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V. BimomocTi npo guceprauiio
Mosga guceprarii:
Koau TemaTHYHHUX PYOpPHK: 15.81.25

Tema gucepranii:
1. IlcuxoJsioriyHi YMHHUKY OpieHTallii Ha KJlieHTa NepCOHaly KOMEPLiMHUX OpraHisarin

2. Psychological Factors of Customer Orientation for Personnel of Commercial Organizations

Pedepar:

1. Y puceprauii 31ilicHeHO TeOpeTUYHE OOIPYHTYBAaHHS i1 €KCIIEPUMEHTAJIbHO BUBYEHO IICUXOJIOTTYHI YUHHUKU
opieHTallii Ha KJIieHTa NepCOHAy KOMEpLiMHMX opraHizauii. [Io6ynoBaHO MOJeJb OpieHTallii Ha KJlieHTa
IIepCOHANy KOMEPLiNHUX OpraHizauii. Ha OCHOBI eMIIipUYHOTO LOCIIII)KEHHS BUSIBJIEHO HEOCTATHIN PiBEHDb
PO3BUTKY OCHOBHMX KOMIIOHEHTIB, CKJIAIOBUX Ta iHTETPaJIbHOTO ITOKA3HMKA OpieHTallii Ha KJlieHTa [1I€PCOHAIy
KOMEPLiMHUX OpraHizauii. JJoBeeHo 3B's130K MiXK OpieHTalji€lo Ha KJlieHTa KOMEPLIIMHUX OpraHisaliil i YnHHUKamMu
M€e30piBHS (XapaKTepUCTUKaMU OpraHisallii): a) ICMXOJIOTiYHUMH (OpraHi3alilHIM PO3BUTKOM, TUTIOM
opraHizauifiHoi KyJbTypH); 6) opranizaniiiHo-¢yHKIioHaTbHUMU (Cheporo AisIbHOCTI, POPMOIO BIACHOCTI,
KiJIPKICTIO IpalliBHUKIB). BusiBiieHO 3B's130K MIX OpieHTalli€l0 Ha KilieHTa KOMepLiliHUX opraHizaliil i YMHHUKaMu
MIKpOPiBHS (XapaKTepUCTUKAMU [IEPCOHAITY): &) IICUXOJIOTIYHUMMU: 3arajbHONPOPeCiiHUMU (KOMYyHIKaTUBHUMY,
€MOLIMHNMM); CIIeLliaJIbHUMMU (IPYKeJII0OHICTIO Y B3a€MOJIi] 3 KJIIEHTOM, 3aTHICTIO IPUHMAaTH TOYKY 30PY KJIi€HTa

Ta iH.); 6) opraHizauifiHo-TpodeciiiHUMU Ta colianpHO-IemorpadiyHMMU (II0Ca00 B OpraHisaliii, piBHEM OCBiTH,



CTaXeM TPY0BOi AisIbHOCTI, BikOM). PO3p0671€HO Ta aripo60BaHO aBTOPCbKY TPEHIHTOBY ITPOrpamy PO3BUTKY
opieHTallii Ha KJIiEHTa [TepCOHaNy KOMepLiMHNX OpraHizaliii Ta foBeneHo ii e(peKTUBHICTb.

2. The model of customer orientation for personnel of the commercial organizations is worked out. On the basis of
empirical research, an insufficient level of development of the main components, constituents and integral
indicator of customer orientation for the personnel of commercial organizations is determined. Connection
between the customer orientation of commercial organizations and the factors of meso-level (characteristics of
the organization) is established: a) psychological (organizational development, type of organizational culture); b)
organizational-functional (sphere of activity, form of ownership, number of employees). Connection between
customer orientation of commercial organizations and factors of the micro-level (characteristics of personnel) is
stated: a) psychological general-professional (communicative, emotional) and special (friendliness in interaction
with the customer, ability to take the customer's point of view, etc.); b) organizational-professional and socio-
demographic (position in organization, level of education, work experience, age). The author training program for
the development of customer orientation for personnel of commercial organizations is developed and tested, its
effectiveness being proved.
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Penensentu
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