SIX BM MOXXeTe NOKPaITH CBOI HAaBMYKM CITiAKYBaHHSI?
(Axepeao: Patricia Harris. @opmysanH:a KoMaHAM i KoMaHAHOI poboTn: OcHOBU yCIIixy
opranizamnii. - Washington, D.C.: International City / Country Management Association, 1994. —
C. 73-75)

InmepaxmusHuti mpenite 6uMazae 6UCOK020 Pi6Hs CHIAKYSAHHS MiX mpeHepom 1 uAeHamu zpynu. Y
desaxux Atodeil € dap cmiakysanms, a desxum mpeda oOMIpKyeamu NPpUHUUNU ePexmueHoz0 CHIAKYEAHHS i
MpeHysamucs O noKpaujents HASUHOK CHIAKY6aHHA. YV HasedeHoMY HUXUe Ypusky nodaHo okpemi KOpucHi
nidxasKy mperepam w000 1020, AK MOXKHA 600CKOHAAUMU C60I KOMYHikamueHi Hasuuxu. Tabauys
XAPAKMEPHUX PUC XOPOUL0Z0 MA 102aH020 CAYXaud, kA HacedeHd 6 Kinyi Ypuexy, Moxe Oymu KOpUcHuM
P030amKo6UM MAMeEPIaroM Ol pynu, 0COOAUB0, KULO Y YAEHI8 2pYNnU BUHUKAIOMD CKAAOHOWL Y CHIAKYSAHHI.

EdexrusHi HaBUMUKM MiXKOCOOMCTICHOIO CITiAKYBaHHsA MO>KHAa BUBYMTHM, PO3BMHYTH Ta
BAOCKOHAaAUTU. YBakHe CAyXaHHs, HajaHHS 3BOPOTHOI peakliii, mapadpas — € BUPIIIaAbHUMU
eaeMeHTaMU IIpollecy KoMyHikanlii. I[TosicHeHHsI KO>KHOTO 3 11X KPOKiB HaBOAATBCA Aai.

CayxauHs1.

Baskxo 11epebiabImTI 3HAUEHHS YBaXKHOTO cAyXaHH:. [HKoAH, Te, 1110 MO>Ke, Ha IIepIINIi IIOT A4,
BUTAAATH K IIpoOAeMa Mi>KOCOOUCTICHUX CTOCYHKiB — HIXTO He pO3yMi€, IIpo II[0 TOBOPUTH iHINI — €
HacIlpaBJi IIOTaHO PO3BMHEHe YMiHH:A cayxaTu. baraTo A104eil BBa>KarOTh, 110 CAYXaHH:, Ile — IaCMBHUM
HpoIIec, IO BiH aBTOMaTUYHO PO3MNOYMHAETHCA TOAI, KOAM XTOCh ounHae rosoputn. Hacripasai, aoan
JacTO HeIpaBMABHO PO3YyMIIOTh HPOCTi IOBiAOMAEHH: TiABKM TOMY, IO XTOCh BiABHO CUAUTH Y
po3caabaeHiit 11031, a He 30cepeAXXyE€ThCA Hag TuUM, 00 cayxatu. Koam Bu Hacrpasai cayxaere, TO BU
HaIIpy>KeHO IIpaIfIo€Te, TaK caMo, SIK i Toif, XTo rosoputs. Ta A10AMHa, sAKa e(PEeKTUBHO CAyXa€, He €
ITacUBHOIO.

Aas1 Toro 100 HOKPAIINTY CBOI HABUMIKI CAyXaHH:, 3pO0iTh HACTYITHI KPOKIU:

> ITpurotyiitecs cayxatu. IloBepHiTbCS 00AMIYUAM A0 AIOAVHY, sIKa TOBOPUTD i 3B€PHITH Ha Hel BCIO
Baily ysary. He BigBoaikanTecs.

> ByapTe roTosi. SIkimo noTpibHO, TpMMaliTe HaIIOTOTOBI PyYKy abo OAiBeIrs.

> IloBHicTIO TIepeBTiAbTeCh 3 TOIO, XTO TOBOPWUTh, Ha TOIO, XTO cAyXa€. 3alOyjbTe IIpO Te
IIOBiAOMAEHHsI, sIKe BUM TiABKM IO 3poOmAM i He ImodmHaiTe POpMyAIOBaTH Bally HACTYIIHY
Ppasy.

> YTpuMyiiTe KOHTaKT O4dMMa i BMKOPMCTOBYITe MOBY Tida, IJOO IpOAe€MOHCTpyBaTH, IO BU
cayxae€re.

> 3ocepeabTech Ha mobigoMaenHi. Hlykalite HOBMX igeil, Ba’KAMBUX MOMEHTIB i MeTH, i3 SKOIO

pobutbcst noBizoMaenHs. Hamaraiitech CIpMITHATH BCe, IIO TOBOPUTH AIOAMHA, OIpAITIONTe
indopmariito Ta obaymarire ii.

SIX aaBaTV 3BOPOTHY peaxKiliio.

Ockizabkyu 3BOpOTHA peakllis € BUPIIIAAbHUM €A€MEHTOM 3B'S3Ky MiX TUM, XTO IIOCUAAE
IOBIAOMAEHHS 1 THM, XTO MOIO CIpUiMaE€, 34aTHICTh AaTU YiTKy 3BOPOTHY peakllilo, MOXKAUBO, €
JpyHAaMeHTaABHMM YMIHHSIM CIIiAKYBaHHS, KM BM BoAoAi€Te. baraTo iHIMMX yMiHb Mi>KOCOOMCTiICHOTO
CHiAKyBaHHs € BapiaHTaMM HajaHH:A 3BOpOTHOI peakii. Te, Hackiapku 400pe BU BMi€Te pearysaTiu Ha
MOBiAOMAeHHs1, SIK BepOaAbHO, TaK i HeBepOaAbHO, € IIOXIAHOIO Bij BaIlloi 3JaTHOCTI IlepejaBaTy i
OTpUMYyBaTH IOBiAOM/A€HH:. By MoBMHHI cayxaTu Te, IIIO TOBOPUTH AIOAVHA, SKIIO BaM IIOTPiOHO OyTu
TOTOBMM AaTU 3BOPOTHY peak1iiio. I Bu moBuHHI OyTy TOTOBi YiTKO BUCAOBUTHU IIIO BU AyMa€Te 3 IIPUBOAY
CKa3aHOrIo, Ha MiACTaBi TOTO, IIIO BY II0YYAM i TOTO, 11O 3PO3yMiaAN.



Ocpb gexiabka peKoMeHAalliin:

> /JlaBaiiTe 3BOPOTHY peakllilo, ClIMpalouMch Ha IT0BidOMAeHH:. Balla 3B0poTHa peaxilisl ITOBUMHHa
OasyBaTICh Ha TOMY, ITIO BM IIOYYAH, @ He Ha TOMY, III0 BU B>Ke 3allAaHyBaAl CKa3aTy Aadi.

> OrmmcyriTe, a He AaBajiTe OLIIHKY TOMY, IIJO BU IIOYYAIL.

> IlepexonariTecs, 110 Ballla 3BOPOTHA peakllis KOpPMCHa (41 TO MO3UTNBHA, YN TO HeraTupHa, abo
HelTpaAbHa).

> 3ocepeabTech Ha TOULL 30PY AIOAVIHIA.
Ilapadpas.

ITapadpas € 1iHENMM IIpMUIIOMOM HaJaHHA 3BOPOTHOI peakllii i BuMarae ocob6AmBoi ysarn. Bin €
3BOPOTHOIO peaklli€lo, sIKy BM MO>KeTe BUKOPUCTaTU AAs TOTO, IOO IepeBipUTU Te, K BU pO3yMi€Te
IIOBiAOMAEHHsI 40 3aBeplieHHs po3MoBu. [lapadpas nepesbauae moBropeHHs igel MoBiAOMAEHHS CBOIMMI
caoBaMM, TaK sK BM Jioro mouyam 1 3posymian. Koam Bu mnepedpasyeTe IIOBiAOMAEHH:S, TO BU
BIICAOBAIOETE CBOIMI CA0BaMU Te, IIJO BaM OyA0 CKa3aHO A4s TOTO, 100 IepeKOHATHCs, IO Te, IO BU
11049y AH AiJICHO BiAIIOBiga€ TOMY, IIIO XOTida CKasaT! AIOAVHA.

Hopisnanmsa osnax mux, xmo 0o6pe cCAYXae i Mmux, Xmo nozano cAYyxae

Ti, xmo dobpe cayxatomo Ti, xmo nozano cAyxaromo
»  Momusytomv cebe do mozo, w00 cayxamu »  Ouikyromov, wo 6cto pobomy 3podumbvb moii,
XTHO 2060pUTMDb
> Ynuxaromo cyoxenv »  Buaxodamv npomupivua  momy, uo 0yio
CKA3aHO0
»  30epizatomo nosumueHe crnagreHmsl > baiidyxi abo eopoxi
»  Yuuxatromo 6cvozo0, uio 6ideorikae »  Oxoue 6i080AiKaAOMBCS
> Ilpudiraromo uupy ysazy > Yoaromv yeazy
> 3aoxouytomb 11020, X110 2060pUIMD »  Bidsorixatomv mozo, Xmo 2060pumv
»  Hamazatomvcs udiaumu 20A06HYy ideto > Cayxatomo mirvku paxmu
> He s6epmatomo yeazy 1a MosHi npodremu > 3eepmaromo yeazy HA MOGHI NOMUAKU
»  Posnisnatomv ynepedxenicmv ma me, HA AKili »  He pospistsaromv gaxmu ma cyoxemis
OCHO61 POOASMbCSL SUCHOBKU
»  Peazyromv na HesepbarvHi 3HAKU >  lenopyrombv HegepOarbHi SHAKU
»  Cmasramov numarts mooi, KoAu e JoperHo » He cmasaamo 3anumano
»  Pobaamv Homamxu »  Hamazaromocs sanam’smamu yce
>  Moxymbv nepexasamu c60iMu cA06AMU 200 »  Moxymov nam’amamu mirbku pospizHeni
nepegpasyeamu me, o 6YA0 Cka3aAHo MoMmeHmU
> AxmusHi » Ilacusni
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