"Ypok 1. CACTEMHbIX NOAXO0A B ATEHTCKUX MPOAAXAX:

LUENENOJIATAHUE, NJIAHUPOBAHUE, AHAJTN3"

NTak, Bbl pewmnnm, 4to paboTa CTPaxoBblM areHTOM CTaHeT A/ BaC OCHOBHbLIM WU AOMOSIHUTENbHbIM
NCTOYHUKOM aoxoaa. Mo3gpaensio! OQHako OT MAaen A0 pesysnbTaTa, CornacuTecb, OrpoMHas nNponacTb.
Kak >xe ee npeogonetb? Ecnv v BnpaBAy XOTUTE CTaTb yCMELWHbIM MPoAaBLOM, a He nepebuBaThbCs
C/lyyYalHbIMKM MOJINCAaMUK, WUCMONb3YATE CACTEMHbIA MNOAXOA U TEXHOJIONMIO AaKTUBHbIX MNpoAax.
MocneaHei Kak pas M NOCBALLEH BECb HAalWl KypC, @ O CUCTEMHOM MOAXOAE peyb MOMAET MMEHHO B 3TOM
ypoke. OCHOBaH OH Ha Tpex KuTax: uenb, NJ1aH U aHanums.

[ToaTomy mepBoe, ¢ yero BaM HEOOXOAMMO HAauaTh CBOIO JIESATEIBHOCTh B KQUeCTBE CTPAaXOBOTO
are’Ta - 3TO JaXe HE MOUCK KIMEHTOB WJIM 3aKJIIOYEHHE areHTCKOro JOrOBOpa, a MOCTaHOBKa
LIEJIU: Yero Bbl XOTUTE JOOMTHCH C MOMOUIBLIO 3TOM MPo(eccuu, KAKOM eskeMeCIYHbIH 10X01
XOTHTE MOJy4YaTh. [[pydemM 1menb, KOTOPYHO BBl Tiepel Co0OW CTaBUTE JIOJDKHA OBIT
chopmynmpoBana 1mo meroauke SMART. [TosicHI0 OyKBaJIbHO B JIBYX CJIOBaXx.
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T.e. uens "Xouy 6Ovime Oocamvim u cuacmauevbim” y’)X HUKAK HEIb3sd Ha3BaTh
"orcmaptupoBanHHOK". A BOT "C  saueaps makozo-mo 200a XxXouy umems
CMAOUNLHBLU 00X00 OM CMPAX080U 0esIMEeNIbHOCMU 8 pazmepe CMObKO-MO MblCay
pyb6aeu" BIOIHE COOTBETCTBYET 3aJJaHHBIM KPUTEPHUSIM.

Jlydie Bcero, €clii 3a 3TUMH J€HbraMH JOTOJHUTENIBHO OYyJeT CTOSITh HEYTO, K
YeMy BBl CTPEMHUTECH: 3arOpOAHBIM IOM, HOBas KBapTUpa, aBTO, KPYrOCBETHOE
IyTEIECTBUE U T.[. BU3yalnsupyure 3Ty Leib, HAUIUTE MOAXOIAIIYI0 KapTUHKY
WM CCNIATe KOJIJIAX U3 HECKOJIBKUX M300paKeHUI BaIieit meursl ;). Pazmecture
KApTUHKY TaM, TJI€ CMOYKETE €€ IOCTOSIHHO BUAETh, HO HE BUIY Y IOCTOPOHHUX.



3ayeM CTO/IbKO BHUMMaHWA yaenaTb uenenonaraHuio? He
Jiydwe nb cpasy B3siTb JIoNaTy B PYKU U, 3aCyuuB pyKaBa,
‘KonaTb OT 3abopa un Ao obena. Toxe, KOHEYHO, BapuaHT,
'04HaKO BOT B YeM 3arBo3jaKa. YesioBek Mo npupoae CBoeW
cywectBo neHumBoe (nNudT, NynbT ANA  Tenesu3opa,
CTUpanbHas MallMHa W ApYyrue AOCTMXEHWUS Mporpecca TOMYy [A0Ka3aTeNbCTBO), M CNyCcTd Kakoe-To
BpeMsi 06s13aTefIbHO 3a4acTcs BOMPOCOM, a paau yero cobCTBeHHO Nyn HaapbiBaTb, TeM 6osiee UTO Ha
CTapTe Bawen paboTbl, NOKa KJIMEHTbI K BaM B o4epeab He BbICTpanBaloTCs, U BrpaBay byaeT Hesnerko.

Korga Bbl WTaATHbIA COTPYAHMK M BaM HYXHO npumxoautb kK 9:00 B oduc, a TaM ele M HayanbHUK C
KHYTOM M MNPSAHUKOM, XO4ellb, HE XOYelb - HYXHO paboTaTb. A Tenepb NpeacTaBbTe, YTO Bbl areHT,
nTMUa BOJSIbHAasA, MPOCHYNUCb, KOrga 3axoTenu, TyT 3aBTpak, TaM CoLu.CeTU, AOMalLUHWE M npo4dune gena,
BAPYr ApPYyr MO3BOHWA, Aa W MOroda CerofgHsi He O4YeHb, M HACTpOeHMe He axTh, a nodemy 6bl He
OTOABUHYTb 3BOHKM U BCTPEYN Ha 3aBTpa U T.4. U T.M.

3HaKkoM0? MHe, K coXasneHuto, aa.

Tak rae xe Ta ABUXYLLAsS cuia, KoTopas MO3BOJIUT BaM CKOHLUEHTPUPOBATbCA Ha Aene. A 3TO U eCTb
Balla 6osbllasg BoBfeKaoWwas ambuumosHas Luenb!

Yenosek b6yaeT npeoaosieBaTb NPenATCTBUS, AENCTBOBATb U A0OMBATLCS yCnexa Unu B c/lydae KpanHen
HYXAbl, KOr4a y>X COBCEM HEBMOIOTY, UM MPU HaNMYMKM BOBJIEKAIOLWLEN LEN, KOTOPYIO OH caM Bbibpan
M NpuHan. TpeTbero, Ha MOW B3ras4, He AaHO. XOYEeTCs BepuTb, UYTO HyXAa - 3TO He Ball cnydan,
Mo3TOMYy Mbl U CTaBUM cebe uenb.

HeT uenu - HeT BeKTOpa NPUIOXKEHUSA YCUINIA - HET pe3ynbTaTa.

Uto X, aBuraemcsa panbuwe. Llenb ecTb, 3Ha4uT, CTPOUM MJIAaH ee AO0CTUXeHuA. [ng 3Toro, npexae
BCEro, Xo4y No3HakOMWUTb Bac C BOPOHKOW Npogax. Bbirnaant oHa cnepyiowmM obpasom:

BopoHKa npoaax

3BOHKM

BcTpeun

[lpofa)u




B nmnpuBszke K CTpaxOBaHHMIO CyTh €€ B TOM, YTO Ha BXOJE BCErga €cTh
onpefeneHHas Macca TejJeOHHbIX 3BOHKOB HOBBIM KJIMEHTaM, JUIIb YacTh W3
KOTOPBIX COIJacsTCS Ha BCTPedy ¢ Bamu. YacTh M3 COIVIACHUBIIUXCS KYNAT y Bac
cTpaxoBKy. [lo-npyromy ObITh He MoxkeT. Kymst He Bce, HY>)KHO OBITb K 3TOMY
roTtoBbIM. J1Jisg TOro, 4ToOBl 0OECIEYUTh ceOe Ha BBIXOJIE 00BEM MPOJIaXkK, HYKHO B
NEPBYIO OYepe/ib CO3/1aTh HEOOXOIMMBIN 00BEM MCXOASIIMX OT BaC KOHTAKTOB Ha
BXO/IE.

HaBepHsika, y Bac BO3HMK BOMpPOC, CKOJIbKO >X€& 3BOHKOB M BCTPEY HYXHO COBEpPLNTb ASS OAHOWN
npogaxu? 06 atoMm noapobHee B ypoke . Tam
npuBeAeHa CpeAHssl KOHBEPCUS MO KOHTakKTaM Ass paboTbl € "TtennbiMn" U "XONOAHbIMU" KINEHTaAMMU.
OaHaKO KOMYECTBO K/IMEHTOB HE BCeraa roBOpMT HaM O KOHeYyHOM 3apaboTke, Tak KakK CTpaxoBble
npemMmm n KOMMCCUA NO pasHbIM NPOAYKTAM MOTYT OTNIMYATbCS B AECATKU pas.

Jnst Toro, 4toObl BBHIUTU Ha O0Jee KOHKPETHBIE CYMMBI, BOCIIOJIb3YHTECH
cleayromeit TabnuIei:

CpepgHsia CTOMMOCTb Kon-Bo Komuccusa (KB) KB c 1-ro

Bua ctpaxoBaHus nonuca [0roBopoB B % nonuca Utoro
OCATo 4500 2 10 450 900
OATO 900 2 15 135 270
KACKO 45000 2 20 9000 | 18000
3eneHas KapTa 1550 2 15 232,5 465
B3P 150 1 20 30 30
CrtpaxoBaHue oT
Hec4yacTHOro cnydas 1000 1 20 200 200
KBapTtupa 6000 1 35 2100| 2100
3aropoaHoe CTpoeHue 13000 1 35 4550 4550
nToro 12 16697,50 26515

KOJ1-BO KJIMEHTOB max 10

Bce cyMMbl npuBeseHbl An9 nNpyMmepa, BaMm HeobxoAnMO BHeCTU Te AdHHbIE, KOTOpPblE BaM npeagnaraeT
Ballla CTpaxoBas KOMMaHus. Bbl MOXeTe ckayaTb U 3an0/IHUTb 3TY

MNMpeanonaras BO3MOXHble KaHasbl Npoaax (K npuMepy, y Bac eCTb XOPOLMA 3HAaKOMbI B aBTOCEpBUCE
WA areHTCTBe HeABMXMMOCTM W T.A.) W MOHUMAas, Ha KakKuMx CTPaxoBblX MNPOAyKTax Bbl MoOraun 6ol
cneunanusanpoBaTbCs wnu, HaobopoT, xotenu 6bl cTaTb "yHuBepcanoMm", Bbl MOXeETe 3anoJIHUTb
KoNnoHky "KonuuecteBo porosopoB" B Mecsu. CymMma, KOTOpyl Bbl 3apaboTaeTte npu BBeAEHUMU
KOMyecTBa MOSIMCOB, MOCYMTAETCS aBTOMaTM4YECKM - B WUTOre AO/KEH MOSYUYUTbCS Ball XeflaeMbli
exemecsiyHbl 3apaboTok.

Ncxopa 13 NONyYeHHOW CyMMbl, BaM HYXXHO CNaHMPOBaTb eXeAHEeBHOE KONMYECTBO KOHTakToB. [ns
3TOro BO3bMUTE KOJSIMYECTBO K/IMEHTOB, aBTOMATUYECKN NocymMTaHHoe B Tabnuue 1 B konoHke "Kon-Bo
KAMeHTOB max" (B Hawem npuMmepe nonaydnnocb 10 knmeHToB) U B Tabnuue 2 pacnpegenute ux
Mexay TernnbiMM (8) M xonogHbiMM (2) KOHTakTamMu (nogpobHee, 4YTO eCTb 4TO, CMOTpuUTe
YpOK ). Y Bac nocumTaeTcs Balwa exenHeBHas
3arpyska.

Bun koHTakTa 3BoHkH |Bcerpeun ([Ipogaxu
6 2 1

Ternble KOHTAKTHI 48 16 8
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105 7 1
Xononaaeie koHTAaKTHI| 210 14 2
Hroro 258 30 10
3arpy3ka B JIcHb 12,3 1,4 0,5

B nHamem npumepe 310 12-13 3BOHKOB HOBBIM KJIMEHTaM, 1-2 BCTpeuH B JIEHb U 2-
3 mpoaaxku B HEJENIO.

YHacTeHbKO CTAIIKMBAKOCHh C TEM, YTO HOBUYOK MPOIIIEN ar€HTCKYIO0 IIKOJIY U MOJOH
HHTY3HUa3Ma, OJIHAKO MPOXOJUT MECSI-/IBA, @ TOXOJ U3 BOPOHKH "He Kamaet". Emy
KKETCS, YTO 3apaboTaTh HA CTPAXOBAHWM HEJb3s, YTO HUYETO HUKOMY HE HaJO
WIM 4TO C HUM CaMHMM 4YTO-TO He Tak. HaunHaemb pa3duparbces, a OH MPOCTO HE
JIeJIaeT CBOM, CKaxeM, 150 3BOHKOB B MeECSI, COOTBETCTBEHHO HE BBIXOJHUT Ha
HY’)KHO€ KOJIMYECTBO BCTPEY M HE HMMEET 3aINIAaHUPOBAHHOTO OObEeMa MPOJAK.
OTcrofia BakKHBIA BBIBOJI: HM 3a()MKCUpOBaHHAs 11€JIb, HU IUIAH CaMU IO ce0e He
nmpuBeLYT Bac K pesymbrary, mnostomy JJEMCTBYHUTE yBepenHo wu
0e30Ty1araTeJbHO! A 11€1b U TUIaH CAETA0T Ballld JACHCTBUS MOCIEA0BATEIbHBIMU
Y OpraHU30BaHHBIMH.

3apaHue:

e OnpeaenuTe, CKOMbKO Bbl XOTeNu 6bl 3apaboTaTh B NepBbIA MecsL, Ballei paboTbl CTPaxoBbIM
areHToM.

e CkauaiTe v 3anonHuTe Tabnuubl. CnaaHUpynTe Bally 3arpysKy Ha Kaxablil AeHb.

e [EXeaHEeBHO CBEPANTECH C MaHOM, BeAUTe YYET PaKTUYECKN COBEPLLUEHHbIX 3BOHKOB, BCTPeY n
npoaax.

ObpaTuTe BHUMaHME, 4YTO Ceryac Bbl MJAHUPYETE CBOK EXEeAHEBHYI/eXeHeAeNbHY/eXEMECAUYHYIO
3arpy3Ky Ha nepBblli rog paboTbl, MOTOMY Kak CO BTOPOrO roga y BaC MOWMAYT MPOJSIOHraALMN TeKyLnX
norosopoB. lNpun KayecTBeHHOW paboTe c kanmeHTckon 6a3on 10 3BOHKOB-HaMoOMWHaHWIA aaayT Bam 9
npodax. Ho aTo yxe coBceM Apyras UCTopus... :)

[asalite Tenepb HEHAAO/INO BEPHEMCA K Hawemn BOPOHKE.



Ectb nBa crioco6a yBenuuuTh 00beM Ha BbIXOj€: 0oJible paboTaTh (Hy XOTS
Ob1 110 18 yacoB B CyTKH) HJIM MOBBIIIATH CBOIO KBATM(UKALIMIO M aHATU3UPOBATH
BaIlly COOCTBEHHYIO CTaTHCTUKY. UITak, TpeTUil KUT - aHAJIM3.

Yto aHanmu3upoBaTh?

Bo-nepBbIX, BaM HY>XHO BBIBECTH COOCTBEHHYIO KOHBEPCHIO IO KOHTaKTaMm:
CKOJIBKO 3BOHKOB U BCTPEY BaM HY>KHO IPOBECTU B MECALI, YTOOBI BBIMTH HA OJHY
npoAaxky. OTa KOHBEPCHS CHIEaeT Ballle INIAaHUPOBaHKE 00JIee KOPPEKTHBIM.

Bo-BTOpBIX, aHATU3UPYHUTE UCTOYHUKH MTOMCKA U MPUBJICUCHUS KIIMEHTOB, KaHAJIbI
MPOJIaK, UICTOYHUKU PEKOMEHIAINH, CJIOBOM, BBISICHSMTE, OTKY/1a K BaM MOMaaatoT
caMble TIEPCIICKTUBHBIC KIMEHTHI. MOXKETe dake COCTaBUTb CBOM MOPTpET
MOTEHIUAJIBHOTO  KJIMeHTa (10J, BO3pacT, JOXOJ, CEMEWHOE TOJIOKEHHUE,
YBJICUEHUS U T.]I.)

B-Tperbux, 3anuchiBaiiTe Ha IUKTOPOH M aHAIU3UPYUTE Telle(OHHBIE Pa3rOBOPHI
C KJIMEHTaMH, UCIOJIb3ys JIMCThl cCaMOaHaln3a U3 HallMX YPOKOB, pa3Oupaiire 1o
CBEKHM CJIEIaM BCTPEUYM C KIMEHTaMH. Eciii eCTh BO3MOXKHOCTb, IIPUIJIACUTE Ha
BCTPEUYY C KJIMEHTOM KOMIIETEHTHOIO 3HAKOMOI'O, KOTOPBIA CMOXKET JaTb BaM
pa3BEepHYTYIO OOPATHYIO CBS3b.

B nanbHeiiiemM aHanu3upyuTe YK€ CO3IaHHYIO KIMEHTCKYI0 0azy Ha mpeamer
JIOTIOJTHUTEJIBHBIX TTPOIAXK.

CnoBoMm, oTcnexuBaiTe JoOble (HaKTOpPbl, KOTOpbIE MOTYT BIHUATH Ha Ballld
IPOJAXKHU.



Heitn Kapueru B cBou rojsl Toxe paboTana CTPaxOBbIM areHTOM U 3aMETHII, YTO
€CTh y HEro KJIMEHTBI, K KOTOPBIM OH MPUXOJUT HEOJHOKPATHO, HO OHU BCE PABHO
TaK HAYErO0 M HE MNOKYIAKT, XOTS OTHAMAKT MHOIO CWI WM BpeMmeHu. Torma oH
IpOAHAIM3UPOBAT CBOM NpoAaku U oOHapyxwi, 4ro 80% kJIMeHTOB
npuodpeTaIT MOJMC B TeyeHHe 1-2 BeTped. B nrore oH oTkazancst oT paboThI C
"mosruMu" KIMEHTAMM, & COKOHOMJIEHHOE BpEMs IOTpPaTWJI Ha IIOMCK HOBBIX
KJINEHTOB, YEM CYLIECTBEHHO IMOBBICHII CBOU MPOIAXKH.

Yrto X, JaBaiiTe NOJABEAEM UTOT:

4YeTKO C(OopMYJIMPOBAHHAsT MOTHBHMPYHIOIIAsi WeJb IPUAACT BaM >KU3HEHHBIX
CHWJI I IBMOKCHUS BIIEPE/I,

KOPPEKTHbI IUIAH 3arpy3KH IOMOXXET TPaMOTHO OpraHU30BaTh  Ballly
NeSATEIbHOCTbD,

a HeTaJIbeIﬁ AHAJIN3 IIO3BOJIUT BBIACIINTD HauoOoJee 3(1)(1)CKTHBHBIG CITOCOOBI
pa6OTI>I M YKAXKXCT HAIIPABJICHUA IJISA HpO(beCCI/IOHaJIBHOFO Pa3BUTHA.

Pexomenaanus: BEpHUTECh K 3TOMY YpPOKYy €IIe pa3 KaKk MUHUMYM OJHAaXJbI
nocyie u3y4deHusi TemMbl "@opMUpoBaHUE COOCTBEHHOM KIMEHTCKOM 0a3bl". ITO
c/IeJIaeT MPOLIeCChl TUIAHUPOBAHUSA U aHaJIM3a 0oJiee MPO3payHbIMU JIJIsl Bac.



Ypok 2. "UMNKJ1 PABOTbI C KJIMEHTOM"

Ewe ooHO M3 ocHOBOMOMAaralWmMxX MOHATMA Hawero Kypca - umkn pa6orbl ¢ HOBbIM knueHTOM,
HauMHaKLWMNCA C TOr0 MOMeHTa, Kak ero uMMsa u TenedoH nonajalT B Bawy KIAMEHTCKy 6asy wu
3aKaH4YMBAETCs UMKA Torga, Korga 3TOT KAMEeHT "mopoxzaeT" KOHTaKTbl HOBOIMO KJ/IMEHTa, CBOEro
3HAKOMOro, KOTOpble TakXe nomnaaatoT B Bawy 6a3y. Cnosom, "Y nona 6bis1a cobaka"...

Lukn paboTbl ¢ KNWeHTOM:
3Tanbl NpoAaax |

1. DopMUpoBaHHe
KNWeHTCKOW Basbi

9. BaAaTue

pekoMeHaauniA 2. HasHayeHune

BCTPeYH no TenedoHy

8. JakpbITHe 3. NMoaroToBKa K
caenkm BCTpeye

7. Paborta c 4. YcTaHOBnEeHHe
BO3paMeHHAMM KOHTaKTa

6. MpezeHTayuus 5. BoiaBneHue
peleHns notpebHocTen

KoHeuHO e, paboTa C OTAENbHO B3STbIM K/IMEHTOM He 3akaHUYMBAaETCsl B3SiTUEM peKoMeHAaluih, Tak
Kak Janee cneayeT COMpPOBOXAEHWE, AOMPOAaxu, MpoSIOHrauuM U T.4., BeAb MMEHHO MOCTPOeHWe
[AOJITOCPOYHbIX OTHOLUEHUIN C KIIMEHTOM - 3asI0F YCMewHOoN AessTeNbHOCTM CTPaxoBoro areHta. OgHako,
06 3TOM nogpobHee B ypoke "®opMupoBaHme co6CTBEHHOW KIIMEHTCKOW 6azbl".

34ecb 1 cenyac pedb nonget o6 obuwiem anroputme pab6oTbl C HOBbIM KJIMEHTOM. [IpnyeM Te3ncHo,
TakK KakK BCe 3Tanbl NoApO6HO pacCMOTPEHbI B OTAE/NbHbIX YPOKax, @ Noka BaXHOo, YTOObl Bbl MOHUManu,
rae HaxoAuMTeCb B KaXAblA MOMEHT B3aMMOAENCTBUSI C KJIMEHTOM U KyAa ABMXETECb, a TakXe MOrau
cobntopaTb 06LWyto Nornky paboTbl C KIMEHTOM A0 MOMEHTA 3aKJ/loueHns A0orosopa.
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Ne 3T1an Uenb Oco6eHHOCTH

1 ®opmupoBaHue |Co3aaTb NOCTOSHHO MepBbi Baw war B paboTe ¢ kineHTamu. Beaute
KJINEHTCKOM nononHsemyto 6asy, kak |6a3y B 3N1eKTPOHHOM BuAe, TOrAa oHa MNO3BOJIUT BaM
6a3bi OCHOBHOW NCTOYHUK 3(PpHEKTUBHO U CBOEBPEMEHHO YNpasBaaTb

npoaax 6onbwWKrMN ob6beMaMm MHDOPMaLMKN, CBA3AHHONM C
KJIMeHTaMun

2 |HasHauyeHue JoroBoputbcs Ha C noTeHUManbHbIMU KIIMEHTaMK, YbW KOHTAKThI
BCTpPeYM no BCTPeYy C K/IMEHTOM nonanu B Bawy 6a3y, HasHa4anTe BCTpeyy. [oka
TenedoHy He MblTalTecb NpoAaTb CTPaxoBKy, 0CO6eHHO

pobpoBonbHyto, No TenedoHy, «npogaBanTe»
Ba>XXHOCTb U LEHHOCTb BCTpe4n C BaMu. Tonbko
BCTpeYa No3BOSIMT BaM HalaAUTb Ka4YeCTBEHHbIM
KOHTAKT C KJINEHTOM U KOMMNJIEKCHO I'IO,EI,OVITM K
BOMpPOCY ero guHaHCOBOMW 3aLuThl.

3 |MoprotoBKa K CobpaTtb nHdopmauuto o | Xopowas nogrotoeka obecneumsaet 50% ycnexa
BCTpe4ye KJIMeHTe, NoOAroTOBUTL Ha BCTpeue.
HeobxoanMble
MaTepuasibl, HACTPOUTLCS

Ha ycnex
4 |YcTtaHOBNneHue Hanaautb OAuH U3 KIYeBbIX 3TanoB B3anMoaencTens. bes
KOHTaKTa [OBepuUTeNbHble Ha/la)XXEHHOro KOHTaKTa C KJIMEHTOM HE CTOUT U

OTHOLWEHUNA C KIIMEHTOM nepexoanTb K ApyrmMm atanamM.

5 |BbisBneHue Cdopmuposatb y «CHa4ana anarHos, NoToM siedeHne» - BOT 30/10TO€e
norpebHocTen KnneHTa notpebHoCcTb/ npasuno AByx cneaytowmx atanos. CHa4vana,
BbIACHUTb, Kakue pa3beputecb, 4TO MOrno 6bl 3aMHTepecoBaTb
CTpaxoBble pelleHns KSIMeHTa, NOMOrMTe eMy CaMOMYy OCO3HaTb BaXXHOCTb
MOryT 6bITb NOSIE3HbI CTpaxoBaHM1s, NOTOM yXe npeanaranTte peleHus
KJIMEHTY
6 |Mpe3seHTauusn MpeanoxuTbe KNNMeHTy 2-3 /ApryMeHTMpys Balle npeasioxXeHne, onupanTecb Ha
peweHus BapuaHTa Ha Bblbop, cobpaHHyl paHee nHdopmaunto. Beibop

03BY4YMNTb NPEMMYLLECTBA |OCTaBASANTE 3a K/IMEHTOM.
Bbl6bpaHHOM nporpamMm

7 |Pa6ota c Pa3BeATb COMHEHUs OcBOMB TEXHUKY paboTbl C BO3PaXXeHMAMU, Bbl C
BO3pa>XEHUSIMMU  |KJIMEHTa B NPaBU/IbHOCTU |NErkoCTbio NPeoAosieeTe 1 3TOT 3Tan.
NPUHUMAEMOrO peLleHus

8 |3akpbiTne MoATONKHYTb KNMeHTa K |ICKycCTBO MOCTaBUTb OUHAMIbHYIO TOUKY U
caenkun COTpyAHUNYECTBY CBOEBPEMEHHO 3aBEPLWNTb BCTPEYY 3aK/II0YEHNEM
[0rosopa 3HayMTeNIbHO MOBLICUT BaLUW NMPOAAXMW.

9 |B3sATue MonNoMIHWTL KMEHTCKY0 |M3yyaem BMecTe ¢ «DOpPMUPOBAHMEM KITMEHTCKOM
pekoMeHaaumii  |6asy «TennbiMmu» 6asbl», KaK ero HeOTbEMJIEMYHO YacTb. TakmM
KOHTaKTamMu 06pa3oM, 3aMblKaeM LK.

WTak, nonarato, obwas KapTMHa B3aMMOAEWCTBUA C K/AMEHTOM Yy Bac HapucoBanacb, TaK u4ToO
norpy>xaemcs B getanu!



STanbl JIMYHOW BCTPEYM C YETBEPTOro MO BOCbMOW OT YCTAHOBJIEHUS KOHTaKTa /[0

OTHOCATCS K KJNlAaCCMKE aKTMBHbIX Mpodax. XoTa, ecnuM 3aaymartbCs, B npouecce nbbix
3(HEKTNBHbIX KOMMYHMKauuii (NeperoBopbl, Ha3Ha4yeHuMe BCTpeunm no TenedoHy, Mpe3eHTaunm,
TPEHUHIUN U T.LI,.), CTOPOHbI TaKXe npoxoaaTt BCe 3TU 3Tarnbl B TOM UWJIXM MHOM BUAE.
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Ypok 3. "®OPMUPOBAHUE COGCTBEHHOW KJINEHTCKOWU BA3bl"

LiMKkn paboTkl C KNWEeHTOM:
3Tanbl NpoAax l

1. PopMHUpoBaHWe
KNHeHTCKOW basbl
.
9. BaaTve
peKomMeHgaL i

8. 3akpbiTHe
cOenku

N

2. HaaHayeHMe

BCTpeYn no TenedoHy

3. MNoaroToBKa K
BCTpeye

7. Pabora ¢ 4. YctaHoBneHuwe
BO3paMeHHAMA KOHTaKTa
S ¥
6. MpeseHTayuus 5. BelnBneHWe
PELWEHWNSA notpebHocTeR

MepBbIn N3 KNOYEBbLIX BOMPOCOB, KOTOPbIA WMHTEpPECYeT BCEX areHTOB-HOBMYKOB, 4@ W HE HOBWYKOB
Toxe, FAE BPATb KJIMEHTOB? Pa3 ectb BOnNpoc - vuiem oTeeT!

YT0bbl MOHATb, Kak >e cdopmupoBaTb cebe pabouyio kamMeHTckyto 6asy, npuyem 6ecnnaTHo,
[OCTaTOYHO OTBETUTb Ha 4 Bonpoca:

e KTO? (Haw noTeHUnanbHbIA KINMEHT)
e TAE? (Mbl MOXEM WX HAWTWN)
e KOIAA? (Mbl 6yaem nx nckatb)

o KAK? (Mbl 6yaem ux nckatb)

MOCTOSAHHO NonoJsiHAeMas KJIMeHTCcKana 6a3a - rnaBHbIW (PyHAAMEHT ycrnewHon pa6oTbl
CTpPaxoBOro areHTa.

He npocto Tak 3To Bonpoc N21, pabbl He CTpensTb W3 MyWKU N0 BOpPO6bAM, BaXHO
OonpeaennTb KNUYeBble XapakKTEPUCTUKM MOTEHUMANbHOro KAueHta. BoT oH  nopTtper
cTpaxoBaTens:



Mon My>X4nHa/KeHLWwmnHa

BospacTt 30 - 50 net

O6pasoBaHue Bbicwee, HernosiHoe BbICLLee

CemeliHoe XeHaTt/3aMyxeM, ecTb AeTH

MoNOXeHune

Hoxoa Bbllwe cpeaHero

JononHuTensHo Hanuune umyliectsa, noanexallero CTpaxoBaHuio, yBievyeHmne CropTom,
nyTewecTsms

OTO He 3HauuT, YTO BallMM K/IMEHTOM He MOXET CTaTb 22-NeTHUN CTyAeHT unm 60-neTHN NeHCUoHep,
OAHAaKO CTOUT COCPefoTOUYUTb CBOU YCUINS MMEHHO Ha BbllLenepevyncieHHoN Leneson ayautopum.

30ecb MMEEeT CMbICN pa3fenuTb BCe MOTeHUMalbHble KOHTaKTbl Ha ABe kaTteropuu: "tennbie" un
"xonogHble". "Tennbie" KOHTaKTbl - 3TO TenedoHbl TaK MAM MHAYE 3HAKOMbLIX BaM J04en unm
KOHTaKTbl, NOJIy4EeHHbIE OT PEKOMeHAoAaTe s, Bawero obuero 3HakoMoro. "XonoaHble" KOHTaKTbl - 3TO
TenedoHbl COBEPLUEHHO HE3HAKOMbIX BaM N0AEN.

Jlyywe Bcero HaymHatb OpMUpPOBaHME KJIMEHTCKOM 6a3bl C "Tensioro" Kpyra KOHTakKToB. DTO MOryT

6bITb:

1. BAUIN...

. BnuxHune n ganbHue pPOACTBEHHUKNA

e bBbIBWME/HbIHEWHWE OAHOKIACCHNKU/ OAHOKYPCHUKW/KONNErn




e Cocean no kBapTMpe/nomy/nade/ NnapkoBke, B TOM yuncne bbiBlume

2. BALU 3HAKOMDIM...

o KocmeTtonor/Mapukmaxep

e CTOoMaTosIOr UK Apyron Bpay

e AreHT Mo HeABMXUMOCTW/ pUaNITOP
o XypHanuct

e  Yyutenb/TpeHep

e YnpasneHel

3. TOT, KTO...

e Cnyxwun c Bamu B apMum

e Urpaet c Bamun B 60ynnHr/xoant c Bamu B putHec-kny6/Kpy>XoK BbILUMBAHUSA U T.A4.
e E3auT c Bamn Ha oxoTy unun Ha pbibanky

e [lenan y Bac peMoHT

e dBnanca Bawum knmeHTOM B Apyrux obnacrax

o lIMeeT knNMeHTCKyl0 6a3y, He CBSA3aHHYO CO CTpaxoBaHMeEM

e 3aboTtuTCca 0 cBOEM 340pOBbe

e Cpan/cHan Bam/y Bac kBapTupy B apeHAay

e Bawwu getn xoasT BMecCTe B WKOy/can

4. TOT, KTO NMPOAAJ1 BAM...
e JloM/KBapTupy/y4acTok
e MawwnHy/ noaky/MOTOUNKN

e Ab6oHeMeHT B cnopT3an

5. OBA3ATEJ/IbHO BCMMOMHWUTE, KTO U3 BALLUX 3HAKOMbIX...
e PabortaeTt B Typuctnyeckom areHTcTBe/ aBtocanoHe/6aHke
e [laeT KOHCYNbTauuu No pasBUTUIO JIMYHOCTH
e SBNsieTCS BOJIOHTEPOM
e lMeeT MHOro apysei B col.ceTsx
e  AKTUBHBbII YY4aCTHUK Kakon-nmMbo opraHnsaumm
e lIMeeT MHOI0 NOJIE3HbIX CBSA3EMN
e AMb6MUMO3eH, aKTMBEH M HanopucT
e CuyuTaercsa nmMaepom
e lmeeT cBOM BusHec
e 3HaeT BCex B ropoae
e [lonb3yeTcsa BCceobLWMM goBepmeM
e MeHepxep No npoaaxam

e Pabotaet B call-ueHTpe



Pa6oTa c pekoMeHAaUuaAMM

OTaenbHO XOTENOCh 6bl OCTaHOBUTbCS Ha ABYX MCTOYHMKAX "Tennbix" KOHTaKTOB:
5T0 peKoOMeHAauum 1 paboTa C LeHTpaMu BJIMSIHUA.

PexkoMeHpaaunm - 3T0 KOOPAUHATbI MOTEHUMANbLHOIO K/IMEHTA, MOoJlydeHHble OT 4esioBeKa, C KOTOPbIM
Bbl BCTpEYasiMCb, 1 OH pa3pelinsa BaM Npum 3ToM, COCnaTtbCAd Ha €ro nMms.

MMeHHO B34THe DEKOMEHﬂ,aLLMVI obecneunTt BaM MNOCTOSIHHO NOMNoOJIHAEMYHO 6a3y Ka4eCTBEHHbIX
KOHTaAKTOB M XOpollMe NpoAaxXu nMpu HaMMeHbLUMX BPEMEHHbIX U SHEpPreTudeckmx 3aTpaTax C Bawen
CTOPOHDbI.

MonyuyeHne pekoMeHAaUMM - KJIIOYEBOW NCTOUYHUK XOPOLWMNX NMOTEHLUUAJIbHbIX KJINEHTOB!

MpeuMyLlecTBa B3ATUA peKOMeHAauui:
e OT 60-80 % pekoMeHAYyeEMbIX, B KOHLE KOHLIOB, OCYLLECTBASIOT NOKYMNKY

e PekoMeHAyeMble B CpefiHEM MOKYMatoT Ha 23 % 60nblue, YEM TE KIIMEHTbI, BCTPEUa C KOTOPbIMM
6bl1a Ha3HauyeHa B pe3ysibTaTe X0JI0AHOro 3BOHKA.

e Bbicokass BEpOATHOCTb TOr0, YTO PEKOMEHAOBAHHbIE, B CBOKO o4Yepeab, AaAyT peKoMeHAaunm
KOMY-HUOYAOb eLwé.

e 85 %% pekoMeHAYyeMbIX KIMEHTOB 6yAyT M Aasiblue NOAAEPXUBATL C BAMU AE/I0Bbl€ OTHOLIEHUS.

CtaTtuctuka paborbl no "tensiomy" n "xonogHomy" Kpyry

3BOHOK MO «TEN/IOMy» KpYyry 3BOHOK MO «XOJIOAHOMY>» KpYry
3 3BOHKa = 1 BCTpeua 15 3B0OHKOB = 1 BCTpeua
Mpopaxa cTpaxoBKu

2 BCTpeun = 1 npopaxa 8 BcTpeyu = 1 npojaxa

MyTeM HECNOXHbIX MaTeMaTUYECKMX MOACUYETOB MOXHO MOHSATb, YTO paboTa No "X0N0AHbIM" KOHTaKTaM
B 20 pa3 pecypcHee, yeM pabota no "cBoumMm" knmeHTam. Ha ogHy "xonogHyw" npopaxy npuaertcs
noTpaTUTb ropasao 6onblue CU U BPEMEHMW.

MpUHUMNDbI NOJSlyYeHUA peKoOMeHAauun:

e bBepuTe pekoMeHAaUMN Be3ae U BCerga He3aBUCKUMO OT pesy/ibTaTa BCTpeUM, BO3bMUTE 3TO cebe
3a npasuno

e PaboTa No pekoMeHAauMaM A0/HKHA HAaUMHATLCS € NepBOro KJMEHTa
e [locne BCTpeun C KINEHTOM, Bbl AO/KHbI UMETb 3 peKoOMeHAauumn

. Ecnn Bbl He nonpocuTe pekoMmeHagaunm, To Bel X n He nonyunte

Mpexae BCero, Xouyerca cpa3y W36aBUTb BaC OT WIIO3UM, 4YTO €CIW Bbl MOMPOCUTE Ballero
CBEXEUCMNEYEHHOIO KIMEHTa WM 3HAKOMOro MOPEeKOMEeHA0BaTb Bac CBOWM Apy3bsM WKW Nepeaatb UM
BaLLwn BU3UTKN, OHMU C 3HTY3Ma3MOM BO3bMyTCS 3a 370 aeno.
CTpaxoBKa - 3TO HE Maccax WM Npuyecka, KayecTBO KOTOPbIX MOXHO OLEHUTb cpa3y >e. Bac 6yayT
pekoMeHAoBaTb, HO TOMbKO TOrga, kKoraa Bbl 3apaboTaete cebe cepbesHbli  KpeauT



NpogeccuoHanbHOro 0BEPUSl, CMEHWNB HE OfHY XWETKY, NPOCONIEHHYIO C/le3aMUN KIMEHTOB, NOMaBLLMX
Houbto B ATM unn nony4dmBlUMX OTKA3 B BbiNsaTe, U He o4Hy napy obyBu, momoras cobpaTb CrpaBKu
npu CTPaxoBOM Ciy4ae, MpaBuibHO 0MOPMUTb AOKYMEHTbI, MOCOAENCTBOBATb PACCMOTPEHUIO Aena U
T.4. Ecnn apyr no3sHaercsa B 6enge, TO CTpaxoOBOM areHT - MpPUM HacTYrJIEeHUM CTPaxoBOro
cny4as. [lpy1 3TOM CTOUT OTMETUTb, UYTO BCE BbILIENEPEYNCNEHHOE HUKAK HEe BXOAWT B BallM MpsiMble
06513aHHOCTM. DTO JIMYHAS WHUUMATMBA areHTOB, HALENEHHbIX Ha A0JIFOCPOYHOE COTPYAHWUYECTBO C
K/IMEHTaMM 1 NoSlyYeHME NACCUBHbLIX PEKOMEHAALNA.

Mo3ToMy, NMoka Bbl He CO3Aann cebe COOTBETCTBYIOLUUIA UMUK, TenedoHbl NMOTEHLNANbHbIX KINEHTOB
HY>XHO CnpalimBaTb camMoMy! BOT MpuMepbl CKPUNTOB MO B3AATUIO PEKOMeHAauuMm ¢ oTpaboTkou
TUMNUYHBIX BO3PaXKEeHUMN:

Ar: U.WN., ckaxute, Hawa C Bamu BcTpe4ya Obiia rose3Hon paa8 Bac?/ Bbl [40BOJIbHbI CBOUM
CEroAHSLHNM NMPUOBbPETEHNEM?

Kn: [Ja.

Ar: 5l yBepeH, 4To B Bawem Kpyry ecTb /1041, KOTOPbIM 3TO TakK e 6b110 6b1 MHTEPECHO, Kak u Bam?
Kn: [a.

Ar: 5 rotos 3anucatb ux Te1€@OHbI.

Kn: MHe Haz0 mx npo3BOHUTbL U CIIPOCUTBL, MHTEPECHO MM 3TO UM HET (g4am um Baw tenegpoH)!

Ar: N.U1., noHumato Bac, n npu 3T0M, CKaxute, eciv 6bl Baw agpyr no3BoHun Bam v cripocun Bac o6
3TOM, corniacuance bbi Bbl TOrga Ha BCTpeYy CO MHOH?

Kn: Ckopee Bcero - Her.

Ar: A Begb cerofHsi Mbl C Bamu BbISICHWIM, 4TO 3TOT BOrpoc 6bi1 BaxeH A8 Bac/ Bbl ¢uHaHcoBO
3aWnTUIN CBOK KBapTupy/aBTo/340pOBbE HA BbIFOAHbIX YyCA0BUSAX. VIMeHHO nostomy, U.U., 15
npegnarar cgenatb 3T0 caMoMy. S 3anucklBaro...

Ar: .., KaKk Mbl BbISCHWIN, Halwa C Bamu BCcTpeya roMorsia BaM OMpeneinTbCs C MHCTPYMEHTamMu
¢puHaHcosov 3awmnTsl Baweti(ero) .... 3170 Tak?

Kn: [a.
Ar: Corniacutecb, YTO (pMHaHCOBAas 3alynTa MOXET MHTEPECOBATb M APYIrnX J0[€H?
Kn: He uncknrwyeHo.

Ar: U.U., kak Bbl cuntaete, cpean Balumx 3HaKOMbIX €CTb JIOAM, KTO Tak XXe Kak v Bbl JOpoXuUT cBoer
CEMbEN N NMYLECTBOM U XOTE/ bbl 3aLUNTUTL NX?

Kn: [lymaro, ga.
Ar: 5l rotoB 3anucatb ux Te/1€(OHbI.
Kn: MHe Hago nogymatb, KOMy 3T0 6b1/10 661 MHTEPECHO.

Ar: KoHeyHo U.W., B Takux Borpocax, Ba>KHO B3BELUEHHO MPUHUMAaTh peLueHne. Y rnpu 3ToM, s yBEPEH,
4yTO B Bawem kpyry, ectb 11044, A4/11 KOTOPbIX Bbl siB/isieTeCb aBTOpuTEeTOM, KOTOpbie Bam goporu n o
KoM 6bl Bbi xoTennm no3aboTutbcs yxe cendac. Ectb Takme?

Kn: [a

Ar: 3anmceiBaro ux tesepoHbl



EcTb ewe oaMH KaMeHb NPETKHOBEHUS NP B3ATUM pekoMeHZauuni. MHOrme areHTbl CUMTAKOT, 4YTO "HY,
Kak-TO 3TO HeynobHo, cnpawwuBaTb TenedoHbl", "OHM Bce paBHO He paayt"', "a 6yay BbIrnsgeTb
HaBsA34YMBbLIM" U T.4., MO3TOMY AaXe He crnpawuBatoT. Kak 3170 npeogonerts, cMoTpu B ypoke "PaboTa ¢
BHYTPEHHUMMU OrpaHnyYeHnssMn".

PABOTA C LEHTPAMMU BJ/INAHUA

Ewe oagHa rpynna ToBapuuiei, paboTe C KOTOpPOM CTOUT yAenUTb MpUCTanbHOE BHMMaHWE - Tak
Ha3blBaeMble, LLEHTPbl BJIMSIHUSA - 3TO JII0AM, KOTOPbIE MMEKT LIMPOKUIA KPYr O6LIEHMS, SBNAKOTCS
aBTOPUTETAaMN B CBOEM KPYry, a TakXe WX NpodeccuoHanbHas AesTeNbHOCTb CBS3aHa C O6LIEHUEM C
N0AbMU.

MpumMmep: PykoBoaMTENM, Bpauyu, CreumanucTbl Mo HEABUXMMOCTU, Typ-omnepaTopbl, COTPYAHWUKM
peknamMHoro 6usHeca, COTPYAHUKM GUH. cdepbl, NoAUTUKM u T.4. Mogpo6bHee cmoTpu pasaen MAE
nckartb? nyHkT 5 "OBA3ATEJ/IbHO BCMOMHUTE, KTO U3 BALLNX 3HAKOMBIX..."

KpoMe TOro, 4to 3Tv n0aM camMu SBNSAOTCA MNEPCNEKTUBHBLIMU K/IMEHTaMu, ANs BaC OHW MOryT CTaTb
MCTOYHUKOM MOCTOAHHbIX Ka4eCTBE€HHbIX KOHTAaKTOB.

Bawa 3apaya: BblAennTb cpean BawnMx noTeHunanbHbIX KJIMEHTOB nogen Takoro YPOBHA U NOCTPOUTb
C HAMU B3aNMOBbITO4HblIE AOJZITOCPOYHbIE OTHOLWIEHUA Ha NOCTOAHHOW OCHOBE.

OaHaXabl Mbl B OAHOM CTPOUTENbHOW KOMMAHWM 3akasbiBaan dyHAAMEHT ANS 3aropofAHoro goma. Bcro
caenky odopmnana MeHemkep EneHa. CnycTts Tpy Mecsiua HaM MO3BOHM CTPaxoBOW areHT, ckasarf,
YTO OH OT ENeHbI, M NpeanoXun 3acTpaxoBaTb AOM.

OgHako y "Tennbix" KOHTAKTOB €CTb OAHA OCOH6EHHOCTb - KOJIMYEeCTBO MX OrpaHUYEeHo, B OTIW4YME OT
KOHTaKTOB "xonogHbix". M0O3TOMy KaHanbl MOUCKA KIMEHTOB CTOUT KOMOBWHMpoBaTb. K TOMy e npwu
pabote c "xonogHbiMn" KnneHTamu, owmnbKKM, KOTOPble Bbl MOXETE COBEpWWTb B Hayase Bawero
areHTCKOro nyTu, He NOBAUSAIOT Ha Baw UMUK B KPYry BalMX 3HAKOMBbIX.



NCTOYHNKM XONTOAHbIX KOHTAKTOB

UcTouHuKaMm "XoNoAHbIX" KOHTAKTOB MOryT ObiThb:

e [OTOBble KIMEHTCKMe 6a3bl, Kak nnaaTHble, Tak n becnnaTHble
e CaliTbl, LOCKM, ra3eTbl 06BbABNEHUN

e Cou.ceTu: MHOrMe ykasblBaloT cBou TenedoHbl B npodannax

e CaNTbl YacTHbIX MacTepos (doTorpados, CTUINCTOB, NMCUXONOrOB, TPEHEPOB, KOHCY/IbTAaHTOB,
PEMOHTHUMKOB U Apyrux dpunaHcepos)

e CTpaHuubl 6norrepos

e KoHdepeHUuum, hopyMbl, BbICTAaBKMU 1 T.[. B TOM YNC/E 3aNNUCK BbICTYNJIEHUIA B UHTEPHETE:
ABNSATCA NUCTOYHMKOM MMEH NepPCneKTUBHbIX MOTEHLMANbHbIX KIIMEHTOB. TaK Kak Ha Nofo6HbIX
MEepPONPUATUAX OHU, KakK NpaBuio, NpeacTaBnsaioT OpraHu3aUmnio, To U CBA3bIBATLCA C HUMU MOXHO
yepes pabouune TenedoHbl. ECnn npucyTcTBYETE HA MEPONPUATUM TMUYHO, 3HAKOMbLTECH U
obMeHnBanTeCb BUIUTKAMMU.

e  AHanorn4yHbIM cnocobom obpabaTbiBatOTCA HOBOCTHbIE JIEHTbI, UHTEPBbLIO 1 Apyrie nybnmkaumm
B WHTEpHeTe, Npecce, paano v TefeBUaeHNN.

[Ba nocnegHnUx NCTOYHMKA TPebylOT BpeMeHHbIX 3aTpaT, 04HAKOo "KayecTBO KJIMEHTOB" O4YeHb BbICOKOE.
Ecnn opueHTupyetecb Ha paboTy ¢ VIP-cerMeHTOM - Bbibupante MMEHHO 3T UCTOUYHMKN KOHTAKTOB.

OcTtanock y Hac ¢ Bamu aBa Bonpoca: KOIFAA vckaTtb knmeHToB 1 KAK?

34ecb BCe [OCTAaTOYHO MpOCTO: MCKaTb kKAMeHTOB Haao BCEFAA! Waete B napukMaxepckylo, B
MarasuH, B roCTW, Ha BbICTaBKy W T.A., Bceraa umenTte npm cebe BU3NTKN n 6yabTe roTOBbl 3aBOAUTH
3HaKoMCTBa B Ntoboe BpeMsa n B Nt060OM MecTe, BeAb HMKOrAa He 3HaeTe, KOraa M rae BaM ynblbHeTcs
yaauva). CTpaxoBoW areHT - 3TO He npodeccus, 370 o6pas >XM3HU, MNpM KOTOPOM Bbl AKTUBHBI,
MO6MABbHbBI, KOMMYHUKabeNnbHbl M HaleneHbl Ha pe3ysbTaT. Kpome TOro, BaXxHO MO3MLMOHMPOBaTb cebs
B KPYry 3HaKOMbIX, KaK 3KCnepTa B CTpaxoBaHMM. Tonbko yX 6yabte nwbesHbl, ecnum K BaM
06paTATCa 3a KOHCYNbTauMen Mnm NOMOLLbLO, MPOKOHCYNbTUPOBATh U MOMOYb!

OpHako pasgayy BM3WTOK M HOBble 3HAKOMCTBA CJ/IOXXHO OTHECTM K CUCTEMHbIM cnocobam noucka
K/IMEHTOB, NO3TOMY, OoTBe4das Ha Bonpoc KAK, ctounT BblaenTb B KadecTBe OCHOBHOIo cnocob6a 063BoOH
"renabix" M "XoNoAHbIX" KJIMEHTOB C LENblo HAa3HAYUTb BCTpeudy (CMOTpUM YpoK ""CUCTEeMHbLIN
noaxoA B areHTCKMX npogakax: uenenosiaraHve, MJlaHupoBaHue, aHanmis"). A yxXe B
AOMNoJsIHeHue K 063BOHY MOXHO pa3MmewaTb 06bsBEHUs, co3aaTb CBOW CAWT-BM3UTKY, MNPOBOAWUTL
MUHW-NPE3eHTaLMN CTPaxoBbIX MPOAYKTOB B OpraHusaumnax, cobpaHmsax TCX u B cagoBoacTBax U T.A4.
MpuHUMN OAMH: UCKaTb KIWMEHTOB HaA0 aKTUBHO. He cTouT agymaTtb, 4TO €CnM Bbl pa3MecTMan Ha
OCTaHOBKax [ABa Jecatka 6ecnnatHbix 06baABNeHWI A, TO Ha Bac ob6pywuTbCa  WKBan
3BOHKOB. MHMUMATUBA BCTPETUTLCS M 3aKIHOYNTb 4OFOBOP CTPaxoBaHMS AOMKHA MCXOAUTb OT Bac.

_ ]

Heckonbko c€noB 0 TOM, kak paboTaTb M MOAAEPXMBATb CBOK YXe CO3[aHHYI0 KIMEHTCKYL 6asy.
HezaBucMMoO oT Toro, kak 6bICTpo 6yAeT pacTu Bawa KAneHTckas 6asa, BaKHO COXPaHATb XOpOLUMiA
KOHTaKT C BallMMM yXe COCTOSIBLUMMWUCS KMEHTaMW, MHAye KaKoM-HMOYAb NOBKUIN areHT, U3y4umBLUMIA
Haw Kypc, 6bICTPO UX NepeMaHuT:

. CUCTEeMHbI 063BOH K/IMEHTOB: MHq)OpMMpOBaHMe 06 U3MEHEHUAX, HOBbIX yCnyrax, akuusax,
HanoMuHaHue o6 o4yepeaHOM niaTexXe, 0 CpoKax OKOHYaHWMA noanca n T.4.

e CO3BOH NMpW HaCTYM/IEHNN 3HAYUMbIX COBbITUI B XKM3HU KIIMEHTA: MNOKYMKa KBapTUPbI, Aauun,
MallMHbI, PEMOHT, poXaeHue pebeHka, Noe3aka 3arpaHuuy U T.4.

e [lo3pgpasneHus c npasgHuKamun, spydyeHune nogapkos VIP-knveHTam
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MpoBeaeHMe NMYHbIX BCTpeY (B3ATUE peKkoMeHaauunmn)

CoBMeCTHOE rnocelleHne pasnnyHbIX I'IpOd)eCCMOHaJ'IbeIX MepOI'IpVIFITMﬁ, BbICTaBOK, I'Ip€3€HTaL|,Mﬁ

[MOMHUTE, Lenb CTPaxoBOro KOHCY/NbTaHTa - BbICTPOUTb C KIIMEHTOM [OJIFOCPOYHbIEOTHOLLEHNS
Ha B3aMMOBbIFrofHOM OCHOBE!

UTak, paBanTte noaBseaem UTOIN:

dopmMMpoBaHMe KJIMEHTCKOM 6a3bl - 3T0

HenpepbIBHbIM NaHOMEPHbIN NPOLECC, LeHHas NpMBblYKa CTPAXOBOrO areHTa
€ANHCTBEHHbI cNocob co3aaTh CBOM AONTOCPOYHbLIA KITMEHTCKMI nopTdenb
HaBblK, KOTOPOMY MOXHO Hay4MUTbCS

noBsoZA Bcerga 6biTb OTKPbITbIM, KOMMYHVIKa6eJ'IbeIM, 063aBOANTLCS HOBLIMU MOJIE3HbLIMU
3HAaKOMCTBaMM N CBA3AMU

MpuHUUNbI:

vy

KOMBUMHUPYMTE pasfinyHble UCTOYHMKN Noucka: "Tennbin

LVt

n "xonogHbIn" Kpyr

HauyMHaKTe c "Tennoro" ganbHero Kpyra - 3To onbIT U PR

OTKaXuTecb OT UIbTpauum CNncKa: He oueHMBanTe 3apaHee, KTO KyNUT WK He KynuT noauc
PEKOMEHAALMM - K/IH0YEBON MCTOYHUK HOBbIX KITMEHTOB

BeauTe y4yeT 6a3bl B 3/1IEKTPOHHOM BUAE

nJaHUpynTe Ha AeHb/Heaento/Mecsil onpeaeneHHoe KOnn4ecTso TesieOHHbIX KOHTAaKTOB
NMOMHUTE NPO KOHBEPCUIO: He NMPUHUMaNTe 6/IM3KO0 K cepAly O0TKasbl KJIMEHTOB BO BCTpeYe
aHanmanpymnTe apPeKTUBHOCTb PasNIMYHbIX UCTOYHMKOB

npucrynante Kk popmmpoBaHuio 6a3bl 6e3oTnararesibHO!



Ypok 4. "XOJIOAHbIE 3BOHKN"

Yto X, Apy3bsa, 6e3oTnaratesibHO COBEpLUAEM ele OAWH LWar Ha NyTM ABWMXEeHMS K Bawern YeTko
cchopMynMpoBaHHOM MOTUBUpYIOLEN LUenn. Cnucok "rennbix" 7] "xonogHbIx"
KJIMEHTOB COCTaB/IEH, MJIAaH MO KOHTAKTaM eCTb, MOTEeHUMasIbHble KIMEHTbl XaXAayT BCTpey :),
0CTasiocb C HAMM 06 3TOM AOrOBOPUTHLCS.

WTak, AaBalTe paccMOTPMM BTOpPOM 3Tamn uukna paboTbl C kaMeHTOM "Ha3HayeHue BCTpedYM no
Tenecdony".

Lukn paboTbl ¢ KNMEHTOM:
3Tanbl Npoaax

1. GopuMHpoBaHHE
KNHEHTCKOW Bazbl

9. BzaTne 2. HazHa4eHune
pPeKOMEHOALMA BCTpeYH no TenedroHy

8. 3akpbiTHe 3. MNoproToBKa K
COEnKH NHYHON BCTpe4e

7. Padbora c 4. YctaHoBneHune
BO3paXe HUAMH KOHTaKTa

6. lpezeHTaunA 5. BuiABNneHue
peweHnA NoTpeoHoCTEH

[aBaiiTe cHauana onpeaenMMmcss C MOHSATUMAMU: XONIOAHbIX 3BOHOK - 3TO KOr4a Bbl 3BOHUTE
COBEpPLUEHHO HE3HAKOMOMY 4YenoBeKy. ECv Bbl Tak UM MHAUYE C HUM 3HAKOMbl WU MOXETE COCNaTbCs
Ha pekoMeHAaozaTens, Bawero o6LIero 3HaKoMoOro, To 3TO Y€ TernJiblii 3BOHOK. To ecTb, "rpagyc"
3BOHKA OMNpeaensietcs CTeneHbio Ballero 3HAKOMCTBA C MOTEHUMaNbHbIM KAMEHTOM. TexHosoruu,
onucaHHble B 3TOM YpoKe, paboTaloT 1 B TOM, U B APYroM cryyae.

TOYHO MOry cKasaTb, YTO XOJIOAHble 3BOHKM - 605blUas LWKOMAA XM3HM, OAHAKO He BCe ee YCreLlHO
npoxoasT. A BCce no4vyemy? BbIXxoaosT Ha nen HenmoAroTOBSIEHHbIMM, MAaZaltoT M pewakwT ana cebs: "Hy,
3T0 He Moe.." mnm "IT10 HeaddekTnBHO...", "HMkoMy HM4yero He Hago.." m T1.4. Tenepb CTOIrl.
OTMaTbiBaeM MAEHKy Haslaa, M Noa YyTKUM PYKOBOACTBOM OMbITHOrO MHCTPYKTOpa CHOBa Ha nea!

Tyt 661710 AEPHYNacCb pyKa pacnncaTtb B KpaCKaxX, YeMY Bbl HAy4YUTECb, OAHAKO BOBpPEMA OCTaHOBWNACH,
BeAb BCE CBOAMTCS K OAHOM MbIC/N: TPEHUHI NO3BOJ/INT BaM Ha4aTb 3BOHUTb X0J1I0AHbIM U TeNJibiM
KJIMeHTaM, NnoJiy4dyaTb OT 3TOro yaoBOJibCTBMUE, HOBbIE CAEJIKU A COGCTBeHHYIO I'IpVI6bIJ1b!



Ewe oaHa oroBopka: peyb B ypOKe MOMAET NPEeUMMYLLeCTBEHHO O 3BOHKAX KAMEHTaM (U3n4ecknm
nvuam. ToMmy, kak paboTaTb C opraHusaumsaMu, "npeogosieBaTb" cekpeTaps, BeCTM neperosopbl ¢ JIMP
(AVMUOM, NPUHUMAIOLWMM peLUEHNE) - MOCBALWEH OTAEbHbIN YPOK.

Haw BMpTyanbHbIA TPEHUHI "X0N04HbIE 3BOHKK" MO3BOJIUT BaM:

1. Y3HaTb, UTO Takoe "XonoaHbIe 3BOHKN" 1 "Tennble 3BOHKUN" KIIneHTam
2. Onpenenutb cusibHbIE U cnabble CTOPOHbI NpoAaXk No TenedoHy

3. HayuymTbCsa nmsaHMpoOBaTb XOJIOAAHblI€ 3BOHKM
4

BbIsBUTb COBCTBEHHbIE OLLMBKM NPU O6LLEHUN C KJIMEHTOM M0 TeNe@OHY M HayunTbCa UX
YCTPaHATb

Ul

M3yunTb NpuMepbl CKPUNTOB XONI0A4HbIX 3BOHKOB

HayunTbca pa6oTaTb C BO3pa>keHUSIMU NMPU XOJ0AHbIX 3BOHKAaX

TenedoHble NpoAaKU: NPeMMyLLEeCTBa U OrpaHUYEeHUs

be3ycsioBHO, Te/lIe(hOHHOE 06LEHMNE UMEET P 0COBEHHOCTEN, KOTOPbIE BAXKHO YYECTb:

Ei MpenMmywecTtea TenecgoHHOro oébweHuns:

At
Gl

e He TpebyeTcsl pa3be3noB, 3KOHOMUT BpeMS U cpeacTsa.
o CoobuweHune no tenedoHy nponcxogmt bbicTpee, 4eM Npu Nnepenucke.
e Bbl TOUHO 3HaeTe, Korga Baw cobeceaHMK NOMYyYUs Balle COObLLEHME N KaK OTpearnpoBas Ha Hero.

° B oTinume OT Nnepenuckn, MOXHO Cpasy Xe 3a4aTb YTOUYHSLWME BONPOChl U YCTPAHUTb BO3MOXHbIE
HeAOpa3yMeHUA.

e  KNMeHT BOCNPUHUMAET pa3roBop Mo TenedoHy Kak MeHee 06a3bIBaOLLNIM, YEM NTIMUHBIA pa3rosop,
NMOSTOMY OH MEHbLLE OLLYLLIAET AAB/IEHME.

e D10 YynobHee (He TpebyeTcs aenoBon oaexabl, nogobaroLien Nnpuyeckm m T. n.).

e MOXHO pasnoXuTb NOA PYKOWM HYXHble AOKYMEHTHI, "Wnapranaku" un 1.4.

E OrpaHunyeHunsn tenedoHHOro obuweHun:
e  KnneHT MOXeT BOCNPUHUMATb 3BOHOK KaK MOMEXY, NOCKONbKY BbiHYXAEH npepBaTb paboTy.

e Bbl HE MOXETE OTC/IeAUTb CUTYALMIO, €CNN abOHEHT OTB/IEKAETCS Ha KaKMe-TO BHELLUHWE MOMeXU:
BXOAALMX NIOAEN, NpepBaHHyto paboTy 1 T.4.

e CobeceaHuky nerye, 4YeM npu nuMUHoin 6ecesie, 0TKasaTb UKW NPUAYMaTb PasfnUHbIE OTFOBOPKMU.
e B N06yt0 MUHYTY abOHEHT MOXET 3aKOHUYUTb PasroBop M MOMOXUTb TPY6KY.

e Bbl He MOXeTe aHaNM3MpoBaTh A3blK TENOABUXKEHUA, MUMUKY, MOXHO TOJIbKO CNeanTb 3a
MHTOHaUMewn.

e Henb3s NogKkpenuTb CIOBa NpocrnekTaMn, rpadukammn, 4eMOHCTPaLMAMU.

e BeposTHOCTb HEBEPHbIX TONIKOBaHUI MHMOPMaLMM BbIlLE, YEM MPU JINYHON BCTpeye.



KaHanbl nepegaum nHpopmaummn: tTenedoHHble 3BOHKU WK IM4Hoe obLlieHne

N camoe BaKHOe: Ha MPUHATUE K/IMEHTOM peleHus O BCTpeye C BaMu Tosbko Ha 30%snuseT
T0 YTO uMeHHO Bbl roBopute, U Ha 70% - 10, KAK Bbl 3T0 aenaeTe!

CpaBHeHMe BJIMSAHUE KaHaNoB nepepaun uHbopMaumm Ha cobecegHMKa NpU JINHUHOM
ob6weHnn n npopaakax no renedoHy

KaHan nepeagauun nHgpopmaumm NnyHoe obuweHne TenedoOHHbIN pa3roBop
BepbanbHbin
P 12% 30%
(c nomowbio cnos)
MapaBepbanbHbIi
pasep 36% 60%
(MHTOHaUMA, CKOPOCTb pa3rosBopa, TOH, TeM6p peun)
HesepbanbHbIi
P 52% 10%
(>xecTbl, N03a, MMMMKaA, B3rnsap[)
MoMHuTe! Mo TenedoHy "cnblWHO":
= Ynblbky
- XKectukynaumio
- Mo3y
- Baw HacTpown

- Balwe oTHOLWEHME K KIMEHTY U K paboTte

XonoaHbIA 3BOHOK: TpMU coCcTaBAAIOLWMX ycnexa

YuntbiBas MNpeuMyLLecTBa M OrpaHuyeHuss TenedOHHOro O6LEeHUs, a TaKXe BJIMSIHUE pPasfIMUHbIX
KaHanoB nepeaayn uWHGopMaumm BblaensieM TPU  OCHOBHbIX  COCTABASIOWMX, W3  KOTOPbIX
N CKNaablBaeTca pe3y/ibTaTUBHbINA XO1I0A4HbIA 3BOHOK:

1. 1OAroTOBKA 2. HACTPOW 3. TEXHOJ10Irns
» Pabouee mecto u atmocdepa » DTanbl TenedoHHOro pasrosopa
» Mosa muccusa
» Lenb 380HKa »  TexHWKU YCTaHOB/IEHUSI KOHTaKTa
» Busyanusauymsa ceomx
[ BEEE [OHEIOE Lenen » TexHuka paboTbi C
» WHdbopMaumsa o KNmMeHTe » PedpelMUHr lofepeh (e Akl
» TexHWKa Ha3HauYeHWs BCTpeUH
»  CKpUNTbI W apyrue » TenecHble TEXHUKM @) >
Wwnapranku




JTro6oe AeﬁCTBMe, HaueJsieHHOe Ha pe3ysibTaT, [O0JIKHO 6bITb TLlaTENbHO CNnJ1IaHUPOBAHO U
noaoroToBJIEHO.

MoaroTroBKa K X0JIOAHOMY 3BOHKY

CnnaHupynte 1-2 4yaca B QA€eHb Ha XONOAHble 3BOHKM, OpraHuM3ayinTe MpOCTPaHCTBO, co3aanTe
aTmocdepy.

YeTko onpepenute Ana cebs uenb, KOTOPYK Bbl AO/MKHbI AOCTMYb 6narogaps BawuMM XOJOAHbIM
3BOHKaM!
Hanpumep, Llenb: HazHaunTtb 3 BCTpeum.

MoaroroBbTe HeEO6XOAMMbIE MaTepuUasbl AJIA XOJIOAHbIX 3BOHKOB:

e Cron, cTyn, TMWMHa - ob6CcTaHOBKaA, pacrnofiaramLwas K 4eN0BOMYy 06LEeHMIo.
e bBasa knneHTOB.

e EXeAHEeBHWK UAW NiaHep, pydka, TenedoH.

o CueHapvwl pa3roBopa: CKpuUNT X0JIOAHOIo 3BOHKA, OCHOBHbIE BO3paXeHUA U KOHTPapryMeHTbl.

HacrpoiTecb Ha ycnex:

e PaccnabbTech 1 B TO Xe BpeMs 6yabTe SHEpPruYHbl. A3apT YBIEUEHHOIO UIrpoKa - Sydllee
COCTOsIHME Ana Havana paboTbl C KIMEHTOM.

e YnbibanTecn.

e Busyanusupyite Bawy Yenb - cM. Ypok 1. CUCTEMHBIN NMOAXO[ B areHTCKUX NMpoaarcax:
uyesnenonaraHume, njiaHMpoBsaHue, aHaJiuns.

e [IOMHMUTE, YTO Bbl HE NPOCUTENb, @ COTPYAHUK KPYMHOM MHOCTPA@HHOW KOMMNAHUN, U Yy Bac A1s
K/IMEeHTa eCTb LeHHOEe BbIro4HOE npeasioxeHune. - cM. Ypok 10. Pa6oTa ¢ BHYTpEeHHUMM
orpaHunyeHumamMmum

e [OBOpMTE yBEPEHHO 1 A06poXKenaTesbHO.
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XoTtute 3ByuyaTb yBepeHHeh? HapeHbTe XOpowWWA [EesIOBOA KOCTIOM, OCMOTpuTe cebs B
3epka’se, nopagyMTecb CBOEMY OTPpa>keHUto, roBopuTe no tenedoHy, cron!

JMpeKTop 04HOro CTpaxoBOro areHTCTBa B CBOM rofbl nepes rnoxo40M K BaXKHOMY K/MEHTY 3axoausa B
marasmH "JleHa", mepsinia HECKO/IbKO LWy6 u, o4yBCTBOBaB Cebsi yBEpEHHEN, Liia Ha BCTpedy C
K/IMEHTOM.

Kak roBoputb Npu X0J1I0AHOM 3BOHKE

Ucknrounte n3 pasrosopa rno TenechHy cJ/ioBa-napa3unTbi:

370 camoe
TaK CKasaTb
rpy60o roBopsi
TMNa

3-3-3...

HY...

BOT

XOT5 6bI

Kak 6bl
MOXXET 6bITb
BO3MOJXXHO, Aa...

Mcknounte wmn3 cBOel pedn ANVHHbIE 3BYKOBbIE rMay3bl, YMeHbLUMTENbHO-/1ackaTenbHble CoBa,
BOCK/IML@HNSA N MEeXAOMETUsl, 3acopsiolime pedyb, KOTOpble K TOMY Xe AenatT ee MeHee MOHATHOW.
OcobeHHO 3TO KacaeTcs NepBOro pasrosopa no TenedoHy (XO0NoA4HOro 3BOHKA). JIIOAWM OYeHb XOpOLOo
"yyBCTBYIOT" peyb ApPYyroro 4yenoBeka M COCTABASAKT NepBoe Bre4vaT/ieHne 0 BaC Npu XOJI04HOM 3BOHKE
NoO YNCTOTE M NPaBUIbHOCTUN BalLel peun.

Ucknrounte B TenedpoHHOM pa3roBope BOMNpoOChI, cogepikaiyme otpuyaHne "HE":
Bonpocel, NoCTpoeHHble B oTpuuatenbHon opmMe, Nnposounpytot oteeT - HET:
e  Bbi He nnoagckaxere...?

e Hert, He nogckaxy.

OueHb BaxHO yMeTb MOCTpouTb Sitobon Bonmpoc B Takon dopme, 4Tobbl MpeanoyTUTENbHbIM OTBETOM
6bin otBeT - "[OA".

DTO - YenoBeyeckast MCUXOSIOrns, Bbl MOXETE He BEPUTb B HEE, HO OHa peaJibHO pa60TaeT.

3Tanbl XonoaHOro tesiehoHHOro 3BOHKa

Kak NOCTPOUTb pa3roBop C KJIMEHTOM MNMpwu XONO04HOM 3BOHKE OT Ha4ana 6ecenpbl fo ee 3aBepleHunsa:



Jtankbl TenecoOHHOro 3aBOHKa

[doroBopéH-

YcraHoBneHue BeizoB 3aseplwieHue

Berynnexwue HOCTb O
KOHTaKTa WHTepeca BCTpeve pasrosopa

Bcerga noMHUTE O Lenu:

Lienb x0/10AHOro 3BOHKA - HA3HAUYUTb BCTpeuy!

HasHauuTtb BCTpeEYy, 3TO:

e 3HaTb BpeMs WM AaTy BCTpeuu
e 3HaTb MEecTo BCTpeuun

e 3HaTb YY4aCTHWKOB BCTpeYn
e 0O6roBopuTb Leb BCTPEUMU

o rlOJ'Iy‘-WITb noaTBepXXAeHWE ONMNnOHEHTAa

. I'IOI'IpMBETCTByﬁTe KNMNEHTa
L npeacraBbTeCh: HAa30BUTE CBOE MMS U KOMMNAHMIO C yKasaHueM cdepbl AesTeNbHOCTH

L YTOYHUTE BO3MOXHOCTb pa3roBapunBaTtb

Ha aToMm 3Tane ocobeHHO BaXkHa SHepreTuka B rosioce, 7.K. KJIMEHT €lle HE BKJIIOYUICA B 6ecep,y.
OpHako MMeHHO ceinvac OH NMPUHUMAET peleHne, CTOUT N pa3roeapmeaTb C BaMu AajblUe.



HasbiBaiiTe cBoe MMA 4YeTKo U scHo! HasBaB, caenalTe CEKyHAHYK May3y. BepoATHOCTb TOro, 4yto
K/IMEHT Bac 3aMOMHUT, 3HaYMTENbHO Bo3pacTaeT!

Yacto uMetl Aeno CO BXOASILWMMM 3BOHKaMW W MPUXOAUTCS CiywaTtb, Kak npogaBel 6y6HMT 4To-TO
Bpoae: "3apacbTe, 3TO MBAHYNpOrankonsitTa, y406Ho roeoputh"? N3berarite aTon OWNOKN.

2. YCTAaHOBJIEHUE KOHTaKTa

e Cownntecb Ha peKkoMeHZauunto
e lcnonb3ynTte nHdopMaLmio, NOJIYYEHHYIO B X04€ NOMUCKa MOTEHLUMasbHbIX KITMEHTOB

e Ucnonb3ynte TexHMKKM "Manoro" pasrosopa

3. Bbi30B nHTEpEca

COO6IJ.I,VITe, 4YeM Bbl 3aHMMaETEChb, 4YTO 6yneT 06CY)K,D,aTbCF| Ha BCTpeYe U No4YeMy KJIMEHT U3BNIEYET U3
3TOro Bbiroay.

4. 1oroBOPEHHOCTb O BCTpe4e

e CoobLMnTEe, CKONbKO BPEMEHWN 3aiiMeT BCTpeYa

L] VlCI'IO}'Ib3y1‘/'ITe 4-X WaroByro TEXHNKY Ha3Ha4Ye€HUA BCTpe4uun

4-x WwaroBas TeEXHUMKa Ha3Ha4YeHUsA BCTpeuun:

Mpepnoxute Ha BbIGOp ABa BapuaHTa BpeMeHW AN BCTPeYn, UCMoJb3ys asibTEePHAaTUBHbIE
BOMNPOCHbI (WNW..., UIN...), TakKuM 06pa3oM, Bbl CMeCTUTe akueHT BbibOpa Ha BpeMsi BCTPEYM, a He Ha
Heo6xoANMOCTb caMoi BCTpeuun. CyxanTe BpeMEHHON AnanasoH:

Bam yaobHee Ha 3TOV Hejgesie v Ha cregyroLei?

MaBaite Ha 3To/.

B yeTBepr uau B rsTHULY?

B yetBepr.

YTpom unn nocne obega?

[JaBaviTe 6511xe K Bedepy.

Bam ya06Heii B 17 nan 18 yacos?

5. 3aBepuwieHMe pasrosopa

e  YTOYHWTE apec BCTpeun,

OcTaBbTe CBOWM KOHTaKTHbIN TenedoH

PesloMupyiiTe pa3roBop, T.e. elle pas 03ByybTe BCE AOrOBOPEHHOCTM

MonpowanTecb Ha NO3UTUBHOM HOTE



CoBeT npakTuKa:

Korga s roBopro K/IMEHTY, YTO 3aHOLUY Hally BCTPeYy B €XEAHEBHUK, elye pa3 rporoBopuB BPEMS U
MECTO, M Npeasaral eMy Takxe 3anucatb Mok TenegoH, UMS 1 BPEMS BCTPEYUM - B AAJIbHEHLLIEM KITUEHT
BO BpeMs 06ueHNS NposBSET 60/blUYy0 3aUHTEPECOBAHHOCTb, KaK 6yATO 6bl OH AEACTBUTELHO XKAAJ
MeHS.

Bbi6epuTte, UTO, NO-BalleMy, ABASETCA OoWnbKkaMm Npm pa3roBope C KJIMEHTOM:
e [lpoponxaTb pa3roBop 6onee 3-X MUHYT

e [lpogaBaTb CTPaAxOBKYy Cpa3sy Mo TenedoHy

e [0BOpPUTb MO TeNedoHy, YTO peyb NOMAET O CTPaxoBaHUMU

e [lepepaBaTb MHMLUMATUBY NMpu BeAeHUN 6ecenbl KITNEHTY

e [OBOpPUTb B pexuMe MoHosiora 6osee 30 ceKkyHA

o CcblnaTtbCs Ha pekoMeHgaunn

e CrnopuTb C KJIMEHTOM

e HasbiBaTb KMeHTa No MMeHW 6onee 2-x pas

o Ncnonb3oBaTb COKPaLLEHUSA U CNIOXHbIE l'IpOd)ECCVIOHaJ'IbeIe TEPMUHDbI

L] N3BUHATLCA 3a 6€CNOKOMCTBO UM 3@ 3BOHOK

CKpUNTbI X0JI0AHbIX 3BOHKOB

[na HarnagHOCTU BOT HECKONLKO NpMMepoB "xumBbIX" TenedoHHbIX pa3roBopoB:

MpumMmep "xonogHOro 3BOHKa"

o AreHTt (A): 3apaBcrByiite, ipuHy BacunbeBHy, 6yabTe 406pbI.

o Knunenrt (K): 370 5.

o A: UpuHa BacunbeBHa eLye pas 34paBCTByHUTE, 0YEHb NMPUSTHO, MeHS1 30ByT AHHa ®egoposa,
CrpaxoBas rpynna "2PI0". Bam yao6Ho ceiyac pa3roBapmBartb?

o K: /[a. Cnywar Bac.

o A: UpmHa BacunibeBHa, 3BOHIO BaM C Li€/1bi0 HA3Ha4YUTb JINYHYIO BCTPEYY, B X04€ KOTOPO/ S roTOB
6yay caenatb Bam KOHKpETHOE MpeAsIOXEHNE, KOTOpoe byAEeT KpariHe BblrO4HO M MHTEPECHO
UMeHHO Bam. [ns BcTpeun Ham noHagobutcs 20-30 MuHyT. S mory nogbexatb K Bam 3aBTpa B 14
yacoB uau B yetBepr B 17 yacos. Korga Bam ynobHee?

o K: O yem novgert peyb?



o A: O nporpammax ¢puHaHCOBO# 3aLLNTbl CBOEN CEMbU U UMYLLIECTBA B HEMPEABUAEHHbBIX CUTyaLMNsIX.
Y Hac kak pa3 cesiuac HeCKOJIbKO MHTEPECHbIX aKkumi. Tak, korga Bam ygobHee, 3aBTpa wiun B
yersepr?

e K: MHe ynobHee B yetBepr B 17.00

o A: Utak, puHa BacuibeBHa, Mbl BCTpedyaemcsi ¢ Bamun B yetBepr B 17.00. lNogckaxunTte, kak 40 Bac
onTuMasibHO 406paTbCs.

o K:..

e A: Bcero go6poro, UpuHa BacunbeBHa, 40 BCTPEYM.

Hukoraa He roBopuTeE K/MEHTY, YTO MOXETE BCTPETUTLCS C HMM B No60oe BpeMsl, MHauye COoXUTCA
BreyaT/ieHne, YTO BalLUMMU YCyraMu HUKTO HE MHTEepecyeTcs.

Mpumep pasroBopa no "rensiomy Kpyry"

o A: []obpnbiii geHb, AnekcaHap. 31o laBen BopoHoB. Tebe cesyac ya06HO roBopuTs?
e K: /[la, npuset! Yao6Ho.

e A: Kak y 1ebs gena?
"Manbiii" pasroeop Ha 1-2 MUHYTbI (CM.ypokK "TloAroToBKa K BCTpeYye M yCTaHoBJIEHUE
KOHTakTa")

e A cesyac pabotaro B HOBOM HarpaseHUu, B CTPaxoBos KomnaHum PO u 3aHUMaroCb
nporpaMmMamMu 3aLynTbl UMYLLECTBA, XU3HU 1 340p0BbSs. peanararo BCTPETUTLCS, 1 pacckaxy Tebe,
Kak Tbl MOXeLb PUHAHCOBO 3aLUNTUTb CBOK CEMbIO U UMYLLECTBO B HEMPEABUAEHHbLIX CUTYaLMNSIX.
3710 3animet 20-30 mnHyT. Koraga Tebe ynobHee?

e K: /[laBas 3aBTpa B 11.30 y MeHs B oguce.

e A: Xopowo. Ay Tebsi ecTb MecTo, rge Mbl MOr/im 6bi cecTb M 06CyANTb, YTOObLI Hac He OTBIeKaaN?
o K: KoHe4yHO, B neperoBOpHOI MOroBoOpmM.

e A: OminyHo. Kak k Tebe gobpatbcs?

e K: (06bsicHAEeT cxeMy ripoe3aa)

e A: Xopowo, goroBopuance Torga sy tebs 3astpa B 11.30. [o BCTpeyuu, noka.
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NMpumep TenedoHHOro pa3roBopa No pekoMeHaaunmn

e AreHT (A): 3apaBcTByiiTe, ipuHa BacnibeBHa, MeHs 30ByT Uropb ®egopos, CTpaxoBas rpyrnna
"SPro". Bam yaob6HO cekyac pa3roBapnBaTtb?

e Knmenrt (K): fa. Cnywaro Bac.
e A: S 3BOHK 10 peKkomeHaaummn Anekcesi lNaxomoBa. lNoOMHUTE Takoro?
e K: KoHe4yHO, NMoMHIo.

o A: UpnHa BacunbeBHa, CtpaxoBasi rpynna "IPI0" 3aHumMaeTcsa oka3aHuem yciyr rno puHaHCoBOM
3awmnTe Baluero nMyLjecTsa v 340pP0BbS B HENPEABUAEHHbIX CUTyaumnsix. MHe xoTesiocb bbi
MO3HaKoOMuUTb Bac ¢ aTumMu ycriyramm, yBepeH, YTo AaHHasi BCTpeda 6yaeT KpakiHe BbIrogHa 1
UHTEpecHa Ans Bac. [ns BcTpeun Ham rnotpebyercsi 20-30 MuHyT. 5 MOry nogbexatb K Bam 3aBTpa
B 14 yacoB nan B YyeTBepr B 17 yacoB. Korga Bam yaobHee?

e K: MHe ynob6Hee B yeTBepr.
e A: Bam yaobHee BCTPeTUTLCS HA HENTPasibHOVM Tepputopun uan y Bac B ogpuce?
e K: MHe yno6Hee B MoeM oguce.

e A: Xopowo. ipuHa BacunbeBHa, noAckaxuTe, Kak 4o Bac ontnmanbHo gobpaTbcsi?
Utak, mbl ¢ Bamu BcTpeyaemcsi B yetBepr B 17.00, y Bac B ogppuce. Bcero 4obporo, 4o BCTpeuu.



Ypok 5. "PABOTA C BO3PAXXEHUAMU NPU TENE®POHHbIX 3BOHKAX"

B pa3roBope C K/MEHTOM BO3MOXHbl ABa BapuaHTa pa3BuTUA COObLITUI: KJIMEHT corjiallaeTcsa Ha
BCTpeuy anb6o Bo3paxaer. B nobom cnyyae pasroBop NpoAosIXKaETCs, KINEHT Tpybky He 6pocun, a
BeAb Mor 6bl yXe, N0O3TOMY NepBOe NpaBWUO NpoaaBua: "Bo3paxeHuio Bo3pagyncal™ Tem 6onee,
TUMWNYHbIX BO3PaXXEHUIN HE TaK Y>X U MHOIO.

BoT oHu:

Buabl OCHOBHbIX BO3paXXeHuii Nnpu TenedoHHbIX 3BOHKaX:
e Otkyapa y Bac moli TenedoH?

e OtnpasbTe nHdopMauuto no dakcy/ e-mail.

e DTO CTpaxoBaHue?

e 5 y>e 3acTpaxoBaH.

e Y MeHs HEeT BpeMeHMU.

e MHe 3TO He MHTEepPeCHO/ He HYXHO/ He aKTyanbHO.
e PacckaxuTte no tenedoHy/O yeM nonaeT peub?

e 4 o Bawer KoMnaHum HM4Yero He crbliwarn.

e Hert pgeHer...

° He pnoBepsto CTpaxoBblM KOMMNAHUSAM.

dTanbl paboTbl C BO3paXXeHUsAMU no tenedoHy




PaboTta c Bo3paxeHMAMIW: 3Tanbl

MpuHATHE MpucoepnHenne AprymeHT 3akpbIiTHe

= H oTBETMN Ha

= la, MHe NOHATHa * MMEHHO = Baw aprymeHt
Baw sonpoc?

Bawa peakuma... NoatoMy... (cM. Tadnnuy

HiKe
= Xopowo, 410 Bbl = CornacMiech, )
00 aTOM 4TO...
3aroBOPUNH...

= MHe NnpHATHa
Bawa zanHTepeco- M EMECTE C TEM...
BaHHOCTh...

= la, ato pacnpo-
CTpaHeHHoe = OnHaKo...
MHEHHE...

* A bl HA Bawem

MecTe AyMan Tak
Ke...

» 31a CHUTYaLHA
NpoACHHWNACk
anABac?
Hnpu atoM... - Korza Bawu
yoooOHee
BCTpeTHTLCH,
W.M., Ha 3TOM
Hepnene UK Ha
cneayw el ?

* M B T0 Xe BpeMA...

= «H 0» =
KaTer opM4ecku
3anpeuweHo!

MoyeMy CTOUT ABUraTbCA MMEHHO TakmMM NyTeM? [aBaliTe pa3bepemcs.

MpuHaTHe:

Yero o06bl4HO XAET 4YenioBeK, BblABMraloWMi BO3paxkeHue? Toro, 4YTO ero HauyHyT nepeybexaaTb,
CNopuTb C HWM, AOKa3biBaTb obpaTHoe. A Bbl COBCEM M He MPOTUBOPEYMTE eMy, a MPpUHUMAaeTe ero
TOUKY 3peHus, Mo, Aa, ViBaH VMBaHbI4, NOHMMaK U pa3gensio Bawmn COMHEHUs, MHOMMX KIIMEHTOB 3TO
WHTEpecyeT, XOpoLlo, 4YTo Bbl 06 3TOM 3aroBopuan u T.4. [onyyaeTcsa yxe Hekuid paspbiB wabnoHa:
KJIMEHT MPUroTOBU/CA K KPOBOMPONUTHOM 60pbbe, a Bbl Tak 6bICTPO KanuTynuposanu. B 3Ty cekyHay
OH MCMXO0JIOMMYECKM roToB Bac CryLwaTb Aasiblle, N Bbl COBEpPLUAETE ABa C/IeAyoWnx wara:

MpucoeanHeHune (CMOTpM BapuaHTbl ¢pa3 B CxeMe) M TyT Xe npuBoauTe Baw ApryMeHT. OuyeHb
BaXXHO UCKJOUUTb B KadectBe npucoeamHeHus HO, n BCE-Takm, a BCE ke, TaK KaK OHW NepeyepKHyT
BCe Balle npuHaTuHe.

Ob6bpaTnTe BHMMaHME Ha TOHKYID FpaHb Mexay NMPUHATUEM BoO3paXkeHus 1 6e3yCcsioBHbIM
cornacmeMm! He cTouT Ha BoO3paxeHue "Y MeHs HET pgeHer Ha cTpaxoBky" otBedyatb "/a,
3ameyaTtesibHo!", a Ha Bo3paxkxeHue "5 He goBepsito CTpaxoBbiM" roBopuUTb "V npaBuibHO genaere!"

3akpbiTHe:

3a4acTylo NpoAaBLUbl BbIK/aAblBAlOT CBON apryMeHT KJIMEHTY M MonyaT. U KIMeHT MonuuT. BosHukaer
HesoBKas naysa. Wnm Toro Xyxe, KAMEHT B MOMEHT BCEOBWEro MOMYaHWA MPUAYMbIBAET HOBOE
BO3paxeHue. o3TOMy Kaaoe Bo3paxeHue Heo6X0AMMO 3aKpbIiTb BOMPOCOM (NpUMepbl CMOTPU B
cxeme). TIoOMHMTE, UTO MMEHHO Bbl yrpaBfseTe AManoroM C KJMEHTOM C MOMOLLbI0 BOMpPOCOB. MIMEHHO
Bbl BeETE K/IMEHTa K MPUHATUIO PELLEHNS O BCTpeye. He ocTaBnainTe ero HaeaMHe CO CBOMMM MbIC/IAMM
[la elle v Ha ApYyroM KoHue TenedoHa. Moka paHo.

EcTb ewe npusATHaa 0COH6EHHOCTb BbILLEN3I0XEHHOW CXeMbl: OHa paboTaeT He TONbKO C KIIMeHTaMu, HO
M CO BCEMMW NIOAbMM, KTO TakK WAM WHa4vye B3AyMan BaMm Bo3paxaTb :). [psAMO cerogHs MoxeTe



NOTPEHNPOBATbCA Ha BallnX 6)'II/I3KMX, ApYy3bsX, 3HaKOMbIX U T.4. lMogenntecb B KOMMEHTapusax, 4YTo y

Bac nony4mnocs!

3apaHue:

CornacHo cxeme caMoOCTOSATE/IbHO HanuLMTE OTBETHI Ha Ceaylolme BO3paXKeHns:

- OcTaBbTe TenedoH, 1 Bam cam nepessoH1o.

- Centyac 370 HeakTyasbHO.

- {1 yxe cTpaxoBasncsl, U MHe He 3annatunn. bonblwe He 6yay.

Hu)xe npuBeaeHbl

TenedgoHy:

Bo3paxxeHue

OTkyapa y Bac
moi TenecdoH?

3TO0 cTpaxoBKa?

Mpuwnure
nHdopmaumio no
daxcy/
3N1eKTPOHHOM
noure.

BospaxxeHue

O yem noupger
peub? Y10 3a
nporpaMmbi?
Pacckaxxurte no
TenecdoHy

npumepbl

MpucoeanHeHune

n.N., A obwatocb ¢ 6onblINM
KOSIMYECTBOM NOAEN U,
BO3MOXHO, KTO-TO M3
K/IMEHTOB NOpeKoMeHA0Bas
BaC, KaK yenoseka, KOTOPOMY
MOryT 6bITb MHTEPECHbI HalUn
nporpaMmbl.

CoBeplIeHHO BEPHO, peyb
NaeT 0 PUHAHCOBbIX
MHCTPYMEHTax 3alluuThbl
Kanutana.

A paa(a), uyTo NporpaMmel
BbI3bIBAKOT Y Bac nHtepec,
n.n.

N.U., 9 c yRoBONbLCTBMEM 3TO
caenan(a) 6bl, HO Yy MeHs
6onee 100 cTpaHuUL TeEKCTa.

MpucoeanHeHune

1. N.1. MHe npuaTHa
Bawa
3aMHTEpPEeCOBaHHOCTb.
2. N.AN., 9 Bnxy, 4to Bbl
LLEHUTE KOHKPETUKY.

3. N.U., 9 noHnmato
Bawe xenaHune ¢
3KOHOMUTb BpeMs...

AprymeHtauus

N.N., 3Tn nporpammel
MO3BOMIAIOT 3aLNTUTb CEMbBIO U

MMYLLECTBO B HeMNpeaBuAEHHbIX

cuTyauusax. O ToM, KakK 3To

paboTtaeT, npeanarat obcyanTb

npu NMYHOI BCTpeYe.

3TW COBPEMEHHbIE NMPOrpamMMbl
NO3BONAIOT 3aLLUTUTL CEMbIO U

MMyLLecTBoO B HENpeaBUAEHHDbIX

CUTyaumusax. Beiroabl 3TUX

nporpamm, npeanarato obcyanTb

npu NMYHOI BCTpeYe.

M BMecTe c TeM, Nporpammsl
noabuparTcs MHANBUAYanNbHO
ONA KaxAoro KaveHTa. Ytobbl
caenaTb KOHKpeTHoe
npeasioxeHune, kotopoe byaer
WHTEPECHO U BbIFOAHO UMEHHO
Bam 4 n npepnarato
BCTPETUTLCH.

[MoHATb, YTO 6YAET MHTEPECHO M

BbIFOAHO UMEHHO BaM, Mbl
CMOXXeM npu JINYHOMN BCTpe4e.

ApryMmeHTaums

M npwn aTOM, 9 yBepeH, 4To Bbl Kak
PYKOBOAUTESNb LLEHUTE KauYeCTBEHHbIN
CepBUC U UHAMBUAYASbHbBIV MOAXO0A.
MmeHHOo noatomy, U.U., a n
npeanarat BCTpedy, B X04e KOTOpOu,
51 pacckaxy, 4em ycnyrm OPFO 6yayt |ynobree, N.N.?
WHTEpEeCHbI N BbIrOAHbI UMEHHO Bam.

OpHako 15-TM MMHYTHasa BCTpeua

6ynet ang Bac 6onee
MHMOPMaATUBHOM M MOAE3HON, YeM
TenedoHHbIN pa3roBop, Tak Kak s
CMOry MCMNOJ1b30BaTb HarnsaHble
MaTepuanbl, n 6yay rotos caenatb
BaM KOHKpeTHOe W BbiFroAHOE
npeanoxeHue.

OTBETOB Ha ApYyrve TUMWYHbIE BO3pa>KeHUsI KJIMEHTOB Mo

3akpbiTHe

A rotos(a) Kk Bam
noabexaTb
cerogHsa B 16.00
WNnu 3aBTpa B
10.00. Korpa
Bam ynobHee,
n.n.?

A rotoe(a) kK Bam
noabexaTb
cerogHs B 16.00
WIn 3aBTpa B
10.00. Korpa
Bam ynobHee,
n.n.?

A rotos(a) k Bam
noabexaTb
cerogHsa B 16.00
WM 3aBTpa B
10.00. Korga
Bam ynobHee,
nn.?

3akpbiTne

A roto(a) kK Bam
noabexaTb
cerogHsa B 16.00
WA 3aBTpa B
10.00. Korpga Bam



N.N., 9 yBepeH, 4To Bbl
npodeccnoHasn B CBOEM Aene.

Tak korga Bam
yAobHo, ceroaHs

MMeHHO nNo3ToMy, YTOobbl MHe caenaTb (B 16.00 unn

cBoto paboTy npodeccrnoHansHO No

3aBTpa B 10.00?

OTHOLUEHUIO K BaM HaM 1 Heob6xoamMMo

BCTPETUTDBLCA.

Kak npoBepuTb, MICTUHHOE /1IN BO3pa>XeHUe WJun JIoXKHoe?

Cnpocute y knueHTa: W.U.,
BO3MOXHO, Bbl Y3HaeTe MHOIO HOBOrO:

3TO €AUHCTBEHHAdA NpU4YKHa,

Pa6oTaiite TOJIbKO C UICTUHHbIMU BO3pakxeHusamu!

Bospa)xeHue
A yxe

3acTpaxoBaH |4ToO Bbl ye gymaeTte o
3aBTpaLUHEM JHE...
2. O4yeHb NpUSATHO
obwaTtbcs € YenoBekoMm,
KOTOPbIM MOHMMaET
Ba>XHOCTb CTPaxoOBaHUA.
Bo3paxxeHue NMpucoeanHeHune
Al He poBepsarwo |U.U., pasgensio Bawwm
CTpaxoBbIM COMHeHus
KOMMaHUAM
MNepe3BoHUuTE N.N., KOHe4YHo Xe, A
MHe 4yepes nepesBoHto BaM yepes
nosaroaa nonroga v, BO3MOXHO,
Mbl ¢ Bamn BCcTpeTuMmcs
Bo3paxkeHue MpucoeanHeHune
AsaHar /Y 1. N.N., npuaTHo
MeHSsl HeT obwaTtbcs ¢ AenoBbIM
BpeMeHM YEsT0BEKOM...

2. .., noHnmMato Bac,

cam(a) paboTtato B
OYeHb HanpsaAXeHHOM
rpacguke

MpucoeanHeHune
1. .. , o4eHb NpUATHO,

ApryMmeHTaums

TeMm 6oniee ecTb CMbICN BCTPETUTBLCS,

Mbl C BAMU BMECTE MOCMOTPUM, KakK
HallX NporpaMMbl CMOFYT BbIFOAHO
[AOMOMHUTL TO, UTO Y Bac yxe ecTb.

U.N. Bbl HaBepHsAKa cnblwanun, 4to
Ha cerogHsWHMN aeHb, 6onee 160
BMAOB CTpaxoBaHUs. MoOHATb, 4TO
6yaeTr HTeEpecHO MMEHHO BaM Mbl
CMOXEM TONIbKO MpU JINYHOMK
BCTpeuye.

ApryMmeHTauusa

M B TO Xe BpeMsa MHOrme Hawu

KOTOpasi BaC OCTaHaBnn-BaeT? Tyr,

3akpbiTune

A rotoe(a) kK Bam
rnoabexaTb CErogHs B
16.00 nnun 3aBTpa B
10.00. Korpa Bam
yaobree, N.U.?

3akpbiTue
Koraa Bam

K/IMEHTbI NepEeLWn B Dpro MMeHHo no |yaobHee, N.U., Ha

3TOM npuynHe: UCKaan KoMnaHuto,

3TON Heaene unu

KOTOPOM MOXHO A0BepsATb. [103TOMY 4 |Ha cneayrowen?

roToB ¢ BamMun BCTpPETUTLCS U
pacckasaTb O HAAEXHOCTU U
CTabUNbHOCTU HaLWlEN KOMMNAHUKU

OaHako, cornacmTecb, 4YTo Mbl 06a
6ynem yyBcTBOBaTb Ccebs1 CKBEPHO,
€CNn 3a 3TO BpPEMS NPOM30MNAET
CTpPaxoBoOW c/yyan

AprymeHtauus

MMeHHO no3ToMY, 4 1 3BOHIO Bam
3apaHee, 4yTobbl cnnaHWpoBaTb
BCTpeuy Ha yaobHoe ans Hac oboux
BpeMms. [laBanTe NOCMOTPUM Ha
crnepylowen Hegene...

W BMecTe ¢ TeM, npeactaBbTe cebe
Ha oAHON vale BecoB 15 MUHYT
BPEMEHMU, a Ha APYroi BOSMOXHOCTb
y3HaTb, KaK MOXHO 3allMTUTb CBOKO
CEMbIO N MMYLLIECTBO B
HenpeaBUAEHHbIX CUTyaLMax

lMpepnarato
BcTpeuy, N.W., Ha
3TOW Heaene nnm
Ha cneayowen,
Koraa Bam
yAobHee?

3akpbiTHe

Bam ygobHee
BCTpeYaTbCsl B
nepBoi MOSIOBUHE
WIn BO BTOPOM
NonoBUHE Heaenu?

51 rotos(a) k Bam
noabexaTb CerogHs B
16.00 nnun 3aeTpa B
10.00. Korga Bam
yaobHee, N.N.?



MoMHWUTE, UTO cCuna AOencTBUS paBHa Cule MpOTMBOAENCTBMA: oTpabaTthiBaiTe He 6onee
Tpex Bo3paxeHui! Ecnn KIMEHT He corfnallaeTca Ha BCTpedy, Jiydlle CrnpocuTe, Korda Bbl MOXKETe
€My nepesBOHUTb.

PesynbTaTom 6eceabl 6ynet gara cneaylowero KOHTakra.

Bo3pa)keHue MpucoeanHeHune ApryMmeHtTauusa 3akpbiTne
Bbl Mmano N.N., 94 noHnmaro M npu aTtom, cornacutecb N.N., aktneHas |4 rotos(a) k Bam
M3BecTHbl. l He |Bawy peakumio. peknama- 3TO nokasaTeslb arpecCMBHOr0 |MoabexaTb CeroAHs
cnbiwan o 3aBOeBaHMsA pbiHKa. M B 3ToM npouecce |[B 16.00 unu 3aBTpa
Bawe#n 3a4acTylo cTpagaeT Kadvectso. Mostomy, (B 10.00. Koraa Bam
KoMmnaHunu. N.U., DPIFO AOpOXUT CBOMMU KNIMeHTaMn |ynobHee, U.U.?

W npeanoyMTaeT pa3BuBaTbCA
nocTeneHHo.

1 npun atom, U.U., cornacutecsb, 4to
npeacraBuTeslb KOMNaHUM - camas
nyduwasa peknama. UIMeHHO nNosToMy, 9 ”
npeanarato Bam BcTpeyy, 4Tobbl

NO3HaKOMUTLCS.
Bo3paxkeHue MpucoeanHeHune AprymeHtauus 3akpbiTne
Het 1. N.N., xopowo, 4TO Bbl IMEHHO NO3TOMY, HaM Cc BamMun u Kak Bbl Ha 3TO
cB060aHbIX 3aroBopuan o MHaHcax [CTOUT BCTPETUTbCSH, TaK KaK Hawn |cMoTpuTe? MoxeMm
AeHer. nporpaMMbl paccumTaHbl Kak pas opraHusoBaTtb BCTpevy

Ha TO, 4YTOb6bl Y Bac aeHbrn 6bisn Bo BT nnn YT. Kakon
BCeraa, Aaxe B HempeaBuAEHHbIX |BapuaHT Bam noaxoaut,
cuTyaumsx. n.n.?

2. N.UN., a9 npekpacHo M B TO e BpeMsi cama BCTpeya He

Bac noHuMato, g Toxe TpebyeT oT Bac HMKakumx

BCeraa njaHupyto CBOM |BNOXEHWN, Npu 3ToM Bbl cMoxeTe

pacxoapl CaMn OLEeHUTb BCe BbIroAbl U
npenMyLecTsa Hawux nporpamMm

BbiBOAbI

e OTtpab6arbiBaiiTe kaXxaoe Bo3paxeHue knmeHTta! NMocne oTpaboTkn, cpasy ke rnepexogure
K 3aKpbITUIO.

e PaboTaiTe c MHpOPMaATUBHbLIMM OTKaszaMu. KaTeropmyHbin oTka3 (Koraa KJMeHT 6pocaeTt Tpybky 6e3
06bsicHeHMs npuunH) npopabaTteiBaTh 6ecrnonesHo.

e TloMHMTeE, Ha 3Tane HasHavyeHua BcTpeun 80% rosopurte - Bbl, 1 20% - KNNEHT.
e AKTMBHO BeauTe pa3roBop. "BecTtn knmeHTa" B pa3roBope AO0J/IKEH KOHCY/IbTaHT.

e bBbyabTe BexnmBbl, cobnoganTe aTuKy TeniedOHHOro pasrosopa. Bl nmuo KomMnaHum - Besge m
Bceraa!l

e TMpopaaTtb cebs u Bbirogy OT BCTPEUM C BaMM - 3TO LieNib Bawero 3BoHKa.



Ypok 6. "MNMOAINOTOBKA K BCTPEYE C KJIMEHTOM N YCTAHOBJIEHUE

KOHTAKTA"




Lukn paboTtbl ¢ KNUWeHTOM:
3Tanbl NpoAaax

1. DopMupoBaHue
KnueHTCcKon basbl

9. Bastue

pekoMeHaauuin 2. HazHavyeHue

BCTpeuYu no renedoHy

8. 3akpbiTHe
caenku

3. MoaroroBKa K
BCTpeye

7. Pabora ¢
BO3paXeHUAMMH

4. YcraHoBneHue
KOHTaKra

5. BoiagnexHue
norpebHocTen

6. MNpeseHTauusn
peweHus

Hy uTo X, No3apaBnsto, BCce BalUuM yCUAUS He 6blIM HanpacHbl, U NepBbIi KJIMEHT COrNacuica C Bamu
Ha BCTpedy. Bnepean ko4eBOW 3Tanm UMKMA: YCTAHOB/IEHWE KOHTaKTa C K/AMEHTOM. WMeHHo
KaQUeCTBEHHbI KOHTaKT pOXAAaeT AOBepue, Tak Heob6XxoAMMOe Mpu MpoAaxke CTPaxoBblX MPOAYKTOB.
MIMEHHO Ha 3TOM 3Tane Bbl MNpoAaeTe KAMeHTy cebs. Bala 3afjaya MpoiTM TecT Ha onpeaeneHuve

"cBon"-"uyxon", n AN 3TOro y Bac ecTb BCEr0 HECKOJIbKO MUHYT.

3anoMHUTE: HET KOHTaKTa C KJIMEHTOM - HeT caenku! He pacnonoxunu k cebe knneHTa - He CTaHeT
OH pacckasbiBaTb BaM Mpo CBOE MMYLLECTBO, CEMbIO, MJaHbl Ha OTAbIX U T.4., He 6yAeT BHMMaTb BallUM
apryMmeHTaM, 3aTo 6yAeT AyMaTb, kak 6bl MOCKOpee 3aBepLUnTb BCTPeYy, NPpUAYMbIBaTb BO3PAXEHUS U
T.4.

YT106blI "6YKETHO-KOHMETHbLIN" nepnos BO B3aMMOOTHOLWIEHUAX C K/IMEHTOM Mepepoc B MJ0A0TBOPHOE
COTPYAHWYECTBO, Bbl ynpasiseTe psAaoM BaXHbiX (akTOpOB. YC/NIOBHO MX MOXHO pa3fennTb Ha ABe
kateropuun: "Kem s ABJIAKOCb" (Ha cxeme cnesa) n "Yto 51 AEJIAKO" (Ha cxeme crnpasa). Ectb ewe
BHELWHMI haKTop, Takol Kak o6CcTaHOBKA, B KOTOPOM NPOMCXOAUT BCTpeYda, O HEN Mbl TOXE NMOrOBOPUM.



CocraBnmomue ycnemHoro KOHTaKTa
ObcraHoBka
BOKPYT

«Manble»
Baw HacTpow pasrosopb!

Bce [enosow
HeobxoauMbie KOMNNUMEHT

Mmarepuansl

B > HesepbanbHble
al BHeLHWI NPOSBNEHNA

BUA
YcnewHbin
KOHTaKT
KayecTtBa CobpaHHasn

BaLLei wHpopMaums
NNYHOCTY 0 KnNueHTe

[aBanTe Tenepb No nopsiaKy, Ha4YHeM C Bac, Tak kak umeHHo MPOAABEL|, - OCHOBHOW MHCTPYMEHT
npoaa)Xm.

KauecTBa Balueu JIMMHOCTU

YTO y>X TyT roBOpUTb, XOpOLIMI MpOAaBEL, BCeraa Xopowo npofaeTt ntoboli ToBap WM ycnyry, U He
6yaeT npuv 3TOM MNpuMUUTaTb, MOJI, KPU3WC B CTpaHe, TOBap He paspek/laMMpoBaH, KOHKYpPeHLWs
6onblas u T.4. He MOXeT He pagoBaTb, YTO AAXE €CNN Bbl HE POAMIUCL 3TAaKUM XapWU3MATUUYHbIM
npoAaBLOM, TO BCe Heob6xoauMble ANA  YyCMNewWwHoW paboTbl CTPaAxoBbiIM areHToM KadyectBa W
KOMMETEHUMM MOXHO HapacTUTb. WTak, 4To e 3TO 3a KauyecTBa WM kKomneTeHumu? [pexae Bcero,
X0oYeTcsi, UTo6bl Bbl CaMy MOPA3MbIWASAAN Hag STUM:

3apaHwue:

3anmwute B pabouen Terpaam 10-12 kayecTB, KOTOpble Bbl cyYuTaeTe Hambonee BaXHbIMW AnS
CTPaxoBOro areHTa.

YBepeHa, UYTo Cpein HUX MOXHO BCTPETUTb KOMMYHMKA6E/IbHOCTb, MO3UTUBHOCTb, 3HAHME CTPAaxOBbiX
MpoAyKTOB, yBEPEHHOCTb B cebe, rpaMoTHyt0 peyb. BO3MOXHO, Bbl 3anvcann TakXe BHUMATe/IbHOCTb,
YMEHME CAyLaTe M CAbIWatk, MyHKTYyaabHOCTb. A BOT NPOBEPLTE, BK/IOUMIM 1N Bbl B CBOW CMUCOK:

e HaUeNeHHOCTb Ha pe3ynbTaT - 6e3 Hee Balwa AeATenbHOCTb 6yaeT noxoxa Ha 6poyHoBCKoe
ABMxXeHne, 6e3 4YeTKOoM Lenn Nerko yntn B 4eNCTBUS paau AEeNCTBUMA UM HayaTb OTKaabiBaTb
aKTMBHYI paboTy C KIMeHTaMun Ha 3aBTpa, Ha NoHeAesNbHUK, Ha "nocne oTnycka" v T.4.;

e  aKTMBHOCTb, SHEPrUYHOCTb, IIO60Bb K CBOEMY ANy, SHTYy3nasM - 6e3 3Toro C/IoXHO 6yAeT HaxoaAuTb
BHYTPEHHME pecypcCbl ANS AOCTUXEHUS BalnX Lenei;



L BbICOKasi CaMOOPraHn30BaHHOCTb, ANCLUNIIMHUPOBAHHOCTb M 0643aTe/IbHOCTb - MOMOryT BaM
rpamMoTHO U 3 HEKTUBHO BbICTPOUTL CBOKO AeATENIbHOCTb M HE COMTU C AUCTaHLUUM NPU NepBbiX
CNOXHOCTAX;

o cTpeMsieHne K NoCTOAHHOMY CaMOpa3BUTUO, OTKPbITOCTb BCEMY HOBOMY - MO3BONAT BaM HaxXo4AuUTb
Bce 6onee 3de)EKTVIBHbIe cnocobbl pa60TbI C KJIMEHTAMMN N NOCTOAHHO COBEPLUEHCTBOBATLCA.

Mpyu HeobX0AMMOCTU CKOPPEKTUPYWTE Ball CMMCOK KadecTB M MepexoauTe K Creaylouweir 4acTtu
3ajaHus:

3apaHue:

- OueHunTe No aecatTmbaniibHOM LWKane, HAaCKONbKO Ka)aoe 3anMcaHHOe BaMW KaudecTBO Pa3BUTO JIMYHO
y Bac. 'ge "0" - Bbl U CAbIXOM MNP0 HEro He C/blXMBanu, HET y Bac Takoro kayectBa, "10" - npeaen
COBEpPLUEHCTBA, Bbille CTPEMUTLCS HeKyaa :). byabTe npeaesnbHO 06bEKTUBHDI.

- Boigenute 3 kayecTtBa, HabpaBLiMe MakCcMMasibHOE KoaM4ecTBo 6annoB. ITO BalUM CUSbHbIE CTOPOHBI,
Bawun "duwku", npogos/mkas wUx pasBuBaTb, Bbl NoATSHETE Baw o06wun  ypoBeHb. OpaHako
NPUOPUTETHLIMKU B PasBUTUM CTaHyT ANS Bac 3 KayecTBa, HabpaBwue MUHUMYM 6annoB. 3TO Baluu
"Toukun pocra".

- Mo kaxaon "Touke pocTta" 3anNuWwMTe MUHUMYM TPWU LWara, KOTOpble Bbl HAMepeHbl NPeaAnpuHATL ANS
pa3BuUTUA 3TUX KadecTB B cebe. Hanpumep, uTobbl pa3BuTb B cebe MyHKTyanbHOCTb 1) mepeBeay 4yachl
Ha 10 MmHyT Bnepen (NpsAMO cenyac) , 2) NpoMay TPEHWHr MO TaMeHeXXMEeHTYy (A0 TaKoro-To
MapTobps), 3) caenato "doTtorpadui" cBoero pabouyero AHSA, BbIMUCAKD "MoXupaTenem BpeMeHU"
(3aBpa). He nuwuTe TOro, 4YTo XOpOLO 6bII0 6bl caenaTb, HO BpsS4 M Yy Bac AOWAYT OO 3TOrO PyKw,
MoToMy uYTto... Jlyywe cpa3y Hanuwwute "[enatb HuMYyero He 6yay", Tak, no KpanHen Mmepe, byaer
yecTHee.

- PaboTarite Hag coboM MO HAMEYEHHOMY MaHYy.

Balu BHewWHUX BUA

Y Bac He 6yaeT BTOpOiA BO3MOXXHOCTU NPOU3BECTU NEepBOe BNe4vaT/ieHue.

MepBble 30 cekyHA Mocne TOro, Kak KAMeHT Bac yBuaen wnu ycnbiwan, OH akTMBHO ¢dopMupyeT o Bac
CBOE MHeHMe.

WccnepoBaHmsl NokasbiBaloT, 4TO 90 % nroaein oueHUBaloT NpeacTtaBuTesNs 1060 KOMNaHUK No
ero BHewHeMy Buay. Ogexaa, 06yBb, akceccyapbl (4acbl, aBTOpyYKa, BU3UTHULA, 3aXKuranka n 1.n.)
noAaYepKUBaloT Bally YCMNewWwHOoCTb.

He 6yay BaaBaTbCa B noApobHCOTW, UTO MMEHHO OAeBaTb, B MHTEpPHETE celvac npefocTaToyHO
MHMOPMAUMM Ha TEMY, KaK AO/DKEH BbIMAAETb MPEACTABMTENIbHbIA MYXYMHA WKW AEN0Bast XEHLMHa,
BblAENIO NULb HECKONbKO HIOAHCOB...: r

e Opexpaa AomkHa 6bITb YNCTON N OTIIA@XXEHHOW, COOTBETCTBYHOLLEN CE30HY
e (O6yBb Bceraa AoKHa 6bITb HAUYMLLEHHOMN

e Yucrble BoNochl, akkypaTHas (!) coBpemeHHas npuyecka, akkypaTHO BblibpuToe
nmuo (4159 MYXUYUH), YMEPEHHbI MakUaX (AN XEHLMH)

o  YXOXEHHble PYKU, IETKUN KayYeCTBEHHbI napgom

e BaxHbIMu cocTaBnsiloWnMM obpasza ABNAKOTCS Ball B3r/sS4 M OCaHKa: UX He
CKPOET HW CaMbI AOPOroi KOCTIOM, HM NpodeCcCMoHanbHbIN MaKUSIX.

... 1 I pUHUMNOB:

. He 3noyr|0Tpe6nm71Te YEPHbIMKN N TEMHO-CEPbLIMKN TAMMaMU, €C/TN Bbl, KOHEYHO,



He CTuB Ixo6cC. N36bITOK YEPHOIO MOXKET acCOLUMMPOBATLCA C 3aMKHYTOCTbIO, Aenpeccueit n
Heyaayamu.

He o6s3aTenbHO BbIrNSAETb Kak COTpyAHMUA 6aHKa, Npe3naeHT unm Tak, 6yaTo 3TO Ball CaMbli
TOPXXECTBEHHbIV AEHb B XXM3HWU: HE MOXeTe 0TKa3aTbCs OT AXMHCOB - noabepute K HUM
COBPEMEHHbIN CTUNbHBIA NuaXak, pybalky, 60TMHKK K He 3abyabTe Npo AenoBble akceccyapbl.

CoBeplLIeHCTBYS CBOM 06pa3 yCrnewHoro areHTa, He nepeycepAcTByiTe: Balla 3a4ada pacnofioXnTb
K cebe K/IMeHTa, a He WOKMpPoBaTb ero. Baw cTu/ib M akceccyapbl He AOMXKHbI 6bITb KpUyaLmnMm -
3TO TOJIbKO OTTO/IKHET K/IMEHTA.

Cnosowm, Bauw BHELWHWI BNA AOJIKEH Bbi3blBaTb I'IpO(beCCMOHaJ'IbHoe AoBepue, KNNEHT A0JIKEH
NMOHMMATb, YTO €ro AeHbrn nNepexoaaT B HaaeXHble PyKW.

MoMmHuTeE, Bbl - NTMLLO KOMNaHUKN, Bceraa v sesae!!!

Baw HacTpou

6yabTe NO3UTUBHbI

6yabTe yBepeHbl B cebe
nobpoxxenaTesibHbl

paboTanTe c 3HTY3Ma3MoOM
ocTaBbTe CBOM NMpobnembl goma

NpoABAANTE UCKPEHHUIA UHTEPEC K KIINEHTY

Bce Heo6xoanMMblie MaTepuanbl

Onsa Toro, utobbl Bawa npeseHTauusa 6bina HarnsgHoOW, a AOroBOp MOXHO 6bin0 6bl 3aKNKUYUTL Ha
nepBon BCTpeue, 3apaHee cobepuTe Nanky areHTa:

MHdOpMaLUMa 0 KOMNaHUm

BU3UTKU

YUNCTblE€ NUCTbI 6YMaFVI

LBETHbIE refeBble pyyku

KanbKynsaTop

"nonucel-kopobkn", a Takxke KONum 3TUX NOSINCOB ANns 6bICTPbIX NOACHETOB
YMCTble 3asB/IEHNS Ha CTpaxoBaHue

KBUTaHUMn A7

AOBEPEHHOCTb OT KOMMaHuun

ecnu HocuTe ¢ cobolt HOYyTOYK, cCKkadanTe Ha Hero Kanbkynatop KACKO

mobble gpyrne maTtepmansl (NpaBuna CTpaxoBaHus, wnapranku, 6yknetbl 1 T.4.), KOTOPbIE Bbl
MCNO/b3yeTe Ha BCTpeye



Hannune Bcex HeobxoAMMbIX MaTepuanoB nNpuaacTt BaM yBEPEHHOCTM W MNOoAYEpPKHET Ball
npodeccnoHanunsM. [NaBHOe, HE BbIK/IaAblBaliTe BCe BbllEMNEPEUUCTIEHHOE Cpa3y Ha CTon nepefa
K/IMEHTOM - UCMyraeTe ero :)

Co6paHHaa nHpopMauuna O KIMeHTe

YTO Mbl MOXEM 3HaTb NpeaBapuTenbHo? Mpodeccuto, ceMetHoe NonoXeHne, Hanmvme aBTo, KBapTUPbl,
Aauu, Bo3pacT, xob6u.

Kak MOXHO MONy4YMTb TaKy MHMOpMaLNIO:
e OT pekoMeHaoaaTens - Bawero o6LWero 3HakKoMoro.

e Yepes3 nHTepHeT (HalTWU caT KOMNAHWN, B KOTOpPOI paboTaeT K/IMEHT, U Y3HaTb O ero busHece,
HalTU CTpaHWULUy KJIMEHTa B couceTsX).

OTa nHdopMauus noHagobuTcsa Bam, BO-NepBbiX, AJIA YCTAHOBJIEHUA KOHTaKTa ("Manbie" pa3rosopsl,
KOMMJ/IMMEHT, AManor ¢ KJIMEHTOM), BO-BTOPbIX, MPU BbIACHEHMN U bopMupoBaHumn noTpebHocTu B
cTpaxoBaHun. He nbiTantecb cobpaTb Ha kaveHTa noapobHoe Jocbe, Bawa uYpe3MepHas
0CBEAOM/IEHHOCTb €ro JIMYHOM XM3HbI MOXET HAaCTOPOXUTb KiIMeHTa. BbigaBanTe nHpOpMaLmio BMecTe
C ee UCTOYHMKOM: "Aniekcesi, 3axoansi Ha Ball CanT, BUXY, Bbl MHOro nyrtewecreyere”, "IBaH WBaHbI4
pacckasblBasi, 4TO y Bac yHUKa/ibHas Kosiekyms ¢pukycos”.

"Manbie" pasroBopbl

Mpole roBops, 3TO JIEFKME HEMPUHYXAEHHbIE PA3roBOpbl HM O YeM n 060 BceM Ha cBeTe. O noroae,
npupoae, OKpyXatollelh 06CTaHOBKE, YBJ/IEUEHUSAX, CEMbE, 06bIX HOBMHKAX, 3abaBHbIX Clydasix,
MHTEepecHbIX dhakTax v T.4.

BaxxHO, uTO6bI Tema nexana B 06nacTu MHTEpecoB Bawero KiauMeHTa. TyT-TO BaM M MNOHaZobuTbCHA
cobpaHHaa npeaBapuTenbHO wWHdbOpMaumsa, Tak Kak Anas "Manoro" pasroBopa HyXHa 3auenka.
HepoctaTouyHO MHMOpMauuuK, ornsgHUTECb BOKpPYr. Pabounin cton, dotorpadum, MHTEpbEP MOryT MHOIO
pacckasaTb O KIMeHTe u pgaTtb nuwy ana b6eceabl: "MiBaH ViBaHbiv, yBrekaeTecb TBOp4YeCcTBOM [anu?
HaBepHsika, 3HaeTe, B @urepace ectb ero 4oM-my3ei. bbisaan tam?.."

3anpeLlleHHble TeMbl

Cnepytowmnx T1em ctouT usberatb npum obuweHum C kKnMeHToM. [0 KpalHehn Mepe He cne.qwﬁé
HauynHaTb nx obcyxaeHne rno cobCTBEHHOM MHMLMATUBE: -

e [lonuTuKa, 3KOHOMMKA
e Bo3pacT, non
e  PaznunyHble cnopTuBHbIE KNY6bI

. Penunrns, HaUMOHaNbHOCTb



Kasanocb 6bl, 3a4eM Xe TpaTUTb AparoueHHOe BpPeMs K/MEHTa Ha NycTyio 60nTOBHKO. A BOT 3a4yeM:
3aflaya TaKoro pasrosBopa - co34aTb 67aronpuSaTHbIA 3MOUMOHAasbHbLIA TOH, 3a50XWTb OCHOBbI
B3aMMHOW cuMnaTuUM U foBepus. B HEKOTOPOM CMbIC/ie 3TO MNpentoans, KoTopas Mo3BOSSET BOBJeYb
KnneHTa B Awanor. PasroBop AosmxeH 6bITb MPUATHBIM, HE HAMOMUHaTb AOMPOC C NPUCTPAcTUEM WU
CBOAKY KPMMUHanbHbIX HOBOCTEN. ONATb Xe He yBJieKkaWTeCb, B 3aBUMCMMOCTM OT CTeneHu Balero
3HaKOMCTBA C KJIMEHTOM MOTpaTbTe Ha Hero He 6onee 10-15% oT obLLero BpeMeHn BCTPeUM.

[enoBoi KOMMNJIMMEHT

MCcKycCTBO AenoBOro KOMMAMMEHTA TOHKMMW HWUTSAMU CBS3aHO C TexHukamum '"Manoro" pasrosopa.
YaauHbIA  KOMMIMMEHT MOXET CTaTb OT/IMYHBIM "MOCTUKOM" K HEMPUHYXAEHHOMY O06CYXAEHMUIO
yB/IEYEHUA U AOCTMXKEHUWA KNMeHTa. HecKosIbKO C/oB O TOM, KakKMM He AOJHKEH 6biTb XOpOLIni
KOMMJ/IMMEHT:

e bBaHanbHbIM, AEXYPHbIM: Kako# y Bac kpacmuBbiii opuc! Kakas munas cekperapiua!

. HeunckpeHHMM: 31eCb eMHCTBEHHAs peKoOMeHAaums - yuyuTecb LEeHUTb ﬂiO,QEVI, Haxo4AuTb B HUX
AOCTOMHCTBA, MO3UTUBHO K HAM OTHOCUTbLCA, XBaJIUTb, NogMe4aTb NPpUATHbIe MOMEHTbI, TOrAa Ballun
KOMMJIMMEHTbl Bceraa 6yayT MCKPEHHUMU U eCTECTBEHHbIMMU.

o [BYCMbICNEHHbIM: He riepecraro yAnBJISITbCS, KakK JIOBKO Bbl YMEETE yXO0ANTb OT oTBeTa!
e YpesmepHO npeyBesIMYeHHbIM: Bbl CaMbiii 1y4LLnii pyKOBOANTEb!

e Copep)xaTb NPEeTeH3Ul0, MPOHUIO, CHUCXOAUTENbHOCTb: [IpekpacHo! Bkl orio3gasnn Bcero Ha 5
MUHYT, B OT/In4Yne oT Baluux Kosnaer!

. KacaTtbcsa nona, Bospacra, HaUMOHANbHOCTU, UMETb ceKcyaanblﬁ MOATEKCT: /[]/15 XKEHLUNHbI
Baluero Bo3pacta A0bUTbCS TaKOoro rnoJsioxeHus - 6osbLwas 3acayra!

Kak xe CTpouTCca yp,at-lelﬁ KOMMJIMMEHT!

TexHuka Mpumep

KoMNAMMeHT + nHTepecHbIn dakT - N.N., HepaBHO obwanca c skcneptamu/msy4dan CTaTUCTUKY:
No AaHHbIM ONpoOCa MapKa MallnHbl KIMEHTA NPU3HaAHA CaMbIM
NPecTuXHbiM  (HaAEeXHbIM, Ny4ylUM CEMEWHbIM W T.A4.)
asTomobunem. OTnnyHbIN BbIGOP!

- Y Bac peakoe 3By4yHoe uMsi, Bbl 3HaeTe, uto ¢ 80-ro no 90-ui
rog B ClN6 Bcero 14 manb4nkoB Ha3Banu BeHnammHom!

MHe Bac pekoMeHAOBaIN, Kak ... - N.N., mHe Bac pekoMeHAoOBanu, Kak 3KCnepta MO PblHKY
CTPOSILLENCS HEABUXMMOCTMW...

KoMnnmmeHT-BONpPOC - Yutan(a), 4To NacrtenbHble TOHa CO34alT rapMOHMIO B AOME,
no BaweMy wuHTepbepy BWXY, 4YTO 3TO AENCTBUTENbHO Tak!
MpuHa, Bbl cammu cospasanu An3ain?
- AHHa, ecnm He owwubalwcCb, AXemMnep pyyHON BHA3KKU?
Bocxuwatocb Bawnm TepneHmem! MeHda ogHaXabl XBaTW/IO Ha
nonwapda. [laBHO 3aHUMaeTeCb BA3aHUEM?

"Bcerga meytan o6 saTtom" - W.N., y Bac oTan4HbIi HOYTOYK, AaBHO MpuMcMaTpuBalCb K
3TOM Xxe mogenun. Kak oH B akcnnyaTtaummn?

MHe HpaBUTCA (paayer, - U.WN., meHs pagyeT Bawa 3anHTepecoBaHHOCTb!
npusteH) Baw ar06o4  npeamer v



Apnerne (MHTepbep, HaCTPOU, | . 1., MHe HpaBuTCs Baww BbIGOP!
noaxon)
- AHHa, MHe HpaBWTCA Balll paiioH, OYeHb 3eMeHblii, Pa3BUTbIN,

HO Mpu 3TOM MonoAoNn!

"O Bac rosopaT" (Yutan(a) Bawy |- W.W., uutan Bawy cTtaTtbto B "[Jenosom [letepbypre"”, oueHb
crartbio, 6bi1(a) Ha Balwem cauTe u|3anHTepecoBasna Balwa Touyka 3peHus No rnoBoay...

T.4.)
- Yutan Baw 6n0or B MHTEpHETE, 0CO6EHHO 3anoMHMNAch CTaTbs

npo...

KomnnnmeHT-6narogapHoCcTb - N.W., cnacmnbo, 4To BbiGpann Hawy KoMnaHuio!

- W.WN., cnacmbo 3a Bawwu pekomeHaauumu. YBepeH(a), 4TO
6narogaps Bam, Baww 3HakoMbie CMOryT Takxe, Kak u Bebl,
(NHAHCOBO 3alUTUTb CBOE UMYLLECTBO U CEMbIO Ha BbIFOAHbIX
YyC/I0BUSIX.

Ecnv  noaBectM  uTOr, TO yAQuHbIA  KOMMJIMMEHT - 3T0, TMpexAae  BCEero, UCKPeHHNAA
3auHTEpPecoBaHHOCTb M BHMMAaHMUE K JIMYHOCTU KJIMEHTA, €ro YBJIEYEHUSIM U AOCTMXKEHMAM. He
06513aTeNbHO OrpaHMuMBaTbLCS OAHUM KOMMJIMMEHTOB B Hauyajse BCTPEUW, €CN YyBCTBYETE yAauHbli
MOMEHT, AernaiTe KOMMIMMEHT. OnaTb Xe, pacupsis CBOW penepTyap KOMMYHUKATUBHbIX TEXHUK, HE
nepeycepacTByiTe. Balwa 3asaya pacrnofiokuTb K cebe KIMeHTa, a He BOAPY3UTb €ro Ha nbegecrtan
cnasbl.

HeBep6anbHbie NposiBNIeHUsA

Ciofa OTHOCUTCS BCe, UYTO He SABISeTCA peyeBbiMM TEXHUKaMU: Mo3a, OCaHKa, MUMUKA, ynb|6|<a,§
XEeCTbl, pyKonoxaTue, B3rns4, pacrosioXeHue B NpOCTPaHCTBE WU T.A. Te, KTO OCBOWJ YPOK MO &Z

TenedOoHHbIM 3BOHKAaM, 3HaeT, YTO MMeHHO HeBepbanuka coobwaeT knneHTy 60% wuHdoOpMauum o
TOM, HaCKOMbKO Bbl YCRELWHbl 1 yBepeHbl B cebe, B CBOEM NPOAYKTE U KOMMaHUM, pasgensere nu
camMu naero CTpaxoBaHMA, BepuTe M B TO, YTO rosopute, pasbupaeTecb NM B MpoAyKTax, 3avem
Boobuwe Bbl Npuwaun: "BbITalWUTb" W3 KAWEHTa AEHbIMM WAW OKas3aTb MOME3HYK BbIFOAHYK YCAYry,
HaCKO/IbKO Bbl 3aMHTEPECOBaHbl B KJIMEHTE W roToBbl pa3bupatbcs B OCOBEHHOCTAX ero cuTyauuu,
OAHWM CNOBOM, CTOMT NI C BaMW panblue cotTpyaHuuaTtb 1 T.4. Ewe 30% 3710 e nHdopmaumm



coobwaeTr napasepbanuka:  MHTOHauus, TOH, TeMbp, CKOpPOCTb W  TPOMKOCTb  peuM.
OcTtaBwuecs 10% Bbl coobLiaeTe KIMEHTY Ha CNOBax.

N3 Bcex HeBepbanbHbIX COCTaBASKOLWMX MpOLLe BCEro yNpaBJATbNIPOCTPAHCTBOM: 3axoas B KabuHeTr
KNneHTa, obs3aTenbHO caauMTecb pPsSAOM C HMM, @ He HanpoTuB, T.K. UHaye Bbl yxe co3gaauTte
nperpagy. Ecnu Bbl npaBwa, TO KJAWMEHT AOMKEH OKa3aTbCs cneBa, 4YTobbl BMAETb CXEMbI, 3anucu,
OTMETKMU, KOTOPbIMKN Bbl CONMpPOBOXAaeTe npeseHTaumto (nogpobHee 06 3ToM B ypoke "dopmMupoBaHue
norpebHoOCTEN M Npe3eHTauusa npoaykra").

"W.N., nockonbKy Ha Hawiei ¢ Bamu BCcTpeye mbl 6yfiem HE TO/IbKO pal3roBapuBatb, HO M Nucatb, 4715
y406CTBa B 06LeHMNM, 1103BOJILTE S C4Yy psiAoM ¢ Bamu. Bbl He Bo3paxaete?"

TakKe Bbl MOXETe OTC/EXUBaTb CBOK MO3Y W XeCTbl, OAHAKO BO BpeMs BCEW BCTPEYM HEBO3MOXHO
NOCTOSAHHO AepXaTb MX BO BHUMaHuM. C MMMUKOM BCe elle CMOoXHee: Bbl MOMPOCTy He BUAUTE CBOEro
nvua. Yto xe ¢ aTum genaTb? KonmaTb CTOMT COBCEM C APYrow CTOPOHbI. [leno B TOM, YTO Halue Teno
pearvMpyeT Ha Halle 3MOouMOHanbHOe U (PU3NYeCKoe COCTossHWEe. BCnoMHUTE, Koraa BaM XOpOLWO W
pagoCTHO, BPSIA /1M Bbl CKpeLlMBaeTe Ha rpyaum pyku, CyTynuTecb U nomxumaeTe rybol. M HaobopoT.
CoOTBETCTBEHHO, Ball NO3UTUBHbLIA HAaCTPON, YBEPEHHOCTb B cebe, B MPOoAYKTE U KOMMNAaHUU, NCKPEHHASA
3aMHTEpeCcoBaHHOCTb B KJIMEHTe, OlyLleHne Nerkoro asapTa M BOBJIEYEHHOCTb MOMOXET BalleMy Teny
"3aroBopuTb" Ha HYXHOM A3bike U Ha 60% NPUBNU3NTBCS K 3aBEPLLEHUNIO CAENKMW.

O6cTaHOBKa

[loroBapuBasiCb C K/IMEHTOM Ha BCTpedy, 3apaHee o6CcyaAuTe MECTO BCTpeun. DTO MOXeT 6biTb Kade,
odu1c KIMeHTa, Xona B BU3HeC-LeHTpe, ero KBapT1upa, ouC CTPaxoBoi KOMMNaHun v T.4. BaxkHo, 4To6bI
OHO COOTBETCTBOBAJIO CleAyoWUM Tpe6oBaHUsM:

e  BO3MOXHOCTb YAOOHO CMAETD;

e  Hanuuume ctona (Ha BCAKMI Crydal Bceraa MMenTe ¢ coboi NnaHLWeT), rae MOXHO passioXuTb
MaTepuasnbl, 3anUcbiBaTb, 0opopMNsaTb U T.4.;

e  BO3MOXHOCTb CMOKOMHO pa3roBapuBaTth, HE OTB/IEKAACh Ha MNOCTOPOHHME DAKTOPbI U HE
nepekpukueas apyr Apyra;

L4 AOCTaTO4YHasA OCBELWEHHOCTDb.

B Hauane BcTpeuun, ecnun Bbl BUANTE, UTO KIIMEHT 3aHAT CBOMMU AefnaMu, ero rnoCTosiHHO KTO-TO/4YTO-TO
OTBJIEKAEeT, OH HaxXoAUTCA B KaKOM-TO HeratuBe, HET 3pPUTESIbHONO KOHTaKTa - B 3TOM CJZiy4yae
npoBOAUTb BCTPEeYy HeJib31A. Bbl MOXeTe, cka3zaTb KNWEHTY cneaytoulee:

"WU.N., 5 oyeHb UeHIO Bawe Bpemsi, Kak n CBoe. 5 BWXy, 4TO cenyac He rnoaxogsiuee Bpems A/
06Cy)KaeHNS Takmux BOIMPOCOB, Kak (UHAHCbI, MO3TOMy, s Npeasiarard rnepPEHECT BCTpedy, Korga Bbi
MOJIHOLIEHHO CMOXETE yAENTb ITOMY BOMNPOCY BpeMs. [laBauTte nocMoTpum b6avxanwme 4atsbl.... "

Mpu 3TOM KIMEHT MOXKEeT:

1. ... ckasaTtb, 4TO6bl Bbl NPOAOJ/IKANMN pacCCKa3biBaTb, YTO OH BHMMAaTEJ/IbHO CNyLUAeT, Npu
3TOM NOJIHOCTbIO OTCTPAHUBLUUCDH OT BCTPEeU4M.

MoueMy BCcTpeuy, B 3TOM c/lyyae, NpoBOAUTb HENb3A?

MockonbKy Mpofaxa CTPOUTCS He TOJIbKO Ha Mpe3eHTauMu, a Ha Auasnore, B YaCTHOCTU 3TO BOMPOCHI.
Ecnn ™Mbl 6yaeM CTpouTb BCTpeYy Ha OAHOM MOHOJ0re, TO MONy4yuTcs "wrpa B ogHM BopoTa", T.O.
noslyumTb 06paTHYIO CBSA3b OT KJIMEHTA U yX TeM 6oJiee ero BOB/IEUEHHOCTb B PELLUEHMM 3TOr0 BOMpoca
He nony4ynTcs. Pe3ynbTaT - NnoTpavyeHHOe BpeMs C OTroBopkoi "crnacm6o, s nogymaro”.

lMoaToMy, faxke ecnu Bbl NepeHeceTe BCTPeYy, 3TO 6YLI,ET npenmyLwecTtsom Ana sac, a UMEHHO:

L4 Bbl AaAWTE NOHATb KJIMEHTY, YTO Bbl AE/I0OBOM YeNoBeK U LeHUTe CBOE BpeMS;
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e TaKkxe, Bbl NobyxxaaeTe KIMEeHTa yBaxaTb cebs U CBOO paboTy, AaBas NMOHATb, YTO OH - He
nocneaHss Balla Hazexaa NnonpaBuTb CBOe 6/1arococTosiHue.

e Ha NepeHEeceHHOI BCTpeYe, KINEHT 6yaeT YeTKO NOHUMaTb, YTO Balla BCTpeya 06a3biBaeT ero Ha
Cepbe3HbI HAaCTpoK, T.K. peyb naeT o dMHaHcax.

2. ... NTOHUMaA cepbe3HOCTb BOMNpPoOCa, OTOABMHYTb BCE AeJia, U NEePEK/IIYUTbCA Ha AuManor c

BaMu.

BbiBalOT cuTyaumm, Korga KJAMEHT npeanaraet BaM B Haudase BCTpeuu NMPOBECTU BCTpPedy 3a 5 MUHYT.
Kak fgaTb MOHSTb K/AMEHTY, 4YTO TaKuMe cepbes3Hble BOMPOCbl KakK - (UHaAHCOBble 3@ 5 MUHYT He
peLlarTCcs, Npy 3TOM He obuaes ero?

Ar: .U., c Bac nacnopt vt A€HbIN.
Kn: A 3a yto?

Ar: [l 3T0ro Ham v noHagobmrcs 15-20 MuHyT MYHOM BCTpeyn!

Hy uTo X, AaBaliTe NoABEeAEM UTOIrM BCEro BbilleCKa3aHHOro:

1. Ha4ano BCTpeyu OAMH U3 CaMbiX BaXXHbIX 3TAaN0B MMEHHO B 3TOT MOMEHT KJIMEHT OLLeHUBAET Bac, n
YCTaHaBNMNBATCA AOBEPUTESIbHbIE OTHOLUEHUA.

2. Bcerpa 3apaHee rotoBbTeCb K BCTPEUE C KIIMEHTOM.

3anoMHuTe npasuno 40: NMposanun NMoaroroeky - NMoarorosun Mposan.

3. Ha BcTpeuy Bbl o/KHbI NpnexaTb 3a 5-10 MUHYT, MHa4de Bbl - ono3ganu. lNMoyemy: HY>XHO NpUBECTU
ceba B nopsaaoK (BHELWHWM BUA), HACTPOUTBLCA Ha MO3UTUBHO-KOHCTPYKTUBHOE AenoBoe obuieHune, a
Tak)xe OCMOTpeTbCs B oduce KIneHTa, T.K. BCe, YTO OKpyxaeT Bac - nHdopmaums, kotopas
MOMOXeT YCTAaHOBUTb KOHTaKT C knneHToM (oduc, cekpeTapb, Harpaapl 1 T.n.).

MNMepen BCTpeyen C KIMEeHTOM NocTaBbTe TenedoH Ha BUBpO-pexunM.
NckpeHHaa ynblbka cama 3a Bac CKaxeT, 4YTo Bbl pagbl BUAETbL KIMEHTA.

O6$—|38T€J’IbHO, C CaMOoro Ha4vana, 3ajaBaliTe BOMPOChHI, Kacakowmnecqa ero camoro.

N oo u &k

MoolupaiTe KNAMEHTa roBOpuTb 0 caMoM cebe, BeAb KINEHT NOKYMNaeT B NepBylo ouepelb, He
KOMMaHuio, a Balle BHMMaHMe K ero nepcoHe.

8. Ha atom atane 20% BpeMeHn roBopuT (UHAHCOBbLIN KOHCYNbTAHT (3agaeTt Bonpockl), 80% rosoput
KJINEHT.

9. O6sa3aTenbHO, Ha3biBanTe, KNMEHTA N0 UMeHU Kaxxable 3-4 MUHYTbI (4-6 pa3 3a BCTpeuy).

"Hunuto Tak cnagko He 3BYUMT, Kak co6cTBEeHHOE nmsa yenoBeka"
Hevin KapHerun

10. MopaepxuBaiTe 3pUTENbHbLIA KOHTAKT C KIIMEHTOM. TakuMm 06pa3oM, Bbl CMOXeTe yaepXuBaTb €ro
BHMMaHUe.

Korga knueHT "notennen" (npuHsn 6osee OTKPbITYO MO3Yy, BKYWACSA B AManor, NoaaepXuBaeTt
3pUTENbHbIN  KOHTaKT, ynblbaeTcs, He OTBJEKaeTCcs Ha MNOCTOPOHHWE pena, nposiBaser
3aMHTEPECOBaHHOCTb U T.A4.) MOXHO W HYXHO nepexoauTb K crnepywouwemy 3Ttany "dopmMmupoBaHue
norpebHocTen u nNnpeseHraumsa”.
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Ypok 7. "®OPMUPOBAHUE NMOTPEBHOCTU U NPE3EHTALINA

NMPOAYKTA"

LHukn paboTbl ¢ KNWEHTOM:
3Tanbl Npoaax

1. DopmMupoBaHHe
KNMEHTCKON Daskl

9. BaAaTHe

pexoMeHaauni 2. HazHayeHue

BCTpeun no TenedoHy

8. JaKpbiTHe
cOenKkun

3. MNogroToBKa K
BCTpeye

7. Pabota c
BO3paMeHHAMI

4. YcTaHOBNeHHe
KOHTaKTa

5. BuisiBneHwe
norpeGHoOCTe

6. MpeseHTayuna
peleHns

Mouemy Tema, cCBsI3aHHas C MNOTPEBGHOCTAMW KAWEHTa, BblAesieHa B OTAENbHbIA ypokK? Beab MHoOrue
HOBUYKN OrpaHWU4MBalOTCS NpUMEpPHO TakuMm amanorom: "KACKO He xotute npmobpectn? OHO BeAb
Takoe KJIaCCHOE, M TO BKJ/IHOYEHO, M 3TO, M BOT 3TO ewje. Het, Hy, nagHo. Ho Bbl Bce-Taku nogymavte!”.
Ecnun Bac ycTpamBaeT Takol CLeHapuin pa3BuTnsa BCTPEYM:, TO MOXETe NponyCcTUTb 3TOT YpoK. Ecnun HeT
- YnTaeM, BHUKAEM, 3a[aeM BOMPOChI, TPEHUPYEMCS.

OTBeval-Takm Ha MOCTaBJIEHHbLIA BOMPOC, MOYEMY HYXHO BbIIBASATb NOTpebHOCTU: Aeno B TOM, 4TO
CTerneHb MPOHWUKHOBEHUSA CTpaxoBaHusa B Poccuun B 5-10 pa3 MmeHble, yem B EBpone m CLUA, xoT4
noTpebHoCTb B 6€30NacHOCTM Y YesioBeKa ABNSIETCS 04HOM M3 6a30BbIX.

MoaToMy 3afjaya areHTa - C MOMOLWbIO ONpeAesieHHbIX BONPOCOB "BbITAHYTb" 3Ty NOTPe6HOCTb Ha
ypoBeHb oOco3HaHHoOcTU. O6patute BHMMaHue: wumeHHo SAAABASAknneHTy BOMPOCBI, a He
pacckasblBasi €My, Kak BaXXHO CTpaxoBaTbCs. [10TOMy Kak, oTBeYas Ha BOMPOChl, KJWEHT CcaM NpUAaeT K
MbIC/IM O HEOB6XOAMMOCTM CTpaxOoBaHWSA, a 4YenloBeK BEpUT MMEHHO B TO, A0 4ero "pobpen" cBoum
YMOM, a He B TO, YTO €My pacCKa3blBaeT 3aMHTEPECOBaHHbIM B €ro AeHbrax npogasel.

Mepen TeM, Kak 3aaBaTb BOMNPOCHI, AaBaliTe pa3bepeMcs, UTO e NpMobpeTaeT Hall K/IMEHT Ha YPOBHE
LEHHOCTEN, MOKyrnas CTpaxoBKYy. Beab ecnu 3agymaTtbCsl, Mbl MOKynaeM He AMBaH - COBOKYMHOCTb
MPYXWH, O6TSAHYTbIX MJIOTHOM MaTepuen, a KoMopT, YIOT, NPUATHbIN Bedep nepes TeNeBU30poM Un B
KOMMNaHuu papysenn m 6nuskmx. [lokynass "Mepcepec", KAMeHT npuobpeTaeT cTaTyc, MNPecTux Wu
6e3onacHocTb U T.4. NTak:



Be30nacHOCTb - 5TO CIIOKOHCTBUE N YBEPEHHOCTb, KOTOPbIE MNPUHOCUT Balua yciayra. [py nokyrke Ha
repBoe MeCTO BbIABUIaeTCsl rapaHTusi, 3HaK KayecTBa, BO3pacT v periytauumsi KOMMaHwuu, MHEHUS
MOCTOSIHHbIX K/INEHTOB.

KomdbopT - 57a noTpebHOCTh YacTo CBsi3aHa C TEXHUYECKUMU yC/I0BUSIMU COTPYyAHUYecTBa. Peub ujer,
npexzae Bcero, 06 yAobCcTBEe, CKOPOCTU pELLEHUS BOIMPOCOB, AO0r.cepBucax u ycnayrax. Hambonee
BOCMIPUMMYUBLI K STOMY JIHOAMN C MPaKTUYECKUM, PaLMOHAaIbHbIM CK1a40M XapakTepa.

lMpecrmx, craryc - 34ecb 60/bLYIO POJib MIPAKT YC/Yru BbICOKOIO KayectBa v 6peHa KOMMaHuw.
KNnMeHT CTpeMUTLCS BbIAE/TNTLCS Ha 06LEM (POHE M YEM-TO OT/IMUNTBCS OT APYruX.

MNpmuBA3aHHOCTb - €C/IN KJINEHT YyBCTBUTE/bHbIN, IMOLMOHA/IbHBIN, OH 6YyAEeT 0COBEHHO BOCIIPUMMYMB
K aprymMeHTaMm, OCHOBAHHbIM Ha BEPHOCTHU KOMIMNaHUU, C KOTOPOI AABHO 3HAKOM, K CUMMATUU WM €€
OTCYTCTBUIO y 1poAasBLa, K ro4apKy wiu CKUAKE, KOoTopble 6yaAyT eMy caenaHbl. Pa6otaer npu
MPOJIOHraumsIX UM KpoCC-rposAaxax.

HoBn3Ha - Bcerga rpuBrieKaeTt Joaen, KOTOpbl€ T[1OCTOSAAHHO HaxoAsTca B TIoncKax yero-mb6o
HOBEeHbKOro. OO6bIYHO 3TU J1H0AN, yBJ/1IEKAKOTCA 4YeM-TO HENU3BECTHbIM W HEeOXWAaHHbIM A1 HUX.
/J0BO/IbLHO 4acTto OHW 3axBadeHbl HOBatoOpCKNUMn updesmu. Takux Bcerga CcTouT MHd)OpMMPOBaTb (0]
HOBUWHKax n akyusix.

DKkoHoMMA - 5Ta I70Tp66HOCTb Besfgecyuja. OfHaKko oOHa He UMEET TOoro 3HayeHwus, KoTOopoe en
npunuceiBaoT. YHYacro OHa CaAyxuT [MpeasioroMm A/1s8 K/AWEHTA, 4TO6bI rNpeKpatnTb reperoBopskbl,
ornpasAaTtk MPETEH3NIO Ha CKUAKY W/In MPOCTO MOBEPHYThL MEPEroBOpbl B CBOK 10/1b3y. EC/in KIMeHT
3aboTnTCsa O CBOEM d)MHaHCOBOM 6ﬂaFOI70/7y‘-IMM, OH, Kak rnpaBnjio, Haxo4unT A€HbIrn Ha CcTpaxoBaHue.

MoHuMasa, 4TO CTOMUT 3a CTanOBKOVI, TEMM UM MHbIMKU e€e 0COBeHHOCTAMM, agon.ycnyramm v T1.4., Bbl
CMOXETe CbOpMynMpOBaTb 6onee meTkue dpryMeHTbl Ha A3blKE KJIMEHTCKUX BbIroA. Tak, HanpuMmep,
d)paHLLIVIBa, 3TO HE MpPOCTO CyMMa OTBETCTBEHHOCTU KJZIMEHTA NMpPWU HACTYNJIEHUN CTPaxoBOro ciny4yas, a
3TO 3KOHOMUA AEHEr N BPEMEHWU, a 3HAYNUT U KOMCbOpT A1 ONbITHBIX BOAUTENEN.

Ho npexae 4yeM pacckasblBaTb K/AWMEHTY Ha £3blke LeHHOCTEN O npenmyuwlecteax npoayKTtoB, Hado
pa306paTbc9|, yTO BOObGLE Y HEro NoANEXUT CTpaxoBaHUIO U YTO €ro 3anHTEPECYET B NEPBYIO O4YeEpEdb.

Tak Kak ycayry no CTpaxOBaHMIO Henb3s "moTporaTb', XOpowo, ecnu ee MOXHO 6Oyaetr XxoTs
6bl "yBunaeTb". KpoMe TOro, MHOrMe KJAWEHTbl AaXe He 3HAlT WAM He 3aAyMblBasnUCb, YTO MOXHO
CTpaxoBaTb elle 4To-To, kpome OCAlO.

Ncnonb3oBaHue kpyra MCO



Ona cTpyKTypupoBaHus I'IOJ'IY‘-IEHHOVI OT KNIMEHTa MHd)OpMaLI,VIVI n ona HarndaaHocTtu MCI'IOﬂbBYﬁTe Kpyr
nCo.

YTto O3HauaeT cusi abbpeBmaTypa? DTO OCHOBHblE KaTeropum, B KOTOpbIX Jsierko "yknagbiBatoTcs"
BO3MOXHble 06beKTbl cTpaxoBaHus: MMywectBo CeMbs OTAbIX.

Kpyr UCO

WTak, naBaiTe no waram:

1. Koraa KAMeHT yxe noTensen M rotoB BHMMaTb BaM, CaaUTeCb C HUM psiAoM W rosopute: "W.U.,
4TO6bLI CEGHOPMYNPOBATL fJ/18 BAC KOHKPETHOE BbIFOAHOE [MPEAJIONKEHUS, A 334aM BaM HECKOJIbKO
BonpocoB, xopouwo?" TyT HAKTO HUKOrAa He OTKa3blBaeTcs :).

OueHb BaXHO MOJSIyYMTb OTO MOATBEPXKAEHME, MHAYE K/MEHT MOXET HE MOHATb, C Yero 3TO Bbl TaK
WHTEPECYETECh Er0 CEMbEIN N UMYLLECTBOM.

2. Hapwucynte kpyr (cMm.Bbilue - noka 6e3 Hagnuceih), B UEHTPE HaNUWMTeE WMS KJIWEHTa:
"M.N., ansa yanobcerea s Bce 6yay ¢ukcuposBate Ha 6ymare, oHa noToM OCTaHETCS y Bac".

3. Ckaxwute: "Bce cTpaxoBble rnpoAyKTbi, KOTOPbIE MOryT 6biTb BaM WHTEPECHbI, MOXHO PacrpenennTb
Ha Tpu kateropum: NmyujectBo Cembs OTgbix". B Tpex cermeHTax 3anuiumre 3Tn Tpy KaTeropuu.

4. [lanee nponamTechb MO KaXAoMy CerMeHTy: "MITak, 4To MOXHO 3alyuTuTb M3 mumyLjectBa?" 3apante
3TOT BOMPOC KJIMEHTY, BOBJIEKANTE €ro B npouecc. ECNmM KAMEHT 4YTO-TO He nepeyncnuna, AOMNOJHUTE n
3anuwmTe. NomevariTe Ha CxeMe, Kakoe MMYLLECTBO Yy KJIMEHTa, W 4YTO yXe 3acTpaxoBaHo. Bbirnsaerb
3TO MOXET TaK:



3anonHUB NMYLLECTBO, NepexoanTte K cembe: "EcTb /iu cyrnpyr(a), AeT!, poanTesin, KOTOPbIX XOTE0Ch
6b1 3aLnTNTE? CKOJIBKO NIET AETAM? 3aHUMAETCs /I KTO-TO B CEMbe criopTomM?" BHOCUTe, noMevaeTe.
34eCb MOXHO BblAENUTb Creaylowme Buabl CTPaxoBaHWA: 3alimMTa OT HECHACTHOro Cnyyas Ana AeTen m
B3POC/bIX, HAKOMUTENbHbIE MPOrpaMMbl CTPAXOBAHUS XU3HW.

C oTabixoM Bce ewé npouwe: "U.W., naaHupyete B 6auxaliliee BpeMsi exaTb B OTIYCK WU AenaTb
BU3y?E3anTe v 3arpaHuly Ha mauwmHe?" OTMeTbTe 34eCb Mef.CTpaxoBaHWe Bble3XaloWmnx 3a pybex u
3eneHylo KapTy.

M3berarite HEMOHATHbLIX KIMEHTY CoKpalleHui. lMoBepbTe, 3aBTpa, MNSAs B Ball JIMCTOK, OH YXE& He
BCMOMHUT, 4TO Takoe 3K, HC unu B3P. OH 1 He 0653aH NOMHUTb.

Me[ CTPAXTBHA BHEBMAIBLLUX
A% PYpEW

< ABAPTUPA KACHD
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5. Tenepb noaseauTe nTor 7 3apjanTte camblii Ba>HbIN BOMPOC:
"WM.N., kak 8 Bac ycneiwan(a), y Bac ectb Cyrnpyra, ABO€ A€Tel, kBapTmpa n mMawmnHa. O ¢uHaHCcoBow
3aLyuTe Yero UM Koro XoTesnochb 6bl MoroBOpuUThL B NMEPBYIO OHEPEAL?"

Xaute otBeTa. Ecnn Ao 3Toro Bbl BCe CAenanun npaBuiibHO, TO KJIMEHT caM Bac copueHTupyet. Ecnm oH
BCE-TaKM MOSYUT, He oT4yamBanTecb, HepuTe MHUUMATMBY B CBOM PYKW, UCMNONAb3ynTe cOBpaHHYto
TOJIbKO UTO MHPOopMaumno: "U.U., HacKkosIbKo 51 MoHsJ/1(a), Bbl HE TakK AaBHO CAeJlasin PEMOHT, 3HaeTe Jin
Bbl CKOJIbKO CTOMUT 3alynTUTb BalUM BJIOXKEHUS TpU HACTYMNIEHUN HE3ar/1aHNpoBaHHbIX CO6bITUI?".
34eCcb BO3MOXHbI ABa BapuaHTa:

1. "He 3Harw, a ckosnbko?", - "Ok, gasante nocMoTpum Bmecrte".

2. "Het, pacckaxute MHe ny4Llie rnpo CTpaxoBKy OT HecyacTHoro ciay4das”, - "C ygoBosbcrBuem".

N TOoT, U Apyroi BapuvaHT Hac yCTpamBaeT, TaK KakK MO3BOMISAET MepenTn K cneayloweMy Lary.
Co6CcTBEHHO, 3T0 U 6yaeT hopMUMpoBaHME NOTPEOHOCTN B KOHKPETHOM MPOAYKTE.

Koraa pucyete wiv nuunTe, pasBepHUTE SINCT Tak, YTOObl KIMEHTY 6bIS10 XOPOLLO BUAHO.

Ha cxemy u BOnpocCbl y Bac ynaer 2-3 MWHYTbl, a npenMyulecrea y kpyra MCO n apyrux MeToaos
BU3yannsaumm HeCcpaBHEHHbIE:

e Bbl oLeHUIM NOoTeHUMan KJMEeHTa, BO3MOXHO, AaXe yY3Hanun ero naaHbl Ha byayuwee (noesaku,
npunobpeteHnsa un T.4.), NONYyYMAN nHbOPMaLUMIO ANa AaNbHENLWNX KOHTAKTOB (B KOHLE BCTpe4n
MOXHO cKa3saTb: "M.U., 51 3anucan cebe, 4to yepes 1,5 mecsuya Bbl egete B OUHASHAUIO Ha MalluHe,
Mory opopmMuTb BaM 3esieHyr0 KapTy, AaBante Habepy Bac rocsie 20-ro yucnaa, ok?")

e KinuneHT y3Hasn, 4YTo OKa3blBAE€TCS MOXHO CTpaxoBaTb elle 4To-To, kpome OCAIO, npunuem
MH(OPMaUMIo Ha Hero He BbiBany CMJIOWHbIM HECBSA3HbLIM MOTOKOM, a 6bICTPO 1 yao6HO pasnoxunm
rno noJsiouKkam;

e To ecTb, Bbl NOKa3ann cebsa Kak rpaMOTHbIA NEPEroBOPLUMK. "A ec/in U K NeperoBopam B
Bales KoOMNaHuu OTHOCATCS TaK CEPbE3HO, TO, BUAMMO, U APYIrUe NPOoLECCH! HEM/I0X0 HaslaxeHsb!", -
MbIC/IN K/IUEHTa BCAYX:

. Bawu 3anucu ocTaHyTCAl Y KJIMEeHTa, 4To NVLWHNIA pa3 KpaCHOpe4YnBO HAaNOMHUT €MY O
HeobxoanmMocTum CTpaxoBaHu4.

dopMupoBaHMe NOTPE6HOCTU B KOHKPETHOM CTPaxOBOM NpoAyKTe



Hy, HakoHeLU-TO AO0XAaNUCb, UTaK, KakMMK Xe BonpocamMu (GpopMmpyeM MNOTpebHOCTb B KOHKPETHOM
npoaykTe? DTO OTKPbITble W MocienoBaTefibHble BOMPOChl (T.e. BbITEKAKOWME OAMH W3 APYroro),
3aaBaeMble Mo cneaylweMy anropuTMy:

e 06beKkT (BONPOCHI 06Lero xapakTepa, uMdpbl, 4aTbl U Apyrve KAo4YeBble XapaKTepUCTUKM

obbekTa 6e3 peranen)

o LeHHOCTb (BOMPOChI HA OCO3HaHMe, 4YTo 06BbEeKT MOTEHLMANbHOIO CTpaxoBaHUA BO BCeEX

OTHOLLUEHUAX AOPOT K/IMEHTY)

e pucku (BONPOCbI HA OCO3HAHWUE, YTO C O6BEKTOM M BMpPaBAY UTO-TO MOXET C/yUYUTbCA)

e oKycupoBKa Ha ¢puHaHcoBbIx pacxogax (a uto xe f (knueHT) 6yay Aenatb, €Cnum 4To...)

MpuMepbl BONPOCOB:

O6vekT: KBapTnpa

OpUEeHTUPOBOYHbIE
Bonpocobl (06bekKkT)

LleHHOCTHbIe BOMNPOCbI
(14eHHOCTDb)

Mpo6neMHblie BOMNPOCHI
(puckn)

dokycupylowuime BOMNPOCHI
(zawmra)

Bbl )xnBeTe B CBOEWM KBaApTUpE UM CHMMaeTe?
KBapTupa Ha KakoM sTaxe?

Koraa y Bac 6bi/1 peMoHT?

MHOro BpeMeHU M CU MOTPaTUAN Ha 61aroyCTpoicTBO KBapTUpbI? A
Nno AeHbram YTo MOJIyUYNnocCh?

KakoBa otaenka? bbin nu ansanHep?

YacTto nm kBapTupa octaetcs 6e3 npucmoTtpa?
Kakne cocean B noabesne?
EcTb nn oxpaHa B gome? EcTb N curHanmsaumns?

Kak Bbl AymaeTe, Kakne HenpusaTHOCTU MOFYT CNYyUYUTbCS C
KBapTMpoOn?

Kak Bbl 3aliMLLIaeTe cenyac CBoe UMyLLecTBo? Hackonbko
MPOLIEHTOB Bbl YyBCTBYeTE cebs 3awmeHHbIM?

OTKyaa nnaHupyete 6paTb AeHbIM, €CAN YTO?

NHTepecoBanucb Koraa-Hubyb, CKOSIbKO 6yAeT CTOUTb UH.3aLLuUTa
Ballleit KBapTUPbl NPU HACTYMNJEHUM HE3aMNIaHMPOBaHHbIX COBbITUIA?

I'Io—xopOLueMy, Y Bac AOJ1KHa 6bITb Takas winaprajika Ha BCe BUAbl CTPaxXOBbIX MPOAYKTOB, KOTOpPbIE Bbl

npeanaraere.

3apaHue:

Hannwwute B Bawen paboyeln TeTpaanm npuvMepbl BOMPOCOB Ha dopMuMpoBaHuMe noTpebHocTen no
cnepyowmnm npogyktam: KACKO, ctpaxoBaHue OT HECYACTHOrO C/iyyasi, CTpaxoBaHMe gayu.



NMpe3eHTauMa CTpaxoBOro NpoaykKra

Kak Bbl, HAGBEpHO, MOrnu NpPeAnosiIoXuUTb, BOMNPOCHl, B HaCTHOCTM OPUEHTUPOBOYHbIE U LIEHHOCTHbIE,
TaKXe CconpoBOXAaloTCA PUCYHKOM: B LEHTPE pacnosiaraeTe 06bekT CTpaxoBaHu4d, BCHO ,qaaneﬁLuwo
VIH(bOpMaLI,MPO aenute Ha 4 6510ka: 06bekKT, PUCKHU, HTO MOXHO 3acCTpaxoBaTb, CTOMMOCTb.

UpAH JIRRHDBUY

KbrpTLP

* TMau.
* B/CUTHANUBALUN

* B/KOHCHEPHA
* EBPOPEMOHT 2013+

Boobwe npu xopoweMm packiage K 3TOMY MOMEHTY KI/MEHT YXe XAeT OT BaC KOHKPEeTHbIX
NpeanoXeHuii, NO3TOMY CaMOe BpeMs nepexoauTb K npeseHTtauuu. OAHaKo W TyT NyCTb KJMEHT
nomoraetr BaM. Cnpocute: "M.U., Kakue HENpuSATHOCTM Ha Ball B3rJ/84 MOryT CJyyYnuTbCcs C
KBapTupoy/MalumnHoi u 1.4.2" n 3annucbiBaite Bo BTOpon 610K pucku. JononHUTe, ecnm KANEHT 4YTO-TO
ynyctun. TpeTbuM 610KOM 3anuwinTe, YTO MOXHO 3acTpaxoBaTb. Bce ecTtecTBEHHO Te3WCHO, He CTOMUT
nepenucbiBaTb Npasuaa CTPaxoBaHMUA.

O6paTVITe BHMMaHMe: TO, 4YTO KJIMEHT BUAUT B BallUX TMpPeE3E€HTaUMAaAX W Matepuanax AOJIKHO
COOTBETCTBOBaTb TOMY, YTO Bbl B 3TOT MOMEHT rosBopurte. lHaue OH He 3aNOMHUT HU TOro, HXU APYroro.

Ecnu y Bac ecTb kakue-nubo HarnsgHble MaTepuasnbl, Hanpumep, KOnuu KOpo6OYHbIX MOSIMCOB WU
KasbKynsaTop, WUCMonb3yihTe Mx. BMecTe C KIMEHTOM paccuuTaiiTe 2-3 BapuaHTa 3awuTtbl. Ecniu
pacuyeT 3aHuMaeT 6onbliue 2-3 MUHYT U NOAPA3yMEBAET, UYTO Bbl MOrPYKAETECh B METOAMUYKWN, @ KANEHT
He BOBJIEYEH, CUAWUT M CKy4YaeT, TO Takue pacyeTbl Nydylle He MpoBOAUTb Ha BCTpedye. B kpaliHeM
cnyyae, Bbl MPOCTO 0653aHbl YEM-TO €ro 3aHAThb: U3YUEHWEM MaTepuanos, 3amnofIHEHNEM 3asAB/IEHMUS, B
KOHLIE KOHLIOB, Yali-Kode-neyeHowKamMmm u T.4.
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MoyeMy HYXHO npeasaratb MMEHHO 2-3 pasiMyHbIX NO LeHe BapuaHTa? O4yeHb NPOCTO: KIMEHTY BaXKeH
Bbl6Op, BaXKHO, YTO pelleHMe OH MpUHUMAaeT camocTosaTenbHo. OgHako, ecnu Bbibop 6yaeT CAMLLIKOM
BE/INK, OH MOXeT 3anyTaTtbCd W B MUTOre ymtm HuM Cc 4yeM. CyMMy NpeMnum Kn CTPaAxOBYK CYyMMYy
ob6s3aTeNbHO 3anuMTe Ha BaleM NMCTe B 4YeTBepToM 6roke u cnpocute "U.U., kako¥i BapmaHT Bam
Kaxxercsa Hanbosiee BbIrogHbIiM?".

ﬂanee, €CIn KNTMEeHT onpeaennnca - nepexoamm K OCbOpMJ'IeHVIIO, €C/1n 3a4aeT yTo4dHArLwme BOonpochbl
Mo CyLlecTBY - OTBEYAEeM, €C/iM BO3paxkaeT - CMOTPW ypok "PaboTa c BO3pa>KeHUSIMU NPU IMYHOMN
BCTpeue".

Hy n Hanocnenok, naBanTe NoaBeAEM UTOM BCEMY BbllLECKa3aHHOMY.

MNpuHUMNbI 3¢pPEeKTUBHON NpEe3eHTaLUN:

e HarnagHo M CTPYKTYPHO (C UCNOJIb30BaHWMEM PUCYHKOB, CXEM, MOSIMCOB-KOPO6OK,
npe3eHTaLMOHHbIX MaTep1asnos 1 T.4.)

e Kpatko (5-10 MuHYT Ha 1 NpoOAYKT B pexume ananora)

o WHTepecHo (n3berante MmoHonoros 6osiee 1 MUHYTbI, 3a4aBalnTe yTOUHSOWME, HaMpaBisaoLwme,
doKycupytowme BONpocCkl KIIMEHTY, HA BCeX 3Tanax BOBMeKalTe ero B NpoLecc npeseHTaumm).
MMeHHO, oTBeYasn Ha Bally BOMPOCHI, KIMEHT AOJ/IKEH NPUNTU K MbICIM O HEO6XOAMMOCTH
CTpaxoBaHMS.

- YTo u3 3T0ro 4715 Bac Hanbosiee akTyasabHO?
- Bce sin noka roHSTHO?
- CTazikuBasiucb Jin Bbl UM BaLLN 3HAKOMbIE C 3TUM?

- Kak BbI cuntaere, TaKkoe MOXET CITYYUTbCS ?



e MpocTo (n3beranTe UM NPOSCHANTE Cpasy TEPMUHbI U COKPALLEHUS)

e [Ipepnaras BapuaHTbl U apryMeHTUpys, UCMONb3yiTe NHpopMaLMio, NONyYEeHHYH0 B Xxoae
obweHuns:

- Kak s Bac ycnelilas, panioH y Bac HECMOKOMHbINA, MO3TOMY MpeAsarard 3acTpaxoBaTb ABUXUMOE
MMYyLIECTBO B Ballieli KBapTupe Ha cymmy X.

- Tak Kak Bbl €34MTE 3arpaHuLly Ha aBTOMobu/ie yalle OAHOro pasa B MEeCsL, BaM BbIrogHee 6yneTr
0GhoOpMUTL 3€/IEHYI0 KapTy cpa3y Ha 1 roa.

L] FoBopuTe 0 BbIrogax, KOTopble MNOSYYUT KIIUEHT:

- 370 103BO/IAT BaM...

- TakumM 06pa3om, Bbl CMOXETE...

- lpn 3TOM BbI o/1y4aerTe...

- B 3TOM c/ly4yae Bbl BbIUIPbIBAETE B ...

- [py Takom BapuaHTe Balla 5KOHOMUS COCTaBUT...

e [Ipepnaraiite KNMeEHTY Ha BbI6Op 2-3 pa3/IMYHbIX BapuaHTa 04HOI0 CTPaxoBOro NpoAykTa

e B npouecce ob6uweHns, NnpuBoamMTe CTaTUCTUKY U NMPUMEPDI 13 XU3HU, HO HE yBNEeKanTeCh.



VYpok 8. "PABOTA C BO3PAXXEHUSAAMU NPU INYMHOW BCTPEYE"

Lnkn paboTbl ¢ KNUMEeHTOM:
3Tanbl Npoax

1. DopMHpoBaHHE
KNUEeHTCKol Ba3bl

9. BaAtne Z. Hazna4enue
pPEeKOMEeHaaLMIH BCTPE4H no TenedoHy

8. 3akpbiThe 3. MNoproToBka K
CHenKH NMUYHON BCTpe4e

7. Pabora c 4. ¥YcraHoBneHuwe
BOZpaMEHHAMMN KOHTakKTa

6. [[pezenTaumna 5. BuiABNeHue
peweHHA notpebHocTel

N cHoBa 3TW BO3pa)KeHWsi, CKaXXeTe Bbl, yXe BeAb paccMaTpuBanuM ux paHee. U pa, n Het. lNpu
TenedoHHOM O06WEeHUM Mbl MMEEeM [AeNno KakK MpaBWUIO0 HE C WCTUHHbIMKM BO3pPa)XXeHUsMU, a C
OTFrOBOpKaMu, UeNb KOTOpbIX "OTKpecTuTbCs" OT BCTpedn C BamMum (CM.HMXe '"conmpoTuBneHue
KOHTaKTy"). A BOT e€Cnm [0 BCTpedu Aeno BCe-Taku AOLWJI0, TO U BO3PaXXeHus, n OTroBOpKM ByayTt
KacaTbCa HenocpeacTBEHHO npuobpeTeHuss CTpaxoBku. W 3hecb Bawa 3agadva MNOHATb, YTO MMEHHO
CKpblBaeTCs 3a C/loBaMW KNMeHTa: npeaybexaeHne, HeraTMBHbIA OMbIT, HeXeflaHue MpUHUMAaTb
peweHue u T.4. PazobpaTbCcs B 3TOM, @ TakXe 3Ha4YMTeNbHO paclMpUTb CBOW apceHan TexHuk paboTsbl C
BO3pa)e€HUSAMM MO3BOJIUT 3TOT YPOK.

ﬂaBaﬁTe eLje pa3 BCNMOMHUM TUMWYHDbIE BO3paxXeHUs KJIMEHTOB:

rapaHTum:

e [Ae rapaHTUu, 4TO BbINNATAT

e HeraTuBHbIl onbIT ¢ gpyrumm CK

e $ Npo Baly KOMMNAHWUIO HUYEro He Chbllwan

o 4 yxe cTpaxytcb B gpyron CK

He npoaaHa naes CTpaxoBaHusA, He Cd)OPMMpOBaHa HOTpeGHOCTb:

e 4 nokynato aBToMO6Wb/Aenat peMoHT/eay B OTMNYCK, MNO3TOMY [IEHEr HeT


http://www.znay.ru/sales_methods/rabota_s_vozrazheniyami_holodnye_zvonki.shtml

Co MHOI HUYEero He CnyynTcs
20 neT He CcTpaxoBascs, U BCE XOpPOLIO

MHe 3TO He HaAo/He UHTEPECHO

COMHeHun:

MHe Hago NMoCOBETOBATLCS C... CYNpyroM/cynpyroi/apyromM/iopnucTom u T.4.
MHe HYXHO noayMaTb

CyeBepue

®dunHaHcoBasA 4acTb:

HeT geHer/3T0 goporo

Y KOHKYpEHTOB Aellesne

Tenepsb elle pa3 BCNOMHUM MepBOE NPaBUIo KaxAoro npoAasua "Bo3paxeHuio Bo3paayiica”, a BMecTe
C HUM U €eLlle HECKO/TbKO BaXXHbIX MPUHLNMOB:

ny‘-ll.l.lMﬁ cnocob oTBeTUTb Ha BO3paXXeHue - 3HaTb UX 3apaHee U UMeTb Ha HUX OTBETbI.

MpaBuna pa6oTbl C BO3pa>keHUssMu

1.

8.
9.

BospaxeHue - 3To BCcero nvilb Hebonbliasa YacTb Ballel paboTbl, U, MOCKONbKY 3TO NMPOCTO
paboTta, 60aTbCS BO3paXKeHU HE CTOUT.

MpuBETCTBYINTE UX, BbICAYLINBANTE BHUMATENbLHO.

Heob6xoanmo BCEIJA npoBoAnTb BCTpEYY OAUH HA OAMH (NCKIIOYEHME TONIbKO OA4HO - MYX W
XXEeHa), NOCKOJIbKY NMOCTOPOHHUI YeNoBEK ABSIETCSH YaCTO UCTOYHUKOM HEHYXXHbIX BO3paXKEHUN.

HeBcKpbITble NOTPE6HOCTN K/IMEHTA - OCHOBHOM MCTOYHMK BCEX BO3paxeHui (BCKpon
noTpebHOCTb, MOKaXW BbIrO4bl KIIMEHTY).

YBepeHHas pedb 1 NoBeAeHNE CHUMAKT MHOMMeE BO3paXeHus.

He cnewwuTe cpa3y oTBeyaTb Ha BO3paXKeHue, MOCKObKY CneayeT YCTaHOBUTb UCTUHHOE UKn
NOXXHOE BO3paxkeHne. 3apanTe yTOUHSALWMUA Bonpoc: "U.U., 3ToO eAnHCTBEHHAas! NpuUYnHa,
KOoTOpasi octaHasaAnBaet Bac ot cgenku?", "W.W., B fONO/IHEHNE K Ha3BaHHOM, €CTb eLye KaKasi-To
npuynHa, Kkotopasi Bac ocraHasmBaer?".

HUKOIJA He cnopbTe C K/IMEHTOM.
OTnnyHoe 3HaHMe NPoAYKTa CHMMAIOT MAacCy BO3paXKeHUn.

3HaliTe TEXHUKY NPeofOosIEHUSA BO3PAXKEHUIA.

10. CaMbin BaXXHbI BOMPOC, KOTOPbI MHTEpEeCyeT KineHTta - 31o Bonpoc o HAAEXHOCTU koMnaHuw.

O6paTuTte BHMMaHMe:

Mpu oTpaboTke BO3paKeHWW, Kak M Mpu B3ATUM peKOMeHAauui, MakCUManbHO AOMYCTUMOE YWUCNOo
nonbIToK - He 6onee 3-4 pas 1, ecnu nocne Bcex Bawunx nonbiTok KAneHT He cornawaeTrcs, 3Ha4YuT
npoboBaTb Tenepb HYXHO Ha cnegywouwen BcTpede. bonblwe 3-4 pa3 oTpabaTbiBaTb BO3paXKeHUsi
Henb3s, T.K. KIIMEHT BOCNPUMET 3TO KaK AaBJIeHME U arpeccuto.

MpunemMbl pa6oTbl C BO3pa)KeHUSAMMU:



"BbiyunrtaHune"

Ncnonb3yeTcs ans oTpaboTKy BO3paxKeHUN, CBA3aHHbIX C AeHbramn. CyTb B CnefyoleMm:
Kn: 6500 3a cTpaxoBKy - 4OPOro rosy4aercsi...

Ar: .U., a ckosibko He Aoporo?

Kn: Hy, 5000 ewje kyaa Hu wwio.

Ar: To ecTb BOMpPOC B 10/1yTOpa Thic4Yax?

B 3aBMCMMOCTU OT TEMOTbl KOHTAKTa M BOBMIEUEHHOCTU KJ/IMEHTA, MOXHO 334aTb U MPOBOKALMOHHBbIN
BOMpPOC:

Ar: U Bbl 4ENCTBUTE/ILHO rOTOBbLI OTKa3aTbCs OT rogO0BOV 3alymTbl Bawero mmyujecrea Ha 4 MUiINoHa
n3-3a 1500 py6neii?

Opyrummn cnosamu, npu "BbluMTaHMKU" Bbl NepeBOAMTE Pa3roBOp B MJIOCKOCTb, FAe LeHa BOMpoca He
6500, a Bcero nuwb 1500 pybnen.

OuyeHb XOpOLLO B CBA3KE C TEXHUKOM "BblYMTaHME" NCNONb30BaTb cleaylowme npuemsl:

"Becbl", KOHTpPacT, cpaBHeHHe:

Ar: KoHeuyHo, 1500 pyb6neii npunnyHas cymMMma, MOXHO Aaxe 1 pa3 cxoAuTb B HEAOPOrol pecTtopaH wuimn
napy pa3 B kmHo (cpaBHeHmne). O4HaKo, AaBaviTe Ha OAHY Yally BECOB MOJI0XUM 0X04 B KMHO, a@ Ha
APYyryto - rogoByio 3awuty Bawero nmyujecrsa Ha 4 muainoHa ("Becwi™). Yto 4715 Bac BaxHee?

"NeneHune"

lMpyem NoxoXxuii No CBOEN CyTK Ha "BblunTaHue":

Ar: U.N., cornaceH, 6500 py6. 3HaunTebHble AeHbrn. O4HaKo ecin pasaesnTb 3Ty CyMMy Ha rnepuos
cTpaxoBaHusi, To nonyuntcsa 17 py6. 80kon. B geHb! Cornacutecb, Aaxe XeBayka, MUPOXOK C
Kanycro# n npoesq B TPaHCropre CTOAT Aopoxe (KOHTPacTHoe cpaBHEHMe). A Ternepb MpeacTaBbTe,
yTto 3a 17 pybneni B A€Hb Bbl MOJy4YaeTe rofgoByro 3awmnty Bawero umyujectBa Ha 4 muannoHa!
BbirogHoe nipegnoxeHune?

"YTouHeHue"

Mcnonb3yeTcs He CTONbKO Kak CaMOCTOATENbHbIN npunem OTpaGOTKVI BO3paXeHusd, a B NEpPBYKO o4epeab
Aana Toro, YTO6bI BbINTK Ha peasibHOE BO3paXeHune Uan NoHATb ero NpuYvnHbI.

Kn: Bce cTpaxoBble TOJIbKO BbIMaGHUBAaKOT AE€HbIn!
Ar: N.W., oTkyaa y Bac Takasi uHgpopmaymus?

Kn: S yxe ctpaxoBasics, MHe He BbiMn1aTuiiu.

nnm

Kn: [la Bce tak roBopsT!

Cornacutecb, 4TO B 3TUX ABYX Cny4dadax aprymeHtauua 6y,qu pa3H0171, TaK KaK B NMeEpBOM C/ly4ya€ Mbl
nMeem 4eno C HeratTuBHbIM ONbITOM, a BO BTOPOM - C B/IMAHNEM COLUMANBbHOIO OKPYXEHUA.

BoT ele HeCKosIbKO NPMMEPOB YTOYHEHUN:
Kn: floporo!
Ar: N.U., a c 4eM Bbl cpaBHuBaere?

Kn: Co MHoO/ Huyero He ciyunTtcs!



Ar: U.N., oTinyHas xu3HeHHas nosvymsi! Ckaxute, a oTky4a Bbl 06 3ToM y3Ham?

YTOUYHEHMe - 3TO BCerga BOMPOChl, a BOMPOChI - 3TO TO, YTO 3aCTaB/ISIET YyesioBeka 3agyMaTbCs (CMOTPU
ypok "®opMupoBaHme notpebHocTer u npeseHTauusa npoaykra'). Bbicllee MacTepcTBO - 3TO
HECKOJIbKO rpaMOTHO NMOCTPOEHHbIX BOMPOCOB, WU KJIMEHT CaM OnpoBepraeT co6CTBEHHOE BO3paXeHue.

Kn: S yxe ctpaxoBasicsi, MHe He BbiM1aTuu.
Ar: Pacckaxxu 4yTb rnogpobHee.

[aliTe KNWEHTY BbIFOBOPUTLCS, HY, OUYEHb YX BCE Mbl JIIO6UM M3NUTbL AylWY, KOrAa rae-to C Hamu
MOCTYMWAM Ha Hall B3rNs4 HecnpaseamBo.

Ar: N.W., cornaceH, ucropusi Heo4HO3HayHasi, 0HaKko, npeacraBbTe cebe, 4yTo Bbl npuobpenn obyBb
onpeaeneHHOM Mapky, a OHa 4Yepe3 Tpu Mecsiya passBanunacb. byaere nv Bbl v ganblie MoKynaTtb
06yBb 3TON Xe Mapku?

Kn: Het, ckopee Bcero...

Ar: [lepectaHeTte i Bbl npy 3ToM BoobLje HOCUTb 06yBb?
Kn: Het, koHe4HoO!

Ar: A yto 6ysete genatb?

Kn: Bbibepy apyryio.

Ar: MHe kaxercs, Bbl camu paspelmnn cutyauuro, 4To XXe Jenatb, ec/M ofgHa CTpaxoBasi He
Bbiriatuaa (naysa): BbibpaTb APYryto, @ He OTKa3biBaTbCs OT BbIrO4HOU yCayru.

Hukorga HMYEro NJOXoro He roBOpUTE O KOHKYPEHTaX, MHauye Bbl 60Jblie AMCKpPeAUTUpPYeTe
cebsi, a He uX. byabTe HeWTpanbHbl U KOPPEKTHbI B CBOMX BbICKasblBaHUAX. Kak O MepTBbIX: WM
XOpoLLIOo, Un Huyero! :)

"Casur B 6ygywjee”

CyTb TEXHWUKM B TOM, 4YTO Bbl "pucyete" KINEHTY KapTuUHY 13 6yaywero, nMb6o NO3UTUBHYIO, rAe y Hero
npyY HacTynIEeHUW He3anjaHUPOBAHHOIo CO6bITUSI eCTb CTPaAxoBOM MOSMC, U OH MOXET YyBCTBOBaTb
cebs hnHaHCOBO 3aWmLLeHHbIM, NTM60 HeraTMBHYIO, MPU KOTOPOM Mosanca Het.

Bo BTOpOM cnyyae kpavHe BaXXHO He nepebopwmTb! Y kameHTa nocne obuweHns ¢ BaMu He [OJ1IXKHO
6bITb OLLYLIEHMS, YTO OH MOCMOTPEeN CBOAKY KPUMMHANbHbIX HOBOCTEN. Mbicnb 06 acdemepHOCTM bbiTUS
N nerkoe 6eCcrnokKOMCTBO O 3aBTpallHEM AHE - BOT HeobxoaMMoe WM AO0CTaTOYMHOE, €CNM BCe-TakKu Bbl
NCNosib3yeTe AaHHbIA MPUEM.

A roBopuTb knuneHTy: "C Bamu uyto-10 cnayumtcsa!”, "lpeacraBbTe, 4TOo Bbl nonanu B aBapuio”, "Bawwa
Aadya MOXeT Ccropetb” n T.M. BOBCE HE3TUYHO. DTO BbIBOBET arpeccuto U npsiMoe conpoTueieHne. Ecnu
YyXX O4YeHb xouyeTcsa "nonyraTtb" KAMeHTa, ncnonb3ynte obesnnyeHHble dopMynuposku: "Cornacurecn, C
KaxablM MOXET 4To-TO Ciyuntbcsa”, "Ceryac Takass cuTyaumss Ha [oporax, 4YTo CJI0XHO ObiTb
yBepeHHbIM B cO6CTBEHHOM 6e3ornacHocTun”,

B koHue ypoka B pasgene "lMpuMmepbl OTBETOB Ha TUMUYHbIE BO3paKeHUA" eCcTb BapuaHT
KOPPEKTHOro ncnosb3osaHusa "Casura B 6yayuiee".

"CaBur B npowioe”

XopoLwo paﬁOTEET B ABYX cChydasax: npu OGpaLLl,eHVIVI K MNO3UTUBHOMY NN HEraTUBHOMY
onbITy K/IMEHTA.

Kn: S yxe ctpaxytockb B Apyro#i CK, MeHs Bce yCTpanBaer.
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Ar: U.U., ckaxunTte, a Bbl Bcerga cTpaxoBaincb B KOMMaHuun, rge cTpaxyerech ceiyac?
Kn: Het, Tpyu roga Hazag 6bis1 B 4pyrou.
Ar: A nodyemy nepeLusiun?

Kn: YcnoBus oka3zannce 6os1€ee Bbiro4HbIMY.

Ar: To ecTb Bbl oCcTasincb 40OBOJIbHbI MPUHSITBIM PELUEHNEM O rnepexoge?

Kn: [la!

Ar: [lpegnarato BaMm no3HaKoMUTLCS C HalMM peAIoXeHneM. Bbibop B /11060M Ciiydyae oCcTaeTcsl 3a
Bamu.

Kn: [laBarite, noyemy 6bl n HeT.

Kn: [la 5 ABaguats 71eT HE CTpaxoBasicsid v Bce B rnopsake!

Ar: I./l., KOHEYHO, 3TO HE MOXET He pagoBaTb! A 6biBasm an y Bawmx 3Hakombix 10406HbIE
cyyan?(yKasaTb Ha 3anMcaHHble PUCKK, CM.YypoK "®opMupoBaHme noTpebHOoCTen U npeseHTauma
npoaykra")

Kn: Hy, BoT coceackori gadye HEAABHO yCTPOWIN [OrPOM, HUYEro HE B35/IM, 3aTO KPackou Bce 0b6iunamn
BHYTpu v cHapyxu. Hy n B [JTI1, KOHEYHO, Nnepuoan4eckn KTo-To rnornagaer.

Ar: 5Ty 3HaKkoMble 6bisin 3aCcTpaxoBaHbi?

Kn: Kto-10 ga, a KTo-TO U Her.

Ar: Kak Bbl gymaete, Hann4yme CTpaxoBKu MOMOr/io 6bl Balumm 3HaKOMbIM B 3TU CJI0XKHbIE NEpUOabI?
Kn: [la, koHe4Ho!

Ar: lloyemy OHM, Ha Ball B3r/s4, He 3acTpaxoBasmce? He notomy v, 4TO euje 3a 5 MuHyT Ao
HacTyraeHusi CTpaxoBoro C/y4yasi 4yMasauv, YTO pa3 HUKOrga He CTpaxoBasiucCb, TO M BrpPEAb CTPaxoBKa
He roHafobutbcs?

"BymepaHr"

OavH u3 Momx nobuMmbii npuemos! CMbICn B TOM, YTO MMEHHO BO3paXK€HUE KIWEeHTa U SBNSEeTCH
NpuYnHON NpmobpecTn CTpaxoBKy.

Kn: Y meHs HeT fgeHer.

Ar: W.W., UMEHHO MO3TOMY M CTOMUT MPUOBPECTU CTPaxoBos Mosmc, Y4Tobsl y Bac Bcerga 6biim AeHbIM B
He3ar/1aHMpPoBaHHbIX CUTyaLUSIX.

He cTouT BbITackuBaTb U3 KAMEHTa ero nocnegHue 2-3 Tbicaun. ECnu Bbl MOHMMaeTe, 4YTO MOTOM eMy
npuaetca nepebuBatbca € xneba Ha BoAy, TO 3TO MNpocto He "Baw" kAneHT. (CMmoTpwm
YpoK "®opMupoBaHme cO6CTBEHHOW KJIMEHTCKOMK 6a3bl", NOPTPET NOTEHLUMANBHOIO KMEHTaA).

Kn: He AO0BEPS CTPpaxoBblIM KOMINaHUAM.

Ar: .U., noHnmaro Balum oriaceHusi, 0O4HaKo MHOIne Halun K/ANeHTbl NnepeLin K HaMm, UMEHHO MoTOMYy
YTO MCKasu CTPaxoByK KOMMaHUIO, KOTOPOK MOXHO [OBEPSTh.

"Metaghopa"

MeToa nossonser oTpaboTaTh BO3pa)KeHWe KaneHTa B 06x04, 0aHaKo TpebyeT TBopUeckoro noaxoaa. B
HY>XHOM HaM KOHTeKCcTe MeTacdopa - 3TO CpaBHEHME Kakoro-nmbo acrnekra, CBS3aHHOMo Co
CTpPaxoBaHWEM, C UEM-TO O6bIYHbIM U MOHATHLIM KIMEHTY. Hanpumep:
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Kn: Bot 3acTtpaxytocb, n 0653aTtesibHO UTO-HUOYAb C/1yunTcs!

Ar: U.U., noHumaro Bawe 6ecrokoricTBo, 04HaKo MOXHO O4MH BOrpoc: y Bac ectb aBToMo6u/ib?
Kn: Ecrb.

Ar: B Hem ecTb 3arnacHoe KoJ1eco u anteyka?

Kn: KoHeyHo!

Ar: OgHako ecmn crefoBath JIOrMKe "3acTpaxyrocb v CiyynTcs”, To He cTousio 6bl nx BO3nTb C CcO60H,
PaBHO Kak U, yxoasi U3 4oMa, 3aKkpblBaTb ABEPU, YTOObI 3aLUNTUTL CBOE XWJIbE. Begb 3anacHoe KoJieco,
anteyka v BXOAHasi ABEPb - 3TO HM 4UTO MHOE, KaK Halla CTpaxoBKa OT HexXesiaresbHbiX CO6bITui,
cornacHsl?

3apaHve AN BHUMaTEsIbHbIX: B CKpUNTax Bbilue HalauTe HeCKOJbKO meTtadop.

Metop b.®paHKAINHa

ﬂpKl/II‘/’I n BHYUJMTeﬂbeIVI MEeTOo[, TaK KaK OCHOBaH Ha BOBJIEHEHUN KINEHTA U 3aﬂ,eVICTByeT B TOM 4ucne
n 3pVITerIbeIl7I KaHarn.

NTak, 6epeTte uncTbii NUCcT 6ymMarun, genute ero Ha ABe KOJIOHKW, B NpaBytlo nog 3Hak "-" 3anucbiBaeTte
BO3pPaXX€HUS, HasBaHHble KAMeHTOM. JonyctuMm 1-3 nyHKTa. JleByw KONOHKY o3arnaebte "+" nu
cnpocuTte KnwedTa: "WML.W., kakume, Ha Baw B3r/7S4, npeumyujectsa Bbi nosyuute, npunobpetas
cTpaxoBky?". oMHUTe BOMWEGHYIO CWy BOMPOCOB, KOTOpble 3acTaBAsT CaMOro 4enoBeka
3a4yMaTbCs 0 He06XoAMMOCTM CTpaxoBaHus! 3anucbiBalTe BCe, YTO rOBOPUT KNMEHT. EMy BeposTHee
NoHaao6uMTbCs Bawa MoMoLb, NOTOMY aKKypaTHO MOACKasblBalTe W, MOJIy4YMB corfiacme B 3HAYMMOCTU
npeuMyLlecTsa, 3anucbiBanTe ero B neByt0 KOJOHKY. CaMo coboin, ¢ Balleln nerkom pykun neBbin CNNCOK
OOJKEH 0Ka3aTbCsa ANIMHHee npaBoro. M duHanbHbIN WTPUX:

Ar: U.N., Bbl ceriyac camm 06beKkTuBHO B3Becun Bce "3a" un "npotus’”.
Kn: Bpoae Toro.

Ar: Bbl cornacHbl, 4To rpeasioxeHne 4eiCTBUTEIbHO BbirOgHOE?

Kn: [la, B 3TOM 4TO-TO ecCTb!

Ar: Ogopmnsem?

Kn: [lorosopunuce.

3apaHune: KOMMYHMKaTUBHbIA NOEANHOK.
34ecb BaM NOHaA0buTCa napTHEp, KOTOPbI BbICTYNUT B PONU KJIMEHTA.

BbibepuTe Ha Balw B3rns4 caMmoe C/OXHOEe BO3paXeHue, Ha kKoTopoe byaeTe oTBevyaTb, M OT KOTOPOro
6ynete oTTankmBaTbCsd. [OTOBACb K MOEAWHKY, MPOMNUWIMTE BCEBO3MOXHblIE CLEeHapuu pas3BuUTUS
pa3roBopa: ecnu CKaXKeT KAMEHT BOT TaK - 1 OTBeYy 3TaK, BO3pas3uT Tak - a 9 BOT 3TaK, 1 T.4. Bawa
3ajaya B CLEeHapuu, a NOTOM M B POJIEBON MUrpe, UCMOSIb30BaTh MakKCMMalbHOE KOJIMYECTBO NMPUEMOB U
TEXHUK OTpaboTkn BoO3paxeHuin. Hy un, KoHeuyHo, cobnropgalTe OCHOBHYKH cxeMy pabortbl ¢
BO3paXeHUsAMU, NpeaCTaB/IeHHYI0 B Ypoke "Pabora ¢ BOZparKeHUsaMU NPUu XoN0AHbIX 3BOHKax",
3ajada knvMeHTa - 6bITb HE MeHee BeCOMbIM B CBOMX apryMeHTax, OTKasbiBasCb OT npuobpereHus
CTpaxoBkW. Ho ecnu, npoaaseL, Ha Baw B3rnaa, ybeanteneH - cornawanTecs.

N ewe oanH 60HYC ANs TexX, KOMy MHTEpecHa caMa Npupoaa U NpPOUCXOXAEHUE BO3PAXKEHMIA.

3a KaxAblM BO3paxKeHMeM CTOUT onpeaeneHHoe conpoTnaneHue. NoHSaB, YEMY MMEHHO COMNpOTUBASETCA
KNINWEHT, nerye 06pa60TaTb nnn paxe usbexatb BO3pa)KEHMI71. [Mpy 3TOM BaXHO BbIACHUTb, 4TO
BO3paXXeHne KnneHTa aBndaeTca UCTUHHbIM, a HE NPOCTO OTFOBOpKOVI.
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Bup
COMNpOTUBJIEHUSA

ConpoTtuBsieHme
KOHTAaKTy

ConportuBsieHme
U3MEHEHUAM

ConpoTuBneHme
npeasioXKeHuro

ConpoTruBneHme
HacCbILWEHUIo

ConpoTtuBneHus,
CBfi3aHHble C
HEeraTMBHbIM
OMnbITOM

Mpumep
BO3pakeHus

"MeHs1  Hu4ero
uHTEpecyeTt”,
"Bbiinnte
MHpopmauuto no
gakcy/rno noure”,
"Mano/HeT BpeMeHu
Ha BcTpeyy"”

He

" yxe pgaBHO Tam
cTpaxyrcs"”, "da s
HuKoraa He
CTpaxoBasicsi, u Bce
xopowo", "Co MHoH
HUYero He cayuntcs”,
"3ayem 310 Hy>XHO"

"He Buxy B 3TOM
cmbicna”, "HyxHo, HO

He cenyac”, "OyeHb
Aoporo”
"MHe  Takoe  yxe

npeanaraan”, "S yxe

3actpaxoBaH", "MHe
Hekorga
BcTpeyarbcsa”

"Vxe  crpaxoBascs,
He Bbinnatuan!”, "He
Bepro CTPaxoBbIM
KomMnaHusam"

MpuynHbI

[MepBas npuymnHa -
BO3JENCTBME Ha Hac B
aeTcree 6113KMx
nopen: poauTenen,
6abywek: "He
pasroBapwuBam C
He3HakoMbIMu!",

BTopas - yBbl, MHOMMX

M3 Hac "kumpganun"
HOBOE TauT OMNacCHOCTb
"nponetetb". bos3Hb
MaHMNyNnauUMM - Kak
BbIXOA, nsbexaTb
KOHTaKTa.

OTTOpXXEHNE KINEHTOM
BCEro, yTo MOXET
M3MEHUTb ero
MPUBbIYHYIO
nesartenbHocTb. He

npoaaHa naes
CTpaxoBaHMuA.
HenpaBunbHO
nopgobpaHo  pelieHwue,
nsoxo BbISICHEHHAS
noTpebHOCTb.

KnneHT nepeHachbiweH

npeanoXxXeHnsamu.

BeccMbiCcNneHHO B3blBaThb »

K JIOrMKe 4enoBeKka, B
KOTOpPOM
cTpacTum.

6ypnar

TexHuka oTpaboTku

MnasHbIN KOHTaKT, "mManble
pasrosopbl”, henosble
KOMMJIMMEHTbI, MNOACTpOMKka noA
K/IMEHTa.

Co3paHuMe NMYHOro  KOHTakKTa,

casur B npowsoe (obpaweHune K
MONOXNTENbHOMY OMbITY K/IMEHTa
WIN ero 3HaKOMbIX), CABWUT B
6yayuwee (HapucoBaTb
MO3MTUBHYIO KapTuHy 6yayuwero,

B KOTOPOM Y K/IMEHTa €cCTb
CTpaxoBka), ccblfika Ha
aBTOPUTETHbIE ans KJneHTa
dakTbl, nwoaen; 0603HaunTL
TeHAeHUMMN pocTa pbIHKa
CTpaxoBaHus.

BepHyTbCsl Ha 3Tan WHTEPBbIO,
3a4aTb HOBble BOMPOCHI
(cm.

), NMporoBopuUTb
COBMECTHO C KJ/IMEHTOM BaXHble
ONs Hero MOMEHTbl, WCMnonb3ys
TEXHUKM aKTUBHOIO CAyLUIaHuS.

YcTaHaBnmMBaTb 6onee  TeECHbIN
KOHTaKT, WCMNONb30BaTb TEXHUKU
AKTMBHOMO CJYyLLIAHUs, OonnpaTbCcs
B npouecce npe3eHTauum Ha
BbisiIBNEHHble  NOTpebHOCTH "
LLEHHOCTU KNIMEHTA, NPe3eHToBaTb
MHAMBMAYANbHbIE peleHuns
KNIMEHTY Ha "a3bike Bbiroa".

YTOYHUTb, MOYEMY HE
BbIMaTUIN, YEM BbI3BaAHO
HeJoBepue

» BbIiCNyLWaTb KJIMEHTA A0 KOHLUa

» BbIpa3nTb MNOHNMMaHWUE,

cornacunTbCsa C TeM, C 4EM
MOX>XXHO cornacuTbCca

» NMnoKa3aTb MO3UTUBHLIE

CTOpOHbI (MeToA PpaHkuHa),
NPUBECTU apryMeHT,
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BEPHYTbCA K MOJIOXKUTENIbHOMY
OMbITY K/IMEHTa, NPUBECTU

MeTadopy

ConpoTtusneHune Y .
NPUHATHIO MHe . "Haao B oCHoOBe NexuT |YTOYHUTD, KaKkomn WMEHHO
nogymartb”, Haao (HexenaHue KnveHTa [uHdopmMaumn He xBaTaeT Ans
peleHus rnocoseToBaTbcs c ...", |bpaTb Ha cebsl [INpUHATMS  pelleHunsl; CcABUI B
"Hy>Ho, HO He |0TBeTCTBEHHOCTb 3a |npowsioe K MNO3UTUBHOMY OMbITY
ceunyac" NMPUHATOE peLlleHne U [NPUHATUSA peLleHns, HarNnOMHUTb O
BO3MOXHble cyTm CTpaxoBaHuUs (moxeT
nocneacTeums. HMKOrgda He noHagobutbcs, a

MOXET MoHaZobuTbCca cerogHs
BEYEpPOM).

O6pa'rv|Te BHMMaHWMe, 4YTO 3a OAHMMU U TEMU XKe BO3paXeHndaMm MOryt CToATb pa3InyHble

conpoTuBiEHUA.

Ona Tex, KOMy BCe euwe Mano, MNPUBOXY [AOMOMHUTENbHbIE MPUMEPbl OTBETOB HAa TUMUYHbIE

BO3PaXeHUs:

Sl yxce cTpaxyrocb B gpyroii CK, MeHs1 Bce ycTpanBaer

Ar: V.., npekpacHo, 4To Bbi rnoHuMaeTe BaxxHOCTb CTpaxoBaHus. C MoOHUMarwmmMm aiobMy BCeraa

rNpUSITHO UMETb AE/10. A UTO MMEHHO Bac ycTtpausaeTt B Baiueii CK?
BbicnywnBaem 1 3anoMmHaeM.
Ar: ECcTb 4TO-TO, 4YTO XOTENOCH 6bl UIMEHUTb UM YITYHLLINTL?

BbicnywvBaem 1 3arnoMmMHaeM.

Ar: Hackonbko, 1 Bac nonsin(a), U.N., B uenom Bbl 4OBOJIbHbI YC/1yrov, 04HaKo COrsliacHbl C TE€M, YTO

CyLjecTByroT 60s1€€ BblrOAHbIE N UHTEPECHbIE BaPUAHTbI?

Kn: B npuHuyune, 4a.

Ar: B Takom ciydyae npeanarar Bam cpaBHUTb HECKO/IbKO BapMaHTOB M BbIGPaTb M3 HUX JTyULLIN.

PewweHne B n1t0bom criyyae ocraercs 3a Bamun.

Kn: [laBavite, noyemy Her...

MHe Hy>XHO nogyMarTb...

Yalle BCero 3To BO3paXKeHue ABMASAETCH JIOXKHbIM. BaxHo pa306paTbcs'-|, 4YTO UMEHHO 3a HMUM CKpPbIBAETCA.

Ar: .., pagyer Bawia 3anHTEpPECOBaHHOCTb, KOHEYHO Xe, Hago nogymate! [aBavite nogymaem
BmMecTe:) Kakoi uMeHHO nHgopmaymm Bam He xBataer 47151 MIPUHSTUS PELLUEHUS?

unn

Ar: V.U., npaBuibHO /11 S MNOHUMaro, 4To Bel xoresn 6bl B3BECUTb BCE HOAHChI?

Kn: [la

Ar: Kakne nMeHHO HraHcbl Bbl xoTenn 6b1 064ymMaTe?

Hy>xHo, HO He ceiuac.

Ar: U.W., npussiTHO, 4TO Bbl NoHnMaeTe Heob6XxoAMMOCTb CTpaxoBaHus! Mory s yTOYHUTb, C YEM CBSI3aHa

37a OTCpoyKa?

nnn



Ar: 5 Bac rioHsan(a), n BMeCTe C TEM XOTe/I0Cb 6bl MOAYEPKHYTb OAHY OCOBEHHOCTb CTPaxoBaHWSs:
yciyra MoxeT BaM Tak M He rnoHagobuTbCs, M MMEHHO Ha 3TO Mbl BCerga M HaAE€eMCsl, @ MOXET
MOHaA06UTLCS CErOAHS BEYEPOM, COr/IacHbl?

Kn: BriosiHe BO3MOXXKHO.

Ar: [Ipyn 3ToM, B c/y4ae HAacCTyreHuss HEernpeaBuEHHbIX COObITUI Bce AN AENASTCS Ha ABE
Kareropmu: T€, KTO OCTAeTcs C AEHbramMm, u Te, KTo ocraercs 6e3 geHer. K kakum 6b1 Bbl xoTenn cebs
OTHECTU?

Kn: Ko BTOpbIM, KOHEYHO.

Ar: A BeAb MMEHHO celiyac y Bac ectb BCe€ BO3MOXHOCTM, 4YTOObI pEelinTb 3Ty 3adady, a Takxe
npeacTaBuTeNb BeAylel EBpone cTpaxoBok KOMIaHu.

1T Tem




Ypok 9. "3AKPbITUE COENKN"

LHukn paboTbl ¢ KNINEHTOM:
3Tanbl Npo gax

1. DopMHpoBaHHe
KNUEeHTCKoW ba3bl

9. Baatue 2. HaznaueHnne
pPeKoMeHOaLHIA BCTRE4H no TenedoHy

3. MNoproToBKa K

8. 3akpbiTne
BCTpEYEe

COENKN

4. YcraHoBneHne
KOHTaKTa

7. Pabota c
BO2paMEeHMAMH

6. [pezenTaunn 5. BoiABNeHHe
pewennn noTpedHOCTEN

BoT, kasanocb 6bl, Mbl 1 BbIWAM HA PUHULLIHYIO NPAMYI0. KNMeHT 3anHTepecoBaHHO C/yLIAET, BOBEYEH
B AManor, HO no4yemy-To He rosopwuT "lloxanyvicta, 3aBepHuTe". Inn roBopuT, HO areHT BCE paBHO
BOOAYLUEBNIEHHO NPOAOJIXAET: a ele BOT 3TO, M BOT 3T0... YT06 He coBepllaTb 3TUX U APYyruX OWMOOK,
a rpamMoTHO W CBOEBPEMEHHO MNOABECTU KJIMEHTa K 3aBepLIeHU0 CAeNlkKM, M3yyaeM 3TOT YpOK.

I'Ipe,u,nararo WMEHHO C oWwmnboK 1 HavaTb.

TUnn4YHble OLLINOKK npoAaBLIOB MNpW 3aBEPLUEHUN CAEJIKU.

3aTArMmBaHue caesikm: 3a4actyto HOBUYKM NN CaMU HE BEPAT, 4YTO CNOCO6HbI npoaaTtb Nojauc, nnun
605TCA NokasaTbCsA HaBA3UMBbLIMM, CaMUM NpeanaralT NogyMaTb, WM NPOAO/IKAT Harpy»XaTb
K/IMEeHTa U3NnwHen nHopmMaumnen, cNnoBoM "oTTArMBatoT" MOMEHT NPUHATUS KITMEHTOM pEeLUEeHUs.

HecBOeBpeMeHHOoe NnpeapsioXKeHue: npojasel, C/IMWKOM paHo npeanaraeT 3ak4nTb 40roBop,
XOTS ele He chopMmpoBan y KameHTa noTpebHoCTb, He "packpbin" KIneHTa.

U3/INLLHAA HAaCTOMUYMBOCTB: 60/51ee peakuin cnydaii; npoaaBel BeaeT cebs CAMWKOM HarMopucTo 1
arpeccuMBHO, €ro apryMeHTbl HOCSAT 60/bLlUe 3MOLMOHANbHbINA XapakTep.

TaknMm o06pasoM, Heo6X0AMMO BHWMATENbHO CNeAUTb 3a MOBEeAEHWEM KIWEHTa, UTobbl He YMyCTUTb
NoAXOAALLMA MOMEHT ANA 3aBEPLIEHUA CAENKMU,

CurHasbl rOTOBHOCTU K/IMEHTa K 3aBEPLUEHUIO CAENKUN:



B nnaHe "pelweHus npobnembi":

e KnueHT Bbibpan oAnH BapuaHT

e  KnueHT noaTBEpAM, YTO BbiroAa OT BbiIOpaHHOro BapuaHTa eMy BaxHa
e KnueHTa ycTpanBaeT CTOMMOCTb BbiOpaHHOro BapmaHTa

e Bo3paxeHWW y KIMEHTa HeT

B nnaHe "npopgaxu ceba" nponcxopur:

e (CMeHa "3aKkpbITbIX" )XeCcToB 1 N03 Ha "OoTKpbITbIE"

e YcuneHue aMnanTyabl YTBEpAUTENbHbIX "KMBKOB" rosoBomn
e  K/IMEeHT HaKNOoHSETCS B Bally CTOPOHY C MHTepecoM

e  K/nMeHT nayyaeT MaTtepuasnbl U 3a4a€eT YyTOUHSAOWME BOMPOCH! "rno cywecTsy"

OﬁpaTVITe BHUMaHWME, 4YTO HadeXHbIM MHANKATOPOM FOTOBHOCTU KJ/IMEHTA K 3aKJZIOYEHUIO CAENTKUN MOXET
CNY>XWUTb TOJIbKO COBOKYMNMHOCTb HECKOJIbKMX CUTHA/10B.

Ecnn un Bnpasay "CMMNTOMbI FOTOBHOCTM K/IMEHTA" Hannuo, NnpnMeHaeM TeEXHUKU 3aKpbITUA COENKN.

Bonpockl ¥ NpueMbl 3aBepLUeHUs COENKW:

e 3anuwuTe ABa-TPM BapMaHTa pelwieHus (CTOMMOCTb Mosinca u cTpaxoBas cymMMa) Ha bymare:

Ar: U.U., kakoi BapuaHT Bam kaxxeTcsi Hanbosiee BbirogHbIM?
Kn: BapunaHt N°2

Ar: Ogpopmnsiem?

¢ TexHuMKa Heckonbkux "pga":



Ar: [lpaBuibHO 1M 51 MOHUMAK, HTO BOMPOC 3alynUTbl CBOEN KBapTUPbl/MalunHbi/g4aum v T.4. 418 Bac
aKkTyaseH?

Kn: Ja.
Ar: Bbi Bbibpanu gns cebsi BapnaHT N2 X?
Kn: [a.

Ar: [0T0BbI 11 Bbl 3aKk1t04nTb 4OroBop?/ IoToBbl i Bbl 06CyANTb TEXHNYECKUE MOMEHTbI 3aK/1H0HYEHMS
AoroBopa (cpoku, Bbirogorippobperarenei v 1.4.)

e HasBoasiume BONpoCHI:

Ar: Kak Bam 6b1710 6bl yAOb6HO oraynBaTb Ha/IMYKOU WM 110 Kapte/ e€eANHOBPEMEHHO WJN B
paccpoyky? C kako# gatbel Bbl 6b1 xoTesm 0¢pOpMUTB M0/INC/3aK/T0YNTb AOMr0OBOP?

e Ecnu Bawe npepno>xeHne orpaHUYeHo No BpeMeHu (Hanpumep, NpoxoauT akums), coobmTe
06 3TOM KNMEHTY.

L] YcTynka 3a yCTynky. EC/in KJIMEeHT NpOCUT CKUAKY WIIN Kakue-TO APYrue NbroTbl, MOXHO CKa3aTb:

Ar: N.W., 5 rotoB npenocTtaButb BaMm CKuAKY//IbroTbl, 0AHAKO pu 3TOM Yy MEHS K BaM BCTpeuyHblii
BOMpPOC-NPEA/IOKEHNE . FOTOBbI JIM Bbl B TAKOM C/lyyae 3akilounTb J0roBop rNpsamo cenydac?

e "Mpo6HbINA Wap": onMWKUTE KIMEHTY MNNaH AalbHENLWUX AENCTBUIA:

Ar: .W., npeanarar ewje pas rporoBOPUTb KIIHOYEBLIE MOMEHTbI Bbl6GPaHHOM MPOrpaMMbi, 3aTeM
0QOpPMUTL AOKYMEHTbHI, MOJYHYNUTb AEHLIMN, MOTOM 51 11034pas/ito Bac ¢ BbirogHbIM ripuobpeteHueM. Kak
Bam Ttakou nnaH AeicTemii?

Ecnn nocne nepBon BallEN MOMbITKNU KINEHT npoaoJinKaet COMHeBaTbCA WM BO3paXaeT, TO nocne
oTpaboTkn BO3pa>keHUih M COMHeHWM npobyeTe Apyrok BapuaHT 3aBepuweHusa. Kak u npu pabote c
BO3PaXXeHUSIMN OrpaHMybTeCh 3-4 MOMbITKaMM MaKCUMYM, MHa4ye MOXHO "MepexaTb" KIMeHTa.

Ecnun 3akntouyeHne oorosopa M onsata NepeHOCUTCS Ha BTOPYH BCTPeYy, TO NEPEpPLIB He A0MXKEH b6biTb
6onble 3 gHeNn, T.K. MHa4Ye, KINeHT "ocTbiBaeT" 1 yXxe no-aApyroMy paccTtaBisieT NnpuopuTeTsbl. Bropyro
BCTpeuy (onsiaty nosiuca) HasHa4daem 6e3 cosBoHa!

BHe 3aBMCMMOCTM OT MTOroB BCTpeun (npeanonaraem, yto 3akaHuYMBaeTe Bbl ee KaKk MWHUMYM Ha
MO3UTUBHOM HoTe), 6epute pekoMeHaaumu.
UcknioueHue: ecnn B bnmxarwme 1-3 AHS Ha3HauyeHa BCTpedva-nponsaTa, Jiydle OTN0XMUTb B3STUE
pekoMeHAauni fo Hee.



"Ypok 10. PABOTA C BHYTPEHHUMW OIr'PAHUYEHUAMIN"

WTak, NnpeanonoxmMm, C MOMEHTa, KakK Bbl PeWWIM CTaTb CTPaxoBbiM areHToMm, npowsno 1,5-2 mecsiua,
Bbl M3Yy4YMnn BECb Hall Kypc, a npoAdaxxu He uayT. Nnu mayT, HO He B TOM 06beMe, Ha KOTOpPbIA Bbl
paccunTbiBann. Mnu Bbl yXe TepTblil Kanad B CTpaxOBaHWM, OA4HAKO, YyBCTBYeTe, UYTO CMOCO6HbI Ha
6onblwee. CNOBOM, CYLLECTBYET HEYTO, YTO MELLAEeT BaM NpoAaBaTb Ha BCEX Mapax M NnosyyaTb OT 3TOro
YAOBOJIbCTBME N XOPOLUMI A0X0A4. A, MOXET, Bbl MOCTYNUAM MyAapee, nepenas K 3TOMy ypoKy B CaMOM
Hayase BalLero KapbepHoro nyTW, MepellarHyB ApyrMe Moaynum Kypca. Tak UM MHaye, Bbl 34eCb, a
noToMy AaBanTe pa3bupaTbcs.

Ecnu npuuvHa, nobyameluas Bac K U3YYEHUIO ypoKa, HE MpocToe to6onbITCTBO, TO, MpPeXae BCero,
CTOUT:

e 0co3HaTtb, noyemy A (areHT, npoaaseu) TaMm, rae A ECTb (c Tem 06beMOM npoaax, C Ton
KNUEHTCKOM 6a30M, CTAaTyCcoOM M T.A4.). Ha30BeM TEKYLLYHO CUTyaLU0 TOUKOU A;

. MOHATb, 4YTO M3 OCO3HAHHOIo NOMoOraeT MHe 6bITb/CTaThb YCNeEwHbIM areHToM, a 4To MeLlaeT,

e ccdopMynmpoBaTb HOBble KOHCTPYKTMBHbIE YCTaHOBKM, MblC/iechOpMbl, BUAEHWNE, MO3ULMIO U T.4.,
KOTOpbl€ MO3BOSIAT BaM AOCTUYb BalUMX Lenei. Ha3oBeM 3Ty XenaTeNbHY CUTYauuio C BallnM
HOBbIM CaMOBOCIMPUATUEM W YXKE AOCTUIHYTbIMU YETKUMWN U3MEPUMBIMWN NMOKa3aTeNIs MU Ballel
YCMEeLWHOCTN Toukon B;

e COCTaBMTb MJaH BallMX KOHKPETHbIX AEACTBUIN, KakK U3 TOUYKK A NonacTb B TOUKY b;
e [elCTBOBaTb B COOTBETCTBMW C BalLMM MIAHOM;

. MOXXWHaTb N10oA4bl :)

Cpasy xo4y npeaynpeauTtb, 4YTO MoAobHyt paboTy Haa cobol HUKAK Henb3s Ha3BaTb JIErKOW, OHa
TpebyeT KOHUEHTpauum, CuUabl BOM, CAMOAUCLMMAMHBI U BpEMEHU. [Ja K TOMY Xe NpuAaeTCs BbIXOAUTb
M3 30HblI KOMdopTa, Aenatb TO, YTO A0 3TOro Bbi3blBano y Bac 6ecrnokomncTBo, ANCKOMMOPT, APOXb B
KOJNIeHKax, CYXOCTb BO PTY MAW MaToO/IOrMYecKMM MPUCTYN 3aByaJMPOBaHHOM NieHun. Bpsaa nn KTo-To
6yner TawmTb BaC BBEPX W BMepen, Ckopee Bcero, Haob60poT, 60MbLIMHCTBO OKpyXatwwux 6yaer
enerHbiMM ronocamMm "nomoraTb" BaM HaxoauTb (MM Jaxe Co34aBaTb) HOBble BCEOOBSCHSOLLME
NpuynHbl Balwero 6e3aencremns.

Ecnn MHe BCe-TakM He yaanocb HanyraTb Bac, TO, BO3MOXHO, Bbl [OCTAaTOYHO aMOULMO3HBI,
3aMOTUBMPOBaHbI U AOCTUIFHUTE TOYKM B, Yyero 6bl BaM 3TO HM CTOWUO.

Oco3HaHue

Ecnn Bbl ocBomnn Haw KYpC, TO, HaBeEpPHAKa, Yy>XXe& 3HaeTe BEeJZIMKYI CUJly BOMPOCOB, NMO3TOMY C HUX U
HA4yHEM.

3apaHue:

Bo3sbMuTe CBOIO pabouylo TeTpaAb M OTBETbTE Ha cleaylolwmne BOMPOCbl. Bce 3apaHus BbIMOSHSWTE
NMUCbMeHHO. MOCKONbKY pSAOM C BaMW HET KOy4ya MM MNcuxosiora, TO AeNUTbCS CBOMMMU MbICNSAMU Bbl
bynete c bymaron. DTO 3alMMeT y BaC MUHYT ABaguaTtb. A8 4YMCTOTbl 3KCNepuMeHTa, He 3aberante
Bnepea ypoka. TonbKO, KOr4a OTBETUTE Ha BCe BOMPOCHI, NepexoauTte K pa3bopy n aHanmsy.

e Cdopmynupynte cutyaumio, KOTopas Bac He ycTpamBaeT. Hanpumep, "3a 2 mecsuya s npogasn Bcero
o4Hy 3esieHyto kapTy", "He nosayyaercsi HauT HOBbIX KIMEHTOB", "Y MEHSI CIMLLIKOM MasieHbKUi
A0x04 OT paboTbl CTPaxoBbIM areHToM" n T.A4.

e Cnpocute cebs: "1. Kak s Mory 310 06bACHUTBH?"



e Hanuwwute "2. MoyeMy, Ha MO B3rnsiA, A He MOry CTaTb YCNEWHbIM CTPAaXOBbIM areHToM,
4yTO MHe Mewaet?", n HaobopoT, "3. Kakme MoM INUYHbIE Ka4YecTBa/>XN3HEHHble
o6croaTenbcTtBa NoMornuv 6bl MHe 3apabaTbiBaTb B CTPAaXOBAaHUM CTOJIbKO, CKOJIbKO S
xouy?"

e Ckaxute cebe "4. PaboTtana cTpaxoBbIM areHToM, A 3apabartbiBato 200 000 py6. B
MecsLy". 3anuwmnTe Bally peakLuo, NepBbie 3MOLMM U MbICIN, KOTOPbLIE MPULLIN B FOJIOBY.

e [lpopomkute dpasy: "5.KnueHT - 310...". 3anULLINTE HE MEHEE NATU YTBEPXAEHMN, KacaloLmMXcs
KnneHTa. Bce, uTo NpuxoauT BaM B ronoBy. He aHanusupyiiTte.

e [lpopomxute dpasy: "6.Kak npoaaBey 1...". Takxe He MEHEE NATM BapMaHTOB.

Tenepb faBanTe NOCMOTPMM, B Kakon 061acTu nexart BallM yCTaHOBKW, OrpaHM4YMBalOT JIM OHW Bac MM
HaobopoT NoMoratoT B AOCTUXEHUN LENeNn.

OTBETCTBEHHOCTb

MepeunTaiiTe HanMcaHHoe W  MnocCTapalTecb OTCNeAuUTb, CKJOHHbI I Bbl  MPUMNUCbIBATb
CUTyaumio AeMCTBUIO BHeLWHNX pakTopoB ("Bce, KoMy HaAo yxe 3acTpaxoBaHbi", "Y KANEHTOB HET
AeHer Ha cTpaxoBaHue", "C Tako#h nonmtndyeckori o6CTaHoBKOM nroan 60STCS BKAaAbiBaTb B
cTpaxoBaHue", "[lJoMm n cembsi 3aHMMalrT Bce cBO6OAHOE BpeMsl, HEKOr[a 3aHUMatbCsi aKTUBHbIMU
npogaxammn" n T.4.) WIN UWNTE NPUYUNHDBI B cebe("MHe He xBaTaeT yBepeHHOCTM B cebe”, "S 6otoch
rnoKasatbCsl HaBsi34mBbIM" N T.4.)

Ecnun Baw cny4yan nepeblit, TO Bbl CKJIOHHbI 3@aHMMaTb NO3MUMIO0 XepTBbl. C OA4HON CTOPOHbI Bbl MOXeTe
yyBCcTBOBaTb cebs cnokonHo ("OT Bac-To BeAgb Maso 4To 3aBUCMT'"), C APYroh CTOPOHbI, C MO3UUUMK
XKEePTBbl OYEHb C/IOXHO 4TO-NMb60 M3MeHuTb ("OT Bac-1o Beab Masao 4to 3aBucut"). Mo3TOMY nepBoe,
4yTO HeobxoaAuMO caenaTb - 3aHATb aBTOPCKYK MO3MLMIO U B35ATb Ha cebs OTBETCTBEHHOCTb 3a
CBOM ycnexm U HeyaaumB npofa)kax. 3a4yacTyto 370 60/1e3HEHHO M HEMPUATHO, BeAb ropasfo npotle
CBaNuTb BCE Ha MOSIMTUKY, YeM MPU3HATLCA B CBOEM cnaboBonimn n 6e3biHMUMaTMBHOCTU. NaBHOe npu
3TOM He yaapuTbCa B camobuuyeBaHMe M He BnacTb B genpeccuto. OAHaKo, TONbKO O0co3HaB cebs, kak
OCHOBHYIO MPUYMHY BCero ¢ cobon npomcxoasallero, Bbl caenaeTe Nepsblil War K UI3MeHeHUsM.

YBNEYEHHOCTb U COTPYAHUYECTBO

CnepgylowuM WwaroM JasanTe onpenenyMmcsl, KakoBa Balla
no3mumMsa OTHOCUTENbHO KianeHTa. Ecnu  Bbl  4yyBCTByeTe
CKOBAHHOCTb M HEYBEPEHHOCTb B OOLEHUM C KIIMEHTOM, U Y
Bac npeobnagatoT Takme Mbicnu, Kak "Y1ro 060 MHe nogymarot
Mou 3Hakomblie, ecin s 6yay npegnaratb UM CTpaxosBky?",
"Kak-To HeyAn0b6HO HaBs3bIBaTbCs KANeHTy", "KaneHTy 310 He
Hago", "A Bapyr s "BbITackuBaw" U3 K/AMEHTA [0C/IEAHNE
AeHbru "n T.4., TO, BEposiTHee BCero, Bala
nosunumsa "Mpocutenn”. "Mpocutens" 06bl4HO cTaBuT cebs
Ha CTYNEHbKY HUXEe K/IMeHTa, HE YBEPEeH B CBOEM MpoAyKTe,
KOMMaHun wWnuM He pasjenseTr camMy WAE CTpaxoBaHus
(3annatmtb MeHblwe, 4Tobbl NpM  He3annaHMPOBAHHbIX
obcroaTenbcTBax nonyumtb 6onbwe). OH 6yaTo 6b1 NpoaaeT
KIMEHTY YTO-TO HEHYXHOE N OYeHb 3TOr0 CTECHSEeTCS.

Echv B BaweM JeKCMKOHe WM MbICisax npeobnaaatoT
BblpaxeHusa "Brioxate"”, "Bnaputs", "Pa3zBectn”, B npouecce 06LIeHNs Bbl S3HEPIMUYHbI, HAMOPWUCTbI N 3a
C/I0BOM B KapMaH He fie3eTe, BMNoJIHE BO3MOXHO, YTO Bawa no3uuus "Beimorarenp". OH TakxXe MOXeT
CUMTaTb, YTO He npeanaraeT KINEHTY CBEepPXLEHHOM yCnyrm, HO CBOM (PMHAHCOBble WMHTEepecCbl CTaBuUT
npeBbille MHTEPECOB KJIMEHTa, CKIIOHEH K MaHMNYNSAUMAM, UCMbITbIBAET, Kak NpaBuio, a3apT BO BpeMs
MnpoAaxu n pagocTb, 0COBEHHO ecnu yaanocb "HakpyTUTb" KJMEHTY AON.yCnyru, winm pocapy - ecnu
caenka He CoCcTosiacb, U BpeMsa notpadeHo 3psi. OpueHTMpoBaH 6onblue Ha nMpoaaxy 34ecb U cenvac,



YyeM Ha AO0NrocpovHoe coTpyaHudecTBo. Cpean HOBMYKOB "BbiMoratenu" BCTpe4valoTCHd HaMHOro pexe,
yem "Mpocutenn".

Kakyto e 3aHATb Mo3MuMio, YTOObl HE UCMbITbIBaTb MYK COBECTW, Y4YE€CTb WMHTEpEecChbl KJMeHTa M cebs
KOMUCCHEN He obuaetb? Takas no3uvuus "MapTHep": "370 mMos pabora - noabupatb Hambosiee
BbIFrOAHbIE A/1S1 KaXA0ro K/JIMEHTa YC/10BUSI CTPaxoBaHus. S, Kak 3KCrepT, rnoMorar KJIMEHTY BblbpaTb
JIydliee m3 orpoMHoOro MHoxxectsa. Camo cobori Takasi pabora CToMT JeHer, Tak Kak 3To bu3Hec", "S
riomMoraro K/MeHTaMm rnoYyyBCTBOBaTbh (PpMHAHCOBYIO 3alyNLEHHOCTb", "To, UTO 51 peaiarar0 KJaNeHTy -
370 AENCTBUTE/IbHO BbIrO4HO n Hage>xHo", "S OPUEHTUPYIOCh Ha
Z0JIrOCPOYHOE B3aNMOBbBIrO4HOE COTPYAHNYECTBO C K/IIMEHTOM".

Ecnu Bbl 3anmcanu 4yTo-TO MOXOXee, Bbl Ha MpaBWIbHOM NyTu. "MapTHep" MCKPEHHE yBNeYeH mnaeemn
CTPaxoBaHMS U CcYMTaeT CBOMM MOpasjibHbIM AO/IFOM AaTb MOHATb OKPYXalWMM Ha MX COBCTBEHHOM
onbITe, Kakmm obpa3oM cTpaxoBaHue ob6nerymTt uUx XusHb. BcnomHuTe nobutensa asuMamopenen wmnm
nboro apyroro 3asAnoro KosnekumoHepa. Hackonbko camMo3abBEHHO OH MOXET paccKasbiBaTb MPO
CBOK Kosnekumio. OgHaKo Npu BCEN CBOEM aKTUBHOCTU M yBNedeHHOCTH, "MapTHep" rmbok, KOppPeKTEH,
nocneaoBaTenieH, KOHCTPYKTUBEH U AEACTBYET B NEPBYIO oyepenb, MCXOAS U3 UHTEPECOB KJIMEHTA.

3apaHue:

MouyBCTBYMTE ceba NapTHEPOM BalleMy KMEHTY, MOpPa3MbIWASNTE U pacnuwmnTe NogpobHO B TETpaau,
YTO LIEHHOro Bbl MpPOAAETE KJIMEHTY, YTO Bbl MPW 3TOM AyMaeTe, YTO OLyLAEeTe, KakK MapTHEpP, ecnu
npogaxa CcocTosslacb. A €CniM He cocTosilacb. YTO ANns Bac mpojaxa CTPaxoBKM? TOsbKO sin 06MeH
nonuca Ha AeHbrn? OWyTUTE, KaK NapTHEP, CBOK BaXXHOCTb M 3HAYMMOCTb AN KAuveHTa. MNepeuntante
eule pas. NocMaKkyihTe 3TK OLlyLLEHNE.

lepeunTbiBakiTe M CMaKyHUTE EXEAHEBHO M0 5 MUHYT, MOKa HE CPACTETECH C 3TOM MbIC/IbIO U HE YBUANTE
CTabu/IbHbIV POCT BalunX (PHAaHCOBbLIX PE3Y/IbTATOB, HO HE MEHEE TPEX HEAEIb.

KnuneHT - 370...

C camoBocnpusTmem pasobpanncb, gaBanTe NMOCMOTPUM, KaKylo Xe posib CTOMT OTBECTM KnueHTy? [a,
cobcTBEHHO roBOpSsl, Takyl xe. KnMeHT - 310 Baw 6u3Hec-naptHep. A He 3aHyja W camoayp.
lMoBepbTe, CpenHEeCcTaTUCTUYECKUA KITMEHT He CTaBuUT nepes coboi uenb NosoXuTb Bac, Kak npoaasua,
Ha obe nonaTku, yweMmuTb, NO4ABUTb UM CaMOYTBEPAMTLCA 3a Baw cyeT. Ecnn oH cornacuncs c Bamu
Ha BCTpeYy, TO CTPEMUTLCH M3BJIeYb U3 BblAEIEHHOIO BaM BPEMEHN MaKCUManbHYIO NMOAb3Yy.

BocnpuHumas knueHTa B HeraTUBHOM CBeTe, Bbl 0bpekaeTe cebsa Ha MOCTOSAHHYK 60pbby C HUM, a 3TO
OTHMMAET MHOM0 3HEepPrMM W CHUXaeT BawW WaHcbl Ha ycnex. [loatomy Bbibupaem
cTpaTteruio "BbIMrpbiw-BbIMIPbIW", Npy KOTOpoK 0b6a mapTHepa No pe3yfbTaTaM CAEeNIKM OCTaloTCs B
nstoce.

200 000 pybnen B Mecsil, Ha CTpaxoBaHUK??2?!111

"310 HeBo3MOxHO!", "3T0 passoa”, "YecTHbiM TpyAOM CTO/IbKO He 3apabortaews”, "MHe npuaetcs
paboTtatb rno 20 4acoB B CyTKu, rnpoLjanTe cembsi, Apy3bs n gocyr", "bosblume AeHbru nopTaT aogein”,



"S1 Hukorga He 6yAy CTO/IbKO 3apabartbiBaTs”, "CTO/IbLKO KIMEHTOB B MECAL HE HalTu U uanydecku He
oTpabotartb" n T.4.

MpubaBbTe cloga HEOCO3HAHHOE HECMOKONCTBO U TaKME MbIC/U, KaK "3a MHOUM MOryT rnpmiitv, orpabuts,
waHTaxuposarTs...", "Ecnin s Tak pazborarteto, TO noTepPsito CBOMX APy3€eH” - eCnu B BalMX 3anncsax ecTb
HeuyTo nofobHoe, TO NO34paBnslo, Bbl Hawnu ceown orpaHuumtenu. N Bmecto 200 000 py6. BnonHe
morno crtosatb 50 000 py6. n nopoxaaTb aHanOru4YHble MbICAW, TOAbKO npuMep 6bin 6bl HE TakoW

APKUN.

"CrosibkO MOXHO 3apabotratb Ha top.myax wuam VIP-kineHTax, HO y MeHs Takux Het", "Ecim
HapaboTaTtb xopouwyr 6asy, To JIET Yepes ...4aTb 3TO BO3MOXHO", "Ecnin 6 5 6bin(a) 6pokepom...", "Eciun
6 y meHs 6blan 3Hakomble TAM... (MPOU3HOCUTb, MHOMO3Ha4YNTENbLHO MOAHSB rfasa BBepX)" - ecnu Bbl
paccyxpaeTe TaK, 3TO XOpPOWWIA CUMNTOM, TaK KaK Bbl XOTb U MMeeTe OrpaHu4YeHusl, HO yXe MbICnuTe
KaTeropnsiMm BO3MOXHOCTEN. A ecnu npu 3TOM Mbicib 0 3apabotke B 200 000 py6. poxpaeT B Bac
asapT, YBepeHHOCTb, paAoCTb M 340pOBbIA 6reck B rnasax, u Bbl roBopute cebe: "31o kpyro!”, "Aa, g
370ro gocromH", "310 CnoxHoO, HO peasnbHo", "C Takum goxogom 51 6yay 4yBCTBOBaTh cebss KOMGpOPTHO,
CMOry peasin3oBaTb CBOM Lie/siv, obecrneynTb CeMbO" N T.4. - XMy BaM pyKy, Ballu YCTAaHOBKW MOMOryT
BaM AOCTMYb yCcnexa B npojaxax.

3apaHue:

AHaNorMyHo npeabiayuweMy 3aaaHuio, chOpMYNMPYUTE W 3anulIMTE CBOE HOBOE KOHCTPYKTUBHOE
OTHOLLEHME K AeHbraM. OnulMTE OLIYLIEHUS M SMOUMKW, BO3HMKAMOLWME Mpu 3TOoM. lNepeunTbiBaTh U
CMaKkoBaTb A0 (DUHAHCOBbLIX Pe3y/bTaToB.

Mo 37Ol e cxeMe Bbl MOXeTe oTpabaTtbiBaTb Nt0bble OrpaHMyYeHns. 3anmcbiBaeTe CaMylo HEBEPOSTHYHO
Ha MnepBbli B3rns4, HO HeobxoaAuMylo ANs AOCTUMIXKEHMS ycnexa, Mbicib o cebe. Hanpumep, "Mos
pamunns - 370 6peHa Ha pbIHKE CTPaxoBbiX yCcayr. KineHTbl XOTAT paboTaTb CO MHOM, y)Ke MoTOMYy 4TO
g UBaHoB!", "HecmoTpss Ha mom 75 net, s O4MH M3 CaMbiX YCMeLWHbIX areHTOB MOEN CTpPaxoBos
komMnaHmu". ONUCbiBaeTe Bally MEpBYH peakuuio, OLlYLEeHUs, 3MOouMW, aHanusupyeTe, npwm
HeobxoanmMocTn dhopMynmpyeTe HOBble KOHCTPYKTUBHbIE YCTaHOBKW, MepeunTbiBaeTe, "npoxunsaete” u
CMaKyeTe A0 pe3ynbTraTa.



"A BApyr s He CcMOry OTBETUTb Ha €ro BOMpPOC, BeAb 51 M0Ka He TaK XOopowo pa3lbuparcb B
cTpaxoBaHmu? Hago MHe ewe r1o4yyYnTb MApPOAYKTbl, a YyX [0TOM S 3alMyCb aKTUBHbIMU
npogaxamu”, OQHO K3 KNACCUYECKUX OrpaHUYMBaOWMX JDKEOMACEHUA HOBMYUKA. 3BYYUT, Kak
yBaxxutesnbHas npuvunHa, Beb B ypoke "lMoaroroska K BCTpeye v ycTaHoBJieHMe KoHTakTa' HaM C
TakKMM 3HTY3MAa3MOM pacckasbiBain 06 apXMBaXXHOCTM MNOArOTOBKM. OaHako 60/bLMHCTBO HOBWYKOB
TaKk W 3acTpeBaloT Ha 3TOM 3Tane, Ton4yyTca Ha 6epery, He pewascb 3anTu B Boay: "Hy BOT elje
HEMHOro pa3oMHyCb n Kak rnorbiBy!" CKonbko 6bl Bbl HW WTYyAWPOBaAW METOAMKW W MpaBwuna
CTpaxoBaHMs, HE HaCTaHeT TakoM MOMEHT, Koraa Bbl ckaxeTe cebe: "Hy Bce, Tenepb s rotos(a)!" A BoT
Kak TONbKO Bbl HayHeTe aKTMBHO paboTtaTtb C KNIMeHTaMu, y Bac cpasy
nosiBUTCS He06X0AMMOCTb NOAYUNTbL NPOAYKTbI.

N Bce paBHO, Ha NoH60OM 3Tane Baweln CTPaxoBOW Kapbepbl KINEHT
MOXEeT NOCTaBuUTb Bac B TYyNWK CBOMM BOMPOCOM. Ha BcCTpeue
BCerga MoXeT CNOXMWUTbCS HenpeaBumaeHHas cuTyaums. Ho 3emns
npu 3TOM He pa3Bep3HeTCs W KOHeL CBeTa He HacTynuT HW Ans
BacC, HW ANnsg knuveHTa. Jliobas HecTaHAapTHas cuTyaums passBuBaeT
Bac Kak npodeccMoHana. YBEpeHHO W CNOKOMHO CKaXxuTe
KnueHTy: "U.WN., Bbl 3agasim Oo4eHb MHTEPECHbIV BOMPOC, MNPUSTHO
MMeTb Aesio C r/1lyb60KOMbICIAWMM YesioBeKOM / U.U., Bbl rnepBbii,
KTO 3agaetr 3ToT Bornpoc. K coxaneHuro, He rotoB(a) cenyac Ha
Hero oTBeTUTb, AaBauTe s 3anuwy ero cebe B eXeAHEBHUK,
YTOYHIO U CBSIXXKYCb C Bamu Torga-1o. Ok?" W Bce, ckpunT paboTaeT Ha ypal!

FnaBHoe - 06si3aTenbHO YTOYHUTE U CBAXXUTECHb C KJINEHTOM B 3asiBJieHHble CpOku!

be3sycnoBHo, Baw npodeccMoHanbHbiin ponr o6s3biBaeT Bac MOCTOSHHO HapawmBaTb CBOK
KOMMETEHTHOCTb B BOMpPOCAax CTpaxoBaHWs, OT 3TOr0 3aBMCUT Ball MMUAX W AOXOA, @ TaKXKe MMUAX U
[O0X04 Ballen CTpaxOoBOM KOMMNAHWM, OAHAKO MNOMHUTE, BbI MMeeTe npaBO Ha owubky, a He
owmnbaercs TONIbKO TOT, KTO HUYEro He Aenaer.

..M onbiT, cbib owmbok TpyArbx  [E—

[axke ecnu Bbl HUKOTAa HUKOMY He NpoJann U reo3js, Bbl BMOSIHE MOXeETe OTKPbITb B cebe noteHuwnan
yCnewHoro npojgasua " neperosopumnka.

3apaHue:

BCNoMHUTE M 3anuwmnTe He MeHee 10-TW Clly4yaeB M3 BalLeW XU3HW, KOraa Bbl YCMELLHO...
- YTO-TO OpraHM30BaMU...

- rae-To BbICTYMNWUN...

- AOFOBOPUACS...

- NOAYYUNIN...

- yAa4yHo Kynunu/npoganu...

- YTO-TO NpuAyManu...

- Koro-To ybegmnu...

- MO3HAKOMMUJINCb C HYXHbIM YEIOBEKOM...

- OKa3a/nCb B HYXXHOE BpeMsi B HY>XHOM MecCTe...

- yctpounu(cb)... N T.4.


http://www.znay.ru/sales_methods/podgotovka_k_vstreche.shtml

He cnucbiBaliTe co cYeToB Ball NpeablAyLUMin KOMMYHUKATUBHbIMA OMbIT, AaXe eCIM OH HamnpsMmyl He
CBsi3aH C npojaxaM. Knagute B cBOIO "KOMMJIKY ycnexa" Bce, YTO MO3BOJISIET NMOYyBCTBOBaTb Cebsi
YBEpPEHHbIM NEePeroBOpLUMKOM C XOpOoLUel Ae/I0BON XBAaTKOW, YCMELHbIM KOMMYHUKATOPOM, 3KCMNepTOM B
Kakor-nmbo obnactn, opraHnM3aTopoM, rpaMoTHbIM CMIMKEPOM U T.A.

PekomeHaylo ewe pa3  BCNOMHUTb  YpOK
pasgen"KauecrBa Baweu JIMMHOCTU" 1 BbIMO/HUTL 3a4aHNsA U3 HEro. 3To NOMOXET BaM,
BO-MepBbIX, BbIABUTb CBOWN CUJIbHbIE€ CTOPOHbI, @ BO-BTOPbIX, ONpeAennTb 30Hbl CBOEro pasBuTumS.

K uemy Bam 370 sce E——

Onsa Toro, 4tobbl paboTta ¢ BHYTPEHHUMU OrpaHUYeHUsMU He Bbina Ana Bac TONIbKO AENCTBUAMKU paau
AeNCTBUIA, y BaC AO/MKHbI 6bITb cPOpMynMpoBaHa YeTkasa BOBJeKawulas Lesib, KOTopas U CTaHeT
Ballen ABMXYLLEN CUIOM B MNpOLLECCEe CaMOCOBEpPLUEHCTBOBaHUA. NHave Bce 3ajaHus TepstoT CMbIC.
TonbKkO 0CO3HaBas, 3ayeM eMy 3TO HYXHO, YenoBeK CrnocobeH oTknaabiBaTb "HEOTNOXHble" aena u,
HacTynasi Ha ropno Cob6CTBEHHOM NeHU, KOHLEHTPMPOBATLCA Ha AOCTMDKEHWW pesynbTaTa. [oapobHei
o6 >T0M B Yypoke "

Ewe Hebosbloe OTCTynJeHne o uensx. Bceraa paepxute B TrofioBe Le/ibB3auMoaenCcTBuUs C
K/IMEHTOM, UEeNu pasfnyHbiX 3TarnoB MpoAa)ku, Hanpumep, TenedoHHOro 3BOHKA, YCTAHOB/EHMS
KOHTaKTa WaN Npe3eHTauunm.

bbiBaeT, »anyetcsds HOBWMYOK, MOJl, He WAYT Yy HEro npogaxu Mo TenaoMy Kpyry. HaumHaem
pa3bupatbcsa: "Korga obujasmncb Co 3HakoMbIM, Kakyr Uenb nepes cobou crasunm?", "Hy s xorten
pacckasaTtb, 4TO 51 Teriepb B CTPaxoBaHWW, pacckal3aTb Mpo KOMIMaHWIO, y3HaTb, MOXET, eMy Hafo 4To-
TO 3acTpaxoBatb n 1.4.". "Pacckazann?" "fa". "YaHann?" "[la, noka Hu4ero He Hago". "BbixoauT, Balia
uenb gocturHyta?" "Monyyaercs, 4to 1ak..." Kak ccpopMmynmpoBaHa uenb B3aMMoaenCcTBUA, TaKOMH

6ynet n pesynbrart!

Unn pgpyroi npwumep: areHTbl, 608Cb MNOKa3aTbCsi MaJOKOMMETEHTHbIMW, O4YeHb M6AT 3aBanmBaTb
KneHTa uHdopmaumnen o npoaykte. C Kakon Henbro? XoTute, 4yTobbl OH pasbupancs B CTpaxoBaHUK
He Xxyxe Bawero? Wnu 4ytobbl OH TMOHAN, UTO CTpaxoBOe peleHune, KOTOpoe  Bbl
npeanaraete, onTMMasbHO M BbIrOAHO MMEHHO ANIA HEero, a He npocto obnagaer MHOXECTBOM
HEHYXHbIX eMy onuuii. lNepes TeMm, Kak MNpUBOAMTL B KayecTBe BECOMOro aprymeHTta ycnyry
MynbTMapane, pacwupeHne KACKO Ha OUHASHAWIO W 3alUMTy KBapTUpbl OT NaAdeHuUs OEpPEBLEB,
yTOYHUTE, €34MT N OH B OUHASAHAMIO Ha aBTO (MOXET, OH BOO6Le HeBble34HON), AONYCKAaET JIN KOro-
TO K YNpaBJ/ieHUNIO CBOENM "NacToukon" 1 Ha KakoM 3TaxXe XUBET.

Ecnu C rnaBHoOM uenbto Bbl onpeaenunnck, COCTaBbTe nJ1aH pa6otbl Hag  cobon
C KOHKPEeTHbIMM LlaraMmu u cpokamm. Hanpumep:

- A4J14 pa3BuUTtns yBEPEHHOCTU B cebe 3aBEeAY AHEBHUK ycriexa, 6y,ay e)XKeaHEeBHO 3alrncblBaTtb TyAa He
MeHee ST CBOUX AOCTUXKEHUI;

- CKOPPEKTUPYKO CBOM UMUAX AENOBOIro YyesioBeka (bu3Hec-1e4qu) - K TaKOH-TO garte;
- nipouunTato KHury "Takyto-T1o"/ npumy yyactue B TpeHuHre "Takom-1o0" - K TaKOH-TO AaTte;

- 4718 pa3Bnutnsa KOMMYHUKATUBHbLIX HaBblKOB exXxxegHeBHO 6y/.1y 3HaKOMVITbCH/BaI'OBapMBaTb MUHUMYM C
ABYyMs HOBbIMU J1IO4bMU,;

- exxegHeBHO 6y/y repeqynTbiBaTb CBOU HOBbIE KOHCTPYKTUBHbIE YCTAHOBKMU,
-uT.A

Coenaiite 4yek-nUCT-KaneHaapb, B KOTOpOM 6yaeTe oTMeuyaTb (aKTUYECKOE BbIMOSIHEHWE 3aAaHuit
ypoka v Apyrux 3anjiaHupoBaHHbIX BaMu LLAroB.
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Kpome TOro, y Bac 6yAeT elwe OAMH NJiaH MO KOHTakTaM (CMOTpU Ypok "CucremMHbii rnoaxon B
areHTCKUX npoaakax: uesenosaraHve, niaHMpoBaHue, aHanus") - He NyTaiTe ux.

rory. .. ———

- Utoro...
- Al

(n3 aHekgoTta)

Mpepnarato NOABECTU UTOr BbilleCcKaszaHHOMY, n6o Tema obwMpHas M HenpocTasi, MaTtepuana xBaTusio
6bl HE TOJIbKO Ha YPOK, HO U Ha HEBONbLUY KHMXULLY.

WTtak, no 6onbwoMmy cyeTy paboTta C oOrpaHU4YeHMs MM CBOAUTCS K TPEM  K/OYEBbIM
waram: OCO3HATb(onucaTb Tekywyto cuTyaumto (Touyka A), MOHATb, YTO MewaeT AOCTUYb YyCnexa,
BbIIBUTb HEKOHCTPYKTMBHbIE MbiCM W ycTtaHoBkn), MEPEKJTIOMUTBCA (chopmynmpoBaTtb HoOBOe
MWUPO- W CaMOBOCMpUSATWE, HaueneHHoe Ha ycnex W [OCTUXEeHWe nocTaBneHHon uenu (Touka
B)), AEMCTBOBATb 6e30TnaraTeslsHO COrnacHo nnaHy 1 aobusaTbca pesysbTaTa.

[Ecnn uyTe noapo6Hee. .. —

L] Bo3bMunTE OTBETCTBEHHOCTb 3a Nnpoucxoasiiee ¢ BaMu Ha cebsn.

e Onpegpenurte KAKOYEBYIO Lieflb, KOTOPYIO Bbl XOTUTE AOCTUUYbL C MOMOLbIO Npodeccumn
CTPaxoBOIro areHrta.

e Bbibepute nosuumuio "MaptHep-MapTHep" B OTHOWEHUAX C KJIMEHTOM.
e VY6eautecb, UTO Bbl pasaensieTe naer CTpaxosaHus, BEpUTe B CBOIO KOMMaHUIO U B cebs.

e KOHLUEeHTpuMpyHhTeCb Ha CBOUX AOCTMXKEHUAX U yCrexax, Aa)Ke eC/iu OHU He CBA3aHbIl C
npoaa>kamu.

e CocTaBbTe KOHKPETHbI!A NJlaH Ballnx AeiACTBUMN.

. OTPaGOTaﬁTe BCe BbisiBJIEHHbIE€ OrpaHMyYmBarouime yCtTaHOBKM NO npeanoXxXeHHbiM cxemax,
3aMeéHUTe X Ha HoBble€ KOHCTPYKTUBHbIE.

e 3abyabTe BCce NPUYUHbI MU OTFTOBOPKMU, NOMoOraouwme sBam 6e3geincreoBaTb, npebbiBas B
30He KkoMm¢popTa. HauHUTe aKTUBHYI paboTy C KJIMeHTaMu NpsaAMo ceryvac (MoXxKeTe gaxke
He A0YMTbIBaTb 3TOT YPOkK). Ecnu Bce 310 BpeMs Bbl XXAaJsIM 3HaKa cBbiwe - BOT OH: 3HAK
CBbILLE!
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XoTuTe NoslyumMTb TO, Hero HUKOraa He MMesnin, HayHuUTe Aenartb TO, Yero HuKoraa He penanu!



