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IOPEKTUBHOCTDHb COIIMAJIBHOI'O BEBA B
OPTTAHU3AIIMOHHBIX KOMMYHUKALUAX (HA IPUMEPE
HCIIOJIb30BAHUSI COIIMAJIBHOM CETH ®EVCBYK)

C nosiBIEHHMEM TEXHOJIOTMII BTOpPOro BebOa, KOrJa CTPEMHTENIBHO
MOJIy4aeT pa3BUTHE BEO-KOHIICMIIMSA HAa OCHOBE CETEBBIX B3aMMOJICHCTBHUUA U
CO37aHusl OOIIEer0 KOHTEHTA, BO3HUKAECT U IMEJbIM P HOBBIX TOHSTHH,
OTpaXXaloMUi BO3ICUCTBHUE ATHX TEXHOJIOTHHA Ha COIMAIbHBbIE KOMMYHHUKAITIH,
npoucxonsimue B MHTepHeTe — coyuanvuelii 6e6, coyuanvHble Meoud,
ousnec 2.0 m T. 1. D10 pa3BuTHE TexHONOTHI BeO 2.0 TPOUCXOAMT CTOJb
CTPEMHTEIIbHO, YTO K HACTOSIIIEMY MOMEHTY CETEBBIE COIMAIbHBIC CEPBHUCHI
CTJIM OCHOBHBIM CPEICTBOM OOIECHUS, a TaKXke MOJJACPKKH U Pa3BUTHS
COIMAJIBHBIX KOHTAKTOB, COBMECTHOTO IOWCKA, XPAHCHHS, PEIAKTUPOBAHUSI U
KJIaCCU(UKAITUH KOHTEHTA; oOMeHa MeIMa-JaHHBIMH, TBOPUYECKOU
NEATETLHOCTH CETEBOTO XapaKTepa, BBITIOJHEHUS MHOXKECTBA NPYTHUX 3ajad,
TaKMX KaK: WHIAWBUAyaJIbHOEC W KOJUIEKTHBHOE IUIAHUPOBaHHWE (pacmucaHue,
BCTpPEYH), CO3JaHue OOIIMX TMOJKACTOB (ayAHO M BHJIEO MOTOKH), pa3paboTka
COBMECTHBIX KOTHUTHUBHBIX KapT U MHOTOE JPYTOE.

OnDHOBPEMEHHO C Pa3BUTHEM COIHAIBLHOTO BebOa BCE TpagUIIMOHHBIC
COIMAJIbHBIE KOMMYHHMKAIlUUA, YaCTHMYHO mepenuin B MHTepHeT, BKIOYas H
opraHuzainoHHbsie. Takum o0pa3oMm, TEXHOJOTUM BTOporo Beba u OusHec 2.0,
BO3ZHHKIIINI Ha €r0 OCHOBE, MOKHO OIKCATh C MOMOIIBI0 HECKOJIBKUX TPEHJIOB:
CO37aHME TIOJIb30BATEIIIMM KOHTCHTA B XOJI¢ MEKJIMYHOCTHON KOMMYHHUKAIINH;
WCITOJIb30BAaHUE 3HAHWW TOJIIBI; SKCIMOHCHITMAIBHOE YBEIUYCHHE OOBEMOB

uH(OpMAIUU; apXUTEKTypa coydacTHusi; ceTeBble 3(P(EKTbl U OTKPHITOCTb.



bnarogapst TeXHOJIOTUSAM BTOPOTO BeOa, MojIb30BaTellb IHTEpHETa MOXKET CTaTh
COaBTOPOM KOHTCHTA, a, CJICJIOBATEIbHO, B COCTOSIHUM BHOCHUTH W3MCHCHUS,
UCTIPaBIICHUSI B HETO, JaBaTh OIEHKY KOMMEpPUYECKHM MPOIyKTaMm (HaIrpumep,
JeJIaTh KOMMEHTApUH K KHHTaM Ha CaiTe KOMIIAaHMH AMa30H WM TOBapam,
BBICTABJICHHBIM Ha ayKIMOH B E-0Oeif), 3aaBaTh BOMPOCH! U TIOTYYaTh OTBETHI OT
IKCIIEPTHOTO coobtmecTBa. TeM caMmbIM, 3TOT MOJB30BATEIBCKUI AUCKYPC CTall
BRXHBIM KaHAJOM OPTraHHW3aI[MOHHONW KOMMYHHUKAIMH. A €ClId BCIIOMHHUTH
3HaMeHUThI TochlT JIkeiiMmca CypoBelki 00 «HMHTEIICKTYalhbHOM OOTraTCcTBE
TOJIIBDY, T. €. CIOCOOHOCTH TPYNIBl NPUHATH Oosiee 3(PPEKTUBHOE pEIICHUE,
9YeM TO pEIICHHE, KOTOPOE IMPH MPOYMX PaBHBIX YCIOBHSX HAIlIesl ObI cambli
WHTCIICKTYabHBIA €€ YYaCTHHK, TO CEPBHCHI COIMAILHOTO BeOa W MPHU3BAHBI
y>Ke Kak Obl U3HAYAJIBHO TJIy0)KEe pearupoBaTh Ha MOTPEOHOCTH MOJIb30BATENCH,
yeM cepBuChl mepBoro BebGa [Surowiecki 2004], yto kpaiiHe BaXHO B
OpPTraHMU3AIMOHHBIX KOMMYHHKAIHSIX.

Kakme ke cepBHCHl BTOpOoro BeOa MOTYT HCIOJB30BAaThCA B
OpraHu3aIMoHHBIX KoMMmyHHKalusx? [Ipexmae Bcero, sto: Onoru (Boponpecc
(anrn.: WordPress)), JK2K (aura.: Livejournal), Broecnom (anri.: Blogspot)) u
mukpoosorruar  (Teummep (anrn.: Twitter), Cupunpo (aurm.: SiriPro));
cpeactBa mnoakactuara (/looomsmux (anria.: PodOmatic), MaiinoakactHer
(amrn.: Mypodcast.Net)); conmansable (aiiiooomennukn (Ckpu6o (aHTIL:
Scribd), Cnaiimmeep (amrn: SlideShare), Iluxaca (amrm.: Picasa)),
BuacokaHanel (FOmw6 (anrin: YouTube), Bumeo (anrin.: Vimeo)), RSS-kanasl,
TexHuku Mama6a u bpukonaxa (Yahoo Pipes, SkypeMe, PingMe) u, KoHeuHO
commanbHbie cetn (LinkedIn, Facebook, MySpace, BKonTakre, OqHOKIaCCHUKH
U TIpouee.

[To Mepe pocTa MOMyJISIPHOCTH HCITOIB30BAHMSI CEPBUCOB BTOPOTO BeOa B
onsHece B 2006-2007 rr. MTOSIBJIAIOTCS TEPMUHBI «onzuec 2.0,
«apeanpusarue 0»,  «mapketusr 2.0»,  «IIP 2.0», oTpaxkatomme  HOBBIE
TEHACHIIMA B WCIOJIh30BAaHUM COIMAILHOTO BeOa B  OpPraHU3AIMOHHBIX

KoMMYyHUKanusax. [lpuuem, HeEOOXOOAMMO 3aMeTUTh, YTO OH3HEC MOXKET



MOJIHOCTBIO paboTaTh HE TOJBKO B COIMAIBHOM BeOe: MPOBEACHHBIN aHaIn3
MOKa3bIBAaCT, YTO Oo0jee yCHelHble OW3HEC-NPOCKTHl ObBUIM HMEHHO Te
cTapramnbl, KOTopble 3(PGEeKTUBHO COeAMHMIA O(QrIailHOBbIE M OHJIANHOBBIC
OpraHM3allMOHHBIE KOMMYHHUKAIlMU, YCICIIHO TepeHecs (PUHAHCOBbIE W
MapKeTUHIOBBIE orepanuu (Hanmpumep, pekiaamy u [IP) B Mup comnuaibHbIX
meaua [JIu, beprodd 2010, Nelson 2010].

ba3oBbIME, KOHIIENTYaTbHBIMU TOHITUSAMHA W TMPUHITUIIAMH, JICTIITUMU B
OCHOBY OpraHM3allMOHHBIX KOMMYHHUKAIMii B COLIMAJILHOM BebOe, CTalu
CIIEyIOIIMe: W3MEHEHHE MPOCTPAHCTBEHHO-BPEMEHHBIX  IPEACTABIICHUH,
HaIpuMep, JOCTYIHOCTh NPOJAYKTa WM YCIYTd B JI000 BpeMs U B JHOOOM
MECTe, TJI€ €CTh MOJKIIIOUEHUE K ceTH VIHTepHeT; ycuiieHne poju HeTBOPKUHTa,
BO3MOXKHOCTH oOecniedeHus: i (yHKIMOHHUPOBaHUS OW3HECAa BBICOKOMN
KOMMYHHMKaTUBHOW ONEpPAaTUBHOCTH U MHTEpPaKTUBHOCTH. bonee Toro, B
colragbHOM BeOe (urypa mosb3oBaTeliss CTAaHOBUTCA KIOUeBOH. Bo3Hukaer
Jake HOBOE CIIOBO B AaHIJIMICKOM sI3bIKE Prosumer, osHadvaromiee, 4YTO
NOKYIIaTeIb TOBapa UM YCIYT'H CTAaHOBUTCSI OJJHOBPEMEHHO U €€ CO3/1aTeNIEM.

[To muenmro I'pera Henbcona, reHepainbHOro ampekropa ThotWave
Technologies, 6M3HEC MOXKET MOJYYUTh OT WCIIOJIb30BAHUS COIMAIILHOTO BeOa
ouerb MHOTO [Nelson 2010]. B pa6ote «IIpogymaHHBIH MOAXOM K Pa3BUTHIO
ouzHeca 2.0» HenbCcoH moapoOHO aHAIM3UPYET MPEUMYIIECTBA UCTIOIb30BAHUS
pa3HOOOpa3HBIX CEPBUCOB BTOPOTO BeOa B OpraHM3allMOHHBIX KOMMYHUKAIIHUSIX.
Tak, mo ero wHenuto, PeiicOyk ynobOeH H3-3a MTHOBEHHOTO JOCTyHa
NPAKTHYECKH K HEOTPAaHWYCHHOHM IIeNIeBOM ayIUTOPHH, MOCTOSHHOTO IOTOKA
OOHOBJIIEMON HOBOCTHOM HMH(OpMAIMK, BO3MOXXHOCTH CO3[aBaTh CBOM
COOCTBEHHBIC TPUJIOKEHHUS W TPYIIBI [0 HHTEpPECaM, a TaKXkKe pa3MenaTh
uHdopmaruio B mobom dopmare (aymmo, Buaeo, rpaduka, Tekct). B menom,
COIMAJIbHBIN BeO MO3BOJIsIeT Ou3Hecy Oosiee A (HEKTUBHO HCTOIL30BATh Kpay/-
¥ ayTCOPCHHT, YeT4e NPEJCTaBISITh W YyBCTBOBATh CBOMX KJIMEHTOB (IO WX
periMkaM M KOMMEHTapusiM B COLMaJIbHOM BebOe), Oojiee CBOEBPEMEHHO

pcarupoBaTrb Ha HpO6HeMHBIe CuTyalluid M OIICPAaTHBHO PCHIATh KPHU3UCHBIC



3aJaud, OCYIIECTBIATh AP (PEeKTHBHYIO HHGOPMALMOHHYIO  MOIACPKKY
npoaBmwkeHn0 Om3Heca u MHoroe japyroe [Llwmx 2010]. EmuncTBeHHO,
COLIMAJIbHBIM BEOOM, IMOCTPOCHHOM Ha MPUHIIMIIE JOBEPHS KakK K MHPOPMAIINH,
TaK U K €ro IMOJIb30BaTENsIM, CJIEAYeT IOJIb30BaThbc HAa OCHOBE 3apaHee
pa3pabOTaHHOW CTpaTeruv, B OCHOBY pabOThl KOTOPOH JOJIKHBI OBITh
MOCTABJICHBI MPUHIUIIBI IOBEPHS, IPO3PAYHOCTH, OTIEPATUBHOCTH, TOCTOSIHHOTO
OPUCYTCTBUSI W TOJJCPXKKHA  CBSI3U € WHTepHeT-ayautopueit  [Jlu,
bepuodd 2010]. UccnemoBanue, npopenenHoe kommanueii Burston-Marsteller B
2011 romy, moka3biBaeT, uyTO 25 U3 CTa BEAYIIUX MHPOBBIX KOMIIAHUH,
Bxoadmux B nepByto coTHio Fortune Global 500, ucnonb3yror @eiicOyk,
Tsuttep, FOTHI00 U O10TH OHOBpEMEHHO, a 84 % — mosb3yroTCs, M0 KpaHel
Mepe, 0JTHOM U3 ynoMsiHyThIX cepBrcoB BeO 2.0 [Kyrtuk 2011].

Nrak, kakoB KOMMYHUKATUBHBIN nu3aitH ®eiicoyk? Tak, ceTh mo3BONISIET
MOJIB30BATENI0 Cco3/JaBaTh npoduiab ¢ ¢ororpadueit u uHbopmalmen o ceode,
INpUIrIamaTh Apy3eil, OOMEHUBATHCSI C HUMHU COOOIICHUSMHU, U3MEHATH CBOM
CTaTyC, OCTaBJISITh COOOIICHMS Ha CBOEM M 4YyXOM «CTEHax», 3arpyxarhb
dboTorpaduu 1 BUACO3AMUCH, CO3aBATh TPYIIHI (COOOIIECTBA 10 UHTEPECaM),
MCITIOJI30BATh PAHKUPOBAHHBIN MOJXOJT K MOJa4Y€ U OCTYIY K MHPOpMALIUU, U
npoyee. OAHAKO OJHO M3 CaMbIX OOJBIIMX KOMMYHHMKATHUBHBIX MPEUMYILIECTB
ITOH CETH — y TOJIb30BATENsl €CTh MOCTOSHHAs BO3MOXKHOCTH K OOIIEHHUIO C
JIpPY3bSMHU U CJIEKEHHUIO 33 UX KOMMYHUKATUBHBIMH COOBITHUSIMU (CIO’KETaMH):
KTO U3 JIpy3eil OOHOBHII CTATyC, KTO BCTYIWJ B KaKylO TPYMIy, KTO M KaK M 4TO
POKOMMEHTHPOBAJI, KOMY YTO HPABUTCS U T. 1., T. €. TOCTOSTHHO JIBUXKYIIASCS
jgeHta oOHoBneHMi wnm (aHri.: timeline) HenpepbiBHO HHGOPMHUPYET O
MOTEHIIMATBHO MHTEPECYIOMNX KOMMYHUKATUBHBIX COOBITHSIX WM JIEHCTBUSIX
ero Jpy3ed WM BHUPTyalnbHBIX rpynn. DeiicOyk mnpeaiaraeT MHOXKECTBO
GYyHKIMI, C MOMOIIBIO KOTOPBIX IOJIb30BATEIM MOTYT B3aUMOJICHCTBOBAThH
Mexay coboi. Cpeau Haubosiee MOMYJSPHBIX — BUPTYyaJIbHOE MOJAMHUTHUBAHUE,
¢doTtoanbO0OMBI U «CTEHA», Ha KOTOPOM 3HAKOMBIE IIOJIb30BATEISI MOTYT

OCTaBJIATH COO6H.I€HI/I$[. K ITOCJICAHUM KOMMYHHUKAaTUBHBIM



YCOBEPIICHCTBOBAaHUAM Ju3aiiHa DeiicOyk OTHOCHUTCS HOBBIM MHTEpdeic ans
BUPTYaJIbHBIX TPYNIl C BO3MOXKHOCTBIO PAaHXHPOBAHHOTO JOCTyNa K
uH(pOpMaInK, YTO TO3BOJISIET ObICTpee U Oe30macHee OOMEHUBATHCS €10 MEXIY
OrpaHUYECHHBIM KPYIOM JIOJAEH (MpUATENnH, KOJUIETH, ceMbid U T. 1.). Cpeau
BO3MOXKHOCTEM  Juii  Tpynnm  HOSBWINCh M (PYHKIHMS  COBMECTHOIO
pEIAKTUPOBAHUS JOKYMEHTOB, M CEpPBUC TIPYINIOBOIO YaTa, U IyOJUKaLUA
COOOIIICHHMI 110 AIEKTPOHHOM TOUTE.

OTHOCUTENBHO OPraHU3aLMOHHBIX KOMMYHHUKAIUH (BKJIIOYasl AEJIOBBIE),
K HacTOSIIIEMy MOMEHTY 3Ta CETh HE JaeT OONbIION MPHUOBUIM HA POCCUHCKOM
pBIHKE, HO IJIsl OM3HEca C JOJTOCPOYHOM TEPCIEKTUBON CUUTACTCS BaXKHBIM
y’Ke ceiluac BXOJUTh B 3Ty COLMAJIbHYIO CETh, T.K. B T€YEHHE HECKOJIbKHUX JIET,
0 TPOTHO3aM MAapKeTOJOrOoB, MMEHHO 3Ta CEeTh JOJDKHA 3aHATH B PyHere
CIWIbHbIE TO3MULIMH, M BO3MOXHO CTAHET OJHUM M3 CaMbIX BaXXHBIX
MHCTPYMEHTOB I pabOThl KOMIIAHUI B cCOLMaNIbHBIX ceTsax. Hemano BaxkeH nis
OusHeca W TOT (aKT, YTO JaHHAS CETh MMEET MOHATHBIE U MpPEICKa3yeMble
IOpaBWjia BHYTPEHHEH KOPIOPAaTUBHON «HUIPbD», U €€ KOMMYHUKATUBHBIN
noteHnuan Oomnee GpyHKIMOHANICH AJI OpraHU3alluu OM3HEC-TPEACTaBUTEIHCTB
[Pomanenko 2010].

C TOUKM 3peHHs CTpaTerud OpraHU3alMOHHBIX KOMMYHHUKaLUH,
OKCIIEPTHBIN aHalW3 MOKa3all, 4YTO HU OJHAa M3 KOMMaHWi, monaBmux B Tom 10
ayumux @DeicOyk CcTpaHHI], CpeAu TMpeACTaBUTENe Majoro Ou3Heca B
aHTJIOA3BIYHOM CETMEHTE, HE WMEET OTPOMHBIX OIOJKETOB, HO Yy HHUX €CTh
OTJIMYHO MPOJyMaHHas CTpaTerus nojaadyu nHpopManuu Ha cTpanuie deicoyk
U pa3paboTka KOMMYHUKAaTHBHON KoOHUenuuu paszutus mnpoduns [Kax
UCTIOJIB30BaTh COIMaIbHBIC Menua B Ousnece 2011].

MHorue KOMIaHuu ONTUMHU3UPYIOT CBOM MApPKETUHTOBBIE CTpATeTUU U
OpeBpallaloT CBOM aKKayHThl B @DeilcOyk B cUCTEMY yIpaBlICHUS
B3aUMOOTHOIICHUsAMU ¢ kimeHTamu (anria.. CRM — Customer Relationship
Management System). Cneruanuctel CRM cunTaroT, 4TO MO3UTUBHBINA OHJIANWH

WOM (anra.: word of mouth) moposkaaeT J0sTbHBIX KIMSHTOB.



@DeiicOyK TPemnoCTaBU BO3MOXKHOCTH <«JIETKOTO OOIIEHUS» MEXKIY
KOMIIAHUEH M KIHMEHTOM. A TOJb30BaTENbCKUM MPOQHIIb, B CBOIO OYEpEb,
MO3BOJISIET y3HATH O0JIbllle MH(POPMAILIUU O KIHEHTE, U 00Jiee YETKO ONMPEeIeIUTh
neneByto aynutopuio. Tak ke DeiicOyK Mo3BOISIET MTHOBEHHO YCTaHABIMBATh
JUYHBIA KOHTAKT C MOTEHUUAIBHBIMU MOTPEOUTENSIMU, U YKPEIUIATh JINYHBIC
OTHOUIEHUS C YK€ CYyIECTBYIOIMMH KiueHTaMu. C TOYKH 3peHHs
MOJIb30BATENCH, KOTJa OHHM 3axoJAT Ha npoduinb Openga B DeiicOyk, oHU
OKa3bIBAIOTCS B KPYry JApy3eH, KOTOpbIE HENSATCS HWHTEPECHOW U HOBOM
uHpopMaluet (MMEHHO MOATOMY TaK BakKHAa YHHUKAIbHOCTh KOHTEHTA).

[lo nmpuumne Toro, uro delicOyKk OpUEHTUPOBaH Ha OOLIEHUE, a HE HA
OpoJakd, OCHOBHOM 3aJauell KOMIIAaHUM 37eChb CTaHOBUTCS BBICTpaUBaHHE
OTHOIIIEHWH, KOMMYHUKATHBHas AaKTUBHOCTb, Tmpoimie ToBops — PR-
KOMMYHHKAIMM, a Takxke (opMHpoBaHHE NOTPEOUTEIBCKOM JOSIBHOCTH K
OpeHny.

Crpaterusi KOMMYHHMKAaTHBHOTO  pa3BUTUsA  Npouis  COAEPKUT
HECKOJIbKO OCHOBHBIX MOMEHTOB. IHTEpaKTUBHOCTh CTPAHMUIIbI, UCTIOJIb30BAaHUE
pa3HbIX TUIIOB KOHTEHTa (TeKcToBas MHpopmanus, (pOTO U BHIIEO MOTOKOB) C
IEeIbI0 TeHepupoBaHus (dumdeka, paszHooOpasue B coobmeHusx (OJorw,
¢dotorpaduu, CCbUIKH), TPAMOTHO MOJAHHBIE NMPE3EHTAMOHHbIE U PEKJIaAMHBbIE
MaTepuaibl, JOMOJHUTENbHBIE  TPUJIIOKEHUS, HHTCPAKTUBHBIE  WIPHI,
CHOCOOCTBYIOIINE MOCTOSTHHOMY BO3BpALICHUIO TOJb30BaTENeld Ha CTPaHUILY
KOMITAaHUH, CO3[IJaHUME KIHMEHTCKOTO0 COO0OIECTBa, Y3KOHANPABICHHOIO Ha
OTJICJIbHYIO YCIYTy/CEPBUC/ TIPOIYKT.

Y1auHOM MApKETHUHIOBOM CTPATErHel, CTUMYJIMPYIOIIEH MPUTOK
nocienoBateneit Openna («daHOBY), SBISETCS OpPraHU3alMs CIEIHATBHBIX
OpeIoKEHUN (CKUAKH, aKUWU, W Tp.) AT 4YWICHOB COOOLIECTBA U KIIMEHTOB
KOMITAaHUM,  IMyOJHMKAIMs  YHUKAIBHOTO W WHTEPECHOT0  KOHTEHTA,
HaIlpaBJIEHHOTO HE TOJbKO HAa OCBEIIEHHE HOBOCTEH W HOBOBBEICHUM
koMrianuu. [lyOnukamusi KOHTEHTa O KWM3HM OpeH/a, KaKuX-THOO CMENTHBIX,

HHTCPCCHBIX, BaXHbBIX MW JaXC TPYCTHBIX MOMCHTOB, ITO3UIMOHUPYIOT



KOMIIAHUIO, KaK «OpEeH]] C 4YeJOBEYECKHUM JIMLIOM», YTO TaK XapaKTEepPHO s
COLIMAJIBHOTO BeOa.

K mapketunroBoil crtpareruu, B pamkax PR-kKOMMyHUKanuu, Tak xe
OTHOCSITCS IIOKA3aTEJIA BBICOKOM MHTETPALMU C IPYTUMHU COLUAIBHBIMU CETSIMU,
pa3yMHO€E UCIIOJIb30BAHUE CTUMYJIOB HANPABJICHHBIX HA YBEJIWYEHHE <JIAUKOBY»
(pyHKIMS «MHE TMOHPABWIOCH»), CTUMYJIHMPOBAHHWE aKTUBHOCTU (haHATOB HA
CTE€HE, UCIIOJB30BaHUE SIPKOW TpadUKH JJIsl MPUBJICUYCHUS IEIEBON ayTUTOPHUH,
npoBeneHne YPPEKTUBHON aHTU-CIIAM MTOJIUTUKH.

Iegp0 JaHHOIO MCCJIEIOBAHUS CTal aHAIW3 KOMMYHMKATHBHOMN
aKTUBHOCTU OIEPaTOPOB MOOWIIBHOU cBsi3M Poccum m YKpauHsbl, MOCPEACTBOM
aHaJl3a UX aKKayHTOB (TMpoduiieit), 3aperuCTPUPOBAHHBIX B COLUANIBHON CETH
DelicOyK.

OCHOBHBIM O0BEKTOM MCCIICIOBAaHUSA CTald OPTraHU3ALUOHHBIC
KOMMYHHUKAIIMK B JaHHOM CETH, a €T0 MPeAMeTOM — 0COOEHHOCTH OpraHu3aluu
KOMMYHHKAIIMI ONepaTopoB MOOUIILHOU CBsI3u Poccuu m YKpauHbl, TakuX Kak,
MTC (Vkpauna, Poccus), bumaitn, KuiBctap uepe3 ux mnpodwiu B ceTH
DeilcOyK.

ITo xommuecTBYy mocienoBatene OpeHmoB (puc. 1), poccuiickue
KOMIIaHUM JIMJUPYIOT CO 3HAYUTEIBHBIM OTPBIBOM, YTO SIBJIAETCS IOKAa3aTelIeM
CTaOMJIBHOM M TPOJYyMaHHOM CTpaTerMM KOMMYHUKATHUBHOM aKTUBHOCTH B

DeticOyK.
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Puc. 1 ®anbl kommanuii B OelicOyk, yer.



[lo xommyectBy PR-myOGnukaumit Opennma (puc. 2), JuAUPYET
ykpaunckuii openn MTC, ognako y maHHOro OpeHja HauOoJbIIee KOJIHMUYECTBO
nyOnMKanuil He YHUKaJIbHOTO KOHTEHTa (pHC. 3), T. €. CCbUIKM Ha BUACOPOIUKHU

¢ IOTpr00a, nnu Ha CTaThbH U3 APYTUX UCTOUHHUKOB, HE BHYTPUKOPIIOPATUBHBIX.
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Puc. 2 Ily0nukauuyu KOHTEHTA
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MTC (Pocns) | 50
M Ui | — >

L Neperoct PR cooSweHKA

B YHHHKA bHblIE PR cooblueHna

Puc. 3 Tumnsl coobmiennii Openaa

K ynukaneHbeiM PR-nyOnukamusiMm OpeHJa OTHOCSTCS, B MEPBYIO
ouepe/lb, COOOIEHHUST HEMOCPEACTBEHHO OT OpeHja (MU ero MmpejacTaBUTENs),
BO BTOPYIO 04epe/lb, — MyOIMKAIMK CCHUIOK WJTM CTaTel C O(PHUITMaBHBIX CATOB
MPEJACTABUTEIILCTB KOMIIAHUHU, & TaKK€ HOBOCTHBIE COOOIIECHUSI M COOOIIEHUS
«O KU3HU KOMITAHUW.

[To Tumry xonTeHTa (puc. 4) y naHHbix OpernoB B DelicOyk mpeodaagaet

TeKcToBasi MHpopMauus, (HOTO M BHAECO MaTEpHUall MPEACTABIAETCS KpailHe



penko. Hambonee akTHBHOW KOMITaHWEW, B 3TOM acMeKTe, CTaja KOMITaHUS

bunaiin, koTopas omy6irMKoBaia TpU BUACO U J1Ba (POTO-TIOCTA 32 MECHII.
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Puc. 4 Tunsl myOIMKyeMOro KOHTEHTa

C TOYKHM 3peHHS KOMMYHHMKAIIMA MEXIy OpEHIOM U KIMEHTOM (pHc. 5),
aKTUBHOCTH TIOJB30BaTEJIC TOpa3/o BHIIIE, HEXEIW Yy caMoro OpeHna.
[Tonmp30BaTeny OOMIAIOTCS IpYyr C JIPYroM Ha CTpaHWIe OpeHma, oOCyxmas
HOBOBBEJICHHUSI KOMITAHUH, JCJISACh COOCTBEHHBIM TO3UTHBHBIM MJIM HETaTUBHBIM
OIBITOM pabOThI C KOMIAHUEH. J[aHHBI THIT KOMMYHUKAIIMA MEXIY WICHAMHU
COOOIIECTBA, B KOTOPOM TI0JIH30BATE)Ib YYBCTBYET CBOIO «IIPHHAJICKHOCTHY, B
MEPCIEKTUBE MPUBOJUT K «B3PAIIUBAHUIO» A080KAMO8 Openoda, KOTOPBIE TO
J00poH BOJIe TPAHCIUPYIOT IIECHHOCTh OPEeH/Ia B MEKIIMYHOCTHBIE 0ddraitHOBOM
U OHJAMHOBON KOMMYHHKAIUHU, d(O(MEKTHBHO BJMSAS HAa TMOBEACHUC TEKYIIUX

KJIMEHTOB U TIOTPEOUTENICH PHIHKA.
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Puc. 5 Kommynukanus «panoB» u 6peHaa



[Tonb3oBarenbckue MHEHHS O OpeHae (puc.6) HOCAT UYETKYIO
HYMOLIMOHAIBHYIO OKpAacKy, TaK KaK SBISIOTCS OIICHOYHBIMHU CY)KICHUSMHU Ha
OCHOBAHMHM KOHKPETHOTO TOTPEOUTENbCKOTO ombiTa. Hanbonee BbicOkHe
NOKa3aTelld MPUXOIATCS Ha HEUTPAJIbHBIE OT3bIBbI, KaCAIOMIHECS, B OCHOBHOM,
TEXHUYECKON MOANEPKKU. AHaAJINU3 MOKa3al, 4TO HauboJyiee BHICOKUM YPOBHEM
HEraTUBHBIX OT3bIBOB OTJIMYaeTcs kommaHusi KueBcTap: oT3bIBBI Ha mpoduiie
KOMIIAHUHM KacaloTcs, B OCHOBHOM, pa0OThl C KIHUEHTAMH U HEPEIIEHHBIX
npoOseM ¢ KOMITaHUEW, BCIEACTBUE YEro, MOJIb30BATEIM HEPEAKO 3asiBISUIM O
CMEHE omeparopa WM MpoBaiaepa (B 3aBUCUMOCTH OT NPEIOCTABISEMBIX
yciyr). Ha Hamn B3risii, OCHOBHOM OIIMOKOW KOMITAaHWM B JIAHHOW CHUTyalluu
SIBJIIETCSL OTCYTCTBHE MOJEPALlUU HETaTUBHBIX COOOIIEHUHN U yIpaBICHUE CIIaM-
MOJINTUKOM (a BepHee, pa3padoTka 3PPEeKTUBHON KOMMYHHKATUBHOM CTpaTEruu
IPOTUBOJECUCTBUS €i1), UYTO MPUBOAUT K CHIDKEHUIO JOBEpUS K OpeHAy cpeau

BCEX IOJIb30BaTEIICH COO6IH€CTBa.
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L OT1eeTel BpexHAa He 3anpoc...
B O0WME KOMMEHTADMA K nocTam Gpedna

Puc. 6 TonanbHOCTH 3a1pOCOB
[IpoBeneHHBIN CpPaBHUTENIbHBIM aHaU3 TOHAJIBHOCTU COOOIIECHUM
MOKa3aJ, YTO K OCHOBHBIM IIOJIOKUTEIBHBIM OT3bIBAM OTHOCSTCSI OLICHKH B

pabote koMmanuu buaitd, u o0uue oneHku Opena bunaiis.



HaunGosnbiiee KOMUYECTBO «JIAKOB» (KHOMIOK «MHE HPABUTCA»),
MoJIy4rJia Kommanus bumnaiin (puc. 7), 4TO yKa3blBaeT Ha IIEJIECO00pa3HOe

HCIIOJIB30BAHHUC CTUMYJIOB, HAIIPABJICHHBIX Ha YBCIIMYCHHUC «JIaMKOB.

Beeline 1684
Kyivstar
MTC (Poccua)

MTS Ukraine

Puc. 7 «Jlaitku» monbp3oBaTeneit K mocram OpeHaa

HauOosbiiee konmuyecTBO «jIaikoB» — 771 (puc. 8), moiydmsn moct
KOMITaHUKU bunaitH ¢ mo3apasnenremM Bcex ¢ 20-meTueM MOOWIIBHOM CBSI3U B
Poccun, u ¢ npock00i MOCTaBUTh «IalK» BCEM, Y KOro KOorjaa-iudo Obljia cuM-
KapTa KoMIlaHud. JlaHHOE COOOIlEeHHE SBWIOCH CTUMYJIOM JUIsi OOCYXIECHHS
HBIHEIIIHUX BPEMEH C OPEHJIOM U BOCIIOMUHAHUI O TOM, «KaK BCE HAUMHAIOCHY.
N3 Bcex 115 koMMeHTapueB, HaMH HeE ObUIO OOHApYXEHO HU E€IUHOTO

HECTAaTUBHOI'O OT3bIBA O KOMIIAHHUU.

f Beelne
Mosapasmaen seex € 20-neTren ot coson B Pocoe! NocTaes Te na,
SCMHM Yy BAC Gl HOWS OHFAA OB © Mence!

£ 771 Nofe30saTend 3T0 npABMTCA

b/ MpocnoTpeTe Boe KormerTopen (115)

Puc. 8 Haubosipliiee 4uciio «J1ailkoB»

B pamkax crparernii KOMMYHMKAaTHMBHOM AKTHBHOCTH HCCIIEIYEMBIX
OpeHI0B, HaMU Tak >k€ ObulM 3a(UKCUPOBAHBI TaKHMEe KOMMYHUKATHBHBIC
CTPaTErMM KaK AaKTUBHOE HCIIOJIb30BAHUE JIONOJIHUTEIBHBIX IPUIIOKEHUN, U
CHELMANBHBIX NPEUIOKEHUN TOJNBKO [UIs 4IEHOB coolliectBa Openna. B

koMrianud MTC (Poccus) ObUIM co37aHbl MPUIIOKEHUS Y3KOHAIIPABJICHHbIE Ha



OTZIETIbHBIC YCIYTH WM CEPBUC, TaKWE, KAK: «KATBKYJISATOP TapudoB», «BHIOOD
KpacuBoro Homepa», «MTC mnokatop», «cCO3mMaHHE TYyIKa», «PeOEHOK IOA
MPUCMOTPOMY», OTIIPABKa CMC U JIp.

Kommanus bunaiie 11 CBOMX KJIMEHTOB CO37ajia MpUiIokeHue «JIeto ¢
®eiicOyk», ¢ MOMONIBIO KOTOPOTO, KIMEHThl builalilH MOTYT MOJIb30BaThCS
CoLIMAJIbHOM ceThio PelicOyK co cBOEro MOOMIBLHOTO TenedoHa OecruiatHo. Tak
xKe, ObITIO pa3paboTaHo crenuaibHOe npeaioxkenue «llyremecTBus ¢ bumaitny,
B KoTopoM, oTBeTMB Ha 30 BompocoB o Openjae, kiueHT mnomydan 30
POYMHUHTOBBIX MUHYT B MOJIAPOK.

CrenuanbHble MPEITIOKEHUs, CTUMYJIHPYIOT MPUTOK IOCJIEI0BaTENICH
Openna («}aHoB»), W BIOCIEJACTBUU CTAHOBSTCA BAXKHBIMU TIOKA3aTENsIMU
KOHBEPTAIlUU MOTEHIUAIBHBIX KJIMEHTOB B «TOPSAYUX» KIMEHTOB, T. €. TOTOBBIX
K IMOKYIIKE YCIYTd MOOMIIBHOTO OTepaTopa.

Haulosnee BpicOKHE MOKa3aTeNd MHTETPALMUA C APYTHUMH COIMAIbHBIMU
MeIHMa OKa3ajJuCh TAK k€ y KOMMNaHWM buiailH, MCHONB3YIOIIEH CCBUIKK C
FOT1h100, KK, Xabpaxalp, n umeroiei oTenbHble CTpaHullbl kKaHana FOTpro6 u
JeHThI cooOieHuit TBUTTEP, B paMKax cooOuiecTBa Opena B Delcoyk.

Takum oOpa3zom, TMOABOJS WTOTH, CTOMT CKa3aTh, YTO H3 BCeEX,
MPOAHANM3UPOBAHHBIX HaMu akayHToB OpeHmoB B DeiicOyk, Haunbomee
WHTEPAKTUBHBIM, WHTETPUPOBAHHBIM B JIPyTH€ COIUAJbHBIE Meaua, W
«4emoBeuHbiM» (aHrL: user-friendly), okasancs Openn komnanuu bunaiix,
KOTOPBIM UMEET HAauOOJIbIIIKNE MOKa3aTeIH MO KOJUYECTBY WICHOB COOOIIECTBA,
Mo «Jalkam» U KOMMEHTapHusiM OT IOJb30BaTeled, U HauOONBIINN MPOILECHT
MOJIOKUTENBHBIX OT3HIBOB O OpEH/IE.

Takum  0o0pa3oMm, MPOBEJEHHOE HCCIEJOBAHUE IMOKa3allo, YTO
TUHAMUYHOE pa3BUTHE COIMAIBHOTO Beba, BKIIOYAS COIMATBHYIO CETh
@eiicOyk, a TakKe OTHOCHUTEIbHO BBICOKHII YPOBEHb KOMMYHHUKaTHBHOM
aKTUBHOCTH OpPEHJOB, BIMSIOT Ha HWHPPACTPYKTYPY OpraHU3aIMOHHBIX
KOMMYHUKAIM, ¥ TIOPOXKJAIOT HOBBIE 00Jiee TOYEUYHBIE, JUYHOCTHO-

OPHUCHTHUPOBAHHLIC COLMUAJIBHBIC KOMMYHHKAaIUN 2 .0, pPa3sBUTHC KOTOPLIX



COCOOCTBYET  BBIpAOOTKE YK€ HMHBIX  OpPraHU3alMOHHBIX  CTPATErHid
KoMMyHHKanmid B 21 Beke. Ha OCHOBE MNpOBEAEHHOrO aHaM3a AKKAYHTOB
orepaTopoB MOOWIBHOM cBsi3u Poccu u Ykpaunsl B connanbHoM cetu DeicOyk,
MOKHO CJeNaTh CIEAYIOMINE MPAaKTUYECKUE PEKOMEHAAIMH JJIsl MOBBILICHHUS
adpexkTuBHOCTH pabOTHl OpeHJa B COIMAIbHOM BeOE B IICJIOM: BBIpaOOTKa
3G ()EeKTUBHON CTpaTerud Ha TMOCTOSHHOE TMPUBIIEYEHUE HOBBIX (AaHOB H
aZIBOKaTOB OpeHja, MPOJBMKEHHE HECIOXKHBIX M YBJIEKaTEIbHBIX (OPMATOB
KOMMYHUKAIIUH, CO3JIaHNE Pa3HOO0pa3HBIX BUPTYaIbHON TpyII
NOCJIEIOBATENE «IO0 HMHTEpecam», CBSI3aHHBIM C OCHOBHBIM OpEHIOM
KOMITaHWH, UHTErPalMsl HA OCHOBE COI[MAIIBHOTO IUIArMHA aKKayHTa oleparopa
(koMIIaHUU) B COLMAJIBHBIX CETAX C OCHOBHBIM CAalTOM, NIPEBpAIlCHUE
CHEIUAIMCTOB KOMIIAHMM B JIMACPOB MHEHUM, YCUJICHHAs WHTErpaus
MapKkeTUHroBbIX, [IP W peKkpyTHMHTOBBIX KaMIIaHWM B KU3Hb MPOQPUIIS
orepaTopa, CBOEBPEMEHHOE pearupoBaHUE U UCIIOIb30BaHUE JIAHHBIX 00paTHOM
CBA3M B PEKHUME pEATbHOTO BpPEMEHHM, HHTEHCU(UKAIMs padOThl  Haj
KOpIopaTuBHOM  Oe3omacHOCThiO  (pa3paboTka d(h(EeKTUBHON aHTH-CIIaM
MOJINTUKHN), KAYeCTBEHHBIM, KpAacUBbIM M CTWIbHBIA AW3aliH, YAOOHBIM
uHTepdeic, yCHICeHHE ayJuOBU3YaJIbHOTO KOMIIOHEHTA aKKayHTa, B IE€JIOM
pa3paboTka KOMMYHUKATUBHOW TIOJWTHKH, HAMPABICHHON Ha TMOIEPKKY,
OOHOBJICHHE, PETYISIPHYI0O PUTMUYHYIO aKTUBHOCTh, aKTYaJbHbIA, YMECTHBIA U
«3aXBaThIBAIOLIUI» KOHTEHT, CO3JJaHUE KPACUBBIX, KPATKUX M AMOIMOHAIBHBIX
KOPIOPAaTUBHBIX KEWCOB WM UCTOPUA M TMOJACP’KKA MOCTOSHHON 3a00ThI O
KIIMEHTAX — J#CUBLIX 00X C UMEHAMU U YY8CMBAMU, CTOSIINX 32 MPOUIEM,

MyTEM CO3/IaHMsI IOBEPUTEIHHOM aTMOC(hEphl BOKPYT HUX.
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