Mo>XxeT nu p060T OMNMO3HAaThb npOGHEMHOFO KJIMeHTa?

MNy6ankyem o4yepefHOE UHTEPBbLIO, MMetoLLee B 0OLLLEM U LLeSIOM CBA3b C TEMOW
aveepcugukaummn (Npeablaywme NHTEPBbIO CMOTPUTE 346eChb U 34eCb). Ha 3TOT pa3 coCcTosACa pasroBop
C KOMaHfon cTtapTana speechWORKS.

Pepakumsa Nag.Ru yxe TpaAMUMOHHO npeaJsiaraeT BaM:

e BMAe03anucb UHTEPBLIO,

* ayJMOBEPCMIO pa3roBopa A1 CKadymBaHua (Hanpumep, 4Tobbl NoCaywaTb B MalWMHE U B
obLLecTBEHHOM TpaHcnopTe),

e MeYyaTHYI BEPCUIO AJ1S YTEHWUS, BKJIIOYasa BO3MOXKHOCTb CKadaTb hann B hopmaTe pdf onga "yntankm".

MOMUMO WITaTHBIX KOMMEHTapUEB K CTaTbe, KOTOPbIE MOIYT CTaTb OCHOBOW A1 ANMTENbHOI0 06CyXaeHuns
TeMbl Ha hopyMe, eCcTb BO3MOXXHOCTb NoobulaTbca 6onee onepaTUBHO B Hallen rpynne telegram,
CO3[@aHHOM Kak pa3 A/1a 3TOro pa3rosopa.

Y10 3T0: MalIMHHLIN aHas M3 SMOLNA N UHTOHaUWN B ayanosanncax.

Ana yero 3T0: BhisBNeHMe 3BOHKOB OT HE4OBOJIbHbIX KJINEHTOB, KOHTpPOJIb Ka4eCTBa, MaLlMHHbIA aHaN3
MHTOHaUMI ONs NMOBbILLIEHNSA 3P PEKTUBHOCTN NMPOSax.

MouyeMy BaXKHO: Y)Xe ceyac MOXXHO Ha NIeTy BbIAB/ISATb KOH(PIMKTHbIE 3BOHKM 1 Ha Ba3e aTon
MHpopMaLmm BbiSIBAATbE TUMOBbIe cbom B BsHec-npoueccax. B nepcnekTnee TeXHONOrMSA NO3BOJINT Ha NeTY
OaBaTb MOACKA3KN HAaYMHAIOWMM MPOoOa’KHNKaM, U X 3PPEKTUBHOCTbL NPUBAN3INTCA K 3PHEKTUBHOCTH
CrneunanmcToB C OFPOMHBLIM OMbITOM.

Ob6bI4YHO A NUapto NPOEKTLI, Fae eCcTb roToBbIA NPoAyKT. CerofHs y Hac cTapTan B paHHel (a3e - aHanm3
3MouuiA B rosioce. TexHOMOrns B LesioM paboTaeT, y)Ke cerldyac MOXKHO BbISIBAATb KOHMIMKTHbIE 3BOHKMU.
PebsTa ULLYT TeXx, KTO FOTOB NMUJIOTUPOBATLCSH, AenaTb y cebs TecToBble BHEAPEHUSA U y4acTBOBaTb B
oby4eHnn HeEMPOCETKMN.

S1 SHTY3MaCT peYeBO aHAIMTUKLN 1 BEPLO, YTO €€ NPUMEHEHNE B KOMMEPL MM OTKPbIBAET OFPOMHbIe
nepcnekTuBbl. Hall pa3sroBop ¢ koMaHaol speechWORKS cocTosin U3 AByX YacTel - KopoTKas, rae napHu
00 BABIAIOT, 4TO ULLYT 3aMHTEPECOBaHHbIX BO BHeAPEeHUN. VN ONVHHAs - pa3roBop O NepcrneKkTuBax
NpUMeHeHNs MallMHHOMO aHain3a MHTOHaLWUI B KOMMEpPLIUWN.

MoTeHumnanbHbIEe HanNpaBJIEHUA NPUMEHEHMS:

e aHa/M3 TemnepaTypbl AMAa (0OTAMYaTh JIIOOEN, KOTOPbIE FOTOBbI M XOTAT KyNUTb, OT JIl0AEN, KOTOpble
MPOCTO NPULIEHMBAKOTCSA);

e ConocTaBJieHue roJsioca KJaneHTa c nopegeH4yecknm tunom no mogenu DISC. OucneTtyepusaumsa
BXOOALWMX obpalieHuin (nonbiTka cobpaTb KOMMJEMEHTapPHbIE Mapbl U3 KIMEHTA U NPOAarKHMKa),
chopMupoBaHme B peasibHOM BPEMEHM PEKOMEHAALMI N0 NEPErOBOPHON TaKTuKe (A1 HOCUTEeNen
pa3HbIX MOBEAEHYECKNX TUMOB Ba>XHbl Pa3Hble CBONCTBA NPOAYKTa);

* [leTEKTOP JIKWN B roJI0OCOBOM KaHaJsie. OueHKa BEPOSTHOCTU TOro, YTO KJIMEeHT BBOOMUT HacC B
3abnyxxaeHue. MOXXHO NMPUMEHUTb A1 BbISIBJIEHUS OMACHOCTU B AJIMHHbIX CAEJIKaX, Korga KJINeHT
KOPMUT Hallero ceinna "3aBTpakamMn", a caM OPNEHTUPYETCA HA KOHKYpPeHTOB. CucTemMa npenocTaBuT
CWUIHaM 0 TOM, YTO cAesiKa MoJ yrpo3on u Haflo MEHATb Celsla Ha 6onee oNbITHONO NN 3a0eNCTBOBATh
WHCANLEepoB.;

¢ HR-akcnepTmn3a. BbisiBNeHMe KaHOMAATOB, KOTopble 6yayT 6onee ycnewHbl B Npogakax u
aonpoaa)ax, NoTomMy 4To um 6yayT oOXOTHee oTBe4YaTb Ha BOMPOCHI.

K komaHpe speechWORKS uMmeeT cMbicn obpawiatbca B ABYX clay4vyasax:

e Ecnmn y Bac ecTb MOTpebHOCTb B BbIABIEHUN KOH(JIMKTHBIX 3BOHKOB (KPpUTUYECKN Ba)kKHas 3ajada ons
COBEpPLUEHCTBOBAHUSA CepBUCa, €6 MOXXHO peLlaTb y)Ke cenyac).

e Ecnv BaM MHTEpecHO BECTU UCCNen0BaHUS B MPOABUHYTHIX KOMMEpPYeCcKnX PyHKLUNSax (aHanm3
WHTOHauMn), y Bac ecTb 60onblion 06beM fgaHHbIX (3BOHKU 1 CRM) 1 ecTb pecypchl Ha pa3MeTKy (noan,
KOTOpbIE y)Xe ceyac 3aHUMalTCA KOHTPOJIEM 1M aHaIM30M KavyecTBa NeEPEroBopoB).

[lep>xnTe MeHs B Kypce NneperoBopoB - A C yA0BOJbCTBMEM Oyay OCBeLlaTbh NMUIOTHbIE MPOEKThI !

KomaHpa speechWORKS:
3103UH AHTOH, No4yTa az@startupdivision.com, Tenerpam @aztechnologiyes


https://nag.ru/articles/reviews/107831/operator-i-diversifikatsiya-ekotelekom.html
https://nag.ru/articles/reviews/107849/resheniya-dlya-otsenki-kachestva-servisa-ot-prolan.html
https://youtu.be/M14mav4qcIk
https://files.nag.ru/index.php/s/7aTebWC5MzfbXzM
https://cdn.nag.ru/news.public.uploads/upload/article-files/20201025-0001speechWORKS.pdf
https://t.me/div_uslug

AnexkcaHgp CmupHoB, no4Ta alessander.smirnov@gmail.com, Tenerpam @alessander_smirnov

TeMbl pa3roBopa Ha LWIKaJie BPpeMeHMu:

00:00 lMpepncTaBneHue ctaptana speechWORKS. CtapTan B paHHen a3e, eCTb TEXHOJIOMMSA, HO HET
npoaykTa. KoMaHfa 3aHMMaeTCsa ayanoaHaluTUKON: aHaIM30M SMOLUIA, aHaIM30M MHTOHauun. NuweT
3aMHTEpPEeCcoBaHHbIX B MPUMeEHeHUN TexHoorum. ObcyxaeHne nogxona, Ha OCHOBaHUM KakuUx NapamMeTpoB
henaeTcs aHanm3 1 4eM 3TO NepCrneKTUBHEN YeM NepeBOL PeYvYn B TEKCT M aHANINU3 B TEKCTe.

3afayvya Noncka KOHMINKTOB.

06:00 [MoNCK KOH(JINKTOB B KOMMYHMKaLMAX COTPYOHNKOB. BeisBneHne cboeB B bnsHec-npoLieccax yepes
aHasIN3 BHYTPEHHMX KOMMYHUKaLUWNA. Ba)KHOCTb CTaTUCTUYECKN AOCTOBEPHOW packAaAKu No Tunam
KOHMINKTOB, 4TOObLI oNpeaenTb NPMOPUTETHLI B 0TNaake BusHec-NpoLeccos.

08:40 lNMpurnaweHne K NnuaoTupoBaHmo. speechWORKS viieT nofen, y KOTopbiX €CTb peasibHble busHec-
3a4a4M 1 gaHHble, 4Tobbl fooby4yaTb HelpoceTKy. Te, KTo ByaeT coOTpyAHNYaTb C TEXHOJIOMMEN B PaHHEN
haze, noayvaT oby4YeHHyYI CMCTEMY Ha NAapTHEPCKUX HavYanax. KonnueHTpol ¢ 6onbwmm Tpadmkom, CRM, n
JI0AbMWN KOTOPbIE Y>XKe ceyac 3aHMMaloTCa NPoCayLlWwMBaHMeM 3BOHKOB, KOHTPOJIEM KaYeCcTBa, KOTopble
MOryT MOy4YaCcTBOBaTb B pa3dMmeTke. Cnctema paboTaeT y)ke cenyvac, No KpalHen mepe MOXKeT UCKaTb
KOH(IMKTHbIE 3BOHKW, aHaNU3npys ansibl.

HanbHenwnin pasrosop - 06Ccy>XxaaeM nepcneKkTrBbl, 4TO MOXXHO BbKaTb U3 TeXHONOrMK B ByayLiem.

12:00 lNoBeneH4Yeckasa mogesb DISC. BO3MOXXHOCTb CBECTU KJIMEHTA C TEM NMPOLAXKHUKOM, C KOTOPbIM
KneHTy byneT KoMmopTHeNn. 3ajadya gucnetTyepmsanmm KJINEHTOB BO BXOAALWMX obpaLlleHnsXx.

15:10 Koppensuunsa noseneH4yeckom mogenun DISC n Temna peyn.

18:00 dkcnepTusa No TemnepaType Anaa - KJIMEHT 3BOHUT, MOTOMY 4YTO OH y>Xe roTOB NoKynaTb, UK OH
X04eT NPOCTO Y3HaTb NoAPOBbHOCTN?

21:00 YyacTue KomaHAbl speechWORKS B xakaToHe "Lnchposon npopbIB”, COTPYAHUYECTBO C AETCKUM
TexHonapkoM KBaHTopuyM rno npodopmeHTaunm noapocTKoB.

24:00 Bo3MOXXHOCTb faBaTb COTPYAHMKY KONJILLEHTpa B peasibHOM BpeMeHW NoACKa3KK AN MOACTPONKU
nog KaneHTa. Mo>XHO BbISIB/IATb MOMEHTbI, KOrda KJAUeHT "rnonsbiai" n He BOCNPUHUMaeT NpogakHUKa,
MO>XHO faBaTb €My CUIHas, YTO HY>XHO 3aMed/InTb TeMN pa3roBopa.

27:00 Ba>kHOCTb MHTOHauun. 10% nHpopMaumnm B obLieHnn 4enoBek BocrnpuHmnMaeT n3 cnos, 90% n3
MHTOHauun. Noyemy B Poccmm nioxo paboTaeT TexHuKa npofax CMNH - KNnneHTbl HEOXOTHO OTBEYAlOT Ha
Hallwn BONPOCHI. B ntore, Nnpofa>KHUKM o6XXNratTcs, CTECHAIOTCA 3ajaBaTb BOMNPOCHl KAMeHTaM 1 paboTatoT
B pexmMe aBTooTBeTHYMKA. CyLLecTByeT NoTeHUMasbHas BO3MOXXHOCTb Ha 3Tane cobecenoBaHns BbIABAATb
noaen, KOTopbiM KIMeHThl 6yayT oTBeYaTb Ha BOMPOCHI € 6bonblien roToBHoCcThio (HR-3kcnepTusa).

30:00 lNMepemMbiBaeM KOCTOYKM NMpoekTy F2Fgroup - nnuesasa n ayano buomeTtpus, Nncmxonorndyeckmne
npoduan no ayanokKaHany, Aelwesbli noanrpad (4eTeKTop />KU) - BOSMOXXHOCTb MOHATb, YTO YEJI0BEK YTO-
TO CKpbIBaAeT Mo MHTOHaLMAM B rosoce.

33:04 Ba)KHOCTb MCKPEHHOCTU 1 3KCNEepTHOCTN. POpMUMPOBaHNE [OBEPUS N IMOLMOHaIbHON CBA3WN.

33:50 [aTaceT Ana Nosy4eHUs AeTeKTopa JIXKU MOXKHO cobpaTb Ha BUNIMHIoBbIX cobbITMAX. Koraa
yesioBek obellaeT onnaTUTb U HE MJATUT, KOrA4a YesioBek obelaeT onaaTuUTb N MaaTeX NPUXOANT.

38:40 O6cyxpaeM NepcnekTUBY pelleHnsa 3aga4vm nomcka npobaemMHbix caenok. B b2b HopMa XXU3HM -
6ecKoHeYHble MePeHOChbl CPOKOB MPUHATUS peLlleHns. MOXXHO I Hay4YUTbCA OT/IM4aTh CMTyaumio, Korga
KJINEHT NEPEHOCUT CPOKMN MO 06 BEKTMBHBLIM MPUYMHAM, OT CUTYyaLWUn, Korga rno gakTy Mbl BbiNaam n3
npuopuTeTa U KJIMEHT Y>Ke OPUEHTUPYETCA Ha APYroro nocTaBLUMKa (eTEeKTOP 3aMHTepecoBaHHOCTKN)? 3TO
Ba>XHO AN Toro, 4tobbl POl MOr NOHATL, YTO cAefiKa No4 Yrpo30M, U Nopa BBECTU YCUEHME
(3apmencTBoBaTb MHCAMAEPOB, 3a4€NCTBOBATL JIy4llEro creunanmcTa). MoxxHo cobpaTb gaTacer,
opueHTupysicb Ha CRM-cobbiTus.

51:26 HR-3apa4a. O4eHb HM3Kaa JoXoaMMOCTb A0 cobecepnoBaHun. M3 gpecatu Tex, KTo noobewan npunTu
Ha cobecepoBaHue, NPUXOJAT Tpoe. HEMOHATHO, KyJa OeBalTCA CeMb U3 AecAaTu. Bo3MOXXHOCTb 06yunTh
OEeTEeKTOp /KM Ha penmkax Jlogen, KotTopble obeLwann NnpunTv N He NPULLIIN.

56:54 Eule pa3 komaHaa speechWORKS oTKpbITa Ans cOTpyaHMUYeCcTBa, roToBa pacCMaTpuBaTh
opraHu3aunm Xxenawuwmx KonaTe 3TN TEMBbI.

CokpalieHuns:

TY - Tumyp YyayTtos (OK AnTuwwHumk, ex-RiNet).
A3 - AHTOH 3t03U1H (speechWORKS).

AC - AnekcaHgp CmunpHoB (speechWORKS).

TY> 3ppaBcTBYHTE, Aoporue apysba! Y Hac ceroaHa HoBas pybpuka "fdopory monoabiM!" OGbI4YHO
A paboTalo c NnpoayKTaMu, KOTOpPble MOXXHO B3AATb M KyNUTb, @ ceM4ac y MeHA peaKas cuTyauus
CcTapTana B COBCEM paHHel ¢ase. Ho pebsaTa 3aHUMaIOTCA pe4eBOA aHAJIMTUKOMN, aHAZIU3OM
3MOLMK, a 3TO AJIA MEHA caMan nbuman Tema, A en roplo. l SHTy3MacT 1 NaTpMoT, NO3TOMY Kak



pa3 c 3TUMK pebATaMu peLunn 3apesiu3uTb UHTEPBLIO. TeM Dosiee, YTO MM KaK pa3 cervyac HY>XXHbI
noau, roToBbie OKYHYTbCA B MUP NUJIOTUPOBaHUsA, Usrotoesieius MBI, >xenaowme noy4acTsoBaTh
B uMcppoBOM peBoJIIOLUU, KOTOpPas Y Hac ceMyac npoucxoaur. NMpencraebTech, NOXKaNyMucTa.




[MoxxeT nu poboT onozHaTb NPo6AEMHOro KaneHTa?]

AnekcaHap CMUpHOB U AHTOH 3t03UH

A3> [obpbin geHb, poporve apy3bsa! 9 3t03uH AHTOH U AnekcaHap CMupHoB. Mbl koMaHaa "speechWORKS",
M Mbl 3aHMMAEMCS KaK pa3 TEXHOJIOrMen, KoTopas No3BoauT B 6amkanwem byayuiem niobomy xenawwemy
Yyepe3 TenedOoH Uan Apyrve yCTponcTBa y3HaTb 0 cobeceiHMKe KaKyo-TO NMOJIe3HYI0 MH(OPMaLUIO:
MY>XYMHa, XKeHLLWHa, NCUXOTUM, aMoLUMn N Tak fasee. bonee noapobHo cenyac AnekcaHpp Kak pas
pacckaxkeT 06 3ToM BoMpoce, NO3TOMY BCEX MPUriallaeM K TOMY, 4ToObl MOAPYKUTLCA, HaYaTb Ananor n
nonpoboBaTb B AENCTBUM AaHHOE NHTEPECHOE COBPEMEHHOE peLleHne. AnekcaHap?

AC> Bcem npuBeT! Kak cka3zan AHTOH, Mbl CAenanan Takon ABUXKOK, KOTOPbIN MOXKET pacno3HaBaTb MO
roN0CYy Kak BO3pacT M NoJ 4enoBeka, Tak U 6onee BaXkHble OJ18 aHaIM3a IMOLUUIA XapaKTEePUCTUKN -
TakKue Kak HaCcTpoeHue, Temn peyn, pazbopynBoCTb peydun, nepenanbl €ro MHTOHaUUNA 1 apyrue dakTopsbl,
KOTOpblE€ BAMSAIOT Ha TO, KAKON y 4YesioBeKa, Hanpumep, TeMnepaMeHT, HAaCKOJIbKO 3(Pp(HEKTUBHO OH MOXET
npofasaTb MPOLYKT WM OKa3biBaTb TEXHNYECKYIO MOLAEPXKKY U Mpoyne gpyrme MOMeEHThI.

TY> 3BY4YMT O4E€Hb MHTEPECHO U BKYCHO. Y MeHSl KaK 4YeJsioBeKa, KOTOpPbIA NOTPaTuJ, MOXXHO
CKa3saTb, roabl )KM3HM Ha KOHTPOJIb Ka4yecTBa, pBeTcAa Bonpoc. flaBante, 6yay 3apaBatb 6auu,.

MepBbin BONpoc. AHaJIM3 SMOLIMNA - TEMa O4YeHb cTapan. U Bcé npeabigylwiee BpeMa s
pa3roBapuBan CO BCEMU, KTO 3aHUMaeTCA NOCTAaBLMKAMM pe4yeBOM aHAJIMTUKKU, TuaepaMu pbiHKa -
flupekcomMm, "Fonemica", "Speech Analytics" u nlogbMmu, KOTOpbie NPOBOAUJIN UCCJ/IEAO0BaHUA, U BCe
roOBOPMJIN, YTO Ha AHIMIMUCKOM A3bIKE aHaJIu3 SMOLUNA €CTb, @ Ha PYCCKOM si3blKe aHa/iu3a 3MOUUuN
HeT. U paHbLlie Bce peweHusn 6biamn yepes Speech To Text. To ecTb, Bce pewueHua 6a3mpoBasinch
Ha Speech To Text, a He Ha aHanu3e TeMb6poB. YTo ceityac npousowno? B yem pesoniouuna? B yuem
U3MeHeHun?

AC> MbICc/i1 no moBogy TOro, 4Tobbl caenaTbh TAaKOW OABUXKOK, MOSABAAINCL AaBHO. 9 cyuTato, 4To B Poccum B
MPUHLMWNE Takne TEXHONOrMYeCKNe peLleHns NosBASIOTCA NO3)Ke, HO B l@aHHOM CJly4ae, MHE Ka)KeTCs, 4To
CKOpee BCEero, 3TO CBA3aHO C TeM, YTO pacrno3HaBaHMe peyun - 3afadva bosiee NOHATHaNA, YeM aHaIM3 SMOLUNA.
W Hay4Hble HapaboTku, onybankoBaHble B OTKPbLITOM AOCTYMNe, MOryT NoAckKasaTh, Kak 3To genaetcs. lNntoc,
onsATb XKe, ONbIT APYrMX KOMNaHUI. To eCTb, Cenyac Mbl BUAUM, YTO LENCTBUTENLHO MOSABASAETCS OYEHb
MHOIO HOBbIX KOMMaHWIA, KOTOPbIE 3aHMMAKOTCA aHaJIM30M TEKCTa, peyun. A Mbl peLnin NonTn B 3Ty cdepy,
MOTOMY 4YTO YBUAENN B 3TOM AOMOJIHNTESIbHbIE BO3MOXHOCTU - YTO-TO, YEro AeNCTBUTESNIbHO Ha POCCUNCKOM
pbIHKE He Tak MHoro. [osTomy 6yaem npoboBaTb.

TY> 1 Bupgen Bawy AeMKy, Ha AeMO-3BOHKaX AEUCTBUTEJNILHO yaaeTcsA onpeaesiut SMouun. To
ecTb KJIlo4ueBas 3agaya - 3TO N0 KpauhHelh Mepe BbifiBJIEHUE KOH(MhIMKTHOro KJIMeHTa. Y>Xe XopoLuo.
To ecTb 6e3 Bcakoro DISCa, KOH(IMKTHbIE 3MOoL UM - y)Ke xopowo (DISC - nonynsapHas Mmoanenb
OMUCaHUA TUNOB JINYHOCTH). 5l obLanca c aKcnepTaMu Ha 3Ty TeMy. YTo rosopsaT niogu? Yto B
AaHHbIA MOMEHT NO aHaJZIn3y 5MOLUMN 3KCMNEPUMEHTbl €CTb, HO HU3KasA AOCTOBEPHOCTb. DKCNEepThl
roBOpsAT: SMOLUM MOXXHO OMNMpepesiuTb, HO He C YA O0BJIETBOPUTEJIbHOW TOYHOCTbIO (Kak byaTo,
6nuH, Speech To Text y Hac c ynoBneTBOpUTENIbHOW TOYHOCTLIO, BUgen s 3Tot Speech To Text),
TaM o4eHb MHOro owunbok. Ho Mbl )ke 3anyckaeM He orHeMeT no cpabaTbiBaHUIO SMOL MK, BCE
paBHO MAEeT penopT COTPYAHUKY Ha AOC/AYyLUUBaHUE - YeJIOBeKy, KOTOpbin OyaeT pocnywimBaTtb 3THU
3BOHKM M NOHMMAaTb, AEUCTBUTEJILHO JIN 3TO KOH(JINKTHBINA KJIMEHT, UJIM NPOCTO YeJyioBeK
TeMnepaMeHTHO rosoput? Ecnm Oypert Kakoe-TO KOJIMY4ECTBO JIOXKHbIX cpabaTbiBaHuh - 20-30%, A
cyuTalo, YTO HOpMaJibHO. [lng 3apay oTaesia KOHTPOJIA KavYecTBa 3TO O4E€Hb XOPOLUUK, OYEHb
Ba>XHblA NOKa3aTeJib - MOHUTOPUTb KOH(PJIMKTHbIX KJINEHTOB U pa3bupaTtbcsa - nouemy nwoau Obiam
HeAo0BOJIbHbI HALLUM CEPBUCOM, NOYEMY OHM paccTpauBaloTcsa?

Ewle eCTb MOMEHT, KOTOpbIN 00bIYHO ynycKaeTcAa. fl roBoplo, Kak cneuuasauct no Bonpocy
KOpNoOpaTUBHOMW OT/NaaKu OM3Hec-npoueccoB: o4eHb Ba)kHas uHopMaLumsa - neperoBopbli BHYTPU
KonnekTuBa. O6bIYHO, KOrga pasroBapMBaloT COTPYAHUKMU C KJIMEHTaMM, BCé BEXJIMBO U
akKypaTHo. Korpa coTpyaHUKM pa3roBapuBaloT APYr C APYroM, ecsiu peanbHo 6bin
onepauuoHHbIi cO0M M YTO-TO NOLLJIO HEe TakK, TO TaM 3MOLMU HUKTO He chunbTpyeT. MosToMy, ecnu
ABUXXKOM aHasu3a 3MouMn obpaboTaTb BHYyTPEeHHME roJiocoBble KOMMYHUKaL MU, TO MOXKHO O4YeHb
MHOroe y3HaTb O COCTOAHUM cBoero 6usHeca. [i/ia pykoBoauTena 3To 6yaet Ba)KHaa-npeBa>kHas
mHdopMaumsa, NOTOMY 4YTO Bbl NOJIy4YuTe MH(POPMALLUIO, YTO NPOUCXOAUT Y COTPYAHUKOB Ha CaMOM
pene. Kakon-Hmbyab MOHTa>KHMK Ha CK/lage NoJiyyus He TOT poyTep, Kypbep npuLlesn He Nno ToMy
appecy M Tak pasee. O6bI4HO OpraHM3aLUOHHAA CUCTEMA U30JIMPYET OT PYKOBOACTBA Takue
KOCAKU. TO eCcTb, OHO 3aMeTaeTCA Noj KoBep, MEHeA>KMEeHTOM ONepPaLUOHHbIM YPEerysmpyerTcs u
BCE& XOpOoLUOo Yy Hac. A TyT, eC/iu caesiaTbh TaKylo LUTYKY, MOXKHO MOJIY4YUTb NPAM NpaBusibHoe
noHuMaHue pa6oTbl BU3Hec-npoueccos.

AC> NHTepecHbIN Keinc, aa.

TY> [a. 1 npoCcTO 3HTY3MacCT 3TOM BelM - 4TO Ha3biBaeTcAa "TQM", HenpaBunabHoe



cCoBepLIeHCTBOBaHue 6u3Hec-npou,eccoa. N3BUHMTE, NApPHM, YTO A 3a BaC rosopio.

3auyeM 3Ta WITYKa HY>XKHa Boobuwe? B yueM cyTb? PeanbHo B 11060M cepBuce ectb npobnembl. U Ha
CaMOM peJie, pyKOBOAUTEJIb HUKOrAa He 3HaeT, YTO MMEHHO ABJIAeTCA NPUOPUTETHbLIM, YEM Hap o0
3aHUMaTbCA B NepBylo o4yepenb. 1 opraHusauMoHHO O4YeHb CJI0OXKHaA 3apmaYa - cobpaThb
CTAaTUCTUYECKU AOCTOBEPHYIO packKjiagKy o npobnemax cepeuca. MNotoMy 4TO, NOBTOPAIOCH,
Bcerga Bce npob6nemMbl paspyMBalOTCA Ha YPOBHE COTPYAHUKOB. COTPYAHUKU BCE pa3pysiuBaloT, U
PYKOBOACTBO NoJsiy4yaeT KapTuHy "Bcé xopoLio, npeKpacHass MapkKku3a" - 3To (pyHaaMeHTaslbHoe
CBOWCTBO opraHu3sauun. Ho Henb38 OJHOBPEMEHHO COBEepLUEHCTBOBAaTb BC&, HaA0 BbiIOMpaTL
npUopUTEeTHbIe MecCTa, Y3Kue, KpuTudHbie. Kak ux noHaTb? TONIbLKO CTaTUCTUKA, KOTopas
no3BoOJiISeT OLeHuBaTb MaccuB obpalleHui, U No MaccuBaMm obpalleHUi BbIABAATbL TO, 4YeM
peasibHO Hef,0BOJIbHbI NOJIb30BaTeJIU HalLero cepBMca UJn COTPYAHUKMU C TOYKMU 3peHus busHec-
npouecca. Bor nosaTtoMy s TONJ110 32 aHa/JIu3 SMOLUMA.

MapHu, o4eHb XOpPOLLO, YTO Bbl €CTb. I3BUHUTE, YTO ONATH XKEe 3a Bac cKaXy. B yem cyTb Hawero
acdupa? OJoporuve apy3ba! Y MeHsa MHOro ¢opeHAo0B, KOTOpPble 3aHUMMAIOTCA KOM-LeHTpaMu,
3aHMMAIOTCA HaNla)kuBaHueMm bmM3Hec-npoueccoB. 3To 30J5i0Thie ToBapuwm: "speechWORKS" -
AnekcaHpp, AHTOH. Ecnm BaM 3Ta TeMa Tak Xe 6JiM3ka, Kak MHe, TO MoXXeTe 06paTUTLCA K HUM
HanpsAMylo, A NoBeLwy KOHTaKTbl. OHM cernvyac ULLYT MecTa, rae UM MOXKHO NONUJIOTUPOBATLCA,
MOTPEHUPOBaTh CBOIO 3/I0BELLYIO HEMPOCETKY.

A3> O4eHb pobpyto HenpoceTKy. He Hafo, OHa He 3510BeLlas.

TY> Oo6pylo, NOHATHO. OTa Bo6pas HelMpoceTKa y)Xe AaeT Kakue-TO NoKa3aTeJiu, HO NOHATHO, YTOo
KaK TOJIbKO Mbl HA4YHEM ee BHeApAThb, Cpa3y Halo ee aooby4yatb. U nocne uukna poodby4yeHus oHa
CTaHeT OoYeHb NoJIe3HOWU U, KaK A NOHAN pebAT, Te, KTO Noy4YacTByeT B 00y4ueHumn HelpoceTH,
NOJNIY4UT NOTOM JIbIOTHLIE JIMLLEH3UM HA UCNOJIb30BaHue ABMXXKA, U OyaeT BO3SMOXKHOCTb 3TOT
OYeHb LEeHHbIH MHCTPYMEHTapUi UCNOoJIb30BaTh B CBOUX LesisX. He Ha pbIHOYHBIX YC/IOBUAX, @ Ha
napTHepCcKux. fl NpaBUJILHO NOHUMAal0, NOATBEPAUTE, NoXKanyucra?

A3> [a.

AC> [la, 1 5 Ha caMOM Jene NMoJIHOCTbIO COrJIaCceH C TeM, novyemy 6bl HAM XOTENI0Cb NOYYaCTBOBATb B 3TUX
nusioTax, ToO eCTb HANTWN NapTHepoB? MNOTOMY YTO OHU HAaBEPHSsIKa pacrnonaraloT OFPOMHBLIMU MOLLHOCTSAMM,
pecypcaMmu 1 aHHbIMU, YTO B Halle BPeMS SIBJISIETCS OYE€Hb Ba>KHbIM (PaKTOPOM ycrnexa. A y Hac B CBOIO
oyepenb, CTb BbICTPOEHHbIN NainaanH oby4yeHns oT Toro, 4To Mbl 6epeM gaHHbIe 1 BbICTaBJIIEM FOTOBOE
pelwleHune. To eCTb FOTOBOE peLleHne B BUAE CEPBUNCA, KOTOPOMY MOXKHO OTMPaBNSATbL (haisibl U Mosy4aTb
OTBETHI. A a/iblle Mbl MOXKEM HAMpPaBAATbLCA B I0OYI0 BETKY Ha NyTW Pa3BUTUS TOrO, YTO Mbl YBUOUM, YTO
3axoauT. ECAn Mbl noiMeM, HanpuMep, 4To HanbosibLWnM nNpounToM obnagaeT onpenesieHne KOHMANKTHbBIX
ANanoros, Mbl 6yJieM yayyllaTb B 3Ty CTOPOHY. ECI Mbl YBMAUM, YTO 3TO NOACTPOKa MeHeaxKepa nog
KJIMEHTa B PeXXMMe peasibHOro BpEMEHU - 3TO KpyTas-KpyTasi TeMa Ha NpakTuke, Mbl byaem paboTaTb B 3Ty
CTOPOHY.

TY> [lenoBas 4acTb Hallero pasroBopa 3akoH4usacb. BoT pebsaTa, 1 noBelly X KOHTaKTHI,
MO>KHO OypeT c HUMU BbIUTM HaNpsAMYylo, NOroBOpuTb. MeHA Kak XXypHanucTa, rueHy nepa
Aep>XuUTe B Kypce, i O4eHb X04y CONpPOBOXXAaTbh NUAOTbLI HA YPOBHe "Obisio - cTano". MHe npocTo
MHTEpPEeCcHOo, KaK BCE 3TO Aesio NPOUCXOAMUT, 3Ta PEBONIOLUA Ha NPaKTUKe.

C aHaNn30M KOH(IMKTa MHe BoobLle BCE NOHATHO. TaM XalWTeK UCKJII0YUTENIbHO B TOM, 4TOObI ero
HaWTM M pajblue OTNPaBUTb Ha cynepBan3epa, KOTOPbLIA UM NPUMET, 4TO 3TO npobnema, nnm
OTBeprHeT, cKaXkeT: "3aecb y Hac owumbKa pacno3HaHuAa". fanblie aHasIn3bl KOH(PJIMKTA HYXKHbI
ANA TOoro, 4Tob6bLl cAaenaTb CTaTUCTUHECKU A,O0CTOBEPHYIO KAPTUHY CEPBUCA UJIM KaKUue-To
onepauuoHHbIe BbIBOAbI, YTO TAKOU-TO COTPYAHUK Bbi3bIBAET Y KJIMEHTOB HEeratue (IM4HO MOM
onbIT - ObIBAaNIN CAy4Yam, 4TO KTO-TO "arpuT" KnueHToB). BoT Tak. To ecTb, 3TO y)Xe 6anm>xanwasn
nepcneKTuea.

A 4yTO Kacaetca DISCa - paBaiTe Ha 3Ty TEMY NMOroBOpPMM. 3TO y>Ke y HacC noLues1 KOMMep4YecKum
high end. 1 cenuac BBogHyl0 pam.

Al cmoTpen 3Ty TeMmy. lNepBoe - 1 B Hee Beplo. TO eCTb A 3HAlO, UTO €CTh JII0AU, KOTOpPblie B Hee He
BEPAT U CYUTAIOT, YTO TaM TeMbl HeT. [laBauTe O3BYy4YMM NOCTAHOBKY: aHaJIM3UPys KakKue-t1o
MHTOHaUUM, TeMOPbI rosioca MOXKHO pellaTh KOMMep4Yeckue 3aga4ym Kakoro xapakrepa? MNepsoe -
AaBaTb 3KCNepTuUsy no KaueHty. HanpuMmep, oTBevyaTb Ha BONPOC - 3TOT KJIMEHT X04YeT KYNUTb UK
OH TOJIbKO MHTepecyeTcA? ITO O4YeHb Ba>kHbi BOnpoc. NMpakTuyeckumn Kemc 1 BUXKy TakK: B KOJUI-
LeHTp uaeT Bxoaawee obpawieHue. Mbl KaKUM-TO 0O6pa3oM NOHMMAEM, HTO 3TOT KJIMEHT ropsA4mmn
M ero Hapo TalWuTb MO BOPOHKe npopax. Ecsim Mbl NnOHMMaeM, 4YTO KJIMEHT Ha CaMOM peJie NpocTo
ocMaTpMBaeTCA, NPULLEHUBAETCH, YTO €My paHo npoaaBaTh, €ro HaAo0 TalWUTb HA KOHTEHTHYIO
BOPOHKY. TO eCTb, MO CyTH, €ro HagJo OTNPaBAATL APYIrUMM CNeuuasnucTaMm, He MeHea>kepaMm no
npopaxke, a MeHeg )XepaM, KOoTopble OyayT BbIACHATbL U CHa4yaJia npopaBaTh uaeto. Takas
ucrtopusa. MoxxeT 6bITb 3TOro YesioBeKa HafAo0 NUXaTh NPOCTO B aBTOBOPOHKY U rpeThb pacchbiJikaMu,



KOHTE@HTOM, OH eLue He rotoB KynuTh. EcTb TaKOM Kenc.

EcTb ewie Oosiee nsowipeHHas Bellb - KOMNJIMMEHTaAPHOCTb. VI3BecTHasA UCTOpUA, YTO KJIMEHTaM
onpepaesneHHOro TuNa Hy>KHo AaBaTb NpoAaBLOB onpeaesieHHoOro Tuna. s nposoAua MuTansl No
MalUMHHOMY 3pEHUIO, U TaM JIIOAU, KOTOpPble 3aHUMAIOTCA IML,eBol BuoMmeTpuen, Konasim MMeHHO
3TOo HanpasneHue. BestFitMe KoHkpeTHO. B MOeM KaHaJsie ecTb MUTan Ha 3Ty TeMy. OHM peLuanu
KakK pa3s 3Ty 3apmady - KOMMJIMMEHTapPHOCTb coTpyaHukoB (HR-3apa4ya) 1 KOMNIMMEHTapPHOCTb
KJIMeHTOB (KOMMep4yecKas 3agaya - noabupaTtb KJIMEHTY NPaBUJIbHOIO Ceinsa u paBaTthb
neperoBopHyto ctparteruio). Ho ocHoBHas npob6aema c nuueBo 6momeTpuen. NMouyemy A cuuTaro
3Ty MUCTOPMIO TYNUKOBOW - JIULLEBYIO OMOMETPUIO OYEeHb TAXKEJNIO CHATb. TO €CTb OYEeHb TAXKENo
CHATb JIMLEeBYyl0 OMOMeTpuUIo, NPOCTO Y4TOObI NOAYUYUTb HY>)KHOE KOJINYeCcTBO KaapoB, B puTensie Tbl
ee He NoJly4Yuillb, O4eHb BO MHOIMMX CUTyauuaxX He noay4yulb. A ayamobuomeTpusa BeCTBUTENIbHO
TaK yCTpoOeHa, YTO CHATb ee ropasao npoue. Hanpumep: Bxoasuiee B KOJII-LLeHTP obpalieHue, u
Mbl MOHUMAaEM, YTO AJIA KJIMEHTOB 3TOro TUNa HY>XKHO AaBaTb npoaasua 3Toro Tuna. Ecam Mol
MO>XeM npocTpamBaTb TaKue KOMMYHUKaL UK, TO 3TO NPSMO OroHb! Y KOro KpynHblie KoJJ1-LLeHTPbI,
KTO 3aHMMaeTCA KoOMMepLuuenh, aAyMmalo, C BaMu C Y,0BOJIbCTBMEM NOroBOPAT, €CJZIN BaM €CThb, 4TO
Ha 3Ty TeMy cKa3aTb.

MpocTuTe, 4TO A TaK MHOro roeopio. fl 3akoH4yun. Paccka>kute npo DISC. fl pacckasan npo
PbIHOYHbIN 3aMNpPOC U PbIHOYHYIO HageXAay. A 4TOo y Bac eCTb U3 TOro, 4To MO>KHO nowiynartb?

AC> AHTOH?
A3> TuMyp, Tbl ONATb BCE pacCKa3an 3a Hac.
TY> MpocTm.

A3> Kak pa3 To, K 4YeMy Mbl ngem. 9 XxoTes HEMHOXXKO pacckasaTb NPO UCTOPUIO N CTAHOBJIEHNE Hallero
CTapTana, HO JaBal pacCKa)ky 4yTb Mo3»xe, 4Tobbl He 6bIN0 BbIpBAaHO U3 KOHTEKCTa. A npo DISC Toraa
nepenam cnoso Cawe. Cawa?

AC> Xopowlo. [lencTBMTesNbHO, MO0BLLaBLLINCL C HEKOTOPbLIMU NIOAbMUN, KOTOPbIE 3aHUMAIOTCS
KOHCA/ITUHIOM, B TOM YuCJ/ie B KOJII-LLEHTPax, Mbl 3aMeTU/IN TaKylo WTYKY. ONATb XKe 13 Hallero onbiTa
y4acTusa BO BCAKMX NPOrpaMMeEpPCKNX COPEBHOBAHMAX, Mbl MOHSAN, YTO B MPUHLIMMAE, MOXKHO Ha OCHOBE
KaKMX-TO FOJI0COBbLIX XapaKTEPUCTUK MOaydaTb Kacc no 3ton moaenun DISC. 9Ta mogenb UCMob3yeTcs
OY€Hb WMPOKO A1 MpoopueHTauUnmn, 05 OLEHKN KIINEHTOB. W Mbl 3aMeTuaun, 4TO Takne rosocoBble
XapaKTePUCTUKN, Kak TeMM peyn, SKCNPECCUS B rosioce, Hanm4vme B6aHasbHbIX Nay3, NnepenanoB MHTOHaUUK
- BCE 3TO MOXXET HaM CKa3aTb O MCMXOTUMe 4YesioBeKa. TO eCTb, HanpuMmep, ecam 3TO AOMUHAHTHBIA TUM, TO
Yy HEro rpoMKas pedb, KOPOTKME Nay3bl, IKCNPeccnBHas pedb. Ecim aTo Tun 3aBncMmMocTb, 6onee cnabuin, y
Hero 6oslee TUXNIM rosioc, OH HE TaK SIPKO Bblpa>KeH. Mbl BCE 3TO MOXXeM OTCNeanTb U Aa, AENCTBUTENLHO,
Mbl MOXXEM HamnpaBUTb YEJIOBEKA K HY>KHOMY MeHeO )Kepy, KOTOPbIN HaMAET OJ1 HEro rnpaBuJibHbIA Noaxon,
CO3[acCT Tenyt aTMocdepy JOBEPUS, B KOTOPOM OH MOMMET, 4TO 3TOMY YeJIOBEKY MOXXHO A0BEpPSAThb, 1 S
KynJo y TOro, KOMy s MOry 0oBepsTb".

A Lpyron nomMeT, 4TO TyT pebsiTa roBOpPAT AENCTBUTENIbHO KOHKPETHO YeTKO, TO4YHO: "O, MHe 3TO Hy>XHo! {1
nobnto pabotaTb C TakKMMU NOABMU, S KyNo Yy Hero". A HaobopoT ecnn nepenyTaTb, TO TyT OyayT
npobnemsi.

TY> OomuHaHTbI 6yayT OmThCA Aapyr 06 apyra poramu, pa?

AC> [la. To eCTb 5 BUXY 3TO TaK, HO 3TO rMnoTe3a, ee Hafo TeCTUpPoBaTb. Y HAcC A1 3TOro BCE eCThb,
welcome, naBaliTe paboTaTh!

TY> BoobGLue oroHb! Y MeHsa ceyac cpeam Mmoux (ppeHpoB Ky4ya bMsHec-TpeHepoB, KOTopble C
3Tum DISCom paboTaloT. fl 3Hal0 nopgen, Kotopble cuutaloT DISC WwapnaTtaHcTBOM, 4TO 3Ta Moaeb
Hay4HO He 060CHOBaHa U HOCUT onUcaTesibHbIA XapaKTep. 3TO MMEHHO MoAeJsb, KoTopas
nossonseT MHoOpMaLUIO B rosioBe ycTakaHUTb. TO eCTb OHa He ob6slapaeT Hay4YHOW TOYHOCTbIO,
OHa A A Toro, 4ToObbl ynpocTuTb XXU3Hb. HO, C ApPYro CTOpPOHbI, ecTb TPpeHepbl, KoTopble B DISC
BepAT un Ha DISC 3aTauMBaloT COTPYAHUKOB. TO eCTb, €C/IN A,0CTAaTOYHO KPYNHbIA KOM-LLeHTpP, TO
AEeNCTBUTEJIbHO MOXXHO CBOAUTb KJIMEHTOB U NPOAAXKHUKOB - MOTYT ObiTb O4eHb MUHTEpPeCHble
ucropum.

fl KaKylo UCTOPMIO CHUTAIO NEePCNEeKTUBHON? ITO KJlacCUYecKasa OMTBa MeXAy MapKeTUHIOM U
npopa>kaMu 3a TeMnepaTypy sivpa, NOTOMY 4TO HA Hee 4acTo MU MOTMBALUIO 3aBA3bIBAIOT. fl BOT
YTO NOAYMaJsl UMEHHO C TOYKM 3PeHUs OaHHbIX U 0OyYeHUss HEeMPOHKHU.

NMpeambyna: korpa s ewe pykosoaun RiNetom, y meHs Obll COTPYAHUK - O4E€Hb ONbITHbIA
TeJieKOM-CeWJ, OH paccKa3sbiBaJl TaKylo ucrtopuio: "CHuMmalo Tpybky, roBopio ¢ knameHtom 30
cekyHpA. Ewie HM4Yero He Nnpo3By4asio, HUKAKOM CyLLeCTBEHHOU uHdopMauum, NnpocTo
Mno3A0pPOBaJINCh, HO MHE y)Xe NMOHATHA B L,eJIOM KapTUHa, A 3Halo OTBeThl Ha ABa Bonpoca.



MepBbliA: YeN0oBeKYy Haf0 CPOYHO KYNUTb UJIU OH NPULLEHUBAETCA, €My BCé paBHO, NOKyNaTb UJIN He
nokynaTb, BpeMeHHOro ¢pakropa HeT? A BTOPOM BONpPOC - 3TO JIML,0, MPMHUMAlIOLLLEe peLueHue,
nnu, rpybo roeops, cekpetapb, KOTOpblih cobupaeT nHcgpopmaumio?*".

Mo ABYM 3TUM BEeKTOpaM OH packnapablBaeT CTpaTeruvio, 4To Hafo0 € 3TUM KJIMEHTOM AesiaTh, O YeM
C HUM roBOpUTb U Kak. NMoHATHO, YenoBek 20 net oTpaboTan TeNneKoM-censioM u, ecsu
AENCTBUTEJIbHO MOXXHO AaBaThb Ha BXOAALLEM 3BOHKE HEKYIO 3KCnepTu3sy Mo npepnnosiodkeHMsAM no
TeMnepaType nupaa - 3To, KOHe4YHo, oroHb! Mo KpaHen Mepe He Hapo cpa3y GpocaTbcs co
CKMAKOM, ecnu YenoBek cnewmT. U 1 K yemy? TaMm € TOYKU 3peHUs 0Oy4YeHUs AaHHbIX, €eCTb O4€eHb
npocrtasa MeTka - 3To CRM. To ecTb Mbl MOXXeM u3 "Butpukca" Boirpedbartb coenku, oTpybaTthb
nepsbie 30 ceKyHA, pa3rosopa B KaHaJie KJIMeHTa U CMOTpPeTb - Obisia ObICTpas NOKyNKa UJmn He
Obina? Ecnu Obina ObicTpan cpesnka - 3HAa4YUT, Mbl NTOHMMAEM, YTO JIIOAU C STUMU UHTOHALLUAMMU
nokynaloT bbICTPO, N0 KpalHel Mepe He Haao K HUM b6pocaTbca aenatb CKMAKKU. Takas ucropums.

onaTb Xe, ecnuy niopen ectb pa33epHyTblﬁ npouecc, To ectb DaTaCauHTUCTDI, KOTOpble MOoryT
AOOGy‘-IVITI: M B 3TOM BOMNpocCe no3KcnepuMeHTupoBaTb. I3BUHUTE, YTO A ONATL 3a BaC roBoplo.

A3> [la. Ho dhakTnyeckun, ecnm 6paTb B JaHHOM C/lyYae NPOAYKT Kak pelLleHune, KOTopoe rno3BosisieT
oboratuTb MHOPMALINIO O KIMEHTE U fafiblle ee AoMoJHNTEeNbHO obpaboTaTb. BOoT To, 0 4eM Thbl cenyac
Ha4van ropopuTb B nsaHe CRM-cucTeMbl, HAKOMJIEHUN OaHHbIX O TPaH3aKLUUAX N NPOYMX BeLlax.

1 XoTen oTKaTUTbCS HEMHOIO Hasag, korga Boobuie Mbl ¢ Callen BCTPETUINCE U HaYaIn BCIO UCTOPUIO
npopabaTbiBaTb. CHa4vana ynop 6bin Ha onATb Xe Speech To Text - Knaccnyeckyo Moaenb N y)Xe aHans
TeKCTa TyZa, Ha T€ MOMEHTbI, 0 KOTOPbIX Mbl AyMai, YTO OHN MOryT BCE-Taku ABMSATbCA BaXKHOW
LLEeHHOCTbI0. Mbl NOTOM MPULLIIN K TAKOMY MHTEPECHOMY BbIBOAY, KOraa BMecTe ¢ Callen y4acTBOBa M Ha
"LincdopoBomM NpopbiBE" N Aa)Xke 3aHAAM TaM 04HO 13 nobedHbIX MeCT, 1 BOT Celyac BbiWnM B huHa C
pelleHneM, KOTopoe No3BoaseT AONOJIHUTENbHOMY 06pa30oBaHuIO (a KOHKpeTHO "KBaHTopuyMam") oenatb
renmMmnurkKaumnio npouecca obyyeHuns, BbiCTpanBaTb 0bpa3oBaTesibHYIO TPAeKTOPUIO 19 AeTen, rae Mbl Kak
pas MpUMeHnIN 3Ty TEXHOJIONNIO ANA TOro, 4Tobbl MoKa3aTb, Kak 3Ta WTyKa MOXXEeT onpenenaTb ncuxoTumn
pebeHka n ero 6as3oBble MOTMBATOPHI.

MpuyeM, Kak cenyac ncnonb3yerca? ECTb NpodopneHTaTop, KOTOPbLIN eANHOPa30BO roBOpUT: "TBOM
pebeHoOK nongeT Tyga uam Tymda, win Tyga", a 3Ta uctopus meHseTcsa. MoxKeT KaXkabll Mecsl, MOXeT
uenvih ron. Ecnuv BolgaBaTb 3TV NOPLMN AaHHbIX, MOCTOSAHHO aHaIM3UPYEMbIE aBTOMATUYECKN CUCTEMON,
Ons poouTenen, ansa obpasoBaTeNbHbIX OpraHu3auni, ona camoro pebeHka B HEKOW NrpoBoOnN (hopMe, TO
3T0 NO3BOJISeT eMy ObICTpee NOACTPOUTLCS - HEM eMy JiydLle B MPUHLMMNE MO XXWU3HW 3aHUMaTbCS. DTO
HEMHOIro NCTOPUM HE NPO KOJII-LUEHTPbI, @ UMEHHO Npo AeTen.

TY> Oa. PebaTa, KoTopble 3aHMMaNUCh UL EBON BuomeTpuen (8 6yay onnoHUpoBaThb) roBOPAT,
4YTO C MoJsioaeXbio 6ecnosie3HO U HENPOrHO3MPYeMo 3aHMMAaTbCA NPohUAMPOBaAHUEM NMCUXOTUNOB,
MOTOMY 4YTO 4YeJsioBeK MeHsAeTcsA. To ecTb, MO UX AaHHbIM, Ncuxonpodunm pebeHka BCé BpeMs
MEeHSAI0TCA, U nocsie 20 neT y>ke MO>KHO roBOpUTb 0 C(hOPMUPOBAHHOM JIMMHOCTU M paboTaTb C
npodunnpoBaHMeM NOJIHOLEHHO. fl cenyac nepeckasbiBalo nosuumio (BestFitMe).

A3> He 6yny cnopuTb. Mbl 3TO NCMOIb30BaJIN C TOYKM 3peHNs POPMUPOBaAHNA MOAEN relmMudmnkaumu,
KOTOpas onaTb e noMmoraeT oborawiaTbe AaHHbIE O UHTEPBbIOMPYEMOM NEPCOHAXKe 1 Aasiblue nomoraeTt
eMy chopMUpoBaTb HEKMI AanbHENLWNN Npodnab. HO MMEHHO Ha TOT MOMeHT 3Ta paboTa 1 npmeena Hac K
TOMY, YTO MOXXHO KOMaTb B CTOPOHY 3aMouuii. He Tonbko Speech To Text. N1 ganblie cnyy4nsnoch TO, 4TO
cny4mnock - Mbl ¢ Cawen ctanm npopabaTeiBaTb BONPOC: a YTO, €C/IN 3TO caenaTh? A Kak 370 byneTt
paboTaTb? A Kakol ahpekT facT? A BoobLIE Kakne Kencbl BO3MOXHbI?

N To, 0 4eM Bbl B MPUHLUIME FOBOPUTE, HO MOKa He 03BY4YMJIN - eCTb Lesioe HanpasneHue HJIM, To ecTb
HENPOJIMHIBUCTUYECKOr0 MPOrpaMMmnpoBaHmns. I O4UH U3 BaXKHbIX 3/IEMEHTOB TaM - 3TO NOACTPOMKaA.
MoacTporka No4 KAWEeHTa - TO, 4TO AenaeT MeHeaxep. M BOT 04Ha M3 rasItoLMHOr€HHbIX WU MPUKObHbIX
nhen, KoTopble y Hac ecTb, Ha MOW B3raf, KOTopas NoTeHUMalibHO MOXKET MOBLICUTb KOHBEPCUIO B
npoga>ku - 3To MrHOBeHHas NOACTPONKa nan Habop pekoMeHJaunn AaHHbLIM aJIfOPUTMOM MEHEOKEPY O
TOM, KaK Jly4dule cenyac pa3roBapuBaTb C KJIMEHTOM: 3aMefJINTbCH, YCKOPUTBLCH, TOBOPUTbL FPOMYE,
roBOpUTb Ap4e, roBopuTb Bosiee ToYHbIE BeWn. A fablue 3TY UCTOPUIO MOXXHO Pa3BMBaTb C TOYKN 3pEHUA
KaK pa3 hopMupoBaHms 6a30BbIX MOTMBATOPOB 3TOrO YesIOBEKA A/ TOro, YTOObl MOHMMaTb: 0 YEM JyyLle C
HWUM pa3roBapuBaTb? Ho 3TO y)Xe CrefyloLwmin 3Tan Hawen paspaboTku.

TY> [a, 3TOo Takasa ucropua. 1 aymaio, He B 3TOM roay. XoTA...

AC> Ha camom pene xoTen pacckasaTb MHTEPECHbIN Kenc. bykBanbHO HegaBHO, Koraa 6bina nepeas BosHA
KopoHasupyca B Poccuu, u B MoCKBe BBEIN MPOMNYCKHOW peXxuMm, nossBuiack A0NoJHUTENbHas "ropayas
NMHMA", Ha KOTOPOW OTBEYa M Ha BOMNpPOChl "Kak MHe nosy4nTb nponyck?", "Kak MHe BbINTK U3 goma?".

A 3Tn 3BOHKM cabiwan. N Tam HabnopgaeTca Takaa npobnema. 3BoHUT 6abyns, Hanpumep, 1 roeopuT: "He
MOrY, CbIHOK, CMCKY HEMOHATHO OTNPaB/sATb U Ha CalTe HEMOHATHO, Kak BoobLle Kyaa 3axoanTb? MHe 80
net". 1 OH Ha4yMHaeT el TapaTopUTb MHGPOPMaLUIO NO NNUCTY. TO eCTb, UMEHHO TeMr. To, 0 4YeM AHTOH
rosopws: "3amegnuce!". A oH enn TapaTopuT, TapaTopuT. OHa BoobLLEe He BOCMIPUHMMAET, 4TO OH rosopuT. U



npobsema B ToM, 4To Speech To Text He MokaXkeT, 4To NoToM: "Peyb pacno3HaHa, OKeN, BCE roBopus
HopMaJibHO. Yero 6abynsa He noHana?" A 1o, 4To 6abyna noTom cngena goma, ymepsaa oT rosona, NoToMy
4YTO N3 AOMa BbLINTU HE CMOr/a, HanpuMep. A Takoe BUXY.

TY> VY 1ebsa cuTyaums MmapruHanbHas. B cMmbicne, 4To OHa KpaeBas. Te, KTO 3aHUMaeTcA
npopa>xaMu, Kak ropopat? N'oBopAT, UTO TO, KaK YesioBeK ropopuTt - 3To 10% TekcT, a 90% -
MHTOHauusa. N nosaToMy Hapo 3BOHKM canywaTb. POlMbI caywialoT 3BOHKU, MOTOMY 4TO chopMasibHO
OLHU U Te XXe NPaBUJIbHO CKa3aHHble CJI0OBa MOTyT NPUBECTU K AUaMeTpPaJZibHO pa3HbIM
nocnencTBMsAM B 3aBUCUMMOCTU OT MHTOHAL MW, C KOTOPbIMMU YE€JI0BEK FOBOPMUT.

Ectb xopowas ¢pasa: "lNoyemy B Poccum He pabotaet CMINH? NMoTOMy 4TO y HacC NOAU NPOCTO He
oTBe4aloT Ha Bonpocskl”. To eCcTb, €c/in aMmepuKaHCKas, aHrJ1oCakCoHCKas KyJibTypa, rae oH
pa3paboTaH, OTKpbITasA, U NOAAM 3a4al0T BONPOC No 6M3Hecy, OHU OTBeYaloT. A y Hac YyesnioBek
HayuHaeT ayMaThb: "Kak Tbl MeHs Oypellb cenyac pa3BoauTb?" u 3anupaeTca. U otauume cenna or
HeceMlna 3aKJllo4aeTCsA B TOM, YTO Celn 3apaeT BONpoc, eMy Ha BONpocC oTBevaloT. A Hecenn
3apaeT BOMNpoOC, a eMy ropopat: "Manbuuk, nguHadpur"'. Unun peBoyka. Cepbe3HO, B 3TOM Xe CyTb.
WU, kcTaTn, no3TOoMy, HanpuMep, nioaun 60ATCA BCAKUX Npoaax, MOToOMy 4To 6bosaTca, 4To

ux nownioT, 60ATCA 3apaBaTh BONPOCHI.

Knaccuueckoe. Sl cnpawmBan pe6saT - POlMbl n 06yyeHune, TpeHUHr npopax: "Kakas rnaBHas
owubka y KoMMepcaHTOB?". YenoBeKk-aBToOTBeT4YUK. Ero cnpocmnm - oH oreetusi. OH caM He
nepexoauT B HacTyrnJieHue, He 3aaaeT Bonpochl. A noyemy? NOTOMY, YTO YeNiIOBEeK He Xo4eT
oKasaTbCa aypakoMm. BouTtcs, He xo4yeT, 4TOObl ero nocbinanun. 1 nosTomy He 3apaeT BONMPOCOB.
MpocTo BblyyeHHas 6€cCnoOMOLHOCTb, YTO Ha3blBaeTCH.

fl Bcé K yemy? K TOMy, 4TO ecnu, HanpuMmep, MO>XXHO Ha YPOBHEe aHaJiu3a UHTOHAL UMK noJsiyyaTb
BEPOATHOCTb TOr0, YTO 3TOMY 4YesioBeKy byay oTBeyaTb (€CTb KakMe-TO TakKue UHTOHaL MU B
rosioce), To 3To o4eHb BaXkHaa HR-a3kcnepTusa. Bbl MoXKeTe aenaTtb BXOAHOW KOHTPOJIb Ha
noTeHUMaJIbHbIX MeHea >Kepax No npoaa>kaM U BbiaesiATbh Tex siloaen, KoTopbie MOryT 3agaBaTth
Bonpockl. COOTBETCTBEHHO, 3TO BbIXO4 Ha ancemns, Ha Npoaa>ku, Ha aonnpoaaxXu - B OCHoBe
CBOEMH, 3TO yMeHMe 3a4aTb BOonpoc. dKcnepTusa BaXkHenwana. OnaThb Xke, obpawalocs K
caywaTtensaMm 3Toro ampa - ecnm y Bac ecTb Kakoe-To NOHMMaHue, rae B3ATb AaTaceT, 4To
4YyeJsioBeK 3ap4asn BONMPOC U eMy OTBETUJIM - ONATb )XXe 3TO Ha POM-KOHTPOJIb, HA KOHTPOJIbHbIX YeK-
JINCTax, ucxopsawme ob63BoHblI, 003BOHBbI NO TenJsiok 6a3ze. He xonopoHbIe 3BOHKU, a No Tension 6ase,
roe 4YesioBek 3afasl BAHMJ1bHbIW BONPOC U NMOHATH - KOraa eMy OTBEeTUJIU, U KOorga He OTBEeTUJIU.
Ecnm Mbl MOXXeM Bbipe3aTb TakKue penJiMkv M noJsiy4yaTtb nogkKkpensieHme B Buae: "oTBeTusim uimn
npourHopuposanu", To ueHHenwasn hr-akcneprtusa.

EcTb pebsaTa, KOTOpble 3aHMMANIUCh ayAnoaHaIMTUKON ( A ux supen B CKOJIKOBO B NPOLUJIOM
rony), oHu Ha3biBaloTcA F2Fgroup. BHavyane oHM 3aHMManuchb nuueson 6uomerTpmen, Ho NOTOM
nepewsiv Ha ayamobuomeTpuio. YHUX ObIJIO TaKOe MHTEpeCcHoe pelleHue - AeTeKTop JIXKu. Ayauo.
U peweHue Takoe, 4HTO poOOT 3BOHMUT 4YeNioBeKY U 3agaeT Bonpochl. Bo-nepBbix, TaM
ncuxonoruyeckoe npocgpunaupoBaHue pesaerca Ha base Kak pas ronocoBbix NaTrepHoB. U
BEpPOATHOCTb TOroO, 4TO YeJ&ioBeK BpeT.

Mo# nioOUMbIN KENC - KOHTPOJIMPOBaTb pa3 B KBapTas 3aKynwiuKa HacyeT OTKaToB. "A B
nocnepaHeM Mecsue K Tebe NnoagKaTbiBasu B NPenJIOKeHUEM OTKATOB? A Tbl B3N 4TO-TO? A
nopapku nony4yan?". l K TOMy, YTO LWYTKMU LUYTKaMM, HO 5l 3HAlO, YTO eCTb OpraHusauum, B
KOTOPbIX Te€X, KTO 3aHMMAaeTCsA 3aKynkaMm, TECTAT Ha AeTeKTopax JXku. U, Bo3Bpalwiasch K HaieMy
pa3sroBopy: poporue apysba! Ecnu y Bac eCTb NOHUMaHMWe, rae B3ATb AaTaceT HA TeMy YesioBeK
BPeT WiM roBOPMT NpaBAy - MacCoBbIW 60bLIOK 06BbEeM pJaHHbIX, TO BO3SMOXKHO KakK pa3 3TO MOXeT
cTaThb peweHueM. [lewneBbii nonurpad, AelwleBbli AeTEKTOp JXKU. ECTb onaTb )xe MHOro oTpacne,
rae 3To NPUMMEHUMO.

Y Hac BpeMsa 3aKaH4YMBaeTCa A0 nepepsbiBa. 7 MUHYT. [laBaiTe Bbl BCe-Taku NOroBopuTe U 4TO-TO
eLle pacckaXkeTe, YTO XoTesiocb Obl NOBeaaTh MUpPY.

A3> TyT BakHble ABa MOMeHTa onpenennTb C TOYKN 3peHnsa opraHmsaunn. 'ge soobuie TexHonorna gact
KOHKpPEeTHbIA TEXHNKO-OKOHOMUYECKN NN NMPAaKTUKO-3KOHOMUYECKU 3(pdekT? C TOUKM 3peHns npoaax -
ncxoasiLime 3B0HKM, BXoAswme 3B0HKU. C TOYKWN 3peHns cepBuca - BXOAALWMe 3BOHKN. M 4TO Mbl 34ecb
MOXKeM NoJsly4nTb? A 6ykBasIbHO CErofHSA pa3roBapmBasl C 0OHOWM KOMMNAHMEN, KOTOpPas 3aHUMaeTCs
BHeppeHunem IT-npoaykToB. A rosopio:

- A KakK y Bac BbICTPOEH npoLecc npogax?

- Hy, y Hac POl cnywaeT 3BOHKM Ka)kabl AeHb No 3-5 4acos.

$1 roBopto:

- A OH BCe 3BOHKM ycneBaeT nocaywaTb, Bcex 10-Tn nponasLoB?
OH rosopuT:

- [1a HeT, KOHe4Ho.

- bbIBalOT oce4kn?



- Oa, 6biBatoT.

M nosToMy TexXHONOornga B 4aHHOM Cjlydae COKpallaeT BpeMs 3a CYeT NoLCBEeTKUM aHOMaJibHbIX 30H. TO eCTb
TaM, raoe aJiropmTM BbiABUJT KaKNe-TO HeaAeKBaTHbIE NMoBeOoeHNA, SMOLUMNOHaJ/IbHbIE BCIJIECKN, nnbo ewe
Kakune-To Bellin, MOTOMY HTO TaK WJIN NHa4de 3Ta NCTOoOPpUA conpoBoXXOaeTCA.

ITO MOXET BbITb M Ha BXOASLLNX 3BOHKAX, U Ha NCXOOAWNX. DTO MOXKET ObITb HE TOJIbKO Ha 3BOHKaXx, 3TO
MOXKeT 6bITb B3aMMOAENCTBME C MHPOMATOM, KOTOPbIN CTOUT B pUTene, Korga 4enoBek noaxoguT, n
obLanck C HUM MOXKET HaopaTb Ha HEro, MoXeT CNOKOMHO cka3aTb. W Tak panee.

TyT ellle Ba)KHbIn MOMEHT Kakon? Y Hac, B oTAn4ne oT EBponbl, 3anaja, UeHUTCS He ciiefoBaHne
anropuTMy, CKPMNTY MPOLAaX - XXECTKOMY, N0 KOTOPOMY YeJIoBEeK NpoTapaTopus 1 BCE - rasiouKy NnocTaBu/l,
BbIMOJIHUA U cucTeMa paboTaeT. LeHnTCs Hekas UCKPEHHOCTb. ICKPEHHOCTb U C/ieloBaHNE NMOHATHbLIM
6nokam. To ecTb, KOrla YesioBek pasbupaeTcs, Koraa y Hero eCTb 3KCNepTn3a, Korga Thl C HUM YCTaHOBUI
3MOLMOHAJIbHYIO CBSA3b, Y)KE MoCJie 3TOro BO3HMKAET 3Tar, Ha KOTOPOM MEPEXOAST U K NMpohaxke, n K bonee
HOPMaJIbHOMY ANanNory.

TY> [JaBauTe ceMyac A 0AHY Bellb BbICKaX<y, NOKa He 3abbisl. Y MeHA MO3roBoM LUTYPM, yXKe
MbIC/Nb Nowna. f NOHAJ, rAe B3ATb SKCNEePTU3y Ha AeTEeKTOP JIXKU, U OHa peasibHa BaXkHa. 3TO
KOHTpoOJib Aebutopku. Knaccuvyeckas cutyauus, rge Bonpoc - AoBepseM Mbl KJIMEHTY uau Het? U
Mbl FOBOPMM FOJIOCOM KJIMEHTY: "Thbl cerogHa naaTtutb Oyaewb?" OH ckaxeT: "[la, A cerogHsA
onnayvy". ECnu y Hac onsiatbl HET B T@4E€HUe 3TOro BpeMeHu, To YesioBek BpaJsi. To eCTb Maccus
ayauvo, rae KJvWeHT ropopuT: "[la, A onsayy" U He onnaTua, MoXeT BbipaboTtaTb uucpposo#n
AeTeKTOp JIXKM. TO B KaYecTBe LWaJIbHON uaeu.

A paBamnTe ceryac MaJieHbKUW NepepbiB COEJIAeM U NPOAO0JIXKMM NO NoBoAy Kak pa3 paborsl
POMNa. MoBTOpAIOCb, Y MEHSA CpeaAu MOero HeTBOPKMHIra MHOIo CNewmasiIMcToB No oby4yeHuio
npoaa>kaM, KOHTPOJ1I0 KOMMEpPCaHTOB. JlaBaWTe Ha 3Ty TeMy NMOroBOPUM: KakKue BO3MO>XXKHOCTH,
CBfAi3aHHble C pe4eBOM aHAJINTUKOM, eCTb Cen4ac U B HEKOW NepcrneKTuBe OTKPbIBAlOTCA.

JaBanTe Kak pa3 NoroBOpuM MMeHHO no nosoay pab6orTsl POMNa. Kakue 3pecb eCTb NepCcneKTUuBbI?
To ecTb, YTO peasibHO C Ballel TOYKU 3PEeHUA C 3TOU CUCTEMOMU MOXKHO caenaTtb? U Ha 3Ty Temy
NoOAUCKYTUPYEM.

AC> Bo-nepBbiX, Tbl FOBOPWJI NP0 MHTOHALIMN, YTO Ba)XHO He TO, YTO CKa3aJl, a To, KaK Cka3aJl. Beab no cytu
Mbl XKe BCe - b2b 3ToT nnmn b2c - npoga>ka npoet 4yenoseky. Ml Ba)xHO, korga Mbl obpallaemcsa NnpaBusIbHO K
YyeJsIOBEKY, HE 3Has, YTO OH YyBCTBYET - AOBEPUE UM MOJIHLIA CNEKTP HEOBXOANMbIX IMOLMNA. 1 AyMalo, 4TO
npopaboTka 3TuX Belen 04eHb MOXXET ObITb, B HEM 04E€Hb CUJIbHO MOXXET MOMOYb KaK pa3 aHa/M3 SMOLVNA.

TY> XopoLwio, paBav C TOYKM 3peHUs TexHosnorun. Nepsbin BONPOC: KAKUE UHTOHALLUU Mbl JIOBUM?
U BTOpOM BONpOC: KaK Mbl 3TO 6yaeM nusmepatb?

AC> YTO0 KacaeTcs camMoro NpPoCToro BapuaHTa: AONyCcTUM, BMHAPHBLIA KPUTEPUIA, NN TPU - XOPOLLIEE,
HeNTpasibHOE 1 MJIOX0e HAaCTPOEHME y YesioBeka. OMsiTh XKe, C TEXHUYECKOWN TOUYKM 3PEHUSI HAM HENpPOCeTb
[laeT Ha 3TO He TOJIbKO CaMo 3HaYeHune, HO ellle N BepPOSiTHOCTb, KOTOpas CYNTAET, YTO 3TO AENCTBUTESNIbHO
OHO. W y Hac ecTb 3HayYeHUe OT Hys A0 eAUHMLBI, KOTOPOE N3MepPsieT MJIOXOCTb HACTPOEHUSA YeT0BEKA NN
€ro XopoLecTb, AONyCTUM.

TY> Y710 Ham 3TO paer?

AC> B Kence KOHMIMKTHBIX U1 HEKOHPIMKTHbBIX ANaJIor0B Mbl UX MOXXEM TaK (huabTpaHyTb. Hanpumep, mbl
MOCTaBMM, YTO BCE 3BOHKW, Y KOTOpPbIX CeTb yBepeHa 6onblue, 4em Ha 80% NpOLLEeHTOB, YTO Ananor
KOHMJINKTHBINA, Mbl...

TY> U3BMHMUTE, NPOCTO KOH(MNUKTbI Mbl pa3obpanu B nepBom 4acTu. MoxxHo 6bis10 661 coBCeM
OCTaHOBUTb 3cbup, A cneuurasibHO NPOAOJIXKUJI UMEHHO No Bonpocy komMmepuus, b2b-npopaxu.
Ectb paboTta POlNa, POMN cnywaet 3BOHKU. Bonpoc - kak POMMbI caywaloT 3BOHKK? Ecnm
rpamoTHbie POlMbl, oHu pabotaioT B CRM - oTcneXXuBaloT caesiku, CMOTPAT, Kak uaert obwieHue.
MpuyeM, TaM eCTb HECKOJILKO CTpaTeru. B HeKoTopbix caydasax paboTaloT ¢ KPpynHbIMU
caesikaMyu, MOHUTOPAT HEKOTOPbIX HOBbIX COTPYAHUKOB. ECTb pa3Hblie 3apa4m, KOTOpPble HY>XKHO
pewaTtb. Ho, ponycTuM, y Hac ecTb 3amaya - OTCJIeXXMBaHue KpynHou caesiku. Bonpoc - 4To Mbi
JIOBMM B TepMMUHaX 3MoLMK? YTO ABNAETCA UHAUKATOPOM Toro, 4To POly Hy>XHO 06paTuTh
BHMMaHMe Ha pa3roBop?

A3> Ba)KHO CHa4aj1a onpenennTb - Kakor anropuTm y POlMa ¢ ToYKM 3peHns NpocayLnBaHns 3BOHKOB, a
y>Xe nocjie 3Toro cMctemMa MoXXeT MMEeHHO C3KOHOMUTb eMy BpeMs U UCKaTb, U caylwlaTb UMEHHO Te
Ananorn, KoTopble oHa NoAcCBeYMBaeT Kak aHOMaJibHbIe nan ¢ Bbibpocamun onpegeneHHsiMu. Caw?

AC> 4 cornaceH.

TY> [JasauTte s nourpato B POlNa. MNepBasa mopgenb: PO xo4yeT NOHATb, 4TO €CThb CAEJIKU, KOTopble



nopn yrpo3son. To ectb b2b-npopa>xu, o6bI4HO TaM ecTb cepus NeperoBopoB - TaM Ha OAHOIO
KJiIneHTa uaet 10 3BOHKOB - CO3BOHOB MO pa3HbiM NOoBoAaM. 1 Mbl XOTUM NOHATb - Mbl €Lle B
BOPOHKE Npoaax uiu BoisieTaeM? To eCTb, N0 KAKUM-TO NMPUYUHAM KJIMEHT, O KOTOPOM CHa4dajna
Mbl AyMasnu, 4To OH OyaeT noKynaTtb, Nepectas XxoTeTb. 1 Mbl XOTUM BMeLLaTbCS, ONMbITHOIO
KOMMepcaHTa Tyaa BBeCcTu Ha pobuBaHue. lonycTuM, TaKou Keuc. YHTo MoXeT 34echb Hayka
npeannoXutb npoctomy POMMy?

A3> 3T0 NOHATHas NlereHa BCeX Ananoros, pa3bntas aBTOMaTUYECKN N MPOCTaBJIeHHaa laramm aMoLunni,
Hanpumep. I ganblue 370 y)xe npuBsa3ka nepexonos B CRM-cucrteme € Toro nam Apyroro B 3aBUCMMOCTU
eLle 1 oT Toro, Kakas 6bis1a amMouUns B TOM MW MHOM 3Tare guanore.

TY> Tbl >ke cabilWan 3T pasrosopbl. OHM Ha CaMOM peJie BCe O4YeHb CNOKOWHbIe, eCJIN Mbl
rosopum npo b2b-npopa>xu. Tam xe BCé f,0BOJILHO CKY4HO. Tam OeckoHevyHoe "sa noayMmaio",
"cenyac cornacosbiBaeTca", "Bonpoc pewaeTtca" U Tak ganee. To eCTb, €C/2iu Mbl TOBOPUM O
3apmaye, Hago OTJIMYUTb CUTYaLU MO, KOraa peasibHO JIloAU TOPMO3AT N0 0O BEKTUBHLIM NPUYMHaAM
MUJIM OHU TpaxaloT MOo3r. Mbl MOXXeM 3TO caesaTb UK HeT?

A3> TyT BeCb BOMpPOC - KTO ByaeT BbIXOAUTb Ha aMouunto? Cam oTaen Nnpodak (To eCTb NPOoAa>KHUK,
KOTOpLIN ByaeT 3aHMMaTbCA 3TUM BonpocoM), nmbo 310 byaeT KAMEeHT nan napTHep?

TY> [laBauTe CNOBO "53MOLMM" B 3TOM KyCKe pa3rosopa He ucnonb3oBaTtb. [Mouemy? NMNoTomMy 4TO
3MOLUMMU BCe 34eCb CNOKOWHbIe. laBauTe "MHTOHauuun".

A3> NIHTOHauun?

TY> [Oa. JlaBahTe roBOpuTb 06 MHTOHaALUAX. TO €CTb, €CTb JIU KaKue-TO MHAUKATOPbI MHTOHALUM,
KOTOpble CUCTEMA MOXKET pacno3HaTb, CBUAETEeNbCTBYIOLME O TOM, YTO Mbl NepecTasinm 6biTb y
3TOro KJ/IMeHTa NPUOPUTETHbIM?

fl npuBeny npuMep. Tbl naeLWb NpoaaBaTh B KAKOW-HMOyAb OaHK CBOIO CUCTEMY KOHTPOJIA SMOLLUM.
Y Tebs TaM BCE XOpPOoLUO HA4YUHAJNOCh - Bbl YTO-TO NUJIOTUPOBAJIM U TaK panee. N Bopyr B KaKOW-T1o
MOMEHT cAeJiKa TAHETCA-TAHEeTCA, a NoToM - 6abax! N BbISsCHAETCA, 4TO NIOAMU yXKe Kynunum
peweHue oT "MaHro-tenekom". K npumepy. U Bac BoiBenu us urpol. To ectb, ecnm 661 Tbl 3TO
BOBpPEeMSA NOHAJN, MOr Obl AepHYTb MHCAWAEpPoB, MNOHATb, YTO HAaAO0 NajaTh NO LEeHe - KakKue-To
Takue XxapaKTepHble Beliyu, NOKaMecT B Urpy BoLues1 KOHKYpeHT. Ho y Tebs ¢ Touku 3peHus
MHTOHALMN BCEé O4eHb CNOKOWHO. C TOOOM BCE TakK )XXe BeXXJIMBO roBoOpAT, Tebe ke HUKTO He
rpyouT, He xamuTt. TebGe BooOLLEe HUYEro He roBOPAT Ha camoMm aene. NpocTto uaeTt aguHamo. A Tbl
He OT/IMYMLLbL AUHaAMO, KOTOpOe NMPOUCXOAUT MO BHYTPEHHUM NMPUYUHAM: "ITO A0JIXKEeH peLuUTb
Cepreu lNeTpoBu4, a OH cenyac B oTtnycke. BepHeTtca u3z KaHaabl Ha cnepyouwen Hegene'. A
noTtoM: "Jla-pa, HO y HacC Kak pa3 ceM4yac npouageT coBellaHue, rae Mbl 3To paccMoTpum”. To ecTh,
AMHaAMO MoXXeT ObITb nonropa. Ho, NOBTOPSAIOCL, AMHAMO MOXXET ObiTb HOPMaJsibHbLIM NoAroaa,
Korga TOpMO3Hasa OopraHusauus, y KOTOpPOU LMK BHYTPEHHUX COrjlacoBaHUM AJIMHHbIK. U BOT
cuTyauus, Korga Tebf BbIHOCAT KOHKYpPeHTbl. Mbl MOXXEM 3TO OT/INYUTbL MO UHTOHALMAM, KakK Bbl
cuuTaeTte?

AC> § ceryac nogyman HEMHOXXKO Hag 3Tol 3agaden. Kak bbl 8 cTan pewaTb? 9 He MOry ckasaTb,
MOCKOJIbKY 1 HE MpodeccnoHasnbHbIN b2b-ceinn n He 3Hato BCexX AeTanen.

TY> Mopo>xam, Thl KaK gaTacavHTUCT. Tebe paloT Hape3ku pa3roBopoB, MHOIo Hape3oK
pa3roBopos, rae saloamv oTee4vyaloT Ha Bonpoc: "A-guHamo”. N "a-aMHaM0" KOHYMUJI0OCb XOPOLUO, U
"A-AMHaMO" KOHYMJIOCb pa3BaJiOM CAOEJIKM.

AC> 3pecb NO3UTUBHbLIA MOMEHT B TOM, YTO HENPOCETU (3TO »KE MO CYTU YEPHbLIN AWMNK) HET pa3HULbI,
KaKne KOHKPETHO HI0aHCbl B 3BOHKE NPUBENN K CPpbIBY cAesiku. HaM BaXkeH (hakT, HaM Ba)KHO, YTO eCTb
3anMcb pa3roBopa 1M nHdopmMaumsa o ToM, CBaauaack CAesika uin He ceanmnack. Yem 6osbLue nHhopmaumu,
TeM nydle. To eCTb Kakme-TO NTOroBble 3HaYeHus. N ganbue Mbl MpocTo co3gaem mMmopaersb, ee obyvaem un
Ha4ynHaeM TecTupoBaTb. N Kakne-To KOHTPOJIbHbIE BbIOOPKM HaM JafyT NOHATb, HACKOJIbLKO 3TO
0EeNCTBUTENIbHO CoBMNajaeT C nHTepecamm KOMMNaHUu.

TY> MHe pebaTa-HepoceTeBUKU FOBOPUJIN, 4TO YTOObI NOHATH, 3aAa4a B NPUHLUNE CXOAUTCA UK
He CXOAMTCH - eCTb KOPpPEesALUA UM HeT Koppensauuu, aataceT Hy>KeH A,0BOJIbHO He6oNbLUOMK -
YCNOBHO rosopsa, 500 eauHUL BOCTAaTO4YHO AJIA TOro, YToObl NOHATH - Y HAaC NPOABUIKEHUE UM HeT.
Ecnu Ha 500-1000 3k3eMnApOB Mbl NOJIY4UJIM CXOAUMOCTb, TO CUCTEMY MOXXHO AooOby4aTb. OHa
OyneTt poobyvyaTbca M pasnblue BbiWAeT Ha nnaTo, rae ee 6yaer 6ecnosesHo KOPMUTb HOBbLIMMU
AaHHbIMU. §l TaK NOHAN TO, YTO pebaTa 06bACHANU. TO ecTb NOATBEPAUTE, ONPOBEPrHUTE.
HauMHas ¢ Kakoro KoJim4yecTBa 3TUX dK3eMMJISPOB MOXXHO NOHATH, YTO 3a4a4m cxonaTca?

AC> Bo-nepBbix, 3TO YXCJI0 pa3Hoe AN pa3HbIX KpUTeEpueB. Hanpumep, ecam Mbl pacno3HaeM 4To-Hubyab
TWNa NoJsia YesioBeKa, To BooOLLEe AOCTAaTOYHO eLle MeHbLUEro KOJIMYECTBA IK3EMMIAPOB U MEHbLLEN
OJINTENBbHOCTYW, YTO HEMAJIOBaXKHO. A B 3TOM CJly4ae BO3MOXXHO HY>XHbl 60/1ee OJIMHHbIE KYCKU N X HY>XHO



6onble. To ecTb 3TO Ha CaMoOM fene 3KCI'IepI/IMeHTaJ'IbeII7I napamMeTp, 4 HE AyMalo, HTO KTO-TO CMOXET
TOYHO CKa3aTb.

TY> 3TO Ka4yeCTBEHHO.

AC> [a. A B NnpuHUMNeE, C 4HEM 3TO MOXET KOppeanpoBaTh U3 NapamMeTpoB? ITO MOXXET KOppennposaTb, BO-
rnepsbIX, C GOPMYINPOBKON 3a4a4n. 34eCb Y HAaC MHTOHaUMUSA. DTO BCErga KoppenmpyeT C MHEHMEM N0 4 e,
KOTOpLIE 3TO pa3MeYaloT.

TY> Hy pa.

AC> Hanpumep, napafiienb MOXXHO NPOBECTU: Koraa-To bbina naes ctaprana - caenaTb CEPBUC, KOTOPbIN
Mor 6bl No hoTorpachum 4enoBeka NoCTaBUTb oueHKy oT 1 o 100. Hanpumep, HAaCKONIbKO y Hero
doTorpadma nonyvmnnacb xopowas, 4Tobbl aBaTapky BbibpaTb. Y Tebs ecTb 10 poTorpagun. Kakyto nydue
BCEro nocTtaBuTb, 4TOOLI, HaNpuMmep, 4eBYOHKAM BCeM MOHPaBUTLCA? W 4TOBbI pewnTb 3Ty 3a4a4y, Ham
HY>KHO B35Tb, HanpumMep, 4Tobbl yCN0BHO NATb AEBYOHOK pa3Mevanun oTorpadumm nauaHoB U Mbl bbl
yCpenHaNM nx MHeHus. HempoceTb N y4NTCA yCpegHEHHOMY MHEHUIO, 4TO TPU AEBOYKM NOCHMUTANIN, YTO OH
Kpacmebih Ha 100%, a aBe, 4TO Ha 60. N1 70-80% 6yneT oaBaTb HENPOCETb.

TY> A 5, KcTaTi, coobpasuin, 4YTo HaM HY)KHO Ha caMOM pgeJse. OyeHb NnpocTaa ucrtopusa. M oHa
MMeeT Cepbe3Hyl0 KOMMep4YecKylo 3Ha4MMOCTb. Mbl 3BOHUM 4YeNioBeKY, U OH roBopuT: "CeHuac s He
MOry roBOpMTb, NO3BOHUTE Toraa-r1o". To ecTb BOT 3Ta BaHUJIbHaA penJiuka, Bbipe3aem 3tu 20
CEeKYHpA, C TOYKM 3peHMA OBUXXKA MHTOHAL MUK, a Aajblue CMOTPUM - 3TO "'NO3BOHMTE KOrpa-to"
KOHYMJIOCb TE€M, 4TO, KOrga Tbl UM Nepe3BOHUJI, OH HavYan pasrosapusaTb? nm oH onAaTb cKasan:
"NMo3BoHMUTEe elle pa3 Toraa-to". Teba MoryT nontopa roga MypbiKuTth: "Mo3BoHuTe Yepes mecay"”,
MOTOMY 4YTO JIIOAM HA CAaMOM AeJie He XOTAT NoKynaTb. C TOYKM 3peHMAa censna 3TOo nevyanbHasn
UCTOPUSA U B €ro XXU3HM - BbIJIaBJIMBaTb, KOrga KJIMEHT rotoB. Kak oT/iM4uTb cuTyauuio "yenosek
roToB pa3roBapuBaTtb" OT YeJsioBeKa, KOTOPOMY HenpuoputTeTHo? U, ecnu y Teba KnueHT
XOJIOAHbIA, TO €ro Ha/o BbIBECTU U3 BOPOHKM UJIM NepeBecTU B KOHTEHTHYIO BOPOHKY U O HEM NokKa
3abbITb? Unu ewwie 4TO-TO. A eC/in cUCTEeMa MOXKeT AaThb 3KCNepPTU3y, YHTO YeNloBeK BCe-Taku XOo4eT,
TO €CTb CMbICJ1 KAK MUHUMYM He NpocpaTb 3BOHOK, Yepe3 MecsAl, peaJZibHO NO3BOHUTbL. N1 3T0 CRM-
cobbiTne. Tbl ced4ac roBOpuJ, 4TO 3TO OLEHKa pa3MeT4YuKa, HO A rOBOpPIo, 4TO Yy Hac ecTb CRM-
coObITHSA, KOTOpPble HEe 3aBUCAT OT MHEeHUs YesioBeKa. To eCTb KOH(PJIMKTHbIA 3BOHOK UJIM HeT - aa,
Hapdo YCPeaHATb MHeHUue, no3uuuio pasMmeTyinka. A CRM-cobGbiTue - TaM XXe He HajJo HU4Yero.

To ecTtb OMnnAuHrosoe cobbiTHe - HanpuMmep, KJINeHT obewan 3annaTtuTb U He 3annaTtua. MomeHrT,
4YTO 3KCNepTu3a - KJINeHT HaM BpeT UJIM TOBOPUT nNpaBay, Ha CaMOM peJie a-J211 AeTeKTOpP JI)KU, HO
B O4Y€Hb KOMMep4YeCKUX pa3pe3sax. OHa nMeeT Ceépbe3Hble NpakKTuiecKkme npuMeHeHus.

AC> 3pecb Bellb TOXKE He CTOMPOLEHTHAs Koppensuuns, Aaxke Npu Jy4dllei HelnpoceTn byaeT, MOTOMY YTO
Mbl HE YYUTbIBAaeM Apyrue pakTopbl, YTO Yy YesoBeka 6aHa/lbHO MOXKET ObITb MJIOX0e HAaCTPoeHMe, Kakas-To
>KeHa pora HacTaBuia Ui KOHKYPEHTbI MPenJsioXXuam Tyno AeLleBse U NPoCuIn He roBopuTb 06 3ToM. 3TO
S NPMAOYyMbIBato, HO.

T4Y> MNopo>Xau, Hapo oTan4aTh CUTyaLUMUlO, HTO Yy HeJsioBeKa NJioXoe HacTpoeHne U KOHKYPEeHTbI
npeano>XxuJju pewiesne. 3710 npasga pa3Hbie Belwu, UsBUHUTeE.

EcTb 3apa4a, rge HaM Hy>KHa CTONPOLLEHTHaA TOYHOCTb - KAKOW-HMOyAb AaTYMK aBapUMAHOCTHU
MeTaJIJIOKOHCTPYKUMA. HanpumMmep, ecnu oH OyaeT paBaTbhb HENpaBUJIbHYIO 3KCNEpPTU3y, KaKou-
HUOYAb MOCT MOXXeT PYyXHYTb. A eC/iu Mbl TOBOPUM MPO 3TU BELUU, TO 3TO NPOCTO BCEro AuLlb
3KCNepTM3a, HO KaKasf-TO NoacKasKa YeJioBeKy - XKaTb Haao aasiblie Uiu Hapo oTcTaTh OT
KnmeHTa? Uan Hapo noMeHATb 6oL - TOXXKe BapuMaHT YacTo paboTaeT, 4TO y 3TOro ceina c 3TuM
KJIMEHTOM OTHOLUEHUSA 3alUJiM B TYNMUK U CEAJ1 He MOXXEeT B 3TOM NPU3HaTbCA, NOTOMY 4TO
HajeeTcs, 4HTO AO0XXMeT CAeJsiIKy U nony4uT 6oHyc, a B o6em-To POlMNy Hapo NPUHATL peLueHue.
3ToMy cKasaTb: "Manbuuk 3abonen, a1 pykosoautenb oTaesa Nnpoaaxk, AaBanTe s C BaMM
NoroBoplo, B 4eM TaM y Hac 3aTbik?" HopManbHaa Knaccuyeckasa cMeHa 6oMua Ha nosie, cMeHa B
cocTtaBe. U ecnm Mbl MOXXeM Takue 3ap4a4vm pewiatb MMEHHO aHaJIM30M UHTOHALUMUKA, 3TO ObI1O ObI
MHTepecHasi NnepcrneKTUBHas UCTOPUA.

AC> KcTaTun, ecsim eCTb BO3MOXXHOCTb B KaKOW-TO KOMMaHWUW, rae o4eHb MHOIMO CENA30B N OHU
0EeNCTBUTENIbHO NPaKTUKYIOT CMeHy 6oinua, TO Mbl, B MPUHLIKMIE, MOXKEM OMATh e Mo Ton xe CRMke
oTCNeanTb, HaNpuMep, Kakme CAefIKM 3aKOHYUNCL B UTOre npoaaken npu cmeHe 6onua. N Taknum obpasom
Mbl MO>XKEM MNPOTECTUPOBATb KOPPenaLno Hallen CUCTEMbl C MPaBUSIbHbIM BblYUCIEHUEM ero NcuxoTuna no
ONCKY. TO eCTb, ecnn, Hanpumep, Mbl CKasaau: "IToT ncuxoTun bonble NoaxoanT, AaBal, MOCTaBb ero”.
Ero cTtaBAaAT 1 oH NpogaeT. N ecnu ga, To KpyToO.

TY> MoxeT 6biTb. UHTEpecHas UCTOPUA, HAaAO0 ee NOroHATb. 3Haellb, Kakas ele MHe npuviluJa B
roJsIoBy UCTOPUA TOXKEe NPUKOJIbHasA, rae Mbl MOXXeM ObICTPO NoNy4YuTh AataceT - BpeT 4YesioBek
unu He BpeT? HR. Bce HRbI BewaloTcsa oT TOro, 4To /N0AM He NPUXoaAaT Ha cobecepoBaHua. Tam
AOXOAUMOCTb YynoBuliHan: 10 yenosek ckasanu: "l npuay"”, u npuwno Tpu. Bnun! Y MmeHs paxe



TaKas KOHcnuposnoruyeckas sepcus, 4to y HeadHuntera ctouT Konn-ueHTp, KOTOPbIA 3MynupyeT
KaHAMAATOB-30MOU, NOTOMY 4TO HY He MOoXeT ObiTbh! YesioBek uweT paboTy, Kak OH Ha
cobecepoBaHue He NpuMAaeT, ec/aM OH ckasan: "fl 3asTpa npuay"? YTo MoXXeT NOWTU He Tak? Kakoro
XpeHa OH He npuwen?! OauH, ABa, OAUH U3 OeCATU - HOpManbHO: 3abonen, Hawen paboty, ewe
4T0-TO0. HO X 7 U3 10 He npuxopaT!

N y meHna O6bina Takasa Teopua, 4To HeadHunter Habut petikaMm No KAKUM-TO CBOMM NpUYUHaM. f
cepbe3HOo. 3To XXe He npopaxxu! Henosek paboTy uweT, Tbl eMy npeanoxun odpdep. OH roBopuUT:
"Ma, BC& NOHATHO". LLeHbl 03By4YM, 3apnnaTty, paborta noHaTHA. OH roBopwmT: "[la, A npuay" u He
npuxoauT. NpuyeM He NpUXoAMUT € BepPoATHOCTbIO 70%. N HRbI rosopAaT: "3TO HOpMaJsibHO,
HOpManbHasa ucrtopusa”. Ho 1 K TOMy, YTO eCJiM ONATbL XXe Bblpe3aTb B faaTaceTe 3TU KYCKu, rae
rosopAaT: "[a, A npuay 3aBTpa”’ U panblle BEPOATHOCTL "npullersi/He npuwien”, ecaim MOXeM
NOCMOTpPETb BEPOATHOCTL "npuwen”, Mo>xXxHo HR-y rosopuTs: "JlagHO, Ha 3TO BpeMs MOXKHO eLue
cTaBuTb KaHaupaTa. He ccbiTe, HU4YEro CcTpawHoOro, 3ToT, HaBepHoe, He npuaeT". LLyTO4YHbINA,
MO)XXeT, NnpuMep, HO.

AC> Ho 38ecb Kakas cnTyaumsa? 3TO y)Ke KoHe4YHas TpaTa BPEMEHM Ha Hero nepef TeMm, 4To "Oken, faBan
npuxonn Ha cobecenoBaHue". BOT ec/in OH MoOCJie 3TOro y3HaeT, YTO OH He MPUAET, OH CUJIbHO-TO BbIUrpaeT
4yT0? TOJNIbKO KaKoe-To BPeMsl, KOTOPOoE ero He bynet? 5 MUHyT?

TY> Tam Bbiurpoiwl B 4eM? Kak 3To npoucxoauT B opraHusauuax? 3apava - HabpaTtb cocTas.
YT106b1 HaOpaTb CcOCTaB HY>KHO HarHaTh KaHAUAATOB. YTOObI HarHaTb KAHAUAATOB, UX KTO-TO
[AOJKEH nocMoTpeThb. EC/IM Thl HaroHsiewb KaHAUAATOB MaJio, TO NOJIyHaeTCsA CUTyaLUs, YTO He U3
4Yyero BbiOMpaTh. MM03TOMY Hapo0 HaroHaTb NnoGonsblue,

Ho noaun y>xe porosBopusiuchb, 4To 3aBTpa B 12. KTo-TO neperoBopbl He CTaBUT - pPyKOBOAUTE b,
KOTOpbIA poJ)XeH cobecepoBatbh. Ho A ceituac He npo 370. fl Nnpo BpeT-He BpeT. TO eCcTb
BEPOATHOCTb TOr0, 4TO YeJsioBeK Heobs3aTeNeH - 3TO MHTepeCHana NepcneKTUBa AJIA KOMMEepL WM.
Ana HR-To XpeH ¢ HUMU, KOMY Xanko HRa, ckaxxuTte MHe?

AC> Kak pa3paboTymkaM o4eHb XaJko.

TY> Ho c To4kMu 3peHus KoMMepuuu 3To obewaHue "f onnavy cyer" - U He onnaTuna. C 4YeslIOBEKOM
Tbl J,OrOBOPUJICA, U OH TeOA onpokuHyn. Y MopeiHuca B pacchbisike, Mo-MoeMy, cerogHa obina
ucropua (y Hero ectb KJslaccHasa paccbinika "Fast Founder", roe pasHbie akTyasibHble 3anagHble
cTapTanbl, KOTOPblI€ MO>XHO KJIOHUTb): 3anoJIHeHHble KOP3UHbl B UHTEepPHeT-MarasumHe - 70%
OpoweHbl. To ecTb YenoBek 3aiwlen, Habpan ToeapoB U nepeanyman. 70% GpoLLEHHbIX KOP3UH.
BnuH! 3TO e-KoMMepL, HO B KOMMepLU UM ayanasibHOW, rae Nioamn roBoOpsaT roJIoCOM, Takas Xe
cuTyauus. Jlioau, KoTopblie y>xe Bpoae Obl Kynuau-Kynuam, Kyaa-T1o genucb. 1 ecnm cucrtema
MO>KeT NoKa3biBaTh "ONacHbIX" KJIMEHTOB C BEPOATHOCTHIO TOrO, YTO OHM ODyaAyT cpbiBaTbCA, MOXET
ObITb TaM NPOCTO HY)XHO ycuneHue?

NUpen Takan: y Tebs KONN-LeHTP, Kakaa-To rpynna npogax u3 10 60AL0B. OAUH CUNLHDINA,
XOpOLUUK, KpyTOou cneu, n 10 oObI4HbIX, KOTOpPble paboTaloT nepBbie LWeCTb MEeCALEB U HE O4YeHb
opueHTUpYIoTCA. U ecnu Kakasa-To CUTyauus, YTO cAesika nop yrpo3oi, KJMeHT, HanpuMmep,
obGeLlaeT KynuTb U KyAa-ToO AMHAMUT, B 3TOW CUTyaL MU MOXKHO (M Mbl y>kKe roBopusu o6 sTom
ceronHs) penatb 3aMeHy. To ecTb BbIBOAUTHL YesioBeKa 60siee npocdhecCUOHANBHOIO, €C/IN Mbl
NnoHUMaeM, 4TO cAesika Nnopa, yrpo3oM, HO KJIMEeHT NepcneKTUuBHbIN. BoT Takne MoryT 6biTh
npuMeHeHun. Bpope 6bl y)ke Bce NOHATHO, Mbl 06CYAUAM NepCcneKTUBbl UCNOJIb30OBaHUA B
KOMMepLuuu.

AC> lNpuKosbHbIE UOeN, Ha caMoM ferne.

TY> Y MeHsA npei, Kak y aypaka ¢paHTUKOB, obpawianTecs. 3aBepLuan Hall pa3roBop, Xxo4y
CKa3aTb, YTO Te, KTO YCAbILUUT 3TOT 3¢hMp UM NPOHTYT ero B pacwundpoBke, obpaTtute BHUMaHue:
pebaTa BbIMIrpanm Kakue-To oJiuMnuaabl, TO eCTb Cei4ac, ecsiv Bbl 0O4eHb ObICTPO He npuMmeTe
pelwieHMe O NusoTax, CKopee Bcero, Bbl yuaerte B AaJIibHUN KOHel, o4yepeamn, NnoToOMy 4TO UX
OTXBaTUT KTO-HUOYAb, KTO NpuMeT pelwueHue bbicTpee. He TopMo3uTe € 3TUM BONPOCOM, NOTOMY
4TO 3ap4a4a HAa OCTPpUe KOMMep4eCKOW MbIC/IM - TO, YTO Mbl 0O6Cy>Xaanm cerogHsa, 3To
komMmepyeckuu high end. N 3apaya, uMmelowias BbiICOYaNLLYO BaXXHOCTb. TaK 4TO MMM HaAo
3aHuMaTbcA. Cnacubo 3a pasroBop, AnekcaHap, AHToH! [lo cBupaHua!

Mpumep padoTbl cucrembl SpeechWorks
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