Copnep>xaHue:

BBEOEHWE

CnepyeT Npu3HaTb, YTO KOMMYHUKaUMK MMeloT BonbLloe 3HaYeHre ansa ycnexa
npeonpuaTuin N NpencTaBnsaoT cobon 04HY U3 CNOXKHbLIX Npobnem ynpasneHus. Mo cyTy,
3TO CBOEro poJa «cucrtema KposoobpalleHusa» Tena ogHoON pupMbl. SPHEKTUBHO
paboTatoLlme nmaepbl CYHNTAOT TeX, KTO 3hdhekTmBeH B 0bLeHnn. MeHea )xepbl A0JIXKHbI
B COBEpLUEHCTBE OBMlafeTb UCKYCCTBOM obuieHns, noTomy 410, 06pa3HO roBops, OHU
BbIMNOSIHAOT PaboTy «4y>XUMU pyKaMn».

PO/lb KOMMYHMKaUWA 04eBUOHA KaK B HEBOMbLLINX dMPMaXx, TaK M B MOLLHbIX KOMMAaHMAX
n Kkoprnopaumnax. OT apHEeKTUBHOCTN KOMMYHUKALNN N B3aUMOOENCTBUSA 3aBUCUT
byayuiee He TONIbKO NMPeanpuATMa Kak 9KOHOMUYECKOro cybbekTa Ha PbIHKE, HO
nogen, paboTtatowmx Ha 3TOM NpeanpuaTUn, a Takxe 61arococTosaHNUA BCEN CTPaHbl B
Lesnom.

OnbIT KakK POCCUNCKUX, TaK U 3apyBeXHbIX KOMMNAHWN NOKa3bIBAET, YTO 3PPEKTUBHOCTb
KOMMYHUKaLWA 3aBUCUT, NMpeXXae BCero, oOT NCUX0JIOrM4eCcKOoro HacTposi KOMaHabl. TaMm,
roe nuaep UcnosiblyeT MeToh «MaJjika 1 nanka», HabngaeTcs HEPBO3HOCTb U
pa3apobneHHOCTb KOMaHabl, U, Kak CneacTBue, HU3Kasi MPou3BOANTENIbHOCTbL TPyAa,
BbICOKasa TEKY4YeCTb KaApoB, OTCYTCTBME NHULUMATUBbI, MOCTOSAHHbIE CMJIETHU, 3aBUCTb U
T. . Bce 3Tn hakTbl HE MOryT NPUBECTU K Y4eMY-Nnbo, Kpome ocnabneHns npeanpuaTms
N B KOHEYHOM uUTore gaxke K 6aHKpPoOTCTBY.

OnoHako, ecnu MeHepy)kep NpPoBOAUT BCTPeYM B KOMaHAe, rae obcyxparTcs
onpepneneHHble NpobnemMbl pa3BUTUA, NPUMEHSET MeTOoAbl BO3HarpaXkaeHus 3a
nHnunaTmey, paboTy n 1. o. Co3paeT ycnosusa ona ceBob6ogHOro Bbipa>KeHns CBOEro
MHEHUSA, fa)kKe eCsIM OHO He coBnagaeT C MHeHneM YrnpaBsieHne, B 3TOM CJly4ae
nepcoHan nerko pabotaTb Ha 3TOM NpeanpuUaTUK. JItogn 0CO3HAKT NX Ba>KHOCTb B 3TOM
c/lyqae n CTapatoTCa UCMOSb30BaTb BECb CBOM MOTEHLUMAN N UHTESIIEKT AN AOCTUXKEHMUSA
npouBeTaHUA opraHusaunn. Ha TakoM npegnpuaTum COTPYLHUKN YBEPEHbl B CBOEM
oyayuwiem, 4To nx npobaemol MOryT BbITb OTKPLITO 06CY)XAEHbI HA COBpaHnn, N OHN
MOryT BHECTU HEKOTOPbLIE NAEN, 3@ KOTOPbIE OHM ByayT MOpasibHO N PUHAHCOBO
BO3Harpa>xgeHbl. Taknm npennpusaTUaM erde rnepexmpaTb SKOHOMUYECKNE n
MnoINTUYECKNE KPU3UCHLI B CTPaHe, MOTOMY 4YTO B CNJIOYEHHON KOMaHAe COTPYOHUKN



6ynyT nmomoraTb ApYyr APYry B TPYAHOCTSX.

KayecTBo nepegaBaemMoin MHGOPMaL UM 3aBUCUT OT NPaBUIbHOCTY Bbibopa KaHanoB
CBSI3U W, CNefoBaTesibHO, OT 3(PeKTUBHOCTU paboThl Ha NtoboOM ypoBHe B opraHmn3aumu,
NO3TOMY TeMa Hallen paboTkl akTyanbHa.

LLenb KypcoBou paboTbl — aHann3 KOMMyHuKauum B OO0 «Bonra MapKeTUHr» un
pa3paboTka pekoMeHOaunm no ero CoOBepLUEHCTBOBAHMIO.

OO0BbeKToOM faHHOM KypcoBou paboTbl apnsaerca OO0 «Bonra MapkeTUHr».
NMpeameTOM AaHHOM KYpPCOBOM paboThbl ABAAIOTCA KOMMYHUKALMN B OpraHnu3aunm.
ONs 0OCTUXXEHMA NOCTaB/IeHHOW Lenn HeobxoamMo pewnTb pag 3a4av:

1) N3yunTb TeopeTmnyeckme oCHOBbl KOMMYHUKaLUN U KOMMYHUKALMOHHOIO npoLecca.
2) JaTb OpraHmM3ayMOHHO-3KOHOMNYECKYIO XapakTepncTtuky OO0 «Bosira MapKeTUHr».

3) MpoBecTn nccnenoBaHne KOMMYHUKALMOHHOMO NpoLecca B yrpaBieHumn
opraHmsaumen OO0 «Bosira MapKeTUHr».

4) Pa3paboTaTb HanpaBJieHNSA COBEPLUEHCTBOBAHNSA BHYTPEHHUX U BHELLUHNX
KoMMyHuKauum B8 OO0 «Bosira MapKeTuHr».

KypcoBasi paboTa cOCTOUT U3 BBEAEHUSA, TPEX MN1aB, 3aKJIIOHEHNSA 1 CMINCKA
NCNOJIb30BAHHOM NINTEpaTypbl.

1. TEOPETUYECKUWUE OCHOBbI U3SYYHEHUA
KOMMYHUKAL U B BEATENbBHOCTU OPFTAHU3ALUUMN

1.1. NMNoHATE, OCHOBHbLIE@ 3JIeMEeHTbI U 3Tanbl
KOMMYHUKaLU UK

KoMMyHUKaumns - 3To obMeH nHgpopmMaumnen, Ha 0OCHOBE KOTOPOro MeHea >Xep nonyyaeTt
nHpopMaumio, HeobxoanumMyto oNna NPUHATUSA 3PPEKTUBHBLIX peleHnin, n coobuiaeT o
peLlleHnax, NPUHATLIX COTPYLAHUKaMM opraHusaunn. ECim KOMMYyHUKaUUKM Naoxo
YCTAHOBJIEHbI, peLleHNs MOryT oKa3aTbCs OWNOOYHbIMUY, NIOAN MOTYT HENMPaBUJIbHO



NMOHATDb, 4Yero oT HMUX XO04eT PpykKoBOACTBO, NN, HaKOHeL, MOTryT nocTtpanaTb
MeXJINYHOCTHbIE OTHOLUEHWNA. 3Cb(p€KTVIBHOCTb KOMMyHI/IKaLI,I/II7I HaCTO ornpenendaeTca
Ka4eCTBOM NMpnHMMaeMbIX peLLIeHI/IVI n TeM, Kak OHU 6y,u,yT Peain3oBaHbl B P€aJiIbHOCTU
[7, c. 45].

NHopMaLms - 3TO TONIbKO BHELLHEee nposBaeHne obuieHns, ero pesynbTtaT.
NHopMaLms nrpaeT LeHTpasibHY0 poJib B KOMMYHUKATUBHOM CYLLLECTBOBAHUM
4yesloBeKa W BbICTYMaeT B KaYyecTBe CpeacTBa KOMMyHUKauum [25, c. 71.

KoMMYyHUKauns n nHgpopmMaums pasHble, HO CBsi3aHHble MOHATUA. KOMMyHMKaLuWs
BKJIt0OYaeT B cebs To, 4YTO NepefaeTcs, N Kak 3TO «4TOo» nepepaetcs. [ns Toro, 4Tobbl
obLieHne coCcTosN0Ch, Y BaC AOJIXKHO ObiTb KAK MUHUMYM [Ba YesloBeKa.

KoMMyHnKaumsa npeabapnseT TpeboBaHUSA K KaXKaoMy U3 YHaCTHMKOB YNpPaB/ieHYeCKoro
B3auMogencTeus. UTak, Ka>Kablh N3 y4aCTHUKOB O0/KeH obnagaTb BCEMU
onpeneneHHbIMN CMOCOBHOCTAMMN: BUAETb, CNblWaTb, TPOraTb, 060HATL N NpoboBaTh.
SddhekTnBHOE o0bLLEHNE TpebyeT OT Ka)KaoM U3 CTOPOH onpeaesieHHbIX HAaBbIKOB U
YMEHUN, a TaK>XXe Hann4msa onpeneseHHon CTeneHn B3auMornoHMMaHms.

TepMUH «obLeHne» NPoUCXoanT OT JIATUHCKOro «COMMUNIS», YTO O3Ha4YaeT «0bLnn»:
nepenada nHhopMaumm, NbiTadCb YCTaHOBUTb «OBLLHOCTb» C NOJly4eHnemM nHgpopmauymnn.
CnepoBaTenibHO, 0bLEHNE MOXKHO onNpenennTb Kak nepenady He ToNIbKO MH(popMaLun,
HO M 3HA4YeHNs C NOMOLLbIO CUMMBOJIOB [26, C. 145].

KOMMYHUKALMOHHBIN NpoLiecc - 06MeH NHopMaLmen mexay AByms u 6onee nogbMu.

OCHOBHOM Lienbto 0bLeHna 9BNAeTCa OCTMXKEHNE MOHMMaHNa obMeHnBaemMom
MHdopMaumun, To ecTb coobeHnn. Ho cam pakT obmMeHa nHGopMaumnen He
rapaHTMpyeT, 4TO npouecc 6bin ycnewHbiM. KOHEeYHO, Bbl CTaJIKMBAIMCh C MpMMepaMu
He3(PEKTUBHOIO 06LLEHNA C APY3bAMU, POOCTBEHHUKAMMN WU Konneramm. YTobbi
Nny4yuwe NoHATb CyTb 3TOro npouecca U To, 4To onpeaenseT ero apdpeKTNBHOCTD,
HeobXxoaAMMO NMeTb NpencTaBleHNE 0 TOM, N3 KaKNX 3TarnoB OH COCTOUT.

Mpouecc obuieHnsa BkaoYaeT B cebs YEeTbIPE OCHOBHbIX 3/1IEMEHTA.

1) OTnpasuTenb - 3TO YesI0OBEK, KOTOPbIA reHepupyeT ngeto nnv soibupaeT nHpopmauuio
Ana nepepayn.

2) CoobuieHune - akTyalbHas MHOpPMaLMs, 3aKoaMpoBaHHas B CUMBOaX.

3) KaHan - cpenCcTBO Nepenaydn nHgpopmauun.



4) MNony4aTesib, KOTOPOMY NpefHa3Ha4YeHa NHOPMaLKMA N KOTopas ee MHTepnpeTupyeT.

B npouecce obweHns oTnpaBuTesib U Noslyd4aTeb NPOXOAAT HECKOJIbKO
B3aMMOCBSI3aHHbIX 3TanoB. X 3afa4va - COCTaBUTb coobLeHne U NCNOIb30BaTb KaHan
ONS ero nepepayu, 4Tobbl 06€ CTOPOHbLI B paBHOW CTENEHW MOHSAN UCXOOHYI0 naetn. 310
CNNOXXHO, MOTOMY 4YTO Ha Ka)kAon CTaAnn CMbICST MOEN MOXET OblTb NCKaXKEH 1N OaxKe
MOJIHOCTbLIO NOTEPSH. DTUMK dTanaMu ABNAITCSA: reHepaumsa naen, KogupoBaHNe v
BbIOOp KaHana, nepenaya, oekogmposaHue [8, c. 25].

XoTAa BeCb npouecc obLeHNa 4acTo 3aHUMaeT BCEro HeCKOJIbKO CeKyHA 1,
cnepoBaTesibHO, AOBOJIbHO CJIOXXHO BblAe/INTb B HEM 3Tarbl, HE0OX0ANMO
NpoaHasn3npoBaTb KakAbI U3 HUX N NOrOBOPUTL 0 NpobsieMax, BOSHUKAOLWMX Ha
Ka>X4O0M M3 3TanoB. DTOT aHa/IM3 MOX0XX Ha UccriefoBaHNE Kaapa 04eHb KOPOTKOrro
3nu3ofa puabma.

OnpepeneHHble NOMexu Bcerga NnpucyTCTBYIOT, U HEKOTOPOE UCKaXKeHne 3HavYeHus
NPOUCXOONT Ha KakaoM 3Tane npouecca obweHnsa. ObbIYHO HaM yaaeTcsa nNpeonosieTb
nomexmn n nepefaTtb cooblweHne. Ho ecnv BMeLwwaTeIbCTBO 04€Hb CUJIbHOE, OHO,
6e3ycnoBHO, NpueBefeT K CUIIbHOMY UCKa>XeHUI0 CMbIC/1a U MOXKeT MOJIHOCTbIO
3abnoknpoBaTh NMonbITKy obMeHa MHGopMaumen. C TOYKU 3pEHNA MEHEeLXKMEHTA, 3TO
NPUBOOUT K CHUXXEHUNIO BEPOATHOCTU AOCTUXKEHUSA LeNel, KOTopble 3aBUCAT OT 3TUX
KOMMYHUKaLNIA.

1.2. Buabl KOMMYHUKaAUUM U UX XapaKTepucTuka

KOMMYHUKaLWUK OTpa>katoT pa3/inyHble BUObl MHTEPEeCOB, KOTOpble onpenensoT
pe3ysibTaThl 4yesiloBeYeCcKon NesTenbHOCTW.

KoMMyHMKaunm gensatcs Ha 2 6onbluve rpynnbl: BHELWHME U BHYTpeHHMe [11, c. 32].

BHeLWHN: CBA3b MeXXAY OpraHm3aunen n BHeWwHen cpenon. ®akTopbl OKpy>KatoLen
cpenbl CUIbHO BAMAIOT Ha AeATesIbHOCTb OpraHu3auunu.

OpraHu3aLnm UCronb3yT Pa3/inyHble CPeaCcTBa CBA3M C KOMMNOHEHTAMWN CBOEW BHELLHEeN
cpenbl. OHM 06LLAOTCS C CYLLECTBYOLWUMN N NOTEHUMaNbHbIMUK NoTpebutenamm
NnocpeacTBOM pPeKJlaMbl U APYrnX MporpamMm rMpoaBuXeHus Npoaykummn. B cchepe cesasen
c 06LecTBEHHOCTbIO OCHOBHOE BHUMaHME yaenseTcs CoO34aHUI0 onpeaesieHHoro
UMUIXKA, UMUIXKA OPraHn3aLmm Ha MeCTHOM, HaLMOHAIbHOM UM MEXAYHAapOoaHOM
ypoBHe. OpraHmn3sauus, B KOTOPOW CyLllecTByeT NpodCcoto3, A0/IKHA NoALepXNBATb



CBSA3b C 3aKOHHbLIMM NpeAcTaBMTeNsAMu paboTHUKOB. EC/in B 3TOW OpraHn3aunm HeT
npogcotosa, oH MoXeT 06LaTbCa Co CBOUMU paboTHUKaAMN, YTobbl NPOKCOIO3 HE
NOSAIBUCSA. DTO BCEro JINb HECKONIbKO NPMMEPOB U3 MHOXXECTBa cnocobos
pearnpoBaHus opraHn3aLnm Ha cobbiTUA 1 BHELLIHME (haKTopsbI.

BHYTPEHHUNI: CBSA3b BHYTPW OpraHM3auUnm Mexxay pas/iMyHbIMU YPOBHAMU U
noapasgeneHnsMmn. OHM MoryT 6biTb popMasibHbIMU U HEOPMaAJIbHBIMMU.

dopMaibHble KOMMYHUKaLUNWU - 3TO KOMMYHUKAL MK, KOTOPbIE OnpeaenstoTCcs
OpraHM3auUMOHHOW CTPYKTYpPON NpeanpusaTus, B3aMMOCBSA3bI0 YPOBHEN YrpaB/ieHNA U
PYHKLUMNOHaNbHbIX nogpa3aeneHunn [8, c. 29].

OcCTaHOBMMCSA Ha HechopMasibHOM 0bLLEeHNN YyTb NoapobHee.
N Tak, pacCMOTPUM OCHOBHbIE BUAblI BHYTPEHHUX KOMMYHUKALIUA.
1) CBA3b MeXAay YPOBHSMM.

MeXXay OpraHn3aLUnoHHbLIMK YPOBHAMU MHMOPMALINA NMepeMeLlaeTcs Yyepes
BEPTUKaNbHbIE KOMMYHUKALMUN. OHN MOFYT OblTb HUCXOASALLMMW, KOrAa NHopMaL 1S
nepeHocnTcsl ¢ 6osiee BbLICOKOTro YPOBHS Ha 6oJsiee HU3KUIA YPOBEHb, HaNpuMep, Koraa
NOAYNHEHHbIE NHOPMUPYIOTCA O NPUOpUTETAX, 3aJlav4ax, PEKOMEHAYEMbIX NpoLeaypax
nT. A

B mononHeHue K HUCXo4sAWweMy KaHasy CBA3n opraHusaumam Tpebyetca obpaTHbIN
noTok. Hanpumep, 6aHKOBCKNIN Kaccmp, OTMETUB, YTO HOBbIN KOMMNbloTep paboTaeT
MeasieHHee, YeM CTapbln, N KIINEHTbI AOJIKHbI X AaTb AOSbLUE, U, 3HASA, 4TO
«KayecTBeHHoe o06cny>XmMBaHNe KJIMEHTOB SIBNSETCA rNaBHOM 3agadven 6baHka», No BCen
BEPOATHOCTMN, OH COOBLWNT 06 3TOM CBOEMY HEMOCPEACTBEHHOMY Ha4YaslIbHUK, KOTOPbLIN, B
CBOIO o4epeab, MHOOPMUPYET oNepaLnoHHOro MeHeaxepa 6aHKa 1 BULUe-npesnaeHTa.

KayecTBO BOCXOOALLEN CBA3UN CUJIBHO BJIMAET Ha NPOU3BOAUTESNILHOCTb KOMMaHuu. Mbl
NPUBOOUNM peasibHbI NpUMep U3 NpPakTUKn. OanH nHxxeHep nobpen HoOBLIN METOA
pe3Kn NUCTOBOro MeTasifia A1 KPblJIbeB CamMoneToB 1 coobwinn o6 aTom
HernocpencTBEHHOMY HavanbHUKY. Ecnin 6bl OH BopBancs B KabnHeT Buue-npesnpeHTa ¢
TpeboBaHMeM BBECTU HOBLIN MeToA, peakuuns, 6esycnoBHo, bbina bbl oTpuyaTensHon. Ho
MeHeO>Kep pewmna BHeapuTb n3obpeteHne n 0onoxxun ob aTom pykosoactsy bonee
BbICOKOIO YPOBHS, MOCKOJIbKY Takne nameHeHumns TpebytotT ogobpeHunsa gnpektopa
3aBoga. pyrnmum cnoBamu, naes, BO3HMKLWAsA Ha CaMOM HU3KOM ypOBHe, Ao/KHa Oblna
MOAHATBLCA Ha CaMbl BepX, NoCaenoBaTeIbHO NPOXOASA Yepe3 BCe YPOBHU YrpaBieHuUs.



BoT npnmep KOMMYHMKaUWA, HAarMpPaB/I€HHbIX Ha MOBbILLEHNE KOHKYPEHTOCMOCOBHOCTM
OopraHu3aumm 3a CYeT MOoBbILLEHNSA ee npon3sBoanTenbHoCcTn [13, c. 234].

KoHe4HOo, Ha ntobom YPOBHE MOXET ObITb MPUHATO pelleHne He BBOAUTb HOBYIO uaeto.
€CJin Mbl NPeAanooXnMm, 4To naed NEeNCTBUTENIbHO Xopouwa, TO coobuieHne NHXEeHepPY 06
3TOM peweHnn CtaHeT aada Hero CUrHasjioMm Toro, 4To opraHu3aunma He XO4eT, 4TO6bI OH
MbICJINJ1 KaK HOBaTOpP U BblABWUIraJl HOBbIE MpeasiooxkeHnsAa B 6y,D,yLLI,eM. B pe3ynbTaTe
OopraHmsauna MOXXeET YMYCTUTb 6onblIne BO3MOXXHOCTU. A KOHKpEeTHada ngeqd, onncaHHasd
B MpuMepe Ha NAaTb J1eT, N03B0oJinla KOMMAaHNN COKOHOMUTL 13,5 MUIIMOHOB 0011aP0B.

Bocxopsume KOMMYHMKaLMN Tak>XXe BbIMOMHAT QYHKLUUIO obecnevyeHns MeHen )XepoB
NHopMaLmMen o TOM, 4TO NPOMCXOANT Ha Bosiee HN3KUX YPOBHSAX. Bnaromapsa nm
MeHeO Kepbl Y3HAOT 0 TEKYLLMX U MOTEHUMaNbHbIX NpobneMax n npegnaratoT
KOppEeKTUpytoLine Mepbl. B nocnenHee Bpema MeHeaXXepbl UCNOJIb3YOT HOBble (DOPMbI
pabounx rpynn no BOCXoAsILLMM KOMMYHUKaLMSAM, KOTOpble perynsipHo cobupatoTcs pas
B HeZento aNns obCcy>KAeHNS N peLleHns NPon3BOACTBEHHbIX U CEPBUCHbLIX Npobnem.
Bocxogsauime coobuieHns obbIYHO OCYLLLECTBASIOTCA B hOPME OTHYETOB, NMPEAJSIOKEHNN U
NOACHUTEJIbHbIX 3aMMCOK.

2) CeA3b Mexay oTaenamm (otoenamm).

B mononHeHue K BEpTUKaN OpraHm3aunsamMm HeobxoonMbl FOPU30OHTaJIbHbIE
KOMMYHUKaumn. OpraHm3saumsa cCocTonT n3 Habopa noapasneneHui, 4yoe obuieHmne
TpebyeT obLieHna ona KoopaMHaumm 3agad n gencTeuin. Ytobbl 4obuTbCsa ABMXKEHUSA
OpraHv3aumn B Hy>KHOM HanpaBAEHUN, PYKOBOAUTENN A0JIXKHbI 06ecneynTb COBMECTHYIO
neATeNIbHOCTb BCex ee 4acTen [6, c. 97].

Hanpumep, B OBu3Hec-WKoNe npeacTaBuTesnin pasHbiX OTAE10B Nepmognyeckn obuiatoTcs,
obcyxpatoT nporpamMmmbl 06ydeHns, TpeboBaHUSA K BbIMYCKHUKAM, COTPYAHNYECTBO B
obnacTu nccnefoBaHNM U KOHCY/IbTUPOBAHUSA, @ TakXe yCayru Anas MecTHoOro
coobuiecTtBa. B 6osbHMLLAX MepCOHan pasHbIX YPOBHEN N NOAPA3LENEHNN OO/KEH
obMeHMBaTbLCA MH(OPMaLMEN C Lenblo pacnpeneneHns pecypcos, KoopamHaumm
neatenbHOCTU paboymx rpynn, KOHTponsa 3aTtpaTt n 7. . B po3HMYHOM Toprosie
pervoHasibHble MeHe>Xepbl NO Npofa)kaM 00bIYHO NepuoanyecKn BCTpeyaTca o
obcyxaeHunsa npobnem KoopauHauum cTtpaternnm npodak n ObmMeH nHgopmaumen o
npoAykTax. FopusoHTanbHoe obLieHne 4YacTo CBA3aHO C NCNOJIb30BaHMEM CreunabHbIX
KOMUTETOB Uan paboymx rpynn.

FOpU30HTaIbHble KOMMYHUKaLMN Tak>XXe NOoJIe3Hbl, MOTOMY Y4TO OHU CTUMYJINPYIOT
hopMmMpoBaHME OTHOLLEHUN HA TOM >X€ OpraHnU3aLNOHHOM YPOBHE, KOTOPbIE ABNISIOTCS



Ba>XHbIM 3/1IeMeHTOM YL 0B/IETBOPEHMSA Ntoaen csoen paboTon.
3) ObuweHne Mexay pykoBoanTeNeM U NOAYNHEHHBIMN.

Bo3mMOXXHO, Hanbonee o4eBUOHLIN 31EMEHT KOMMYHUKaLWUN B OpraHm3aumnm - 31o
obuieHne mexxay MeHep)xepamu U UX NOGYNHEHHbIMU. XOTHA OHU CBA3aHbI C
BEPTUKANIbHbIMN KOMMYHUKaLUUAMKU, O KOTOPbIX Y>Ke YNOMUHaN0Ch, Mbl PACCMOTPUM UX
OTAE/IbHO, MOCKOJIbKY OHW COCTABAAIOT JIbBUHYIO 00110 YNPaBJEHYECKNX KOMMYHUKaL NN
(oBe TpeTn nccnenoBaHMim NokKasann).

CyLiecTByeT MHOro 0oOpM TakKMxX KOMMYHUKaLWA: 06bsCHEHNE 3ada4u, obbscHeHWe
NPUOPUTETOB N OXXMAAHWUIA; MpuBneyeHne paboTHNKA K peLleHnto 3a4aYy oTAenNa;
obcy>xaeHne BonpocoB 3PPEKTUBHOCTU; YIyULLIEHME U pa3BUTUE NOAYMHEHHbIX; COop
NHMOPMaLUMN 0 NOTEHLUNANBHbLIX UK peanbHbIX NpobneMax; onoBelleHne N aen o
NpeacToAWNX N3MEHEHUSX, O3HAKOMJIEHNE C UAESMU MOAYUHEHHbIX U T. 4.

4) ObweHne mexay MeHen>XepoMm n paboyen rpynnomn.

MoMnMOo obLLEHNS MeX Ay MEHEOXKEPOM U MOAYNHEHHbBIM, B OPraHM3aUmnm Takxxe
CYLLECTBYIOT CBSI3N MeXAy MeHeO)XepoM n ero paboyen rpynnoin, HanpaBJsieHHbIE Ha
NnoBblLLEHME ero 3PeKTUBHOCTU. NMOCKOSIbKY BCE YJIeHbl FPYMMnbl BOB/€YEHbl B 3TOT
MPOLLECC, Y KaXXA0ro eCTb BO3MOXXHOCTb NOAENTLCS MbICJIAIMA O HOBbIX 3a4a4vax U
npuopuTeTax oTaesna, 0 TOM, Kak paboTaTb BMecTe, NpeACcToAWMNX USMEHEHUAX N UX
BO3MO>XKHbIX MOCAEACTBUSAX A8 3TOW rpynmnbl U APYrux oTaenos, npobnem u
NOCTUXKEHWUN. U NHHOBALMOHHbIE naen. ,

KpoMe Toro, nHoraa paboydasn rpynna cobupaetcs gnsa obcyxaeHnsa pasinydHbix npobnem
1N BONpocoB 6e3 y4yacTms meHen)xepa. Kak y>xe ynoMnHasnocb, Takme OTHOLIEHUA Konner
Ha 0OHOM YPOBHE CNOCOOCTBYIOT MNOBLILLIEHWNIO YA0BNETBOPEHHOCTU COTPYAHUKOB CBOEN
paboTon.

HedopmanbHoe obuieHune

Kak y>xe yrnoMmHanocb, opraHm3saumm CoCToAT 13 popMasibHbIX N HEPOPMaJIbHbIX
3nemMeHTOB. KaHan HeopMaibHON KOMMYHUKaLWUN Ha3blBaeTCA KaHasioM CNyxoB (grarevi
[OCJIOBHO NepeBOaNTCA Kak «03a»). 3BeCcTHbIN nccneposatens K. IsBuc obHapyxun,
4YTO 3TOT TEPMUH BO3HUK BO BpeMSA rpa>kgaHckon BonHbl B CLLUA. TenerpadgHsie npoBoAaa,
MPOTAHYTbIE OT AepeBa K AepeBy, LUMPOKO UCnosib3oBanuncb apmmamm Cesepa 1 HOra u
HanoOMMHanNM BUHOrpagHyto no3y. CoobLieHns, nepefaBaeMble NO TAKMM BPEMEHHbIM
TenerpaHbIM JIMHUAM, HYacTo AOXOAMNIN 00 afgpecaTa B UCKa)KxeHHOM Buae [3, c. 139].



Cnyxu "mapsaT BOKPYr MalUWH C BOAON, MO KOPMAOPaM, B CTOJIOBbIX U B /1t06OM Opyrom
MecTe, rae cobupatotca noaun". No HeopuuManbHbIM KaHanaM nHpopMaLunsa
pacnpocTpaHsaeTcs ropa3no beicTpee, 4em Mo opuUnaabHbIM KaHasnaM, MO3TOMY
PYKOBOAMNTENN HYAaCTO NCMNOJIb3YIOT UX OJ19 pacrnpoCTpaHeHns onpeaesieHHON
«KOH(UaeHUnanbHOM» MHGOPMaLMK, COMPOBOXAAA NX CJIOBAMUN «TOJIbKO MEXAy HaMn».

NHgpopmaumns, pacnpocTpaHaemMasa Kak C/lyxu, Bcerga c4mTtanacb HeTo4Hon. OgHako
nccnenoBaHUA NMOKasbIBAOT, YTO CJ/IYXM Halle TOYHbI, 4eM HeTO4YHbl. CorsnacHo
nccneposaHuto [1sBrca, Korga geno 4oxoauT Ao HeobopoTHoW nHGopmaunm ob
opraHusaummn, 80-9994 cnyxm ABAATCHA TOYHbIMW; HO €CJIN Mbl FOBOPUM O JINYHON
MHopMaUnmM NN BbICOKO IMOLMOHAIbHON MHOPMaLUK, YPOBEHb TOYHOCTU 1
O0OCTOBEPHOCTU ByaeT HaMHOro Huxe. [3BnUC yteepxaaetT: «J1loan CKNOHHbI AyMaTb, 4TO
CJIYXN HETOYHbI, MOTOMY 4YTO UX OWNOKKM Bonee gpamMaTuYHbl U, cnefoBaTesibHo, bonee
TBEPAO 3arMOMUHAOTCS, YEM TOT PaKT, YTO B LLE/IOM A€Hb 3a AHEM OHU Obinun
O0OCTATO4YHO TOYHbLIMU». KpoMe TOro, He3aBUCUMO OT UX TOYHOCTU, «BCe
cBmaeTenbCcTByeT 06 OrpOMHOM BANSIHUN CIIYXOB, KaK NONOXKMUTENbHbIX, TakK U
oTpuuaTenbHbix» [20, c. 238].

Hun)xe nepevncneHsbl HEKOTOpPbIE BUObl MHOPMaLUK, NepefaBaemMon B OpraHn3aumax no
HedopMaibHbIM KaHanam [26, c. 145]:

1) Mpeacrodwme cokpalleHns nNpon3BoacTBa
2) HoBas nonmtumka onnaThbl 3a NMPOCPOYKY
3) N3MeHeHnsA B OpraHn3aLMOHHON CTPYKTYype
4) MpepcToawme nepesobl U yny4leHns

5) MogpobHbIN OTHET O Criope MexxAy OBYMSA MeHeL>XepaMu Ha nocsiegHeM CoBeLllaHum
no Bonpocam npogax

6) KTo BCTpe4yaeTcsa Cc KeM-To nocne paboThl.

1.3. Bapbepbl KOMMYHUKaLUU#H

NccnepoBaHMS NOKasbIBaloT, YTO CYLLECTBYET OrpaHMYeHHOe KOIMYeCcTBOo npobrem,
CBSAI3aHHbIX C KOMMYHUKALUNOHHbIMM BapbepaMun, KOTopble CHUXXAOT 3PPEKTUBHOCTb
obLleHNs Ha YpPOBHE OTAEeNbHOr0 COTpYAHMKA. Hanbonee 3Ha4nMbiMn 6apbepamm



MEXXJINYHOCTHOro obLEHNSA Ha OPraHM3aLUNOHHOM YPOBHE ABNAOTCA: bapbephl,
Bbl3BaHHble BOCNPUATUEM; CEMaHTNYeckne bapbepsbl; HeBepbanbHble bapbepsl;
HeadhpekTUBHaA obpaTHasa CBA3b; He3(heKTUBHbIN cnyx [17, c. 67].

OcTaHoBMMCA NogpobHee Ha Ka)KAOM U3 HUX.
Bbapbepbl u3-3a BOCNPUATHUA.

MeHen)xep 06513aH NOHMMaTb CyTb BOCMPUATUSA, MOCKOJIbKY MMEHHO 3TO onpeaenseT
«peasibHOCTb OJ1a YesioBeKa». Jlloan pearmpyloT He Ha TO, 4TO OENCTBUTESNIbHO
MPoONCXoanT B UX Cpede, a Ha TO, KaK OHW 3TO BOCMPUHMMALOT. NMoHnMasa hakKTopsbl,
BAVSAIOLLMNE Ha BOCAPUATME, N NPUHMMAA UX BO BHMMaHME B NpoLecce obLeHns, MOXXHO
npeoaosieTb MHorve 6apbepsbl, Bbi3BaHHbIE BOCMPUATUEM N MeLllatolme 3hPpekTUBHOMY
obweHunto [1, c. 85].

OAaunH 13 3Tnx 6apbepoB BO3HMKAET N3-3a KOHQIMKTA MexXAy NossaMN AesaTeNbHOCTH
oTnpaBuTens u nony4vartens. Jllogn MOryT no-pasHOMY MHTEPNPETUPOBATb OAHY U Ty Xe
NH(OPMaLMio B 3aBMCMMOCTU OT CBOEro onbiTa. Hanpumep, B pO3HNUYHOM KOMMaHWUN
MeHea Kepbl N MPoAaBLbl, Kak MpaBuio, No-pa3HOMy CMOTPST Ha npobnemy
0CBOOOXXAEHWNS TOProBbIX NJOLLaAen OT TOBAapOB. B Npon3BoACTBEHHOW OpraHM3aumm
cneunanncTbl NO MapKeTUHry 0BbIYHO CYMTAIOT, YTO aKTUBM3aALMSA MPOAAXK 3a CHET
pacliMpeHnst acCOPTUMEHTA BakKHEe, YeM CHUXKeHMe NMPOon3BoACTBEHHbIX 3aTpaT B
pe3ysbTaTe NOBbILWEHNS CTaHOAAPTM3aLNKW; @ MPOU3BOACTBEHHbIN MepCcoHan MOXXeT
BbICKa3blBaTb MPOTUBOMOJIOXKHYO TOYKY 3pEHUS.

PacxoXxaeHus, Bbi3BaHHblE Chepon AeATENIbHOCTUY, YaCTOo NPMBOAAT K TOMY, Y4TO JlO4N
BOCMNpPUHUMaOT MHpopMauunto n3bmnpaTtenbHo, C y4eTOM UX NHTepecos, noTpebHocTen,
3MOLIMOHANIbHOIO COCTOSAHUSA N YC/I0BUI OKPY>KaloLen cpedbl. 3Ta XapakKTepUCTrKa
yesloBeKa 04YeHb Ba>kKHa A9 06WeHNs. 9TO O3HAYaeT, YTO BO MHOMMX Cay4dasx saogmn
BOCMPMHUMAIOT TOJIbKO YacCTb CO0bLEHNS, KOTOPOE OHU (PU3NYECKM NOJTyYHaloT.
Mpobnembl OpraHM3auUnMOHHOIro 0bLWEeHNA B 3HA4YUTE/IbHOW CTEMEeHN CBA3aHbl C
pasMynMeM B MHTEpPNpeTaLmn NtoabMN COOBLLEHN, KOTOPbIE OHU MOYYaloT, B
pe3ysibTaTe Yero naeun, 3aKoAnNpoBaHHbIe OTNPABUTENIEM, HE MOJIHOCTbIO NCKaXKatloTCsa n
He MOHMMAaKTCS MoJslyvaTenem.

NHpopMaumnsa, KoTopas NPOTMBOPEYUT HalleMy OnbITy UM paHee YyCTaHOBJIEHHbIM
KOHLEeNnumnam, 4acto mbo NoNHOCTbIO OoTBepraeTcs, 1Mbo ncKka)kaeTcs B CBETe 3TUX
3HaHUN. iccnegoBaHWAa B 3To 0bnacTu NnoaTBEPANAN CKIOHHOCTbL Stoaen
BOCMNpPUHMMaTbL NpobsieMbl opraHn3aunm, NPUHMMasa BO BHUMaAHNE OCHOBHbIE CY)XAEHMS,
BO3HUKLUME B UX KOHKPETHbIX 0bnactax geatenbHocTun [7, c. 15].



Ewe ogHoOW npu4nHon npobnem BOCNpMATUSA B NpoLecce obleHnsa aBaseTca Hanm4me
6apbepoB, BbI3BaHHbIX OTHOLWEHNEM (OTHoWweHeM). OTHOLWEHMNE CUIbHO BANSAET Ha
BOCMpMATME N NoBeaeHne ngen. Ecnn y Hac byaeTt HeyaayHbIA OMNbIT B3aUMMOAENCTBUSA
C onpefeneHHbIMK COTPYAHUKAMU Unn oTaenamu, To, No BCen BEPOATHOCTMU, 3TO
NoBANAET Ha 3PPEKTUBHOCTb HaWMX ByAYLLIMX KOMMYHUKALNIA C HUMW. TpeanonoXxumMm,
Hanpumep, 4To OAMH N3 BallNX COTPYAHMKOB NPUXOAUT K BaM C NMPeasioXXeHMNEM MO
ynydweHuto ob6cnyXmBaHuUsa KNMeHToB. lNpeacTaBbTe TakXe, 4TO BO BPEMS BaLLEro
nocienHero pasrosopa C

Bbl KpUTMKOBaNM €ro 3a CKJOHHOCTb MpeBbIWaTh Npeaesibl NpeacTaBUTebCKMX
pacxonoB. BnosHe BEpPOATHO, 4TO M3-3a HEFraTMBHOIMO OTHOLLUEHUS K HEMY, KOTOPOE Bbl,
BO3MO>XHO, C(OOPMUPOBaIM BO BPEMS NMpeabiayLero obuieHns, Bbl He 40 KOHLa
yCnblWKNTE ero naet. Tak)Ke BO3MOXXHO, YTO OH NPEBbLICUJT CBOM PacXoabl Ha
npeacTaBUTENbCTBO, NPUIIacMB NOTEHLMANIBHOIO KJIMEeHTa B 4OPOron pecTopaH,
MOCKOJIbKY OH noJsiara, 4To TakmuMm obpa3oM OH CMOXKET 3HAYUTESIbHO YBENYNTL 06beM
npoaax Bawero otaena. Ho ecnm Bbl ybexxaeHbl, 4TO «NpeBbILLEHNE Npeaena
npencTaBUTENbCKUX PACX0A0B HEU3MEHHO YKa3biBaeT Ha OTCYTCTBUE KOHTPOSA Hafg
6l00>KeTHLIMI CpeacTBaMm», TO, MO BCEN BEPOATHOCTW, Bbl BPSAL SN MONMETE €ro TO4Ky
3peHuns. M 3T ABa KOHTaKTa MOryT NPMBECTMU K MJIOXMM OTHOLIEHUAM MeXAY BaMu U
3TMM MOAYMHEHHbIM.

ITOT NpUMep Harns4HO AEMOHCTPUPYET BIUSIHME, KOTOPOE KOMMYHUKALUMOHHbLIN KNuMaT
MO>XeT OKa3aTb Ha OTHOLLUEHUA MeXay PYyKOBOOUTENAMU N MOAYNUHEHHBbIMU. DTU
OTHOLLEHNA OCHOBaHbI Ha BalUMX MPOLUIbIX KOHTaKTaxX. [MofoXXnTesbHble nan
oTpuuaTenbHble YyBCTBa APYr K APYry onpeaenstoT YacToTy Balwunx byayuinx
KOHTAKTOB U CTUJb 00LeHNsA. MeHen)xep, KOTOpPbIN HE OPMUPYET MNO3UTUBHLIA KNUMaAT
B OTHOLUEHMSAX C APYrMMU, OFrPaHMYMBaAET NMOTOK ByayLmMX KOMMYHUKaALWUA, N CO
BPEMEHEM B €ro nogpasneneHmn MmoxeTt chopMnpoBaTbCsa aTMoCchepa HegoBepUS,
aHTaroHM3Ma 1 camo3alnThbl. MiccnenoBaHMs NokKasasnan, 4To B MO3UTUBHOW aTMocdepe
3TOT MOTOK YBENNYMBAETCS, @ TOYHOCTb 0OMeHa UHgopMaLmen Mexay noabMu B
opraHusaummn ysenmymaeTcs. Ecnnm meHen»xep obuwaeTcss OTKPbITO U YECTHO CO CBOUMMU
NOAYNHEHHbIMUW, OHM OTBEYalOT TakUM e obpa3om. Yem 6onee OTKPLITO U YECTHO BeayT
cebsa oanH nnmn oba y4yacTHMKa npouecca obweHuns, Tem 6onbLie OHM YyBCTBYIOT cebs

YA OB/I€TBOPEHHbIMU.

CeMaHTM4Yeckue bapbepbl

Kak y>e oTMe4anoch, uefb 0bueHns - [OCTUYb MOHUMaHMA coobieHnsa. Obwanch ¢
ApYyrnMmu, Mbl cTapaemMcs obMeHnBaTbCA MHOPMaLMENn N LOCTUraTb ee NMOHUMaHUSA C



MOMOLLbIO CUMBOJIOB: CJI0B, XKE€CTOB U MHTOHauun. B npouecce obweHns Mol
obMmeHnBaemcsa nepcoHa)kamm: sepbanbHbIMN N HeBepbanbHbIMU. 3a4eCb HE06X0AMMO
obcyanTb npobnemsbl, CBA3aHHbIE C NCMOJIb30BAaHNEM CJIOBECHbLIX CMMBOJIOB CJ/10B.

CeMaHTMKa - 3TO HayKa, KOTopas n3y4yaeT UCMNOoJIb30BaHME CNOB N 3HAYEHUN, KOTOpbIe
OHWN NepepnatoT. NMNOCKONbKY cnoBa (CMMBOJIbI) MOFYT MMETb Pa3HOe 3Ha4YeHme aas pa3HbiX
Noaen, To, 4TO XO0TeN CKasaTb OTNpaBuTeNb, He BCcerga bynet nHTepnpeTupoBaThCa 1
MOHMMAaTbLCS NnoJslydyaTenem. bosbLlwown C/1oBapb aHIMJIMACKONO si3blKa COAEPXXUT OKOJ10
yeTbipHaALUATUN TbICAY MHTEpNpeTaunm NSTUCOT CaMblX PacnpPoOCTPaHEHHbIX CNIOB; Takoe
MPOCTOE CJ/I0BO, KaK «KPYribl», MMeeT ceMbaecAaT AeBATb 3Ha4YeHun [15, c. 129].

CeMaHTUMYeCcKMe BapmaLnm 4acTo NPUBOASAT K HEAOPA3yMEHUAM, MOCKOJIbKY BO MHOINX
CNyYasiX A0BOJIbHO CJI0OXKHO MOHATb, KAKOE UMEHHO 3Ha4YeHMe Bbl10 NMPUCBOEHO CUMBOJY
oTnpaBuTeneMm. Hanpumep, MmeHeg)xep, roBOPSALLNA NOAYNHEHHOMY, YTO €ro oT4yeT
SABNISIETCS «afeKBATHbIM», MOXKET 03Ha4aTb, YTO OH 3aBepLUEH N OOCTUraeT HaMe4yeHHOoN
Lesin, HO NOAYNHEHHbIN MOXXET paclngpoBaTb 3TO C/IOBO B TOM CMbIC/IE, YTO €ro oT4yeT
SIBNAETCSA HE YeM UHbIM, KakK 00bIYHbIM, 1 eMy HeobXxoAnMO ObITb YNyYLIEHHbIM

CUMBOJIbl HE MMEKT NepPBOHaYasIbHOro PUKCUPOBAHHOIO 3Ha4YeHUs. YenoBek NoHUMaeT
NX 3Ha4YeHne, 0OCHOBbIBAsACb HA CBOEM OMbITE, N OHO BapbUpPyeTCs B 3aBUCUMOCTU OT
KOHTEKCTa, TO eCTb CUTyalLWun, B KOTOPO UCMOJIb3yeTCs CUMBO. Ml MOCKONbKY Y
Ka)X[0ro N3 Hac eCTb COBCTBEHHbIN OMbIT, N Ka>XAbll KOHTAKT B 0OLLEHUN YEM-TO
OT/ZINYAETCs OT APYruX, HUKOraa Henb3s ObiTb YBEPEHHBIM, YTO MOJly4YaTeslb HA3HAYUT
CUMBOJIY TO )K€ 3HAYEeHMNE, YTO U Bbl.

Kak Bbl MOXXeTe BUAeTb, 4ToObl a(hhekTMBHO 0bLLaTLCA C NI0ABMU B OpraHu3aumnmn, Bam
Heobx0AMMO NOHATb UCTUHHLIA CMbIC/T CNIOB, KOTOPbIE OHU UCMOJL3YIOT, N YybeanTbcs,
4YTO OHU TaK>Xe NMOHMMAIOT, KaKoW CMbIC/ Bbl BKJ1agblBaeTe B csqioBa. BoT 4Tto nucan O.
JIbtonc no aTomy nosoay: «K coxxaneHuto, MeHeg)xep 4acTo 3abbiBaeT, 4TO 414 TOro,
4TOObl COTPYAHUK MOHUMa MPUHATYIO MHGPOPMaLUNIO (MHCTPYKLMK, NPpUKa3bl, NpUKa3bl U
T. A.), Heobxognmo 3HaTb Lenb, 8na koTopon 60CC ncnosb3yeT 3TK c/ioBa. TONILKO Toraa
OH CMO>XeT UCTOJIKOBaTb CJZIOBa OTNpaBMUTENd No CBOEMY, a He Mo cMmbicny. Cntyauums
OCJIOXKHSAETCA TeM, HYTO Y Ka)Kaon busHec-opraHmsaunm n gake y Ka>Kaoro ee
noapa3snesieHns eCTb CBOM CneHr. Ul Bce xe opraHusaumsa goskHa obecneynTb, 4TobbI
BCe ee nogpasaenieHnsa noHMManu apyr gpyra. Ecam ogHo n3 BegomcTts 3abbiBaeT 0
Cyw,eCcTBOBaHMM NpodeccnoHanbHbIX Bapuaunin B 3Ha4YeHUN CI0B NN UFTHOPUPYET 3TOT
haKT, 04eHb CKOPO BO3HUKAIOT «MPObKK», Melwatowme B3auMonoHnMmaHuio »[16, c. 245].



CeMaHTn4eckme bapbepbl HacTo CTaHOBATCA Npobnemon ona KkomnaHum, paboTaowmnx B
MHOroHaunoHanbHOM cpene. Hanpumep, Cnieral Mo (nnn, npeactaBuB Mmoaenb Chévi
Nova Ha naTuHOaMepnKaHCKOM pbIHKe, He O0XXAaJICA 0XKUAAEMOro YPOBHSA MpoAax.
Mocne npoBefeHns nccnefoBaHnsa KomnaHusa obHapy>xuna, 4To cnoso Nova no-
NCNAaHCKWM O3HaYaeT «He nyTewecTByeT»). (no Ba)! O4eBNOHO, 4HTO CEMAHTNYECKME
Dapbepbl U3-3a KYJIbTYPHbIX Pa3nyun MOryT cTaTb cepbe3Houn rnpobsieMmon Bo BpeMs
[eNoBbIX NeperoBopos.

HeBepOGanbHblie bapbepbl

XoTAa ONA KOgNpoBaHUA ngen, npefHasHa4vYeHHbIX 419 nepegadyn, Mbl UCNOJIb3yeM,
npexae Bcero, C/IoBeCHble CMMBOJIbI (C/I0BA), COODLLEHNSA TakXe nepenarTCs
HeBepbanbHbIMKN cnMMBOSIaMU. HeBepbanbHoe obLieHne BkaoYaeT ftobble CMMBOJILI,
KpoMe csioB. YacTo HeBepbanbHaa nepenaya oCyLecTBSeTCA OAHOBPEMEHHO C
BepbanbHOM N MOXET YNYYLNTb UM N3MEHNTb 3HaYeHMe cnoB. NMonagaHne B rnasa,
ynblbKa nam HaxmypusLunecs 6poBun, HaNpPs>XeHHbIe Bbipa)XeHUs nnua - BCe 3TO
npumepbl HeBepbasibHOro 06 EeHNA. K HAM OTHOCATCSA XKeCTbl: YKa3blBaTb NasibLLEM Ha
4YTO-TO, MPUKPbIBaTb POT PYKON, KacaTbCa U T. 4.

Hanpumep, no cnosam aHTponosiora 3. T. Xonna, nmaepa OOl Acmnpa ApadaTa, B
TEMHbIX 04Kax, 4Tobbl Apyrrne He 3Ha/N O ero peakuun, N3MeHss pa3Mep 3padKos.
HepnaBHO y4eHble 0OHapy>Xnau, 4TO eC/n YeNnoBeK MHTepecyeTcsa nHopMmaunen, ero
3payKM paclLMpATCA, N X0 CYMTaEeT, 4To apabbl 3Hanm 06 3ToM o4eHb AaBHO [16, C.
248].

Opyron coopmon HeBepbasibHOro obLLEHNA ABNSETCS TO, KaK Mbl MPON3HOCKM CJI0Ba
(Hawa MHTOHauwWA, rosocoBas MoaynaLNs, NIAaBHOCTb pedun 1 T. A4.). Kak n3BecTHo, BCe
3TO MOXKET CUJIbHO N3MEHUTb CMbIC/ CKa3aHHOro. Bonpoc «EcTb nagen?» Ha 6ymare
O3Ha4vaeT He 4YTO NHOe, KaK NpeasioXXeHne BbiICKasaTb CBOW MbiCaU. HO Korga oH
NPou3HeC pe3kKuM, pasgpakeHHbIM TOHOM, cobeceHNK MOXXEeT UCTOJIKOBAaTb TOT Xe
BOMPOC COBEPLUEHHO MO-APpYroMy: «ECaM Bbl NOHUMaeTe CBOE NPenMyLLecTBO, He
npepnharante ngeu, NpoTuBopeYyallme MoemMy».

NccnepoBaHmsa nokasanun, 4To 60abLLION MPOLEHT YCTHbIX COOOWEeHN BOCNPUHMUMaeTCS
yepes fA3blK XXeCTOB U MHTOHauwuto. B cBoen kHure «HeT MmupHoro coobuiectsa»
(«HeBepbanbHoe obuwieHne») A. MexpabsaH yTBepxaaeT, 4To 55, 94% coobueHunn
BOCMNPUHNUMAIOTCA JIIOAbMU Yepes Bbipa>keHUs nnua, nosbl U XKecTbl, a 38% - Yyepes
WHTOHALMN N TONI0COBbIe MOAYNALNN. DTO O3HAYAET, YTO CJZI0BA KAaK TaKOBble
COCTaBNAT ToJIbKO 10% CTOMMOCTWU. DTO O4€Hb Ba)XHO, MOTOMY YTO 3TO O3HA4YaeT, 4YTo



BO MHOIMX CJlydasix TO, Kak Mbl TOBOPMM, Ba)KHee, YeM TO, 4TO Mbl rOBOpuM. Hanpumep,
€CJIN YeNoBEeK roBopuT: «KOHEYHO ... S BbIMOJIHIO 3Ty 3a4advy», TO nay3a nocse csoBa
«KOHEYHO» MOXXET YKa3blBaTb Ha TO, YTO OH HE XO4YEeT 3TOro AenaTb, Y HEro HeT Ha 3TOo
BPEMEHW Ternepb eMy He HPABUTCS 3aJaHNe UIN OH He 3HAEeT, KakK ero BbiNoJIHUTL [8,
c.13].

Mbl onucbiBaeM CUTyaLnto, NITIOCTPUPYIOLWLYIO, KakK HeBepbasibHble CUMBOJIbI MOTYT
MewaTb 0buweHunio. Bel BxognTe B ohnc MeHeaxxepa, 4Tobbl Nony4nTb NMHGOPMaLKUIo o
npoekTe, Haf KOTOpbIM Bbl paboTaeTe. Bbl BOWAW, U OH MPOAOJIKAeT BHUMATESIbHO
n3y4yaTb CTaTblo. 3aTeM, B3rJisHYB Ha CBOW HYacCbl OTHY)XXAEHHbLIM, PaBHOAYLLIHbLIM TOHOM,
OH crnpawmnBaeT: «Bbl 4ero-To xotenn?».

CamMu ero cqoBa Bblpa)KatoT XeJlaHWe NoMOYb, HO ero No3a M XKeCTbl Aal0T MNOHATb, 4TO
Bbl MewlaeTe eMy paboTaTb. Bbl XOTUTe 3a4aTb €My BOMPOCHI Nocne 3Toro? Kakmne y Bac
€CTb MbIC/IN, KOF4a BaM CHOBa NoHagobutca nHdopmaums oT meHeaxxepa? Mo Bcen
BEPOATHOCTM, B 060UX C/lyHasax Balun YyBCTBa He OyayT MONOXKUTENbHLIMU. A Tenepb
npeacTaBbTe, 4TO Obl Bbl MOYYBCTBOBANM, eCcnn Bbl Ball MeHeO)Xep Cpa3y e oTopBascs
oT 6ymar, ynblbHynCa n Beceso ckasan: «Kak npoaBmraeTcs NnpoekT? Mory g yem-
HMbyOob NOMO4b?

BnosiHe BO3MOXXHO, YTO MeHeO )Xep B NePBON CUTyaLUM Ha CaMOM [efle He MeHee roToB
MoMoYb NOAYMHEHHOMY, YEM BO BTOPOW. Ml cnoBa, KOTOPbIE OHU FTOBOPSAT, MOYTH
0AWNHAKOBbI. HO B 3TOM c/lyyae, Kak U BO MHOIMX Apyrux, HeBepbanbHble CUMBOJIbI
MOSIHOCTbIO NOAABSAIOT CJZIOBECHbIE. YPOK 3aKJII0YaeTCs B CNeayoleM: BaXKHO
ybennTbCs, 4TO UCNosib3yeMble BaMu HeBepbasibHble CUMBOJIbI COOTBETCTBYIOT UAEE,
KOTOpPY!t0 Bbl HOMEpeBaeTeCb AoHeCTU A0 cobecenHnka, Hayvye oHu ByayT co3naBaTh
Takune Nnomexmu, 4To noslyvyaTesib, BEPOSATHO, NPUMET coobLieHne HenpaBubHO.

Kak n B ciiy4ae ceMmaHTun4ecknx bapbepos, npn HeBepbabHOM 06LLEHNN KYIbTYpPHbIE
pa3Inymnsa 4acTo CTAaHOBATCA Cepbe3HbIM npenaTcTemem. Hanpumep, 6eps BU3NTHYIO
KapTO4KYy Yy SiNOHUa, Bbl AO/IKHbI BHUMATEJIbHO NPOYMTaTb BCE AaHHbIE Ha HEN U
MoKasaTb, YTO Bbl 3TO caenann. HemeanneHHO NOJIOXXKNB €ro B KapMaH, Bbl YKa3blBaeTe
€My, YTO He CYMTaeTe ero Ba>KHbIM YeJIOBEKOM. [1pyrom npmumep: aMmepuKaHLbl 4acTo C
He4OyMEeHMNEM pearmpyoT Ha HEBO3MYTMMOCTb cobeceaHMKa, HO PYCCKUM N HEML,AM
MPOCTO He NPUXOANTCS 4YacTo ynbibaTbCs.

He>ddekTnBHas obpaTHas cBA3b

Ewe ogHUM NpenaTCcTBMEM OJ19 MEXJ/IMYHOCTHOro 0bLLeHNsA ABNSeTCA OTCYTCTBME
obpaTHoOM cBA3K. O6bpaTHasa CBA3b Ype3Bbl4alHO Ba)KHa, MOTOMY YTO OHa NO3BOJIAET BaM



onpenennTb, MOHUMAET NN NoJlyvyaTe b Balle cooblleHne B TOM CMbIC/Ie, B KAKOM Bbl €ro
noMmecTnnun. Kak Bngnte, CyuecTByeT MHOIO MPUYNH, MO KOTOPbIM COObLLIEHNE MOXKET
ObITb NOHATO MHa4e, YeM Bbl xoTuTe [18, c. 89].

Hes>d¢dpdekTuBHHOE CnywiaHme

A dekTnBHOE 0bLLEHNE TpebyeT OT YesnloBeKa OAMHAKOBOW TOYHOCTU KakK Npu OoTrpaBkKe,
TaK U NMpu Nosiy4eHnm coodbueHus. [Ina 3Toro Hy)>KHO yMeTb ciywaTb. K coXXaneHuto,
O4YeHb HeMHoOrve nwan MoryT caenaTtb 3TO MaKCUMaslbHO 3(pheKTUBHO. Halla cnctemMa
obpa3oBaHua yaenseT 60/blIOEe BHUMAHNE HaBblKkaM YTEHMSA, MNCbMa U CYeTa, a He
pa3BUTUIO HAaBbIKOB ayANPOBaHNA. MHOrMe AymatoT, 4TO NPUCYLINBaTbLCA K
npaBunJbHOMY O3HavaeT He npepbiBaTbh cobecegHUKa. HO 3TO TONIbKO OAWH U3 3/IEMEHTOB
3¢pheKkTUBHOro cnyxosoro npouecca [3, c. 137]. CornacHo ogHOMY NCC/Ie40BaHMIO,
3(hPheKTUBHOCTb MEHELXXEPOB B CJIyXOBOM MNpouecce CoCTaBNseT B CPpeAHEM TOJIbKO
25,94%. [lpyroe nccnepoBaHme nokasaso, 4To a(phpeKTUBHOE CayLlaHue ABNsgeTCs
Ba)XHOM XapaKTepUCTUKOMN 3hheKTUBHOIo yrnpasseHuns. Bo BpemMsa onpoca ThiCAY

MeHeO )XepoB Hanbonee pacnpocTpaHeHHbIM OTBETOM 6bI1s10: «MHEe HpaBUTCHA MOM
Ha4asIbHUK, OH yMeeT caywaTb» nanm «C HUM MOXXHO NMOroBOPUTb>.

Korna BaM roBopsAT O 3aJa4ve, HOBbIX MpuopuTeTax, U3MeHeHUsAX B paboynx npoueanypax
NN HOBbIX NAEeAX A5 MOBbIWEHNA 3DPEKTUBHOCTM paboThl OTAENa, O4EHb BaXKHO
YCNbIWaTb KOHKPETHYO MHGopMauuto. OgHako cnenyeT NPpUCyLnBaTbCA HE TONMbKO K
hakTaM, HO N K SIMOLMAM.

Hanpumep, COTpyaHUK NpuxoanT B Baw ouc, 4Tobbl 06CyanTb BO3HUKLIYIO npobiemy,
1, MOMNMO KOHKPETHbIX (DaKTOB, BO BpeMS pa3roBopa coobuiaeT, 4TO OH YeM-TO 3071,
4yeM-TO O0BOJIeH U T. [l. HYenoBe4veckne 4yBCTBa YacCTO BblOAIOT A3bIK XXECTOB U
WHTOHauuna. MeHenxep, KOTOPbIN POKYCUPYETCA TOJIbKO Ha KOHKPETHbIX (paKTax,
MPOCTO He fJaeT APYroMy 4YesioBeKY BO3MOXXHOCTU NOAE/IUTLCA CBOUM OMbITOM. ECnn Bbl
BUOUTE, YTO 4YeNNOBEK BCTPEBOXKEH WUJIN pacCep>XeH, Bbl MOXKeTe, HanpuMmep, CKkasaTb:
«MHe Ka>eTcCs, 4TO Bbl YEM-TO PACCTPOEHLI. He XOoTUTe NoaennTbCa CoO MHOW? «. YTObbI
yCAbIWaTb PaKTbl U MOHATbL YyBCTBA, BaM HEOHBX0AMMO MOJSIHOCTbLIO BbIC/YLWATb
coobuieHne. 3To NO3BOJINT BaM Jlyylle MOHATb CUTYauUWIo U NoKasaTb APYron CTOPOHeE,
4YTO Bbl yBa>kaeTe TO, 4YTO OH FOBOPWUT.

BuiBOA,

KoMMyHMKaLUna NnpeabasaseT TpeboBaHUSA K Ka)KA0OMY U3 Y4aCTHUKOB YNpPaBJIeHYeCKOro
B3aumonencTeus. UTak, KaXkabln U3 yHYaCTHUKOB [0/HKeH 06afaTh BCEMMU
ornpeaeneHHbIMU COoCOBHOCTAMN: BUAETh, CAbILWATh, TPOraTh, 060HATL U NPOOOBATH.



dpdekTnBHOe obuieHne TpebyeT OT KaXkAon N3 CTOPOH onpeaenieHHbIX HaBbIKOB U
YMEHWUN, a TaK>XXe Hann4msa onpenesieHHon cTerneHn B3aunMornoHMMaHmna. KoMMyHuUKaumum
0enaTcsa Ha 2 6onblune rpynnbl: BHEWHNE N BHYTPEHHME. BHEWHNN: CBA3b MeXAay
opraHu3saumein n BHelwHen cpenon. akTopbl OKpyXatoLen cpenbl CUIbHO BAUAIOT Ha
neATeNIbHOCTb OpraHn3aumn. BHyTpeHHUN: CBA3b BHYTPU OpraHusaumnm Mexay
Pa3INYHbLIMN YPOBHAMMN N noapasgeneHnaMmu. OHM MoryT ObITb hopManbHLIMU K
HedopMasibHbIMU.

Tak>Xe cyliecTByeT OrpaHMYeHHOe KOJIMYEeCTBO KOMMYHUKaALUNOHHbIX bapbepoB, KOTopble
CHMXKAIT 3P PEeKTUBHOCTb 0bLLeHns mexay cobecegHukamn. Hanbonee 3HayMMbiMuU
bapbepaMn MeXJIMYHOCTHOro ObLLLEeHNA Ha OpraHM3aUMOHHOM YPOBHE SABNSAIOTCS:
Dapbepbl, BbiI3BaHHbIE BOCNPUATMEM; CEMaHTU4Yeckne bapbepbl; HeBepbanbHble bapbepsl;
HeahpekTBHagA obpaTHasa CBA3b; HEIPMHEKTMUBHBIN CIyX.

Ewe oaHuM 6apbepoM Ha NyTU MEXINYHOCTHbLIX KOMMYHUKaLMN ABASETCS OTCYyTCTBUE
obpaTHon cBA3K. ObpaTHasa CBA3b Ype3Bbl4alHO Ba)KHa, MOCKOJIbKY NO3BONSET
onpenennTb, AENCTBUTENbHO NN Balle coobuleHmne NoHATO noay4vyaTesieM B TOM CMbICe,
KOTOPbIN Bbl B HEr0 BNOXMAN. Kak BUAHO BbIN10, CyLecTBYEeT MHOXKECTBO NPUYMH, NO
KOTOpPbIM coobLeHne MOXKeT BbITb MOHATO He Tak, Kak Bbl xoTenun [18, c. 89].

2. AHAJIN3 KOMMYHUKALLMA B OPFAHU3ALUN 000
«BOJIFCA MAPKETUHI»

2.1. XapakTepucTtuka oprauumsauum 00O «Bosra
MapKeTUHr»

O6beKkT nccnepoaHma — OO0 «Bonra MapKeTUHI», opraHn3auns 3aHMMaeTCs
pPEKJIAMHOWN U MAapPKETUHIOBON AeATEesIbHOCThIO.

Buobl oeaTenbHOCTN: KOMMJIEKCHOE NMPOABUMXKEHME NOCTOSAHHbLIX KIMEHTOB; cOBCTBEHHOE
MPOW3BOACTBO, HAapPY>XHasa peknama, nonurpaus, CyBeHUMpHasa NpoayKuns, ou3anH,
ayano-snaeo; pasmeweHune s CMI.

Munccumsa OO0 «Bosira MapKeTUH»:



PeannsoBbiBaTb peK/laMHble 1 MapKeTUHIroBble MeponpuaTmna, HaXoANTbLCA B
NMOCTOAHHOM OWasiore C napTHepaMin mn I'IOTpe6I/ITeJ'IﬂMVI n Co3a4aBaTb Maowaagkum aonis
obMeHa onbITOM cpean cneynainctoB pekKslaMHOIro pbiHKa — NPMOPUTETHLIE
CoCTaBfAOWME Hallen OesaTeNbHOCTN.

OpraHn3oBbIBaTb M HAXOAUTb ONTUMasbHbIE PELLUEHNS AN MeponpusTuin noboin
CJIOXKHOCTU, a Hanm4ne cobCTBEHHbIX PECYPCOB MO3BONSAET 3PPEKTUBHO pean3oBbiBaTb
NX C MUHUMaNbHO BO3MOXHbIM Bl0a)XKeToM.

MpuHumnel paboTbl OO0 «Bosira MapKeTUHI »:

MpodeccnoHasnbHbIN NoAXo4 NpeanpusTne chopMMpPOBaSIO OMbITHYIO KOMaHAY, KOTopas
NMeeT OTJIaXXKEHHYI0 cxeMy paboTbl C NapTHepamu n pasbupaeTcs BO BCEX HIOAHCaAX
pa3sMelleHNs pekiaMbl Ha JIoObIX AOCTYMHbIX HOCUTENSAX. DTO MO3BOJNIAET COKPATUTb 110
MUHMMYMa CPOK peasin3aLnm NpoeKTos.

MporpamMmbl 060N CNOXKHOCTU HaNNYME OMNbITHBLIX CMELMaNUCTOB N HaAEeXHbIX
NapTHEPOB NMO3BOJISET PEaM30BbIBaTh PEKIAMHbIE KaMNaHUKN OO0 CIOXXHOCTU, KakK
JIOKAJIbHOr0, Tak 1 hefiepasibHOro YPOBHS.

00O «Bosra MapkeTUHr» BbipaboTano Ka4eBble NPUHLNMbI B3AaUMOAENCTBUS C
KJIMEHTaMu, cpeaun KoTopbIX:

-OpNeHTnpPoOBaHHOCTb Ha KJINEHTa,

-KOMMNETEHTHbIE CNeUNaINCTbl — FNaBHbIN aKTUB KOMMaHUN; - UCNOJIb30BaHNe
KOMIMTJ1IEKCHOIo noaxona K peweHnam,

-9KCKJII03UBHOCTb PeLUeHU;

-MCNoJIb30BaHNE NepenoBbiX TEXHOJIOMUIA; - pa3BUTME U BHEOPEHME HOBbIX YCIYT;
-MPO3PaYHOCTb U OTKPbLITOCTD;

-counanbHas OTBETCTBEHHOCTb.

KomnaHuna OO0 «Bonra MapKeTUHr» aBnseTcsa obwecTBOM C OrpaHNYEeHHON
OTBETCTBEHHOCTbIO, YYpe X AeHHbIM B COOTBETCTBUMN C peLleHneMm

CobpaHunsa YypeauTenei, 4acTbio nepson NpaxxaaHckoro Kogekca PP, 3akoHoM PO «06
obuiecTBax c orpaHU4YeHHON OTBETCTBEHHOCTbIO», MPUHATBLIM 8 dheBpansa 1998r.,
ApyrumMm HopMaMm OENCTBYIOLLEro 3aKoHoaaTeNnbCTBa Poccnmnckon depgepaymm un



HaCTOSALMM YCTaBOM C LeNblo YA0BeTBOpPeHMs 0bLecTBeHHbIX NoTpebHocTen,
OKa3saHusa ycnyr n nonydeHus npuboinm. ObLWeCcTBO SABNAETCA OPUANYEEKNM NINLIOM U
OCYLLEeCTBNSET CBOIO AEATEeNbHOCTb Ha OCHOBaHUKM YCTaBa 1 AENCTBYIOLWLEro

3aKoHOOaTeJIbCTBa.

NMpoaHanM3npyem oCHOBHblE PUHAHCOBO-9KOHOMUNYECKME NMOKa3aTeNn 4esaTeslbHOCTH
00O «Bonra mapketuHr» B nepuopg ¢ 2017 no 2018 roa (B Tabnuue 2.1).

Tabnunua 2.1 - OCHOBHble (PMHAHCOBO - SKOHOMMYECKME NMoKa3aTenn geatenbHoctn 000

«Bonra MmapKeTuHr»

n/n Nokasatenu

Bbipy4ka, TbiC.py0.

2 CebecTtomMoCTb.ThIC. pyb.

3 BasioBon gooxon

4 KomMmep4yecKne pacxonbl

5 Mpubbinb 0T Npoaa<

6 [lpo4yme poxonbl

7 Tlpo4me pacxonbl

Temn pocTa

ABCONOTHbIE ABCONIOTHbIE

3Ha4YeHus OTKJ/IOHEHUS (MpupocTa),%
2017-2018 2017 - 2018

23358,000 27026,000 3668,000 14,997

7597,000 9130,000 1533,000 20,179

16861,000 18996,000 2135.000 , 12.662

12489.000 13797,000 1 308,000 10,473

Mage noffpund or type unknown

4372,000 827,000 18,916
5385,000 8121000 2742,000 50,919
5926,000 8963,000 3037,000 ,249



8 TMMpubbinb HanoroobnoxeHnsa 3343,000 3753,000 410,000 12,264

9 Yuctasa npubbliib 2641,000 2952,000 311,000 12,239
19 CPeAHAA 1019,083 1171,917 152,833 14,997
MpPoOn3BOANTENIbHOCTb

CpenHerogosast CTOMMOCTb

11 1335.500 232,500 21,041
OCHOBHBbIX CpeacTB

12 ®doHpooTOAYa 21,134 20,029 -4,993

13 PeHTabenbHOCTb. % 10, 4 -0,2

N3 Tabnunubl 2.1 BUAHO, 4TO BbIpy4Ka OT NpoAa>k 3a nccneayemblt nepmon pacTteT,
O HaKO TeMrbl e€ pocTa 3amegnsatoTca (B 2018 r. - 14,9 %, a 8 2017 r. nuwb 9,9 %).

CebecToMOCTb peanmisyeMblX YCyr C rogamMm Tak>Xe Bblpocsia, Npu4émM 6osbummmn
Temnamu, 4em Bblpy4dka (B 2018 r. — Ha 20,1 8 %, a B 2017 r. — Ha

17,71 %). BO3MOXXHO, 3TO CBUAETENbCTBYET 0 pocTe cebeCToOMMOCTHN, UHbIX 3aTpaT T.e.
yBenmyeHnm 6anaHCcoBOM CTOMMOCTW OKa3blBAaEMbIX YCYT.

3a aHanu3npyemblr Nepmoa pacTyT noka3laTtenn npubbinn: Basoson aoxon, Nnpubsiab OT
npoaak, Npmbbisib 40 HAaNOroobN0XKEHNSA N, COOTBETCTBEHHO, YnCTas Npubbiib.

Kak BUAHO 13 Tabauubl, TeMnbl MPMPOCTa BCEX BblLLenepedncsieHHbIX NoKasaTenen
Tak)xe 3amMennsaTcs. Tak, BasioBon goxon B 2018 r. yeennymnncsa Ha 12, 6 %, npubbinb
OT NpoAaxk Bbipocsa Ha 18,9 %, Ha 4TO, MO HalleMy MHEHUIO, 3HAYUTENIbHO MOBJINAJIO
yBesIn4eHmne TeMrnoB NpMpocTa KOMMep4YeCKNxX pacxonos. Ta e TeHaeHUuns
HabngaeTca n ¢ nokasatensamm Npubblsin 4o HanoroobaoXXeHnsa N YNCTon Npubbinbio.

Y10 KacaeTca 3pHheKTUBHOCTU NCMNOJIb30BAHNA OCHOBHbIX CPeACTB, TO TEMM poCTa UX
cpenHeronoBon CTOMMOCTU yBennydmeaeTca (B 2018 r. 21,04 %), ogHako, TeMn pocTa
oHO00TAAYN TaKXKe CTPpeMUTeNbHO CHMXXaeTcs (B 2015 r. Ha 49, 94 %). MOXHO
caenaTb BbIBOA O TOM, YTO OpraHm3aumnsa HepaunoHalbHO UCMOJIb3yeT OCHOBHbIE



cpencTBa, HO, BO3MOXXHO, OHM ByayT 3(p(peKTUBHO NCMNOJIb30BaTLCS B 40/ITOCPOYHOM
nepuoge.

Bonee meaneHHbIMM TeMMNaMm CHUXKaeTcs peHTabenbHOCTb NpeanpuaTnsa: B 2018 r Ha
1,8 %. Taknm obpa3om, n3 BCEro BbiLLECKAa3aHHOI0 MOXXHO CAeflaTb BbIBOA O TOM, YTO Y
00O «Bosra MapKeTUHr» nNponcxoanT 3amMenJsieHne TeMMoOB POCTa OCHOBHbIX
(PMHAHCOBO-3KOHOMUYECKNX MOKa3aTenem n CHUXeHne asppekTUBHOCTN NCMNOJIb30BaHUSA
pecypcos.

OnpepeneHo, 4To 3a aHanusnmpyembin nepnog y OO0 «Bosra MapkeTuUHr» pacTtyT
rnokasaTtenu npubbinn, Banoson goxoa, Nnpubslab OT Nnpoaak, Npubbinb Ao
Hanoroob6a10XXeHnsa U, COOTBETCTBEHHO, YNCTasa NPUbbISb, HO TeMMNbI NPUPOCTa BCEX
BblLLENEPEeYNCSIEHHbIX MOKa3aTenen 3aMmegnsaTCs.

Tak, Banosown goxopn B 2018 r. ysenn4mnca Ha 12, 64 % npubbisib oT Npoaax Ha 18,9 %.

2.2 OueHKa KaapoBOoro cocraBa nepcoHana 000
«Bosnra MapkKeTuHr»

Bce dyHKLMN, NpaBa n 0653aHHOCTN PabOTHUKOB 3aKpenaeHbl B AOJIKHOCTHbIX
NHCTPYKLMUSX.

YucneHHocTb paboTHNKOB hupMbl cocTaBnsaeT 18 yenosek. Ka>kabihi COTPYAHUK (PUPMbI
OTJIM4aeTCs BbICOKUM NPO(eCcCNOHANINIMOM N KOMMNETEHTHOCTbLIO B MPOogeCcCuoHaIbHON
chepe neATesIbHOCTU, BbICOKUM YPOBHEM KBasnpumkaumnn. Kak pykosoguTtenn oTaenos,
TaK U pAOoBble COTPYOHUKNU, MMEIOT BbiCLLee obpa3oBaHue.

CTpyKTypa nepcoHana npennpuatma OO0 «Bosra MapKeTUHr» paccMaTpuBaeTcs no
psagy napameTpos (Tabnuvua 2.2).

B opraHusaumm paboTaloT My»XXUYMHbI N XEHLWNHbI, HO B 2018 . XXeHLWNHbI COCTaBASANN
61,1 % cnnco4yHoro cocTtaBa, Ha 2018 r. 55,6 %.

Tabnuua 2.2 - XapakTepucTuka nepcoHana 00O «Bosnra MapkKeTUHr»

KaTeropuwu 2014 2014. 20152015, % 2015 o1 B %



non

My>X4YUMHBbI

XeHLWNHBbI

O6pa3oBaHune

ObLee

CpenHee crneyunanbHoe 8

Bbicwee

Bo3pacT

Ot 20 po 30

OT1 31 pno 40

Ctapwe 40 net

Ctax

MeHee 1 ropa

OT 1 no 3 net

OT 3 oo 6 net

12

38,9

61,1

11,2

44,4

44.4

66,6

22,2

11,2

50,0

50,0

10

10

44.4

55,6

5,6

50.0

44,4

55,6

33,2

11,1

33 .4

55.5

5.5

-5,5

-5,6

5,6

-11,0

11,0

11,1

-16,6

5,5



B 2018 r. konmM4yecTBO CNeumasncToB C BbICLUMM U CrieynasibHbIM CpeaHUM
obpa3oBaHuem coctasnseT 94,4 %. Konn4ecTBo CreumanncToB Co CpeaHuMm
obpa3oBaHMEM yMeHbLINNOCh Ha 56, 94%.

B opraHmnsauun paboTatoT COTPYOAHUKN BCEX BO3PACTHLIX TPy, B TOM 4yucie camas
bonbwasa rpynna coTpyaHMKoB Bo3pacToM oT 20 ao 30 neT ymeHbLInaach oT 66,6 % B
2017 r. o 55,6 % B 2018 r. CaenaTb BbIBOA O TOM, 4TO 3a NMOC/EOHNN rog Ha
npeonpuaTun yBoanncsa 1 cCOTpyaHuK n 6bi1 BHOBb NPUHAT HOBbLINM COTPYAHUK. Bonee
5094 coTpyOQHNKOB MMEIT CTa)k paboTbl B OpraHm3auum ot 3 Ao 6 fieT, TO eCTb
paboTatoT co aHA ocHoBaHUA OO0 «Bonra MmapkeTuHr». JonosHnTeNbHas nHpopMaums
0 TeKy4YeCTn KagpoB npencrasneHa B Tabavue 2.3.

Tabnuua 2.3 - AHanu3s TeKy4yectu Kagpos B 000 «Bosira MapKeTUHr»

Moka3aTenb 2017 r 2018 r
CnncoYyHas YNCNeHHoCTb Ha HavaJsio roaa, 4yen. 18 18
CnncovyHas YNCNeHHoOCTb Ha KoHeu, roga, 4yen. 18 18
CpenHecnnco4yHas HNCNEeHHOCTb 3a nepunoa 18 18

Yucno npuHaTbIX Ha paboTy, yen.

Yncno yBoJsIEHHbIX 3a Nepuog, Yen.

M3 HUX No CO6CTBeHHOMy XKeJlaHunto, 4erl.

KoathpurumeHT TekyyecTn Kagpos, %

N3 Tabnunubl BWAHO, 4TO Ha npeanpuaTmn B 2018 r. KO3IPULNEHT TEKYHeCTU KagpoBs
coctasun 5,5 %.



B cTpykType ynpasneHnsa OO0 «Bonra MapkeTUHr» OTCYTCTBYEeT AOJIKHOCTb
MeHe[ Kepa Mo yrnpasJieHU0 nepcoHasoM. Bonpocamu ohopmaeHns Ha paboTy u
YBOJIbHEHUA COTPYAHMKOB 3aHNMaeTCA NOMOLHUK reHepasibHOro AnpeKTopa, He
UMeLWNN cneumasnbHOro MeHea)Xepckoro obpasosaHus.

PaboTa c nepcoHasioM 1 peryampoBaHne AesATeNbHOCTM pabOTHMKOB BEAETCSA Ha
OCHOBaHMN CNeaywmnx BHYTPUDMPMEHHbIX KaapoBbiX JOKYMEHTOB:

1.«MpaBnna BHyTpeHHeEro TpyaoBOro pacnopsnka», KoTopble peryampyroT
[esaTeNbHOCTb BCEN OpraHm3aunm B LesioM, onpeaensatoT: Bpems paboTsl,
NPOAOJIKUTENbHOCTb paboyen Hepenun, ANTENbHOCTb OTNYCKOB, BPEMS NepepbiBOB U
BbIXOAHblIEe OHW; MOPSALOK NpYeMa 1 yBOJIbHEHNA PabOTHMKOB; CUCTEMY MOOLWPEHUN U
HaKa3aHWW; OCHOBHbIe NpaBa N 06sa3aHHOCTN pabOTHUKOB.

2.[00/KHOCTHbIE NHCTPYKLMN CNEeLManncToB onpenensioT OCHOBHbIE NpaBa U
06513aHHOCTN COTPYAHMKOB, @ TakK)XXe OTBETCTBEHHOCTb, KOTOPYIO OHUN HECyT B
COOTBETCTBUM C 3aHUMaeMOWN OOJIKHOCTbIO, N yCNoBUS paboThl.

3.JIn4HbIE KApPTOYKN COTPYOHUKOB, KOTOPbIE COAEpP»XaT BCO MHDOpMaLUKN O
coTpyOHuKax: obpa3oBaHMe; onbIT PaboThkl; HANNYME KYPCOB AOMOJIHUTEIbHOWN
NOAroTOBKN, CEPTUPUNKATOB; AATy U CPOKN OTMNYCKa; COLMalibHbIe NIbroThl, Harpaasl,
NooLLpeHMs.

JlaHHble [OKYMeHTbl obneryatoT paboTy nepcoHasia n NOMOratoT PYKOBOAUTENIO
opraHmM3auun B yrnpasJieHUN KagpaMu.

B nOKyMeHTax No cucteme yrnpaBieHNs nepcoHasom He npopaboTaH psag pyHKLUNA
ynpassieHns NnepcoHasioM: HeT MJaHoB aganTaunn HOBbIX COTPYOHUKOB; poTauuns
rnepcoHasia oCyLecTBAAEeTCSA CTUXUNHO, B COOTBETCTBUM C 0cBOBOXXAeHMEM pabo4mx
MecCT; Ha NpeanpuaTUN He COCTaBAATCS MJaHbl NHOUBUAYANILHOMO Pa3BUTUA n
KapbepHOro pocTa COTPYAHWKOB; OLEHKa CneumanmcToB NpoBoanTcsa BbIGOPOYHO Mo
pekoMeHOaunsaM pykoBoauTeNs, NJaHoBas oLeHKa BCero rnepcoHasia He NpoBOgUTCS;
aTTecTauusa NpoBOANTCA TONLKO OJ19 pyKoBoguTenen nogpasaeneHuni, nnaHa
aTTecTauunm 1 ee persaMeHTa Ha NpeanpuaTMn HeT; HESKOHOMUYECKas MOTMBaL KNS
HOCUT BeccUCTeMHbIN XapakKTep U He CBA3aHa C OpraHM3auMoOHHON Ky bTYPOWN.

2.3. AcchnepoBaHue KOMMYHUKaALUMOHHOIO npouecca B
ynpassieHuu opraHusauuen OO0 «Bosra MapKeTUHr»



N3y4yeHrne KOMMYHUKaUMOHHOIo npouecca B ynpassieHun OO0 «Bonra mapkeTuHr»
npoBoAnTCA B 0611aCTAX aHaM3a BEPTUKASIbHON KOMMYHUKaL UKW, FOPU30OHTasIbHOMN
KOMMYHUKaLWN, OLLEHKN OCHOBHbIX BUAOB KOMMYHUKaLNW, BbiSBeHUS npobaemM u
He[OoCTaTKOB B NpoLecce KOMMYHUKaLWN.

BepTukanbHaa koMmMmyHukauma peanmisyetcsa B OO0 «BoJsira MapKeTUHr» Kak
OBYXYpPOBHEBasA CTPYKTypa ynpaBseHns. PyKOBOACTBO TEKYLLEN AEATENbHOCTbIO
OCyLLeCTB/IAETCSH reHepasibHbiM UpeKTopoM. B cTpykType ynpasneHna OO0 «Bosra
MapKeTUHI» YeTKO MPOCNeXMNBaTCA BEPTUKAJIbHbIE KOMMYHUKaLUWOHHbIE MOTOKMN,
KOTOpPbIE MPOXOAAT OT reHepasibHOro ANpPeKTopa K pyKoBoaUTeNAM AenapTaMeHTOB, OT
pykoBoauTesnen genapTameHToB 40 UX NOAYNHEHHbIX.

CBsA3b OCYLLECTBAAETCS CBepXy BHU3, TO €CTb annapaT ynpaB/ieHUs BblgaeT UHCTPYKLUUN
nnn opyryto popMy CBA3M N OMNyCKaeT ee HUXXe B opuckl. YnpasneHne OO0 «Bonra
MapKeTUHI» OCYLLEeCTBAETCS Ha OCHOBE JIMHENHO-PYHKLMOHAIbHOW OpraHn3aunoHHON

CTPYKTYpBbI.

JINHENHO-PYHKLMOHaIbHasA CTPYKTypa YNpaBieHNs - 3TO CTPYKTypa OpraHoB
yrnpasJsieHUs, COCTOoAWasa N3 JIMHENHbIX Nogpa3aesIeHNN, BbINOJHAWNX OCHOBHYO
paboTy B opraHu3saumnun, n cnyxebHbix GyHKLMOHabHbIX NOoApa3aeneHun.

OpraHn3aLNoHHY CTPYKTYPY TakXXe MOXKHO paccMaTpuBaTh Kak OpMY pa3aeneHuns v
COTPYAHMYECTBa yNpaB/IEHYECKOW AeATEeNbHOCTH, a ClefoBaTesibHO, NpaBa u
OTBETCTBEHHOCTb 3a UX peanmsauuto. PewieHne o Bbibope opraHN3auMoOHHON CTPYKTYpbI
NPUHUMaeTCs BbICLUMM PYKOBOACTBOM. Noa pyKOBOACTBOM reHepasibHOro ANpeKTopa,
NMOMOLLHWKA, rNaBHOro byxranTtepa, AMpeKTopa NPoeKkTa, HavyaJlbHMKa KOMMEPYEeCKoro
oTaena.

FeHepasibHbIN ANPEKTOP KOHTPOIMPYET BbIMNOJIHEHNE 3aKa30B COTPYAHMKAMMN KOMMaHUN,
NoANUCbIBaeT AOKYMEHTbI, MPOBEPSET NPaBUJIbHOCTb BbIMOJIHEHHbLIX OTYETOB,
3aKJIl04aeT AOroBopbl C APYruMn hpMamm, Co3faeT npasBusia, NOJIOXKEHNUSA, ULLET U
peann3yeT HOBble BOSMOXXHOCTW.

(naBHbIN Byxrantep Npous3BoAUT BbiNaaTy 3apaboTHOW NaaThl; AeslaeT HavYucaeHus;
rOTOBUT OTYET O (PUHAHCOBOWN AeATesIbHOCTU; obpabaTbiBaeT MHpopMaLmnio 1
CBOEBPEMEHHO npeaynpeXxaaeT 0 HeraTUBHbIX ABJIEHUAX B (PUHAHCOBOWN AeATeNbHOCTY;
MOBUNN3yeT BHYTPEHHME pe3epBbl N 3PPEKTUBHO UX UCMOJIb3YET.

PykoBoguTesib MpoeKTa - OTBe4YaeT 3a peasim3aunio npoekTa oT pa3pa60TK|/| ero ngen u
MaKeTa 00 N3rotToejieHus Hapy)KHOI7I peksiaMbl U ee MOHTa)ka. [lInpeKTop npoekTa



cneguT 3a cobslogeHneM CPOKOB 1 KayecTBa pekjlaMHOro npoaykTa. Mo ero
NOAYUHEHMIO HaYa/IbHUK KPEeaTUBHOMO OTAeNa U HavYalbHUK OTAeNa NPpon3BoaACTBa
oTnena.

PyKoBOAMTE/b KPEAaTUBHOIO OTAe/a PYKOBOAMT rpynnon cneumnaincToB AenapTaMeHTa,
oTBeYaeT 3a pa3paboTKy KpeaTUBHOW NAen N KOOPANUHMPYET ee C 3aKa34MkoM. B oToene
pa3pabaTbiBaeTCsA MaKeT PeKJIaMHOIro NpoayKTa, hopma rnepesoaa nuaew.

PykoBoauTesb NPON3BOLACTBEHHOIO OTAE1a PYKOBOOUT rpynnon cneunaancTos,
KOTOpbl€ CO34al0T NOTOBbLIN PEK/IAMHbIN NPOAYKT B COOTBETCTBUK C pa3paboTaHHON
naeen n 3aHNMaKTCA ero yCTaHOBKOW.

PyKoBOAMTE/lb KOMMEPYECKOro OTAeNla 0TBeYaeT 3a NOUCK KJIMEHTA, 3aKJIlO4YEHNE C HUM
[10roBOpa U NpoBeAeHNe KOHTPOSIS 3a cob/loieHneM yCoBuin Jorosopa. B
KOMMEpPYECKOM OThAesle OCyLLeCcTBASETCA CornacoBaHne CToMMoCcTy paboT no Aorosopy,
NCMofib30BaHNeE MeTOA0B CTUMYJINPOBAHUSA KNEHTA, NMOPsSA0K OnJiaThl 4OroBopa.

MOMOLLHUK FreHepasibHOro ANPEKTopPa BbIMoAHAET paboTy No AOKYyMeHToobopoTy
PEeKJIaMHOro areHTCTBa, BeeT y4YeT nepcoHana, oQopMasieT JOKYMEHThLI O NpuemMe n
YBOJIbHEHUN COTPYAHWKOB.

YnpasneHne OO0 «Bosira MapKeTUHI» OCyLLEeCcTBASETCA Ha OCHOBE JINHENHO-
PYHKLMOHANIbHOW OpraHn3aLMoHHON CTPYKTYPbI.

JINHeNHo-PYHKLUMOHaNbHasA CTPYKTYpa ynpasneHna Hanbonee achdheKkTUBHaA A5 TaKon
HebonbLWOW OpraHn3aunn.

Bnaropaps aToMy opraHmsaumsa npuobpetaeT CocoObHOCTbL COBEPLUEHCTBOBATL CUCTEMY
ynpaBJieHWS, NOBbILWATb NPONU3BOANTENBHOCTb U 3PPEKTUBHOCTbL. DTO AaeT
MOJIOXKUTENbHbIN 3PPEKT, KOTOPbIA MO3BOJISET BbICLUEMY PYKOBOACTBY COCPEAOTOYUTHLCSA
Ha pewweHnn cTpaTernvyecknx 3agay pasBmTus opraHusaumm, obecneynTs ee

3 PeKTUBHOE B3aMMOAENCTBME C BHELIHEN cpenon. KpoMme Toro, KOMnaHmsa, co3gaHHas
B COOTBETCTBUM C 3TON MoAenbio, npuobpeTaeT rMbKOCTb M CNOCOBHOCTL BLICTPO
pearnpoBaTb Ha MEHSAOLLMECS YC/IOBUS N PECTPYKTYPUPOBATb JIMHENHbIE
noapa3nesieHns rno Mepe paclunmpeHns opraHnsaummn. BaxxHo oTMeTuTb, 4TO
pacnpeaeneHme QyHKLUNOHaIbHbIX PabOTHMKOB MOBbILLIAET Ba)>XHOCTb BbIMOJIHAEMbIX UMW
onepauun.

MpUHATNE 3TOM OPraHN3aLMOHHON CTPYKTYPbl CBA3aHO C TEM, YTO €IMHCTBO
KOMaHA0BaHWUs, MPOCTOTa CBA3EN N onpenesieHHOCTb 3aBUCMMOCTEN yCreLlHo



peann3yrTCsa B JIMHENHbIX CTPYKTYypaxX. Takom TUN CTPYKTYpPbl HEBO3MOXKEH MNpwn
KpynHoMaclwTabHOM ynpaBaeHnn, MOCKOJIbKY NPUBOAUT K PE3KOMY YBEINYEHUIO
KOJQIMYeCcTBa LWaroBs, B TO »Xe BpeMs OH Hanbonee noagxoauT AJ19 Manoro n cpeaHero
busHeca.

FOpPU30HTaIbHbleE KOMMYHUKALMOHHbIE MOTOKN CYLLECTBYIOT MeXAY PaBHbIMU MO 3BAHUIO
YsleHaMW opraHn3aunmn, pyKoBoaonTenaMm oTaAe/10B KOMMepPYeCKnx, GPUHaHCOBbIX U
NMPOW3BOACTBEHHbIX Noapa3aeneHnin. OHM peasn3yTcs Ha NPON3BOLACTBEHHbIX
coBelaHmax, Nnpm obCcy>xaeHnm BONPOCOB NMPUBJIEYEHNSA HOBbIX KJIMEHTOB B
opraHu3aumio, NnpoBefeHus MeponpuaTUn No MOTMBaLUN U CTUMYJIMPOBAHMUIO
notpebuTtenen, nposeneHUs crneunanbHbiX MEPONPUATUIA. TOPU3OHTaNIbHbIE
KOMMYHUKaLNN 9BAAITCA dopMasibHbIMU N HEOPMasIbHLIMU, KaK YaCTb MepPonpuaTnn
Mo KOPMopaTUBHOW KyNbType (Npa3aHNKN 1 NMo34paBeHNs).

B 3TOM c/ly4ae CBSI3b MPOUCXOAUT KaK B YCTPOMCTBE YNpaBJ/ieHUs, TaK N Ha YPOBHSIX,
PaCMnoNoXXeHHbIX HMXXE, NoA4 YCTPOMCTBOM yrnpaBfieHns. O6bl4HO MEXJINYHOCTHbIE
OTHOLLEHUNA HA HMXKHUX YPOBHSX NPOBOASATCSA HE3AaBUCMMO OT FreHepasibHOro ANPEKTOPA,
HanpuMmep, obcyxaeHne obbeMa paboT Mo NPOEKTY, TEXHONIOMNU X peann3aLnm.

Mcnonb3oBaHMe OCHOBHbIX TUMOB KOMMYHUKALMA 3aBUCUT OT (hOPMblI
KOMMYHMKALIMOHHOI O npoLecca.

00O «Bonra mapkeTuHr» pa3spaboTasno n 3pPeKTUBHO PYHKLNOHUPYET CUCTEMY
3/IeEKTPOHHOIr0 4OKyMeHToobopoTa, BHeApPUAa CUCTEMY YMPaBAEHNA U OLEHKMN KIOYEBbIX
nokasaTtenen achpeKTUBHOCTHU, a Tak)Ke npoaenana 6onbwyto paboTy no
nenernpoBaHMIo NOJIHOMOYMIM Ha pPa3HbIX YPOBHAX OTBETCTBEHHOCTM.

Ins Hana>XnMBaHUSA KOMMYHUKaLWIA BHYTPU KOMMNAHUN UCMOb3YOTCA MHGOPMaLNOHHbIE
6yKkneTbl, CTEHAbI, MJaKaTbl, penopTaXku, AWmnKn obpaTHOM CBA3W, Megna-npeseHTaumm
MEeHe>XepoB, BCTPeYN, BCTpeUUn C KnneHtamm, MIHTepHeT.

B cBoeinn paboTe LeHTp BHYTPEHHUX KOMMYHUKauun ygensetT ocoboe BHMMaHue
noayyeHuto obpaTHOM CBA3M C UCMOJIb30BAHMEM MOYTOBbLIX ALLMKOB 06paTHOW CBA3MU,
BCTpeY, obcyxaeHun, obcyxaeHunto npobnem Ha cobpaHuax n cobpaHusax scen paboyen
cunbl. Ansa Toro, 4Tobbl N3y4YNTb CAOXKUBLLYIOCA CUTYyauUWUio, BbISIBUTb CyLLL,ECTBYOLLME
npobaembl, NPOKOHTPOIMPOBATb OTHOLUEHMNE COTPYAHNKOB K KOMMaHUW, MPOBOANTCSA
coumosiornyeckoe ncciegoBaHme (C NCNoNb30BaHMEM pPa3HbIX METOLOB - OT
aHKEeTMPOBAHMSA 00 NINYHbIX UHTEPBLIO).



KOHeYHO, KOMMaHuMA elle He caenana Bce, 4Tobbl MOTHOCTLIO pewnTb Npobnemy
0CBELO0MJIEHHOCTN COTPYAHMKOB. HOBble naen n npeanoXXeHns paccCMaTpMBaOTCA U
aKTUBHO 0bCcyxaalTcs, Hanbosniee NnepcrnekTUBHbIE N3 HUX ByayT peann3oBaHbl B
KOMMaHWN.

Opyrum enaom ceasm B OO0 «Bosra MapKeTUHr» aBngeTcs «KonbueBasa nodyrta» (y
Ka)XOo0ro COTpyAHMKa opraHmnsaunm eCTb CBOW NOYTOBbLIN ALWMNK). DTU NOYTOBbIE ALLNKN
OTMPaBJIAIT KOPPECNOHAEHLNIO, @ TaKXXe pa3/iIndyHble AOKYMEHTbI, JINYHYIO NOYTY U T. A.

B ropmnsoHTanbHOM hopMe KOMMYHUKaLUKN OCYLLECTBAATCA NO Y>XKe N3BECTHbLIM CXeMaM;
Mpexnae Bcero, UCNosib3yeTCss BHYTPEHHUIN TenedoH, C MOMOLLbIO KOTOPOro COTPYAHUKN
MOryT obLiaTbCsa Apyr C APYroM, He Nokuaas paboyero MecTa, a TakXe cucTemMa
COTOBOW CBA3UN. DNEKTPOHHAA NOYTa (3/IEKTPOHHASA NOYTA) TakXKe ABAAEeTCH OAHUM U3
CcaMbIX yaobHbix cnocoboB obuieHna. CneayeT OTMETUTb, YTO JIEKTPOHHASA MoYTa
NCNoJb3yeTCHA KaK COTPpYAHUKaMu nNpu obieHnn apyr ¢ 4pyrom, Tak n npu obuieHmnmn
KJIMEHTaMMN.

He ocTatoTcsa 6€3 BHUMaHUA N INYHbIX BCTpeYy. Beab nHorga ona nepenayvn nHgopmaumm
Tpe6yeTc;| JINYHOE NMPUCYTCTBNE He/10BEKa, 4yTObbI MOKa3aTb Cepbe3HOCTb coobuieHuns
ninm Ka>Xxaoro ykasaHud.

BHelHne KOMMYHVKaAUMOHHbIE NMOTOKU peasim3yoTCsa Yyepes MepornpuaTms rno
MPOABMXXEHUIO YCIIYI pPeKJIaMHO-MapKeTUHIoBOW rpynnbl BOo/XKCKOro MapKeTUHroBOro
opymMa (MapKeTUHroBble KOMMYHUKaUUKU, NHPOPMaLLMOHHO-KOMMYHUKALMOHHbIE
TexHosnormm peknamsl n PR).

B Le/I0M 3TV KOMMYHUKALMOHHbIE MOTOKW MOXHO CYUTATb yAOBNETBOPUTESIbHBIMU,
MOCKOJIbKY OHM peLlatoT 3a4ayn yrpaBseHNs opraHmsaumnen, pa3smuTmnsa busHeca u
CO3[4aHNA LUNPOKOWN N3BECTHOCTMN, 61aronpmMaTHOrO UMMA)Xa 1 0es10BON penyTaumn
KOMMaHWN.

PykoBoacteo OO0 «Bonra MapKeTUHr» NpoBOAUT onpeaeneHHyo paboTy no
PDYHKLNOHUPOBAHNIO BHELWIHNX KOMMYHUKALWOHHbBIX MOTOKOB, (hOpMYynmpys n gosoas Ao
CBOEro uesieBoro pbiHKa n obwecTBeHHOCTN hrnnocopuio, MNCCUID, LESIN U LEHHOCTHK
opraHu3sauunu.

Mpn aHann3e KOMMYHUKaLMOHHOIo npouecca B opraHmnsaunmn OO0 «Bosira MapkKeTUHr »
Obin BbIABNAEH pAa npobnem: owmnboyHbIN NnepeBod NMHpopMaUnmM Ha pa3HbIX dTanax
nepegayn COTpyaHUKamm opraHmsaumm; ECTb He4OCTaTOYHO TOYHO CHOPMYINPOBAHHbIE
coobuleHns, B KOTOPbIX €CTb HETOYHOCTb (POPMYJINPOBOK, NX HEOMNMpPEeLEesIeHHOCTb,



HernocsenoBaTeJibHOCTb, MNJioxoe rnpeancrtaBjieHne MbICJIEN.

NckarkeHne coobuieHuin B npoLecce nepeMeLeHmsa nHpopmMaumnm BHYTPM OpraHmn3aumm
BBEPX M BHU3; coobueHns HenpeaHaMepeHHO NCKa)KalTCHa U3-3a TPYAHOCTEN B
MEXJIMYHOCTHOM 0bLLEeHNN; NCKa)keHne coobuieHnin npomcxoamT npm obpaboTke
WHOpMaLLMK, KOrga pa3findyHble NpenaTCTBUA B MEXJIMYHOCTHBLIX KOHTaKTax MOryT
MOATOJNIKHYTb UX, YTOObI OTCEATb HEKOTOPbLIE U NOAYEPKHYTb Apyrue coobueHuns);
MCUXOJIOMMYECKNIN HACTPOW COTPYOHUKOB, MPENATCTBYOWNA Pa3BUTUO OPMasibHbIX U
HedopMasibHbIX OTHOLLUEHNI MeXy COTPYOLHUKAMUN OpraHmn3aunm; HeCcBoeBpeMeHHas
[OCTaBKa MHOpMaUUM COTPYOHNKAM N PYKOBOACTBY; HU3KaA SPpPeKTUBHOCTb
KoMMyHukaumin OO0 «Bosra MapKeTUHIr» BO BHELWLHEN cpeje.

AHann3 ropm3oHTasIbHbIX KOMMYHUKALMOHHbBIX MOTOKOB MOKa3aJl, YTO HeJOCTaTKOM
paboTbl pykoBoacTea OO0 «Bonra MapKeTUHr» CTaNo OTCYyTCTBME MPOrpamMmbl
KOPMOPaTUBHOW KyNbTypbl. B KPU3UCHBIX N KOHPANKTHBLIX CUTYaLNSAX BaXXHYIO pPOJb
nrpaet HedopmManbHoe obuieHne.

BbiBOA

Taknm obpa3om, 6bIN0 NpPoBeAEeHO UcciefoBaHNe KOMMYHUKALMOHHOIO npoLecca B
pykosoacTee opraHmsaunm OO0 «Bosra MapKeTUHr».

N3y4yeHne KOMMYHUKaLIMOHHOIO npouecca B ynpaBaeHnn NoBOIKCKOro MapKeTUHIOBOro
dhopyMa npoBoanTCca B 061aCTAX aHaNM3a BEPTUKAJIBHON KOMMYHUKAL NN,
rOPU30HTAa/IbHON KOMMYHWUKALIMW, OLEHKN OCHOBHbIX BUOOB KOMMYHUKALUWN, BbISBNEHUS
npob6sieM 1 HeJoCTaTKOB B NPOLIECCE KOMMYHUKALIWN.

YnpasneHne OO0 «Bosra MapKeTUHI» OCyLLEeCcTBASETCA Ha OCHOBE JINHENHO-
PYHKLMOHANbHOM OpraHn3aLMoHHON CTPYKTYPbI.

O0O0 «Bonra mapkeTuHr» pa3paboTano n spPeKTUBHO PyHKLNOHNPYET CUCTEMY
3/IEKTPOHHOIr0 AOKyMeHTo0b0opoTa, BHeAPWUAa CUCTEMY YMPABIEHNSA N OLLEHKUN KIHOYEBbIX
nokasaTenen 3(pheKTUBHOCTU, a Takxe npogenana bosnbluyio paboTy no
nenernpoBaHuo NOJTHOMOYUI Ha Pa3HbIX YPOBHAX OTBETCTBEHHOCTMN.

Mpn aHann3e KOMMYHUKaLMOHHOIo npouecca B opraHmnsaunm OO0 «Bosra MapkKeTUHr»
Obln BbIBNEH pag npobnem: owmnboyHbIN NnepeBos NHpopMaunum Ha pa3HbIX 3Tanax
nepenayn COTpygHUKaAMM opraHn3aumn; HefoCTaToO4YHO YeTKO CPOPMYNNPOBAHHbIX
coobLeHnin, B KOTOPbIX €CTb HETOYHOCTb (POPMYJIMPOBOK, MNJI0X0Ee NpeAcTaBieHne
MbICJ/IEN; UCKa)keHne coobLLieHnt B npoLecce nepemMeLleHnsa nHpopMaunm BHyTpu



OopraHmsaunm BBepx M BHN3;, HeCBoOeBpeMeHHaA O0CTaBKa VIHCbOpMaLl,VIVI COTpyOHMNKaM U
PyKoBOACTBY, HeMpaBuJibHOe OTHOLLUEeHne pa60THI/IKOB, YTO NMpenaTCTBYET Pa3BNTUIO
q)OpMaJ'IbeIX 7 HquODMaJ'IbeIX OTHOLUEHUN Mexay pa6OTHI/IKaMI/I OopraHmMsaunn.

3. COBEPLLEHCTBOBAHWe BHYTPEHHUX N B
HELWHNX KOMMYHUKALLUA B 000 «BOJITA
MAPKETUHTI »

3.1. Ponb BHELWHUX KOMMYHUKALUN B YNPaBJ/IeHUM
00O «Bosira MapKeTuHr»

®yHKUMN B 06/1aCTN BHELLIHUX KOMMYHUKaUWA: QOpMUPOBaHME (CoOXpaHeHne nam
N3MEHEHNE) XKESTAEMOro MMUOXKA OpraHn3aunn; nHpopMmnpoBaHmne ob obliecTBeHHOM
3HAYMMOCTUN AeATEeNIbHOCTM PEKIAMHO-MAPKETUHIOBOW Fpynnbi;

- NOArOTOBKA TEKCTOB BbICTYMNJIEHN, MaTepmnanoB (B TOM 4Yucae cnamngos, puabmMoB) on4
rnpecc-KoHpepeHLnin, Npecc-penm3os 1 T.4.; YCTaHOBNIEHME, NogAep)XaHne U
paclwnpeHmne KOHTaKTOB C LesIeBoN ayanTopuen;

- MeponpuaTuns, HarpasJieHHble Ha pacllnpeHne cepbl BANAHUA KOMMNAaHNN CpeacTBamMu,
a[leKBaTHbIMW NOCTaBJ/IEHHOW LEsnN N He npoTmBopevallnMun counanbHOM 3TUKE;

- paboTa co CMU;

- DeATenbHOCTb Mo cbopy N aHanm3ly NHpopMaLnm, oTCNeXBaAaHNE OT3bIBOB U
KOMMeHTapueB, Kacawwmecsa geatenbHocTn OO0 «Bonra MmapkeTUHr»;

- N0AroToBKa OTBETOB Ha KpuTuveckme nybnmkauunm 8 CMU.

MpoasuxxeHuo ycnyr OO0 «Bosira MapKeTUHI» MOXXET OCYLLEeCTBAATLCSA C MOMOLLbIO
cllefyoLmnx CpeacTs: TenesmaeHne, paano, XXypHasl, MHTepHeT.

PelwweHne 3aga4 B 06s1aCcTu NpoaBMXKEHNS HanpaBaIeHO Ha TO, 4Tobbl AaTb HeobxoaAnMYO
MHOPMaLMIO CYLLECTBYIOWMM U 3aKa34yMKaM O NepeyHe npoayKuum u ycayr, ycnoBusx,
LeHaX, CTUMYNMPoOBaHUK, Nogaep»XaTbh JIOAJIbHOCTb CYLLECTBYHOWMNX KIINEHTOB,
MOBLICUTb UMNOXX MPEANPUATUSA, NHPOPMUPOBATL NOTpedbuTenen o NPOBOANUMbIX aKLUAX,
creuvasnbHbIX NPEeasIOXEHNAX U APYTUX MAPKETUHIOBbIX NU3MEHEHUSX.



3.2. PekoMeHaauuMM NO yNy4LLUEHUIO NpoLecca KOMMYHUKaLUN BHYTPU
opraHum3auuu OOO «Bosnra MapKeTUHr»

CoBepLUeHCTBOBaHME BHYTPEHHUX N BHELUHUX KOMMYHUKauun 000 «Bonra mapkeTuHr»
HanpasJIeHO Ha npeoosieHne HeJOCTAaTKOB B YNpaB/leHUN KOMMYHUKALMOHHbIMUA
MOTOKaMMW.

CnepyeT NpOBECTU MEPOMNPUATUS NO CAEOYIOWMM HarMpaBAeHUSM:

-pa3paboTka canTta OO0 «Bonra MapKeTUHr» oaa UCnoab3oBaHUA ero pecypca B
npoBeneHNN BHYTPEHHNX U BHELWHNX KOMMYHUKALNIW; NMpoBefeHNe KOMMYHUKALNOHHbIX
MeponpuATUK No NPoABMXeHUIO Muaxa n ycnyr OOO «Bonra MapKeTUHr» BO BHELLUHEN
cpene;

-npoBefeHNe MeponpuATUIA MO KOPNOPATMBHOM KybType A8 aKTUBMU3aL MK
He(OopMaJibHbIX KOMMYHUKALMOHHbIX MOTOKOB BHYTPW OpraHn3auuun.

B uenom Heobxoanmo obecnevynTb ynpaBaeHne nHOOPMaLMOHHbIMU MOTOKaMMN B
opraHmsaumn, T.e. YHeTKO NpencTaBnAaTb NOTPebHOCTM B MHDOPMaL N BCEX YPOBHEN
ynpaBJIEHMS N OPraHn30BaTb MNOTOKM MHPOPMaLMN B COOTBETCTBMN C 3TUMU
noTpebHOCTAMM, @ Tak>XXe UCNOoJb30BaTb NpU rnepenayve coobuieHnin napannesbHo
HECKOJIbKO KaHaJl0B CBSI3N (Hanpumep, MMCbMeHHas N yCTHasa peyb).

Cant OOO «Bosira MapkeTUHI» He UMeeT HacTPoeK, KOTopble Mo3BonAN bl akTUBHee
paboTaTb C 3aKa34ymkamu, bbicTpee nHhopMMpoBaTb UX O cBoen paboTe. TpebyeTcs
pacwmpeHne yHKUWA canTa 3a cHeT CO34aHMA HOBbIX HAaCTPOeK:

-pacwimpeHmne NHHOPMaLIUK O PEKSTAMHO-MAPKETUHIOBOW OpraHmn3aUnm n ero ycnyrax,
OCHOBHbIX WU JOMONHUTENbHbIX;

-OpraHn3auna CNCTeMbl 3aKa30B,

-pa3MeLlleHne Ha cante nHgpopmaumm o OO0 «Bosira MapkeTUHr» NPoBOANMbIX aKLUUAX U
MeponpuAaTUAX, MOCTOAHHOE OBHOBNEHME KOHTEHTA; NpoBeAEeHNE MAapPKETUHI OBbIX
nccnenoBaHUM KJIMEHTOB, BbISIBJIEHNE HEYA0B/€eTBOPEHHOI0 CMNpocCa;

-0ONOJIHNTENIbHbIE CepPBUCHI, MoNe3Haa HpopMaumnsd (HoBOE B peK1aMHO-
MapKeTUHIroBbIX TEeXHONOornsx).

CoBeplueHcTBoBaHMe canta OO0 «Bosra MapKeTUHr» yCUIINT KOHKYPEHTHbIE NO3MLUN 1
MOBbLICUT 3PPEKTUBHOCTb NPOABUMXKEHNSA UMULIXKa OpraHM3aumnm n ee ycuyr.



Ncxons 3 HOBOWM KOHLEMLUUM NCMOJIb30BaHNS KOPMOPAaTUBHOIO carTa, MOXHO
npennoXnTb BHECTU chnepywowme nsmeHeHnsa B paboTy canTa. Ha rnaBHom cTpaHuue,
cnepyeT nomMewaTb aHOHCbl HOBOCTEN, OMNOBELaTb O HOBbIX YCyrax n akumnsx.
MopobHasa nHpopmauna byaeT NnonesHom An9 NOBTOPHbLIX MM MOCTOAHHbIX
noceTuTesnen: ecnm nx Kaxxabl pa3s BCTpeyaeT YTO-TO HOBOE, 3TO XOPOLINIA CTUMYN
BO3BpalLaTbCA Ha CalT BHOBb. K TOMY e Takas MOOUNbLHOCTb NOKa3aTesb
AVNHAMUYHOIr0 Pa3BUTUSA KOMMaHUM N CanTa.

Kak n ntoboe apyroe cpeacTBo NPOABMXKEHUS, CAUT O0JKEH yAEepPXXMUBATb BHUMaAHUE
noceTUTenNs, BO BCSKOM CJlyyae, 10 TOr0 MOMEHTa, NOoKa OH He MO3HAaKOMUTCS C
pa3melleHHon nHopMaLmen 4oCcTaTo4YHO NoApobHOo. [Jna 3Toro cCanT OoJIKeH
OT/INYATbLCA NPUBNEKATENIBHOCTbIO, B TO XX& BPeMS A0/HKEH OblTb MPOCTbIM U
OPUEHTUPOBAHHbLIM Ha TO, YTO HEOOX0AMMO KaneHTaM. MIHchopMaLns AONXKHA NErko
YNTATbCS.

Tak >Ke B Ka4yeCcTBe CpelCTB MPOABMXKEHMNS MOTYT ObITb NCMONIb30BaHbl PEKJIAMHbIE
H6aHHepbl Ha TEMATUYECKMX carTax («Ycnyrn npoBeaeHnst peknaMHbIX KaMraHuins,
«MpoBeneHne nccnenoBaHuin», «PaspaboTka NporpaMmbl MPOABMXKEHUS», «YCIYTrn
MapKeTOoJIora»); PacCbiKW; PerncTpaumnsa B coumanbHbIX CETAX.

OcHoBHble pyHKUMN aeatensHocTu OO0 «Bonra MmapkeTuHr» B 0671aCTn BHYTPEHHUX
KOMMYHUKaLWNIA:

-CO3/aHune XeslaeMon aTMocdepsbl, YKpernaeHne KoalekTuBa;

-OpraHM3aLmnsa BCex KOPNopaTMBHbIX MEPONPUATUIA U BHYTPEHHUX aKLUNA,
CNOCOBCTBYOLLINX COXPAHEHWIO N PAa3BMUTUI0 aTMoCdeEpPbl COTPYAHNYECTBA U AOBEPUS B
KOJNIIEKTUBE;

-0OTC/NIeXXMBaHMe 1 MOArOTOBKA MaTepunasioB ANs JOCKM 0ObABAEHNIN; OpraHM3aums
CTeHAa C OCHOBHbIMU COBbITUAMMU (OHN POXKOEHUSA, NOBbILLIEHWE, MPeMUabHbIE,
npasgHuUYHble poTorpadum, No3apaBnTesIbHble OTKPbITKU, OTKPbITbie BakaHcun); paboTa
co cnyxamu. B niobon opraHusauum BpeMs oT BPpEMEHUN POXXOAIOTCA CNYXU - KaKasa-To
CTUXUNHAsA MHOPMaLMSA, KOTopas MoXXeT OblTb, Kak NMpaBaoWn, Tak U JIOXKbIO, KakK
HeraTUBHOW, TaK U MO3NTMBHOW. 3aja4a MeHed)Xepa BbISCHUTb UCTOYHUKN
MPONCXOXXAEHUA C/lyXa N pa3BeHYaTb CJIYX HEraTUBHbIN;

-pa3peLlueHne opraHn3aunoHHbIX KOH(JINKTOB;

-pa3BnTNE rNnepcoHasjla n pa3HOro poada rnoowpeHnA.



Ba>XKHOW 4aCTblo KOPNOPATMBHOM KYJIbTYPbl ABASIOTCS KOPMOpPaTUBHbIE NMPa3aHUKN,
6narofaps KOTOPbIM B KOJIJIEKTUBE yCTaHaBIMBAETCA ApYy>KeCcKasa aTMocdepa.

PyKOBOACTBO A0J/IXXHO pa3paboTaTb NporpamMMy pa3BUTUS KOPMOPATUBHOW KYNbTypbl.
MpakTuka MOTUBALMN COTPYAHUKOB C MOMOLLIbIO MOAAPKOB MNOJy4YnIa LWNPOKOEe
pacrnpocTpaHeHne, HO NPU YCJIOBMN, YTO MOAAPKN COOTBETCTBYIOT CBOEMY Ha3HAYEHMUIO.
MoBOAOB AJ1 BPYYEHUS NOJapPKOB MOXXET ObiTb MHOXXECTBO: [1eHb POXXAEHUS
COTPYAHMKA; NOOAPOK, MPUYPOYEHHbIN K Npa3aHNKY; yXo4 Ha NEeHCMIO; NOOAPOK B CBSA3M
C poxxaeHuem pebeHka nnm nonapok Ha HoBbIl ron pebeHky, Tak Kak Ha NpeanpusaTun y
60/1bLLUNHCTBA COTPYAHNKOB UMEKOTCA OETW.

BbiBOA

Taknm obpa3som, 6binm paspaboTaHbl HarNpaBAeHNS COBEPLUEHCTBOBAHUSA BHYTPEHHUX U
BHeWHMNX KoMMyHuKauumn OO0 «Bosira MapkeTUHIr» HanpasJieHHble Ha NpeoaoieHne
HeOOCTaTKOB B yNpaB/leHUN KOMMYHUKALNOHHbIMU MOTOKaMMW.

Npenno>KeHo NpoBeCcTn MeponpuATnSA No cenyowmm HanpasJeHNaM: nposeneHmne
KOMMYHWUKALMNOHHbBIX MEPOMNpUAaTUA MO NpoaBuXeHnto nmmaxxa n ycnyr OO0 «Bonra
MapKeTUHIr» BO BHeELWHeNn cpefe; pa3paboTka canta OO0 «Bonra mapkeTuHr» ang
MCNOJSIb30BaHMA ero pecypca B NpoBegeHUn BHYTPEHHUX N BHELUHUX KOMMYHUKaUWK;
npoBeneHne MeponpuaTA No KOPNopaTUBHON KyNbType A8 aKTUBU3aLumn
HedOopMaibHbIX KOMMYHUKALMOHHbLIX MOTOKOB BHYTPW OpraHm3auuu.

SAKJIIOMEHUE

Llenb KypcoBon paboTbl 4OCTUrHYTa. AHaIN3 KOMMYHUKaLMOHHOro npouecca B OO0
«Bonra MmapkeTuHr» n pa3paboTka peKoMeHOaunn no ero CoOBepLIEHCTBOBAHNLO
3aBepLUEHbI.

KypcC oxBaTblBaeT TeopeTuyeckme OCHOBbI obuweHnsa un npouecc obuwieHns.

ObLleHne cHMTaeTCsa yCreLwHbIM, eCnuy nojlydaTtesb MHOPMaLIMM MOHMMAET ee
cogeprXaHue afleKBaTHO LLEHHOCTU, KOTOPYHO OTrNpaBuUTeNb NPUOAET ei, TO eCcTb
MeHexXepy. B npoTnBHOM cnyyae nponcxogunTt HeyaavyHoe obLieHue.

OCHOBHas Lefib NpoLecca KOMMYHMKaLUMN COCTOUT B TOM, 4Tobbl obecnedynTs NOHUMaHue
obMeHMBaeMon MHGpopMaLIMK, TO eCTb coobuleHnin. OfHAKO TOT hakT, 4TO MHpOopPMaLUa



obMeHMBaeTCs, He rapaHTUpyeT 3PPEKTUBHOCTb 0OLLIEHNA MeXay NoaAbMU,
y4yacTBYyOLWMMN B obMeHe.

B xone paboTbl 661710 NpoBEeAEHO UCCef0BaHNE KOMMYHUKALWOHHOMO npouecca B
ynpasiaeHun opraHmnsaumen OO0 «Bosra MapKeTUHr».

N3y4yeHne KoOMMyHUKaLMOHHOIo npouecca B ynpasseHnmn OO0 «Bosira MapkeTuHr»
npoBoauTCA B 061acTAX aHanM3a BEPTUKAJIbHON KOMMYHUKAL N, FOPU30HTasIbHOMN
KOMMYHUKaL MW, OLLEHKN OCHOBHbIX BUOOB KOMMYHMKaL NN, BbisBNeHUA npobnem un
HeOOCTaTKOB B Npouecce KOMMYHUKaLUN.

00O «Bonra mapkeTuHr» pa3spaboTasio n sKCnayaTupyeT XopoLlo PyHKLNOHUPYIOLLYIO
CUCTEMY IIEKTPOHHOIro AOKYMeHToobopoTa, BHEAPSAET CUCTEMY YNPaBAEHUSA ”
OLEeHMBAET KJto4eBble NoKasaTenm 3aPPeKTUBHOCTHU, a TakXKe npoaenasno 6onbLyto
paboTy No oenernpoBaHUO MOJIHOMOYUIA Ha Pa3/INYHbIX YPOBHAX OTBETCTBEHHOCTMU.

Mpn aHann3se KOMMYHUKaLUMOHHOIo npouecca B opraHmnsaunm OO0 «Bosra MapkeTUHr »
Obln BbIABNAEH pAa npobnem: owmnboyHbIN NnepeBod NMHpopMaLnnM Ha pa3HbIX dTanax
nepenaym COTpyaHMKaMm opraHn3aumm; HeLOCTaTOYHO YEeTKO CHOPMYIMPOBAHHbIE
coobuleHns, B KOTOPbIX eCTb HETOYHOCTb (POPMYNMPOBOK, MNJI0X0e npeacTaBseHne
MbIC/IEN; UCKaXKeHne coobuleHnn B npoLuecce nepemeLlleHns nHopMaunum BHyTpu
opraHm3aumm BBEPX N BHU3; HECBOEBPEMEHHAs A0CTaBKa MHpOpMaLUN COTPYAHUKaAM U
PYKOBOACTBY; HEMpPaBWU/IbHOE OTHOLWEHME PabOTHMKOB, YTO NMPENATCTBYET Pa3BUTULO
hopMasnbHbIX 1 HeOPMasibHbIX OTHOLIEHNIN MexXAy paboTHMKaMn opraHu3auunn.

B xone paboTbl 6blsin pa3paboTaHbl HanpaB/eHUS COBEPLLUEHCTBOBAHUSA BHYTPEHHUX U
BHELHNUX KOMMYHUKaunm OO0 «Bonra MapkeTUHr» HarnpaBJieHHbIE Ha NMpeofosieHne
HeLOCTaTKOB B YMNpPaBJIEHNN KOMMYHUKALNOHHbLIMW MOTOKAMMN.

Bbl10 NpeanoXXeHo NMPOBOANTL MEPONPUATUSA MO C/eAyWNM HanpaBlEHNAM:
npoBefeHne KOMMYHUKALMOHHbIX MEPOMPUATUA MO NPOoABUXKEHUIO nMmnaxxa n ycnyr OO0
«Bonra MapKeTuHr» BO BHeLWHeN cpefne; pa3paboTka canta OO0 «Bosra MapKeTUHr»
D15 NCMOJIb30BaHUSA ero pecypca rnpu NnpoBeaeHnm BHYTPEHHUX U BHELLIHNX
KOMMYHUKaLNN; KOPNOPaTUBHbIE KYJIbTYPHbIE MEPONPUATUSA ANSA paCLUNPEeHNS
HedopMabHbIX KOMMYHUKALMOHHbIX MOTOKOB BHYTPW OpraHu3auumn.

Mo 3aBepleHnmn ceoen paboTbl MOXKHO COeaTb BbIBOA, YTO peanm3aumns aTmx
MeponpuaTun obecne4ynT He0bXoONMbIA SIKOHOMUNYECKNIA 3P EKT N NO3BONANT OO0CTUYL
MoCTaBJIEHHbIX Nepen npegnpuaTuem uenen.



CMNCOK UCNMNOoJib3OBAHHbLIX NCTOYHUKOB

e "TpynosonHYPERLINK
"http://base.consultant.ru/cons/cgi/online.cgi?req=doc;base=LAW;n=191626"
HYPERLINK
"http://base.consultant.ru/cons/cgi/online.cgi?req=doc;base=LAW;n=191626"koaekcHYPEI
"http://base.consultant.ru/cons/cgi/online.cgi?req=doc;base=LAW;n=191626"
HYPERLINK
"http://base.consultant.ru/cons/cgi/online.cgi?req=doc;base=LAW;n=191626"Poccnmnckon
depepaunmn” ot 30.12.2001 N 197HYPERLINK
"http://base.consultant.ru/cons/cgi/online.cgi?req=doc;base=LAW;n=191626"-
HYPERLINK
"http://base.consultant.ru/cons/cgi/online.cgi?req=doc;base=LAW;n=191626"®3
(pen. oTHYPERLINK
"http://base.consultant.ru/cons/cgi/online.cqgi?req=doc;base=LAW;n=191626"
HYPERLINK
"http://base.consultant.ru/cons/cgi/online.cgi?req=doc;base=LAW;n=191626"30.12.2015)k
"http://base.consultant.ru/cons/cgi/online.cqgi?req=doc;base=LAW;n=191626" URL:
OduunanbHbIN NHTEPHET-NMopTas NpaBsoBon MHMopMaunn http://www.consultant.ru

e "'paxkgaHCKMMHYPERLINK
"http://base.consultant.ru/cons/cgi/online.cqgi?req=doc;base=LAW;n=182110"
HYPERLINK
"http://base.consultant.ru/cons/cgi/online.cgi?req=doc;base=LAW;n=182110"koaekcHYPEI
"http://base.consultant.ru/cons/cgi/online.cgi?req=doc;base=LAW;n=182110"
Poccnimnckon ®epepauunn (4actb YetBepTan)" ot HYPERLINK
"http://base.consultant.ru/cons/cgi/online.cgi?req=doc;base=LAW;n=182110"18.12.2006
N 2HYPERLINK
"http://base.consultant.ru/cons/cgi/online.cgi?req=doc;base=LAW;n=182110"30HYPERLINE
"http://base.consultant.ru/cons/cgi/online.cgi?req=doc;base=LAW;n=182110"-
HYPERLINK
"http://base.consultant.ru/cons/cgi/online.cgi?req=doc;base=LAW;n=182110"®3
(pen. ot 28.11.2015, c n3m. o1 30.12.2015) (c nam. n gon., HYPERLINK
"http://base.consultant.ru/cons/cgi/online.cgi?req=doc;base=LAW;n=182110"BcTYyn.
B cuny ¢ 01.01.2016)HYPERLINK
"http://base.consultant.ru/cons/cgi/online.cqgi?req=doc;base=LAW;n=182110" URL:
OduunanbHbIN NHTEpHeT-NMopTan npasoson nHpopmaunm HYPERLINK
"http://www.consultant.ru/"http://www.consultant.ru



YamkunH, A.C. OCHOBbl KOMMYHUKOJI0Ir M (TEopns KOMMyHUKauumn): YyebHoe nocobue
[/ A.C. HaMKuH. - M.: UH(ppa-M, 2018. - 384 c.

LLlapkoB, ®.1. KOMMYHNKONOrMSA: OCHOBbI TEOPUN KOMMYHUKaUWN: Y4ebHUK ons
bakanaspos / ®.UN. LWapkos. - M.: OJawkos n K, 2016. - 488 c.

HaxmnmoBa, E.A. OCHOBbI TEOPUN KOMMYHUKaUnn: Y4ebHoe nocobue, ctep / E.A.
Haxumosa, A.l1. YyanHos. - M.: ®nuHTa, 2015. - 164 c.

KoHywknHa, A.O. CoBpeMeHHble KOMMYHUMKaLUnn: opraHn3aunoHHbin nogxon / A.O.
KoHywKunHa, A.B. ®epoposa // UHHOBaumMoHHadA Hayka. - 2015. - Ne 3. - C. 247 - 252.
Awwupos [. A. YnpasneHune nepcoHanoMm: yyeb. nocobue gnsa By3oB rno
cneunanbHOCTU «Ynp. nepcoHasnom» [/ [I. A. Awmpos. - M.: MNpocnekT, 2015. - 432 c.
baszapos T. 0. YnpaBsneHune rnepcoHanom: Y4ebHoe nocobue anqa ctyn. cpen. npod.
y4eb. 3aBegeHun / T. KO. ba3apos. - 4-e n3a., ctep. - M.: Akagemus, 2013. - 224 c.
bepHeT [3K., MopnapTn C. MapKeTUHIroBble KOMMYHUKALMN: UHTErpUPOBaHHbIN
noaxon: MNMep. c anr./Mop pea. C.I.bexyk. CMN6: Nntep, 2016. - 213 c.

Booawn ., NMantoH P. OcHoBblI MeHea)xMeHTa. / Nog pen. KO.H. KanTypeBckoro. -
Crne.: MNMutep, 2014. - 216 c.

BuHoKypoB, B,A. YnpaBieHne pa3BuTUEM PbIHOYHbIX BO3MOXXHOCTEW NpeanpuaTms
(Ka4ecTBO ynpaB/ieHUs, CUCTEMHasa opraHusauns, ctpaterm4eckoe rnjaaHMpoBaHume)
/ B.A.BnHokypoB. — M.: 3paTenbcTtBo «bnarosect-B», 2013. -200c.

fanonerx-o, A.H., NMaHkpyxuH, J1.Il. CTpaTernyeckoe ynpasneHune A.ll.N'ano, cnk-o,
M.M.MNaukpyxun M.: N3pgatenbctBo «OMera- J1», 2014. - 464 c.

FroavH, A. M. MapkeTuHr: Y4ebHuk / A. M. ToguH. - 2-e nsa., nepepab. n gon. N3a-
Bo. JawkoB n K, 2015. - 604 c.

FpomkoBa, M.T. OpraHn3saunoHHoe nosegeHne / M. T. FpoMKoBa - 2-e u3g., nepepabd.
n gon. - M.: OHUTWU-OAHA, 2014. - 387 c.

unranos Bl'. OCHOBbI MEHEeO)XMEHTa 1 yrnpaB/ieH4YeCKON AeATeNbHOCTU. Y4ebHoe
nocobue onga KoonepaTUBHbLIX Y4ebHbLIX 3aBeAeHNN B 2-X YacTax. - M.: 2013. - 397c.
3BepuHueB A. b. KOMMYHUKaUNOHHbIN MeHeaXMeHT / A. b. 3BepuHLUEB. - 2-e 1u3g.,
nepepab. n gon. N3g-so. dawkos n K, 2014. - 124 c. 10.

MeckoH M., AnbbepT M., Xepoypu ®. OCHOBbI MEHEO)XMEHTA, 3-e nspanue: lNep. c
aHrn. — M.: OO0 «UA. Bunbamc», 2013. — 672c. :un. — Mapan. TUT. AHr .

MeckoH M.X., AnbbepT M., Xegoypun ®. OCHOBbI MeHeOXMeHTa. - M.: geno, 2013. -
700 c.

Monn E.I'. OpraHusaunoHHoe nosegeHune / E.I'. Monn. - 4-e nsga., nepepab. n gon.
N3a-80. JawkoB u K, 2012. - 203 c.

OpnoBa T.M. KOMMYHUKALMNOHHbIN MEHEAXXMEHT B YNpaBJIEHNN SKOHOMNYECKUMN
cuctemamun. / T.M. Opnosa. - 3-e n3a., nepepab. n gon. N3a-so PAIC, 2011. - 394 c.



e XoTuHCKaa I.N. NH(popMaLMOHHbIE TexHOIOrnM yrnpasneHna. — M.: auc, 2013. - 128
C.

e [ony6, O.10. Teopus KoMMyHUKaummn: Y4ebHuk / O.10. Nony6, C.B. TuxoHoBa. - M.:
HawkoB n K, 2016. - 388 c.



