHU «O4YeHb YA0BMETBOPEHbI» aBTO-
MO6WIEM, KOTOPbIA NpMoGpPenn. ITo 0O4EHb XUTPbI BONPOC, Tak
KakK MallVHbI B HalleM aBTOLEHTPe TaKue e, KakK Be3je.

W, HecMOTps Ha 3TOT (PaKT, HaWU K/INEHTbI OblIN «OYEHb
YOO0BNETBOPEHbI» CBOMM aBTOMOOGWIEM Ha 25% uvalle, 4yem B
cpefHeM Mo cTpaHe. Halum noTpebuTeny Bbille OLEHWIN MaLln-
HY N0 MPUYMHE XOPOLLUEro cepenca, KOTopbIi 6bi1 MM NpeocTas-
NeH BO BpeMs U nocne NnoKyrnku.

Ecnu cnepoBaTh JaHHOMY PacCy>AeHuIo, Mbl BripaBe 0XXuaaTb
60/1bLUe MOCTOSAHHbIX K/IMEHTOB, YeM Y APYTUX AUNEPOB, U, KaK
Bbl BUAUTE HWXKe, Power noaTeepann ato (cMm. Tabn. 2).

Tabn. 2. MpoueHT NnokynaTenei, KOTopble NPUOGPETYT/HE NPUOBPETYT TAHOM xe
aBTOMOGM/Ib Y TOTO Xe Aunepa

Sewell Cadillac, B cpegHem
OnpefeneHHo nNpuobpeTyT 47 35
B0O3MOXHO, He NpUoGpeTyT 9 13
OnpefeneHHo He nNpuobpetyT 3 9

VTak, JaHHOe MccnefoBaHve MoKasaso, YTo Mbl HE TpaTuUAx
HaLLW AeHbIU 3ps, NoTaKas MPUXOTAM CBOUX K/MEHTOB.
3T0T crnocob BeAeHMsA 6M3HeCa AelicTBUTENbHO paboTaeT!



OCHOBHbIE BbIBOAbI

— [lpurnacnuTe He3aBUCKMbIX IKCMEPTOB MOCMOTPETb
Ha Baw 6u3Hec. HecMOTpsl Ha BallW perynsipHble mccre-
[OBaHVS Y0B/IETBOPEHHOCTU MOTPebuTeneld, nepmo-
AVNYECKN — HanpyMep, pas B TpU roga — npurnalaiite
KaKoro-H1byap akcnepTa. STO NMO3BOMUT BaM He TO/bKO
NepernpoBepUTL Pesy bTaTbl COBCTBEHHbIX UCC/EL0BAHUIA,
HO 11 CPaBHMUTb BaLLIW JOCTVXKEHWS C pe3y/ibTaTaMu paboThbl
KOHKYPEHTOB B Lie/IOM M0 CTPaHe.

— MwuTe Kak Nioxoe, Tak u XxopoLuee. Bbl, KOHEUHO e,
6y[ieTe 0XKMAATL OT KOHCY/IbTAHTOB BbISB/IEHUS 06/1aCTeN,
KOTOPble MOYKHO Y/y4LLIWTb, HO He 3a6yAbTe BbISICHUTb U
Te BELLY, KOTOpbIe Y BaC MOJyYarOTCs CYLLEECTBEHHO JTyYlLLIE,

UeMm y Apyrux.

— Cnacub6o. S HaaeCh, YTO Bbl HALL/W 3[1ECh UAEW, KOTOPbIE
CMOYKETe MUCMO/b30BaTh.



Nocnecnosune CteHnin Mapkyca

To, YTO Bbl TO/ILKO YTO MPOY/IN, HEHYACTO BCTPETULLL B OBbIYHbIX
KHUrax — 34paBblii CMbIC/T B MPOCTOM M3/10XKEHWMW.

ABTOp, Kapn Cbloan/, crnocobeH onpefennTb Npoénemy u
pa3buTb ee Ha MPOCTbIe 3a4a4yu, KOTOPble MOTYT ObITb PELUEHBI.
Kpowme TOro, oH ymMmeeT MbIC/IUTb MPOCTO U 0rMYHO. OH NULIET
TakK, Kak rOBOpUT, a FOBOPUT — KaK AyMaerT.

B 3TOI KHMIEe OH OMUCLIBAET, KakK MNpUriacua MeHs paboTtaTtb
KOHCY/IbTAHTOM, HO OH He pacckasas BCeii uctopmn. A oTBeTun
eMy Tora, 4to Bpsi4 M cMory 6bITb eMy NOJe3eH, TaK Kak HUYe-
ro He CMbIC/0 B aBTOMOOUASAX. OH XKe CKasasl, YTO eMy He HyX-
Hbl COBETbl 06 aBTOMOOU/IAX — OH XOYeT 3HaTb OO/bLUEe O TOM,
KaK npofjasaTtb Aoporve ToBapbl.

Kapn noHsn, 4To eAUHCTBEHHOE KOHKYPEHTHOE MpenmyLe-
CTBO, KOTOPOE OH MOXXET CO34aTb B aBTOMOOUIbHOM 6U3Hece, —
3TO BbICLUMIA YPOBEHb cepBuca. V1 oH NpucTynunn K peaimsaumm
CBOEV naen ¢ NPUCYLLIMMM EMY CTPaCcTbH, BOOOPaXKEHWEM 1 34pa-
BbIM CMbIC/IOM.

Kak-To s pasroBapuBal C rpynroi eBpoMnencKux npombILL-
NIEHHMKOB, KoTopble npuexann B CLUA n3dy4yaTb Haw onbIT A0-
CTWMDKEHMS BbICOKUX CTaHAApTOB OOCAY>XMBaHUS K/IMEHTOB.
£ cKasan UM, YTOo NpeXxae BCero OHM A0/HKHbI HAYUYUTLCS YBaXKaTb
CBOUX K/IMEHTOB, CNefyHLUM LWAaroMm — Hay4nTbCs NHOOUTb KX,
HY a nocse 3Toro — 060XkaTb UX.

OTy NPOCTYHO TeXHoNornio Kapn 3HaeT O4eHb XOPOLLIO, €€ OH U
NPUMEHN B CBOEW paboTe. OHa TaK 3/IEMEHTAPHA, YTO KaXKeTcs



YAMBUTENIbHBIM, NOYEMY TaK Masio KOMMaHWA KONUPYHOT 1 Npu-
MeHAKT ee. Bce geno B Tom, uto Kapn nckpeHHe 3abotutcs
0 CBOMX MOKynaTesnsx, a UCKPEHHOCTb — camas C/I0XHas Bellb
ANna KonupoBaHusA. UnmTas 3Ty KHUIY, OCO3Haellb, YTO Mama
Kapna «BocnuTana ero npasuibHO».

OT0 He TO/bKO asbyka A1 Tex, KTo paboTaeT B aBTOMOOU/Ib-
HOM 6M3Hece. DTa KHWra LeHHa A1 BCeX, KTO UMEET XOTb Kakoe-
TO OTHOLLEHWE K PO3HUYHbLIM MPOAAXKAM.

Ecnun Bbl HNYEMY He HAyuWUIUCb U3 3TOWM KHUIM — 3TO Balla
cob6CTBEHHAA BMHA.

CTeHnn Mapkyc,
Bnageney marasmHa Weiman-Marcus

* O CTteHnn Mapkyce ¥ ero npuHUMNax TOProBau uuTaiTe B KHUre «CekpeTbl
naeanbHoro marasvHa» (M.: MaHH, BaHOB 1 ®ep6ep, 2009). Mpum. pea.



MaKkcrMMasibHO NoJsie3Hble
KHUTU OT n3gaTtesnibctBa
«MaHH, IBaHOB 1 ®epbep»



O6 ns3paresnbCTBE

Kak Bce HaunHanoCb

MbI ctapToBasin B UtoHe 2005 roga ¢ AByMsi kHUramu. MepBoii ctana
«K/iMeHTbl Ha BCHO XU3Hb» Kapna Cbloanna, BTOpoi — «MapKeTuHr
Ha 100%: peMuKc». «Jlobpoxenaren» cpasy Xe 3aBepTenn nasibLamMmm
Yy BUCKa: 3a4eM Bbl BbIXOAUTE Ha 3TOT PbIHOK? Bam e npugetcs 60-
pOTbLCA € 6OMBLUNMU U CUMIBHBIMU KOHKYpPeHTamm!

OtBevaeM. Mbl co3ganiv n3garenscTBo, YTOObI NepecTarb nepexvsaTb
Nno NoBOAY TOTrO, YTO OT/INYHbIE KHUTY N0 BM3HECY He NoNaaaoT K pOCCui-
CKUM ymTaTensm (Mnuv nonagaroT, HO He KO BCEM 1 3a4acTyto B HEOCTOW-
HOM BMAe). Becb Hawl onbIT 06LLEHNS C APYTMMU n3gaTtenscTBamMmun npusen
Hac K MbIC/IN O TOM, YTO 3TN KHUTM ByAeT NpoLle BbiMyCTUTbL CaMUM.

W ¢ camoro Hayana Mbl pelmnu, 4To aTo 6yaeT camoe HeobbluHoe
n3gartenbCTBO Ae/I0BOM AnTepaTtypbl — HauMHas ¢ Ha3BaHuA (Mbl ganm
eMy Hawu Tpu paMmuiMm 1 roToBbl OTBeYaTh 3a BCe, YTO Mbl Aefaem)
1 3aKkaH4MBas cammMn KHUramm.

Kak mMbl paboTaem

— MbI U3gaem TO/1bKO Te KHUIM, KOTOpble cYuTaemM caMbIMy NOMEe3HbIMU
1 camMbIMM STyHLLMMU B CBOEW 061acTu.

— MbI TWwaTenbHO oTérpaeM KHUTK, TwaTebHO X NepeBoanM, peaak-
Tnpyem, ny6svkyem v akTMBHO npogsuraem (nogpo6Hee o TOM, Kak
3TO AenaeTcs, Bbl MOXETe NpoYnTaTh Ha caiiTe Hallero n3garenscrsa
mann-ivanov-ferber.ru B pasgene «Kak Mbl n3gaem KHUrm»).

— [uzaiiH gns Hawmx nepBbiX KHUT Mbl 3aka3biBann y Aptemus JleGe-
AeBa. DTO [0POro, HO KpPacuBo M 0YeHb NpodieccroHanbHo. Ceivac
Mbl fenaem 0610XKU C APYTMMU au3aliHepamu, HO nfaHka, nogHaTa?
JlebeneBbIM, KaK HAM KaXKeTcsl, He OMyCKaeTcsl.

Mbl 3HaeMm: HallM KHUTM NOMOratoT Jenatb Bally kapbepy bbicTpee
a busHec — nyuue.
[Ons aToro mbl 1 pabotaem.

C yBakeHuewm,
Mropbs MaHH,
Mwuxaun /1BaHOB,
Mwuxaunn depbep


ferber.ru

[MpennoXxunte HamM KHUry!

Korga A He ymen uuTtartb Ha aHrauiickom 6erno, 1 yacto gyman: «Kak
MHOro s nponyckat! Kakoe Ko/myecTBO KHUT BbIXOAUT Ha aHruni-
CKOM £13blKE U KaK HUYTOXHO Masl1o U3faeTcs Ha pycCcKom!»

MoTom A Hayymnca unTaTb Ha aHr/IMACKOM, HO NpPo6aemMbl MOW He
3aKOHUYMUCh. {1 He yMen unTaTb Ha HEMELKOM, SIMTOHCKOM, KATaiCKoM,
UTA/IbSAHCKOM, (PpaHLly3CKOM f3blkax... 1 MMMO MeHs npoxoansio
(M NPOXOANT) OrPOMHOE KOJINYECTBO XOPOLUMNX AEMOBbIX KHUT, U3aaH-
HbIX Ha 3TUX U APYIUX s3blkax. 1 TOYHO TakK XXe OHU NPOXOoAAT MUMO
Bac — A He Aymato, YTO cpeay Hac MHOro MoJsInrfoToB.

MoTtom BbiWwa Mo KHUra «MapkeTuHr Ha 100%», rae B ogHOM U3
NPUNOXeHW 6blnn onybIMKOBaHbl peLeH3nn Ha 6onee yem 60 nyy-
LIMX, Ha MOV B3rnsag, KHUT u3 tex 300, KoTopble S MPoYNTas Ha aHrNnii-
CcKoM. V3pgaTtenbcTBa Aen0BOW finTepaTypbl Ha4Yann usgasaTtb UX O4HY
3a 4pyrovi — 1 HKM cnosa 61aro4apHOCTU, HY YCTHO, HX NMUCbMEHHO.

Tenepb 1 cam HeMHOro usgaresb. NoaTomy xo4yy obpaTuTbCcs K Ta-
KM Xe aKTUBHbIM YnTatensam, Kak s. lNpegnoxmte Ham XopoLuyt KHU-
ry onia nsgaHnsa nnuv nepensgaHuns!

Mol BaM TBEPAO o6ellaem Tpy BeLLM

— Bo-nepBbIX, ecnun KHUra crTosLwas — fgefiosast 1 MakCMMasibHO noses-
Has, TO Mbl 0653aTe/IbHO U3gaanum uan nepensgagmm ee (ecnv npasa
Ha Hee CBOGOAHbI).

— BoO-BTOpPbIX, Mbl obsa3aresibHO YKaxem B camoii KHUre 1 Ha ee CTpaHuue
Ha HalleMm calite, kKeM OHa 6blna pekoMmeHaoBaHa. Yutarenu Ao/IKHbI
3HaTb, KOMY OHUA 06513aHbl TEM, UTO Y HUX B pyKax OT/IMYHasA KHUra.

— B-TpeTbux, Mbl NOAAPUM BaM TPU IK3EMMNASIPA ITON KHUTU, N OfMH BY-
[eT ¢ HalWMMKM croBamMu 61aro4apHoCTy.

MbI BHMMaTENIbHO YnTaeM Bce nNucbMa. Ecnu npepnoxeHHas Bamu
KHUra 3avHTepecyeT Hac, Mbl 0653aTeNIbHO CBSXXEMCS C BaMu.

N ecnn Bbl XOTUTE MPOBEPUTbL TBEPAOCTb HalIMX ob6eljaHuit,
TO 3anosiHUTe, NoXaslyihcTa, crneyvasibHyo (popmy Ha Hallem calite
mann-ivanov-ferber.ru

Mbl xgem!
WMrops MaHH


ferber.ru

[0e KynuTb HallW KHUTK

CneumnasibHOe NpeasioXeHne 418 KOMIaHui

Ecnu Bbl XOTUTE KynuTb cpasy 6onee 20 KHUT, Hanpumep A1 CBO-
X COTPYAHWKOB MW B NMOAAPOK NapTHepam, Mbl FOTOBbl 06CyanTb
€ BaMu crneumasibHble ycrioBus paboTbl. [ aToro obpawjaiitecb K Ha-
LLieMy MeHeKepy Mo KopnopaTuBHbIM rnpoaadkam: +7 (495) 792-43-72,
b2b@mann-ivanov-ferber.ru

KHI/IFOTOpFOBbIM opraHunsayunam

Ecnv Bbl ONTOBLIV NokynaTesb, o6paTtuTeck, NoXaslyiicta, K Halle-
My NapTHepy — TOProBoMy A0MYy «DKCMO», KOTOPbIN ocyliecTensaeT
NMOCTaBKM BO BCE KHUTOTOProBble opraHmnsalmu.

142701, MockoBckas 06171, JIEHUHCKU p-H, I. BugHoe,
BenokameHHoe wW., g. 1; +7 (495) 411-50-74, reception@eksmo-sale.ru

CaHkT-lMeTepbypr
OO0 «C3KO», 193029, r. CaHkT-INeTepbypr, Np-T O6yX0BCKOM
060pOHbI, 4. 84, nuT. «Ex»; +7 (812) 365-46-03 / 04, server@szko.ru

Hw>kHnit Hosropog,

dunnan T4 «3kcmo» B HmxkHem Hosropoge

603074, r. HwxHuii Hoeropog, yn. Mapliana BopoHoBa, 4. 3;

+7 (831) 272-36-70, 243-00-20, 275-30-02, reception@eksmonn.ru

PocToB-Ha-[loHy

OO0 «PAL, PocTtoB-Ha-loHy», 344091, r. PocTtoB-Ha-0Hy,
np-T Ctaukun, a. 243a; +7 (863) 220-19 34, 218-48 21, 218-48 22,
info@rnd.eksmo.ru

Camapa
OO0 «PALl, Camapa», 443052, r. Camapa, np-T Kuposa, a. 75/1,
nT. «E»; +7 (846) 269-66-70 (71...79), RDC@samara.eksmo.ru


mailto:b2b@mann-ivanov-ferber.ru
mailto:reception@eksmo-sale.ru
mailto:server@szko.ru
mailto:reception@eksmonn.ru
mailto:info@rnd.eksmo.ru
mailto:RDC@samara.eksmo.ru

JocTtaBnifaa cyacTbe
OT Hynsa oo Munnuapaa: uctopus
CO3[aHuns BblAAoLWENCs KOMNaHUn

13 NepBbIX pPyK
Tonwn LLein

Delivering Happiness
A Path to Profits, Passion, and Purpose

Tony Hsieh

3axsarblBaloLLas UCTOPUA CTAHOB/IEHWS OAHOrO npes-
npuHuMaTtensa u 6ecnpeL|,e,quTHoro ycnexa ero komna-
HUKW, MacCTepCkn pacckadaHHaA UM CaMnM.

Tematnka
ShheKTMBHbIE NPOAAXN, MAPKETUHT.

O HHure
3T0 0fjHa M3 CaMblX BECESbIX 11 XN3HEPAAOCTHbIX AEN0BbIX KHUI — 6arogaps nuca-
TeNbCKOMY TaflaHTy aBTopa, ! 0fjHa M3 Camblx BNEYaTASIOWWMX U NonesHbIX — 6aaro-
[aps ero npeAnpUHUMAaTENbCKOMY FeHUIO.
Bam HyxHa ata kHUra, ecnu:
Bbl XOTUTE Y3HATb, KaK MeHbLLE YeM 3a AecsTb aeTZappos NpoLuna nyTb C HyneBbIx
NPOAAX A0 TOProBOro 060poTa B MUUAPA A0N1APOB, KaK aBTop Cymes NocTpo-
UTb TaKoii AONTOCPOUHBIA BU3HEC M CUSbHBIA BpPeHA, Kak NpUBIeKaTb U YAepXu-
BaTb K/NEHTOB;
Bbl MLLETE BAOXHOBEHWS 1 NPABUILHOTO COOTHOLLIEHUS GOraTCTBa, PaBoThl U CYACTbS.

[insa koro aTa KHuUra
[ns npeanpuHUMaTeneil U MeHeMkepoB, 3aAyMbIBalOLNXCS O TOM, Kak caenatb 6us-
Hec elle nyulue.

«PuKa» KHUrn

Bocbmoe MecTo B cnncke 6ectcennepos Amazon.com! U nepsoe — B pasfene «busHec
! UHBECTULMM» B HOMUHALMSAX «MeHemKMeHT», «KoMMyHukauumn» u «ObcnyxmsaHue
K/IMEHTOBY!

06 aBTOpE

Tonm Lleit cTan 6U3HECMEHOM, Ha4aB B EBATb fleT C... (hepMbl N0 pa3BeAeHUIo yep-
Beii. A co3gaHHas uM B 1999 roay komnaHus Zappos vepe3 10 net gocturia oboporta
B MuUAAMapg, Jonnapos v 6bina B Utore Kynnexa Amazon 3a 1,2 Munnvapga fonnapos
(a mo Toro Lleid npojan eue oAuH co3faHHbIi UM 6usHec, LinkExchange, komnaxum
Microsoft, Toxe 3a BHyLIUTeNbHbIE AEHbIN).


Amazon.com

OZON.RU

VcTopus ycneLwHoro uHTepHeT-6mnsHeca
B Poccum

Anekc 3Kcnep

Pacckas 0 ToM, Kak nosisusiach U passusanacb ofHa
M3 CaMbIX U3BECTHbLIX pOCCVIVICKI/IX I/IHTepHeT-KOMI'IaHI/IVI,
0T YenoBeka, KOTOprl7I 3HaeT 06 VHTEpHeTe BCe

Mnn noYTu Bce.

TemaTumka
WHTEpHEeT-6U3Hec, ncTopuu ycnexa.

0 KHure

370, KaK roBopsiT B GU3HEC-LUKONaxX, keic. Ho He nNpocToii,

a 30/10TOM.

370 NOAPOGHBIN 1 YECTHbIN pacckas 0 TOM, Kak U3 WAeun «a He cAaenatb /i Ham poc-
cuiicknii Amazon», npo3syyaBlueli B aanekom 1998 rogy, poauncs camblii KpynHbIi
HbIHE M0 aCCOPTUMEHTY UHTEPHET-MarasuH PyHeTa. 1, BO3MOXHO, Camblii N3BECTHBbII.
Tem, KTO MONOXe TPMALATY, HABEPHOE, 1 BOBCE KEXKETCS, YTO OH Obln BCeraa. Ecnm no-
anyelbCs Ha HEBO3MOXHOCTb OTbICKaTb KHUTY UU, CKaKeM, My3blkaslbHbI AWCK, 0T
yeTbIpex U3 NATN CO6eCeHNKOB YCbIWNLLIL 0BHaAeXVBatOLLEee «MouLLM Ha O30HEe» MK
HefoymMeBatoLLee «uTo, 1 Ha O30HE HET?»

MpounTaB 3Ty KHWrY, Bbl MOCMOTPUTE HA XOPOLLUO 3HAKOMOrO BaM WHTEpHeT-r1raHTa
LpyruMn rnasamu.

A ecnn Bbl 3afyMblBaeTecb 0 COBCTBEHHOM MHTEPHET-NPOeKTe — BpsA W HaligeTe 6o-
Nlee None3Hoe YTeHwe.

[nsa Koro ata kHura

[lns ynpaBneHyecknx KOMaHz MHTEPHET-KOMNaHMA, 0COGEHHO TO/bKO 3apPOANBLLMXCS.
[ns BCEX MHTEPECYIOLMXCS UCTOPUSIMU YCTELLUHbIX KOMMAHWIA.

[ns BCEX, KTO 3HAET, 4TO TaKoe 0ZON.ru.

06 aBTOpPE

Anekc 3kcnep ¢ 1988 no 1999 rog pabotan B pasnunuHblx IT-o6nactax. C 1999 roga
3aHUMAETCA UHTEPHETOBCKUMM, Pajuo- 1 IMTepaTypHbIMI NpOeKTamMu B Toii xe cdie-
pe. ABTOp BOCbMU XYIOXECTBEHHbIX KHUT, TPEX COOPHUKOB KMHOPELLeH3MI i NPUMEPHO
[BafLaTh y4ebHUKOB MO KOMMbIOTEPHON M W MHTEPHET-TemMaTuke. Ero nuuHblii caift
nocetuaet 40 ThiCAY YENOBEK B [i€Hb.


OZON.RU
ozon.ru

A Tak n 3Han!

Teopus orpaHNYeHNn 4na PO3HNYHO
TOPros/un

Anuaxy MongpaTT

Isn’t It Obvious!
Eliyahu M. Goldratt

MpUATHOE C NONE3HBIM: YBEKATENNbHOE XyA0KECTBEHHOE
YTWBO W WHAMBWAYabHbIA MaCcTEpP-Knacc 0T MMPOBOrO
rypy MeHempKMeHTa. To 4To Hafio TON-MeHeMKepy B CBO-
60aHOe Bpems.

TemaTuka
Teopust orpaHuuyeHuid, noructuka, 3phekTBHOE npes-
npustue.

O HHure

YB/eKaTenbHO 0 C/IOXHOM 1 B&XHOM — VMEHHO Tak HanucaHbl BCe KHUM Npr3HaHHOro
rypy MeHempkMmeHTa nusaxy rongparra. 31a KHUra He UCK/IHYeEHMe.

Teopuss orpaHuyeHwnii (TOC) OT/MYHO 3apekomeHfoBana Ccebs Ha MPOMbILLNEHHbIX
npeanpusaTusx. Tenepb K ky6yTOC MOryT NPUCOEAMHUTLCS PO3HUYHbIE KOMMAHUN.
Ha npumepe He6oMbLLIO/ CemeliHO TOproBoii cetn FonApaTT NokasbiBaeT, Kak MOXHO
BbIBECTU KOMMAHUIO U3 KpU3nca it yBennunTb npubbiib, NOCTPOUB JIOTUCTUKY B COOT-
BeTCTBUM ¢ npuHLUmnamy TOC. Mpn 3ToM aBTOp He 3abblil NP0 3aXBaTbIBAIOLLUIA CIOXET,
C/I0XHblE B3aUMOOTHOLLEHUS TEPOEB 1 COBPEMEHHbIE GU3HEC-peasu.

[na Koro aTa KHuUra
[lns pykoBoauTeneil Po3HUYHBIX TOPrOBbIX CETEll, KOTOpble CTPEMSTCS ONTUMU3UPO-
BaTb JIOMMCTUKY HA CBOWX NPEANPUSTUSIX U NOBBICUTL NPUGLI/b.

«PULLKa» HHUTN
Hosasi kHura ot asTopa 6ectcennepa «Lenb», crasiiero 6ubnneii s coBpeMeHHbIX
yrpas/eHLEB.

06 aBTOpE

[O-p Snusxy Fonapart — co3garenib 3HAMEHWUTO TEOPUM OrpaHNUEeHNiA, ynpasieHye-
CKOJi METOAMKM, 3aBOEBaBLLEl NpU3HaHWe BO BCEM MIPE.



Kapn Cbroann
Mon bpayH

KNueHTbl Ha BCHO >XN3Hb

Pepnaktop FOnna MNoTemkmHa
Ouzaiinep Cepreit ®egopos
MnmocTpatop Cepreii Makcumos
Bepctka AHApein Komaposckuii, Hagexkaa Kygpsikosa
KoppekTtop Jliogmuna [lasblgosa

000 «MaHH, VBaHoB 1 depbep»
www.mann-ivanov-ferber.ru
www.facebook.com/mifbooks
www.vk.com/mifbooks
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http://www.vk.com/mifbooks

EkaTepuHbypr
OO0 «PAL, EkaTepuHbypr», 620007, r. EkaTepuHbypr,
yn. MpubanTuiickas, a. 24a; +7 (343) 378-49-45 (46.. .49)

HoBocubunpck
OO0 «PAL|, HoBocnbupck», 630105, r. HoBocubmpck,
yn. NnHeliHas, 4. 114; +7 (383) 289-91-42; eksmo-nsk@yandex.ru

XabapoBck

dunuan PAL, HoBocnbupck B Xabaposcke,

680000, r. XabapoBsck, nep. [3epXUHCKOro, 4. 24, nnT. «b», od. 1;
+7 (4212) 21-83-81, eksmo-khv@mail.ru

Ka3axcTaH
«PALL AnmaTbi», 050039, r. Anmartsbl, yn. Jom6poBcKoro, A. 3a;
+7 (727) 251-58-12, 251-59-90 (91, 92, 99), RDC-Almaty@mail.ru


mailto:eksmo-nsk@yandex.ru
mailto:eksmo-khv@mail.ru
mailto:RDC-Almaty@mail.ru

Mbl B counasibHbIX ceTax!

MpucoegunHsiTecb K HaMm B Facebook n BKoHTakTe!
Bce camoe nHTepecHoe 13 nepsbIX pyK:

facebook.com/mifbooks

vk.com/mifbooks

TenecboH unu «nait OTKpLIM» rPysAM

MBKCUMIANIUHO MO/E3HbIE KHUM

MNapcne

0&cyvegex»Ts

MakcumanbHo
MONE3HbIE KHUIY

1' 1
liom
Vgwu
Imm
Y

T~ HaggTesnan
[ MAHH,MBAHOB U ®EPGEP


facebook.com/mifbooks
vk.com/mifbooks

[lomorn nspgatesnibCcTay!

Ham kak usgarensam o6s3aTesNibHO HY>XHO 3HaTb, HpaBUTCA /N BaMm
aTa KHura. NoaTomMmy Mbl NPOCUM MOMOLLU B ee oueHke. bonee Toro,
BalLNX KOMMeHTapuneB XXAOYT TbICAYN TEX, KTO XOTeN 6bl Y3HaTb, CTOUT
1IN OHa NPoYTEeHUA.

Ecnn KHura sam noHpasuiacs, He noxasnemnTe napbl Mu-
HYT — oOcCTaBbTe OT3bIiB Ha Ozon.ru. Pacckaxure, 4To
MNHTEepPEeCHOro 1 nosiesHoro e Hel Hal/IM UMEHHO Bbl.

Ecnu y Bac ecTb 3aMeyaHusi 1 KOMMeHTapun K cogep-
>XaHuto, nepesoay, peAakType U KoppekType, To npo-
CUM HanucaTb Ha be_better@me-i-f.ru, Tak mMbl 6bICTpee
CMOXEeM VCNpaBUTb HeJoueTbl.


Ozon.ru
mailto:be_better@m-i-f.ru

Ball KHUXXHbIN K1y

B no6oli KoMnaHnM ecTb HEOOXOAUMOCTb YUUTb COTPYAHUKOB, MO-
TMBMpoOBaTb UX, obwaTbca APYr C APYroOM Ha WHTennekTyasbHble
TeMbl, FeHepMpoBaTb HOBblE UAen A5 yNydlleHUs N pasBnutmns omns-
Heca, a TakkKe TpeHMpoBaTb UX OPaTOPCKNE HaBbIKU.

Bce aTm 3agaun nNpekpacHO pelaeT KHWXKHbIA kny6. lMpuyem
npakTnyeckn 6ecnnaTHo (LeHa paBHa BCEro /vilb CTOUMOCTU KHUT).
OpraHn3oBaTb €ro O4eHb MPOCTO, HEe HY)KHO HUKaKOW cneunasibHOMN
noAroToBKW, a BPEMEHU ero 3acefaHus 6yayT 3aHMMaTb BCEro /vilb
yac unv gsa B Mecsl.

BoT kak mMoxeT paboTaTb Ball KHWKHbIV k1y6 (cxema ychneLluHo
onpo6oBaHa Nropem MaHHOM B areHTCTBe HeaBuxumoctn MUMAH
N HEeKOTOpPbIMWU APYTMMU KOMMaHUSAMW, Hanpumep XxabapoBCKoi
«AABaHTUKO»),

1. MopcuuTairiTe, CKO/IbKO COTPYAHUKOB MPUMYT B HEM yyacTue
(onTnmasibHoe KosinvecTBo — 7-12). MNMpeanonoxumm, mnx ge-
CATb BMecTe C BamMu.

2. Kynute pgecATb caMblX MHTEPECHbIX HOBUHOK Ae/10BOl NnTe-
paTtypbl IM60 NpefocTaBbTe yYyacTHUKaM BblbpaTb UX CamMUM.
(BaxXHO: KHUIMM [0/KHBI ObITh HA [OCTATOYHO LLUMPOKNE TEMbI:
MapKeTUHr, MOoTuBauus, ynpasreHune, uorpadpum, NMYHOCT-
HOe pa3Butune.)

3. PaspaiiTe Kaxkgomy no kHure (ofHy octaBbTe cebe). CoobwuTte,
UTO Yepes Mecsl, KavKAabIli A0/DKEH He 6o/ee YeM 3a NATb MUHYT
pacckasaTb, 0 YeM NpoYUTaHHAasA KHUra u Kakme nosiesHbie naen
13 Hee MOXXHO BHeApUTb B Ballel koMmnaHuu. Jlydiie, ecnv ans
aToro 6yaeTt ncnonb3oBaTtbes npeseHTauma B PowerPoint. BoT
npUMepHbI packnag, cnaifos.

MepBbIi. KapTUHKa 06/10XKKW, rae SCHO BUAHbI Ha3BaHMe U aBTop,
KOMMEHTapWii, KTO 1 Koraa untasn KHUTY.

BTopoii. O yem ata kHUra? CKO/bKO B HEll cTpaHuy? KakoBa oueH-
Ka no natubanbHoOW LWkane? KoMy B KOMMaHWM ee CTOUT NpouYun-
TaTb — 0b6sA3aTesIbHO U XenaTesibHO?
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TpeTuii. OCHOBHasA uaes KHUMM (Jlyylle Bblpa3nTb €e Ha OfHOM
cnaiige).

YeTBepTblil (CaMblii BavkHbI). igen ans BHegpeHus n hammimm
COTPYAHMKOB, KOTOPbIM Npe/iaraete peasim3oBatb 3T Naeu.

MATb MUHYT NPEe3eHTauMN Ha KaoKAYH KHUTY, U 3a Yac Kaxkablii u3
[EecATU y4aCcTHUKOB NoslyvaerT:

— 0630p AeBATN KHUT (NpekpacHoe obliee pa3BuTue);

— HedopmasnibHOe obLeHne ¢ Kosieramu;

— naen Asisi CBOero Hanpas/ieHUs1 U PasBUTUS KOMMNAaHUY;

— dhaH (Hageemcs, ooKNaQuMKM ByayT cTapaTbCH pacckasbiBaTb
VHTEPECHO 1 BECESIO);

— elle ogHYy KHUTY, yXe A/ criefyloLllero 3aceiaHns KHUXHOro
Kny6a (X nydwle KynnTb U pacnpenenutb Mexay ydyacTHUKa-
MW 3apaHee).

UT06bI OTAa4Ya OT KHVDKHOro Kiy6a 6bl1a MakCUMasibHOM, yuTuTe
[Ba BaXXKHbIX MOMEHTA.

1. Bepywmii. OH cneguT 3a TeMm, YTO6bl A0KTIaAUMKN He NpeBbILla-
M NATUMUHYTHBIW NMMAUT, perynupyeTt nopsaok BbICTynse-
HUS, MoAepupyeT BOMNPOCHLI U OTBETLI, hukcnpyeT naeun.

2. lMpumeHeHue unaeil. YTobbl naen ObICTPO peasIN30BbIBAINCH,
HY>XHO co3faTb creuuasibHblli dain, >kenarenbHO ¢ o6LWuMm
A0CTYNOM, U NpocMaTpuBaTh €ro Kak MUHUMYM eXeMeCS4HO.
Oco60 LeHHble ngeun (a Takme 6yayT obsa3aTtesibHO) cpasy 3anu-
cbiBaWTe B «ropsuve» 3agayu.

Monpo6yiiTe n Bbl. CNyCcTs HEKOTOPOE BPEMS Bbl OGHAPYXUTE, UTO
BallM COTPYAHUKU cTanu elle 6o5ee HauMTaHHbIMU, uaen 6onblue He
nponagatoT 6eccnefHo, nokasaresnim KOMNaHUM yy4llatoTcsl, a Kop-
nopaTuBHasi Ky/ibTypa MeHsIeTCs K Jlyyliemy.

BbibpaTb KHUTM Bbl MOXETE NPAMO ceilvac
Ha rnann-ivanov-ferber.ru.


ferber.ru

[MpncoegHANTECH
K Hallen KomaHae!

Halum ycnexu — 3To 3ac/yra 3amevaTesibHbIX nogeli, paéoTtarolmx
B Halleil komaHAae. Y Hac Bcerja ecTb BakaHCUW A1 CUJIbHbIX KaH-
OnaaTos.

BHe 3aBUCMMOCTU OT MO3uuuM ByayliMe Konnern AosxHbl obna-
OaTb crieayoLMmn KauecTBamu:

— yMeHune fobuBaTbCsA pesysibTaTa: NPOLECC BaXEH, HO elle BaxK-
Hee pes3ysibTaTr, Tak Kak Mbl JIMYHO OTBEYaeM 3a Kaxkgoe cBoe
neno;

— CaMOCTOSITE/IBHOCTb: Mbl XOTUM paboTaTb C TEMU, KTO yMmeeT
ynpaBfiaTb coboii — opraHmM3oBbiBaTb cebs, onpenensite CBou
3a4a4u, cnocobbl N NYTU UX PELLEHNS;

— MNYHKTYaJ/1bHOCTb: Mbl He SIIO6UM TEX, KTO HapyLlaeT CPOKU;

— WVHULMNATUBHOCTbL: «Ha 3eM/ie» BCerga BuHee, UTo N Kak MOXHO
cpenaTb siyyule.

Mbl 0Xngaem oT CBOUX KOJI/1er akTUBHOM NO3ULIUK B XXU3HU U3-
nartenbcTBa. s Hac BadKHO COOTBETCTBME COTPYAHUKOB KOPMO-
paTUBHOM Ky/bType KOMnaHuu. Mbl MOMHUM, YTO «HaHUMAalOT 3a
npocpeccroHasibHble HaBbIKWU, a YBOJILHAIOT N3-3a HECOOTBETCTBUSA
KyNbType».

Co cBoeil CTOPOHbI Mbl Npeanaraem:

— TBOpYeckKyto paboTy B KOMaHAe TaslaHT/IMBbIX Nogei;

— BO3MOXHOCTb [0BOJIbHO ObICTPO YBUAETb MoAbl CBOUX TPY-
[00B — KHUTM — U NOJTyYUTb 3a HUX 61arogapHoOCcTu OT ynTta-
Teneii;

— BO3MOXHOCTb paboTaTb AOMa WUn B YIOTHOM odi1ce B LieHTpe
MockBbl! (B 3aBUCUMOCTUN OT BakaHCUW);

— BO3MOXXHOCTb YUUTbLCS Y KOI1er N Ha TPEeHUHrax fyylumnx crne-
LManncToB OTpacsiun.
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Moapo6Hoe onuncaHue akTyasibHbIX BakaHcuii (B TOM
uMcnie BHeLTaTHbIX) MPMBEAEHO Ha Hallem caiite

Ha cTpaHuue mann-ivanov-ferber.ru/about/job/

>Koewm sac!


ferber.ru/about/job/

MpaBuna NpubbIIbHBLIX CTapTanos

Kak pacTu u 3apabatbiBaTb AEHLIN

BepH XapHuLu NpUObINTbHBIX
. . cTapTanoB
Mastering the Rockefeller Habits

What You Must Do to Increase the Value of Your
Growing Firm

Vern Harnish

'naBHOe B /II060M MyTELIECTBIM (2 4YTO eCTb OTKPbITUE
KOMMNaHUK, Kak He NyTellecTBre K NpusbIn 1 ycne-
Xy?) — 3T0 YETKWIA NPOAYMaHHbIA NnaH, KOTOopbIA NO3BO-
NIUT BCE flenathb NpaBUbHO Cpasy.

TemaTuka
MpeanpuHUMAaTeNsLCTBO, cTapTarbl.

O KHure

XOTuTE CTaTb NYYLINM — YYNTECH Y NlyuLnX. UTOGbI CAENaTh KOMMAHWMIO YCMeLHOM, CToi
B35iTb HA BOOPY)XEHWE MPUHLMMbLI PaGoThbl yCNelHbIX 6U3HECMEHOB. BepH XapHuu -
BCEMUPHO NpW3HaHHbI 3KCNepT B cdepe npeanpyHUMaTenbCTBa 1 Co3aaqus yenew
HbIX CTApTarnoB — CYMTAET, YTO JyULIMM NPUMEpOM ycrnexa cTaHeT [pkoH Pokdennep
poAoHaYaNIbHUK BEIKOK AMHACTMM MUNMapAepoB. KomnaHus, nocTpoeHHast B o
OTBETCTBUU C NpuHUMNamm Pokdennepa, 6yaeT cTabuibHO NPUHOCUTL BbICOKMIA A0
XOf 1 MOCTOSIHHO pa3BMBATLCS. [NaBHOE — YeTkas CTpaTerusl, akTyasbHble AaHHbY
W oucumMnanHa.

[nsa koro ata kHura

[1ns BnafenbLeB MOMOAIX KOMMaHMiA. [1ns Tex, KTO eLLe TOMbKO NIaHUpyeT OTKPbITh CBO<
[eno 1 XoueT GbiTb YBEpEHHLIM B ycniexe. [lnsi pykoBoauTeNell AaBHO CYLLECTBYHOLIM:
thvpM, KOTOpbIe CTPEMSTCS 06ecneunTb CTabUNbHLIA POCT 1 Pa3BUTHE KOMMAHWIA.

«PULKa» KHUTU

lMpaKTUyHble COBETLI M3 NEpBbIX PYK OT CO3AaTesNisi TepMMHA KOMNaHWiA-«rasenei» -
opraHuzauuii, pacTyliux GbICTPbIMA TEMNamu W NPUHOCALLMX PeasibHy NpuUbbIIb
CrabunbHo gepxuTcs B Tone Amazon.com B pasgesne «CTpaTern U KOHKYpPeHLus».

06 aBTOpE

BepH XapHuw - ocHoBaTeNlb BCEMMPHOI MpPeAnpUHUMATENLCKON opraHu3auum EC
(Entrepreneurs' Organization), pykoBoauTeNb y4ebHbIX nporpammM «PoxaeHue ruraH
ToB» W «[pofBUHYTHIi Gu3Hec» B MIT, ocHoBaTenb n CEO komnaHum Gazelles Inc.
KoTOpasi BbIMOMHAET POMb KOPMOPATWMBHOTO YHMBEpPCUTETA AN KOMNaHWIA cpegHerc
pasmepa. XypHan Fortune Small Business Magazine Ha3Ban ero «OfHUM U3 JecATr
TNaBHbIX MbIC/IUTENENR B MaNoM 6u3Hece».


Amazon.com

Kapn Cbloann — nyuwwii aBTogunep AMepuku. B kaxzaoii rnaee ero
KHUIM MOXHO HaliTW NMpakTMYeckne COBEThI AJ1s Ballero 6usHeca, 6yab
TO TOProB/iIi aBTOMOBGU/ISIMU, MOAHO OeXA0i unu GaHKoBCckue ycsyn

Mbl — Wropb MaHH, Muxaun ViBaHoB u Muxaunn ®epbep —
rapaHTMpyem Bam yBJieKaTes/IbHOE YTEHME.

[laBHO He 6bl/10 TAKOrO BHATHOTO, HE Neperpy>XeHHOro U3NuLIHeR y4e-
HOCTbIO M3/10XEHMS TEOPETMYECKNX BONPOCOB, CBA3aHHbIX C Npobreme
3(hhEKTMBHOCTY OpraHn3aLmii.

«BegomocTum»
OTa KHura o ToMm, Kak ctatb siydyinmM. O4YeHb NPOCTO U JIOTUMYHO
pacckasaHo, kak obuTbCs TOro, YTobbl KNNEHTbI OCTaBaINCh C BaMW.

«JleHbr»

YTo HM rnaBa, TO oUepenHan reHnasibHaa npaxkTnyeckas naes.

WWWw.e-xecutive.ru

MuHUMyM 06LWMX hpas, BOAbl U JIMPUYECKUX OTCTYM/IEHUIA.
«KomnaHus»

KomnaHun «ATnaHT-M», «Ponbth», «®abpukn mebenn «8 MapTa»,
«He3aBMCUMOCTb», «/IHKOM-aBTO» Kymnu/n COTHW 3K3EMM/IAPOB 3TOM khi
ONA CBOUX COTPYAHUKOB W K/IMEHTOB.

n3garesibCteo

Bpemsa >pouteHus - 3 yaca MAHH, MBAHOB VI q)EPEEP

MakcmMasibHO NoJsie3HbIe KHUTK
Ha caiiTe mann-ivanov-ferber.ru
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