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PRO M-':g PROMHOUSE - Promoting professional housing PROMHOUSE - NpodeccrmoHanmsaums ynpasneHns
HOUSE§ management in Kazakhstan and Uzbekistan KUANWHBbIM doHAOM B KasaxcTaHe 1 Y3bekucraHe

TpeHuHr agna TpeHepos 10

YMPABAAIOLLMNIA / XAYCMACTEP

1 KommyHuKauuma

KommyHuKauua n obuieHue

MpodeccuoHanbHas WU3Hb B OCHOBHOM 3aK/atoyaeTcd B obmeHe dakTamu U
nHpopmaumeln Ha cogepxatenbHOM ypoBHe. 80% NOHMMAHMA 3aBUCUT OT YPOBHA
OTHOLUEHUN.

MoHumaHue

CopepKaTenbHbli
YpPOBEHb
20% coobuweHunn

-PakTbl/MHbOPMaLmA-

YyscTBa YyscTBa YpoBeHb

HactpoeHue HactpoeHue OTHOLIEHMI

Mosunuua Mo3sunuma .
LleHHOCTH LieHHoCTH 80% coobleHns

WHTepnpeTauuna WHTepnpeTauua

«OTnpasuTenb-noayyaTenb» - MOAeNb KOMMYHUKaLUU

B0O3MOXXHOCTU ANA Ayulleit KOMMYHUKaLUu:

e AKTMBHOE CAylwaHue

e [lOHATHbIE M NO3UTMBHbIE GOPMYIUPOBKMU

e YTOYHsAOLWMeE BONPOCHI N 06paTHaA CBA3b

e [lpuHATME BO BHMMAHME MOJIOKEHMA OPYroro Yenoseka
e ObpaluaTb BHUMAHME Ha A3bIK Tena.

BbiBog: 0bLIeHWe Bceraa HaumMHaeTca ¢ Hac!

MHCTPYMEHTbI XopoLueit KOMMYHUKaLumn
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EBZ AKADEM

NMo3unuun TaKTuka

Mpumepsbl: yBaxKeHue K MprMepbl: WarK K geackanaunm,
cobecenHnKy, 0603HaUYUTb COBETbI N0 BEAEHMIO pa3roBopa
rpaHuLbI

A3bIK Tena gna nepsoro NONOXKUTENIbHOrO BNeYyaTneHus

MepBble cekyHAbl ONpeaenatoT NnepBoe BneyatneHune.
BayKHO MOCbIIaTb NONOXKUTENbHbIE CUTHADI.
Mpu 3TOM BCerga ocTaBaiiTecb cCammm coboii.
Camble BarKHble NOIOXKUTENbHbIE CUTHAbI:
o Mpamas ocaHka.
o [MNepuognyecknini  3puUTeNbHbIN  KOHTAKT (obpaTuTe BHMMaHWE Ha
MEXKKY/IbTYPHbIE Pa3Nyms).
o Wcnonbayiite pykn ans »KecTos.

Bep6anbHasa aeacKkanauua
«f»-coobuieHus

MonesHbim cnocobom nepesaym CoOOOLWEHUN M B TO Ke Bpema YyBCTB WM
notpebHoCTel ABNSAETCA TaK HasbiBaemoe «fAn-coobLieHme.

Kak pa6oTtaet 310 coobuieHue?

C nomowbto «fAn-coobuieHna mbl bepem Ha ceba OTBETCTBEHHOCTb 33 Halw
BMeYaT/IeHMss U Hawy peakuuto. Mbl He BO3/s1araem OTBETCTBEHHOCTb Ha HaLlero
cobecegHMKa M He ynpekaem ero. AKLEHT AenaeTcA Ha pelleHne cobCTBeHHOWM
HeyZ0BNeTBOPEHHOCTU, N cobeceaHMK 3TO YyBCTBYeT. Takum o6pa3om, CHUNKaeTcs
0NacHOCTb CNPOBOLMPOBATL 3aWMTHOE NoBeaeHWe U npolle AobuTbca nporpecca B
pasrosope. Y cobecegHnKa ecTb BbIbOp, KaK CNPaBUTLCA C CUTYaLMel, NOTOMY YTO HET
HWUKAKOWM aTaKM Ha ero noeegeHWe M AEeNCTBUA, @ NPOUCXOAUT OBMEH Pas/IMYHbIMU
BOCMPUATUAMM.

Mpumep:

«Tbl HUKOTrAA He Y6MpaeLlb NECTHUYHYIO NAOWAAKY !»
«Y MEHS CNOXWAOChb BMedyaT/eHne, YTo Thbl B NocnedHee Bpems peako ybupaeub
NIECTHUYHYIO MJIOLAAKYY.
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«fA»-coobweHunsn

o ... OTKPbITbl N YECTHbI.

o ... ONNCbIBAOT CUTYALU U0 KOHKPETHO.

L ... Ha3bIBalOT CBOU COBCTBEHHbIE 4yBCTBa.
o ... H& OTKpbITbl ANA 06CY)K,CI,EHVIF|.

e ... AAIOT NPOCTPAHCTBO A/15 ANasora.

AKTUBHOE caylwlaHue

Y MHOrMx noAen 4acto BO3HMKAET OLUyLIeHWe, YTO Apyrve MX MA0XO CAyLIatoT.
Moatomy ntogen, KOTopble aKTUBHO M BHUMATE/IbHO C/TYLLAIOT, BbICOKO LIEHAT.

AKTUBHbIE cayLwiaTtenu

e XOpolluMe MOCTaHOBLUMKM BOMPOCOB: YTOYHAOWME BOMPOCHI W MOBTOpPEHUE
cobCTBEHHBLIMM C/IOBaMM

®  IMEIOT OTKPbITYHO, CTOALLYIO IULLOM K MLy NO3Y

®  YCTAHAB/IMBAOT 3PUTE/IbHbBIN KOHTAKT M YNTALOT IMOLMU MEXKAY CTPOK

e 130T 3aKOHYUTb, HO MOTYT M YMeNO NnpepBaThb, 3a4aBas BONPOChI

Pesynbtat

CobeceiHMK pacnosHaeT MHTEpPeC APYroro 4enoBeKa K COBCTBEHHbIM Temam, OH
UyBCTBYET YBaXKEHMWE APYroro YesoBeKa.

MoBsegeHue NpuU CNOXKHDBIX NPO6AEMHbIX pa3roBopax

e Xopolaa noaroToBka: cbop paktos u umndp

e [loKasaTb OTKPLITOCTb, B TOM YMC/Ie ANA KPUTUKN

e AKTMBHO C/yLWaTb 1 3a4aBaTb KOHKPETHbIE BOMPOCHI

e Bceraa ocTaBaTbCA KOHCTPYKTUBHbIM U/MAK UCNO/b30BaTb «A»-co0bLLEeHNA

e Bcerga ocTaBaTtbCA NPU TeMe, HE pacKanbiBaTb CTapble UCTOPUMN.

e l3meHeHWe nepcrnekTuBbl: cnpocuTe ceba YecTHo, ecnn Gbl Bbl OKasanuCb Ha
MecTe cobeceiHWKa, He 6ecnokonio bbl BaC caMmx KpUTUKYeMoe UM noBegeHue?

e CocpenoToybTech Ha peLlleHun

e CoxpaHATb YpPOBEHb OTHOLLEHUI U YBaXKEHME.
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AeackanatMBHaa KOMMYHUKaLUA

Oenatb He penatb
e AKTMBHOe cnylwaHue e KOHTpaprymeHThl o/
e 3apasaTb BOMpPOCHI e [lpeymeHbluaTb 3Ha4YeHue Q‘Y
e (CouyBcTBYylOLLEE OTHOLIEHUE e OueHusaTb
e YBaXeHue 1 OPUeHTUp Ha e VYrpoxatb
peweHne e VHTepnpeTnMpoBaTb
e Peyb uaet o npobieme — He 0 e VYnpekaTb
yenoBeKke e «TbIn-coobLieHuns ¥
e [POMKO 1 YETKO rOBOPUTD, e Monuatb x
Yero Bbl XOTUTE e CnosecHan 6opbba
e [lpepnoxkeHua us 3-5 cnos e [lepekpukusaHue

e Icnonb3oBaTbh «4a-yAnLy»,
Koraa cobecegHUK MOXKeT
TOJIbKO COr/IallaThCA

[eacKkanauma n geackanaTtuBHasa cTpaTterus

KoH®NMKTHbIE arpeccuBHble CUTYaLUM TPEBYIOT MaKCMMaNbHOMO TakTa M NOHMMAHMUSA.
CoxpaHsaTb CMOKOMCTBME B 3TUX C/IOXHbIX CUTyaumax W nNpodeccUoHanbHo
pearMpoBaTb ABAAETCA 6HONbLIMM UCKYCCTBOM Ae3CKafaumu.

3HaHMe OYHKUMOHUPYIOWMX CTPaTerMin  AescKasnauuMm MOXKET ObiTb  BaKHbIM
dyHAAMEHTOM A8 PEeLEeHUA TaKUX CUTyaLuui.

3pecb BaKHO, YTOObI MPUHLMN «PaA3roBOP BMECTO HAcuMIMaA» Bcerga Haxoauncs B
ueHTpe aeincteuAa. KoHONMKTHblE CUTyauuu Bcerga ABAAKOTCA KOHPOHTauuen, B
KOTOPOW paLMOHaNbHOCTb TEPSAET CBOM MNO3MULNKN B NOJIb3Y 3IMOLIMOHANbHOCTM.
YBepeHHan, HadeKHas U KOMMNETEHTHasA Mo3MUMA OKasbiBaeT 60/blIoe BAUSHUE Ha
Xo[, pasrosopa.

OpHaKo B KOHPMKTHBIX CUTYaLMAX, ocoObeHHO Koraa fo6aBasaeTcs arpeccMBHOCTb, Mbl
He CnpaBasieMcA CO CBOMMM COBCTBEHHBIMMU IMOLIUAMM U MbICAAMMU. Mbl UCMbITbIBaEM
CTPECCOBYIO pPeakumio.
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5 Waros ge3cKanauuu

YyBcTBYIO /11 A1 cebA
yBepeHHo?
CoxpaHATb ANCTaHLMIO
OCO03HaHHO ycTaHaBnMBaMlTe
rPaHULLbI CNOBECHO U
dusnyeckn
MMeTb 3anacHoM BbIXO4,
Mpun HeobxoamMmocTn
HalauTe CNOKOWHOE U
6e3onacHoe mecto ans
pasrosopa

BosbmuTe cebe Bpems

I'Ionpocme O nomoumn

Bpems ans pasbAcHeHUA

3afaBaTb OTKPbITble
Bonpocs! (6e3 noyemy)

AKTMBHO cnywaTb
[aTb BbICKa3aTbCsA
PasbAcHUTL cuTyaumio

3agaBsaTb yTOUHsAOWME
BOMPOCHI U NOBTOPMUTH
BOCNPUHATYIO MHPOPMaLWIO

Peub naet o npobneme, a He
0 yenoseke

PeweHue

[Jaiite ceoemy
cobecegHvKa Bpems
cobpaTtbcs ¢ cobou

MpeanoxuTe BapuaHTbl

WN3beraite ykasaHuii, yrpos
nnv 60pbbbl 3a BAMAHME

MwmTe KOMNPOMMCbI MK
0603HaubTe YeTkme
rpaHuLp
B KOHLe pa3rosopa faiite
BO3MOXHOCTb cobecegHUKY
NOBTOPWTL COraLIEHNE

ManeHbKUit 3TUKET MEXKKY/IbTYPHOU KOMMYHUKaL UK

e bbb xopowo

OTHOWeHne

NOATOTOB/MIEHHBIM W YAENATb
3MOLMOHANbHBIM acnekTam
e [lpoBEpPUTb BHYTPEHHIOD MO3ULMIO:

e AKTMBHOEe CAywaHune 1 ytouyHAaruwmne sonpocol

e 3aaBaTb OTKPbITble BOMPOCHI — YTOYHATH 0bLiee

NOHUMaHUe

e lcnonb3oBaTb  Bce

BbICKA3blBaHMS,
KapTUHKM»

KaHanbl  CBA3MU:
HanMcaHHOe WU  «roBopsLne K

e OTHOLWEHNA NPeaLWecTBYIOT CTPYKType
e «/[lpyroe» He obA3aTenbHo «HenpaBuabHOE»
e Mcnonb3oBaTb rosocosble App's

® 1 MHOroe apyroe

BHUMaHUe

YCTHble

coumanbHo-

HenpeassAaToe W 3aWHTepecoBaHHOe

Mamepuan e3am u3 6pouwropsl «Xaycmacmep» (Hem. Objekt Betreuer), npedocmasseHHOl
Eeponielickum 06pa3o8amesnbHbIM — YeHMPOM 3KOHOMUKU — MUAUUWHO20 xo3Alicmea u

Hedsuxcumocmu (EbLY), 2020 e.
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