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BBEJAEHUE

AKTYaJIbHOCTh TeMbI HCCJIEIOBAHNS

YpoBeHb MEXIYHAPOAHBIX KOHTAKTOB U MHTEPHAIIMOHAIM3ALMA B COBPEMEHHOM
HPKOHOMHUKE BBICOK, Kak HHUKOrja. MHOrue cTaThbd, KHHWIM, Hay4Hble padOThI
HAUYMHAIOTCSA CIIOBAaMH «MBbI )KMBEM B MEPHUOJ TI00aTM3AIMI», YTO CTAJIO CBOETO poja
BBOJIHBIM KIJIMIIIE MPU OOCYXKIEHUU CaMbIX Pa3HOOOpa3HBIX BOMPOCOB, TaK WM WHA4ye
CBS3aHHBIX C 3TOM TeMoil. [Ipu Bce Bo3pacTaromieil HHTEHCUBHOCTH MEXIYHAPOIHBIX
KOHTAaKTOB MHp €Ill€ HAaXOJMUTCS Ha HAYaJIbHOM 3Tale CTPEMUTENBHOrO Mpouecca
rino6anmuzanuu. C oJIHOM CTOPOHBI, TTyOWHA MMPOHUKHOBEHUSI WHTEPHAIIMOHAIU3AINY B
chepy ycuyr emie HeBenuka (umib 6-7% oT oOmiero yucia Teae(OHHBIX 3BOHKOB
COCTaBJISIFOT MEXKIYHAPOHbIEC, BKJIIOYAsi OHJIAWH-3BOHKH [160]; Tonbko 2% CTy/IeHTOB
BY30B B MHUpPE y4yaTcs B CTpaHax, I'PaKJaHAMU KOTOPBIX HE SIBIIIOTCSA, & MPOLEHT
CTYJEHTOB, oOyJaromuxcs no nporpamme Erasmus, gocturaer 1-2% ot obuiero uncina
eBporeickux cTyieHToB [163]). C apyroil, HHTEpHAIIMOHATN3ALIUS PA3IMYHBIX OU3HEC-
nporeccoB M (PyHKIUNA OBICTPO BO3pacTaeT: 3apyOeKHBbIC KOJUI-IIEHTPHI 3aMEHSIOT
NEPCOHANl KOMIAHUI-MPOU3BOIUTENCH; MAapPKETUHIOBasi CTPATErUsl paccCMaTpUBaeTCs B
rI00abHON TiepcriekTuBe Onaromapsi WMHTEpHETY; colMalibHbIe CETH OOBEIUHSIOT
MpEeACTABUTENICH pa3IUuHbIX KyJIbTyp. Ha sToM sTame mpeanpusitusiM chepbl yCiayr
BOKHO HAYYUTHCS MPHUCTOCAOIMBATHCS K MEHSIONIMMCSI YCJIOBUSIM BHEIIHEW CpEIbl,
bopMupys CBOIO KPOCCKYIBTYPHYIO aJaITUBHOCTb.

['mobanu3amuss B pEaJbHOCTM  O3HAYaeT  YCKOPEHUE  YEJIOBEYECKOIo
B3aUMOJECUCTBUSA U ymnpouleHne KoMMmyHukaiuu. [lo Beipaxkenuro T.JI. @puamana,
COBPEMEHHBIA MHUp CTaJl KaK HUKOTAA «IUIOCKUM». DTOT TEPMHH HUCIOJIb3YeTCS IS
ONMCAaHUS COBPEMEHHOM BHEIIHEH TOPIOBJIM, OIPAHWYEHUS KOTOPOW 3a CYeT
pa3HOOOpa3HBIX ECTECTBEHHBIX M JIOTUCTUYECKHMX TIPErpajl B HACTOSIIEE BpeMs
CyIIeCTBEHHO CHU3WIUCH [69]. Mcmonb3ys cCOBpeMEHHBbIC IMU(PPOBBIC KaHANBI, JTaKe
NPEANPUATAS MaJIoro OW3HEca MOTYT MpeasiaraTh CBOM TOBaphl M YCIYTU MO BCEMY

MUPY, BBIJIEPKUBAsT KOHKYPEHTHYIO O0pPH0Y, BHI3BIBAIOITYI0 HEOOXOIUMOCTD aanTaIluu
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K 3ampocaMm KIueHTOB. CKOPOCTh JOCTaBKH, JIOKATU3AIMS TEXHHUYECKUX HOPM MPHU
YIOBJIETBOPEHUH 3aMPOCOB TMOKYMATEIEH W MHOTOE JPYroe CTAHOBHUTCS BaKHEHIITUM
KOHKYPEHTHBIM IPEUMYIIIECTBOM.

NHTEHCUBHOCTh KPOCCKYJbTYPHOW KOMMYHHKAIIUHA BBI3BIBAET HEOOXOJIMMOCTH
MOJATOTOBKM YYAaCTHHUKOB B3aUMOJICHCTBUS K OOIICHUIO C MPEACTABUTENISIMU JIPYTUX
KyneTyp [6]. Pacmmpenne MexayHapoaHOM NesATEILHOCTH OpraHu3aiuii cepsl yciayr
TpebyeT GOpMHUPOBAHUS y COTPYAHUKOB KOMITAHHK HEOOXOAMMBIX HABHIKOB U 3HAHUH,
pa3pabOTKH  COOTBETCTBYIOIIMX HOBBIM YCIOBHUSIM PErJIaMEHTOB U MPOLEIyp,
W3MCHEHHS OPTaHU3AIMMOHHON CTPYKTYPBI MPEANPUSITHSI. ITO CBA3aHO KaK C BBIXOJOM
bupM Ha MEXKIYHApPOIHBIM PBIHOK, POCTOM YHCJIa OIEpaldii Ha HEM, yYalleHHEeM
Clly4aeB CIMSIHUS, TOTJIONIEHUS, CO3/JaHHS CTPATETMYECKUX allbIHCOB, TaK U C
MOSIBJICHUEM MHOXXECTBA MYJBTUKYJBTYPHBIX OpraHU3allMid B Pa3IMYHBIX cdepax
NESATETbHOCTH. AKTYaJlbHOM CTAHOBUTCS HEOOXOJUMOCTh OCO3HAHUSI W TPUHSATHUS
KPOCCKYJIbTYPHBIX pa3Iu4iii BCEM KOJUIEKTUBOM OpTaHU3allMK, TOHUMAaHHE CO
CTOPOHBI PYKOBOAMUTEIICH Ba)XHOCTH YBAXCHHUS WHTEPECOB HWHBIX KYJIbTYPHBIX H
COIMAJIBHBIX TPYIII, TOTOBHOCTh K JUAJIOTY U BO3MOKHOM aJlaliTallid B COOTBETCTBUU C
TUMU PA3THUNASIMH.

Opranmzanuu B cdepe yciayr, KOTOpble B CHJIy MPHUPOIBI YCIyT BCeraa
yCTaHABJIMBAJIM KOHTAKThl M KOMMYHHKAIIMU C TIOTPEOUTEISIMH U TOKYIATEISIMHU,
CETOHS WHINBUTYATM3UPYIOT KOHTAKTHI U KOMMYHHUKAITUH, TIEPEXO0JI OT IPEITI0KCHUS
CTaHJAPTHBIX YCIAYr K KAaCTOMH3WPOBAHHOMY pPEIICHUIO MPOOJIeM CBOMX KIUEHTOB,
HaxXOJSAIIUXCS YacTO B pa3IWYHBIX CTpaHaX Mupa. Peamuun COBpeMEHHOTO Mupa
JTUKTYIOT HEOOXOIUMOCTh BBIPAOOTKH OPTaHHU3AIUSIMH B Cepe yCIyT HOBBIX HABHIKOB,
CBSI3aHHBIX C YMPABIEHWEM KYJIbTYPHBIM pazHOOOpa3ueM U THOKOCThIO [75].

CreneHb Hay4YHO pa3padOTAHHOCTH TeMbI HCCIECIOBAHUSA

N3yuenue npobieM KpOCCKYIbTYpPHON aJanTUBHOCTH BKJIIOYACT TEOPETUUCCKHE
BOIPOCHI YIPaBJICHHUS KyJIbTYPHBIM pazHooOpasuem, KPOCCKYJIBTYPHOTO
B3aMMOJICUCTBUS, CPABHUTEIIHPHOTO MEHEPKMEHTA M aJalITUBHOTO YIPABIICHUS, a TAKKE

BOIIPOCOB, CBSI3aHHBIX C (PYHKIIMOHUPOBAHMEM COBPEMEHHBIX OpraHu3anuii cdepbl

YCIIYT.
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OcCHOBHBIE TIOHSATHS KYJBTYPHI U KYJBTYPHOTO Pa3HOOOpa3usi B SKOHOMHUKE U
VIOpPABJIECHUH MpelacTaBieHbl B paborax . Xomra, M. bennerra, M. Bebepa.
BonpocaMu KpOCCKYyJIbTYpHOTO B3auMojiecTBUsl 3aHuMaimch @. boac, K. JleBu-
Crpocc, P. JIptonc. B ocHOBE COBPEMEHHOTO KPOCCKYJIbTYPHOIO MEHEIKMEHTA JIeXKaT
TPYIbl MO ATOJOTUM, CPEAM KOTOPBIX Hambojee u3BecTHbl padoThl K. Jlopenma u
H. TunGeprena. Couuonoru H. Annep, P. benenukr, I'. Tpuanauc, T. Bebnen, usyudanu
ColMaJIbHbIE (DaKTOPHI CTAHOBICHWS M CYIIECTBOBAHUSA KYJIbTYPHBIX IICHHOCTEH W
HOpM. CUCTEMHOE OIMCaHUE KYJIbTYpHhI, Klaccu(uKalus ee 3JIeMEHTOB JaHbl B paboTax
®. Knykxon u @. Crpoaroeka, C. llBapua, P. Xayca. UccnenoBanus u HaOMOAEHUS
I'. Xodcrene, ®@. Tpomnenaapca, U. Xomnaen-Tepuepa, b. MakCyunu, eriu B OCHOBY
MPAKTUKHA KPOCCKYJIBTYPHOT'O MEHEIKMEHTA.

Cpenu poCCUICKHX YYEHBIX BONPOCAMU BIUSHHUS KyJIbTYpbl Ha 3KOHOMHUKY W
yIOpaBJICHHE, B3aUMOJICHCTBUA KyJIbTyp B OusHece 3anumanuch C.II. Mscoenos,
[1.H. [lluxupes, M.3. Dmmreitn. HamumoHaibHbIe OCOOCHHOCTH OpraHU3AIMOHHON WU
SKOHOMHUYECKON KyJIbTypbl paccMmarpuBam . e, /. Jenncon, T.H. Ilepcuxosa,
O.C. Buxanckuii, JI.C. JIeontseBa, JI.M. CumoHoBa, a Takxe b. I'epxapt u . XukcoH.

IIpu Bcem MHOrooOpazuuM KOHUENIUN KPOCCKYJIbTYPHOTO B3aUMOJCHCTBUS, B
HAayYHOM JUTEpaType HE MpEeJCTaBIeH 00O0OMIAIOIINI MOIX0/I, KOTOPHIH ObI MTO3BOJIMII
chopMHpOBaTh TEPEUYCHb HAMOOJIEE JOKA3aHHBIX M HEMPOTHBOPEUMBBIX DJIEMEHTOB
KYJBTYPbI, IPUMEHUMBIX JJI PEANPUIATUN Chephl YCIYT.

Bonpockl aganTUBHOCTM OpraHv3aldii U aJalTHUBHOCTb CIIOKHBIX CHCTEM
npoananm3upoBanu Jx. Xomnana, M. I'eii-Mann, A H. [lanaruna u gpyrue, onHako
aJlanTUBHBIE CUCTEMbI YIIPABJICHUSI HE PACCMATPUBAIUCH MPUMEHUTEIBHO K CUTYaIUsIM
KPOCCKYJIbTYPHOTO B3aUMOJCHCTBUS, B TOM YHUCJIE TIpeanpusituii chepsl yciayr. O0mme
npoOJieMbl pa3BUTHsSL chepbl YCIYT, €€ PO B SKOHOMHUKE, OCOOCHHOCTH MapKETHUHTa
yciyr uccnenoBamuch B paborax JI. bepm, I1. Ceitnmxka, K. JlaBnoka, T. JleBurra,
P. Kuanynen, u gnp. CoBpeMeHHble TPOOJIEMBbI CEPBUTH3AIMA OSKOHOMUKH U
OCOOCHHOCTH OpraHu3anuii ceppl yciayr HauOosee TOJIHO MPEACTABICHBI B TPyJax

C. Bannepmepse, [Ix. Paga, P. OnuBel, P. Kannen6epra, C. bpakca, T. beiirca.



Pa3zpaboTans TIPUHITUTIBI u STaIbI yrIyONIeHus CEPBUTHU3AIHH
MIPOU3BOJICTBEHHBIX MPEANPHUATHN W SKOHOMHUKH B IIEJIOM, HO B HAyYHOW JIUTEpaType
HET €JAMHOTr0 MHEHUS O TOM, KaK KOHKPETHOM OpraHu3aluud UCIHOJIb30BaTh
TEOPETUUECKHE KOHIIETIINN KPOCCKYIBTYPHOTO B3aUMOICHCTBUS B YCIOBUAX AehUITNTA
BPEMEHU M PECypcOB Ha MAaCCOBYIO TMOJITOTOBKY I€pCOHANa, KakK COpMUPOBATh
rMOKOCTh U AJAaNTUBHOCTh OPraHU3allMOHHBIX M JKOHOMHMYECKHX MEXaHU3MOB IS
peanu3anuyi WHAUBUAYAJIHHOTO TMOAXOJa W KACTOMHU3AIMH YCIyT, TMpeIaaracéMbpIx
KJIMEHTaM B YCJIIOBUSIX MYJIbTUKYJIBTYPHOU CPEbI.

HeoOxomuMocTh M aKTyaJIbHOCTh aHaJM3a BOIPOCOB  KPOCCKYJIBTYPHOU
QIaNTHBHOCTH TPEANPUATANA Ccdepsl YCayr OOyCIOBICHBI 3aJadyaMd pa3BUTHSI H
BO3pacTaroiieil posiblo chepbl yCIyr B COBPEMEHHON »KOHOMHKE. Takum oOpazom,
npobjieMa  pa3paOOTKM  HAyYHO-METOAMYECKUX  TOAXOAOB U  HMHCTPYMEHTOB
dbopMHUpOBaHUS  KPOCCKYJIBTYPHOM  aJalNTUBHOCTH OpraHu3auuii chepsl  ycCiyr
MPEICTABIISICTCS aKTyaJlbHOM M BaXHOW KaK C HAy4YHOMW, TaK M C MPAKTUYECKON TOUKHU
3peHUsL.

O0beKTOM HCCIeIOBAHUS SBISIIOTCS OpPraHU3AMH CPEpbl YCIYyT Pa3IUYHBIX
TUTIOB, pa0OTArONIME B COBPEMEHHON MYJIBTHUKYIBTYPHOU cCpelie W BCTyHalomue B
KPOCCKYJIbTYPHBIE B3aUMOJCHCTBUS C TOTPEOUTEISIMU, KITHEHTAMH U ITApTHEPaMHU.

IIpeaMer wucciieqoBaHusi — OPraHU3alMOHHO-DKOHOMUYECKHE TPHUHIUIBI |
WHCTPYMEHTBI (DOPMUPOBAHUS KPOCCKYJIBTYPHOW aTaNTHBHOCTH OpTaHHW3aIuii chepbl
YCIIYT B YCTIOBUSIX TJI00aTU3AIIHH.

Hear ucciaenoBanuss — cHopMUpPOBATh HA TEOPETUUECKOM U METOIUYECKOM
YPOBHE TOAXOJBI, MPUHIIAIIEI U WHCTPYMEHTHI AJaNTUBHOCTH OpTraHM3aIuii cdepbl
YCIIYT K U3BMEHEHUSIM MYJIbTUKYJIBTYPHON BHEIITHEN CPEIIbI.

3agaum ucciIeI0BAHMS:

o paccMOTpeTh, CPaBHUTH M JIOMOJHHUTH CYIIECTBYIOIINE KOHIICTIIIUN U
MOJIENIA KPOCCKYJIBTYPHOTO B3aUMOJICHCTBUS, OTOOpaB Hambojee 3HAYUMBIC IS
opraHu3anuii cepsl yCIyr DJJIEMEHTHI OIICHKA U  YIPaBJICHUS KYJIBTYPHBIM

pa3zHoo0pa3reM U KPOCCKYJIbTYPHBIM B3aUMOICHCTBHEM;
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o KPUTHYECKH MpOaHAIM3UpPOBaTh W BBIOpaTh HauOoliee YacTOTHBIE,
JIOKa3aHHbIE M HENPOTUBOPEYMBBIE 3JIEMEHTHl (M3MEpPEHUsA) KpPOCCKYJIbTYPHOIO
B3aMMOJEHCTBHSI, KOTOPbIE MCIONB3YIOTCS JJIsl aHalIW3a MOBEACHHUS OpPraHu3aluid U
YACTHBIX JIML B OU3HEC CPEJIE;

o BBISIBUTH (DAKTOPBI, BIHSIONINE HA TOTPEOHOCTHh OpTaHu3aIuii chepsl yCIyr
B KPOCCKYJbTYpHOM aJaNTUBHOCTH IIOJ BIUSHUEM IIPOLECCOB III0OAIM3ALUU
HSKOHOMUKHM U CEpPBUTU3ALMM OU3HECa;

o UCCJIENOBATh MOTPEOHOCTh B KPOCCKYJIBTYPHOM afanTalid pPa3IHMYHbIX
(GYHKIIMOHAJIBHBIX NOJpa3AesieHui opraHu3auuu cepbl yCIyr U BbISIBUTH Haubosee
IPUOPUTETHBIE JUIs aJalITUBHOIO yIIPABICHUS OObEKTHI;

o YCTAaHOBUTh, KaKW€ U3 BBIICICHHBIX JJIEMEHTOB KpPOCCKYJIbTYPHOTO
B3aUMOJICUCTBUS HamOoOJiee 3HAYMMBI W MPUMEHUMBI K OINUCAHUIO JI€ATEIbHOCTH
KOHKPETHBIX (DYHKIIMOHAIBHBIX OT/IEJI0B OpraHU3aluu Cepbl YCIyT;

o pazpabotarb MOJENIb AJANTUBHOTO YIPAaBIEHUS KPOCCKYJIbTYPHBIM
B3aMMOJIEUCTBUEM OpraHu3aluuid chepbl yCuyr;

o anpoOUpoBaTh MCHOJB30BaHUE MOJENIN Ha MpUMEpPE OpraHu3aluu cepbl
YCIIYT.

CooTBeTCcTBHE NACNIOPTY HAYYHOH CHIENUAJIBLHOCTH

ConepxaHue AucCEpTAlMM  COOTBETCTBYET CIEAYIOIIMM ITyHKTaM IacropTa
Hay4yHoU cnenuanbHOocTh 08.00.05 - DKOHOMUKA M YIIpaBIEHUE HAPOIHBIM XO3SMCTBOM:
HPKOHOMMKA, OPraHu3alMs U YNPaBICHUE NPEANPUITHAMHU, OTPACISAMHU, KOMILIEKCAMU
(cdepa yciyr):

n. 1.6.112 ®akrtopsl, BiustouMe Ha pasMenieHne U 3(H(PEKTUBHOCTh NEATEIbHOCTH
OpeanpusTuii chepsl yCyT;
n. 1.6.123 O0ecneueHne KOHKYpPEHTOCTIOCOOHOCTH PEANPUATUNA C(Pephl YCITYT.

ITo cnennansHOCTH 08.00.05 - DKOHOMUKA U YIIPABIEHUE HAPOJHBIM XO35IICTBOM
- MeHemkMeHT: 1. 10.23 MexayHapoaHble acnekThl B 00JIaCTH  yNpaBJICHUS
nepcoHanoMm. [IpoGieMbl  KpPOCCKYJNBTYPHOTO  B3aMMOJEHCTBUS M YIpaBJICHUS
KPOCCKYJIbTYPHBIMH KOJUIEKTUBAMHU. J[€AT€IbHOCTh MEKIYHAPOAHBIX OpPraHU3aluil 1o

BOIPOCAaM YIIPABJICHUS IEPCOHATIOM.



Metogonoruss m MeToabl HcciaenoBaHusi. lcronb30BaHbl OOIIEHAYYHBIE
METOJIbl: aHadU3 W CHHTE3, CHUCTEeMaTH3alus, KilacCU(PUKAIMS ¥ TUIIOJIOTHU3AIIHS,
WHIYKIUS W JEOyKUHWs, CpaBHEHUE, aOCTparupoBaHUE, METOJl KOPPEISIUOHHOTO
aHanu3a. Takke UCIOJIb30BaHbI CIIELHAIBHBIE METOAbl MAPKETUHTOBBIX UCCIIETOBAHMINA:
METO/Ibl KaOMHETHBIX MCCIEAOBAHUM (aHAIU3 HAYYHOW JUTEPATYyphl, METOJ aHAJOTOB
WM CUTYallMOHHOTO aHAJIN3a), METOJ SKCIIEPTHBIX HHTEPBbIO U aHKETUPOBAHUS.

NudopMalluOHHO-IMIINPUYECKY0 0a3y HCCIeIOBAHUS COCTABWIM HAay4YHBIE
nyOJUKAIMM OTEUYECTBEHHBIX U 3apyOe)KHBIX aBTOPOB B 00JACTH KPOCCKYJIBTYPHOTO
B3aUMOJICUCTBUSL M  YNPABICHHS  KYJbTYpHBIM  pa3HOOOpasueM,  yIpaBieHUS
OpraHu3alysIMH, MEHEDKMEHTa, MAapKeTUHIra YCIYyr; MaTepHalibl HCCIEeIOBaHUMN
KPOCCKYJBTYPHOTO  pa3HOOOpa3us, OnyOJIMKOBaHHbIE B  OTKPHITOM  Ie4aTH,
CTaTUCTUYECKUE JaHHble M HH(OpManus Ha caltax opraHu3auuid chepsl yCIyT,
nyOiIMKauy aHAJIUTUYECKUX LEHTPOB, HHCTUTYTOB U (OHJOB, 3aHUMAIOLIUXCSA
BOIPOCaMH YIIPaBJIECHUS KyJIbTYPHBIM pazHOOOpa3neM; IMyOJIMKAllUA B OT€YECTBEHHBIX
1 3apyO€KHBIX HAYYHBIX U3JIAHUAX; aHAJTUTHYECKUE 0030Pbl BEAYIIMX KOHCAITUHIOBBIX
¢bupm; nHopmalus, NOJydyeHHaAss B XOJ€ MAapKETUHTOBBIX MCCIIEOBAaHUM U pacueThl
aBTOpa AUCCEPTAIMOHHON PabOTHI.

Hayuynasi HOBM3HA IMCCEPTALIMOHHOTO HCCJIEIOBAaHUS COCTOMT B pa3paboTke
TEOPETUYECKUX W METOJWYECKUX TMOAX0A0B K (POPMHUPOBAHUIO KPOCCKYJIbTYpPHOU
aJanTUBHOCTH  OpraHu3auuMii  cdepbl yCIyr Kak IeJeBOM  XapaKTepUCTUKH
3¢ (HEKTUBHOTO B3aUMOECHCTBUSI B MYJIbTUKYJIBTYPHOU CpeJie.

Homnoxenus, od1agaIMe HAYYHON HOBU3HOM U BLIHOCUMbIC HA 3ALLMUTY:

ITo nayunou cnenmansHocT 08.00.05 - DKOHOMUMKA M YNpaBIEHUE HAPOIHBIM
XO3SIICTBOM: IKOHOMHKA, OpraHU3alUsl U YIpaBiCHHE MPEANPUSTUSIMHU, OTPACIAMH,
KOMILIEKcaMHu (cdepa yciyr):

1. O6ocHOBaHa HEOOXOAMMOCTh AJIaITUBHOCTU OpraHU3anuii cepsl yCiayr B
YCIOBUSIX MHTEHCU(PUKAIIH MEXKYJIBTYPHOTO B3aMMOJICICTBHUS,
HeubhepeHIMPOBAaHHOTO XapaKTepa KOHTAKTOB C MPEACTABUTENIAMH Pa3HbIX KYJIbTYD,
NapajuIeIbHOTO Pa3BUTHUS MPOILECCOB CTAaHAAPTH3ALMU U KaCTOMM3AIMH YCIYT, YTO

Pa3BUBAET CYIIECTBYIOIINE MOHATHS BIMSHUS TJI00QIM3A[MU U CEPBUTU3ALIMU HA cPepy
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YCIIYT U MO3BOJISIET BBISIBUTH JIOTIOJTHUTEIbHBIE PECYPCHI MOBBILIEHUS 3(PPEKTUBHOCTH U
KOHKYPEHTOCIOCOOHOCTH NPEANPUATHNA 3TOH cdepbl (COOTBETCTBYET MYyHKTYy 6.112
MacrnopTa Hay4YHbIX CIIEIHAIBHOCTEN ).

2. PazpaboTrana Mojaenp aganTUBHOTO YNPABICHHUS KPOCCKYJIbTYPHBIMU
B3aUMOJICUCTBUAMH, (POPMUPYIONIAS TONOJHUTEIbHBIE KOHKYPEHTHBIE MPEUMYIIECTBA
OpeaAnpuaTuii  cepbl yCayr W BKIIOYAIOU[as HWHCTPYMEHTBI KOPPEKTHUPOBKH H
HACTPOMKM TPOIECCOB B3aUMOJICHCTBUS C TOTPEOUTENSIMH M TMapTHEpaMHU B
MYJIBTUKYJIBTYPHOU cpefe (COOTBETCTBYeT MyHKTy 6.123 macnopra Hay4YHBIX
CIIEIUATIBHOCTEN ).

3. [IpensioxkeH anropuT™M afanTalMd U B3aUMOACHCTBUS KAaK 4acThb MOJEIH
aJalTUBHOTO YIPABJICHMS, KOTOPBIA pPa3BUBAET M JONOJHSET NPAKTUKY YIPABJICHHUS
KOHTaKTaMH B YCIIOBUSIX KPOCCKYJIbTYPHOTO B3aUMOJECHCTBHUS M IMO3BOJSET BBIIEIUTH
acmeKkThl  yCIHyrd,  TpeOyloue  JOMOJHUTENBHOr0  OOy4YeHHMsl  IepcoHaia,
UHQPACTPYKTYpPHOH,  OpPraHM3allMOHHOM  WJIM  HMH(QOPMALMOHHOW  HOJIEPKKU
(cooTBeTCTBYET MYHKTY 6.123 macnopTa Hay4HBIX CIIEHUAIBLHOCTEN).

ITo cneunansHOCTH 08.00.05 - DKOHOMUKA U YIIPABICHUE HAPOJAHBIM XO35IICTBOM
- MEHEI)KMEHT:

4, ChopmupoBaH mnepeueHb pENeBAHTHBIX I C(epbl YCIyr 3JIEeMEHTOB
(M3MepeHuit) KpOCCKYJIBTYPHOTO B3aWMOJEHCTBHUSA, OOOOIIArONIMNA W pa3BUBAIOIINN
CYLIECTBYIOILIME KPOCCKYJbTYPHbIE KOHLENIMH W MOJAETU U  IO3BOJISAIOMIMMA
a¢(dexTUBHO oOpraHu3oBaTh PabOTy TNEpcoHana MpeAnpusThii cdepsl YCayr B
MYJIbTUKYJIbTYPHOU BHEIIHEN cpene (cooTBeTcTBYyeT MyHKTY 10.23 macnopTa Hay4HBIX
CHEUATbHOCTEN).

d. O6ocHOBaHa HEOOXOIUMOCTh W TPEMIOKEH WHCTPYMEHT OIpPECICHHUS
CTENIEHU BOBJICUEHHOCTH PAa3IUYHBIX MOJpa3[eieHuil npeanpustuii chepsl yciayr B
KPOCCKYJIbTYpHbIE B3auMOJEUCTBUS ISl 3G (EKTUBHON OpraHU3allid KOHTAaKTOB C
areHTaMH MYJIbTUKYJIbTYPHOM BHEIIHEN cpeabl (cooTBeTcTBYET MyHKTY 10.23 macnopra

HAYYHBIX CTIELIMAIBHOCTEN ).



11

Teopernyeckass 3HAYMMOCTD UCCEPTALMOHHOIO MCCIIEIOBAHUS 3aKJIFOYAETCS B
pa3paboTKe TEOPETHUECKUX M  METOAMYECKHX TOJIXO0J0B K (OPMHUPOBAHUIO
KPOCCKYJIbTYPHOM aJIaliTUBHOCTHU MPEANPUATUN CPephI YCITYT.

I[IpakTnyeckass 3HAYUMOCTH 3aKIIOYaeTCs B pa3pabOTKe TMOAXOAOB H
WHCTPYMEHTOB (hOPMHUPOBAHUS KPOCCKYJIBTYPHOU aJanTUBHOCTH OpraHu3aiuil chepsl
yCIIyT, KOTOpble MOTYT OBbITh IMPUMEHEHBI JI000M OpraHu3zanuei, OCyIIeCTBIISIONIEH
oOciTy)XMBaHHUE MOTpeOuTeNel B MyIbTHKYJIBTYPHOH Cpejie.

CreneHb [JOCTOBEPHOCTH M anpodaunusi pe3yjbTAaTOB HCCJIeI0BAHUS.
OCHOBHBIE TIOJIO)KEHUSI W BBIBOJBI ObUIM MPEACTaBIEHbI U  OAOOpPEHBI Ha
MEXIYHAPOJHBIX U POCCUHUCKUX HAYYHO-TIPAKTUUYECKUX KOHPepeHuusx «CoBpeMeHHas
DKOHOMMKA: KOHLENUWA M MOJEIM HHHOBALIMOHHOTO pa3BuTus»: martepuansl VII
MexyHapoaHON HaydHO-TIpakTHueckoi KoHdepeHuuu (T. MockBa, 19-20 deBpans
2015 r.): ®I'BOY BIIO «P3Y wum. I'.B.IlnexanoBa»; Cross-Cultural Business
Conference 2016 ( r. llTaiip, ABcTpus, 18-19 mas 2016 r.); « 10th International Days
of Statistics and Economics » VSE (r. Ilpara, Yexus, 8-10 centsiops 2016 1.); «XII
MexnyHaponHas Hay4dyHO-TIpakThyeckass KoHpepeHuus «COBpPEeMEHHbI MEHEIKMEHT:
npo0IeMBbl U IEPCIIEKTUBBIY, MOJ Aru0M EBpa3uiickoil accouranuy yHUBEPCUTETOB (T.
Cankt IlerepOypr, 27-28 ampens 2017 r1.). OCHOBHBIE pPE3yJbTAThl HMCCICIOBAHHS
ucrosb3yroTcst B padote Unicorn Systems a.s. u BHeJIpeHBI B yueOHbII mporecc «POY
uM. ['.B.IlnexanoBa» B agucommumHax «KpOocCKylnbTypHBI ~ MapKETHHI» H
«KpocckynbTypHble 0COOEHHOCTH MPEANPUHUMATEILCTBAY.

B mepmoit r1maBe «CoBpeMeHHBIE ~ opraHu3zanuud  cepsl  yciayr B
MYJIbTUKYJIBTYPHOU CpeAe» [aeTcs XapaKTepUCTHKAa COBPEMEHHBIX OpraHu3aluil B
chepe yciayr, paccMaTpUBAIOTCS TEHACHIMHM HX pa3Butusa. HMcciaeayroTcss Takke
COBPEMEHHBIE TEOPUHU KPOCCKYJIBTYPHOTO B3aUMOJCUCTBUA U UX 3BOJIOLMA. BOo BTOpOM
riaBe «AHanM3 KpPOCCKYJIbTYPHOW aJanTUBHOCTH OpraHu3aluid B cdepe yciayr»
paccMaTpuBaeTCsl MOBEACHUE MPEANPHUATHI cepbl yCIyr B pa3InYHBIX CUTYaLUsX
KPOCCKYJIbTYPDHOTO  B3aUMOJEHCTBUS U BBIBISIIOTCS  MX  MOTPEOHOCTH B
KPOCCKYJIbTYPHOU aJanTUBHOCTU. B Tperhel rnaBe «MexaHU3Mbl KPOCCKYJIbTYPHOU

AJAITUBHOCTH) IIPUBOAUTCA MaTpulla MHACKCOB KPOCCKYJIbTYPHOTO BSaHMO)ICfICTBHSI, C
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MOMOIIIBI0 KOTOPOW MPOMCXOAUT BBIOOP HEOOXOAMMBIX JJII KOMMYHHKAIUA C
KIIMEHTaMH JJIEMEHTOB KYyJIBTYPHOTO pa3HOOOpa3usi, W MOJETb aJalTHBHOTO
yIOpaBJeHUsI, TO3BOJISIONIAS PETyJIUpOBaTh KaK IapaMeTp aJalTHBHOCTH, TaK H
oOImeHne C  3aMHTEPECOBAHHBIMU  AyJUTOPHSAMHU  OpPTaHW3allid,  JIOCTUTAs
CTPYKTYPUPOBAHHOTO ¥ THOKOTO B3aMO/ICHCTBUS.

OO6muit 00beM AuCcepTallMOHHONW paboThl cocTaBisieT 169 crpanui. B pabote
uMeroTcs 19 pucyHkoB u 12 Tabmuil, BU3yaIM3UPYIOMUX OCHOBHBIE JIEMEHTHI aHAIH3a
U pe3yJbTaThl ucciaeaoBanus. CIUCOK JIUTEpATyphl BKItOYaeT 165 UCTOYHUKOB, U3 HUX
142 Ha MHOCTpPAHHBIX SI3BIKAX.

B 8 npunoskeHusIX MpoBeIeHbI OTIOTHATEIBHBIE MaTepHaIbl, UCIIOH30BAHHEIC B

X0A€ UCCIICAOBaHU:A.
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I''TABA 1 COBPEMEHHBIE OPTAHU3AIIUU COEPBI YCJIIYT B
MYJbTUKYJBTYPHOM CPEJIE

1.1 Oco0eHHOCTH COBpPEMEHHBIX OPraHU3aluii U cpeabl cepbl ycayr

B kauectBe 0IHOTO M3 BaXKHEWIINX (PAKTOPOB COBPEMEHHONW IKOHOMHUKH BCE
yamnie Has3bpIBalOT cepBUTH3anvio. Bnepseie BBeneHHbli C. Banmepmepse u [[x. Pana
[151] TepMuH 0003HaYaeT CETOAHS MPOLECC MPEBPALIECHHS YCIYT U3 BCIIOMOTaTENIbHBIX
CEepBUCOB B AU(P(EPEHUUPYIOMUNA MPU3HAK, TPUOPUTETHBIA KOMIIOHEHT PBIHOYHOIO
npeioxkennss komnanuu [121]. B Xome ycoBepHIEHCTBOBaHUSA CTPATErHMU CBOEH
JEATEIbHOCTH, OPTaHU3aLMHU [TIOCTENEHHO OTXOAAT OT YMCTO IIPOU3BOJICTBEHHOW CXEMBI
B CTOPOHY pa3BUTHSI CEpBUCHOMN cocTaBisitomied. [IpopouectBo T. JleButra, «Bcee
tenepb B cepBuce!» (1972 r.) ceroHs crano peasbHOCTBIO: pa3inyue MeXIy chepoil
npou3BOACTBA W cdepoit ycmyr mocreneHHO ctupaetcs [105]. TIpombinieHHBIC
OpraHu3alliy,  MPEeJOCTaBISABIIME  YCIYTM B KAauecTBE  JOMOJHUTEIBHOTO
NOCIENPOAAKHOTO CEpBHCA, BCE Yallle (OPMHUPYIOT CBOE PHIHOYHOE IMPEAJIOKEHUE Ha
OCHOBE YCIYT'H, a (PU3MYECKHIl TOBap SIBISETCA JUIIbL OCHOBOM AJI MPEAOCTABICHUS
0OCITy’)KMBaHUs, 3TOT TOBAP MOXKET JJaXKe HE MPOJIaBaThCs, a MPEIOCTABIATHCS KIUEHTY,
Harpumep, B apeHay. TeM camMblM KOMITAHWM BBICTPAUBAIOT CBOE MO3MIIMOHUPOBAHUE
HE Ha OCHOBE (PU3MYECKHUX TOBAPOB, KOTOpblE Bce TpyaHee AudhepeHuupoBaTh
BCJIE/ICTBUE CTAHJIAPTU3AlMM W YHU(QUKALIUM KOMIUIEKTYIOIIMX M Pa3BUTHUSA
TEXHOJIOTHM, MO3BOJISIOIINX OBICTPO OCBaMBaTh BCE MPOM3BOJCTBEHHbIE MHHOBAIWH, A
32 CYET PpacIIMpeHHs CHeKTpa npenocTtaBiasieMblx ycayr. CepBuTH3auus B
IPOMBINUICHHBIX ~OTpAacisiX CTajga MPEeIMETOM MHOTOYHCIEHHBIX COBPEMEHHBIX
uccienoanmii [23, 35].

CoBpeMeHHbIE TEXHOJOTHMH MPOYHO YBA3BIBAIOT MPOU3BOJCTBEHHYIO cdepy co
cheport  yciayr. YacTto  mpOM3BOJCTBEHHAs  KOMIIAHMS  peaju3yeT  JIMIIb

KOOPpAWMHAIWMOHHEBIC (bYHKLII/II/I, coriiaCyss M arperupys HCﬁCTBI/IH MHOI'OYHCJICHHBIX
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MOCTaBIIMKOB PA3INYHBIX KOMIUIEKTYIOMIHNX U QyHKIHii [47]. B pe3ynbrare cTaHOBUTCSA
BCE TpYyIHEH OTHENUTh cdepy YCIyr OT IPYTrUX CEKTOPOB AKOHOMHUKH. [lo naHHBIM
HEKOTOPBIX MCCIEAOBaHUN, NpoBeAeHHbIX B llIBenuu, ycmyru cocrtaBimsitoT 24% ot
obmero o0ObemMa BBIMyCKa WIM 00ObEMa MPOU3BOJACTBA B  aBTOMOOWIILHOU
IPOMBIIIJIEHHOCTH, @ B MAalIMHOCTpoeHUH BooOuie 20% pacxoJoB CBSI3aHHBI C
ycayramu [99].

T. beitnc, A. Hwmm, P. OnuBa u Japyrue wHccieaoBaTeld TMOKa3adu, 4YTO
CEepBUTH3ALMS MPUBOJUT K M3MEHEHUSM B OPTaHU3ALIMOHHOW CTPYKTYpE U KYJIbTYpE,
NEPEOPUEHTAIMM C TPAH3AKUMOHHOW OW3HEC-MOJAENM Ha MOJEelIb MAapKETHUHTa
B3auMooTHomeHun [23,119,121]. Takue wn3MEeHEHUS MOXKHO TPOUJUIKOCTPUPOBATH

ImponcccaMu TpaHC(l)OpMaI_[I/II/I, Fpa(IJI/I‘-ICCKH NpCaACTaBJICHHBIMUA HAa PUCYHKC 1.

Hacroawui
MOMEHT

Uenb

JdomuHuposaHue
npon3soAacTBa

JdomuHuposaHue
cepBuca
CepBMUC Kak MpoayKT Kak
JononHeHue AononHeHue

Pucynox 1 - Tpancdopmainmu B mporiecce CepBUTH3AINN

HctouHuk: cocTaBieHO aBTOPOM o martepuanam [121].

Kak mnokazano Ha pucyHke |, opueHTaluMsi Ha MaTepUaIbHBIA MPOAYKT H
OpHUEHTalMs Ha YCIyTy IMPEACTABIIOT JABA MPOTHUBOMNOJIOKHBIX KOHIIA KOHTUHYYMa, 1O

KOTOpOMY MOJKCT JIBUIaTbCA OpraHu3anuss B IPOHCCCEC CCpBUTHU3ALIMH, KOIrJda
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IPOU3BOJIMTENIb CHayajla pacCMaTpUBacT YCIyry KaKk HEKOTOPOE JIOMOJHEHHE K
MaTepUaJIbHOMY HPOIYKTY, 3aTE€M ITOCTENEHHO YBEIWYMBAas JIOJIO YCIYyT B CBOEM
PBIHOYHOM MPEIOKEHUH, MMPOIBUTACTCA K CUTYAIMH, KOT/Ia MaTepUaIbHbIE TIPOTYKTHI
CTAHOBSTCS JIMIIb JIOMOJHEHWEM K BOCTpEOOBAaHHBIM Ha pbIHKEe ycmayram [71].
Tpancpopmaivsi HauMHAETCS C OMNPEEICHUS TEKyIIeH pOJu yCIyr U TOBapoOB B
PBIHOYHOM MPEAJIOKEHUN OPTaHU3allMi U aHAJIM3€ BBITOJ, KOTOPhIE MOXKET MPUHECTU
KOMIAaHUM OpUEeHTalusi Ha yciayrd. [locKoJibKy pealn30BaTh MOCTENEHHYIO
TpaHchOpMAIUIO JOCTATOYHO TPYAHO, Pa3yMHO MPEJICTABUTHh €€ B BUJE HECKOJIbKHUX

stanoB [117], rpadudeckn n300paskeHHBIX HA PUCYHKE 2:

3J1anl Jtan 2 Jtan 3 Sran 4
PacwwpeHue B
CTOPOHY 3axsar ceps!
Buixoa Ha OpUEeHTaUMK Ha NeATenLHOCTH
KoHconuaauus o %
CNIOXMBLUMIACA npouecc wau B opraHn3aumnid,
CBA3aHHbIX C — >
PbIHOK OCHOBHbIX CTOPOHY 0BCnyXUBAKOLLNX
MPOAYKTOM yCAyr
ycnyr thopMnpoBaHua KOHEYHOro
B3aUMOOTHOLIEHWH notpeéutens
C KMeHTamu

Pucynok 2 - HanpaBneHue pa3BuTus pouecca CEpBUTU3ALNHI

HcTouHUMK: COCTaBIEHO aBTOPOM.

ITepBoIif ATall pa3BUTHS CEPBUTH3AIMKM OCHOBAH HA MPEIOI0KECHUH, UTO JIF00as
OpraHU3alUs-TIPOU3BOAUTENH OKa3bIBAET HEKOTOPHIE YCIYTH B MPOIECCe MPOJAKU WU
AKCIUTyaTallMM UX TMPOAYyKTa. Takue yciayrd OOBIYHO MPEIOCTABISIIOTCS Pa3InYHbIMU
MOAPA3JACICHUSAMH OpraHu3aluu ¥ He (OPMUPYIOT CKOJIBKO-HHUOYIb 3HAYMMBIX
n0xoq0B. st moarotoBku K A(PGEKTUBHONW CEPBUTH3ALMM OpraHu3aius J0JDKHA
KOHCOJIMJIUPOBATh OKA3bIBAEMbIE YCIYTd, IOBBICUTh WX TMPUBJICKATEIBHOCTD IS
KJIUEHTOB, U, Kak cleacTBue, dS(PGEeKTUBHOCTh, OOBEAUHUTH KX B  OJIHOM
noApa3/ieacHuN.

Btopoii sTam  pa3BUTUS  CEPBUTH3ALMM  XapaKTEPU3YETCS  BbIABICHUEM
BO3MOXXHOCTEH MOBBIIICHUS] TPUOBLTLHOCTA 00CTyKHMBaHus. Ha ocCHOBe IpoBEIEHHOTO

Ha MEePBOM 3Tare MOHUTOPUHTA 3((HEKTUBHOCTH U BOCTPEOOBAHHOCTH YCITYT, BBOJSITCS
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COOTBETCTBYIOIINE M3MEHEHHS B TPOLETYyPhl OOCITY)KMBAHUS, MOTYT CO3JaBaThCs WM
pEOpPraHN30BEIBATECS HEOOXOAMMBIE CTPYKTYpPHBIE MOapa3feieHus. B KoHIlE BTOPOTO
JTama yXe MOXHO TOBOPUThH 00 opraHuzanuu chepsl yciyr, paboTy KOTOPOH MOMKHO
OILICHUBATh Y€pPEe3 YPOBEHbB YJIOBJIETBOPEHHOCTH KIMEHTOB U COTPYIHHUKOB [121].

Tpetuii sTan cepBUTH3ALMK HAllEJIEH HAa U3MEHEHUE TPAaH3aKIMOHHOW OHU3HEC —
MOJEIN U Pa3BUTUE KIMEHTOOPUEHTUPOBAHHOCTU. [I0CTENEHHO KOMITAHUS MPUXOIUT K
TOMY, YTO MPOJYKT B €€ PHIHOYHOM MPEJJI0KEHUU YK€ UTPACT BTOPOCTEIICHHYIO POJib,
a BBIOOp MOTpeOUTEIeH OCYIIECTBIIIETCS 3a cUeT oocmykuBanus [118].

3aBepIIAOIIMM  JTall CEPBUTU3ALMU — OTO NPEBpPAlICHUE KOMIIAHWM B
OpraHu3aluio cepbl yCiIyr, T.€. MOIyYaroUlyl0 OCHOBHOM JTOXOJ OT MPEAOCTaBIICHUS
HEMAaTEPHAIBbHBIX TPOAYKTOB — YCIIYT.

BakHbIM acmeKkToM YCHENIHOW CepBUTH3ALMM SABJISETCA TpaHchopMmalus u
npuoOpeTeHrne pabOTHUKAMHU KOMIIAHWU HOBBIX YMEHHH M HABBIKOB, MPHUCIIOCOOJICHUE
OpraHU3allMOHHON CTPYKTYPHI U KYJbTYPhl K HOBBIM 3aj1auaM [96]. Ecnu npeactaBuTh
MIPOU3BOJIUMbIE U3MEHEHHUSI B BUJIC MATPHUIIbI TIO OCAM «OpPTaHU3AIMOHHAS KYJIbTypay U
«OpTaHMU3aAIMOHHAS CTPYKTYpa», MOKHO BBIIEIUTH O0JACTH, B KOTOPBIX HEOOXOIUMBI
npeoOpa3oBaHus WM HOBBIC KOMIIETEHITMY TiepcoHana [95]. Matpwuiia mpeacraBieHa Ha
pUCYHKE 3:

BrnusiHne cepBUTH3alMM HA MPOU3BOUTENEH MAaTEPUAIBHON POAYKIIUU BBIPAKAECTCS B
MOCTENIEHHOM MCIOJIb30BAHUU YCJIYT B HMX PBIHOYHOM TPEAJIOKEHUU. MOKHO
NPEANoIOXKUTh, YTO OpraHu3zauuu chepbl  yCIyr MeHee MPOU3BOJAUTENCH
MaTepUAJIbHBIX TOBApPOB TMOABEPKEHbI BIUSHUIO CEPBUTHU3AIMU KaK SKOHOMHYECKOU
TEHJEHUMU, U00 OHU YyXe paboTalT B cdepe YCIyr, KOTOpble M SBISIOTCA HX
OCHOBHBIM MPOIYKTOM. OTHAKO B LIETIOM PsIJIe HAYYHBIX MyOJUKAIMI YKa3bIBAETCA, YTO
CEpPBUTU3AIINS CTAHOBUTCS 3HAYMMbBIM (DAKTOPOM Pa3BUTHUS MPEANPUITUI chephl yCIyT
[105, 129, 151]. IIpoucxoauT mnepexo]l OT MPOU3BOJICTBA CTAHAAPTHBIX YCIYr K
(bOopMHPOBAHUIO KACTOMU3UPOBAHHBIX MPEIOKEHUHN, ¢ MHANBUAYATHHBIM MOIX0J0M K
peuieHuro crnenupuueckux mpodsieM KIMeHTOB [36]. OCHOBHBIMHU HaNpaBICHUSIMU
ATOTO Pa3BUTHsI SBIISAIOTCS MOBBIIIICHUE TPEOOBAHHUM K KIMEHTOOPUEHTUPOBAHHOCTU U

camMo00y4aroIInii XapakTep opranu3anuii cepsl yCiyr.
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Ecan INPUMCHUTL YKAa3aHHYIO BbIIIC ITOCICAOBATCIIBHOCTL CCPBUTHU3AIMU K

opraHu3amusiM c(epbl yCiIyr, TO dTambl OyAyT BBITISAETH CICTYIOINIMM 00pa3om

(Pucynok 4).
OpraHu3auuoHHanA KynbTypa
OpueHTauma Ha NPoOAYKT OpueHTauma Ha ycnyry
© ‘I" * YpoBnetsopeHue * KAMEHTOOPUEHTUPOBAHHASA
g E npoussoauTens KOMNaHWUA
; I = * CepBU1C Kak AoNONAHEHWe * MpoAyKT Kak AononHexwe
> 9 g * NpOM3BOACTBO U NPOAANKM *B3aMmMoOTHOWEHKA ¢ noTpebuTenamu
= S a C MUHUMANBLHBIMKY *Co3gaHue notpeburensckoit
o g_ KOHTaKTaMM C KNUeHTamm UEHHOCTH Yepes rubrocTe 1
s KacTOMM3aUMIo
b=
-
=}
b9
g s * BHyTpEHHAR OpUeHTaums * NoTpebuTenbckas UEHHOCTb
g E o * [IPOM3BOACTBO TONLKO * Venyru He NoAAepKUBaKOTCA
T 3 = ToBapa CTPYKTYpPO#A
© © e * CraHgapTr3auma u * HeappexTneHoe
= g:) é MHHOBaLMK pacnpegenexue
o ¥ =
o
O

Pucynok 3 - Marpuna 115t u3y4eHusl MOJIOKEHUS KOMITAHUHU 110 OTHOLICHUIO K
CEpBUTHU3ALUH

HcTounuk: cocTaBieHo aBTOPOM 1O maTepuaiiam [95].

Ha nepBoM »Jrame DOPOUCXOAUT CTPYKTYpHU3alUs U YHOPAJZOYUMBAHUE  YCIYT,
OKa3bIBa€MbIX KOMIIAHMEW, WX TPYNIIUPOBKA IO MCIOJIb3YEMBIM CTaHIAPTHBIM
3JIEMEHTaM, 4YTO  J1aeT  BO3MOXXHOCTh  KOMIIAaHMM  pa3paboTaTb  CHUCTEMY
MHOOPMAIMOHHOW  MOAACPKKH: PpEriaaMeHTbl W  HUHCTPYKUHUHU, OMNPEIEISIONne
MOCJIEIOBATEIBHOCTh JIEUCTBUII M TO3BOJISIOLIME BECTH OOCITYXMBAHHE KIMEHTOB C
pa3IMYHBIMM TOTPEOHOCTSIMM B paMKax Takux OjokoB ycimyr. Ha astom stame
KacTOMHU3AIUsl MOJ] TMOXEJNaHWs KIMEHTa OCYUIECTBJISETCS 3a cueT mnoadopa

KOMOWHAITUN CTaHJAPTHBIX DJIEMEHTOB yCIIYTH.
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Jran 1 Jtan 2 Jtan 3 Jtan 4
Bhiagnexwe
CTaHAApPTHLIX Paspaborka
RApTY P g dopmupoeaHue
yenyr (unu mx NPoLUeccos
Mpynnuposka ycnyr PbIHOMHOTO
3NEeMEeHTOB), peanviaunmn
Honhadi 9 | Haubonee yacTo —| KacTomuzaumn > IPCANEICHINA 38
CTENEeHn ux x S, cHeT pelleHus
Tpebyrowmx yCnyr no
cTaHgapTnIaynm UHAVBUAYASIbHBIX
W3MEHEHUA NO TpebosaHuAM
npoGnem KNMeHTos
TpeboBaninam K/IMEHTOB
KMEHTOB
Co3zdaHue Co3daHue lNodzomoska CozdaHue
uHehopmayuoHHol uHgbpacmpykmype! epeoHana K anzopumma
noddepxKu AN NOAOEPKKU HHOUSLOYB/IsHOMY
5 ob6cnyxusanuio APUHA nl“”
cmaHoapmusayuu kacmomusayuu KAUEHMOS UMY pewenul no
sbideneHue 8 ope. Kacmomusayuu
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nodpasdeneHull

Pucynox 4 - Pa3zButue mpoiiecca cepBUTU3AIMN B OpraHU3anusx chepsl yCiayr

HcTOYHMK: COCTABIEHO aBTOPOM.

Ha BTOpOM »5Tame cpeau CTaHZApPTHBIX 3JIEMEHTOB YCIYTM BBIICIAKOTCA TE,
KOTOpBIE Yallle BCEro HYXXJIAIOTCSI B M3MEHEHHHM I0J] NOTPEOHOCTH KOHKPETHBIX
KIueHToB. Takue wu3MeHeHuss TpeOyloT HE TOJbKO HH(POPMAIMOHHOW, HO H
UHQPACTPYKTYpHOH  MOAJEPKKH,  HalpuUMep,  BbIAEICHUS  BCIOMOIAaTEIbHOTO
NOJpa3AesIeHUs] KOMIIAaHUHM, 00ECIeUYHUBAOIIee KaCTOMU3ALMIO OTIEIbHBIX—JIEMEHTOB
CTaHJAPTHOHM YCIYrH. DTO MOXET ObITh 00ecledeHre BO3MOXKHOCTH MCIOJIb30BaHUS B
XOJle MPENOCTAaBICHUS YCIYIM HHOCTPAHHBIX S3BIKOB, pEaJIM3yeMO€ HE 3a CYeT
OCHOBHOI'O II€pCOHAJa OpraHU3alluM, a 3a CYeT oTnena nepesoxa. Ha Bropom drame
IIPOUCXOINUT KaCTOMU3ALMS OTACIbHBIX CTAHAAPTHBIX JIEMEHTOB YCIYTH.

Ha Tperpem »sTame xacTomMuzamusi BBIXOAWT 3a IMPEAEibl HE3HAYNUTEIbHBIX
npeoOpa3oBaHUil OTAETBHBIX YacTe YCIyrH, TpeOys M3MEHEHUs NEHCTBUM U Jaxe, B
KaKOM-TO MEpe, MHUPOOIIYLIEHNWsS OCHOBHOIO IlepcoHana Kommanuu. Ecnum Takas
KAaCTOMM3AIMsl OXBAThIBAET HE BCEX KJIMEHTOB KOMIIAHWH, TO JUIA €€ pealn3aluuu
CO3JlaeTcs CHelManbHOE IMOJpa3/ielieHne, T.e. o0ecrneuuBaeTcsd IOJJEpKKa B

OpPraHU3allMOHHOW CTPYKTYPE NPEATPUATHS.
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UYerBepTblid 3Tan MOpPEANOJIaraeT HaJU4he mpolecca, 00eCrneYrBaroIIero
OpraHu3ali BO3MOXXHOCTh BbIOOpa HEOOXOIUMOTO YPOBHS KaCTOMHU3ALMU YCIYTH B
3aBUCUMOCTH OT MOTpeOHOcTel kiaueHTa. Ha 3ToMm »sTame BO3MOXKHO HCIOJIb30BAaHUE
UHGOPMAIIMOHHON TOAJIEPKKH, €CIIM YClIyra CKJIaJbIBaeTCs W3 CTaHIApPTHBIX
AJIIEMEHTOB, MHGPACTPYKTYPHOU MOJIEPKKHU, €ClIM HeoOXoauma ajanTaius Kakoro-To
AJIeMEeHTa K MOTPEOHOCTAM JAaHHOTO KJIMEHTa, JMOO HCHOJIb30BAHMS CHEIHAIBHO
MOJATOTOBJIEHHOT'O MEPCOHAJIA U3 YKCiia PAOOTHUKOB CIIELIMAIBHOTO OT/IEJIa WU JIF0O0TO0
COTPYIHHMKA OpraHU3alliM, 00JIaJaoIero HeOOXOAUMBIMU KOMIETEHIIUSMUA B 00JaCTH
aJIalTUBHOT'O MOBE/ICHHUS.

XOTsl CepBUTH3AIMA YK€ TMPHU3HAHA YCHEIIHOW CTpAaTerued Uil CO3JaHus
YCTOMYMBOIO KOHKYPEHTHOTO MPEUMYIIECTBA, MEPEXOJ K HEW COIPSIKEH C PSAIOM
tpyaHocteil. P. OnuBa u P. KamnenOepr BbIAEAMIA TpU OCHOBHBIX MPENATCTBUS IS
ceputu3aiuu [121]. Bo-mepBbIX, SKOHOMHYECKHE BBITOJbI OT BHEIPCHUS ITOM
CTpaTeTMH HE OYEBUAHBI B Hauyaje IMpolecca, IMOAITOMY OyAeT HeoOXOAUMbIM
TIIATEJIbHOE H3YYEHHE BO3MOXKHOCTEM KOMIAHMM KakK BO BHEIIHEW, TaK W BO
BHYTpPEHHEW cpene. Bo-BTOphIX, Aa)e MOHMMAas BBITOAbl CEPBUTH3ALIMM, OpPTraHU3alUN
HE Bcerjga o01alaroT HEeOOXOAMMBIMH KOMIIETEHUMAMM ISl pealu3aluu Iepexoja.
Hakonen, naxke MpUHSB TaKyl0 CTPATETHUIO, KOMIIAHHS MOXKET MOTEPIETh HEyJady B €€
peanuzanuu. [IpeogoneHne 3TUX NpensaTcTBUM TpeOyeT CYIIeCTBEHHBIX U3MEHEHHM 0
JIBYM HaIlpaBJICHUSIM: U3MEHEHHUE KYJIbTYPhl OpraHU3alud U 00y4YeHHE €€ COTPYAHUKOB
HOBBIM YMCHHSIM U HaBbIKam [24, 138].

KynbpTypa, npucymias opranuzauusMm c@epbl yCiayr, OTIMYAETCS OT KYJbTYpPbI
KOMIMaHUW TPOU3BOJUTENICH MaTepUANIbHBIX MPOAYKTOB U TpeOyeT HWHBIX YMEHHUM
pabotHukoB. J{ns hopmMupoBaHus PHIHOYHOTO MPEJIOKEHNS, OCHOBAHHOTO Ha yCIIyTax,
Takxke TpeOyercss ocobas kBanmdukanus mnepcoHana [138]. Yacto TtpymHOCTH
KOMITAaHWM CBs3aHBI C Tak HasbpiBaeMbIM d¢dektom «path dependence», T.e.
3aBUCUMOCTH OT TIPSKHUX CTpaTeTuid ©  pa3pabOTaHHBIX, BHEAPCHHBIX U
MPOAOJDKAIOIIMX JAEHCTBOBAThH Mpoueayp u rnpoueccoB [143]. [ng npeoaosieHus 3Toro
sbdexTa HeOOXOAMMBI U3MEHEHUS B KOPIMOPATUBHON KYJIbType OpraHmu3aiuii chepsl

yciyr [40]. I[TockonbKy s TAaKUX OpraHu3alil CEepBUTHU3AIMS O3HAYAET Pa3pabOTKy
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KaCTOMU3UPOBAHHBIX PEMICHUH I KJIMEHTOB, HEOOXOIWMa BBICOKAs CTENEHb
KJINEHTOOPUEHTUPOBAHHOCTH KOMIIAHUHU, CIOCOOHOCTh COTPY/THUKOB MPEACTaBUTh, KaK
co37aeTcs [IEHHOCTh C TOUKHU 3PEHUs OTpeOuTENei.

[lonsiTHE  KIMEHTOOPUEHTUPOBAHHOCTA  MOXHO  ONPEAEIUTh M Kak
XapaKTEpUCTUKY OW3HECa, OTPAKAIOIIYI0O CTPEMJICHHME UM YMEHUE OpraHu3aluu
BBICTPAaMBaTh B3aMMOBBITOJIHBIE OTHOUIEHUS C KJIMEHTaMH — KaK BHEIIHUMH, TaK U
BHYTPCHHUMHU, W KaK MPUHIIANIAATLHO WHOU MOAXO K 00CITY>KMBaHUIO KIIMEHTOB, TIPH
KOTOpPOM TJIaBHBIM CTAaHOBUTCS HE MPOAYKT WU pa3paboTaHHAs OpraHu3aluen yciyra,
a caM KJIMEHT C €ro NOTpeOHOCTAMH, HHTEpECaMH, OXKUIAHUSIMU U LIEHHOCTSIMU, U KaK
CIIOCOOHOCTh KOMIAHWU CO3/1aBaTh MOTOK KJIMEHTOB U JOMOJHUTEIIbHYIO MPUObLIHL 3a
CUET ITyOOKOTO MOHUMAaHUS U YJIOBJIECTBOPEHUSI UX MTOTPEOHOCTEM.

KnueHToOpueHTUPOBAaHHBIM  MOJAXOJ ~ ONKWCAaH  KOHILENIHUEHM  MapKEeTUHTa
B3aMMOOTHOIIEHUH, TepMUH «MapKETHUHT B3auMOOTHOIIEHU» BBeA B 1983 r. JI. beppu
JUTsL OTIMCAHMSI HOBOTO TOJIX0J/Ia B MapKETUHTE, HAIICJICHHOTO Ha 0o0Jiee JTOJrOCPOYHbIC
oTHoIIeHUs1 ¢ morpedutensmu [31]. MapKkeTHHT B3aMMOOTHOIICHHH — 3TO IPOIECC
CO3JIaHUs, OJIEPKAHUS U PACIIUPEHUS ITPOYHBIX, ITOJHOLUECHHBIX B3aUMOOTHOILIEHUH C
MOTPEOUTENSIMA U IPYTUMHU TAapTHEPAMU KOMIIAHMH; 9TO TMEPCIEKTUBHAs KOHIIEIIIUS
MPEANPUHUMATENIFCTBA KOMITAaHUN Ccdephbl yCIyr, OPUEHTUPOBaHHAsT HA OXBAaT BCEX
BUJIOB JEATEIBHOCTA OPraHU3aluu, INIAHUPOBAHUS U YIIPABICHUS KOMMYHUKALUSIMU CO
BCEMHU 3aUHTEPECOBAHHBIMH Ay IUTOPHUSIMH.

Kacromuzamus ycnyr aenaer npUOPUTETHBIM YYET OJHOM M3 XAPAKTEPUCTUK
YCIIYT, UX OTJIMYMUSL OT MaTepHabHBIX TOBAPOB — Yy4dacTHUsl MOTPEOUTENSI B Mpolecce
oKazaHusi yciayrd. KIMEeHT umMeeT BO3MOXKHOCTh MOJIYYUTh YCIYTHM, U3MEHCHHBIE B
COOTBETCTBHUM C €ro KOHKpPETHbIMH TpeOoBaHusiMmu. Ilostomy cepBuc — 3TO
JIBYCTOPOHHUH MPOLIECC, CTOPOHBI KOTOPOTO OKAa3bIBAIOT B3aWUMHOE BIIMSIHUE APYT Ha
npyra. CutTyanus, OpU KOTOPOW OKa3bIBAETCS YCIyra, TaKXKe HWrpaeT poJib MpH
dbopmupoBanuu cepBuca. OCOOCHHOCTH BOCHPUSITHS Pa3IMYHBIX ACMEKTOB YCIIYTH,
dbopMupoBaHUE B3aUMOOTHOIICHUN ¢ opraHu3aiuei cdepbl yCiIyr, OlleHKa KadyecTBa
YCIYyTM BO MHOI'OM 3aBHUCST OT T€X LEHHOCTEH, KOTOPBIE SBISIOTCS BAKHBIMHU IS

noTpeouTeNei.
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Cucrema ueHHocTed moTpeOuTeneil QopMHupyeTcss B paMKax KOHKpPETHOU
KyJIbTypbl. B COBpeMEHHOIl SKOHOMHKE OpraHu3anuu cdepsl ycayr paboTaloT B
YCIIOBUSIX MYJIBTHUKYJIBTYPHOU Cpe/bl, MOCKOJIbKY JaXK€ B YCIOBHUSAX OOCTY>KHBAHUS
NoTpeOuTENel Ha BHYTPEHHEM pBIHKE OHU CTAJKUBAKOTCSA C MPEACTABUTEISIMU
pPa3IMYHBIX KYJIbTYpP, a COBPEMEHHBIE KOMMYHHUKALIMOHHBIE TEXHOJIOTUU CHUKAIOT
reorpadguyeckue 6apbepbl U BKIIIOYAIOT B MPOLIECC B3aUMOJCHCTBUA MMOTpeOuTenei Ha
Pa3HBIX PHIHKAX.

KynbTypy MOXHO oOmpenenntb, Kak TOABUKHYIO CHUCTEMY «IEHHOCTEW,
BEPOBAaHUN M CIOCOOOB MOBEACHHMS, KOTOPAsl OKa3bIBACT BIIMAHHE HA TO, KaK JIOAU
BOCIIPUHUMAIOT W pearupyroT Ha OKpyxatomuid wmup». ConuaibHO-KYJIbTypHOE
pa3HooOpa3ue O3Ha4yaeT HAJIMYUE PA3IUYHbIX TPYMI JIOACH, OTIMYAIOIIMXCS CBOUM
y>K€ HAKOIUJIEHHBIM >XU3HEHHBIM OIBITOM, U COOTBETCTBEHHO, BOCHPHUSITHEM BCSIKOTO
HOBoro ombita [109].

CxoxecTb B TMOBEICHUM, BOCIHPHUATHH OKPYKAIOIIEr0 MHpa, HAIWYUE OOLIMX
IICHHOCTEW B OJHOM KyJbTYpHOW TIpYIIIE HE IMOAPa3yMEBAeT IMpPU ITOM €€
OJTHOPOJIHOCTH. BHYTpUIpynmoBble pazauuus HEU30€KHO BIMSIOT Ha OTHOIIECHUE
YJICHOB TPYMIIBI IPYT K ApYry U K camoul rpynne. K TakuMm KyJbTypHBIM pa3iudusiM
OTHOCATCA Kak OoJiee sIBHbIC, TAaKM€ KaK JdTHUYECKAs MPUHAJJIC)KHOCTh, TAK U MEHEE
OUYEBHUIHBIE, KaK, HAmpuUMep, MOJ MU COLUalIbHbId Kiacc. OHM TakXke OKa3bIBaIOT
CYIIECTBEHHOE BO3JICMCTBUE HA UHANBUAYAIBHOE U TpynnoBoe noseaeHue [16]. Kpome
TOTO, B paMKax OJHOW KYJbTYpHOW TPYIIBbI MOTYT OBbITh COOpaHbl MPEICTABUTEIU
Pa3JIMUHBIX COIUATBHBIX WJIM UHBIX TPYII, 4TO (POPMUPYET UHAUBUIYATbHBIE TPOPUIH
JUYHOCTH, TMOJHOCTHIO COOTBETCTBYIOLIME, KOH(MIMKTYIOUIME WM MNPOTHUBOPEYALINE
npodUIIIM APYTUX WICHOB KyJIbTYypHOU Tpymis [21].

Ponp KynbTypel OuY€Hb BelMKa B JIOOOW OpraHu3aiuu, ACHCTBYIOIICH B
MHOTOHAIMOHANBHOU cpese [147]. DTo 0COOEHHO aKTyalbHO JJI OpraHu3aiuii cepbl
YCIIYT, a TaKXKe JUIsl TeX KOMIIaHWM, KOTOpbIe MoABEpratoTcs cepButuzauuu (Pucynox
5). AHanM3 XapaKTEPUCTHK TAKUX OPTaHU3ALUHN BBIABUI Psill cep, B paMKax KOTOPBIX
BO3JICHICTBHE KYyJbTYypbl HA KOMIIAHUIO BEChbMa 3HAUMUTEIbHO. CHiIa 3TOr0 BO3JEHCTBHUS

OUEBMJIHA B TpeX U3 MATH cdep, OTIMYAIOIIMX OpraHu3anuio chepbl yciayr ot
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npousBojictBeHHOM [110]. Ilpexne Bcero, 3TO KacaeTcs JM3allHa MPOJYKTA.
KactomMu3anmoHHbIi MOIX0 3TUX OPraHU3alMi K AU3aiiHy 03Ha4aeT HanboJiee MOJTHOE
COOTBETCTBHE MPOAYKTa MOTPEOHOCTSAM KIMEHTOB. DTO TMO3BOJIIET OpraHU3aIUsIM
JTOCTUTHYTH 2 ()eKTa u SKOHOMUHU OT pazHooOpa3us (economies of scope), a HE 00BemMa
W CTaHJapTu3aiuu, gocturas 3¢ dexra macmrada (economies of scale).

Kynprypa oka3piBaeT BIMSHHE Ha OMNEpalud, TpeOyromue CHerrualbHbIX
xkomnetenuumii (Skill intensive operations), MOCKONIbKY HaBBIKM M KOMIIETEHIIMU TAKXKE B
3HAYUTEILHON CTeNneHW OOYCIOBIEHBI KyJbTypHBIM QoHomM. K mpumepy, B
KOJUIEKTUBUCTCKUX KYJIbTYpax W OpraHU3aIUsAX MOAPa3yMEBAaeTCs W BO3HArPaKAaeTCs
MOTYMHEHNE TPYIITBI KOPIIOPATUBHEIM HOPMaM, B TO BPeMs KaK B MHANBUIYATHUCTCKHUX
HOOUIPSIETCS aBTOHOMHOCTh M MHUIIMATUBHOCTH HAa pabo4yeM MecTe.

Kynbrypa oka3bIiBaeT BIMSHKE U HA pa3MEIICHUE MTPOU3BOJICTBA, OCOOEHHO €CIH
OHO OCYIIECTBJIsIETCS 110 BceMy Mupy. CoBpeMEeHHBIM OpraHu3anusaM chepsl yCiIyr npu
IUIAHUPOBAHUM YIPABJICHUYECKUX peIIeHUH U Habope COTPYIHHUKOB HEOOXOIUMO
paccMaTpHuBaTh pa3MELIEHUE ONepaluid ¢ rIo0anbHON TOUKHU 3peHus. Ilpu paspaborke
J000TO KOPIOPATHUBHOTO TMPOEKTa WM MPUXOAUTCS MNPUHUMATH BO BHHUMAHHE PSiJI
KyJIbTYPHOOOYCIIOBICHHBIX IapaMeTpOB, TaKUX KaK BOCHPUATHE COTPYIHUKAMU
Oananca Mexay paboynuM U CBOOOJHBIM BPEMEHEM; BOCIIPUSITUE HAJIATa€MbIX 3aKOHOM
00si3aHHOCTEH; TpeOOBaHUS TEXHUKH O€30IaCHOCTH, I[O-pa3sHOMY TpPAaKTyeMble B
Pa3IMYHBIX KyJIbTypax.

Opranuzaiuu, Mepexosdiue B XOJ€ CEpPBUTH3AIMM Ha OKAa3aHHE YCIyr Kak
OCHOBY (pOopMHpOBaHMS CBOETO PBIHOYHOTO TPEUIOKEHHS, PEIKO 00JanarT
JIOCTaTOYHBIM OINBITOM W HaBbIKaMH pabOTBl B  MYJIBTHKYJIBTYpHOW cpere,
B3aMMOJICUCTBHUS C PA3HOPOAHBIMH Tpymnmamu notpeduteneir. Opranuzaruu chepbl
yCITyT, YCHIIMBAIOIINE B XO/I€ CEPBUTU3AIIMU CBOIO KIIMEHTOOPHEHTUPOBAHHOCTh, TAKKE
MOTYT HE MMETh JOCTATOYHBIX KOMIICTCHIIUN IJIsi peann3alid KaCTOMH3WPOBAHHOTO
MOAXO0/Ma K TPEICTABUTENSAM PA3JIHYHBIX KyJIbTYp WU TPyHN. DTUM OpPTaHU3AIMIM
HEOOXO0MMO 00ECTIeUnTh MPUOOPETEHUE ITHX KOMIIETEHIIMI B X0J1e TpaHCOpMAaIIHH.

[ToaTOMYy  BaXHBIM  YCIIOBMEM  YCHEIIHOW  CEPBUTH3ALMA WU  peAIU3alUU
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YCIIYT B CaMOOOyYarOUIyIOCS.
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Pucynok 5 - BiiusiHre KynbTypbl Ha OpraHu3aiuu chepbl yCIyr B CPaBHEHUU C
IIPOU3BOACTBEHHBIMU MPEAIIPUATUIMU

HMcTOYHHUK: COCTABIICHO ABTOpPOM.

CamooOyuarommasics OpraHusaids — 93TO OpraHu3alus, CIOCOOCTBYIOIIAs
00y4eHHIO BCEX ee YJICHOB, u 3aHUMAIOIIasCA HETMPEPHIBHBIM
CaMOCOBEpIIEHCTBOBaHMWEM. Takue OpraHu3alu  XapaKTepHU3YIOTCs  TOTaJbHBIM

BOBJICHCHUCM pa6OTHI/IKOB B IIpoOncCC COBMCCTHO IIPOBOAMMEBIX, OCYIICCTBIIACMBIX
6J1ar0)1ap$[ KOJIJICKTUBHBIM  YCHIIHAM, HBMGHGHHﬁ, HarpaBJICHHBIX Ha OOCTHXKCHHC

obmux 1eHHocted u npuHnumnoB [137]. Kpome TOro, BaXHBIM aCIIEKTOM

caMoo0OyyJaronieics OpraHu3aluu SIBJISIETCA ee CIIOCOOHOCTH K
CaMOCOBEPIIEHCTBOBAHUIO IyTeM cOopa U oOMeHa nHpopmanuell Kak BHYTPH, TaK U C
JIPYTUMH OpraHU3aIUsIMH.

I1. Celinmk, nan onpeencHue caMmoo0ydaroniencsi opraHu3alun, Kak MHCTUTYTA,
B KOTOPOM JIIOJIM HEMPEPHIBHO PACIIUPSIOT COOCTBEHHBIE BO3MOXHOCTHU IO CO3/IaHUIO

I[GﬁCTBHTGJ'IBHO JKCIIACMbIX HMMHU PpE3YJIbTATOB, B KOTOpOP'I BBIHAIIIMBAKOTCA HOBBIC,
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IIMPOKOMACIITA0OHBIE MOJIEIN MBIIIJICHUSI, B KOTOPOW KOJUICKTUB CBOOOJCH B
peanu3aiy CBOMX CTPEMJICHUH, M B KOTOPOH OCYIIECTBIISIETCS HEMPEPHIBHOE 00yUEHUE
koMmriuiekcHoMy Bujenuto [137]. JI. TapBuH 0c000 BBIIEIWI HWHHOBAIMIO U
COTPYIHHYECTBO, OTMEYasi, YTO TaKyl OpPTaHU3AIHI0 OTIMYAaeT YMEHHE CO3/1aBaTh,
NoJIy4yaTh U Nepe/iaBaTh 3HAHUE, a TaKKe MOJU(PUIIMPOBATH COOCTBEHHOE MOBEACHHUE B
COOTBETCTBUH C HOBBIMH 3HAHHUSMU U TpeacTaBieHussMu [70]. ITo Kak pa3 Te yMeHHUs,
KOTOpPBIE CTOJIb BOCTPEOOBAHBI B MPOLIECCE CEPBUTHU3ALINU.

Jist  peanuzanMM  CTpAaTErMM CEPBUTH3ALlMA HEOOXOJMMa OpraHU3aIlMOHHAS
KyJIbTypa, OPHUEHTHUPOBAHHAS Ha BHEIIHEE M BHYTPEHHEE COTPyIHHYECTBO. J[s
pa3pabOTKN W TPEUIOKEHUS Ha PBHIHOK KAaCTOMHU3MPOBAHHBIX CEPBUCHBIX PEIICHUIN
OpraHu3allid HYyXeH CBOOOAHBI OOMEH ¥ TMNPUTOK HWH(OpPMAIMU: HAJTUYHE
COOTBETCTBYIOIIUX CHCTEM, TAPAaHTUPYIOIIMX MPOBEICHUE HEOOXOIUMBIX dKCIEPTH3 B
CETH MApTHEPOB OpPTraHU3AIUHU, U 00ECTICUNBAIOIINX HAKOILJICHUE U OOMEH 3HAHUSMU U
OTBITOM. YCIEIHAsl CEPBUTHU3ALMS TPeOyeT MPUBEPKEHHOCTU MOJIUTUKE OOydYeHHUS U
JUYHOTO PAa3BHUTHS, BKIIOYAs TMOMIEPKKY CO CTOPOHBI BBICIIETO PYKOBOJCTBA,
CTUMYJIMPOBaHUE paOOTHUKOB BCEX YPOBHEN K 00YUYEHUIO.

Opranuzaiuu ~ cdepbl  yCJIyr HEOOXOJAMMO OCO3HaTh IIEHHOCTh CBOUX
COTPYIHUKOB, CTHUMYJIUPOBATh HMX KpPEATUBHOCTb, MPEMJIOKECHHE HOBBIX HJICH U
pa3BUTHE BOOOPaKEHUS MyTeM COACHCTBUS pa3BUTHIO. KiMMaT OTKPBITOCTH U TOBEPUS
MO3BOJISIET CTUMYJIMPOBATH Pa3pabOTKy WHAMBUIAYATBHBIX HACH, PEIIUTECILHOCTh B UX
OTCTauBaHUU. BaXHBIM acmeKToM CcaMOo0OydYaromencss OpraHu3aluu  SIBISAETCS
TepOUMOe OTHolleHWe K Heynadam. OOydeHwe Ha omuOKax 3adacTtyro OoJee
3¢ (exTuBHO, UeM 00yUEHUE HA OCHOBE YCIIEIIHOTO OMBITA.

MHorre COBpEMEHHbBIE MPOM3BOJCTBEHHBIE KOMITAHWM JCKJIAPUPYIOT KypC Ha
CepBUTH3AINIO, (GOPMUPYS CBOE PBIHOYHOE TPEIJIOKEHHE W  KOHKYPEHTHOE
NPEUMYIIECTBO 32 CUYET YCIYyr, OOCIYy)XMBaHUS TOTpeOUTENe, 3HAaHUS U
YIOBIETBOPEHUS HX O0COOBIX TmOTpeOHocTel. [lpm 3TOM, HEmocpeaCTBEHHO
opraHu3anuu c(epsl yCIyr 4acTo HE BUAAT HEOOXOIMMOCTH B YCHIICHHHM CEPBHUCHOMN
OpUEHTAlluW, TMPOJOJDKAasl  TpenjiaraTh Ha  PBIHOK  CTaHJApTHBIE  YCIYTH,

OPHUCHTHUPOBAHHLIC Ha CPCAHCTO KIIMCHTA. CepBI/ITI/ISaLII/IH OKOHOMHMKH 3aTparuBacT
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opranuzanuu cepbl ycayr 0osiee riy00oKo, YeM MPOU3BOIUTENEH TOBAPOB, TPeOys OT
HUX TIEpeCMOTpa BCEX MPOIECCOB U MPOIenyp OOCITy)XKMBaHHS KIIHEHTOB,
dbopMHpOBaHUS  TOTPEOUTENHCKOM  IIEHHOCTM HAa OCHOBE KAaCTOMHM3allUd M
YIOBJICTBOPEHUS] WHAMBUAYAIbHBIX TMPEANOYTCHUN. YCHEIIHOe MpeIIoXKeHHEe Ha
PBIHKE KACTOMU3UPOBAHHBIX PELIEHUN MPOOJIeM CBOMX KJIMEHTOB BMECTO CTaHAAPTHBIX
yCIIyI' OCHOBBIBA€TCSl Ha IMpPEBpallleHUH MpoBaiiepa yciIyr B CaMOOOYYaronIyrocs
OpraHu3alyio, OAHOW M3 BAXKHEUIIMX (PYHKIUH KOTOPOM CTaHOBUTCA OOy4YEHUE H
NEepernoJIroToBKa  MepcoHaja B YCIOBUAX  ITOCTOSIHHO U3MEHSIOLIEHCS

MYJIBTUKYJIBTYPHOU BHEIIHEN CpelIe.

1.2 OcHoOBHbIE OHATHSI KPOCCKYJIbTYPHOM aIalITUBHOCTH

I'oBops o0 KynpType, MBI IOAPAa3yMEBacM HAJIMYUE HEKOEW CUCTEMBI
B3aMMOOTHOIICHUI MEXIy pa3iudyHbIMU €€ cyObekTaMu. CyTh 3TUX OTHOLIEHUN —
B3aMMOJICHCTBHE, KOMMYHHKAIMsI. A B3aMMOJICHCTBHE MPEICTABISAET COO0M OOMEH
3HaHusAMU (MHOpMaIet), MPU TOM, YTO 3HAHUS — ITO HOCUTENb cMbicia. [loaTomy
KyJbTYpY MOXHO TMpPEACTaBUTh KaK CHCTEMY, HAIOJHEHHYK) CMBICIOBBIMH
COCTaBJISIOLMMH U (POPMUPYIOLLYI0 BHYTPEHHIOIO Cpelly 0O0IecTBa MJIM OpraHU3alHH.
B3anmopnencTBue  pasaMYHBIX  KYJbTYp  SIBISIETCS  NPEAMETOM  MHOXECTBA
uccinenoBannii. [Ipm 3ToM B MHpPOBOM HAy4YHOW JUTEPAType IIMPOKO HCIIOJIB3YHOTCS
TEPMUHBI «MEKKYJIBTYPHBIN» U «KPOCCKYJIBTYPHBIIN.

TepMUHBI 3T CHHOHUMHUYHBI, — UCIIOJIb30BAaHUE OJHOTO WX JIPYTOro 3aBUCUT OT
TpaJMLMI, TPUHATHIX HA TOM WIM MHON TeppuTopuu. CXOaHAs CUTYalHsl CI0KHUIIACH C
TEPMUHAMU  <3THOJOTUsS» W «aHTponoyiorus». CyliecTByeT CBOEro  poja
«ATIAaHTUYECKUM  BOAOpA3ACI»  MEXKIYy EBPONEHCKMMHU  OTHOJOTaMH M HX
aAMEPHKAHCKUMH KOJUIETaMH, B OOJIBIIIMHCTBE CBOEM, aHTporoioramu [43].

Takum o00pa3oM, aBTOpPbl M  CHEUUATUCTBI KOHTHHEHTaIbHOW EBpombl

MPEANOYUTAIOT HCIOIh30BaTh TEPMUH «UHTEPKYIbTYpHBI» («Interckulturelle» B
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HEMeEIKOM, «intercultural» Bo (paHIly3cKOM, «MEXKYJIbTYPHBIH» B PYCCKOM), B TO
BpEMsl KaK aHIIOA3BIYHBIE aBTOPHI (mpexae Bcero, nu3 CIIA) npeanodnTaroT TEpMUH
«KPOCCKYJBTYpHBIN» (Cross-cultural). Dtumosnorus oboux TepMuHOB cxoaHa. CioBo
«Inter» mpunuio u3 JlateiHu, U O3Ha4yaeT «Mmexay, cpeam». CioBo «Cross» Takke
JATUHCKOT'O MTPOUCXOXKJICHUS, U 03HAYAET «KPECT», WU «IIEPECEUCHUE IBYX JTUHUN.

B pycckom si3bike UCHONIB3YIOTCS 00a TepMuHa. B 00oux ciiydasix pedb UAET O
HEKOEH CBS3HM, B3aUMOJICHCTBUHU JBYX WM OoJjiee Tpymnn, WiM KyiasTyp. Ha3Banue
pabotsl P. JIbtouca «CTOIKHOBEHUE KYJIBTYP» JOBOJBHO TOYHO WUIUTIOCTPUPYET UICIO
BCTPEUM HECKOJBKHUX KyJNbTyp Ha mepekpectke [106]. HeOompimme paznmuuus B
CMBICJIOBOM 3HAUEHUH HTHX TEPMHUHOB MPOSIBUINCH B XOJAE HCIOIB30BAHUS ITHX
NOHATUH B Hay4yHbIX NOyOiauKanusx W ydyeOHOM  swmreparype. TepMmMuH
«MEXKYJIbTYPHBII» CBA3aH MPEXJE BCEro C BOMPOCAMH B3aWMOJCUCTBUS Pa3IMUHBIX
KyJbTyp, T.e. aKUEHT (ImycTh M HEOOJbIION) Jenaercs Ha CXOACTBE, OOUIMX
XapaKTEePUCTUKAX (MEXKKYJIbTypHasi KOMMYHHUKAIIHSI, MEXKKYJIbTYPHOE B3aUMOJCHCTBUE
U T.I1.), B TO BPEMS KaK MOHSATHE «KPOCCKYIbTYPHBINY» UCTIONIB3YETCS A1 0003HAUYCHUS
pazHooOpasusi, pa3Iu4vii B HHCTPYMEHTAX M TMOAXOJaX K aHaju3y CHUTyallul, B
KOTOPBIX 33JICHCTBOBaHbBI pa3INYHbIC KyJIbTYphI [8]. B maHHOM ciiydae akiieHT faemaercs
CKOpee Ha pas3nuuusiX, pa3sHooOpasun (KpOCCKYIbTYpHbIH MapkeTuHr) [13].

[TonsiTHe «MYITBTUKYIBTYPHBIN» XapaKTepU3yeT MHYIO KOHIIeNu. B nepeBome
C JATHHCKOTO «MYJbTH» O3HA4YaeT «MHOTO, MHOXECTBO, 00Jiee OJHOTO, XapaKTepHOE
JUTS MHOYKECTBA Belel». TepMUH «MYJIbTUKYIbTYPHBIN» MOXKET MPUMEHSATHCS JIUIIL B
cllydae B3aUMOJICHUCTBUS HHIWBUIYYMOB B paMKax YETKO OIPEACICHHOW TPYIIIbI
JTIOACH WM B paMKax OJHOM OpraHM3aiu. XOTs 3TH HHIWBUIYYMBI TPUHAIJICkKAT K
pa3HBIM KYyJbTypaMm, OHH SIBIISIFOTCS YacThIO OOIEH, CTPOTr0 OTPaHUYECHHOW TPYIIIIHL.
Takoit rpymmoit MokeT OBITh KOMaHJIa, OpraHuW3alus, WId Jaxe crpaHa [D].
MynbTUKYIBTYpHBIE TPYIIBl MOTYT SIBISTHCS TAKOBBIMU BCJICJICTBHE IMOCTABICHHBIX
nepes HUMU 3a7ad (MexXayHapoaHas opranusanus, Hanpumep, OOH), nunu craHOBUTHCSA
MYJIBTHKYJIbTYPHBIMA B YCIIOBHSX, KOTJa TPYIAa ¢ HEKOCH TOMHUHAHTHOW KYJIbTYpOM
pacImmpseTcs Mpu YBEIMYCHUH YHCIIa TIPEICTaBUTENIed MHBIX KyJIbTyp (Hampumep, 3a

CUCT BJIMBAHUA HOBBIX YJICHOB, B TOM YHCJIC MI/IrpaHI/II/I).
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Opranuzanuss cepbl yCIyr ¢ JIMTEIbHOW HUCTOPHEH MOMXKET MOCTENEHHO
CTAaHOBUTBHCS MYJBTUKYJIBTYPHOM 1O MEpEe YBEIWYEHUS YHCIA COTPYIHUKOB,
MPEACTABIAIONIMX HEJOMUHAHTHYIO KYJIbTypy. TeM HE MeHee, 10 TeX IMOop, IOoKa
JIOMHUHAHTHAsl KyJIbTypa MOXeET ObITh BbieneHa (naxe 20% or oOiiero uncia 4aeHoB
KOJUIEKTUBAa OBIBAaET JOCTATOYHO, OCOOEHHO €ClIM JaHHas KyJbTypa SBIsJIach
JOMHUHAHTHOM HCTOpuuecku) [162], MCHONBb30BaHUE TEPMHUHA «MYJIbTHUKYJIBTYPHBIN
HerpaBoMepHO. OpraHu3anus MOXET CTaTh MYJIbTHUKYJIBTYPHOR B XOJ€ CIUSHHS C
IPYTUMHU  OpraHu3alMsIMH, WM TI0 MEpe VYBEJIMYEHHUS 4YuciIa PabOTHHUKOB,
MPEACTABIIAIONINX TPYIIIbl, pAHEE CUMUTABIIMECS MEHBIIMHCTBAMU. B Takom ciydae
KOHLEMUUS MYJbTUKYJIbTYpadu3Ma MCHOJB3YETCd KaK CHUHOHMM KYyJbTYPHOIO
pazHooOpasusi.

Opnna u3 TpyAaHocTel pabOThl B MYJIBTUKYJIBTYPHOU CPEe COCTOMT B CO3JaHUU
HOPM M LIEHHOCTEH, KOTOpbI€ Obl IPUHUMAINCh U HCIIOJIb30BAJIUCH BCEMU €€ WICHAMH,
JaXe IpPU YCIOBUHM, 4YTO KYJbTYpPHBIE KOPHHM KaXJOIO0 W3 HUX pPa3IU4aroTCs.
MyJbTUKYIBTYpalu3M MOAPA3yMEBAET HE MPOTHUBOIOCTABICHUE PA3JIMYHBIX KYJIBTYD,
a, HanpoOTHB, BKJIIOYEHHME MHOTUX HHIMBUIYYMOB B OJHY O0COOYIO KYJIBTYpY.
MynbTUKYIBTYpHBIE ~ TEOPHUM M TIpPAaKTUKa  HANpaBJ€Hbl Ha  COKpaUICHUE
VWHIUBUIYAIBHBIX IPEAPACCYIKOB, C LEIBI0 CO3JaHUsl TAPMOHUYHOM Cpelbl B paMKax
KOHKPETHOM rpynisl [142].

B nanHOM pasznene nuccepTaiuuu MpoBEAEM aHAIU3 KPOCCKYJIBTYPHBIX MOJIENEN —
IPOAYKTOB Pa3IUYHBIX TEOPUH KPOCCKYJIBTYPHOIO MEHEI)KMEHTA, MCIOJIb3yEMBIX B
OpraHu3anusx cepbl YCIyr, CTAJKUBAIOIIUXCS C MPEICTABUTEIAMHU APYTHX KYJIbTYD.
O4eBUIHO, YTO Peub 3[ECh HUIET O BCTPEYE PA3NMYHBIX KYJIbTYp U HEOOXOIUMOCTH
3¢(GEeKTUBHOrO  B3aMMOJEWCTBUSA,  aJanTalMd  [POLECCOB U MEXaHHU3MOB
B3aUMOJICMCTBUS, 4 HE O KOHUENIHNHN «IUIABUJIBHOTO KOTJIa», TJIABHOU HAEEU KOTOPOH
ABJIAETCSI  YTBEPKJACHUE HOBOW MOJEIHM  B3aWMOACHCTBUS MEXKIY 4ICHaAMU
MYJIbTUKYJIBTYPHOU IPYIIIbI MM OpraHU3aLNH.

[TockonbKy WHTEpHAIIMOHAIM3AIMS COBPEMEHHOTO OOLIECTBA HE BbI3BIBAET
COMHEHUH, 1 Bce O0JIblIee YUCIO OPraHnu3aluil cheprl yCIyr HEeM30€KHO CTaKUBAETCS

C MCKKYJIbTYPHBIMHU PAa3JINIUAMHA, BOSHUKACT SHAYUTCIIbHAA HOTpC6HOCTB B agalrTanmnumn
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UX JIEATEIIbHOCTH K HOBBIM YCJIOBHSIM. [10CKONIBKY M3MEHEHUS TPOUCXOSAT OCTOSIHHO,
OpraHU3alliy Hy»Ha aJJaliTUBHOCTh KaK XapaKTePUCTHKA.

TepmuH «aganTuBHas cuctema» Obul mpeninoxkeH Jx. Xommanaom u M. Iemi-
Mannom B cepenune 90-x romoB XX Beka [90,73]. AnanTuBHBIE CHUCTEMBI
KOMILJIEKCHBI, COCTOSIT M3 TAaKUX K€ CHCTeM Oosiee HHU3KOro ypoBHs. OpraHuzaiuu
cdepsl ycnyT g TPUOOpPETEHUSI XapaKTePUCTUKU aJalTUBHOCTH JTOJDKHBI BKJIIOYATh B
ce0s aIanTUBHBIE MOAPA3ICICHNS, B3aUMOACHCTBYIONINE MEXAY cO00H 3PHEeKTUBHO U
pe3yJIbTaTUBHO [9].

B 3aBHCHMOCTH OT TOr0, HACKOJIBKO OBICTPO OpraHu3alys JIOJKHA pearupoBaTh
Ha H3MEHEHHUSI Cpelbl MOXXHO BBIJICIUTH JBa BHUAA aJalNTUBHOCTH: AKTHUBHYIO H
MACCUBHYIO0. AKTHBHAsl TIpeJIoiaraeT ObICTpble W3MEHEHHS MapamMeTpOB CHUCTEMBI,
YacTO MPOAKTUBHBIC JICUCTBUS YYAaCTHUKOB, HAIPABJIICHHBbIE HA MPOTHO3UPYEMBIE U
BO3MOYKHBIE MPOOJIEMbI KPOCCKYJIBTYPHOTO B3auMmo/ieicTBus. [laccuBHast ajanTUBHOCTh
— 3TO MUHMMAaJIbHO HEOOXOAMMbIE U3MEHEHUsI B pabOTe OpraHM3alliy Kak peakius Ha
y>K€ TIPOU3OMICANINE 3aTPyIHEHHUS, BBOJUMBIC C I1IE€JIbI0 COXPAHEHHS OCHOBHBIX
noKasateliel JesiTeIbHOCTH OpTraHu3aIuu cepbl yCIyT.

AlanTUBHBIE OpraHu3aiuu CIIOCOOHBI HAJTAKUBATH addexTrBHOE
WHTEpPAKTUBHOE OOIIeHWe ¢ BHemHeW cpeaoi. OHU 00aal0T CIIOCOOHOCTHIO K
CaMOPETYJISIIIMM W CaMOOOYYEHHIO 3a CYET HM3MEHEHUsS BHYTPEHHErOo YCTPOWCTBA
OpraHu3allid B OTBET HA BO3MYILIAIOIIME BO3JCUCTBHUS, a TaKKE CIOCOOHOCTBIO K
ajanTaluu, TO €CTh K MEPECTPOMKE CTPYKTYPbl, HAKOTUJIEHUIO OIbITA, CO3AHUI0 3HAHUM
Ha OCHOBaHMU 00pabOTKM MH(OpMALMHU, NPUXOMSIIECH U3BHE, OTKA3y OT YCTapeBIIMX
MPaBUJI U MPUHIIUIIOB pabOTHI.

[lepeuncneHHbIE BBIIE XAPAKTEPUCTUKU B 3HAUYUTEIBHON CTENEHU CBSI3aHBI C
MPOIIECCOM  HEMPEPBIBHOTO CaMOOOy4YeHMs, aJanTUBHOM aKTUBHOCTBHIO BHYTPHU
OpraHM3alliy, BBI3BAHHOW BHEUIHUM OKPYXXEHHEM, NMPUHSATHEM HOBBIX 3JIEMEHTOB B
CBOIO CTPYKTYpy B paMKax IMpolecca B3aUMOJEHCTBUSI C OKpYKAlOWIEH cpenon
dbyukiuonupoBanusa [10]. Takum 00pa3om, aJanTUBHOCTh — ATO CBOMCTBO CHUCTEMBI
yIOpaBiieHHs, O0OyClaBIMBAaIONIEe €€ CIOCOOHOCTh K TIEPECTPONKEe BHYTPEHHHX

XApaKTCPUCTUK IIpHW IMOMOIIMU psaa MPCAONPCACICHHBIX IIPpaBUJI W HHCTPYMCHTOB C



29

HeNbl0  Oo0ecrieueHus: NpUHATHA U peanu3anud 3(G(EKTUBHBIX  YIPABICHYECKUX
pelieHni B YCJIOBHSIX TUHAMHYHBIX M3MEHEHHH ()aKTOpOB BHELIHEH WM BHYTpPEHHEH
cpenbl QyHKIMOHUPOBAHUS.

Boigenens! cneayromue 0a30Bble KPUTEPUHU, KOTOPBIM JOJDKHA COOTBETCTBOBATH
aJlaliTUBHAs opranu3amus [9]:

. LIEJIOCTHOCTh — C OJHOM CTOPOHBI XapaKTEpU3yeT B3aUMOCBS3b W
B3aMMO3aBHCHMOCTb BCEX 3JIEMEHTOB, BXOJAILUX B CUCTEMY, C IPYTOM — MPEANOJIAraer,
YTO JOCTUTHYTh IIOCTABJICHHBIX LEJIEH CHUCTEMA MOMKET TOJIBKO IPH HAJINYUU BCEX
BXOJISIIIMX B HEE€ KOMIIOHEHTOB;

. MHTErPAaTUBHOCTh — MOXKET pacCMaTpUBaThCAd KaK CIIOCOOHOCTh CHUCTEMBI
BCTpPaMBaThCsl B KaueCTBE HEOOXOAMMOIO 3JIEMEHTa B OONIYI0 CTPYKTYpy OOBEKTOB
cpelibl PyHKIMOHUPOBAHMUS;

. rMOKOCTh — B MPOTHUBOBEC JKECTKUM HEPApXUUYECKUM CHCTEMaM JUIsl TOTO,
4100 OTBEYaTh TPEOOBAHUSM aJANTUBHOCTH, CUCTEME HEOOXOIMMO MUMETh JOCTATOYHO
THOKYIO0 CTPYKTYpPY, CHOCOOHYIO M3MEHSATHh KaUYE€CTBEHHBIH M KOJUYECTBEHHBIN COCTaB
3JIEMEHTOB C MUHHUMAJIbHBIMU NIOTEPSMH PECYPCOB B MAKCUMAJILHO KOPOTKHUE CPOKH;

. CUHEPIUYHOCTh — MpPEANoJaraeT OJHOHAIPABICHHOCTh ACHCTBUN BceX
JJIEMEHTOB CHUCTEMbI, IOBBIIIAIOUIMX COBOKYHHBIH 3((exT OoT MNpOBOAUMBIX
MEPOIPHUSITUN;

. IPUCIOCOOIISIEMOCTh — 00YCIIaBIMBAET CBOEBPEMEHHBIE TpaHC(hOpMaIK B
CTPYKTYPE JIEMEHTOB CUCTEMBI B COOTBETCTBHM C M3MEHSIOIINMHUCS YCIOBUSAMH CPEJIbI
(yHKUHOHUPOBAHMUS;

. KOTHUTUBHOCTh — CIIOCOOHOCTh CHUCTEMBI MTOJIy4YaTh U HAKAIJIMBATh 3HAHUS,
KOHCTPYUPOBaTh Ha KX OCHOBE MOJICNIM PEIICHWW, aJCKBAaTHBIC KAXKIOW JTaHHOU
CUTYaIIUH.

CooTBeTCTBHE NMPEACTABICHHBIM BBILIE KPUTEPUSIM MO3BOJISET CAEIATH CUCTEMY
MaKCUMaJbHO aJeKBaTHOW U 3()PEKTUBHON B YCIOBHUIX AMHAMUYHO MEHSIOLIUXCS
dakTopos cpensi [10].

IIpeacTaBneHHbIE BBIIIE PE3YJbTAThl PETPOCIEKTUBHOTO aHAIW3a IMOHATUSA

«QJalITUBHOCTBL)» IMO3BOJIAIOT BBIACIUTDL TC XAPAKTCPHUCTUKU I3TOTO CIOXKHOI'O ITIOHATHA,
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KOTOpBIE, C OJHOM CTOPOHBI, KOOPAUHUPYIOTCS C KPUTEPHUSAMH, OINPEAEISIIONIMIMU

aIaNTHBHYIO OpraHW3alli0, a C JPYTOH, SBIAIOTCS HamOOJee PpEeBaHTHBIMU IS

CUTYaIlMH KPOCCKYIbTypHOTo B3aumoeicteus (Tabmuua 1).

Tabnuua 1- Anantanys U KpOCCKYJIbTYpHOE YIIpaBJIeHUE

Kpurepun XapakTepucTUKH PesieBaHTHOCTD 111 KPOCCKYJIbTYPHOTIO
aJanTHBHOM aJanTHBHOCTH B3aUMO/eHCTBUSA
OpraHM3anuu

HenocTHOCTH B3anmocss3s, OcymecTBisercs KOOPAMHUPOBAHHAS
B3aMMO33aBUCUMOCTb, uH(bOpMallMOHHAS MOJIEPKKa, pa3padoTka
CreprinocTs OZHOHAIPABICHHOCTD BHYTPEHHUX TIpaBUiI U (OPMHPOBAHUE
JEeNUCTBUN 3JIEMEHTOB | TIOBEJICHUYECKUX HABBIKOB.
CUCTEMBI.
Ipucnocobasiemoct | CriocoOHOCTH W3MeHeHns  yuyuTBIBAIOT HE  TOJIBKO
U3MEHSTBCSI CTPYKTYPHO, TpeOyeMble o0Opaslibl IMOBEAEHUSA, HO H
B paMkax caMOl = BO3MOJKHBIE paMKH, onpeaensieMple
I'noxocrs CUCTEMBI. ponHOU KYJIbTypOi COTPY/IHUKOB
OpraHu3aiuu cepsl yCuyr.
HHTEerpaTuBHOCTH CnocoGHOCTh ObecnieunBaercs uHTepderic
BCTpauBaThCs B | B3aMMOJICICTBUSI B TOYKax HauOoJjee
CTPYKTYPY BHEILIHEW | BEPOATHBIX  KOHTAKTOB B  IpoOIEcCe
Cpedpl, KaKk peakius Ha | MPEeIOCTaBICHUS M TOTPEOJICHHUS YCIYTH
ee BO3MYIIIAIOIIKE | TOCPEACTBOM IPUBEJACHUS BHYTPEHHUX
BO3JICHCTBUS. HOPM M IIpaBWJI B COOTBETCTBHE CO
BHEIIIHEH perjlaMEeHTalue.
KornutusHocTh CrnocoGHOCTh BrisiBIeHHBIE KPOCCKYJIBTYPHBIE pa3InyMs
BbIpabaThIBaTh U MOTEHIMAJIbHO KOH(IMKTHBIE CUTyalluu
yIpaBJIeHUYECKHE CIly)KaT MaTepuajioM JJisi peleHud o
peleHus 3a CYeT HOPMAaTUBHOI, MH(OPMAaLMOHHOM
HAKOIUICHHBIX 3HAHUH. MOJAJIEP)KKE  CEpBUCHOIO  IepCoHaa,

JIOMYCTUMBIX OTKJIOHEHUSIX OT JKEJIaeMBbIX
oKa3arelien u HEOOXOIUMBIX
KOPPEKTUPYIOIINX JEHCTBUSAX.

Takum oOpa3oM, OTHEIBHO BBLACTUM KPOCCKYJIbTYPHYIO aJaNTUBHOCTb, O]
KOTOPOM TOHMMAETCS CBOMCTBO CHUCTEMbI YIPaBJICHUS OpraHu3aluu c@epbl YCIyT,
IIO3BOJIAIOLIEE HA OCHOBE ONPEACIICHHBIX NAapaMeTpoB, OTIMYAIOLINUXCA B KyJIbTypax
Y4aCTHUKOB B3aMMOJICUCTBUS, IIPUHUMATh yIpaBJIECHYECKUE pereHus,
o0OecreynBaIe HOPMAaTUBHYIO, MH(OPMAIIMOHHYIO U TMOBEIECHYECKYIO MOIJIEPKKY
COTpPYIHHUKAM U MOJpPa3AeICHUSIM OpraHu3auu chepsl YCIyTr B CUTyalUsIX, CBSI3aHHBIX

C MPOIIECCOM OKa3aHUsI YCIYT.
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VYmpaBieHue KyJabTypHBIM pa3HOOOpa3ueM CIIOCOOCTBYET YBEIIMUEHUIO THOKOCTH
OpraHW3allid, TOCKOJBKY TOJUTHKA W TMPOIECAYPHl PACIIUPSIIOTCS, METOIbI PabOTHI
CTAaHOBSITCSI MEHEe CTaHJapTU3UPOBAHHBIMM, 4YTO JI€JAET OpraHu3anuio 0Oosee
MOIBM)KHOW M TOIAIONICHCS aganTaui. TepnruMocTh K 00YCIOBICHHBIM Pa3IMIHBIMU
KyJIbTypaMU TOYKaM 3PEHHSI HEU30€KHO BEJET K OOJbIIEH OTKPHITOCTA B OTHOIICHUU
HOBBIX HJed B 1enoM. Haubosiee BaXHBIM SBISIETCS TO, YTO €CJIM OPTraHU3aAIUU
YCTENIHO TMPEOJ0JIEBAIOT COMPOTUBICHUE W3MEHECHHSIM, MPOUCXOMSIIUM B CIOKHOMN
chepe NpUHITHUS PAa3IUUUNA, TO OHU JOJDKHBI HAXOAUTHCS B O1aronpusITHBIX YCIOBUAX U
IIPH TTPEOIOJICHUH CONIPOTUBIICHHS B OTHOIIICHUH APYTHX u3MeHeHuit [45, 120].

[ToTpeOHOCTH, OpraHu3amWK B AJANTUBHOCTH MOXKHO IPOAHAIN3UPOBATH,
UCIIONIb3YsI MOJIeNb «agiley, BBIIESIONIYIO CIEAYIOIIME YCIOBUS, CIIOCOOCTBYIOIINE
Pa3BUTHIO aNTHBHOCTH: CUTYAIlMIO HA PBHIHKE, BO3MOYKHOCTh MPUBJICUYCHUS KINEHTOB
B pa3paboTKe MpOJyKTa WJIA YCIYyTH, XapaKTep CaMOro MNpPOAYKTa, MOAYJIbHOCTb
BBITOJIHEHUS paOOThI M 3HaYCHKE ook [158].

brnaronpusaTHON cuuTaeTcs Takas CHUTyalus Ha pBIHKE, KOTJa MPEeATOYTEHUS
KJIMEHTOB M COOTBETCTBYIOIIUE pEIICHUs WX MpobiieM dYacto MeHstoTcs. [Iporecc
CEPBUTHU3AINN CBS3aH C TpaHC(HOPMAITUIMHU KaK MPOU3BOJCTBEHHBIX OpTraHU3aINi, TaK
U opraHuzaiuii chepsl ycnyr, MOCKOJIbKY HeCTaOWJIbHAsS M W3MEHYMBAs PHIHOYHAS
cpela B TMPOIECCe CEepBUTHU3AIMU TpeOyeT OT HUX HE MPOCTO ajanTaluu K
MPOUCXOMSIIMM Ha PBIHKE W3MEHCHHUSAM, a (OPMUPOBAHUS OpPraHU3AMOHHBIX
MpOILIECCOB W  KOMIIETEHIIMA TEepPCOHANa, TMO3BOJIAIONIMX  aJalnTHPOBATHhCS K
MPOUCXOMSIIUM HW3MEHEHHUSM B PEKHME pPEaTbHOTO BPEMEHH, YacTO B MPOIECCE
OKa3aHWsI YCIYTH, BEIPAOOTKH PEIICHUS MPOOJIEMbl KOHKPETHOTO KIIMCHTA.

[IpuBnedyeHre KIMEHTOB K pa3pad0TKaM MPOAYKTOB M yCIyT KOMIIAHWW O3HAYaeT
BO3MOYKHOCTh TE€CHOTO COTPYIHHUYECCTBA C HUMH W HAJIMYME OBICTPON OOpaTHOMW CBSI3H.
Opranuzaruu cdepsl yClIyr, pa3padaThIBAIONINE KaCTOMU3UPOBAHHBIC PEUICHUS IS
CBOMX KJIMEHTOB, BOBJICKAIOT MX B OOCY)XJICHHE BO3MOXKHBIX BAapHUAHTOB DEIICHUS, B
IpoIecce KOTOPOro KIMEHTHI JIyYIlle MOHUMAIOT, YTO MMEHHO MM HYXXHO, YTOUHSIOT

CBOM IIPCAITIOYTCHUA U HOTpe6HOCTI/I.
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Xapakrtep yciayr, IpOU3BOJUMBIX TAKUMH OPraHU3aUUsIMU, MOXKET MPEACTABISATh
co00il cUCTEMY JOCTATOYHO CTAHJAPTHBIX PELICHUM, AHAJIOTMYHBIX TEM, YTO YK€
IPOU3BOJWINCH paHee, /ISl KOTOPBIX CYLIECTBYIOT ONMCAHHbIE TEXHUUECKUE YCIOBUS U
IUIaH peaju3alid, a MPOU3BOACTBO BBINOJIHUMO COTPYAHUKAMU KOHKPETHOTO
NoJIpa3esieHusl OpraHu3anuu cepsl ycayr. Takoi XxapakTep NpOU3BOAUMBIX YCIYT HE
TpeOyeT BBICOKOW aJalTHUBHOCTU 53TOH opraHu3zauuud. OpHako Bce dale 3TH
OpraHu3allid CTAJIKUBAIOTCSA C PEIICHUSMH BBICOKOW CIIO)KHOCTH, TPEOYIOIHUMU
TBOPYECKOTO MOJXOAAa K OKAa3aHUIO YCIYr, OCHOBAaHHBIMH Ha MEX(PYHKIMOHAIbHOM
COTPYIHHYECTBE MOAPA3ACICHUNA OpraHnu3aliu, YTO BbI3bIBAET NOTPEOHOCTH B BHICOKOM
YPOBHE aJJallTUBHOCTH.

PabGora mo oOCHTyXMBaHUIO KIHMEHTAa MOXET NPEACTaBIsATh COOOW equHBIN
npolecc, 00yCIOBIEHHBIN KOHKPETHBIM 33JJaHUEM, PE3YJIBTATHI KOTOPOTO MOTPEOUTEIH
YCIYTM HE€ MOYKET TECTHMPOBAaTh YACTSAMM JO €ro MOJHOro okoH4aHus. [lockombky
U3MEHEHUSI B IIPOLIECCE ITPOU3BOACTBA HEBO3MOXHBI, AJalTUBHOCTb HE SIBIISIETCS
HEOOXOAMMBIM TpeOoBaHUEM. [[1s COBpEMEHHBIX OpraHu3anuii c@epbl  yCiIyr
pa3nu4HbIE BHJBI CEPBUCAa YaCTO MPEIOCTABISAIOTCS IO3TANHO, JOMOJHUTEIbHAS
J0pabOoTKa pEelIeHMs 0/l MHAUBUAYalbHbIE 3aIIPOCHl KIIMEHTA HE TOJIBKO BO3MOKHA, HO
U O0XKMJAETCsl KaK JOTMOJIHUTEIbHAsI LEHHOCTh. DTO Takke TpeOyeT OT OpraHu3aluu
cdepbl ycIayr BHICOKOW aJaTUBHOCTH, MOCKOJIbKY M3MEHEHHUS B COJEp>KaHUE CepBHUCa
MOTYT BHOCUTBCSI HA Pa3HBIX ATanax e€e Mpou3BOCTBA.

Ommbku B mpolecce OKa3aHUs YCIYTH MOTYT OLIEHHMBAaTbCs MO-pa3HOMY, B
3aBUCUMOCTH OT CUTyalluud U TpUpoAbl yciyrd. Ilpu okazaHuM KacTOMHU3UPOBAHHBIX
yCIIyT, BOBJEYEHUH KIMEHTOB B MPOLECC YTOUYHEHHS] MPOOJEMbl U MOIYJIbHOCTU
IPOM3BOJICTBA OIIMOKKA MOTYT OBITh YCTpPaHEHbl Ha CIEAYIOLIEM 3Tale U MOTYT OBITh
JaXKe TIOJIE3HBI, MOCKOJBKY TO3BOJSIOT CHejaTh IEHHbIE BBIBOJBI W YTOYHUTH
NOTPEOHOCTH KJIMEHTA U MapaMeTphl pa3padbaTbIBaeMOro perieHus. Takoe OTHOIICHHE K
OLIMOKaM — XapaKTepUCTHUKA aJalTUBHOCTH OpraHU3aliu c(hephl yCIyr.

MecTo ananTUBHOCTH KaK XapaKTEPUCTHKU COBPEMEHHOW OpraHuzanuu cepbl

YCIyT XOpOILIO OINKCBHIBAETCA C IIOMOIIBK) MOJAEIN KOPHOPATUBHOU KYJIBTYPBI
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J. denncona [53]. CorylacHO 3TOM MOJENIM, OpPraHU3alMOHHAS KYJbTypa BIIHASET Ha
PEe3yJAbTaTUBHOCTH OM3HECA MO CJIECAYIOIINM HAIIPABICHUSIM:

o yepe3 MHUCCHI0, T.€. UETKOE TMPEACTaBICHUE O IMpeIHA3HAYCHUU
OpraHu3allid, Ha OCHOBAaHUU KOTOPOro (OpMyIMPYIOTCSA €M M pa3padaTbiBacTCs
CTpaTerus;

o yepe3 COoCOOHOCTh OpraHM3alliy K ajanTalldd, T.€. YpOBEHb T'MOKOCTH U
CIIOCOOHOCTH pearupoBaTh Ha MPOUCXOISIINE U3MEHEHHUS B OKPY KaIOIIeH cpejie;

o yepe3 BOBJICUCHHOCTb COTPYJIHHUKOB B JIESTEILHOCTh OpPraHM3aldid U HX
y4acTUM B TIPUHSATUU PELICHUN, OpUEHTAIMU Ha paboTy B KOMAaH/AE W JIOCTHUKCHUE
o0ITUX I1eJIeH;

o Yyepe3 COrJacOBaHHOCThb, T.€. BBICOKMH ypOBEHb JIOSJIBHOCTH W
MPEJAaHHOCTH  COTPYJAHUKOB, HWHTETPUPOBAHHOCTh M  KOOPAMHALIUIO  JIEUCTBUU
Pa3IMYHbBIX OAPA3AECICHUN OpraHU3alllH.

Otcoga BUIHO, YTO aJATUBHOCTh OpPraHU3AlMU SIBJISIETCS CTPATETMUYECKU
BOKHBIM yCJIOBHEM JUisi €€ 3(PPEeKTUBHOCTH W TMEPCHEKTUB Pa3BUTHS, MOCKOJIBKY
OTPa)XaeT CIOCOOHOCTh OpPUEHTUPOBATHCS B JCJIOBOM cCpeje, OINEpaTUBHO U
3 PeKTUBHO pearupoBaTh Ha MPOUCXOMSIIME U3MEHEHUS. AJTANTUBHOCTH COTIJIACHO
JlenHucoHy wu3MepsieTcsi TpeMs IapaMeTpamMHu: CIHOCOOHOCThIO K HW3MEHEHUSIM,
BHUMaHHEM K KJIIMEHTaM, 00y4aeMOCTbIO OpraHU3aI1u.

Takum 00pa3om, alanTUBHOCTh HAIPSIMYIO 3aBHUCUT HE TOJBKO OT TMOKOCTU U
HAIQXCHHBIX CBSI3€M C BHEIIHEH CPEAOM OpPraHM3alliHi, HO WU ONPEACIICTCS YPOBHEM
KIIMEHTOOPUEHTUPOBAHHOCTH, A  TakXKe  MpeBpalleHuEeM  OpraHu3aluud B
camooOyuarorytocs. CregoBaTeNbHO, KPOCCKYJIbTYpHAs aJanTHBHOCTh TPeOyeT OT
opraHuzainuu cepbl yCIyr 3HaHHUS COBPEMEHHOTO COCTOSIHUSI MYJbTUKYJIbTYPHOU
Cpeabl, MPOUCXOJAIIMX B HEH TPOIECCOB M HM3MEHEHUH, KPOCCKYIbTYPHBIX
KOMITETCHIIUMA TIEpCOHAaja U BO3MOKHOCTEH TOCTOSHHOTO €ro OOy4YeHHus B IpoIiecce

KPOCCKYJIbTYPHOI'O BSaHMOHCﬁCTBHH C AyJUTOPUAMHA BJIMAHUA OPraHrU3alivu.
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1.3 Teopuu u MoJe i KPOCCKYJIbTYPHOI0 B3aUMO/1eiiCTBUSA

Pa3paboTka cuctemM KpoCCKyJIbTYPHOM afanTaluy TpeOyeT TIATEIbHOIO aHAIN3a
CYLIECTBYIOIIMX MOJEJIed KPOCCKYJIbTYPHOIO B3aUMOJCHCTBUS C LEIbl0 0TOOpa
KyJbTYpPHBIX  JJIEMEHTOB  (M3MEpPEHMI),  COOTBETCTBYIOLIUMX  HOTPEOHOCTSIM,
BO3HUKAIOIIMM B KOHKPETHBIX CIy4asX KyJbTypHOro odmeHa. UtoOwl chopMupoBath
aJIeKBaTHYIO M IPOCTYIO B MPUMEHEHUH AJANTHUBHYIO MOJENb, HEOOXOIUMO OTOOpaTh
MUHUMAJIbHOE  KOJIMYECTBO HamOoJiee 3HAYMMBIX [IOKa3aTelei, Ha3bIBaeMbIX
KyJIbTYPHBIMU U3MEpPEHUSAMH. [l 3TOro paccMOTPUM CYIIECTBYIOIIHE TEOPUU
KyJIbTYpPHOTO B3auMojeicTBuss B pa3BuTuu (PucyHok 6), mpoaHamusupyeM HX H
BBIOEpEM T€ W3MEPEHMs, KOTOpPhIE B HAMOONbBIIEH CTENEeHH OyayT COOTBETCTBOBATH

3a71a4aM ¥ OCOOCHHOCTSIM OpraHu3aIuii cepsl yCiIyr.

rcuxonoris @unocohun

Nepesie paboTtel. B LOTOPLIX
CRABHNBAOTCH DA NGO e ANTRONONOUA L .- Couponorms
KYNILTYPN

KpoockyneTypHs
MEHEHMEHT

- ) )

Cpasnurensinii Teopus

3ronorvs CenmnoTixa -
MEHEKMEHT MEHEDKMEHTA

— -

Ho XIX gexa XIX u XX gex Bmopas nanoguna XX sexa

Pucynok 6 - ICTOYHHUKY 1 BOJIONHS TEOPUH KPOCCKYIBTYPHOTO
B3aUMOJEUCTBUS

HMcToYHHUK: COCTABIICHO ABTOPOM.

Onnumu 13 HamboJiee paHHUX 3aMETOK O YY)KOM KyJIbType CUHTAIOTCS
«Kommentapun o ['amibckoit BoitHe» [.}O. Lle3aps, Hanucanueie B 50 T. 10 H.3., U
OCTAIOIIMECS] OCHOBHBIM MCTOYHHUKOM 3HaHUH 0 rajuiax [39]. B «llepcunackux nuceMax»

[II. MonTeckbe (1721 r.) onuckiBaeT ocodeHHOCTH (paHiry3ckoro obmecta X VIII B.
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OT UMEHH JIBYX Iepcujackux mnyreniectBeHHHKOB [50]. B «J/lemokpatnu B Amepuke»
(1835r.) ¢dpanmy3a A. me TOKBWIS, CUMTAIOMICHCS OTHOW W3 IEPBBIX padOT IO
COLIMOJIOTUM ¥  TOJUTOJIOTUM, AaHAIU3UPYIOTCS COLMAIBHBIE U TMOJUTHUYECKHE
mexanm3mbl CIIIA. [51].

MHOXECTBO HCCJIEIOBAHMM B paMKax pa3du4HbIX OOIIECTBEHHBIX HAYK,
npoBesieHHbIX B XIX u XX BB., SBUJIUCH MTOATOTOBUTEIIBHBIMH JIJI1 KPOCCKYJIBTYPHOTO
MeHeKMeHTa. Tak, HemoCpeACTBEHHOM 0a30il M KpOCCKYJIbTYPHBIX HCCIEAOBaHUI
CTaJIM aHTPOIIOJIOTHUS - HAyKa O YEJIOBEUECTBE, U ATHOJIOTUS - HayKa 00 0COOCHHOCTSIX
pasnuYHBIX HapomoB. OJHWM W3 TEPBBIX HCCIEIOBATENICH KyIbTYphl KOHKPETHOM
sTHUYEeCKOW rpymmbl ctan 3. Xomwr (1914-2009 rr.), w3ydaBmmii OBIT W HPaBBI
KOPEHHBIX amepukaHiieB B 1930-e¢ roawl, kuBa cpear HuX. OH Jan KyJbTYPHYIO
XapaKTepUCTUKY JBYX WHICHCKUX HApOIOB, pa3paboTan KyJIbTypHYIO MOJIEb,
0a3upPYIOIIYIOCST Ha HEBEPOAIbHBIX CHUTHANAX, MOCHUIAEMBIX B X0JI€ KOMMYHUKAIIHH,
KOTOpas Jierjia B OCHOBY TEOPUU HEBEPOAIBHOTO OOIICHUSI U METOAMKU UCCIIEIOBAHUS
B3aMMOJICUCTBUS MEXKIYy pPa3IUYHBIMA JTHHUYECKUMH TpymmamMu. B KHHTax
«be33Byunbiii s3b1k» [77] u «CkpbiToe usmepenue» [78] D. Xomn ompenenun Ba
KITFOUEBBIX DJIEMEHTA KYJbTYPHBIX Pa3jIMYMid, OIMUCHIBAS KyJIbTYpbl C HHU3KUM U
BBICOKMM KOHTEKCTOM 0011eHus. KpoMe Toro, OH BBIJEIMIT HOBYIO 00JIACTh COIIMAIBHON
NICUXOJIOTUY U CEMHOTHUKH, — IPOKCEMHUKY, HAyKy OO0 HCIOIb30BAHUU YEIOBEKOM
IPOCTPAHCTBA, Kak (YHKIUU KyJIbTyphl, CTaTyca M JUYHOCTH, T.€. H3YYArOMIyIO
MPOCTPAHCTBEHHYIO U BPEMEHHYIO 3HAKOBYIO CUCTEMBbI o0mieHus. KynbrypHas Mojens
9. Xoia — 0JJHa U3 OCHOBOIIOJIAralIIuX B 00J1aCTH KPOCCKYJIBTYPHOM KOMMYHHUKAIUH.

®pannysckuii antporoior K. Jlesu-Crpocc (1908-2009 rr.) oTmMen mpeaB3saTocTh
IPU COTMOCTABJICHUH KYJIbTYp, OOYCIOBJICHHYI0 HAJMYUEM CTEPEOTHIIOB, a TaKKe
pa3BeHuvan pacu3Mm B kHurax «lleuanbnbie Tponuku» [103] u «Paca u ucropus» [104].
Psan npyrux antpomnonoros, Takux kak @. boac, P. benegukr 1 M. Mua, 3anumanuce
HCCJICIOBAHMSIM, CITIOCOOCTBOBABIIIMMH CHATHIO KYJIBTYPHBIX O0aphepoB U COJICHCTBHUIO
YCHEIIHOW KOMMYHHMKAlUH. A «OTell aMepuKaHCKou aHTponosorun», ®. boac (1858-
1942 rr.), manm pEeBOJIIOIMOHHOE IO TOMY BPEMEHHU ONpEeNeieHUE KYJIbTYphI, 4YTO

XapaKTepU3yeT €ro Kak KyJbTYPHOTO PEJIATUBUCTA, NMPOTUBHUKA pAacH3Ma U UAEU O
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KyJIbTYpHOM mpeBocxonacTBe [32]. KpynHeiimee aHTPOMOJIOTUYECKOE TIOJIEBOE
uccnenoanne XIX B. ®. boaca Oputo HazBano W. TongmManoMm oaHUM U3
(byHIaMEHTAIBHBIX JOCTHKCHHUA «BETMKOW AMOXU aMEpUKAHCKOW ATHOrpadum», T.K. B
X0JIe HEero OBUIO II0Ka3aHO, 4YTO TaKWE pPa3HOIUIAHOBBIE HAyKH, Kak OWoiorus,
STHOTpadusi, apXxeoJoTHss W JIMHTBUCTHKA, SBISIOTCS COCTaBISIONIMMHU «EIUHOU
JTUCIMILIAHBD [76].

Amepukanckuii  aTHOomcuxosmor P.  benmegmkr (1887-1948 rr.), mmonep
KyJIbTYPHOH aHTPOIIOJIOTUH, TMPUMEHWIA HOBYIO TEOPETHUYECKYIO CXEMYy HW3YYCHHUS
KyJbTYp, HaIlEJICHHYIO Ha BBISABIICHUE TIPHUCYIIETO JIFOOOW M3 HUX SAMHCTBA, CTEPXKHS —
«3TOCa», HAa KOTOPOM JepKaTcsl BCE OCHOBHBIE ee 3jeMeHThl [25]. MccnemoBaHue
ATOHCKOW KYJIBTYpHI, CIIETaHHOE HAa PACCTOSHUM M Hallle[IIee OTpaKeHUE B TPy
«XpU3aHTEMBbl W MEUY: MOJEIH SIMOHCKOW KYyJIbTYphD» JO CHX TIOp 00s3aTeahHO
U3y4daeTcs CTYJICHTaMU-SIIOHUCTaMu [26].

AMepukanckas wucciaenoBatenbHunia M. Mwug (1901-1978 rr.), B kHure
«B3pocnenne Ha Camoa» (1928 r.) omuchiBaeT MNpolEcC CoLMaNM3aluu JeTed B
MecTHOe o6OriectBo [114]. M. Mua u3y4ana pojib OTHOLICHHA MEXAY Pa3InYHBIMH
BO3pPACTHBIMHU TpynmnaMd B (OPMHPOBAHUM KYJIbTYPhl W JIMYHOCTH, COTIOCTABIISLIA
aMEPUKAHCKYIO KYJIbTYypy ¢ aApyrumu. Kaura « MyxuunHa u sxeHinunay [115], — ogna us
paHHUX padboT MO0 PEMUHU3MY.

IIpu dopmupoBaHMM COBPEMEHHOTO KpPOCCKYJIBTYpPHOTO HallpaBiCHUS B
MEHE/DKMEHTE HCIOJIb30BAINCh DJIEMEHTBI 3TOJIOTHH, HAYKH O MOBEACHUU >KUBOTHBIX,
ocHoBononoxHukn kortopoi K. Jlopenn (1903-1989 rr.) uz Ascrpuu u H. «Huko»
TunOepren (1907-1988 rr.) w3 HunepmaHmoB, HCCIEIOBANH Pa3IudUsS MEKITY
WHCTHHKTUBHBIM U 3aydeHHBIM ToBeJeHHEM. OHH SBISIOTCS aBTOPAaMU TEOPHH
UMIIPUHTHHTA Kak (opMbl OOydYeHHs, TMPU KOTOPOH IIPOUCXOJHUT ITOKU3HCHHOE
3aKpeIVICHHE B TAMSTH TPU3HAKOB OOBEKTOB MpU (HOPMHPOBAHWHM HIH KOPPEKIIHU
BPOXKICHHBIX IOBEICHYECKUX aKTOB B JCTCKOM M MOIPOCTKOBOM Bo3pacte [107].
Tpyabl 3TUX YYEHBIX UCIIOJIb3YIOTCS MPU U3YUYCHUU KYJIbTYPHBIX CUTHAJIOB M PUTYAJIOB.

AMepUKaHCKUN aHTPOTOJIOT U TUHTBUCT, J. Cenup (1884-1939 rr.), mokasai, 4To SI3bIK
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— cnocod H3y4yeHUs KyJIbTypbl M CIOB, a TaKXe OTpPaKEHUE OIbITa YeJOBEKa,
«CHMBOJIMUECKHN KITIOY K TIOBeieHuIo» [131].

Cemnoruka (Hayka O 3HaKax M CHMBOJIAX) MO3BOJISET COIMOCTABIATh 3HAKH U
CHUMBOJIBI, UCTIOJIb3yEMbIE B PA3HBIX KYJIbTYpax, MOCKOJbKY 3HAKU MPUMEHSIOTCS IS
WUTIOCTPUPOBAHUSL KYJIbTYpHBIX paznuuuid. Ee ocHoBomosoxuuk, amepukanen Y. C.
[Tupc (1839-1914 rr.) cuuray, YTO «IOTHUKAa B IIHPOKOM CMBICIE JOJDKHA
MIPUPABHUBATHCA K CEMHUOTHKE (0OIIasi Teopus 3HAKOB), a [...] Joruka B Goiee y3KoM
CMBICIIE (KOTOPYIO OH OOBIYHO HA3bIBACT «JIOTMYECKON KPUTHUKOW») SBISIETCS OAHOU U3
TpEX pas3zaenioB win yacteit cemuotukm» [38]. HIserinapen ®. ne Coccrop (1857-1913
IT.), CO3AaJI CEMUOJIOTHIO, JOTUYECKU CBSI3aHHYIO C CEMUOTHUKON «HAYKY, U3Y4aroUlyrO
’KM3Hb 3HAKOB B PaMKax >KU3HHU oO1ecTBay [49].

Conmonorus, HayKa 0 YeJI0BEYSCCKOM o0IIIecTBe, oOecrieunBacT
npeIBapUTENbHbIE  HCCIEAOBaHUMA B  0o0JacTM  OOIIECTBEHHOIO  yCTpPOMCTBa,
3aKOHOMEPHOCTSIX €ro (YHKIIMOHUPOBAHUS, OTHOIICHHUSIX MEXAY JHUYHOCTBIO U
OOLIECTBOM MU T.II., HEOOXOAUMBbIE ISl AaHAJIM3a U CPABHEHHUSI PA3JIMYHBIX KYJIbTYP.

Hemenxuii cormonor M. Bebep (1864-1929 rr.), B kuure «lIporecrantckas
TUKAa M OyX Kanutaaudma» (1905 r.) mpeamnonokui, 4YTO peNurusi — BaKHEHIas
NpUYMHA TOTO, YTO Pa3BUTHE 3aMaHbIX KYJIbTYp HUIO pa3nudHbiMu myTsamu [154]. Ero
yueHUK, P. Muxeinsc, B kaure «llonurnueckue mapTumy» npoaHaIu3upoBajl JTOBOCHHBIN
HAllMOHAI-COLMAIN3M B ['épMaHuu U BBEJI TEPMHUH «KEJIE3HBIN 3aKOH onurapxum». OH
u3ydas o0OIlecTBa, HICOJIOTHIO KOTOPHIX COCTaBISUTH (amm3M U HaIMOHAIIU3M,
oburecTBeHHyt0 Uty Urtanuu, @pannuu, ['epmanun [154, 116].

@panmy3 J. Hiopkreitm (1858-1917 rr.), cuuTan COLMOJIOTHIO HAyKOH 00
«yOSXKJICHUSIX M PEKUMAX MMOBEICHUS, YCTAHOBJICHHBIX KOJIJICKTUBHOY, OTPEIEISIONTUX
KYJbTYpHBIE XapaKTepucTUKu oOmiectBa [62]. Amepukanenr T. BeGneH, B KHuUTE
«Teopus mpazaHoro kmacca» (1899 r.) yrBepxma, 4To mMOTpeOIeHNE UTPAECT BAKHYIO
pOJIb B IOCTHKEHUH OMPEIEIIEHHOTO CTaTyca, a TAaK)KE BBEJ B 0OMXO/ TaKU€ TEPMUHBI,
KaK «JIEMOHCTPATUBHOE TIOTPEOJICHUE» U «ICHEKHOE CONepHUIecTBOY [152].

Cosznatenb HOBOTO, (PEHOMEHOJIOIMYECKOT0, HAIIPABJIEHUST COIIMOJIOTHU aBCTPHELL

A. Hlrorr (1899-1959 rr.) 3amerusn, YTO MPEUMYIIECTBO (PU3UKU HAJl COLMAIBHBIMU
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HayKaMu B TOM, YTO aTOMbI U MOJIEKYJIbI HE CIIOPAT. JIFOAM caMM CO3al0T COLMAIBHYIO
PEaIbHOCTD, & «TO, YTO ONPENEIAECTCS KAK PEATBbHOE — PEAIBHO 110 CBOUM PE3yJIbTATaM»
[135].

B konme XIX — magane XX BB. B CBSI3W C MHAyCTpHAIHM3AIMel ObUT TIPOBENICH
el Pl MCCIIeOBAaHUN B OOJIACTU TMOBBIIICHUS MPOU3BOAUTEIBHOCTU TPYJa, UTO
CIIOCOOCTBOBAJI0O CTAHOBJICHHWIO HAYYHOTO MEHEIKMEHTa, B paMKaX KOTOPOTo
amepukanenn @. Teimop (1856-1915 rr.) m ¢panmys I'. daitons (1841-1925 1r.)
u3ydanu npoonemy sddexkruBHoctu. . Teinop, OCHOBOIOJIOXKHHUK HAy4YHOU
OpraHu3allid TpyAa W MEHEIKMEHTA, BIEPBbIE 3asBUJI O TOM, YTO YIPABIATH
NPEANPUATAEM JOJDKHBI CIIELIMAIBHO MOATOTOBIEHHBIE MPOPECCUOHANIBI — MEHEIKEPHI
[144]. T'. aiionp 3aHUMAJICS pEIICHUEM OPTraHMU3AIMOHHBIX BOIPOCOB, a TaKXKE
BRI 5 QYHKIMH MEHEPKMEHTA U 0003HAYMIT 14 PUHIIUIIOB ypaBieHus [67].

Hauunnas ¢ 1920-x rT., IpOU301LIM 3HAYUTEIBHBIE CIBUTH B TEOPUU YIIPABIICHUS,
OCHOBaHHBIE Ha pe3yJibTaTaXx SKCIEPUMEHTA Ha OAHOM u3 npeanpustuid B CIIA,
NPUBEAIINE K MOSBICHUIO HOBOI'O HAIPaBIEHUS B COLMOJIOTMM — HHAYCTPUAIbHOU
COLIMOJIOTUA M JOKTPHHE «YEJIOBEYECKUX OTHOWIEHUN». KX OCHOBOIONOXHUK —
IIPOBOMBINHNI KCHIEpUMEHT 3. Matio [82].

Brote 10 cepennabl XX B. OpraHusainus pacCcMarpuBajlaCb BHE CBSI3U CO
BHEIIIHUM OKpY>K€HHEM. boyee mo3iHue uccieqoBaHus NPUBEIN K TOMY, UTO OHA cTajia
BOCIIPUHUMAThCA KAk OTKpbITas cucreMa. bblin  HalaeHbl CTaTUCTHUYECKUE
COOTHOWIEHUSI MEXIYy OPraHU3alMOHHOW CTPYKTYpOW M YCIOBHUSIMH OKpPYXKArOILIEn
cpeanl. Pabora amepuxanueB, II. Jloypenca u JIx. Jlopmia mokasana, 4To ycmex
NPEANPUATAS BO MHOTOM ONPEAEISIETCS TEM, KaK YEIOBEK B3aWMOJCHUCTBYET C
okpykarorei cpemoi [102].

C kxonma 1970-x rr. B COBPEMEHHOM MEHEKMEHTE HAYMHAET YYHUTHIBATHCS
KyJbTYPHBIH aCIEeKT, 0 HEOOXOIUMOCTH 4ero 3asBui Opurtanen, J[. Xukcon [83], a B
HACTOSAIEEe BPEMSI KPOCCKYJIbTYpHAasi KOMMYHUKAIUS SBJISIETCS HEOTHEMIJIEMOM YacThIO
TEOPUU MEHEIKMEHTA.

B KpoCCKyNbTYpHBIX HMCCIEAOBAHUSAX BBIICISAIOT JBA OCHOBHBIX HaNpaBICHUS

KJIaccupuKalMu KyJbTyp - MO M3MEPEHHSIM W 1o cTraHjaaptaMm. [lpu paccMoTpeHuun
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KyJIbTYp ¥ KYJIBTYPHBIX pa3IMuuii B II€JIOM, UX MOXHO OIKCAaTh W H3MEPUTh TIPH
MOMOIIH CHEIHATFHO Pa3padOTaHHBIX KyJIbTYpHBIX n3Mepenuil. [lpu 6onee neraapHOM
uccienoBanun Haubosee 3(PQPEKTUBHBIM SBISIETCS METOJ KYJIbTYPHBIX CTaHAApTOB
(standard research), manpaBieHHBIN Ha ONpENEICHUE PA3IMYMiA B BHUIIAX BOCIIPHSTHUSA,
HOpPMAaxX YYBCTBEHHOTO BOCIPHUSTHS, MBIIUICHUS, CYXICHUS U TMOBEICHUSA IpU
CTOJIKHOBEHHH KyJbTyp. VccienoBanue KyJlbTypHBIX CTaHAAPTOB B OOJbIIEH CTEHEHU
COOTHOCHTCS C KYJIbTYPHBIM KOHTEKCTOM (Cpenon).

[TpuBepskeHIBl KiTaccu(BUKALMK 110 U3MEPEHUsIM (IrMMeHCcHOHephI-dimensioners)
MOATOTOBHJIA M MPOBENIA KOJIMYECTBEHHBIE MCCIIEJOBAHUS C THICSIYaMH YYaCTHUKOB, C
LEJbIO ONPEAEICHNS KYIbTYPHBIX PA3JIHUUNA 1O ONPEAEIEHHBIM U3MEPEHUSAM, KOTOPhIE
ObLIM TpeIoKeHbl paHee. VX maHHbIE MIMPOKO MCHOJIB3YIOTCS Ha TMpakTuke [86, 91,
136, 147].

[Togxon, OCHOBaHHBIM Ha METOJE KYJbTYPHBIX HW3MEpPEHUU, 0OecreynBaeT
paccMOTpeHHE KyJIbTYPHI M0 MPUHIUIY JBHKEHHS «OT Mepudepuu K LEHTPY WU OT
BHEIITHETO K BHYTPEHHEMY», — TaK Ha3bIBAEMBIN «ITUYCCKUI» MOIXO, B TO BpeMs Kak
CTOPOHHUKUA METO/a KYJIbTYPHBIX CTaHIApTOB PacCMaTPUBAIOT KYJIbTYPY, «BBIBEPHYB
€€ Hau3HaHKY», UCMOJIb3Ys «3IMUYECKU» roaxon [33].

Hewmenr A. Tomac (r.p. 1939), ocHoBaTenb MeTO/Aa KyIbTYPHBIX CTaHAAPTOB, OBLI
BIOXHOBIEH paboramu H. Amnep u I'. Tpumanauca [23, 146]. Meron KyJIbTypHBIX
CTaHIApTOB  ObUT  pa3paboTaH B  pe3yJbTare KPUTUUECKOTO  OCMBICICHUS
MPEVIOKEHHOTO PpaHEee METO/a KYJbTYPHBIX HW3MEPEHUM, HCXOAS W3 BEPOATHOU
MPEAB3SITOCTH MHEHUS CaMUX HcclenoBareneii, chopMupoBaHHOro Ha 0aze HX
KyJIbTYPHBIX  XapakTEPUCTHK. BplaeneHne KaxIoro KyJbTYpHOTO CTaHAapTa
MPOUCXOJUIIO B Clly4ae, KOTJa MpU KyJIbTYPHOM B3aUMOJECHCTBUUM B OJIHOU
KPUTUYECKON CUTYyallMH CYObEKTHI IEHCTBOBAIIN OJIMHAKOBO.

K mwHacrosmiemy BpemMeHU pa3paboTaH psii  KPOCCKYJBTYPHBIX MOJENCH,
HaIEAMIUX MPUMEHEHNE B PA3IMYHBIX OTPACIISIX COMAIBHBIX ucciaeaoBanuii. OqHa u3
NEPBBIX MOMBITOK MPOAHAIM3UPOBATh U CUCTEMATU3UPOBATH KYJIbTYpy OblLIa caenaHa

amepukaniiamu @®. Kaykxom u ®@. CrpoarbekoMm, KOTOpbIE MPEAJIOKIIN
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KJIACCU(PUIIMPOBATh €€ MO0 IIECTH H3MEpPEHUsIM B paMKaX TEOPHUH LIEHHOCTHBIX
opueHTtanui [97]:

- IPUPOJIa YETIOBEKA OT POXKICHUS;

- OTHOUIEHHUE YEJIOBEKA K MPUPOJIE;

- OTHOILIEHUE YEJIOBEKA K OKPYKAIOILUM;

- MOTHBALIUS [TOBEACHNUS;

- BpEMEHHAasl OpUEHTALINS,

- KOHIICTIITUS TPOCTPAHCTBA (100aBICHO MO3XKE).

CoracHo 3TOil KOHUENIHUH «LIEHHOCTHBIX OPUEHTAUI», KyJIbTYpHbIE IEHHOCTH,
pazziensieMble WIEHaMH TPYIIbl, ONPEAENISIONINE, YTO I HUX BaXKHO M YKEJIAaTeNbHO,
YIPaBJISAIOT MOBEJECHUEM WIEHOB 3TOW TPYMIbI U POPMUPYIOT OCHOBY OIPENEIECHHBIX
rpynmoBbix HOpM. Monens @. Knykxon u @. Crpoarbexka 4acTo HCHOJIb3YeTcs B
COLIMOJIOTUH, TICUXOJIOTUM M MEHEIKMEHTEe, a Takke Ipu pa3paboOTKe HOBBIX
KYJIBTYPHBIX MOJEJIEH U ITOJXO/I0B.

Amepukanckuid ncuxosior . IlleitH, ocCHOBarenb HAy4YHOIO HANPABICHUS
«OpraHu3aloHHasi MCUXOJOTHs», TEOPETUK U TMPAKTUK MEHEKMEHTa, pazpadoTal
OJIHY M3 KJIKOYEBBIX MOAENed KpoccKynbTypHOro MeHemkmenTa [11]. CormacHo 3Toit

KOHIIENIIMU, OPTaHU3alMOHHAS KYJIbTypa JEeIUTCA Ha Tpy ypoBHS [133]:

1. bazoBsie (hyHIaMEHTATBHBIC) TPEANOI0KEHUS
2. OO0111e EHHOCTH.
3. ApTtedakTsl (CUMBOJIBI).

B sroit Mmoznenu 6a30Bble MPEANOJIOKEHUS] TPEICTABIAIOT ITTyOUHHBIH YpOBEHb
OpraHU3alMOHHON KYJBTYpHI, SIBJSSICh €€ OCHOBOW, TPYJAHO OCO3HABAEMOW CaMUMH €€
MPEACTABUTEISIMU. DTO BCE, YTO HAXOJUTCS HA YPOBHE IMOACO3HAHMS, U MPUHUMAETCS
BCEMU WICHAMU OpTaHu3aluM (KyJIbTyphl) Kak camo co0oi pazymeroreecs. Ha Bropom,
MeHee aOCTpaKTHOM YpPOBHE, HAaxOIATCS IIEHHOCTH, BEpPOBaHUS U YOCKICHHS,
paszensgemMble BCEMHU YJIEHAMHU TPYNNbl B CBSI3U C MX OTPAKEHUEM B CUMBOJAX U
aptedakTax (CTPYKTYphbl, HpOLEAYphl M IpaBUJia), PacCIoararolIuxcsi Ha TPEThbeM
(MOBEpXHOCTHOM) YpOBHE TMpOSIBICHUS KyJabTypbl. PabGoras B kommanuu [BM,

Hugepiaanackuii couuonor I'. Xodcerene, oTMeTH HalWYME Ba)XXHBIX KYJbTYPHBIX
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pa3inuuuil cpeau COTPYAHUKOB W3 Pa3HBIX CTpaH, HECMOTpS Ha OOIIyI0 Ui BCeX
KOPHOPATUBHYIO KyJIbTYpy [85]. OTH HaOMIOACHNS BEUIMIIUCH B OJTHO M3 CAMBIX ITOJTHBIX
WCCJIEIOBAHUM, TMPOBEAEHHOEC B CEMMIECCIATH ABYX HO4YepHUX npennpustusx [IBM B
Oosee yem copoka crpanax [86, 87, 88].

B nanpHeiiiieM Ha OCHOBE JAHHBIX MO KYJIbTYpPHOM CTaTHCTHKE, COOpaHHOW 3a
nepuon ¢ 1967 mo 1973 rr. (onpomieno 116000 venoBex TpuaALaTH BOCbMH MPodeccuid,
TOBOPSINMX Ha ABAALATH s3bIKax), I. Xodcrene mpoananu3upoBai MKy IEHHOCTEH
PabOTHUKOB, U MIPEJIOKIII MOJICNIM CXOACTB U pazinuuil. Heo0Xxo1uMo OTMETUTD, YTO
pEe3yNbTaThl €ro HCCIAEAOBAHMUS BBI3bIBAIOT CYIIECTBEHHYIO KPUTHUKY CO CTOPOHBI
MHOTHX CHEI[MAINCTOB B 00JACTH KPOCCKYJIbTYpHOTO B3aumojencTeus [34, 54, 74, 11,
112, 113].

B xuure «KynbTypbl U OpraHusaiuu: nNporpaMMHOE 00€CIIE€UEHUE MBILUICHUS,
kotopas Beiuia B 2001 romy, coOpaHbl MOKaszaTeld MO CEMUICCATH IIECTH CTpaHaM
[89]. Ilo pe3synbraram npoBeAeHHbIX uccuenoBanuil I'. Xodcrene pa3paboran Moaens,
COJIEPKAIIYIO KIIFOUEBbIE U3MEPEHUS HAITMOHAIBHOM KYJIbTYPBI:

1. JucTtaHius BIacTH — MOKa3aTellb, XapaKTepHU3YIOIIU BOCIPUSITUE BIIACTH
yjeHaMu oOIIecTBa (opraHuzaiuu), oO0JaJalollUMH MEHBIIEH BIACThIO. BbICOKUIT
nokasarenb (OoJblnasi JUCTAHIMS) CBHUETENBCTBYET, UTO HEPABHOE pacIpelieleHHue
BJIACTH, MPEKJIIOHEHUE TEPE] BBIMIECTOSIINMU, SIBISETCS XapaKTEPHBIM JIsI JAHHOTO
oOmecTBa (opranuzauuu). Huzkoe 3HaueHHe MOKa3aTedsi TOBOPUT O PABHOINPABHBIX
OTHOIIEHUSX B OOIIECTBE WM KOJJIEKTUBE, MOCTPOCHHBIX HA OCHOBE YBAXKCHHS K
OTIEJILHON JINYHOCTH.

2. NHpuBuayanmnsM  MPOTUBOIIOCTABIIETCS  KOJUIEKTHBU3MY.  JlaHHBIN
MOKa3aTellb BBIPAXKAET CTEIECHb MPEBATUPOBAHUS JIMYHBIX WM KOJUIEKTHBHBIX IIEJIEH,
BAXHOCTh JIMYHBIX WJIM TPYIIIOBBIX HWHTEPECOB, OTHOIIEHHWE K HOpMaM. Bwicokuit
NoKa3aTeib CBUJIETENbCTBYET 00 OTCYTCTBUU MEXIMYHOCTHBIX CBS3EH.

3. MyXeCTBEHHOCTb (MacKyJIMHHOCTb ) MIPOTUBOIMOCTABIIACTCS
KEHCTBEHHOCTH ((peMHUHMHHOCTH). BBbICOKMI TMOKa3aTenb CBUAECTEIBCTBYET O

MNPCBAJIMPOBAHUN TPAJUIUOHHBIX MYXKCKHUX KaUCCTB, TAKHUX KaK KOHKYPCHIIHA,
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YBEPEHHOCTh B cebe, uecTonobue, 3a00ta 0 MaTepuanbHbix Onarax. [Ipu sTom Oornee
YKEHCTBEHHAsI KYJIbTypa IMOOIIPSET PABEHCTBO U COIUAAPHOCTb.

4, CrpemieHue K M30€raHUI0 HEOMPENEIEHHOCTH XapaKTEPHU3yeT CTENEHb
TPEBOTH, KOTOPYIO HCIBITHIBAIOT JIFOJIM B HE3HAKOMOM cUTyaluu. BeIcOKnii moka3aresnb
yKa3blBaeT Ha CTPEMJICHHE K YCTAaHOBJICHHIO YETKHUX IMPaBUJI U HOPM C IIEJbIO HE
JOTMYCTUTh BOSHUKHOBEHHUS HESICHBIX (HEKOHTPOJIUPYEMBIX) CUTYaIIUH.

S. Kpatkocpounas wiM  JOATOCpOYHAs  OpUEHTamus Ha  Oynayiiee
(cTparerndyeckoe MbIIUICHUE) XapaKTepU3yeT CTENEHb BAXKHOCTU JMOO JOCTHKEHUS
JIOJITOCPOYHBIX (CTpAaTErHUUeCKuX) JJisi 00IIeCTBa Leiel, TU0O0 IEHHOCTEH U TpaJUuIIMil.
BbICOKMI MOKa3aTenb yKa3blBAET HA YHNOPCTBO, CTOMKOCTh B JOCTMIKEHHUH LIENIH, B TO
BpeMsI KaK HU3KU, — HA IPUBEPKEHHOCTh TPATULIUSIM.

Knaccuduumpyss KyJabTypbl Kak COYETaHHUE MOBEACHYECKUX M LEHHOCTHBIX
moaenei, Huaepaanaen @. Tpomnenaape (r.p. 1952) u 6puranen Y. XommnaeH-Tepuep
(r.p. 1934), onpenenuin 7 LEHHOCTHBIX OpueHTaNuH KyabTyp [14]. B3sB 3a ocHOBY
u3MepeHus, pazpadorannbie T. [lapconom [122] mns ero coruanbHOH CHCTEMBI, OHH
no0aBwid 1Ba n3Mepenus, BoiBeieHHbIe J. Xoinom, @. Crpoardbexom u @. KinykxoH,
Kacarolrecss BOCHPHUATHS BPEMEHU M OKpyKarouled cpeabl (IpUpoAbl), KOTOPHIE U
COCTaBHJIM MX CHCTEMY U3 ceMH n3Mepenuii («7 D») [18, 60, 139].

Ucrnionb3ys naHHble aHKETUPOBAHUS, MPOBEJIECHHOTO cpeau Oosee cra ThICSY
pyKoBoauTENEH U3 00JIee YeEM CTa CTPaH, OHU BBIBEJIM CIEAYIOLINE U3MEPEHUS:

1)  yHuUBepcaiu3M —  NAPTUKYIAPU3M  (YHHUBEPCAIMCTCKUH  TMOJIXOJ
CBUIETENBCTBYET 00 OOBEKTUBHOCTH MPEICTABUTENEH KYJIbTYPhI, O MPEBATUPOBAHUU
HOPM U TPaBWJI, TAPTUKYJIAPUCTCKUN MOAXO OTIHYaeTCa 0OJbIIeH CyOBbEKTUBHOCTHIO
U CTPEMJICHHUEM K TTOUCKY UCKIIOUEHHM );

2)  KOJJICKTUBH3M — UHIUBUYAJIA3M (KOJLIEKTUBU3M O3HAYaeT
IPEBOCXOJCTBO OOIIMX JJii BCeX IMpaB B TIpynne, HaUMM WK OOLIECTBe,
WHUBUTyaJI3M CTaBUT JIMYHBIE TOTPEOHOCTH BHIIIE OOIIECTBEHHBIX);

3)  HEHTpaJIbHOCTH — SMOIIMOHAJIBHOCTD (Onpenensier CTENEHb

OMOIIMOHAJIBbHOCTH, HpOHBJ’IHIOHIGfIC)I B MCXKXJIIMYHOCTHBIX OTHOHIGHI/IHX);
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4)  mupdysaeie — crnenuduUEcKUe KyJIbTYphl (XapaKTepU3yeT CTEleHb
pasjenieHus npoheCCUOHATLHOM 1 JIMYHOU KHU3HH);

5)  IOCTUTHYTBIH — TpPUIUCAHHBIA  cTaTyc  (ONpeAeNseT  HMCTOYHHK
MIPOUCXO’KJICHUS BJIACTU U CTaTyca B OOIIECTBE);

6)  OTHOIIEHWE KO BPEMEHH (OTpaKaeT CTENEHb BAXHOCTH IPOIILIOTO,
HACTOSIIIEr0 M OYIyIIero JJisi TOM WM MHON KYJNbTYpPBI, a TAKKE CIIOCOOHOCTDH JeNaTh
HECKOJIBKO JIeJI OTHOBPEMEHHO, UJTH TOCIIEI0BATENHHO);

7)  OTHONICHWs 4YeJoBeka ¢ BHemHed cpenod (OOo03HAUaeT, HACKOJIBKO
OOIIECTBO BOCHPUHMMAET ceOs Kak BIUSIONIEE Ha OKPYXKAWOIIYI0 Cpemy,
KOHTPOJIMPYIOILIEE €€, WM OLIYIIAET CBOIO MOJHYIO OT HEE 3aBUCUMOCTb).

Awmepukanckuii yuenbiit 3. Xoimn (1914-2009 rr.) nan onpezaenenus: pa3inyHbIM
MOHATHUSAM TPOCTPAHCTBA, U MPOJEMOHCTPHUPOBAT KYJIBTYPHYIO OOYCIOBIEHHOCTH €TO
UCIIOJIb30BAHUSL C TOYKH 3pPEHUSI MPOKCEMUKHU. J. XOJIJI OXapakTepU30Bajl HE TOJIHKO
aHTPOTIOJIOTHIO  TPOCTPAHCTBA, HO  TaKXKe  TOHATHS  IOJUXPOHHOCTB» |
«MOHOXPOHHOCTB» KYJBTYPBI, TO €CTh TO, KAKHM 00pa3oM B HEH CHCTEeMaTH3UPYyETCS
Bpems [78], nanm ompeaenaeHue KyabTyp ¢ HU3KUM M BBICOKMM KOHTEKCTOM [79]. ns
MEPBBIX XapaKTEPHBI MPSAMOTA, JIOTUYHOCTh B PACCYXKACHUSIX M apryMEHTAIMs Ha
OCHOBE (DakTOB, B TO BpeMsi KakK JUIsl BTOPBIX OCOOCHHO IEHHBI MEKIUYHOCTHBIE
OTHOIIIEHUS, JIoBepue M rapMmoHus B rpynme. Kpome Toro, 3. Xomin mpoBen psif
WCCJICIOBAHMM, TTOATBEPKIAIOIINX OCOOYIO POJIb B OOIICHUM HEBEPOATBHBIX CPEICTB
[77].

OgHuM W3  KpYNHEWIIMX HKCCIAEAOBaHMM B  00JACTH  KPOCCKYJIbTYpHOU
KOMMYHUKAIIMM W TEOPUU MEHEIKMEHTA TOCICIHUX JIET CTajl IHAPOKOMACIITaOHBIN
mexaynapoanbiii poekT GLOBE. A66peBuarypa « GLOBEy pacmmdpoBsiBaeTcs kak
«rao00aIbHOE JIUJIEPCTBO U A(P(HEKTUBHOCTh OPraHU3AIMOHHOTO TIOBEACHUS». ITO
MEXIUCITUTUTMHAPHBIN  TJIOOQNBHBIA  HMCCIEOBATEIbCKUNA MPOEKT 10 H3yYCHHUIO
JUACPCKOTO TIOBEACHUSI C KPOCCKYJIbTYPHOU TOYKHM 3peHus. Kpome Toro, 310 emie u
COOOIIECTBO CTa CEMHJICCATH YYCHBIX U3 IICCTHACCITH OJHOHW CTpaHbl MHpa,
MPEACTABIISIONINX Pa3IMYHBIE OTPACIHM COIMATBHBIX HayK M MEHEIKMEHTA. BBIBOIBI

uccnenosannit GLOBE nipencrapiieHsl B 11e510M psiie MoHorpaduii u crareit [91].



44

Unes GLOBE Bo3nukna B 1990-x rr. mpu oOCYXIEHUM TEOPETHKAMU U
IpaKTUKaMH MEHEI)KMEHTAa BO3MOKHOCTU IPUMEHEHUSI TEOPUHU JIUAEPCTBA B MUPOBOM
Mmacitabe. Llenpio mpoekra crana pa3paboTka OCHOBAHHOM Ha SMIMPUYECKUX JTAHHBIX
TEOpUH, MPU3BAHHON OMHCHIBATh, OOBACHATH M MPEICKA3bIBaTh BIMSHUE KYJIbTYPHBIX
NEepPEeMEHHBIX Ha MPAKTUKYy JIMJEPCTBA W OPraHU3AIMOHHBIE TPOLECCHI, a TaKkKe
3¢ (HEKTUBHOCTB ATUX MPOIECCOB. B paMkax mnpoekTa ObUTn pa3paboTaHbl HHCTPYMEHTHI
WCCJIEIOBAHMS U1 OLUEHKH KyJbTYpPbl M JIMJIEPCTBA; JaHA OLEHKA JIEBSITH OCHOBHBIX
aTpuOyTOB COLMAIBLHON M OPraHU3allMOHHOM KyJIbTyp B TJ00aqbHOM MaciuTaoe;
pazpaboTaHa Kjaccu(UKanus IIECTUJECATH JABYX KYJbTYp IO COLHMAIbHBIM
U3MEPEHUSIM U PE3yJIbTaTaM HCCIEOBAaHUM, B X0/I€ KOTOPBIX M3YYaIUCh «OTHOIICHUS
MEK]ly STUMH U3MEPEHUSAMU U OPraHW3alMOHHOMN MPAKTUKOW, a TAKKE 3aBUCSIIUMU OT
KyJIbTYPHON MPUHAIJIEKHOCTH TEOPHUSIMU CKPBITOIO JHAEpCTBa». B menom,
uccienopanne GLOBE omnumpaercss Ha «BCEOOBEMIIIOUIYIO TEOPHIO», KOTOpas
MPEANOJIAraeT, YTo, NEPBOE — «XAPAKTEPUCTUKHU COLUATBHON KYJIbTYpPbl, OTIMYAIOLINE
JAHHYIO0 KYJIbTYypy OT JpYIHMX, OIpPEACNSIOT W IPUMEHIEMYID B €€ paMKax
OpPraHU3allMOHHYK NPAKTUKY», U BTOPOE — «T€ JIMJIEPCKHE KadyecTBa WU IOBEICHUE,
KOTOpbIE B JAHHOM KyJIbTYpe MPOSIBISAIOTCA HanOoJIee 4acTo, CYMTAIOTCS B HEM cCaMbIMU
pPacpoOCTPAaHEHHBIMM U OKUJaeMBbIMI» [S2].

HccnenoBanue ONMpanoch Ha JIaHHBIE, ITOJIYYEHHBIE OT CEMHAJUATH ThICSY
TPEXCOT PYKOBOAUTENEH W3 JEBATHUCOT NATHUACCATH OJHOW opranuzanuu. J[nd
pa3pabOTKU KOJMYECTBEHHbIX HWHCTPYMEHTOB OLIEHKM HCIOJb30BaJINCh METOJIbI
KaueCTBEHHOIr0 aHaim3a. B xoje macmTaOHBIX HcclieoBanuii Oblna pazpadorana CLT
(Culturally Endorsed Implicit Leadership Theory — Teopust KynbTypHO-00YCIOBIEHHOTO
CKPBITOTO JIUAEPCTBA), MpEICTaBistoNas co00i pacHIMpeHHYI0 3a CcyYeT 0000IIeHus
NoAX0/Aa K mpobiieMe JuaepcTBa Ha 0a3e KyJIbTYpPHBIX M3MEPEHHUI BEpPCUI0 TEOpUU
ckpoitoro auaepcra I'. Xodcereae (ILT).

B pamkax GLOBE Obutn chopMupoBaHBI J€CATh PA3IUYHBIX KYJIBTYPHBIX
KJIACTEPOB, MO KOTOPHIM pacHpenesuin MeCThACCIT JBE HAllMM B COOTBETCTBHM C UX
KYJIBTYPHBIM CXOJICTBOM, ONPEIEISIOMIMMCS OOIIMM TeorpaduyecKuM MOJI0KEHUEM U

KIIMMAaTOM, O6’b$ICH$IIOH_II/IMI/I CXO0ACTBO B BOCIIPHUATHHU U ITIOBECACHUU.
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[Ilectuctynenyarass MOJENIb  Pa3BUTHSA  MEXKYJIbBTYPHOW  CEHCHUTHMBHOCTHU
M. bennerrta (manee mkama bernerra) ¢okycupyeTcs Ha TOM, KaKUM 0Opa3oM JIOIU
pearupyroT Ha KyJIbTypHble paznuuuss [28]. llepBble TpU CTYNEHU OMNMUCHIBAIOT
OTHOLEHTPUYECKOE NOBEJACHHE, HAaYMHAsA CO CTaAUM OTPULAHUS APYIHX KYJIbTYyp M
NPUHATHUS JIMIIb CBOEH COOCTBEHHON Kak €IMHCTBEHHO cylecTByromei. [lo mepe
NPOJBIKEHUS BBEpPX IO IIKAJle HAYMHACT TMPOSBIATHCS 0oJjiee ATHOPEISTUBHOE
OTHOLIEHWE K HWHBIM KyJbTypaMm, NpPU KOTOPOM HHAUBHIYYM BOCIIPHUHHMAET
COOCTBEHHYIO KYJIBTYPY B KOHTEKCTE IPYIMX KYJIbTYp M Ja)xe, B HEKOTOPOM pOJIE,
anantupyetcs K HuM (Pucynox 7).

1. OTpunanue pasHUALBL: WHAWNBUAYYM HE TMPU3HAET CYLIECTBOBAHUS

KYJIbTYPHBIX Pa3IUUHiA.
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Pucynok 7 - lllxkana M. bennerra
VIcTOYHMK: COCTaBICHO aBTOPOM 1o Matepuaiam [30].
2. 3ammTa OT pa3HUIbl: HHAWUBUIYYM NPU3HAET HAJIUYUE HEKOTOPBIX
pazIMuMii, HO YaCTO BOCIIPUHUMAET UX KaK HETaTUBHBIC.
3. MunuMu3auss OTIMYMS: WHIWBUAYYM HE OCO3HA€T OTHOCHUTEIBHOCTU

COOCTBEHHBIX KYJIbTYPHBIX IIEHHOCTEH, paccmaTpuBasi WX, B OCHOBHOM, Kak
MPEBOCXOISAIINE BCE UHBIE.
4, [IpuHATHE OTIMYMI: CABUI yIJIa 3PCHUS WHIMBUJYyMa C LEJBIO MOHSThH,

YTO «OOBIYHOEY MMOBCJACHNC MOKCT UMCTDb PA3HOC 3HAYCHUC B PA3HBLIX KYJIbTYypax.
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d. Agnanranus K pa3iuudsiM: WHIWBHIYYM CIIOCOOCH OIICHUTH ITOBEICHUE
MPEACTaBUTENICH WHOW KyJIbTypbl C WX TOYKH 3PEHUS W TIPUBECTH COOCTBEHHOE
MOBEJICHUE B COOTBETCTBUE C €€ HOPMaMH.

6. WNHTerpanys OTAWYMN: WHIWBUAYYM C JIETKOCTBIO IEPEKIIOYAETCS CO
CBOEH KyJIbTYpHOH 0a3bl Ha UHYIO, TAKUM 00pa3oM, MOJHOCTHIO aAaNTHPYSCh K IPYrou
KyJbTYpe.

[IIxama bennerra yno6Ha st oneHku dTHOpensTuBHOCTH [30]. Couerast B cebe
NPOBEICHUE  MEXKYJIbTYPHBIX CEMHUHApPOB C  OCYIIECTBICHHEM  TIIATEIbHBIX
UCCJIEI0BAHMI, OHA MIPEACTABIIAET COOOM OHY U3 PAHHMX MOMBITOK JaTh ONPEIEICHUE
MEKKYJIbTYPHOU KOMITETEHITUU.

Nunukarop kyneTypHbix opueHTHpoB (COI ®), — 3t0 cunTe3 padot 3. Xoiia,
I'. Xopcrene, @. Tpommenaapca u Y. Xomnaen-Té€puepa, @. KiaykxoH wu
®. Ctponrbeka, a takke M. beHHeTa B HeCITUMEpHYIO MOJENb KilacCHU(pUKAIMU
KYJbTYDp, pa3padorannyro JI. Yoakepom, T. Yonkepom u U. lImutuem [153].

Mopene mnpeactaBiasieT co0OM  OMMCaHUE  XAPAaKTEPUCTUK  KYJIbTYPHBIX
MPEANOYTEHUI, OTHOCSIINXCS K MOBEICHUIO M BOCTIPUATHIO, CBSI3AHHBIM ¢ paboToii. B
HEW TaKk)e MPEeJCTaBIICHbl CHUTYallMH, BBIACICHHBIE HCXOJS M3 JECATH KYJIbTYPHBIX
M3MEPEHUN, ONMUPAIOIINXCS HA CEMHAAUATh PA3JIMUYHbIX KYJIbTYPHBIX CPEl U TPUILATH
HIECTh OPUEHTUPOB, (HOPMUPYIOIIUX OCHOBY JIJIsi TOHUMAHUS CTHJISI MBIITUICHHSI, CTUJIS
B3aMMOJICHCTBHS M CAaMOOIIYIIICHHS, XapaKTePHBIX JJIs ONpeACICHHOM KyIbTyphl [126].

B ocHOBe Mojzienu — BOCEMIECAT CEMb MapaMeTpOB KyJIbTYpPHOTO aHAIHM3a, YTO
JienaeT ee HaumOoJiee TMOJMHOW M3 BCEX CYHIECTBYIOUIMX HA HACTOSIIMI MOMEHT
kinaccuukanmii. OHa YacTO MNPUMEHSAETCS CHeNUaTUCTaMU-NPAKTUKaMHU  TpU
CpaBHEHUU MHAUBUAYATHLHOTO POMUIISL OMHON KYIbTYPHI C IPYTHUM.

NHaukaTop KyJIbTYPHBIX OPUEHTHPOB BKJIIOUAET CIICIYIONIUE AECATh U3MEPEHUM:

1. Oxkpyxaromiasi cpefa: Kak OTIEIbHbIE JIMYHOCTU BUIAT M OTHOCSTCA K
JIOsM, TIpeaMeTaM u BompocaM B cepe cBoero Biusaus. (Kontunyym: KonTpoms -

(I'apmonusi)-/laBnenue (mpuHYX)ACHUE)).
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2. Bpems: kak moaMm  BOCOPHUHHMAIOT TMPUPOAY BPEMEHHM U €T0
ucnonp3oBanue. (KOHTHMHYyM:  eIWHWUYHBIH —  MHOXCCTBCHHBIH  okyc [/
(bUKCHPOBaHHBIN — OABKHBIN / TIpoILToe-(HaCTOsIIIEee )-0y ayIee).

3. JlelicTBue: Kak JIOJM OCMBICTUBAIOT JCHCTBUSL W B3aUMOJCHCTBUS.
(KonTunyyM™: cymiecTBoBaTh — J€HCTBOBATD).

4, OO1ieHue: Kak JIOJU BbIpakaroT cBOM AMoluu. (KOHTHHYyM: BBICOKH-
HU3KAH KOHTEKCT / TpPSMOH — KOCBEHHBIM / DMOIMOHANBHBIA — JE€HCTBEHHBIA /
o¢uIIHaTbHBI-HE(POPMATBHBIN ).

S. [IpocTpaHcTBO: Kak JIIOAM pa3rpaHUYMBAIOT CBOE (QU3MYECKoe U
ncuxosiornyeckoe npoctpancTBo. (KoHTHHYyM: 4acTHOE — OOIIIECTBEHHOE).

6. Bnacte: kak  paccMaTpMBAaIOTCA ~ OTHONIICHHS  MEXKIY  JIIOAbMH,
3aHUMAIOIIMMU  pa3HooIUlaurBaeMble  AOJDKHOCTU. (KOHTMHYyyMm: uepapxusi —
PaBEHCTBO).

7. NunuBrayanusm: Kak JIOJIA ONMPENeNsioT CBOK JUYHOCTh. (KoHTHHYYyM:
WHJUBUAYATUCTCKUN — KOJUIEKTUBUCTCKUM / OOIIMI — YaCTHBIN).

8. KonkypeHnTocnocoOHOCTh: Kak MoTuBHpoBarh Jonaen. (KoHTuHyym:
KOHKYPHUPYIOIIUNA — COTPYTHUYAIOIIUI).

Q. CtpykTypa: Kak JIIOAM CHOPABIAIOTCS C U3MEHEHUSMH, PHUCKOM,
JIBYCMBICIICHHOCTBIO U HeOnpenenEéHHOCThI0. (KOHTHHYYM: MOPSA0K —THOKOCTB).

10. MpimuieHue: Kak JIOIU MBICIAT W OCMBICTHBaOT Hedto. (KoHTHHYyM:
JICAYKTUBHBIN — HHAYKTUBHBIN / THHEHHBIA — CHCTEMHBIH).

[IpakTrKa MOKa3bIBAET, YTO WHIUKATOP SBJISCTCS TOJIE3HBIM WHCTPYMEHTOM TIPH
WCIIOJIB30BaHUM B opranu3anusix. OH OCHOBaH Ha KJIACCUYECKUX KYJIBbTYPHBIX MOJACIISIX,
pa3paOOTaHHBIX  TPAKTUKaMH, BKIIOYaeT B ce0I psia  MIMPOKOU3BECTHBIX
kiaccudukanuii, Hanpumep, moaenu I'. Xodcerene u @. Tpomnenaapca. Pesynbrarsl
KaTeTOpU3UPYIOTCSI MO  TPEM  CYIIECTBEHHBIM W TOHATHBIM  KPUTEPHUSIM
(camoBoCTIpUsITHE, CTHJIb B3aUMOOTHOIICHWH, TUI MbIIUieHus). [Ipumenenue
WHJMKATOpa B OpraHu3alusx I[IOKa3bIBA€T XOPOIIHE pe3yJbTaThl, CIOCOOCTBYS
MOJHITHIO MHTEpeca K KOPHMOPATUBHOW KyJNbTYpe M CO3[aHHUI0O KOMAHJIHOTO IyXa,

COJICUCTBYS MOBBIIEHUIO 2P DEKTUBHOCTH TpyAa. OCHOBHBIM HEJIOCTATKOM MOJIENIA Ha
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HACTOSIIIIMA MOMEHT SIBJISICTCS IOBOJILHO CKPOMHAsl 0a3a TaHHBIX, OXBATHIBAIOIIAS JTUIITH
HIECTBAECCAT MSATh CTPAH, YTO OrPAHUYMBACT BO3MOXKHOCTH JISI €€ NPAKTUYECKOTO
MIPUMEHCHMUS.

NuTtencudukanus mpoiecca Tiodam3aud B MUPE COMIPOBOKAACTCS MPOIIECCOM
CEepPBUTU3AIIUA PYKOHOMUKHU. Bce Ooublliee YnMciio OpraHu3aiuil B pa3iMdHbIX CTpaHaxX U
CEKTOpax SKOHOMHKHU CTAJTKUBAIOTCS ¢ KPOCCKYJIbTYPHBIMH BOIIPOCAMH U MPOOIeMaMU,
4To CBSI3aHO Cc HOBOM MYJbTUKYJIBTYPHOU PEATBHOCTHIO ou3Heca.
NHTepHanmoHann3anus OXBaThIBAeT c(epbl MEATEIBHOCTH 3THX OpraHu3aiui, 4To
BbIpaxkaeTcs JIM0O B HEOOXOUMOCTH YUYUTHIBATh OCOOCHHOCTH MHOCTPAHHBIX KJIMEHTOB
W TapTHEPOB, JUOO B pearMpoBaHUU Ha TMOSBJICHUE HMHOCTPAHHBIX KOHKYPEHTOB.
OIHOBPEMEHHO, B XOJI€ YCOBEPILICHCTBOBAHUSI CTpaTErdyd CBOEH JAEATEIIHLHOCTH,
OpraHu3alyd TMOCTENEHHO OTXOMAT OT YUCTO MPOM3BOJCTBEHHOW CXEMBI B CTOPOHY
Pa3BUTHS CEPBUCHOM COCTABJISAIOIICH.

Opranuzanuu cepbl yCIyr MEpBBIMU OLITYTHIIM HEOOXOIUMOCTh B aJanTallud K
M3MEHEHUSM  BHEIIHEW  cpenbl. AJANTUBHOCTh  SIBJISICTCS WX  BaKHEUIIEH
XapaKTEPUCTUKON, YeM OOBSICHSACTCS M IOCTOSHHOE CTPEMIJICHHE OpraHu3aiuil cdepsl
YCIIYT YKPENUTh 3Ty COCcOOHOCTh. CTpaTerus aJanTUBHOCTH TpPeOyeT Haluuus psjlia
KIIFOUEBBIX XapaKTEPHCTUK, HAMpPaBJICHHBIX Ha ycuieHHe 3(¢deKTa OT MPOBEACHUS
TakuX Hu3MeHeHHH. IleTocTHOCTh, THOKOCTh, KOTHUTHBHOCTH, HWHTETPAaTUBHOCTh —
HETIPEMEHHBIE YEpPThl ONTUMAJIBHOM CHUCTEMBbI, BBIPAOOTAHHON IMO-HACTOSIIEMY
aJaliTUBHOW OpTraHu3aluen.

Anmantauuss B MYJBTUKYJBTYPHOM Cpelle  MNOAPA3yMEBAaE€T MNPUMEHEHHUE
WHCTPYMEHTOB, pa3pabOTaHHBIX B paMKax TEOPUH KPOCCKYJbTYPHOTO MEHEKMEHTA.
[lepBbie TOMBITKN OXapaKTEPU30BATh U CPABHUTH PA3IMYHBIC KYJIbTYPhI OBLIH CHCIIaHbI
OYEHb JIaBHO, HO CHCTEMAaTHMYECKHE MCCJIEIOBaHUS B OTOM O00JacTH HadaIu
npoBoauThCs (akThdecku ¢ kKoHma XIX B. OHM BoOpanu B ceOs MCCIIEIOBAaHUS M3
pPa3IMYHBIX 00JIaCTeH 3HAHUS, TAKUX KaK aHTPOIMOJIOTHS, COIMOJIOTHS U MEHEIKMCHT.
[lenpro ATUX HCCIEIOBaHUM OBLIO MOMOYhL OPTraHM3allUsIM aJalTUPOBATHCS K HOBBIM
npoOsiemMaM, BBI3BIBAEMBIM CTOJIKHOBEHUSIMU C UY>KEPOJIHBIMU KYJIbTYpaMH. DBOJIOIHS

HAy4YHOM MBICIM B JaHHOM cdepe mnpuBera K (OPMHUPOBAHUIO pslla TEOPUH U
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pa3paboTKe MojeNell KpPOCCKYJbTYpHOW KOMMyHHKanuud. Bce wmoxmenu Obutn
pa3pabOTaHbl M UCIIONB3YIOTCS JUIsI COMMOCTABICHUS MEXKITY COO0H pasINYHBIX KYJIbTYp
C HCIOJb30BAaHUEM CEPUU TOBEACHYECKHX BEKTOPOB, HA3bIBAEMBIX  TaKkKe
«KYJIbTYpPHBIMH  U3MepeHusMu». [loCKOJIbKY MOJed TPOUCXOJAT U3  OOUIEro
VMCTOYHUKA, B HUX 3a4acTyl) HCIOJIb3YIOTCS OJIHH U T€ k€ KYJbTYPHBIE M3MEPEHUS,
MO3TOMY CYIIECTBYET BO3MOKHOCTh M HEOOXOIUMOCTH OTOOpaTh T€ WX HU3MEPEHHUS,
KOTOpblE HamOoJiee JOCTOBEPHO JOKa3aHbl, HEMPOTUBOPEUYUBHI M MOTYT OBITh
WCITIOJI30BaHBI JIJIsl OpraHu3aluii B cepe yCiyr.

Mogenun uMeroT OOJBIIOE MPAKTUUECKOE 3HAUYCHHE W IIMPOKO MPUMEHSIOTCS B
MEXAyHapoaHOM OusHece. OHU MO3BOJIAIOT, C OAHOW CTOPOHBI, CO3/1aBaTh KyJIbTYPHBIE
npouiid HAIMOHANBHBIX KYJIbTYP, OTIEIBHBIX WHIWBHIYYMOB M OpraHU3AIMM,
HaIOMUHAIOIINE TUIBI JTUYHOCTH, a C APYTrOM, OLIEHUTh CIIOCOOHOCTH UHAUBUIYYMOB U
OpraHu3alyi K KyJbTYPHOU aJanTaluu.

UtoOsl mpoBepuTh 3PGHEKTUBHOCTh KPOCCKYJIBTYPHBIX TEOPUH U Mojeied B
NPUMEHEHUU K OpraHu3ainusM cdepbl YyCIyr, MbITAIOMMUMCI aJanTUPOBaThCI K
YCJIOBUSIM MYJIbTUKYJIBTYPHOM BHEIIHEN CPEIbl, BO BTOPOM IJIaBE Mbl ITPOAHAIUZUPYEM
KPOCCKYJbTYPHYIO aJalNTUBHOCTh TAaKUX OpraHW3aldii HAa OCHOBE IPUMEHCHUS

KPOCCKYJIbTYPHBIX U3MEPECHUM.
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TJIABA 2 AHAJIN3 KPOCCKYJIbTYPHOM AJJAIITUBHOCTHU
OPI'AHU3AIIAN CO®EPHI YCJIYT

2.1 MeTom0s10rusi HCCIEOBAHNS KPOCCKYJIbTYPHOI aJaiTUBHOCTH

opraHusanuu cgepsl ycayr

Opranuzanuu c@epbl ycIyr MHOrOOOpasHbl W pa3jiMyaroTcsd MO CTPYKTYPE,
XapaKkTepy TMPEeJOCTABISIEMBIX YCIYr, CTENEHU BOBIICUYEHHOCTH IMOTpeOUTene B
Ipoliecc MPeIOCTaBICHUsl YCIYT, a, CJIeI0BAaTeIbHO, I Pa3paboTKU YHUBEPCAIbHBIX
MOJAXOJ0B M MOJIEJIEN KPOCCKYJBTYPHOM aJanTUBHOCTU HYKHO OIPENCIUTh €AUHBIN
MOAXO0/, TO3BOJISIIONIMI  BBIACIUTH B OpraHu3anud cdepbl  yCIyr OOBEKTHI
KPOCCKYJIbTYPHOT'O B3aMMOJEHCTBUSA, CYIIECTBYIOIINAE UM BO3MOXKHBIE PACXOXKICHUS B
KPOCCKYJIbTYPHBIX ITOKA3aTENAX, ONPEACTUTh HAITPABIICHUS MMOBBIIIEHUS aJallTUBHOCTH.

HeobxoaumocTh amantaniuv BO3HUKAET MPU HU3MEHEHUSX (HDaKTOPOB BHEIIHEH
Cpelpl, HampuMep, C BBIXOJOM OpPraHU3allMd Ha HOBBIE PBIHKH, OTJIWYAIOLIECS
KyJIbTYPHBIM pPa3HOOOpa3ueM, B CBSI3W C WHTEPHAIIMOHAIM3AIMEH €€ NeATeTbHOCTH,
MPUBJICUCHUEM TOTpeOUTENeH, MapTHEPOB U KIMEHTOB, MPEACTABIISIONINX PA3THYHbBIC
KYJbTYpbl. AJANTUBHOCTh OpraHu3anuv c@epbl yCIyr BO3MOXKHA MPU HAIWYUU
JKETaHUS U TOTOBHOCTH OpPraHU3AlMM K M3MEHEHHSIM, MOHUMaHUs HEOOXOIUMOCTH
aJanTalnH.

VYnpasneHne KpOCCKYJIbTYPHBIM B3aWUMOJIEMCTBUEM NPEAIOIATAET HATMYUE HOPM
U TICHHOCTEW, OO0s3aTeNbHBIX [IJISi WCIOJHEHUS BCEMU OOBEKTaMH YIIPaBICHUS

(Pucynok 8).
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Bxop X Buixog 2
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Pucynok 8 - Cuctema KpoCCKyJIbTYpPHOTO YIIPABJICHHUS C IPSMOM CBA3BIO
R — ynpaBineHue BXOJIHBIMU IOTOKAMHM COTJIACHO KYJIBbTYPHBIM HOPMaM U LIEHHOCTSIM

W — Bo3Mymiatoniee BO3A€HCTBHE- Uy KEPOHAS KyIbTypa

Ecnu BO3aeicTBHE 4Yy)KEPOJHOW KYJIBTYpbI, OTIMYAKOLIEHCA OT KYJBTYpPBI
COTPYAHUKOB OPraHM3allMM W3BECTHO, OAHOPOAHO M IMPEACKa3yeMO, TO MOYKHO
BBIIETIUTh NPEANOYTUTENIbHBIN BapuaHT MOBeAeHUs (0003HauaeMbli Kak COYETaHHE
KYJIbTYPHBIX U3MEpEHUil), ONpeAesonuil NOBEIEHUE NEPCOHaIa B KaXKI0M CUTyaluu
KPOCCKYJIbTYPHOTO B3aMMOJEICTBUS, HA OCHOBE HAOMIOJAEHUS 3a CUTyalUel, aHaln3a
HAayyHOW JMTepaTtypbl U KeiicoB. Ecnm opranuzanus cdepbl ycayr paboTaeT c
NPEACTABUTEISIMU OJHOW WM HECKOJBKUX KYJIbTYp, OCOOCHHOCTHM MX IOBEICHUS U
BOCIIPUATHUS U3BECTHBI, M3yYEHBI B XOJI€ NPEABAPUTEIBHBIX HCCIEIOBAHUM, CIIEIYET
JUILIb KOHTPOJUPOBaTh COONIOACHHUE COTPYAHUKAMH MPEANHCAHHBIX MpaBWI H
PETIaMEHTOB.

Bo3MOXHBIE  OTKJIOHEHHS OT  CTAaHJAPTHOTO  TOBEACHMS  YYaCTHUKOB
KPOCCKYJIbTYPHOTO  B3aMMOJCUCTBHSI MOXHO YYHMTBIBAaTh C TIOMOIIBID MOJENN
ymnpaBieHus: ¢ oOpatHoi cBs3blo (Pucynok 9), xotopas paboTaeT mo OTKIOHEHHUSIM
KOHTPOJIMPYEMOT'O ITapaMeTpa OT 3a/JaHHOTO (PKEIaeMOro WK IJIAaHOBOTO) 3HAYEHUSI.

IlockombKy ma)xe eclim napaMeTpbl WM HM3MEPEHHS] KPOCCKYJIbTYPHOTO
B3aUMOJECUCTBUSA W3BECTHbI, B3aUMOJCKUCTBHUE IMPEICTABUTENEH PAa3HBIX KYJIbTYpP
IMPOUCXOJUT HE MO CTPOr0 ONPENEIECHHBIM YPOBHSM WJIH 3HAYEHHSM BBIPAKEHHOIO
KOHKPETHOTO MAapaMeTpa, a MO HEKOEMY KOHTHHYYMY, B paMKax KOTOpPOrO CHjla U
BBIPQXEHHOCTh  KPOCCKYJBTYPHBIX ~ OCOOCHHOCTEM  MOXET  BapbUpOBATHCA B
3aBUCUMOCTH OT CUTYyal[uu B3aUMOJICUCTBUS, YHACTHUKOB M UHBIX OOCTOSITENBCTB. DTOT

BapHaHT TpeOyeT MOJIENIN alaTUBHOTO yripasieHus (Pucynok 9).
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B nannoit Momenu nenpta (A) CTpeMHTCS K HYNIO, 4YTOOBI JIOCTHTHYTH
MakcuMaibHoro 3¢ dekra ot ananrtamuu (t). Tem He MeHee, TOCKONBbKY aHATH3UPYEMBIiA
IPOLIECC OXBATHIBAET IOBEACHHE, OOYCIOBIEHHOE KYJIbTYPHBIM (POHOM, BBIPAOOTATH
ONPEJENCHHbI AJITOPUTM B JAHHOM CIIy4a€ MOXHO JMIIb IMPU YETKOM MOHWMAHHUH

BO3JIEUCTBUSI KYJIbTYPbl HA KOHKpeTHOe nerictue (W).

Bxoa X AX Xt Bbixop Zi

ObvexT
Anropumm yn i

Pucynok 9 - Cuctema ananTuBHOTO YIIpaBICHUS C OOPaTHON CBSI3bIO

G- MOHHUTOPHHI' © KOHTPOJIb BBIXOJHBIX IIOTOKOB

[Ipu co3maHuMM ananTUBHOW MOJENM JUIsl OpraHu3anui  cepbl  YCIyr,
UCIIBITHIBAIOIINX KPOCCKYJIBTYPHBIE TPYIHOCTH, OCOOYIO CIIOKHOCTH MPEACTABIISIET TOT
(daKT, 4TO B KaXJOM KOHKpPETHOM ciyyae (00bekT ympasieHus - OVY) MoryT ObITh
3aJIeiCTBOBAHbl HECKOJBKO KyJNbTYpHBIX u3Mepenuil (R). Utoosl goectu 3pdext oT
ajanTaluud 10 Makcumyma (t), HeoOXoAMMO, YTOOBI MOJIENb MO3BOJIsLIA 3aJ1eHCTBOBATh
HECKOJIbKO KYyJIbTYpHBIX H3MepeHuid. [Ipu 5TOM HCMONB30BaHHE CYIIECTBYIOIINUX
KPOCCKYJIbTYPHBIX MOJEJICH MOXKET OKa3aThcs HEeI(DPEKTUBHBIM, MTOCKOJIBKY 3a4aCTYyIO
noI00HbIE MOJENTH BKJIIOYAIOT B ce0s KyJIbTYypHBIE H3MEPEHHS, HE OKa3bIBAIOIINE
HUKAKOTO BO3JCHCTBUS Ha OOBEKT YIpaBlieHHsS B JAaHHOM KOHKpeTHOM ciydae (OVY).
Uto0b1 MakcuMu3upoBaTh IPHEKT OT KPOCCKYJIbTYPHOW aJamnTaiuu, HEO0OXOIMMO
BBIPA0OTaTh AJITOPUTM, KOTOPBIM OBl yYHTHIBAI BO3MOXHOCTH BBIOOpA KYJIBTYPHBIX
U3MEPEHH, COOTBETCTBYIOIMX cuTyauuu. Hakonen, nis obecrnieyeHus HanOOJbIIETO
Bo3eiicTBus Ha OY moTpedyeTcst HaCTpoiKa aJropuT™Ma Ha OCHOBE MOHUTOPHHTA.

AHanm3upysi pa3inyHble CHUTyalldd KPOCCKYJIBTYPHOTO  B3aWMOJCHUCTBUS
opranuzanuii cepbl ycnyr, CileayeT ONpeNeiuTh, Kakas CTeNeHb aJalTHBHOCTH

H€O6XOJII/IMaI BO3MOKXHO JIM PCIIMTL BO3HUKIIHUC OCJIOKHCHHUA B IIPOLCCCE
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NPEIOCTABICHUSI YCIYyTH C TOMOIIBIO PETJIaMEHTOB, MH(POPMUPYIOUINX YYACTHHUKOB
mpolecca O IpaBWiIaX W HOPMAaTHUBaxX, C MOMOLIBIO HM3MEPEHUS OTKIOHEHHHA OT
JKeJTaeMbIX T[oKa3aTeiaell B3auMOACHCTBUS WJIM HEoOXoauM OJIOK aJanTHBHOTO
ynpasienus. [Ipu 3Tom o0beKTaMH aJanTUBHOTO YIPaBJIEHUS MOTYT BBICTYIATh Kak
OpraHusanys B ILEJIOM, TaK U €€ KOHKPETHbIE TMOJpa3JCiiCHHs, U OTHEJIbHbIC
COTpYAHUKHU. Bo3myiaroniee BO3AEHCTBUE IPOUCXOAUT B PE3YJIbTATE B3aUMOJICUCTBUSA
NPEACTABUTENCH KYJIbTYp, pPa3IUYalONIMXCd 10 HapamMeTpaM, ONPEAeSSIIOUIM
MOBEJICHUE U IEVCTBUS KOHKPETHBIX COTPYAHUKOB, OTJEJIOB U OPTAHU3ALIMI B LIEJIOM.

B nepBoii ri1aBe ObUTH ONTMCAHBI Pa3JIMYHbIE TEOPUHU U MOJEIH KPOCCKYJIBTYPHOIO
B3aMMOJICUCTBHS, ABTOPbI KOTOPBIX BBIICIUIN KOHKPETHBIE MapaMeTpbl (M3MepeHust),
XapaKTEpU3YyIOIIME OTHOUIEHUE PA3JIMYHBIX KYJbTYp K IpeaMeTaM U Ipoleaypam
B3aumonencteusa. I'. Xodcrene, ®. Tpomnenaapc, ydactauku mnpoekta GLOBE,
UCIIOJIB30BAIM U1 KOHCTPYMPOBAaHHSA KPOCCKYJBTYPHBIX MOJEIEH CO3JaHHbIE Ha
OCHOBE COLMOJIOTUYECKUX OMPOCOB 0a3bl JAaHHBIX M BBIACIWIA PA3NIUYHbIE HAOOPHI
OCHOBHBIX IIOKa3aTenel (M3MepeHHii), KOTopble (QOPMHUPYIOT KYyJIbTypHbIH (OH U
OTpeNeNoT MoBeaeHueckue moxaenu [5, 8, 18, 57]. OmHako He Bce BBIJICIICHHBIC
U3MEpPEHUs KYJIbTYpbl OECCIIOPHBI U MMEIOT pealbHOE 3HAYEHHUE ISl MPAKTHYECKOM
nestenpHocTH. Hampumep, mnosBuBmmecs B 1980-x rr. mokazarenun Xodcrene
HEOJIHOKPATHO KPUTHKOBAIUCh 32 METOJAOJIOTHYecKue Hepoctatku [37, 54],
reorpauuecKyo IMpeAB3sITOCTh aHAIM3UPYEMbIX oOpasioB [141], ycrapeBuiyto 0azy
JTaHHBIX [92] mmm gaxke 3a Oa3zoByro koHienuuio [81]. Hamm uccienoBaHust Taxke
MOKa3aJld HEOOOCHOBAHHOCTh Takoro mnokazatens [. Xodcerene, kKak HMHAECKC
MacKyJIMHHOCTH [58].

Hcnonb3oBanne MOJEeIU KPOCCKYJIBTYPHOI'O B3aMMOJICHCTBUSA oe3
COOTBETCTBYIOIIUX OIPAHUYEHUM, 0€3yCIOBHO, MPUBOJIUT K OUIMOOYHON JUArHOCTUKE
W, CJENO0BAaTEIbHO, K HEBEPHOMY IPUMEHEHUIO JAaHHBIX B AaHAIN3UPYEMOMN
OpraHu3alii, B YacCTHOCTH, B OpraHu3anusix cdepbl yCIyr, KOTOpble HE HMEIOT
OOJBIIOr0 YMCIIa JIOCTYMHBIX MPAKTUYECKUX BJIEMEHTOB B CBS3M C HEOCA3aEMbIM

XapakTepoM YCIIYT.
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Opranuzanuu cdepsl yciayr pazHOOOpa3Hbl M HUCHOJB3YIOT Pa3INYHbIE BUIbI
kinaccudukanuu. [lo ¢dopmaM COOCTBEHHOCTH WX MOXKHO pa3lCiUTh HAa YaCTHEIE,
roCy/IapCTBCHHbBIC, MyHHUITUTIAIbHBIC, TTPHHAJICKAIIIE OOMECTBEHHBIM OPTaHU3AIIHSIM.
[TpuHATO BBIAEIATH MSATH OOIINX THIIOB YCITYT:

1) NMpOM3BOJACTBEHHBIC — WH)XUHUPUHT, JIM3HHT, OOCITYy)XKMBaHHE M PEMOHT

000py10BaHUS;

2) pacnpenenuTeNbHbIe — TOPTOBIIS, TPAHCIIOPT, CBSI3b;

3) mpodeccroHalIbHbIC — O0aHKOBCKHE, CTpaxoBbIC, (bHHAHCOBBIE,

KOHCYJIbTAIlHOHHBIC, PEKIIAMHEIC;
4) moTpeOUTENBLCKUE — MACCOBBIC YCIYTH, CBS3aHHBIC C JIOMAITHUM XO3SIHCTBOM
U BPEMSIIPENIPOBOKICHUEM;

5) oOmiecTBeHHBIC — TEICBUICHUE, PaIH0, 00pa30BaHKE, KYJIbTYpA.

B «O06mepoccuiickom kitaccu(ukaTope yciIyr HaCeJIEHUI0» BBIIEISIIOT ObITOBBIE
YCIIYTH, TPAaHCIOPTHBIC YCIYTH, YCIYTH CBSI3U, XKUIMIIHO-KOMMYHAJbHBIE YCIYTH,
YCIyTU YUPEXKIEHUN KyIbTypbl, TYPUCTCKUE YCIYTU U YCIYyTU CPEICTB pa3MEIICHUS
JUIsT BPEMEHHOTO TMPOKUBAHUS TYPUCTOB, YCIYrd (DU3UYECKON KyJIbTypbl W CIOpPTa,
MEAWIIMHCKUE YCIYTH, CaHATOPHO-030POBUTEIIBHBIE YCIIYTH, BETEpUHApPHBIC YCIYTH,
YCIIyTH TIPAaBOBOTO XapaKTepa, YCIYrd OaHKOB, YCIYTH B CUCTEME 00pa30BaHUsl, YCIYTH
TOPrOBJAM M OOIIECTBEHHOTO TMHTAHMs, YCIYyTd PBIHKOB, COIMAIbHBIC YCIYTH,
MPEI0CTaBIIsIEMble TpakJaHaM TOXKUIJIOTO BO3pacTa U MHBATUIAM TOCYJapCTBEHHBIMH H
MYHUITUTIATBHBIMA  YIPESKICHUSIMUA COIMATBHOTO OOCITYXKHUBAaHUSI U TPOUYUE YCIYyTH
HACEJICHUIO.

B pamkax omHOTO McCienoBaHUS HEBO3MOXKHO OXBAaTUTh BCE BUIBI OPTaHU3AINN
chepsl ycnyr. Pa3pabareiBas peKOMEHAAMH IO KPOCCKYJIbTYPHOW adanTHBHOCTH
npeanpuaTuii  cheprl  yCIyr, Mbl  OPHUCHTHUPOBAJIMCh  HA  OpraHU3alluH,
IPEIOCTABIISAIONIME YCIYT'M HAaceJIeHHIO, CTpPeMsCh HCCeloBaTh OO0IMe A BCeX
IPEeAnpUATUN chephl YCIYT CUTYaIMH KPOCCKYIBTYPHOTO B3aUMOICHCTBUSI.

J1is pa3paboTKu MOJIETH KPOCCKYJIBTYPHOU aJanTUBHOCTH OBLIN CIITIAHUPOBAHBI
U TpOBeJCHbl KaOWHETHbIE U TIOJIEBBIE HCCIEIOBaHUS Ha OCHOBE CIEIyIOIIen

KOHIIeNITyaIbHOU cxembl (Pucynok 10):
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CepBuTHzanus T'nobanusarys

' '

Kacromusauus u UHIUBUAYaATTA3ALA
TPEAJTIOKCHUA, MAPKETUHT
B3MMOOTHOILIEHUH

i

3HAYMMOCTb KPOCCKYIIBTYPHBIX
KOMIIETCHIHH 1 aanTHBHOCTH
OpraHu3aIui

A

PeneBaHTHOCTD CYIIECTBYHOIIMX MOAEIEH U
BO3MOXHOCTb HX IPAKTHYECKOTO
HCTIOJB30BAHHS!

VHTEHCHBHOCTH KPOCCKYJIbTYPHOTO
B3aHMOJICHCTBHS

AHanm3 cuTyauui KpoCccKyIbTypHOTO
B3AMMO/ICHCTBHS B CEPBHUCHBIX OPTAHM3aLHAX

AHanm3 Hay4HOM JTUTEpaTypbl

M 3aBUCHMOCTD
Or00p peNeBaHTHBIX M3MEPEHHMN 1 HX 3aBHCHMOCTh TOBE/ICHAS
AIaNTUBHOCTH U
MPHOPETH3ALHSA IepPCOHAIA OT KYJIBTYPBI
TOTOBHOCTH OT KYJBTYPBI
Meromuka:
M Mertoauka: onpoc, KeHc- | CTaTUCTHYECKHI aHaM3
AHanM3 HayYHOH JTUTEPATyPBI, IKCIIEPTHOS &l poc, B
< aHaIH3, KOpPEMSLHOHHBIN
HHTEPBBIO, KeHC-aHaTH3

KOPPEJIAIMOHHBI aHATN3| aHAIM3, KOHTEHT-aHaITH3
CaifToB By30B

‘ e

Matpuna KpoccKyJIbTYPHBIX H3MepeHHiT [+ Mozesb KpOcCKY JIbTYPHOI aganTanuu

g opmaimonHas noaepikka KpoccKyIbTyPHBIX

Anpobanust MaTpULbl . M
poban TP B3AUMO/ICHC TBH

Pucynox 10 - koHIIenTyanbHast cxema Ucciae0BaHus
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NcTouHuK: COCTaBIEHO aBTOPOM.

Ha ocHoBe npoBeeHHOTO aHaIM3a PEJIEBAHTHOCTU U MPAKTUYECKOW 3HAUMMOCTH
UCIIOJIb30BAHUSl CYIIECTBYIOIIMX MOJENEH KPOCCKYJIbTYPHOIO B3aUMOJIEHCTBUA (I10
HAay4YHBIM MyOJIMKAIMAM, YaCTOTE LIUTUPOBAHUS KOHKPETHBIX MOJIENICH M U3MEpPEHUM
KyJbTYPhl B HAYYHBIX UCTOYHUKAX) OBLI COCTABJICH MEPEYCHb U3MEPEHUI (3JIEMEHTOB),
KOTOPBIM 3aTEM C MCIOJB30BAHUEM BECOBBIX IIOKA3aTeNel B XOAE OSKCIEPTHBIX
WHTEPBBIO U CUTYAIIMOHHOTO aHan3a (Kehc-aHaln3a) ObUT YTOYHEH U MPEJICTABJICH B
BUJIC MaTPHUIIbI HHAEKCOB KPOCCKYIbTypHOro B3aumoaericteus (MUKKB).

Meton cuTyallMOHHOTO aHaiu3a (KeHc-MeToA) — JTO METOJA IPOBEIACHUS
JETAJIbHOTO aHAJIN3a OJJTHOM KOHKPETHOW CHTYAallMH, UCTIOJIb3yEMBIN [l UCCIEAOBAHUS
ompeneneHHo mpodbiemsr [155]. llens wuccnenoBaTeabCcKOro Kekca — HU3YYUTH
OMPENICICHHOE SIBJICHUE WJIM TMPOIECC, U BBIIBUTH 3aKOHOMEPHOCTH, OIMHPASICh Ha
ONPENICICHHYIO KOHILICHIUIO WJIM TEOpHIO. Takue KEHChl NPOBEPSIOT THUIOTE3BI,
BBISIBJISIIOT TOBTOPSIIOLIYIOCS, TUIMUYHYIO NPUPOAY HUcciaeayemoil cutyauuu [64]. B
HCCIIEIOBATENIbCKOM Kelice IIEHTPAJIbHOE MECTO OTBOAUTCS Hjee, TUMoTe3e, a
OIMIIUPUYECKUN MaTepuall coOMpaeTcsi C IeNbl0 Mocieayromei oopadboTku. MHeHue
aBTOpA BKJIIOYAETCS B KEHC Kak pe3yabrar ucciaenoBanus. K. Dizenxapt u P. Nun
[66,157] BnepBble NpPEaNIOKWIM TAKyI0 TPAKTOBKY Keiica KakK HCCIEeI0BaTEIbCKOrO
Metona. B HameMm ucciegoBaHMM Mbl MCIHOJIB30BANIM KaK MCCIENOBATENbCKUE, TaK U
onucaTtenbHble KeHchl (0 kmaccupukamuu P. Mumna). VccnemoBaTenbckue Keichl
MPEACTABIISUIA HEOOMNBIINE MO MacmTady HCCIeIOBaHWs, HAIpaBJICHHbICE HA TMOUCK
uHpopMalMu MO BOMpPOCAaM KPOCCKYJbTYPHBIX B3aUMOJEHCTBUN B Pa3IUYHBIX
opraHuzanusx chepbl ycnayr. Takue KeMchl BKIIOYAIM WHTEPBBIO C BiaAcibllaMU U
MPEACTABUTEISIMU TIPEANPUITHIA cHEephbl yCIyT, YTOOBI COCTAaBUTh MEPBUYHBIN CITHCOK
BO3MOXXHBIX OOpa3Il0B W CUTYyallM B3aMMOJCHCTBUSI, KOTOPHIE 3aT€M HCCJIEI0BATIUCH
O6onee neranmpHO. [Ipm 3TOM coOpaHHBIE HTaHHBIE 00 HCCIEAOBaHHBIX ¢upmax (UX
OMHCaHWEe, pa3Mep, UcTopus, chepa NEITETbHOCTH W T.I.) CIYKWUJIU OCHOBOHM ISt
MJIAaHUPOBAHUS JAJIbHEHIIUX HccieaoBaHui. OnucaTelbHbIe KEUChl HUCIOIb30BAIUCH
JUIst coopa u 00001IeHNs JaHHBIX 00 mccienxyemMoM siBaeHuu. CoOpaB pazHooOpa3HbIe

CUTyalluid KpPOCCKYJIBTYPHOTI'O BSaHMOHCﬁCTBHH B JO0CTAaTOYHOM KOJIHMYECTBE, MbI
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MOJTyYUIIH BO3MOXKHOCTh BBISIBIICHUSI MOJZIENICH MOBEAEHUS, TEHACHIUN, POPMYITUPOBKH
TUIOTE3.

Bri6op MeTosla CHUTYallMOHHOTO aHalih3a JUIsl MPOBEACHUS MCCIEIOBaHUN ObLI
OOyCNIOBJIGH ~ HAJIMYUEM  COOCTBEHHOTO  OMbITa B  KOHKpPETHOW  oOmjactw,
00€eCIeYnBaIOIIETO JIOCTYI K MOJTYYEHUIO JaHHBIX, a TaKKe HEOOXOAUMOCThIO cOOpaTh
U 0000mUTh pa3HOOOpPA3HBIM MaTepual O CHUTyalUsX KpPOCCKYJIbTYPHOTO
B3aUMOJICUCTBUS, KOTOpbIE OBUIO TPYAHO KiacCU(UIMpoBaTh 0€3 HaIU4Us HX
OMMCAHHM, TMOCKOJbKY OpraHu3aluu c@epbl YyCIyr, XOoTb U OOBEAMHEHBI OOIUMU
XapaKTEPUCTHUKAMU, HO 00JIaJal0T YHUKAJIbHBIMH OCOOEHHOCTSIMH, KOTOPBIE MOKHO
BBISIBUTH IPU ONMCAHUM KOHKPETHBIX CUTYallM MX B3aUMOJEUCTBHUS C KIMEHTaAMHU U
NapTHEPAMH B KPOCCKYJIbTYPHOM CpeJie.

CuTyallMOHHBIA aHaIU3 TAKXKE HCIOIb30BAJICS JJII UCCIEAOBAHMS Pa3IMYHBIX
CUTyallull KpPOCCKYJIbTYPHOTO B3aMMOJIEUCTBUS U OIpENeeHUs] BIMSHUS 0a30BOM
KyJbTypbl OpraHu3auuu cheppl yciayr Ha €€ aJalTUBHOCTb U TOTOBHOCTb K
BOCIIPUATHIO HEOOXOJAMMON TOACTPOMKH TOJ] MPEACTABUTENICH APYruxX KyJIbTyp.
OOpaboTka pe3yslbTaTOB KEWCOB C TIOMOIIbIO KOPPEISIIMOHHOTO aHajlu3a Jaia
BO3MOXXHOCTb YTOYHUTH 3ieMeHThl Matpuubl MHWKKB wu  moctpouts monens
KPOCCKYJIbTYPHOU afanTtaiui. AJanTHBHOCTh NEPCOHANA OPraHU3aluid cepbl yCayr u
aHaJIn3 TOTOBHOCTH K BOCHPUATHIO JPYIMX KYJIbTYp OBUIM NpOaHAIU3HPOBAHBI C

ITIOMOIIBIO CTATUCTHYCCKOI'O aHAJIN3a, aHaJIn3a KEHCOB U KOPPECILIOMOHHOTO aHaJIn3a.

2.2 AHaJu3 aJanTUBHOCTU OPraHu3anui cgepsl yeayr B CUTyalMsIX

KPOCCKYJbTYPHOT0 B3aUMOAeHCTBUS

Kaxk Obu10 yka3aHo B mepBoH riaBe, YCHEMIHOCTh CEPBUTH3ALMN 00eCIeYMBACTCS
YPOBHEM  KJIMEHTOOPHUEHTHUPOBAHHOCTH  OpraHu3amuu  cdepsl  yCiIyr,  T.e.
Mpe0CTaBICHUEM KIIMEHTaM 0oJjiee KaCTOMU3UPOBAHHOTO CEPBUCHOTO pelieHus [24], a

TaKOM MOJX0/ TpeOyeT ONpeeeHHbIX YCUINN U U3MEHEHUM, TTPEACTABIISIONINX COO0M
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KOMITJIEKCHBIA ~ TPOIIECC U3Y4YEHUS] OCOOCHHOCTEH W TOTPEOHOCTEW KIIMEHTA,
3G ()EKTUBHOTO pEIICHHs] BO3HUKAIOMIMX TMPOOJEM U TOCTOSHHOTO OOyYeHUS
COTPYAHUKOB TaKOW OpPTaHHU3alINH.

Onupasch Ha 3Ty JIOTMKY, MOHO MPEINOJOXKHUTh, YTO BBIIBUTH MPOOJIEMbI
nmpoliecca cepBUTH3AMM U A(Q(PEKTUBHO MPeoAosieTh Oapbepbl Ha MYTH OSTOM
TpaHchOpMaIi MOKHO, aHAIU3UPYS JECIOBYIO CpEely OpraHu3alii U Kelc-CUTyaIuio
MpPEeIOCTaBlIeHUsT KOHKpeTHOW yciyru [12]. Hayunple myOnukamuu yKasbIBarOT, YTO
OOJBIIMHCTBO 0aphePOB CEPBUTH3AIMHU MPSIMO UM KOCBEHHO CBSI3aHBI C HETUOKOCTHIO
opraHuzanuii  cdepbl  yCIyr, MPOAOIKAIOIMIMX HCIOJb30BaTh MPUBBIYHBIE U
CTaHJIAPTHBIE MPOLECCH U npoueAaypsl [143] U OCHOBBIBAIOIINX CBOM CTPATErMUYECKUE
peleHus Ha npouioM omnbite [ 145].

PaccMoTpuM HECKOJIBKO CUTYyallMid, CBA3aHHBIX C HEOOXOUMOCThIO MIEPECTPOUTD
paboty opranuzanuii cdepbl yciayr, ¥ MNpOoaHAIU3UPYEM BIHUSHUE KYJIbTYPbl, Y4YeT
KOTOPOM MOMOXKET TaKOW OpraHu3aiii BbIOpaTh 3PGEKTUBHOE pEeIlIeHUE, MPEOJ0IETh
3aBUCUMOCTh OT CTaHJAPTHBIX CXeM U mpoueayp. M3 MHOTOYMCICHHBIX CHUTYaIlUi,
KOTOpble ObUIM BBIJICJICHBI KCCIIEIOBATEISIMU Kak Oapbepbl cepBUTH3AIUU [4], MBI
BBIOpaIM TpU, CBSI3aHHBIE C PA3HBIMU ACTIEKTaMU B3aUMOJCHCTBUS TPU OKa3aHUU
yciyr: 1) BIuMsHHE KyJIbTyphl Ha KOMIIETCHIIMM TIEPCOHANIA OpTaHu3auu chepbl YCIyT,
2) aHanmu3 TOTOBHOCTH TaKOW OpTraHU3aIMH K KPOCCKYJIHTYPHOMY B3aUMOCHCTBUIO U 3)
BOBJICUCHHOCTh €€ Pa3JIMYHbIX OTACJIOB B KPOCCKYJIBTYPHBIC B3auUMOACHCTBUs. BbIOOD
ATUX CUTyallMd OKa3aHWs YCIyr OOYCJIOBJICH 3HAYMMOCTBIO TMpEIMETa aHaliu3a s
opraHuzanuii cepsl yciayr BooOIie (mepcoHan Kak Haubojiee 3HAYMMBIN (akTop B
ycilyrax), BIUSIHAEM IPOIECCOB T00aNu3ali Ha €€ JAESITeNIbHOCTh (HErOTOBHOCTh
OpraHU3alliid K UHTEPHAIIMOHAIM3ALUHA U KPOCCKYJIbTYPHOMY B3aUMOJICUCTBUIO MOMKET
MPENATCTBOBATh  peIM3allMM  CTPATETHYECKUX  pPEIIeHWuH) U HEe0OXOIUMOCTh
MPUOPUTHU3AIMK TOTPEOHOCTEH B KPOCCKYJBTYPHBIX KOMIIETEHIIUSAX B CHUTYaIlHH
OTPAaHUYEHHOCTH PECYPCOB NPU MPOBEACHUM HW3MEHEHuWW. B kaxagon wu3
aHAJIM3UPYEMbIX CUTYaAIlUd MbI TOKa)KEM BO3MOXKHOCTh U JJOCTATOYHOCTh YIPABJICHUS C
MOMOIIIBIO JKECTKUX PETJIAMEHTOB MJIM OOpAaTHOW CBSI3U, OOOCHOBBIBasi HEOOXOUMOCTh

AJAIITUBHOTI'O YIIPaBJICHUA KPOCCKYJIbTYPHBIMHA B3aI/IMO,I[CI\/'ICTBI/I$IMI/I.
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KynabTypHble O0COOCHHOCTHM BIMSIIOT HAa TMPOIECCHl HMHTEPHAMOHATU3AIUN
opranuzanuid cdepbl yciayr. Ycmex BbIXOJa Ha MEXKAYHAPOIHBIE PHIHKM BO MHOTOM
ONpEAEseTCS TEM, HACKOJIBKO KOMITAHUSA BHYTPEHHE TOTOBA K MHTEPHAIMOHAIU3ALIMHI
U KPOCCKYJIbTYPHOMY B3aUMOJEHCTBUIO. YacTO CTeNeHb TOTOBHOCTH OMNPEESAETCS MO
c(hOpMHUPOBAHHOCTHU HEO0OXOIUMBIX HH(POPMAITMOHHBIX MaTepUaIoB u
c(hOopMYJIMPOBAHHBIX IIEJIEH W 3a/1ad, HAJMYHIO aHTJIOSI3BIYHOTO CaiTa, COTPYAHHUKOB,
BJIAJICIONINX UHOCTPAHHBIMH SI3bIKAMU U T.II.

MexXxayHapoJHYI0 OpPHUEHTAllMI0 W TOTOBHOCTh K HWHTEPHAIMOHAIM3AIUU U
KPOCCKYJIbTYPHOMY  B3aMMOJICMCTBUIO MOHO ONPEACINTh, WCIOJIb3ysl TMOHSITHE
ATHOPEJISITUBU3MA U MOJIENIb MEXKKYJIBTYPHON CEHCUTUBHOCTH M. BeHHeTTa, KOTOphIE
MO3BOJISIFOT TTOHATH, KaK JIFOAU BOCIIPUHUMAIOT pa3ianuus [29].

[TocTosiHHO pacTylee 4YWCIO aBHANacCaXUpPOB, YBEIWYUBAIOLIEECS YHCIIO
aBUAJIMHUM, POCT YKCJIa OHJIAMH OJI0TOB O MyTEMIECTBUIX CBUIETEILCTBYIOT O TOM, YTO
MHpP CTAaHOBHUTCS MHOTOOOpa3Hee, U BhIpaKkaeTcsl 3TO B 00Jiee TOJEPAaHTHOM OTHOIIIEHUU
K MHOCTPAHIIaM U MPEACTABUTEIISIM APYTUX KYJIBTYP.

BriObop aBumamepeBO30K Kak oTpacid  chepbl  YCIYr  MPEACTaBISICTCS
00OCHOBAaHHBIM JJIsl TIPOBEJICHUSI aHAJIN3a B CBS3U C BAXXHOCTHIO JTAHHOM OTpaciu, a
TaK)K€ CTCICHBIO BO3ACHCTBUA Ha Hee rioOanm3anuu [108]. ABuakoMITaHUU
CIIOCOOCTBYIOT ~ MEXKAYHApPOIHONW  MOOMJIBHOCTH  TIpakaaH, a  riaobOanu3anus
criocoOCTByeT  OypHOMY  pPa3BUTHIO  aBHANEpPEBO30OK. OJTO  MOATBEPXKIAACTCS
CYIIECTBEHHBIM POCTOM YKCJIa aBUAKOMITAHUIN IO BCEMY MHUPY U MTOCTOSHHO PACTYILIUM
YUCIIOM TACCAXKUPOB, JOCTUIMM oOTMeTkH B 3,7 mupn B 2016 1. Ilpm sTtom
CPEAHETON0BOM MPUPOCT 32 MOCJIEAHUE IECATH JIET COCTABUI NOpsAAKa 5,5% MO-TaHHBIM
IATA [161].

B  Hacrosimiee BpemMs aBUAKOMIIAHUM  SIBJIAIOTCS, BEPOSITHO, CaMbIMU
MHTCPHAIIMOHAIBHBIMM ~ OPTraHM3allUsIMH, KOTOPBbIE€ JOJDKHBI OBITh TOTOBBI K
OOCTY’>KMBAHHUIO KJIMEHTOB, TMPEJCTABISIONIUX PAa3JIMYHbIE CTPAaHbl U KYJIBTYpPHI.
CepBuTHuzaiiusi  BAMSIET HAa  PBIHOK  TMACCAKHUPCKUX  aBHAINlEPEBO30OK  Yepes
MYJIbTUKAHAJIBLHOCTh TPUOOPETEHHS] TACCAXUPAMH M HMX TMPEJACTABUTEISIMU YCIYTH

ABHAIICPCIICTA, HU3MCHCHHUCM IIpaBUJI MPCAOCTABJICHHA YCIYIH B 3aBUCHUMOCTH OT
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DKOHOMHUYECKUX, TIOJUTUYECKUX, COIHAIBHBIX  (DAKTOPOB  BHEIIHEH  CpPEIBbI.
ABHMaKOMIIaHWHY TAK)KE pEearupyroT Ha U3MEHEHHUS B PEKUME PEaTbHOTO BPEMEHH, YacTO
IpsIMO B TIPOLIECCE OKa3aHUsl YCIYT'M MPUHHUMAs PEIICHUs O BOIPOCAX, HAMpPaBICHHbBIX
HEIMOCPEICTBEHHO HA MAaKCUMAJIbHOE yJIOBJIETBOPEHHE 3aIIPOCOB KIIMEHTOB.

B oatoM cnyuyae creayer o0XuAaTh, YTO AaBUAKOMIIAHMM SIBJISIOTCS Oosee
MEXIYHAPOJIHO-OPUEHTUPOBAHHBIMU U OTKPBITBIMH BO BCEX IMpEAJIaraéMbIX HMHU
yciayrax. OpHako, caM OpoLEcC OKa3aHWs  YCIYIM  JOCTaTOYHO  YKECTKO
periiaMeHTUpOBaH B CBS3M C HEOOXOJMMOCThIO oOecreueHus Oe30MacHOCTH
naccaxupoB. CyllecTBYIOT NIpaBuia OCYIIECTBIEHUS MEPEBO3KU M OOCTYKUBaHUS
MAacCaXUPOB Ha OOpTy, CTAaHAAPTHI OOCTY>KMBaHUS W CepTU(]HKAINS yIaCTHHUKOB
npoiiecca okazanus ycayr [17, 41].

Takum  oOpa3om, yCIOyTH, TMPEIOCTaBISIEMbIE aBUAKOMIIAHUSIMHU, HOCST
CTaHJApPTHBIN XapakTep, a MPOU3BOJICTBO YCIYr OCYIIECTBISETCS COTPYIHUKAMU
KOHKPETHOTO To/pasfiefieHus: opraHuzanuu cdepbl ycayr. OmgHaKo KOMIUIEKCHBIN
XapakTep NPEeAOCTABISIEMON YCIYTH, BBICOKHME TPEOOBaHUS KIUEHTOB K KaueCTBY
OOCTY’>KMBaHUSI JTUKTYIOT HEOOXOJIMMOCTh TIIATEIbHOW MOJATOTOBKM BCEX YCIOBHM
MIPEIOCTaBIICHUS YCAYTH, B TOM YUCJIe HMHPOPMUPOBAHHOCTH KJIMEHTOB Ha BCEX dTamax
€€ MPOU3BOJICTBA U MTOTPEOICHUS.

Hcnonp3ys mikany beHHETTa Mo OLEHKE 3THOpENsATUBU3MA [27], Mbl IPOBEIU
UCCJIEIOBAHNME, HAIPaBJIECHHOE HA aHaju3 B3aUMOCBA3M MEXIY HCIOJb30BaHUEM
WHOCTPAHHOTO $3bIKa B OOPTOBBIX JKypHajaxX pa3UYHBIX AaBUAKOMIIAHUNA U
OTHOIIICHHEM MECTHOTO HaCeJIeHUs] K HHOCTpaHI[aM B CTpaHE MPOUCXOKIACHUS
aBUAKOMITAHHH.

[ToMmuMo  ocymiecTBIEHUS CBOEBPEMEHHOH, Oe3omacHOil u  KOMMOPTHOU
MEePEBO3KU TMAaCCAXUPOB, aBHAKOMIIAHWH, OCOOCHHO HAIMOHAJIbHBIC TE€PEBO3UMKH,
MIPEJICTABIISIIOT CBOIO CTpaHy M KyJIbTYpy Ha MEXIyHapoaHoM ypoBHe. [Ipu mepenere
MACCaXUPhl MOTYT TOJYYUTh HEKOTOPYIO WH(OpMaIuio O CTpaHe Ha3HAYEHUS U3
JKypHajla aBHAKOMIAHWHM JUIA IMacCAKUPOB. ECIM 3TOT TMeYaTHBIA OpraH BBIXOJIUT
TOJIbKO Ha $I3bIKE CTPaHbl aBHAKOMIIAHWHU, a MACCAKUP MM HE BIAJEET, TO KypHAI

OKa3plBaeTcsd Oecrosie3eH. Ecium  aBHakoMIaHusi — sBISETCS  T'OCYJApCTBEHHOM,
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UCIIONIb30BaHUE WJIM HEUCIOJIb30BaHWE HMHOCTPAHHBIX S3BIKOB B JKypHajax JJist
aBUANIACCAKUPOB CBUJICTEIILCTBYET O CTENEHHU IPYKETIOOHOCTH MO OTHOLICHHIO K
WHOCTpaHIIaM B TOM WM HHOU CTpaHe.

CoOpaB gaHHBIE O MPOLIEHTHOM COOTHOIIICHUM CTaTel Ha aHTJIMHCKOM WM MHOM
WHOCTPAaHHOM JJII CTPaHbBI SI3bIKE B KypHAJIaX aBHAKOMITAHUNA Ha MEXIyHApPOIHBIX
peiicax (ObUM TIpoaHATM3UPOBAHBI OOPTOBBIC KYpPHAIBI TPUIIATH aBHAKOMITAaHUH), U
COIOCTaBUB pPE3yJbTaThl CO IIKajgol beHHeTa, Mbl CpaBHWIIM TOJYYCHHBIC JaHHBIC C
JaHHBIMA MHUPOBOTO PEHUTHHTAa KOHKYPEHTOCTIOCOOHOCTH B cepe MyTermecTBUid U
typusma B 2015 roxy [46, 164].

B tabnuiie 2 npeacTaBieHbl BCe MPOAHATU3UPOBAHHBIE KYPHAIIBI, HCIIOIB3yEMbIe
aBUAKOMITAHMSIMU BO BpEMsI MEXKIyHApOAHBIX mepeneToB. Tak Kak aHTIMHCKUN SI3BIK
CTaJl CBOETO pojia «IMHrBa-(hpaHKa» B TYPUHIYCTPUH, a HEKOTOPHIC aBHAKOMITAHUU
IPEJICTaBIISUIA HEAHTJIOSN3bIUHbIE CTPaHbl, TO 3TO MO3BOJIMIO aBTOPAM COCPEIOTOUUTHCS

Ha SA3BIKOBOM aCIICKTC.

Tabnuua 2 - PaccMoTpeHHbIe aBHaKOMIIAaHUY U JTaHHBIE, COOpAaHHBIE B pE3yJIbTaTe

aHajau3a uX OOPTOBBIX KYPHAJIOB

Asunakommanus | Homep Crpana Ucnons3yemsrii(e) | Yacts oObema YpoBeHb
BBIITYCKA U | IPOUCXOKICHUS A3BIK(1) OopToBOTO 3THOPENATUBHOCTH
roj JKypHaja Ha
W3JaHNs WHOCTPaHHBIX
A3BIKAX

Rossiya 02/2014  |Poccust Pyccxkwuii u 3 cTp/173 Huskwii
AHTTIMICKUI

Czech Airlines 04/ 2014 Yermckas Yeickui, 1/3, 1/3, 1/3 Cpenuuii / Beicokuii

PecriyGnuka AHTJIMACKUH U

pyCcCKui

Transaero 05/2013  |Poccus Pyccknii 0 Husknii

Aeroflot 07/2013  |Poccus Pycckuii u 20 ctp /300 Husknit
AHTTIMICKUI

Air France 05/2013  |®panuus Opany3ckuii u 50/50 Cpennuit
AHTJIMACKUIN

Lufthansa 06/ 2013  |I'epmanust Hemenknii u 50/50 Cpemumii
AHTTIMHCKUI

Alitalia 06/2013  |HUranus UranbsHckmii 1 50/50 Cpennnii
AHTJIMACKUHT

Aeroflot Premium |07/2013  |Poccus Pyccknii n 80/250 Huskni
AHTTIMHCKUI

Turkish Airlines |08/ 2013 Typrust Typerkwuii u 50/50 Cpemuuii
AHTJIMACKUIN
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SAS 07/2013  |Tanms / Anrnuiickuit 100% Beicoxuit
Hopgerwust /
[IBenus

KLM 05/2014  |Hupmepaanmbl AHrIMACKUN 100% Bricokmii

S7 03/2013  |Poccus Pycckuii n 2ctp/80 Huskuit
AHTJIMHACKUI

Bulgaria 08/2013  |Bonrapus bonrapckuii u 50/50 Cpenuuii
AHTJIUHACKUHT

Emirates 09/2013 |OAD AHrImickuit 100% Bricokwuii

Aegean 04/2014  |T'pemms I'peueckuii n 50/50 Cpennuit
AHTJIMHACKUI

Tarom 04/2014  |PymbInus PymbIHCKMIH 1 50/50 Cpennuit
AHTJIUHACKUHN

AeroSvit 05/2014  |Ykpanna VKpauHCKHII 1 +/- 30% OT HU3KOTO 10 CPEeTHETO
AHTJIMHACKUI

Finnair 05/2014  |DubasHINA AHTTIHACKAN 100% Bricokuii

Malev 07/2014  |Benrpwust Benrepckuii u 50/50 Cpenuuit
AHTJIMHACKUI

Brussels 05/2014  |Benbrus AHMIIHHACKAH, 80/10/10 Bricokuit
(b paHIy3cKuii 1
TOJUIaHJICKUI

Austrian 02/2014  |ABcTpus Hemenkuii u 50/50 Cpemuuii
AHTJTUHACKUHT

Aeropostal 04/2014  |Benecyaia Mcnanckuit 0- Hukakoit  |Huskwuit

Moldova 06/ 2013  |Monmosa MonaaBckuii, 1/3,1/3, 113 Cpennuii / Beicokuii
pyCCKUi 1
AHTJIMACKUI

Air Algérie 02/2013 | Amxup @pannysckuii 0- Hukakoit  |Huskuit

IranAir 05/2014  |Mpan [lepcunckuit 0- Huxakoit  |Huskuit

ChinaSouthern 05/ 2014 Kurai Kwuratickuii n 50/50 Cpennuii
AHTJIMHACKUI
SI3BIKAX

ChinaEastern 05/ 2014 Kurait Kuratickuii 50/50 Cpenuuii
AHTJIMACKUI

Air China 05/2014  |Kwuraii Kuraiickuit u 50/50 Cpemumii
AHTJTUHACKUHT

Hainan Airlines  |05/2014  |Kwurait Kuraiickuii 0 Huzkwuii

TAM 06/ 2014  |Bpa3unust [Mopryransckuii /  |50/50 1 50/50  |Cpennuit
AHTJIMHACKUHN U
MOPTYTANbCKUH /
WCMIaHCKUI

Ha ocHoOBe 3THX MEepBUYHBIX TaHHBIX OBLIM CHOPMYITUPOBAHBI IBE TUTTOTE3bI IS
MIPOBEPKHU KOPPEJSIMUU MEXKAY STHOPEIATHBU3MOM aBHAKOMIIAHUM M OTHOLIEHUEM K
WHOCTPAaHLAM B CTPAHE UX MPOUCXOKICHUS:

I'mnoTe3a 1: aBuakoMIaHuM, KeJAOIINE MOKa3aTh CBOK OTKPBITOCTh MUPY, WIIH,
[0 KpaWHEeW Mepe, TEPHNUMOCTh II0 OTHOLICHHID K HWHOCTPAHHBIM NACCaXXUpam,

MIPEIOCTABIISIOT HHPOPMAIIUIO HA HHOCTPAHHOM SI3BIKE.
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I'unoTe3a 2: aBHaKOMITAHUU, TPOUCXOISIIUE U3 STHOLICHTPUUECKUX KYJIbTYp, HE
CUMTAIOT HEOOXOIUMBIM MTPEIOCTABIISATH KIIMEHTaM MaTepHajibl HA MHOCTPAHHOM SI3BIKE.

B cBs3u ¢ oTCyTCTBHEM KaKUX-IMOO JaHHBIX 00 YPOBHE STHOPEISATHBU3MA IIO
CTpaHaM MBI WCITOJIb30BAIM JOKJIA O KOHKYPEHTOCIOCOOHOCTH B cepe Typusma u
nyTemecTBUi, AaTupoBaHHbiil 2015 1., KOTOPBII ObUT MpPECTABICH HA YKOHOMHUYECKOM
dbopyme B JlaBoce B TomM ke TrToay [46]. IlpencraBieHHBII TaM pPEUTHHT
CBHUJICTEIILCTBYET 00 OTHOIIEHWHM K HHOCTPAHHBIM TYpHUCTaM B PacCMaTpPUBAEMBIX
crpaHax [164].

M. ®umep u3 «BamumHrTOH MocT», Ucnoyib3oBal ganHele WEF, coOpaHHbie B
nepuos ¢ konma 2011 go xonma 2012 roma B 140 cTpaHax u oToOpa3wi UX HA KapTe,

MpeACTaBICHHON Ha pucyHke 11 [68].

Attitude of population *
toward foreign visitors

. I More welcoming
.

. | Less wolcoming
)

Pucynok 11 - kapra M. ®umepa

HcTounuk: raszera «Bamuurron mocm [68].

CorylacHO 3THM JaHHBIM, BBIJEJICHHBIE KPAacHbIM LIBETOM CTpaHbl MEHEE
IPYKEMOOHBl 0 OTHOLIEHUI0 K HHOCTPaHHBIM TYPUCTaM, & OKpALICHHbIE CUHHUM
I[BETOM CTpaHbl O0JIiee TOCTEIPUUMHBI K HHOCTpaHIaM. TpolKa caMbIX FOCTEPUUMHBIX
CTpaH B NopsJKe yObIBaHUA BRINIAIUT Tak: Mcmanaus, HoBas 3enanaus u Mapokko.
[pyrue cTpaHbl ¢ BBICOKUM YPOBHEM rocTenpuMMHOCTH — 3T0 Mpmangusa, Kanana,

ABCTpHSI M1 HECKOJIBKO MOITYJISIPHBIX TYPUCTUYECKHX HANPABIICHUM, Takue Kak Tauianz
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u OObenuHeHHble ApaOckue DOMHUpaThl. OTH JaHHBIE KOPPETUPYIOT C JIaHHBIMH,
coOpaHHBIMHM Ha OCHOBE aHAJIN3a KypHAJIOB aBUAKOMITAHUM.

Tpu cTpanbl, UIsi KOTOPBIX XapaKTEpHO HAMMEHEE JPYKeI0OHOE OTHOIIEHUE K
WHOCTpaHIlaM, B MOpsjKe yObIBaHusA, — 3T0 bomuBus, Benecysna u Poccus. [pyrue
CTpaHbl, JIEMOHCTPHUPYIOIINE HU3ZKAWA YPOBEHb TOCTENPUMMHOCTH, HAXOHIITCS Ha
bimxxaem Boctoke. B ux uucno Bxomar Mpan, Ilakucrtan, CaynoBckas ApaBus, a
taxke Kurait u FOxxnas Kopest.

Takoe HH3KOE 3HAUYEHHE MOXKET OOBICHATHCA Ppa3HBIMU MPUYUHAMHU.
HectabunbHocTh U KOHGIUKTH Ha bivkHem BocToke, BIOJHE BEPOATHO, OKA3bIBAIOT
ONPENICIICHHOE BIMSHHUE HA JAHHBIM MOKa3aTenb. [[pyroil npuunHOW HU3KOIO PEUTUHTA
MOET OBITh CYIIECTBYIOUIUN WM PACTYIIMA HAIIMOHAIU3M B YIOMSHYTHIX CTpaHax,
MPOBOIUPYIONIUN HENPHUSA3HEHHOE OTHOIICHUE K HHOCTpaHuam. [l Toro 4ToObl
paccuuTaTh KOPPEISALUIO MEXIY 3THOPEUTUHIOM U peuTUHroM WEF, Mbl ycTaHOBWIN
3HaueHue dTHopessTuBU3Ma OT O (HU3KUK ypoBeHB) 10 1 (BBICOKUI YpOBEHB). PedTHHT
WEF Ob11 nipeoOpa3oBan B mpoueHThl (x/1,4), a 3aTeM MpelcTaBieH B MOPSAKOBOM
3HAUYEHUU, YTOOBI O0003HAYUTH HAIUMU, OTKPBITHIE [JII WHOCTPAHIIEB, a 3HAYWT,
MMEIOIINE BBICOKMH PEUTHUHT, U CTPAHbI, 3aKPBIThIC IJISI MHOCTPAHIIEB, U HWMEIOIINE

HU3KUW PEUTUHT.

Tabnuma 3 - Koppensitus mexay sTHopedTHHToM 1 peiituarom WEF

Asunaxkomnanus |CTpana °
NPUHALJIEKHOCTH | YPOBEHb g g |Peiitunr |Peiitunr | Otpuuar.
ABHAKOMIIAHUN  [ITHOPEJIATHBHOCTH E = |WEF /140 \WEF /100 (WEF /100
=
Rossiya Poccus Huzknit 0 138 98,57 1,43
Czech Airlines |[Yemckas Ot cpeanero 1o 0,8 |66 47,14 52,86
PecnyOnuka BBICOKOT'O
Transaero Poccus Huskui 0 138 98,57 1,43
Aeroflot Poccus Huskuit 0 138 98,57 1,43
Air France OpaHnus CpeIHui 0,5 180 57,14 42 .86
Lufthansa ['epmanus cpenHuit 0,5 183 59,29 40,71
Alitalia Uranus CpeIHui 05 1|79 56,43 43 57
Aeroflot Poccus Huskuit 0 138 98,57 1,43
Premium
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Turkish Typrus cpenHuit 0,5 |53 37,86 62,14
Airlines
SAS Hanus / Hopserus |Boicokuit 1 66 47,14 52,86
/ lIBerus
KLM Hunepnanmbt Bricokuii 1 52 37,14 62,86
S7 Poccus Huskuit 0 138 98,57 1,43
Bulgaria Bonrapus CpeaHHI 05 |132 94,29 5,71
Emirates OAD Bricokuii 1 15 10,71 89,29
Aegean I'penius CpeITHUIA 05 |37 26,43 73,57
Tarom Pymbinus CpeHUi 05 |122 87,14 12,86
AeroSvit VYkpanHa OT HU3KOIO 10 0,3 (127 90,71 9,29
Cpennero
Finnair OUHIAHAUA Bricokuii 1 31 22,14 77,86
Malev Benrpus CpeIHUIA 0,5 |116 82,86 17,14
Brussels Benprus Ot cpeaHero 10 0,8 |19 13,57 86,43
BBICOKOT'O
Austrian ABcTpus cpenHui 05 |5 3,57 96,43
Aeropostal Benecyana Huzkuit 0 139 99,29 0,71
Moldova Monnosa Ot cpeauero 10 0,8 |93 66,43 33,57
BBICOKOT'O
Air Algérie AKup Huskuit 0 94 67,14 32,86
IranAir Wpan Huskuit 0 135 96,43 3,57
ChinaSouthern |Kurait Huzkuit 0 130 92,86 7,14
ChinaEastern  |[Kurait cpenHui 0,5 (130 92,86 7,14
Air China Kurait CpeaHHIA 0,5 |130 92,86 7,14
Hainan Kwuraii Huzkuit 0 130 92,86 7,14
Airlines
TAM Bbpazumms cpenHui 0,5 143 30,71 69,29

Koaddurment xoppensiiuu Mexay HCIONIb30BAHUEM S3bIKA B KypHaje IS
aBuanaccaxupoB u pedtuarom WEF cocrasun 0,73, mokasbiBasi OTHOIIEHUE TPAXKIAH
CTpaHbl MPUHAJICKHOCTH aBUAKOMMAHUM K HHOCTpaHIaM. OTHOCUTEIBHO BBICOKAs
KOppesiius ObliIa OTMEUEHA MEX]y HEAPYKECTBEHHBIM OTHOIICHUEM K MHOCTpaHIIaM,
u (aKTOM HEHUCIOJIb30BaHUS HWHOCTPAHHBIX S3BIKOB B JKypHaJe HallMOHAJIBLHOU
aBUAaKOMITaHWH. [IpUYWHBI 3TOrO SBIEHUS MOTYT OBITh pPa3HbIMH, HA4YWHAS OT
MOJIMTUYECKOW CHUTYyallMM B CTpPaHE, STUYECKUX HOPM WM CTENEeHH OTKPBITOCTU
oO1ecTBa.

Takum  o00pa3zoM, 00€ THUIOTE3bl MOATBEPAWIUCH. M3  IPOBEAECHHOTO
HCCIICIOBAHUSI BUJIHO, YTO B OpraHu3anusx chepbl yCIyr pas3dyHble KOMIIOHEHTHI
YCIYTH WCTBITHIBAIOT Ha ce0e BIHMSHUE KYJbTYPHBIX OCOOCHHOCTEW, KOTOPHIMHU

HCO6XO,III/IMO YHOPaBJBITE OJI1 OOCTHIXKCHHA JKCJIACMOI'O PpE3yllbTara BOSHCﬁCTBHH Ha
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noTpeduTeneit u kameHToB. MHpOpManmonHas moiepKKa MPEAOCTaBISIEMbIX YCIYT
MOXET TMOBBIIATH YJIOBIETBOPEHHOCTh MOTpeOuTeNneld Onaromaps MOpoIyMaHHOU
agantanyy MHGOPMAIIMOHHBIX MaTEpUANIOB IMOJ KyJIbTYPHOE BOCHPUSITHE IIEJIEBOU
aynutopuu. Mcnosb30BaHWE AHTIIMMCKOTO WM APYTHX HWHOCTPAHHBIX SI3bIKOB B
MH()OPMAIMOHHOM COMPOBOXKICHUHM OOCTY>KUBAaHUS YaCTO 3aBUCUT HE TOJIBKO OT
pecypcoB Opraiu3aiuu cepbl yCIyr, HO U OT OCO3HAHUSA €€ MPEICTaBUTEIISIMU CaMOTO
dakTa Takol HEOOXOAMMOCTH, KOTOPBIH MOXXET OBITh HEOYEBUIHBIM BCJICICTBHE
KyJIbTYPHBIX OCOOEHHOCTEH.

B Takux opraHuzanusax KadecTBO OOCITY>XHMBaHUS U  YIOBJIECTBOPEHHOCTH
KJINEHTOB BO MHOTOM 3aBHCHUT OT MOBEACHUS U NPO(PECCHOHATBLHBIX KOMIETEHIUN
nepcoHania. MHOTHE HMCCIENOBAHUS, CBSI3aHHBIC C AHAJIM30M IOBEICHUS COTPYIHUKOB
opraHuzainuid cepsl yCIyr, pacCMaTPUBAIOT JTUYHOCTHBIC XapaKTEPUCTUKH, YPOBEHD
c(hOpMHUPOBAHHOCTH TPO(PECCHOHATBHBIX KOMIIETCHIIMM, OCOOCHHOCTH MOPAJIBHOTO
KJIMMaTa ¥ OTHOLIEHWH B KOJUIEKTUBE, OCTaBlisia 0€3 BHUMAaHUS KPOCCKYJIbTYpPHBIE
paznuuus [2]. [Ipu 5TOM UMEHHO KyJIbTypHas MPUHAIIICKHOCTb, OTpaXxaroias 0a30Bbie
[IEHHOCTHBIE OPUEHTUPBHI COTPYAHUKOB W KIUEHTOB, (OpMUpYeT UX IMOBEIEHUE, a
3HAYUT, KOPPEKTUPOBKA CUTyallMd U PE3yJIbTATOB B3aUMOJICUCTBHS HEBO3MOXKHA 0O€3
MOHUMAHUS U y4eTa ITUX KYJbTYPHBIX OCOOCHHOCTEH.

Y4eT KpOCCKYJIbTYpPHBIX OCOOEHHOCTEH TMOBENEHHs TMEepPCOHalla OpraHu3alyuu
chepbl ycayr ObUI TpOaHATU3UPOBAH HA MPUMEPE TPAHCIOPTHBIX OpraHU3aIui,
MPEIOCTABISAIOIIMX YCIYTH MACCAKUPCKUX MEPEBO3OK. B mocneaHee BpeMs crparerus
KJINEHTOOPUEHTUPOBAHHOCTH MPOBAWIEPOB YCIyr 10 IIEPEBO3KE ITaCCAKUPOB U
CTPEMJICHUE TPAHCIOPTHBIX MPEANPUITUNA, OKA3bIBAIOIINX TAKUE YCIYTH, MOBBICUTH
KaueCTBO OOCITY)KMBAHHS U yJIOBJIETBOPEHHOCTh CBOMX KIIMEHTOB B YCJIOBHSX BBICOKOM
KOHKYPEHIIUU 3aCTaBJISIET UX AaHAJIU3UPOBATh HMEIOUIUNCS 3apyOCKHBIM OMNBIT U
UCIIOJIB30BATh JIydIlIMe TPAKTUKA 3apyOekHbIX Kosuier. Hampumep, cymiecTByrOT
WCCIIEIOBAHUS, JEMOHCTPUPYIOIINE HAJIMYKME 3HAYUTEIIBHBIX Pa3JIMYMil B OTHOLIEHUU
BOJUTENEH K COOJIOJCHUIO TIPaBUJI JOPOKHOTO JABWIKCHMS, K HCIOJIb30BaHUIO

arpeCCUBHOIO CTHUJISl BOXKJICHHS MPU MEPEBO3KE MACCAKUPOB B PA3IUUYHBIX CTpaHaX, a



67

TAaKKE€ TOKa3bIBAIOIIME COOTHOLICHWE YPOBHA aBAPUMHOCTM HA JOpOrax c
KYJIbTYPHBIMH 0COOCHHOCTSIMH BoauTenel [42, 125, 127, 132].

JIns TpaHCHOPTHBIX OpPraHW3allMii, OKAa3bIBAOIIMX YCIYTH MO TEPEBO3KE
naccaxupoB (OyZb TO OOIECTBEHHBIM TPAHCHIOPT WUJIM YCIYTU TaKCH) CTUJIb BOXKIICHUS
U CcOoOJIIOZICHHE BOAMTENIEM MPAaBWI JOPOKHOTO JIBJKEHUSI BXOJMUT B Takue 0az0oBbIE
XapaKTEepPUCTUKU YCIYT'H, KaK HaJeKHOCTh M Oe3omacHocTh [55, 56], dopmupyer
BOCIIPMHUMAEMOE KadeCTBO OOCIY)XMBaHHS U BIMSIET Ha YJIOBICTBOPEHHOCTh U
JOSUTBHOCTh ~ ToTpebuTenei. Ilaccakupbl BOCIPUHUMAIOT —arpecCUBHBIN  CTHIIb
BOXKJICHHMS Kak Yrpo3y CBOed O€30MacHOCTH, TAKWE CHUTYallUd BBI3BIBAIOT y HUX
HEY/IOBJIETBOPEHHOCTh KAa4eCTBOM OOCIYKMBAHMS M CIIy>)KaT OCHOBAHHMEM ISl Kajno0
Jla)X€ B Clly4ae BBICOKOI'O YPOBHSI BCEX OCTaJbHBIX IOKA3aTEJIEM KayecTBa YCIIYI'd
(uucToTBl M KOM(OPTHOCTH TPAHCIOPTHOTO CPEACTBa, COOMIOJAEHUsT rpaduka
nepeBo3ku U T.4.). IIpy HailMe B kauecTBE BOAMUTENEH MPEICTABUTEIECH pPA3TUYHBIX
KyJIbTYp oOpranuszanus cdepsl yclIyr JOJDKHA YYUTBIBaTh  KPOCCKYJIBTYpPHBIE
0COOCHHOCTH UX ITOBEICHUS.

Cruiib BOXKIEHMST W CKIOHHOCTh BOJUTENIEM K AarpecCUBHOMY CTHJIIO U
HEIpeaICKa3yeMOMy MOBEACHHUIO, UX OTHOLIEHHWE K COOJIOJECHUIO MPABHII JIOPOKHOTO
JIBUKCHHS, B KOHEYHOM HUTOIre NPOSBISIIOTCS B YPOBHE ABAPMUHOCTH U KOJHWYECTBE
JIOPOKHBIX IIPOUCIIECTBUM, B TOM YUCIIE CO CMEPTEIBHBIM UCX0a0M. KoHEeYHO, ypOBEHb
aBapUUHOCTH, OCOOEHHO CO CMEpTEIbHBIM HCXOJOM 3aBUCUT OT KadecTBa
UHOPACTPYKTYPHI, TEXHUYECKOTO COCTOSHUSI TPAHCIOPTHBIX CPENICTB, HO MO MHEHHUIO
HEKOTOPBIX HCCJIEAOBATEIIE HMMEHHO TMOBEICHUE BOJWUTENICH SBISIETCS OCHOBHOM
IIPUYMHON CMEPTHOCTHU B pe3yJbTaTe aBapui Ha poporax [156]. KommuectBo aBapuii co
CMEPTENBHBIM UCXOAO0M, TEM HE MEHEE, 3HAUYMUTEIIbHO PA3JIUYAIOTCA B PA3HBIX CTpPaHaXx.
B T'epmanumn, u3BecTHOM OBICTPOM €340M M OTCYTCTBHEM OIPAHMYEHUI CKOPOCTH Ha
aBTOCTpaJax, YMCJIO MOTHOMUX Ha jgoporax Hrwke (6,9 ven. Ha 100 000 TpaHCTIOPTHBIX
cpencts B roxa), ueM B Poccun. HecmMoTps Ha cTporume OrpaHHuY€HHs] CKOPOCTH M
0O0JIBIIIOE YUCJIO MPOBEPOK aBTOMHCIICKIIMEH, STOT MoKa3atesb B Poccuu nocturaet 55,4
Yell. Ha TO K€ KOJMYECTBO aBTOMOOMIIEH B TOJl, TO €CTh B BOCEMb pa3 OoJIblIe, YEM B

I'epmanuu [156].
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MBI TIpEeAnoIokKUIN, YTO OOBSICHUTH TaKOW OOJBIIONW pa3pblB BO3MOXKHO C
MMOMOIIIBIO aHaW3a KYJIbTYPHBIX XapaKTEPUCTUK BOAUTENICH HA OCHOBE PACCMOTPEHUSA
CTATUCTUKU JIOPOKHBIX MPOUCIIECTBUN M TMOJOXKEHUS PACCMAaTPUBAEMON CTpPaHbI B
PEUTUHTE, OCHOBAHHOM Ha KYJIbTYpPHbIX H3MepeHusx. Jlaxxe caMo moOHsTHE
arpeCCUBHOIO CTHJIA BOXKJICHHS MTO-PA3HOMY TPAKTYETCS B pa3IMYHBIX KyJIbTypax [159].
Tak, B ABCTpaJiud arpecCMBHOCTb BOJMTENSI BBIPAXKAETCA B OCKOPOUTENBHBIX >KECTax
JPYTUM YYaCTHUKAM JIOPOKHOTO JIBUKEHHUS, B SITOHUH B arpeCCUBHOM NIPECIEAOBAHUN
TPaHCIIOPTHOTO CPEACTBA PACCEPKEHHBIM BOJIUTENEM, B ApPreHTUHE B BepOaIbHBIX
OCKOpOJIEHUSX YYaCTHUKOB ABMkeHus [159].

N CTOYHMKOM KpPOCCKYJIBTYPHBIX pa3IUuuid I JATbHEUIIEr0 HCCIIECIOBAHUS
MOCIYy KUJIa MOJENIb KylnbTypHbIX u3MmepeHuit ®. Tpomnenaapca — Y. XewmreH-
Tepuepa [45]. KynbTypHOe U3MEpEeHHUE «HEUTPAIBHOCTH/ SMOIMOHAIBHOCTHY
XapaKTEPU3YET CTEIECHb IPOSBIIECHUS JIFOJbMHU 3MOLMM, a TAKXE B3aUMOCBSI3b MEXKIY
pasyMOM M UYyBCTBAMM B UEJIIOBEYECKUMX OTHOUIEHUSIX. B Kaxaom KyJibType
MPUCYTCTBYIOT CTPOTHME HOPMBI, OMNPEICIAIONINE AOMYCTUMYIO CTENEHb MIPOSBICHUS
sMornii. B KynbTypax ¢ BBICOKUM YPOBHEM HMOIMOHAIBHOCTH JIIOJAU CBOOOJIHO
BBIPDQXKAIOT CBOM UYBCTBA: MBITAIOTCS OOECHEYUTh MM MIHOBEHHBIM BbIXOA. B
SMOLIMOHAJIBHO HEUTPAIBHBIX KYJbTYpaX HHAUBUAYYM TIIATEIBHO CACPKUBAET SMOLIMU
Y HEOXOTHO JIEMOHCTpUpPYET uyBCTBa. [IpeacraBureny HENTPaAIbHBIX KYJIbTYP CUMTAIOT,
YTO OTKPBITOE MPOSIBICHUE YYBCTB HEMPABUIIBHO, U COOTBETCTBEHHO (DOPMHUPYIOT CBOE
IIOBEJCHUE, B TOM YHUCJIE U C IIOMOIIBIO PA3JIMYHBIX HOPM U UHCTPYKIMU. B KynbpTypax,
OPUEHTUPOBAHHBIX HA 3MOILMOHAJIBHOCTh, CIOHTAHHOE MPOSBJIECHUE YYBCTB CUUTACTCS
npuemieMbiM [149] kak B TMOBCEOHEBHBIX CHUTyalMsX, TaK M B CHTYaIUAX
B3aUMOJECUCTBUSA B X0JI€ IPEAOCTABIICHUS YCIYT.

OueBUIHO, YTO TPU BO3HUKHOBEHHMM PAa3HOIVIACMKA B XOJI€ B3aUMOJCHCTBUS
OMOITMOHAJIbHBIE JIFOJIU CKJIOHHBI BECTH ceOsi 0oJiee arpecCUBHO U HEOCMOTPHUTEINBHO,
CJIE0BATENBHO, MOXHO IMPEIINONI0KNUTh, YTO €CTh KOPPENsSIIUs MEXIY NOKAa3aTeaeM
HEUTPaTbHOCTH/IMOLIMOHAIBHOCTH KYJbTYPhl M KOJUYECTBOM aBapUil B KOHKPETHOM
ctpane. Kpome moxkasarens 3MOIMOHATLHOCTH/HEHTPATBHOCTH B JAaHHOW CHUTYaIllUH

BJIUSIHHUC Ha IIOBCIACHUC Hpe)ICTaBI/ITCHCfI Pa3HbIX KYJIBTYPp MOXKCET OKa3bIBaTb
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NOKa3aTeslb yHUBEpCAIbHOCTH. (OCHOBOW KOJEKCa MOBEACHUS MPEICTAaBUTENIEH
YHHUBEPCATUCTCKONW KYJIbTYpPhl OOBIYHO SIBISIFOTCS OOIIME MpaBHia U 00S3aHHOCTU €T0
YJICHOB (HaIrpuMmep, 00s3aTeNIbHOE UCTIONIb30BaHKE PEMHEN 0€30MacCHOCTH, COOMI0ICHUE
CKOPOCTHOTO PE&XHMa B JIOOBIX CHUTYyalUsX). YHUBEPCAIUCTBI UCXOAAT M3 TOTO, YTO
CTaHJApTHI U MpaBuja 00sA3aTeNbHbI 711 BBITIOJHEHUS, U C 3TUM CBA3aHBI UX MOIBITKU
U3MEHHUTh OTHOIIEHHE BCEX JIIOJAEH, YTOOBI MPUBECTU €r0 B COOTBETCTBUE C ATUMU
CTaHAapTaMy (HalpuMep, MOCPEICTBOM BBEACHMSI PABUII JOPOKHOTO JIBHIKEHHUS ).

[TapTUKYISIPUCTCKUMU ~ CUMTAIOTCS  KYJBTYpbl, B KOTOPBIX KOHKPETHBIC
00CTOATENILCTBA WUrpaloT OOJBIIYI0 POJib, YeM oOmue npaBuia. OcoOble CBSI3U U
KOHKpPETHBIE OOCTOSATEIbCTBA MPEBATUMPYIOT HaJ JIOOBIMH OOUIMMHU IpaBUJIAMHU.
Peakuus Ha Kakyro-IM0O CUTYal[MI0 MOXET MEHATHCSA B 3aBUCUMOCTU OT BOBJICYEHHBIX
B HEE YYaCTHUKOB MU 0OCTOSTENBCTB [59]. IloaTOMYy MOKHO MPEANOTI0XKHUTh, YTO
CYILECTBYET KOPPEJSILMA MEXKIAY YACIOM aBapuil HA JI0pPOrax U MOKa3aTeaeM KyJIbTypbl
110 U3MEPEHUIO YHUBEPCAIN3Ma/NIapTUKYIISIpU3MA.

[Tockonbky k 6a3ze nanHbix ®@. TpomrmeHaapca OTKPBITOrO JOCTyIa HET, aBTOP
OMHUpAJICs Ha TIOCIEIHUE OIYOJMKOBAHHBIE JaHHBIE MO YKAa3aHHBIM KYJbTYPHBIM
U3MEPECHUSIM («IMOIIMOHANIBHOCTH/HEUTPATBHOCTb) U «YHUBEpCAIU3M
/MapTUKYISPU3M»). ITa CTaTHCTHKA JOCTAaTOYHO OOIIMpHA IS TOJYy4YEHUs
OOBEKTUBHBIX pe3yibTaToB. M3 ABaaumatu cTpaH, IO KOTOPBIM HaM yJajoch coOpaThb
NOJIHYI0 WH(OpPMAIMI0O O YHUCJIE >KEPTB JOPOXKHBIX aBApUid M MO KyJIbTYPHBIM
U3MEPEHUsAM, KOd(pGUIMEHT Koppensanuu coctaBuia -0,13 mpu  comocTaBieHUH
UCCIIEMYEMbIX H3MEpPEHUH ¢ gucioM rmorudmux B pacuere Ha 100 000 genmorek, u -0,32,

— B pacyete Ha 100 000 TpancnopTHBIX cpeacTs (Tadmura 4).

Tabnuua 4 - Koppensiius Mex1y 4uciioM KepTB JOPOKHBIX aBapuil U

U3MCPCHHUCM ((HeﬁTpaJIBHOCTB/BMOHI/IOHaJIBHOCTL»

Crpana Yucio xepTs HelitpansHocTh- [HHCIIO XEpTB HelitpansHOCTB-
aBapuii Ha SMOLMOHAIBHOCT (aBApUH Ha SMOLIMOHAIIBHOCTH
100 000 b 10 100 000 tpancn. |mo ®.TpomneHaapcy
HacesieHus B rof |@. TpomneHaapcy |CpelicTB B IO/l — Y. XemrmeH-
— Y. XeMmmaeH- Tepuepy
Tepuepy
ApreHTuHa 12,6 28 44 28
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[Tponomkenne Tabnuis 4

bpazunus 22,5 40 71 40
Kanana 6,8 49 13 49
Kwuraii 20,5 55 36 55
Jlanus 4,7 48 6 48
Erumner 13,2 18 188 18
Opannus 4,9 30 8 30
Nunus 18,9 51 100 51
HUranus 1,2 33 12 33
Snonwns 5,2 74 7 74
Kyse#iT 16,5 15 33 15
[Topryranus 11,8 47 15 47
Poccusa 18,6 24 55 24
Cunranyp 5,1 38 30 38
HUcmanus 4.1 19 5 19
[IBenus 3 46 7 46
BenukoOpuranus 2,75 45 5 45
CoequHeHHbBIC

HItaTel AMepuku 10,4 43 15 43
Ko duumenr

KOppeJsiiiu -0,138 -0,323

B cBsi3u ¢ Tem, 4TO paccMaTpuBaeMble CTpPaHbl 3HAYUTEIHLHO OTJIUYAIOTCS IO
YPOBHIO 9KOHOMHYECKOTO Pa3BUTHS M, CJEIOBATEIHHO, IO KOJIMYECTBY aBTOMOOUIIEH
Ha JyIIy HaceJIeHUs, BEPOsITHO, 4TO Koppensuusa B pacuere Ha 100000 TpaHCTIOPTHBIX
CpeACTB B OOJbIIEH CTENEHHM COOTBETCTBYET JCHCTBUTEIBHOCTU. 3HAYCHUS
kodpdurmentoB B -0,13 u -0,32 MmO3BOJNSAIOT YTBEPKAATh, UYTO KOPPEISAIUU MEXKIY
AMOIIMOHAJIBHOCTBIO KYJIBTYpP M UYMCIIOM JKE€PTB Ha JOpPOrax HE CYIIECTBYET, WJIM OHA
OYEHb HE3HAUYUTEJIbHA.

B nmanHOW wactu wuccneoBaHUS OBUIM MPOAHATM3UPOBAHBI CTATUCTUUYECKUC
JTaHHBIE 10 JIBalaTh cTpaHaMm. OTHOCUTENIBHO HEOOJIBIIOE KOJIMUYECTBO CTPaH, Ha HaIl
B3TJISZl, KOMIIEHCHPOBAJIOCH OOJBIIUM JUANA30HOM JIAHHBIX 10 KYJIbTYPHOMY
n3mMepeHuto. IlomydeHHbI KOAPPUIUEHT KOPPETAMH MEXIYy YHCIOM KEpPTB Ha
JIOpOrax M KyJbTYpHBIM M3MEPEHUEM YHHBEPCAIU3M/MAPTUKYIIsSIpU3M, coctaBuia -0,75
MIPU COMOCTABJICHUM JIAHHBIX MO W3MEpPEeHHIo yrciia morudmmx B pacuere Ha 100000
yenosek, U -0,77, — B pacuere Ha 100000 Tpancnoptsix cpeactB (Tabmuma 5), yto

YKa3bIBACT Ha CYIICCTBECHHOC ITOCTOAHCTBO.
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Tabnuna 5 - Koppensiust Mex 1y YUCIIOM KEePTB TOPOKHBIX aBapuil U

U3MEPEHUEM YHUBEPCATU3M/TIAPTUKYIISIPU3IM

Crpana Uucno xeprB  |YHuBepcanusM- |Hucio xeprs YHuBepcanusm-
aBapI/Iﬁ Ha IMapTUKYIAPU3IM aBapI/Iﬁ Ha MApTHKYJPU3M I10
100 000 o 100 000 tpancn.  |®.TpommeHaapcy —
HACEJICHUS B @.TpomneHaapcy (CpeacTB B IO Y. Xemrien-
roa — Y. XeMmneH- Tepuepy

Tepuepy

ABcTpanus 5,2 91 8

bpazunus 225 73 71 73

Kanana 6,8 93 13 93

Kurait 20,5 47 36 47

Yemickas pecmmyOut. 7,6 83 20

Opannus 4,9 73 8 73

I"'epmanus 4.4 87 6,9

J%0010%6: 18,9 54 100 54

IOxnas Kopes 10,5 37 23

Sonns 5,2 68 7 68

Mekcuka 14,7 64 78

Hunepmanamsr 3,9 90 7

Poccus 18,6 44 55 44

Cunranyp 5,1 69 30 69

[MBenus 3 92 7 92

[IIBeitapus 4.2 97 6 97

BenukobpuTanus 2,75 91 5 91

CoenrHeHHbIE

ItaTel AMepuku 10,4 93 15 93

Benecyoana 37,2 32 148 32

Koagppuuuenr

KOppeJsiiiu -0,747 -0,769

3naueHuss koddpdunuentor B -0,75 u -0,77, CBUACTEILCTBYIOT O HaJUYUU
JOCTATOYHO CHJIBHOM KOppEISUUA MEXIAYy TOTOBHOCTBIO CIIENOBAaTh IPaBHUIIAM,
IPUCYIIEN TOW WA WHOW KYJIbTYpPE, M YHCIOM JOPOXKHBIX XKE€pTB. BO3MOXKHOCTH
CONOCTABJIATh TMOBEAECHHUE HA JIOPOre C KYJbTYPHBIMU H3MEPEHUSMH MOXET HMETh
CYUIECTBEHHOE 3HAa4eHHME Ui OpraHm3aluii  chepbl yciayr, CBS3aHHBIX C
NACCAXUPCKUMHU nepeBo3KaMi. OCHOBHOE€ BHUMAaHUE INPU MOATOTOBKE M aTTECTALUU

BOJUTENEH, OIlEHKE HX paldOThl ClENyeT YACNSITh HUMEHHO COOIIOJICHUIO TPaBUII
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JIOPO’KHOTO JBMKEHUST M NpaBWi NEpPEeBO3KM maccaxxkupoB. g mnpencraBUTenen
NapTUKYJSIPUCTCKUX KYJIbTYp 3TH TpeOOBaHUA JOJDKHBI OBITh 0OoJiee >KECTKHMH,
IIOCKOJIBKY OHU MOTYT OBITh CKJIOHHBI K TOMY, YTOOBI HMCXOJIUTh M3 KOHKPETHOM
CUTyallud, a He U3 oO0mux mnpaBui. Takoil HHIWBUIYaJbHBIA TMOAXOA C YYETOM
KYJIBTYPHBIX Pa3JIM4Uidl MOXKET ObITh Ba’K€H, IIOCKOJIBKY K NACCAKUPCKUM IIEPEBO3KaM B
KPYIHBIX METanojimcax MPUBJIEKAIOTCA NPEACTABUTENN Pa3HbIX KyJIbTYyp, TPYJIOBBIE
MUTPAHTBI, THOCTPAHHBIE IPaXK/IaHE.

[ToTpeOHOCTh B KPOCCKYJIBTYPHOM aJalTUBHOCTU TPAHCIIOPTHBIX OpraHU3alul
oOyCJIOBJIEHa HEOOXOAMMOCTBIO IEpCOHANA aJalTHPOBATHCA K MPOUCXOAAIIUM
U3MEHEHUSIM B PEKUME pEalbHOr0 BPEMEHHU, YacTO B NPOLECCE OKa3aHUs YCIYIH,
OTBEYasi Ha MHAMBHUAYaJIbHBIE 3alpPOChl MACCAKUPOB. XOTSA MX JAECUCTBUS MOTYT OBITh
pErjlaMEeHTUPOBaHbl, @ W3MEHEHHS BO BHEIIHEW cpele He CTOJb paJuKalbHbl U
CTPEMUTENbHBI, BOJUTENN TaKCH B3aUMOJICHCTBYIOT C THacCaKUpamMH IO BBIOOPY
KaCTOMH3UPOBAHHOIO MapLIpyTa, TO €CTh B IPOLECCE OKA3AHMS YCIYTH NacCCa)KUPbI
MOTYT BHOCUTb HW3MEHEHMS W YTOYHEHHUs. J[JI1 yAOBIETBOPEHHOCTH IACCAKUPOB
TpeOyIOTCSl COIJIaCOBaHHbIE JEWUCTBUS HE TOJIBKO BOJAMUTENS, HO W JUCIETYEpa,
MHTErpaTopa 3aka3zoB 4epe3 MoOMIIbHOE NpuiioxeHue. JlopaboTka yciayru U yCiaoBHUi ee
IIPENOCTABIIEHUS 10]] UHAUBUAYAJIBHBIE 3alIPOCHI KIIMEHTA HE TOJIBKO BO3MOYKHA, HO U
paccMaTpuBaeTCsl Kak JOIOJIHUTENbHAs LEHHOCTb, a 3TO TpeOyeT OT IepcoHala
opraHu3auuud cepsl yCIyr BBICOKOM aJanTUBHOCTH, MOCKOJbKY HW3MEHEHHS B
COJIEp>KaHHUE YCIYyTM MOTYT BHOCUTBCS HA PAa3HBIX dTanax €€ Mpou3BOICTBA.

KynabTypHble M3MepeHHs ClelyeT yYWUThIBaTh MpPU MOJATOTOBKE M aTTECTalUd
BOAMUTENIEH MACCAXUPCKOTO TPAHCIOPTa M TaKCH, pacyeTra CTPaxoBbIX MpPEeMUM
CTPaxOBBIMU KOMIAHUAMU U T.1. Ilockonbky MaccoBoe oOydeHHE KPOCCKYIbTYPHBIM
KOMITETEHLIUSIM BOJIUTENIEH MAacCaXUPCKOTO TPAHCIOPTA HEBO3MOXKHO M3-3a CIIUILKOM
BBICOKMX 3aTpaT M HEONPEIEIEHHOCTH PEe3yJbTaTOB, OPraHu3alusM TPaHCIOPTHOTO
OOCTY>KMBaHHUSI TACCAXHUPOB  IIeJiecooOpa3HO  pa3paboraTh  0Osi3aTeNbHBIC IS
WCIIOJIHEHUSI MHCTPYKLHUU U PETJIAMEHThI C YU€TOM OCOOEHHOCTE MECTHOU KYJIbTYpHI,

KOTOpBIE MOTYT BbI3BATh 3aTPYIHEHUS IPU KPOCCKYJIBTPHOM B3aUMOJICHCTBHH.
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Jaxxe ecnu opraHuzanusi cepsl YCayr 3asBisieT B CBOMX CTPAaTErMUECKHUX
HaMEpeHusXx 00  WHTEpHAUMOHAIM3AIlMM,  BHYTPEHHSS  HErOTOBHOCTh K
B3aMMOJICMCTBUIO, HU3KUM YpPOBEHb JSTHOPEJATHBH3MA MOXET OBbITh CEPbE3HBIM
OPEMATCTBUEM [JJIsl pealu3allid TOCTaBJICHHBIX Ieeld. OTOT (akT HarJIsagHO
JEMOHCTPUPYET MPOBEIECHHBIN aBTOPOM OIIPOC MPEACTAaBUTEICH OAMHHAALIATA By30B U3
Pa3IMYHBIX CTPAH MUPA € LENbIO MOTYYeHHs] HH(POPMALIMK O TOM, OCO3HAETCS JIU B 3TUX
y4€OHBIX 3aBEJCHUSAX HATNYUE KPOCCKYJIBTYPHBIX 3aTPYyIHEHUN.

[enbto ompoca ObL1 cOOp U CUCTEMATHU3ALMS KOJTUYECTBEHHBIX U KaUECTBEHHBIX
JAHHBIX, XapaKTEPU3YIOIIMX BO3JCUCTBUE KyJIbTYpbl HA OIPEICICHHBIA THII
opraHuzanuii cepsl yciayr, AEHCTBYIOUIMX 10 BCceMy MUpY, — By3bl. Kpurepusamu Jis
0oT0Opa PECHOHACHTOB ObUIM: HAJWYHME JJIUTEIBHOIO ONbITa pabOThl B OpraHU3alluu
cepbl yCIyr COOTBETCTBYIOLIETO BHJA, 3aHMMAEMas JOJDKHOCTb (PyKOBOIUTEID
BBICILIETO WJIM CPEIHEro 3BEHA), a TaKXKe IMOHMMAHUE KOHLENLUU KPOCCKYJIbTYPHOTO
obmieHus. B pesynbrare Ha MpenioKEHHbIE BOINPOCHI OTBETWIM OJWHHAANATH
OTOOpPAaHHBIX 3KCIEPTOB, MPEACTABISAIOIIUX OJMHHAILATH BY30B M3 BOCBMHU CTPaH U

TpeX BEIYIIUX POCCHICKUX YHUBepcuTeTOB (Tabmuiia 6).

Tabnuua 6 - Cnucok By30B, COTPYIHUKH KOTOPBIX Yy4aCTBOBAJIUA B OIIPOCE

BY3 Crtpana
POV um. I'.B. [Inexanosa Poccus
FHWS ['epmanus
EPHEC benbrus
Laurea Univ. OuusIHIUA

[Tponomkenre Tabuuibl 6

BIIIM CIIoI'yY Poccus
Reitaku Univ. Snonus
VSE Yemickas PecriyOminka
PAHXul'C Poccus
RMUTP Tannann

ESCE Opanus
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[Tponomxenne TabIUIBI 6

Manchester Univ. BenukoOpuranust

Onpoc npoBoAwIICS Ha aHTJIMMCKOM SI3bIKE B TeueHue stHBaps u gespans 2016 r.,
Ha miatpopme Google Form. OObekTamMu H3ydeHHUS CTalu MATh c(ep/OTaesnoB:
OCHOBHAsl MHCCHUSl OpraHu3anuu (cTparerusi), HaOOp HWHOCTPAHHBIX CTYACHTOB
(mponaxmu), Bedcadt (PR — cBsi3u ¢ OOIIECTBEHHOCTHIO, peKiiaMa), KPOCCKYJIbTYpPHBIC
TpeHUHTH (paboTa C KaJapamu), YpPOBEHb BIIQJICHUS AHTJIUHUCKUM SI3BIKOM CpEIU
COTPYIHHUKOB (MHTEPHAIIMOHATU3AIMS — MEXKIYHAPOIHBIM OTHEN). DTH MATh chep

COCTABIISIIOT CTPATETMYECKNA KOHTUHYYM, IIPEICTABICHHBIN HA pUCYHKE 12.

CneuwnansHoe
nogpasaenexue no

Habopy MHOCTPaHHbIX
KynetypHoe / COTPYAHVKOB
pasHoobpasune CnocofGHoCTL K
OTPaXXEHO B MUCCUM KyNbLTYPHOW agantaumu
opraHu3augum \ Beb-cait opuexTpoBas
Ha UHTEPHAUWOHANBHYIO

ayaAuTOpHIO

!

BbiCOKuWiA ypoBeHb Opranu3aLus
BNAJEHUA aHIUIACKUM KPOCCKYNETYPHBIX
A3LIKOM B LUENOM N0 TPEHUHIOB AN

opraHu3ayum COTPYAHUKOB

Pucynoxk 12 - KOHTUHYYM KYJIbTYpHOH aJanTaiyu

W cTOYHUK: COCTaBIEHO aBTOPOM

KonuyecTBeHHbie maHHBIC [Jisi aHalW3a OBUTM COOpaHBl B  PE3yJbTaTe
aHKETUpOBaHUsA. BbUIO MOATOTOBIEHO BOCEMHAIATh CHEIUATBHBIX BOIPOCOB aHKETHI,
Kaxapli ¢ 3-6 Bapuantamu oTBeToB ([Ipmnokenue A). Hampumep, mepBblit Bompoc
OBLIT CICAYIOIINM:

«IIpucyrctByer 1M B OCHOBHOM MuUCcHMM Bamiero By3a yHNOMHHAHHE O

KYJIbTYPHOM pa3zHooOpa3zun?»
BapUaHTHI OTBETA!

= Jla, kOHEYHO;
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= Jlymaro, 4To HeT;
» borock, yTo y Hac He 0003HaUEHA OCHOBHAS MHUCCHS,
= [pyroe.

KauecTBennsie ganHbie ObuIH cOOpaHbI 32 CYET KOMMEHTApHUEB, MOYUYEHHBIX U3
rpadsl («Apyroe»), MPEACTABICHHON A KaXIOW W3 HCCIeIyeMbIX cdep/oTnenos.
BoceMb pecroHJEHTOB W3 OJMHHAILUATA MOATBEPJAUIN HAIMYUE YIOMUHAHUS
KyJIBTYPHOTO pa3HOOOpa3usi B OCHOBHOW MUCCHH CBOETO YHHBEPCUTETA, YTO TOBOPHUT O
NOTPEeOHOCTH TaKMX OopraHu3anuil chepsl yCIyr Kak By3bl B KYJbTYPHOU aJanTaiuu, U
O TOM, YTO 3Ta CUCTEMA B HACTOSAILIEE BPEMSI CTAHOBUTCS ISl HUX PEAIbHOCTBIO.

PesynbTaThl  ompoca, MOpeAcTaBiICHHbIE B Ta0nuie — npuioxkeHus b,
CBUJIETEJIbCTBYIOT O HAJIMYMU CHIJIBHO PA3IMYAOLINXCS MOJX0/I0B K KPOCCKYJIBTYPHOMY
B3aUMOJIEUCTBUI0. B TO BpeMs Kak HEKOTOpble W3 BBIIICHA3BAHHBIX BY30B
WHTETPUPOBAIM KYJIbTYPHBIA (DaKTOp B MPOLIECCHl HA KaXJAOW WX CTYIEHU, JPYrHe
HAXOJISATCA JIUIIb Ha CTaJIUM 03HAKOMJIICHUS C KYJIbTYPHOU TEMATUKOM.

CyuiecTByeT 3aMeTHasi KOPPESALUs MEXy YIIOMHUHAHUEM O KYJIbTYPE B LIEJIEBOM
MUCCHUU OpraHU3allii, YHUCIOM WHOCTPAaHHBIX PAOOTHUKOB W TIpemojaBareiiei, u
MPOBEICHUEM KPOCCKYJbTYPHBIX TPEHMHIOB JUIsl CTYJIEHTOB, NpernojaBarenedl u
COTPYIHUKOB YU4€OHOTO 3aBE/ICHHMS.

By3bpl cO 3HauMTENbHBIM YHCJIOM MHOCTpPaHHBIX IMpernojaaBaTeneln (Ooiee
YeTBepTHU OT OOIIero uwucia) B OOJbIIEH CTENEHW CKJIOHHBI —TMpejjiararh
O3HAKOMUTEIBHBIE KPOCCKYJIBTYpPHBbIE TpPEHUHTH. B TO Bpemsi kak OOJBIIMHCTBO
ONMPOIICHHBIX 3af4BWJIM O HAJUYMHM CHELHUAIBHOIO [EpPCOHANA, 3aHUMAIOLIErocs
MPUBJIECYCHUEM MHOCTPAHHBIX CTYJEHTOB, TOJBKO IMOJOBUHA U3 HUX OTMETUIIU HaJTU4He
«cOamaHCUPOBAHHOTO» BeOcaiiTa, CoAep)KaHWE KOTOPOrO0 HAa AHTIUHCKOM SI3bIKE B
MOJIHOM Mepe COOTBETCTBOBANO Obl MHGOPMALMM Ha $3bIKE CTpPaHbl, B KOTOPOH
pacnosoxeHo yueOHoe 3aBefeHue. Ha Hai B3riisi, Takoe MOoJ0KEHUE Belleil He uMeeT
CMBICIIA, TIOCKOJIBKY YCHUJIWS, IOTPAUYCHHBIE HA MIPUBIICYCHUE CTY/ICHTOB U3-3a TPAHMIIBI,
HE COOTBETCTBYET 00bEMY JAOCTYITHOM JIJIsi HUX UHPOPMALIUU.

Jlumb B HE3HAYMTENHHOM YHCJIE BY30B HWHOCTPAaHHBIE IIPEMNOJIaBaTeNn

COCTABJIAIOT OoJiee TPETH MPOPECCOPCKO-NPENOAABATEIBCKOTO COCTaBa, MIPU TOM, YTO
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OOJBIIMHCTBO YYEOHBIX 3aBEACHUN 3asSBUIM O BKIIOYEHHU «KYJIBTYPHOTO (hakTopa» B
LeJeBYI0 MuccHio. [IpuMeHuB K TaHHOW CUTyaluu IKany beHHeTTa, Mbl OJIy4YWIu B
pe3yJsibTaTe, YTo MOAABIIAIONIAs YacTh PACCMOTPEHHBIX OpraHU3alui JOCTUTJIA CTaIuu
«MUHUMU3AIUW». JlaHHas cTaaus ONMMChIBAaeTCs cieAyromuM oOpazoM: «MHIuBUAYYyM
(M B JAHHOM Cllydae OpraHu3alysi) He OCO3HAET COOCTBEHHBIE KYJIbTYPHBIE IEHHOCTH
KaK TaKOBbl€, HO BOCIPHUHUMAET X, MO OOJbIIEH YacTH, KaK MPEBOCXOASIINE UHBIE
KyJapTypbD» [80]. OTMETHM, 4YTO BY3bl C HEOOJIBIIMM KOJUYECTBOM HHOCTPAHHBIX
pabOTHUKOB, HO 3asBIIAIOIIKME 00 OCO3HAHMM HMHU KpPOCCKYJIBTYpHOro (axrtopa, B
Jy4lIeM Ciy4yae AOCTUINIM CTaJuUd «IPUHATUS». JlaHHAs cTajus ONUCHIBAE€TCA TaK:
«MapuBuayym (opraHuzanus) OPHUXOAMT K TOHUMAHHMIO TOTO, YTO «OOBIYHOE
IIOBEJCHUE MOXKET MMETh PA3IMYHOE 3HAYCHUE B PA3JIMYHBIX KyJIbTypax». By3bl, B
KOTOPBIX YHUCJIO WHOCTPAHHBIX PAOOTHHKOB HE3HAYUTEIBHO, a B IEJIEBOM MHCCHHU
OTCYTCTBYET YIIOMHHAaHHME O KYJbTypE, OYEBHUIHO, HAXOAATCS HA HU3IIMX YPOBHSX
IIKaNbl, CTAANUAX «OTPULAHUSD» U «3alUThD»: «HIUBUIYYyM (OpraHu3aiusl) NpU3HAET
CYLIECTBOBAHME HEKOTOPBIX OTJIMYUM, HO 4Yallle BCEro BOCIPUHHUMAET HMX Kak
HEraTUBHBIEY.

Hcxons w3 ypoOBHS STHOPENATHBU3MA OpraHU3aluu c@epbl YCIyr AOJHKHBI
IpEeIyCMOTPETh M 3allJIaHUPOBATh 00s3aTeNIbHbIE AEUCTBUSI AJI1 JAEMOHCTpAlUuU U
o0ecrieyeHuss yCWIMH MO HHTEepHalMOHanu3amuu. Yacto 310 ObIBaeT CBA3aHO C
MH(QPACTPYKTYPHBIMU HM3MEHEHUSMH U WH(OPMAIMOHHOW MOAJEPKKOM Mpolecca
OKazaHus ycnyr. HampuMep, HaauuMeMm CHEUaNbHOTO MOJPa3JAeieHUs, TPYIIbl WIN
COTPYHHUKA, TOJTOTOBJIEHHOTO K KPOCCKYJbTYPHOMY B3aMMOJICUCTBHIO, HAJIHMYHUEM
CHEeUaIbHBIX 11a0JOHOB JTOKYMEHTOB, PETJIAMEHTOB ISl KJIMEHTOB WJIU MAPTHEPOB, HE
TOBOPSIILIMX Ha MECTHOM $I3bIKE, CHUCTEMBI yKa3aTeliel Ha aHTJIMHCKOM si3bIKe B oduce
OpraHu3aliy U T.11.

Takum  oOpazoM, B  pe3yiabTaTe MPOBEJCHHOIO  KAaY€CTBEHHOTO U
KOJIMYECTBEHHOTO aHaJIM3a Mbl YOSIMINCh B TOTPEOHOCTH TaKWX OpraHu3anuii cqepbl
YCIIYT KaK By3bl B HAIMYUU CUCTEMbI KyJIbTYPHOU aJanTaluu, MOCKOJbKY UMEHHO OHU
Haubosiee MOABEPKEHBI KyJIbTypHOMY BO3JeHcTBUIO. MccnenoBanue TakKe BBISIBUIIO

WHJUBUAYAJIBHOCTh IOAX0Ja K HEOOXOIUMOCTH KYJIBTYPHOM ajamnTallid B KaKIOU
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KOHKpPETHOM opranuzauuu chepsl ycayr. OTBETbl PECTIOHACHTOB MOJATBEPIMIH
HEOOXOJMMOCTh CO3/IaHUSI CHCTEMHON MOJENH JIJIsl MOBBIMICHUS aJalTUBHOCTUA TaKUX

OpTraHU3AIUN.

2.3 Tloka3arejM KPOCCKYJIbTYPHOI0 B3aUMO/elCTBUS, pejieBaHTHBIE 1151 chepbl

ycayr

SABnAACh, Kak yXe OTMEYaloCh, OTHOCUTEIBHO HOBBIM HAIPABICHUEM B
MEHEIKMEHTE, KPOCCKYJIbTYPHBI MEHEIDKMEHT, TEM HE MEHEE, YK€ OKa3bIBacT
3HAUYUTEJILHOE BIMSHME Ha IIOBEACHUE OpraHu3alnuil. B 1o Bpems Kak OpraHu3allvu,
3aHUMAIOIINECS CO3JAaHUEM U IIepeladeld 3HAaHWM, MPEXKIE BCEro, BY3bl, BKIIOYAIOT
JAHHBI Kypc B YydeOHbIE NPOrpaMMbl, APYrHE€ OpraHu3aly TakKe 3HAKOMST
COTPYOHUKOB C €ro OCHOBAaMH, 4YTOOBl CHHU3HUTHh BEPOSTHOCTh BO3HHUKHOBEHUS
MEXKYJIbTYPHBIX HEJOPa3yMEHHUIN U KOHPIUKTOB [22].

OnHako yame BCEro KOHLEMIMH M MOJENIN KPOCCKYJIBTYPHOTO MEHEIKMEHTA
IIPEACTABIAIOTCA B BHUJAE CTAHAAPTHOM CXEMbI, HE BCErga aJanTUPOBAaHHOM K
XapaKTEePUCTHKAM KOHKPETHOUN opraHu3aiuu cepsl yciyr. B kiiaccuueckoMm BapuaHTe
KYJIbTYpY MPEACTABIAIOT IIyTEM COIIOCTABICHUS HALUMOHAIBHBIX KYJIBTYp TpYIII
BOBJICUEHHBIX JMI[ (a TakkKe KJIMEHTOB, IAPTHEPOB M T.I.), C JaJbHEHIIUM
MEPEKPECTHBIM CPaBHEHUEM KaXaoil KyabTypbl [134]. Muorue wu3 mOJ00HBIX
COIMOCTABJICHUN  OKa3bIBAlOTCS  OECIOJIE3HBIMH, IOCKOJIBKY JJIi  TOHMMaHUS
KOHKPETHOT'O MPOEKTa WM MNpoOJIeMbl 3a4acTyl0 He TpeOyeTcs paccMaTpuBaTh BCe
KYJIbTYPHBIE U3MEPEHUS.

JIns cpaBHEHMS U aHaiuu3a KYyJbTYp B KPOCCKYJIBTYPHBIX HCCIIEIOBAHUAX
UCIIOJIb3yeTCs 1eNblid psii KoHuenuuii. Hanbonee mmpokoe NMpUMEHEHHE MOTYYUIH
ouxeBuopanbHbie (moBeneHueckue) usmepenus O. Knykxon m @. Crpombeka [97],

nonyJsipuzupoBaHHbie B Mojienu I'. Xodcereae [89].
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Kak roBopuioch Bblllle, 3a BpeMsi pPa3BUTUS JAaHHOM 00NacTH HAyKU
UCCIIeIOBAaTENU MpeJylarajid pa3iMuHble KPOCCKYJIbTYpHble u3MmepeHus [19, 91]. Or
HaunOosiee paHHed paboThl D. Xosuta [78], KOHIEHTPUPYIOIIEHCS HAa SIMHCTBCHHOM
u3MepeHun (TOoJIM/MOHOXPOHHOCTB), M0 MaciutabHoro mpoekta GLOBE, B pamkax
KOTOPOr0 paccMaTpUBAJIUCh AEBITh KYJIbTYPHBIX U3MEPEHUM, BCE MOJEIN UMEIOT CBOU
JOCTOMHCTBA M HenocTatku [91]. [lomuMo Ha3BaHHBIX, B KAYECTBE MCTOYHUKOB HAMH
ObUTM Kcnoab30BaHbl padoThl JIk. Porrepa [128], P. JIstouca [106], C.M. Koges [44],
mozenu ®@. Tpomnenaapca [147] u M. bennerra [29].

Crnegyer 3aMeTHTb, YTO KPUTEpUU OOJBUIMHCTBA KPOCCKYJIBTYPHBIX MOJENEH
CXO0XH, YTO JAJI0 BO3MOXXHOCTh C(POPMUPOBATH €AMHBIA KIACCH(PUKATOP U3MEPEHUI,
COCTOSIIMN M3 TPUALIATH TpeX TMoKa3aTenel (MOMHBIA CIHUCOK MPUBOAUTCS B
npwioxkenun B). Ilpu cocraBieHun chnucka ObUIO  BBISBICHO, YTO MHOTHE
MCCIIEI0BATEN OCHOBBIBAJIM CBOM U3MEPEHUS HA BBIBOJAX JIPYTUX YUYEHBIX, JI€Jas 3TO B
OoJbIIeH WM MEHbIIEeH cTeneHu OTKpbITo [81]. i nmampHEHIero ucciaeaoBaHus Mbl
otroOpainu JABaaUaTh M3MEPEHHM, HaumboJiee 4YacTO HCIOJb3YeMbIX B 00JIacTH
yIpaBJIeHUs KyJIbTYpHBIM pazHooOpasuem (YKP), 4To quKkTyeTcs jKelaHueM MPOBECTH
UCCJIEI0BAHNE Ha MAKCUMAJILHO MIMpOoKoi 0asze nanubix (Tabnuma 7). VckimtoueHHble u3

CIIMCKA U3MCPCHUA IIPCACTABIAIOTCA HaM 1100 HN3JIMIITHHUMH, h1%(s0) CIIOPHBIMH.

Tabnuua 7 - CHUCOK paccMaTpUBaeMbIX KPOCCKYJIBTYPHBIX U3MEPEHUN

I'. Xodcrene

JlucTanus BiIacTu

N30eranue HEonpeeIeHHOCTH
NuauBuyann3m/ KOJUIEKTUBU3M
Jloniro/ kpaTkoBpeMeHHasi OpueHTalus
Y BepeHHOCTh (HAOPUCTOCTD)
NHcTUTYIMOHATIBHBIN KOJUIEKTUBU3M
BHyTpurpynnoBoyn KOJUIEKTUBU3M
['enaepHOE paBEHCTBO (ATAIUTAPHOCTD)
['ymannast opueHTarus (3a60ta, aabTPyU3M H T.I1.)
OpueHTanys Ha pe3yabTaT
YHuBepcanuzm/ NapTUKYJISpU3M
HeliTpanbHOCTH/ SMOIIMOHAIBHOCTH
Cneunduunocts/ 1udPy3HOCTD
JIOCTUTHYTBIN/ IPUTTMCAHHBIN CTaTyC

GLOBE

=
RBoo~vwourwN R

®. Tpomrienaapc

el el o
A wiN
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[Tpogomxenne Tabaus! 7

®. Knykxon u O. 15 |KoHuenimusi mpocTpaHcTBa (B YaCTHOM WMJIM OOIIEei
Crponrbek COOCTBEHHOCTH)
2. Xomn 16 | [loanxpoHHOCTH/ MOHOXPOHHOCTD
17 | Huzkuii/ BBICOKHMIA KOHTEKCT
M. bennerr 18 |Pa3BuBaromas MOJIEJIb MEKKYJIbTYPHON
CEHCUTUBHOCTHU
JIx. Porrep 19 | Touka KOHTpOJIS
C. Kogei 20 | HoBepue

M cTOYHHK: COCTABIICHO dBTOPOM.

XOTS HEKOTOphIE H3MEPEHHUs W3 MOJeau IleHHOcTHOM opueHTanuu (MIIO)
®. Kinykxon u ®@. CrpoarOeka MCHOIB3YIOTCSI MHOTUMHU HUCCJIEIOBATENSIMUA B JAHHOM
00JlacTh, MBIl UCKIIIOYIJIM MX U3 CIUCKA paccMaTpUBAEMbIX HM3-32 HEJOCTATOUHOCTU
KOJIMYECTBEHHBIX JaHHBIX II0 OTOM MOJEIU, a TAKXKE H3-3a OTPAKEHUS OTUX
UCKIIFOYEHHBIX HaMHM H3MEpPeHuil B Jpyrux Oojee mno3aHux osnemeHTax YKP,
pa3paboTanHbIX Ha ocHOBe MIO, U IUPOKO UCIIOIB3YEMbIX B HACTOSIIIMI MOMEHT.

HckiroueHHbIe KPOCCKYJIBTYPHBIE U3MEPEHHUS:

o «Jonr mo ornomenuto k aApyrum» @. Kinykxon nu ®@. Crpoardeka, no cyTy,
aHaJOrMuYeH uHaekcy uuausuayanusma I'. Xodcerene;

° «Bpemennas opuentanus»y @O. Knykxon m @. Crpoarbeka cxomHa C
MHJEKCOM KpaTKOCPOYHOCTH/ goarocpouHoctd . Xodcerene;

° «Cnoco6 nesarenpHocTHy» @. Knykxon u ®@. Ctpoardexka COMOCTaBUM C
JIOCTUTHYTBIM/ TipUriucanHbiM ctatycoM @. Tpommienaapca;

° «MunuBuayanusm/ xkommyHuTapusm» @. TpommeHaapca COOTBETCTBYET
KOHIICTIUH, BhIpaxkeHHOHU B uHjekce I'. Xodcrene «uuauBuayann3m/ KOJJIEKTUBU3MY;

. «ITocnenoBaTenbHOCTL/CUHXPOHHOCTE) D. TpommieHaapca B OCHOBE CBOEH
UMEEeT KOHIICTIIUIO «ITOJMXPOHHOCTE/MOHOXpOHHOCTHY I'. XodcTene, mpencTaBieHHY O
B CIIUCKE;

o [Tpoext GLOBE 6a3upoBancs va moaenu . Xodcrene, B CBsI3U ¢ 4eM MBI
VCKJIFOUMJIM U3 HAILETO MCCICAOBAHUS PSAI YKBUBAJIECHTHBIX MAapaMETPOB: «AUCTAHIUSA

BJIaCTHU», KOPUCHTALIUA Ha 6y21y1uee» " «u30eranue HEONPEIACICHHOCTH,
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o Cpazy B JOByx MoaemsXx  («BHEUIHUI/BHYTPEHHUH  KOHTPOJIb
®. Tpomnenaapca u «oTHowmeHue kK mnpupone» @D. Kunykxon m @. Crponrdeka)
UCIIOJIB3YETCSI U3MEPEHHUE, XAPAKTEPUIYIOIIEE OTHOUIEHNE WHIUBUAYYMA K IIPUPOJIE, B
CYIIHOCTH, MPEACTABIIIONIEE JUIEMMY: KOHTPOJIUPYEM JIM Mbl IPUPOAY WU MbI CAMH
OTpaHUYCHBI €€ paMKaMHu. JTa KOHIEMIHUS COOTBETCTBYeT u3MmepeHuto [[x. Porrepa
«TOYKa KOHTPOJISH», KOTOPOE Mbl BKIIFOUMIIN B CIIUCOK.

Heckosmbko  KynbTypHBIX  HU3MEpeHMH, Bxoasmux B  wmoaenun  YKP,
MPEACTABISAIOTCA HaM CHOPHBIMH M TOJIBEPrarOTCs 4acTOM KpUTHUKE. MBI peluin He
paccMaTpuBaTh UX B paMKax HAIIETrO MCCIEIOBAaHUS, MMOJArasich JIMIIb HA U3MEPEHHUS,
IIUPOKO UCIOJI3YEMbIE KaK YUCHBIMH, TaK U MPAKTUKAMH.

o Uzmepenue I'. Xodcrene MAS («MacKyTuHHOCTH/ (PEMHUHHHHOCTBY) OBLIO
UCKJIIFOYEHO W3 Halled MOJIEIM B CBA3M C MAacCCOBOM €ro KPUTHUKOW CO CTOPOHBI
crnenuanuctoB [57], ocobenno B obnactu Mapkerunra [140]. Kputuka kacaercst kak
caMOM KOHIEMIIUUA U3MEPEHUS, TaK U 00ObEKTUBHOCTH COOPAHHOM MO HEMY CTATUCTUKH.
[58].

o N3mepenue «mpupoaa denoekay @. Knykxon u @. Ctpoarbeka Takxke
OCTaJIOCh BHE HAIIEro BHUMAaHUS, MOCKOJIBKY MPEICTABISIETCS HaM B JOCTATOYHOMU
CTEIEHHU CIIOPHBIM M TPYAHONPUMEHHUMBIM. BOMpoc 0 TOM, HACKOJBKO «XOpOUD» WIIU
«IJIOX» WHIWBUAYYM, BeCbMa CYOBEKTHMBEH, M HE TOAJACTCS KOJIMYECTBEHHOMY
aHamm3y. Psan uccrenoBaTeneld INBITANWCh YCTAHOBUTH CBA3b MEXAY IPUPOIOHN
YyeJoBeKa M DJIEMEHTAMHM MEHEKMEHTa, W pe3yJbTaThl JTHUX IMOMBITOK BEChMa
HeyOenuTenbHbl. OHO U3 nocneanux uccienoBanuii [130] mpoaeMoHCTpUpOBAIIO, YTO
pu IpreMe Ha paboTy HamboJjiee IEHATCS Takhe KadecTBa Kak J0OPOCOBECTHOCTH U
nokiaauctocth. [lpu atom, apyroe uccienoBanue [93] mokasano, 4To MOKIATUCTHIC
pabOTHUKH TIOJyYarOT MEHBIIYIO 3apIljiaTy, HEeKEI UX MEHEe MOKJIAJAUCThIE KOJUIETH,
BEPOSITHO B CBSI3M C TEM, UTO MOKJIAJUCTBIC IO C MEHBIIECH BEPOATHOCTHIO 3alMYT
PYKOBOJIAIINE TO3UITUH.

. Haxonen, monens P. Jlbtonca, mpeacraBisironias 3HAYUTENbHBIA HHTEPEC

IpU CPAaBHEHUU KYJbTYp, OKa3ajaCb COBEPIIEHHO HENPUMEHUMON B HalleM
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UCCIIEIOBAHUM, TOCKOJIbKY, B OTJIMYME OT APYTUX MOJIeNiel, HE OCHOBBIBAETCA Ha
IPOCTHIX OMXEBUOPATIBHBIX (T.€. MOBEIEHYECKHUX ) U3MEPEHUSX.

Mbl  uCMONB30BaIM  KIACCUYECKUM  YNPABICHYECKUM, MApPKETUHTOBBIA H
cTparerndyeckuid [124] moxxox K opraHu3zalMOHHOM cTpyktype [20], oToOpaB miid
UCCJIEIOBAHMSI BOCEMHAJIATh OTJIEJIOB, MNPEACTABISAIOMIUX TSATh OCHOBHBIX cdep
JeSATEeIbHOCTH KOMIIAaHUM: YTIPaBIIEHUE MTEPCOHAIIOM, CTPATETUH, MApPKETUHTA, MIPOJIaX U
IIPOU3BOJICTBA.

Hanee opranuzanusi Oblga paszjiesieHa Ha psii OTACNIOB UM UX MOApPAa3/CIICHUi, B
COOTBETCTBUM C OOIIECIPUHATON CTPYKTYpOH KOMMEPYECKHMX W HEKOMMEPUYECKUX
opranuzanuid [123]. BeiOop paccMarpuBaeMOro otjefia OCYIIECTBISUICS HCXOIs M3
XapaKTepUCTUK opraHu3anuii cepst ycuyr [84].

[I9ThI0  OCHOBHBIMH  OTACNAMHU  SIBIIAIOTCSA:  yOpaBIEHUE  IEPCOHAIOM,
CTpPaTErM4eCKuii, MapKETHUHIOBBIM, OTHAENbl MPOU3BOACTBA M MPOAAX, UYTO U
MPEACTABIICHO HA pUCYHKE 13.

Kaxnaplii 3 OTIENoOB, B CBOIO OdYepelb, ObLT pa3OUT Ha MOJpa3/eNicHUus] B
COOTBETCTBHHU CO CIICIIMAIN3aIUCH:

Otaen ynpasJieHHsl IEPCOHAJIOM

BrnosiHe ecTecTBEHHO, UTO JIS OT/EJIAa YIIPABJICHUS MIEPCOHAIIOM KYJIbTYypa HMEET
OOJBIIIOE 3HAYEHHUE, TIOCKOJIBKY OHa BO MHOTOM (OPMHPYET JIMYHOCTh WHJMBHUIYyMa
[7]. Cnenmanucter o ynpasienuto nepconaiom (YII) BoBieueHbl B mpolecc nmpuemMa
HOBBIX COTPYIHUKOB, KaJpOBOTO MPOABMKEHHS (M CBSI3aHHOM C 3THUM CHUCTEMBI
CTUMYJIMPOBAHUA), YYAaCTBYIOT B (POPMUPOBAHHUU CHUCTEMBI OIUIATHI TPYJa M OLICHKHU
nesarenbHocT ([Ipunoxenue I', kefic Ne A.1). He ABisisich TEXHUYECKHU CBSI3aHHBIM C
yIOpaBJICHHEM TEpCOHaNa, MOApa3/esieHne, OTBEYarliee 3a O0yuyeHHe COTPYIHUKOB,
TeM HE MEHee, BXOAUT B OTIEN MO0 paboTe ¢ MEepCoHAIOM (Hampumep, Kak OTAel
pa3Butus nepcoHana). Co CTpaTErM4ecKOW TOYKM 3PEHHSI TPEHUHT MOJHOCTHIO
COOTBETCTBYET 3aJa4aM, PEIIa€MbIM OTAEJIOM IO YIPABICHUIO IEPCOHATIOM, IOCKOJIBKY
MO3BOJISICT OPraHU3alMK YBEJINYMBATh KOJIMYECTBO HAKOILJICHHBIX 3HAHUMU, YTO, B CBOIO

ouepe/lb, CKa3bIBAETCS HA BCEX COTPYIHUKAX [98].



82

Crparerus

Hopmet

LieHHoCTI I
npasnesue
Hopmbl
Hopaes |

Lennocru

Mpoganmu

LeHnoctin OPTAHWU3ALMA

FipOKuIs0ACTEN

I Hopmb!

LlerHocTH

T

A \/
OBBLEKTUBHOE TUNB! KYNBLTYPBLI
BOZAENCTBUME HALMOHALHAS
3 LieHHocTu
JAKOHL - Hopme: s pernoHansHas o OpraHN3aUnm
ClaHgapTsl 3 oprasvsagnu By pennrnoiLan =f P e
PernamMeHThl A3bLIKOBAR
npasuna npotheccroHansHan

»( MNpaxkTvka po
Pucynok 13 - OcHOBHBIE OT/E/bI OpTaHU3alkil chephbl YCIYT U BIUSHUE

KYJIbTYPbI Ha HUX

HcTouHUMK: COCTAaBIEHO aBTOPOM.

CymiecTByeT MHOXECTBO MpuUMepoB B3aumojeictBus YII ¢ Bompocamu
kyaeTypbl. Uaaeke I'. Xodcerene «aoarocpoyHas opueHTAIUs» OKa3bIBA€T OYEBHUIHOC
BO3JICHCTBHE HA PEKPYTUHTOBYIO TOJUTUKY PaCIIUPSIONIEHCS (DUPMBI: KPaTKOCPOUHO-
OPUEHTUPOBAHHBIE KOMIIAHUM CKJIOHHBI HAHUMATh BBITYCKHUKOB BY30B M BPEMEHHBIX
pabOTHUKOB, B TO BpeMs KakK JIOJITOCPOYHO-OPUEHTUPOBAHHBIC MPAKTUKYIOT 00ydYeHHUE
U TIOBBINICHHE KBATM(UKAIMKN COOCTBEHHBIX PAOOTHHUKOB, W TIPH IpHeMe Ha paboTy

COTpYAHHKA 3aKIIIO4YaroT ¢ HHUM JIOJ'IFOCpO‘IHBIﬁ KOHTPAKT. I/I3Mep€HHC «'CHACPHOC
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paBeHcTBo» (GLOBE) urpaer 6o0iblnyto posib B CUCTEME OIUIaThl Tpyda. B pamkax
ATAIMTAPHBIX KYJBTYpP Ppa3pblB MEXIy HHU3IIEH M BBICHIEH CTAaBKOW OIUIAThl TpyAa
OyzeT, ¢ OoJbllel BEpOSTHOCTHIO, MEHBIIE, B TO BpeMsl Kak pupMa C SIBHO BBIPAKEHHOM
UEPapXUUYECKON CTPYKTYpPOW 3HAUYUTEIBHO MOBBICUT OKJIa/bl BBICHIETO PyKOBOJCTBA. B
OpraHM3alusIX C BBICOKMM II0KA3aTeJIeM JUCTAHIIMU BJIACTU PYKOBOJCTBO CKJIOHHO
OpOJBUraTh MO  CIYy)KEOHOM  JiecTHUIle  O€3BIHMIIMATHBHBIX  MMOJYHMHEHHBIX,
UCTIBITHIBAIONINX CTpax nepena HadaabcTBoM ([Ipumokenue I, ketic No A.2).

Otaea crparernyeckoro mianuposanus (Ctparerus)

3agaueld pa3paOOTKU CTpaTerud OOBIYHO 3aHUMAETCA BBICIIEE PYKOBOJICTBO
opranmszauuu [1]. 1 XoTs, ¢ TOUKM 3pEHUSA CTPYKTYpPBI, OCYLIECTBIIIETCS OTO HE
CHELUAIbHBIM TMOJPA3JCICHUEM, pPOJIb W BIHMSIHUE CTPaTeTMH Ha JESATEIbHOCTH
KOMIIAaHUM HE MEHEE Ba)XKHBbI, HEXKEJIM PoJib Jt00oro u3 ee ornaesioB [59]. Bompocs
CTpaTeruu, Kak MpaBWiio, CBSI3aHbl C MHTEPHAL[MOHATIN3AUEH eATeIbHOCTH (PUPMBI, a
TaKXke CIUSHUAMM U noriomenusmu [101]. Bo3nelicTBue KyapTypbl Ha CTPATEruio, Ha
HaIll B3I, CPOJHHM €€ BO3JCHCTBHIO Ha PykoBoacTBO kKommanuu ([Ipmtokenue I,
keiic Ne A.3). ABTOp Takke CcYell HYXHBIM PacCMOTPETh B MPUMCHEHHH K CTPATCTHH
TaKOW 3JIEMEHT KYJIbTYpPbl, KaK JIMJIEPCTBO, TaK KaK JAHHBIM BOIIPOCOM 3aHUMAETCS TOI-
MEHE/DKMEHT, a CTWUJIb JIMJEPCTBA, KAaK MPABUJIO, BIUAET HA CTPATETHUIO OpraHU3alUH
[94].

KynpTypa oka3piBaeT Oo0JbllIOE BO3ACHCTBHME Ha TO, KaK paccMaTpuUBaeTcCs W
CTPYKTYpPUpPYETCSl CcTparerusi. B MOHOXpPOHHBIX KyJIbTypax HNpPEINIOYTEHUE OTAAETCS
IJIAHUPOBAHUIO, OPTaHU3AMU U KOHIIENTYaJu3allui B paMKaX JMHEHHOTO0 MBIIUICHHUS,
mrar 3a marom (IIpumoxenue I', keric Ne A.4). B mpOTHBOIIOJIIOKHOCTH ATOMY, B
NOJINXPOHHOM KYyJIbTYpE BHUMAHHE KOHLIEHTPUPYETCS Ha KOHEYHOM Lemu, W
MOCJIEIOBATEIBHOCTh JIEUCTBUM ONpenesieTcs B 3aBUCUMOCTH OT MPUOPUTETHOCTH
Bonpoca. O4EeBUAHO, YTO «TOUYKAa KOHTpos» [[x. Porrepa Takke BiaMseT Ha mpouecc
pa3zpabotku ctpareruu [128]. CyTh cTpaTeruu B TOM, YTO MBI KOHTPOJUPYEM CBOIO
Cyab0y, U B 3TOM Clly4ae OHa SBJISIETCS JI€TAIbHBIM IJIAHOM, KOTOPOMY MBI CIIEyeM
OykBanbHO. B (aranucTuueckux KysiabTypax CTpaTerus pacCMaTpUBAETCs JUIIb Kak

LEJb, K IOCTHKEHUIO KOTOPOU HY’KHO CTPEMUTHCS.
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Otaen mapkeTHHra

Pe3ynpTaThl MapKETHHIOBBIX MCCIEIOBAaHUN ONHUPAIOTCS HAa OCOOEHHOCTH
NOBEJICHUSI TOTPEOUTENEH, TaK YTO OYEBHUIHO, YTO KYJIbTypa SBISETCS KIHOYEBBIM
aieMeHTOM MapkeTuHra [15]. Otaeny MapkeTHHra HEOOXOIMMO OBITH B Kypce
KYJbTYPHBIX PA3JIMYUNA OT ONPEIEICHUS IPUBIICKATEIBHOCTH PBIHKA O IJIAaHUPOBAHMS
KOHKPETHBIX MEPOINPUATHII MO CBA35IM C OOIIECTBEHHOCThIO. B pamkax Haiero
UCCJIEIOBAHMS OBUTM MPOAHAIM3UPOBAHbl PELICHUS MO BCEM 3JIEMEHTAM MapKETHHI-
mukc [100].

SI3bIKOBBIE pA3IMyYMs BIMSIOT Ha BOCIHPHUATUE U COJAEPNKAHUE PEKIAMHOM
KaMIaHUM W MHCTPYKLUHMU MO HMCHOJB30BAHUIO MpoAyKTa. Kpome TOro, cnocoOHOCTH
OTHENBbHBIX  WHAMBHUJIYYMOB  «CUMTBIBATh» AMOLMU  (OPMUPYET  BOCHpPUSITHE
UHpOpMAIIUK, OTIPABICHHOW MO MapkeTHHroBbIM KaHamam ([Ipwnoxenue I, keiic
Ne A.5). Tlpu pa3paboTke HOBOTO MPOAYKTa YHUBEPCAIUCTCKHE KYJIBTYPBI CTPEMSTCS
CO3/1aTh NPOAYKT, KOTOPbIM Obl OTBEYAl MAaKCUMyMYy IMOTpPeOHOCTEW OOJBIIMHCTBA
KJIIMEHTOB OpraHu3alyy. JTO BEIET K CTaHJIAPTH3alUd M MAaCCOBOMY IMPOM3BOJCTBY
(ITpunoxenne I, ketic Ne A.6). TIpoayKT CHpOEKTHPOBAH TakK, YTOOBI OBITH
OJIMHAKOBBIM JUIsl BceX. llapTUKynspuCTCKHE KyJIbTypbl OTHAIOT MPEANOYTEHHE
YCTaHOBJICHHIO OTHOLIEHUH C KJIIMEHTaMH, IO3TOMY (POKYCHUPYIOTCS Ha MCIOJHEHUH UX
KOHKPETHBIX noTpedHOocTel. [IpoaykT OyaeT oTBeyaTh BCEM HyXJ1aM Ka)KIOro KJIMEHTa,
eciu OyeT MPOU3BOJUTHCS Ha 3aKas3.

IIpou3BoACTBEHHBIN OTAE

Bce opranuzanuu HaresneHbl Ha IPOU3BOJICTBO KOHEUHOTO MPOAYKTA WM yCIyTU
[105]. KynpTypa oka3plBacT BJIMSHHE Ha B3aUMOJCHCTBUE MEXAY HWHIWBUIYYMaMH.
Hanpumep, [10JrocpoyHO-OPUEHTUPOBAHHBIE OpraHu3aluu  (OKYyCHpPYIOTCS — Ha
NPOAYKTE, TpeOYyIOIeM  JUIMTENIbHBIX, «TEpPIEIUBbIX» WHBECTULIMHA, KaK B
dapmareBTuKe. J[pyrue paccuuMThIBalOT HA OBICTPYIO MPHUOBLIL MPU HE3HAYUTEIIBHBIX
WHBECTULIMAX, KaK B PO3HUYHOM TOProBji€ WM ONEpalusiX C HEIBHKHUMOCTBIO
(ITpunoxenne I', keric Ne A.7). JlonrocpodHOCTh MEPCHEKTHUBBI MOXKET TaK)KE HAWTH

OTPAKCHUC B TOM, KAaKYyIO0 TdpaHTHIO Ha CBOU HNPOAYKTHI IPECAOCTABICT KOMIIAHUS:
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JOJITOCPOYHO-OPUEHTUPOBAHHBIE OpraHHU3aLNN CKJIOHHBI IPEAOCTABIATD
JOJITOCPOYHYIO TapaHTHIO, BIUTOTH J10 oxkuzHeHHou ([Ipmtoskenune I, ketic Ne A.8).

OTtaen npogax

To, 4TO KyJnbTypa OKa3bIBAET 3HAYMTEIBHOE BO3JCHCTBUE HA OTHEH IPOJAK,
BIIOJIHE  Mpefackazyemo. IleperoBopsl  SBASIOTCA  MNPEOMETOM  CIIEIIUAIbHBIX
MCCIEN0BAHMI! M IyONMKaluii, MOCKONLKY B IIPOLECCE IIEPETOBOPOB IIPOSBIISIOTCS
MHOTHE KYJbTYpPHBIE aCIEKTbl, TAaKH€ KaK OTHOIIEHHE KO BpeMeHH [78], cTuib
o0IIeHus, ToBepHUe WK oTHOIeHHE K KouTpakTaM ([Tpmnoskenue I, keiic Ne A.9).

Paznuuus npm oprammzanmu nponaxk Ha peiHKax B2B u B2C takke Hanum
OTPaXECHHUE B HAILIEM CIIMCKE KYJIbTYPHBIX U3MEPEHUM, TOCKOIBKY MBI PACCMATPHUBAEM
KOMIIAaHUM, OCYIIECTBIISIIOIIME TMPOJAXH KaK KOHEYHOMY IOTPEOUTEN0, TaKk H
opra"uzanusm [72].

KOIeKkTUBUCTCKUE KyJIBTYPBl BEAYT IEPETOBOPBI OT MMEHW TPYMIBI, YTO HE
O3HauaeT, YTO NPUHATOE pelieHne OyAeT TIpynmnoBbiM. BrogHe BeposiTHO
CyIIECTBOBAHWE OJHOM TPYyNIbl Ui OCYIIECTBIECHHUS IIEPErOBOPHOrO IpoLecca Hu
OpPYroy Iyl TNPUHATHSA pelleHus. Bo3MOXKeH BapuaHT, IIPU KOTOPOM CYLIECTBYET
paszielieHue OTBETCTBEHHOCTHM B paMKaxX MEPEroBOPHOM KOMaH[bI: YacTh OOCYKIaeT
TEXHUYECKUE JeTad, JApyras — LEeHy, W CTapliMid Tpynmnbl, KOTOPBIA IOCIE
KOHCYJIBTALIMM C PYKOBOJICTBOM OpPTaHW3ALMK IIPUHUMAET OKOHYATENbHOE pemeHue. C
JIPYrol CTOpPOHBI, WHIMBUAYAJIVCTCKHAE KYyJIbTYpPbl CKJIOHHBI HCIIOJb30BaTh OJHOTO
NEPEeroBOpIIMKa (WM OJIHY TPYMILY), YIOJHOMOYEHHOTO KaK BECTH MEPETrOBOPHI, TaK U
MOANMCATD CIEIKY OT UMEHH OpraHU3aluu.

Ha peike B2C npucranmus BiIacTH OKa3blBA€T CYIIECTBEHHOE BIMSHHUE HA
JeSITEIbBHOCTh OpPraHU3allii B TaKUX BOMPOCAX, KaK OTHOLIEHUS (PUPMBI C KIIMEHTaMH,
peleHne o BbIMycKe KapThl juisi VIP KJIMEHTOB; pacCMOTpEHHsI BOIMPOCOB ym00CTBa
OOCITy’)KMBaHHUSI MCKIIIOUUTEIBHO C TOYKHM 3pPEHHUs KIMEHTa WM C y4yeTOM IIpaB H
OJ1aronoyuusi COTpyIHUKA.

[lepeuensr (yHKIMOHANBHBIX chep BBIOPAHHBIX MOAPA3ACIICHUNA OpraHu3aluu

IIpeCTaBIICH B TabmIie 8.

LINSEAD: https://iconnect.insead.edu/news/Lists/Posts/Post.aspx?1D=477 (nara o6pamenus: 17.04.2018)


https://iconnect.insead.edu/news/Lists/Posts/Post.aspx?ID=477
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Tabmuma 8 - Otnensl ¥ X GyHKIIHOHAT

Iloapasznesenue DYHKUNOHA
VYnpasneHue Habop corpyanukos
IIEPCOHAIIOM OOyueHne cOTpyIHUKOB
[IpoaBrkeHne/ HarpaxJICHHUE
Omnnara
Ornenka AesTeIbHOCTH
HNuTeprannonanuzanus
[lornomenue v CIUIHUE KOMIIAHUN
JlunepcTBo
BryTpenHU MapKeTHHT
CBs13u ¢ 00111€CTBEHHOCTHIO
Pexiiama u 1pyrue KOMMyHUKALMHU
VYrpaBneHue npogyKToM 1 OpeHI0M
[lenooGpazoBanue
JluctpuOymus / JOTUCTHKA
HUOKP
[Tpon3BoCTBO
ITeperoBopsl ¢ mapTHEPAMH U TTOCPETHUKAMH
Ocobennoctu paboTel Ha peiHkax B2C u B2B

Crparerus

MapxkeTtunr

[IpownsBoacTBO

[Ipomaxu

Mpbl  mpoBenM  OLEHKY  BBIOPAHHBIX  KPOCCKYJBTYPHBIX — H3MEpEHUM
IIPUMEHUTENBHO K KAKIOMY NOAPA3IAEIECHUIO OPraHU3aliu.

JUist  BBISIBICHHMS CTENEHW BIMSHUS KYyJbTYpbl Ha pabOTy pas3lIMyHBIX
noJipa3feliecHuil OpraHu3auudud cdepbl yciIyr OBUIM HCIOJNb30BaHbl TIyOMHHBIE
MHTEPBBIO C 3KCIIEPTAMHU M METOJ CUTYallHOHHOTO aHAJIN3a, KOTOPBIA MCIOJIb30BAICA
it cOopa  JIOCTaTOYHOIO  YHUCJIa ONUCAaHUM  CUTyalluii  KpPOCCKYJIbTYPHOTO
B3aUMOJICMCTBUS MPEACTABUTENICH PA3JIMUYHBIX IOAPA3ACICHUN TaKUX OpraHu3anuii. B
nepuoa ¢ 2011 mo 2016 rr. B xome mnpenonaBaHus KypcoB «KpocckynbTypHBIN
MapKeTHUHI» «MeXKyJIbTypHbIII MEHEeIKMEHT» B Yy4yeOHbIX 3aBefeHusx Poccum,
['epmanun, Actpun, Yexun n @paHiu aBTOp C MOMOUIBIO CTYIEHTOB coOpai Ooiee
200 xeiicoB, KOTOpBIC 3aTeM OBLIM MPOAHATU3UPOBAHBI JJI BBISIBICHHUS y4acTUs B
CUTyalUsAX  KPOCCKYJbTYPHOTO  B3aUMOJCHUCTBUSA  COTPYAHHUKOB  PA3JIUYHBIX

nojApazaeiaeHuit komnanui cepsl yeayr. O0pasibl KecoB AaHbl B IPUI0OKEeHUH [l
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Keiicel monOupasnch 1o JBYM HAMpPaBJICHHUSIM B COOTBETCTBHE C KOHIICTIIIUCH
K. Ditzenxapra [65] ¢ LebI0 BBISIBUTH 3aKOHOMEPHOCTH U IPOCIEAUTh TUITUYHBIE BHJIbI
KPOCCKYJIbTYPHOTO B3aMMOJICUCTBUSI HCCIIETyEMBIX MOAPA3ACICHU OpTraHU3aluu
cheper ycayr [17]. Hcmonp3oBaauch Kak OMHCATEIbHBIE KEHCHI, OMHCHIBAIOIINEC
BO3HMKAIOIIME B TMPOIECCE HUX pPabOThl KPOCCKYJIbTYPHbIE KOH(IUKTHI MEXIY
COTPYIHUKAMU M MEXJy TMpEACTABUTEISIMU OpraHu3allid W KINEHTaMH; TaK U
OOBSCHUTETHHBIC KEWCHI, AHATU3HPYIONIUE TPUYNUHBI HAOIIOMAEMBIX SBICHUU W
OOBSCHSAIONINE  BBISBJICHHBIE  XAPAKTEPUCTUKU WM  OCOOCHHOCTH  JIEWCTBUM
MpeACTaBUTENIEN opraHu3anuii cepbl yCIyr ¢ MOMOIIbIO CYIIECTBYIONIUX TEOPUM U
KoHuenuwuii [165].

Ha ocHOBe pe3ynbTaToOB, MOJYYEHHBIX C IMOMOLIBIO METOAA CHUTYallHOHHOTO
aHanu3a, OblIa TMOCTpoeHa TalJiMila, OMKCHIBAIOIIAs BO3MOXHBIE CHUTYyallud
KPOCCKYJITPHOTO B3aMMOJIEUCTBUSI KaXXJIOTO M3 OTJEIOB KOMITAHHHM CQEpPhl YCIYT.
CreneHb JOCTOBEPHOCTH COCTABJIEHHOTO OIKMCAHUSA W BECOBbIE KOIPPUIIUEHTHI
3HAYMMOCTH KYJBTYPBI JIJIs1 pa0O0Thl KaXA0T0 MOIpa3ieICHUs] ObLINA ONPEICTICHbI B XO/1€
OKCIIEPTHBIX HMHTEPBBIO. OTOOpP JKCMEPTOB I MPOBENCHUS TIYOUMHHBIX WHTEPBBIO
MPOBOAWICS C YYETOM JBYX OCHOBHBIX KpUTEpPHUEB: 1) HaIMuus y DKCIEPTOB
nyOJMuKayii MO BOMpPOCaM KPOCCKYJIBTYPHOTO B3aMMOJICHCTBUSI M YPOBHS UX
[UTUPOBAHUS; 2) HAJWUYHUS Yy OKCIEPTOB ONBITA MPOBEACHUS WCCICIOBAHUM WITU
MIPAKTUYECKOM  JEATEIBHOCTH B  MYJBTHUKYJIBTYPHOM Cpeae. OKCIepramu B
ucciaenoBanu BeicTynuiu mnpod. @D.Tpommenaapc (MHTEpBBIO B T. AmMcrepiaam,
Hunepnanael, B ssHBape 2013 r. u mapte 2017 r.), mpod. P.JIptouc (MHTEpBBIO B
r. llIraep, ABctpust B mae 2016 r.), n1-p. @.KomnanbeH (MHTEPBBIO B I'. AMCTeplaM,
Hunepnauner B centsope 2016 r.), b. [lennpthe (MHTEpBBIO B T. [lapmwk, @panimus,
asrycte 2016 r.), n-p. 3. 'abopuxoBa (uHTEpBHIO B T. [Ipara, Uexus, B 2016 r.), k.¢.H.
A M. CocuoBckasi (uatepBbio B T. Cankt IletepOypr B 2015 u 2016 rr.). Kparkas
uH(pOpMaIUs IO BCEM dKCIIepTaM MpUBeIeHa B mpuiiokenuu E.

Kaxnomy ciydaro MepeKpecTHOro aHaiu3a «KyJIbTypHOE HU3MepeHue/
oApa3eicHue OpraHu3alum» ObUIO TIPUCBOCHO 3HavYeHue ot 0 10 3, rae 3 — BhICIIEE

3HaueHue, a 0 — Husmee. «3» 03HAYAET, YTO JTaHHOE U3MEPEHUE MIPAET BAXKHYIO POJIb
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JUIS JAHHOTO OTJENa, «2» — 4TO U3MEPEHHUE OKAa3bIBAeT OMPEACIEHHOE BIUSHUE HA €T0
JESITENIbHOCTD, a «1» — 4TO ero BO3/EWCTBHE HA YCIEIIHOCTh MOAPA3EICHUs BEChMa
cnaboe. Ecim KkynbTypa HEe BIUSET Ha JEATEIbHOCTh OT/AENa, 3TOT TMOKa3aTelb
COOTBETCTBYET 3HAYCHHIO «0».

Harmpumep:

o N3mepenue «KOHIICTIITUS MPOCTPAHCTBA» Knykxon-Ctpoaroeka
OTHOCHUTENFHO pabOThl yNpaBIEHUS MEPCOHATIOM U KOHKPETHO (PYHKIIMH OIMpPEICICHUS
OIUIAThl TPyJa MOJYYMIIO OLEHKY «0», IOCKOJIbKY JaHHOE KYJIbTYpPHOE U3MEPEHHE HE
YIIOMUHAETCS B MyOJIMKALMSIX B CBA3H C CUCTEMOM OIUIAThl TPyAa B OpraHU3aluu.

o Mopenbs MEXKYIbTYPHOU CEHCUTUBHOCTH M. beHHETTa NPUMEHUTEIBHO K
paboTe ympaBieHHs NEPCOHATIOM MO HAOOPY COTPYIHUKOB MOJYYHIIO OLIEHKY «1»,
IOCKOJIbKY BO3JIEHCTBUE 3TOr0 U3MEPEHUS Ha JaHHYIO (QYHKLHUIO He3HauuTenbHo. [1pu
aHallM3e YIMIOMHUHAHWNA 3TOTO M3MEPEHUS MOXKHO OBLIO MPEANONIOKUTh, YTO METOABI U
KpUTepuu oTOOpa Npu MpHEMe Ha padOTy MOTYT MEHSAThCA B 3aBHCHUMOCTH OT TOTO,
OTPHUIIAET JIM OpPTraHu3alus KyJbTypHbIE PA3JIUYUs WM YYUTHIBA€T UX, HO, MO BCEU
BEPOATHOCTH, 3TO HEOCO3HAHHBIN MPOIECC, M OIICHUTh CTETIEHb BO3JICUCTBUSA B JaHHOM
CJIy4ae OYEHb CIIOXKHO.

o «YuauBepcamuzm» @,  TpommeHaapca  OTHOCUTENBbHO  (DYHKIUU
WHTEPHAIIMOHAIM3AINHN (CTpaTerusl) OMEHEH B «2» (B3BEIICHHOE CpeIHEe 3HAYCHHE),
MOCKOJIBKY JUISl YHUBEPCAIUCTCKUX KYJIbTYp XapaKTE€pPHO BOCHPUSTHE KYJIbTYPhl Kak
BTOPOCTETICHHOHN B MEHEIXKMEHTE, MPU TOM YTO MAPTUKYISIPUCTCKHE JIerdye MPUHUMAIOT
OCOOCHHOCTH, CBSI3aHHBIE C KYJIbTYPHBIMU paznuuusiMu. C 3THM H3MEPEHHEM TaKkKe
CBSI3aHO TO, KaKOW MPOCTOp Ui MHULMATUBBI NMPEJOCTABISETCS MECTHOM KOMaHJe
MEHE/KEPOB, TIOCKOJBKY YHUBEPCAIUCTCKUAE KYyJIbTYpbl MPOSBISIOT  OOJBIIYIO
CKJIOHHOCTb K LIEHTpaJIN3alIUH.

o «ducranuusa Bmactu» I'. Xodcerene npumMeHUTenbHO K pekiame (oTaen
MapKeTHHTa) TMOJIydryia OILIEHKY «3» (B3BEIICHHOE CpeaHee 3HA4YeHHUE), MOCKOJIbKY
CYLIECTBYET MHOKECTBO NMPUMEPOB B3aMMOOTHOUICHUM MEXAY AAHHBIMHU 3JIEMEHTaMH.
OTH B3aUMOJIEHCTBUS KAacalOTCsl BRIOOpA POJIEBBIX MOJIEEeH Ui peKJIaMbl, BOCIPUATHUS

VEpApXUUYECKUX  pa3jIWydi, accouMalydii MapKd [OpOAyKTa C  KOHLENLIUEH
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OKCKJIFO3UBHOCTH (BBICOKMI YPOBEHb WHJEKCA) WM OONIETOCTYIMHOCTH (HU3BKUUN
YPOBEHb UHJIEKCA).

Bce noapo6Hbie 1aHHbIe NpeICTaBIeHbI B TpUiiokeHUH K.

[lockonbKy B paMKax JAaHHOTO HCCIEAOBAHMS MPEANOJAralioch YYHUTHIBAThH
NOMYJSIPHOCTh ~ paccMaTpPUBaEMbIX  HM3MEpPEHUM, TMpU  pacyeTe  CPEAHEro
apu(PMETUYECKOTO HECKOJIbKUX 3HAYEHHM BO3JACHCTBUS KOHKPETHOTO MOKa3aTess Ha
paboTy moapaszznencHus ObLI y4TE€H BeC KaXKJIOro, MOJYYCHHBIH, HCXOIsS M3 YHCIa
HUTUPOBAHUI TEPEUUCICHHBIX MOJENIC W H3MEPEHHM KyJIbTypbl B ITyOJHMKAIUSX.
Wupexc UuWMTUpOBaHWSA B3SIT W3 JaHHBIX, OMyOJIMKOBaHHBIX Ha HHTepHeT-moprase
Google Scholars. O6miee 4HMCIO UTHPOBAHWN MYOJIMKAIUi, pacCMaTPUBACMBIX B

HCCIIeIOBaHUH, cOCTaBsIeT 79366 pa3 (Tabnuma 9).

Tabnuua 9 - KonmnyecTBO IUTUPOBAHUN PACCMOTPEHHBIX MOJIENIEH

ABTOp Hutupyemas nyoaukanust Yuciao Bec
HUTHPOBAHUU

I'. Xodcrene Cultures and Organizations 25417 0,32

[Mpoext GLOBE |Understanding Cultures and | 1028 0,01

Implicit Leadership Theories
Across the Globe: An
Introduction to Project GLOBE

®. Tpomnienaapc |Riding the Waves of Culture 7610 0,10

®. Knykxon wu |Variations in Value {4989 0,06

®. Crponrbex | Orientations

3. Xomn Beyond Culture 8910 uur. 17380 0,22
The Hidden Dimension 8470
LUT.

M. Bennerr A Developmental Model of 2308 0,03
Intercultural Sensitivity

JIx. Portep Generalized Expectancies for [19932 0,25

Internal \Versus External
Control of Reinforcement

C. Kogeii The Speed of Trust: The One | 702 0,01
Thing That Changes
Everything

OO6mee cpegHee apudMeTHUYECKOE 3HAYEHHUE, IOJYyYEHHOE B XOJe pPadoThI,

cocramwio 2,17 (1,8/3 — HEB3BEIMICHHOE), YTO CBHUJAETEILCTBYET O TMOJE3HOCTH
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KyJbTYPHBIX U3MEPEHUH Ui opranu3anuii B nenoM. [Ipu 3tom ObLIO yCTaHOBIIEHO, YTO
HE BCE KYyJIbTYpHbIE HW3MEpPEHHUS TOJIE3HBl MpU JIOOBIX OOCTOATENbCTBAX, UTO

noATBepKAaeT Halu npeanooxenus (Tadmuma 10).

Tabnuna 10 - PERTHHT KyJIbTYPHBIX U3MEPEHUN B COOTBETCTBUU CO CPEIHUM

apumerndyeckuM Hep3BeleHHbIM (HBC) u cpeanum apudmeTnyeckuM B3BEIIEHHBIM

(BC)

u3MepeHune HBC |BC H3MepeHune HBC |BC

JlucTaHIys BJIaCTH 2,39 |3,15 JlucTaHIys BJIACTH 2,39 3,15

NunuBunyanusm 222 2.03 YHupepcanuzm/ 233 2 56

(Konnextususm) HNAPTUKYISIPA3M

JHonrocpounas/ OpueHranus Ha

KpaTKOCPOYHAS 2,17 2,86 pe3yybTar 2,33 2,36

OpHUEHTAIH

YHuBepcanmzm/ PasBuBaromas mozens

MapTUKYISIPU3M 2,33 |2,56 UHTEPKYJIbTYPHOUI 2,28 2,34
CEHCUTUBHOCTH

[TonuxpoHHOCTBH/ NupuBunyanuszm

MOHOXPOHHOCTh 206 |251 (KomnextuBusm) 2,22 2,93

Nzberanme Honrocpounas/

HEOIPEACIEHHOCTU 1,89 (2,49 KpaTKOCpOYHas 2,17 2,86
OpHUEHTAIHs

OpueHranus Ha 233|236 ITonmuxpoHHOCTB/ 2.06 251

pe3ynbTar MOHOXPOHHOCTb

Mogenp pa3BuTHs CnenuduyHocTs/

MEXKYIbTYPHOU 2,28 2,34 1 dy3HOCTD 2,06 2,25

CEHCUTUBHOCTH

Touka KOHTpOJIA 183 2,29 N36eranue 1,89 249
HEONpeAeNeHHOCTU

CrnenuduuHocTs/ 206 |2.25 NHCTUTYIIMOHANBHBIHA 1,89 1,01

1 dy3HOCTD KOJUJIEKTUBHU3M

Bricokuit/ HU3KUM 172 |21 I'enneproe paBHONIpaBUe 1,89 1,01

KOHTEKCT

I[ocmrHyTLuE/ 183|201 Hosepue 1,89 1,01

MIPUTIMCAHHBIN CTaTyC

NHCTUTYIIMOHATBHBIHA 189 |1.01 Touka KOHTpOIIS 183 2,29

KOJUIEKTUBHU3M

I'eniepHoe paBHONIpaBHE 189 |101 I[ocmrHyTLnE/ 183 201
TIPUTIMCAHHBIN CTaTyC

Hosepue 189 |1.91 Bricokumit/ HU3KHI 1.72 21
KOHTEKCT

HetitpansHocTs/ 156 |17 BryTtpurpynnosoit 1,67 1,69

SMOLIMOHAIBHOCTh KOJUIEKTHBH3M

BryTtpurpynnosoit 167 |1.69 HefitpansHocTs/ 1,56 1,7

KOJUIEKTUBHU3M SMOLIMOHAIBHOCTh
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[Tponomkenne Tabmuisr 10

['ymanHas opueHtanus I'ymanHas opueHTanus
(3aboTa, ambTPyU3M U 1,56 |1,58 (3abota, anmbTPyU3M 1 1,56 1,58
T.I1.) T.11.)
YBEepeHHOCTh 1,44 11,46 YBEpeHHOCTh 1,44 1,46
Konnemmusa Konnemmumsa
MpoCTpaHcTBa (JINYHOE 1,22 |13 npoctpancTBa (imyHoe | 1,22 1,3
WU OOIIECTBEHHOER) WJIH OOIIECTBEHHOE)
Kak BugHo wu3 TaOnMibl, camblii BBICOKHMH mokazartenb, — 3,15 (2,39/3

HEB3BEIICHHOE), — y uHAekca [. Xodcereae «auctanius BaacTu». B Tom, 4To kacaercs
BOCIIPUATHUSL HUEPAPXUU, OTOT HHJCKC JIEUCTBUTEIBHO SIBISETCS IEHTPAIbHBIM ISt
MHOTHX BOIIPOCOB, CBS3aHHBIX C (YHKIIMOHHpPOBaHUEM opraHuzanuu. Hampumep,
JTUCTAHIIUS MEXIY MOJYMHEHHBIMU M PYKOBOJCTBOM BIIMSET HE TOJHKO Ha OLIEHKY
NEATEeIbHOCTH, HO Y Ha OpraHu3alii0 00yYeHUs] COTPYJIHUKOB (CMEIIaHbl JTU B OJIHOU
rpynie y4aCTHUKH, HE3aBUCUMO OT MX CIIYXKEOHOTO TMOJOXKEHHUS, WIM CEeMHUHAPHI IS
BBICIIETO  PYKOBOJICTBAa MPOBOJATCS  OTHAENbHO). JlUCTaHIMA BJIACTH  TaK»ke
BO3JICICTBYET HA NPOJAKH M CaM MPOAYKT: B KyJIbTypaxX C SIBHO BBIPAKEHHOMU
Uepapxueil UEHATCS NPOIYKThl, MOAYEPKUBAIOLIME CTATYC BIIAJIENblIa, TAKUE Kak
MpeAMEThl POCKOIIN U TOBAphI KJIacca <JIFOKC», MPU TOM, YTO B KYJbTypax ¢ HU3KUM
YPOBHEM JIaHHOTO MHJEKCA OTAAETCS MPEANouTeHrne 00jiee CKPOMHOMY CTHITIO.

CnenyomuMu B CIOUCKE OKa3zaluch JBa Jpyrux wuHaekca [. Xodcrene
CMHAUBUYATU3M/ KOJJIEKTUBU3ZM» U <«JIOJTOCPOYHAS/KPATKOCPOUHAsT OPUEHTALIMS,
YTO BBI3BAHO MO OOJBIIEH YaCTH BECOM, CBS3aHHBIM CO 3HAUYUTEIBHBIM KOJIUYECTBOM
nuTUpoBaHuil. «30eranue HEONpeaeICHHOCTHY, «MHAUBUIYATU3M/ KOJUIEKTUBU3MY) U
«JIOJITO/KPATKOCPOUYHAsl OPUEHTAIIUS) OKA3aJIUCh HA JIEBSITOM, TSTOM M IIECTOM MECTax,
COOTBETCTBEHHO, M0 UX CPEIHEMY apuPpMeTUUeCKOMY 3HaueHUI0. MHIeKC «aucTaHus
BJIACTW», MO BCEH BEPOSATHOCTU, SBJISICTCS HauOojee IMUTUPYEMBIM TakkKe U B
aKaJIeMUYECKHX KypHaax.

Nunexc ®@. Tpomnenaapca «yHuBepcanuzm» (Ne 4), «momuxpoHHOCTE» J. XoJjuia
(Ne 5) u «opuenTarus Ha pe3yabTar» npoekta GLOBE (Ne 7), — cieayromie B CIuCKe,
nonyuusiue 2,56 (2,33 uew3pemenHoe), 2,51 (2,06) u 2,36 (2,33), COOTBETCTBEHHO.

O4eBUIHO, UHJIEKC «YHUBEpPCAIM3M» BIHUAET Ha JEATEIbHOCTb BCEX MOIpa3/IeiICHUN,
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MIOCKOJIbKY KacaeTCs HE TOJIbKO MOPAJBHBIX IIEHHOCTEH, HO M TOT0, KaKUM 00pa3om
WHIUBUAIYYMBI pPearupyroT Ha pa3iudHbie Tporecchl. Cdepa MpUMEHEHHS TaHHOTO
U3MEpPEHUs] — MOHMMAHHUE TOro, KaK BOCIPUHUMAIOTCS KOHKpPETHBIE MpaBuia, — OT
MPOBEJICHUSI TIEPErOBOPOB 110 cTuiia BoxaeHust [48]. Kpome Toro, oH mnokasbIBaer,
KakuM 00pa3oM WHIUBHUIYYM IMPEANOUYMUTACT BBINOJHATH 3aJaHMs: clelys oOpaslly,
CO3JaHHOMY MO OOlMM TMpaBujaM (yHUBEpcau3M), WK (POKycupysh BHUMAaHHE Ha
JeTalsax, 4To0bl 00eCeYnTh HauboJIee YETKOE BHITIOTHEHUE 3a1a4H, 1aKe MPU YCIOBUU
HECOOIIOJIEHNs] KaKuX-JIM00 TpaBWi (IEMOHCTPUPYS, TAKUM OOpa3oM, KPEaTUBHOCTD)
[148].

Nunexc 3. Xoina «MOIMXPOHHOCTH» TAKXKE MPUMEHUM KO MHOTMM acleKTam
JNEATEIbHOCTH OpraHu3aiuu. B CBsi3W ¢ TeM, YTO 3TO HM3MEPEHHE CBSI3aHO C
BOCIIPUSATHEM BPEMEHHU, €r0 BO3CHCTBUE 3aMETHO HE TOJIbKO B pabOTe OTIENIOB MO
YOPaBJICHUIO TEPCOHAJIOM WJIM MapKETUHra, HO TakK€ M B OpPraHHU3aldHd OTJela
MIPOU3BOJICTBA, B KOTOPOM, HANPUMEP, CTPYKTYPUPOBAHUE MPOU3BOACTBEHHOW JIMHUU
3aBUCUT OT TOTO, MPEBAIIUPYET JU B KYJIbTypEe OpraHU3alluy JUHEHHOE WK KPYTrOBOE
MBIIICHUE.

OpueHTaius Ha pe3yJbTaT UTPAET KIOUEBYIO POJIb IIPH JTHOOOM B3aUMOJICUCTBUU
C COTpPYIHUKAMH, BJIUSS, TaKUM 00pa3oM, Ha MHOTHE MOApPa3JeieHHUs, B OCHOBHOM
BXOASIIME B OTHEIbl CTPATeTMM W YIpaBlIeHWs TmiepcoHanoMm. HenpaBuibHOE
MOHMMAHUE BOCTIPUATHUSL pPE3yJibTaTa MOXET IMPUBECTH KO MHOXECTBY KOH(JIMKTOB
BHYTPH OpTaHU3AIUH.

Cnenyert Take OTMETUThH BBICOKYIO MO3UIMIO MoAenn M. beHHeTTa B peUTHHTE,
OCHOBAaHHOM Ha cpefHeM apudMeTHYecKOoM 3HaueHuH. OHa HAXOJUTCS HA YETBEPTOM
MecTe, cCpeaHee apudmeTnyeckoe 3Ha4YeHHE M0 Hel coctaBmiio 2,28, 4To JenacT ee
OJIHOM M3 KITFOUEBBIX MOJIETIEH KPOCCKYJIbTYPHOTO MEHEIKMEHTA.

YdeTr BecOBBIX KOI(PPUIMEHTOB HECKOJBKO W3MEHWI 3HAYEHHUE CPEIHETO
apu(PpMETUIECKOTO JIJIST KAKIOTO OTJea OpraHu3aIiy, HO TPAKTUYECKH HE TIOBJIHSIT HA

noJiokeHue noapaszaenenuit B peirunre (Tadmuna 11).
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Tabmuma 11 - Iloapazaenenus, Hanbosee NOABEPKEHHBIE KYIbTYPHOMY

BO3/ICHCTBUIO (B YOBIBAIOIIEM TTOPSIJIKE)

IMoaoxenue |Ilogpasaenenue Cpennee Cpennee
B PeHTUHIE apudmeTuveckKoe apudmeTnveckoe
B3BellIEHHOE

1 [Tponmaxu 2,68 2,38

2 Crparerus 2,48 2,18

3 VYmpasnenue 2,16 1,92

IePCOHATIOM
4 MapkeTuHr 1,96 1,73
5 ITpousBoacTBO 1,81 1,57

B xozxe uccnenoBaHus Mbl NPUILIM K BBIBOJY, YTO OTAEIN MPOJAX, OCOOCHHO B
TOM YacTh ero paboThl, KOTOpas KacaeTcsi MEepPeroBOPHOrO MpOLECcca, B HAaMOOJbLIEH
CTEIIEHU  IIOJABEPKEH  KPOCCKYJBTYPHOMY  BO3JIEHCTBHIO.  KpOCCKYNbTYpHBIH
MEHE/UKMEHT B  LEJOM MpHU3BaH OO0ECHeYuTh [OHMMAHHME, aJalTalhil0 |
COTPYIHHYECTBO PA3NMYHBIX KyJbTyp. OpraHuzanuy, peain3ylolleid Ha PhIHKE CBOIO
OPOAYKIHMIO (TOBapbl WM YCIYI'H), HEOOXOJUMO yOEIUTh KIMEHTOB MOKYNaTh €€, BHE
3aBUCUMOCTH OT MX KYJbTYpHOW MpPUHAUICKHOCTU. Takum oO0pa3oMm, BaKHeHIIEH
3a7a4eil KOMITAHUY SIBJISIETCS aJanTalus npoiiecca Npojax K uHou KyinbType [150].

CrnenyromuM HamnpaBJICHHEM, IPEACTABICHHBIM B PEUTHHIE, OKa3aJcs OTAEI
cTpareruu. B mepuop riodanusanuu cTpaTrerus, HalpaBjieHUE Pa3BUTHUS OpraHU3ALMU
TAaK)K€ B 3HAYMTEJIBHOW CTENEHU IOABEPraeTcs BIMSAHHUIO KyJIbTypbl. CTpeMUTENBHOE
NPOJBIKEHUE HA MEXJIYHAapOJHOM pbIHKE Takux Kommnanuii kak Google, Amazon,
AirBnB, Booking.com sBasercs tomy npumepoM. KynbTypa B HacTosiiiee BpeMs
oOlamaeT KIIOYEBOM IIEHHOCTBIO JIJII MHOTMX KOMHaHui. Mojenb pa3BUTHS
MEXKKYJIBTYPHOU CEHCUTUBHOCTH M. beHHerra B MOJHOW Mepe COOTBETCTBYET
NOTPEOHOCTSIM MEHEPKEPOB, pa3padaThIBAIOIINX MEKIYHAPOIHYIO cTpaTeruio [56].

Otgen mo paboTe C mMepcoHalIoOM, cCpelHee apu(pMETUYECKOE B3BEIICHHOE
KoToporo coctasuio 2,16 (1,92), Henaneko oTcTan OT ABYX MEPBbIX MOJApa3/IeICHUMN.
Tonpko peanusaius GyHKIMH oriatel Tpyaa, — 1,75 (1,55), MeHbIle 3aBHCHT OT
KyJIbTYPHBIX OCOOCHHOCTEN, U CHMKAeT OOIIM MoKa3zareiab OoTAena. Takoi pe3ynbTaT

MOIYEPKUBAET BAXKHOCTD KYJIbTYPHbI ISl YIPABICHUS IEpcoHANIOM [63].
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Nnymmii mo pe3yabTaram BCie[ 3a OTIEIOM MPOU3BOJCTBA OTAE] MapKETUHIa B
MEHBIIIEH CTENEHU TMOJBEpraeTcsi KyJbTYpHOMY BO3ACHCTBHUIO, UTO SBHJIOCH
HEOXKHJIAaHHOCThI0. B caMoOM J1ienie, KpOCCKYJIbTYPHBIM MapKETUHT B HACTOAIIEE BpeMsl
SABJISIETCSA PU3HAHHOW 00JIACTHIO MCCIICIOBAHUN U CUUTACTCA, UTO KYJIbTYpa OKa3bIBACT
CEpbhEe3HOE BIMSHUE HA MAPKETUHIOBYIO cTpareruto. CienyeT, TeM He MEeHee, OTMETUTb,
YTO MOJy4eHHOE cpeaHee apudMeTrndeckoe B3BemeHHoe B 1,96 (1,69) cBuaeTenscTByeT
O HAJIMYAHA CBS3M MApPKETHHTa M KyJIbTYyphl (0COOEHHO, (YHKIUS pEKIIaMBbl,
nonyuuBmas 2,57). KoppekTuBbl, BHECEHHBIE TMOCIE HCIOJIb30BAHUS BECOBOTO
kodpdunrenTa myOauKaui, TOBOPSAT, CKOpPEE O HEIOCTATOYHOM HCCIIEOBAHHOCTH
ATOTO HANpPaBJEHUS BIUSHUS KYJbTYpPhl Ha JEATEIbHOCTh Opranu3anui. [IpoBeneHHbIM
aHaJIM3 HArJsHO CBUJIETEIHCTBYET O HECOMHEHHOM BIIUSHUM KYJIBTYphl Ha paboTy
pa3IUYHBIX NOJApa3/IeJIeHU opranu3anuii cgepst ycuyr. Ilpu 3ToM psan nmoapasaeneHuit
opraHu3anui B OOJbIIEH CTENEHU TMOJABEPKEHBI BO3JACHCTBUIO KYJIbTYPBI, YEM
npernonaranock paunee [2].

[Iponiecc cepTUBUTH3AIMU TPUBOJUT K HWHIWBHUAYAIW3alMU M TOBBIIICHUIO
3HAYMMOCTH KJIMEHTOOPHUEHTUPOBAHHOCTU TAaKMX OPTraHU3allMil, a, CIEJOBATEIbHO, K
YBEJIMYEHUI0 UHTEHCUBHOCTH KOHTAKTOB C IIEJICBBIMU ayJUTOPUSMH KOMIAHWUU, IJIS
KOTOPBIX TEPCOHANY OpraHU3aluh HEOOXOAUMBI KPOCCKYJIbTYpPHBIE KOMIIETEHIUH.
Opranuzanuu, o0paiarpre BHUIMaHUE Ha PA3BUTHE KPOCCKYJIBTYPHBIX KOMIETEHITUN
nepcoHasna, B 0oJbliel Mepe MOATOTOBJICHBI K TOHUMAHMIO KYJBTYPHBIX Pa3inyuid, u
pearupytoT Ha HUX 6omee dpPexTuBHO. KpoccKyabTypHbIE KOMIIETEHIIMH HEOOXOIUMBbI
HE TOJIBKO COTPYJHHMKAM OpraHu3aiui cepsl yCiayr, HeMOCPEICTBEHHO BCTYNAIOIINM B
KOHTAKT C KIHEHTaMH, HO B3aUMOJCHCTBYIOIIMMHU C IIEJIEBBIMU ayJUTOPUSIMU
OMOCPEIOBAHO, YEpe3 CTPATETHI0  Pa3BUTHUS, MAPKETHHTOBYIO JESITEIbHOCTb,
IJIaHUPOBAaHUE cojiepkaHus yciayrd U T.n. CojepikaHue TakKuxX MporpaMm oOydeHus, a
TaKK€ OXBaT COTPYJHUKOB TIporpaMMaMu OOy4YeHHsS 3aBHCHUT OT Xapakrepa
OKa3bIBa€MbIX CIYr. YacTo MOXKHO OTpPaHUYUTHCS MACCOBBIM KpPAaTKOCPOUHBIM
oOydyeHrneM M UHQPPACTPYKTYpHOH U MHGOPMALMOHHOW MOJIEPKKOM, ITH BOIPOCHI

Oonee netanbHO OYAYT PaCCMOTPEHBI B TPETHEH TIIaBe.
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Kak yxe oTMewanoch BbIllIEe, B XOJ€ psAAa UCCIECIOBAHUM ObUIM pa3padOTaHBI
pa3IuYHbIe MOJENH KPOCCKYJBTYPHOIO B3aUMOJACHCTBHUS, KOTOPBIE HCIOIb3YIOTCS
OpraHM3alysIMU B HEAJAlTUPOBAHHOM BHJE, MOCKOJIBKY MOJENIM HE HAIEJEHBl Ha
KOHKPETHBIE BHUJbl JI€ATEIbHOCTH. lIpOBENEeHHBII HaMW aHaau3 BBIABWI, YTO H3
JIBAJIIIATU BBIJCICHHBIX KPOCCKYJIBTYPHBIX U3MEPEHUN, HEKOTOPbIE SBIISIOTCS Haubosee
BAKHBIMM 11 OPraHU3allMii: OTHOLICHWE WHAMBUAYYMa K WEpapXuH, K TpyIIEe, KO
BPEMEHHU M K npaBuiaM. B xojne uccienoBaHusi ObUIO YCTAHOBIIEHO, YTO BO3ZIECHCTBUE
KPOCCKYJIBTYPHBIX U3MEPEHUHN HA KaXKI0€ U3 MOAPA3ACICHUN OPraHU3aluU Pa3IndHO U
3aBUCUT OT Te€X BUIOB pabOT W (PyHKUMIA AaHHOTO mojpasnaeieHus. OJHOBPEMEHHO,
UCCJIEI0BAHNE TIOKA3aJl0, UTO OTHAEIbI MPOJAX, CTPATErUU U MO padoTe C MEPCOHATIOM B
HauOoNblIe Mepe TOJBEP)KEHbl BO3JEHCTBUIO KyJIbTypHOro (akrtopa. Otaen
MapKeTUHra M MPOU3BOJICTBA TAKXKE HCIBITHIBAIOT €r0 BIUSHHUE, HO HECKOJIBKO B
MEHBIIIEN CTEIICHHU.

B To Bpems kak opraHuzanuu c@epbl YCIYr OCO3HAIOT HEoOXOIUMOCTb
KPOCCKYJIbTYPHBIX KOMIIETEHLIMI JIJI1 CBOEr0 MEpPCOHANIa, UMEET CMBICH OCYIIECTBIISTh
€ro BIOOPOYHO, /ISl KOHKPETHOTO MOAPa3IEICHHUS.

Bo BTOpo#i T71laBe MBI CXEMATHYHO MNPEICTABUIU MPOLECC KPOCCKYJIbTYPHOU
ajlanTalluyd OpraHu3aluil chepbl ycIayr ¢ LEIbl0 ONPEeNIUTh PoJib, KOTOPYIO B HEM
UTPAIOT MOJIENU. BBUIO BBISIBJICHO, YTO HEKOTOPBIE OpraHU3aIiu (C )KECTKOW CUCTEMOM
VIOPABJICHUS) JEMOHCTPUPYIOT HErMOKMH MOAXOJ K aJanTalMi B CBSI3U  C
CYILECTBYIOIIMM PErJIaMEHTOM M JIaBJICHHEM MECTHBIX KYJBTYPHBIX HOpM. [Ipyrue
CKJIOHHbI B OOJBIIEH CTENEHH MCHOJIb30BaTh CHUCTEMY OOpaTHOW CBSI3U, YTO
oOecrieynBaeTr OOJBIIYI0 THOKOCTb. OTHU OCOOEHHOCTH M OIPEACNSIOT TPaHULBI
BO3MOXKHOCTEHM, KOTOPBIMH  pacrojarailoT OpraHuzanuu chepbl yciayr Ipu
OCYUIECTBJICHUH Mpolecca afanTalii B pa3INdHbIX CUTYalUIX OKa3aHUs YCIYT.

Psan mopmeneit yxe ObUIM pacCMOTPEHBl paHee, a MX HEJOCTAaTKU OIMUCAHbI
pa3IMYHBIMM HMCCJIENOBAaTEesIMH. TemM He MeHee, LEeNH JaHHOTO HCCIEAOBaHUS
NPOJUKTOBAIM HEOOXOAMMOCTh TeCcTUpOBaHUs A(OPEKTUBHOCTU psAa Mojeneil B
IPUMEHEHUN K HECKOJBKUM CHUTYallUsIM KpOCCKYJbTYpHOM ajantauuu. Tak, B

[IEPEBO3KaxX aBUANlACCAXUPOB, IIpUMEeHeHHe wKaiael M. beHHerra Kk aHanu3y
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KOPPEJSILMU MEXAY SI3bIKOM KYPHAJIOB aBUAKOMITAHUM U CTENIEHBIO STHOPEISITUBHOCTH
CTpaH MX  IPOUCXOXKIACHHS  BBISIBUIO  SBHO  BBIPAKEHHYIO  3aBHCUMOCTD,
CBUETEIBCTBYIOILYIO O TOM, YTO CTPaHbl, B OOJIbIIEH CTETIEHNU CKIOHHBIE K MPUHSATHIO
WHBIX KYJbTYp, OCYLIECTBIIIOT KOMMYHHUKAIMIO C IaCCAKUPAMHU ITOCPEACTBOM
KYPHAJIOB, MaTEpHAIIbl KOTOPBIX IPEACTABICHBI Ha HECKOJIBKUX SI3bIKax. AHaIU3 XkKe
CTUJIS BOXKIEHHs B aBTOIEPEBO3KAaX BBIABWII 3aMETHYIO KOPPEIALHUIO MEXIY YHUCIOM
aBapui CO CMEPTEIbHBIM MCXOJIOM B KOHKPETHBIX CTPAHAX M 3HAYCHUEM IOKa3aTeNs
«YHUBEPCATU3M/TIAPTUKYJIAPU3M», XapaKTEPU3YIOLIEro OTHOUIEHHE K IMpaBWiIaM U
TEPIIUMOCTh K MCKIIOYEHUSM M3 HHUX, BBIBEJCHHOIO JUIA COOTBETCTBYIOIIMX
HAalMOHAJIBHBIX KYJbTYp. Pe3ynbTarsl NOATBEPAWIN CYHIECTBOBAHME OYEBUIHOIO
BO3/JCICTBUS KyJbTYyphl Ha OpraHU3alUd c@epbl YCIyr M JI0Ka3ajdd I[OJE3HOCTb
IIPUMEHEHUS K KOHKPETHBIM CUTyalMsAM OKa3aHUs YCIYT OTAEIbHBIX KPOCCKYIbTYPHBIX

W3MEPEHNH, a HE MOJICIIEN B IICIIOM.



97

TJIABA 3 ®OPMUPOBAHUE KPOCCKYJbTYPHOM AJJAITUBHOCTHU
OPT'AHM3ALINN

3.1 MHucTpymMeHTbI GOPMUPOBAHMS KPOCCKYJIbTYPHOH aJaITUBHOCTH B paMKax

MOJ€CJIU AJAITHBHOI'O YIIPABJICHUA

Bo BTOpOM I1aBe AUCCEPTALIMOHHOIO HCCIEIOBAHUSA MBI IIPOJIEMOHCTPUPOBAIIN
BJIUSIHUE KYJIbTYphl Ha MPOLECC aJanTalud opraHuzanuu chepsl ycayr. Kpome Ttoro,
NOKa3ajM MOJIE3HOCTh MOjIeNIel, HanboJiee 4acTo MpUMEHsIEMBIX B JaHHOU cepe. bbuio
BBIIBJICHO, 4YTO TEOPUU KPOCCKYJIBTYPHOTO MEHEIKMEHTA OKA3bIBAIOT 3aMETHOE
BIMSHUE Ha aJalTalMOHHBIM Mpolecc B paMKax oOpraHu3anuil cdepbl yciayr, HO
UCIIOJIb3YEMbIE METOJbl OKAa3bIBAIOTCA TPOMO3IKMUMU U ManodpgekTuBHbIMU. Bce
CYWIECTBYIOIIE MOJIEIM OCHOBBIBAKOTCA Ha NOCTYJIATe€, YTO OpTraHM3alus J0JDKHA
KyJIbTYPHO aJalTUPOBATHCA LEIMKOM. DTO MOXET ObITh BEPHBIM C TEOPETUUYECKOU
TOYKH 3PEHHUSI, HO CJIOXKHOCTh IIPOBEICHUS NOI0OHBIX MPeoOpa30OBaHUil HA MPAKTHUKE, U
UX BBICOKAas CTOMMOCTb TpeOyIOT MOMCKa MHOro pemieHud. IIpoBeneHHblE aBTOpOM
rJTyOMHHBIE MHTEPBBIO C 3KCIEPTaMHU I0Ka3alld, YTO KPOCCKYJIbTYpHbIE MPOOJIEMbI
3a4aCTYI0 BO3HUKAIOT U3-3a PACXO0XKIACHUN [0 HECKOJIBKUM KYJIbTYPHBIM U3MEPEHUSM, a
MHOI'ZIA U B PAMKAaX OJHOTO €IUHCTBEHHOI'O U3MEPEHU.

Bo BTOpoii r1aBe Ha KOHKPETHBIX MpUMepax ObUIO MPOJAEMOHCTPUPOBAHO, UTO
KQKJbIM OTIEIBHBIN Clydail-KeHC OTpa’kaeT BIMSHHUE OJHOTO JUOO JBYX KYJIbTYPHBIX
u3mepeHuid (mkana M. beHHeTTa B IpuMepe C KypHAJIaMU aBUAKOMIIAHUU;
yYHUBEpCcAIM3M-TIapTUKysipu3sM  @. Tpommenaapca B mnpuMepe ¢ NOBEICHUEM
BoauTenei). Takum 00pa3oMm, MpUMEHEHHE K opraHu3ainuu chepbl yciayr Jo0oh u3
BBILICIIPUBEACHHBIX MOJEIEN LEIUMKOM IIPUBENET K HEONPABAAHHBIM 3aTparam,
MOCKOJIbKY OOJIBIIMHCTBO MOJENEH BKJIOYAET B Ce0S 3HAYUTEIBHOE KOJUYECTBO

U3MEpPECHUM.
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[Tomumo 31010, 3 PEKTUBHOCTD aAANTALMU PA3MBIBAETCS 3@ CUET Pa3HOOOpa3us
KyJbTYp, IPUCYIIUX Pa3IUYHbIM OTJENaM caMOil opraHu3anuu. JIrodbas opranuzanusi, a
0COOEHHO OpraHu3alus cepbl yCIyT, HE SBISAETCS KYJIbTYPHO OJAHOPOIHOM, B CBSI3U C
YeM pEeaKUusl MPEACTaBUTENCH Pa3IUYHbIX OTIEIOB KOMIAHUM HAa OAHY U Ty XK€
npo0JieMy MOKET 3HAUUTEIBHO pasznuyarbes. Hanpumep, npu BbIXoAe OpraHu3alvy Ha
HOBBI PBIHOK OTJIEN IO CBSI3IM C OOILIECTBEHHOCTBIO MOXKET HCIIBITaTh CEPbE3HOE
BO3JICCTBHE MEXKHALUMOHAIBHBIX KYJbTYPHBIX pa3jIMyuii, MNpd TOM, YTO Ha
NESATEIIbHOCTH (PUHAHCOBOTO OT/AENAa HOBasg CUTYyallUs OTPA3UTCA B HE3HAUUTEIbHON
CTEIIEHHU.

B cBs3u ¢ 3TUM, NPUMEHEHUE YHUBEPCAIBHBIX KPOCCKYJIBTYPHBIX MOJAENEH K
nenol opraHuzanuu ceds He ompaBpaer. Ha pucynke 14 mpencraBieH mporecc
NPUHATUS PEIICHUA MOCPEICTBOM aHaIM3a BCEX OTIEIOB KOMIAHUM MO KaXKIOMY W3

I/I3M€p€HI/Iﬁ, COCTAaBJIIOINUX MOACIIb, YTO ACJIACT €TI0 AJIHUTCIBHBIM, JOPOTOCTOAIINM H

Hed () (PEKTUBHBIM.
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Pucynox 14 - ITpouecc npuHATUS PELICHUI C UCIIOIB30BAHUEM CYIIECTBYIOIIMX
KPOCCKYJIBTYPHBIX MOJEIIEH

HcToyHnk: COCTaBIEHO aBTOPOM.
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[IpumeHeHne maHHOTO Mpouecca K MPUBEACHHOW BBINIE CUCTEME aJAaNTHBHOIO
ynpasienus (PucyHok 8), BBISIBUIIO IPUCYITUE €My OTPaHUYEHHUSI, K TPUMEPY TOT (PakKT,
YTO aHaJIW3 BOCEMHAJLATH OTHAEJIIOB OPTraHU3aldM IO BCEM JBAAUATH KYJIbTYPHBIM
U3MEpPEHUSIM O3HaudaeT cyimiecTBoBaHue 360 komOuHaumii otaen/usmepeHue. Takas
npoleaypa MOXET ObITh TOJIE3HOM mpu  pa3padOTKe IIEJIOCTHOM  CTpaTeruu
OpraHu3alliyd, HO CJHUIIKOM TSDKEJIOBECHA MpH HEOOXOJAMMOCTH OINEpPaTUBHOTO
MPUHATHS KOHKPETHBIX PEMIEHUHM B paMKaxX KPOCCKYJIbTYPHOU aanTaluu.

B 1aHHOM d4YacTM JMCCEPTALIMOHHOTO HCCIENOBAaHUS Mbl  IPEICTABUM
WHCTPYMEHT, COUETAIONIUN B ce0e HKCIEPTHBIC JaHHBIEC M0 YIIPABICHUIO OpraHu3aluen
cdhepsl YyCIOyr U MO3UTUBHOE BO3JICHUCTBHE Mpollecca aJanTaldd TaKOW OpraHU3aluU
IIPU BOBHUKHOBEHUU MPOOJIEM, CBA3AHHBIX C KPOCCKYIBTYPHBIMU PA3TUIUSIMU.

OT0 MaTpuila HHJIEKCOB KpoccKylnbTypHoro B3aumopeiictBus (MUKKB),
IPU3BAHHAsT MHTETPUPOBATH MOJENIb KPOCCKYJIBTYPHOM aJanTaidd B aJTOPUTM
NEUCTBUM, KOTOPBIM MOXKHO pealn30BaTh B JI000W opraHuzanuu c@epbl YCyr.

[TocnenoBaTrenbHOCTH IEUCTBHM B paMKaxX alrOpUTMa Ipe/ICTaBlieHa Ha pUcyHke 15.
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Pucynox 15 - Mojiens aranTUBHOTO YIIpaBJICHUSI OpraHU3alue chepsl yCIyT
R — ynpaBieHue BXOAHBIMU TOTOKAMH COTJIACHO KYJIbTYPHBIM HOPMaM U IIEHHOCTSIM
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M cTOYHMK: COCTaBIEHO aBTOPOM.

[TockonbKy MpUMEHEHHE MaTpPULIbI MPU3BAHO YCHIUTH 3PPEKT OT MPOBEACHUS
KPOCCKYJIbTYPHOU aJanTalyy, MOJENb MPUMEHMMA JIMIIb B CIy4ae, KOI/a BbIIBJICHA
KOHKPETHAsI KPOCCKYJIbTypHas mpodsieMa. Hanpumep, npu Beixojie opranuzanuu chepsl
yCIyr Ha HOBBIA PBIHOK, IPOBEJECHUU COBMECTHBIX OIEpaluii C HMHOCTPAHHOU
KOMIIAaHUEW, WM JaXe B CIy4yae BO3HHUKHOBEHHS KYJbTYpPHBIX pa3HOTJACcUil Ipu
OOIICHUH MEXIY YJIeHAMH MYJIbTHUHALMOHAIBHBIX KOJJIEKTUBOB WM Pab04MX TPYIIIL.

[IpakThka mMoOKa3bIBa€T, YTO B Cly4yae, KOIJa OpraHu3anus c@epbl YCIyr
UCTIBITBIBACT TPYAHOCTH, CBSI3aHHBIE C MEXKYJIbTYPHBIM OOIIEHHEM B IIEJIOM,
npoOiemMbl, TpeOYIOIIHEe MEePBOOYEPETHOTO PEIICHUS, YETKO BBIABIIOTCS €€
PYKOBOJACTBOM. B 3TOT MOMEHT MCKIIOYMTEIBHO Ba)XKHO 3allyCTHTh IPOLIECC
KPOCCKYJIBTYPHOU aJanTalid, O 4YeM JIOJDKEH 3asBUTh OTBETCTBEHHBIH COTPYAHHK
camMOi opraHu3aluuu (pyKOBOJIUTENb BBICHIETO 3BEHA, cnenuanuct otaena YII,
CHELMATUCT OTaeda oOOydeHHs M TPEHWHra), WIM BHEIIHUA KOHCYJbTAHT,
MPUTTAIIEHHBIA AJI1 MPOBEACHUS TpoIlecca KPOCCKYIbTYPHOUM aJanTalid B JaHHOU
opraHuzanuu cepsl yciyr.

Kak Tompko mpobOnema BBISIBIEHA W MPU3HAHA TaKOBOM PYKOBOJCTBOM
opraHuzanuu cepbl yCIyr, Kyparopy MpoeKkTa Heo0XoauMo cobpaTh MHPOPMAIIUIO O
CYLIECTBYIOIIMX MpaBuiaX, CTaHIApPTaX, MECTHOM pErJIaMEHTE, KOTOpbIE CIEIyeT
NPUHATH BO BHUMaHUE (MPOILECC «ay»). ITU orpannyeHus u npasuia (R) moryt ObITh
BHEIIHUMH, BIIOJHE OCSI3a€MBIMU U JIETKOONPEACIMMBIMU, KaK, HallpUMep, T€ NMpaBuia,
KOTOpBIC YCTAHOBJICHBI B 3aKOHHOM TOPsAKE (MMMHUTPAIMOHHBINA M BU30BBIN MpoIiece),
WIH Te, KOTOpbIe OTPaX€Hhl BO BHYTPEHHEM pETJIAMEHTE OpraHu3anuu (BIaJCHHE
COTPYOHUKAMU HHOCTPAHHBIMHU si3bIKaMu). OHU TakKe MOTYT HOCHUTb HEOCSI3aeMbIH
XapakTep, Kak, HampuMmep, KyJIbTYpPHBbIE HOPMBI (SI3bIK, PETUTHO3HBIC B3TJISIIBI,
IOPUBBIYKM, CBS3aHHbIE C TPUEMOM TNHINM, BHEUIHUM BUA, W T.I.) U LEHHOCTU
(OTHOILLIEHUS TOJIOB, BO3JICHCTBUE TPYNIbl HAa JIMYHOCTh, BOCIPUITHE UEPAPXUH, U T.II.)
[26,56,61].

Kak nokazano Ha pucyske 16, KyJabTypHble HOPMBI U IEHHOCTH, MPEACTABICHHBIE

paHee, MOTYT OTHOCUTBCS KaK K BHEIIHEMY, TaK U K BHYTPEHHEMY THITY OTPaHUYCHHM,
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HOCKOHBKy’KynBTypa/OKamﬂBaﬁrBOBHeﬁCTBHeIﬁlyqaCTHHKOBﬁHpOHecca,HBHHKHHHXCH
OOHOBPCMCHHO IIPCACTABHUTCIIKIMHU  OIIPCACIICHHOTO OTACIAa OHHOﬁ OopraHu3anuvu

(BHYTpEHHHE), HO TIPU 3TOM I'pakJIaHaMU Pa3HBIX CTpaH (BHEILIHHUE).

OBBEKTNBHOE

BO3JIENCTBYE
3AKOHbI
crasaapis
T\

OPrAHWUZAUMA

PETNAaMEHTbI
npasuna

TUNLI K¥YNLTYPLI
Hopmel LieHHocTr HALMOHaNBHAR
pervoHansHan
PENNIO3HAA
A3LIKOBAS
npodieccnosansHan

Y \J

Hopmui LenrocTu
opradnzaynn OpraHuiagun

Y

-
-

Mpaxrixa

-
-

Pucynox 16 - KynbTypHOoe Bo37€iiCTBHE HA OpraHU3aluio chepbl YCIYT U €€ OTAEIbI

HcTouHUMK: COCTAaBIEHO aBTOPOM.

Takum o00pa3oM, uyTOOBI PEKOMEHJIOBaTh KOHKPETHbIE MEpEMEHbl B paMKax
BHYTPEHHUX M BHEIIHUX TpaHUI] OpraHu3aluu chepbl yciyr, KypaTop Hpouecca
ajanTalyy JOJDKEH IPUHMMATh BO BHUMAHUE BCE CYIIECTBYIOIIME CTaHAApTHl H
periaaMeHThl (TIPOLIECC «a»).

Ha cnenyromem 3tane Kypatop (areHT ajanTtaiui) COBMECTHO C PYKOBOJCTBOM
OpraHu3ally BBIACIAET He OoJiee TpexX OTaeNoB (00BEKTOB yIpPaBJICHHs ), BOBJICUEHHBIX
B KPOCCKYJIbTYpHYIO cuTyanuio (mpormecc «b»). BbpiOOp 00BEKTOB yHpaBiacHHUS
OCYLIECTBJISIETCS. HA OCHOBE MX Y4YacTHsl B KOHKPETHOM BHJIE I€ATEIbHOCTH, & PELICHUE
NPUHUMAETCS MPEACTABUTENEM aJIMUHUCTPALMH, KYPUPYIOIIMM JIAaHHOE HaIlpaBJICHUE
Ha OCHOBE HMeEKIMXcs KomrereHud u onbita [3]. Ilo nemomy psany BuIOB

NESATETLHOCTH TAaKOW BBHIOOP MOXXHO CJE€NaTh Ha OCHOBE OIMCAHHOTO (DyHKIMOHAJA
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OTJIeNa, 3aKPEIUIEHHOTO B COOTBETCTBYIOLIMX periamMeHTax. J[aHHbIA 3Tanm SIBISETCS
YpE3BbIYANHO BaXXHBIM, IMOCKOJIbKY Ha 3TOM CTaANM OCYLIECTBISETCS HEOOXOAMMAs JIsl
NpUMEHEHUs1 pa3pabOTaHHONM HaMK MATPHUIBI TOJATOTOBUTENbHAsE paboTta. OToOpaB
OTPaHUYEHHOE YHCIIO OTAENIOB, Mbl CIOCOOCTBYeM (HOKYCHPOBKE METO/Ia aJallTHBHOTO
YOpaBJIEHUS, W, COOTBETCTBEHHO, COKpalIECHUIO 3aTpaT. Pa3zymeercs, HHUYTO He
MPENSTCTBYET PYKOBOJACTBY U KypaTopy MpoayOIupoBaTh MPOIECC HECKOJIBKO pas, —
CTOJIBKO, CKOJIBKO pa3 ObLIM BBISIBJIEHBI CUTYAllMH KPOCCKYJIBTYPHOTO B3aUMOICHCTBUS.
[Ipr 5TOM mMOCIEnOBAaTENIbHOCTh JACHCTBUM KaKIbld pa3 Oyner ToM K€ caMou, a
QITOPUTM AJJAlITUBHOCTA W B3aUMOJICUCTBHS KakK pe3yibTaT NPUMEHEHHUS MOJIENH,
pPa3TUYHBIM.

Ha crnenxyromem srtare MOJENH IPEACTABICHO HENOCPEACTBEHHO INPUMEHEHHE
MUKKB. B wMarpuiie HHTErpupOBaHbl OTAEN OPTraHU3aldd U TPEIBAPUTEIIHHO
O0TOOpaHHbIE KyJIbTYpHBIE u3MepeHus. Kaxaas u3z 360 BO3MOKHBIX KOMOMHAIUM ObLia
IpeIBapUTEIbHO OLEHEHA B COOTBETCTBUM C METOJOJIOTHMEH, OCHOBAaHHOM Ha 0030pe
HAy4YHbIX MyOJMKAalMil, B KOTOPBIX LUTHPYIOTCA KYJIbTYPHBbIE U3MEPEHHUS, a TAKKE Ha
0a3ze anammza Oosiee 200 KeHCOB, WIUTFOCTPUPYIOMIUX BO3JACUCTBUE KYJIbTYPHBIX
W3MEPEHUI Ha OpraHu3aluu cQepsl yCIyr.

Pa3paborannass B paMmkKax JaHHOTO UCCJIEAOBAHHS MaTpUIla HWHJEKCOB
KPOCCKYJIbTYPHOTO B3aUMOJEHCTBUS MOKET HalTH OoJjiee IIMPOKOE HAaydyHOE W
MPaKTUYECKOE MPUMEHEHHE, HAIPUMED, [IPU aHAIIM3€ TOr0, KAKME UMEHHO KYJIbTYpPHbIE
U3MEpEHHs B HanOOJIbIIEeH CTENIEHU BO3JCHCTBYIOT Ha OPTaHU3aluio0 cepbl yCIyr, WK
KAaKO€ U3 €€ MOApa3AeNeHUN ¢ OOJbIIEH BEPOSTHOCTHIO OyAET MOJBEPKEHO BIUSHUIO
KylIbTyphel. TeM He MeHee, MaTpula MpeXaAe BCEro MpeaHa3HaueHa JJis MOBBIIICHUS
YPOBHSI KYyJbTYpPHOW ajanTallii OpraHu3anud chepsl YCIyTr, CTOJKHYBIIEHCS C
pea’ibHbIMH  KPOCCKYJBTYPHBIMH  TpyIHOCTAMHU. Ilosromy, dTOOBI  AOCTHYB
MakcUMabHOTO 3 (eKTa OT ee MpUMEHEHHUs, HEOOXOIMMO KaCTOMU3UPOBATh MATPHUILY
B COOTBETCTBHHM C XapaKTepUCTUKAMU TaKoW opraHuzarnuu. Pa3paboTanHas Hamu
MUKKB otrBeuaer HOTpeOHOCTSIM ajanTalud OOJIBIIMHCTBA OpraHu3aluil cdepbl
YCIIYT, COCTOSIIMX W3 MOAPA3ACICHUM, TUMUYHBIX Uil Takoro pojia OpraHu3alui.

ITonw3oBaTenn MaTpuibl MOI'YT BBI6I/IpaTB IIoKa3aTeiii CO B3BCIICHHBIM HJIN
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HEB3BCIIEHHBIM CPEIHUM apU(PMETHYSCKUM B 3aBUCHMOCTH OT TIIYOWMHBI HAYIHOTO
uccienoBanus: 0oyee akaJeMUYHbIN TOIXO MOJpa3yMeBaeT UCIOJIb30BaHNUE CPETHUX
B3BCIICHHBIX 3HAYCHWH, OoJiee TMpakTUUeCKUil — 0e3 TakKoBbIX. Pe3ynbTaThl,

MOJIYYCHHBIC B 000UX CIIydasiX, He OyIyT CYIIECTBEHHO Pa3IndaThCs.

Ynpaanenwe nepconanom ) ™ Npowrscad Npoammn |

..__E‘___T =5 !
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Pucynok 17 - Marpuiia HHIEKCOB KPOCCKYJIBTYPHOI'O B3aUMOIEUCTBUSA
(Marpuna co cpeqHIMU aprupMETHUSCKIMHU B3BEIIICHHBIMH TIPE/ICTABJICHA B
npunoxernn XK)

HcTOoUYHUMK: COCTAaBIEHO aBTOPOM.

Ha cnenytomiem srtame (mpomecc «C») MPOBOJUTCS BBIIEJICHUE HECKOJBKUX
KJIFOUEBBIX KYJIBTYPHBIX M3MEPEHUMH, BO3JAEHCTBYIOLIMX HA OMNpPENENICHHBbIE OTIEINbI,
CTOJIKHYBILIUECS C KPOCCKYJIBTYPHBIMU TPYyIHOCTAMHU. KypaTop Ha OCHOBE MaTpHIIbI
ONpeeNIsIeT 4YacTOTy TOSBJICHUS  (PEHUTHMHT) KOMOUHAIIMM  OTACI/KYJIbTYPHOE
U3MEpEHUEe, U BHIOMPACT HAWBBICIINHN MMOKAa3aTelb, MMOCKOJIbKY OH yKa3biBaeT Ha (akT
HanOoJiee 3HAYUTEIILHOTO BO3JCHCTBUSA KYJbTYpPhl Ha ONPENCICHHBIM  OTIEN

opraHuzanuu cepsl yciayr. ITOT 3Tal SABISETCS HEHTPAIbHBIM B JAHHOM Ipoliecce, U
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OTPa)KaeT HENOCPEACTBEHHO CyTh HaydyHoW HoBH3HbBI MIUKKB, mockonbky mo ero
3aBEpIICHUM areHT ajanTaluud OyJeT pacmojiarath MOJIHOM MH(oOpMmammei o ToMm, Ha
KaKMX H3MEpPEHUSX B paMKaxX KaXIoro oTAesa Heobxoaumo (okycupoBaThes. Kak
IOKa3aHO Ha puc. 18, mocpeacTBOM M3HAYAIBHOTO 0TOOpa TpeX OTAENIOB OpPraHU3alH,
U TOCJIENYIOIIEro 0oTOOpa TpeX KYyJbTYPHBIX H3MEpPEHUN C IOMOIIBIO MAaTpPHIIbI,
JOCTUTAETCS TMPUHIUINAIBHOE COKpaIlleHHEe MaclTabOoB aHalIW3a M MPAKTHUYECKUX
pPEKOMEHIAIui, YTO TMO3BOJSET MOBBICUTH 3(P(EKTUBHOCTH IMpoliecca KyIbTypHOU

aganTtanuu Ha 99% (paccMmoTpenue 3x nmo3uiuii u3 360 BO3MOXKHBIX ).

Jran 1 Jtan 2 31an 3 (pesynerar)
OT160p 3 N3MepeHuin ¢ Obuian 3KOHOMWA BPEMEHW B
Ot6op 3 nogpasaenexHnii HaMBBICLUMM PENTUHIOM pe3ynerare nposefeHus
13 18 ’ B MaTpuue MHAEKCOB M3 . npouecca KoHCynsTaumm -
20 3/360
3KOHOMUWA BPEMEHM - 3KOHOMMWA BPEMEeHH - 3KOHOMMA BPEMEHH -
83% 84% 99%

Pucynox 18 - D¢ dexrusnocts MMKKB

HMcTOoYHHK: COCTABIICHO ABTOpPOM.

ITocne BeIEICHUS TOCPEACTBOM MATPHIIBI K3MEPECHHS C HAUBBICIIIUM PEHUTHHTOM,
Kyparop (areHT ajanTallid) MOKET NPEIOKHTh KOHKPETHBbIC PEKOMEHIAIIMK WU JaTh
KOHKPETHBIE OTBETHI, pa3pab0OTaHHBIC B COOTBETCTBUHU C TIOTPEOHOCTSIMH afanTaIliH 1o
Ka)KIO0H IIEPBOHAYAILHO BBIACICHHOM KOMOHMHAIMK OTAe/u3Mepenue (mpouecc «d»).
BripaboTanHble B pe3yibTaTe ITOTO aITOPUTMBI aIAlTHUBHOTO YIIpaBIEeHUS OymyT
BHEJIPSATHCSA TO-PAa3HOMY, OKa3blBasi Ha OPTaHMU3AIMI0 BO3JIEWCTBHE PA3HOTO pPoOja
(mocpeACTBOM  WM3MEHEHWs  CTparerud, OOydeHHs W TPEHHMHra TepcoHaa,
YCOBEPIIICHCTBOBAHMS ~ TIpollecca  KOMMYHHUKAIlMHM), HO  HEM3MEHHO  OyayT
BBICOKOA((hEKTUBHBIMH TPU PA3PEIICHUN KPOCCKYJIBTYPHBIX TPYAHOCTEH.

Ha nanHOM 3Tare mposiBiIsSeTcs OJUH W3 3JIEMEHTOB HAyYHON HOBHU3HBI JTAHHOTO
UCCJICIOBAaHMUSI — WCIOJIb30BAHUE BIIEPBBIE  Pa3padOTaHHOTO  YHUBEPCATHLHOTO

HHCTPYMCHTA  IJIA BI)I60p a KIIFOYCBBIX  KYJIBTYPHBIX I/ISMepeHHﬁ C OCJIbIO
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dbopMynmupoBaHUA KOHKPETHBIX PEKOMEHAAMM MO0 KPOCCKYJIbTYpPHOH ajanTaluu
opranuzaiuu chepsl yciyr.

Ha xoHe4HOM 3Tane NmpeanosaraeTcsl IpOBEICHNUE PEryJSIPHBIX ITPOBEPOK BCETO
mpolecca MocpeICTBOM cOopa Ka4eCTBEHHBIX U KOJIMYECTBEHHBIX NaHHBIX. [10700HBIH
MOHHUTOPUHI (Ipolecc «e») Oyner crnocoOCTBOBaTh HACTPONKE M ONTUMHU3ALUU
CUCTEMBI pEUTUHTOBaHUSI BO3MOKHBIX KOMOMHALIMNA OT/IE]1/U3MEPEHHUE.

Takum 00pa3oM, MaTpulla HHIEKCOB KPOCCKYJIbTYPHOI'O B3aHMMOJCHCTBHS HE
ABJIIETCSI ~ €IMHAYHBIM  MEXaHHU3MOM,  MCIIOJB3YEeMBIM  JUIsI  IIOBBILICHUS
KPOCCKYJIbTYPHOUM aaliTUBHOCTH OpraHu3aluu cepbl yCIyr, a MpeAcTaBiseT coOoi
YacTh CHUCTEMbI, KOTOpas MpEeICTaBlieHa BbIIIE B BUJE MOJEIN aJalTUBHOIO
YIPaBICHUS KPOCCKYJIBTYPHBIMH B3aUMOJCHCTBUAMHU OpraHu3aluu cQepbl yclIyr Ha
pucyske 15.

Peanmu3anuss wW3MEHEHUH, B TOM 4YHCIE U CBS3aHHBIX C KPOCCKYJIBTYPHOU
a/IalITUBHOCTBIO, TPEOYET coriacus JItojiel, KOTopble OyaAyT 3aTPOHYTHI KaK B X0JI€, TaK
U B pe3yJsibTaTe MpoBeAeHUs 3Toro nporecca. [loatomy HeoOXoauMo UHPOPMUPOBATH,
oOyuaTh W yOexaaTh 3aJ€MCTBOBAHHBIX COTPYAHMUKOB, MPUYEM psJ KaTeropuil B
IIEPBYIO OYEpEellb, TAK KaK MMEHHO MX COIJIaCHME€ IO3BOJMT YCHEIIHO OCYIIECTBUTH
NIOCTABJICHHBIC 3a/1a4U.

[lonxon K W3MEHEHMSIM B XOJA€ AaJalTUBHOIO YIPABJICHUS JIOJDKEH OBITh
MHOTOKaHAJIbHBIM U UATH CBEPXY BHU3.

Crparerusi: KIXOYEBOM D3JEMEHT MOAXOAAa — 3TO ONPENEICHUE CTPATEIHH.
Opranuzainuu cdepbl yCIyr, CTOJKHYBIIHMECS C KPOCCKYJIbTYPHBIMU TPYIHOCTSIMH,
JOJDKHBI BHECTH B CTPATETHMI0 KOMIIAHWM DJJIEMEHTHI TOJMTUKUA BKIIOYEHUA U
pa3zHooOpasus. Ilpexae Bcero, 3TO 0O3HAa4aeT NpPU3HAHHME CAMOTO CYLIECTBOBAHMS
paznmuuuii. Kak oTmeuaercs B yactu 2.3, (OpMyJIMpPOBaHHE OCHOBHOM MHCCHUH
KOMITAaHHH, OTPAXKAIOIIEH OCO3HAaHHE BO3MOXXHOCTM BO3HUKHOBEHHS BOIIPOCOB,
CBSI3AHHBIX C MEXKYJIbTYPHBIM OOIIEHUEM, SIBISETCS MEPBBIM IIaroM K aJalTUBHOMY
MTOBEJICHHUIO.

Nudopmanus u odydenue. [IpeosoneHne KpocCKyJIbTYPHBIX PAa3HOIIIACHI B

opraHu3alyy BOSMOXKHO JIMIOb B CJIy4dac, €CJIU €€ COTPYAHUKN IMOHUMAIOT CUTYAllUIO U
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TOTOBBI MIPUJIEPKUBATHCA 0003HAUEHHOM cTpaTterud. YTOObI pa3bsCHUTH CUTYAIHIO U
yOenuTh 3aMHTEPECOBAHHBIM TMEpCOHAN, HEOOXOAMMO 3allJIAHUPOBATh MPOBEICHUE
cepun 00y4arolmMX KpPOCCKYJIbTYPHBIX CEMHUHApOB WM TPEHUHroB. Jlyig obecniedeHus
UX MaKCUMaJIbHOU 3(h(PEeKTUBHOCTH HEOOXOAMMO COOIIOACHNUE CIETYIOIINX YCIOBHIA:

- OnpocuTh Kak MOXXHO OoJibllle€ YHCIO COTPYJHUKOB (Hampumep, ¢

IIOMOIIIbI0 AHKETUPOBAHUs), YTOObI COOpAaTh CBENEHUS M MOJYYUTh OT HHUX

OT3BIBBI.

- Ha ocHoBe 00paTHOM CBSI3U BBLACIUTH OTHENbI, C HAUOOJBIIEH CTEIEHBIO

BEPOSITHOCTH MOJBEPKEHHBIE KYJIBTYPHOMY BO3JIEHCTBUIO, U MIPOBECTU BCTPEUY C

PYKOBOJACTBOM €  LEIbI0  pPa3bsICHUTh  HEOOXOAMMOCTh  pa3pabOTKH

MH(POPMAITMOHHOH MOAEPKKU U MPOBEIECHUS 00YUEHUS COTPYIHUKOB.

- Ucnons3zys MUKKB, pa3pabotath MHGOPMALMOHHYIO TMOJACPKKY IS

IepcoHalla, BKJIIOYEHHOTO B KPOCCKYJIbTYpHBIE KOHTAKThl, OOECIIEUUB HX

HEOOXOAMMBIMU  perjaMeHTamH, I1a0JIoHaMH JOKYMEHTOB WM JApPYyTUMHU

MH()OPMAMOHHBIMH MaTepuajgaMy, MOMOTAlOUMMU MUHUMU3UPOBATH JIMYHOE

y4acTHE COTPYAHHUKOB B pa3pelIeHny IpodsieM KPOCCKYIbTYPHBIX pa3IuuUid.

- Pa3paboTaTh crnenuaibHble KPOCCKYJIbTYPHBIE MpOrpaMMbl oOyueHus. B

KaX/J0M cllyyae HeoO0XoauMo (OKyCHpOBaTh YCHIIMS Ha TeX KYyJbTYypHBIX

U3MEpPEHHUIX, KOTOpbhle ObUIM BBISABJICHBI B pesynbrare npumeHeHuss MUKKB.

Takum 00pa3oM, MOXKHO TIPOBECTH OOy4Y€HUE pPa3IUYHbIX KaTeropui

COTPYIHHMKOB, HAIIEJJEHHOE Ha M3BJICYCHUE MAKCUMAJIbHOM BBITOJBI U

MPAKTUYECKOrO0 TPUMEHEHHS] TIOJUTUKH BKIIOUYEHHUS M  KPOCCKYJIBTYPHOU

KOMMYHUKAI1H.

KoMmyHukanmsi: TpPyIHOCTH, CBSI3aHHBIE C KYJbTYPHBIMUA DPa3IHYHSIMM,
BO3HMKAIOIIME B OpraHu3aluuu cdepwl yciyr, KacaroTcs BceX paOOTHUKOB. [Ipu sTom
IUIAHUPOBATH TPEHUHT U1 MAKCUMAJIBHOTO KOJIMYECTBA MEPCOHANa OJHOBPEMEHHO —
CIIOKHasE 3ajada, TpeOyrolas 3HAYUTENbHbIX 3arpaT. OpHako WHGOPMUPOBAHHE
COTPYIHHKOB 000 BCEX BOINPOCAX, CBA3AHHBIX C KYJbTYPHBIMU DPa3IHUuUSIMH,
HEOO0XOJMMO, TMOCKOJIbKY 3TO CBSI3aHO Kak C 3((EKTUBHOCTBIO UX JIEATEIHHOCTH, TaK U

C BOIIPOCAMHM JOCTYNHOCTH uUH(popmanuu. PekomeHmyemble IeHCTBUS BKIIIOYAIOT
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MEepeBOJ] JIOKYMEHTAIlMM Ha S3bIKW, JIOCTYIHBIE IMOHMMAaHUIO BCEX CTEUKXOJIJIEPOB
(BKJIFOWAasi  JIOKYMEHTBI, pa3MElIEHHbIE Ha BHYTPEHHEM caliTe ¢  JIpyrux
MH(OPMAIIMOHHBIX CHCTEMaxX OpraHu3aluu), HWHOOPMUPOBAHHE COTPYJHUKOB O
KOPIIOPaTUBHBIX CTaHJapTaX KPOCCKYJIbTYPHOI'O B3aMMOJEUCTBUS (BOMPOCHI Jpecc-
KOJla, JOMYCTUMBIX MPUBETCTBUN U (opM oOpalieHus, MPOBEJCHUE COBEIIAHUM,
OOIIIEHUE TI0 PJIEKTPOHHOM MOYTE, BhIPAXKEHUE KPUTHKHU U T.I1.), 00€CTIeUeHHnEe TOCTYIa K
CIIpaBOYHON WHGOPMAMKM IO KPOCCKYJIBTYPHOMY OOIIEeHHI0 (Kacaromencs cTpaH
MIPOUCXOXKJICHUS KIIMEHTOB U KOJUIET).

OueHuTh W W3MEPUTHh NPEUMYIIECTBA, IOJYUYCHHBIE 3a CUET MPOBEACHUSA
KpPOCCKYJIbTYPHOT'O aHaJIU3a HEMOCPEACTBEHHO BO BPEMs €ro MpPOBEACHUS, T0CTATOYHO
cioxHO. TemM He MeHee, PKOHOMUYECKUU d(PPEKT Mo 3aBEepIICHUU TMPOIECCa MOKET
OKa3aTbCAd CYIICCTBEHHBIM, €CJIM MPHUHATH BO BHUMAHHUE pacXo/ibl Ha BHEJPEHUE
J1000T0 KPOCCKYJIBTYPHOTO MPOEKTA.

[Iporectupyem MUKKB, mnpumenuB ee K opraHuzaiuu cdepbl  yCIyT,
OCYILECTBIISIIOIIECH CBOIO JIEATEIBHOCTh B PA3JIMUHBIX KYJIbTYPHBIX Cpefax, C IEeJbI0
JI0Ka3aTh ee (YHKIMOHATIBLHOCTH M 3((HEKTUBHOCTH B CITydyae BO3SHUKHOBEHHUSI peaIbHOMN
KPOCCKYJbTYpHOU cuTyauuu. Kpome Toro, mo pesyiabTraTaMm Keica MOpeAcTaBUM
MPAaKTUYECKUE MPUMEPbl PEKOMEHAAIMM, HAIMpAaBICHHBIE HAa PEIICHHUE KOHKPETHBIX

KPOCCKYJIBTYPHBIX TPYIHOCTEH.

3.2 OueHka 3¢ (PeKTHUBHOCTH MCNO0JIb30BAHUS HHCTPYMEHTOB KPOCCKYJIbTYPHOI

AJANITUBHOCTHU

OddexruBnoctr npumenenuss MUKKB omnpenensiercss BiausiHEUEM 3TOTO
MEXaHU3Ma VYIPABJICHHUS KPOCCKYJIbTYPHBIM B3aMMOJICHCTBHEM Ha KadeCTBO U
pe3ynbTathl paboThl opranu3anuu. st xapakrepucTuku 3G (HEKTUBHOCTH MEXaHHU3Ma
YIPABJICHHUS HMCIOJB3YIOTCS Pa3IMYHbIE IMOKA3aTeNIM, BKJIIOYAs JIUTCIBHOCTH IHUKIIA

IPUHATHUA peUICHUA 141 Ka4y€CTBO IIOATOTOBKH YHPaBICHYCCKUX pemeHHﬁ,
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ONEPAaTUBHOCTh MPUHUMAEMBIX PEUIEHUH, 3KOHOMHYHOCTh CUCTEMBI YIIPABJIECHUS B
IIEJIOM M OTACNBHBIX Moapa3aeseHuil u ap. g opranuzanuii B cepe yciayr BaxHbIM
KPUTEPUEM KAueCTBA SIBIISIIOTCA [10KA3aTelH, CBA3aHHbIE C COTpYIHUKamu. Ecim yciayru
OKa3bIBAIOTCS  MPO(ECCHOHATBFHO TMOATOTOBIEHHBIM IEPCOHAJIOM, 00JaJar0mUM
OINpE/ETICHHBIMU HAaBBIKAMH, TO IpoLlecC Habopa W MOATOTOBKM pabOTHUKOB, HUX
yIEpKaHUS U 00ECIeUeHUs JIOSUIBHOCTH — Ba)KHOE YCIIOBUE KayeCTBEHHOM pPabOTHI
opranu3auuu. KpocckyiabTypHas aJanTUBHOCTh OPraHHU3alUH, AOCTUTaeMas B TOM
YHCIIE 32 CUET MPABWIBHOTO U ONEPATUBHOTO OIPEAEICHHs NOTPEOHOCTEN nepcoHana B
KPOCCKYJIbTYPHBIX KOMIIETEHIUSAX, M OOECHEeYeHHE COTPYyIAHHKAM HEO0XO0IuMOI
MH(QOPMAIIMOHHOW TOJJEPKKU W OOy4YeHHs] BIUAET HAa KadeCTBO UX palOTHI,
YIOBJIETBOPEHHOCTh M CHHMJKA€T TEKYy4eCTh KaJIpoB, a, CIEAOBATEIIBHO, CHHYKAET
U3JIEPKKA OpraHu3ali Ha TMOA0O0p KBATM(UIMPOBAHHBIX COTPYJHUKOB H HUX
JIOTIOJIHUTENbHOE O0yUEHHE.

PaccmoTpuM  BIMSHME MEXaHHM3Ma KPOCCKYJbTYPHOW aJanTUBHOCTH Yepe3
ucnoias3oBanue MUKKB Ha npumepe KkoMITaHuM, OKa3bIBaIOIEH YCIYTH M0 pa3paboTke
U YCTaHOBKE HWH(MOPMALMOHHBIX W KOMMYHHUKAlMOHHBIX CHUCTEM U TEXHOJOTHIL.
Komnanust Unicorn Systems — oaHa u3 KpynHeHmmx B Yexuum KoOMIaHUM,
peanu3yromiasi  MPOEKThl MO  pa3pabOTKe, yCTaHOBKE U OOCIYXKHBaHUIO
uHpOpPMaMOHHBIX cucTeM. [TockonpKy KOMIaHHUsS NIpeiaracT KacTOMHU3UpPOBAaHHBIE
pelieHusl s KJIMEHTOB B pa3HbIX OTPACisX, YCIAyrd KOMIIAHMHM COMPOBOXKAAOT
KJIMEHTOB B TEUEHHUE JJIUTEIBHOIO BPEMEHHM, CIELUAIMCThl KOMIAHUM paboOTaloT B
TECHOM KOHTaKT€ C TMPOEKTHbBIMU TpYNINaMd B OPraHU3alUsAX  KJIHEHTOB.
JIonOTHUTENBHOW MOTPEOUTENBCKON LEHHOCTHIO KOMIIAHUS CUMTAET MHTEPAKTUBHBIN
MOJIX0J, TMO3BOJIIONIMNA MHUHHMHU3MPOBATh PHUCKHM Ha KaXIOM JTare pa3paboTKu
MPOEKTa U BHOCUTh U3MEHEHHS B CUCTEMY IO TpeOOBaHUIO KIIMEHTa U 3 ()EKTUBHBIN
TIOJXO/1 K MHIMBULYaIbHBIM HOTPEOGHOCTAM KaX0TO KJIHEHTA. 2

OcHoBannas B IIpare B 1991 r., koMnaHus cHauyana pacuiMpsuiach B pamKax
Yexuu, otkpbiBag oducel B roponax bpuo, Ilnb3ens, I'pagen; Kpamose, 3atem 3a

pyoexom — B bparucnase u IIpemose (CnoBakus), B Apueme (Hunepnanmasl), B Kuese

2https://unicorn.com/en/custom-development (nata o6parmenus: 17.04.2018)


https://unicorn.com/en/custom-development
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u Tepnomone (Ykpawna). Bce Oosbliiee 4nciao MPOEKTOB KOMIIAHWU HAIPABICHO HA
oOCTy’>KMBaHNE MHOCTPAHHBIX KIMEHTOB, B MIPOCKTE 3a/JICMCTBOBaHA KPOCCKYJIbTypHAS
KOMaHJ1a, WICHbl KOTOpPOM pabdoTaloT HaJ peuieHueM oOIe 3agayl B pPasHbIX
reorpadUyYeCcKUX TOUKax, HampuMep, 9acTh B [Ipemose, a vacts B Kuese.

[locne nBaamatu JyeT (QYHKIMOHUPOBAHUS B MOHOKYJIBTYPHOM cCpele TaKou
nepexol sSIBUJICS CEPhE3HBIM U3MEHEHUEM, U Yepe3 HECKOJIBKO MECSIIEB MOCII€ BBEACHUS
CTpaTeTUH WHTEPHAIMOHAIN3AINKI BOSHUKIIN TIEpBBIe MpoOaeMbl. PykoBoacTBO oTaena
1o paboTe ¢ MepCOHATIOM COBMECTHO C JUPEKTOPAMU MECTHBIX MOJPa3eICHUN CMOTIU
BBIJICJIUTh HUCTOYHUK TMPOOJIEM, KOTOPHIM OKa3aJIUCh KYJIbTYpPHBIC pa3audusi U
CBSI3aHHBIC C HUMM 3aTPyJHEHMs] B pean3alud TPOeKTOB. [l mnpeomoneHus
BO3ZHUKIIINX OCJIOKHEHUH OBUIO PEIIEHO MCIOJIb30BaTh MEXAHU3M KpPOCCKYJIbTYPHOU
aJanTaluu.

['myOviHHBIE HWHTEPBBIO C PYKOBOJUTEISIMHU  KaJpPOBOTO  IMOJApA3/CiICHUs
KOMITaHUH, MEHEKepaMu IMPOeKTa U pyKoBoauTelneM ¢uinaia B KueBe mo3Bosuiu
ONPENEIUTh TPU CTPYKTYPHBIX MOApa3JCICHUs] KOMIIAHWUH, KOTOPBIM CJEI0BAJIO
yAeIUTh 0co00e BHUMaHKE ¢ yuyeToM Hucnoiib3oBanusi mexannzma MUKKB. Oto Ob110
yIOpaBJ€HUE IMEepPCOHAJIOM, OTBEYarollee 3a OTOOp COTPYAHUKOB, OTHET OOydeHUS
NepcoHasa, peajlu3yolnuil TporpaMMbl JTOMOJTHUTEIBHON MOATOTOBKM M TOBBIIICHUS
KBUIM(PUKAIIMMY ¥  OTJAE] CTPAaTETHYECKOTO IUUIAaHUPOBAHMS, Ppa3paldaThIBAIOIINX
OCHOBHBIE HaIlpaBJICHUsI HHTEPHAIMOHATU3AIMN KOMIIaHUU.

Ucnons3zoBanne MUKKB (Tabnuma 12) mo3Boimiio BBISIBUTH YEThIpE Haubosiee
PEJIEBAHTHBIX JJIs1 KOMIIAHUH KYJIbTYPHBIX U3MEPECHUS:

1. JImcranuus Biactu (3HaueHue uHaekca 3,00).

2. NunuBunyamusm/Komnexktususm (2,3).

3. Yuuepcanuzm/Iaptukynspusm (2,3).

4. Illkana bennerra (2,3).



Tabmuma 12 - [pumenenne MUKKB kommnanueit Unicorn Systems a.s.

HNutepnanuo
Cpennee | HabGop | OOyuenue | Hanmm3anus
1 | lucTaHIus BIIaCTH 3,00 3 3 3
N30eranue
2 | HeonpeIeIeHHOCTH 1,00 1 1 1
NunuBuyanusm
3 | (KonnexktuBusm) 2,33| 2 3 2
Jonro/ xpaTko-cpouHas
Xodcrene | 4|opueHranus 133] 2 1 1
5 | YBepeHHOCTh 2,001 3 2 1
NHCTUTYLIMOHATBHBIN
6 | KOJIJIEKTUBU3M 1,67 1 2 2
Bnytpurpynmnosoi
7 | KOJIJIEKTUBU3M 1,33 1 2 1
8 | l'enepHoe paBHONpaBue 1,33 2 1 1
9 | I'ymanHast opueHTaUS 167, 3 2 0
IIpoexr OpueHranus Ha
GLOBE | 10 | pe3ynbTar 2,00 2 2 2
YHuBepcanuzm/
11 | napTuxynsipusm 2,33| 3 2 2
HefitpansHocTs/
12 | 5MOIIMOHAILHOCTD 2,00 3 2 1
CnermupuyHoCTs/
13 | nuddy3HocTh 200 1 3 2
JlocTurHyThIi/
Tpomnenaapc | 14 | npunucaHHblil cTaTyc 2,000 3 2 1
Knykxon u Kounemnmnus
Ctpontbek | 15 | mpocTpaHcTBa 133] 1 2 1
[TomxpoHHOCTB/
16 | MOHOXPOHHOCTb 200 1 2 3
Bricokuit/ Hu3Kkuit
Xomn| 17 | KOHTEKCT 2,00 2 2 2
Monens pa3BUTHS
MEXKYJIbTYPHOU
Bennerr | 18 | ceHcUuTHBHOCTH 2,33 1 3 3
Potrep | 19 | Touka KoHTpOIIS 133] 1 1 2
Kogeii | 20| [loBepue 2,00 3 1 2
Cpennee 1,95 1,95 1,65

HcTOYHMK: COCTABIEHO aBTOPOM
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Martpuiia WHIEKCOB JjoKa3ajga CBOI A(h(EKTUBHOCTh YK€ Ha JTaHHOM JTarle,
MIOCKOJIBKY OTJZIEJl YIPABJICHHS MEPCOHAIOM 3HAYMTEIbHO COKPATHJ 3aTpaThl BPEMEHU
Ha omnpeneneHue mnpoOiaemMHor cdepbl. He noxupgasce yxyaIIeHHs CUTYyalUH,
COBMECTHO C aBTOPOM OBLIM OMEPATUBHO BHIPAOOTAHBI YIPABIECHYECKUE PEIICHUS IO
pe3yspTaTaM AMarHocTUKM ¢ ucnoib3zoBaHueM MUKKB, kotopsle Biimouanu Tpu
OCHOBHBIX HalpaBJICHUs IEHCTBUI:

1. NndopmarmonHas noaaepxka COTpyAHUKOB

[TonroroBneHsl MneyaTHbIE MaTepuaibl, HANPABICHHBIC Ha IOBBILICHUE
KPOCCKYJbTYPHOU KOMIIETEHIIMM YYaCTHUKOB TPOEKTHBIX TPYII (CTpaHOBEIYECKas
uH(popManus, KeUChl U 3aJaHus);

2. IlporpamMma oOyueHUsl KPOCCKYIbTYPHBIM KOMIETEHIIUSIM

Pa3paboTana cepusi KpOCCKYJbTYpHBIX TPEHHHIOB, HAlpaBJICHHbIX Ha
pa3bsACHEHUE pPa3IMYHbIX KOHIENUMA HepapXuu (IMUCTAaHIMUS BIJIACTH), KOMaHIHOMN
paboThl (MHAWBUYATN3M/KOJUIEKTUBU3M), OTHOLLEHUS K MpaBUiIaM U IMYHKTYalbHOCTH
(yHuUBepcanu3M), a TakKe MPUHATHS MHBIX KyJabTyp (mkana bennerra), s
npoBeneHus B Ilpare, Kuese u B pexxrme BeOMHApOB CO BCEMHU IMPEICTaBUTEIbCTBAMU
KOMIIaHUH.

3. BHeceHune u3MeHeHul B peajan3aluio CTpaTerui HHTEPHALMOHAIM3ALUN

Co3nana cnemnuanpHas rpynmna M3 4YMcia COTPYIHUKOB OTAeNa KaJpoB U
CHEUATNCTOB MO KPOCCKYJIbTYPHOMY B3aUMOJICHCTBUIO C IIEJIbI0 PACCMOTPETh METO/IbI
paOOThl KOMIIAHUM B KOMIUIEKCE M BHECTH Ha YPOBHE CTpaTeTMd NPUHLHUIIBI
KyJIbTYPHOTO pa3HooOpa3usi u mpuHsATus napyrux KyneTyp (Ilkama bennerra).
VYBenuyeH OIOKET KOMaHJIUWPOBOYHBIX pAaCXOI0OB MJisi OOECHEYEHHUsS PEryspHBIX
JUYHBIX BCTPEY MEXKAY WICHAMHU KPOCCKYJIBTYPHBIX HPOEKTHBIX TPYII C IENbIO
croco0CcTBOBaTh Oojee 3>PGEeKTUBHON aganTanuu (MHIAUBUAYAIU3M, YHHBEPCAIIU3M,
mkana bennerra).

NHCTpyMEHTBI U MEXaHU3MBbl KPOCCKYJIBTYPHOH ajantainuu ObUIM BHEIPEHBI B
X0Jle Hempekpamarwoleiicss padoTel Hajg npoektamu. [Ipu 3TOM mpopomkancs Habop
HOBBIX COTPYJHUKOB — CHELMAIUCTOB B 00JACTH MH(POPMAIIMOHHBIX TEXHOJOTHI.

JanHple 1O OTOOpPY H YBOJIBHEHHUIO COTPYAHUKOB, TIPEACTABICHHBIE OTACIOM
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yIpaBiIeHUS MEPCOHATIOM 3a TpH ToAa paboThl KMEBCKOro (uimana o000IIeHbl Ha
pucyske 19.

[TpoBenemM aHamu3 HEKOTOPBIX 3JIEMEHTOB, OTOOPaKEHHBIX HA PUCYHKE:

[TepBblii cKkayoK MoOKa3areyss OTToKa KajapoB (mepuoa Ne 1) MOXHO OOBSICHUTH

HE0OXOMMON HACTPOMKOM MPOIECCOB 0TOOpA U IpreMa Ha paboTy COTPYIHUKOB,;

. r.' .; Mepnoa Ne 1 "ul MNepuog Ne 3 : MNepwog Ne 4 | i
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Project Personnel  =—3M AVG Turnover
Pucynok 19 - Hucno paboTHUKOB MoIpa3iesieH s, 3aHATHIX B Pa3TNIHBIX
poeKTax, (JieBasi 0Ch) U TEKY4ECTh KaJapoB B % (TpaBasi OCb)
JlauHbIe 10 iepcoHany U 3ddekt ot npumeneHus Matpuisl B Unicorn Systems
a.sS.

HMcTOoYHHUK: COCTABIICHO ABTOpPOM.

Cman, HaOmromaemblii BO BpeMms mepuoja Ne 2, CBHIETEIBCTBYET O SIBHOM
KyJIbTYPHOM IIIOKE M BBISICHEHWH NPUYUH MPoOJeMbl TONOBHBIM oducom. Camo
CyIlIECTBOBaHME (priraia HaxoAWIOCh 1o BorpocoM. [Ipu 3ToM TeKkydecTH KajpoB He
Ha0JI01a10Ch.

CoOpannbie B TeueHue mnepuoga Ne 3 (BTOpoil roj ACSATEILHOCTH OTJICICHUS )
KOJIMYECTBEHHBIE JAHHBIE CBUAETEIBCTBYIOT O HAIMYMU 3aMeTHOU Koppensiuuu (0,65)

MCKAY YBCIIMYCHUCM YHHCJIA pa60THI/IKOB " KOJIMYCCTBOM YXOJ0B O OKOHYAHUA CPOKa
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JIEUCTBHUS TpyaoBoro jgorosopa no momeHtra mnpumeHenuss MUKKB wu BHenpenus
rpolecca KpOCCKyJIbTYPHOM agantanvu. JJaHHas KOppensiuus WUTIOCTPUPYET HATUYUE
KPOCCKYJIbTYPHBIX MPOOJIEM, KOTOPbIE HCHBITHIBAIO B TOT MOMEHT MOJpa3eieHue, 1
UCIIBITHIBAJIO OBl B IaJIbHEUIIIEM, €CJIM Obl HE ObLIN MPUHSATHI YIIOMSHYTBIE BBIIIIE MEPHI.

ITockonpKy IpUMEHEHHE MaTpULbl U BHEAPEHUE IIpoliecca KPOCCKYJIBTYPHOU
aZanTanuy IPOBOJAWIMCH B XOJI€ pPOCTa TEKY4YECTH KAAPOB, O0XKUIAAIOCH, UYTO NEPUOL
ajanTaldd TMPOJUIUTCS HECKOJBKO MECSIEB, a TEKy4ecTh KaapoB (II0 MHEHHIO
PYKOBOJICTBA) OYJET MPOJIOJDKATh pacTh B T€UeHHE KOpoTKoro BpemeHu. [lepuom Ned
Ha PUCYHKE OTOOpa)kaeT ONMMCAHHBIN BBIIIEC IEPUO BHEAPECHUS U aJanTallliu, a CKauyoK
TEeKy4eCTH HaOJII0JaeTCs B HaYaJle TPEThEro rojia.

B teuenue mepuoma Ne 5 nHaOmromaercss ObICTpoe M CTaOMIIBHOE CHIDKEHHE
TEKY4YECTH KaJIPOB IPHU PEKOPAHO BEICOKOM YHUCJIE COTPYAHUKOB.

IIo cBugerenscTBY pykoBoautesss otaena YII, ucnonp3oBaHue MaTpUIbL
VHJIEKCOB 0Ka3aJIOCh YPE3BbIUYAHO MOJIE3HBIM B KIIFOUEBOM MOMEHT IIPUHSTHUS PELICHUS
O TOM, KaKMM HaIPABJICHUSIM KPOCCKYJIbTYPHOTO MEHEIKMEHTA CIEAYET YACIUTH
ocoboe BuuManue ([Ipumoxxenue H). Tlockonbky TpoIriecc KpPOCCKYJIBTYpHOU
aJanTaluy 3alyCKaeTcsd BO BpPEMs CTPECCOBOTO Uil OpraHW3aluy TNepuoja, Koraa
KOMITaHUSI TEPIIUT YOBITKH, CBSI3aHHBIC C KPU3UCOM, BCSKHM METO/I, CHOCOOCTBYIOITUI
YIPOLIEHUIO PUHATHS PELIEHNS], IPUHOCUT MPSIMYIO BBITOLY.

C uenplo ynpoluieHus: mpouecca KpOCCKYJIbTYPHOM aJanTallid B OPraHU3alUSIX
chepsl yciayr ObUT BbIpaOOTaH CHENHUATBHBI MHCTPYMEHT, IMOJTYYUBINUN Ha3BaHHE
«MaTpulla HHAEKCOB KPOCCKYJIBTYPHOTO B3aumonaeucTBus». (Co3gaHHass Ha OCHOBE
MHO’KECTBA SKCIIEPTHBIX MHEHUI U KEHCOB, MAaTPHUIIAa UHJIEKCOB MPEIaracT Kyparopam,
OTBEYAIOIINM 32 MPOBEJICHUE MPOIIecca KPOCCKYIbTYPHOU anantaiuu, dPGEeKTUBHBINA U
PKOHOMMYHBIN crioco0 pemrenust 3ot 3aaaun. MUKKB npencraBiena B Bujae TaOIUIIbI
3HAYEHHM, OLICHUBAIOIINX CTEIEHb BIMUSHHS TOIO WIM MHOTO KYJbTYPHOIO U3MEPEHHUS
Ha OIpPEACIICHHOE MOAPa3eICHIe opraHu3amnuu chepsl yciyr. B maTpuiie oTpaskeHbl
B3aMMOCBSI3M  MEXJIY BOCEMHAAIAThI0 OTOOpPAaHHBIMU OTJEJIaMU OpPraHu3aluu U
JIBAJUAThI0 TPU3HAHHBIMH KYJIBTYPHBIMH U3MepeHHsMU. [IpuMeHeHne wmarpuibl

HHICKCOB IIO3BOJISIET  OIICPATHBHO  BBIACIUTD HpO6HCMHBIC KPOCCKYJIbTYPHBIC
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U3MEpPEHHs ISl BBIOPAHHOTO OTAeNa, YTo JenaeT €€ 3(PPEeKTUBHBIM HHCTPYMEHTOM
MOAAEPKKHU IIPU IPOBEACHUU MTPOLIECCA KPOCCKYJIBTYPHOM aJanTalllH.

KommiekcHoe  paccMOTpeHME  mpolecca  KpOCCKYJIbTYPHOM — ajanTaluuu
opraHu3aldd cQepbl yCIyr TPHUBEIO K COCTaBJIEHUIO QJITOPUTMA JICWCTBHIA,
MPEICTABICHHOTO B BUJE Tpaduueckoil MOJeiIM, HEOTHEMJIEMOM YacTbl0 KOTOpPOM
ABIIIETCS  pa3paboTaHHash aBTOPOM MaTpullda HUHACKCOB. AJTOPUTM TOTOB K
MIPUMEHEHUIO JII000M opranmu3aiueit chepsl yeiyr.

Jlanee Obu1  mportectupoBaH MexaHu3M aeiictBusi  MUWKKB. Tlokazano
IPUMEHEHUE MAaTpULIbl HAa TNPHUMEpPE pPEeajbHON CUTyallud KOMIAHUU CQepbl YCIYT,
HaxOJIIENCA Ha CTaud MHTEPHALMOHAIM3aUuU JIeaTenbHocTH. Ha nanHOM mpumepe
BbIsIBJIEHa €€ A(Q(EKTUBHOCTh, YTO MOATBEPKACHO KOJMYECTBEHHBIMH JAHHBIMH,
MOJIYYEHHBIMU T1OCJIE IPUMEHEHUS MATPULI U MEp, BEIPAOOTAHHBIX B COOTBETCTBHH C

IMOJIYUYCHHBIMHU PC3YJIbTaTaMU OCYIICCTBJICHHOI'O C €C IIOMOIIIBIO aHaJIN34a.
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3AKJIIOYEHUE

CoBpeMEeHHBIE OpraHU3alMK CYIIECTBYIOT B YCIOBHUSIX MOCTOSSHHOTO W3MEHEHUS
BHEIIHEW CpeJpl: HaOuparouias TeMIIbl rio0anu3anys BeJeT K MHTEpHAUMOHAIN3AUU
Ou3Heca, HHTCHCU(PUKALUU MEXKYJIbTYPHOTO B3aUMOJACHCTBUSA. ITOT Mpoliecc
COMPOBOXAAETCA YCHJIEHHEM TakOoro BHYTPEHHEro (QaxkTopa pa3BUTHS, Kak
CEpBUTHU3ALIUS IKOHOMHKH, TO €CTh TpaHCc(opMalnmeid MHOTUX BHYTPEHHHUX MPOLEAYD B
aKThl OKa3aHMs yciyr. YToObl COOTBETCTBOBAThH 3alpocaM PacTyIIEeH MeXTyHapOoIHOU
KIMEHTYpbl M  OCTaBaTbCsd KOHKYPEHTOCHOCOOHBIMHM, KOMIIAHHHM  BBIHY>K/ICHbI
YCOBEPIIEHCTBOBATh CTPATErHI0 CBOECH JESATEIBHOCTH, YAEAsA BCce OOJblllee BHUMaHUE
CEpBUCHOM COCTaBIISIIOUIEH OM3HEcAa, KaCTOMHU3HMPYS MPU 3TOM CBOM MPEJIOKECHHUS.
HoBble yciloBHsI CyIIECTBOBaHMS OKa3bIBalOT BO3JCHCTBUE NMPAKTHYECKU HA BCE THIIBI
OpraHu3aliid, HO IPEXJE BCETr0, Ha OPraHU3AlMM, IECHCTBYIOIIUE HCKIIOUYUTEIBHO B
chepe yciyr. DTO CBSI3aHO C HEMATEPUAIBHOCTHIO MPOU3BOJMMBIX UMHU MNPOAYKTOB,
4TO, B CBOIO OY€pelb, IO3BOJSIET MM OBbICTpEE, YeM JPYTMM OpraHu3alMsM,
NpUCHOCA0IMBATBECA KO BCSIKOTO pojaa u3MeHeHusiM. Oco3HaB HEoOXOIUMOCTh B
MOJICpHU3AIMU, OpraHu3aluu CQepbl yCIyr pa3BUBAIOT CHOCOOHOCTH K aJanTalluu,
HAIleJICHHYIO Ha NOBbIIIEHHE d()PEKTUBHOCTU UX JAEATEIBHOCTH B MYJIbTUKYJIBTYPHOU
cpele, YTO MOJpa3yMEBAeT NPUMEHEHHE WHCTPYMEHTOB, pa3pa0OTaHHBIX B paMKax
TEOPHUI KPOCCKYJIBTYPHOTO MEHEKMEHTA.

KpocckynbTypHBIE MEHEIKMEHT — 3TO C(OpMHpOBaBLICECS] B IOCIEIHUE
JIecATIIeTHs OMXEBUOPAJIIBHOE HAIMPABJICHUE DJKOHOMHUYECKOM HAyKH CO CBOEH
UCTOpHEHN M OO0IIeNpU3HAaHHBIMUA MOJEIsIMU. Bo3HuKIee B pe3yipTaTe CIAUSHUS psijaa
IYMaHUTAPHBIX HAayK C HSKOHOMHUYECKON TEeOopHed, OHO MCKIIOYUTEIBHO OTBEYAET
NOTPEOHOCTSIM ~ HCCJIENOBAaHUM,  KacaloluXCs  OpraHu3aluii  cdepbl  YCIyT,
00ecneunBalIIUX MOCTaBKy HEMaTepUalbHBIX IMPOJYKTOB B YCIOBHSIX pBIHKA 0e€3
IpaHUll B HaYaIbHBIA NEpUOJ OYpHOTO pa3BUTHS riiodanu3anuu. BrioTe 10 HegaBHEro

BPpCMCHN KOMIIAHHUU-TIPOU3BOJAUTCIIN YCIICIIHO PAa3BUBAJIMCb, HC IIpUJaBasd 3HAYCHUA
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BOIIPOCAM KYJIbTYPHOTO pa3HooOpa3uss. B mouckax [IONOJHUTEIBHBIX PECYPCOB,
CIOCOOCTBYIOIIMX  TOBBIIIEHHIO A()(OEKTUBHOCTH H  KOHKYPEHTOCIOCOOHOCTH,
COBPEMEHHbBIC OpraHu3aluu c@epbl YCIYr BbIHY)XJIECHBl BKJIIOYaTh B ONEpALMH
IPOLIECCHl IO YPEryJIUPOBAHHMIO KPOCCKYJIBTYPHBIX pasHormacuil. Iloatomy st
OpraHu3aliii 3TOro TUMa pa3paboTKa aJanTUBHOM MOJENH, BKIIOYAIOIIEH B ceds
KPOCCKYJIbTYPHBIE KPUTEPUU, SBIISIETCS IPUHLIUIHATBHO BaXKHOM.

Ha wHacrosdmuii MOMEHT pa3pab0TaHO MHOKECTBO MOJIeNIeH, BKIIIOYAIOIINX
KOHKPETHBIE, KOJJMYECTBEHHO MU3MEPSIEMBIE MMOBEACHUECKUE XAPAKTEPUCTUKHU, KOTOPHIE
MPU3BaHbl OOCTY>KMBaTh aJanTallUOHHBIC MPOIIECChl. ABTOPOM OBLIM OOOOIICHBI U
o0paboTaHbl T€ MOJAEIM M KOHUENUWW YIOpaBICHUS KYJIbTYPHBIM pa3HOOOpaszHeM,
KOTOpBhIE BKJIIOYAIOT B CeOsl pelieBaHTHblE Uil  cepbl  yCIyr 3JIEMEHTHI
KPOCCKYJbTYPHOIO B3aUMOJACHCTBUA. Psn Mozenen yXe HaxXxOOUT NPUMEHEHUE B
COBPEMEHHOM MEHEKMEHTE, IPUUUHON YEMY SIBIISIETCSI KX OTHOCHUTEIIbHAS IPOCTOTA U
npakTuyHOCTh. OJHAKO, HM OJHAa W3 CYLIECTBYIOIIMX MOJEIEH HE SBISETCS
ONTUMAJIbHOM, TOCKOJIBKY BC€ OHHM 00JafaroT OnpeleleHHbIMU HepocTatkamu. Kpome
TOTO, OJHUM U3 (HaKTOPOB, OTPAHUYMBAIONIMX HUX TMPUMEHEHUE, SBJISETCS TO, YTO
3a4acTyl0 B pAa3IMYHBIX MOJENSIX MCHOJIB3YIOTCS CXOAHBbIE U3MEpPEHHUs, a 3TO
3aTpyJHSET caMy MX OLIEHKY U BbIOOD.

IIpouecc peanusanny KpOCCKYJIBTYPHOM aJanTaluM, IO CYTH, NPEACTABISIET
co00l MPaKTUYECKHNE PEKOMEHAIMH, BBICTPOEHHBIE B MOCIIEIOBATENBHOCTD, CXOIHYIO
C OTEPAIMOHHBIM aNTOpUTMOM. UTOOBI OmpenennTh, KakKyl poiib B KPOCCKYJIbTYPHOU
aJanTalyy WrPArOT MOJEIH, Mbl U300pa3uiid CXEMYy 3TOT0 MpPOLEcca, YTO MO3BOJIMIIO
BBISIBUTH Pa3JIMYHbIE MOAXOAbl K HEMY B OpraHu3alusx cdepbl yciayr, HauuHas OT
KECTKOTO, HUCKIIOUMUTEIHLHO  PErIaMeHTHUPOBAHHOTO, ¥  3aKaHYWBas  THOKUM,
OCHOBAHHBIM Ha MCIOJb30BaHUM CUCTEMBI 00OpaTHOM cBs3U. [Ipouecc amanranuu Takux
OpraHu3alvid B Pa3IUYHBIX CUTYyalUsX OKa3aHWS YCIAYyr OrPaHUYMBAETCA TEMU
paMKaMH, KOTOPbIE€ ONPEIEISAIOTCS MPEBATUPYIOLIUM ITOAXO0OM.

UtoObl  MPOMIUIIOCTPUPOBATH  BO3JEHCTBHE  KYJbTYpHOro  (Qakropa Ha
JIeSITEIbHOCTh OPTaHM3aluU cephl YCIyT, B KauecTBE MpUMepa ObLIIO B3SITO HECKOIBKO

pEalbHbIX CUTYal[MU-KEMCOB, B KOTOPBIX 3aJCHMCTBOBAHbl PA3HBIE THUIIBI TAKUX
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opranuzanuu. [Iporecc KpoCCKyIbTYpHOU alanTallid MOXKET MPOBOAUTHCS C MOMOIIBIO
pa3IMUHBIX pa3paOOTaHHBIX HAa HACTOAIIUM MOMEHT MOJEIEH U KYJIbTYPHBIX
U3MEPEHU, 4TO, KaK ¥ ObLIO MPOJAEMOHCTPUPOBAHO B paMKax JAaHHOTO MCCIIEIOBAHMUS,
CBUJICTEJIbCTBYET O HECOMHEHHOM MOJIE3HOCTH CAMUX KPOCCKYJIBTYPHBIX KOHIICTIUH.
Opnako, mpu 3TOM Oblla BBISIBJICHA HEAJIEKBATHOCTh HMCIOJIb30BaHUS KOMILJIEKCHBIX
Mojieiel TPU pelIeHUU KOHKPETHBIX Pa3HOTIIaCHH.

ITo pe3ynbraTaM aHanu3a 0oJyiee JIBYXCOT pEajbHBIX CIy4aeB-KEHCOB (METOA
CUTYallMOHHOTO aHalu3a) ObUI cJeldaH BBIBOJ O TOM, 4YTO OOJBIIMHCTBO
KPOCCKYJBTYPHBIX JWJIEMM, BCTAaIOIIUX TMEpel OpraHu3aiusMu chepbl  yCiyr,
OXBaThIBAIOT JIUIIIb HECKOJIbKO M3MEPEHUM, U CTAJIKUBAIOTCS C HEW JIUIIb HECKOJIBKO
No/ipa3/iefiecHuii KOMIaHUU. ABTOPOM Obllla TIPOBE/ICHA OIIEHKA CTETICHH BO3JCUCTBUS
OCHOBHBIX KYJBTYPHBIX U3MEPEHUN Ha KaXKIbIA OTJE] OpraHu3alliu, 4To 1MoKa3aio, BO-
MIEPBbIX, 3HAYUTEILHOE MPEBAJUPOBAHUE OTACIIBHBIX U3MEPEHUN HaJ JIPYTHUMH, a BO-
BTOPHIX, OOJIBIIYIO  TOJBEPKEHHOCTb  OMPENENEHHBIX  OTAEJIOB  BO3JIEHCTBHIO
KyJIbTYpHBIX (akTopoB. Takum oOpazoM, ObUIO OOHApY>KE€HO, YTO CHCTEMHOE
MPUMEHEHUE CTaHAAPTHBIX KPOCCKYIBTYPHBIX MOJENEH K OpraHu3aiusiM chepsl yCiIyr
B 1IEJIOM B Cjydyae, KOrJa BbIJCJIeHAa KOHKPETHas KPOCCKYJIbTypHasi mpoOliieMa,
OKa3bIBa€TCAd HEONTUMaIbHbIM. [Ipy TOM 4YTO HEKOTOpbIE W3 HW3MEPEHUH,
COCTaBJISIFOIINX TaKyK MOJeNb, OYJIyT COOTBETCTBOBAThH MpoOiieMe, OoJibllias 4YacTh
JIPYTUX OKAKETCA COBEPIIEHHO OECIOJIE3HOM.

B cBsi3u ¢ sTuM ObUTa BBISIBIIGHa TOTPEOHOCTH B Pa3pabOTKE WHCTPYMEHTA,
MPU3BAHHOTO ONTUMHU3UPOBATh aAJAaNTHUBHOCTh OpraHu3anui cdepsl ycuayr, 0e3
CO3JIaHUs eIlle OJHOM CTaTUYHOM MojeiM. B Xone mccnemoBaHus, Ha 0a3e aHaIW3a
OKCIIEPTHBIX MHEHUW M KEWcoB, ObLI BHIPAOOTaH CHENHAIBHBIA HHCTPYMEHT JIJIS
OTIPENICJICHUs] CTENEHU BOBJICYCHHOCTH B  KPOCCKYJBTYPHBIE B3aWMOJICUCTBUS
Pa3TUYHBIX TMOJPA3JACICHUN OpraHu3auii cepbl yciayr. ITO MaTpuila HHACKCOB
KpocckynbTypHoro B3aumojerctBusi (MHWUKKB), npu3BanHas ynpocTHTh MpoLece
KPOCCKYJIbTYPHON aJanTaiuu B OpraHu3anusx cdepsl ycnayr, caenaTb ero Oosee
PKOHOMUYHBIM # 3(PGeKTUBHBIM. MaTpuila oOecreynBaeT OIEHKY IOJIE3HOCTH

MIPUMEHEHUS 3aJaHHOTO KYJbTYPHOTO U3MEPEHHUS I KaXI0TO MOAPA3AEIEHUsS TaKOU
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OpraHW3allid, TIO3BOJISII OMEPATHBHO BBIACIUTH TMPOOJIEMHBIE KPOCCKYJIBTYPHBIC
u3Mepenus g HyxHoro oTaena. MUKKB coepmnsieT Mexmy coboil BOCEeMHAANAThH
U3BECTHBIX KPOCCKYJbTYPHBIX HM3MEPEHH C ABaALUATbl0 KOHKPETHBIMU OTAEIaMU
KOMIIAaHUW, TaKUMH Kak oTaensl npojax, crparerun, HUOKP u T1.1. YUT0oOHBI
ONTUMM3UPOBATh JJIA  OpraHu3auuid  cepbl  yclIyr Tpolecc MPUMEHEHUs
KPOCCKYJIbTYPHBIX M3MEpEHUN Ha 0a3e MaTpullbl UHACKCOB, Mbl MPEACTAaBUIN €ro B
BUJIC aNTOPUTMHUYECKON Momenu. Pa3paboTaHHBIA aBTOPOM alITOPUTM aJamnTarlvdl 1
B3aMMOJICHCTBUS KaK 4acThb MOJIENIM AIANITUBHOIO YIIPABJIEHUS CO BCTPOEHHOUN B HETO
MaTpUIIEH JErok B MPUMEHEHUU U MOXKET OBbITh PEKOMEHIOBAH Ji UCIOJIb30BaHUS
KypaTopam (areHTtaMm ajanTaiud) TpU pealu3aliyd Tpolecca KPOCCKYJIbTYpHOU
ajlanTaiyy B JIT0OON opraHu3aiuu cQepbl yCIyr.

Pa3paGoTtanHplii MeTOH B TEYEHHME ToOJa MPOXOAWa  ampolaluio B
MYJIBTUKYJIBTYPHOU OpraHu3aluu, SIBIISIFOLLICHCS TUITUYHOU KOMITaHUEH,
OCYUIECTBJISIONIEH CBOIO JIEATENbHOCTh B cdepe ycayr (ycayrd B 0O0JacTu
MH(POPMAIIMOHHBIX TeXHOJoTHi). KoMmanusi CToJlkHyJach ¢ MpooOsemMoil B oOjactu
KPOCCKYJIbTYPHOTO B3aMMOJICHCTBUS, BBIPA3UBIICUCA B BBICOKOW TEKYYE€CTH KaJIpOB B
OJIHOM M3 3arPaHUYHBIX OTJICJICHUM, UTO TTOBJIEKJIO 32 COOOM 3HAUUTENbHBIE pacxosl. B
COTPYIIHMYECTBE C MECTHBIM U IIEHTPAJIbHBIM PYKOBOJCTBOM (UPMBI Oblia
ucrionibzoBana MUKKB u mnpumenen pa3paboTaHHBII  aBTOPOM  alTOPHUTM,
OTPKAIONIUN  TPOIECC KPOCCKYJbTYpPHOM ajnantaiuu, CcGHOKYCUPOBAaHHBIM Ha
KOHKPETHBIX 3aJ€HCTBOBAHHBIX OTJEIaX M BO3JCHUCTBYIOUIMX HA HUX KYJIbTYpPHBIX
u3MepeHusax. [IpuHsATbIE Mepbl BCEro 3a HECKOJbKO MECSEeB O0ecrneumnin
3HAYUTENIBHBIN MOJIOKUTENbHBINA d(DPEKT, 0 4eM UMEETCS CBUAECTEILCTBO PYKOBOJICTBA

KOMIIaHHH.
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IIpuioxenune B
(o0s13aTENIBHOE)
Tao6auna B. 1 - ITosiHbI CIHCOK KYJbTYPHBIX H3MEPEHU A, 0OTOOPAHHBIX 1JIsI

aHaJIn3a

Xodcrene JlucTaHius BIacTu

N36eranue HeonpeaeneHHOCTH
Nunusuayanusm (KomnektuBuszm)
MackynmuHHOCTb (DEMUHUHHOCTH )

Jlonro/ KpaTko-cpodHasi OprUeHTAIS

IIpoext GLOBE YBEPEHHOCTH

NHCTUTYIIMOHAJIBHBIN KOJUIEKTUBU3M

BHyTpUrpynnoBoi KOJUIEKTUBU3M

OpueHnranus Ha Oyyiiee

I'ennepHOE paBHOIIpaBUe

['ymaHHast OpUEHTUPOBAHHOCTD (3200Ta, ANBTPYU3M U T.I1.)
OpueHranus Ha pe3yiabTaT

JlucraHIus BIacTu

N306eranue HeonpeaeneHHOCTH

Tpommienaapc VYuuepcanusm/ [laptukynspuszm
NunuBunyanusm/ KommyHutapusm
HeiitpanbHocTh/ OMOLIMOHATIBHOCTD
Cneuunduunocts/ Juddy3Hocts
Hocturnytsiii/ [Ipunucansselii cratyc
[TocnenoBarenbHOCTE/ CUHXPOHHOCTD

BHyTpeHHui/ BHETHUI KOHTPOJIb

Kiykxon u | [Ipupona yenoseka (Xopouwuii/ [1noxoit)
Crpoarbex OtHomieHHe 4yenoBeka K mOpupoje (KOHTpOJb — WIH
OTrpaHUYCHHUE)

OTHoOIlIEHHE YeOBEKa K OKpYXaroluM (IOMOraTh JPYrum

WJIU HET)
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[Tponomxenne Tabmuis: B.1

MopmanbHOCTh YenioBeueckoi aestenpHocTH (Jlenats/ boiTh)
Bpemennoit  Qokyc  denoBedyeckoW ~ aKTUBHOCTH  (Ha
MPOIIIOM, HACTOSIIEM W Oy Ty1ieM)

Bocnpusitue mpoctpancTBa (JIMYHOE WM OTKPBITOE ISl BCEX

XoJut [TonuxpoHHocTh/ MOHOXPOHHOCTH

Bricokuit/ Hu3kuii KOHTEKCT

bennerr PazBuBaromas Moaenb HUHTEPKYJIbTYPHOU CEHCUTUBHOCTH
Porrep Touka KOHTpOJIA

JIpronc

Kogen JloBepue

L CepBIM BBIACJICHBI U3BMCPCHU:A, HCKIIIOYCHHBIC M3 HAIIICTO UCCIICAOBAHMA.
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Ipuiaoxenue I'

(cpaBouHOe)

Keiicbl, HC0Ib30BaHHBIE B KaYeCTBE IPUMEPOB, HIIIOCTPUPYIOLINE BbIOOP
KPOCCKYJIbTYPHBIX U3MEPEHMH JJI PA3JIUYHbIX OTA€/JI0B OPraHu3auui cepsol
yCJIyr (MaTepuansl U3 y4eOHMKa aBTOpa IUCCEPTAMOHHOr0 ucciaenoBaHus «Cross-

cultural Management Textbook, Dumetz, J. et Al, 2012, CreateSpace Publ.)
Al: A training session in Yemen

During her internship at a consulting company, Fanny was asked to assist a senior
consultant sent to Yemen for a two weeks “budget and cost control” training session at

an important Yemenite company who deeply needed it and knew it.

Fanny’s first surprise was to discover that whatever the interest of the attendees, that
they formally expressed, they interrupted for the multiple daily prayers required by their
Muslim culture, which took off a lot of the time they had. The second surprise, more
difficult to deal with, was that in spite of the attention that the attendees showed during
the course, when it came to practice it was almost as if the course had not existed. This
observation combined with the frequent breaks started to dampen Fanny’s and the
consultant’s spirit. The time left for the mission, reducing day after day, increased their
stress. Of course the question rose on the malevolent side: who is wrong? Is it us, the
trainers, or the attendees? And the prayers that shortened their time made them soon so

nervous, that at some step they decided to lose grip.

During the next prayer, instead of stressing they had a relaxed conversation about the
culture they were meeting. They observed the fact, probably related to the Muslim
culture, that the attendees were all men. They also had a talk about these people that
behaved with pride and, having little money, still considered prayer more important
than budget and cost control. The rank of values was completely different.
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In a flash, Fanny understood. In this culture not only prayers, but also pride was more
important than budget management. Maybe it was simply impossible for these men to
disclose what they didn’t know or understand, moreover in the presence of a young

Occidental woman. Was she then the problem? She chose to be a solution.

She suggested that the consultant keeps doing the teaching alone. As for her, she would
assist him on a brand new way, actually assisting the audience. She would be the one
who asks questions. The only unknown was how the attendees would welcome such a
change of role. But they didn’t even seem to notice it... apart from the fact that from
that day, everything taught was put into practice. The mission became a success for the

attendees, the consultant and, last but not least, for Fanny.

Fanny Lincoln, 2012, France, extracted from [60]

A2: Indians find it difficult to say no to their superiors

“Saloni is a friend of mine who works in the Bangalore office of a big multi-national
company working in the I.T. sector. An incident happened in her office around mid-
August. As their team performance was good, a senior manager asked if they were able
to provide resources for more cases. Despite of already heavy workload, the team leader
of the branch said “Yes” without hesitation. With extra efforts by each team member,

the September release was made on time.

However, the significant increase of workload had affected the team severely. Most
team members started their workday at 8:30 in the morning and ended at 2:00 at night!
Whenever the onshore (i.e. foreigner) manager called the team leader, he would always
be answered to his requests in a positive way. With extreme hard work, they managed to
meet all the expectations. With all the positive signs given by the Team Leader of the

Bangalore branch, the October release was made on time.
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The team leader felt incapable of explaining the capacities and limits of the team to the

senior manager abroad. Saying “No” to a superior is extremely difficult to do.

But something happened during the following month: productivity dropped all of a
sudden. The team members began to feel too squeezed and were resentful towards the
company and the project. A high turnover took place. Up to 50 people requested to be
assigned to another project. By November, down to 20 members, the team comprised
only 3 of the original members and the rest were new. The team leader was now
reduced to a mere normal leader of an underperformed team. The new team never

managed to performed as before.”

Jeta Prakash & Lalzarzova, 2010, Bangalore, India, extracted from [60]

A3: Why Do Japanese Fall Asleep In Meetings?

“One of the most common questions I receive from Americans who work with Japanese

1s, “Why do Japanese fall asleep in meetings?”

The fact is, when Japanese close their eyes in meetings, most of the time they aren’t
actually asleep! Often, closed eyes are a sign that a Japanese person is listening intently.
Japanese believe that by closing their eyes, they can hear more effectively, because they
are screening out the visual stimulus and focusing only on the sound. Because Japanese
find it challenging to listen to English conversations for long stretches of time, they are

especially likely to use this technique in meetings with Americans.

Unlike Americans, Japanese don’t have the custom of maintaining eye contact with the
person who is talking. So the action of closing one’s eyes, which appears to Americans
to be extremely impolite, carries no such negative connotations for Japanese. And

typically Japanese are unaware that closing one’s eyes strikes Americans as being rude.



143

Japanese typically don’t realize how disconcerting, or even insulting, this habit can be

to Americans.

Once, earlier in my career, | was giving an important speech. While talking, | looked
over at a senior Japanese person in attendance, who | was hoping to make a good
impression on. His eyes were closed, and his face wore a placid expression. He really
looked like he was asleep! Even though intellectually | knew that Japanese often close
their eyes when listening to English, on an emotional level I panicked, thinking, “Oh no,
I’m so boring that this key person is sleeping!” Through the rest of the speech my eyes
kept darting over to him, each time to find him with his eyes still closed. However,
when the speech was over and it was the time for the question-and-answer session, his
hand was the first one that darted up. He asked a very incisive question, the content of

which indicated that he had indeed been listening to my talk very carefully. Phew!

In a meeting-type situation, if you see Japanese closing their eyes, it may be an
indication that you need to slow down your speech and make sure you are speaking in a
way that is not too complicated and doesn’t use too many idioms. Be aware, however,
that some Japanese will close their eyes almost no matter what—it’s that ingrained of a
habit. You may also want to consider changing the format of your meeting, to

encourage more discussion and interaction.

Another reason why Japanese close their eyes in meetings occurs in the case of senior
executives. Typically this is limited to the one highest-ranking individual in the
meeting. They will sit with their eyes closed and their head tilted downward, looking for
all the world like they are catching a catnap. However, this is merely a way for them to
disguise their nonverbal signals—as if they had drawn a shade down in front of their
face. Senior executives tend to do this as a way of keeping their cards close to them and
not letting everyone know their reaction to what is being said. If they didn’t do this, all
the other Japanese in the meeting would be scanning their expression for clues as to

what they are thinking.
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Closing one’s eyes and tilting one’s head downward is also a way for a senior executive
to demonstrate that they are not the one who is running the meeting. In Japan, senior
people will often take a sideline role in order to give younger employees a chance to
shine by taking center stage. It may also be the case that the younger employees speak
better English and thus are better suited to the primary speaking role. Also, in Japanese
culture being quiet is thought to be more dignified, and thus is more appropriate for a
senior person than being talkative. Of course, this is the opposite of the American
custom of having the most senior person take the lead in the meeting and do the most
talking. So it’s particularly unnerving to Americans when the senior-most person
appears to be sleeping—it seems like a sure sign of failure! Just be sure to temper your

emotional reaction with this logical information on why this is happening.

Recently | saw a senior American executive at one of my clients, a major Japanese firm.
He had attended the shareholder’s meeting of the parent company in Japan a short time
prior to that. He said “Rochelle, I’'m going to have to make you eat your words about
Japanese really concentrating when they are closing their eyes in meetings, because at
our shareholder’s meeting there were several guys who really were sleeping, there was
no doubt about it!” Of course, there are occasions when Japanese actually do fall asleep
in meetings. (You can usually tell this is happening when someone’s mouth falls open,
their head nods, or they are snoring!) However, this is something that is typically
overlooked in Japan, because their fatigue is usually a result of legitimate activities such
as staying up late for overseas conference calls or entertaining customers. Furthermore,
because in typical Japanese meetings large numbers of people are invited even if their
connection to the topic is only indirect, meeting participants who are not at the center of
the discussion may feel that they can safely catch a couple winks. It’s not considered to
be as rude as it would be in U.S. culture, because there is no norm like we have in the
U.S. that requires all participants to make a contribution to the conversation. Often, just
being present to show your support for the topic is deemed to be sufficient. This would

certainly be the case in the shareholder’s meeting that my client attended—in Japan
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such meetings tend to be ceremonial, and would not require the board members to make

any statements or participate in discussions. It’s their presence alone that is required.”

Rochelle Kopp, 2011, Managing Principal, Japan Intercultural Consulting, extracted
from [60]

A4: Locus of control in a Korean-US leadership team

In the mid-1990s, | was asked to facilitate an executive teambuilding session with a
team of twenty-six leaders in a Korean electronics company in their US headquarters in
New Jersey. The participants were evenly divided between managers from the US and
expatriate managers from Korea. In general, the Korean expatriates occupied the higher-
level positions, with the US managers reporting to them. The reluctance to admit non-
Koreans into key leadership roles was only one of the reasons the human resources
department sought to discuss, explore, and bridge cultural differences and build

effective and cohesive teams.

As always, when asked to provide impact and improvement in a short period of time, it
is important to demonstrate the reality of fundamental cultural differences to the
participants and leverage the awareness generated by engaging participants in a process
of constructive reconciliation. | chose to engage the participant groups in a survival
simulation. The participants were assigned to one of five teams. Each team was
provided with the same instructions: each group was stranded in the desert with their
mini-bus on a road that was rarely traveled and without hope to reach a gas station.
Besides a map and description of the geographic environment, each group was given a
set of materials, food and drink items, tools and equipment (no mobile phones!) in their
possession. The groups were then instructed to decide and agree on a suitable survival

strategy within a given period of time.
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The participants were divided into five teams: two mono-cultural teams, one with five

Korean participants and one with five US participants; two teams with only one member

from a different cultural background each (i.e., one team of four Koreans and one US

manager, and one team of four US Americans and one Korean manager); one team of

six participants evenly split between the Korean and US managers.

The difference in survival strategies between the two mono-cultural groups illustrates

significantly different assumptions about locus of control. The all-US team generated a

very detailed and differentiated plan to enhance their chance of survival:

Rationing of available food and water sources that accounted for the likely spoilage

of the various items

A schedule for rest and wake periods for each team member to guarantee twenty-

four-hour monitoring of any movements and opportunities for attracting help

A division of roles and responsibilities among the team members, including a

rotation among various geographic lookout positions

Detailed action paths accounting for a variety of possible contingencies

A plan for converting the various components of the mini-bus into new and

improvised tools and implements that would aid in the survival. Among these:

A mechanism to reflect sunlight and send emergency messages to airplanes

Plans to convert the radio of the mini-bus into a communication device

A sequence for burning all flammable materials to send clearly visible emergency
signals that could be recognized from the largest possible distance

A communication and signaling system that allows the team members to split up,
scout the area, and send messages to coordinate activities

Hunting and digging devices that allow the team to look for additional food

sources and construct a safer, warmer, and more conducive base

In the same period of time, the all-Korean team developed a very different strategy. The

group assessed their overall chances of survival and determined that unless a vehicle

was to pass by within a carefully calculated period of time, there would be no chance of
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survival; i.e., the “point of no survival.” They calculated the point in time at which
survival was extremely unlikely. They agreed to a plan to monitor their surroundings

and signal potential vehicles up to that point of time.

Most of the time, the team discussed and planned the events after the “point of no
survival.” They agreed to reserve a specific quantity of food items for that event and
planned a ritual to share their anticipated communal demise. The team presented
specific ways and roles in which they would share their last moments and support each

other through the final moments of their lives.

Jeorg Schmitz, 2012, extracted from [60]

A5: Oh, Audi, How Could You?

Marketing missteps in naming cars quickly become legendary. There's the urban myth
that the Chevrolet Nova failed in South America because in Spanish, “no va” means

"won't go." (It's not true.)

But now it turns out that Audi may have committed a blunder in naming its line of
electric cars e-Tron. Especially since they're about to be shown at the Paris Motor

Show.

As one Francophone just pointed out to us, the French word étron is a particularly
unfortunate choice in that language. Online translation tools give French synonyms for
étron that include caca and excrément. Or to put it a tad less delicately, in English, it

means "crap, dirt, droppings ... muck, poop ... shite, turd".

Yes, it appears Audi may have named its entire line of electric cars after ... errrr ... dung.

Sigh.
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French seems to pose frequent problems for automakers in naming cars. When Buick
famously rebranded its midsize sedan from Regal to LaCrosse for 2004, its marketers
were mortified to learn that in French Canadian slang, lacrosse was used by Québec

teenagers to refer to the practice of masturbation.

Thus, in Canada, the midsize car otherwise known as the Buick LaCrosse was sold as
the Buick Allure from 2005 until the 2010 model year. In an effort to unify global Buick
model names, Francophone Canadian buyers will now have to be willing to say they

drive a LaCrosse. Quelle horreur.

Other such gaffes globally include the Mitsubishi Pajero (in Spanish-speaking countries,
pajero is a slang word for masturbator) and the Ford Pinto, which in Brazilian Portugese

slang turns out to mean "small penis.” And there are more.

Over to you, Audi.

John Voelcker, Sept. 2010,www.greencarreports.com, Copyright 2011 High Gear
Media, extracted from [60]

A6: French Railways change timetable

Major engineering work will disrupt train services in France until at least 2015, the

SNCF (France’s National Railways Company) has warned in June 2011.

Some 85% of train times were due to be revised when the new winter timetable come
into effect on December 11, to meet the regularity requirements set by the state while
allowing enough time for works to be carried out. SNCF’s website explained: “This is

unprecedented in the history of the railway in Europe. 160 000 workers are mobilizing



149

now to meet this challenge on behalf of four million passengers daily choosing the train.

A train that we all want safer and more punctual.”

The timetable changes ranged from a few minutes to a quarter of an hour on some
journeys. SNCF president Guillaume Pépy said some connections would be "destroyed"
and others created. The overhaul is necessary because the SNCF is entering what it calls

a "particularly delicate" phase in its improvement works.

Track operator Réseau Ferré de France (RFF) is spending €13bn on replacing ageing
tracks, many of which are more than 25 years old. The works are mostly carried out
overnight, late in the evening and at weekends. RFF shed light on the project: “ It will
make the network more efficient, but also improve the circulation. With the so-called
“in-sync timing”, schedules will be more readable, more frequent trains and more

regular flow of goods.”

The “in-sync timing” has already been proven in many countries. It aims to organize
and coordinate schedules rail. The principle is to have the trains at fixed times and
intervals on the network: trains to the same destination will have the same lap between
them, e.g. 10:13, 11:13, 12:13 etc. The result is a network performance multiplied by a

better synchronization on the whole.

A complete rethink of the current timetable has also been prompted by the launch of a
new "Rhine-Rhone" TGV link from Mulhouse to Lyon later that year, which should

have a knock-on effect on other rail services across several regions.

The changes was supported by a €10m advertising and information campaign in Fall

2011.

SNCF was aware the change might create havoc and had appointed a mediator to

smooth relations between the state company and the passengers: “We upgrade regularly
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our schedule so you can communicate as soon as possible. SNCF manages over 15,000
daily trains over 37 000 slots: some have not yet got their final timetable. A mediator of
the new timetable was appointed, more information can be found on

mediateurnouveauxhoraires2012.com

Jerome Dumetz, 2011, extracted from [60]

AT7: International finance and trust

In their monthly meeting in June 2006 the board of a major US investment bank based
in Manhattan, NY , is thinking about launching a new product to raise revenues and
increase shareholder value. After a fruitful discussion they decided to do something
special and create a fund with a variety of high risk papers. Once they finished the
formal IPO process they discovered that the distribution of those papers appears to be
difficult. The customers seem to be reserved because of the high risk.

Facing this problem the marketing department came up to the idea to foster the revenues

by strengthening the customers trust into these papers.

They knew that an expensive marketing campaign with glamorous material would
probably not be the right way to succeed in this case. They needed to create a safe
environment supported by persons or institutions with high reputation.

So they asked a professor of finance from Varthar, one of the most prestigious
Universities of the country, to write 1-2 pages about this fund in a popular finance
journal. For his efforts the investment bank offered him the amount of $ 80.000,-.
Having this generous remuneration in mind the professor doesn’t wanted to be impolite
and asked the bankers for the outcome of “his” opinion. He received the “right”

information and wrote the article in a scientific and for the bank satisfying way.

With this article the investment bankers went to the well-known rating agency, Stich, to
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rate this fund. The rating agency is usually neutral but trusted in the opinion of an
independent specialist, like the professor. As a result of this trustfulness, Stich didn’t
investigate as much and rated the fund better than the equity of the papers.

With the rating and the article the investment bank created a marketing package and

offered their fund to banks all over the world.

The banks, which relied in the status of the investment bank and also in the statements

of the professor and the rating agency didn’t check the fund at all and ordered.

The investment bank takes the sales commission and carries no responsibility of an

eventual crash of the fund.

By Dr. Rainer Wehner, Wiirzburg-Schweinfurt University of Applied Sciences,

Germany, extracted from [60]

AS8: A bag’s time

« San Francisco is a fantastic town, on the West coast of the USA. It is know for many
features, such as its proximity with the Silicon Valley, it's tolerance towards minorities
and illicit products (San Francisco is the birth place of the beat generation), but also its

cable cars (tramways pulled by an underground cable) and its steep roads.

San Francisco is also famous for its bicycle messengers, also called couriers. Since the
end of the Second World War, thousands of daredevils have rushed down the steep
roads of the city. They carry their parcels in a messenger bag, designed with a single
strap that wrap diagonally across the chest so it can be swung around the messenger's

body to allow access without removing the bag.
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While working in the city in the late 90's, | fancied cycling to go to work during the
warm days. | equipped myself with basic, second-hand equipment (helmet!) and bought
a bag from a company specialized in such product. The company, called Timbuk2, is
based in San Francisco, and is proud to assemble those bags in the USA. They are made
of Cordura water resistant nylon, a very tough material. Not too cheap, they are very
good quality bags. Under the nametag, you can read "Made in USA - lifetime

warranty".

| left the Bay Area and my bicycle behind but kept the bag. It has become my "bag-
where-I-stuff-everything" for about 15 years. It accompanied me in the hot sands of
Egypt, in the humid forests of Costa Rica or in the cold winters of Russia: a tough life

for a tough bag!

The bag is nearly intact save for the plastic buckles that close the strap. They broke, one

by one, giving up to the extreme temperatures and use encountered by the bag.

"Lifelong warranty" usually means a product is fixed or exchanged as long as it is still
produced and it has been used normally. Some manufacturers of quality tools and
hardware are famous for such policy, and exchange broken tools often without
questions. | was in the same situation so, around 2008, | decided to contact the

company, back in San Francisco.

| did it for the fun of it. Glad to tell how their product had become by companion for the
last 10 years. | asked about the buckles, whether they could send me some new ones. |

was ready to pay for the delivery of course.

| received an enthusiastic and vibrant answer from their sales department: " Thank you
so much for your loyalty. 10 years using the bag, whoah! Isn’t it time to change it and to

buy a one? "
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Speechless, but amused, | decided to look for the buckles nearby, and bought a pair of
them, in Germany, for 50 cents each. Indeed, the concept of Lifetime warranty isn't

shared equally around the world! »

Jerome Dumetz, 2012, extracted from [60]

A9: Trust in the supermarket

Practically since mankind started making, trading and selling products, businesses have
looked for ways to cut costs, so that profit could be increased (assuming that revenue
did not go down). A smart way for businesses to cut costs is by letting their customers

do actions that employees needed to do before.

There are many examples of this. The recent spread of digital technology has catapulted
this phenomenon. We can think of self printing airline tickets, pre checking in for
flights, all cost cutting measures of actions in the airline industry that used to be a
service done by personnel, now by customers. Another example is pumping gasoline at
a petrol station (up until forty years ago the pumping process was strictly done by
employees). A later development was a gas station where there is no personnel at all.
Everything is done automatically, paying in advance with a credit or debit card, then

getting the gasoline oneself.

In all these processes companies have to deal with the concept of trust. Can we trust our
customers, will they pay for the product and can we minimize cheating to an absolute
minimum? How can we build a system that is not insulting for people who are to be
trusted, and yet cannot be fooled and sabotaged by (the few) people who steal and take
advantage of the situation?

Another interesting system is self-check systems in retail and supermarket stores. Since

the beginning of this century, a number of stores have started using different systems of
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self-scanning. After testing several versions in a few pilot stores AH supermarkets

decided in 2006 to use its system in a big number of its supermarkets.

AH supermarket is a part of the AHOLD concern; in The Netherlands AH has currently
835 "regular" supermarkets in neighborhoods, 31 AH XL stores (very big), and 52 "AH
To go” stores (small, higher prices, in train stations etc); the self scan system is based

on a shifting "trust paradigm™ as checking usually means: we don't trust you.

The customer bleeps and scans each item he wishes to buy using a device that he picks
up at the entrance of the supermarket. After scanning each item, the customer puts them
in his shopping cart, while walking through the store. In the end the self-scanning
device needs to be put in an electronic reader, that tallies up the total. After the customer
pays the required amount by debit card, he gets a paper coupon, which enables him to

open an exit gate, so he can leave with his groceries.

The philosophy behind this system is based on the paradigm of “trust your customer",
however, to participate as a customer, one first has to apply and go through a screening
process. A form needs to be filled out, and only after the applicant has been admitted as
a "self scanning customer”, he gets a personalized card with a barcode. Advantages
communicated to the customers of self-scan systems seemed to be mostly psychological

(speed of scanning, easy, see your cumulated shopping amount instantly).

This "bonus+ card" allows customers to use the self scanning system, yet random
verifications are conducted at the exit counter. If a customer has “made a mistake", trust
is violated, and this customer can expect more frequent controls... After no new
"mistakes" are registered, i.e. trust has been restored, the frequency of verifications
decreases.

Other retailers are using similar techniques, mostly across Europe and in North

America. Yet, this new system seems to have its own limits as a 2006 survey showed
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that systems like this can be used for about half the market: when asked, some 60% of
customers prefers a physical check out person.

Jacob “Rob” Laas, IMBS Business Faculty, The Hague Univ. of Applied Sciences, The
Netherlands, extracted from [60]
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Hpuioxenne |
(00s13aTesIbHOE)
IIpuMepnI KelcoB, HCMOJIb30BAHHBIX B KAYeCTBE METO/1a MCCJIEIOBAHUSA IS

pa3padorku Martpuusbl naaexkcos (MUKKB)

Case study #1: Strong difference in work management perception
Case study by FHWS MBA Students J. Dergunov and P. Firdaus, Fall 2014

a. Description of misunderstandings

Recently a team consisting of several of our best professionals was assigned to develop
a new corporate strategy to enter a new market. The team members come from
Germany and Indonesia and are considered to be highly skilled for such a task.
Nonetheless the team couldn’t provide results neither in quality nor in time. The
German members complained that the Indonesians were never on time to scheduled
meetings and therefore created delays and time pressure for German, because they
usually had meetings following up. The Indonesian member on the other hand felt
insulted because the German members wanted always to start the meeting directly with
ought willingness to socialize and talk about the recent event. And both member groups
said that they had difficulties in conversations. As a result the willingness to work

together declined and the personal barriers have risen up.

b. Cross cultural analysis

At the beginning it must be said that the Indonesian members never wanted to be late. It
just their cultural background and polychronic approach toward time. They tend to
manage their actions to get the best of their time. Therefore they didn’t want to stop one
job they had started before to rush to a meeting with Germans. The German people on
the other hand have a monochronic time view and would leave a started job to be
punctual to a meeting. That’s why they also wanted to start directly with the meetings
and didn’t want to waste time to private small talk, so that they can get the most action

of their time. The Indonesians on the other hand see such a small talk as important
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because of their high context culture. It is important for them to have an interpersonal
relationship so that they can have a feeling of trust. They also rather prefer small talk as
a communication channel to distribute information to many official e-mails, which they
usually get from the German members. Indonesian member also need a in a group
feeling to perform better, while the German don’t really see such a topic as important.
The difficulty in communication is a result in different conversation spins of both
cultures. While the Germans usually start with specific topic and talk around it while
Indonesians prefer to go a diffuse way. They start to talk about important topics to come

in the end to a point.

c. Recommendations

Relationship: The next time before a bigger project will start, it is highly recommended
to bring all direct project members together for a starting event. Such an even could last
one to several days and should contain possibilities for small talk to build personal
relations as well as challenging jobs, which the team members must solve as group.
Additionally cross-cultural differences of countries should be discussed, so that all
members have better understanding of their fellows. As a final result the personal
relationships will improve and therefore increase trust among members. And the

increase in trust will result in higher working speed and better performance.

Meetings: The Indonesian members should be highly included into the preparation of
time schedules of meeting. One’s a good personal relationship is established, they will
tend more to meet the needs of other cultures/members. Moreover the Indonesians
members should be the one, who should start the meeting and provide the firs input.
This will give them the responsibility right from the beginning and will encourage them
to be more punctual because the rest of all members will rely on them. The agendas
should also be with distributed responsibilities.

Communication: To improve the communication style it is recommended to combine
both style, Indonesian and German. And to do that means to give both the Diffuse and

the Specific enough time but at the same time limit the periods. This means that the
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team should regularly provide small but qualified results. The time in between should
be limited in a moderate way. As a result there will be enough space to discuss general
issues (could be caught up by a mind map methodology) but at the same time every one
will know, which results are expected from them in the end. Additionally each meeting
shouldn’t be conducted to provide a clear result. It should be rather the sum of the

efforts to lead to success.

Case study #2: Group influence in Korea

Case study by Master Student D. Song from Korea, Spring 2017

Doing Erasmus program, I've had many chance for meeting many different foreign
friends. One day, | went to grocery store with my fiat mate. We've decided to buy
something for late-night snack and we chose snacks. At the counter, my fiat mate found
that he had no money in his pocket, so | paid for ail. After coming back to the fiat, my
fiat mate wanted to pay but | thought that it's not big amount and | want to do him a
favor because | wanted to become intimate with my fiat mate.

Consequently, I said you don't need to pay, but he eagerly continued to pay the share for
him and | was surprised. Between my home country friends, it's common to pay other
person's share and vice versa, next time the other person who is paid by me will pay for

me.

Explanation:

| think that this is usual for western culture. Different with Asian culture, they surely
want to burden their share equally. For them, it's not common to be paid or to pay for
others. | think that this tendency stem from different concept between individualism and
collectivism. Usually, Asian people tend to care the whole group more than individual
themselves. On the other hand, European people tend to concentrate more on

themselves as an individual persan more than the group they are belonged.
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Because of this tendency, the company who wants to start its foreign business should
know about this cultural difference. In Korea, members of one company are required to
be part of company. They are not expected to be independent individual people but they
are expected one portion of whole company entity. For example, there are many
mandatory events which is not related to business but all the members should
participate. In contrast, employees are treated as dependent workers in European
culture. Who wants to open new branch in Asian country or in European country should

bear this in their mind.

Case study #3: Role of Hierarchy in Russian IT Business

Case study by Master Student M. Kroesbergen from the Netherlands, Spring 2017

When doing business with a country or company from a different culture, it is important
to know what role hierarchy plays in a countries' business culture. This is important for
several reasons. When you want to do business with a certain party, you need to find the
right person to do business with. In which hierarchical level you need to search, differs
from country to country. The misunderstanding that can occur if you are not aware of
what role hierarchy plays in a certain culture is that you might start to do business with
the wrong person. As a result, business may not be efficient and successful.

When Western-European and Russian organizations are willing to do business with
each other, this misunderstanding can occur. A Dutch person, for example, who wants
to do business with a Russian firm and is unfamiliar with the Russian culture, would
probably contact someone from a lower hierarchical level. On the other side, a Russian
person would probably contact someone high in the hierarchy on the Dutch side. This is
because in The Netherlands people from lower hierarchical levels can make decisions
too, whereas in Russia the full power lays in the top. In Russian business culture there is
a very strong hierarchy. Status is determined by age and position. In Russian companies
employees do not question managers and managers do not question executives.

Subordinates listen to and do what their superiors order them to do. Where the Russian
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culture is very hierarchical, Western-European countries, such as The Netherlands and
Germany, are more equalitarian. In these countries it is normal that employees have
fierce discussions with their managers, who are open to receive feedback/criticism. Age
does not play such a prominent role as in Russia. Organizations are more decentralised,
which means that decisions can be made also by people from lower levels. Power is not
centralised as in Russia. In Russian companies, the most powerful and senior people
make all decisions and the rest of the employees does not have much power.

This case can be confirmed my personal experience. My mother works for an IT
company and Russia is one of the countries they do business with. Recently, she needed
to solve something quite urgently. She decided to contact the head of the department
and within a few hours everything was solved. In the past, when she was not so familiar
with the Russian business culture yet, in similar situations she used to communicate
with people from the lower level. However, soon she discovered that Russian
employees do not have the power to make decisions as is common in Western cultures.
She found out it is far more efficient to contact people from higher levels in some
situations. In the Western-Europe, this approach would probably not succeed. High
managers would probably reject you or maybe forward you to someone lower on the
ladder.

Case study #4: Managing Time in a Cross-cultural group

Case study by Master Student 1. Virani from the United Kingdom, Spring 2017

This semester, | worked on a project with a Russian exchange student named Paula as
part of a course | was taking at the University of Economies (VSE). It was a project
with several deliverables due throughout the semester, and it was worth 60% of our
final grade. Aside from learning course material, it was a valuable opportunity to learn
about cultural differences between Russia & Canada as well.

Our cultural misunderstanding was rooted in how Canadians and Russians perceive

time. To start, I had difficulty contacting Paula to make any concrete plans for meetings
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or next steps. We would often have to schedule and re-schedule meetings 3-4 times in
order to actually meet up in person. As a result of the constant change in plans, Lbecame
frustrated and dismissed Paula as lazy and unreliable. On one particular occasion, Paula
cancelled an important meeting, but then spent a few minutes explaining that it was
because her mother was in town. 1was surprised that the arrival of family would take up
Paula's entire day to the extent that we could not meet.

When we actually had meetings, Paula and | also had different approaches. lintended to
discuss the tasks in order and deal with one thing at a time, but Paula was the exact
opposite. She shifted conversation from one area of the project to another,
simultaneously discussing many different tasks and ideas. It was overwhelming trying
to discuss everything at once and ! felt like we were not getting anything done. My
frustration meant that | was unwilling to accommodate Paula's ways, and | stubbornly
tried to focus on one step at a time.

Having taken this course, 1 can now understand why Paula and | had these cultural
misunderstandings. Russians and Canadians view time differently - while Russians view
time as fluid, Canadians view time as fixed. As for meetings, Russians do not plan
meetings several days in advance and it is not uncommon for them to cancel meetings
due to family interruptions (such as a visiting family member). Russians value their
relationships, so they are very willing to make time for those interruptions if necessary.
As well, they are externally orientated and believe that no matter how much they plan,
they cannot know for sure what they will be doing at a set time in the future. As well,
Russians are polychronic while Canadians are monochronic - leading to the challenges
Paula and | had when focusing our project. Paula is more culturally used to multi-
tasking and managing many parts of the project at once while I am focused on staying
on track and in order.

To improve this situation for others in the same position, 1 would recommend that other
Canadians become more sensitive to people from polychronic cultures. This means
learning to be flexible and patient when meetings are sometimes later or rescheduled. |
would also recommend following up on meetings 3-4 times, and making "blacks" of

your day available in the event that a meeting has to be moved by an hour or so, last-
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minute. To manage multiple deliverables, I would break projects down into manageable
tasks with clear timelines that you explicitly discuss with your group members early on

in the project.

Case study #5: Cross-cultural Marketing analysis of project between Russia and
Belarus

Extract from Cross-cultural Marketing report handed in at Plekhanov University by MS
students Perfilyeva and Mirikova about a project of selling Russian made watches to

Belarus. November 2014

Culture analysis

The Hofstede Dimensions

Power distance

This dimension deals with the fact that all individuals in societies are not equal — it
expresses the attitude of the culture towards these inequalities amongst us. Power
distance is defined as the extent to which the less powerful members of institutions and
organizations within a country expect and accept that power is distributed unequally.
We believe that Belarus is a nation where power is distant in society. The discrepancy
between the less and the more powerful people leads to a great importance of status
symbols. Behavior has to reflect and represent the status roles in all areas of business
interactions: be it visits, negotiations or cooperation; the approach should be top-down
and provide clear mandates for any task.

Individualism

The fundamental issue addressed by this dimension is the degree of interdependence a
society maintains among its members. It has to do with whether people’s self-image is
defined in terms of “I” or “We”. In Individualist societies people are supposed to look
after themselves and their direct family only. In Collectivist societies people belong to

‘in groups’ that take care of them in exchange for loyalty.
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We believe that the Belarus have collectivistic culture. So relationships are crucial in
obtaining information, getting introduced or successful negotiations. They need to be
personal, authentic and trustful before one can focus on tasks and build on a careful to
the recipient, rather implicit communication style.

Masculinity

A high score (masculine) on this dimension indicates that the society will be driven by
competition, achievement and success, with success being defined by the winner/best in
field — a value system that starts in school and continues throughout organizational
behavior. A low score (feminine) on the dimension means that the dominant values in
society are caring for others and quality of life. A feminine society is one where quality
of life is the sign of success and standing out from the crowd is not admirable. The
fundamental issue here is what motivates people, wanting to be the best (masculine) or
liking what you do (feminine).

We believe that Belarus is a feminine nation. Belarusians at workplace as well as when
meeting a stranger are rather understate their personal achievements, contributions or
capacities. They talk modestly about themselves and scientists, researchers or doctors
are most often expected to live on a very modest standard of living. Dominant behavior
might be accepted when it comes from the boss, but is not appreciated among peers.
Uncertainty avoidance

The dimension Uncertainty Avoidance has to do with the way that a society deals with
the fact that the future can never be known: should we try to control the future or just let
it happen? This ambiguity brings with it anxiety and different cultures have learnt to
deal with this anxiety in different ways. The extent to which the members of a culture
feel threatened by ambiguous or unknown situations and have created beliefs and
institutions that try to avoid these is reflected in the UAI score. We believe that
Belarusians feel very much threatened by ambiguous situations. Presentations are either
not prepared, e.g. when negotiations are being started and the focus is on the
relationship building, or extremely detailed and well prepared. Also detailed planning

and briefing is very common. Russians prefer to have context and background
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information. As long as Russians interact with people considered to be strangers they
appear very formal and distant. At the same time formality is used as a sign of respect.
Pragmatism (Confucian dynamism)

This dimension describes how every society has to maintain some links with its own
past while dealing with the challenges of the present and future, and societies prioritise
these two existential goals differently. Normative societies who score low on this
dimension, for example, prefer to maintain time-honoured traditions and norms while
viewing societal change with suspicion. Those with a culture which scores high, on the
other hand, take a more pragmatic approach: they encourage thrift and efforts in modern
education as a way to prepare for the future. With a very high score of 81, Belarus is
definitely a country with a pragmatic mindset. In societies with a pragmatic orientation,
people believe that truth depends very much on situation, context and time. They show
an ability to adapt traditions easily to changed conditions, a strong propensity to save
and invest. thriftiness and perseverance in achieving results.

Indulgence

One challenge that confronts humanity, now and in the past, is the degree to which little
children are socialized. Without socialization we do not become “human”. This
dimension is defined as the extent to which people try to control their desires and
impulses, based on the way they were raised. Relatively weak control is called
“indulgence” and relatively strong control is called “restraint”. Cultures can, therefore,
be described as indulgent or restrained.

The restrained nature of Belorussian culture is easily visible through its very low score
of 15 on this dimension. Societies with a low score in this dimension have a tendency to
cynicism and pessimism. Also, in contrast to indulgent societies, restrained societies do
not put much emphasis on leisure time and control the gratification of their desires.
People with this orientation have the perception that their actions are restrained by
social norms and feel that indulging themselves is somewhat wrong.

Hall's cultural factors

For a high context culture, like Belarus, the following features are typical: fostering

trust rather than written communication, clearly defined roles of authority and status,
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strong people bonds with affiliation to family and community, high commitment to
long-term relationships, relationship more important than task. What is particularly
important for marketers is that decisions and activities are focused around personal,
face-to-face relationships. So in marketing communication campaign it will be
necessary to demonstrate the group’s approval of the usage of the product.

Conclusion

Belarus is a conservative country, which preserves their culture and slowly responds to
the changes in the world and outside news. European or American companies have
difficulties with promoting their products in Belarus because people do not trust
foreigners. However, Belarus and Russia have a strong bond, which will help us in
marketing and promoting our products. It is crucial that we write everything in Russian

language to emphasize our heritage.
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Hpuioxenue E
(cmpaBouHOE)
KpaTkas cnpaBka 00 3KcnepTax-cnenuajanucTax no KpoccKyJaibTyPpHOMY

MCECHEIKMEHTY

A-p ®Donc TpomneHaape, TpU3HAHHBIM  CHENUAIMCT B 00JacTH
KPOCCKYJIbTYPHOTO MEHEKMeHTa, aBTop KHUTH “Riding the waves of Culture”, ogHoro
U3 HauOoyiee aBTOPUTETHBIX TPYAOB B O3TOM 0O0JACTH, H3ydaldl DSKOHOMHKY B
Yuusepcurere Free University B AMctepaame. [lomydus cTeneHb JOKTOpa SKOHOMHKHU
B IlencunbpBanckom yHuBepcutrere (Wharton School), 3ammtuB auccepraimio,
MOCBAMIEHHYIO PA3INYUSIM B BOCTIPHUSTHH OPTAaHU3AMMOHHON CTPYKTYPHI Pa3InIHBIMH
KylIbTypaMu. VMeeT 3HAaYMTENbHBIA OMBIT MEXKKYJIBTYPHOTO OOIICHUS, HAaYMHas C
CEMEHHOTO (BBIPOC BO (DPaHKO-TOJUIAHJICKOM CEMbE), a 3aTeM paldoTas B KOMIIAHUU

Shell B neBsiTn cTpanax.

Cop Puuapa /I. Jlbwoowumc sBiIS€TCS OJHUM M3 MPU3HAHHBIX OpPUTAHCKHX
auHTBUCTOB. biaromaps ero ycunusam kommanus Berlitz mpuma B FOro-BocTtounyto
Asuto, Ilopryranuio u ®Ounansaauto. P. JIbronc mpoBen HECKOJBKO JET B SnoHuu,
SBJISISICH JIMYHBIM HacTaBHUKOM MMmeparpuiibl MUYHKO, a TakyKe MATH JPYTHUX YICHOB
umriepatopckoir ¢amunuu. Ero kaura, «When Cultures Collide », pykoBoacTtBo B
00J1acTU MUPOBBIX OU3HEC-KYIIBTYP, MepeBeicHHas Ha 15 S3BIKOB, pa3onuiach TUPAKOM
Oomee 1 MIIH 3K3eMIUISPOB, M 3aBoeBajia npecTwkHyro Harpaxy US Executive Book

Club award.

J-p Ppancyaza KomnanbeH, npodeccop yHuBepcurera Vrije Universiteit B
AmMcTepaame, MpernogaBaTelb YIPABICHHUS YEJIOBCUCCKUMHU PEeCypcaMu M KYJIbTypHOMH
AHTPOTIOJIOTHH, TAKXKE MPOUCXOTUT U3 OMKYJIBTYPHOU ceMbH ((PpaHKO-TOJUIAHICKON),
JIOJITOE BpeMsl JKWjia W paboTana B pa3HBIX CTpaHaX, TakuxX Kak bpaswmms, Ceneran,

I'py3us.

benxamun IlenbTthe 1u3 @OpaHinuu, CHCNMUATUCT B O0JACTH KOPEUCKOW W

apaOCKOW KyJbTyp, IJIMTENbHOE BpEeMsl MPOXKUBIIMN B 3THUX pPETHOHAX, MPOBOIMT
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KPOCCKYJIbTYpHBIE TPEHUHTH, pa0OTaeT B KaUeCTBE KOHCYJbTaHTA, MPEMOAaeT B By3ax.
[TomuMoO 3TOTO, OH SIBISIETCS OCHOBATENEM BIHMATEIBHON (PPaHIly3CKON OpraHU3aIuy,
CHELMATU3UPYIOLIEHCs B 00JacTh KpOCCKYJIbTypHOH KoMMyHukanuu, Gestion des

risques culturels.

JI-p EBa T'abopuxoBa sBIseTCS CHEIUAINCTOM-KOHCYJIBTAaHTOM B 00JIacTH
KPOCCKYJIbTYpHOW KOMMYHMKAallMM W TpOTOKoJda B bpaTuciaBe, NpoBOIUT
KPOCCKYJIbTYpHBIE TPEHMHIH. M3yuana nenaroruky u (guiocouio B YHUBEPCUTETE
Comenius University B CioBakuu, B JaJbHEHIIEM CIEUANIN3UpPOBAIach B 00JacTu
MEXKYJIbTypHOU KomneTeHuuu B yHuBepcutere Donau Krems University B ABcTpuu u
B wuHctutyre The Intercultural Communication Institute B CIHA. Ilpoiias
cneunanu3auuto B yausepcurere Central European University B bByganemre, Benrpus,
a Taxke B New York and Hamline University School of Law B CILIA, ona noxyuuna

kBamnukanuo CepTudUIMPOBaHHBIN MEKKYIBTYPHBIN CIIEIUATUCT (MIOCPEIHUK).

K.¢p.H.,, A.M. CocHoBcKkasi SBJISIETCS CIEUUAIUCTOM B 00JacCTH CEMUOTHUKH U
MICUXO0JIOTHH, padoTraer mnpenoaaBareneM B CeBepo-3anajaHoM WHCTHTYTE yIIPaBICHHUS
denepaibHOTO TOCYJAPCTBEHHOTO OIOJKETHOTO 00pa30BaTEIBLHOIO  YUPEKACHUS
BbIcIIero  oOpa3zoBanusi  «Poccuiickas  akagemuss HapOAHOTO  XO3siCTBA U

rocyaapcTBeHHOU ciyx0bl ipu [Ipesnnente Poccuiickoit denepanum.
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Marpuna nHaeKcoB KpoccKyJIbTYpHOro B3aumoaeiicreuss (MUKKB)
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Ipuioxenune U
(cipaBo4HoOe€)
Ot13bIB pykoBoauTtessi komnanuu UNICORN a.s. o pe3yibTarax npumMeHeHHus

MUKKB

UNICORN

Ilpara 28.3.2018
TNpeaocrapngercs Mo TpeboRanio

JIAHHRM THCHMOM TTOTBCPIKAACTCR (PaKT NPHMEHEHHA PEsy/ILTAToB HCCHeA0BaHKS r-Ha Kepona
JlioMeTia nmpi IPOBSACHHH KPOCCKYIBTYPHON s taisu i xomMaanun Unicorn Systems,
npefocTaRagioniel yeuyrn B 0bnacTi HHpopManonibiX rexioiornii.

CTONKIyBITHCE ¢ ONERIJIHON TPOGIeMOil KPOCCKYIBTYPHOID XapaXTepa i OHOM H3 HAHX
SAIPAHHYHLIX PHAHAI0R, MEE 00paTIUCE 2a conclicrerem k r-uy A JlloMeray ¢ Henkio coKparnTs
TEXYUECTH KAUPOR H HOBRICHTE XAYCCTHO BIANMOACHCTRHA MenULy PabOTHHKAMH KOMIAHIM,
HPOHCXOMAIIHMHA B3 PASHLIX CTPaH,

[IpoBens MCPONPHATHA 1O KPOCCKYILTYPHOMN AIaNTIIHN, CAC/YS PCROMCHAAIMAN -1 K.
JliomeTna, BEpaboTAHHEIM HA OCHOBE €0 ABTOPCKOM METPHITL XPOCCKYIETYPHOTO
B2ANMOACHCTENSA, B TCUCHHC KOPOTKOIO BPEMENH ML IOTYH/IR CYIIOCTRCHHLIT TIOIOMMTE LI

afupexr.
Mertoa r-na Y. JlroMeTna MomeT OBITh PEKOMCILIOBAN K NPHMEHESHIIO B OPram3anisiX chepn

VCIIYT, KaK NOKazaBimi CBOI0 BRCOKYIO HPeKTHINOCTE TPH MPOBEACHHN KPOCCKYNLTYPHOT
ARANTAIIK B HAMCH KOMIRHUM,

7 7 ’j/_#_‘_

Maptau [asenxa

Menemprep myna MT-cneananucron
Unicorn Systems a.s.

Tenepansumil aupexTop
Vigour a.s.




