Tema 1. IlcuxoJiorii i eTuka B TOpriBJi

1.LETH4YHuH KoeKc miAnpueMIsi-KOMepCaHTa.
2. ETHKeT OiJI0BOI JTIOAWHHA

3.TexHika 1i10BOI0 CHiJIKYBAHHSb

4. be3koHPIIIKTHe CIVIKYBAHHS

1.Ilepen po3misaOM TUTAaHHS CYTHOCTI Ta 3MICTYy €THKHM Ta IICHXOJIOTIl AUIOBHX
BIZTHOCHH J]JaMO O3HAYCHHs KJIFOYOBUX MOHSATH 1€l cepr Ta BUSHAYMMO ME€BHI 3aKOHOMIPHOCTI
y iX CIiBB1IHOILIEHI.

[Ipo eruky Brepiie 3aroBOpuUB ApUCTOTENb, TOMITUBIIIH, 1110 BOHA «I0TIOMArae mi3HaTH,
110 MOTPIOHO POOUTH 1 BT YOTO MOTPIOHO YTPUMATHCS.

bazoBumu kareropisMu aHamizy eTHYHUX Ta ICHXOJIOTIYHMX 3acaj Oi3Hecy Ta
MEHEDKMEHTY € ‘“‘eTuka’, ‘“‘Mopanb”’, ‘“MOpajbHICTH’, TICUXOJOTisA, “eTuker’, “IiIoBi
BITHOCHHM, “‘OpraHizalis’, TOMy 3ylIMHUMOCH Ha IX O3HAYEHHI.

Emuka (3 rpenpk. ethos — HOpoB, 3BUYall, XapakTep) — cMCTeMa 3HaHb (HayKa) TPO
MOpaJib Ta MOPAJIbHICTh, X CYyTHICTh Ta ICTOPiIO PO3BUTKY, iX POJIb Ta MICII€ B XKHTTI JIIOAUHU.

Emuxka — cucteMa 3HaHb PO JA00PO Ta 3710, IX aKTyali3allilo B KUTTI Ta TMOBEMIHIT
JFOJIHU.

Mopans (3 nat. MOris — HOPOB, 3BHYAl, XapaKTep)— TEOPETUYHA CYKYITHICTh MOIVISIIIB
Ha MoOpajib Ta MOpPAJIbHICTh, MOPAIbHICHI BIAHOIIEHHS, SKOCTi, MISUIBHICTb JIIOMUHM; L
MOpaJIbHI TPUHITUIIK, HOPMH 1 TpaBWiia TOBEMIHKKA. Mopaib BHU3HA4Ya€ IIHHOCTI JIIOAWHH,
PETyIIoe i MOBEAIHKY 3 TOYKHU 30pY NPUHIMIIOBOTO MPOTUCTABIECHHS 100pa Ta 371a.

Mopansnicmb— TOBENIHKA, BYMHKU, SIKOCTI, BIIHOIICHHS, TISTIBHICTD JIIOMWHU SIK
pe3ynbrar 6e3nocepeHboi peatizallii MopabHUX 171eH, IIIHHOCTEH, MPUHIIMIIIB, HOPM 1 IPaBUII
MOBEIIHKH.

Ilcuxonocia — cucremMa 3HaHb INPO TIICUXOJOTIYHI 3aKOHOMIPHOCTI, MPOSBU Ta
MeXaH13MHU MCUXIKH.

inoei ionocunu — BiIHOCUHU MK Cy0’€KTaMH J110BOi c(hepH CyCHUIBHOTO OyTTS.

Emuka dinosux éionocun — cucteMa 3HaHb TIPO MOPAJIbHI 3aCaj JUIOBUX BITHOCHH.

Ilcuxonozia dinoeux iomocun — CUCTEMa 3HaHb MPO ICHXOJIOTIYHI 3acaau AUTOBHX
BIJTHOCHH.

B HaykoBiif niTeparypi yacTimie 3yCTpiyaeMO TEepMiH “‘€TUKa JUIOBUX BIAHOCUH,
piamie “rcuxonioris III0BUX BIJHOCHH. AJie, SKIIO MM YBa)XXHO MOJUBHUMOCH, TO 3MOXKEMO
no0a4ynTH, MO B MOCIOHMKAX 3 €THUKM JIUIOBUX BIHOCHUH 3HAYHOIO, € caMme ICHXOJIOTIYHA
ckianoBa. Lle mos’s3aH0 3 THM, IO TO-TIEpIIE, TICKUXOJIOTIS MIJIOBUX BIIHOCHUH SIK CAMOCTIiitHa
JTUCLUIUTIHA MEHINE JOCIiKeHa, Mo-Apyre, y 0araTbOX BHIAJKaX HENPOCTO BUYJICHUTH 3
€TUYHOI cepu AUTOBUX BIJHOCHH CYTO IICHXOJIOTIUHY. AJDKE INCHUXOJIOTIYHI 3HAHHSA, Al 1o
BITHOIIIEHHIO 0 1HIIMX HAa OCHOBI BpaxyBaHHs ICHXOJOTIl JIOIWHU, COLIANBHOI TPYIH, BXKE
camo 10 co01 € ETHYHHUM SIBUIIEM.

Hanpuxman: OyTtu po3ymMHUM, yMIiTH MUCTUTH. Lle sBuUIne mncuxomorii, MeBHHMA
MexaH13M. AJle 3 1HIIOro OOKy 1€ IIHHICTb. SIKIIO A1JI0Ba JIIOANHA, KEPIBHUK HE BMI€ KDUTHYHO
MUCIUTH, aHaji3yBaTH, HaBpsAJ YU BOHAa 3MOXE JIATH, B3a€MOISATH B pYCIl €TUYHUX,
[IHHICHUX HOPM.

Emuunuil kodekc (36e0eHHA npagusi, HOpm) TIATNPUEMIA-KOMEPCAHTA BKIIIOUAE HOPMHU
npodeciitHoi moBeainku ad6o nmpodeciiiHoi eTHKH.

[uBini30BaHUH T1ATPUEMEIL-KOMEPCAHT;

- NIEPEKOHAHWI B KOPUCHOCTI CBOET Mparii He TUTBKU I cebe, ane ¥ s 1HIuX,
JUIsl CYCHUIBCTBA, JUIs A€P>KaBHU;

- BUXOIHTH 3 TOTO, IIO JIIOAH, SIKI OTOYYIOTh HOTO, XOYyTh 1 BMIIOTH NPAIIOBATH,
Ipar"yTh peaizyBaTtu ce0e pa3oM 3 HUM;

- BIpUTH B TOPTrOBHI Oi3HEC, PO3IIHIOE HOTO K MPUBAOINBY TBOPUICTh, CTABUTHCS
JI0 TOProBOro Oi3HECy SIK 10 MUCTEITBA;



- BU3HAE HEOOX1HICTh KOHKYPEHIIii, ane po3yMie 1 HeOOXiHICTh CHiBIpaIll;

- MoBaXkae cede sIKk 0COOUCTICTh, a Oy/Ib-IKYy OCOOUCTICTH 5K cebe;

- noBaxka€ OyJb-SKy BJIACHICTb, JIE€p>KaBHY BIajay, CyCHUJIbHI PyXH, COLUaJIbHUMN
MOPSIOK, 3aKOHHU;

- JIOBipsi€ He JuIIe co0i a i 1HIIUM, ToBaXkae MPo¢eCcioHa i3M 1 KOMIETEHTHICTD;

- LIHUTH OCBITY, HAYKY 1 TEXHIKY, IHPOPMATHUKY, KYJIbTYpY, I0BaXKa€ €KOJIOTIIO;

- npar’e 10 HOBOBBE/ICHb;

- € TYMaHICTOM.

@opmyroun cebe SK KOMepcaHTa, HeOOXiMHO OyTH BBIWIMBUM, TaKTOBHUM, IENIKATHUM,
JOOPO3UWIMBUM 1 MOBHICTIO YIPaBIATH CBOIMH €MOI[ISIMH; TOTPIOHO chopMyBaTH 1MiJIK
KOMEpCaHTa, 110 TapaHTye YCIiX.

2.ETuKeT 1i10BO1 JIIOTUHU

JIiIoBMIA €THKET: CYTHICTb, IPUHIMUIHN 1 PYHKIIT €TUKETY

[onoBHa 0COOMMBICTH MUJIOBOTO CIUIKYBaHHS - HMOro pErIaMeHTOBAHICTh, IO
OPOSIBISETbCA B HEOOX1THOCTI HWOro IOTPUMAaHHS y4YaCHMKAMHU JUIOBOTO €THKeTy. Sk muiie
(haxiBelb 1 MPaKTUK y ramy3i AinoBoi eTuku M. [[. Apxanrenbcbka: "bi3Hec-eTHKET - HE MpUMXa,
a HeoOXiHICTB".

[lepenbauyBanuii 1 e(peKTUBHUN MpPOLEC CHUIKYBAHHS MOBUHEH MiJKOPATUCS MEBHUM
IpaBUIaM 30BHILIHBOI MOBENIHKH, CYKYIHICTh SKHX IHO3HAYA€TbCS MOHATTAM "eTHKeT'", 1 sKi
NOTPIOHO HE MPOCTO 3HATH 1 JOTPUMYBATHUCS, a CB1IOMO BUKOPUCTOBYBATH.

Etuker - cucrema HOpM 1 mpaBuJl, 10 PETrYIIOIOTH 30BHIIIHI ()OPMH MOBEAIHKH JIIOAEH
Ta X B3aEMHUHH B [IPOLIEC] CIIIJIKYBaHHS.

CBoto Ha3By eTHKeT (Bix ¢p. L'etiguette - ApiauK, HAaNKC, ETUKETKA) OTPUMAB Ha MOYATKY
XVII cr., Xoua, 3BMYallHO >, CYKYIHICTb MpPaBHUJ XOPOIIOTO TOHY ICHYBajla 3a/l0Bro J0
MO3HAYEHHS X ClelialbHUM TEPMIHOM.

[MounHatoun 3 IIMOOKOT TAaBHUHM CTAJIM CKJIAJATUCS HEIMCaHi MpaBwiia, M0 PEryol0Th
30BHIIIIHI MPOSBU B3a€EMOBIAHOCHUH Jroiei. YoMy MOBENIHKY JIOJIeH CTano MiAKOPATHCS MEBHUM
npaswiaM? O4eBUIHO, MpaBuia OylIM BUKIMKAHI JIO JKUTTS NOTPEOOI0 MPUIITYLIMTH MPUPOAHI
IHCTMHKTH 1 NMPOTHUCTAaBUTH iM TMpaBWJIa COLIAJILHOTO JKUTTSA, 3aCHOBaHI Ha B3a€MHil MoBasi
iHTepeciB. BoHM BHXOBYBaslM 3BMUKY Y3TO/UKYBaTH CBOIO IMOBEAIHKY 1 CTaBJIEHHS A0 JIOIEH 3
YSBJICHHAMHU PO MOBaXHICTh, JOOPO3UWIMBOCTI, MPUBITHOCTI B CHIKyBaHHI. [7nboka 3B'130K
MK BHYTPIIIHIM MOpajJbHUM 3MICTOM 1 HOro MposiBOM B 30BHIIIHIX (popMax Oyna BiadyTa e
JPEBHIMHU TpeKaMH, K1 MO3HAYMWIN CHiBBOJOAIHHA "KpacuBoro" noseainku 3 CTO MopanbHUM
3MIiCTOM MOHATTAM (Bif rpeu. Kalos - mpekpacHuit, agathos - no0Opwuii).

€IHICTh €TUYHOTO Ta €CTETHMYHOI0, BHYTPILIHBOIO OJaropojicTBa 1 30BHIIIHBOIO HOTO
IPOSIBY B MaHepax JIFoeH (hopMyBasocs MPOTATOM CTOJITh. 30BHIIIHI (POPMH TTOBENIHKH JTFOICH,
0 JEMOHCTPYIOTh BBIWIUBICTh, YE€MHICTb, JIO0'SI3HICTH, BMIHHA BECTH cebe B pI3HHX
0o0CTaBMHAX, HAIMOBHIOBAINCS MOPAJIBHUM 3MICTOM B CHJIY OO'€KTHBHOI HEOOXiTHOCTI
BIIOPAJIKYBAaTH 1 00IarOPOAUTH BITHOCUHH MIXK JTIOIBMHU.

ETukeTHI HOpPMH CIUJTIKyBaHHS TIOKJIMKAHI 3aJI0BOJILHUTH COLIAIbHY MOTpedy Yy
B3a€MO/Iii, MPUXUIBHOCTI 1 MIATPUMKH, NIOBA31 1 BU3HAHHS JIOABMHU OAUH OfHOTO. CyKyIHICTb
€THKETHUX HOPM 1 IPaBWII, IO PETYITIOIOTH JOMYCTHMI (MPUCTOIHI) (JOPMU MOBEIIHKH, HOCUTh
ICTOpUYHMIA XapakTep 1 BU3HAYAETbCA KYNBTYpOIO cycniibcTBa. CKaXIMO Tak: sika KyJbTypa
CYCITITBCTBA, TAKHH 1 €TUKET.

VY niteparypi 3 Cy4acHOTO AUJIOBOTO €THKETY 3BEPTAEThCA yBara Ha Te, 1[0 €THKET - e
3aBXKIM CoIliaJibHA Tpa 3a NMEBHUMH TpaBwiaMu. [pa mependadae Habip CTPOro BH3HAYEHUX
IpaBWi, SKUX MOBMHHI JOTPUMYBATHCS TpaBlli, a 3a MOPYIIEHHS CIIAYIOTh CaHKLIi ax 0
BUKJIIOUCHHS TPaBIsl 3 YMCIA Tparouux. Te sk came My 0a4uMoO 1 B €THKETHUX CHUTYyallisix: il
Jrofeil  CyBOpPO periiaMeHToBaHiI 1 (opmamizoBaHi, SBJISIOTH COOOI0 MOJAENTh THUIIOBOTO 1
odikyBaHOi moBenmiHKH. [Ipu mOpymIeHHI ETHKETHUX HOPM CIIAYIOTh BIJIMOBIIHI CaHKIIIi,
IOYMHAIOUM BiJ (OpPMYBaHHS HETaTMBHOI T'POMAJChKOi TYMKH 1 3aKIHUYIOUM HPUIIMHEHHAM



CHIUJIKYBaHHS 3 JIIOAUHOIO, 110 Tpy0o mopylrye HopMH eThkeTy. Cama npupojia eTHKETy Taka, 110
OpIEHTYE TMOBEIIHKY JIFOMWHN Ha BiJIMOBIIHICTh MIEBHUM KYJBTYPHUM 3pa3KaM.

s goro notpiGen etuket? SIKy (QyHKIIiIO BiH BUKOHYE y B3aeMoisax soneit? ETuker
peaitizye TparHeHHs JIIOAWHU J0 BU3HaueHOCTi, mopsaky. Came 3a paxyHOK 3BEpHEHHS 0
CTEPEOTHITHUX, YCTAJIECHUM, BIJTOUEHHM ICTOPI€I0 Ta JOCBIJOM IHIIUX MOKOJiHb (opMam
MOBEAIHKM 1 MpaBHWJaM, L0 PENIaMEHTY€ iX, JIIOAMHA 3HAaXOIUTh CTIMKICTh, OOIPYHTOBAHICTb
BUOOpPY BapiaHTiB MOBeAIHKU. HasBHICTP TOTOBHX CTEPEOTHIIIB MPUCTOWHOI MOBEIIHKU PATYE
Hac BiJ] HEOOX1AHOCTI KOHCTPYIOBATH 1110Pa3y 3aHOBO CXEMU CIIIIKYBaHHS.

TpanuuiitHo po3pi3HSIOTH KiJIbKa BUJIIB €THUKETY, OCHOBHUMH 3 SIKUX €:

- MPUIBOPHUM €TUKET - CTPOrO PErIaMEHTOBAHUN MOPSAOK 1 PopMH 00XOKEHHS,
YCTaHOBJIEHI NIPH JBOPaX MOHAPXIB;

- JTUTIJIOMAaTUIHUN €TUKET - TMpaBWIA MOBEIIHKH JUIUIOMATIB 1 1HIIUX OQIIIAHUX
0C10 Ipu KOHTAKTaxX OJIMH 3 OIHUM Ha PI3HUX JUIUIOMATHUYHUX NEPEroBOpiB, BI3UTAX, MpUHOMaX;

- BIICHKOBHI €THUKET - 3BiJ 3araJbHONPUUHATHX B apMii MpaBWj, HOPM MaHEp
MOBOJIKEHHS BIHCHKOBOCITYOOBIIIB Yy BCiX cdepax iXHbOI AiIbHOCTI;

- 3arajJbHOrPOMAaITHCHKUM a00 CBITCHKUN €THKET - CYKYIHICTh MPaBUJI 1 TPAIULIIH,
JIOICPXKYIOThCS TPOMAISTHAMHU TIPH CITIJIKYBAaHHI OJIUH 3 OJIHUM.

CydacHuil eTUKeT BHUCTYNa€ B PI3HOMAHITTI (popM, 0OyMOBIEHOMY OCOOIMBOCTAMU
JesIKUX cep KUTTEASUTBHOCTI CyCIUIBCTBA 1 MPpOoQeciitHOl AISITBHOCTI colianbHuX rpyi. [lopsin
3 TPAAUIIHHUMU BUJIAMU €TUKETY B JIAHWK Yac BUIUISIOTH IIJIOBUN €TUKET, IO Ma€ crienudiky B
pi3HUX cdepax mpodeciitHoi AISTBHOCTI.

JinoBuii eTUKET MOXHA BH3HAUUTH SIK CYKYIHICTh CHEHU(BIYHUX TpaBuj, M0
pErIaMEeHTYIOTh 30BHIIIHI MPOSBU B3a€EMUH MK JIOJbMH B IPOLECI IIJOBOIO CIUJIKYBAaHHS.
JliioBUii €TUKET BHCTYNA€ 30BHIIIHIM BHUPAXEHHSIM BHYTPIIIHBOI MOPAIBbHOCTI 1 KYJIBTYpH.
Hopmu 1 mpaBuia MoBeIiHKU JAIJIOBOTO €THKETY BHUXOIATh 3 OCHOBHMX HPUHIMIIB Cy4aCHOTO
€THKETY, OPIEHTOBAaHMX Ha YECTh 1 T'IHICTh JIIOAUHU SIK HAWBUILY LIHHICTb 1 JIOTPUMYBaHUX B
[UBLTI30BAHOMY CBITI.

3.Texnika 1i10BOro cnijikyBaHHs1

CnisikyBaHHI — 1i€ CKJIAJHMH, OaraTorpaHHUi NpoLEeC BCTAHOBIEHHS 1 PO3BUTKY
KOHTAaKTIB MDXK JtoApMHU. BiamoBigHO 10 1ie# Ta 3ac001B CIUIKYBaHHS MOAUISIOTH Ha 17|€abHe
(xonu Bi10yBa€eThCsl OOMIH MIX JIIOIbMU 1/1€5IMH, YSABICHHAMH, IEPEKUBAHHIMHU) Ta MaTepiajibHe
(KoM JIOMM CHIJIKYFOTBCSI 3@ JOIOMOTOI0 SIKUXOCh MpenMetiB). Komu kaxyTh mpo 3acoom
CHUIKyBaHHS MAalOTh Ha yBa3l Te, 3a JIOMOMOIOK YOro JIIOAU B3a€EMOJIIOTh MiX c000r0 abo
0oOMiHIOIOTBCS iH(OpMarieto (coBa ado KECTH, MiMika TOIIO). SIKIIO HAEThCS Mpo MpUHOMHU
CIUIKYBaHHA, TO 1€ CHOCOOM KOMyBaHHs, mepenadi iHQopmaiii abo BIUIMBY TOAEH OIWH Ha
OfHOTO. [HOAI TOBOPATH MPO KaHAIM CIHUIKYBaHHS — TO 1€ IUISIXM a00 HampsiMH, SKAMHU
iH(popMaIlis epeaaeTbes Bl OHIET TIOAMHU 10 1HIION.

[Ilo BiApi3HsA€ YCHIIIHY JIOAWHY BIJl HEYCHIIIHOI, KYJIBTYPHY BIJ HEKYJIBTYPHOI,
npuBaOIMBY BiJ HenmpuBaOmuMBoi? be3mepeyHo, KpiM 30BHINIHOCTI, pO3yMy, BOpaHHS —
HacamIiepe]], BMiHHSI KpPaCHBO, IPAaBMIIBHO CITUIKYBAaTHCh. TaKi JIFOAM BUKIMKAIOTH 3aXOTUICHHS.
3amicTh TOrOo, MmOO TOTAKM 3aJAPUTH IIUM JIFOASM, CJIiJ TIOBCSAKYAC, IUJICCIPSIMOBAHO 1
HEYXWJIBHO OBOJIOJIBATM MHUCTEITBOM YCIIIIHOIO CIUIKyBaHHS, 0O K BIJOMO, BCSKE BMIHHS
HaOyBaeThbCs 1 pO3BUBAETHCS. UM He HaOLIbIIE 11€ CTOCYEThCS CeKpeTapsi-pedepeHTa, SKUii BeCh
yac "Ha BUJly", BECh 4ac y BUpI MOJ1H, 3ycTpiuel, IpUHOMiB, € CBOEPITHOIO "BI3SUTHOIO KapTKOIO"
yCTaHOBHU. Binx #ioro moBeiHKH, CTHIIIO, MaHEp, a HAWOLIbIIE — BiJi MHCTENTBA CIIJIKyBaHHS
3aJICKUTh HE TUTBKH JIUIOBA PEITyTallisi OpraHi3allii, a HaBiTh, 4aCTO 1 PiHAHCOBE OIATOMOIYYUS.

JlinoBe cHiJIKyBaHH$ — II€ NPOLIEC BCTAHOBJICHHS 1 PO3BUTKY KOHTAKTIB MIXK JIFOJIbMH,
10 BHUHUKA€E 3 MOTPEOM iX CHUIbHOI IiSJIBHOCTI. 3MICTOM JIJOBOTO CHUIKYBAaHHA € OOMIH
iHopmartiero 1 T0CBiIOM, IO Mepeadadae JOCATHEHHS MEBHOI METH 1 BUPIIICHHS KOHKPETHOT
npobaemu.

3aiiBe HarojomyBaTH, IO CaMe€ CEKpeTap 3iHCHIOE Oe3id JIJOBUX KOHTAKTIB 3
KEpIBHUKOM, CHIBpOOITHMKAaMH, BlJIBllyBayaMu, Telie(OHHUMU abOOHEHTaMHu, 1 came Horo



KOMIIETEHTHICTh, TaKTOBHICTh, €PYyIMIlis, €THKA, MOBa CTBOPIOIOTH IMIDK oOprasizaiii uw,
HaBIaKH, TUCKPEIAUTYOTh.

Bce mounHaeTbes 3 MpHIiOMY: CEKpeTap, BHSBISIOYM TOTOBHICTH JIO CIIyXaHHS 1
3aIliKaBJIEHICTh Y PO3MOBI, TAKMM YMHOM BCTAHOBJIIOE 31 CIIIBPO3MOBHUKOM Bi3yaJIbHHM KOHTAKT.
Criiikuil Bi3yalbHUH KOHTAKT 3 JIIOJUHOIO, IO CIUIKYETHCS 3 CEKpeTapeM, CBIIYUTH HE JIMIIE
PO 3alIKaBJIEHICTh Y PO3MOBI, ajle i CTUMYITIOE CIIBPO3MOBHHKA MPOJIOBKYBaTu Oeciny. bararo
IICUXOJIOTIB PAJATh MOYMHATH OECiy 3 KOMILTIMEHTY, 1110 JIa€ 3MOTY 3HITH €MOLIIHY HaIpyTy.

MucrtenrBy CHiJIKyBaHHS, a, OT)KE, MECTEITBY BBIWIMBOCTI Ta MIAHOOJUBOTO CTaBJICHHS
10 JIFOJIMHU SIK 10 0COOMCTOCTI, BUNUTH, 3PEIITOI0, KUTTEBUH JJOCBII.

Po3moBrsitoun 3 monbMHU, HAJIEKUTH OpaTh 0 yBaru CKJIaJHICTh iXHbOTO BHYTPILIHBOTO
CBITY, NCUXIKM, XapakTep 1 TUI TeMIIEPaMEHTY, a0 BIJIIyKaTH MOTPIOHMN KIIOY 1 JOCSTTH
notpibHoro edexry. ITiABUIINTH MOXKIMBOCTI Ha YCIHIX y AUTIOBOMY CIIJIKYBaHHI MOYKHA, SIKILO
3a3qaNeriip J0OBIAATHCh PO CIOCIO MUCIIEHHS, MO3MII0 CIIBPO3MOBHHMKA, HOro Baaud Ta
TIepeBary.

o6 mocsArtu MeTu y CHUIKyBaHHI, CEKpeTap He TUIbKM MOBMHEH MaTu NEeBHUM (i3uuHuil Ta
IHTEJIEKTyaJIbHUI TIOTEHI1aJ], HABUYKM KOMYHIKAIi1, a i 3HaTH MpaBuja J1JI0BOT0 CIUIKyBaHHS:

- noTpiOHO yHHMKaTd B po3MOBi cioBa "4". Bxogutu B iHTepecH iHIIUX Ta HE
BUIIMHATH BJIACHY OCOOHUCTICTh — 0COOIMBA TOCTOWHICTh KOXKHOTO CIUIKYBaHHS;

- HEOOX1/IHO YHHMKAaTH PO3MOB, 110 HENPUEMHI CIIBPO3MOBHHUKOBI Ta 3aCMYYyIOTh
pioro. Temu cmin oOupaty Ti, K1 CTAHOBIATH CHUIBHUN IHTEpPEC 31 CHIBPO3MOBHHUKOM.
[{ikaBUTHCS Yy KMMHU IHTUMHUMHU CIIpaBaMU HEJOPEYHO 1 BKpail HEYEMHO;

- HEOOXITHO YMIJIO HIATPUMYBATH PO3MOBY, INPABUIBHO BHUCIIOBIIOBAaTHCS, HE
BXXKMBATH BYJbIAapHUX BHpa3iB, HE MEPEeOOTHKYBATH MOBY 1HO3EMHOIO JIEKCHKOIO i aOCTpaKTHUMU
HOHSATTSIMH;

- BIZIMOBIZIATH Ha 3alUTaHHA YU PO3MOBJIATU TI€0 MOBOIO, SIKOIO J0O HBOTO
3BepraroThesa. OMHAK y TOBApHCTBI, JI€ CHIIKYIOTHCS OJIHIEID MOBOIO, PO3MOBISITH 3 KHMOCH
1HILIOIO HE PEKOMEHYEThCS;

- HE CJIi/1 BUKPUKYBAaTH, IPUBEPTAIOUN YBary CTOPOHHIX, SIK 1 MOBHTH JIy>KE THXO;

- HE BapTO BUSABJISITH CBOIO HYABI'Y a00 BTOMY;

- He ciiJl nepeOuBaTH criBpo3MOoBHUKA. CBOi CyMHIBU a00 HENOpO3yMIHHS
BHUCJIOBJIFOBATH YEMHO T1JIbKH 10 3aKiHYE€HHI1 pO3MOBH 1 B HAalBBIWIMBIIIIH (hopMmi;

- PO3MOBJISIIOYH, BApTO JUBUTHUCS Ha CIIBOECITHUKA 1 CTEXKUTH 32 MOTO PEAKIIIETO,
npu NoTpedi KOpUryBaTu cBoi Aii;

- IPUBEPHYTH J10 ceOe yBary MO)KHa 3aBJASKHU JIOTTYHOCTI TyMKH, IEPEKOHIUBOCTI
aprymeHranii, JoremHocTi M emomiiHOCTI Biamosiai. CekperapeBi He BapTo TrapsuKyBaTH,
MOCMHIIIATH 3aJIarOAUTH CIIPaBY, CIiA OyTH pO3BaXKIMBUM 1 IPUSA3HUM;

- YeMHa JIIOMHA, TIE€PEKOHABIIMCh Y MAapHOCTI CBOiX 3yCHUJb 3alliKaBUTH
CIIBPO3MOBHUKA, IPUIIUHSE PO3IOBI/b, 1/1€ Ha MOCTYIIKY;

- TepIUIsiue BUCIYXOBYHTE 1 T€, 3 UMM HE 3TOJHI;

- TOBOPHUTH TaKTOBHO, HIKOJIM HE BXKMBAaTH HENIPUEMHOTO TOHY;

- TAaKTOBHICTb IIIO/I0 1HITUX W €MOIIIifHAa CTPUMaHICTh II0JI0 ceoe;

- BBiWwIMBa OpMa BiAMMOBiACH HEOOXiTHA, SIK 1 BBIWIHMBI 3alUTAaHHS.

4. beskoH(uikTHe CHIJIKYBaHHA

Be3konduikTHe cHUIKYBaHHSA - 11¢ B3a€MOJliI HA OCHOBI B3a€MOPO3YMiHHS, €MIIaTii,
B32€MOJIONIOMOTH, TEPIIUMOTO, IPY>KHBOTO CTABJICHHS 1 TOJIEPAHTHOCTI.

beskondmiktHe  chiaKyBaHHS ~— mepeAdadae  CHOUIKyBaHHS  0e3  po30DKHOCTEH,
CYIIEPEYHOCTEH, Ha OCHOBI 3TOJM 1 CITIBIIpAIli.

Agne ciia Bigpasy 3BepHYTH yBary Ha Te, [0 aOCOTIOTHO 0€3KOH(IIKTHOTO CIIKYBaHHS
OyTH HE MOXKE.

VY cycninbCTBi, KOJIEKTHBI, POAMHI 3aBKIM MAIOTh MiCIe pO301)KHOCTI, HEY3TOIKEHOCTI,
npotupiudsi, KoHQIKTHI cutyamii i KoH(umiktd. Lle MoXyTh OyTH NpHpOAHI 1 crHemiaabHO



CTBOPEHI, CIPOEKTOBAHI HEY3TOKEHOCTI 1 MPOTHPidYs, 3arocTpeHi 3 MeTow (HopMyBaHHS
O0COOHCTOCTI 13 3aJJaHUMH SKOCTSIMH, 3MIH B3a€EMOBIJHOCHH B KOJIEKTHB1, OTPUMaHHS OyIb-SIKUX
Omar i T.1.

[TpuponHa KOMYHIKaTHBHE CEPENOBUIIE 3aBXKIMW MICTUThH 1Bl 30HU (O€3KOH(IIKTHUH 1
KOH()TIKTHY), Ki, HA HAIl MO, BIANO ONHCaB aHmIilickkuii neuxomnor T. Topaon. Moro ommc
oTpumasno Ha3By «BIKHO lopmona», ske MoXHa 3actocyBatd 10 Oynap-sikiii cdepi
KHUTTEAISIIBHOCTI JIFOAWHU, 10 XapaKTEPUCTUKU Oy/Ib-SIKOT0 KOMYHIKaTHBHOTO IPOCTODY.

30Ha 0e3KOH(IIIKTHOrO B3a€MOJIT B CYCHUIBCTBI (KOJIEKTHBI, CIM'T) JO3BOJISIE TOBOPUTHU
npo eQeKTUBHY B3a€MOIi0; 301IbIIeHHs 30HH KOH(IiKTHOI B3aemomii 70 50% 1 BUIlle CBITYUTH
PO arpecuBHY, IECTPYKTUBHOI, I€3aIallTHBHOM, KOMYHIKaTHBHOI CEPETOBHIII.

Hezanexxno Bix TOoro, siky 6 MM cepely HC IMPOEKTYBaJM 1 He peani3oByBaJ Ha
MPaKTHIl, 3aBXAU OyIyTh ICHYBAaTH CYNEpPEYHOCTI 1 KOHQUIIKTH, TaK SK BOHHU € JIKEPEIOM
PO3BUTKY OCOOMCTOCTI, KOJIEKTHBY, CyCHiJbCTBa B IsioMy. [oBopsun mpo Oe3KOH(IIKTHOI
CepEeOBUIL, CII1J] MIIKPECIUTH, 1110 MU TOBOPUMO PO MiHIMI3aLil0 KOH(IIKTIB, IPO CTBOPEHHS
YMOB IIOAO MONEpeIKeHHS KOH(IIKTIB. A 116 MOXYTh OyTH 1 OpraHi3amiifHO-ynpaBIiHCBKI, 1
IICUXOJIOT14HI, 1 MaTepiajJbHO-TEXHIYHI Ta 1HII1 YMOBH.

Skmo MoBa Hae Npo OpraHi3auliifHO-ynpaBIiHCBKUX YMOB  O€3KOH(IIKTHOTO
CIUIKYBaHHS, TO II€ CTOCY€ThCS:

CTBOPEHHSI CTPYKTYpHU Oprasizaiii, npu sSKid 4YiTKO po3nofiieHi (yHKIIOHATbHI
000B'sI3kM, 1100 BUKOHYBAaHA CIIBPOOITHUKOM AISUTHHICTH HAWOIBIN TOYHO BIAMOBIANA IIJISM
oprasizariii;

BIIPOBA/KEHHS OIUIATH Mpalll Ta CUCTEMHM MOTHBAllii, MpU AKiil criBpoOITHUK OyB Ou
O1IIBbIII 3allIKaBICHUH B CyMJIIHHOMY BUKOHAHHI CBOX (DYHKI[IOHAJIbHUX OOOB'A3KIB Ta JOPYYEHb;

CTBOpPEHHS KOM(OPTHUX YMOB JUIsl pOOOTH 1 BIAIOYHHKY.

JlotpuMaHHsS TpaBuil OE3KOH(IIIKTHOIO CIUJIKYBAaHHS CIPUsiE€ CTBOPEHHS KOM(pOPTHOI
NICUXOJIOTTIYHOI aTMocdepu 1 MiHIMI3a1ii KOH(IIIKTIB MK KOJIETaMU 1 KJIIEHTaMH.

[TpaBuna ainoBoro 0€3kOHMIIKTHOTO CHUIKYBaHHS 3BOJIATHCS J10 HACTYITHOTO.

1. Jlo6po3uunuBe, NOOPO3WUYSIMBE CTaBJICHHS, IMPOSIB MOBAard 1 JAPYKHbOI ydacTi J0
KOJIET JIOTIOMO’KE BaM YHUKHYTH HETaTUBHMX HACTPOIB B KOJIEKTHUBI.

2. 'V chiakyBaHHI 3 KOJeraMuM Hamaraiitecss 3aBXAW JOTPUMYBaTHCS CHOKIN 1
BIICBHEHICTb, aJIe HE 3aPO3yMITICTb.

3. Hikonmu He BxuBalTe KOH(MIIKTOTEHH B CIIJIKYBaHHI 3 JIOAbMH, 3 SKHMH Yy Bac
crinbHA HisbHICTh. CHifKyiTe 3a cloBamu, HisiMHU, fKi Moru O 0o0pa3utu abo 3aCMyTUTH
KOJIeTy (KJIIEHTA) 1 TUM CaMUM CIPOBOKYBAaTH KOH(IIKTHY CUTYALI1IO.

4. He BignosigaiiTe KOHMIMKTOTEHOM Ha KOH(IUKTOreH, Mmo0 HE JO3BOJIUTH
NOLIMPUTHCA HETaTUBHUM HacTposM 1 KoHpmikTHOi cutyamii. [locrapaiirecst OypxiuBo He
pearyBatu Ha o0Opa3nuBi cioBa abo naii. lIBumine 3a Bce, 1ie BBeAe B MOAMB KOJNEry (KIII€HTA) 1
3poOuTh Horo cioBa 6e3nmy3auMu. KoH(mHUKTOreH U, CIpsSIMOBaHi Ha Bac, BTPATATHh CBOIO CHITY 1
3HAYUMICTb.

5. Ilix wac OOroBOpeHHs BHUpINICHHS NHTaHHS, 3 SKUM BH HE 3TOAHI, CIpOOyiTe
MOCTaBUTH cebe Ha Miclie KoyierH (KJITi€HTa) 1 3p03yMiTH MOro MOTHBH 1 TOYYTTS, K1 PyXarOTh
HUM y LIl CUTYyaIii.

6. B xoni oOroBopeHHs mpoOieMu JIEMOHCTpPYyHTe IaHOONMBE CTABICHHS 10 AYMKH
xosteru. [Tpu ipomy cipoOyiiTe 30epertu Apy>KHiil HaCTPil.

7. Ilpu arpecuBHili TOBEOIHIII KOJETW MOCTapaiTecs 3MIHHUTH TeMy pO3MOBH abo
BiZIBEpHYTH Or0 Bix mpobiemMu.

8. CmokiiiHO, B TakTOBHOi (OpMi AEMOHCTPYHTE Ballll NEPEKUBAHHS 1 CYMHIBU 3
NPUBOAY TIOBEMIHKH 1 JiSUTBHOCTI Kojerd (KJIi€HTa), a HE Hamarairecs NpPUXOBATH Balli
HEraTUBHI MOYYTTS 1 BIaBaTH, 110 Bce J0Ope.

9. YV po3MOBiI 3 KOJNErow HE 3ayinae HOro MOYYTTIB, SKi HE KPUTHUKyHTE HOTO
OCOOUCTICHI SIKOCTI, Kpallle arnetoiTe A0 iX 30BHIIIHBOTO MPOSBY B MOBEAIHIII.



10. He o6mexyBaTH mpaBa KOJIETH, sIKI HE MPUITUCYHTE HOMY TUIbKM HEraTUBHI SKOCTI,
nam'staiTe, y HbOTO € 1 XOpOIIi.

11. Skmo BaM IIOCH HE3PO3YMUIO B XO/AI OOTOBOpPEHHS, HE COpOMTecs 3a/laBaTu
YTOUHIOIOY1 TUTaHHS 1 3'SICOBYBaTH BUHUKAIOTh HEMTOPO3YMIHHS.

12. VmiiiTe BU3HABaTH CBOI MOMMJIKH, 1€ BHUXOBY€E BIJOBIJAJIBHICTH 1 BIIEBHEHICTb.
VYneBHeH1 B co01 JIFOY BMIIOTh BU3HABATH CBOI IOMUJIKH, €70 POOUTH iX I1I€ CHUIIbHIILIE.

13. VYmiiiTe BU3HABaTH CBOIO HEIMPABOTY, LI€ COO1 MOXYTh J03BOJUTH TUIBKH CUIIbHI,
azexBaTHl Jond. HacTymHoro pa3y i1 BU MOXKeT€ po3paxoByBaTH Ha Take K BU3HAHHS 3 OOKY
CBOIX KOJIET, KJTIEHTIB, POAUYIB.

14. Slkmo BW BUABISETE, IO Balle B3aEMOAIS 3 OYIb-KHM CTa€ HaMpYy>KEHUM,
INPUHOCUTH OLIbIIIE HEraTUBHMUX, HDK IMO3UTUBHUX IE€PEKUBaHb, 3pO0ITh May3y B CTOCYHKaX,
JTUCTaHIioeThCsl. Lle momomorke BaMm 3acroKOiTHCS, Bce OOMIpKyBaTH, 310paTHCs 3 CHIIaMU 1
YHUKHYTH BIIKPUTOTO KOH(QIIIKTY.

15. 30epiraiiTe ycraneHi BIIHOCUHH, HE pyHHYHTEe HaBITh HaWCIaOIIMX OCOOMCTICHUX
3B'sI3KiB 3 Kojeramu. Moske OyTH, BaM I1i€ T0BEJEThCs 3yCTPITHCA 3 KUMOCH B 1HIIIHM CUTYyarlii.

ComianbHOMY TIpaIliBHUKY HEOOXITHO 3HATH, SKI OCOOMCTICHI SKOCTI 3a0€3MedyroTh
0e3KOH(IIIKTHE CIUIKYBaHHS 1 KOHCTPYKTHUBHE BHpilIeHHs KOH(DIikTiB. Cepes OCHOBHHMX
OCOOMCTICHHUX SIKOCTEH CJ1/1 BUIIUTH HACTYIIHI:

1) emnaris;

2) 106pO3UUINBICTb;

3) aBTEHTUYHICTh (BMiHHS OyTH NPUPOTHUM Y BIIHOCHHAX, K1 HE XOBAaTUCS 32 MACKaMU
1 posIiMH);

4) KOHKPETHICTh (TOTOBHICTh OAHO3HAYHO BiJIMOBIAATH HA MUTAHHSA, BIAMOBISTHUCS Bil
0araTo3Ha4HUX 1 HEBUPA3HUX 3ayBaXK€Hb, 3araJlbHUX MIPKYBaHb);

5) iHIIIaTUBHICTh (3[aTHICTh BCTAHOBIIIOBATA HOB1 KOHTAKTH, UTH BIEPE]] Y BITHOCHHAX
3 IHIIUMH JIIOAbMH, @ HE TUIbKU pearyBaTH Ha ix [ii);

6) OesnocepenHICTh (BMIHHS TOBOPUTH 1 JisiTH OGe3mocepeHbo, YeCHA JEMOHCTpallis
CBOTO CTaBJICHHS);

7) BIAKPUTICTD (TOTOBHICTH JIFOMHU TOBOPUTH PO CBOI AYMKH 1 TOUYTTS);

8) 31aTHICTh NPUMMATH MOYYTTS 1HIIMX 1 BIACYTHICTH IParHeHHs HaB'A3aTH OTOYYIOUUM
CBOI IIOYYTTH;

9) yecHICTb (34aTHICTh BCTAHOBIIIOBATH IIMP1 1 YECHI BIIHOCUHH);

10) caMOKpUTHYHICTH (TOTOBHICTH JO CaMOI3HAHHSA 1 CaMOPO3BHUTKY, B TOMY YHCIi
BUKOPHCTOBYIOUH iH(OpMaIIifo mpo cede, Mo HaAXOIUTh BiJl IHIIUX JIFOACH).

IcHye ps TeXHIK, OCBOEHHS SKMX TOTIOMOXE COLIalbHOMY MpAalliBHUKY B OpraHi3arii
0€3KOH(ITIKTHOTO CITIJIKYBaHHS 3 KJIIEHTaMH 200 KOJIEraMHu.
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