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AHoTanig. YcoimHicte Oynb-sK0i oprasizauii HampsMy 3aJIeKUThb BiJl €(EeKTHUBHOCTI
JJIOBOTO CIuIKyBaHHSA. [l Toro, moO croijgkyBaHHS OyJio pe3yJbTaTUBHUM IOTPIOHO
JOTPUMYBATUCh HOPM Ta TMpaBWJ €THKU. ETHWKa MI0OBOro CHUIKyBaHHA Iependadae BHOIp
JI€BOTO CIIOCOOY BCTAHOBJIEHHS B3a€MO3B’SI3Ky Ta 0OMiH 1H(GOpPMAIIIEI0 MK OpraHi3aIliero Ta
CTEWKXOJIepaMH, KEPIBHUKOM Ta IpaliBHUKaMH, a TaKOX BcepeauHi oprasizauii. Okpim
TOTO, BOHA pEryJIIO€ CIy»)O00B1 00OB’S3KM TpAIIBHUKIB, iX 30BHINIHIO W BHYTPIIIHIO
MOBEJIHKY, a TaKoX (hOpMye AIIOBY pemyTallil0 KOXKHOTO OKPEMOIo MpalliBHUKA. 3aBISKH
HOpMaM, MpaBWjaM 1 MPUHIIUIIAM €TUKH TpaIliBHUKAM OpraHi3allil BIAEThCS MATPUMYBATH B
KOJIGKTUBI JOOpO3UWINBY aTMoc(hepy, YHHMKATH CYNEpedyoK Ta HEemopo3yMiHb. MeToro
HaIMCaHHSA CTaTTi € JOCIIKEHHSI 0COOJIMBOCTEN €TUKH JIIIOBOrO CIUIKYBaHHS y Cy4acHOMY
PUHKOBOMY CEpEIOBHIIl Ta NOUIYK HUIAXiB 11 yAOCKOHaJeHHSA. Y CTaTTi HaBEACHO
XapaKTEePUCTUKY MOHATh «CHUIKYBaHHS» Ta «JUIOBE CHUIKYBaHHA». OXxapaKTepHu30BaHO
¢yHKUIi AIT0OBOTO CHUIKYBaHHS, cepell SKUX Oyiau BHOKpPEMJICHI HACTYIHIi: MOBIJOMIJICHHS
CITY)KOOBUX OOOB’SI3KIB TpalliBHUKAM, 3a0€3MEUCeHHS OTPUMaHHS 3BOPOTHOTO 3B’SI3KY,
B3a€MO3B’SI30K 13 CTEHMKXOJiepamMH, MOTHBAIlisl MPAIiBHUKIB Ta (OpPMYBaHHS COIaJbHUX
3B’s13KiB. BigoOpakeHO B3a€MO3B’S30K OCHOBHHX €JIEMEHTIB JIUIOBOTO CIUIKyBaHHs. J[o
TaKUX €JEMEHTIB HaJeXaTh: BIANpPaBHUK iH(popMarlii, ainoBa iHpopmamis, KaHai 1 crociod
3B’SI3Ky, OJiepKyBad iH(popMaIllii Ta 3BOpOTHHH 3B’sI130K. KOKEH €JIeMEHT € HEBiJ €eMHHM Ta
BiJlirpae BaXKJIMBY pPOJIb y peaiizalii KOMyHIKaTHBHOTO mporecy. HaBeneHo Ta 3iiiicHeHO
XapaKTEPUCTUKY KOMITOHEHTIB, IO CJIi/I BpaXyBaTH B OpraHi3allii 3 METOIO IiIBUIICHHS PiBHS
€THKH JUIOBOTO CIUIKYBaHHS: MPO30PICTh, EMOLIHHINA iHTENIEKT, HeBEpOAIbHE CIILIKYBaHHS,
SICHICTb, CITyXaHHS Ta MIBUAKICTh. Y IIJIOBOMY CHIUIKYBaHHI MPUCYTHI Oap’epu 3B’sI3Ky, IO
MOXKYTh TIEPEIIKOKATH HOTo yCHINIHIA peamizamii. 3AICHEHO Kiacu(iKaImilo OCHOBHUX
Oap’epiB 3B’SI3Ky Ta 3rPYNMOBAaHO iX Yy TpHW TPYINH: 30BHIIIHI, OpraHi3aiiifHi Ta OCOOHCTI.
3anporoHOBaHO MpaBWja, IO 3a0e3Me4yloTh MPOBEJACHHA YCHIIIHUX IIEPETOBOPIB.
OCHOBHMMM IJIIMH TIE€PETOBOPIB € TOIIYK CIHIIBHOTO B3a€MOBHIIHOTO pILIEHHA Ta
JOCSATHEHHS IOMOBJICHOCTI UM YKJIQJICHHS YTOJTH.

Kiro4oBi cioBa: eTuka, JUI0Be CIUIKYBaHHS, KOMYHIKaTUBHUI Mpoliec, NeperoBopH,
oprasizaris,
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Abstract. The success of any organization directly depends on the effectiveness of
business communication. In order for communication to be effective, it is necessary to follow
the norms and rules of ethics. Ethics of business communication involves choosing an
effective way to establish a relationship and exchange information between the organization
and stakeholders, managers and employees, as well as within the organization. In addition, it
regulates the job responsibilities of employees, their external and internal behavior, as well as
builds the business reputation of each individual employee. Thanks to the norms, rules and
principles of ethics, employees of the organization manage to maintain a friendly atmosphere
in the team, avoid disputes and misunderstandings. The purpose of writing this article is to
study the features of business ethics in today's market environment and find ways to improve
it. The article describes the concepts of “communication” and “business communication”. The
functions of business communication are described, among which the following were singled
out: communication of job responsibilities to employees, providing feedback, interaction with
stakeholders, motivation of employees and the formation of social ties. The relationship of the
main elements of business communication is shown. Such elements include: sender of
information, business information, channel and method of communication, recipient of
information and feedback. Each element is integral and plays an important role in the
implementation of the communication process. The characteristics of the components that
should be considered in the organization in order to improve the ethics of business
communication are given and implemented: transparency, emotional intelligence, non-verbal
communication, clarity, listening and speed. There are communication barriers in business
communication that can hinder its successful implementation. The main communication
barriers are classified and grouped into three groups: external, organizational and personal.
Rules have been proposed to ensure successful negotiations. The main objectives of the
negotiations are to find a mutually beneficial solution and reach an agreement or an
agreement.

Key words: ethics, business communication, communication process, negotiations,
organization.

Beryn. Ycemix Oyab-skoi opranizamii 6arato B YoMy 3aJ€KUTh Bifl €(QEKTUBHOTO
CHiNIKyBaHHs. SIKiCHE [iJOBE CHINKYBaHHS YCyBa€ TMEPEUIKOIM Yy JOCATHEHHI IiIel
opraHizamii 1 € HEBIJJ'EMHOIO CKJIQJIOBOI0 MEHEKMEHTy 3arajoMm. J[ins Ttoro, 1mo0
CHiIIKyBaHHs O0yJ0 e()eKTUBHUM, CIIiJ] JOTPUMYBATHUCS MPABHII €TUKU IJIOBOTO CIIUIKYBaHHS.
Ile, mepi 3a Bce, moBara /10 AyMOK I1HIIHMX, BBIWIMBICTb, KYJbTypa CHUIKYBAaHHS Ta BMIHHS
BUpILIYBaTH OyAb-SIKy CUTYyallit0 0€3 cynepeuok. biabIicTh opraHizamiii HaBiTh pO3pOOJISIOTH
MUCHMOBI €TUYHI KOJEKCH, 11100 MpalliBHUKH 3HAJH, K TIOBOJAUTUCH B Til YW IHIIIHN cUTYyaIlii,
SKUM TOBHHEH OyTH Jpec-KoJ, Kl ILIHHOCTI IEepeciiaye oprasizamis Tomo. B nesxux
OpraHizalisix MPOBOJATHCS CHEliabHI MCUXOJOTriYHI KypCH Ta TPEHIHTH. SIK 3a3Ha4aroTh
Mirjana Radovic Markovic ta Aidin Salamzadeh, cminkyBaHHS € HEBiJi’€MHOIO YaCTHHOIO
OyIb-s1KO1 OpraHizaiii, a XoOpoll KOMyHIKaTUBHI HABUYKH JIy’Ke BOXIIUBI y iI0OBOMY CBITi [1,
c. 13]. EdexruBHe ainoBe CHIIKYBaHHS Ma€ BaXKJIMBE 3HAYCHHS ISl YCIIXYy Ta 3POCTaHHS
KO>KHOi opranizamii. Ha BiIMiHY BiJi MOBCSKIEHHOTO CIUIKYBaHHS, IUJIOBE CIUIKYBaHHS
3aBX/IM OPIEHTOBAHE HA ILTI.

IocranoBka 3aBaaHHs. CHiIKyBaHHS € TPOIIECOM CTBOpPEHHs, Tmepenadi i
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iHTepnpeTanii i1e#, (GakTiB, AyMOK 1 MOYYTTIB BiJ OAHI€T JIOAUHU 10 iHIIOI. BOHO Bixirpae
BOXKJIMBE 3HAUYCHHS Yy (QopMyBaHHI e(EKTUBHUX JUJIOBUX B3aeMOBimHOCHUH. [lorana
KOMYHIKallii B OpraHizauii Moe MNPHU3BECTH A0 TOro, L0 MpAliBHUKU BiAYyBaTUMYTb
0aiiyKiCTh 31 CTOPOHU KepiBHHITBA. [IpoTe, KoM MpariBHUKK IIECTIPIMOBAHO 3aTy4eHi,
IIe JTa€ BiAUyTHI pe3yJabTaTH, iX MPOAYKTHBHICTH Mpalli miaBUILyeThes Ha 25 % [2]. MeToro
CTaTTi € JOCTIDKEHHSI OCOOJIMBOCTEN €THKH JIJIOBOTO CIIIKYBaHHS Y CY4aCHOMY PHHKOBOMY
cepenoBuili. OCHOBHUMHU METOJIaMH JOCII/DKEHHS € aHali3, CUHTE3, y3arajJbHEHHS Ta METOJ
CHUCTEMHOTO TIIX0TY.

PesyabTaT. CrinkyBaHHS € KPUTUYHO BaXIJIMBUM (DAaKTOPOM JJIsi KOXKHOT OpraHizaiii:
npuOyTKOBOI YK HENpUOYTKOBOI, 1 SIKIIO Horo 1o0pe 3A1HCHIOBATH, 1€ MOXKE MPHU3BECTH /10
MiABUILEHHS PIBHS 3a70BOJICHOCTI Ta MPOJYKTUBHOCTI Mpalll MpauiBHUKIB, a TaKOX 0
301UIBIIeHHS e(PeKTUBHOCTI oprasizaiii 3arajom. CuikyBaHHs nependadae moch OUIbLIe, HIXK
IIPOCTO Nepeady MoBiTOMIICHHS Ta Horo (i3uuHe oTpuMaHHA. [IpaBuiibHa iHTepHpeTallis Ta
PO3YMIHHS TOBIJIOMJIEHHSI Ba)JIMBa 3 TOYKH 30py OpraHizauiiHoi e(eKTHUBHOCTI.
EdexTuBHUM CHNIKYBaHHSAM MOXe OyTH B TOMY BUIAJIKy, KOJIHM HOro repegada Ta OTpUMaHHS
€ TOUHUMH, a PO3YMIHHS — IPABUJIBHUM.

3HaYHUH BHECOK Yy JIOCHIPKEHHS OCOOJMBOCTEH €THKM [iJIOBOTO CIIUJIKYBaHHS
3MIACHIIN Taki BiTUYM3HsAHI Ta 3apyOixui Bueni: H. A. lNomstpauk, JI. JI. luka [3], O. 3oroBa-
Camuio [4], T'. B. KpacHhineka [5], JI. Casenkosa [6], JI. I1. Xapuenko [7], B. van Ruler [8],
G. Bucata, A. M. Rizescu [9], H. Zakaria, D. Kamarudin, Y. Hussain, M. Mat Lazim [10],
R. D. Jenifer, G. P. Raman [11], A. Reboulet, R. Jackson [12], Z. Stacho, K. Stachova,
J. Papula, Z. Papulova, L. Kohnova [13] ta inmi.

JlinoBe cHinKyBaHHsS € BKpall BaXJIMBUM Juid Oyab-sikoi opranizamii. Ilepmr 3a Bce,
e(eKTUBHE UIOBE CHUIKYBaHHS MiABUIIYE MPOAYKTUBHICTH Mpalli MEPCOHATY 3a pPaxyHOK
MOCHJICHHST KOMaHAHOiI poOotu. Lle cTBoproe HajiiiHE Ta po3yMmir0de CEpeIoBHUIIC Cepel
poboTromaBiiiB 1 npamiBHUKIB. EQeKkTHBHE CIIIKyBaHHs 3aCHOBaHE Ha PO3yMiHHI MOTpPed Ta
OakaHb miulernux. BemuunHa NOMWIOK IMiJ] Yac BHMKOHAHHA IIOCAJOBUX OOOB’S3KiB
IIPALiBHUKIB 3BOAUTHCS /10 MIHIMYMY 3aBISIKU MPAaBUJIBHO HAJIArO’KEHOMY CITIIKYBaHHIO.

Ha nymky H. €. I'punboBoi ta M. O. KapmeHko, «CHiTKyBaHHS» — II€ CKJIAQJHUH,
0araToOIUVIaHOBMH NPOIIEC BCTAHOBJEHHA Ta PO3BUTKY KOHTAaKTIB MK JIIOIbMH,
MOPOJUKYBaHHM MOTpedaMy B CHUIBHIA [ISUTBHOCTI, SKHH BKJIIOYaE OOMiH iH(opMariero,
BUPOOJICHHS €IUHOI CTpaTerii B3aeMOJil, CHOPUHHATTA 1 pO3yMiHHSA IHIIOI TOguHM» [14,
c. 144]. O.3oroBa-Cagmino TpakTye mnpodeciiiHe IiIoBEe CHUIKYBaHHS SK «IIPOIEC
[IJIECTIPSIMOBAHOTO O0OMiHYy crelnudigaor mpodeciiitHoo iH(opMaIliero MK COIiaTbHUMHA
cy0’ekTaMu, 110 Ma€ Ha MeTi 3/AiiCHEHHs ()axOBO 3yMOBJICHOTO aKTy B iHTepecax 000X
cy0’exTiB. [Ipu boMy O0COOMCTICHUI YHMHHHK BiJirpae MiHIMaldbHY POJb y BHUIIE3TaJaHOMY
nporeci» [4, c. 77].

EdexTuBHe 1i710BE CMUIKYBaHHS BUKOHYE CYKYITHICTh HACTYITHUX (DYHKITIN:

1. TToBimomieHHs cay)00BHX 000B’sI3KiB MpaiiBHUKaM. [HpopMyBaHHS PO BU3HAYCHI
poii y poOOTi € O/IHIEIO 3 KIIOYOBUX (PYHKIIIH IJOBOTO CHiIKyBaHHA. YlNEeHM KOMaHIH, SKi
YITKO PO3YMIIOTh CBOI POJIi IIBHUJIIE JOCATAIOTh MOCTaBICHUX IIeH opraHizaii, a TaKoxX
Kpallle BAKOHYIOTb CBOI po0oui (pyHKIIi.

2. 3albesneyeHHs OTpPUMaHHS 3BOPOTHOTO 3B’SI3Ky. EQexTHBHICTH AISIBHOCTI
MpaLiBHUKIB MOXe OyTH MOKpalleHa NUITXOM PeryIsspHOro HaJaHHs iM 3BOPOTHOTO 3B’S3KY
oo ix poOotu Ta kommereHuUid. Lle momomarae imM 3po3yMiTH CBOI CHIIBHI Ta cllaOKi
CTOPOHH, a TaKOX MOXJIMBICTb peaji3yBaTH ICHYIOUMH MOTeHLian. PerynspHuil 3BOpOTHHHA
3B’SI30K 13 CTEHKXOJIIEpaMu IMOJ0 MPOAYKIIT 4 MOCIyr Oi3HECy chpuse MOKpaIIeHHIO
PE3yNBTaTUBHOCTI OpraHizaiii Ta miABUIIEHHIO SKOCTI Pe3yIbTATIB 11 AiSIIBHOCTI.

3. B3aeM03B’s130K 13 cTeiikxonaepaMu. Jlanuii THIT CIIUIKYBaHHS MOXKE BiZJOYBaTHCH SK B
YCHI}, Tak 1 B MUChbMOBIN (opmi. HasBHICTH AOBIpH Ta €MOLIN € BaXJIUBUMH CKJIaJOBUMHU
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naHoi ¢yHKUii crniakyBaHHsA. OKpiM TOro, TaKUi THUIT CIIIKYBaHHS MOXe OyTH BUKOPUCTaHUN
y PR-gismbHOCTI Ta [u1st OpeHIMHTY Oprasi3arii.

4. MortuBallisi NpaliBHUKIB 3 METOI0 KpaIloro NMpUHHATTA pimeHb. CHUIKyBaHHA B
opraHizaiii BHUKOPHUCTOBYETBCS y CTpaTeriuHUX LUIIX 33Ul MIABUIIEHHS  PiBHS
CIIPOMO>KHOCTI TMpAIiBHUKIB MPUIMATH MIOJCHHI pilleHHS. Y BUMAAKY, SKIIO MOTHBAIiiHI
CTHUMYJIM TPYHTYIOTBCS Ha pe3ysbTaTax i e()eKTHBHO MepemaroThes MpaliBHUKAM, TO IIe
CTIOHYKA€ 1X MPaltoBaTH OLIBII MPOJYKTUBHO TA CBOEYACHO JOCSATATH MOCTABICHUX LIIJICH.

5. ®opMyBaHHS coliaibHUX 3B’sA3KiB. CHUIKYBaHHS BIJIrpa€e BUpIIIaJbHE 3HAYEHHS Y
MiATPUMII TPAIiBHUKIB B HAMPSMKY MOOYJOBU COIIalbHUX B3a€MOBITHOCHH. KepiBHHKHU
0araTbOX CydyaCHUX OpraHizamiid 3acTOCOBYIOTh JE€MOKPAaTHYHHHM a0 3MIMIAHUNA CTHIIb
yIpaBIiHHSA, MPU LbOMY 3aIy4alOyd MpPaLiBHUKIB 0 OOrOBOPEHb, TPAHCIIOIOYU BUIBHY
KyJbTypy chiikyBaHHsA. lle, B cBoro, uepry migBUIIYe KOMaHIHUN JyX Ta 30UIbIIyE
MPOIYKTUBHICTH ISITBHOCTI MPAIliBHUKIB.

JlinoBe CHijIKyBaHHS € BTIJICHHSIM HOTr0 OCHOBHHUX €JIeMEHTIB (puc. 1).

Binnpasauk
iHpopmaii

3BOpOTHHI HinoBa
3B'I30K iHpopMaLis
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Puc. 1. OcHOBHI €JIeMEHTH J1JI0BOTO CITUIKYBaHHS *
Fig. 1. The main elements of business communication*
*[[oicepeno. yIOCKOHAIEHO aBTOPOM Ha oCHOBI [15, ¢. 12].

[Tim wac oOMiHy iH(pOpMaIli€l0 BIAMPAaBHUK Ta oOJepKyBad iH(opMalii MpoXoasiTh
JEKiJIbKa eTalliB CHiIKyBaHHA. Ha moyatkoBomy ertami BiOyBa€eThCs 3apoDKeHHs imei, mami
BiOyBaeThcs KOMyBaHHA 1H(oOpMalii 3a J0MOMOror BepOaNbHHX Ta HEBEPOAIBHHUX
CUMBOIIIB, a TaKOX BHOIp KaHaTy Ta crocoOy 3B’sa3Ky. Ha HacTymHOMYy eTammi BigOyBa€eThCs
nepeayda MoBiIOMIICHHS Ofiep)KyBady iH(popMarlii, SKuii MOBUHEH 3IHCHUTH JEKOIyBaHHS
(po3mmdposky) iHpopmamii. Takoxk Moke 3IIHCHIOBATUCH OIIHKA Ta YTOYHCHHS
noBiomsieHHsl. Ha ocTaHHBOMY eTari BiOyBa€eThCs 3MIMCHEHHS 3BOPOTHOTO 3B’SI3KY, KOJIH
BIJIIIPAaBHUK Ta OJIepKyBay iHPOpMaIlii OOMIHIOIOTHCS POIISIMH.

B nHamr wac y oprasizamisx B3a€MOJi€ BeJIMKa KUIbKICTh JIFOACH, sIKI 3HAXOASATHCS Ha
pi3HUX piBHAX iepapxii. UM Ouble YUCIO PiBHIB, THM CKIAIHINIOI € po0oTa 3 YIpaBIiHHS
opranizarieto. CIijKyBaHHS TYT BiJIiTpa€ My»e BaXKIIUBY POJIb B YIPABIIIHHI Ta KOHTPOJIIO 3a
JIOIBMU B TIPOIECi 3MIMCHEHHS MisUTBHOCTI. 3a JIONMOMOTOI0 TPAaBHILHO HAJIAr0JKEHOT
KOMYHIKaIlii MO’KHA IIIBUIKO OTPUMATH 3BOPOTHIH 3B’SI30K Ta YHHUKHYTH HEMOPO3yMiHb, SIKi
cknanucs. s ycnixy Ta 3poCTaHHS OpraHizariii, Jy»e BaXINBOIO € e(heKTHBHA KOMYHIKAIIis



M1k KEpiBHUIITBOM Ta MiJJIETTIUMH, MK OpraHi3alli€lo Ta CyCHJIbCTBOM 3arajoM. Buxonsuu 3
LbOTO, PO3PI3HSAIOTH BHYTPIIIHIO (KOMYHIKallisd BCEpEeIMHI Oprasisamii) Ta 30BHIIIHIO
(xkomyHikamist 3 Brnagow, 3MI, cmoxuBayamu, MOCTayajdbHUKAMU Ta  IHIIUMH
CTEUKXOJIIepaMH) KOMYHIKAIIiIo.

Ha nepumii nornsia, ocsrHeHHs e(peKTUBHOTO I1I0BOTO CIUIKYBaHHS 3/1a€ThCS JOCUTD
npoctuM. [IpoTre, mpaBga monsrae B TOMY, IIO IIOMHS CTAa€ BCE BaKye KyJIbTUBYBATH
epeKTHBHE CIIJIKYBaHHA. Y CBITI uudpoBoi TpaHcdopmarii [HTepHET HaB HaM JOCTyI Ta
O1TbIIIE MOKJIMBOCTEH 711 MUTTEBOTO JIMCTYBaHHS, HIK Oynb-konu panime. KimodoBum €
KyJIbTUBYBAaHHS OCHOBHHUX €JIEMEHTIB €(EeKTUBHHMX CTparteriii AinoBoro cmijakyBaHHsA. Ock
NesIKl 3 KOMIIOHEHTIB, sIKi IOTPIOHO BpaxyBaTy B OpraHi3allii 3a/j1sl MiIBUIICHHS PIBHS €TUKH
JJIOBOTO CHUJIKYBaHHS:

1. TIIposopicte. Y cydacHOMY pPHHKOBOMY CEpPEIOBHUIIl TMPO30PICTh OpeHAy €
BUPILIAIBHOIO [T OYy/Ib-KOi opraizarii. Y ci 3alikaBieHi CTOPOHU OYiKYIOTh YECHOCTI 1010
TOTO0, 1[0 MOXe€ IM 3aIlpornoHyBaTu opraHizauig. Cinig OyTd Ipo30pUMU Ta YECHUMHU, HABITh
SIKIIO OTPIOHO Yac BijJ 4acy MITUTHCS MOTaHUMU HOBHHAMH.

2. EMomiiiHui 1HTENEKT — I 37aTHICTh KOHTPOJIOBATH BJIACHI €MOIll Ta PO3yMITH
MOYYTTS 1HIIMX, BUKOPUCTOBYBATH emnariio. KopucHuM crnocoOoM mpocyBaHHS eMOLIHHOTO
IHTEJIEKTY Cepe]l MPaIliBHUKIB OpraHi3allii € BCTAHOBJICHHS CTaHIAPTIB OYiKyBaHb KepIBHUKA
BiJl MOBEAIHKHM TpamiBHUKIB. [IoTpiOHO, m100 MpaIrliBHUKKA 3HAIM, SKE AUIOBE CIUIKYBaHHS €
HETIPUHHSATHUM, 1 IO CJI17T BPAaXOBYBATH ITiJ1 YaC KOMYHIKATHBHOTO TIPOIIECY .

3. HesepOanbHe chninKyBaHHA. BuBuaiounm eneMeHTH €(QEKTHBHOTO J1IOBOTO
CIIJIKYBaHHsI, OpraHi3allis MOBUHHA MaM’ SITaTH, 1110 CJIOBECHI PO3MOBH HE € €JUHUM METOJIOM
oOMiHy MOBIIOMJICHHAMH Ha poOodomy Mmicui. MoBa Tina Moke OyTH JOCHUTh BasKIHMBOIO,
KON 3a0e3neuyeThcsi Oe3nepeOiifHui KOMYHIKaTUBHUM Tpouec. KepiBHUKM opraHizarii
MOBHUHHI OyTH 0COOJIMBO 00EpEKHUMH 3 MOBOIO CBOTO Tijla, aJKe iXHs MOBEAIHKA MOXKE MaTH
BIUIMB Ha J{yMKH Ta MOYYTTS MiJJICTJIUX.

4. Scuicte. HezanexHo BiJ TOTO, 4M MOBIAOMIJICHHS OTOJIOIIY€ETHCS HA IUIOBIN 3yCTpidi
ab0 K HAJICWIAETbCA Yepe3 BHYTPILIHIO CHCTEMY 3B’S3Ky YCIM IIpalliBHUKaM, 3aBXIU
HeoOXigHa 4YiTKicTh. KepiBHUKY MOTpPIOHO MOMEpEAHbO TMOBIAOMUTH MpAlliBHUKAM METY
MIOBIIOMJICHHSI Ta PEryJIipHO MOBTOPIOBATU L0 METY HPOTATOM YCi€l PO3MOBH. 3 METOIO
3a0e3nedeHHs SICHOCTI JIIOBOTO CIIJIKYBaHHS BapTO ISl MOYATKY MPOAHANI3yBaTH IIJILOBY
ayMTOpito, sAKiH MU OyaeMO HaIpaBJsTH IMOBIIOMJIEHHS. Bimx ImbOro Takoxx 3aliekaTUMe
0O0paHuil CTUIIb CIUIKYBaHHS.

5. CnyxanHus. Po3pi3ustoTh pediiekcuBHe Ta HepedIEeKCHBHE CIyXaHHS. Y JUIOBOMY
CBITI PEKOMEHAYETHCS OLTBIIOI0 MIpOO BUKOPUCTOBYBATH caMe pe(pIEeKCUBHE CITyXaHHS, SIKE
nependayae KUBAHHSA TOJIOBOIO Y XOJl PO3MOBH, 3a/laBaHHs YTOUHIOIOUHMX 3allUTaHb,
BepOaibHE MOTO/KEHHS. TaKkoXX Ba)KIMBO HE MPOCTO BMITH CIyXaTH, aje ¥ y NpaBUIbHUN
croci6 mexoayBaTH iH(opmarliro.

6. IlIBuakicTe. SIK MOKa3yrOTh HAYKOBi JOCIHIIKEHHS, Y Cy4YaCHOMY MIHJIMBOMY CBITi
Bce OLbII BaXKJIMBOIO € IIBUAKA Ta e()EeKTUBHA KOMYHiKallis. BpaxoByroun Taki 3aBiaHHS,
MPAKTUYHO KOXKHOTO JHS 3’ SBJISIOTHCS HOBI KaHAJW Ta CIOCOOM KOMYHIKAIlli, HaNpUKIIA,
MO>KJIMBICTB 3aIIMCYBaTH y MECEH IKepax T0JIOCOBI OBITOMJICHHS.

EdexTuBHe ni0oBe CHUIKYBaHHSA € XUTTEBO BaXJIMBUM JUIsl Oe3mepebiiiHoi poOoTu
Oyab-skoi opranizauii. Ha sxanp, 6arato oprasizaunii HamMararThCsl HIATPUMYBATH PO3MOBH B
CKJIagHUX pOOOYMX yMoBaxX. Xouya [HTEpHET NEBHHUM YWHOM CIPOCTHB CIIIJIKyBaHHS,
HE3J11YeHH] TeH/AEHLIT YCKJIaIHIOIOTh MPOBEACHHS MPaBUIBHUX IUCKYCid. Takum 4MHOM, y
JJIOBOMY CIIUIKYBaHHI iCHY€e 0e3iid 6ap’epiB, K MOXKYTh HEPELIKOIKATH Y TOCSITHEHHI HUM
e(eKTUBHOCTI Ta Pe3yJbTaTUBHOCTI. B X011 MpoBeAeHOro NOCTiIKeHHs 0YyJI0 BUSBIEHO TPU
KaTeropii 6ap’epiB 3B’s3Ky, SKI MOXKYTb HEPEIIKOHKATH 1IOBOMY CIIKYBaHHIO (pHC. 2).
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Puc. 2. Knacudikauis 6ap’epiB 3B’ 513Ky y AUJIOBOMY CHUIKyBaHHI*

Fig. 2. Classification of communication barriers in business communication*
*icepeno: copMOBaHO aBTOPOM Ha OCHOBI BJIACHHUX JOCIIIKEHb.

KomynikatuBHi 6ap’epu y I1JI0BOMY CIIJIKYBaHHI XapaKTepU3YIOThCS PI3HOMAHITHICTIO
Ta 3yMOBJICHI HEOJIHAKOBUMHU (pakTopamu. Came TOMy, AyXke Ba)xJIMBO PO3YMITH iX MPUPOAY,
BaxumBum 1mpu  npoMy €
YCBIJIOMJICHHS Ta JIOTPUMaHHS TAPMOHIMHUX JIFOJCHKUX B3a€EMOBIIHOCHUH y Oynb-sKii cdepi.

NpUYUHNU Ta YMOBH BHUHUKHCHHSA 178 110) 6047 IIoaAO0JIaHHA.



He MmoxHa onepkaTu MNO3UTHBHUI pe3ynpTaT 0e3 pO3yMiHHS, I[OBaru Ta JOBIpH [0
ocobucToCTi B KOMyHIiKaTuBHOMY Tiporieci [16, c. 210].

CkJ1a10BOI0 YaCTUHOIO JIIOBOTO CIIJIKYBAaHHS Ta HAHOIIbII MOMYJIIPHOIO Y Cy4YaCHOMY
PUHKOBOMY cepeqoBHIIl € meperoBopu. OCHOBHOIO METOIO MEpPEroBOpiB € JOCSTHEHHS
JIOMOBJICHOCTI MIXK JBOMa CTOPOHAMHU KOMYHIKAaTHMBHOTO MPOILIECY B YCHOMY BUTIISAIL, a0 y
MUCHbMOBOMY 13 YyKJIAJeHHAM yroaw. Sk 3a3Haudatoth O. Makcumenps Ta A. AmaMoOBHY.
«TI1JIBUIIIEHHS PiBHSI KOMYHIKATHBHOI KOMIIETEHTHOCTI € HEOOX1THUM 1 MOCTIHHUM 3aBJaHHSIM
st hopMyBaHHs TpodeciiHOi KOMIIETEHTHOCTI MaitOyTHIX daxisiisy [17, ¢. 127]

Ha ocHOBI ompanpboBaHHUX JKEpei, MU BHOKPEMHJIM HACTYMHI NpaBHia, SIKUMH CIif
KOPHUCTYBaTHUCh JJIs1 3a0€3ME€UEHHS TPOBEICHHS YCIIIIHUX [IEPETOBOPIB:

1. [ToTpibHO OyTHM BIEBHEHHMM B YCIIXY MEPEroBOpiB, OyIyBaTH CTPATEril0 1 TAaKTHKY
BEJICHHSI TICPETOBOPIB.

2. BaxxnuBuM € 10TpUMaHHA JIpec-Koay. Jist 1iJI0BUX MeperoBopiB HaOLIbII BAATUMH
€ IioBHUit Ipec-Kko, abo x smart-casual.

3. HeoOxiaHO 4iTKO MPOAYMaTH KiHLIEBY METY IIEPEroBOpiB.

4. Tlepen mpoBeneHHAM MEPETrOBOPIB PEKOMEHJIOBAHO TMOIIYKAaTH JI0JATKOBY
iHpopMalio mpo ocody, 3 SIKOI JOMOBUJIHCH MPO AUIOBY 3ycTpid. Lle 3abe3neunTts Oibin
UIBUJIKE HAJaro/KEHHS KOHTAKTy MK CHIBPO3MOBHHUKAMM 1 NPUIIBUAIIUTG JOCSATHEHHS
OCHOBHOT METHU TIEPETOBOPIB.

5. Jlo mpoBeeHHS MeperoBopiB MOTPIOHO MIATOTYBATH MEPETIK 3aMUTaHb Ta KIIOYOBUX
TE3, a TAKOXK 3aIIMCATH 1X Y HOTaTHHK.

6. Ha meperoBopu ciij B3sTH 13 cO00I0 yCi HEOOX1IHI MaTepiaiau: 3pa3Kd MPOIYKIIii,
iHpOpMAaTHBHI JOKYMEHTH, BI3UTIBKH, OpOLIypH, OYKIeTH, OJJaHKH YTrO/ TOLIO.

7. KareropuyHo He MO’KHA 3ali3HIOBATUCh Ha MeperoBopH. [IyHKTyallbHICTh CBITYUTH
PO CepHO3HICTh CyO’€KTiB meperoBopiB. Takok HEOOXIIHUM € JOTPUMAHHS PETJIAMEHTY
BEJICHHsI TIeperoBopiB. HaitOouibm eeKTHBHUMH BBaXKalOThCS MEPETOBOPH, K HE TPUBAIOTH
JIOBIIIE 2,5 TOIHUH.

8. BaxnmiBo1O € BIIEBHEHICTD, YECHICTh, JOOPO3UWIMBICTE 1 HE HaAMIpHA (OPMaILHICTB.

Takum YUHOM, TP MPaBUIIBHIN OpraHizailii €TUKH I1IJI0BOTO CIIJIKYBaHHS B OpraHizaii
MOXHa JOCATTH 3Ha4HMX Iepesar. [lo mepiie, BiAMIHHE CHIJIKYBaHHS Ha POOOYOMY MICIT
CTBOPIOE «3/I0POBI» B3a€EMOBIAHOCHMHHM MK WICHAMH KOMaHAd. YuM KOMQOpTHIIIE IOAU
MOYyBAIOTHCS, MPALIOIYN Pa30M, TUM MPOIYKTHUBHIIIE BOHU MpaIiooTh. EdexkTuBHe ainoBe
CHIJIKYBaHHS TaKOX MOKe c(hopMyBaTH MO3UTHUBHI CTOCYHKH MiX MpalliBHUKaMHU Ta OpEeHIOM
opranizarii. Ilo-mpyre, B opranizamii NiIBUILYETbCS KPEATUBHICTH Ta BHKOPHUCTAHHS
igHOBaIiii. Konu mpamiBHUKKA MOXYTh BUIBHO CITIIKYBAaTHCS, BOHH MOXYTb JIETIIE JUTUTHCS
ta OynyBatu imei 1 moOynoBW ycmimHoro Openay. Ilo-tpere, edexTuBHE [ioBe
CHIJIKYBaHHS TOJISITa€ HE TIJBKM B 320XOYEHHI MPAIiBHUKIB 10 CIJIKYBaHHA, a i 3a0e3medye
I IBUINICHHS PiBHSA HOTO BMOTHBOBAaHOCTI. [lo-ueTBepTe, Mi0BE CITIJIKYBaHHS JIa€ PO3IIUPEHI
MOJKITUBOCTI JIJIsl PO3BUTKY OpTaHi3allii 3arajiom.

BucHoBku. [IpaBunbHe AUIOBE CHUIKYBAaHHS € KJIIOUOBMM €JIEMEHTOM 3pPOCTaHHS,

JOCSITHEHHS IIIJICH Ta 3arajbHOi IOBFOCTPOKOBOI Pe3yIbTaTHBHOCTI opraHizamii. EdexTuBae
JIIJIOBE CIIJIKYBaHHS € (POPMOIO MIKOCOOMCTICHOTO JIIIEPCTBA, IHCTPYMEHTOM, 32 JI0IIOMOT'0F0
SAKOTO KEpIBHUK MOJKE 3/iHCHIOBAaTH IE€BHI MOBHOBa)XEHHS: NPOTHO3YBAaHHS, HaBUaHHS,
oprasizaliro, KOOpJHHAIl0, KOHTPOJIb, OLIHKY, OpeHIuHr Touo. OKpiM TOTo, KepiBHUITBO
opraHizarii Moxke OUTbII €pEeKTHBHO JEIeTyBaTH 3aBJaHHS Ta JIETIIE CITUIKYBaTHCS 3
MpaliBHUKaMU, MaTH BIANPABHY TOYKY Yy MPHUHHATTI pillieHb W A00pe po3poOJICHUI TJIaH.
ETuka AioBOro CHiJIKyBaHHS BiAIrpa€ BaXIUBY POJIb B JTISUIBHOCTI Oy[Jb-sIKOi OpraHizarii,
OCKIUJIBKM 3a JIOMOMOTrOI0 €(EeKTHBHOTO OpraHi3yBaHHS €THYHUX BIIHOCHH (POpMY€EThCS
CHPUSATIMBUI KIIIMAT BCEpEIMHI OpraHizalii Ta HaJaroJKylThCs 3B’ SI3KU Y 11 30BHIIIHbOMY



CEPETOBHILLI.
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