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I. OBIHA XAPAKTEPUCTUKA HA TUCEPTAIIMOHHUSA TPY ]



1. AKTYAJIHOCT HA TEMATA

AKTYaJlHOCTTa Ha TeMaTa U M3CICABAHETO Ha JUCEPTALlMOHHMS TPYyH c€ IbJDKM Ha (akTa, ue
MEXIYJIMYHOCTHATa KOMYHHKAIMsl M HeilHaTa e(eKTHBHOCT ca OT OCHOBHO 3Ha4YeHHE 3a (UPMEHOTO
yIIpaBJIeHUE, OPraHU3aLMOHHUS KIUMaT U (PUHAHCOBUTE PE3YJITaTH BbB BCAKA OpraHU3aLuUs.

3acuiieH MHTEpec KbM MpoliieMaTHKaTa Ha AUCEPTAL[MOHHMS TPyl ce 3a0eis3Ba B MOCIEIHUTE TOIMHU
HE caMO OT KOMIIAHUUTE M TEXHHUTE YNPABICHCKU €KUM C Lie] NOoJoOpsBaHE HAa MaKpO-MKOHOMHYECKUTE
IIOKA3aTeJIM U OYAKBaHUSA, HO U TO TEOPETUKO-METOIOJIOIMYECKUTE U3CIIEI0BATENH, 3apaly NIPUIOKEHUETO U
BB3MOKHOTO pa3BUTHE B HAYYHOTO Iouie. IIpunokeHnero Ha uscienBaHaTa TEMATHKA € OTHOCUTEIHO IIMPOKO U

MOXKC Oa IpeacTaBiiBa HHTCPECC 3a KOPIIOPATUBHO PA3BUTHC HA 0a3a OTHOLIEHUSI U KOMYHUKaAIUA.

2. OBEKT 1 IPEJIMET HA U3CJIEABAHETO

Oo0exT Ha HU3CJICABAHCTO € MCKAYJIMYHOCTHATA KOMYHHKAIUA KaTO (I)aKTOp, BJIMACHI BbBPXY
YIIpaBJICHUECTO B MHOBATHBHA ouzHec opraHnu3anus.

HpeJIMeT Ha HaCTOAINHA OUCCPTAOMOHCH TpyAa € HU3CICABAHC MW OLCHABAHC HA BJIUAHUCTO Ha
MCKAYJINIHOCTHUTEC KOMYHUKAIIUU B OpraHU3alnsiATa BbpXY YCII€Xa Ha (I)I/IpMCHOTO YHpaBJICHHUEC, U3MCEPCH IIPE3

YAOBJICTBOPCHOCTTA HA IICPCOHATIA U YAOBJIICTBOPCHOCTTA HA KIIMCHTUTC.

3. U3CJIEJOBATEJICKA TE3A

Te3ara Ha HACTOAIIUA AUCCPTAIUOHCH TPY €, U€ YCIICXDBT HA YIIPABJICHUCTO 3aBUCHU CUJIHO OT JIMYHATA
KOMYHUKaIMOHHA KOMIICTCHTHOCT W CTHJI HA MCHUDKBPUTEC U OT OpraHHU3allMOHHATA KYJITypa KaTo Cpc€aa Hu

MMPOSABJICHUEC HA MCKIYINYHOCTHUTC KOMYHUKAIIUN.

PaGoTHuTe XHIMOTE3M, KOUTO ITOCTAaBAME B JUCEPTALITUOHHHUA TPYO Ca:
e MonaensT Ha BIMSHUETO Ha MCKAYJINIHOCTHUTEC KOMYHUKAIIUH, KOWTO € U3BEICH B TCOpCTUYIHATA
4acCT, € 1I0CTOBCPECH U aICKBATCH.
L4 MC)K,ILYJ'II/IHHOCTHI/ITC KOMYHHUKAIIMH Ca 3HAYCIH] (baKTOp B YAOBJICTBOPCHOCTTA Ha IICPCOHAJIA KATO
HU3MEPHUTEI HA YCIIEXA HA YOPABJICHUCTO.
L4 MC)K,ILYJ'II/IHHOCTHI/ITC KOMYHHUKAIIUK Ca 3HAYCI] (I)&KTOp BbB BBLHIIHUTC KOMYHHUKAIIUK U B

YAOBJICTBOPCHOCTTA HAa KIIMCHTUTEC KAaTO U3MCPUTEJT Ha YCIICXaA.

4. HEJI 1 3AJAYN HA U3CJTEJABAHETO



ILesaTa Ha qUCEPTALIMOHHUS TPYJ € Ja ce pa3padOTH HayyHO OOOCHOBAHA M MPAKTHYECKH MPHUIIOKHMA

MCTOJHUKA 3a YCBbBBPUICHCTBAHC MCKAYINYHOCTHUTC KOMYHUKAIINN B OpraHru3alusaTa KaTo (I)aKTOp 34 yCIIcxa Ha

YIIpaBJICHUECTO. 3a MOCTHTaHETO U CE€ IMOCTaBAT IIOALCIIN:

[la ce cuHTe3upa MOJEI Ha BIUSHUETO HA MEKAYJIMYHOCTHUTE KOMYHUKAMU BbPXY yCI€Xa Ha

yIpaBICHUETO.

I[a CC NOKaXXE€ NPUIIOKNMOCTTA HAa MCTOAMKATa B KOHKPETHA OpraHu3anus.

OcHoBHHTE 3ajJJa'4M, CBbp3aHu C IOCTUTAHCTO Ha 3aJIOKCHUTC LCJIN Ca:

1.

[a ce mpoydar ChLIECTBYBAIM W3CIIECIBAHUS U TEOPETUYHU M3TOYHUIM, KOUTO CAa CBBP3aHU C
M3MEpPBAaHE Ha BIMSHUETO HA MEKIYJINYHOCTHUTE KOMYHHKALUH BbPXY yCIl€Xa Ha YIPaBICHUETO.
Jla ce ompenenu BIMSHMETO Ha JAWUTUTAIU3aLUATa W WHTEPAKTHBHATA KOMYHUKAIUS BBPXY
MEXYyJIMYHOCTHAaTa KOMyHHMKanus. Ha Ta3sum ocHOBa na ce yCTAaHOBSIT HOBUTE €JIEMEHTU Ha
KOMYHUKATUBHUTE KOMIIETEHIIMU BbB BEPTUKAIHUTE KOMYHUKALIUU U J1a CE€ CHHTE3UPa TEOPETUUEH
MOZIEJI Ha BPB3KUTE MEXKIY MEXIYJIMYHOCTHUTE KOMYHHUKALIMM, VYIPABICHCKUSA CTUJ,
OpraHM3alMOHHATA KYJITypa U yCIeXa Ha yIpaBICHHUETO.

Jla ce pa3paboTu MeTOAMKAa 3a YCHBBPIIEHCTBAHE HAa MEXIYJIUYHOCTHUTE KOMYHMKAIMM 3a
nonobpsiBane Ha e(EeKTHMBHOCTTAa Ha YIPABICHHETO KaToO C€ aJanTHUpaT HaydyHH METOIU U
WHCTPYMEHTH..

Jla ce anpoOupa MeToauKaTa B KOHKpETHA OpraHu3alus, 3a J1a c€ YCTaHOBU IPUIIOKUMOCTTA ¥ U
Jla ce U3Be/aT NPAaKTUUECKU yKa3aHus 3a MPUJIaraHeTo u.

Jla ce wu3Benar MNepcleKTUBH M BB3MOXKHOCTH 3a MOAOOpsABaHE HAa MEXIYJIUYHOCTHATA

KOMYHUKAIUA YpE3 MPEATIOKCHATA MECTOJUKA KATO CI)aKTOP 3a YCIICIIHO YIIPAaBJICHUC.

5. METOA0JIOT'UA HA U3CJEABAHETO

HpennomeHaTa MCTOAWKATA 3a UBMCPBAHC Ha YIIPABJIICHUCTO HA KOMYHHKAIIUATA HA OPraHU3allHOHHO

HUBO ce (hoKycHpa BbpXYy €(PEeKTUBHOCTTAa HA KOMYHHUKAIUATA U MIPEIOCTaBIHETO HA MHPOPMAIIUS U BKIIOYBA

aHaJIM3 Ha Cb3JaACHUTC I/IH(i)OpMaHI/IOHHI/I IMOTOIM B KOMIIAHUUTE YPE€3 JUArHOCTHKA Ha BbTPCIIHATA U

BBHIIHATA KOMYHUKAIW, aHAJIU3UPAHC HA I/136paHI/ITC KaHaJId 3a KOMYHUKAlIUA U TAXHATa C(I)CKTI/IBHOCT n

I_IC.HCCT:O6pa3HOCT 110 OTHOIIIEHKHE Ha OCBILIECTBABaHATA AESHHOCT.

Mertoankara o6xBaia 4eTUPH METOIA!

e KOHTEHT aHAJN3,

e SWOT-ananms,

® [IpujlaraHe Ha aHKCTHU METOJHU,

¢ [IpHJIaraHe Ha II'LHGO‘H/IHHI/I HUHTCPBIOTA.



MeTOI[I/IKaTa CbAbpIKa IICT cTalla:

1. OneHka n AMarHOCTHKA HA MEXYJIUYHOCTHUTE KOMYHUKALIUH.

2. YcTaHOBSIBaHE Ha MPOITYCKH B MEXTyJTUYHOCTHUTE KOMYHUKAIUH.

3. Pa3paboTBaHe Ha MozenH 3a NOJOOPSABAHE HA MEXKTyJTMUHOCTHUTE KOMYHUKAIUH.

4. WM3roTesiHe Ha IJIaH 3a peaJu3UpaHe Ha NPEAJIOKEHUTE MOJEIM 3a NMOJ00psBaHE HAa MEXKIYJIUYHOCTHUTE
KOMYHUKALIWH.

5. OmeHka OT peanu3upaHe HA IUIaHA W W3TOTBSHE HAa HACOKHM 3a MOJOOpsSBaHE HA MEXIYIUIYHOCTHUTE

KOMYHUKAIINH.

6. OBXBAT HA U3CJIEABAHETO

HpezmoxceHaTa METOAHUKATa 3a YCbBBPHICHCTBAHC HA YIHPABJICHUCTO HAa KOMYHUKAIlUATA Ha
OpraHu3aliliOHHO HHUBO CC Q)oxycnpa BBpPXY e(beKTI/IBHOCTTa Ha KOMYHHKAUATA U MNPEAOCTABAHCTO Ha
I/IH(l)OpMaIII/DI 1 BKJIIOYBa aHAJIN3 Ha Cb3JaACHUTC PIH(i)OpMaIII/IOHHI/I IMOTOLM B KOMIIAHUUTEC YPE3 AMAIrHOCTUKA Ha
BbTpPCIIHATA W BBHIIHATA KOMYHHKAIUA, aHAJIHU3UPAHC Ha I/I36paHI/IT€ KaHaJld 3a KOMYHHKallUA W TAXHaATa

e(beKTI/IBHOCT n LICJ'IGCLO6pa3HOCT 10 OTHOIIIEHHE HA OCBIIIECTBsBaHATA ICHHOCT.

7. HPUJIOKEHUE HA U3CJIEIBAHETO

AmnpobanusTa Ha METOIMKaTa B KoMraHusATa Al mokassa, 4ye T4 € IpUiIokKUMa B KOMITAaHUUTE, HE3aBUCUMO
OT crienudukaTa Ha U3IMOJI3BAaHUTE KaHAIM 32 BbTPEIIHA U BbHIIHA KOMYHUKalMs. JlokazaHa e eeKkTUBHOCTTa
Ha pa3pabOTeHHs] MHCTPYMEHTAPUYM U aJaNTHUPAHUTE KPUTEPUM M TOKa3aTeld 3a OLEHKAa Ha pa3jIMYyHUTE
XapaKTEepUCTUKN Ha OpraHu3allMOHHATa KOMYHHUKAIMs. AHalu3upaHa € e(eKTHBHOCTTAa Ha H3IOJI3BAaHUTE
KaHIW 3a KOMyHMKanus oT Al W ca W3BEAEHHM MpeUIoKEeHUs 3a MoAoOpsiBaHE HH(OPMHUPAHOCTTa Ha

CIIYKUTCIIUTE U YCBbBHPUICHCTBAHC HA MEKAYJINIYHOCTHATA KOMYHUKAI W,

8. CTPYKTYPA U OBEM HA JUCEPTALIMOHHUSA TPY [

CtpykTyparta Ha IMCEPTALIMOHHUS TPY/l € JIOTHYECKU CBbp3aHa ¢ LeNITa U 3aJjaunuTe Ha U3CIIEABAHETO U
ClIeZIBa BB3MPHUETHS OT aBTOPa U3CIE0BATEIICKN Toax01. PazpaboTkara ooxBama 192 ctpanunm u e
CTPYKTypHUpPaHa IO CIEAHNS HAaUYMH: BbBEACHNE, TPU IJIaBHU, 3aKIIIOUEHHE, IPHIIOKEHHUS, N3II0JI3BaHa

JUTEpaTypa U COUCHK C BKIIOUYEHHU TaOIUIH U QUTYpH.

Cvovporcanuemo e cmpykmypupauo 6 cieOHama nocied08amenHocn:

BBBEJEHUE

I'JTABA ITbPBA. MeXayTn4HOCTHUTE KOMYHHUKALIUU KaTO (PaKTOpP B YIIPABICHUETO
1. MexayamyHOCTHa KOMYyHUKAIUA
1.1. CpIHOCT HAa MEXTyTNYHOCTHATA KOMYHUKALUS



1.2.  BunoBe KOMyHHKAaIIHs

1.3. EdextuBHa KOMyHUKANHs (OpraHU3aIus, Mojienu, 6apruepu B 00ITyBaHETO)

1.4,  MexayaIMyHOCTHUTE B3aUMOOTHOIICHHUS M BIUSTHUETO UM BbPXY MOTHBAIIUATA U TOBEICHHETO
(mcuxoorus Ha 0OLTyBaHETO)

1.5. MexxaynmuyHOCTHA KOMYHUKAIUS 1 KOMYHHKATHBHA KYJITypa

1.6. MenuitHa KOMyHUKaUs

1.7. ChIIHOCT ¥ MSICTO HA KOMYHHKAIIUATA B YIIPABICHUETO HA OPTaHU3AIUUTE

2. YCBBBPUICHCTBAHE HA MEXKAYIUMYHOCTHATA KOMYHHUKALIUS

2.1. [Iporiec Ha yCHBBPIICHCTBAHE HA MEXKTYJTUIHOCTHATA KOMYHUKAITUS

2.2. BiusHue HA TUTUTAIM3ANNATA BHPXY MEXKTYIMIHOCTHATA KOMYHUKAIHS (Pa3BUTHE HA HHTEPAKTUBHUTE
KOMYHHKAIIWH, JUTHTATHA KOMIIETEHTHOCT, Pa3BUTHE HA MHTCPAKTHBHATA KOMYHHKAIIHS)

3. B3auMoBpB3Ka MEXKAY MEKAYINIYHOCTHUTE OTHOIICHHUS U YCIIEXHT Ha YIIPABICHUETO

W3Boau OoT mbpBa riiaBa

['JTABA BTOPA. Metoauka 3a yChbBBPIICHCTBaHE HA MEKTYTUYHOCTHUTE KOMYHHKAIIUU 32 TIOJ00psiBaHE HA
e(eKTUBHOCTTA Ha yIPaBICHUETO

2.1. OueHKa ¥ TUarHOCTHKA Ha MEXAYTMYHOCTHUTE KOMYHUKAIIMK B U30paHu KOMITAHUU

2.2. YcTaHOBSIBaHE HA TIPOITYCKU B MEKTYJTUIHOCTHUTE KOMYHUKAITUU

2.2.1. U3mepBane Ha e()eKTUBHOCTTA HA yIIPABICHUETO

2.2.2. M3cnenBaHe Ha OpTaHU3AIMOHHATA KYJITYpa, KaTO CHCTeMa OT [IEHHOCTH, HaChpYaBaily ¢()eKTUBHATA
MEXAYJINYHOCTHA KOMYHUKALUS

2.2.3. KoHTEeHT aHaI13 HA MPOBEJACHUTE UHTEPBIOTA C MEHUKBPU U CITY>KUTEIH C 1IeJ1 YCTaHOBSIBAHE HA
MPOITYCKH B MEXITYJIMYHOCTHATa KOMYHUKAIUS

2.3. PazpaboTBane Ha MOJIeNIN 32 TTIOAOOPsBaHE HA MEKAYTMYHOCTHUTE KOMYHUKAIIUN

2.4. I3roTBsiHE Ha IUJIaH 32 pealn3upaHe Ha MPEUI0KEHUTE MOJIEIH 32 MOA00pSIBaHE HA MEXTYTMUYHOCTHUTE
KOMYHUKAIIH

2.5. OteHKa OT peanu3upaHe Ha MIaHa U U3TOTBSHE Ha HACOKH 3a MOI00psSBaHE HA MEXAYJTHUYHOCTHUTE
KOMYHUKAIIH

W3Boau oT BTOpa Ii1aBa

['JTABA TPETA. AnpoGupaHe Ha METOAMKAaTa 3a MOBUIIIaBaHE HAa €PEKTUBHOCTTA Ha YIPABJICHUETO Ype3
YCHBBPIICHCTBAHE HA MEKYTUYHOCTHUTE KOMYHUKALIUU

3.1. Llen, mpenMeT u 3a7auu Ha U3CJIEJBAHETO

3.2. MeTtomoJorus

3.3. JlaHHM Ha u3cnenBaHaTa KOMIIAHUS

3.4. Ananu3 Ha BIUSHUETO HA MEXKYJIMYHOCTHUTE KOMYHUKALIUH

3.4.1. lnarHocTHKa Ha BbHIIIHATA KOMYHUKAIUs

3.4.2. IlnarHoCTHKA Ha BbTPEIIHATa KOMYHUKALUS

3.4.3. JlnarnocTuka Ha yAOBJIETBOPEHOCTTA Ha CIYyKUTEIIUTE

3.5. BB3MOXKXHOCTH 32 TTOI00psiBaHE HA MEXTYTUIHOCTHUTE KOMYHUKAITUU B U3CIICIBAHATa KOMITAHUS
W3Boau ot Tpera riasa

3AKJIIOYEHUE
HAVYYHMU ITPUHOCU
NPMJIOXEHUA

[Tpunoxenue Ne 1. AHKeTa ChC CIY>KUTEIUTE 3a U3MEPBAHE HA U3rpajJicHaTa BbTPEIIHA KOMYHUKAIIHS
[Tpunoxenne Ne 2. Brrnpocu 3a npoBexaaHe Ha IbIOOYMHHU UHTEPBIOTA



N3ITOJI3BAHA JIMTEPATYPA

CIIMCBK C BKIITOYEHU TABJIMIU U OUT'YPU

II.LOBOBIHIEHO CBABPXKXAHUE HA [UCEPTAIIMOHHHUSA  TPY/J

YBO/I

B yBoxa ce mpeicraBs akTyalHOCTTa Ha HW3Clie/iBaHATA TEMaTHKa M Ca M3JI0KEHU MOTHBHTE 3a
paspaboTBaHe Ha Tpyaa. JehuHupar ce usciaenoBaTenackara Te3a, 00eKTa 1 npeMeTa Ha U3CIeIBAaHETO, 1IeITa U

IMOCTAaBCHUTC 3ada4u.

ITbPBA T'VIABA

MeXnyJMYHOCTHUTE KOMYHHKALIMU KaTO (paKTOp B yNpaBJIeHHETO

IIbpBa raBa € TeopeTHMYHAa M TIPEJCTaBs MEXAYTUYHOCTHATA KOMYHHKanus Karto (akTtop B
YIPaABICHUETO HA Opranu3auuuTe. [IpeacraBeHu ca CbIIHOCTTA U BUAOBETE MEKTYITUYHOCTHA KOMYHHUKALUSA OT
rJeAHa TOYKa Ha MEXIAYJIMYHOCTHUTE B3aMMOOTHOILICHMS, KAaKTO W BIHMSHUETO HA KOMYHUKALIMUTE B
YIPaBIECHUETO U OBIASBAHETO Ha KOH(MIMKTH. Y CHBBPIICHCTBAHETO HAa MEXKIYIUYHOCTHATA KOMYHUKAIIHS
M3HUCKBa MO-700pa KOOpAWHAIMS W KOMYHHUKAIIHS, TaKa Y€ OTACIHHUTE IEHCTBHS Ha Pa3IMUYHUATE WU3TPATACHHU
EKHWITM B OpraHM3aIusATa Ja ce OOeAMHSIBAT B OOIIM KOJICKTUBHU JCHCTBUS, HACOYEHHW KBM IOCTUTaHE Ha
KOHKpETHA CTpaTernyecka 3a opranusanusara uei. [lopaau Tosa B mbpBa riasa ca MpeaCcTaBeHU Pa3jInyHU €Talu
B IPOLIECA HA YCHBBPUICHCTBAHE HA MEXKIYJIMYHOCTHUTE OTHOLIEHUS, KAKTO U BIIMSHUETO W PA3BUTHETO Ha
WHTEPAKTUBHUTE KOMYHUKAIUM W JIUTUTAIHA KOMIIETEHTHOCT BBPXY MEXIYJIMYHOCTHATA KOMYHHMKALMS WU

ISJIOCTHUS yCIIeX Ha yIPaBIeHHUETO.



1. MexXayH4HOCTHA KOMYHHKAILUS

1.1. ChbIHOCT HA MEeKIYJTHYHOCTHATA KOMYHUKALMS

MG)KI[YJII/I‘-IHOCTHaTa KOMYHHUKAIlUA BBB BCAKAa OpraHu3anuvsaga HMa BaKHa poJid 3a HEHHOTO

(GyHKIMOHMpaHE, KAKTO U 3a YCIEUIHOTO ¥ YIpaBleHHE, 3al[0TO BCSIKA ACHWHOCT Ha MEHWIKBPCKUS EKHUII

CbAbpKa IMOCTOAHCH KOMYHHKAIIMOHCH IIPOLIEC, B KOHTO Y4aCTHHUIIU

Pa3IUYHUTE KaTEropmuun HepCOHaJ'Il. KomakoTto mo-ronsama e €Ha OpraHus3anus, TOJIKOBa HO'C(beKTI/IBHO Hu3rpagcHa
CJICABa Aa € MCXKAYJINYHOCTHATA KOMYHUKAWA MCXKIAY MCHUJKBPU U ITOJYNHCHHU, 3alIIOTO HCO6XOI[I/IMOCTT3, oT

e(eKTUBHA BHTPEIIHA KOMYHUKAIIUS € TIPABOIPONOPIIMOHAITHA HA pa3Mepa Ha OpraHu3aIuAaTa, JOBEXK Il J0 1M0-

TPYAHO IPCAOCTABAHE HA I/IH(I)OpMaI_[I/IH Ha OCJInus CKUII.

1.2. BugoBe KOMyHUKAIUA

B pa3jiyHaTa JUTEparypa €€ CpClIaT pa3jIM4dHU PA3ACICHHUA Ha KOMYHHUKALIUATA, B 3aBUCUMOCT OT

HaJIM4YHUCTO Ha 06paTHa BPpBb3Ka OT IOJIYYUIHA HH(i)OpMaIII/Iﬂ, H3IO0JI3BAHUTC CPEACTBA HAa KOMYHHKALWA,

HepapXUIHOCTTA Ha MpeAaBaHe Ha HHGOpPMAIUITa U Ap. (pucypa 1).

HaJIH4YHETO Ha

B 3aBucumoct ot
obpaTHa BpBb3Ka

—_——
B 3aBucuMocT oT
H3I0J3BAHATE
cpecTBa

e

Bujose
KOMYHHKALMSA

HepapXH4YHOCTTA HA
npejaBaHe Ha

————
B zaBucumocT oT
undopmarus

—_—
B saBucumoct ot
HaIHOHAIHATA
OPHHAUIEXHOCT

®uzypa 1. Buoose komynuxayuu?

! Apamos, B. (2003). Komynukanuonna nonutuka Ha (upmara. Codus: Cuena, c. 9
2 Ilanesa, I1., Humutposa, 1. Komynukanuonau mozaen. c. 20.

ca OTHENHUTE CTPYKTYpHHU 3BEHA H

Ennonocouna

JBynocouxa

BepbGanna

Hesepbanna

ey

Bepruxanna

Xopu3oHTanHa

Hanuonanna

MexayHapogaa




Me)i(llyJII/I‘IHOCTHaTa KOMYHUKAIUA B Opranu3anudara ¢c€ pasaciisi Ha ABC OCHOBHU I'pYIIU:
® BCpTHKAJIHA KOMYHHUKaIUA — U3passdBalla C€ B KOMYHUKaUATA MCXKAY MECHUJKBP U ITOJYNHCH,;

® XOPU3OHTAJIHA KOMYHHKAIUS — KOMYHUKALIUA MCKAY CIIYKUTCIIN.

Cropen Apyru aBTOpU, OCHOBHUTE BUJOBE KOMYHUKAIUS c€ JACPUHUPAT CIOpE] OpTraHU3alMOHHATA

CTPYKTYpa, CIiope]l ocoKaTa Ha MHpOpMAaIlUs U CIIOpe] U3MOI3BaHUs u3pas (Gucypa 2).

BujaoBe kKoMyHHKAIHS

CHOPEH CHOPCL[ Ha4YHHa Ha
OpraHH3alHOHHaTa H3pa3sABaHe CHOPCI[ IIocCoKaTa
CTPYKTypa
— ®opmanna — VYerHa ‘ — XopusoHTanHA ‘
] Hedopmanua — ITucmena ‘ — Beprukansa ‘

Duzypa 2. Buoose KOMYHUKAYUA CROPEO OP2AHUAYUOHHAMA CIIPYKMYPA®

CDOpMaJ'IHI/ITe KOMYHUKAIIUH CC€ pasrpaHnvdaBaT Ha XOPU3O0HTAJIHA U BCPTHUKAJIHA, KATO XOPU30HTAIHATA
BKJIFOUBA KOMYHHKANUs, KOATO IIpEeCH4Ya OTACIIHUTC HUBA B OPTraHU3AIIUUTEC.

He(l)OpMaJ'IHaTa KOMYHUKAIIUA BKIIFOYBa Iopeauiia OT B38.HMO,[[€I>'ICTBI/IH, KOHUTO HC CJICABAT 0(1)I/H_[I/IaJ'IHI/ITe
KaHaJIM 3a KOMYHUKAIIUA Ha OpraHu3anusaTa, KaTo B TO3H IPOLECC HA KOMYHUKAIIUA YJICHOBCTC IIPUHAAJICIKAT KbM

Pa3JINYHU TPYIH.

1.3. EdpexTuBHA KOMYHHKaIUs (OpraHu3anusi, Mojaeu, 6apuepu B 001IlyBaHETO)

MexnynnyHOoCTHATa KOMYHUKAIMS M3I0J3Ba Pa3IMYHU BepOaJHU U HEBepOaJHH CpelcTBa, 4acT OT
KOUTO Ca MO-YCIEeIIHH OT JIPYTH OTHOCHO e(eKTHBHOCTTa B OOIIyBaHETO. B ThpceHe Ha €(PEeKTUBHOCT B
MEXIYJIMYHOCTHATA KOMYHUKAIKA € GOPMYIHUPaHO MPABMIOTO ,,7-38-55 mpe3 1967 1. 0T u3BECTHHUS MICUXOJIOT
npod. Anbept Mexpabsia. Toit u3ciaenBa Bb3I€HCTBHETO HA BCEKH €JIEMEHT Ha MEXTYJTUNIHOCTHA KOMYHUKAITUS
BBPXY CIIYIIATCIUTE U JOCTHUTI'a 10 U3BOAA, Y€ NTOMUHUPAIIUTE CIIEMCHTH B MCKAYJIMYHOCTHATA KOMYHHKAIUA Ca

HeBepOaTHUTE CUTHAIM, B CPaBHEHHUE C BepOaliHaTa KOMYHUKaLUs (Qpueypa 3).

3 Goldhaber, M. (1990). Organizational Communication. State University of New York, pp. 4-31



®uzypa 3. [Ipasuno 7-38-55 na Mexpabsn 3a MencOyIULHOCMHAMA KOMYHUKAYUSA

1.4. ME)KIIyJII/I‘lHOCTHI/ITe B3aUMOOTHOIICHUS U BJIUAHUETO UM BbPXY MOTHBAIIUATA U MIOBCICHUECTO

(mcuxoJ10rus HA O0LIYBAHETO)

KauectBOTO Ha MCKAYINYHOCTHUTEC B3aUMOOTHOLICHUS Ha pa6OTHOTO MACTO onpeacis MOBEACHUCTO,
KOCTO CIIYKHUTCIWUTC U3IMOJI3BAT 3a KOMYHUKALIUA IIOMCKIY CI/IS, KaTto e(i)eKTI/IBHI/ITe B3aMMOOTHOIICHUA JOBCKAAT
a0 no-L[06pa AHTAXKHUPAHOCT, HU3INBIHCHHUC Ha INIOCTABCHUTC 3aadadd, MOTHBAlUs, WHOBAIIWH, OTKPHBAHC Ha
I'pCIIKH, pa60Ta B CKHUII, IOAIIOMAraHC Ha JPYI'UTC, HAMAJIsIBAHC HaA KOH(i)J'II/IKTI/I u YCTOfIqHBOCT Ha pCaKIusATa Ha

HEraTUBHU CHOUTH.

1.5. Me:XayIMYHOCTHA KOMYHMKAIUSI 1 KOMYHHKATHBHA KYJITypa

MexynnyHOCTHATa KOMYHHUKAIUS U KyJITypHaTa MposiBa B OOIIYBaHETO ca BE€ HEPA3pUBHO CBbP3aHU
CTpaHu B O6HII/I$[ Mponec Ha KOMYHHUKAUA U IPpECJaBaHe Ha C’BO6HI€HI/I$I. KOMYHI/IKaTI/IBHaTa KyJITypa € CBbp3aHa
C KOMyHHMKaTHBHATa KOMIETEHTHOCT, T.€. KOMyHUKAaTHBHH 3HaHUS, KOMyHUKATUBHU YMEHUSI U KOMYHUKAaTUBHU
HaBulM. [locturaneTro Ha eQeKTHMBHA KOMYHHUKAaTHBHA KOMIIETEHTHOCT W J00pa KylITypa ce Biusie U OT
NICUXOJIOTHYECKH (DaKTOpH, MIpeICTaBEHN B ciieaBaiiara maoauya 1.

Taonuya 1. Daxmopu, okazeawu enusAHUE 6bPXY KOMYHUKAMUSHAMA KYAMYPA U KOMYHUKAMUSHAMA

K'Ojl/lnel’l’leHl’l’l)'-IOCI’l’l6

daxTop Biausinue

4 Amsel, T. (2019). An urban legend called :,,The 7/38/55 Ratio Rule*. /European polygraph//
https://www.researchgate.net/publication/337463120_An_Urban_Legend_Called_The 73855 Ratio_Rule

5 Szostek, D. (2019). The Impact of the Quality of Interpersonal Relationships between Employees on Counterproductive Work
Behavior. // Faculty of Economic Sciences and Management, University of Nicolaus Copernicus in Torun//
https://www.researchgate.net/publication/336774999_The_Impact_of the_Quality_of Interpersonal_Relationships_between_Employ
ees_on_Counterproductive_Work_Behavior_A_Study of Employees_in_Poland

® Koes, C. (2018). Moiesn Ha KOMYHHKaTHBHM KOMIETEHTHOCTH. //IIpeIM3BUKATENICTBA NPEJI MHYCTPUAIHUS pacTex B Buirapus//
c. 319-325. https://www.industrialgrowth.eu/wp-content/uploads/2018/11/34.pdf



MoTtuBanusa MoruBarusra 3a oOmryBaHe BIIHSIE BBPXY
KEIIAHWETO/He)KETaHUeTO 3a OOIIyBaHe, Karo KOTaro
MOTHBAIIMATA 3a OOIIyBaHE € BHCOKA, XopaTa I0-4eCTO Ce
CHpaBIAT ¢ BB3HHKHAIM TPYAHOCTH [0 BpeMe Ha
KOMYHHKAIIUS, JOKaTO, aKo MOTHBAIMsITa € HHUCKA, T

I/I361/IpaT Aa CC OTKAXKAT OT Bb3MOXKHOCTUTC 3a KOMYHUKaAIHA.

HOBC[{CHHC Harmacute oka3BaTr BiIusHHUE BbpXY IOCTUI'aHCTO Ha IIO-

ycIieliHa KOMYHUKAaTHBHA KYJITYypa.

[oBepue CBbp3Ba ce ¢ MHAUBUAyalTHATa YBEPEHOCT Ja ce oOIryBa ¢

MaJE€HUS YOBEK.

I/I3,Ilp'b7KJII/IBOCT CHpanIHe C HCYCIICXUTC OT KOMYHUKUPAHCTO, ITIOPOACHU OT

€3MKOBH, COLIMAIIHU U JpYyTH Oapuepu B 0OLIyBaHETO.

1.6. MeaunitHa KOMyHUKAIUS

PaszButuero Ha MCIUNUTC B CbBPECMCHHUA CBAT IMPOMCHSA HAYMHA Ha OCBUICCTBABAHC HAa KOMYHUKAIUA —
I/I306pCT$[BaH€TO Ha paJuoTO U TCJIICBHU3UATA C’I)Ilef/'ICTBa 34 pPa3BUTUCTO HA CJICKTPOHHUTC MCAWH, INHUPOKOTO
H3II0JI3BAHC HA MHTCPHET NPCAN3BHKBA LHAJIOCTHA ITPOMAHA B MCXKAYJINYHOCTHUTEC O6HIyBaHI/I$I, HpeBp’bHIaI\/JIKI/I i
B AUT'UTAJIHH. IlossBaTa Ha Bceku HOB BUJ KOMYHUKAIIUA U BCAKa HOBa MCAUA HU3LIAJIO IPOMCHS HauMHaA Ha
06myBaHe, KaTO Cb3AaBa HOBH KOMYHHUKAIIMOHHHW MOJICIA HW HU3rpa)xKaa IMNPOMAHA B IICUXOJIOTHATA Ha

001ryBaHeTo.

1.7. C'I)IIIHOCT H MSACTO HA KOMYHUKAIIMATA B YIIPABJICHUETO HA OPraHUu3almuTe

[Topanu HapacTBamaTa KOHKYPEHLHS IIPE3 MOCIEHUTE T'OMHY BbB BCUUKH CEKTOPY HAa NKOHOMUKATA,
CTpaTEeruyecKoTO YIpaBJIeHUE € BaxkeH (DaKTOp 3a 3ama3BaHe Ha Ma3apHUTE MO3MIMH, 3adbpKaHEe U JOCTUTaHE
JI0 HOBM KJIMEHTH. 3a Ja MOKe Jla IIOCTUTHEe OPraHU3allMOHHM LI, MEHUWKBPBT TPsIOBa 1a MOXKe J1a IpeaaBa
uHpOpMalus, Jeanu, Harjlacu U 4yBCTBA IPe3 MpoIeca Ha KOMYHUKALUS KbM CBOUTE CIIYKUTEIH.

B ynpaBnenueTo Ha opraHu3anusITa KOMyHHKAIUsTa UMa TP OCHOBHHM (DYHKUMH, M3pa3sBalld CE B

MMpEaOCTaBAHE Ha I/IH(l)OpMaHI/ISI, MOTUBHPAHE Ha CIYXUTCIUTEC W KOHTPOJI Ha OCBHIICCTBABAHUTEC )IefIHOCTI/I

(gpueypa 4).



* [Ipenocrass * [To3BoJIsIBa * OcurypsiBa

uHpOpMaIus, u3pa3sBaHe HA OCBIIECTBSIBAHET

HeoOxouMa 3a MHEHUE U 0 Ha e()eKTUBEH
B3E€MaHe Ha HacbpuaBa KOHTPOJI BBPXY
peTeHMs. CITy)KUTEIIUTE. TIEHHOCTUTE.

Duzypa 4. Ocnoenu yHKyuu Ha KOMYHUKAYUAMA 6 YNPAGIEHUEmMO Ha Op2aHU3ayuama’

2. YcbBBbpUIEHCTBAHE HA MEKIYTHYHOCTHATA KOMYHHKAIUS

2.1. IIpouec HAa yCHBbPIIEHCTBAHE HA MEKAYJIMYHOCTHATA KOMYHUKALUS

[IponiechT Ha MEKTYIIMYHOCTHA KOMYHUKALIMS BKIIFOUBA CICAHUTE CIIEMECHTH:
e OrtmpaBuTel — TOBA € JULETO, KOETO IpeaBa HHPOpMaIusTa;
e (CpoOuieHue — TOBa € caMaTa npejaBaHa HHPpOpMaIus;
e Kanan — cpenctBo 3a npenaBane Ha uH(popmanusTa.

e [lomyuaren — nuuero, KoeTo npuema (mosyyana) uH(GOpMaLusITa.

B OpraHnu3alvuTe MCHH/DKBPUTC MOI'aT Ja HMMAT POJIATA, KAKTO HA OTIIPABUTCJI, TaKa W HaA IOJY4YaTe]I Ha

uH(pOpMaIrs, KaTo KOMYHHUKAIMITA IPEMUHABA TIP3 Pa3InHuU eTarnu (madauya 2).

Taénuya 2. Emanu na KoMyHUKayUOHeH npoyec 6 op2aHu3ayusama’

Eran HeitnocTn

3apaknaHe Ha uaesiTa MEHUKBPBT ~ OCMHUCIS 33  KOro €
npeaHasHaueHa HWH(popManusaTa W Kak Ja

OTIIpaBu CLO6H_ICHI/ICTO KBbM HCTO.

Koxupane u u300p Ha kaHaua Konupane Ha undopmarmsita B 3aBUCUMOCT

OT n30paHusi KOMYHUKAllMOHEH KaHaJl.

IIpenaBane dusznuecko MpenaBaHe Ha HHPOpMaLUATa
ype3 JMYHA Cpella, mo TeiaedoH, MMCMEHO

WJTU C IPYTO U30paHo CPEACTRBO.

Jexonupane Jexoqupane  Ha  wHbOpMarusATa  OT
noJtydaBanus 5. AKO MEHUDKBPBT € u30pan
MpaBUJIEH KaHal 3a MpPeJaBaHeTo M, TO

noJydaBalusl ciieiBa Ja s € pasopan

" Kelvin-lloafu, L. (2016). The Role of Effective Communication in Strategic Management of Organizations. //International Journal
of Humanities and Social Science// pp. 94. http://www.ijhssnet.com/journals/Vol_6 No_12 December_2016/10.pdf

8 Mapkog, K. (2018). Komynukaiuu, o6utysane u MeHkMBHT. // Proceedings of International Scientific Conference ,,Defense
Technologies®, Faculty of Artillery, Air Defense and Communication and Information Systems// c. 265
http://www.aadcf.nvu.bg/scientific_events/dft2018/K.%20M.%20Markov,.pdf



MpaBHUIIHO U a € MPUCTBIINII KbM I[€I>'ICTBI/I$I,

OYaKBaHM OT OTMPABSAIINS HHPOPMALIUATA.

OoOpaTHa BpB3Ka HeoOxomuM eneMeHT OT ympaBiICHCKHUS

mporec ¢ KOWTO ce aHajuu3upa Jajid
ChOOIIEHHETO € TPEeNajeH0 M pa3dopaHo

IIPaBUJIHO.

B ciacaBaiiara Ta6JII/II_Ia Ca MpeACTaBCHU pPa3JIMYHU HAYUMHH 3a YCHBBBPHICHCTBAHC HA MCKAYJIWYHOCTHATA

KoMmyHuKatwus (mabauya 3).

Taﬁﬂuua 3. Hauunu 3a nosuuiasane Ha MleCOyJZl/lltHOC‘mHama KOMYHUKayusd, Koumo MeHué:)bepume

Moeam oa npwzoofcamg

JleidHOCT Onucanue

JleMoHCTpHpaHe HA CHIPUYACTHOCT Bcekn MeHUKBp € BaKHO J1a IEMOHCTPUPA
Ha CIY’)KUTEJINTE CH, Y€ € HasICHO, U T€ uMaT
JIMYEH >KUBOT, OT KOWTO TOW CE€ MHTEPECYBA.
[Io TO3M HaAuUMH CIYXUTEIUTE IIE Ce
YyBCTBAT OLEHEHW M TMO-JOBOJIHU OT
paboTaTa cH, KOETO IIIe IOBEJE 10 MO-ToIsIMa
MIPOU3BOIUTEITHOCT U LSAJIOCTHA

MOJIOXKUTETHA pabOTHA cpefa.

HpneMaHe Ha MOJUTHKA 32 II0-0TBOPEH KOMYHI/IKaI_[I/IHTa MCXKAY MCHHUIKbpa H

THII 00LIlyBaHe CILY’)KMTEJIUTE MOXKE J1a C€ HAPBYU C OTBOPEH
TUN OOLIyBaHE IMpPH KOETO CIIYXHUTEIUTE
MOTarT Jia ThPCIT MEHUDKbpa 32 00CHKIaHE
JNEHHOCTH |

Ha pas3iinuHu 3aga4un

HedhopmanHo, 06e3 ga ce  Hamara
MPEBAPUTEITHO 3aMMCBAaHE HA Yac 3a Cpelia,
KaKkBaTo €

IMpaKTHUKaTa Ha TOJIEMUTEC

KOMIIaHUH.

IIpenocraBsine HAa BL3MOKHOCT
CJIYKUTEJIMTE 12 U3Pa3siBaT JUYHOTO CH

MHEHHEC

I/I3npamaHe Ha AaHKCTH, IIPOBCKIAAHC Ha
NEPpUOANYHHN JIMYHU CPCIIU, U3IIOJI3BAHC HaA

COLIMAJIHA MPEXKU U JP.

® CobGcTBeEHO M30pakeHHE Ha aBTOpa




YBakaBaHe Ha KyJTypHUTe pa3iauunus | JlunepctBoro TpsOBa qa Ob1e Ipo3payHo Mo
OTHOILICHHUE Ha YCUJIMATA 3a MOA00psBaHE Ha
IPUOOIIABAHETO HAa BCUUKU CIIY)KUTEJIN U /12
JlaBa BB3MOXKHOCT Ha BCEKM [Ja CIOIEIAT
CBOMTE MHCIIM 3a pa3IMYHU WHUIUATHBH,
CBBbp3aHM C HEroBUTE JECHHOCTH  WIIH

Pa3BUTHUECTO HA OpraHu3aliusiaTa KaTo LsJIO.

IIpenocraBsine Ha oOpaTHA Bpb3ka HA | KOHCTpyKTMBHA KPUTHKA KbM HU3I'BIHEHUTE
BCEKH CJIYKUTEJI 32 U3MBJHABAHUTE OT | 33J]aud  OT CIY)KUTEJIUTe TpsiOBa J1a ce
Hero JeiHOCTH, KOATO € SICHA U MpEeAoCTaBs C TMpPUMEPU 3a BB3HUKHAIH

n3yepmnaTrejaHa HpO6HeMI/I N KOHKPETHH HACOKH 3a ﬂeﬁCTBHe.

HM3noa3BaHe HA MOAXOAAIM HAYHHHA HA VecHsBaHETO HAa HAYMHA Ha KOMYHUKHUPAHC

KOMYHUMKaIUsA B OpraHu3anusaTa Hacbp4daBa CIYKUTCIUTC
Ja CIoacJIsaAT MHCHHUATA CH U Ja 6’I)IlaT 1o~
dKTUBHU B IIPCAOCTABAHCTO Ha o6paTHa

BpB3Ka.

2.2. BausiHme Ha AUTATAJIMBANUATA BBPXY MCOEKAYIHYHOCTHATA KOMYHHUKAIUA (pa3BnTue Ha
HHTEPAKTUBHUTE KOMYHUKANUU, [AUTHTATHA KOMIIETCHTHOCT, Pa3BUTHE Ha HWHTEPAKTHBHaATa

KOMYHHKALHSA)

KOMYHI/IKaI_[I/II/ITe, BB3HUKBAIIHU BbB BUPTYAJIHOTO MPOCTPAHCTBO U COLMUAIIHUTEC MPCKHU CC yBCINYABAT
TJIaBOJIOMHO, KaTO TOBa YBCIMUYCHUC BJIOIIaBa C(l)eKTI/IBHOCTTa Ha MCKAYJIWYHOCTHATA KOMYHHUKAIHA.
OCHOBHUTE IIPOMCHH B HAYMHA HA MCKAYJIUNYHOCTHUTE B3AUMOOTHOIICHUS, KOUTO HACTBHIIBAT IMPU U3IIOJI3BAHC

Ha HOBUTC TCXHOJIOI'MH 34 KOMYHUKAIWA Ca IPCACTABCHU Ha CJICABallaTa qbueypa 5.

JIunca Ha
He- HeBepbanH
HHIHBHIYA a
JIH3ANHA KOMYHHKAL
HA
S
7 \\\‘

e .

Ilpukpusane ua
JTHIHOCTHH
KauecTsa



Quzypa 5. [Ipomenu 6 HAUUHA HA MENHCOYTUUHOCHU KOMYHUKAYUU Ype3 UNON36AHe HA HOBUMe

m€XH0J102uu10

Jluncata Ha HeBepOaJlHA KOMYHHMKAlUS BOJAM 1O IIOBEYE IPYXKEIOOHWE M YIOBICTBOPEHHE OT
BSaHMOHCﬁCTBHeTO qpe3 I/IHTepHeT U COIIUAJIHUTEC Mpencn. B’preKI/I HU3II0JI3BAHCTO HAa CEMOTHUKOHH KaTo
3aMCCTUTCIIN HaA TpaIII/ILII/IOHHaTa HeBep6a.HHa KOMyHI/IKaI_[I/ISI 3a Hpe,uaBaHe Ha I-I}’BCTBa U EMOLIMU B AUTWUTAJIHA
cpena, Mopaayd CIOKHOCTTa Ha MEXAYJIUYHOCTHATA KOMYHHKAIIUS MEXKIy XOpara, TOBa MOXeE Ja OOBbpKa
MoJTyJaTelisi Ha ChOOIIEHUETO, 3all0TO T€ MOKAa3BaT HAJIMYME HA €MOIMS, HO OTChCTBHUE HAa MHIWBHJA, KOETO
MOX€E Ja HaCO4YM 4YyBCTBAaTa MU €MOLMHUTE KbM TOYHO OIPEIEICHA MOCOKA, KOSITO MOXKE Jla Ce pa3jindyaBa OT
JIEeUCTBUTEIHATA.

Je-unauBuayanu3anusaTa MoKas3Ba, 4€ IpU AUTHTAIHA MEXIYJIMYHOCTHA KOMYHHUKAIUSl C€ IMOsABSBAT
CTEPEOTUIIHHM U TMPEYBEJIMYEHU MAPTHBOPCKM BIICYATICHUS MOpPaad HENPONOPLHOHATHA 3aBUCUMOCT OT
MUHHUMAJTHUTE PETUIMKY HA UACHTHYHOCTTA, HAIMYHU IIPH TEKCTOBO-0a3upaHu B3aMMOICHCTBHS.

NsrpaxaaneTo u npeACcTaBsHETO HA jKellaHus 00pa3 OT OTCpelIHaTa CTpaHa, MO3BOJISIBA ONTUMHU3HPAHE

Ha CaMOMPE3EHTUPAHETO U CIIOCOOHOCTTA 3a ChOOpa3siBaHe ¢ OOLIONMPUETUTE MPaBUIIA 32 OOIIIYBaHE.

3. B3aumoBpb3Ka MeK1Yy MeKIYJINYHOCTHUTE OTHOLIEHHUS M YCIIeXbT HA YIIPABJIEHHETO

E(l)GKTI/IBHOCTTa Ha KOMYHHKaluATa € HEpaszAaciHa YaCT OT HNOBCACHUCTO W HUIIrpaXAaHCTO Ha
MCKAYJINYHOCTHU OTHOLICHUS. B cjeaBaniara Ta6n1/1ua ca npe€aACTaBC€HU 4YaCcT OT MCEKAYIUIYHOCTHHUTC
B3aUMOOTHOLICHUS, KOUTO CIIOMArar 3a IOBUIIABaHC HA YIIPABJICHUCTO Ha OpTraHU3aluATa (ma@mua 4)

Taénuya 4. Meocoynuunocmuu 83aumoomHouenus™:

Me)KI[y.TII/I‘IHOCTHO B3aMMOOTHOIIICHHU A 3HaueHne

YMeHue 3a caMOCb3HaHHUe Camoch3HaHueTo Tmomaga B cdepaTa Ha
€MOLIMOHAJIHATa MHTEJIUTeHTHOCT M Ce
CBBp3Ba ChC CHCTOSHUE HA YOBEK MPHU KOETO
TOM Ch3HATEIHO 3HA€ KaKBO YYBCTBA M 3alll0
ro yyBcTBa. OCh3HABaHETO Ha COOCTBEHUTE
YyBCTBA U €MOIMH [OMara Ha CIyXHUTeJInTe
7la OCh3HABAT MOCIAHUATA, KOUTO NIpelaBaTe
Ha JApYTUTE, HE3aBUCUMO JIaJIM Ca Upe3 JyMHU
WM HeBepOalHu (OPMH Ha KOMYHHUKAIIHSL.

JluiicaTra Ha caMOCh3HAHHE Ha CIIYXKUTCIIUTE

10 Cob6erBeno n3obpakenue Ha aBTopa
11 Top 8 Interpersonal Skills for the Workplace. (2018). https://www.bigthinkedge.com/top-8-interpersonal-skills-for-the-workplace/



MOXK€ Jla HaBpeau Ha ycmexa H

MPOU3BOJUTCIIHOCTTA HA OpTraHHU3alusiaTa.

Ocb3HaBaHe HA HeBepOaJiHATa

KOMYHHKAaIIUsA

HeBepOannata KOMyHHKamusi 4YecTo €
npeHeOpersaHa  MpU  M3rpaxJaaHe  Ha
B3aMMOOTHOIIEHUATA MEXY CIY>KUTETUTE,
BKJIIOYUTEIIHO KbM MEHUKBPU, MTAPTHHOPHU
Y KITUEHTH.

Hesepbannute curnanu obadye Morart wiu Ja
3aCHUIIAT MEXTyJIMYHOCTHUTE
B3aUMOOTHOIIIEHUS, WIM WM HaBpEIsIT B
3aBUCHMOCT OT HauWHAa, MO KOHTO ce

H3I0JI3BAT U KOHTCKCTA HA CUTYyallusTa.

Iloxa3BaHe Ha YBakK€HUEC KbM

OCTAaHAJIUTE

YBaXCHHETO JONPHUHACS 32 HACHPYABAHETO
Ha IIOJIOKUTCIIHA B3aUMOOTHOIIICHU A B
paboTHa cpea, KaTo TO MOXKE Jia ¢ u3pasu
ype3 I[OKa3BaHe Ha 0JaroJgapHoCcT U
y‘-ITI/IBOCT; YBa)KaBaHC Ha UICUTC U MHCHUATA
Ha OCTaHaJWTe, JWIca Ha OOMXKIaHe B

o0II1yBaHETO U Jp.

IToxa3BaHe Ha CBIIPUYACTHOCT U

pa3oupane

ChnpruyacTHOCTTA KbM JIPYTUTE € peliaBalia
4acT oT U3TPaKJaHETO Ha
B3aMMOOTHOIIEHUSI Ha pPabOTHOTO MSCTO,
3all0TO TOMara Jia Bb3NpHUEMAaT MHUCIIUTE,
YyBCTBaTa W HYXKIUTE Ha OCTaHAIUTE

YJICHOBEC OT CKHIIA.

SlcHa KOMyHUKAUUSA

Hanuyuero Ha C(I)GKTI/IBHI/I KOMYHUKATHBHU
YMCHHA MOXKE J1a € pa3jIMKaTa MCKAY YCIICXa

1 HCYCIICXAa Ha OpraHu3aiusTa.

AKTHBHO CJIyLIaHE

N3pazeHo upe3 akTUBHO CIIyIIaHE Ha BCEKU
€IMH pa3roBOp U MPUEMAaHE Ha JPYTH TIICAHU

TOYKH.

IMoaxoafino noseaeHne

ITon0XHUTEITHO OTHOIICHNE KBbM OCTaHAJIHUTE
CIIYKUTCIIH, ITOKa3BaHE Ha YUTUBOCT,

MMPHUATCIICKO HACTPOCHUC U T.H.




IpuemaHe HAa KPUTHKA U 00paTHA OOparHata Bpb3Ka € HeoOXoauMa 3a

BPb3Ka JMYHOCTHO M MPO(ECHOHAIHO H3pACcTBAHE.
Hukoii o6a4ye He oOu4a Jja ce 4yBCTBa KaTo
KpuTHKyBaH. ET0 3amo e BaxHO Ja
pasrno3Haere pasnukara MEXKIY
MOJly4yaBaHETO Ha oOpaTHa Bpb3KA H
kputHkara. OOpaTHaTa Bpb3Ka - HE3aBHCHMO
JaTd € MOJIOXKUTEIHA WM OTPHLATENHA I10
CBOSITA CHITHOCT - € KATO KPUTHKA, ThH KaTo
BKJIFOUBA OIICHKA OT HSKAKbB BUJA OT APYT
YOBEK. 3HAUUTEIHA pa3/InKa MEX/y Te3U JBa

TCpMHUHA obaue e HaMCpPCHHUCTO.

H3Boau OT MbpBAa rJj1aBa

OT TeopeTnyHaTa NOCTAHOBKA B II'bPBA IJ1aBA CE U3BEXKAAT CIECIHUTE U3BOJIU:

1. CeobumHocTTa Ha KOMYyHHKAIUsATa € MPOyYeHa W aHaJIM3UpaHa B Pa3IMYHU 00JacTU HA HAyKaTa,
KOUTO MMaT OTHONIEHHWE KbM ONTHUMU3MpPAHE Ha JIEHHOCTUTE B OpraHU3alUsATa U B3€MaHETO Ha
BaYKHU YIIPABJIEHCKU PEILICHUS.

2. B pesynTar Ha BIIOIIEHO Ka4eCTBO HAa MEXIYIMYHOCTHATA KOMYHHUKAIHUS ca JOKa3aHU OT pPeaulia
U3CJIEeI0BATeNN CIEICTBHS: HUCKA MOTHBAIUS Ha CIYXHUTEIMTE M 00Ila HEYyJOBJIETBOPEHOCT,
JOBEXKJAILHN J0 YeCTU KOH(INKTH, HAlIPeKEHUE U JIMIICA Ha HHTEpeC KbM e€()eKTUBHO OOIIyBaHe.

3. TeoperndeH mMozen Ha BpB3KUTE, HAIpaBeH Ha 0a3aTra Ha aHAJM3a HA JIMTEPATYPHU M3TOYHUIH,

KOWTO BKJIFOYUBA CIEJHUTE €IIEMEHTH:



DopMAAHY Hedopmaanu
MEXKGYAUNHOCMHY MeXgyAuuHOCMHU
komynukauuu komynukauuu
| |
|
Auyna u
Mgap:lm cmpamezuu OpLAHUIBLUOHNA Komynukauuonna

Duzypa 6. Teopemuuen moden na epv3xume™

2 CobcTBeHO M300paskeHue Ha aBTOpa



BTOPA I'/TABA

MeTtoauka 3a yChbBbPIIEHCTBAHE HA MEKIYTHYHOCTHUTE KOMYHHKAIMM 32 OI00pPsiBaHe HA
e(peKTMBHOCTTA HA YIIPABJIEHUETO

Bropa riaBa Ha Hay4HUs TPYZA € M3CJIEAOBATENICKA U MPEJICTaBsl METOAMKA 32 YChbBBPLICHCTBAHE HA
MEXIYIMYHOCTHUTE KOMYHHMKAIlMM 3a MOJ0OpsiBaHe Ha €(pEeKTUBHOCTTa Ha yImpaBlieHHeTo. B pesynrar Ha
TPYAHOCTHU B OOIIYBaHETO, OCIAHUETO OCTaBa Hepa3OpaHoO U e(heKTUBHOCTTA HA KOMYHUKAIUATa HaMassaBa. B
JycepTalusaTa ca NpeACTaBeHUM METOIU 3a INpeoJosiBaHEe Ha Hall-Ba)KHUTE Oapuepu B KOMYHHUKALUATA U
KOH(JIMKTUTE, KOUTO Bb3HUKBAT KaTo CIEACTBUE OT TiX. E(hekTuBHATAa BBTpEIIHA KOMYHHUKALMS Mpeoara
HaJlMyuMe Ha KOMYHUKAIIMOHHA CTpaTerus, Mopagud KOeTO B AMCEepTalusATa Ce€ MPEICTaBAT CTHIKHUTE 3a
pa3paboTBaHe U MpuUJIaraHe Ha peajqHo MPUIIoKUMa cTpaterus. Ypes npeiokeHn KpUTEepUu U U3MEPUTEIH 3a
YCIIEIIHO YIIpaBJIEHUE, C€ NpeJlaraT Bb3MOXKHOCTU 3a €(EeKTUBHO YIIPABICHHE HAa YOBELIKUTE PECYpCH U
UH(POPMALIMOHHUTE NOTOLY B OPraHU3aLMUTEe, KOETO J]a IIOBUIIM MOTHBALMATA HA CIIY>KUTEJIUTE, IOBIUSIBA Ha
nocokara Ha OOMsSHAa M TPEAOCTaBsSHE Ha BBTPEIIHA HH(POpPMAIUS, W CHIOIO TaKa IMOBIUSBA  BBPXY

OpTraHHU3allMOHHUTE PE3YJITAaTU U YCIICIIHOTO YIIPABJIICHHUC.

2.1. OneHka 1 AMArHOCTHKA Ha MEKIYJINIHOCTHUTEC KOMYHUKAIIUMA

IIpennoxkenata MeTOqUKaTa 32 U3MEPBAHE HA YNPABICHUETO HAa KOMYHMKAIMATa HA OPraHU3allMIOHHO
HUBO ce (hOKycupa BbpXY €(PEeKTUBHOCTTAa HA KOMYHHKAIMATA U MPEJOCTaBsIHETO HA MH(OpMAIs U BKIIOUBA
aHaJIM3 Ha Ch3JaIeHUTE HH(OPMAIIMOHHY TOTOIY B KOMIIAHUUTE Ype3 TUarHOCTHKA Ha BbTPEIIHATA U BbHILIHATA
KOMYHUKaIIMsl, aHaJIM3UpaHe Ha U30paHuTe KaHaIl 32 KOMyHUKAIHS U TXHaTa e()eKTUBHOCT U 11e1eCh00pa3HOCT
[0 OTHOILIEHME Ha OCBIIECTBABaHaTa JAEWHOCT. CXEeMaTMYHO METOJMKATa 3a W3MEpPBAHE HA Chb3AacHara

OpraHu3alus Ha HH(bOpMaHHOHHHTe IMOTOLIN B N3CJICABAHUTE KOMITAHWH, € TIPCACTABCHA Ha CJIC/IBAIlIATa gbueypa 1.



JlnarHocTHka Ha
HH(OPMANAOHHHTE
TOTONH

Borpemna Bpumua
KOMYHHKAIAL KOMYHHKAIHA
SWOT-ananuz SWOT-anamu3 Konrenr ananuz

IIposexnase Ha
HHTEPBIOTA H
AHKETa ChC

Veb caiit

CITYHHUTEIU
KouTeHT aHaTH3 ConnanH MpexH
MeTon ma
TIpETEITCHHTE brorose

OLICHKH

@uezypa 1. Memoouka 3a usmepsane Ha Cb30A0eHAMA OpeaHU3ayUs Ha UHGOPMAYUOHHUME NOMOYU 8

KOMI’laHMMme13

[Ipu ananu3a Ha n3dpanute HHGOPMAITMOHHU KaHAIH C€ MPEBUK/Ia U3I0JI3BaHe HAa U30POCHUTE YETUPHU
KpUTEpHsi B mabauya 5, Ha 6a3a KOUTO ChOTBETHHST KaHAJI Ce IPUEMa 32 YMECTEH, 10 OTHOIIICHHE Ha IIpeaBaHe

Ha KOHKPETHO ChOOIIEHHE.

Taéﬂuua 5. KOHuenmyanHa pamka 3a uscineodsamne Ha KOMYHUKAYUOHHUME KAHalu 3ad 6bmpeutna

KOMYHUKayus, Usnoi3éanu 6 uzcneosanume K'Ojl/ll’lal-llxﬂxl14

KomyHukanuoneH kaHaJu Kpurepun 3anHTepecoBaHM CTPAHU
KomyHukarus nuie B Juiie. e HesabaBHa oOparna | MeHMUKBpU:
Buneo pasrosopu. Bpb3Ka. e Bucoko HHUBO
Teneponnu pasroBopu. e JluuyHo npenaBaHe Ha e (CpenHo HUBO.
EnextponHa norua. CHOOIIEHUETO.
[IpenaBane Ha gaHHWU. e lI3mon3BanHe Ha

Cnyxurenu:

Jpyru — yaTtoBe, Ch37a/leHU a3JIMYHU HAYMHU Ha

24 ’ P e OOcmyxBaHe Ha
BBTPELIHU TIaTPOpMHU KOMYHHUKaIHS.

P Pop, i KJIMCHTH.
COLIMAJIHU MPEXHU U Ap. e E3ukoBo
e Ocrananu.
pazHooOpasue.

HI/IaFHOCTI/IKaTa Ha e(i)eKTI/IBHOCTTa Ha I/I36paHI/ITe KOMYHUKAIITMOHHHU KaHaJIM B KOMIIAHUHUTE CC U3BBPIIIBA

Yype3 NIPOBEKJaHE Ha:

13 Cob6erBeno n3obpakenue Ha aBTopa
14 Cob6erBeno n3obpakenue Ha aBTopa



L4 I/IHTepBIOTa CBHC CIIYXKHUTECIIN B KOMIIAHUATA.

e AHKETHO JOINMBAHE 10 HCOIPAaHUYCH 6pOI>'I CIIYKUTCIIA — KOJIKOTO OT TAX UMAT Bb3MOXXHOCT 4

y4dacTBar.

bnarocscrossHHETO Ha NepcoHalia Ha BCIKa KOMIIAHUATA U HCTOBOTO HMBO Ha YAOBJICTBOPCHOCT BJIUSAAT
IIPSAKO BBPXY C(beKTI/IBHOCTTa Ha opraHusanusaTa U BbpXY OpraHU3allMOHHUSA YCIIEX, KOCTO € IMPECACTAaBCHO Ha

cJjeaBaiiara cpueypa 8, IMpOHECHT Ha paCTEeXK 3a BCAKAa KOMIIAaHUSA IIpEMUHABA IIPE3 HAKOJIKO €Talla.

EdexrusHoct Ha HacepuaBane Ha YaoBierBopeHoCT

YIIPaBIEHUETO KOMYHHKAIHATA Ha CI[Y)KHTEIHTE

. /

PenrabumrocT 1

CHTA0MIEO JloamHOCT HA JloamHOCT Ha

pacTex 3a
KIIMEHTHTE CITYXXHTEIIUTE
KOMITAHHATA

Duzypa 8. Bpv3ka medicoy yOO61emBEOpeHOCH HA CILYJICUMENUMe U PACMENC Ha KOMAAHUAMA™

[MpennoxeHUTe KPUTEPUH 3a OIEHKA Ha YAOBJIECTBOPEHOCTTa Ha CIIY)KUTEIHMTE Ca IMPEJCTABCHU B
cienpaiiara maoauya o.

Tabnuya 6. Kpumepuu 3a oyenxa yoosniemeopenocmma ua ciyscumenume *°

Bpoii
CIYKUTEN % OT BCHYKH
Kpurepun
MOCOYMJIH CIIYKMTeJIN
KpuUTepus

[TonyyaBaHe Ha BUCOKa 3aIrjaTa.

SIcHa cucTema 3a Bb3HArpaKJaeHusl.

Ocurypena 6e3omnacHa cpeza.

CurypHocT Ha paOOTHOTO MSICTO.

J1loOpu B3aMMOOTHOITIEHUS C KOJIETUTE.

Bb3moxkHOCT 32 00yUeHusl.

[To-manko Oropokparms.

HaCI)panaHe Ha KpCaTUBHOCTTA.

15 Morgan, C. (2018). How to Measure and Improve Employee Satisfaction.
https://www.b2binternational.com/publications/employee-satisfaction/
16 Cob6erBeno nzobpakenue Ha aBTopa



[IpenocraBsiHe HAa COIMATHU TPUTOOUBKH.

EdexTrBHA KOMYHUKAIUS ¢ MEHUDKBPHTE.

Bw3moxkHOCTH 32 Kapue€pHO pa3sBUTHUC.

I'bBKaBO pabOTHO BpeMeE.

Bw3moxkHOCT 32 paboTa B €KHII.

Crpaterus 3a MOTHBHpAHE HA CIYKUTEIHTE, KOSTO IIIe Ce TPHIIOKK 00XBalia HIKOJIKO acreKral’:
1. Slcno nedunupane Ha ObICIINTE LIETH 33 PA3BUTHE HA KOMIIAHUATA.

2. Chp3naBaHe Ha cUCTEMa 32 00paTHA BPB3Ka OT CITYKUTEIUTE.

3. OcurypsiBaHe Ha MOCTOSTHHA KOMYHHUKAITHSL.

4. AHraxupaHoCT Ha BCHYKH CITYKHTEIH.
5

Cb3naBane Ha JI0BEpHE.

2.2. YcTaHOBsIBaHe HA MPONYCKH B MEKAYJIMYHOCTHUTE KOMYHUKALMH

3a ycTaHOBSIBAaHE Ha MPOIYCKU B MEXIYJIMYHOCTHATa KOMYHHMKAIUsl B aHAIM3UPAHUTE KOMIIAHUM CE€ CJe/BaT
CIIETHUTE CTBIIKU:
e Crpnka Ne 1 — YcraHoBsiBaHe Ha €()EKTHBHOCTTA HA YIPABICHHETO KaTo (akTop 3a MOTHBALUSA Ha
CILY’)KMTEJIUTE U HacChbpUyaBaHe Ha MEXIyJIMYHOCTHATA KOMYHHUKALUS.
e Crpnka Ne 2 — M3cnenBane Ha opraHu3alOHHATa KyJlITypa, KaTo CUCTEMa OT LIEHHOCTH, HaChpyaBally
e(eKTUBHATa MEXTYJINYHOCTHA KOMYHHUKAIIMSL.
e Crpnka Ne 3 — V3BbppuiBaHe Ha KOHTEHT aHAJIW3 3a W3CJE/IBAHE Ha PE3yJITaTUTE OT IPOBEICHUTE

HUHTCPBIOTA CHC CIYKXUTCIIUTE C LCJI YCTAHOBABAHC HA INPOITYCKU B MCKAYINIYHOCTHUTEC KOMYHHUKAIIUN

2.2.1. U3mepBaHe Ha e(peKTUBHOCTTA HA YNPABJICHUETO

3a HU3MCPBAHC Ha C(I)CKTI/IBHOCTTa Ha YHOPAaBJICHUCTO CC HU3CICABAT CTUJIIOBCTC Ha YIIPABJIICHHUC, KOUTO
MCHU/KBPUTC B U3CJIICABAHUTC KOMIIAHUHW U3IIOJI3BAT. CruoBeTe Ha YIIPpaBJICHUC Ca HAYUHHUTEC, MMOAXOAUTC U
cpeacTBara 3a OChbIICCTBABAHC HA B3AUMOOTHOHMICHUCTO MCKAY MCHUIKBPU U CIIYKHUTCIIU B OpraHu3anuiaTra, €
OcJI H3IMBJIHCHHUEC Ha 3aJI0OKCHHUTC (i)I/IpMeHI/I e MW OCBIICCTBABAHEC HaA ereKTI/IBHa MCKIYJINYHOCTHA
KOMYHUKallMs BbB BCPTUKAIHA W XOPU3OHTAJIHA IMOCOKA. Toma ¢ InpuiyruHaTa B METOJUKAaTa Ja CC aHaJIu3upa
I/136paHI/ISI JIMACPCKH CTUJI B U3CJIICABAHUTC KOMIIAHUH U YAOBJICTBOPCHOCTTA U MOTUBALUA HA CIYXUTCIIUTC OT

TO3U HAYUH Ha YIIPABJICHUC.

17 Kljaji¢-Dervi¢, M., Dervié, S. (2017). Successful Leadership and Motivation Lead to Employee Satisfaction.
https://www.hippocampus.si/ISBN/978-961-7023-71-8/179.pdf



2.2.2. U3caenBaHe Ha OPraHM3alMOHHATA KYJITYpa, KAaTO CHCTeMa OT IEHHOCTH, HacbpYaBall

e(l)eKTI/IBHaTa MEKAYJINYHOCTHA KOMYHUKAIIUA

OpraHI/ISaHI/IOHHaTa KyJITypa € CuCT€Ma OT HEHHOCTHU U Y6C}K,Z[CHI/IH, BB3IIPUCTU OT MEHUPKBPCKU CHCTaB
N BCHUYKH CIIYXXUTCIIM B OpraHu3alusAaTa, u3pa3cHa B HOPMH, IIpaBujia U CTaHAAPTHU, IIPUCTH U IOAAbP>KaHU B
obnacrTra Ha MCKAYINIHOCTHUTC B3AUMOOTHOIICHUA U KOMYHHUKALIUA. OcHOBHUTE IOCHHOCTHU Ha 0a3a Ha KOUTO

cieBa a ObJie U3TrpajieHa OpraHu3alroHHaTa KyJITypa ca peCTaBeHu Ha cieaBamaTa ¢gueypa 9.

YyscTBo Ha

npuHaane-
KHOCT
03UTUBHO
PbKOBO-

ACTBO

Camoynpa-
BANEHUe

Duzypa 9. OcHOGHU YEHHOCIU HA OP2AHUAYUOHHAMA KyImypa'e

OpranuzaioHHaTa KyJTypa € B OCHOBaTa U Ha IOCTUTaHe Ha KOpIopaTUBHUTE 11e1u. HeltHuTe 0OCHOBHU
€JIEMEHTH ca MPEeACTaBeHHU B cie/BaiaTa maonuya 1.

Tabnuya 7. Ocrosnu enemenmu Ha op2anu3ayuoHHama Kyimypa®®

Enement Cneundguxa

Y6e7KIleHI/IH HpeI[CTaBaTa Ha MCHUIKbPA U CIIYKHUTCIIUTE 3a TOBA KOC JeficTBHE

" TOBCACHUC € ITPABUJIHO.

ennocTu Wneun 3a xxemaHusaTa, NpeANOYUTAHUATA U MOJICIIUTE HA MTOBEJICHUE,
KOUTO ca J0o0pu M TpeamnoyuTaHd. Mojenute Ha TOBEICHUE

Cb3JJaBar O6H_II/ITC OCHHOCTH.

HopMmu OO01ecTBeHU TPaBUIIa, ONPEACTSAIIN TPAHUIIUTE MEXKIY TOIX OIS0
Y HETIOJXO IS0 TToBeAeHUE. VI3BEeCTHHU ca TpW BHUIA: 3aKOHH, HPABH

1 o0muau.

IloBenenue PI/ITyaJ'II/I, ONCPpEMOHHNU U €3UK Ha OGIJ.IyBaHC, KOHUTO MCHUIKBPUTC U
CIIYXKUTCIIUTE U3IOJI3BAT B CXKCAHCBHUTE CU HeﬁHOCTH B IIponeca Ha

paboTa 1 B3aUMOJIEICTBUE €IUH C IPYT.

18 JTackanos, H. (1992). Busnecncuxonorus. Benauko ThproBO: Abarap, c. 152.
19 Xapuzanosa, M., Mupuegs, M., Muponosa, H. (2006). Menuxmbut. Codus: YU ,,Cronancteo®, c. 96-97.



Couna.]mo- HSFpaHGHI/ITe B3aMMOOTHOLICHUS, MPOABABAIIN CC B CMOLIMOHAJIHU
IICUXO0JOI'N4YeCKHN HAaCTPOCHUH, O6H_I€CTBGHO MHCHUC U PE3YJITATUTC OT I[eﬁHOCTTa.

KJIAMaT

N3mepBaneTo Ha eeKTUBHOCTTA HA M3rpajieHaTa OPraHU3aI[MOHHA KYATypa B M3CJICABAHUTE KOMIIAHUH,
i€ C€ M3BBPILIM YpPE3 aHaAJIW3 Ha Pa3IMYHM HMHAUKATOPU I10 OTHOLIEHWE HAa WHAMBHUAYAJIHU IIEHHOCTH Ha

MCHH/DKBPa MPEACTaBEHHU B CieaBalara rabnuna (mabauya 8).

Taénuya 8. Kpumepuu u unouxamopu 3a usmepéame Ha opeaHu3ayuonHama Kyimypa’

Kpurepun Nuauxaropu
NuauBuayannmn e KauecTBO Ha  uW3rpaJieHaTa  MEXAYIUYHOCTHA
LEHHOCTH HA MEHUKbpPa KOMYHUKAIMsl TIO0 OTHOILIEHHWE Ha HWHTEH3HTET,

Hepapxusi, UMIIEPaTUBHOCT.

e Il3rpageHu MucHs, BU3MS W LIETHM HA pa3BUTHE Ha
KOMITAHUSTA.

e (Cnb31aneHa opraHu3aloHHa KyATypa.

e [IpomsHa B opraHu3alMOHHATa KyITypa (LIEHHOCTU U
BB3MPUET HAUYMHA Ha TMOBEJCHHE) M HAayWHA Ha

KOMYHUKaIWA ITPpHU CMAHA HAa MCHUKbpPaA.

Opranunszannonen e (CiyXMTEIUTE ca rOpy, Ye ca 4YacT OT KOMIIaHUSITA.

KanmaT?! e (CiyXWuTenuTe ce cpaMyBaT KOraro TOBOpST 3a
W3IBJIHABAHUTE IEMHOCTH B KOMITAHUATA.

e (Cnyxurenure wuaBaT Ha paboTra ¢ IKellaHue/C
HEXEIIaHHE.

e (CiyXWTEenuTe Cc€ YyBCTBAaT YAOBJIETBOPEHH OT
[IPU3HATEIHOCTTAa HA MEHHUDKbPA 32 U3IbIHABAHATA OT
TAX JEHHOCT.

e B opraHuszanusaTa 4YeCcTO C€ CIy4YBaT IIO3UTUBHHU
[IPOMEHH.

e lIMa MHOrO CiIy)XUTEIH, KOUTO HCKAT Ja CMEHST

paborara cu.

20 Co6eTBEHO N300pakeHHE HA aBTOPa
21 Karma, K., Vadi, M. (2016). The Measurement of Organizational Culture: Cross-Country Perspective. //SSRN Electronic journal//
https://www.researchgate.net/publication/309487420_The_Measurement_of Organizational _Culture_Cross-Country_Perspective



IIposiBa Ha yBa:keHHe OT e KakBu neHHOCTH M YOeXJECHUS Ha CIY>KUTEJIUTE ca
cTpaHa Ha MEHHIKbpa BKJIIOUEHU B OpraHU3allMOHHATA KYJITYpa.

KbM CJIYKUTEJTUTE e [IposiBa Ha CHIPUYACTHOCT OT CTPaHa HA MEHU]KbBPA.
e Izrpagenu ¢opMaiHM B3aUMOOTHOIICHUS MEXIY

CIIYKUTCIIUTE.

I'pynoBa kyarypa e (OcHOBHa rpka Ha MEHUDKBPUTE € U3rpak/iaHe Ha
MO3UTHUBHA I'PYNOBa KYyJITypa OCHOBaHA Ha IEHHOCTH,
JIOBepHe, YYBCTBO 3a MPHUHAJICKHOCT M aKTHBHA
MEXIYJIMYHOCTHA KOMYHUKAIIHSL.

e  MeHumKbpUTE HachpyaBaT HEMPEeKbCHATOTO
B3aMMOJICHCTBHE MEXAYy CIYXHUTEIUTe Karo Tu

MOAKPCIAT U CC I'pHiKaTa 3a TAXHOTO Pa3sBUTHC.

Wepapxus e QOcurypsiBaHe Ha CbTPYIHHUYECTBO U paboTa B €KHUII B
pasIMYHUTE HepapXuH.

e HacppuaBaHe Ha HHOBAaMUTE U HOBUTE HUJACHU IO
OTHOILIEHHE Ha CIY)XUTEJIUTE OT  pa3InYHUTE

HepapxXuu.

2.2.3. KoHTeHT aHA/IN3 Ha NMPOBCACHUTE HHTECPBIOTA ¢ MCHU/?KBPHU U CIIYKHTECIM C €] YCTAHOBSIBAHE HA

MPONMYCKHU B MECKAYJIUYHOCTHATA KOMYHUKAIIUA

CJ'IGI[ MMPOBCIKAAHC HA MHTCPBIOTO CHC CIYXKUTCIIN U MPCACTABUTCIIN HAa MCHU/DKBPUTC B KOMITAHUUTC,
MCTOJHKATa NPECABUK/A YCTAHOBABAHC HA IPOITYCKHU B MCXKAYINYHOCTHUTC KOMYHHKAIIMN YPE3 KOHTCHT aHAJIN3
Ha BbTPCIITHUTC KOMYHHUKAIIUH. KonTeHT aHamu3bT e €€ OChIICCTBU UPE3 aHAJIN3 HA IMMOJTYYCHUTEC PE3YJITATU OT

IMPOBCACHUTC ,[[T;J'IGO‘-II/IHHI/I HUHTCPBIOTA U aHKETA CHC CIIYKUTCIIUTEC 34 YCTAHOBABAHC HaA:

e (¢akra, JaTM U3MOI3BAHUTE KOMYHUKAIIMOHHA KaHAJIW B KOMITAHUUTE HAChpPYaBaT JOCTATHUYHO
MH(POPMHUPAHOCTTA HA CITY>KUTEITUTE;

e ¢opMmupaHa M € TO3UTHBHA (PUPMEHA KYyJITypa OCHUTYpsiBalla BB3MOKHOCT 3a €(EeKTHBHA
MEXIyJINYHOCTHA KOMYHHKAIIUS;

e u3rpajieHa Ju € edeKTHBHA CHUCTEMa 3a MpelaBaHe Ha WHGOpPMALMS W AHTAXKHPAHOCT Ha
CITYKUTEIUTE 32 KOMYHUKAIIHS;

® JI0CTaThYHO €(PEKTHBHHU JIM Ca H3IOJ3BAHUTE KaHAIM 32 KOMYHHUKAIUs B 3aBUCHMOCT OT

CHGHI/I(bI/IKI/ITC Ha ,HeﬁHOCTTa Ha KOHKPETHUTEC KOMITaHWUH.



Cien mpoBexJlaHe Ha MHTEPBIOTaTa, aHKETUTE M KOHTEHT aHaim3a 1ie ce u3rorsu SWOT-ananus,

MIPEICTABSIII;

CWIHUTE CTPaHU [0 OTHOIIEHHWE Ha WHQPOPMAIMOHHATA W KOMYHHUKAIIMOHHA JCHHOCT B
KOMIIaHUSTA;

cmabuTte cTpaHH, T.€. HEJOCTATHIIM, KOUTO BB3MPEIATCTBAT KOMYHHUKAIUATA Ja Ob/ie €(heKTUBHA;
BB3MOKHOCTHUTE, UPE3 KOUTO KOMITAHUUTE MOTaT JIa YBEJINYAT CUIIHATE CH CTPAHMU;

3a1j1axuTe, CBBbP3aHHU C OCBhIICCTBABaHATA KOMYHUKaAIIHUA B KOMIIaHUATA.

3a mpeacTaBsHE Ha pe3ylTaTUTE OT aHalu3a Ie ce u3noisBa kinacuueckata SWOT-matpuna (gueypa

10).

CHIHH CTPaHH CnaGu cTpas:n

SWOT

BB3MOKHOCTH 3amtaxu

®uzypa 10. Mampuya na SWOT-ananuz®

2.3. PazpaGoTrBaHe Ha Mo/ie/IU 32 NO100PsAABaHe HA MEKIYJTHYHOCTHUTE KOMYHHUKALMHA

CT’I)HKI/ITC, KOHMTO CJICABA [1a CC IpeAnpueMar CJIC OTKPOABAHEC HAa MPOITYCKHU B KOMYHUKAIIUUTEC YPE3 HE

JIOCTaThYHO €PEKTUBHO YIIPABIEHUE Ca:

1. ®opmynupane Ha siCHa BU3US U LIEJIM HA KOMIIAHUATA

2. TlpomsHa Ha W3MOJ3BAaHUTE KaHAJIM 32 KOMYHHUKAIMS B 3aBHCHMOCT OT CIEI(HKaTa Ha
JENHOCTTAa Ha KOMIIAHUATA U CIIYKUTEIIUTE

3. UsroresHe Ha IUIaH 32 KOMYHHKAIIHA

4, HpnﬂaraHe Ha MpOMAHAaTa B HAYMHA Ha KOMYHUKAIHUA

2.4. MsroresiHe Ha IUIaH 3a peaJu3MpaHe Ha MpPeAJOKeHHTe MoAeau 3a mnogo0psiBaHe Ha

MEKAYJINIYHOCTHUTE KOMYHUKAIMU

22 CobeTBEHO N300pakeHHE HA aBTOPa



[InanbT 3a peanu3upaHe Ha MPEAJOKEHUTE MOJACIM 3a NOAOOpsBaHE HAa MEXIYIMYHOCTHATA

KOMYHUKaWA IMIPEMHUHABA IPC3 HAKOJIKO €Talla:

1.

2
3
4.
5

10.

11.
12.

13.

[TonoOpsBane poisiTa HA MEHUKBPHUTE 32 CTUMYJIMpaHe HAa epeKTHBHATA

AHanu3upaHe U OLeHSIBaHE Ha TeKyI[aTa KOMyHUKAIIMOHHA CTPATEeTHs B KOMITAHHUATA

W3rpakiane Ha MO3UTHBHA OPraHU3aLMOHHA KYITypa

N360p Ha KaHAIM 32 KOMYHUKALIUS

HacwpuaBane Ha [ByIocoyHa KOMYHHUKAIKS B OPraHU3aIMATa Ype3 MPeI0CTaBsiHe Ha OOpaTHA Bpbh3Ka
OT MEHUUKBPUTE Ha IMO-HUCKH HUBA ¥ BCUYKU CITY)KUTEIN

OOydenre B HeBepOaTHa KOMYHUKAIIUS

OreHka JJOKOJIKO CIY)KUTEIUTE YeTaT U pa3oupar NodydeHUTe ChOOIIEHUS

M3mepBaHe Ha TOKa3zaTeaW 3a KOPIOpAaTHBHA AHTAKHUPAHOCT 3a aHAIM3MpaHE Ha IpUilaraHara
KOMYHHKAIIMOHHA TIOJIUTHKA

HacppuaBane Ha MeXIyTMYHOCTHATa KOMYHUKAIMS MEXKIY OTJCIHUTE U padoTaTa B KU
IToBumaBane Ha MCHU/PKBPCKUTEC KOMIICTCHIIMN 3a OT'paHUYaBaHC Ha 6apI/IepI/ITe, KOHWTO IIp€yaT Ha
00IIyBaHETO

[TpomsiHa B OChILIECTBSIBaHATA BHHIIIHA KOMYHHUKAIINS

JlokyMeHTHpaHe Ha HaYMHA Ha M3I0JI3BaHEe Ha HOBUTE WM IPOMEHEHHUTE KaHAIM U HHCTPYMEHTH 3a
KOMYHHUKAIIUA 1 3alI03HABAHC HA BCUYKU CIIYXKUTCIIN C TAX

OmnpenensiHe Ha KJIFOYOBH [TOKA3aTeNN, KOUTO J1a HICHTU(PHUIUPAT ycrexa OT IPOMsHA Ha CTpaTerusTa

34 KOMYHUKalHuA

2.5. Onenka ot peajindupane Ha NJIaHa U U3IroOTBAAHE HA HACOKH 3a l'lO)IOﬁpﬂBaHe HAa MEKAYITUYHOCTHUTE

KOMYHUKaIUA

OuakBaHu peE3yiITaTu OT IIPOMAHA B HAUMHA HAa KOMYHHKALUS B KOMIIAHUATA:

o Cnyxurenure pazoupar HeJuTe Ha KOMIIAHUSITA U CE€ CTPEMSIT KbM TSIXHOTO IMOCTUTAHE.

L4 CJ'Iy)KI/ITeHI/ITC Ca Mo-npoAYKTHBHU, B PC3YJITAT HA KOCTO TC JOIIPHUHACAT MMOBCYC 34 TIOCTUT'AHC HA
HEJIUTC U CC UYBCTBAT I'IO-IIO6pC OT CBOSI COOCTBEH IMPUHOC B KOMITaHHATA, KOCTO ' MOTUBHUPA 1ad

ocTaHaT Ha paboTa ¥ J]a TOMOTHAT 3a HaNpebKa B OM3HEC PA3BUTUETO.
e VmpaBieHHETO € mo-ehekTUBHO: KoMyHHKaIMATa BeYe HE € cCaMO TaKTHYeCKa, a € CTpaTerniecka

e Misrpaxna ce moBepue. 3a Ja MOraT MEHHKbPUTE U OpraHU3alMUATE Ja MPUBJINYAT, Ch31aBaT U
3aIbpKaT aHTaXupaHa pabOTHA cuia, Te TPSAOBa Ja M3TPAAAT JOBEpHe, 3a Ja CE€ aHTaKupar

CIIYKUTCIIUTEC OTHOCHO TOCTUT'AHCTO HA LECINUTC.

e (p31aBa ce KyJITypa Ha KOMYHUKAaIMsL.



H3Boau ot BTOpa ri1aBa

1. TlpennmokeHata MeTOJMKA € HM3TpajJicHa Ha 0a3a OMUCAHUTE MOJEIM W € aJalTHpaHa OT aBTopa 3a
YCBBBPIICHCTBAHE HA MEKIYJIMYHOCTHATA KOMYHHUKAIMS C IeJI IOJ0OpsSBaHE pe3yiaTaTHTE OT
yIpaBicHUETO. MeToaMKaTa ChIAbpXKa IET eTama M OOXBalla YeTHPH METOJa 3a IMPOBEKIAHE Ha
u3cienBane (KoHTeHT aHanu3, SWOT-ananus, mpuwiaraHe Ha aHKETHH METOAM U JIBJIOOYMHHHU
UHTEPBIOTA).

2. EdexkTuBHOCTTAa Ha METOJUKATA 33 YCHBBPIICHCTBAHE HAa MEXIYJIMYHOCTHATA KOMYHHUKAIIHUS CIIe/BA J1a
Ce M3MepBa HEe caMO Ype3 KOJUYECTBEHH, HO U Ype3 KaYeCTBCHH ITOKA3aTeIH, TIOKa3Baly e()eKTHBHOCTTA
Ha praBJIeHI/IeTO; MOTHUBalyATa Ha CJIy)KI/ITeHI/ITe, LIyBCTBOTO 3a OLICHCHOCT OT CTpaHa Ha MCHI/II[)KT:pI/ITe
158 YBGJII/I‘IGHaTa nm HpOILYKTI/IBHOCT; I/I3FpaIIeHOTO IIOBepI/IC Me>1<11y MeHI/III)KT)pI/ITe 158 CJIY)KI/ITGJII/ITC;
paboTara B €KHII U Ch3JIaJICHATa KyJITypa Ha KOMYHHUKAIUS B KOMIIAHHSATA.

3. YOBJIETBOPEHOCTTA Ha Pa0OTEIIUTE B OPraHM3aLUATA € KOMIUIEKCEH M3MEPHUTEN 32 ¢EKTHBHOCT Ha
MC)KI[y.HI/IqHOCTHaTa KOMYHI/IKaIII/ISI, 3a110ToO qpeg HEsI CC€ OLICHsIBA I/I36paHI/I$I CTHUJI HA KOMYHI/IKaIII/IFI oT
CTpaHa Ha MeHI/II[)K"bpa, KaHAJIUTC 3a KOMYHI/IKaHI/Iﬂ, Ha4YMHA HA HpeﬂaBaHe Ha C"I)O6IJ_I€HI/I$I, HaCquaBaHe

pa60TaTa B CKHUII U OIrpaHN4YaBaHC Ha 6apHepHTe, OorpaHn4aBalin O6H_Iy'BaH€TO.

TPETA I'/IABA

Anpoﬁnpaﬂe Ha ME€TOAMKATA 3a INIOBHUIIIAaBaHE HA eq)eKTl/IBHOCTTa Ha YIIPpaBJIE€HUETO YpeE3
HOI[OﬁpHBaHe Ha MCKITYJINYHOCTHUTE KOMYHUKaAIUU



B nocnegnara Tpera riaBa € INpEACTaBEHO IPOBENEHOTO M3CIEIBAHE HAa MEXIYJIUYHOCTHUTE U
KOPIIOPAaTUBHA KOMYHHMKAIlMM Ha WHOBAaTMBHA W BHCOKOTEXHOJOIMYHA KOMIIAHUS, 4Ype3 aHaJTU3UpaHe Ha
pe3yiTaTuTe OT IPOBEACHO EMIMPUYHO M3CIIEABAHE, OCHOBAaHO HA BBIPOCHHUK, Cpel PBKOBOAUTENH U
ciyxutenu. Upes aHanu3 Ha JaHHU Ha M3ClIeBaHa KOMIIAHUsA, B PE3Yy/ITaT Ha MPUJIAraHeTO Ha MpPeJIojKeHaTa
BbB BTOpa IJIaBa METOJOJOTHs, ce (OpMHUpAT M3BOJM M CE M3BEXKIAT MEPCIEKTUBH 3a MOJOOpsBaHE Ha
MEX1yJIUYHOCTHATA KOMYHHUKalUs KaTo (hakTop 3a ycremHo ympasieHue. C momolnra Ha anpoOupaHe Ha
METO/MKaTa B KOMIIAHUATA, LII€ C€ YChBBPILICHCTBA MEKAYIMYHOCTHATA KOMYHHUKALMSI B OpraHU3alusaTa, KOeTo

e aoBeac oo HO',Z[06pO IAJIOCTHO YHIPaBJICHUC U PECIICKTUBHO (bI/IHaHCOBI/I pe3yiTaru.

3.1. lea, npeaMeT 1 3a1a4M HA U3CJIEABAHETO

He.]] Ha CMIIMPDHYHOTO H3CJICABAHC € anpo6HpaHe Ha MCTOAUKaTa 3a YCbBBbPUICHCTBAHC
MCKAYJINIHOCTHUTE KOMYHHUKAIIUU B OpPraHU3alusTa. Ot npujiarane Ha METOAMKaTa CC O4YaKBa aHaJIM3 Ha
TCKYIIOTO CHCTOAHUC HAa KOMYHHKALUATA B KOMIIAHUATA, JUATHOCTUIHWPAHC HA KOMYHUKATUBHUTC YMCHUS Ha
MCHU/DKBPUTC U U3BCKIAHC HAa HACOKHU 3a TAXHOTO HOIIO6p$[BaHe, HN3BCXKIAHC Ha HACOKH 3a HOI{O6p$IBaH€ Ha
MCKAYJINIHOCTHATA KOMYHUKAIIUA B KOMIIAHUATA, KAKTO W HNPCAOCTABAHC HAa KOJIMYCCTBCHU M KaUCCTBCHU

IMOKa3aTCJIk 3a UBMECPBAHEC HaA e(beKTI/IBHOCTTa OT IIPpOMAHA HA MCKAYIIMYHOCTHATA KOMYHUKAIIU.

Hpe)lMeT Ha U3CJICABAHCTO € BPB3KHUTC MCIKAY MCKAYINIYHOCTHUTC KOMYHHKALIUNW B OpraHHU3aluiaATa U
yCIexa Ha (I)I/IpMeHOTO yrpaBJICHUE, U3MEPCH IIPE3 YAOBJICTBOPCHOCTTA HA NICPCOHAIA U YIOBJIICTBOPCHOCTTA HA

KIINCHTUTC.

OcHoBHUTe 3a1a4H, CBbP3aHU C IOCTUTAHETO Ha 3aJI0’KEHaTa IIeJl ca:

1. la ce U3BBpIIM OLIEHKA U TUATHOCTHKA Ha MEXIYTUYHOCTHUTE KOMYHHUKAIIUH.

2. [1a ce mpoyd4art OaprepuTe, KOUTO 3aTPYAHSIBAT OOIIYBaHETO B OPTaHU3AIMUTE U BIMSHUETO KOETO T
OKa3BaT BbPXY MOTHBAIMATA U TTOBEJICHUETO HA CITYKUTEIIUTE.

3. [la ce ycTaHOBSIT MPOMYCKU B MEXIYJIMYHOCTHUTE KOMYHUKALINH.

4, I[a CC U3IroTBAT HACOKH 3a HO,Z[06p$IBaHe Ha MCKAYJINYHOCTHUTC KOMYHHUKAIIUH.

3.2. MeroaoJiorust

MeTOJII/IKaTa ChAbpiKa II€T €Tara u 06x13an1a YECTHUPU METOJ1Aa 3a IPOBCKIAAHE HA N3CIICABAHC ~-KOHTCHT aHAJIN3,

SWOT-ananu3, npuiaraie Ha aHKeTHU METOJU U TBJIOOYNHHU HHTEPBIOTA.

3.3. lanHu Ha M3cJIeABAHATA KOMIIAHUS

OO0eKT Ha u3cIeBaHe B HACTOSIIETO EMITUPUYHO U3CIIE/IBAHE € MEKIYIMYHOCTHATa KOMYHUKALUs B Al.

Komnanusra e mbpBusT MoOMIIEH oniepatop B beirapus, ocHoBan npe3 1994 ronuna, KaTo MbpBOHAYATHOTO UME



Ha KoMmnaHusaTa Ha MoOwunren. Al e 9acT OT BoAEIIHS TEIEKOMYHHKAITMOHEH TocTaBuuk B LlenTpanna u U3rouna

EBpomna — Al Telekom Austria Group.

3.4. AHaIu3 HA BJIHAHUETO HA MEKIAYJIUIHOCTHUTEC KOMYHUKAIIUHN

MGTO[[I/IKaTa 3a M3BBPHIBAHC HAa AMArHOCTUKA HA Cbhb3JaJACHATA OpraHu3alvd Ha I/IH(bOpMaI_II/IOHHI/ITe

IHOTOIIM B Al, BKJIFOUBAa aHAJIW3 Ha BBTPCIIHATA W BBHIONHATA KOMYHHKaAIIUS. Boamaara KOMYHUKAIlUA B

KOMITIaHUsATa € UBMCPEHA IMOCPCACTBOM KOHTCHT aHAJIM3 Ha:

yeb caiir;
COIIMATTHU MPEXKH;

0JIOTOBE.

B’preH_IHaTa 3a KOMIIaHUATAa KOMYHUKaANUA € U3MEPCHA YpEC3:
IIPOBEKIAHEC HA AHKCTU ChC CIIYKUTECIIH,

KOHTCHT aHaAJIU3.

3.4.1. ImarHocTuka Ha BbHIITHATA KOMYHHUKALMS

HM3non3BannTe HAYMHU 33 OCHIIECTBSABAHE HA BhHIIIHA KOMYHHUKAIUA OT KOMIIaHHUATA Ca:

yeOcallThT Ha KOMITAHUATA € AKTUBHO M3IOJI3BaH 32 OCHIIECTBSIBAHE HAa BHHIITHATA KOMYHUKAIIHS.
CpabpxkaHuero My € 0oraTo MpeaCTaBeHO, aKTyalu3upa ce J0CTa YecTo, a pPa3InYHHUTe
(YHKIIMOHATHO MPEIOCTAaBAT MHOXKECTBO MPEIMMCTBA 3a KJIMEHTUTE — KaTro IPOBEPKU Ha
IBJDKUMHU CYMM, OHJIAMH 3aIljaliaHe Ha Takcu U MHoro apyru. Ha yecOcaiita ce myOnukyBar
pPa3JIMYHU HOBUHM, CBBP3aHU C IPEJIAraHu MPOJYKTH U YCIYI'M Ha KOMIIAHUATA U JIP.

COLIMAIIHY MPEXH — KOMIIAHUATA aKTUBHO H3I0JI3BA COLMAITHUTE MPEXH 32 KOMYHHMKALUs ChC
CBOM KJIMEHTH M NapTHbOPH, OCh3HABAaWKU (paKTa, ye Te ca Cpel] Hail-ocenaBaHuTe CaliToBe U
Cpell Hali-U3M0JI3BAHUTE IIPWIOKEHUSA B OHJIAMH IIPOCTPAHCTBOTO.

KbM yeOcaiiTa Ha KOMITaHUATA € Ch3/AaJeH OJOT, ChIbPIKALIM CTAaTUH, NPEAUMHO C pEKIaMHa
HACOYEHOCT Ha MpeJUIaraHuTe MPOAYKTH M YCIyTd OT KommaHusaTa. Cb3naaeHust ot Al Oior
M03BOJIsIBa OBP30 CIOEINsHE HA HOBUHH OT Pa3jMyHU JEHHOCTH HAa KOMIAHUATA U HHPOpMAIUs
3a HOBU IPOJIYKTH, & PEIOBHOTO MY aKTyaJlM3UPaHE U JOMIbJIBaHE 0 MPEBPbIa B y100€H HAYUH

3a MMPEAOCTAaBsAHC Ha I/IH(I)OpMaI_[I/IH Ha KIIMCHTHUTC.

Or OCBIICCTBCHHUA KOHTCHT aHAJIN3 MOXKEC a C€ HAIlpaBH 3aKJIOYCHHUETO, Y€ BbHIIIHATA KOMYHUKAIIUA Ha

Al e edextuBHa. M3rpaneHusT 010r MHTErpHpa COOCTBEHOTO ChIbp)KaHUE Ha yeOcaiiTa, KaTo ro JIOMbJIBaA C

PAa3BJICKATCIIHU U 3a0aBHU 3a 4YETEHE CTaTuu, MpHUBJIWYAIIM BHHUMAHUCTO Ha HOTpe6I/ITCJII/ITe. brorsr Ha



KOMITaHUATA AKTHUBHO € H3IIOJA3BAH KatTo G(I)GKTI/IBCH HHCTPYMCHT 3a KOMYHUKAIIMOHHUSA MCHUIKMBHT Ha

KOMITIaHUATA.

3.4.3. IuarHoCTHKA HA YI0BJETBOPEHOCTTA HA CJYKUTEJIUTE

AHaNM3bT Ha YAOBJIETBOPEHOCTTA HA CIYKUTEJIUTE HA 0a3ara HA aHKETHOTO 3alUTBAHE HA CIY)KUTEIIUTE
Ha Al mokas3Ba, ue 75 JoBeka oT 001110 84 ca JOBOJIHU OT U3NBIHABAHATA OT TIX JEHHOCT, KATO CUJIHO BIIMSHHE
3a TOBA OKa3Ba MEXIYJIMYHOCTHATA KOMYHUKAIUS C TIPEKUS MEHUDKBD. Y TOBICTBOPEHOCTTA HA CIIY)KHUTEIIUTE
3aBUCH CHJIHO OT MOJKpenaTa Ha MEH/KMBHTA 33 KPEaTUBHOCTTA, KAKTO U OT OTKPUTATA JINYHA KOMYHUKAIIUSI.

I[OKaSaHa € IMOJIOKUTCIIHATA BPpb3Ka MCKAY OPraHU3allMOHHUSA KIIUMAT U MCKAYJINIYHOCTHATA KOMYHUKAIWA.

OcHOBHU (pakTOpH 32 MOTUBUPAHE U YJIOBJIETBOPEHOCT OT U3BbpIlIBaHATa paboTa ca HUBOTO HAa pabOTHA
3ariaTa, OCUT'ypEHUTE Bb3MOKHOCTU 32 0Oyu€HUE U pa3BUTHE, e(PEeKTUBHATA MEXITYIUYHOCTHA KOMYHHUKAIUS
MEXJly MEHMJDKbP U TIOJUMHEH U aIeKBaTHATa OLEHKA HAa U3IBbJIHABAHUTE AEUHOCTH. OT MOIYyYEHUTE OTTOBOPHU
OT aHKETAaTa [0 OTHOILIEHUE Ha yJOBJIETBOPEHOCTTA, MOXKE J1a C€ JOCTUTHE [0 3aKIIOYCHHUETO, Y€ U3CIIEABAHATA
KOMIIAaHUSl € YyCIsUla Ja OCUT'YpH HAJIM4YMEeTO Ha BCHUYKHM (DaKTOPH, MOBUILABAIIM YAOBJIETBOPEHOCTTa Ha
cinyxurenute. OcraHanure (pakToOpH, UMalIM 3HaU€HUE 32 MOTHUBALIUATA Ca!

e MarepHuaiHa 0a3a Ha KOMIIAHUATA U U3MOJI3BAHUTE TEXHOJIOTHH;

e HaIMYME HAa JONBJIHUTEIHM MaTepUATHU MPUIOOMBKU KaTo ciyxeOeH aBToMoOui1, TenedoH,
JOMBJIHUTEIIHO 31PABHO OCUTYPSIBAHE U [IP.;

® OpraHu3MpaHe Ha Pa3InYHU OOyUEeHHUS;

® OBJIACTSABAHE HA CIIY)KUTEIIUTE;

e KOMIICHCAllUH 3a U3BBHPEACH TPYL;

e HAJIMYWE WM JINTICA HA MOTUBALIMOHHU CTPATETHH;

¢ HaJlaraH€ Ha pas3jIM4HU roou u CaHKIIMHU U T.H.

C’L,[[CﬁKH I10 pasMCpUTC HA KOMITAHUATA U 6p0$[ Ha HEMHUTE CIIY)KUTCIIU, MOKEM Jia ITPUCMEM, Y€ TC ChIIO0

Ca OCHT'YPEHH.

3a NOTBBPKIABAHE HA MHEHHETO Ha CIIY)KHTEJINTE OTHOCHO TSAXHATA YJIOBJIETBOPEHOCT Ca MPOBEICHU
JTbIOOUYMHHU MHTEPBIOTA € 18 OT CIIy)KUTEeNNTe Ha KOMIAHUATA OT PA3JIMYHU HUBA: MEHUKBPU CPEAHO HUBO U
CIIYKUTEIIH.

[IBpBUAT BBIPOC OT ABIOOYMHHOTO MHTEPBIO M3MCKBA OT CIY>KUTEJINUTE J]a I0OCOYaT KOU OT U30pOEHUTE
(akTopH, 3a pelaBaly 3a TIXHOTO MOTHBHpaHe. JJaHHHTE OT pe3ysiTaTHTE ca IMPEJCTaBEHU B CiejBalllara

Tabauua.



Taéﬂuua 9. Pe3yﬂmamu OMHOCHO Momueayusiama Ha ciyscumenume, cned npuiacane Ha nvpeu 6vnpoc

om 0blIOOYUHHOMO unmepeioz

Bbpoii
CIIYKU TN % OT BCHYKH
Kpurepuu MOCOYMJIH CIIYKUTEIN

KpuTepus
[TonyuyaBaHe Ha BUCOKa 3aruiaTa. 17 94, 44%
SlcHa cucTeMa 3a Bb3HArpaKICHUS. 8 44,44%
Ocurypena 6e3omnacHa cpeza. 6 33,33%
CurypHocT Ha pabOTHOTO MSCTO. 11 61,11%
Jlo6pu B3aMMOOTHOILIEHUSI C KOJIETUTE. 15 83,33%
Bw3moxHOCT 32 00y4deHUsI. 7 38,89%
[To-manko Oropokparus. 4 22.22%
HacbpuaBane Ha KpeaTUBHOCTTA. 12 66,67%
[IpenocraBsiHe HA COIMAITHU TIPHUIOOUBKH. 15 83,33%
EdexTrBHa KOMyHHKAIUS C MEHUDKBPUTE. 18 100,00%
Bb3MOXkHOCTH 32 KapUEPHO pa3BUTHE. 18 100,00%
I'bBKaBO pabOTHO BpeMme. 15 83,33%
Bb3moxkHOCT 32 paboTa B €KHII. 18 100,00%

Ot pesynaratute cienBa, ue CpeA  HalH-MOTHBHMpAaIIUTe (AKTOpU ca TaKuBa,

KOMYHUKAIINHU Ca CUJICH (l)aKTOp 3a MOTHUBAaIHA.

3

CBBpP3aHU C

MCKAYJINYHOCTHUTE KOMYHUKAIIHUU. C To3u pe3yiaTar € J[JOKa3daHa XUIIoTE3ara, Y€ MCKIAYINYHOCTHUTEC

I/ISMepBaHCTO Ha YIOBJICTBOPCHOCTTA I10 BTOPUSA BBIIPOC HA I[’LJ'I60‘II/IHHOTO HUHTCPBIO, CC U3BbPIIBA OCBCH

OILICHsBA. Pe3y.]'ITaTI/ITC Ca IpCACTAaBCHU B CJICABAaIllaTa Ta6J'II/II_Ia.

4ype3 MpeACTaBeHUTE KPUTEPUU U 4pe3 M3IO0J3BaHe Ha ckamara Ha Pencuc Jlukepr, Ha 0a3za KoATO Ha

AHKCTUPAHUTC CC MMPEAOCTABAT MHOXCCTBCHHU I/I360pI/I OT JBaTa IMPOTHUBOIIOJOXKHH Kpas Ha CIICKTbpa, KOHUTO ce

Taonuya 10. Pesynmamu omHOCHO MOMUBAYUAMA HA CLYIHCUMeENUme, Cled npuideane Ha 6mopu

8bLIPOC OM OBLABOUUHHOMO UHMEPEIO®

Kpurepun

bpoi

CIIYKUTEIN

% OT BCHYKH

CIYKUTEIN

23 CobeTBEHO N300paskeHHe Ha aBTOPa
24 CobeTBEHO N300pakeHHE HA aBTOPa

4



MOCOYHIH
KpuTepus

[TosrydaBaHe Ha OOpaTHA BPB3Ka OT MEHUDKBPHUTE 32
€(EeKTUBHOCTTA Ha M3ITBIHABAHUTE OT CIIY)KHUTCIIUTE 6 33,33%
JICITHOCTH.
JlocTaThuHO TEXHUYECKA 00€3IEUCHOCT U HYXK1a
nH(pOpMaIUs 3a OCBIIECTBIABAHE HA €)KCTHEBHHUTE 14 77,78%
JICITHOCTH.
BB3MOXKHOCT 32 B3eMaHE Ha CAMOCTOSITEIIHU PELICHUS. 16 88,89%
OpueHTUpaHO KbM CIIY>)KUTEIIUTE ITOBEJICHUE. 16 88,89%
EdextuBHO n3non3BaHe Ha pabOTHOTO BpeMe. 17 94,44%
BB3MoXxkHOCT 32 M3MOI3BaHE HA Pa3IMYHU KaHAIH 32

12 66,67%
KOMYHUKAITHSL.
EdexTuBHa MeXTyTUYHOCTHA KOMYHUKAIIHSL. 18 100,00%
[TosokuTeNneH OpraHu3aluoOHEeH KIIMMAT. 18 100,00%
BBb3MOXHOCT 3a mpuiiaraHe Ha COOCTBEHHU H/ICH. 14 77,78%
HacwpuaBane Ha paboTaTa B CKHII. 13 72,22%
SICHM MONMTHKH U CTPATETHH 32 PAa3BUTHE HA

18 100,00%
KOMITAaHMSTA.
[TonydyaBane Ha 0OpaTHa Bpb3Ka OT MEHUDKBPHUTE 32
e(eKTUBHOCTTA HA U3ITBIHSIBAHUTE OT CITY)KUTCIIUTE 6 33,33%
JICITHOCTH.
JlocTaThuHO TeXHUYECKA 00€3MeUeHOCT U HYXKAa
nH(pOpMaIIKS 32 OCHIIECTBSIBAHE HA €KEIHEBHUTE 14 77,78%
JICITHOCTH.

KakTo ce Bmwxkaa OT pe3yATaTuTre IONMBIHUTENHH (AKTOpU 3a IOBUIABAHE HAa MOTHBAIUATA ca
e(eKTUBHOTO M3IMOI3BaHEe Ha pabOTHOTO BpeMe, eheKTUBHATA MEXTYTUIHOCTHA KOMYHUKAIINS, TTOOKUTEITHHS
OPTraHU3AMOHEH KJIMMAT, KAKTO U SICHUTE MOJUTUKHU U CTPATETUH 32 Pa3BUTHE HA camara Komnanus. Pe3ynrarsT
MOTBBPIK/IaBa XUIIOTE3aTa, Y€ MEXKIYTUIHOCTHUTE KOMYHUKAIIMK ca 3Ha4yen] (GakTop 3a YAOBIETBOPEHOCTTA Ha

CIIYKUTCIIUTC B TCXHOJIOTMYHA U HHOBATHBHA KOMITAHUA.

[Topanu w3Benenute QakTtopw, w3ciaeABaHATa KoMmanus Al cienBa Ja W3rOTBH WIM aKTyalIH3upa
CBIIIECTBYBAIIATA CH CTPATETUS 32 MOTUBUPAHE HA CITYKUTEIUTE, KOATO J1a ChABPXKA!

1. Slcno nedunupane Ha ObICIINTE LIETH 33 Pa3BUTHE HA KOMIIAHUATA.



Bw3MokHOCTHTE 3a TpeaocTaBsiHe Ha epeKTHBHA 00paTHA BPB3Ka OT CIIY)KUTEITUTE.

OcurypsiBaHe Ha IOCTOSTHHA KOMYHHKAIUS, Ype3 KOSTO Jla ce M3IOJ3BAaT pa3IMyHU KaHAIM 3a
KOMYHHUKAIMSI MEXTY MEHUKBPH M CITY)KHTEIN KaTo UMEHII, O0JICTHHH, OOYYUTEIHN CEMUHApU U
JMYHM CPEIIH, KOUTO JIa HAChpYaT M3TPAXKAAHETO HA JOBEPUE M YyBCTBOTO 3a MPHHAIICIKHOCT KbM
OpraHM3aIusITa.

AHT2XHPAHOCT HAa BCHYKH CIIY)KUTEJIM NPU TUIAHUPAHETO M B3E€MAaHETO HA PEUICHHS, KOUTO KacasT
M3IBIHIBAHUTE OT TAX AeHHOCTH. ToBa e ' MOTHBHUpA U 1€ JIOBEJE 10 HOBU U TMO-TIPOYKTUBHU
HAuYMHM Ha paboTa, KOUTO OOMKHOBEHO OMxa OWIM MpeHeOperBaHu caMoO MpPU MPEAOCTABSHETO HA
nHpopManus KakBo TpsOBa Ja ce CBBPILH.

Cp3naBane Ha jnosepue. Pondra Ha MEHMIKBpa B Ipolieca HAa Ch3/AaBaHE Ha JIOBEPHE € KOraro
BB3HUKHAT MPOOJIEMH, MEHH/DKBPUTE CIIEBA Jla aHATM3UPAT CUTYalLUsATa, 1a pa3depaT KOHTEKCTa U

CJICA TOBA Aa IIpCAOCTABAT CBOsATA IIPCLICHKA.

3.5. Bb3MOKHOCTH 32 l'lOIlOﬁpﬂBaHe Ha MCKIYJIUIHOCTHUTEC KOMYHUMKAIIUM B M3CJI€IBAHATA KOMIIAaHUA

HpOBe,I[eHOTO CMIIMPUYHO M3CJICABAHC H ,I[’LJ'I6OLII/IHHI/I HHTCPBIOTA Ca HAACKIHO OJOKA34aTCJICTBO 3a

HN3MCPBAHC Ha e(bCKTI/IBHOCTTa Ha YyHOpaBJICHUCTO M CTHJIIOBETC Ha YIIPAaBJICHHUC, KOUTO MCHUIKBPHUTC B

KOMIIaHHusATa U3I10JI3BarT.

3a AHAJIIM3UPAHEC Ha Cb34aJACHATa OT MCHU/DKBPUTC OpraHu3alliOHHA KYJITypa B KOMIIAHUATA, B

MMOCJICAHUAT BBIIPOC HaA I[’LJ'I60‘II/IHHOTO HHTCPBIO, CIYXUTCIIUTEC Ca ITIOMOJICHU 1a C€ CBITIACAT HUJIN OTXBBPJIAT

BCAKO €IHO OT H36p0€HI/IT€ TBBPACHHA. Pe3y.]'ITaTI/ITC ca IpCACTaBCHU B CJICABallaTa Ta6J'II/IIIa.

Tabnuya 11. Pesynmamu omHOCHO Cb30a0eHama 6 KOMNAHUAMA OP2AHUSAYUOHHA KYIMYpa

Bpoii
CIIYKMTeJIN % oT BCHYKH
Kpurepun

MOCOYHJIH CITYKUTEIN

KpuUTepus
JloBOIIHH 1M CT€, Y€ CTE YacT OT KOMIAHHATA? 18 100,00%
BsipBate 11 BbB BUCOKOTO Ka4eCTBO Ha
MIPOU3BEKIAHUTE OT KOMITAHUSTA
MPOAYKTH/TIPEOCTABSIHUTE YCIIYyTU? 17 94,44%
MeHHKBpHUTE BAPBAT JIX B CITYKUTEIUTE U TEXHUTE
KagecTBa? 14 77,78%
[IpenocTaBsT 11 MEHUIKBPUTE BH3MOXKHOCT 32
noo0psiBaHe Ha OPTaHU3ALMOHHUS KIMMAT, 15 83,33%

%5 Cob6eTBEHO N300pakeHHE Ha aBTOPa



HaCbpYaBaHC HA MCIKAYJIUIHOCTHATA KOMYHUKAIIUA U

pabotara B ekur?

OOpbIiIat 11 BHUMaHUE MEHUKbPUTE HA
MOTPEOHOCTUTE HA CBOUTE CIYKUTENIN U UHPOPMUPAT
JI TH 32 BCUYKU NPEABMKIAHU ObJICHIN JEHHOCTH,
KOUTO IIE MPOMEHSAT TEXHUTE €XKETHEBHO

U3IBIHIBAHU OeHHOCTH?

14

77,718%

BxutrouBat j1u MEHUIKBPUTE CIIYKUTEIIUTE B IIpoLiEca

Ha B3e€MaHE Ha pelIeHus ?

10

55,56%

OHpeI[eJ'IHT JIK C€ BB3HAI'PAKACHUATA HA CITYXKUTCINUTC
B 3aBUCHUMOCT OT TCXHUTC HHAUBUAYAJTIHHU ITOCTUKCHU
W NPHUHOC 3a MMOCTUTAHE Ha NPCABAPUTCIHO

3AJI0KEHUTE 1[EJTH?

18

100,00%

Ha 6a3a MpCaAOCTABCHUTC OTIOBOPH MOXKE Ja CC HallpaBH 3aKIIIOYCHUC, YC 3aJI0KCHUTC HCHHOCTU B

opranu3anysaTa CbOTBETCTBAT HA OpraHHU3allMOHHATA KYJITypa U Ha HOTpe6HOCTI/ITe Ha OTACIHUTE CIIYKUTCIIN U

KOMIIaHUWATA KaTo IAJIO.

Hopazu/l BCHYKH I/136pOCHI/I (1)aKTI/I, CBbp3aH C YCTAHOBCHHU TIPOIIYCKH B MCKAYIUIHOCTHATA

KOMYHUKaNWs, CJICH anpo6HpaHe Ha METOJHKarTta, CC U3roTBia MOICI 3a HEWHOTO HOI[O6p5{BaHC, KOMWTO CleaBa Ja

ChIbpXKa:

1. ®opmynupane Ha sicHa BU3US U LIEJIM HA KOMITAHUATA.

2. HpOMHHa Ha U3IOJI3BAHUTC KaHAJIM 3a KOMYHUKAIIUA B 3aBUCUMOCT OT TAXHATa e(l)eKTI/IBHOCT.

3. H3rorBsgHe Ha I1aH 3a KOMYHUKAIWH, CbAbpiKalll:
L4 e(beKTI/IBHI/I KaHaJIM 32 KOMYHUKAUA CbC CIIY>KMTCIIUTE,

® HAYMHM 3a NIPE/IaBaHe HAa ChOOIICHUSITA;
e 1300p Ha NOJIXOAIIO BpeME 32 KOMYHHKAIHSI.

4. Tlpunarane Ha MpoMsiHaTa B HAYMHA Ha KOMYHUKAIHSI.

IInansT 3a peain3upaHC Ha NPCIAJIOKCHUA MOACIT 3a HOIIO6p}IBaHC Ha MCXKAYJINYHOCTHATA KOMYHUKAIIHA

B Al creaBa ja mpeMHHaBa Mpe3 HAKOJIKO M10CIe0BaTEeHH eTarna:

1. TlomobGpsBaHe poisiTa HA MEHUKBPUTE 32 CTUMYJIUPAHE HA €PEeKTUBHATA MEKYTUYHOCTHA

KOMYHUKalWs.

2. AHaJ'II/ISI/IpaHC " OLCHSABAHC HA TCKYIIATa KOMYHUKAIIMOHHA CTPATCTHUA B KOMITaHUATA.

N3rpaxnane Ha MO3UTHBHA OpraHU3AIMOHHA KYITYypa.

4. W360p Ha Hail-e(EKTUBHU KaHATU 32 KOMYHUKAIIHSI.




5. HacbpuaBane Ha IBYyIOCOYHA KOMYHHKAIIMsl B OpraHU3aIMATa Ype3 MpelocTaBsiHe Ha o0OpaTHa
Bpb3Ka OT MEHUKBPUTE Ha NMO-HUCKU HUBA U BCUUKHU CITYKUTEIH.

6. HacwppuaBane Ha HeBepOaiHaTa KOMYHUKAIIHSL.

7. OlleHKa TOKOJIKO CIIY>)KUTETTUTE YeTaT U pa3oupaT NoJy4YeHUTE ChOOIICHHUS

8. M3mepBaHe Ha Mmoka3aTeNH 3a KOPIOPATUBHA aHTAXUPAHOCT 32 aHAIM3UPAHE Ha MpHUaraHara
KOMYHHUKAI[IOHHA MOJINTHKA.

9. HacwppuaBane Ha MEXIYIUYHOCTHATA KOMYHHUKAIUS MEX]y OTAEIUTE U paboTaTa B €KHII.

10. OrpannuaBane Ha GapuepuTe, KOUTO MpeyaT Ha OOITyBaHETO.

11. [IpomsHa B OCBHLIECTBSIBaHATA BbHIIIHA KOMYHUKALIHSL.

12. JlokymeHTHpaHe Ha HAYMHA HA M3M0JI3BaHEe HA HOBUTE WM IPOMEHEHUTE KaHAIM U HHCTPYMEHTH 32
KOMYHUKAIIHS U 3alI03HaBaHE HA BCUYKH CITY>KUTENH C TSX.

13. OmnpenensiHe Ha KIIIOYOBH MOKa3aTeNu, KOUTO J1a UACHTU(ULIUPAT ycrexa OT IPOMsHA Ha

CTPATCruATa 3a KOMYHHUKaIUs.

Ha 6a3a uH(popmainus OT MHTEpPBIOTA, aHKETH M KOHTEHT aHamu3a € u3rorBeH SWOT-ananus Ha

KOMYyHHUKaIusTa B kommanusta Al (¢ueypa 12).

HeedeKTMBHO BK/IIOYBaHE Ha
CNYXXUTeNuTe B NpoLeca Ha
B3E€MaHe Ha pelueHus.

M3non3saHe Ha BCMYKM KaHau
3a KOMYHUKaUuA.

o

SWOoT
)
Mopo6pssaHe
NpeAoCTaBAHETO Ha Mpobnem B HauMHa Ha
uHpopMaLma Ha n3passBaHe Ha CAyXuTenuTe.

Chyxutenure.
4
@uzypa 12. SWOT-ananus na komynuxayuama e A1°°

EMIpu4yHOTO M3cneaBaHe YCTaHOBU aJIeKBATHOCT HA TEOPETUYHUS MOJIEN, KaTO Aa/ie SICHA U IOTBbPJCHU
pe3yiTaTu OT MpujlaraHeTo My. AnpoOarnusaTa Ha METOJJMKaTa B KoMIaHuATa Al mokasBa, 4e Ts € NPUIoKHUMAa,
HE3aBUCHMO OT crenu(puKaTa Ha U3MOJ3BaHUTE KaHAJIM 3a BBTPEIIHA W BbHIIHA KOMyHHKanus. /okazaHa e
e(eKTUBHOCTTa Ha pa3pabOTEeHUs] UHCTPYMEHTAPUYM U aJalTHpaHUTE KPUTEPUU U MOKA3aTeNIH 3a OLEHKA Ha
pa3IMYHUTE XapaKTEpPUCTUKU Ha OpraHU3allMOHHATa KOMYHUKalusg. AHanu3upaHa € e(QeKTUBHOCTTa Ha
U3I0JI3BaHUTE KaHAIM 32 KOMYHHUKAIMs 0T Al U ca u3BeleHH MPEeI0KEHH 3a O00psiBaHe HH(OPMHUPAHOCTTA

Ha CIIYKUTCIUTC U YCBbBBPUHICHCTBAHC HA MCKAYJIIMYHOCTHATA KOMYHHUKAILIUA.

%6 CoGeTBEHO N300pakeHE HA aBTOPa



PaboraTa mo ychBBpIICHCTBaHE Ha anmpoOHMpaHaTa METOJMKA, aHAJH3 Ha IMOJIyYCHUTE JAHHH OT TO3U

HAy4eH TPYA U HU3CJIEIOBATEICKUTE IPOYYBAHUS LIe POABIDKAT U U3BBH aucepTauuoHHus Tpyd. [lopaau ToBa

IEPCIICKTUBHU 3a Pa3BUTHUC Ca:

1. AnpoGHpaHe Ha METOAUKaTa 4Ype3 Ch3AaJACHUA MCETOAUYECCKH MHHCTPYMCHTApUYM B TOJIEMU

IPEANPUATHS, U3IOJI3BALIU PA3IMYHA KOMYHUKAl[MOHHM KaHAJIW 33 BBTpELIHATA U BBHIIHATA CH
KOMYHUKAIM, C [1eJl yCTAHOBSIBAaHE HA IIPOITYCKH B MEXKIYJIMYHOCTHUTE KOMYHUKALIMH.
Pa3zpaGoTBaHe Ha METOJIMYECKM AaCIEKTH, YJICCHSBAIIM IMOJOOPSIBAHETO Ha MEXIYJIMYHOCTHATa
KOMYHHKAIIHsI B 3aBUCUMOCT OT crienu(pHUKaTa Ha KOMIaHUTA.

CexpaHsBaHe M aHAJIM3MpPAaHE HA TOJYYECHU PE3yATaTH HA BCSAKA KOMIIAHUS 3a MOJOOpsSBaHE H

YCBBBPUICHCTBAHC HA U3NIOJI3BAHUA HHCTPYMCHTAPUYM.

braemuTe wu3cneaBaHus ca HACOYCHU M KbM I[opaspa60TBaHe Ha MCTOJAMKATAa W IIPHUIIOKCHUS

HHCTPYMCHTAPUYM, IO OTHOIICHHUEC MNPUIOKHMMOCT B II0-MaJIKU KOMIIAHMH, KOUTO HC HU3II0JI3BAT BCUYKHU

KOMYHUKAIIMOHHHU KaHaJIN, C OCJI U3BCKIAHC HAa HACOKH 3a HOZIO6p$IBaH€ Ha MCKAYJINYHOCTHUTC KOMYHHKAIIUN

n e(beKTI/IBHOCTTa Ha YIIpaBJICHUCTO.

HU3Boam ot Tpera riasa

Ha 6a3za IMPUITIOKCHUC HAa MCTOJHMKATA B KOHKPETHO MPCANPUATUC MOKE Ja C€ NOCTUTHE OO0 CICIAHUTC

HU3BOOU:

BBHIIIHaTa KOMYyHMKanus Ha Al e edexrtuBHa. M3rpameHuar Gnor vHTErpupa cOOCTBEHOTO
ChIbpKaHUE Ha yeOcaiiTa, KaTo o JONBJIBA C pa3BiIEKaTEJHU U 3a0aBHU 3a YETEHE CTaTHH,
NPUBIMYAIIYA BHUMAHHETO Ha MOTpedbuTenuTe. baorsT Ha KOMIaHUATa aKTUBHO € U3II0JI3BaH KaTo
e(eKTUBEH HHCTPYMEHT 3a KOMYHUKAIIMOHHUS MEHUPKMBHT Ha KOMIIAHUATA,;

BbB BBTpEIIHATa KOMYHHKAlLlUs Hal-W3MOJI3BaHUS KOMYHHUKAI[MOHEH KaHajl € eJeKTpOHHAaTa
o111, clieZiBaHa OT TelieOHHUTE pa3rOBOPH, KAaTO TE3U KAaHAJIU ca U HaW-NPEeNNOYUTaHU OT
CITY)KUTEJIUTE;

IPEINOoCTaBKa 3a ePeKTUBHA MEXAYJINYHOCTHA KOMYHHMKAIIUS € TOTOBHOCTTA Ha CITY)KUTEIUTE /12
MpeaocTaBsIT Obp3a oOpaTHA Bph3Ka Ha MOYUYEHOTO CHOOIICHHE OOMKHOBEHO B paMKuTe 10 60
MHUHYTH. 3a Jla ce CIy4H TOBA € HEOOXOIUMO SICHO (hOpMYJIHpaHe Ha U3NPATEHOTO ChOOIICHNE U
U3II0JI3BaHe Ha pa30upaeM e3uK, 0e3 ChKpalleHus 1 Hepa30upaeMu CIOXKHH JyMHU;

npobjeM 3a yacT OT CIYXHTEIMTE c€ sBsiBa HAuMHA Ha H3pa3sBaHE Ha MOJATENsAT Ha
ChOOIIEHNETO, KaTo cropen 61% oT aHKeTUpaHuTe JIMLA, Hall-uecTo TOW ce u3passBa MO-CKOPO
paz0bupaemo;

98% OT ciIy)XUTENUTE ca Ha MHEHHUE, 4Ye 3a J1a U3MbIHABAT €(PeKTUBHO CIyKeOHUTE CH 3aJ]auu,

BB3JIOKEHU OT MEHHDKBPUTE clieqBa Aa Obaat 1o0pe nHGOPMHUPAHH,



e 77% OT CAyXUTEIUTEe MOJydaBaT MPEKAJIEHO MaJKO MH(OpMAalUs MO YacT OT HM3MOJI3BAHUTE
KOMYHUKAIIMOHHU KaHaJH;

e ako MH(OpMaIMATA € IPeJOoCTaBeHa 10 MoBeue noiydarenu, 64% oT pecroHIeHTUTE I0COYBaT,
ye B 3aBUCHMOCT OT OYakBaHaTa oOpaTHa, IpPEIBApUTENHO Ie OOCHAAT HHpOpMAaIUsATa C
OCTaHAJUTE MOTyYaTeIH, IPEIH 1a MPeIoCTaBAT 0OpaTHA BPH3Ka;

e JIpyr mpo0iieM, KOWTO € YCTaHOBEH €, Y€ Ha 52% OT CIIy)KUTEIUTe UM € HEOOXOAUMO J1a ThPCST
uHOpMaLs, 3a U3ITBIHEHUE HA eXKEeIHEBHUTE UM JCHHOCTH, KaTo criopea 37% ToBa ce ciy4yBa
MIPEKAJIEHO YECTO;

¢ MCHHUIUKBPUTC CJICABa 1a 06’praT II0OB€YC BHHMMAHHEC II0 OTHOIICHHEC Ha BB3MOXHOCTTA
CIIY’)KHTEJIUTE J]a y4acTBaT B Mpolieca Ha B3€MaHE Ha PEIICHHUS, Kacaellld U3BbPIIBAHATA OT TAX
JeiHOCT, M0-e(eKTUBHO;

e rmopaau ycraHoBeHus (akT, ye camo Ha 11% oOT chmykuTenure He UM ce Hajara Jia ThpCST
JIOMBIHUTENHA HHPOPMAIIHS 32 U3MBIHABAHE HA €KEIHEBHUTE UM 3a]IbJDKEHUSI € HEOOXOAUMO

pa3paboTBaHe Ha MOJIEN 3a MOJ00PsBaHE HA MEKYJIMYHOCTHATA KOMYHUKALIUS B KOMIIAHUATA.

3AKVIIOYEHHUE

MexynnyHOCTHATa KOMYHHUKAIMS UMa el Ja YCTaHOBU U MOJIbpKa B3aMMHOW3TO/IHU OTHOILIEHUS B
paMKUTE Ha OpraHM3aIusITa, KOETO BOJU /O MOBUIIABAHE HAa OPTaHMU3AIMOHHUTE pe3ynTaTH. Ta3u Bpb3Ka e
U3KJIIOUMTETHO BaKHA, ThI KaTO CIY>)KUTEIUTE U3ITBIHIBAT 33/1a4M CIIOpE TPEeI0CTaBeHaTa UM HH(OpMaIUs OT
MeHUKbpUTe. KakTo BepTUKaIHaTa, Taka U XOPU30HTAIHATa MEXTYJTUYHOCTHA KOMYHHUKAIUS ca UHCTPYMEHTH
3a ycrexa Ha OM3HeC OpraHu3aluTe, KOUTO JAeWCTBAT upe3 Mo 00psBaHe Ha YAOBIETBOPEHOCTTA OT padoTara u
aHTra)XUPaHOCTTA HA CIYy>KUTeNuTe. Mex1yTHYHOCTHAaTa KOMYHUKAIM € 100pe U3CieBaH 1 Jloka3aH (akTop 3a
MOCTUTaHE Ha MOJIOKUTEHH HATJIaCH, KOUTO Ch3/1aBaT e(PeKTUBHU MEXKIYIMYHOCTHU OTHOIICHHUS B PAMKHUTE Ha
€/lHa KOMITaHUS KaTo €JIEMEHT OT e(PEeKTUBHOCTTA HA BbTPEIIHATA KOMYHHUKAIUS B YETUPU OCHOBHU (YHKIUHU —
KOHTPOJI, MOTUBAIIMSI, EMOLIMOHAIHO U3pa3siBaHe U HHPOpMaIIHs.

EdexTuBHOCTTa Ha KOMYHHMKAalMsTa € Hepas[elHa YacT OT IOBEACHUETO W U3rPaXJAHETO Ha
MEXIYJIUYHOCTHA OTHOIIEHUS, 3all0TO KOMYHHUKAIUATAa WIpae KIIUOBAa pOJsi BHBB BCHUKH BHJIOBE
B3aMMOOTHOIICHUSI, HE3aBUCUMO Jalu € JIMYHa WM npodecuoHanHa. J[oOpuTe B3aMMOOTHOILICHUS MEXKIY
CILY’)KMTEJIUTE OCUTYPSIBAT MOJIOXKUTETHA cpeia Ha paOOTHOTO MSICTO M UM [ToMaraT Ja MOCTUTaT LEeJTUTe CH MHOTO
10-66p30. OT CBOSA CTpaHa MEHUDKbPHUTE, KOUTO U3IOJI3BAT OTBOPEH THII KOMYHUKALUS C IO-HUCKO CTOSIIIIUTE
B HiepapXusiTa MEHUDKBPH, ca MO-CKIOHHHM J1a U3rpaair e(heKTUBHU PabOTHU B3aMMOOTHOILIEHUS, J1a TOJO0PAT
TAXHOTO TpEACTaBsSHE W Ja JAONpHHEecaT 3a OpraHM3alliOHHaTa TPOU3BOJAUTEIHOCT, KOETO € YycleX B
ynpaBieHueTo. B chBpeMeHHNUTE OpraHu3aliy ce Mpuiiarat ¥ [BaTa [ojaxo/1a Ha yrnpasieHue. JInaepcKusT cTul
ClIe[IBa J1a OTTOBOPY HAa OYAKBAHMSTA HA CIIY)KHTEITUTE HAa KOHKPETHATA OpraHU3aIlKs [0 OTHOIICHHE Ha TIPOMSHA

Ha TAXHOTO IIOBCACHUC, HACOUYCHO KBM IIOCTHUT'aHC Ha (pI/IpMeHI/ITe neiau. ToBa M3HCKBa MCHHU/DKBPUTC [a



npuTexaBaT (GopMynupaHa JMYHOCTHA IEHHOCTHA CUCTEMa, KOATO Ja U3rpaju ONpesesieHa cucTeMa OT IpaBuiia
B OpraHM3alusATa, Ha KOATO Ja C€ MOMYMHABAT (PUPMEHUTE IENU W MpUJIaraHuTe NEHHOCTH, KaTO BCHYKU
HOJUTUKH, IPOLEAYPHU U NPaBUJIA, YacT OT CTUJIA Ha yIpaBJIeHUE TpsiOBa /1a 0Tpa3siBaT UMEHHO Ta3U CUCTEMa OT
LICHHOCTH Ha MeHWJUKbpHUTe. ToBa omnpenenst HEOOXOAUMOCTTa OT MU300p Ha CTHJI Ha YIPABJICHHE NPOMEHSIIL
TPaJUIIMOHHUTE YIPABICHCKA (YHKIUU M KOHTPOJI Ha MEHHKBPHUTE, KAKTO M HAUYWHA HA M3MBJIHABaHE Ha

JNEMHOCTUTE OT CTpaHa Ha CIY)KUTEIUTE, 3a J1a Ob/ie OpraHu3alysITa yCIelHa 1 1a Ce IOCTUTHAT HeHHUTE 1IeITH.

I11. CHPABKA 3A OCHOBHUTE HAYYHHU U HAYUYHO-IIPUJIOKHUA MPUHOCH B
TUCEPTALIMOHHUS TPY I

I[I/IcepTaIII/ISITa CbAbpiKa HAKOJIKO OCHOBHU HAYy4YHU IMIPHUHOCH:

IIbpBUAT NPHHOC € pa3lIMpEeHHe Ha HAY4YHOTO I0JIE 3a M3Cie[BaHe B 00JacTTa Ha MEHUIKMBHTA 3a
e(l)eKTI/IBHOCTTa Ha YyHIpaBJICHUCTO YPC3 AOKa3BaHC Ha BPB3KA MCEKAY MCKAYIUIYHOCTHUTC KOMYHUKAIHUU H
e(eKTUBHOCTTA HA YIPABJICHUETO.

AHanu3upaHy ca HAUMHHUTE 32 OpraHu3alus Ha epeKTUBHATA MEXAYJIMYHOCTHA KOMYHHKalLUs, Oapuepure
B OOII[yBaHETO M BIMSHUETO UM BbpPXY MOTHUBAILUATA U NoBeAeHUETO. [IpecTaBeHa e ChIHOCTTa U POIsITa Ha
MEXIYJIUNYHOCTHATA KOMYHHMKAallUsi B YIpPaBJIEHMETO Ha opraHu3zauuute. Pasriaeman e mpouechT Ha
YCBBBPIICHCTBAHE HAa MCKIAYJIMYHOCTHATA KOMYHHKALUA, KAKTO W BJIIMAHUCTO HaA JUTHTAIU3ALUATA BBPXY
MEXIYJIMYHOCTHATA KOMYHUKALIHS.

BTopusiT mpuHoc € pa3paboTKa Ha aBTOPOB TEOPETUYEH MOJIEN Ha BIUSHHETO HAa MEXIYyJTUYHOCTHUTE
KOMYHUKAIMH BbPXY €()EKTUBHOCTTA Ha YIPAaBICHUETO U3MEPEHA Upe3 yIOBIETBOPEHOCTTA HA CIIYKUTEIUTE U
KIIMECHTUTCE.

TperusaT npuHoc e pa3paboTka Ha HOBa aBTOPOBA METOJIMKA 32 YCHBBPIIEHCTBAHE HAa MEXKTyTUYHOCTHUTE
KOMYHHKAIMM KaTo (akTop B €(EeKTUBHOCTTA Ha ynpaBieHueTo. IIpuioxkeHn ca KpUTEpHH U U3MEPHUTEIH 32
YCIIEIIHO YIPaBJIEHUE U ca pa3pab0TEeHU HHCTPYMEHTH.

MeTOJII/IKaTa 3a YCBbBBPUICHCTBAHC HAa MCKAYJIMYHOCTHATA KOMYHHUKAIIKUA, KOATO CBABPXKA IIET €Tala U
oOxBallla 4YeTHpPH METOoJia 3a MpOBeXJaHe Ha u3cineqBaHe (KOHTeHT aHanu3, SWOT-aHanu3, npuiarane Ha
AQHKETHHU METOAM U IBJIOOYMHHU UHTEPBIOTA).

YeTBBPTUAT NPHMHOC Ca HANpPaBEHUTE MPAKTHUKO-TIPWIIOKHHM aHAIUM3U U M3BOAUM U ca pa3paboTeHH
IMPAKTUYCCKHU YKAa3aHUs 3a MPHUITOKCHUCTO UM.

HpOBeHeHO € CMIIMPHUYHO U3CJIICABAHE, CBBP3aHO C MCXKAYJINYHOCTHUTC U KOPIIOPATUBHU KOMYHHKAIIUN HA
MHOBAaTHBHU M BUCOKOTEXHOJIOIMYHU KOMIIAHUH, YPE3 aHAIM3UPAHE HA PE3YIATATUTE OT IPOBEACHO EMIMPHUUHO
U3CJIEIBaHE, OCHOBAHO HA aHKETHO IPOYYBAHE CPEJ PBKOBOJIUTENM U CIYKUTEIu. Upe3 aHalnu3 Ha JaHHU Ha

H3CJICABaHaTa KOMIIaHUA, B PE3YyJITaT Ha NPUJIIaraHeTo Ha MNPEIJIOKCHATa BbB BTOpPA IrjlaBa METOAOJOIUA, CC



q)OpMI/IpaT HU3BOJAMN U CC MU3BCKAAT NCPCICKTHUBU 3a HOI[OGp}IBaHe Ha MCXKAYJINYHOCTHATA KOMYHHUKAIIUA KATO

(axTop 3a yCIEIIHO yIpaBJeHHUE.
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I. GENERAL CHARACTERISTICS OF THE DISSERTATION THESIS

1. TOPICALITY OF THE DISSERTATION THEIS

The topicality and significance of the topic of the dissertation thesis is due to the fact that
the interpersonal communication and its effectiveness are essential for the corporate
management, organizational climate and financial results in any given organization.

Recently, there has been an increased interest in regards to the dissertation topic, not only
by companies and their management teams aiming to improve the macroeconomic indicators
and expectations, but also by the theoretical and methodological researchers due to the
application and possible development in the scientific field. The application of the researched
topic is relatively wide and might be of interest for corporate development based on

relationships and communication.

1. OBJECT AND SUBJECT OF THE RESEARCH

The object of the study is the interpersonal communication as a factor influencing the
management of an innovative business organization.

The subject of this dissertation is a research and evaluation of the impact of the
interpersonal communications in the organization on the success of corporate management,

measured via employee satisfaction and customer satisfaction alike.

2. RESEARCH THESIS

The thesis of the present dissertation sets forth that the success of management is
strongly dependent on the personal communication competence and style of managers and on
the organizational culture as an environment and manifestation of the interpersonal

communications.

The working hypotheses implemented in the dissertation research are the following:

e The model of the impact on the interpersonal communications, which has been
derived in the theoretical part, is reliable and adequate.

e The interpersonal communications are a significant factor in employee



satisfaction as a measure of management success.

e What is more, the interpersonal communications are a significant factor in the

external communications and customer satisfaction as a measure of success.

3. AIMS AND OBJECTIVES OF THE RESEARCH

The aim of the dissertation is to develop a scientifically sound and practically applicable
methodology for improving the interpersonal communications in an organization as a factor in
the successful management. In order to achieve the latter, there are sub-aims, which have been
set:

e To synthesize the model of the influence of the interpersonal communications

on the management success.

e To prove the applicability of the methodology in a specific organization.

The main objectives related to the achievement of the aims set are as follows:

1. Tostudy the existing research and theoretical sources that are related to measuring
the impact of interpersonal communications on the management success.

2. To determine the impact of digitalization and interactive communication on the
interpersonal communication. On this basis it has to establish the new elements
of communicative competencies in vertical communications and to synthesize a
theoretical model of the relationships amongst the interpersonal communications,
management style, organizational culture and management success.

3. To develop methodology for improving the interpersonal communications for
enhancing the effectiveness of management by adapting scientific methods and
tools thereto.

4. To approbate the methodology in a specific organization in order to establish its
applicability and to derive practical instructions for its application.

5. To derive perspectives and opportunities for improving the interpersonal
communication as implementing the proposed methodology as a factor for

successful management.

5. RESEARCH METHODOLOGY

The proposed methodology for measuring the communication management at an



organizational level focuses on the effectiveness of communication and the provision of
information and comprises analysis of the created information flows in the companies
through diagnostics of the internal and external communication, analysis of the selected
communication channels and their efficiency and expediency in regards to the activity

performed.

The methodology comprises four methods:

e content analysis,
e SWAOT analysis,
e application of survey methods,

e conducting in-depth interviews.

The methodology covers five stages:
1. Evaluation and diagnostics of the interpersonal communications.
2. Identifying gaps in the interpersonal communications.
3. Development of models for improving the interpersonal communications.

4. Preparation of a plan for implementation of the proposed models for improvement of the

interpersonal communications.

5. Evaluation of the implementation of the plan and preparation of guidelines for improving the

interpersonal communications.

6. SCOPE OF THE RESEARCH

The proposed methodology for improving the communication management at an
organizational level focuses on the effectiveness of the communication and the provision of
information and comprises analysis of the created information flows in the companies through
diagnostics of the internal and external communication, analysis of the selected communication

channels and their efficiency and expediency in regards to the activity performed.



7. APPLICATION OF THE RESEARCH

The approbation of the methodology in the company Al Bulgaria shows that it is
applicable in the companies, regardless of the specifics of the channels used for internal and
external communication. What has been proved is the effectiveness of the developed tools and
the adapted criteria and indicators for evaluation of the various characteristics of the
organizational communication. The effectiveness of the communication channels used by Al
has been analyzed and respectively there have been proposals made for improving the

awareness of employees and enhancing the interpersonal communication.

8. STRUCTURE AND VOLUME OF THE DISSERTATION THESIS

The structure of the dissertation thesis is logically related to the aims and the
objectives of the research and follows the research approach adopted by the author thereof.
The thesis covers 192 pages and has been structured as follows: introduction, three chapters,

conclusion, appendices, references and list of the tables and figures included therein.

The content has been structured in the following sequence:

INTRODUCTION

CHAPTER ONE. The interpersonal communications as a factor in management

1. Interpersonal communication

1.1. Nature of the interpersonal communication

1.2.  Types of communication

1.3.  Effective communication (organization, models, barriers to communication)

1.4.  The interpersonal relationships and their influence on motivation and behaviour (psychology of

communication)

1.5. The interpersonal communication and communicative culture

1.6. Media communication

1.7. Nature and place of communication in the management of the organizations

2. Improvement and enhancement of the interpersonal communication

2.1. Improvement and enhancement of the interpersonal communication

2.2. The impact of digitalization on interpersonal communication (development of the interactive
communications, digital competence, progress in the interactive communication)

3.Correlation between the interpersonal relations and the success of management Conclusions and

findings derived from Chapter One.

CHAPTER TWO. Methodology for improving interpersonal communications aiming to
enhance the management effectiveness

2.1. Evaluation and diagnostics of the interpersonal communications in the selected companies.
2.2. Identifying gaps in the interpersonal communications



2.2.1. Measuring the management effectiveness

2.2.2. Study of the organizational culture as a system of values that promote the effective interpersonal
communication

2.2.3. Content analysis of the interviews conducted with managers and employees in order to identify
gaps in the interpersonal communication

2.3. Development of models for improving the interpersonal communications

2.4. Preparation of a plan for implementation of the proposed models for improvement of the
interpersonal communications

2.5. Evaluation of the implementation of the plan and preparation of guidelines for improving the
interpersonal communications

Conclusions and findings derived from Chapter Two

CHAPTER THREE. Approbation of the methodology for increasing the
effectiveness of the management by improving the interpersonal communications
3.1. Aims, subject and objectives of the research

3.2. Methodology

3.3. Data about the studied company

3.4. Analysis of the impact of the interpersonal communications

3.4.1. Diagnostics of the external communication

3.4.2. Diagnostics of the internal communication

3.4.3. Diagnostics of the employee satisfaction

3.5. Opportunities for improving the interpersonal communications in the studied company
Conclusions and findings derived from Chapter Three

CONCLUSION

SCIENTIFIC CONTRIBUTIONS

APPENDICES

Appendix Ne 1. Survey held amongst the employees for measuring the internal
communication that has been built up.

Appendix Ne 2. Questions for conducting in-depth interviews

BIBLIOGRAPHY

LIST OF TABLES AND FIGURES INCLUDED THEREIN



1. SUMMARY CONTENT OF THE DISSERTATION

INTRODUCTION

The introduction presents the topicality of the research and sets out the motives for the
development of the dissertation. What have been defined are the research thesis, the object and

the subject of the research, the aims and the objectives set forth.

CHAPTER ONE

The interpersonal communications as a factor in management.

Chapter One is theoretical and presents the interpersonal communication as a factor in
the management of the organizations. It further presents the essence and types of interpersonal
communication from the point of view of the interpersonal relationships, as well as the impact
of communications on the management and conflict management respectively. The
improvement of the interpersonal communication requires better coordination and
communication, so that the individual actions of the various teams in the organization can be
united into common collective actions aimed at achieving a specific strategic goal of the
organization. Hence, the first chapter presents various stages in the process of improving the
interpersonal relations, as well as the impact and development of interactive communications
and digital competence on the interpersonal communication and the overall success of the

management.

1. Interpersonal communication

1.1. Nature of the interpersonal communication

The interpersonal communication in any organization has an important role for its
functioning, as well as for its successful management, because each activity of the management
team contains a constant communication process in which the participants are the different

structural units and different categories of employees?’. The bigger an organization is, it is

27 Avramov, V. (2003), Company communication policy. Sofia: Ciela, pp.9



assumed that the interpersonal communication between managers and subordinates is more
effectively built, because the need for effective internal communication is directly proportional
to the size of the organization, leading to more difficult provision of information to the whole

team.
1.2. Types of communication
In the various publications and specialized literature there are a number of differentiations

of communication, depending on the presence of feedback from the recipient of information,

the means of communication used, the hierarchy of transmission of information and so forth.

(Figure 1).
One-way
Depending on the
availability of
feedback
Two-way
Verbal
Depending on the
means used
Non-verbal
Types of
communication
_ Vertical
Depending on the
hierarchy of
information
transmission i
Horizontal
National
Depending on
nationality
International

Figure 1. Types of communications?®

28 Tsaneva, P., Dimitrova, D. Communication models. pp. 20



The interpersonal communication in the organization is divided into two main
types groups:

e vertical communication - expressed in the communication between the
manager subordinates;

e Horizontal or lateral communication - communication between employees;
According to other authors, the main types of communication are defined as
of the organizational structure, the direction of information and the expression
used (Figure 2).

According to the
direction of
communication

According to the According to the style
organizational structure of expression

Figure 2. Types of communication according to the organizational structure?®

The formal communications are divided into horizontal and vertical, as the horizontal

one comprises communication that intersects the different levels in the organizations.

29 Goldhaber, M. (1990). Organizational Communication. State University of New York, pp. 4-31



The informal communication involves a series of interactions that do not follow the
official communication channels of the organization, as in this process of communication the

members belong to different groups.

1.3. Effective communication (organization, models, barriers to communication)

The interpersonal communication uses a variety of verbal and non-verbal means, some
of which are more successful than others in terms of communication effectiveness. In the quest
of effectiveness in the interpersonal communication, the rule "7-38-55" was formulated in 1967
by the distinguished psychologist Prof. Albert Mehrabian. He studied the impact of each
element of the interpersonal communication on the listeners and concluded that the dominant
elements in the interpersonal communication are the non-verbal signals, compared to verbal

communication (Figure 3).

Figure 3. Mehrabian Rule 7-38-55 on Interpersonal Communication®

1.4. The interpersonal relationships and their impact on motivation and behaviour

(psychology of communication)

The quality of interpersonal relationships in the workplace determines the behaviour that
employees use to communicate with each other®!, as the effective relationships lead to better

engagement, performance of tasks, motivation, innovation, error detection, teamwork, helping

30 Amsel, T. (2019). An urban legend called: , The 7/38/55 Ratio Rule”. //European polygraph//
https://www.researchgate.net/publication/337463120_An_Urban_Legend_Called_The_73855_Ratio_Rule

31 sz0stek, D. (2019). The Impact of the Quality of Interpersonal Relationships between Employees on
Counterproductive Work Behavior. // Faculty of Economic Sciences and Management, University of Nicolaus Copernicus
in Torun//
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others, reducing conflicts and resilience to the reaction to negative events.

1.5. The interpersonal communication and communicative culture

The interpersonal communication and cultural expression in communication are two
inextricably linked parties in the common process of communication and transmission of
messages. The communicative culture is related to communicative competence, i.e.
communicative knowledge, communication skills and communication habits. The achievement
of effective communicative competence and good culture is also influenced by psychological

factors presented in the following Table 1.

Table 1. Factors having an impact on the communication culture and

communicative competence.?

Factor Impact

Motivation The motivation to communicate has effects on the
willingness/unwillingness to communicate, hence, when the
motivation to communicate is high, people are more likely to
cope with difficulties during communication, as by contrast if
the motivation is low, they choose to give up communication

opportunities.

Behaviour The attitudes have an impact on achieving more successful
communication culture.

Trust It is associated with the individual confidence to
communicate with the given person.

Resilience Coping with the communication failures caused by language,
social and other barriers to communication.

1.6. Media communication

The development of media in the modern world is changing the way of communication
- the invention of the radio and television contributes to the development of electronic media,
the widespread use of the Internet causes a complete change in the interpersonal

communication, thus turning them into digital ones. The emergence of each new type of

32 Koev, S. (2018). Models of communicative competences. // Challenges to industrial growth in Bulgaria // pp. 319-325. 319-325.
https://www.industrialgrowth.eu/wp-content/uploads/2018/11/34.pdf
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communication and each new media completely changes the way of communication,
consequently creating new communication models and building a change in the psychology of

communication.

1.7. Nature and place of communication in the management of the organizations

Due to the growing competition in recent years in all sectors of the economy, the strategic
management is a crucial factor in maintaining market positions, retaining and reaching new
customers. In order to achieve the organizational goals, the manager must be able to convey
information, ideals, attitudes and feelings through the process of communication to his/her
employees.

In the management of the organization, the communication has three main functions,
which are expressed in the provision of information, motivation of employees and control of

the activities carried out (Figure 4).

* Provides the * Allows for * Ensures the
information Expressing implementation
necessary for opinions and of effective
decision encouraging control over the
making. employees. activities.

Figure 4. Basic functions of communication in the management of the organization 33
2. Improvement and enhancement of the interpersonal communication

2.1. Process for improvement and enhancement of the interpersonal communication

The process of interpersonal communication comprises the following elements:
e Sender - this is the person who transmits the information;
e Message - this is the transmitted information itself;

e Channel - a means of transmitting information.

33 Kelvin-lloafu, L. (2016). The Role of Effective Communication in Strategic Management of Organizations.
lInternational Journal of Humanities and Social Science// pp. 94.
http://www.ijhssnet.com/journals/Vol_6 No_12 December_2016/10.pdf
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e Receiver-the person who accepts (receives) the information.

In organizations, the managers can play the role of both sender and receiver of
information, as the communication goes through different stages (Table 2)

Table 2. Stages of communication process in the organization 3

Stage Activities

Origin of the idea The manager considers who the information
is intended for and how to communicate the

message to the said person.

Encoding and channel selection Encoding of information depending on the
selected communication channel

Transmission Physical transmission of information
through a personal meeting, by telephone, in

writing or via any other selected means.

Decoding Decoding the information by the receiver
Provided that the manager has chosen the
right channel for transmission of information,
therefore the receiver should have understood
it correctly taking actions thereto, as expected

by the sender of the information.

Feedback A necessary element of the management
process which analyzes whether the message

is transmitted and understood correctly.

The following table shows different ways to improve the interpersonal

communication (Table 3).

34 Markov, K. (2018). Communications, interaction and management. // Proceedings of International Scientific Conference ,,Defense
Technologies”, Faculty of Artillery, Air Defense and Communication and Information Systems// c. 265
http://www.aadcf.nvu.bg/scientific_events/dft2018/K.%20M.%20Markov,.pdf
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Table 3. Ways to improve and enhance the interpersonal communication that

can be implemented by the managers *°

Activity

Description

Demonstrating empathy

It is important for every manager to be able
to demonstrate to their employees that they
are aware of the fact the subordinates have a
personal life in which they are interested. In
this way, the employees will feel
appreciation and will be more satisfied with
their work, which will consequently lead to
greater productivity and overall positive

work environment.

Adopting policy of a more open type of
communication

The communication between the manager

and employees can be accomplished via an
open type of communication in which
employees can reach the manager to discuss
various activities and tasks informally,
without having to make an appointment in
advance, as such is the practice of the large

companies.

Enabling employees to express personal

opinion

Sending surveys and questionnaires,
conducting periodic personal meetings, using

social networks, etc.

Respecting cultural diversity

The leadership must be transparent in regards
to its efforts to improve the integration of all
employees and enable everyone to share their
thoughts on various initiatives related to their
activities or the development of the

organization as a whole.

35 source:author



Providing feedback to each employee What should be provided is constructive

on the activities he/she performs, criticism of the tasks performed by
which is coherent and comprehensive employees with examples of the problems
arisen and specific guidelines for further

actions.
Using appropriate means of Facilitating the way the organization
communication communicates and  encourages the

employees to share their views and be

proactive in providing feedback.

2.2. The impact of digitalization on interpersonal communication (development of the
interactive communications, digital competence, progress in the interactive

communication)

The communications emerging in the cyberspace and social networks are dramatically
increasing, and this increase impairs the effectiveness of the interpersonal communication.
The next Figure 5 shows the main changes in the way of interpersonal relationships that

occur when using the new communication technologies

Lack of
Deindiv non-
idualiza verbal
tion commu
nication
s

personal
gualitie

Figure 5. Changes in the way of interpersonal communications when using the new
technologies 3¢
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The lack of non-verbal communication leads to more friendliness and satisfaction from
the interaction through the Internet and social networks. Despite the use of emoticons as
substitutes for the traditional non-verbal communication to convey feelings and emotions in a
digital environment, due to the complexity of the interpersonal communication between people,
the receiver of the message can get confused because they indicate the presence of emotion but
the absence of the individual, which in turn can direct the feelings and emotions in a specific
direction that might differ from the actual one.

Deindividualization shows that in digital interpersonal communication there are
stereotypical and exaggerated partner impressions that occur due to disproportionate
dependence on the minimal replicas of identity available in text-based interactions.

The construction and presentation of the desired image on the contrary allows for
optimizing the self-presentation and the ability to comply with the generally accepted rules of

communication.

3. Correlation between the interpersonal relationships and the success of management.

The effectiveness of communication is an integral part of behaviour and building
interpersonal relationships. The following table presents some of the interpersonal relationships

assisting for enhancement of the management of the organization (Table 4).



Table 4. Interpersonal relationships®’

Interpersonal relationships Meaning

Self-awareness ability The self-awareness falls into the realm of
emotional intelligence and is associated with
a state of a person in which they consciously
know what they feel and why they feel it. The
awareness of one's own feelings and
emotions helps the employees realize the
messages conveyed to others, either through
words  or  non-verbal forms  of
communication. The lack of self-awareness
of employees can be detrimental to the
success and the productivity of the

organization.

Awareness of non-verbal The non-verbal communication is often
communication neglected in building relationships between

the employees, including managers, partners

and customers.

However, the non-verbal cues can either

enhance interpersonal relationships or harm

them, depending on how they are used and on

the context of the situation.

Showing respect to others Showing respect contributes to the promotion
of positive relationships in the work
environment, which can be expressed by
showing gratitude and courtesy; respect to the
ideas and opinions of others; no offence in

communication, whatsoever.

37 Top 8 Interpersonal Skills for the Workplace. (2018). https://www.bigthinkedge.com/top-8-interpersonal- skills-for-the-
workplace/
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Demonstrating empathy and The empathy for others is a crucial part of

understanding building relationships in the workplace
because it helps for perceiving the thoughts,
feelings and needs of the other team

members.

Clear communication Having effective communication skills can
make the difference between the success and

the failure of the organization.

Active listening It is expressed by active listening to each
conversation and accepting other points of

view.

Appropriate behaviour Positive attitude towards the other
employees, showing courtesy, friendly

manner, etc.

Accepting criticism and feedback Giving feedback is necessary for the
personal and professional growth. However,
no one likes to feel criticized. That is why it
is important to recognize the difference
between receiving feedback and criticism.
The feedback, whether positive or negative
in its nature, is actually criticism since it
involves some kind of assessment by
another person. Nevertheless, the significant
difference between these two terms is the

intent.

Conclusions and findings derived from Chapter One.

The following conclusions are drawn from the theoretical considerations in Chapter One:

1 The essence of communication is studied and analyzed in various
fields of science that are relevant to optimizing the activities in the organization
and making important management decisions.

2. As a result of worsened quality of the interpersonal




communications and informal interpersonal communications. What follows next are the
leadership strategies and style, personal organizational culture, and communication system.
Further on, there is the result of management divided into employee satisfaction and customer
satisfaction on the other hand.

communication,
consequences: low motivation of the employees and general dissatisfaction,

leading to frequent conflicts, tension and lack of interest in effective

communication.

3.

Theoretical model of relationships, made on the basis of the

a number of researchers have proven the following

analysis of literature sources, which includes the following elements:
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Figure 6. Theoretical model of relationships

The figure shows the interpersonal communications divided into formal interpersonal




CHAPTER TWO

Methodology for improving interpersonal communications aiming to enhance
the management effectiveness

Chapter Two of the dissertation paper is research and presents a methodology for
improving the interpersonal communications to enhance the management effectiveness. As a
result of communication difficulties, the message remains misunderstood and the effectiveness
of communication decreases. This dissertation presents methods for overcoming the most
important barriers to communication and the conflicts that arise as a consequence thereof. The
effective internal communication presupposes the existence of a communication strategy,
which is why the dissertation outlines the steps for developing and implementing a realistically
applicable strategy. By means of the proposed criteria and measures for successful
management, there are options offered for effective management of human resources and
information flows in the organizations, which will increase the motivation of the employees,
and will have further impact on the direction of exchange and provision of internal information,

and not least, will have effects on the organizational results and successful management.

2.1. Evaluation and diagnostics of the interpersonal communications

The proposed methodology for measuring the communication management at an
organizational level focuses on the effectiveness of the communication and the provision of
information and comprises analysis of the created information flows in the companies through
diagnostics of the internal and external communication, analysis of the selected communication
channels and their efficiency and expediency in regards to the activity performed. The
methodology for measuring the established organization of the information flows in the

surveyed companies is schematically presented in the following Figure 7.
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communication
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Figure 7. Methodology for measuring the established organization of the information flows

in the companies®

The analysis of the selected information channels envisages the use of the four criteria

listed in Table 5, on the basis of which the respective channel is considered appropriate, in

terms of transmission of a specific message.

39 Source: author



Table 5. Conceptual framework for studying communication channels for internal

communication used in the surveyed companies*

Communication channel Criteria Stakeholders
Face to face communication. ¢ Instant feedback. Managers:
Video calls. e Personal e Top- level
Phone calls. transmission of the e Middle-level
Email. message.
Data Transmission. e Using different ways
o Employees:
Other - chats, created internal of communication.
e Consumer
platforms, social networks, e Linguistic .
Service.
etc. diversity.
y e Other

The diagnostics of the effectiveness of the selected communication channels in the

companies is performed by conducting:

e Interviews with the company employees.

e Questionnaire to an unlimited number of employees - how many of them have

the opportunity to participate.

The well-being of the employees of each company and the level of satisfaction have direct
impact on the efficiency of the organization and the organizational success, which is presented
in the following Figure 8, as the process of growth for each company goes through several

stages.

40 Source: author



Management Encouraging Customer
effectiveness communication satisfaction
™ D Y
Profitability and
growth of the Customer loyalty Employee loyalty
company

Figure 8. Correlation between the employee satisfaction and the growth

of the company #

The proposed criteria for assessing the employee satisfaction are presented in the
following Table 6.

Table 6. Assessment Criteria for Employee satisfaction 42

Number of
o employees % of all
Criteria o
indicated employees
the
criterion

Getting a high salary.

Transparent remuneration system.

Secure environment provided.

Workplace security.

Good relationships with colleagues.

Training opportunities.

Less bureaucracy.

41 Morgan, C. (2018). How to Measure and Improve Employee Satisfaction.
https://www.b2binternational.com/publications/employee-satisfaction/
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Encouraging creativity.

Provision of social benefits.

Effective communication with the managers.

Opportunities for career development.

Flexible working hours.

Opportunities for team work.

The strategy for motivating the employees which is to be implemented covers several
aspects*?:

1. Clear definition of the future development goals of the company.
2. Employee feedback system

3. Ensuring constant communication.

4. Commitment of all employees.

5. Building trust.

2.2. Identifying gaps in the interpersonal communications

The next steps are followed to identify gaps in the interpersonal communication in the
surveyed companies:
e Step Ne 1 - Establishing the effectiveness of management as a factor in motivating
employees and promoting the interpersonal communication
e Step Ne 2 - Study of the organizational culture as a system of values that promotes the
effective interpersonal communication.
e Step Ne 3 - Carrying out a content analysis to study the results of the interviews
conducted with the employees in order to identify gaps in the interpersonal

communications
Measuring the management effectiveness

The management styles used by the managers in the studied companies are examined in
order to measure the management effectiveness. The management styles are the ways,

approaches and means for the implementation of the relationship between the managers and

43 Kljajié-Dervi¢, M., Dervi¢, S. (2017). Successful Leadership and Motivation Lead to Employee Satisfaction.
https://www.hippocampus.si/ISBN/978-961-7023-71-8/179.pdf
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employees in the organization, aiming to achieve the company goals set forth and provision of
effective interpersonal communication in the vertical and horizontal direction. This is the
reasoning for the methodology to analyze the chosen leadership style in the surveyed
companies and the satisfaction and motivation of the employees regarding this way of

management.

2.2.1. Study of the organizational culture as a system of values that promote the effective

interpersonal communication

The organizational culture is a system of values and beliefs adopted by the management
body and all employees in the organization, expressed in norms, rules and standards accepted
and sustained in the field of the interpersonal relationships and communication. The
organizational culture should be built on the basis of the main values as presented in the

following Figure 9.

Agreement

Sense of
onging

Positive
managemet

Values

Self-
management

Figure 9. Basic values of the organizational culture**

Furthermore, the organizational culture lies into the basis for achieving the corporate goals.

44 Daskalov, N. (1992). Business psychology. Veliko Tarnovo: Abagar, pp. 152.



Its main elements are presented in the following Table 7

Table 7. Basic elements of the organizational culture*

Element Specifics

Beliefs The concept of the manager and employees about what action and
behaviour are appropriate.

Values Ideas for desires, preferences and patterns of behaviour that are
good and respectively preferred. The behavioural patterns create
the common values.

Norms Social rules defining the boundaries between appropriate and
inappropriate behaviour. There are three types known: laws,
manners and customs

Behaviour Rituals, ceremonies and language of communication used by the
managers and employees in their daily activities in the work
process and the interaction with each other.

Social- The so built relationships resulting in emotional moods, public

psychological opinion and the results of the activity.

climate

The measurement of the effectiveness of the established organizational culture in the

surveyed companies will be performed by analyzing various indicators in terms of individual

values of the manager presented in the following table (Table 8).

Table 8. Criteria and indicators for measuring the organizational culture 48

Criteria Indicators
Individual values of the e Quality of the interpersonal communication that has
manager been built in terms of intensity, hierarchy, imperative.

e Mission, vision and goals of the company development
that have been built up.

o Created organizational culture.

4> Harizanova, M., Mirchev, M., Mironova, N. (2006). Management Sofia: University Publishing House-Economy pp. 96-97
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Change in the organizational culture (values and
perceived behaviour) and the way of communication in

case of change of the manager.

Organizational
climate*

The employees are proud to be part of the company.
The employees feel embarrassed when talking about
the activities performed in the company.

The employees come to work willingly / reluctantly.
The employees feel satisfied with the appreciation by
the manager in regards to the work they perform.
There are positive changes often happening in the
organization.

There are a lot of employees who want to change their
job.

Showing respect by the
manager towards the

employees

What values and beliefs of the employees have been
included in the organizational culture?

The manager being empathic

Formal relationships established amongst the

employees.

Group culture

It is a main concern of the managers to build a positive
group culture based on values, trust, sense of
belonging, and active interpersonal communication.

The managers encourage the continuous interaction
between the employees by supporting them and taking

care of their development.

Hierarchy

Ensuring cooperation and teamwork at different
hierarchical levels.
Promoting innovations and new ideas regarding the

employees from different hierarchies.

47 Karma, K., Vadi, M. (2016). The Measurement of Organizational Culture: Cross-Country Perspective.
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2.2.2. Content analysis of the interviews conducted with managers and employees in order to

identify gaps in the interpersonal communication

Upon conducting the interview with employees and representatives of the managers in
the companies, the methodology provides for the identification of gaps in the interpersonal
communications through content analysis of internal communications. The content analysis
shall be completed by analyzing the results obtained from the conducted in-depth interviews
and a survey questionnaire with the employees in order to establish:

e the fact whether the communication channels used in the companies

sufficiently promote the awareness of the employees;

e whether there has been positive company culture formed, providing an
opportunity for effective interpersonal communication;
e whether there has been established an effective system for transmission of

information and commitment of communication in employees;

e whether the communication channels used are sufficiently effective depending
on the specifics of the activity of the given companies.

Upon conducting the interviews, surveys and content analysis, a SWOT analysis will be
prepared, as comprising the following:
e the strengths in terms of information and communication activities in the
company;
e the weaknesses, i.e. shortcomings that prevent communication from being

effective;
e the opportunities through which the companies would be able to enhance their strengths;

e the threats related to the communication in the company.

The classical SWOT matrix will be used to present the results of the analysis thereto
(Figure 10).
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Figure 10. SWOT Analyzis Matrix*®

The Swat analyzis matrix shows the strengths and shortcomings and the opportunities and threats

afterwards.

2.3. Development of models for improving the interpersonal communications

The steps to be taken upon identifying gaps in communications through
insufficiently effective management are:
1. Establishing a clear vision and goals of the company

2. Change of the communication channels used depending on the specifics of

the activity of the company and the employees

3. Preparation of a communication plan

4. Applying the change in the way of communication

2.4. Preparation of a plan for implementation of the proposed models for improvement of

the interpersonal communications

The plan for realization of the proposed models for improvement of the interpersonal
communication goes through several stages:

1. Improving the role of managers to stimulate effectiveness

2. Analyzing and evaluating the current communication strategy in the company

3. Building up a positive organizational culture

4. Choice of communication channels. Encouraging two-way communication in the
organization by providing feedback from the low-level managers and all employees.

5. Non-verbal communication training.
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6. Assessing the extent to which the employees read and comprehend the messages received.

7. Measuring indicators of corporate commitment to analyze the applied
communication policy.

8. Promoting the interpersonal communication between departments and teamwork

9. Improving the managerial competencies to reduce barriers to communication

10. Change in the external communication performed so far

11. Keeping records on how to use the new or changed channels and tools for
communication and further acquainting all employees with them
12. Determining key indicators in order to identify the successful change in the

communication strategy

2.5. Evaluation of the implementation of the plan and preparation of guidelines for

improving the interpersonal communications

Expected results from a change in the way of communication in the company:

e The employees understand the company goals and strive to achieve them.

e The employees are more productive, as a result of which they contribute more
to the achievement of the goals set and feel better because of their own
contribution to the company, which motivates them to stay at work and help for

the progress in the business development.

e The management is more effective: The communication is no longer just

tactical, but it is strategic as well

e Trust is being built. In order for the managers and organizations to be able to
attract, create, and retain a committed workforce, they need to build trust to
engage employees in achieving the goals set.

e A culture of communication is being created.

Conclusions and findings derived from Chapter Two

1. The methodology proposed is based on the described models and is adapted by the
author to enhance the interpersonal communication aiming to improve the management
results. The methodology comprises five stages and covers four methods for conducting
research (content analysis, SWOT analysis, application of survey methods and in-depth

interviews).



2. The effectiveness of the methodology for improving and enhancement of the
interpersonal communication should be measured not only by quantitative but also by
qualitative indicators showing the effectiveness of management; the employee
motivation, the feeling of appreciation on the part of managers and the increased
productivity; the established trust between managers and employees; teamwork and the
created culture of communication in the company.

3. The satisfaction of employees in the organization is a complex measure of the
effectiveness of interpersonal communication, because it assesses the chosen style of
communication by the manager, communication channels, and the transmission of

messages, promoting teamwork and reducing the barriers to communication.



CHAPTER THREE

Approbation of the methodology for increasing the effectiveness of the
management by improving the interpersonal communications

The last third chapter presents the study of interpersonal and corporate communications
of an innovative and high-tech company, by analyzing the results of a conducted empirical
research based on a questionnaire and held among managers and employees. By analyzing data
of the researched company, as a result of the application of the methodology proposed in
Chapter Two, there are conclusions drawn and perspectives set forth in regards to improvement
of the interpersonal communication as a factor in successful management. By means of
approbation of the methodology in the company, the interpersonal communication in the
organization will be improved, which will lead to better overall management and respectively

financial results.

3.1. Aims, subject and objectives of the research

The aim of the empirical research is to test the methodology for improving the
interpersonal communications in the organization. The application of the methodology is
expected to analyze the current state of communication in the company, diagnose the
communication skills of the managers and provide guidelines for their improvement, as well
as guidelines for improving the interpersonal communication in the company, and furthermore
to provide quantitative and qualitative indicators for measuring the effects arising out of a

change in the interpersonal communication.

The subject of the research is to study the relationships between the interpersonal
communications in the organization and the success of the corporate management, measured

through the employee satisfaction and customer satisfaction alike.

The main objectives related to the achievement of the aims set are as follows:
1. To evaluate and diagnose the interpersonal communications.

2. To study the barriers that hinder communication in the organizations and the
impact they have on the employee motivation and behaviour.
3. To identify gaps in the interpersonal communications.

4. To develop guidelines for improving the interpersonal communications.



3.2. Methodology

The methodology comprises five stages and covers four methods for conducting
research- content analysis, SWOT analysis, application of survey methods and in-depth
interviews.

3.3. Data about the studied company

The object studied in the present empirical research is the interpersonal communication
in Al Bulgaria. The company is the first mobile operator in Bulgaria, founded in 1994, as its
original name is Mobiltel. Al Bulgaria is part of the leading telecommunications provider in

Central and Eastern Europe - Al Telekom Austria Group.

3.4. Analysis of the impact of the interpersonal communications

The methodology for performing diagnostics of the created organization of the
information flows in Al includes analysis of the internal and external communication. The
external communication in the company is measured by content analysis of:

e website;
e social networks;

e Dlogs.

The internal communication in the company is measured by:
e conducting surveys among employees;

e content analysis.
3.4.1. Diagnostics of the external communication
The ways used for external communication by the company comprises:

e the company website is actively used for external communication. Its content
is thoroughly presented, updated quite often, and the various functionalities

provide a lot of benefits to the customers such as checking the bills due,

online fee payment and so forth. There is various news related to the offered

products and services of the company, which are published on the website.



e social networks - the company uses the social networks very actively in order
to communicate with its customers and partners, realizing the fact that the said
networks are among the most visited sites and the most commonly used online
applications.

e A blog has been created on the company website, containing articles, mainly
focusing on advertising of the products and services offered. The so created
blog by Al allows for quick share of news about the various activities of the
company and information about new products, and its regular updating makes

it a convenient way to provide information to customers.

It can be concluded that the external communication of Al is effective based on the
content analysis performed. The blog, thus built, integrates its own content on the website,
supplementing it with entertaining and humorous articles that attract the user attention. The
company blog is actively used as an effective tool for the company communication

management.

3.4.3. Diagnostics of the employee satisfaction

The analysis of employee satisfaction based on the survey held among the A1 employees
shows that 75 persons out of 84 are satisfied with their work, as they are strongly influenced
by the interpersonal communication with the direct line manager. The employee satisfaction is
strongly dependent on the management support for creativity, as well as the open personal
communication. The positive connection between the organizational climate and interpersonal

communication has been proven.

The main factors for motivation and satisfaction with the work performed are the level
of salary, the provided opportunities for training and development, the effective interpersonal
communication between the manager and the subordinate and the adequate assessment of the
activities performed. Based on the outcomes of the answers from the survey regarding
satisfaction, it can be concluded that the studied company has managed to ensure the presence
of all factors that increase employee satisfaction. The other factors relevant to motivation are:

e company facilities and the technologies used therein;

e availability of additional benefits such as a company car, telephone, additional
health insurance, etc.;

e Organizing various trainings;



e empowering the employees;

e overtime compensation;

e presence or absence of motivational strategies;
e imposition of different fines and sanctions, etc.

Judging by the size of the company and the number of its employees, it can be assumed

that they are also provided.

In order to confirm the opinion of the employees about their satisfaction, there were in-
depth interviews conducted with 18 of the company employees working at different levels:

middle managers and employees.

The first question of the in-depth interview requires employees to indicate which of the
listed factors are decisive for their motivation. The data from the results are presented in the

following table.

Table 9. Results on employee motivation after the first
question from the in-depth interview*®

Number of
Criteria employees % of all
indicated employees
the
criterion
Getting a high salary. 17 94.44%
Transparent remuneration system. 3 44.44%
Secure environment provided. 6 33.33%
Workplace security. 11 61.11%
Good relationships with colleagues. 15 83.33%
Training opportunities. 7 38.89%
Less bureaucracy. 4 22.22%
Encouraging creativity. 12 66.67%
Provision of social benefits. 15 83.33%
Effective communication with the managers. 18 100.00%

49 Source: author



Opportunities for career development. 18 100.00%

Flexible working hours. 15 83.33%

Opportunities for team work. 18 100.00%

Taking into consideration the results, it can be concluded that amongst the most
motivating factors are those related to the interpersonal communications. This result proves the
hypothesis that the interpersonal communication is a strong motivating factor.

The measuring of the satisfaction as for the second question of the in-depth interview is
done not only through the presented criteria but also by using the Rensis Likert scale, on the
basis of which respondents are given multiple choices from both opposite ends of the spectrum

and which is then evaluated. The results are presented in the following table.

Table 10. Results on employee motivation, upon applying the

second question from the in-depth interview®

Number of
i employees % of all
indicated employees
the

criterion
Receiving feedback from managers for the effectiveness
of the activities performed by the employees. 6 33.33%
Sufficient technical support and information necessary
for the implementation of the daily activities. 14 77.78%
Opportunity for independent decision making. 16 88.89%
Employee-oriented behaviour. 16 88.89%
Efficient use work time. 17 94.44%
Possibility for using different channels for
communication. 12 66.67%
Effective interpersonal communication. 18 100.00%
Positive organizational climate. 18 100.00%
Opportunity for applying own ideas. 14 77.78%
Encouraging teamwork. 13 72.22%
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Clear corporation policies and strategies for the
18 100.00%

development of the company.
Receiving feedback from managers on the effectiveness

. L 6 33.33%
of employee performance regarding the activities.
Sufficient technical support and information necessary

0,

for the implementation of the daily activities. 14 77.78%

As it can be seen from the results, there are additional factors in increasing motivation
that are the efficient use of the work time, the effective interpersonal communication, the
positive organizational climate, as well as the clear policies and strategies for the development
of the company itself. Indeed, the result confirms the hypothesis that the interpersonal
communications are a significant factor in the employee satisfaction in a high-tech, innovative

company.

Due to the above stated factors, the surveyed company Al Bulgaria should therefore
prepare or update its existing strategy for motivating employees, which should include the
following:

1. Clear definition of the future development goals of the company.

2. Opportunities to provide effective feedback from employees.

3. Providing ongoing communication ensuring various channels of communication
between managers and employees such as email, newsletters, training seminars and
face-to-face meetings so as to promote trust and a sense of belonging to the

organization.

4. Involvement of all employees in planning and decision-making, which concern their
activities. The latter will motivate them and will lead to new and more productive
ways of working, which would usually be neglected only when providing
information on what needs to be done.

5. Building trust. The role of the manager in the process of building trust is essential
when problems arise, as the managers should analyze the situation, understand the

context and provide their statement afterwards.

3.5. Opportunities for improving the interpersonal communications in the studied company

Thus, the conducted empirical research and in-depth interviews are reliable evidence for
measuring the effectiveness of management and the management styles of the managers in the



company.
Aiming to analyze the organizational culture created by the managers in the company, in
the last question of the in-depth interview, the employees were asked to agree or reject each of

the listed statements. The results are presented in the following table.

Table 11. Results regarding the organizational culture®!
created in the company

Number of
. employees % of all
indicated employees
the
criterion
Are you happy to be part of the company? 18 100.00%
Do you believe in the high quality of the
products/services offered by the company? 17 94.44%
Do managers believe in the employees and their
expertise respectively? 14 77.78%
Do managers provide an opportunity for improving
the organizational climate and promoting the
interpersonal communication and teamwork? 15 83.33%
Do managers pay attention to the needs of their
employees and do they inform them about all planned
future activities, which will change the performance
14 77.78%

of their daily activities?
Do managers involve the employees in the decision
making process? 10 55.56%
Are the remunerations of the employees determined
according to their individual achievements and
contribution to fulfilment of the pre-set goals? 18 100.00%

Based on the answers provided, it can be concluded that the values set in the organization
correspond to the organizational culture and the needs of the individual employees and the

company as a whole.
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Considering all the aforementioned facts related to identified gaps in the interpersonal

communication, upon approbation of the methodology and what should be done afterwards is

to prepare a model for its improvement, which should include the following:

1.

2.
3.

4.

Establishing a clear vision and goals of the company.

Changing the communication channels used, depending on their efficiency.
Preparation of a communication plan comprising:

o effective channels for communication with the employees;
e ways of transmitting messages;
e choosing convenient time for communication.

Applying the change in the way of communication.

The plan for the implementation of the proposed model for improving the interpersonal

communication in Al Bulgaria should go through several successive stages:

1.

10.

11.

12.

13.

Improving the role of managers to stimulate the effective interpersonal
communication.

Analyzing and evaluating the current communication strategy in the
company.

Building up a positive organizational culture.
Choosing the most effective communication channels.

Encouraging two-way communication in the organization by providing feedback
from the low-level managers and all employees.

Promoting the non-verbal communication.
Assessing the extent to which the employees read and comprehend the messages received.

Measuring indicators of corporate commitment to analyze the applied
communication policy.

Promoting the interpersonal communication between the departments as well as
teamwork.

Limiting the barriers to communication.
Change in the external communication performed so far.

Keeping records on how to use the new or changed channels and tools for
communication and further acquainting all employees with them.

Determining key indicators in order to identify the successful change in the



communication strategy.

SWOT-analysis has been done as based on the information from interviews, surveys and

content analysis in regards to the communication in the company Al Bulgaria (Figure 12).

e .. .
.Ineffective inclusion of
Using all communication employees in the decission-
channels making process
r 3
SWOT I
- )

Improving the provision of
information to the
employees

Problem in the style of
expression of the employees

Figure 12. SWOT-analysis of the communication in Al Bulgaria %2

The empirical research has established the adequacy of the theoretical model, showing
clear and confirmed results from its application. The approbation of the methodology in the
company Al Bulgaria shows that it is applicable, regardless of the specifics of the channels
used for internal and external communication. What has been proved is the effectiveness of the
developed tools and the adapted criteria and indicators for evaluation of the various
characteristics of the organizational communication. The efficiency of the communication
channels used by Al Bulgaria has been analyzed and respectively there have been proposals
made for improving the awareness of the employees and enhancing the interpersonal

communication.

The work on improving the approbated methodology, analysis of the data obtained from
this scientific work and research studies will continue beyond the dissertation. Therefore, the
prospects for development are the following:

1 Approbation of the methodology through the created methodological tools in large
enterprises, which use different communication channels for their internal and
external communication, aimed at identifying gaps in the interpersonal
communications.

2 Development of methodological aspects that facilitate the improvement of the

interpersonal communication depending on the specifics of the company.

52 Source: author



3 Storage and analysis of the results obtained by each company to improve and further

develop the tools used thereto.

The future research is also aimed at further developing of the methodology and the

applied tools, in terms of applicability in smaller companies that do not use all communication

channels, in order to provide guidelines for improving the interpersonal communication and

management effectiveness.

Conclusions and findings derived from Chapter Three

Taking into consideration the application of the methodology in a specific enterprise, the

following conclusions have been reached:

the external communication of Al Bulgaria is effective. The blog thus built
integrates its own content on the website, supplementing it with entertaining and
humorous articles that attract the user attention. The company blog is actively
used as an effective tool for the company communication management;

in terms of internal communication, the most commonly used communication
channel is the e-mail, followed by telephone conversations, as the said channels
are also mostly preferred by the employees;

a prerequisite for effective interpersonal communication is the willingness of
the employees to provide quick feedback on the received message, usually
within 60 minutes. Hence, in order for this to happen, it is necessary to clearly
define the message sent and use comprehensible language, without
abbreviations and incomprehensible complex words, whatsoever.

it appears that for some employees there is a problem in the way the sender of
the message expresses themselves, since according to 61% of the respondents,
most often it is expressed in a comprehensible way;

98% of employees account that in order to effectively perform their duties
assigned by managers, they should be well informed,;

77% of the employees receive too little information on some of the
communication channels used;

in case that the information is provided to more recipients, 64% of the
respondents indicate that, depending on the expected feedback, they will discuss
the information with the other recipients in advance before providing the
feedback;

another problem which has been identified is that 52% of the employees need



to seek information to carry out their daily activities, with 37% claiming that
this happens quite often;

Thus, the managers should pay more attention giving the opportunity of
employees to participate more effectively in the decision-making process that
concern their activities;

owing to the established fact that only 11% of the employees do not have to
look for additional information to perform their daily duties, it is necessary to
develop a model for improving the interpersonal communication in the

company.



CONCLUSION

The interpersonal communication aims to establish and maintain mutually beneficial
relationships within the organization, which leads to increased organizational results. This
relationship is crucially important, as the employees perform tasks according to the information
provided to them by the managers. Both vertical and horizontal interpersonal communications
are tools for the success of business organizations which act by improving job satisfaction and
employee engagement in the work process. The interpersonal communication is a widely
researched and proven factor for achieving positive attitudes that create effective interpersonal
relationships within a company as an element of the effectiveness of the internal
communication in four main functions - control, motivation, emotional expression and
information.

The effectiveness of communication is an integral part of behaviour and building
interpersonal relationships, because communication plays a key role in all types of
relationships, whether personal or professional. The good relationships among the employees
provide a positive environment in the workplace and help them achieve their goals much faster.
On the contrary, the managers who use open communication with low-level managers are more
likely to build effective professional relationships, improve their performance, and contribute
to the organizational productivity, which is considered success in management. Both
management approaches are applied in the modern organizations. The leadership style, hence,
should meet the expectations of the employees of the particular organization in terms of
changing their behaviour aimed at achieving the company goals. This requires managers to
have a formulated personal value system that will build up a certain system of rules in the
organization, subject to which are the company goals and activities, as all policies, procedures
and rules, which are part of the management style, must namely reflect this system of values
of the managers. This determines the need for choosing a management style that changes the
traditional management functions and control of managers, as well as the way the employees
perform their activities in order for the organization to be successful and to achieve the goals
set forth.



I11. REFERENCE ON THE MAIN SCIENTIFIC AND APPLIED SCIENCE
CONTRIBUTIONS IN THE DISSERTATION THESIS

The dissertation contains several main scientific contributions:

The first contribution is the expansion of the scientific field of research in the realm of
management for the effectiveness of management by proving the correlation between the
interpersonal communications and the effectiveness of management.

The ways for organization of the effective interpersonal communication, the barriers in
the communication and their impact on the motivation and behaviour have been analyzed. The
essence and the role of the interpersonal communication in the management of organizations
have been presented. Further consideration has been made in regards to the process of
improving the interpersonal communication, as well as the impact of digitalization on the
interpersonal communication.

The second contribution is the theoretical model developed by the author related to the
impact of the interpersonal communications on the effectiveness of management, measured by
the employee and customer satisfaction.

The third contribution is the development of a new methodology by the author related
to the improvement of the interpersonal communications as a factor in the effectiveness of
management. Criteria and measures for successful management have been applied and further
on there have been tools developed.

The methodology for improving the interpersonal communication, which comprises five
stages and covers four methods for conducting research (content analysis, SWOT-analysis,
application of survey methods and in-depth interviews).

The fourth contribution is the practical-applied analyses and conclusions made as
consequently there have been developed practical guidelines for their application.

An empirical research related to the interpersonal and corporate communications of
innovative and high-tech companies was conducted by analyzing the results of the empirical
research based on a survey held among managers and employees. By analyzing data of the
researched company, as a result of the application of the methodology proposed in Chapter
Two, there are conclusions drawn and perspectives set forth in regards to improvement of the

interpersonal communication as a factor in successful management.
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