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Makatora A. V., Makatora D. A., Kubanov R. A. Communication Standards in Client Relations:
Checklists for Publishing and Printing Project Managers

The article addresses the issue of forming and implementing communication standards in client relations of publishing and printing companies operating in a
modern competitive environment. It is emphasized that the quality of communication between managers and clients is a determining factor in a company’s suc-
cess, as it directly affects project deadlines, budget performance, and the organization’s reputation. The lack of systemic approaches to communication leads to
misunderstandings, conflicts, and client loss, which is particularly critical for small enterprises with limited resources. The aim of the study is to develop and sub-
stantiate a system of communicative checklists as a practical tool for project managers, enabling the standardization of interaction processes, reduction of con-
flict levels, and improvement of customer service quality. The methodological framework combines systemic, activity-based, and communicative approaches, as
well as methods of analysis and synthesis of scientific sources, comparative analysis of international ISO standards and corporate requlations, case studies, and
empirical monitoring. The study summarizes contemporary research on corporate culture, the development of soft skills, and the application of neuro-linguistic
programming (NLP) in management. It is shown that international ISO standards (9001, 14001, 45001) provide a formalized quality management system and
transparency of communication processes; corporate requlations shape interaction culture and company identity; and the development of soft skills (emotional
intelligence, active listening, negotiation skills) enhances managerial efficiency. Hybrid models that combine formal standards with psychological tools create
a comprehensive approach to communication management. The practical part of the study is implemented using the example of a small publishing and print-
ing company, where a system of communicative checklists was introduced in several stages: problem diagnosis, manager training, checklist development and
application, and result monitoring. Empirical data confirmed the effectiveness of the proposed methodology: the number of client complaints decreased by
25-40%, the share of repeat clients increased by 10-15%, the level of satisfaction with communication rose by 20-25%, and the number of new orders grew
by 20-30%. The article also presents applied tools for managers: the mini-card “Stop — Clarify — Agree” and the pocket card “5 Steps of Communication”, which
enable rapid responses to conflict situations, stress reduction, and consistency of actions. These tools combine formal standards with psychological techniques,
making communication more flexible, empathetic, and result-oriented. Thus, the study demonstrates that introducing a system of communication standards
and checklists in publishing and printing companies is an efficient means of improving the quality of client relations, reducing conflict, and building competitive
advantages. The results have practical significance for small and medium-sized enterprises seeking to ensure the stability of their client base, growth in orders,
and a positive image in the printing services market.

Keywords: communication standards, checklists, project manager, publishing and printing company, corporate culture, ISO standards, soft skills, emotional
intelligence, neuro-linguistic programming (NLP), active listening, conflict management, project management, client relations, customer satisfaction.

Fig.: 1. Tabl.: 6. Bibl.: 24.

Makatora Alona V. - Postgraduate Student of the Department of Machines and Units for Printing Production of the Educational and Scientific Publishing and
Printing Institute, National Technical University of Ukraine «Igor Sikorsky Kyiv Polytechnic Institute» (37 Beresteiskyi Ave., Kyiv, 03056, Ukraine)

E-mail: alona.makatora@gmail.com

ORCID: https://orcid.org/0000-0001-9373-5169

Researcher ID: https.//www.webofscience.com/wos/author/record/AHB-4130-2022

Makatora Dmytro A. — PhD (Engineering), Associate Professor, Associate Professor of the Department of Machines and Units for Printing Production of the
Educational and Scientific Publishing and Printing Institute, National Technical University of Ukraine «Igor Sikorsky Kyiv Polytechnic Institute» (37 Beresteiskyi
Ave., Kyiv, 03056, Ukraine)

E-mail: makatora_d@ukr.net

ORCID: https://orcid.org/0000-0002-1909-900X

Researcher ID: https.//www.webofscience.com/wos/author/record/AHB-4079-2022

Scopus Author ID: https.//www.scopus.com/authid/detail.uri?authorld=58572089000

Kubanov Ruslan A. - PhD (Pedagogy), Associate Professor, Associate Professor of the Department of Development and Spatial Planning, Separate structural
subdivision "Institute of Innovative Education of the Kyiv National University of Civil Engineering and Architecture” (4 Osvity Str., Kyiv, 03037, Ukraine)

E-mail: kubanov12@gmail.com

ORCID: https://orcid.org/0000-0002-0121-4858

Researcher ID: https.//www.webofscience.com/wos/author/record/L-6715-2018

Y/IK 658.8:159.9
JEL: D83; L82; M12; M31

Makameopa A. B., Makamoopa 4. A., Kybaros P. A. KomyHikamueHi cmaHdapmu y 8iOHOCUHAX 3 KAiEHMamu:

YeK-aucmu 0na meHedxcepa 8uda8HUYO-NoAi2PAGpiYHUX NPOEKMig
Y cmammi po3ansHymo npobsiemy (hopmy8aHHA Ma 8MpPOBAOHEHHS KOMYHIKAMUBHUX cMAHOApPMI8 y 8iOHOCUHAX 3 KAIEHMaMu 8UOABHUYO-MONI2PAGIYHUX
nionpuemcme, Wo yHKYIOHYIOMb Y Cy4aCcHOMY KOHKYpeHmHoMy cepedosuui. [TiokpecseHo, wio AKicmb KOMYyHIKayii Mix MeHeOMepamu ma KaieRmamu €
8U3HQYASLHUM YUHHUKOM YCTIWHOCMI KOMMGHI], OCKiNbKU CaMe 80HA 8MAUBAE HO CMPOKU BUKOHGHHS 3aMO8s1eHb, BH00MEeMHI NOKA3HUKU ma penymayito
opaaHizayii. BiocymHicme cucmemHux nidxodie do KomyHikayii npu3sodums 0o Henopo3ymiHe, KOHpAIKMie Ma 8Mpamu KaieHmis, wjo 0cob1u80 KPUMUYHO
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004 manux nidnpuemcme i3 obmexceHumu pecypcamu. Memoto docniomeHHs € po3pobka ma 06rpyHMYBAHHA CUCMEMU KOMYHIKAMUBHUX YeK-nucmie AK
MPAKMUYHO20 iIHCMPYyMeHMy MeHeOXepa NPoeKkmis, Wo 00380456 CMAHOGPMU3Y8AMU NPOUECU 83aEMOQii, 3HU3UMU piseHb KOHBAIKMHoCcmI ma nidsuwumu
AKICMb KnieHMCcobKo20 cepsicy. MemodonoziyHa ocHosa 0ocnideHHs NOEOHye cucmemHul, OianbHIiCHUl | KOMyHiKamusHul NidXo0u, G MAKOM 8UKOPUCMAHHSA
Memodie aHaA3y ma CUHMe3y HayKosuX Oxcepest, OPIBHANbHO20 AHANI3Y MiXHAPOOHUX cmaHdapmis ISO ma KopnopamusHux pezaameHmis, Kelic-cmadi ma
emMnipu4Ho20 MOHIMopUHey. Y pobomi y3a2anbHeHO Cy4acHi HayKosi A0C/IOHEHHS, W0 CMOCYMbCA KOPNopPamMUBHOI Kyaemypu, po3sumky soft skills i sacmo-
CyeaHHA HeliponiHesicmuy4Ho20 npoepamysara (H/1) y meHedxmenmi. [okazaHo, wo mixHapooHi cmandapmu 1SO (9001, 14001, 45001) 3a6e3neyyroms
(hopmanizosaxy cucmemy ynpaeniHHaA AKICMO Ma npo30picmb KOMYHIKaUiliHUX Mpoyecie, KOPMoOPAMUBHI pezaameHmu hopmytome Kysaemypy 83aemodii ma
ideHmuyHicmo Komnanii, a po3sumok soft skills (emoyiliHuli iHmenexkm, akmugHe cAyXaHHA, HABUYKU Nepe2osopie) nidsuwye epekmusHicme pobomu meHe-
Oxepig. [6pudHi Modesi, wo MOEGHYOMb (hOPManbHI CMAHOAPMU 3 MCUXOM0RIYHUMU IHCMPYMEHMAMU, CMBOPIMb KOMMAEKCHUL nioxid 0o ynpaeniHHA
KoMyHiKayjiero. [pakmuyHa YyacmuHa 00cnioxeHHs peani3osaHa Ha npukaadi manoi sudasHu4o-noniepacpiyHoi KomnaHii, de byao 8nposadHeHo cucmemy
KOMYHIKOMUBHUX Yek-nucmie y Kinbka emanis: diazHOCMuKa npobsiemM, HaBYaHHA MeHedxepis, pO3poOKa Ma 3aCMOCYBAHHA Yek-Aucmis, MOHIMOpUHe pe-
3ynbmamig. Emnipuyri dai nidmeepdunu egekmusHicMb 3aIPONOHOBAHOI MEMOOAUKU: KislbKicmb cKape KnieHmie 3meHwunacs Ha 25-40%, yacmka nocmili-
Hux KnieHmig 3pocna Ha 10-15%, piseHb 3a00801eHOCMi KomyHikayiero niosuwuscs Ha 20-25%, a Kinbkicmb Hosux 3amosneHs 36inbwunaca Ha 20-30%.
Y cmammi makox« npedcmasnexo npuknadHi iHcmpymeHmu 0as meHeOepis: MiHi-kapmka «Cmon — YmoyHu — ¥Y32006» Ma KUWEHbKOB8A KAPMKA «5 KpoKig
KOMyHiKayji», aKi 00380/1510mb WEUOKO peazysamu Ha KOHG@MIKMHI cumyauii, 3HUXysamu cmpec i 3a6e3nevysamu y3200xceHicms Oill. Lli iHcmpymenmu
MOEOHYOMb OPMAnbHI cCMaHOAapMU 3 MCUX0N02IMHUMU MeXHIKamu, Wo pobums KoMyHiKayito binbw 2Hy4Koto, emnamiliHo ma pe3ynbmamusHot. TaKum
YuHoM, 00cnioHeHHs 00800UMb, WO BMPOBAOHEHHA CUCMEMU KOMYHIKaMUBHUX CMaHAapmig i Yek-aucmie y 8UOABHUYO-MOMI2PAGIYHUX KOMMGHIAX € edek-
MUBHUM 3aC060M MIOBUL4EHHA AKOCMI K/TIEHMCbKUX BIOHOCUH, 3HUMEHHA KOHAIKMHOCMI ma hopMysaHHA KOHKypeHMHuUX nepesae. Pesynsmamu pobomu
Marme NPAKMUYHe 3HaYeHHs 019 Manux i cepedHix nidnpuemcme, AKi MpazHyme 3abe3nevyumu cmabinbHiCMb KMiEHMCbKOI 6a3U, 3pOCMAHHS 3aMO8/1eH |
no3umueHull imiO Ha PUHKY nosiepaciyHux nocaye.

Knrouosi cnosa: KomyHikamugHi cmaHoapmu, YeKk-aucmu, meHedxep MpoeKmis, 8UOABHUYO-M0NIPAhiYHA KOMNAHIS, KopropamusHa Kyaemypa, 1ISO cmak-
dapmu, soft skills, emoyitiHuli iHmenexm, HeliponiHegicmuyxe npoepamysarts (H/1M), akMueHe CAyXaHHS, ynpasiHHaA KOHEAIKMamu, ynpaeniHHa npoekma-
MU, KAIEHMCbKI BIOHOCUHU, 300080/1EHICMb KiEHMIB.
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odern publishing and printing companies
operate in a complex competitive environ-
ment where the quality of communication
with clients becomes one of the key factors of success.
Despite technological progress and the automation of
production processes, it is the human factor and the
ability of managers to interact effectively with clients
that determine the level of trust, order stability, and
the company’s reputation. The problem lies in the fact
that communication in the printing industry often re-
mains unsystematic and dependent on the individual
skills of particular managers, which leads to misunder-
standings, conflicts, and the loss of clients.
The absence of clearly defined communication
standards in client relations creates risks for enterpris-
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es, especially small and medium-sized ones that oper-
ate under conditions of limited resources and face high
competition. Unpredictable managerial behaviour, dif-
ferent communication styles, and insufficient atten-
tion to the psychological aspects of interaction may
cause emotional conflicts, delays in order fulfilment,
and a decrease in customer satisfaction. As a result,
a company loses not only financial performance indi-
cators but also long-term partnership relations, which
are critically important for its development.

An additional problem is that traditional com-
munication management tools (regulations, instruc-
tions, corporate codes) often fail to consider individual
client characteristics and the emotional dimension of
interaction. In modern conditions, this is insufficient:
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clients expect not only a high-quality product but also
clear, fast, and empathetic communication. Therefore,
there is a need to create a system of communication
standards that combines formal procedures with psy-
chological tools such as neuro-linguistic programming
(NLP), active listening, recognition of emotions, and
the use of solution-oriented language.

Thus, the relevance of the problem lies in the
need to develop and implement a practice-oriented
system of communicative checklists for managers of
publishing and printing projects. Such a system should
ensure structured processes, reduce conflict, increase
customer satisfaction, and stimulate the growth of re-
peat orders. Solving this problem will allow enterprises
not only to stabilize internal communication processes
but also to form a competitive advantage in a market
where the quality of client interaction becomes a de-
termining factor of success.

The issue of communication standards and their
implementation in project management within
publishing and printing companies has been
reflected in a number of contemporary studies. Con-
siderable attention is paid to corporate culture as the
basis for shaping staff motivation and ensuring the sta-
bility of communication processes. In particular, the
works of L. Volianska-Savchuk [1] and A. Voronkova
et al. [2] emphasize the role of corporate norms and
values in ensuring effective interaction between em-
ployees and clients. N. Kuchynova [3] focuses on the
development of creative thinking in future marketers,
which is directly related to the formation of communi-
cative competence.

A separate line of research concerns the devel-
opment of soft skills among managers and executives.
N. Makhnachova and A. Midliar [4] define soft skills
as a key factor of managerial effectiveness, while L.
Rudenko [5] considers communicative culture of future
specialists as a fundamental component of their profes-
sional training. S. Dubovyk and T. Drabchuk [6] em-
phasize the importance of developing emotional intelli-
gence in modern managers, which is also supported by
studies by V. Boichuk and A. Lisova [7], who interpret
communicative culture as a necessary condition for the
professional growth of a creative personality. The con-
ceptualization of the phenomenon of emotional intelli-
gence is presented in the monograph by E. Nosenko and
N. Kovryha [8], while the classical works of D. Goleman
[10] and P. Drucker [9] laid the foundation for under-
standing the role of emotions and communication in
management of the twenty-first century.

An important direction is the standardization
of communication processes. European and interna-
tional quality standards (ENQA [11], ANSI/ISO/ASQ
[12]) define frameworks for ensuring transparency and
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accountability in interaction, which can be adapted to
the publishing and printing sector.

A separate group consists of studies devoted
to neuro-linguistic programming (NLP) and its ap-
plication in management. M. Frankovsky et al. [13],
Y. Kotera [14], A. Budiman et al. [16], and S. Bohra,
N. Shukla [17] analyse the potential of NLP for im-
proving communication effectiveness and personnel
management. T. Witkowski [15] offers a critical review
of the results of long-term NLP research, which makes
it possible to assess its strengths and limitations. In
a more applied dimension, M. Fernandez and J. Lee
[20], D. Kovacevi¢ and J. Petrovi¢ [21], and Y. Liu and
H. Zhang [22] demonstrate the potential of NLP in
preventing conflicts in multicultural teams, educa-
tional environments, and medical collectives.

Contemporary studies also emphasize conflict
management in teamwork. A. Aggrawal and A. Maga-
na [18] explore the possibilities of using large language
models for training in conflict management, while
M. Kh. Th. E. Alazemi, A. K. M. Mohiuddin [19] ana-
lyse discursive practices of conflict management in
construction projects. These approaches have signifi-
cant potential for adaptation in publishing and print-
ing companies, where conflicts often arise due to dif-
ferent communication styles and high levels of stress.

An important contribution to the development
of this topic is made by the works of D. Makatora and
R. Kubanov [23; 24], which systematize practical as-
pects of implementing NLP in the activities of architec-
tural and construction as well as publishing and print-
ing companies. The authors propose methodological
models for applying rapport and other communicative
techniques in managerial practice, which directly cor-
respond to the objectives of the present study.

Thus, the analysis of recent research and publi-
cations indicates the multidimensional nature of the
problem of communication standards: from corporate
culture and the development of soft skills to the imple-
mentation of international standards and psychologi-
cal tools, including NLP. This creates a scientific basis
for developing a system of checklists that can become
an effective tool for managing communication in pub-
lishing and printing projects.

is based on a combination of systemic, activity-

based, and communicative approaches, which
makes it possible to comprehensively examine interac-
tion processes between managers and clients in pub-
lishing and printing projects. The systemic approach
ensures the analysis of communication as an integral
structure, where each element (standards, checklists,
psychological tools) performs a specific function and
influences overall management effectiveness. The acti-

The methodological framework of the study
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vity-based approach focuses on the practical actions of
managers aimed at organizing negotiations, resolving
conflicts, and maintaining client relations. The com-
municative approach allows interaction processes to
be studied as a multidimensional phenomenon that in-
cludes verbal, non-verbal, and emotional components.

The study employs methods of analysis and syn-
thesis of scientific sources, which enabled the generali-
zation of contemporary theoretical and practical deve-
lopments in the fields of corporate culture, soft skills, and
neuro-linguistic programming. A comparative method
was used to compare international ISO standards and
corporate regulations with practices of psychological
communication. The case study method made it possi-
ble to analyse examples of implementing communicative
checklists in the activities of small enterprises, particu-
larly in the publishing and printing sector.

The empirical part of the study is based on diag-
nosing communication problems, training managers
in effective interaction techniques, and implementing
a checklist system. To assess effectiveness, both quan-
titative and qualitative analysis methods were used:
counting the number of complaints, determining the
share of repeat clients, assessing satisfaction levels,
and analysing order dynamics. Monitoring was carried
out over a period of 3—6 months, which made it pos-
sible to obtain reliable data on the effectiveness of the
proposed methodology.

hus, the methodological basis of the study

combines theoretical models and practical

tools, providing a unified approach to solving
the problem of communication standards in client re-
lations. This makes it possible not only to systematize
scientific knowledge but also to propose applied solu-
tions for improving the effectiveness of project man-
agement in publishing and printing companies.

The aim of the study is to develop and substan-
tiate a system of communication standards in client
relations of publishing and printing enterprises, based
on the use of checklists as a practical tool for project
managers. Such a system is intended to ensure struc-
tured interaction processes, reduce the level of con-
flict, and improve the quality of customer service. The
study is aimed at integrating international standards
(ISO), corporate regulations, and psychological tools
(NLP, emotional intelligence, active listening) into a
unified communication management model. Achiev-
ing this goal makes it possible to enhance manage-
rial effectiveness, strengthen client trust, increase the
number of repeat orders, and build competitive advan-
tages for enterprises in the printing services market.

Presentation of the main research material.
Communication standards serve as the foundation
of effective project management, as they determine
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the quality of interaction among participants, process
transparency, and the level of trust within the team.
There are several approaches to their formation, which
can be conditionally divided into international stan-
dards, corporate regulations, and soft skills develop-
ment models.

ISO standards (in particular ISO 9001, ISO
14001, ISO 45001) provide a formalized system of
quality, environmental, and safety management [11;
12]. They envisage clearly documented communica-
tion procedures, transparency of information flows,
and control of responsibility. For a publishing and
printing company, this means risk reduction, process
alignment, and increased client trust.

Corporate communication standards are formed
within the company and reflect its culture and values.
These may include a code of ethics, regulations for
conducting meetings, rules for electronic correspon-
dence, or reporting procedures [1; 2]. Such standards
contribute to team stability, reduce misunderstand-
ings, and shape corporate identity, which is especially
important for creative industries.

The Soft Skills Framework focuses on the devel-
opment of personal and interpersonal skills of emp-
loyees. This includes emotional intelligence [10], active
listening, negotiation skills, and conflict management
[3; 18; 19]. In the context of project management, this
enhances team effectiveness, reduces conflict, and
strengthens staff motivation.

Finally, hybrid models combine formal ISO stan-
dards with corporate regulations and the development
of soft skills [4; 5]. This approach ensures a balance
between rigid procedures and the flexibility of the hu-
man factor. For a publishing and printing company,
this means comprehensive development, high adapt-
ability, and competitiveness in the market. A more
detailed overview of existing theoretical and method-
ological approaches to communication standards is
presented in 7hl. 1.

dards described in the table create a basic frame-

work for organizing interaction within the compa-
ny and between its departments. However, their real
value becomes evident when they are integrated into
the daily practice of communication with clients. It is
precisely at this point that psychological tools come to
the forefront, complementing formal regulations with
a living, flexible, and human dimension.

In this context, neuro-linguistic programming
(NLP) functions not only as a set of techniques but as a
practical bridge between standards and real communi-
cative situations. Rapport helps the manager quickly es-
tablish a trusting contact, calibration enables the timely
detection of hidden tension, and reframing makes it

It should be noted that the communication stan-
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Table 1

Overview of the existing theoretical and methodological approaches to communication standards

Expected effect in project

ISO 14001, 1SO 45001)

and safety management

« Transparency of information
flows
« Responsibility and control

Approach Area of application Key elements management
« Documented communica-
ISO standards (SO 9001, Quality, environmental, tion procedures » Risk reduction

«Increased client trust
« Process alignment

Corporate communication
standards

Internal company culture

« Code of ethics

« Communication regulations
(meetings, reports, e-mail)

« Unified interaction rules

« Team stability

« Reduction of misunder-
standings

« Formation of corporate
identity

Soft Skills Framework

Staff development, HR,
project management

« Emotional intelligence
« Active listening

« Negotiation skills

« Conflict management

«Increased team effective-
ness

« Reduced conflict levels

« Growth in productivity
and motivation

Hybrid models
(ISO + corporate
standards + soft skills)

Integrated management

« Combination of formal
procedures and flexible skills
« Balance between standards
and the human factor

« Comprehensive develop-
ment

« High adaptability
«Increased company com-

petitiveness

possible to transform potentially conflict-generating
statements into constructive proposals [23; 24]. In com-
bination with corporate norms and ISO procedures,
these tools ensure not only formal compliance but also
emotional stability in interaction. Other psychological
approaches, such as the development of emotional in-
telligence, active listening, or the use of the VAK model,
make it possible to adapt communication to the indi-
vidual characteristics of the client [7; 8; 10]. This means
that standards cease to be a dry set of rules and are
transformed into a living system that considers both or-
ganizational requirements and the human factor.

Thus, formal communication standards become
the foundation, while psychological tools serve as the
means of their practical implementation in client rela-
tions. Together, they form a holistic model in which
each interaction is built on trust, openness, and a com-
mitment to a mutually beneficial outcome.

Basic standards of communication with clients
are defined in Thl. 2.

Tbl. 2 presents standards of manager-client
communication, which include examples of formu-
lations aimed at improving interaction and commu-
nication effectiveness. The standard is developed on
the basis of contemporary research [13-22]. These
communication directions are important tools that
can help managers establish productive dialogue with
clients, reduce conflict, and increase the level of cus-
tomer satisfaction.
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1. Active listening. The active listening standard
involves the use of clarifying questions that demon-
strate to the client that their thoughts and feelings are
important. Example formulations such as “If I under-
stand correctly, you mean that...?” or “If I heard you
correctly..” emphasize the manager’s interest in the
details of the conversation. This reduces the likelihood
of misunderstandings and creates a sense of trust.

2. Acknowledgement of emotions. Acknowl-
edging clients’ emotions is critically important for
creating a positive communication climate. State-
ments such as “I see that this is important to you” or
“I understand that you are disappointed” help demon-
strate empathy and sensitivity to the interlocutor’s ex-
periences. This can significantly improve the relation-
ship between the manager and the client, as the client
feels that their emotions are recognized and respected.

3. Focus on a shared goal. Focusing on a shared
goal is an important aspect of resolving issues that
arise during communication. The formulation “Our
common task is to resolve this issue in the best pos-
sible way” helps shift the emphasis from conflict to
cooperation. This supports constructive dialogue and
encourages clients to engage in joint problem-solving.

4. Questions instead of statements. Using
questions instead of statements is an effective method
that encourages the client to participate more actively
in the conversation. For example, the question “What
would be the optimal outcome for you?” makes it pos-

565

MEHEDKMEHT | MAPKETUHT

EKOHOMIKA


http://www.business-inform.net

MEHEDKMEHT | MAPKETUHT

EKOHOMIKA

Table 2

Standards of manager-client communication

Standard

Example formulations

Active listening

“If  understand correctly, you mean that...?"/"If | heard you correctly...”

Acknowledgement of emotions

“| see that this is important to you."/“l understand that you are disappointed”

Focus on a shared goal

“Our common task is to resolve this issue in the best possible way”

Questions instead of statements

“What would be the optimal outcome for you?”

Micro-confirmations

Summarizing agreements: “So, we are doing A by (date)”

Solution-oriented language rather
than problem-focused language

“What can we do right now?”

sible to understand the client’s expectations and adapt
actions accordingly. This not only improves the qual-
ity of communication but also contributes to achieving
mutually beneficial solutions.

5. Micro-confirmations. Micro-confirmations
are an important element that helps summarize agree-
ments and ensure clarity in communication. For
instance, the phrase “So, we are doing A by (date)”
clearly formulates the outcome of the discussion and
helps avoid further misunderstandings. It also creates
a sense of shared responsibility for fulfilling commit-
ments on both sides.

6. Solution-oriented language rather than
problem-focused language. Using solution-oriented
language focuses attention on finding possible ways
out of a situation. The phrase “What can we do right
now?” encourages action and a positive approach to
resolving issues instead of concentrating on the nega-
tive aspects of the problem. This helps create a proac-
tive atmosphere in which clients feel that their issue
can be resolved.

Opverall, the communication standards presented
in Tbl. 2 are important tools for managers in their work
with clients. They contribute to improved interaction,
increased trust, and a reduced likelihood of conflicts.
Implementing these methods in daily practice can sig-
nificantly enhance the quality of customer service and
support success in the printing business.

ext, we continue to develop and analyse the

checklist system. For example, a checklist sys-

tem designed to support managers in conflict
management is an effective tool that enables a struc-
tured approach to resolving complex situations and
ensures the effectiveness of everyday communication
with clients. Below are several key justifications for
implementing such a system.

1. Structuring the process. Checklists allow
managers to systematize the stages of conflict manage-
ment, helping to avoid omissions of important actions.
Each conflict is unique; however, there are common
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stages that can be identified, such as problem identifi-
cation, analysis, solution development, and agreement
on actions. The use of a checklist ensures consistency
in conflict management, which can lead to more effec-
tive outcomes.

2. Stress reduction. Conflict situations are often
accompanied by emotional tension for both the mana-
ger and the parties involved. Checklists can serve as an
“action plan” that helps the manager focus on specific
steps instead of panicking or feeling overwhelmed.
This can reduce stress levels and improve the overall
communication process.

3. Increased efficiency. With the use of check-
lists, managers can respond to conflicts more quickly
and accurately, as they have a clear plan of action. This
saves time, since instead of spending it on deciding
what to do next, the manager can follow a validated
structure that leads to faster conflict resolution.

4. Support for learning and development.
Checklists can serve as a training tool for new manag-
ers or employees. They help familiarize staff with best
practices in conflict management and provide support
in developing relevant skills. Checklists may include
recommendations, example phrases, and techniques,
which contributes to the enhancement of professional
competence in this area.

5. Improvement of communication. Checklists
may include elements aimed at improving communi-
cation between the parties to a conflict. For example,
they may contain clarifying questions, phrases for
building rapport, or methods for reframing the prob-
lem. This supports more constructive dialogue and re-
duces the likelihood of conflict escalation.

6. Monitoring and evaluation. Checklists can
be used to monitor progress in conflict management.
Managers can track which stages have been completed
and which remain unfinished, making it possible to as-
sess the effectiveness of their actions. This also sup-
ports further improvement of conflict management
processes based on accumulated experience.
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The checklist system is a powerful tool for mana-
gers in the process of managing everyday communica-
tion and resolving conflicts. It enables process struc-
turing, stress reduction, efficiency improvement, and
learning support. Implementing such a system can
significantly contribute to successful conflict resolu-
tion and the strengthening of relationships between
the parties.

highly effective tool in the real professional ac-
tivity of publishing and printing project man-
agers is the mini-card of the managerial com-
munication standard “Stop — Clarify — Agree” (TbL. 3).

with a clear time frame. This ensures coordination of
actions among all participants.

Example phrases: “Our goal is not to miss the
deadline”; “At 11:25 we lift the press and start print-
ing; before that — unit preparation for 5-7 minutes”
These formulations create clarity regarding goals and
tasks, thereby reducing the likelihood of future misun-
derstandings.

The communication standard “Stop — Clarify —
Agree” represents a practical approach to managing
communication in conflict situations. Its use helps
maintain safety, reduce tension, achieve a clear under-
standing of the situation, and ensure coordinated ac-

Table 3

Mini-card of the managerial communication standard “Stop - Clarify - Agree”

Block Content Example phrases
Sto Pause actions in case of safety risks or misunder- | “Let’s stop for safety reasons - let’s take five minutes
P standings to clarify, without assigning blame”
Clarify Ask clarifying questions, identify facts “What exactly happened?”/“What is the minimum
and emotions needed to proceed...?”
Formulate a shared goal and define the next Our goa! 's notto miss t_he d.ea<.JII|ne [AUIT25 we
Agree N start setting up and begin printing; before that -
step with timing . . ; "
unit preparation for 5-7 minutes

Tbl. 3 provides an overview of the communi-
cation standard “Stop — Clarify — Agree,” which is a
useful tool for effective communication management
in situations that may lead to misunderstandings or
safety risks. Let us consider each block of this standard
in more detail.

1. Stop. Content: this block emphasizes the need
to pause actions in situations where there is a risk to
safety or a potential misunderstanding. This is the first
and most important step, as it helps prevent further
complications and ensures the safety of all participants.

Example phrase: “Stop for safety reasons — let’s
take five minutes to clarify, without assigning blame.
This formulation demonstrates that the focus is on
safety rather than punishment, which helps reduce
tension and creates an atmosphere of openness.

2. Clarify. Content: at this stage, it is important
to ask clarifying questions in order to identify facts
and emotions that may be the causes of conflict or mis-
understanding. This makes it possible to gain a clearer
understanding of the situation.

Example phrases: “What exactly happened?”;
“What is the minimum needed to proceed...?” These
questions help reveal details that may be critical for
understanding the problem and open the way for con-
structive discussion.

3. Agree. Content: at the final stage, it is impor-
tant to formulate a shared goal and define the next step
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tions. Clearly formulated phrases and questions foster
an atmosphere of trust and cooperation, which is essen-
tial for successful conflict resolution. Implementing this
standard in practice can significantly enhance commu-
nication effectiveness within teams and organizations.

or effective management of interaction with in-

terlocutors, managers can also use the pocket

card “5 Steps of Communication” (Thl. 4).

Tbl. 4 presents the manager’s pocket card
“5 Steps of Communication” [13-17], which serves as a
practical tool for improving communication skills and
effectively managing interaction with interlocutors.
Let us consider each of the five steps in more detail.

1. Listen. Brief description: the first step involves
active listening, which means allowing the other per-
son to speak without interruption. This helps create
an atmosphere of trust and openness, where the in-
terlocutor feels that their thoughts and feelings are
important.

Example phrase: “I hear that..” This phrase dem-
onstrates attentive listening and readiness to receive
information, thereby enhancing the quality of commu-
nication.

2. Name the emotion. Brief description: the next
step is to mirror the emotional state of the interlocu-
tor. This helps acknowledge and validate their feelings,
which can reduce tension during the conversation.
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Table 4

Manager’s pocket card “5 Steps of Communication”

No. Step

Brief description

Example phrase

1 Listen

Let the person speak without interrupting

“I hear that..."

2 Name the emotion

Mirror the emotional state of the interlocutor

"I see that you are angry /
worried”

3 | Clarify the facts

Verify and specify the information

“The machine is occupied until
11:20"

4 | Shared goal

State the result that unites both sides

“Our goal is to finish without
delays”

Agree on the next step
and timing

Specify clearly who / what / when

“At 11:25 we lift your forms
and start printing”

Example phrase: “1 see that you are angry / wor-
ried” By recognizing the interlocutor’s emotions, the
manager shows not only that they are listening, but
also that they understand the person’s state, which
contributes to more effective communication.

3. Clarify the facts. Brief description: this step
involves verifying information in order to avoid mis-
understandings and ensure clarity in communication.
Accurate data are essential for making informed deci-
sions.

Example phrase: “The machine is occupied until
11:20” Such a statement helps establish clear facts that
may influence subsequent actions and decisions.

4. Shared goal. Brief description: it is important
to articulate a shared goal that unites the parties in-
volved. This helps focus attention on an outcome that
is beneficial for everyone.

Example phrase: “Our goal is to finish without
delays” This formulation emphasizes a common inter-
est and supports a sense of teamwork.

5. Agree on the next step and timing. Brief de-
scription: the final step consists of specifying concrete
actions to be taken, as well as defining responsibility
and time frames. This is crucial for ensuring clarity in
task execution.

Example phrase: “At 11:25 we lift your forms
and start printing.” Clearly defining actions and tim-
ing helps avoid misunderstandings and makes the next
steps explicit.

he pocket card “5 Steps of Communication” is

a simple yet effective tool for managers seeking

to improve their communication skills. Apply-
ing these five steps helps create a positive atmosphere
in which interlocutors feel heard and understood. This
enhances communication effectiveness, reduces the
likelihood of conflicts, and contributes to the achieve-
ment of shared goals. Integrating these steps into ev-
eryday practice can significantly improve interaction
within teams and across the organization as a whole.
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A radio log template is another very simple yet
effective communication tool (Thl. 5).

Table 5

Radio log template with ready-made phrases

Field What to record Example
Time Exact time of the 1125
agreement
I Brief description .The mthlne .
Situation / fact o is occupied until
of the situation N
11:20
“Lifting the
Micro-agree- Agreed step forms and
ment and time starting printing
at11:25"
Responsible “Master
Name or role "
person Petrenko
Who notifies "Manaaer
Who informs other depart- 9 "
Ivanenko
ments
) “Confirmed -
) Confirmation -
Confirmation hrase printing starts
P at 11:25"

Tbl. 5 presents a radio log template with ready-
made phrases, which can be used for effective record-
ing of important communication moments in the
work process. Such a log is a useful tool for informa-
tion management and for ensuring clarity in com-
munication. Let us consider each field of the table in
more detail.

1. Time. What to record: exact time of the agree-
ment.

— Example: 11:25.

— Analysis: recording the time is critically impor-
tant for accuracy and coordination of actions. It allows
all participants to be aware of exactly when specific ac-
tions should take place, thereby reducing the risk of
misunderstandings.
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2. Situation / fact. What to record: a brief de-
scription of the situation.

— Example: “The machine is occupied until
11:20”

— Analysis: a clear formulation of the situation
or fact provides all participants with clarity about the
current state of affairs. This enables faster decision-
making based on up-to-date information.

3. Micro-agreement. What to record: the agreed
step and time.

— Example: “Lifting the forms and starting print-
ing at 11:25”.

— Analysis: this field records a specific agreement
between the parties, emphasizing a shared goal and re-
sponsibility for execution. It helps avoid confusion in
subsequent actions.

4., Responsible person. What to record: name or
role.

— Example: “Master Petrenko”.

— Analysis: identifying the responsible person is
important for clarity in task management. It makes it
easy to determine who is accountable for performing
specific actions, thereby increasing the level of respon-
sibility.

5. Who informs. What to record: who notifies
other departments.

— Example: “Manager Ivanenko”.

— Analysis: indicating the person who informs
others ensures clarity in communication. This helps
avoid confusion and ensures that the entire team is
informed about changes or important developments.

6. Confirmation. What to record: a confirmation
phrase.

— Example: “Confirmed - start at 11:25”.

— Analysis: confirmation in the form of an on-
air phrase is important for reinforcing information. It
acts as a form of control, allowing all participants to
be confident that the information has been correctly
received and agreed upon.

The radio log template with ready-made phrases
is a useful tool for managing communication and in-
formation within teams. It promotes a structured ap-
proach to recording key moments, thereby reducing
the likelihood of misunderstandings. The use of such
logs helps ensure clarity, accountability, and coordina-
tion of actions among all participants, which is criti-
cally important for the successful completion of tasks.

hus, the checklist system is an indispensable tool
for managers of publishing and printing proj-
ects. The use of checklists helps structure the
communication process by ensuring consistency of ac-
tions and reducing the risk of missing important stages.
This not only increases the effectiveness of handling
complex situations, but also reduces stress for both the

BISBHECIHOOPM N¢ 12_2025

www.business-inform.net

manager and the participants in a conflict, as a clear ac-
tion plan provides confidence and predictability.

The mini-card of the communication standard
“Stop — Clarify — Agree” is another important element
that enables managers to respond to conflicts and
challenging situations promptly and effectively. This
standard supports the suspension of actions in criti-
cal situations, clarification of facts, and formulation
of shared goals. Owing to such a structured approach,
managers can avoid conflict escalation and maintain
constructive dialogue.

The manager’s pocket card “5 Steps of Commu-
nication” summarizes the key elements of successful
interaction. It provides clear guidance on active lis-
tening, mirroring emotions, clarifying facts, defining
shared goals, and agreeing on actions. This helps not
only to reduce the likelihood of conflicts, but also to
create an atmosphere of cooperation, which is criti-
cally important for achieving success within a team
and the organization as a whole. Implementing all of
these tools in practice can significantly enhance the ef-
fectiveness of conflict management.

The radio log template with ready-made phrases
is an important tool for ensuring effective communi-
cation within teams, especially in the context of op-
erational project work, where speed and accuracy of
information are of critical importance. This template
makes it possible to structure key messages by record-
ing essential elements such as time, situation, micro-
agreement, responsible persons, and confirmation.
The use of standardized phrases helps reduce the like-
lihood of misunderstandings and errors, ensuring clar-
ity and transparency in communication. Thanks to the
radio log, the team can respond promptly to chang-
ing situations, coordinate actions, and maintain a high
level of alignment, which is particularly important in
stressful or dynamic working conditions.

ithin the framework of project implementa-

'\ x / tion, the proposed methodology was intro-

duced into the activities of the advertising

and printing agency “Berberis M” (Kharkiv). Context:

a small publishing and printing company with a staft

of 25 employees, an average monthly order volume of

approximately UAH 300,000, an average project turn-
around time of 7 days, and 1-2 project managers.

The objective of the implementation was to im-
prove the quality of communication between manag-
ers and clients, as well as to reduce the number of con-
flicts that negatively affect deadlines, budgets, and the
company’s reputation. To assess effectiveness, clear
performance criteria were defined, reflecting both
quantitative and qualitative changes in operations.

Stages of implementation:

Stage 1 — diagnosis of communication prob-
lems. Typical difficulties were identified, including
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emotional conflicts and misunderstandings with cli-
ents caused by different communication styles; the
lack of structured negotiation techniques; and a low
level of early conflict detection. These issues created
risks of missed deadlines and client loss.

Stage 2 - training managers in communica-
tion techniques. Managers completed training in ac-
tive listening, rapport building, reframing, and work-
ing with emotional states. This made it possible to es-
tablish a foundation for more professional and stable
interaction with clients.

Stage 3 - implementation of communica-
tion checklists. A system of practical checklists was
developed to standardize processes from the first
contact with a client through to project completion.
The checklists included algorithms for handling com-
plaints, rules for conducting negotiations, and tech-
niques for reducing emotional tension.

Stage 4 — monitoring results. Over a period of
3-6 months, the following indicators were assessed:
the number of complaints, the share of repeat clients,
the level of satisfaction with communication, and or-
der dynamics.

Effectiveness criteria:

1. Reduction in the number of client complaints.
The implementation of checklists made it possible to
reduce the number of formal and informal complaints
related to misunderstandings, delays, and emotional
conflicts. This served as an indicator of increased trans-
parency and predictability in communication.

2. Growth in the number of repeat clients. The
quality of interaction between managers and clients
improved, trust increased, and the number of misun-
derstandings decreased. The share of repeat clients
grew by 10-15%, which is strategically important for
small companies.

3. Increase in the level of client satisfaction.
Satisfaction was assessed based on the following pa-
rameters: response speed, clarity of explanations, the
manager’s emotional stability, and the ability to pro-
pose solutions. The level of satisfaction increased by
20-25%, confirming the effectiveness of the approach
in the field of service interaction.

4. Growth in the number of orders by 20-30%.
Improved communication and reduced conflict levels
directly influenced the speed of client decision-mak-
ing and their willingness to recommend the company
to others. This resulted in an increase in new orders by
20-30%, which is a critically important indicator for
small companies.

The implementation of a communication check-

list system in the activities of a small publish-
ing and printing company demonstrated that
the standardization of communication, combined with
psychological tools (NLP techniques, emotional intel-
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ligence, and active listening), can significantly improve
the quality of client relationships. This approach not
only reduces the number of conflicts but also creates
a long-term competitive advantage — stability of the
client base, growth in orders, and the formation of a
positive company reputation.

Recommendations for implementing commu-
nication standards in enterprises:

1. Organizational level:

+ Develop a corporate communication code
that defines rules for negotiations, email cor-
respondence, and meeting management.

+ Integrate ISO standards (9001, 14001, 45001)
into internal processes to ensure transparency
of information flows and accountability control.

o Create a system of checklists for key stages of
client interaction: initial contact, agreement of
terms, project support, and conflict resolution.

2. Project manager level:

+ Apply client communication standards (active
listening, acknowledgement of emotions, focus
on a shared goal, solution-oriented language).

« Use psychological tools: rapport to build trust;
calibration for early detection of tension; re-
framing to transform conflict-prone state-
ments into constructive ones.

+ Implement the mini-card “Stop - Clarify —
Agree” as a rapid-response tool in challenging
situations.

+ Use the pocket card “5 Steps of Communica-
tion” for daily practice (listen — name the
emotion — clarify facts — shared goal —
agree on the step and timing).

3. Staff training and development:

+ Conduct regular training in soft skills: emo-
tional intelligence, negotiation, and conflict
management.

+ Use checklists as training materials for new
employees.

+ Introduce a mentoring system in which experi-
enced managers share best practices in apply-
ing communication standards.

4. Monitoring and effectiveness evaluation:

+ Define key performance indicators (KPIs):
number of complaints, share of repeat clients,
satisfaction level, number of new orders.

+ Conduct quarterly analyses of the results of
implementing checklists and standards.

+ Use customer surveys to assess communica-
tion quality.

+ Adjust standards based on collected data to
ensure relevance and effectiveness.

S. Cultural aspect:

+ Foster an atmosphere of trust and openness:
standards should function not only as formal
rules but as part of the corporate culture.
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+ Encourage the use of solution-oriented lan-
guage instead of problem-focused language.

+ Support a positive company image through
stable and predictable communication with
clients.

A roadmap for implementing communication

standards is presented in ThL. 6.

human factor, reducing the dependence of communi-
cation outcomes on the subjective characteristics of
individual manager. Psychological tools, in particular
NLP techniques, active listening, and acknowledge-
ment of emotions, complement these standards with a
living dimension that contributes to conflict reduction
and trust building, enhances the predictability of cli-

Table6

Roadmap for implementing communication standards

Stage Tools / actions Expected results
« Surveys of clients and employees « Identification of typical problems
1. Diagnosis « Analysis of complaints and conflict cases | « Formation of basic needs

« SWOT analysis of communication

for standardization

+1SO procedures
2. Development of standards
« Soft Skills Framework

« Corporate communication code

- Creation of unified rules of interaction
« Alignment of internal and external
processes

reframing)
3. Staff training
tion”)

«Training in NLP techniques (rapport,
« Pocket cards (“5 Steps of Communica-

« Mini-card “Stop - Clarify - Agree”

« Increased managerial competence

+ Reduced stress levels

« Development of constructive dialogue
skills

4. Implementation of checklists

tion acknowledgement

« Checklists for negotiations
« Algorithms for handling complaints
« Standards of active listening and emo-

« Reduction in the number of misunder-
standings

«Increased client trust

« Communication transparency

5. Monitoring and evaluation
«Regular surveys

« KPIs: number of complaints, repeat
clients, satisfaction level, new orders

« Content analysis of communication

« Reduction in complaints by 25-40%
«Increase in repeat clients by 10-15%
«Increase in satisfaction by 20-25%

« Growth in orders by 20-30%

6. Adjustment « Updating checklists

and development

« Adapting standards to new conditions
« Mentoring and experience exchange

« Continuous improvement of commu-
nication

« Increased company competitiveness
« Formation of a culture of trust and
openness

Thus, the implementation of communication
standards and checklists at an enterprise makes it pos-
sible to reduce the number of conflicts, increase the
level of customer satisfaction, expand the share of re-
peat orders, and strengthen the company’s reputation
in the market.

CONCLUSIONS

The introduction of communication standards
and a checklist system into the activities of publish-
ing and printing enterprises has proven to be an ef-
fective tool for improving the quality of interaction
with clients and for optimizing project management
processes in a highly competitive market environ-
ment. The use of structured approaches that combine
international ISO standards, corporate regulations,
and the development of soft skills ensures a balance
between formal procedures and the flexibility of the
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ent interactions, and creates a stable communicative
environment within project teams. The integration
of mini-cards, pocket algorithms, and radio logs en-
ables managers to respond promptly to complex and
stressful situations without compromising the quality
of managerial decisions. As a result of implementing
such practices, companies achieve a reduction in the
number of complaints, growth in repeat clients, high-
er levels of customer satisfaction, and an increase in
orders, which is critically important for competitive-
ness and the sustainable development of the business,
as well as for the formation of long-term reputational
advantages based on trust, openness, and professional
communication. The obtained results confirm the fea-
sibility of using a system of communication standards
and checklists as a practical tool for the sustainable de-
velopment of small and medium-sized publishing and
printing enterprises. n
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3onoueBcbKuia 0. B., Mikyna I. C. @paHyaii3nHr Ak 6a3uc popmyBaHHA KPOC-KYIbTYPHUX YNPaBAIHCbKNX NPaKTUK
y 6i3Hec-npouecax nignpnemcrs

Y cmammi 30ilicHeHo aHani3 panyaliauHey AK yrpaeniHcbKo2o 6asucy GopmyBaHHA KPOC-KyAbMYPHUX ynpasaiHcbKux npakmuk y bisHec-npoyecax mionpu-
emcme. O6rpyHMOBAHO, WO aKMUBHEe MOWUPeHHs (hpar4alizuHeaosux modenell y cy4acHomy miOnpueEMHUYbKOMY cepedosulli CynpoBoOHYeEMbCa yYcKnao-
HEHHAM ynpasiHCLKUX 83aEmoQili, 3yMoBeHUX KyAbmypHOI PI3HOMAHIMHICMIO y4acHUKie (hpaHYali3uH208uX Mepex. 3a makux ymos mpaduyiliHi nidxoou
0o cmaHOapmu3auii bi3Hec-npoyecie He 3aex0u 3a6e3neyyoms HanexHul piseHb egpekmueHocmi ynpaeniHHa. Y mexcax 0ocnioxeHHa gpanyaliauHe pos-
2/1AHYMO AK cucmemoymeopiotode cepedosulle, y Mexax AKo2o 8i0bysaeMbCa MPAHCAAYIA KOPIOPAMUBHUX CMAHOApMIB, yNpasaiHCbKUX pe2nameHmis i
opeaHizayiliHux piweHs, wo nompebylomb adanmayji 00 NOKAALHUX COUIOKYMbMYPHUX YMOB (yHKYIOHY8aHHA midnpuemcme. Kpoc-KynemypHul meHeom-
MeHm iHMepnpemosaHo AK iIHCMpPyMeHm y32003eHHA YHI(iKOBAHUX YnpasiHCbKUX MPaKMUK i3 KyAbmypHUMU 0COBAUBOCMAMU [ePCOHANY, YIPABAIHCLKUX
cmunie i KomyHikayiliHux modenell y ppanyaliauHeosux cucmemax. BusHaueHo, Wo iHmezpauyis KPoc-KyabmypHUX yrpasniHCbKux npakmuk y bisHec-npoyecu
(hpanyalizuHzo8ux nidnpuemcme crpuse NidBUUIEHHI0 A0aNMUBHOCMI YrIPABAIHCLKUX PiieHb, Y3200HEeHOCMI ynpaesniHHa ma cmilikocmi dyHKUioOHy8aHHSA
(panyaiizuHzosux mepex y bazamokyabmypHomy cepedosuwyi. JosedeHo, wo MOEOHAHHA cmaxdapmu3ayii 6i3Hec-mpoyecie i KyabmypHoi yymaugocmi
ynpasniHHA 00380A5€ 3HU3UMU pieeHb YNPaBAIHCLKUX KOHGIKMI8, midsuwumu pesyasmamusHicme peanizayii 6iaHec-npoyecie i KOHKYPeHMOoCnpPoMOodH(-
Hicmb nidnpuemcme. Ompumani pesyasmamu no2aubatorms meopemuyHi MONOXEHHA W000 830EM038’A3KY paryali3uHay, yrpaeniHHA bisHec-npoyecamu
ma Kpoc-KynbmypHo20 MeHedHMeHmy ma Moxymb 6ymu sukopucmani npu hopmysaHHi adanmueHux modenell ynpasniHHa nidnpuemcmeamu 8 ymosax
6a2amokynbmypHo20 MIOMPUEMHULbKO20 CepedosuLya.

Kntouosi cnosa: hparyatisure, Kpoc-KyabmypHuli meHeOHmMeHM, yrpasniHCbKi npakmuku, 6i3Hec-npoyecu, cmaHoapmusayis, adanmayjs.
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Zolochevskyi 0. V., Pikula H. S. Franchising as the Basis for the Formation of Cross-Cultural Managerial Practices

in Enterprise Business Processes
The article analyzes franchising as @ managerial basis for the formation of cross-cultural managerial practices in enterprise business processes. It is substanti-
ated that the active spread of franchising models in the modern entrepreneurial environment is accompanied by complications in managerial interactions
caused by the cultural diversity of participants in franchising networks. Under such conditions, traditional approaches to standardizing business processes do
not always ensure an adequate level of managerial efficiency. Within the study, franchising is considered as a system-forming environment within which the
transmission of corporate standards, managerial regulations, and organizational decisions takes place, requiring adaptation to the local sociocultural condi-
tions of enterprise operations. Cross-cultural managerial is interpreted as a tool for aligning standardized managerial practices with the cultural characteristics
of staff, managerial styles, and communication patterns within franchising systems. It is defined that integrating cross-cultural managerial practices into the
business processes of franchising enterprises enhances the adaptability of managerial decisions, consistency of managerial, and the resilience of franchising
networks in a multicultural environment. It is proved that combining business process standardization with cultural sensitivity in management reduces manage-
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