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NMpeoncnosune

Ewe LLepnok Xonmc 6b1a ybe)xxaeH, 4TO B NONCKaxX OTBETa Ha rlaBHble BOMNPOChHI
HY>XHO OBUraTbCsA OT YacTHOro K obwemy. [la u caMaa MOWHasa SHeprusa B Mmpe -
aTOMHas - bbl1a OTKPbITA, KOrga y4eHblM y4asnocb N3y4nTb B3auMogencTBue
MesbYanwmx 4acTuy. Tak n B «KHUre npofaxk gesesiornepa» aBTopbl HAXOOAT OTBETbI
Ha rn1aBHble BOMPOCHI PblHKa HEABMXMMOCTU, Aobnpasdacb A0 camon cyTu, Ao
3J/IeMeHTapPHbIX YacTul, opMUPYyOLLNX MPUHLNMNWANILHO HOBbLIW MOAX04 K NpoAakaM.
Yoensasa npucTtanbHoe BHUMaHME TOMY, 00 Yero y pykosoauTesnen 4acTto He AOXOOAT
pyku, Cepren Pa3yBaeB n AHHa lNe4YyepKnHa NoKa3bIBalOT, KakK OCYLLECTBUTb
CTpaTernyeckum pa3BopoT KOMMaHUM B HOBbIX YCJIOBUAX PbIHKA.

A nanek OoT MbIC/IN, YHTO POCCUNCKME 3aCTPOULLNKKN HE Pa3BUTbl N CEPbE3HO
npourpbiBaloT 3anagHbIiM KossieraMm. [la, 3a cnuHon, Hanpumep, JoHanbna Tpamna,
npogeccruoHanbHOro aeeesonepa, 4YyTb MeHbLle 50 neT npodeccMoHanbHOro onbiTa 1
bonee 200 neT pbIHOYHOM 3KOHOMUKN. B TO BpemMa Kak B Poccun ewe B 1990 roay He
OblJ1I0 1 HAMEKOB HW Ha PbIHOYHY YKOHOMUKY, HN Ha NPOECCNOHasIbHbIN
nesenonmeHT. lNpeactaBnsgeTe, KAKOM 3BOJIIOLNOHHbBIM CKa4Y0K Y)Xe NMpuLLIIoCh
OCYLLEeCTBUTb POCCUNCKOMY PbIHKY U KaKune 3ajadun CToAT nepen HUM cendac?! Tem
bonee LeHHO, Korga B pykax y npodeccmoHasioB 0Ka3blBaeTCA KHUMa, cogep xallas
MaKCUMaNbHY KOHUEHTPaUno NONE3HbIX NOEN Ha KaXKaon cTpaHuLue.

YecTHO roBops, Npo4YnTaB 3Ty KHUTY, A NnocMmoTpen Ha Ceprest n AHHY ApyrumMm
rna3amu. Mo MOMM CKPOMHbIM OLEHKaM, 4TOObl HAKONUTb NPeaCcTaBNEHHbIN
MaTepuas, Hy>KHO 6b1J10 MPOBECTU Ha CTPONKE He OA4HY COTHIO YacCoB,
MPOKOHCYNIbTUPOBATb AECATKN POCCUNCKMX KOMMAaHUN, NPOaHaan3npoBaTb ONbIT
3apybe)KHbIX UTPOKOB. A 3aTeM eLle N CTPYKTYPUPOBaTb NOJIyYEHHbIE OaHHbIE.

Ha Moi B3rnsg, rnaBHas LEHHOCTb «KHUMM NpofaXk AeBenoriepa» B TOM, Y4TO
PYHKUMSA MAapKeTUHIa 1 NpoAak NpeacTaB/ieHa B HEN KaK KtoYeBas PyHKL NS
aesenornepckoro 6usHeca. ToNbKO NpencTaBbTe, CKOJIbKO AEHEr TepsaioT KOMAaHUN-



3aCTPONLLNKK, NCNONb3YS yCTapeBLmne HeIPPEKTUBHBbIE CUCTEMbI PaboThbl C
KnneHtamu! Npueeny npocTble pacyeTbl. lonycTuM, ABe KOMNaHUM nNpoaatoT
COMNoCTaBMMbIE MO Ka4yecCcTBY 06BbEKTbI Ha permoHasbHOM pbiHKe. B ogHOM cuctema
NMpoAa’>k NOCTPOEHA MO CTapUHKe, «Ha TPOoeYKy», - NPoAalT YTO NPpoAaeTCH, akKTUBHO
NCNONb3YIOT CKUAKN. A psgoM paboTaeT NnpodecCMoHasibHbI UTPOK C CUCTEMOWN
npoAa><, BICTPOEHHOW «Ha OTJ/INYHO». [10 ONbITY MOry CKa3aTb, 4TO nNpodeccnoHan
byneTt nponaBaTb 1 6onble, n Ha 15-17 % gopoxxe. 3To Te camble 15-17 %, KoTopbie
MOryT ObITb MHBECTMPOBAHbI B pa3paboTKky n peanm3saumnto 6osee COBPEMEHHbIX
MPOEKTOB, CTPOUTENLCTBO XWJbA Bosiee BbICOKOro KayecTBa Mo MexxayHapoaHbIM
CTaHgapTaMm KoMgopTa. CToMT 1 NobopoTbCs 3a 3TN AOMNOJHUTENbHbIE MPOLEHTbI? A
cymTato, fa.

«KHUra npogax gesenonepa» npeacrasaseT HU MHOMO HX MaJlo HOBYIO BusHec-
MoJesb AeBesionepckon KoMNaHnn. LleHTpanbHbIA 3/1IeMeHT 3TOoM MoAesin - co3fgaHune
LeHHOCTWN ANS KJIMeHTa.

3IOMUHKa 3TON KHUTW B TOM, YTO aBTOpPbI HE TOJIbKO 0603HavYaloT BEKTOPSI
TpebyeMbIX N3MEHEHNI, HO U JAOT NOWaroBble MHCTPYKLUUW - BMJIOTb A0 KOHKPETHbIX
peyeBbiXx 060pOTOB M NPaBUJIbHbLIX BOMPOCOB, KOTOPbLIE MOTYT UCMOJIb30BaTb
MeHen>Xepbl B paboTe. MNpo4ynTasB 3Ty KHUTY, Mbl Y>)Ke HEe CMO>XEM pa3roBapmBaTb C
KJIMEHTAMUN KaK Nnpexae - Ha A3blke CTPOMKM, a He Ha A3blKe BbIrOA4.

KoMy 6yneT nosie3Ha 3Ta KHUra? Bcem y4aCcTHUKaM pblHKa HEABUMXKUMOCTIU. A Xe, B
CBOIO o4yepeab, No3aboyycb 0 TOM, 4TOObI OHa CTasla HaCTOJNIbHOM B Ka)XAoM oduce
dhenepanbHON PUENTOPCKON KOMMAHUN «ITa)Ku».

Wnbpap XycanHos,

ANpeKTop penepasibHOM PUEeNTOPCKON KOMMAaHUU «DTaKun»

BBeneHue

3a nocsiefHNe HEeCKOJIbKO JieT PbIHOK HEABUXNMOCTU B POCCNN N3MEHWUJICSH
paoukanbHo. N neno na>ke He B 3aKOHOL4ATEe/IbHbIX UHMLMATUBAX, KOTOpble,
6e3ycnosHo, OKa3aJln Ha Hero no3nTmeHoe BJINAdHNE, U HE B MaKPO3IKOHOMNYECKUNX



caoBUrax, KOTopble rnepe>xmnjia BCA CTpaHa.

3MeHunncbk nokynatenun. ToyHee, N3IMEHUACb UX POJib B MPOLLECcCe MOKYMNKN »XUJbS.
JlaBnHOO6pa3Hoe pasBUTUE MHPOPMALIMOHHBLIX TEXHOJIOM NI, NOSIBSIEHNE B PErMIOHAX
CUNbHbBIX OTPACNEBbLIX MHTEPHET-NOPTaNoB, cobmpatowmx gaHHble 060 BCex
npoaatowmxcs obbekTax HeaABUXXMMOCTK, HeBbIBalaa AOCTYNHOCTb MHopMaunm ob
yYacTHMKaX PbIHKA He MOr/IN He MOBJINATbL Ha NoBeAeHNE KINEeHTOB. YacTb U3 HMX
BOOPY>XUINCb NMPaKTUYECKN SKCMEPTHbIMM 3HaHUAMN. B To BpeMsi Kak gpyrue
3ax1ebHynncb B NOTOKe MHopMaLMK, 3anyTaanucb U pacTepsannce. lMepBbiM

MeHeO Kepbl MO NMPoAa)KaM 0Ka3aJIMCb MOMPOCTY HE HY>XHbI. «1 U Tak BCe 3Halo, -
ropao 3aaBssOT OHW. - [POCTO AankTe MHe CKMAKY!» - «f HN4Yero He NoOHUMato, - B TO
>Ke BpPeMsi BOJIHYIOTCSI BTOpble. - [loMornte MHe pa3obpaTbCs B TOM, Yero s xoudy». Hu
C TEMU, HN C APYTMMUN TPAOMNLMOHHbIE MOAENN NPOAAXK HEABMXXMMOCTY He paboTatoT.

C K/IMeHTaMIn «A-BCe-3Hal-CaM» MeHe)Xepbl TEPAITCA, YNYCKalOT MHULMATUBY U B
NTOre uam NonpocTy He MOryT yaep>XaTb Ux, nan paboTatoT N0 NPUHLKNNY «4TO
TpebyoT - TO U Npogato». UMeHHO KJIMEeHTbI-BCE3HAMKM NMULLYT B COLUMAsbHbIX CETAX
MHOIO4YNCJIEHHbIE OT3bIBbl O HEMPO(ECCUOHANIN3ME MEHEKEPOB MO NpPoAarkaM.
TakuM KnmeHTaM bbis10 6bl Fopa3fo npolle NokynaTb Ha canTax, CaMOCTOSATESIbHO
BblOMpas KBapTUPY N YCNOBUA COeNKU. HO 1 C KIIMEHTaMN «MOMOrnTe-MHe-
pa3obpaTbCA» TOXKE HEMPOCTO. Y HNX HET OTBETOB Ha CTaHAAPTHbIE BOMPOCHI
MeHe[L>XepOB: KaKyl KOHKPETHO KBapTUPY Bbl XOTUTE KYMUTb U Ha KaKNX YyCNOBUAX?
NM Hy>XHa noMoLlb. KTO-TO AOJIKEH COPUEHTUPOBATb UX Ha PbIHKE, MOACKAa3aTb, KakK
pearnpoBaTb Ha N3MEHEHUs, pacCKa3aTb O HOBbIX CTaHOapTaX rpafoCcTponuTenbCTBa,
MOMOYb OMpenennTbCs C Kputepmamm Bblibopa. OHU He NMULYT oTpuLUaTENbHbIX
OT3bIBOB B couceTsax. Ho n He nokynatloT, NpeanoynTas goxxXmnaatbca bonee
CMOKOMHbIX BPEMEH.

Hn ToMy HM OpyromMy TUMY KJIMEHTOB HE HY>XEH KJIaCCMYeCKUin MeHeayXep Mo
npoAar<aM, pacCKa3bIBaloLWMA, KaKMe KBAPTUPbl UMEITCS B HAIMYMN 1 MO KAKOM
ueHe. 1 TeM 1 OpyrumM 3TOro y>ke CJINLIKOM MaJio.

Kakyto nobaBfrieHHY0 LLEHHOCTb Co34aeT MeHea xep no npodakam? Hackosibko
MeHeO Kep ynpaBsisieT NPoLeccoM NMpPoaakKn 1 BAUSET Ha pe3ynbTaT?

Ka)xOblll pa3, Ha4MHas 3HAKOMCTBO C MOTEHLMaNbHbIM NAPTHEPOM, KOMMAHNEN-
3aCTPONLLMKOM, Mbl ULLEM OTBETHI Ha 3TW BOMpPOCkI. W pa3 3a pa3oM ybexaaemcs:
NPUBbLIYHbIA A9 OTPACAN CTAaHOAAPT «MACCUBHbLIX NPoAaXk» 6e3Hage)xHo ycTapern.



B KomnaHuu, ¢ KoTopbiMM paboTaeT Halla KOMaH4a, Mbl MPUHOCUM BMPYC aKTUBHbIX
npoAak, 3apa’kas PyKoBOAUTENEN N PAAOBbLIX MEHELXKEPOB NAEEN O TOM, YTO OHMU
MOryT N OOJIKHbI YNPaBAsATb CBOMMU pe3ysibTaTaMum U opMmpoBaTb A06aBNEHHYI0
LEHHOCTb OJ151 KJIMEHTOB.

3a HecKoNbKO neT paboTbl C pernoHasbHbIMU KOMMaHUAMN Mbl BbipaboTanu
TEXHOJIOIr N0 NePEeHACTPOMNKN KOMMEPYECKNX CNyXb 3aCTpONLWNKOB, BHEAPEHUS
WHCTPYMEHTOB aKTUBHOIO yrnpaBJieHUsa npogakamun. PesynbtaTbl, 4OCTUMHYTbIE
HaWKMMM NapTHepamun, BnedvaTnsatoT. 3a 1,5-2 roga Kaabl U3 HUX COBEPLUWN
HaCTOSALWMA NPOPbIB B CBOEM pernoHe. Tam, rae 60bLLNHCTBO XanylTCs Ha
yXyALWeHNe pbiIHKa N CHUXEeHUe niaTte)xecnocobHoro cnpoca, KoMnaHum,
NMPUMEHSAILWNE TEXHOOM MU aKTUBHbLIX MpoAaXk, 3apabaTbiBatloT N pacTyT.

B 3TOM KHMUre Mbl 06006LWLKMAN pe3ybTaTbl HALEro COTPyAHMYECTBa C HECKOJIbKUMN
AEeCATKaMM pernoHasbHblX KOMNAHUA-3aCTPONLNKOB. VIHCTPYMEHTbI, 0 KOTOPbIX Mbl
6ynem roBopuTb, NPOLUN NPOBEPKY Ha MPOYHOCTb KaK B 0TAelaX NMpoAa,
CO3[,aBaBLUMXCA C HYNS, TaK U B Y)K€ CJIOXKUBLUMXCSA KOMaHAax, Nepe xMBLUnX
HaCTOALLYIO PEBOMIOLMIO. Mbl TaK)Ke Y41 OMNbIT PYKOBOAUTENEN, PELUNBLUMXCS Ha
N3MeHeHuns.

Mepen BamMu - Npexxae BCEro NpakTU4Yeckoe pyKoBOACTBO, KOTOPOE MOMOXXET
NepeHacTPoOUTb CUCTEMY MPOAaXK HEABUXXMMOCTU. Mbl CHabAUIN Ka)KOblA pa3nen
pa3BepPHYTbIM KOMMEHTapUeM 0 TOM, B KaKOW CMTyauMn CTOUT YTO-TO MEHATb M Kak
NEencTBoBaTb, €C/IN Bbl PELLUUJINCL HA BHEAPEHNE TEXHOIOMMN aKTUBHOIO YrpaB/eHUs
npoaa>kamu,

dTa KHUra bygeTt nosesHa He TOJIbKO PYKOBOOUTENAM OTAE/I0B NPOoAaXxK.
MaKkCMManbHYIO MOJIb3y Bbl MOJIYYNTE, €C/IN NMpoYnTaeTe Halle PyKOBOACTBO BCEWN
yrnpaBsieH4YeCKON KOMaHOoM 1 0bs3aTeNbHO NpMBieYeTe K 3TOMY MapKeTO10r0B.
AKTUBHbIE NpoAakn TpebyoT COBMECTHbIX YCUANUA NPaKTUYECKN BCEX OTAEN0B
KoMnaHun. OOnH, Kak N3BECTHO, B NnoJsie He BOMH. YTobbl peann3oBaTb TEXHOJIOMNN, O
KOTOPbIX MOMAET peyb, MeHed )Xepbl 4OJIKHbI HyBCTBOBaTb cebs YacTbio BonbLion
KoMaHAabl 1 6bITb Ha 100 % yBepeHHbIMU B Moanep>KKe.

HaM o4eHb 6bl X0TenocCb, 4To6bl 3Ty KHUIY MPOYUTANIN HE TOJIbKO PYKOBOOUTENN.
MeHen>xepbl, 418 KOTOPbIX paboTa Ha pPbIHKE HEABVMXXUMOCTU - HECSTyHalHbIA BbIGOp ©
KOTOpble XOTAT AOCTUraTb BblAAOWMXCSA pe3ysbTaToB 1 3apabaTbiBaTb, HAWAYT 340€Cb
MPOCTbIE N BMECTE C TeEM AENCTBEHHbLIE NHCTPYMEHTbI YBENNYEHNSA 3(DPEKTUBHOCTH
npoaaxk. Ka)kablh Yntateslb MOXXeT NPUMEHUTb TO, O YEM Mbl NMLLIEM, MPSAMO CErOAHS,



cenvac. MeHea>xep HaNOeT B KHUIFe KOHKPETHble CKPUNTbI U WabnoHbI.
PykoBoOMTE b - MHCTPYMEHTbI YNpaBAeHUs npoaakamm n oby4yeHns cCoTpyaHNKOB.

Hawa me4Ta - yBuAeTb KHUTY Ha paboynx cTonax B CaMblX aMBULMO3HbLIX KOMMaHUSAX-
3aCTpOVLLMKAX.

OcTaBbTe APYrMM pa3MblilLUIEHUS O CIOXKHOW cyabbe pbiHKa. BOOPY>XMBLUNCH HalLen
KHWUIOM, Bbl CMOXKETe NpeasioXXNTb CBOWU Npasusia urpbl. YutanTe, obcyxpnanTe,
npobynte! A Mbl Byaem pagbl KOMMEHTAPUAM U 0T3biBaM. [MoaennTbLCA CBOUM
MHEHMEM O KHUre 1 pe3ysibTaTaMu BHeAPEeHUSA NpensioXXeHHbIX B HEN MeTOAUK Bbl
MO)XKeTe, Hannucas HaM Ha agpec Razuvaev@gmk.ru (mailto:Razuvaev@gmk.ru).

Brnepepn, K akTUBHbIM npogakam!

Cepren PasyBaeB

AHHa lle4vyepkunHa

naBa l

MpuBneyeHmne KINEHTOB B ohuncC

1.1. TexHONOrnMa akTUBHOIO yrnpaBseHNA Npoaaken

Camasd Ooporocrtodillan owmnbka B MOCTPOEHNUN CNCTEMbBI NMPOaAa>X HEABUXNMOCTIN -
CHYNTATb, HYTO MPOoAa>Kn Ha BXO4ALWEM MNOTOKE - 3TO NaCCUBHbIE MPOAa>KWU.

«[laccmBHbIE MpofaXKn» - ONacHbLIN BUPYC, pa3pyLuamowmm 3ppeKTUBHOCTb
KOMMep4YecKon cnyXbbl. Kak ToOIbKO B KOMNaHUW NOSABAAIOTCSA JIOAN, CHUTAOWME, H4TO
OHUM paboTaloT B NACCMBHbIX NMPoAa)KaX, CPOYHO BBOAUTE PEXUM Ype3BblHaNHOM
cutyaumm n n3basnanTecb oT 3apa3bl! He 3psa Ke Ha BU3UTKaxX Npoga>KHUKOB



MALLETCS ropaoe CNoBO «MeHeaxXep»! Tak AaBanTe BMeCcTe AyMaTb - YeM 3TU 04N
ynpaBnaT? MNpoaa>XHUK yNpaBaseT NpoLecCoM 1 pe3ysibTaToOM NeperoBopoB.
NMeHHO OT aKTMBHOCTW 1 BOQIN MeHeO)Kepa Mo npodakaM 3aBUCUT, COCTOUTCSA
caenka nnu Het. Ecnm no Kakom-To NpuUYnNHE KJMEHT nepedymar, He Hallen OeHer,
pewmnn OTA0XKUTb NOKYMNKY WU BJIOXKUTb AEHbIN BO BTOPUYKY - 3TO pe3ynbTaT
paboTbl Nnpoaasua. Ecnv knneHT BNOOUACSA B MPOEKT, MOBEPUST B KOMMaHUIO-
3aCTpoNLLMKa N Kynna KBapTUpy B ABa pa3a 6osblue, 4eM Ta, 3a KOTOpPOW npuwen, -
3TO ToXe pe3ysbTaT paboTel NpoaaBua. Kakmm 6bl HU 6blN1 KITMEHT N KakKUM Bbl HU
Obln1 ero 3anpoc B Havane obuieHns, 3a KOHEYHbIN pe3yfbTaT OTBeYaeT npodasel. Ha
Bce 100 %.

HVWKakmnx naccuBHbIX MpoAaXk B NpUpoae He cyliecTByeT. Ha pbIHKE HEOBVMXXNUMOCTW
HaM TOYHO He nonafasinCb KOMMaHMKU, KoTopble Bbl NpoAaBann ycnewHo, oTaaBas
6pa3abl NpaBsieHNS NOKyNaTeNnsaMm.

OcHoOBHas 3afayva pykoBoauTens otaesa npoiak - Hay4nMTb MeHe>XepoB YyNpaBiaTb
NpoAa>ken C NepBon CEKYHAbl pa3roBopa C KJIMEHTOM A0 YyCMeLWHOro 3aBepLleHns
MOBTOPHbLIX CAENOK. I neno 3gecb faxke He B hnnocodpum (XxoTa ngeonormsa B
npoda)kax nMmeetT BosbLIOE 3HAaYEHNE), @ B KOHKPETHbIX TEXHONOIrNAX, KOTopble Obl
MO3BOJINN MPOAAXKHUKY K3 N0OOro NoNoXKeHUA BCerga Bo3BpallaTbCa Ha Mo3nLuto
yrnpaBasoLWero caenkon.

Mo>KeT NOKa3aTbCs, YTO 3TO KAaKNe-TO CJ/I0XKHbIEe TEXHOI0M NN, KOTOPbIM HY>XHO
obyyaTb rogamun. Kak nokasbiBaeT Halla NMpPakKTUKa, HUYEero CJ0XKHOro B NoCTPOEHUN
AaKTUBHbIX MPOAa>k Ha BXOAsLWEM NOTOKe HeT. [1laBHOe, C CaMOro Havasia peLlmnThb:
pyanm mbl. la, KIMEHT - LEeHTP Halwen BcesieHHon. [1a, Mbl 34eCb 4S9 TOro, 4Tobbl OH
Kynui HOBOE Ka4yeCTBO CBOEN XWU3HW. [1a, KNMEHT - rnaBHbI YenoBek, bnarogaps
KOTOPOMY U AJ19 KOTOPOro Mbl CTpoMM. Ho npoueccom npogaku ynpasnseT
MeHen>xep. M 3To ero 3aboTa - BLICTPOUTbL Npouecc Tak, 4Tobbl KINEHT 6bin
CYacTAumB.

B qI)OKyce BHMMaHUA MeHeO>Xepa Bcerga O0JI>)KHa HaXoaAnTbCA LeJib, U BCe ero
DEencTBUSA OOJIKHbI CKN1aAblBaTbCS B LlenoYyKy Laros, seayLwmnx K Hen.

Llenb TeneoHHOro pa3rosopa - Ha3Ha4YuUTb BCTpeYy.

Llenb nepBon BCTPeYM C KIINEHTOM - 3aBpoHNpPOBaTb KBapTUPY.



Llenb MOBTOPHOIo0 KOHTaKTa C KJIMEHTOM - CAeJIKa.

Llenb post-sale-KOHTaKTOB - MOBTOPHAA CAOeJIKa.

Llenb coenkm - HoBas XXU3Hb KJINEHTA.

Ka)Kabl KINEHT, 3aBEpPLUNBLLUNIA Pa3roBop rno TenedoHy coBaMu «MHe Hago
noayMaTb» U «s1 CaM BaM NepPe3BOHIO», - 3TO MUHYC AeHblrn. YeM C/loXXKHee cuTyauumsa
Ha pblHKe, TeM bosblue AeHer TepseT 3aCTPOULLNK KaXKablW pa3, Korga KJAneHT
obpbiBaeT pa3roBop no TesnedoHy 1 ocTaBnseT 3a cobon NpaBo pelwaTb, MPOAOIXKATb
obLweHne nnn Her.

Korga KNneHT kKnageT Tpyoky TenedoHa, y MeHea)Xepa O0JKHbI ObIThb
3apuKcmpoBaHbl (B exxegHeBHMKe unn cpasy B CRM-cucteme) Tpu obsisaTeNbHbIX
NyHKTa:

1) nmMa KnmneHTa;

2) TenedoH KINEeHTa;

3) maTa 1 BpeMs BCTPEYUN C KJIMEHTOM B 0p1Ce NPOAAXK MU Ha CTPOUTESNIbHOM
niowanke (B peokmnx cayvaax - npu paboTe ¢ MIHOrOPOOAHUMU KJIMEHTAMU - AaTa U
BpeMmsa cneayoLlero pa3rosopa no tenedgoHy).

ToNIbKO B 3TOM CJlyyae yrnpaB/ieHne Npofa)kKelil 0OCTaeTCs B pyKaxX MeHexepa.

Korga KIneHT nokuaaeT opuc Npoaak, y MeHea )xepa B pykKax A0JIKHA OCTaTbCs
6pOoHb (MOATBEPXKAEHNE TOrO, YTO KJIMEHTY HPABUTCSH KOMMNAHNA-3aCTPONLLVK,
KOHKPETHbI XXWJI0 KOMMNIEKC, KOHKPETHbIN OOM, KOHKpPEeTHasa KBapTupa u
npennaraemble yCa0Bus caenku). B aTom cnyvyae MeHep)xep coXxpaHsieT KOHTPOIb Haf
CUTyauUNeN N MOXXET eto yNpaBisThb.

Korpa KaneHT noaoTBep>XOaeT CBOe HaMepeHne Kyrintb KBapTnpy, MeHeaoyxep OoJI>XKeH
3HaTb TOYHYIO OaTy N BpeMA noarnmcCaHnAa JOKyMeHTOB N BHECEHNA ONMaThl.



NHbIMM cnoBamMu, Ka)kabln 3Tan pa60Tb| C KJINEHTOM [O0JI’KEH 3aBepLUaTbCA HETKNMUN
OOroBopeHHoCTdMM O CriegyroweMm Llare.

AKTMBHbIE NPOAaXKM Ha BXOAALLEM NOTOKe BOBCe He 06A3bIBalOT BTIOXUBATb KJINEHTaM
XXWUJbe, KOTOPOE UM He HY)XHO. Pedyb naet He 06 3TOM. AKTUBHbIE MPOaaKu
npeanosiaratoT, 4TO MeHea)Xep cAeslaeT BCe BO3MOXKHOE, YTOObl KNIMEeHT CMOr KYNnTb
KBapTUPYy CBOEN MeYThbl B KpaTyanime CpoKun. NacCMBHbIN Moaxon, NpuKpbiBaeMbli
pa3roBopamMu 0 TOM, YTO Ha NOKyNaTeNns Hesb3A AAaBUTb Y OH CaM A0JIKEH NMPUHATb
pelleHne Toraa, korga emy bynet KoMoOpTHO, MPUBOAUT K TOMY, YTO KJINEHTbI
YXOLAT NN He YCMeBaloT KYMNUTb «CBOKO>» KBAPTUPY, MOCKOJIbKY ee yXXe KyMnuj KTO-TO
apyrow.

AKTUMBHbIE NPOOa>KN Ha BXoOALWEM NOTOKe 0043bIBalOT MeHea>Xepa B34ATb Ha ceb4
OTBETCTBEHHOCTb 3a pe3yJibTaT NeperoBopoB C NepBoOn NX MUHYTbl. IMeHHO No3ToMy
rnepBbIN COBEpPLUAEMbIN MEHEO)XEPOM Lar B nNpegjlaraeMon HaMu TeXHOJ10rnu
aKTUBHbIX NMpodak - nepexsaT UHUUMATUBLI. AKTUBHAA Npodaka Ha4MHaeTCHa POBHO B
Ty CEKYHAY, KOrga MeHeo»Xep BbIXOOUT N3 YHEHNYECKON MO3ULNN KMEHS
CrnpawmnBatloT - 1 0TBEYalo» N Ha4YMHAET BECTU pa3roBop K HY>XHOW uenn. Kakosa
TEXHOI0r A aKTUBHbIX NPOo4aXk Ha BXOAsALLEM MOToKe, obecneymBatowas MeHegXxepy
ynpasJieHue pe3ynbTaToM?

OTO NATb OCHOBHbIX LLAroOB.

Lar 1. NepexBaT nHMLUMATUBLI: BONPOCHI 3a4aeT KJANEeHT ? BOMNPOCHI 3afaeT
MeHexep.

LLiar 2. MpepgnoxxeHue: MeHeO )Xep npennaraeT KJANEeHTY COBepLUInTb AeNCTBUe,
KOTOpoOe NpoABUHET CAENIKY Ha cieayowmn 3Tan (uenesoe encTemne).

Lar 3. 3awmnTa npensioxXeHns: cornacoBaHme onTUMasibHbIX YCIOBUN COBEPLUEHNS
LesieBoro AencTeus.

LLlar 4. JOoCTU>XeHne OOroBOPEHHOCTEN: KJINEHT U MEHea )Xep NPUHMMAOT Ha cebs
obsa3aTenbCTBA.

LLIar 5. 3akpenneHne AOroBOPEHHOCTEWN: COrjlacoBaHMe NoLwaroBoro njaHa
OanbHEeNWmnx nencTBumn.



9TO OCHOBA, JIOrnyeckKas rnocsefoBaTelbHOCTb LWAroB, BeAyWmX K Ka4eCTBEHHOMY
pe3yfbTaTy. B 3aBMCMMOCTN OT MHAMBUAYANIbHOIO CTUSA NPoAa N ocobeHHoCTeN
KOPMNOPaTMBHOM KYJIbTYPbl KOMMAaHMN-3aCTPONLLIMKA KaXKabI War MoXeT ObITb
HaMNoJIHEH U OOMOJIHEH PA3HOro poda ycunutensamm. MeHeg)xep MoXeT 3a4aThb
KNMeHTY 3-4 BoMpoca, a MOXXEeT NepeBecTn AEeNI0BO Pa3roBop B MPOAO/DKUTENbHYIO
beceny «3a XU3Hb». MNpe3eHTauns MoXeT ObITb MpoBeseHa B opuce ¢ NOMOLLbIO
PeKIaMHbIX MaTEPUASIOB, @ MOXET OblTb YCU/IEHA BU3UTOM Ha CTPOMKY UIN B
cneunanbHo 060pyA0BaHHbIN LWOY-PYM. DTan 3allNTbl NPEasIOXKEHNS MOXKET
notpeboBaTb y4acTMs Y3KMX CNeunanncTtoB komnaHum. O ToM, KaK YCUINTb KaXK bl
13 3TanoBs, Mbl MOrOBOPUM fAaJibllie B COOTBETCTBYOLWMNX pasaenax KHUru. MnaeHoe,
4TOObl KaXXAbI MeHeXXep oTAeNa NPoAaXk NoOHUMasn N NPUHUMaAN NOrnky
nocnenoBaTesIbHOro, HEYKJIOHHOIO ABUXXEHUS K LIESN.

Cneny|7|Te 3a HaMW, " Bbl Y3HaeTeE, KaK NMOBbICUTb KOHBEPCUIO BXOOALLNX 3BOHKOB B
JIN4HbIE BCTPEHN C KJIINEHTaMIN B O(bl/lce npoaax.

1.2. ObpaboTKa BXOASALLNX 3BOHKOB

Bcerga Ha3Ha4vanm BCTpeyy!

MNepBoe, 4HTO AOJIKEH CAeNaTb PYKOBOANTENb OTAES1a NPOAaX, 3aUHTepeCcoBaHHbIN B
ODOCTVMXXKEHNN MaKCUMaJlbHbIX Pe3ysibTaToOB, - KaTeropu4eckun 3anpeTnTb MeHeoXepam
nponaBaTb Mo TenedoHy. HeABMXNMOCTb NMpoaaeTCcsa TOJIbKO Ha BCTpe4dax - B opuce
NN Ha CTponTenbHoW Nnowaake. A 3HauunT, NMABHAA LLIEJIb 0bpaboTkum Bxoasawero
3BOHKA - HAa3Ha4YnUTb BCTPEYY C KJINEHTOM.

Ha camoMm gesie 3TO He caMbll 04EBUAHbLIN TE€3UC B Npoga>Kax HeABMXUMOCTMN.
BONbLWNMHCTBO MEHEO)KEPOB U JaXKe pyKoBOAUTENEN NPOoAaXK JIErKO nayT Ha nosoay y
KJIMeHTa, KOTOPbIA Ha NpeasioXeHne BCTPEeTUTbLCS Yalle BCero oTeevaeT: «HeT, 5
xoTen 6bl BCe y3HaTb No TesedoHy!» CTpax NoTepsaATb KINEHTa 3acTaBNseT Hac
nrpaTb Mo ero npasuyam. A elle Mbl, KaXXeTCd, rae-To Yntaszam, 4To NpoaaBaTb HYXKHO
He TakK, Kak yaobHo HaM, a Tak, Kak yaobHo nokynaTtesto.



He ToT cnyy4an. Nokynatenio HEyaobHo nokynaTb KBapTupy No TenedoHy. Kak
HeynobHO NokynaTb No TesnedoHy aBTOMOONAN, TYPUCTUYECKNE MYTEBKN NN,
HanpuMmep, baHKeTHbIN 3an ANnsa nposeneHns ceaabbbl. EAMHCTBEHHOE, 4TO YyA006HO
nenaTtb Mo TenedoHy Npu NOKyrnKe A0OPOrnx ToOBapoB W YCAYr, - 3TO NpATaTbCA OT
npodaBLa, 0OCTaBasAChb B NMoJIHOM 6e30MacHOCTU: eCan YTO-TO NONAET He Tak, Bceraa
MO>XHO NMPOCTO MNOJIOXKUTb TPYOKY.

Ha pene e nokynaTesb X04eT MOCMOTPETb CBO ByayLlyto KBapTupy (HO AyMaer,
YTO HE CMOXKET - BeAlb AOM-TO €eLle He OOCTPOoeH), xo4eT ybeanTbCs, 4TO KOMMaHUS-
3aCTPONLLUMK HageXHa (HO He 3HaeT, Kak 3TO NPoBEPUTb, N NOTOMY bouTcs obmaHa),
X04eT 3ajaTb MHO>XXECTBO BOMPOCOB N O KBaApTUpe, 1 06 nnoTeke, n 0 BO3MOXKHbIX
puckax (HO He yBepEeH, YTO C HUM pa3roBapuBaeT HACTOALMI 3KCNepT). NMokynaTenb
X04eT BCTPETUTbCA C NpoaasuoM. NpaBaa, NpoaaBLOB cenyac MHOro, U, yBbl, HE BCE
13 HUX 0O06POCOBECTHbI N OasleKo He BCe NpodheCCnoHasbHbl. [103TOMY NOKynaTeNb
NMbiTaeTCa CHa4asla COPUEeHTUPOBATLCA B PblHKE (3Tan pa3Befku) 1 TOJIbKO NMOTOM
NMPUHUMATb pelleHne, ¢ Kem Bbl eMy XOTesIoCb HavyaTb in4Hoe obueHne (3Tan
MOKYMKW).

CKOJIbKO BPEMEHW NPONAET OT NEPBbIX pa3BedblBaTe/bHbIX BblIA30K KJIMEHTA A0
NepBOro JIMYHOro KOHTaKTa C NpoAaBLOM? YeM HecTabunbHee CUTyaunsa Ha PbIHKE,
TEM TPEBOXXHEEe MOoKyrnaTesn N AoJblue Nepruoa «403peBaHUs» KINeHTa. Y Hac Bcerga
€eCTb BbIOOp - NOA0XKAATb, MOKa KJIMEHT AO3PeEeT caM, UM B3STb CUTYyaL Mo Nog
KOHTPOJIb M HaYaTb y>Ke& HaKOHeL, NpoAaBaThb.

NMpuBenem NpoCcTon NpumMep, AoKa3biBalOLWMN, 4TO XMBoe obLieHne Heobxoanmo
obenm cTopoHaM. Knaccmyeckasa cuTyaumns: poanTenn, npmexaswime n3 gpyroro
ropona, NaHUPYOT NOKYMKY KBapTupbl B EKaTepuHbypre ona oo4epu-cTyaeHTKU.
Yawie Bcero B Takon cuTyaumnm tpeboBaHns K KBapTupe hopmMynmpyoTcsa «mno
MUHUMYMY>»: MaJieHbKas, Heflasneko OT By3a, B boniee nam meHee CNOKOMHOM panioHe,
nobnmxxe K ocTaHoBKaM 06LEeCTBEHHOIr0 TpaHcnopTa. NoroBopmnTb 0 TaKOM KBapTupe
(KNMMeHTbl YaCTO UCMNOJIb3YIOT CJIOBOCOYETAHME «MPOCTEHbKAs OOHYLLIEYKa») MOXKHO 1
no TenedoHy. 1oCTaTOYHO YTOUYHUTb METpPaXk, MIaHNPOBKY, 3Ta)K 1N JIOKaLUMIO A0Ma:

- CKaXxunTte, NoXKasyncTa, CKOJIbKO y BaC CTOUT CaMas MaJieHbKasi O4HOKOMHaTHas
KBapTuMpa B XWUJI0M KBapTane «CoNHEeYHbIN»?

- Bbl onsa cebs rnokyraeTe UWin ¢ UHBECTULMOHHbIMU LLensaMn?



- Ons cebs, Hawa A0Yb MOCTYNWU/A Ha IOPUANYECKUIA, XOTUM KYMNTb KBApPTUPY OIS
Hee.

- Xopouwlo, s Bac noHaA. OQHOKOMHATHbIE KBapTupbl B KBapTasie «CoNHeYHbIN» Yy Hac
nayT ot 3 200 000 pybnen.

- 3TO CaMble gelwleBbie?

- [1a, 9TO caMble geLleBble.

- A CKOJIbKO MeTpoB?

-42.

- Cnacu6o, Mbl BaM Nepe3BoHUM.

MonpobynTe NPeasoXXnTb TaKOMY KJIMEHTY BCTPETUTLCS B oduce - U OH, CKopee
BCEro, HA4YHEeT pa3Apa)KaTbCs, CCbIJIAsiCb HA NPOCTOTY 3ajlaBaeMblX BONPOCOB. [la u
3a4eM C TaKUM KJINEHTOM BCTPEYaTbCS: 04EBUAHO XK€, YTO OH 3aHSAT NMPO3BOHOM BCEX
3aCTPONLLMKOB MOoAPAA U ULLET CaMyto HMU3KYIO LieHy! Tak paccy KaalT MeHea Kepbl.

OQHaKo ecnin Takol KIMeHT Bce XKe gobepeTca 0o opuca, To y MeHeg)xepa no
npoJia>xaM NosiIBUTCS BO3MOXXHOCTb BEPHYThCSA BMeCcTe C HUM C 3Tana Habopa
anbTepHaTMB Ha 3Tan NnepBuYHON HOPMYyIMPOBKM NoTpebHocTen. 3ayem? [aBanTe
nolymaeM BMecTe.

Kak paccy>XOaeT KJMEHT, NOKYMaloWmni «NpoCTEHbKYO OOHYLLKY»? [leBo4Ke-
CTyOEeHTKe MHOro He Hago. Cellvyac Kynum en 4To-HMbyab Noaelwesse, a TaM, Kak
roBOpuUTCS, BUAHO byaeT. MoXeT, 3aMyX BbliAeT yaavyHo. MoxeT, byaeT
BO3MOX>XHOCTb NPOAaTh 3TY KBAPTUPY M NOTOM KYNUTb APYryto, NoayyLle.

Ha BCcTpeye B ohunce npoaark MOXKHO 3a4aTb POAUTENSAM HECKOJIbKO 04E€Hb NPOCTbIX
BOMNpPOCOB. Hanpumep, cobnpatoTca M OHM BpeMS OT BPEMEHM HaBewaTb A04b? 1o
Tesie)OHY O TAaKOM He NOoroBopuLLb, a BOT B X04€ JINYHOIMO KOHTaKTa B KOM(opTHOMN
obcTaHOBKE 3a Yalleykon Kode - BNoJIHE BO3MOXXHO. Van apyron Bonpoc:
3aHUMAEeTCH N A0Yb KAaKUMU-TO BUAAMM CriopTa U eCTb Ny Hee xo66u? Toxxe Beab
«He TeneMoHHbLIN pa3rosop».



B Hawen npakTuke 6bin cay4van, Korga xsaTuao BCero 04HOro Bornpoca -
«cobupaeTech N1 Bbl 3ae3)XaTb K pebeHKy B rocTu?» - 4Tobbl KNMeHTbl 3a4yMasIuCh,
HaCTOJIbKO I NMPOCTasa KBapTupa UM Hy>XHa? Mama BCMNOMHW/IA O 3aroTOBKaXx,
KOTOpble HY>XHO rae-To XpaHuTb (a Kak ewe obecneynTb fOYYypKe NMpaBusibHoe
nuTaHue, ocobeHHOo 31nmMon?). Nana BCNOMHWI, 4TO €My 4aCcTO NpuxoauTcs bbiBaTh B
EkaTepuHbypre no genam. Ml pa3roBop NocTerneHHO NOBEPHYJICA B CTOPOHY
06Ccy>XaeHnsa BapnaHTOB ABYXKOMHATHbIX KBapTUp. NosABMANCb HoBble TpeboBaHUA,
HOBble KJto4eBble haKkTopbl BbibOpa. Peyb LWna y>xe He 0 KBapTupe A8 CHa Mexay
NeKUunsaMun, a o0 KBapTupe 4na ceMbu. He 0 kBapTupe Ha 4-5 neT CTyAeHYeCKON XU3HN
no4epun, a 0 Xuabe C NepCrneKkTnBoOM NOCTEeNeHHOro nepeesna B EkatepuHbypr, B TOM
yncae n poaunTenen.

BoiBOO o4vyeBmnaeH. ECny Mbl XOTUM yrnpaBsidTb npoga>XaMu, XOTuM CTPOUTb C
KJIMeEHTaMW OO0JITOCPO4HbIE OTHOLWEHWA, NPOOaBaTb HE TOJIbKO «IMPOCTEHbKNE
OOHYLWKW>», TO HaM HY>XHO BCTpe4aTbCA C KJIMEHTaMW JINYHO.

HoBasi KBapTupa - 3TO MO onpeaeneHnio BbIXod U3 30HbI KOMgopTa. BcnomHuTe
PYCCKYO NMOCAOBULLY «OAUNH Nepee3n paBeH TpeM noxapam». YTobbl KynnTb HOBOE
XUNbe, NPUAETCA «BCTaTb C AINBaHa». DTO HeMpocTasa AN NnokynaTenen MbiCsib, HO
JIOHECTU ee [0 HUX HY)XHO. X0oYellb KYMUTb KBAapTUPY - NMpuUes»xal Ha BCTpeyy.
Cepbe3Hble BONPOChl No TenegoHy He pellatoTca. Mbl cobrpaemcsi pa3roBapmBaTh C
Tobol 0 MecTe, B KOTOPOM Thl ByAellb XX1UTb O0JIFO U CHAaCTANBO. XBAaTUT HoATbCSH -
npuxoaun, NOroBOPUM, Mbl HE CTPALUHbIE.

NTakK, ecnm KIMeHT MO3BOHW 3aCTPONLLMKY - MeHea)Kep 06513aH Ha3HaYMTb C HUM
BCTpeuy.

NaBHOE - NPU3bIB K AENCTBUIO

llaBaTe nowaroso cobepemM anropnTm TesnetoHHOro pa3roBopa. 9TO HE CKpUNT B
NPSIMOM CMbICJIE CJIOBA - YYUTb €ro Hau3ycTb He TpebyeTcsa. Hy>KHO MOHSATb JIOTUKY,
CTPYKTYPY, MPUHLUMMbI B3aUMOLAENCTBUS C KIMEHTOM. B peanbHOM XU3HN 3TOT
aNropuTM 04eHb ObICTPO obpacTeT OTBETBAEHUAMU, PUPMEHHBLIMU PPa30vYKamu,
NHOMBUAYaIbHLIMY NpueMaMn. OAHaKO NPUHLINMNANBLHO BaXXHO, 4TOObl COXpaHUIach
caMa cTpaTerus: Kak 6bl pa3aroBop C KJIMEHTOM HU LeJl, ABUraTbCs OH NOJKEH B



CTOPOHY Ha3HA4YeHns BCTpeYun.

KoMnakTHas cxeMa, KOTOPY MOXXHO pacrnedyaTaTb U pa3fiaTb MeHedXXepam,
NOSIBUTCA B KOHLE pa3aena, ogHakKo He cnewuTe. lNpexae 4yeM niy4vyaTb aJiropuTmM,
nasanTe paszbepeMcsa C KaXKAbIM U3 KJIIOYEBbIX Waros. Ho Ha4YHeEM He C NepBoro.
MNepBble WwWaru Kak pas bonee-meHee NOHATHbLI U MPOCTbI, HIOAHCOB N TOHKOCTEN TaM
He 04YeHb MHOro. Mbl Ha4YHeM C Wara, KOTopbIN HaNpPsMYo CBSI3aH C HALUUM KJTI04EBbIM
Te3ncoMm: «Bcerpga HasHa4vam scTpeyun!»

NTak, ecnu 4 Xxo4y Ha3Ha4YnUTb BCTPeYy, 3HA4YUT B MOEM Aunasore C KJIMeHTOM
o6s3aTenbHO O0JIXKEH NOSABUTbLCS MPU3bIB K DEeNCTBUIO.

ITO TO, K YeMy Mbl NAeM, paaun 4ero cHAanu Tpybky TenedgoHa. Foe-To 34ecb A0JKEH
poaonTtbca PE3YJIbTAT Hawero pasroBopa - corsiacoBaHHble C KJIMEHTOM [aTa U BpeMs
€ero JIM4YHOro BU3UTa B O(pUC NpOoAa>k Nan Ha CTPOWKY (B HEKOTOPLIX CyYasax - Hawero
BU3NTA K KJIMEHTY).

CoOTBETCTBEHHO, BECb Hall Pa3roBOp C KJIMeHTOM ByaeT BbICTPOEH Taknum obpa3om,
4TO0Obl Ha 3aBepLUAOLLNX 3Tanax Mbl MOIJ/IN MONYYUTb KOHKPETHbLIN pe3ynbTaT,
oTobparkaeMbln B hopMaTe «MMs, AaTa, BpeMms, uenb». [Monoxms Tpybky TenedoHa,
MeHexXXep goskeH BHecTu B CRM-cucteMy unm exxegHEeBHUK O4YeHb NPOCTYHO 3aMnuchb:
KTO, KOrga, BO CKOJIbKO NpueaeT 1 NpeanosioxXnTesIbHO 0 Kakol KBapTupe rnonaer
peuyb.

YyTb No3>xe Mbl 0693aTe/IbHO YTOYHUM, YTO MEHSAETCA B ciy4vae oblieHns ¢
NHOFOPOLHMM KJINEHTOM, HE MMEIOLLIUM BO3MOXHOCTU NMpuexaTb K HaM B odu1cC Mo
06BEKTUBHBLIM NpUYnHaM. Moka »xe faBaliTe COCPeaoTOHMMCS Ha TeX, KTO npuexaTb
MOXXET.

Ecnu Bbl XOoTUTeE, 4TObObI YHENOBEK OCYLLECTBU KaKoe-TO KOHKpeTHoe AeNncTBue, -
YeTKO N BHATHO CKaXXUTe eMy, 4To BaM HY>XHO. bepute npumep ¢ geten. Ecnn
pebeHKy HYy>XHO, 4TOObl Bbl KYNUAXM €My MalIMHKY, OH CKaxeT: «Kynn mHe BOT 3TY
MalWHKY». Ecnn pebeHok xo4eT, 4Tobbl Bbl C HAM NOUrpanan, - oH cKaxkeT: «[ourpan
CO MHOW!» - N BPYYUT BaM MAYUK NN «BOJWLEDHYO Nanoyky». ObpaTnte BHUMaHME:
neTun noTpscatoLe 3PPeKTUBHbI B CBOUX TpeboBaHMAX. Kak NpaBuio, OHM NoJyyaT
WMEHHO TOo, 4ero xoT4aT. 1o KpanHen mepe, nepsble roga Tpu.



Tak 4TO faBanTe pacwngpyem, 4TO O03HaAYaeT «NPU3bIB K AeNCTBUIO». Mbl CMOKONHO U
npsamo, 6e3 N3BMHEHNI N SKMBOKOB, FOBOPUM KJIMEHTY: «[laBanTe BCTPETMMCS Y HacC B
ochunce npodaxk Ha ®ypmaHosa, 48». ECTb 1 gpyrve BapuaHTbl MPU3biBa K 4eNCTBUIO:

MprnesxanTte B 0UC Npogax.

HdaBanTe Bbl NogbeaeTe B Hall oduc.

HaBanTe BCTpETUMCS B HaweM ouce Ha CTpOUTENIbLHOW nMowagKe.

Mbl NICNOJIb3YEM O4YEHb MPOCTble KOHCTPYKL MW, Ha4YMHatoWmecs ¢ nobyantenbHoro
rnarona. Hukakux «ecnm 6bl Bam 66110 yA06HO...», «<He MOran Obl Bbl...», KBO3MOXXHO,
BaM byneT ynobHo...», «ecqn He Bo3parkaeTe...». Bce 3To - MapKkepbl HeEyBEPEHHOCTH.
A Mbl abCONOTHO yBEpPEHbI: HAM XXN3HEHHO HeE0H6X0AMMO BCTPETUTHLCS.

CnoOKONHO, NPSAMO U YETKO NporoBapmBaTb NPEASIOKEHNE O BCTPEYE - CaMbll BaXKHbIN,
0a30BbI HaBbIK, KOTOPbIN O0JIXKHbLI OCBOUTb MEHeA Xepbl MO Npoda>kaM, oTBevatLime
Ha BXo4sAuWMe 3BOHKMU.

N BOT 34eCb BaXKHbI KOMMEHTapumn s pykosogutenein. 3afgadya pewaeTcs TOJNbKO
TPEHNUPOBKOM - HUKaK NHa4ve. Halwn KOMMYHUKaTUBHbIE NPUBbLIYKN OYyAYT TalWwnTb HAC
obpaTHO B «He byneT nu nobeseH MUNOCTUBBLIN OXKUNHH...». YTOObl HN MO3I, HU A3bIK
He cbmBanucb Ha 3TO, HeobX0AMMO NOYTU A0 aBTOMaTM3Ma HapaboTaTb HaBbIK
NPoOn3HOCUTb B Ntobon cntyaumn: «laBante BCTPETUMCH Y HaC B opuce».

He noneHnTech NOTPATUTb Ha 3TO HECKOJIbKO YTPEHHUX 0b6y4atloWmx naaHepokK, 1 Bbl
yBUANTE pe3yfbTaT y>Ke B 3ToM Mecsue. [axe ecnu 6onblie HAYEro B CTaHOAPTHbIX
CUueHapuax Npoaa)k He N3MEHUTCS. FapaHTUpyemM.

Ecnm KnneHT He xo4eT BCTpeyaTbCH

Hapno cka3aTb, Mbl He ngeannctbl. CoBceM. 1 NoHMMaeM, 4TO B3POC/IbIA YESIOBEK
MPOCTO TaK N3 30HbI KOMGOPTa MO NEePBOMY 30BY He BbIAET. TO €CTb Mbl HE MNTAEM



WNNO3MIA MO NOBOAY TOro, YTO AOCTAaTOYHO CKA3aThb KJIMEHTY: «BCTaHb 1 nuaun'!» - n oH
Cpa3y Ha4YHeT 3anucbiBaTb agpec opnca 1 LHYPOBaTb BOTUHKN. A eC/IN Mbl 3TO
3HaeM, 3Ha4YNUT MOXKEM K 3TOMY MOoAroTOBUTbLCS.

Mbl TOYHO 3HaeM, 4TO, CKOpee BCEero, KJIMEeHT CHa4ala OTBETUT: «HeT, naBante
rnorosopuM no tenegoHy!» Ok! NaBHOe, NpaBUJIbHO CcpearmpoBaTb. [pPoTMB Yero
KOHKPETHO B AaHHbI MOMEHT BO3pa>kaeT KJNEHT? EMy He HpaBUTCSA NPensioXXeHHbIN
HaMn BapmaHT? TakK Mbl )Xe TOJIKOM elle HUYero He npeasarasm, 3To )Ke pas3rosop no
TenedoHy. KnneHTy He HpaBuUTCA MeHenxep? KOHEeYHO, MOXXHO KPENKO HaKOCAYNTb U
B TeneOHHOM pa3roBope, HO BPSAA 1M Y>K HAaCTOJIbKo, 4Tobbl Tebsa cpasy
BO3HeHaBuaenn. KctaTtu, eCTb xopowlasi HOBOCTb: 60O/IbLUMHCTBO U3 HAaC BU3Yyabl,
«rna3acTukuU» - oNs Hac, ecin Mbl Yero-To He BUAWM, OHO N He cylecTByeT. A
3HA4YunT, BCEpPbE3 HEB3/OOUTL YesloBEKA, KOTOPOro Mbl HUKOr4a He BUaenu, ga v
C/IbILLUNM-TO BCEr0 MUHYTbI TPU-4eTbIpe, HEBO3MOXXHO. [pOTUB Yero e Toraa
BO3parkaeT KJIMEHT, OTKa3bIBaOLWMNNCA C HAMU BCTpeYaTbca? MNpoTmuB HeobxoanmocTm
npunaratb yCUnA.

Ecnn KNneHT He cornacusicsa Ha BCTpedy cpa3y, 3TO 03Ha4YaeT TOJIbKO TO, YTO B
rnpouecce NPUHATUS peLleHnsa 0 NOKYNKe KBAapTMPbl OH Cenyac He Ha TOM 3Tane,
Korga eMy Mo)XeT ObiTb 0O4eBUAHa BbiCOKas AobaBsieHHas LEHHOCTb paboThl
MeHemxepa. Hn4yero ctpawHoro! NMpocTo ewe Kak MUHUMYM OBa>XAbl MOBTOpPUTE
npenioXxxeHme BCTPEeTUTLCA.

MpennoxeHne o BCTpeYye O0/HKHO NPO3By4YaTh B TEYEHME OAHOIro TesnedoHHOro
pa3roBopa Kak MUHUMYM TpU pasa.

ECcnm KNMeHT 0TKa3blBAaeTCHA OT BCTPEYU, MPEASIOKEHHON eMy OANH pa3, - 3TO Yalle
BCEro o3Ha4vaeT, YTO OH NPOCTO NEHNTCA. ECnm »)Ke OH 0TKa3biBaeTCsA OT BCTpeYH,
npennoXXeHHOW TPUXAbl, TO TOrAa - U TONIbKO TOrAa - 3TO O3HAYaeT, YTO KINEHT
abCONOTHO HE FOTOB K JINYHOMY KOHTaKTy. MoxeT 6bITb, OH MOKa eLle B CaMOM
Ha4vane NyTn N He MOXXeT NPUHMMaTb Ha cebsa HMKaknx 06593aTeNbCTB (HavyabHblE
3Tanbl Npouecca NPUHATUS pelleHns). A BO3MOXXHO, OH Y>Ke CTOJIKHYJICA C
HenpodecCMoHaIM3MOM MEHEAXKEPOB MO NPOoAa)KaM 1 MOHAJ, YTO C TOYKUN 3pEHMUS
NHPOPMATMBHOCTU U MOJIE3HOCTM OTAMNYME TeniehOHHOM KOHCYbTaLmMn OT pa3roBopa
B opyce MMHUMaNbHO. ECTb Tak)Xxe BEPOSATHOCTb, YTO Mbl CTOJIKHYJINCb C OAHUM N3
npeacTaBuTeNen BCe BO3pacTatoWen rpynnbl KINEHTOB, KOTOPbIX MOXXHO YCJ/IOBHO
Ha3BaTb «H CaM»: OHMN He OO0BEPSAIT HUKAKUM COBETYMKAM M NMPennoymTatoT BeCb
MPoLEeCcC NPUHATUS PEeLUEHNA MO BO3MOXXHOCTU NMPOXOANTb CaMOCTOATESNIbHO (Takue
KJINEHTbI C PaaocTblo obownmck 66l 6€3 KoHCynbTauun Boobule, ecnu 6bl, Hanpumep,



NpoOalLWmnin CanT KOMMNAaHNN-3aCTPoOnLMKa Bbln ngeaneH n No3BoNASA KynnTb
KBapTUpPY, HE BCTaBas MU3-3a KOMMbOTEpPa).

Kakol 6bl HY Bbls1la UCTUHHAS NPUYKHA, Mbl MOXKEM OblTb YBEPEHbI, YTO KJIMEHT
NEeNCTBUTENIbHO HEe rOTOB BCTPEeYaTbCs U OCO3HAHHO OTKa3biBaeTcsl oT bonee
KOM(OPTHOro popmMaTa NpoaosKeHns becenbl, TOIbKO B TOM CJlyyae, eciu
6e3ycneLwHo NpensioxXnam emy BCTpedyy MUHUMYM TPpUXKAbl. DTO JIEFrKO CKa3aTb, HO HE
TaK NPOCTO peann3oBaTb Ha NMPakKTUKe. YTO 3HAYUT «MNOBTOPMTb NpUrnalleHne Tpu
pa3a»? PasymeeTcs, KJIMEHT Kak-To 060CHYyeT CBOe He)XeslaHue npruexaTb B 0huc,
npuBeneT 60see NN MeHee yBaXKUTENbHYIO NPUYNHY: «O4eHb 3aHAT Ha paboTe»,
«MOKa NPOCTO MHTEPECYCh», «Aa Havyasla Xo4y BCEro JiNillb CPAaBHUTb LEHbI»...
MprynHa, pasymeeTcs, B JaHHOM CJly4ae He Tak Ba)kHa. 3ajaya MeHenxXxepa - MSrko,
HO yBepeHHO npounsHecTn BykBasbHO creaytoulee: «[a, CPaBHUTb LieHbl - 3TO OYeHb
Ba>kHO. IMeHHO No3ToMYy A 1 nMpurnawato Bac K Ham, 4Tobbl Mbl MOI /1N CMTIOKOWNHO
CeCcTb, MPOCMOTPETb BCE MHTEPECHbIE BapMaHTbl, 3anMncaTb LLEeHbl U CPAaBHUTb UX C
LeHaMN gpyrux KoOMnaHnm».

Nnun: «<Ecnun Bbl 04eHb 3aHATbI, AaBaliTe BCTpeTUMCS B cyb660Ty. Mbl CMOXKEM He
TOJIbKO MOroBOPUTL B 0hucCe, HO U CbE3AUTbL Ha CTPONKY U MOCMOTPETh, KaK naeT
CTPOUTENLCTBO.

Obe 3Tun hpasbl NOCTPOEHLI MO O4eHb NpocTon hopmyne: «MpncoegmnHeHne + NOBTOP
C AOMNOJIHUTEsIbHON Bbirofon». CHavasla Mbl FOBOPUM «5 Tebs Cabllly, MHE BaXXHO TO,
YTO Thl FOBOPULLIbL, 1 HE OTMAaxmMBatoCb OT TebSA», @ 3aTEM HAaNOMUHAEM, YTO Y JINYHOIO
obuieHns ecTb BNOJIHE OWYyTUMbIE Bbiroabl - 60n1ee KoMpopTHas obCcTaHOBKa N
BO3MOXXHOCTb N0Ny4YnTb 6onblue MHGQOPMaUMM 1 OakKe NPUHATb y4acTune B
He60/IbLLIOM MPUKIIYEHUN.

OnbITHbIE NPOoAaBLbl YTBEPXKAAIOT, YTO KOHKPETHbIE C/I0BA NEPBOMN YacTu hpasbl HE
NMeIT KaKoro-To NPUHLUUMNANIbHOr0 3HAYEHMS, UX HE HYXKHO HU 3ay4MBaTb, HU Oa)ke
AeTaslbHO NpoAyMbiBaTb. Ba>XHO NpPOCTO NMPOroBOpuUTb TO, YTO KJMEHT MOHAN Obl Kak
>KMBOW OTKJINK Ha €ro cJioBa. A BOT BTOPYIO YacCTb (Ppa3bl HY)>KHO NpoayMaThb,
npopaboTaTb - 3anMncaTb HECKOJ/IbKO BAPUAHTOB AOMOJHUTESNIbHOW BbIFrOAbl, Bbly4YNTb
COOTBETCTBYIOLLME C/IOBA HAMU3YCTb U UCMOIb30BATbh O4E€Hb aKKYPaTHO, OPUEHTUPYSCH
Ha TO, YTO LIEHHO 1 BaXXKHO AN KJINEHTa.

Kakune eute BbIrogbl MMEHHO JIMYHOWN BCTPEYN Mbl MOXEM MPOroBOPNTb KIIMEHTY .



* B pa3roBope CMOXET NPUHATb Yy4aCcTue My>X/>KeHa, CbiH/004b, Ntobon apyromn
3HAYUMBbIN ONS KIMEHTa YYacCTHUK;

* B o(huce npofak MOXKHO Cpa3y MoJIy4UTb KOHCY/IbTaLUIO KPeaANTHOro cneynanncTa;

* B ohmce nNpoaak MOXXHO cpa3y 3abpoHNPOBaTb NOAXOASLLYIO KBAPTUPY;

* B ohmce nNpoaak MOXXHO Cpa3y NoJyYnTb BCe HEOOXOAUMbIE AOKYMEHTbI: OT
TeXHNYecKon NoKyMeHTauun no obpasua Oorosopa.

MpoBens He6ONbLIOW MO3roBON LUTYPM B CBOEM OTAENE NMPoAaXk, Bbl CMOXKeTe
OOMO/IHUTb 3TOT CNMUCOK BapMaHTOB, 1 He ybupanTe ganeko NUcCT pamnyapTa, Ha
KoTOopoM ByayT 3anmcaHbl NpeanoxxeHus. NMycTb OH NOBUCUT B TEYEHME HEeLEeNN,
Hanpumep Ha KOPNopaTUBHOM KyXHe. 3a 3TO BPpeMS Ha HEM, BO3MOXXHO, NOABATCS eLle
BapMaHTbl, @ TaKXXe KOPPEKTUPOBKM N YTOYHEHUSA, BO3HUKLLXE NOCe NepBbIX
MonNbITOK MPUMEHUTb 3arnuncaHHble Ppa3bl Ha NpakTuKe. Korga nucT gpannyapTta
obpacTeT OOMNONHEHNAMU U UCNPABAEHUAMU, €r0 MOXKHO OLMGPOBaTb U NPEBPATUTL B
OOKYMEHT, LOCTYMNHbIA KaK OeNCTBYOLWMM NpogasuaM, Tak U HOBUYKAM, MPOXOAALLNM
obyyeHune Ha nepsbiX 3Tanax paboTel B KoMnaHMK. Camoe Ba)KHOe, 4Tobbl BCe
hOPMYNNPOBKN B 3TOM CMUCKE AaBasn KJMEHTY MOHATL: Mopa NepexoanTb Ha
cnenyowmn 3Tan NPUHATUA peweHns. Mo cyTn, Mbl pasHbIMKN ClIOBaMu
nporoBapuBaem eMy: rnpuesxxam K HaMm - 1 Tbl BbiCTpee pa3bepellbCs B PbIHKE;
npues)xam - n Tebe dyaeT Npoule NMOHATb, YEM OT/INYAOTCA MPOEKTbI Pa3HbIX
3aCTPOMLLMKOB; Npnesxxan - n Tebe byaeT neryvye pa3obpaTbCsa B AeTanax UMoTe4YHOro
KpeaounToBaHUS.

ObpaTuTe BHUMaHWe: 3Ty CTaauto Nnpouecca Mbl Aa>ke He Ha3blBaeM «paboToin ¢
BO3pakeHuamMm». Beab 10, C 4eM Mbl UMeeM AeJsio B TeslIepOHHOM pa3roBope, He
BO3parkeHus.

MNosicHuM. Bo3pakeHue - 3To pe3dysbTaT 064yMbIBaHMSA, aHaM3a Hallero
npeasioXXeHus. KnneHT conocTasnsieT Mojy4eHHYo MHpopMaL Mo Co CBOUMN
3anpocamm 1, obHapy>XMB HECOCTLIKOBKMN, coobLLaeT 0 HUX: cnasibHas KOMHaTa
HerNnpuBbLIYHO Mana; B paauyce ABYyX KBapTaJloB HET AeTCKOoro baccenHa; LeHa 3a
KBaApPaTHbLIA METP BbIlWeE, YeM Y APYTrMX 3aCTPONLLUMKOB, N T. 4. TO eCTb
NOTEHUMaNbHbIA NOKYyNaTeslb CONMOCTaBWU/I HallX AaHHbIE CO CJIOXKUBLUENCS Y HEro B
rosloBe «KapTUHOW MUpPa», N Tenepb eMy He BCe HEMOHATHO: Kak pa3MeCcTUTb B



cnasibHe BeCb MebenbHbIN rapHUTYP; Kyada BO3UTb pebeHka Ha 0300pOBUTESIbHbIE
3aHATUSA; NoYeMy KOMMNaHMA 3anpawwmeaeT 6onblie geHer? Jlioboe Bo3parkeHne nerko
npeBpaTUTb B BOMPOC, Ha KOTOPbIA MOXXHO OTBETUTbL. TO eCTb 06A3aTeNbHbIM
yCNOBMEM [OJ11 MOABJIEHNA BO3pPakKeHUs ABNASETCA NpeawwecTBYIOWMN eMy npoLecc
pa3gyMmun, aHanusa.

A 4TO aHaNU3NPYET KJIMEHT, KOTOPOMY Mbl BCEIr0 JIMLWb NPenoXunam BCTPETUTbLCA?
Noka eMy aHanM3npoBaTb Hevero. Ho y Hawero cobecenHnka 6b11 onpeneseHHbIN
CLeHapuin pa3rosopa, a Mbl eMy He NocsefoBasn. DTO HEOXXNOAHHO, 3TO TpebyeT
nepemMeH, NpuaoxXeHnsa ycunmn. «Cton! - kak 6bl FOBOPUT HaM KJNEHT. - [oXxanyncTa,
haBanTe CTPOro No MoeMy TeKCTy!» DTO He BO3parkeHune. DTO CONMpoTUBIIEHME.
NMoKynaTento He HpaBuUTCA xon becenbl, NpeasioXXeHHbIN HAMU CLLEHAPUIA
B3aMMOOENCTBUSA, a He ero cogep>xaHue.

COOTBETCTBEHHO, B OTBET Ha PEMJIMKN KJINEHTA O HEFOTOBHOCTU BCTPEYaTbCS Mbl
NMPOroBOPUM HEe apryMeHThbl U A0BOMbI, @ ppa3bl, eANHCTBEHHOE 3HAaYEeHNE KOTOPbIX
MO>XHO CBECTU K hopMyJie «He Boncs MeHs!».

YTO XXe fenaTb, ec/iN KJIMEHT AeNCTBUTEe/IbHO He HaCTPOeH Ha BCTpeYy N HacTaueaeT
Ha KOHCYJ/IbTauuu no TeseoHy gake nocsie TpeTbero npeasioXXeHnsa npuexaTb B
onc? 30eCb BO3MOXHbI ABa pa3HbIX cueHapusa. [JaBanTe NOroBOPUM O HUX Yy Tb
nos»xe, korga obpatmmcsa K cntyauunm «<MHOoropooHUn KNMeHT». A NOKa BEPHEMCSH K
HalweMmy asropuTMy.

hocTuxeHune ,EI,OFOBOpeHHOCTeI7I

NTaK, Mbl TPU>XXAbl MPOrOBOPUIN KJIMEHTY, YTO XOTUM BCTPETUTLCHA C HUM.

Ecnu KNMeHT cornacunacs Ha BCTPeYy, HaM HY>KHO PeLllnTb eLle OA4HY BaXkHYIo
3aga4y - ybeanTbCs, YTO KIMEHT OEeNCTBUTENIbHO FOTOB NpuexaTb 1 NpueneT. A ans
3TOro Heo6xXoAMMO Kak MUHUMYM TPUXKAbl MPOrOBOPUTL OXKUAAEMYIO AATy U BpeMs
BU3NTA.

3TO He TaK CJZIOXKHO, KaK KakeTcCs. I'IepBb||7| npunemMyunk, MO3BOJIAOLL NI MOBTOPUTb
OOroBopeHHoOCTb N O AHOBpPEeMEeHHO Nog4epKHyTb ee 3Ha4YNMOCTb, — «3alfuncCb B



exenHeBHUKe». Tak u ropopmM: «OTnM4YHO! [laBanTe A 3anunly B eXXxegHEBHUKE:
ceronHs, B 18:30, iBaH MiBaHOBMY...» DOpMYyNNPOBKa O4eHb NPOCTas, HO OHa
MoO3BONISIET, HAaNpUMep, YTOYHUTb UMA N PaMUINIO KJINEHTA, €CJIN OH He coobLWmn nx
paHee, NpUriacuTb Ha BCTPeYy AOMOJIHUTESIbHOIMO Y4aCTHUKA U fa)ke 3anmncaTb
HoMep TenedoHa.

KcTtaTtu, o0 HoMepax TenedoHoB. [Nony4ynTb HOMep TenedoHa KIneHTa - oaHa 13
KJt04EBbIX 3a0a4 06paboTkM BXxoasawero 3Bo0HKa. ECm y Hac Mo Kakon-To NMpuUYnHe B
KOHLLe pa3rosopa HeT Ha3Ha4YeHHON BCTpeYn, HO eCTb HoMep TenedoHa KAneHTa, -
pe3ynbTaT AOCTUTHYT. Mbl COXpPaHW/IN KOHTPOJIb HAa CUTYaLNen 1 BCe eLle MOXEM
CaMOCTOATENIbHO NHNLMNPOBaTb NPOLOJIKEeHVe auanora. A BOT eC/In HXU BCTpeya He
Ha3Ha4eHa, HK TenedoHa HeT (A40BOJIbHO PacnNpPOCTPaAHEHHbIN (hMHAN pa3roeopa:
«ECnn 4TO - 9 CaM BaM Nepe3BOHIO»), - TOrAa, YBbl, pe3ysibTaT HYJ/IEBOW,
MapPKEeTUHIoBble OeHbrM rnoTpadYeHbl BXOJIOCTYH. OnbITHbIE MEeHeo)Xepbl Yalle BCero
MMEHHO corjlacoBaHme naTtbl U BpeEMEHU BCTPEYN UCMOb3YIOT /19 NOoJlyYeHus
KOHTAKTOB KAMeHTa 6e3 nuwHero conpoTuBieHns, Kak bbl Mexxay npodnm. OHU Tak U
rOBOPAT:

HaBanTe g Ha BCAKUI CJly4an 3anuily Balwl HoMep TesnedoHa.

HaBanTe g 3anunwy Balwl HoMep. ECsim 4TO-TO BAPYr U3MEHUTCA - A Bac npegynpexy. A
Bbl, MOXKaNyNCTa, 3anmwmTe Mo HoMep, 4Tobbl MO3BOHUTL, ecnn byaeTe CUIbHO
3ahepXXnBaTbCA.

N npaBna, HU4Yero caoXxXHoro!

HekoTopble OonbITHbIE MEHeL>KePbl NCMOJIb3YIOT NPUEM «3arnucCb B eXXegHEeBHUKe»

B 60s1ee eCTKOM BapuaHTe. OHM He roBopAT: «[JaBanTe g 3anuwly...» OHU roBOPAT
KIVNEeHTY, AaBLIeMy corjlacme Ha BCTpeyy: «3anuwmnTte, NoxXKasyncrta, B CBOW
exxegHeBHUK: cerogHs, B 18:30, opmc npoma>k KoMmnaHum “bpycHuka”, agpec... MeHsa
30BYT...»

KoMy-TO Takon noaxond MO>XeT NoKa3aTbCsA U3JTULIHE ANPEKTUBHbLIM, AaBALWUM, HO
haKT ocTaeTcsa hakKTOM - 0 BCTpeYax, Ha3Ha4YeHHbIX TakuM 06pa3oM, KIMEHTbI He
3abbIiBaloT. 3anncan B exXxegHEeBHUK - B3sJ1 Ha cebs obsa3aTtenbcTBo. PaboTaeT!



JlomaluHee 3agaHue

Ewe oAvH NnpueMyunK, NO3BONAIOLWMA NPOroBOPUTL AaTy U BpeEMSA BCTPEY BO BTOPON U
[aXke B TPeTui pas, He PUCKYS MOKa3aTbCH CJIMWKOM 3aHYAHbIM, - «A0MallHee
3afaHue». lMonpocnTe KAneHTa NoAroTOBUTLCS K BCTpeYe: HanpuMmep, rno nyTu
06paTNTb BHUMaHME Ha CTPOALLMNNCS UN yXKe CAaHHbIN 06BHEKT; NMOCMOTPETb HEKYIO
Ba)KHYI0 MH(OPMaL MO Ha CanTe KOMMNaHUN-3aCTponLmMKa; 3arnaHyTb B 2FTNC v HanTn
TaM 4TO-TO; 06CYANTb KaKMe-To BaXkHble AgeTann ¢ bnmsknmn; caenatb nNaaH-CXemy
KBapTUPbl, B KOTOPON CEMbS XXUBET cenyvac, U T. 4. Kaknmu 6ol HM bbiiin «gomMaluHne
3agaHuna» No opMe, NO CYTU 3TO A0JIKHbI ObITb BUALI aKTUBHOCTN, NO3BOJIAOLLME
«noforpeTb» KAneHTa. YTobbl Ha BCTpeyve OH Bbin YyTb Boslee BKIKYEHHbIM
OykBaJIbHO C NepBbIX MUHYT. Beab Ha 3TON - NepBON - BCTpeYye HaM 4acTo npuaeTcs
CTaJIKUBATbCA C 3aTPYAHEHUAMU, CBA3AHHBIMU C TEM, YTO KJZIMEHT O 4eM-TO eLle He
AyMas, Ha 4TO-TO ele He obpaTua BHUMaHMA. bonee Toro, ecnm KANEHT efeT Ha
BCTpPeYdy HernoAroTOBAEHHbIM, PaCcCHYUTbIBAsA MPOCTO Kak bbl Mexay Aesiom
«nobonTaTb» C MEHEOXXEPOM, TO BEPOATHOCTb, 4TO B (p1HaNE OH NPOU3HECET CBOE
3aBeTHoe «MHe Hafo nogyMaTb!» U YCKONIb3HET, He fas obpaTHOM CBA3U W,
pasyMeeTcs, He NPUHAB Ha ceba HMKakux obazaTtenbcTs, 6nm3nTca kK 100 %. NosTomy
HaM HY>XHO, 4TObObl KNIMEeHT He TOJIbKO COrfacuiCs Ha BCTPeYy, HO 1 BOCPUHUMaAN ee
KaK Cepbe3Hblll 4esI0BOM pa3roBop, B KOTOPOM aKTUBHOE yYacTue npuHnMatoT obe
CTOPOHbLI N 06e e HeCyT OTBETCTBEHHOCTb 3a pe3y/ibTarT.

K cnoBy CKa3aTb, BbIMOJIHEHHOE KJIMEHTOM «J0OMallHee 3afaHne» - OT/IMYHbIA 3HaK!
9TO 3HAYUT, 4TO CTEMNEHb €ro 3aMHTEPECOBAHHOCTM B pPeLUEeHNN XXUAULLHOW Npobiemsbl
JIOBOJIbHO BbICOKA. Kak roOBOPUTCS, XOPOLLUWUIA KJIMEHT, Haao 6paThb.

N HakoHeLl, caMblil MPOCTON NPUEMYNK A5 NOBTOPOB AaThbl U BPEMEHWN BCTPEYN -
«3X0». [1pOCTO eLle pa3 Ha3blBaeM AaTy U BpeMsa BCTpeydun. I 3aTeM No3nTUBHO
3akpennaem: «CerogHsd, B 18:30... Xopowo, iBaH VMiBaHoBKUY! byny Bac xxpaTb!» -
«CerogHsa nocse paboTbl, NnpumepHo B 18:30. OTanyHo! 4 byay Ha mecTe». -
«CerogHs, npumepHo B 18:30. 3amevaTenbHO! 4 NOArOTOBJO K HalLEn BCTpeye
MHGOPMaLMIO N0 ABYXKOMHATHbLIM KBapTUPaM».

MocnenHss GopMyIMPOBKA OT/IMYAETCS OT NEPBbIX ABYX TEM, YTO MeHea Xep OaeT
NMOHSATb: OH ByeT roTOBUTLCA K BCTpeye (Bce cepbe3Ho!). Mbl BCTpevanu
MeHeO)KEePOoB, KOTOPbIe AEeNAl0T 3TO YYTOYKY MEHEEe Cepbe3HOo - HanpuMep, hpa3on
«CTaBso YaHuK!». HeMHOro toMmopa He NoMeLlaeT, yTBepXaatoT oHn. ObellaHne



Tennoro rnpueMa c Koge 1 NeYeHwLLKamMm pasps)KaeT aTMochepy U HacTpaneaeT
KNMeHTa Ha 0obpbin naa. CNOBHO Mbl XKAEM ero He Ha ouLmManbHbie NeperoBops.l, a B
rocTu.

Mpuem-ycunntens

Ana Toro 4Tobbl NONY4YUTL OT KANMeHTa obellaHne npuexaTb B 0PUC NPOAaK B
KOHKPETHbIE AEeHb N BPEMS, 04EHb Ba>XHO MCMOJIb30BaTb Ty XXe NPSAMOTY, 4TO U B
CaMOM NpeasioXXeHUn BCTPeTUTbCA. HnKaknx «Korga sam bynet yaobHo...»,
«CMoXXeTe N Bbl MoOAbEXAaTb CErOAHA NN, MOXeET bbITb, BaM yaobHee 3aBTpa?» - 3TO
CJ/INLLKOM BsJible (POPMYJIMPOBKM, OTParkatoLme BHYTPEHHUIN CTpax MeHeaxepa (a
BAPYr 0TKa)KyT?). Mbl Ha 100 % yBepeHbl, 4TO BCTpeya Heobxoanma n OTKAaablBaTb
ee B A0JITUN AWMNK He CTouT. NMo3ToMy BCTPETUTbLCS Ny4dwe ceroagHs, B 18:30.

Ha3blBanTe KOHKPETHYI0 AaTy N KOHKpeTHoe BpeMsA! Ecnum KNmeHTy HeynobHOo
BCTPETUTLCA MMEHHO B 3TOT AEeHb UK 4ac - OH 06 3TOM CKaXkeT, He Nepe)xKmnBamnTe.
Npnyem yem KOHKpeTHee byneT Balle NpeasioxkeHne, TeM YyeTye oKaKeTcs obpaTHas
CBA3b OT KJMeHTa. Ecnu meHep)xep npeasnaraeT TOYHblE AaTy N BPeMS, TO U KJINEHT
OTBEYaeT TakuM >Ke TOYHbIM MpeasioXeHeM CBOero BapuaHTa.

MonpobynTe NpuemM-ycuanTenb, KOTOPbIA YaCcTO UCMNOb3YIOT NMPOoAaBLbl MoCcMenee.
OHu roBopAT: «[laBanTe s 3annLy BaC Ha KOHCYJIbTauuw!» NHTepecHbIn Xoa.
Co3paeTcs owylleHne, YTO KBapTUPbl PacXoaATCA, KaK ropsayme NMpPoXXKKu, U noTok
KJINEHTOB HY>XHO yNnopsao4nTb, 4Tobbl ohmnc He npespaTuaca B 6asap. NIHbIMK
C/I0BaMU, KJIMEHT noJiy4aeT B 04HOM hpa3e cpa3y ABa coobuieHuns: 1) BcTpeya - 3T0
OEeNCTBUTENIbHO BaXXHO; 2) Tbl MOXELUb YNYCTUTb CBOW LWAHC / NPONYyCTUTb CBOIO
ovyepenb.

DTOT NpMeM TaK e xopolo paboTaeT N B CMTyaUUaX, KOrga KJNeHT BbiCKa3blBaeT
3aMHTEPEeCcoBaHHOCTb B KOHCYbTauun KpeguTHOro cneunanncta. B Takom cnydae
MO>XHO NPEensIOKNTb KJINEHTY MPUATK NO 3aNnUCU MMEHHO K 3TOMY CneunanmncTy, a K
MeHea Kepy, 4TO Ha3biBaeTcs, 3abexxaTb Nno gopore. Toraa BHUMaHNE POKyCcUpyeTcs
Ha BOMpPOCAaXx, CBSI3aHHbIX C UMOTEKON, a YPOBEHb CTPecca, CBA3aHHbIN C
neperoBopamm o co6CTBEHHO MOKYMNKe KBapTUpPbl, CHUXKaeTCs.



[MpaBunbHOE 3aBepLUeHne pa3rosopa

NTak, B Ha4Yyane nocnegHen TpeTn pas3roBopa C KJIMEHTOM MeHenXep:

HETKO nporosapumBaeT npeasioxXeHne BCTpPETUTLCH;

* euwe ABaKabl MOBTOPAET rnpensoxeHne, ecsin KIneHT He corjlallaeTcd Ccpa3y,

npensiaraeT KOHKPETHbIE ATy U BpeMms;

TPM>XAbl MOBTOPAET OOCTUTHYTYIO AOTOBOPEHHOCTD;

peKkoMeHayeT KJIMEHTY 3anucaTb AaTy U BPpeEMS BCTPEYM U/UAKM 3anncCbiBaeT UX CaMm;

nojslyd4aeT KOHTaKT KJINeHTa,

LaeT KJINEHTY «JoMaluHee 3afaHune».

OcTanocb TONbKO nonpouaTtbcs! MnaBHoe - He caenaTb 3TO CJINLWKOM MOCMeLIHO.
YacTo MeHeaXepbl, paayscbh YCNELWHOMY 3aBEPLUEHUIO pa3roBopa, OykBasibHO
obpbiBatoT ero. CaMas pacnpocTpaHeHHas pa3a B 3ToM ciyyae: «Hy Bce Toraa,
nagHo!..» Bpoae 6bl HM4ero cTpawHoro, Ho y obonx cobecegHNMKOB NocCsie Takom
KOHLLOBKW OCTaeTCs YyBCTBO HE3aBEPLUEHHOCTW Ananora.

B nocnegHue cekyHabl pa3roBopa HY>XHO ByKBasibHO yCUNEM BOJIN MPUTOPMO3UTb
cebs. NoToMy 4TO OCTaslaCb HEPELLEHHOM elle ofHa Ba)kHaA 3a4avya - CHhopMUPOBaATh
NO3UTUBHbIE 0OXKMOAHUSA OT NMPeacTosLen BCTpeun. ApyrumMmmn cnoBamm, Hy>KHO
coenaTb Tak, 4Tobbl C HA4Ya/lIOM KOPOTKUX TeNedOHHbIX NYAKOB Yy KJIMEeHTa Ha nue
nosiBUNacChb nerkas ynablbka, a He Hanpsh>kKeHne, Kak nocsie ToJIbKO 4TO NpoAenaHHON
Ts>xxenon paboTbl. N8 3TOro 4OCTAaTOYHO NPOCTO CKa3aTb YTO-TO NPUSATHOE:

byoy pana no3HaKOMUTLCA C BaMu!



C pafoCTbio pacCcKa)ky BaM O HaLLIEM >XKNJIOM KOMIMJIEKCe.

Xopowero BaMm aHs! NpunesxanTe K HaM C XOpPOLIMM HacTpoeHmnem!

N nocne 3Toro obs3atenbHo (!) caoenante HebonbLUyO Nay3y, 4ToObl Y KNMeHTa bbina
BO3MOXXHOCTb OTpearnpoBaThb (XoTs 6bl y/ibIBHYTLCA B OTBET - TaM, Mo OPYryto
CTOPOHY TeneoHHOro pasrosopa). 1 mocne sToro y>xe CoKOMHO MOXXHO FrOBOPUTb
«[lo cBupgaHmnsa!» n sewatb TpybKy. lobaBuM 34ech ewe ognH npnemMmymk. Ha
3aBepLualoLwmx 3Tanax TeneOHHOro pasrosopa o4eHb xopowo paboTaeTt
NCNoJsib30BaHVEe NMEHU KJIMeHTa.

AIMEHHO B KOHLIE pa3roBopa, Korga MeHeaxxep NoAbITOXKMBAET AOCTUIHYTbIE
JIOrOBOPEHHOCTM, MPON3HECEHHOE UM UMs cobeceiHMKa NoMoraeT
NPOAEMOHCTPUPOBATbL 3HAYMMOCTb MPOUCXoasLLero. KIMeHTOB 3TO 4acTo, KCTaTw,
YOVBASIET - «HAZ0 XX€, 3anNoMHUAN!». 1 04eHb Ba)KHO, YTO UMS 3BYYUT HE B KOHTEKCTE
NnpoAa>kn, a UMeHHO B CBSI3M C HA3HAYEHHOW BCTPeYen - TeNepb y>XXe 04EBUAHO
JINYHOW BCTpeYen - ABYX 3aMHTEepecoBaHHbIX APYr B Apyre ntoaen.

Mone3HbIn MHCTPYMEHT

ECTb 04Ha TOHKOCTb. HENPOCTO Aep>XaTb B MaMATU UMSA KJINEHTA B Te@YEHME BCEro
pa3rosopa. I TyT HUKTO HMYero HoOBOro 3a nocnegHue 100 neT He Nnpuayman:
3anucbiBaeM! Kak TO/IbKO Y3Ha/M UMA KJIMEHTa - 3anuwnTe ero Ha sitobom nncTke
byMaru, KOTopbI €CTb NMo4 PYKOW, N OepXUTe nepen rna3aMmum 4o KOHLLA pa3roBopa.
Mexxay Npo4uM, KJIMEHT NMA MeHeaXXepa ToXe BpAa /in cpa3y 3anoMHUT. [oaTomy
npn NpPoroBapuBaHNM OOCTUMHYTbIX LOrOBOPEHHOCTEN MOXXHO COBEPLUEHHO CMNOKONHO
elle pas HarNnoMHUTb eMYy, KakK 30BYyT TOro CamMoro cynepcneymnaancta, C KOTopbiM eMy
NpPeacTonT KOHCYbTaumnsa B oduce.

NoeanbHO, KOHEYHO, 3aMNCbiBaTb UMSA KJIMeHTa He Ha bymare, a cpa3y B CRM-
cucTteme, eCqi OHa aKTUBHO UCMOb3yeTCcsa B KoMnaHun. Ecnn xxe pabota ¢ CRM noka
He CTaJjla eCTeCTBEHHOW NPUBbLIYKON KaXKA0ro COTPYAHMKa oTAeNa NpoAak, TO MOXXHO
pa3paboTaTb N BHEAPUTb MPOCTON, HO MOJIE3HbIA NHCTPYMEHT, MO3BONIAIOLWMNIA A0
MUHUMYMa CHU3UTb NMOTEPU OaHHbIX O KAneHTax: JINCT perncrpaunmn BXoaawmx
3BOHKOB.



Oenum nuct popmaTta A4 Ha AoBe 4acTu No AJIMHHOW cTopoHe. CneBa hukcmpyem
KOJIN4eCTBO BXOAALLMX 3BOHKOB: MOXKHO CTAaBUTb FASIOYKN, TOYEYKUN, YEPTOUKM,
KPeCTUKUN - KaKne yrogHo CMMBOJIbl, 4TObObl MOCYNTATb NX B KOHLE AHA. [TpaBas 4yacTb
JINCTA - KOHTAKTHbIE AAaHHbIE KJIMEHTOB M HAa3HAY€HHbIE C HUMUK BCTPeYn. ITO pellaeTt
nBe 3agayn: 1) ynobHo nkcmpoBaThb MOJIyYEHHbIE AaHHbIE; 2) UCK/IIOYEHO
Ha3Ha4YeHWe BCTPeY C Pa3HbIMU KJIMEHTAMM Ha OHO BpeMS.

Ha nepBbIX 3Tanax BHeAPEHUS TaKUX JINCTOB MOXXHO (DOPMUPOBATL UX C MOMOLLbIO
Excel n pacnevyaTbiBaTb MeHe)XepaM Ha BClo Hegento. A y)xe korga byneT obkaTaH
dopmaT, yaobHbI N MHPOPMATUBHBINA A1 KOHKPETHOW KOMaHbl, MOXXHO 3aKa3aTb B
Tunorpagumn paboune 6J10KHOTbI Ha CKNENKe UM NPY>XXUHKe, 0POPMJIEHHbIE B
bUPMEHHOM CTUe KOMNaHUW. BeirnaneTb 3To byaeT NpMMEpHO Tak:

HeynobHbin Bonpoc

Ecnun Bbl BHegpuTe y cebsi JINCT pernctpaunm Bxoaawmx 3BOHKOB, TO CO BpEMEHEM

BaM 3ax04eTCs Mojly4aTb C ero nomoulbto Bce 6osnblle AaHHbIX. Hanpumep, o ToM, 13
KaKNX UCTOYHUKOB MOTEHLUMaNbHbIE MOKYyNaTeNn y3HatoT 0 Balnx o6bekTax. C ToYKM
3peHnn ohopMsieHns JInCTa permcTpaunm 3To HECJI0XKHO - NPOCTO CAenalTe BOT TaK:

A BOT TO XKe CaMoe C TOYKM 3peHnNs pa3roBopa C KJIMeHTOM - He Tak npocTo. Camas
pacnpocTpaHeHHas ownbka - 3a4aBaTh Bonpoc «OTKyAa Bbl 0 HAaC y3Haan?» B CaMOM
Havasie pas3roBopa C KJMEHTOM.

Mo4yemy 370 owmnbka? MOTOMY 4TO Ha HavyasIbHOM 3Tamne KJIMEHT He FOTOB OTBEYaTb Ha
BOMPOChI, HE CBSI3aHHbIE C MHTEepecyloLLen ero kBapTupor. OH Hanps>KeH, A1 HEero
CaM 3BOHOK MPOJAAaBLYy - Y>X€ CUJIbHbIA CTpecc. B ronose y Hero BepTATCS
3aroTOBJ/IEHHbIE BOMPOCHI U MbIC/IN: KOMY 3BOHUTb Aanblue. [To3ToMy ¢pa3a o ToM, rae



OH BUAEN peKJlaMy 3acTponLLMKa, BCerga HeoXXngaHHa u... HeyMecTHa. KnneHT
HaTblKaeTCsA Ha Hee, KaK Ha cTeHy. YTo? OTKyda 4 y3Han? A 3TO 4TO, TaHa?

B pe3ynbTaTe Bbl WU He MoayyYnTe oTBeTa Boobule, uan gaHHble 6yayT
HEKOPPEKTHbIMU. KNNMeHT NonpocTy OTBETUT BaM NMepBoe, YTO NpUAeT eMy B rOJIOBY.
Hanpumep, KIneHT y>xe Mmecsal e3aUT Ha paboTy MMMO BalLero pekjaMHOro wuTa, a
WMEHHO CerofHs 3arnsHys B UHTEPHET, Hallen Ball CalT, yBuaesn TaMm Homep
TenedoHa 1 NO3BOHU. YTO OH OTBETUT Ha BOMPOC, OTKYAa Y3Hasl 0 KOMMNaHUN?
MpaBUIbLHO - U3 MHTepHeTa. nun, cka>keM, oH AaBHO K BaM NpUCMaTpMBaeTCs, Aaxe
e341J1 Ha CTPOWKY, xoaun BAoSb 3abopa, NbiTanca 3arnsaHyTb Ha NaoWwanky, Ho, B
KOHLLE KOHLI0B, peLun CNpoCMTb COBETa Yy APY3el, KOTOopble HEQABHO KyNuan
KBapPTUPY, CKa3anan, 4TO Kynujn MMEHHO Y BacC U O4YeHb [0BOJIbHbLI. [lOCTaBUTE B 3TOM
cJZlydae ranoyky B OKoLlKe «[lpy3bsi, 3HaKOMble»? Bonpocbl 06 NCTOYHUKAX
NHpOPMaUMn 3agaBaniTe TOJIbKO NoCsie AOCTUKEHUNS OCHOBHbIX AOMOBOPEHHOCTEN.

BOoT Tenepb TOYHO BCe. YTO y Hac eCcTb B UTOre pasrosopa?

1. laTa n BpemMsa 0XXKnagaemMoro BU3nTa KJaneHTa B opuc.

2. AMA KNMeHTa 1 ero KOHTaKTHbI HoMep TenedoHa.

OTnunyHo! Uenb pocturHyTa!

I'IepeXBaT MHNUNATUBLI

Tak, YacTb pa3roBopa, B KOTOPOMN Mbl MAaKCUMaJsibHO COOKYCUPOBAHHO M HACTONYMBO
paboTaeM Ha OOCTUXKEHUE LUenn - Ha3HAaYeHne BCTPeYn C KIMeHToM, - obpena
JIOFUKY, MOHSATHYIO CTPYKTYpPY. B npeabiaylien 4acTn pasroBopa MeHekep peliaeT
OOHY U3 CaMbIX CJIOXKHbIX 3a[a4 Tesie)OHHbIX MeperoBopoB - 3aBOEBbLIBAET
WHULMATUBY, NPABO rOBOPUTb U NpeasiaraTb CBOU CLUeHapumn obuieHuns. na Toro
4TOObI MPOU3HECTUN Ppa3y «[laBanTe BCTPETMMCS», NPOAABEL, [0JIXKEH YBEPEHHO
nep>xaTb B pyKax pyJib, 3aHMMaTb CUJIbHYIO MNO3ULAIO.



YTo MelwaeT MeHep)kepaM paboTaTb U3 CUALHON NO3ULUKUN? YTO MOXKET INWNTb UX
MHUUMATUBLI B Xo4e TesiepOHHbIX NeperoBopoB? BonpocChkl KaneHTa. Yem Bbiwe
CTerneHb 3aNHTEPECOBAaHHOCTM NOKynaTensa B npuobpeTeHnn KBapTupbl, TeM bosblue
BOMPOCOB OH 3ajaeT n TeM TpeboBaTenbHee K 0TBETaM. YeM nokynaTesib yBepeHHee
B cebe, TeM akTuBHee OH ByneT HaBA3bIBaTb MeHeO )Xepy CBOU Npasuia urpbl -
«Bonpockl 30eck 3apato al».

CnpaBUTbCS C 3TUM HAaTUCKOM ObiBaeT o4eHb HernpocTo. Co LWKOJIbHOM CKaMbL Y
60/bLUNHCTBA NloAel B Hallel cTpaHe chopMMpOBaHa NPMBbIYKA OTBEYATb Ha
BOMPOCHI BbICTPO 1 MO BO3MOXKHOCTU NOAPOOHO, 4TOObI «3aC/y>XUTb XOPOLLUYHO
oLleHKy». He oTBeTUTb Ha BOMPOC - cMepTun rnoaobHo.

NpeonosneTb 3Ty MEHTaJIbHYI YCTAHOBKY O4€Hb C/I0XXHO. OONH U3 HaWwunx Kosner,
OunsHec-TpeHep, coBeTyeT y4aCTHMUKAM CBOUX TPEHUHIOB B Ka>X40M HOBOM
eXe[HEeBHMKe, Ha CaMOW NepBON CTPaHULE KPacHbIM MapKepoM KPYrnHbIMK ByKBaMu
nucatb: «LLUKOJIA KOHYUTACb». B3pocnbin YenoBek MMeeT rnpaBo He OTBe4YaTb Ha
BOMPOChI, €CJZIN He MOHNMaeT KOHTEeKCTa pa3roBopa. B3pocsibin YenoBek nmeeT NpaBo
NPOSACHUTL A9 cebsa cMTyauuto, Npexxne 4em npenocTasnAaTb cobecegHUKY KaKyto Obl
TO HU 6110 NHpopMauuno o cebe, KoMNaHUM 1 NpoaykKTe. B3pocsbin Yenosek nMmeeT
npaBo 0eNCTBOBaTb B CBOUX MHTepecax.

Y706kl 6bIJI0 MOHATHO, HACKOJIbKO Ba)XHO 3aBsafeTb UHULNATUBOW N BLINTU 13
LLIKONSIPCKOW MO3ULIMM NOCAYLLIHOIo 0TBeYanbliMKa, AaBanTe pa3dbepem Tomn-5 cambix
pacnpocTpaHeHHbIX TenedOoHHbIX BONPOCOB KJNEHTOB. Ha TPeHMHIrax MeHe O )Xepbl
Yalle Bcero TpebytoT AaTb UM NpaBUsibHbIE OTBETLI, KOTOPbIE OHU MOT N Obl
MCMNO/b30BaTh, KOrAa KJMEHTbI CMpaLlnBatoT:

KoHeL, 03HaKOMUTEsIbHOro pparMeHTa.

Kynute: https://tellnovel.me/ru/pecherkina_sergey/kniga-prodazh-developera
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