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KOMYHIKATUBHI PU3UKHU TA HIJIAXU IX MOJOJAHHSA B IU®POBOMY
CBITI

Cmammio npucesiyeHo O0CIIOKEHHIO KOMYHIKamu8HUX pU3uKie 8 yugposomy cepedosulli i i akmyarbHicCmb 3yMogrieHa
mum, Wo yrnpassniHHS HUMU Cb0200HIi cmae cmpameaidyHuM 3ag0aHHAM 0nsi 6yOb-sK020 nidnpuemcmea. BuokpemieHo ocHO8HI 8udu
pu3sukie, daHo im xapakmepucmuky. OCHO8HY ygazy npudineHo pusukam npu 30ilcCHeHHI bi3Hec-koMyHikauil. [MpoaHanizoeaHo ennus
CRM-, ERP- ma aHanimu4Hux rnnameopm Ha rnpo3opicms i piseHb 008ipu 8 napmHepcbKux KomyHikauisx. ChopmosaHO OCHOBHI
WIsIXU MiHimi3ayii i modosiaHHsI KOMyHIKamueHUX pu3ukie y yughposomy cepedosuluj.

Kntodoei criosa: KomyHikamueHi pu3uku, yugposa KOMyHikauisi, meliaepamomHicmb, Kpumu4dHe mucreHHsi, CRM-
cucmemu.
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COMMUNICATION RISKS AND WAYS TO OVERCOME THEM IN THE DIGITAL
WORLD

The relevance of the topic of the article is due to the fact that managing communication risks in the digital environment
today is becoming a strategic task for any enterprise. The purpose of the article is to study communication risks in the activities of
enterprises and outline ways to minimize and overcome them in the digital environment. The following general and special research
methods were used to achieve the set goal, in particular: analysis, monographic, abstract-logical, generalization - to consider the
essence of communication risks, determine their varieties, formulate ways to minimize risks when carrying out communications in the
modern digital world; graphic and tabular - to clearly present the results of the research. It is substantiated that in modern conditions,
communication risks are taking on new forms and scales, covering both individual and social levels of interaction. Among the main
types of risks in the digital environment, the following can be distinguished: cybersecurity; fake information and disinformation; loss
of trust in digital channels; excessive transparency and the risk of privacy violation; dependence on digital platforms; information
overload (infonoise); digital inequality. Information imbalance, cultural incompatibility, communication inertia and manipulative
communication are identified as types of communication risks in business relationships. The impact of CRM, ERP and analytical
platforms on transparency and the level of trust in partner communications is analyzed. A system of basic criteria for assessing the
effectiveness of communications is formed. It is substantiated that minimizing communication risks in the digital world requires a
combination of technical solutions (cyber protection), organizational measures (regulations, policies), social tools (media literacy,
ethics) and flexible reputation management.
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MMOCTAHOBKA ITPOBJIEMMU Y 3ATAJIBHOMY BHUTI'JISIAIL

TA i 3B’S130K 13 BA’KJIMBUMU HAYKOBAUMHA YU IPAKTUYHUMU 3ABJIAHHAMHU

JimKuTamnizaris KOMyHiKamid KapIuHAIBFHO 3MIHIOE CITOCIO B3a€EMOIT JFOAEH Ta YCTaHOB: BiJl IIBUIKOCTI
mepenadi iHQopmarnii mo MoOimpHOCTI Mepexk. Ilpore, mel mporpec CyHmpOBOIKYETHCS HOBHUMH PH3HKAMU -
nesinpopmamiero,  iHpopMamiiHuMu ~ OyipOamkaMu, TOPYIICHHSM  IPUBAaTHOCTi, 3HIKCHHSAM  SKOCTI
MDXKXOCOOHUCTICHUX KOHTAKTiB. OCOOIMBO HEOS3NEUHNMH € MAHIITYJIAII] Yepe3 CoIialbHi Mepeki 3a JOTOMOT 010 OOTiB
1 pefKOBUX MOBIOMJICHB, III0 3aTPOXKYIOTh iH(POPMAIiiiHIM Oe3meri OKpeMHX TPy i CyCHIBCTBA 3arajoM. Takum
YMHOM, BUBYCHHS Ta MPOTH[IS KOMYHIKATUBHUM PH3MKaM y LHU(GPOBOMY HPOCTOPI MalOTh BUCOKHWIl CYCHUTbHUI
pe30oHaHc.

AHAJII3 OCTAHHIX JIOCJIJIKEHB I TYBJIKAIIA
[MpoGnemaruka 3aiHCHEHHS KOMYHIKalliil ITMPOKO BUCBITJIEHA Y TpalsX HayKOBIIB OCTaHHIX pokiB. Tak, y
mpani  YcanoBoi JI. [1] mochimkeHO TEHACHIII PO3BUTKY 1 MOIMUPEHHS I1HGOPMANIHHUX TEXHOJOTIH Ta
XapaKTepPUCTUKH CY4YaCHOTO KOMYHIKaTHBHOTO mpoctopy. Komektu aBtopiB min pexa. I'ycesal. HaykoBo
o0rpyHTYBaB MpobieMy BHOOPY 3ac0o0iB paIliOHATBHOTO PETYIIOBAHHS CYCIUTFHHX BiTHOCHH B iH(opMariifHOMYy
CYCIIUTBCTBI IUITXOM BHUKOPHUCTAaHHSA Ta KOHCTPYIOBaHHS KOMYHIKaTHBHHX TEXHOJOTIH (Memiamii, myOmigHIX
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TICKYCiH, IeperoBopiB, COIadbHOTO mianory tompo) [2]. YManerns H. okpecnria Koo HOBITHIX PHU3HKIB i 3arpos,
MOB’SI3aHMX 3 TeXHOJIOTi3ali€elo iHpopMariiiHo-koMyHikaTuBHOI cepu [3], a Jlapina T. — HeraTMBHHMX HacCiIKIB
KOMYHIKaTUBHHUX PH3HKIB JUIsl 0COOMCTOCTI B cydacHoMY cBiTi [4]. [Ipart [Tomika A. [5] npucBsiuena qociipKeHHIO
iHpOpMamiHHO-KOMYHIKaiiHI PU3MKIB y cHcTeMi MyOmiYHOTrO YynHpaBliHHA YKpaiHH B yMoBax LU(pOBOi
TpaHchopMallii Ta BOEHHOTO CTaHy.

BapTo 3a3HaunTH, MmO 3a3HaueHa MpodOiieMaTtuka € (POKycoM yBaru Ta Pi3HOOIYHUX AOCHIIKEHB 1 psmy
MikHapoaHux opranizanii — World Economic Forum (pusuku mmdposizauii, B T.4. B komyHikauisix), UNESCO
(m¢pogi mpasa, iHpopmamniliHa eTuka, MeniarpamoTHicTs), OECD (ungpoBa Tpancdopmariis Ta Kibeppu3nku) — Ta
€BpoIelchKkuX iHCTUTYIIH — €Bponeiichkoi komicii (EC) ta ENISA (European Union Agency for Cybersecurity).
Takuii IIMpOKKI iHTEpEC HAyKOBIIB Ta BIAIIOBIJHUX OpraHi3auiid CBIIYHUTH PO aKTYaJIbHICTh Li€l TEMH Ta HOTpeOy
B TIOJANBIIAX HAYKOBUX JOCIIDKCHHSIX CTOCOBHO BH3HAYCHHS MOXKIIMBHX MUISXIB MiHIMI3aIlil pH3UKIB 3M1HCHCHHS
KOMYHIKaliil y Tu(ppoBOMY CBITI.

®OPMYJTIOBAHHS IIJIEMA CTATTI
MeTor0 CTaTTi € JOCHTiKEHHS KOMYHIKATHBHUX PU3UKIB y TiSUTBHOCTI MiATPHEMCTB Ta OKPECICHHS IUIIXIB
X MiHIMi3amii i TOAOTaHHS B TH(POBOMY CEPEIOBHIIT.

BUKJIAL OCHOBHOI'O MATEPIAJIY JOCJLIKEHHSA

VY undpoBoMy cepeoBHILli PiBEHb B3aEMO/IIT Pi3KO 3pOCTae, aje crocodun ooMiHy iH(OpPMAIIi€0 BCE YacTiie
CTalOTh BPa3JIMBUMH. AHOHIMHICTB, IIBUIKICTh IIOIIMPEHHS AaHUX 1 AITOPUTMIYHE (QIBTPYBaHHS CTBOPIOIOTH YMOBH
U Jie3iH(opMallii Ta CIOTBOPEHOTO CHPUHHATTA. SIK 3a3HAYAIOTH JOCITIJIHWUKU, TUTHKH KOMIUICKCHI MiIXO/IH,
BKJIFOYAIOYM LU(POBY IPaMOTHICTh, €THYHI CTAHIAPTH Ta DEryJIOBaHHS IUIaTGOPM, MOXKYTh 3yIHHHUTH LEH
HeraTHBHUHA TpeHJ. ChOrofHI KOMYHIKAaTHBHI PH3MKHM HaOyBalOThb HOBHUX (OpPM 1 MacmTadiB, OXOIUTIOIOUH SK
IHAMBITyabHI, TaK 1 CycHuIbHI piBHI B3aemomii. KpiMm Toro, pm3mkm 1mpoBHX KOMYHIKallili OXOILTIOIOTH SK
TeXHIYHUNA BUMIp (KiOep3axucT, AOCTYIl), TaK 1 COLiaJdbHUI (Z10Bipa, MaHiImyssinii, HepiBHICTH). Cepen OCHOBHHUX
3arpo3 — MOMKMPEHHS Ae3iHpopMallii, BTpyJaHHs B IPUBAaTHE CIIUIKyBaHH:, popMyBaHHS iHpOpManiiHIX Oyap0amox
Ta 3HIDKEHHS IKOCT1 MIXKOCOOMCTICHOT KOMYHIKAITil.

Sk 3azHayae CynakoB B., puU3UKH 3yMOBJICHI AHOHIMHICTIO, NIBHJAKICTIO IIOIIMPEHHS KOHTEHTY i
ANTOPUTMIYHAMHU (BIIBTpaMH, sIKi CIIOTBOPIOIOTH iH(opMariitHe cepemoBumie [6]. IlomomaHHS TaKkuX BUKIHKIB
BHUMarae iHterpamii nupoBoi TPaMOTHOCTI, PO3BUTKY KPUTHYHOTO MHUCIICHHSI, ETHYHUX CTaHAAPTiB KOMYHIKaIii Ta
BIIPOBAKCHHSA MEXaHi3MIB peryiroBaHHs nudpoBux miarpopm. Ha gymky [lomika A., TiTbKH KOMIUDIEKCHUH ITiIXi1]T
JIO3BOJIUTH 3MEHIIINTH HETAaTUBHI HACIIIKU Ta 30€pertiH KOHCTPYKTUBHUMN MOTeHIian udpoBoi koMmyHikaii [5].

AHaJIi3 COIliaTbHUX MEPEkK OKPECIIOE TaKi 3arpo3u, sIK MaHIMyALii, Ae3iHdopMmarris, mponaraiaa i OyJIiHr.
Bkazani pusuku 0co0nMBO Hebe3neuHi yepe3 BiACyTHICTh eekTuBHOI dinbrpanii abo Bepudikanii konrenty. Ilin
Yyac Ha/[3BUYAIHUX CUTYallill (HaNpHKia, CTUXIHNX JIMX) KOPHCTYBadi COLIAIbHUX MEPEX CTHKAIOThCS 3 BUCOKUM
piBHEM MaHIMyJIAIIIH, [0 CIIOTBOPIOE OBEIIHKY TPOMA/ISIH 1 MiZIpHBa€e YIEBHEHICTh y JpKepenax iHdopmartii.

Hagite ocBitHi mnardopmu ypasnuBi mepen KibeparakamMu Ta IMOPYHIEHHSMH KOH(QIAEHIIHHOCTI, 10
MIKPECITIOE OTPe0y y HaliHHIX 3aXUCHUX MEXaHi3Max.

3araioM OCHOBHI pU3UKH KOMYHIKAIil y IAPPOBOMY CEpEIOBHUII MOXKHA 3BECTH 10 HACTYNHHX (Tabi. 1).

Tabmums 1
OCHOBHi pU3MKHN KOMYHiKalliii y nugpoBoMy cepeoBHIILI

Buau pusuky

XapakTepucTHKa

Kibepbesmnexa

PH3UK BUTOKY KOH(imeHIiHHOI iHpopMamii, XakepchbKHX aTak, (GimuHry (0cOOIMBO HEOE3MEUHO AN
KOMYHAJIbHHX 1 JIepyKaBHUX ITiIIIPHEMCTRB)

DeiikoBa iHpopMaris Ta
nesindopmartist

MOUIMPEHHS HENPAaBIUBUX MOBIIOMIICHb, MAHIITY IS,
HETaTHBHUH BIUIMB Ha TPOMAJICHKY IYMKY Ta PEHyTamilo

Brpara noBipu 10 1ubpoOBHX
KaHaJIiB

4yepe3 HaJMIpHY KiJIBKICTb criamy, (heiKiB, HU3bKY SKiCTh KOHTEHTY

Hagmipra mposopicte 1 pH3HK
MOPYILIEHHS IIPUBATHOCTI

PO3TOJIONIEHHS IEPCOHAIBHAX JaHUX, KOHTPOJb 32 MPAI[iBHUKAMH, 1[0 MOYE MOTIPIIyBATH MOPaIbHO-
MICHXOJIOTTYHUHI KITiMaT

3aexHICTh Bixg mudpoBux

0i3Hec abo opraHizaii CTalOTh 3JIC)KHUMH Bijl AITOPUTMIB COLMEPEXK, MMOLUTYKOBHUKIB,;

mIathopm PH3UK OJIOKYBaHb YU OOMEXKEHHS JOCTYITY
[epeBanTaxkeHHs iH(OpMaLi€0 | CKIAIHO BIAPI3HUTH BayKJIUBE BiJ APYrOpsJHOTO;
(indomurym) PH3HK 3HIDKCHHSI €()eKTUBHOCTI KOMYHIKaITii

udposa HepiBHICTH

HE BCI MAIOTh OJTHAKOBHIT TOCTYII IO TEXHOJIOTIH;
pi3HMI cTYNiHb HIM(PPOBOT KOMIETEHTHOCTI;
YCKJIaJHEHHS iHKJIIO3UBHOCTI KOMYHIKaITiit

Jlxepeno: chopMOBaHO aBTOpaMHU

VY curyamisx mapTHEPChKOi HECTaOUIBHOCTI 3pOCTae BipOTiIHICT BHHUKHEHHS KOMYHIKATHBHUX PHU3HUKIB,
AKI MOXYTh YCKIaJHUTH TOCATHEHHS y3TO/KeHHX Oi3Hec-pe3ynbraTiB. Cepell OCHOBHIX KOMYHIKaTUBHUX PU3UKIB
y Oi3HEC-BIIHOCHHAX MOKHA BUAUTUTH HACTYMHI (TadI. 2).
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Tabmws 2
OcCHOBHi KOMYHiIKaTHBHiI pH3HKH B 0i3Hec-BiTHOCHHAX
Buja puzuky CyTb pM3HKY Mo:kauBi HaCTi KK

Indopmariiinnii nucoananc HepiBHoMipHHIT 00csar abo skicTh mepenaHol | Brpara 1oBipH, BHKpHBIEHE CHPHHAHATTS
iH(dopMalii Mik mapTHEpaMU HaMipiB

KynbTypHa HECyMicHICTh BinmiHHOCTI B IIHHOCTAX, CTHISX BeldeHHS | Hemopo3ymiHHs, KOHQIIIKTH, pO3ipBaHHS Yo
MIePEroOBOPIB

KomymikauiitHa iHepTHICTb 3aTpuMKa y BiAMOBiAsAX ab0 BiACYTHICTh peakuii Ha | 3HIKeHHs e(pEeKTHBHOCTI pillleHb, OmepaiiiHi
3MIiHI BTpaTu

MaHinyIaTHBHAa KOMYHiKaI[is Buxopucranns komyHikauiii 3 Meroro THcKy abo | PemyrauiiHi BTpaTH, FOPUIMYHI HACIIIKK
OPUXOBYBAHHS iCTHHH

Jlxepeno : chopMOBaHO aBTOpaMH

VY KOHTEKCTI 3pocTardoi HEecTabiIBHOCTI MApTHEPCHKUX BIAHOCHH OCOOJIMBOrO 3HA4YEeHHs HalOyBae
BHUKOpHCTaHHS IIU(POBUX TEXHOJIOTIH y Tpoliecax ynpaBiiHHs KoMyHikaissMu. Lludposa Tpancdopmais He uine
3a0e3rneuye ornepaTHBHICTE 00OMiHY iH(opMalli€lo, a i GopMye repeyMOBH JUIS IiIBUILIEHHS IIPO30POCTi Ta AOBIpH
y B3a€MOJIII.

Cepen KITIOYOBMX NHU(POBHUX IHCTPYMEHTIB, IO BHUKOPHUCTOBYIOTHCS y MIATPUMAaHHI KOMYHIKAmid 3
NapTHEPaMH, BapTO BiJ3HAYUTH:

CRM-cucremn (Customer Relationship Management) - 103BONSIOTH IIEHTpali30BaHO 30epiraTw,
aHaJi3yBaTH Ta BUKOPUCTOBYBATH iH(POPMALii0 PO IUIOBUX HapTHEPIB;
" ERP-cHCTeMH - iHTErpyiOTh JOTICTHKY, (DiHAHCH, KaJApH # MAapTHEPCHKi 3B’SI3KH B €uHe iHbOpMaIiiHe
CEPEIOBHIIIE;
wiarhopMHu Bico3B’s3Ky Ta oOMiHy nmaHumu (Zoom, Microsoft Teams, Slack) - 3abe3neuyroTh
Oe3nepepBHICT, KOMYHIKAIIl y pexXHUMi peabHOro Yacy;
" amamituuni imctpymentn (Power BI, Tableau) - HamaioTh MOMKIMBICTh IPOTHO3YBAaTH e(hEKTHBHICTH
B3a€MO/Iii Ta OILIHIOBATH T TUHAMIKY.

[TudpoBi pimeHHsT CTBOPIOIOTH YMOBH JUISl TIPO30POT0, TOKYMEHTOBAHOTO W JOCTYITHOTO OOMIHY JaHUMH,
o0 € 0cOOJMBO BaKIMBUM Y BHIIQJKAaX 3HIDKCHHS DIiBHA MOBIpH MiX cropoHamu. KpiM TOrO, iHTEpakTHBHI
m1aT(hOPMH JO3BOJITIOTH 3MEHIIUTH YaCOBi Ta MOBHI 0ap’ €pH, sIKi 4aCTO 3ar0CTPIOIOTH HECTa0IbHICTh MTAPTHEPCHKUX
3B’SI3KIB.

3arajoM, BIPOBA/DKCHHS HU(POBHX TEXHOJIOTIH CIpHUSE CTBOPCHHIO aJalTHBHOI Ta T'HYYKOI CHCTEMH
KOMYHIKaIlii, sska e(h)eKTUBHO (YHKIIOHYE HABITh Y CHTYaIliX BUCOKOI TYypOYyJICHTHOCTI.

JlocmimpKyoun UUISXH ONTUMI3alil YHpaBlliHHS KOMYHIKATHBHOIO IIOJIITHKOIO MiJIIPHEMCTBA, MOXHA
3a3HAUUTH HACTynHe. B yMoBax HECTIMKOro mHapTHEpCTBa OJHUM i3 BU3HAYaJbHUX YWHHHUKIB 3a0e€3MeYCHHS
e(eKTUBHOI MAiSUIBHOCTI MiJNPHEMCTBA € AJaNTHUBHICTh KOMYHIKaTHBHOI IOJITHUKH, sKa mependavae i THydKe
HaJIAIITYBaHHS BIAMOBITHO 10 3MiH Y 30BHIIIHBOMY CEPEJOBHII. Y LbOMY KOHTEKCTI aJanTHBHA CTpaTeris - Le
3/IaTHICTh KOMYHIKallifHOTO IIpOLeCY OIEpPaTMBHO pearyBaTH Ha HOBI BUKIIMKH, MiATPUMYBAaTH JIOBIpYy Ta
3abe3nevyBaTd Oe3IepepBHICTh B3aEMOIIT 3 MApTHEPAMH.

3 omsgy Ha e, po3poOKa aganTHBHOI cTpaTerii KOMyHiKaliii MOBHHHA OyTH IHTETPOBAHOIO YaCTHHOIO
3araibHOI CTpaTterii mMiAIPHEMCTBA, IO J03BOJISAE 3a0€3MEUUTH CTaOIIFHICTh HABITH Y pa3i MOPYIICHHS JOTOBIPHUX
3000B’s13aHb UM MOJITHIHIX PU3HKIB.

Iarerpamis CRM-cucteM y KOMYHIKaTHBHY MOJAETH IIANPHEMCTBA € OJHUM 3 KIIFOYOBHX (DaKTOPiB
MiIBUIIEHHS €(EeKTUBHOCTI KOMYHIKaIlifHOTO mporecy miampueMcrBa. OmHUM i3 e(QEeKTHBHUX I1HCTPYMEHTIB
OnTUMI3aIll KOMYHIKAI[IHHOI MOMITHKK € BrpoBamkeHHss CRM-cucreM, siki 3a0e3MeuyloTh CUCTEMHUHN MiAXid 10
yIpaBJiHHS iH(OPMAIIIE€I0 PO APTHEPIB, KIIEHTIB Ta KOMYHIKalliiiHi B3aeMoil (Tadu. 3).

TaOmums 3
dyukuioHaabHi nepearu CRM y KOHTEKCTi NapTHEPCHKOI KOMYHiKaii

Dyuknis CRM-cucremu 3HaveHHs1 I YNIPABJIiHHS KOMYHiKai€r0
IleHnTpaiizamisi JaHUX 30epekeHHs iCTOpii KOMYHIKAIlIHM, YroJ, 3000B’s13aHb Y €IMHIA CUCTEMI
ABTOMaTH3aLisl B3aEMOJIIT BcraHoBeHHs Hara/lyBaHb, A0JIOHIB JHCTIB, PO3CHIOK
CermenTalltis napTHepiB Po3motis 3a piBHEM HaiMHOCTI, YACTOTOK KOMYHIKaILlii, 00CATOM yroJ
Bisyauizaitis aHaTITUKA MoniTopuHr eeKTHBHOCTI KaHATiB KOMYHIKAIi1
Inrerpaitist 3 iHmmMMu wiarhopMamMu Tloennanns 3 ERP, mecenmkepamu, email, KajneHapsamu

Jxepeno: chopmoBano aBropamu 3a [7]

VY mOpakTHIHOMY BHMIpi I JO03BOJISIE 3a0€3MEYNUTH CBOEYACHICTh, IEPCOHANI3AINI0 Ta PEICBAaHTHICTH
KOMYHIKaTUBHOT'O KOHTEHTY, III0 KPUTUYHO BaXXJIMBO IIPU B3a€MOJII 3 MapTHEpaMU B YMOBAaX 3HIDKCHHS IOBipH a00
HECTIHKOr0 EKOHOMIYHOI'O CTAaHOBHIIIA.

OminroBanHs e(eKTUBHOCTI peami3amii KOMYHIKaTHBHOI MOJITHKH 3aiiMae BaXkJIMBE Miclie B pPoOOTi
KepiBHHMKA. BiH Mae OiHMTH SKICTh BIAHOCHH 3 IOCTadaJbHUKAMH, CIIO)KUBaYaMH, MapTHEpaMu. [[sd BU3HaYeHHA
JOLUIBHOCTI Ta MPOAYKTHBHOCTI KOMYHIKATUBHHMX 3aXOJIB MiJINPHEMCTBA HEOOXIIHO 31iHCHIOBATH CHCTEMHE
OIIIHIOBAaHHS €(DEKTUBHOCTI KOMYHIKATUBHOT MOJIITHKH, 110 BKJIFOYAE K KUTBKICHI, TaK 1 SKICHI MOKa3HHUKH.
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Ha puc. | BigoOpakeHa cuCTeMa OCHOBHHX KpPUTEpiiB OI[iHIOBAaHHS €(PEKTHBHOCTI KOMYHIKAIlii, siIKa
BKJIFOUYA€ B ceOe MOKa3HUKH, 10 BiIOOPaXatoTh SKICTh B3a€MO/IIi, CTYIiHb JOCSATHEHHS IMOCTaBICHUX Lijel, piBEHb
PO3yMiHHsI TIOBIJIOMJICHHSI IIbOBOIO ayAWTOPI€0, a TaKOX BIUIMB KOMYHIKAalliii Ha TMOBENIHKY W CTaBIICHHS
y4acHHKIB. BoHa 103BOJIsIE BUSIBUTH CHJIBHI Ta Ca0OKi CTOPOHHM 00paHOi KOMYHIKAIiHOT cTpaTerii i CKopuryBaTu
nofajibl Jii Il JOCSTHEHHS Oa)KaHOro pe3yJbTaTy. 3aBISIKM CHCTEMHOMY MiJIXOXy JO OLIHIOBAaHHS MOXKHA
3a0e3neunTH He Jinie e(eKTHBHICTh OKPEMHX IIOBiIOMIIEHb, @ M MiJBHIUTH 3arajibHy SKICTh KOMYHIKaIliitHOT
JUSUTBHOCTI B OpraHi3arfii.

JlonaTkoBO, MiANPHEMCTBO MOXKe BHKOpucTOByBatH KPI-komrutekcu, po3poOiieHi ajsi BHYTPIIIHBOTO
KOHTPOJIIO, @ TAKOXK IHCTpYMEeHTH udpoBoi aHaiiTuku (Google Analytics, CRM-gamb6opau Tomo).

PiBeHs 3amydeHHs . S [IBuaKicTh peakmii
. SIKiCTh 3BOPOTHOTO 3B’SI3KY
MapTHEPIB Ha 3aIUTU
. AHauti3 pe3yJbTaTiB .
BincrexxeHHs 3pocTaHHs . . BumiproBanus
. . . OMHUTYBAaHb, BIATYKIB,
KIJIbKOCTI 3aIMTIB, . CEpPEeIHBOTO Yacy
3yCTpiveii, KOMyHiKamii BIICOTKA HOSHTHRHHX BiamoBiai
Y ’ Y peakiii

JloBipa Ta 3aI0BOJICHICTh

KonBepciiiHicTh KOMyHiKaIliit .
IapTHEPIB

~ >

YacTka KOMyHIKaIlii, 1o
3aBEPLIMIINCS YTOJI010 a00 HOBUM Score (NPS), piBenb

IIPOEKTOM JIOSLILHOCTI
Puc. 1. CucreMa 0CHOBHHMX KpUTepiiB olliHIOBaHHS eeKTHBHOCTI KOMYHiKanii
JIxeperno : cpopmMOBaHO aBTOpaMu Ha OCHOBI [2; 5]

Innexc Net Promoter

[I{o6 HeliTpanmizyBati ab0 MiHIMI3yBaTH KOMYHIKAaTHBHI PH3HWKH, Ha Hally IyMKY, MiAPHUEMCTBY CIiJ
3aCTOCOBYBATH: IIPO30pi NMPOTOKOIM KOMYHIKaIlii (peryssipHa 3BiTHICTh, OQililHI KaHam OOMiHY); IHCTPYMEHTH
YIpaBIiHHA KOH(IIKTaMH, BKIIOYAIOYM HE3aJC)KHE MeialiiiHe IOCepeHUNTBO; PO3BUTOK MIXKYJIBTYPHOL
KOMIETEHTHOCTI TEepCOHAy, IO TpaIfoe 3 MDKHAPOJHUMHU MApTHEpaMH; aBTOMATH3AIif0 TIPOILECIiB OOMiHY
iH(pOpMaIi€l0, MO 3MEHINTye Cy0 €KTHBI3M; IPOBENCHHS PETYJSIPHOTO ayAWTy MapTHEPCHKUX KOMYHIKAIlid st
BHUABIICHHA cNa0KWX Micup Ta iH. B y3aragpHeHOMY BUTJIAAI [UIAXHM IIOJOJIAHHS KOMYHIKAIIHHUX PH3HKIB
MPEICTaBUMO y TaoI. 4.

Tabmuus 4
lasixu MiHimMizauii Ta Mox0JaHHS KOMYHIKATHBHMX PU3HKIB
Iasixu Minimizanii / nogonaHus

Bun puzuky

OuikyBaHHii pe3yJabTaT

CTaHJAPTH NEPEBIPKH KOHTCHTY

KiGeparaku, BUTIK JaHUX BrpoBapkenns  kibep3axucty, OaratodakropHoi | 3axuct iH(opmarlii, miIBUIICHHS TOBIpH
ayrentudikaitii, peryssipui IT-ayauti CIIOYKMBAYIB
Iommupenns deiikoBoi iHGopmarii @axryekinr,  obiuifiHi  KaHaTM ~ KOMyHIKamil, | 3MCHIICHHS pPH3UKY MaHIMyIid Ta

nesindopmartii

PenyraniiiHi Kpu3u oHIaiH

Mouitopunr coumepexx (SERM), kpusosuii PR,
LIBUJIKE PearyBaHHsI

[MinTpumka TO3UTHBHOTO
VHHUKHEHHSI CKaH/IaJIiB

IMITDKY,

Hwuzbka
NpaLiBHUKIB

uudposa IrPaMOTHICTh

TpeHiHrH 3 MeAiarpaMOTHOCTI, HaBYaHHS CTUKHU

OHJIAMH-KOMYHiKaIlii

3poctanHs npodeciifHocTi Ta Ge3rnedHol
MOBE/IHKH OHJIAiH

Indopmariiine nepeBaHTaKEHHS

CrpyKTypOBaHUi i JIAaKOHIYHUI
IepPCOHAJII3aLlisl TOBiIOMJIEHb

KOHTEHT,

[lixBuieHHsT eQEeKTUBHOCTI TOHECEHHS
iHpopMarii

KOMYHIKaIii

norpedbamu

3anexnicte Big oamiei ubposoi | JuBepcudikaumis  kaHamiB:  caiir,  MoOibHHN | CTIiiKiCTh KOMYyHiKalii, 6e3nepepBHICTh
wiatdopmu 3aCTOCYHOK, MECCHKEPH 3B’SI3KY

ITopymenHss mnpuBaTHOCTI Ta mpaB | JlOTpHMaHHS 3aKOHOJABCTBA, IPO30pi NpaBuia 300py | 3axucT  mepcoHanbHOI  iH(popMarii,
KOPHUCTYBaYiB Ta BUKOPUCTaHHS NAHUX I0pUANYHa Oe3neka

Henocrarus IHKITIO3MBHICTh | AnanTarist caifTiB i cepBiciB Uit rofeit 3 ocoomusumu | Illupmmit goctynm rpoMajsiH, coliianbHa

Bi/IIOBIIaJIbHICTh

Jlxepeno: chopMOBaHO aBTOpAMHU

TakuM yMHOM, MiHIMi3alis KOMYHIKaTHBHUX PH3HKIB y IM(POBOMY CBITI BUMArae MO€IHAHHS TEXHIYHUX
pimens  (xibep3axWcCT), OpraHi3allifHAX 3axoXiB  (perJaMeHTH, MOJNITHKH), COIlialbHUX IHCTPYMEHTIB
(MemiarpaMOTHICTh, €THKa) Ta THYYKOTO YIPaBIiHHA pemyTaricro. HaifycmimHimi migmpueMcTBa HE MPOCTO
pearyoTh Ha PHU3UKH, a (OPMYIOTH MPOAKTHBHY CTpPAaTeTii0 NU(POBUX KOMYHIKAIiH, SKa CIPHIATAME HE JIHIIC
MiHIMi3amii pU3WKIB, a W OTPUMAaHHIO CTPATEriYHMX BUTOM: AOBIPH TPOMAISH, CTAOUIBHOCTI, HAPOIIyBaHHIO
penyTamiiHOro KamiTany.
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BHUCHOBKH 3 JAHOT'O JOCJIIAKEHHSI
I IEPCIIEKTUBU NOJAJIBIINUX PO3BIAOK Y JAHOMY HAIIPSIMI

[TizcyMmoByrOUH, MO>KHA KOHCTATYBaTH, L0 Cy4acHe U(POBE cepelloBUIlE XapaKTEePU3y€eThCsl CKIaTHUMHU
KOMYHIKaTHBHUMH PU3UKaMH, [0 CTBOPIOIOTH 3arpo3H AOBIPi, 3p03YMIJIOCTI Ta €)EeKTUBHOCTI B3AEMOJIII.

HaykoBo 0o0rpyHTOBaHO, 110 Oe3levHa KOMYHIKAI[iifHAa MOJIITHKA HE MOXE MOKIANaTHCS BHKIIOYHO Ha
TEXHOJIOTIYHI pimeHHs. BoHa Mae BKiIIOYAaTH PO3BUTOK MENIarpaMOTHOCTI, MIATPUMKY €THYHOI KOMYHIKaTHBHOL
KyJIBTYpHU 1 HOpMaTHBHY 0a3y, sika clpusie HaaiifHOCTI iH(OpMAIlii Ta 3aXHUCTY BiJl MAHIITYJISIIIIH.

Po30ynoBa anganTHBHUX, EMOIIMHO KOMIIETEHTHHX Ta O€3NEeYHMX KOMYHIKAI[IfHUX CTpaTerii €
MPIOPUTETHUM 3aBIAHHSAM I MalOyTHIX TOCTiIKeHb. BimoOBiqHI TOCTIHKECHAS MOKYTh CTaTd (YyHIAMEHTOM JUIS
CTBOPCHHS CTIMKMX KOMYHIKAI[IHHUX CHCTEM, 3AaTHUX 3a0€3MCUUTH JIOBIPY W e(DEKTUBHICTD Y IIU(PPOBIH B3aEMOIi.
A BIPOBaPKSHHS CHCTEMH MOHITOPUHTY TO3BOJISIE HE JIMIIE OLIHUTH IIOTOYHUH CTaH KOMYHIKAIi#, aje i BUSBHTH
30HH PU3HKY, CJIA0Ki MicIg Ta MOTEHIial AJIsl MOKPAIIEHHS, 0 € KPUTHYHO BaXXJIMBUM Y HECTIMKIX MapTHEPCHKUX
BIJTHOCHHAX.
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