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avnpekTopa PepsiCo: «C/I0XHO MOSACHUTb, YTO 3HA4YUT ObITb XOPOLUUM JNLEPOM, HO €CN JIIOAMN FOTOBbI
WATM 3@ BaMU Ha Kpaw CBETa, TO Bbl XOPOLUNI JINLEP».

MeHs 30ByT EBreHus Tapacosa, u s angep Aydwen rpynnbl 06CayXnBaHUs NpuBUIErupoBaHHbIX
KmeHToB baHka BTb. Co nyTb B baHke 5 Havana B 2006 r. B OJ/HKHOCTK crneymanncTa oTaena
obcnyxxunsaHusa. Mo ncteveHnm 10 neT, MMes 3a ninevyaMm KON0CCasabHbIN OMNbIT PaboThbl B permoHaabHOM
oTAaeneHmmn baHka, 9 nonyyunna npeanoxeHne Bo3rnaBuTb rpynny 06CayXmMBaHUSA NPUBMAErMPOBaHHbIX
KNMEHTOB B HOBOM MNoJpa3Ae/ieHnn KOHTaKTHOro LeHTpa baHka. Mepeno Mo ctosna ambuumosHas
3aja4a - chopMMpoBaTh YCMELUHYI KOMaHAy CneunanncTos, NpefocTaBAsaiowmnX NepBoKIaCCHbIA CEPBUC
AN15 NPUBWJIErMPOBAHHOI0 CerMeHTa KaneHToB baHka.

Mn3Hb Bpocuna MHe o4epeiHOi BbI30B, KAK HW CTPAHHO, HO MHE 3TO MO HPaBy. BO3MOXXHOCTb MbITh
NPOTMB TEYEHNS, NPOSBUTbL CUJTY AyXa W YNOPCTBO U MPW 3TOM MOJyYUTb HOBbIE 3HAHMUS - BCE, KaK §
nobnto. B XM3HM 8 He nacyto nepen NpensaTCTBUAMMK, @ CMENIo AY UM HaBCTPEYY, NMoKopsis Fopbl, - 3MMOiA
Ha cHoybopae, a 1eTOM AJIMTENbHbIMY NMOX0AaMu K BepLUMHaM AnTanckux rop. U 3HaeTe, y MeHs 370
HeMI0Xo noslyyaeTcs.

CBon CTUNb PYKOBOACTBA Tak»Xe acCoLMnpyto C MOKOPEHNEM BEPLUMH. Beab rae elle, ecniv He B ropax,
Mbl BblKNlaAblBaeMCs NMNOJIHOCTLIO, Ha BCe CTO, U, 6naronapﬂ 3TOMY, OOCTUraeM OrPOMHbIX BbICOT.

1 ABNSIOCH NNAEPOM CMIOYEHHON KOMaH bl U3 24 aMbuLMO3HbIX PebsT. Sl BEPIO B KaXKA0M0 U3 HUX U
MOCTOSIHHO BKJ1a[blBAlOCh B UX PA3BUTUE, FOPXKYCh UX POCTOM U ycrniexamu. Beab KanuTaH cbopHol - 3To
He TOT, KTO Jlyyllie BCEX UrPAeT B KOMaHAE, a TOT, KTO MOXXET 3aCTaBWUTb KOMaHy UrpaTh Jiyylle BCEX.

2. NMonoxuTtenbHoe BJIMAHME HA AeATEeNIbHOCTb OPraHusauum

B Havane 2020 roga s nocTaBuan ans cebs uenb - MOt KOMaH4a CTaHeT Jiyylen rpynnon 06CayXnBaHus
MO MHEHWIO KJINEHTA.

Onpenennna HeCKoIbKO HanpaeeHWii:

1. ObecneynTb NONOXKMUTENBHYIO AMHAMUKY B OLlEHKaX KJINEHTa;

2. Mony4nTb GNarofapHOCTU OT KANEHTOB M BOHYCbI OT OTAENa KOHTPOIS KavyecTBa 3a
HeCTaHOapTHOe peLleHne BONpoca KINeHTa;

3. ObecneynTb NONOXKUTENLHYIO ANHaMUKy CSI No KaXxaoMy cneumanncTy B rpynne.

Bo 2 kBapTane 2020 roga mMos rpynmna CTONKHYUCh C HEOXWAAHHbBIM NPenaTCTBMEM Ha MyTU K CBOEN
Lenn - naHgeMus. BonHeHNs KNMEHTOB, Aa W NOBbILLEeHHas Harpyska, cka3asicb Ha OLeHKaX KavyecTBa.

YT0bObl NPEOAONIETh 3TY BEPLUMHY U MOMEHATL OTHOLUEHWE K CUTYaLUK, S OpraHn3oBana oas BCewn
KOMaHAbl MCUX0I0rMYECKUI TPEHUHT C MPUMEHEHNEM MECOYHON Tepanuu. Mpouecc Npoxoamnsa B UFPOBON
thopme yepe3 paccnabnerne n paboTy C BHyTPeHHUMM BapbepamMmn U ycTaHOBKaMU. Ha Taknx MUHN-
ceccmsax Mbl € pebsTaMuy BbiBAAAN NPOBAEMATUKY 1 MEHSAIN OTHOLLEHNE K KNNEHTY. A nanee 4
oTpabaTbiBana C KOMaHOOW HaBblK Ha BOPKLLOMNaX. Pe3ynbTaT He 3acTaBui cebst nonaro xaatb, ¢ mas 2020
rofa, korga nons Heratuea coctasuna 9,09%, Mbl Nnokasaan AUHaMUKY B 2,8% CHUXEHMSA 00N YXKe B
ceHTA6pe 2020 ropa (NnokasaTenb cocTtasua 6,30%).

ToNbKO MPUHSB U NPOMYCTUB Yepe3 cebsi LeHHOCTM 1 MUCCUio BaHKa, a Takxe nocTasus cebe
amMbVLMO3HbIE LiesIN MO MOBbILLEHWIO YA0BIETBOPEHHOCTY KJIMEHTOB, MHE 1 MOl KOMaHAe yaanoch
OOCTUTHYTb OT/IMYHBIX BbICOT.

Mo pe3ysbTaTaM BHYTPEHHUX PENTMHIOB KL, COTpYOHUKM MO rpynnbl BOWAKX B Y1CA0 nobenuTtenei no
ntoram 1,2 n 3 keapTtana 2020 roga. BoinosiHeHue KPI coTpyoHMKaMu Moei Fpynnbl, @ TakXe Apyrux

rpynn, NO3BOJIN0 MOKa3aTb BbICOKME pe3ysibTaThl paboThl oTAeNa 1 3aHATb 1 MecTo B 1,2 1 3 KBapTane
2020 rofa B peTUHre cpean OTAEN0B NPOAaXK 1 06CNyXUBAHNS NPUBUIErMPOBaHHbLIX KINEHTOB. bonee
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I'IO,D,p06HO CO 3HAYUMbBIMU OOCTUXKEHNSAMN KOMaHbl Bbl MOXKETE 03HAKOMUTLCA Ha canae Ned,

3. OnepauuoHHasa 3¢ PeKTUBHOCTb

Ins Toro 4To6bl NPeaOCTaBUTL KANEHTY NYYLLWIA CEPBUC, HELOCTATOYHO BObiThb Jyylle KOHKYPEHTOB,
HY>XHO, B MePBYI0 04epeab, MPEBOCXOANTb CBOM JlyyLUMe MOKa3aTenun u JocTmxeHus. Cnaing 5.

BepwmHa Nel - CSI. C nepsoro mecsita 2020 rofia rpyrnna nokasbiBaeT MONOXKUTESIbHYIO AMHAMUKY MO
BbIMNOJIHEHMIO NMOKa3aTena CSI. BecHow nosBieHWe OrpaHNYeHUn n3-3a NaH4EeMUN CKa3aancb Ha obLlem
HAaCTPOEHMN KJIMEHTOB U CUABLHO MOBNAAN Ha UX OLIEHKY KOHCYIbTauusaM. B CIOXXUBLUENCS CMTyaLUn Mbl
NPOBOAMAN BOPKLUOMbI A4 YAYHLWEHNSA HaBblka paboThkl CO CNIOXKHBIMU KneHTamu, paboTanm Hag cobon,
CBOVM 3MOLIMOHA/IbHLIM COCTOSIHMEM. Beab ecniv oTBeYaellb KANEHTY C YbIOKOW, HECMOTPS Ha TO, 4TO OH
Tebsa He BUAMT, Bonbluas BEPOATHOCTb TOro, 4TO Tebe OTBETAT TOXKe YbIOKON. B CTOSIb CNOXKHLIN Neprnos
rpynna o4YeHb CMAOTUMAACh, KaXXabl ObI1 FOTOB MPUIATK APYr APYry Ha NOMOLb B PELUEHUN CJI0XKHbIX
KEMNCOB C KANEHTaMW, @ MHOIAa 1 NPOCTO CAeNaTb NPUATHOE CBOEMY KOJIJIere, yroCTuB KOHMETON.

Hapﬂu,y C BblICOKUMU noka3saTenamu no CSI rpynna Tak>Xe rnoka3blBaeT CcTabunbHble pe3ynbTaThl pa60TbI n
no Apyrnm KNO4YeBbIM NOKa3aTeNAaM.

BepwimHa Ne2 - AHT, npu cBoen BbicoTe B 325 cekyHf, Takxe Obla gocturHyTa Hamu B 2020 rogy.
3akpenieHre 3a HOBbIMU COTPYAHUKAMN HAaCTaBHUKOB, NepeKpecTHoe Npoc/yLlnBaHme, NocTosHHas
paboTa no 06beMHbIM TEMATUKaM M CO34aHne AUHAMUYECKUX CKPUNTOB ANs yA006CTBa KOHCYIbTauuu
MO3BOJINJIO BINOJIHATEL BPEMSA Aunanora Takxe 1 Bo 2 kBapTane 2020 roga.

BepwuHy Ne 3 - FCR 24, npy HOpMaTMBHOM 3Ha4vyeHUn 85,3 %, yCneLwwHOo WTypMOoBasn Ha MPOTSHXKEHUN
1,2 n 3 kBapTana 2020 roga. bosbwas 4acTb BONPOCOB KAVEHTOB peLlanach Npu Ux nepsom obpalleHunn
Ha rops4yto nuHuo Npusunerns.

Mpn [OCTaTOMHO AMHAMUYHOM puTMe paboTbl onepaTopoB M ObICTPOM 3MOLMOHAIBHOM BbIFOPaHUK 3a
2020 r. oTTOK no rpynne coctaesun 0%. 4 He noTepsasa HU OAHOIO anbMNUHUCTA, Mbl AOLWSIN BCEW
KOMaHLO0M K BepLUNHe «AKTUBHAN YNCNEHHOCTb», YTO ABASETCA HEMAJIOBaXXHbIM (DaKTOPOM B YCMNELIHOM
ynpaBaeHUn KOMaHOoM 1 onpefenseT MeHa Kak XxopoLlero nnaepa.

4. NHHOBaAL UM U KPEeaTUBHOCTb

Ons NOCTUXEHNS BECOMbIX PE3Yy/IbTaTOB B MOKOPEHUN BEPLLMH HYXKHbI CUJIbHbIE UTPOKW. 3afada anaepa -
B3pacTUTb KOMaHAay nobeantenein. Ho 4Tobbl BOCMMTATh YEMMMOHOB, HEAOCTATOYHO TEPMENBOro
0XMIOaHuS.

PacwumpeHue npaB U BO3MOXXHOCTEMN COTPYAHVNKOB OTKPbIBAET KOMaHAE NyTb K MHHOBALMAM,
yJly4LWeHNo NPOAYKTOB 1 yCayr. B Moen rpynne Bce BeayLUMe v rnaBHble CNeunanncTbl 0TBEYAIOT 3a
Kakon-nnbo [ONONHUTENbHBIA (hYHKLMOHaN. Hanpumep, MHON Bblna co3faHa hoKyc-rpynna KypaTopoB
MO OLEHKAM KayeCTBa KOHCYbTauun KIMEHTOB. B pamkax paboThl B rpynne NpoBOAATCA perynspHble
BCTPEYM, Ha KOTOPLIX Mbl 0BCY>XXAaeM 3aayn 1 LeNn Ha KBapTas, Kak Kakne-nmbo nsmMmeHeHns B
nNpoAyKTax Uiy npoLeccax MoryT NOBAMATL Ha OLLEHKMN KNMeHTa. Takxxe B rpynne ecTb pebsiTa, KoTopble
BbINOMHAOT AOMNONHUTENbHBIA (DYHKLIMOHAN HaCTaBHUYeCTBa, MOMOratT MHe npu paboTe C HOBbIMM
COTPYAHMKaMU, NOATArMBas NokasaTen HOBUYKOB 1 OKa3biBas UM MOMOLLb B PELUEHNUN CIIOXHbIX
BOMPOCOB. [lenernpysa noaHOMO4YMA, 9 Aat0 BO3MOXKHOCTb COTPYAHMKAM MPOsSBUTbL TBOPYECKOE Havano,
PaCKpbITb CBOV NOTEHLMAN N TakXXe peasin3oBaTb cebd Kak HaCTaBHMKA, MOMOLLHMKA PYKOBOAMTENS. DTO
nomoraet pebsiTam B AasbHENLIEM NYTH X KAPbePHOro POCTa He TOMIbKO B paMKax OTAEeNa, HO 1 nNpwu
nepeBoAe B Apyrue npoduibHbie Noapa3aeneHns. Hanpumep, B 3TOM rogy ABa rfaBHbIX CNeunanncTa
rpynnbl 6bIAK NpUrnaleHbl B CMEXHOe NoApa3faeneHne 1 yxxe cenyac noMoratoT BCEM cneumanncTam
KOHTaKTHOrO LIeHTpa CBOEN MH(POPMaLIMOHHON NoAAEPKKOW MO MPOAYKTaM 1 npoueccam baHka.
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fl He pacCTpaunBaloCh, KOra 13 MOEN rpynmnbl YXOAST CUbHbIE COTPYAHVKY, BELlb UM HA CMEHY NpuxoasT
HOBWYKMU, @ 3TO HOBbI BbI30B - B3PACTUTb U3 HEro cynep npodeccnoHana. C npuxonom Hooro boiila
BCTAET BOMPOC, KaK cAleNlaTh Tak, 4Tobbl ero aganTauus B KOMaHae npowia 6bICTPo U KOMGOPTHO.
HecoMHEHHO, 3a CTa)XXepoM 3aKpenseTcs HacTaBHUK, KOTOPLIA NOMoraeT B NepBble Tpu Mecsua paboThbl.
fl KaK PyKOBOAMTESNb KOMAHbl OpraHu3yto paboTy COTPYAHUKOB B CBSI3KE APYr C APYroM,
NpoaHanM3npoBaB NHTepeckl pebaT. Kak 3To nponcxoanT? B nepByto ovepenb onpenensio paboyne mecta
TaK, 4T0Obl HOBMYKYM YepPedoBasIUCh C OMbITHbIMK pebsTamu. Mpu Takol paccanke pebsaTa 0OMeHNBaOTCS
OMbITOM, TEM CaMbIM BO3HMKAET B3aMMOMOMOLLb B FPynne, 1 COTPYAHNKM 06paLLaloTcs 3a MOMOLLbIO He
TOJIbKO K PYKOBOAUTESO, HO 1 K KOJIJIEraM.

KapTouka pocTta COTPYAHUKA - TOPU3OHTbI POCTa AJiA Ka>KAoro.

ycnex KaXx4oro pykoBoauTeNs onpeaenseTcs TeM, HaCKOJIbKO YCMeLLHbl BCE ero COTPYAHMKN. U 1, Kak
HUKTO OPYrov 3auHTepecoBaHa, 4Tobbl Mou pebsTa pa3BMBaaNChL U POCIY MO KapbepHON NecTHuLe. 3T0
MOBbILIAET MOTMBALINIO COTPYAHNKOB 1 AeSIaeT UX MPUBEPXXEHLLAMM KOMMaHK, B KOTOPOW OHK paboTaloT,
a Korga OHv BUAAT B CBOEM Pa3BUTUMN MOK 3aUHTEPECOBAHHOCTbL, 3TO CTUMYIMPYET UX BABOWHeE. B
paMKax pa3BUTUSA S pa3 B KBapTan AN15 KaXXA0ro roTOB/O0 KapTo4Ky pocTa, rae COTPYAHUK BUOAUT CBOIO
TEKYLLYIO MO3MLNIO U LieSb, KOTOPYH HY>XHO OOCTUYb AJ19 MOBbILEHWI YPOBHS CBOEro 4oXo4a
/OOJHKHOCTWN.

Kaxkablin MecsL, s HanpaBasio pebsaTam nx pesynbTaTbl paboThbl U pe3toMe, Hal KakKMMK NoKasaTensiMm u
HaBbIKaMU HY>KHO NnopaboTaTb, 4T0obbI AOCTUYL Lienn. 0Bs3aTeNbHO NPONUCLIBast BCE MHCTPYMEHTHI,
KOTOpbIE MOMOTYT Ha NyTH K LLeNn.

BHeOpeHWe faHHbIX MHHOBaLWA MOMOIJI0 MHE CO3[aTb YCMNeLHY0 KOMaHay npohecCcMoHanos. YpoBeHb
MOTMBALMN 1N BOBJIEYEHHOCTN MOMX COTPYLHMKOB MO pe3ysibTaTaM OnpocoB cocTasu 95%.AKTrBHasA
WTaTHas YMCneHHocTb no rpynne 3a 2020 rog coctasuna 100%. Kaxxabin KBapTan MUHUMYM 4
COTPYAHMKa rpynnbl 3asB/1eHbl B MaTpULy KapbepHoro pocta KL, n TeM caMbiM NOBLILLIAIOT CBOW
L0X04/[0MKHOCTb 3@ CHET AOCTWKEHUSA MOCTaBNEHHbIX Leslen. ITO K He pe3ynbTaT npoAeslaHHON
paboTbI?

5. KnneHTOOpPUEeHTUPOBAHHOCTb

Bonblioe BAMAHME Ha NOKa3aTeNb KNIMEHTOOPUEHTUPOBAHHOCTM KOMMAHUW BAUAIOT ee COTPYAHUKNK. B
KOHTaKTHbIV LLIEHTP KJMEHTbl 06pallaloTcs, Kak npaBuio, ¢ kakon-nnbo npobnemon, Korga «4To-TO
MOLLJIO He Tak». YTobbl HalleMy CepBUCY KJIMEHTbI MOCTaBUIN «5+», 1 NpUAEPXMBaOCh CleayoLWwmnx
NPUHUMNOB B paboTe 1 y4y UM BCeX CBOUX pebaT:

1.BbIiCHEHME, MOHUMaHVe 1 YA,0BNETBOPEHNE NOTPebHOCTEN KNNEHTOB;
2.KomopTHOE 06LLEHME, MOCTPOEHHOE Ha AOBEPUUN U YBAXKEHUMN K KIINEHTY;

3.I'Ipenno>KeHv|e NPOOYKTOB, KOTOPble COOTBETCTBYIOT OXXNAAHUAM KJINEHTa, a eLle Ayylle npeBocxoaaTt
nx;

4.FO0TOBHOCTb K 3MEHEHUAM BCE[ 3@ U3MEHEHUAMMN KIINEHTOB U UX XXENAHUAMMY;
5.Mosi roTOBHOCTb, Kak PyKOBOAUTENS, K 0DLLEHNIO B C/ly4ae HeraTUBHbIX 06paLLeHMNA KIIMEHTOB.

B [oKa3aTenbCTBO HaLLEN KANEHTOOPUEHTUPOBAHHOCTY Fpynna Ka)kAbl MecsL, noslyYyaeT MUHUMYM 2
61arolapHOCTM OT KAMEHTa. B 3TOM roay B HalLeEM KOHTAKTHOM LieHTpe ObiS 3anyLLeH NPoekKT Ha
«KOCMMYECKoe» 00CyXBaHNE KIMEHTOB, B PaMKax KOTOPOro COTPYAHVKM AOJIXKHbI COBEpLIATb
KOHCY/IbTaLUK, BbIXOAS 3@ CBOW NPUBbIYHbIE paMKU. CyTb €ro COCTOUT B TOM, 4T0OblI 6paTh CI0XKHbIE
BOMPOCHI B 0pchN1aliH, CAaMOCTOSTENIbHO CBA3bIBATHCA CO CMEXHbLIMW NOAPA3AENEHNAMMN AN peLleHns
BOMPOCA K/WEHTa, fepXXaTb CUTYaLMIO NOA IMYHLIM KOHTPOJIEM 1 PETYISIPHO OMOBELLATh KaneHTa 060
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BCEX N3MEHEHUSX, NOKa BOMNPOC He pewmnTcsa. COTPYAHUKIN MOEl rpynmnbl peryaspHo HanpaBasioT
noLobHble 3BOHKM )11 OLLEHKMN B OTAEN KOHTPOA KaYeCTBa U YXXe Ha CTapTe NpoekTa, BO 2 KBapTase
2020 roga, Tpoe noay4mam 6oHyc «Tbl MPOCTO KOCMOC», PELUUB BOMPOC KAMEHTa HE B paMKax
CTaHZapTHbIX Npouenyp.

fl, KaK pyKOBOAMTENb, BCErAa OTKPbITa As MoyYeHns obpaTHON CBSA3N OT KIMEHTOB. ECIM KNEHT He
N0BOJIEH KOHCY/IbTauuen, nnbo ero BONPOC He pellaeTcs, s BCeraa rotoBa NpuUHATL 3BOHOK
CaMOCTOATENbHO.

C camoro Ha4ana paboTbl B KOHTAKTHOM LIEHTPE A peasn30Basa B rpynne npouenypy LONPeTEH3MOHHOI0
yperynnpoBaHus, B 3TOM rogy npoueaypa ycnelHa bbina TpaHCAMPOBaHa Ha BECh LIeHTP. Mbl He
perncTpupyem npeteHsunio/»anoby B paMkax CTaHAaPTHbIX NpoLenyp OT KANEHTa, 3aCTaBNAs ero XaaTb
ANnTenbHOe BpeMs noka byaeT paccMOTpeHo obpalleHune, a pellaeM BoNpocC 34ecb U cenyac (cnana 7).

Cnenyst JaHHbIM MPUHLMMNAM Mbl MOKOPSIEM CaMyi0 F1aBHYIO BEPLLMHY - 3TO CEPALE KIMEHTA,
NpUBEP>KEHHOCTb ero baHky Bnarogaps NpeaoCcTaBAsSeMoMy CEPBUCY.

6. BoB/1e4eHHOCTb

B noroHe 3a A0BOJIbHBIM KJIMEHTOM, Mbl 3a4aCTYI0 YNyCKaeM 13 BUAY KOYEBO pecypc - onepaTopos. A
BeQb VIMEHHO TO, KaK COTPYAHMKM 06LLAITCA C KIMEHTaM, HEMOCPEACTBEHHO BNSET Ha KaYecTBO
cepsuca.

BoBne4YeHHOCTb He ABNAAETCS KaKMM-TMO0 HaBbIKOM, U el HeNb35 06y4UTb MK 3aCTaBUTb. ITO
CcobCTBEHHbIN 0CO3HAHHLIN BbIBOP YesioBeka. Ml Mosi 3afa4a Kak pyKoBOAUTENS - pa3BUBaTb B CBOMX
NOLOMNEYHbIX 3TO Ka4eCTBO, BAOXHOBATL MX HAa HOBble CBEPLUEHNS U MOTMBMPOBATbL Ha pPa3BUTME U
KayeCTBEHHOe BbIMOJIHEHME CBOMX 00583aHHOCTEN.

OAHMM U3 BaXKHbIX HanpaBneHuii B cBoeit pabote B 2020 rogy cumTato paboTy C BOBJIE@YEHHOCTbIO
COTPYZAHUKOB. Beab AN 06CNY>XNBAHUS KIMEHTOB O4EHb BaXXKEH IMOLIVOHAJbHBIN HAaCTPOA KaXX10ro
Y4aCTHMKA KOMaHAbl.

B Havane roaa B KLL 6611 peann3oBaH NpoekT «Mos naes», rae Mor NpUHATbL Y4acTuUs Kaxabli
COTPYAHVK, MPENNIOXIB CBOIO MAEK 4S8 ONTUMM3aLMK/ynyylleHns npouecca obcnyxmeanus. Camoe
rNaBHOE B IaHHOM MPOEKTE - 3TO MOHUMAHWE CMeLnaancToB, YTO OHU MOTYT BAUATL Ha NPOLLECC 1
HemnocpenCTBEHHO CBOK PaboTy, U 3TO NOAHMMAET UX 3HAYMMOCTb B CBOUX ria3ax.

019 NoAHATUSA 3MOLMOHANLHOI0 HAacTPoa pebaT Ha nowaake Mbl C PyKOBOAUTENAMU OPYTMX
noapasaesieHnin opraHN30BbIBAaEM NPOBEEHNE TeMaTMYeCKnX oHen (JeHb wokonana, eHb Kode, [leHb
ynblbKM 1 T.n.). OcobeHHO KOMaHAe 3anoMHMUAACh Cepua NATHUL, NOA LEBU3OM «Pafdy>KHOe HaCTPOeHME,
KOrAa COTPYOHUKM O0JKHbI ObIN NPUXOANTL KaXXAYylo HELEN0 B ONpeae/ieHHOM LIBETE, a TakXe
npuayMaTb opurnHaabHoe hoTo B 4aHHOW LBETOBOM ramme. YTobbl BOBSIeYb pebaT B MpoLEeCcC 1 pa3xeyb
B HUX a3apT, B MepPBYI0 HeJesll0 KOHKYpCa A OpraHun3oBasia PeKBU3NUT 1 Npeaioxunia TeMaTuky ansd goTo.
Nanee pebsaT BoooyleBuna 3Ta naes ¢ LBeTaMu, YTO OHU CaMu CTann akTUBHO 0bCyXKaaTb B YaTe
c/legyoLlyo Heeno v ngen K ¢oTo.

Mpw cocTaBneHnn rpacduka CMeH A BCerga CnpallnBalo COTPYAHNKOB, KaKoW pexxnm paboTbl bl Obl
ynobeH ONna HUX, BAPYF Y KOro-TO BaXKHaa AaTa WaM MeponpuaTue u UMEHHO B 3TOT AeHb OH XoTen bbl,
4T0Obl CMEHa 3aKOHYMNACh MOpaHbLUe. ECM COTPYAHMK MOHMMAET, 4TO eMy AOBEPSIOT YNPaBAATb CBOMM
pacnucaHneMm, OH YyBCTBYET yBaXKEHWe N AOBEPME CO CTOPOHbI PYKOBOAWUTENS, 3TO cnocobcTByeT
Pa3BUTUIO CAMOCTOSATENIbHOCTN U OTBETCTBEHHOCTM.

B rpynne mbl 0653aTenbHO NO3apaBasemM Apyr Apyra ¢ AHEM POXKAEHMS, @ TakKe 0TMe4YaeM NaMsaTHbIe
[aTbl: poxaeHune peberka, ceaabba, rofoswmnHa paboTbl B baHke. KaXKabli MecsiL, 1 0TMeYato JyHLmX
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COTPYAHMKOB 3a YCNEXN B Pa3J/IN4HbIX HalpaBJIEHNAX N TOBOPIO UM «cnacnbox» 3a BbIXOAbl B OBepTaI‘fleI.

Tak)xe coCTaBAA nJaH NHAMBUAYasbHOIo pa3BnUTA COTPYAHUKaA, KOTOprIZ ornpenendeT HanpassieHne
pa3BnTUA, AaéT MOTMBALIMIO N TEM CaMbIM MOBbILLIAET BOB/IEYEHHOCTb.

B nione B baHke 6b11 NpoBeAeH ONPOC MO BOBEYEHHOCTW NepcoHana. HAeKC BOBNEYEHHOCTW HaLlero
ynpaBneHnsa cocTaBui 86%, NO CPaBHEHWIO C MPOLLJILIM FOZI0OM, MOJIOXXUTENbHAA AUHAMMKa COCTaBuUIa
6%.Ho Mbl He ocTaHaBAMBaeMCs Ha AOCTUrHyTOM. Celyac Ha nJollaake co3aaHbl HOKYC-rpynmbl No
Pa3HbIM HanpaBJeHMsM B AaHHOW obnacTu. f BXOXy B rpynny, KoTopas B3sina B NpopaboTky 610ku no
BO3MO)XHOCTSIM A/15 pa3BuUTus, paboTa B KOMaHAe 1 yrpaBfieHne N3MEHEHNAM, a Kakne pe3ybTaThl AacT
Halwa paboTa, 1 rotoa byay pacCckasaTb BaM Ha 3allMTe 3CCe.

7. Jlydywine npakTUKU B UHAYCTPUM
«3HaHuWe - COKPOBULLHNMLIA, HO KJIKOY K HEel - npakTuka». T. dynnep.

YT106bI YyCNELWHO AOCTUraTh BMECTE CO CBOEN KOMaHAoM BeplwmnH, B 2017 roay s npowna obyyeHne B
ApexBerg 1 nonyyuna cepTuuKaT 0 NPOXOXKAEHNIN Kypca «YnpaBieHne no nokasaTtensam 4s
pykoBoautenei rpynn KOHTaKTHbIX LLeHTPOB». HO Ha 3TOM A He 0CTaHaB/IMBaAOCh, MOCTOSAHHO Y4YCb,
MPOXO0XY, Pa3/iMYyHble TPEHUHI N N CHUTAI0, YTO 6€3 HUX B HACTOALWMNX peannsax XXN3HU N NOCTOAHHbIX
N3MEHEeHMAX A0BOJIbHO C/IOXKHO 0CTaBaTbCA yCNewHbIM 1 paboTaTh C KIMeHTaMn. Mo LeBW3 yYNTbCA U
elle pa3 y4nTbcs. 3a BpeMms paboTbl 4 npoLwna obyveHune no opMUpoBaHMIO U Pa3BUTUIO KOMaHAbI,
0CBOWJIa TPEHMHT Mo paboTe CO COXKHBIMU COTPYLAHMKAMM, NOJTyHnIa MHCTPYMEHTbI Pa3BUTUS 1
MOTMBALMN COTPYAHWKOB, MPoLLIa NPorpaMMy pas3BuUTus JIMYHON 3(HEKTUBHOCTI, OCBOUIIA HABbIKY
nposefeHns 3pPeKTUBHOr0 MHTEPBbLIO.

3 nocnefHMXx TPEHWHIoB ObiNo 0by4eHne No KOYYMHTY. DTO OTANYHAS NPaKTUKa U Ha MHAVBUAYAbHbIX
BCTPEYaX C COTPYAHMKAMM S 3a4aCTYH0 MPUMEHSIO N3YYEHHbIE TEXHUKN.

B HalleM KOHTAaKTHOM LiEHTPEe UCMOJb3YITCS NyYllne NPaKTUKN B UHAYCTPUK, YTO NOATBEPKAAETCA
CepTUhNKaTOM COOTBETCTBUS MEXAYHAPOAHLIM CTaHAApPTaM B 0Tpac/u. I3 nocneaHux, rae mos rpynna
NpUHMMaa HenocpeCTBEHHOE YYacTe 3TO MUI0TUPOBaHMNE NPOeKTa Nno cbopy ronocosoit GriomeTpuu.
CyuTalo BHeApeHMe AaHHOM CUCTEMbI 04eHb BaXKHbIM, T.K. 3TO PELLAET He TOJIbKO 3afayy
ayTeHTUMUKALMKN, HO U NPeAOoTBPALLEHNE MOLLEHHNYECTBa, a 3a60Ta 0 HaLLUX KAWEeHTaxX 3TO NpeBbille
BCEro.

8. Utormn
He KaXXablii pyKoBOAUTENb MOXET ObITh MnAaepoM. M He Kaxkabi naep cnocobeH pykoBOAUTb.
Moyemy g gocToHa nobenbl? NMoTOMYy 4TO S NMAEP, 3@ KOTOPLIM NONAET KOMaHAa.

A1 BMXY 1 nony4vato 06paTHYIO CBSI3b OT CBOUX KOJIIEr B TOM, YTO OHM BepyT B NpuMep Mo OeNCTBUS,
NoCTynkKn. Hac 06beaANHSAIOT 04HM LLeNW, U MOHMMaHWE HAlLMX COBMECTHbIX Liesiei AenaeT Hally KOMaHay
€[VHON N NO-HACTOoSALWEMY LieSIbHON.

Mos aHeprus 0aéT TONHOK ONs OBUXKEHNS Bnepen BCEW KOMaHe, ond reHepaumnnn HoOBbIX noen n
NpPoeKTOoB. A MOf LesieyCTPeMJIEHHOCTb NMO3BOJISET KOMaH4e pa3BMBaTbLCA U MOKOPATbL HOBbIE BbICOThI,
OOEPXNBATb nobenbl. Mos KomaHaa Jiydwas. Ho Mbl He roTOBbl OCTaHaB/IMBATbCA HA AOCTUTHYTOM.

Moé kpefo: 4Tobbl pa3BMBaTLCSA HYXXHO, AenaTb bonblue 4em oT Tebs XAyT. MHe o4eHb 6a13Ko
BblCKa3blBaHMe Baanma 3enaHpa: «He ocTaHaBAMBaNCsA Ha OCTUrHYTOM. OCTaHOBKYM BbiTb HE LO/IKHO.
EcTb nnbo passuTture, nnbo perpagauna».

1 1 MOA KOMaHa LOCTUM N ONpenesieHHbIX BePLUNH, Tenepb rjiaBHoe He 0CTaHaBAMBATLCA U UATU
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Oanblle K NOKOPeHno 3BepeCTa.

NEPCOHAJIbHBIE JAHHbIE HOMUHAHTA A NPAMON KOMMYHUKALLMA
C XIOPMI:

OAMUNINA TapacoBa
nMMA OTHECTBO Esrenus lOpbeBHa

OOJDKHOCTb PykoBoguTens rpynnsl




