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AnHotaums. Ctatbs NOCBALLEHA BONPOCaM COBEPLUEHCTBOBAHMS NPOLIECCa YNpaBieHns 0praH3aLmoHHbIM
noBefeHnem nepcoHana B cpepe KOHTAKT-LEeHTPOB. GNoXKHble NOCTKOBMAHbIE 3KOHOMUYECKME peanuu,
BSINSIHWE TeOMNOJIMTUYECKON HAaNPsSXKEHHOCTW Ha COCTOSIHIE PbIHKA TpyAa U, Kak CeAcTBue, U3MEHeHue
YUCNEHHOCTI paboyeil CUMbl aKTyann3upyloT HepeLleHHbIe paHee Npo6ieMbl, CBA3aHHbIE C TEKYYECTbIO
nepcoHana. B cratbe gaetcs kpaTkuil 0630p MCTOPUKU U3YYEHUS OPraHU3auMOHHOrO MOBEeAEHMS,
KOHLIENTYaNbHbIX U3MEHEHWIt B TEOPUM U MPAKTUKE YNpaBneHUs OPraHu3aUnOHHbIM NOBELEHNEM,
a TakXe HOBbIX HaNpaBSIEHWI YNPaBNeHYECKOW AeATeNbHOCTY; aHANU3MPYIOTCH Hay4YHble Pa3paboTKu
OTEYECTBEHHbIX M 3apyOEXHbIX YHEHbIX N0 NpobiemMe TeKy4eCTU KafpoB; Uccnenyetcs akTuyeckoe
COCTOSIHME KOHTAKT-LIEHTPOB (AWHAMWUYHOCTb M Ka4eCTBO MepcoHana); 060CHOBbIBAETCH HEOOXOAMMOCTb
CNONb30BAHNA TYMAHUCTYECKOrO NPUHLMMA YNpaBieHns OpraHu3aLnMoHHbIM NOBEAEHNEM, Pa3paboTKu
CUCTEMbl OpraHn3aLnOHHO-NPAKTUYECKMX NOAXOA0B PelleHns npobnemsl yaepXaHus COTPYAHMKOB
1 UX COOTBETCTBUS TEXHUYECKUM WHHOBALMAM KOHTAKT-LEHTPOB. B cTaTbe yaensercs BHUMaHUE HOBbIM
mMeToAam nojbopa nepcoHana, paspabaTbiBaeMbIM NPeACTaBUTENIAMU OTEYECTBEHHOI0 PEKPYTMEHTA,
UMPPOBBLIM TEXHONOTUAM MPU NAAHUPOBAHMN, 06YHEHIM W OLIEHKE NepcoHana, pas3BuTuio Hanpasnexus HR-
aHanuTukun. CTatbsl UMEET NPaKTUYeCcKOe 3Ha4YeHe, Tak Kak pa3paboTaHHbIi B HEM KOMMIIEKC PEKOMEeHAALNA,
OPMEHTMPOBAHHbIN KaK Ha TEKYLLMA MOMEHT, TaK 1 Ha NepPCneKTUBY, BKMOYAET NPeANOXeHNs Ans Bbibopa
11 peanu3auyy COOTBETCTBYHOLLMX MEXaHU3MOB COBEPLLIEHCTBOBAHMS YNPABIIEHNS NEPCOHANIOM, TPUOPUTETOM
KOTOPOro ABNATCA 06y4eHne, pasBuTe, MOTUBALMSA 1 YAEPXaHWe COTPYAHMKOB. icnofib3oBaHme 3Toil
CTaTbW MOXXET MOMOYb COBPEMEHHbIM POCCUNCKUM KOHTAKT-LEHTpaM ONTUMWU3UPOBATb eATESIbHOCTb
nepcoHana, a Takxe cnoco6cTBOBaTb Pa3paboTke PYKOBOANUTENSAMI HA NPAKTUKE HOBbIX MCUXONOTNYECKMX
11 KOHGDNMKTOSIOrMYECKNX MOAXO0A0B, CHUKEHIO CTPECCOBbIX CUTYaLIMIA, COKPALLEHUI0 MOHOTOHHOO Tpyaa
11 HOBbIX CNOCO60B NPeaynpexaeHns NpeacTosLLero yBobHEHMs.

KntoueBble CNoBa: opraHi3aLnoHHOe NoBeeHIe, KOHTAKT-LEHTP, NepCoHar, YeNoBe4eCKIii pecype,
TEKY4eCTb KaJipoB, yAepXKaHue nepcoHana, MoTUBaLs NepcoHana, MOHUTOPUHT PaboTbl COTPYAHWUKOB
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Abstract. The article concentrates on questions of improving the management of organizational behavior
of personnel in the field of contact centers. Difficult post-crisis economic realities geopolitical tensions on the state
of the labor market and, as a result, changes in the number of employees, actualize previously unresolved problems
associated with staff turnover. The article analyzes the scientific developments of domestic and foreign scientists on
the problem of staff turnover; examines the actual state of contact centers (dynamism and quality of personnel); the
need to develop a system of organizational and practical approaches to solving the problems of employee retention
and the responsiveness of contact centers to technological change, using the humanistic principles of organizational
behavior management. The article focuses on new recruitment methods developed by representatives of domestic
recruitment, digital technologies in the planning, training and evaluation of personnel, the development of HR
analytics. The article is of practical importance, since the set of recommendations developed in it, focused both
on the current moment and for the future, includes proposals for the selection and implementation of appropriate
mechanisms for improving personnel management, the priority of which is the development, motivation and
retention of employees. The use of this article can help modern Russian contact centers optimize their staff activities
and help managers to develop new psychological and conflictological approaches in practice, reduce stressful
situations, reduce monotonous work and new ways to prevent upcoming dismissal.
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BeBepeHue

HOTCA HOBblE SKOHOMUNYECKNE, NMPaBOBbLIE
1 coumarnbHble OCHOBbI 0OLLIECTBA, Aarlb-
HeWLLas BO3MOXXHOCTb TpaHcopMaummn 3Ko-
HOMWKM CBSi3aHa C Pa3BUTMEM YENOBEYECKNX
pecypcoB. BHedpeHue v ncnonb3oBaHve Ha
npakTnke Hay4HbIX OCHOB OpraHn3aloHHOro
noBefeHNs MepcoHana CTaHOBATCS BaXKHbIMM
HanpasneHUaIMN B BOMPOCE KOHKYPEHTOCMO-
COBHOCTU NPEAnPUATIS.
OpraHn3auroHHoe NoBeeHne oTpakaeT
pesynbTaT agantauumn K pasnuyHbiM BbI30BaM

B HacToglee Bpemd B Poccum goopmmpy-

COBPEMEHHOCTU, TaKMM Kak MaHAeM1st, KapaH-
TWHHbIE MEPbI, KOTOPbIE BHECN 3HAYUTESbHbIE
N3MEeHEeHMA BO BCe cdrepbl XN3HW. BonbLunH-
CTBO KOMMNaHWI NepecMoTPeni CBOW LIEHHOCTU
1 paccTaBuIv HOBble MpUopuTeTsIl. MNpobnems,
KOTOPbIE He yOanoch PELUNTb B JOKPU3UCHBIN
nepvod, cTann 0CoO6EeHHO OCTPbIMU.

[MOHATME KOHTaKT-LEeHTpa B mocnegHue
rogbl cTano obLeynoTpebnsemMbiM, YTO Noa-
TBEPXKAAIOT U NMOCTKOBUAHBbIE Peann, CaHKLm-
OHHbI LUTOPM B OTHOLLEHWM Poccum 1 HecTa-
OunbHasa cUTyauns Ha pbiHKe Tpyda. Viccneno-
BaHMe onbiTa AesATeNbHOCTM YCMELLHbIX KOH-
TaKT-LEeHTPOB JatOT MNONOXUTENbHbIE MPUMEPDI
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NPaKTUYeCKOro NPUMEHEHNsT TEOPETUYECKOM
KOHLENUMN opraHn3aloHHOro NoBeAeHns
1 garoT nmaepaM 3HaHNA 1 HaBblKW A4 MOBbI-
LeHMs 3DEKTUBHOCTM PabOoTbl KOMAAHWIA Ye-
pes3 opraHu3alloHHOe NOBeAEeHWE U COBEpP-
LLIEHCTBOBaHWE ero ynpasfeHus.

LleJ'IbFO HaLlero nccrnegoBaHMa ABNAETCAH
N3y4YeHne CyLLHOCTN MEXaHN3MOB YrpPaBieHus
opraHu3aunoHHbIM NOBeAeHWEM NepcoHana
B cpepe KOHTaKT-LEeHTPOB, a Takxke paspa-
60Tka pekoMmeHgaumin No peLueHno npobne-
Mbl Teky4ecTn kagpoB. OCHOBHbIMM 3aga4amm
nccnenoBaHns ABMATCA: BbIIBNEHME U UC-
cnepoBaHne 0COBEeHHOCTEeN OpraHM3aumMoHHO-
ro nopegeHnd Cy6beKTOB B KOHTAKT-LEHTpax
B YCMNOBUSAX CUTbHOM KOHKYPEHLMM Ha COBpe-
MEHHOM POCCUINCKOM PbIHKE; nccnenoBaHme
coumanbHO-NCUXONOrMYeCcKMX acnekToB op-
raHM3aunoHHOro noeefgeHnd C y4eTomMm ryma-
HNUCTMYECKOW HanpaBNeHHOCTH yNpaBneHuns
nepcoHanom; onpeaeneHne nyTen peLleHus
npobnemMbl yaep>kaHna nepcoHana, ero cu-
CTEMHOr0 00y4eHMS, MOCTOSIHHOIO YNyYLLIEHNS
yCNoBuiA Tpyaa 1 6e30nacHOCTV PaboTHUKOB,
MNCMNONb30BaHMA KOMMbIOTEPHbIX TEXHOMOrMiA
npwY NNaHMpPOBaHNK, 0B6y4EHNN 1N OLIEHKE Nep-
coHana.

JlutepaTtypHbI 0630p No npoéneme
OpraHu3auMOoHHOro NoBeAeHus.
N'ymaHusauus ynpasneHus

OpraHn3aumoHHOe NoBEAEHNE — 3TO KOM-
nnekcHas npuknagHas Hayka O NCuxonoru-
4YeCKMX, COUManbHO-NCUXONOTMYECKMX, COLN-
aJlbHbIX 1 OpPraHn3alyMOHHO-3KOHOMNYECKNX
acrnektax 1 daktopax, BANALMX U B 3Ha-
YUTENbHOW CTeneHu onpeaensaLImMx noBeae-
HWe 1 B3aumMofencTeMe cyObeKkTOB opraHuaa-
UMW — NoAen, rpynmn, KOMJIEKTUBA B LIENOoM Opyr
C OpYyrom u ¢ BHeLUHen cpenon [15].

OpraHnz3aumoHHOe noBeaeHne MOXeET ObITb
onpeneneHo Kak 061acTb 3HaHVA, CTpeMsLLa-
ACA NMOHATb N HAYYUTbLCA NnpeackKaabiBaTb Mo-
BEAEHWE IOAeN B opraHn3aunn 1 ynpaenaTb
1M [8], a Takxke Kak peluatollast nepeMeHHas
N9 OOCTWXKEHUS ycrnexa 1 cumTaeTcs doyHaa-

MEHTaIbHOW OMOPOW, KOTopas NoMoraeT nuae-
paM BbIBUTb NPOONeMbl, PACNO3HATb COXHO-
CTW BHYTPW OpraHM3aumy n yCTaHOBUTb, HYX-
HO 11 YTO-TO U3MEHUTL, YTOOLI CTaNo ny4Lle
[19]. MNprBEOEHHbIE XapPaKTEPUCTUKN, Ha HaLLl
B394, Hanbonee NoHO XapakTepuaytoT opra-
HM3aUMOHHOE NoBedEeHME, ero NPUPOAY, MEX-
OVCUMMITMHAPHBIN CTaTyC 1 MPOrHOCTUYECKYIO
ADYHKUMIO.

cTopus nay4eHnsa opraHm3aLmoHHoro no-
BEEHNSA Ha4YMHaAeTCs B 3MOXY MPOMbILLNEH-
HOV PEBOMIOLMN U HAYYHOrO MEHEKMEHTa
B CLUA, oCHOBOMONOXHMKaMM KOTOPOW Obin
M. Bebep, @. Tannop, A. ®arons 1 gp. bonb-
LLIOV BKNag B pasBuTUeE 3TOW TEOPUU BHECTU
yyeHble 3. Maro, M. Il. ®onnet, A. Macnoy,
K. Anboepdep, @. lepubepr, [. MakknennaHg
" opyrue.

B ka4yecTBe hopmMansHOro poXxaeHns op-
raHM3aumMOHHOr0 NoBeaeHUA HadbIBalOT NOSB-
neHve B 1959 r. noknana P. lopgoHa v [. Xay-
3113, B KOTOPOM 000CHOBbLIBANOCH CO3AaHNe
y4ebHOM AMCLMNNMHLI, KOTopas oxBaTbiBana
Obl LUMPOKNIA CNEKTP BOMPOCOB, KaCatoLLMXCS
noBedeHns Noaer 1 rpynn B opraHnadaumm [8].

Cpeln pOCCUNCKUX yYEeHbIX, BHECLUMUX
60nbLLIOK BKNad B pasBuUTUE OTEYECTBEHHOM
Haykn 00 ynpaBneHny NOBEAEHWEM MEPCO-
Hana, cnegyet oTMeTUTb A.T1. AHOPYHUKE,
B.I. AdbaHacbkesa, . A. Awwvposa, A.A. bor-
nanoBa, V. B. bnay6epra, A.A. [Iukapesa,
A.B. dybposckoro, A. V. KpaBueHko, A. . Ku-
6aHoBa, 0. []. Kpacosckoro, A. B. Monog4vika,
AWV MpuroxunHa, B. A. Cnveaka, I".T1. Tynb4mH-
ckoro, A. Yemosa, 0. YpmaHLeBsa, B.B. Llep-
6uHa, . A. Dcaynosy u ap.

B nocnepHue roabl NpomM3ownu 3Hayu-
TeNbHblIE KOHLENTyaNbHble N3MEHEHUS B Te-
OpUN 1 NPaKTUKE YyNpaBneHns NepcoHanioMm.
K. B. lNysaHoBa, nccnenys 3BOMOLUMIO KOH-
Lenumii opraHn3aunmoHHOro NOBEAEHNS, BO3-
HUKLWNX 3a nocrnegHne 30 neT, CBA3bIBAET UX
C NEPEOCMBICIIEHVIEM PO YENOBEYECKUX PE-
CypCOB opranmsaunn. lNpegcrasnexna o pa-
OOTHMKE NpeTepnenu KonoccanbHble TpaHc-
dopmaunmn. Obpas paumoHanbHOro UCMOAHU-
Tend, 4ol AEATENBHOCTb MOXHO MOTHOCTbIO
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AETEPMUHMPOBATL aAMUHUCTPATUBHO, CMe-
HuUNcs 06pa3oM cybbekTa — akTopa, KOTOPbIN,
C OHOW CTOPOHbI, AENCTBYET NOA BANSHNEM
KYNbTYPHO-UCTOPUYECKOro dOOHa, C Apyromn —
noA BAUSHWEM JIMYHOCTHbBIX YCTAHOBOK, OXKW-
AaHnin, MoTmBoB [12].

CTOPOHHMKI COLMONOrimM AeNCTBIUS, B HYacT-
HocTu JTtok bonTaHckn m IopaH TeseHo [18],
CTPEMSATCA «MPUHMMAaTb aKTOPOB BCEPbE3»
N UHTEepecoBaTbCS NOMMKOM MX MOCTYMKOB,
onpenenas TEPMUH «aKTop» Kak «4ef0oBEK
OENCTBYIOLLMIA». [10 MHEHWIO dDpaHLIy3CKMX UC-
cnepoatenen M. lTowe, b. JleHTU 1 opyrux,
BOKPYI BO3BPALLIEHNSt YenoBeKa AeUCTBYOLLE-
ro cknafgblBaeTcs ceildac HoBasi napagurma
06LLEeCTBEHHbIX Hayk [14].

[MoHATME ynpaBneHus YenoBeYecK MmN pe-
cypcamu nosasunock B cepennHe 90-x roqos
XX cTonetuda. HagsaHune «4enoBevecKkuin pe-
CypC» BO3HWKIIO N3 PECYPCHOW Teopun Npo-
MN3BOACTBA B TO BPEMS, Kak Npu ApYrix noaxo-
aax paboTHUKM oNpeaensnnch Kak «3femMeHT
NPOW3BOACTBEHHOrO NMpouecca» 1 «4enose-
Yecknin haxkTop». HoBoe KaTteropumHoe onpe-
penexne (Human Resourse Management)
B NMpoLlecce coumanbHO-3KOHOMNYECKOW fes-
TENbHOCTM K HACTOSILLIEMY BPEMEHM MONYYMIO
JanbHenwee pasBnTuE N KOHKPEeTU3aLMio Kak
MNOHATME CMEUNdUYECKOrO 4YeN0BEYEeCKOro
kanuTana. Teopusa «4enoBeYECKUin KanuTan»
cBdA3aHa ¢ nMmeHamu spu bekkepu 1 Teono-
pa Lynbua (1961-1964 rr.). OTOT 5BOMOLIMOH-
HbIn npouecc B.H. TepeHTtbeBa v I.T1. Tynb-
YUMHCKWIN XapakTepunayioT, MCMOMb3ysi BCEM 13-
BECTHYIO TEPMUHOMOINIO: «He cekpeT, 4To Ha
Ka)KOOM aTane passuTtug BusHeca nosmumns
MO OTHOLLUEHMIO K COTPYAHMKAM pasnuyanach:
CHavana a7o 6binu “pabo4me pyku”, unu “pa-
6o4as cuna”, noToMm — “kagpsbl”, 3aTeM — “nep-
coHan”. VI nuLb No3)ke — YenoBe4YeCKuin pe-
cypc 1 “dyenoBedeckuii kanutan”» [16]. 3aro-
NIOBOK BBE[EHWSI MOHOrpadun NeTepbyprekmx
yYeHbIX, Ha Halll B3NS, COAEPXKUT OOpMYyn-
POBKY 3TOr0 NMOHATUA: «HenoBevYecknin kanu-
Tan — 370 PaboTHVKK, Yel Tpya CnocobCTBY-
€T pPas3BUTUIO U POCTY KanuTanuaauum Kom-
naHum».

Tak, B ctatbe «[1prMeHeHve neparorunye-
CKMX TEXHOMOMNIA B yNpaBneHur nepcoHanom»
[3] aBTOp paccmaTpuBaeT NpU3HaHWe coLu-
anbHOWM LIEHHOCTWN YEeTOBEYECKNX PECYPCOB
Kak doyHOaMeHTaNbHYO TEOPETUYECKYIO MO3K-
UMto, TRPEOYIOLLYIO Pa3BUTUSA 1 BIOXXEHNS MHBE-
CTULMI, XapaKTepu3yeT HOBblE HaNpaBeHus
ynpaBneH4eCKom OeaTeNbHOCTH, Onpenensto-
e OCHOBHble TeHAEHUNN U3MEHEHNHA 6a30-
Bbix noaxofoB. Ccbinasch Ha MHeHue . Xo-
mMena, ero «HoByt BEpPCUIO ONA HOBOro Be-
Ka», NepBasa TEHAEHUMA ONPEenenaeTca Kak ry-
MaHM3aunsa ynpaBneH4ecKom AeATEeNbHOCTY.
MeHemxmeHT XXI Beka fomkeH ctaTtb 6onee
afanTMpOoBaHHbIM («04enoBeYMBatoLLM» Op-
raHV3aumio), BOOXHOBSAIOLLMM Ha MHHOBALOH-
HOe pasBuTME 1 pelynbTart. HoBoe MblluneHue,
CBOOOAHOE OT YCTapEBLLMX YOEXKAEHNA, MOXET
NOMOYb peLUnTb 3Ty npobnemy [17]. Opyrimum
CnoBamu, ryMaHu3auma yrnpasneHmsa 3akno4ya-
€TCH B NPUHATUX OpraHn3aumen Yenoseka kak
CBOeW MmaBHOW LeHHOCTU U rMaBHOro pecypca.

BTopas TeHaeHUMs B ynpasnieHun nose-
LEHVEM — 3TO Nepexon OT KaapoBow paboThl
K yNpaBneHno YeNoBEeYECKNMM pecypcami, TO
€CTb OT TaKTUKM K CTpaTernm Ncnofb30BaHNs
noTeHLUmMana Kaxxaoro YenoBeka.

TpeTbst TEHOEHUNS — UBMEHEHME PO Ka-
OPOBbIX CNyX0, NoABIEHME HOBOW Npodbec-
cumn — HR- meHe>kepa BMeCTo Kaaposoro HR-
MHCNekTopa.

YeTBepTad TEHOAEHLMA — COBEPLUEHCTBOBA-
HWe METOAOB yNpaBieHus NepCcoHanoM, B TOM
4yucne TpaHcdopMaumsa TPaaNLUMOHHBLIX MeTOo-
0B BO3ENCTBUS Ha NepcoHan NoCpeacTBOM
OMCMO3NLMOHHOMO B3aMMOAENCTBISA B METOBbI
MOTVBaLIMN 1 YOEXXOEHNS.

[ATasa TeHaeHuMsa — BHeapeHue nHdopma-
LIMOHHbIX TEXHOMOMIA, B TOM YMCIE UCMOSMb30-
BaHMe KOMMbIOTEPHbBIX TEXHONOIMIA NpW Nna-
HUPOBaHUK, 00y4YeHUM 1 OLEHKE MepcoHana.
TpebyeT agantaumm cuctTema ynpasnenusa nep-
COHanoM K HOBbIM TUMaM opraHu3auuv Tpyaa
(BKKOYadA yganeHHyo paborty).

BBeneHHbIn McKinsey TepMUH «ynpaBrie-
HWe TanaHTamu», no MHeHuto A. B. Monogyu-
Ka, Takxe MOXHO OTHECTU K COBPEMEHHbIM
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TEHOEHUMSM B yNpaBneHWn nepcoHanom, 1 npu
3TOM NPUOPUTETOM CTAHOBATCS PasBUTUE, MO-
TMBaUVS W yoep»xaHue nepcoHana.

Mogenb ynpasneHns nepcoHanom, OCHO-
BaHHas Ha rymMaHWCTUYECKUX NpUHUMIax ne-
[Jarorvku, npegnonaraet co3faHne Takux yc-
noBUN ANs ee PYHKLUMOHUPOBaHNS, Koraa nep-
coHan nMen 6bl BO3MOXHOCTb COMOCTaBMAThL
NHTEpPeChl opraHmn3aunmn co CBOUMM NNYHbI-
MW MHTEpecamn 1, oTpedekc1poBas AONro-
CPOYHYIO BbIrOfY, MOI M3MEHUTb MPUOPUTETbI
N CBOE MoBeAeHWe B MOMb3y NPUIHAHUS LIEH-
HoCTel komnaHum [3].

CucTtematndaumio ykadaHHbIX aBTOPOM TEH-
AOeHUMI, BKIOYasa ryMaHn3auuio ynpasneHums
noBeAeHVEM nepcoHana, cyMTaeM CBOEBpe-
MEHHbIM, Y4UTbIBAS NPOBEAEHME MHOTVIMW Op-
raHvsaumnaMy B HacTosLee BpeMs paboTbl No
BHeapeHuto HR-TexHonoruit, a ocobeHHo Ba-
»KEH MPOLIECC BOBMEYEHHOCTU BCEX COTPYAHM-
KOB B fiena KoMnaHum,

B HacTosLLee Bpems 4enoBeveckuii Kanm-
Tan ana 60onbLUMHCTBA OpraHu3auunin 1 npea-
npusTuii B Poccumn — rmaBHOE KOHKYPEHTHOE
npevmylecTso. Pa3BuTne paboTocnocobHo-
ro KONNeKTMBa BO3MOXHO, Korga paboTHUKM
4ETKO 0CO3HAalOT 1 MPUHMMAIOT LIENN 1 3adaqm
opraHusaunm, B paspabotke KOTOPbIX MPUHW-
MaloT HenocpeacTBeHHoe yyacTue [13].

Mpo6nema TeKy4ecTu KagpoB
B pa6oTax OTe4eCTBEHHbIX Y4eHbIX

Mpobnembl coumanbHO-3KOHOMUYECKOW
>KN3HN B CTpaHe COMPOBOXXAAlOTCSt POCTOM Te-
Ky4eCT\ NepcoHana B opraHnaumsax. 3Ty npo-
Onemy ndyyanm MHOrMe OTeYeCTBEHHbIE y4e-
Hble [1-7, 11-13, 15, 16]. [oCcKonbKy YBOMbHE-
HWe COTPYAHWMKOB 3aBUCUT OT psiaa pakTopoB
(cneundonkin paboTbl, aTana pasBuTUS Komna-
HUW, KBalTMdOMKaLumMm COTPYAHMKA, ero Bo3pac-
TaunT. O.), Kaxaas KoMnaHus cama onpeaensaeTt
naeanbHbI KOSMULIMEHT TEKYHECTN KaapOB.
Hopma Teky4YecTu, masBHbIM 06pa3oM, 3aBUCKT
OT KagpOoBOW CTpaTernm KOMMNaHum.

HeobxoaMMoCTb CTpaTern4eckoro ynpas-
nenus A. 4. KubaHoB 06bACHSET N3MEHEHN-

€M Cpefbl, B KOTOPOW OeNCTBYIOT POCCUNCKNE
opraHnaaunn, He0O6XOAMMOCTbIO MPUCNOCO-
OnNeHnst K MOCTOSAHHbIM U3MEHEHWSM BO BHELLI-
Hel cpefe. Yxoa OT LeHTpanM30BaHHOro nna-
HUPOBaHWS, NpMBaTN3aLnd, BECb X0 3KOHO-
MUYeckmx npeobpazoBaHunii B Poccumn Tpebo-
BannM OT PYKOBOACTBA YMEHUSI MPeABUOEHUS,
NMKBMAAUNN CTpaTermn4ecknx yrpos 1 onac-
HocTel [5].

OCHOBHblE MPUHUMMNbI CTPATErM4eCKOro
yrnpaBneHns: 4ONroCPOYHOCTb OLIEHNBAEMBbIX
NepCrneKkTUB U NPUHUMAEMbIX PELUEHNI; Ha-
NpPaBfeHHOCTb YNpaBeHYeCKNX BO3AENCTBNIA
Ha n3MeHeHVe noTeHumana obbekTa ynpasne-
HW1st (MPOM3BOACTBO MPOAYKLIMM, TEXHONOIUN,
nepcoHana) n cosgaHne Bo3MOXXHOCTen 60-
nee apdeKTMBHOW peanmsaumm gaHHoro no-
TeHuUmana; anbTepHaTMBHOCTb BbiOOpa ynpas-
NeHYeCKMX pelleHnin B 3aBUCUMOCTI OT CO-
CTOAHWNA BHYTPEHHEN 1 BHELLHEN cpefbl opra-
Hn3aumm [4].

[na obecneveHns BbICOKOrO YPOBHS CTa-
OUNbHOCTU 1N CMNOYEHHOCTU KOMNEKTMBA CO-
BPEMEHHbIE y4eHble onpenenstoT HeoOXOoau-
MOCTb: MOAAEPXKMBATL ONTUMabHbIE TEMMbI
BHYTPMOPraHm3aLmMoHHOM MOB1IbHOCTI paboT-
HMKOB, Tak Kak HM3Kas MOOWUIbLHOCTb B OpraHm-
3aumm TanT B cebe NOBbILLEHME NOTeHUManb-
HOW TEKYYECTU KaapOB; YCTaHaBMMBaTb YNpex-
fatwollee Kanpooe obecneveHne n3MeHeHnin
B OpraHmMaaLn Unm »xe rmbkoe pearvpoBaHue,
KOrfa Takne N3MEHEHUA HEBO3MOXXHO TOYHO
NPOrHo3upoBaTk; obecne4yrBatb B Ka4eCTBe
BHYTPEHHEINO MCTO4YHVKA BO3MOXHOCTb Opra-
HM3aUWV CaMOCTOSATENbHO YOOBNETBOPATL MO-
TpebHOCTW B NepcoHarne nyteM nepeodyyeHus
COTPYAHWKOB M MOBbILEHNA KBanndukaymm
Ang nepesofa Ha 601ee BbICOKYO MO3NLMIO
BHYTPW opraHmaauun.

Mpn aToM A. A. KnubaHoB pekoMmeHayeT uc-
nonb3oBaTtb NPOGOUAbHLIN METOA ANa noadopa
1 paccTaHoBKM paboTHMKOB, TpebytoLnii aHa-
nuUTU4eckKoro otbopa npeabaBngemMblx TPebo-
BaHWM 1 MUYHbIX Ka4eCTB PabOTHMKA, KOTOPbIN
MO3BOSIAET CpaBHMUBATL VX OPYr C OPYIrOM.

Mo MHeHWO cneunanmcToB, ahdekTrB-
HbIM METOOM AN1A CHVKEHNSA TEKYYeCTn nep-
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coHana siBAsieTcs poTaums KagpoB — MeTof
dopManbHO-HOMEHKIATYPHOro NMpoxoxae-
HWSA CcaMblX BaXKHbIX MO3ULNIA cneynanmcTa-
MW pa3HbIX YPOBHEWN ANSA YCKOPEHNs CBOe-
ro KapbepHOro pocta. ATOT MeToA NO3BONSA-
€T NOAroTOBUTb KOMMETEHTHbIX PYKOBOAMTE-
nelt BbICOKOrO YPOBHS, 3HAOLLMX Crieumndomnky
PYHKUMOHMPOBaHMA KaxxAoro nogpasaene-
HWs, obecneymBatoLLMX PaboTHUKY BO3MOX-
HOCTb NPOMECCUOHaNbHOro NPOABMKEHNS,
N3yYeHWsa OeaTenbHOCTN opraHmM3aunn B Le-
noMm. PoTaumsa gaet BO3MOXHOCTb OpraHunaa-
UMK oNTUManbHO MCMNOMb30BaTb NepcoHarn,
obecnevnTb B3anMMO3aMeHIEMOCTb PaboTHU-
KOB Ha cry4ai 60ne3Hu, OTNYCKOB M NpeaoT-
BpaTUTb MPOLIECC BbIrOPaHUA COTPYAHMKOB,
npenynpeanTs NpodpeccroHanbHbI 3acTo,
BHYTPEHHME KOHANKTLI U AP.

MpoBeneHe potaummn kagpos TpebyeT co-
6ntoaeHVs NPUHUMMNOB:

® MepcneKTMBHOCTY (M3MeHeHUs npodpec-
cUn N cneumanna3aumm cCoTpyaH1Ka, NocTo-
AHHOrO MOBbILLIEHWSA KBanMdmKaLumm);

® COOTBETCTBUS (ONpeaenenne AenoBbIX,
npodeccroHanbHbIX U IMYHOCTHbBIX KA4eCTB);

e 106POBOMBLHOCTY;

® perynspHon ot4yeTHocTH [1].

Mpobneme MOCTOSHCTBA TPYAOBbLIX KON-
NEKTVNBOB MOMOraeT TakXe BBeAeHMe KOpro-
paTVBHOM NONUTUKK, KOTOpas BKoYaeT B cebs
acnekTbl MOTUBALMN, B TOM Y1Ce COCTaBrne-
HWe WMHAMBMAYaNbHbIX NPOrpamMM MOBbILLEHWS
KBanMdpurkaumm, npenocTaBneHe coTpyaHu-
Kam nepcoHasbHbIX YCNOBUM 1 Ap.

PykoBoauTenu, kpeatneHas 4eaTenbHOCTb
KOTOPbIX MOPOXAAET KOMaHA4006pasytoLmi
adbdpekT, B NpoLiecce pa3paboTky cTpaTerum
BbipabaTtbiBalOT efAuHble NO3ULMN B yNpaB-
NEHYECKNX OEVCTBUAX N BbiCTpaMBaloT «ae-
PEBO Lener», cBA3blBalOLlee cTpaTernye-
CKMe Uenu ¢ uenamm coTpyaHukoB. KoHuen-
Unst «OepeBo Liene» Bnepeble Obina Npeano-
XeHa Y. HepmeHom 1 P. Akoddpom B 1957 T.
N npeacTaBnaeT cobol 9NeMEHT CTPYKTY-
pusaumm, UCNonb3lyembli Ang onpeneneHuns
L|eNeBoro COCTOAHNA KOMMaHuM 1 Co3aaHus
nporpammel ee pa3sutisa. Ha ocHoBaHWM 06-

LNX Lenein cTponTcs cnuctema ynpabneHuns
no uensam v ApyruM MexaHmsmam ynpasne-
HUSA 1 MOTUBALIUN,

CyuecTBytoT 1 gpyrue cnocobbl 60pb-
Obl C TEKYYECTbIO KapOB, CUCTEMbI aHanM3a
APUYMH yXOoaa COTPYAHWKOB, KOHTPOMA Nep-
coHana. BHegpsewmsbili rpaMoTHO, pagun 06-
lwero 6nara 1 No B3anMMHOMY COrfalleHuIo,
KOHTPOIMb NepcoHana BbIBASET HEMOTUBUPO-
BaHHbIX, HebnaroHageXHblX 1 HeJOCTaTO4YHO
KBaANMPUUNPOBAHHbLIX PAabOTHUKOB. Y4eHble
noayYepKMBaloT BaXXHOCTb CUCTEMATUYECKO-
ro AOBefdeHNst pesynsbTaToB KOHTPONS A0 CO-
TPYOHMKOB, YTO HaNpPsAMYyto BAMAET HA NPOWU3-
BOAMTENbLHOCTbL Tpyaa nepcoHana. OgHako
ans adPEeKTUBHOrO AENCTBNA STON CUCTEMbI
HeobxoaumMa obpaTHas CBs3b, aHanm3 KOTo-
PO NOKaXET, KakKMM 06Pa30M OOBbEKT KOH-
TPOMS MHTEPNPETMPOBAN Pe3ynbTaTbl KOHTPO-
N5 U K KakiM BblIBoAam npuwuen [9].

Hoeble meToabl Nnoa6opa nepcoHana,
paspa6aTtbiBaeMble NpeacTaBUTENs MU
OTe4YeCTBEeHHOro PeKpyTMeHTa

BkntoveHuem 063o0pa HOBbIX METOAOB MO/-
6opa nepcoHana nocne xopoLUo N3yYeHHbIX
N peKoMeHOYyEMbIX YHEHbIMWN Mbl HAeANNCb 006-
paTUTb BHYMaHWe CneuranmMcToB Ha UX Cylle-
CTBOBaHMe, a rmaBHoe — Ha HeobXoAMMOCTb
N3y4eHns Ux NoTeHumana n Kkadectsa obcny-
KBAHNA KITMEHTOB.

CoBpeMeHHble MeToabl Moadbopa 1 OLEH-
KM nepcoHana (MHormMe U3 HUx 6binu 3amnm-
CTBOBaHbI 13 3apybe)KHOro onbiTa) akTUBHO
paspabaTbiBalOTCA NpeacTaBUTeNsIMm oTeve-
CTBEHHOrO pekpyTMeHTa. OnbITHbIE PabOTHK-
K HR-areHTCTBa co4eTaloT cpasy HECKONbKO
noaxofoB — OT CTaHAAPTHbLIX M MPOBEPEHHbIX
BpeMeHeM 0O CaMbiX HOBbIX, co3daBad C UX
NMOMOLLIbIO COBCTBEHHbIE CUCTEMbI Mogbopa
nepcoHana. TpaanUMOHHbIE MHTEPBbLIO U Te-
CTbl BK/OYAIOT B Ce6H TaKMe HOBblE TEXHOMO-
'Mn, KakK CoOUMOHMKa (pacnpeueneHme KaHan-
[AaTOB MO YeTbIPEM COLMOHUYECKMM TUMNam),
aCCEeCMEeHT-LeHTp (BbIABNEHNE OEM0BbIX,
NNYHOCTHbIX, NpoMeccroHanbHbIX Ka4ecTB
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noTeHuManbHbIX PaboOTHUKOB C MOMOLLIbIO
LLIMPOKOro Habopa OLEHOYHbIX MEPONPUATUIN).

B HacTosdulee Bpems Habop nepcoHa-
na MOXEeT 0TAaBaTbCsl Ha ayTCOPCUHI KOH-
CanTUHroBbIM KOMMAHUSM, a TakKe Ha npo-
BeAeHWe ApYyrux Heobxoammbix OECTBUA MO
OLeHKe 1 0By4eHNto coTpyaHMKkoB. MeTono-
noruvyeckas knaccudurkaums pasnenseT KoH-
CyNbTMPOBaHKMe Ha 3KCNepTHOE, NPOLECCHOe
n oby4alollee, CyLleCcTBYeT U rubpuaHas
dopma, obbeanHsaoLLan aBa NepBbIX CNOCO-
6a c akTyanusaumein BONpoCoB NOAIbHOCTH,
YAOBNETBOPEHHOCTN paboToi 1 BOBEYEHHO-
CTW COTPYOHMKOB B fiena KoMmnaHun. 3a rofpl
paboTbl B areHTcTBax HakanamearoTcsa 6asbl
Mo NMOWCKY NPETEHAEHTOB Ha BakaHCum Nto6o-
roO YPOBHS 1 B Nto6oit oTpacnu.

«buTBa 3a TanaHTbl» Kak ofHa 13 BaXKHEen-
LINX YacTel KOHKYPEHTHOM 6opbObl SBNAET-
C$l OCHOBHbIM METOAOM Noabopa nepcoHana
arpeccuBHOro XoaxaHTWHra, KOTopblin Obin
npumMmeHeH B Hadane 90-x rogos B CLUA. 3a-
fava xagxaHTepa — rpamoTHO MHAOPMUPO-
BaTb KaAHOMAATOB O Ny4YLUMX NepcrnekTmMBax
N YyCNOBUSX, YEM Y KOHKYpeHToB. MeToa xef-
XaHTUHra OPUEHTMPOBAH Ha NMpsiMoe BKS-
HWe Ha oMHAaHCOBbIe pe3ynbTaTbl KOMMAHUM,
MOCKOMbKY MpUBReKaeMble cneunanmcTbl
paccmaTpuBaloTCsl Kak akTuB, MPUHOCALLMIA
[0XOf, Hann4me KoprnopaTUBHOM PEKPYTUH-
rOBOW KyMbTypbl U Ha y4acTue B npouecce
novcka v NpuMBIeYeHNs TanaHToB BCEX CO-
TPYAHWMKOB KOMMNaHWK. [naBHas Uenb pekpy-
TEPOB — He CBOOOAHbIE Kaapbl, a yCNeLlHble
1 paboTaloLme Ha COOTBETCTBYIOLLMX MO3W-
LUMSAX COTPYAHMKN BbICOKOWM KBanndpmkaumm.
[MepeuncneHHble cnocobbl peLleHns B cdpe-
pe nogbopa KaapoB CTaHOBATCA akTyallbHbl-
MW BO BpeMeHa Kpuanca 1 pasnmyHbix nepe-
MEH B KOMMaHWUN.

CoBpeMeHHOe COCTOsIHue
KOHTaKT-LeHTpoB B P®

KOHTaKT-UeHTPbI, N3BECTHbIE eLLe B KOHLIE
XX Beka Kak crpaBoyHble Cry»X6bl, B HACTOS-
LLiee Bpems SBNSTCS BaXKHOM COCTaBNAOLLEN

cdpepbl 06CNYKMBAHWSA, OHW NPEOOCTaBNAOT
KOMMMEKCHbIE YCNyrK Mo B3aMMOAENCTBMIO
C KNMeHTaMu, cUCTeMy NOAAEPXKKM, MPOABU-
YKEHWNS PA3MNYHBIX MPOAYKTOB, OMNPOCHI 1 CBS3N
C 06LEeCTBEHHOCTbIO, aHKETMPOBAHUE U MHO-
roe gpyroe. VIx pacnpocTpaHeHHOCTb 1 MHO-
roobpasue, a Takxke coumanbHas 3Ha4MMOCTb
pPacTyT C KaXkabIM AHEM, MOCKOMbKY MOYTN BCE
opraHMzaumu B TOM Unu MHOM dhopmMe NMEOT
COOCTBEHHbIE UMW ayTCOPCUHIOBbIE KOHTAKT-
LIEHTPBbI.

CroXHble 9KOHOMUYECKME U coLManbHble
peannn ykasbiBatoT Ha HEOOXOAMMOCTb BHe-
OPEHNA HOBbIX PeLLeHUn U MHHOBALIMOHHbIX
TexHonornn. OaHNUMKN N3 OCHOBHbIX TEHOEH-
UM 9BNAOTCS aBToMatM3aums npoueccoB
o6CcnyXXnBaHWs KIMEHTOB, B TOM Y1CHE C UC-
NoNb30BaHNEM NCKYCCTBEHHOIO NHTENNEKTA
1N aBTOMatTM4ecknx cuctem o6paboTkn aaH-
HbIX, & TaKXXe co3faHne HOBbIX POPM 1 CMOo-
cob6oB opraHmsaumm pabovero npouecca,
B MEPBYIO 04epelb opraHM3auns yaaneHHom
paboTbl COTPYAHUKOB. [McTaHUMOHHas 3a-
HSATOCTb OKadanacb Ha MeEPBOM MeCTe cpeau
cnocoboB aganTauun paboTogarenen K yc-
NOBUAM NaHOeMUN.

MHoOrne coBpeMeHHble KOHTaKT-LEHTPbI
B PO ycnewHo ncnonbaytoT 4at-60Tbl U ro-
NOCOBbIX MOMOLLHMKOB, KOTOPbIE MOryT 06e-
cnevYnTb GbICTPOE PEeLIEHNE MPOCThIX UK
MOBTOPSIOLLMXCS 3aNpPOCOB OT KINEHTOB.
OTO MO3BOMSAET COKPATUTL BPEMSA OXXMAAHWS
M NOBbICUTE 9P EKTUBHOCTb PaboTbl KOH-
TakT-ueHTpoB. OOgHaKo, HeCMOTPS Ha aBTo-
maTmMaalmio, Ha NepBoe MeCTO CTaBUTCS Ka-
4eCTBO 0b6CcnyxMBaHNA. KnneHTel CTaAHOBAT-
csl Bce 6osnee TpeboBaTeNbHbIMI K Ka4eCTBY
1 CKOPOCTW peLLeHnNst CBOMX MPOBMEM, a KOH-
TaKT-LEHTPbl CTaNKMBaKOTCS C YBEMMYEHNEM
Konu4ecTBa obpalleHuin U NOBbILLUEHHBIMU
OXnaaHUamMmn KnmeHToB. 3To TpebyeT Hanu-
41 KBaNMUUMPOBAHHbLIX ONepaTopoB, 06-
nagatouimx rnyboKmMMmM 3HaHUSIMM O NPOAYK-
Tax WU ycnyrax KOMMnaHuu, onbITOM €€ TEXHO-
normnyeckoro obecneyeHus, a Takxxe HaBblKa-
MW KOHCYNbTMPOBaHUS U peLleHnsd npobnem
KNMWEHTOB.
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MyTn pewweHus npo6nemsl
HecooTBeTCTBUA Kaf|pOBOro coctaBsa
TeXHUYEeCKUM UHHOBaLUAM

BbiiBneHne 1 pelleHne Cepbe3HbIX Npo-
6nem ynpaBnenus, B TOM YMCe Yaep>KaHus
nepcoHana, HeCOOTBETCTBMS KaApoBOro obe-
crneYeHns NoATBepXXAaloT HEOOXOANMOCTb 1C-
MONb30BaHMs HOBbLIX MOAXOAOB K paboTe: opu-
EeHTauMM Ha BbICOKOKBaIMAOMUMPOBAHHbIE TPY-
[IOBble pecypchbl 1 oNpeaeneHHon CUCTEMbI OT-
6opa CoTpyaHMKOB (ONepaTopoB, MEHEMKEPOB
nt. ) [11].

Mporpecc BbICOKMX TEXHOMOMIA 3acTaBnAeT
KOHTaKT-L|eHTPbl MOCTOSHHO OOHOBNATL CBOE
obopynoBaHue. [109TOMy B KOHTaKT-LEeHTpax
CyLLeCTBYET OCTPpasd HeoObXoaMMOCTb B HeMnpe-
PbIBHOM MPodeCccroHanbHOM pasButm. Kom-
naHna ApexBerg aBnaeTcs nokasaTenbHbIM
NPVMEPOM peLLeHnsa gaHHoW npobnemMbl. 3TO
nepBas koMmnaHust B Poccuu, koTopas nposena
ayanT 1 NpodeccroHanbHoe 0byyYeHne ynpas-
NEHUIO N PA3BUTUIO KOHTaKT-LeHTpoB. Ocoboro
BHMMaHMWS 3acny>XMBaeT AesTeNbHOCTb KoMMa-
Hun B 2022 ropy: Xl Hegensa KOHTaKT-LeHTPOB
(okTa6pb 2022 roga), cepTudmkaumsa nepsbIx
B OTpacCnv HEe3aBUCUMbIX OLIEHLLMKOB MpPO-
deccuoHanbHbIX KOMAeTeHUMI 1 pa3paboT-
Ka OOMONHUTENbHbLIX MPEUMYLLIECTB, AOCTYN-
HbIX KOHTaKT-LIeHTPaMm, Moy4mBLUMM CEPTUXM-
kaT cooTBeTcTBUS ISO 18295; 3anyck BOCEMOM
BOJHbI MCCNeAoBaHW ya0BNETBOPEHHOCTH yC-
NOBUSIMI TRYAA ONEPaTOPOB KOHTAKT-LEHTPOB
(JOB quality 2023). Kon-LeHTpbl BeayLLien ce-
TV dpenepanbHbIX KAMHKK «Mefacu» ycneLiHo
NpoLLIM cepTudmKaLmio No POCCUINCKON BEP-
cum ISO 18295; 3aBepLLEH KPYMHbIA MPOEKT MO
KOHTakT-LeHTpy MAO «CbepbaHka» 1 MHOXe-
CTBO ApYrMx 3Ha41MbIX MPOEKTOB.

[OMUMO TEOPETUHECKIX 3HAHUI, B KOHTaKT-
LEeHTpax Heobxoaym OMbIT PabOTbl B CMEXHbIX
cdoepax, Xxopollee 3A0p0Bbe, MTMOKOCTb 1 Obl-
CTpOTa MbILLUNEHUs, CNOCOBHOCTb ObICTPO pe-
arMpoBaTb Ha HEOXKMAAHHbIE 1 CTOXHbIE CUTY-
aLum, TeprieHne, ymeHe cnpaBnaTbCa ¢ MOHO-
TOHHbIMW 3adadvamu, Tpyaontobre, KOMMYHU-
KabenbHOCTb, dMOUMOHaNbHas yCTOMYMBOCTb,

CTPEecCcOoyCTOMYMBOCTb, MPaBUNbLHOCTb N YeT-
KOCTb peun (3HaHue opdoannm 1 CTUNg), 3Ha-
HWe aHMUICKOro A3blka, CMoCOOHOCTb U ro-
TOBHOCTb K 00y4eHuio 1 ap. [4].

B npouecce nogbopa nepcoHana ncnosnb-
3Yyl0TCH pasfnyHble METOAVKM, NO3BONSOLLME
NMPOBEPUTL HaBbIKN PA3rOBOPHON PeYn 1 cro-
COOHOCTb BbIMNOMHATL 3a4aHNA Ha OCHOBe 3a-
paHee NMOAroTOBNEHHOM TexHn4Yeckom 6assbl.
O6y4eHre MONoabix onepaTtopoB OObIYHO
BKIIOHAET KBaAMMAUKALIMOHHbINA TPEHUHT, MPO-
CNyLUMBaHME 1 3anmncb TenedOHHbIX Pa3roBo-
POB, 00y4eHME 3TUKE BeAEHUs NePeroBoOpoOB
n exxemecsyHbln KPI. MpoduneHble 61sHec-
KelCbl, OTparkatoLLme TpeboBaHNs K HHOBaLM-
FM, aKTMBHO MCMONb3YOTCA ANs onpeaeneHns
noTpebHOCTEN B 00y4eHNN.

KOHTaKT-LEHTPbI, HAXOAALLIMECS Ha HaYa lb-
HOM aTane aThX U3AMEHEHUI, UCMONb3YIOT Neaa-
rOrn4ecKui akTop MHAMBUAYabHOM KOMMe-
TEHTHOCTM 1N MOTVBMPOBAHHOCTM COTPYAHMKOB.
BBeneHne KoMneTeHTHOCTHOrO Noaxoaa anst 0o-
YyYeHUS COTPYOHMKOB AOMKHO MOCMOCOOCTBO-
BaTb MOAEPHM3aLUMN TPaaVLUMOHHOIrO Noaxona
K pasBUTUIO TakMx akTOPOB, Kak 3HaHWs, yme-
HWS 1 HaBbIKK, YTO, B CBOKO ojvepeb, NpuBeneT
K OObEKTMBHOWM OLEHKE 1 OTOOPY MOAXOAALLMX
Ha Ty U MHYIO NO3ULIMIO KaHANAATOB.

B T0 >Xe Bpemsi No pedynsratam 1ccrneaosa-
HUSA KOHTaKT-LIEHTPOB, OMyOIMKOBaHHOIO B eXe-
rogHom aHanutdeckom otyete HAKLL, BbisiB-
NIEHO CHWXKEHME MO POCCUMCKM KOHTaKT-LEH-
Tpam 0N PacxXoA0B Ha PEKPYTUHT 1 0By4eHMe,
a TaKkKe HU3KUI YypOBEHb MPUMEHEHNS MPOBE-
PEHHbIX Ha NpakTuke nHcTpymeHToB WFO no
OTHOLLIEHMIO K LIMADPOBLIM KaHanam JocTyna.
O6y4eHune Bce Yallle NepeHocuTcs 13 uanye-
CKOro B BMpTYyalbHOE, MOCPeACTBOM yaaneHHo-
ro OOCTyna; HedoCTaTO4YHO aKTUBHO MCMOMb3Y-
IOTCH MECCeHIKEPbI AN 0OLLEHVA B kKOMaHaax
1 B paMKax KOMMaH1n B LENOM, YTO HeoOXxoam-
MO AN9 AONONHUTENbHOIO 06Yy4eHNs, NHAOP-
MaLMoHHOro o6MeHa, onepaTMBHOIO PELLIEHUS
BOMPOCOB. [1pn 3TOM MeHemKeEP AOIMKEH XOPO-
Lo BnageTb pasdHo0bpasdHbIMM MHCTRYMEHTaMN
ynpaBneHus, COBPEMEHHbIMN BU3HEC-TEXHOMO-
TNSMI U MHADOPMAaLMIOHHBIMY PECYPCaMMU.
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PerynupoBaHue npouecca TeKy4ecTu
KaapoB B chepe KOHTAKT-LIeHTPOB Kak
WHCTPYMEHT ynpaBnieHUsi NepcoHanom

C npobnemoit Teky4ecTn kKaapoB CTankMBa-
tOTCH MPaKTUYECKM BCE COBPEMEHHbIE KOHTAKT-
LEHTPbI MO BCEMY MVPY, MO3TOMY CleayeT Bbl-
ABUTb OCHOBHbIE MPWYMHbI YBONIbHEHWSt COTPY -
HVKOB. [Anst paspaboTku nyTen nx ycTpaHeHus
B JaHHOM chny4Yae Heo6XoaMM KOMMIEKCHbIN
aHanm3 CpPeacTB, KOTopble Oblv NOTPaY€EHb!
Ha o0y4eHre, NOCne Yero NPUCTYNUTL K pas-
paboTke 1 peannzaumy NporpaMmbI.

OpHOM M3 OCHOBHbIX MPUYUH TEKYHECTU
KaApoB B Chepe KOHTaKT-LEHTPOB ABNAET-
cs cTpecc. BbinonHaa rod 3a rogoM ofHu
N Te ke 0643aHHOCTK, COTPYAHVK yCTaeT OT
paboTbl, YTO MPUBOANT K 3IMOLMOHANTBHOMY
BbIFOPaHMIO — ONACHOMY COCTOSAHMIO, KOTO-
poe TpebyeT NePMOANYECKON CMEHbI CneLn-
anusauunm u ycnosuin pabotel. Cpean apy-
FMX NPUYMH TakXxe Ha3blBalOTCHA: PYTUHHAA
N MOHOTOHHas paboTa, KeCTKNE BPEMEHHbIE
OFPaHUYeHnss Ha OTBETbI U NPUHATUE peLle-
HWIA N0 3aABKkaM, NOCTOsIHHAA paboTa C Ku-
eHTamu, OTKPbITO BblpakatoLLUMMN HeJOBOSb-
CTBO, OTCYTCTBME BO3MOXXHOCTEW ANA Ka-
PbEPHOro pocTa (3a UCKMOYEHMEM KPYMHbIX
KOHTaKT-LEeHTPOB), TEXHUYECKNE TPYOHOCTMU,
HepocTaTtoyHaa moTmBaums. B pesynerate
YPOBEHb TEKYYECTN KAAPOB B KOHTAKT-LIEH-
Tpax npesbiaeT 40%.

[ns MHOMMX KOHTAKT-LEHTPOB 30 eKTNB-
Hble Mepbl F'YMaHUCTUYECKOro xapakrepa no
peLleHnto NpobaemMbl MOBLILLEHHOrO cTpecca
COTPYOHWKOB, a TaKkxXe yaep>kaHusa nepcoHana
BK/tOYAtOT B Ceb4:

® COBEpLUEHCTBOBaHME MPOLIECCOB ANA
CHWKEHNSI HArpy3KW, YMEHbLLEHME NPOJOIKM-
TENbHOCTU CMEH, BHEAPEHVE HOBbIX 1 Bonee
P PEKTNBHBIX TEXHOMOTUI A5 NOBbILLUEHNS
3P PEKTUBHOCTY BbINOHEHNS SLA,

e pa3paboTka 6onee NepcoHann3npPoBaH-
HOW CUCTEMbI MOTMBALMY,

e ynydlleHre NpoLecCcoB aganTaumm co-
TPYOHWKOB 1 X NCUXONOrMmyeckas noaroTos-
Ka K CIIOXKHbIM W HEMPEABWAEHHbIM CUTYaUMSM;

® TOYHbIM pac4eT HeOOXOAMMOro Konnye-
CTBa COTPYAHWKOB M YKOMMIEKTOBAHHOCTb
CMEH C y4eTOM MOTEHUMASTbHBIX KPUTUHECKMX
cuTyaunm,

® pacLUMpPEeHMe BO3MOXXHOCTEN NS Kapbep-
HOrO pPOCTa, pasnnyHble YPOBHW KBandvka-
LMK ONepaTopoB, 1X Nepexof B Apyrne nog-
pasfgeneHua KOMnaHum;

e BapuaHThbl yaaneHHon paboTkl, rmokne
hOpPMbI 3aHATOCTU.

B HacTosLLee BpeMsa AOCTYMHbI PasnmnyHble
WNHTEPAaKTUBHbIE PELLIEHUS C YAOOHBIMM, MPOCTbI-
MU MHTEPdENCaMM U LUIMPOKUM CMEKTPOM WH-
HOBALMOHHbIX TexHonormi. K HMUM OTHOCATCS:

e 6onee adhdpekTMBHOE camoobCnyXmnBa-
Hue, obneryatoulee paboTy onepaTtopoB 3a
CYeT 1CNOoMb30BaHKsA aBTomMaTaaLmm NoBTops-
IOLLNXCHA/PEryNSpHbIX OTBETOB, BKOYas Mec-
CEeHKEepbI;

® MOHUTOPUHI paboTbl COTPYOHVKOB U Bbl-
CTaBfeHne oueHok cornacHo ux KPI, B ToM
4yucne nNpoBepka BefeHUs U NpaBUbHOCTK
BHECEHMA MHdopMaumm B 6a3y AaHHbIX U Bbl-
60p0oYHas NpocnyLlka 3BOHKOB;

e onpefeneHne PakTopoB, BNNAIOLLMX Ha
aTMOCdEpPY B KOMNEKTMBE 1 HACTPOEHWE CO-
TPYAHWKOB;

® [JOMNONHUTENBHOE OOYYEeHVE 1 NepeKBanm-
dovKauma — Ans ganbHeNIero pasBuTnS 1 nofd-
FOTOBKM MEPCNEKTUBHBIX COTPYAHUKOB K pabo-
Te Ha KIo4YeBbIX AOMKHOCTAX, ONpeaeneHHbIX
B XOfle aHanmaa ka4ecTBa paboThl;

® CTUMYNMPOBAHWE KPeaTUBHOIO MbllLUMe-
HWSI COTPYOHMKOB, UX MPEANPUHMMATENBCKMX
CNoCOBHOCTEN, y4acTne B HACTaBHNYECTBE;

e paboTa B rpynnax, kotopasi 4aeT BO3MOX-
HOCTM YCKOpEeHMs npoLecca agantaumm, oome-
Ha VHdbopMaumel, pa3peLLeHns pa3Hornacuia
1N BbICTPOrO PELLEHNSA CMOMHbIX TEXHUYECKUX
npobnewm;

e pa3paboTka Nporpammbl NOBbILLIEHNS BO-
BIIEYEHHOCTM COTPYAHMKOB, B TOM YM1CIE B YC-
NOBUSIX OPraH3aLMOHHbIX N3MEHEHWI;

® MOWCK «TanaHToB», B TOM 4MCne cpeau
BbIMYCKHMKOB BY30B.

[aHHble noaxoabl CTUMYIMPYIOT COTRYAHW-
KOB, MOBbILLIAIOT YPOBEHb YAOBNETBOPEHHOCTH,
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a Takxe ABNATCA KMOYeBbIM 3BEHOM B OC-
MbICITEHMM KaK COOCTBEHHOM BaXXHOCTU, Tak
1 BaXKHOCTW CBOEN paboThbl.

PasBuTre KOpnopatrBHOW KynbTypbl, Npea-
CTaBnstoLLen cCobo Npasmna 1 LUEHHOCTU KOM-
naHnK1, Ha KOTOPbIX OCHOBaHbl paboTa Bcew
KOMMNaHUM 1 KOMMYHMKaLU Mexay coTpya-
HMKamu. KopropaTrBHas KyneTypa B KOHTaKT-
LUeHTpax gaeT BOSMOXHOCTb CMIOYEHWA KO-
NeKTMBa, YNy4ylleHns MUKpPOKMMaTa B opra-
HW3aLUWK, NPUBNEYEHNE HOBbIX COTPYAHNKOB
1N BN3HEC-NaPTHEPOB, MOBbLILLEHVE Ka4eCTBa
KIMEHTCKOro cepBuca. B komnarusax, roe HeT
HepgocTaTtka B paboTHMKax U NpakTUYeCKn HET
TEKy4YecTW KaapoB, co3faH BbICOKO3deK-
TVIBHbI KONNEKTUB, paboTatoLLni Kak eamHas
KOMaHAa eaMHOMbILLNEHHVKOB. B ocHoOBe ee —
MMPOBO33PEHYECKaa COBMECTUMOCTb KOMaHbI
C ee pykoBOAUTENEM, yNpaBnstoLLME KadecTBa
PYKOBOAMTENA M YNEHOB KomaHdbl. [1pobnema
Ka4ecTBa yrnpaB/ieHns CTaHOBUTCS KIOYEBbLIM
BOMNPOCOM M KaapOBOW MOAUTUKIK OpraHmnaa-
unn [6].

Cneundukon paboTbl KOHTAKT-LEHTPOB
onpefeneHa BaXXHOCTb PeLleHns Bonpoca
MOHUTOPWHIa 1 NOCTOAHHOM AOCTYMHOCTM OC-
HOBHOW YacTu nepcoHana, 4To, B CBOK O4e-
penb, BKYaeT B ceba AMHaMmnKy npoLeccos
1 TpeboBaHme ObICTPOro pearpoBaHus. JaH-
HbI aCNeKT NpeAcTaBnNaeT Cob60M MOCTOAHHbIN
npoLecc kak HabntoaeHus, Tak 1 perucTpaumm
OCHOBHbIX NMoKasartenen ans OUeHKN AeaTenb-
HOCTW COTPYAHMKA 1 noapasaeneHuin: cnocob-
CTBOBaHME OOCTVIKEHUIO LIENEN, KOTOPbIE Npe-
cnenyeT KoMnaHus, yrpaseHe NepcoHasnom.
Ocoboe BHUMaHME HeobXoanMo yaennTb BO-
NpOoCy VHTEerpaumm Kon-ueHTpa ¢ ero nHapa-
CTPYKTYPOM, MOCKOMbKY TpebyeTcst onepatve-
Ho obecnevnBaTtb Nepenadvy obpalleHu Knm-
E€HTOB MnepcoHarny, KOTopble VMEeIOT COOTBET-
CTBYtOLME HaBbIKK A5 paboTbl C HAMMW.

CnocobHOCTb ONTUMM3NPOBATbL YENoBe-
4YeCKMe pecypchbl OCHOBaHa Ha aHanuMTuye-
CKMX OaHHbIX, BbISBIEHHbIX B XO4E CUCTEMa-
TNYECKOro HabMAEHWA, a TakxKe Ha oTyeTax
0 NpoaenaHHom paboTe, KOTopble ABASIOTCS
BaXXHbIM aHaNUTNYECKMM MHCTPYMEHTOM MpPO-

Lecca ynpasneHua nepcoHanoM Ongd OLEeHKM
3P FPEKTUBHOCTY U BbISBNEHUS Y3KUX MECT BO
BHYTPEHHWX NpoLeccax 1 MHAPPaCTPYKTypeE.

MOHOTOHHOCTb, MpucyLLlas uU3n4eckoMy
TPYAY, U HexXenaHne COTPYAHVKOB NOOYNHATL-
CH XKECTKUM UHCTUTYLIMOHASBHBIM pamMkKam no-
BEMEHWVA, HAaBA3AHHbIM B KOHTAKTHbIX LIEHTpaXx,
fenatoT PYHKUMOHUPOBAHME KOHTaKT-LEHTPOB
0COBEHHO CNoXHbIM. B peaynbtate aTo npw-
BOAUT K BOMbLLIEMY KONMNYECTBY KOHMIMKTOB,
4eM B Apyrnx opraHmsaumsx. 3HaHue mofe-
nen noeHTMPUKaUMOHHOro NoBeAeHNd nep-
coHana, 0COBEHHOCTEN UX MCUXONOrMYECKOM
M Nefarorm4eCckom XapakTepucTK MOXET Mo-
3BOMNUTb ropasno nogpobHee mMccnenoBathb
NpPOo6neMbl HacTbIX HAPYLUEHUA OUCUMMIVHBI
M NpaBonopagka Ha npeanpuaTngax, CooTHe-
CTV pe3ynbTaTbl NPOUNaKTUKN 1 NePEBOCMM-
TaHWg NepcoHana, NpoaHanM3npoBaTk coaep-
»KaHune, opraHmaaumio 1 MeTOAVKY npoBene-
HWUS MPEBEHTMBHOM paboTbl C kagpamMu, NpoBe-
CTW Ka4eCTBEHHbIN 1 KONMHYECTBEHHbIN aHanns
OaHHbIX, MOMYyYEHHbIX B X0[e MCCneaoBaHus
B LIENAX COBEPLUEHCTBOBaAHUS OEATENBHOCTH
no obecnevyeHnto aKoHOMMYeckon 6eszonac-
HOCTW NpeanpusTui [2].

[aHHble nccnepoBaHus, Ha Hall B3rnaf,
MOTYT MOATONKHYTb PyKOBOAUTENS (MPUMEHU-
TeNbHO K Cdpepe KOHTaKT-LEHTPOB) K paspa-
O0TKE 1 YNYYLLEHMIO MEXTMYHOCTHBIX OTHOLLIE-
HWIA B KONNEKTNBE, POPMUPOBAHNIO HaBbIKOB
no NpegynpexneHnio NpeacTodLlero ysosb-
HeHWs nepcoHana, a TakXke COBepPLLEHCTBOBA-
HWIO cnucTeMbl 0TOOpa KaHaAMAaTOB 1 OpUeHTa-
LN Ha BbICOKOKBaNMMPOBaHHbIE TPYAOBblE
pecypcbl Ha 6a3e HOBbIX MCUXONMOrMYeCKMX
N KOHPIMKTONOMMYECKMX MOAXOAO0B.

CoBpeMeHHble peanuu AUKTYOT Heobxoaum-
MOCTb NPUMEHEHUS MPOAKTVMBHOM CTpaTernm
ynpaBfeHnd opraHu3auoHHbIM NOBEAEHNEM
B KOHTaKT-LeHTpax, 4To npegnonaraeT BKIO-
YeHne ynpexkaaloLmx oencTeuii — Habnoae-
HWUM, UBMEPEHNN, aHanmM3a, He OoMyCcKatoLwmx
BO3MOXHble BO3LENCTBUA BHELUHEN N BHY-
TpeHHeln cpeabl KomnaHuu. k. B. HetocTpom
n K. asuc B kHure «OpraHndaumoHHoe no-
BefeHMe» OnpeaensaioT NPOakTUBHOCTbL Kak
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npeaBuaeHe cobbITUM, MHNLMNPOBAHWE Me-
PEMEH, CTPEMIIEHME Aep>KaTb B CBOUX pyKax
cyabby oprarHuzaumm [10]. Peluas aTv 3agaqn,
KOHTaKT-LEeHTPbl CMOTrYT yAOBNETBOPATL Bbl-
COKME OXMAAHUS KNMEHTOB, a Takxe pellaTb
NpobnemMbl yaep»XaHisa OnbITHbIX COTRYAHMKOB.

CTOouT OTMETUTL, YTO B HaLLUM AHW LMAPO-
Bble PELLEHNS ANA KOMMYHUKaUMW C KITMEHTOM
BCe 4Yallle BHeOpsItOTCS B KM3Hb COBPEMEHHOIO
4YenoBeKa 1 CTaHoBSATCA Havbonee Npeano4u-
TaeMbIM KaHannoM, 60MbLLUMHCTBO KOHTaKT-LIEH-
TPOB HE MOMYT MTHOPUPOBATL AaHHbIN PaKT BO
BpemMs pasdpaboTKM CBOMX CcTpaTterui B ontu-
MmM3aumn TPyooBbIX pecypcoB. BnnsaHne nan-
Horo dpakTopa Ha NpoLEecChl HaMMa, 0by4eHus
N yOEPXKAHWUS COTPYAHNKOB HENIOEXHO.

Lindbposas TpaHcgopmaums HR-npouec-
COB, peluatoLLasn NPOU3BOACTBEHHbIE 3a4a4M
MEHBLLINM Y1CIOM PabOTHNKOB, BO MHOMMX KOH-
TaKT-LEeHTPpax HaxOAMTCA Ha aTane CTaHoBIe-
HWUSI; Y4UTbIBAETCA 3PENoCTb KOMMaHWM 1 UC-
MONb30BaHNE B HMX aBTOMaTU3MPOBaHHbIX Cep-
BMCOB B KOHTeKCcTe HR-dyHKLMOHana, BbI6op
NONYNAPHbIX MHCTPYMEHTOB. [Ona adhdeKTnB-
HOCTU LUMpoBM3aLMN HEOOXOAMMO, YTOObI BO
BCEX Mpoueccax Obln MOCTaBNEHbI B LEHTP
BHUMaHNSA UHTEPECHI KNMEHTA U yXXEe NUMElo-
LWMACS KITUEHTCKNA OMbIT. ITO YyCNOBUE CHU-
TaeM OfiHOW 13 rMaBHbIX COCTaBMAOLLMX yCre-
Xa umMdopoBmU3aLmm.

MMepexon oT KagpoBol paboThl K ynpas-
NEHWIO YenoBeYEeCKMMN pecypcamu Tpebo-
Ba/T NMPUMEHEHNST aKTyanbHbIX NHCTPYMEHTOB
ynpaBneHns — HcTpymeHToB HR-aHanutnky,
KOTopas NPOBOAUT CUCTEMHbIN aHanua 601b-
WX maccmeoB AgaHHbix (Big Data). [na o6-
paboTKM OaHHbIX MCMOMb3YITCA MHHOBAUM-
OHHblE METOAbl M MHCTPYMEHTbI, HanpuMep
MeTO[bl NCKYCCTBEHHOIO MHTENNEKTa, marte-
mMaTu4eckasd NMMHrBNUCTNKAE, NpUMeHeHmne 00-
N1IA4YHON CUCTEMbI, ABMAIOLLENCH OCHOBHOM
B HR-meHemxmeHTe. OCHOBHbIMIW 06nacTamm
aHanmMaa AaHHbIX B cdoepe ynpasneHus nep-
COHasoM ABNATCA aHaIUTKa KOMAETEHLMN
COTPYAHVKOB, aHanuTka pPekpyTuHra, Teky-
4eCTM KaapoB, MPUBNEYEHUS N Pa3BUTUS Ta-
NaHToB W Op., TakXKe nomMoraeTt naeHTudun-

Kauus noBefeHna nepcoHana, KINMeHToB no
o6LIMM Npu3HaKaMm 1 ONpeaeneHnto A3bIKo-
BOr0 0OCAYXXMBAHNA M OCHOBHbIX PerynsTo-
poB (HOpM, MpaBu) opraHM3aLMOHHOro no-
BedeHus nepcoHana. HR-aHanutrka BbICTY-
naeT Ka4eCTBEHHOM OCHOBOW ANd MPUHATUA
yNpaBneH4Yeckmnx peLleHni n NporHo3npoBa-
HNS VX Pe3ynbTaToB.

HT06bI CO3AaTh KAYECTBEHHbIN KITMEHTCKM
CEepBWC 1 COOTBETCTBOBATb COBPEMEHHbLIM TEX-
HOMorn4yecknMm TpPeboBaHWAM, KOHTAKT-LEH-
TPbI MOMAB3YIOTCH NHTEMPUPOBAaHHbLIM NPOrpam-
MHbIM 06ecrneYeHnemM, NO3BONALLMM peLlaTb
CNOXHble 3afja4 C MUHNUMaNbHbIMK 3aTpaTa-
M BpemeHu. OcyLLecTBNEHNE COBPEMEHHO-
rO TEXHONOrMYECKOro obecrnedeHnsa TpedyeT
OT KOHTaKT-LUEeHTPOB rymaHmM3aumy npon3soa-
CTBEHHbIX MPOLECCOB, MOCTOAHHOIO yNy4Lle-
HWS ycnoBuin 6e3onacHOCTN paboTHMKa, 06-
NerYyeHusa npouecca agantaumy K yCroxHsIo-
LMMCS YCITOBUAM COBPEMEHHbBIX TEXHOMOTUIA.

3aknro4yeHune

Taknm 06pasom, NPUMEHEHKE HayKn O CO-
BEPLUEHCTBOBAHWM YyNpaBfeHNd opraHusa-
LMOHHbIM MOBEAEHNEM K U3YyHEHMIO Npobnem
1 3a4ad, C KOTOPbIMW CTalnKNMBAKTCA KOHTAKT-
LEeHTpPbl, 4aeT BO3MOXXHOCTb paccMarpuBarh
npobnemy TeKy4ecT/ KafpOB Kak COBOKYM-
HOCTb LieN1oro psaga B3arMOCBSA3aHHbIX BUOOB
OEeSATENbHOCTM B pamMKkax OnpefeneHHom op-
raHM3aunoHHOM CTPYKTYPbl, COCPEAOTOYEH-
HOW Ha MOBeAEeHYeCKOM acneKTe nepcoHana.
Bnaropaps coBepLLEHCTBOBAHUIO YNpPaBieHus
MO>XHO OMTUMM3NPOBaTbL PabOoTy COTPYAHMKOB
1 yCNELUHO ynpaBnaTe KOMNaHVEN B YPE3BbI-
YalHbIX U KPUSNCHBIX CUTYaLINSAX.

[yT1 COBepLLEHCTBOBAHUA yNpaBneHns op-
raHM3aLMOHHOro NoBeaeHNst B Coepe KOHTaKT-
LEHTPOB, HAMEY€eHHbIe B JAHHOW CTaTbe, MOryT
CTaTb OCHOBOW ANd AanbHENLLVX NCCneaoBa-
HUW NO OaHHOM Teme.

BaxHO OTMETUTb 1 y4UTbIBATb COBPEMEH-
HOE COCTOSHME pbliHKa Tpyaa W BANAHME Ha
Hero reonoMTU4eCKOn 0OCTaHOBKKM B CTpa-
He, YTO BblpaXxaeTCH B 3HA4YMTENIbHOM COKpa-
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LLieH N paboyelt CUnbl U USMEHEHUW CTPYKTY-
Pbl 3aHATOCTW. [1oNyYeHme «rOTOBbIX» CReum-
anncToB AN 60NbLIMHCTBA KOHTaKT-LEHTPOB
CErofiHs BONPOC TPYAHOBLINOMHUMbINM. [ToToMy
npoLuecchl yaepxmBaHus nepcoHana, paspa-
60TKa CUCTEMbI MOArOTOBKM HOBbLIX COTPYAHW-
KOB, 00Yy4eHMe OMbITHbIX PabOTHMKOB, MOBbI-
LeHMEe NX KOMMAETEHUMI 1 HaBbIKOB Ha BCEX
aTanax paboyero npouecca SBAAOTCA OOHUM
N3 OCHOBHbIX MCTOYHWKOB MOMOMHEHNSA YENo-
BEYECKOro pecypca B opraHmaaLmsx.

PaspaboTaHHbIi Hamy KOMMAIEKC Meponpu-
ATWIA MO peLleHnto Npobnembl AeduumTa co-
TPYAHVKOB B KOHTaKT-LiEHTpax npu ero Tlla-
TenbHOW NPopaboTKe PYKOBOANTENAMM MOXKET
NWLLb CHATb OCTPOTY NMPOBMEMbI, HO HE MOXET
ee OKOHYaTenbHO pelwnTb. I 3To He Tonbko
npobnema HR-meHemkepoB, a npobnema 61s-
Heca 1 rocydapcTsa B LIENOM.

Bnarogaps npaBUTENbCTBEHHBLIM NPOrpam-
MaMm 1 KoHuenumm TeXHONOrM4ecKoro passu-
g P® no 2030 roga cospaeTcs novsa ans nH-
Terpaunmn ycunuiin Haykmn, obpasoBaHusa n 6ms-
Heca No NPUOPUTETHBLIM HaMPaBAEHVAM 3KOHO-
MUKM 1 OCYLLIECTBNSETCS LieneHanpaBneHHas
NonuT1Ka NoAAEP XKW BCEX BUAOB 1 GOOPM UX
B3aMMOeNCTBMA. OTO HEOOXOAMMO ANs peLle-
HKSA BOMpOCca NOArOTOBKM KaapoBOro obecne-
YEHWUS KNOYEBLIX HaNpaBAeHNiA TEXHONornye-
CKOr0O CyBEPEHUTETA CTPaHbI, a TakXKe BaKHO-
ro Bonpoca npodeccroHansHo-KBanmvkaum-

Cnucok nuTteparypbl

OHHOro COOTBETCTBUS MPEASIOKEHVA 1 cnpoca
Ha pbIHKe TpyAaa.

[MprHMMasa BO BHUMaHME BO3pacTatoLLyto
POb YENOBEYECKOro Kanmtana B AeATenbHO-
CTV KOMMNaH1N, COBPEMEHHasA Hayka 06 ynpas-
NEHNM NOBEAEHNEM pacCcMaTprBaeT NepcoHan
He Kak pecypc, a Kak kanuTtas, a pacxofbl Ha
nepcoHan — Kak HBecTuumn. M notomy nepen
KOHTaKT-LeHTpamu CToUT 3aaada chopMmpo-
BaTb COOTBETCTBYIOLLME YCNOBMA ANA co3aa-
HWSI COTPYAHWKOB HOBOIO TWMa&, CMNOCOOHbIX re-
HEepVPOoBaTb HOBbIE MOEW U HECTaHOAPTHbIE pe-
LEHMS, YMEIOLLIMX MOoyYaTb U aHanM3npoBaTb
MHAOPMaLMIO 13 Pa3HbIX MCTOYHMKOB, MCMOMb-
3ys ee B paboTe, pabotaTb B KOMaHae 1 npo-
EKTHbIX rpynnax.

MO)KHO Takke yTBep»kAaaTb, YTO akTyasb-
HbIM 11 HEOOXOANMbIM SBMIAETCA U3YYeH e Onbl-
Ta HOBOBBELEHN B KOHTAKT-LeHTpax HOBEN-
LIero noKoNeHnsa, KOTopble CnoCOOHbI OCY-
LWECTBNATb MHTENIEKTYaNbHYIO MapLIpyTu-
3auunio BbI3OBOB A1 BCEX KaHaloB CBSA3N,
paspabaTbiBaTb 1 MOCTOSIHHO COBEPLLIEHCTBO-
BaTb MporpamMMmHoe obecneveHne, BHeOPATb
2hPEKTNBHbIE METOAbLI PAbOThl ONEPATOPOB.
Hay4HbIl xapakTep 1 MeToamMyeckas ocHoBa
ynpaBneHus BCEMIN MHHOBAaLMIOHHbIMM NPOLEeC-
camu NO3BONSAET PYKOBOANTENAM U COTPYOHM-
Kam KOHTaKT-LIEHTPOB BbIMOAHATL CBOIO pabo-
Ty, 3Had, 4YTO OHW CMOryT AOCTUYb NMOCTaBMEH-
HbIX Llener 1 aBuraTbecs Brnepen.
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