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I'JIABA 6
KOMMYHHUKALIUN
Beenenue
JlaHHas T71aBa MOCBSIIEHa KOMMYHHUKAIIMSIM — TOMY, B YeM Ka)XKIbIi y4acTBYeT €XeTHEBHO, HO JIUIIb HEMHOTHE JIENAl0T
9TO JIOCTATOYHO COINIACOBAHHO. [10YTH HEBO3MOXKHO IMEPEOIICHUTh BAXXKHOCTh KOMMYHHKalWi B yrnpaeieHud. ExBa mmu He Bce, 4TO
JeTal0T PYKOBOAMTENH, YTOOBI OOJErYUTh OpPTaHM3aLMK JOCTIKEHUE ee Lenel, Tpebyer s¢dexTBHOrO 0OMeHa MH(pOpMAaIUeH.
Ecim moau He cMoryT oOMeHuBaThesi MH(OpMaIMei, sSICHO, YTO OHM He CyMelT paborarh BMecTe, (OpPMYIHPOBaThH LEIH H
nocturath ux. OIHaKO, KaK BBLSICHUTCS Jajiee, KOMMYHHKAIUH — 9TO CJIOXKHBIH MPOLECcC, COCTOSIINN U3 B3aUMO3aBUCHMBIX IIAroB.
Kaxkaplif U3 9THX [IaroB O4eHb Hy’)KeH JJI1 TOTO, YTOOBI CHeNIaTh HALIM MBICIH MOHATHBIMH Apyromy jmny. Kaxmaerii mar — 3To
MYHKT, B KOTOPOM, €CJIM MBI OyZeM HeOpeKHbI U He OyAeM IymaTb O TOM, 4TO JiellaeM, — CMBICI MOXeT ObITh yTpaueH. Llens
JJAHHOM TJIaBBI — O3HAKOMUTH C MPUPOJION U CIOKHOCTIMU KOMMYHHUKAIUH, C ITOTEHIMAIBHBIMHE 3aIIa{HSIMI Ha ITyTH K TOHIMaHUIO
CYTH COOOIIEHHMH, a TaKKe ¢ TeM, YTO MOKHO NPEINpPHHATH, 9YTOOH Oosee ddexTnBHO 0OMeHnBaThcsl MHPOPMAIHEeH KaKk cpenu
MEHEIKEPOB, TaK U 3a IpeJeTIaMH HX KpyTa.
[Ipountas 5Ty ri1aBy, BB JOJDKHBI YSICHUT HOHSTHUS ¥ TEPMUHEL, IIEPEUUCIICHHBIC BBIIIE.

MPOIECC KOMMYHUKAITAN U DPPEKTUBHOCTD YIIPABJIEHUA

OmnwuceiBast paboTy MeHeKepa B IJ1. |, MBI CCBITATIICH HA UCCIIEAOBAHMSI, COTTIACHO KOTOPHIM PYKOBOJIUTENH OT
50 mo 90% Bcero BpeMeHHU TPAaTUT HAa KOMMYHHKAIIMH. DTO KOKETCS HEBEPOSITHBIM, HO CTAHOBUTCS MOHSATHBIM, €CITH
y4ECTb, YTO PYKOBOJAMTENb 3aHMMAETCS 3THUM, YTOOBI PEATM30BaTh CBOM POJIM B MEXIUYHOCTHBIX OTHOILICHHMSX,
nHGOPMAIIIOHHOM OOMEHE W TIpOIeccaXx WPHUHATHS pEIIeHWd, HE TOBOpA OO0 YIPaBICHYECKUX (QYHKITUSIX
IUIAHUPOBAHUSl, OpPraHU3alii, MOTUBAIIMK U KOHTpOJsi. FIMeHHO motoMy, 4to oOMeH MH(pOpMaIKell BCTPOeH BO Bce
OCHOBHBIE BHJIbI YIIPABJIEHUYECKOH JIEITEILHOCTH, MBI Ha3bIBaEM KOMMYHUKAIIUHU CEA3YI0UUM NPOYECCOM.

INockoapKy pyKOBOAWTEND HCHOJHSET TPH CBOHM POJHM M OCYIIECTBIISET YETHIPE OCHOBHBIC (YHKIMH, C TEM
4TOOBI CHOPMYITMPOBATH LIEINM OPraHU3aIMU U JOCTHYDL UX, KAYeCTBO OOMeHa MH(pOpMAaLUEil MOKET MPSAMO BIHATH HA
CTENEHb pealn3aluy 1ieed. ITo O3HayaeT, uTo I yclexa MHIUBHIOB M OpPTaHu3alMii HeOOXOIUMEBI a(pexmusnbie
KOMMYHHKAIUH.

XoTs 0OIIENPHU3HAHO, YTO KOMMYHUKAIIMA MMEIOT OTPOMHOE 3HAa4YeHHE AJS yCIeXa OpraHu3amnuii, OmpoChl
nokaszanu, uyto 73% amepukaHckux, 63% aHmmicKkux u 8§5% AMOHCKUX PYKOBOJHUTENEH CUMTAIOT KOMMYHUKALUU
IJIaBHBIM TIPENSITCTBHEM HA MYTH NOCTIKEHHS 3()(eKTHBHOCTH MX opraHuzanusMu. CoriacHO ele OJHOMY OIpocy
npumepHo 250 Tric. paboTHUKOB 2000 caMbBIX pa3HBIX KOMITAHWH, 00MEH nH(pOpMAaIel MpeIcTaBiIsieT OJHY U3 CaMbIX
CJIOXKHBIX TPOOJIEeM B OpPraHM3alMsx. JTH ONPOCH MOKa3bIBAIOT, 4TO HEI(P(HEKTHBHbIE KOMMYHHKAIMU — OJIHA U3
IJIaBHBIX cep BO3HUKHOBEHUS npodiieM. ['Tyboko ocMbIcInBasi KOMMYHHKAIUU Ha YPOBHE JIMYHOCTH M OpraHHU3aIIH,
MBI JOJKHBI YYUTBCS CHIDKATh YacTOTY CIydacB HEd(P(PEKTUBHBIX KOMMYHHKAIWH M CTAaHOBUTHCS JydIIMMH, Ooiee
3¢ ¢GeKTHBHBIMA MeHekepaMu. D(P(GEeKTHBHO padoTaromue pPYKOBOAUTENH — JTO Te, KTO 3(dexkTuBHBH B
KOMMYHHKaUsiX. OHU TPENCTaBISIOT CyTh KOMMYHHUKAIIMOHHOTO Ipoliecca, 001aJaloT XOPOUIO Pa3BUTHIM YMEHUEM
YCTHOTO ¥ MUCbMEHHOTO OOIIeHNs M TOHUMAIOT, KaK cpelia BIMseT Ha 00MeH HH(pOopMaluen.

Haunewm ¢ ananmm3a KOMMYHHAKAIIHOHHOTO TIPOIIECCa B OPTaHU3ansIX.

Pasmbinuisiss 06 oOmeHe uHQopManyeil B OpraHu3aldy, OOBIYHO JyMAOT O JIIOASX, KOTOpbIE TOBOPST B
TIporiecce JMYHOTO OOIIEHMS WJIM B IPyIIax Ha COOpaHUsX, pa3roBapUBalOT 10 Tele(OHY MIIM YHTAIOT U COCTAaBIISIOT
3aMHCKH, MMUCbMa W OTYETHI. XOTSA HA 3TU CIIydad NPHUXOAMWTCS OCHOBHAs 4YacTh KOMMYHHKAIMH B OpPTraHHU3AINH,
KOMMYHUKAIIUHU MIPECTABIAIOT COO00I BCEMPOHUKAIONMINI U CIOXKHBIHN mporiecc. HauHeM ¢ BBISIBIIGHHS TOTO, I'7le BHE U
BHYTPH OpraHu3aiuu Tpeoyrorcs 3 (heKTHBHbIE KOMMYHHKAIINH.

KoMMyHHKAaLUM Mexk1y OpraHusalnuei u ee cpenoi

B nmpeapimymieii rmaBe Mbl paccMOTpend (pakTOpbl BHEIIHEH Cpenbl, BIMSIONME Ha JAEATEIbHOCTh
oprannzaimu. OT 3THX (aKTOPOB 3aBUCAT KOMMYHHMKAlMOHHBIE TOTPEOHOCTH opranu3anuu. Eciu Obl Hy>KHO OBLIO
MIPOAHATU3UPOBATH, O YEM TOBOPST, MUIIYT ¥ YUTAIOT B JCHCTBUTEIBHOCTH JTIOIU B OPTaHU3AL[IH, OCHOBHOE BHUMAaHNE
HPUILIOCH Obl COCPEAOTOYNTHh Ha KAKUX-TO BOINPOCAX, KOTOPbIE CBS3aHbl C MOTPEOHOCTAMH HH(OPMAIMOHHOIO
B3aUMOJIEHCTBYS C BHEIIHUM OKPY>KEHHEM, KOTOPOE BIUAET WK OyAeT BIUATh Ha OPraHU3aluIo.

K mpumepy, B 1982 1. u eme pa3 B 1985 r., xorna ¢upma «/I>xoHCOH 3HJ J[)KOHCOH» yCTaHOBHWIIA, YTO
HEKOTOpBIC Karcynbl «TwWiaeHona» SOOBUTHI, BBICHIEMY PYKOBOJCTBY (MPMBI NMPHILIOCH HalaguTh 3(QeKkTHBHBIC
KOMMYHHUKAIMH C TAKUMH TPYIIIIaMH, KaK CPEJICTBA MacCOBOM MH(POPMAIMK U TOTpeOUTENH, Y IpaBiIeHHE CAHUTAPHOTO
HaJ[30pa 3a KA4YeCTBOM ITUILEBBIX TPOAYKTOB U MEIUKAMEHTOB M TUCTPUOBIOTOPHI. [IpUIIIoch Takke HATaauTh CBS3b C
PYKOBOAMTEISIMH CPEIHETO 3BEHA, KOTOPBIE CTOSUIM BO TJIaBE JIA0OPATOPHIl M 3aBOJOB B Pa3HBIX CTpaHaxX MHUpA. JTH
PYKOBOAMTENH, B CBOIO OYepeib, YCTAHOBIJIHM CBS3b C PYKOBOJMTENSIMH Oojiee HU3KMX YPOBHEH U KOHTpOJIEpaMH,
MoJI0TYETHBIMU MM. HakoHen, pykoBoactBo ¢upmbl «/I>koHCOH 3HI J[)KOHCOH», BEPOSITHO, ONOBECTHJIO O CBOHMX
mpobieMax BceX COTPYAHHKOB ¢(upmbl. CodeTaHWe TaKUX CpPEACTB KOMMYHHKAIMH, KaK COBEUIAHUS, CIyKEOHBIE
3aMHCKH, Telae(OHHBIE MEPETOBOPHI, (OPMANbHBIE OTUETHI, BHJCOJICHTHI W Oecenpl ¢ IIasy Ha IJa3, ITO3BOJIIN B
KOHEYHOM CYETEe OXBATHTh MHOTHX PaOOTHUKOB (upMbl. Ecii Obl Bbl ObUIM MAacTepOM Ha OJHOM M3 3aBOZOB (DUPMBI,
BhINTycKaroImux «TuneHom», Kk BaM 06e3 COMHEHHS OCTYIHIIA OBl KaKas-To MH(OpMaLus O CIIydHBIIEMCSl HECUACThE.



OpraHu3anyy IMOJB3YIOTCS PasHOOOPa3HBIMH CPEACTBAMH JUISi KOMMYHHKAILMH C COCTABIISIOIIUMH CBOETO
BHCHIHETO OKPYKCHUS. C UMCIOIMMUCA U ITOTCHIUAJIbHBIMH l'[OTpe6I/ITeJ'[${MI/I OHHU COO6H_[aIOTC$[ C IMIOMOIIBIO PEKIIaMBbI
U JpYrux MporpaMM HpOJBIDKEHUS! TOBApOB Ha PHIHOK. B cdepe OTHOImIEHHH ¢ OOLIECTBEHHOCTBIO NEPBOCTEIICHHOE
BHUMaHHUE YJEISIETCS CO3/IaHMIO OIpENeIeHHOro 00pasa, «MMH/DKa» OpraHU3allid Ha MECTHOM, OOLICHAIMOHAIEHOM
WIN MEXIYyHapoIHOM ypoBHe. OpraHuzanusM NPHXOIUTCS NOTYHHATHCS TOCYIAPCTBEHHOMY pETYIUPOBAaHUIO H
3al0JIHATL B DTOM CBSA3U MMPOCTPAaHHBIC TMHCbMEHHBIC OTYECTHI. B cBoux CKCroaAHbIX OTYCTAX J'[IO63,5[ KOMIIaHHUA
coobmaer mHpOpManuio 1Mo (UHAHCAM W MapKETHHIY, a Tak)Ke IPUBOAUT CBEACHHS O CBOEM pPa3MEILEHMH,
BO3MOJKHOCTSIX Kapbephl, JbroTax ¥ T.N. Mcmonmp3ys J0OOHCTOB ¥ Jienast B3HOCH B MOJIB3Y Pa3sHBIX MOJHTHYECKHX
rpymnm, KOMHUTETOB, OpraHusalus MObITACTCA BJIWATb Ha COACPKAHUC 6yI[yIJ_[I/IX 3aKOHOB M IIOCTaHOBJICHHH.
Opranmzanysi, Tae ectb Mpogcoro3, JOJKHA MOJIEP)KUBATh CBA3b C 3aKOHHBIMH NPEICTaBUTEIISIMH JIML, PadOTAIOMINX
no Haiimy. Ecii mpodcoro3 B JaHHOH OpraHH3aliyl OTCYTCTBYET, OHA MOKET OOIIAThCs CO CBOMMH pabOTHUKAMU pajy
TOTO, 9YTOOBI PO(PCOI03 HE TMOSBUIICS. DTO JIUIIH HEMHOTHE TIPUMEPHI U3 BCETO Pa3HOOOpa3ns Cloco0OB pearnpoBaHMUs
OpraHu3alMu Ha coObITHSI M (pakTOpbl BHEIIHEro okpyxeHus. Eimie pa3 momuepkHeMm, 4To oOCYXAEHHs, cOOpaHus,
TeneOHHBIE MEePEroBOPHI, CITYKEOHBIE 3aITUCKH, BUCOJICHTHI, OTYETHl U T.I1., HUPKYIUPYIOIINE BHYTPH OpraHU3allty,
3a9acTyIO SBIISIOTCS peakureld Ha BO3MOXKHOCTH MIIM IIPOOJIEMBI, CO31aBaeMble BHEIITHUM OKPY)KCHHEM.

KoMmyHnukanuu MexXay yPOBHSIMHM H MO a31edeHUSIMHI

MEXYPOBHEBBIE KOMMVYHUKAIIMN B OPTAHU3ALIUAX. Huadopmarus mnepememiaeTcss BHYTPH
OpraHM3allid C YpPOBHA Ha YPOBEHb B paMKaX BEPTUKAIBHBIX KOMMYHHKarui. OHa MOXeT mepedaBaThCs IO
HHCXOHﬂmeﬁ, T.C. C BbBICIIHNX ypOBHeﬁ Ha Hu3IHKEe. Takum IIYyTEM NOAYMHCHHBIM YPOBHAM YIPaBJICHUA COO6H_[aeTC$[ (6]
TeKyIIUX 3aJladax, M3MEHEHNHU ITPUOPHUTETOB, KOHKPETHBIX 33/IaHUSAX, PEKOMEHIyeMbIX IMpolieypax u T.11. Hampumep,
BHUIIE-TIPE3U/ICHT IO MPOU3BOJCTBY MOXKET COOOIIATh YIPABISIOMIEMY 3aBOJOM (PYKOBOAWTEND CPEIHETO YPOBHS) O
HOPEACTOAIIMX H3MEHEHHMAX B IPOM3BOACTBE MPOAYKTa. B CBOIO ouepenp, YIPaBIAIOUINN 3aBOJAOM JOJIKEH
MIPOMH()OPMHUPOBATH MOJUNHEHHBIX €My PYKOBOJUTEIIEH 00 0COOEHHOCTSIX TOTOBSIIMXCSI N3MEHEHHH.

I[NomMurMo oOMeHa IO HUCXOMSAIICH, OpPTaHU3aIUs HyXK/IaeTcsl B KOMMYHHUKAIMAX 110 Bocxosamier. K mpumepy,
0aHKOBCKHH CIy)Kall[Mii MOKET 3aMETHTh, YTO HOBas JDBM HHOrAa 3acTaBisieT KJIMEHTa XJIaTh Ha HECKOJIbKO MHHYT
JIOJIbIIIE, YeM Ipex[e, IOCKOJIbKY MallMHA MEPUOJMYECKU «3aHsATa» WIN OoTKmodaercs. Ciryxaliue MOTYT CAeNaTh
BBIBOJ, YTO OXKHAAHHWE pa3/ipakaeT HEKOTOPBIX KIMEeHTOB. [Ipennonoxum, 6aHK 3¢ddexTHBHO NMporHGOPMHPOBAI
KaXJIOTO CITY’KaIl[eTo O TOM, YTO «0OCTyKHBaHHE KIMEHTa — IIepBasi Hama 3a0ota». B 3ToM ciydae ciyxarmue roToBsl
COOOIUTh CBOEMY HENOCPEACTBEHHOMY Ha4yaJbHUKY O BO3HHUKIIEW mpoOieme. DTOT HAaYalbHUK, B CBOIO OYepelb,
JIOJDKEH MPOMH(OPMHUPOBATH YIIPABJISIONIETO ONEpalusiMH, @ TOT — BHIIE-IIPE3UACHTA 110 OAHKOBCKUM OIEpanusiM.

INepenava nHpOpMAIMK C HU3IINX YPOBHEH Ha BBICIINE MOKET 3aMETHO BIMATH HA MPOM3BOANUTEIHHOCTE. B
OJTHOM pealbHOM NpuMepe HHKeHep paspabortan Ooinee 3(h(GEeKTHBHBIA CIIOCOO PAacKposi JIMCTOBOTO MeTajula Jyis
KPBIJIbEB CaMoJIeTa, U COOOIIAaeT O CBOEH niee HEmocpeACTBEHHOMY HadalbHUKY. Ecin OH BphIBacTCsl B €ro KaOWHET
MPUMEPHO C TakuMHU cioBamu: «Kak XoTwuTe, HO BBl JOIDKHBI BHEIAPUTH 3TOT HOBBIM CIOCOO pacKpos»,
PYKOBOAMTENh MOXKET OTPEarnpoBaTh OTPUIATENbHO. HO ecnmu pyKOBOAWTENb PEIIMIT IMOJIAEPXKATh IPEUIOKCHUE
UH)KeHepa, OH COOOLIUT O HEM Ha CIIEAYIOLIHi, OoJiee BRICOKHI YPOBEHb yrpaBieHus. M3meHnenue Tpedyer oo0peHus
CO CTOPOHBI YNPABIISIOLIETO 3aBOJIOM WJIM YIPABISIOIIEr0 IPOU3BOJICTBEHHBIMH ONepalusiMu Ha Oojiee BBICOKOM
ypoBHe. Hanmumo cutyanms, B KOTOpOH HEUYTO, BO3HHKINES HA HU3IIEM YPOBHE OpTaHU3alWH, JODKHO HMOIHATHCS HA
CaMblii BepX, IMOCIIEJOBATENbHO MPOWJs BCE MPOMEKYTOUHBIE YPOBHU YIPABICHUS. DTOT MPUMEP HILTIOCTPUPYET
oOMeH nH(popMaIen, IPOUCXOIIIINI paay TTOBBIIIEHHS] KOHKYPEHTOCIOCOOHOCTH OPraHn3allii 3a CYET yBEIUUCHHUS
MIPOM3BOANTEILHOCTH.

Ha nt060M 13 nepedrcieHHbIX BbIlIe YPOBHEH MOIVIO ObITh MPHHATO PElIeHHe 00 OTKJIOHEHUH HOBOH WJIEH.
Ecnu npennonoxuTb, 4TO WAes JEHCTBUTENBHO OblIa XoOpolieW, cooOlleHHe HH)XKEHEepy OO0 OTKJIOHEHUH ero
MIPEATIOKEHUS (PAKTUUECKH NPOMH(POPMHUPOBAIO OBl €ro O TOM, YTO OPraHM3alMs HE CTUMYIHUPYET €ro K ITOHCKY
HOBaTOPCKUX TIPEUIOKEHUH, 00ECTICUMBAIONINX COKPAICHNE H3/IEPXKEK, U K BBIPAOOTKE MOAOOHBIX MPEIUIOKEHUI B
Oymymiem. B pesynbraTte opraHusaius MOXKET JIMIIMTHCA MHOTHX CEPbE3HBIX BO3MOXKHOCTCH ITOBBIIICHUS
MIPOM3BOAMNTEILHOCTH M TOJNy4YeHUs] SKOHOMHH. OIMcaHHAsh KOHKpETHas ujaes 3a 5 JieT NpUHecna OpraHu3alyuu
SKOHOMHUIO B 13,5 MJIH. IOMI.

KOMMYVYHUKAILINA TIO BOCXO]J;HIHEPI, T.C. CHHM3Y BBEPX, TaKXKE BBIMOJHAIOT (DYHKIIMIO OIOBEIICHHUS
BEpXa O TOM, YTO JIETAeTCsl Ha HU3IIMX ypPOBHSX. TakuM ITyTeM PYKOBOJICTBO Y3HAeT O TEKYIIWX WJIM Ha3pEeBAIOIIMX
mpobiemMax M NpeaIaracT BO3MOXKHBIC BapWaHTBHl HCHpPAaBICHHMS NOJNOXKeHMs xen. [locienHss ymnpasieHYecKas
WHHOBAIUS B KOMMYHHKANUIX MO BOCXOMAIIEH — 3TO CO3[aHUE TPYII U3 paboUmX, KOTOPbIE PEryIsIpHO, 0OBIYHO Ha |
4ac B HEJIel0, COOMpAroTes Ui 00CYK/IEHHS U pellieHus IPo0JieM B IPOU3BOACTBE WIIM 00CITY)KMBaHHH NOTpeOUTENEH.
OTH TpyNIBl, TONYYMBIINE HAa3BaHHE KPYIICKOS Kauecmed, PAacCMOTPEHBl B IOCIeAyromuXx InaBax. OOMeH
nH(popMAaIel T0 BOCXOIIIEH 0OBIYHO IPOUCXOANT B JOPME OTUETOB, MPEIIOKESHUH U OOBSICHUTEIBHBIX 3aITHCOK.

KOMMYHUKALIMU MEXAY PA3JIMYHBIMU OTAEJTAMU (TIOAPA3AEJIEHUSIMU). B nononHenue x
oOMeHy uWHpOpManMell 1O HUCXOAALIeH WIM BOCXOAALIEH OpraHW3ald HYXIAIOTCS B TOPU30HTAJIBHBIX



KOMMyHHKausx. OpraHu3aiust COCTONT U3 MHOXECTBA MOPa3/ICICHNAH, T03TOMY 00MeH MH(pOpManne Mex1y HUMH
HYXCH UIA KOOpAWHAIIUKU 3a1a4 U Z[eﬁCTBHﬁ. HOCKOHLKy opraHusanus — 3TO CUCTEMA B3aUMOCBA3aHHBIX 3JICMCHTOB,
PYKOBOZACTBO JOJDKHO JOOMBAaThbCs, YTOOBI CHEHMATM3HMPOBAHHBIC 3JIEMEHTHl pPabOTad COBMECTHO, MpOJIBHUTas
OPTaHM3aIMIO B HY)KHOM HallpaBJICHUH.

K npumepy, mpencraBuTenu pasHBIX OTAENOB B Ballel MIKoJE On3HEca MEPHOANYECKH OOMEHHBAIOTCS
uHpopMalreil 1o TaKuM BOIPOCaM, KaK COCTaBJICHHE PACHHMCAHUs 3aHSATHH, YPOBEHb TpeOOBAaHUN B MporpamMmax s
BBIITYCKHUKOB, COTPYIHMYECTBO B MCCIIEIOBATEILCKON U KOHCYJIBTATUBHON JESTENBHOCTH M OOCIY)KUBaHUE MECTHOTO
HaceneHus. [lomoOHBIM ke 00pa3oM B OOJIBHHUIE OOCTYKHBAIOIIWN W BpaueOHBIA TEPCOHAN Pa3IMYHBIX OTICICHHMA
JIOJDKEH OOMeHHMBaThcsh MH(OpManueil o pacrnpeleleHul PecypcoB, KOOPAMHALMH JESTeNIbHOCTH pabo4yux rpym,
KOHTpOJIE 32 M3JEpP)KKaMH, HOBBIX METOZaX JedeHus M T.. B cdepe pO3HMYHONH TOProBIM pErHoOHaIbHbIC
YIIPABIISAIONINE COBITOM MOTYT NEPHOANIECKH BCTPEUATHCS ISl 00CYKICHUS 00IMKX MPoOIeM, KOOPANHAILINH CTPATETHN
cObiTa W oOMeHa MH(pOpMamueil O MPOAYKHIHH. B KOMIAaHMSIX HAyKOEMKHX OTpaciedl KIIIOYEBBIE PYKOBOAUTEIH
CpE€AHCTO 3B€HA U3 MPOU3BOACTBCHHBIX, MAPKCTUHTOBBIX W MPOCKTHO-UCCIICAOBATCILCKUX OTACIOB BCTPCHANOTCA JJId
KOOpAMHAIMK JNEHCTBUI 110 0OHOBIECHUIO MpoAyKiuu. Ha ocHoBe 06a30BOM TEXHOJIOTHMHM KOMITAHMHM MOTYT BBIITyCKaTh
pa3sHoOOOpa3HbIe MPOIYKTHI, MO3TOMY UYPE3BBIYAHO BAXHO Yepe3 MPOEKTHO-HUCCIEAOBATENBCKUH OTIEN MOIydaTh
UH(OpPMAIIMIO O TOM, YEro XOYeT PBIHOK. JTO MO3BOJSIET OPraHU3allid COXPaHsITh OJM30CTh K HOTPEOUTENI0 U
po1oinkaTh 3(PQEKTHBHO yNOBIETBOPATH €ro 3ampochl. [10n0O0HBIM 00pa3oM, MPOM3BOACTBEHHHUKH IOJDKHBI IaTh
000CHOBaHME JOCTATOYHO HU3KMX 3aTParT IO pean3aliy OyIyIuX HHHOBAINH MPOEKTHO-HNCCIEI0BATEILCKOTO OTAEna
c TeM, 4ToObl JanpHelIIee NPOM3BOJACTBO ObUIO olpaBaaHo. B oOmeHe uHQoOpMmalmeil MO TOPU30HTAIM YacTo
y4acTBYIOT KOMUTETHI HJIH CIEHaTIbHbIE TPYIIbI, padoTa KOTOPBIX MMOPOOHEE pACCMOTPEHA B CIEIYIOIINX TJ1aBax.

JlononHuTENbHBIE BBITOJBI OT KOMMYHHKAIMH 110 TOPH3OHTAIM 3aKJIIOYalOTCs B (HOPMHPOBAHHU
PaBHOIPABHBIX OTHOLIEHUH. J[oKa3aHO, UTO TAKME OTHOIIEHMS SABISIOTCSA BaXKHOM COCTaBIISIIOLIEH YOBIETBOPEHHOCTH
pabOTHHKOB OpraHU3alyy.

KOMM YHUKAIINN PYKOBOI[HTEHB-HOZ[‘-IHHEHHLIﬁ Bo3MoxxHO,  Hambojiee  OYEBHIHBIM
KOMIOHEHTOM KOMMYHHKAIWi B OPraHU3alUH SBISIOTCS OTHOMICHHSI MEKTy PYKOBOAWTEIEM M HOAYMHEHHBIM. XOTS
OHH CIIy)XKaT IpuMepoM oOMeHa HH(OPMAIHEH 110 BEPTUKAIH, O YeM FOBOPUIIOCH BBIIIIE, MBI paCCMaTPHUBAEM 3TOT BU/I
obMeHa uH(pOpManUeld OTAENbHO, MOCKOJbKY OH COCTABISET OCHOBHYIO 4YacTh KOMMYHHKATHBHOH JESTEIBHOCTH
pykoBoauTens. McciemoBaHusl TOKa3zamd, 4yTo 2/3 3TOW JEATENbHOCTH pPEAM3YeTCsl MEXIYy YIPaBISIOIIMMU U
YIIPaBIIEMBIMHU.

HekoTopble 13 MHOTOYHMCIEHHBIX Pa3HOBHIHOCTEH OOMeHa HH(pOpPMalMed MeKAy PYKOBOAMUTEIEM H
MMOJYMHEHHBIM CBSI3aHBI C TPOSICHEHMEM 3aad, IPHOPUTETOB M OXHUIAEMBIX Pe3yNlbTaroB; oOecredeHneM
BOBJICUCHHOCTH B PEUICHHE 3a7ad OTAENa; ¢ 00CYXIIeHHEM MpodiieM d3(PPEeKTUBHOCTH PadOTHI; TOCTH)KEHUE TIPU3HAHUS
1 BO3HAIrpaXXJACHUs € ICJIbIO MOTHBAIIUN,; COBEPIHICHCTBOBAHUEM U PA3BUTHEM CIocoOHOCTEH INOAYUHCHHBIX, CO C60pOM
HHpOPMAIMK O Ha3peBaloUlel WM pealbHO CYLIECTBYIOIIEH MpoOiieMe; OMOBEICHHEM MOAYMHEHHOTO O IpSIylieM
M3MEHEHHH; a TAK)Ke MOJyICHUEM CBEJICHNH 00 HIIesIX, yCOBEPIIEHCTBOBAHUAX U MPEUIOKCHUSX.

KOMMYHUKALIMA MEXJTY PYKOBOJIUTEJIEM U PABOYEM I'PYIIION. B nomonuenne k oGMeny
uHpopManreil MeXIy pyKOBOIAMTEIEM W NOAYMHEHHBIM MMEET MECTO OOMEH MEXIy PYKOBOJIUTENEM M ero paboueid
rpynmnoii. KoMmyHuKanuu ¢ pabodeil rpymroi B LEIOM ITO3BOJISIIOT PYKOBOJMTENIO ITOBBICHTH 3((PEKTHBHOCTH
netictBuii rpynmel. [TockoapKy B 0OMEHE y9acTBYIOT BCE WICHBI TPYIIIBI, KayKABIH MMEET BO3MOXXHOCTD ITOPa3MBIIIIISTh
0 HOBBIX 3aJlauax W MPUOPHUTETaX OTJeNa, O TOM, KaK CIeA0BajIo Obl padoTaTh BMECTE, O MPENCTOALINX U3MEHEHHUSIX U
BO3MOXHBIX MX MOCJIEIACTBHAX ISl 3TOTO M JIPYTHX OTAENOB, O HEIAaBHUX IPOOJIeMax M JTOCTHKCHUSX, IPEIOKEHHUIX
pannoHanu3aTopckoro xapakrepa. [loxpobnee Tema rpymm u cobpaHuii paccMOTpeHa B CIEIYIOIIEH TTaBe.

Kpome Toro wuHorma paboyas rpymma coOupaercss 0Oe3 pyKOBOAWUTENEH Ui OOCYXICHHS MpoOseM,
yCOBepIHeHCTBOBaHI/Iﬁ WX HAaJABUTAIOIIUXCSA HEPEMEH. Kak YKa3aHO BbBINIEC, TaKWE€ OTHOIICHUA PABCHCTBA MOTYT
CII0COOCTBOBATH ITOBHIILICHHIO YIOBJICTBOPEHHOCTH COTPYAHHKOB CBOCH PabOTOM.

HE®OPMAJIbHBIE KOMMYHUKAILIMU. B 1. 1 yka3sIBanock, 9T0 OpraHU3aIiH COCTOAT U3 (OPMaITbHBIX
U HeOpMalIbHBIX KOMIIOHEHTOB. KaHan HeopManbHBIX KOMMYHHKALIUII MOYKHO Ha3BaTh KAaHAIOM PaclpOCTpPaHEHHUs
ciyxoB. Kut [IPBHC — WM3BECTHBIN HCCIEAOBaTeNb, YbH B3IJISBI HA KOMMYHHMKALMH IOJIOXKEHBI B OCHOBY JaHHOH
TJIaBbl — YCTAHOBHJI, YTO IPOMCXOXKICHHE 3TOTO TEPMHHA OTHOCHTCS K BpeMeHaM I pakmaHckoi BoiHbl B CIIA.
[IpoBona tenerpadHoil cBs3M, MPOTSIHYTHIE C AE€pPEBa Ha JIEPEBO, HAIIOMUHAIN TOOErd BUHOTPAIHOM JIO3bI M IIHUPOKO
ucrionszoBauch  apmued  CeBepa u  IOra. CooOmieHus, mepenaBaeMple II0 TakoMy Tenerpady, 4acro
¢danbcuUIMPOBAIUCE U 3allyTHIBAIMCh. B KOHEYHOM cyeTe CTalo OOIIENPUHATHIM KBAIM(HUIHMPOBATH HETOYHBIC
COOOIICHNS U CBEICHMUS KaK «CITyXm (TIPOIIEIIHE TI0 CHCTEME TAWHOTO COOOIIICHNS).

Cayxu «BUTAIOT BO3JIe aBTOMATOB C OXJIAXKAEHHOH BOJOM, 1O KOPHUIOpaM, B CTOJOBBIX M B JIFOOOM JPYroMm
MecTe, IJIe JIF0JIU coOMparoTes rpynnaMmy. [IockonbKy 1o KaHanam CiiyXxoB HMH(OpMAaIHs IepeaeTcss MHOTO ObIcTpee,
YeM 10 KaHataM (OPMATBHOTO COOOIIEHUs, PyKOBOANUTEIH ITOJIB3YIOTCS TEPBBIMM JUIA 3aIUIAHNPOBAHHOW YTEUKH M
pacrpoCTpaHeHus ONpeeICHHON HH()OPMAIIUH UM CBEACHUH TUIIA «TOJBKO MEXKIY HAMIY.

[punuceiBaeMast ciryxaM peryTalus HETOYHOH MH(pOPMAIMK COXPaHAETCs U 0 CErofHsLIHEro MHs. Tem He



MEHee MCCIEN0BaHUs MOKa3bIBAIOT, 4TO0 MH(OpMAIUs, TepeaBacMas Mo KaHaiam HegopMallbHOTO COOOIIEHHS, T.C.
CIIyXH, Yallle OKa3blBaeTCs TOYHOMW, a He mckakeHHOW. CornacHo ucciegoBanuto [[pBuca, 80-99% ciyxoB TOYHBI B
OTHOIIICHUH HEMPOTHBOPEYMBOW HH(pOpMaIuu o camoil kommanuu. OH CYMTAaET, OJHAKO, YTO YPOBCHb TOYHOCTH HE
MOXXET OBITh TAaKHUM € BBICOKHM, KOTJIa pPeYb BIET O JUYHOW WIM O CHJIBHO 3MOIMOHAIBHO OKPAIICHHOM
uHpopMarmu. J[IBUC yKa3bIBACT: IIO/M CKIOHHBI CYATATH CIYXH MEHEE TOYHOM MH(pOpMAIUel, IIOCKOIbKY pealbHbIe
€e IOIPeHIHOCTH HUMEIOT Oosiee JpaMaTH4HbI XapakTep W IOTOMY IJIyO)Ke BIIEUaTHIBAIOTCSA B MaMsTh, 4YeM
KaKIOJHEBHAs PYTHHHAs TOYHOCTH». Kpome TOro, HE3aBHCHMO OT TOYHOCTH, «BCE CBHICTEIBCTBYET B TOIB3Y
BIMSATENLHOCTH CIIYXOB, Oy/Ib UX BO3JCHUCTBUE MOJIOKUTEIBHBIM WIIA OTPUIIATEITIHHBIMY.

Tadoanua 6.1. Tunuunas ungopmayus, nepedagaemas no KAHAIAM PACNPOCMPAHEHUS CTYXO8G
[pencrosmniye cokparieHust MPOU3BOACTBEHHBIX pab0INX

HoBsle MepbI 110 HaKa3aHUSIM 32 ONO3JaHuUs

W3meHeHus B CTpyKType OpraHU3alun

I'psgymue nepeMerieHus U NOBBILICHUS

Ioxpo6HOE M3II0KEHNE CIIOpa ABYX PyKOBOJHUTENECH Ha TOCIEIHEM COBEIIAHNH 10 COBITY
KT0 KOMY Ha3Ha"aeT CBUAAHUS 1OCie paboThI

B Tabm. 6.1. mepedmcieHBl HEKOTOpPBIE PA3HOBUAHOCTH WH(GOpMAINH, IIepeJaBaeMoi 110 KaHaIaM
pacnpocTpaHeHHs CIIyX0OB B opranusaiuu. B mpumepe 6.1. nokazaHo, Kak MOKHO HCIOJIb30BaTh CIyXH.

KOMMYHHUKAIIMOHHBII MPOIECC

Beimie moka3aHo, Kak IIHPOKO OOMeH HH(OpMAlMell OXBaThIBACT Pa3HbIC YaCTH OPraHHM3allMd U KaKuM
00pa3oM OH COOTHOCHTCH ¢ e IPPEKTHBHOCTEIO. BB 3HaeTe, KOHEYHO, YTO 00MeH nH(popMaIlield B OpraHu3auiIx He
Bcera Tak 3G (GeKTHBEH, Kak cienoBaio Obl. Ha jese jroau o0mmaTes Mexay co0oii MeHee 3 (HEeKTHBHO, YEM MM 3TO
Kaxercsl.

Ortor dakT 01 mpowmTIocTpupoBaH Pencmcom JlaiikepToM mTpHM W3ydeHWH pabOTBI MAacTepoB W HX
NOJIMMHEHHBIX Ha OJJHOM U3 MPENIPUATHH KOMMYHAIBLHOTO 00CIYKUBAHUSI.

IMPUMEP 6.1.
Kaxk ucnonvzosams ciyxu

Kak TosbKO 5 BBISIBIUT KaHAJIBI PACIPOCTPAHEHHS CIIyXOB B KOHTOPE, 51 OBICTPO MOHS, KaK UX HCIOJIb30BaTh.

51 mepnoaMuecky OpPraHM30BBIBAJ YTEUKY MH(OPMAIMU M y3HABaJ O PEakLMH Ha Hee M0 KaHaiaM oOpaTHOMH
CBSI3M B DTOH CHCTEMe, Iepel TeM KaK NPUHUMATh PeLICHHE MM U3MEHATh YTO-TO B CBOMX JACHCTBHUAX. TaK s BBISBIISI
BO3MOXKHYIO peakiuio Jiroaei. Eciu oHa okasbiBanach O1aronpHusTHOM, sl BBIIOJIHSI HAMEUEHHOE, €CIIM HET — 3aHOBO
00yMBIBaI TUIaH AeHcTBHUMA. S, cirydanock, BEDKHIAN C HOBOBBEICHHUSMH, aBall HOBOCTSIM XOJI Ha €IIe OJHOW BOJIHE
CITyXOB, WJIN K€ JAEHCTBOBAII 110 NMPEXHEMY IIJIaHy, HO 00Jiee OCTOPOKHO.

[IpuMmepHO pa3 B HEHENIO s CIpalIMBall cBOero cekperaps: «Urto HoBeHbKOro, Capa?» 3Has, 9TO MEHS He
WHTEPECYIOT JINYHBIE Jiela COTPYAHHMKOB, & HY)KHBI TOJIbKO CBEIEHHUSA, OTHOCsSImHecs K aenam, Capa HE OJHAKIBI
BbIJIaBaJIa MHTEPECHBIE W BaKHBIC JJIsI MEHs HoBOCTH. Kak-To pa3 oHa mpenymnpenuia MeEHs, YTO Ha CIEIYIOIIEM
COBCIIAaHWU OJMH M3 YIPABIIOMINX COOMPACTCS MPEIJIOKUT PEOPraHM3alHUIo, B PE3ylbTaTe KOTOPOW MOH OTHen
NIEPEUJIET B €r0 IIOJUMHEHHUE.

OH ObUI U3 TOPOJIBI «CO3/1ATENEH NMIIEPHUIi», a sl TOJDKEH OBIJI CTaTh OJHOW M3 €ro XKepTB.

3aroas MONYYHTh NPEAYNPEKICHUE, 3HAUUT 3aroAs BOOPYXHUTBCS Uil OTIIOPA, IOITOMY S CIIOKOHHO
CIUTAaHUPOBAJ CBOIO KOHTPCTPATETHIO. S| 00paTmiICs K «CcO3aTeNto HMIEpHil» ¢ IPeIIoKEeHNEeM TepesaTh ero OTACI B
Moe nomunHeHne. OH Tak Mydancsi, OOBSCHsISI, TIOYEMY STOrO Helb3sl JeliaTh, YTO JaKe He JOLIEN JI0 BOIpoca
OTHOCHTENBHO Moero otaena. Ilorom s mompocun Capy cCOOOIIUTH MO0 KaHAJIaM PaclpOCTPAaHEHHsI CIIyXOB, YTO €CIH
9TOT PYKOBOAUTENb OTCTAHET OT MOETO OTHENA, 5 CHEAl0 TO )K€ caMoe IO OTHOLICHHIO K HeMy. MBI ¢ HUM HH pa3y He
pasroBapuBalii C IJla3y Ha IJla3 M BCIyX HE NPU3HABAINCH B CYLIECTBOBAaHWMHM KOHQUMKTa. OJHAKO MO KaHajiam
pacnpocTpaHeHHs CIIyXOB KO MHE HpHIIEN OTBET: «MHUp»; N Halllh OTHOLIEHHUS! OCTaBAIMCh MUPHBIMHU BCE BpPEMSI, II0Ka
OH H s pabOTaJIi B 9TOH OpraHU3alHu.

Hcmounux Beigepxku u3 cratbu William A. Delaney, «The Secretarial Grapeviney, Supervisory Management,
March 1983, p. 33.

B T0 Bpems kak 85% macTepoB cUMTANH, YTO MX MOJINHEHHBIC TyBCTBYIOT ce0s1 CBOOOIHO TIPH OOCYXKICHUU
BOXHBIX JIEJIOBBIX BOIPOCOB, TOJNBKO Yy 51% MOAYMHEHHBIX B JIEWCTBUTEIBHOCTH HPUCYTCTBOBAIO 3TO YYBCTBO
cBoOOmbl. B pyroM mccienoBaHMM HayaJbHHUK OTHAENA 3apErHMCTPUPOBAT HMHCTPYKIMHM WJIM  IIepelaBacMble
MOAYMHEHHBIM pelleHus no 165 crennanbHeIM noBogaM. CyIs MO 3alHCSIM IOTYHHEHHBIX, OHH OBLIIM OCBEIOMIICHEI
TOJIbKO 0 84 Takux cooOuieHusix. OAnMH U3 HCcleqoBaTeleil IpoaHaIM3upOBall paboTy Kanu(OPHUHCKOW KOMIIAaHUU B



o0JIacTH 3APaBOOXPAHEHHS W BBISBIJI CYIIECTBEHHBIC PA3IHYMA MEXKIY PYKOBOIHUTEISIMH BBICIIETO, CPEAHETO M
HHM30BOTO YPOBHEH B TOM, KaK OHHU OLICHUBAIOT 3()(HEKTUBHOCTh KOMMYHHKAIUI B KX OpraHU3aluH.

Kpome TOoro, Bo MHOrMX ciydyasx II€peAaBacMoe COOOIICHHE OKa3bIBAeTCsl HENPABHIBHO TIOHSTHIM H,
cieoBaTenbHO, 00MeH uHpopmanueld — HedpdekTrBHBIM. [)xoH MaiiHep, BBIIAIOIIMICS HUCCIea0BaTelb B 001acTn
YIIPaBIEHUS, YKa3bIBacT, YTO, KaK MpaBmio, JUIb 50% momeITok oOMeHa mH(OpManued NPUBOAUT K OOOIOAHOMY
corsacuio oOaromuxcs. Yaie Bcero NpuuMHa CToJIb HU3KOHM 3(QEKTUBHOCTH COCTOUT B 3a0BEHUH TOTO (pakTa, 4To
KOMMYHHKALUS — 210 00MeH.

B xonme o6MeHa 00e CTOpPOHBI UTPAIOT aKTUBHYIO pouib. K mpuMepy, eciii BbI KaK yIPaBISIONINNA OIICHIBACTE
OJTHOMY M3 TOJYMHEHHBIX, KaK HY)KHO U3MEHUTH paboTy, 3TO TOJILKO Hayajo oOmeHa. YToObl oOMeH uH(popMmaiuen
crasl 3QQEeKTUBHBIM, Balll IMOJYMHEHHBIH JOJDKEH COOONIMTH BaM, KaK OH NMOHUMAaeT 3aJady W Ballld OKHJAHUS B
OTHOIIECHUH PE3YyNIbTaTOB €ro AearenbHocTH. OOMeH mH(popMaIuel MPOUCXOANUT TONBKO B TOM CiIydae, KOTZAa OJHa
CTOpOHA «IpeyaracT» WH(GOPMAIMIO, a Apyras BOCIHPHHHMaeT ee. YToObl OBUIO MMEHHO TaK, CICIYyeT YAENATh
NPUCTAILHOE BHUMaHUE KOMMYHUKAHIOHHOMY ITPOLIECCy.

KOMMYHHUKALIMOHHBIN ITPOLIECC — 510 06MeH uHpOpMAIHEH MEKITY IBYMS MK O0JIee JTFOAbMH.

OcHoOBHas menb KOMMYHHKAIMOHHOTO TIpoliecca — OOecredeHrne MOHMMAaHUs WH(GOPMAINH, SBISIOMICHCS
npeaMeroM oOMeHa, T.e. cooOuienni. OnHako cam dakt obMmeHa uHpopmanueii He rapantupyer 3ddexTHBHOCTH
OO0IIeHNs] y4acTBOBABLIMX B OOMeHe Jtozeil. Bbl, KOHEUHO, caMM CTAJIKUBAINCH CO CIydasMH Manod3((eKTHBHOTO
oOMeHa mHpOpManHel ¢ APY3bSIMH, CEMbeH, COTpYAHHKaMHu Ha pabore. YTOOBI IydIne MOHWMAThH Iporecc oOMeHa
uHdopmanmeit u ycnoBus ero 3p(eKTHBHOCTH, CIEAyeT MMETh MPEJCTaBICHHUE O CTaAUsIX Ipolecca, B KOTOPOM
Y4acTBYIOT JIBO€ HJIM OOJIBLIEE YKHCIIO JIIOACH.

DJIeMEeHTHI M 3TANbI NPoLecca KOMMYHHKALMI
B mporniecce oomena nH(pOpMAaIei MOKHO BBIICTHATE YEThIpEe 0a30BBIX DJIEMEHTA.

1. Omnpaegumens, A0, TCHEPUPYIOIIICE UCH HIIH COOMparoiiiee HHOOPMAIIHIO U TIEpeatoliee ee.

2. Coobwenue, cOOCTBEHHO HH(OPMAITHS, 3aKOUPOBAHHAS C TOMOIIBIO CHMBOJIIOB.

3. Kanan, cpencto nepenaun nHGOpMAITIH.

4. Tonyuamens, U110, KOTOPOMY TIpeIHA3HAUEHA HHPOPMAITHS U KOTOPOE HHTEPIPETUPYET €.

[Ipu oOMeHe nHpOpMalKeil OTHPaBUTENb U MOJIy4aTelb NIPOXOSAT HECKOJIbKO B3aMMOCBS3aHHBIX 3TaroB. Mx
3ajlaya — COCTaBUTh COOOLICHHME W KCIOJB30BaTh KaHAN Ui €ro Mepefayd TakuM oOpa3oM, 4ToObl 00¢ CTOPOHBI

TIOHSUTH U Pa3JeNIN UCXOIHYIO HICI0. DTO TPYAHO, MO0 KaXKIBIH 3Tall SBISETCS OAHOBPEMEHHO TOUYKOW, B KOTOPOH
CMBICII MOXKET 6BITI) HNCKaXXCH WUJIN MOJIHOCTBIO YTPaUuCH. Vka3aHHbI€ B3aUMOCBSI3aHHBIE dTAIlbl TAKOBBI:

1. 3apoxneHue uneu.

2. Kogmposanue u BeIOOp KaHama.

3. [lepenaua.

4. lekogupoBaHue.

[ Dopmynupyer Kogupyer Nepenaer
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T
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Puc. 6.1. [Ipocras moens npoiiecca oOMeHa uHpopMaIuei.

3T 3Tansl MPOMUTIOCTPUPOBAHEI Ha pHc. 6.1. B BUIE MPOCTONH MOAENH Mporiecca KOMMYHUKAIAH.

XoTs BECh MPOIIECC KOMMYHHKAITHH 9acTO 3aBEPIIACTCS 32 HECKOIBKO CEKYH]I, YTO 3aTPYIHSET BBIICICHHE E€T0
9TaIoB, Mbl IIPOAHAJIU3UPYEM ITH ITallbl, YTOOBI OKA3aTh, KAKKE IPOOJIEMbI MOTYT BOZHHUKATh B Pa3HBIX TOYKaX. DTOT
aHann3 N0Z00eH BHUMATEIbHOMY Pa3TIIsAbIBAHUIO KaXKIOTO KaJ[pa KOPOTKOTO 3MU30/1a Ha KWHOIUICHKE.

3APOXIEHUE UJEN. OO6men wuHhopMamueld HadmHaeTcs ¢ (GOPMYIMPOBAHUS HAECH WIH OTOOpa
uHpopmanuu. OTnpaBuTeb peliaeT, Kakylo 3HaUUMYIO HJCI0 WM COOOLIEHUE ClIeyeT cieNiath npeamerom oomena. K
COXKaJICHHIO, MHOTHE TIONIBITKM 0OMeHa MH(opManueil oOphIBalOTCS Ha 3TOM MEPBOM JTalle, ITOCKOJIBKY OTIPaBUTENb
HE 3aTpayMBaeT JOCTATOYHOTO BPEMEHHU Ha 00mymbiBaHue uaen. Kut [[PBHC MOAUEpKUBAET BXKHOCTD JAHHOTO 3Tara:
«HeynauHoe cooOlieHre He CTaHeT Jiydllle Ha INISHIEBOH OyMare Wi OT YBEJIMUYEHHUS! MOIIHOCTH TPOMKOTOBOPHTEIIS.
JleliTMOTHUB 3Tana — «He HauWHAWTE TOBOPUTDH, HE HaYaB JyMaThby.

BaxxHo oMHHTSB, 4TO HJIes elle He TpaHCc(opMHUpOBaHa B CIIOBA WM HE NpHoOpena Apyroi Takoi GopMsbl, B
KOTOPOH OHa MOCITyXKHT 0OMeHy MHpopMaruu. OTIPaBUTENb PENIMI TONBKO, KaKyl0 IMEHHO KOHIETIIUIO OH XOYeT
clenarb npeagMeroM ooMena uHpopmanueid. YtoObl ocyniecTBUTh 00MeH 3(h(heKTHBHO, OH JOJDKEH NMPHHATH B pacyer



MHOXeCTBO (pakTopoB. K mpuMepy, pyKOBOAMTEINb, JKENMAIOMIMA OOMEHAThCS HMH(pOpMaIueir 00 OIeHKe Pe3ylbTaToB
pa6OTbI, JOJKCH YCTKO IIOHHMMAThb, 4YTO HACA COCTOHMT B TOM, qTOOBI COO6I_HI/ITI) MNOAYNMHECHHBIM KOHKPETHYIO
HHpOPMaIHI0 00 UX CHIBHBIX M CIAa0BIX CTOPOHAX M O TOM, KaKk MOXHO YJIYy4YIINTh Pe3yJabTaThl X paboTel. Maes He
MOJKET 3aKJII0YaThCS B CMYTHBIX OOIIMX ITOXBAJIaX MIIM KPUTHKE TIOBEJICHUS ITOTYNHEHHBIX.

OTOT MpUMeEp MOKAa3bIBACT TAKXKE CBSI3b MEXIY BOCIPHATHEM M KOMMYHUKAIMEH. Y pPyKOBOIMUTENS, KOTOPBIN
CUUTACT IIOAYHNHCHHBIX CHOCO6HI)IMI/I K Pa3BUTHIO U COBECPIICHCTBOBAHNIO, 4 3HAYUT, HYKJTAOIIUMUCS B I/IH(I)OpMaL[I/II/I C
OLICHKOH pe3yJbTaTOB MX PabOThI, CKOpee BCEro HaIyTCs JebHbIC IIO3UTHBHBIC NaeH 11l oOMeHa nHpopMalei Ha
YKa3aHHYIO TEMY IO CYIIECTBY. Y IPaBISIOMINN, KOTOPBIH BOCIIPHHUMAET MOJYMHEHHBIX KaK JETeH, JKAYIIUX, YTOOBI
UX TOIpaBJIAIM W HAIpPaBJIATIW, CKOPEE BCCro 3aJIOKUT B CBOU HIACU KPUTHIHU3M OTPpULATCIBHOTO CBOﬁCTBa,
CBOMCTBEHHBIH TaKOMY 00pa3y MBIIICHHS.

Eme oque nmpuMep MOTEHIMATIBHBIX MTPOOIEM Ha 3Tare 3apoKACHHUS HICH IaeT HaM HaYaIbHUK 11€Xa, TOIBKO
YTO NMPHUHABIINN COOOMIEHNE OT BBICIIEr0 PyKOBOJCTBA O TOM, YTO KOMIIAHUH HYXXKHO Ha 6 % yBEINYNTH MPOU3BOJCTBO
BUACOUTD 663 YBEINYCHUA CBEPXYPOUIHBIX BBIILJIAT. Ecnu HayansHUK nexa HEC CMOXKET C006pa31/ITB, KaKuM ITyTEM JIy4IlIe
BCETO OOMEHSITHCS 3TOI MHpOpMaIHeil ¢ MOMYNHEHHBIMU U HAIIPAaBUT MM 3TO COOOIIEHHE B TOYHOCTH TaKMM, KaKUM
OHO OBIIIO TTOJTyYEHO, BO3MOXHBI HEJJOPa3yMEHHMs, TOCKOJIBKY pabodue MOMMYT b caM (akT TOTO, YTO U3MEHEHHS
HeoOxoauMbl. Eciy jke pyKOBOAMTENb B CaMOM Jiejie MPOAYyMaeT Te WJeH, KOTOpble TpeOYIOT Hepenadyu, OH MOXKET
MIPUATH K CIEIYIOIINM 3aKJIIOYCHUSIM:

1. PaGoune HOMKHBI MOHATH, KAKUe AMEHHO HY)XKHBI H3MEHEHHS — IPUPOCT 00bEMa MPOU3BOACTBA Ha 6% 0e3
JOTIOJTHUTEIbHBIX CBEPXYPOYHBIX.

2. Pa60q1/1e JOJDKHBI TOHATH, nodemy HYXHBI 3TU HU3MCHCHHA, MHAYE OHU MOIYT CACIaTb BBIBOA, YTO
KOMIaHUs MMBITAaeTCS BBDKMMATh U3 HUX MOOOJIbIIE, a TUIaTUTh OMEHbIIIE, 1 B30YHTOBATHCS.

3. Paboune DOMKHBI MOHATB, KAKUM 0OpA30M CIEIYeT OCYIIECTBUTh M3MEHEHHUS — KadeCTBO NMPOAYKIHMU U
YpPOBeHb Opaka He JOJDKHBI M3MEHHUTBCS BCIEACTBHE NMPUPOCTAa 00bEMa MPOU3BOJCTBA, HHAYE 3()(YEKTUBHOCTh MOXKET
CHH3UTHCS, a HE BO3PACTH, KaK TOTO TpeOyeT B CBOEM COOOIIEHHH BBICIIEE PYKOBOJICTBO.

PykoBonurenn, HEylOBIETBOPUTENHHO OOMEHMBaromuecs HWH(popManmei, MOTryT IeHCTBOBATH HEYAAYHO,
HOCKOJIbKY TI0 OTHOILIEHHIO K HMM MMEHHO TaK JIEHCTBYeT BbICUIEE PYKOBOJACTBO. J[eno B TOM, 4TO PYyKOBOIUTEIN
BBICIIETO 3BE€HA YaCTO CIY)KaT POJEBOW MOJEIBIO JUIsl TOBEACHHS ITOMYMHEHHBIX. ECiy Halmm pykoBOAMTENH CKIOHHBI
K IPUHYKACHHUIO MM HE OTKPOBEHHBI B 00OMeHe MH(OpManyei ¢ HaMu, Mbl BIIOJTHE MOXKEM MOBECTH Ce0sl HOIOOHBIM
o0pa3oM, 0OMEHMBasICh HH(OPMAIHEH CO CBOMMHU MOAUYNHEHHBIME. OJJHAaKO BBl HAXOAUTECh B WHOM ITOJIOKEHHUH, YEM
Ballle HayajabcTBO. [IoaTOMy BOBCe HEOOsM3aTENLHO JICHCTBOBATh B TOM K€ CTHJIE, JJayKe €CIM 3TOT CTUIIb d(deKTHBeH.
Uro B NEHCTBUTENBEHOCTH HEOOXOANMO, TaK 3TO OCO3HATh — KaKHe WJeH NpeHa3HaueHbl K repenade 0o mozo, Kak Bbl
OTHpAaBIIsieTe COOOIICHNE, U YBEPEHHOCTD B aICKBATHOCTH M YMECTHOCTH BAIIMX HJIEH C YI€TOM KOHKPETHOH CHUTYallH
U LIeJTH.

KOJUPOBAHUE 1N BbIBOP KAHAIJIA. Tlpexae uem nepeaarh UAEI0, OTIPABUTENb JODKEH C IMOMOIIBIO
CHMBOJIOB 3aKOJHMPOBATh €€, NCIIOJIb30BAB VIS STOTO CIOBA, MHTOHALMH M KECTHl (SI3BIK Tena). Takoe KOAWpOBaHUE
MIPEBPAIACT UJICIO0 B COOOIICHNUE.

OTHpaBI/ITeHL JOJIDKCH TaK»XKE BLI6paTI) KaHal, COBMECTUMBIM C THIIOM CHMBOJIOB, HCIIOJIb30BAaHHBIX IJIA
KoaupoBaHusi. K HEKOTOpHIM OOILIEH3BECTHBIM KaHajlaM OTHOCSTCS Iepejada pedd M NMUCbMEHHBIX MaTephajioB, a
TaK)ke OHIICKTPOHHBIC CPEICTBA CBSI3H, BKJIOYAs KOMIIBIOTEPHBIE CETH, OJJCKTPOHHYIO MOYTYy, BHACOJECHTHI U
BusiecokoH(epeHunu. Eciu kaHan HenpuroleH Iuiss (pU3MYECKOTO BOIUIOLICHHS CHMBOJIOB, Iepeladya HEBO3MOXKHA.
Kaptuna nHorma gocroiiHa THICSYM CIIOB, HO HE TP Nepegade cooduieHus no renedony. ITono6HbIM 00pa3oM MoKeT
OBITH HEOCYIIECTBUMBIM OJHOBPEMEHHBIH pa3sroOBOP CO BCEMH PAaOOTHHUKAaMH cpa3y. MOKHO pa3ociarh NaMsTHBIC
3aMUCKH, IPEABAPSIOIINE COOpaHKs HEOOBINUX TPYIII, A 00SCIeYeHUs] TOHUMAHKS COOOIIEHHUS M MPUOOIICHUS K
npoOieme.

Ecnu xaHam He CIMIIKOM COOTBETCTBYET HJIe€, 3apOIUBIICHCS Ha IIepBOM 3Tare, oOMeH uHpopmanuei Oyner
MeHee 3¢ dexTrBer. HanmpuMep, pyKOBOJUTENb XOUET IPEIYIPENUTh TOJYNHEHHOTO O HEO3BOIEHHOCTH JIOTYIIIEHHBIX
HOCIIEIHUM CEePbE3HBIX HapyIIEHHH Mep OE30MacHOCTH, M JICNIAeT 9TO BO BpeMsi Jierkoi Oecesibl 3a Yanikoi kode nim
IoCcNIaB eMy 3alucKy 1o ciaydatro. OJHAKO MO THM KaHallaM, BEpOSITHO, HE YIAcTCsl MepenaTh HJCI0 Cephe3HOCTH
HapymeHuH CTONb XK€ I(PQPEeKTHBHO, KaK O(PHUIHMAILHBIM MHCHMOM WM Ha coBemaHuu. llomoOHBIM 00pazowm,
HalpaBJieHHEe MOJYMHEHHOW 3alMCKH 00 MCKIIIOYMTENLHOCTH €€ JOCTHXKEHHUSI He IepelacT WAel0 O TOM, HACKOJIbKO
Ba)XEH CIENaHHBIM €l0 BKJIaX B padoOTy, U He Oyaer B TOi ke Mepe 3PQEKTUBHBIM, KaK HPSMOW pasroBop C
MOCIEAYIONINM O(pUIIATBHEIM MHCEMOM C BBEIp@KEHHEM 0J1aroIapHOCTH, a TAaKXKe C IpEeMHeEH.

Br16op cpencrtBa cooOmieHHs] HE IOJDKEH OTPaHWYMBATHCS COMHCTBEHHBIM KaHATOM. YacTo »XelaTeabHO
UCIIONIb30BaTh JIBA WJIM OOJIbIIEE YUCIO CPEJCTB KOMMYHHUKAaIMi B codeTaHHU. [Ipoliecc yCIIOKHSETCs, MOCKOJIbKY
OTHPABUTENIO IPUXOAUTCS YCTaHABIMBATH IOCIIEIOBATEIBHOCTh HCIIONB30BAHMS JTHUX CPEACTB M OIPEACNATH
BpPEMEHHBIC MHTEPBAJIBI B MOCIIEA0OBATEIHHOCTH Nepenadn nHdpopmannu. TemM He MEHeEe, NCCIEAOBAHUS TOKA3bIBAIOT,
YTO OJHOBPEMEHHOE HCIIOJIb30BAHUE CPEACTB OOMEHA YCTHOW M MUChbMEHHOW HMH(OpManueil 00biuHO 3ddekTruBHEE,
4YeM, CKaXeM, TOJIbKO 0OMeH nuchMeHHoW mH(popmanued. OOCykas pe3ysbTaThl 3TOTO HCCIEIOBaHuUs, podeccop



Tepperc Mutuen ykasbiBaet: «I TaBHBII BEIBOJ 3TOI pabOTHI B TOM, YTO YCTHOE IUTIOC THCBMEHHOE COOOIIIEHNE CKopee
BCEro nenaroT oOMeH mH(opmanueil 0osee 3pPeKTUBHBIM B OOJIbINCH YacTd ciiydaeB». OpHEHTalus Ha 00a KaHaia
3acTaBJIseT TIIATEIbHEEe TOTOBUTHCS M MHCBMEHHO PEruCTpUpOBaTh HapaMerpsl cuTyauuu. OHaKo HUKOUM 00pa3om
KaXIplii MHQOPMAIMOHHBIH OOMEH He JOJDKEH OBITh HMHCBMEHHBIM. B 3TOM ciydyae mOTOKM Oymar CTaHOBSITCS
HEYNPaBISIEMBIMU.

Bropoii sram craHer OoJiee HMOHSATHBIM, €CIIM IPEJCTaBUTH €ro ceOe Kak OIepanuio YnakoBKH. MHorue
JCHCTBUTENBHO XOPOIIHME IPOIAYKTH HE HaXOAAT cObITa, IOKa HE OOPETYT TaKoH YIAaKOBKH, KOTOPYIO IOTPEOHTENh
COYTET TOHATHON ¥ ITPHUBJIEKATEIBHON OTHOBPEMEHHO. [10100HBIM 00pa30oM, MHOTHE JIIOJH C TPEKPACHBIMHU HICIMHU HE
B COCTOAHUHM YIHAKOBAaTb HMX C IOMOIIBIO CHUMBOJIOB M BJIOKHUTH B KaHaJlbl, 3HAYUMBIC W NPUTATATCIIbHBLIC 1A
noy4arens. Korna takoe npoucxonut, ues, Oyab OHa Jake pacrpeKpacHOM, 3a4acTyl0 He HaXOAUT «COBbITay.

IEPEJJTAYA. Ha TpeTsem 3Tare OTIIPaBUTENb UCIOIB3YeT KaHaJ ISl TOCTAaBKH COOOIIeHUs (3aK0ANPOBAaHHOMN
WZEH WU COBOKYITHOCTH MAEH) momydarento. Peus unet o ¢pusmueckoil mepenade cooOMeHNs, KOTOPYIO MHOTHE JIIOAN
10 OIIMOKE U MIPUHUMAIOT 3a CaM MPOoLecC KOMMyHHKaHHﬁ. B T0 )¢ BpEMs, KaK MbI BUJCIIHU, I€pE€aada ABJIACTCA JIUIIb
OJTHMM M3 BKHEHIIHMX 3TAIOB, Yepe3 KOTOPbIE HEOOX0ANMO PONUTH, YTOOBI IOHECTH H/ICIO JI0 APYTOTo JIMIA.

JEKOJJUPOBAHUE. Tlocme mepemaunt coOOOIIEHHs OTHpaBUTENEM TOIy4aTelb IEKOTUPYET €ro.
Jlexoouposanue — 3TO TEpPeBOJ CHMBOJIOB OTIIPABHUTENSl B MBICIM IMojydarens. Eciu CHUMBOJIBI, BbIOpaHHBIE
OTHPABHUTENEM, UMEIOT TOYHO TAKOE e 3HAUCHHUE JUIS MOJTyqaTest, TOCIeAHUH OyaeT 3HaTh, YTO MIMEHHO UMEN B BHIY
OTHpaBHUTENb, KOrAa (opMynaupoBanack ero wuuaes. Ecim peaknmu Ha wnaeo He TpeOyercs, mporecc oOMeHa
UH(OpPMAIIMK Ha 3TOM JIOJDKEH 3aBEPIIUTHCS.

OpnHako mo psiiy IPUUKH, O KOTOPBIX Peub MOUJET HIDKE, MOJIydaTellb MOXKET MPUAaTh HECKOJIbKO HHOU, YeEM
B TOJIOBE OTIPABHUTENS, CMBICH cooOuieHnto. C TOYKU 3peHHs PyKOBOAMTENS, 0OMEH MH(pOpMaLuen clenyeT CUUTaTh
3¢ EKTUBHBIM, €CITH TOJIydaTeldb NMPOAEMOHCTPUPOBA MOHWMAHHUE HJIEH, TPOU3BEAS ACHCTBUS, KOTOPBIX XKIOAT OT
HEro OTIIPABUTENb.

OO6paTHas cBA3b U IOMeXH

[pexxne geM o0cykIaTh pa3IMdHBIC MPETSATCTBASA Ha IMyTH oOMeHa mH(popMaIuei, BaM HeOOXOAUMO YCBOHUTH
JIBE BO)KHbIE KOHIICIIIMU — OOpaTHOMU CBSI3M M ITOMeEX.

OBPATHASI CBS3b. Ilpu Hannuuu oOpaTHOW CBS3M OTIPaBUTENb M IOJNy4Yarelb MEHSIOTCS
KOMMYHHMKaTUBHBIMH POJISIMH. V3HauallbHBIN MOJTydaTenb CTAHOBHUTCS OTIIPABUTENIEM U NPOXOAWUT Yepe3 BCE ITallbl
mportecca oOMeHa HHpopManuei' s mepegadn CBOeTro OTKJIMKA Ha4adbHOMY OTIIPABHTEINIO, KOTOPBIH TeTeph MrpaeT
pouis nosy4atens. Cruenuanuct mo ooMeny uHpopmaruei B buznece, npodeccop Ounumni JIprouc mumer:

«Obpamnas céa36 — 2M0O ONOPHASL PeaKyUs HA MO, YMO YCAbIUAHO, NPOYUMAHO UIU YBUOEHO, UHpopMayus
(8 gepbanvHoM UMY HeBepPOATLHOM O0GQOPMIEHUU) OMCLLIAENCa HA3A0 OMNPABUMENIO, CBUOEMeNbCmeys O Mmepe
NOHUMAHUSA, 006epUsl K COOOWEeHUIO, VCEOEHUs. U cozlacus ¢ coobujenuem. Dpexmusnovlii 0obmen ungopmayuen
0oJ0icen bblmb 08YCMOPOHHE HANPABIEHHBIM: 00PAMHAS C653b He0OX00UMA, YMoObl NOHAMb, 8 KAKOU Mepe cO00weHue
ObLIO BOCNPUHAMO U NOHAMO... PyKosooumenv Hc modcem dymamy, 4mo 6ce, CKA3AHHOE UNU HANUCAHHOE UM, Oydem 6
MOYHOCIU NOHAMO MAK, KAK OH 3ambluiial. Pykogooumens, onupanowuiics Ha maxKoe 10x#cHoe 0onyujenue, omcexaem
cebst om peanvHocmu. Pykoeodumenvb, Komopvlill He Hanaoum o0pamuylo ceia3b Ois NOAyYamesis uH@opmayu,
obOHapysicum, 4mo IP@PeKmusHoCmb €20 YNpasneH4ecKux O0elucmeuti pe3ko chudicena. Ananocuunvim obpazom, eciu
obpamuas céa3vb ¢ pabomuuxkamu 3a010KUPOBAHA, PYKOBOOUMENb 8 KOHYe KOHYO8 OKANCeMCs U0IUPOSAHHBIM UTU
00MAHbIBACMBIMY.

OOparHast CBS3b MOJET CIIOCOOCTBOBAaTb 3HAUUTEIEHOMY HOBBINIEHUIO 3((deKTHBHOCTH 00MeHa
yrpaBieHueckoi nHpopMarmed. CoriacHo psay MCCIeIOBaHUI ABYCTOPOHHWI oOMeH MH(pOpManuel (Mpu HaTHIuu
BO3MOXKHOCTEH 11 OOpaTHOW CBSI3M) NO CPAaBHEHUIO C OJHOCTOPOHHUM (OOpaTHas CBS3b OTCYTCTBYET), XOTS H
NPOTEKaeT MEIJICHHEe, TeM He MeHee d((EKTUBHEE CHUMAET HAIlpsHKEHUs!, OoJiee TOUEH M IOBBILIAET YBEPEHHOCTh B
MIPaBUIILHOCTH MHTEPIPETAIMU COOOLIEHUI. JTO IMOATBEP)KACHO B CaMbIX Pa3HBIX KylbTypax. Hike B maHHOM riaBe
MBI JTaeM PEKOMEHAAITNH O TOM, KaK MOXXHO PacIIUPHUTH BO3MOXKHOCTH 00OpaTHOMN CBSI3H.
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Puc. 6.2. IIporecc ooOMeHa nHpoOpMaIuei Kak cucTeMa ¢ 00paTHOM CBSI3bIO U IIYMOM.

HIYM. O6paTHast cBsA3b 3aMETHO IOBBIIIACT MIAHCHI HA (G GEKTUBHBIN 00MeH nHpOpMaIueil, Mo3BoIIsis 00enM
CTOpPOHAM ITOJABJIAThH ITyM. Ha si3pIke Teopuu mepenayn WHGOPMAIMK IIyMOM HA3bIBAIOT TO, YTO MCKaXKAaeT CMBICII.
HcrouyHuky 1yma, KOTOpble MOTYT CO3/aBarh Iperpajasl Ha myTH oOMeHa MHQopMalueil, BapbupyIOT OT s3bIKa (B
BepOATHHOM MM HeBepOAIbHOM O(OPMIICHHUH) 10 PA3In4Mi B BOCIIPUATHH, U3-32 KOTOPBIX MOXKET U3MEHSATHCSI CMBICIT
B IIpolleccax KOIUPOBAHUS M JACKOIWPOBAHMS, U 10 PA3INYUil B OPTaHU3ALIOHHOM CTaTyce MEXTY PYKOBOJHUTEIEM U
NOJYMHEHHBIM, KOTOPbIE MOTYT 3aTPYAHSATh TOYHYIO Nepenady nHGOpPMAIHH.

OmnpenenieHHbIE IIYMBI TPUCYTCTBYIOT BCET[a, MOTOMY Ha KaKAOM JTare Ipoliecca oOMeHa MH(popMmanuen
MIPOUCXOAUT HEKOTOPOE UCKaKeHUE cMBIca. OOBIYHO MBI YXUTpPSEMCS ITPEOAO0JIETh IIYM U IIepe/iaTh Hallle COOOIICHHE.
OnHako BBICOKHI YpPOBEHb IlyMa OIpPEACNICHHO IPHBEAET K 3aMETHOW yTpare CMBICIa M MOXET IOJHOCTBIO
OJIOKUPOBAaTh IMOMBITKY YCTAaHOBJACHUS HH(POPMANUMOHHOrO oOMeHa. C MO3MIMHA pPYKOBOAMTENS, 3TO JOJDKHO
00YCIIOBUTH CHIIKEHHE CTEIIEHH JOCTH)KEHMS IieJied B COOTBETCTBHM C IepenaBaeMoi mHpopmanueid. Ha puc. 6.2.
mporecc oOMeHa HHpOpMaInel MpeCTaBIeH Kak CICTeMa ¢ OOPaTHOH CBSA3BIO M IITYMOM.

MEXKJINYHOCTHBIE KOMMYHUKALIUA

Xotsa >pQexTuBHBIIT 00MEH MUCHhMEHHOW MH(pOpManueil nMeer mpeodiiafaroiiee 3HaYeHHE B OpraHU3aIlHH,
HaM IPEACTABJISIeTCs, YTO MCUEPIIBIBAIOIINI aHAIM3 TaKOro poja oOMeHa BBIXOAMT 32 PaMKH JaHHOW kHurH. To ke
CaMO€ OTHOCHUTCS W K HCIOJB30BaHUIO KOMIIbIOTEpA KaK CPEACTBAa KOMMYHHKanuu. PykoBomutens ot 50 mo 90%
CBOETO BPEMEHH TPATUT Ha Pa3roBOPHI, I03TOMY MBI BBIICIISIEM 3/IECh IIPSIMON MEXIMYHOCTHBIN 00MeH HH(pOopMannei.

Hamre paccMoTpenre MEXITHYHOCTHBIX 0aphepOB COCPEIOTOUEHO Ha 1) BOCHIPHUATHH, 2) CeMaHTHKeE, 3) oOMeHe
HeBepOaIbHOM MHpOpMalKeil, 4) HeKaueCTBEHHON 00paTHOM CBS3U U 5) IJIOXOM ClIylIaHuH. PaccMOTpeB 3TH GakTopsl,
MBI IaJIM PEKOMEH/IAIIHH 110 MOBBIIIEHHIO 3P ()EKTHBHOCTH BaIINX MEXIIMIHOCTHBIX HH(POPMAITMOHHBIX OOMEHOB.

IIperpaabl Ha MYTH MEKIMYHOCTHBIX KOMMYHHUKAIMIA

MPETPAJIbI, ObYCJIOBJIEHHBIE BOCTIPUATHUEM. O6cyxnas B 1. 3 BOIPOCH MTOBEICHUS TIOACH, MBI
yKas3alli, YTO PyKOBOJUTENb JOJDKEH UMETh IPEACTABICHHUE O MIPOLIECCE BOCIPUATHS, MOCKOIbKY HMEHHO 3TOT IMPOLECC
OTIPEZEIAET «PEaTbHOCTh Ul MHAWBUAAY. JIIoau pearnpyioT HE Ha TO, YTO B JACHCTBUTENBHOCTH IIPOMCXOAUT B HX
OKPYKC€HHUH, a Ha TO, YTO BOCIIPUHUMACTCA KaK IMPOUCXOOAIICE. Yuer HEKOTOPBIX (I)aKTOpOB W3 4ucCiia BJIMAOIINX Ha
BOCIIPUSTHE B IIpoliecce 0OMeHa nHpOpMaIyeil Mo3BoJISIET He JOIMYCTHTh CHIDKEHUS 3 QEKTUBHOCTH KOMMYHHKAIUH,
CBOEBPEMEHHO YCTPAHMB MPETPaIbl, 00YCIOBICHHBIE BOCTIPHSTHEM.

OnHa W3 TakuxX Nperpaj BO3HUKAET MO IMPUYMHE KOHQIUKTA Mexay chepamu KOMIIETCHIMH, OCHOBAMH
CY)XICHHH OTHpaBHUTENs W Toiydarens. JIloan MOryT MHTEpIpeTHpOBaTh OJHY M Ty e MH(OpMaluio Mmo-paHoMy B
3aBUCHUMOCTM OT HAaKOIUJIEHHOro omnbiTa. Hampumep, B opraHuzanuu, 3aHUMAarOLIelcs pPO3HUYHOM TOProBieil,
YIIPABIISAIONINE W CIEIHAINCTHI 0 COBITY MOTYT TPUICPKUBATHCS Pa3HBIX B3MIAZOB HA TO, KaK HAMIYYIINM 00pa3oM
OCBO60)KI[3TB OT TOBApOB TOPIOBLIC IIJIOLIAAW Mara3uHOB. B HpOPISBOI[CTBeHHOﬁ opraHu3anyu CIeHuaJIUuCThl 110
MapKETHHI'Y MOTYT CYMTaTh, YTO aKTUBHM3ALMs COBITA 32 CUET pacHIMPEHHs] acCOPTHMMEHTA BaXKHEE, YeM CHIDKCHHE
M3JEpKEK TPOW3BOJCTBA B pe3ynbTare OONbINEH CTaHAApTH3alMM TNPOAYKIMH. B TO Xe camoe Bpems



MIPOM3BOACTBEHHUKH MOTYT MBICIHTh ¥ TEHEPHUPOBATh MICH Al 0OMeHa HH(pOopMannei, NCXOAs U3 MTPOTHBOIMOIOKHOH
TOYKH 3peHusi. OOCIYKMBAIOLIHIA [TEPCOHAT U aJIMUHUCTPATOPbl OOJILHUIIBI MOTYT MMETh Pa3HbIe OCHOBBI CY)KICHHI
OTHOCHTEJIFHO HEOOXOIMUMOCTH IOBBIIEHHS 3(QPEKTUBHOCTH pabOTBHl Pajy CHIDKEHUS W3JEP)KEK MM BBIICICHUS
JIONIOJTHUTEIBHBIX PECYpPCOB IS TOBBIIIECHHS Ka4eCTBA MEAUIIMHCKOTO 00CITYKMBaHHS.

PacxoxneHne MeXIy OCHOBAaMH CYXXICHHH MOKET CTAaHOBHTBHCS IMPUIMHOW H30MPATENBHOTO BOCHPHUSTHS
uHpopMalMM B 3aBHCUMOCTH OT Kpyra HMHTEPECOB, MOTPEOHOCTEH, AMOIMOHAIBHOTO COCTOSHMS U BHEIIHEro
OKpYXXEHHS JIIo/ieil. DTa XapaKTepUCTHKA UCKIIIOUUTENBHO BakHas Uil oOMeHa nHdopmanuei. 13 Hee ciemyer, 4To BO
MHOTHX CITy9asX JIIOJW BOCHPHHHMMAIOT TOJIBKO YacTh COOONICHHMS, IMOJIYYEHHOTO MMH B (DU3MUECKOM CMBICIE.
TpynnocT opraHu3anuii B oOMeHe HMHGpOpPMAaIMed NPUIMCAHbl PA3NIUYMI0 JIIOJICH 10 NPU3HAKY HHTEpPIpETALNN
MOJIy9aeMbIX HMMH cooOmieHuit. Kak ciencTBue wujen, 3aKOAMpPOBAaHHBIC OTIPABUTENIEM, MOTYT OKa3bIBaThCs
HCKaKCHHBIMHU M HE TIOJTHOCTHIO MTOHATHIMH.

Wudopmannus, BeTymaromas B NPOTHBOPEYHE C HAIIUM ONBITOM WM PAHEE YCBOCHHBIMH TOHATHSIMH,
3a4acTyl0 JIMOO IMOJIHOCTBIO OTTOpraercsi, JM00 MCKaXKaeTcsi B COOTBETCTBHM C STHMHU ONBITOM HIJIHM MOHSATHSIMH. B
HCCIIEOBAHUAX MOJATBEPKICHO HAIMYWE TEHICHIIMH BOCHIPHSTHUS JIIOABMH HPOOJIEM OpraHu3alii B paMKax OCHOB
Cy)KAeHHH, (GOpMUPYIOIMIHUXCS UCXOAS U3 UX KOHKPETHBIX (YHKIHH.

Eunie ogna npuyuHa TpyJHOCTEN BOCIPUATHUS B IIPOLIECCE KOMMYHHUKAILMM COCTOUT B CYLIECTBOBAaHUU IIPErpal,
0OYCIIOBJIEHHBIX COLMAIBbHBIMU YCTQaHOBKAaMHM JIOJIeH. B mii. 3 MBI yTBepknaly, YTO YCTaHOBKM MOTYT CMEIIaTh
BOCITPUATHE JIIOAEH 1 BINATH Ha MX TOBeleHNe. Ecny MBI MMeeM HeyJadHbIA ONBIT B3aNMOJICHCTBHS C ONPEACICHHBIMHA
pabOTHMKAaMU WIIM OTAENaMU, 10 BCEil BEpOSTHOCTH Ha Ipolecc oOMeHa MH(pOpPMAaIMeH BIMSAIOT YCTAaHOBKHU JIFOJICH.
Hpe)IHOJ'[O)KI/IM, HallpuMEp, YTO OAMH U3 BallUX COTPYAHUKOB ABJIACTCA K BaM C MPCJIOKCHUEM YIYUIIUTH
oOciyxuBaHue notpedurenei. Jomyctum nanee, 9To BO BpeMs IOCIETHErO Balllero ¢ HUM oOMeHa MH(popManuen Bbl
00CyXZlalTl €ro CKJIOHHOCTh INPEBBIMIATh JIMMHUTHI MPEACTABUTENBCKUX PAacXoJoB. V3-3a HEraTHBHOTO OTHONICHHS K
HEeMy, KOTOpoe MO0 c(OpMHUPOBATHCS Y BAac MPH NPEAbIAYIEM Pa3roBope, BIIOJIHE BEPOSTHO BbI HE YCIBIIIUTE €ro
U0 TIOJIHOCTHIO0. BO3MOXKHO Takske, 4TO OH 3aBBICHJI CBOM IIPEJCTABUTEIBCKHE PACXObI, IPUTIIACHB Ha 00€]] ¢ BAHOM
MIEPCIIEKTUBHOTO KIMEHTa. MOXKeT ObITh, OH CUUTAI, YTO TAKHM ITyTEM €My yJAacTcsl 3HAYUTENbHO YBEINYNUTH 00BEM
C6bITa Balicro oracia. Ecnu Bama o3y B OTHOUMICHHUH JIMMUTOB Ha MPEACTABUTCIIBCKHUE paCXOabl CBOAUTCA K TOMY,
YTO: «IIPEBBIIICHNE JIMMHUTA BCETZla CBHUJIETEIBCTBYET O CIabOM KOHTPOJIE 3a OTIIYyCKaeMbIMH CpPEICTBAaMM», TO BBI,
CKOpee Bcero, He MoiMeTe ero B3I Ha IOJIOKeHue Aenl. J[Ba 3Tux ciydas nHPOpPMaIMOHHOTO OOMeHa MOTYT CTaTh
HaJaJIOM IIOXHUX B3aMMOOTHOILIEHUH MEXTy BaMH M BaIllUM ITOTYNHEHHBIM.

VYKa3zaHHBIM NpPUMEP WIUIIOCTPUPYET BIUSAHUE, KOTOPOEC KOMMYHMKALMOHHBIA KJIMMAT MOXET HMMETh Ha
B3aUMOOTHOMICHHUS] MEX/Y PYKOBOIMTEIEM M IOAYMHEHHBIM. JTH B3aUMOOTHOMICHHSI (OPMUPYIOTCS B 3aBUCHMOCTH
OT TOro, Kak KaXIbl M3 Bac JEHCTBYET IO OTHOLICHHIO K JPYroMy B pa3iUYHBIX B3aHMOJCHCTBHAX W
uH(popMaMOHHBIX 0OMeHax. OT MO3UTUBHOM MJIM HEraTUBHOI OKPAIIEHHOCTH BO3HUKAIOIIUX IIPU 3TOM OILYLICHUH
OyIyT 3aBHCETh YacTOTa KOHTAKTOB JBYX JIIOJIEH M CTHJIb COOOIIEHHMS, KOTOPBHIH KaXIblil M30epeT 1o OTHOLIEHHUIO K
Ipyromy B OyamymeMm. PykoBoanTenb, HE CO3HIAIONINHA MO3UTUBHO OKPAIICHHBIH KIMMAT B OTHOIICHHAX C APYTUMH,
MONMYYUT B JaidbHEHIIEM ype3aHHBIH oOMeH wuH(popmanmeil ¢ coTpyaHukamu. Co BpPEMEHEM MOXKET CIOXKHUTHCS
oOCTaHOBKa HEIOBEpHs, aHTaroHM3Ma M camo3amuThl. COINIacHO HCCiIefoBaHUsIM, B aTMocdepe HoBepHs pacTyT
MH(POPMAIMOHHBIE TOTOKH U TOYHOCTh MH(pOpPMAaIMK B 0OMEHAaX €0 MEXIy JIIOAbMHU B opranusauuu™ B onHom u3
HCCIIEOBAaHNI YCTAHOBJIEHO, YTO €CJIM PYKOBOAWTENN OTKPBITHI M YECTHBI CO CBOMMH COTPYAHHUKAMH, ITOCICIHNE B
oOMeHe uH(pOpMAIMell OTBEYAIOT MEPBBIM TEM K€ caMbiM. UeM BBIIIE OTKPHITOCTh OJHOTO WU OOOUX JIFOICH,
y4acTBYIOLINX B 0OMeHe HH(pOpPMaIieH, TeM OLIyTHMEE YIOBICTBOPEHUE OT KOHTAKTa.

CEMAHTUYECKUE BAPBEPBI. Brimie B gaHHOM T1aBe MBI YKa3alH, UYTO HENbI0 KOMMYHUKAIUH SBISETCS
obecriedeHre TOHMUMaHMsT WHpOpPMaNMM, CiIyKamed mpenMeroM oOMeHa, T.e. cooOmeHus. Bcerynas B
MH(OPMAIIMOHHBIH KOHTAaKT M MCHOJB3Ysl CUMBOJIBI, Mbl IbITAEMCS OOMEHHBAThC MH(OpManueil n 1o0uBaThCs ee
noHnManus. K HCIonb3yeMbIM HaMU CHMBOJIaM OTHOCSITCSI CJIOBA, )KECThl W MHTOHAUWHU. VIMEHHO 3TUMM CHMBOJIAMH
0OMEHHMBAIOTCS JIOAW B IIpollecce KOMMYHUKAUU. OTIpaBUTENb KOAUPYET COOOIIEHHE C TIOMOINBI0 BepOAbHBIX U
HeBepOaJbHBIX CUMBOJIOB. B JTaHHOM 0OCYyXIEHMHM Hallle BHUMaHHE COCPEIOTOYEHO Ha NpoliieMax, CBS3aHHBIX C
WCIIOJIb30BaHUEM CIIOB B KQU€CTBE CHMBOJIOB.

CEMAHTUKA wn3yuaer cioco0 HCIONB30BaHMS CIIOB U 3HAUEHMUS, ITepeaBaeMble clIoBaMA. [I0CKOIBKY cloBa
(cMMBOJIBI) MOTYT HMMETh pa3Hble 3HA4YeHWsI JUIsl Pa3HBIX JIIOJAEH, TO, YTO HEKTO HaMepeBaeTcs COOOIIUTH,
Heo0s3aTeIbHO OyeT HHTEPIPETUPOBAHO M MOHATO TaKMM ke 00pa3oM nosydareneM uHpopmarun. [TonHbli cioBapb
AHTJIMICKOTO SI3bIKA MPUBOIUT OKOJIO 14 ThIC. BO3MOXHBIX onpenenenuit k 500 HanOonee ynoTpeOUTEIEHBIM CIIOBaM,
79 3HaYeHHWH TaKOTO MPOCTOTO CIIOBA, Kak round (kpye, kpyenwiii). CIOBO tip (KoHey) MOXKET OBITh, K TPUMEDPY,
MHTEPIPETHPOBAHO OPHIIMAHTKON KaK YaeBble, a a3apTHBIM UTPOKOM Ha CKaukax — Kak yacTHas uHpopmauus. s
nonurpaducTa tip — 3TO CHenualbHOE NpHcHocoOieHne, HakoHeyHUK. CymiecTByer M Oosiee pacrnpocTpaHeHHOE
3HAYCHNE — «BEPXYIIKa» Yero-irnbdo, Hapumep, aiicoepra.

CeMaHTUYECKIE Bapuanun 4acTto CTAaHOBATCA HpH‘-IPIHOﬁ HEBECPHOTI'O IMMOHWMAaHUA, n00 BO MHOIHMX clrydasax
BOBCE HE OYEBMJHO TOYHOE 3HAYCHHWE, IPHUIHCHIBAEMOE CHMBOJY OTIpaBHUTEIEM. PyKoBOAWTENb, TOBOPSLIMA



MMOJYNHEHHOMY, YTO OTYET NMPEACTABISIETCS «aICKBATHBIM», MOXKET MMETh B BHJY, YTO OH IOJOH M OTBEYACT IIETIH.
OnHako MOAYMHEHHBIH MOXKET AEKOJMPOBAThH CIOBO «aJEKBATHBII» B TOM CMBICIE, YTO OTYET 3aypsiieH M TpeOyer
3HAYUTENBHOTO YITydIICHHUS.

CuMBOJ HE MMEET HETIOBTOPUMOT'0 HEOTHEMIIEMOT'O 3HaueHHUs. 3HAUCHUE CHMBOJIA BBISBIISICTCS Yepe3 OMbBIT U
BapbUpyeT B 3aBHCUMOCTU OT KOHMEKCMd, CUTyallid, B KOTOPOW HCIOIB30BaH CUMBOJI. IIOCKONBKY, y KaXmoro
YeJI0BeKa CBOM OIBIT M KaXAbli akT oOMeHa uH(opMalyeil B ONpeIeIeHHOH Mepe sIBJISIETCS HOBOM CHTyaluel, HUKTO
HE MOJKET OBITh a0COJIIOTHO YBEPEH B TOM, YTO JPYrHe JIMIO MPHITUILIET TO K€ 3HAYCHHE CUMBOIY, KOTOPOE MBI EMY
TIPHAIAIH.

CemaHTHUYECKHE 3aTPyJHEHHS MOTYT OBITh TaK)Ke 0OYCIIOBIIEHBI PACXOXKAECHHEM CIIOCOOO0B, KOTOPBIMH JIFOJU
MIPUNUCHIBAIOT 3HAYEHHE TPYNIaM CHMBOJIOB. DTOT MOMEHT HMMEET OrpOMHOE 3HadeHHe Il KoMMYyHukaruu. K
TIPUMEPY, €CITH BBl TOBOPHUTE MOJYNHEHHOMY:

«CaemnaiiTe TO»TO, KaKk TOJIBKO BaM IPEJCTABUTCA yA0OHast BO3MOXHOCTB» — UTO BBl HA CAMOM JIelIe IMEETE B
BUJIy: «KaK MOXKHO CKOpee» WJIM «Korja y Bac Oyner Bpemsi»? Wnu, HarnpuMmep, pyKOBOJMUTENIb COOOLIAET, YTO XOYET
MIOJIY9UTh OT Bac MCUEPIBIBAIOIIUI OTUYET, YTO B ACHCTBUTEILHOCTH O3HAYAIOT CJIOBa «HcUepIbIBaromuii otuer»? Eciu
BBl CK&XETe CBOEMY MOAYMHEHHOMY: «OO0s3aTenbHO CBA3BIBAWTECH CO MHOM, €CIM BO3HUKHYT Kakue-HHOyab
npoOJaeMbl», - MOMMET JU MOMYMHEHHBIA, YTO MMEHHO BBl IOHHUMAaeTe Mmon «mpobiemamu»? B 3tom mpumepe
JIONIOJTHUTEIBHOE YCIOKHEHNE, BO3MOXKHO, CO3/1aeTCsl TEM, YTO Y HOAYMHEHHOTO BO3HUKAET OLIYIIEHHE, CJIOBHO OBI
CYIIECTBOBAaHME MPOOIEM — 3TO TUIOX0. B pe3ymbrare OH MOXET HE BCTYHNHTh C BAMH B KOHTAakT, KOTAA MPOOIEMBbI
I[eﬁCTBI/ITEHI)HO BO3HUKHYT, HECMOTpsA Ha TO, YTO Bbl YYBCTBYCTC — KaK BaXXHO I10JIy4YaTb I/IH(I)OpMaL[I/IIO (6]
Ha3peBAIOIIMX MM YK€ BO3HUKLIMX HpoOiieMax Kak MOXXHO ckopee. MccnenoBanusi mokaszanu, 4to paboyue U
MEHEKEephl, KaKk W PYKOBOAWTENIM pasHbIX YpPOBHEW, NPWAAIOT HEOJMHAKOBBIC 3HAYEHHsS TaKUM CIIOBaM, Kak
«CMUMYNBLY, «KBOMAY, «COMPYOHULECBO» U «O100JICem .

Kak MoxxHO BUzeTh, Ui 3pQekTuBHOro oOMeHa mHpopmanuei ¢ pabOTHHUKaMHU Ballell OpraHW3allld, BbI
JOJDKHBI TPUHTH K TOHMMAHWIO WCTHHHOTO 3HAYEHMs MCIOJIB3YEMBIX MMM CJIOB M JIOOMTHCS TOHMMAaHHUS HMHU
3HAYEHHS, KOTOPHIC BB BKJIAIBIBACTE B CI0BA, UCIOIb3yeMble BaMu. Prutumi JIptonc numer:

«K coorcanenuio, pykosooumens wacmo 3abvieaem, umo pabomuuxy 015 NOHUMAHUA Nepedasaembvix 8 e2o
aopec cn06 (UHCMPYKYuil, YKA3AHUL, PACHOPAJNCEHUll U M.N.) HeoOXOO0UMO 3HAMb, C KAKOU Yenblo Mmu Cloed
ucnoavsylomes pykogooumenem. Tonvko mozoa nonyyamens CMOdiCEN UHMEPNPEMUPOSAMb Cl08d OMNpasumene 6
3Hayenuu 2o06opswe2o, a He 6 ceoem cobcmeennom. Cumyayusi YCIONCHACMCA MeM, 4mo Kadcoas Op2aHu3ayus,
CBA3AHHAA C OUBHECOM, A MAKMHCe KAXHCObLL OO 8 COOMEEMCMBYIOWUX CINPYKIYPAX 8blpabamuvléaiom co6CcmeeH bl
orcapeon. Tem He menee opeanuzayuy npUXoOUMCs NONALAMbCA HA NOHUMAHUE KANCOBIM NOOpa3oeneHuem Kaxicooz2o
Opyeozo ee e noopasoenerus. Kozoa kaxoe-nubo noopaszdenenue 3a0vieaem uiu uzHopupyem Qaxkm cyuecmseosanisl
Heo0X00UMbIX U NPOPECCUOHATLHBIX 6aAPUAYUTI SHAUEHUA CN06, HA NYMAX 63AUMONOHUMAHUA ObLICMPO BO3HUKAIOM
«OOPOIICHBIE NPOOKULY.

CemanTHueckne 0apbepsl MOTYT CO3/1aBaTh KOMMYHHKATHBHBIC MPOOJIEMBI UTI KOMMIAHUH, JEHCTBYIOMINX B
MHOTOHAITMOHANBHOH cpene. Hampumep, ¢upma «/xenepan MoTopcey», BRIOPOCHB Ha JTATHHOAMEPUKAHCKUI PHIHOK
mojenb «Yesun Homa», He moOuiack oxugaemoro ypoBHsi cObita. [IpoBens uccienoBanue, GpupMa K CBOEMy YKacy
YCTaHOBMWJIA, YTO CJIOBO «HOBa» MO-MCHAHCKU O3HayaeT «oHa He ener»! Kak moxasano B mpumepe 6.2. SIIOHIBI 4acTo
MIPOM3HOCAT CIIOBO «Xai», YTO MEPEBOJUTCS KaK «Ia», HO O3HAYAET « BAaC MOHMMAIO», & HE «1a, 51 COTTIACEH C BaMN.
HerpynHo noranatbesi, YTO ceMaHTHYeCKHe Oapbepbl, OOYCIOBIICHHBIE KYJIbTYPHBIMU Pa3IMYUsSIMHU, MOTYT CEPbE3HO
3aTPYAHATH JIEJIOBBIE IIEPETOBOPEI.

HEBEPBAJIBHBIE TIPET'PAIBL. Xots BepOaidbHBIE CHMBOJIBI (CIOBA) — OCHOBHOE HAIl€ CPEICTBO IS
KOAUPOBAaHUA H}Ieﬁ, NMpe€aHasHAYCHHBIX K IEpeaadc, Mbl HCIOJIB3YEM H HeBep6am>H1>Ie CHUMBOJIBI JJIA TpaHCISAOUU
coobieHnii. B HeBepOanbHOM KOMMYHHUKALMM HCHOJIB3YIOTCS JIFOObIE CUMBOJIBI, KPOME CJIOB. 3a4acTyto HeBepOaibHast
repenada IPOUCXOJUT OJHOBPEMEHHO C BepOAJbHOH M MOJXKET YCHJIMBATH WM H3MEHSTh cMBbICH cioB. OOMeH
B3MISAAMH, BBIPQKCHHE JIMIA, HANPUMEp, YIBIOKH M BBIPQKCHHS HEOZOOPEHHs, MOTHATHIC B HEAOYMEHHH OpOBH,
JKMBOM MJIM OCTaHOBMBUIMICS B3IJIA[, B3MJISJ C BBIPOXKEHHEM OJOOpPEHHsS] WIIM HEOJOOpEeHHsi — BCE 3TO MpPUMEPHI
HeBepOaJIbHOH KOMMYHUKanuu. Vcronb30BaHMe Maiblla KakK YKa3yIoOIIEro IepcTa, NPHKPbIBAHHE pTa pPYyKOH,
MIPUKOCHOBEHNUE, BSJIAs 11032 TAKXKE OTHOCATCS K HeBepOabHBIM crioco0aM Tepeayuy 3HaueHus (CMBICTIa).

Ilo mHenuto antpomnosora Iayapaa T. Xomra, qumep OOII Scup Apadar HOCUT TEMHBIC OYKH, YTOOBI JIFO U
HE MOTJIM HaOJI0/aTh 3a €ro PeaklUsMHU 10 PAaCUIMPEHUIO €ro 3padykoB. YUeHbIE HEaBHO YCTAHOBWJIM, YTO 3padKH
pacmupsIIoTcs, KOrja Bac 4To-To 3aMHTepecoBbiBaeT. [lo Xomry, o peakunu 3paykoB B apaOCKOM MHpE 3HAIOT yXKe
COTHH JIET.

Eme onHa pa3HOBUAHOCTh HeBepOAIbHON KOMMYHHMKaLUH (OPMHPYETCS TEM, KaK Mbl HPOM3HOCHUM CIIOBA.
NmeroTcs B BUIly MHTOHAIMS, MOXIYJIALMS TOJIOCA, IJIABHOCTh peud W T.I. Kak M3BECTHO M3 OIBITA, TO, KaK MBI
MIPOM3HOCHM CJIOBa, MOXKET CYIIECTBEHHO M3MEHSTh MX CMbICH. Bompoc: «Y Bac ecTh KakWe-HHOyIOb MAeH?» — Ha
Oymare o3Ha4yaeT OYEBHIHBIM 3alpoCc O MpeIIoKEeHUsX. [IpOoM3HECEeHHbI pPEe3KMM aBTOPUTAPHBIM TOHOM C
pa3zipakeHHEM BO B3IJISIZIE 3TOT XKE BOIIPOC MOJKET OBITh MCTOJIKOBAH cieaytonM obpazom: «Eciu BbI 3Haere, 4To JuIst



Bac XOPOIIIO, a 9TO IJIOXO, HE MpeAIaraiTe HUKAKUX NAeH, KOTOPhIE IIPOTHBOPEYAT MOUM.

CoryacHO MCCJIEOBaHUSM, 3HAYNTEIbHAS YaCTh peueBoil MH(pOpPMALUK TPpU 0OOMEHE BOCIIPUHUMAETCS uepe3
A3bIK 1103 U JKECTOB U 3ByuaHue ronoca. B kuure «Non-Verbal Communicationy («Hesepbanvnas KomMmyHuxayusy)
MexpebueH ykas3bIBaeT, 4To 55% cooOlieHni BOCIIPHHUMAETCSl Yepe3 BBIpAKEHHE JIMIA, 03kl M JKecThl, a 38% —
yepe3 MHTOHALMH W MOIymsanuu rojoca. OtTcroma ciemyer, 4To Bcero 7% oOCTaeTcsl CIOBaM, BOCIPHHHUMAEMBIM
noJy4yaresieM, KOrja Mbl TOBOPUM. DTO UMEET MPUHIHINAIbHOE 3HaYeHHe. JJpyruMu cjoBaMH, BO MHOTHX CITy4asiX TO,
KaK MBI TOBOPUM, BayKHEE CIIOB, KOTOPbIE MBI MPOU3HOCHM. [10100HBIM 00pa3oM eciu KTO-TO TOBOPHUT: «XOpPOIIO... 5
JlaM TIOPYYEHHE» — TO Tay3a IOCIIE CIOBA «XOPOIIO» MOXET CIYKHTh MPU3HAKOM TOTO, YTO PYKOBOJIUTENb HE XOUET
3TOTO JIeNIaTh, ceyac CIUIIKOM 3aHAT, HE XOUeT JaBaTh MOPYUEHHS UIIH HE 3HAET, YTO UMEHHO CIIEAYeT IPEANPUHATS.

BooOpasure cueHy, KoTopasi HIUTIOCTPUPYET, KaKk HeBepOabHbIE CUMBOJIBI MOTYT CO3/1aBaTh LIyM B IpoOLiecce
obOMmeHa nHpopMmanueii. Bel BXoauTe B KaOWHET Ballero pyKOBOAUTENS, YTOOBI OTYIUTH OMPEeTICHHYIO HH()OPMAITHIIO
0 MIPOEKTE, HaJl KOTOPBIM BBl paboTaeTe. BbI BOmIIM, a OH HECKOJIIBKO CEKYHJ MPOJOIDKAET paccMaTpuBaTh Oymaru y
ce0st Ha cToJie. 3aTeM CMOTPHUT Ha Yachkl M TOBOPHUT OTUYY)KJICHHBIM HEBBIPA3UTEIbHBIM T'OJIOCOM:

«Yem Mory OBITH BaM I0JIE3€H ?»

XoTs ero cioBa caMmu 1o cebe He UMEIOT HEraTUBHOTO CMBICHA, S3bIK 1103 U JKECTOB SICHO YKa3bIBAET, YTO BEI
— HeXelareJbHOe OTBJIEUYEHHE OT ero padoTbl. C KakuM 4YyBCTBOM BbI Oyjere 3aaaBarh Bompochkl? Kakue mbicin
MIPUIYT BaM B TOJIOBY CKOpEe BCEro, KOrja B CIEIYIOIIMH pa3 y Bac BO3HUKHET BONPOC K pyKoBoauTento? MoxkHO
JyMaTh, OHH HUKOMM 00pa3oM He OynyT Mo3WTHBHBIMH. [IpencraBbTe Temneph, Kak MpH BallleM IOSBICHUN B KaOHWHETE,
PYKOBOAMTEND, HAITPOTHB, CPa3y MOJAHUMAET Ha BaC B30p, IPUBETIMBO YJIbIOAETCS U OOJPHIM TOHOM O0paliaeTcs K Bam:
«Kak npoasuraercs npoekt? Uem Mory ObITh BaM HOJE3€H?»

PykoBonurens, KOTOPBIN MCHONB30BAJI HETATHBHBIE CUMBOJIBI SI3bIKA 1103 U YKECTOB, MOXET OBITh, HA CAMOM
JieTIe XO4eT ITOMOYb NOAYMHEHHBIM TaK K€, KaKk TOT, YbM HEBEpOATbHBIE CHMBOJIBI M3ITy4atoT Terio. CioBa-To B 000MX
ClyyasX MpPOU3HOCATCA OfHM W Te >xe. OJHaKo B JaHHOM Clydae, KaKk 4acTo ObIBaeT B pPasroBOpax IOJeH,
HeBepOaJIbHBIE CHMBOJIBI TTOJHOCTBIO TTOJABIISIIOT BepOanbHble. BakHBIH BBIBOA M3 3TOTO NMPHMEpPa TAKOB: HYXHO
J0OMBaTHCs, YTOOBI UCIOIB3yEMbIE BaMH ISl TIEPEAaqr HEeBEpOaTbHBIE CHMBOJIBI COOTBETCTBOBAIH HJCEE, KOTOPYIO BBI
HaMepeBaeTech COOOUINTh. B MpOTHBHOM ciyuae HeBepOajbHbIE CHMBOJIBI CO3JAIOT TAKOH IIYM, YTO DPELMITUEHTHI
MTOYTH HABEPHSIKA HENPaBUIBHO BOCIIPUMYT COOOIIEHHE.

Kak n cemantmueckue Oapbephl, KyIbTypHBIE pa3indMs Npu oOMeHe HeBepOalbHON MH(pOpMaIeld MoryT
CO371aBaTh 3HAYMTEIbHBIE MpErpajsl Ml MmoHnMaHus. Kak mokasaHo B mpumepe 6.2., MPHUHAB OT AMOHIA BU3UTHYIO
KapTOYKy, CJEIyeT cpa3y K€ MPOYMUTATh €€ U YCBOMTh. ECIN BbI MOJIOKHUTE €€ B KapMaH, Bbl TEM CaMbIM COOOLIUTE
SITTOHILY, YTO €ro CYMTAIOT HECYIECTBEHHBIM 4YelIoBeKOM. Elle ouH npuMep KyJIbTYpHBIX pa3Inyuu B HEBEPOAITbHOM
KOMMYHHKAIM — CKJIOHHOCTh aMEPHKaHIICB C HEIOYMEHHEM pEarupoBaTh Ha «KaMEHHOE BBIPAXCHHE» JIHIA y
COOECeIHUKOB, B TO BpeMsl KaK YJIbIOKa HE YacTO TOCTUT Ha JIMLAX PYCCKUX U HEMIIEB.

[NIOXAS1 OBPATHAS CBA3b. [pyrum orpaHnunteneM 3(GQEKTHUBHOCTH MEKINYHOCTHOTO OOMeEHa
nHpopMaIield MOKeT OBITH OTCYTCTBHE OOpPATHOI CBSI3M IO MOBOAY IOCIAHHOTO Bamu cooOmieHus. OOpaTHas CBS3b
Ba)kKHa, TOCKOJBKY IaeT BO3MOXKHOCTh YCTaHOBHTbH, JCHCTBHUTENBHO JIM Ballleé COOOLICHWE, MPUHITOE MOTydaTeseM,
UCTOJIKOBAaHO B TOM CMBbICIIE, KOTOPBI Bbl M3HA4YalIbHO eMy Hpuaaiu. Kak Mbl BUAENH, CYIIECTBYET MHOMKECTBO
MIPUYHH, 110 KOTOPBIM COOOIIEHHE, TepeAaHHoe, IO BallleMy MHEHHIO, B IOJTHOM COOTBETCTBHHM C BallleH HIEeH, MOXKET
ObITh HE TOHATO. Himke MBI TipesiaraeM psizi cioco0oB obectiedeHnst 00paTHOH CBSI3U /7Sl COBEPIIICHCTBOBAHUS BAIIETO
YMEHHUSI TIOJIEPIKUBATH MEKIMYHOCTHBIE KOHTAKTHI.

HEYMEHUE CJIIYHIATDH. DddextrBHas KOMMYHUKAMs BO3MOXHA, KOTJa YEJIOBEK OJMHAKOBO TOYCH,
OTHPABIAA U npunumas cooowenus. Heobxoqumo ymers cnymars. K HecuacTpio, HEMHOTHE HAYIHIINCh CIYIIATh C TOH
creneHblo (PPEKTUBHOCTH, KOTOpas B NpPUHIMIIE B Hamux cwiax. Hama cucrema oOpa3oBaHHs MOAYEPKUBACT
B)KHOCTb YTEHUS,

HOPUMEP 6.2.
Kak unmepnpemupogamp «0a» («xaii») auiux ANOHCKUX NAPMHEPO8

[Mnpoxo ocselieHHbIE B Ipecce Topropoie npotuBopeuns Mexay CIIA u SInoHuelt HEBOIbHO OTOABUIAIOT HA
BTOpOW TIaH (haKT pPACIIMPEHUS aMEPHUKAHO-AMMOHCKUX [eNOBBIX oOTHomeHud. [lpm oOmeM pocre akTHBHOCTH
npesicTaBuTelieil 00enx CTpaH TPYAHOCTH BEINCHUS Jieja C SIOHIAMU OCTalOTCs CEPbE3HOM Mperpajod Iuisi MHOTHX
amepukaHckux ¢upM. [lockonbky vacto BeTpeun ¢ simoHuamu npoucxonst B CIIA, a sI35IKOM IIEpEeroBOpOB CITYKHT
AHTJIMICKMH, TO MHOTHE aMEpUKaHIIBI MCXOAAT M3 3alaJHbIX NMpaBwl Ou3Heca. XOTs BIOJIHE BO3MOXKHO JOOWTHCS
ycmexa ¢ SMOHIAMH Ha JTHX <G3alaJHBIX YCIOBHAX», KAXIOMY OHM3HECMEHY CIIeNOBalo OBl IOMBITATHCS YCBOUTH
ATOHCKHUE 00BIYay, KyJIbTYPY U IPAKTHUKY JEJTOBBIX OTHOIIECHHH.

CyleCTBEHHBIM SIBISETCS 3HAHHE COOTBETCTBYIOIIETO STHKETA MIPOBEICHUS AeI0BbIX BcTped B Snonun. Eciy,
K MPUMEpY, BBl OTKIOHUTECH OT paHee COTJIACOBAHHOM MOBECTKH BCTPEUH, IOMBITAETECH MOIHATH HOBYIO TEMY HIIH
3aCTaBUTH NMPHUHITH KaKOE-TO PEIIeHHE IKCIPOMTOM, BBl MOKETE JIHIIUTH AMOHIIA paBHOBECHS. AKIIEHT Ha cOorjacue ¢
TPYNIION B SIMOHCKOM o0OIecTBe OOECHEHNBACT WHIMBHIYaJIbHYIO WHHUIMATHBY WJIN CIIOHTAaHHOCTb ITOBEICHUS.



INosToMy SIOHCKHE COBENIAHMS, KaK MPABHJIIO, )KECTKO CIEIYIOT IPOTOKOIY.

.HIOI[I/I 3aHa[[H0ﬁ KYJIbTYpPbI O6LI‘IHO coCpeaoTaynBarOT BHHMAHHUE Ha TaKTUKE W BbII'OBapWBaHUU
MIPEUMYILECTB /It ceOs, B TO BpPeMsl Kak SIOHIBI OOJIbIIEe 03a004YeHBI TEM, YTOOBI y3HATh JIIOJEH, C KOTOPHIMH OHH
cobuparoTcs UMeThb Jieno. brusHec JuIs sIIoHNA CTPOUTCS Ha OTHOIIEHHSX JOBEPHs, YBEPEHHOCTH B MapTHEpEe U o0mmemM
nHTepece. IlepBhIil pUTyaNbHBIM IIar B JIFOOOM B3aMMOICHCTBHH C JEOBBIM SAMOHIIEM — 3TO OOMEH BH3UTHBIMH
kaproukamu (Mdiicn). Takoli oOMeH popmanu3yer nporecc B3auMHOTO MTPEACTABICHHS U YCTaHABIIMBAET CTaTyC CTOPOH
JpyT IO OTHOUIEHHUIO K JIPYTy U B COOTBETCTBYIOLIEH OpraHU3alMy KaKJ0N CTOPOHBL. [IpUHAB BU3UTHYIO KAPTOUKY OT
SITIOHIIA, 3aIaJHBIH OM3HECMEH IOJKEH IMPOYUTaTh ee (IIpo ceds) MOIHOCTRIO, a 3aTeM B CIOBECHOH (opme IMoKasars,
YTO OH BOCHPHHSII €€ cojiepkaHue. HemomycTUMO B3STh Takylo KapTOYKy M CYHYTh B KapMaH, HE MPOYUTaB ee. IDTO
MIOHUMaEeTCsl TaK, YTO Ball COOECETHHK HE OTHOCHTCS K KATErOpHM 3acily’KWBAIOIIUX BHHUMAaHHS IIE€PCOH, IPYIHMHU
CIIOBaMH BBl HAaHOCHUTE HENPEAHAMEPEHHOE OCKOPOJICHHE SITOHILY, H MOXET CIYYHTHCS, YTO B XOJ€ IMOCIEAYIOLINX
BCTPEY CITIaUTh HETaTHBHOE BIICUATIICHUE HE YAACTCS.

He mymaiite, uTo mocie 3aBepICHUs MPEABAPUTEIbHBIX (HOPMATLHOCTEH MOXHO Cpa3y MEPEXOAHTh K JCIy.
Putyansl TONbKO Hayamuch, W 3allagHOMY OM3HECMEHY, TOpPSILEMY JKEJIaHHEM IIOCKOpee IMPHUCTYIUTh K IEIOBBIM
BOIIpOCaM, CIEAyeT HaOpaThCsl BHUMAaHMS K cOOECETHUKY M TepreHus. He HaumHaliTe AEN0BBIX PasroBOpOB. SmoHen
3HAeT, 3a4eM BBI 3/1€Chb, U BaM HE CIIEyeT TOPOIUTHCS C Oecenoil HiTu peleHUusIMHU, CTPEMSCh IIPOIBUHYTh UX JANbIIE H
ObIcTpee, YeM CUNTACT YMECTHBIM SITIOHCKAsi CTOPOHA.

@®opmMa — CymECTBO SAMOHCKOTO CTHISI, TO3TOMY pa3rOBOPHI C SAMOHIAMH MHOTOCIOWHBI. 3amagHbIi
OM3HECMEH IICHUT TPSIMOTY, a AHIJIMMCKUE $I3bIK pacrojaraeT K TOYHOCTH BbIpakeHWi. [[ns smoHuma neHeH cam
npotiecc o0IIeH s, a MOHCKUH SI3bIK HAMEPEHO HEsICeH. B TOM, YTO CKa3aHO M HE CKa3aHO, SIMOHEI Pa3InvacT MeXIy
«rareMa’* u «XOHHI». « Tamemas’» — 3TO OPULIMATILHOE U3JI0XKEHHE, NTPaBAa sl IMyOJIUKH, 8 «XOHHI» — VUCTHHHBIC
HaMepeHwHsI, HacTosmas mpasaa. HemoHMMaHue 3TOT0 pa3nnudus CTajao MPUIUHON MHOTHX YITYIIEHHBIX BO3MOKHOCTEH.

Hampumep, B ayxe BOCTOYHOW BEXJIMBOCTH, SIIOHEI] MBITACTCS COOOLIUTH 3allaHOMYy OM3HECMEHY TO, YTO
TOCTh XOUET YCIIBIIIATh, @ B CHILY HEJIIOOBH SITIOHIIEB K CIIOBY «HET» TOCTh MOXKET IOAyMaTh, YTO €ro 0OMaHBIBAIOT, B TO
BpeMs Kak SIOHEI[ CYMTAET, 9TO OH MPOCTO-HAIIPOCTO BEKIIMBO ceOst BemeT. i MpOHMIATETHHOTO PYKOBOIUTEIS
PasroBop C SIMOHIIEM MOXET MOJHOCTHIO CBECTUCH K MOIBITKAM YraJlbIBaHUs «XOHHD», CKPBITOH 3a «raremMad». B Oecene
MIPUCYTCTBYIOT U TO, U APYTrO€, HO 3alaJHbIN 4EI0BEK Yalle BCEro pearupyerT TONbKO Ha «TaTeMady.

3anaHbIi OM3HECMEH JIOJDKEH TaK)Ke NMPHUCIOCa0IMBaTh CBOW aHTIIMHCKUM K COBEPILIEHHO IPYroMy HOIXOIY
SMOHIA K CTPYKType M HCIIOJIB30BAHUIO SI3bIKA. HE3aBHCHMO OT TOro, HAacKOJBKO MEIJICHHO M IIPOCTO TOBOPHT
3anaHblil OM3HECMeH, 00pallasch K SIIOHILY, JaKe 3HAIOIIEMY aHIVIMICKHUN, OH He JIOJDKEH MOJIaBaThCsl YBEPEHHOCTH
B TOM, 4TO SIOHEIl IIOHSUI COOOIIEHNE BO BCEX €r0 OTTEHKAX. BO MHOTMX OTHOIICHUSX SIIIOHCKUHN SI3BIK TPAMMAaTHYECKH
SIBIIICTCS TIPOTHUBOTIONIOXHOCTEIO aHTIHiCKOT0. Ppaza «S1 cobduparoch 1oMoit™ B OyKBaJIbHOM IIEPEBOJE BHITIISANT KaK
«Jlomoii cobuparoch st». DTa MHBEPTHPOBAHHOCTh CTPYKTYPhl UMEET Ba)KHBIE IMOCIIEACTBUSI M 3aCTaBIIsieT BHIOUPATH
croco0 oOpaleHns K SIOHILY, AaXKe eClIM aHIIIMHCKUH SI3bIK IOCIETHEr0 KaKeTCs COBEPIIEHHBIM, a BBI IOJIb3YETeCh
yCITyraMmu NepeBOAUHKA.

3amagHpIe OM3HECMEHBI MPUOETalOT K IOMOIIH ITePEBOAYNKOB cede Bo 3110. Kak mpaBmito, To, 9T0 TOBOPHTCH,
HE MePEeBOANTCS; EPEBOAYMK OOBIUHO CTApAETCs MepeiaTh TOIBKO CMBICI CKa3aHHOTO. BhICTPO U «COYHOY» rOBOPSIIIU
WHOCTpaHell B OCOOEGHHOCTH JIOJDKEH OCTEPErarbCsi «IIepeBOJYECKOTO CINIaXMBaHUs». Eciau BBl CKakeTe HEUTo,
OCKOpOWTENBHOE IJISI SATIOHCKOTO CIIyXa, MEPEBOMUMK, BEPOSTHO, MPEBPATUT 3TO B OoJiee BEKINBOE BHICKA3bIBAHUE,
OHOBPEMEHHO M TEM CaMbIM H3MEHHB CMBICT CKa3aHHOro. (O3HaKOMBTE IIEPEBOAYMKA 3apaHee C BaIlUMHU
HaMEpeHMsIMU M CTpaTeTHei, ¢ TeM 4TOObI OCHOBHBIE aKICHTHI He OBLIM PaccTaBIEHbl HEBEPHO.

SInoHckui pazroBop — 3T0 B3aumojeiicteue. [Ipu pa3roBope Ha aHIMIMHCKOM OJUH YEJIOBEK T'OBOPUT, a
JIpyroil ero BEXJIMBO CIyIIaeT; HMpPephIBaTh TOBOPSIIEr0 — OECTaKTHOCTh. SIMOHEI-CIyIIaTeb MOJAeT CHTHAJIBI,
IOKa3bIBAIOIME, YTO OH IMOHMMAaeT ropopsamero. MHorna cimymarens Jaxe 3aKkaH4MBaeT 3a IoBopsmiero ¢pasy.
BHumarenbHbIH 3anagHblii ON3HECMEH YIIAaBIMBAET 3TH CUTHAIBI M, KOTJZIa TOBOPHT SIIOHEL, pearupyeT aHaJIOTHYHBIM
obpazom. Jlydmne Bcero 3mech MOAXOMT JIETKUH KMBOK M KPaTKWH KOMMEHTapHil (THHA «Ia-7a», «yTy», «IIOHHMAIo»,
«KOHEYHOY).

Korzna roBopur 3amagHblii OM3HECMEH, SITOHEI] YacTO MPOM3HOCHT «Xai» («ma»). DTo «xai» o3Havaer: «Jla,
MMOHMMAK Bacy, a He — «Jla, cormaceH ¢ Bamm». [l HaJEKHOCTM BCerza CIEAyeT CYMTaTh, YTO SIMOHEN HE
BBICKA3bIBACT CO6CTBCHHOI‘O MHCHHUSA 1 HE IPUHUMACT PEHICHN, a TOJIbKO MOATBEPKAACT, YTO IMOHAJ CKa3aHHOC BaMU.

VYcnex pena ¢ SMOHOAMH OOJbIIE 3aBUCHT OT YCIEIIHOCTH OOIIEHMS, YeM OT TOYHOCTH IIepeBojia C
AHTJIMICKOTO Ha AMOHCKUI 1 00paTHO HenocraTrouHo naxe 3HaTh, YTO TOBOPHUTH, @ YET0 HE TOBOPUTD, MIIM KOT/IA U KaK
TOBOPHUTH HYTO-TO KOHKpETHOE. BakHee MOHMMATh, KaK SIMOHEI] IOJB3YeTCs SI3BIKOM, IOCKOJNBKY 3TO 3HA4UT —
MOHHUMAaTh, KaK OH OTHOCHTCS K ’KHM3HH, a OTCI0JIa — KaK OH BEJET JIeINO.

Hcmounux: Arthur A. Bushkin, «How to Read Your Japanese Partners' Hai Signs», The Wall Street Journal,
May 12,1986, p. 22.

n1ucbMa U yMCHUA 06pamaTLc51 C YucCiiaMH, IIpU 3TOM IIOYTU HE YACISACTCA BHUMAHUA PA3BUTHIO YMCHUSA



ciymaTb. MHOTHM Ka)KeTCsl, YTO CIyIIaTb — O3HAYAeT JIMIIb BECTH ceOA CIIOKOWHO W AaTh APYTOMY YEIOBEKY
roBoputh. OJIHAKO 3TO JIMIIb HE3HAYUTENbHBIA (parMeHT Hpoliecca BHUMATEIBHOTO COCPEJOTOUYEHHOTO CIIYILAHMS.
Kak mokazanu wmcciemoBaHus, yNpaBJISIOIIMKA 0 CYyTH Jieja citymraer Juib ¢ 25%-i sgdexktuBHOCTRI0. CorylacHO
JpyroMy  HUCClefoBaHWIO, dS(QQEKTUBHOE  CIyNIaHHE  SBISETCS  BaXHEHIIMM  KadyecTBOM 3¢ (EKTHBHO
(YHKIIMOHUPYIOIIET0 MEHeKepa. TUIMYHBIA OTBET THICSY PYKOBOAWTENEH, BCTPEUAIONIHICS Yallle BCEro, BHITJISAUT
IPUMEpPHO Tak: «MHe HpaBUTCS MON HayaJIbHUK, OH CIYIIAeT MEHS» WIH «S1 MOTy C HUM pa3roBapuBaThy.

Korma Bam coobmiatroT o 3aJaHuM, HOBBIX IPHOpHTETaX B paboTe, M3MEHEHHH pabo4yux IpOLEIyp»
mpoOiiemMax, CBSI3aHHBIX C pPa0OTOW, WM HOBBIX HIESX, CHOCOOHBIX TOBBICUTH J(PQPEKTHBHOCTD OTHENA WA
OpraHu3alliy, Ba)KHO YCNbIIIATh KOHKPETHbIE H3iaraeMbie Bompockl. Ho Mano BocnpuHHUMarh (akTbl — HYXHO
TIPUCITYIIMBATHCS K 4yBCTBaM.

K mpumepy, k BaM B KOHTOpY 3amien pabOTHHK HOTOBOPUTH O CBSA3aHHOW C paboTol mpoOieme, M, Kpome
KOHKPETHBIX ()aKTOB, 00CYKJaEMBIX C BaMH, OH BJPYT TOBOPHUT O TOM, YTO CXOAUT C yMa, B30CIIEH WM B BOCTOPIE OT
4ero-n6o. O 4yBCTBAaX 4acTo FOBOPAT SA3BIK 1103 M JKECTOB M TOH rosioca. PykoBoauTens, HallpuMep, CPEIHETO 3BEHa,
KOTOPBIM CIMIIKOM OBICTPO COCpPEOTaYMBacTCsl HAa KOHKPETHBIX (JaKTax W BONpPOCaxX, MO CYTH JAeNa HE JIacT
TOBOPSIIIIEMY BO3MOXKHOCTH TOAENNTHCS C HUM CBOMMH YyBCcTBaMH. I10dyBCTBOBaB, YTO pa3roBapMBAIONINHA C BaMH
COTPYJHUK BCTPEBOXKEH, PACCEPIKEH MJIM IPOCTO B OELIEHCTBE OT 4Ero-To, BB MOXKETe, HallpuMep, CKa3aTh CIeayrolee:
«Mbpu, B BaiieM rojoce 3By4HT TpeBora. Ilouemy Obl BaM He OBITH CO MHOI OTKpoBeHHee?» miu «bo0, maBaiite
MOTOBOPHM 00 3TOM. MHE KaXXeTcs, BaM XOdYeTcss 3TO 0oOCyauTh». BplcmymmBanue ()akToB W UyBCTB — 3TO
BBICITYLIMBaHKE COOOLIEHUS MONHOCTBI0. [locTynas Tak, Bbl paciinpsieTe CBOM BO3MOXKHOCTH TIOHSTh CUTYALUIO U J1aeTe
3HaTh 00 YBOKUTEIHHOM OTHOIICHHUH K TOMY, YTO B JEHCTBUTEIFHOCTH TOBOPSIIHUN YEIOBEK CTapaeTcs IepenaTh BaM.
HekoTopsie HacTaBiieHns 110 3(h(HeKTUBHOMY CITYIIaHHIO IPUBEJICHBI B IpuMepe 6.3.

CoBepuIeHCTBOBaHNE HCKYCCTBA O0IIEHUSI

[omumo ymeHnst 3pQEeKTUBHO CITyIIaTh, CYIIECTBYET €IIe Psi CIIOCOO0B, KOTOPhIE MOXKHO HCIIOJIB30BATh IS
TIOBBIMICHNS OT/IA9M MEXITMYHOCTHBIX KOMMYHHKAITHH.

[TPOSICHSIMTE CBOM UJIEU TTIEPE]] HAUAJIOM X ITEPEJIAUM. TlposicHeHne cOGCTBEHHBIX HeH mepen
UX Tmepejadell 03HAYaeT, YTO BaM HEOOXOJMMO CHCTEMaTHYeCKH OOJyMBIBaTh M aHAJIM3MPOBATh BOIPOCHI, IPOOIIEMBI
WIA WJAeH, KOTOpble BBl XOTUTE crenarh oObekTamMu nepenayd. Jns J1000H mepeadd B afpec BBILIECTOSIErO
PYKOBOAMTENS, MOJYMHEHHOTO WM KOJUIETH BaM, B NPHHIIUIIE, HY)KHA OMPENCNCHHAs TeMa KaKk OOBEKT Ieperadm.
HekoTopbie 13 TakuX TeM NepeurcieHbl B Ta0l. 6.2.

ITPUMEP 6.3.
Hacmasnenua no uckyccmey 3gpgpexkmusno ciywams

[podeccop Kur Issuc npusogur 10 npasun s¢dekTuBHOrO ciymanus. [IpountaB ouepeaHoe npaBuio, Ha
MUHYTY IPEpBUTECH, BOOOPA3NTE Pa3srOBOP ¢ KOHKPETHBIM YEIOBEKOM M MTPEACTABHTE, KaK BBl IOIB3YETECH TOJIBKO UYTO
MIPOYNTAHHBIM MTPABUIIOM.

1. Ilepecmoum 2osopums. HeBO3MOXKHO ciyliath, pasroBapuBas. [lomonuit (Iamnery): «/laii kaxxmgomy TBOMI
CIIyX, MO HUKOMY — TBOH TOJIOC).

2. Ilomozume 2oeopauemy packpenocmumoucs. Co3maiiTe y deloBeKa OIIYIIEHHE CBOOOBL. JTO YacTo
Ha3bIBAIOT CO3/IaHUEM pa3pelIaronei aTMochepsl.

3. Hoxaxcume 2cosopawemy, umo 6vl 2omosvl ciywams. HeoOXoouMo BBITNIANETh M JEHCTBOBATH
3amHTepecoBaHHO. He umraiite mouty, Korga kto-nmmbo ropoput. Coymiasi, crapaifTech MOHATh, a HE UCKAaTh MOBOJOB
JUISL BO3PAKEHUH.

4. Yempanume pazopascaiowue momenmul. He pucyiite, He MOCTyKHMBalTe MO CTONY, HE TEpeKIabplBaliTe
O6ymaru. byner nu ciokoiinee B kaOMHETE, €CITU 3aKPBITh BEPH?

5. Conepescusatime 2o6opaujemy. IlocTapaiiTech BCTaTh B IMOJ0KEHUE TOBOPSIIIETO.

6. byoume mepnenusvim. He sxoHOMBbTe Bpems. He mpepriBaiite roBopsiero. He mopsiBaiitecs BbIifTH, HE
JieTlaliTe IaroB B HAIIPaBJICHUH JIBEPH.

7. Coepacusaiime ceoti xapakmep PaccepKeHHBIN YeI0BEK MPHUIAET CJI0BaM HEBEPHBIH CMBICI.

8. He donyckatime cnopoé unu Kpumuxu. ITO 3aCTaBISET FOBOPSIIETO 3aHATH 00OPOHHUTEIBHYIO MO3UIUI0, OH
MOJKET 3aMOJI4aTh WK paccepanTbes. He ciopeTe. FiMeHHO obeanB B criope, BB IPOUTpacTe.

9. 3aoasatime onpocwl. ITO MOAOANPUBAET TOBOPSIIETO U ITOKA3bIBAET EMY, UTO BBI CITyIIaeTe. DTO OMOTraeT
MIPO/IBUTATHCS BIIEPE.

10. Ilepecmanvme 2o6opums! 10 HacTaBICHHE UACT U MEPBBIM, M MOCICIHUM, KOO BCE OCTAIbHBIC 3aBHCAT
oT Hero. Bel He cMoxkeTe 3(h(heKTHBHO CITylIaTh, eciy OyJeTe pa3sroBapuBaTh.

INpupona nana 4enoBeKy ABa yxa, HO TOJIBKO OJWH S3bIK, TOHKO HAMEKHYB, UTO JIy4Ile OOJIbINE CIYyIIaTh, Y€M
TOBOPUT.

UroObl citymiath, HYXHBI 00a yxa: OJZHO — BOCIPHHHUMATh CMBICI, Jpyroe — YJaBJIUBaTh YyBCTBA



TOBOPSIIIETO.

Jlromu, He ciynIaloUIue, MOJNYy4YaloT MeHblle MH(OpMALUK s TMPUHATUS B3BEIICHHBIX pelieHui. YToObl
Pa3BUTh YMEHHE CIyLIaTh, OLCHHTE CBOE OOIICHHE C APYIHM YEIOBEKOM IOCIE 3aBeplicHHs pasroBopa. Chpocure
ce0s, YTO HMMEHHO BBl caenanu 3¢pdekTBHO ¢ mo3uuuu 10 HacraBieHHHd. A 3aTeM — B 4YeM JOJDKHBI
YCOBEPIIIEHCTBOBATHCS ?

Hcmounux: Keith Davis, Human Behavior at Work, 5th ed. (New York: McGraw-Hill, 1977), p. 387.

BYABTE BOCIIPMMMYNBBLI K TTOTEHIIMAJIBHBIM CEMAHTUYECKUM ITPOBJIEMAM. He xaneiite
CHJI Ha TO, YTOOBI MCKJIIOUUTH U3 COOOIIEHHs JBYCMBICICHHBIE CIIOBa WK yTBepxkaeHus. Bmecro dpasbr: «bapdapa,
IIPUHECUTE €T0 MHE, KaK TOJIbKO BaM HPEICTaBUTCS yI0OHAs BO3MOXKHOCTbY, CKaXkuTe Jydlie: «bapbapa, upe3BprdaiiHO
Ba)KHO, YTOOBI S MOJYYMJI OTUYET YTPOM B 4eTBepr. Toraa y MeHs OyJeT BpeMs ero mpocMOTPETh M MOIPOCHUTH Y Bac
YTOYHEHHWH, KOTOpBIE MHE MOTYT IOHAZOOWTHCA K COBELIAHHIO, HAMEYEHHOMY Ha 9 9acoB yTpa B IIATHHILY».
YnoTpeOnsis TOUHbIE CI0Ba, — a He 00IIero XxapakTepa, — Bbl BEIUTPIBAETE B PE3yJIbTATUBHOCTH.

CJIEJUTE 3A A3BIKOM COBCTBEHHBIX II03, XECTOB W HWHTOHALIUAMMU. Cnemure 3a
BBIP@KCHHEM CBOETO JIMIA, XXECTAaMH, ITO30H M HMHTOHANWEH, YTOObI HE MOCBHUIATh MPOTHBOPEUYMBHIX CHUTHAJIOB.
[ocrapaiitech B3rJIsiHYTH Ha ceOsi M yciubliaTh ce0si Tak jKe, KaK BHIUT U CIBILIUT Bac cobecenHuk. [locelias
TrapMOHHMYHBIE 3HAKH, KOTOpHIE HE COJEp)KaT NMPOTHBOPEYMBHIX COOOIIEHHWH, BBl J0OMBaeTech OOJbIIEH SICHOCTH W
MTOHMMAaHUS BAaIlUX CJIOB.

Taoauna 6. 2. [lpumeps: mem 011 nepedayu
. CooOrieHre pabOTHUKAM O CBOEM ITOHUMAaHHH MTPEACTOSIIINX U3MECHEHHI B PACIIPEACICHUH 3aJaHU .
. [lonydenue ot Bamero pykoBoauTens HHGOPMAITUH, TPOSCHSIIONICH 3a/1a9y.
. CooOrmieHne pyKOBOAUTENIO O IPodIIeMe, C KOTOPOU BBI CTOJNKHYIIHCE.
. O0cyxeHue ¢ HOAYMHEHHBIM MEHee YeM Y/IOBJIETBOPHUTEIILHBIX PE3YJIbTaTOB €ro PadoThI.
. [oompeHne MOAYMHEHHOTO TTOXBAIOW U TIPU3HAHKE €r0 XOPOIIeH WIIA PEKPACHOW PadOTHI.
. Coobmienne paboTHHKaM 00 mIee, HaJl KOTOPOH UM CliefoBalio OFl, 110 BalleMy MHEHHUIO, IIOAYMATh.
. BeisicHeHue peakiiuy pabOTHUKOB Ha Balllk HJIEH.
8. Coo01ieHre pyKOBOAUTEIIO APYrOTo OTAeaa 00 H3MEHEHHUAX, BO3MOXKHOCTh KOTOPBIX pacCMaTpHBaeT Balll
OTJICTI, ¥ BBISCHCHHE €r0 MHEHHS O TOM, KaK 3TO MOXKET OTPAa3UTHCSA Ha pabOTe ero oTena.
9. Coo0nieHue MOJIMHEHHBIM O HOBBIX LENISAX HITH CHCTEME TIPHOPHUTETOB.
10. Coo01iieHre cekpeTapio 0 BKHEHINNX [ejiax TeKyIIeld Heaesu.

~N N AW

M3JIVUAUTE DMITATHUIO M OTKPBITOCTD. DMnartus — 3TO BHMMAHHME K UyBCTBAM IPYTHX IHOJICH,
TOTOBHOCTh «3aJI€3Th B UX LIKYPY». DTO BCE PaBHO YTO CIIpalIMBaTh camoro cebsi: «KTo 3TOT uenoBek, K KOTOpOMY s
cobuparoch oOparuthcs? KakoBbI ero MOTpeOHOCTH M WHTepechl? B KakoM OH ceromHss HACTPOCHUHU?» AKTHUBHO
MOJIB3YSICh OMIIaTHEH Ipu oOMeHe WH(OpMamMedl, Mbl TBITAEMCS COOTBETCTBYIOIIMM O0pa3oM HAcCTPOHUTH
MIPUHUMAIOIIYIO CTOPOHY U NMPHUCIOCOONTH BapHaHT KOJMPOBAHUS M Mepegadn COOOMICHNS K MHIUBHUIY WIN TPYIIE U
CUTyallu. YJa4yHOe NMPUMEHEHHE SMIIATHUH MOXKET 3aMETHO YMEHBIIHUTh BO3MOXKHOCTh HEBEPHOTO MOHMMAHUS IpHU
JICKOANPOBAHNH COOOIIEHHS TPUHUMAIOIIEH CTOPOHOM.

Hampumep, HEKOTOpBIE JTIOIM MPEANOYUTAIOT CTPYKTYPHPOBAHHOCTD, ACTATHHOCTh M MOBTOpeHHA. K Taknm
JIIO/ISIM, BEPOSITHO, Hanboiee 3phexkTHBHO ObLIO ObI 0OPATUTHCS C ITMCHMOM HIIM MOJPOOHBIM MeMopaHayMoM. Jpyrue,
HaIpOTHB, HE JIIO0AT CTPYKTYPUPOBAHHOCTH U JACTAITBHOCTH cooOmieHuid. B aTom cirydae Hanbosnee moaxossieii Obla
061 HedopmanbHas Oecema. HekoTopwle Nfomu YyBCTBYIOT ceOsi TPEBOKHO WM HEOE30MacHO B OIPEEeNICHHBIX
CUTyallUsIX WMJIM OCTPO pearnpyloT Ha KpuTUKy. OHHM MOTYT pearupoBaTh H30MpPATEIbHO MM HEMPABIIBHO
HCTOJIKOBBIBaTh MPEUIOKEHUS I10 YCOBEPUICHCTBOBAHUIO, €CIM OHHM HE MPEICTaBIE€HH B AWIUIOMAaTHYHONH U
obemtaroniell MOANCPKKY MaHepe. DMIIaTHsS O3HadaeT TaK)Ke YECTHYIO MOIBITKY YBHJIETh CHUTYallUIo, MOJHHMaeMble
BOTIPOCHI ¥ IPOOJIEMBI C TOUKH 3PEHUS JPYrOro YEI0BEKA.

Omnarus 1npu oOMmeHe HH(poOpManuel Moapa3yMeBaeT TaKXkKe MOoJiep)KaHhue OTKPBITOCTH B PpasroBOpe.
CrapaiiTech n30eraTb CKOPOCIHENBIX CYXICHHH, OICHOK W CTEPEOTHIIOB. BMecto 3TOro, crapaitech YBHIETb,
MIPOYYBCTBOBATH M TIOHSTH CHTYAIIHIO U 3aTparuBacMble MPOOIEMBI B KOHTEKCTE cOOECETHUKA. JTO BOBCE HE O3HAYACT,
YTO BaM CJIEYeT COMJIAIIATHCS C TEM, YTO TOBOPUT COOECEIHUK. DTO 3HAYMUT TOJIBKO, YTO BbI MBITAETECH TOHSITH €ro
CIIOBA.

JIOBUBAWUTECh YCTAHOBJIEHUSI OBPATHOIM CBSI3U. CymectByeT psia CHOCOGOB YCTAHOBICHHS
oOpatHO# cBs3u. OIWH U3 HUX — 3a/1aBaTh BOMPOCHl. K mpumepy, BBl TOJIBKO 9TO OOCYIMIIN M3MEHEHHE TPOLEITyPhI
BBITTOJIHEHUS paboT M MOXKETe 3a1aTh TaKoH Bompoc: «buii, ¢ yero, mo-pamemy, clenyeT HadaTh, H3MEHSS IPOLETyphI
BBINOJIHEHUST PaboT, 4TOOBI BCEe MPONUIO TIaAKo?» 3alaB 3TOT BONPOC C HE yrpoXarolield MHTOHAINEH, BbI JTOJKHBI
BHUMATEIbHO BBICHYyIIaTh buina W CpaBHUTH YCHNBIIIAHHOE C TEM, YTO MMEHHO BBl M3HAYaJbHO HaMEPEBAIINCh
coo61uTh. KoHEe4uHO, ecii BOIPOCOB, CBSI3aHHBIX C U3MEHEHHEM IPOLEIYpPhl BBIMOIHEHUST PaboT, MHOTO, Jy4llle HX



3ammcate. B mobom cirydae, BEpOsSTHO, pasyMHO HAlpaBUTh MOAYMHEHHOMY 3aIHCKy, COOOIINB B HEH MUCHMEHHO 00
W3MEHCHHH IPOIIEIYPHI €ro padoT.

Jpyroii croco0 3aiaBaTh BOIPOCH — 3acTaBUTh YeJOBEKa IepecKa3aTh Ballld MBICIU. BBl MoXkeTe ckas3arh,
HarpuMep: «bo0, st He yBepeH, YTO OXBaTWJI BCE MOMEHTHI, ITI03TOMY OyIbTe TOOpHI paccka3aTh MHE, YTO BBl CUMTACTE
HanboJee BaXKHBIMHU BOIIPOCAMH B CBSI3U C TIPOEKTOM, HaJl KOTOPBIM BaM IPEICTOUT paboTaTh?»

Eme onmun croco6 co3naHus oOpaTHOW CBS3M 3aKIIOYAETCsl B OLIGHKE sI3bIKA 1103, KECTOB WM WHTOHAIMNA
YeJ0BeKa, KOTOphIe Kak Oy/ATO YKa3blBalOT Ha 3aMelIaTeNIbCTBO WIIM HENOHMMaHue. Hampumep, eciii BB jaeTe HOBOE
3amaHue pabOTHHKY, HE MOSBISAETCA JM B BBIPAXCHHH €r0 JIMIA HanpsHKeHHOCTh? He 3amMeTHO 7aM B HEM Jerkoe
pasapaxxeHue, He CMOTPUT JIM YeJIOBEK BHM3, CITyIasi Bac? DTU CUTHAIBI, €CJIM OHU MPUCYTCTBYIOT, TOJDKHBI COOOIUTH
BaM, YTO YEJIOBEK, MOKET OBITh, HE BIIOJHE MIOHUMAET 337aHHe WM PACCTPOCH UM. MOKET CIy4UThCsI, YTO PabOTHHK
OTpearnpyeT Ha BallW CJIOBA C KoyiebaHUsIMU B rosioce: «/la-n1a,.., KOHEYHO, 51 BO3bMYChH 3a 3T0.» JII000# N3 3THX 3HAKOB
— (hakT 0OpaTHON CBSI3M, CBUACTENBCTBYIOIINKA O BO3MOXXHOH HEYAOBJIETBOPSHHOCTH WM HENMOHWMaHWH. Ecim BBI
YYBCTBYCTC 3TO, MOKHO HpI/I6CFHyTI) K METOJIaM 3aJiaBaHusl BOIIPOCOB, OITMCAHHBIM BBIIIC.

OOpatHy!0 CBsI3b MOXXHO YCTQHOBHTh TakKXXE IIyTeM KOHTPOJsS IIEPBBIX pe3yJabTaTOB palbOTHI.
CootBercTBytomas HHGpOpPMaIHs MO3BOJIUT BaM OIEHHTH, B KaKOH Mepe BOIUIONIAETCS TO, YTO BBl HAMEPEBAINCH
COOOIUTh. DTO — MPHUMEp BBIOJHEHUSI KOHTPOJIBHOM (QDYHKIMH, O UeM Pedb MOWAET Jajblle.

;HakoHern, emie oquH crnoco0 yCTaHOBJIEHHS OOpaTHOW CBSI3M — IIPOBEACHHE C MOJYMHEHHBIMHU ITOJUTHUKH
OTKPBITBIX ABepei. IlycTh OHHM 3HAIOT, YTO BBl TOTOBBI OOCYAWTh C HUMH JIOOBIE BOMIPOCHI, 3aTPAardBaIONINE HX
UHTEpEChl, M MOJKPEHUTh CBOM CJIOBa JEWCTBUSAMH. Ecin paOOTHHKY, MpPHUIIEIIIEMY MOTOBOPUTh C BaMH, BbI
coo0llaeTe O TOM, YTO 3aHSTHI, BAllM NOJYMHEHHbBIC Y3HAIOT «pEaJbHbIi» CTWIIb Bamiero ymnpaeieHus. C apyroi
CTOPOHBI, BBl HE XOTHTE, 4TOOBI Bac 0Oe3 KOHIA InpepblBaU. Il03TOMY BBI, K NpHMEpPYy, MOXETE BBIJCIHTH
OTIPEZICICHHBIA Yac B TEUEHHE AHS, KOTJa BBl TOTOBBI BBHICTYIIATh MOAYMHEHHBIX 1O JTIOOOMY HMHTEpPECYIOLIEMY HX
BOIIPOCY.

OueBHIHO, YTO BCE 3TH PEKOMEHJALUKM TPeOYIOT OT Bac KOHIEHTPAIlMM W OPUEHTHPOBAHMS JHEPTUU Ha
KOHKPETHEIE IIeJIN B TIpoliecce 0OMeHa HHpopManueii.

OPTAHU3AIIMOHHBIE KOMMYHHUKALIUN

[MonnManue mpolecca MEKIMYHOCTHOTO OoOMeHa WMH(oOpMalueil U MeTOJOB COBEPIISHCTBOBAHHUS BallIEro
YMEHHS 00LIaThCs JOJDKHO CIIOCOOCTBOBATH POCTY 3((EKTHBHOCTH Ballel yIpaBIeHUECKOH nesTeabHocTH. OHAKO B
JIOTIOJTHEHHE K MEXJTMYHOCTHBIM KOHTAKTaM YHPABIAIOMMN JOIDKEH WMETh IMPEACTABIECHHE O Mperpajax Ha MyTH
oOMeHa uH(poOpMaIKMeldl B OpraHu3aldd M METOJaX COBEPIICHCTBOBaHHSA Takoro obmeHa. O CHIIBHOM BIMSHUHU
KOMMYHHKAaILUHI Ha yCIeXH opraHu3aiuu coodman Aptyp Byx, ObiBmnii pykoBogurens ¢pupmsl «Cupey». PacckasbiBast
0 TOM, KaK ero (pupma cymena yBennuuTh 00BeM MPoJax ¢ 5 1o 15 mupa. gomn/rox, oH 3asBui: «MHOTO JIeT Ha3az MBI
IMOHAJIN, YTO CYHIECTBYET TOJBKO OJNH CHOCO6 pacliupuTh ACIO0 — YIYUIIUTh KOMMYHUKAIIUN)).

B nmanHOM pasgene Mbl paccCMOTpPUM CHayaja Iperpajbl B OPraHU3AlMOHHBIX KOMMYHMKALMAX. 3aTeM
MIPUBE/IEM PEKOMEHIAINH 10 COBEPIICHCTBOBAHUIO TAKOTO OOMEHa.

IIperpanabl B 0praHn3animoHHbBIX KOMMYHHKAIUSX

UCKAXEHUE COOBIIEHUM. Korna uHbOpMarus JBHKETCS BHYTPH OPTaHH3ALMK BBEPX M BHH3, CMBICI
COOOIIeHNHT HECKOIBKO UCKaXKaeTcs. Takoe NCKaKeHNEe MOXKET OBITh 00yCIOBIeHO panoM pudanH. COOOIIeHNs MOTYT
UCKaXaThCs HENpPEIHAMEPEHHO B CHIy 3aTPyAHEHMH B MEXKIMYHOCTHBIX KOHTaKTaX, O 4YeM T'OBOPHJIOCH BBILIE.
Co3HarenbHOe HCKaKEHHWE HWH(POPMAIMKM MOXET MMETh MECTO, KOIr/a KakoW-TMO0O yIpaBiISIONIMHA HE COTJlaceH C
coobmenneM. B 3ToM cnywae ympaBmrommid MOAUQUIMPYET COOOIIEHHE Tak, YTOOBl W3MEHEHHE CMBICIa
MIPOMCXO/INIIO B €T0 MHTEPECAX.

IIpoGaembl oOMeHa HHPOPMALIUEH BCICACTBUE HCKAKCHUS COOOIICHUH MOTYT BO3HHKATH TAK)KE BCIACICTBHU
¢unpTpannu. KoHnenmys GuibTpaliiu OTHOCUTCS K TEHJICHIINH NCKa)KEHUSI COOOIIEHUH 110 Mepe MX JABHKEHHS BBEpX,
BHHU3 WIM C YPOBHS Ha ypPOBEHb OPTaHM3ALMM MM OTAENA. B opraHu3amuu CymiecTByeT MOTpeOHOCTh (HIBTPOBATH
COOOILIEHHsI, C TEM YTOOBI C OJJHOTO KaKOTro-TO YpPOBHsI Ha JAPYrod YpOBEHb OpPTraHM3allMd WM OT/ENa HANpaBIIsUINCh
TOJIBKO T€ COOOLIECHUS, KOTOpBIE €ro Kacatorcs. J[is yckopeHus IBXeHUs] HHPOPMaIUy WM NPUAaHHUS COOOIICHUIO
OoJIbIIEH SICHOCTH Pa3NWYHBIC CBEACHHS MPUXOTUTCS CyMMHPOBATh M YIPOIIAThH MEpe HAMPABICHHEM COOOIIEHUH B
pasHble CerMeHTHl opraHu3anuu. [IoCKONBKY MMEHHO YIPAaBISIONINE ONPEACISIOT, Kakue COOOIIeHHs HAIpaBiIATh,
BCEBO3MOXKHBIE IIPErpajibl B MEXKIMYHOCTHBIX KOHTAKTax MOTYT IIOATAIKMBaTh WX K OTCEMBAHMIO OJHUX U
aKIEHTHUPOBAHMIO JpYyrux coobuieHnil. Takoil oTOOp MOXeT CTaTh MPUYMHOM HENONaJaHus BaKHOH MH(oOpManuu B
JpYrodl CEKTOp OpTaHM3allM{ WM TOCTYIUICHHWS HH(OpMAanHWM TyJa C CYHIECTBEHHBIM HCKKECHHEM COJICpP)KaHMS.
CoryacHO OJHOMY HCCIeIOBaHHIO, JHIIb 63% conepkaHus HHGOPMAIMH, OTIPABISIEMON COBETOM IUPEKTOPOB,
JIOXOJIAIIO IO BUIE-TIPE3uIeHTOB, 40% — 110 Ha4abHUKOB 11eX0B 1 20% — 10 pabovux.

CoobuieHns, OTNpaBIsIEMBIE HABEPX, MOTYT HCKaXaThbCd B CHJy HECOBIAJICHUS CTaTycOB YPOBHEH
opranuzaiuu. PyKOBOJUTENM BBICIIEro 3BeHa 00JIaAaloT 0oJiee BHICOKUM CTAaTyCOM, MOTOMY BO3HHMKAET TEHJCHLIUS



CHa0XaTh WX TOJBKO MOJOXUTEIHHO BOCHPHHMMAaeMOH HH(opMmanned. OTO MOXKET NPUBOAUTH K TOMY, HYTO
NOJYMHEHHBIH HE WHPOPMHUPYET PYKOBOAUTENS O MOTEHUHUAIbHON WM CyLIECTBYIOLIEH NpoOieMe, MOCKOJIbKY «He
XO04YeT CoO0IaTh HAYAIBHUKY IJIOXHE HOBOCTHY. Jlanee, MOCKOJIbKY MOAYMHEHHBIE YacTO XOTAT HOIYyYUTh 0100peHre
OT PYKOBOJUTENS, OHH MOTYT T'OBOPHTH €MY TOJIBKO TO, YTO OH XOYeT yCHbIllaTh. VcciemoBaHWs NMOKas3aid, YTO
CTaTyCHBIC pa3IM4Us CHIBHO OTPAXalOTCI Ha KadecTBe oOMeHa uWHQopmanueil. J[omoNMHUTeNTsHOW NPHIUHON
YXYILICHHs MOCTYyNarolei HaBepx HH(POPMAIH MOXET ObITh MTOBBIIIEHHOE BHUMAHKUE PYKOBOAUTENICH CPEIHEro 3BeHa
K COOOIIEHHMSM C BEpXHUX 3TaKeW BJIACTH IO CPaBHEHMIO ¢ MH(opMamueid oT WX NMOJYMHEHHBIX. B umcne npyrux
MIPUYMH, MEMANMX padOTHUKAaM IepenaBaTh HWHGOPMAIMIO HAaBEPX, MOTYT OBITH CTpax Nepex HaKa3aHWeM Hu
ourylieHre 0eCoIe3HOCTH 3TOTO JeNa.

NHO®OPMAILIMOHHBIE TIEPEI'PY3KU. Ilperpansl Ha myTsix oOMeHa MH(pOpMalued MOTYT TakKe OBITh
CIIEZICTBHEM TIEpEeTPY3KH KaHaJIOB KOMMYHHKamwid. DnBuH Toddnep B xuure «lllox Oymymiero» mumet: «Bmoxme
MOJKET CIy9UThCS TaK, YTO BOJHBI WH(OPMAIWM, 3aXJIECTHIBAIOIINE BOCHPHUSITHE, MOTYT 3aMETHO IIOAABHUTH
CIIOCOOHOCTh JlyMaTh W JICHCTBOBaTh Y PYKOBOIMTEINIEH, Tep3acMbIX HEOOXOAMMOCTBIO NPHUHUMATh HEOTIIOXKHBIE,
HENpephIBHBIC, CPOYHBIE pEIIECHHs». PyKoBOAWTENb, NOIJIOMIEHHBIH NepepadOTKOW mocTynarouield MH(GOpManuu u
HE00XOANMOCTHIO TIOICPKIBATH HH()OPMAITMOHHBEI OOMEH, BEpOSATHO, HE B COCTOSTHIH 3(PPEKTHBHO pearnpoBaTh Ha
BCcro MH(opManuio. OH BBIHYK/IEH OTCEMBaTh MEHEE BaKHYIO HH(POPMAIIMIO M OCTaBIISITh TOJIBKO Ty, KOTOpasi KaeTcst
eMy Haubojiee BaKHOW; TO )K€ OTHOCHUTCS M K oOMeHy mH(popmauumeid. K coxaleHHI0 MOHMMaHHE PyKOBOJHUTENIEM
Ba)XHOCTH MH()OPMALINU MOXKET OTJINYATHCS OT MOHUMAaHUS TAKOBOH APYTUMH PaOOTHUKAMH OPTaHHU3ALHH.

HEVJIOBJIETBOPUTEJIbHASL CTPYKTYPA OPIAHU3AIIMU. B 1. 3 cTpykTypa ompeseneHa Kak
JIOTHYECKasl B3aMMOCBSI3b YpPOBHEW ympamiieHHs U (YHKIMOHAJIbHBIX CErMEHTOB, olecneunBaromias 3QQeKTuBHOE
JocTrKeHue 1eneid. Ecinm cTtpykTypa opranusaiyy MmpojayMaHa INI0XO, BO3MOXXHOCTH PYKOBOJHTENS IUIAHUPOBATh H
JNOOMBAaTBCSl pealn3allii IOCTABICHHBIX IENed CykaloTcs. B opraHmsamum ¢ MHOTOYHCICHHBIMH YPOBHSMHU
YIpaBIEHUS PAacTeT BEPOSTHOCTh WH(POPMAIMOHHBIX HCKKEHUH, MOCKOJbKY KaXKAbIH IOCIEIYIOIUIl ypOBEHb
YIpaBIEHUS MOXXET KOPPEKTHPOBaTb M OT(QHIBTPOBBIBaTH coobuieHus. Hexoropsle u3 Hanbonee 3(hdhexTHBHO
YIPaBIIEMBIX aMEPUKAHCKMX KOMIAHUH MEPENTH K CTPYKTYPE «C MaJIbIM YHCIOM YpOBHEH YNpPaBICHUS M KaHAJIaMH
CPaBHHUTEJIBHO MPSIMOTO UH(OPMAIIMOHHOTO OOMEHa.

K npyruM acmektaM, KOTOpble MOTYT BBI3BIBaTh MNPOOIEMBI B KOMMYHHMKALHUSX, MOXHO OTHECTH
HEY/IOBJICTBOPUTEIBHBIN COCTaB M HCIIOJIb30BAHHE KOMHTETOB, PaboOYMX TPYIN, KaJpoB BOOOIIE, a TaKXkKe CIocod
OpraHM3allii BIACTH W pacmpernencHus 3anad. Hakorer, co3maBate mpoOiemsl mpu oOMeHe HMH(OpManued MoryTt
KOH(IMKTBI MEXKIY pa3IMuHbIMH TIpYNINaMH WM OTAeNlaMHM OpraHu3anuu. SICHO, 4YTO IJIOXO MpopaboTaHHas
HHpOPMAIMOHHAsT CHCTEMa MOJET CHIXATh 3(QQEKTUBHOCTh OOMeHa WHGOpMAaIMed W IPHUHATHA pEIICHHH B
OpTaHM3AIHH.

CoBepHICHCTBOBAHNE KOMMYHHKAIMN B OPraHU3alUAX

Berme paccMoTpeHs! Iperpajisl, 3aTpyAHAomre 0OMeH nHpopManued B oprann3anuax. PaccMoTpuM Tenepb
HEKOTOPBIE CIIOCOOBI COBEPIICHCTBOBAHUS WH(OPMAIIMOHHOTO OOMEHA B OpTraHU3aI[iH.

PEI'YJIMPOBAHME MH®OPMAIIMOHHBIX ITIOTOKOB. PykoBomutenu Ha BceX YPOBHSX OpraHU3AINH
JIOJDKHBI TIPEJCTAaBIATh MOTPeOHOCTH B MH(OpMannuu coOCTBEHHBIE, CBOMX HAYAILHUKOB, KOJUIET M TTOJYWHEHHBIX.
PykoBonuTens HOMKEH HAYyYUTHCS OLCHUBATh KAUECTBEHHYIO M KOJIMYECTBEHHYIO CTOPOHBI CBOMX MH(OPMAIMOHHBIX
NOTpeOHOCTEH, a TakxKe Ipyrux norpeduteneil nHpopmaiuu B oprannzanuu. OH J0JDKEH CTapaTbCsi ONPENeNUTh, YTO
TaKOE «CIIMIIKOM MHOTO» U «CIUIIKOM Majo» B MHQOPMaIMOHHBIX oOMeHax. Kak moka3ano Huxe, HHGOpMalMOHHbIE
MOTPEOHOCTH B 3HAYMTENBHOW MEpE 3aBUCAT OT IeJel PYKOBOAWTENS, NMPHHUMAEMBIX MM DEHICHHH W XapakTepa
HoKa3areseil OLleHKH pe3yabTaToB ero paboThl, a TAKXKE eT0 OTAENA U TOJUHHEHHBIX.

VIIPABJIEHYECKUE JIEVICTBUS. PerynupoBanue HHGOPMALMOHHOTO MOTOKA — JIMIIb OJAHH HPHMEp M3
yucna JeHCTBHH PYKOBOIMTENS IO COBEPUICHCTBOBaHMIO oOMeHa uH(popmanumed. Ecte u npyrme. K npumepy,
PYKOBOAMTETH MOXKET MPAKTUKOBATH KOPOTKNE BCTPEUHN C OAHUM WM HECKOIBKHUMH MTOJINHEHHBIMU TS 0OCYKICHHS
TPANYIIHUX TIEpEMEH, HOBBIX IPUOPUTETOB, pacHpeAeieHus padoThl U T.NI. PyKOBOAWTENs MOXET Takke IO CBOEMY
YCMOTPEHHUIO MIPEANOYECTh BAPHAHT IEPUOJUUECKUX BCTPEU C yUACTUEM BCEX NMOJUMHEHHBIX JUISl PACCMOTPEHUS TEX JKe
BONPOCOB. MHOIME OpraHM3alid HACTAaMBAlOT Ha MPOBEICHNHM pPaOOTHHUKAMM pPYKOBOJISIIETO 3BEHA TaKUX
©XKEeHE/IeNIbHBIX BCTpeu-coBelianuid. [1o[YnHeHHBIH MOXET MpeIpHHAMAaTh MOJO0OHBIE IIard, J0OMBasCh 1O CBOEH
WHHUIMATUBE KOHTAKTa C PYKOBOJMTENIEM WJIHM TOBapuIlamu 1o paborte. Bee aTu mpumeps! cyTh oTOOpakeHHs poseit
KOHTPOJIEPA, paclpeesuTells 1 NCTOYHUKA B MH(OPMALMOHHOM Iporecce 1o MuHuoepry (M. TiL. 1).

[TnanupoBanue, peanu3anusi M KOHTPOJIb, PACCMaTPHBAEMbBIC B IIOCIEAYIONIMX TJaBax, (GopMupyoT
JIONIOJTHUTEJIbHBIE BOBMOXKHOCTH YIPaBJICHYECKOTO NEWCTBUS B HAIIPABJICHUU COBEPIICHCTBOBAHHS MH(OPMAIMOHHOTO
obmeHa. OOcyx/ieHHe U MPOsICHEHHE HOBBIX IIAaHOB, BAPHAHTOB CTPATETHH, LIeJICH M Ha3HaYeHUH, HEOOXOIMMBIX JUIS
6onee >(pGeKTUBHON pean3aluyd HaMEUYEeHHOTO, KOHTPOIb XoJla PadoT Mo IUIaHy-rpaduKy, OTUETHl M0 pe3yabTaTaM
TaKOTO KOHTPOJII — BOT JOIOJIHUTENbHBIE AEHCTBUSA, TIOJBIACTHBIC PYKOBOJHUTEINIO.

CUCTEMbBI OBPATHOI CBSI3H. B Toii e Mepe, B Kakoil oOpaTHas CBA3b MOXKET CIOCOGCTBOBATH



COBEPIIEHCTBOBAHUIO MEHIIMYHOCTHOTO OOMEHa WH(pOpMAIel, MOTYT JEHCTBOBATH M CHCTEMBI OOPAaTHOW CBSI3H,
CO3/laBacMbleé B OpraHu3alud. Takue CHCTEMbl COCTAaBJSIOT YacTh CHCTEMBI KOHTPOJIBbHO-YIPaBICHUECKOI
MHPOPMAIIMOHHONW cHCTeMBl B opranu3anuy. OJUH U3 BapUaHTOB CHCTEMBI 0OpaTHOM CBSI3M — IIepeMelIeHUEe JIIo el
W3 OZHOW YacTH OpPTaHM3allMy B APYTYIO C LENBI0 00CY)KIEHUs OIpeleleHHbIX BonpocoB. Hampumep, dupma «Dopa»
HampaBisieT pabOTHUKOB CBOEH TJIaBHOW IITa0-KBapTHUPHI Ha 3aBOJBI, pa30OpOCaHHBIE TO CTpaHe, JIs OOCYKICHHS
BOIIPOCOB, CBSI3aHHBIX C KaueCTBOM IpoayKuuu. [1o00HBIM 00pa3oM M3p ropoja JIMYHO MOCEIIaeT PailOHBI, YTOOBI
YIOCTOBEPUTHCS B HOPMAJIBHOM peaM3allidl PA3IMYHBIX TOCYIApCTBEHHBIX IPOrpaMM, MM C TOW e LENbIo
HampasisIeT OT CBOETO MMEHM PabOTHHUKOB MyHHIHMNanuTeTa. PaccmarpuBas HEOOXOIMMOCTh OOpaTHOHW CBSI3M B
OpraHu3alMi, OJIMH U3 CIEUHUAIUCTOB 10 0OMeHy nHpopmaruei nuuer: «OddeKkTHBHO padoTaloNui PyKOBOJUTEND
IIPEOJI0JIEBACT pa3phlB MEXIy CO0OI0 W CBOMMH IOJYMHEHHBIMH IIyTEM CO3IaHHUS IPOIYMAHHOW CHCTEMBI
KOMMYHHKAIMH, KOTOpas rapaHTUPyeT MPOXOXKICHNE COOOIIEHIH BHU3 U BOCTIPHATHE UX TaM».

Omnpoc pabOTHHKOB — €lle OAWH BapHaHT CHCTEMBI O0OpaTHOH cBA3M. Takme OMpOChl MOXKHO IPOBOIUTH C
LENBI0 MOJTydeHHss WH(OPMAIMK OT PYKOBOAMTENEH M pabounmx OyKBaJbHO IO COTHSM BOIMPOCOB: 1) YeTKO Jin
JIOBEJICHbl JI0 HUX LEJIW WX JEATeNbHOCTH; 2) C KaKUMM IOTEHIMAIBHBIMH WM peajlbHBIMH IpOOJIeMaMH OHH
CTJIKUBAIOTCS WM MOTYT CTOJIKHYTHCS; 3) IMOJTyYarOT JIM OHA TOYHYIO i CBOEBPEMEHHYIO HHPOPMAIIHIO, HEOOXOTUMYIO
UM sl paboThl; 4) OTKPBIT JIM MX PYKOBOAWTENb JJIsl NPEIOKeHUH; 5) MH(GOPMHUPOBAHBI JIM OHH O TPSIAYLIUX
repeMeHax, KOTopble 0Tpa3siTcs Ha ux padore. B nmpumepe 6.4. onncana nHpopMaMoHHas porpaMmma, pa3padoTaHHas
TI0 pe3yIbTaTaM Ompoca pabOTHHUKOB.

MNPUMEP 6.4.
Hcnonvzosanue oopamnoit césazu ¢ padbomnuxamu

Oupma «Muteprsmmn [leiinep» pazpaborana mporpaMMmy COBEPIICHCTBOBaHHSA OOMeHa HWHGOpMaruend M
KOPIIOPAaTHBHOTO U IeXOBOro ypoBHeW. IlepBeIM mIarom Ha IyTH pa3paOOTKH CTaJO0 BBISICHEHHE ITyTEM OIpoca
OTHOIIEHHs] PaOOTHUKOB K KOMIIAHWH, a TaKXKe — KaKoro poja MHPOPMAIHIO OHM XOTeNU OBl Mmoiydars. Pe3ynbrarsl
orpoca OBLIM WCIIONB30BAHBI MpH pa3paboTKe psAma mporpaMMm HH(GOPMAIMOHHOTO OOMEHa, HAlpuMep, IPOrpaMMBI
«OnepaTuBHBIA MPOPBIB». B paMkax 3Toi mporpaMMbl ObUI CO3MaH KaHAN Ul HEMOCPEACTBCHHOM CBS3H IEXOBBIX
pykoBoauTenell ¢ pabOYMMHU-TIOYACOBHKAMHU C LENBI0 OOCY)KAEHHS C HUMH OOMMX IpobieM paboThl B Iexe U
Oe3ormacHOCTH Ha pabo4nx MecTax. LlexoBoe pyKOBOJCTBO MPOBENO Psil BCTPEY ¢ PabOUYNMH-TIOYaCOBUKAMH U OTKPBITO
o0Cynnio Bce 3TH BOMpoch. Paboumx mpowmH(popMupoBann 00 OCHOBHBIX MpoOiIeMax KOMITaWHMH, IOKa3aB WM
BUJICO3alMCh KOH(epeHUHH pyKoBoIuTeNeil Bbicliero 3BeHa (UpPMbL. PykoBoIuWTENM MeHee BBICOKHMX YypPOBHEW
CMOTpEJIH 3aIiCh BMeCTe C pabOvYNMHU, a 3aTeM OOCY)KAAIN C HUMH BCE BO3HHUKILNE BOIIPOCHI. Pe3ynbTaThl 00CyXaeH!s
ObLTH COOOIICHBI BBICIIIEMY PYKOBOJCTBY, KOTOPOE B CBOIO OYEPEb OTPEATNPOBAIO Ha MOIYYCHHYI0 HH(POPMAIHIO, IO
KaHaJjlaM 0OpaTHOM CBSI3U JIOBEISI CBOIO PEAKIIMIO 10 PYKOBOJAUTENEH MEHee BEICOKUX YPOBHEI.

HUcmcunuk: Gerald Tavernier, «Using Employee Communications to Support Corporate Objectivesy,
Management Review, November 1980, pp. 8-13.

CUCTEMBI CBOPA TIPEJIJIOXKEHUIA. Cucrems! cGopa NpeioxKeHHnii pa3paboTaHbl ¢ LENbI 0OIeryeHus
MOCTyIJIeHUsT MHQOpManuu HaBepX. Bce pabOTHMKM IOJIy4alOT HPU 3TOM BO3MOXKHOCTH TCHEPUpPOBATH HJIEH,
KacaroIfecs] COBEPIICHCTBOBAHMUS JIOOOTO acmeKkTa edaTeNbHOCTH opraHusanuu. llenp momoOHBIX cHcTeM —
CHMXXCHUEC OCTPOTHI TCHACHIUU q)HHBTpaHI/II/I HJIN UTHOPHUPOBAHU A H}:[eﬁ Ha ITyTH CHU3Y BBEPX.

Yare Bcero Takas CHCTEMa peaju3yeTcs B BapHaHTE SIIUKOB JUIS MPEIUIOKCHUH, Kyaa paOOTHUKH (HUPMBI
MOTYT aHOHMMHO I10/IaBaTh CBOM MpeanoxeHus. K coxaneHuro, 3TOT BapuaHT HE CIUIIKOM 3(¢dexTrBeH, nbo Jacto
OTCYTCTBYET MEXaHH3M HOATBEPKICHUS (pakTa paccMOTpEHHsI PEATI0KEHH, KaK ¥ CTUMYJIMPOBaHUE PAOOTHUKOB, YbU
NpeUIOKEHUST TONUIM OpraHM3allMk Ha MOojib3y. lIporpammbl, ofecmeuuBarole Takoe CTUMYJIHPOBAaHHE U
pacnosararomue MexaHu3MOM, OOBSCHSIOIIUM, MOYEMYy Ta I HMHas HJes BHEIPSETCS, MO3BOJIAIOT pabOTHHKaM
MOHATh HPUYMHBI MPUHATHAS WIM OTKa3a OT WX NpemioxkeHnil. Kpome Toro, y paOOTHHKOB €CTh IIAHC MOIYYUTH
JCHEKHOE BO3HArPAXKIICHUE.

Cucremy cOopa NpeUIOKEHUH MOKHO co31aTh W MO-HHOMY. OpraHu3anus MOXET pa3BEpPHYTh UYacCTHYIO
TeneOHHYIO CeTh, Yepe3 KOTOPYIO PAaOOTHUKHM MOTYyYar0T BO3MOXXHOCTh AaHOHMMHO 3BOHHUTH M 3a]aBaTh BOIIPOCHI O
Ha3zHAYCHUAX W MPOJABMIKCHHUAX B IOJHKHOCTH. I/IHOFI[a Ha -JIMHUH pa60Ta10T MCHC/KEPBI, TYT K€ OTBCYANOIIMUE Ha
3agaBaeMble BOTIPOCHl. OTBETH! HANpPABISAIOTCS OO HEMOCPEACTBEHHO PadOTHHKaM (€ciy BOIPOC HE aHOHMMHBIN),
m0o TmedaTtaroTcss B HMHGOpPMAlMOHHOM OroyuiereHe ¢upMmbel. B mpumepe 6.5. ommcana nporpamMMa oOMeHa
nH(popMaruelt, ucrois3oBanHas pupmoit «JIesu Ctpaycey.

Jpyroit BapuaHT cUCTeMBl 00paTHOW CBS3M MPEIyCMAaTPHUBACT CO3/aHHE IPYIIBI PYKOBOJIHUTENEH U PAIOBBIX
pabOTHHKOB, KOTOPHIE BCTPEYAIOTCS U 00CYXKIAI0T BOIIPOCHI, IPE/ICTABIIIONINE B3aMMHBIN HHTepec. Eme oaun moaxox
OCHOBAH Ha KpPYyXXKax KadecTBa, a TAK)KE IPYIIaxX HEYNPaBICHIECKUX paOOTHUKOB, KOTOPHIE €KEHEAEITHHO COOMPAIOTCS
JUIs OOCY)KICHUSI NMPEAJIOKEHUH 110 YCOBEPUICHCTBOBAHHSIM, a TaK)KE€ BO3MOXKHBIX MJIM CYILIECTBYIOIIUX HpoOIieMm,
oTpaxatomuxcsi Ha ux pabore. [logpoOHee KOHLENIMS KPYKKOB KadeCTBa PacCMOTPEHA B CBSI3U C YIpPaBICHHEM



omeparusamu (ri1. 20).

IMPUMEP 6.5.
Kaxk ¢pupma «/Iesu Cmpayccy nodoepircusaen KOHmaxkmol

OnuH U3 TUAEpOB B 00JIACTH CBOEBPEMEHHOTO OOHAPY)KEHHUSI U YCTPAHEHHs] KOPIIOPATUBHBIX MPOOJIEM — 3TO
komnanus «Jlesu Crpayce» n3 Can-PpaHunCKo, MHOTHE TOJbI OTJIMYAIOIIASCS MOBBIIIEHHON BOCIIPUUMYHBOCTBIO K
HyX/IaM cBoMX paboTHHKOB. B mione 1982 1. 3TOT ruranT mBeHHOW NMPOMBINIICHHOCTH Ha4Yal B CBOCH TJIaBHOI
KOHTOPE pa3BepThiBaTh Nporpammbl «['oBopu cBoOomuo» mis 1700 cBoumx paboTHukoOB. [lo aHamoruud ¢ Tem, 4YTO
nenatoT OaHkH, «['OBOpM CBOOOIHO» — 3TO MporpamMma KOH(HIEHIMAILHOW JABYCTOPOHHEH HMHCHMEHHOW CBSI3H.
Koopmunarop mporpammsl Katn Turapane ckasama, 4To momoOHAs MHHWIMATHBA KOMITAHHH OOBSCHSETCA TEM, YTO
«PYKOBOJICTBO OIIYTHJIO PEATbHYIO INOTPEOHOCTh CONPHUKOCHYTHCS C MHEHUSIMH M YCTAaHOBKaMU DPAOOTHUKOBY,
OCO6CHHO B CBA3HU C MMOCIICIHUMHU YBOJIbHCHUAMMU.

[lporpaMMa mepBOHaYaILHO OXBATHIBAJIA TPU Kareropud pabOTHUKOB — CIYXallHX KOMIIaHUH,
CTIEIIMAITNCTOB TI0 MOJHON OJEXJEe M3 JKWHCOBOW TKAaHW WM AareHTOB-TIOCPEIHHKOB WM TNPHMEPHO TPETh BCETO
KaJmpoBoro cocrasa. [IpoOHas mporpamma okasajach YCHEIIHOH, M ee pacmpocTpaHwin Ha Bcex 1700 paGOTHUKOB
IJIaBHOW KOHTOpBI. TWrapiuH cooOmuia, YTo B HAcTOsIee BpeMs IporpaMmMa HONyduia craryc O(QUIMaNbHOW M
MOJXKET OBITh pacrpocTpaneHa Ha 60 IPOW3BOACTBEHHBIX U cOBITOBHIX mpennpuatuii pupmsr B CIIA. ITo ee cmoBam B
paMKax nporpaMmmbl IIPUXOAUT B CPEAHEM 9 mmcem B MecAan. OOBIYHO 3TH MMOCIAHUS TIOCBAIIICHBI ITOJIMTUKEC KOMITAaHUU
1 HOBOMY KoMmiIutekcy «Jlesuc Iliazay.

TurapauH ToBOpUT, 4TO PaOOTHUKHU BBHIPAXKAIOT YAUBJIICHUE, TIOYEMY B KOMIUIEKCE OTCYTCTBYET PEIKOJUICTUS
LEHTPAITBHOTO O0JIIeTeHA (QUPMBI, TIOYEMY HENb3S H3MEHNTH Yackl Pa0OTHl THMHACTHYECKOTO 3aJ1a KOMIIAaHWH, TOYEMY
HCT CTOAHKHU JId aBTOMOOUIIEH pa6OTHI/IKOB WK TMOYEMY KOMIIaHUSA HE MOXKET HepeﬁTH K TMOJUTUKE OTPAHUYCHUA
KypeHHs B OOIIECTBEHHBIX MECTaX.

Ha miceMeHHBIN OTBET COOTBETCTBYIOIIUM YWHOBHHKaM oTBoauTcs 10 mHe#. «S B camom nene mopakeHa
OTKPOBCHHOCTbIO OTBETOB», — T'OBOPUT TI/IFap[[I/IH )51 }:[068.BJ'[$[CT, YTO HMHOTAA OHa 6BIBaeT BBIHYXJICHA O6paH_[aTBC${ K
YHMHOBHHUKY, HaIlCABILIEMY OTBET, C IPOCKOOH crienarh ero 0ojee Mo3UTHBHBIM.

Ona momyepkuBaeT, 4rto nporpamma «['oBopu CBOOOIHO» HE 3aMEHSET NPSIMOW CBSI3U C 3aBELYIOIIUMHU
noapasaeneHuaMu. IIpaBma, Korma paOOTHHMK 3aJaeT BOMIPOC, KOTOPBI OTHOCHTCS HE TOJNBKO K KaKOMY-TO
KOHKPETHOMY OTACITY, HO 3acCilyXUBACT BHUMAHUA PYKOBOACTBA KOMIIAHMH B CHJIY IIHUPOTHBI HMHTCPECOB aBTOpa,
IporpaMmma He MOXET ITOMOYb)», — TOBOPHUT OHa.

TurapnuH 3aK0oHUYMIIA YIeOHOE 3aBeICHNE, TOTOBAIIEe CPSAHNN METUITMHCKIHA MepCOHAN, U ceifyac yIuTcs B
Kanudopuuiickom yHuBepcutere B bepki, 4ToObl 10 OKOHYAHHMM IIOJIYYUTh YAOCTOBEPEHHE CHELHUATKCTa MO
yIpaBieHuro kaapamu. [Ipexe uem J1Ba roga Ha3az MOCTYNHTH Ha paboTy B pupmy «JleBu Ctpayccy», oHa 3aHUMasach
Kanmpamu B otaenenun Oenepanpaoro Pesepsroro ¢ponna B Can-DpaHINCKO.

«51 He BM)KY B 3TOM HMYETO CTPAIIHOTO, — OTBEYAET OHA Ha BOIPOC, HE YTHETAIOT JIM €€ MPUXOIAIne K Hel
kano0bl. — HanpoTuB, npsiMoli OTBET Ha NOCTABJICHHBIH B MUCbME BOIPOC MOJHUMAaeT yX. HblHEe co3aaH MexaHu3M
PaccMOTpEHHS KaI00.»

Hcemounux: San Francisco Chronicle, February 7, 1983, p. 49.

NH®OPMAILIMOHHBIE BIOJIJIETEHU, nybnukanuu 1 Buaeo3anucu oprannianui. OTHOCUTEIBHO KPYITHbIE
OpTaHM3allii, Kak IIPaBWIIO, H3/AI0T EKEMECSYHBIC OIOJUIETEHH, KOTOpBIE CoAepkKaT HMH(OpMAamWio JUIs BCEX
paboTHHKOB. B monoOHbIe exeMecsuHble OFJUIETEHH MOTYT BXOAWTH CTaThH C 0030pOM MPEAJIOKEHHH M0 MOBOIY
yIIpaBieHHs, HA TEMBbl OXpaHbl 370pPOBbS PabOTHHUKOB, HOBOTO KOHTpPAKTa, HOBOTO BHIA MPOIYKIUH HIH YCIYT,
KOTOpbIE HaMEUYEHO NPEIOKUTh IOTPEOUTENSIM B CKOPOM BpEMEHH, I0J00pKa «pabOTHHK MeECSLa», OTBETHI
PYKOBOZACTBA HAa BOMPOCHI PSIOBBIX COTPYJHHKOB.

TexHonorust BUe03anucy Jaja B pyKH OpraHu3anuii eme oHO CpecTBO GOPMUPOBAHUS UH(POPMAIIMOHHBIX
KaHanoB. Mcronbs3oBanue Buneosanuceid pupmoit «Murepuanan [lelinep» paccMoTpeHo B npumepe 6.4. AHrimiickas
¢upma «bputnm Ilerposieym» pas B KBapTan BBIITYCKaeT BHAEOTa3eTy Hoj Ha3BaHHeM «TpybompoBomy». ODta rasera
OCBEII[aCT TIJIaBHBbIE COOBITHSI B >KU3HM KOMIIAHWH, JACHCTBYIOIEH BO MHOTHX CTpaHax MHUpa, €€ PacChUIAIOT BCEM
¢umanaM M Ha cyna TaHKepHOro Quora. BumeoneHThl KOMIaHUs HCIOJB3yeT AaXe Ul TOTO, YTOOBI O3HAaKOMHTh
CBOMX pabOTHHKOB C MPEAPUHIMAEMON peopraHu3aiiei.

Oupma «Aif b DM» Takke UCTIONB3yeT BHICOICHTH. OOBIYHO OHHM CONMPOBOXKAAIOT MIeYaTHBIC MaTepuaisl. B
OJHOI W3 BUAeoNporpamMMm (UHAHCOBBIN AUPEKTOP paszbscCHSIET (DMHAHCOBBIC JOCTIIKEHHS CBOErO OTIENICHUS 3a
npomeaAmui ro1. JIeHTa A0moHeHa TOJJOBBIM OTYETOM, OITyOJIMKOBaHHBIM B MH(OPMALMOHHOM OIoJieTeHe (GUPMBI.
[lewaTHplif MaTepuall MPEACTABISET BO3MOXHOCTh OICHHTH JAHHBIE IO CYIIECTBY, a BHJCOJICHTa IT03BOJISIET
paboTHHKaM (DUPMBI COCTAaBUTH COOCTBEHHOE CY)KICHHE O CTHJIC M OCOOCHHOCTSAX PYKOBOIMTENEH, BO3IIIABIISAIOLIMX
KOMITaHHIO.



COBPEMEHHASI HWH®OPMAILIMOHHASI TEXHOJIOT'UA. TlocnegHue OOCTHXKEHUS B 00JacTh
UH(POPMAIIMOHHON TEXHOJOTHH MOTYT CIIOCOOCTBOBATh COBEPIICHCTBOBAHMIO OOMeHa MH(OpMAIEH B OpPraHU3aIusIX.
[lepcoHaNbHBI KOMIBIOTEP yXKE OKa3al OrPOMHOE BO3ACHCTBHE Ha HWH(POPMAIHIO, KOTOPYIHO PYKOBOJUTEIH,
BCIIOMOTATEIBHBIN TIEPCOHAN U pabovre PacChUIAIOT U MOTYYaroT. DIIEKTPOHHAS [T0YTa TAeT paOOTHHKAM BO3MOYKHOCTh
HAIpaBJsITh MUCHbMEHHBIE COOOIICHUS JII0OOMY YEIOBEKY B OpraHHM3alllH. JTO JOJDKHO YMEHBIIMTH TPAJUIIMOHHO
HEHMCCSIKAaEeMbIl MOTOK Teae(OHHBIX Pa3sroBopoB. Kpome Toro anmekTpoHHas moyra — 3(PQPEKTHBHOES CPEACTBO CBS3H
MEXIy JIOABMH, HaXOASIIUMHUCS B Pa3HBIX KOHTOpPAX, Pa3HBIX Topojax W JaKe B Pa3HBIX IITaTaX M CTpaHaXx.
[NocnenHre HOBOBBEACHHS B CHUCTEMax Tele(OHHOW CBSA3M MO3BOJSIOT OJAHOMY YEJIOBEKY HAMPaBUTh HECKOIBKO
COOOIICHUI pa3HBIM JIIOASM, a 3aTeM I[O3BOHHTh M IIOJIyYHUTh OTBETHI HAa HCXOAHBIC cOOOmIeHHSI. B xoze
BHJCOKOH(CPCHIIMN JFOAM, HAXOIAIIMECs B Pa3HBIX MECTaX, B TOM YHCIC M B pasHBIX CTpaHaX, OOCYKIAIOT
BCEBO3MOIKHBIE TIPOOJIEMBI, TJISI/Is IPYT APYTY B JIUIIO.

PE3IOME

1. OcymecTBiieHHEe KOMMYHUKAIMii — 3TO CBS3YIOIIMI Npolecc, HEOOXOMUMBIA JUIss JII0O0Tr0 BaKHOTO
YIPaBIEHYECKOTO ICHCTBUS.

2. KomMmyHuKaIus — 310 00MeH nHpopMarueil Mexay JIbMH.

3. Mexay opraHu3anueil W ee OKpyXEHHEM, MEXKIy BBIIIE M HIKE PACIIONOXEHHBIMH YPOBHSIMH, MEXIY
MOJPa3ACICHUAMN OpTraHu3alMy HeoOxoamM oOMeH wuH(opMmanued. PyKkoBomuTenn CBSA3BIBAIOTCA HAMPSIMYIO C
NOJYMHEHHBIMHM, Oyab TO HMHAMBUABI MM rpynnbl. CyIIECTBYIOT Takke CIyXxu — Kak HedopMmaibHas
uH(opMaIMOHHAs cHUCTEMA.

4. OCHOBHBIMH 3JIeMEHTaMH KOMMYHHUKAIIMOHHOTO IMpOIECcca SIBISIOTCS OTIIPABUTENb, COOOIIEHUE, KaHal U
TIOJTyJaTeNb.

5. Drambl npouecca — pa3paboTKa Uen, KOJUPOBaHUe U BHIOOP KaHasa, epeaada U paciudpoBKa.

6. OOparHast cBs3b, T.e. pPEaKkUMs IIOJydaTessl, IMOKAa3bIBAIOIIAs, IOHATA MM HE IIOHATA IepelaHHas
MHPOPMAIHS, TOMOTAET IIPEOIOIETh IIyM.

7. Ulym B nH(MOPMAIIMOHHONW CHCTEME — 3TO TO, YTO MCKaKAeT CMBICI BCIICACTBUE SI3BIKOBBIX DPa3IHYHUH,
pa3nuuuii B BOCHPUATHY, a TaKKe PU3NIECKUX B3aUMOJICHCTBHH.

8. Pa3nnuus B BOCIPHUATHH paclipoCTpaHEHHOH MpEerpanoi Ha myT oOMeHa nHpOopMaIeH, IOCKOIbKY TN
pearupyioT TOJIBKO Ha TO, YTO BOCIIPHHUMAIOT. Eciy y HUX pa3HbIe CHCTEMBI LIECHHOCTEN M MIPEATIOYTEHIH, OHH, CKOpEe
BCEro, OylyT BOCHPUHHMATh U HHTEPIIPETUPOBATh HHPOPMAIIHIO [I0-PA3HOMY.

9. CemaHTHYeCKHE DPACXOK/ICHHMsS, T.€. HECOBIAJCHHE CIIOCOOOB HCIIOJNIL30BAHUS CIOB M WX 3HA4YCHUH,
SIBIISTIOTCSL PAcIIpOCTPaHEHHOH MOMeX0i B MH()OPMAMOHHBIX 00MEHaX C HCIOIb30BAHUEM CIIOB KaK CHMBOJIOB.

10. HeBepOasibHble CHIHAJIBI MOTYT 3aTPYAHSITh KOMMYHHKAIMIO, €CJIM OHH BCTYIAIOT B MPOTHBOpEYHE CO
3HAUYEHHEM CIIOB.

11. TInoxast oOpaTHast CBSI3b M HEYMEHHE CIIYIIATh MeMatoT 3P PeKTHBHOMY 00MEeHY HHpOpMAaIHeii.

12. PykoBOOHUTENb MOXKET MOBBICUTH 3PPEKTUBHOCTH MEXINIHOCTHBIX 0OMEHOB, ITPOSICHSS HJIEH 0 TOTO, KaKk
COO6H_[aTI) HX, YUUTBIBAsA BO3MOXKHBIC pa3jINiyusd — CEMAHTHUKU U BOCIIPUATUA, — MPEACTABIIAA 3HAYCHUE A3bIKa 1103,
JKECTOB M MHTOHAIINH, UCIIOJIB3Ys SMIIATHIO M OOLIPsisi (JOPMHUPOBaHNE OOPAaTHOM CBSI3H.

13. PacmpocTpaHeHHBIMH TPEMATCTBHAMU Ha MyTAX oOMeHa wHH(poOpMalmued B OpraHU3alusaX CIyXaT
¢bunbTpanys IUIOXMX HOBOCTEH NOAYMHEHHBIMH, Ieperpy3ka HH(OPMAIMOHHOW CETH M HEYIOBJICTBOPHUTEIbHAS
CTPYKTYpa OpTraHH3allHu.

14. Obmen mH(popMaIHeli B OPTaHU3AIWNA MOXKHO YIY4YIIHTh, CO31aB CHCTEMBI OOPaTHOHM CBS3S, PEryIHpys
UH(pOpPMAIMOHHBIE IOTOKH, IpEJIpPHHAMAs yNpaBlieHYeCKue MAEHCTBUs, CIocoOCTBYIomKEe (HOPMHUPOBAHHIO
BOCXOJSIIIMX U OOKOBBIX BeTBEH MH(POPMAIMOHHOTO OOMEHa, pa3BepThIBas CUCTEMbI cOOpa MPEJIOKEHH, rmedaTas
Marepuansl MH(GOPMATHBHOTO XapakTepa JUlsl HCHOJBb30BaHUS BHYTPH OpraHM3allMM M TIPUMEHSS JOCTH)KEHMS
COBpPEMEHHOW NH(POPMAITMOHHOH TEXHOIOTHH.

BOIIPOCHI AJIs1 OBCYXJAEHUS

1. TTouemy 3 peKTHBHBIE KOMMYHHUKAIIWN BaKHBI IJIs1 PYKOBOAMTEICH W OpraHU3aIiii?

2. [louemy pyKOBOJMTENH JOJDKEH paclojaraTb BO3MOXKHOCTMHE JUis 3 QEeKTUBHOr0 oOMeHa nHdopMmanueii ¢
BBILICCTOSIIIUMH, PABHBIMH MY U TIOTYNHCHHBIMHU?

3. Kakum 00pazoM opraHuzaiys MOXeT ONpeenTh 3 (HEeKTHBHOCTh CBOUX KOMMYHHUKALMH?

4. NUneatudunupyite 1 0OCyIuTe CBI3aHHBIC C HHANBUIAMU, TPYIIIAMU W OpTraHA3aluei GakTopsl, KOTOPHIE
BJIMSIFOT Ha Mpoliiecc oOMeHa nHdopmanueii a: a) 0oybHuUIlE, 0) YHUBEPCHTETE, B) HA METALTYPIUIESCKOM 3aBO/IC.

CUTYAIUSA JJIS1 AHAJIN3A
Ynpaenenue xommynukayuamu 6 kopnopayuu «MaxKeccony



B 1984 r. xopmopamus «MakKeccon» mpmoOpena ¢upmy «UsmmmoH WHTEpHAIIHIY, MPOU3BOIAIIYIO
KOHTOPCKOE 000PYIOBaHHE U PACIIOJIAraouyto 17 cObITOBBIMH LIEHTPaMH, «(PYHKIIMOHUPOBABIIUMHU MPAKTUYECKH 0e3
BMEIIATENBCTBA U3 IIaBHOW KOHTOPBD. DTO HEBMEIIATEILCTBO 03HAYAI0, YTO «CEeMHAIIaTh OTIENeHUH QUPMBI UayT
10 CEeMHAJAIATH pasHbIM HANpaBICHUSAM», PE3YJIbTATOM YEro B 3HAYMTEIBHOM Mepe craja pemyTraimus (QupMbI
«YUsmnmon MHTepHIITHIY — «BEYHOTO ayTcaiiiepa B CBOSH 00IacTi.

K 1986 r. otnenenue «Oduc npoaakTc AMBIKH» (3aHMMaBIIeeCss KOHTOPCKUM 000pYI0BaHHEM) KOPIIOpaLuu
«MakKeccon» yBenuumiio cBoro BEIpYdKy Ha 40%, a Jrydmivne TOproBble areHThl HOOMIIM BCE MPEABIIYIINEe PEKOPAHBIE
mmoKazaTenn oobeMa mpomax. UTo e crmocoOCTBOBAIO TakoMy OBICTpoMy mpeoOpazoBanmio? B 3HaumTenpHON Mepe
ycrex ObUT 00YCITOBJICH M3MEHEHHEM MOAX0/a K 00MeHy HH(pOpMaIUeid.

Bckope nociie npuobperennst gupmel «Usmnuon» JInana boc Obuta Ha3HAaYEeHa BHUIE-TIPE3UICHTOM I10 COBITY
kxoprnopannu «MakKeccor». Boit OpicTpo moOHsIA, 9TO MEXOYy TOPTOBBIMH areHTaMu HeT 3(dexkTnBHOTO 0OMEHa
nHpOpMaMeii — WHOTAA OHA OTCYTCTBYeT IIOJHOCTBIO — II0O3TOMY HEBO3MOXKHA COBMECTHas paboTa Hal
OMpene/ieHHeM TEKYIIUX W IEePCIeKTUBHBIX mened. [lmoxoit oOMeH wuHpoOpMmammed crajl [IaBHOW MOMEXOH [yis
MOBBIIIEHNS 3((PEKTUBHOCTH pabOTHl OpraHu3aliy. B COBEpIIEHCTBOBAHWN HYXIAJIUCh KOMMYHHMKALUH KaK MEXIY
OTACNBHBIMU JIIOABMH, TaK ¥ B opraHnzanuu B emom.

Boc ycraHoBuia, YTO OTCYTCTBYET MEXaHHU3M CHUCTEMaTHYECKOTO OOMEHa HJIESIMH MEXKIYy TOPrOBBIMHU
areHTaMmu. [ 1aBHasi momMexa 3akiro4anach B TOM, YTO OHM HUKOT/IA HE BCTpedanuch. [laMsaTHEIE 3aIMCKH KYypCHPOBAIN
B3af-BIEPEl, HO B CHJy HENPEPHIBHBIX Pa3be3fOB arcHTOB 3TH 3allMCKH YacTo JIeKanu Oe3 nema HemensaMmu. boc
YCTaHOBUWJIA TAKXKE, YTO «TPYJHO MPOOYIUTH BOOAYIIEBICHUE U SHTY3Ha3M C IOMOIIBIO KJlouka Oymaru». OHa penruia
CO3J1aTb MCXaHU3M OITOBCIICHUA TOPTIOBBLIX ar¢HTOB O pa60Te HUX KOJJICT, l'[pPIFOL[HI;Iﬁ TAKXKE JIsd obMeHa UaAcCIMu "
MIPEATIOKEHUSIMA | TTOTydeHHs1 HeoOxoanmoi nHpopmanuyu. OHa mocyntana HEOOXOAUMBIM, YTOOBI KaXKIbI areHT B
OJTHO H TO K€ BPEMsI MOJyJasl OJHY M Ty K€ MH()OPMAIHIO MO HOBBIM H3ZCIHAM, MEPOTNIPUATUSAM 10 TPOIBHKECHHIO
MPOAYKLIMHU Ha PBIHOK U PAa3JIMYHBIM IIPOrpaMMaM.

Boc yupenuna exemecsyHble, NMPOAOJIKUTEIBHOCTBIO B PabOUYMil J€Hb COBEIIAHMS 10 COBITY NPOIYKIHH
(¢upMBI, 9TOOB HAJIAAWUTH ABYCTOPOHHUH O0OMeH WH(popMaImel MeXIy ITITaBHOW KOHTOPOW M COBITOBBIMU IIEHTPAMH,
croco0CTBOBaTh 00MeHy WHQOpMalueil Mexay TOProBbIMH areHTaMH, Ie€HEepUpoBaTh HOBYIO HHGOpPMALUIO U
obecrieunBaTh, B ONpEIeNICHHON Mepe, 00ydeHue epcoHana.

Tenepb coBerianust TPOBOMATCS pa3 B Mecsl B KXJIOM U3 17 COBITOBBIX LIEHTPOB, OOBIYHO B MOCIEIHIONO
MISATHUIYY MECSIa, U MPUCYTCTBHE HA HUX 00s3arenbHO. bazoBas opma Takux coBemaHWi CTaHAAPTU30BaHA, OJHAKO,
KaX[bIi YIIPaBISIFOLIMIL 110 COBITY BIIpaBe KOPPEKTUPOBATH IIOBECTKY JIHS C Y4ETOM COOCTBEHHBIX (JAHHOTO COBITOBOTO
LIEHTpa) noTpedHOoCTel. SIpo MOBECTKM JHS M KIIOYEBBIE TEMBI orpezenseT boc n ee COTpyIHHUKH, a perHOHAIbHBIC
YIPaBIAIONINE 1O COBITY MOAMGHUIMPYIOT MX B 3aBHCHMOCTH OT KOHKPETHBIX HYXKA M «HEMOBTOPHMOCTH» HX
C6LITOBBIX HCHTPOB U TOPIrOBLIX ar¢HTOB.

OOparHast cB3b C MECTaMM — OJHO W3 IJIaBHBIX JOCTOMHCTB NOJOOHBIX coBemanuid. OOparHas CBsI3b
BCTPOEHA B CHUCTEMY C MOMOINBIO (hOPMYIIsipa, KOTOPBIM depe3 HEAENI0 IMOcie KaKIOTO OYEpPETHOTO COBEIAHMS
PETHOHANBHBIC YIIPABIAIONINE HAPaBIAoT boc. B atux dopmymnsapax conepxutcss HHOPMAIHS O TOM, «KAK IIPOIIIO
COBEII[aHUE, YTO UJIET XOPOLIO, a YTO IJIOXO0, B 4eM TPeOyeTCs IOTIOTHUTENbHAS TIOAIEPIKKaY.

Boc crapaercst ObICTpO OTBEUaTh Ha BONPOCH U PEardpoBaTh Ha MPEIIOKEHUS, IIOCTYIAIONINE C MECT, YTOOBI
YCIETh K CIIEAYIOMIEMY COBemannio. «O4UeHb MPOCTO 3asBUTh — AaiiTe HaM HY)XHYIO HH(OpMannio, HO 00ECIEINTh e
HNPUTOK — 3TO COBCEM PYToe JIeI0, [I03TOMY Mbl BCEIZla OTBEYaEM CBOUM COTPYIHHKAM)», — T'OBOPUT OHA.

PernonanpHble ynpaBisiompe cOBITOM MOHAuyaly cierka CONPOTHBISUIMCH uaesiM boc, HO ceromHs
HalpasisIOT B TJIaBHYIO KOHTOPY Bce OombIie 1 OoJbIe IpeutoskeHnil. TOproBbie areHThl BCE aKTHBHEE BOBJICKAIOTCS
B ©KEMECSUHbIE COBEIaHUs, IOCKOJIbKY TaM OOCYX/IAIOTCs yIauHble BApHAHTbl CTPATErWu ACHUCTBUIA M IPOUCXOJMUT
obmeH mnosiesHoi uHpopmanmeil. [lo cooOmieHnsM, OHM Hayanu OOCIY)KUBAaTh MOTpeOUTENCH M IMOCTABIIMKOB C
OoJIPIIMMHK  3HTY3Wa3MOM U npodeccnoHamuzmMoM. HoBas KoOMMyHHMKalMOHHas artMmocdepa crocoOCTBOBana
«CMEIIECHHIO aKIIEHTOB Ty/a, Ky/a Hy)KHO OBbUTIO KOMITaHHW». CIIEHAINCTBI M YIIPABISIFOIIUE 110 COBITY IPUBETCTBYIOT
pacuiupenue nHGpopMaroHHOro ooMeHa. OHM CUUTAIOT, YTO CEMHAJIIATh OTAEJICHNH Terepb COOpaHbl B AMHOE 1IEN0e
1 COCTABJISIIOT YacTh KOMITAaHHH, JBIDKYIIYIOCS B YETKO OIIPEAEICHHOM HalpaBJICHUH.

Hmounux Leslie Brennan, «McKesson Takes to Meeting Monthly», Sales and Marketing Management,
January 13, 1986, pp. 28-29.

Bonpocsl

1. KakumMu ObUIM HEKOTOpbIE M3 Mperpajg Ha MyTsX HHPOPMAIHMOHHOTO OOMEHa, KOTAa KOpIOopaius
«MakKeccon» mpuobpena pupmy «HUamnuon MHTEpHIIIHID?

2. KakumM 00pa3oM exeMecsYHbIe COBEIIAHUs MO COBITY CIOCOOCTBYIOT HH(MOPMALMOHHOMY OOMEHY MEKIY
OT/ACNBHBIMU JIFOJIBMU M BHYTPH OpraHu3aiun?

3. Kakum oOpa3som cranmaptu3oBaHHas  (opMa  [POBEACHUS  COBEIIAHHWH  CHOCOOCTBOBaIA
COBEPLICHCTBOBaHMIO oOMeHa MH(popMauueid? YTo crenaHo Ui MPEOJONICHUS M3bSHOB TAKOW CTAaHIApTH30BAHHOW



¢dhopmer?

4. ObcynuTe pa3iUYHbIC MEXaHH3MbI, [MOCPEICTBOM KOTOPBIX OOpaTHasl CBsi3b MOBbICKIA 3(P(PEKTHBHOCTH
nH(GOPMAIIMOHHOTO OOMCHA.

5. KakoBbl HEKOTOpBIE TOCTOMHCTBA HOBOM CHUCTEMbl KOMMYHUKALIU?



