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EXPERIENCE OF HUMAN CAPITAL DEVELOPMENT IN UKRAINIAN
COMMUNICATION COMPANIES: SCIENTIFIC AND PEDAGOGICAL APPROACHES

Abstract. The purpose of the article is analysis of the current trends in the development of
the communications and informatization sector of Ukraine; analysis of the trends in consumer
behavior of clients of communications companies; analysis of human capital theories and results of
customer surveys and identification of companies’ personnel development areas; identification of
components of client-oriented model of professional competence development of personnel.
Practical output of the results consist of a program of client-oriented development of personnel,
which has been tested in 5 companies and which involved more than 700 participants, its goals and
stages; and recommendations on effective implementation of such programs for the personnel of
communication companies.

It is found out that modern trends of development in the sector of communication and
informatization of Ukraine are: an increase in revenues from the provision of services, an increase
in the dynamics of revenues from the provision of mobile communications services, changes in the
structure of consumption and consumer preferences, intensive introduction of technological
innovations, reduction of the number of fixed communication services subscribers, increase the
number of consumers of machine-to-machine interaction services, increase the level of market
competition. Changes in consumption patterns and consumer preferences have emerged (increased
use of mobile Internet (including video content, messaging, online services, electronic
administrative services), increased consumers’ demand for converged telecommunications services,
machine-to-machine services, and requirements for quality of service.

Based on theoretical analysis (analysis of human capital theories) and customer surveys
using the SERVQUAL method, it is found that the content of the development of professional
competence of the personnel of the companies in the sphere of communication should cover the
content related to the specifics of client behavior, means of strengthening the loyalty of existing
customers and preventing their outflow, customer interaction technologies that lead to a high level
of satisfaction with the quality of service; the goals of such development are the development of
client-orientation of the personnel.

The program of development of client-orientation of the personnel is offered, which covers
mastering of materials of distance courses, participation in trainings and post-training support of
participants, their self-development. The experience of conducting such programs has made it
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possible to formulate recommendations for their effective implementation and to ensure effective
client-oriented behavior of personnel: the need to use remote interactive learning technologies;
ensuring specific organizational and pedagogical conditions — increasing the level of motivation
for the continuous development of professional competence; updating the content of professional
competence development on the basis of the model of competences; use of blended learning,
coaching and simulation technologies; implementation of post-training support of the participants in
order to increase the effectiveness of using the acquired skills in a professional context.

Keywords: competitive advantages, personnel development, human capital, communication
company, training, work-based learning.
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JOCBIJA PO3BUTKY JIIOJACBKOI'O KAIIITAJIY Y KOMIAHISAX COEPU 3B’ AA3KY
YKPAIHU: HAYKOBO-TIEJATOI'TYHI IIIIXOI1

AHoTaniss. MeToro cTaTTi € aHami3 Cy4yaCHMX TEHJCHIIH PO3BUTKY CQepu 3B 53Ky Ta
iHpopMaTu3anii YKpaiHu, aHalli3 TeHJISHIIA y 3MiHI CIIO)KMBAILIbKO1 MOBEAIHKU KITIEHTIB KOMITaHIH
cepu 3B’A3Ky; aHadi3 TEOpill JIOJCHKOTO KaliTaly Ta pPe3yNbTaTiB OMHUTYBaHHS KIIEHTIB Ta
BUOKPEMJICHHSI HAmpsMiB PO3BUTKY TIE€PCOHAIY KOMIIAHIA; BHUOKPEMJICHHS KOMIIOHEHTIB
KJIIEHTOOPIEHTOBAHOT MOJIENi PO3BUTKY Mpo(eciiiHOi KoMIeTeHTHOCTI mnepcoHany. Ilpaktuune
3HAYEHHs CTAaTTi MOJIATAE y MPEJICTABICHH] MPOTPaMU PO3BUTKY KIIIEHTOOPIEHTOBAHOCTI IIEPCOHATY
KoMnaHiil cepu 3B’s3Ky, AKa € anmpoOOBAHOIO Y 5 KOMIAHIAX Ta y AKii B3sin yyacTb Ouibie 700
NpaLiBHUKIB, ii I[JIel Ta eTamiB; Mpe3eHTallisd peKOMEeH allil m10/0 eeKTUBHOI peanizalii mporpam
PO3BUTKY KJIIEHTOOPIEHTOBAHOCTI MEPCOHATY KOMMaHii cepu 3B s3KYy.

3’scoBaHO, IO CYyYaCHHMHU TEHACHIISIMH DPO3BUTKY cdepu 3B’I3Ky Ta iHpopmaTHu3amii
VYkpaiHu € OUTBbIICHHS JOXOJIB BiJ HaJaHHS MOCIYT, 3pOCTaHHS TUHAMIKU JOXOJMIB Bill HaJaHHS
MOCIYr MOOUIBHOTO 3B’SI3Ky, 3MIHM Y CTPYKTYpl CHOKMBaHHS Ta CIHOXKHBAIIbKUX IIepeBar,
IHTEHCUBHE BIIPOBA/DKCHHS TEXHOJOTIYHMX 1HHOBALi, CKOPOYEHHS KUIBKOCTI aOOHEHTIB
(iKCOBaHOTO 3B’SI3Ky, 30UIBIIEHHS KUIBKOCTI CHOKHMBA4iB IMOCTYT MDKMAIIUHHOI B3a€MOJII,
3pOCTaHHs PIBHS KOHKYpEHIli HAa PUHKY HOCIYr 3B’S3Ky. 3’4COBaHO, IO BiAOYIHCH 3MIHH Y
CTPYKTYpl CIIOKHBaHHS Ta CHOXXMBAIlbKUX TMepeBar (30UIbIIEHHS BUKOPHUCTAHHS MOOUTBHOTO
IntepHery (y TOMY 4YHCII BiICOKOHTEHTY, MECEHDKEpIB, OHJIAWH TOCIYr, eJIeKTPOHHHUX
aZIMIHICTPAaTUBHMX MOCIYI Ta CEpBiCiB), MIJABUILEHHS IOMUTY CIOKMBAa4YiB HAa KOHBEPIeHTHI
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TEJICKOMYHIKAIlIiHI MOCIYTH, MOCIYTd MDKMAIIMHHOI B3a€MOJIi, a TaKOX MIIBUIIMINCH BUMOTH
1010 SIKOCTI HaJIaHHSI TTOCIYT Ta SKOCT1 00CIyrOBYBaHHSI.

Ha ocHOBI TeopeTnuHOro anamizy (aHami3y TEOpiil JIOACHKOTO KariTanxy) Ta MPOBEICHHS
ONMUTYBaHHS KJieHTIB 3a MeToaukoro SERVQUAL 3’sicoBaHo, 1110 3MICT pO3BHUTKY IpodeciiHoi
KOMIIETEHTHOCT] TIepCOHaly KOMIaHiil cepu 3B 43Ky Mae OXOIUTIOBATH KOHTEHT, MOB’sI3aHHUN 31
crnenr(iko0 KIIEHTCHKOT MOBEIIHKH, 3aC00aMU YKPIIUICHHS JIOSUIBHOCTI ICHYIOUHMX CIIOXKHBAyiB,
3armo6iraroum ix BiITOKY, TEXHOJIOTIIMHU B3a€EMOJIT 3 KIIIEHTaMH, SIKi 3yMOBJIIOIOTh BUCOKHH PiBEHb
iX 3aJJ0BOJICHOCTI SIKICTIO OOCIYrOBYBaHHS; LIUISAMH TaKOTO PO3BUTKY — PO3BHUTOK KIIIEHTO-
OpIEHTOBAHOCTI IEPCOHATY.

3anpornoHOBaHO MPOTpaMy pPO3BUTKY KII€EHTOOPIEHTOBAHOCTI IEPCOHANy, SKa OXOIUTIOE
OMaHyBaHHS MaTepialaMd AMCTAHIIWHUX KypCiB, Y4acThb y TpEHIHrax Ta IOCTTPEHIHTOBOMY
CYIpPOBO/Ii YUaCHHKIB, CAMOPO3BHUTOK IMpaliBHUKIB. JIOCBi MpOBEAEHHS TaKUX MPOTPaM JIaB 3MOTY
chopMynoBaTH peKOMEHallli moA0 epeKTUBHOT iX peamizallii Ta 3a0e3MedYeHHs] Pe3yIbTaTUBHOT
KJIIEHTOOPIEHTOBAHOT TOBEIIHKA TMEPCOHANy: HEOOXITHICTb BHMKOPHCTAHHS JAMCTaHLIAHHUX
IHTepaKTUBHHUX TEXHOJIOTIM HaBUaHHS; 3a0e3MedYeHHS CHenu(iuHUX OpraHi3aliifHO-TIeIarori9HUX
YMOB — MIBUILIICHHS PiBHS MOTHUBAIIi] 10 O€3MepepBHOTO PO3BUTKY MPOdeciiiHOT KOMIIETEHTHOCTI;
OHOBJICHHS 3MICTY PO3BHUTKY MpOQeciiiHOI KOMIIETEHTHOCTI JOCHIIPKYBaHOI KaTeropii Ha OCHOBI
MO/IeNl KOMIIETEHIil; BUKOPUCTAHHS TEXHOJIOTI 3MIIIaHOTO HAaBYAHHS, KOYYMHIOBUX TEXHOJOTIH
Ta TEXHOJIOTI MOJENIOBAHHS IISUIBHOCTI; 3A1MCHEHHS MOCTTPEHIHIOBOTO CYNPOBOJY YYaCHHUKIB
nporecy 3 METOI0 IMiJBHILEHHS pe3yIbTaTUBHOCTI BHUKOPUCTAHHS HAOyTUX HABUYOK Y
npoeciitHOMy KOHTEKCTI.

Knrouosi cnosa: KOHKypeHTHI IepeBarv, pO3BUTOK IEPCOHAIY, JIIOACHKUNA KariTan, KOMIaHii
cdepu 3B’s13Ky, MiABUILEHHS KBami(ikallii, HAaBUaHHS Ha BUPOOHHUIITBI.
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OIIBIT PA3BBUTHUA YEJTOBEYECKOTI'O KAITUTAJIA B KOMITAHUAX CPEPHI
CBA3U YKPAUHDBI: HAYYHO-IIEJAI'OI'MYECKHUE ITOAXO/AbI
AHHoTanms. Llenpio cTaThu SABISETCS aHAINW3 COBPEMEHHBIX TEHICHUUN pa3BUTHA cepbl
CBSI3M W UWHPOpPMATHU3ALMU YKpauHbl, aHATU3 TEHACHUMH B HM3MEHEHUHM IOTPEOUTENHCKOTO
MOBEJICHUSI KJIMEHTOB KOMIIAaHUH CQephl CBs3M; aHAIM3 TEOPHH YEIOBEYECKOrO KaluTalia u
pe3ylbTaTOB OIIPOCA KJIMEHTOB M BBIJCIICHUE HAIPAaBICHUN pa3BUTHUS IEPCOHAIA KOMIIAHUU;
BbIJICJICHUE KOMIIOHEHTOB KJIMEHTOOPUEHTHPOBAHHOW MOJIENN PAa3BUTHS MPOodeccCHOHAIbHOM
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KOMIIETEHTHOCTH TNepcoHana. [IpakTuyeckoe 3Ha4YeHHWE CTaTbHM 3aKJIIOYACTCS B IPEICTABICHHH
IpOrpaMMbl  Pa3BUTHS  KJIMEHTOOPUEHTHPOBAHHOCTH IE€pcOHalla KOMIAHMKA cdepbl CBS3H,
anpoOUpOBaHHOM B 5 KOMIAHUAX, B KOTOpOU mpuHsuin yyactue 6osee 700 paOoTHUKOB, ee Lenel u
ATANoOB; TMpe3eHTalusi peKoMeHJauuid 1o d>(QeKkTuBHON peanuzalMu TPOTpaMM  Pa3BUTHUS
KJIMEHTOOPHEHTUPOBAHHOCTH TIEpCOHANa KOMITAaHUH cepbl CBA3M.

Kntouegvle cnosa: KOHKYpPEHTHBIE TPEUMYIIECTBA, PAa3BUTHUE IEPCOHANA, YEIOBEUECKUIH
KaruTall, KOMIIAaHUH c(epbl CBS3H, TOBBIICHUE KBATH(PHUKAIUU, 00ydeHHEe Ha TPOU3BOJICTBE.

®opmy.r: 0; puc.: 0; Tabmn.: 3; 6ubn.: 43.

Introduction. The current situation in the markets for goods and services in Ukraine is
characterized by a constant increase in competition, changes in consumer behavior, purchasing
preferences and purchasing power of consumers, a constant change in the quantitative
characteristics of markets (their capacity, supply and demand ratio of similar goods and services, or
changes in substitute services), legislative framewaork, socio-demographic trends etc. These factors
reinforce the need for companies to constantly search for sources of competitive advantage to
strengthen their position and expand their presence in the markets.

Analysis of research and problem statement. Today, the sector of communication and
informatization of Ukraine is one of the priority and strategically important sectors of the economy.
It provides strategic interests and needs of public administration, being a powerful reserve for the
growth of our country’s economy, ensuring the development of entrepreneurial activity, job
creation, as well as stimulating innovative component in social development, since the sustainable
development of information and communication infrastructure is an important prerequisite for entry
into the global information and economic space, access to global information resources, and thus
improving the living conditions and population quality of life [1, c. 43].

Comprehensive research of scientific problems in the sphere of communication and
informatization lies within issues of its strategic development (I. Stankevich, V. Tigareva [17]);
socio-economic problems of development of the studied sphere (O. Kuznetsova, O. Slobodyanyuk,
0. Urikova [8], V. Momot [10]); some economic and managerial aspects of functioning of the
communications industry as a whole and individual companies (V. Orlov, Ya. Guzenko [11]);
strategic issues of innovative development of telecommunication companies (V. Piliushenko, I.
Arakelova [12]; Y. Liakh, N. Kasyanova [9]); problems of development of the competitive
environment in communications services markets and its regulatory mechanisms (N.Klymenko [6],
V. Koval [7], O. Soldatenko [16], O. Tsunder [20]. However, there is little to no research on the
study of the human capital development of companies as a source of their competitive advantage.

The purpose of the article is analysis of the current trends in the development of the
communications and informatization sector of Ukraine; analysis of the trends in consumer behavior
of clients of communications companies; analysis of human capital theories and results of customer
surveys and identification of companies’ personnel development areas; identification of components
of client-oriented model of professional competence development of personnel; development of a
program of client-oriented development of personnel; presentation of recommendations on effective
implementation of such programs for the personnel of communication companies.

Research results. Professional competence of companies’ personnel is of great socio-
economic importance, because their continuous professional development, scientifically
substantiated approaches to its implementation, appropriate forms of organization and modern
pedagogical technologies of implementation make it possible to increase the level of professional
competence of personnel, its ability and readiness for permanent self-improvement in response to
today’s rapidly changing technological, economic and societal challenges.

Speaking about the need to solve a number of problems at the national level, it should be
noted that in the process of defining the strategic framework of national development of Ukraine, an
inclusive process of adaptation of the UN Sustainable Development Goals has been started, their
tasks have been contextualized and the following leading directions have been identified: fair social
development, sustainable economic growth and employment, implementation of infrastructure
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projects and effective management [19]. Therefore, the strategic priorities of the state concentrate
on several pivotal points:

- quality education (ensuring the availability of quality of vocational education, introducing
the concept of continuing education to ensure productive lifelong employment, overcoming digital
inequalities, ensuring that education meets the needs of social development);

- decent work and economic growth (ensuring sustainable GDP growth through the
development of innovations, improving the efficiency of production processes, the implementation
of a structural and innovative model of development, the formation of the innovation axis of priority
industries, the modernization of existing infrastructure);

- industry, innovation and infrastructure (in particular ICT development, Internet
accessibility) [19].

The strategic development goals of the state, which are formulated in the Mid-term Plan of
Priority Actions of the Government of Ukraine until 2020 [13], provide the conditions for
sustainable economic growth, in particular by «creating the preconditions for the development and
widespread introduction of innovations» with the further transition to the digital economy. Another
goal is the development of human potential, in particular by «creating opportunities for citizens to
intriduce their potential». Another topical issue that needs to be addressed at the national level is the
need to increase the capacity — capacity building — of Ukraine’s communications and IT sector, in
particular through the development of human resources.

Although intensive activities are underway to support the development of the information
society and the information sphere [3], Ukraine still has average indicators of the development of
the specified sphere and a significant technological backlog in the development of technologies
(Internet access by the standards of the latest generations of communication (3G, 4G, 5G) [33, 3]. In
addition, the industry is characterized by significant diversification in both the range of services
provided to consumers, the structure of revenues from the provision of services, and the number and
specific activity of service providers [2, 18].

The results of the analysis of sources [4, 5, 29, 30, 32] allow us to identify the leading trends
in the development of the sphere of communication in Ukraine:

- increase in total revenue from service provision (total revenue in 2018 amounted to UAH
62 billion, which is 10.2% more than in 2017);

- significant growth in the dynamics of revenues from the provision of mobile services (in
2018 it was 11% compared to 2017);

- changes in consumption patterns and consumer preferences (increased use of mobile
Internet (including video content, messaging, online services, electronic administrative services),
increased consumer demand for converged telecommunications services, machine-to-machine,
M2M) and Internet of Things (IoT) services;

- retention of 61.9% of mobile communications share in total industry revenues; for the first
time in the structure of such revenues, revenues from the provision of Internet access services
predominate;

- fast implementation of technological innovations (in particular, deployment of fourth
generation (4G) telecommunication networks with the use of IMT radio technology in 1800 MHz
2600 MHz bands; implementation of convergent fragmentation solutions within fixed and mobile
communication; use of modern high-performance switching equipment capable of serving multiple
numbering zones);

- reduction in the number of fixed line subscribers (as of 01.01.2019 the number of fixed
telephone subscribers was 6 069 thousand units, which is 15.5% or 1112 thousand units less than as
0f 01.01.2018);

- reduction of the index of provision of the population with mobile communication due to
the refusal of use of several SIM-cards of different operators by subscribers (as of 01.01.2019 was
128 units per 100 inhabitants, which is 19 units less than in the similar 2017);

- increase in the number of consumers of machine-to-machine (M2M) services and Internet
of Things (10T) services;
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- increase in the level of competition in the market of telecommunication services (in 2018,
611 new entities are included in the Ukrainian Register of operators and telecommunications
providers, including 243 telecommunications operators and 368 telecommunication providers; as of
01.01.2019 there were 982 valid licenses for telecommunications activities).

The state policy in the sector of communications is carried out in accordance with the laws
of Ukraine «On telecommunications», «On postal communications» and is based on clearly defined
principles: development of competition in the telecommunications market and the market of postal
services in the interests of consumers; introduction of world achievements, involvement, use of
domestic and foreign material and financial resources, the latest technologies, managerial
experience; control over the quality of telecommunication services and customer satisfaction; tariff
regulation; creation of favorable organizational and economic conditions for attracting investments;
protecting the interests of consumers [14]. State policy is aimed at demonopolization and
development of competition, protection of interests of consumers in the aspect of prevention of
uncontrolled increase of tariffs, maintenance of inadequate quality, and also on introduction of
innovative technologies and best management practices.

Considering the level of competition in the fixed, mobile and computer services market, it
should be noted that the peculiarity of these markets determines the possibility of revenue flow
between these markets. As technological development determines the possibility of creating
substitute products, migration of consumers and revenues between these markets is likely. As
customer behavior is inertial and is determined by many factors, such as ease of use, quality of
service, habitual services, so maintaining competitive positions in the markets, decreasing the
outflow of consumers in connection with the emergence of substitute products becomes a decisive
activity of communication companies [1, c¢. 134]. The modern challenges for the communications
sector are increasing the level of competition in the respective markets, changing consumer
behavior and purchasing power of consumers, changing the quantitative characteristics of the
market (its capacity, supply and demand of similar goods and services or services-substitutes),
changes in legislation framework, social trends, etc. Significant competition in the
telecommunication services market necessitates the search for sources of competitive advantage of
companies in order to strengthen their own positions and expand their presence in the market. In
terms of similarity of technological conditions and tariffs, often the main source of competitive
advantage of operators is within the business process of «sale of services and customer service» and
the professional competence of the personnel working at sale services and customer services
departments. The most telecommunication operators abroad concentrate their efforts on interaction
with clients, creating an environment for comfortable and personalized service, considering service
as the main source of their competitive advantages [30, c. 8; 43]. Thus the content of the
development of their professional competence should cover content related to the specifics of
customer behavior, means of strengthening the loyalty of existing customers, preventing their
outflow, technologies of interaction with customers, which lead to a high level of their satisfaction
with the quality of service.

In management theories (situational theory of leadership (Fiedler, 1971 [28]; Graen, 1970
[31]; Orris, 1970 [31]; Marletta, 1970 [31]), human centred paradigm of business (Capra, 1993 [23];
Ray, 1993 [37]; Ostenberg, 1993 [35]; Collins, 1993 [24]; Parras, 1993 [24]), theory of
organizational culture (Denison, 1990 [26]; Shane, 1995 [27]) is emphasized that, in modern
conditions, the competitiveness of enterprises to a lesser extent depends on the uniqueness and
quality of products and services; the main source of competitiveness is human capital, in particular
its knowledge, motivation, commitment, attitudes towards the company. Scientists point out that
purposeful actions on continuous professional development of personnel are the main factor of
economic growth, competitiveness and productivity, and in the long term — development of
innovative potential of economy and factor of its sustainable development [25, c. 3]; considerable
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attention should be also paid to work-based learning as a factor in the development of human
potential, professional identity and high self-esteem [40, c. 3].

In the theory of human capital development (G. Becker [21], J. Mintcer [34], T. Schultz
[38]), the potential of personnel for professional development is regarded as a resource that can be
compared with the resources by which the enterprise operates, as fixed assets, financial resources,
etc. Investing in human capital development enhances individual and organizational performance;
therefore, the constant development of professional competence of personnel through training is a
factor not only in improving their (personnel) performance, but also in their high loyalty to the
organization. Considering the economic component of investing in the development of human
capital, G. Becker makes the assumption that, at the organization level, it makes sense when the
competencies specific to such organization has to be improved. On the other hand, investing in the
development of more general competencies is advisable at the individual level, which in the future
will create opportunities for career advancement and higher compensation [21, c. 17]. An
alternative is the assertion that it is necessary to invest in the development of those components of
professional competence that affect the generation of revenue [42, c. 34]. The key ideas that should
be incorporated into the concept of professional competence development of personnel, in our
opinion, are: the need for comprehensive development of components of professional competence;
isolation and purposeful development of those components of the professional competence that
directly affect the performance of their activities and the generation of revenues of the company.

It is also should be considered the specific features of the personnel of the communications
companies: the employee is aware of himself/herself as a integrated personality; he/she is at the
highest level of socialization, has greater life and professional experience, which is a strong motive
for developing responsibility for the work performed; his/her willingness (motivation) for learning
is determined by the desire to solve not only his/her professional problems, but also the social and
psychological ones that arise in the process of professional interaction; he/she is focused on the
immediate utilization of the knowledge and skills acquired; his/her educational activity is largely
determined by the need to make optimal professional decisions, and therefore the subject of his/her
interest is the basic principles of choosing such decisions [15, ¢. 27].

We consider client-orientation by personnel as their ability to provide such interaction with
customer that provides the company with additional revenue and loyalty of existing customers
through a deep understanding of their needs. In order to substantiate the components of professional
competence of the personnel, we have created a model of competencies — a set of competencies
that meet the requirements for an employee in a specific position and are necessary for the
qualitative fulfillment of their functional duties. For this purpose, the author’s methodology was
used [1], the essence of which was the implementation of theoretical analysis (analysis of
researches’ findings and functional analysis), the method of expert evaluation (in particular, the
method of critical incidents, SERVQUAL, foresight), which made it possible to generate a wide
range of individual competencies of personnel. Using the SERVQUAL methodology (98 clients of
PJSC «Ukrtelecom» and PJSC «Ukrposhta» from Khmelnytsky, Chernivtsi, Kyiv, Kharkiv,
Kherson oblasts were respondents of the survey) we received a set of key characteristics of
personnel needed for quality performance of functional duties, as well as models of behavior,
attitudes, and personality traits that have been demonstrated in the interaction and that affect clients’
high level of satisfaction (Table 1).

Table 1
Components of a client-oriented model of professional competence
(for personnel of communications companies)
Name of
Ne competence Indicators of competence
component
1. Value-motivational Attentive attitude towards clients; orientation in interaction with customers on
component building long-term relationships and maximizing satisfaction of their needs;
willingness to solve consumer problems; cooperation with clients; focus on
binding consumer inquiries to their advantage.
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2. Psychological Knowledge of psychology of client behavior.
knowledge
3. Professional skills Knowledge of methods of work with customers; ability to apply customers
retention techniques; knowledge of methods of quality customer service in
accordance with company standards.

4. Communicative skills | Ability to establish interaction with clients; demonstration the skills of active
listening (listening to client’s point of view, asking questions to identify the
needs of the customer, activating the conversation, the ability to hear and
understand the in-depth/real needs of the client); the ability to establish contact
with the customer for effective interaction.

Source: [1].

For the development of these components of professional competence, a program was developed
that was implemented in 2014—2018 by a number of companies (PJSC «Ukrtelecom», PJSC
«Ukrposhta», DEPS Solutions, PE «Network», etc.). The program was implemented in 3 stages (Table
2). Each stage was aimed at achieving clearly defined goals (Table 3). In total, more than 700 people
attended this program. Each participant had to: master the materials of e-learning courses (which made
it possible to develop a cognitive component of professional competence, to create the knowledge base
of skills, to develop practical-oriented knowledge and the ability to apply the acquired knowledge in
specific conditions of professional context); participate in training activities (the result of this stage was
the improvement of appropriate skills, formation values, visions, experience); participate in post-training
support (which allowed to deepen relevant skills, prevent loss of knowledge, increase motivation to
apply the acquired knowledge in professional activity).

Table 2
Stages of client-oriented model of personnel professional competence development
Stage The purpose of the stage Form of training

Stage 1. Mastering basic knowledge of the subject, acquiring the | E-learning course

knowledge base of future skills.
Stage 2. Development of skills to use basic tools of professional | Training

behavior in practice.
Stage 3. Implementation of acquired knowledge/skills in practical | Post-training support

activities; developing skills/unconscious competence in
applying the learned approaches in practice; supporting the
motivation to use the acquired skills.

Source: [1].

For the development of professional and psychological knowledge the e-learning course
«Quality service as a competitive advantage. Building effective customer relationships» was
created. The course provides such topics as: high quality service as a tool for improving the
competitiveness of the company; approaches to creating a system of quality customer service; best
practices in telecommunication services; components of quality customer service; key indicators of
quality service; prevention of complaints and their use to improve the quality of customer service;
types of relationships with customers; the application of customer relationship management (CRM)
approaches in the company; key factors for forming and strengthening consumer loyalty; effective
sales tools; customer service standards; psychology of interaction with clients; customer orientation
as a key value in the customer service process.

In order to develop professional and communication skills, a training program «Service
Standards» was developed. The purpose of the training was to master the corporate standards of
service and sales, to develop skills to build interaction with customers and create a positive
atmosphere of communication, to acquire constructive tactics of interaction with clients. The
program provides such topics as: the purpose and objectives of corporate standards of sales and
service; developing skills to establish contact with customers in accordance with corporate
standards; techniques for identifying customers’ needs; techniques of presentation of benefits of
products and services; techniques for dealing with customers’ objections; negotiation skills with
clients; psychotechnology of work with clients; stress management and employee self-regulation;
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management of psychological factors while working with customers; tactical techniques for
constructively solving complex communication situations; conducting an effective presentation.

Table 3
Objectives for developing the professional competence of the personnel in communications
companies
Operational objectives Results expected
1. Development of client orientation. 1. Demonstration of client-oriented behavior.
2.Development of customer relationship. 2. Willing to build customer engagement.

1. Increasing the level of professional knowledge and their 1. Relevant application of acquired professional

introduction into professional activity. knowledge in a professional context.
2. Improvement of the level of psychological knowledge 2. Relevant application of acquired psychological
and their introduction into professional activity. knowledge in a professional context.

1. The development of professional skills and their relevant | 1. Relevant application of professional skills in a
adaptation to the conditions of the current problematic professional context.
situation of the professional context. 2. Relevant use of communication skills in a
2. Development of communication skills and their relevant | professional context.
adaptation to the conditions of the current problematic
situation of the professional context.

Source: development by authors.

In order to deepen the knowledge acquired during the training process, to improve the skills,
to apply them effectively in a professional context, within 4 weeks after the end of the training,
post-training support of the training participants is carried out.

The development of professional competence of personnel will be effective if providing
such pedagogical conditions as: increasing participants’ level of motivation for the continuous
development of professional competence; design the content of training on the basis of the model of
competences; use of blended learning, coaching and simulation technologies; implementation of
post-training support in order to increase the effectiveness of utilizing the acquired skills in a
professional context.

Conclusions. Modern trends of development in the sector of communication and informatization
of Ukraine are: an increase in revenues from the provision of services, an increase in the dynamics of
revenues from the provision of mobile communications services, changes in the structure of consumption
and consumer preferences, intensive introduction of technological innovations, reduction of the number of
fixed communication services subscribers, increase the number of consumers of machine-to-machine
interaction services, increase the level of market competition. Changes in consumption patterns and
consumer preferences have emerged (increased use of mobile Internet (including video content,
messaging, online services, electronic administrative services), increased consumers’ demand for
converged telecommunications services, machine-to-machine services, and requirements for quality of
service. Significant competition in the telecommunication services market necessitates the search for
sources of competitive advantage of companies in order to strengthen their own positions and expand their
presence in the market. In terms of similarity of technological conditions and tariffs, often the main source
of competitive advantage of operators is within the business process of «sale of services and customer
service» and the professional competence of the personnel working at sale services and customer services
departments. In a highly competitive communication market, client orientation is one of the most
important sources of competitive advantage for companies. As customer-orientation is the ability of
personnel to build specific engagement within the «client-company» system, the development of this
capability in line with company service standards should be the focus of ongoing attention. It was defined
a set of key characteristics of personnel needed for quality performance of functional duties, as well as
models of behavior, attitudes, and personality traits that have been demonstrated in the interaction and that
affect clients’ high level of satisfaction — attentive attitude towards clients; orientation in interaction with
customers on building long-term relationships and maximizing satisfaction of their needs; willingness to
solve consumer problems; cooperation with clients; focus on binding consumer inquiries to their
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advantage, knowledge of methods of work with customers; ability to apply customers retention
techniques; knowledge of methods of quality customer service in accordance with company standards,
ability to establish interaction with clients; demonstration the skills of active listening (listening to client’s
point of view, asking questions to identify the needs of the customer, activating the conversation, the
ability to hear and understand the in-depth/real needs of the client); the ability to establish contact with the
customer for effective interaction.

The proposed program of development of client orientation of personnel is complex and allows to
guarantee the development of client oriented behavior and to introduce it in the process of performing
work functions. It includes e-learning courses (which made it possible to develop a cognitive component
of professional competence, to create the knowledge base of skills, to develop practical-oriented
knowledge and the ability to apply the acquired knowledge in specific conditions of professional context);
training activities (the result of this stage was the improvement of appropriate skills, formation values,
visions, experience); post-training support (which allowed to deepen relevant skills, prevent loss of
knowledge, increase motivation to apply the acquired knowledge in professional activity). The
development of professional competence of personnel will be effective if providing such pedagogical
conditions as: increasing participants’ level of motivation for the continuous development of professional
competence; design the content of training on the basis of the model of competences; use of blended
learning, coaching and simulation technologies; implementation of post-training support in order to
increase the effectiveness of utilizing the acquired skills in a professional context.

In our further scientific research we are planning to focus on assessing the cost-effectiveness of
training activities of the personnel of communication companies and the return on such investments.

Jliteparypa

1. Bopomienko O. B. Teopist i mpakTuka pO3BHTKY MpO(eciiHOl KOMIIETEHTHOCTI KEpiBHHKIB CTPYKTYPHHX IMiZpO3IiTiB
i anpreMctB chepw 38’s13Ky : Monorpadis / O. B. bopoxierko. — Kuis : I[IITO HAIIH Ykpainun, 2017. — 422 c.

2. JlepxaBHa ciyx0a craTucTuk : odiriiiamii caitr [Enexrponnnii pecypc]. — Pesxum moctymy : http://www.ukrstat.gov.ua.

3. JlomoBige mpo cran indopmarusaii Ta po3BUTKY iH(bopMaiiiHoro cycminberBa B Ykpaini 3a 2014 pik / Kabiser Minictpis
Vxpainun. — Kuis, 2015. — 138 c.

4. 3Bit npo pobory HauioHanbHOi KOMIcii, 110 3/iHCHIOE AepkaBHE PEryioBaHHs y cdepi 3B’ 3Ky Ta iHpopmarn3anii 3a 2018 pik
[Enexrponnuit pecypc] / HamionanbHa KOMICist, 0 3/1i#iCHIOE IepyKaBHE PETYIOBaHHS y cdepi 3B’ 13Ky Ta iHopmarusarii. —
2019. — Pesxum moctymy : https://nkrzi.gov.ua/images/news/11/1684/Zvit_za_2018_29032019_new.pdf.

5. 3BiT npo podory HamionansHoi KoMicii, 1110 3AIHCHIOE Jiep:kaBHE peryioBaHHs y cdepi 3B’s3Ky Ta iHpopmarusarii 3a 2014 pik
[Enextponnuii pecypc] / HamionansHa xomicisi, 0 3miHCHIOE AepKaBHE PEryioBaHHS y cdepi 3B’s3Ky Ta iHdopmaTm3aryi. —
2015. — Pesxum moctymy : http://nkrzi.gov.ua/images/upload/142/5369/r165_dod_2015-03-24.pdf.

6. Kmmmenko H. A. AHani3 KOHKYPEHTHOTO CepeIOBHINA Ha PUHKY (hikcoBaHOrO iHTepHeTy Ykpainu [Enexrponnuit peccypc] //
HepxaBue YIIPaBIiHHSL: YIAOCKOHAJICHHS Ta PO3BUTOK. — 2019. — Pexum JIOCTYyIy
http://www.dy.nayka.com.ua/pdf/8_2019/27.pdf.

7. Kosanp B. B. [lep:kaBHe perymroBaHHs ONITOMONICTHYHOI CTPYKTYpH PHHKY TenekoMmyHikamiii Ykpainu / B. B. Kosamp //
30BHIILIHS TOPriBIs: eKOHOMIKa, iHaHcH, mpaBo. — 2013. — Ne 1. — C. 134—140.

8. Kysuenosa O. B. Cdepa TenekoMyHikauiii: COlialbHO-eKOHOMIYHI MPOOIEMH BIIPOBA/DKCHHSI [HTEPHET-NOCIYT Y CLIBCHKHX
perionax / O. B. Ky3uernosa, O. B. Cino6oznsuiok, O. M. Ypikosa // Haykouii BicHUK XepCOHCHKOrO JIEPKABHOTO YHIBEPCUTETY.
Exonomiuni Hayku. — 2015. — Ne 14, — C. 71—75.

9. JIsx 1O. O. IlpioputeTHi HampsiMU PO3BHUTKY PHHKY TenekomyHikamiit Ykpainu / FO. O. JIsx, H. B. KacesiHoBa // ExoHoMika Ta
YIIpaBITiHHS HAIliOHATBHUM rocrogapctBoM. — 2017. — Ne 7. — C. 54—509.

10. Momor B. E. Bnusame rio0ambHOrO pasBHTHS TEIEKOMMYHHMKAIMH W HMHGOPMANMOHHBIX TEXHOJIOTHMI Ha IPOLECCHI
JEMOKPATU3alUH U CTAHOBJIECHHS Tpaxanckoro odmectsa / B. E. Momort // €Bporneiicbkuii BEKTOp €KOHOMIYHOTO PO3BHTKY. —
2014. — Ne 2. — C. 140—150.

11. Opnos B. M. IIpobnemu po3BuTKy cydacHoro mignpuemcrsa / B. M. Opios, SI. O. I'y3enko // HaykoBuii BicHUK YXKropoJchbKoro
HamioHasHOTO yHiBepcurery. — 2016. — Ne 7. — C. 149—152.

12. Timromenko B. JI. Crparerisi iHHOBauifiHOro ympasiiHHSA c(epor MOCIyr Ha OCHOBI MapkeTwHrosoro migxoxmy / B. JL
ITimomenxo, I. O. Apakenosa // MapkeTusr i MeHepkMeHT iHHOBamid. — 2013. — Ne 4. — C. 133—142.

13. Ipo 3aTBepmKEHHS CEpeHFOCTPOKOBOrO INIaHy IpioputeTHHX Iiif Ypsmy no 2020 poxy Ta maHy NpiopuTeTHHX Ail Ypsiay Ha
2017 pix [EnektponHmit pecypc] [/ Kabimer MiunictpiB Vkpainm. — 2017. — Pexum  jgocrymy
http://zakon5.rada.gov.ua/laws/show/275-2017-p.

14. TIpo tenexkomyHikauii : 3akon Bix 18.11.2003 Ne 1280-1V, 3 monpaBkamu Bix 06.11.2016, morouna penmaxuis Bin 18.12.2017
[Enexrponnuit pecypc] / Bepxosra Pana Ykpainu. — Pexxum mocrymy : http://zakon0.rada.gov.ua/ laws/show/1280-15.

15. IpodeccnonanpHas nemaroruka : yae6. mocodue / pen. C. 5. Barpinues. — Mocksa : [Ipodobpazosanue, 1997. — 512 c.

16. Conpmarenko O. IndopmariiiHuii mpocTip y Mepexi iHTepHeT: mpaBoBe perymoBaHHs Ta koHTponb / O. CompateHko //
ITimnpreMHUNTBO, TOCTIoAapcTBo i npaBo. — 2018. — Ne 5. — C. 134—140.

503


https://nkrzi.gov.ua/images/news/11/1684/Zvit_za_2018_29032019_new.pdf

17

18.

19.

20.

21.

22.

23.

24.

25.

26.
27.

28.

29.

30.

31.

32.

33.

34.

35.

36.

37.

38.

39

40.

41.

42.
43.

. CrankeBud I. B. Anani3 i mporuo3yBaHHs po3BUTKY cepr 3B’s3Ky Ta iHdopmarusarii Ykpainu: MoxnBocTi Ta 3arposu / 1. B.

CrankeBuy, B. A. Tirapepa // ExoHomika Ta nepxasa. — 2016. — Ne 1. — C. 69—77.

Cran i po3BuTOK 3B’513Ky B YKpaini 3a 2015 pik : crar. Gronerens [Enxexrpornmuii pecype] / depxkomcrar Ykpainu. — 2016. —
Pesxxum moctymy : http://www.ukrstat.gov.ua/druk/publicat/kat_u/publinform_u.htm.

Limi cramoro po3sutky: Ykpaina : Harionansna momoBins [Enexrponsuit pecypc] / MiHicTepcTBO €KOHOMIYHOTO PO3BUTKY i
toprimi Ykpaian. — 2017. — Pesxum moctymy : http://un.org.ua/images/SDGs_NationalReportUA_Web_1.pdf.

Lyrnep O. E. Anani3 i mepcreKTHBY pO3BUTKY KOHKYPEHTOCIIPOMOXKHOCTI MOCITYT TeICKOMYHIKaIliHUX omepaTopis B Ykpaisi /
O. E. ynnep // Bicank XMenpHUIBKOTO HamioHaMbHOTO yHiBepeuTery. — 2016. — Ne 1. — C. 276—280.

Becker G. S. Human capital: A theoretical and empirical analysis, with special reference to education / G. S. Becker. — The
Second edition. — New York : National Bureau of Economic Research, 1975. — 252 p.

Borodiyenko O. Theoretical foundations of professional competence development of managers within intra-firm training: the
case of Ukrainian communication companies / O. Borodiyenko // Education: Modern Discourses. — 2019. — Ne 2. — C. 63—
69. https://doi.org/10.32405/2617-3107-2018-1-7.

Capra F. A. Systems Approach to the Emerging Paradigm / F. A. Capra // The New Paradigm in Business. Tarcher / Perigee
Books. — New York, 1993. — P. 230—238.

Collins J. Mission and Vision / J. Collins, P. J. Purpose // The New Paradigm in Business Tarcher / Perigee Books. — New York,
1993. — P. 82—90.

Communication from the Commission to the European Parliament, the Council, the European Economic and Social Committee
and the Committee of Regions. Rethinking Education: Investing in Skills for Better Socio-Economic Outcomes [Electronic
resource] /  European = Commission. — 2012, —  Available at :  https://eur-lex.europa.eu/legal-
content/EN/TXT/HTML/?uri=CELEX:52012DC0669&from=EN.

Denison D. Corporate culture and organizational effectiveness / D. Denison // New York : John Wiley & Sons, 1990. — 267 p.
Denison D. R. Bringing Corporate Culture To the Bottom Line [Electronic resource] / D. R. Denison. — 1984. — Available at :
https://www.denisonconsulting.com/sites/default/files/documents/resources/denison-1984-culture-bottom-line_0.pdf.

Fiedler F. Validation and extension of the contingency model of leadership effectiveness / F. Fiedler // Psychological Bulletin. —
1971. — Ne 76. — P. 128—148.

Global telecommunications study 2019, Accelerating the intelligent enterprise [Electronic resource] // Ernst and Young. —
Available at : https://www.ey.com/Publication/vwLU Assets/ey-accelerating-the-intelligent-enterprise/$FI1LE/ey-accelerating-the-
intelligent-enterprise.pdf.

Global telecommunications study: navigating the road to 2020 [Electronic resource] // Ernst and Young. — Available at :
https://www.ey.com/Publication/vwLU Assets/ey-global-telecommunications-study-navigating-the-road-to-2020/%24F 1LE/ey-
global-telecommunications-study-navigating-the-road-to-2020.pdf.

Graen G. Contingency model of leadership effectiveness: Antecedent and evidential results / G. Graen, X. Alvares, J. Orris, J.
Marletta // Psychological Bulletin. — 1970. — Ne 74. — P. 285—296.

Measuring digital development. Facts and figures 2019 [Electronic resource] / International Telecommunication Union. — 2019.
— Awvailable at : https://www.itu.int/en/ITU-D/Statistics/Documents/facts/FactsFigures2019.pdf.

Measuring the Information Society Report 2015 [Electronic resource] / International Telecommunication Union. — Geneva,
Switzerland : Place des Nations, 2015. — 252 p.

Mincer J. Education, Experience, and the Distribution of Earnings: an Owerview / J. Mincer // Education, Income and Human
Behavior / National Bureau of Economic Research. — 1975. — Ne 1. — P. 73—93.

Ostenberg R. V. A New Kind of Company with a New Kind of Thinking / R. V. Ostenberg // The New Paradigm in Business. —
New York : Tarcher / Perigee Books, 1993. — P. 67—72.

Radkevych V. A scientific pedagogical analysis of vocational education and training reforms during the early years of ukraine’s
independence (1991—2000) / V. Radkevych // Professional pedagogics. — 2019. — Ne 1 (19). doi:10.32835/2223-5752.2019.19.
Ray M. What is a new Paradigm in Business? / M. Ray // The New Paradigm in Business. — New York : Tarcher / Perigee
Books, 1993. — P. 1—13.

Shults T. W. Investment in Human Capital / T. W. Shults // American Economic Review. — 1961. — Ne 51. — P. 1—17.

. Technology, Media and Telecommunications predictions [Electronic resource] // Deloitte. — 2019 — Available at :

https://www?2.deloitte.com/ua/uk/pages/press-room/press-release/2018/tmt-predictions-2019.html.
The Bruges Communiqué on enhanced European Cooperation in Vocational Education and Training for the period 2011—2020.
Communiqué of the European Ministers for Vocational Education and Training, the European Social Partners and the European
Commission, meeting in Bruges on 7 December 2010 to review the strategic approach and priorities of the Copenhagen process
for  2011—2020  [Electronic  resource] /  European  Comission. —  2010. —  Available at
http://ec.europa.eu/dgs/education_culture/repository/education/policy/vocational-policy/doc/brugescom_en.pdf.
The Little Data Book on Information and Communication Technology [Electronic resource] / World Bank Group, International
Telecommunication Union. — 2018. — Available at : https://www.itu.int/en/ITU-
D/Statistics/Documents/publications/ldb/LDB_ICT_2018.pdf.
Toffler A. The Adaptive Corporation / A. Toffler. — Aidershot : Gower, 1985.
Top 10 Risks for Telecommunication 2014 [Electronic resource] / Ernst & Young Global Telecommunications Center. — 2014.
— Auvailable at: http://www.ey.com/Publication/vwLUAssets/EY_-_Top_10_risks_in_telecommunications_2014/$File/EY -top-
10-risks-in-telecommunications-2014.pdf.

Cmamms pexomernoosana do opyky 17.02.2020 © Manuxina A. A., bopoodienxo O. B.,

Paokesuu O. I1., Paokesuu B. O.

504


http://un.org.ua/images/SDGs_NationalReportUA_Web_1.pdf
https://doi.org/10.32405/2617-3107-2018-1-7

10.

11.

12.

13.

14.

15.
16.

17.

18.

19.

20.

References
Borodiienko, O. V. (2017). Teoriia i praktyka rozvytku profesiinoi kompetentnosti kerivnykiv strukturnykh pidrozdiliv
pidpryiemstv sfery zviazku [Theory and practice of professional competence development of heads of structural divisions of
communications enterprises]. Kyiv: IPTO NAPN Ukrainy [in Ukrainian].
Derzhavna sluzhba statystyky. (n. d.). Ofitsiinyi sait [Official website]. www.ukrstat.gov.ua. Retrieved from
http://www.ukrstat.gov.ua [In Ukrainian].
Kabinet Ministriv Ukrainy. (2015). Dopovid pro stan informatyzatsii ta rozvytku informatsiinoho suspilstva v Ukraini za 2014
rik [Report on the state of information and development of the information society in Ukraine for 2014]. Kyiv [in Ukrainian].
Natsionalna komisiia, shcho zdiisniuie derzhavne rehuliuvannia u sferi zviazku ta informatyzatsii. (2019). Zvit pro robotu
Natsionalnoi komisii, shcho zdiisniuie derzhavne rehuliuvannia u sferi zviazku ta informatyzatsii za 2018 rik [Report on the
work of the National Communications and Informatization Regulatory Commission for 2018]. Retrieved from
https://nkrzi.gov.ua/images/news/11/1684/Zvit_za_2018 29032019_new.pdf [in Ukrainian].
Natsionalna komisiia, shcho zdiisniuie derzhavne rehuliuvannia u sferi zviazku ta informatyzatsii. (2015). Zvit pro robotu
Natsionalnoi komisii, shcho zdiisniuie derzhavne rehuliuvannia u sferi zviazku ta informatyzatsii za 2014 rik [Report on the
work of the National Commission for the State Regulation of Communications and Informatization for 2014]. Retrieved from
http://nkrzi.gov.ua/images/upload/142/5369/r165_dod_2015-03-24.pdf [in Ukrainian].
Klymenko, N. A. (2019). Analiz konkurentnoho seredovyshcha na rynku fiksovanoho internetu Ukrainy [Analysis of the
competitive environment in the fixed Internet market of Ukraine]. Derzhavne upravlinnia: udoskonalennia ta rozvytok —
Public administration: improvement and development. Retrieved from http://www.dy.nayka.com.ua/pdf/8_2019/27.pdf [in
Ukrainian].
Koval, V. V. (2013). Derzhavne rehuliuvannia olihopolistychnoi struktury rynku telekomunikatsii [State regulation of the
oligopolistic structure of the telecommunications market of Ukraine]. Zovnishnia torhivlia: ekonomika, finansy, pravo —
Foreign Trade: Economics, Finance, Law, 1, 134—140 [in Ukrainian].
Kuznietsova, O. V., Slobodianiuk, O. V., & Urikova, O. M. (2015). Sfera telekomunikatsii: sotsialno-ekonomichni problemy
vprovadzhennia Internet-poslun u silskykh rehionakh [Sphere of telecommunications: socio-economic problems of
implementation of Internet services in rural areas]. Naukovyi visnyk Khersonskoho derzhavnoho universytetu. Ekonomichni
nauky — Scientific Bulletin of the Kherson State University. Economic sciences, 14, 71—75 [in Ukrainian].
Liakh, Yu. O., & Kasianova, N. V. (2017). Priorytetni napriamy rozvytku rynku telekomunikatsii Ukrainy [Priority directions
of development of the telecommunications market of Ukraine]. Ekonomika ta upravlinnia natsionalnym hospodarstvom —
Economy and management of the national economy, 7, 54—59 [in Ukrainian].
Momot, V. E. (2014). Vliyanie global’nogo razvitiya telekommunikacij i informacionnyh tekhnologij na processy
demokratizacii i stanovleniya grazhdanskogo obshchestva [Influence of global development of telecommunications and
information technologies on processes of democratization and formation of civil society]. Yevropeiskyi vektor ekonomichnoho
rozvytku — European vector of economic development, 2, 140—150 [in Russian].
Orlov, V. M., & Huzenko, Ya. O. (2016). Problemy rozvytku suchasnoho pidpryiemstva [Problems of development of modern
enterprise]. Naukovyi visnyk Uzhhorodskoho natsionalnoho universytetu — Scientific Bulletin of Uzhgorod National
University, 7, 149—152 [In Ukrainian].
Piliushenko, V. L., & Arakelova, I. O. (2013). Stratehiia innovatsiinoho upravlinnia sferoiu posluh na osnovi marketynhovoho
pidkhodu [Strategy of Service Management Innovation Based on a Marketing Approach]. Marketynh i menedzhment innovatsii
— Marketing and Management of Innovation, 4, 133—142 [in Ukrainian].
Kabinet Ministriv Ukrainy. (2017). Pro zatverdzhennia serednostrokovoho planu priorytetnykh dii Uriadu do 2020 roku ta
planu priorytetnykh dii Uriadu na 2017 rik [On approval of the mid-term plan of priority actions of the Government until 2020
and the plan of priority actions of the Government for 2017]. Retrieved from http://zakon5.rada.gov.ua/laws/show/275-2017-p
[in Ukrainian].
Verkhovna Rada Ukrainy. (n. d.). Pro telekomunikatsii: Zakon vid 18.11.2003 Ne 1280-1V, z popravkamy vid 06.11.2016,
potochna redaktsiia vid 18.12.2017 [On telecommunications: Law of 18.11.2003 Ne 1280-1V, as amended on 06.11.2016,
current version as of 18.12.2017]. Retrieved from http://zakon0.rada.gov.ua/ laws/show/1280-15 [in Ukrainian].
Batishev, Ya. (Ed.). (1997). Professional’naya pedagogika /Professional pedagogy]. Moscow: Profobrazovanie [in Russian].
Soldatenko, O. (2018). Informatsiinyi prostir u merezhi internet: pravove rehuliuvannia ta kontrol [Information space in the
Internet: legal regulation and control ]. Pidpryiemnytstvo, hospodarstvo i pravo — Entrepreneurship, Economy and Law, 5,
134—140 [in Ukrainian].
Stankevych, 1. V., & Tiharieva, V. A. (2016). Analiz i prohnozuvannia rozvytku sfery zviazku ta informatyzatsii Ukrainy
[Analysis and forecasting of the development of the sphere of communication and informatization of Ukraine: opportunities
and threats]. Ekonomika ta derzhava — Economics and State, 1, 69—77 [In Ukrainian].
Derzhkomstat Ukrainy. (2016). Statystychnyi biuleten. Stan i rozvytok zviazku v Ukraini za 2015 rik [Statistical bulletin.
Communication status and development in Ukraine in 2015]. Retrieved from
http://www.ukrstat.gov.ua/druk/publicat/kat_u/publinform_u.htm [in Ukrainian].
Ministerstvo ekonomichnoho rozvytku i torhivli Ukrainy. (2017). Tsili staloho rozvytku: Ukraina: Natsionalna dopovid
[Sustainable Development Goals: Ukraine: National Report]. Retrieved from
http://un.org.ua/images/SDGs_NationalReportUA_Web_1.pdf [in Ukrainian].
Tsunder, O. E. (2016). Analiz i perspektyvy rozvytku konkurentospromozhnosti posluh telekomunikatsiinykh operatoriv v
Ukraini [Analysis and prospects of development of competitiveness of services of telecommunication operators in Ukraine].
Visnyk Khmelnytskoho natsionalnoho universytetu — Bulletin of the Khmelnitsky National University, 1, 276—280 [in
Ukrainian].

505


http://www.ukrstat.gov.ua/
https://nkrzi.gov.ua/images/news/11/1684/Zvit_za_2018_29032019_new.pdf
http://zakon5.rada.gov.ua/laws/show/275-2017-р
http://www.ukrstat.gov.ua/druk/publicat/kat_u/publinform_u.htm
http://un.org.ua/images/SDGs_NationalReportUA_Web_1.pdf

21.

22.

23.

24.

25.

26.
27.

28.

29.

30.

31.

32.

33.

34.

35.

36.
37.
38.
39.

40.

41.

42.
43.

Becker, G. S. (1975). Human capital: A theoretical and empirical analysis, with special reference to education. New York:
National Bureau of Economic Research.
Borodiyenko, O. (2019). Theoretical foundations of professional competence development of managers within intra-firm
training: the case of Ukrainian communication companies. Education: Modern Discourses, 2, 63—609.
https://doi.org/10.32405/2617-3107-2018-1-7.
Capra, F. A. (1993). Systems Approach to the Emerging Paradigm. The New Paradigm in Business. New York: Tarcher /
Perigee Books.
Collins, J., Parras, & Purpose, J. (1993). Mission and Vision. The New Paradigm in Business. New York: Tarcher / Perigee
Books.
European Commission. (2012). Communication from the Commission to the European Parliament, the Council, the European
Economic and Social Committee and the Committee of Regions. Rethinking Education: Investing in Skills for Better Socio-
Economic Outcomes. Retrieved from https://eur-lex.europa.eu/legal-
content/EN/TXT/HTML/?uri=CELEX:52012DC0669&from=EN.
Denison, D. (1990). Corporate culture and organizational effectiveness. New York: John Wiley & Sons.
Denison, D. R. (1984). Bringing Corporate  Culture To the Bottom Line. Retrieved from
https://www.denisonconsulting.com/sites/default/files/documents/ resources/denison-1984-culture-bottom-line_0.pdf.
Fiedler, F. (1971). Validation and extension of the contingency model of leadership effectiveness. Psychological Bulletin, 76,
128—148.
Global telecommunications study 2019, Accelerating the intelligent enterprise. (n. d.). Ernst and Young. Retrieved from
https://www.ey.com/Publication/vwLU Assets/ey-accelerating-the-intelligent-enterprise/$FILE/ey-accelerating-the-intelligent-
enterprise.pdf.
Global telecommunications study: navigating the road to 2020. (n. d.). Ernst and Young. Retrieved from
https://www.ey.com/Publication/vwLU Assets/ey-global-telecommunications-study-navigating-the-road-to-2020/%24F 1 LE/ey-
global-telecommunications-study-navigating-the-road-to-2020.pdf.
Graen, G., Alvares, X., Orris, J., & Marletta, J. (1970). Contingency model of leadership effectiveness: Antecedent and
evidential results. Psychological Bulletin, 74, 285—296.
International Telecommunication Union. (2019). Measuring digital development. Facts and figures 2019. Retrieved from
https://www.itu.int/en/ITU-D/Statistics/Documents/facts/FactsFigures2019.pdf.
International Telecommunication Union. (2015). Measuring the Information Society Report 2015. Geneva, Switzerland: Place
des Nations.
Mincer, J. (1975). Education, Experience, and the Distribution of Earnings: an Owerview. National Bureau of Economic
Research. Education, Income and Human Behavior, 1, 73—93.
Ostenberg, R. V. (1993). A New Kind of Company with a New Kind of Thinking. The New Paradigm in Business. New York:
Tarcher / Perigee Books.
Radkevych, V. (2019). A scientific pedagogical analysis of vocational education and training reforms during the early years of
ukraine’s independence (1991—2000). Professional pedagogics, 1 (19). doi:10.32835/2223-5752.2019.19.
Ray, M. (1993). What is a new Paradigm in Business? The New Paradigm in Business. New York: Tarcher / Perigee Books.
Shults, T. W. (1961). Investment in Human Capital. American Economic Review, 51, 1—17.
Technology, Media and Telecommunications predictions. (2019). Retrieved from
https://www?2.deloitte.com/ua/uk/pages/press-room/press-release/2018/tmt-predictions-2019.html.
European Comission. (2010). The Bruges Communiqué on enhanced European Cooperation in Vocational Education and
Training for the period 2011—2020. Communiqué of the European Ministers for Vocational Education and Training, the
European Social Partners and the European Commission, meeting in Bruges on 7 December 2010 to review the strategic
approach and priorities of the Copenhagen process for 2011—2020. Retrieved from
http://ec.europa.eu/dgs/education_culture/repository/education/policy/vocational-policy/doc/brugescom_en.pdf.
World Bank Group, International Telecommunication Union. (2018). The Little Data Book on Information and
Communication Technology. Retrieved from https://www.itu.int/en/ITU-
D/Statistics/Documents/publications/ldb/LDB_ICT_2018.pdf.
Toffler, A. (1985). The Adaptive Corporation. Aidershot: Gower.
Ernst & Young Global Telecommunications Center. (2014). Top 10 Risks for Telecommunication 2014. Retrieved from
http://www.ey.com/Publication/vwLUAssets/EY_-_Top_10_risks_in_telecommunications_2014/$File/EY-top-10-risks-in-
telecommunications-2014.pdf.

The article is recommended for printing 17.02.2020 © Malykhina Y. A., Borodiyenko O. V.,

Radkevych O. P., Radkevych V. O.

506


https://doi.org/10.32405/2617-3107-2018-1-7



