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Abstract

The relevance of the research is determined by the fact that at the current stage of the development of the service
sector, which is determined in particular by the introduction of new technologies in the service sector, as well as the
desire of consumers to receive services of a professional level, the success of a service company is determined not
only by the ability of an employee to produce and provide a high-quality service, but also communicate effectively
with consumers and other participants in the process of providing services, build constructive relationships, avoiding
conflict situations, possess a certain culture of professional communication and behaviour. The professional develop-
ment of a service sector employee is a continuous process of personal self-improvement and self-realization, as well as
effective development in the environment of a service company.

Purpose: with the base on the analysis of the model of the interaction between employees and other participants in
the process of creation and provision of services, to identify the peculiarities of the professional communication of
personnel to determine the factors that will affect the effectiveness of the development of the professional and com-
municative competence of employees of enterprises in the service sector, and to substantiate the effective meth-
odology of developing the professional communicative competence of employees in environment of enterprises
in the service sector.

Methods: study of regulatory and legal documents, reports, scientific sources, educational and methodological ma-
terials to clarify the state of the problem under investigation; application of the unified modelling language (UML)
tools to visualize the behavioural design and interaction between employees of service enterprises and the environ-
ment that enabled to identify the peculiarities of professional communication of employees in service sector; carrying
out theoretical analysis, synthesis and generalization to determine the factors that will affect the effectiveness of the
development of professional communication competence of employees of service enterprises and justification of ef-
fective methods and forms for development of professional communication competence of employees in the environ-
ment of enterprises of the service sector.

Results: a model of interaction between employees and other participants in the environment of a service enterprise
was developed. The model allowed to consider the process of creating and providing services as a system, analyse and
visualise cases of interaction in the middle of this system and beyond; the peculiarities of the professional communica-
tion of the service personnel, which determine certain necessary communication skills and have an impact on the qual-
ity of service provision, were revealed; the leading factors that will affect the effectiveness of the development of pro-
fessional communication competence of employees of service enterprises were determined; the methods and forms
that could ensure the effective development of professional communication competence of the personnel of the enter-
prise in the field of services were substantiated.
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Conclusions: modelling and analysis of situations of interaction between employees of the service company and
other participants in the process of professional communication made it possible to determine the features of profes-
sional communication that affect the ability of employees to quickly navigate the situation, find effective means of
communication, maintain feedback with participants in the communication process, i.e. not only to create a high-
quality service, but also to provide it at a high level, which determines the success and competitiveness of an enter-
prise in the service sector. It has been established that the effectiveness of the development of the professional and
communicative competence of employees of service enterprises directly depends on the creation of a special environ-
ment of cooperation, mutual support, and a high level of corporate culture in the companies of the service sector. The
leading factors that will influence the effectiveness of the development of professional communication competence of
employees of service enterprises were support for motivation and the desire to create and provide high-quality ser-
vices; the need to exchange professional information between the employee and other participants in the process of
creating and providing the service (clients, colleagues, management, etc.); creation of an atmosphere of trust, support,
and development at the enterprise; persistent need for self-improvement; the selection of effective methods and forms
for the development of communication competence of employees at the enterprise of the service sector; application of
digital technologies. The methods (narrative, message, conversation, discussion, brainstorming, case method, gamifi-
cation, simulation, communicative tasks and exercises, analytical exercises, presentations, video demonstration, video
analysis of professional situations, analysis and solution of problem situations) and forms (individual work with pub-
lished materials and exercises, self-education through Internet resources, group work during mini-lectures, communi-
cative tasks and analytical exercises to practice individual communication skills, role-playing games, workshops,
trainings, master classes, including implemented by means of video conferences), which could ensure the effective
development of the professional communication competence of employees in the environment of the service company.
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Introduction. The development of new tech-
nologies in the field of services, as well as the de-
sire of consumers to receive services of a profes-
sional level, contribute to the development of net-
works of enterprises in the field of services and
actualize the problem of training competent spe-
cialists for this field (Mohanty, & Mohanty, 2018;
Tsaur, & Yen, 2018).

The service sector is considered to be a promis-
ing branch of the economy, which includes cater-
ing, trade, transport, tourism, the beauty industry,
etc. In developed countries, in 2019, this sector of
the economy employed up to 77% of the popula-
tion, and its share of GDP reached 72% (Masa'deh,
et al., 2019). The positions of the service sector
significantly affect the level of the economy, and
providing this industry with highly qualified person-
nel is one of the conditions for its successful devel-
opment and growth of the state economy as a whole.

The service sector differs from other industries
in that the service received by the consumer is
aimed at satisfying certain human needs, and its
result is consumed in the process of its provision
(Matviichuk, & Kandziuba, 2017). Important for
the existing research is the conclusion that in the
process of providing a service, the needs of both
the subjects who provide them and the people who
receive them are met (Plakyda, 2013). It is also
worth accepting the researchers’ vision that services,
for example, in the beauty industry can also serve as a
way to escape the work routine and everyday re-
strictions, to relax and socialize (Johnston, & Kong,
Professional Pedagogics / 1(26)'2023

2011). Therefore, there is a need for appropriate
training of service workers who are in direct con-
tact with the consumer, create an atmosphere and
influence the company's reputation.

Sources. Researchers concerned with the prob-
lem of the development of professional competenc-
es of employees in the service sector emphasize the
specifics of the professional competence of the
personnel of enterprises in the service sector due to
their direct contact with consumers, who are be-
coming more demanding, and technologies and
equipment that are constantly being improved.
Therefore, professional development should be
carried out continuously. In different periods of
formation, a specialist in the service sector needs
different knowledge and skills that will determine
their adaptation to the conditions of the labour mar-
ket, the accumulation of experience, the formation of
a client base and the prevention of professional burn-
out (Rudyk, Maksymova, & Zaletska, 2022).

Professional development of employees of ser-
vice enterprises should be aimed at acquiring new
knowledge, forming skills and working with new
equipment, acquiring the necessary experience for
the effective performance of professional tasks,
supporting motivation, increasing corporate spirit,
dedication to work, etc. (Lee, & Bruvold, 2003).

In the Law of Ukraine "On Education”, the con-
cept of "competence” is defined as a dynamic com-
bination of knowledge, abilities, skills, ways of
thinking, views, values, and other personal qualities
that determine a person’s ability to successfully
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socialize, conduct professional and/or further edu-
cational activities (Law of Ukraine "On Education™,
2017). Therefore, it could be concluded that profes-
sional development involves the acquisition of the
latest knowledge, value orientations, experience, as
well as the discovery of new contradictions that
determine the continuity of professional develop-
ment. Therefore, it is worth agreeing with the sci-
entists that the concept of "professional compe-
tence” characterizes the specialist’s focus on the
effective performance of professional duties; and
also includes knowledge, skills, experience spe-
cific to the specifics of professional activity (Bo-
rodiienko, 2017).

Among the most important skills and qualities of
service workers, researchers emphasize communi-
cation skills, body language and appearance, es-
pecially for those workers who have direct con-
tact with consumers (Al-Hussein et al., 2015;
Alananzeh, 2017).

There are many approaches to defining the
structure of professional competence, among the
components of which the following are distin-
guished: general cultural, educational and cogni-
tive, informational, communicative (Petruk, 2021),
projective, informational, organizational, analytical
(Uisimbaieva, 2006). Among the various structures
of the concept of "professional competence”, re-
searchers undoubtedly single out communicative
competence. So, we can conclude that the devel-
opment of the professional competence of a spe-
cialist in any direction involves the formation and
development of professional and communicative
competence.

All over the world, the service industry is a
highly competitive industry, so employees strive to
provide customers with services that meet their
diverse needs and expectations. One should agree
with the conclusion that the client evaluates not
only the quality of service, but also the way in
which the service was provided. In addition, as the
researchers emphasize, nowadays the client in
search of competitive services most often turns to
the global information network regarding a certain
enterprise in the field of services, the equipment
and technologies used, the professional level of
specialists, as well as reviews of other clients (Mo-
hanty, & Mohanty, 2018). Therefore, a service
company should provide high-quality and profes-
sional services in such a way as to create a certain
positive image in the mind of the consumer and
limit his chances of choosing other competitors.

Since the success and competitiveness of a com-
pany in the service sector directly depends on the
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ability of employees not only to create a high-
quality service, but also to provide it at a high level,
we consider the conclusion of scientists that com-
municative competence is extremely important for
the existing research (Mehra, & Nickerson, 2019);
Men, & Yue, 2019). Another important aspect for
our research was that professional communication
in a service company ensures the interaction of
individual subjects, their cooperation and human-
human relationships (Petruk, 2021). At the same
time, professional communication is a way of es-
tablishing human-human relations (an employee of
a service company and a client / colleagues / man-
agement, etc.). Therefore, in the present study we
took into account the conclusions of scientists that
communication is a means of organizing profes-
sional activities for the provision of services, coor-
dinating the actions of participants in this process
and realizing the goals and objectives of profes-
sional activities, developing professional function-
ality and establishing relationships between people
(Ugandar, 2015), and the leading component of the
professional competence of an employee is com-
munication competence. On the one hand, the qual-
ity of professional communication of a service em-
ployee is determined by the specifics of their pro-
fessional activity, and on the other hand, it deter-
mines the level of professionalism of the employee
(Kapska, 2009).

The purpose of the study was with the base on
the analysis of the model of the interaction between
employees and other participants in the process of
creation and provision of services, to identify the
peculiarities of the professional communication of
personnel to determine the factors that will affect
the effectiveness of the development of the profes-
sional and communicative competence of employ-
ees of enterprises in the service sector, and to sub-
stantiate the effective methodology of developing
the professional communicative competence of
employees in environment of enterprises in the
service sector.

Methods: study of regulatory and legal docu-
ments, reports, scientific sources, educational and
methodological materials to clarify the state of the
problem under investigation; application of the
unified modelling language (UML) tools to visual-
ize the behavioural design and interaction between
employees of service enterprises and the environ-
ment that enabled to identify the peculiarities of
professional communication of employees in ser-
vice sector; carrying out theoretical analysis, syn-
thesis and generalization to determine the factors
that will affect the effectiveness of the development
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of professional communication competence of em-
ployees of service enterprises and justification of
effective methods and forms for development of
professional communication competence of em-
ployees in the environment of enterprises of the
service sector.

Results and discussion. Based on the results of
previous research on the problem, it can be con-
cluded that the professional communication compe-
tence of an employee in the service sector is an
integrative quality of the individual, which includes
the necessary and sufficient professional
knowledge, the ability to establish contact with
participants in the service provision process (con-
sumers, colleagues, management, owners, mass
media, etc.), transmit information and receive feed-
back; the ability to conduct a dialogue, hear and
perceive the thoughts and wishes of other partici-
pants of the dialogue; manage one’s own emotions,
understand the emotions of other participants; pre-
vent conflict situations, and is based on universal
and professional values, mastery of the culture of
professional communication and behaviour.

To find out the factors that determine the com-
plex of communicative knowledge and skills, a
model of the interaction of employees of service
enterprises with the environment was built using
the Unified Modelling Language (UML) tool in the
form of a Use-case Diagram (UCD) (United Mod-
elling Language, 2023; Kagramanova, 2022). Two
main elements were used: Actor, which illustrated
logically related roles that are performed when in-
teracting with other participants, precedents and the
system (in our case, actors were masters, custom-
ers, support staff, manager or owner of the enter-
prise, competitors, etc.); Use case described a sepa-
rate aspect of system behaviour from the consum-
er’s point of view, i.e. it was happening, but did not
show how a certain result was achieved. The speci-
fied model (Fig. 1) allowed to consider the process
of creation and provision of services as a system, to
analyse and visualize cases of interaction in the
middle of this system and outside of it.

The usual connection of the participant and the
event is indicated by a solid line without a signature,
which means the presence of the main event regard-
less of other (additional) events (cases). Additional
events (optional system behaviour) were marked with
a dashed line as "Extend". Additional events are acti-
vated only if certain conditions were met.

By modelling the relationship between an
employee of a service company and the environment,
it is possible to trace separate relationships that,
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on the one hand, will determine certain necessary
communication skills, and on the other hand, will
affect the quality of service provision. Among
them, the main ones are the following relationships:

» employee (master) — client;

« employee (master) — company (other employees,
manager / owner of the company, support staff,
suppliers, etc.);

 worker (master) — family.

During professional communication with the
client, the employee must effectively convey
information and receive feedback, hear and
perceive the thoughts and wishes of clients,
provide a constructive dialogue (without putting
pressure on the client, pursuing the goal of
achieving the desired result that will satisfy the
client), manage their own emotions, feel and
understand the mood and emotions of clients,
prevent conflict situations, demonstrate a culture
of professional communication and professional
behaviour.

The relationship between the employee and
the company is characterized by the degree of
trust, the level of service quality, the psychologi-
cal and ethical climate (Moslehpour et al., 2022),
the degree of autonomy at work and interference
in work and family (Wu & Zhou, 2020), and the
level of employee satisfaction. The issue of or-
ganizational culture, i.e. the system of common
values, norms and beliefs of employees of the
service sector enterprise, which influence the
behaviour and decisions of employees, requires
special attention. A high level of professional
culture has a positive effect on the effectiveness
of communication, promotes the establishment of
constructive relationships based on mutual re-
spect, trust, support, and dedication to the cause.
Employees spend more time with their colleagues
than with their families. Therefore, strong sup-
portive relationships allow employees to grow
professionally, effectively perform professional
duties and cope with stress.

Although the work-family balance is not directly
related to the professional communication of an em-
ployee of a service company. It defines a certain
microclimate that corresponds to the absence of con-
flicts between professional and personal responsibil-
ities, when the employee devotes a symmetrical
amount of time and effort to both work and family.
Consequently, when a company provides a balance
between the work and personal life of an employee,
productivity and job satisfaction increase (Krishnan
et al., 2018; Lamane-Harin et al., 2021).
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Fig. 1. The model of the interaction between employees with other participants
in the environment of the enterprise in the service sector
(developed in the form of the Use-case Diagram, UCD)

On the other hand, when choosing effective
methods and forms of development of professional
communication competence, we must also take into
account the forms and means which provide pro-
fessional communication: oral, written (documents,
text messages in social networks) and visual (me-
dia, advertising). It is also worth taking into ac-
count the possibilities of non-verbal messages,
which constitute a significant part of human com-
munication and effectively convey mood, attitude,
emotions, through facial expressions, movements,
volume and tone of voice, etc.

Based on the analysis of situations and features
of professional communication, it can be concluded
that the leading factors that will influence the effec-
tiveness of the development of professional com-
munication competence of employees of service
enterprises are: sustainable motivation and desire to
create and provide high-quality services; the need
to exchange professional information between the
employee and other participants in the process of
creating and providing the service (clients, col-
leagues, management, etc.); creation of an atmos-
phere of trust, support, and development at the en-
terprise; persistent need for self-improvement; the
selection of effective methods and forms for the
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development of communication competence of
employees at the enterprise of the service sector;
application of digital technologies.

The complex of communicative knowledge and
skills that make up the professional communication
competence of a service worker includes the fol-
lowing: mastery of general and corporate norms
and rules of communication (everyday, business,
leisure, etc.), mastery of the language (allows to
freely transmit and receive information, under-
standing of non-verbal language of communication,
the ability to establish relationships with people
taking into account their background (social, cul-
tural, age, gender, etc.), the ability to master the
situation, predict the behaviour of other participants
and achieve the goal of communication, the ability
to influence the interlocutor and convince, the abil-
ity to evaluate the interlocutor and choose the op-
timal communication strategy in depending on the
situation, the ability to create a positive image.

Therefore, when the company seeks to promote
the improvement of the qualifications of employ-
ees, one of the ways of personnel development is to
increase the professional competence of employees
at the workplace through the system of corporate
training. To train employees and improve their pro-
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fessional qualifications, a service company can use
the experience of senior and more skilled col-
leagues or the services of a staff coach. At the same
time, the owner or manager, who are responsible
for the professional development of employees,
must be aware of effective methods and forms of
training in the workplace in order to be able to or-
ganize effective training with the participation of sen-
ior employees in the company or to be able to evalu-
ate the courses that will be offered by hired coaches.

To increase the effectiveness of the development
of professional communication competence of em-
ployees in service companiws, researchers recom-
mend using methods that allow to provide employ-
ees with the necessary information, actively in-
volve all trainined participants, and direct them to
constant self-improvement (Degtiarova, & Ruden-
ko, 2010): narration and explanation (when intro-
ducing in the company new equipment or methods
of providing the service), conversation (considering
and definition of the client's portrait; determination
of factors affecting the quality of the service and
the client’s satisfaction with the level of service;
clarification of the client’s needs, etc.), discussion
(discussion of issues related to customer require-
ments for services, as well as how services and
company employees should meet these require-
ments), brainstorming (identification of ways to
improve the quality of services and improve the
image of the institution), case method (discussion
of particular work situations and search for optimal
solutions), gamification (when employees get
aware about the functions of colleagues in the
company; awareness of technological connections
between the employees and their responsibilities),
simulation (for the formation and practice of pro-
fessional communication skills in situations with
different initial data and with different development
scenarios), communicative tasks and exercises,
analytical exercises, presentations, video demon-
stration, video analysis of professional situations,
analysis and solving problem situations, etc.

The main forms for development of professional
communication competence of employees of ser-
vice companies should be individual work with
published materials and exercises, self-education
through Internet resources, group work during
mini-lectures, performance of communicative tasks
and analytical exercises to practice individual
communication skills, role-playing games, work-
shops, trainings, master classes, including video
conferences), which should ensure the effective
development of the professional communication
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competence of employees in the environment of the
service company.

Mini-lectures can be held by senior colleagues,
managers, the owner, and invited coaches. Their
purpose is to convey basic information about the
company’s mission, vision and values, characteris-
tics of customers, competitors, new technologies
and equipment, etc. The same information can be
provided in printed or electronic sources. In our
opinion, the analysis and solution of problem situa-
tions organized as individual or group work could
be effective in the service company environment.
An effectively organized role-playing game helps
to reveal the communicative potential of employ-
ees, to get acquainted with the peculiarities of all
positions in the company, to try themselves in dif-
ferent roles, starting from the owner and ending
with support staff, to carry out a reflective analysis
of the communicative process (Butenko, 2009). A
workshop is a corporate event where you can share
skills and knowledge in a group. It is assumed that
specially prepared exercises are also performed
during the workshop, training participants interact
intensively and, at the same time, gain knowledge
independently, gain relevant experience through in-
volvement in the process and personal experiences.

Communicative training is one of the most ef-
fective forms of developing social dialogue skills
(Maksymova, 2016), which can be used to increase
the level of communicative competence of service
workers. Training, usually involving a mentor and
a learner, focuses on learning and acquiring new
skills through questioning and finding answers. The
informal and relaxed communication that is created
during the training reduces the feeling of limitations,
allows the participants to open up, find many options
for development and solving problem situations.

Conclusions. Modelling and analysis of situa-
tions of interaction between employees of the ser-
vice company and other participants in the process
of professional communication made it possible to
determine the features of professional communica-
tion that affect the ability of employees to quickly
navigate the situation, find effective means of
communication, maintain feedback with partici-
pants in the communication process, i.e. not only to
create a high-quality service, but also to provide it
at a high level, which determines the success and
competitiveness of an enterprise in the service sec-
tor. It has been established that the effectiveness of
the development of the professional and communi-
cative competence of employees of service enter-
prises directly depends on the creation of a special
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environment of cooperation, mutual support, and a
high level of corporate culture in the companies of
the service sector. The leading factors that will in-
fluence the effectiveness of the development of
professional communication competence of em-
ployees of service enterprises were support for mo-
tivation and the desire to create and provide high-
quality services; the need to exchange professional
information between the employee and other partic-
ipants in the process of creating and providing the
service (clients, colleagues, management, etc.);
creation of an atmosphere of trust, support, and
development at the enterprise; persistent need for
self-improvement; the selection of effective meth-
ods and forms for the development of communica-
tion competence of employees at the enterprise of
the service sector; application of digital technolo-
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Pedepar

AxmyaneHicmb TOCHIHKEHHS 3yMOBIIOETECS THM, III0 HA CYy9aCHOMY €Talli PO3BUTKY C(epH IMOCHIYT, IO AeTepPMi-
HOBAHO 30KpeMa BIIPOBA/UKEHHAM HOBHX TEXHOJIOTIH y cdepi MOCIyT, a TaKOXK MPArHEHHSM CIIOKHBAYiB OTPHMYBATH
MOCTYTH POQeCciHHOTO PiBHS, YCHIIIHICTD MiANPHEMCTBA Cepy TOCTYT BU3HAYAETHCS HE TUTBKA BMiHHSIM IMPalliBHU-
Ka BUTOTOBHTHU Ta HAJIaTH MTOCIYTY BUCOKOI SKOCTI, a  €(pEeKTHBHO CIJIKYBAaTHCA 31 CIIOKMBAYaMH Ta 1HITUMH ydac-
HUKaMH{ TPOIlecy HaJlaHHs MOCIyT, OyAyBaTH KOHCTPYKTHBHI B3a€MOBIJHOCHHH, YHUKAIOUH KOHQIIKTHUX CHTYAIIii,
BOJIOJIIHHSI TIEBHOIO KYJBTYPOIO MpodeciiHOro CHIKyBaHHS 1 moBeAiHKU. [Ipodeciiinuii po3BUTOK IMpalliBHUKA ChepH
MOCITYT CTAHOBUTH HETIEPEPBHUI MPOIIEC 0OCOOUCTICHOTO CaMOBIOCKOHAICHHS 1 caMopeati3allii, a TakoX e()eKTHUBHOTO
PO3BUTKY B CEPEIOBHII MiATPHEMCTBA ChepHr TOCITYT.

Mema: Ha OCHOBI aHaJI3y MOJIENI CUTYyaIlil B3a€EMOIii MPAI[iBHUKIB 3 1HITUMH yJYaCHHUKaMH MPOIIECY CTBOPEHHS Ta
HaJIaHHS TIOCIYT BHSBUTH 0COOIMBOCTI mpodeciiiHol KOMyHiKalii nepcoHany, BU3HAYNTH YWHHHUKH, SKi BIUIMBATH-
MyTh Ha e(DEeKTHBHICTH PO3BHUTKY MpoheciiHO-KOMYHIKATHBHOI KOMIETEHTHOCTI MpPAaIiBHUKIB MiAMPUEMCTB chepu
MOCITYT Ta OOTPYHTYBATH €(PEeKTHUBHY METOANKY PO3BUTKY MPOodheciiHO-KOMYHIKATHBHOT KOMIIETEHTHOCTI NIPAIliBHUKIB
Y cepeJIOBUIIII MiAPHEMCTB CHEPH MOCIYT.

Memoou: BUBUCHHS HOPMATHBHHUX 1 MPAaBOBHUX JOKYMEHTIB, 3BiTiB, HAYKOBUX JKEpEIN Ta HABYAJIbHO-METOJUIHIX
MaTepiajiB s 3’ACyBaHHS CTaHy JOCIHIPKYBaHOI MPOOIeMHU; 3aCTOCYBaHHs 3ac00iB yHi(hiKOBaHOI MOBH MOJIEITIOBaH-
Hs (UML) s Bi3yanmiszamii moBeIiHKOBOT KOHCTPYKIII Ta B3a€MOJii CIiBPOOITHHUKIB MiANPUEMCTB chepr MOoCiyr 3
OTOUYIOUYHM CEPEJIOBUIIIEM Ta BHUSIBICHHS OCOOIMBOCTEN MpodeciiiHoi KOMYHIKaIlil IpalliBHUKIB cepr TOCIyT; 3/iH-
CHEHHS TEOPETUYHOTO aHalli3y, CHHTE3y Ta y3araJlbHeHHs [UIs BU3HAUE€HHS YMHHHUKIB, 110 BIUTMBATHMYTh Ha €(DEKTHB-
HICTh PO3BUTKY MPOQECiifHO-KOMYHIKATUBHOI KOMIIETEHTHOCTI MPAIiBHUKIB MIAMPHEMCTB Cepr MOCTYT Ta OOTPYyH-
TyBaHHS e()EKTUBHHX METOMIB 1 POPM PO3BUTKY MPOECiiHHO-KOMYHIKATHBHOT KOMIIETEHTHOCTI MPaIliBHUKIB y cepe-
JIOBHII TiATPHEMCTB ChepH TOCIYT.

Peszynomamu: po3po0iieHO MOJIeNTb B3a€EMOII CITiIBPOOITHHKIB 3 1HITUMHU YYaCHUKAMHU y CEPEIOBHUIII ITiITPHEMCTBA
cdepu MoCHyT, sIKa JO3BOJISIE PO3TIISAATH MPOIEC CTBOPEHHS Ta HAJAHHs TMOCIYT SIK CHCTEMY, MpOaHANli3yBaTH Ta
YHAOYHWTHU BUIAJKHU B3a€MOJIIT B CEpPeIIMHI Ii€] CHCTEMU Ta 3a 11 MeXaMu; BUSBJICHO 0COOJIMBOCTI npodeciiHol Komy-
HiKaIii mepcoHany manpueMcTB cepu 3B 53Ky, 110 BU3HAYAIOTh NIEBHI HEOOXiHI KOMYHIKaTHBHI HABUYKU Ta MAIOTh
BIUIMB Ha SIKICTh HaJIaHHS TOCIIYTH; BCTAHOBJICHO MPOBIJIHI YNHHUKH, SIKi BINIMBATUMYTh Ha €(DEKTUBHICTH PO3BUTKY
npodeciiHO-KOMYHIKATUBHOI KOMIIETEHTHOCTI MpPAaIliBHUKIB MIiANPUEMCTB cdepr TOCIyT; OOIpYHTOBAaHO METOIH i
¢dopmu, siKi MarOTh 3a0e3nednTd e(PeKTHBHUI PO3BUTOK MPOQeECciiiHO-KOMYHIKATHBHOI KOMIIETEHTHOCTI IEepCOHATY
MiANPUEMCTBA CEepH MOCTYT.

Bucnosku. MonientoBaHHs Ta aHaJ3 CHTYallill B3a€EMO/IiT TIPAI[iBHHUKIB MiJIPUEMCTBA CEepHU TIOCIYT 3 iHIIUMH y4a-
CHMKaMHu Ipornecy npodeciiiHoi KoMyHiKalii J03BOJMB BU3HAYUTH OCOOJIMBOCTI MPOQECIfHOrO CIiNIKYBaHHSA, LI0
BIUIMBAIOTh HA 3/IaTHICTH MPALliBHUKIB IIBUIKO OPIEHTYBATUCS B CHTYallii, 3HAXOAUTH €(EKTHBHI KOMYHIKaTUBHI 3a-
co0u, MiATPUMYBATH 3BOPOTHIN 3B’S30K 3 YYaCHHUKAMHU IMPOIECY CIIJIKYBaHHs, TOOTO HE TUIBKH CTBOPUTH MOCIYTY
BHCOKOT SIKOCTI, @ 1 HaJ]aTu 1l Ha BUCOKOMY PiBHI, [0 BU3HAYAE YCHIMIHICTD 1 KOHKYPEHTOCIPOMOXKHICTbD ITiJITPUEMCT-
Ba cepu nociyr. BeranoBieHo, 110 epeKTUBHICTD PO3BUTKY MPOdeciiHO-KOMYHIKATHBHOI KOMIIETEHTHOCTI MparliB-
HUKIB MIANPUEMCTB chepH MOCITyT HApsMy 3aJIeKUTh BiJl CTBOPEHHS y 3aKiafax cepu mociayr ocoOIMBOrO cepeno-
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BHINIA CIIBIIpaIli, B3a€MHOI IMITPUMKH, BUCOKOTO PiBHS KOPIOPATHBHOI KYJBTYPH, a TPOBITHUMH YHMHHHUKAMHU, SKi
BIUTMBAaTUMYTh Ha €PEKTHBHICTh PO3BUTKY MpodeciiHO-KOMYHIKATUBHOI KOMIIETEHTHOCTI MPAI[iBHUKIB MiATIPHEMCTB
cdepu MOCHYT € MATPUMKAa MOTHBALIl Ta MparHeHHs CTBOPIOBATU 1 HAAAaBaTH IOCIYTH BUCOKOI SIKOCTi; moTpeda B
00MiHI mpodeciitHo 1HGOPMAILII0 MiXk MPAIIBHUKOM Ta IHIIMMU YYaCHUKAMHU MPOIIECY CTBOPEHHS Ta HaJaHHS IMOC-
TyTH (KJTi€HTaMH, KOJIeTaMH, KePIBHUIITBOM TOIIIO); CTBOPEHHS Ha MiANMPUEMCTBI aTMoc(epH AOBIpH, MATPUMKH, PO3-
BUTKY; CTilika moTpeda y caMOBIOCKOHaJICHHI; MiA0ip e(eKTUBHUX METOIIB i (OpM Ui PO3BHTKY KOMYHIKaTHBHOI
KOMITIETEHTHOCTI TPaIliBHUKIB Ha MiAIPUEMCTBI cepr MOCIyT; 3aCTOCYBaHHs ITUGPOBUX TexHONMOTiH. OOTpyHTOBAaHO
MeToqu (PO3TOBib, TTOBIIOMIIEHHS, Oeci/ia, JUCKYCisd, MO3KOBHU IITYypM, KEHC-METO, ITPOBHI METOJ, CHMYJISIIis,
KOMYHIKaTHBHI 3ajlayi 1 BIpaBH, aHAJITU4HI BIpPaBH, MIPE3CHTAllli, BiZleo IEMOHCTpalilo, Bieo aHali3 mpodeciiHux
CHUTYyallill, aHalli3 Ta PO3B’s3aHHS NMPOOJIEMHHUX cUTyalii) 1 hopmu (iHOUBiAyanbHa poboTa 3 IPyKOBaHUMH Matepia-
JIaMH Ta BIIpaBaMH, CaMOOCBITa Yepe3 iIHTepHET-PeCcypCH, IPynoBa poOoTa i yac MiHi-IeKIiii, BAKOHAaHHS KOMYHiKa-
TUBHHX 337124 1 aHANITUYHUX BIIPaB Ha BiAMPALIOBaHHS OKPEMUX KOMYHIKAITHUX HAaBUYOK, POJILOBUX irop, BOPKLIO-
MiB, TPEHIHTiB, MaliCTeP-KJIACiB, y TOMY YHCII peasli3oBaHUX 3ac00aMu Bijeo KOH(pepeHwil), siki MaroTh 3a0e3MeunTh
edeKTUBHUI PO3BUTOK MPOo(decifHO-KOMYHIKATHBHOI KOMIIETEHTHOCTI TPAIiBHUKIB Yy CEPEIOBHI MiAMPHUEMCTBA
cdepu mocmyr.

KurouoBi ciioBa: npoghecitina komnemenmuicmos, KOMyHIKAMUGHA KOMREMEHMHICMb, cghepa nocnye, besne-
pepsHa npogecitina oceima, nio8uweHHs Kearigikayii
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