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. MoHATME, OCHOBHbLIE 3J1IEMEHTbI U 3Tanbl KOMMYHUKaLU UK

KoMMyHMKauus - 3To obMeH nHpopMaLen, Ha OCHOBE KOTOPOro MeHeO Kep rnojyvyaeT
NHpopMaLmMio, HeobxoanMyto AN NPUHATUA SDPEKTUBHbBIX peLleHnn, n coobulaeT o
pelweHnsX, NPUHATBLIX COTPYAHMKAMU opraHm3aunmn. Ecam KoMMyHMKaumMm nnoxo
YCTAHOBJIEHbI, PELLUEHNS MOTYT 0Ka3aTbCsa OWMOOYHBbIMUY, NIOAN MOTYT HEMNPAaBUJIbHO
MOHSATb, YEro OT HUX XO4eT PYKOBOACTBO, UM, HAKOHEL,, MOTyT MocTpaaaTh
MEXJINYHOCTHbIE OTHOLLUEHUS. DPPEKTUBHOCTL KOMMYHUKALIWIA YaCcTo onpeaenseTcs
Ka4yeCTBOM MPUHNMAEMBbIX PeLUeHNn N TeM, KaK OHU ByyT peann3oBaHbl B peasibHOCTU



[7, c. 45].

NHopMaL s - 3TO TOJIbKO BHeLLHee nposBieHne oblleHns, ero pesyabTaT.
NHopMaLms nrpaeT LeHTpasibHY0 PoJib B KOMMYHUKATUBHOM CYLLLECTBOBAHUM
4yenoBeKa W BbICTYMaeT B KAa4YeCcTBe CpeacTBa KOMMyHUKauum [25, c. 7].

KoMMyHMKaunsa 1 nHopMaums pasHble, HO CBSI3aHHble NOHATUS. KOMMyHUKaUKUa
BKJIlOYaeT B cebsa To, YTO nepenaeTcs, U Kak 3TO «4TOo» nepenaeTtcs. s Toro, 4Tobsl
obLleHne coCcToANOCh, Y Bac A0/KHO ObiTb KaK MUHUMYM [Ba YeJsI0BEKA.

KoMMyHUKauuns npeabaBnseT TpeboBaHMSA K KaXKAOMY N3 YH4AaCTHUKOB yrNpaBJ€HYEeCKOro
B3anMoaencTeus. ITak, Kaxkabli N3 y4aCTHUKOB 0/KeH obagaTbh BCeMU
onpepnesieHHbIMU CNOCOBHOCTAMMN: BUAETH, CAblWaTb, TporaTb, 060HATL U NpoboBaTh.

A dekTnBHOE 0bLLEHNE TpebyeT OT Ka)KAoM U3 CTOPOH onpenesieHHbIX HaBbIKOB U
YMEHUN, @ TaKXe Hanymsa onpenesieHHon cTerneHn B3anMonoOHNMaHKUS.

TepMUH «obLeHne» NPONUCXOANT OT JIATUHCKOI0 «COMMUNIS», YTO O3HaA4YaeT «obWwnin»:
nepenayda nHhpopMaLuum, NbiITasdsCb YCTAaHOBUTb «OBLLHOCTbL» C NoJlydYeHnemMm nHgpopmMmayunn.
CnepoBaTenbHO, 0bLIEHNE MOXKHO oNpenennTb Kak nepenady He ToNbKO MHGpopMaLun,
HO N 3HAYeHWns C NMOMOLLbIO CMMBOJIOB [26, c. 145].

KOMMYHUKaUVOHHBIN npouecc - obMeH nHgpopmauven mexny aAsyma n 6onee noogbmu.

OCHOBHOW Lenblo 0bLeHnsa ABNAETCA 4OCTUXKEHNE NOHUMaHNA 0OMeHNBaeMown
nHdopmMaumn, To ecTb coobuieHnn. Ho cam akT obmMeHa nHdopMaLmnen He
rapaHTUpyeT, 4To npouecc 6bin1 ycnewHbiM. KOHEYHO, Bbl CTaJIKMBAJINCL C MPUMeEpamMu
Hea(ppeKTUBHOIro obLEeHNsA C APY3bSAMU, POOCTBEHHUKAMN UM KoaseraMmu. Ytobel
NydLle NMoHATb CYyTb 3TOr0 Npouecca 1 To, 4To onpenenseT ero 3ppeKTUBHOCTD,
Heobx04AMMO NMEeTb NpeacTaB/IEHNE O TOM, N3 KaKMX 3TarnoB OH COCTOUT.

Mpouecc obuieHns BKOYaeT B cebst YeTbipe OCHOBHbIX 3JIEMEHTA:

1) OTnpaBuTeNb - 3TO YEJIOBEK, KOTOPbLIA reHepupyeT naet nnam soibupaeT nHhopmauuto
ONd nepepayu.

2) CoobuieHue - akTyanbHaa MHdopMaLKUa, 3aKoANPOBaHHAsA B CMMBOAX.
3) KaHan - cpeacTBO Nepenayn NHpopMaumu.

4) Nony4aTesib, KOTOPOMY NpefHa3Ha4YeHa NHOPMaLKMA N KOTopas ee MHTepnpeTupyeT.



B npouecce obuweHns oTnpaBuTeslb U NoslydaTeslb MPOXOAAT HECKOJIbKO
B3aMMOCBSI3aHHbIX 3TanoB. /X 3afa4va - COCTaBUTb coobLieHne n NCnosib30BaTb KaHan
Ansa ero nepegayun, 4Tobbl o6e CTOPOHbLI B paBHOW CTEMNEHW MOHAIN UCXOAHYI0 naetw. 3To
C/NNIOXKHO, MOTOMY YTO Ha KakAon CTaAnn CMbIC/T UOEN MOXET OblTb NCKaXKEH 1N OaxKe
NOJIHOCTbIO NOTEPSAH. DTUMMN dTanamMum ABAAITCA: FreHEpPaLNSa naeun, KogupoBaHmne n
BblOOp KaHana, nepepava, gekogumposaHume [8, c. 25].

XoT$s BeCb npouecc obueHnsa 4acTo 3aHMMaeT BCEro HECKOJIbKO CEKYHA U,
cnepoBaTesibHO, AOBOJIbHO CJIOXKHO BblAEe/INTb B HEM 3Tanbl, HEOOX0ANMO
NpPoaHaan3npoBaTb KaXXAbI U3 HUX N NOrOBOPUTbL O NpobsieMax, BOSHUKAOLWMNX Ha
Ka)KAOM M3 3TarnoB. DTOT aHa/In3 MOX0X Ha UCcnenoBaHMe Kagpa 04eHb KOPOTKOro
anu3ofa puabma.

OnpepeneHHble NMOMeXn BCcerga NpucyTCTBYIOT, U HEKOTOPOE UCKa)KeHME 3Ha4YeHNS
MPONCXOONT Ha Ka)KAoM 3Tane npouecca obweHns. ObbIYHO HaM yaaeTcs NpeoaoneTb
noMexu n nepepaTtb coobuieHne. Ho ecnm BMewaTeNnbCTBO O4EHb CUJIbHOE, OHO,
0e3ycsioBHO, NpUBEOET K CUJIbHOMY NCKa>XEHWUIO CMbIC/AIa N MOXKET MOJIHOCTbIO
3ab10kMpoBaTb NONbITKY 06MeHa nHhopMaumen. C TOYKU 3peHNs MeHeO)KMEHTAa, 3TO
MPUBOAUT K CHUXXEHUNIO BEPOSATHOCTU OOCTUXKEHNS LeNen, KOTopble 3aBUCAT OT 3TUX
KOMMYHUKaLNN.

1.2. Buabl KOMMYHUKALUA U UX XapaKTepUCTUKa

KOMMYHUKaLNK OTpa>katoT pa3/iInyHble BUObl MHTEPEeCOB, KOTOpble onpenensoT
pe3ysibTaThbl 4yesiloBe4YeCcKon OesTeNbHOCTN.

KoMMyHUKauun gensTcs Ha 2 6onbline rpynnbl: BHEWHNE U BHyTpeHHue [11, c. 32].

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

OpraHu3aunm NCronb3yT pa3sinyHble CPeacTBa CBSA3M C KOMMNOHEHTAMWN CBOEW BHELLHEN
cpenbl. OHM 06LAtoTCA C CYLWEeCTBYOLWNUMN N NOTEHUMaNbHbIMK NOoTpebuTensamMmm
NoCpeacTBOM pPeKJlaMbl U APYrnX NporpamMm rMpoaBMKeHus npoaykumn. B cchepe cesizen
C 061eCcTBEHHOCTbIO OCHOBHOE BHUMaHMe yaenseTcs CoO34aHUI0 onpeaesieHHoro
NMNIOXKA, UMUOXKA OPraHn3aLmnm Ha MECTHOM, HaLlMOHAIbHOM UM MeXXAYHapPOaHOM
ypoBHe. OpraHmn3auus, B KOTOPOW CyLlecTByeT NpodCcots, A0/KHA NoAAepXNBATh
CBSI3b C 3aKOHHbLIMW NpeacTaBUTeNs MU PabOTHUKOB. ECnun B 3TOM opraHmM3auumm HeT
npoccotosa, oH MoXKeT 0b6LaTbCca Co cBOMMU paboTHUKaAMN, YTobbl NPOCCOLO3 He
NoABUJICS. DTO BCEro JINb HECKOIbKO MPUMEPOB U3 MHOXXECTBa crnocoboB



pearnpoBaHns opraHm3aumnm Ha cobbiTnA 1 BHELLHME (haKTopbI.

BHYTpPEeHHM: CBA3b BHYTPW OpraHm3aumnm Mexay pasinyHbIMN YPOBHSMU U
noapasaeneHmnsasmMmm. OHM MoryT 6bITb popManbHbIMK N HEOPMaNbHbIMM.

dopMasibHble KOMMYHUKaLWUN - 3TO KOMMYHUKaLLMW, KOTOPbIE OnpenensanTCs
OpraHM3auUMOHHOW CTPYKTYPOWN NpeanpusaTus, B3aMMOCBSA3bI0 YPOBHEN YrpPaBAEeHNA U
YHKUMOHaNbHbLIX Nogpa3genenHnn [8, c. 29].

OcTaHoBMMCSA Ha HedopMaibHOM 0bweHUn 4yTb NnogpobHee.
N Tak, pacCMOTPUM OCHOBHbIE BUAbl BHYTPEHHNX KOMMYHUKaLWUNA.
1) CBsA3b Mexxay YPOBHAMMU.

MeXay opraHM3aLUnoHHbIMU YPOBHAMU MHMOPMALINS MepeMeLlaeTcs Yepes
BEPTUKaJIbHble KOMMYHUKaALUN. OHN MOTyT ObITb HUCXOAALMMU, KOTAa NMHPOPMALINS
nepeHocuTcs ¢ 6osee BLICOKOro YpPOBHS Ha 6onee HU3KUI ypoBEHb, HaNpuMep, Koraa
NOoAYMHEHHbIE NHDOPMUPYIOTCS O NPMOPUTETAX, 3aa4ax, PEKOMEHAYEMbIX NMpoLeaypax
nT. A

B oononHeHne K HUCXOAALWEMY KaHay CBA3M opraHusaunam TpebyeTtca obpaTHbIn
noTok. Hanpumep, 6aHKOBCKNI KacCcup, OTMETUB, YTO HOBbIN KOMMbloTep paboTaeT
MefJIeHHee, YeM CTapbl, U KIIMEHTbI OOJ/IXKHbI XXAaTb A0JbLUE, U, 3HAHA, 4TO
«KavyecTBeHHoe 06Ccny>XMBaHME KJINEHTOB ABNAETCS rNaBHOM 3agavyen baHka», Mo BCEN
BEPOATHOCTMN, OH COOBLNT 06 3TOM CBOEMY HEMNOCPEACTBEHHOMY Ha4YaslIbHUK, KOTOPbLINA, B
CBOIO o4epenb, MHPOPMUPYET onepaumMoHHOro MeHegxepa 6aHka v BuLe-npesnaeHTa.

KayecTBO BOCXOASALLEN CBA3WN CUIBHO BAMSAET Ha NMPOU3BOONTENbHOCTb KOMMaHun. Mbl
NMPMBOAUM peasibHbI NpuMep U3 NpakTukn. OgnH nHxxeHep nsobpen HoBbIM METOL,
pe3Kn NMCTOBOro MeTasila os KpblJlbe€B CaMOJIeTOB 1 coobwmn ob aTom
HernocpencTBEHHOMY HavalbHUKY. Ecnin 6bl OH BopBancs B KabnHeT Buue-npe3ngeHTa C
TpeboBaHMEM BBECTU HOBbI MeTo4, peakumns, 6e3ycnoBHo, bbina 6bl oTpuyaTenbsHon. Ho
MeHeO)Xep peLluns BHeaApuTb nsobpeTteHne n gonoxun ob aTom pykosonctey 6onee
BbICOKOIO YPOBHS, MOCKOJIbKY Takue naMmeHeHumnsa Tpebytot onobpeHusa gnpektopa
3aBoda. pyrnmu cnoBamu, naes, BO3HUKLIAA Ha CaMOM HU3KOM ypPOBHe, A0J/KHa bblna
MOAHSATBLCSA Ha CaMbIl BEPX, NOC/e0BaTENIbHO NPOXOAS Yepe3 BCe YPOBHU YrpaBieHuUs.
BoT npumep KOMMYHMKaUWA, HarMpPaBAEHHbIX Ha MNOBbILLEHNE KOHKYPEHTOCMOCOOHOCTM
opraHu3aumm 3a CYeT MOoBbILEHNSA ee npon3soanTenbHoCcTn [13, c. 234].



KoHe4HOo, Ha N1toboM ypoBHE MOXXET OblITb MPUHSATO peLlleHne He BBOAUTb HOBYHO naeto. U
€CJIN Mbl NPeAnosIOXKNM, YTO NAes AeNCTBUTEsIbHO XOpoLla, TO cooblieHne nHxeHepy ob
3TOM peLUeHUn CTaHeT A1 HEro CMrHasioM TOro, 4TO OpraHM3aumsa He xo4eT, 4Tobbl OH
MbIC/IN1 KAK HOBATOP W BblABUIan HOBble NpensioxxeHns B byayuiem. B pesynbTaTe
opraHm3aumsa MOXXeT ynyCTUTb 60/bLLUNE BO3MOXHOCTU. A KOHKpeTHasa naes, onncaHHas
B MPUMepe Ha NATb JIET, MO3BOJINIA KOMNAHUN C3KOHOMUTbL 13,5 MUJIMOHOB O01/1apOB.

Bocxopsaume KOMMYHMKaLMN Tak>XXe BbIMOMHAT QYHKLUUIO obecnevyeHnss MeHen )XepoB
NHopMaumMen o TOM, 4TO NPOMCXOANT Ha Bonlee HN3KMX YPOBHSX. bnarogapsa nm
MeHeO )Kepbl Y3HAIOT 0 TEKYLLMX N MOTEHUMaNbHbLIX MpobneMax n npegnaratot
KOppPEeKTUpyLine Mepsbl. B nocnenHee Bpema MeHeaXepbl UCNOJIb3YOT HOBble (DOPMbI
pabounx rpynn no BOCXOAsILLMM KOMMYHUKaLMSAM, KOTOpble perynsipHo cobupatoTcs pas
B Heaento ans obCcy>XaAeHNs N pelleHns Npon3BOACTBEHHbIX U CEPBUCHbLIX Npobnem.
Bocxopgsauwme coobuieHns 0bbIYHO OCYLLECTBASAIOTCA B (hOPME OTHETOB, NPEeAJIOKEHNN U
NOACHUTEJIbHbIX 3aMMCOK.

2) CBsaA3b Mexnay otaenamu (otgenamn).

B nonosHeHue K BepTUKaan opraHmsaunsamMm HeobxoonMbl FOPU30OHTaIbHbIE
KOMMYHUKaumun. OpraHmsaumsa cocTonT n3 Habopa nogpasneneHuin, Yyoe obleHmne
TpebyeT obuieHnsa ona KoopaMHaumm 3agad n gencTeuin. Ytobbl 4obnTbCSA ABMXKEHUS
OpraHmM3aLmnn B HY)>KHOM HarnpaBJI€HNW, PYKOBOAUTENN A0JIKHbI 06ecneynTb COBMECTHYIO
neAaTeNlbHOCTb BCex ee yacTen [6, c. 97].

Hanpumep, B busHec-wKone npeacTaBnTeNIn pa3HbliX OTAESI0B rnepmuoamnveckn obuiaroTcs,
obcyxpatT nporpamMmmel 0bydeHuns, TpeboBaHUA K BbIMYCKHNKaM, COTPYAHNYECTBO B
obnacTn nccnenoBaHNM U KOHCY/IbTUPOBAHUA, @ TakXe yCyrun gasi MecTHOro
coobuiecTBa. B 60onbHMUAX NepcoHan pa3HbiX YPOBHEN 1 Nogpa3feneHnin oSHKeH
obMeHMBaTbLCA MHOPMaLMeEN C Lesblo pacnpenesieHns pecypcos, KOOPANHALUN
nesaTenbHOCTN pabo4vmx rpynn, KOHTpPoAnsa 3aTtpaT u T. [I. B po3Hn4yHoOM Toprosne
pernoHasjibHble MeHe>Xepbl Mo npogakam obbl4YHO Nepruoanveckn BCTpevarTca ons
obcyxaeHunsa npobnem KkoopaMHaunm ctpaTternm npogak 1 ObmeH nHpopmaumven o
npofykTax. lopm3oHTasnbHOe obLieHre 4acTo CBA3aHO C UCMOJIb30BaHNEM crnelnabHbIX
KOMUTETOB MUaun paboymx rpynn.

FOpU30HTaIbHbIE KOMMYHUMKALWN TaKXKe NoJIe3Hbl, MOTOMY 4YTO OHU CTUMYINPYIOT
opMMpoBaHME OTHOLLUEHUA HA TOM XKe OpPraHn3aLMOHHOM YPOBHE, KOTOpbIe SBASAIOTCSA
Ba>XHbIM 3/IEMEHTOM YZI0BJIeTBOPEHMS Ntoaen ceoen paboTon,

3) ObuweHne Mexay pykosoanTenemMm u Nnog4YnHEHHbIMN.



Bo3mMOXXHO, Hanbonee 04eBUAHLIN 3IEMEHT KOMMYHUKaLWUN B OpraHm3aumnm - 31o
obuweHne mexxagy MmeHepXepamMmn U UX NOOYNHEHHbIMU. XOTHA OHU CBA3aHbI C
BEPTUKANIbHbIMN KOMMYHUKaLUWUAMKU, O KOTOPbIX Y>KE YNOMUHAN0Ch, Mbl PACCMOTPUM UX
0TOEeNbHO, MOCKOJIbKY OHW COCTABASAIOT SIbBUHYIO 00110 YNPaB/eHYeCKNX KOMMYHUKaLNN
(oBe TpeTn nccnenoBaHMiM NokKasann).

CylwiecTByeT MHOIMo popM TakKNx KOMMyHUKauun: obbsacHeHne 3aga4vun, obbsacHeHue
NPUOPUTETOB N OXXNOAHUI; NpuBieYeHne paboTHMKa K peLleHnto 3a4a4d oTaena;
obcyxaeHne BONpocoB 3(hMEKTUBHOCTU; yaydLLEHNE N pa3BUTUE MOAYNHEHHbIX; cOop
WHoOpMaLMK O MOTeHUNabHbIX UK peasibHbIX Npobnemax; onoselleHue aaen o
NpeacToAWNX N3MEHEHUSAX, O3HAaKOMJIEHME C UaeAMN NOOYNHEHHbIX N T. A.

4) ObLweHne Mmexay MeHen)xepom u paboyen rpynmnomn.

MoMMMO 06LLEHNS MEXAY MEeHEeO)XEePOM U MOAYUHEHHBLIM, B OPraHn3aLum Takxe
CYLLECTBYIOT CBSI3N MeXAy MeHeO)XepoM n ero paboyen rpynmnoin, HanpaBJsieHHbIE Ha
NnoBblleHMe ero 3heKTUBHOCTU. NOCKONIbKY BCe YJIeHbl FPynnbl BOBE€YEHbl B 3TOT
NMPOLLECC, Y KaXKA0ro eCTb BO3MOXKHOCTb MOAENNTLCA MbICJIAIMU O HOBbIX 3aavax U
npuopuTeTax oTAaeNa, o0 TOM, Kak paboTaTbe BMecTe, NPeAcTOAWMX N3MEHEHNAX N NX
BO3MOXXHbIX MOC/EACTBUSAX OJ1s 3TOW rpynnbl U Apyrux otaenos, npobnem m
OOCTVXXEHUIA. U MHHOBALIMOHHbIE NAewn. ,

Kpome Toro, nHorga paboydas rpynna cobupaetca ana obcy>xaeHns pasnnydHbix npobnem
n BonpocoB 6e3 y4yacTnsa MmeHepxepa. Kak y)xe ynoMmmHanocCb, Takme OTHOLWEHNS KoJier
Ha O4HOM ypOBHE CMoCcOBCTBYIOT MNOBbLILLIEHUNO YOOB/IETBOPEHHOCTU COTPYAHUKOB CBOEWN
paboTon.

HedopmanbHoe obuieHune

Kak y>xe yrnoMmHanocCb, opraHm3aumm CocToaT U3 oopmMasibHbIX U HEPOPMaJIbHbIX
351eMeHTOoB. KaHan HetopMasibHON KOMMYHUKaLUMW Ha3biBaeTCHA KaHaJZIoM C/yxoB (grarevi
OO0CJIOBHO NMepeBoaNTCA Kak «03a»). 3BeCcTHbIN nccneposatenb K. 1aBuc obHapyxun,
YTO 3TOT TEPMUH BO3HUK BO BpeMs rpakgaHckom BonHbl B CLLA. TenerpagHblie nposoaa,
MPOTAHYTbIE OT AepeBa K AepeBY, LWUMPOKO NCMOoJIb30BanCb apMusamm Cesepa n KOra un
HanoMmMHanm BUHOrpagHyt nosy. CoobeHnsa, nepegaBaemMble MO TaKUM BPEMEHHLIM
TenerpagHbIM JIMHUAM, 4aCTO AOXO4UAMN 00 afpecaTa B MCKaXeHHOM 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 MHpopMaLnsa
pacrnpocTpaHaeTCcs ropa3ao beicTpee, 4em Mo opuumnanbHbIM KaHasaM, No3ToMy



PYKOBOANTENN YACTO UCMNONb3YIOT UX ANst PAaCrpPOCTPaHEHUS onpeaesieHHOoN
«KOH(hnaeHumnanbHON» NHHOPMaLUN, CONPOBOXKAAS UX C/IOBAMUN «TOJIbKO MeXXAy HaMu».

NHpopmaumns, pacnpocTpaHaemMasn Kak C/yxu, Bcerga c4mrtasnacb HeTo4Hon. OgHako
nccnenoBaHUA NOKasbIBaKOT, YTO CAYXWU Yalle TOYHbI, 4eM HeTO4YHbl. CornacHo
nccnepnosaHuto [13B1ca, Korga Aeso oxoauT Ao HeobopoTHoW nHbopMaumm ob
opraHmsaumun, 80-9994 cnyxm aBNAOTCA TOYHBIMU; HO €CJ/IN Mbl FOBOPUM O JINYHON
MHOPMaLMKM NN BbICOKO SMOLIMOHAIbHOW MH(OPMaL NN, YPOBEHb TOYHOCTU Y
noctoBepHoOCTM ByaeT HaAaMHOIro HUXxXe. [13BUC yTBepXaaeT: «JIlogn CKNOHHbI AyMaTb, 4TO
CJ/TyXW HETOYHbI, MOTOMY 4TO X oWwmnbKN 6onee apamaTuyHbl U, cnegoBaTenbHO, bonee
TBEpPLO 3arMOMUHATCA, YeM TOT PaKT, 4TO B LLe/IOM A€Hb 3a AHEM OHU Oblnun
OOCTAaTOYHO TOYHbIMU». KpoMe TOro, He3aBUCUMO OT UX TOYHOCTU, «BCE
cBmaeTenbLCcTByeT 06 OrpOMHOM BAIMSIHUN CJIYXOB, KaK MONIOXKUTENIbHbIX, TaK U
oTpuuaTenbHbix» [20, c. 238].

Hun)xe nepeyncrieHbl HeEKOTOpble BUObl MHpOpMaL UK, NnepefaBaemMon B OpraHnsaumax no
HedopMaibHbIM KaHanam [26, c. 145]:

1) NMpeacToswme cokpaLeHNs NpPon3BoaCcTBa
2) HoBas nonnTumkKa onnaTbl 3a MPOCPOUKY
3) N3MeHeHnA B opraHn3aLMOHHON CTPYKTYype
4) MpeAacToswme nepesoabl U yny4dlweHns

5) MoapobHbLIN OTHYET 0 Cnope MeXxay ABYMS MEHeO)XepaMu Ha NnocsegHeM COBeLLLaHNM
Nno BONpPOCaM Mpoaax

6) KTo BCTpe4daeTcsa C KeM-TO nocne paboThl.
1.3. Bapbepbl KOMMYHUKaL UK

NccnepnoBaHMA NOKasbIBalOT, YTO CyLeCTBYeT OorpaHUYeHHOe Kon4ecTBo npobnem,
CBA3aHHbIX C KOMMYHMKALMOHHLIMU BapbepamMun, KOTopble CHMXAT 3PPMEKTUBHOCTb
obLeHnsA Ha YpoBHe OTAE/IbHOro coTpyaHunKa. Hanbonee 3Ha4ynmbiMn bapbepamu
MEXJ/INYHOCTHOIr0 0bLLLEeHNs Ha OpraHNU3aLOHHOM YPOBHe ABNAIOTCA: bapbepsl,
Bbl3BaHHble BOCNPUATUEM; ceMaHTn4Yeckne bapbepsbl; HesepbanbHble bapbepsl;
Hes(pekTUBHaa obpaTHasa CBA3b; He3(eKTUBHbIN cnyx [17, c. 67].

OcTaHoBMMCA NoAapobHee Ha KaXKaoM U3 HUX.



bapbepbl u3-3a BOCNPUATUA.

MeHen)xep 06513aH NOHMMaTb CyTb BOCMPUATUS, MOCKOJIbKY UMEHHO 3TO onpeaenseT
«peaslbHOCTb AJ1a YesioBeka». Jltoan pearmpyoT He Ha TO, Y4TO AeNCTBUTESIbHO
NPOUCXOAUT B UX Cpefe, a Ha TO, KakK OHM 3TO BOCMPUHMMaAOT. NMoHMMas dakTopsl,
BNMSIIOLLIME HA BOCMPUATUE, N MPUHUMANA NX BO BHUMaHWUE B NMpoLecce obLeHNs, MOXXHO
npeononetb MHorme 6apbepsbl, Bbi3BaHHbIE BOCMPUATUEM U Mellatoline 3hekTUBHOMY
obuweHunto [1, c. 85].

OAVH 13 3TuXx bapbepoB BO3HMKAET U3-3a KOHQJINKTA MEXAY MONSAMU AeaTeNbHOCTHN
oTnpasuTena n nonyyartens. Jlloam MoryT no-pa3HOMY UHTEpPNpeTupoBaTb O4HY U Ty Xe
WH(opMaL Mo B 3aBUCUMOCTN OT CBOEro onbliTa. Hanpumep, B pO3HUYHOW KOMMaHUN
MeHe)Kepbl U MpoAasLbl, Kak NpaBuio, No-pa3HOMY CMOTPAT Ha nNpobnemy
ocBObOXKAEeHUA TOProBbIX NJowanen ot ToBaposB. B Nnpon3BoaCTBEHHOW OpraHM3auum
CneymnanncTbl N0 MAapKeTUHIy 0ObIYHO CHMTAIOT, YTO aKTUBM3aLMA NPOLaX 3a CHeT
paclnpeHnsa acCopTUMeHTa BaXKHee, YeM CHUXXEeHME NMPon3BOACTBEHHbLIX 3aTpaT B
pe3ysbTaTe MoBbIWEHUA CTaH4apTU3aumKn; a NPonU3BOACTBEHHbIN NepCcoHan MOXeT
BbICKa3blBaTb MPOTUBOMOJIOKHYIO TOUYKY 3pPEHUS.

Pacxo)xaoeHuns, Bbi3BaHHbIe Chepon AeATENIbHOCTU, HYaCTO NPUBOAAT K TOMY, YTO S04
BOCMPUMHUMAIOT MHopMauunto n3bmnpaTtenbHO, C y4eTOM UX NHTepecoB, noTpebHocTen,
9MOUMOHANIbHOIM0 COCTOSAHMSA N YCI0BUI OKPY>KaloLen cpefbl. 3Ta XapakKTepUCTMKa
yesloBeKa 04eHb Ba>kKHa A1 06uweHns. 3TO 03HaYaeT, YTO BO MHOMMX Cay4dasx faogn
BOCMPUHMUMAIOT TOJIbKO YacTb CO0BLIEHNS, KOTOPOE OHU (PU3NYECKM MOJTyHatoT.
Mpobnembl opraHnM3auUnoHHOro obLeHns B 3HAYNTENbHOW CTENEHN CBSA3aHbl C
pasnnynem B MHTepnpeTauum NioabMy coobLLEHNIA, KOTOPbIE OHW MOJTyYaloT, B
pe3ysibTaTe Yero ngeun, 3aKoAnNpoBaHHbIe OTNPaBUTENIEM, HE MOJIHOCTbIO NCKaXKatloTCsa n
He NOHMMAaKTCS NnoJsly4aTenem.

NHopMaumnsa, KoTopasd NPOTUBOPEYNT HaWeMy ONbITY WK paHee YCTaHOBJIEHHbIM
KOHLEeNnumnaMm, 4acTto nMbo NoNHOCTbIO OTBepraeTcs, 1Mbo NCKa)kaeTcs B CBETE 3TUX
3HaHUN. NiccnegoBaHusa B 3ToM obnacTu noaTBEPANAN CKIOHHOCTbL Jl0oAen
BOCMNPUHMMaTbL NpobsieMbl opraHn3aunm, NpPUHNMasa BO BHUMaHNE OCHOBHbIE CYXXAEHUS,
BO3HUKLLNE B X KOHKPETHbIX obnactax geatensHocTun [7, c. 15].

Ewe ogHoM npuynHom npobnem BoCnpusTMS B npoLecce obLieHns SBAsSeTCS Hanndme
6apbepoB, BbI3BaHHbIX OTHOLLUEHMEM (OTHoLWeHWeM). OTHOLIEeHNEe CUJIbHO BAUSET Ha
BOCNpUsATME 1 rnoBedeHne noaen. Ecnu y Hac 6yaeT HeyadHbi onbIT B3aUMOAeNCTBUS
C onpeaesieHHbIMU COTPYAHUKaMU UM oTaenamm, To, No BCen BEPOATHOCTU, 3TO



noBANAET Ha 3PPEKTUBHOCTb HaWMX ByAyLLUMX KOMMYHUKAUWIA C HAMK. [Tpeanonoxxmm,
Hanpumep, YTO OAMH N3 BalUUX COTPYAHNKOB MPUXOOUT K BaM C NpeaJsIo>KeHUEM Mo
yaydLweHunto o6CcnyXnBaHnsa KInMeHToB. MNpeacTaBbTe TakKe, 4TO BO BPEMS Ballero
nocsefHero pasroeopa C

Bbl KPUTMKOBANN €ro 3a CKJIOHHOCTb MpPEeBbIWaTh Npefesbl NPeacTaBUTEIbCKNX
pacxonoB. BnosHe BepoOATHO, YTO M3-3a HEraTMBHOIO OTHOLLUEHMS K HEMY, KOTOPOE Bbil,
BO3MOXXHO, C(hOPMUPOBaIM BO BPEMSA NpeablayLero obuieHns, Bbl He 40 KOHLA
yCnbllWnTEe ero naek. Tak>Ke BO3MOXXHO, YTO OH NPEBbLICUJT CBOM PAaCcXOAbl Ha
npeacTaBUTENbCTBO, NPUIIacuMB NOTEHLNANIBHOIO KJIMEeHTa B 4OPOron pecTtopaH,
MOCKOJIbKY OH MoJiaras, 4To TakuM obpa3oM OH CMOXXET 3HAYUTENbHO YBENYNTL 06beEM
npogaxk Bawero otaena. Ho ecnn Bbl ybe)xxaeHbl, YTO «MNpeBbILLIEHME Npeaena
NnpencTaBUTENIbCKMX PAaCX040B HEM3MEHHO YKa3blBaeT Ha OTCYTCTBME KOHTPOJISt Hafg
6lo00KeTHLIMN CpeacTBaMm», TO, MO BCEN BEPOATHOCTW, Bbl BPSAL SN MONMETE ero TOo4Ky
3peHuns. M 3T ABa KOHTaKTa MOryT NPMBECTU K MIOXMM OTHOLWIEHUAM MeXAY BaMu U
3TMM MOAYMHEHHbIM.

ITOT NpUMep HarnsaHO AEMOHCTPUPYET BIIUSIHNE, KOTOPOE KOMMYHUKALIMOHHbIN KIUMaT
MO>XET OKa3aTb Ha OTHOLUEHUNS MeXXOy PYKOBOAUTENSAMN N NOAYNHEHHbLIMUN. DTK
OTHOLLUEHMNSA OCHOBaHbI Ha BallMX MPOLLJbIX KOHTakKTax. [MonoXXntenbHble nnm
oTpuuaTeNbHble YyBCTBaA APYr K APYry onpeaensatoT 4YacToTy Bawunx dyayuimx
KOHTAKTOB N CTUb 0OLeHns. MeHea)xep, KOTOPbIN He hopMUPYeT NO3UTUBHLIN KAUMaT
B OTHOLLUEHMAX C APYrUMUN, OrPaHNYMBAET NMOTOK By OyLIMX KOMMYHUKALIWUA, U CO
BPEMEHEM B ero rnoapasaeneHnn MoXXeT copMUpoBaTbLCA aTMocdepa HeaoBepus,
aHTaroHnM3sMa n camo3awunTbl. iccnenoBaHUs rMokasanun, 4TO B MO3UTUBHOW aTMoCdepe
3TOT NOTOK YBE/IMYNBAETCSH, @ TOYHOCTb obMeHa nHdopMaumnen mexay noabMu B
opraHm3aummn ysenn4mBaetcs. Ecnm meHen)xep obLiaeTca OTKPbITO M YECTHO CO CBOMMM
MOAYNHEHHbIMW, OHW OTBEYalT TakMM e obpa3om. Hem 6osiee OTKPLITO N YECTHO BeayT
cebsa oanH nnm oba y4acTHMKa npouecca obuweHuns, Tem 6onbLUe OHM YyBCTBYIOT cebs
yO0BJIETBOPEHHBIMMU.

CeMaHTM4YecKkue bapbepbl

Kak y>xe oTMeyYanoch, Lesb obLWeHns - A0CTUYb NOHUMaHMA coobueHns. ObLascs ¢
ApYyrumMum, Mbl CTapaeMcs obMeHnBaTbCa NHOPMaUMENn N [OCTUMaTb €e NOHUMAHUSA C
MOMOLLbIO CMMBOJIOB: CJ1I0B, XKECTOB 1 MHTOHauuu. B npouecce obLieHnsa Mol
obmeHnBaeMcsa nepcoHakamu: BepbanbHbIMKN 1 HeBepbanbHbIMK. 3aeCb HeobxoaMMO
0bcyanTb Npobnemsl, CBA3aHHbIE C NCMOJIb30BaHUEM CJIOBECHbLIX CMMBOJIOB CJ10B.



CeMaHTMKa - 3TO HayKa, KOTopas n3y4yaeT UCNoJib30BaHME CNIOB N 3HAYEHUWN, KOTOpbIe
OHW nepepatoT. NMNOCKONbKY cnoBa (CMMBOJIbI) MOIYT MMETb Pa3HOe 3Ha4YeHne a5 pa3HbiX
nnen, To, 4TO XOTeN CKa3aTb OTNpaBuUTENb, He Bcerga byaeT nHTepnpeTupoBaThbCs U
MOHMUMATbLCS nosiyqaTeneM. bonbwon cnoBapb aHMIMACKOrO A3blka COAEPXKUT OKOJI0
yeTblpHaJLUaTU ThICAY NMHTepnpeTaunun NATUCOT CaMblX PaCMpPOCTPAHEHHbIX C/1I0B; TakKoe
MPOCTOE CJ/I0BO, KaK «KPYr/bl», UMeeT CeMbAeCAT AeBATb 3Ha4YeHun [15, c. 129].

CeMaHTUn4eckune Bapumnaunnm 4acCTo NnpmBoaAT K HEAOPA3yMEHNAM, NMOCKOJIbKY BO MHOIMNX
CNyHadaXx 0OBOJIbHO CJZIOXKHO MOHATbL, KakKoe MMeHHO 3Ha4eHune Obis10 npnceBoeHo CMMBOJ1Y
OTrpaBUTEsIEM. HaI'IpI/IMep, MeHeO>Xep, FOBOpﬂLLI,I/II7I nog4YMHeEHHOMY, 4YTO €ro OTHeT
ABJIAETCA «aAeEKBATHbIM», MOXKET 03HA4aTb, YTO OH 3aBepLIEH U OOCTUIaeT HaMe4yeHHOoN
LLenn, HO NOAYNHEHHbIN MOXET paCLIJVICII)pOBaTb 3TO CJZ1IOBO B TOM CMbICJ1e, HTO €ro oT4veT
ABNSAETCSA HE YEM UHbIM, KaK 0ObIYHbIM, U eMy Heobxoanmo bbITb yJy4dlweHHbIM

CMBOJIbI HE NMEIT nepBoHa4as/ibHOro PUKCUPOBAHHOIO 3Ha4YyeHNd. HYenosek NoHMMaeT
nXx 3Ha4eHne, oOCHOBbIBadACb Ha CBOEM OllbiTe, N OHO BapbpyeTCAa B 3aBUCUMOCTU OT
KOHTEKCTa, TO €CTb CNTyaLl K, B KOTOpOIZ NCnoJsib3yeTca CUMMBOJI. I NOCKONBKY Yy
Ka»XA0ro U3 Hac eCTb COBCTBEHHbLIN ONbIT, N KaXXAbl KOHTAKT B 06LLEHNN YEM-TO
OT/INHaeTCA OT APYrunx, HUKOrga HeJib34 ObITb yBepeHHbIM, 4TO MoJiy4aTeJilb Ha3Ha4YuT
CNMBOJ1Y TO )XXe 3Ha4dYeHne, 4TO 1 Bbl.

Kak Bbl MOXXeTe BUAETb, 4TOObI 3¢hhekTMBHO 06LWLaTLCA C NIOABMU B OpraHn3aumm, Bam
HeobXx0AMMO NMOHATb UCTUHHBLIN CMbIC/T C/IOB, KOTOPbIE OHW UCMONb3YIOT, N YbeanTbCs,
4YTO OHU TaK>Xe NMOHMMAIOT, KaKoW CMbIC/ Bbl BKJ1agblBaeTe B csioBa. BoT 4yTto nucan O.
Jlbtonc no aTomMy nosofy: «K coxxaneHuto, MeHeg)xep 4acTo 3abbiBaeT, 4TO 414 Toro,
4TObOblI COTPYOHUK MOHMMAN NPUHATYIO MHGOPMaUMNIO (MHCTPYKLUNUN, MPUKa3bl, NpUKasbl U
T. 1.), Heobxoaonmo 3HaTb Lenb, 4Na KoTopon 60CC Ncnosb3yeT 3TK C/IoBa. TONILKO Toraa
OH CMOXXeT UCTOJIKOBaTb CJI0OBa OTNPaBUTEIA MO CBOEMY, a He No cMbicny. CuTyauuns
OCJIOXKHAETCH TEM, 4YTO Y KaXKAon BusHec-opraHnsaumm n gake y Kaxxaoro ee
noapasfesieHns eCTb CBOM cneHr. M Bce xe opraHusaumsa gosxkHa obecneynTb, 4ToObI
BCe ee nogpasgesieHnsa NnoHMManu apyr apyra. Ecnm ogHo n3 BegomMcTB 3abbiBaeT 0
CyLLecTBOBaHUN NpodeccnoHanbHbIX Bapnaunum B 3Ha4Y€HUU CJI0B NN UTHOPUPYET 3TOT
haKT, 04eHb CKOPO BO3HUKAOT «MPOobKM», MewwaLwme B3anMonoHnMaHuo »[16, c. 245].

CemaHTunyeckune bapbepbl HaCcTo CTaHOBATCSA npobnemon ans KomnaHuinm, paboTaowmx B
MHOroHaunoHanbHOW cpene. Hanpumep, Cnieral Mo (nnn, npenctaBuB moaenb Chévi
Nova Ha NaTUHOAMEPUKAHCKOM pPbIHKE, HE A0>XKOaJICA 0XKNAAEMOr0o YPOBHS NMpPoaax.
MNocne npoBeaeHNa nccnenoBaHns KomnaHns obHapy»xuna, 4to cioso Nova no-
MCNaHCKWM O3HaYaeT «He nyTewecTByeT»). (No Ba)! O4eBNOHO, 4HTO CEMAHTNYECKME



Bapbepbl U3-3a KYJbTYPHbIX Pa3M4nUin MOryT CTaTb cepbe3Hon npobnemon Bo BpeMs
[enNoBbIX NeperoBopos.

HeBepOGanbHblie bapbepbl

XOoTHa ANa KoAMpoBaHUA naen, npegHasHa4vYeHHbIX A9 nepenadun, Mbl NCNOJIb3YEM,
npexxne Bcero, CJIoBeCHble CUMMBOJIbI (CN10Ba), COOBLLEHNS TaKXKe nepeaatoTCcs
HeBepbanbHbIMN cnMMBOSlaMU. HesepbanbHoe obLieHne BkaYaeT ftobble CMMBOJIbI,
Kpome cfioB. YacTo HeBepbanbHaa nepefaya oCyLeCcTBASeTCa OAHOBPEMEHHO C
BepbanbHOM N MOXET YNYYLWNTb UM N3MEHNTb 3HaYeHMe cnoB. NMonagaHne B rnasa,
ynblbKa nam HaxmypusLunecs 6poBun, HaNpPs>XeHHbIe BbipaXXeHUs nnua - BCe 3TO
npumMepbl HeBepbasibHOro 06LeHns. K HUM OTHOCATCA XKeCTbl: YKa3blBaTb NasibLEM Ha
YTO-TO, MPUKPbIBATb POT PYKON, KacaTbCa U T. 4.

Hanpumep, no cnosam aHTponosiora 3. T. Xonna, nmaepa OOl Acmnpa ApadaTa, B
TEMHbIX 04KaX, YTOObl Apyrme He 3HaNM O ero peakuun, N3MeHsAst pa3Mep 3padvKos.
HepnaBHO y4eHble 0OHapy»Xnau, 4TO eC/in YeNnoBeK MHTepecyeTcsa nHopMaunen, ero
3paykKn paclLnMpaTCA, N Xoaa CcYMTaeT, 4To apabbl 3Hanm 06 3ToM o4eHb faBHO [16, C.
248].

Opyron coopmon HeBepbasibHOro obLLEHNA ABNSETCS TO, KaK Mbl MPON3HOCKM CJI0Ba
(Hawa MHToHauuMs, rosocoBas MoAyNAUMSA, MNJIABHOCTb peyn 1 T. 4.). Kak n3BecTHo, BCe
3TO MOXET CUJIbHO M3MEHUTb CMbIC/1 CKa3aHHOro. Bonpoc «EcTb ngen?» Ha bymare
O3Ha4aeT He 4YTO UHOe, KaK NnpeasioXeHne BbiCKa3aTb CBOU MbIC/U. HO Korga oH
MPON3HEC Pe3KNM, pa3apa>KeHHbIM TOHOM, cobeceHUK MOXXET NCTOJIKOBaTb TOT Xe
BOMPOC COBEpLUEHHO Mo-aApyromy: «Ecnm Bbl MoOHMMaeTe CBOe NMpenMyLLecTBO, He
npegnaranTe ngeun, NpoTnBoOpeYvaLLne MoeMy».

NccnepoBaHma nokasann, 4To 60abLLION MPOLEHT YCTHbIX COO6LLEHNA BOCMPUHUMAETCSA
yepes A3blK XKeCTOB U MHTOHauuto. B cBoen kHure «<HeT mupHoro coobuiectsa»
(«HeBepbanbHoe obuwieHne») A. MexpabsH yTBepxaaeT, 4To 55, 94% coobueHunn
BOCMPUHNMAIOTCS JIIOAbMU Yepes BblpakeHus finua, nosbl N XecTbl, a 38% - Yyepes
WHTOHALUMN N FOJI0COBbIE MOAYNALNN. DTO O3HAYAET, YTO CJZIOBA KaK TaKoBble
COoCTaBNAT ToJNIbKO 10% CTOMMOCTWU. DTO O4€Hb Ba)XHO, MOTOMY YTO 3TO O3HA4YaeT, 4To
BO MHOIMMX CJ/ly4asiX TO, KaK Mbl FOBOPUM, Ba>KHee, 4eM TOo, 4TO Mbl roBopuM. Hanpumep,
€CJIN YesioBeK roBOpUT: «KOHEYHO ... A BbIMOJIHIO 3TY 3a4a4y», TO rnaysa rnocse cJioBa
«KOHEYHO» MOXXET yKa3blBaTb Ha TO, YTO OH HE XO4YeT 3TOro genaTb, Y HEro HeT Ha 3TOo
BPEMEeHMN Tenepb eMy He HPaBUTCA 3a4aHue UM OH He 3HaeT, KakK ero BbIMoJIHUTL [8,
c.13].



Mbl oNUCbIBaeM CUTYaLNIO, NWITIOCTPUPYIOLLYIO, Kak HeBepbasibHbie CUMBOJIbI MOTYT
MewaTb obweHunto. Bbl BXoanTEe B 0hnC MeHeaxepa, 4Tobbl NONYy4YNTb MHPOPMALIMIO O
NpoekTe, Haf4 KOTOpbIM Bbl paboTaeTe. Bbl BOLWAM, N OH MPOAO/IKAET BHUMATENbHO
n3y4yaTb CTaTblo. 3aTeM, B3rJIAHYB Ha CBOW 4YacCbl OTHY)XAEHHbIM, PAaBHOAYLLUHbLIM TOHOM,
OH cnpalwmBaeT: «Bbl Yero-to xotenun?».

CaMu ero cnoBa Bblpa)katoT »KeJlaHue NMoMoYb, HO ero rnosa v XecTbl AT NOHATb, 4YTO
Bbl MellaeTe emy paboTaTb. Bbl X0oTUTe 3a4aTb eMy BOMPOCHI Nocne 3Toro? Kakme y Bac
€CTb MbIC/IN, KOr4a BaM CHOBa noHagobutca nHdpopmaums oT meHeg»xepa? Mo Bcen
BEPOATHOCTM, B 060MX CyYasax Bawm YyBCTBa He ByayT NMosoXUTEbHbIMU. A Tenepb
npencrtasbTe, 4TO 6bl Bbl MOYYBCTBOBaN, eCain Bbl Ball MeHea)Xep cpa3y »Xe oTopBacs
oT bymar, ynblbHynCca n Beceno ckasan: «Kak npoaBuraeTcs npoekT? Mory s 4yem-
HMOyOob NOMOYbL?

BnosiHe BO3MOXXHO, 4YTO MeHe>Xep B ﬂepBOVI CnNTyaunm Ha CaMOM pgejsie He MmeHee roToBs
nomMoYb nog4MHeEHHoMy, 4em BO BTOpOIZ. N cnoBa, KOTOpPble OHW FOBOPAT, MOYTU
OONHAKOBbLI. HO B 3TOM CJly4ae, KakK 1 BO MHOIUX OpYyrux, HeBep6aanble CNMBOJ1bI
MOJIHOCTbLIO MOAABAAIOT C/IOBECHbIE. YPOK 3aKJ1l04aeTCAa B C/iefYI0LWeM: Ba>KHO
y6e}J,VITbCFI, 4YTO UCMNoJib3yeMble BaMu HeBep6aanble CMMBOJ1bl COOTBETCTBYHOT naee,
KOTOPYI Bbl HaMepeBaeTeCb AOHECTU OO0 cobecenHnKa, NHa4Ye OHN 6y,u,yT co3aaBaTb
TaKnme rnoMmexu, 4To rnoJsiyd4aTtesib, BEePOATHO, NMPUMET coobuieHne HernpasBuMbHO.

Kak 1 B clydyae ceMaHTu4eckmnx 6apbepos, npu HeBepbaibHOM 06LLEHUN KYNbTYpPHbIE
Pa3/IN4YnNA YacTo CTAHOBATCS CEPbE3HbLIM NpensaTcTBMeM. Hanpumep, 6epsa BUBUTHYIO
KapTO4KY Yy SINOHLA, Bbl AOJ/IXKHbI BHUMATENbHO NPOYMTATh BCE AaHHbIE HA HEl n
NMoKa3aTb, YTO Bbl 3TO CcAeNan. HeMensieHHO NOMI0XKWB €ro B KapMaH, Bbl YKa3blBaeTe
€My, 4YTO He CYMTaEeTe ero Ba>KHbIM Yesl0BeKOM. [lpyroi npuMep: aMepuKaHLbl 4YacTo C
HeLOoyYMEHNEM pearmpyoT Ha HEBO3MYTUMOCTb cobecefHMKa, HO PYCCKUM N HEMLLAM
MPOCTO HE NPUXOANTCS YacTo yNbibaTbCs.

He>ddekTnBHas obpaTHas cBA3b

Ewe ogHNUM NpenaTCcTBMEM AN MEXJIMYHOCTHOIro obuweHnsa aBAsaeTca OTCyTCTBME
obpaTHoM cBA3K. ObpaTHasa CBA3b Ype3Bbl4alHO Ba)KHa, MOTOMY YTO OHa NO3BOJIAET BaM
onpenennTb, MOHUMAET N NoJlyvaTe b Balle coobueHne B TOM CMbIC/IE, B KAKOM Bbl €ro
nomMmecTunun. Kak Bugnte, CylwecTByeT MHOIO NMPUYMH, MO KOTOPbIM coobuieHne MoxxeT
ObITb MOHATO MHa4e, 4eM Bbl XoTuUTe [18, C. 89].

HeaddekTuBHHOE cnyLwiaHue



dpdekTnBHOe obuieHne TpebyeT OT YeNnoBeKa 0AMHAKOBOWM TOYHOCTU KaK Npu oTrnpaBkKe,
TakK 1 Npu Noay4YeHun coobieHns. s 3TOro Hy>KHO yMeTb ClywaTb. K coXKaneHuo,
O4YeHb HEMHOruMe N an MoryT caenaTb 3TO MakCUMasibHO 3 eKTUBHO. Hawa cuctema
obpa3oBaHua yaenseT 60/blLIOEe BHUMAHNE HaBblkaM YTEHUS, MNCbMa U CYeTa, a He
Pa3BUTUIO HABbIKOB ayanpoBaHNa. MHorne gymatoT, 4TO NPUCIYLWNBATLCS K
npaBWJbHOMY O3Ha4aeT He npepbiBaTb cobecegHmKa. HO 3TO TONIbLKO OANH N3 3JIEMEHTOB
3¢hheKTUBHOro cnyxosoro npouecca [3, c. 137]. CornacHo ogHOMY NCC/Ie40BaHMIO,
3(p(PeKTUBHOCTb MeHeXepOoB B CJIyXOBOM MNpouecce CoCcTaBnseT B CpefHEM TOJIbKO
25,94%. [lpyroe nccnenosaHme nokasaso, 4To a(ppeKTUBHOE CNyLlaHne ABIAEeTCAH
Ba>KHOW XapaKTepUCTUKON 3(hHeKTUBHOIrO yrnpasieHns. Bo BpemMsa onpoca ThiCcaY
MeHen>xepoB Hanbonee pacnpoCcTpaHEeHHbIM OTBETOM ObiN10: «MHe HpaBUTCHA MON
HavaJIbHUK, OH YMeeT caywaTb» Uam «C HUM MOXXHO NOroBOPUTb».

Koroa BaM roBopsiT 0 3ajaye, HOBbIX NpMopuTeTax, M3MeHeHUsx B paboymx npouenypax
NN HOBbIX NAEAX A1 MOBbIWeHNA 3PPeKTUBHOCTM paboThl 0TAeNa, 04EHb Ba)KHO
yCNblWaTb KOHKPETHY0 MHpopMaunto. OgHakKo cnepyeT MpUcayLwmnBaThCA HE TOJIbKO K
(hakTaM, HO 1 K IMOLUAM.

Hanpumep, COTpYAHUK MPUXoanNT B Ball opunc, 4Tobbl 06CyanTb BO3HUKLLYIO Npobnemy,
1N, MOMUMO KOHKPETHbIX ()aKTOB, BO BpeMs pa3rosopa coobuiaeT, 4TO OH YeM-TO 3071,
4yeM-TO OoBOJIeH U T. 1. YenoBe4yeckme 4yBCTBa 4YacCTO BblAAIOT A3bIK XKECTOB U
WHTOHauuna. MeHenXep, KOTOPbIN POKYCUPYETCA TOJIbKO Ha KOHKPETHbIX (paKTax,
MPOCTO He AaeT APYroMy YenoBeKy BO3MOXXHOCTU MOAENIUTLCA CBOUM OMbITOM. ECnu BbI
BUOWNTE, 4TO YeNOBEK BCTPEBOXEH WM pacCep>XeH, Bbl MOXKeTe, Hanpumep, cka3aTb:
«MHe Ka>eTcCs, 4TO Bbl YeM-TO PacCTPOEHbl. He XoTuTe noaennTbCs CO MHOW? «. YTOObI
yCabiWaTb haKTbl M MOHATb YyYBCTBa, BaM HE06X0AMMO MOMHOCTbIO BbIC/yLLATb
coobLeHre. ITO NO3BOJINT BaM yyLle MOHATb CUTYaLMIO M NOKa3aTb OPYron CTOPOHeE,
4YTO Bbl YBa>KaeTe TO, 4TO OH FOBOPWUT.

BbiBOA

KoMMyHUnKaumsa npeabapnseT TpeboBaHUSA K KaXK4oMy U3 YHAaCTHMKOB YNpaB/ieHYeCKoro
B3auMogencTeus. UTak, Ka>Kablh N3 y4aCTHUKOB O0/KeH obnafgaTb BCEMU
onpeneneHHbIMMN COCOBHOCTAMMN: BUAETb, CNblWaTb, TPOraTb, 060HATL N NpoboBaTh.
b dhekTnBHOE o0bLLEeHNEe TpebyeT OT Ka)KaoM U3 CTOPOH onpeaesieHHbIX HAaBbIKOB U
YMEHUN, a TaK>XKe Hannymsa onpeneseHHon cTeneHmn B3anMonoHMMaHmsa. KoMMyHuUKaumm
nenatcsa Ha 2 6onblune rpynnbl: BHELWWHWE N BHYTPEHHME. BHELWHNI: CBA3b MexXxay
opraHmsaumen n BHelHen cpenomn. PakTopbl OKpyXKatoulen cpelibl CUbHO BAINAIOT Ha
0eaTeslbHOCTb OpraHn3auun. BHYyTpeHHUI: CBA3b BHYTPW OpraHu3aunm mMexay



pPa3INYHbLIMN YPOBHAMMN N noapasaeneHnaMmu. OHM MoryT ObITb hopMasibHLIMU K
HedopMabHbIMU.

Tak>xe cyliecTByeT OrpaHM4YeHHOe KOJIMYeCTBO KOMMYHUKALUNOHHbIX bapbepoB, KOTopble
CHMXaKT 3(hHeKTUBHOCTL 00 eHns Mexay cobecegHnkamun. Hanbonee 3Ha4YmMMbIMun
bapbepaMn MeXXJIMYHOCTHOro ObLLLEeHMA Ha OpraHM3aUMOHHOM YPOBHE SABNSAIOTCA:
Dapbepbl, BbiI3BaHHbIE BOCNPUATMEM; CeEMaHTU4Yeckne bapbepbl; HeBepbanbHble bapbepsl;
Heah(pekTuBHaga obpaTHasa CBA3b; HEIPAEKTUBHBIN CIyX.

Ewe oaHuM 6apbepoM Ha NyTU MEXINYHOCTHbLIX KOMMYHUKaLMN ABASETCS OTCYyTCTBUE
obpaTHoM cBA3nN. ObpaTHaa CBA3b Ype3BblHalHO Ba)kHa, MOCKOJIbKY NO3BONAET
onpenennTb, AENCTBUTENIbHO /N Bawe coobuieHne NoHATO nosiy4aTesieMm B TOM CMbICe,
KOTOPbIN Bbl B HErO BNOXWAN. Kak BUAHO BbI10, CyLecTBYEeT MHOXKECTBO NPUYMH, NO
KOTOPbIM Cco0bLEeHMe MOXKeT ObITb MOHATO He Tak, Kak Bbl xoTenun [18, c. 89].

2. AHAJIN3 KOMMYHUKAL NN B OPFAHU3ALLMN 000
«BOJIFA MAPKETUHI »

2.1. XapakTepucTtuka opraiusauuum OO0 «Bosra mapkKeTuHr»

O6bekT nccnegosanms — OO0 «Bonra MapKeTUHr», opraHmnsayns 3aHMMaeTCs
pPeKaMHON N MAapKETUHIOBON AeATEes/IbHOCTbIO.

Buobl oesaTenbHOCTU: KOMMJIEKCHOE NMPOoABMXKEHME NOCTOSAHHbIX KJIMEHTOB; cObCTBEHHOE
NMPOW3BOACTBO, HAPYXXHada peknama, noaurpaduns, CyBeHUpHasa NpoayKuns, ou3amnH,
ayamno-enaeo; pasmeweHne s CMI.

Muccna OOO «Bonra MapKeTUHr»:

Peann3oBbiBaTb PEK/IAMHbIE N MAPKETUHIOBble MEPOMNMPUATUSA, HAXOOUTLCS B
MOCTOSHHOM Auasiore C NapTHepaMu N NnoTpebutensamum n cosgasaTb NAOWAAKN ONK
obMeHa onbITOM Cpeaun CneymnasncToB PEKAaMHOI0 pblHKa — NPUOPUTETHLIE
COCTaBNAKOLWME HalLen NesaTeNbHOCTN.

OpraHn30BbIBaTb N HAXOAUTb ONTUMaJIbHbIE PEeLleHNs A1 MeponpuaTuin nobon
CJI0OXKHOCTU, @ Hanm4mne cobCTBEHHbIX PECYpPCOB NMNO3BONAET 3(PPEKTUBHO peann3oBbiBaTb
NX C MMHUMalbHO BO3MOXXHbIM B0g)KeToM.

MpuHunnbl paboTbl OO0 «Bonra MapKeTUHr»:



MpodeccrnoHanbHbIn NOAX0A nNpeanpuaTue ChopMmMpPoBaIo ONbITHYIO KOMaH4y, KoTopas
nMeeT OTNa)KeHHY cxeMy paboTbl C NnapTHepaMu 1 pazbupaeTcsa BO BCeX HOAHCaxX
pa3MeLlleHns peksaMbl Ha NobbIX 4OCTYMNHbIX HOCUTENAX. TO NO3BOJIAET COKPaTUTb A0
MWHUMYMa CPOK peann3aunm NpoeKTos.

MporpaMmbl 1060 CNOXKHOCTU HaIM4Me ONbITHbLIX CNELVNANNCTOB U HaOeXHbIX
NapTHEPOB NMO3BOJIAET Peasin3oBbiBaTb PEKJIAMHbIE KaMMaHUN NI0B0M CNOXXHOCTU, KakK
JIOKaNbHOro, Tak n enepasibHOro ypoBHs.

O0O0 «Bonra mapkeTuHr» BblpaboTano Ka4YeBble NPUHLMMbI B3aMMOAENCTBUSA C
KJIMeHTaMn, cpeamn KoTopblX:

-OPNEHTNPOBAHHOCTb Ha KJIMEHTA,

-KOMMNETEHTHbIE CNeLMaNNCTbl — F1aBHbIN aKTUB KOMMaHUN; - UCNOJIb30BaHNe
KOMMJIEKCHOIo noaxona K peLieHnam;

-3KCKJII03UBHOCTb peLueHni;

-MCNOJIb30BaHMeE NepenoBblX TEXHONOMNIN; - pa3BUTUE N BHELPEHNE HOBbIX YCIYT;
-MPO3pPaYHOCTb N OTKPbLITOCTb;

-coumnasnbHas OTBETCTBEHHOCTb.

KoMmnaHusa OO0 «Bosira MapKeTUHr» aBnseTcs obwecTBOM C OrpaHNYeHHOM
OTBETCTBEHHOCTbIO, Y4peXXaeHHbIM B COOTBETCTBUMN C peLleHnemM

CobpaHusa YupeauTtenein, 4YacTbio nepeon NpakaaHckoro Kogekca PP, 3akoHoM PO «06
obuiecTBax c orpaHN4YeHHON OTBETCTBEHHOCTbIO», MPUHATBLIM 8 dheBpansa 1998r.,
ApyrumMm HopMaMm OENCTBYIOLWLEro 3aKoHOoAaTeNnbCTBa Poccnmnckon degepaynm un
HacToSAWMM YCTaBOM C Lesblo yaoBneTBopeHns obuiecTBeHHbIX noTpebHocTen,
OKa3aHWsa ycnyr n noaydyenumsa npuboinn. O6LLECTBO ABNAETCS OPUANYEEKUM JINLIOM U
OCYLLLEeCTBNSET CBOI AesATesIbHOCTb Ha OCHOBaHUM YCTaBa N OeNCTBYIOLLErO
3aKoHoOaTesbCTBa.

NMpoaHann3npyem oCHOBHble (PMHAHCOBO-3KOHOMUMYECKME NOKa3aTeNn OesaTeNbHOCTH
00O «Bonra mapketuHr» B nepuopg ¢ 2017 no 2018 ropa (B Tabnumue 2.1).

Tabnuua 2.1 - OCHOBHblEe (OMHAHCOBO - SKOHOMUYECKME nokasaTenn geatensHoctn 000
«BoJsiIra MapKeTuHr»



Temn pocTa

ABGCONIIOTHbIE ABCOIIOTHbIE

n/n NMoka3sartenn

3HaYeHuns OTKJIOHEHUS (npupocTa), %
2017-2018 2017 - 2018

Bbipyyka, TbIC.py0. 23358,000 27026,000 3668,000 14,997

2 CebectommMoCTb.ThIC. pyb. 7597,000 9130,000 1533,000 20,179

3 Barnosonm poxopn 16861,000 18996,000 2135.000 , 12.662

4 KomMMepyecKne pacxonbl 12489.000 13797,000 1 308,000 10,473

5 MpubbibL OT Npoax 4372,000 3199.000827,000 18,916

6 [lpo4vme poxonbl 5385,000 8121000 2742,000 50,919

7 Tpo4yme pacxonbl 5926,000 8963,000 3037,000 ,249

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

9 Yuctasa npubbinb 2641,000 2952,000 311,000 12,239

10 Cpeanss 1019,083 1171,917 152,833 14,997
NPON3BOANTENBHOCTb

17 CPeAHEronosas cTouMocTb 1335.500 232,500 21,041

OCHOBHbIX CpeacTB



12 doHpooOTOAYA 21,134 20,029 -4,993

13 PeHTabenbHOCTb. % 10, 4 -0,2

N3 Tabnnubl 2.1 BWOHO, 4TO Bbipy4Ka OT NPOAaXK 3a nccaenyemMbln nepunon pacTeT,
O[HaKO TeMrbl eé pocTa 3amegnsatoTca (B 2018 r. - 14,9 %, a 8 2017 r. nuwb 9,9 %).

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

17,71 %). BOo3MOXXHO, 3TO CBUOETENbCTBYET 0 pocTe cebeCcToOMMOCTHN, UHbIX 3aTpaT T.e.
yBennyeHmnm 6anaHCcoBON CTOMMOCTU OKa3blBa€MbIX YCIYT.

3a aHanu3npyembln Nepmoa pacTyT nokalaTtenn npubbinn: Basoson aoxon, Nnpubsiab OT
npoaak, Npmbbisib 40 HAaNOro0bN0XKEHNSA N, COOTBETCTBEHHO, YnCTas Npubbinib.

Kak BUAHO 13 Tabauubl, TeMnbl MPMPOCTa BCEX BblLLENnepedyncsieHHbIX NoKasaTenen
Tak)xe 3amMennsaTcs. Tak, BasioBon goxon B 2018 r. ysennymncsa Ha 12, 6 %, npubbinib
OT NpoAaxk Bbipocsia Ha 18,9 %, Ha 4TO, MO HalleMy MHEHUIO, 3HAYUTENIbHO MOBJINAJIO
yBesIM4eHmne TeMrnoB NpMpocTa KOMMep4YeCKNxX pacxonos. Ta e TeHaeHUuns
HabngaeTca n ¢ NnokasatTensamm Npubblsin 4o HaNoroobao0XXeHnsa N YNCToN NpubbibIo.

YTo KacaeTcs a(p(peKTUBHOCTU NCMOJIb30BaHNUA OCHOBHbIX CPeACTB, TO TEMM poCcTa UX
cpenHeronoBon CTOMMOCTU yBenndmeaeTca (B 2018 r. 21,04 %), ogHako, TeMn pocTa
POHO0O0TAAYN TAaKXKeE CTPEMUTENBHO CHUXXaeTcsa (B 2015 r. Ha 49, 94 %). MoXHo
caenaTb BbIBOA O TOM, YTO OpraHm3aumnsa HepaunoHalbHO UCMOJIb3yeT OCHOBHbIE
cpencTBa, HO, BO3MOXXHO, OHU ByayT a(h(heKTUBHO NCNO0b30BaTbCA B A0OJITOCPOYHOM
nepuoae.

Bonee meaneHHbIMM TeMMNaMm CHUXXaeTcs peHTabenbHOCTb NpeanpuaTunsa: B 2018 r Ha
1,8 %. Taknm obpa3om, n3 BCEro BbilLECKAa3aHHOr0 MOXXHO CAefiaTb BbIBOA O TOM, YTO Y
00O «Bonra MapKeTUHr» NpPoncxoanT 3amMenJsieHne TeMMoB POCTa OCHOBHbIX
(PMHAHCOBO-3KOHOMUYECKUX MOKa3aTenem n CHUXeHne sppekTUuBHOCTN NCMNOJIb30BaHUA
pecypcos.

OnpepeneHo, 4To 3a aHanusnpyemoin nepnog y OO0 «Bosra MapkeTuUHr» pacTtyT
rnokasaTtenu npubbinn, BanoBon goxoa, npubslsab OT Nnpofak, Nnpubbinb Ao
Hanoroob6a10XXeHnsa U, COOTBETCTBEHHO, YNCTasa NpUbbISb, HO TeMMNbl NPUPOCTa BCEX



BblLLENEepeYnNC/IeEHHbIX NOoKa3aTenen 3aMmegnsaTCs.
Tak, Banoson goxon B 2018 r. ysennymnncsa Ha 12, 64 % npubbisib oT Npoaaxx Ha 18,9 %.
2.2 OueHKa KagpoBoro cocrtaBa nepcoHasna 00O «Bosira MapKeTUHIr»

Bce dyHKLMN, NpaBa U 0653aHHOCTN PabOTHUKOB 3aKpenneHbl B AOJIKHOCTHbIX
NHCTPYKLUUSIX.

YucneHHoCTb paboTHUKOB hMpMbl cocTaBnisgeT 18 Yenosek. Ka)Kabll COTPYLAHUK (PUpMbl
OTJIN4aeTCs BbICOKUM NPO(PeCcCNOHaNIN3IMOM N KOMMNETEHTHOCTbLIO B NPOogeCcCUoHaIbHON
chepe neATeNbHOCTU, BBICOKUM YPOBHEM KBannpuKkaunn. Kak pykosoamTesnn oTLeN0B,
Tak 1 pagoBble COTPYOAHUKN, UMEIOT BbiCcLLee obpa3oBaHme.

CTpykTypa nepcoHana npeanpusatns OO0 «Bosira MapKeTUHr» paccMaTpuBaeTCs No
paay napameTpos (Tabnnua 2.2).

B opraHusaumm paboTaloT MYy»X4YUHbI N XEHLWNHbI, HO B 2018 . XXeHLNHbI COCTaBASANIN
61,1 % cnMco4YHOro cocTtaBa, Ha 2018 r. 55,6 %.

Tabnuua 2.2 - XapakTepucTuka nepcoHana 00O «Bosira MapKeTUHIr»

KaTteropuwu 2014 2014. 20152015, % 2015 oT1B %
non

My>X4UHbI 7 38,9 8 444 5.5
XKeHLWWHbI 61,1 10 55,6 -5,5
O6bpa3oBaHue

ObLlee 2 11,2 56 -56

CpenHee crneynanbHoe 8 44,4 9 50.0 5,6



Bbiciee 8 44,4 8 44,4

Bo3pacT

OT 20 po 30 12 66,6 55,6 -11,0
Ot 31 pno 40 4 22,2 5 33,2 11,0
Ctapwe 40 net 2 11,2 2 1.2

Crax

MeHee 1 rona 11,1 11,1
OT 1 po 3 net 9 50,0 7 33,4 -16,6
OT 3 po 6 net 9 50,0 10 55,5 5,5

B 2018 r. konmM4yecTBO CNeumasncToB C BbICLUMM U CrieynasnbHbiM CpeaHUM
obpa3oBaHuem coctasnseT 94,4 %. Konm4ecTBo cneymanncTtoB CO CPeaHUM
obpa3oBaHMEM yMeHbLINNOCh Ha 56, 94%.

B opraHmnsauumn paboTatoT COTPYLHUKN BCEX BO3PACTHLIX FPYMmM, B TOM 4yucie camas
bonblwasa rpynna coTpyaHMKoB Bo3pacToM oT 20 ao 30 neT ymMeHbLIWAach OoT 66,6 % B
2017 r. po 55,6 % B 2018 r. CoenaTb BbIBOA, O TOM, 4TO 3a NOC/AeAHUN rog Ha
npeanpuaTum yeoannca 1 coTpyaHuK 1 6bi1 BHOBb MPUHSAT HOBbIM COTPYAHUK. bonee
5094 coTpyAHUKOB MMEIOT CTaX paboTbl B opraHm3auum ot 3 4o 6 neT, To eCTb
paboTatoT co aHA ocHoBaHUA OO0 «Bonra MmapkeTuHr». JonosHnTeNbHas nHpopMaums
0 TEKYyYeCTW KagpoB npencrasieHa B Tabavue 2.3.

Tabnuua 2.3 - AHanM3 TeKky4ecTu Kagpos B 000 «Bosira MapKeTUHr»



Moka3aTenb 2017 r 2018 r

Cnnco4yHasa YNcyIeHHOCTb HA Ha4daJio roga, 4yen. 18 18
Cnnco4yHasa YNCNeHHOCTb HAa KoHew, roaa, 4yen. 18 18
CpenHecnmuco4yHas HNCNEeHHOCTb 3a nepunoa 18 18

Yncno npuHATLIX Ha paboTy, yen.

Yncno yBosIeHHbIX 3a Nepuog, Yen.

M3 HNX No C06CTBeHHOMy XXeJlaHWMIo, Ye.

KoathpurumeHT TekyyecTn Kagpos, %

N3 Tabnnubl BUAHO, 4TO Ha npeanpuaTum B 2018 r. KO3 PUUMEHT TEKYHECTM KaapoB
coctasun 5,5 %.

B cTpykType ynpasseHus 000 «Bosira MapKeTUHr» OTCYTCTBYET O0/IKHOCTb
MeHe)Kepa Mno ynpaBieHnto nepcoHanom. Bonpocamu opopmaeHns Ha paboTy u
YBOJIbHEHUS COTPYZIHMKOB 3aHMMaeTCs NMOMOLHNK reHepasibHOro AMPEKTopa, He
MMEeLNA cneumasbHOro MeHeaXXepckoro obpasoBaHus.

PaboTa c NepcoHasioM 1 peryampoBaHne OesaTesIbHOCTN paboTHUKOB BeAeTCs Ha
OCHOBAHWUN CNefyLLNX BHYTPUMUPMEHHbIX KaapoBbIX JOKYMEHTOB:

1.«MpaBnna BHyTpeHHero TpyaoBOro pacnopsanka», KOTopble peryampyroT
DeaTeNnbHOCTb BCEN OpraHmM3aunm B LLesoM, onpeaensatoT: Bpems paboTsl,
NPoOOoO/HKNUTENIbHOCTb paboyen Heagenn, 4NNTENbLHOCTb OTMYCKOB, BPEMS MepepbIBOB U
BbIXOOHblIe OHW; NOPSAAOK NpueMa 1 yBOJIbHEHNSA PabOTHMKOB; CUCTEMY MOOLLPEHUI 1
HaKa3aHW; OCHOBHbIe NpaBa N 06s3aHHOCTN pPabOTHMKOB.



2.[00/KHOCTHbIE NHCTPYKLMN CNEeLnanncToB onpenensaioT OCHOBHbIE NpaBa n
06513aHHOCTN COTPYAHMKOB, @ TakK)XXe OTBETCTBEHHOCTb, KOTOPYIO OHUN HEeCyT B
COOTBETCTBUM C 3aHUMAeMOWN OOJIKHOCTbIO, N yCNoBUS paboThl.

3.JIn4Hble KAapTO4YKM COTPYAHUKOB, KOTOPbIE coaep»XaT BCO MHGOPMaLUM O
coTpyaHuKax: obpasoBaHue; onblT paboTbl; HaM4YME KYPCOB AOMNOSIHNTENIbHOWN
MOArOTOBKN, CEPTUMUKATOB; AATy N CPOKM OTMNYCKa; COUMabHbIE NIbrOThbl, HAarpaasbl,
MooLipeHns.

JlaHHble JOKYMeHTbl obneryatoT paboTy nepcoHasia n NOMOratoT PYKOBOAUTENIO
opraHmM3auun B yrnpasJsieHUN KagpaMu.

B nOKyMeHTax No cucteme yrnpaBieHNs nepcoHasioMm He npopaboTaH psan pyHKLUNA
yrnpaBJsieHnsa NepCcoHasnoM: HeT MJaHoB afganTauln HOBbIX COTPYAHUKOB; poTauuns
rnepcoHasia oCyLecTBAAEeTCS CTUXUNHO, B COOTBETCTBUM C ocBOBOXXAeHMEM pabo4mx
MecCT; Ha NpeanpuaTUN He COCTaBAATCS MJaHbl NHOUBUAYANIbHOMO Pa3BUTUA n
KapbepHOro pocTa COTPYAHUKOB; OLEHKa CneumanmcToB NpoBoanTcsa BbIGOPOYHO Mo
pekoMeHOaunsamM pykKoBoguTens, naaHoBas OLeHKa BCEro nepcoHasia He NpoBOAUNTCS;
aTTecTauusa NpoBOANTCA TONLKO OJ19 pyKoBoguTenen nogpasageneHni, nnaHa
aTTecTauunm 1 ee persiaMeHTa Ha NpeanpuaTnn HeT; HESKOHOMUYECKas MOoTMBaLUKnS
HOCUT 6E€CCUCTEMHBLIN XapaKTep 1 He CBSiI3aHa C OPraHM3aUNOHHON Ky IbTYPOWN.

2.3. UccnepoBaHue KOMMYHUKaLMOHHOIO npouecca B ynpaBJIEHUMU OpraHusauven
000 «Bosnra MapKeTUHIr»

N3y4yeHrne KOMMYHUKALIMOHHOIO npoLlecca B ynpassieHun 000 «Bosira MapKeTUHr»
npoBoANTCS B 061acTaAX aHaIn3a BEPTUKANbHON KOMMYHUKALIUK, TOPU30HTAJIbHOWN
KOMMYHWKALINUW, OLLEHKN OCHOBHbIX BUAO0B KOMMYHUKaLUMK, BbigBNeHUSA npobnem n
HeOCTAaTKOB B NpoLecce KOMMYHUKaL N,

BepTukanbHasg KOMMyHUKauuna peannsyetcsa B OO0 «Bosira MapKeTUHr» Kak
OBYXYpPOBHEBasA CTPYKTypa ynpaBsieHUs. PYKOBOACTBO TeKyLLeN AeATeNIbHOCTbIO
OCYLLLEeCTBAAETCA reHepasibHbIM ONPEeKTOPOM. B cTpykType ynpasaeHusa OO0 «Bonra
MapKEeTUHI» YeTKO MPOCNEXMNBAOTCA BEPTUKASIbHbIE KOMMYHUKALWOHHbIE MOTOKMN,
KOTOpble MPOXOAAT OT reHepasibHOro ANPEeKTopa K pyKOBOAUTENAM AenapTaMeHTOB, OT
pykoBoauTesnen genapTaMmeHToB 40 UX NOAYNHEHHbIX.

CBSi3b OCYLLECTB/ISETCS CBEPXY BHU3, TO €CTb annapaT YNpaBJieHUs BblAaeT UHCTPYKL UK
U apyryto popmy CBS3U U ONYCKAET ee Huxe B opuckl. YnpasneHne OO0 «Bonra
MApPKETUHI» OCYLLIECTBNSETCA Ha OCHOBE JIMHENHO-(PYHKLMOHAIbHON OpraHM3aLMOHHOWN



CTPYKTYpbI.

JInHeNHO-YHKLUMOHANbHAasA CTPYKTYpa YNpaBaeHUs - 3TO CTPYKTYypa OpraHoB
yrpaB/eHNS, COCTOSAWAN U3 IMHENHbIX NOApPa3aeNeHNA, BbIMOAHSAOWMNX OCHOBHYIO
paboTy B opraHm3auunm, n cny>ebHblx PyHKLMOHAIbHBIX NoApa3aesieHnI.

OpraHn3aLUNoHHYI0 CTPYKTYPY TakXKe MOXXHO pacCMaTpuBaTb Kak popMy pasaeneHuns un
COTpyOHMYeCTBa yNpaBJIeHYEeCKO AesTeNlbHOCTW, a C/iefoBaTeslbHO, NpaBa u
OTBETCTBEHHOCTb 3a UX peanunsauuto. PeweHne o Bbibope opraHM3aLMOHHON CTPYKTYpbI
NPUHMMAETCA BbICLUMM PYKOBOACTBOM. 104 pyKOBOACTBOM reHepasibHOro ANpeKTopa,
MOMOLLIHMKA, raBHOro byxrantepa, oMpeKkTopa NMpoekTa, HavyaslbHNKa KOMMepPYeCcKoro
oTaena.

FeHepasibHbIN ANPEKTOP KOHTPOIMPYET BbINOJIHEHNE 3aKa30B COTPYAHNKAMMN KOMMaHUN,
NoANMUCbIBaeT AOKYMEHTbI, MPOBEPSeT NPaBUJIbHOCTb BbIMOJIHEHHbLIX OTYETOB,
3aKJ/Il04aeT A0roBopbl C APYruMn pmpMamm, Co3gaeT npasusia, NOJIOXKEHNS, ULLET 1
peann3yeT HOBble BO3MOXXHOCTW.

[NaBHbIN ByxranTep NPoM3BOAUT BbiNAATy 3apaboTHOM NAaThbl; AeNaeT HAYNCIEHUS;
FOTOBUT OTYET 0 (PUHAHCOBOW AesiTeNbHOCTY; obpabaTbiBaeT NMHGOPMaALMIO U
CBOEBPEMEHHO npeaynpexXxaaeT 0 HeraTUBHbIX SIBJIEHUAX B (PUHAHCOBOW AeATENIbHOCTY;
MOBMAN3yeT BHYTPEHHME pe3epBbl U 3PHEKTUBHO NX NCMOSb3YET.

PyKOBOAUTE b MPOEKTa - 0TBEYAET 3a peasin3aLmio NpoekTa oT pa3paboTku ero naen n
MaKeTa [0 U3roTOBJIEHNS HAPY>XHOW peKlaMbl N ee MOHTaX<a. JupeKTop npoekTa
cnenuvT 3a cobnlogeHneM CPOKOB U KavyecTBa pekslaMHoro npoaykTa. Mo ero
NOAYMHEHWNIO HaYaNlbHUK KPeaTUBHOIro oTAesNla U HaYalsIbHUK OTAesia Npou3BoACTBa
oTnena.

PYyKOBOAUTE/Nb KPEAaTMBHOIO OTAENa PYKOBOAUT rpynnoi cneymnanncToB genapTaMeHTa,
oTBeYaeT 3a pa3paboTKy KpeaTUBHOW NOen N KOOPAVHUPYET ee C 3aKa3ynkom. B oTaene
pa3pabaTbiBaeTCsA MakKeT peKJIaMHOro NpoaykTa, dopma nepesoaa naew.

PykoBoauTenb NPONU3BOACTBEHHOIO OTAE1a PYKOBOAUT FPyrnnon cneymnanmncTos,
KOTOpPbIE CO34al0T NOTOBbLIVM PEK/IAMHbIM NPOOYKT B COOTBETCTBUU C pa3paboTaHHON
noeen n 3aHMMaKTCA ero yCTaHOBKOMN.

PYKOBOANTE/lb KOMMEPYECKOro OTAela OTBEYAET 3a NOUCK KJIMEHTA, 3aKJIl04YEHME C HUM
JIOroBOpa 1 npoBeAeHne KOHTPoss 3a cobnogeHnemM ycnosuii gorosopa. B
KOMMEpPYECKOM OTAesie OCYLLEeCTB/ISeTCSA CorlacoBaHne CTouMMocTn paboT no gorosopy,



ncrojib3oBaHme MeTogoBs CTUMYJINPOBaHNA KJIMEHTa, NOPALOOK OrJiaTbl OroBopa.

MOMOLLHUK FreHepasibHOro ANPEKTopa BbINMoAHAET paboTy No AOKYMeHToobopoTy
PEKJIAMHOIro areHTCTBa, BeAeT y4YeT nepcoHana, oQopmasieT JOKYMEHThLI O NpuemMe n
YBOJIbHEHUW COTPYAHUKOB.

YnpasneHne OO0 «Bosra MapKeTUHIr» OCyLEeCcTBASAETCA Ha OCHOBE JINHENHO-
PYHKLMOHaNbHOM OpraHn3aLMoHHON CTPYKTYPbI.

JINHENHO-PYHKLUMOHabHAsA CTPYKTypa ynpaBieHns Hanbonee achdpekTBHaA 019 TaKomn
HeboNbLLIOW OpraHm3auunn.

bnaronaps aToMy opraHmsaumsa npunobpetaeT CNOCOOHOCTL COBEPLUEHCTBOBATbL CUCTEMY
ynpaBJieHUs, NOBbILWATb NPON3BOANTENBHOCTb U 3PPEKTUBHOCTbL. DTO AaeT
MOJIOXKUTENbHbIN 3PHEKT, KOTOPbIA MO3BONISET BbICLUEMY PYKOBOACTBY COCPEAOTOYNTHLCSA
Ha peweHnn cTpaTernyecknx 3agay pasBmTus opraHusaumm, obecneynTs ee
3(pheKTUBHOE B3anMoLeNCTBME C BHELLHEN cpenon. Kpome Toro, KoMmnaHus, cosgaHHas
B COOTBETCTBUM C 3TON MoAdenbio, npuobpeTaeT rMbKOCTb N CNOCOBHOCTL BLICTPO
pearnpoBaTb Ha MEHSAIOLLMECS YC/IOBUS N PECTPYKTYPUPOBATL JIMHENHbIE
noapa3nesieHns rno Mepe paclunmpeHns opraHnsaumn. BaxxHo oTMeTuTb, 4TO
pacnpeaneneHme QyHKLUNOHaIbHbIX PabOTHMKOB MOBbILLIAET Ba)>XHOCTb BbIMOJIHAEMbIX UMW
onepauun.

MpUHATNE 3TOW OPraHn3aLMOHHON CTPYKTYPbl CBA3aHO C TEM, YTO €IMHCTBO
KOMaHOO0BaHWSA, NPOCTOTA CBSA3EN N onpeaeseHHOCTb 3aBUCUMOCTEN YCMNELLIHO
PEaNn3yTCA B JIMHENHbIX CTPYKTYpPax. Takon TUM CTPYKTYPbl HEBO3MOXKEH MNpu
KpynHoMacwwTabHoOM yrnpaBaeHun, NOCKOJIbKY MPUBOAUT K PE3KOMY YBESINYEHWIO
KOJINYECTBa LLIAroB, B TO »Ke BpeMsl oH Hanbonee noaxoauT OS5 Masioro U CpeaHero
busHeca.

FOpn30HTasIbHble KOMMYHUWKALMOHHbLIE MOTOKN CYLLECTBYIOT MeXAY PaBHbIMK MO 3BaHULO
4yJeHaMun opraHm3aunmn, pykoBognTensamMm oTAEeI0B KOMMeEPYeCKUX, (OPUHAHCOBLIX U
NPOn3BOACTBEHHbIX MNogpa3saeneHnin. OHM peann3yTCss Ha NPON3BOACTBEHHbIX
coBeLlaHunsx, Npu obCcyXaAeHn BONPOCOB NpUBAEeYEeHNS HOBbIX KJIMEHTOB B
opraHusauuto, NpoBeAeHNss MepPONPUATUIA MO MOTUBALUN U CTUMYIMPOBAHULIO
notpebuTenen, NpoBefAeHNs CrieymabHbIX MEPONPUSATUIA. FTOpN30oHTaNbHbIE
KOMMYHUKaLNK SBNSOTCA (pOpMasibHbIMU N HE(OPMaAJIbHbIMUK, KaK 4aCTb MEPOMNPUSATUIA
Mo KOPMopaTUBHOM KynbType (Npa3aHUKN 1 Mo34paB/eHuns).



B 3TOM c/ly4yae CBSI3b MPOUCXOAUT KaK B YCTPOMCTBE YNpaBJ/IeHUs, TaK N Ha YPOBHSIX,
PaCcrnonNoXXeHHbIX HMXXEe, No4 YCTPOMCTBOM yrnpaBfieHns. O6bl4HO MEXJINYHOCTHbIE
OTHOLUEHWNA Ha HMXKHUX YPOBHSIX NPOBOASATCSA HE3AaBMCMMO OT reHepasibHOro ANPEKTOPA,
Hanpumep, obcyxaeHne obbema paboT MO NPOEKTY, TEXHOJIOMUN UX peanun3aunm.

icnonb3oBaHMe OCHOBHbIX TUMOB KOMMYHUKaLUMA 3aBUCUT OT (hOPMbI
KOMMYHWKALIMOHHOI 0O npoLiecca.

O0O0 «Bonra mapkeTuHr» pa3paboTano n spPeKTUBHO PyHKLNOHNPYET CUCTEMY
3/IEKTPOHHOIr0 AOKyMeHTo060poTa, BHeAPWUAa CUCTEMY YIMPABIEHNSA N OLLEHKUN KIHOYEBbIX
nokasaTenen 3¢pheKTUBHOCTU, a Takxe npogenana bosnbliyio paboTy no
nenernpoBaHUo NOJTHOMOYUI Ha Pa3HbIX YPOBHSAX OTBETCTBEHHOCTMN.

Ins Hana>XnMBaHUSA KOMMYHUKaLWIA BHYTPU KOMMNAHWUN UCMOb3YOTCA MHGOPMaLNOHHbIE
6yKkneTbl, CTEHAbI, MJaKaTbl, PeNopTaXku, AWMKN obpaTHON CBA3W, Megna-npeseHTaumm
MEeHe>XepoB, BCTPeYN, BCTpeUn C KNneHTamm, MIHTepHeT.

B cBoein paboTe LeHTp BHYTPEHHUX KOMMYHUKaUUn yaenseT ocoboe BHMMaHue
noayyeHuto obpaTHOM CBA3M C UCMOJIb30BAHMEM MOYTOBbIX ALWLMKOB 06paTHOW CBA3MU,
BCTpey, obcyxaeHunn, obcyxaeHunto npobnem Ha cobpaHuax n cobpaHusax scen paboyen
cunbl. Ansa Toro, 4Tobbl N3y4YNTb CIOXKUBLLYIOCA CUTYyaLUWIo, BbISIBUTb CyLLLIECTBYOLLME
npobaemMbl, NPOKOHTPOIMPOBATb OTHOLUEHMNE COTPYAHNKOB K KOMMaHUW, MPOBOANTCS
coumosiornyeckoe nccsegoBaHme (C NCNoNb30BaHMEM pPa3HbIX METOLOB - OT
AHKETUPOBAHNS A0 NINYHbIX NHTEPBbLIO).

KoHe4yHOo, KOMMaHUA elle He caenana Bce, 4ToObl MOMHOCTLIO pewmnTb Nnpobnemy
0CBEOMJIEHHOCTU COTPYAHUKOB. HOBblE NAEN 1 NPeasIoXKEeHNs pacCMaTPUBAOTCS U
aKTUBHO 06CyXxaalTcs, Hanbosiee NnepcrnekTUBHbIE U3 HUX ByayT peasn3oBaHbl B
KOMMaHuW.

Opyrum Bnaom ceasm B OO0 «Bosira MapKeTUHr» aBnsgeTcs «KosbueBas nodyrta» (y
Ka)X4o0ro COTpygHUKa OpraHmn3aunm eCTb CBOW NOYTOBbLIN ALMK). DTN NOYTOBbIE ALWLNKN
OTMPaBJIAIT KOPPECNOHAEHLNIO, @ TaKXXe pa3/inyHble LOKYMEHThI, JINYHYIO NOYTY U T. A.

B ropn3oHTasbHON hopMe KOMMYHUKaLNN OCYLLLECTBNSAKOTCS MO Y>Xe N3BECTHbIM CXeMaM;
Mpexxae BCEro, NCNoJsib3yeTcs BHYTPEHHUI TesiehoH, C MOMOLLbIO KOTOPOro COTPYOAHUNKN
MOryT obLaTbCs Apyr C Apyrom, He noknaas paboyero mecTta, a Tak)Xe CUCTEMA
COTOBOW CBA3W. DNEKTPOHHAA No4vTa (3N1eKTPOHHAA NoYTa) TakXXe ABNSeTCH O4HUM U3
CcaMbIX yA0bHbIX cnocoboB obuieHns. CneayeT OTMETUTb, YTO IEKTPOHHAA NoYTa
NCNOIb3yeTCsa KakK COTPYAHUKaMM npu obuweHnn gpyr ¢ Apyrom, Tak u npm obeHun c



KJINEHTaMW.

He ocTatoTcs 6€3 BHUMaHUA U JINYHbIX BCTPeY. Benb nHoraa onsa nepenayv nHopmaunm
TpebyeTcsa NMYHOE NMPUCYTCTBUE YesioBeKa, YToObl MOKa3aTh CEPbe3HOCTb CO0bLLIEeHNS
NN KaXXO0ro yKa3saHus.

BHelHne KOMMYHUKaAUMOHHbIE NMOTOKU peasim3yoTCsa Yyepes MepornpuaTms no
MPOABMXXEHWUIO YCIIYI PEKJIAMHO-MapKeTUHIOBOW rpynnbl BO/XKCKOro MapKeTUHIOBOrro
dopymMa (MapKeTUHroBble KOMMYHUKaUUKN, NHPOPMaLLMOHHO-KOMMYHUKALMOHHbIE
TexHonormm peknamsl u PR).

B LuenoM 3T KOMMYHUKaUNOHHbIE MOTOKN MOXXHO CHNTaTb YAOBJIETBOPUTENbHBIMU,
MOCKOJIbKY OHW peLlatoT 3aja4vun yrnpaBieHns opraHm3saunen, pa3sutmns bmusHeca v
CO34aHNSA LUMPOKOWN U3BECTHOCTU, 6naronpuAaTHOro MMnaXKa u 4esi0Bov penytaunm
KOMNaHun.

PykosoactBo OO0 «Bosira MapkeTUHI» NpoOBOAUT onpeaesieHHyo paboTy no
PYHKLMOHUPOBAHNIO BHELLIHNX KOMMYHUKALMOHHbBIX MOTOKOB, (hOpMYyMpys N Aosoas 4o
CBOEro0 LesieBOro pbiHKa 1 obLwecTBeHHOCTN UI0CoOphU0, MUCCUID, LLeSIN U LLEHHOCTN
opraHusauuu.

Mpn aHann3e KOMMYHUKaLMOHHOIo npouecca B opraHmsaunn OO0 «Bosira MapkKeTUHr »
Obin BbiABNEH psAa npobnem: ownboyHbIn NnepeBod NMHpoOpPMaLUM Ha pa3HbIX dTamnax
rnepenayn COTpyaHuUKamm opraHmsaunm; ECTb HeAOCTaTOYHO TOYHO CHOPMYJSIMPOBAHHbIE
coobuieHns, B KOTOPbIX €CTb HETOYHOCTb (POPMYJINPOBOK, NX HEOMNMPELENEHHOCTb,
HernocnenoBaTes/IbHOCTb, MNJI0X0e NpeAcTaB/ieHNne MbICNEN.

Nicka>keHune coobLueHuin B npoLecce rnepeMeLeHns nHpopMaumm BHYTPU opraHmn3aunm
BBEPX M BHU3; coobuleHnsa HenpeagHaMepeHHO NCKa)KaloTCcsa U3-3a TPYAHOCTEN B
MEXXJINYHOCTHOM 0b6LLEHNN; NCKa)KeHne coobueHnin nponcxoamT npmn obpaboTke
WHOPMaLMK, KOra pa3findyHble NPenaTCTBUA B MEXJIMYHOCTHbLIX KOHTaKTax MOryT
NOATONKHYTb UX, 4TObObl OTCEATb HEKOTOPbLIE U NOAYEPKHYTb Apyrue coobLeHus);
NMCUXOJIOrNYECKUN HAaCTPON COTPYAHUKOB, MPENATCTBYOLWMN Pa3BUTUIO POPMasibHbIX U
HedopManbHbIX OTHOLLUEHUA MeXAy COTPYOHMKaMN OpraHu3aunm; HeCcBoOeBpeMeHHas
DOCTaBKa MH(MOPMaLUUn COTPYAHNKAM N PYKOBOLCTBY; HMU3KaA 3PPEKTUBHOCTb
KoMMyHUuKaunnm OO0 «Bosnra MapkeTUHr» BO BHELUHeEN cpese.

AHanNn3 roprMsoHTaIbHbIX KOMMYHMKALMOHHbIX MOTOKOB MOKa3aJsi, YTO HeJOoCTaTKOM
paboTbl pykoBoacTea OO0 «Bosira MapKeTUHIr» CTano OTCYTCTBME NPOrpaMmbl
KOPMOPaTUBHOW KYNIbTYPbl. B KPU3UCHBIX U KOHDJIMKTHBIX CUTYaLNAX BaXKHYIO POJb



nrpaet HecdopmManbHoe obuieHne.
BoiBOA

Takum obpa3om, bbIs10 NpoBefEeHO UccnefoBaHNe KOMMYHUKALMOHHOIO npouecca B
pykoBoacTtee opraHusaumm OO0 «Bosra MapkeTuHr».

N3y4yeHne KOMMYHMKaLIMOHHOIO NpoLecca B ynpaBaeHnn NoBOIKCKOro MapKeTUHIOBOro
dopyMa npoBoANTCS B 06/1aCTAX aHaIM3a BEPTUKASIBHON KOMMYHUKALMN,
rOPU30HTa/IbHON KOMMYHMKALUK, OLLEHKN OCHOBHbIX BUAOB KOMMYHUKALIUW, BbISBIEHWNS
npo6semM 1 HegOoCTaTKOB B MPOLLECCE KOMMYHUKALUW.

YnpasneHne OO0 «Bosira MapKeTUHr» oCyLeCcTB/SAeTCA Ha OCHOBE JINHENHO-
PYHKLNOHANIbHON OPraHn3aunoHHOW CTPYKTYpPbI.

00O «Bonra mapkeTuHr» paspaboTano n 3pPeKTUBHO PYHKLNOHUPYET CUCTEMY
3/IEKTPOHHOIr0 A0OKYyMeHTo060poTa, BHEAPWUA CUCTEMY YMPABIIEHNSA N OLLEHKUN KJHOYEBbIX
nokasaTtenen spheKTUBHOCTM, a TakXXe npoaenasna bonblyto paboTy no
AenernpoBaHno NOJTHOMOYNIA Ha Pa3HbIX YPOBHAX OTBETCTBEHHOCTMN.

Mpu aHann3e KOMMYHUKALMOHHOMO npouecca B opraHmsaunm OO0 «Bonra MapKeTUHr»
6b1n BbISIBNEH psg npobsiem: olWnboYHbIA NepeBos MHpOPMALIMM Ha Pa3HbIX 3Tanax
nepenayn CoOTpPyAHUKaMN OpraHn3aLnm; HeoCTaTOYHO YeTKO CROPMYIMPOBAHHbIX
COO0bOLLIEHN, B KOTOPbIX €CTb HETOYHOCTb (DOPMYJIMPOBOK, MNJIOX0E NpeacTaBieHne
MbIC/IEN; NCKa)KeHne coobLLeHNn B npoLiecce nepeMelleHns MHpopMaLnum BHYTPU
OpraHu3auumn BBepX U BHU3; HECBOEBPEMEHHAA A0CTaBKa MHMOPMALINM COTPYAHMKAM U
PYKOBOACTBY; HEMPaBUbHOE OTHOLLUEHNE PaboOTHNKOB, YTO NPENSATCTBYET PA3BUTUIO
opManbHbIX N HE(hOPMaAJIbHBLIX OTHOLLEHU Mexay PaboTHUKaAMN opraHu3aunun.

3. COBEPLLULEHCTBOBAHWe BHYTPEHHUX U B
HELWHNX KOMMYHUKALLMN B 000 «BOJITA
MAPKETUHTI »

3.1. PoJsib BHELLWHUX KOMMYHUKauUuun B ynpasneHmu 000 «Bosnra MapKeTuHr»

OyHKUMKN B 0671aCTN BHELWHUX KOMMYHUKaLN: (hopMMpOBaHME (COXpaHeHne nnu
N3MEHEHME) XKeNlaeMOoro UMna>kKa opraHm3saumnmn; nHpopmmposaHme o6 obLLeCcTBEHHON
3HAYMMOCTU AEeATEeNbHOCTN PeKJaMHO-MapKeTUHIOBOW rpynmbl;



- NOArOTOBKA TEKCTOB BbICTYMNJIEHNI, MaTepmnanoB (B TOM 4Yucie cnamgos, puabmMoB) On4
rnpecc-KoHpepeHunin, Npecc-penn3oB N T.4.; yCTaHOBJEHUE, Nogaep>XaHue u
pacwmpeHmne KOHTaKTOB C LesieBoN ayanTopuen;

- MeponpuAaTnA, HarnpasJieHHble Ha pacllnpeHne cpepbl BANAHUA KOMMNAHNN CpeacTBaMu,
afeKBaTHbLIMN MOCTAaB/IEHHOW LN N He npoTmBopedHallnmMmn counasibHOM 3TUKE;

- paboTa co CMW;

- DeATeNbHOCTb No cbopy 1 aHaNM3y MHPOPMaLK, OTCEXXNBAHMNE OT3bIBOB U
KOMMeHTapues, kacawwmnecs geatesnibHoCcT OO0 «Bosira MapKeTUHr»;

- NoAroToBKa OTBETOB Ha KPUTUHECKNE I'Iy6J'IVIKaLI,I/IVI B CMW.

MpoasuxxeHuo ycnyr OO0 «Bosira MapKeTUHI» MOXXET OCYLLLEeCTBAATLCSA C MOMOLLbIO
cnefyoLnx CpeacTs: TenesuaeHne, paano, XXypHansl, UHTepHeT.

PewweHne 3aga4 B 0671aCTV NpoaBMKEHNS HaNpaB/IeEHO Ha TO, 4Tobbl 4aTb HeobxoaAMMYIO
MHOPMaLMIO CYLLECTBYIOWMM U 3aKa34yMKaM 0 NepeyHe npoayKuum u ycayr, ycnoBusx,
LeHaX, CTUMYNPoOBaHUK, Nogaep»XaTh JIOAJIbHOCTb CYLLECTBYOWMNX KIINEHTOB,
MOBLICUTb UMNOXK MPEANnPUATUSA, NHPOPMUPOBATL NOTpedbuTenen o NPOBOANUMbIX aKLUAX,
creuvasnbHbIX NPEeasIOXEHNAX U APYTUX MAPKETUHIOBbIX NU3MEHEHUSIX.

3.2. PeKoOMeHAauum No yJy4LleHUIo npouecca KOMMyYHUKaLLUU BHYTpPU
opraHusauum 00O «Bonra MapKeTUHr»

CoBepLUeHCTBOBaHME BHYTPEHHUX U BHELUHUX KOMMYHUKauunm 000 «Bonra mapkeTuHr»
HanpaBJIeHO Ha NpeofoJieHne HeLOCTaTKOB B YMNpPaB/IeHUN KOMMYHUKaLNOHHbLIMNA
MOTOKaMMW.

CnenyeT NpPOBECTV MEPONPUSATUS NO CNeayoWmMM HanpaB/IeHUSAM:

-pa3paboTka canta OO0 «Bonra mapkeTuHr» gnasa NCrnosib30BaHUA ero pecypca B
NpPoBeAEHNN BHYTPEHHUX N BHELWWHNX KOMMYHUKaLUNIA; NPOBeAeHNE KOMMYHUKALWOHHbIX
MeponpuATA No NPoABMXEHUIO Muaxa n ycnyr OO0 «Bosra MapKeTUHr» BO BHELLUHEN
cpene;

-npoBeAeHne MepPoNpPUSATUA MO KOPNOPaTUBHON KyNbType AN aKTUBU3aL MK
HedopMaJibHbIX KOMMYHUKALIMOHHbBIX MOTOKOB BHYTPWU OpraHu3auuu.

B uenom Heobxoammo obecneynTb ynpaBaeHne nHOOPMaLMOHHbIMU MOTOKaMMN B
opraHmsaumn, T.e. YHeTKO NpencTaBNATb NOTPebHOCTM B MHDOPMaL MK BCEX YPOBHEN



ynpaBJ/IEHNSA U OPraHN30BaTb MOTOKN MHGOPMaLUM B COOTBETCTBUM C 3TUMMN
noTpebHOCTAMM, @ TakKXe UCMOIb30BaTb NpU Nepegaye CoobLLEeHMN NapanienbHO
HECKOJIbKO KaHaJl0B CBA3U (Hanpumep, NMMCbMEeHHasa N yCTHasa peyb).

Cant OO0 «Bosira MapkeTUHI» He UMeeT HacTPoeK, KOTopble MO3BONAN Bbl akTUBHEE
paboTaTb C 3aKa34ymkamun, bbicTpee MHpopMMpPoBaTbL UX O cBoen paboTe. TpebyeTcs
pacwmpeHmne QPyHKLNA cCanTa 3a CHeT CO34aHMNSA HOBbIX HAaCTPOeK:

-pacwimpeHmne nHhopMaumnum 0 peKIaMHO-MapKETUHIOBOMN OpraHM3aunm n ero ycayrax,
OCHOBHbIX WU OOMOJHUTENbHbIX;

-OpraHn3auna CUCTeMbl 3aKa30B,

-pa3MeLLeHne Ha canTte nHpopmaumm o OO0 «Bosira MapKeTUHr» NMPOBOAUMbBIX aKLINAX U
MepOonpuUAaTUSaX, NOCTOAHHOE 0OHOBJIEHME KOHTEHTA; NpoBeeHne MapKeTUHIOBbIX
NCCNenoBaHNn KIINEHTOB, BbiIBJIEHME HEeYIOBNIETBOPEHHOr0 CNpocCa;

-0O0MoJIHNTEJIbHbIE CEPBUCHI, MNMoJie3Has ManopMau,vm (HoBoe B peKNaMHO-
MapKeTUHIOBbIX TEXHON0rnsX).

CoBeplueHcTBOBaHMe canTta OO0 «Bosira MapKeTUHr» YCUAUT KOHKYPEHTHbIE MO3ULMN U
NOBLICUT 3PPEKTUBHOCTb MPOABMIKEHUS UMUAXKA OPraHM3aLUnmM N ee yChyr.

Ncxoas 3 HOBOW KOHLENUMU NCMOJSIb30BaHUA KOPMOPaTMBHOMO CanTa, MOXHO
npeanoXXnTb BHECTU ceaytowme nsMmeHeHnsa B paboTy canTa. Ha rnaBHOW CTpaHuue,
criegyeT noMellaTb aHOHCbl HOBOCTEW, OMoBeLwaTbh 0 HOBbIX YCJ/lyrax n akuuax.
NopnobHasa nHhopmauns byneT Nnone3HoOn ANS NOBTOPHbLIX NN MOCTOAHHbIX
noceTuTesien: ecaim NX KaXKabl pa3 BCTPeYaeT YTO-TO HOBOE, 3TO XOPOLUUA CTUMY
BO3BpalLaTbCA Ha CalT BHOBb. K TOMY e Takas MOOUNbLHOCTb NoKa3aTesb
OVNHAMNYHOIr0 Pa3BMUTMUA KOMNAHUN N CanTa.

Kak n nioboe gpyroe cpeacTBo NMPOABUMXKEHUSA, CAaT AO/IKEH YAEPXKMNBATb BHUMaHME
noceTuTens, BO BCAKOM CJlydae, 0 TOro MOMEHTaA, NMOKa OH He MO3HAaKOMUTCS C
pa3MelleHHON MHGopMaLumen 4OCTaToOYHO NoapobHOo. s 3TOro CanT OOJIKEH
OT/IMYaTbCA NPUBJIEKATENbHOCTbLIO, B TO XK€ BPeMS A0J1)KeH ObiTb MPOCTbIM 1
OPUEHTUPOBAHHbLIM Ha TO, YTO HEOBX0OMMO KnneHTaM. MHdhopMauna OoXKHa Nerko
YynTaTbCH.

Tak Xe B Ka4yecTBe cpeacTB NpoaBMXeHNss MOryT BbiTb NCMOJIb30BaHbl PEKIAMHbIE
BaHHepbl Ha TeMaTUYeCKuUx canTax («YCcayrm npoBefeHnNs peKaMHbIX KaMNaHUn»,
«[MpoBegeHne nccnegoBaHnm», «PaspaboTka NnporpaMmbl NPOABUMXKEHNS», «YCNyrn



MapKeToJI0ra»); pacCbl/IKnU; perucTpaums B coumasbHbIX CETAX.

OcHoBHble pyHKUUN geaTenbHocTu OO0 «Bonra MmapkeTuHr» B 06,1aCTn BHYTPEHHMX
KOMMYHUKaLWNIA:

-co34aHune xxenaemoun aTMocdepsl, yKpenaeHne KoJIJIeKTUBA;

-OpraHmM3aumnsa BCcex KOpnopaTMBHbIX MEPONPUATUIA U BHYTPEHHUX aKLUNA,
CNOCOBCTBYIOLLINX COXPAHEHNIO N PA3BUTUIO aTMOChEpPbl COTPYAHNYECTBA U N0BEPUS B
KOJIIEKTUBE;

-0TC/NIeXXMBaHWe 1 MOArOTOBKA MaTepunasioB A1a JOCKM 0ObABAEHNIN; OpraHM3aums
CTeHAa C OCHOBHbIMU COBBITUAMMU (OHU POXKOEHUSA, NOBbILLIEHNE, MPeMUabHbIE,
npa3gHuUYHble poTorpadumn, No3apaBnTesibHble OTKPbITKW, OTKPbITble BakaHcun); paboTa
Co cnyxamu. B nobon opraHmsaunm BpemMs oT BpeMEHU POXXAATCA C/IYXU - KaKas-To
CTUXUNHAsA MHOPMaLMSA, KOTopas MoXXeT OblTb, KakK NMpaBaou, Tak U JIOXKbIO, Kak
HeraTUBHOW, TaK U MO3NTUBHOW. 3aja4a MeHed)Xepa BbIACHUTb UCTOYHUKN
MPONCXOXXAEHUA C/lyXa N pa3BeHYaTb CIYX HEraTUBHbIN;

-pa3pelueHne opraHn3auMoHHbIX KOHMJIMKTOB;
-pa3BnTme nepcoHasjia U pa3HOro poga noowpeHmA.

Ba>KHOW 4aCTblo KOPNOPATMBHOM KYJIbTYPbl SABSIOTCS KOPMOpaTUBHbIE NMPa3aHUKN,
6narofaps KOTOPbIM B KOJIJIEKTUBE yCTaHaBIMBAETCA ApYy>KeCcKasa aTMocdepa.

PyKOBOACTBO AOJ/IKHO pa3paboTaTb NporpaMmMy pa3BUTUS KOPNOPATUBHOW KYJbTYpPbl.
MpakTuka MOTMBALMN COTPYAHNUKOB C MOMOLLbIO MOAAPKOB MNOJy4YnIa LWNPOKoe
pacnpocTpaHeHne, HO NPU YCJI0BUN, YTO NOAAPKN COOTBETCTBYIOT CBOEMY Ha3HavYeHuo.
MoBoAOB OJ1 BPy4YeHUSA NOAapPKOB MOXXET ObiTb MHOXXECTBO: [1eHb POXXAEHMUS
COTPYAHMKA; NOAAPOK, MPUYPOYEHHbIN K NPa3fHUNKY; YX04 Ha NeHCUI0; NOOAPOK B CBS3N
C poxaeHneM pebeHka uam nogapok Ha HoBbi roa pebeHKy, Tak Kak Ha NpeanpusaTumn y
60/bLUIMHCTBA COTPYOHUKOB UMETCA OeTH.

BuiBOA,

Takum obpa3som, bbinm paszpaboTaHbl HanpaBAeHUA COBEPLUEHCTBOBAHNA BHYTPEHHUX U
BHeWHMNX KoMMyHUKauumn OO0 «Bosira MapkKeTUHIr» HanpaBJieHHble Ha NpeoaoieHne
HeOOoCTaTKOB B yNpaB/ieHUN KOMMYHUKALNOHHBbIMU MOTOKaMW.



Mpenno)xeHo NPoBeCcTN MEPONPUATUS MO CAeAYIOLWMM HanpaBJIieHUSaM: NpoBeaeHne
KOMMYHWUKALIMOHHBIX MEPOMNPUSATUIA MO NPOABMXEHUIO nMUaXa 1 ycnyr OO0 «Bonra
MapKeTUHr» BO BHellHel cpene; pa3paboTka canta OO0 «Bonra MapkeTUHr» ans
NCMNOJ/Ib30BaHUS €ro pecypca B NpoBeAeHNN BHYTPEHHMX N BHELLHUX KOMMYHUKaLUWA;
npoBeneHne MeponpusiTUN Mo KOPNopaTUBHOM KynbType AN aKTUBU3aL MU
HedopMaJibHbIX KOMMYHUKALIMOHHbBIX MOTOKOB BHYTPWU OpraHu3aumu.

SAKNIOYEHUE

Llenb KypcoBon paboTbl 4OCTUIHYTa. AHaNM3 KOMMYHUKaLWOHHOIo npouecca B 000
«Bonra mapkeTuHr» 1 pa3paboTka peKoMeHOaunn no ero COBepLUEHCTBOBAHNLO
3aBepLUEHbI.

Kypc oxBaTblBaeT TeopeTuyeckme OCHOBBI obLeHns un npouecc obuweHuns.

ObLeHNe CHMTAETCS YCMNELWHbIM, eCu nosyvyaTenb MHHOPMaLUK NOHUMAET ee
cofep)xaHne afeKBaTHO LEHHOCTU, KOTOPYo OTNpaBuUTeNb NpUAAeT eil, TO eCcTb
MeHexXepy. B npoTnuBHOM cnyyae nponcxognT HeyaavyHoe oblieHue.

OCHOBHa#s uesb nNpouecca KOMMYHMUKaLMM COCTOUT B TOM, 4Tobbl obecne4ynTb MOHUMaHNE
obMmeHnBaemon nHhopMaumm, To ecTb coobueHnn. OgHako ToT aKT, YTO NHpopMaLna
obMeHnBaeTCs, He rapaHTUpyeT 3hHeKTUBHOCTb 0bLLEHNS Mexay NntoabMu,
yvacTBylowmmm B obmeHe.

B xone paboTkl 661710 NpoBeAEHO NCCNeaoBaHNE KOMMYHUKALMOHHOMO nNpoLecca B
ynpassieHun opraHusaumnen OO0 «Bosira MapKeTUHI ».

N3y4yeHrne KOMMYyHUKaUMOHHOro npouecca B ynpasseHun OO0 «Bonra mapkeTuHr»
npoBoAnTCA B 061aCTAX aHaM3a BEPTUKASIbHON KOMMYHUKAL W, FOPU30OHTasIbHOMN
KOMMYHMKaLWN, OLLeHKN OCHOBHbIX BUAOB KOMMYHUKaLNW, BbiSBeHUS npobaemM u
He[OoCTaTKOB B NpoLecce KOMMYHUKaLWN.

00O «Bonra mapkeTuHr» paspaboTasio n sKCnayaTupyeT XopoLlo PYyHKLNOHUPYIOLLYIO
CUCTEMY 3JIEKTPOHHOI0 4OKYMeHTOo0bopoTa, BHEAPSAET CMCTEMY yrNpaB/ieHUs 1
OLEeHUBAET KJloYEBble NOKa3aTenn 3hPEeKTUBHOCTHN, a Takxxe npoaenano 6onbluyto
paboTy no genernpoBaHUo NOJTHOMOYUIA Ha Pa3JINYHbIX YPOBHAX OTBETCTBEHHOCTMU.



Mpn aHann3e KOMMYHUKaLMOHHOIo npouecca B opraHmnsaunm OO0 «Bosra MapkKeTUHr »
Obln BbIABAEH psAa npobnem: ownboyHbIN NnepeBod NMHpopMaLnnM Ha pa3HbIX dTanax
nepegayn COTpyaHMKaMm opraHnu3aumm; HegOoCTaTOYHO YETKO CHOPMYINPOBAHHbIE
coobuieHns, B KOTOPbIX eCTb HETOYHOCTb (POPMYNIMPOBOK, MNJI0X0e npeacTaBieHne
MbIC/IEN; UCKa)KeHne coobuleHnn B npoLuecce nepemelleHns NHopMaunm BHyTpu
OpraHmM3aumnn BBEPX N BHN3; HECBOEBPEMEHHAasa A0CTaBKa MHGOPMaUnn COTPYAHUKAM U
PYKOBOACTBY; HEMPaBWU/IbHOE OTHOLWEHME PaboOTHMKOB, YTO MPENSATCTBYET Pa3BUTULO
hopManbHbIX 1 HeOPMasbHbIX OTHOLIEHNIN MexXAy paboTHMKaMn opraHu3auunn.

B xone paboTbl 661211 pa3paboTaHbl HaNnpaBAeHNs COBEPLLUEHCTBOBAHWS BHYTPEHHUX U
BHELUHUX KOMMYHUKauunin 000 «Bonra MapKeTUHr» HarnpaBieHHble Ha NPeonosieHne
HEeNOCTATKOB B YNPABJIEHNN KOMMYHUKALIMOHHBLIMU MOTOKAMN.

Bbl10 NpeasnoXXeHo NMPOBOANTb MEPONPUATUSA MO C/IeAYyWNM HanpaBleHNAM:
npoBeAeHne KOMMYHUKALUVOHHbIX MEPONPUATUIA NO NPOABMXEHUIO nMuaxXa n ycnyr OO0
«Bonra MapKeTuHr» BO BHeLLHeN cpene; pa3paboTka canta OO0 «Bonra MapKeTUHr»
D15 NCMOJIb30BaHUSA ero pecypca rnpu NnpoBeaeHnm BHYTPEHHUX U BHELLHNX
KOMMYHUKaLNN; KOPNOPaTUBHbIE KYJIbTYPHbIE MEPONPUATUSA AN paCLUNpPeHns
HedopMasbHbIX KOMMYHUKALMOHHbIX MOTOKOB BHYTPW OpraHu3auumn.

Mo 3aBeplieHnmn ceoen paboTbl MOXKHO COeMaTb BbIBOA, YTO peanm3aumns 3Tmx
MeponpuaTun obecne4ynT He0BXoONMbI SIKOHOMUNYECKNI 3P EKT N NO3BONNT O0CTUYL
MOCTaB/IEHHbIX Nepes NpeanpusaTueM uesnen.
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