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NWCKPEHHUW
CEPBUC

TPEHVHI 10 Pa3BUTHO CEPBUCHOIO INoBELEHNA




,CYaCTbe — 3T0O XOPOLLUNA CHET B BaHKe,
XOPOLLMIA MOBap v XopoLuee
nuLeBapeHune.

XaH-XakK Pycco
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Y TEBYA ECTb TAKUE
Bon POCbI? KaK 6bITb 3QPEKTUBHbDIM B

naboTe ¢ KNneHTammu?

Kak HaTu noaxoa K 6e3HanexHo
CNOXHOMY KNTUEHTY?

- KaK encTBoBaTh B CUTYyaLUW
HeonpeaeneHHoCcTH B paboTe?

4TO 4 LEIdH0 HE TdK, ECJZIN PE3YJIbTadTl

MeHs He ycTpauBaeT”’ Kak paspellatb KOHQANUKTbI C
KTMEHTOM C MOAXOAOM
Kak 00CNyXNBaTb KIMEHTOB Win-Win?
Kak.cpenaTtb KNMEHTA 6e3ynpeyHo’

cyacTNuBbIM?

HE:"Y}{{E‘J'IH 910 BCg, HElT0 MHE y4dJ10Chb ,ﬂDﬁHTbCFI?




MOES U UESb

TPEHVRAIA

OCHOBHaa uenb TPeRWHIa — NpejoCtaBUTb YHaCTHUKAM UHCTPYMERTDBl Pa3BUTWA TPOL4ax
B CEPBUCHOM OU3Hece, [NO3BOJTAOLWMMUW NMOBbICUTb KA4YECTBO O6CJ’IWKMBEIHMF§ N 1POAaX.

-
.....
IIIIII
lllllll
.......
IIIIIIII

-------
.......
......
lllll

UCKPEHHUMUCEPBUC - HacToAL

npodaX. TyT Y4aCTHUK NPUMEE
3axo4eT. TpeHep rapaHTupyeT
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I TPERVRT HABbIKOB CEPBWUCA, OﬁCﬂy}KMBaHMH 7
OJIy4eHHblE MHCTPYMEHTDBI HEMELJIEHHO, ECJIN ORH 9TOI0

Nab07

'OCMOCOOHOCTb npegharaeMblX MHCTPYMEHTOB.

MCKPEHHUUCEPBWUC - 3710 0% Bogbl, 20% Teopuu 1 80% NpakTUKK.
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1) «[JaeM pbiby, HO y4YUM MONIb30OBATLCA JIECKOW» - TpeHep AaeT roTOBble WHCTPYMEHTDI
Dab0Tbl H& KaXX[OM aTane cepsuca, KOTOPbli MOXHO MCMONb30BaTh B CBOE) paboTe cpasy
nocne 3aHATUA, HO OCHOBHOW YMop JenaeTcs Ha TPEHUPOBKY Y4aCcTHMKA MO pa3BUTUIO YPOBHS
cepBuca.

7) «Bce BK/IKOYEHO, BCE YUTEHOY» — YYACTHUK NOAYYUT CaMYI0 NMOSHYHO MHOOPMALMIO O TOM, YTO
[enaTb C KAWEHTaMM Ha Kax[aoM aTane 06CNyXMBaHMS, YTO-TO NOAPO6HO (C NPopaboTKOW),
4TO-TO 03HAKOMMUTENbHO (C NOACKA3KOW, FAE U KaK U3y4nTb rIyoxe).

3) «[apaHTua pesynbrata» — TpeHep faeT 1 Mecal rapaHTUNHON NOAAEPXKKM nepeaaHHbiX
3HaHWIN: NoMollb B ajanTtauuMym U NPUMEHEHWM MONYYeHHbIX 3HaHWih Ha paboyeM MecTe,
MOMOLLb B PeLlleHUn CNOXHbIX YyNpaBieHYecKux KencoB, NoAroToBKa MHAMBUAYaNbHOrO NiaHa
DAsBUTUA.



O>XXVUOAEMbIU

PESYJIbTAT

YUYaCTHUKN TPEHMHTa 3HAKOT U MOTPEHNPOBAINCL UCMO/Ib30BaTh UHCTPYMEHTDI
CEpPBUCHOro NMOBEAEHUS, ONPEENAIOLLEr0 BbICOKYH KYbTYPY 0OCYXUBAHNA FOCTEN;
COTpyAHMKM YMEIT 0TBeYaTb Kak Ha 06LLMe BONPOCh! KNMeHToB/rocTell «4To y Bac ecTb
xopoluee?», «4Y1o Bbl mocoBeTyeTe?», Tak 11 Ha KOHKPETHbIE BONPOCHI O KaXXA0M O6/110/€,
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YCIYre UAn NPOAYKTE,

CoTpyaHK
4YEM KIne
CoTpyaHK

KITMEHTOB K

K
¥
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A YMEKOT Bbl3blBaTb Y [ocTen IMOLUMUU, KAaPTUHKMU, )KEJIGHNE I'IOI'IDO6OBSTI:: 10, 0

T CMNPOCHUI,

1 OTDB6OT8J’IH KJTKO4HEBble 3Tallbl OﬁCJ’IyH{HBaHHH rOCTen B PECTOPAHE K

d DE'CE'I'ILUEHE‘/MEIFEIBMHE N AONONHUTENbHDBIX NMPO4d)X B PONEBbIX UTPax U

NpaKTUYECKMUX Keicax;
COTPYAHMKM U3YYUNN NPUYMHBI KOHOIMKTHOrO MOBEAEHNA FOCTER 1 OCBOW/IN METOADI
HeWTpaNu3aLuu U yperynupoBaHua KOHQIMKTOB.




01151 KOrO 3TOT TPEHUHI?
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[JIAH TPERWUHIA: S

ﬂpMHLlHH 1. CTDEMMTI’JCH [MPEBOCXOANTDb OxKWAdHWA TOCTH - ieJlaTh KaK AJIH MaMbl GALAY
EDUCATION

[TpuHumn 2. OcTaBNATb NMMYHbIE NPOBAEMbI JOME
TpuHumn 3. 0becneynBaTh MHAMBUAYANbHbBIA NOAXOL K MOCTOAHHBIM FOCTAM.
1puHUMN 4. bbITb BHUMATENbHbIM K FTOCTHO U €ro NnoyKenaHnam

IpuHUKN 9. [leMOHCTpUMpoBaTh UCKPEHHUIN CEPBUC

N\

[IpuHuKun 6. Cnegosatb NpuHumny ‘TocTb Beerga npas. Ho emy He Bce Mo3BOJSIEHO
Tpuuumn 7. Cobntoaatb cTaHAapTbl paboThbl KOMMaHK

[TpuHUMn 8. bbITb 06X0AUTENbHBIM 6€3 HA30MNBOCTK, APYXENOOHbIM 6e3 NaHMbPaTCTBA
[TouHumMn 9. Ynbibatbcsd rocTam

[TpuHuun 10. He 6bITb MaMOTOM



COOEP)XXAHUE s
TPEHWHTA

CEPBMCHOE NMOBEAEHWE COTPYHMWKOB

® KOMNeTeHUMn 1 OTNNYUTENbHbIE 0OCOOEHHOCTY CEPBWCHOIO ChelnalinCta

bapbepbl B 06LLEHNI, BOZHWUKAIOLLIME Y COTPYAHUKOB, paboTatowmnx VIP — KaveHTamu, 1 nyTu ux
NPOMUNAKTUKN U YCTPaHEHUS

N\

CEDBMCHDE‘ ﬂﬁCﬂy}i{HBaHME‘ KIIMEHTOB: NMOHATHUE, NMPUHUWINBI, OCOOEHHOCTY [10BE1eHNH

OCHOBbI KIMMEHTOOPUEHTMPOBAHHOIO MNMOAX0A4a B OﬁCﬂyH{MBaHHH

TemnepaTtypa KNMeHTa 1 ero noBeeHue nNo Mepe ee NoBbILLeHNS

PexKIMbl paboTbl COTPYAHMKA:
O Pexxum «LLITopm»
O PewuMm «lLTnune»

® [lokaszaTenn ahdeKTUBHOCTU 0OCTYKMUBAHNS

®  KuoueBble GakTopbl yernexa npu 06CYXUBaHWUN KITUEHTOB.



COOEP)XXAHUE s
TPEHWHTA

YCTAHOBJIEHUE U NOALAEPXAHWUE KOHTAKTA C KITMERTOM

IDDEKTUBHBIA KOHTAKT C KNTMEHTAMWM 1 OCHOBHbIE OLIMOKM
Co3[laHue NpaBubHOro NepBoro BneyatneHns
Tunonoruns KNMeHToB U 0COBEHHOCTH PaboThl C KaXAbIM 13 HUUX
3Tanbl YCTAHOB/IEHWUS KOHTaKTa:
o KT0 Takou «N0SNbHbIN KNWEHT», U KaK NPeBPaTuTb KIMEHTa U3 CNy4alHoOro B N0S/1IbHOI0

N\

0 TexHuKa «J1ecTHULa KOHTaKTa»
o TexHuKa «IpaayCHMUK OTHOLWEHM»
o TexHuKa paboTakWmx KOMMINMEHTOB

e  (DakTopbl, BAUAIOLME Ha PELUEHNE KNTUEHTa:

o MoTuBbI BbIbOpa NPOAYKTOB U YCAYT M MOTUBbLI 0TKA3a 0T MOKYMKH

o HaBblKi aKTVBHOr0 06LLEHUS: BepbabHble N HeBepbanbHble KOMMYHUKaLMK
e  TUnNosorua noTpedHoCTen KNNEHTOB:

o TexHuka «AncoHepr noTpedbHoCTeN» U 6 6a30BbIX MOTPEOHOCTEN YeN10BeKa
e Bonpocsl: BUbl, Ha3HaYeHne 1 0COBEHHOCTM UCMONb30BaHMS.



COAOEPXAHMUE

TPEHVRAIA

PABOTA C BO3PAXEHUAMU U KOHOJIUKTAMN

Tnonorung 0TKa3oB KMEHTOB
[ToyemMy KNMeHTbl BO3PaXaroT UAK CKaHaandaT?
TaKTUKN aprymeHTauun: paymMoHanbHag U SMOLUMOHaNbHay

TexHUKN «OMB» 1 «KapTuHKa» KaK MHCTPYMEHTbI paboTbl C BO3PaXXEHUAMM

KOHQNMKTHOE MoBefieHne KJIMeHTOB:
o  HecooTBeTcTBUE OXUJAHNAM
o ANroput™m aQ®eKTUBHOM paboTbl C BO3PaXKEHNAMM
o 4 paboTatolime TEXHUKK paboThbl C BO3PAXEHNAMM

o [lpo®unaktuka KOHQNNKTHbLIX CUTYaLNIA
NHCTPYMEHTbI paboThl C pekamMalnamu

OMOLIOHANbHbIN BCMECK:

o WHCTPYMEeHTbl HelTpanuaaLun KoOHONNUKTa;
TUNUYHbIE OWNBKKW NpU pabdoTe ¢ KPUTUKOM VIP-KNNeHTa
HapyleHne npasus NoBeJeHus.
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METOLbl OBYHEHWA

B x0Ae TpEeHMHra WCMONb3YHTCA: MWHU-NPE3eHTaUWK TeOopeTMYeckoro MaTepuana,
IEIOBble WIPbl, YNPAXHEHWUH, Pa3bop MpakTU4ecKux 3afaHuil, paboTa C KHUramu,
MY3bIKOI, PuabMamy, BUAE03anNCh Y4aCTHUKOB TPEHUHTA, BUAEO-NPUMEPD! U Pastop
Arp MOCPeACTBOM aHanusa Bugeosanucu. Kaxablii y4aCTHUK NofayyaeT Habop
Da30aToYHbIX MaTepuanos, AOMallHWe 3afaHna And NepeocMbicNeHns MHGopmalum,
HEeOrpaHUYEHHYH NOCT-TPEHUHIOBYIO NMOAAEPXKKY CO CTOPOHbLI TPeHepa.



NMPOLIECC TPEHUHIA

TPEeHUHT BKJTHOYaeT B cebd Keuchl 13 pealibHOIO O13HECa KITMEHTOB.

Ka)xaa TeMa nocesLeHo ogHOMY U3 NMPUHLWMNOB UCKPEHHEro cepsirca 1
BK/THOYaeT:

il Pasbop npasuna

2. OTpaboTKa npasua B yrpaxHeHusax

S Pasbop BOMPOCOB 1 KENCOB YYaCTHUKOB

4 JlomallHee 3aaaHune.

TPEeHWHT BKIKOYaeT B ceod 10 MO,[WHE‘IH [10 BCEM HallpaBJ/1IEHWAM CEPBUCHOTO
rnoBeneHsd, 4To Nno3BoONAeT YH4aCTHUKAM r’i'IjI]E],‘rl{lﬂTt:r” BCe NPUHUWIbl UICKPEHHEI O
CepBMCd N CKOPPEKTUPOBdTb CBOE Mbll/1EHWE TaKUM D@D&SDM, 4TOObI FOCTY U
KJIMEHTb! OblNK yﬁE‘}I{,ﬂEHbI B UCKTHOYUTENIBHOCTKW Hallero CepBUCa.

METO/[ibl OBYHEHUA

B xo[e TPeHUHra UCnonb3yroTcA: CHOKYCMPOBAHHbIA pa3roBop, Keicbl 1 Urpbl,
YNPaKHeHWUs Ha pasBuUTWe MbllUNeHUd, pasbop MpaKTUYecKux 3amaHui,
paboTa C WHbOpPMaLMERA U3 KHUIM, My3blkW, (QUABMOB, BWAEO3aNUChH
YYaCTHUKOB TPEHWHra, BUAEONPUMEPDI ¥ pa3bop Urp NocpeacTBOM aHann3a
BUAeo3anuck. Kaxkablid y4acTHUK NONy4aeT KOHCMEKT C UcYepmnblBatoLmM
HabopPOM WHCTPYMEHTOB MeHemLXMEeHTa, [oMallHue 3afaHua Ana YCBOeHWS
nHhopMaLMK, MOAAEPKKY CO CTOPOHbI TPEHEPa.
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NMPOAOJIXXUTENIbHOCTb TPEHUHIA:

[1pOJOMKNTENbHOCTDb NPOrpamMmbl = 20 aCTPOHOMMYECKMX YaCOoB.

CTOUMOCTD NPOI'PAMMDI:

790 pybnen 3a 1 y4aCTHUKA
CneunanbHag CTOUMOCTb 4718 KOpnopaTuBHOW rpynnbl
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“Urparowimn” TpeHep

EBFEHUU T'ANAU
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OupekTtop no npogaxam B OHI-S (www.ohi-s.com). MIHHOBaUWOHHas | T-koMnaHmg, KoTopas
CTPOUT NYYLIYH B MUPE NNaT@opMy Ang 06yYeHUs U pa3BUTUS CTOMATO/ON0B.

CoBnagenel pectopaHHoi rpynnbl ‘Pectoparbl JeHuca JokuHa" (www.dokin.by). Camas
3aMeTHaa CceTb B B cdepe pPecTopaHHOro 6u3Heca ¢ abCoMKTHO Pa3HOMNIaHOBLIMM
3aBefleHnamMun. CpeiHas oleHka B Google 4,5+,

[lnpekTop No MapKeTuHry “Anbteputn’ (www.alterini.by). KomnaHug - nugep B npoga)ax
MATKUX MYYHbIX KOHOUTEPCKUX U3JENNN.

KBann@uuMpoBaHHbIA KOHCYNbTAHT "EBpOMencKoro 6aHka pekoHCTPYKLUMK 1 Pa3BUTUA B
0611aCTU  MAapKeTUHra W OpraHn3auUMoHHOro pasBuTUS  (peann3oBaHo 6ofee 20
KOHCANTUHIOBbIX MPOEKTOB MO MapKETUHTY).

CepTnduumpoBaHHbin - 6usHec-TpeHep (International College of Business Trainers),
TPEeHepcKku onbIT 6o/ee 15 ner.
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