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PE®EPAT

I'onuapenok Hartanes ['eHHanpeBHA

B3aumocBs3b y10BJIETBOPEHHOCTH PA00TO M1 MOTHBALIMHU K TPYAY € YPOBHEM
CTPECCOyCTOMYMBOCTH y ONIePaToOpoOB KoJLI-eHTpa (Ha npumepe 3A0 BECT)

Junimomuas pabota: 44 c., 35 ucrounuka, 4 tabi., 4 npuJ.

KiroueBbie cJIoBa: YyJIOBIECTBOPEHHOCTh PabOTOM, MOTHUBALMS K TPYIY,
YPOBEHb CTPECCOYCTOMUYMBOCTH, CTATUCTUYECKUI KOPPEIALIMOHHBINA aHAJIU3.

OO0beKT uccjiel0BaHuA — ONIEPATOPHI KOJUI-LIEHTPA.

Heanb padoTbl — BBISIBUTH B3aUMOCBSI3b YAOBJIETBOPEHHOCTH pPabOTOW H
MOTHBAIlUM K TPyAYy C YPOBHEM CTPECCOYCTOMYMBOCTH Yy OIEPATOPOB KOJUI-
LEHTpA.

MeToabl HMCCJICIOBAHUS: ONPOCHUK JUIS  OINpPENEIECHUs HCTOYHHKOB
MOTHBAlLlMM, AaHKETa «yIOBJIETBOPEHHOCTh pabOTON», TECT Ha CaMOOLEHKY
CTPECCOYCTOMYNBOCTH JINYHOCTHU, CTATUCTUYECKANA KOPPEISLUOHHBINA aHAJIN3S.

IHosnryyeHHbIe pe3yJbTAThI M MX HOBU3HA: BBISIBICHBI B3aUMOCBS3U MEXKY
YPOBHEM yJIOBJIETBOPEHHOCTH padOTOW M YPOBHEM CTPECCOYCTOMYHMBOCTU Y
OIEpaTOPOB KOJUI-LIEHTPA, a TaKK€ MEXIy MCTOYHHKAMU MOTUBALMU K TPyAy H
YPOBHEM  CTPECCOYCTOMYMBOCTM y OINEPATOPOB  KOJUI-LIEHTPA, YTO JAET
BO3MOYKHOCTh pa3pabOTKH HOBBIX MPAKTUYECKUX PEKOMEHAAUUN, METOIUYECKUX
IPUEMOB MOTHUBAMU K TPYAY U CLIOCOOOB MOBBIIIEHUS CTPECCOYCTOMYHBOCTH.

O0s1acTb  BO3MOKHOTO NPAKTHYECKOI0 TMPHMMEHeHHusl: pa3padboTka
MPAKTUYECKUX TporpamMMm Ui paboTojaTesnel u paOOTHUKOB B cdepe, rae
TpeOyeTcss TMOBBIILIEHUE MOTHUBAallMM K TPYAy MU CTPECCOYCTOMYMBOCTU Y
OIIEpaTOpPOB KOJUI-LIEHTPA.

ABTOp paboOThl MOATBEPKIAET, UYTO NPHUBEACHHBIM B paboTe Marepuan
IPABWJIBHO M OOBEKTHBHO OTPAXAE€T COCTOSHUE HMCCIEAYEMOIo Ipolecca, a BCe
3aMMCTBOBaHHbIE W3 JIMTEPATYpPHbIX W APYIMX HCTOYHHUKOB TEOPETHYECKUE,
METO/I0JIOTUYECKUE U METOAMYECKUE TIOJIOKEHHSI M KOHIENIUU COMPOBOKIAIOTCS
CCBUIKaMH Ha X aBTOPOB.




POD®EPAT

I'anuaponak Haramnsa ['enan3peyna

VY3aemacyBs3b 3a1aBoJIeHACHi IPanaii i MATHIBALLII A2 PAIBI 3 Y3POyHEM
cTpacaycroiiiBacui y aneparapay KoJui-dHTpa (Ha npbikiaanse 3A0 BECT)

Heimiomnas padora: 44 c., 35 kpbiHiil, 4 Ta01., 4TIPBIKII.

KirouaBbisic/IOBBI:  337]aBOJICHACIH Tpaliail, MaThIBallblsl Ja Ipallbl,
y3pOBEHB CTPICAYCTOMIIIBACII, CTATHICTHIUHBI KapPAJIALIBINHBIS aHai3.

AO'eKT gacjielaBaHHS - ariepaTapbl KOJUI-I[DHTPA.

MbTa padoThl - BRISBILB Y3aeMacyBsi3b 33/1aBOJICHACII] Mpaliaif 1 MaThIBallb1
Jia TIpallbl 3 y3pOyHEM CTpacayCToMIIBAacIll ¥ anepaTapay KOJUI-LIPHTpA.

MeTtaanbl qacjieqaBaHHs: albITAIBHIK JJIs BBI3HAYIHHS KPBIHII] MAThIBAIIbI1,
aHKeTa «3aJaBoJIeHacCIlb Mpalaii», TACT Ha CaMaaldHKy CTPACAyCTOMIIIBACLI acoOBbl,
CTaTBICTBIYHBI KAPAJIAIBIMHBIA aHAT3.

ATpbIMaHbIfl BbIHiKI i iX HaBi3HA: BBIAYICHBI Y3aeMacyBs3l Mamix
y3pOYHEM 3a/1aBOJICHACIIl Tpalail 1 ¥y3poyHeM cTpacaycTroilmBacii ¥ anepaTtapay
KOJUI-LIPHTpa, a Takcama MaMiX KpbIHIIIaMi MaThIBallblli Ja Tpaibl 1 Y3poyHeM
CTpacaycToisiBacii ¥ ameparapay KOJUI-I[PHTpA, IITO Jae MardbIMacih
pacmparioyki HOBBIX MPAKTBIYHBIX PAIKAMEHJAIbIM, METaJbIUHbIX MpbIEMaY
MaThIBaIlbll J1a Mpallbl 1 criocabay MaBBIIIHHS CTPACAYCTOMTIBACII.

BoOsiacup MarybiMara nNpakThIYHAra Y/KbIBaHHSI:  paclpanoyka
MPaKTBIYHBIX Mparpam s npanagaymnay 1 padotHikay y cdepsl, 13€ narpadyeria
MaBBIIIPHHE MaThIBAllbll Ja Mpaibl 1 cTpacaycroiiBacii ¥ ameparapay KO-
LPHTPA.

A¥yTtap pabGoThl manBApiKae, IITO TMPBIBEA3CHBI Y TMpaibl MaTIPISIT
mpaBiibHA 1 a0'eKThIYHA aIJIIOCTPOYBAa€ CTaH JoOcCienHara Tpampcy, a yce
3arma3bluaHblsl 3 JITAPATYPHBIX 1 IHIIBIX KPBIHII TIAPITHIYHbBISA, METaIaJariuHbls 1
METAJIBIYHBIS CTAHOBIIIYBI 1 KaHIPIIBI CyIpaBa/pKarollla CHachUIKaMmi Ha iX

ayrapay.




ANNOTATION

Goncharenok Natalia Gennadyevna

« The relationship of job satisfaction and motivation to work with the level of
stress among call center operators (for example, ZAO BEST)»

Degreepaper: 44 p., 35 sources, 4 tables, 4 app.

Key words: job satisfaction, motivation to work, the level of stress, the
statistical correlation analysis.

Object of research —call center operator.

Purpose of research — to identify the relationship of job satisfaction and
motivation to work with the level of stress among call center operators.

Research methods: questionnaire to determine the sources of motivation
profile "job satisfaction" stress test on self-esteem of the person, the statistical
correlation analysis.

Obtained results and their novelty: revealed the relationship between the
level of job satisfaction and the level of stress among call center operators, as well
as between the sources of motivation to work and the level of stress among call
center operators, which makes it possible to develop new practical guidelines,
instructional techniques motivation to work and ways to improve stress resistance.

Area of possible practical application: development of practical programs
for employers and employees in the field where you want to increase the
motivation to work and the stress of the operators call-center.

The author of the work confirms that material presented in it correctly and
objectively reproduces the picture of investigated process, and all the theoretical,
methodological and methodical positions and concepts borrowed from literary and
other sources are given references to their authors.




