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BBepneHue

Mpoueccbl KOMMYHUKaLUK, B KOTOPbIX Y4acTBYIOT paboTHMKKM annapaTa yrnpaBieHuns,
ABNSAIOTCA )XM3HEHHO Ba>KHbIMU CBA3YIOLLUNMN 3BEHBSMU MeXAY PYKOBOAUTESIEM U €ro
NOOYMHEHHBIMU, MeXAY PYKOBOANUTENSAMN OOHOIO YPOBHSA, MEXAY OpraHmn3aumen un
BHeLWHeNn cpenon. B uenom nepenayy nHpopMaunm oT 04HOIrO YesloBeKa K opyromy
NPUHSATO Ha3blBaTb KOMMYyHMKaunen. ObMeH nHhopmaLumen Mmexay pykoBoguTesnem,
OpraHoOM ynpaBJieHMA U UCNOIHUTENAMU - BCE 3TO KOMMYHUKALMA.

KOMMYHMKaunn SBAAIOTCA HEOTbEMIEMbIM KOMMOHEHTOM t06bIX NpPOLLECCOB
B3aMMOOENCTBUSA, HO 4HTOObI OHU CTann 3PPEKTUBHLIMU, TpebyeTcs onpeneneHHbIn
ynpaB/IeHYECKNI HaBbIK. 119 3TOro pykKOBOOUTESIO, BO-MEPBbIX, BaXKHO 3HaTb MEXaHWU3M
Pa3BUTUSA KOMMYHUKALUNOHHbIX MPOLLECCOB, XapakKTep BANAHUSA BHELIHNX YCJIOBUI Ha
OOCTUrHYTble pe3ysibTaTbl N, BO-BTOPbIX, UMETb HaBblikK, HeobxoanMble Ans
athbhekTMBHOro obMeHa nHpopmaumnen. B CNoXKHbIX CUTyauUnsax MoxxeT noTpeboBaTbCs
[aXKe cneymanbHbIN COTPYAHMK B OpraHmM3aunm, Ha KOTOPOro ciefyeT BO3/0OXUTb
06583aHHOCTN M3yYaTb N COBEPLUEHCTBOBATb CUCTEMbI KOMMYHUKALNIA B OpPraHn3aLmu.

NHpopMaumnsa - 3To OCHOBHOE YC/I0BME KOHKYPEHTHOM CNOCOBHOCTK opraHu3auunun.
PykoBoaunTena nHtepecyeT MHpopMauma o pusndecknx n iopnanydecknx amuax,
rnepenoBon TEXHOJIOMMN, SKOHOMUYECKOU N PUHAHCOBON CUTyaumm n 1.4. OnepaTtuBHas,
HageXXHas, LOCTOBepHasa N CBOeBpeMeHHas MHpopMaumnsa aBaseTcsa OCHOBOW
yrnpaBieH4YeCKOoro npowuecca, 1 oT TOro HaCKOJIbKO OHa COBepLUeHHa, BO MHOMOM 3aBUCUT
Ka4yeCcTBO ynpaBaeHUsa npegnpuaTnem.

NHopMaL s MOXXET NPUHMMATbLCA PYKOBOAUTENEM K CBEAEHUIO, CY>XKUTb OCHOBOW
OyAyLLUNX peLleHniA, paclunpPaTb 3HaHUS N Kpyro3op. be3 nHgopMaunm HeBO3MOXKHa
coBMecTHas paboTa B yCNoBUAX pa3fefieHns Tpyha, HexBaTKa HY>KHOW, Kak 1 n36bbIToK
HEHY>XHOW MH(OPMaLIMK Ae30pMeHTUPYET Ntobyto X03ANCTBEHHYIO AEATENIbHOCTb.

B noBcegHeBHON paboTe pyKoOBOAUTENb AO/IKEH UCMONb30BaTb MH(OPMaLUIO OT
Pa3JINYHbIX AOCTYMHbIX MCTOYHUKOB - BbILLECTOALNX PYKOBOAUTENEN, MOAYNHEHHbIX,
PYKOBOOMTENIEN TOr0 K€ YPOBHS, 3aKa34MKOB, MOCTaBLWMKOB 1 T.4. MNpouecchl
KOMMYHWUKaLNIA NO3BOJISIIOT PyKOBOAMTENSIM 3O(PEKTUBHO BbINONHSATL CBOK paboTy u
NPUHMMaTb peleHns o BbiIbope onTMMasbHOW CTpaTernn Oasi [OCTUXKEHMUS



MOCTABJIEHHbIX LUeJien.

Llenb gaHHoM paboTbl - 03HAKOMUTBLCA C NPUPOOONA N CJIOXKHOCTAMN KOMMYHUKaUWIA, C
noTeHUManbHbIMN NOBYLWKaMN Ha MYTU K MOHUMaHUIO CYyTU COOBLLLEHNN, @ TaKXe C TeM,
4YTO MOXKHO NpeanpuHATb, 4Tobbl 6onee ahPeKTUBHO 0OMeHNBaTLCA MHDOPMaLNEN KaK
cpenn MeHeO)XKepoB, Tak 1 3a npejesiaMn nx Kpyra.

3agaydun Kypcosomn paboTsbl:

* PackpblTb NoHATME bapbepa;

* PackpbITb NpeacTaBsieHns o bapbepax MacCoOBON KOMMYHUKaLWNW;

* PackpbITb NpeacTaBneHns o bapbepax MeXX IMYHOCTHON KOMMYHUKaLWNK;

* PaccMoOTpeTb pa3/inyHble NyTU NpeonojieHne KOMMYHUKATUBHbIX 6apbepOB;

NnaBa 1. KOMMyHUuKauuu: noHATUe, BUAbI,
XapaKTepUucTuka

1.1 KOMMYHUKaUUOHHBLIA NpoLEeccC: NOHATHUe,
OCHOBHbIE 3J1eMeHTbl, 3Tanbl, UX XapaKTepucTuka

KoMMyHUKauunm — 3To obMeH nHgpopmMaumen, Ha 0OCHOBE KOTOPOro pyKoBOAUTENb
nosy4yaeT MHpopMaLmnio, HeobxoonuMyto ANa NPUHATUA SPPEKTUBHBIX PEeLLeHNN U
[O0BOAUT NPUHATbIE pewleHnsa A0 paboTHMKOB opraHm3aunmn. ECam KoMMyHUKaLnm
Hajla>KeHbl NJI0X0, peLleHNss MOryT OKa3blBaTbCS OWNOOYHBIMUY, NIOON MOTYT HEBEPHO
NMOHMMaTb, Yero e Xo4eT OT HUX PYKOBOACTBO, WX, HaKOHeL,, OT 3TOro MOryT cTpajaThb
MEXJ/INYHOCTHbIE OTHOLEHUS. DPPEKTUBHOCTBIO KOMMYHUKaLWA 4acTo onpenensioT
Ka4yeCTBO peLlleHUn N TO, KaK OHW B AeNCTBUTENIbHOCTN ByayT peasin3oBaHbl.

NHpopMaumnsa - 3To iNWb BHELWHee NposBiieHne KOMMYHUKaL WY, ee pesyfbTaT.
NHpopMaumna nurpaeT ueHTpPasibHYIO pOJib B KOMMYHUKAUMOHHOM CyLLeCTBOBAHUN
YyesoBeKa W BbICTYNaeT Kak CpefcTBO KOMMYHUKauuu [3, c.124].

B npoLiecce KOMMYHUKaLUKM MHHQOpPMaL s nepenaeTcs oT 0AHOro CybbekTa K Apyromy.
Cy6bekTaMn MOryT BbICTYMaTb OTAENbHbIE JINYHOCTU, FPYMNMbl U JaXe Leible



opraHusauumu.

B nepBoM cily4ae KOMMYHUKaLMSA HOCUT MEXJIMYHOCTHbI XapaKTep U OCYLLEeCTBISEeTCS
nyTem nepenavun naemn, GakTos, MHEHUI, HAMEKOB, OLLYLLIEHNA UKW BOCNPUSATUN, YyBCTB
N OTHOLLUEHWUIA OT OAHOM0 INLLA K APYroMYy B YCTHOW MK Kako-nnbo apyroi dhopme
(MMCbMEHHO, XXecTbl, No3a, TOH Fosoca, Bpemsa nepefaydn, HeaoCKa3aHHOCTb U T.M.) C
LLeSIblo MOJIYYEHUSA B OTBET >KeJlaeMoli peaKkLum.

KoMMyHMKaunsa 1 nHopMaums passindHble, HO CBI3aHHbIe MeXay COB0M MOoHATUS.
KoMMyHMKaunsa BktoYaeT B cebsi n To, YTo nepenaeTcs, U To, Kak 3TO «4TO»
nepepaeTtcs. N8 Toro 4Tobbl KOMMYHMKaLMSA COCTOANACb, HEOOX0AMMO Hannyme, Kak
MUHUMYM, OBYX Jl04EN.

KoMMyHnKaumsa npeabapnseT TpeboBaHUSA K KaXKaoMy U3 YHaCTHMKOB YNpPaB/ieHYeCKoro
B3auMoaencTeus. Tak, KaXKabl U3 yH4aCTHUKOB AoJIXKeH obnafgaTb BCEMU U
HEKOTOPbIMN CMOCOBHOCTAMUN: BUAETH, CAblWaTb, 0CA3aTb, BOCMPMHUMATb 3amax un BKYC.
I dheKkTUBHAA KOMMYHUKaLUMA TpebyeT OT Ka)KaoW U3 CTOPOH onpeaeneHHbIX HaBbIKOB U
YMEHUN, a TaKXKe Hann4ynsa onpeneneHHon cTeneHm B3auMHOro NOHNMaHNS.

TepMUH «KOMMYHMKaLMA» NPONUCXOANT OT TATUHCKOro «COMMUNIs», 03Ha4vatlowero
«obueex»: nepegaoWLMm NHPOPMaLUIO MbITAaeTCA YCTAaHOBUTb «OBLHOCTb» C

nosyvyarowmm nHpopmaumnto. OTCcroga KOMMYHMKaLNS MOXKET BbiTb onpeaeneHa Kak
nepepaya He NPoOCTO NHGOPMaLKMN, a 3HAYEHNA UK CMbIC/1a C MOMOLLbIO CMMBOJIOB.

dPPEeKTUBHAA MEXKIINYHOCTHAA KOMMYHUKaUKNA B CUy psda NPUYNH O4eHb BakHa AN
ycrnexa B ynpaBieHun. Bo-nepBbix, pelieHne MHOrmx yrnpaBieH4Yecknx 3agay CTpomTcs
Ha HernocpeACTBEHHOM B3auMOAENCTBUN Ntogen (Ha4anbHUK C MOOYUHEHHbIM,
NnogYMHEHHble ApYr C APYroM) B paMKax pas/inyHbIX COBbITUA.

Bo-BTOpPbIX, MEX/IMYHOCTHAA KOMMYHMKaLMNS, BO3MOXXHO, ABASAETCS NyYwmM cnocobom
obcy)xaeHunsa n peweHnsa BONpoCcoB, XxapakKTepusyoLwmx HeonpeaeaeHHOCTbIO U
ABycMbIcneHHocTblo [1, ¢. 380].

MeHe)xepbl 3aTpayvnBaloT Ha KOMMYyHUKaunum 50—90% cBoero BpeMeHu. 3To MOXXeT
MoKa3aTbCs HEBEPOATHLIM, HO, €CJIN YHECTb, 4TO MeHeO )Kepy NpmxoanTcsa obuaTbcs,
NCMNOJIHASA POJIN MEXJINYHOCTHOIo obuweHns, MHpopMaLMOHHbIE POJIN U POJIX, CBSI3@HHbIE
C NPUHATUEM peLleHU, a TakXKe 015 BbINOJIHEHUA BCEX YNpaBleHYeCKNX PyHKL NN, BCE
CTAaHOBUTCA Ha CBOW MecCTa. IMEHHO NOTOMY, 4TO KOMMYHUKaLUN ABAAKOTCSA
HeoTbeMIEMON 4YaCTblO BCEX OCHOBHbIX BUOOB AEATE/IbHOCTU MeHea )Xepa, X Ha3blBaloT
CBA3YIOLNM MPOLECCOM.



Bce Tpu OCHOBHbIE pPOJiIEBbLIE YCTAHOBKN MEHEXKEPOB U BCE YeTbIPe OCHOBHbIE
ynpaBiieH4Yeckne pyHKUNN HaueseHbl Ha POPMYIMPOBKY OpPraHnU3aLUVOHHbIX Lenen n nx
DOCTUXKEHNE, N CTEMNEHb peannsaunmnm 3TUx Lesen, Kak NpaBuso, HanNnpsamMyto 3aBUCUT OT
KavyecTBa KOMMYyHMKauuii. CnegoBaTesibHO, 3((PEKTUBHbIE KOMMYHUKALIUK MPOCTO
HeobxoaouMbl ANa ycnexa, Kak oTAesIbHOro paboTHUKa, Tak M OpraHM3auumn B LLEJIOM.

OfOHaKo, XO0THA BaXKHenLwas poJyib KOMMYHUKaUWA B yCcriexe opraHm3aunin npusHaeTcs
BCEMM, OMNPOCHI MOKa3bIBAOT, 4TO, N0 MHEHUIO 73% aMepUKaHCKNX, 63% aHIINMNCKNX U
85% AMOHCKNX MeHeL>XepoB, UMEeHHO He3(p(heKTUBHbIe KOMMYHUKaLUWUW CeroaHs
CTaHOBATCS OCHOBHbIM BapbepoM Ha NMyTn JOCTUMXKEHUS OpraHn3aunoHHbIX Lenen. Ewe
oauH onpoc no4Tn 250 ThicaY pabOTHUKOB M3 ABYX ThICAY KOMMNAHUW BbISIBUJ1, YTO
KOMMYHUKaLMN — OfHa N3 cepbe3Henunx npobnem opraHmnsaumn. PazobpasLluncs B CyTn
KOMMYHUKaLMW Ha JIMYHOCTHOM M OPraHM3aunOHHOM YPOBHAX, MOXKHO Hay4YUTbCH
CHM)XaTb BEPOATHOCTb Hea(heKTnBHOro obuweHnsa n ctatb 6onee achHPeKTUBHbLIM
MeHen>XepoM. D(PPeKTUBHbIN MeHe )Kep — 3TO MeHea>Xep, KOTopbin 3heKTnBeH
MMEHHO B c(hepe KOMMYHUKaunin. Takon yrnpasseHeLl 3HaKoOM C Npupoaown
KOMMYHUKALMOHHOI O npouecca, obnagaeTt OTANYHBIMU HaBblIKaMW YCTHOMO U
NMMCbMEHHOro obuweHnsa u NoOHUMaeT, Kak Ha Ka4eCTBO KOMMYHUKaL N BNSET cpeaa.

OCHOBHa#s 3afavya MeHeO)XMEeHTa - Noay4yeHne npmbbiain, 4TO HaNpPAMYIO 3aBUCUT OT
YMEHNA MEeHea>Kepa YyrnpaBnsaTb genamm. MoXXHO yBUOETb CBA3b MEXAY
KOMMYHUKaLUMeEN, NHpopMaumen n ymeHmem MmeHepgxxepa pabotaTb. MI3BeCTHO, 4TO
obmeH nHhopMaumnen B opraHnsaunsax He Bcerga Tak apeKkTuBeH, Kak csiefnosasno bbi.
Ha pene nogn obwarTca mexay cobonn meHee a(hhekTUBHO, HEM UM 3TO Ka)KETCH.

ITOT haKT OTJIMYHO NMPOUIIOCTPUPOBASIO nccnenosaHune P. JlankepTa,
NMpoaHaIN3NpPoOBaBLUEro AesTesIbHOCTb Bpuragnpos N nx NOAYNHEHHbIX OOHOIO U3
npeonpuaTUin KOMMYHasIbHOr0 06Cy>XKMBaHMS.

B TO BpeMs kak 85% 6puragmpoB cH4nTanu, 4To Ux nog4nHeHHble MoryT csoboaHo
obcy>XaaTb BaXKHble aenosble rnpobnemsl, nuib 5 % NpuU3HannCh, 4TO 4ENCTBUTENLHO
3TO AenatoT. B xonoe apyroro uccnenoBaHma MeHeny)Xep otaesa coobwimnn, 4To gan
WHCTPYKUUN N LOHEC 00 NOAYNHEHHbIX pelleHus no 165 KOHKpeTHbIM MOMEHTaM.
OfnHako, No cBefeHUNAM NoAYNHEHHbIX, OHU 3HaNn NULWb 0 84 ero pacnops»xeHusax. Ewe
04WH nccnenosBaTesb NpoaHaan3npoBan AeATe/IbHOCTb KaJIMPOPHUNCKON KOMMNAHUK B
chepe 34paBOOXPAaHEHNS N BbIABUJT CEPbE3Hble PacXOXXOEeHNS B oLeHKe 3(pheKTUBHOCTH
KOMMYHUKaLWA NpeacTaBUTeNaMn MeHe)XMeHTa BbICLLero, cpeHero u HM3Lwero
YPOBHEMN.



Kpome Toro, 3a4acTyto nepenaHHoe coobuieHne HenpaBubHO MOHUMAETCH ero
nosilyqdaTenieM, 4TO TaK)Xe ABNAETCH MPMU3HAKOM HEI((EKTUBHBLIX KOMMYHUKaUWA. K.
MainHep, BblOalOLWNNCA NccaenoBaTesb B chepe MeHed)XMeHTa, cH4uTaeT, 4To Bcero 50%
KOHTAKTOB B OpraHM3aunm NpuBoasaT B pe3yibTaTe K B3aMMOMOHUMAHMIO CTOPOH. U, Kak
npaBwo, MPUYNHON 3TOMY ABASETCHA HECNOCOBHOCTL N0AEN YHeCTb TOT PaKT, 4YTO
KOMMYHWKaLUNM NnpencTaBnatoT cobon obmeH.

B xone o6MeHa aKTUBHYO posib UrpatoT obe cTopoHbl. Hanpumep, ecnu Bbl, byay4n
MeHeO )XepoM, paccKa3sbliBaeTe NogymMHeHHoMy 06 n3MeHeHUn ero paboyero 3agaHus, To
3TO NNWb Havyaso npouecca obMeHa. YTobbl KOMMYHMKaLWN 6bInn 3hheKTUBHBLIMY, BaLl
cobecelHNK O0JIXKEH NPOAEMOHCTPUPOBATL, YTO MOHS CBOO 3aa4dy U TO, KAaKMX
pe3ysiIbTaTOB Bbl OT HEro oXxugaeTte. KOMMYyHUKaUUK 3PpHEKTUBHBI TOJIbKO NMPU YCI0BUN,
4TO oAHa CTOpOHa npepfiaraeT MHDoOpPMaLMio, a Apyras ee BepHO BOCMPUHMMAET, a OJis
3TOro K 4aHHOMY npoueccy HeobxoAMMO OTHOCUTBLCSA C OFPOMHbBIM BHUMAHUEM.

KoMMYyHMKaLMOHHBIV rpoLjiecc — obMmeH nHpopMaumen mexay Asymsa nnm 6onee
noabMu.

OCHOBHas Leflb KOMMYHUKaUUN — OOCTUYb NOHUMaHUSA obMeHnBaeMon nHgopmMaLmu,
T.e. coobweHunsa. Ho cam no cebe hpakT obMeHa nHpopMaumen ewe He rapaHTUPYeT, 4TO
npouecc 6bin ycnewHbiM. BaM, KOHEYHO, AOBOANMIOCE CTAJIKMBAaTbCA C NMPpUMepaMm
He3(PEKTUBHbLIX KOMMYHUKALUNIA C APY3bAMWU, POACTBEHHUKAMWN UK Konneramu. Ytobeol
ny4ule NoHATb CyTb 3TOr0 npoLuecca U To, Yem onpepenseTcsa ero 3pPeKTUBHOCTb,
HeobxoOoMMO MMeTb NpeacTaB/ieHNE O TOM, U3 KaKMUX 3TanoB OH COCTOUT.

Mpouecc KOMMYHUKALWK BKOYaET YeTblipe 6a30BbIX 3/1IEMEHTA:

1) OtnpasuTesib — NULO, reHepupytowee naeto nmbo oTbmnpatowiee nHpopmauno ans
nepegayn.

2) CooblyeHne — cobcTBEHHO MHpOPMaLns, 3aKognpoBaHHasi B CUMBOJIbI.
3) KaHa/1 — cpefcTBO nepenaym nHpopmaumnu.

4) MonyvyaTesb — NULO, KOTOPOMY NpefHa3HavyeHa MHdopMaL s U KOTOpPoe ee
UHTepnpeTupyeT.

B xopne KOMMYHUKaLU W OTrNpaBUTENIb 1 NMoJiydaTeJlb NMpoxXoadaT HECKOJIbKO
B3aMMOCBSI3aHHbIX 3TanoBs. VX 3agayYya — COCTaBUTb COODOLLEHME N NCNONb30BaTbh KaHan
Onsa ero nepenadn Tak, 4yT0bbI 06E CTOPOHbI OONHAKOBO MOHAJIN NCXOOHYIO NOELO. oT0
TPYOHO, MOCKOJIbKY Ha Ka>XXAO0M 3Tale CMbICJ/T NAEU MOXET ObITb UCKaXKeH N gaxke



MOJIHOCTbIO yTpayeH. BoT 3Tu 3Tansl.

1) Fl'eHepupoBaHue naeu.

2) KogunposaHune n BbIbop KaHana.

3) Nepepava.

4) DexkoanpoBaHue.

Bce 3Tm 3Tanbl HarNAgHO NpencTaB/eHbl Ha NPUIOXKeHUN 1.

X0Ts BeCb NPOLLECC KOMMYHUKaLWN HepeaKo TpebyeT BCEro HECKOJIbKUX CEKYHA W,
cnepnoBaTesibHO, BbIAEINTbL B HEM 3Tambl 4OBOJ/ILHO TPYAHO, HY>XKHO NMPOaHaAn3nMpoBaTb
KaXXObl U3 HUX U paccka3aTb 0 Nnpobnemax, BO3HMKAOWMX Ha KaXXA0M 13 3Tanos. ITOT
aHaNM3 NMoxXoXX Ha uccnegoBaHMe KagpoB 04eHb KOPOTKOro ann3ona KMHoguabMa.

1) l'eHepupoBaHue ngeun

KoMMyHUKaUWM Ha4YnMHaTCa C (hopMynmpoBaHusa naen nam otbopa nHpopmaumu.
OTnpaBuTesIb peLlaeT, KaKylo Ba>KHY0 naet nam coobuieHmne Hago goHectu. K
COXKaJIeHU0, MHOrMe Takme NonbITKK AatT cbon y)xe Ha nepBOM 3Tarne, NOCKOJIbKY
oTnpaBuTesb He yaenseT OCTaTO4YHOro BpeMeHn obayMmbiBaHUO naen. BaxxHoCTb
HaHHOro 3Tana noayepkuneaeT K. [13BucC: «HeyanayHo cocTaBsieHHOe cooblieHne He
yaydwaT HU rnsHueBaa bymara, HM rpoMKorosopuTesb. [1eBU3 gaHHOro atana — «He
Ha4YMHawn roBOpuTb, HE Ha4YaB AyMaTb».

Ba)KHO MOMHWUTb, YTO Ha 3TOM 3Tarne uaes elle He BOMJOLWEHa B C/IOBAxX UK B Apyrou
dopme, B KOTOpOI OHa byaeT nepenaBaThCs. OTNPaBUTENb TONLKO PELLNS, KaKyio
NMEHHO KOHLIeMNumMio OH Xo4eT AoHecTu. YTobbl caenath 3TO 3h(PEKTUBHO, HAA0 Y4ecTb
MHOXKECTBO (DaKTOpPOB. Hanpumep, MeHea Xep, XKenatLnin CoobLnTb asM 0
pe3ysibTaTaxX OLUEHKN UX AeATeNIbHOCTU, AOJIXKEH YEeTKO NMOHUMaTb, YTO eMy Heobxoammo
JIOHECTW 110 MOAYUHEHHbIX KOHKPETHYI MH(OoPMaLMo 06 UX CUNIbHBLIX U cnabbix
CTOpOHax n o cnocobax ynyyweHus pe3ynbTaToB. Ero coobuieHne He O0JIXKHO COCTOSATh
N3 CMYTHbIX MOXBaJi 06LLEero xapakTepa uim KpUTUKN.

DTOT NpMMeEP TaK)Xe OTPa’rkKaeT B3aMMOCBA3b Mex Ay BOCMPUSATMEM N KOMMYHUKALNEN.
Ecnn meHep kep CYMTAET, 4TO ero NoA4YNHEHHbIE CMOCOOHbI pa3BUBATHLCS U
COBEPLUEHCTBOBATbLCSA U, C/iefoBaTeNbHO, MHpopMaumsa 06 oLeHKe pe3y/ibTaToB UX
AeAaTenbHOCTM UM ByaeT nosiesHa, To OH, MO BCEN BEPOATHOCTU, HAWAET NO3UTUBHbIE
KOHCTPYKTUBHbIE naen. Ecnn xe meHea>xep BOCMPUHMMAET NOAYMHEHHbIX, KakK AeTen,



KOTOPbIM HY>XHO, 4TOOblI UM TOYHO CKa3asin, B YEM OHW HEe MpaBbl, N YKa3aan UM BEPHbIN
nyTb, TO, CKOPEE BCEro, AOHOCKUMbIe M coobLleHns 6yayT OCHOBbIBATbLCSA HA HEFrATUBHON
KPUTUKE, 4TO CBOMCTBEHHO TakoMy o0bpa3y MbILLJIEHUS.

BoT elle npuMep NoTeHLUMaNbHbIX NPo6sieM Ha 3Tane reHepnpoBaHNS Naeun: ANPEKTOP
3aB0OJla, TONIbKO YTO NOJTYYMBLUMIA OT PYKOBOACTBA (DMPMbl COOBLLLEHNE, YTO OH O0JIKEH
Ha 6% YBENNYUTb BbIMYCK BUOEOUTP, HE MOBbILLAA NMPU 3TOM BbiNaT paboTHUKaM 3a
CBEPXYPOYHbI Tpya. Ecnn anpekTop He obaymaeT, Kak cnegyeT OOHECTU 3Ty
NHGOPMaLMIO 40 NOAYMHEHHbIX, M MPOCTO NepenacT UM NojslyYeHHoe CBepxy cooblueHmne,
BMOJIHE MOXXET BO3HUKHYTb HEMOHMMaHME, MOCKONbKY paboyne B siyylleM ciyyae
NOMMYT TOJIbKO TO, KAKME N3MEHEHUS Heobxoanmbl. Ecnn ke AnpekTop 3aBoaa
TWaTesbHO NpoAyMaeT NAeN, KOTopble eMy HE0BX0ANUMO AOHECTU, OH, BEpPHEe BCEro,
chenaeT crenyolne BbiBOabI.

1) Ba)xHo, 4T0bbl paboyne NoHANN, KaKue NMEHHO N3MEHEHNS HEOBXO0AVMbI: YBENNYeHne
obbeMa Npon3BoACTBa Ha 6% 6e3 [ONONHUTENbHbLIX CBEPXYPOYHbIX BbiNaT.

2) Ba>xHo, 4TOObI pa6oqme NMoHANIN, rno4emMy HYyXXHbl 3TN NSMEHEHNA, NHaYE OHUN MOT'YT
caeniaThb BbiIBOO, HTO KOMIMaHUA NMPOCTO XOYET, 4YTO6bl OHU pa60Tan|/| bonblie N CToNbKO
>Ke noJjiy4asim, 41O Bbi30OBET UX HErogoBaHUeE.

3) Ba>kHO, 4T06bI paboymne NOHANN, Kak OCYLLECTBUTb N3MEHEHUS; YTO HeMb3S
)KEepTBOBaTb Ka4eCTBOM NPOAYKLMN BO UMSA yBenn4YeHns obbemMa Npon3BoaCcTBa, MHAYe
NPOAYKTUBHOCTb MOHU3UTCH, @ HE YBEINYNTCSA, KakK 3TO NOAPa3yMEBAIOCh B MICXOLHOM
coobLieHnn pyKoBOACTBaA.

MeHen>Xepbl, HeAOCTAaTOYHO 3PPEKTUBHO AENCTBYOLME B NPOLLECCE KOMMYHUKaLNN,
4acTO OENCTBYIOT TakK MOTOMY, YTO MMEHHO TaK MOCTYNalT N0 OTHOLWIEHWUIO K HUM NX
HaYa/IbHUKK, NOCKOJIbKY MEHeA)XXepbl BbICLLEro 3BeHa YacTo Cay>XaT 4S9 NOAYNHEHHbIX
posieBon Mogenblo. ECn Haw HavYanbHUK OENCTBYET N0 MeToay MPUHYXOEHUSA NN
HEOTKPOBEHEH C HaMW, Mbl, BMOJIHE BEPOSATHO, NoBeaeM cebs Tak e B npouecce
KOMMYHUKaLNN CO CBOMMUN NOAYNHEHHBLIMWN. HO cnefyeT NMOMHUTbL, YTO Balle NoJjloXKeHune
OT/INY4AEeTCH OT MOJIOXKEHUS BalLEero Ha4yasabCTBa, U COBCEM HeobA3aTeNbHO KONMMPOBaTb
€ero CTWib, fa)Ke ecan oH apdeKTuBeH. Ho 4To AencTBUTENIbHO HEO6X0AMMO, TaK 3TO
MOHATb, KaKylo NOek Bbl XOTUTE OOHECTWN 4O TOro, Kak Bbl OTNpaBuTe coobuieHune, n
OblTb YBEPEHHbLIMM B aA€KBATHOCTUN U YMECTHOCTWN 3TON naen Ans Ballen KOHKPETHOM
cuTyauum u uenn.

2) KogupoaHune n Bbibop KaHas1a



I'Ipe>K,u,e 4yeM nepenatb ngero, oTrnpaBuTeEslIb OOJIXKEH 3aKOANPOBaTb ee B ornpeaesjieHHble
CMMBOJIbI: CI0BA, MHTOHAUMIO N XXeCThbl (A3blK Tena). MIMeHHO Takoe KoaAnpoBaHue
npesppawaeT ngew B coobuieHne.

OH LosmKeH TakxXe BblIbpaTb KaHas, COBMeCTUMbIA C TUMOM CMMBOJIOB, UCMOJIb30BaHHbIX
Ana koamposaHus. CaMbiMU U3BECTHBLIMU U3 HUX ABASAIOTCA YCTHAA peydb, MNCbMO U
3JIeKTPOHHbIE CPeACTBaA: KOMMbIOTEPbI, 3/IEKTPOHHAsA Nno4yTa, Buaeo3anucu v
BUOEOKOHbepeHunn. ECnm KaHan He NoaxoonT ansa pusnyeckom opmbl BbIBpPaHHbIX
CMMBOJIOB, Nepefavya HEBO3MOXXHaA.

Ecnu KaHas He CINLWKOM COOTBETCTBYET uaee, BbipaboTaHHOM Ha NepBOM 3Tane,

3P HPEKTUBHOCTb KOMMYHUKALIUM TaKXXe CHU3UTCS. HanpumMep, MeHeaXxep, XXenatoLwumn
NOroBOPUTb C NMNOAYUHEHHbIM O HEJI03BOJIEHHOCTU CEPbE3HbIX HAPYLLUEHUA UM Mep
6e30MacHOCTU, KOHEYHO, MOXKET cleslaTb 3TO B X04e HeNpUHYy>XAeHHoN beceabl 3a
YalLKOM Kohe NNK HanpaBUTb MY HeoULIMAJIbHYIO 3aNnCKy. HO Mo 3TUM KaHasaM Bpsf
JIN MOXKHO AOHECTU MAet0, HaCKOJIbKO Cepbe3Ha AaHHasa rnpobnema, Tak e 3HeKTUBHO,
Kak nyTem ¢opMasibHOW BCTPEYN UAN 3aNUCKN.

Bbibop cpenctea nepenayvn coobuieHns He OOJIXKEH OrpaHMYMBaTbLCA BbIDOPOM 04HOMO
KaHasa. YacTo bbiBaeT XenaTesbHO UCNoJIb30BaTb KOMbOMHauMo AByX nam bonee
CpencTB KOMMYHUKaLNN. DTO YCIOXKHAET NMpoLecc, NoCcKoJibKy OTNpaBUTesto Hago0
YCTaHOBUTb MocsiefoBaTeNIbHOCTb UCMOJIb30BaHNSA 3TUX CPeaCcTB U onpenesnTb, Kakoe
BpemMsa byaeT nx pasgenatb. OgHAKO nccnenoBaHns NokasbiBaloT, YTO O4HOBPEMEHHOE
NCMNOJ/Ib30BaHME YCTHbIX N MUCbMEHHbIX CPEACTB KOMMYHUKaLMW, KakK Npasunno,
3hhekTuBHEE, YEM, NCMNOJIb30BaHME OOHOI0 N3 3TUX cpencTB. Obcyxaoas pe3ynbTaThl
3TOro uccneposaHusd, npoceccop T. Mutyen otmedaeT: «O6LWMIN BbIBOA 3TOW paboTbl —
yCTHoe coobuieHne B KOMbMHaUMN C MNCbMEHHbIM, Kak NpaBuio, B 60/bLLINHCTBE
Cc/lyqaeB noBblWaeT 3PPEKTUBHOCTb KOMMYHUKaUMn». Ncnonb3ys oba KaHasna, MOXHO
HanTn 6onee CNoXXHbIE NOAXOAbl U MPU 3TOM NMUCbMEHHO 3aperncTpupoBaTb CUTYaLMUIO.
Ho 3To He 03HayvaeT, 4To NboN KOMMYHUKALNOHHbLIM NPOLECC A0JIKEH BK/OYATb
MUCbMEHHbIV 3JIEMEHT, 3TO NPUBOAUT K HeyrnpasaseMoMmy 6yMa>KHOMY MOTOKY B
opraHu3sauunu.

BTopoi aTan cpa3y CTaHET NOHATHee, eCNn NPeacTaBUTb ero Kak ornepauunto yrnakoBKku.
O4yeHb YacCTo OTJINYHbIE TOBapPbl HE MPOAAOTCA A0 TEX Mop, Noka He ByayT yrnakoBaHbI
cnocoboM, KoTopbi By AeT NOHSATHBLIM N NpUBJieKaTesNbHbIM A5 noTpebuTensa. ToO4YHO Tak
NOAN, UMeloLne OTINYHbIE UAEN, YaCTOo He YMEIOT «YMakoBaTb» UX C MOMOLLbIO
CUMBOJIOB 1 MepenaTh Yepe3 KaHaslbl, 3Ha4YMMble U NMPUBEKaTEeNbHbIE A1 NoNyYaTens.
B 3TOM cniyyae pa)ke camast yyllas naest MoXKeT «3aJieXaTbCs Ha MNoJIKe».



3) lNepenaya

Ha TpeTbeM 3Tane oTnpaBuTeNb UCNOJb3YET KaHaa s oCTaBky coobuieHuns
(3akogupoBaHHOM uaen nnu psaga naen). Pedyb nget o husnyveckonm nepenade
coobLleHns, KoTopyto MHOrme owmnMboYHO NPUHMMAIOT 3a NPOLECC KOMMYHUKaLNA KakK
TakoBoON. Ho AACHO, 4YTO Nepefaya ABASETCS ULWb OOHUM N3 BaXKHbIX 3TanNoB, 4Yepes
KOTOpble He0bX0AMMO NMPONTU OQHOMY YesloBeKY, 4ToObl LOHEeCT nget 0o opyroro.

4) lekoanpoBaHue

Mony4mne cooblieHne, nNonyyvyaTesb gekoanmpyeT ero. JekoampoBaHue - 3TO NpoLecc
nepeesofa CUMBOJIOB OTMPaBUTENSA B MbICAW NonydaTens. Ecnm cumBonbl, BoibpaHHbIe
oTnpaBuTeNeM, UMEKT A1 NoJlyHaTensa Takoe XKe 3Ha4YeHne, OH NPaBUJIbHO MOMMET, YTO
nMen B BUAY OTNpaBuTesb, QopMynanpysa naet. Ecnm peakumm Ha naeto He TpebyeTcs,
NpoLecc KOMMYHMKaLMN Ha 3TOM MOXHO CHATATb 3aBEpPLLUEHHbIM.

Ho no pagy NpuYnH, 0 KOTOPbIX Mbl MOrOBOPUM faiee, nojiydaTteslb MOXXeT NpuaaThb
CcoobLLEHNIO HE TaKOW CMbIC/T, KaKOW BK1aAblBasl B HErO oTnpasuTenb. B MeHeo)XxMeHTe
npoLecc KOMMYHUKaLMNN MOXKHO CHNTATb 3(pPEeKTUBHbLIM, eC/in nolydaTesb NoATBepaAn,
4YTO nged NM NMoHATa NpaBuJibHO, peaJibHbIMUA NEeNCTBUAMMN, KOTOPbIX OXKWUOaJZ1 OT HElro
oTrnpaBunTeJib.

ObpaTHas CcBA3b

ObecnevynBasn obpaTHYIO CBSAA3b, OTMPABUTESNb N MOJyYaTeslb MEHSAOTCSA
KOMMYHUKaTUBHbLIMU ponaMu. MonyyvyaTenb CTaHOBUTCSA OTNPaBMUTENIeM — OH MPOXOANT
yepes BCe 3Tamnbl MPoLecca KOMMYHUKaLUMM 1 OOHOCUT CBOKO pPeaKkLMio A0 OTrnpaBuTens,
KOTOpPbIA B IaHHOM CJly4ae urpaeT poJib nonydaTens. MNpodeccop busHec-
KOMMYHUKaunnm @. Jiblouc yTeep>xgaet:

«ObpaTHada cBA3b — 3T0 Ha3oBasa peakumsa Ha yCabllaHHOE, MPOYUTaHHOE NN
yBuaeHHoe; nHpopmaumns (B sepbanbHonm nnbo HeBepbanbHOM hopMe) HanpaBaseTCs
obpaTHO oTNpaBuTENIO, YKa3biBas Ha TO, B KaKon Mepe cooblieHmne 661710 MOHATO,
noBepws N1 eMy noJsiyvyaTesib, YCBOWJ JIN OH €ro 1 CorflaceH Jin C HUM.

S heKTUBHbIE KOMMYHMKALMN A0/KHbI OblITb ABYCTOPOHHUMU: 06paTHas CBA3b
HeobxoanMa, 4Tobbl oNpenennTb, HACKOJIbKO coobLieHne 6b1s10 BOCMPUHATO M NMOHSATO...
MeHep)Xep He MOXKeT MnoJlaraTbCsl Ha TO, YTO BCe CKa3aHHOe UM HanucaHHoe um byaeTt
MOHSATO TOYHO TakK, Kak OH XoTes. MeHen)kep, OCHOBbIBAIOLWMIACS HA TaKOM OLLINGOYHOM
npennonoXeHnn, nsonmpyet ceba oT peanbHOCTU. He Hanaane o6paTHOM CBSA3N C



rnonyyartenem nMHpopMaLummn, OH pe3Ko orpaHmnymeaeT 3P PEKTUBHOCTb CBOEN
yrnpaBieH4YeCKOn 0eATesIbHOCTU.

ObpaTHas CBA3b B 3HA4YMTENIbHOW Mepe CnocobCcTByeT NOBbILWEHMIO 3P HEKTUBHOCTH
ynpaBieHYeCKMX KOMMYHMKaLWN. HeECKONbKO NccnenoBaHni, B Xo4e KOTOPbIX
OBYCTOPOHHME KOMMYHUKaUumn (T.e. BKJYatowme obpaTHYO CBA3b) CPaBHUBANUCHL C
O4HOCTOPOHHUM (6e3 obpaTHOM CBA3M), MOKa3aau, 4TO XOTS NepBbie MeasieHHee, OHU
pexxe NpuBOAAT K HEMOHMMaHWUIO, ABNAIOTCA Boslee TOYHbIMU 1 BeayT K Bosbluen
YBEPEHHOCTM B NPaBUIbHOCTU MHTepnpeTaumm coobLieHnn.

lMomexwu

ObpaTHas CBA3b 3aMeTHO MoBbIWaeT 3PPEKTUBHOCTb KOMMYHUKALNIA, MOCKOJIbKY
nossonseTt obenmM cTopoHaM npeofoseBaTb Takon bapbep, Kak NnoMmexu. Ha A3bike
TEeopUnN KOMMYHUKaLUWUN rMoMexaMy Has3blBalOT BCE, YTO UCKaXKaeT CMbIC/1. ICTOYHUKaMu
nomex, MoryT CTaTb A3blK (BepbanbHbin 1Mbo HeBepbanbHbIN), pa3nn4yns B BOCNPUATUN,
N3MeHsoLWmMe CMbIC/1 BO BpeMs KOAMPOBAHUA U OeKOONPOBaHUSA, pa3indmsa B cTaTyce
MeHe[ >KepoB U NOAYUHEHHbIX U T.A4.

OnpefefieHHble MOMEXM eCTb BCerfa, U HEKOTOPOE MCKaXKeHne CMbIC/1a MPONCXOANT Ha
Ka><[lOM 3Tare npouecca KOMMyHuKaummn. OBbIYHO HaM yaaeTcs NpeonosieTb NoMexu 1
nepenaTb coobuieHne. Ho ecaim NoMexm o4eHb CUJIbHBI, 3TO HEMNPEMEHHO NpMBEaEeT K
CUIBHOMY UCKa)XEHUI0 CMbIC/Ia U MOXKET MOSIHOCTbIO 6JIOKMPOBATh MOMbITKY
NHGOPMaLMOHHOro o6MeHa. C TOYKUN 3pEHUS MeHeO )KMEHTa 3TO NMPUBOAMNT K CHUXKEHUIO
CTeneHn BepOSITHOCTU AOCTVXKEHUS Lesiel, 3aBUCALLMX OT 3TUX KOMMYHMKauui. Ha
NPUJIOXKEHUN 2 HarNsAHO NpeacTaB/ieH KOMMYHUKaALMOHHbIA MPoLecc Kak cuctema,
BKJIlOYAtlOLas 06paTHYIO CBA3b U MOMEXN.

1.2 Buabl KOMMYHUKaLLUHN

KOMMYHUKaLUK OTpa>katoT pas3/INyHble BUObl MHTEpPeCcoB, onpenensiowmx pesyabTaThl
0eATENIbHOCTN HEJI0OBEKA.

KoMMyHUKauUn gensTcs Ha 2 6onbline rpynnbl: BHELWWHNE U BHYTPEHHUE.

BHeLHNne KOMMYHUKaUUM - KOMMYHUKALN MeXAy OpraHmn3aumnen n BHELWHEN Cpenon.
dDaKTOpbl BHELLHEN Cpelbl 04E€Hb CUJIbLHO BAMSAIOT Ha A€ATESIbHOCTb OpraHu3aunm.



OpraHn3aumnm Nosb3yTCcsa pa3HoobpasHbIMU CPEACTBAMU AJ15 KOMMYHUKALIN C
COCTaBJISAOLMMUN CBOEr0 BHELLUHEro oKpy>XeHus. C MMelnLwmnmMmncsa 1 noTeHuabHbIMM
noTpebnTenssmMm oHM coobLLATCSA C MOMOLLbLIO PeKaMbl U APYrMX NPOrpamMm
NPOABUXXEHNA TOBAPOB Ha PbIHOK. B chepe o0THOLLIEHWI C 06LLIECTBEHHOCTbBIO
nepBoCTENEeHHOe BHMMaHMe yaenseTca Co3gaHunto onpeaesieHHoro obpasa, umMnaxa
OpraHn3auum Ha MecTHoM, obLLLeHaUMOHAIbHOM UM MeXAYyHapoJHOM YPOBHeE.
OpraHusauus, rge ecTb NpodCotos, A0/KHA NOAAEPKNBATbL CBA3b C 3aKOHHbLIMMU
npencTaBMTeNs MU NuL, paboTatowmnx no Hammy. Ecnm npodcoto3 B 4aHHOW opraHu3auum
OTCYTCTBYET, OHa MOXXET 00L1aTbCsA CO CBOMMMU PaboOTHMKAMK paan Toro, 4Tobbl
NpPoCoto3 He NOSABUICS. DTO NINLLb HEMHOIME NPUMepPbl U3 BCero pasHoobpasus
CcnocoboB pearnpoBaHna OpraHn3aLnm Ha cobbiTUS N PaKTOPbl BHELLIHEr O OKPY>XXKEHUS.

BHyTpeHHue KOMMYHUKaLUUM - KOMMYHUKALUM BHYTPU OpraHmM3aumnm Mexxay pasindyHbiMu
YPOBHAMU 1 nogpasaeneHnamm. OHM MoryT 6biTb hopManbHbIMU U HEPOPMaNbHbLIMM.

®dopmMaJsibHble KOMMYHUKaLUUM - KOMMYHUKaLUMN, KOTOPbIE onpeaenstoTcs
OpraHn3aUMOHHOWN CTPYKTYPOI NpeanpuaTus, B3aUMOCBS3b0 YPOBHEN YNpaB/IeHUs U
pYHKLUMOHANbHbIX OTOE/O0B.

Ha HegpopMasibHbIX KOMMYyHUKaLMsax 6onee nogpobHO 0OCTaHOBUMCS YyTb MO3XKe.
N Tak, pacCMOTPUM OCHOBHbIE BUObl BHYTPEHHUX KOMMYHUKaLNNA.
1) KoMMyHuKaunm mexay ypoBHAMU

MeXay opraHn3aLnoHHbIMU YPOBHAMN MHMOPMALINA NepeMeLlaeTcs nyTem
BEPTUKa/IbHbIX KOMMYHUKaLUMA. OHU MOTYT BbITb HUCXOAALMMM — KOT Aa MHopMaLunsa
nepenaeTcs C BbICLUEro YPOBHS Ha HU3LLNIA, HanpuMep, Koraa rnogYynHeHHbIX
NHMOPMUPYIOT O NPUOPUTETAX, 3aflaHNAX, PEKOMEHAYEeMbIX Npoueaypax v T.4.

Kpome HUCXoaawmx KOMMYHUKaLWIA, opraHn3aumm Heobxoanmbl BocxogsLume.
Hanpumep, 6aHKOBCKNI Kaccup, 3aMeTMB, YTO HOBbIN KOMMNbloTep paboTaeT MeasieHHee
CTaporo n KAMeHTaM NPUXOANTCA XKAaTb OOJbLUE, N, 3HAA, YTO «Ka4YeCTBEHHOe
obcny)xmBaHMe KJIMEHTOB — rflaBHas 3afada 6aHKa», No BCe BEPOSATHOCTU, U3BECTUT
06 3TOM CBOEro HernocpencTBEHHOro HavyasibHMKa, KOTOpPLIN, B CBOO oYepelb,
nponHgopMmpyeT MeHeaxepa 6aHka no onepaunsm, a TOT — BULLe-Npe3naeHTa.

KayecTBO BOCXOASALLMX KOMMYHUKaLMA CUIbHO BAUSIET Na NPON3BOANTENbHOCTb
KoMnaHuu. MprBeaeM peasbHbIn NpUMep N3 NPakTUKKU. OANH NHXXeHep n3obpes HOBbIN
MeTo[ Packpos JIMCTOBOro MeTassla ANa KpblibeB camosieTa 1 coobuimn 06 3Tom



HenocpeaCcTBEHHOMY HavanbHUKY. Ecnin 6bl OH BOpBancsa B KabMHeT BuLUe-NpesngeHTa ¢
TpeboBaHMeEM BHEOPUTb HOBbIN MeTOA, peakuna HaBepHsKa bbina 6bl HeraTneHom. Ho
MeHe)Xep pewwunn BHeapuTb nobpeteHune n coobwmn o Hem Ha 6osiee BbICOKUI YPOBEHb
PYKOBOACTBA, MOCKOJIbKY AJ1S TaKMX nepemeH Heobxoammo onobpeHne anpekTopa
3aBofa. HbIMM cnoBamm, naes, BO3HMKLLASA Ha HU3LWEM YPOBHeE, A0JKHa Obina
NOOHATBLCA Ha CaMblli BEpX, NOC/e0BaTE/IbHO NPONASA Yepes BCe YPOBHN MeHeO KMEHTaA.
BOoT npyMep KOMMYHUKaLMA, HaLueNeHHbIX Ha NOBbILLEHNE KOHKYPEHTOCMOCOBHOCTH
opraHm3auumn NnyTem NOBbILLEHNS ee NMPOM3BOANTENIbHOCTN.

KoHeyHo, Ha ntoboM ypoBHe MOro 6bITb MPUHATO pelleHne He BHeAPSATb HOBYIO naeto. U
eCc/IN NPeanosioXXnNTb, 4To naes bbifia 4eNCTBUTENbHO XopoLlen, To coobuieHne
NH>XeHepy 06 3TOM pelleHumn cTano 6bl A1t HEero CUrHaaoM o0 TOM, YTO OpraHu3aLmns He
X04eT, 4TOoObl OH MbIC/INJI, Kak HOBaTop, 1 B Byayulem BblABUIan HOBble NpensioxxeHus. B
pe3ysbTaTe opraHmnsauuns mMorsa 6bl ynycTuTb 60nbLINE BO3MOXKHOCTU. A onncaHHasa B
npuMepe KOHKpEeTHas naes 3a NaTb JIET N03BOJIMIA KOMMAHMN COKOHOMUTL B 13,5 MJIH.
O,

Bocxoasiume KOMMyHUKaLUMY BbIMONHAOT Tak)Xe PYHKLUNI0O CHabXXeHna MeHea xepoB
NHpopMaLmen o NpomcxoasiiemM Ha bosee HU3KNX YPOBHAX. Brarogaps M MmeHepxepbl
y3HaloT 0 TEKYLLUX 1 NOTeHLUMabHbIX NpobaieMax 1 npepsiaraloT KOPPEKTUPOBOYHbIE
Mepbl. B nocnegHee BpeMsi MeHeO )Xepbl UCMOJb3YOT HOBYIO (hOPMYy BOCXOAALLMNX
KOMMYHUKaUN — paboyne rpynnel, perynsapHo cobnpatwoLwmecs pas B Hegento ans
06CcyXaeHNs 1 peLlleHns NPOn3BOACTBEHHbIX U CEPBUCHbLIX NMpobnem. Bocxoaauwme
KOMMYHUMKaLWN, KakK NPaBusio, OCYyLLEeCTBASIOTCS B QOPME OTHETOB, NPEAJIOKEHU U
NOACHUTENIbHbIX 3aMMCOK.

2) KoMMyHUKaunm Mmexxay otaesnamu (noapasaesieHnamm)

KpoMe BepTuKabHbIX, OPraHn3aLUsaM HYXXHbl FOPU30HTaIbHbIE KOMMYHUKAaLUN.
OpraHun3aLmns COCTOUT U3 MHOXKECTBa Nnoapa3aesieHni, 418 KoopAnHaLWN 3a4a4 v
NeNCTBUN KOTOPbIX HE0OX0ANMbI KOMMYHUKaLUK. YTOObI 0OUTLCA OBUXKEHUS
OpraHn3auun B XXesaTesIbHOM HanpaBJieHUN, MeHe)Kepbl A0J/IXKHbI obecneynTs
COBMECTHYIO AeATes/IbHOCTb BCeX ee YacTeun.

Hanpumep, B Kakon-nnbo busHec-wKoNe npeacTtaBuTenn pasHbiX NogpasaeneHunn
nepuoanyeckn obwatoTcs, obcyxaasa y4ebHble nporpammsbl, TpeboBaHMA K
BbIMYCKHUKaM, COTPYAHNYECTBO B cdhepe nccnenqoBaHuUim M KOHCYAbTaUWUn U ycnyrn ons
MeCTHOro coobuiectBa. B 6onbHMLIAX NepCcoHan pa3HbiX YPOBHEN N NoApPa3aeIeHNN
Do/MHKeH obMeHMBaTbLCA NMHOPMaLUKMen C Lenblo pacnpenesneHns pecypcos,



KOOpAMHALUMN OesTeNbHOCTU paboymx rpynn, KOHTPONA Hafd 3aTpaTtamMum 1 T.4. B
PO3HNYHOW TOProBJie pernoHasbHble MeHeaXepbl Mo cObiTy, Kak Npaswuo,
nepnoanvyeckn BcTpevaTcs ana obcyxaeHna npobaem KoopaMHaLUMmM cTpaTernm coboita
n ons obMeHa nHdopmaumen o npoaykTax. Fopn3oHTasbHble KOMMYHUKALMN YacTo
CBSi3aHbl C UICMOJIb30BaHMEM CreLnasibHbIX KOMUTETOB MK paboymx rpynmn.

FOpPU30HTaIbHbIE KOMMYHUKALMW MOJIE3HbI eLlle N TEM, YTO OHU CTUMYINPYIOT
dhopMupoBaHmne B3aMOOTHOLLUEHUA Ha OOHOM N TOM >X€ OpraHn3aunoHHOM YPOBHE,
KOTOpble ABAAIOTCA Ba>XHbIM 3/1EMEHTOM YAOBNETBOPEHHOCTW Ntoaen cesoen paboTon.

3) KoMMyHUKaumnm Mmexay MeHeaxxepom v rnog4YnHeHHbIMU

BO3MO>XHO, CaMbIM SIBHbIM 3JIEMEHTOM KOMMYHMWKaLMA B OpraHn3aummn aBnsaeTcs
obLieHne Mexxay MeHep)xepaMn 1 X NOAYNHEHHBIMU. XOTS OHM OTHOCATCS K
BEPTUKAJIbHbIM KOMMYHUKaLMAM, O KOTOPbIX y>Ke Bbl/10 CKa3aHo, paCCMOTPUM KX
OTAEJIbHO, MOCKOJIbKY OHW COCTaBASAIOT IbBUHYIO AOJIO YNPaBAEHYECKNX KOMMYHUKaL WA
(Kak mMokasanum nccnenoBaHus, ABe TpeTu).

®OpM TaKUX KOMMYHUKALMA CyLLIECTBYET O4E€Hb MHOIMO: pa3bsACHEHME 3a4a4u,
06BbACHEHME NPUOPUTETOB U OXXUAAHWN; NpUBeYeHne paboTHUKA K peLleHmnto 3aaa4
oTaena; obcyxxaeHue npobsem sPPeKTUBHOCTU; COBEPLUEHCTBOBAHNE U pa3BuTmeE
NOAYUHEHHbIX; COOP MHGPOPMALIMM O MOTEHLUMANbHBLIX N peasibHbIX Npobiemax;
OroBeLleHMe N aern o NPeacToAWNX NU3MEHEHUAX, O3HAKOMJIEHME C NAesSMU
NOAYUHEHHbIX U T.A4.

4) KoMMyHUKaumn MeXay MEHEOXEPOM n paboyden rpy o

KpomMe KOMMYHUKaUUA Mexxay MeHe[ KepoM N NoOAYNHEHHbIM, B OpraHmn3aunm
CYLLeCTBYIOT TaKXXe KOMMYHUKaUUN MeXOy MeHeO)XepoM 1 ero paboyen rpynnon,
Haue/IeHHble Ha NoBbileHne ee 3(pPeKTUBHOCTU. [NTOCKONIbKY B 3TOM npouecce
Y4aCTBYIOT BCE YJieHbl FPynmnbl, KaXXAbI UMeeT BO3MOXHOCTb NOAE/INTbLCA MbICISAMU O
HOBbIX 3aja4ax v npuopuTeTax oTaesna, 0 ToM, Kak paboTaTb coobLla, 0 NpeaCcTOoALWLMX
N3MEHEHUAX N NX BO3MOXKHbIX NOC/IeACTBUAX ONA AAaHHOW rpynnbl U pYyrnx
noapasnesieHnn, o npobaemax n AOCTUXKEHUAX N O HOBATOPCKUX naesx.

KpomMe Toro, nHorga paboydasa rpynna cobupaeTca gns obcy>xneHusa pasHbix npobnem u
BonpocoB 6e3 y4acTusa meHepxepa. Kak y)xe roBopuioCb, Takne B3aMOOTHOLLEHUNSA
KoJ1JiIer 04HOro ypoBHSA cnoCcob6CTBYIOT MOBbILLIEHUIO YA0BIETBOPEHHOCTU COTPYAHUKOB
csoen paboTon.



HegpopmasibHbie KOMMYHUKaLUUU

Kak y>ke 6b1710 CKa3aHo, opraHusaumnm CoCToAT U3 PopMasibHbIX N HEGOPMasIbHbIX
351eMeHTOoB. KaHan HeopMasbHbIX KOMMYHUKALMI Ha3blBalOT KaHaJ/loM CJ/1yX0B
(grapevine nOCNOBHO NepPeBOANTCH KaK «BUHOrpaaHas 103a»). 3BeCTHbIN
nccneposatesnb K. [13BUC yCTaHOBWI, YTO 3TOT TEPMUH BO3HUK €Ll e BO BpeMs
pakgaHckom BonHbl B CLUA. MNMpoBoaa TenerpadHoOn CBA3U, NPOTAHYThLIE OT AepeBa K
hepesy, LUMPOKO UCMOJIb30BanncCb apmmnamm Cesepa u KOra n HanoMmHa M BUHOrpaLHYyo
no3y. CoobuieHns, nepenaHHble MO TaKUM BPEMEHHbLIM TenerpaHbIM JIMHUAM, YacTo
noxoounnm 0o agpecaTta B UICKaXXeHHOM Buae.

Cnyxm «BUTalOT BOKPYr aBTOMaToOB C BOAOWN, MO KOpMAopaM, B CTOJIOBbIX U B JIIOOOM
Apyrom MecTte, rae cobupatrTca nogn». Mo HedopMasibHbIM KaHanamMm MHGopMaLms
pacnpocTpaHsaeTca HaMHOro beicTpee, 4eM Mo hopMasibHbIM, MO3TOMY MeHeO Kepbl
4aCTO UCMOJIL3YIOT X OJ1 PAaCNPOCTPAHEHUA TeX NN NHBIX «KOH(PUAEHLNANIbHbIX>»
CBejleHNI, CONPOBOXAAasA UX CJIOBAMU «TOJIbKO MEXAY HaMn».

NHdbopmaumns, pacnpocTpaHseMas B BUAE C/yX0B, BCerga cymtanacb HeTo4yHon. OgHako
nccnenoBaHMs NOKasbiBaOT, YTO C/IYXU Yalle OKa3blBAOTCH TOYHbIMU, YEM HETOYHbLIMW.
CornacHo uccnegoBaHuto 1aBuca, ecnm peydb ngeT o ceeaeHnsax ob opraHmsaunm, He
noanexawmx obcyxaeHunto, 80-99% cnyxoB 6bIBAlOT TOYHLIMU; HO €C/IN TOBOPUTL 06
MHOPMaLLMKN JINYHOIO XapakKTepa WUan O B BbICLLEN CTENEHN SMOLNOHAIbHbLIX CBEAEHUSX,
YPOBEHb TOYHOCTU U OOCTOBEPHOCTN ByaeT HaMHOIro HYxe. [13BUC yTBepxaaeT: «Jliogn
CKJIOHHbI CHUTATb CIYXN HETOYHbLIMU MOTOMY, YTO OWNOKKM B HUX HOCAT Bonee
ApaMaTUYHbIN XapakKTep u, cnegoBaTesibHO, 60nee NPOoYHO 3aNOMMHAOTCA, YEM TO, YTO,
B 06WeM-To, N30 OHSA B A€Hb OHW ObINM BNOJIHE TOYHbIMU». KpoMe TOro, He3aBUCUMO OT
NX TOYHOCTMN «BCE CBUOETENbCTBYET 06 OrPOMHOM BAUSAHUN C/IYXOB, KaK MO3UTUBHOM,
TaK N HEraTUBHOM».

Hu>xe nepecmnneHbl HEKOTOpPbIE TUMbI UHOPMaLU NN, nepeuaBaeMon B OpraHm3sauunn ro
HeopManbHbLIM KaHanaM:

1) NMpeacToswme cokpaweHns obbeMmy Npom3BOACTBA
2) HoBas nonnTuka wTpacos 3a ono3gaHus
3) N3mMeHeHnsa opraHn3aumoHHOW CTPYKTYPHbI

4) MpeAacToswme nepesoabl U NOBbILLEHUS



5) MoapobHoe n3no)xeHme criopa AByX MeHea>XepoB Ha nocsegHem cobpaHum no
npobnemam cbbiTa

6) KTo c kem BCTpeyvaeTcsa nocne paboTol [4, c. 151-154].

1.3 KOMMYHMKaUMOHHbIEe Dapbepbl

NccnepoBaHMS NOKasbIBalOT, YTO CYLWECTBYET OrpaHMYeHHOe KOIMYeCcTBOo npobriemMm,
KOMMYHUKaLNOHHbIX 6apbepoB, CHYXaoWmX 3PPEeKTUBHOCTb KOMMYHUKALMN Ha YPOBHE
OTAEesNIbHOro coTpyaHuka. Hanbonee cyLecTBEHHbIMU MEXINYHOCTHbLIMU
KOMMYHUKaLUNOHHbIMK BapbepaMn Ha opraHn3aLMOHHOM YPOBHE ABAAIOTCS:

%1 nperpapgbl, 06ycsoBsieHHbIE BOCNPUATUEM;
%1 ceMaHTn4yeckune bapbepsbl;

%1 HeBepbanbHble bapbepsl;

% HeahhekTnBHaA obpaTHasa CBA3b;

%1 Hea(hheKTUBHOE CrayLlaHue;

OcTaHoBMMCSA NoapobHee Ha KaXKAOM N3 HUX.
lperpaabi, 0bycsoB/eHHbIE BOCIPUATUNEM

MeHepny)xep 06513aH NOHMMATb CYyTb BOCMPUATUSA, MOCKOJIbKY MMEHHO OHO onpenenseT
«peasbHOCTb AN UHANBUAYYMa». JIIOAN pearnpytoT He Ha TO, YTO AeCTBUTENbHO
NPOUCXOAUT B UX Cpefie, a Ha TO, KaK OHM 3TO BOCMNPUHUMAIOT. Pa3obpaBLUnCh B
hakTopax, BANAIOLWNX Ha BOCMPUSATUE, U YYUTbIBASA UX B NPOLIECCE KOMMYHUKALIWK,
MO>XHO NpeonosieTb MHorve 6apbepbl, 06yCnoBAEHHbIE BOCTIPUATUEM U
npensTcTBYOWMNE 3PPEKTUBHBIM KOMMYHUKALMSM,

OAnH N3 Taknx 6apbepoB BO3HUKAET M3-3a KOH(IMKTa Mexay chepaMn neaTenbHOCTU
oTnpaBuTens u nony4vartens. Jlloan MOryT MHTEPNpPeTUpPoBaTb OAHY U Ty Xe
NHGOPMaLMIo MNOo-pasHOMY B 3aBUCMMOCTM OT HAKOMJIEHHOro UMK onbiTa. Hanpumep, B
KOMMaHWUM PO3HNUYHOW TOProB/M MEHeL KepPbl U TOProBbI NepCcoHasl, Kak npaBuo, no-
pa3HOMY CMOTPAT Ha Npobiemy ocBobOXXAEHUS TOProBbIX Naollagen oT ToBapos. B
NPOn3BOACTBEHHOW OpPraHM3aUnm CNeunanncTbl Mo MapKeTUHry obbl4HO CHUTAKOT, 4YTO
aKTMBM3aLMS cObITa 3a CHET pacLUMPEHUSt aCCOPTUMEHTA Ba)KHEE, YEM CHUXKEHMNE



n3aep>xek NPon3BoACTBa B pe3y/ibTaTe MOBbILEHHOW CTaH4apTU3auumy; a
NMPOU3BOACTBEHHbI NEPCOHA NMPU 3TOM MOXKET BbICKa3bliBaTb MPOTUBOMOJSIOXKHYIO TOYKY
3peHus.

PacxoxxaeHus, obycnoBneHHble chepolrt AesTeNbHOCTU, YacTo NPUBOAST K TOMY, YTO
AN BOCNPUHUMAOT nHGopMaumio n3bupaTenbHo, C y4eTOM CBOUX MHTEPECOB,
notpebHoOCTEN, SMOLIMOHAJIbLHOrO COCTOSIHUSA U YCJIOBUI cpefbl. DTa XapakTepucTunka
4es/I0BEYECKOro CYLLeCTBa O4E€Hb Ba)KHa AN KOMMYyHMKauui. OHa o3Ha4vyaeT, YTo BO
MHOIMX C/lyYasix 1o BOCNPUHUMAIOT JINLWb YaCcTb M3NYECKM NMOJTYHEHHOro NMIN
coobuieHuns. Mpobnembl OpraHnU3aLMOHHbIX KOMMYHUKALUMA B 3HA4YNTENbHON Mepe
0obycC/IoB/IEHbI pPa3NyYMEM MHTeprpeTaumn JlabMn NoayvyaemMbiX UMU coobLeHnin, B
pe3ysibTaTe 4Yero naeun, 3aKoANPOBaHHbIE OTNPABUTENIEM, NCKAXXATCSH N MOHUMAOTCS
nosly4aTenem He B MOJIHOWN Mepe.

NHpopMaLmrs, NpoTUBoOpeYallast HaleMy onbITY UM paHee YCTAaHOBUBLLUMMCS MOHATUSM,
3a4acTyto 1MB0o NONHOCTLIO oTTOpraeTcs, B0 NCKaXkaeTCsA C YY4ETOM 3TUX 3HAHWUNA.
NccnepoBaHus B 3To 061acTu noaTBEPANIN TEHAEHLUWIO K BOCMIPUATUIO NTIOAbMU
npobaem opraHmsaumm c y4yetoM 6a30BbIX CyXKAEHUN, CHOPMUPOBABLLUNXCS B UX
KOHKPETHbIX cihepax aeaTeslbHOCTW.

Ewe ogHa npu4nHa npobaem BOCNPUATUS B MPOLIECCE KOMMYHUKALUIA 3aK04YaeTCcs B
Hann4YmMm 6apbepoB, 0O6YCNIOBNEHHbIX OTHOLWEHMEM (YCTaHOBKaMK). OTHOLWIEHNE CUIbHO
BAIMSIET HA BOCMpUSATME U NoBeaeHne nogen. Ecnm mMbl uMeeM Heyaa4vHbIA OMbIT
B3aMMOOENCTBUS C TEMU UIN UHBIMU PaboTHUKaAMN UK OTAeslaMu, To, Mo BCEN
BEPOATHOCTU, 3TO NOBANSAET Ha 3PPEKTUBHOCTb HALLUUX AaSIbHENLINX KOMMYHUKALWIA C
HUMW. TTPeanonNoXXnM, HaNpMUMep, YTO OAMH U3 BALLUNX COTPYAHNKOB ABJISETCS K BaM C
npennoXxeHnem ob ynydileHnun cepsuca notpedburtenen. NMpenctaBumM Takxe, YTO BO
BpeMsi Ballero nocnenHero obLeHns C HUM Bbl KPUTUKOBAJIN €ro 3a CKJIOHHOCTb
NnpeBbIlWaTb NMMMUTbI NPeACTaBUTENbCKMX PAacXoa4oB. BrniosnHe BeposiTHO, 4TO M3-3a
HEeraTUBHOIO OTHOLUEHUSA K HEMY, KOTOPOE MOrrJ/10 ChOPMUPOBATLCS Y BacC B Xo4e
npeabiayuiero obLeHns, ero naea BamMmm He byaeT yc/iblliaHa NOJIHOCTbIO. BO3MOXXHO
TaKXXe, YTO CBOU MPeacTaBUTENbCKNE pacxodbl OH NPEBbLICU, MPUriacus
NepCcneKTUBHOIro KJIMEHTA B AOPOro pecTopaH, NOCKOJIbKY CYMTAN, YTO Tak eMy
yAacTCs 3HAYNTESIbHO YBENNYNTbL 06beM cbbiTa Ballero otaena. Ho ecnu Bbl yoexxaeHsol,
YTO «MpeBbILUIEHNE NMMUTA NPEeACTaBUTENbCKMX PAaCX040B HEM3MEHHO CBUAETENbCTBYET
0 Hel0CTaTOYHOM KOHTpPOJIe Hafl B aXKEeTHbIMU CpeaCcTBaMm», TO, MO BCEN BEPOATHOCTH,
Bbl BPSZ SN MONMETE ero TOYKY 3peHus. A 3TV ABa KOHTAKTa MOTYT MOJIOXKMUTb HAaYano
NJIOXUM B3aMMOOTHOLUEHUSIM MeX Ay BaMU U 3TUM NOAYUHEHHbIM.



DTOT NMPUMep HYETKO MOKa3bIBAET, KaKoe BIMSHNE MOXKET 0Ka3biBaTb
KOMMYHUKALWOHHbIA KIMMAT Ha B3aUMOOTHOLLEHNS MeXAy MeHeO)Xepamum U
NOAYMHEHHBIMU. DTN B3aUMOOTHOLLEHNS POPMUPYIOTCSA HAa OCHOBE BaLLMUX NPOLLUJIbIX
KOHTAKTOB. M03UTUBHbIE WX HEraTUBHOE YyBCTBa APYr K ApYyry onpeaenstorT,
HACKOJIbKO YacTbiMM ByayT Bawm 6yayuime KOHTaKTbl U CTUb 0bweHns. MeHenyxep, He
dopMUpYOLMA NO3UTUBHOIO KJIMMATa B OTHOLUEHUAX C OKPY>XatoWMMN, OrpaHnyYmMBaeT
NOTOK ByAyLLINX KOMMYHUKALWIA, U CO BPEMEHEM B €ro noApasaesieHNN MoXKeT
CNIOXXUTbCS aTMOCdepa HeoBepPUs, aHTaroHW3Ma U caMmo3alWnThl. MiccnenoBaHus
nokasasin, 4To B MO3UTUBHOW aTMoCdepe 3TOT NOTOK YBEJINYMBAETCSA U TOYHOCTb
nHdopMaLmn, KOTopo obMeHMBaOTCA NOAN B OpraHn3aunm, rnoebiaeTcsa. Ecnn
MeHe)Kep OTKPbITO U YeCTHO obLiaeTcss Co CBOMMU NOAYUHEHHBLIMWU, OHM OTBEYalT eMy
TeM xe. YeM 6osiee OTKPbLITO 1 YeCTHO BefeT cebsi oagnH nnm oba y4yacTHUKa npoLlecca
KOMMYHUKaUUn, TeM bonbliee ya0B/IeTBOPEHNE OHU UCMbITLIBAIOT.

CeMaHTu4eckmne bapbepbl

Kak y>ke 6blJ1o 0OTMeY€EHO, Leblo KOMMYHUKALWA ABASETCA OOCTUXKEHNE MOHUMaHNS
coobuieHns. Obuwasach C ApyrMMun, Mbl NbiITaemMcss 0OMeHATbCA NHpopMaumen n LodbnTbcH
€e NoHMMaHUs NMyTEeM NCMNOJIb30BaHNS CUMMBOJIOB: CJIOB, XKECTOB N MHTOHauun. B
npouecce KOMMyHUKaLn Mbl 0bMeHnBaeMcs MMeHHO CMMBOJIaMK: BepbasibHbIMU
HeBepbanbHbIMU. 3aeCb HeE06X0aAMMO 0bCyaAnTb NPobneMsbl, CBA3aHHbIE C
ncnosb3oBaHMeM BepbasnbHbIX CUMBOIOB — CJI0B.

CemaHTMKa — 3TO HayKa, nlyyatouwasa cnocobbl NCMOAb30BaHNSA C/I0B U NMepenaBaeMble
NMN 3Ha4YeHuns. NMOCKONbKY CNoBa (CMMBOJIbI) MOTYT 0151 pa3HbIX Jl0AEN UMETb pa3Hble
3Ha4YeHuns, To, 4TO XOTes CoobLWnTbL OTNPaBUTENb, HE BCcerga dbyaeT Tak xe
WHTEPNPeTUPOBaHO N NOHATO Nosay4dyaTenem. B 601bLIOM CnoBape aHIIMNCKOro A3blKa
MPUBOANTCS OKOJIO YeTblipHaALATWN ThICAY TONIKOBAHUN NATUCOT Hanbonee
ynoTpebuTenbHbIX CNOB; TaKoe NMPOCTOoe CJ/I0BO, Kak round nMeeT CeMbAECAT AEBATb
3HAYeHUN.

CeMaHTU4Yeckme BapuaLmnum 4acTto NpUBOAST K HEOMNOHUMAHWIO, MOCKOJIbKY BO MHOMMUX
CNyYasiX A0BOJIbHO CJI0OXKHO MOHATb, KAKOE€ UMEHHO 3Ha4YeHune Bbl10 MPUCBOEHO CMMBOJY
oTnpaBuTeneMm. Hanpumep, meHegxep, coobLlaoWMn NOAYNHEHHOMY, YTO €ro oT4yeT
«afj€KBaTeH», MOXXeT UMETb B BUAY, YTO OH MOJIOH U AOCTUraeT HaMe4YeHHOW Luenun, Ho
NOAYMHEHHbI MOXKET AeKOANPOBaTb 3TO CJIOBO B TOM CMbIC/IE, YTO ero oT4yeT He bonee
4yeM 3aypsiaeH, n ero Heobxoanumo popaboTaTs.



CnMBOJIbl HE UMEIOT NCXOAHOro (PUKCUPOBAHHOIO 3Ha4YeHUs. IX 3Ha4YeHne 4enoBek
MOHMMaeET, NCxonsa U3 CBOEro ornbiTa, 1 OHO BapbUpPyeTCsa B 3aBUCUMOCTU OT KOHTEKCTa,
T.€. CUTyauuun, B KOTOPOWN UCMOJSIb30BaH CMMBOJI. N MOCKONIbKY Y KaX40ro n3 Hac
MMeeTCs CBOW OMbIT, @ KaXXAbll KOMMYHUKAUWOHHbBIM KOHTAKT B TOW UJIX MHOW Mepe
OT/IM4aeTCs OT APYruX, HUKOrga Henb3s OblTb YBEPEHHbLIM, YTO NOosyYaTeslb NPUCBONT
CMMBOJ1y TO XK€ 3Ha4YeHune, 4To " Bbl.

Kak BnaHoO, 4T06bl 3hheKTnBHO 00LLaTLCA C I0ABMU B OpraHu3aunm, Heobxoammo
NOHMMaTb UCTUHHOE 3HAaYeHNe UCMNOJIb3YEMbIX MMU CJI0B U A0OUTBLCS TOro, 4Tobbl N OHYU
NOHMManNM, Kakoe 3Ha4YeHue B C/I0Ba BKJIaZblBaeTe Bbl. BOT 4TO Hanmcasn no asTomy
nosoay @. Jibounc:

«K coxaneHuto, MeHep)xep 4acTo 3abbiBaeT, 4TO paboOTHUKY, YTOObI MOHATL NPUHATYIO
MHOPMaLMIO (MHCTPYKLUMK, NPUKa3bl, pacnops>XeHus, T.4.), HeobXxoaAMMO 3HaTb, C KaKOW
Lesibio UCnoJsib3yeT AaHHble C/I0OBa HavasibHUK. TOJIbKO TOrga oH CMoXXeT
WHTepnpeTupoBaTb CJI0OBa OTMNPaBUTEsIA B €ro, a He B CBOeM 3HavyeHun. Cutyauums
OCJIOXKHSAETCH TeM, 4TO KaKgasa busHec-opraHm3sauns, n gaxke Kaxxgoe ee
noapasfesieHne umMeeT CBOW XKaproH. M Bce xe opraHusaumm Heobxognmo obuntbcs,
4TOObI BCe ee noapa3sfenieHns noHUManu gpyr apyra. Ecnm oanH us otaenos 3abbiBaeT
0 CyLlecTBOBaHUN NpodecCruoHasibHbIX Bapaunm B 3HAYEHNAX CJI0B UK UTHopupyeT
3TOT (haKT, O4eHb CKOPO BO3HUKAKOT «A0POXKHbIE NPO6KM» NpenaTCcTByOLWmne
B3aWMOMOHNMAHUIO».

CeMaHTMYyeckne bapbepbl HaCTo CTaHOBATCA Npobaemon ons KomnaHun, paboTarowmx B
MHOroHaunoHanbHom cpege. Hanpumep, General Motors, BbiBeOs Ha
NaTUHOAMEPUKAHCKUN pblIHOK Moaesnib Chevi Nova, Tak 1 He fo)KAasnacb 0XXNOaeMoro
ypoBHSA cbbiTa. NpoBens nccnenosaHme, upma ycTaHoOBMAA, 4TO CNOBO «Nova» Ha
NCNAaHCKOM O3Ha4daeT «He eneT» (no va)! AcHo, ceMaHTnyeckme bapbepsl,
06ycnoBNeHHbIE KYJIbTYPHbIMWN PAa3/IN4NAMUK, MOFYT CTaTb cepbe3HOn Npobnemon n Bo
BpeMs OeN0BbIX NeperoBopos.

HeBepbasibHble bapbepsbl

XOoTAa ONna KognpoBaHUa ngen, npegHasHa4vYeHHbIX 449 nepenadyn, Mbl UCNOJIb3YeEM,
npexae Bcero, BepbanbHble CMMBOJLI (CN0Ba), cooblieHnsa nepenarnTCcs u
HeBepbanbHbIMU cuMBONamMn. K HesepbasibHbIM KOMMYHUKaLUMAM OTHOCATCA Ntobble
CUMBOJIbI, KpOME CNOoB. 3a4acTyto HeBepbasibHaa Nnepefaya oCyLLeCTBAAETCA
OOHOBpPEMEHHO C BepbasibHOM N MOXET ycnamBaTb MO0 N3MEHATb CMbIC/T CJ10B.
3puUTeNibHbIN KOHTAKT, yJbibKa nam HaxMmypeHHble BpOBU, HAMPSAXKEHHOE Bblpa)KeHne



Jnua — BCe 3TO npummMmepsbl HeBepﬁaﬂbeIX KOMMyHI/IKaLI,I/IIz. K HAM OTHOCATCS N XKeCThbl:
YKa3aHMe Ha 4TO-TO MaJibueMm, npmukKpbiTne pPTa pyK0|7|, npukocHoBeHune " T1.4.

Hanpumep, no MHeHUIO aHTponosora 2.T. Xonna, nmaep OOl Acup ApadaT HOCUT
TeMHbIe 04KW, 4HTOObI OKpYy>KatloLWine He y3HaM O ero peakumm no N3IMeHeHuto pa3mMepa
3paykoB. HegaBHO y4eHble YCTaHOBW/IM, YTO eC/IN YesioBeKa 3auHTepecoBasia
MHOpMaLMA, ero 3pavykm paclUnMpPaOTCA, U Xona CcH4UTaeT, 4To apabam 06 3TOM M3BECTHO
y>Ke O04YeHb LaBHO.

Ewe ogHa hopMa HeBepbaibHbIX KOMMYHUKaLNIA — TO, K&Kk Mbl MPOM3HOCKM CJ1I0Ba
(HawWwa MHTOHaUMA, MOAYNAUNA FON0Ca, MNABHOCTb peyn 1 T.M.). Kak n3BecTHo, BCe 3TO
CNocobHO CUIbHO U3MEHUTb CMbIC/T CKa3aHHoOro. Bonpoc «EcTb ngen?» Ha bymare
03HAYaeT HU 4YTO UHOE, Kak NpealoXKeHne BbiCKa3aTb CBOM MbICAN. HO MPON3HECEHHbIN
pPe3KNM pa3gpa>KeHHbIM TOHOM, 3TOT >Ke BOMpPOC MOXXeT BbiTb NCTOJIKOBaH
cobeceqHMKOM COBEPLLUEHHO MHave: «ECnn Bbl MOHMMaETe CBOK BbIFOAY, HE NMpeanaranTe
naen, NpoTuBopeYvaLmx MONUM»,

NccnepoBaHma nokasann, 4To 60NbLLION MPOLEHT YCTHbIX KOMMYHUKaLUN
BOCMPUHUMAETCA MMEHHO Yepes A3blK XXeCTOB U MHTOHauun. B cesoen kHure Non-Verbal
Communication («HeBepbanbHasa KOMMYyHUKauus») A. MexpabuaH yTBep>xxgaeT, 4To 55%
coobuweHnn Ntoan BOCNPUHUMAIOT Yepes Bblpa>keHne nua, No3sbl N XecTbl n 38% —
yepes MHTOHaUWM N ToJI0COBbIe MOOYNALNN. DTO O3HAYaeT, 4TO Ha O0J110 CJI0B Kak
TaKOBbIX MPUXOANTCA BCero 1% 3HavyeHus. 9TO O4eHb Ba)KHO, MOCKOJIbKY O3Ha4vaeT, 4To
BO MHOIMMX CJ/ly4asiX TO, KaK Mbl FOBOPUM, Ba)>KHee Toro, 4To Mbl roBopuM. Hanpumep,
€eCJIN YesioBeK roBoOpuUT: «KOHEYHO... 1 BbIMOJIHIO 3TO 3aZaHuMe», TOo Nay3a nocje csoBa
«KOHEYHO» MOXXET yKa3blBaTb Ha TO, YTO OH HE XO4YeT 3TOro AenaTb, Y Hero HeT cenyac
Ha 3TO BPEMEHW, 3afaHNe eMy He HPaBUTCH WM OH He 3HaeT, KaK ero BbINoJIHATL [2, C.
46].

Onunwem cMTyauuto, UANICTPUPYIOLLLYIO, Kak HeBepbasibHble CMMBOJIbI MOrYT CO34aBaTb
noMexu B npoLecce KOMMyHUKaLun. Bbl BxognTe B KabnHeT MeHeaxxepa, 4Tobbl
NoNYyYUTb MHPOPMALMIO O NPOEKTE, Ha4 KOTOpPbIM paboTaeTe. Bbl BOLWWAK, @ OH
NpPoaoJIXKaeT BHMMATEsIbHO n3y4yaTb ByMarn. 3aTtem, B3rassHyB Ha Yacbl, OTHYXAEHHbIM
6e3pa3IMyYHBIM TOHOM CNpallMBaeT: «Bbl 4TO-TO XOTeNnN?».

Ero cnosa camu no cebe Bbipa)katoT KeslaHMe NoMOYb, HO NM03a N XXEeCTbl SICHO FOBOPSAT O
TOM, 4YTO Bbl MellaeTe eMy paboTaTb. 3axo4eTcsa M BaM Mocsie 3TOro 3ajaBaTb €My

BOMPOChI? Kakme MbICM BO3SHUKHYT Yy Bac B C/leAyoLWmin pas, Korga onsaTb NoHagobumTca
NHgopMaLmsa oT MmeHedy)xepa? o Bcen BeposATHOCTM, B 060MX CnyYasix Balln YyBCTBA He



OyayT NO3UTUBHLIMUK. A Tenepb NpeacTaBbTe, KaKoBbl ObiM Obl BalLW OLLYLLEHWS, €Cnu
Obl NPV BalWleM NOSABNEHUN MeHea)Xep cpa3y oTopBasica oT bymar, ynblbHynca n 6oapo
CcKaszan: «Kak gBmxeTtcsa NpoeKkT? 4 Mory 4eM-Hnbyab NoOMoYb?».

BO3MOXXHO, 4TO MeHeZXXep B NepBOl CUTYaLMN Ha CAMOM JieJie He MeHbLLEe roTOB NMOMOYb
NOAYMHEHHOMY, YeM BO BTOPOW. [1a 1 C/IOBA OHU MPOU3HOCAT NMPaKTUYECKN ONHAKOBbIE.
Ho B laHHOM c/ly4yae, Kak U BO MHOTUX APYrux, HeBepbasibHble CUMBOJIbI MOJIHOCTbIO
nonaBnaoT BepbasibHble. YPOK TAaKOB: BaXKHO yOeAuTbCSs, YTO UCMOJIb3yeMble BaMu
HeBepbasibHble CUMBOJIbI COOTBETCTBYIOT UAee, KOTOPYIO Bbl HAMepeBaeTecCh JOHECTN A0
cobeceqHMKa, B NPOTUBHOM CJly4ae OHWU CO34a4YyT Takue rMoMexu, YTo rnoayvaTtesb,
cKopee Bcero, BOCNpuMeT coobLieHne HeBepHo.

Kak B cily4yae € ceMaHTn4Yeckummn bapbepamu, npu HesepbasibHbIX KOMMYHUKALUSX
Ccepbe3HON Nperpanon 4acTo CTAaHOBATCSA KyJIbTypPHbIe pa3nnymsa. Hanpumep, B35B y
AMOHLLA BU3UTKY, HAA0 BHMMATEJIbHO NPOYeCTb BCE AaHHbIE Ha HEM U NOKa3aTb, YTO Bbl
370 caenanun. NMono)KmMB ee Cpasy B KapMaH, Bbl YKaXKeTe eMy, 4YTO He CHUTaeTe ero
Ba>XHOW nepcoHon. Ewe oanH npuMep: aMepukaHLubl YacTo C 60/1bLLIMM HELOYMEHMEM
pearvpylT Ha HEBO3MYTUMOCTb cobeceHMKa, HO Y PYCCKUX 1 HEMLEB NPOCTO He
NPUHATO YacTo ynbibaTbCs.

HesagppekTnBHas obpaTHas CBs3b

Elle oAHMM 6GapbepoM Ha MYyTU MEXIMYHOCTHbLIX KOMMYHUKALWIA ABNSETCA OTCYTCTBUE
obpaTHOM cBsi3n. ObpaTHas CBA3b Ype3BblHAMHO Ba)KHa, MOCKOJIbKY MNO3BONISIET
onpeaennTb, AeNCTBUTENIbHO NN Balle coobLieHMe NOHATO NojslyYyaTeneM B TOM CMbICe,
KOTOPbIN Bbl B HEMrO BNIOXWAW. Kak BUAHO 6b110, CYLLECTBYET MHOXXECTBO NPUYNH, MO
KOTOPbIM co0bLLEeHNE MOXXET ObIThb MOHATO He Tak, KakK Bbl XOTEJIN.

HesgppekTnBHoe cnyluaHune

dPPEKTUBHbIE KOMMYHMKaLNK TpebytoT, 4Tobbl YenoBek 6bl1 0ANHAKOBO TOYEH KakK Mpu
oTnpaBKe, Tak N Npu npmneme coobieHnsa. nsg aToro Hago ymeTb caywaTb. K
COXKaJIeHNID, O4EeHb HEMHOIMe NI 4N yMelT genaTb 3TO MaKCUMaJibHO 3(P(eKTNBHO.
Hawa cnctema obpasoBaHUA yaensaeT MHOMO BHUMaHMUA HaBblkaM YTEHUS, NUCbMa U
cyeTa, HO He pPa3BUTMUIO HaBbIKOB CNywWwaHUd. MHOrMe CHMTalT, YTO NPaBUJIbHO CAyLLATb
O3HayvaeT He nepebuBaTb cobecegHnKa. Ho 3TO nNLWb 0OANH N3 31IEMEHTOB NpoLecca
3pheKTUBHOro caywaHusa. CorsacHoO ogHOMY MUCC/Ief0BaHUIO 3PPEKTUBHOCTb
MeHeo)XepoB B MnpoLecce ciaywaHna B cpegHeM coctasnsgeT Bcero 25%. [lpyroe
nccnenoBaHue rnokasaso, 4To 3PPeKTUBHOE CyLllaHNe — BaXKHENLasa XxapakTepucTuka
3(hPpeKTUBHOIro MeHea>XMeHTa. B xoaoe onpoca ThiCa4 MeHea)XepoB CaMbIM



pacnpocTpaHeHHbIM 6bl1 Takon oTBeT: «MHe HpaBuUTCSA Mo BOCC, OH YMeeT C/yLllaTb»
nnm «C HAM MOXXHO MOroBOPUTL.

Korga Bam coobLwatoT 0 3agaHnm, HOBbIX NpuopuTeTax, nameHeHun paboymx npouenyp
NN O HOBbIX NAeAX NOBbIWEHNA IPPEKTUBHOCTM paboTbl OTAENA, O4EHb Ba)XKHO
yCNbIWAaTb KOHKPETHY nHpopMaumnio. O4HaKo NMpUCywnBaTbCa cnenyeT He TOJIbKO K
dakTaM, HO N K SMOLLNAM.

Hanpumep, K BaMm B kabnHeT 3axoanT paboTHUK, xenaowmnin 06CcyanTb BO3SHUKLLYIO
npobnemy, 1, KpoMe KOHKpeTHbIX hakToB, B xoae becenbl coobwaeT BaM, 4TO 4eM-TO
B3OelleH, OT 4ero-To B BoCTOpre v T.4. YyBCTBa YeN0OBEKa YacTo BblAAIOT A3bIK XKECTOB U
WHTOHaUMA. MeHep )Kep, KOTOPbIN COCPenoTOYEH NNLLb Ha KOHKPETHbIX (haKkTax, NMpPoCTO
He paeT cobecefHUKY LWAHCa NOAENNTBLCSA CBOMMUN NepexxmnBaHuamm. Ecnv Bl BuagnTe,
4YTO YEeNIOBEK BCTPEBOXXEH NN paCCEP)KEH, Bbl MOXKETE, Hanpumep, ckasaTb: «MHe
Ka>XeTCs, Bbl 4€M-TO pacCTPOeHbl. He xoTuTe noaennTbCsa CO MHON?». YT0o6bl yCablWaTb
haKTbl N NOHATb YyBCTBa, HEO6XOAMMO BbIC/YyLWaTb COObWEHNE NONHOCTbLIO. ITO
NO3BONMT BaM Jlyylle pa3obpaTbCA B CUTyauum n nokasaTb cobecegHUKY, 4TO Bbl C
yBa>K€HWEeM OTHOCUTECb K TOMY, YTO OH FrOBOPUT.

1.4 MNMoBbilLLeHne 3P PEeKTUBHOCTU MEXJINYHOCTHOM
KOMMYHUKaUUu

KOMMYHUKaLmMa 6apbep IMYHBLIA Npoaaka

CyuwiecTByeT HECKOJIbKO CTpaTerunm, KoTopble NO3BONIAIOT AOCTAaTOYHO YCMNELHO
npeonoseBaTb KOMMYHUKaUWOHHbIE Bapbepbl 1 NOBbIWATL 3OMEKTUBHOCTb
KOMMYHMKaLWUN Ha YPOBHE COTPYAHNKOB OpraHmn3aunm.

Bo-nepBbix, opraHn3auunm LOJIXKHbI O6paTI/ITb cneunanbHoe BHMMaHMeE MMeEHHO Ha
pPa3BUTNE KOMMYHUKaLMOHHbIX HaBblKOB CBOUX COTPYOHUKOB. K yncny Hanbonee Ba)KHbIX
HaBblKOB OTHOCATCA: akKTuUBHoOE CJiyLlHaHue. CMbICN @KTUBHOIo cJiyllaHnsA KaK rnpunema
KOMMYHUKaUMNN COCTOUT B crocobHoCTM caiywaTesida nomMmodb ropopdwemMmy CKka3aThb
MMEHHO TO, YTO OH HaMepeBasJiCa CKa3aTb. CylwlecTByeT HECKOJIbKO MPUHLNMNOB
adKTUBHOIO CNyLlaHWNA:

% He I'I€p€6I/IBaTb ropopAaLlero, He Ha4ynMHaTb roBOpunTb, NMOKa NMOBOPUT cobecenHuK;

%1 pacnonoxuntb cobecenHunka K cebe, cozgaTb aTMoOCqepy Apyxenobus;



%4 HENTpPaNN30BaTb OTBAEKatoWwme pakTopbl, n3beratb NOCTOPOHHEr0 BMELLIATENbCTBA;
%4 NPOAEMOHCTPUPOBATb CMMNATUIO N 3aMHTEPECOBAHHOCTb K cobecefHUKY;

%4 6bITb TepnenmebiM 1 n3beratb CNOPOB Ha dTane NoJly4eHnsa NHpopmMaunu;

%1 3apaBaTb BOMNPOCHI.

Mpodeccop Kut Oasuc npmeoanT 10 npaBus 3pPeKTUBHOIo CJyLLIaHNS:

1) MepecTaHbTe roBOPUTbL. HEBO3MOXKHO CliywaTb, pa3roBapusad. MNosoHun (FamneTy):
«[lan Ka)xxgoMy TBOW C/IYX, HO HUKOMY — TBOW rOJ10C».

2) MomMoruTe ropopsLlemMy packpernoctuTbcsa. Co3ganTe y YenoBeka OLLyLleHne
cBo60bl. 9TO YAaCTO Ha3bIBAOT CO3AaHMEM pa3peLlatoLen aTMocdepsl.

3) NMoka)xnuTe rosopsLLeMyY, YTO Bbl FOTOBbI C/ywaTb. Heobxoanmo BeirnageTb n
0enCcTBOBaTb 3aMHTepecoBaHHO. He yntante noyTy, Korga kto-nnmbo rosoput. Cnylas,
CTapanTecCb NOHATb, @ HEe UCKaTb NOBOAOB AJ18 BO3Pa>KeHUN.

4) YcTpaHUTe pasgpakatoLwme MOMeHTbl. He pucynTe, He NoCTyKuUBanTe no CTosy, He
nepeknagbiBanTe bymarn. bygeTt nm cnokomnHee B KabnHeTe, eCnv 3akpbliTb ABEPbL?

5) ConepexunpainTte ropopsuemy. Noctapantecb BOATU B NOJIOXKEHNE FOBOPSLLErO.

6) byabTe TepnenusbiM. He 3KOHOMbTe BpeMs. He npepbiBanTe rosopsiwero. He
nopbiBanTeCb BbINTU, HE AenanTe Waros B HanpaB/eHUN aBepu.

7) Coep>XnBanTe CBOW XapakKTep. Paccep>XeHHbIN YenoBeK npuaaeT cJloBaM HEBEPHbIN
CMbICJ1.

8) He ponyckarnTe CNOpoB UM KPUTUKN. DTO 3aCTaB/ISET FrOBOPSLLErO 3aHATb
060POHNTESIbHYIO MO3ULINI0, OH MOXXET 3aMOo14aThb UK paccepanTbcsa. He criopbTe.
ImeHHO Nobenuvs B criope, Bbl NpourpaeTe.

9) 3apeBanTe BONpoOChl. 9TO noabaapmBaeT roBOPSALLErO N NMOKa3biBaeT €My, 4TO Bbl
cnywaeTe. OTO NOMOraeT NpoABMraTbCa Bnepea.

10) NepecTaHbTe roBopuTb! 3TO HacTaBNEeHNE NOET N NEepPBbIM, U NocnegHnm, nbo ece
OCTasibHble 3aBUCAT OT Hero. Bbl He cMoXXeTe ahpheKTUBHO cnyLwaTb, ecnin byneTte
pa3rosapvBaThb.



MoMmnmo YMEHNA aKTUBHO CJ1yllaTb CylWeCcTBYyeT eLle pAad HaBblKOB, KOTOPblI€E MOXXHO
NCrnoJib3oBaTb OJ14 CHNXXEeHNA BEPOATHOCTN BO3SHNKHOBEHINA 6apbepOB n onq noBblilLeHUNA
oTAa4Yn MeXXJINHYHOCTHbIX KOMMyHI/IKaLI,I/IIZ.

lposicHeHue cBoux naev nepes Hadasaom nx rnepegayqn. NposicHeHne cobCTBEHHbIX Naen
nepen ux nepegadvyen o3HavaeT, 4TO BaM HeobXoaAMMO cnctemMaTmyeckm obaymbiBaTb U
aHaNM3MpoBaTb BOMPOCKI, NpobaeMbl K naen, KoOTopble Bbl XOTUTE caenaTbh obbekTamum
nepepayn. Ons nobon nepenayn B agpec BbILLECTOALWEr0 PyKOBOANTENSA, NOAYNHEHHOIO
WNn KONJIern BaM B NPUHLMMNE HY>KHa onpefesieHHasa TeMa Kak 06bekT nepenayn.
Mpumepbl TEM oNa nepepaydn.

1) CoobweHne paboTHMKaM 0 CBOEM MOHUMAHNN NPEACTOALLNX NU3SMEHEHNI B
pacnpeneneHnm agaHun.

2) MNony4yeHne OT BalLUEro pykoBoaAuUTeNss MHpopMaL MK, NMPOosSCHSOLWEN 3agady.
3) CoobuweHne pykoBoanTento o npobneme, C KOTOPOW Bbl CTONKHYJIUCH.

4) ObcyxaeHne C NOAYNHEHHbLIM MEHEee YeM YA0BNETBOPUTENbHbLIX Pe3y/ibTaTOB €ro
paboThl.

5) MoowpeHre NOAYNHEHHOIrO MOXBAJION N MPU3HaHME ero XOpoLlen nan NpekpacHom
paboThl.

6) CoobuieHne paboTHuUKam 06 naee, Hag KOTopom M cnenosano 6bl, No BalleMy
MHEeHMIo, NoayMaTb.

7) BbiicHeHne peaKkuun paboTHMKOB Ha BaluX UOEN.

8) CoobuieHne pykoBoaAUTENO ApYyroro otaena 06 nsmMeHeHNsx, BO3MOXXHOCTb KOTOPbIX
paccMaTpuBaeT Ball OTAEN, U BbIACHEHNE €ro MHEHUSI O TOM, KaK 3TO MOXKET OTpPa3nTbCA
Ha paboTe ero oTaena.

9) CoobuieHre NoOAYNHEHHBIM O HOBbIX LIeNIAX NN CUCTEME NPUOPUTETOB.
10) CoobuieHne cekpeTapto 0 BaXKHENLLUMX AeNlax TeKYLLEeNn Heaenu.

BocripunMynBoOCTb K MOTEHUMNAIbHbIM CEMaHTUYECKUM ripobaiemam. He xanente cu Ha
TO, 4TOObl UCKNIOYNTb U3 COOBLLEHNS ABYCMbIC/IEHHbIE C/IOBA U YTBEPXXOEHWS.
YnoTpebnsia ToYHbIE C/I0BA, a He 06L1ero xapakTepa, Bbl BbIMIpbIBAeTE B
pe3ynbTaTUBHOCTN.



«B3rnsg co cTopoHbl». CneanTe 3a Bblpa>KeHMEM CBOEro inua, xectamu, No3on un
WHTOHauMen, 4Tobbl He NOCbINIaTb NMPOTUBOPEYUBbLIX CUrHa0B. [MocTapanTech B3rNsAHYTh
Ha cebs n ycnblwaTb cebs Tak Xe, Kak BUANT N CAbilWnT Bac cobeceaHuk. MNMockinas
rapMOHUYHbIE 3HaKMN, KOTOPbIE He coaep»XaT NPOTUBOPEYMBbLIX COOBLLLEHNI, Bbl
nobuneaetech 60sbLUEN ACHOCTU U MOHUMAHUSA BallNX COB.

N3ny4eHmne sMnaTtum n OTKPbITOCTU. IMNATUA — 3TO BHUMAHME K YyBCTBaM OpPYyrux
Noaen, roTOBHOCTb «BJ1€3Thb B UX LWWKYPY». DTO BCE pPaBHO, YTO cnpallnBaTb CaMOro
cebs: «KTo 3TOT YenoBek, K KOTOPOMY A cobmpatocb 0bpaTnUTbCA? KakoBbl €ro
noTpebHoOCTN U nHTepechl? B KAKOM OH CerogHs HaCTPOeHUN?» AKTUBHO MOJIb3YACh
aMnaTuen npm obMmeHe nHpopMaumnen, Mbl NbiITaeMcsa COOTBETCTBYHOLWMM 06pa3om
HaCTPOUTb MPUHMUMALOLLYO CTOPOHY N NPUCMOCOBUTL BapnaHT KOANPOBaHUA N Nepenaydun
CoObLEeHNSA K UHAMBUAY WUAN FPYMNMne N CUTyaumn. YaadHoe npuMeHeHmne sMnaTtmum MoxeT
3aMeTHO YMEHbLINTb BO3MOXXHOCTb HEBEPHOIN0 NOHUMAaHUA NPU AEKOANPOBAHNN
coobuieHns NpMHUMatoOLLLEN CTOPOHOMN.

Hanpumep, HeKoTopble Noan NPeanovYnTaloT CTPYKTYPUPOBAHHOCTL, AETa/IbHOCTb U
noBTopeHnA. K Takum niogsam, BeposAaTHO, Hanbonee acphekTnBHO 6bi10 6bl 06paTUTLCS C
MMCbMOM MM NoapobHbIM MeMopaHAyMoOM. [lpyrue, HanpoTue, He NbaT
CTPYKTYPUPOBAHHOCTM 1 AeTasibHOCTWN coobuieHnn. B aTom cnyyae Hanbonee
noaxonsauwen 6oina 66l HecbopmanbHas becena. HekoTopbie NN YyBCTBYIOT cebs
TPEBOXHO NN Hebe3onacHo B onpeaeneHHbIX CUTYaUnsax Uam oCTPO pearmpyoT Ha
KPUTUKY. OHN MOryT pearmpoBaTb U3bnpaTenbHO NN HEMPABUIIbHO NCTOJIKOBbIBATb
NpeasoXXeHns rno yCoBEpPLLUEHCTBOBAHMIO, €C/IN OHW He NMpenCcTaB/ieHbl B AUNJ0OMaTUYHON
1 obellaowen Nnogoep>XxKy MaHepe. 3MNaTuUsa 03Ha4YaeT TakXe YeCTHYIO MOMbITKY
YyBUOETb CUTyaLMIO, NOOHMMAEMbIe BOMNPOCHI 1 NpobaeMbl C TOYKN 3peHNs APYroro
yenoBeka.

dMnaTus npu obMeHe NHpopMaLMen nogpasyMmeBaeT Takxe NoaaepXaHne oTKPbITOCTH
B pa3rosope. CTapanTecb n3beratb CKOPOCMENbIX CY>XAEHUN, OLEHOK U CTEPEOTUMOB.
BMeCcTo 3Toro ctapantech yBUAETb, MPOYYBCTBOBATh U MOHATbL CUTYaLNIO U
3aTparnBaemble NpobaemMbl B KOHTEKCTE cobeceqHnKa. DTO BOBCE HE 03HAYaET, YTO BaM
c/flegyeT CornawaThCa C TEM, YTO roBOpuT cobecegHUK. TO 3HAYUT TOJILKO, 4YTO Bbl
MblTaeTecb NOHSATb €ro CJI0Ba.

YcTaHoBneHuns obpaTHov cBsizu. ObpaTHas CBA3b, Aesatolas NnpoLecc KOMMyHUKaLMn
ABYCTOPOHHUM, 3HAYMTENIbHO NOBLILLAET ero 3peKTUBHOCTb, MOCKOJIbKY OaeT
BO3MO>XHOCTb YTOYHEHUS NMOJSIYYEHHOro nocnaHunsa. ddpdekTneHaa obpaTHas CBA3b
NOJIKHA:



%4 6bITb CBOEBPEMEHHOW, T.€. HE 3a4epP>XNBATbCSA OT MOMEHTA NOJIy4YeHUs
OPUrMHaNbHOr0 NOC/IAHNS;

3% copep»xaTb NnepedpasmpoBaHHOE OpUrnHaabHoe NocsiaHne;
%4 BKJIIOYATb YTOYHSAOLWIME BONPOChI;
%1 He gaBaTb OLLEHOK OPUTrMHaJZIbHOMY MOCJIaHUIO.

CywecTByeT psag crnocoboB ycTaHOBsIeHUA obpaTHOM cBA3MN. OONH N3 HUX — 3a4aBaTb
BOMNpPOChI. [115 CpaBHEHNS YC/IbILLAHHOIO C TEM, YTO MMEHHO Bbl U3HAYaJIbHO
HaMepeBaJIMCb COOBLINTD.

Ipyron cnocob 3agaBaTbh BONPOChl — 3aCTaBMUTb YeNI0BEKA NepeckasaTb BaluX MbIC/W.
MO>XHO CKa3aTb, HAaNMpuMep: «s He yBepeH, 4TO OXBaTWJ1 BCE& MOMEHThI, MO3TOMY byabTe
nobpbl pacckasaTb MHe, YTO Bbl cHUTaeTe Hanbosee BaXKHbIMU BONPOCAMN B CBSA3M C
NMPOEKTOM, Ha[ KOTOPbLIM BaM npencTtonTt pabotatb?»

Ewe oanH cnocob co3paHns obpaTHOM CBA3M 3aK/0YAETCS B OLEHKE f3blKa N03, XKeCTOoB
N MHTOHALWI YenoBeKa, KOTopble Kak By ATO yKa3biBalOT Ha 3aMellaTeNlbCTBO MK
HernoHnMaHune. Hanpumep, ecnum Bbl faeTe HOBOE 3aJaHune paboTHUKY, He NOSBASETCS K
B BbIPa>XE€HWUM €ro sinLa Hanps>XeHHOCTb? He 3aMeTHO /1N B HEM JIErKoe pa3fparkeHune,
HE CMOTPUT JIN YeNOBEK BHU3, C/yLlas Bac? 3TU CUMHaMbI, €C/IN OHU NPUCYTCTBYIOT,
NOJIXKHbI COOBLWNTL BaM, YTO YesI0BEK, MOXXET ObiTb, HE BMOJIHE MOHUMAET 3a4aHune uan
PaCcCTPOEH M. MOXXeT C/y4YnTbCA, 4TO PaboTHUK OTpearmpyeT Ha BaluuM CJioBa C
kKonebaHmnsaMM B ronoce. J1tobon 13 3TUX 3HaKoB — (hakT obpaTHOM CBA3N,
CBMAETENbCTBYIOLLNIA O BOSMOXXHOW HEYNOB/E€TBOPEHHOCTM UM HENOHMMaHUKW. Ecnn Bbl
4YyBCTBYETE 3TO, MOXHO NPUBErHyTh K METoZaM 3aaBaHNA BOMPOCOB, OMUCAHHbIM
BbiLLIE.

Ewé oanH cnocob yctaHoBneHnsa obpaTHOM CBA3KM — nNpoBefeHne C Nog4YNHEHHbIMU
MOJINTUKMN OTKPbITbIX ABepeit. MyCcTb OHM 3HAIOT, YTO Bbl FOTOBbLI 06CYANTL C HUMU Ntobble
BOMPOChHI, 3aTparmneatoLLme NX NHTEepeChl, U MOAKPENUTb CBOM CJ/I0Ba AencTBusaMn. Ecnn
paboTHUKY, NpuLieawemMy NOroBoOpuTb C BaMu, Bbl coobllaeTe 0 TOM, YTO 3aHATHI, Ballw
MOAYMHEHHbIE Y3HAIOT «pPeasibHbIN» CTU/b Ballero ynpasneHusa. C Apyron CTOPOHbI, Bbl
He XO0TuTe, 4Tobbl Bac 6e3 KoHUa npepbiBanun. N03TOMyY Bbl, K NPUMEpPY, MOXETE
BblAENNTb ONpenesieHHbIN Yac B Te4eHne OHS, KOrga Bbl FOTOBbI BbICyLWaTb
MOAYMHEHHbIX MO NtOH6OMY MHTEpEeCcyoLeMY NX BOMPOCY.



Bo-BTOpbIX, 04eHb Ba)XHO obecnevynTb pa3BuUTre y COTPYAHUKOB YNCTO TEXHUYECKMNX
HaBbIKOB KOMMYHUKaLMW: BlageHne 3N1eKTPOHHON NoYTON, YMEHNE Nob30BaThCs
¢hakcom, NnucaTb MEMOPAHAYMbI.

B-TpeTbux, pykoBOACTBO AOJIKHO CO34aBaThb yripaBeHYeCKne CUCTEMbI U hOPMUPOBATbL
KYJIbTYPY, NOOLLPSIOLLYIO OTKPbITYIO KOMMYHUKALMIO B opraHn3aumn. CoBpeMeHHble
opraHm3aumm NCrosb3yT Takme MeToabl NoowpeHns nHpopMaymMoHHOro obMeHa, Kak
KOprnopaTUBHbIE «ropsaYne JNMHUN>», fatolWne KaXX40oMy COTPYOHUKY BO3MOXXHOCTb
BblCKa3aTb CBOW MbIC/IN UM 3a4aTb BONPOCHI B 1tloboe BpeMs, COBMECTHbIE 3aBTPaKN NN
obenbl C y4acTmeM COTPYAHUKOB Pa3/INyHbIX OTOEN0B U YPOBHEN, COBMECTHbIE Noe34KNn
Ha 3KCKYPCUN, NMNKHUKN N T.4. [4, c. 165-168].

Fnasa 2. 3¢ (PpeKTUBHOCTbL KOMMYHUKaLUUH

2.1 NMNoBbiweHne 3pPeKTUBHOCTU BHYTPEHHUX
KOMMYHUKaLMM HA NpUMepe onbiTa POCCUUCKUX
KOMMaHUM

MpeccnHr Ha pabovyem MecTe, CTaBLUA OBbIYHBIM 4719 MHOMMX NpeanpusaTuin B
KpusncHbole 1990-e rogbl, He MOXeET ObITb MOCTOSAHHBLIM (POHOM AEeATEe/IbHOCTU
KonnekTuea. OwyuieHne COTPpYAHUKA, YTO OH «MoJ4 MUKPOCKOMOM» Yy Ha4asbCTBa,
CHUXXaeT TBOPYECKYI0 aKTUBHOCTb YesioBEKA U MPUBOAUT B JIy4LUEM Clly4dae K
MUHUMM3aUMKM oWNBOK (a B xyaweM - wabnoHHon paboTe n noTepe KavyecTsa).

NMeHHO NO3TOMY COBpeMeHHas OpraHm3auns He MoOXXKeT HOpMaJibHO (DYHKLMOHNPOBaTb B
YCJI0OBUSAAX BHYTPEHHEro MHpopMauMoHHOro Bakyyma. o gaHHbIM NCccnenoBaHus,
npoBeAeHHOro cpeamn paboTHNKOB BpUTaAaHCKUX KOMNaHuUn, 60% 13 Tex, KTo cYMTaeT
KOMMYHMKaL N B CBOUX OpraHn3aunsax HeapdekTnesHbIMKU, cobmnpatotca B banxxanwune
ABa roga cMeHnTb paboTy. B Poccun ganeko He B KaXkKAoM KOMMaHUM cyuecTByeT
OCMBbICJZIEHHbIV MOAX0[ K YyNpaB/ieHNI0 KOMMYHUKaunamMu. CeegeHunsa TepsatoTcs, He
[oxons 0o nepcoHasa, KOTOPOMY OHU AENCTBUTESIbHO HEODXOAUMBI.

2.2. MeTopauKa «TaMHbIN NOKYyMNaTeJib» KakK cnocob
oueHKU 3P PeKTUBHOCTU JINYHbIX KOMMYHUKAL UM B



MecCTaxX nNnpoaax

BBnay psga opraHm3sauMoHHbIX 0COBEeHHOCTEeN, XapakKTepHbIX 419 JaHHOIro Buaa
[esaTeNbHOCTN, MeTOAbl OUEHKN 3PMEKTUBHOCTN JINYHBIX NPOAAXK CYLLEeCTBEHHO
OTJIMYAOTCA OT MEeTO40B, MPUMEHSAEMbIX K APYrMM BUAAM MapKeTUHI0BbIX
KOMMYHUKaUMN. B paccMaTpnBaeMon HaMn TeMe HaC MHTepecyeT OoueHKa AeNCTBUN
TOpProBoro nepcoHana. No3Tomy oCTaHOBMMCA Ha Hell NnoapobHee.

Mepen TemM Kak oUueHUBaTb 3PpPEKTUBHOCTbL PaboTbl TOProBOro NepcoHana, HeobxoanMmo
BbIIBUTb (PaKTOPbI, KOTOPbIE 3aBUCAT HENOCPEACTBEHHO OT paboThl NnepcoHana. Tpems
OCHOBHbIMU KOHTPOJINPYEMbIMU (haKTOpaMK SBNSIOTCSA: 06bEM Npoaark, HarnpaseHne
NeATeNnbHOCTM NpoAaBLa U KavyecTBo 06Cy)KMUBaHUS.

OnpepneneHne obbeMa Npoax siIBASETCA NPOCTENLLNM U, NO-BUAMMOMY, CaMbIM
pacnpocTpaHeHHbIM cnocoboM oLeHKN. AHaNM3 obbemMa Npoaak MOXXeT NPOBOANTLCSA
KaK C TOYKW 3pEHMS NPON3BOANTENBHOCTM paboThl NpoaaBLA, Tak U C TOYKN 3peHUs ee
NpubbiNbHOCTU. C TOYKM 3PEHUS MPON3BOANTENIBHOCTM 06beM NMpoaak, obecneyeHHbIN
KOHKPETHbIM MPOoJaBLIOM, MOXXET CPaBHMBATLCSA C 06bEMOM NPOAa’k 3a NPOLUJILIA Fof, C
61040>KeTOM Ha TEeKYLLUIA rof, C NnokasaTensamMmm paboThl APYrmMx NpoaaBLOB NN
OLIEHUBATbLCS YAC/IOM 3aKJIIOYEHHbIX CAENO0K, KOIMYECTBOM HEAKTUBHbIX CHETOB Ha
KOHKPETHON TepPUTOPUN, NoKasaTesieM KOHLEeHTpaunum Ha onpeaesneHHoM Buae ToBapa.

C TO4YKM 3peHuns NpUBbLIIBHOCTU 3PPEKTUBHOCTb NPOLAXK TakXe MOXKeT OLeHUBaTbCA No
pa3HbIM KpuTepusaM. Hanbosiee pacnpocTpaHeHHbIMU U3 HUX ABNAIOTCA cliefyoume:
BasioBas NpubbiNb OT NPoAaK, [0/ YHUCTOW NMPUbbIIN, OTHOWEHNE pacxo4oB Ha
npoAakm K 0bbemy cbbiTa n f0n4 pbiHKa. ICNonb30BaHMeE OCHOBHbLIX Npoueayp
OyxranTepckoro y4yeTa No3BosifeT ObICTPO NOAYYUTb HEOOXOANUMbIE NCXOAHbIE AAaHHbIEe
A8 NpoBefeHnsa 3TUX OLUEeHOK No oTAe/IbHOMY NpoAaBsLy, No BCEM NpoAasLaM uam no
BCEM TEPPUTOPUSAM.

Ona nydwero NnOHUMaHUA appekTUBHOCTM paboTbl NpofasLUa pykosoanuTe b GUPMBbI
OOJIKEH He TOJIbKO OLEHUTb AOCTUMHYTbLIA UM YPOBEHb NPOo4a>k, HO U
npoaHanM3npoBaTb €ro rNnoBCceaHEBHbIE OEeNCTBUA. [114 3TOro y Hero Takxxe nmeeTcs
MHOIO BO3MO>XXHOCTEN.

DpheKTNBHOCTb TOProBOro NepcoHasia MoXKeT OLEHNBATbLCA C MOMOLLbIO KOJINYECTBa
TeneOHHbIX 3a58BOK Ha MOKYMKY, HOBbIX OTKPbLITbIX CHETOB U MOJIy4YEHHbIX »Kasnoo.
TOYHOCTb 3TUX METOA0B aHa/M3a MOXXeT ObiTb NOBbILWLEHA 3@ CHET OQ4HOBPEMEHHOIO
PacCMOTPEHUSA NoKa3aTenen NPon3BOANTENILHOCTM U NPUBbLINBHOCTWN. Hanpumep,



KOJINYECTBO KJIMEHTOB B 1eHb U pacxodbl HA OQHOIr0 KJIMEHTa MOryT NPenoCTaBUTb
6o/bLUEe None3Hon MHpopMaL K, 4eM NPOCTO CBeAEeHUs 0 YNCSie KOHTAaKToB. Kpome Toro,
NoJIe3HO OLEHUTb He TOJIbKO KONIMYECTBO MOKYMOK, COBEPLUEHHbIX NOTPEbUTENSIMU, HO 1
pa3Mep Kaxkaon 13 HUX. He cnefyeT Tak)Xe NCKJIYaTb BO3MOXKHOCTb TOr0, YTO YUCIIO
»Kanob, NoCTynmMBLLUNX Ha Npoaasua, byaeT C IMXBOM KOMMEHCUPOBAHO AOCTUMHYTBIM UM
YPOBHEM MpoaaXk. HakoHeLl, TOproBbi NpeacTaBUTe b MOXKET NOCBsALLATL cBoen paboTe
MHOIO 4acoB, HO He BCe OHM 0b6sA3aTeNnbHO ByAyT NOTpayeHbl Ha 3aKJIl04YeHe AOrOBOPOB
0 nNpopaxax. PaccMoTpeHne COOTHOLLEHUS 3TUX BPEMEHHbIX MOKa3aTeslel ToXXe MOXeT
OKa3aTbCA MNOJIEe3HbIM MPU oL eHKe paboTbl NpoaasLa.

N B TOM Yncne, ons oueHKM KavyecTBa 0b6CNy>XMBaHUS TOProBoro rnepcoHasna
ncnosb3lyeTcsa MeToAnka «TanHbI NoKynaTenb». B faHHOM naparpadge mbl nogpobHee
OCTaHOBMMCSH Ha OAHHOM MeTOoAUKe, @ UMEHHO, PacCMOTPUM: MOAXOAbl K onpeaeneHno
«TalHbIN MNOKynaTesib», 3a4a4u, KOTOPble MOXKHO peLllaTb C MOMOLLbIO AAaHHOW
MeTOANKN, OCHOBHbIE 3Tanbl NPOBeAeHNs NCCeJ0BaHns, a TakXe 0CobeHHOCTH
pa3paboTKM aHKeTbl N UHTepnpeTaunm AaHHbIX.

2.3. Moaxoabl K onpepeneHnio «TanHbIN
nokKynartesib»

B cBob6ogHoM oHNnanH sHuuknonegun Wikipedia ecTb cCTpaHuua, NocBsLEHHaa AaHHadA
Teme. TalHbIN MOKyNaTesb, MO MHEHNIO AAHHOI0 NCTOYHUMKA, - 3TO BN MAapPKETUHIOBOIro
NccnenoBaHNs, HanpaBJ/IEHHONO Ha OLEeHKY npouecca 06CyXMBaHUA KMeHTa C
NCNoJsib30BaHMEM CreunasbHO NoAroTOBNEHHbIX NCCNefoBaTesIen, OCYLLECTBAAIOWNX
MPOBEPKW OT JanLa NoTeHUNaNbHbIX/peasibHbIX KJIMEHTOB, U AeTaJ/ibHO A0KaAbIBAOLWMNX
0 pe3ynbTaTax NPOBEPKW.

O. ErvHa paeT Takoe onpeaesieHne: TaHbl MoKyrnaTeslb - METOL4 MapKEeTUHIOBbIX
nccnenoBaHuin, npegnonaralowmin oOLeHKY KadyecTBa 06Cy>XMBaHNS C NMOMOLLbIO
CrneymnanncToB, BbICTYyNaoLWMX B PO NOACTABHbIX NOKynaTenen (3aka3yvnkos, KJIMEHTOB
nT.n.).

MeToauka «TanHbIN NOKYyNaTeNlb» TakXXe N3BeCTHa Nnoj Ha3sBaHneM «SecretShopper»,
«TanHcTtBeHHas MNMokynka», «MysteryShopping» - 30peKTUBHbIN MHCTPYMEHT OLEHKW
KavecTBa 06C/1y>XKMBaHUA C NOMOLLbIO CNeLnaancToB, BbICTYNALWMX B PO NOKyNnaTens.
Takoe onpepesieHne gaHHOM MeToauKK paeT A. Libicapb.



Kak Mbl BUONM onpeneneHnsa BO MHOMOM MOX0XW, Npu4yeM BO BCeX onpenesieHnAax 4eTko
BblAeNnseTcd OCHOBHas 3ajaYva OaHHON MEeTOOUKUN - OLLlEHKA KayYecTBa O6CJ'Iy)KVIBaHI/IF|
KNneHToB. [MoaBogs UTOrM, MOXKHO CKa3aTb, YTO XapaKTepPHbIMN YepTaMun AaHHOoN
METOOAUNKUN ABNAKOTCA. CrneynajbHO O6y‘-IeHHbIVI 4yeJsioBeK - NMOoACTAaBHOM KJIMEHT, @ TakKXe
TO, 4YTO UeNblo nccyiegoBaHna ABNAETCA OLeHKa KadeCTBa paGOTbI nponaBuUa.

OCHOBHOW LeNblo UccneoBaHUs C MOMOLLbIO 3TON MeTOAUKUN ABNAETCA OLeHKa KavyecTBa
paboTbl NepcoHana Ansa Toro, 4Tobbl BHECTM KOPPEKTUBLI B npoLecc paboTbl. B uenom,
MeTOoAUKa «TalHbIN NMoKyrnaTesib» No3BoJseT ONTUManbHO N Hanbonee 06bLEKTUBHO
BbIABUTb 1 NPOAHaIN3NPOBaTb KakK CUJIbHbIE, TaK N cniabble mecTa paboTbl C KIMeHTaMun
1N NO3BOJISIET B3rNISIHYTb HA CEPBUC KOMMaHWN ria3aMmn 3aMHTEpPeCcoBaHHOIro
notpebutensa. Metoaonka «TarHbI NOKyNaTeb» ABASAETCS 300pP0OBOMN POPMON KOHTPOSA
KayecTBa CepBuCa 1 No3BOJISAET, UHOr4a U Ha PerynsipHom OCHOBE, NOJIY4YUTb
KOJZINYeCTBEHHbIE N KaYeCTBEHHbIe pe3y/ibTaTbl ero nsMmepeHus. CTouT TakXXe OTMETUT,
4YTO LaHHaA MeToAMKa UCNOoJb3yeTCsa A1 KOHTPOJIA pe3ybTaToB OT NPOBefEeHHbIX
TPeHWHroB nepcoHana. NMoATBep)XAEHO Ha NMPaKTUKe, YTO NPU UCNOJIb30BaHNN 3TON
MeTOANKN 3PPEKTUBHOCTb TPEHMHIOB CYLLEeCTBEHHO MOBbLILLIAETCH, a, c/lefoBaTeslbHO,
MOBbILLIAETCA N Ka4yeCTBO 00CNy)XNBaHUS.

3a4a4M Takoro uccnegoBaHuns paspabaTbiBalOTCA OTHOCUTESIBHO LIesieil, KOTOpble CTaBUT
3aKa34uk. NiccnegoBaHme € NOMOLLbIO MeTOAUKM «TalHbIA NOKYMNaTesb» MOXXET ObIThb
HeobxoanMo B CleAyLWnX Cayyanx:

* EC/In KOMNaHMA He yOoBAEeTBOPEHa pe3dy/ibTaTaMu AeATEeNIbHOCTN ANNEPOB NN
anctpubyTopos;

Peknlama He MPUHOCUT XKEeJlaeMoro pesysbTaTa;

KoHKypeHTbl NnpoaatoT 6onbLue;

* MokynaTenb yxoamT 6e3 nokynku;

MokynaTesnb Kynua Cambliil AeLlleBbIN ToBap, NPU Han4ynm Bbibopa;

KNueHT He Npoasina AOroBop Ha CnenyroLwnn roa;

nOKyI'IaTeJ'Ib He BOCIMO0JIb30BaJiICA OOMOJIHNTEJIbHbIMU YCNyraMn.

ITanbl nCccnenoBaHMs «TanHbIN NOKYyNaTeb».



NccnepoBaHme € NOMOLWbIO METOOUKN «TarlHbIN NOKYyNaTesb» A0BOJIbHO MOJ1040€, HO
Kak 1 B ntobom nccnenoBaHun, onsa AaHHOM METOAMKUN TakKXe CyLllecTByeT
onpeneneHHas nocnenoBaTeNIbHOCTb 3TanoB. [1oAroToBKa M BbINOJIHEHNE NCCEN0BaAHNSA
«TarHbIN NOKyNaTesb» COCTOUT U3 LLenun CA0XXHbIX Waros, Hanbonee 3Ha4ynmble U3
KOTOPbIX ONUCaHbl HUXE:

* CocTaBJsieHne nereHa

» CocTaBsieHMe aHKeT / ONMPOCHbIX JINCTOB
* Moabop TamHbIX NOKyNnaTenen

* IHCTpYKTa)k TalHbIX NOKyrnaTenewn

* 3anoJIHeHNe aHKeT

FnaBa 3. UccnepoBaHue 3(p(PeKTUBHOCTU JINYHbIX
KOMMYHMKaLUMMW B MeCcTax Npopa> Ha OCHOBe MeToaa
«TavHbIX NOKynaTesnb»

B naHHOM rnaBe byaeT pacCMOTPEHO NPakTUYeCcKoe NMpUMeHeHne MeTOONKN «TalHbI
NnoKynaTesib» Ha NpuMepe UccrenoBaHns 3HEKTUBHOCTU JINYHBIX KOMMYHUKALIWIA B
MecCTax NPoZaXk Ha PbIHKE XXEHCKOW oaexXabl ropoaa Kanyru. Llensio AaHHOW rnassl
SIBNSieTCA NMpUMeHeHne TeopeTunyeckon 6a3bl Ha NpakTMKe B NpoLecce nccenoBaHus,
aHa/In3a pe3ynbTaToB, a TakXe Oayu peKoMeHAaumnin 0AHOM U3 TOProBbIX MapoKk,
NEeNCcTBYOLWNX Ha NCCNelyeMOM pbiHKE. B paMKax gaHHOW Lenun 6bian BblaeneHsl
chepyolive 3agadn:

* aanTupoBaTb METOANKY «TaHbIN NOKynaTesb» K UccnenoBaHuo 3hPeKTUBHOCTM
JINYHBIX NPOAaXK Ha PbIHKE XXEHCKOW oaexabl ropoda Kanyru, a uMeHHo: pa3paboTaTb
TexXHM4Yeckoe 3ajlaHne Ha nccrefoBaHue, a Takxe popMy ansa cbopa AaHHbIX, UICXOOSA U3
pe3y/ibTaToOB NpenBapuUTEesIbHOro NccnenoBaHUa 4AaHHOMO PbIHKA;

* MpoBeCcTnN nccnepoBaHme 3pPeKTUBHOCTN JINYHbIX NPOL4aXK B Bbl6paHHbIX TOProBbIX
TO4YKaX, a TakK>XXe NMpoaHaJIn3npoBaTb pe3yJjibTaTbl NCCZ1iegOBaHUA,

* 1aTb PeKOMeHAaLUnn 04HOW N3 TOProBbIX MAapoOK Ha PbIHKE XXEHCKOW oaexXabl Mo
NOBbILLEHWNIO 3OPEKTUBHOCTU paboTbl NepcoHassa, a UMeHHO, TOProBO MapKe



«MapoHHa» Kany>XCKomMy npon3BoguTento.

3.1 ApanTauumsa METOAMKU «TauHbIN NOKynaTeNb>» K
MCCNefO0BaHUIO JINYHbIX KOMMYHUMKaLUN B MecTax
npoaa> Ha pPbiHKe XXeHCKOMU oaexXxabl

MNpoBeaeHne nccnenoBaHUs Ha PbIHKE XXEHCKOW oaexXXabl He peakocTb. OueHKa Mo
NAaHHOWN MeTOoAMKe NMPOBOANTCA MO HECKOJIbKUM NoKa3saTensaMm. [ ToproeBoro rnepcoHasna
HebOoNbLUNX TOProBbIX TOYEK, B TOM HYMCJIE N MArasnHOB 04eXXAbl, MPUHATO
paccMaTpuBaTh cenyowme NaTb KpuTepmes:[1]

e f0OpoOXKenaTeNbHOCTb (BNlageHne COTpyAHUKAMWU HOPMaMun 3TUKeTa,
NMPUBET/IMBOCTb, FPaMOTHAaA peYb, BEXJINBOCTD);

e KOMMETEHTHOCTb (BNnageHue nHhpopmaumnen ob accopTuMeHTe Mara3smHa, o CTpaHe
— npoussoguTene Toegapa u T.4.);

e CKOPOCTb 00CNy>XNBaHUS;

e BHELWHWN BUA COTPYAHUKOB (OMPATHOCTb U COOTBETCTBME (DUPMEHHOMY CTUJIIO
KOMMNaHun);

e NMpodeccrnoHanmim npoaax (BrageHne MmetTognukamm nponax<).

Llenbto Hawero nccnenoBaHms aBasieTcsa oueHka 3peKTUBHOCTM NINYHbIX
KOMMYHMKaLWA NMpoAaBLIOB Mara3nHOB oAexXAbl. [laHHasa uenb npegnonaraet
cnepylolwine 3agadu:

1. OueHnTb 3PPEKTUBHOCTb JINYHLIX KOMMYHUKaLUWA B BbIOpaHHbIX TOProBbiX TOYKaX.

2. lMpoBecTn CpaBHUTENbHbIA aHaIN3 Pe3ysibTAaTOB MO KaXX40W TOProBOW TOYKe.

3. [JaTb peKkoMeHJauunm MmarasuHy XXeHCKOW oaexabl «MagoHHa» no yBesin4eHuto
3(PPEKTUBHOCTU JINYHBLIX KOMMYHUKALLMWA TOProBOro nepcoHarn

Bbln nccnengoBaH Mara3nH XXeHCKon ogexxabl. «Zolla». Mara3snHebl Bbl6paH n3 cpegHero
LUeEHOBOIro cerMeHTa.

CnepnyeT OTMETUTb, YTO B IAHHOM Mara3nHe BbIMNOJIHEHbI (POpMaibHble NpaBuIa
BHELLUHEero Buaa npoaaBLoB, 3a UckaoyeHneM benaxxa. CnegyeT cKasaTb, HTO HanM4mne
6enny<a No3BoaSET CHU3UTb AUCTAHUMIO MeXAy NPoAaBLOM U NOKyNaTeNeMm, a Takxe
pacnoslaraeT KAneHTa K obuieHunto. Takmm obpa3omMm, BbIMOJIHAIOTCS ceayoLlime npasuia
BHeLlHero Buaa:



0 Onexna 4yncrtas, akkypaTHas

[1Mpu4écka akKypaTHas

0 Makunsa> akkypaTHbIN

[ PYKW 4ncTble

[JMNo3a oTKpbITas.

Pa3paboTka TeXxHM4YecCKOoro 3agaHusa Ha uccsepgoBaHue

Llenblo nccnenoBaHmsa ABASETCS BbiB/IEHUE YPOBHA 3PPEKTUBHOCTM 06CNyXNBaHUS
KMEeHTOB B Mara3mHe »XeHCcKon ogexxabl «Zolla». B pamkax aaHHon uenn 6binun
BbIIBJIEHbI Cleayolme 3agadn:

* PazpaboTka copMbl ANs cbopa AaHHbIX;

* MpoBeneHne nccrenoBaHnsa 3PPEKTUBHOCTU JINYHBIX KOMMYHUKALMA B BbIBpaHHbIX
TOProBbIX TOYKAX;

* AHanuns MoJIyH4eHHbIX Pe3yJibTaTOB U NHTepnpeTauna OaHHbIX;

* Pa3paboTka pekomeHaaLUun ans TOProBo Mapku no NoBbiLEHUO 3PHEKTUBHOCTU
paboTbl NepcoHana.

MnoTesbl nccrenosBaHnsa (Ha ocHoBe npeaBapunTesibHONro nccnenoBaHuA):

* Bo BCcex uccnenyembix TOProBbIX TOYKAX BbIMOJHATCA dOpMasibHble NpaBuaa no
BHELUHeMYy BUAy NepcoHana;

* BO MHOIrmMx TOproBbiX TOYKaX He BbIMOJIHAOTCSA 3/IeMeHTapHble NpaBu/ia 3TUKeTa
(npuBeTcTBME/NpoLLaHme, popmanbHoe obuieHune);

* TOpFOBbII7I nepcoHas B bonbWNHCTBE ncanengyemMbixX TOProBbixX TOYHEK HeE MPOABJIIAET
3anHTEepPeCcoBaHHOCTU B KJIIMEHTE,;

* TOproBbIv MeEPCoHaN He NCMOJIb3YeT WU Masio NCMNOJIb3YeT METOOUKWN MOBbILLEHNS
3(hheKTMBHOCTU NPOAa>K, @ UMEHHO: METOAUKWN MO BbISIBIEHNIO NOTPEOHOCTEN KNNEHTA,
MEeTOAWKMN N0 BEAEHUNIO Npe3eHTaunn nin geMoHcTpaumm ToBapa, METoOOUKK Mo
npeonosieHNI0 BO3ParkeHUn;

* [lepcoHan HEKOTOPbLIX TOProBbIX TOYEK HE OPUEHTUPYETCA B aCCOPTUMEHTE;



* B Lenom ypoBeHb paboThbl TOProBoro rnepcoHana nccaegyemMbix TOProBbiX TOYEK
HAXOAUTbLCSA Ha HU3KOM YPOBHE.

3.2 NosBbiweHue 3¢pPeKTUBHOCTN PpadoTbl TOProBoro
nepcoHana

CyLLecTByeT MHOXXECTBO Pa3/IMYHbIX TPEHUHI OB, HaNPaBJ/IEHHbIX HAa MOBbILLEHWE
3(pheKTUBHOCTU paboThbl TOProBoro nepcoHana. Ho, Npexxae 4YemMm roBOPUTb O TPEHUHTaXx,
Ba>XHO OTMETUTb, YTO He cobntoaatoTCs NpocTelnllne NpaBua 3TUKETA, TakMe Kak
NPMBETCTBME U NpoLlaHne. Bo3MOXHO, NPOCTOE NPMBETCTBME, MOXKET U He CO34aThb
NpennockINoK A5 0OLLEHNS, HO BEXJ/IMBLIA NPOAABEL, MOXXET CO34aTb AOMOJIHUTENbHbIN
NoBOJ A5 MOBTOPHOMO MocCeLleHna MarasuHa.

B naHHOM cny4yae, nepcoHan B HAaCTOALLEM NMepuoae MOXKHO OLEHUTb Kak
HU3KOKBa/IMPUUNPOBAHHbLIN, TaK KaK HET HN 3HaHWUS aCCOPTUMEHTA, HU YMEHUS BbIBUTb
NnoTPebHOCTN KNINEHTA, HX BNafeHUsa TeXHNKaMU paboTbl C BO3paXKEHUSAMIN, HX BaLeHUS
TexHUKaMu npona>kn. NosTomy HeobxoamMMo, CHa4vasia NPOBECTU C NMepcoHasiom paboTy
Ha 3HaHMe aCCOPTUMEHTA, TakK KakK OTCYTCTBME TaKoro HaBblka CO3aeT pe3kKo
HeraTMBHOE BNe4vyaT/ieHUe y KJIMeHTa O KOMMEeTEeHTHOCTM CaMOoro npogasua, a Takxe o
KayecTBe CaMO TOProBoM MapKu.

Heobxoanmo Tak)xe MOTMBMPOBaTb NPoAaBLOB K paboTe ons Toro, 4T1o6bl OHM 6bINK
6osiee NHUUNATUBHBLIMUN, TO €CTb BbIIN Bbl MHMUMATOPAMM KOHTAKTa C KIMEHTOM. Beab
MMEHHO C KOHTaKTa Ha4YMHaeTCa npoaarka.

B naHHOM cnydae Ob1710 6bI npaBUJIbHO MPOBECTU TPEHWHI MO TEXHONOI N nponax,
KOTOprI7I BKJItoYaeT B cebs cneayruine acrnekThbl:

1. NMoHuMaHMe uenen opraHnsaumnn-pabotonaTens, a Takxxe hoOpMMPOBaHNE BEPHbIX
Lenen npoaaBLUa;

2. OueHKa cobCcTBEHHOro rnoBeAeHNs NpoaaBLa OTHOCUTE/IbHO NOKYMaTe s Ha KaXk[0oM
3Tane Npoaaku;

3. IHCueHMpOoBKa Npoaaku ¢ conpoBoXkaatowmm o6bACHEHNEM MaTepuana u
yCTpaHEeHneM oLnNObOK.

KpoMe Toro, HeobxoammMo nNpoBecTn o3HaKoMeHne n obyyeHne nepcoHana TeEXHNKaM
NpPoAan, Tak Kak KayeCTBEHHas NpeseHTauns u npaBuibHasa paboTa ¢ BO3parKeHUsAMN



MOXXKET CYLLEeCTBEHHO MNOBbLICUTb 3PHPEKTUBHOCTb JINYHbIX MPOAa>K, @ COOTBETCTBEHHO
3HAYNTESIbHO YBENNYUTL U caM 06beM Npogaxk, n Npubbib PUPMbI.

Bo MHOrux ropogax Poccum cyuiectesyeT MHOXXECTBO KOMMaHUN KOTOpble rnpegiaaratoT
npoeeneHme Noao6bHbIX TPEHWMHIoB MO AOCTAaTO4YHO HU3KUM L eHaM, KOTOPpblE MOI'yT ObITb
npmnemaemMbl oaa npon3soonTens.

3aKJo4yeHue

3HavYeHne KOMMyHMKauum B bsHece Ha COBPEMEHHOM 3Tane pa3BUTUSA MOCTOSHHO
BO3pacTaeT. DTO CBA3AHO C TEM, YTO NPEeANPUATUAM, OPraHN3aLMSaM, UX PYKOBOOMTENIO
N COTpyOHUKaM HeobxoAnMMOo Nosly4aTb U OCBaMBaTb BCE paCLLUNPAIOLLYOCS
NHGOPMaLMio, MOMOraloLLY0 pellaTbh BO3HUKAOLWME BOMPOCHI.

MoYTN HEBO3MOXXHO MEPEOLLEHNTb Ba>XHOCTb KOMMYHMUKaLUWA B ynpasiaeHun. Egsa nn He
BCE, YTO AenatoT pykoBoanTenn, 4Tobbl obnerynTb opraHnsaunm OCTUXKEHNE ee Lenen,
TpebyeT achhekTnBHOro obmMeHa nHhopmaumen. Ecnm noam He cMoryT obMeHMBaTbLCSA
NHOpMaLMeENn, AICHO, YTO OHU He CyMeloT paboTaTb BMecTe, hopMyIMpoOBaTb LEN U
nocTuraTtb nx. KOMMyHUKaLMKM - 3Ta CNIOXXHbIA NPoLEecc, COCTOAWNNA N3
B3aMMO3aBNCUMbIX LLArOB.

KoMMyHMKaums - 3To obMeH nHpopMaLlmein, Ha OCHOBE KOTOPOro PyKOBOAUTENb
nosly4aeT MHdOopMaLnto, HeobXxoAUMYO ANS MPUHATUS 3PPEKTUBHBIX PELLEHWUNA, U
JOBOAUT NMPUHATLIE peLleHnsa [0 COTPYAHUKOB OpraHu3aLunun.,

Hes(dheKTuBHble KOMMYHUKaLNN - 04HA U3 rNaBHbIX chep BO3HUKHOBeHUS rnpobsem.
[Ny6OKO OCMbICIMBAA KOMMYHUKaLMN Ha YPOBHE JINYHOCTU U OpraHusaumnm, Heobxogmmo
Hay4YUTbCA CHMXXaTb YacCTOTYy CJlydaeB Hed(PPEKTUBHLIX KOMMYHUKALUWUA N CTAHOBUTbLCSH
nyyqwunmm, bonee apheKTUBHbIMU MeHed KepaMu.

MoBbllWeHne 3pPEeKTUBHOCTU INYHBLIX KOMMYHUKALWA B MeCTax NpoAak ABASeTCS
OCHOBOW YCMNELWHOro B3anMMOLENCTBUS KOMMNaHUN C KJIMEHTaMU, a Takxxe obecne4vymBaeT
Heobxognmblin o6bem npogaxk. Llenbto aaHHOM paboTbl ABNSNOCHL paCCMOTPEHME
OCHOBHbIX aCMeKTOB MpoLecca JIMYHbIX NPoAaXK, @ TakXXe OLeHKa YPPEKTUBHOCTH
KOMMYHUKaLMN Ha NpakTUKe 1 pa3paboTKa pekoMeHdaunn gns ogHOmM n3 ToOproBbIX
MapoK.



Ncxops U3 pacCMOTPEeHHOro Matepuasna, MOXXHO caenaTbh BbIBOA, YTO Npouecc JIMYHON
NpoAa>kKn crioxkeH u TpebyeT TwaTesnbHON NOArOoTOBKW. Jlloan, koTopble uayT paboTaTb
npoAaBLaMu He NoJsly4atoT creunanbHoro obpasoBaHuns, HO B CUJ1aX KOMMNAHUN-
paboTonatensa oby4nTb NepcoHan 3ppeKTUBHbIM MeToAnKam npogaxk. ObyyeHune
NPOAaBLOB-KOHCY/IbTAHTOB HI0AHCaM MNPoLaXku 1N NpoBepKa pe3ysibTaToB TPEHUHI OB
MOMOXXeT He TOJIbKO CYLLeCTBEHHO YBEIMYNTbL 06 beM Npoaak, HO U MOBLICUTb UMNOXK
TOProBOM MapKu B LLeJIOM.

OpraHn3aunoHHbIE KOMMYHUKALWN CErogHa NpeBpaTUINCh B BaXXHENLLNIN pecypc
COUMANBbHO-3KOHOMMYECKOr0, TEXHUYECKOr0, TEXHOIOrMYECKOro pa3BuTms nobon
opraHmM3auun, oHN ABNSETCSA Kak Obl KAaTanM3aTOPOM Hay4YHO-TEXHNYECKOro Nporpecca.

ObmMeH 3HaHMAMKN, MHhOoPMaLMeENn ABNSETCA HEOTbEMIEMOWN YacTbio paboyero npouecca
COTPYAHUKOB. Jltoan nenartca nHpopMaumnen Bce BpeMs - B BeCcTubrone, no tenedoHy,
yepes 3/IEKTPOHHYIO MOYTY, N Kak NMpaBuao 3TOT NMpouecc He ynopsaaoyeH. MNostomy
MOBbILLEHNE Ka4yeCTBa N CKOPOCTM 3TOr0 NpoLecca ABASETCA NepBeNLlen Lenblo,
KOTOpPYO AO/IKHA CTaBUTb Nepef cobon nobasd opraHnsaums, ecim oHa Xo4eT bbiTb
KOHKYPEHTOCNOCOObHOMN.

CnucoK UcnoJsib3yeMou nurepaTtypbl

1. BuxaHckun O.C., HaymoB A.l. MeHeo>XMeHT: Y4yebHuK. - 3-e n3a. - M.: Mapaapuku,
2008. - 528 c.

2. NanbkoBuy P.C., HabokoB B.WU., OcHoBbl MeHegXMeHTa. - M.: UHOPA-M, 2010. - 189 c.

3. XKuranos B.I'. OCHOBbI MEHEAXXMEHTa U yrpaB/ieH4YeCcKon feAaTeNlbHOCTU. Y4yebHoe
rnocobue onga KoonepaTUBHbIX Y4ebHbIX 3aBeAeHnn B 2-X 4acTax. - M.: 2006. - 397c.

4. MeckoH M., AnbbepT M., Xepoypu ®. OCHOBbI MeHe>XMeHTa, 3-e nsgaHue: MNep. c
aHrn. - M.: OO0 «W.AO. Bunbamc», 2008. - 672c. :un. - MNapan. TUT. aHr .

5. UrHaTtbeBa A.B., MakcumuoB M.M., BaoosuHa N.B. n ap. MeHeg)XMeHT: y4yebHo-
npakTmnyeckoe nocobue. - M.: By3oBckun y4ebHunk :MHO®PAM, 2010.

6. MeHe)KMeHT: y4ebHUK 0Na CTyAeHTOB BY30B, 00y4aloLwmMXcsi MO SKOHOMNYECKUM
cneymanbHocTaM / noAd pen. M.M. Makcnmuyosa, M.A. Komaposa. - M.: OHUTUOAHA,
2012.



7. Tnxomuposa O.., Bapnamos b.A. MeHeg)XMeHT opraHm3aunmn: UCTOpUA, Teopus,
npakTuka: yyebHoe nocobue. - M.: NUHOPAM, 2012.

8. PepepanbHasa 3bC «EAnMHOE OKHO A0CTyna K obpa3oBaTesibHbIM pecypcam»: [CanT]. -
URL: http://window.edu.ru. JocTyn cBO6OAHbINA.

MpunoxexHue 1

MpocTas Moaenb npoLuecca KOMMYHUKaL MK

fopMymHpyeT KOJHPYET EpETaeT
HIH H BrIfiHpaer o TERO0 THOYET
oThIpasT FAHAN FAHATY
Oropaeurene | | Hpes | | Coobmgermie | | [omysateme || [ToraTH:
JH Hped?

MpunoxeHue 2

KOMMyHI/IKaLI,VIOHHbIVI npouecc Kak cncteMa, BKJil0O4atoLlad o6paTHyro CBA3b 1 NMOMEXNU

Hradopmanms,
OTIEIT
OTIIF ABHMTENR COOBIEHHE KAHAI [MOIYHATEIR
Fomipyer Bribmpaet [lepemaer coobemie
["emepaTop *  Hoomomesya * N CTHRIE, * Teromupyer 0
HIEH EepbamEHELE 1 IHCEMERHELE, TIOHIMAET
HeEepban: Hele SIIEKTH O HEEIE { IPAEHIEHD
CHME OJIEL CPEQCTEA HIH
T HETI{AE HIIEHO §
["eHepaTop HOER
IEKOHpYET
OTHIIHE, COCBHIEHHE
t  KAHAN OITECTHE, Ha .
TepenaeT Brifinpaet coobesme  branver
OTIIPABHTELL
coofbIeEme

4 Lleme afpaTHOH cBAH *

Pa3smeweHo Ha Allbest.ru



