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INEPEAMOBA | 6

INHEPEIMOBA

TeopeTHuHUM CTPUKHEM €TUKH TNPOQPECIHHUX KOMYHIKAIll € MHUTaHHSA B
3a0e3nedyeHHl  €QEeKTUBHOrO  JiI0BOro  crnuikyBaHHs. OCKIIbKM — €(EeKTHUBHE
CHUIKYBaHHS — L€ TMpouec oOMIHY iAesiMH, TyMKaMH, 3HaHHSMHU Ta JAaHUMH, 1100
MOBIJIOMJIEHHS OyJI0 IPUHUHATO Ta 3p03YMLIIO 3 SICHICTIO Ta IijecnpsMoBaHicTio. Koau
MU e(EeKTUBHO CHUIKYeMOCS, 1 BIANpPaBHUK, 1 OJEpKyBau BIAUyBalOTh cebe
3a/I0BOJICHUMH.

VYMmiHHS €eKTUBHO CHIJIKYBATHCS — OJIUH 13 HAWTOJIOBHIIIMX YMHHUKIB YCITIXY
B Oy11b-sK1l cdepi cyyacHoro kutts. [loOyayBaTu Kap'epy, 3aBECTH HallIMHUX APY3IB,
BJIAIITYBAaTH CBOE OCOOMCTE MKUTTSI, JJOMOITHCS YCIIXy 1 BUSHAHHS HEMOXJIMBO 0O€3
yMiHHS €(DEKTUBHOTO CIIJIKYBaHHS.

KoMyHiKaTBHA KOMIETEHTHICTh € HaAIMHUM (PYHIaMEHTOM 3J0pOBUX
MDKOCOOMCTICHUX CTOCYHKIB 1 MpodeciiHOro ycmixy. BIocKkoHaneHHS HaBHUUYOK
MI>)KOCOOMCTICHOTO CIUIKYBaHHSI MOX€E BIAKPUTH NEPE JIFOAUHOIO HOBI MOMJIMBOCTI.
Konum Mu mpaBuibHO 1 TOYHO BHUCIOBIIOEMO CBOi JYMKH, Halla TO3HINS CTae
3pO3yMIJIOI0 1HIIUM JIOAsM. ToMy, WMOBIpHIINIE, IO HaM BJACTbCS JOCITTU
B32€EMOPO3YMIHHS.

BuBuenns mucnururinu 3abesnedye (GopMyBaHHA Yy (axiBIIB 3/IaTHICTb,
YCHIIIHO J0JIATW MDKKYJBTYpPHI HEMOPO3YMIHHS Ta KOH(IIKTHI CUTyalli, J0JaTH
CTEPEOTUIIM y CTOCYHKax; PO3BUBATH MPOQPECIiHI MIKKYJIbTYpHI KOMYHIKAaTHUBHI
KOMIIETEHTHOCTI, OyTHM 3JaTHUM 3aCTOCOBYBaTH HaOyTl 3HAaHHS Ta BMIHHA Ha
po0OOYOMY MiCIIi Ta peaIbHOMY KHUTTI; €(EKTUBHO KOMYHIKYBAaTH, MPOBOAUTH AUCKYCIT
Ta BUCJIOBJIIOBATH CBOIO IYMKY.

Tomy, cnermiamict, mpodeciiiHa TIIBHICTh SKOTO TOJIATae B 3a0e3medeHH1
e()EeKTUBHOTO A1JIOBOTO CIIJIKYBaHHS, TOBUHEH BOJIOJITH MEBHUMH 3HAHHSIMU OCHOB
KOMYHIKaTHBHOTO TIPOIIECY 1 HABUYKAMH BeJIeHHS 1H(OpMaIliifHo1 Ta KOMyHIKaIiiHOT

TUSITBHOCTI B PI3HUX CEPEIOBUIIAX.
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PO311J 1. OCHOBU KOMYHIKALII{

1.1. Komnmuermniiss KOMyHiKaIiii

1.2. ®yHkIii komyHikamii

1.3. [TIlpouec komyHikari

1.4. Jler’sTh akcioMm KoMyHiKaiii MakieHHaHa

1.1. KouHuenmisi KoMyHikaiii

Communication can be defined as
“the process of one person
stimulating meaning in the mind
of another by means of a message
(McCroskey, 2016, pp. 20-21).

Komynixayis — ue npoiiec oomMiHy iHGopmarliero (hakrtaMu, i1esIMU, TOTIISIaMH,
EMOIlISIMU TOIIO) MDK JBOMa abo OiuibIle oco0aMM, CHUIKYBaHHS 3a JIOIMOMOTOIO
BepOabHUX 1 HeBepOadbHUX 3aco0IB 13 METOI TepelaBaHHS Ta OJICp)KAHHS
iH(popmarii. [Ipore cam hakT 0OMiHY 1HPOpPMALII€IO 1I€ HE CBITYUTH PO KOMYHIKAIIIO,
OCKUJIBbKM 1H(OpMaIlis, M0 MepenaeTbes, MoKe OyTH He3po3yMijia JJisi TOro, XTO ii
OTPHUMYE.

KoMyHikariii — 1ie He TUIbKKM 00MiH 1H(pOpMali€ro, 11 3MICTOM, a i pi3H1 hopmMu
3B'SI3KIB MDXK JIIOJIbMH, 3aCHOBaHI Ha OYJb-SKMX CTOCYHKaX, sIKi CIPSIMOBaHI Ha
JNOCSTHEHHs 11ie opranizamii. Ile ocoOnmBa ¢gopma BIUIMBY Ha CHIBpPOOITHHKIB
IIMPUEMCTBA Ta Cy0'€KTIB 30BHIIIHBOTO CepeloBHINA. I, K0 BOHU peaji3oBaHl Ha
BUCOKOMY TipodeciiiHOMy piBHI, TO iX €(QEKTUBHICTh B CHCTEMi YINpaBIIHHS
BU3HAYATUME SIKICTh YIIPABIIHHS 1 IKICTh YIIPABIIHCHKHUX PIIICHb.

3a pI3HUMU CIIOBHUKAaMU BU3HA4YCHHS €(pEeKTUBHI KOMYHIKaTHBHI HABUYKH TaKi:

«EdexTuBHI KOMyHIKaTHBHI HABUYKH BKJIFOYAIOTh YUTAHHS O Ty0ax, MpaBOMKC
MajblliB, MOBa JKECTIB; JJI1 BHUKOPHUCTAHHS HABHUYOK MIDKOCOOMCTICHMX BiJHOCHH,
MIKOCOOMCTICHUX CTOCYHKIBY.

«EdexTuBHI KOMYHIKaTUBHI HaBUYKU — 11€ BMIHHSI BUKOPHUCTOBYBAaTH MOBHY
(peulenTUBHY) Ta €KCIIPECUBHY 1H(HOPMAITIION.

«HaBuuky e(eKTUBHOrO CHUIKYBaHHS — 1€ Hal0lp HaBUYOK, SIKI Jal0Th
MO>KJIUBICTh JIIOJIMHI TepenaTd i1HQopMaliio Tak, 100 BoHa Oyla OTPUMAHOIO 1

3pO3yMLIIOH0.



PO3/IIJT 1. OCHOBY KOMYHIKAILIIT

YMmiHHS €eKTUBHO CHIJIKYBATHCS — OJIUH 13 HAWTOJIOBHIIIMX YMHHUKIB YCITIXY
B Oy Ib-sIKiil cepi cyuacHoro xutts. [loOyayBaTu kap'epy, 3aBeCTH HalIHUX JIPY3iB,
BJIAIIITYBaTH CBOE OCOOMCTE JKUTTS, TOMOTTHUCS YCIIXy 1 BU3HAHHSI HEMOXJIUBO 0€3

yMIHHS €()eKTUBHOT'O CII1JIKYBaHHSI.

Ability to communicate effectively

KoMyHikaTBHA KOMMETEHTHICTh € HaAIMHUM (PYHIAMEHTOM 3J0POBUX
MIP)KOCOOMCTICHUX CTOCYHKIB 1 MpOQecIHHOro Yycmixy. BIOCKOHaneHHs HaBHUYOK
MI>KOCOOMCTICHOTO CITUIKYBaHHSI MOXE BIIKPUTH TEPE]1 JIIOAUHOIO HOBI MOYKJIMBOCTI.
Konu Mu mnpaBuUiibHO 1 TOYHO BHCIOBJIIOEMO CBOI JYyMKH, Halla TO3UIlS CTa€
3pO3YyMUIOK0 1HIIMM JIIOAsAM. Tomy, WMOBIpHilE, 110 HaM BJIACThCSA JOCSITTH
B32EMOPO3YyMIHHSI.

Kareropis “crninkyBanHs” € 0a30BOI0 JjIsi Teopii KomyHikalliid. IcHye Garato
MIIXO/IB /10 ii TIyMadeHHs. 3 TOYKH 30py MEHEIKMEHTY CIUIKyBaHHS — 1 (opma
TUSITBHOCTI, 0 3IMCHIOETHCS M1XK JIFOABMU SIK PIBHUMHU TTapTHEPAMHU, 1110 TTPU3BOIUTH
710 BUHUKHEHHSI TICUXIYHOTO KOHTAKTy, 10 BUSBISEThCS B OOMIHI 1H(pOpMaILi€to,
B3aEMHOMY BIUIMBOBI, B3a€EMHOMY CHIBYYBaHHI Ta B3aeMOpo3yMiHHi. lle nB0OGIUHA
JUSIITBHICTD, CITUTBHUM 3B’ 130K MK JTIOJbMHU.

CrinkyBaHHS — 1€ B3a€MOJIS, B3a€MOBIIHOCHUHHM. CTOpOHAMHM TaKHX
B3a€MOBIJTHOCHH € JItO]IU, Cy0’ €KTH CIIKYBaHHs. B OCHOBI CIIIKyBaHHSI, HACAMIIEPE,
JISKUTH CTABJICHHS JTFOACH OJWMH JI0 OJTHOTO. AHATI3YIOUH CyYacHY JIiTepaTypy, MOKHA
BUJIUTMTH HACTYITHI ACTIEKTH JOCIIKEHHSI CITIJIKYBaHHS:

1) iadoOpMaIliiiHO-KOMYHIKATUBHUN (K BHUJ OCOOMCTICHOI KOMYHIKAIli, B

8
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npoiieci sSIKoi BiI0OyBa€eThCs 0OMIH 1HGOPMAITIEI0);

2) iHTepaKiMHuM (K B3a€MO/Iis 1HAMBIIIB B IIPOIlECl Koorepailii);

3) akceosoriyHui (K mpoiecy 0OMiHYy HIHHOCTSIMH);

4) THOCEOJIOTIYHHMH (JIFOAMHA BHUCTyMHae SK O0’€KT 1 CYO0’€KT COIIaJIbHOTO
Mi3HAHHS);

5) HOpMaTHBHUH (Miclle Ta pPOJb CIUIKYBaHHS B IPOLECI HOPMAaTUBHOTO
peryJIfoBaHHS MOBEIIHKM 1HMBIAIB, a TAKOXK IPOIIeC Mepeiadi Ta 3aKpirjieHHs] HOPM
y 3BUYaiHIHN CB1IOMOCTI, peaJbHOTO (PYHKIIIOHYBaHHS CTEPEOTHUIIIB MMOBEAIHKN);

6) ceMUOTHYHUM (CIIUIKYBaHHS BUCTyNaE K cnenudiyna 3nakoa cucPO3 /1T,
3 OJHOTO OOKy, 1 SIK MOCEpEIHUK B (DYHKIIIOHYBAHHS PI3HUX 3HAKOBUX CHUCTEM, 3
HIIIOTO);

7) comiadbHO-MIPAKTUYHUN  (IIpaKceoyioriyHuii)  (mpolec  CHUIKYBaHHS
PO3TISAAAETHCA SIK OOMIH JiSIbHICTIO, 311I0HOCTSIMU, BMIHHSIMA Ta HABUKaMHU ).

Y  «Ipupoai putopuuHoro cnouikyBaHHs» MakKpocki (2016) mnoainse
CHUJIKYBaHHS Ha TP KaTEropii:

CnuiKyBaHHS € «3aMIHHUKOM CJIOBa IMOB1IOMJIEHHS.

KomyHikaiii — 11e «rpoiiec nepeaadi moBiIOMJIEHb 3 OJTHOT'O MICIlS B 1HIIIEY.

CrinkyBaHHS — 1€ «IIPOILIEC, KOJIM OJ[HA JIFOJIMHA CTUMYJIIOE CEHC Y CB1JIOMOCTI

1HIIIOI 32 JTOIIOMOT' OO ITOB1TOMJICHHS .

1.2. ®@ynkunii komyHikamii

KomyHikarrisi BUKOHY€ KUJIbKa BaKITUBUX (QYHKIIHA JIJIST AKUTTS JIFOACH, 30Kpema,
TaKi:

3aoosonennss nompedu y cninkysanni. Bei monm — comianbHi icTOTH. Mu MaemMo
noTpeOy B IHIIUX JIIOJAX TaK camo, K y 1K1, BOMI, AaXy HaJ TojoBor. [[Boe momei
MOXYTh TOJMHAMHU OOTOBOPIOBATH pI3HI JpIOHUI, MPO SIKI 3 YacOM HAaBITh HE
3rafatoTh. BoHN IpOCTO 3a10BONBHSIM 0a30BY MOTPEOY B JIOACHKOMY CIIIKYBaHHI.

Ymounenns ysenenns npo cebe. 3a ITONOMOTOK KOMYHIKAIli MU Ji3HAEMOCH,

SIKMMHW MU € Ta K JIOJU p€aryroTb Ha Hally HOBe,Z[iHKy.



PO3/IIJT 1. OCHOBY KOMYHIKAILIIT

Jlemoncmpysanns nogacu 00 iHwo2o. 3yCTPIBIIA 3HAWOMY JIIOJMHY, MU
ropopumo: «Sk crpaBu?», «lllo HOBOro?», «IlpuBit!» Tomo. B Takuii crnocid mu
MOKa3ye€MO, IO BUPI3HAEMO IO JIOJUHY 3-TIOMDK IHINIAX, TOOTO JEMOHCTPYEMO
noBary. SKIo HIYOrO He TOBOPUTH — PUBUKYEMO 3aCTY>KUTH PEIyTallil0 3BEpXHBO] 1
HETAaKTOBHOI JIFOAUHMU.

Pozbyoosa cmocynxis. Uepe3 chigKyBaHHS MH HE TUIBKH 3HAHOMHMOCS 3
IHIIUMU JIIOJIbMU, a 1, 10 HAMBa)JIMBIIIE, BCTAHOBIIOEMO CTOCYHKH, SIKI MOXYTb
PO3BUBATHUCH 1 MOTTIMOIIOBATHCH, 200 TICYBATHCh 1 3aMOPOKYBATHUCH.

Oomin  ingpopmayicro. Yactuny  1Hdopmallii MU OTPUMYEMO  uepes
CIIOCTEPEKEHHS, YMTaHHS, TEPEryisl TeleBi3opa. [HIIy 4YacTuHy — dYepe3 mpsme
CHUIKYBaHHA 3 JoAbMU. Koy MU BUpIIIy€eMO, 1110 BAATHYTH ab0 32 KOTO TOJI0CYBATH
Ha BUOOpAxX, MM PaJIUMOCS 3 HABKOJIMIIIHIMHU. Y TaKWX BHMAJKax BiAOYBaEThCS OOMIH
MOB1JIOMJICHHSIMH, III0 BKJIIOUAE Mepeavy il oTpuMaHHs 1HpopMariii.

Bnaue na inwux. HaBpsin um 3HaiieTbcs xoda O OJUH JIeHb, KO O MU HE
cnpoOyBaiy BIUIMHYTH Ha YHUIOCh TMOBENIHKY — IEPEKOHATH JpPY3iB CXOJUTU B
KOHKPETHHI PECTOpPaH, 3MYCHUTH YOJIOBIKA KMHYTH MAJMTH a00 YMOBHTH BHKJajada

IIOCTAaBUTHU BaM Kpally OI_[iHKy.

1.3. TIlpouec komyHikamii

Jlnst 3a1icHeHHs TTpoliecy KOMYHIKallii HeoOXiAH1, MPUHAKMHI, YOTUPU YMOBH

HAABHICMb WOHALIMEHULE 080X OCID:

— BIJITIpaBHUKAa — COOHW, sKa TeHepye I1HQOpMallio, [0 MpU3HAYEHA s
nepeaui;

— oJiepKyBada — 0coOH, JIJIs SIKOi MpU3HaueHa iHdopmaItis, o nepeaacTbes;

HAs8HICMb  NOGIOOMAEHHs, TOOTO 3aKOJ0BAHOI 3a JOMOMOroI0 Oyab-sIKUX
CUMBOJIB 1H(}OpMaIii, pU3HAYEHOI [ Iepeayi;

HAA8HICMb  KAHANY KOMYHIiKayii, TOOTO 3aco0y, 3a JIOMOMOTOI0 SIKOTO

nepeaaeTbes 1HpopMallis;

10
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HAABHICMb 360POMHO20 38'A3KY, TOOTO TIPOIECy Iepenayl MOBIIOMJIEHHS Y
3BOPOTHOMY HAIpsIMKY: BIJ OJEpXKyBaya JO BiANpaBHUKA. Take MOBIAOMIICHHS
MICTUTh 1HGOpPMAIII0 TPO CTYMiHb COPUUHATTS W 3pO3yMUIOCTI OTPUMAHOIO
[IOB1IOMJICHHS.

Y mporeci KOoMyHiKalii BHUPI3HSIOTh Taki emanu: GOpMyBaHHS KOHIICTILI]
oOMiHy iH(oOpMaIli€ro; KOAyBaHHA Ta BUOIp KaHay; Iepeaada MOBIIOMIICHHS depe3
KaHaJI;, ICKOAYBaHHS;, YCBIIOMIJICHHS 3MICTY 1/1€1 BiJIMTpaBHUKA; 3BOPOTHIHN 3B'S30K.

Po3risiHeMo nieTanbHile 3MICT KOXKHOTO 3 €TariB Mpolecy KOMYHIKaIlii.

1. Ha erami dopmyntoBaHHs KOHIENIi 0OOMiHY 1H(OpPMAIIIEI BIIMPABHUK
BUpIIIYE, SIKy caMe iH(popMallilo BiH Oaxkae 3po0uTH mpeaMeToM KomyHikarii. [lpu
bOMY BIAIPABHUK MAE:

a) 3HATU METY KOMYHIKaIlil (40ro BiH HAMara€eThCs JOCSTTH);

0) yCBIIOMJIIOBATH BiANOBIIHICTh KOHIIEMNI[lT KOMYHIKAI[ll KOHKPETHIN CUTYyalii
(mopeuHicTh OOMIHY 1H(POPMAITIEIO 3 THIIOK 0CO00I0).

2. KomyBaHHs — npoliec nepeTBOPEHHS KOHIIEMIT KOMyHIKAIlli y TTOBIIOMJICHHS
3a JOMOMOTOIO CIIiB, 1HTOHAIIIM T0JIOCY, PUCYHKIB, JKECTIB, BUpa3iB 00JUYYS TOIIIO.
[ToBiIOMIJIEHHSI € peaTbHUM MPOIYKTOM MPOIIECY KOTyBaHHS 1H(POpMAIIii.

Pe3ynbTaTuBHICTH KOJYBAHHS 3aJI€XKUTh BIA:

— 3[1I0HOCTEN BIANpPaBHUKA KOAYBAaTH 1HGOpMALIiIO i OOMIHY;

— CTaBJICHHS BIJIIpaBHUKA N0 1HGOpMAIIii, sIKa KOTY€EThCS,

— CTyIeHs 0013HaHOCTI BiANPAaBHUKA NPO 1H(OpPMAIIIIO0, IO KOIYEThCS;

— COLIOKYJIBTYPHOT'O CEpEIOBHILA, B IKOMY 3HAXOJIUTHCS BIAIPAaBHUK.

Ha 1mpomy x etami BUOHMpaeThcs KaHa KOMYHIKallii — 3aci0, 3a JOMOMOTOI0
AKOro mnepenaerbes iHGopmariis. Ha BuOip kKaHamy KOMyHIKallli BIUIMBAIOTh TakKi
bakTopu:

— TUI CUMBOJIIB JIJIs1 KOJyBaHHs 1H(opmarii;

— XapakTep NOBIJOMIICHHS,

— BaromicTh 1 IpUBaOIUBICTh KaHATY IS OJIepP)KyBaua;

— KOHKPETHI NepeBar (HEeI0IIKK) TOrO YU THIIOTO THUITY KaHAITy.



PO3/IIJT 1. OCHOBY KOMYHIKAILIIT

Jns  miABUINEHHS — PE3YJbTaTMBHOCTI  KOMYHIKAIlli  PEKOMEHAYEThCS
BUKOPHCTOBYBAaTH JiBa a00 OuIbllle KaHaJIB JUIS Iepeaadl OJHOrO 1 TOTO XK
MTOBITOMJICHHS.

3. Ilepemaya mMOBIAOMIICHHS 1O KaHalIy € JIOCTaBKa TOBIJOMJICHHS BiJl
BIIMpaBHUKA 110 OjepKyBada. Ha 1poMy eTami CYTT€BHUM € BIUIMB TEPEITKO
(,,imymiB”). Tlepemkonu — 1€ Bce, MO0 CIOTBOPIOE (BUKPHUBIIIOE) CYTHICTH a00 3MiCT
MOBIJIOMJIEHHS. BOHM MPakTUYHO 3aBXAM CYNMPOBOKYIOTh KOMyHIKalli. JisabHICTh
MEHEJ)KEpa 3 YIPaBIIHHSI KOMYHIKAIIsIMU 0arato B 4oMy TOB'Si3aHa 31 3'SICyBaHHSIM
MPUYMH ITYMIB 1 ITOCIa0JICHHSAM iX BIUIMBY Ha KOMYHIKAITiIO.

4. JlexogyBaHHS O3HAuYa€ MEPEKJIaJl OTPUMAHOTO TMOBIIOMJICHHS Yy ¢opMy,
3po3yMuty 1St oAepkyBada. Ko cuMBoiin, oOpaHi BiAPaBHUKOM, MalOTh OJIHE 1 T
came 3HaueHHs JUIsl OJIep’KyBaya MOBIJOMIICHHS, OCTaHHIHM 3p03yMi€, 1110 MaB Ha yBa3i
BiANpaBHUK. Ha mnpakTuil ojepkyBad dacTille TIYMauuTh CYTHICTh Ta 3MICT
MOBIJOMJICHHS 1HaKWe, HLK BIAOpaBHUK. o TOro » ciig BpaxoBYyBaTW BILUIMB
nepemko/1 (IryMiB). Yce 11e, 3pelITor, BUMarae 31MCHEHHS I'sITOT0 €TaIry MpoIecy
KOMYHIKaIlii.

5. 3aiIroYHMIM eTan KOMYHIKAIi — I1e 3BOPOTHIN 3B'A30K — MPOIEC, B STKOMY
BIJINPABHUK 1 O/IEPKYBad MIHAIOTHCS MICHSIMU (OJ€p>KyBad MOBIIOMIISIE BIAIPABHUKA
PO T€, SIK BiH 3p03yMIB 3MICT NoBioMiIeHHs). [Ipu iboMy onepKyBau:

— Kofye iH(opMaIlito Npo CIPUUHATTS MOBITOMIICHHS;

— o0upae BIAMOBITHUNA KaHAT KOMYHIKAIIIT,

— TIepeiae 1e MOBIIOMJICHHS BiITPaBHUKY.

BianpaBHuUK, y CBOIO Uepry, IEKOIy€ 11€ TIOB1AOMIICHHS, TTOPIBHIOE 1HHOPMAIIIIO
BIIMPaBHUKA 13 BJIACHOIO KOHIIEMIIEI0 KOMYHIKAIlli 1 BHU3HAYa€ CTYMiHb iX
B32EMOPO3YyMIHHSI.

be3yMOBHO, HasiBHICTh 3BOPOTHOTO 3B'SI3KY 30UIbIIY€E TPUBATICTh KOMYHIKAIIlI,
YCKJIQJIHIOE TIPOILIeC, ajie MiJABUIIYE HOro €(peKTUBHICTh, 3a0e3Meuy€e BIICBHEHICTh Y
MPaBUJILHOCTI IHTEPIIPETAIlli KOHIIEMIIIi KOMYHIKAITii.

OCHOBHMMHU CKJIaJIOBUMHU ITpolieCaMy KOMYHIKaIIii €:

1) komyHIKaTUBHUI, 110 3a0e31euye 0OMiH 1H(OpPMALII€IO;

12
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2) IHTEpaKTUBHUH, IO PETYJIIOE B3aEMO/IIIO MTAPTHEPIB B CIIJIKYBaHHI;

3) mepueneTUBHUN, IO OPraHi3y€ B3aEMOCHPUUHSTTS, B3A€MOOIIIHKH Ta
pedrekcii B CiKyBaHHI.

3aie’kHo B pOopMU KOMYHIKAIli OyBaloTh:

- YCHI; - TUCEMHI.

3aJIe’KHO BiJ] KITBKOCTI YYaCHUKIB 3/IIMCHIOBATHCS HA PIiBHI:

-MI)KOCOOHUCTICHOMY; - OCOOHCTO-TPYIIOBOMY; - OCOOHCTO-MacOBOMY; -
TPYIIOBOMY.

3aJie’KHO BIJ] KaHAJIB CIPUMHATTS: - BepOalibHa; - HeBepOasbHa.

[Ilomo opranizariii: - BHyTPIllIHI KOMYHIKAIIi1; -30BHIIIHI KOMYHIKaIlii.

3asie’)kHO Bl KaHaJiB nepeaadl iHpopMarii: -popManbHi; - HeOpMallbHI.

3aJie’kHO BiJ] HAPSIMKY pyXy 1H(OpMAIlii: - BEpTUKAIBHI; - TOPU30HTAJIbHI.

1.4. JleB’saTh akcioM KoMyHikanii MakyieHHaHa

The Nine Axioms of Communication

1. Communication is not simply an exchange of information, but an interaction
between people.

2. All communication involves an element of relation as well as content.

3. Communication takes place within a context of ‘persons, objects, events, and
relations’.

4. Communication is the principal way by which we establish ourselves and
maintain credibility.

5. Communication is the main means through which we exert influence.

6. All communication involves an element of interpersonal risk.

7. Communication is frequently ambiguous: what is unsaid can be as important
as what is said.

8. Effective coommunication is audience-centred, not self-centred.

9. Communication is pervasive: you cannot not communicate

(MaclLennan, 2009)
JleB'sTh aKcioM KOMYHIKallli MOXYTh JIOTIOMOI'TH HaM 3pO3YMITH, SK MPAIO€
CHUIKYBaHHA, a TaKOXX BHU3HAYUTH e€(QEKTUBHI KOMYHIKallliHI cTpaTerii Ta

J1arHOCTYBAaTH MPOOJIEMHU.



PO3/IIJT 1. OCHOBY KOMYHIKAILIIT

es'samv axciom komyHikayii

1)  ChinkyBaHHS — II€ HE MPOCTO OOMIH iH(pOpPMAIlI€I0, a B3aEMOIIS MIiX
JFOABMH.

2)  bBynap-sKe CHOIIKyBaHHS BKJIOYAae B ceOe CIIEMEHT BIAHOCHH, a TaKOX
3MICT.

3) CrminkyBaHHST BITOYBA€ThCSI B KOHTEKCTI <JIIOJACH, 00 €KTIB, TMOMINA 1
BITHOCHH.

4)  CHoikyBaHHS — II€ OCHOBHHUH CIIOCIO, 3a JOIOMOTOI0 SIKOTO MH
yTBEPKYEMO ceOe Ta MATPUMYEMO JIOBIPY.

5) ChoinkyBaHHS € OCHOBHMM 3aco0OM, 3a JOIOMOIOI SIKOTO MH
3I1MCHIOEMO BILIHB.

6) bBynp-ske croiikyBaHHS BKJIIOYAaEe B ceOe €IEMEHT MIKOCOOHCTICHOTO
PUBHKY.

7) CrinkyBaHHS 4acTO HEOJHO3HAuYHE: T, IO HE CKa3aHo, MOXe OyTu
HACTIIILKH K BOXKJIMBUM, SIK 1 T€, IO CKa3aHo.

8)  EdekruBHe crigKyBaHHS OPIEHTOBAHE HA ayAUTOPIIO.

9)  ChinkyBaHHS ITOBCIOJHO: BH HE MOYKETE HE CITLIIKYBaTHUCS.

HaiiBaxnuBiie Te, 010 11 aKCIOMH JOTIOMAararTh BaM CTBOPIOBAaTH €(EKTHBHI
MOBIJOMJICHHSI, I0O BH Kpallle po3yMUIM, IO 1 SIK BU MOBHHHI roBopuTH. He MeHII
BXKJIUBO, 1110 aKCIOMHU TOBOPSITH BaM, YOT'O HE CJIiJl TOBOPUTHU 1 HOTO CJI1J] YHUKATH i
4yac po3poOKH Ta JOCTABKH MOBIJOMIICHHS.

JleTanbHO pO3TJISTHEMO KOXKHY 3 1ux akciom. Ilicis doro BuU maTumere
MOXJIMBICTh 3aCTOCYBaTH CBOE PO3YMIHHS 1O OCOOMCTOro JOCBIAY Ta CIICHApiiB
peanbHOrO CBITY.

Axkciomu, 3aranom MakJlennan (2009) Bu3Havae ik «yHiBepcaIbHUN MIPUHITUTT
a00 OCHOBOIOJIOKHY ICTUHY, SIKa /i€ B PI3HUX BUMAJAKaX a00 cUTyauisx». [HImMu
CJIOBAaMM, aKCIOMHM KOMYHIKAI[li € HEBIJIBOPOTHUMM MPUHIUIAMHU, 1 MU MOBUHHI
3aBXKJU MPAarHyTH iX YCBIJOMJIIOBATH, KOJM MU O€peMO ydacTh y OyIb-sSKOMY BHI

CHIJIKYBaHHS.
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AKCIOMH B3a€MOTOB’sI3aHI, TOMYy cropoOa ITHOPYBaTH YW MPUMEHIITYBATH
BOKJIMBICTh OyAb-SKOTO 3 HHUX MOXXE IOTIPIIUTH Ballly 3/IaTHICTh €(PEKTUBHO
CHLIKYBaTHUCA.

Axiom 1.

“Communication is not simply an exchange of information, but an interaction
between people” (MacLennan, 2009, p. 9).

Axkcioma 1. Cninkysanns — ye He npocmo oOMiH iHgopmayicto, a 83aEMO0Iis
MIDHC TTIOObMU.

Po3yMiHHS TOro, M0 CHIIKYBaHHS Iepedadae B3aeMOJIII0, 3MYIIIYyE Hac
YCBIJIOMJIFOBATA OCOOMCTHI BUMIP KOXKHOT'O pa3y, KOJM MU CIILIIKY€EMOCS, 1 1aM’ SITaTH,
IO CIUJIKYBaHHS — 1I€ CKJIaJHUN, TUHAMIYHUNA IpOIIeC, a He MPOCTa Mepeada JaHux
B1J1 OJIHI€T JIFOJIMHU JIO 1HIIIOI.

[IIo6 OyTHM XOpOWIMM TEXHIYHUM KOMYHIKATOPOM, BH 3aBXAU ITOBHHHI
HaMaraTucs BKJIFOUUTH OCOOMCTHM 3B’s130K. Bam He 000B’SI3K0BO 3ByuaTH SIK poOOT.
Bu Bce 111e MOKeTe MOAUIMTHCS €JIEMEHTAMU CBOET OCOOMCTOCTI Ta MOKA3aTH JIFOANHI
Ha IHIIOMY KiHI[l BalIOTO CIUJIKYBaHHS, 1110 BU BII3HAETE 1X CIUIbHY JIIOASHICTb.

Konu mu ciiinmkyemocsi, BaxiuBi He jauiie Gaktu. HallBaxxmuBimmM € Te, Ik MU
MOBIIOMIISIEMO 111 (DAKTH Ta SIK ayAUTOPIS MOKE CIpUHHATHU 11 (pakTu. HezanexxHo Bix
pe3yibTaTy TaKOTO CIUIKYBaHHS (MTO3UTMBHUN BIH YW HETaTUBHUMN), B3a€MOJIs
B11I0YBa€THCS 3aBXKIU.

Axiom 2.

“All commmunication involves an element of relation as well as content”
(MaclLennan, 2009, p. 10).

Akcioma 2. byov-sKe cniiky8aHHs 6KIIOYAE 8 cebe eneMenm 6IOHOCUH, A MAKO’C

3micm.



PO3/IIJT 1. OCHOBY KOMYHIKAILIIT

Konu Mu tymaemMo npo CTOCYHKH B CHUIKYBaHH1, MU TyMa€eMO PO POJIb 3B’ SA3KY.
3penIToro, Halll 3B’S30K 3 ayJIMTOPI€I0 Ma€ BIUIMBATH HA T€, K MU MEpPeIaeMO HaIlll
i7ei.

[1i yac criJIKyBaHHS 1CHY€E TPH CIIOCOOM 3B’ SI3KY:

BcraHoBEHHS  CTOCYHKIB: BH  BIEpIIE€  CHIIKyeTecs 3  KHUMOCh 1
MIPEACTABIISIETECS], TOMY 11O HIKOJIM PaHiIe HEe 3yCTpidaucs.

[TinTpMKa CTOCYHKIB: BU pOOUTE CBIIOMUI BUOIp 1IOI0 TOTO, III0 BU TOBOPUTE
1 SIK BU II€ TOBOpPHUTE, MO0 TapaHTyBaTH, MO0 BIIHOCHHHU MPOJOBXKYBATUMYTHCS B
MalOyTHBOMY.

[[Ixona BigHOCHHAM: 1€, OYEBUJHO, CIPUYMUHSE HEraTHBHI HACHIIKH. Sk
TEXHIYHUI KOMYHIKaTOp, MM XOUYEMO HaMaraTtucs MIHIMI3yBaTH 1€ SKOMOTa OlIblIIe,
HaBITh SIKIIO 11€ HEMUHYYE.

Skio BU BMI€TE pO3MI3HABATU CBOIO TO3UINIO, 1 BU MOXETE pearyBaTu
HaJISKHUM YUHOM, BU JOCIATHETE yCIIXY.

OnuH 13 crioco01B MEPEBIPUTH CBOIO MO3HUIIIIO — 3aITUTATH cebe:

“What right do | have to say what | want to say?”

«SIKke npaBo s Maro TOBOPUTH T€, 110 XOUY CKa3aTU?»

Ski1o y Bac € MOBHOBaXKEHHS, K1, HA Ballly TyMKY, Y Bac €, SIKIIO CHUTYyaIlis
BIIMOBI/HA, 1 SIKIIO Ballla ayIUTOPisl TAKOXK BU3HAE, BU, HMOBIPHO, MOKETE CKa3aTH Te,
o xouere ckazatd. OJHAK, SKIIO y BaCc HEMae MOBHOBAXKEHB, a00 Ballla OIopa He
BIJINOBIJIa€ Ballllil poJl B CUTYyallii, ad0 Balla ayJuTOpisl HE BU3HAE Balll aBTOPUTET, 1
BH JIOTPUMYETECS IIbOTO CITUIKYBaHHS, BU PU3UKYETE 3aITKOJUTH CBOEMY aBTOPUTETY.

Axiom 3.

“All communication takes place within a context of ‘persons, objects, events, and

relations™ (MacLennan, 2009, p. 11).
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AxcioMa 3. Cninkysants 6i00y8acmuvcs 8 KOHMeKCMI «ooetll, 00 €kmig, nooditi
i BIOHOCUH Y.

L1 akcioma Haraaye HaMm, 110 Oy/Ib-sIKE CIUIKYBaHHS BiIOYyBa€TbCA B KOHTEKCTI
KOHKPETHOI CUTYyaIlii.

CrninkyBanHs curyariiine. KoxHoro pasy, KOJIM MH XO0YEMO MPAaBHIIBHO
3pO3yMITH TOBIJOMJICHHS, HAM TMOTPIOHO BUBYUTH KOHTEKCT, y SIKOMY BOHO OyIJ0
BUCTIOBJIEHO. KoM MOBITOMJIEHHSI BUPBAHO 3 KOHTEKCTY, HOTO MOYXHA HEMpPaBUIbHO
3po3yMmiTh abo0 HaBiTh MaHimymoBaTH. KpiM TOro, Koiaum MH pPo3poOIseMo
MOBIJOMJICHHS, MU TIOBHHHI IaM’SITaTU MpPO Te, [0 HE ICHYE €IUHOTO MIAXOAY A0
BUPIIIEHHS BCIX CUTYyallld CNUIKYBAaHHS, CUTYyallisl TOBUHHA BIUIMHYTH HA T€, SIK MU
BHUPIIIMMO pO3pOOUTH Hallly BIAMOBIAbL HA HE.

Axiom 4.

“Communication is a principal way of establishing ourselves and maintaining
credibility” (MacLennan, 2009, p. 12).

AxkcioMa 4. Cninkysanus — ye OCHOBHUL CHOCIO, 34 OONOMO20I0 SIKO20 MU
VIMBEPOAUCYEMO cebe ma NIOMpPUMYEMO 008Ip).

Hezanexno Big Toro, sky mnpodecito BU 00pajii, BU MaTHUMETE IEBHUI
aBTOPUTET MPOCTO TOMY, IO BH € YJIEHOM L€l mpodecii, i, TAKUM YUHOM, 3yMUIH
OTPUMATH BCIO OCBITY, HEOOX1JHY JJisi BCTYITy B npodecito. OHaK Baill yCcmix 1 Baia
penyTaiiis B il mpodecii Oy 1yTh 3a1€XKaTH BiJl TOTO, 1[0 BU 3pOOUTE 3 IIEI0 OCBITOIO.

Ax npodecionan, Bu Oynere peryyispHO OpaTH ydacTh y CHUJIKYBaHHI SIK Jii.
OCKUIBKM MM 3aKpIIUTIOEMO JIOBIPY CBOIMHU MJisIMH, 1 OCKUIBKHM CIIUIKYBaHHS €
TISUTBHICTIO, SKa JICKWTh B OCHOBI BCIX IHIIMX BHAIB JISJIBHOCTI, SKUMH MU
3aiiMaemocs sk podecioHanu, epekTuBHe MpodeciiiHe CIIKYBaHHS Ma€ BUPIITAIbHE
3HA4YEHHS JIJIs CTBOPEHHsI HaIoi 10Bipu. OCKUIBKY KOJIETH Ta KJIIE€HTH 0ayaTh, 110 MU
CHUIKyeMOCsST Oubllle, HIXK OyJb-II0 1HIIE, 1 OCKIIBKM Hac OI[HIOIOTH 3a Hallle

CHUIKYBaHHS, BaXJIMBO 3pOOMTH HAllle CMUJIKYBaHHS MaKCUMaJIbHO €()EKTUBHUM.
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Axiom 6.

“All communication involves an element of interpersonal risk” (MacLennan, 2009,
p. 14).
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AkcioMa 6. byovb-sxe cninkysants 6KI0UAE 8 cede eleMennm MidHcoCcoOUCMICHO20
PUBUKY.

Ockiibku  Oy/b-sIK€ CHUIKYBaHHS BKJIIOYA€ CTOCYHKH, TO BIJHOCHHH
HITAI0ThCS PU3UKY, KOJIM BU CIUJIKyeTech. KpiM Toro, Bamia JoBipa, Balll BIUIMB 1
Oropa TaKoX I1J] 3arp03010, KOJIU BH CHUIKY€eTeCs. SKIIO BH CHUIKYETECS OTaHo, BU
PUBHUKYETE TMOIIKOJAWTH Il BAXKJIMBI €JIEMEHTH €(EKTUBHOTO CILUIKYBAaHHS, TOMY
BAXKJIMBO PETENIbHO OOMIPKYBAaTH, SIK CHUIKYBAaTUCS HaWOLIbII €()EKTUBHO B KOXKHIN
CUTYyaIIii.

Axiom 7.

‘“Communication is frequently ambiguous: what is unsaid can be as important as
what is said” (MacLennan, 2009, p. 14).

AkcioMa 7. CninkyearHs 4acmo HeoOOHO3HAuHe: me, W0 He CKA3AHO0, Modice Oymu
HACMINILKU JHC BANCIUBUM, SIK | me, W0 CKA3AHO.

[Ia axcioma JomoMarae HaM Kpalle 3po3yMiTH, SK I1HTEpIpeTyBaTH
MOBIJOMJICHHSI, SIKI HaM HAJICUJIAIOTh 1HII, 1 CBIJIOMO PO3pOOJATH HAIIl
MMOB1TOMJIEHHS.

HeonHno3HauHe CHUIKYBaHHS MOXKE YCKJIAIHUTU TOBIJIOMJICHHSI KiJIbKOMa
pizauME  criocobamu. [lo-mepine, HEBUKIAIEHI TPHUMYIICHHS MOXYTh CTBOPUTH
HEOJHO3HAYHICTh. SIKIII0O MM HABMHCHO YM HEHAaBMUCHO HE JIIUMOCS 1HGOpMAIII€O,
HEOOX1IHOIO JIJIsl TOTO, 1100 Hallla ayAUTOPisi MOTJIa 3pO3YMITH Hallle MOBIAOMIICHHS,
MU HECEMO BIJIMOBIIATBHICTD 32 HEMpaBuiIbHE CIiIKyBaHHA. Kpim Toro, HeBepOambHi
CUTHAJIM, TaKl SIK )KECTH Ta 1HIII JpKepesa BUMAJKOBOIO CIUIKYBaHHS, TAKOXK MOXKYThb

3aIIKOIUTH YITKOCTI [TOBITOMJIEHHS.
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[HOI Take BHWMAAKOBE CIUJIKYBaHHS MOXE BHIABaTH CIPaBXKHIO METY
MOBIJIOMJICHHS, a 1HOJI 1H(opMaIlis, HaicIaHa BUIIAIKOBUM IOBIIOMJICHHSIM, MOXE
OyTr aOCOJIFOTHO HE TIOB’SI3aHOIO 3 MOBIIOMJICHHSM, SIKE ITOBIIOMJISIE MOBEIIb.

TakuM 4YMHOM, MM TIOBHHHI MPAarHyTH MaTH YiTKE PO3YMIHHS BCIX CIOCOOIB,
SKUM Hallle MOBIJOMJICHHS MOXe OyTH IHTEPIPETOBAHO aAyAUTOPI€I0, 1 KOHTPOIIOBATH
Te, IK BOHO MOe OyTu cpuifHsTe. PerensHa po3poOka HaIMX MOBIJOMJICH A€ HAM
3MOTy OyTH BIANOBIAAIPHUMHU Ta BIAMOBIIAIBHUMU 32 OYylb-SKI NMPUIYIICHHS, SKI
MOKYTh OyTH 3aKJIa/IeHi B HaIlIe CIIJIKyBaHHS.

Axiom 8.

Effective communication is audience-centred, not self-centred (MacLennan, 2009,
p. 15).

Axkcioma 8. EgpexmusHe cninkys8anus opieHmosane Ha ayoumopiio.

YumM Kpallle MU 3MOKEMO 3allyYUTH Hally ayJUTOpII0, TUM IMOBIpHIIIE, IO
Hallle CIUIKYBaHHs OyJie yCHIITHUM. 3pO3yMITH Hallly ayIUTOPiI0 03HAYAE MOyMaTH,
HACKUTBKH OaraTo BOHM B)KE€ 3HAIOTH MPO BaIlly TEMY, K BOHH MOXYTh BiJ[pearyBaTu
Ha Ballle TTOBiJOMJICHHS Ta [0 HalKpalle CIIOHyKae iX MPUIHHATH BaIlle TOBITOMIICHHS.
BignoBiml Ha Bcl @i 3amMTaHHS MarOTh BHUpIMIAJbHE 3HAYEHHS I e()EeKTUBHOI
KOMYHIKarii.

Axiom 9.

“Communication is pervasive: you cannot not communicate” (MaclLennan, 2009,
p. 16).

Axcioma 9. CninkyeanHs no8CloOHO: 8U He Modiceme He CRLIKY8AMUCS.
Sk TUIBKM MM BXOJUMO B IMHAMIKY, B SIKIA MU CHIJIKYEMOCS 3 KUMOCh y Oy/ib-
SKI{ SIKOCTI, BC1 HaIlll CJIOBA, BC1 HAIIII i1, BC1 HAIlll MOBYAHHS OYyyTh MPOYUTAHI SIK

noBiioMJIeHHsI. OCKIJTBKY 32 TAKUX 0OCTAaBUH HEMA€E MOXKJIMBOCTI HE CIUJIKYBaTUCS, MU
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3aBXJU MOBHHHI HamaraTHCs KOHTPOJIIOBATU CBOI IMOBIJOMJICHHS, poOJisiund BHUOID,

SIKAM IMPpUBCAC N0 BILNIMBY, AKOT'O CHOI[iBaGMOCH JOCAI'TH SK HpO(I)eCiOHaJII/I.

IIuTaHHA 11 KOHTPOJIIO 3HAHD
Po3rnsHbTe TOHATTS KOMYHIKAIIIi.

ki BU 3Ha€TE BUBHAUCHHA «e(DEKTUBHI KOMYHIKATUBHI HABUYKHW» ?
SIki icHy10Th Kateropii crinkysanas McCroskey?

Buainite kateropii crijikyBaHHS?

Hanatite ¢hyHKIii KoMmyHikartii.

SAxi yMOBHM HEOOX1/IH1 JIJIsl MPOIECY KOMYHIKAITIi?

3 SIKUX €TariB CKIAAAEThCs MPOIEC KOMYHIKAIIi1?

O N o g bk W DN

SIK1 1ICHYIOTh aKClOMU KOMYHiKalii MakneHHaHa?
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PO3/ILJI 2. TUIIU EGEKTUBHUX MPO®ECIHHUX KOMYHIKAIIIA

2.1. Buau npodeciiiHoro cnijKyBaHHS
2.1.1. HeBepbasibHEe CIIKYBaHHS
2.1.2. BepOanpHi KOMyHIKaIii
2.1.3. ITucbMoOBe CIIJIKYBaHHS
2.1.4. BizyanbpHe CIUJIKyBaHHS

2.2. ®opmu podeciiHNX KOMYHIKaIlii

2.3. IlpuHIMNM Ta OCHOBHI 0COOIMBOCTI MPO(MECIITHOTO CITIIKYBaHHS

2.1. Buau npodeciiiHOro CnJIKyBaHHS

IcHye pexinpka pI3HMX BHUIIB CHUIKYBaHHSA, $KI BUKOPHCTOBYIOTHCS B
npodeciiHuX LUIIX. 3arajoM, CIUIKYBaHHS MOXXHa KiIacU(IKyBaTH sIK BepOaibHe,
HeBepOasbHe a00 BizyanbHe. Jleski HayKoOBIII JOAAal0Th OuIbIIe Kiaacudikarlii,
HaIPUKJIaJ], MI>KOCOOMCTICHE CIJIKYBaHHS.

Y mpodeciiiHii  oOcTaHOBIII BHU OyJeTe BUKOPUCTOBYBATH PI3HOMAaHITHI
TPAHCIOPTHI 3acO0M Ta TUNM KOMYHIKalii, 00 NepenaTth CBOE IOBIIOMIIECHHS.
Hanpuknazn, Bu Oyaere CHijKyBaTuca YCHO, LM(POBOIO Ta MUCbMOBOIO. Bu Oynere
CHUJIKYyBaTUCA OCOOMCTO, HAJICUJIATH €JIEKTPOHHI JIUCTU Ta TojiaBath 3BITU. Lle muiie

JesIK1 MPUKIIaM TUIIB CIIUIKYBAaHHS, sIK1 BU Oy/1eTe BUKOPUCTOBYBATU PETYIISIPHO.

2.1.1. HeBep0OajibHe CHIJIKYBAHHS

Hesepbanvne cninkyeanns — BUJ CHIJIKYBaHHSA, JJIs SKOTO XapaKTEpHE
BUKOPHUCTaHHS HEBepOabHOT (0€3CI0BECHOT) MTOBEIIHKY Ta HeBepOATbLHUX
KOMYHIKaIliii sk TOJOBHOTO 3aco0y mepenadyi iHpopmarii, opranizaiii B3aeMOii,
dbopmyBaHHs 00pa3y, ITyMKH PO CHIBPO3MOBHHWKA, 3/IMCHEHHS BIUIMBY Ha IHIIY

JIOJIUHY.
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Non Verbal Communication

_
OB

g
(DA B

Eye contact

@

Body movements and posture Gestures

Facial expressions

D __<
\/Q/ﬁ‘*

Touch

Jlo Takux 3aco0iB HaJIGKUTh CHUCTEMa 3HAaKIB, sIKI BIAPI3HSIIOTHCS MOBHUMU
crnoco6amMu Ta GopMOIO 1X BUSBIEHHS. Y Mpolieci B3aeMoll BepOabHI i HeBepOaJIbHI
3aco0M MOXYTh MiJcWiIOBaTH ab0 mocna0iroBaTy 0 OJIMH Ha ojaHOro. MoBa
HEeBEpOAJIbHOTO CIUJIKYBaHHS € MOBOIO HE JIMIIE JKECTiB, a U mouyTTiB. Jlroau
BUKOPUCTOBYIOThH JUIsl KOMYHIKaTUBHOIO 3B'SI3KYy LUy HU3KY HEBepOalbHUX 3acO0IB:
MIOTJISITA, MIMIKY, TTO3H, )KECTH TOIIIO.

Crinkyrouuch, JIIOJU HEOJIHAKOBO pearyroTh Ha HEBepOaJIbHI CUTHAJU: OJIHI
Yy TJIMBI O HUX, 1HII — a00 He 0013HaHi 3 1i€ro cheporo KoMyHiKallii, abo He MarOTh
nocBiny dikcamii Ta po3mu@pyBaHHS 3HAKIB HeBepOallbHOI  KOMYHIKAIIii.
HepepbOanbHe, sk 1 MoOBHe, nepeadadae 3BOpPOTHHUM 3B'sS30K. [lo3uTuBHMIA
HEBEpOATbHUI 3BOPOTHHUM 3B'SI30K CHOPUSITIMBO BIUIMBAE HA B3AEMUHU MIXK
CIIBPO3MOBHUKAaMH, a HETaTUBHHUI CYMpPOBOJKYE a00 MOPOIXKYE JAECTPYKTHBHI
B3aemuHu. [lapTHEp, KUl po3ApaTOBAHO BIAMOBIIAE HA 3aMUTAHHS CIIBPO3MOBHUKA,
M0/1a€ HETATUBHI CUTHAIH.

[Ipu Oe3mocepeHHOMY CHUIKYBaHHI  BaXJMBUM 3acO00M €  TaKOX
MOBa MIMIKH Ta ECTIB, SKa HE TUIBKH IOTOBHIOE Ta 30arauye, 1HIAMBITyali3ye
3BUYAlHYy MOBY, aji€ 1HKOJIM, HANPUKJIAJ, MPU CHUIKYBaHHI TITyXOHIMHUX JIOAEH, i
3amiHmoe ii. Bigomo, 1110 ojiHe # T€ came CJIOBO, HAINPUKJIAJl MIPUBITAHHS, MOXe OyTH
BUMOBJICHE 3 O€3/1iuui0 HaWpI3HOMAHITHINIMX BIATIHKIB, SKI TEPEAAlOThCA 3
JOTIOMOTOI0 MIMIKH, JKECTIB, IHTOHAIld 1 BIJIOOpa)kaloThb HAWTOHILI MEepPEeTUBU

JIOACHKUX HACTPOIB 1 MOYYTTIB.
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Kecmu i pizuunuti oomux

3anexHOo Bil 0coOU Ta KpaiHU ii MOXOKEHHSI BOHU MOXYTb BUKOPUCTOBYBATH
KecTH Ta (Di3UUHI JOTHKU YacTo abo Maibke Hikomu. [IpoTe B UX aKIisiX MICTUTHCA
Oarato iHdopmartii. HKHUM TOTUK 0 PYKH MOKE O3HA4aTH IM110aIbOPEHHS, TOII 5K
3aHaJTO CHJIbHE PYKOCTHUCKAHHS MOXe OyTH aKTOM JJOMiHYBaHHSA. XTOCh METYIIUTHCS
pyKam# IiJ 4ac pO3MOBH 3 BaMH MpO MpoOsieMy, MOXKE O3HA4YaTh MPOBUHY abo
YHUKaHHS, a BUKOPUCTAHHS 0araThboX rpaHI03HMX JKECTIB IIiJl Yac Mpe3eHTalli el
MOJK€ TIepeIaTH XBUIIOBaHHS 200 BIIEBHEHICTb.

3oposuu konmaxkm

Bci My 3HaEMO Mpo BaXKJIMBICTh 30pOBOro KOHTakTy. Komu XToch HE B 3M031
MIATPUMYBATH 30pOBUI KOHTAKT, MU PO3YMIEMO, IO BIH HENPaBAUBUIA, XUTPUWA a00
HE 3BEpTAa€ yBaru.

3MaTHICTh MIATPUMYBATH 30pOBHI KOHTAaKT I 4Yac MPOCIyXOBYBaHHS
rapaHTye, 10 OpaTop 3HA€, IO BU MIPUCYTHI Ta 3aJIy4EHI.

ITin yac po3MOBH lLie MOKa3zye, IO BH CIUIKYy€ETECS 31 ClyXaueM, a B THX
BUIIAJIKaX, KOJH BH MOBIIOMIISIETE HETIPUEMHI HOBUHH, 11€ TIOJIBIHO BaXKITUBO.

MOXIMBICTh CKa3aTH KOMYCh HENpPHEMHE IOBIIOMIJICHHS, IUBIISYUCH HOMY
npsIMO B O4Yl, CBIIYUTH MPO T€, IIO0 BH MOBAKAETE HMOT0, a TAKOX YECHA Ta IIUpa
JFOAMHA.

Ji3HaBmUCh OLIbIIIE TPO TE, SIK MH BHUKOPHCTOBYEMO HEBepOaIbHE
CHIJIKYBaHHSA, B 3MOXKETE Kpalle OBOJIOAITH CBOIM 1 MEPEKOHATHUCS, IO MEPEAAETE

CBO€ TTOBIJJOMJIEHHS CaMe Tak, K Oakaere.

2.1.2. Bepb6aabHi KOMYHiKamii

Bepbanvhe abo mosenennese cninkyéawHs — 1€ 3aci0, TIOB'SI3aHUM 3
BUKOPUCTAaHHAM MOBHU. [HIIMMHU CJIOBaMH, MOBJIGHHEBE CHUIKYBaHHS — 1€
KOMYHIKaTUBHUHM aKT. 3a JIOMOMOTOI0 MOBIICHHS NIE€pelatoThCsl 1HPOopMallisl, TyMKH,

MTOYYTTS.
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KynbTypa MOBJIEHHEBOrO CIIJIKYBaHHS OXOIUIIOE JIBl CKJIAJIOBI: KYJBTYpPY

TOBOPIHHSA Ta KyJIbTYPY CIIyXaHHS.

Be friendly

Body language

B Art of Listening

Verbal Communication Skills

PosrnssnemMo  xapaktepucTuky «roBopiHHs». lle MexaHi3Mu 1m0Oy0BU
BHCJIOBJIFOBaHb BIAMIOBITHO JI0 1HMBIAYaJIbHUX OCOOIMBOCTEH JIFOAUHU, 1110 TOBOPUTH.
Ile 1 0cOOIMBOCTI BUKOPUCTAHOI JIGKCUKH, 1 BOJIOJIIHHS T'paMaTUKOI, 1 0aratcTBo
acoIriamii, 1 TPOJYKTHUBHICTh YM CTEPEOTHITHICTh MOBJICHHS, MOr0 JHMHAMIYHICTD,
MPOSIB 32 JOTIOMOTOIO CJIIB MIEBHOTO CTaBJICHHS J0 CHIBpO3MOBHUKA. KoHCTpyrooun
BHUCJIOBJIIOBAHHS, MU CTHUMYJIIOEMO IHIIY JIOAUHY JIO CTBOPEHHS BHYTPIIIHBOTO
o0Opa3y, moaiOHOro 10 TOro, IO Homy mnepenaeTrhcs. llpu oMy BinOyBaeThCs
PO3B'sI3aHHS KOHKPETHUX KOMYHIKAQTHBHUX 3a/ad BiAMOBIAHO O METH MOBJICHHS |
ocobnmuBocTe  cuTyallii. BHCIIOBIIIOBaHHS  KOHCTPYIOIOTBCS — BIATIOBITHO  JI0
rpaMaTUYHUX MPaBW, a 3 MOTJIALY ICUXOJIOTli BOHH HECYTh Y CO01 MEPEKOHYIOUU
BILIMB.

Ton

Konu mMu roBOpuMO, MU MOBIIOMJISIEMO Habarato OUIbLIE, HIK MPOCTO 3MICT
HaImmx ciiB. MU TakoX BUKOPUCTOBYEMO TOH, a TaKOX PiBEHb (popManibHOCTI, 1100
nepeaTi BaXXJIMBUHN MIATEKCT JIFOJUHI, 3 SIKOIO MU PO3MOBJISIEMO.

PerenpHO BUOMparouu Crocid BUKOPUCTAHHS KOXKHOTO 3 I[UX AaCIEKTIB, MU
MOXKeMO OyTH BIIEBHEHI, IO HaIlle TOBIJIOMJIEHHS OyJle¢ OTPMMAaHO caMme Tak, SK

3aJlyMaHo.
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Big BiTaHHS KOJIET 10 MPOBEICHHS MPE3EHTAIIMHOT 3yCTpiyl 3 KIIIEHTaMH, 1100
NPEICTaBUTH TEpe]] YCI€I0 KOMIIaHI€l0, BepOalibHE CIUIKYBaHHS BIUIMBA€E Ha Hallle
po0oYe KUTTA y BEIMUIC3HOMY MacITa0i.

Komu mu roBoprMo, Hall eMOoIIii 4acTO MOXKYTh BCTYIIATH B Ipy. SIKIIO MU 371,
3acMyueHi a0 po34apoBaHi, HAIIl TOJIOC MOYXKE ITiIBUIIUTUCS, TIEPEIal0un CIIyXadeBi,
0 MU TIEPSKHBAEMO CUIBHI emorlii. lle He 000B’SI3KOBO TOTraHO, aje BMIHHSA
KOHTPOJIIOBATH 1€ JI03BOJISIE BaM MEPEKOHATHCS, 1110 BU €(DEKTUBHO CHUIKYETECS.

Mu Bci CTHKaeMOCS 3 CHUTyaIisIMH, SKi PO3Y4apOBYIOTH a00 3aCMyYYIOTh.
J103BOJIUTH 3MIHUTH HaIll TOH 31 CIIOKIMHOTO ¥ MpodecitHOro Ha KOPOTKUM, KOPOTKUIMA
4y rpyOuit — 3aBxau nomuika. ToH mepenae cimyxadyesi 6arato iHdopMmallii mpo Te,
K oparop crpuiimae ix. [1lo6 moOyayBaTu MO3UTHBHI MI>KOCOOMCTICHI CTOCYHKH B
odici, MU BCl TOBUHHI HAMaraTUCsi TOBOPUTH NPO(GECIHUM 1 TOBAXKHUM TOHOM.

3BUYAITHO, 3MICT € HAaWBAXKIIMBIILIOK YaCTUHOIO BEpOANbHOrO CHUIKYBaHHs. Te,
10 MM TOBOPHUMO, 1 CJIOBA, SIKI MM BUOMPAEMO BUKOPHUCTOBYBATH, MAalOTh BUPIIIAJIbHE

3HA4YCHHI.

2.1.3. IlncbMoOBe CIIJIKYBAHHS

EdextuBHe chiaKyBaHHS 3a JONOMOIOK NMUChbMa € HAJI3BUYAaiHO Ba)KJIMBOIO
HaBUYKOI0, OCOOJIMBO TOMY, III0 BCE OUIbIIE JIIOACH MpaliolTh BIAJAAJICHO Ta
3QJIMIIAIOTBCS HA 3B S3KY MpOTIroM podoyoro aHs udepe3 Skype, Slack abo iHmm
1udpoBi 3acoom.

Mu numemo moaHs, 1 Ty’Ke BaKIMBO PO3YMITH, K 1€ 3pOOUTH €()EKTUBHO.

Written communication

OCKUIbKM MU BcCe OUIbIlEe TOKJIAJAa€EMOCS HAa TMUCHMOBE CHIJIKYBaHHS, TOMY
CTHKAEMOCS 3 THM, HACKIJIbKH JIETKO CTBOPUTH HETIOPO3YMIHHS i1 YaC BUKOPUCTAHHS
IIbOTO 3aC00Yy.

HeuiTki moBigoMJIeHHs, BTpayeHa iHQopMalis ad0 HEeNpaBUIIbHE PO3YMIHHS

TOHY YH 3MICTY — 1I€ MPOOJIeMH, SIKI BUHUKAIOTh Y MUCbMOBOMY CIIJIKYBaHHI HIOJTHS.



PO3JJI 2. Tunu edekTrBHUX NpodeciiHIX KOMYHIKaIii

[HOAI yMTay HENpaBWIBHO MPOUYMUTAE TOH MOBIJOMJIEHHS, TOMY IO Y HBOTO
MOTaHU# JIeHb 200 MPOCTO 31TKHYBCS 3 HEIPUEMHOIO JIFOAHHOIO.

He nuBnsuuck Hi Ha 110, OJHA BaXKJIMBAa HaBHYKa, SKYy MOTPIOHO MaTH,
MOKJIaJIal0YNCh Ha IHUChbMOBE IIOBIJIOMJICHHS, — 3HAaTH, KOJU BaM MOTPIOHO
MPUIIUHUTH Horo BUKOpucTaHHs. [IpocTuii A3BIHOK Maiike y BCIX BHITaJIKaX MOXE
BUPILIUTH 111 IPOOJIEMH CIIIJIKYBaHHS.

Sxio BM BiAYyBaeTe, M0 CTajacs HEMOPO3yMiHHA a00 TUIBKHA MOYMHAETHCA,
YCYHbTE MOTO B 3apOJIKYy 3a JIOIIOMOTOIO IIBHUJIKOIO CJIOBECHOI'O CHIUJIKYBaHHS, 1 BU
3aouaauTe 0araTo yacy Ta po3dapyBaHHS JUIsl BCIX CTOPIH.

Cmpykmypa

[Mumryuun, BaXJIMBO AyMaTH Mpo Te, AK BU nogaere iH(opmanio. HeodxigHo
BUKOPHUCTOBYBATH a03ally Ta PO3PUBU PSIKIB.

CTBOpeHHSI HEMPOHMKHOI CTIHM TEKCTy BIJBOJIIKAE YMTA4ya - PO3YMIHHS Ta
3aCTOCYBaHHA MPABUIIBHOI CTPYKTYPHU JAO3BOJIMTH YATA4YE€Bl CIpUAMATH 1HPOPMALIIIO
JIETKO3aCBOIOBAHUMU IIIMATKAMHU.

[IpencraBTe CBiif apryMeHT abo Te3y, 3HANAITh Yac, o0 MiAKPIIUTH 1€ YITKUMH
J0OKa3aMHu, JOJalTe BIAMOBIAHY 1H(pOpMAaIlito, MO0 TMEPeKOHATHUCS, 10 YUTad
MOBHICTIO 3pO3YMIB CyTb, & IOTIM 3aKiH4ITh BUCHOBKOM.

[lucbmMOBHUI 3MICT, SIK MpaBWiIO, ACHIO OUIbIIT (opMaNTbHUM, HIXK YCHHM.
BukiirodiTe CJIEHT, BUKOPUCTOBYWTE MNpaBWIbHY IyHKTyallito Ta opdorpadito Ta

nam’siTaifte, 110 BCe, 10 HAMMCaHO, OCOOIMBO B IM(PPOBY €MOXY, 3AIUIITUTHCS, HABITh
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AKIO BH Horo Bupanute. KoXHOTO pasy, KOJH MIOCh MUIIETe, TOMUJISHTECs Ha 0ot
npodecioHanizmy. MaiiTe Ha yBa3i, 1110 HalkucaHi ’)KapTH MOXKYTb OyTH HeBIAIUMH 0€3

J0JJaTKOBOTO KOHTEKCTY TOHY 200 BHUpa3y 00JIuJusl.

2.1.4. BizyanbHe clijIKyBaHHS

Bisyanvne cninkysannus — ne mepemava indopmariii Ta iged 3a JOMOMOTOIO
CUMBOJIIB Ta 00pasiB. Lle oAMH 3 TPhOX OCHOBHUX THUIIB CHUIKYBaHHS, MOPSAI 3
BepOaJbHUM CITUIKYBaHHSIM (MOBJICHHS) 1 HeBepOaJbHUM (TOH, MOBa Tijla TOIIIO).
BBaxkaeThcs, MO Bi3yajabHE CIIJIKYBAaHHS € THUIIOM, Ha SKHH JIOAU TTOKJIATal0ThCs
HaO1IbIIe, 1 BOHO BKJIIOYAE 3HAKH, rpadiuHi qu3aiHu, GiuIbMHU, TUTIOTPadiKy TOIIIO.

BizyanpHe cranmo HalyKMBaHIIIUM BUJOM  KOMYHIKAIlli, KEpOBaHUM

colialbHUMH MepekaMu, YouTube Ta iHmmMu minatdopmamu HHUPpPOBOi epu.

Visual communication

BaxxnuBo po3ymiTy, 110 Ballla BizyajdbHa KOMYHIKAI[ISl Ma€ BIJIMOBIJATH BAIlLIOMY
OpeHy Ta MapKETUHTY, a TaKOXX 3HATH, IO JUIsl UOTO Mae OyTH po3poOiieHa Ta
37Iar0JPKEHA CTPATETIs.

IcHye OaraTo crmoco6iB, 3a AOMOMOTOI0 SIKMX Bi3yalbHa KOMYHIKallisl, SIK-OT
niarpamu, pororpadii, eckizu, Bigeo, rpadiku Ta HaBiTH eMoa3i Ta GIF-daitnu, moxe
JOTIOMOTTH MOKPAIIUTH PO3YMIHHS BalllOro MOBIAOMIICHHS.

Cninkysanms 3a 00NOMO02010 300padicets
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CemioTuka

B akageMiyHOMYy KOHTEKCTI BHBUCHHS CHUMBOJIB 1 BI3yaJIbHMX KOMYHIKAIIii
HA3WBAETLCS CEMIOTHUKOIO. 3arajioM, MeTa CEMIOTHKH IIOJIsITa€ B TOMY, II00
NpOaHaji3yBaTH, SIK JIIOAM CTBOPIOIOTH 3HAYEHHS 13 CHUMBOJIB 1 SIK IIl CHUMBOJIU
iHTeprpeTyioThea. OCHOBHUI mpukian OyAe CXOXKUM Ha TOH, mo Oyno 3po0ieHo
paHilie Ipo IepeBo: YOMY MU JUBUMOCS Ha KAPTUHKY 1 aBTOMAaTHYHO JI13HAEMOCS, 110
BOHa o3Hauae aepeBo? lle Hacammepea Tomy, IO 4Yepe3 CYCIHUILCTBO Ta KYJIbTYpPY
JIFOIH JTI3HAIOTHCS, [0 03HAYAE CIIOBO «IEPEBOY, SIKE MOTIM aCOLIIOETHCS 3 00 €KTOM 1
B KIHIIEBOMY ITI/ICYMKY YITI3HA€THCS HA KQpTHHI.

Takox, mogyMaiTe mpo Te, K AlarpaMyd MOXKYTh OKHMBUTH JIaH1, MOJIETITYI0OUU
iX pO3YMIHHS, HI’)K MPEICTaBIEHHS JOBIOro MOTOKY uHcel, abo sik ecki3 HoBoro UX
Habararo e(heKTUBHIIINHN, HI)K TEKCTOBHI OIKC.

Mu nokJiagaeMocs Ha BI3yallbH1 €JIEMEHTH, 11100 MOKPAIIUTH HAIIe PO3yMIHHS
CKJIAJHUX 17eH.

3micm

Xoya € CIOKYCOI BKJIIOYHUTU BI3yallbHI €JIEMEHTH, 100 J0JaTH TPOXHU
PI3HOMAaHITHOCTI Ta 1HTEPECY, BaM CJIiJ MO yMaTH, 1110 BOHU JJOHOCSTH JI0 Bac.

Yu KopuCHI BOHU?

Yu noTpiOHI BOHU?

Uu noaaroTh BOHU JI0 3arajJbHOTO TOBIJOMIICHHS?

He 1o Bcix kOMyHiKaliid NOTPIOHO 0AAaBaTH Bi3yalbHI €IEMEHTH, a B JIESIKUX
BUITQJIKaX BOHU MOXKYTb BiIBOJIIKATH BiJ TOTO, III0 BU HAMAraeTecs epeiaTy.

Bu moBuHHI HaMmaraTucs MEPEKOHATUCH, 10 BU HE JOJAETE MyXy JO CBOTO
MOBIJJOMJICHHSI, @ HABIAKH, OKPAILLYETE PO3YMIHHS HOTO ayIUTOPIELO.

Ton

Ak 1y BUNAAKY 3 yciMa KOMYHIKalisIMU, IEPEKOHANUTECS, 10 BU 3yCTpPIYAETE
CBOIO ayJUTOPIIO TaMm, JIe¢ BOHA 3HAXOIUTHCS.

Skimo BU TpeacTaBiIseTe CKIAmHI JaHl, J0AalTe BIANMOBIIHI ONUCH Ha

NOTPIOHOMY TEXHIYHOMY PiBHI, II0O Ballla ayIUTOPIsl MOTJIa CTEKUTH 3a HUMH.
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He BuxopucroByiiTe rpadiuni 300paxeHHsi a00 300pakeHHs, sIKi MOXKYTh Bac
3aCMYTUTH, 1 TIaM’sITaiiTe, 1O 10 Bi3yaJbHOI KOMYHIKAI[li 3aCTOCOBYETHCS TE€ CaMe
MpaBUJIO, IO ¥ IO MMChMa: HE CTBOPIOWTE HIYOTO, IO BU HE XOTLIU O MOB’sS3yBaTH 3

BaMH B MailOyTHbOMY.

OcTaHHIMM POKAaMHM KOMYHIKAIIIO PO3IJSAal0Th Ha MPEAMET ICTUHHOCTI —
HeiCTUHHOCTI iHopmarrii. 3 ypaxyBaHsIM iHTEHIIIT (3aAyM, TparHeHHs, HamMip) MOBIIS
Ta IHTEpPIPEeTaHTH (MOSCHEHHS, TPAKTyBaHHS ) BUALISIOTH TaKi TUIIM KOMYHIKAIIii:

— ncenoinopmyBaHHs (TI01aHHS B1IOMO1 1H(OpMAITii SIK HOBOI);

— nesindopmyBaHHs (ToBimomisieHHs 1HdoOpMaIlli, sKa HE BIAMOBimae
JIMCHOCTI);

— mapaindopmyBaHHs (acoIiaTHBHI HATSAKH, TPUXOBAHI CMHUCIIH);
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— MetaiHpopMyBaHHs (0OMaH, MOTUBOBaHA OPEXHS).

2.2. ®opmu npodeciiiHuX KOMYHIKAIi

4 Types of Business Communication

&0

Internal Upward Internal Downward Internal Lateral External

From a subordinate to From a manager to a Among employees With external parties
a manager within a subordinate within a within a company outside a company
company company

Komymikaris Bropy (Communication up)

MoBa iine mpo KOMyHIKaIifo Bropy MO JaHIFOXKKY, BiJ CIIBpOOITHHUKA IO
MeHeKepa ado MEeHemKepa J0 TeHepallbHOro aupekTtopa. KomyHikanis Bropy aae
KepiBHUKAM, sIKi MPUIMAIOTh PIIICHHS, Kpallle 3p03yMiTH, 110 HACTIPaBIi Bi10yBa€ThCA
B KoMmmaHii. 3a0XOYEHHS Ta MIATPHUMKA BHUCXIJHOTO 3B 53Ky TaKOX A€ 3MOTY
CHIBPOOITHUKAM BifuyBaTH ceOe MOYyTUMH Ta MIATBEPKEHUMH, IIJBUIIYIOUN iX
MOPAJIb 1, 3pEIITOI0, IXHIO JIOSTHHICTB.

Le pyx no ckaisipHOMY JaHIIOry. 3HU3Y BBEPX ME€peNaeThCs Taka iHpopMallis:

- 1110 3pOOUB MPAIliBHUK;

— 1110 3pOOUIIH TT1IJIETIT IBOTO TIPAIliBHUKA;

- AK1 MPOOJIEMH € Y KOHKPETHOT'O MIPAlliBHUKA;

— AK1 IPOOJIEMH € y Bl IEBHOTO NPAIliBHUKA;

— 1110, Ha TyMKY TIparfiBHUKa, HEOOX1THO 3pOOUTH;

- SAKUM € CIPUNHATTS MOKa3HUKIB CBOET pOOOTH IMpalliBHUKAMU;

— Kl AaCTeKTH TIONITMKKM Ta TMPAKTHUKKA OpraHizaiii moTpeOyroTh
KOPUT'YBaHHSI.

AJe BUCXiJHE CHUIKYBaHHS Mae€ Jesiki ooMmexkeHHs. CriBpOOITHUKH MOXYTb
HEOX04Ye JIJIUTUCS CBOIMU JYMKaMH, SIKIIIO BOHU JyMaloTh, 1110 116 MaTUME HETaTUBHI
HACJI1JIKK a00 110 HacIpaB/l HIXTO He ciryXae. HaBiTh KOJIM IPUXOIATH CIIIBPOOITHUKH,

KEepIBHUKH 3aBKIH MOBUHHI MEPEKOHATHUCS, III0 BOHU OTPUMYIOTh MIOBHY 1CTOPIO.
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Bu wmoxeTe 3HauyHO MIABUIIUTH €(QEKTHUBHICTh BHCXITHOT KOMYHIKAIIIT,
CTBOPMBIIIM BIJKpUTE Ta CHPUATIMBE CEpellOBUIIE. 3alpONOHYWTE KIJbKa KaHalliB
3B 3Ky, BI3bMITh 3a 3BUYKY CITIJIKyBaTHCS 31 CBOIMH CHIBPOOITHMKAMHU Ta aKTHBHO
3aMUTYyBaTH 3BOPOTHUH 3B’ SI30K.

[cHyIOTB TIEBHI MTpaBUIIa YCIIITHOTO 31ICHEHHS BEPTUKAIIBHUX KOMYHIKAIlIi: a)
MpaBUJILHUHN, BBIWIMBUAN CTWUIbL MOBH; 0) IOCTaTHS TJIACHICTH, IO TEPENIKOHKAE
BUHUKHEHHIO JIOMHCIIB, IUIITOK; B) HEJIOMYIICHHS Jpi0’s3KOBOI OIMKUA Haj
MiUIETJIMMUY; T) HEAOMYIIEHHS Mepenayi 1HCTPYKIIM, BKa31BOK BiJl BHIIECTOSIIOTO
KepiBHMKA Oe3MocepeHhO0 JO0 OCTaHHBOIO ajpecaTa, L0 CIPUYMHSAE BTpATy
BIIMOBIAILHOCTI, TOPYIIIEHHS BCTAHOBJICHOI 1€papXii.

Buus

Husxinne chiikyBaHHs BIJOYBAa€TbCsl 3BEpXY BHU3, HAIPUKIAI, BIJ
Tr€HEPaJIbHOTO JUPEKTOpa JI0 MEHeIKepa ado BiJ MEHEKEPIB 0 YJIEHIB IXHBOI
KoMaHu. lle BaxiIMBO ISl MpPEACTaBIEHHS KIOYOBOI 1H(pOpMaIlli, CTBOPEHHS
aTMocdepu Mpo30pocTi Ta 3a0e3MeUeHHs TOTO0, 100 yci OyJid Ha OJIHIM CTOPIHII.

Konu iHpopMalig nmpoTikae yepes3 i€papxiio, BaXKIUBI JETall MOXYTb OyTH
BTpaueHl ado CIIOTBOpEHI. 3aHAJATO YacTe BUKOPUCTAHHS HU3XIAHOTO 3B’SI3KY MOXE
3MYCHUTH CIIBpPOOITHHUKIB BIIUYBaTH, 10 IM YUTAIOTh JICKIlii, 800 BOHU HEBAXJIMBI B
3arajbHIi OpraHi3amiiHii CTPYKTYpi.

IcHye ’Th OCHOBHUX KaHaJIIB, CHIPSIMOBAaHUX BHU3:

[HCTpyKIIT MO BUKOHAHHIO POOIT (y BHUIJISAl TEXHIYHMX YMOB, TEXHIYHHMX
3aBJlaHb, KEPIBHUIITB 110 HABYAHHIO, IPOBEJICHHS 3aHATh 110 HABYaHHIO HA poOoUOMYy
Miciii). MeTa — MosICHUTH SIK Ma€ BUKOHYBATHCS 3aB/IaHHS.

JloriyHe 0OIpyHTYBaHHs poOIT IHPOPMYE MPALIBHUKIB PO T€, K iX 3aBJAHHS
JIOTIYHO TIOB’si3aHl 13 1HIIMMHU poOoTamu B opranizaiii. IloripuryeTscs BHACTITOK
PO3IIMPEHHS Creliai3alii.

KomyHikariii o po3’siCHEHHIO MOJITUKKA Ta METOJIMKH — MpaBuia TarnepeBaru,
mo 3a0e3neuye iX poOoTojaBenh (MIABUIICHHS 3apOoO0ITHOI TUIATH TIPH 3pPOCTAaHHI

CTaxYy).
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3BOPOTHMI 3B’ 530K (MMOB1AOMJICHHS MPAIIBHUKIB PO BUKOHAHHSI HUMHU POOOTH.
[IoneHnHo, HA OCHOBI aTecTallii).

[lepexoHnyBanbHa KOMYyHIKaIlisl — CIIPSIMOBAaHA Ha MIATPUMKY IIE€BHOTO 3aBJIaHHS
BCciMa 4JIeHaMH oprasizaiii (Bci NpaliBHUKH MalTh OpaTH ydacTh B JIOHOPCBKIiH
KaMIIaHii).

Husa  Oinbmn  eekTMBHOI HU3XIAHOT KOMyHIKalii OyabTe JOCTYIHHUMHU.
ITepconanizyiite cBOi KOMYHIKAIlli, KOJIM II€ MOXJHUBO, 1 BHUMaraiTe 3BOPOTHOTO
3B’s13Ky. [lam’aTaiiTe, 110 340pOBE MOEAHAHHS HU3XIJHOTO Ta BUCXIIHOTO 3B S3KY €
BOKJIMBUM JJIsI MIITHOT'O pOOOYOTO MICIIS.

T'opuzonmanvHuti

["'opu3oHTanbHE CNUIKYBaHHS BiAOYBa€TbCAd MIXK JIFOJAbBMHU HAa OJHOMY pIBHI B
KOpIOpaTuBHIN cTpykTypl. lle 9yacTo MIKBIIOMYMI XapakTep, HANpHUKIaA, KOJH
MEHEKEP 3 MApKETUHIY 3yCTPI4aeThbcs 3 (PIHAHCOBUM MEHEIKEpPOM abo KOMaHza
KOJITyBaHHS CITIBIPAITIOE 3 KOMAHJIO0 JTU3aiHEPIB.

["opu30oHTaIbHI KaHAIM 3aCTOCOBYIOTHCS 3 METOIO:

— KoopauHaIli pooir;

- BUPIIIECHHS PO0OIIEeM;

— posnojiny iHdopmarii,

— BUPILIEHHS KOH(DIIKTIB.

HesanexHo BiJ TOro, 4yu BiAOYBAEThCA 11€ M1k BIIAUIAMH YU B MEXaX OJIHIEL
po0ouoi TpymH, TOPU3OHTAIBHE CIIJIKYBaHHI — 1€ Te, M0 3MYIIye KOMaHIH
¢dbyHkiionyBaty. Bin Mae TeHeHITII0 OyTH Ty>K€ OPraHIYHUM 1 IIBUIKO PO3BUBAETHCS
3 HEBEJIIMKUM BHECKOM abo0 0e3 Hhoro 3 OOKy KepiBHUIITBA. lle Moxe momomortu
chopMyBaTH BIAYYTTS TPUUETHOCTI Ta TO3BOJIUTHU 3 IBUTHCS HAHKPAIIUM 11€5M.

AJle TOpPU3OHTaJbHE CHUIKYBaHHS HE Mo30aBieHe MiABOAHMX KameHiB. Lle
TaKOK MOXKE IMPU3BECTH 10 TEPUTOPIATBHOCTI, YBAP 1 MEHTAIBHOCTI «MH MPOTH HUX.
1106 yHUKHYTH 1IOTO, OybTe 00EpexkHi, 0O HE HAITOBXYBAaTH KOMAaHAU OJWH Ha
oaHoro. HaromicTe cTBOproiiTe atmMocdepy criBmpaiii, A€ KO>KHa KOMaHJa OJTHaKOBO
IIHY€ThCS 3a 11 BHECOK. 3a0XOUyWTe TIpynH 3ycTpiyaTucs ocobucto abo uepes

BiJIeoyar, moo BUpIHTH Oy/Ib-sK1 Hemopo3yMiHHA. [10TiM HataliTe MICHMOBE PE3IOME
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TOro, 1O OyJ0 OOrOBOpPEHO, 1 MPUUHATHX pillleHb. BIAPI3HIIOTHCS 3a CTUIIEM Ta

XapakTepoM BiJ BEPTUKAIbHUX, OCKUIBKM 3I1ACHIOIOTBCA  37COUIBIIIOTO B

KOHCYJIbTAaTHBHOMY, TIEPEKOHIMBOMY, HarayBajIbHOMY CTHII, aHIXK B TUPECKTUBHOMY.
3oeHiwHil

30BHINTHI KOMYHIKaIlli BKIIIOYaI0Th KOTOCh BCEPEIMHI OpraHi3allii Ta KOroch 1mo3a
HEI0, HANpUKIA[, KII€HTa, TOCTavYadbHUKa YW mnpeactaBuuka 3MI. 3oBHimmHE
CIUIKYBaHHS — II€ Ballla MOXIJIMBICTh CTBOPUTH CBIii OpeHJ 1 JOHECTH CBOE
MTOB1IOMJICHHS 10 TPOMAJICBKOCTI.

30BHIIIHE CHUIKYBaHHS MoOXe OyTH TMOB’si3aHe 3 pusukoM. HajcumanHs
HEMPaBWJILHOTO TIOB1IOMJICHHSI MOYKE MTOTAHO BIUTMHYTH Ha Ballly KOMIIAH{t0, IPU3BECTU
710 BTpayeHUX MOKIMBOCTEH (1 1oxoay). KoH(ikTHI MOBIAOMIIEHHS, HENPaBUIbHI JaHi
a00 HaBITh HEPO3YMIHHS LIJILOBOT Ay TUTOPIl MOXKYTh 3aJUIIMUTH TIOTAaHE BPAKECHHS, SIKE
BaYKKO ITOJIOJIATH.

[Ilo6 MakcMManbHO BHUKOPUCTATHM 30BHIIIHE CHUIKYBAHHSA, pETEIbHO U
CTpaTeriyHo mijdupaiTe Bce, MO BU MMyOJikyere y cBiti. HezanmexxHo Bim TOro, 4u
MUIIECTe BU IIBUAKWAWA E€JIEKTPOHHUM JIMCT MOCTaYaJlbHUKA YU KOPIIOPATUBHUI IIpec-
peni3, 3HaWAITh 4Yac, MO0 TO3HAHOMHUTHCS 31 CBOEIO ayAUTOPIEI0 Ta BUOpATU
MOBIJIOMJICHHS, SIKE Ma€ Pe30HaHC. byabTe Mpsimi Ta MO CyTi, 1 3aBXIU JaiTe risiiadam

3pO3yMITH, 110 JIJIsl HUX 1€ JJI1 HUX 1 4OMY 1€ BaXKJIMBO CaMe 3apas.

2.3. IlpyHUMIHU Ta 0CO0IMBOCTI e()eKTMBHOIO NMPO(PeciiHOro ClIKyBaHHA

Ipunyunu eghexmueno2o npoghecitinozo cninKy8amHsi:

1. Tounicms. ToYHICTH € OJHIEID 3 HAMBWKIMBIINIMX XapaKTEPUCTUK
npodeciiiHoro cnuikyBaHHs. lIlepenana iHdopMmanis Mae OyTH MPaBHIBHOIO.
HenocroBipuy iHdopmaiiiro He MOXKHAa BBa)KaTH JOCTOBIpHOIO. lle 3HauHO mimpuBae
pemnyTarlito Oy /1b-s1K0i oprasizaiiii. L{e Takox Moxe CnpuuMHUTH CyA10BUH po3risia. Kpim
TOr0, KOKEH, XTO Mepeiae HeBIpHY 1H(POpMaLIit0, TAKOK PUUKY€E BTPATUTH JIOBIPY.

Kpim TouHOCTI mepeaanoro 3micty, eeKTuBHE MpodeciiiHe CIiIKyBaHHS TaKOXK

Mae OyTH TOYHUM HaBiThb y MPOCTUX peyax, TaKuX SK rpamaTuka, opdorpadis ta
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nyHkTyaiis. HapiTh ogHAa mNOMMIIKA MOXE TMPU3BECTH JI0 HEMOPO3YyMIHHS MiXk
ctopoHamu. OTxe, 11e MOXe MPU3BECTH 10 PIHAHCOBUX BTpaT is O13HECY.

2. Hcnicmo i cmucnicms. CHiIKyBaHHS Ma€ OyTH KOPOTKHM 1 TO CyTi. Y
npodecioHagiB HeMae 4yacy YMTATH JIOBI1 ITUPKYJISAPU Ta JIMCTH, 3aBajieHl 3aiBOIO
iHpopmaniero. Bonum mouyBaTUMyThCSI KOMQOPTHIIIE 3 KOPOTKUMH JIHCTaMH,
MPU3HAYEHUMHU TS [IBUIKOI Mepeayi MoBiAOMIICHHS.

Kpim Toro, indopmatiisi B HboMy Mae OyTH 3p03yMIJIOI0 Ta BIJIBHOIO BiJl OY/Ib-SIKO1
ABO3HAYHOCTI. ToMy mpodeciitHuii KOMYHIKaTOp TOBUHEH YCBIIOMITIOBATH METY CBOTO
CHUIKYBaHHSA. TakuM 4YHMHOM BOHM VYHHUKAIOTh JIBO3HAYHOCTI, SIKA4 TOPOIKYE
HEMOPO3yMiHHS.

3. Biomimuicmo. CninkyBaHHS y NpoQeciiHOMY CBITI 3/IIHCHIOETHCS 3 TIEBHOIO
MeTow. 3aranbHe TMpodeciiiHe COUIKyBaHHS He JociarHe HamideHoi Mertu. 106
€(EeKTUBHO CIIUJIKYBaTUCS, MOTPIOHO OyTH KOHKpEeTHUM. UYuM KOHKpETHIIIE
MOBIJJOMJICHHS, TUM O1JIbIIIE LIJTLOBA aAyAUTOPIs, UMOBIPHO, 3p03yMi€ MOTO 1 TUM OLIbIIIE
BOHO BIITOB1ga€c Oa)kaHId I{1I1.

Byzab-sKe cnuIKyBaHHS B OpraHi3allii Ma€ CTOCYBATHUCS JIMIIE OJHIE] KOHKPETHOI
TeMU 3a pa3. TIIbKU TaK MOKHA JOCATTU €()EKTUBHUX PE3yJIbTaTiB. BUpilIeHHs KIJTBKOX
npoOJIeM OJHOYACHO MOXE CTBOPHUTH Xaoc 1 MiyTaHuHy. Lle 3arposa mmst 310poBOTo
YIPaBIiHHS.

4. Ceemenmayia. Konu crpaBa TOXOAUTh A0 TPOGECitHOrO CIIJIKYBaHHS, y
MpaIliBHUKIB Oy/b-5IKO1 OpraHi3aliii, HaBITh HEBEJIUKOI, OyyTh Pi3HI MOTPEOH, IHTEpECH
Ta OaxanHs. Tomy KomyHikalliss Mae OyTH TPUCTOCOBaHA JI0 KOHKPETHUX IMOTPeO
IIJTLOBOT ayAMTOPii, 1100 BOHA Mata OakaHui epekT abo BILIMB.

Komymnikarii B Oyap-sKiii oprasizaiii HEOOXIJHO CErMEHTYyBaTH Ha OKpeMmi
BiTM. Harmpukian, HamicaHHs OJIHOTO JIMCTa BCIM BIJIaM 1 oco0aM Moxke OyTh
Hee()EKTUBHUM  CMOCOOOM  CHUIKyBaHHS. KOMyHIKarop TOBUHEH aJanTyBaTH
1HbopMalito 10 okpeMux BiaAUIB. KpiM Toro, koMyHikaili€ro Mae 3aiiMaTHCs 0c00a, aKa
CHCIIAI3yEThC HA POOOTI OKPEMHUX BIIIUIB, OCOOJUBO KOJU TOTPIOHI 3HAHHS

€KCIEPTIB.
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5. Besnepepsnicmo. be3nepepBHICTh TAKOXK € OJIHIEI0 3 HAMBAKJIMBIIIUX O3HAK
npodeciitHoro crniikyBaHHs. CHUIKyBaHHS B Oprasizailii MOBUHHO OyTH HPUCYTHIM
3aRkau. be3 1poro KoMmadisi HE MOKE MpPETEHIyBaTd Ha iCHyBaHHA. OCKUIBKH
KPOBOOOIT Ma€ BUPIIIATIbLHE 3HAUCHHS JIJIS1 )KUBOTO Tijla, TaK 1 CIIIKYBaHHS JIJIs1 KOMITaHIi.
Takum yuHOM, MEHEKEpH TIOBUHHI MIEPEKOHATHCS, 1[0 KOMYHIKaIlisl € aJIeKBaTHOIO Ta
0e3mepeOiitHOI0 B YCIX HampsiMKax.

[[lopa3y, koM BiIOyBaETHCS 3pUB Y CIIUIKYBaHHI, BUHUKAE HEMOPO3YyMIHHS, SKE
BEZIC 10 HECIPUSTINBOI BOPOKOCTI, KOH(IIIKTY Ta CTaBICHHA. TOMY CITIIKYBaHHS Ma€
OyTu 6e3nepepBHUM. BiH MTOBHHEH pyXaTucs Bropy, BHU3 1 BOIK, 100 ycl 3alliKaBjIeHI
CTOPOHM 3aJIMILIAIINCS B Kypcl i akTUBHO Opaiiv y4acTh.

6. Buympiwmi ma 306niwni nons. KomyHikaiiss B opraHizaiii IMepeBa)xHO
BHYTpiHs. [le BaxJIMBUN KOMIOHEHT aIMIHICTPATUBHOI (PYHKIIIT 1 IPU3HAYCHUM IS
CHIBPOOITHUKIB Ta 1HIIMX 4WieHIB Kommadii. [TpukiagoM BHYTpIIIHBOI KOMYHIKaLli €
myOJIiYHEe TOBIIOMIIEHHS PO MPOBEIEHHS IIOPIYHUX 3arajlbHUX 300piB B OpraHizaiii.
BHyTpinrHs koMyHiKallisi MOke OyTH SIK BEpTHKAIBHOIO, TaK 1 TOPU30HTAIBHOIO.

CrhinkyBaHHS TaKOXX MOXE BHXOJWUTH 3a Mexi oprasizamii. Komu BoHO
MOIIMPIOETHCS HA 30BHIIIHI CTOPOHHU, SIKI HE OOOB’A3KOBO € WICHAMH KOMIIaHIii, I1e
HA3MBAIOTh 30BHIIIHIM 3B’SI3KOM. Take CHUIKyBaHHS 3a3BUYail TMpPU3HAYEHE IS
MIATPUMKH BITHOCHH MIXK 30BHIIIIHIMH CTOPOHaMHU Ta OpraHizauiero. BoHo Mae mmpokuii
OXOIUICHHS 1 3yCTPIYAE€ThCS PIJIIIE, HIXK BHYTPIIIHS KOMYHIKAIIIS.

1. [leocmoponniti pyx. 3B'130K - 11e¢ JBOCTOPOHHIM pyX. SIKk BOHO Teue BHU3 BiJ
HayaJbHUKA 0 MAJIETJI0ro, Tak BOHO MOBUHHO TEKTH Bropy. Hanpukian, Koy KkepiBHUK
nepenae iHhopMalliro CiBpoOITHUKAM, BOHU MOBUHHI OyTH TOTOBI OTPUMATH PEAKIIIIO
Ta BiANOBIl. [HaKIe BOHU MOXYTh HE €(PEKTUBHO AOCATATHU IIEH.

JlaHILIOXKOK ~ 3B’A3KYy HE 3aBEpIICHHUI, TOKU OJepXKyBad HE OTpUMAE
MOB1IOMJICHHS, & BIJITPABHUK HE OTPUMAE BIANOBIb. KepiBHUIITBO Ma€e BMITH TOBOPUTH,
iHhOpMyBaTH Ta HaKa3yBaTU. 3 1HIIOTO OOKY, BOHM TaKO>X MOBHHHI BMITH CITyXaTH.
CriiBpoOITHUKY 3aCITyTOBYIOTh Ha MOXKJIMBICTh OJUIMTHCS CBOIMH JyMKaMH, TyMKaMU
Ta BiArykamu. J[BOCTOPOHHS KOMYHIKAllii NPUHOCUTHh TEpeBard KEpIBHUITBY Ta

CIiBpOOITHUKAM. 3pEIITOI0, BUTPAE BCS OpPTraHi3ailisl.
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8. baecamoxananvnut. KoMyHIKallisi MOXXe 3IHCHIOBATUCS 3a JIOTIOMOIOIO
IIMPOKOTO CIEKTPY KaHAJIB, 00 3a0€3MeYUTH OXOIUJICHHS ayAUTOpii B pi3HUX (hopmax.
€ Oarato kaHaiiB Ha BHUOIp, BKIIIOYAIOUM 3YCTpidi, IPYK 1 JAOIIKH OrOJOIIeHb. BoHH
HiANaa0Th M KaTeropiro TpaauliiHux ¢hopm mnpodeciiiHoro crijikyBaHHs. HoBumu
€JIEKTPOHHUMU 3ac00aMH 3B’SI3Ky € €JICKTPOHHA IOINTA, COLliaIbHI Mepexi, cMapT(HOH
Ta TOJIATOK JJIS YaTy.

barato (akTopiB NOBHHHI BILTMBATH Ha BUOIp 3aco0y criikyBaHHsA. KomyHikaTop
MOBUHEH BPAaXxOBYBATH MPUPOAY CHUIKYBaHHS, BITUYTTS TEPMIHOBOCTI Ta BIJICTaHb MK
HUM 1 PELIUITIEHTOM.

Tomy, edexkTHBHE CHUIKyBaHHS Ma€ BUpIIIAIBLHE 3HAYEHHS Uid Oyab-gKOi
opranizaiii. ToMy HEOOXITHO PO3YMITH OCHOBHI OCOOJMBOCTI MPOQeciitHOro
cniikyBaHHs. CHUIKyBaHHS Ma€ OyTH TOYHUM, KOPOTKHUM, IO CYTi, Oe3MepepBHUM,
KOHKPETHHUM 1 CErMEHTOBaHUM. BiH Moxe OyTH SIK BHYTPILLIHIM, TaK 1 30BHIIHIM. Kpim
TOTO, MOXEMO HamNpaBJsITH HOro uepe3 IIMPOKHHA CHEKTP 3aco0iB, BKIFOYAIOYH
JPYyKOBaHi, yCHI Ta €JIEKTPOHHI.

KomyHikatopu y npogeciiiHoMy CBITI MalOTh y CBOEMY PO3MOPSIKEHH] Oarato
IHCTPYMEHTIB, 1 BOHM TIOBUHHI PETEIHHO BUOMPATH, IKUMHU 3 HUX KOpUCTyBaTHCA. BoHU
MOBMHHI BpPaxOBYBaTM OCHOBHI OCOOJMBOCTI MpoeciiiHOro CHUIKyBaHHA Ta
BpaxoBYBaTH CBOIO ayJIUTOPIO Ta NepeadayvyBaHi I, MepIl HiK NpUiMaTH PillIeHHS,
11100 MePEKOHATHUCS, IO IXH1 3yCHILIS OKYTLISTHCA.

3aco0u KOMyHIKalil — 1€ 3aco0u AJi IPYMOBOTO CHIJIKYBaHHS MIX 4YJ€HaAMU
opranizaiii. Ha 1ieii yac icHyrOTh Taki 3aco0u:

— Bigkpura anoHcoBa po3cwika Opranizarii.

- 3arajibHa KOMYHIKAIlIsS MK 4ICHAMH.

— KepiBni opranun Opranizaiii: odiriiiHa elTeKTpoHHa aapeca opraHizaiiii,

rpyIoBa ajapeca.

IMuTaHHs 1JA KOHTPOJIIO 3HAHb
1. SIxi BU 3HAETE BUAM CITUIKYBaHHS?

2. Y 4oMmy monsirae pi3HULA MK HeBepOalbHUM Ta BepOaJbHUM

CHUIKYBaHHSM?
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SAxki OyBatoTh 3ac00M KOMYHIKAIi?

Y domy nossrae epeKTUBHICTh MUCHMOBOTO CITIIKYBaHHS?

SIKi cKITaIoB1 OXOIUTIOE KYJIHTYPa MOBJICHHEBOTO CITUIKYBaHHS?
[I{o sBsie coOor0 Bi3yasibHE CHIIKYBaHHS?

[I{o Take cemioTHKa?

SIKi CHYIOTh KOMYHIKallli Ha IPeIMET ICTUHHOCTI?

© ©o N o 0 B~ W

K «TOH» MOKE BIUIMHYTH Ha €(DEKTUBHICTh KOMYHIKAIIii?

10. o sBAsAIOTH COO0I0 hOpMH KOMYHIKAITI?

11. Ska indopmaris mepeaacTbCs «3HU3Y BEpX»?

12.  SIx1 icHYIOTB IT’SITh KaHAJIB CIIPSIMOBAHUX BHU3?

13. 3 K010 METOI0 3aCTOCOBY€ETHCS TOPU3OHTAIBHE CIILITKYBAaHHS?
14. YoMy 30BHIIIHE MOB’A3aHE 3 PUSUKOM?

15. Ilepemunte npyuHIMIHN €PEKTUBHOTO NPO(ECIMHOrO CIUIKYBAHHS.

Cnucoxk BUKOPUCTAHUX JKepeJt

1. 10 Verbal Communication Skills Worth Mastering
URL.: https://www.geektonight.com/verbal-communication-skills/

2. Definition and Top 8 Features of Professional Communication
URL.: https://hrdevelopmentinfo.com/top-professional-communication/

3. How to Work in Financial Communications
URL.: https://www.investopedia.com/articles/professionals/050713/how-work-
financial-communications.asp

4.  Types of communication URL.: https://www.valamis.com/hub/types-of-
communication

5. Types of Non Verbal Communication

URL: https://www.geektonight.com/types-of-nonverbal-communication/
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https://www.valamis.com/hub/types-of-communication
https://www.geektonight.com/types-of-nonverbal-communication/
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PO3/ILJI 3. IIJIOBI CTPATEI'I YIIPABJIHHSA COLJIKYBAHHSM

3.1. [ToHsATTS cTpaTeriyHOi KOMYyHIKAI1
3.2. 3aKOHU YIPaBIiHHS CHUIKYBaHHSIM
3.3. Opranizariist po3po0Ky KOMYHIKAI[IITHUX CTpaTerii

3.4. KopnopaTuBHi KOMyHiKalliiiHi cTpaTerii

3.1. IloHATTH cTpPaTerivHoi KOMYHiKaLil

Cmpameziune cninikyeamHs — 1€ TEPMiH, SIKHH BHUKOPUCTOBYETHCS UIS OIHUCY
KOMYHIKAI[IHHUX TPUHIUIIB, CTpATErid Ta IHIIIATUB, SIKI BUKOPUCTOBYIOTHCS MJIS
JOCSITHEHHS LI1JIeH, Micli ad0 LIIHHOCTEN opraHizarlii.

Komynixayitina cmpameeis — 1€ TUIaH CHUIKYBaHHS 3 BalllOI0 I[LIHOBOIO
aynurtopiero. Ile Bkirowae B cebe, 3 KUM BU PO3MOBISETE, YOMYy BH 3 HUMHU
PO3MOBJISIETE, SIK 1 KOJIM BU OyJI€T€ 3 HUMH PO3MOBIISITH, SIKY (DOPMY CIUIIKYBAHHS Ma€
MpUIMaTH BMICT 1 K1 KaHaJX BU IIOBUHHI BUKOPUCTOBYBATUCS, 100 MOIITUTUCS HUM.

Cmpamezis 0106020 CniIKy8aHHs — CKIIAJAETHCS 3 IPUIMOMIB, K1 320X0UYIOTh
BIJIKDUTE CIUIKYBaHHS Ta €(QEKTHBHY KOMaHJIHY poOOTy Ha poOOYOMY MICIIi.
CrpaTeriunuii 1jaH KOMYHIKalllif Ma€ CTABUTU NMATUAHHS:

1. SIxa MeTa Bamoro rjiaHy KoMyHikauiin? YiTka meTta gjonomarae TpuMaTu BCIX
Ha Ooprty. Ilepekonaiitecs, Mo MOTPIOHO MO0 JIFOAM MOYYJIM Ballle MMOBIIOMIICHHS,
KOJIM BOHHM T'OTOBI, 1 TAKMM YMHOM BH i1 JJOHECETE.

Bami komyHikaiiiiHi 1JIi TOBMHHI TOJISITATH B TOMY, 1100 BIAMOBICTH Ha
3anUTaHHS:

- 1o xoro MeH1 noTpiOHO 3BEpHYTHUCS ?

- Uomy 51 Maro J10 HUX 3BEPTATHUCS?

- lllo moHecyTh MOi TTOBITOMJICHHSI?

- IlepenaBatu 11€ MOBIAOMJICHHSI B TOM MOMEHT, KOJIM 1€ MaTUME HallKpaiun
BIUTMB Ha ayauTOpito (1 HA MeHe)?

I sixi KaHa!IU 1 BUKOPUCTAIO JJIsI IOCTABKU 11€1 MeTH?
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2. 3 k1M BH cIJIKyeTecs (a00 XTO Ballia IijIb0Ba Ay IUTOPIis) 1 IKE TOB1TOMIICHHS
iM oTpiOHO MOYyTH?

[{impoBa ayauTOpis MOXKE 3MIHIOBATHCS BiJl Yacy JO 4acy 1 MOXeE BKIIIOUaTH
BalllUX KJIIEHTIB a00 CIiBpOOITHUKIB. BU3HauTe, XTO MOBUHEH YYTH, 110 BIIOYBAETHCS
y Bamii opranizamii. KoxeH miaaH KOMyHIKalild BIAPI3HAETHCS, aje BIH HIKOJIU HE
NOBUHEH OyTH €IMHUM. bajkaHO CTBOPUTH KapTy ayAUTOpii, SKa BU3HAYAE KIIIOUOBI
ayIUTOpIi Ta MOBIJOMJICHHS, SIKI BOHHM TOBHHHI IOYYTH MPO Bally OPraHi3alliio 4u
MIPUYHHM, 1100 BOHU BXKWJIU 3aXO/IIB.

3. SIx Oyne nepenaBaTucs 1€ MOB1IOMIICHHS?

[le MOXyTh OyTH coOILaJIbHI MEPEXi, MApPKETUHT EJEKTPOHHOIO TMOIITOIO,
myOJtikaiii B 6jorax Tomo. YuM TouHilIe BU pOOUTE CBOI MOBIAOMIICHHS (1 BI3yallbHI
300pak€HHs ) —TUM O1JIbIIIE IIIAHCIB 3aTy4YUTH JIFOACH 1 BXKUTH 3aXO0/IIB.

KomyHikariitHa crpateriss 3a0e3nedye OCHOBY JJs  1H(QOpPMALIiHO-
PO3’SICHIOBAJIBHOI IIsVIBHOCTI KOMIIaHi1, BKIIFOYAI0YH T€, 1110 MOTPIOHO OTpUMATH Yepe3
KaHaJM 3B’ SI3KY.

4. Koau 11e moBIIOMJICHHS Ma€ BIOYTHUCS — MPSAMO 3apa3 yu MizHime?

Opranizailii MOBUHHI BUKOPHUCTOBYBAaTH CBOI KOMYHIKallli CTpaTeriyHo, 1100
OyTH yCHIIIHUMHU 3 HUMHU.

BpaxoByiite, 10 Yyac TaK0X BaXJIUBHU JIJ1s1 €EKTUBHOTO CIIIKYBaHHS.

KomyHikariiiiHa cTparteris Mae BKa3yBaTH, KOJU TOBIJOMIICHHA Ma€ OyTH
nepeaane, 3apa3 4 Mi3Hile.

PexomeHmyeThCst po3pOOUTH J1B1 OJTHAKOBO €(PEKTHUBHI CTPATETIi: OJIHY «3apas3»
1 1HITY, SIKY MO’HA 3aCTOCYBAaTH B OYIKYBaHHI MO, IKI MOXYTh BIAOYTHCS TI3HIIIIE.

5. XTO BiAMOBIJaTUME 32 KOMYHIKAIII10?

daxiBIll 3 KOMYHIKaIllii TOBUHHI BIJMOBIJIATH 3a CILJIKYBAaHHS 13 30BHINTHBOO
ayJIUTOPi€l0, 1 BOHU MOBUHHI POOUTH 1€ YaCTO MiJ 4ac KPU3H.

CrpareriuHuii TUIaH KOMYHIKAIlli MOX€  JOIMOMOITH JOHECTH CBOE

MOBITOMJICHHS JTO TIOTPIOHUX JIIOJIeH Y HAMCTIPUSTIMBIIINAN Yac.
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BpaxoByrouu 111 11’Th KOMIIOHEHTIB, BU MOXETE CKJIACTU HAJIHY CTpATETio,
SKa JOTOMOXXE JOCSIITH OUIBIIOr0 YCMiXy Balioro Oi3HEeCY Ta JOCATTH Oa)KaHUX

pe3yJIbTaTIB 32 MEHIIHH Yac.

3.2. 3aK0HHU yNpaBJiHHSA CHIJIKYBaAHHAM

Ilepwuii 3axon ynpaeninusa CUIUIKYBaHHSIM 3BYYHUTh Tak: 3HATH — Lie 1Ie He
03Ha4a€ 3po3yMiTu. Lle iHTYiTUBHO OUEBHIHO. SIKIIIO XTOCHh 3PO3YMiB Bac, pO3IJISIHYB
Ballly apryMEHTaIlll0 1 MeTy, 1ie Illeé He O3HAyae, II0 BiH 3rOJIeH MPUNHATH BCE IO
MIOBHOTO BUKOHAaHHsS a0o0 peamizaiii 3aayMaHoro. BilCcyTHICTP KOMYHIKaTHBHOIO
KOHTaKTy a0o BIJCYTHICTh HOro MHpPOAYKTHBHOI pPE3YyJbTaTUBHOCTI, BHUPaKEHOI B
Y3TOJIKEHIN [11i, — HACJIIJIOK TOTO, 10 HE BPaXOBaHUI MEpPIIUI 3aKOH YNPaBIIHCHKOTO
CHUIKYBaHHA. TakUM YHHOM, 4acTo NIpoOiieMa MOoJiAra€ He TIIbKU B JIOCSATHEHHI
B3a€EMOPO3yMIHHSI, aJie ¥ B IOCATHEHHI MOTO/KCHHS TTO3UIIIH.

[[Io6 3HaHHS Mepepocsio B pO3YMiHHSI HEOOXITHO caMoMy c001 1aT BiAMOBIAb
Ha yotupu nutanHs: [1{o? Sx? Yomy? I naBimo?

[IpaBwiia nuta"Hs «SK?»:

[Ilo € mpeameToM PO3MOBH, OECIIN, CYTIEPEUKH.

Sxi mim y Bac Ta Bamoro criiB6eciiHuKa.

o croiTk 3a Bamoro Ta ioro Te3010 i1 aprymMeHTamu (peajibHuid Y1 HayMaHU
MpPEAMET, IUpPa IKaBICTh YU KOPHUCTbH, J1JI0B1 MIPKYyBaHHS YK Oa)KaHHS MMOKa3aTHUCH,
MparHeHHs MPOBECTH 4ac 3a JPYKHBOI Oecijoro abo Mmoka3zatu ce0e OMOHEHTOM 1
MIPUHIUIIOBOIO JIOJIUHOIO).

[IpaBuna mutaHHs «AK»:

Heo0xigHo 00rpyHTYBaTH BeAeHHS Oeciiy, Cynepeyku, A1II0BOi PO3MOBH.

VcBigoMHuTH 11 cebe NOCSIKHICTL TOTO, III0 BH BIJICTOIOETE B CBOIHIIO3MINI.

MaeTe BHU3HAUUTUCS 3 THUM, SKa TEXHOJIOTiSI OOIPpYHTYBaHHS, JIOKas3iB,

(baKTUYHOTO MIATBEPAXKEHHSI BaIIOi TE€3H.
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[ToTpiOHUI crieHapiii TOTro, SK TOBOPUTH, SIKI MOBHI, JIGKCUYHI Ta 3MICTOBI
000pOTH BUKOPUCTOBYBATH BIAMOBIAHO J0 MICIIS, yMOB, Yacy Ta 1HIIUM 0OCTaBUHAM
KOMYHIKaQTUBHOTO KOHTAKTY.

[IpaBuna 3anutanHsa «Homy?»:

Heo0xigHo OyTH roTOBUM J1aTh c001 Ta OTOYYIOYUM BiIOBIIb.

BiamoBine Ha momepeaHe TUTAaHHS T[IOBUHHA MaTH MOKJIUBICTh OyTH
JIOTIOBHEHOIO BIJMOBIJII0 HA MHUTaHHSA, YOMYy II€ HEoOXiJHE 1 OTOYYHYMM Ha
3alUTaHHs, YOMY BaM II€ MOTPiOHO.

BianoBinp Ha muTaHHS «4omy?» mependayae, 10 BU MOXKETE OOIPYHTYBaTH
CBOIO MO3UINIO0 BUXOJSIYN HE TUIBKH 13 MOTHBY, 1110 1€ BaIlla O3UIIiA, ajie i 1110 BOHA
TaKOXK OOTPYHTOBaHA MPAKTHUKOIO, TEOPIEI0, ICTOPUYHUMHU TIPEIeACHTAMHU, YHHHIM
3aKOHOJIaBCTBOM, a00 BOHA IIPOCTO BUT1/IHIIIE, PAlllOHAJIbHIIIE, €()EKTUBHIIIIE.

[TpaBwia nutanHs «Hapimo?»:

BianoBigs Ha HROTO mMependayvae MUPe BU3HAHHS, 1110, BIAIITOBYIOUU CIIPaBY
TaKUM YMHOM, BU He rpimmre npoTu Mopai, CipaBeIJIMBOCTI MpaBa.

B 1iii ske TIoIIMHI 3HaXOAUTHCS 1 313HaHHS B TOMY, 1110 11€ BIAMIOBIJAa€ BAILIOMY
MOYYTTIO COBICTI 200 00OB’SI3KY.

Ko BiAMmoBiAl Ha mepepaxoBaHi MUTAHHS OTPUMaHi, TO MOXXHa CIO1BaTUCS,
110 3HAHHS CTA€ PO3YMIHHSAM.

Jpyeuii 3axon ynpaenincbko2o cniikysauus. s ynpaBiiHHS CHIJIKYBaHHSM,
TOOTO TpoliecoM OOMIHY 3asiBaMHM, a 1HOAI OOBHUHYBAUCHHSMH, OI[IHKAMU,
BITHOIIICHHAM JTFOJIeH 10 J1HCHOCTI 1 OWH JI0 OJTHOT'0,0THOTO MEPETBOPECHHS 3HAHHS B
PO3yMIHHS HEJOCTATHHO. baraThoM JIO/IsIM 111 aCTIEKTH PO3YMIHHS BJIACTHBI, X04a 1 HE
3aBXU MPABUIILHO Ta TOUHO chopmyiboBaHi. [IpoTe cTBepIKyBaTH, 1110 JIFOAU JIIOTh,
HIYOTO HE PO3yMiIOUM HE MOKHA.

3po3yMiTH — II€ IIe HE O3HAYA€ IPUIHHSATH.

PosrisHeMo acTieKT! IpHHHSTTS:

— BcebiuHo BUKITACTH CBOIO TTO3UITIFO, HE YITYCKAIOUYH JKOTHOTO ACTICKTY.

— KopekTHO 00rpyHTYyBaTH ii.

— CdopmyroBaTy BCi MOXKIJIMBI HACTIIKY 13 HET.
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— [Tokazatu, o ii HeNPUIHATTA MPUBOIUTH IO MOTIPIICHHS MOJIOKEHHS.

— JloBectn, 1o Oyab-fKa 1HIIA TMO3UIlS Tipmia 3amponoHoBaHoi Bamu
(mopokda, HeepeKTHMBHA, HE BpPaxOBYE€ BCIX AacCIlEKTIB CIpPaBU, BUXOJIUTH 13
HENEepPEeBIPEHUX JaHUX, TOB’sA3aHa 13 BY3bKOKOPHCHUMH IHTEpECaMH, 3BYXKY€
po0JieMy TOIIIO).

— Ile pamioHasbHI acNeKTH NPUUHATTA. BoHM € HEOOXiAHUMH, MPOTE
HEJOCTaTHIMU YMOBaMH NMPUAHATTS. Po3risiHeMO AO0CTaTHI yMOBH NPUHHATTS:

— CdopmyroBaT CBOIO TO3HINIO 3PO3YMIJIO, MTOCTYITHO CIPUHHSATTIO, 13
BpaxyBaHHIM MICISl, 4acy, 0OCTaBHH 1 TOTO, KOMY BH i1 BUKJIQJa€Te.

— [ToOynyBatu CBO€ OOIpYHTYBaHHS HE METOJOM THUCKY, @ METOJ0M
MOTO/IKEHHSI.

- B cnipHrX MOMEHTaxX 3HAMUTH KOMIIPOMICH1 PilIEHHS.

— JlocATTH B3a€MOPO3YMIHHS IIIXOM BUCYBaHHS 3arajbHUX ITiICH.

— 3aIikaBUTH CIyXadiB, HE BUKIIFOYAIOUHU OCOOMCTOTO 1HTEPECY KOMKHOTO.

— CdopmymnroBati CBOI MpOIO3ULIi Tak, 100 BOHM HE CyNEpEeUMIIU
1HTEepecaMITIOCH.

— 3amisITH  BHYTPIIIHI MOTHBU 3TOAM KOXHOTO: OCOOMCTHIl 1HTEpec,
noTpeOdyyyacTi B CIIpaBl, BUT0O/1a, TPECTHK, TBOPUICTD.

— 3BepTaTucs 10 JIOACH HE 0 SIK MPOTUBHUKIB 171€i, a SIK A0 ii MOXJIMBUX
MPUMIHHUKIB.

— [TpuitasaTy noOa)kaHHS O MOKPAIEHHIO BAIIOT MPOTO3UIIIi.

- [TokazaTu B pe3yabTaTi Balll MPOEKT K HACTIOK KOJIEKTUBHOI CITiBITpaIlil.

— 3aKIMKaTH 0 MOAABIIOr0 CIIBpOOITHUIITBA HA 0JIaro BCIM.

[TutanHs npo Te, Mo MOTPIOHO IS TOTOIKEHHS:

[To-mepure, BUMaraeTbes, o0 chopMyIbOBaHE TTOBIIOMIICHHS HE CyTIEpEeUIIO
MOTJIsiIaM 1 HACTAaHOBAaM TOTO, KOMY BOHO aJIpECOBaHE.

[To-gpyre, HEOOXIOHO YCYHYTH NpPOTHpIYYs, SIKI BHHUKAIOTh BIJ PI3HUX
HACTaHOB, 0ap’epiB CHIJIKYyBaHHS, yrepelKeHb. [I[pupoaHuM 3aco000M YCYHEHHS ITUX

TPYIHOIIB BUCTYIA€ PO3’SICHEHHA. BOHO MMOBHHHO MPOSCHUTH IIO3UIIIO, 3POOUTH
9
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NOBIJJOMJIEHHS JOCTaTHbO TIOBHUM, HECYNEpPEWIMBUM, HEIBO3HAUYHUM. Bapto
BIJI3HAYUTH, III0 BKa3zaHl 3aco0M He € camojocTaTHIMH. [ToTpiOHO BpaxoByBatu i
APYTUN 3aKOH yMPaBIIHCHKOTO CIUIKYBaHHS.

Tpemiti 3axkon ympasninusa cniikysanusam. BiH € CBOEpPIAHUM HACIIAKOM
MOTIEPEAHBOTO (B TOMY BHIIAJKY, KOJHU paIliOHaNbHI, 00’ €KTUBHI PE30HH HE MOBHOIO
MIpOIO MiAKPIMJIEH] TPAKTHYHUMU, Cy0’€KTUBHUMH pe3oHaMu). AOO HaBIaku, KOJIU
aKIICHT pOOUTHCS HA CY0’ €KTMBHE MOTHUBYBAHHS 1 MAJIO YBaru MPUILISETHCS JIHCHOMY
OOTPYHTYBAHHIO.

Po3’scHeHHs He yCyBalOTh MPUYUH HETIPUHHATTA.

CKUIbKM HE HAaBOJAMII JJOKA3iB, OMIOHEHT HE PyXaeTbes 3 Micld. UuM CuibHILIEe
JOBOJIUTE, TUM OUIBIIMM € HENPUUHATTA 1 BIATOpPrHEHHA. B ngaHomy BuNaaky
YIIYCKAa€TbCS MOMEHT 1HTEpecy, B TOMY uucial ocobucroro. OrmnoHeHTa Tpeda
“OIOKyNUTH LHIKABOIO CHPABOIO, NEPCHEKTUBHUMHU 17€IMHU, MPOEKTAMHU, OCOOUCTOIO
y4acTio, TBOPYICTIO, YeCTONI0OCTBOM TOIIO. [IpoTe HE MOKHA TOBOPUTH HETPABIY.

Yemeepmuii 3aKoH YNpasniHua CiIKy8auHAM. IHOJI BUKOHYIOThCS MEPIIUX TPU
3aKOHH, POTE NPUUHATTS MMO3HUIII] 3yCTPIUa€ NEPEIIKO/IH.

['onoBHA yMOBa MPUUHATTS — 1€ T€, 110 MO3UIIS HE CYNEPEeUUTh MPUHIUIIAM,
MepEeKOHAHHSIM, MOpaJIl TOTO, XTO Mae€ ii MPUUHSITH.

11’ smuti 3aK0H ynpaeninusa cninkyeaunsam. SIKio Tomy, nepesi KUM CToiTh BUOIp
IBOMa a00 KIJIbKOMa MPOIMO3UIIISIMU, TO JIOTIYHUM € BUOIp OUIBII OOTPYHTOBAHOI,
e(exTUBHOI, MPUOYTKOBOI, JIe Kpalll 3aJisiHl 0cOOUCTI 1HTepecu. Bce 1ie Tak, Koiau
repeBara ojiHi€l MpOMo3uIIii HaJ iHIITOK OYEBH/IHA.

[Iporte, sKI110 MO3UIIIT TPUOTU3ZHO PiBHI?

3a IHIIKMX PIBHUX YMOB JIFO/IM JIETIIE MPUUMAIOTh MO3UINIO TI€T TIOIUHU, 10 AKOT
BI/IUyBalOTh €MOIIIMHO-TIO3UTUBHE CTaBIICHHS (CHUMIIATIIO, MPUXWIBHICTh, APYXOY,
JOBIPY) 1, HaBIaKW, CKJIQJHINIE NPUUMAIOTh TMO3UII0 TIET JIIOAUHU, N0 SKOi
BI/IYyBalOTh €MOLIMHO-HEraTUBHE CTaBJEHHS (HENpPHUS3Hb, AHTUIIATIIO, BOPOXKICTH,
HEHABUCTB).

Tomy, moO0 3poOWUTHM CTpaTeriyHUM 3aayM MPUWHITHUM [UJIs TapTHEpa,

noTpiOHO, Hacamriepes,, OyTH ISl HhOTO TAKUM CITIBPO3MOBHHKOM, SKUW BUKIIHKAE
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OlbIIIE TTO3UTHUBHUX €MOIIM, HIK HEraTUBHUX. AJI€ TOJIOBHE Te€, IO PO3’SICHEHHSI
MOBUHHO YCYHYTH NPUYMHYHENPUUHATTS METH a00 3aco0iB i1 mocsrHeHHs. Takum
YHHOM, Ba)XXJIMBOIO YMOBOIO KOMYHIKATHBHOTO IOBIJOMJICHHS, SK€ Hece B coOl
€JIEMEHT CTPATETiYHOro 3ayMy, € T€, 1110 BOHO HE MOBMHHO CYNEPEYUTH MOIJIsIaM
napTHepa. ToMy BaKJIWBHUM CTPATETIYHUM IMIIEPATHBOM, KM BHUIUIMBAE 3 IHOTO,
Oyzae Takuil: HEOOXiIHO YyCyBaTH YMOBHU HEIPUNHATTS, a HE TUCHYTH Ha Cy0’eKTa
HEIPUUAHSATTS.

Jpyruii BaxJIMBUNA HACHIJOK IOJIATA€ B TOMY, IO MOJANIbIIE MEPEKOHAHHS
NOTPIOHO CHPSAMYBATH TUIbKH Ha YCYHEHHS ITUX PO30DKHOCTEH 1 HE BUTpayaTH 3yCUIIb
1 4acy Ha TOBTOPEHHS B)KE CKa3aHOTO.

HactynHa mnpakThuuHa pEKOMEHJAIlisi OpIEHTYy€ Ha Taki [ii, SKI TOBHHHI
MOKa3aTy MapTHEPY, 10 3MICT KOMYHIKaTUBHOTO TOBIOMJICHHSI HE TUIbKU HE Oyne
CyHepeuyuTH MOro MpUHLUNAM, ajie ¥ Oyje CHpUsTH 3aJ0BOJICHHIO SKUXOCh HOTO
noTpeo.

Crparterisi MOBIIOMJICHHSI HIKOJIM HE MPHUBEIE /10 HAAIMHOrO BUTpally, SKIIO
TaKil iHTepec He OyJe 3HaiIeHnid. ToMy BaXJIMBOK YMOBOKO CTPATETIYHOTO 33 1yMy
Oylne HacTymHa: IIyKailTe OCOOMCTHI IHTEepec MapTHepa 1 MOB’s3ylTe #oro i3
cTpaTeridHuM 3amyMom! AJle ITyKaTH i HaBiTh 3HANTH Takwmii iHTEpec — Mano. HMoro

MOTPIOHO BMITH MTOKA3aTH MAPTHEPY, IPUUOMY MOKA3aTH 3 Kpauoro OOKy.

3.3. Opranxizanisi po3po0ku KOMYHiKAWiifHMUX cTpaTerii

KomyHnikailisi Mae BUpilliajibHe 3HaUY€HHs B Oylib-sIKOMY O13HEC-CEepeIOBUIII, a
MicCisl OpraHi3zaiiii Moxke OyTH HaWBa)KJIUBIIIOKO 3 TOUYKH 30pYy 3aTyU€HHS Ta MOTHBAIII]
npaiiBHUKIB. EQeKkTuBHE CIUIKYBaHHS BUMAarae po3yMIiHHS SIK CIIBPOOITHUKIB, TaK 1
oprasizamiifHuX NoTped, BAKOPUCTAHHS ITUPOKOTO CIIEKTPY METO/IIB 1 MOB1IOMJICHB, a
TaKO BIJITAHOCTI BUMIPIOBAHHIO Ta MOKPAILLEHHIO HA OCHOBI PE3YJIbTATIB.

KomyHikariiiini crparerii 3a0e3neuyloTh Nepenadyy BakJIMBOi 1H(opmaii
NOTPIOHUM JIIOSM 3a JOMOMOTOI0 BHYTPIIIHBOI Ta 30BHIMIHBOT KOMyHiKamii. Jlis

MIJIBUIICHHS €PEKTUBHOCTI pOOOUOT CUIIM BaXkKIJIMBO, 100 yC1 CHIBPOOITHUKH OYyJId HA
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onnit ctopinmi. KirouoBa iHdopmalliss moBUHHA OyTH PIBHOMIPHO PO3MOIJIEHA 1O
BCIM opraHizaiii, He 3aJuIIaloyd >KOAHUX JAeTaneil. be3 moBHOI i1H(opmarlrii
CHIBpPOOITHIKAM MOXe OyTH Ba)KKO YCHIIIHO BUKOHYBATH CBOi 3aBaaHHs. Hampukian,
SKII0 B oOpraHizamii BiOyBalOTbCS 3MIHM B TMOJITHIN, Ballll KJII€HTH, a TaKOX
CHiBpOOITHUKY TTOBUHHI MaTH TTOBHY 1H(pOPMAIIifO TIPO TIE.

Emanu opeanizayii po3pobku xomyHixayitinux cmpameziti

[IpoBenith anami3z cutyarii. Opranizaiii, SKi CIOAIBAIOTHCS IMOKPAIIUTH
KOMYHIKAI[i}0, MOBUHHI CHOYaTKy MPOBECTH aHali3 CHUTYyalli, SKH HagacTb iM
BKa31BKY Ha MpoOJIeMH Ta TOTPpeOr KOMYHIKaIIii K 3 iIXHbO1 TOUKH 30py (HaMm MOTPiOHO
iH(hOpMYBaTH CIIBPOOITHUKIB MPO HAIIy MICII0), TaK 1 3 TOUKH 30py CIIBPOOITHUKIB
(Mu xouere oTpumaTH OuIble 1H(GOpPMAIil MPO Hall NepeBarv). AHali3 CUTyalli
MOCIIYUTh BIJMIPABHOIO TOYKOIO JJIsi PO3POOKHM Ta peajizallii miany, Ipu3HaAa4eHOoro
JUTSL TIIBUILICHHS €(DEKTUBHOCTI KOMYHIKAITIi.

Po3BuBaiiTe 1l Ta 1il, IKi MOKHA BUMIpSITH. OpraHizaiii NOBUHHI TOYHHATH
3 METH, CIIO/11BAIOYUCH MOKPAITUTH KOMYHIKaIlli. By 1bTe KOHKPETHUMH Ta BUMIPHUMH.
Yacto 6a30B1 JOCHIKEHHS MOKYTh OyTM BHUKOPHCTaHI SIK BIANpPaBHA TOYKA I
PO3pOOKH KOHKPETHHX IIIJIEH, OB’ A3aHUX 13 OakKaHUMHM MOKpaieHHssMu. Hanpukiazn,
METOI0 MOK€ OYTH MIABUIIEHHS pO3YMIHHA CIIBPOOITHUKAMH 1Iijieil opranizaiii Ha 20
B1JICOTKIB.

Po3pobutu k1r0490B1 OBIIOMIICHHS. baxkaHi pe3yiabTaTH Ta IIJIbOBa ayAUTOPIS
(sika MOKe BKJIIOYATH BCIX CIIBPOOITHUKIB a00 MOKe OyTH 30cepeKeHa Ha MEeBHUX
CEerMEeHTax CHiBpOOITHUKIB) OyIayTh BaXJIMBUMU BXIJHUMHU MartepiajaMyd s
PO3pOOKH KITFHOYOBHUX KOMYHIKAIIMHUX TOBIIOMJICHB, IPU3HAYCHUX JUIS JIOCSATHCHHS
BUMIpIOBaHUX pe3yJibTariB. 1[0 moTpiOHO 3HATH TpalliBHUKaM, 100 3a/10BOJLHUTH
CBO1 moTpedu Ta/abo moTpedu opraHizamii?

BusnauTe cTparterii Ta TaKTHKHU Ui TOCATHEHHS Lijed. BpaxoByrouu Mery,
ayIUTOPil0 Ta pI3HOMAHITHI BapiaHTH, OpraHizamisi MOXKe pO3pOOUTH CIHCOK
MOKJIMBOCTEH, a MOTIM 3BY3UTH II€H CITUCOK HA OCHOBI ayJIUTOPii Ta TOBIAOMIICHHS,
o0 BUOpaTH KOMOIHAIID 1HCTPYMEHTIB, SIKa HaliMOBIpHIilIEe JAacTh Oa)kaHi

pe3yJIbTATH.
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Bumipsatu pesynbratu. Ilicias Toro, sik moBIIOMIICHHS OyJIM PO3MOBCIOIKEHI
pPI3HUMHU 3aco0aMM, BKJIMBO OIIHMTH, YW OyJIM JOCATHYTI Il Ta 3aBaaHHs. Lle
MO>KHA 3pOOHTH 3a JOTIOMOT 00 He(hopManbHOT B3aEMO/IIT 3 TIpaIliBHUKAMH, & TAKOXK 3
JIOTIOMOTO!0 O1IBIT (POPMANIbHUX 1 KIJIBKICHUX OIIHOK. SIKIO BUXiAHUHN piBeHb OYB
TOCSITHYTUH 10 KOMYHIKAI[IHHUX 3yCUJIb, PE3YJIbTATH HACTYITHOT'O OTIMTYBAHHS MOKHA

BHKOPUCTOBYBATH MJIsI KOHKPCTHOT'O BUSHAYCHHS 3MiH, K1 MOJKHA BI/IMipHTI/I.

3.4. KopnopaTtuBHi koMmyHikauiiini crparerii

bi3Hec-niTeparypa po3pi3Hs€ pi3HI TUIIK Oi3HEC-CTpaTeriil:

FINN The place of corporate communication strategy

Why the organi zation exists, what it s Achigvement of non-financial i als:
. attempts to provide to society, what image and social responsibalities
Enterprise types of relationshins it seeks with
stakeholders
[1;-‘|r||||-_: the st of businesses that *  Financial results (R
shoald Form the arganization's averall +  Market trends & cutlook
Corpnrate pre file (M& & strategic alliances,.) +  M&As, sxpansions, divestments

Hostly financally oriented

" " suslly covers a single produsct o 3 +  (Maostly) marketing related
Bu siness-unit group of related products. Focuses or
| o [0 SO |.-l‘|- i |_| Ll -,|l|l_" -

ket |-| B ‘i"_lll" it

strategy

To execute the strategies of the s Corporate communication strategy
arganization (enferprise, corporate and

Functional strategy | o) Framples 4R, Corp

Comm.,..

Shart-term abjectives and *  L.orporate communicaticn plan
implementation strategias that + Corp comm & PA campaigns and

Operational strategy = couibute 1o busiecs and comorste orojects
level goals in a cost-affactive way
Types of business strategies

Crpareris mianpuemctBa (Enterprise strategy): BusHauae, ko0 xouye OyTH
opraHi3zailisi Ha piBHI CYCHUIbCTBA — YOTO MM XOUYEMO JOCATTU JJIS 3alliKaBICHUX
cropin? (HaiiOunb1 6axkaHuil piBEeHb CTpaTerii).

Kopmopatusna ctparerist (Corporate strategy): BusHavae, B SKMX TUCIHATUTIHAX
1 CeTMEHTax MU X0YEMO 3MaraTucs — e Mu xouemo rpatu? (31e61ab1oro ¢piHaHCOBUN

PiBEHb, MOB’ I3aHUH 3 TPUAOAHHAMH, TTPOIAYKAMH,...).
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biznec-crpareris (Business strategy): siki y Hac € Oi3HEC-OAMHMII Ta K BOHH
KOHKYPYIOTh Ha pUHKY (PiBEHb, SIKMI EPEBAKHO CTOCYETHCS MAPKETHHTY ).

Oynkmionansanit  piBeHb (Functional level): sk GisHec-pyHKIIT MOXYTH
JIOTIOMOTTH peaizyBaTH CTpaTerii MiAnprueMCTBa, KoMIlaHii Ta 613Hecy? Lle piBeHsb, Ha
akomy HR, kopnopatuBHi komyHikalii, ¢piHAHCH, IOPUANYHI CHPABU, BCTYMAIOTH Y
rpy.

OmnepatuBauii piBenb (Operational level): sk Mum Oymemo pobuTH Bce
Bumieckazane? Lle piBeHb MaHyBaHHS Ta BAKOHAHHS.

BiamoBine Ha Hamie 3amuTaHHA [OJsira€ B TOMY, WO KOpPIOpaTHBHA
KOMYHIKaIliliHa CTpaTeris MOBUHHA JIO3BOJISATA JOCATTH CTparerii MiAIpHEMCTBA,
KOPIOPAaTUBHOI Ta Ol3HEC-cTpaTerii, a TAKOXK IHIIMX (PYHKIIOHAJIBHUX CTpaTerii,
takux gk HR (y Takomy mopsiiky).

VY Toii ke yac pojib KOPHOPATUBHOT KOMYHIKaIlli MoJiirae B TOMY, 11100 HaJaaTH
iH(popMaIito Ha PiBHI NIANPUEMCTBA, KOPIOPATUBHOIO Ta O13HEC-CTPYKTYpHU PO TE,
1110 Bi10YBa€ThCA y 30BHINTHROMY CBITI Ta K 1€ BIUIMBAE HA OPTraHi3alliio.

CreriamicT 13 KOpIopaTUBHUX KOMYHIKallii IOBUHEH MaTH MOKJIUBICTb JaBaTH
ySIBJICHHSI TIPO T€, «II0 BiIOYBA€ThCSA 1 AK II€ BIUIMHE HA KOPIOpPATUBHI Oi3HeC-
cTpaTerii?»

HactynHuii Kpok KOpopaTUBHUX KOMYHIKAIIIH MOJISTae B TOMY, 11100 BUMIPSITH
«peryTaIlito» K BCepeuHl1 opraHizallii («KyJbTypa»), TaK 1 3a ii MekaMu («IMIJIK),
a TaKOX IEpPEeBIPUTH, YU HEMA€ PO3PUBIB MIXK THUM, SIK OpraHizauis Xxode, 1100 ii
CIpHUIMaH, 1 TUM, SIK BOHA CIIPUHMAETHCA.

EdexTuBHa cTparteris nponoHye HaM cHOpPMYIIIOBATH CTaH, IUBISYUCH Ha Te,
SKOI0 OpraHizalll€el0 MU X04emMo OyTH — 1 HACKIIbKM MU 3apa3 BIIJajeHl Bif ii
171€aJIbHOCTI.

Hactynuum Mae OyTu OHOBIEHHsI OayeHHS, BUMIPIOBAHHS KYJbTypH Ta
penyrarii. Jlani HeoOXiJHO 3’sICyBaTH MPOTAIMHHU Ta CHOPMYJIIOBATU «CTpATETIYHI
HaMipW», TIEPI HDK MEPEXOUTH J0 IUIaHy KOMYyHIKaIlii (ayauTopii, KaHaau, O KET
TOMIO).

[TobynoBa cTparerii KOPIOpaTUBHOT KOMYHIKAIIii:
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Kpox 1: Ananiz enympiunvoco cepedosuuja

[Tepm HDK moyaTu Oyab-fSKE€ CHIJIKYBaHHS, MU TOBHHHI 3HATH, KYJIH XO4e
pyxatucs opranizamis. OTxe, MepIIMM KPOKOM € MiJIBEICHHS MiJACYMKIB ICHYIOUOTO
OadeHHs, Micli Ta IHHOCTEM.

Kpox 2: Ananiz 306niwnvozo cepedosuwa

[HCTpyMEHTH aHai3y 30BHIIIHBOTO CEPEIOBUIIA:

Ananiz  PESTEL:  anamizytoun  (IDnomituuynuii,  (E)exoHOMIUHUH,
(C)comianpamii, (T)rexnomoriunuii, (E)exomoriuamii Ta (TIpaBOBUI) KOHTEKCT
KOMITaHii, M 3pO3yMIEMO Halllli BITHOCHHU 13 30BHIMIHIM CBITOM. Ha npomy erari
(bopMyeThes cTpaTeriuHe po3yMiHHS 013HECY Ta KOHTEKCTY, B IKOMY BiH MPAIIOE.

Penyraniiinuii aynut. Bonn OyBaroTh pizHux popM. OnHUTyBaHHS Ta IHTEPB’ IO
TYT € YyJIOBUM IHCTPYMEHTOM — a00 KIJIbKICHI OMUTYBaHHs, 00 SIKICHI JTOCIIIKEHHS
(Hanpuknan, GoKyc-rpyny 4 sKICHI HallIBCTPYKTYpOBaHI1 1HTEPB’10). [neHTudikamnis
Ta B1I0OpaXKEHHS 3all1KaBJICHUX CTOPiH. 3a IOMOMOIOI0 ayIUTY PEMyTaIlii BU 3MOXKETE
BU3HAYUTHU Ta BiAOOPa3UTH OUIBIIICT BIAMOBIAHUX 3allIKaBJICHUX CTOPIH.

Kpox 3: Buznaume xnrouosi npooiemu

CTBOpPUTH CIIMCOK YCIX KJIIOYOBHMX MPOOJIEM 3alliKaBICHUX CTOPIH, 3 SKUMH
CTUKA€TbCA oOpraHizauis. Bu3HauTe HacHiAKU JUIsl OpraHizamii pi3HUX NHUTaHb,
NPUAUIAIOYM  OCOOJNIMBY yBary TMHWTaHHSM, SKI 3/JalOThCA HEBEJIMKUMHU Ta
MapriHAIbHUMH, aJie TPUCKOPIOIOTHCA.

JlaiiTe BiAMOBIb HA MOCTABJICHH] MUTaHHA: Un MaeTe BU YITKE YSIBJICHHS MPO
BIUIMB yCIX IHMX MOpoOJeM Ha pIBEHb MIANPUEMCTBA, KoMriaHii Ta Oi3Hecy? Yu
po3yMieTe BH TPOOJEMH Ta CoIliadbHI Ta €KOHOMIYHI CHJIM, SIKI BIUIMBAIOTH Ha
KOMMaH110?

Kpox 4: Ilpobremu ma 36im 3ayikasieHux cmopin

Bynp-ski mpoOaemMu KOMyHiKallli, TOTpiOHO BiI(PIIBTPYBaTH Ta KIacU(PiKyBaTH.

Kpok 5: [Ipiopumemu ma komnpomicu

[IpencraButu Ha3piiai mpoOiaeMu Ta MPoOIeMu, 0 BUHUKAIOTh. CUPalOInCh
Ha JOCHDKeHHS Ta Kiacudikaiio mnpooOsemM 1 3allikaBlICeHHX CTOPIH, MOXKHa

NpE/ICTAaBUTH MOBHY KapTUHY Oa4eHHs PO3BUTKY Ta permyTallii KOMIaHii.
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Ha ocHoBi mpeactaBieHHs (akTiB MOXKETE CHPSIMOBYBATH KEPIBHHUIITBO 0
OPUMHATTS pillIeHb HIOJI0 MPIOPUTETIB 1 KOMIPOMICIB. 3a3BUuail e poOUThCS 3a
JOTIOMOTOI0  BIIPAaBH «IPUMYCOBOTO PEHUTHUHTYBAaHHs», KOJIH BH MPOCHUTE BCIX
BHYTPIIIHIX 3aIllKaBJIEHUX CTOPIH MNPU3HAYUTU «OajaMu» TI€BHI NpoOJIeMU Ta
MO>KJIUBOCTI.

Kpox 6: Cmpamezis kopnopamugHoi KomyHikayii

Tenep MokHA BIIEBHEHO PO3POOJISATH KOPIIOPATUBHY KOMYHIKAIIHHY CTPATeriio:
JOKYMEHT, SIKHH TOSACHIOE, 10 HEOOXITHO MOBIJOMUTH CTPATEriuHUM 3allIKaBICHUM
CTOPOHAM 1 TPOMAJICHKOCTI — 1 B IKOMY TTOPSAKY Ba)KJIUBOCTI.

KopnopatnBHa koMyHikailiiiHa cTpaTerisi MOBUHHA TaKOX TMOSICHIOBATH IILJI1
KOMYHIKalii (Hanpukiaa, «IHPOpMyBaTHW», «3MIHUTU CTaBJICHHs»). BoHa moBHHHA
BU3HAYATH IIJ1l Ta KIIIOYOBI pe3yJbTaTH, SKUX KOPIOpaTUBHA KOMYHIKallliiHA
CTpaTerisi Ma€ JOCSTTH.

TiabKK MICHS IBOTO MOKHA IPUCTYIIATHU 10 pOOOTH HAJl IEPENIKOM YCiX i, sKi
MOTPiIOHO BUKOHATH TMPOTIATOM POKY, KaHaliB 1 TaKTHK, SKi OyayTh

BUKOpUCTOBYBatucsa. ToOTO NOTPIOHO CKIIACTH KaJleH1ap abo IUIaH CIUIKYBaHHS.

IIuTaHHs 1JI9 KOHTPOJIK 3HAHD

1. VY yomMy mosnifrae nmepeBara cTpaTerii 1JI0BOTO CIIKYBaHHS ?

2. VY YoMy pi3HULA MK CTPATEriUHUM CIUIKYBaHHSIM Ta KOMYHIKallliHOO
cTparerie?

3. VY YoMy nepeBara ctpaTerii AUIOBOTO CHIIKYBaHHs?

4, SK1 po3IIIA1al0Th KOMIOHEHTH CTPATEr1YHOIO MIaHy KOMYHIKAI1i?

5. SIxi B 3Ha€eTe 3aKOHU YIIPABIIHHS CHIJIKYBaHHIM?

6. Ske Mae 3HaUCHHS KOMYHIKAIliS B O13HEC-CePEIOBUIIII?

7. 3 SKHUX eTamiB CKJIAJa€ThCs OpTraHi3alilis po3poOKH KOMYHIKaIIHIX
cTparerii?

8. Ski BU 3Ha€TE TN O13HEC-CTpATET1i?

Q. o siBnsie co0oto0 eheKkTUBHA CTpaTeris?

10. 3 sKuUX KpOKIB CKIaJaeThCid MOOyI0Ba CTparerii KOpHOpaTUBHOI
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KOMYHIKaIIi?

11. Po3risHbTE IHCTPYMEHTH aHaIi3y 30BHIITHLOTO CEPEIOBHUIIIA.

Cnucoxk BUKOPUCTAHUX JKepeJt

How to build a corporate communication strategy: a step-by-step guide URL.:
https://www.finn.agency/blogs/how-build-corporate-communication-strategy-step-
step-guide

What is Communication Law? URL: https://testmaxprep.com/blog/bar-
exam/communication-law

How to Improve Communication in a Nonprofit Environment URL:
https://smallbusiness.chron.com/business-communications-strategies-829.html

Five Components Of A Successful Strategic Communications Plan URL:
https://www.forbes.com/sites/forbescommunicationscouncil/2021/06/22/five-

components-of-a-successful-strategic-communications-plan/?sh=254a484a5813
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PO3/1J 4. BUIM TA BAP’€EPU KOMYHIKALIH

4.1. Bunu koMyHIKaIii
4.2. [Tomwiku mipu o0y10B1 MPOodECiitHOTO CIIIKYBaHHS

4.3. KomyHikariitai 6ap’epu

4.1. Bugu komyHikamii

[Tig BHIOM KOMyHIKallii pO3yMiIOTh PI3HOBHAM MOBHOTrO CHuUIKyBaHHS. Jlo
TaKUX PI3HOBHJIIB HaJIeXKaTh JIJIOBA pO3MOBa, Oeciza, 00roBopeHHs, criBoecia, CIip,
nojeMika, TUCKycCis, 1e0aTu, JUCITYT, IEPErOBOPH, TOPTH.

inosa posmosa. Po3riasiHeMO pO3MOBY SIK KOHTaKTHUH MeToJ. B po3moBi
BapIIOIOTh YITKO MPOyMaHi 11111, IHTYiTUBHI IPUYMUHU Ta HEYCB1JOMJIEHI MOTHBHU.

Po3pi3HsAI0TE: po3MoBY, Oeciy (Y BIIaCHOMY PO3yMIiHHI CJIOBA) 1 AUJIOBY Oeciy.
Po3moBa — 11e ¢opMa cuTyamiitHOro KOHTakTy. Bci KOMIOHEHTH PO3MOBH IMOBHHHI
OyTn OOrpyHTOBaHI ¥ MOTHMBOBaHI. B mnpaBWibHIN oOprasizanii po3MOBH UITKO

BUJILJISIIOTH JIB1 cpepH: KOTHITUBHY 1 apeKTaTUBHY puc. 4.1.

CTaBneHHA
A0 iHmoro
cyG exTa

3HaHHA
o8 eKTa

[pegMeT
pPO3MOBH

[Teuxonoria
PO3MOEBH

3HaHHA
celde

Agexmamuena cpepa
KoecHimuena cgpepa

Puc. 4.1. KornituBHa Ta AdekraTtuBHa chepu

Koenimuena cghepa — e cdepa nizHanus ta ycBigomiaeHHus. [lepiia gyactuna ii
TOBOPUTH MPO T€, IO HEOOX1THO cOO1 aBaTh 3BIT MPO Te: «XTO A?7», «[e a17», «Ske

MO€ Miclle B JaHii curyamii?». Jlpyra uactuHa Oe3mocepenHbO TOB’s3aHA 3
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YCBIJIOMJICHHSIM HEOOX1aHOro, OakaHoro W moskiuBoro: «Illo s xouy?», «fk 1e
MOYKJIBO ?»

Apexmamuena cghepa. Po3MoBa — 11€ TICUXOJIOTIYHANA KOHTAKT, TOMY JOIUTHHI
Takl 3almuTaHHsA «XTO BiH (BOHA)?», «Ske Micie 3aiimae BiH (BoHA)?», «Ske Moe€
CTaBJIeHHA 10 Hboro (Hei)?». Ha miarpyHTi BiAMOBiAlI HAa OCTaHHE 3aUTAHHS
dbopMyeTbes eMOITiiTHO-TIcuXo1oriuHa ¢adyiaa po3MOBH.

Ilepwa cknaoosa — MIATOTOBUMN eTam po3MoBU. BoHa He mMOYMHAETHCS 3
pocTOro 3BepTanHA. Ha piBHI MATOTOBYOroO €Tamy MOTHBOBAHO OOMPAETHCS Cy0’ €KT
PO3MOBH Ta Horo o0’ekT (mpeamer po3mMoBHr). Hacripasai, iHoAl mpeaMeT abo 00’ €KT
PO3MOBH 3’ ABJISIETHCS BKE IMICIISI BAOOPY Cy0’ €KTa.

lpyea cknadoéa Moxe OyTHM Ha3BaHa ICTOPUYHOIO 3MIHHOIW. BoHa Moxke
BKJIIOYATH JI0 cebe (akTuyHui (KOTHITUBHUN) abo eMoliiHuil (adeKTaTUBHUN)
KOMITOHEHTH. B Oy1b-1KOMY KOHTEKCTI pO3MOBH 1ICTOpUYHA 3MIHHA SIK (DAKT MO, SKi
BXK€ B110ynucs, 00OB’SI3KOBO 3iiCHIOE BIUIMB Ha (adysy MalOyTHIX MOIIA Ta
BILUIMBAE Ha BCIO (aldy1y po3MOBH.

Tpems cknadosa — momnepenHi yMOBH, a0o cutyaris. [IpsMomy 3BepTaHHIO
3BUYAHO mepenye sikech oOrpyHryBanns. lle Ta x “Causa Sui” (mpuymHa camoi
cebe) po3mMoBHu. TyT MOXKYTh OyTH 1 MOJIi, SIKI PO3BUBAIOTHCS CIIOHTAHHO, a TAKOX
NesSKUM CIIPOBOKOBAHUM 1HIIMJICHT.

becioa, ob6eosopenns, cnisbecioa

€ pizHl popmu Oecim: Oeciga piBHUX 3a CTAaHOBHUILEM MApTHEPIB, KOJET,
KEepiBHUKA i M1 JIETIIOr0, BYMTEIS Ta yUHA. SIKIIIO pO3MOBa € CUTyaIllHHUM KOHTaKTOM,
TO Oecifa BIIPI3HIETHCS BiJl PO3MOBHU THUM, IO I1€ KOHTAKT MpeAMETHUI. becioa — 1ie
npeIMeTHa pO3MOBa.

Hinosa pozmosa — 1e po3mMoBa 3 KOJeraMH 1 TMapTHEpPAMH, KIIEHTaMH W
3aMOBHHUKaMH, CyTICpHUKAMHU i KOHKYPEHTaMHU.

Ax mpaBuino, BiampasiieHa 1H(OpMaIs HIKOJM HE CHIBMNAJA€ TOBHICTIO 3
iH(dopmarriero oaepkanoro. Te, 1o crmiBnaaae, HA3UBAETHCS «30HOIO TIOTIATAHHSD, a T€,
B YOMYy € pO30DKHOCTI, — «30HOI0 PO3ODKHOCTI». BenmnumHa «30HU pO30IKHOCTIM

3aJIeKUTh BiJl 0aratbox (PakTopiB, B TOMY YMCII W BiJ ITIJI€H, SKi CTaBJISATH TEpe.
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cobor yyacHUKH Oecigu. Alle cmpaBa Moxe OyTH 1 B TOMy, IO MapTHEp OYB
HEJIOCTaTHbO TOYHU. L1 HETOUHICTH MOXKE BUpaAkKATUCS Y BUKOPUCTAHHI HEBIJOMHX
MOHATh Ta TEPMIHIB, IUIyTaHWHI B OIIHKaxX W Cy/KEHHAX. ToMy IIe TMOPOIKYE
HETOPO3yMIHHS.

Obeosopenns ma cnisbecioa — 1ie pi3HOBUAN Oecinu. Moxke OyTu TpH OCHOBHUX
PI3HOBUAM 002080pEHH s

O0OrOBOpEHHS SIKOTOCh MUTAHHS 3 MM1JICTJIUMU;

O0OTOBOpEHHS 3 KOJIETaMH;

OOrOBOpPEHHSI 3 OMOHEHTOM (CYNEepHUK, MPOTHUBHUK, KOHKYPEHT). ['0J0BHUM
MUTAHHIM OOTOBOPEHHS €: K 3p0OUTH OOrOBOPEHHS KOPUCHUM?

Binkputn 00roBOpeHHs — 3HAYUTh HE MPOCTO PO3MOYATH MOr0, a i 3aIyCTUTH
Horo mexaHi3M. Lle o3Hauae: MOCTaBUTH 3aBAAHHS 3 YCIX JUCKYCIHHUX IMYHKTIB.

Buainsaiots ekiapka Mojiesieid 00rOBOPEHHS.

Le «xpyenuii cminy, «MO3K08a amaxka» 1 KOMAHOHa 0inoea 2pa.

«Kpyenuii cminy — tpaauiiitHe ainose odropopeHHs. “Kpyrmnuii ctinn” mpu Beiit
HOT0 JEMOKPAaTUYHOCTI Ma€ €JIEMEHTH OpPraHi30BAHOCTI 1 HABITh 3a0PTraHi30BaHOCTI,
i7eanu yroau Ta KoHBeHIli. CaMe MOHATTS «KpPYTJUH CTUD» BiApasy BKIIOYA€E B ceOe
TaKl NPUHLINIIHN:

Hema 4iTKO BHU3HAUEHUX TMO3WLIA, a € JIHIIEe YyYaCHUKA OOTrOBOPEHHS
cripHOro abo AUCKYCITHOTO MUTaHHS.

Bci no3uiiii piBH1, HIXTO HE Ma€ MpaBa OyTHU BUIIE THIITUX.

Mera «Kpyrjioro CcTOJdy» — BHU3HAYA€ThCA B 1JIeAX 1 JyMKax BIJHOCHO

po0JIeMHu, sika 0OTOBOPIOETHCS, 00 CYNEPEUTMBOTO MOJIOKEHHSI.

"Round Table"
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«Mosxosa amaka» Ha BIAMIHY BiJ «KpYTJIOTO CTONy» — II€ HEBIIOPSIKOBaHE
o0roBopeHHs. B Hili IplopUTET BIIIAETHCS HE TIOPSAIKY M oprasizaiiii, a 00KeBUIbHUM
imessm. «Mo3koBa aTaka» HE JEMOKpAaTWYHA, TOMY IO HE TapaHTy€ PIBHOCTI TpaB

y4acHUKIB 00roBopeHHs. Buiie popManbHOi piIBHOCTI TYT HIHY€ETHCS IPIOPUTET 171€1.

«Moskosa amaxay ("Brainstorming")

A OCKINBKM 3a iIeIMH CTOSITh JIFOJH, TO HEMHUHYYE BUHUKAE TPETS MOJEIb
00roBOpeHHs — 0i106a komanoHa epa. TyT 11ei HabyBalOTh HE TUTHbKU (POPMU MPOEKTIB,
ajie ¥ CBOiX MPUOIYHUKIB 1 CyNIPpOTUBHUKIB. [10 cyTi, Al0OBa rpa — nepia nNpakTU4HA
ampoOarris i/ei.

€ neski 3arajbHi MpaBuia 0OrOBOPEHHS B A1JIOBIH KOMaHIHIN Ti:

Hisixkoro o6roBopeHHs 6€3 KI0YOBOTO MUTAHHS.

KimtouoBe mnuTaHHS TOBMHHO OyTH TMOMEPEAHBO Y3rOJDKEHE 13 BciMa
3aI[iKaBJIEHUMH YYaCHUKAaMHU OOTOBOPEHHS.

«Kpyrimii cTi» CTaBUTH KIIFOYOBE NMUTAHHS B TOPSJIOK JCHHHM, «MO3KOBA
aTaka» — K IpoOJIEMHY CUTYyaIlio, a KOMaH Ha JI1JI0BA Ipa — SIK T€3W CTOPIH.

Xapaktep OOTOBOPEHHSI «KPYTJIOTO CTOJNY» — «BHUCTYI € BHCJIOBOM BJIACHOI
TYMKI»; «MO3KOBA aTaKa» — «HEeMa 17e1 — He BUCTYMail!»; NUTOBOT IPH — «CKa3aTH «3a»
a00 «IIpOoTU» MaJio, MOTPIOHO Iie i OOTPYHTYBATH Ta IEPEKOHATH.

XapakTep KpHUTHKH «KPYTJOTO CTOJNy» — BOHA B3araji HENPHITyCTHMA
MPAKTUYHO, TOMY IT[0 BCl MaIOTh ITPaBO BUCJIOBUTH CBOIO TOUYKY 30PY; «MO3KOBA aTaKay
— «0€e3 KpUTUKHU HeMa i7iei, ajieé KPUTUKYIOTh 1/1€i, @ He 0COOMCTOCTI» ; KOMaHJIHOI
TIJIOBOI TPU — «00’€KTOM KPUTHKU MOKe OyTH HE TUIBKH 171es, ajie i TO3UIlisl, OJTHAK
KpUTHKA MIOBUHHA OyTH KOHCTPYKTHMBHOIO, & HE JIECTPYKTHUBHOIO, HE TIEPEXOAUTH Ha

0COOHCTOCTI».
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PermamMeHT 1 TPOTOKON «KPYIJIOTO CTONYy» — «0€3 perliaMeHTy Hema
OOTrOBOpPEHHS», a MPOTOKOJ — II€ MaHepa OOrOBOPEHHS, sIka BU3HAYAE, 110 MOXKHA 1
YOro Hi»; «MO3KOBA aTaKkay — «SIKIIO € [0 CKa3aTH, TO HIXTO HE MepedrBaey 1 «Ciyxae
TOW, XTO PO3yMi€ 1 X04e CIyXaTu», a «3alUCy€e TOH, KOMY MOTPiOHO»; KOMaHIHOI
J1I0BO1 I'pu — «O€3 MPOTOKOIY HEMa 0OTOBOPEHHS, OCKIIBKHU MPOTOKOJI € TEXHOJIOTIEI0
0OrOBOpPEHHS».

Cnip, nonemixa, OUCKycis

Dispute, controversy, discussion

Chnip sk BUpa3 AUIOBOTO CHIJIKYBaHHA IIMPOKO 3aCTOCOBYETHCA IMIPH
0OTOBOpEHHI CIIPHOTO MOJIOKEHHS. Y BUBUEHHI CIIOPY ICHYE 6araTo JyMOK PO HOTo
XapaKTEpPUCTUKY i mpupoay. Yacto chip kBani(ikyrOTh SIK MPOLEAYPY, B AKIH OJUH
JIOBOJINTH, 1110 TICBHA JyMKa ITpaBUJIbHA, a APYTUH — 1110 BOHA IIOMHJIKOBA. B criopi e
Takui OOMIH JyMKaMmH, B IKOMY OMTOHEHT OOpPEThCs 3a BIIACHY TE3Y 1 CIIPOCTOBYE TE3Y
MPOTIOHEHTA.

OCHOBHI KOHIIEITyaJdbHI Ta KOMIIO3UIIIAHI XapaKTEPUCTUKU CHOPYy SIK
PI3HOBH]Y I1JIOBOTO CHIJIKYBaHHS HACTYIIHI:

Cy0’€KTUBHA CTPYKTYpa CIIOPY XapaKTePU3YEThCS HASBHICTIO MIPUHANMHI IBOX
cy0’€KTiB, OJTHOTO 13 IKMX Ha3UBAIOTh MPOTIOHEHTOM, & IPYTOT'0 — OTIOHEHTOM;

cy0’€KTH CHopy pIBHO3HA4HI B CBOiM poJil B Mpoleci OOMIHY OyMKaMH 3a
CTYNEHEM aKTHBHOCTI, BUJaMU Ta (hOpMaMH MPSMOTO Ta 3BOPOTHOTO 3B’SI3KY OJIMH 3

OJIHUM;
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MPEAMETOM CIIOpPY € CYNEpPEWIMBE IMOJOKEHHS, MPO sIKe KOXKHA CTOPOHA Mae
BJIACHY JTyMKY, sIKa Ha3UBAETHCS MO3UIIIEI0 a00 TE3010;

JUIst Oy Ib-IKOTO CIIOPY JIOCTaTHBO MOBEPXHEBOT'O OOTOBOPEHHS CYIEPEUITHBOTO
MOJIOKEHHS;

MO3UIlli CTOPIH cylepedarh OJHA OJHIA 1 HaWJacTilmie MalTh BIIKPHUTO
HETaTUBHUU XapaKTep;

nporeaypa 0OMiHy JyMKaMH BUSBISETHCS B O0POTHO1 TYMOK;

00poThOa TyMOK y CHOp1 10CSTa€e BUIIOT OPMU — KOHGIIIKTY 200 BITHH TyMOK,
OCOOJIMBICTIO YOTO CIIYKHUTh JOBEICHHS KOKHOIO CTOPOHOIO ICTUHHOCTI CBOET TE3U Ta
MIOMMJIKOBOCTI T€3H OIIOHEHTA;

IpPEeIMETHE T0JIe OOrOBOPEHHS CIIPHOIO MHUTAHHS HIKOJM HE OyBa€ YiTKO
BHU3HaueHUM. B criopi 00poTh0a Be1eThCS HE OCHOBOO, a TYMKaMU;

CHip K BUJ AUIOBOTO CHIJIKYBaHHS HE PErVIAMEHTYETHCS H1 B IPOLIETYPHOMY, Hi
B [IPOCTOPOBOMY, Hl B YaCOBOMY BIJJHOIIICHHSIX.

Jluckycia He Beme A0 KoHpoOHTAIlli, He po3’eaHye, a 3’eaHye. Jluckycis
nependavyae ynpaBiIiHCbKE CHUJIKYBAaHHS JIOJIEM HAa OCHOBI JIOKA31B Ta apryMEHTIB 3
METOIO MOIITYKY ICTUHU NIJISXOM BCEOIYHOI'O CIIBCTABIICHHS Pi3HUX AyMOK. CyTh nii

B JIUCKYCIi MOJISITa€ B 3aXMCT1 YU 3aNiepeyeHH1 TE3H.

Discussion

[Tpu BuCyBaHHI T€3U yUaCHUKHU TUCKYCIHHOTO /11aJI0Ty MalOTh BUXOJUTH 3 TPHOX
TEXHOJIOTTYHUX YMOB:

- Te3a Ma€ OyTH 4iTKO chopMyJIbOBaHA 1 3p0O3yMLJIa OTIOHEHTY;

- T€3a Ma€ 3aJIMIIATUCS HE3MIHHOIO B XO/l1 BChOTO J1aJIoTy;

- T€3a He MOBUHHA MICTUTH JIOTTYHUX IPOTUPIY.

Juckycis niepe i KepIBHUKOM CTaBUTh TPU TPYIU 3aB/IaHb:
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-3aBJIaHHS I10 BIJJHOILIEHHIO J10 POOJIeMH;

-3aBJIaHHS 10 BIJJHOILIEHHIO JI0 KO)KHOTO OKPEMOTO yYaCHHUKA.

3ayie’kHO BiJ 3aBAaHb MOXKYTh OOMpATHCS Ti UM iHIII 3acO0M (TICUXOTEXHIYHA
nporpama) — MOSICHEHHS, MPOXaHHsS PO3MOBICTH, 3aJaTH 3alHUTaHHS, KOHTPOJIbHI
3aMUTaHHs, BUCIOBIIOBAHHS M0 KOJY, MOMPOCUTH MOBYYHA MPO JOTMOMOTY, MiABECTU
YAaCTKOBI MiJICYMKH, perjlaMeHTaIlisl, HeJOMyIIIeHHs] MOHOJIOT1B, TOXBaJjia TOIIO.

Bumoru no opranizaropa AHMCKycli: BMiHHS c(opMyBaTH IOBIpy J10 cebe,
MIPOJIEMOHCTPYBATH KOMYHIKaOEIbHICTh, 3/IaTHICTh JO “BIAKPHUTOTO THUITy Jlajory‘,
KOMITETEHTHICTb, ABTOPUTET Ta JOOPO3UUIMBICTb, BMIHHS BHUSBHUTH TOPSAIHICTD,
3aI[i1KaBJICHICTh Ta KOPEKTHICTh Yy CIIJIKYBaHHI.

[IcuxotexHiuH1 (yHKIII OpraHi3aTopa 3BOAATHCS 10 HACTYIHHX:

- BMIHHS CITIBCTABJISITH P13HI TyMKU, BUOKPEMUTH MPOTUPIYYS, CITIPHE MTUTAHHS,
MIATBEPAUTH 3aKOHHICTh MpeAMeTa JTUCKYCli, CHOpPMYIIOBATH NPOTUPIYYA SIK
npolJieMy;

- MATPUMYBATU 0OOCTAaHOBKY KPUTUYHOCT1, CTUMYJIFOBATH MPOHUKHEHHS BIIUO
MOCTaBJICHOI MPOOJIEMH, 31CHIOBATH HEUTpaTi3allit0 HEKOPEKTHUX HiH;

- CIIJIKYBATH 3a PErJIaMEHTOM, CIIPSIMOBYBATH IUCKYCIIO B TOTPiOHE PYCIIO.

Jluckycis ToB’si3aHa 3 OPraHi30BaHICTIO, YHOPSIKOBAHICTIO, KOJEKTHUBHOIO
TUSJIBHICTIO 3’SICYBaHHS ICTHMHHM. 3aco0aMu JUCKYCil BUCTYNAOTh HE OYMKH, a
OOTpYHTOBAHI MO3HIII].

OCHOBHI pUCH TUCKYCIi SIK BUJTy KOMYHIKaIIIi:

1. Cy0’exkTHa CTpyKTypa OMCKYCii Taka >, fK 1 B cmopi, aje ii cy0’eKkTH
MIPE/ICTABJICHI MAapTHEPAMH, CITIBABTOPAMH B KOJIEKTHBHOMY OOTOBOPEHHI CIIPHOTO
MOJIO’KEHHSI.

2. Tlo3umii cTOpiH MOXYTh OyTH HE TUIBKM B3a€EMOBUKIIOYHHMH, ajne M
B3a€MOJIOTTIOBHIOIOUMMHU OJTHA OJHY.

3. Meroro OOroBOpeHHS BHCTyNMae€ HE CIPOCTYBaHHS TE3W OIOHEHTa, a
BCTAHOBJICHHS MIPH ICTUHHOCTI Ta IIOMUIIKOBOCTI KOKHOT TE3H.

4. Jluckycis XapakTepusyeTbes sk (opMa OOrOBOpEHHS NpEIMETy Ha piBHI

CYTHOCTI.
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5. OOroBOpeHHsI CHIPHOTO IOJIOKEHHS IOB’sI3aHE 13 BCEOIYHUM aHaJi30M,
KOJIGKTUBHOIO JISUTBHICTIO, ()OPMYBAHHSIM CIIJIBHOI JTyMKH.

6. B mponeaypHOMy BiAHOIIEHHI JUCKYCisl OpraHi30BaHa Ta periaMeHTOBaHA.

7. llpenmeTHe 1osie 0OrOBOPEHHS B TUCKYCli PO3BUBAETHCA 1] I1€I0 MPOIIECY
OOMIHY TyMKaMU 10 Mipi 3’sICyBaHHS MIPEeIMETy PO301KHOCTI.

8. Huckycis Moxke OyTd BH3HaueHa sK (opmMa HayKOBO-Mi3HABAIBHOT
JISIBHOCTI.

9. Ha BiaMiHy Bix cropy 3 MOro KOH(IIKTHICTIO 1 TMPOTHIICKHICTIO TYMOK
JTMCKYCisl BEJIe 10 KOMIIPOMICY, MiABEAECHHS Te3 il CIIBHY OCHOBY, (JOPMYJTFOBAHHS
CHUIBbHUX MO3HIIIH.

llonemixa BUpaxae Takud BHJI OOrOBOPEHHS, SKHI XapaKTepU3yeThCs

HEMIPUMUPEHHICTIO OCHOB.

OCHOBHI pHUCH TIOJIEMIKH:

Tonemixa (Debate)

1. [Tonemika — 60poTb0Oa, KOHMIIKT TyMOK, SIK1 3pOCTal0Th O MPOTUPIY.

2. B nonemiii 60poTr0a 1yMOK OOTpYHTOBYETHCS MPUIMHAMMU.

3. [lonemika — 11e CyTHICHUM CITIp OCHOB, fIK1 CylepedyaTh OJJHa OJIHIM.

4. TTonemika — e 30€peKEeHHS MO3UTUBHUX MOMEHTIB IMPOTHUJIEKHOT CTOPOHH, a
HE TIOBEPXHEBE roJie CIPOCTYBAaHHS 1 BIAKUIAHHS.

5. be3koMIpOMICHICTh B MOJIEMII[l OOyMOBJIEHA: PIIIYYICTIO, TIPOTUIIEKHICTIO
OCHOB, 1X aHTaroHICTUHYHUM XapaKTEPOM.

6. IlomeMika periiaMeHTYEThCS Y3TOMKEHHSIMU THUIIY «KPYTJIOTrO CTOIY»,
MOJIITUYHOTO A1aJIOTy B NMEepeABUOOPHIN KOMITaHi1, «BIIKPUTOI TPUOYHUY.

7. Tlonemika € HaWOUIBII aneKBaTHOKO (HOPMOIO OOTOBOPEHHS MHTaHb, SKi

MAaroTh COLIAJIbHO-TIOIITUYHE 3HAYEHHS.
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Jucnymu, debamu iX po3risAAalOTh sIK piBHO3HA4yH1 NOHATTA. [aHi (opmu
oOroBopeHHs € (hpopMaMu HAYKOBOTO CTIOPY. XapaKTepHI PUCH AUCITYTY:

1. lucmyT — 11€ 3aBX AU MyOIIYHMIA CIIip.

2. IlpenMeToM qucnyTy sIK MMyOJIIYHOTO CIIOPY CIY>KUTh HAYKOBa a00 CYCIIJIbHO-
3Ha4yIIa mpobema.

3. 3a oprasi3amifHOIO CTPYKTYpPOIO TUCHYT XapaKTEepPHU3YeThCS pPI3HUMHU
dhopmaMu 0OTOBOPEHHS: IMyOIIYHUN 3aXUCT T€3, 00OTOBOPEHHS Ta 3aXUCT COILIATBHUX
MIPOEKTIB, 3aXUCT JAUCEPTALliid TOIIIO.

4. Ha Biaminy Biax AUCKYCii JUCIYT HE TUIBKH TMPOSCHIOE OCHOBY, ajie i
3aTBEPAXKY€E MO3ULIT TUX, XTO CIIEPEUAETHCS.

Jebatn mpu3HayeHi anus oOMIHYy JyMKamH B myOmiuHiil ¢opmi (Ha 300pax,
3acifaHHAX, KOHQepeHLisx). IX MeTa — Ie 3’sCyBaHHS BiJHOCMH YyYacHHKIB
OOTOBOPEHHS JI0 3arajbHUX TE3 BUCTYILY.

Topeu — 1me ykiagaHHS OPUANYHOI yroam 3 OyIb-iKOI0 0c00010, fKa
3aMponoHyBaJia HAWBUT1THIII YMOBH.

BHyTpimHs npupoaa TOPriB — «TH — MEHI, i — TOOD», OTOX MOCTYNKH €
HEOOX1THOO pUCOI0 i€l Gpopmu cmiBpoOITHUIITBA. ['0OBHE, 10O MOCTYNKH OYyJIH
B3a€EMHHUMHU Ta OOTPYHTOBAaHUMH. [ 0JJOBHMM 3aKOHOM TOPTiB MOXXHA Ha3BaTH TaKUU:
Mipa IOCTYIIKHM MOBUHHA OyTH BpIBHOBa)XEHA MIpOIO MPUAOAHHS.

Ha xokHOMy etari TOpriB MOTPIOHO YITKO PO3YMITH, HIO0 KOXHA IMOCTYIMKA
MOBUHHA MaTH CBOIO TapaHtito. B Toprax He mpumyctumuii ooman. Topru — 1e,
HacaMmIiepesi, CIIJIKyBaHHS, Tepenada TMOYyTTiB, BCTAHOBJICHHS Ta MiATPUMAHHS
KOHTAKTIB, IEPEKOHAHHS KOTOCh B YOMYChb.

bacamocmoponni nepecosopu. I'onoBHa X XapakTEepHUCTHKA Ta, 1[0 yYaCHUKAMHU
BHUCTYTAIOTh HE JIBa CY0’€KTH, a JAeKiIbka. HalnpocTimmii nuisx 10 6araTocTOpoHHIX
MeperoBOpiB — I1€ TOM, KOJIU JiBa CyO’ €KTH, HE JOMOBUBIIIUCH MI>K COO010, 3BEPTAIOTHCS
70 TPETHOTO, MOB’SI3YI0YM 3 HUM MOXIIMBICTH CIPABEAJIMBOTO PO3TISAY CIIPHOTO

CTaHOBHIIIA.
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Hpyra cutyaliis MOXJIMBA TOJll, SIKIIO CIIPHE CTAHOBUIIE 3adYilae 1HTEPECH
pi3HUX cy0’ekTiB. TO/1 MEperoBopH 3a CBOEIO MPUPOIOI0 CTAIOTh 0AraTOCTOPOHHIMU.
€ 1 1H1I11 BUIOK:

1. «Tpereiicekuii cyn». Ile sxpa3 ToH Pi3HOBHA, KOJIM JIBI CTOPOHHU HISK HE
MOXYTh MK COOOIO JIOMOBHUTHUCS 1 3BEpTAIOTHCS 110 TpeThoi. [Ipukiagom moxe Oytu
HAsIBHICTb MOCTIMHO JII0YOT0 anesiifHoro oprany (MibkHapoauuit cya, Opranizaiiis
00’€THaHMX HaIlil Ta 1H.).

2. «lominm 3m00mui». lle Tum meperoBopiB — MIOTOBIp CHiBy4YacHUKIB. B
MDKHApOIHIN MPaKTHIll € OaraTo MoaiOHUX JIOMOBJICHOCTEH: 1€ TOIi1 cep BIUIMBY,
TMO/I1T KOJIOH1H ToIo. SIKa 0 JIorika He pyXaljia yYaCHUKaMHU MOJI1TY, aje MPUHITUI Mao,
AKUM 3aJIEKUTh BiJl BEJIMYMHUA BHECKY (B IHIIMX BUIIAJKAX — BiJl CHJIM, aBTOPUTETY,
BIUIMBY) B IEPETOBOPAX I[HOTO TUITY € JOMIHYIOUHM.

3. «Ceanc omgHovacHoi rpu». Taki meperoBopu € 6araTOCTOPOHHIMH 3a CBOEIO
npupofo. B HUX mnpeaMer, CTaBKM, NPETEH31i B3a€MOMNOB’s3aHl. J(BOCTOpOHHI
MEepPEroBOPH HaraayroTh JBi 3’€/IHaHI MPOOIPKHU: CKUIbKHU 1HIIIATUBU BUTPATHB OJIUH
napTHEep, CTUILKU OpuOyJI0 B 1HIIOTO, CKUIBKA BUTPAB OJIUH, CTUILKU MIPOTPAB 1HIIIHA.

baratocTopoHH1 TeperoBopu MaHOTO IUIaHy — OUIbIN CKJIaaHa cucTema. TyT
SIKIIIO OJTMH TPOTPaB, TO 1€ HE 3HAYUTh, 1[0 BUTPAB IHIINNA. B HUX mepeBara Ha/1 SBHUM
OMOHEHTOM MOXX€ MPUBECTH JI0 TOro, M0 B MIACYMKY HaHOUIbIIEe OAEPKUTh
HEBHJIUMHI OTIOHEHT. MeToro 0araToCTOPOHHIX MEPEeroBopiB 3a mpuHIunoM “Ceanc
OJIHOYACHOI rpu’” € 6ayanc cuiu. ToMy iX TakTUKa — HallOUIbI ckaaaHa. [{e mocTiiini
MaHEBpHU, TMOCTIMHUNA pyX TapTHEPIB BIIHOCHO OJIMH OJHOTO, CIIJIbHA JHCKYCIs.
bararocTtoponni meperoBopu — 1 ckiagHa ¢opma B3aemojii. Ajle caMe BOHU €

HaJIHHUM IHCTPYMEHTOM BUPIIIEHHS CKJIaJHUX KOHQIIKTHUX CUTYAIlli.

4.2. llomuiku npu mo0yAoBi NpogeciiHOro CnijiKyBaHHA

EdexkTBHA BHYTpPIIIHS KOMYHIKAI[il € JKUTTEBO BAXKIMBOIO I YCIHIXY
opranizaiii. JIKIIo criBpoOITHUKY HE 3alliKaBJIeH] Ta HE MOiH()OpPMOBaHi, 1€ BILUTUBAE

Ha BCE 1HIIIE, YO0 BaIlla KOMITaH1s Ma€ HaMip JIOCATTH.
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OnHak, HaBITh 3 HAMKpAITUMU HaMIpaMH, €SIkl KOMIaH1i 10y CKaloTh 3BUYaiHI
MOMUJIKM B CIIUJIKYBaHHI Ha poOOYOMY MICI, SKI MOXYTh MEPEIIKOHKATH IXHIM
KOMYHIKAI[IHHUM 3yCHJUISAM, 10, Y CBOIO Yepry, MOKE€ HETaTUBHO BIUIMHYTH Ha iX
O13Hec-ormepaiiii.
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Kommanii, ski MaiooTh BIIMIHHY MPaKTUKY BHYTPIIIHIX KOMYHIKAI[il, 4acTo

MalOTh BUIIY MPOJYKTUBHICTH 1 MPUOYTOK, a TaKOX IMOBIIOMIISIOTH MPO OLIBITY
3aJI0BOJICHICTh CIIBPOOITHUKIB. SIKIIO y Bac € e(eKTUBHA CTpaTeris BHYTPIIIHbOI
KOMYHIKaIlii, BU JOIMOMOXXETE CIIBPOOITHUKAM MOBHICTIO 3p03yMITH IIHHOCTI, 1Tl Ta
KyJbTypy Oprasizauii. Bu Mo)kere CTBOPUTH KOPIOPATUBHY KyJIbTYpPY HOBIPH Ta
YECHOCTI Ta MEPETBOPUTH CBOIX CIIBPOOITHHUKIB Ha aM0OacaopiB OpeHay.

HasiBHICTh HaJIE)KHOT KOMYHIKAIIHOT TPAKTUKX B OPraHi3allii J0MOMOXe BaM
OiTHATHCS Maibke Han Oyap-skuMu TpynHomamu. Lle Bkimouae B cebe TutaHu
BHYTPIIIHIX KOMYHIKAI[i{, TPOTOKOJIM Ta MPABWIbHI IHCTPYMEHTH Ta KaHalu, 00 BU
MOTJIM CIUIKYBAaTHCS TPOAKTHBHO ab0 pEaKkTHBHO BCEpPEIWHI BalllOi KOMIIAHIi,
3aJIEXKHO B1J TOTO, SIKl NPOOJIEMH Y BaC BUHUKAIOTb.

PosrisitHeMo mommpeni MOMUIKK CIIUIKYBaHHS HA pOOOYOMY MICIIi:

1. Homunka: Tpaouyitini KoMyHiKayitiHi icpapxii.

TpanumiitHa MOJETh KOMYHIKAIT1, KOJIH 1H(GOpMAIIisl IPOCOUYETHCS BiJl BUILIOTO
KEpIBHUIITBA JI0 TIEPCOHATY Ha TEpenoBid, cTBopioe Oarato mpobiem. [loBinbHe
nommpeHHs iHdopmaili, BTpayeHa iHdopmallisi Ta BTpayeHl JaHl € MOMIMPEHUMHU

poOIeMaMHu.
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Mistake: Traditional communication hierarchies
2. [lomunxa: Biocymuicms yinei i 3a60ais.
BincyTHicTh 4iTKHMX L€l 1 3aBAaHb IEpe] CIUIKYBaHHSAM — L€ MUIAX [0

KaTaCTPO(bI/I. SIx110 BU HE 3HAETEC, 400 XOUYCTC AOCATITH, BU HC MOXKETC IBOI'O JOCAI'TH.

Mistake: Lack of goals and objectives

3. llomunka: Ingpopmayitine nepeeanmasgicenms.

[Toctitine  OomOapmyBaHHS  TiepcoHany  iH(popmariero  Moxe  OyTu
KOHTPIPOIYKTUBHUM. SIKIIO BMICTY 3aHaATO 0araTto, BOHH HE BCTUTHYTH HOTO
MIPOYUTATH, HE KAKYUH BXKE MPO Te€, 00 3aCBOITU HOT0. AHAII3 CKJIaAHOI 1H(pOopMmartii
MO’K€ TPUBATH 3aHA/ATO JOBTO, MO0 MOTIM ii BHUKOHYBATH.

Takox NOTPIOHO peTeNbHO BUOMpATH KaHANW 3B’S3KY Ta HAICHJIATH TUM
CHIBpPOOITHUKAM, SKUM 1€ 1HCHO MOTpiOHO OaunTH. Po3cminanus iHpopmalii BciM —

1€ 1€ OJMH CIOCIO MPUAYIIUTH iX.
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Mistake: Information overload Mistake: Information overload
4. llomunka: Buxopucmanus scapeomy.
Bwicr, saxuit MICTUTB 3a0ararto kaprouy, Moxe OyTH HEIPUEMHUM I YUTaAHHS
B KpalioMy BHUIIJIKY, a B TIpIIOMY — HE3pO3yMUIMM. Balll NOBIAOMIIEHHS MalOTh OyTH
HamucaHl YiTKO 1 CTUCIIO 1 OyTH MakCHUMabHO 3p0o3yMuUIUMH. Hampukian, sKIo BU
X04eTe PO3IMOBICTH JIFOJIAM, SIK YHUKHYTH TOMHJIOK Ha po0OTi, Y Bac OyJie MaJio [IaHCIB

Ha yCHiX, SKIIO BOHU HE pO3YMIIOTh, 1110 BU TOBOpUTE puc.4.9.

Mistake: Using jargon

Key Takeaways: Jargon

» Jargon is the complex language used by experts in a certain discipline or field.
This language often helps experts communicate with clarity and precision.

« Jargon is different from slang, which is the casual language used by a particular
group of people.

» Critics of jargon believe such language does more to obscure than clarify; they
argue that most jargon can be replaced with simple, direct language without sacrificing

meaning.
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5. llomunxa: He nosmoprosamu nogiooMieHHs.

[HOM1 BaM JOBOAMTHLCS PO3IIOBIIATH CBOIO ICTOPiO 3HOBY 1 3HOBY, 11100 JOHECTH
noBioMyeHHs. [IOBTOpeHHS B CUIKYBaHHI € HAalKpaIIoo MPaKTUKOIO, 1 1€ O3HAYAE,
[0 BaM MOXKE€ 3HAJO0OMTHUCS BUKOPHUCTOBYBAaTH OUIbIIIE HIXK OJWH KaHal, 100
HiATpUMYBaTH 1H(GOPMAIIiI0 Ta PO3MOBIIATH CBOIO ICTOPIIO0 PI3HUMHU CIIOCOOaMHU, 11100

MaKCHUMI3yBaTH 3aJTy4eHHSI.

'\

NO NO NO!

* Do NOT repeat your
introduction exactly.
Rephrase, not repeat!

+ Do NOT include a quotation
in your conclusion

+ Do NOT bring in new
information

R R R R R RN R

Mistake: Do not repeat message

7. Iomunxa: Buxopucmanms 3acmapinoi mexmonoaii.

Bukopucranas manepoBHX KOMYHIKAI[IHHUX KaHaJiB, TaKUX K MaM SITKU Ta
JpyKOBaHi1 iH(popMalliifHi OroJieTeH1, y OUIBIIOCTI BUMAAKIB 3AIUIIUIOCS B MUHYJIOMY.
HaBiTh enekTpoHHaA momTa BigOyJjacs — 100 MO30yTHCS BiJl 3aiBOTO Ta OXOMUTH
OunbIlle CIIBPOOITHUKIB 32 JOTIOMOTOK0 IITLOBUX KOMYHIKaIiil, mOTpiOHI mHU(POBI
pimrenns, taki sik DeskAlerts.

DeskAlerts — e cucPO3/IIJI MUTTEBOro OIMOBIIICHHS CHIBPOOITHHUKIB, IO

JO3BOJIAAE€ AOCTAaBJISITH Ba)KJIMBI HOBiI[OMJ'IeHHH THCAYaM OTpI/IMYBa‘-IiB OAHOYaCHO.

| TELEGRAM
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Mistake: Using outdated technology

8. llomunxa: He 6ymu iniyiamugHum.
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Orosionyroyn BaXKJIUWBI HOBUMHU a00 IHIIIaTUBH, BaM NOTPiOHO OyTH Ha
MepeIOBIN: SKIIO Ballll CIIBPOOITHUKH YYIOTh HISMIT PO KOMIAHI0, MEePII HK 9yTH
KOMaHAy KOMYHIKalliid, 3HaYUTh, BU 3aMI3HUIWCA. 3ami3HIOIOUNCh, BU PHU3UKYETE
BTPATHTU KOHTPOJIb Ha/I CBOIMH ITOBiTOMJICHHSIMH, 1 BAM JIOBEACTHCS iITH PEAaKTUBHO,

a He TIPOAKTUBHO, KOJIM BU OOPETECS 3 HEMUHYYOIO JIe3iH(OopMaIri€ro.

Mistake: Don't be proactive
9. llomunxa:. Bymu nesuoumum
[Tommpena momMuiKa CHUIKYBaHHS — I B3araji He crinkyBatucs! [leski
oprasizaiiii moraHo nepeaarTb Oyb-AKy 1H(OpPMAIII0 CBOIM CIIBpOOITHUKAaM. [HKOIN
opraHizailii He TMOBIIOMJISIIOTh JIFOASM MpPO HarajibHI MPoOJeMH, 3MIHU YM I1HIII
Bax/MBl HOBMHU. Komu Hemae o(imiiHMX HOBHMH BijJ OpraHizaiii, JIOIA YacTo
3aMOBHIOIOTh MOBYAHHS YyTKaMH, SKI MOXYTh BHKJIHMKATH Macy I1HIIMX TpoOseM,

OCKUIBKH BaM JIOBEICThCS MAaTH CHPABY 3 Ae31H(OpPMAIII€IO.

Mistake: Be invisible
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10. Ilomunka: He 6ymu npasoueum

Y Bac MOXyThb OyTH TOTaHI HOBHHHM, PO SKi BM HE XOYETE IMOBIIOMIISTH
CHIBpOOITHUKAM: ajie OpexHs Mpo 1€ YU MPUXOBYBAHHS JIUIIE COPUYUHUTH OLIbIIE
npo0JieM, HiXK BUPIIINTh. BaxinBo OyTH BIAKPUTHUM, MPO30OPHUM 1 BiAMOBIIAIHHUM.
Hempo3opicth npaBau — 11 0J1HAa 3 HAWOIIBIINX KOMYHIKAI[IHHUX TOMUJIOK, SIKI BH
MOKETe 3pOOUTH: BU BTPATUTE JOBIPY CBOIX CIIBPOOITHUKIB 1, MOKJIUBO, HIKOJIHM HE

3MOXeETe 11 IOBEPHYTH.

11. lomunka: Biocymuicms nociioosnocmi y 8auiux no8i0OMIEHHSX

Komu 3 Bamu CHINKYIOTBCS pi3HI JIOaU Ta/ab0 BHM BUKOPUCTOBYETE KiJIbKa
KaHaNB, Iy>X€ BaXKJIWBO, 100 BH HAJCWJIAIA CBOIM CIIBpOOITHHUKAM €JIHMHE,
MOCJIIJOBHE MOBIJOMJICHHS — 11€, Ha YKaJlb, HATO MOIIUPEHE CIUIKYBaHHS. K10 y Bac
€ pi3H1 JItO[IH, K1 TOBOPSATH Pi3HI peui, ado iHpopMaIlis, sika € CyNepeuwIHBOIO B Pi3HUX
MICIISIX, I1€ CIPUYMHHUTH IUIyTAaHWHY Ta TMOTEHLIMHO TpHU3BeNe 0 MOMHIOK Ha

poboUOMYy MiCIIL.

Mistake: Lack of consistency in your messages

12. Ilomunka: He xeanumu cnigpobimuuxis i He 3a0xouygamu 00 0iaio2y
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Skimo Bu xouere, 100 CIiBPOOITHUKY 3aCBOLJIM Ballle CIJIKYBaHHSI, 103BOJIbTE
iM CTaTH YaCTHHOIO IIHOTO. SIKIIO BU XOYETE MOKPAIMTH CBOIO OpraHi3allito, BayKJIHMBO

BIJIKpUTH KaHAJIM KOMYHIKAI[il M)XK BAMH Ta BalllUMHU CITiBPOOITHUKAMHU.

Mistake: Do not praise employees and do not encourage dialogue
13. Ilomunka: He seceno
3HalITh Te, 10 NPUBAOJIOE BaIIUX CHIBPOOITHUKIB, 1 CTBOPITH OanaHC
BECEJIOIIIB 1 I[IKaBOT0 KOHTEHTY 31 CTPATErTYHUMH TTOB1IOMJICHHSIMU.

14. Ilomunxa: He ompumyeme 360pomuoco 38 513Ky
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15. Iomunka: Biocymuicms npozopocmi

Kynbrypa, ska € 4YecHOW 1 JIIUThCS TMOTAaHUMU HOBHHAMHM, Kpallle, Hik
KyJIbTYpa, Ka NpuXxoBye iH(hopmaito Big cniBpoOiTHUKIB. [IprxoByBaHHS iHPOpMaIllii
CTBOPIOE KYJBTYPY CKEICHUCY Ta HEIOBIPH, AKI B KIHIIEBOMY HIJCYMKY PyHHYIOTb
JOBIpY Bamnx criBpoOiTHUKIB. CriBpOOITHUKH, IKUM OpaKye AOBIpH A0 KEPIBHUIITBA,
IIKOASTH BalIiii npuOyTKy.

IIpobnemu 3i cninky8anHam Ha poO6ouoOMy Micyi BUHUKAIOTh, KOJIM BUHUKAIOTh
npoOJeMu 3 TUM, SIK MOIIUPIOETbCS abo oTpumyerbest 1HGopmariis. [lommpeni

IIpUKIIaaAd BKIIOYal0Th:
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1) BiacyTHicTh B3aeMO/I1i MiXK YjieHaMH KOMaH/IH.

2) JIronu He 3HAIOTH, Jie 3HAUTH 1HGOPMAITITO.

3)  Iadopmarris He MOMHUPIOETHCS HATICKHIUM YHHOM.

4)  Jlroam, sIKi BIAMOBJISIIOTHCS IIEPEIaBaTH BAXKINBY 1H(POPMAIIIIO IHIIIHM.

5)  HenpaBwibHe TiTyMadeHHs iH(OpMAITii.

6)  He orpumye 3BOPOTHOTO 3B’SI3KY.

Haiibinvw nowupeni nomunku 6 Cniiky8anHi 100el:

IcHye psan croco6iB, Yepes sAKi 011 poOIIATh MIOMUIIKH, CIIUIKYFOYHCH 3 THIITUMHU
moaeMu. Lle Moke BKITIOUaTH:

1) Hanmipha peakiiist 1 HeajieKkBaTHaA peakilis

2)  YHukaiTe po3MOB, SIKi BAXKKO BECTH

3) Hes3naTHicTh OyTH 7OCTaTHBO HAIOJICTIIMBUM

4)  HecnijakyBaHHS HaJC)KHIUM YHHOM Y IMOTPIOHMI Yac i B MOTPiOHOMY MicCIIi

5)  He roToBuii 10 CIijKyBaHHS

6) Ilix BIIMBOM NpPHITyIIEHb, 3a37ajerigb CHOPMOBAHUX YABICHD 1
CTEpEOTHIIIB

7)  HeMOXJIMBICTh 3p03yMITH KyJIbTYypPHI BIIMIHHOCTI

8)  byTu 3akpuTHM IS HOBUX JIFOJICH 1 HOBUX i1k

Ilpobnemu eghpexkmuenozo cninkysanus. Jlesiki HEeHaBMUCHI TPOOJIeMHU, TTOB’ A3aH1
31 cipo0aMu €EeKTUBHOTO CHUIKYBaHHS, MOXYTh 3BOJIUTUCS JI0 HEMOPO3YMiHb 200
IHIIMX TOMWJIOK MIDXK BIANPAaBHUKOM 1 ojepxKyBadeMm. lle Moxe BKIIIOYaTH
HEMpaBUWJIBHUN dYac, BIACYTHICTh YyTJIMBOCTI, OOMOapayBaHHsS JIOJIEH 3aHAITO

BEJIMKOIO KIJIBKICTIO 1H(hOpMaIlii ab0 HaJCUIIaHHS JIIOJIIM HEBIAMOBIAHOT iHPOpMaIIii.

4.3. KomyHnikauiiini 6ap’epu

CporojiHi KOMYHIKAIlil MPOMIIIA NUUISIX Bl  1HAWBIAYaJbHOTO PIBHS
CHJIKYyBaHHS 0 MaCOBOi KOMYHIKaITii.

EdexkTuBHAa KOMYHIKalld — II€ HE MPOCTO Mpouec nepenadi iHpopmarii Bij
OHOTO CyO’€kTa A0 IHIIOrO, 1€ MHCTELUTBO CIOYaTKy Ciyxatd a0o 4YHUTaTu

iHdopmanito, ocsratu ii, oOpoOnsATH, a MNOTIM mnepenaBatu. Ha croiiakyBaHHA

70
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BUTPAYA€TLECA BCIMYC3HA KUIBKICTH 3yCHIIb. >KCCTI/I, TOH TO0JIOCY, MOBa TIIa Ta
PO3MOBHA MOBA € OITHUMH 3 BAKIIMBUX aCIIEKTIB CHiJIKYBaHHSI. ﬂKHlO 1HIIIa JIFOAWHA HE
B 3MO31 3p03yMITH OyIb-SKHi1 3 IUX (AKTOPIB, TO MPOLIEC 3a3HAE HEBAUI.

What is effective communication?

Effective communication is about more than just exchanging information. It’s
about understanding the emotion and intentions behind the information. As well as
being able to clearly convey a message, you need to also listen in a way that gains the
full meaning of what’s being said and makes the other person feel heard and
understood.

Effective communication sounds like it should be instinctive. But all too often,
when we try to communicate with others something goes astray. We say one thing, the
other person hears something else, and misunderstandings, frustration, and conflicts
ensue. This can cause problems in your home, school, and work relationships.

For many of us, communicating more clearly and effectively requires learning
some important skills. Whether you’re trying to improve communication with your
spouse, kids, boss, or coworkers, learning these skills can deepen your connections to
others, build greater trust and respect, and improve teamwork, problem solving, and
your overall social and emotional health.

Komymnikaiiiitni 6ap’epu — 11€ BCe, 110 BCEpPEIWHI OpraHizailii, 10 3aBakae
JOJIIM OTPUMYBaTH ab0 PO3yMITH TOBIAOMIIEHHS, 171ei Ta iHpopMmario. L1 6ap’epu
TaKOK MOXYTh MEPEHIKOHKaTH €()EKTUBHIA PO3CHIILI MOBIAOMIIEHb, CIPUYUHSIIOYU
BIIKJTIOUCHHS BCEPEIMHI KOMIIaHIi.

Komn Hemae IUIaHYy 1 piHIeHHH JJIA IMIOAO0JaHHA HUX IICPCHIKOd, IS IIOYMHAE
HEraTMBHO BIUIMBATU Ha Oarato cdep Oi3HeCy.

HemnpaBumnbHe criiyikyBaHHS MOKE€ IIBUIAKO CTBOPUTH MPOOJIEMHU, 110 MPU3BEIC
70 HETaTUBHOTO BIUIMBY HAa MOPA&JIbHUA JyX, NPOAYKTHUBHICTb, 3aIIKABIEHICThH
CHiBpOOITHHKIB, OBIPY Ta TPUOYTOK.

Ilepewkoou ons ehpekmusHO20 CNIIKYBAHHSL

[Iporec crinkyBanHs Mae O6e3niu nepemko. [lepeadadyBaHa KOMIOHIKE 4acTO

Oyne mopylieHa Ta CIOTBOPEHA, IO MPU3BEIE 0 CTaHy HEPO3YMIHHS Ta MPOBATY
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CIUIKYBaHHA. bap’epu 71 €(heKTUBHOTO CIUIKYBAaHHS MOXYTh OyTH PI3HMX THITIB,
TaKUX SIK MOBHI, IICHXOJIOT1YH1, EMOIIIHHI, (p13U4HI, KyJIbTYpPHI TOIIIO.

[lepemkoau KOMyHiIKallli 32 KATETOP1sSIMU:

MosHi 6ap'epu. lle sBnge cobOorw Sk BepOadbHy, Tak 1 HEBepOAIbHY
KOMYHIKAIIO 1 MOK€ BUKJIMKATH BHYTpIIIHI Ta rio0anbHl 6ap’epu. OueBUAHO, IO
MOBa Ta MOBHI 3TI0HOCTI MOXXYTh BUCTyMaTH Oap'epoMm il CHiIKyBaHHs. OHaK
HaBITh TPU CIUJIKYBaHHI OJHIEID MOBOIO TEPMIHOJIOTIS, IO BUKOPHUCTOBYETHCS B
MOBIIOMJICHHI, MOX€E JiTH fAK Oap’ep, SKIIO BOHA HE TOBHICTIO 3pO3yMisa
oJiep)KyBauy (oaepkyBadam). Hampukian, MTOBITOMIICHHS, SKE MICTUTh 0ararto
CHEIIaJILHOTO XKAproHy Ta CKOPOUYEHB, HE 3p0O3yMI€ OJIEpKyBay, IKHi HE 3HAOMMI 3
TEPMIHOJIOTIED. MM TOBHHHI TNaM’ITaTU NPO BUKOPUCTAaHHS MOBH, SIKYy MOXeE
3pO3YyMITH OJIEPKYyBay.

Emoyitini  6ap'epu. Emorii, sKi MOXYTh CTBOPIOBATH MEPEIIKOAN IS
3arajJpHOr0 CcHulKyBaHHsA. CHIBpOOITHUKH CHPUHAMAIOTh pedi MO-PI3HOMY 1 MOXYTb
BI/IUyBaTH CTpax abo COIiaJIbHY TPUBOTY, IMOB’A3aHy 3 OOMIHOM a00 CIIJIKYBaHHSIM.
Emomiitauit 1Q mronuHM BU3HA4Yae JETKICTh 1 KOMQOPT, 3 SKUMHU BOHA MOXE
cniKyBatucs. JlronuHa, sika eMOLIMHO 3piia, 3MOKe e(DEKTUBHO CIUIKyBaTHUCS. 3
1HIIOTO OOKY, JIIOJIM, SIKI JO3BOJISIIOTH CBOIM €MOI[iSIM B3SITU BEPX, 3ITKHYTHCS 3
MIEBHUMH TPy THOIIAMHU.

Jlns edheKTUBHOrO CHIIKYBaHHS HEOOXITHE i1eallbHEe IO€IHAHHS EMOINH 1
¢akTiB. Taki emollii, K THIB, pO34apyBaHHs, TyMOpP, MOXXYTb PO3MHUBATH 3/JaTHICTb
JIOJWHUA TPUAMATHA PIMIEHHS 1 TakKUM YHWHOM OOMEXyBaTh €QeKTHBHICTh il
CIJIKYBaHHS.

Ilcuxonoeiuni 6ap'epu. IcHyIOTH p13HI ICUX1YHI Ta TICUXOJIOTTYH1 TPOOJIEMH, K1
MOXYTh OYyTH TEpelmKoaaMHu Il e(pEeKTUBHOIO CHIIKyBaHHA. Jleski Jr0au MaroTh
CIIEHIYHMM CTpax, po3yiaid MOBH, GoOit0, AeNpecito TOIMO0. YCi 1l CTaHHU 1HOJI JTYyKe
BA)XXKO K€pPyBaTH, 1 BOHH, 0€3CyMHIBHO, 0OMEXYIOTh JIETKICTh CITLIKYBaHHS.

[lcuxomoriuHuii CTaH oOfep)KyBaya BIUIMHE Ha Te, SK OyJe OTPUMaHO
noBiioMJieHHs1. Hanmpukiaz, Ko XToch MepeknBa€e 0COOUCTI MpodsiemMu 1 mepedyBae

B CTPECOBOMY CTaHi, BIH MOX€ OyTH 3alHATHI OCOOMCTUMH MPOOJIEeMaMu 1 HE Tak
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CIIPUUHSATIMBUHN 10 TIOBIIOMJICHHS, SIK SIKIIO O BIH HE BIIUYyBaB CTpeCy. YTpaBJiHHSA
CTPECOM € BaXJIMBOIO OCOOHMCTICHOIO HaBMYKOIO, fKa BIUIMBAa€ Ha HAIl
MDKOCOOHCTICHI CTOCYHKH. 3JIICTh € 1€ OJHUM MPHUKIIAIOM TICHXOJIOTIYHOTO 0ap’epy
JUtst criiikyBaHHs. Ko Mu cepiuMocsi, IerKo cKa3aTu Te, Mo IO Mi3HIIIE MOXXEMO
MOIIKOAYBAaTH, a TAaKOXX HEMPaBWJIBHO IHTEPHPETYBaTH Te, IO TOBOPSTH 1HIII.
3aranoMm, JIF0U 3 HU3bKOIO CAMOOIIIHKOIO MOXKYTh OyTH MEHII HAMOJICTJINBUMU 1 TOMY
MOXXYTh HE TOuyBaTu ce0e KOM(GOPTHO CIUIKYBATHCS — BOHU MOXYTh COPOMMTHUCS
TOBOPUTH, 110 BOHW HACIpaBil BiI4yBarOTh, a00 YWUTATH HETATHBHI MIATEKCTH B
MOBIJJOMJICHHSX, SIKI BOHU YYIOTb.

Dizionoeciuni 6ap’ecpu. DizionoriuHi Oap’epu MOXKYThb OyTH pPE3yJIbTaTOM
¢13u4HOrO cTaHy oaepxysava. [leBH1 po3naau, 3aXBOPIOBAHHS YM 1HIII OOMEXEHHS
TaKOXX MOXYTh MEPEHIKOAUTH €(PEKTUBHOMY CIIJIKYBAaHHIO MK PI3HUMH KaHaJIaMH
opranizaiii. [IpoHU3NMMBUI TO0JOC, AMCIEKCISI TOHIO € JEAKUMHU TPUKIIJaMU
¢13i050riyHUX Oap’epiB sl €(EKTUBHOTO CHIIKyBaHHS. OIHAK BOHM HE MAalOTh
BUPIIIATHHOTO 3HAYEHHS, OCKUIBKH X MOYKHA JIETKO KOMIIEHCYBATH Ta BUJIAJIUTH.

Disuyni nepewkoou 0s cniikyeants. O13U4YH1 MEPENIKOAN ISl CIIIKYBaHHS €
HaWO1IBII OYEBUIHUMHU TIEPEIIKOIaMU JiJIsi €peKTUBHOTO criiKyBaHHA. L1 6ap’epu B
OCHOBHOMY JIETKO 3HIMAIOThCS, MpUHaMHI. BOHM BKITIOUaIOTh Takl 6ap’e€pH, sIK LIyM,
3aKpUTI JIBEpl, HECIIPABHE OOJaJHAHHS, IO BUKOPUCTOBYETHCS ISl 3B SI3KY, 3aKPUTI
kabiau Tomo. [HOMI y Bemukomy odici (izuyHe poO3MEKyBaHHS MK PI3ZHUMU
CIIBpOOITHUKAMH B TO€AHAHHI 3 HECMpPaBHUM OOJIAJHAHHIM MOXE MPU3BECTH 10
CEPHO3HUX MEPEIKO/ sl €PEKTUBHOTO CITIIKYBaHHSI.

Takox, mpukiaagoM ¢izuaHoTo 0ap'epy 1S 3B'13KY € reorpadiyHa BiICTaHb M1k
BIJIMTPAaBHUKOM 1 OJ€pKyBaueM. 3B’sI30K, SK MPaBUIO, CTA€ JIETIIUM Ha KOPOTKHX
BIICTaHSAX, OCKUIBKM JIOCTYIHO OiJIbIIE KaHAJIIB 3B’SI3Ky 1 IOTPIOHO MEHIIe
TexHoJjorii. Xoya cy4yacHI TEXHOJIOTii YacTo OTOMararoTh 3MEHIIUTH BIUIUB
¢13uuHMX Oap’epiB, mepeBaru Ta HEAOJIIKH KOKHOTO KaHaly 3B SI3KYy CIIIJ PO3YMITH,
o0 MoKHa OyJI0 BUKOPHCTOBYBATH BIAMOBITHUN KaHAT IS TIOJOMaHHS (PI3UIHUX

6ap’epiB.
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bap'epu cmasnenns. bap'epu craBieHHs - 11€ MOBEAIHKA a00 CHPUUHATTSA, SKI
3aBakaloTh JIOASM €()EeKTUBHO CHUIKYBaTHCS. bap’epu cTaBiIeHHS A0 CIIJIKYBaHHS
MOXXYTh OYTH PE3yJIbTaTOM OCOOMCTICHUX KOH(IIKTIB, IOTAaHOTO YIPAaBIiHHS, OTIOPY
3MiHaM a0o0 BifcyTHOCTI MotuBallii. EQexTuBHI oxeprKyBadi MOBIIOMJIEHb TTOBUHHI
HaMaraTucs MOJI0JIaTH CBOi BIAcHI Oap’e€pu CTaBICHHS, U000 CIPUATH €PEKTUBHOMY
CHUIKYBaHHIO.

Jesxi moau mro0aTh 3aJIMIIATHCS Ha caMOTi. BoHM 1HTpoBepTH ab0 MpOCTO
JIOMH, SIK1 HE Ty>Ke collianbHi. [HI mo6maTh OyTH comiaibHUMU, a 1HOMI W HaAMIPHO
girsatacs. OouaBa 111 BUAIKA MOXKYTh CTaTH MEPEIIKOI00 I CHUIKyBaHHS. Jleski
JIOAM MarOTh MPOOJIEMU 31 CTABIEHHSM, SIK-OT BEJIMYE3HE €20 1 HeyBa)kKHA MOBE/IIHKA.
{1 coiBpoOITHUKM MOXYTh CHPUYMHUTH CEPHO3HI HAIPYKEHHS B KaHajax
CHUIKYBaHHSA, B SAKUX BOHU npucyTHI. Jleski pucu OCOOMCTOCTI, Taki SK
COpOM’SI3JIMBICTh, THIB, COLIlAJIbHA TPUBOTa, MOXXHA YCYHYTH 3a JIOIOMOTOIO
HaJIeKHOro HaBuaHHA. OHAK Takl Mpo0JieMH, SIK ErOLEHTPUYHA TIOBE/IIHKA Ta €roi3M,
HE MO>KHA BUIIPABUTH.

bap'epu opeanizayiunoi cmpykmypu. Ha opranizaiiiiHoMy piBHI iCHye Oarato
MeTOoA1B KoMmyHikalli. KoxeH 13 ux MeTo/1iB Ma€e CBOi MpobiieMu Ta OOMEKEHHS, SIK1
MOXXYTh CTAaTH MNEpelKoJaMu JUisl €()EeKTUBHOTO CIIUJIKYBAaHHS. BIIBIIICTH 13 IUX
MEepPEeNIKOoJl BUHUKAE 4depe3 Ae3iHpopmaliiio abo BIJICYTHICTh HAJIEKHOI MPO30POCTI,
JOCTYITHOT JJIs CIIBPOOITHUKIB.

bap'epu cnpuiinamms. Pi3H1 10au no-pi3HOMY CIIPUHMAIOTh OJIHI M T1 3K peui.
Ile daxt, skuii MU MOBMHHI BPaxOBYBAaTH IiJ 4ac MPOLIECY CHIJIKYyBaHHSA. 3HAHHS
PIBHIB CIIPUHHATTSA ayJUTOPIl € BUPIMIAIBHUM ISl €(EKTUBHOTO CHUIKYBaHHS. Yci
MOBIJOMJICHHSI Y KOMIOHIKE MalOTh OyTH MPOCTUMH Ta 3po3yMminumu. He moBUHHO
OyTH Micls JIJIsl pI3HOMaHITHOTO HAOOPy 1HTEpIIpeTAaIliil.

What'’s stopping you from communicating effectively?

[I{o 3aBaxkae BaM eEKTUBHO CHIJIKYyBaTUCA?

Common barriers to effective communication include:

Stress and out-of-control emotion. When you’re stressed or emotionally

overwhelmed, you’re more likely to misread other people, send confusing or off-
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putting nonverbal signals, and lapse into unhealthy knee-jerk patterns of behavior. To
avoid conflict and misunderstandings, you can learn how to quickly calm down before
continuing a conversation.

Cmpec i hekoHmponvoeari emoyii. Konu Bu nepedyBaeTe B cTpeci a0 eMOIIiitHO
MepeBaHTAXEH1, B, IIBUIIIC 32 BCE, HEMTPABUILHO YNTAETE THIIHX JTIOCH, OCUIIAETE
3amryTaHi abo BIAIMTOBXYIOYl HEBEpOATbHI CUTHAIH 1 BIIAJIA€TE B HE3JOPOBI MOJEII
noBeaiHKU. [1lo0 yHUKHYTH KOHQIIKTIB 1 HEMOPO3yMiHb, BU MOXKETE€ HABUUTHCS
IITBUIKO 3aCTIOKOITHCS, TIEPIIT Hi’K TTPOIOBKUTH PO3MOBY.

Lack of focus. You can’t communicate effectively when you’re multitasking. If
you’re checking your phone, planning what you’re going to say next, or daydreaming,
you’re almost certain to miss nonverbal cues in the conversation. To communicate
effectively, you need to avoid distractions and stay focused.

Biocymnicmo 30cepedacernocmi. Bu He MoxkeTe eEeKTUBHO CIIJIKYBATUCS, KON
BU OaraTto3ajayHuid. SIKIIO BU TepeBipseTe CBiil TenedoH, MiIaHyeTe, 110 TOBOPUTE
nani, abo MpieTe, BU Maii>ke HAlleBHO MPOITYCTUTE HEBEpOaJbHI CUTHAIM B PO3MOBI.
1106 edekTUBHO CHUIKYBaTHCS, BaM MOTPIOHO YHUKATH BIJBOJIKAHb 1 3aJMILATUCS
30CEePEKEHUMH.

Inconsistent body language. Nonverbal communication should reinforce what
Is being said, not contradict it. If you say one thing, but your body language says
something else, your listener will likely feel that you’re being dishonest. For example,
you can’t say “‘yes” while shaking your head no.

Henocniooena mosa mina. HeBepbasibHe CIUIKYBaHHS Ma€ MiJKPIIUTIOBATH T€,
[0 TOBOPHUTKCS, a HE CyINEpeuuTH Homy. SIKIO BU TOBOPUTE OJIHE, a MOBa Tija
TOBOPUTH TPO 1HIIIE, BAIl CIyXad, UMOBIPHO, BiUYy€, 110 BU HedecH1. Hanpukian, Bu
HE MOXKETE CKa3aTh «TaK», MOXUTAIOYHU TOJIOBOIO «HI».

Negative body language. If you disagree with or dislike what’s being said, you
might use negative body language to rebuff the other person’s message, such as
crossing your arms, avoiding eye contact, or tapping your feet. You don’t have to agree
with, or even like what’s being said, but to communicate effectively and not put the

other person on the defensive, it’s important to avoid sending negative signals.
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Hecamuena mosa mina. SIxio BaM He mogo0aeThest a00 He MOA00aEThCS TE, 10
OyJI0 CKa3aHO, BU MOXKETC BUKOPHCTOBYBATH HETaTUBHY MOBY TiJla, MO0 BiIXWIIUTH
MOBITOMJICHHSI 1HINOI JIIOJWHU, HAMPUKIA, CXPECTUTH PYKH, YHUKATH 30POBOTO
KOHTakTy. Bam He 000B’S3KOBO IMOT0KyBaTUCS a00 HABITh MO00aTHCS CKa3aHOMY,
ane MO0 ePEeKTUBHO CIIJIKYyBaTHCS 1 HE 3MYIIyBaTH IHINY JIIOJUHY 3aXUIIATHCA,

BaXXJIMBO YHUKATHU HAACHUIIAHHA HCTaTUBHUX CHUTHAJIB.

4.4. Illasaxu epeKTUBHUX KOMYHiKaNii

Egexmusne cninkysannsa — 1ue OuIblIe, HIX OpocTo OOMIH i1H(OpMAIIi€ETO.
M eThest Ipo po3yMiHHS eMOIiii Ta HaMipiB, SKi cToATh 3a indopMaiero. KpiM Toro,
1100 YITKO MepegaTH MOBIJOMIICHHS, BU TaKOK IMOBUHHI CIIyXaTH TaKUM YMHOM, 00
OTPUMYBATU MOBHUU CEHC CKAa3aHOTO 1 3MYIIyBaTH 1HIIY JIIOJIMHY BiIuyBaTH ceoOe
MOYYTHUM 1 3p03YMIIIUM.

UInax egpekmuenozo cninkysanns 1: CTaHbTE 3allIKaBICHUM CIIyXadyeM.

CHiIKyro4uch 3 1HIIMMH, MU 4YacTO 30CEPEIKYEMOCh Ha TOMY, IO MAa€EMO
ckazaTu. OqHak e(peKTUBHE CIIUIKYBAHHS MTOJISITA€ HE B TOMY, II00 TOBOPUTH, a OLIbIIIE
B ciyxaHHi. JloOpe ciayxaTu 03Hauae HEe TUIBKK PO3YyMITH CJIOBa YM 1H(GOPMAIIiT0, 10
MepeIacThes, a i PO3YMITH €MOIIii, IKi HaMaraeThCs mepeiaTu opaTop.

IcHye BenvKa pi3HUI MK aKTUBHUM CITyXaHHSM 1 MpocTo ciryxaHHsaM. Komu Bu
MO-CTPaBKHbOMY CITYXA€TE — KOJIA BU 3aJTy4€HI JI0 TOTO, 1[0 TOBOPSITh, — B MIOYYETE
TOHKI1 IHTOHAIlIT B YUEMYCh '0JI0C1, SIK1 pO3MOBIAI0ThH BaM, 1110 1151 JIFOJJMHA BIIYyBa€ Ta
eMOIIli, IK1 BOHA HamaraeThcs nepegatu. Koiu Bu 3a1ikaBieHu ciayxad, BU HE TUTbKU
Kpalle 3po3yMi€Te 1HITYy JIOJUHY, BU TaKOX 3MYCHUTE I[I0 JIIOJUHY BiIuyBaTu cebe
MOYYTOI Ta 3pO3YMIJIO0, 110 MOKE JOMOMOTTH MOOYyBaTH MIIHIIINN 1 TTUOOKUMA
3B’s130K MK BamMu. CHUIKYyIOYMCh TAKUM YWHOM, BH TaKOX BIAUYETE TMPOIIEC, SKHMA
3HIDKYE CTpeC 1 MiATpuMye (i3udHEe Ta eMolliiHe OJaronoiayyys. Km0 JroauHa, 3
SIKOI0O BH PO3MOBJISIETE, CIIOKiMHA, HANIPUKJIIAJ, 1i 3alliKaBJICHE CIyXaHHS JOTIOMOXKE
3aCMOKOITH 1 Bac. AHAJOIIYHO, SIKIIO JIOAMHA 30y)KeHa, BU MOXKETE JOMOMOITH i

3aCMOKOITHUCS, YBAYKHO BUCITYXaBIIH i1 1 IABIIH i 3pO3YMITH.
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[Topanu 1010 TOrO, SIK CTATH 3aI[IKABICHUM CITyXayeM:

- [ToBHIcTIO 30cepepTecss Ha JUHAMIKY. Bu He MokeTe cilyxaTH 3allikaBJICHO,
SKIIO TIOCTIMHO mTepeBipsieTe CBi TenepoH abo mymaere mpo mioch iHmE. Bam
MOTPIOHO 3aJIMIIATUCS 30CEPEKCHUM Ha MOMEHTAJIBHOMY JOCBiJi, 1100 YJIOBUTH
TOHKI HIOAHCHU Ta BAaXJIMBI HEBEpPOaNbHI CUTHAIM B PO3MOBI. SIKIIO BaM BaXXKO
30CEPEANTHCS Ha JCSIKUX TPOMOBIISIX, CIIPOOYHUTE MMOBTOPHUTH X CIOBA Y CBOil TOJIOBI
— 1I€ MOCUJIUTH TXHE MOBIIOMJICHHS 1 IOIOMOKE BaM 30CEPEIUTHUCH.

- VHuKaiiTe mnepepuBaHHS abo crhpod MepeHampaBUTH PO3MOBY Ha Bailli
npo6iemu. Cka3aBIly MIOCh HA KIITAIT: «SKII0 BU AyMaeTe, IO 1€ TOTaHo, J03BOJIbTE
MEHI PO3MOBICTH BaM, 110 31 MHOIO cTasiocs». CiyxaTu — Iie He T€ caMme, 1110 YeKaTH
CBO€ET Yepry TOBOPUTH. BU HE MoOXKeTe 30CcepeuTHCS Ha TOMY, IO XTOCh TOBOPHUTb,
ko dopMmyeTe Te, 1Mo 30upaerecs ckazatu jaaii. YacTto opaTtop MoKe MpOYUTATH
BHpA3H BalllOi MIMIKH 1 3HaTH, IO Balll PO3yM JIECh B 1HILIOMY MICIIi.

- IlokaxiTh CBOIO 3alllKaBJICHICTh CKa3zaHMM. Yac Bil 4acy KuBaiiTe,
MTOCMIXHITBCS JIFOJMHI Ta IEpeKOHANTECs, 110 Ballla OCTaBa BiAKpUTA Ta MPUBaOIIMBA.
3aoxouyiiTe OmMOBiJaya MPOJOBKYBATH HEBEIUKUMHU CIIOBECHUMHU KOMEHTApSIMU,
HaIPUKJIIA]] «TaK».

- CpoOyiite BinkuHyTH cymkeHHs. [1[00 epekTuBHO CHKYyBaTUCS 3 KUMOCH,
BaM He 000B’A3KOBO MOA00ATHUCS M UM IMOTOKYBATUCS 3 IXHIMU 11€5IMU, IIIHHOCTSIMHU
gy nqymkamu. OjHak, 100 MOBHICTIO 3PO3YMITH iX, BaM MOTPIOHO BIJKUHYTH CBOE
CY/DKEHHS, HEe 3BUHYBAadyBaTH W KPUTHKyBaTH. HaliBaykdye CHiNKyBaHHS, SKIIO BOHO
YCHIITHO BUKOHAHE, YaCTO MOKE MPU3BECTH JI0 MAJIOWMOBIPHOTO 3B’ A3KY 3 KUMOChH.

- 3abe3reynuTy 3BOPOTHIN 3BA30K. SIKIIO 37Ma€ThCsi po3puB, Tepedpasyiite
ckazane. «Te, 0 s 4yo», a00 «3BYUUTh TaK, HIOM BU KAXXETE» — UYJOBI CIIOCOOU
noaymatu. IIpoTre He MOBTOPIOWTE JOCIIBHO TE, IO MPOMOBEIhL CKa3aB — BH
MPO3BYYMTE HEIUPO a00 HEPO3YMHO. 3aMICTh IILOTO CKaXITh, 1110 O3HAYAIOTH JJIs BacC
cioBa MoBIld. [TocTaBTe 3anmuTanHs, 00 MPOSICHUTH TIeBHI MoMeHTH: «I1{o B MaeTte
Ha yBa3l, KOJiu Kaxere...» abo «lle Bu maeTe Ha yBa3i?».

Lnsax 2: 3sepmaiime ysacy Ha He8epOAIbHI CUCHANU
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Te, sk BU JAMBUTECS, CIyXa€Te, pyXaerecs Ta pearyere Ha 1HIIY JIIOJUHY,
po3MoBijae i mpo Te, IO BU BiauyBaere, OUIbIIEe, HDK cioBa. HeBepOanbHe
CHUIKYBaHHs, a00 MOBa TiJla, BKIIOYAE BUPA3 OOJIUYYS, pyXH TiJia Ta )KECTH, 30POBUN
KOHTAKT, 1103y, TOH BaIllOr0 T'OJIOCY 1 HABITh HAMPYTy M’sI31B 1 JUXaHHSI.

P03BUTOK 31aTHOCTI pO3yMITH W BUKOPHUCTOBYBATH HeBepOajbHE CIIIKYBaHHS
MO’K€ JIOTIOMOTTH BaM CIUIKYBAaTHUCA 3 1HIIUMH, BUCIOBIIOBATH T€, III0 BU HACIIpaB/i
Ma€eTe Ha yBa3l, OPIEHTYBATHUCS Y CKJIQJHUX CUTYaIlisXx Ta OyyBaTH Kpalllli CTOCYHKH
BJIOMa Ta Ha pOOOTI.

Bu MoxeTe mokpaimuTy ePeKTUBHY KOMYHIKAI[1I0, BAKOPUCTOBYIOUH BIJIKPUTY
MOBY Tijla — HE CXPECTUBIIU PYKH, CTOSYHU 3 BIJKPUTOIO MO3ULIEI0 200 CUISYU Ha
Kparo CBOTO CHAIHHS Ta MiATPUMYIOYH 30pPOBUN KOHTAaKT 3 JIOJUHOIO, 3 SIKOIO BU
PO3MOBIISIETE.

Bu Takox MoeTe BHUKOPHCTOBYBAaTH MOBY Tila, 100 MIAKPECIUTH abo
MOCUJIUTH CBOE CJIOBECHE TMOBIJOMJICHHS — HAIpPUKIIAJ, MOIUJIECKYBaTH Ipyra Io
CIuH1, poOJISTYM KOMIUTIMEHT 3a HOro ycIiX, ab0 CTyKaTH KyJlakaMu, 00 MiIKPECTUTH
CBOC€ ITOBIJJOMJICHHS.

Yoockonantotime, sk 6u uumaeme HegepobaivbHe CRIIKYBAHHS

- 3BEepHITh yBary Ha I1HAMBIAYyaJibHI BIAMIHHOCTI. JItogm 3 pi3HUX KpaiH 1
KYJBTYp, SIK IPaBUJIO, BUKOPUCTOBYIOTh Pi3HI HEBEPOAIbHI KECTU CHIIKYBaHHS, TOMY
BaXKJIMBO BPAaxOBYBATH BIK, KYJbTYpY, PEJIrit0, CTaTh Ta EMOIIIWHUN CTaH, 3YUTYIOUU
CUTHAJIM MOBH TLJIA.

- [lonuBiTHCS Ha HEBepOaIbHI KOMYHIKAI[IHHI CUTHAJH K Ha Tpymy. He unTaiite
3aHaATO 0OaraTo B OJHOMY ECTI 4M HeBepOanbHIN curHami. BpaxoByiiTe Bci
HeBepOaJibHI CUTHAJH, SIKI BU OTPUMYETE, B1Jl 30pOBOI0 KOHTAKTY JI0 TOHY T'0JIOCY JI0
MOBHU Tina. BylIb-XTO MOXke 4ac BiJl 4acy MOCKOB3HYTHCS 1 BIJIIYCTUTH 30pOBUMN
KOHTAKT, HAIIPHUKJIaJl, 800 HEHAIOBIO CXPECTUTH PyKHU. PO3TIISIHBTE CUTHAIH B IIIOMY,
100 Kpalie «IuTaTi» JIOUHY.

Tokpawgyiime neeepoanvHe ChiKy8aHHA

- BukopucroByiiTe HeBepOaIbHI CUTHAM, 5Kl 301raloThCs 3 BAlllMMU CJIOBaMH,

a He cyrmepedaTh iM. SIKIIIO BM TOBOPUTE OJHE, & MOBA Tijla TOBOPUTH PO 1HIIE, Bl
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ciyxad Bigdye 30€HTEKEeHHS a0o MiJo3proe, 10 BU HedecHi. Hampukian, cumitw,
CXPECTHUBIIIN PYKU 1 XUTAIOYH TOJIOBOIO, HE BIJIMOBIJIA€ CIIOBaM, SIKI TOBOPATH 1HIIIM
JIIOJTVHI, TII0 BH 3TOHI 3 TUM, III0 BOHU TOBOPSTh.

Hanamryiite cBoi HeBepOasibHI CUTHAIM BIAMOBIAHO /10 KOHTEKCTy. Hanpukiian,
TOH BaIllOTO T'OJIOCY IIOBUHEH BIIPI3HATUCS, KOJIA BU 3BEPTAETECS 10 JUTHHH, HIXK KOJIU
BU 3BEpPTAETECh 10 TpymH Jopociux. Tak camMo BpaxoByWTe eMOLIMHHUN CTaH Ta
KyJIbTYpHE OXO/XKEHHSI JIIOJIUHHU, 3 KOO BU CIIJIKY€ETECS.

- YHHUKaWTe HeraTUBHOT MOBH Tijla. 3aMiCTh IIbOTO BUKOPUCTOBYWUTE MOBY Tijla,
mo0 mepenaTu MO3WTHUBHI MOYYTTS, HABITh SKIIO BU HACHpaBJl iX HE BITUYBaETe.
Sxmo BM HEpByeTe dYepe3 SKyCh CUTyallilo (Hampukiaa, CHiBOECITy, BaXJIHBY
MPE3EHTAalllI0), BU MOXET€ BUKOPUCTOBYBAaTH MO3UTUBHY MOBY Tina, 1100
MIPOJIEMOHCTPYBATH BIEBHEHICTb, HABITH SIKIIO BH IIbOTO HE BIIUYBA€ETE.

Ulinsax 3: Tpumatime cmpec nio KoHmpo.em

VY Takux cuTyauisx, sk criBOeciga, O13Hec-Tpe3eHTallisl, Halpy>KeHa 3ycTpid,
BKJIMBO KEPYBaTH CBOIMHU €MOI[ISIMU, JyMAaTH HAa HOTaX 1 €(EeKTUBHO CIIIKYBaTUCA
IT1]T TUCKOM.

EdextuBHo croinkyiiTecsi, 30epiraroun CHokid mia TUCKoM. BukopucroByiiTe
TaKTUKY 3BOJIIKaHHS, 100 AaTH co01 yac moayMatu. [1onpociTh MOBTOPUTH 3aITUTAHHS
a00 pO3’SICHUTH TBEPXKEHHS, NIEPIL HIK BIJIMOBICTH.

- 3po0iTh may3y, mob 3i0patucs 3 aymMkamMud. MoBYaHHS HE OOOB’SI3KOBO €
MOTaHOI0 PIYYI0 — IMay3a MOXKE 3MYCHUTH Bac O1IbIIe KOHTPOJIFOBATH, HIXK MOCTIIIATH
3 BIATOBIITIO.

- 3po0iTh O/IHE 3ayBa)XKE€HHS 1 HABEJITh MPUKIIA]l a00 JOMOMIKHY 1H(POpPMAIIifO.
ko Bama BiANOBiAL Oyjae 3aHAATO JIOBrOl0 ab0 BU 3aMHUCIIOETECS MPO JEsKi
MOMEHTH, BH PHU3UKY€TE BTPATUTU 1HTEpec ciayxada. JloTpumyiitech OmHOrO 3
MPUKJIAAIB, a MOTIM OIIHITh PEAKIIiI0 clyXaya, 00 CKa3aTu, Y1 BapTO TOBOPUTH PO
Tpyre.

- Bucnosmtoiite cBoi cioBa 4iTko. ['oBopiTh 4iTKO, 30epiraiiTe piBHHM TOH i

BCTAHOBJIIOUTE 30pPOBUI KOHTAKT. 3aBEpUIITh MiJICYMKOM, a TMOTIM 3YIUHITHCS.
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[TlincymylitTe CBOIO BIJINOBIJb, a MOTIM MepecTaHbTe TOBOpuUTH. Bam He moTpiOHO
3aMOBHIOBATH MOBYAHHS, TPOJIOBKYIOYH TOBOPUTH.

[IBuKe 3HATTA cTpecy Aisi ePEeKTUBHOTO CIIKYBaHHS

Konu po3moBa moywHae 3arocTproBaTHUCs, MOTPIOHO MIBUAKO W HEraiHo
3HU3UTH €MOIIIHY Hampy>kKeHicTh. HaBUMBIINCH MIBUAKO 3HWKYBATH CTPEC Y AaHUU
MOMEHT, BH MOKETe O€3MeYHO MiAPaxoByBaTh OyAb-sIKI CHIIbHI €MOIlii, fKi BH
BIJTUYBA€ETE, PETYJIIOBATH CBOI MOYYTTA T OBOJAUTUCS HAJICHKHUM YHHOM.

3HANWIITh XBUJIMHKY, 100 3aCHOKOITHCS, MEPII HI’K BUPIIIUTH MPOIOBKUTH
PO3MOBY a00 BIJIKJIACTH ii.

Bupyuaiite cBoi mouyTtts. Halikpanuit criocid mBUaKO Ta HaAIMHO 3HITH CTPEC
— 1Ie 3a JOTOMOTOI0 OpPTraHiB YyTTS — 30Dy, 3BYKY, JOTHUKY, CMaKy, HIOXy — a0o
pyxy. Hanpuknan, Bu MoxeTe 3poOUTH KUIbKa TIMOOKUX BIWXIB, CTUCHYTHU Ta
po3ciabutu M’s3u ab0 TPOCTO 3rajaTd 3aclOKIMIMBE, HACHMYEHE BIIUYTTIMU
300paKE€HHSI.

LInax 4. Cmeepocyiime cebe.

[Ipsime, HamonerauBe BUCIOBIIOBAHHS CHPHUSE YITKOMY CHUIKYBAaHHIO 1 MOXE
JIOTIOMOI'TH TMiJIBUIIIUTA Ballly CAaMOOIIHKY Ta HAaBUYKHU MPUUHATTA pilieHb. bytu
HATOJIETJIMBUM O3HAua€ BUCIIOBIIOBATH CBOi JYMKH, TIOUYTTA Ta MOTPEOH BIAKPUTO Ta
YEeCHO, BIJICTOIOIOUM ceOe Ta MmoBakarouM IHIIKUX. E(exkTuBHE CHIIKYyBaHHS 3aBXKIU
MOJISITA€ B TOMY, 11100 3p0O3YMITH 1HIITY JIIOJUHY, & HE B TOMY, 1100 BUTPATH CYNEPEUKY
a00 HaB’A3aTH CBOIO AYMKY 1HILIHM.

11106 migBHIUTH CBOKO HAMOJICTIIMBICTE:

- Iliny#ite cebe Ta cBOi MOXJIMBOCTI. BOHM Taki » BaXIWBi, K 1 OyJIb-XTO
THILWN.

- 3Haiite cBoi moTpebu Ta OaxkaHHs. HaBuiTbCS BHUCIOBIIOBAaTH iX, HE
MOPYUIYIOYH MPAB IHILIHUX.

- BucnosnioiiTe HeraTuBHI AYMKH B MO3UTHBHOMY KJtoui. Ile HOopMasibHO
CepIUTHCS, ajie BU TaKOX IMOBUHHI 3aJIUIIATUCS TTOBAKHUMHU.

- OTpumaiiTe no3uTUBHUIM BIATYK. [IpuiimMaiiTe KOMIUTIMEHTH 7100’ I3HO, BUITHCS

Ha CBOIX MOMMJIKAX, IPOCITH JJOTIOMOTH, KOJIU 1€ TIOTP1OHO.
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- HaBuiTbCcsi TOBOPUTHU «HI». 3HAMTE CBOi MEXI 1 HE JIO3BOJISIUTE 1HIIUM
ckopuctatucs Bamu. lllykaiiTe anbrepHaTUBH, 00 yCi BiI4yBaJIk 3aJ0BOJICHHS BiJl

pe3yibTaTy.

KonTposabHi nuTaHHI 10 TeMi
[IIo Take minoBa po3moBa’?

VY yomy pi3HUIA MK aDeKTATUBHOIO Ta KOTHITUBHOIO chepamu?
SIki ckiTaioBl BKITFOYAE 1JI0Ba pO3MOBa?

Sxki Bu 3HaeTe dhopmu 6ecia?

SIka BIIMIHHICTB M1 «MO3KOBOIO aTaKOIO» Ta «KPYTJIOTO CTOITY»?
SIk1 3aranpHi paBuja 0OroBOPEHHS B AUIOBIM KOMaH/IHIM rpi?
SIke crikyBaHHS nepeadavae qucKycis?

SIK1 OCHOBHI PHCH IUCKYCIi SIK BUJTy KOMYHIKaIii?

© 0o N o O B~ WD PE

SIK1 OCHOBHI PUCH MOJEMIKH?

10. Sxy ¢popmMy 0OroBopeHHsI MalOTh TUMITYTH, 1€0aTh?

11. YoMy BaXKJIMBO HAJaroJUTH BHYTPIIIHI KOMYHIKAIli?

12.  TlepemiuiTh yCi BaXKIUBI MOMUIKHU JJI1 €(PEKTUBHOTO CILIIKYBAHHS?
13. IIlo Take komyHikamiitH1 6ap’epu?

14. 1o Bu po3ymieTe mij 6ap’€poM y CHIIKYyBaHHI?

15.  PosrnsubTe nepemnikoau (0ap’epu) A epeKTUBHOTO CIITIKYBaHHS.
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Table 1. Ways of effective communication [9]

Effective
communica
tion skill 1:
Become an
engaged
listener

When communicating with others, we often focus on
what we should say. However, effective communication is
less about talking and more about listening. Listening well
means not just understanding the words or the information
being communicated, but also understanding the emotions
the speaker is trying to convey.

There’s a big difference between engaged listening
and simply hearing. When you really listen—when you’re
engaged with what’s being said—you’ll hear the subtle
intonations in someone’s voice that tell you how that person
is feeling and the emotions they’re trying to communicate.
When you’re an engaged listener, not only will you better
understand the other person, you’ll also make that person
feel heard and understood, which can help build a stronger,
deeper connection between you.

By communicating in this way, you’ll also
experience a process that lowers stressand supports
physical and emotional well-being. If the person you’re
talking to is calm, for example, listening in an engaged way
will help to calm you, too. Similarly, if the person is agitated,
you can help calm them by listening in an attentive way and
making the person feel understood.

If your goal is to fully understand and connect with
the other person, listening in an engaged way will often
come naturally. If it doesn’t, try the following tips. The more
you practice them, the more satisfying and rewarding your
interactions with others will become.

Tips for
becoming an
engaged
listener

Focus fully on the speaker. You can’t listen in
an engaged way if you’re constantly checking your
phone or thinking about something else. You need to stay
focused on the moment-to-moment experience in order to
pick up the subtle nuances and important nonverbal cues
in a conversation. If you find it hard to concentrate on
some speakers, try repeating their words over in your
head—it’ll reinforce their message and help you stay
focused.

Favor your right ear. As strange as it sounds, the
left side of the brain contains the primary processing
centers for both speech comprehension and emotions.
Since the left side of the brain is connected to the right
side of the body, favoring your right ear can help you
better detect the emotional nuances of what someone is
saying.

Avoid interrupting or trying to redirect the
conversation to your concerns. By saying something
like, “If you think that’s bad, let me tell you what
happened to me.” Listening is not the same as waiting for
your turn to talk. You can’t concentrate on what
someone’s saying if you’re forming what you’re going to
say next. Often, the speaker can read your facial
expressions and know that your mind’s elsewhere.

Show your interest in what’s being said. Nod
occasionally, smile at the person, and make sure your
posture is open and inviting. Encourage the speaker to
continue with small verbal comments like “yes” or “uh
huh.”

Try to set aside judgment.In order to
communicate effectively with someone, you don’t have
to like them or agree with their ideas, values, or opinions.
However, you do need to set aside your judgment and

82


https://www.helpguide.org/articles/stress/stress-management.htm
https://www.helpguide.org/articles/addictions/smartphone-addiction.htm
https://www.helpguide.org/articles/addictions/smartphone-addiction.htm

83 KPABYEHKO B., 3AJIOPOXXHA JI.

withhold blame and criticism in order to fully understand
them. The most difficult communication, when
successfully executed, can often lead to an unlikely
connection with someone.

Provide feedback. If there seems to be a
disconnect, reflect what has been said by paraphrasing.
“What I’m hearing is,” or “Sounds like you are saying,”
are great ways to reflect back. Don’t simply repeat what
the speaker has said verbatim, though—you’ll sound
insincere or unintelligent. Instead, express what the
speaker’s words mean to you. Ask questions to clarify
certain points: “What do you mean when you say...” or
“Is this what you mean?”

Skill 2: Pay
attention to
nonverbal
signals

The way you look, listen, move, and react to another
person tells them more about how you’re feeling than words
alone ever can. Nonverbal communication, or body
language, includes facial expressions, body movement and
gestures, eye contact, posture, the tone of your voice, and
even your muscle tension and breathing.

Developing the ability to understand and use
nonverbal communication can help you connect with others,
express what you really mean, navigate challenging
situations, and build better relationships at home and work.

You can enhance effective communication by using
open body language—arms uncrossed, standing with an
open stance or sitting on the edge of your seat, and
maintaining eye contact with the person you’re talking to.

You can also use body language to emphasize or
enhance your verbal message—patting a friend on the back
while complimenting him on his success, for example, or
pounding your fists to underline your message.

Improve how
you read non
verbal
communicati
on

Be aware of individual differences. People from
different countries and cultures tend to use different
nonverbal communication gestures, so it’s important to
take age, culture, religion, gender, and emotional state
into account when reading body language signals. An
American teen, a grieving widow, and an Asian
businessman, for example, are likely to use nonverbal
signals differently.

Look at nonverbal communication signals as a
group. Don’t read too much into a single gesture or
nonverbal cue. Consider all of the nonverbal signals you
receive, from eye contact to tone of voice to body
language. Anyone can slip up occasionally and let eye
contact go, for example, or briefly cross their arms
without meaning to. Consider the signals as a whole to
get a better “read” on a person.

Improve how
you deliver n
onverbal

Use nonverbal signals that match up with your
words rather than contradict them. If you say one thing,
but your body language says something else, your listener
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communicati
on

will feel confused or suspect that you’re being dishonest.
For example, sitting with your arms crossed and shaking
your head doesn’t match words telling the other person
that you agree with what they’re saying.

Adjust your nonverbal signals according to the
context. The tone of your voice, for example, should be
different when you’re addressing a child than when
you’re addressing a group of adults. Similarly, take into
account the emotional state and cultural background of
the person you’re interacting with.

Avoid negative body language. Instead, use
body language to convey positive feelings, even when
you’re not actually experiencing them. If you’re nervous
about a situation—a job interview, important
presentation, or first date, for example—you can use
positive body language to signal confidence, even though
you’re not feeling it. Instead of tentatively entering a
room with your head down, eyes averted, and sliding into
a chair, try standing tall with your shoulders back,
smiling and maintaining eye contact, and delivering a
firm handshake. It will make you feel more self-confident
and help to put the other person at ease.

How many times have you felt stressed during boss,
friends, or coworkers and then said or done something you
later regretted? If you can quickly relieve stress and return
to a calm state, you’ll not only avoid such regrets, but in
many cases you’ll also help to calm the other person as well.
It’s only when you’re in a calm, relaxed state that you’ll be
able to know whether the situation requires a response, or
whether the other person’s signals indicate it would be better
to remain silent.

Com
municate
effectively by
staying calm
under
pressure

Use stalling tactics to give yourself time to
think. Ask for a question to be repeated or for
clarification of a statement before you respond.

Pause to collect your thoughts. Silence isn’t
necessarily a bad thing—pausing can make you seem
more in control than rushing your response.

Make one point and provide an example or
supporting piece of information. If your response is too
long or you waffle about a number of points, you risk
losing the listener’s interest. Follow one point with an
example and then gauge the listener’s reaction to tell if
you should make a second point.
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3:
stress
check

Skill
Keep
in

Deliver your words clearly. In many cases, how
you say something can be as important as what you say.
Speak clearly, maintain an even tone, and make eye
contact. Keep your body language relaxed and open.

Wrap up with a summary and then stop.
Summarize your response and then stop talking, even if
it leaves a silence in the room. You don’t have to fill the
silence by continuing to talk.

Quick
stress  relief
for effective
communicati
on

When a conversation starts to get heated, you
need something quick and immediate to bring down the
emotional intensity. By learning to quickly reduce stress
in the moment, you can safely take stock of any strong
emotions you’re experiencing, regulate your feelings,
and behave appropriately.

Recognize when you’re getting stressed. Your
body will let you know if you’re stressed as you
communicate. Are your muscles or stomach tight? Are
your hands clenched? Is your breath shallow? Are you
“forgetting” to breathe?

Take a moment to calm down before deciding
to continue a conversation or postpone it.

Bring your senses to the rescue. The best way to
rapidly and reliably relieve stress is through the senses —
sight, sound, touch, taste, smell — or movement. For
example, you could pop a peppermint in your mouth,
squeeze a stress ball in your pocket, take a few deep
breaths, clench and relax your muscles, or simply recall a
soothing, sensory-rich image. Each person responds
differently to sensory input, so you need to find a coping
mechanism that is soothing to you.

Direct, assertive expression makes for clear
communication and can help boost your self-esteem and
decision-making skills. Being assertive means expressing

To
improve your
assertiveness:

Value yourself and your options. They are as
important as anyone else’s.
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Skill
4.  Assert
yourself

your thoughts, feelings, and needs in an open and honest
way, while standing up for yourself and respecting others. It
does NOT mean being hostile, aggressive, or demanding.
Effective communication is always about understanding the
other person, not about winning an argument or forcing your
opinions on others.

Know your needs and wants. Learn to express
them without infringing on the rights of others

Express negative thoughts in a positive way.
It’s okay to be angry, but you must remain respectful as
well.

Receive feedback positively. Accept
compliments graciously, learn from your mistakes, ask
for help when needed.

Learn to say “no.” Know your limits and don’t
let others take advantage of you. Look for alternatives so
everyone feels good about the outcome.

Devel
oping
assertive
communicati
on techniques

Empathetic assertion conveys sensitivity to the
other person. First, recognize the other person’s situation
or feelings, then state your needs or opinion. “I know
you’ve been very busy at work, but | want you to make
time for us as well.”

Escalating assertion can be employed when your
first attempts are not successful. You become
increasingly firm as time progresses, which may include
outlining consequences if your needs are not met. For
example, “If you don’t abide by the contract, I’'ll be
forced to pursue legal action.”

Practice assertiveness in lower risk situations to
help build up your confidence. Or ask friends or family if
you can practice assertiveness techniques on them first.
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PO3I1JT 5. CTUJIb TA IMIIEPATUBHU A1JIOBOTI'O CIIIVIKYBAHHSA

5.1. ®pazeomnoriyHi KIacTepu
5.2. OCHOBHI CTHJII CIIIJIKYBaHHS

5.3. IMnepatvBu A1I0BOTO CHIJIKYBaHHS

5.1. ®pa3zeoioriyHi KIacTepu

®pazeonoris € po3aiuIoM JeKkcuKoorii. Bei ¢pazeonorismu noAisioTh Ha Taki
CEMaHTUYH1 KJIaCTEPHU:

Knacmep nozumusnoi nogedinku. 3pazkamMu Qppa3eosiori3aMib I[[bOTO KJIACTEPA €:

— «KHTHU CBOIM PO3YyMOM»;

— «TpUMATHU cede B MIopax»;

— «0OOpOTHCS 3 CAMUM COOO0IOY;

— «GarjeiaaTv BIICPCID).

Knacmep eiocymnocmi y cy6’exkma adexeamno2o cputiHAmMms 308HiUHbO2O
c8imy («3BOJAUTH TOBITPSIHI 3aMKH», «BUTATH MK HEOOM 1 3€MJICIO»).

Knacmep ympyonennus enacnoi axmueénocmi («TOBKTH BOJIYy B CTYII»,
«TIEPENIUBATH 13 IMTyCTOTO B TIOPOXKHE, KKICITU AYPHS).

Knacmep cy6’exkmusnoi oyinku 6nacnoi nogedinku («CICTU B KaJIOXKY»,
«MIITOPHYTH XBOCTa», «YXOIMUTH IINWJIOM HATOKI», «CIIIAMATH OOIHU3HSI).

Knacmep nopywens yinecnpsamosanoi disinonocmi («01iraTH 3a JBOMa 3alISIMI»
— KOHCTaTallisl HEMOXJIMBOCTI peaii3allii ABOX LiJeH Biipa3y; «BTYIUTHUCS, SIK TeJls Ha

HOBI BOPOTa» — HE3MATHICTh 1AeHTU(IKAIT 1T, «IOMHUTHCS Y BIJKPUTI JIBEp1» —
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HeaJleKBAaTHICTh Il JISIM; «BIaBaTHCSA B aMmOIIl0» — IAMIHA LI i1 IUJIIFO
CaMOCTBEP/I>KEHHS).

Knacmep amopanvrnocmi («3aroptatu x)ap 4y KUMH PYKaMu», «IOPHATUCS B
qyXiil OUIM3HI», «TPUMATH KaMiHb 3a Ia3yXOy», «IUTIOBAaTH B AYIIY», IIIKJIACTH
CBUHIO», «3BAJIIOBATH 3 XBOPOI TOJIOBH HA 37I0POBY» ).

Knacmep 6pexaueocmi («3aMUITIOBATH O4i», «OOKPYTUTH HABKOJO MAaJIbLs»,
«Opatu Ha MyIIKY», «HAITyCKAaTH TYMaHYy», <JIOBUTH puOy B KalaMyTHIH BOJI1»).

Knacmep xongopmizmy («1 Bammmm, 1 HaITUM», KTPAMATH HIC 3a BITPOMY, «UTH
[UIIXOM HaliMEHIIIOrO OIIOpY»).

st inenTudikaiii napTHepa moTpiOHO MPOBECTU HOTO Yepe3 JeKiIbKa TECTIB,
HE PO3KPUBAIOYHU, 3BUYANHO, IIJI€H [[bOr0 BUTPOOYBAHHS.

[lepmmit mecm — nagedenns. Jjisi MOTO BUKOPUCTAHHS HEOOXiJIHA 3BUYaiiHa
yBara, akTHBHE CITyXaHHs. BoHa BUBOJUTH YHCTO CTATHCTHYHO HA OJTHY 13 KJIIACTEPHUX
TpyIL.

Hpyruit eran — BigbOip. TyT HE0OXiTHO TaM’sATaTH, L0, SIK MPABUIIO, JIOIU
HaOUTbIII HETaTUBHO BUCJIOBIIOIOTHCA CaMe€ Npo Te, IO iM CaMUM BJIACTHUBO, 1
TOBOPSTH CaMe Te, 10 iM XOTiocs 6 mpuxoBatu. CIocTepiralouu 3a maporo KjiacTepis,
Ha 5Kl 3/IIIICHEHO HABEJEHHS Ta BIAMOBIJHO HA Mapy MOJISIPHUX KJIACTEPIB, MOXKHA
3poOUTH TOTPIOHUH 1 11eHTU(IKaLli ocoducTocTi BiaOip. B 0cHOBI 11bOTO BIOOPY
MMOBUHHO JICKATH BU3HAYCHHS 34 MPUHIIMIIOM HETaTUBHOTO CAaMOHABECHHSI.

Toit dakT, 110 A0 IMHA TOBOPUTH TE, 110 BOHA JTyMa€, 30BCIM HE O3HAyae, 110
BOHA Ka)kK€ caMe Tak, sk nymae. YacTime Bchoro OyBae came HaBIakH. SKIO E€XTO
CTBEPJIXKYE, 1110 BiH HE 3a3APUTh B OJJHOMY KOHTEKCTI 1 TIOCHITIOE 1€ TBEPJIXKEHHS THM,
110 oMy 30BCiM Oaliyke, sikpa3 3acBiIuye Te, 10 MOMY 30BCIM He Oaiayke 1 110
YCHIXW WOTO KOJIETH HE 3aIMINAI0Th WOro Oaiimykum. JltoauHi, siKiid crpaBil Hema
MIPUYHH Y0T0Ch OOATHCS, HEMa MOTPeOW BUTpaAvaTH 3yCHIUIA Ha JOKa3 TOTro, IO i
30BCIM HE CTpamHo. J[exTo 3 BEIMKOI0 3alonaJjuBICTIO 3aBipse, IO TyMKa
OTOYYIOYHX PO HHOTO MOTO HE XBWJIIOE, HACIIPABII K JIO I1€1 JYMKH BIH JaJIEKO HE

Oailmyxuil.
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Tecm-6i06ip 03HauYa€ MOCUIICHY yBary Ji0 TOTO, IO BiABepTae abo 3amepedye
CITIBPO3MOBHUK CTOCOBHO cebe. Konu 11e BIaeThcsi BCTAaHOBUTH, BIIOIp 3p0OJIeHMIA
MpaBUJIbHO. | UMM 3amanpHilIe e BiipikaHHs, TUM OUTBII TPUCYTHE HOMY II€ SIBUIIIC.

[TepeBipKky MOXHa 3poOUTH PI3HMMHU HUIAXaMu. HaltmpocTimmit — miggaTu
JesIKOMY CYMHIBY OJHE 13 Takux BiApikanb. [lepeBipka HeoOXiaHa, TOMy IO
BiJIpIKaHHSI MOX€E OyTH BUIMAIKOBUM (PEHOMEHOM MOBHOTO CHUIKYBaHHs. SIKIIO 1€
TaKk, TO JIETKUA CYMHIB B OOTpyHTOBAaHOCTI MOJIOHOTO 3arepeyeHHs (MOYyTTs
3a37pOCTi, 3aJEKHICTh BIJ 4yXKOi TyMKH, CTpax), KM € CTOPOHHBOIO TEMOIO IS
JAHOTO CHUIKYBaHHS, SIKIIO 1 BUKJIMYE ACSKY APYTOpsIHY peakilito, TO BOHA HE
MOBMHHA BIJBOJIIKTH BiJl OCHOBHOI TE€MH pO3MOBU. SKIIO K BUKOPUCTAHHSA
3alepeyHoro Kiactepa B CHUIKYBaHHI He OyJio BHUIIQJKOBE, TO po3MoBa Oyje
CIpsIMOBaHa MAPTHEPOM caMe B I[I0 Taly3b sIK OCHOBHY TeMy po3MoBH. J[Jisi mapTHepa
y JAaHOMY BHIIQJKy BaXKJIUBIIIE NEPEKOHATH cllyXadya y BIICYTHOCTI B HBOIO
«HETaTUBHOI» SIKOCTI, HIXK JIOBECTH JAUIOBY Oecily A0 MPEIMETHOTO 3aBEPILICHHS.

Bkazani TecTu BUKOpHUCTaHHS (hpa3eosIoriyHUX KIACTEepIB Nal0Th €()EKTUBHY
npouenypy iaeHTudIkamnii napTHepa, KOJIM BOHH KOMOIHYIOThCS 3 THIIMMH METOJIaMU;
aHaII30M HEBEepOaIbHOI MOBEIHKH, BIJICTES)KEHHSIM OCHOBHHUX CTpAaTEriil pyXy Odei,

aHAJII30M MOBHUX MOJAJILHOCTEHN Ta 1H.

5.2.  OCHOBHi THIIH CTWIIB CIVIKYBaHHS

[Tepmmii Kpok 10 TOTO, MO0 CTaTH O1IbIN €(h)EeKTUBHUM KOMYHIKaTOpOM, — I1€
3pO3yMITH CTWJIb CIUIKYBaHHS JIIOJAMHM, 3 SKOK BU MAeTe cCIpaBy. ICHye KijbKa
MOJIeIeH JJIsl ONUCY CTUJIIB CIUIKYBaHHS, 1 IICUXOJOTH BUAUISIOTH KIJIbKa OCHOBHUX
THIIIB:

Acepmusni komyHikamopu. 1le TOW TUN COUIKYBaHHS, 10 SIKOTO MParHyTh Yci.
Hamopuctrii koMyHIKaTop COKIAHWN, TOBaYKHUM, aJie YiTKO 1 TBEP/I0 BUCIIOBIIOE CBOT

BHMMOTH.
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C
—

Assertive
Ilacusni xomynixamopu. 111 momm, SK TPaBUIO, HE CAMOCTBEPIKYIOTHCS 1
MOJKXYTb HAKOIIMIYBATHU 06pa31/1. Boan MOXXYTb JO3BOJINTHU iHHII/IM JJIOIAM I[OMiHYBaTI/I

B PO3MOBax 1 MOXYTb IOTaHO BCTAHOBJIIOBATH 30p0BHI>i KOHTAaKT.

C (o)
(T

)

Al

Passive
Aepecusni  KomyHikamopu. ATpeCUBHE CIJIKYyBaHHS MOXE BKJIIOYATH
NEpPEepUBaHHs, HEBAAUy CIyXaTd Ta TOBOPUTU TOJOCHUM TIOJIOCOM. ATpEeCHBHI
KOMYHIKaTOpHU JIOMIHYIOTh, IO MOKE CTBOPUTHU BPAXEHHs, 1110 BOHM Jifepu. OaHak

TaKUl TUI CHiJIKYBaHH}I MOJKC IICPCPOCTH B 3JI0B)KMBAHHA.

A~
e 2
G L4
»
Aggressive
llacusno-acpecuseni komynikamopu. 11 monu 31a10ThCS NACUBHUMHU. AJie Ha
MOBEPXHI BOHU YaCTO 3J11 400 HEBIOBOJICHI. BOHU MOXKYTh MOKa3aTH 11e, TPOSIBISIOUU
CapKaCTUYHICTh 00 HAXJIMHY, 1 MOKYTh HaMaraTHCsl TOHKO IiJIIpBaTH 3aBJAaHHS.
[Tscrst TOTO, KON BY BU3HAYMIIN THUITA CTHITIB CITUIKYBaHHS, 3 SKUMHU B MOXKETE
3ITKHYTHCSI, BU 3MOXETE BECTH KOHCTPYKTHBHI Ta €(PEKTHBHI PO3MOBHU 3 JIIOJbMH,
HEe3aJIeXKHO Bif X cTvimto. Tpu izei, ki JOMOMOXKyTh BaM HaJaIITyBaTH CBIM MMiAX1T;:
o6 maTu cripaBy 3 MaCUBHUM KOMYHIKaTOpPOM, BU MOBUHHI PO3YMITH, 1110 BiH,

MO>KJIUBO, HE TIOBIOMJISIE TIPO CBOI CITpaBXkH1 MOoTpedu Ta mouyTTs. Hanpukian, BoHH
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MOXYTb CKa3aTH, 110 MIOCh JJII HUX HE Ma€ 3HaY€HHs, KOJIM HacIpas/i 1ie Tak. Bonu
TaKO MOKYTbh IOTOJAUTHCS 3pPOOUTH I110Ch, KOJIM BOHU I[LOTO HE X0uyTh. Haitkpariuii
HiAX11 A0 I[bOT0 — OyTH BIEBHEHHUM 1 3aCTIOKOIOIOUUM.

VY momipHUX BHMaJKax MACUBHOI arpecii BU MOXKETE€ PO3CISITH CHUTYalllo 3
rymopoM. OniHaK y OUIbII CEpHO3HUX BUMAAKaX BaM MOKE 3HaJI00UTHUCS BUPIITYBATH
mpo0semMy OUThIT Ge3MmocepeTHhO, BUKOPUCTOBYIOUN O(IIIiHI TPOLETYpPH, SKIIO I1€
HEOOXI1THO.

Excriepti peKoOMEHAYIOTh IMOBOAUTECS 3 arpeCUBHUM KOMYHIKATOpPOM Iie
30epiratu CIoKii 1 mpodecioHa i3M 1 MepexXoqUTH J0 CyTi. Ajie HANTOJIOBHIIIE — HE
MOBEpHYTU arpecito. Bam moTpibHo Oyjae 3apyuuTHcs JOMOMOTOI0 BaIlOi KOMaH/H,
1100 1Mo101aTH Oy/b-5K1 3JIOB)KUBAHHS YW 3HYIIIAHHS.

J103BOJISIIOYM  JIIOASIM  IEMOKPATUYHO CITIBIIPAIIOBAaTH HAJl 3aBJAaHHSIM, BU
MOXETE MIJABUIIUTH BIEBHEHICTh MACUBHUX KOMYHIKAHTIB. AOO HalaHHS JIOJSIM
JUCLUIUIIHM OyTH YaCTHUHOIO T'PYIM, 3aCHOBAHOI HA 3aBJAHHSAX 3 CAMOKOHTPOJIEM,

TAKOZK MOJKC JOIIOMOI'TH CTPUMATHU arpeci}o.

5.3. ImmepaTuBM Iij10BOr0 CHiJIKYBAHHS

Imperative 1. Put yourself in the opponent’s shoes.
Imunepamus 1. I[locmaeme cebe na micye ononenma.
Jlanuii iMmepaTuB BKJIIOYA€ B ceOe OUIBII YaCTKOBI HOPMH JIIJIOBOTO CTHIIIO

CIJIKyBaHHS.

Ilpunuc 1. BumaraeTbcst He TUTBKM MaKCUMaJIbHO 00’ €KTUBHO KOHCTATyBaTH Te,
K TPAKTY€ MOJIOKEHHSI MPOTHUIIE)KHA CTOPOHA, aje W po310paTrcs, YUM BUKIUKAHUM

Takuil morsia. MiCTUTB Psiji TEXHOJIOTTYHUX MTPUHOMIB:
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1) Tpeba natu coOi BIANOBIb, HA SIKi OCHOBI OMTOHEHT MIPUTPUMYETHCS IIEBHUX
IIOTJISAIB;

2) noTpedyeThCsl aHANITUYHE BUMIPIOBAHHS Ta €KCIIEPTHA OI[IHKA HOTO MO3UIT
(mepiie 1ae BEpTUKAIBHY €KCITO3MITII0 CYTHOCTI KOH(IIKTY: 1CTOPUYHI TIEPETYyMOBH,
CYTb CIIPHOTO TOJIOKEHHS, IEPCIIEKTUBH MOT0 pO3BUTKY Ta BUpilieHHA. EkcriepTusa
7A€ TOPU3OHTAIBHY €KCITO3WINI0 — CIIBBIAHOIIEHHS CHJI Ta iX 3aIliKaBJICHICTH,
XapaKTEpPUCTHKA YUHHOI KOH IOHKTYpH, BApTICHE BUPAXKEHHS 3aTpaT, BKJIAJIEHb Ta
MO>KJIMBUX BTPAT BiJl KOH(PIIKTHOTO PO3BUTKY MO/I1H, OIIIHKA MO3UIIIHUX Ta B3a€MHHUX
nepeBar BiJl Y3TO/KEHUX PIIICHb).

Ipunuc 2. HeoO6ximHO po3iOpaTHCs 3 TUM, HACKUIBKUA OOTpyHTOBaHI MpeTeH311
CTOpIH, B TOMY YHCJIl i1 CBO1 Bi1acHi. [lormsa Ha BIacHy MO3HIII0 OYMMa CYIIPOTHBHHUKA
JoroMarae OUIbII yIepeKeHO OI[IHUTH BJIacH1 PETEH3Ii.

Jlin0Be CHIKyBaHHS — 1€, HAcaMIIepe/, TOCATHEHHS! B3aEMOPO3YyMIHHS, 2 BOHO
B CITUJIKYBaHHI Ma€ CBOIO I[iHY, TOOTO BUTOAY BiJ YTOJIH.

IMnepatuB, skuii BUMarae IMOCTaBUTH ce0€ Ha MicClle MapTHEpa, € AESKOIO
pediiekciero mpoliecy IIIOBOTO CIUIKYBaHHS, sIKa J1a€ MOXKJIUMBICTh HE TUIBKH
3pO3yMITH CBOIO NapTHEpa, a ¥ HaBMakW. A 1le HalHAMIMHIMNUKN HUIAX AOCATHEHHS
MIIIHOI Ta JIOBTOTPUBAJIOT YTOIH.

3HaHHA Ta aJeKBaTHA OI[IHKAa MOXJIMBOCTEH MapTHEpa TICHO MOB’s3aHl 3
00’€KTUBHOIO caMOOIliHKO0. [lommika, momyieHa B OIliHIN, TOBOPHUTH ab0 TMPO
HEKOMIIETEHTHICTh, a00 Tpo HeOaxaHHS MI3HATH napTHepa. Ha npoMy mUIAXy,
3BHYANHO, B3aEMOPO3YMIHHS HEMAE.

Jlpyra xapakTepHa puca IMIEpaTHBY — KOHKPETHICTh. baxaHHS ojepkaTu
KOHKPETHUI pe3ynbTaT HEOOX1IHO MPOEKTYBAaTH Ha 1111 Ta 3aCO0U.

Takuit maxi HA3UBAETHCS JUIOBHM 1 KOHKpETHUM. BiH Takok MoOe MaTH B
coO1 fesiki Baau. AJie BiH BapTHil TOro, 00 3apajiv HbOTO CICTHU 3a CT1JI MEPEroBOPIB 1
Ha OCHOBI 0O0’€KTHMBHOI €KCIEPTHU3M BHU3HAYMTH JOJII0 KOXKHOTO 13 TMApTHEPIB B
peatizallii CIIbHOTO MPOEKTY YTOJIH.

TexHOIOrYH1 METOIN:

1. HeoOxiaHui MO HA BAACHY MO3MIIII0 OYMMa ONIOHEHTA;
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2. BumnpapaaHicTh MO3UIIIH, BUSIBJIEHHS MIpH TBEPAOCTI Ta MOCTYILIMBOCTI;

3. JIOCSITHEHHS B3aEMOPO3YMIHHS Ta OCHOBI MOJIBIHHOT 00’ €KTUBHO1 €KCITO3UITIT;

4. Pedrexcis IIJI0BOTO CINUIKYBaHHS, IO J03BOJISIE 3pO3yMITH ceOe Ta CBOTO
napTHepa.

Imperative 2. Formulate the goals of business communication within their reach.

Iunepamus 2. Dopmyniotime yini 0i0BO2O CNINKYBAHHS 8 MeMcax Iix
OQ0CANCHOCI.

Jli70BH# CTUITH CUIKYBaHHS Ma€ Ha METI, HacaMIepel, KOHKpEeTHI mii. Tomy
IIJISIMA  KOMYHIKAIli MOBUHHI OyTH Taki OpIEHTHPU, SKI 3HAXOIATHCA B MexkKax
MOXJIMBOCTEH mapTHepiB. Taki 1iyi TOBUHHI 3HAXOJUTUCH 1 B TUX 00JacCTsIX, SIKI
CHIBMAJAI0Th 3 BAIIMMHU BIACHUMHU MOXKJIMBOCTAMU. Llim AUIOBOrO CHIIKYyBaHHS
MOBUHHI OYyTH KOHKPETHU30BaHI1 3a CTPOKAMH, TEXHOJIOTIEI0 peai3allii, MOCIiI0BHICTIO
1 MOpPaKTUYHOK 3HauywlicTio. Ll1 mapamerpu BUCTYNarOTh HEOOXIAHOK YMOBOKO
JIJIOBOTO CTUJIIO CHIJIKYBaHHS.

Imperative 3. The subject of the dispute should be the attitude to the problem,
not to the partner.

Imnepamus 3. Ilpeomemom cynepeuku noeunHe Oymu GIOHOWEHHS OO
npobaemu, a He 00 napmuepa.

[ToTpiOHO OyTH TOTOBUM poO30UpaTHCs 3 MPOOJIEMOI0, a HE 3 JIIOABMHU. SIKIIO0
napTHepu ad0 CYNPOTHUBHUKH MEPEXOJATh HA OCOOMCTOCTI, TO BUPIIMICHHS CHIPHOTO
MMATAaHHS HEe Ma€ nepcrekTuBr. KoxXHul KpoK, KOXXHUHN BHUCIIB Oye TPaKTYBaTHCS 5K
CIIPSIMOBAaHUN OCOOMCTO MPOTH Tiel uM 1HIIOT MOAMHU. TOHyC KOH(IIKTY Oyme
3pOCTaTH 1 MPUMYIIYBaTH MAPTHEPIB 3aliMaTH 3aXMCHY MO3UIIII0 MPAKTUYHO MPOTHU
OyIb-KOr0 KpOKYy a0o [li IHIIOI CTOPOHM, HE3AJIEKHO BIJI KOHCTPYKTUBHOTO YH
JIECTPYKTUBHOTO ii Xapaktepy. [lo-iHIIoMy npuHIun Moxe 3Bydatu: “byapTe rorosi
po30upaTucs 3 mpoOJIEeMOI0, a HE 3 JTFOJbMU .

Imperative 4. Principledness must be based on the principles of position.

Ivnepamus 4. [Ipunyunogicms noguHHA IPYHMYBAMUCS HA NPUHYUNAX NO3UYIL.

HacnigyBanHs IbOT0 iIMIIEpaTUBY BUMAra€ BUKOHAHHS TaKUX ITPUITHCIB.

94
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Ilpunuc 1. Po301>XKHOCTI CTOPIH MarOTh OyTH 3’sICOBaH1 Ha 06a31 3p03yM1JI0To Ta
YITKOTO BUKJIQJICHHS TIPUHIIUITIB, SIK1 HE 3MIHIOIOTHCSI B IIPOIIECi 0OTOBOPEHHS.

Ilpunuc 2. IlpuHIMnM NOBUHHI HOCUTH 00’ €KTUBHO HEYNEPEHKEHUN XapaKTep.

Ilpunuc 3. J{ia TpUHIKIIIB MOBUHHA OyTH pIBHO3HAYHA Ta CUMETPHUYHA, TOOTO
BOHM MOBHUHHI OYTH HE3aJIEKH1 BiJ] Cy0’€KTIB OIL[IHKH.

et iMnepaTuB Ma€ Taki MOX1Hi:

- BiH 1e’KUTh B OCHOBI MOHATTS Y€CHOCTI. SIKIIO 11 HeMae y rmapTHepiB, TOJ1 BCi
1HIII XapaKTEPUCTUKHU JUTOBOTO CTUJIIO CHIUIKYBaHHS MOCTPAXKIAIOTh.

- Y4acHUK JIJIOBOTO CITUJIKYBaHHS MIOBUHEH OyTH HaJIJIeHUN OaraTbMa pi3HUMHU
SAKOCTSIMH, B IX YHCJIl CMUIMBICTh IPUHAHATTSA PillieHb, 0€3 K01 HeMa BIAMOBIIAILHOCTI.

- CUMETPUYHICTh NPUHILIMIIOBOCTI — 1€ PIBHO3HAYHICTh KPUTUUHOT'O CTABJICHHS
0 «IUIIOCIB» 1 «MIHYCIB» KOMYHIKaTHBHOIO TIPOIIECY, HE3aJeKHO BIT IX
nepcoHipikarii.

- IlpuHUMIIOBICTh B JIJIOBOMY CIUJIKYBaHHI Mae€ W iHuI BuMipu. [loTpiOHO
BCTUTHYTH Ha KPOK paHille nmapTHepa-MpOTUBHUKA BU3HATH HEMIPABOTY CBOET 3asBH,
1100 HE AaTH KOMY MOKJIMBOCTI IOCATTH TAKTUYHOTO YCIIIXY BiJl OOTOBOPEHHS LIBOTO.
CBoeuyacHe TOKasgHHsS T030aBjsie OMOHEHTA IAHCY 13 HeBJadl BUTpaTu Oanu 1
3aXONUTH 1HILIATUBY.

IIuTaHHs 1JI9 KOHTPOJIK 3HAHD

1. Sk MO’KHa MPaLIOBATH 3 PI3HUMH CTHJISIMH CIIUIKYBaHHS?

2. Ha sxi knactepu noausitotees ppazeosnorizmu?

3. o e 3pa3koM kiacTepa MO3UTUBHOI TOBEIIHKH?

4, Sk BU po3yMmieTe KacTep BIACYTHOCTI Yy CyO’€kTa aJeKBaTHOIO

CIIPUIHSTTS 30BHIIIHBOTO CBITY?

S. Sk BU po3ymieTe KiacTep yTpyAHEHHS BJIaCHOI aKTUBHOCTI?

6. Sk BU po3ymieTe KiacTep cy0’ eKTUBHOI OIIHKM BIACHOT OBEIIHKH?

1. Sk BU po3ymieTe KiacTep MOPYyIIeHb IIIECTPIMOBAHOL TISTTLHOCTI?

8. HaBenitb  mpukiiagm — KJIaTepiB  aMOpPaJIbHOCTI,  OpEXJIMBOCTI,
KoMdopMizmy.

9. ki iICHYIOTh TeCTH IJis 11eHThdIKaIlli mapTHepa?
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10. Sk pekOMEHIYyIOThb MMOBOJUTECS 3 MACUBHUM KOMYHIKAaTOPOM, IMaCHBHO-
arpecuBHUM Ta 3 arpECUBHUM?

11.  $Ixi OCHOBHI TUIIN CTUJIIB CIIKYBaHHS?

12. IIlo Take imnepaTuB?

13. ki icHyIOTh IMIIEpaTUBHU A1JIOBOTO CIILIKYBBAaHHS?
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PO31J1 6. IICUXOJIOITYHA KYJbTYPA AIVIOBOI'O
CIIIVIKYBAHHA

6.1. [lepemoBunu 6e3 nopaszku (I"apBapacekuii MeTON)
6.2. KomyHiKaTHBHI KOH(TIKTH Ta X HACTIIKA

6.3. MeTou CTBOPEHHSI CIPUATIUBOTO MICUXOJIOTIYHOTO KIIIMaTy

6.1. IlepemoBuHM Oe3 nopasku (I"apBapacekuii MmeTo1)

["apBapjchka TakTHKaA BEJCHHS IIEPErOBOPIB Iepeadadae, 1mo 100pi BiIHOCUHH
MDK YYaCHUKaMH CIUIKYBaHHS Ba)KJIMBIII, HIK IIBUJAKE OTPUMAaHHS pPE3yJIbTaTIB.
[To3uTuBHUI XapakTep MEPEeroBOPiB CHPHSE TOCATHEHHIO KoMIipowmiciB. CBapka —
HaBIaKH, BIJICYBAa€ KOHCEHCYC. laes rapBapAChKOi MOJEIl MEPEeroBOpiB nependayvae
nepedopMatyBaHHs 3 KOHKYPEHIIIi Ha CIIBPOOITHUIITBO B 3HAXO/KCHH1 PIIICHHS, SIKE

32/I0BOJILHUTH OOUJIBI CTOPOHH.

Principles of negotiations:

Ipunyunu nepezosopis:

Do not insist on your position

1. He nanonseatime Ha c80iti no3uyii

[TeperoBopu 3aBxkau BEAyThCs Ha BOX PiBHAX. Ha ogHOMY piBHI eperoBopu
CTOCYIOTBCSI CYTI IUTAHHS; 3 1HILIOTO — OPIEHTYIOTHCS (3a3BUYAil O€33aCTEpEKHO) HA
MOPSIIOK BUPIMICHHS 1bOTo muTaHHsA. Lle cBoro pomy rpa, B sIKiii CTOPOHH MOXYTb
JOTPUMYBATUCSA KOPCTKUX ab0 M’ SKUX TO3UIiA. MeTon BeJCHHS IEeperoBopiB

CIPSIMOBAaHUM Ha JOCATHEHHS PO3YMHHMX pE3YJbTaTiB JIOCUThH LIBUIKO, AKICHO 1 0€3
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IMIKOAM JJii OCOOMCTHUX BIIHOCMH MDK ydacHuKkamu. lLleil meTon HasuBaeTbcs
IPUHIIMTIOBUMH TIEPETOBOPAMH 1 0a3y€THCS HA YOTUPHOX OCHOBHUX MPUHIUIIAX.

L{i mpUHUIMIIM BU3HAYAIOTh METOJ] MPSMOIIIHIMHOTO Y3TO/KEHHS, SIKHH MOKHA
BUKOPUCTOBYBAaTH TMPAKTUYHO Yy OyAb-sSkoMy cepefoBulli. KoxeH mnpuHUUI
MOB'I3aHUN 3 OCHOBHUM €JIEMEHTOM TI€PEroBOpIiB 1 JO3BOJISIE YITKO YSBUTH, IO
HEOOX1THO 3pOOHTH.

JItoqu — He KOMIT I0TE€pH, BiJICTOIOBaHHS BJIACHOI MO3UIIIT M1 Yac MEeperoBopiB
JMIIE TOTIPIIY€E CHUTYyaIlilo, OCKIIBKA €r0 yYaCHUKIB HEPO3PUBHO 3JIUTO 3 IXHIMHU
no3uiisMu. [lepiir Hixk B3ITHCS 32 CyTh TUTAaHHS, HEOOX1THO BIJIOKPEMHTH JIFOJICH Bij
mpo0JIeMu 1 1o Yep31 po3iopaTrcs 3 IUMH ACTIEKTAMHU.

[To3uis, AKy 3aiiMalOTh Ha IEPEroBOpax, 4aCcTo a0COJIOTHO BIIMIHHA BiJI TOTO,
YOro BU JIIMCHO X04YeTe, OPIEHTYUTECS HAa IHTEPECH, a HE Ha MO3HUIIIi.

[lepm HiXXK Hamaratucs IOCATTH 3TOJW, 3HANAITH BaplaHTH, sIKI O MpPUHECTU
B3a€MHY BUTOZY.

4. Sk kputepiit MaroTh OyTH 00paHi aOCOJIOTHO HEUTPAJIbHI CTAHIAPTH, TaKI1 5K
HANPUKJIAJ: PUHKOBA BapTiCTh, EKCIIEPTHUI BUCHOBOK, MHUTHI MpPaBHJIa YA BUMOTHU
3aKoHOJIaBcTBa. OOroBOpIOWTE 111 KpUTEPIi, a HE T€, 1110 KOKHA 31 CTOPIH X0Ye YU HE
X04e poOuTH, 1 HE T€, 10 KOXKHA CTOPOHA MA€ MOCTYMUTHUCS MICUEM 1HIIIH.

Ha erami oOroBopeHHs, KOJIM CTOPOHH CHIIKYIOThCS OJIMH 3 OAHUM 1 MParHyTh
JOCSITTHA 3Tr0/IM, HEOOX1THO OOTOBOPUTH Ti CaMl YOTHPHU MPUHIUNU. BinMiHHOCTI B
CHOPHUMHSATTI, MOYYTTS MNPUTHIYEHOCTI 1 THIBY, TPYJHOILIlI B CHUIKYBaHHI - BCl IIi
dbakTOpu HEOOXIIHO BpaxoByBaTH 1 jonatd. PesympraTom Oyne po3yMHa
JIOMOBJICHICTh CTOPIH.

2. Biooxkpemme nrodeti 8io npobiemu.

byt «M'sskumy 3 JTIOIBMU 1 «KOPCTKUMY 3 TIpobiieMamu. JIrou MaroTh eMoIlii,
CUCTEMY IIHHOCTEH, TOouku 30py. KokeH 3 HHX aOCONIOTHO YHIKaJIbHUHU 1
HernepenbauyBanuid. [1i gac neperoBopiB 0OUIBI CTOPOHU CIIPUHMAIOTh OJIUH OJHOTO
B CYKYITHOCTI 3 OOrOBOpIOBAHOIO MpoOsieMoro. JIIOACHKUN acmeKkT Moxke OyTu siK

KOPHUCHMM, TaK 1 IIKIIJIMBUM, ajie HOTO HEe MOYKHA BUKJIFOUATH.
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Separate people from problem:

[IIo6 3po3ymiTH BeNMYE3HY PI3SHOMAHITHICTH CYTO JIOJACBKHX MpoOJeM,
PO3AUTITH X HAa TPU OCHOBHI KaTeropii:

CnpuiHATTS.

Emorii.

CrinkyBaHHS.

Came cnputinamms peasbHOCTI KOXKHOI 31 CTOPIH € OCHOBHOIO MPOOJIEMOIO
MIEPETOBOPIB, SIKA BIAKPUBAE ILISAX 10 BUPIIIICHHS.

Ilam’smatime: PO3yMiHHS TOYKHM 30py I1HIIOI CTOPOHU — II€ HE BUTpaTH, a
nepesara. lle 103BOAUTH 3MEHIIMTH 30HY KOH(MIIKTY Ta €(hEKTHUBHO BIJICTOIOBATU
BJIacH1 iHTepecu. Briopatucs 3 po301>KHOCTSIMU B CIIPUAHSATTI — 1€ 3pOOUTH X YITKUMH
Ta 0OrOBOPUTH 3 1HILIOK CTOPOHOIO.

Emoyii ogHOrO ydyacHHWKa BUKJIMKAIOTh peakilito iHmoro. CTpax Moxe OyTu
THIBOM, a THIB MOXke OyTu cTpaxoM. EMomii 1yke IBUAKO 3aBOJSATH MEPErOBOPU B
[UIYXUW KyT, 1 HABITh TPU3BOJSITH JI0 iX HE3aJOBUILHOIO 3aBEPIICHHS. 3BUILHUBIIUCH
B1JI TSTaps HEBUCIOBJICHUX €MOIIIH, JIIOJIM 0X0Ue MPaIOI0Th Hall IPOOJIEMOIO.

VY npotieci criikyBaHHs He O1iATecs: BUOayaTucs, KOJH 11e moTpioHo. BubaueHHs
HIYOTO HE BapTi, ajie ioro MO)KHA BBKATH HAWUIIIHHIIIO BAIIOI 1HBECTHUINEIO.

Haiikpamuii yac st BUpiteHHs: mpoOJeM - e KoJid mpobiieMa Ie He cTaja
npobsiemoro. Bupinryiite nmpobiieMy, He TIepeKIIalalTe CBOE CTABJICHHS J10 MPOOIeMU
Ha JIIOJIEH.

Focus on interests, not positions

3. 3ocepedbmecs Ha inmepecax, a He HA NOCAOAxX
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BaxxnuBo OyTu CHpUMHATIMBUM 10 YY>KHUX 1€ 1 HE 3alMKIIOBaTUCS Ha
0COOHCTICHUX XapaKTEPUCTHUKAX 1HIIIOI CTOPOHH.

BiamiHHOCTI MK TIOCailaMy Ta IHTEpECaMH TOCUTh ICTOTHI. 32 MPOTHUIIC)KHUMH
MO3UIIISIMUA XOBAIOTHCS CIIJIBHI Ta IIJIKOM CYMICHI IHTEPECH, a HE JIMIIE CYyNepeyusInBi.
VY xoxi 6aratb0X mNEperoBOpiB MOMNIMOJCHUN aHaNi3 CIPaBXKHIX IHTEPECIB CTOPIH
BUSIBJISIE HASIBHICTD 0aratbOX CHUTHHUX 1 IIUJTKOM CYMICHUX 1HTEPECIB.

HaiinoTyxHimuMu 1HTEpecaMu € 0a3oBi JIOACHKI MOTpeOu. OCHOBHUMH
noTpedaMu JIOAUHM €:

— Oe3riexa;

— €KOHOMIYHMI 100po0yT;

- MOYYTTSI IPUYETHOCTI;

- CIIOB1Jb;

— KOHTPOJIb HaJ| BIIACHUM >KUTTSM.

Bu mnoBuHHI TepeKkoHATHCs, IO IHIIA CTOpPOHA aOCOJIIOTHO 3pO3yMija,
HACKUIbKHY 3HAUYIIll Ta 3aKOHH1 Ballll IHTEPECH.

Cdopmymoiite npobdsieMy nepesl TUM, SIK AaTH BJIACHY BIAIOBIb, Ky 1HAKIIE
MOKHA CIIPUMMATH «BLITBHOY.

JluBiThcst B MailOyTHE, a HE B MUHYJE. ['0OBOpITH MPO T€, YOrO BH XOYETE BIJ
MailOyTHBOTO, 3aMICTh TOTO, 11100 0OTOBOPIOBATH 1/I€ajIbHE BUOPAIITHE.

bynsTe KOHKpeTHHMH, aje He 3a0yBaliTe MPO THYUYKICTh. byabTe >KOPCTKI B
npo0OJieMi Ta M’sIKi 3 JTF0ibMHU. TBep/ie BiICTOIOBaHHS CBOIX IHTEPECIB YaCTO CTUMYJIHOE
KpPEaTHUBHICTh, IO JT03BOJISIE CTOPOHAM 3HAWTH B3a€MOBHTiIHE pimeHHs. [lokaxiTh
HIIA CTOPOHI, 1110 BH aTakyeTe mpoOJieMy, a He yYaCHUKIB NIEPErOBOPIB.

Invent mutually beneficial options

4. Bueaoyiime 83a€mM08UIOHI 8apianmu.

3anopyKor ycHixXy € MOIIYK KOMIIPOMICY, SIKUH OJTHAKOBO BJIAIITOBYE OOHWIBI
CTOPOHU. MHUCTETBO BUHAXOUTH PIILIEHHS, K1 CIYTYIOTh O0OMUIBHIN BUTO/II CTOPIH,
€ HAKOPUCHIIINUM 3 YCbOTO, YIM MO>KE€ BOJIOJIITH YUYaCHUK TIEPETOBOPIB.

VY O1ap1I0CTI EperoBopiB 0aUaTh YOTUPU FOJIOBHI NEPEIIKOIH, K1 3aBaXKAIOTh

BUHAWTH PI3HOMAHITHI PIIICHHS:
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1)  IlepenuacHe CyIKCHHS.

2)  llyxkaiiTe equHe PIIICHHS.

3)  Ilpumymienns npo dikcoBaHU XapakTep MPOOIEMH.

4)  JlyM™Ka, 110 «BHPILIECHHS IXHIX MPOOJIeM — Iie IXHs MpodIeMa.

Himo Tak He MKOIWTH TBOPYOMY MHCICHHIO, SIK KPUTHKA, KA CYMPOBOIIKYE
KOXXHY HOBY inero. Kputuka motpiOHa, asie OyBaroTh BUNAAKH, KOJIH HE Te, IO
MIKIJUIMBO, @ KOJM 1€ KaTerOpUYHO HEMPUITYCTUMO 1 OJWH 13 TaKUX BHUIAJKIB —
dbopMyBaHHS BapiaHTIB BUPIIIEHHS, KOJU HIIO HE MOBUHHO 3aBa)KaTH TBOPUYOCTI, a
KPUTHKA MIOBUHHA OyTH BIAKIIOUYEHA.

[I{o6 3ampornonyBaTH KpeaTUBHI PIillICHHS, BU TOBUHHI:

- no-repiie, BIJOKPEMHUTH TMpoOIeC pO3pOOKH pIlIeHb BijA MpoIecy ix
OIlIHKH;

— Mo-Apyre, PO3LMIMPUTH KUIbKICTh 0OTOBOPIOBAHUX BApiaHTIB, a HE IIYKaTH
€IMHOTO PIIICHHS;

— MO-TPETE, MPArHyTH 10 B3a€EMHOI BUTOAW 1, TO-YETBEpPTE, NIyKaTH
crocoOu 3poOUTH 111 PIICHHS TPOCTUMHU.

[Ipoananizyiite mpobieMy 3a 10MOMOro0 pi3HUX ekcrneptiB. [IpuaymMyiiTe pi3Hi
BapiaHTHU JOMOBJICHOCTI. 3MIHUTH Jiara3oH NpOMOHOBAHOI YTOJIH.

HagiTh SKIIIO BY HE MparHeTe 3MEHIIUTH CIIbHI BTPaTH, MaiiKe 3aBXKI1 MOKHA
TOCSITTA B3aEMHOI BUTOU. Maiike 3aBXAM CTYIIHD BAIIOTO 33JI0BOJICHHS 3aJICKHUTh
BiJI TOTO, HACKIJILKH 1HIIIA CTOPOHA 33]I0BOJICHA YTO010, 3 SIKOIO il TOBEACTHCS KUTH.

[llykaiiTe Te, MO s Bac HE Ma€ IIHHOCTI, aj¢ I[IKaBUTh IHIINY CTOPOHY, 1
HaBMAaKW. 3aMICTh TOTO, 00 CTBOPIOBATH TPYAHOLII 1 MEPEUIKOAM THIIIN CTOPOHI1, BU
MMOBUHHI 3alPONOHYBATH il sskomora 6e300J1icHiIIe BUOIp.

VY ckiangHiM cuTyallii KOH4Ye€ HEeOoOXiJgHa TBOpYa BUHAXIJIUBICTH. Y TIpolieci
OyIb-SKHX TIEPETOBOPIB TaKa TAaKTHKA JIOMOMArae 3HaxOJUTH HOBI XOJIH, BIIKPUBATU
3aMKHEHI JBEpi Ta JOCATATH YTOJY, siKa 3aJJ0BOJIBHSIE BCIX 3alliKaBJICHUX CTOpiH. Bu
MOBUHHI pO3pOOUTH Oarato BaplaHTIB, MEPII HIXK 3YMUHUTUCA HA SIKOMYCh OJIHOMY.

CroyaTky mpuayMaii, moTiM Bupimmil. BuzHauTe CrijibHI Ta Pi3HOMaHITHI 1HTEPECH.
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CnpoOyitte ix 3'eqnatu. I mocTtapaiitecs 3poOWTH PIlIEHHS SKOMOTA JIETIIAM ISl
1HIIIOT CTOPOHH.

5. Hanonseaiime Ha 8uKopucmaHui 00'ekmunux kxpumepiis.

Insist on the use of objective criteria

[lepur 3a Bce, MOTPIOHO MEPEKOHATHCS, 110 TEPETOBOPU HE BUXOMIATH 32 MEXKI
3asIBJICHOT TEMH 1 3JIUIIAIOTHCS MPOAYKTUBHUMHU Ta 3HAXOIATH CY0’ €EKTUBHY HOPMY.

VYki1acTu XOpoIIuii KOHTPAKT HE JIeTIIe, HIK 3aKiacTu rapHuil pyHaament. Bu
MOBUHHI NIParHyTH J10 TOTO, 00 yroja Oyja JOCATHYTa HA OCHOBI MPUHIUIIIB, a HE
17 TUCKOM. 30cepelbTecsi Ha XapakTepl mpobiieMH, a HE Ha XapaKTepax CTOPiH.
BynpTe BIAKPUTHUMH 7O 3I0POBOTO TIIy3AY 1 TIIYXUMH J0 NOrpo3. DyH1aMeHTalbH1
MIEPErOBOPH J103BOJISIIOTh €PEKTUBHO Ta APYKHBO JOCSITTH PO3YMHOI 3rOJIH.

JIoCSITHEHHSI YTroJld Ha OCHOBI OOTOBOpPEHHS 00’ €KTUBHUX KPUTEPIiB 3MEHIITY€E
KUTBKICTh 3000B’s13aHb, SIKI KOXKHAa CTOpOHA Ma€ B3ATH Ha cebe. BukopuctoByroumn
00’€KTUBHI KpUTEpii, Yac BHUTPAYAEThCS €(QEKTUBHILIE, OCKUIBKA YYaCHUKHU
0OrOBOPIOIOTH MOKJIMBI CTaHAApTU Ta pimeHHs. HesanexHi ctangaptu e OuIbIe
MIJBUILYIOTh €PEKTUBHICTh OAaraTroCcTOpoHHIX neperoBopis. llykaiite Te, Mo A Bac
HE Mae€ I[IHHOCTI, aji¢ IIKaBUTh IHIIy CTOPOHY, 1 HaBMakd. 3aMiCTh TOTO, 100
CTBOPIOBATH TPY/HOII 1 TIEPEIIKOIN HIIINA CTOPOHI, BU TTOBUHHI 3alpOTIOHYBATH il
sskoMora 0e300JTiCHiIIe BUOIP.

VY cknamHiil cuTyarlii KOHUYe HEoOXiJHa TBOpYAa BHUHAXIIJIUBICTH. Y MpoIleci
OyIIb-SIKUX TIEPETOBOPIB TaKa TaKTHKa JIONOMAarae 3HaxoJUTH HOB1 XOJH, BIIKPUBATU
3aMKHEHI JBEpi Ta JOCATATH YTOJd, siIKa 3aJJ0BOJIBHSIE BCIX 3alliKaBJIECHUX CTOpiH. Bu
MOBUHHI PO3pOOUTH Oarato BapilaHTIB, MEPIT HIK 3yMUHUTUCS HA SKOMYCh OJHOMY.

CnoyaTky npuayMaid, moTiM BUpimuil. BuzHauTe crijibHI Ta pi3HOMAaHITHI 1HTEPECH.
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CnpoOyiite ix 3'eanaru. | mocrapaiiTecss 3poOUTH PIIIEHHS SKOMOTa JIETIIUM st
1HIIIO1 CTOPOHH.

CdhopmyimroiiTe cBOi pedeHHs Tak, 00 BOHM BUTIIAATN SK CHUIBHUIN TOIIYK
00’ €KTUBHOTO KPUTEPIIO.

Kopucryiitecst 310poBUM TITy3710M, PUCTYXANUTECS 0 PO3yMHHUX MPOTIO3UITIH 1
TBEPE30 OIIHIOWTE 3aCTOCOBHICTh CTaHIAPTIB.

Hikonu He HamaraiiTecsi TUCHYTH Ha 1HIIY CTOpPOHY. BUKOpPUCTOBYWTE TUIBKH
METO/]T IepEeKOHAHHSI.

6. A aKwo 60HU CuNbHIWL?

And if they are stronger?

BcraHoBIeHHS HW)KHBOI MEXi, TOOTO MaKCUMalbHO MPUHHSATHUX IJiA Bac
MIHIMaJIbHUX YMOB, MOK€ 3aXUCTUTH Bac BiJl aDCOIIOTHO HEBUT1IHOI MPOIO3HULIii, ajie
BOJIHOYAC MOXE MEPEUIKOAUTH 000M CTOpOHaM C(hOPMYITIOBATH KpeaTHBHE PIIICHHS,
AK€ BUTIHO BCIM YYaCHUKAM.

Po3poOutn Halikpaily anbTepHaTUBY JOMOBJEHOI yroau. CiiJ mam’aTaTH, 10
KOJICH 13 MeTOAiB He Moxke rapantyBatu 100% ycmix 1 3aBXKId MaTUME 3alaCHUM
BapiaHT. 3 I[I€I0 METOI PEKOMEHAYEThCS CKJIACTH CIHUCOK MOMKJIUBUX [IH, SKI
JIOBEJIEThCS BXKUTU B pa3l HEBJAdl, 1 MpalioBaTH 3 HAHOUIbII NEPCIEKTUBHUMHU
BapiaHTaMHU.

He 3ammuciniorounce, 1o poOUTH B pa3i HEBJadl, BU WIETE Ha MEPEroBOpH 13
3aITIONIEHMMH o4rMa. YuM Kpalla Balla Hallkpallia aJlbTepHaTHBa, TUM OLJIbIlIe y Bac

CHIJIN.
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[Tam’siTaiiTe, 10 TOM, SIKMM BUKOPUCTOBYETHCS B IMEPETrOBOpax MIK JBOMa
JIOJIbMU, TAKOX 3aCTOCOBHUH Yy MEPEroBOpax Mi>K OpraHizallisiMu.

YBaxkHe OOMIpPKOBYBaHHSI BallMX il y pa3l MpoBaly MEpEeroBOpiB 3HAYHO
3MILHUTH Ballll MO3UII].

Po3pobka Haiikparoi cTpaTerii BKIIOUa€e TPU KPOKH:

CKJIaJaHHs TEPEITiKy il y pa3i HeMOCATHEHHS 30N,

OiMBII TPYHTOBHE BHBUCHHS HAWOLIBII TEPCIEKTUBHUX 1€ Ta iX
MIEPETBOPCHHS B MPAKTUYHI AIbTEPHATUBY;

BHOIp HaMKpaIoi albTepHATUBH.

Uum npuBabiuBimia ajdbTepHATHBA, TUM BHILE Ballla 3JaTHICTh MOKPAIIUTH
YMOBH yTOJIH.

PosrisitHemo Haiikpalily aJlbTepHATUBY CYNMpPOTUBHUKY. UUM OLbIlle BU 3HAETE
Mpo aJbTEPHATHBHU IHINIOI CTOPOHH, TUM Kpaiie BH 3MOXKETE MIATOTyBaTHUCA 0
MIEPErOBOPIB.

Po3poOka Halikpamioi aibTepHaTUBU — II¢ Hale(EeKTUBHIMIUN CroCciO BECTH
MEPETOBOPH 3 HAbaraTo Kpalmm CyrepHUKOM.

What if they don't want to play by your rules?

Ll]o pobumu, siKuWO 80HU He XOUYMb epamu 3a 8AUWUMU NPABULAMU !

They don't want to play by your rules

PosmoBa mpo iHTepecw, BapiaHTU Ta CTaHIAPTH MOXe OyTH PO3yMHOIO,
e(EeKTUBHOIO Ta JOOPO3UWIUBOIO IPOI0. AJie 0 POOUTH, SIKIIO 1HIIA CTOPOHA HE X0ue
B 11e rpatu? Bu cnpoOyere 0OroBOpUTH 1HTEpPECH, a Ballli OMOHEHTH OJHO3HAYHO

3asIBJISATH TIPO CBOIO MO3HUIIIO 1 HE MAYTh BiJl HEl HI HA HOTY.
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[[lo6 mepekyroYnTH yBary CynmpoTHMBHHKA Ha MaTepiajbHI MUTAHHS, ICHYIOTh
TPH OCHOBHI CITOCOOM:

[ITo T Moxert 3pobutn. Bu cami MOBUHHI 30CepEANTHCS Ha CyTi CIIpaBH, a HE
Ha MO3HUIIISX, SIKi 3aiMal0Th YYaCHUKH.

[ITo MoxxyTh 3pobuTH Bamri ornoHeHTH? [lomymaiite, ik MOXKHA 3MIHUTH IXHIH
Croci0 MHUCJEHHS, SIK 3MYCHUTH iX 30CEpeIUTHCS Ha CyTl CIIpaBH, a HE Ha 3aiiMaHIl
[IO3MIII].

[Ilo moxe 3pobutu Tpetsi crtopoHa? I[lomymaiiTe mpo 3ailydeHHS TPeThOi
CTOPOHH, siIKa Morja 0 MepeMICTUTH yBary Y4acHHMKIB Ha 1HTEPECH, BapiaHTH PIIICHb
Ta KpUTepii.

Should the other side resort to dirty tricks?

8. Axwo inwa cmopona 80aemuvcsi 00 OpyoHUX mproKie?

DIRTY TRICKS

Dirty tricks

Bpyani Tpioku 1moB’s3aHi 3 OJJHOCTOPOHHIMHU MPOMO3UIISIMH IIOJI0 MPOIEAYPH
MIEPETOBOPIB, IEPETrOBOPHOI TPH, SIKY BEIyTh YIACHUKH.

Bu noBuHHI 3HaTH, 110 BiAOYBaeThesl. TUIbKH y IbOMY BUIAJAKY BaM BJIACThCS
3pobuTH eexTuBH1 Aii. 3pO3yMIBIIH, TPUMIPOM, IO 1HIIIA CTOPOHA HAlaJae Ha Bac
0co0HCTO, OO0 MPUMYCHTH J0 BUTITHOTO JUTSI HEl YTOI0F0, BU MOKETE CBOIM CITOKOEM
3BECTH HaHIBELb BC1 3yCHIIISL CYNIPOTUBHHUKA.

Haii6i1b111 BaxkJiiBa METa CBOEYACHOTO BUSIBJICHHS OpYHOI TAKTUKH TOJISTAE B

TOMY, II00 OTPUMATH MOXJIMBICTh OOTOBOPUTH TIpaBUIa TPH.
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OOroBoprooiiTe TaKTUKY, a HE OCOOHMCTI SKOCTI CBOIX CyNpOoTUBHUKIB. He
BIJIBOJIIKAWTECS] BIJ TMPOIIECY IIEPEroBOpPiB TIABKH JJII TOro, 100 JaTh CBOIM
CYyNpPOTUBHUKAM YPOK.

CyBopo JoTpuMyiTeCs NPUHIIMITIB, TO3HAYCHUX PaHillle:

BimokpemitolitTe TI0uHY BiJ MPOOIEMHU.

3ocepemKyiTecs Ha iHTepecax, a He Ha TO3HITIAX

3HaxoIbTE BapiaHTH, sIKi OyJId O B3a€MOBUT1THUMH.

Hanonsraiite Ha BUKOpUCTaHH] 00’ €EKTUBHUX KPUTEPIiB.

Jlessxi HalOUIbII TTOITMPEH] OpYIHI TPUHOMU:

HaBwmuchHuit oOMan

Qdainbimuei gaktu. [lepeBipka GakTHUHUX 3as1B 3HUKYE UMOBIPHICTh OOMaHYy.

JIBo3HauH1 MOBHOBaXkeHHs. [lepur HI MPUCTYNATH 10 B3aEMHUX MOCTYTOK, BU
MOBUHHI 3’CYBAaTH MOBHOBAKEHHS 1HILIOT CTOPOHH.

CymMHiBHI Hamipu. By BpaBi BKIIIOUUTH CTI€IiajibHI YMOBH B caMy YToOAdy.

HemoBHy mmpicTh HEe MOXKHa pO3IIHIOBATH sK oOmaH. I[leperoBopu piako
BUMAraroTh BlJ] y4aCHUKIB aOCOJIFOTHO1 B1IBEPTOCTI.

[IcuxomoriuHa BiiftHa

Ocob6ucti Hamanku. CBo€yacHE pO3Mi3HABAHHS TAaKTUKU JIOMOMOXE BaM
3MEHIIUTH, a TO 1 3BECTH A0 HyJs HOro BIUIMB. 3poOiTh ii OYEBUAHOI, 1 BaM HE
JIOBEIETHCS 10JIaTH HACIIIKH.

I'pa «Xopommii XJionenpr — MOraHuM XJomneup». Takuid NpuiloM MU 3 BaMu
gacTo 0auyuMO B CTapuX TMOJIIEHCHKUX (iTbMax. SIKII0O BHM BYACHO pPO3MI3HAETE
CUTYAIIiI0, TO HE 3aJIUIITUTECS 00 TypEHUM.

3arpo3u. Halikpaiie BigkJIacTh BIAMOBIAHI [Iii, CHOJIBAIOYUCH Ha O1IBII
KOHCTPYKTUBHUMN MIJIX1] 1 B3aEMOPO3YMIHHS.

[To3umnHuni TUCK.

Hanmipni Bumoru. IlonpociTe crnipaBenuBO OLIHUTU 3aWHATY HUM MO3HUIIIIO,

MOKH i1 HACTIKA CTaIN KaTacTPOPIIHUMH.
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Eckananis Bumor. 3BepHiTh Ha HEl yBary CynpOTHMBHMKA, a TIOTIM BJIAILITYHTE
nepepBy, o0 3pO3yMiTH, YM TOTOBI BU JO IPOJOBKEHHS MEPErOBOPIB B TAKOMY
KITIOYi.

[ManTax. Y BiANOBIAb HA MOAIOHY TAKTUKY BU MMOBUHHI OyTH FOTOBI ITepepBaTH
MIEPErOBOPH.

Kopctkuii maptHep. 3aMmicTh TOTO, MO0 OOTOBOPIOBATH MHUTAHHS 3 JAHUMH
YYaCHUKOM, CIIPOOYHTE OTPUMATH MOTO 3roAy 3 00’ €EKTUBHUM MPUHIIUIIOM (OakaHO B
MUCHMOBOMY BUTJISA1), a IIOTIM P HAro/i MOTOBOPITH 0€3M0CEPETHBO 3 «GKOPCTKUM
HapTHEPOM.

Caigomi 3aTpuMKU. By MOBUHHI 3pOOUTH TaKTUKY 3aTSATYBaHHS OYEBHJIHOIO 1
oOroopuTtu ii. KpiM Toro, nogymaite npo cTBOpeHHs (ajbIIMBOI MOKIUBOCTI JJIS
1HIIOI CTOPOHM. SIKIIO BU € MPEACTaBHUKOM KOMIIaHIi, 10 BEJE MEPEroBOPU IPO
3IIUTTA 3 IHIIOK (PIPMOIO, MOYHITH MEPErOBOPHU 3 TPETHOIO KOMIIAHIEI0, CTBOPUBILN
BpPaXEHHS PO TE, 1110 BU PO3TISAIAETE HE OAHY MPOMO3UIIIO.

«Iloromxyiics abo Wan». [IpooBxKyiiTe MEperoBopu Tak, HEMOB BH HIUOTO HE
qyJd, ad0 3MIHITh TE€My, HANpPUKIAA 3alpONOHYWTE IHIII pIIEHHSA. SIKI0 K BH
BUPIIIMIIY CB1IOMO BUKOPUCTOBYBATH 1[I0 TAKTHUKY, alTE 3p03yMITH IPOTUBHUKY, 11O
BIH BTpaya€ B pa3l HEMOXKJIMBOCTI JOCSTHEHHS YrojAH, a MOTIM MOCTapaiTecs Tak

3MIHUTH CUTYallil0, 1100 MPOTUBHUK MIT BUMTH 3 HEl, HE BTpayaroun o0auqus.

6.2. KomyHikaTuBHi KOH(IiKTH HA po0OTI Ta iX HACTiAKH

[ToHATTS KOH(MAIKTY MICTUTH B COOI1 Pi3HI CIIOCOOM MPOTUCTOSHHS, HAIPYTH i
o6oporrOu. Koudmikt — 11e ¢Gopma BupakeHHS OPOTUPIUUsA, OOpOTHOA 3 METOIO
HEWUTpali3yBaTH MNPOTUBHMKA, HAHECTH HOMY 30MTKIB; 1€ ICHXIYHA Hampyra 1
aHTaroHICTMYHA BOPOXKICTh; 1€ JOCSATHEHHS CBOIX LIJEH 3a paxyHOK HpPUIYIICHHS
OpoTUJIeKHUX M. B KOH(QIIKTI BHUIISAIOTH IIOHAWMEHILE JIBA YYacCHUKH. 3
ypaxyBaHHSAM LIbOTO JJaI0Th poOOYE BUBHAUYEHHS KOHPIIIKTY.

Kongmaikr — me B3aemoziss 1Box abo Ouibiie cy0’€KkTiB, sKI MaloTh

B3a€EMOBUKJIIIOUEHI LI 1 peali3yloTh X OJMH 33 PaXyHOK 1HIIOTO.
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Cy0’exTamu KOHIIKTY MOKYTb OyTH 1HAUB1IM 200 TPYIH 1HAUBIIB, 00’ €THAHI
JIESKOIO CITUIBHOIO MeTO. Ha 11i¥1 0CHOB1 pO3pi13HAIOTH IEPCOHANBH1 (1HAUBIIyaIbH1)
1 KOJIGKTUBHI Cy0’ €KTU KOH(IIKTIB.

Kondmaikr, B ssikomy OepyTh yd4acTh IHJIMUBIAyaJIbHI CyO’€KTH, MOXe OyTH
ITHOBUM 1 cTaTycHUM. [Ipu 1iIbOBOMY KOH(IIKTI JOCATHEHHS MEPEMOTH OJHIEI0
CTOPOHOIO POOUTH pPe3ynbTaT 0€3yMOBHUM 1 aOCOMIOTHUM. B cTaTycHOMY KOH(IIKTI
000B’SI3KOBO MPHUCYTHI Pi3HI MOTUBH, B TOMY YHCII1 i HE MOB’s3aH1 0€3M0CEPETHBO 3
nisiMu ipotubopeTa. 106 KOHGIIKT modaB po3pocTaTucs, MOTPIOEH IHIUICHT,
KOJIM OJTHA 13 CTOPIiH NMOYMHAE JiSTH, 0OMEXYIOUYH 1HTEPECH 1HIIIOT CTOPOHH.

Koudmnikr Ha pobGouomy wmicii. KoHGIIKT mpocTo BU3HAYAETHCS SK pi3ka
pPO301KHICT, a00 MPOTUCTABIECHHA 1HTEpeciB yu 1aeil. Ha Oynp-sxomy pobodomy
MICIIi, JIe JIFOAM MPaIOTh Pa3oM, KOH(MIIKT € HOPMAJIbHUM 1 MPUPOTHUM SBUILIEM.
KoH@uikt Ha poOodomy MicIi, SK HpaBWiIO, 3HWKYE MOpaIbHUN IyX KOMaHJIH,
30UIbLIY€E KUIBKICTD MPOTYJIB 1 3HUKYE MPOTYKTUBHICTb.

Cmuns. Y BCIX pi3HI CTUJI CIIUIKYBAHHS, 1 BOHU HE 3aBX/IU 100p€ MOETHYIOTHCS.
XTOCh 13 IPSIMUM CTUJIEM CIUIKYBAaHHS MOXE 3/1aTUCS TpyOouM abo oOpa3iuBUM s
TOTO, XTO Ma€ OUIbII HEMPAMHUM CTHIIb CIUJIKyBaHHS. HaBiTh sikiio mpsima ocoba He
MaJjia HaMipy OyTH rpy0Oor0, i CTUJIb CIIIJIKYBaHHS MOKE MPEICTABUTH 11 TAKUM YUHOM.
Kpim Toro, mpsma oco0a MoOKe BiA4yBaTH, 110 OUIBII HEOPSIMUN KOMYHIKATOp
BUTpayae yac Ha HemoTpiOHi nerani. [IpoTe, KOKEeH 3 KOMYHIKATOPIB PO3yMi€ CTHUIIb
CHIJIKYBaHHA 1HILIOTO Ta BPaXxOBY€ OCOOMCTI BIJIMIHHOCTI, TOMY MEHIIIa KMOBIPHICTb
BUHUKHEHHS KOHMIIKTIB. PO3yMiHHS TOrO, SIK CHUIKYIOTBCA Ballll KOJIETH Ta
KEepIBHUKH, HAJ3BUYAHO KOPUCHO ISl HaBITaIlii Ha poO0YOMY MICIIi.

Cninkysanns. 1lorane cnijKyBaHHS TaKOK MOXKE MPU3BECTU 0 KOHQIIKTY Ha
pobOovomMy micti. SKII0 BaxIIMB1 3aBAaHHs Ta 1HGOpMAIIis HE TepealoThCs HATSKHUM
YIHOM, II€ MOKE CTBOPHUTH ILIyTaHWHY, JOJATKOBY POOOTY Ta po3dapyBaHHs. SKI0
XTOCh OTPUMYE JIUIIIE YACTUHY MOBIJOMJICHHS 200 OTPUMYE pi3HI BEpCli OTHOTO 1 TOro
K TIOBIJIOMJICHHS, BiH, IIBUIIIE 32 BCE, PO3UYAPYETHCS Ta BTATHETHCS B KOH(MIIKT HA
pobGovomy Mmicui. [lorana komyHikalis MOXe MaTu 3ryOHHMI BIUIMB Ha OpraHi3alilo,

AKIIO ii HEe BUPIIITYBATH.
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Biominnocmi cniepobimuuxie. HaBiTh SKIIO BU MPAIIOETE B TiH ke cdepi, 1o i
Ballll KOJIETH, IIBHUIIIC 32 BCE, KOXKEH 13 Bac JYXK€ BIAPI3HIETHCSA OJUH BiJ] OJHOTO.
Koxen auBUTBCS Ha CBiMl CBIT MO-pI3HOMY, IO BIUIMBA€ Ha HOro I[IHHOCTI Ta
cBiTOrIs. Bammi miHHOCTI MOXYTh HE 30iratucs 3 BaIlllUMH KOJIETaMH, 1 Xoya IIe
OUIKYBaHO, II€ TaKOXX MOYKE IMPHU3BECTH 10 KOH(DIIIKTY Ha pobouomy Micii. SIKIo
HEMa€e PO3YMiHHA ab0 HEMPUHHATTS PI3HUX MOTJSAIB 1 IIHHOCTEW BaIIMX KOJIET,
HMOBIpHO, BUHUKHE KOH(JIIKT 1 CTBOPUTH HAINIPYTy MK KOJICTAMH.

CriBpoOITHUKM TakKoXX MOXYTb MaTH Pi3HI 1HTepecH. Ko CHiBpOOITHHK
O1IBIIIE 30CepeKEHNN Ha CBOTX OCOOMCTUX IHTEpecax, a He Ha 1HTepecax KOJIEKTHUBY,
KOH(ITIKT HeMUHy4Hid. X04a BaKIUBO MIATPUMYBATH BIacHI 11111, II€ HE IOBUHHO OyTH
Ha IIKOJYy KOMaH/I].

OcoOucTicHI BIMIHHOCTI Tak0XX MOXYTh BUKJIHUKATH KOHGIKT. Jlrogu mo-
PI3HOMY MIAXOASTH IO BUPILIEHHS MPoOJieM 1 poOOYOro Miclis, 110 MOXE MPU3BECTU
710 KOH(IIIKTY, SIKIIO KOJIETH HE pO3YMIIOTh OJJMH OJHOr0. HaBiTh SIKIIO JIFOAUHA JTI€ 3
N00pUMHU HaMipaMmH, 1HII, 3 KUM BOHA MPaIiOI0Th, MOXYTh HE CIIPUHMATH II€ TakK.
CriikyBaHHS € HallKpalnuM crocoOOM YHHUKHYTH KOH(JIIKTY 4Yepe3 OCOOHMCTICHI
BIJIMIHHOCTI, aJié¢ MOX€ CTBOPUTHU 1HII MPOOJIEMH, SKIIO BUKOPUCTOBYBATH KiJIbKa
CTHJIIB CIIJIKYBaHHS.

bpax pecypcis i nuszbka npooykmusnicms. Konu pecypciB He BUCTavae, JIIO/IH,
IIBU/IIIE 32 BCE, BCTYMAIOTh y KOH(MPOHTAIID Ta KOHKYPYIOTh 4epe3 OOMEKeHi
JOCTYMHI pecypcu. bopoTh0a 3a yac 1 pecypcu, MIBUIIIE 3a BCE, 3aBXK/IU MPU3BEJIE 10
MEBHOTO KOH(DIIKTY Ha pobouomy Micii. Y 1bOMY BHUMAJKy KOMIAHIS MOXeE
JIOTIOMOTTH YHUKHYTH KOH(IIIKTY, 3a0€3MEUHBIIHN CBOIX CIIBPOOITHUKIB peCcypcamu,
HEOOX1AHUMU JIJIsl YCHIITHOTO BUKOHAHHSI CBOIX CIIYKOOBUX 000B’SI3KiB.

SAxio B koMaHi € ciabiuid, 11e Moxe po3uapyBaTH BciX. [lorani BUkoHaBIli He
CIPUSIOTH YCIiXy KOMaH/IH, & TAKOK MOKYTh CTBOPUTH JIOAATKOBY POOOTY JJIsi CBOIX
kojer. Ti, XT0 KOPUCTY€TbCs TIEpeBaraMy 4ieHIB CBOET KOMAaHJIM Ta IXHIX pOOOUYMX
3yCHJIb, 30MPAIOTHCS MPUBEPHYTH HETATUBHY YBary Ta KOH(IIKTH.

3nuorcena npodykmusHicms pooomu. BIMB KOHQIIIKTY Ha 1HAUBIIyaJbHY

MPOYKTUBHICTh Ha POOOTI BUXOAUTH 32 MEXI MPOIMyIieHuX TepMiHiB. KoHmikTu
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NOCHJIIOIOTh HAIMPYTy Ta CTPEC Ha poOOUOMY MICIII, 0 MOTEHLIMHO MOXE TPU3BECTU
70 TOMUJIOK, IOraHoro IUIaHyBaHHA Ta pO30DKHOCTEH. 3rojjoM BOHH MOXYTb
CTBOPDUTH TOKCHYHE CEpEJOBHIE Ha poOOYOMYy MICIl, SKE MEePelKoIKae
IIPOIYKTUBHOCTI Ta MOTHBAIIIT CITIBPOOITHHUKIB. B pe3ynbrari nocrpaxaae Ba Oi3Hec.

[amra mpoGiema momsrae B TOMY, MO KOH(MIIKTH YacTO CYMPOBOIKYIOTHCS
BEJIMKOIO KUTBKICTIO Yacy, SIKM BUTPAYAETHCS HA CYTIEPEUKH, TUTITKH Ta IPUIHATTS HA
CTOpOHY. [HaKIIIe YIeHH Ballloi KOMaHAW BUTPATUIIM O 11eil yac Ha poOOTY HaJ HOBUMU
npoekTaMu abo Ha MO3KOBWIA IITypM. HaTomicTh BOHU CBapsATHCS OAMH 3 OJHUM 1
HEXTYIOTh CBOIMH O0OB’sI3KaMH.

Husbkuti mopanenuti oyx cniepooimuuxie. KoHdaiktu Ha poOOYOMYy MicIi
MOXXYTh BIUIMHYTH Ha MOpaJbHUH [yX KOMaHAM, 3aJ0BOJICHICTH pPOOOTOIO Ta
MOTHBallil0. Bamr CcriBpoOITHUKA MOXYTh B3SITH BIANYCTKY, I[MI00 YHUKHYTH
KOH(IIKTY Ta THX, XTO 32 HbOT'O HECe BIJNOBIAAIBHICTh. BOHH MOXYTh BIIUyBaTu
CTpeC 1 €MOIliilHE BHCHAKEHHsI, 110 MOKE MPU3BECTH 1O MIJBUILEHHS IUIMHHOCTI
KaJIpiB 1 MPOTYJIIB.

CriBpOoOITHUKH, SIKI TOTPANUIN B KOH(IIIKTH, YacTille BIIUYBalOTh TPHUBOTY,
nerpecito Toro. Lli mpobiiemu BUHUKAIOTh Yepe3 cTpec Ha pododomy Micii. Bopoxke
po0oue cepeloBUIIE MOXKE CIPHUSITH BUCOKOMY KpOB’SITHOMY THCKY, CEPIICBHM
3aXBOPIOBaHHIM Ta HelmacHUM Bunaakam. KoHdnikTu — He eivHa mpuYrHa CTpecy Ha
po0OTIi, ane iX BIUIMB Ha 3J0POB’Sl Ta MOPAJIbHHI CTaH CHIBPOOITHUKIB MOXE OyTH
PYHHIBHUM.

Bmpama 0oxody. HemoxnuBicTh BUPIIIIEHHS! KOHQIIIKTIB HA poOOUOMY MicCIIi
MOXKE 3aIIKOJWTH JIOXO0JaM KOMIIaHil Ta 301IbIIUTH ii BUTpaTH. ToKcuuHEe poboue
CEpEeIOBHUILE BIJIMBAE HA 3aJIOBOJICHICTh MPALIBHUKIB, 110, Y CBOIO YEPry, MOKE
I IBUIIUTH IUIMHHICTB KaJipiB. L{e 03Hauae, 110 BaM JOBEAETHCS BUTPATUTH JI0AATKOBI
KOILUTH Ha mia0ip Ta HAaBYaHHS.

KpiM Toro, kKoH(MIIKTH MiXK CIIBPOOITHUKAMH MOKYTh HETATUBHO BIUIMHYTH Ha
JOCB1Jl KJIIEHTIB, IO MpPU3BEAE A0 3MEHIIeHHsS MpuOyTKy. Bami cniBpoOITHUKHM He
3MOXYTh HaJICX)KHUM YHHOM BHKOHYBATH CBOIO POOOTY, IO B KIiHIICBOMY MiJACYMKY

BIUTMHE HA BITHOCHMHY KOMIIaHIi 3 KJII€EHTaMH. 32 IEBHUX 00CTaBUH KOH(PIIIKTH MOXKYTh
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3aIIKOAUTH CYCHUJIBHOMY IMIJDKY Oprasizailii, poOJisun ii HenmpuBaOJUBOKO SIK IS
MOTEHIIMHUX 1HBECTOPIB, TaK 1 JJISI KJIIEHTIB.

Ilocane cninkysannus ma Henopozyminus. IloraHa KOMyHIKallis € OJHUM 13
HAWTOMIMPEHIIINX HACTIAKIB KOHMIIIKTY B KOMaH/1 Ha poOo4YoMy MicIii. SIKIio Barii
CHIBPOOITHUKY TOCTIMHO CBapATHCSA, BOHU HE 3MOXKYTh MPABUJIBHO CIIBIPAIIOBATH 1
cninkyBatuca. lle Moke mpu3BecTH A0 HEMOPO3yMiHb, HHU3BKOI 3aly4yeHOCTI
CIIBpOOITHUKIB, HEIOBIPH Ta HEJAOCSITHEHHS IIJIeH MPOYKTUBHOCTI.

Sxmio Bamm CHiBpOoOITHUKM 3alydyeHl B TPHUBAIOYHM KOH(IIKT, crpoOyiite
BU3HAYUTHU HOTO MEPHIONPUYMHY 1 3HAUTH pilIeHHS. X04Ya HEMOXKJIMBO MOBHICTIO
YHUKHYTH KOH(QJIKTIB, BU MOKE€TE€ KOMIIEHCYBAaTH IX BIUIMB, CTBOPUBLIM poOoue
MiClIe, SIK€ CHpPHUSIE BIAKPUTOMY CIIJIKYBaHHIO. 320XOYYWTE CBOiX CIHIBPOOITHHKIB
BHCJIOBJIIOBATH CBOI MOTJISAAN Ta OpaTH y4acThb y 3I0pOBIM IUCKYCIi, a HE ciepedyaTucs
Ta NPUKUMATH YUICh CTOPOHH.

Ipuuunu cmpecy 6 opeanizayii

3nopoBa pobota — 11e Ta poboTa, /e MpaIiBHUKN MOYyBaIOThCSI KOMMOPTHO y
CBOIX POJIAX 1 MOXYTh MIATPUMYBATH OaJlaHC M1k POOOTOIO Ta OCOOMCTUM KUTTSM.
Xoua, poboTa 3a CBOEIO CYTTIO € CTPECOBOIO, BOHA HE IMOBUHHA MOPYLIYBATU KUTTSA
CHIBpOOITHHKIB 1 BIUIMBaTH Ha iXHe caMomnouyTtd. lIpore Oinbiie TpeTHHH
aMEepHUKaHLIIB B1IYyBalOTh XpPOHIYHHI cTpec Ha poOoTi. Lle Moke HeraTMBHO BIUIMHYTH
Ha MPOIYKTUBHICTH pOOOTH, MOPATbHUN JyX KOMaHIW Ta 370POB’Sl CIIBPOOITHHKIB.
OpranizaniiiHi IPUYMHU CTPECY BapPilOIOTHCS BIJ BAXKHUX POOOUMX HABAHTAXEHb 1
CTUCHYTHX TEPMIHIB JI0 CIIOBECHUX 00pa3IMBUX [Ii 1 (HiHAHCOBOI OOPOTHOM.

HeBupimieni KOHQIIKTA YacTO MPHU3BOIATH JI0 HETaTUBHUX PE3YJbTATIB,
HE3QJIE)KHO BIJ TOro, YW BIAOYBA€ThCS KOH(QIIIKT MIXK JBOMa OCO0aMH, MIiX
MIEPCOHAJIOM 1 KEpIBHUIITBOM ab0 MK KOMaHJIaMH Ha pobouomy micii. HeratusHi
HACIAKU KOHDIIKTY:

Employees stop working

Cniepobimnuku nepecmaroms npayro8amu.

HeBupimenuit KOH(QIIKT 3arpokye ICHXOJIOTIYHIM Oe3meni BcepeauHi

opramnizaiii. [lcuxonoriuna 6e3nexa Ha poOOUOMY MICIII O3HAYAE, MO CIIBPOOITHUKU
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BIJIUyBalOTh cebe KOM(POPTHO, pU3HUKYIOUH JIJIs1 YCITIXY CBOET KOMaH/H, 1 III0 BOHU HE
BIJIYyBaIOTh, 1110 iX OyAyTh IUCHMILUTIHYBAaTH a00 TOPIKATH 3a TaKUH PU3HK.

Tomi sk, KoM HA POOOYOMY MiCIl iCHy€ KOHQIIKT, JIOAW, SK TPABHUIO,
0OOPOHSIOTHCA 1 BIIUYBAIOTh MOTPeOy 3aXUCTUTU cede, 00AYnCh, 10 BOHU OYIyTh
IUCIMILTIHOBaH1 abo mokapadi 3a cBoi Aii. KoHdmikt Moske mpusBecTu A0 BiACYTHOCTI
MICUXOJIOTTYHOT O€3MeKH, 1110 MOXKE IPU3BECTH J0 MOraHOi pOOOTH Ta HE3a10BOJICHOCTI
pobororo. Hacmigkamu niisa Bceie€l opraizaliii MOXYyTh OyTH TMPOTYJIH, 3HWKCHHS
MPOAYKTHUBHOCTI Ta BIACYTHICTh 3aJIy4€HHS CIIBPOOITHUKIB.

Customers receive poor service

Knienmu ompumyroms nocane ob6cny2o8y6anns

KoH}TiKT MOXke B KIHIIEBOMY HIJACYMKY TPU3BECTH A0 MOTIPIICHHS KIIIEHTCHKOT
0a3u opranizamii. CriBpoOITHUKH, SKI KOH(MIIKTYIOTH OAMH 3 OJHHUM, MOXYTb
BUTpayaT OUIbIIIE Yacy Ha MOIIYK CIOCOOIB apryMEeHTYBaTH CBOIO TOYKY 30py abo
B1I0MBATHUCS, 3aMICTh TOTO, 11100 30CEPEIUTUCS HA SIKOCTI CBO€ET poOoTH. [Torana sikicTh
— Oy/b TO MPOAYKT YM MOCIyra — CIOpsIMy€ KJIIEHTIB 10 KOHKypeHTa. binbiie Toro,
KJIIEHTH, SIK1 BIJ4YBAIOTh KOH(MIIKT, MOXKYTh 3JUIINTH BPaKEHHS, [0 KOMIIaHIs HE €
HalkpamuM wiciieM st po6otu. lle BpakeHHS MoO)Ke IIOCTaBUTH ITiJI CyMHIB
MPUHIUMIIN OpraHi3aLii.

The company's reputation is deteriorating

Tocipuwyemobcsa penymayis KomMnauii

Kommanii, siki He MOXYTh BHUPIIIUTH KOHQIIKT a00 3aKpUBaKOTh O4i, KOJIU
KOH(DIIIKT iCHYe, MIAAAI0Th pemyTaiii CBO€l opradizamii pusuky. Opranizaiis 3
MOTaHOI0 PEMyTaIli€lo, Y CBOI 4Yepry, HE MOXE 3ally4uTH TaJaHOBUTUX Ta
MOTHUBOBAaHUX KaHIUAATIB Ha poOOTy, a TENEpilHl NpaliBHUKY, MIBUAIIE 32 BCE, HE
PO3BIIOTH IUTITKHM B Taiy3l, MOKA3aBIlM, III0 BOHU MHUIIAIOTLCA THM, IO € YaCTHHOIO
oprasizartii.

Disputes eat away at the essence

Cynepeuxu 3’ioaroms cymuicmo
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Kondaikt Ha poOodoMy MicCIli BUPIIITyBaTH JOPOTo, aje JAOPOKUe ITHOPYyBaTH.
[HTEepecu koMmaHii MOXyTh MaTU MOTEHIIIMHI BUTPATH, SIKI CEPHO3HO BIUIMBATUMYTh
Ha (iHAHCOBHIA CTAH OpTaHi3allii.

BperymtoBanHs npeTeH3ii, 100 YHUKHYTH TIOPOTHX CYJOBUX IPOILIECIB, TAKOK
MO’K€ 3MEHIIUTH MpUOYTOK opraHizamii. BinBomikaHHs Ta BTpaTta MpOIyKTHUBHOCTI 3
00Ky cIiBpOOITHUKIB, SIKI MIATPUMYIOTh CYJIOBY CIIPaBy, TATHYTh 3a COOOI0 BUTpATH,
SIK1 BO)KKO BU3HAYUTH KUIBKICHO, ajie BINIMBAIOTh HA TPUOYTOK KOMIIAHI1.

Workplace conflict resolution

Bupiwenns xoughnixmie na pobouomy micyi.

Ocbp KisIbKa 1opaj, SIK IePETBOPUTH KOHPIIIKT Ha KOHCEHCYC MK BOPOT'YIOUUMU
MpaliBHUKAMU:

Understand the nature of the conflict

3po3zymitime npupody KoH@aiKmy

YacTo € COKyCOI0 MPUITYCTUTH TTPO KOH(DIIKT, 0OCOOIUBO KO XOJATh Uy TKH.
OpHak HIKOJIM HIYOTO HE NpUITyCKalWTe. 3aMiCTh LBbOTO 3’SCYHTE, 110 BUKIUKAE
PO301KHOCTI MK CHIBpOOITHUKaMU. /{7151 yCHIIIHOTO BUPIMIEHHS TPOOIEMH BaKIUBO
PO3TJISIHYTHU CYTh CIIPABH.

Encourage employees to solve this on their own

3aoxouyume cnispobimHuKie upiutysamu ye camoCcmiiHo

CrniBpoOITHUKM TOBUHHI OyTH MaKCHMalIbHO CaMOJI0cTaTHIMU. MaiiTe Ha yBa3l,
110 peaKilisi Ha KOXKHY CKapry MpaliBHHKa MOXeE MOTIpImUTH cuTyariito. lle moxe
HaBITh 3MYCHUTH JI€IKUX CIIBPOOITHUKIB TIOJyMaTH, IO BH JIEMOHCTPYETE
(haBOpPUTH3M.

OpHak 3a0XOYEHHSI CHIBPOOITHHKIB CaMOCTIMHO BHUPILIyBAaTH MPOOJIEMH HE
o3Hayae, MO BaM He TOTpiIOHO Oyae momomaratv, OCOOJMBO SIKIIO y Bac €
CHIBpOOITHUKM, $IKI CXWJIbHI YHHMKaTH KoH(ponTamii. He cnopiBaiitecs, mo BuU
BUpPIIIUTE MPOOJIEMy 3a HUX. 3aMICTh I[bOT'0, SIKIO MOTPIOHO, Ha/laliTe BKA31BKU YU
apryMEHTH JJii OOTOBOPEHHS, 00 JTOMOMOTTH KOKHOMY CHIBPOOITHUKY MiIATH 10

1HIIO1 CTOPOHU MO3UTUBHO.
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Bupimenuss koHQIKTy He 00OB’SI3KOBO Ma€ 3aKiHUYBATHUCS JTOMOBJIEHICTIO.
Inoni xpare moroautucs 3 He3roow. Koiu e ctaHeTbesl, CiBpOOITHUKY TTOBHHHI
BHU3HATHU PI3HUINIO B MOMISIaXx a00 MiIxoaax 1 pa3oM chopMyITroBaTH PillleHHS 100
TOTO, SIK pyXaTucs Jai.

Resolve the conflict quickly

1llsuoxo supiwytime xoughikm

Ha >xanp, feski cuTyallii He CIpaliooTh caMi o cobi, 1 BU OyaeTe 3MYyIICHI
BTpyTUTHUCS. KOMNH 1Ie cTaHeThes, mepeiiaiTh 10 KopiHHA npobiemu. [laiite 3po3ymiTu,
10 BC1 IpaIliBHUKH, HE3aJCKHO BiJ MOCAJAM Ta CTAXKyBaHHS, OyIyTh BIJIIMOBIJIATH 3a
CBOIO MoBe/IHKY. [ToBioMTe iM, I1T0 HETOTPUMAaHHSI BCTAHOBJIEHUX CTaHIAPTIB MOXKE
MPU3BECTH JI0 IUCLUUILTIHAPHOI BIANIOBIAAIBHOCTI.

Listen to both sides

Bucnyxatime 06uosi cmoponu

Konu nHacraB yac Opatu y4acThb, OYHITh 3 BIAKUAAHHS OYIb-SKUX IUTITOK, SIK1
MOXKYTb TOIIUPIOBATHCS B 0dici, 1 HE BIpTE B Te, [0 Yy€Te. 3aMICTh I[LOTO MA€Te
CIpaBy 31 CTOPOHAMH, O€3MOCEePEAHBO MTPUUETHUMH JI0 1HIIUACHTY, 1 3BEPHITh yBary
Ha IHIIUX CMIBPOOITHUKIB Mi3HiIIE. BUlblIicTh CiBPOOITHUKIB XOUYTh BIA4YyBaTH, IO
iX CIyXarTbh, TOMY HOIMPOCITH KOKHOTO BIJMOBIJAILHOIO MOSICHUTH CBOIO (HAa OCHOBI
(aKTiB) CTOPOHY 1CTOPIi.

[lepmr HIXK BUpINIYBaTH, 3yCTpPIYaTHCS 3 HE3TOJHUMHU CTOPOHAMHU OKPEMO YH
pa3zoM, cpoOyiTe OLIHUTH CTYIIHb BOPOXKOCTI MK HUMH. SIKIIIO BM BBaXXaere, LIO
MOTOBOPUTH 3 HUMHU pa3oM — HaWKpalmuii BapiaHT, MalTe KOXHOMY 3 HHUX
Oe3repepBHO BHUCIOBUTHUCA 31 CBO€i cTopoHu. Ilicis Toro, sik yci CriBpOOITHHKH
BHCJIOBJISITH CBOIO TYMKY, TIOTIPOCITH KOXKHOTO 3 HUX 3aIllPOIIOHYBATH i/l 010 TOTO,
SK BUPIIIUTH CUTYAIlIIO Ta K YC1 CTOPOHU MOXKYTh PyXaTHCS JaJi.

Change the team

3minumu ck1a0 KOMaHou

Axmo KOH(MIIKT BUHMKAE MDK YYaCHUKaMH KOMAaHIW, HAWIPOCTIIIUM
piIeHHSIM MoOke OyTW 3MiHA CKJIaqy KOMaHIW, BIJAOKpEMJIEHHS o0ci0, sKi

KOH(ITIKTYBaM. Y BUIMAIKaX, KOJIU KOH(IIKT MOB’ A3aHUH 13 TyKe PI3HUMH CTHIISIMH,
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I[IHHOCTSIMU Ta TIepeBaraMu HEBEJIMKO1 KIJTbKOCTI YYaCHHUKIB, 3aMiHA ACSKHUX 13 IIUX
YYaCHUKIB MOXKE€ BHUPIIIMTH MpoosieMy. SIKIIO 116 HEMOXKIJIMBO, OCKUIBKA B KOMaH]I
MOTPiOHI HABUYKKA KOKHOTO, a 3aMIHM HEIOCTYIHi, ToaymaiTe mpo ¢i3udHe
KOMITOHYBaHHs. JlOoCHiJPKEHHsI ToKa3aiu, IO KOJHM BIJIOMI AHTArOHICTH CHUJSATH
HABIIPOTU OAMH OJHOTO, KIJbKICTh KOH(QIIKTIB 301UmbIIyeThCcs. OAHAK, KOJIU BOHU
CUJAATH MOpYyY, KOHPIIIKT Ma€ TeHAeH1io 10 3MeHmeHHs (Gordon et al., 1990).

Give an example

llooasavime npuknao

CTBOpeHHSI KYJbTYpH 3alliKaBJICHUX CIIBPOOITHHKIB, SIKI MOBaKAIOTh OIMH
OJIHOTO 1 J00pe MpaIoTh Pa3oM, € MPOIMO3UIIEI0 3BepXy BHHU3. Po3MoBisioun 3i
CBOIMHM CIIBpOOITHUKaAMHU YECHO Ta 3 MOBArol0, BU CTBOPUTE CEPEAOBUIIIE, SIKE CIPUSIE
YECHOCTI Ta KOMYHIKaIIii.

barato B yoMmy BaIa KopropaTuBHa KyJbTypa 3aJCKUTh BiJ B3a€MOJIIi BalIux
CIIBPOOITHHUKIB OJIMH 3 OJJHUM. [loKa3yBaHHS MPUKIIAJOM CTa€ Mail’ke aBTOMaTUYHHM,
KOJIM BH 00’ €KTUBHO 3MIIHIOETE Ta MIATPUMYETE HIHHOCTI, TIOJITUKY Ta PEKOMEHIallli
cBO€l Kommadii. Bu 3minHWTE NOBIpY B yClii KOMMaHli, HE YEKalwuydl BIJ CBOIX
CIIBPOOITHHUKIB HIYOTO, YOTO HE BUMaraeTe BiJ ceoe.

The results of the conflict

Pe3zynomamu kongnikmy.

OnHuM 13 HAUMOIMPEHIINX Pe3yJIbTaTiB KOHQIIIKTY € Te€, 0 BiH BUKIHKAE
pO371a7] CTOPIH Y KOPOTKOCTPOKOBIN mepcnekTuBi. OqHak KOHGIIKT MOXKE MaTH K
MMO3UTHBHI, TaK 1 HEraTUBHI HacmiaAKd. [Io3MTUBHMM € Te, 10 KOH(IIKT MOXKe
MPU3BECTH JI0 OUIBIIOT TBOPUOCTI a00 MPUNHATTA Kpamux pimeHb. Hampukinan, y
pe3yJibTaTi  PO301KHOCTEH IIOA0 TOJITHUKA KEPIBHUK MOXE JI3HATHCS BIJ
CIiBpOOITHHMKA, IO HOBITHI TEXHOJIOTI JOMOMAararoTh BHUPINIYyBaTH MPOOIEMU
Herepen0avyyBaHUM HOBUM CITOCOOOM.

[To3uTHBHI pe3ybTaTH BKIIFOYAIOTh HACTYITHE:

Posrisn mupimoro xomna iaeH, mo Ipu3BOAUTE A0 KPalioi, CHIIBHIIION 1161

[TosiBa pumyIeHb, SKi MOKYTh OYTH HETOYHUMHU

301IbIIEHHS y4acTi Ta TBOPUOCTI
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YTouHEeHHs 1HAUBITyalIbHUX TOTJISAIB, sIK1 Oy yIOTh HAaBYaHHS

3 iHmoro OOKy, KOHGIIKT MoOXe OyTH IUC(YHKI[IOHAIBHUM, SIKIIO BIH
HaaMIpHUI 200 BKJIFOYa€ 0COOMCTI HAITQIU YH IMiICTYITHY TaKTHKY.

[Ipuknaan HEraTUBHUX HACIIAKIB BKIIOYAIOTh HACTYITHE:

[TigBuIeHN CTpEC 1 TPUBOXKHICTH CePeJ JIIOIEH, 1110 3HUXKYE MPOTyKTUBHICTH 1
3aJI0BOJICHICTb.

[TouyTTs MOpa3Ku Ta MPUHUKEHHS, 110 3HUKYE MOPAIBHUHN AyX JIOAEH 1 MOXKe
301IBIIMTH TUIMHHICTB.

Atmocdepa HETOBIpH, SAKa 3aBakae KOMaHJHIM poOOTI Ta CHiBmOparii,
HEOOX1THUM JJIsI BAKOHAHHS POOOTH.

Axmo poOoTOJaBEelb Ma€e MEXaHI3MM JJid BUPIMIEHHS KOH(IIIKTY Ha HOro
paHHIX CTajisiX, TMPAIIBHUKK, SK TPABWIO, BBAXATUMYTh CBOr0 POOOTOABIIS
CIpaBEVIUBUM Yy CBOIiX BIAHOCHHAX 3 HUMH 1, HMOBIPHO, OyayTh OLIbII 330BOJICHI
CBOEIO0 pOOOTOI0. 3MEHIIEHHS! KOH(IIKTIB MK HPAlliBHUKAMH MOXE MPU3BECTH J10
IIJIBUIIICHHS. TTPOJYKTUBHOCTI CITIBPOOITHUKIB, OUIBIIOI MOTHBAIlI Ta JOSIBHOCTI,
3HIDKCHHSI BUTPAT Ha MeAWYHE OOCITYyroBYBaHHS, MEHINOI KUIBKOCTI BHMOT IIOJO

KOMHeHcaHﬁ HpaI_[iBHI/IKaM Ta SMCHIICHH:A CYJOBUX BUTpPAT.

6.3. MeToau CTBOPEHHS CHIPUATINUBOIO MCUXOJIOTTYHOI0 KJIIMATy

[lcuxomoriuna  KyJabTypa  JUJIOBOTO  CHOUIKYBaHHS — 1€ 3HAHHS
3aKOHOMIPHOCTEHN MCUXIYHOT A1SUIbHOCTI CIIIBPO3MOBHHUKIB 1 BMIHHSI 3aCTOCOBYBATH 111
3HAaHHSA B KOHKPETHUX JAUTOBUX CUTYAIlisIX, IO JO3BOJIAE CTBOPUTH OJIarONPUEMHHINA
TICUXOJIOTIYHUN KJIIMaT J1JIOBOI PO3MOBH, CKJIACTH XOpOIIE Bpa)XKCHHs Mpo cede,
pO3Mi3HaBaTH MapTHEPA 1 BMLJIO HOTO BUCITYXOBYBAaTH, CTABUTH MUTAHHS 1 BIAMOBIIATH
Ha HUX, 3aXUIIATUCH BlJ HCKOPEKTHUX MapTHEPIB, & TAKOK BUKOPUCTOBYBATH TEXHIKY
0€3KOH(]IIIKTHOTO CIIJIKYBaHHS 31 CIIBPO3MOBHUKAMHU PI3HUX MICUXOJOTTYHUX THITIB.

[Instxu CTBOPEHHS CHPUATIUBOTO TICUXOJOTIYHOTO KIIIMATYy.

Jl;ist Toro, MO0 CTBOPHUTH CHPHUSITIUBHUMN KJIIMaT Hacamrmepe HeoOXiTHO Hi 3a

SKUX OOCTaBHMH HE JIOMaraTuch SIKUXOCh BUTOJ JjIs1 cebe. Toil, XTo 1mykae s cede
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HAWOUIbIlYy BUTOAY, PU3UKYE MOTPANUTH A0 PO3PSALY MAJOLIKABUX IMAPTHEPIB Y
HACTYMHHUX meperoBopax. [lepm BchOro HeoOXiTHO 3alliKaBUTH MapTHEpPA CBOEIO
MIPOTO3UIIETO.

[To-nepiie, 3 camMoro mo4YaTtKy pO3MOBM HEOOXIHO OKpeMUMH (pazamu,
HEHAB'SI3TMBO BCEJISTU TApPTHEPY MOUYYTTS HOTO TIAHOCTI, abo 3HA4YeHHS (Barm)
oprasizaiiii, /Ie BiH MPAITIOE.

[To-npyre, mij yac Ji0BOi PO3MOBU MPOSIBISTA BUKIIOYHY YyBary J10 CBOTO
naptHepa. B 1mpomy monsrae oOIMH 3 HAMBAXKIUBINIMX CEKPETIB YCHIXYy Y
B3a€EMOCTOCYHKAX JIJTIOBUX JIFOJICH.

[To-Tpere, migdupaiite 1 CKJIagaiTe Taki MUTAHHS CBOEMY IMApTHEPOBI, HA 5IK1 6
oMy OyJO MPUEMHO BIANOBIAATH. 3a0XOUYYWTE CIMIBPO3MOBHUKA PO3IOBIAATH IMPO
cebe Ta IIpo CBOIO OpraHi3alliio.

[To-ueTBepTe, OCKUIBKY BCl JIFO]IU JIFOOJIATH CBOT IMEHA, B AIOBOMY CIUIKYBaHHI
Iy’K€ BaXJIMBO 3BEPHYTHUCH JI0 JIOAMHU 1O IMEH1 i 10 0aThKOBI SIK MOXHA OLIbIlIE HE
BUMYIIIEHO, JJAI0YW 3pO3yMITH, 1110 HOTO0 1M'st 171 Bac 0araTo 3HA4YUTh.

[To-n'aTe, mnposiBisiTe 1MIaHOOJMBE CTaBJIEHHS JO JIyMKH MapTHEpa, HE
BKa3ylOouu HOMY, [0 BiH HETPaBHil.

[lin yac A17I0BOTO CHUIKYBAaHHS 1HKOJU Jy>X€ Ba)KKO BIJICTOSITU CBOKO TOUKY
3opy. Hi B sxomy pasi HE MOXHa II¢ pOOUTH 3a JOIMOMOTOI0 CBApKH, OCKUIBKH, SIK
B1JIOMO, B JICB'ATH BHUIIaJIKaX 3 JCCATH CyNepedKa 3aKIHIY€TbCS THM, IO KOXKEH 3 1i
YYaCHUKIB 111 OUIbIIe, HIXK paHillle, IEPEKOHYEThCS B CBOIM MPaBOTI.

SIku10 BU criepedaeTech abo 3anepeuyeTe, TO 3MOXKETE OTPUMAaTH IIEPEMOTY, aje
nepemora 15 Oyae HI JI0 4OTro, TOMY IO HIKOJM HE OTPUMAETE MPUXUIIBHOCTI
naptHepa. Tomy BupinlyiiTe cami, 010 AJisg Bac BaKJIMBIIIE: MOKa3HA MepeMora 4u
MPUXWIBHICTD 1HIIOT CTOPOHH.

Konu naptHep HenpaBuii, TO MOXKHA IaTH 3PO3YMITH 1€ TOTJISAOM, )KECTOM UM
IHTOHAIlI€I0. AJle SIKIO MPSMO CKa3aTH MapTHEpPOBI, IO BiH HEMpPaBHil, TO UM BU
HaHeCeTe MPSIMUN yJap MO MOro CaMOIOOCTBY 1 MOYYTTIO BiacHOi rigHocTi. Lle
BUKJIMYE Y HHOTO OaXKaHHS 3aXUILATUCh, TOKAa3aTH 3BOPOTHE, aje HE 3MIHUTH MOTO

TOYKY 30pYy.
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[To-mocTe, Kpaille YHUKATH MPSMOTO MPOTUPIUYs MOTJsAaM 1HIIHUX, a TaKOXK
CaMOBIIEBHEHO BIJICTOIOBATU CBOIO TOYKY 30py. [Ipu HasIBHOCTI «rOCTpUX KYTIB» Y
pPO3MOBI He Tpeba 3aCTOCOBYBATH CIIOBA 1 BUPA3H, IO MiAKPECTIOIOTh TBEPAY IyMKY,
HANPUKIIaA: «0e3yMOBHOY, «JIMIIE Tak 1 He 1Hakmey. Kpaie iX 3amMiHATH Ha BUpa3u
«MeHi Tak 37ma€eThC», «S ragaoy, «5 mymaroy» Toro.

Manepa BupakaTu CBOIO IyMKY SIKOMOTa CKPOMHIIIIE 3aBXK/I1 BUKJINKA€E MEHIIIE
OpOTUPIY. SIKIIO BUSICHUTHCS, 110 BU IOMUJISIETECH, 11€ JJOCTABUTH BAM MEHIIIE T1PKOTH
Yl CMYTKY. SIKIIO BUSICHUTHCS, IO IMpaBAa Ha BalioMy OOIli, TO BaMm OyJe Jeriie
NepeKOHaTH MapTHEpa MPUMHSITH Ballly TOUKY 30DY.

SIK10 K, OJJHaK, HEMUHY4Y€ 3ITKHEHHS MOIJIAJIIB, TO PO3YyMHIIIE BUIEPEIUTH
OTIOHEHTA 1 B3ATH 1HILIATUBY Ha ce0e. 3HAYHO BUTIHIIIE MiIJIaTH CAMOKPHUTHIII ceOe,
HIXK CIIyXaTH MOJI0HE 3 Uy>KHX BYCT. AJie 3po0iTh 11e sikoMora panimie. [{lum camum Bu
BHUO'€TE TPYHT 3 1] HIT CYIPOTUBHOI CTOPOHHU.

[To-cbome, NIKCHO, BCl JIFOAM XOUYyTh OyTH CBIJIOMI CBO€i 3HAUUMOCTI 1 TOMY,
SKIIIO BU CTBEPIKY€ETE, 110 Balll MapTHEpP aOCOIIOTHO IpaBuil, a BU Hi (1 poOuTe 1€
3pasy 1 HMpO), L€ MOIIAJIUTh CAMOIIOOCTBO MAPTHEPA, 1 BIH CaM MOM'AKIINTh BaHTY
npoBuHy. CyTb I11€1 cUTYaIlIi] OJIATae B TOMY, 110 BU CTa€Te Ha OiK mapTHEpa, a BIH —
Ha Balll.

Jluiie mypeHbs HaMaraeThCsl BUMPABAATH CBOT MOMUJIKK. Po3yMHa moinHa, SKIIO
BOHA, TNOMMJIMBIIIMCH, 3aBXKJW IIBUJIKO BU3HAE Iie. «bilikolo HIKOJM Oarato He
n00'eticst, a 3a JOTIOMOTOI0 MOCTYOK MOYKHA OTPUMATH O1JIbIIE HIXK YEKA€EIID.

Hikomu He Tpeba cmepeuatuch 13 mapTHepoM. He kaxiTe iomy, 10 BiH
HETpaBui, MOBaXKalTe MOro AYMKY 1 OynbTe Tpoxu AuruiomMaroMm. JlocBia Ai10BOTO
CHUIKYBaHHS MOKa3ye, [0 B CIOBECHOMY MOEIWHKY Mailke HEMOKIIMBO MPUMYCUTH
napTHepa 3MIHUTHU HOTO MOTJISIIH.

OcoOucra kpuTHKa 200 KaTeropuyuHe OCYIKEHHSI HE IPUBEJIE JI0 YCIIXY, a JTUIIIe
BUKJIMYE HaMaraHHs MapTHEpa 3aXUCTUTH ce0e 1 CTaTh Ha 3aXUCT CBOET TAHOCTI. J1Jis
JIOCSITHEHHSI KOMEPIIIHHOTO YCMiXy MOXHa JO3BOJHMTH TApTHEPOBI IMepeMaraTHd B
He3HauHUX cynepeukax. CyrnepewinBi MUTaHHA OaXaHO BUPINIYBAaTH TAaKTOBHO,

JPYXKHO 1 31 MIMPUM HaMaraHHsSM 3p03yMITH TOUKY 30py IMapTHEpa.
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[To-Bocbme, He BxkUBaiTe o0pa3nuBux ciiB. Ilcuxonoris cynepedyok
MIKOPSIETHCS 3aKOHY «EMOIIIMHOTO J3€pKaja»: HEPBO3HICTh OJHOIO MOPOJHKYE
HEPBO3HICTh APYTOT0, 3JICTh 3aBXKAN MOPOKYye 3micTh. 1106 Bamri cioBa momism,
rOBOPITH JIENIIKaTHO, HE 3HeBakatouu naptHepa. [lam'araiite cnosa ['inmokpara: «He
JIOITYCKAMTE 3J10CTi, BOHA € HKEPEIIOM XBOPOOW.

[To-nmeB'siTe, mis Toro MO0 KpUTHKA Oyiia cpuifHsITa 0€3 00pa3u, HeOOXiTHO
CTBOPUTH B TMapTHEpa OJaro4yMHHUN (GOH Il CHOPUMHSATTS 3ayBakKeHb. Y CsKe
3ayBa)XCHHsI CIIPUIMAETHCS 3HAUHO JIETIIE, SKIIO BOHO 1€ MICTs MOXBAJIH.

3HAyHO JIeTHIE BUCIYXaTH MepepaxyBaHHS CBOIX MOMUJIOK, SIKIIO TOH, XTO
KpUTHKY€, MOYHE 3 BU3HAYEHHS, 10 BiH 1 caMm He Oe3moranHHuid. Ilepen tum, sk
KPUTHUKYBATH 1HIINX, BK&KA HA BJIACHI TTIOMIJIKH.

VY pi3HOTO POy HEMMPUEMHOCTSIX, JIFOAM 3a3BHYall IITYKAIOTh MIPUYUHY HE B COO1,
a B IHIMX. SIKIIO * CTaJI0Ch MIOCh XOPOIIE, TO, OE3YMOBHO, KOKEH Oakae 3poOUTH
cebe «repoem» ycmixy. Taka Bike mpupo/ia JIOAUHU.

[To-necare, B HENMPUEMHOCTSIX 1 KOH(DIIKTaX 3aBIU BUHHI OOHIBI CTOPOHHU.
Tomy 1 HEOOX1IHO HABUMTHCS 3 METOIO MIATPUMKUA HOPMAJbHUX JIJIOBUX CTOCYHKIB
PO3IUISATH BIJMOBITAIBHICTE 1 OpaTH Ha ceOe BHU3HAYEHY JOJIO0 MPOBHUHU 3a TE, IO
ctaiock. He Tpeba Bimpazy >k OOBHHYBauyBaTH IHILIOTO, Kpalle CaMOKPUTHUYHO
OLIIHUTH CBOIO MOBEAIHKY. SIKIIIO >k 3BUHYBaYyIOTh Bac, 1 BU A1HCHO 3pO0OMIM MpoMax,
TO OepiTh MpoBUHY Ha cebe. [lum Bu 06€330poiTe 0OBHMHYBATIIIB: BOHU YEKAaJIH, 110 BCE
Oyzne 30BCIM iHaKIIe, a TyT BXXE HEOOXiJHO HaueOTO 3axuIaTd Bac, AIOYU 3a
MIPABUJIOM: «I1€ MOKE CTATHUCh 3 KOKHUM).

VY ninoBoMy CHIKyBaHHI MOYKHA BUJIUIUTH JIBa BUU CTABIICHHS JI0 OTOYYIOUOTO
CBITY: TNO3WTHMBHE W HeraTuBHE. [lo3UTHMBHE MMHCIEHHS OUIBII 3a BCE CIpUSIE
CTBOPEHHIO CIIPHUSITIMBOTO MCUXOJIOTTYHOTO KJIIMATY B OyIb-sIKii J1JIOB1i pO3MOBI.

MakcuManbHH# e BUTpalll BiJl HEraTUBHOTO MHUCIICHHS JOPIBHIOE HYJIO. Bu
Olnbllie BUTpA€Te, SIKIO «HE Oynere HIyKaTH IUISIMA Ha COHUI». Bu nocsruere
OUTBIIIOTO B JKUTTI, KOJIM CIIPSIMYETE CBii PO3YM Ha BUPIMICHHS TPOOJIEM, 3aMiCTh TOTO

1100 KaIITUCh HA 1X ICHYBaHHS.
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[IpakTrka IOBOrO CHUIKYBAaHHS JIOKa3ye, 110 JAyXE€ KOPUCHA MPHUHIMIIOBA
YCTaHOBKA: «SIKIIO S MaJO OTPUMYIO BiJl XKHUTTS, TO B IbOMY BUHHUH JIUILE ST camy.
[To3uTHBHO TyMaroui JTIOAM YacTillle BXUBAIOTh CIIOMYYHUK «1», HAPUKIAA: «Y MEHE
0araro i/1ei, 1 OCKIJIbKH, JUPEKTOp AY>KE 3alHATHM, S MOBUHEH MOKPAIIUTH MOMEHT
TUTSE iX BUKJIQJTY» 3aMiCTh: «Y MeHe 0araTo i7ieH, aje Miii TUPEKTOP, HE 3HAXOAUTH Yacy
IX BUCIIyXaTW».

JInst  CTBOpEHHSA CHPUSATIUBOTO IICHXOJOTIYHOTO KJIIMary B JUIOBOMY
CHUIKYBaHHI 000B'SI3KOBO BUKOHAWTE TaKi Ail:

3MmeHmyiTe (i3M4HY 1 coliajlibHy AucTaHIifo. [lounHaroun 3 mepuioro
KOHTEKCTY, MPUBITAlTE MapTHEpa IIHUPOI0 YCMIIIKO, J0OPO3UUWIMBUM MOIJIAIOM 1
MILIHUM PYKOCTHCKaHHSIM, BCTaBaiiTe HOMY Ha3ycTpid, 3BEpTailiTeECh MO IMEHI Ta IO
0aTHKOBI 3 JIETKUM TTOKJIOHOM YOIK.

[TocTiiiHO Moka3yiTe Baie OakaHHS 3pO3yMITH MO3UIIO MMapTHEpA. Y SICHITH,
110 BiH XO04e, 1 MICIs I[bOr0 BUKJIaJaiTe CBOI1 JIOKa3M 1 MPOIMO3UINT 3 MO3UIIT HOro
1HTEpECIB, PO3KPUBANTE X HA KOPUCTH CaMe HOoMY.

Hamaraiitech BUSIBUTM  SIKOCTI CBOTO MMAapTHEpPA, BHUpPaXKANTE CBOIO
3allIKaBJCHICTh B MEPCIEKTHBaX PO3BUTKY BalllUX B3a€MOBIAHOCUH, CTaBTECh 13
PO3YMIHHSM JI0 TyMOK 1 Oa)kaHb CIIBOECITHHKA.

Bupaxaroun BIacHI TMOYYTTS, BpaxoBYHTE €MOIIHUN CTaH NapTHEpa.
JloTpuMyiTECh APYKEIIOOHOTO TOHY.

[linkpecniTe PIBHICTh MO3MIIIM, LIyKalWTe CHUIbBHE B 1HTEpecax 1 JyMKax,
MTOBOJIbTECH CTIIOKIMHO 1 JOOPO3UWINRBO, ajie 0e3 HeOaKaHUX MOCTYIIOK.

EmortiitHo miaTpumyiiTe po3MoOBY (aKTHBHO 1 yBaXkHO ciryxaiite). [laptaep Oyae
OaunTu Bamie Oa)kaHHS MOro CiyXaTH i CHIBIEPEXKUBATH 1 TOMY HMPOHUKHETHCS
MOYYTTSM BJISYHOCTI 32 LIE.

KoHTpoJIbHI NMTAHHSA O TeMi

1. JlaiiTe BUBHaUYCHHS MI>KOCOOMCTICHOTO KOH(PITIKTY.
2. [TopiBHsHTE I’ ITH CTUIIIB YIPABIIHHS MI)KOCOOMCTICHUMHU KOH(DITIKTaMHU.
3. [TosicHITB, SIK CIPUMHSATTS Ta KyJbTypa BIUIMBAIOTh Ha MIKOCOOUCTICH1

KOH(JTIKTH.
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[TepepaxyiiTe cTpaterii eeKTUBHOTO YIPaBIIHHSI KOHPIIKTOM.
[TormupenHi npuyruHU KOHGIIKTIB Ha poOOTI?
o Take kKoH]ITIKT HA po6OYOMY MicITi?

ki nuIAXy BUpIIeHHS KOHQIIIKTIB HA pOOOYOMY MicCITi?

L N o g b

HIns1xu CTBOPEHHS CHPUATIMBOTO MCUXOJIOTIYHOTO KIIiMaTYy.
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TOJIOCAPIN

T'OJOCAPIN

AJ/IPECAHT — onvH 13 KOMYHIKaHTIB; TOH, XTO TTOPOKY€ BUCIIOBIICHHS, TOOTO
MOBEIb 200 aBTOp TEKCTy. Y AMCKYypcl BiAOYBAa€TbCS PO3ILICIUICHHS aJpecaHTa Ha
peanbHy OCOOHCTICTh TOTO, XTO TOPO/KYE TMOBLIOMIIECHHS; (DYHKIIIO ajapecaHTta
(aBTOpa) SIK B110OpAKEHHS B TEKCTI MOTO CBITOTIISIAY, OLIHOK, O3UIIM 1 CIPUMHATTS
TaKkoi (YHKIIT peaTbHUM aJIpeCcaToM.

A/IPECAT — oauH 13 KOMYHIKaHTIB, Ha SKOTO CIPSIMOBaHa il po3paxoBaHa
MOBJICHHEBA [1isl TOTO, XTO MOPOJIXKY€E BUCIOBJICHHS, TOOTO CIIIBPO3MOBHHUK 200 YuTay,
PELUITIEHT MOBIIOMJICHHSI. 3aJIeKHO BiJl CIOCOOY aipeCOBAaHOCTI peallbHUM apecaHT
MOXe€ OyTH KOHKPETHHUM, IPYNOBUM a00 MACOBUM 3a YMOBH aJIpeCOBAHOCTI Oyb—
KOMY.

ATPAKIIA — npuTSrHeHHs 1 yTpUMaHHS yBaru Ta JOBIp s agpecaTa aTaku.

A®EKTHUBHHH — tipoitasithii adeKToM, eMOIiOHaTBHHIA.

ADEKTATHBHA COEPA — po3MoBa K MICUXOJIOTTYHUI KOHTAKT.

b

bAP’EPH CIIUIKYBAHHA — daxtopu, 1m0 3aBaxaroTh €(QEKTUBHOCTI
JIJIOBOTO CIUJIKYBaHHS.

«bPYJIHI TEXHOJIOT'TI» IIEPETOBOPIB 1. Cinomuii 06MaH, SKHil MOXe
BUSIBJISITUCS. Y TPhOX BHUIIAJKAX: a) Mojava (payblIMBHX, BUKPUBIICHUX IAHUX; O)
moJjiauya HeJIOCTOBIpHOI 1H(OpMAIlli PO 11l IEPETOBOPIB Ta CBOT MOBHOBAKCHHS B
HUX; B) BEJCHHS MEPEroBOPIB 3 METOI0 300py iH(MOpMaIlii abo Ha KOPUCTH TPETHOI

CTOPOHH.

B
BBI/THA KOMYHIKATOPA — 11e 3MiHHA TOT0, XTO BEJI€ PO3MOBY.
BBI/THA PEITHIIIEHTA — ue 3MiHHI PEIMITIEHTA, TACUBHOTO Y4YacHUKA

PO3MOBH.

BEPBAJIBHE CIIVIKYBAHHA — cnoBecHe, MOBHE CITUIKYBaHHS.
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BEPBAJIBHA KOMYHIKAI[IA — uinecnipsMoBaHa JIIHTBOTICUXOMEHTAaJIbHA
TISJIBHICTB aJpecaHTa ¥ ajapecara y mpoiieci iHdopMaliiitHoro oOMiHy Ta BIUIMBY Ha
CHIBPO3MOBHHKA 3a JOMOMOTOI0 3HAaKiB MPUPOAHOI MOBH. [H(popmauiiHuii oOMiH
nependavyae  mepenayy  pi3HUX ~ 3MICTIB:  JIGHOTaTUBHOTO, KOHOTaTHUBHOTO,
MParMaTHYHOTO, €CTETUYHOTO 1 T. 1H. — 1 CIIOHYKA€E JI0 TIEBHOT «BiAMOBIAHO» 1ii. Brumis
ajJipecaTa Ma€ Ha METI KOPUTyBaHHS HOTO aKTyaJbHOI MOBEAIHKH, 3MIHY CTPYKTYp 1
CIIEHApIiB CB1JIOMOCTI, IICUXOJIOTTYHUX CTaHIB, OLIIHOK TOIIIO.

BEPBAJIIBAIIAL — ue mnepeBeneHHs y BepOambHy (opMmy HeBepOalTbHHUX
KOHCTPYKIIiH, IepeBeIeHHs] HAa MOBHHI PiBEHb TOTO, III0 HE 0YyJIO BUCIOBIIEHO: ,, [00TO
Bu xotinm ckazartu ...”.

BEPMOHTCBHKI 3AIIHTAHHA. lloxonuTh BiJI aMEPUKAHCBKOrO MiCTa
BepmonT, nae skuteni Ha 3pa3ok TaOpOBIIB CBOEPITHO CTaBIATH 3allUTaHHA 1
BIIMOBIJJalOTh Ha HUX. 3AMUTYETHCS 1 BIJMOBIIAETHCS camMe Te, IO 3alUTYIOTh 1 HE
OlbIIIE.

BUHPA3HICTbh MOBJIEHHA — xoMyHIKaTHBHA SIKICTh TUCEMHOTO YU YCHOTO
MoBJIieHHs. [lomsirae B 1060pi MOBJIGHHEBUX OAUHUII (CII1B, pE€UEHB ), III0 HAUTOYHIIIIE,
OpUTIHAIBHO, IEPEKOHIUBO MEPENAIOTh JYMKY BUCIOBIIOBAHHS, IPUBEPTAIOTH yBary
yuTayviB 200 CIyXayiB, BIUIMBAIOThH HA 1XHI eMollii Ta nouyTTs. B ocHOBI B. M. nexars
Jesika HE3BUYHICTh, HOBU3HA, CBOEPIIHICTb.

BHYTPIIIIHE MOBJIEHHA (EH/JO®A3IA) — wmexaHi3sM poO3yMOBOi
TUSJIBHOCT1  JIIOJIMHU;, O€33ByYyHE MOBJICHHS, OCHOBHUMU (YHKIISMH SKOTO €
OTpalloBaHHs ¥ yCBiIOMJIEHHs 1H(OpMAaIlii, IUIaHyBaHHS MPOTrpamMu MailOyTHHOTO

MOBJICHHEBOI'O BHCJIOBJIFOBAHHAI.

r

T'IHITEPTHMHHH — nocTiiiHo 1miBHIeHUi HACTpIi; “my»xe kBaBa’ JIIOAMHA.

I'JIHBHHA CTEKY IHAMATI — xiJIbKICTh B3a€EMOJIIOYHUX OO €KTIB, SIKY
3/1aTHA OJHOYACHO YTPUMYBATH JIIOACHKA MaMsTh Ta MaHITyJIOBATH HUMHU.

I'PYIIOBA IIIEHTHYHICTb — opieHTallid Ha MNPUHAJEKHICTh 10 MEBHOL
rpymnu.
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I'PYIIOBA CYMICHICTHh - ocoOucricHa CyMICHICTh YJIEHIB TPYNH B
JUSITBHOCTI Ta 3a7]0BOJIE—HICTh B3a€EMOJIIEIO 3 TApTHEPAMHU I10 TPYIIL.

I'PYIIOBI EOEKTH — e TpynoBi MeXaHI3MH, 10 3a0€3MeYyI0Th 1HTETPALIiI0
IHIWBIAYaJIbHUX i B CYMICHIN IISJIBHOCTI TPyIH, TOOTO, CIPUYUHSIOTH TPYIOBI

MPOLIECH 1 BU3HAYAIOTh IPYIOBI CTaHU.

A

JIEBATH nipu3HadeHi s oOMiHY TyMKaMH B IyOutidHid ¢GopMi (Ha 300pax,
3aciJaHHsX, KOH(PEPEHIIIsX).

JECTPYKTHBHHH KOH®JIIKT - ne mo-CyTi BOpOXKHeda, BiifHa.
3aBgaHHSAM TIij] 9ac MEpPEroBOPiB € HE JOMYCTUTH MEPETBOPCHHS KOHCTPYKTHBHOTO
KOH(JIIKTY B IECTPYKTUBHUH.

JUKEPEJIO KOH®JIIKTY — ue 3apxau curyailisi abo CTaH, sSIKMl BUpaxkae
MPOTUJIEAKH] THTEPECH, LILJI1 a00 MOTPEOH.

JINCKYPC — CyKyIHICTh B3a€MOIIOB’SI3aHUX BHCJIOBIIIOBaHb (TEKCTIB), IO
peani3yloTbcs B MEBHUX COLIAIbHO—KYJbTYPHHX, YACOBUX 1 MPOCTOPOBUX yMOBax 3
ypaxyBaHHSM [IsJIbHOCTI YYaCHUKIB KOMYHIKalii (agpecata W aapecaHTa); Mpoiiec
BepOaNbHOrO U HEBEepOANbHOrO CHUIKYBaHHSA. MiHiManbHOIO onauHuLer [. €
MOBJICHHEBUH AKT.

JIHCKYCIA — ycua (abo mucemHa) (opma oprasizaiiii MOBJICHHS, Yy TIpOIIeci
AKO1 PO3IIIAJAIOTHCS MPOTHIIEKHI TOUKM 30pY; KOMYHIKATMBHA B3a€EMOJIS TPYNH
VYHIB, 1110 OPTaHi30BYEThCS I OOMIHY TyMKaM#, OOTOBOPEHHS CIIIPHOTO MMUTAHHSI.

JIUCIIYT — ue 1)3amxau nyOmmiunuii crip; 2) Gopma oprasizaiiii mornepeaHbo
MIATOTOBJIEHOrO IMyOJIIYHOTO OOrOBOPEHHS! CKJIAJHOIO CYNEPEWwIMBOIO MUTAHHS, Y
X0/l K0T HasiBHI pi3H1 (1HOA1I MPOTUIIEKHI) morisau. {ucmyToM Ha3uBawTh Gopmy
HaB4aHHs (YpOK), IO OyAy€eTbCsl Ha OCHOBI 3a3JaJIeTib MiJATOTOBJICHOI TUCKYCIi I
nepeadoayae 0OroBOPEHHs CKJIAIHOTO MUTaHHSA. MeTa AUCIyTy — HaJaTH MOKJIUBICTh
KOJIEKTUBHO MPOUTH NMUISIXOM TONIYKY 1CTHHHU.

JTHCTHUMHHH- 3aBx 1 CEepHO3HAa, 3aMKHEHA, IMOXMYpa JOAUHA.
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JIAJIOI — 1) dopma MOBJICHHS; CUTyaI[IfHO 3yMOBJICHE CITLIKYBaHHS IBOX a00
KUIBKOX 0C10, KOMYHIKATHBHI POJIi SIKMX 1HBEPCYIOTHCS (MOBEIb CTA€ aJpecaHToM, a
ajzipecaT EPETBOPIOETHCS HA MOBI, aAPECaTOM SIKOTO € MEepIInid MOBEIlb), 32 YMOBHU
BU3HAHHS Y4YaCHUKaMM CITUIKYBaHHs CIUIBHOT METH W HaIpsSMKy KOMYHIKAIli; 2)
dbopma ycHOT MOBH, pO3MOBa JIBOX OCI0, Yy sIKiit 0OMiH iH(POPMAITI€O 3AIHCHIOETHCS Ha
(¢ oH1 BpaxyBaHHsI IICHXOJIOTIYHUX CTaHIB CITIBPO3MOBHUKIB.

JIUVIOBE CHIVIKYBAHHA — 1) Buj crniuiKyBaHHS, BU3HAYAJIbHUM 3MICTOM
SIKOTO BUCTYTIA€ CITIJIbHA MISUTBHICTH JIFOJICH, 1X 3arajbHa CIpaBa; 2) KOJIU BPaXOBYIOTh
0COOJIMBOCTI OCOOM, ajie 1HTEepecH CIpaBU BBAXKAIOTHCS OLIBII 3HAYYIIMMH, HIXK
MOXJIMBI 0COOOB1 PO301’KHOCTI.

JAIVIOBA CTPATET'TA- ne y3araibHIOIOYa MOJIENb [, sIKI HEOOX1IH1 JJist
JIOCSITHEHHSI TTOCTaBJICHUX IIJIEH NUISIXOM KOOPJMHALIT,0NTUMAIIEHOTO PO3MOJUTY Ta
IJIaHYBaHHS BC1X KOMIIOHEHTIB KOMYHIKaTUBHOT'O MTPOILIECY.

JIOPEYHICTh MOBH — xoMyHIKaTHBHa SIKICTb MOBH; J001p, Oprasizamis
MOBHUX 3ac00iB, 110 poOOJSITH MOBY BIJIMOBIIHOIO METI, yMOBaMm, CHUTYaIlli
CHJIKYBaHHS.

JJOMIHAHTA — ncuxodi3ioNoriyHui YMHHHUK, 110 BU3HAYa€ Ha IIEBHOMY
MPOMIXKKY 4acy CIpSMOBAHICTh MUCJICHHS, IOBEIHKY 1 JiSJIbHICTD JIOJUHU.

JIYXOBHE, /IPYKHE CIIUVIKYBAHHA — ko MOXHa TOPKHYTHCS Oyab—

SIKO1 TEMH.

E

EK3AJTbTOBAHHH — cxunbHiCTH 110 TepebiTbIIeHHS, BilBEPTOTO BHPaXKEHHS
MOYYTIB, MOPOIKY€E KOH(DIIKT.

EKCTPABEPTHHH CYB’EKT CIIIIKYBAHHSA  cxunbHuii 10
cniakyBaHHA. CHUIKYyBaHHS — MOTO CTUXIS.

EKCITPECIA (nat. expressio — BHpaXeHHs) - 1) CHia BHPaKCHHS, BUSBY
AKUX-HEOYb MOYYTTIB, IEPSKUBAHB 1 T. 1H.; 2) MIIKPECICHE BUSBJICHHS MOYYTTIB,

NepeXHBaHb; BUPA3HICTh, 3) IHTEHCHMBHA BUPA3HICTh TEKCTY, IO CTBOPIOETHCA

(I)OHCTI/I‘-IHI/IMI/I, JCKCUYHUMMH, I'PaMaTHYHUMU, CTHJIICTUYHHUMU 3ac00aMH MOBH.


https://uk.wikipedia.org/w/index.php?title=%D0%A1%D1%82%D0%B8%D0%BB%D1%96%D1%81%D1%82%D0%B8%D1%87%D0%BD%D1%96_%D0%B7%D0%B0%D1%81%D0%BE%D0%B1%D0%B8_%D0%BC%D0%BE%D0%B2%D0%B8&action=edit&redlink=1
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EKCIIPECHBHICTHD Bu3HavaeThCs SIK "SKICTb MOBJICHHS, IO € BHUPa3HO-
300paxyBajbHOIO"; TMiJHECEHAa BHPA3HICTh, TaKa COILIAIBHO MW IICHXOJIOTIYHO
MOTHBOBAaHa BJIACTUBICTh MOBHOI'O 3HaKa, sIka J€aBTOMATHU3y€ HOTO CIPUHHSATTS,
HiATPUMY€ 3arOCTPEHYy yBary, akKTHUBI3Yy€ MUCJICHHS, BUKIMKA€E MOYYTTEBY HAMPYTy
ciyxaya.

EMOIIA — cy6’ekTUBHA peakilis JIIOJMHU Ha BIUTUB BHYTPIIIHIX Ta 30BHIMIHIX
MOJIPA3HUKIB, $IKa TMPOSBISAETHCA B BUIJISAII 3aJI0BOJICHHS YW HE3aJI0BOJICHHS,
CMUIMBOTO TTOPUBY, CTPaxy TOIIO.

ETHKA — BueHHS IPO MOpPajib 1 MOPAIBHICTb.

ETHKA JIUVIOBOI'O CIIUVIKYBAHHA — BueHHs Tpo TpOsSIBU Mopaii i
MOPAJIBHOCTI B A1JIOBOMY CHUIKYBaHHI, B3aEMUHAX JI1JIOBUX MapTHEPIB.

ETHKET — wopmu it mpaBuia, siki BimoOpakaloTh YSBICHHS HPO TigHy
CYCIIIIbHY MOBEAIHKY Jtofei. [IpaBuna eTukeTy CTOCYIOThCS 30BHIITHBOTO BHUTIISAY
0coOH, KyJIbTYpH MOBJICHHSI, YBaXXHOCTI, BMIHHS CIIyXaTH, 3/TaTHOCTI HAIATH MOCIIYTY
TOMY, XTO ii mOTpedye, BMIHHS KEPyBaTU CBOIMU HETATUBHUMHU €MOIIISIMH, TOIIIO.

E®EKT COIIIATIBHOI ® ACHIITAIIII - niincunenHs OMiHAHTHUX peaKIlii
B IIPUCYTHOCTI 1HIIUX OCIO.

E®EKT «CHHEPIII» — nepepaxkaHHA TIPyHOBOrO pe3ylbTaTy CyMH
pe3yJIbTaTIB 1HIUBIAyaJIbHUX.

E®EKT PUHI'EJIBMAHA — 3umKeHHS 1HAUBITYaIbHOTO BKJIaly B TPYTIOBHIA
pe3yabTaT 13 30LIBIIEHHSM KUIBKOCTI YJIEHIB FPYIIH.

E®EKT IPYIIOBOI'O WABOPHTH3MA — nHanMipHe CHPUSHHS WICHAM
CBOET TPYNH B MPOTUBAry 4YJjeHaM 1HIIOI TPYIIH.

E®EKT KOH®OPMI3MY — nianopsaKyBaHHS CBOEl AYMKH 1 MOBEIIHKHU
IPYNOBUM HOPMaM.

E®EKT MO/IH (nacninyBaHHsS) — JOTPUMaHHS 4YJ€HAMU TPYNU CHUIBHUX
€TaJIOHIB, CTEPEOTHITIB OBEAIHKH, 10 3MII[HIOIOTH iX YJIEHCTBO B IPyIi.

E®EKT OPEOJIY — uie mianopsiAKyBaHHs OI[IHOK OJHOI OCOOW JAyMIIl 1HIION

oco0u.
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E®EKT «MAATHHKA» — nyKiIiyHe YepryBaHHs TPYIOBUX €MOIIHHUX CTaHIB
y gaci.

E®EKT EMOIIIMHOI NIITPUMKH — ciBuyTTS 9¥ MOpajbHA JOTIOMOTa
OyIb—SIKOTO IIJIaHy 3 0OKY OJHUX YJICHIB ITPYIH 1HIIIUM.

E®EKT «XBHJII» — po3NOBCIOKEHHS B TPYII 171eH, IiJIel, HOPM Ta 1HIIUX
[[IHHOCTEMN, KOJIM BOHU MEPEXOSATh BiJl OTHOTO WiIEHA IPYIH A0 1HIIOTO JONOBHEHUMH,
PO3BUHYTUMHU 1 01T 30aradyeHUMH.

E®EKT «I1YJ/IbCAPA» —3MiHa rpynoBOi aKTUBHOCTI B 3aJI€KHOCTI B1JI pI3HUX
CTUMYIIB.

E®EKT «+bYMEPAHI'A» — tiposiBJICHHS HEJOBIPH 1 3BOPOTHOI peakIlii 10
JpKepena 1Hdopmarlii y BUNaaKy ii CylepewMBOCTI YU HETOCTOBIPHOCTI.

E®EKT «MH I BOHH)» — 1109yTTa pO3MEXyBaHHS 3 IHIIUMHU IPYTIAMHU.

E®EKT IHPHYETHOCTI — mnouyTTs BIANOBIJAIBLHOCTI 3a peE3yJbTaTH
JUSIIBHOCTI TPYTIH.

E®EKT I'PYIIOMHCJIEHHA — e cniocid MUCJIEHHS B 3TypTOBaHii rpyii,
KOJHM TIOIIyK B3a€MHOI 3TrOAM IIOYHMHAE TEPECHIIOBATH PEANICTUYHY OIIHKY

aJbTEPHATUBHUX JIIH.

K

JKAPIOH (dbp. jargon —«He3po3yMijga MOBa»; «Oe3rIy3/s»; «IeITOTAHHD,
B1JI raJlo—poM. gargone — «0a3ikaHHs») — COIIOJEKT (OAUH 3 PI3HOBUIIB COIlaIbHUX
TAJIEKTIB), SIKUW BIJPI3HAETHCA B JIITEpaTypHOT MOBU BUKOPUCTaHHSIM crierddidHOT,
EKCIIPECUBHO 3a0apBJICHO1 JICKCUKH, CHHOHIMIYHOI 70 CJIIB 3arajbHOTO BXHUTKY, a
TaKoX (pa3eosiorii, 4acoM 0COOJIUBOCTSIMU BUMOBH.

KAPIOHI3MAMMH wna3uBaioTh CJIOBa, BXKMBAHHS SAKUX OOMEXKEHE HOpMamMHu
CHUJIKYBaHHA, NMPUUHATAMU B MEBHOMY COLIAaJbHOMY CEpEAOBHINI. 3 1€l TPUYUHU
KAPTOHI3MU 1€ HA3UBAIOTh coyianvHumu Oiarexmuzmamu. KaproHizsmMu — 11
MEepPEeBaXHO Taki crernudivHi, eMOIIHHO 3a0apBiieHI Ha3BU TOHSTH 1 MPEIMETIB, SIKI

MarOTh HOPMATHUBHI BIJNOBIJHUKU B JIITEPATypHIA MOBI Ta, BIJICTyHalOud Bij Hei,


https://uk.wikipedia.org/wiki/%D0%A4%D1%80%D0%B0%D0%BD%D1%86%D1%83%D0%B7%D1%8C%D0%BA%D0%B0_%D0%BC%D0%BE%D0%B2%D0%B0
https://uk.wikipedia.org/wiki/%D0%93%D0%B0%D0%BB%D0%BB%D0%BE-%D1%80%D0%BE%D0%BC%D0%B0%D0%BD%D1%81%D1%8C%D0%BA%D1%96_%D0%BC%D0%BE%D0%B2%D0%B8
https://uk.wikipedia.org/wiki/%D0%A1%D0%BE%D1%86%D1%96%D0%BE%D0%BB%D0%B5%D0%BA%D1%82
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HAJal0Th TPOIECY CIHUIKYBaHHS aTMoc(epu HEBUMYIIEHOCTI, 1POHIYHOCTI,
(haM1iIBSIPHOCTI TOIIIO.

/KEPTBA — aapecart nii ICUXOJIOTIYHOT aTaKu.

3

3ACOBbH 3B’A3KY — ue nabip oOnajHaHHA Ta MEPEKEBUX KOMIIOHEHTIB,
BKJIIOYAIOYU TPOBOJM, Kabeni, aHTEeHH Ta CYMyTHI 3aco0HU, SIKi BUKOPHUCTOBYIOTHCS
MOCTAYaJIbHUKOM TOCIYT 3B’ 3Ky JJIs HAJJaHHS MTOCIYT 3B S3KY.

3I'YPTOBAHICThH — cCTiiiKiCTh CTPYKTYpPH TpyIH, ii 3JaTHICTb OMHUpATHUCS
CUJIaM, CTIpSIMO—BaHUM Ha MOcJ1a0beHHs], 800 pO3pUB BHYTPITPYIOBUX 3B’ S3KIB.

30HA KOH®JIIKTY — e 006nacTh, Jie peani3yeThcsi KOH(MIIKTHA B3a€MOIIS.

I

IMITEPATHB (nar. imperativus — BiaHuMii, Bif JaT. iMpero — waxazyio):

Imnepamus (B ropuctipyzieHiii) — o00B’43KkoBICTb. Hampuknan iMmnepaTuBHA
HOpMa (00OBsI3KOBa HOpMa). IMIepaTHBHHI METOA-1I€ METOJ] BJIAJHUX MPHUITHCIB
(Haka3ziB), sSIKU 3aCHOBaHUI Ha BITHOCHHAX CyOOpAMHAIIi] (MAMOPSIKYBaHHS) OJHUX
CyO'eKTIB 1HIIUM (3aCTOCOBYETHCA B KPHMIHAJIBHOMY, aJMIHICTPaTUBHOMY Ta iH.
rajry3sx mnpasa).

Iunepamus (B ¢inocodii) — 0e3yMOBHE MOpaibHE BEIIHHSA, KaTErOPUYHUM
imriepatuB Kanta — 3arajJibHUil BCEOXONHUN MOpPAJIbHUM 3aKOH, BHYTPIIIHBO
MpUTaMaHHUN KOXKHIM JIFOAUHI.

Imnepamuse (B MHIBICTUII) — HaKa30BHil crociO Al€CiIOBa.

IHIUBI/IYAJIBHICTh  —  CyKkymnHICTh  HETMOBTOPHUX,  YHIKaJIbHUX
BJIACTUBOCTEN 0COOH, 1110 BIAPI3HSAE ii BiJl IHIITUX JIFOJICH.

IHTEJIEKT — moackKa 3JaTHICTh MUCJIUTH, palliOHAIBHO Mi3HABATHU CBIT.

IHTEPEC — pymriiiHa cuiia JissTbHOCTI JIFOJICH.

IHTEPECH — 1e MOTUBH, SIKI 3MYUIYIOTh Bac 3ailMaTu came Ty, a HE IHIIY
MIO3UIIII0: Ballll MOTpeOu, OaKaHHS, KJIOMOTH, CTPaXx.

IHTEPIOPU3AIIA — tpancdopmaliis 30BHIINIHBOI MPEAMETHOI JiSIIBHOCTI
cy0’€ekTa B MOro BHYTPIIIHIO PO3YMOBY AiSUIbHICTb.

IHTYIIIA - suyTpimse crornsianHs.


https://www-lawinsider-com.translate.goog/dictionary/communications-facility?_x_tr_sl=en&_x_tr_tl=uk&_x_tr_hl=uk&_x_tr_pto=sc
https://uk.wikipedia.org/wiki/%D0%9B%D0%B0%D1%82%D0%B8%D0%BD%D1%81%D1%8C%D0%BA%D0%B0_%D0%BC%D0%BE%D0%B2%D0%B0
https://uk.wikipedia.org/wiki/%D0%9B%D0%B0%D1%82%D0%B8%D0%BD%D1%81%D1%8C%D0%BA%D0%B0_%D0%BC%D0%BE%D0%B2%D0%B0
https://uk.wikipedia.org/wiki/%D0%86%D0%BC%D0%BF%D0%B5%D1%80%D0%B0%D1%82%D0%B8%D0%B2_(%D0%BF%D1%80%D0%B0%D0%B2%D0%BE)
https://uk.wikipedia.org/w/index.php?title=%D0%86%D0%BC%D0%BF%D0%B5%D1%80%D0%B0%D1%82%D0%B8%D0%B2_(%D1%84%D1%96%D0%BB%D0%BE%D1%81%D0%BE%D1%84%D1%96%D1%8F)&action=edit&redlink=1
https://uk.wikipedia.org/wiki/%D0%9A%D0%B0%D0%BD%D1%82
https://uk.wikipedia.org/wiki/%D0%86%D0%BC%D0%BF%D0%B5%D1%80%D0%B0%D1%82%D0%B8%D0%B2_(%D0%BC%D0%BE%D0%B2%D0%BE%D0%B7%D0%BD%D0%B0%D0%B2%D1%81%D1%82%D0%B2%D0%BE)
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IHTPOBEPTHHH CYBEKT CIUIKYBAHHS ©He CXWIbHHHA 10
30BHIIIHBOTO JIIAJIOTY, Ma€ HECTIHKY 30BHIIIHIO KOMYHIKaTUBHY HAaCTaHOBY.
3ocepe/pKeHNT Ha aBTOCHUIKYBaHHI (3 co0o0t0). O6paznuBuii. Copomnusuii. He
CXUJIPHUHM JI0 CHUIKYBaHHS Ha OCOOHMCTI TeMH. Mae TapHy CHCTEMY 3aXHUCTY

“0co0uCTHX 30H .

K

KA3YVICTHYHI 3AIMHTAHHA. Metonuka 3amdTaHHs Taka: ITiIBEICHHS
Ipele/ieHTa i/l KOHKPETHUI BUMaaoK. Lle cipuTHICTh, BMIHHS BUKPYYYyBaTHUCH.

KIHECHKA (np. -rpetl. Kivnolg— pyx) — CYKYMHICTb PyXiB (3K€CTiB, MIMIKH),
10 3aCTOCOBYIOTHCS B MPOLEC] JIFOJCHKOTO CIUJIKYBaHHS (32 BUHSTKOM PyXiB MOBHOI'O
amapary).

KIIACTEP  BIICYTHOCTI Y  CYB’€EKTA  AJEKBATHOIO
CIIPHHHATTA 30BHIIIHbOIO CBITY («3BOAUTH TOBITPSHI 3aMKI», «HE
0a4YMTH )11 CBOTO HOCA», «BUTATH MK HEOOM 1 3€MJICIO»).

K/IACTEP YTPYJHEHHA BJIACHOI AKTHBHOCTI («<TOBKTH BOIY
B CTYIi», «IIEPEJIUBATH 13 ITYCTOTO B TOPOKHEY, KKICITH TyPHS).

KIIACTEP CYB’EKTHBHOI OIIHKH BJIACHOI IOBEJIHKH
(«cicTH B KaIIIOXKY», «IIATOPHYTH XBOCTA», KYXOMUTH IIHAJIOM MATOKW», «CIIMaTH
OOTM3HS»).

K/IACTEP IIOPYUIEHD IIIVIECITPAMOBAHOI JIAIbHOCTI («6iratu
3a JIBOMa 3aMIIMU» — KOHCTaTallisi HEMOXIJIMBOCTI peami3aiii ABOX IJIeH Biapasy;
«BTYTHUTHCS, K TEJS HA HOBI BOPOTa» — HE3/IaTHICTh 1IEHTU(DIKAITIT I11JT1; «JIOMUTHUCS Y
BIJIKPUTI ABEP1» — HEAEKBATHICTD I[UT1 AisIM; «BJIABATHCS B aMOIL1I0» — MIJMIHA 111
T HUJITF0CAaMOCTBEPIKEHHS ).

KIIACTEP AMOPAJIBHOCTI («3aropTaTd >Kap 4YY>KUMH pPyKammu»,
«MOpHATUCS B YY1 OUTM3HI», «TPUMATH KaMiHb 3a MA3yX0l0», «IUTIOBATH B AYIIY»,

«IIIKJIACTH CBUHIO», «3BATFOBATH 3 XBOPOI TOJIOBU HA 3JIOPOBYY).
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KIIACTEP BPEXJITUBOCTI («3amMwiioBaTH oO4l», «OOKPYTUTH HAaBKOJIO
nanblsy», «OpaTu Ha MYNIKY», «HAIYCKaTH TYMaHy», «JIOBUTH puly B KajdaMyTHIH
BOJII»).

KIIACTEP KOH®OPMI3M Y («i BaluM, 1 HAllIUM», K TPUMATH HIC 32 BITPOMY,
«HUTH TUISIXOM HAUMEHIIIOTO OTIOPY»).

KOTrHITUBHHH — po3ymoBHil TpoleC MOB'S3aHMI i3 CIOPUAHATTAM,
(dhopMyBaHHSIM MOHSTh, BUPIIICHHSIM 3aBJIaHb, YSIBOIO Ta JIOTIKOIO.

KOI'HITUBHA IICUXOJIOT'TA — nanipsim B CydacH1d TICUXOJIOT1I, 110 3BSA3YE
MOBEJIIHKY JIFOJIEH 31 CBIJIOMICTIO, MI3HABAILHOIO 3J]aTHICTh 1 MUCJICHHSM JIFOJCH.

KOMYHIKAI[IA — cninkyBaHHs, niepeaada iHGopmarii.

KOMYHIKAIIII - crhinkyBaHHS uWieHiB Manoi Tpymu B  TIporeci
KUTTETISIIBHOCTI TPYTIH.

KOMYHIKATHBHA KOMIIETEHTHICTh — 3patHiCTB 0CO0OM [0
e()eKTUBHOT KOMYHIKallli B KOHKPETHUX CUTYyalisIX MI)KOCOOOBOI B3a€MOII.

KOH®INEHIIIHHE CIIIKYBAHHA o3Hadae TOBiIOMICHHS, SKE He
MPU3HAYEHE JJIs1 PO3TOJIOIEHHS TPETIM 0c00aM, KPIM THX, IKUM PO3TOJIOIICHHS € JJIs
CIPUSHHS HaJlaHHI TPO(eCciitHUX IOPUIUIHUX TOCITYT KIEHTY a0 THX, sIKI PO3YMHO
HEOOXI1H1 JJIs Mepeayil MoBiIOMIICHHS.

KOHTEKCTOM KOMYHIKAIII ¢ Bcs cucPO3/IIJI wineii i pe3ynbTaTis,
KOJTyBaHHS 1 IEKOTyBaHHS, IPUXOBAHUX MOTHUBIB 1 0COOUCTHX IILJICH.

KOHCTPYKTHBHHH KOH®JIIKT 6a3yeThcsl Ha KOHKYPEHILii, ane He Mae
pyHHIBHUX HACHAKIB. CTOPOHU TAKOTO KOH(IIIKTY MalOTh CIHUIbHI IHTEPECH HABKOJIO
AKOICh MPOOJIEMH, ajie B KOKHOTO 3 HUX € CBOI MOTJIAIM HA i BUpIIIEHHS, TOOTO B
MPOLIEC] MEPErOBOPIB MOKYTh BUHUKATH JUCKYCIHHI, CITIPHI TUTaHHS.

KOH®JIIKT — ue ¢dopma BuUpakeHHS TpoTUpivyds, OOpoTh0a 3 METOI0
HEWUTpani3yBaTH MNPOTUBHUKA, HAHECTHM HOMY 30UTKIB; 1€ TCUXIYHAa Hampyra i
AHTaroHICTUYHA BOPOXKICTh; 1€ JOCSITHEHHSI CBOIX LIJIEH 3a paXyHOK MPUAYIIECHHS
NPOTUIEKHUX IM.

«KPYTJIHH CTIL/» — Tpauuiiine AiloBe 0OrOBOPEHHS.


https://www-lawinsider-com.translate.goog/dictionary/confidential-communication?_x_tr_sl=en&_x_tr_tl=uk&_x_tr_hl=uk&_x_tr_pto=sc
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M

MAJIA T'PYIIA — weuucneHHa 3a CKJIaJOM Tpylla, 4ieHU sIKOi 00’eqHaH1
CHUIBHOIO JISUTHHICTIO 1 3HAXOAATHCA B O€CTOcepeIHhOMY 0COOMCTOMY KOHTAKTI.

MAHITTYJIAIIA — npuxoBaHe YIpaBJiHHS JIIOAUHOIO MPOTHU 11 BOJI 3 METOIO
OTpUMAaHHS OJHOCTOPOHHBOI BUTO/IH.

MAHIITYJIATOP — iHiuiatop MaHImyJIALIi.

MAHIIYJIATUHBHE CIIUVIKYBAHHA — cninkyBaHHS, CHOpSMOBaHE Ha
OTPUMAaHHs BUTO/U BiJl CIIIBPO3MOBHHUKA.

META — 1e sicHui 1 4iTKU# (4acTo palioHaIbHO OOTPYHTOBAHUI) HaMIp.

META®IZHYHI 3AITHTAHH BuxoasaTh 32 MeX1 HasBHOTO JIOCBIAY, HA HUX
HEMa€ OJTHO3HAYHOI BIAMOBI/, 3 HUIMU HE MOXHA aHl MOTOJIUTHCS, aHl CIIPOCTYBATH.

MIKOCOBOBE CIIIVIKYBAHHA — crniinkyBaHHS MK OKpEMUMH OCO0aMH,
3yMOBJICHE OOCTaBMHAMU MPUPOJAHBOTO 1 COIIAJILHOTO CEPEJOBHUINA, a TaKOXK
0COOMCTUMHU MOTHBAaMHU, IO MPOSIBISIOTHCA Y NOTpedax, IHTepecax, MUBIX 1 11eanax
TUX YH 1HIIUX JIOACH.

MIKPOCEPE/[OBHIIIE — yacTuHa TPUPOJTHOTO 1 COLIAIIBHOTO MPOCTOPY, Y
SAKOMY B3a€MO—/I1I0Th 0c00a a00 1HIII CY0'€KTH B MPOILIECI CBOET KUTTEMISIIBHOCTI.

MOBJIEHHA — ue matepianbHui, (i3udHUN MPOIIEC, pe3ysIbTaTOM SIKOTO €
3BYKH MOBH.

MOBA — ue abcrpaktHa cucPO3/IJI 3HadyeHb, 3MICTy 1 MOBHUX CTPYKTYD
(3HaKiB, CHUMBOJIIB).

MOAEJIb CIHUIKYBAHHA — Qopma chouikyBaHHS, MIANOPSIKOBaHA
JNOCSITHEHHIO Hamepes BU3HAYEHO1 METH.

«MO3KOBA ATAKA» — e HeBNOPSAKOBaHE OOTOBOPEHHS.

MOPAJIb — ocobnuBHii CIIOCIO MPAKTUYHOTO a00 TyXOBHOTO Mi3HAHHS CBITY,
4yepes OLIHKY HOTOB TaKUX MOHSTTSX, K J00OpO, 4Y€CTh, COBICTh, T'1AHICTb.

MOTHBH TIOBE/ITHKH — (daxkTopu CIOHYKaHHS 10 A1SUIBHOCTI, OB'S3aHO1

13 32/I0BOJICHHSIM TIOTPEO JIFOTMHH.
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H

HACTAHOBA CBLIIOMOCTI — ue cTtaBiCHHS JIIOJWHU 10 OTOYEHHS, SIKE
TPYHTYETHCS] HA BCbOMY i1 )KUTTEBOMY JIOCBI/II.

HEBEPBAJIBHE CIIUVIKYBAHHA — wnecnoBecHu#M OIK CIUIKYBaHHS 3a
JOTIOMOTO0 MIMIKH, Bi3yaJIbHIUX KOHTAKTIiB, )KECTiB, TOIIIO.

HE®OPMA/IBHE CIIUIKYBAHHA o3nauvae Oy Ib—SIKUI crocio
CHUIKYBaHHS, KpIM MHUCbMOBHUX €JIEKTPOHHUX JIUCTIB JI0 KOHTAKTHOI 0OCOOH,
BU3HAUYEHOI JJI [[bOT'O 3aIIUTY.

(0]

OCHOBHHH MET: 0/l bOPOTbKH 31 CKIIA/IHICTHO — nexoMmo3uIlis
3a/1a4yl Ha OKpeMI 3aBJIaHHs 1 PO3IO/LI iX MO PI3HUM BUKOHABLISIM.

OCOBA — xapakTepuCTHKa COIIaIbHOI IPUPOIH 1 CYT1 JTIOAUHU, CYKYTHICTb ii
COLIIAIbHUX SIKOCTEH sIK CyO'€KTa JISJIbHOCTI, MUCIEHHS, TPOMaJChKUX CTOCYHKIB 1
MIKOCOOOBOTO CILJIKYBaHHS.

OCOBHCTHH ITPOCTIP. ®izuuna BificTaHb, Ha SKOMY IIepeOyBarOTh JOIH

I1]T YaC KOHTAKTY 3 1HIIUMH.

IT

IHAPAMOBA — (napa— npedikc y JaBHbOTPELIbKIA MOBI, SIKUI O3HAYA€ MOPS,
MOB3) — HEBEPOAIbHI 3BYKOB1 CUTHAIIH, 5IKI O(DOPMITIOIOTh MOBY — TOHAJIBHICTB, 3BYK,
TeMI, May3H, 31TXaHHS TOIIIO.

HEJAHTHYHHH — “3a8ymmuBicTs”, CXHIBHICTB 10 HAAMIipHOT aKypaTHOCTI,
dbopmaiizmy, CyMHIBaM

IHEPE®PA3YBAHH! — 1ue TexHIKa BIATBOPEHHS TMOMEPEAHBOT AYMKHU
CIIIBPO3MOBHHKA JJII TOTO, MO0 IMepekoHaTucs, 1o Bwu ii 3po3yminm mpaBHIIBHO:
»JIKIIO 51 TPaBUIIBHO 3PO3YMIB ...”.

IHHAKETYBAHHA — B 011H MakeT IOMOBJICHOCTEN MOB’SI3yI0ThCA 1 MPUUHATHI,
1 HEMPHUIHATHI TS CITIBPO3MOBHHKA TIO3UIII].

IHO3HIITHHHAH TOPT — 1ie cutyarisi, KOIM XTOCh i3 CITIBpPO3MOBHHKIB 3aiiMae

MIEeBHY, SIK MPABWJIO, 3aBUIIEHY MO3UIIII0, MIATBEPIKEHY ITU(DPOBUM MaTepiaioM, 1 B
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IpoIIeCi MEPETrOBOPiB MOCTYNOBO ii 3MIHIOE. By Ib-sKHIT KPOK HA3yCTPid PO3LIHIOETHCS
AK TIOCTYIIKA.

HO3HIIHHUH THCK. Voro mpossu: 1) HaBucaioua 3arposa 3pHBY
NEPEroBOPIB - HArHITaHHS TaKoi aTMoc(epu YacoM 3MYIIye CIiBPO3MOBHUKA UTH Ha
MTOCTYTIKH, 100 MEPErOBOPH BCE XK TaKU BIIOYJIHCS; 2) IEKJIapyBaHHS €KCTPEMaIbHUX
BUMOT; 3) 3pOCTar0ui BUMOTH — KOJIM CITIBPO3MOBHUK HJIe HA MOCTYIIKY, BUMOTH 0
HBOT'O 3POCTalOTh; 4) MCUXOJOTIYHUN TepOp — HAMOUIBII arpeCUBHUM 1 PU3HMKOBHIMA
cnoci0, ynbTUMaTHBHAa (opMa TIEPEroBOpPiB; 5)’NCUXONIOTIUHI TOWAanKu’; 6)
3aTATYBaHHA 4acy; 7) ,,ITI0O3MIlIHA TBEPICTh — yAaBaHa 0alIyXICTh J0 pe3ybTary
MIEPErOBOPIB.

HHOBUI/IOMJIEHHA «EX PARTE » o3Hadae ycHe a00 MNHChbMOBE
MOBIJJOMJICHHSI, SIK€ HE € BIIKPUTUM JIJIsi TPOMAJICHKOCTI, IIOJI0 SIKOTO HE HAJIA€ThCS
pPO3yMHE TOTIEpEAHE MOBIJOMIIECHHS BCIM CTOPOHAM, ajie BOHO HE BKIIIOUYAE 3aMUTH Ha
3BITH IIPO CTaH 3 OyJIb—IKOT0 MUTAHHS a00 MPOBAKEHHS.

“flIoALlI 3/10OBHYI”. 1le#i Tum meperoBopiB — JOTOBIP CHiBy4YacHUKIB. B
MDKHApPOJHINA MPaKTUIll € 0araTo mojiOHUX JTOMOBJICHOCTEH: 1€ MO cep BIUIUBY,
MOJILJT KOJIOHIH TOIIIO.

IIOJIEMIKA Bupaxae Takuil BHJ OOTOBOPEHHSI, SIKUW XapaKTEPHU3YEThCS
HEMIPUMUPEHHICTIO OCHOB.

IIOCTOPOHHI CIIOCTEPIT'AYI — cyG’exTH, TPUCYTHICTh SIKUX TIIACHIIIOE
e(eKT BiJ aTakwu.

IIPHHOM ITOJABIHHOIO TIYMAYEHHS — BUKOPHCTOBYETHCA HA
3aBepIIATBHINA CTaJii IePEroBOPiB, KOJIM B JOKYMEHT 3aKJIa/Ia€ThCS MOABIMHUN 3MICT,
HE MOMIYCHHUIN TapTHEPOM.

IIPHHOM ,,CAJIAIMI” — iioro cyTh HOJSrae B TOMY, 1100 3MYCUTH TIapTHEPa
NEepIIMM BIIKPUTH CBOKO TMO3MIIIO, a IH(QOpMAalil0 MpPO BJACHI WLl MOJABATU
MaJIeHbKHUMH MOPIISMHU.

1nHPuUmMycC J10 jIIf — MpUXOBaHE CMOHYKAaHHS aapecara J0 HEBUTITHUX IS

HBOTO JTIH.
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ITPUMITHBHE CIIUIKYBAHHA — xonu OIIHIOOTH 1HINY JIIOAUHY SIK
noTpiOHMI 200 HEMOTPIOHUM 00'EKT

IIPOKCEMIKA — xoMiHKallif IUISXOM B3a€MOPO3TAIlyBaHHS IO/ B
IPOCTOPI.

IIPOIIEC KOMYHIKAIIII — ne, mepenadya moBimoMiIeHHs, iH(OpMAIii,
IpUiOM TOBIAOMJICHHS, OIpaIfoBaHHs 1H(OpMarllii, BUKOHaHHS Mii, OpraHizaiis
B3a€MOIII.

IICUXIKA JTIO/ITHHH — CcyKymlHICTh yCiX BIAQCTUBUX JIIOJWHI TCUXIYHUX
IpoIieciB, IO Tak a0 1HaKIIe BiJIOMBAIOTh OO0'€KTUBHY MPHUPOJHIO 1 COLIAIBHY
JUHCHICTB.

IICUXOJIOI'TA OCOBH — ocHOBHA KaTeropis MCUXIYHOI HAayKH, MepeayCciM
3arajbHI{ TICUXOJIOTI, [0 BUBYAE YC1 TPOSBU MCUXIKHU JIFOCH.

IICUXO0JIOTTIA CIUIKYBAHHA — po3ain 3arajibHOi 1 COLIAJIbHOL
MICHUXOJIOT1, IO PO3KPUBAE IICUXOJIOTTYHI MEXaHI3MU CIIJIKYBaHHS JIIOJIEH, TTEPEayCIM
CTUMYJIA 1 MOTHUBU CIIUJIKYBaHHS, WOro crocoOu, GopMHu 1 CTEpEOTHIH, a TaKOX
"TeXHOJOT1i" CIUJIKYBaHHS.

ITCHXOJIOTTYHHH KJIIMAT — ne sikicuuii 6ik Mi’koCOOOBHX BiHOCHH, 1110
MPOSIBIISIETBCSL Y BUIJIANL CYKYIHOCTI TICMXOJIOTIYHHUX YMOB, SIKI CIPUSAIOTH a0o0
3aBakarOTh MPOJYKTUBHIN CYMICHIN IIsUIBHOCTI YM PO3BUTKY OCOOU B TPYIIL.

IICHXOJIOTTYHA BIHHA (anrn. Psychological warfare (PSYWAR)) —
CYKYIHICTh Pi3HUX (DOpPM, METOJIIB 1 3acO0IB BIUIMBY Ha JIIOJAWHY 3 IIJUTIO 3MIHU B
OaxaHOMY HANPSIMKY 11 ICUXOJOTIYHUX XapaKTePUCTUK (MOTIISAIIB, JYMOK, IIIHHICHUX
Opi€HTaIlili, HACTPOiB, yCTAaHOBOK, MOTHBIB, CTEPEOTHUIIIB IOBEIIHKH), a TaKOX

IpynoBUX HOPM, MaCOBUX HACTPOIB, CYCIUJIbHOI CBIJIOMOCTI B I[IJIOMY.

P

PUTYAJI — nupaBuna, 3a SKUMH oco0a NEpPEeBaXHO [l€ y BIANOBIIHUX
00CTaBHHAX.

PHTOPHKA — HayKa Mpo CocoOu MepeKOHAHHA Ta BIUIMBY Ha ayJUTOPIIO 3

ypaxyBaHHSIM ii 0cOOIMBOCTEMN
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PE3IOMYBAHHA — niiiBeicHHS TT1JICYMKiB O€CiIH.
PO3YMIHHA — 11e 1yXOBHO-TIPAKTUYHE 3aCBOEHHS 1H(POpMaIii.

C

CBITCBKE CIIUVIKYBAHHA — ne 6e3npenMeTHe CHIIKyBaHHS, KOJHIIOIU
TOBOPSITH HE T€, 1[0 JyMalOTh, a T€, 1[0 HAJIEKUTH TOBOPUTH B MOJIOHUX BUIAAKAX.

CEPEJIOBHIIIE MAHIIIYJIALIII — 30BHIIHE cepeoBUINE, B SKOMY
3MIIACHIOETHCS aKT MaHIMyJIAIi1, BKIIOYAI0UH 1 CTOPOHHIX CIIOCTEpiravis.

CIIIVIKYBAHHA Bu3HadacThCs B IICUXOJIOTIT SIK B3a€MO/I1A IBOX a00 OUIbIIE
JOJIeH, 110 ToJIisArae B 00OMiHI 1H(pOpMAIIi€l0 MI3HABAIBLHOTO, EMOIIIHHOTO 200 1HIIOTO
XapakTepy.

CKIIA/THA TIPOI'PAMA — niporpama, CyKymHICTb 00’ €KTIB IKOi TIepeBaxae
INIMOMHY CTEKY JIFOJICHKOT MaMsITI.

CIIOHYKAIOYHH MOTHB — nprxoBanuii HaMip.

CTATYC - ue wmicie uieHa rpynu B HedOpMaslbHIN TpYIOBii 13papxii 3a
CYKYHHICTIO HOTO IICUXOJOTTYHUX XapaKTEPUCTHK.

COLIIOMETPHYHA CTPYKTYPA I'PYIIH — ue CyKymHICTh CYIIJIETINX
MO3MULIINA YJIEHIB TPYNH B 3aJIEKHOCTI B/l XapakTepy HaJaHHS TUX YW IHILUX [EepeBar,
CUMIIATIN, aHTUNATIN Y CTOCYHKaX MK YJI€HaMH Ipynu

COILITATBHUH CTEPEOTHIT — ne cucPO3/IIJI  exoHoMii pecypciB B
MpOoIIEC] OLIHIOBAHHS MOJEJIEH CepeOBHILA.

CTEPEOTHII - uie 1) criiika, cupolieHa {yMKka CTOCOBHO OKPEMHUX JIofieit a0o
CUTyariii; 2) ycrajeHuil madJoH MHCICHHsS, 3a0000H, SK TpaBUIO, HE Mae
0e3IMocepeIHbOr0 BIAHOLIEHHSI O PEajbHOCTI; 3) yCTaJeHe CTaBJIEHHS A0 MOAiM,
BUPOOJIEHE HA OCHOBI MOPIBHSHHS 1X 3 BHYTPIIIHIMH 1/IeajaMHu.

CTPATETI'IA o3navae MiaHyBaHHA 1 MPOBEACHHS B KUTTS T€HEPAJBbHOI JiHII,
MOB’S13aHOI 3 OCHOBHOIO METOI0, 33 IONOMOI'OK0 BUKOPUCTAaHHS Ta KOMOIHYBaHHS BCiX

JIOCTYITHUX 3aC001B 1 METOTIB (TAaKTHKH).
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CTPATETIA AK TAKTHKA BHBOPY TAKTHK - Bun paiioHaJIbHOL
JUSJIBHOCTI, €JIEMEHTAPHUMHU JisIMU SIKO1 OYIyTh NMPUMHSATI MPOIO3HIIii ad0 BiaMOBa
BiJl paHillle MPUHHATHX.

CTPATETTYHHH CllEHAPIfl - ONHC MOXJIMBOTO XOJy TOJIA B
KOMYHIKaTUBHOMY KOHTAKTI.

CTPYKTYPA COLIIAJIbHOI BJIAJIH B I'PYIII — 1ie iepapxis B3a€MHOTO
PO3MIIIICHHS YJIEHIB TPYIH B 3aJIEKHOCTI BiJl X 37aTHOCTI BIUIMBATH Ha MPUHAHSITTS
IPYHOBHX PILLICHb.

CXOJIACTHYHI 3AITUTAHHA. BinnoBiap Ha 3aldTaHHS BUYUTYETHCS 13
THUX KaHOHIB, TEKCTIB, sIKI BBAXKAIOTHCSA HETIOXUTHUMH, OPTOIOKCATTLHUMU.

CIHIEHAPIH — ne ¢dopma NporHO3yBaHHS, Iepen0aueHHs, aHATITHUHOTO

MiIpaxyHKy BapiaHTIB, BpaXyBaHHS albTEPHATUB, UMOBIPHOTO X0y PO3BUTKY MOJIH.

T

TE3AYPYC  OCOBHUCTOCTI -  cucPO31UI OCOBUCTHUX
KOHCTPVYKTIB, sKoio aKkTHBHO KOPHUCTY€TbCS IHIWBI JJI OpIEHTYBaHHSA B
MPEMETHOMY Ta COIIaJIbHOMY CEPEJOBHIII Ta MOOYIOBU BJIACHOI JIiHIT MOBEIIHKH.
OnuumM 13 komnakTHUX crioco0iB nipeacTaBieHHs TJI € ocooucticui "CEMAHTHUYHI
I[TPOCTIP".

TEMIIEPAMEHT — bynaamMeHT XapakTepy, 1€ 3araJIbHUi CTHIIb pearyBaHHs
HEPBOBOI CUCTEMH Ha HABKOJIMIIIHE CEPETOBHILIE.

TPAHCAKIIIA — ue nis (akiiis) CipssMOBaHA Ha 1HITY JIFOJIUHY .

TPAHCAKTHHH AHAJII3 — anani3 3MicTy Jii 0JHOI JTIOMHY Ha iHIIYy.

“TPETEHCBKHH CY/]” — xonu 1Bi CTOPOHH HisfK HE MOXYTh MiXk COOOIO
JIOMOBUTHCS 1 3BEPTAIOTHCS 10 TPETHOI.

TEXHOJIOI'IA CIHIVIKYBAHHA — Bu3HaueHUH JTIaHIIOKOK B3a€MO3B'I3aHUX
KOMYHIKaTUBHUX JIIH.

TEXHIKA APT'YMEH TAlIII" — 1€ YMIHHS HABOJIUTHU JIOT1YH1 apTyMEHTH.

TEXHOJIOT'IA TICHXOJIOTTYHOI BIHHH: 1) CTBOpPeHHS CTPECOBHX

CUTYyaIliil — HarHITaHHS €MOIIHOTO HANpYXEHHS, CKaHJaTIB; 2) 0COOUCTI BHMAaU
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IpPOTH KOHKPETHUX YJIeHIB jesnerailii; 3) aBodakTopHa MOJENb IEeperoBopis; 4)

MOTPO3H YU MIAHTAX 3 OOKY MPOTUJICKHOT CTOPOHHU (peabHi a00 (hasbInBi).

Yy

YCHE CIIUIKYBAHHA o3nauae Oyab—siKe yCHE MOBIIOMJICHHS, BUMOBJICHE
0c000¥0, SIKa OYIKYE, IO TaKe MOB1IOMJICHHS HE ITiIJISTAE TIEPEXOTUICHHIO 32 OOCTaBHH,
SK1 BUIIPABIOBYIOTh TaKe OYIKYBaHHS, ajle TaKWMMl TEPMIH HE BKIIIOYAE OYJIb—sIKI

€JICKTPOHHI MMOBIIOMJICHHS;

()]

DIHAHCOBA KOMYHIKAIIA cnipsiMoBaHa Ha MiIBUIIEHHS KOHKYPEHTHHUX
nepeBar KOMIaHii Ha pUHKY Ta y (JIHAHCOBOMY CITIBTOBAPUCTBI 3 METOIO 3a7TyUeHHs
TNIOTEHIIHNX iHBecTOpiB Ta (iHaHCOBMX pecypciB. Moro Mera — IIigBHIINTH
oO13HaHicTh KoMIaHii Ta ii KepiBHULITBA, TEHEPYIOUU NOCTIMHUIA MOTIK 1H(OpMaIii 10
BHUCOKOI permyTalli, pOpMyBaHHs AyMKH, MIHIMI3allli BIUTMBY HETATUBHUX HOBHH a00
ITOKPALIEHHS 11 CIIPUNHSATTL.

DIHAHCOBA KOMYHIKAIIIA BupaxaeTrbcsl TAaKOX y PO3LIMPEHHI Ta
YOpaBIiHHI BIIHOCMHAMH Ta KOHTAaKTaMH 3 KJIIOYOBUMHU TPABIFIMH PHHKY:
yCTaHOBaMHU, paIHUKaMH, OaHKaMu, FOPUAUIYHUMHA (PipMaMH.

DOPMAJIBHE CIIUIKYBAHHA — xonu BiICYTHE MparHeHHs PO3yMITH 1
BpPaxoOBYBaTH OCOOJMBOCTI OCOOM CHIBPO3MOBHUKA 3 BHKOPHUCTAHHSIM MAaCKH
(BBIWJIMBOCTI, CYBOPOCTI, 0aiily’)KOCT1, CKPOMHOCTI, CIIIBUYTJIMBOCTI 1 TOMY TO/I10HE).

DOPMAIBHO-POJIEBE CIHHIVIKYBAHHA — xonyv peraaMeHTOBaHI 1 3MICT,
1 3acO0M CIUIKYBaHHS 1 3aMICTh 3HAHHS 0COOH CITIBPO3MOBHHMKA 00XO0ISTHCS 3HAHHSIM
Horo coriagbHOI poJTi.

"DOPC-MAKOP'" y nepexinani 13 ppaniry3pkoi MoBH (force majeure) o3Havae
"HemepebopHa cuia". B ykpaiHCbKOMY 3aKOHOJABCTBI MMiJlI HEMEPEOOPHOIO CHUIIOIO
pPO3yMIIOTh Ha/3BUYAllHI Ta HEBIABOPOTHI OOCTaBMHU 3a JAHUX YMOB IMPOBAKECHHS

IISJTBHOCTI.
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@ YHKIIIOHAJIbHI CTPATETIII — BryTpimHiii pecypc MOMIMIIEHHS CTYTEHS

e(EeKTUBHOCTI ¥ HAAIHHOCTI BJIACHOT MO3MITI].

I

HUKJIOITHHH — npxniyHa 3MiHAa HACTPOIB JIIOAMHM: TIOBOJMTH cebe K

TIIEPTUMHUK,TO SIK TICTUMUK;

i |
YYTKH - cneuudiunuii Bujx iHdoOpMalii, [0 TMPOSBISAEThCA 13—3a
iH(dopMaIiiHOTO Bakyymy, a0 3 METOI0 3YMHCHOTO CIPUYMHEHHS TEBHOI Jii Ha

CB1JIOMICTh YJICHIB TPYIIH.

11}

HIIOPHU:

Bpartu (y3aTH, pijko yOpaTH) B LIOPH KOTO: a) MJAKOPATH CBOIN BIail, BOJI,
CTaBUTU B 3aJEXKHICTh BiJ cebe koro—HeOynb. — He Tpeba Ham momyckatu im
[6araTupsM]| mie B OUTbIy cuiay BOWUTHCS. Bo Tomi BOHM Hac Imie AyXK4ue B IIOPH
BI3bMYTh Ta W€ ¥ 3 ycixX OOKiB: 1 CyJIoM, 1 3emiiero, 1 ckoTuHOor0 — BciM (bopuc
I'pinuenko, II, 1963, 354); 3ymiB [[10TbOMKIH] y3STH B IOPH PO30IMHUIIBK] TYPEIILKO—
TaTapCchKi OpJAM, CHOUHUTH iX PYIHHMUIIBKI HACKOKM Ha TIBJIEHHI 3eMIl
VYkpainu (Cnupunon Jo6poBonbscekuii, OuakiBcbkuii po3mup, 1965, 394); — Hesxe
yepe3 LUX JieJapiB 1 M'SHUIL 3aruHe Bpoxain? Yi3stu ix y 3amizHi mopu! (Onech
Jlonuenko, I, 1956, 79); — Ko3zaku cami Tam [y Tabopi| mOparOThCs, a HaIlloMy Opaty
narTh oraobiero no ramanuky! — Ilo x ome? Jlak 1ie Hac ko3aku, Ma0yTh, yOpaiu B
mopu? (IlanTeneitmon Kymim, Bubp., 1969, 173); 6) Te came, mo BuuutyBatu 5. Sk
MIPHUiXaB 3 JIIJIOM CEeKpeTap, Ta K BUKIHUKaB [ apKyIry mpsMo 3 mocTesi B KOHTOPY, Ta
aK y3sB Moro B mopu (IBan Psbokisau, 3onotorucsunuk, 1948, 52); Xogutu B
mopax — OyTH 3aJeKHUM BIJ KOTOoCh, KOpUTHUCS KOMYCh. [[3oren:] Temepa 3
MOJIOJUMHU TPYAHO. MOB KOHI—HEYKH, PBYTh IOBOJM 1 HE XOTATh HiSK XOIAUTH B

mopax (Jlecs Ykpainka, III, 1952, 297).
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Acculturation. A process of cultural transformation initiated by contacts
between different cultures. At a global level, acculturation takes place as societies
experience the transforming impact of international cultural contact. The global trend
towards modern economic organization and developed market economies has been
accompanied by a process of cultural transformation. Individuals experience
acculturation when their social roles and socialization are shaped by norms and values
that are largely foreign to their native culture. [DP]

Active listening. Process of analyzing and evaluating what another person is
saying in an effort to understand the speaker's feelings or the true meaning of the
message. [SB]

Active public. People who are aware of a problem and will organize to do
something about it. [BA]

Ad hominem. A fallacy that attacks a person rather than the argument itself.
This is also referred to as "name calling." [SB]

Agenda. List of all topics to be discussed during a meeting. [SB]

Agenda-setting. Function of mass media to the relative importance of our
attitudes on issues. The perceived importance of issues is related to the attention given
to those issues by the media. [IRW]

Agenda-setting effect. The influence of the mass media created by emphasizing
certain topics, thus causing people to perceive these same issues as important. [D]

Artifact. Ornament or possession that communicates information about a
person. [SB]

Asynchronous communication. Also known as non simultaneous
communication. Communication during which participants engage in the process at
different times, such as bulletin boards or e-mail. [WI]

Attitude(s). Learned predisposition to respond favorably or unfavorably toward

an object. [IRW] Stable clusters of feelings, beliefs, and behavioral intentions toward
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specific objects, people, or institutions. [GB] A construct said to be composed of
affective (feeling), cognitive (thoughts), and connotative (behavioral) components;
internal feelings about some object; composed of opinions, beliefs, and values. [SHH]
Evaluative disposition, feeling, or position about oneself, others, events, ideas, or
objects. [SB]

Audience. A group of individuals attending to a common media. They receive
communication from the same source, but are not active participants and do not
communicate with each other. [DP] Collection of individuals who have come together
to watch or listen to someone or something, such as to listen to a speech. [SB]

Authoritarian leadership style. The leader controls group goals and
procedures. [IRW]

Autocrat personality. A person who possesses a need to dominate others and
distrusts the motives and creative potential of others. [SHH]

Avoiding style. An approach to conflict which tries to manipulate circumstances
so that conflict does not surface. [IRW]

Aware public. People who know about a problem but don't act on it. [BA]
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Belief. An expectation about the way some event or sequence of events will
occur. [SHH] Conviction or confidence in the truth of some-thing that is not based on
absolute proof. [SB]

Benchmarking. The process of seeking to improve quality by comparing one’s
own products or services with the best products or services of others. [GB]

Brainstorming. A technique designed to foster group productivity by
encouraging interacting group members to express their ideas in a noncritical fashion.
[GB]

Bureaucracy. Organization characterized by hierarchical chains of command
and power, each with its own separate function. The organization is governed by rules
accepted by the members in order for efficient mass administration. [IRW] A formal
organization with defined objectives, a hierarchy of specialized roles and systematic

processes of direction and administration. Bureaucracy is found in earlier times in
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history, for example in administration of agricultural irrigation systems, the Roman
army, the Catholic church, but it becomes most prominent in the large-scale

administration of agencies of the modern state and modern business corporations. [DP]
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Campaign. In advertising, a large number of ads that stress the same theme and
appear over a specified length of time. [D]

Centralization. The degree to which information must flow through a specific
central member of a communication network. [GB]

Change agent. Individual who exerts influence on opinion leaders to adopt an
innovation. [IRW]

Charisma. An attitude of enthusiams and optimism that is contagious; an aura
of leadership. [GB] The appeal or attractiveness that the audience perceives in the
speaker, contributing to the speaker's credibility. [SB] Channel. Medium or route
through which a message is sent for purposes of communication. [AR] The pathway
by which a message travels from sender to receiver. [D] Means by which a message is
conveyed from source to receiver (radio, television, telephone, face-to-face, for
example). [IRW] Route (such as sound waves or light waves) by which messages flow
between the source and the receiver. [SB]

Cheesecake. Photograph of a scantily clad young woman used as a publicity
device. Similar photographs of men are called "beefcake". [WAAC]

Chronemics. The study of how people perceive, structure, and use time as
communication. [SB]

Code. Set of rules or symbols used to translate a message from one form to
another. [IRW]

Collaborative style. A problem-solving approach to conflict situations where
consulting with affected parties is considered important. [IRW]

Commitment. Desire of group members to work together to complete a task to
the satisfaction of the entire group. [SB]

Communication. The mutual process through which persons interpret messages

in order to coordinate individual and social meanings. [AR] Human manipulation of
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symbols to stimulate meaning in other humans. [IRW] The proces by which a person,
group, organization (the sender) transmits some type of information (the message) to
another person, group, organization (the receiver). [GB] The simultaneous sharing and
creating of meaning through human symbolic action. [SB]

Communication apprehension. Fear or anxiety associated with real or
anticipated communication with others. [IRW] Anxiety syndrome associated with
either real or anticipated communication with another person or persons. [SB]

Communication competence. Ability to take part in effective communication,
which is characterized by skills and understandings that enable communication
partners to exchange messages successfully. [SB]

Communication flow. The direction (upward, downward, horizontal) messages
travel through the networks in an organization. [BA]

Communication networks. The patterns of communication flow between
individuals in organization. [BA] Pre-established patterns dictating who may
communicate with whom. [GB]

Communication policies. Final statements of organizational positions related to
communication activities and behaviors and information sharing. [BA]

Communitarian. A philosophy or belief system which places priority on the
community or on social values. Often contrasted to individualism or libertarianism. It
claims that meaning in individual life and individual liberty are only possible within a
strong and vital community so government policies and individual choices should be
responsive to social values. [DP]

Community. A society where peoples relations with each other are direct and
personal and where a complex web of ties link people in mutual bonds of emotion and
obligation. In the social sciences, especially sociology, the idea of community has
provided a model to contrast to the emergence of more modern less personal societies
where cultural, economic and technological transformation has uprooted tradition and
where complexity has created a less personal and more rationalized and goal-directed
social life. [DP]
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Competitive style. A win/lose approach to conflict situations which typically
involves a good deal of argumentation. [IRW]

Compromising style. An approach to conflict which emphasizes all parties
getting some of what they want. [IRW]

Computer-Mediated Communication (CMC). Any form of interpersonal,
small group, organizational, or puclic communication that occurs with the use of
computers. [WI]

Conduit metaphor. The persistent bias within the English language toward
assuming that communication is a transmission of meanings "contained" in words from
"senders" to "receivers." [AR]

Constructivism. Theory explaining communication as a fundamentally
interpretive process through which persons organize and create personal reality;
examines the complexity with which persons develop and organize different categories
of perception called constructs. [AR]

Contentious style. Tendency to challenge others when disagreements occur.
[IRW]

Controlled media. Those media that the public relations practitioner has actual
control over, such as a company newsletter. [BA]

Cool media. McLuhan's term for media that are incomplete and, thus, require
human involvement and participation. [WQO97]

Copyright. The protection of a creative work from unauthorized use. [WAAC]
Legal protection from unauthorized use of intellectual property fixed in any tangible
medium of expression. [BA]

Corporate communications. Term covering all types of communication by a
company to both external and internal audiences. [WAAC]

Corporate image. The impression that people have of an organization. [GB]

Corporate stories. Narratives that serve to convey the values, style, and history
of an organization. Told to newcomers, stories perform socialization; told among
veteran members of an organization, stories serve to bind members together and

vitalize the organization’s ideology. [WO97]
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Counterculture. A set of cultural ideas that, to some extent, differ from and
conflict with, those generally upheld in the society. A counterculture develops when
members of groups identify common values that distinguish them from others. These
groups may be based on common appearance, ethnic group, sexuality, status or social
behaviour. The term is close in meaning to subculture, but the concept of
counterculture stresses the idea of an open and active opposition to dominant cultural
values. [DP]

Credibility. Speaker's believability, based on the audience's evaluation of the
speaker's competence, experience, character, and charisma. [SB]

Crisis communications. Methods and policies a corporation uses in distributing
information when its operations become involved in an emergency situation affecting
the public. [WAAC]

Critical analysis. Form of research that goes beyond description and
explanation to argue for changes in communicative practices that are judged to be
oppressive, wrong, or otherwise undesirable. [WO97]

Critical theoryl/ies. Explains and critiques social communication by examining
the implications of power relationships; Marxist and feminist scholars usually
approach theorizing with these assumptions. Often identified with cultural studies
approaches. [AR] Group of theories that seek to produce change in oppressive or
otherwise undesirable practices and structures in society. [WO97]

Critical listening. Listening that judges the accuracy of the information
presented, determines the reason-ableness of its conclusions, and evaluates its
presenter. [SB]

Cross-cultural communication. Communication of different combinations of
people. A cross-cultural communication study might compare and contrast Japanese
and American negotiation tactics, for example. [IRW]

Cultivation. Cumulative process by which television fosters beliefs about social
reality including the belief that the world is more dangerous and violent than it actually
is. [WO97]
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Cultivation analysis. Explains media, especially television, not in cause?effect
terms but by describing longer?term tendencies of audiences to adjust their
expectations about reality in the direction of prevalent media content. [AR]

Cultivation theory. Point of view that claims television cultivates, or promotes,
a view of social reality that may be inaccurate, but that viewers nonetheless assume
reflects real life. [WO97]

Cultural imperialism. The practice of systematically spreading the influence of
one culture over others by means of physical and economic domination. Usually
involves an assumption of cultural superiority (ethnocentrism). [DP]

Cultural mainstream. General view of life in a society. Cultivation theorists
argue that television constructs and presents images that define the cultural
mainstream. [WQO97]

Cultural studies. Broadly based approach to studying communication through
its cultural implications; often studies in this tradition adopt the tone of social
commentary or criticism; closely identified with critical theory. [AR] Group of related
theories that seek to unmask the techniques by which privileged groups maintain their
privilege and power in society. [WO97]

Culture. Traditions and patterns of thought which are passed down through
generations of people. [IRW] The generally shared knowledge, beliefs and values of
members of society. Culture is conveyed from generation to generation through the
process of socialization. [DP] The set of values, customs, and beliefs that puople have
in common with other members of a social unit (e.g., a nation). [GB] The deposit of
knowledge, experience, beliefs, values, actions, attitudes, meanings, hierarchies,
religion, notions of time, roles, spatial relations, concepts of the universe, and artifacts
acquired by a group of people in the course of generations through individual and group
striving. [SB] Structures and practices that uphold a given social organization by
producing and reproducing particular values, expectations, meanings, and patterns of
thought, feeling, and action. [WQ95] Both the ideology of a society and the actual,

concrete practices that occur in that society. [WO97]
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Culture shock. The tendency for people to become confused and disoriented as

they find it difficult to become adjusted to a new culture. [GB]

Back
D to the top

Decentralization. The extent to which authority and decision makng are spread
throughout all levels of an organization rather than being reserved for top management
(centralization). [GB]

Decentralized networks. Communication networks in which all members play
an equal role in the transmittal of information. [GB]

Decoding. Process of translating a message into the thoughts or feelings that
were communicated. [SB]

Defensive communication. Behavior which occurs whenwhen a person
perceives or anticipates threat in interaction. [SHH]

Democratic leadership style. The leader seeks group member participation in
determining group goals and procedures. [IRW]

Democrat personality. A person who can give or receive orders, follow or lead,
and is capable of relinquishing control. [SHH]

Dominant style. Tendency to lead and take control in social situations. [IRW]

Downsizing. The process of adjyusting downward the number of employees
required to perform jobs in newly designed organizations. [GB]

Downward communication. Communication from higher members of the
organization (i.e., managers, vice-presidents) to members lower in the organizational
hierarchy (subordinates). [IRW]

Dramatistic pentad. Means of analyzin rhetoric in context through looking at
the five factors (pentad) of act (what was done), agent (by whom it was done), scene
(where it was done), agency (by what means it was done), and purpose (the goal that
guided the action). [AR]

Dyad. A two-person communication system. [AR]
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Editor. Director of a newspaper’s news and editorial department; may be
subordinate to the publisher or on equal footing, depending upon the newspaper’s
organization. [WAAC]

Egalitarian. A shortening of the word equalitarian, suggesting a commitment
to, or a state of, equality. Egalitarian societies or groups are contrasted to hierarchical
or class-based societies or groups. [DP]

Electronic epoch. Fourth era in media history of civilization. The electronic
epoch was ushered in by the invention of the telegraph, which made it possible for
people to communicate personally across distance. [WO97]

Empathic listening. Listening to understand what another person is thinking
and feeling. [SB] Empowerment. The passing of responsibility and authority from
managers to employees. [GB]

Encoding. Process by which the source expresses thoughts or feelings in words,
sounds, and physical expressions, which together make up the actual message that is
sent. [SB]

Ethnocentrism/ethnocentric. Judging other groups according to the categories
and values of one’s own culture rather than being open to cultural differences. [[RW]
The assumption that the culture of one's own group is moral, right and rational and that
other cultures are inferior. When confronted with a different culture, individuals judge
it with reference to their own standards and make no attempt to understand and evaluate
it from the perspective of its members. Sometimes ethnocentrism will be combined
with racism, the belief that individuals can be classified into distinct racial groups and
that that there is a biologically-based. [DP] A person whose pride in his or her her-itage
or background leads to the conviction that he or she knows more and is better than
those who differ. [SB]

Ethos. Aristotelian concept associated with persuasion; the personal character
of the speaker. [SHH]

Evaluative listening. Listening to judge or analyze information. [SB]

Expatriates. People who are citizens of one country but who are living in

another country. [GB]
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Fallacy. Arguments that are flawed because they do not follow the rules of logic.
[SB]

Feedback. Any message that aids a communicator in evaluating the success of
previous message(s). [AR] The responses of the receiver that shape and alter
subsequent messages from the source. [D]

Feminine communication orientation. Fostered by socialization in feminine
communication cultures, this orientation assumes that the purposes of communication
are to create and sustain relationships, support others, and maintain harmony between
people. It is enacted through communication that is cooperative, supportive,
emotionally expressive, relationship-focused, and attentive to interactional processes.
[WO95]

Feminine culture. According to Hofstede, the cultural orientation in which
people emphasize concern for others and the relationship among people. [GB] Feminist
theory. Explains communication variables such as language, nonverbal immediacy,
media effects, and ethics from the perspective of gender relationships; often focuses on
overt and covert power implications of cultural patterns. [AR]

Flow. Stream of communication messages. [IRW]

Fordism. Refers to the system of mass production (e.g., the assembly line)
pioneered by Henry Ford to meet the needs of a mass market. [DP]

Formal communication systems. Communication links and networks
determined and sanctioned by the organization. [IRW]

Formal groups. Groups that are created by the organization, intentionally
designed to direct its members toward some organizational goal. [GB] Format.
Consistent programming designed to appeal to a certain segment of the audience. [D]

Function of communication. According to Cicero, to entertain, inform, and
persuade: to stimulate was added later. [IRW]

Functional approach to leadership. The study of leadership which focuses on
the leadership behaviors needed by the group to accomplish its goals. [IRW]
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Gangplank. Horizontal chain of communication between employees on the
same hierarchical level but in different departments. [IRW]

Gatekeeper. Any person (or group) who controls what media material
eventually reaches the public. [D] Editor, reporter, news director, or other person who
decides what material is printed, broadcast, or otherwise offered to the public. [WAAC]
Individual who controls the flow of information to a group of people. [IRW] An
individual who is positioned within a communication network so as to control the
messages flowing through communication channels. [BA] A filter between
source/receivers in the mechanistic model of communication. [WI]

Gemeinschaft. A German word, translated as ‘community’, used by sociologist
Ferdinand Tonnies to define an 'ideal type', or model, society where social bonds are
personal and direct and there are strong shared values and beliefs. Characteristic of
small scale, localized societies, it is in contrast to Gesellschaft which refers to complex,
impersonal societies. [DP]

Gender. A social construct related to masculine and feminine behaviors that are
learned. [SB] A social, symbolic construction that expresses the meanings a society
confers on biological sex. Feminine and masculine are gender terms that refer to
socially expected and prescribed qualities in women and men, respectively. Sex and
gender are not absolutely correlated, so women and men may be masculine or feminine
or degrees of both. [WQO95] Socially created system of values, identities, and behaviors
that are prescribed for women and men. Unlike sex, which is biologically determined,
gender is socially constructed. [WQO97]

Gender roles. Social roles ascribed to individuals on the basis of their sex. The
term gender differs from sex because it refers specifically to the cultural definition of
the roles and behaviour appropriate to members of each sex rather than to those aspects
of human behaviour that are determined by biology. Thus giving birth is a female sex
role, while the role of infant nurturer and care giver (which could be performed by a
male) is a gender role usually ascribed to females. [DP]
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General Systems Theory. The description of living systems in terms of the
interdependence of their components and relationships among components. [AR] A
view of systems that examines the system as more than the simple interconnectedness
between objects; presupposes an active and reactive system fed on information. [SHH]

Gesellschaft. A German word, translated as 'society-association', used by
Ferdinand Tonnies to refer to an 'ideal type', or model, of a society where social bonds
are primarily impersonal, instrumental and narrow. Characteristic of large scale,
complex societies, with a strict division between private and public spheres of life, it
contrasts to the community-oriented life of the Gemeinschaft. [DP]

Glass ceiling. A barrier preventing females from reaching top positions in many
organizations. [GB] In the analysis of women in the work place, this concept is useful
for describing the invisible barriers that block the promotion of women. It refers to
barriers that are not explicit, but are inherent in the social organization and social
relationships of the workplace. For example, women may find their corporate careers
obstructed because they are excluded from the recreational and social associations
created by male fellow workers and lack the social contacts that are important in
gaining status and recognition. [DP]

Globalization. The process of interconnecting the world's people with respect
to the cultural, economic, political, technological, and environmental aspects of their
lives. [GB] A comprehensive world-wide process of the internationalisation of
communication, trade and economic organization. In the economic sphere it can be
seen in international trade agreements, vast increases in the volume of international
trade and growing economic interdependency. It is also marked by the expansion of
the size and power of multinational corporations and the development of the American
entertainment industry's domination of international cultural communication.
Generally the process is seen as driven by the growth of international capitalism and
involving the transformation of the culture and social structures of non-capitalist and

pre-industrial societies. [DP]
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Grapevine. An organization's informal channels of communication, based
mainly on friendship or acquaintance, [GB] Grass roots lobbying. Organizing local
constituencies to influence government decision makers. [BA]

Great person theory. The view that leaders possess special traits that set them
apart from others and that these traits are responsible for their assuming positions of
power and authority. [GB]

Group. A collection of two or more interacting individuals who maintain stable
patterns of relationships, share common goals, and perceive themselves as being a
group. [GB] An aggregate of individuals having some characteristic in common. They
may be distinguished from others by appearance, language, socio-economic status or
cultural values and practices. A group is often characterized by a sense of common
identity, shared interests and goals among its members, but a group may exist simply
because its members share some objective characteristic and are defined as a group by
others. [DP] Collection of individuals who form a system in which members influence
one another, derive mutual satisfaction from one another, have a common purpose, take
on roles, are interdependent, and interact with one another. [SB]

Group Decision Support System (GDSS). A computer-based system that
supports message exchange, collaboration on ideas, projects, and products, and/or
group decision-making. [WI]

Groupthink. A group communication process where high group cohesiveness
impairs decisions by stimulating premature closure on important issues. [IRW] The
tendency for members of highly cohesive groups to conform to group pressures
regarding a certain decision so strongly that they fail to think critically, rejecting the
potentially correcting influences of outsiders. [GB] A dysfunction in which group
members value the harmony of the group more than new ideas, fail to critically examine
ideas, hesitate to change de-cisions, or lack willingness to allow new members to
participate. [SB]
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Halo effect. The tendency for our overall impressions of others to affect
objective evaluations of their specific traits; perceiving high correlations between
characteristics that may be unrelated. [GB]

Haptics. Tactile, or touch, communication; one of the most basic forms of
communication. [SB]

Hawthorne effect. An increase in worker productivity observed at the Chicago
Hawthorne plant of General Electric in the 1920's and 1930's attributed to
Improvements in worker-management communication and increased involvement of
workers with each other. The term is now used more generally to refer to improvement
of worker productivity that does not result from any objective change in working
conditions or work organization, but seems to arise from workers having more positive
psychological feelings about the workplace. [DP]

Hermeneutics. The branch of philosophy that investigates the interpretation of
texts; in one form popularized by Gadamer, hermeneutics emphasizes the historical
and inherently linguistic nature of experience in denying a transmissional model of
communication. [AR]

Hierarchy. Ordering in which parts are related to each other in subordinate or
superordinate fashions. For example, they may be more or less important, large or
complex. A system is composed of a hierarchy consisting of subsystems and
suprasystems. [IRW] A proposition underlying systems theory which maintains that
systems are organized in a successively more inclusive and complex pattern and that
to understand systems of behavior, several appropriate levels should be examined.
[BA] A structuring of social statuses and roles within an organization or society ranked
according to differentiations of power, authority, wealth, income, etc. Related terms
are ranking or stratification. [DP]

High-context culture. Culture in which most of the information in a message is
encoded in the physical context or in the person's mental catalog of rules, roles and
values. [IRW] The meaning of the communication act is inferred from the situation or
location. [SB]
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Homeostasis. A characteristic of systems whereby feedback seeks to maintain
the system at the current level. [SHH] A steady state, equilibrium, balance. General
systems theory claims that living systems (relationships, for example) strive for, but
never fully achieve, homeostasis. Dialectical theory, on the other hand, claims that
continuous change is the very nature of relationships. [WO97]

Horizontal chain of communication. Communication between organization.
members on the same hierarchical level (between two managers or between two
subordinates, for example). [IRW]

Hot media. McLuhan's term for relatively complete media that do not require
significant human participation. [WQO97]

Human capital. The talents and capabilities that individuals contribute to the
process of production. Companies, governments and individuals can invest in this
‘capital’ just as they can invest in technology and buildings or in finances. [DP]

Humanism. Form of science that focuses on human choices, motives, and
meanings and that assumes the reasons or causes of human behavior lie within humans,
not outside of them. [WQO97]

Hypodermic needle theory. The belief that people receive information directly

without any intervening variable, as in a vacuum. [WAAC]
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Immediacy. Theory of immediacy demonstrates how persons signal the
emotional responses of attraction, dominance, and arousal through nonverbal (and
verbal) messages related to physical closeness; for example, eye contact and movement
toward another, as indicators of immediacy, correlate with desires for increased
involvement. [AR]

Impression management. Efforts by individuals to improve how they appear to
others. [GB] Creating a positive image of oneself in order to influence the perceptions
of others. [SB]

Informal communication systems. Communlication links and networks (not
determined by the organizatinal chart) which arise through natural human interaction.

For example, two workers who might have no formal communication links may be
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connected in the informal communication system because they both play on the
company golf team or eat lunch together. [IRW]

Informal groups. Groups that develop naturally among people, without any
direction from the organization within which they operate. [GB]

Interaction. Exchange of communication in which communicators take turns
sending and receiving messages. [SB]

Intercultural communication. Communication between individuals or groups
from different cultures or from different subcultures (for example, ethnic groups) of
the same sociocultural system. [IRW] Branch of communication field that studies
communication between people from different cultures, including distinct cultures
within a single country. [WQO97]

Interest group. A group of individuals and organizations linked together for the
purpose of active promotion of particular values and objectives. Interest groups are
usually associated with the political process through which they seek support and
resources for their objectives. [DP]

Internet. Master computer network connecting networks world-wide, enabling
computer users to exchange e-mail, hold electronic conversations, obtain information
and entertainment, and operate sites on the World Wide Web. [WAAC]

Interorganizational communication. Structures communication among
organizations linking them with their environments. [BA]

Interpersonal communication. Exchange between two or more persons in
close proximity using conversation and gestures. [WAAC] Communication between
two people. [IRW] The exchange of messages between individuals through which
needs, perceptions, and values are shared and by which mutual meanings and
expectations are developed. [BA] Communication between individuals. Interpersonal
communication exists on a continuum ranging from impersonal (between social roles)
to highly personal. [WO97]

Interpretation. An active process whereby individuals perceive and assign

meaning to phenomena, relying on their working models to do so. [WQO95]

154



155 KPABYEHKO B., 3AJIOPOXXHA JI.

Interview. Carefully planned and executed question-and-answer session
designed to exchange desired information between two parties. [SB] Intrapersonal
communication. Communication with oneself, including self?talk, planning, and
reflections. [WQO97]

Issues management. Program of identifying and addressing issues of public
concern in which a company is or should be involved. [WAAC] The process of
identifying issues that potentially impact organizations and managing organizational

activities related to those issues. [BA]
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Key contacts. People who can either influence the publics an organization is
trying to reach or who have direct power to help the organization. [BA]

Kinesics. Sometimes referred to as "body language"; any movement of the face
or body that communicates a message. [SB]

K.1.S.S principle. A basic principle of communication advising that messages
should be as short and simple as possible (an abbreviation for keep it short and simple).
[GB]
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Laissez-faire leader. Leader who gives complete decision-making freedom to
the group or to individual members. [SB]

Language. Structured system of signs, sounds, gestures, and marks used and
understood to express ideas and feelings among people within a community, nation,
geographic area, or cultural tradition. [SB] Laissez-faire leadership style. The leader
provides the means for members to accomplish group goals and has minimal
involvement in group functioning. [IRW]

Latent public. People who are not aware of an existing problem. [BA]

Leadership. The process whereby one individual influences other group
members toward the attainment of defined group or organizational goals. [GB] An


https://www.jyu.fi/viesti/verkkotuotanto/ci/glossary.shtml#top
https://www.jyu.fi/viesti/verkkotuotanto/ci/glossary.shtml#top
https://www.jyu.fi/viesti/verkkotuotanto/ci/glossary.shtml#top

TOJIOCAPIN

influence process that includes any behavior that helps clarify or guide the group to
achieve its goals. [SB]

Liaison(s). Person who links two groups but is not a member of either group.
[IRW] Individuals who serve as linking pins connecting two or more groups within
organizational communication networks. Sometimes referred to as internal boundary
spanners. [BA]

Libertarianism. A philosophy or belief system which gives priority to the
liberty of the individual. May be associated with classical liberalism regarding
economic matters or the protection of those negative liberties which declare the right
of the individual to be free from interference by the state, or the community, unless the
actions of the individual constitute harm to others. For example, the individual has the
right to freedom of speech, freedom of association, freedom of religious expression,
freedom of contract. Libertarianism is related to individualism and contrasted with
communitarianism. [DP]

Line organization. A method of structuring organizations as a sequence of
ascending levels of responsibility for the production of goods or services. [BA]

Listening. The active process of receiving aural stimuli by hearing, selecting,
attending, understanding, evaluating, and remembering. [SB]

Literate epoch. Second era in media history of civilization. Invention of the
phonetic alphabet inaugurated the literate epoch in which common symbols allow
people to communicate with writing. [WQO97]

Lobbying. The practice of trying to influence governmental decisions. Usually
done by agents who serve interest groups. [BA]

Lobbyist. Person who presents an organization’s point of view to members of
[...] government bodies. [WAAC]

Logos. Aristotelian concept associated with persuasion; proof or apparent proof
provided by the words used in the speech. [SHH]

Low-context culture. Culture in which most information in a message is

contained in the explicit or verbal message. [IRW] The meaning of the communication
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act is inferred from the messages being sent and not the location where the

communication occurs. [SB]
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Machiavellianism. Personality trait which involves manipulating other people
as a basic strategy of social influence. [IRW] A personality trait involving willingness
to manipulate others for one's own purposes. [GB]

Magic bullet theory. Influential early perspective on media effects; held that
media caused direct and measurable effects on individuals in the mass audience. [AR]
Theory which suggests that the mass media influence a large group directly and
uniformly. Also referred to as the hypodermic needle theory. [IRW]

Mainstreaming. Argues that heavy television viewing diminishes differences in
perceptions of reality caused by demographic and social factors. [IRW] The effect of
television in stabilizing and homogenizing views within a society. [WO97]

Management-by-objectives (MBO). A process that specifies that supervisors
and employees will jointly set goals for employees. Usually followed by a joint
evaluation of the employee's progress after a set period of time. [BA] The technique
by which managers and their subordinates work together to set and then meet
organizational goals. [GB]

Mass communication. The process by which a complex organization, with the
aid of one or more machines, produces and transmits public messages that are directed
at large, heterogeneous, and scattered audiences. [D] Communication to large
audiences which is mediated by electronic or print media. [IRW]

Marketing communications. Product publicity, promotion, and advertising.
IWAAC]

Masculine communication orientation. Cultivated by participation in
masculine communication cultures, this orientation views the goals of communication
as asserting self, competing for attention and influence, and achieving objectives. It is
enacted through a communication style that is competitive, individualistic, emotionally
reserved, and instrumental. [WQ95]
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Masculine culture. According to Hofstede, cultures in which people are highly
materialistic and value assertiveness and the acquisition of money. [GB]

Mass culture. A set of cultural values and ideas that arise from common
exposure of a population to the same cultural activities, communications media, music
and art, etc. Mass culture becomes possible only with modern communications and
electronic media. A mass culture is transmitted to individuals, rather than arising from
people’s daily interactions, and therefore lacks the distinctive content of cultures rooted
In community and region. Mass culture tends to reproduce the liberal value of
individualism and to foster a view of the citizen as consumer. [DP]

Mass media. The channels of mass communication. [D] Sociologically speaking
in modern times the ‘community' has been replaced by a 'mass’, a set of autonomous
and disconnected individuals, with little sense of community. The mass media then is
that media (radio, television, newspapers, etc) which are targeted at the mass rather
than at specific groups or communities. [DP]

Matrix organization. The type of departmentalization in which a product or
project form is superimposed on a functional form. [GB]

Mcworld. A concept developed by Benjamin Barber to describe the new
globalized world where nation states have little power and citizenship has become
meaningless as a cornerstone of democracy. This new world is ruled by corporations
(multinational corporations or in Barber's terms antinational corporations) which see
everyone simply as consumers. In this new world citizens can no longer effectively use
democracy to enhance or protect social values because this would interfere with the
marketplace. The assumption is that the actions of countless consumers will best satisfy
the social needs of communities. [DP]

Meaning. A human construction arising out of interpreting and negotiating
interpretations with others. [WO95]

Mechanistic organization. An organizational structure in which people perform
specialized jobs, many rigid rules are imposed, and authority is vested in a few top-
ranking officials. [GB]
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Media richness. The degree to which a medium facilitates feedback or provides
multiple cues to reduce message ambiguity. Rich media are considered most efficient
for highly ambiguous communication. [WI]

Mediated interpersonal communication. Any situation where mediated
technology (for example, telephone, computer) is used to advance face-to-face
interaction. [IRW]

Medium is the message. A central idea of communications theorist Marshall
McLuhan who demonstrated that each media (print, speech, television) is connected
with a different pattern or arrangement among the senses and thus results in a different
awareness or perception. Although the literal message of a radio report of a disaster
and the television coverage of the same event may be identical, the event will be
perceived differently and take on different meaning because the two media arrange the
senses differently. In this sense the medium (the singular for the word media) is the
message; this message is often more important than the literal message. [DP]

Message. A stimulus to which meanings are attributed in communication. [AR]
Set of verbal and/or nonverbal symbols sent to a receiver. [IRW]

Metacommunication. The process of communicating about communication.
[AR]

Metaphor. A figure of speech in which a word or phrase relates one object or
idea to another object or idea that are not commonly linked together. [SB]

Model. A verbal or pictorial description or representation of a process. [AR] A
way of looking at something. [BA] A representation of something else. Models may
represent their referents physically, verbally, and/or visually. [WO95]

Moderating public. Those people who could make it easier for an organization
to get its message through to the public it really wants to reach.

Monitor. Process of observing ourselves and our actions. Monitoring is possible
because humans are self-reflective. [WO95]

MUM effect. The reluctance to transmit bad news, shown either by not

transmitting the message at all, or by delegating the task to someone else. [GB]
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Narrative paradigm/theory. Point of view that asserts humans are natural
storytellers and that most, if not all, communication is storytelling. [WO97]

News conferences. Structured opportunities to release news simultaneously to
all media. [BA]

News release. A story prepared for the media to share information and generate
publicity. [BA]

Newsletters. Regiularly published internal documents describing information of
interest to employees regarding an array of business and nonbusiness issues affecting
them. [GB]

Noble self. Tendency to be inflexible in expressing a position; to base behavior
on a rigid conception of self. [IRW]

Noise. Any internal or external interference with the sending and receiving of
messages. [AR]

Nonverbal communication. The transmission of messages without the use of
words (e.g., by gestures, the use of space). [GB] One of two major communication
code systems; sometimes defined as all that language is not; communicated via
channels other than words. [SHH] Any information that is expressed without words.
[SB]

Norm. A culturally established rule prescribing appropriate social behaviour.
Norms are relatively specific and precise and elaborate the detailed behavioural
requirements that flow from more general and overarching social values . For example,
it is a value in Western society that one should respect the dead, it is a norm that one
should dress in dark colours for a funeral. [DP]

Not-for-profit organization. A group or company whose primary purpose is

not to make a profit, regardless of whether it actually does so in a given year. [BA]
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Opinion. The verbal or nonverbal expression of an attitude. [SHH]
Opinion-leader(s). Person who influences the opinions, attitudes, beliefs and
behaviors of others through informal communication. [IRW] People who are

instrumental in influencing other people's attitudes or actions. [BA]
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Organization. Hierarchically organized group of people so large that personal
relationships with every member of the group are impossible. Organizations tend to
outlive individual members and to be regulated by formal structures and rules. [IRW]
A structured social system consisting of groups and individuals working together to
meet some agreed-upon objectives. [GB]

Organizational change. Planned or unplanned transformations in an
organization's structure, technology, and/or people. [GB]

Organizational chart. A diagram representing the connections between the
various departments within an organization; a graphic representation of organizational
structure, indicating who is to communicate with whom. [GB]

Organizational climate. The collective subjective perceptions held by an
organization's employees concerning organizational policies, structure, leadership,
standards, values, and rules. [BA]

Organizational commitment. The extent to which an individual identifies and
Is involved with his or her organization and/or is unwilling to leave it. [GB]

Organizational communication. Communication between and among the
indlviduals and groups which make up an organization. [IRW] The exchange and
interaction of informal and formal messages within networks of interdependent
relationships. [BA]

Organizational culture. A cognitive framework consisting of attitudes, values,
behavioral norms, and expectations shared by organization members. [GB]
Understandings about identity and codes of thought and action that are shared by
members of an organization. [WO97]

Organizational structure. The formal configuration between individuals and
groups with respect to the allocation of tasks, responsibilities, and authorities within
organizations. The formally prescribed pattern of interrelationships existing between
the various units of an organization. [GB]

Outsourcing. The practice of eliminating nonessential aspects of business

operations by hiring other companies to perform these tasks. [GB]
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Paralanguage. Vocal (but nonverbal) dimension of speech; the manner in which
something is said rather than what is said. [IRW] The way we vocalize, or say, the
words we speak. [SB]

Parasocial relationship. The tendency of some audience members to identify
with media figures (such as celebrities or fictional characters) as though an
interpersonal relationship has been established. [AR] A situation whereby audience
members develop a sense of kinship or friendship with media personalities. [D] A type
of "relationship” which exists between television viewers and media performers (for
example, talk show hosts, entertainers, sports stars). [IRW]

Pathos. Aristotelian concept associated with persuasion; the emotive aspects of
the speech and audience. [SHH]

Perception. The process by which an organism assimilates, interprets, and uses
sensory data. [AR]

Personal relationship. Voluntary commitments that are marked by continuing
and significant interdependence between particular individuals and that are constantly
in process. [WQO95]

Personalized communication. Using nicknames, coded terms, and special
vocabulary to enhance partners' feelings of being connected and to exclude others by
demarcating the boundaries of an intimate relationship. [WQO95]

Persuasion. Attitude change toward a source's proposal resulting from a
message designed to alter a receiver's Dbeliefs about the proposal. [IRW]
Communication process, involving both verbal and nonverbal messages, that attempts
to reinforce or change listeners' attitudes, beliefs, values, or behavior. [SB]

Plagiarism. Use of another person's information, language, or ideas without
citing the originator and making it appear that the user is the originator. [SB]

Planned publicity. Publicity that is the planned result of a conscious effort to
attract attention to an issue, event, or organization. [BA]

Policy. A type of standing plan that serves as a guide for decision making and

usually is set by top management. [BA]
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Popular culture. Intellectual opinions of popular culture, the culture of the
masses, have been deeply shaped by critical theory. Since the Frankfurt School, which
identified with the 'high culture' of the intellectual classes, popular culture has been
seen as trivial, demeaning and commercialized, serving the interests of the capitalist
system. Post-modernist theorists, however, no longer accept the belief that there is
some objectively superior high culture setting a standard from which to make
evaluations of others. They have been more interested in popular culture as
representing the voices of the previously silent, and by adopting the methods of film
analysis or literary criticism they examine the way popular culture is produced and the
underlying assumptions upon which its meaning rests. [DP]

Positioning. The practice of creating corporate identity programs that establish
a position in the market for a company and its products. Also, the effort to get ahead
by doing something first. [WAAC]

Positivism. One way to think about the relationship between science and society
and found in the early writings of August Comte. All of the assumptions that Comte
makes are now rejected by postmodernists. Comte begins by imposing meaning on
history, arguing that societies evolve through three stages: the theological stage, the
metaphysical stage and the positive (or scientific) stage. Each of these stages is
reproduced in the evolution of the human mind. The human mind, and the most
privileged among these was the sociologist, would use the scientific method to arrive
at an understanding of the universal laws of social development. Comte argues against
democratic discourse in the belief that parties involved in the political process are
always committed to a particular viewpoint. Only science can rise above the local and
particular and understand impartially. The application of this knowledge to society
would enable the liberation of individuals. Positivism, therefore, places science in a
privileged position; assumes the possibility of a scientific understanding of human and
social behaviour; assumes the separation of knowledge and power; and assumes the
possibility of objectivity and impartiality. Positivism shaped sociology for the next 100
years. In much contemporary social science debate, however, positivism has become a
term of abuse. [DP]
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Postmodern. Refers to era of social life that emerged after modernism.
Postmodern society is described as fragmented, uncertain, and continuously in flux;
individuals are described not as a core self, but as a range of selves that are brought
forth by and embodied in particular contexts. [WQ97] In social theory it is best seen as
a rejection of central assumptions of the modern world or of what has been described
as the 'enlightenment project'. This project has had at least two core beliefs. First is the
assumption that modern society will become more democratic and just because of our
growing ability to rationally and objectively understand the community's best interests.
Second is the assumption that scientists and social theorists hold a privileged viewpoint
since they are taken to operate outside of local interests or bias. Each of these
assumptions suggests the possibility of disinterested knowledge, universal truths and
social progress. The late twentieth century writings of Michel Foucault and Jean
Francois Lyotard called these assumption into question. Foucault's work has argued
that knowledge and power are always intertwined and that the social sciences, rather
than empowering human actors, have made humans into objects of inquiry and have
subjected them to knowledge legitimated by the claims of science. Similarly Lyotard
has argued that social theory has always imposed meaning on historical events (think
of the writing of Marx) rather than providing for the understanding of the empirical
significance of events. This rejection of the idea of social and intellectual progress
implies that people must accept the possibility of history having no meaning or
purpose, abandon the idea that we can know what is or is not true and accept that
science can never create and test theories according to universal scientific principles
because there is no unitary reality from which such principles can be established. We
are left living in a fragmented world with multiple realities, a suspicion of science or
authoritative claims and many groups involved in identity politics in order to impose
their reality on others. The clearest signs of a postmodern approach to sociology can
be found in social constructionism, ethnomethodology and labeling theory. [DP]

Poststructuralism/poststructural theory. Point of view that emphasizes

relationships among language, subjectivity, social organization, and power. [WQO97]
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Power. Relationship between people including the ability to control the
behavior(s) of others. The potential to influence or restrict a partner's behaviors. [IRW]

Power distance. According to Hofstede, the degree to which the unequal
distribution of power is accepted by people in a culture (high power distance) or
rejected by them (low power distance). [GB]

Prejudice. Prejudging others using positive or negative attitudes based on
stereotypes rather than information about a specific individual. [IRW] To make a
judgment about an individual or group of individuals on the basis of their social,
physical or cultural characteristics. Such judgments are usually negative, but prejudice
can also be exercised to give undue favour and advantage to members of particular
groups. Prejudice is often seen as the attitudinal component of discrimination. [DP]

Primary public. The group of people an organization ultimately hopes to
influence or gain approval from. [BA]

Print epoch. Third era in media history of civilization. Invention of the printing
press made it possible to mass-produce written materials so that reading was no longer
restricted to elite members of society. [WO97]

Prototype. An organized understanding of what the defining qualities are of
some category of people, events, objects, or situations. [WO95]

Proxemics. Study of the use of space and of distance between individuals when
they are communicating. [SB]

Public. A group of individuals tied together by a sense of common
characteristics or responses. [BA]

Public affairs. That aspect of public relations dealing with the political
environment of organizations. [BA]

Public communication. A multistep, multidirectional process in which
messages are disseminated to a broad, and sometimes undifferentiated, audience
through complex networks of active transmitters. [BA]

Public opinion. An attitudinal measure of the image a public holds concerning

some person, object, or concept. [BA]
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Public relations. A management function that helps define an organization's
philosophy and direction by maintaining communication within a firm and with outside
forces and by monitoring and helping a firm adapt to significant public opinion. [BA]

Public speaking. Presentation of a speech, usually prepared in advance, during
which the speaker is the central focus of an audience's attention. [SB]

Publicity. Publication of news about an organization or person for which time
or space was not purchased. [BA]

Publisher. Chief official of a newspaper who directs financial, mechanical, and
administrative operations, and sometimes news and editorial operations as well.
[WAAC]
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Race. A classification of humans beings into different categories on the basis of
their biological characteristics. There have been a variety of schemes for race
classification based on physical characteristics such as skin colour, head shape, eye
colour and shape, nose size and shape etc. A common classification system uses four
major groups: Caucasoid, Mongoloid, Negroid and Australoid. The term was once
popular in anthropology, but has now fallen into disrepute, because the idea of racial
classification has become associated with racism - the claim that there is hierarchy of
races. The idea of race categories also appears to be unscientific, since humans are able
to mate across all 'races' and have done so throughout history, creating an enormous
variety of human genetic inheritance. In addition the defining characteristics of 'race’
do not appear in all members of each so-called race, but merely occur with some degree
of statistical frequency. If the defining characteristic of each 'race' does not appear in
all members of each 'race' then the whole definition is clearly inadequate. [DP]

Racism. An ideology based on the idea that humans can be separated into
distinct racial groups and that these groups can be ranked on a hierarchy of intelligence,
ability, morality etc. [DP]
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Red herring. A fallacy that uses irrelevant information to divert attention away
from the real issue. [SB]

Reengineering. The fundamental rethinking and radical redesign of business
processes to achieve drastic improvements in performance. [GB]

Repatriation. The process of readjustment associated with returning to one’s
native culture after spending time away from it. [GB]

Resistance to change. The tendeng for employees to be unwilling to go along
with organizational changes, either because of individual fears of the unknown or
organizational impediments (such as structural inertia). [GB]

Rhetorical reflector. Tendency to be too flexible in expressing a position by
ignoring self and telling people only what they want to hear. [IRW]

Rhetorical sensitivity. Tendency to be flexible in adapting to others in
communication; to base behavior on a complex network of perceived selves. [IRW]

Ritual. Communicative performances that are regularly repeated in an
organization and that members of an organization come to regard as familiar and
routine. [WQO97]

Role. The typical behavior that characterizes a person in a specific social
context. [GB] A position, or status, within a social structure that is shaped by relatively
precise behavioural expectations (norms). A role has been described as the active
component of status. The individual, placed within a status in a social structure,
performs their role in a way shaped by normative expectations. Individuals have
varying ideas about normative standards and their own unique values, so role behaviour
Is not standardized, however radical departure from expected role behaviour will
usually result in social sanctions. [DP] A position that specifies behavioral expectations
and status in relation to others. [WQ95]

Rules. Shared understandings about what is appropriate and inappropriate in
various situations. [WO95]

Rumors. Information with little basis in fact, often transmitted through informal
channels. [GB]
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Scientific management. An early approach to management and organizational
behavior emphasizing the importance of designing jobs as effeciently as posiible. [GB]
A method of work organization where management implements a specialised division
of labour and sets out detailed instructions for the performance of work. Associated
with the innovative methods introduced by Frederick Taylor to separate workers from
their knowledge of the work process, to divide labour so as to pay only for the specific
skill required to perform a narrow function and to establish management as the
controller of work and the work process. [DP]

Search engines. Programs used to find information on the World Wide Web.
[SB]

Self-disclosure. Communication in which information about self normally
hidden is revealed honestly and accurately to another. [IRW] Voluntary sharing of
information about the self that another person is not likely to know. [SB] Disclosing
personal or private information about oneself to another. [WO95]

Self-fulfilling prophecy. Molding of behavior by expectations so that what was
expected does indeed happen. [SB]

Self-presentation. An intentional tactic in which a person reveals certain aspects
of himself or herself in order to accomplish specific goals. [SB]

Sex. The biological classification of individuals as males and females.
Sociologists would note, however, that even though this is a classification based on
biological differences it is a socially constructed classification. [DP] Biological and
genetic quality. Sex refers to being male or female. Sex is not the same as gender.
[WO97]

Sexism. Actions or attitudes that discriminate against people based solely on
their gender. Sexism is linked to power in that those with power are typically treated
with favour and those without power are typically discriminated against. Sexism is also
related to stereotypes since the discriminatory actions or attitudes are frequently based
on false beliefs or over generalizations about gender and on seeing gender as relevant
when it is not. [DP]
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Sexist language. Language that creates sexual stereo-types or implies that one
gender is superior to another. [SB]

Sign. Something that stands for or represents something else and bears a natural,
nonarbitrary relationship to it. For example, dark clouds, thunder, and lightning are
signs of rain. [IRW]

Signal. Another category of sign. That which stands for something by virtue of
a natural relationship of causality, contingency or resemblance. For example. a blinking
yellow light signals drivers to slow down. [IRW]

Small group. Group of fewer than 20 people who develop regular patterns of
interaction and share a common purpose; members influence and are influenced by
each other. [IRW]

Small group communication. Communication between and among the
members of a small group; communication involving several people. [IRW] Exchange
of information among a relatively small number of persons, usually three to thirteen,
who share a common purpose, such as doing a task, solving a problem, making a
decision, or sharing information. [SB]

Small talk. Casual conversation that is often impersonal and superficial,
including greetings, comments about the weather, newsworthy events, or trivia. [SB]

Social loafing. The tendency for group members to exert less individual effort
on an additive task as the size of the group increases. [GB]

Social relationships. Relationships in which participants interact with social
roles but do not significantly depend on each other as individuals. [WO95]

Source. The originator of a thought or idea subsequently transmitted to others in
the communication process. [D] Originator of a message. [IRW]

Spamming. Sending unsolicited mass e-mail to members of e-mail discussion
lists or Usenet newsgroups. [WI]

Speech community. A group of people who share understandings of

comrnunication that are not shared by people outside of the group. [WO97]
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Spiral of silence theory. Explains how perceptions of public opinion can
minimize social expression of minority opinion while exaggerating majority voices.
[AR]

Spontaneous publicity. Publicity accompanying unplanned events. [BA]

Stakeholder analysis. A method for characterizing publics according to their
Interest in an issue. [BA]

Stereotypes/stereotyping. Beliefs about members of a group based on learned
opinions rather than information about a specific individual. [IRW] Beliefs that all
members of specific groups share similar traits and are prone to behave the same way.
[GB] The categorizing of events, objects, and people without regard to unique
individual characteristics and qualities. [SB] Predictive knowledge based on
understandings of how members of some category can be expected to act. [WO95]

Strategic plans. Long-range plans concerning a group's major goals and ways
of carrying them out. These plans usually are made by top management. [BA]

Subsystem(s). Elements that make up a system. [SHH] Smaller units which are
part of a system's hierarchy. [IRW]

Suprasystem(s). An element of systems theory that presupposes that a number
of systems are interrelated to form a larger entity, the "suprasystem". [SHH] Larger
units which make up a system: suprasystems are composed of subsystems. [IRW]

Symbol. Representation of an idea. [SHH] Type of sign which is arbitrary,
agreed upon, and is used to stimulate meaning. That which stands for or represents
something else but bears no natural relationship to it. [IRW] Arbitrary, ambiguous, and
abstract representations of other phenomena. Symbols are the basis of language, much
nonverbal behavior, and human thought. [WO97]

Symmetrical. A form of communcation and relationships in which power is
equal between partners. [WO97] Symptom. Type of sign that bears a natural relation
to an object. [IRW]

Synergy. A proposition underlying systems theory which maintains that the

whole is greater than the sum of its parts. [BA]
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Synchronous communication. Also known as simultaneous communication.
Communication during which participants engage in the process at the same time, such
as telephone conversation or Internet chat room. [WI]

System(s). Set of interdependent units which work together to adapt to a
changing environment. An organization is one type of system. [IRW] A set of objects
or events grouped together by sets of relationships. [BA] Entities that function as a
result of the interdependent action of its components (subsystems). A closed system is
neither sensitive to its environment, nor does it make adjustments for external events
(e.g., awristwatch). An open system is sensitive to environmental influences, and may

have internal mechanisms for adjustment (e.g., an organization). [WI]

Back
T to the top

Tactical plans. Short-range plans for accomplishing the steps that lead up to
achieving an organization's goals. These plans are carried out at every level of an
organization and on an everyday basis. [BA]

Target audience. In advertising, the segment of the population for whom the
product or service has an appeal. [D] The primary group an organization is trying to
influence. [BA]

Taylorism. The work management principles followed by Frederick Taylor
designed to transfer control of the work process to management and to achieve the
greatest rate of productivity from workers through dividing labour and having work
performed in a manner detailed by management. [DP]

Team. A group whose members have complementary skills and are committed
to a common purpose or set of performance goals for which they hold themselves
mutually accountable. [GB] A special form of group that is characterized by a close-
knit relationship, members with different and complementary abilities, and a strong
sense of identity. [SB]

Technological determinism. Point of view that claims that media decisively
influence how individual think, fell, and act, as well as how they view collective life.
[WO97]
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Technophile. Literally, a lover of technology. Likely to be a person who sees
the positive benefits deriving from technology and advocating increased use of
technology as a solution to economic, social and political problems within the society.
[DP]

Technophobia. Literally, the fear of technology. [DP]

Theory. An account of what something is and/or how it works and/ or what it
produces or causes to happen and/or what should be the case. Theories are points of
view, human constructions. [WO97] A tentative but usually systematic explanation for
a problematic situation; an educated guess open to change. [AR] An explanation or
belief about how something works. [BA]

Transaction. A relationship in which each party simultaneously defines and is
defined by the other. [AR]

Tribal epoch. First era in media history of civilization. During the tribal epoch,
the oral tradition reigned and face-to-face talking and listening were primary forms of
communication. [WQO97]

Trust. Faith in the behavior of another. Promotes confidence in risk taking.
[IRW] The belief among employees that they will be treated fairly by their organization
and, more specifically, by their immediate supervisor. [GB]

Trustworthiness. Audience's perception of a speaker's reliability and
dependability. [SB]

Turn-taking. Behavior which exhibits the exchange of source and receiver roles
during conversation. [IRW]

Two-step flow. Theory which asserts that information from media is processed

first by opinion leaders who then pass it along via interpersonal channels. [IRW]
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Uncertainty avoidance. According to Hofstede, the degree to which people in
a culture feel threatened by, and attempt to avoid, ambiguous situations. [GB]
Uncertainty reduction theory. Point of view that claims uncertainty motivates

communication and certainty reduces the motivation to communicate. [WQO97]
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Uncontrolled media. Those media whose actions are not under the public
relations practitioner's control, such as community newspapers and radio. [BA]

Upward communication. Communication from lower members of the
organizational hierarchy (subordinates) to members higher in the organization (i.e.,
managers, vice-presidents). [IRW]

Uses and gratifications approach. Explains how mass media audiences make

choice to use media content for their own gratifications and their own purposes. [AR]

Back
V to the top

Value(s). Relatively general cultural prescriptions of what is right, moral and
desirable. Values provide the broad foundations for specific normative regulation of
social interaction. [DP] A general, relatively long-lasting ideal that guides behavior.
[SB]

Verbal communication. One of two major communication code systems;
associated with our spoken and written language; typically labeled as "language".
[SHH] The transmission of messages using words, either written or spoken. [GB]

Vertical chain of communication. Communication between members of
different levels of organizational hierarchy; i.e., between managers and subordinates.
[IRW]

Back
W to the top

Whistle-blowing. Insiders telling the media what they know about improper
practices by others, usually in the same company, with the hope of improving the
situation. [BA] Calling attention to actions or practices that are inconsistent with
established organizational norms or policies. [GB]

Work team. A group of people who are responsible for a whole work process
or a segment of the process that delivers a product or service to an internal or external

customer. [SB]

Back
X to the top

Xenophobia. Anindividual's irrational and obsessive hatred of people perceived

as different and foreign. Related to the concepts of racism and ethnocentrism. All of
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these can be overcome by the study of the social sciences and coming to appreciate the
ideas of culture and social structure as tools for understanding ourselves and others.
[DP]
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