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AnHoTauus. CTaTbs NOCBALLEHA BONPOCaM COBEPLUEHCTBOBAHMS NPOLIECCA YNpaBieHns 0praHu3aunoHHbIM
NoBeeHNEM NepcoHasna B cqepe KOHTAKT-LeHTPOB. CIOXHble MOCTKOBMAHbIE 3KOHOMUYECKNE peanuu,
BMNAHME TeONONNTUYECKON HANPSXKEHHOCTI HA COCTOSHME PbIHKA TpyAa U, Kak CleAcTBUE, U3MEHeHMe
YUCNIEHHOCTN paboyei Cusbl aKTYaNM3NPYOT HEPeLLEHHbIe paHee Npo6JieMbl, CBA3aHHbIE C TEKYYECTbIO
nepcoHana. B ctaTbe faeTcs KpaTkuii 0630p WCTOPMK W3Y4EHMS OPraHWU3aLMOHHOTO NOBELEHNS,
KOHLeNTyaNbHbIX W3MEHEHWA B TEOPUW W NPAKTUKE YNpaBfieHWs OpraHn3aLnoHHbIM MOBELEHUEM,
a TaKXXe HOBbIX HanpaB/eHWii ynpaBneH4eckon AeATENIbHOCTI; aHaNM3NPYOTCA Hay4Hble pa3padoTKu
OTEYECTBEHHbIX U 3apy6eXKHbIX Y4YeHbIX N0 Npo6JieMe TeKy4eCTW KaJpoB; Uccnenyerca akTuyeckoe
COCTOSHME KOHTAKT-LEHTPOB (AMHAMWUYHOCTb M Ka4eCTBO MepcoHasna); 060CHOBbLIBAETCS HEOOXOLMMOCTb
CNOJSb30BAHNA TYMAHUCTUYECKOr0 NPUHLMNA YNPaBneHns OpraHn3auoHHbIM NoBeaeHneM, pa3paboTku
CUCTEMbI OpraHW3auNOHHO-NPAKTNYECKNX MOAXOA0B pelleHns npobnembl yaepXaHus COTPYAHUKOB
1 X COOTBETCTBUA TEXHUYECKUM WHHOBALMAM KOHTAKT-LIEHTPOB. B cTaTbe yaensiercs BHUMAHWE HOBbIM
MeToAaM noabéopa nepcoHana, paspabarbiBaeMbIM NPeACTaBUTENSAMMU OTEYECTBEHHOMO PEKPYTMEHTA,
LM POBLIM TEXHOJIOTUSAM MPU MNIAHNPOBaHNKA, 06YHEHUN U OLEHKE NepcoHana, pa3suTuo HanpaeneHus HR-
aHanuTuku. CTatbs UMeeT NPAKTNYECKOE 3HA4YeHWe, TaK KaK pa3paboTaHHbIA B HEl KOMMNEKC PEKOMEHAALIMA,
OPMEHTUPOBAHHbINA KaK HA TEKYLLWUIA MOMEHT, TaK 1 Ha NEePCneKTUBY, BKIOYAET NPELJIOKEHNs Ans Bbl6opa
1 peanu3auni COOTBETCTBYHOLLMX MEXaHU3MOB COBEPLLEHCTBOBAHISA YNpaBeH!s NepcoHanom, NpuopuTeToMm
KOTOPOro ABNAOTCA 06Yy4eHue, pa3BuTie, MOTUBALNA 1 yaepXaHue COTPYAHWUKOB. [lcnosnb3oBaHue 3Tomn
CTaTb/ MOXET NOMOYb COBPEMEHHbIM POCCUMACKUM KOHTAKT-LEHTpaM ONTUMU3MPOBATL AEATeSIbHOCTb
NepcoHarna, a Takxxe crnoco6CTBOBAThH Pa3paboTKe PYKOBOAMTENAMM HA NPAKTUKE HOBbIX MCUXOMOMNYeCKNX
1 KOHCPAMKTONOTNYECKNX NOLX00B, CHUXKEHUIO CTPECCOBbIX CUTYaLMiA, COKPALLEHUI0 MOHOTOHHOIO TpyAa
11 HOBbIX CMOCO60B NpeaynpexxaeHuns npeacTosLero yBonbHeHNS.

Kntouesbie cnosa: opraH13aunoHHoe NoBeAeHNe, KOHTAKT-LIEHTP, NepcoHan, Y4enoBeYvecknii pecypc,
TEeKy4eCTb KafpoB, yaepXKaHue nepcoHana, MoTuUBaLus nepcoHana, MOHUTOPWUHT PaboTbl COTPYAHUKOB
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Abstract. The article concentrates on questions of improving the management of organizational behavior
of personnel in the field of contact centers. Difficult post-crisis economic realities geopolitical tensions on the state
of the labor market and, as a result, changes in the number of employees, actualize previously unresolved problems
associated with staff turnover. The article analyzes the scientific developments of domestic and foreign scientists on
the problem of staff turnover; examines the actual state of contact centers (dynamism and quality of personnel); the
need to develop a system of organizational and practical approaches to solving the problems of employee retention
and the responsiveness of contact centers to technological change, using the humanistic principles of organizational
behavior management. The article focuses on new recruitment methods developed by representatives of domestic
recruitment, digital technologies in the planning, training and evaluation of personnel, the development of HR
analytics. The article is of practical importance, since the set of recommendations developed in it, focused both
on the current moment and for the future, includes proposals for the selection and implementation of appropriate
mechanisms for improving personnel management, the priority of which is the development, motivation and
retention of employees. The use of this article can help modern Russian contact centers optimize their staff activities
and help managers to develop new psychological and conflictological approaches in practice, reduce stressful
situations, reduce monotonous work and new ways to prevent upcoming dismissal.
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BeepeHue COBPEMEHHOCTU, TAKMM Kak NaHaemus, KapaH-
TUHHbIE MEPbI, KOTOPbIE BHECITN 3HAYUTENBHbIE
N3MEHEHMA BO BCe CAEpPbl XN3HN. bonbLumH-
CTBO KOMMaHWin NepecMoTPEN CBOW LIEHHOCTU

1 paccTaBuIn HoBble MpuopuTeTbl. Mpobnems,

IOTCA HOBble SKOHOMUYECKKeE, MpaBoBble
1 couyanbHble 0CHOBbI 06LLIECTBA, Aallb-

3 HacTosLee Bpems B Poccum dhopmmpy-

Helllas BOSMOXHOCTb TpaHcdopMaunmn 3Ko-
HOMUKKN CBA3aHa C pa3BUTMEM HYelnoBEe4YeCKUX
pecypcoB. BHedpeHve 1 ncnonb3oBaHne Ha
NPaKTUKE Hay4YHbIX OCHOB OpPraHmM3aLVOHHOMO
noBeAeHVs nepcoHana CTaHoBATCH BaXKHbIMU
HanpaeneHnaMmn B BOMNPOCE KOHKYPEHTOCMO-
COBHOCTW NPeanpuaATUS.

OpraHuzaumMoHHOe NoBEAEHNe oTpaxkaeT
pe3ynbrat agantaunn K pasnmdHbiM BbISOBaAM

KOTOpbIE HE yAanoCh PELUNTL B JOKPUSUCHbIN
nepvod, CTanm 0COBEHHO OCTPbIMU.

MMOHATME KOHTaKT-LEeHTpa B nocnegHue
rofbl cTano obuieynoTpebnaembiM, Y4TO Nof-
TBEPX)KAAOT 1 NOCTKOBWUAHbIE PEannn, CaHKLM-
OHHbIM LUTOPM B OTHOLLEHMM Poccumn 1 HecTa-
BunbHas cuUTyaums Ha pbiHKe Tpyaa. Viccnepo-
BaHMWe onbiTa AesTenbHOCTU YCMELLHbIX KOH-
TaKT-LEHTPOB AatoT NONOXMUTENbHbIE MPUMEPBI
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