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TEJIEOGOHHUHW ETUKET

Binnnubkuii HanionaaLHuil TexHiYHU yHiBepcuTeT

AHoTanis

Y pobomi npedcmasneno ocrosHi nopmu menegponHo20 emuxemy, 3a OONOMO20I0 SAKUX MOICIUBO 8eCMU COI
nepezoeopu 4imko ma yCniuHo.
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Abstracts

Its work represents the basic norms of telephone etiquette, through which it is possible to negotiate clearly and
successfully.

Keywords: etiquette, communication, phone, conversation, communication.

CyuacHe IIOBE KHUTTS HEMOXKIIMBO YSIBUTH Oe3 TesedoHa. 3aBsaKu HoMy 0aratopa3zoBo IiJBHUIYETHCS
OTIepaTHBHICTh PO3B’s3aHHSA OaraThox mpoOiieM 1 murtaHb. [lo Tenmedony MokHa 3pobuTH ayXe OaraTo
PI3HOMAaHITHHX pedei, a came: TMPOBECTH IEPETOBOPH, JOMOBHUTHCS IMPO 3YyCTPid, HAJATH KOHCYIBTAIIIIO,
BiI3BITYBaTH TIpO BHUKOHaHy poOory Ta iHme. TenedoHHa po3mMoBa € HAWIOMMUpPEHIUM 1
Hale()eKTUBHIIIIIM CITIOCOOOM BCTaHOBIICHHS JUTOBOTO KOHTAKTY.

CyTTeBUMH IiepeBaraMu Tesie()OHHOI PO3MOBM HaJ IHIIMMU BHIAM{ € IMIBHIAKICTh pearyBaHHA Ha
iHpOpMallilo, OMNEepaTHBHICTh mepenadi iHQopMalii, MOXIMUBICTH IUCTAHIIMHOTO KEPYBaHHS [isIMH,
3py4HicTe. CaMe TOMy Hali JHI TeledoH € He JIMIIEe OJAHWM 13 HaWeeKTHBHIIIMX 3aco0iB 3B’S3Ky, a U
crocoOoM Hamaro/keHHs O(MIMIHHUX MiOBHX KOHTaKTiB MK YCTaHOBaMH, CIIOCOOOM  ITiATpUMaHHS
MPUBATHUX CTOCYHKIB MiXK JIFOJIbMH. JIIOJICTBO KOPUCTYETHCS TeneOHOM yike Oiblie CTONITTS. 3aBaoch
Ou yacy OLIBII HIXK JOCTATHBO JJISI TOTO, MO0 HABYMTHUCS PO3YMHO KOPUCTYBATHUCS IIUM TEXHIYHUM 3aCO00M
Ta BUBYMTH NPHUTAMaHHI HOMYy NpaBujia CHUIKyBaHHS. AJie, Ha >Kajb, BMIHHS TOBOPHUTH IO TelieOHY He
nepeaaeThes 3a CnaaKoBicTiO. KynbTyporo crinkyBaHHS 1O TeledOHy BOJIOMIE€ HE KOXeH. TOMy SKIIO BH €
LIJICCIPSAMOBAHOIO 1 JIOBOKO JIFOJMHOO, SIKIIO BU TYpOyeTecs 3a BJIACHUM aBTOPHUTET 1 MPECTHX Barmoi
(dbipMu 1 3aBKIM 3BUKIM BCE MPOPAXOBYBATH JI0 HAWMEHIIHMX JPiOHWIb, TO BUPOOJIEHHS 1 JOTPUMaHHS
MIEBHUX TPHUHIMUIIB TIOBEIHKU B TelIe(OHHOMY CIUIKYBaHHI € TPOCTO HEOOXiTHUM i He3aMiHHUM. Tomy He
CIIiJ| BUITYyCKaTH 3 yBaru Ti€l 0oOCTaBUHHM, MO TeleoHHA PO3MOBAa — II€ BEIMKOI MIpOI0 Ballia Bi3UTHA
KapTKa. [i ycHixX y mepiry 4epry 3aleXuTh Bijl 3HAHHS Ta BMiHHs JOTPUMYBATHCS MEBHUX TIPABHII TTOBEIiHKH
— Tene(OHHOTO ETHKETY.

Cayx06oBa TenedoHHa Oeciga Mae TaKy CTPYKTYpy: MOMEHT BCTAaHOBJICHHS 3B’SI3KY, BUKJIAJ CyTi CIIpaBH,
O0OTOBOpEHHs CripaBH abo MPOOJIeMH, 3aKiHYEHHS PO3MOBH. YCIiX Ta e€(EKTHBHICThH JIIOBOI TeleOHHOT
PO3MOBH 3aJICKUTh BiJl YITKOTO TOTPUMAHHS ii CTPYKTYPH IiJl Yac CIUIKyBaHHS, PETEILHOI MiATOTOBKH.

l'oTytounce 10 TenedoHHOI pO3MOBH, PETEIBHO NMpoayMaiiTe nepiry (pasy, ToOTO TeMy A3BiHKaA, ajkKe
3pa3y X Mmicis Hel y Balloro CriBpO3MOBHHKA ()OPMYJIIOETHCS MEBHA OyMKa mpo Bac. Lle HeoOXigHo s
TOro, mo0 Ball J3BIHOK CKEpPYyBaJIM 3a ajpecoro, 100 HIXTO He BHUTpavyaB yac Ha 3’sSCyBaHHsS MPUYUHH
I3BiHKA 1 TIOIIYK HEOOXiAHOro criiBpoOiTHHKA. Po3MoBa Mae OyTH MakCHMaJbHO HACHYEHOIO iHQOpMAL€o.
Toxi mpo Bac cknazeThCst AyYMKa SK PO JOCBIAUEHY IUTOBY JIOAMHY. sl OO BM MAaeTe CKIJIACTHU IUIaH i
JOTPUMYBATHCS HOTO IIiJ] 4aC PO3MOBH, MirOTYBAaTH TOCHTIJOBHUI CIIUCOK MUTAHb, & TAKOXK YTOYHIOKOYI 1
nojaTkoBl nutaHHsA. He Oyne 3aliBuM, SIKIO BU OKpeCiMTe s ceOe MEeTy J3BiHKA, MOXKIIMBI HUISXH
PO3BUTKY pO3MOBH Ta MOXJIMBI I MACYMKU. SKImIO BM Bce 1€ BHUKOHA€ETE, TO MOXETE CMIJIUBO
pO3paxoByBaTH Ha TIiJIBHUINEHHS pe3yJIbTaTHBHOCTI TesiepOHHOI po3MoBH. Hikonmw He po3paxoByilTe Ha
IMITPOBI3AIlil0, aJpKe, IMOCIIMIAIYM 1 XBUJIIOKYHCh, MOXHa 3a0yTH SKYCh BaXKJIMBY J€Tajlb, 1 3T0JIOM
JOBEAETHCS MPO 1€ TOMIKOAYBATH.

Yac ciy:x00BuX TeneOHHHX MA3BIHKIB 3aJIE)KUTh B TPUBAIOCTI PoOOYOro IHs TMEBHOI yCTaHOBH,
M IITPUEMCTBA, 3aKIany. [HOI y cIy»KOOBHUX cIipaBax MpaIliBHUKY TeIehOHYIOTh ToaoMy. Y OyIHI He



pexoMeHayI0Th TypOyBaT ocody 1o 8.00, y Buxiani axi — xo 10.00. He cnin Tenedonysatu go 22.00 [1, c.
180].

Benmnke 3HaveHHs Mae TpuBaiicTh TenedoHHOI po3moBH. Ilicmsa 3-4 XBHIMH PO3MOBH aKTHUBHICTH
CHOPUWHATTS cTae HIbkde. ToMy mam’siTaiite, MmO KOXKHA TeleOHHA PO3MOBA MaE€ TPWUBATH HE Oiibmme 5
xBwrH. OCh 9OMY Tijl 9ac PO3MOBH CIIiJl BHCJIOBIIOBATH CBOi JyMKH 9iTKO, CTHCJO, JakoHigHO. Lle
JIOTIOMO’KE CKOPOTHUTH Hac 1 BKJIACTHCS Y JO3BOJICHI €TUKETOM PaMKH. Y BHUMAJKY, SKIIO MepeadavaeTbes
PO3MOBa, 110 3aiiMe OiblIe Yacy, TO NOTPIOHO 3aMUTaTH, YM Ma€ Ball CHiBPO3MOBHUK JTOCTATHBO Yacy LIS
mpoBeaeHHs Oecian. SIKIIO HEe Mae, TO CIiJ TOMPOCUTH TO3BiJ MEPEA3BOHUATH, Y3TOJUBIIN MIPH IOMY 4ac
N3BiHKA.

VY cdepi AioBUX BiTHOCHH mijx 4ac Tese()OHHOI pO3MOBHM Ma€ MaHYyBaTH BBIWIMBICTH 1| BUXOBAHICTH,
MOTPiOHO OYyTH TOOPO3UWIMBHM, PO3MOBIISITH MTPHUBITHO. HasmBaiiTe Bammoro criiBpo3MOBHUKA TLUTBKH Ha iM’ ST
abo Ha IM’sS Ta mo-0aThKOBi. Pospizmsiite odirmiiiHuii Ta PO3MOBHHMMA CTHIIb MOBJICHHS 1 HIKOIH HE
BUKOPUCTOBYHTE OCTaHHIN MiA 4ac ciy:x00Boi TenedoHHOT po3MoBH. CTHUIb CHIIKYBaHHS 3aJI€KHUTH 1 Bij
CTyIIEHSI 3HAIOMCTBA CITIBPO3MOBHHKIB, IXHBOTO BiKY, CTaTi, IOCAJIX TOMIO. 3 MHOTO BUILIKUBAE, IO TYMOP i
BECEJHi TOH PO3MOBH Ma€ He IIKOJUTH, a JOMOMAaraTH CIIpaBi, TOOTO OyTH TOpeYHHM. 3a TaKOTO PO3YMIiHHS
CITy>K00BOTO 00O0B’SI3KY MOXKITUBICTh AOCSATHYTH 3TOJM Y HANCKIAJHINIMX MUATAHHSAX 3HAYHO 301IBIITYETHCA.
[2, c. 109].

Moga mae Oytu nuime siteparypHoro. [Ipu mpoMy HEOOXiTHO CTEKHUTH 3a TOCHTITOBHICTIO 1 JIOTIKOIO
BUKJIaJly TYMOK, BUKOPUCTOBYBAaTH KOPOTKi Ta MpaBWIbLHO MOOYA0BaHI peueHHs. JloOupalite moTpiOHi ciioBa
Ta TMEePEKOHJIMBI apryMEHTH. YHHKaWTe CUTYyalliid, KOJH CHIBPO3MOBHUKH PO3MOBISIOTH PI3HUMH MOBaMH
(3a3Buuail e pociiicekka Ta yKpaiHchka). He BUKOPUCTOBYITE CIIEHT, PI3HOTO POy ApTOHHU, a TAaKOX Taki
CIIOBA: «OKei», «aray, «Hy» Tomo. ['ooc Mae BakIMBe 3HaYEHHS, @ TAKOK TaKi HOTO CKIIAI0BI SIK TYIHICTb,
TEMII, TeMOp, pUTM, TOH i T. . TOMy rOBOpiTh 3BUYHUM PiBHUM TOJIOCOM, CIIOKIHHO BHpa3HO, BUTPUMAHO, a
HE TYYHO, IIBHJIKO H TaiaciuBo.

3a eTHKETOM IPH PIiBHUX yMOBaX 3aBEpIIye PO3MOBY Toi, XTo ii mouaB. OmHak sKmo me Oecima 3
HA4aJIbHUKOM, TO 1HILliaTHBa 3aBEpUICHHS Telne(OHHOI PO3MOBH B OyIb-SIKOMY BUTAJKy Ma€ WTH BiJl HHOTO.

Orxe, TenedoHHA PO3MOBa — IIe CrECHU(IYHUNA PI3HOBHJ JUJIOBOIO MOBJICHHS, IO XapaKTePU3YEThCS
OOMEKEHICTIO B 4Yaci, HasBHICTIO TEXHIYHHMX [EPEIKO/, BIJICYTHICTIO Bi3yallbHOTO KOHTAaKTy MiX
cniBpo3MoBHUKaMu. [IIBUKICTh, OMEPATUBHICTh 1 NANBHICTH 3B’SI3Ky — 1€ CYTTEBI IMepeBaru JaHOTO BHILY
MOBJIeHHsI. OCHOBOIO YCHIITHOI Tene(OHHOI PO3MOBU € KOMIIETCHTHICTh, TAKTOBHICTh, JOOPO3UUINBICTS,
BOJIOJIIHHSI IPUiOMaMu OECi/ii Ta MpaBHIaMHU TeJleQOHHOTO eTUKeTy. [IpaBuibHe Tene)OHHE CIIIKYBaHHS —
1€ [JIe MUCTEUTBO, CIIPaBKHS HayKa. SIKIIO JJIs Bac BajkKJIMBa peIyTallis Ta aBTOPUTET Balol Gpipmu ado BU
IPOCTO Xo4yeTe OyTH KYJIBTYPHOIO Ta OCBIYEHOIO JIIOJIMHOIO, TO BU MOBHHHI JIOTPUMYBATHUCS €THKETY i1 9ac
TeJae(pOHHOT PO3MOBH — 1I€ 03HAKA JIIJIOBOT Ta IJIECIIPSIMOBAHOI JIFOIUHH, 11 KyJbTYpH. A 3arajbHa KyJbTypa
JIFOJTUHY — 11€ OJIMH 13 TIOKa3HUKIB PiBHS PO3BUTKY ii JYXOBHOCTI Ta BHYTPIITHBOTO CBITY.
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