Copnep>xaHue:

BBEOEHWE

CoBMeCTHas AesTeNlbHOCTb NtoAel OCHOBbIBaeTCA Ha obMeHe naen, B3rnsanos,
npencTaB/ieHUIA, 3HAHWN, NMPEeaNOXKEHNN, TaK KaK OJ151 [OCTUXKEHWSI MOCTaB/EHHbIX
uenen TpebyeTtcs ahhekTUBHbLIN 0O6MeH NHopMaLmn. Be3 y4acTust KOMMYHUKALNMOHHbIX
NpoLLeCccoB AeATenn He cyMeloT paboTaTb BMecTe, QOPMYIMPOBaTb NAEN N CNOCOBbI NX
[OCTMXeHNA. OgHaKo, KOMMYHMKaLNA - CJTIOXHbIA NPOLEeCC, CTPOSALMACSA U3 B3aMMHBbIX
LIAroB, Ka>kabl N3 KOTOPbIX MO3BOASAET HALUMM MbIC/ISM U UAaesM ObiTb MOHSATLIMU
Apyrum nuuoM. CyTb Ka)kKA0ro Lara 3akJ/o4aeTcsl B NpaBUJibHOW hopMe nepepayim
NHGpOPMaUMN 1 HaWKX OENCTBUIN, 0bbsACHSOWME ee cMbIcN. Hebpe)kHoe »xe OTHOoLeHne
KO BCEMY 3TOMY MOXKET MPUBECTU K yTepe rNaBHOW MbIC/N.

Tak, npeanpvHUMaTesibCKasa AeAaTeNbHOCTb, NMpeXxae Bcero, oCHoBaHa Ha obMmeHe
MHOpMaLMK, NMO3TOMY KOMMYHUKALMN Ha3biBAOT CBA3YOWMMIN npoLeccamun. Kaxxgomy
pykoBoguTtesnto npuxoamntcsa ot 50 o 90% TpaTnTb BpeMsa Ha KOMMYHUKaL NN,
OKa3blBaloLlMe BINSAHNE Ha yrnpasJ/ieHue N Ha pa3BuTue caMmon opraHusaumm. OgHaKo
obLwen3BecTHO, 4TO NMPOoLECC KOMMYHMKALMN Tak »Xe BAUSET N Ha caM ycnex
opraHusaumin: Nno gaHHbIM ornpoca 73% aMepukKaHCcKux, 63% aHrnMncknx n 85%
ANOHCKUX PYKOBOAUTENIeN CHUTAT KOMMYHUKALMN FNaBHbIM NMPensaTCTBUEM Ha MY TU
DOCTVXXEeHNSA 3PPEKTUBHOCTN NX KOMMaHUN. cxoaa n3 gaHHbIX eule 04HOro onpoca
npumepHo 250 TbiC. paboTHMKOB 2000 CaMbIX pa3HbIX KOMMAAHUA CHMTalOT obMeH
nHdopmMaumen TpyaHo pewaemon npobnemon. CBA3aHO 3TO C TEM, 4YTO
KOMMYHUKaALVMOHHbLIN rnpouecc HeceT 3a cobon 3agavyy obmMeHa nHpopmaumm, HO cam
obMeH He faeT rapaHTuM B NOHMMaHUN N SPPEKTUBHOCTM 0OLLEHNS YHaCTBYIOLLMX B
HeM ABYX CTOPOH. [MoMumo 3TOro, obMeH NponcxoauT TOJIbKO Toraa, Korga nepegaya
MHGOpPMaLUMKM OT O4HON CTOPOHbI ByaeT nNnpuHATa apyroun. NosTomy B aHHON cgepe
3P PEKTNBHbIE KOMMYHUKALNK - 3aJ10F yCrexa KoMnaHum, nuuom kotopon byanert
ABNATLCA SPPEKTUBHBLIN MeHeaXep C Pa3BUTbIM YMeHUeM YCTHOIMo U MUCbMEHHOro
obLWeHnA 1 MOHNMaHNA, NPU BANAHUN BHELLHEN UK BHYTPEHHEN cpelbl Ha caM obmeH
NHopMmaumen.

Ha oCHOBaHMM 3HAYMMOCTU KOMMYHMKaLWUIA B NpeanpuHUMaTebCKON AesTeNbHOCTH,
aKTYasIbHOCTb BbIBpaHHOWM TeMbl CTPEMUTESIBHO PacTeT B HacTosee Bpems. B nepByto
oyepenb, MO NPUYMHE NPOMNOPLMOHANIbHOrO pocTa BapbepoB Ha MNYyTN KOMMYHUKATUBHbIX



npoueccoB; BO-BTOpPbIX, AJIA He06XO,£l,VIMOCTI/I 3HaKOMCTBa C HUMW OnA npeoanosjieHna nx B
byayuiem.

O6bEeKTOM KYpCOBOM paboThbl ABAAIOTCSA pa3fNyHbIE NPUYNHBLI U3MEHEHUS CMbIC/A
nepenaBaeMon MHdopMaLUL.

NMpeaMeT - ceTb pecTopaHoB BbICTpPOro NUTaHma «Tawwnp MNuyua».

Llenb KypcoBon paboTbl - 03HAKOMUTLCSA C KOMMYHUKALMOHHbLIM MPOLLECCOM, a TaKXe C
NoTEeHUMaNbHLIMW NOBYLLIKaMn 1 GapbepaMun Ha NMyTW, MOHATb UX CYLLHOCTb U
pa3obpaTbCs B Nydwmx cnocobax n MeTogax KOMMYHUKaLMOHHON CBS3N KakK BHYTPU
KOMMaHWKW, TakK 1 BHE ee.

3agaydun Kypcoson paboTsbl:

1. packpbITb NOHATUE 3(PPEKTUBHBIX KOMMYHUKALWUIA;
2. packpbITb CYWHOCTb BapbepoB Ha NYTU 3PPEKTUBHBIX KOMMYHUKaLWIA;
3. paccMoTpeTb pa3finyHble cnocobbl NpeononeHns bapbepos.

Mpn HanncaHnm paboTbl bl NCMONb30BaHbI Hay4YHbIE TPYObl, TaKNe Kak: y4ebHunk
«OpraHusaunmoHHoe nosegeHue» JINTBUHIOKA A. A., TEKCTbI Nekunn «KoMMyHMKaumun B
opraHm3aummn» Kanmakoa M. B., «<MeHeg)xmeHT» Amnonbckon L. O.

1. OCHOBbl USYHEHNUA KOMMYHUKALNOHHDbIX
NMPOLECCOB HA NPEANMPUATUN

1.1 NoHATHMe, cocTaBAAIOLLME U dTaNbl
ocyuwiecTBJieHuUnA
KOMMYHUKaLMUOHHOIO npoLecca

NHopMaLms - 3TO Mnb BHELLHEeE MPosBJIeHNEe KOMMYHUKaLWK, ee pe3ybTaT.
NHpopMaumns urpaeT LeHTpasbHY PoJlb B KOMMYHUKALMOHHOM CyLLLECTBOBAHUN
4yesioBEKA N BbICTYMaEeT Kak CpencTBO obLieHuns.

KOMMYHMKaLUNOHHbIA NpoLecc - Npouecc, Nponcxoasawmm npm B3ammoaencTesmnm AByx
NN HECKOJIbKUX CYDBEKTOB KOMMYHUKaLWN AN OCYLEeCTBIeHNss oOMeHa AaHHbIX.
MonydyeHmne gaHHbIX ABASETCA HEOTbEMJIEMbIM MYTEM TaK »Xe B peLlleHnn



OpraHmM3aLMoHHbIX BOMPOCOB U YrpaB/lieHYeCKoN AeATeIbHOCTU, KakK 1 npefocTaBieHne
MHGOpMaLMKM OT pyKoBoAUTENA K COTpYAHUKAM B 3Ton chepe. HenpasuiasHoe
npenocTasBsieHne Nan NoJlydeHne nHpopMaLmum MoXXeT NpmBe3Tn K npobsemam B
MPUHATUN peLleHnin NN B MEXJTMYHOCTHbIX OTHOLWeHUAX. Mo3ToMy 3(p(peKTUBHOCTb
KOMMYHUKaLMN ABNSAETCA Ba)>XHbIM KOMMOHEHTOM onpefesieHns KavyecTBa NPUHATbIX
peleHnn n Kak oHM ByayT peann3oBaHbl. B obweM Buae faHHbIN NMpoLecc C/I0XKEH Mo
CBOEeWn CTPYKTYype N AMHaMUKe nocnenoBaTesibHbIX onepaunn Hag nHgpopmauymen [11, c.
504].

CybbekTaMn KOMMYHUKALWUN MOTYT BbICTYNaTb Kak OTAe/IbHble JIMYHOCTU UAW FPpynnbl,
TaK N opraHm3aumn ¢ npeanpuaTmnsamMun. NMpum 3ToM Ka>Kabin N3 y4aCcTHUKOB
KOMMYHMKALMOHHOI0 B3aUMO4ENCTBUS AO/HKeH obnagaTb BCEMU NN HEKOTOPbLIMU
CNOCOBHOCTAMU: BUAETD, C/bIWATb, 0OCA3aTb, BOCAPMHUMATb 3anax U BKyC. [TOMUMO 3Tux
BPOXXAEHHbIX CocObHOCTEN nMeeTca HeobXOANMOCTb B NpMobpeTeHNN HAaBbIKOB U
yMmeHun ansa obecnedyeHns appeKTUBHOCTM CaMOro npouecca.

KoMMyHMKauusa ¢ opyrmm 4enoBeKoM (0TAeNbHON NMNYHOCTbIO UM HEBObLIOWN Fpynnon
NnL) HeceT 3a cobor MeXNYHOCTHbLIN XapakTep. B 4aHHOM KOMMYHUKaUWUW Ka>kObIn
BbICTYMaeT N KakK MPUHUMAIOLWWNA, U KakK Nocbinatowmn nHpopmaumnto. OcyuiecTBneHmne
3TOro npouecca NpoucxoauT NyTeMm nepenayn Heobxoanmbix AaHHbIX (MOen, MHEHUN,
4YyBCTB, (PAaKTOB 1 T.M.) OT O4HOr0 YesloBeKa K ApYromMy B YCTHON Nnn Kakon-nmbo
apyron copme (MMCbMEHHO, XXEeCThbl, M03a, TOH rosoca, BpeMsa nepenayn,
HeAO0CKa3aHHOCTb M T.M.) C LeNblo NOJIYYEHNS B OTBET XXelaeMon peakuunn.
MNpenMyLLecTBEHHO e NCMOJIb3YyeTCs YCTHasA pedb Ans bonee 6M3KOro KOHTakTa.

D PHEKTUBHOCTb MEXKIIMYHOCTHBLIX KOMMYHUKALWA nMeeT 60MblUy0 3HAYUMOCTb B
yrnpaBieHnn n ycriexe opraHmsaunm. CyuiecTsyeT psg TOMy NpuYnH. Bo-nepsbix,
CTPYKTYpa OpraHmsaumm CTPOUTCs Ha HeNocpeaCTBEHHOM B3aUMOAENCTBUM Ntoaen Ans
peleHns BCeX YnpaBieHYeCcKNX 3afday (HavdanbHUK c paboynmmn, paboyne apyr c
APYroMm) B paMKax pa3/InyHbIX COObITUNA.

Bo-BTOPbIX, MEXJINYHOCTHAA KOMMYHUKaumMa B 6onblien cteneHn Hanbonee onepaTuBHO
NCNonb3yeTcsa N AeNCTBYeT, AOCTUrag CBOEro agpecata Nnpyu MUHUMyMe NOMEX.

B-TpeTbux, oHa BCcerga nsbumpatenbHa, Tak Kak MeXJ/INYHOCTHbIV KaHasl ornepaTUBHO
dhopmMupyeTca B Hanbonee noaxoaalmn ansa nepenadyn nHhopMaumum MOMEHT 1
cnocobeH BbIXOAUTb Ha HY>KHOI0 PEeCcrnoHAeHTa.

B-4eTBEpPTbIX, MEXIMYHOCTHAA KOMMYHUKaUns nmeet 6onee HehopMaibHbIN CTUb, 4TO
cnocobcTByeT ee 4OCTYMHOCTU U A0X044MBOCTU. [TOMMMO 3TOro, oHa HeceT 3a cobon



BO3MO>XHOCTb YCWJINTb BOCINpUATME ropopdLlero 3a cHetT MMMMNKNM, XXecToB, TeM6pa ero
roJioCa, HarnpaBJiIeHHbIX Ha KOHKPETHOIo cobecenHuKa.

Bo BTOpoM cnyvae, Korga cybbekTaMmum BbICTyNaloT OpraHu3aunum nnm NnpeanpusaTuns,
KOMMYHUKauuns npnobpetaeT opraHnM3auUnoOHHbIN XxapakTep. MNpn noMowmn gaHHON
KOMMYHWKaLNM CO30aeTCHa U pa3BMBaETCA CUCTEMa NPeaoCTaB/eHUsa 1 nepenaydm
MHpopMaummn (HeobxognMbIX OaHHbIX) 6ONbLWIOMY KOMYECTBY PabOTHUKOB M CAy>KaLiux
KakK BHYTpW OpraHusauun, Tak 1 3a ee npenenamu.

OpraHn3aunoHHbie KOMMYHUKALUN CMOCOBCTBYIOT KOOPAMHUPOBAHUIO AeATENIbHOCTH
BCEWN CTPYKTYPbl OPraHM3aLmnm No ropn3oHTaan n No BEPTUKAIN, TEM CaMbiM KaXKabll
YYaCTHUK OpraHn3aLOHHbIX NPOLLECCOB NoJly4YaeT Heobxoammyto nHdbopMaLuo ons
OCYLLECTBJIEHUS €ro AeATesIbHOCTH,

Mpouecc KOMMYHUKaLWOHHOI0 B3aUMOAENCTBUSA N0oAen BKAOHaeT B cebss HeKoTopble
OCHOBHbI€ 3/IEMEHTbI, TAaKNE KaK:

1. oTnpaBuTenb - AMUO (MK rpynna auy), KoTopoe creHepupoBaso nam otobpano
HeobXxoAMMYI0 MHOPMaLMIO ONS nepenayu;

2. coobueHne - HeobxoammMasa 3aKoAMpPOBaHHAsA B CUMBOJIbI MHpOpMaLKUS;

KaHas - cnocob nepenayn nHpopMaunn: yCTHO, MNCbMEHHO 1 T.M.;

4. Kop - 3HaKoBas UM 4YMucnoBas cUMCTeMa, C NOMOLLBLIO KOTOPOW nepenaeTca cama
MHopmMaumsa. MoxxeT BbICTyNaTb B Ka4yeCcTBe CJI0B, MPON3HECEHHbIX BCIYX,
HanNWCcaHHOro TekKCcTa, YC/IOBHbIX CUFHAI0B, SMOLUA, XXEeCTOB U T.M.;

5. KOHTEKCT - onpepesieHHble CMbIC/bl U accounaumnmn, KoTopble cogep»xaTcs BO
BHelwlHen cpene, obCcTaHOBKE, CUTyauuu;

6. nony4aTtesb - AMYo (rpynna auuy), KOTOPoOMYy AOHOCUTCA coobLieHue;

7. obpaTHas CBA3b - OTBET (peakynsa) nosyvyaTena Ha nepenaBaeMble AaHHbIE.
[aHHbIN 3/1IeMEeHT OCYLLEeCTBUM TOJIbKO NPU NONYyHYEHUU OaHHbIX, @ HE BO BpeMs NxX
nepepayun [3, c. 154].

w

B xo4e KOMMYHUKaLMOHHOIO npouecca obe CTopoHbl (0OTNpaBuUTENb U MoJslyYaTenNb)
OOJIKHbI BbINOJIHUTbL OnpefesieHHble 3Tanbl B Nepeaadye coobueHms, KoTopble TECHO
CBsi3aHbl Mexay cobon. BeinonHeHMe Ka>kaoro wara Heob6xoanmo s npaBusibHOro
MOCTPOEHUS 1 nepedayn coobuieHns, 4Tobbl Ka)kaasi U3 CTOPOH CMOrJla Kak rnepeaaTb
NCXOAHbIAN CMbIC/T MHGOPMaLNK, TaK N NPUHATL ero 6e3 Kaknx-nnbo ncka>keHun gns
B3aMMHOIro NOHUMaHUA. Takum obpa3oM, oTNpaBUTENb 1 NOJSy4YaTesb BbIMOJHAKOT
cnenytouwime aTanbl B onpeaesieHHoON NocnenoBaTeNbHOCTU: oTNpaBaeHmne coobleHns;
nepepnada coobuieHns; nonydeHmne coobuieHns; obpaTtHasa cBa3b (cM. puc. 1) [9, c. 141-



142].
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PMCYHOK 1 - 3Tanbl U 321eMeHTbl Npouecca KOMMyHMKaI.I,Mﬁ

3a4acTyto caM NpoLEecc 3aHUMAET JINLb HECKOJIbKO CEKYH[, MO3TOMY [0BOJIbHO CJ/TIOXKHO
BblAENINTb KOHKPETHbIE 3Tamnbl. HO CTOUT NpoaHann3npoBaTh Ka)Kabli obwmin xon ons
nyyliero ero pa3topa v MNOHUMaHUSA CJIOXKHOCTU BCEN CTPYKTYPHbI.

MepBbin 3Tan (oTnNpaBneHmne coobleHns) BkaoYaeT B ceba aBa onpefeneHHbIX Wwara:
reHepupoBaHue ngen n kognposaHue. eHeppoBaHMe naen NPONCXoaunT NyTem
dopMumpoBaHMa oTNpasuTenem naen nim otbopa nHpopmaumm, KOTopyto Heobxoammo
nepefaTb. Ba)HO NOMHUTbL, YTO Ha 3TOM 3Tane naes ewle He BOMNJOLWEeHa B C/I0Bax UK B
apyronm coopme, B KOTOpOW oHa byaeT nepepaBaThCs. OTNpaBuUTENb TOJILKO peLln,
KaKyl MMEHHO KOHLEMNLMIO OH Xo4eT goHecTu. lToMnmo 3Toro eMy Heobxoanmo
ChOpMyNMpoOBaTb MPUYUHY TOro, NOYEMY OH XO4eT nepefaTb APYrOMYy YHaCTHUKY.

KoaonpoBaHme - nepesoa MHPOPMaLUN B KOMMJIEKCHYO CUCTEMY KOMMYHUKALMOHHbIX
CMMBOJ10B (Cn10Ba, AencTemsa 1 T.n.). MIMeHHO 3TOT Npouecc BonjowaeT nHhopmaumio B
coobuieHune [16, c. 127].

BTopbiM 3TanoMm cnenyeTt nepenaya coobLWeHNs, rnaBHbIM LLAroM KOTOPOW ABASETCS
BbIbOp KaHana nepepnayun. BelbpaHHbIN KaHan [o/MHKeH ObITb NPY 3TOM COBMECTUM C
TUMOM CMMBOJIOB, KOTOpPbIE BbIIM NCNONIb30BaHbl NpY KoAUPoBaHUN. CaM KaHan MOXeT
npencTaBnsaTb cOOOM Kak BHELLHIOW cpeny (HanpuMmep, BO34yX, CBET, BOAa), Tak n
pa3sinyHble TEXHUYECKNE YCTPONCTBa (HanpuMep, JIMHUN CBA3WU, S/IEKTPOMarHUTHbIe
BOJIHbI). Takmum obpa3om, nHpopmaumsa MoxxeT ObITb NepefaHa C NOMOLLbIO JINYHOIO
obuweHns, TeneOHHbIX 3BOHKOB, FPYMMOBbIX BCTPeY, TeNleKOH(pepeHLnn,



pagnoTpaHCcaayuun n T.0.

Mpwn BbIbOpE KaHaNa Nnepenavn HeT He0b6XoANMOCTMN KOHLEHTPMPOBATLCA Ha OQHOM,
ahpekTuBHee BCero byaet KOMOMHMUPOBaAHNE HECKOIbKMX cnocoboB obmMeHa AaHHbIMN.
Takoi cnocob CcyLlecTBEHHO YCIOXKHSAET Npouecc Ans OTNpPaBUTENS, TaK KakK Yy Hero
BO3HMKaeT HeobxoanMoCTb B Bbibope npaBu/ibHOM NOCNeA0BaTENbHOCTU UCMOJIb30BaHUS
3TUX CPEACTB, @ TakK)XXe NPOMEXXYTOK BPEMEHN MeXAy HUMU. [ToMUMO 3TOro,
nMpoBeAeHHbIE NCC/IeA0BAaHNSA NMOKa3blBaOT, YTO KOMOMHMPOBaHNE CpeacTB
KOMMYHUKaunKn aBnseTca Hanbonee apekTUBHEE, HYEM NCMOJIb30BaHNE CPencTB Mo
oTAeNbHOCTU. TakK, HAMHOro NPoAyKTUBHee byaeT coveTaHme YCTHOMo U MMCbMEHHOr 0
cpenctea. OQHaAKO UCMNOJIb30BaHME MUCbMEHHOI0 KaHala nepeagadyn He OOJIKHO
NCMNOoJIb30BaTbCA B KOMMYHUKALMOHHOM MNpPOLLeCCe NOCTOSAHHO, TakK Kak Takoe peLueHune
ObICcTpO NpuBeneT K 6onbLIoMy ByMa>KHOMY NMOTOKY B OpraHu3auumn, ¢ KoTopbiM byaeT
TS>KesI0 CNpPaBUTbLCA.

TpeTbuM 3TanoMm cnegyeTt noayvyeHne coobuleHns, KOTOPbIN BKJKOYAET Waru:
O0EeKOANPOBaHMeE, NOJyHEHNE U NHTEepNpeTauuns. [lekognpoBaHMe NponucxognT, Korga
nosilyvyaTtenb nonyvyaeT coobuieHne. CaM NpoLecc «4eKoanpoBaHns» nogpasyMmeBaeT 3a
cobon cnepyolee: nepeso coobLeHna (CMMBOJIOB) B UMEKOLLYIO CMbICTT (hopMmy.
NMoMnMO 3TOro, Nnosy4aTesib aHaIU3NpPyeT, Kak OH BOCMPUHMMAET NoJly4eHHoe
coobuieHne (4To NOy4ns), ero MHTeEpPNpeTaunto (Kak MoHSAA) N OLEHKY (4TO U Kak
npuHan) [9, c. 367-368].

(P PEeKTUBHOCTb B AAHHOM CJlydae HanpsmMyo 3aBUCUT OT NMOHUMaHNSA U3Ha4YaJIbHOW
noev oTnpassieHHOro coobweHns nosny4atenem. ECnn oH Nnponssen gekogupoBaHmne
O/IN3KO K HAMEPEHUNID, KOTOPOE 3aJ10)KU1 OTNpaBUTeEsb, KOMMYHUKauma bynet Hanbonee
3hheKTnBHaAA.

YeTBepThbiM 3Tanom cnepyet obpaTHas cBA3b. Bo3HMKHOBeHMe 0bpaTHOW CBA3N
MPONCXOONT NPU CMEHE KOMMYHUKALMOHHbBIX PONIEN MEXAY OTrpaBuTenem u
nonyyatenem. B TakoM cnyyae nosyyaTesb BCTAaeT Ha MECTO OTNpaBuUTens u
MPON3BOANT Te XKe AENCTBUSA OTHOCUTENIbHO NMPUHATON UM MHOPMaLLK, MPUN 3TOM
coobLlasa o cBoen peakuum OTNpPaBnUTENO, CTaBLLEMY B 3TOT MOMEHT y>Xe Ha MeCTo
nonydvartens.

Ona a3ppekTNBHOCTU KOMMYHMKaunMn obpaTHasa CBA3b KpaHe Heobxoamma B ALaHHOM
rnpouecce, Tak 3TOT 3Tan NpefocTas/sgeT BO3MOXKHOCTb OTNpaBuUTeNo caesiaTb BbIBOA
KacaTeJIbHO Tpex BOMNPOCOB: MPUHAI 1N NOoJlydaTesib OTNpaB/IeHHY0 NHOPMaLUNio, B
MOIHOM NN 06beMe U HAaCKOJIbKO ee NOoHSAM. [103ToMY KaKablin pykoBoanTesnb o6a3aH



rnosiaraTbCs He TOJIbKO Ha CBOWN YCUJINSA, YTO BCE UM CKa3aHHOE 1 HanmcaHHoe byaeT
TOYHO BOCMNPUHATO NMPaBUIbHO, HO N 0OpPaTHOM CBA3bO. B MHOM ciiydae 3hhEKTUBHOCTb
€ro yrnpaBieH4YeCKoOn AesATEeNbHOCTN CTPEMUTENLHO YNadeT, Tak Kak oH byaeT
N30/IMPOBaH OT peaJsibHOCTMW.

NMomMumMo 3TOro, npouecc obpaTHOM CBA3M CNOCOBCTBYET NPeoaosIeHNIO NoOMeX (LWymMm),
BO3HMKAOLLMX Ha NYTU. B KOMMYHNKaTUBHOW chepe NOHATUE «nomMexa (LyMm)»
onpenenseT BCe, 4TO CNOCOOBCTBYET NCKaXKEeHUIO NepBOHa4YasibHOro CMbICNa
oTnpaBieHHON UHgopMaumn. UCTOYHUKaAMM MOTyT MOCAYXUTb A3blKK (B BepbasibHOM
nnn HeeepbabHOM OhOPMIEHUN), @ TaKXKe pa3Hble BOCMIPUATUS MEXAY YrpaBJeHUeM U
NOAYNHEHHbIM.

NMomMmexn (WyMbl) NPONCXOAAT BCEraa, Ha KaXKaoM 3Tane KOMMYHMKaLUWOHHOro npoLecca.
B 6onbWINMHCTBE C/ly4HaeB NpeofosieHne Ux He Bbi3blBaeT HUKAKUX CJIOXXHOCTEN N B
hanbHenwem nocnenctemn. OQHaKoO BEPOSATHOCTb UX CUJIBHOMO BO34ENCTBMA BCeraa
€CTb, OT Yero Mo>KeT BO3HUKHYTb nosiHaa 6/10KMpOBKa NOMbITKW nepenaTb
nHdopmMaumio. Takas cUuTyayns, N0 MHEHNIO MHOIMMX MeHeO)XXepoB, YMeHbLLIaeT
BEPOATHOCTb AOCTUIHYTb 3a[laHHbIX Lefien B npouecce obmMeHa AaHHbIMN.
KOMMYHUNKaLMOHHLIA MPOLLECC, KaK CUCTeMa, BKJoYatowas B cebs obpaTHyo CBA3b U
BO3HMKaOLWMEe Ha NyTu noMexu (ymbl), n3obpakeHa Ha PUCYHKe HMXKe (CM. puc. 2).

HaHHbIN PUCYHOK MOJIHOCTbIO M306parkaeT NocNenoBaTeIbHOCTb U LUKANYHOCTb BCEX
OENCTBMIN, NPON3BOANUMBIX BO BPEMSA KOMMYHUKaLNK MeXAY N0AbMN B OpraHmn3auunu.
Takmm 06pa3oM, KOMMYHUKaATUBHbIE MPOLLECCHI UMEIOT HEMPEPbLIBHY aKTUBHOCTbL Ha

NPOTSXXeHnn BCen paboTbl NpeanpuaTus.
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PUCYHOK 2 - KOMMYHUNKaALUMOHHLIN MPOLLEeCcC Kak cuctemMa

1.2 Knaccupukauuma KOMMYHUKaLUN

CywecTtByeT aBe 6osnblUMe rpynnbl BUAOB KOMMYHUKALWA: BHELUHNE N BHYTPEHHME.
BTopas rpynna TakxXe KnaccupuumpyeTcs No caenyowmm npmsHakam:

e MO NOApa3aeneHnsam;
e M0 YPOBHSAM;

e M0 popme obLieHns;

e N0 cybbekTy obLieHuns;

e M0 UCMOJIb3yeMbIM KaHasnam [19].

BHeLLUHME KOMMYHUKALUM NoApPa3yMeBaloT KOMMYHUKATUBHbLIA NPOLIECC OpraHu3aumm
U NPeanpusTUS C BHELWLIHeN cpeaoit. MoMMMo 3Toro, BHELWHNE haKTopbl 0CoOBeHHO
BJINAIOT Ha YCMELHOCTb KOMMNaHUN.



Ka)kgoe npeanpusaTue nosb3yeTcsa pas/iMdHbIMKU CpencTtBaMm n metogamm
B3aMMMOOTHOLLEHMSA UX C BHELLHEN Cpeaon, KoTopas ee okpyxaeT. ObuieHune ¢
notTpebntenamm (Kak C y)ke CywecTBYOWMMU, TaK 1 418 NpUBIe4YeHNs HOBbIX)
OCyLLecTBASAETCHA NyTeM OEMOHCTPUPOBAHNS TOBapa 3a CYET peknamsbl. [loMmmMo 3TOro,
ocoboe BHUMaHMe OO0/IXKHO yOenATbCs BHELWWHEMY BUAY KOMMNAaHUK, KOTopbin byneTt
rnpuBaeKaTb BHMMaHME MoKyrnaTesien, a 3TO ABNSETCA B CBOKO o4yepenb NPAMON CBA3bIO C
06buwecTBEHHOCTbIO. BHELWHNI BN BKAOYaeT B cebss MMna)K Ha MECTHOM,
obuweHaunoHaIbHOM UM MEXAYHAapoOHOM ypoBHe. KOMMaHus, B KOTOPON MMeeTCs
NpogCoto3, A0JIXKHA MOCTOAHHO 06LWaThbCa C NpeacTaBAAWMMN AuLaMn, KOTopble
paboTatoT no Hanmy. Ecnn npodcoto3a He cyuwlecTByeT B AaHHOM KOMMaHWM, TO OHa
OOJKHA NoagnepXXmnBaTbCsa CBA3N C paboTHMKaMuK, 4Tobbl HE co3aaTbh cpeny Ans
obpa3oBaHUA npodcoto3a. Bce nepevyncneHHoe ABASeTCA Nnb MaJion 40J1IeN TON CBA3N
C BHelWHen cpenon, kotopas cnocobCcTByeT pearmpoBaHUIO OpraHn3aunin Ha NOCTOSAHHbIE
ee N3MEeHEeHN4.

BHyTpeHHMe KOMMYHUKaUUN - KOMMYHUKaLNK, KOTOPbIE MPONCXOAAT BHYTPU KOMMaHUn
MeXAY YPOBHAMMU U noApasaesieHnaMmm scex paboTHUKOB. TakXXe X Ha3blBaloT
MEXJIMYHOCTHLIMU KOMMYHUKaUNSAMUN, TaK KaK MPOUCXOOAT B CUTYaLNN «JIULOM K NNLYy.
SPPEKTUBHOCTb NX HAMNPAMYIO 3aBUCUT OT Pa3sINdHbIX (PAaKTOPOB, a TaK XXe OHU
Hanbonee 3Ha4YMMbl BO B3aUMOCBA3M BCEro KoJisiekTuea (puc. 3). Tak 4To noapobHo
paccMoOTpUM UX Knaccnpunkauuo» [19].
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PUCYHOK 3 - BAUSIHNE MeXJIMYHOCTHbIX KOMMYHUKaLWIA

Knaccudpunkaumsa no nogpasnesieHnam BKao4YaeT B cebs cneagywowine Tunbl
KOMMyHI/IKaLI,I/II7IZ rOPU30HTaJIbHble, BepTUKa/IbHbIE U AMaroHasibHble. [OpU30HTasIbHbIe
KOMMYHUKaUNN OCYLLEeCTBJIAIOTCA HYalle BCero € ncroJibaoBaHMeEM crneunalibHbIX



KOMUTETOB UK paboymx rpynn, KoTopble SBASIOTCSA Noapa3aesieHnsMnN opraHn3aumun.
Ona DOCTUMXXKEHUA )XelaeMoro ycrnexa, opraHusaums obszaHa obecnevynTb COBMECTHYIO
neaTeNnbHOCTb BCexX noapasaeneHunin. Hanpumep, B NOIMKINHUKAX BCEMY NepcoHan,
KaXXAbl N3 KOTOPbIX OTHOCUTCS K pPa3HbIM YPOBHAM 1 NoApa3aeneHusm, Heobxoammo
obMeHnBaTbCS MHGQOPMaLIMEN ONSA pacnpedeseHns pecypcoB, KOOPONHNPOBAHMS
paboyero coctaBa, KOHTPOJA Hafd 3aTpaTamMu U T.4. FTOpN30OHTaIbHbIE KOMMYHUKALMN
TAKXX€ Ba)KHbl U A1 CTUMYNIMPOBAHUA (DOPMUPOBAHNSA 1 MogaepXXaHus
B3aMMOOTHOLLUEHWNIA Ha OJHOM M TOM >Xe OpraHM3aLVWOHHOM YPOBHE, KOTOPLIE BAUSIOT Ha
CcTeneHb YAOBNETBOPEHHOCTM KaXKaA0ro paboTHMKa.

BepTukasbHble KOMMYHMKaLUM NoApa3yMeBaloT rnepemMeLlleHne nHhpopmaunm mexay
YPOBHSAMU B OpraHn3aumnm, To eCTb Mexay MeHea>XepoM N NOAYNHEHHLIM NN
MeHen>XepoM 1 paboyen rpynnon. Takne KOMMyHMKaLWUKM 3a4aCTyl0 COCTaBAAIOT OBe
TpeTn ynpaBieH4YeCKNX KOMMYHUKaunin. Hanpumep, Takasa Kiaccugukauma MoxxeTt
3aKJ/1l04aTbCA B pa3bsACHEHUWN 3a4a4y, 0O bACHEHUN NPUOPUTETOB N OXKUAAHWA,
npuenevyeHnn paboTHMKa K peLlleHnto 3agad otTaena, obcyxageHun npobnem
3(pheKTMBHOCTU; COBEPLUEHCTBOBAHMM U Pa3BUTUN MOAYNHEHHbIX, Cbope nHpopmaumm o
noTeHUManbHbIX AN peanbHbIX NpobsiemMax, onoBeLweHnn naen o NnpeacToawmx
N3MEHEHUAX, O3HAKOMJIEHUN C NAeAMN NOAYNHEHHLIX U T.4. [ToMMMo 3TOro, B
KOMMYHUKATUBHOM rpoLuecce Mexay MeHea>XepoM 1 rpynron cywecTeyeT
BO3MOXXHOCTb BbICKa3aTb CBOM MbIC/IN N WOeN KacaTesbHO paboTbl oTaena, o
BbIMOJIHEHUN paboTbl coobwa n T.4., a cobpaHmne Konner ogHOro ypoBHsi MOXKeT BbITb
peann3oBaHoO AnA peweHus npobsem n Bonpocos 6e3 y4yacTns MeHenxepa.

OnaroHanbHble KOMMYHUKALUWUN - KOMMYHUKaLNN, OCYLLECTBASIOWMECH MEXAY
NnepCcoHaJioM KOMMaHUN pasiNyHbIX YPOBHEN 1 noapa3aeneHuin. OcyuwecTBuMbl Toraa,
Korga 3aTpyAHeHbl apyrme cnocobbl opraHmlaumm pabotHmnkos [19].

Knaccudpumkauma no ypoBHAM BKOYaeT B cebs cnepyowme TUnbl KOMMYHUKaLWA:
HUCXOoASLWME 1 BoCXoasLwme. MepBbll TUN OCYLLECTBASETCA Npu nepepayvye nHhopMaumm
OT PYKOBOAUTENS K MOAYNHEHHOMY. Hanpumep, Kak roBOpUJOChk paHee, Korga
pyKoBOAUTENb MH(pOPMMPYET NOAYMHEHHOIO NMPU pa3peLlleHnn 3adad, npobnem, npu
06BbACHEHMN NPNOPUTETOB N OXKNOAHUA U T.4.

Bocxoasilime KOMMYHUKaUMKN OCYLLECTBAAIOTCA Npu nepeagade nHpopmaunm ot
NOAYNHEHHOro K pykoBoauTento. C NOMOLLbIO HUX YrpaBaeHLbl COoCcobHbl y3HaBaTb O
NOTEHUMANbHbIX NN TEKYLWMUX HeNonaakax n npobnemax ans nx HEMenJIeHHO peLleHus.
Hanpumep, Kaccup NpoayKTOBOro MarasnHa 3amMeTuT, YTO KaCcCOoBbIM annapaT paboTaeTt
Me[OJIEHHO 1 BPEMeHaMn Ha4yMHaeT NoATOPMaXKMBaThk, a NOKYyMaTeNto NPUXOANTCS XKAaTb



NPOAO/IKMTENbHOE BPEMSA A5 3aBEPLUEHMS MOKYMNKW, MO BCEN BEPOSATHOCTU, OH
N3BECTUT CBOEro HavyasibHMKa O BO3HMKHOBEHUN TaKoW CUTyauuun, a TOT, B CBOE BpeMs,
OMOBeCTUT AUPEKTOpPa MarasunHa.

Knaccundpukaumns no popme obuieHnsa BkatovaeT B cebsa cnepyowme Tunbl
KOMMYHUKaunin: sepbanbHble n HeBepbanbHble. BepbasibHble KOMMYHUKaL NN
OCYLLLECTBNSAITCA MYyTEM UCMOJIb30BAHNS YCTHOW peyu.

Ncnonb3oBaHme BepbasibHbIX KOMMYHUKaLNIA 3aHMMaeT B0bLUYI0 YacTb BpeEMEHN
pykoBoguTenen. YCTHaa KOMMYHUKaUUA UMeeT Nnpu 3TOM onpefesieHHble 4OCTOUHCTBA,
Takume Kak: bbICTpoTa, CNOHTAHHOCTb U BO3MOXXHOCTb LUMPOKOIro ee NCNO0JIb30BaHUS
napannenbHo ¢ HeBepbanbHbIMU curHanamn. Ucxonsa ns nccneposaHns A. MenpabuHa,
coobuleHns ¢ HeBepbasibHbIM COLEPXKAaHMEM UCMOMb3YIOTCA B opraHusaunax 7%;
coobuieHuns, KoTopble nMmetoT HeBepbanbHyto npupoly - 93%, U3 KOTOPbIX C
NCnosib30BaHMEM Moaynaumnm rosioca - 38% u 55% - ncnonb3ys Boipa>keHue nuua [15, c.
131].

HeBepbanbHble KOMMYHUKaUNK - Nnepefada nHgpopmaumm 6e3 Ncrnosb3oBaHUSA YCTHON
peyn. Hanpumep, MoryT 6bITb NCMOJIb30BaHbl XX&CTbl, MUMUKWN, NO3bl, B3rnsa4bl,
XecTukynsaumm mn T.4. Npexae Bcero, HeBepbabHbIE KOMMYHUKaLMK CBA3aHbl C
MCMXOJIOrMYECKUM COCTOSSHUEM YeslIoBEKA U ABIAETCSA CPpeaACTBOM, 4TOObl €ro BbipasunTh.
C noMoLblo TaKON KOMMYHUKaUnn co3gaeTtcsa obpa3 napTHepa npu obweHnmn ¢ HUM.
NNo3TOMYy OCHOBHOE Ha3HavyeHue HeBepbasibHOr0 KOMMYHUKATMBHOIO npoLecca -
OTpa>keHne 3MOLNOHAIbHOI0 COCTOAHNS Y4aCTHMKOB, AOMOJIHAA N 3aMeLlas ux peyb, a
Tak>xe cnocobcTByeT AOMNOJIHNTENIbHOMN HAaCbIWEHHOCTN BCero ckalaHHoro [18, c. 312].

Knaccudumnkauymsa no cybbekTy obuwieHns BkatoYaeT B ceba cnegytowime TUnbl:
eVHONINYHbIE U OpraHn3aumnoHHble. MepBbIn TUN onpegenseT NpPouecc KOMMYHUKaL NN
npu B3ammoagencTeum Asyx n 6onee nogen B HenocpeacTtseHHon 6amsocTn. Hanpumep,
pa3roBop Mexay OBYyMS KoJsisieraMm uam HadyalbHUKOM C paboTHUKOM.

BTopoi TN KOMMyHUKaUUn onpenenset obMeH MHpopMaunum mexay AByMs unm bonee
rpynnamm nuu, Kkotopble 06nagatoT coObCTBEHHBIMM HTEpecaMn 1 uensmu. Takas
KOMMYHWUKaLINA BO3HUKAET, Hanpumep, npu cobecefoBaHU HECKONbKUX Fpynn foaen
OT ABYX NpeanpusaTuiA gNns noanncaHusa gorosopa 06 nx obbLeanHeHun.

Knaccudukaumns no ncnosb3yemMblM KaHasnam obuieHns BkatovaeT B cebsa cnepyouwme
TUNbl: PopMasibHble N HedhopMasibHble. POpMasibHble KOMMYHMKaALNM BO3HUKAIOT B
npouecce B3anMoOenCcTBMSA pasIMYHbIX YpoBHelr n otaenos. OHM NO3BONSAIOT
ynopsAoyYnMTb U OrPaHNYNTb MHOPMALMOHHbIE MOTOKU, @ TakK)Xe ONnpeaensoTCs



pernaMmeHTamMu:

1. opraHn3aunoHHbIe - CXxeMa CTPYKTYpPbl NpeanpuaTtund;
2. PyHKLMOHANbHbIE - MOJIHOMOYMSA OTAEI0B, CoAep Kallmecs B pasgene
«B3anMocBA3n Mexay nogpasgeneHnamm» [19].

Takol TUM LUNPOKO UCMOb3yeTCs B KOMMNAHMAX, CTPYKTYpPa YNpaB/eHUA KOTOPbIX
nepapxmyeckas.

HedopManbHble KOMMYHMKaUUM MHAYe Ha3bIBAlOT elle KaHasioM Cs1yxoB. CBA3aHO 3TO C
TeM, 4YTO Mo HedyopMasibHbIM KaHanaM NOTOK MHOPMaLMK ABMXKETCS HaMHOro bbicTpee,
HeXXenn no hopMasibHbIM KaHanaM. X ncnosib3oBaHMe pyKoBOAUTENAMM 3a4acTyIo
npuMeHsaeTca onsa obMeHa NMMYHOW MHOPMaLLMEN B YCNOBUAX KOH(PUAEHLMANBHOCTH,
KOTOpPOE COMPOBOXKAAETCHA C/IOBaMUN «TOJIbKO Mexay Hamu» [4, c. 22].

Cnyxn Bcerga cHMTaloTCa HETOYHOM nHopMaumnen. OgHako npoBeneHHbIe
nccnenoBaHmsa gatoT obpaTHbIM pe3ynbTaT. CornacHo nccnegoBaHuto K. [3Bnca, cnyxm
06 opraHmnsaynoHHOW OeATeNbHOCTU NpeanpuaTnsa boiBatoT Ha 80-99% ToYHbIMK. HO
MH(opMaumMs NMMYHOrO XapakTepa, BblIHECEHHAA Yepes3 KaHa CNyXoB, MMeeT NpoueHT
HaMHOro Huxe. MNMpUHAaTHe CYX0B HETOYHOW MH(OPMaLnen onpenensaeTcs TeM, YTO OHU
HOCAT Bonee gpamMaTUYHbLIN XapaKTep 1 bbiCTpee 3anoMUHalTCs 00 EeCTBEHHOCTLIO.

1.3 Bapbepbl Ha NyTU 3P PEeKTUBHbIX KOMMYHUKALUN

Ncxons n3 MHOXXeCTBa NUCCenoBaHW, cyllecTByeT 60/bLLOe KOIMYECTBO Nperpag u
H6apbepoB Ha NyTN KOMMYHUKaLMOHHOIO NpoLecca KacaTenbHOro Ka)xgoro paboTHuka B
OTAE/IbHOCTU, KOTOPble 3HAYNTENIbHO CHMXKAIOT X 3PEKTUBHOCTb B OpraHu3auuu.
BblaensieT HECKOJIbKO CaMbIX CYLLIECTBEHHbIX KOMMYHUKALMOHHbLIX 6apbepoB Ha
OpraHn3auMoHHOM YPOBHE:

e Hapbepbl BOCNPUATUS;

e CEMaHTUYeCKue;

e HeBepbanbHbie,;

Hea(ppeKTUBHOCTL BapbepHON CBA3K;
Hea(ppeKTUBHOCTbL cnywaHus [16, c. 132].

PaccmoTpuM Kaxkabln B4 6apbepoB OTAESbHO.



MepBbii TUN BapbepoB - 6apbepbl BOCMPUATUSA - 3TO peakumsa Ka)Kaoro MHAnBMAyyMa Ha
BOCNpUSATME OKpYy>KatoLlen ero cpenbl. KOHKpeTn3npysa He Ha TOM, YTO AEeNCTBUTENbHO
NPONCXOANT BOKPYF, @ Kak OH BOCMPUHMMAET 3TO. MIHbIMX CNOBaMK NX eLle Ha3biBaloT
«JINYHOCTHBLIMN BapbepaMu», KOTopble 06yCNOBNEHbI INYHOCTHLIMU XapaKTepucTuKamm
ABYX CTOPOH.

OOnH 13 Takoro Tmna 6apbepoB MOXXET BO3HUKHYTb MPU KOHPJINKTE Mexay
0eAaTesIbHOCTbIO pa3HbIX chep: oTnpaBuTesneM N nosydaTtenem. Bocnpuatmne nioabmum
CMbIC/1a MHOPMaLMKN MOXKET BbiTb pa3SIMYHbIM B 3aBUCUMOCTU OT UX HAKOMJIEHHOr o
onblTa U 3HaHU. HanpuMep, B opraHM3aumax, eaTesIbHOCTb KOTOPbIX CBA3aHa C
PO3HUYHOW TOProBfen, TOYKa 3pEeHNA MeHed XepoB 1 pabo4vero nepcoHana B
DONbLWNHCTBE C/ly4YaeB pe3Ko OTJnYatoTcs. Tak, KacaTesbHO NnpobsemMbl ocBoboXXaeHNS
TOBapPOB, MAapPKEeTOJI0rN YBEPEHbI, 4TO paClUIMpPEHNE aCCOPTUMEHTa TOBapOB NpuUBeaeT K
€ro akTuBM3auUuK, N 3TO 3HAYUTESIbHEE Ba)XKHEE, HEXXEJIN CHUKEHME U3LepKeK
NMPOW3BOACTBA MO NMPUYNHE MOBbILLEHHOW CTaH4apTMU3auUmMKn; B TO BPpEMSA KaK rnepcoHan
c4ymuTaeT obpaTHoe.

N3-3a pa3nnymin BO MHEeHUN, 0ByCNOBAEHHbIX Chepon AeaTeNnbHOCTH, argn oTbupaT
MHOPMaLMIO NCXOAA N3 CBOUX MHTEPECOoB, NOTPpebHOCTEN, BHELLHEN cpeabl U
3MOLMOHANIbHOI0 COCTOSAHNA. Takasa YepTa YesioBe4eCKon CYLLHOCTN BANSET Ha
KOMMYHUKaLMW 3Ha4YNTENbHO. Beab 3TO O3HaYaeT, 4TOo Ka)Kabl paboTHMK
BOCMPMHUMaET NHpopMaLnto Ha pn3n4eckom ypoBHe B HenoJiHOM obbeme. OTcCoaa
BbITEKAIOT OpraHm3aunoHHble NpobaemMbl KOMMYHUKALMOHHbBIX MPOLLECCOB, B pe3y/ibTaTe
KOTOPbIX BO3HUKAET NCKa)KeHMe NCXOOHbIX naen rno npuyvnHe pasanydmm nHTepnpetTaumnm
NIOABMU B UX NONYHEHUU N BOCMIPUATUN.

CyLecTBYIOT CJ/ly4aun NoJSIHOrO OTTOPXXEHUSA NN NCKaXKeHUSA CMbIC/1a MHOpMaL M no
NPUYnHE NPOTUBOPEYUSA OMNbITY UM YCTAaHOBUBLUMMCA NOHATUAM. OTclona crenyeT
TeHAeHUVSA, noaTBepXaatowas socnpusaTne npobnem KacatesibHO opraHusauum niogbmMm
onpenesieHHON cepbl 4eATesSIbHO C y4eTOM BCeX CTaHOapTU3MPOBaHHbIX YTBEPXKAEHUN
N CYy>KOEHUMN.

Tak>Xe ele cyuecTByeT nNpobaemMbl BOCNPUATUA, Kacatowmecs oTHoWeHUN. K HUM
OTHOCATCA:

e MepBoe BrevyaTtsieHne (MaHepbl, BHELWHOCTb, peyb 1 T.4.);

e HernMpaBuJbHasa oUEeHKa (HeJooueHKa UM NnepeoLeHKa);

e CTEPEOTUMbI;

e 3(bheKT Npoekunn (NpunNncbIBaHNE Ka4yecTB Yesl0BEK, KOTOPbLIMU OH HEe BJlafeeT);



e 3(ppeKT nopsaaka (BocnpmatTme MHMoOpMaL M B 3aBUCUMOCTM OT B3aUMOOTHOLLEHWUI
c oTnpaBuTenem) [16, c. 134-135].

B3aMMOOTHOLLEHUS MeXAy N0AbMU CUJIbHO CKa3biBAE€TCS Ha BOCApUATUN. [To3ToMy nMest
HeyZa4YHbIN ONbIT NPX B3aUMOAENCTBUM C KEM-TNGO, B AasibHENLLEM 3TO MOXET
CEpPbEe3HO NOBAUATL Ha 3PPEKTUBHOCTb KOMMYHUKALMA C HUM.

BTopon Tun 6apbepos - ceMaHTn4eckmne bapbepbl - BOSHUKAET NMpu HenpaBuibHOM
NOHMMAaHNN 3HAYEHUA CUMBOJIOB BO BpeMs 06LeHns, C MOMOLLbIO KOTOPbIX Bbi
3aKoanpoBaHo coobueHne. K cuMBOsiaM MOXKHO OTHECTU CJI0Ba, XXeCTbl, UHTOHALUA U
nencTena. B npouecce KOMMyHMKaLMKM Yalle BCero npoms3soanTcsa obmMeH cumeoiamMu
BepbasbHOro xapakrtepa. lNNoaToMy HeobxoanMMo paccMoTpeTb rnpobnemsl BepbasibHbIX
bapbepoB bonee nogpobHo.

CemaHTun4yeckune bapbepbl B 00LWEM CMbIC/E NMOAPa3yMeBalOT HenpaBuibHoe
NCNOJIb30BaHME CUMBOJIOB U UX 3Ha4YeHUA. ITOCKONbKY cnoBa (CMMBOJIbI) MOIYT UMETb
pa3sinvHble onpeneneHnsa o119 Ka>K4oro 4yesioBeka B 0TAe/IbHOCTU, TO UCXO4HOe
3HaYeHne, KOTopoe noapasymMmesas oTnpaBnuTeNb, He Bcerga byaeT npaBusibHO
WHTepnpeTupoBaHoO nonyyartenem [16, c. 137].

Ncnonb3oBaHME CEMAHTUYECKNX BapuaLWUii YacTo NPUBOANT K HEMOHMMAHNIO UCTUHHOTO
3HAY€HUS, NPNCBOEHHOMY CMMBOJy oTnpaBuTeneMm. NpnMmepomM MOXXeT MOCNYXXUTb
oueHKa MeHeny)xepa 06 oTyeTe paboTHUKaA, coobulas eMy, YHTO ero OTYET «aAeKBATEH».
MHeHne meHea)xepa byaeT 3akto4aTbCA B TOM, YTO OTYET MOJIOH U AOCTUIraeM
HaMeYeHHbIX LUenen, Kkoraa Kak paboTHMK MOXKET BOCAPUHSATL 3TO B 06paTHOM
HanpaBJ/IEHNN - OTYET HE UMEET HUKAKNX NPUOPUTETOB K ero cnenyeT gopaboTaTs.

CuMBONbI HE MOryT MMeTb O4HO eOVMHCTBEHHOEe 3HavyeHune. Ix 3Ha4yeHne BapbupyeTcsa
ncxond m3 onbiTa 4esioBeKka, Opr)KaIOLLI,eVI ero cpefsbl. [l03TOMYy NOHNMaHMEe CMMBOJ1a B
onpenesieHHOM 3Ha4YeHMM 3aBUCUT OT MHOXXeCTBa (PpaKTOpPOB, KOTOpble Heobxoanmo
YYNTbIBaTb U ObITb yBEPEeHHbIM, HTO MNoJly4aTeJib NOJIY4HUT €ro B TON Bapunaunnn, KOTOPYto
nmMen B BnaAy oTrnpaBuUTEb.

TpeTunn TN 6apbepos - HeBepbabHble bapbepbl - BO3HUKAKT Npu 06LLEHNN C yHacTneMm
HeBepbalbHbIX KOMMYHUKALMNW, TO €CTb C y4acTuem nobbiX CUMBOOB, KpoMe C/oB. WX
NCNoJsib30BaHMe NPoOuUCXoAUT B 3aBUCUMOCTU OT MCUXOJIOrMYECKOro COCTOAHNSA YesloBeka
N ero oTpa)keHus, a Takxe 3a4acTyto OCyLLeCcTBAAeTCA COBMECTHO ¢ BepbanbHbIMU
KOMMYHUKaumamMun. icnonb3oBaHme BepbaibHbIX KOMMYHUKALWUA MOXKET YCUNMUBATb
3(pheKT NAn N3MeHATb CMbIC/ NepedaBaeMon nHpopmaunn. Takne N3sMeHeHns MoryT
NPONCXOONTb 3a CYET 3pUTENIbHOIO0 KOHTaKTa: y/blbKa, B3rnan, pacnonoxeHune bposein v



T.M.; 3@ CHET XKEeCTOB: YKa3aHUn nasabuem, NnoBegeHns 1 T.MN. - BCe 3TN NPUMEpPbI MOryT
APKO MPOU3BECTU BNeYaT/IeHNe, YTO NOC/YXXUT fasibHEMY BOCMPUATUIO NHPOPMaLUnK,
KakK B MO3UTUBHOM HarnpasJieHUn, Tak U B HeratueHoMm [16, c. 138].

Ciofa Xe MOXXHO OTHEeCTU TakKXe 1 0JIb(PakTOPHYIO KOMMYHMKaLMWIO, KOTopas
OCHOBbIBaeTcs Ha oboHAHMe. Hanpumep, 3anax 4oporo napgroma MoXXeT cka3aTb O
yesloBeke, YTO OH A0CTaTo4YHO obecneyvyeHHbIn. HO K TaKOMYy TUMY KOMMYHUKaL NI
HeobxooMMO OTHOCUTBLCA TOJIbKO KakK K AOMOJHUTENbHOMY (BCNOMOraTesibHOMY)
3/1IEMEHTY.

CyLLecTBYeT Takxe elle ofHa hopMa HeBepbasibHON KOMMYHMKaLMN, KOTOPasi B KOPEHb
MO>XeT U3MeHUTb 3Ha4YeHne BCero CKaszaHHoOro, a TakXXe CUJIbHO NOBAMATb Ha
BOCMPUSATNE NoayvyaTeNs - 3TO TO, KaK Yesl0BeK NMPon3Hec csioBa (MHTOHaLKUA rosioca,
NAaBHOCTb peyun, Moaynsumnsa ronoca 1 T.n.). Hanpumep, BoNpoc MeHen)Xepa «4To Bbl
MOXKeTe NpensioKnTb?» paboTHMKAM MO peLleHnto Kaknx-1mbo opraHn3auMoHHbIX
npo6siemM, NPOM3HECEHHbI CMOKOWHbLIM FOJI0OCOM, 03HAYaeT BO3MOXXHOCTb NPEAJIOXKNTb
CBOW NAEWN, HE NCKJII0Yasi BEPOATHOCTU, YTO OH UX PAaCCMOTPUT 1 Aaxke pasaennT. Ho
€C/IM OH NPOU3HECET 3TOT »Ke Bonpoc 6osee Hanps>XeHHbIM roJIOCOM U Aaxke C
pa3fpa>KMTeNIbHOCTbIO, TO MOXKET OblTb UCTONIKOBAH paboTHUKaAMN MHaYe:
npeHebpexxeHne K paboTHNUKAM, HaTasIKMBaO Ha CYyTb TOr0, YTO OHW HUYEro TOJIKOBOIO
He cMory npuayMmaTb.

Kpome Toro, Ha nyTu HeBepbasibHbIX KOMMYHUKALUIA BO3HUKAOT Ky/bTypHble 6apbepbl.
MpMepoM MOXXeT NOCNY>XUTb MaHepa NoBeaeHns Npu obLLEeHNN C aMepuKaHUaMun: y HUX
NPUCYTCTBYET NPOCTOTa B 00LLEHNN, @ UMEHHO YacTas ynblibKa Ha nuue, Korga Kak 'y
PYCCKUX 3TO HEMPUHATO. TakXKe, ecnun YyenoBek bepeT BU3MTKY Yy AMOHLA, eMy cneayeT,
nepen TeM Kak NOJIOXKWUTb B KAapMaH UM NOPTMOHe, paccMoTpeTb ee. Ecnm onyctuTb
3TOT MOMEHT, TO SINOHEL, MOXXET MNOoCYNTaTb, YTO ero NpenJsioXKeHne ANis YenoBeka He
CTOJIb Ba)KHOe. Takne HIaHCbl 4acTo MMelT 60JbLLOE 3HAYEeHME MPU 3aKJIIYEHNN
[OrOBOPOB MeXAY OpraHM3aunsMm pasHbiX CTPaH.

MoabITOXMBAsA, MOXXHO BblAENNTb cnepywline noasmabl HEBepGBJ'IbeIX KOMMyHVIK3LI,VII7I:

BU3yasibHble (3pUTesibHbIM KOHTAKT, 0bpa3 4yesnoBeka);
aKycTmyeckme (MHToHauwnsa rosoca, Tembp, NIaBHOCTb M T.M.);
TaKTUJIbHaA YyBCTBUTEJNIbHOCTb (MPUKOCHOBEHUS);
KYNbTYPHbIE;

oNibpakTopHble (3anaxn) [12, c. 146].

s wnN e



Kak n 6b1110 cka3aHo, obpaTHaa nepefaya KparHe BakHa npu obmeHe nHdopmauymen,
TakK Mbl MOXeM ybeaonTbCs, NpaBubHO N MoJsly4aTenb NOHAN NHOPMALMIO B TOM
CMbIC/1e, B KOTOPOM Nepenasana oTNpaBmUTeSb. , HTO bapbepoM B KOMMYHUKALNAX MOXKET
MOCNY>XUTb TaKXe N OTCyTCTBME obpaTHOM CBA3W. [103TOMY OHa KpaHe Heobxoamma, a
Takxe HeobxoanMa ee 3hHeKTUBHOCTD.

3 PEKTUBHOCTU 3TOr0 3Tarna CNocobCTBYOT HEKOTOPbIE XapaKTEPUCTUKN:

1. HanNpPaBNEHHOCTb - MNOBbILLIEHNE LEHHOCTN Ka)Kaoro paboTHMKa, yay4dllasa KayecTBo
ero Tpynaa;

2. KOHKPETHOCTb, KOHCTPYKTMBHOCTb - obecnevyeHne KOHKPETHOW MHGopMaLmen,

KacalLencs akTUBHOCTM OpraHusaunm, ons ncnpasiaeHns nan gONOoJIHEHUS

C/TIOXKUBLUNXCS CUTYyauun;

onuncaTesbHbIN XapakKTep - 00bEeKTMBHOE OMUCbIBaHME BbINOJIHEHHOW PaboThbl;

MosIe3HOCTb - NpefocTaBieHne nHpopMaLnun A1 NOBbILLEHNA KavyeCcTBa Tpyaa;

CBOEBPEMEHHOCTb - YeM CKopee, TeM JiyyLue;

>XeslaHne U roTOBHOCTb PaboTHUKOB K BOCNpUATUIO obpaTHOW CBA3N -

npepnocTassieHne nHhopmaunm 6e3 HaBA3bIBaHUS;

7. ICHOCTb, YeTKOCTb Bblpa)X€HMNS, MOHATHOCTb MOJIy4YaTesto - MOHUMaHne
npenocTassigseMon NHpopmMauuu;

8. HaeXXHOCTb U AOCTOBEPHOCTb - AOBEPUE K NOJIYHEHHON MHOPMaLMK, a TaKXe ee
OTpa)keHune peanbHOro coctoaHuna gen [4, c. 20].

o v kW

TpeboBaTeNbHOCTb 3(PPEKTUBHBIX KOMMYHUKALUWUA OTHOCUTCS U K YMEHUIO CyLaThb.
ITOT hakKTop Ha NYTU 3PPEKTUBHOCTUN NMMeeT 3HAYUMOCTb, MO HEKOTOPbLIM
nccnenoBaHusaM, B 25%. Tak)Ke OHO CNYXUT 3P (PEeKTUBHOCTLIO MEHEO)KMEHTa.
Bocnpusatue nHgpopmaunm oCHOBbIBAETCSA HE TOJIbKO HA YMEHUMN YCNbIlWaTb KOHKPETHbIE
AaHHble, PaKTbl, HO 1 obpalleHne BHUMaHNE Ha SMOLUUKN TOro, KTO BblAaeT 3Ty
nHpopMaumio. Ho 60bLLINHCTBO NOAEN BOCAPUHMMAET 3TOT (PaKTOP Kak MPOCTO yMeHue
BbICNYLLATb, 4TO ownboYHO. CyLLecTBYIOT onpedeneHHble npasuna, 4Tobbl cnywaHmne
ObIN0 3P HEKTUBHBIM:

e YMeTb BOBPEMs NepecTaTb pa3roBapuBaTh;
e MOMOraTb cobeceqHNKY PacKpbITbCS;

e M0OKa3blBaTb, YTO FOTOBbI BbIC/YLLATh;

e HaxoOuTb BpeMs 6e3 Kaknx-nmbo pasaparkmTenen;

NPOSIB/IATb YBAa)XEHNE FOBOPSLLEMY;

yMeTb KOHTPOJIMPOBATh CBOWN YyBCTBA NPU BbICKa3biBAHUN MHEHUU;
He OoMyCcKaTb KOHMJINKTOB BO BPeEMS pa3roBopa;



e HMKOrAa He nepebuBaThb;
e 3afaBaTb COMYTCTBYOLWME BONpoOCkI [12, c. 149].

Cnenys BbllLUENepeyYnCcieHHbIM NpaBuiaM, CaylaTesib Ha4yHeT cpa3y NoHMMaTb
OCHOBHYIO KOHLIEMLMIO CKa3aHHOro, a Tak)Xxe Hay4YnTCs MOMEHTaJIbHO BblAENSATb
OCHOBHOW CMbIC/1 NpU 0es10BOM 06WEHNN B AaIbHENLLEM.

2. NICCNEQOBAHUE CUCTEMbl KOMMYHUKALUA
BURGER KING

2.1 OpraHu3sauMOHHO-DKOHOMMUYecKas
XapaKTepucTukKa npeannpuatTus

BURGER KING - amepukaHcKas ceTb 6bICTPOro nuTaHuUs, KOTopasd OCHOBbIBAeTCs Ha
KypuHbix 6ntogax. OcHoBaTenb XapaoHa CaHaepc oCHoBan 3Ty ceTb B 1952 roay nopg
Ha3BaHueM Kentucky Fried Chicken. Nges 3apoaunnacb n3 gesatenbHoctn CaHagepca B 30-
X rogax, korga oH, yrnpassisia aBTo3anpaBoyHon cTaHumen B KopbnHe, rotosun eay ons
nyTewecTBEHHUKOB, KOTOPbIE OCTaHAaBJ/IMBAJIMCb Ha aBTO3arnpaBKe. 3a cHeT Takomn
neaTesnbHOCTU B 06/1aCTU KYANPHOr0 UCKYCCTBa NMOMNyASpHOCTb aBTO3anpaBKK pocsa C
Ka)XablM rogom, n rybepHatop Pybu NacdhdyH B 1935 roay Ha3zHa4ymn CaHoepCcoOHa
noYyeTHbIM [MoNKoBHMKOM LLUTaTa KeHTyKKK B KyninHapHom obnactu. B 1939 rogy
3aBefieHne nonano B KaTanor [lyHkaHa XanHca «[lpuBnekaTtesibHOe nuTaHue»
(«Adventures in Good Eating»).

C pocToM noceuteHns CaHgepca pacnosioxxuna Ha obpaTHOW CTOpPOHE yauue MecTa anas
nocetTutesnen, 4Tobbl OHM CMOrIM NoakpenuTbcs. B TedyeHne nocnegyrowmnx 10 net oH
YyCOBEPLLUEHCTBOBA TEXHUKY MPUrOTOBIEHNSA KYPULLbl, @ Tak>Xe n3obpesn NnaHUPoOBKY 13
11 TpaB, KOTOPYO UCMONb3YyeT KOMMAaHNA U NO cerogHAWHnUM aeHb. B 1955, CaHaepc
peLnsica Ha pacwmpeHne ceoero busHeca ¢ NomMoLWbo paHYan3nHra, yBepeHHbIn B
TOM, YTO ero TeXHOJIOrnMA NPUroToBJIEHUA AOCTAaTOYHO pa3BuUTa U KavyeCcTBeHHa. B
TeyeHune 10 net ero 6usHec pa3poccs Ha Bcto Tepputopuio CLLIA n KaHaasbl. B 1964 roay
rpynna MHBecTopoB C y4acTmem [>xoHa KO. bpayHa nokynaeT gonto bnsHeca y CaHgepca
3a 2 MJIH. goJssapa.

Mocne npona>kn gonn busHeca komnaHma «Kentucky Fried Chicken» Havana
CTPEMUTENBHO pacTun N y>xe B 1966 roay npmobpena ctaTyC OTKPbLITOro akLMOHEPHOI O



obuwecTBa. B 1986 roay komnaHusa 6bina npnobpeteHa «PepsiCo, Inc.», koTopas B
AanbHenweM cokpaTuia ee HasBaHume 0o abbpesmnatypbl «BURGER KING». CnycTtsa 11
net nocne obbeanHeHns, komnaHma «PepsiCo, InC.» OTKpbIla OTAENbHbIN PECTOPAHHbLIN
busHec noa Ha3BaHueM «Tricon Global Restaurants, Inc.», B KOTOpPYIO Tak>xe BXo4nN0
«BURGER KING». Ha gaHHbI MOMEHT CyLLEeCTBOBaHNSA 3TOro pectopaHa bbiCcTporo
MUTaHUA, OH NPUHAONEXUT KPYNMHOW pecTopaHHOW KOMMaHMK C Ha3BaHMeM «Yam!
Brands». B HacTosawee Bpemsa BURGER KING BnageeTt 6onee 4yem 115 pectopaHamu B
pa3HbIX CTpaHaX Mupa, a 3To 6onee yem 18000 To4yek BURGER KING. OgHako ronoBHOM
0o(hnC HaxoonTCH BCe TaK e B WTaTe KeHHTYKN, Jlyncsunne. lNo gaHHbIM 3a 2013 rog,
YNCTbIN 0O0X04 KOMMaHWUW cocTasngaeT 23 Mmap4a. gosanapos [19].

OCHOBHas MNCCUA KOMMAaHUN COCTOUT B NpoAarke NPUroToBieHHbIX 61104, YHUKANbHOCTb
KOTOPbIX 3aKJ/Il04aeTCA TEXHOJIOM U MPUroTOBJIEHUSA N MACA. 3@ CYeT 3TON 0COBeHHOCTHn
KOMMNaHMAa noaaep>XXuBaeT CBOIO JINKBUANPYIOLLYIO no3uunto B obnactu act-pyna so
BCeM Mupe. OCHOBHbIM KOHKYPEHTHbIM NMPEeNMYLLLECTBOM KOMMaHUN ABNIAETCSA
oxXJlaXXAEHHaa Kypuua U ABa OPUrMHasibHbIX BKYCa: OpUrnHasbHbin «11 cneunn v Tpas»
n ocTpbln «Hot and Spicy», C MOMOLLbIO KOTOPbLIX MPUrOTaB/IMBAETCA TO CaMOe KypuHoe
MsAco. PeuenT «11 TpaB 1 cneynmn» COLepXUT YHUKANIbHYIO MaHUPOBKY, KOTopas
ABNIIETCA CEKPETHbIM peLernToM KOMMNaHUN. DTOT CeKpeT U3BEeCTEH JIMLb HECKOJIbKUM
paboTHMKaAM KOMMNAHUM Ha NPOTSAXKEHUN HECKOJIbKUX NeT. B Halwe Bpems peuenTypa
HaxoAUTCA NOA HECKOJIbKUMUN CTeneHaMn 3awnTbl. N cTeneHb 3alinThl 3aK/1l04aeTCA B
TOM, YTO HECKOJIbKO KOMMaHNN-NPoOn3BoAnNTEeNEN Crieunin Co30atoT TOJIbKO YacTun obuen
dopmynbl NaHNPOBKW. [INs rapaHTUM KavyecTBa CMecu, cMecCb fopabaTbiBaeT
KOMMbIOTEPHasa cucTteMa, Tak 4TO HM OHa U3 KOMMaHWN He BfiafeeT NoJIHbIM peLenToMm
[20].

OTKpbITUe pecTopaHa beicTporo NnutaHmns BURGER KING 6bis10 ocywectsneHo B 2010
rogy, korga komnaHma Yam! nonHOCTbIO Bblkynuia ee. B koHue 2011 roga yxe
paboTano okono 200 pectopaHoB B CHI.

AkTuBHbIN pocT BURGER KING He npekpalanca n Torga. KomnaHusa niaHnposana
fosiblUe pa3BMBaTbCs, OCHOBbLIBAasACh Ha ropogax-munnmoHepax Poccun. CornacHo
NPOrHo3aM ToMn-MeHea)Xxepa KoOMMNaHuu, pacwmpere bygeTt NnponcxoanTb NyTem
OTKpPbITUA 0KOJ10 34 HOBbIX pecTopaHoB B roa. K 2017 roay, cornacHo ux njaaHam, ceoe
NnPUCyTCTBME Ha pbiHKax B Poccunm n ctpaHax CHI yBennydntca oo 550 To4yek. KoMmnaHus
cobupaeTcs pa3BuBaTb pecTopaHbl opmaToB In-line, Food court un Drive Thru [18].

YnpaBsieHne B KOMMNaHNN NMEET Nepapxmn4eckyto CTPYKTYpY, @ UMEHHO JIMHENHO-
hYHKLMOHaNbHYIO, 4TO N306pa>keHo Ha puUcyHke 4.



HHPeETop

3aMeCTHTENE @ IHAHCOBBIH ITpou3BOLCT-
MHpeKTopa OTIEN BEHHEII OTIeN
OTOen KaIpoB byxranrepms |— Kyxas
CekperapHat Crnaznckas
cy:xba
TexHIYecKas
cy:xba

PucyHok 4 - CTpyKTypa ynpasneHns komnaHum BURGER KING

Takas CTPYKTYpa ynpaBiieHnsa B KOMNaHun obecneymBaeT eqUHOINYHOE
pacnopaanTenbCTBO BCEN OpraHM3aLnn B LIEJIOM, @ TakXKe Ka)K[0e OTAe/lbHOe 3BEHO
KOHTPOJINPYET aKTUBHOCTb BbIAE/IEHHOIr0 Y4aCTKa M BbINOJIHAET onpeaesieHHble
obsa3zaTenbCcTBa.

2.2 CywecTtBylowime bapbepbl Ha NYTU KOMMYHUKaLUUM
B OpraHv3auum

KoMMyHUMKaumnoHHble ceTu B pecTopaHax BURGER KING nmetoT pa3BeTB/I€HHbIV BN U
BKJ1IOHAIOT popMasibHble U HehopMasibHbie KOMMYHUKaLNN.

dopMasibHble KOMMYHMKALMN OCYLLLECTBAATCA Npu B3anMoAencTBnn paboTHNKOB ”
nocetutenen. lNMpu 3TOM B3aMMOLENCTBUA 3aK/0YAOTCA B 00C/Iy)KMBaHUN NOCeTUTENEN,
cnenysi OCHOBHbIM MpaBusiaM, KOTOPbIM NMpuaep>XmnBatTcs Bce paboTHUKM pecTopaHa, oT
MeHe)Xepa [0 Kaccupa. OCHOBHble nNpasuia 06CyXMBaHUA pacnpocTpaHeHbl Ha BCIO
ceTb BURGER KING International Holdings n 3aknto4eHbl B 06wmnii CTaHgapT, KOTOPbIN
Ha3blBaeTCA «6 CTyneHen obcnyxmBaHus noceTutenen». 13 Hero cnenytoT cnegyowimne



warum, KotTopble BbIMNMOJIHAET Ka>kabln COTPYyOHUK:

1. BeXJIMBO NMONpPUBETCTBOBATb NoceTUTeENS;

2. YTOYHUTb U MPUHATL 3aKa3, caesaThb Noackasky (MOACKa3KOM CNYXXUT
npennoXxeHme O4HOro UM HECKONIbKNX 3/1EMEHTOB U3 Habopa «CIHABUY -
KapTodenb - gecepT - HAaNUTOK»). [lenaeTcsa noackaska B 3ab0Ty 3a noceTuTenem:
4yTObbI HE OTCTamBana o4epenb B KaccCy, ecnn OH 3abblsl 4To-NMbOo eule 3akasaThb.
Tak>Xe 3Ta noAcka3ka MOXXeT U3MEHUTb CPpeAHUN YeK, a TOYHEee YBeSINYNTb ero, 4To
MO>XXeT CUJIbHO MOBJIMATb Ha AaJibHENLUME COPEBHOBAHNA MeX Y pecTopaHaMmu;

3. paccymTaTb NoceTUTEeNs Ha CyMMy 3aka3sa. [Mocse pacyeT cpa3y Npou3BOANTCSA
cbopka 3aKasa, MUHMMAJIbHbIA CPOK KOTOPOWN - 1 MUHYTA;

4. cobpaTb 3aKa3 (ocywecTBnseTca cbopka 3akasa B cneaytouen
rnocsie4oBaTeNIbHOCTU: XONOAHbIE HANUTKWU, COHABUYMN, CanaTbl, MMPOXXKKU, ropsyune
HaMNUTKN, KapTodenb, MOPOXKEHOE; NOLAETCA 3aKa3 Ha NMoAgHOCE NN Xe B
cneynasnbHOM NakeTe);

5. BblgaTb 3aKa3s;

6. nonpowaTbCAa C noceTnTenemMm, ynablbascb 1 npuraalias BHOBb NOCETUTb PeCTOpPaH.

3a BbINOJIHEHMEM BCEX CTaHLAPTOB C/1eaNT MeHeLXep, KOTOPbIN OLeHUBaeT Ka)Kaoro
COTPYOHMKa 1 3anuncbiBaeT ero Tpyabl B KOHTposibHOM Jlucte HabnogeHns (KJ1H) B %. B
KoHLe paboyero aHsa Ka>kgomy paboTHUKY BblaaeTcsa cBon KJIH, KOTOpbIN n3y4atoT 1
nognuceiBatoT. MNpu BO3HUKHOBEHNM HECOr/IaCcUn C oueHKon ceBoen paboTbl BMUCLIBAaeTCA
KoMMeHTapuin. UMeHHo KJTH aBngeTca ApKMM NpuMepoM rnocTpoeHnsa doopMasibHON
koMmMmyHukauumm BURGER KING.

OfOHaKo nocne CMeHbl gupekTopa, bbIBLLIMM aCCUCTEHT anpekTopa, B 2013 roay
MOIMTUKA KOMMNaHUN Hapywmnnacb. CBA3aHO 3TO C TEM, YTO HbIHELWHNI OUPEKTOP
OCTaeTCHa NPN MHEHUWN: HET HeoBX0AMMOCTU CTPOUTL CBA3M C NOOYUHEHHBLIMU. B HawwemMm
roay NpencTouT Takas e CMeHa PyKoBOACTBaA.

B cuny TOro, 4To CKOpO pyKoBOAMTESIb BHOBb MOMEHSAETCSH, YrpaBsieHNe Ha MUKPOYPOBHE
(KOMMYHUKaLMK Mexay pecTopaHaMu) byneT nponssoanTbca 6e3 y4acTunsa ynpasieHua,
no NpuynHe ero agantaunum K HoOBbIM 0653aHHOCTAM N HEOBXOANMOCTN yCBanBaTb HOBYIO
nHgopmaumio. NMNo3ToMy KoMaHae Heobxognmo ByaeT Nnb CTapaTbCA NOAAEPXKUBATb
CTaHOapTbl (POPManbHOro B3aMOLENCTBUA MexXay paboTHNUKaMK 1 yripaBsieHLUEeM.

BTopbIM ApkKuM npuMmepoM hopMasibHON KOMMYHUKaUUU MOXKET MOCJTY>KUTb LLleno4vKa
«rnopy4vyeHune - obpaTHasa CBA3b - BbIMOJIHEHME». [laHHaA Mo4e b XapaKTepHa b Ans
ceTtun pectopaHos BURGER KING.



FnaBHas 0COBEHHOCTb 3TOW MOAENN 3aKJ/I0YaeTCa B TOM, YHTO MeHeaKep nopy4vaeT
onpeneneHHyto paboTy nepen Ka>xaon CMEHON: BCe NOAYNHEHHbIE MOJy4aloT CBOLO
cobcTBeHHYIO Lesb (moMoLwb KaccupaMm B cbope 3aka3oB, paboTa Ha KyxHe,
noaaep)XaHmsa YACTOTbI Ha NMPUIaBKe 1 Ha KyxHe 1 T.4.). ObpaTHasa CBA3b Bbipa)KaeTcs B
Buae: «Cnacmbo!». Npun obpaTHOM CBA3U PabOTHMK AOMNOJIHNTEIbHO 03BYYMBAET CBOE
3agaHue.

Mopgenb «nopyyeHue - obpaTHas CBSA3b - BbIMOJIHEHNE» PACMPOCTPAHSAETCA HE TOJIbKO
MeXay B3auMoOeNCTBUEM MEHEO )XePOM N PabOTHUKOM, HO U MPOCTO Mexay
paboTHMKamMu.

HedopManbHbIMN KOMMYHUKALNAMU B OPraHnU3aLmn ciy>aT KaHalbl CMIeTEH U CNYXOB.
3a4acTylo OHM 3aTparneatT TeMbl ONO34aHNN Ha paboTy, 06 nsmeHeHUAX 3apaboTHOM
nnaTbl, 0 Nepeoby4yeHnn COTPyaHNKOB UM Habopa HOBbIX M T.4., HO TakXXe 6bIBaloT ”
C/ly4n, KOrga 3aTparmBaeTcs TeMa JIMYHOW XXU3HMN.

MMeHHO cnneTHM HeraTUBHO CKa3blBAlOTCA HAa B3aMMOOTHOLLEHUAX MeXX Oy KoJisieramu
pecTopaHa, Tak Kak nogpbiBaloT CUCTEMY NMH(POPMALIMOHHOIO obecnevyeHunsa. IMeHHO No
3TON npmnymMHe BO3HMKalOT CJZly4al yBOJIbHEHUSA NI0AeN, Tak KakK CHMTAlOT, 4TO Konern
CIMWIKOM aKTUBHO BMeLLNBaAtOTCA B JINYHYHO XKU3Hb.

Tak XXe cnneTHu npmBooAaAT K "UaMeHeHndAM BO MHEHNN HaYaJlbHNKa HaC4HeT pa6OTHVIKa,
4YTO CKa3blBaeTCs B AaJ/ibHENLLEM Ha NX B3aUMOOTHOLLUEHUSAX.

Ncxoaa n3 Takmx AaHHbIX, MOXKHO MOAYEPKHYTb OANH (PaKT, YTO KOMMYHUKALNOHHbIE
H6apbepbl pacnpocTpaHeHbl B 60bLIEN CTENEHN B MEXJINYHOCTHbIX OTHOLLEHUSIX,
KOTOPbl€ 04E€Hb Ba)XKHbl Ha AA@HHOM 3Tarne pa3BUTUS yNpaBJeHYeCKON AeATEeNIbHOCTU U
OpPraHn3aLUMOHHON CTPYKTYpPbl NepcoHana.

2.3 BO3MOXXHOCTUN NpeoaosieHN KOMMYHUKaUNoHHbIX bapbepos B BURGER KING

Ncxopa 3 cywecTeyowmx 6apbepoB Ha NyTU KOMMYHUKaLUM B opraHn3aunn, BURGER
KING MOXXHO NpennoXXuTb cnenyrolme nx pelleHuns, a Takxe yayduweHue
SPPEKTUBHOCTUN CAMUX KOMMYHUKaLNI:

1. ynenatb 60/blUe BHUMaHUA CTaHA4apTaM obCny>XMBaHUA noceTuTenen, Kak co
CTOPOHbI MEHE)XepPOoB, TaK U CO CTOPOHbI PAabOTHUKOB. Beb eC/in Nepuoanyeckun
yCTpanBaTb CBOEro pofa KOHKYPC Ha Jlyyllero Kkaccmpa, caMmoro 6biIcTporo BToporo
HoMepa (MpUCTaBNAEHHbIN K Kaccupy paboTHUK, cobmnpatowmi 3akas3 1 oTAaoLWmnin
ero noceTuTesnto), caMmblin 6osbLLION CpeaHUn Yek, paboTHUKKN Npunaska byayT



OXOTHEeE BbIMOJIHATL BCe 6 CcTyneHen obCnyXmMBaHUSA, Tak Kak y HUx byaeT uenb
Mosly4YnTb NMpu3 nam 6a1arogapHoCTb;

. COCTaB/IeHMEe KJIH Tak e TpebyeT HeKOTOPbIX COBEPLUEHCTBOBAHWUI. €C/IN B HaYane
CBOEN 0eATeNbHOCTN PYKOBOACTBO pecTopaHa A0BOJ/IbHO CEPbe3HO OTHOCUIOCH B
npouenype oueHkn paboTbl NepcoHana, Tenepb HabnogaeTcs obpaTHbLIN NpoLecc:
KJIH COCTaB/IAI0TCA HeperynapHo, No "HacTpoeHuo" MeHeo)XepoB, a elle valle
ObiBaeT TakK: B KOHUEe Mecsla paboTHMKaM O0aloT HECKOJIbKO 6/1aHKOB KJTH, AKOObI
COCTaBJIEHHbIX MY BO BPEMS CMEH Ha MPOTSKEHUN Mecsaua, rae ToT A0JDKEH
pacnucaTbCcsa. HeobXoAMMO BO3POAUNTE OO BEKTUBHOCTbL U CBOEBPEMEHHOCTb
COCTaBJIEHUSA KJIH, 4TOObI n3bexxaTb HENPaBUJIbLHON OLLEHKM CrOCOBHOCTEN
COTPYOAHUKOB (MO pe3ynbTaTaM KJIH BbICTaBASETCA aTTeCTauMOHHasa OLEHKa,
KOTOpas NpPoOBOAUTCA pa3 B 3 Mecsaua U BaUSeT Ha npemMunto paboTHNKOB);

. C HEeraTUBHbIMU CJIYXaMn OTHOCUTENLHO paboynx BONMPOCOB MOXXHO 3P HEKTUBHO
6opoTbCA NyTEM CBOEBPEMEHHOI0 NMpefocTaBsieHNns NOJHON UHgopMaL MK No
Ba>XKHbIM BOMPOCaM CO CTOPOHbI MEHEO)KEPOB. TaK, U3IMEHEHME pacnnucaHns nnm
BpeMeHW Ha4vasla CMeHbl (pacnucaHme CMeH A5 KaXKA0ro CoTpyaHuKa
COCTaBNAETCA UHONBMAYAJIbHO Ha OOHY He[esto, HO Korga npou3BoAATCA 3aMeHbI
COTPYAHUKOB No 6onesHn nnm gpyrnum npmnymHam, pabotHrnkam He Bcerna
npepocTasnsgeTcsa nHgopmaumsa o6 3Tom BO Bpems) cenosasio 6bl NMpon3BoanTb C
cornacmsa paboTHMKA, B pacnnucaHUM KOTOPOro NPOUCXOAAT N3MEHEHUSA. XOPOLUEN
noeen, Ha Mo B3rnsag, 6oiaa 6ol paccblsika pacnUcaHMsa NO 3NEKTPOHHOW NOYTEe NN
sms, koTopas He TpebyeT 60nbWNX 3aTPaT BPEMEHN N OEHEXHbIX CPenCTB;

. @aKTUBHO MUCMOJIb30BaTb OOCKY 00bsaABNEeHUN (B pecTopaHe ¢ aHBapsa 2013 roga ecTb
NHOPMALIMOHHbBIN CTEeHA «BHMMaHMe paboTHUKaM!»), roe BbiBEWBaATb
aKTYaJIbHY0 MH(OPMALMIO O BU3UTE TAaUHCTBEHHOI O NoceTuTens, NnpeacToawmnx
KOMaHAMPOBKAaX, KaApoBbIX NepecTaHOBKaX, MPOMEXXYTO4YHbIX pe3yJsbTaTax
MPOBOAMMbBIX B peCTOpaHe COPEBHOBAHUN;

. obecneunTb Nepepayvy Heobxoammon Ansa paboTHNKOB MHMOPMaLUN MOXHO C
MOMOLLBIO MOAKJIIOYEHUSA K KOPropaTUBHOMY Tapudy MobunsibHOM CBA3N (3BOHKN Ha
paboynin Homep 6ecnnaTHbIE N Ha JIbFOTHbIX YC0BUSX);

. CMAr4YnTb MOAEsIb KOMMYHUKaUUN «ropyYeHune - obpaTHasa CBA3b - BbIMOJIHEHNEY,
nobasume B Hee 0bpaTHYIO CBA3b OT MeHeO )Xepa. Hanpumep, MeHed )xep rnocTaBul
paboTHUKY Lesib Ha CMEHY «yBeJIMYUTb CPeOHUNIN YeK 3a cHeT npensioKeHus
Ce30HHOro MOpPOXXeHoro», nasiee nocsaenyet oTeeT paboTHuka: «Cnacumbo,
npepiaratb CE€30HHOE MOPOXXKEHOE». B KOHLLE CMEHbl MeHe)Xep KOHTposimpyeT
BbIMOJIHEHNE Lenn n nHpopmMupyeT paboTHMKaA O pe3ysbTaTe (XBanuT nian gaet
pekoMeHaauun).



COOTBeTCTByﬂ OaHHbIM peKoMeHOdaundaMm, KOMIMaHnAa He TOJIbKO CMOXKET MpeoaosieTb
KOMMYHUWKaLUWMNOHHbIE 6apbepb| BHYTPMUOpPraHmMsaumMoHHbIE, YJIYyHLLNB CBOIO O0eATe/IbHOCTb,
HO U npmeJjie4b BHNMaHNeE noceTuTenen, yBeJIn4inmB TeM CaMbiM CBOIO FlpVI6bIJ'Ib.

SAKNMIOYEHUE

B Halle BpeMsi KOMMYHUKaUUK nmetoT 6onbluoe 3HavYeHne ans npeanpuHUMaTenbCTBa.
CBSI3aHO 3TO C TeM, YTO O/ NPOABUXKEHUS cBoero busHeca Heobxoanma nMHgopMaums, C
NMOMOLLIbIO KOTOPOW PyKOBOAMTENb N COTPYAHUKKN ByyT OCBanBaTbCA BO BHELLUHEN U
BHYTPEHHEN cpefe opraHu3auunun.

Ba>XHOCTb KOMMYHMKALINMIA HEBO3MOXXHO NepeoLeHnTb. Beab Ona NOCTUXKEHUSA Lenen
HeobxoanMo nMpounsBecTn Hanbonee adhPeKTUBHbIE KOMMYHUKALIMA. DTO KAaCaeTCs He
TOJIbKO KOMMYHUKaLUMin Mexay KOMNaHUAMM U UX PYKOBOOUTENSAMU, HO U MEXIY
coTpyaHUKamMu. Begb ANs OOCTUXKEHUS Lenen nioasm Heobxoammo obLiaThes,
06beAnHAS CBOU MbIC/TN U UAEN.

HO KOMMYyHUKaunn A0JKHbI 6bITb 3PMEKTUBHBLIMUK, TO €CTb OHW LOJIXKHbI AaBaTb NOJb3Y
n Heobxoammyto nHpopMauunto. OTcroga CyLWeCcTBYIOT HEI((EKTUBHbLIE KOMMYHMKaLUN,
KOTOpble ABNAIOTCH rNaBHOM NPUYMHON OpraHn3aunoHHbIX Npobnem.

NMoMnmMo HE3(hHEKTUBHOCTU KOMMYHUKAL U, CyLLeCTBOBaHNE BapbepoB Ha NyTu
KOMMYHUKATUBHbIX MPOLLECCOB TaK Xe YCJIOXKHAET XWU3Hb opraHusauunn. Nosatomy mx
CBOEBpeMeHHOe npeojosieHne KpanHe Heobxoammo.

B cchepe pecTopaHoB BbICTPOro NMMTAHNSA B3aUMOOTHOLLEHUS MeX Ay paboTHUKaMM He
JNOJDKHbI 3aX0AMTb 3@ PaMKU, Kak U B Apyrux cpepax. Kpome 31oro, Ao/ >KHbI 6bIThb
CNla>keHbl B3aMIMOOTHOLLEHNSA MeX Yy Pa3HbIM YPOBHEM NepcoHasna, a TakXe Mexay
NOAYUHEHHBLIMU U pyKoBoauTenem. OTCloAa BbIXOAUT, YTO MEXJINYHOCTHbIE Bapbepsbl
CUNBLHO CKa3biBalOTCA Ha obLiel paboyer akTMBHOCTU. KpomMe 3TOro, rnoBbILLEHNE UX
3hPEeKTUBHOCTU cnocobcTByeT 6OJIbLLIOMY KOJIMYECTBY NOCIEACTBUA: NPUBJIeYEHNE
KJINEHTOB, HaJla>XMBaHNE OTHOLLEHWA Mex Oy MEHEAXKepPOoM N NOAYNHEHHBIM U T.A4.

Taknm obpa3om, Nposesas 60/blUY0 UHULNATUBY U BHUMAHNE BHELLHUM
KOMMYHUKALINAM, KOJIMYECTBO KJINEHTOB ByleT CTPEMUTENBHO PAacTU, YTO MoBJIeYeT K
yBeIMYeHUo NpnbbIIN N MOBLICUT 3(PHEKTUBHOCTb NPeanpuHMMaTENbCTBA. Tak Kak B
nepBylo oyepenb KJINEHT UAET Ha NpodaBLa, No3ToOMY xopollee obcny>XMBaHWe BCcerga
sipKo bpocaeTca noTpebuTtento B NLO U 3anoMnuHaeTcs Hagonro. OTclofda cnepnyeTt



HeobxoaAMMOCTb, YTODbI CTaHOapThbI O6CJ'Iy>KVIBaHI/Iﬂ DO/KHbI 6bITb Ha BbICOTE.

[ns noBbIWeHNSA KavyecTBa 0b6CcnyXmBaHUA, KOMMaHNMM He0BX0ANMO COOTBETCTBEHHO
npeononetb NpobsieMbl MEXIMYHOCTHOIO XapakTepa. OTcioga nossiaseTcs
HeobXxoAMMOCTb B HOpPMann3aumm OTHOLWEHUIA Mex Ay PYKOBOACTBOM M NOAYMHEHHbIMU,
NO3TOMY KOHTPOJIb MEPBbIX Ha BTOPbIMK Tak Xe CrnocobCcTByeT NpeoaoNeHunto
bapbepoB. Taknm obpa3om, HabngeHe n NOMOLLb MeHe )XepoB KaccmpaM, nosapam u
APYrUM NOOYNHEHHbIM, @ TaKXXe UX MOTMBALMA Ha XOpoLyto paboTy NnyTeM pasnnyHbIX
COPEBHOBAHUNN MeXAY HUMU, CMOXKET He TOJIbKO NOBJIMATb COOTBETCTBEHHO Ha
KOJINYECTBO KJIMEHTOB, HO M yNy4wunTb 6apbepbl Ha NyTN B3aUMOOTHOLLUEHUI, KOTOpble
BAINAIOT Ha KONIEKTUBHYO paboTocnocobHOCTb.

KacaTeNbHO BHYTPUKOJIJIEKTUBHOIO B3aMMOOTHOLLEHWUS, He)opMaJibHble Bapbepbl
3aBUCAT OT Npeablaywmx npobsem - OTHOLIEHUA MeXAy YPOBHAMU. HOo Kpome 3Toro,
MEXXKOJIJIEKTUBHbIE KOMMYHUMKaLUNOHHbIE Bapbepbl 3aBUCAT 1 OT MOJaydYeHuns
NHMOPMaL MK OT pyKOBOAUTENEN, MOITOMY KOMMNAHNN CTOUT yAENNUTb TakK)Xe BHUMaHne
Ha yMeHue MeHed)kepa crjaymBaTb PabOTHUKOB NyTeM B3aMMOMOMOLLN NX
neatenbHoCcTU. Takas paboTocnocobHOCTbL CNOCOBCTBYET U YMEHbLLUEHUNIO C/TyXO0B BHYTPU
KOJIJIEKTUBA, Ha KOTOPble MOIYT OCTPO CpearmpoBaTb Ka)KAblh pabOTHUK.

Takum obpa3om, npeonosieHne B KOMNaHUN MEXJINYHOCTHbIX KOMMYHUKALMOHHbIX
6apbepoB HanpsMyo BO3AENCTBYET Kak Ha NMPubbINIbHOCTb OpraHnu3aunm, Tak N Ha
coumanbHble NoTpebHOCTN PabOTHNKOB B NPUCYTCTBUWN MPUATHOIO €My KOJIJIEKTUBA U
B3aMMHbIX OTHOLLUEHWUIN, KaK Mexxay KoJiJsleramm, Tak U cpein pykoBoauTenen.
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