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AHOTANIA

Ilepexpecmosa A. 1. Oco61MBOCTI KOMYHIKaTUBHOT KOMIIETEHTHOCTI MPALlIBHUKIB KOJI-
HEHTPY.

VY po0oTI aHami3ylOThCsI OCOOIMBOCTI KOMYHIKaTUBHOI KOMIIETEHTHOCTI IpalliBHUKIB
KOJ-TIICHTPiB, mpoOsemu i ii ¢GopmMyBaHHA Ta BHUSABWIH CTPYKTYpY KOMYHIKaTHUBHOT
koMmreTeHTHocTi. [l yac poOoTu Oyno BHU3HAYEHO 3arajibHl Ta TEOPETUKO- METOJIOJOTIYHI
MIJCTaBH IS JOCIHIKeHHST (OpMyBaHHS OCOOJMBOCTEH KOMYHIKATHBHOI KOMIIETEHTHOCTI
KOJ-IICHTPIB, MiAIOpaHO KOMIUIEKC METOJMK, aJCKBAaTHUX METI JOCIIDKCHHS, TPO
JIarHOCTOBAaHO Ta IMPOAHATI30BaHO BIUIMB KOJEKTHUBY Ha PO3BUTOK OCOOJIMBOCTEH
KOMYHIKQTUBHOI KOMIIETEHTHOCTI TPAIIBHUKIB KOJI-IICHTPIB Ta BHW3HAYEHO NUIAXHM ii
(dbopMyBaHHS.

KirodoBi cioBa: KOJ-IIEHTP, KOMITETCHITiS, KOMYHIKaTUBHICTh, TPEHIHT, ITiBUIIICHHS

KBasTi(piKaIii, KOJIEKTHUB.

SUMMARY

Perekrestova A. I. Features of communicative competence of call center employees.

The peculiarities of communicative competence of call center employees, problems of
its formation are analyzed in the work and the structure of communicative competence is
revealed. During the work the general and theoretical-methodological bases for research of
formation of features of communicative competence of call centers were defined, the complex
of methods adequate to the purposes of research is selected, the influence of collective on
development of features of communicative competence of employees of call centers is
diagnosed and analyzed.

Key words: call center, competence, communicativeness, training, advanced training,

team.
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