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[NpearoBop KOH eAuuMjaTa

MoBOAOT 3a BOCMOCTaByBake Ha nocebOHa eanumja
MeHauMeHT Ha voBeukuTe pecypcun Ha n3aaaBaqotT bUTOCC
e Hapem BO €AHO pa3AMyHa OA CAMYHWTEe noTpaTh. MmeHo,
KOra ja AAAOB MA€jaTa 3a OBaa €AMLIM]a M3AABAYOT, BeKe Mmalle
nyOAMKYBAHO HEKOAKY HaCAOBM OA OBaa oOAacT. AmyHata
MBP3aHOCT Ha AMPEKTOPOT Ha M3AaBadkaTa KyKa CO aBTOpUTE
Ha TMe nybAMKaUMKM M MojaTa MOCPeAHa MHBOABMPAHOCT BO
HacTaHyBarbeTO Ha Tue AeAa, Me MOTTUKHAa Aa My NPeAAOXKam
Ha M3AABAYOT, MHUMAEHTHUTE MOjaBM Ha BaKBM HACAOBM Al
6unaaT obeAMHETU CO eAMHCTBEHA (PYHKLMOHAaAHA POKYyCH-
PAHOCT: Mpe3eHTMparbe Ha MHAMBMAYAAHUTE HAyUHM
CO3HaHMja Ha aBTOPUTE BO KOHTEKCT Ha MPMAOHECOT Ha
MeHalLIMEeHTOT Ha YOBEYKMTE pecypcu BO TpaHcdpopmalimjaTa
Ha MAKEAOHCKMTE OpraH3mMauunu, NPUBATHU M APXKABHM,
NpopuTHM U HenpodpuTHU. Ha Toj HaumH, 6e3 oraea Ha
dpyHAAaMeHTaAHaTa OPrMHAAHOCT Ha Hay4YHWTE CO3HaHjMja,
HMBHATa OOjEKTUBHOCT BO MpPe3eHTUPaH-eTO Ha ONpeAeAeHM
3aKOHMTOCTM M peLleHMnja OA HALUMOT AOKaAeH KOHTEeKCT Ke
npeTcTaByBa 3Ha4aeH NMPUMAOHEC BO HaTaMOLUHMOT pa3Boj Ha
MeHaLIMEHTOT Ha YOBEUYKM Pecypch Kako Hay4Ha AUCLIMMAMHA,
BOONLLTO M yHanpeAyBar-e Ha Herosata nNpakTiKa BO HaluTe
opraHm3aumnn, nocebHo.

[Moarajkn oa BakBaTa onpeaeada, jac o4ekyBam aBTopuTe
Ha MAHMTE NyOAMKALMKM OA OBaa eAMlMja Aa ja MCKOpuCTaTt
0Baa peTka MOXKHOCT BO HaLLIMOT OrpaHMYeH NPOCTOpP 3a jaBHO
nyOAMKyBarbe Ha Hay4YHMTe CO3HaHMja, HO UCTOBPEMEHO Aa ja
3roAemat cBojaTa OArBOPHOCT KOH MULLYBAHMOT 300p KOj Ha
OBOj Ha4MH Ke cTaca A0 noraem 6poj, He camo KOAeru, TyKy M
AO HajCTPOrunTe CyAMM Ha BPEAHOCTA Ha TOj TPYA — HEMocpea-
HUTE NPAKTUYapu Ha MEHALIMEHTOT Ha YOBEYKUTE pepcypcu.
Oa Tyka n notpebata BO TPyAOBMTE Aa Ce Mpe3eHTupa

AKTEAHOTO HMBO Ha TPETUPAHOCT Ha OMNpeAeAeH acnekT BO



COBpMeHaTa CBeTCka AMTepaTypa M npakTukaTa M MepkuTe
3a yHanpeaAyBarbe Ha Taa MpakTuKa Kaj Hac. 3aA0BOAYBaHeTO
Ha oBue Oaparba Ke OMAAT KAYYHU KPUTEPUYyMWU Npwu
OAAYYYBaHETO 3a BKAYYYyBaH-€ Ha OMPAEAEHM HACAOBM BO OBaa
eamumja. Bo Toa MMe, jac CO 3aA0BOACTBO Ce MOTNMLIYBaMm
KaKO MHMLIMjaTOP Ha OBaa eAuLMja.

A-p LiBeTko CmmuaeBckm

Bo Ckonje, 6.11.2005 roa.
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NPEArOBOP

KomyHnkaymjata e eceHymjanHa BelTMHa 3a Bawumor
naeH ycrneLweH GU3HNC U 3a yCreLUHU JIMYHN BPCKN 1 pe-
naymm. [Jo6pute KOMyHUKaLUCKN BELUTUHM Ce KTy 3a fJe-
JI0BEH ycrex, na 3atoa oBaa kHura ke Bu oBo3amoxu ga ja
coBriafjare yMeLIHOCTa Ha roBopere, CryLuarke N pasmm-
CrlyBare — KI1y4YHU BELUTUHN BO HACOKA Ha MPOMOBUPaHbe
Ha cebepeanunsayujata, 3acusyBare Ha camogosepbara
M KpeBaw-e Ha HUBOTO Ha pa3bupare mery BpaboTeHnTe
M oKonmHata. KomyHukaymjata uma BrivjaHue cekage Kaje
LUTO Ke ce rnojaBume, MOXKEe fa ja Kopuctume 3a ga
Binjaeme BP3 CeKoja MHTepakyuja co OKo/mHarta Ha
MO3UTUBEH HAa4YUH, CO pa3BuBare Ha HEOMNXOAHUTE
BEeLUTUHM 3a ehuKacHO u e(heKTUBHO KOMyHULMPaH-E.

OBaa kHura ke Bu nomorHe ga rvi nogobpute KOMyHUKa-
ymnTe BO BaluaTta koMmnaHuja n Bp3 0CHOBa Ha BUCTUHCKU
MHbopMaLmK ja Kpenparte Bu3ujata, Mucujata u nosimTnka-
Ta Ha KBasMTeT, O4HOCHO MPOEKTUPaTre u UMMIEMeHTH-
pare cucTeM 3a TOTaslHO yrpaByBare CO KBa/INTETOT.

Bo oBaa KHura Ke gobuete KOPUCHU HACOKU Kako ga
rpoeKTupare u uMmnaeMmeHTupare MH@oOpPMaLmnoH NoTCu-
ctem kako gesiog TQM (Total Quality Management) cucte-
MOT, KaKo fa rv 3ajakHete MeHayepCcknTe yHKUUM, LLITO
Ke goBefie [o KBasMTeT Ha [Ee/I0BHUTE poLecH, rnpoun3s-
Bogulycnyru.

lMporpamata BO oBaa KHUra Ke Bu 0BO3MOXU fa HU3
MPaKTUYHN BEXXOU 1 aKTUBHOCTU CE CTEKHETE CO cTparermm
M TeXHUKM 3a nogobpyBare Ha Balumte KOMyHUKaUNCK1
BELUTUHUN KaKo:

e opraHn3vparbe npe3eHTaymu v jaBHoO roBoperbe;

e MOKTa Ha roBoporT;

e [OBOPOT Ha TesloTo;
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MHTOHauwmjaTa rnpu roBOpPeHeTo;

opraHn3npare ehbukacHn cocTaHouu;

no3nTnBHa n echukacHa eBasiyaymja;

3rosiemyBar-e Ha camogoBepbara BO jaBHUTE Hac-
Tanu v BO HacTanuTe rnpeg Koaernte;

ehukacHa opraHn3aymja Ha jaBHUTe HacTanu;
MOKTa 3a ybefyBare u MOTUBMPaHE, KaKo 1 ofp-
XyBare Ha UHTePEeCoT Ha nybnukara (BaxHocTa Ha
n360poT Ha 360p0BM);

pakTU4YHM COBETU KaKo ja ja nogobpute KOMyHuKa-
ymjata co BaLum gerioBHU napTHepu of CBETOT.

OBaa KHura e HaMeHeTa n 3a CUTEe [EeJI0BHU Nyie Kou
ce 3auHTepecupaHun 3a yHanpegyBame Ha [eIOBHUTE
rpoLecy BO HUBHUTE KOMIMaHnM, yHarnpeayBare Ha 4esoB-
HUTE KOMYHUKaLmMm BHaTpe BO KOMNaHujaTa n KOH OKOJ/IMHa-
Ta, Kako 1 nogobpyBarbe Ha CONCTBEHNTE KOMYHUKATUBHU
BELUTUHW 1 HacTanm BO jaBHOCTa.

Ke ce obpaboTaTt noseke TeMaTCku LiefIMHN 1 TOa:

TEOPUCKM acneKkT Ha KOMYHUKaUUnNTe;
04roBOPHOCTa Ha TOIM MEHalIMEeHTOT 3a 0be3besy-
Bak-€ KBa/IMTET Ha [Ee/IOBHUTE KOMYHUKaUmm;
MPOEKTUPaHe Ha MHHOPMaLMNOH NOTCUCTEM;
CMNOCOBHOCT Ha MEHLIMEHTOT - YC/I0B 3a rpagere
gobap nHpopmaymoH cuctem (paborta BO TUMOBU U
rpynu);

KOMYHUKaLNCKN BELUTUHU;

MPEe3eHTaLNCKN BELLUTUHN;

BeLUTMHa Ha rperoBapare.

3owTto Bu e norpebHa oBaa KHura?

lMogobpyBareTO Ha [ENOBHNUTE KOMYyHUKaUMN U rpa-
Aere gobap nHopmaLmoH noTCUCTEM 3HAYU yHarnpesy-
Bare Ha [eJI0OBHUTE MPOLecH, 3rofieMeHa MOTUBUPaHOCT
Ha BpaboTeHnTe, nogobpa paboTHa atmocgepa, a Kako
HajrnaBHO, 3a40BOJIEH KyryBa4, HO T0a Ce OHUe pe3yntatun
KOu HaBugym He ce MeprinBu, HO Ce MHOry 3HadajHu 3a
OrNCTaHOK Ha KOMMaHUnNTe U HUBEH Of4PX/INB Pa3Boj.
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lMpeky npoekTupare Ha MHHOPMaLNOHUOT NOTCUCTEM
3a KBasiMTeT ce npoeKkTmpa obap JOKYMeHTUpaH cuctem
3a KBanuTeT Ha cuTe [EesI0OBHU MpoLecu v npetTctaByBa
OCHOBAa 3a ycreLiHa npumMmeHa Ha MeToguTe u TEXHUKUTE
Ha KBanuTeT u ehukacHa Tumcka pabora.

lMpuToa, ce ocTBapyBa BepTUKasiHa, XOpU30HTarHa 1
AvjaroHasiHa noBp3aHOCT rnomery BpaboTeHuTe, criopes
CTPYyKTypara Ha nupamugarta. Taka ga, 06e36egyBareTo
KBanuTeT BO KOMraHujata, e npocsie[eHo co TeKOT Ha UH-
copmaymmnTe cornacHo TeKOT Ha cTaHpgapgHara onepa-
™mMBHa rioctanka (SOP). Ha BakoB Ha4uH, ce nogobpysa
HeroBata e(huKacHOCT n e(heKTUBHOCT, BO rorfieq Ha te-
KOT Ha nHhopmaymnTe 3a KBannTeToT M BOCIIOCTaByBaHe
rnoegukaceH cuctem Ha KoHTpona. [peKky npe[noxeHnoT
QC-CE (Quality Cirle-Cause and Effect) mogen 3a kBa-
mTeT ce gehuHupaat 0b6BPCKUTE U O4FOBOPHOCTUTE Ha
cute BpaboTeHu. Ha 1oj Ha4yuH ce co3gaBaar rnpasusa Ha
ofjHecyBaHe U Ce MOCTUrHyBaaTr [obpu Mery4yoBeYKu
ogHocwu.

OBaa kHura Ke Bun 0BO3MOXu ga ro nogurHeTe Kksasnm-
TETOT Ha BaLunTte genoBHu KOMyHUKaUNCKu CrioCO6HOCTH
Ha BUCOKO U JOCTOJHO HNBO, KOE BO NOHATaMoLLUHOTO Balue
paboTere BO 4e/TOBHUOT XXUBOT Ke Bu foHece rnonecHa u
rnocurypHa nosuyuja 3a nperosapare U gersiyBame BO
6U3HUC ONKPYXyBareTo. BoegHO Ke npugoHece:

e jga bugete BewwTn BO 6P30 CTPyKTyupare Ha Ba-

LUNTE MUCTIN;

e [a 3HaeTe Kako fa rv nperno3Haete u aHanusupare

noTpebute Ha oHne Kou Be cryluaar;

e [a MoXeTe ga ro gagete oHa LUTO e roTpebHo, 3a

fAa ja octBapute Baluara yen;

e Jarv Hay4yuTe TajHUTe Ha fesioBHaTa KoMyHukaymja.

OBaa KHura npughatete ja Kako obyka HameHeTa 3a
jakHere Ha nHaguBuayaTa. YmeluHocta Ha KOMyHuKaymja
Bogu [o 3ronemyBare Ha Bawarta camogoBepba,
nPoAYyKTUBHOCT U yCriex Ha KomnaHuvjara.

Ennzabeta Mutpesa



Preface

Communication is an essential skill necessary for
everyone'’s future success and successful relations and
relationship. Good communication skills are the key of
every business success and therefore this book will
provide you with an assistance to overwhelm the oral
competences, listening and thinking — which is the key in
promoting the self-realization, enhancing the self-
confidence and increasing the level of comprehension
among the employees and surroundings as well. The
communication applies its influence in every corner
where we are; hence we are able to use it in order to
make an impact in each interaction with the environment
in a positive way, by developing necessary skills for
efficient and effective communication.

This book will assist you in the improvement of the
communications within your company. Thus based on the
true information you will be able to create a vision,
mission and quality politics also to design and implement
a total quality system management.

The book will provide you with useful directions to design
and implement an information subsystem as a part of the
TQM (total quality management) system and how to
strengthen up managerial functions, which will provide a
higher quality business process, products/ services.
The programme in this book will enable you to gain
strategies and techniques for improvement of your
communicational skills through practice such as:
organizing presentations and public speeches;
power of speech;

body language;

speech intonation;

organizing efficient meetings;



e positive and effective evaluation;

e enhancing self-confidence in the public
performances and while briefing and debriefing;

o efficient organizing of the public performances;

e power of persuasion and motivation, how to
maintain the audience’s interest (the significance
of the choosing the right language);

e practical advice of how to improve the
communication with your worldwide business
partners.

This book is aimed for every businessmen that is
interested in promoting of their business processes within
their company, improvement of the business
communications inside the company and around, as well
as the improvement of own communication skills and
public performances.

Certain themes will be analyzes such as:

e theoretical aspects of communication;

e responsibility of the top management in providing
quality of the business communications;

e designing an information subsystem;

e management abilities — a condition for building a
good information system (team and group work);

e communication skills;

e presentation skills;

e negotiation skills.

Why do you need this book?

Improvement of the business communications and
building a good information subsystem means an
improvement of the business processes, increased
motivation of the employees, better working environment
and as the main one, a content purchaser; all those are
the results that are not apparently measurable but very
important for company’s survival and their sustainable
development.

Through designing an information quality subsystem a
well documented quality for all business processes that
presents a base for a successful methods and
techniques for efficient teamwork implementation is being
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designed as well.

According the pyramid structure a vertical, horizontal and
diagonal linkage among the employees is being
accomplished as well. Therefore, the quality providing of
the company is followed with the information flow
according the flow of the standard operative procedure
(SOP). Thus its efficiency and effectiveness concerning
the information flow and the establishment of a more
effective control system is being improved. Through the
suggested QC-CE (Quality Cirle-Cause and Effect)
guality model, the obligations and responsibilities from all
the employees are defined. Therefore the rules of well
behavior are being created which are leading to better
mankind relations.

This book will provide an opportunity to raise the quality of
your business communication skills to a higher and
respectable level that in your future business life will lead you
to an easier and safer position for negotiation and acting in
the business environment. There it will contribute to:
e become skillful in the fast decision-making and of
your opinion;
e to know how to recognize and analyze the needs
of the ones that listen to you;
e to be able to give what is needed in order to
accomplish you purpose;
e To find out the secrets of the business
communication.
This book should be accepted as a training aimed to
strengthen each individual. Communicational skillfulness
leads to increasing of your self-confidence, productivity
and success of the company.

Elizabeta Mitreva
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