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COMMUNICATION MANAGEMENT
IN THE ASPECT OF THE FOOD INDUSTRY

Sectors of the food economy create systems which existence is dependent upon effective
communication. Due to a turbulent market environment they need information about customers,
competitors or allies in order to create a trust atmosphere that will lead to increased interest in their
products or service. Internationalization and globalization of the food economy postulate new
communication needs, thereby emphasizing the role of communication in dealing with the environment
in which the primary source of profit become the information and methods of their identifying and
sharing. The authors undertook a study which, through concentration on communication management,
fills a significant gap in literature dedicated to identification of a communication system in the aspect
of a supply chain and as an element of strategies of food industry enterprises.
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Introduction. A lot of enterprises of the food industry underrate the importance of
communication, while currently the key component of success in this industry is its image,
which depends on how it is perceived, how it communicates with its environment, addresses
arising problems and wants to develop.

Topicality of the subject results from the fact that food industry is still a large beneficiary
of the integration with the EU. The good economic situation of agriculture and food
processing continues, which is an effect of a significant support for agriculture income and a
receptive European market that has opened up food manufacturers. The income-price effects
of the integration are constantly decreasing. High dynamics of agricultural and food export is
maintained, which leads to the increased domestic demand. There is production and
investment upswing in the food industry. Moreover, the changing environment forces
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enterprises to meet customers' needs. A company’s presence on the market, survival and
development depend not only on a well-qualified staff, but, above all, on a satisfied customer.
Therefore, it is very important to analyse instruments that support active sale of products and
to define and assess the tools for communication with the market which are used in the
industry.

The prospects for development of the issues addressed in the paper result from the
marketing aspect, which determines the art of communication and delivery of intended
information to customers. Communication can be described as an art of being competitive and
achieving advantage on the market. Thanks to an effective management of communication,
i.e. selection of appropriate forms and means adjusted to the customer and impacting his / her
understanding of the message, an enterprise is better perceived, recognised and valued. Its
prestige and customers’ trust grow only when the customer doesn’t feel the cognitive
dissonance between the promise made by PR and the actual service.

Skilful management of communication allows an enterprise to reach all customers from the
target segment. Due to the specific character and situation on the market, enterprises from the
food industry sector should particularly carefully choose the means and content of their
communication. Through a full integration of different forms of communication, an enterprise
should offer full transparency and reliability of its information. A coherent process of
communication has a large impact on how an enterprise is perceived by customers.
Thus, in constantly changing conditions of market competition, a developed system of
communication, which uses advertising, sales promotion, public relations and the Internet,
magazines and external advertising as well as lobbing, sponsoring and relations with media is
one of the most important factors impacting a long-term success of an enterprise.

Further research will concern sales instruments that contribute to an effective
communication of an enterprise with its environment, which determines its further
development. Various instruments supporting sale and communication of a company with the
market will be evaluated. Economic use and adaptation of available forms of communication
represents a challenge on the one hand, while on the other hand — a great chance for dynamic
development of an enterprise. A survey will be conducted on a group of people who are
directly engaged in relations with the customer and have knowledge about communication
activities undertaken in the enterprise. The aim of the survey will be to evaluate not only the
staff’s knowledge about enterprise’s communication with the market, but also the way an
enterprise implements communication with its environment.

Literature review. Communication management in this sector is significant for the
development of enterprises, as an enterprise’s strength lies in human resources (Wos A., 2006)
[23, p. 22-40]. It is mainly employees that have impact on an enterprise and its image. Studies
show that 70% of crisis situations at enterprises of the food industry are caused by employees’
actions. Thus, it is concluded that creation of an enterprise’s image should begin from inside.
Care about good communication with employees will reduce the risk of crisis situations and
will work to the benefit of the company [24, p. 148-160].

We cannot forget the fact that the most effective employee is one that feels bound with the
company, identifies himself / herself with it and is involved in the decision making process. It
is also important for an employee to feel that in case of any doubts his / her opinion will be
listened to, and his / her problem solved. It is particularly important when changes are made in
a company. Every enterprise introduces changes to keep up with the growing market and
competition [14, p. 72-77]. Appropriate adaptation of an enterprise to a turbulent environment
should involve preparation of employees for these changes, explaining why the changes are
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being introduced. Effective management of communication in the period of introduction of
changes will enable control of the actions that are undertaken and will reduce the risk of
errors [22, p. 75].

Effective communication with employees gives an enterprise a range of benefits and
reduces anxiety among employees. Creating a positive image of an enterprise outside, through
a coherent system of communication management, results in increased loyalty of the staff and
increased trust towards the top management. Effective communication will allow difficult
issues to be explained to employees, which will increase their effectiveness. A satisfied
employee will also promote the enterprise and employer outside, thus creating its positive
image [2, p. 218].

Aims of the article. As globalisation implies social acceptance that takes place on the
market and is reflected in the fact that offered services and products find their purchasers, the
aim of the paper is to identify the process of communication, which involves gathering and
providing information that will be properly used to create competitive products or services,
with reference to the strategies of food industry enterprises from the application perspective.

The scientific aim of the paper is to relate the operation of enterprises to communication
management determinants that impact their innovativeness and competitiveness.

The issues addressed in the paper are important due to the necessity to coordinate activities
and processes taking place in the food chain, which determines strategic decisions on the food
sector market.

Basic material.

Communication system as an element of the strategy of enterprises of the food industry.
Communication should be regarded as fundamentally important for the development of
entrepreneurship in the food sector. For every enterprise in this sector, an effective system of
communication constitutes a basis for making crucial decisions regarding business strategy,
with particular reference to [3; 13]:

— the food segment of the market and ways of increasing revenues from activity in this
segment;

— improvement of the internal organisational structure of an enterprise and the increase in
its productivity;

— implementation of innovations and innovative solutions to optimise economic
processes and reduce costs.

Effective management of communication in this sector requires understanding the sense
and principles of the communication process, and the impact of the internal and external
environments on the information flow. This fact conditions the necessity of doing research
into communication relations which enables analysis of the effective communication
development.

Four basic elements play a fundamental role in the communication
process [21, p. 141-144]:

— sender, i.e. a person who gathers, systematises and conveys information;

— message, which is usually information encoded by means of symbols;

— channel, i.e. medium through which information is conveyed;

— receiver, who is a person to whom information is addressed.

The above mentioned elements, inscribed in the communication process, enable creation of
a range of dependencies expressed in development of ideas, encoding and choice of channels,
transmission and decoding (Fig. 1).

The different stages of communication process are also limited by barriers which disturb
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the correct reception of information as a result of imperfection of encoding, impact of
interferences on the message and different interpretations of the same data. The above
mentioned factors result in the content of the message being lost or distorted, thus negatively
influencing the activity of an enterprise. Studies conducted by have shown that
communication management in the food sector constitutes the main barrier on the way
towards achieving effectiveness, with effective information exchange being one of the
fundamental problems [15, p. 84-91].

EMERGENCE OF AN IDEA

\4
A
Encoding and choice of the BARRIERS Sender :|<_
channel
A A 4
| Communication, decoding BARRIERS Message

A A
| Reaction, feedback BARRIERS Receiver

Figure | — Extended diagram of communication process (own work)

Effective communication in the area of the food industry should be based on accurately
and comprehensively translated message, taking into account the behaviour of the sender and
receiver showing understanding, friendly attitude and honesty during the conversation, which
will enable establishment of eye contact (Fig. 2).
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Figure 2 — Barriers to the creation of effective communication (own work)

Communication management will enable the creation of an effective communication
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system which can ensure eye contact, which in turn will positively impact the coordination of
information streams, leading to simplification of information exchange schema and creation of
functional information system using modern technologies.

Eliminating the barriers limiting effective management of communication will allow
consumers to be more efficiently informed about an enterprise’s production, its advantages,
characteristics and quality. Such activities will allow an enterprise to persuade consumers to
decide in favour of its products and will shape and strengthen not only its positive image but
also the image of its products on the market. Effective communication, especially in the food
sector, will allow to conduct market analyses and obtain feedback about its state, which will
be reflected in the right approach to managing mutual relations on the market and inside an
enterprise, leading to establishment of mutually beneficial partnership relations with other
economic entities [19, p. 19-30].

However, we cannot forget that the above mentioned actions require a marketing approach
to effective management of communication, which in the sector of enterprises of the food
industry necessitates the definition of requirements towards the participants of a
communication process, including the data about the information that should be transmitted,
persons responsible for the transmission of the message, receivers of the information, method
or technology of transmitting the message, as well as communication frequency, principles for
approving documents, schemas for problem solving and method for updating the process of
communication management during its implementation. Effectiveness of the activities taken
by enterprises operating in the sector of the food industry depends mainly on continuous
improvement of communication system, which implementation will accelerate achievement of
the goals through precise definition of the idea of the process of communication and its
purposefulness in the process of analysis of the environment in which communication takes
place, which will positively lead to the creation of a quality space of communication,
necessary for the development of enterprises operating in the food industry.

Specific conditions of communication management in the sector of the food industry.
As already mentioned, effective and smooth communication is one of the conditions of
achieving goals at all levels of the activity of enterprises and of maintaining relations with the
environment. Competitiveness of enterprises increasingly depends on the information obtained
in the process of communication which at the enterprise level can be divided into external
communication, which takes place between an organisation and its external environment, and
internal one, which refers to interactions within a team of employees and the management of
the enterprise. Communication management, as one of key tools that influence improvement
of the implementation of basic functions of management, requires personalized, interactive,
individualized and customer needs-oriented communication, which will allow the entities of
the food sector to analyse, model and predict the behaviour of customers during planning and
automation of personalised communication with customers. It should be stressed that
communication management requires analysing characteristics and behaviour of customers in
order to [9, p. 25-55]:

— define customer groups;

— explain the behaviour of customers;

— conduct segmentation of customers;

— identify the factors that drive customers.

An important element of communication management in the aspect of the food industry is
communication with the customer, which will allow the customer’s reactions to be predicted.
Communication management basically refers to planning, gathering, processing, updating and
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conveying information, which underlies the communication process. In enterprises of the food
industry, efficient management of communication will enable efficient functioning and
improvement of the flow of information which is necessary in taking decisions connected with
health safety of produced or processed food [20].

When addressing communication management we cannot omit the issues that directly refer
to the area of the food industry, including taking decisions regarding supply, production and
distribution. The performance of all the activities takes place among producers that offer
products adapted to consumer needs [6].

The sector of the food industry is a sector of products that are usually perishable, thus, it is
necessary to maintain a supply chain and transport to guarantee unchanged quality of
products [10]. Effective management of the communication process will enable appropriate
organisation of the logistic process, including transport, and coordination of carriage.

Susceptibility of perishable food products determines the fundamental significance of
communication, both in the sphere of distribution and sale of these goods. Therefore, the basic
task of communication is to convey information such as the price, parameters, storage and
warehousing conditions with regard to the infrastructure and potential threats.
Thus, communication management requires transparency, which guarantees information flow
and access. It is an appropriately constructed coaxing message with characteristics and
attributes of an assortment [4; 8].

Integrated approach to communication processes may ensure market success to an
enterprise and enable the achievement of a long-term market success. Communication of
enterprises of the food industry requires interaction between the participants of the above-
mentioned processes in the market conditions that dynamically create new needs [12].

In the conditions of unquestionable globalisation of the market, the predominant trend is
the increase in the food industry enterprises’ interest in the principles and practice of
communication management, focused on adjusting their offer to market requirements and
customer needs. Thus, communication management is an integrated system of planning,
shaping and controlling the flow of goods taking into account information conditions, which
will enable the motivation of the actors and such a coordination of actions that will ensure
advantageous relations between the level of provided services and the level and structure of
associated costs. The effect of these processes should be the satisfaction of customer needs,
which will be reflected in their loyalty, will increase competitiveness as well as operational
and strategic efficiency of an enterprise. The aim of communication management in the food
industry sector is to create a system of effective information flow that will allow consumer
needs to be met by means of efficient processes of communication [26].

In the processes of communication between enterprises of the food industry and the
market, an important role is played by the function of managing the processes of distribution
and sale taking into account product characteristics of the products on offer. Analysing the
process of communication from the perspective of the distribution of goods, it should be
stressed that it involves decisions and actions taken to ensure efficient management and
communication between the suppliers and consumers of such products. Creating a formula of
distribution understood as an element of the process of communication will allow to establish
customer desired way of reaching customers and offering goods on the market. The decision
making process with reference to communication with the market should take into account
new forms of organising the sale. Increased availability of food products and the development
of the forms and techniques of their sale influence the importance of distribution in the process
of communication.
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A distribution strategy in the sectors of the food industry is strictly correlated with a
competitive strategy. The key position of distribution in communication management at
enterprises from this sector results from the fact that due to the perishability of food materials
and products the decisions in the area of communication management basically refer to the
choice of transactional and physical channel of distribution. Appropriate communication in the
area of performing delivery processes concerns the choice of a distribution channel and the
choice of a strategy with regard to the degree of distribution intensity and strategic decisions
in the area of logistics [5, p. 321-380].

The successive stages of communication management in the aspect of the food industry
directly refer to distribution channels that involve the reception of goods, logistics of
distribution, logistic outsourcing, as well as all activities that shape the processes of managing
supply chains. Cooperation of the above mentioned factors based on modern principles of
communication management will enable fast response to customer needs, unreliable customer
service and maintaining appropriate relations with customers.

Knowledge and effective management of communication have become a key resource
determining the creativity and functioning of enterprises from the sector of the food industry.
These immaterial resources are connected with human actions and experience, and the process
of communication may lead to such companies gaining competitive advantage.
Communication management is a process based on identifying, acquiring and using
knowledge to improve a company’s competitive position, which is supported by leadership in
a supply chain, by logistic organisational culture, technology of logistics and information
system.

Cooperation in the integration of communication processes aimed at creating a coherent
message will allow, on the one hand, customers to obtain the information they need, while, on
the other hand — it will enable planning the production and supply of raw materials,
forecasting the demand, planning and modelling the distribution network and optimisation of
transport [8; 25].

The most important resource of enterprises of the food industry is potential, experience and
knowledge of their employees, guaranteeing their uniqueness and competitiveness. Proper use
of capabilities and motivation to cooperate will allow knowledge not only to be acquired and
created but also disseminated. However, the prerequisite is effective management of
communication. It is also necessary to develop certain standards for communication
in enterprises of the sector of the food industry. In the case of this industry, there are various
groups of employees due to different objectives set for the different departments.
Communication as a subfunction of leadership becomes key to management. It should be
understood as a process in which message is conveyed between the sender and receiver.
It may be unilateral in a situation when instructions are given to follow and no reaction is
expected from the receiver.

If however questions are asked, then the process of communication is bilateral and there is
feedback. Globalization is inevitably connected with the necessity of a specific view of the
processes of production and trade in the food industry. Increased competition, diversified food
products, high requirements regarding appropriate quality of products, reliability and
flexibility in their delivery as well as building customer trust and control of the processes
taking place in the sector of the food industry require, first of all, effective management of
communication. Transformation of the food industry and the accompanying commercial
sphere impact the relations between the participants of the supply chain, starting from
producers and ending with consumers [17].
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Management of communication in a supply chain plays a special role in the sectors of the
food industry, which is not only influenced by modern technologies [7, p. 88-96], but also
changes in the expectations of the supply chain participants and the demand from customers
whose increased awareness leads to increased importance of the processes of quality control
and improvement and food security [1; 11]. However, none of the issues above can be
considered separately as it requires commitment and cooperation of all the players in a supply
chain. The functioning of a supply chain requires effective communication between the
participants of the chain, starting from the producer and ending with the consumer.
Appropriate management of communication in the supply chain is necessary due to the fact of
meeting customer needs because a process of creating and strengthening communication
between the participants takes place then, which may lead to achievement of common
benefits. Supply chain in the sector of the food industry functions within a system which
comprises suppliers, producers, distributors and buyers, among whom there is a flow of goods
and information as part of an effectively functioning process of communication [18].

Effective management of communication in the sectors of the food industry is of strategic
importance as it concentrates on the following areas [12]:

— market measures that oscillate around trade, logistics and marketing. Effective
communication impacts the improvement of the quality of food products, food security, flow
of products in supply chains and effectiveness of the transactions entered into;

— production processes where effective communication conditions control processes and
optimisation of production processes;

— management, which mainly involves decisions that are taken at management level,
which, supported by effective communication, improve the gathering, selection, processing
and transmission of information.

Communication management will enable the improvement of contacts with customers and
optimisation of customer service. The implementation of effective communication will also
enable an individual approach to the customer in marketing actions. Effective communication
has also an important impact on the price, distribution and promotion of food products, as
problems connected with effectiveness of the above mentioned actions mainly refer to the
aspect of the transmission of information because it is the transmission of information that
becomes the basic factor in their development. Improvement of communication will lead to
the increase in the degree of cooperation between players and clearly improve the sphere of
supply, stock management, transport, processing of orders, relations with sellers and
production planning.

Thus, communication management becomes an important tool for coordinating production
plans with logistic operations and deliveries of goods. Communication in these areas will
improve information exchange and cooperation between the participants of the supply chain
through modification of orders, which in turn will lead to fast adaptation to changing demand
and will enable the reduction of the costs of storage of goods and reduction of perishable
goods. Further, we should stress the role of effective management of communication in such
spheres as: broadening and improving the level of provided services and increasing flexibility
of completion of deliveries.

As studies show, many countries have noticed the impact of effective management of
communication on the efficiency of supply chains and reduction of delivery time. We should
also stress the importance of communication in the processes of identification, use and
assimilation of information resources, with particular reference to [16]:

— information exchange, which is the basic skill in a supply chain, understood as an
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enterprise’s ability to effectively pass knowledge to partners in the supply chain;

— coordination, which refers to products, financial resources and human work from the
moment of starting production to completion of an order. Coordination in a supply chain
enables reduction of transactional costs and improves operational effectiveness among the
participants of the supply chain;

— integration of actions among the participants of the supply chain, which makes it
possible to create a continuous process of entering into transactions treated as a whole;

— the supply chain’s reaction to external factors caused by complicated market
phenomena, which is possible only through close cooperation between the participants of the
supply chain in the area of improving the information flow and shortening
distribution channels.

Conclusions. Effective management of communication in the aspect of the food industry
constitutes one of strategic elements of an enterprise’s resources, playing increasingly
important role and leading to increased competitiveness of enterprises that want to adapt
themselves to the global tendencies of the civilisation development and regard knowledge and
information as a strategic resource of an enterprise. Communication management, being
within the area of interest of both marketing and management, means necessity of
coordinating simultaneously a number of actions and processes in processing companies and
in the food chain, which affects strategic decisions in logistic processes connected with
manufacturing, distribution and trade, and also of shaping information processes on the
market, as market success of enterprises of the food sector depends on their ability to reach
end customers with the offer of food products through effective management of
communication.

The prospect of future research will oscillate around the issues connected with sales
instruments which support not only the sales but also a company’s communication with the
market. It is worth focusing on evaluation of knowledge on an enterprise’s communication
with the market, as well as addressing the issue of the way of a company’s implementation of
communication activities with respect to its environment in the marketing aspect, which
determines the art of communication and delivery of intended information to customers, as a
proper communication system is one of the most important factors determining success of an
enterprise and impacting its competitiveness.
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KomyHikaniiiHuii MEHeIZKMEHT B aCIIEKTi Xap40Boi NPOMHCJIOBOCTI

Cexmop xapuoeoi npomuciogocmi — ye CKIAOHAd CUcmemMd, ICHY8aHHA sKOI 3HA4HOI MIpow
3anexcums 6i0 epekmueHoi KomyHikayii. PyHKYIOHY8anHa cucmemu 6i06ysacmvcs y mypoyieHmHoMmy
PDUHKOBOMY cepedosuwyi, sAKe eumazae 6ionosionoi iHgopmayii npo Kuienmis, KOHKYpenmie uu
napmmepie, wo 0036014€ CMEOPUMU ammocghepy 008ipu ma npu3eooums 00 3pOCMAHHA THmepecy 00
npooykyii yu nociye. Inmeprayionanizayia i enobanizayis eKOHOMIKU NPoO0BOIbCMEA CMABUMb HOBI
8UMO2U 00 AKOCMI mMa PieHA KOMYHIKAMUGHOCMI NIONPUEMCMS, NIOKPECHoYU MuM Camum poib
MEXHON02I Y GION0GIOHOMY Cepedosuwyl, Oe OCHOBHUM Odicepeniom Npubymky cmae iHgopmayis ma
Memoou il euseneHHs U NepemeopeHHs. Aemopamu npeocmagieHo OOCHIONCEHHS 3 6USUEHHS.
epexmueHoCmi KOMYHIKAYIlIHO20 MEHEONCMEHMY, WO MAE HA Memi GUCEIMIeHH s IHPOPMAayii He NOGHOH
Mipowo  mpedocmasnenoi y  cyuacuiu aimepamypi. Jlocniodcenns — npucesueno  ioeHmugikayii
KOMYHIKQYIlIHUX cucmem 6 acnekmi Jauyioea oucmpuOyyii, wjo Ha OYMKY a8mopié € OCHOB0H
egexmusHux cmpamezitl OisIbHOCI NIONPUEMCME XAPUOBOI NPOMUCTIOBOCTII.

KirouoBi cioBa: KOMyHIKaIlifHUN MEHEIKMEHT, XapuoBa MPOMHCIOBICTh, MPOJOBOJIBYMI PUHOK,
JIOTiCTHKA, TUCTPUOYIIiS.
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YeHCTOXOBCKHH TOJIMTEXHUIECKUH yHHBepcuTeT (T. YeHcToxoBa, [Tonbia);

/. Byoens, KaHJ[. UCT. HayK, YeHCTOXOBCKUHA MOJATEXHIYECKUH YHUBEPCUTET
(r. Yencroxoga, [lomnpira);
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Ononbckuit yausepcuret (r. Omone, [lonpma); nmpodeccop kKadeapsl IKOHOMUUECKONH KHOCPHETHKH H
nHpopManmoHHbIX cucTeM, [lonaTaBckas rocynapcTBeHHas arpapHas akagemus (r. IlontaBa, YkpanHa)

KoMMyHHKAIMOHHBIH MeHeI)KMEHT B acleKTe MUIIEBOi MPOMBIIIIEHHOCTH

Cexmop nuuje6oil NnpoMbUUIEHHOCMU — 3MO CNOJICHAS CUCMeMd, CYWecmeosanue KOmopou 6
3HAYUMENbHOU Mepe 3agucum om dQ@exmusnon Kommynukayuy. DyHKYuoHuposanue cucmemvl
npoucxooum 8 mypoynenmHom polHOUHOU cpede, KOmMopoe mpebyem coomeemcmsyouel ungpopmayuu
0 Kauenmax, KOHKYPeHmo8 uil napmHepos, 4mo no360saem co30ams ammocgepy 008epus u npugooum
K pocmy unmepeca K npooykyuu umu ycayeam. Mumepnayuonanusayus u 2no6anuzayusi IKOHOMUKU
nPo00BOILCMBUS.  CMABUM  HOBble mMpebo8aHus K Kauecmsy U YPOGHIO KOMMYHUKAMUBHOCMU
npeonpusmull, NOOYePKUBAs MeM CamMbiM POb MEXHON02Ull 8 coomeemcmayoujell cpeoe, 20e 0CHOGHbIM
UCMOYHUKOM NPUOLLIU CIMAHOBUMCS UHPOPpMAYUs U Memoobl ee ODHAPYICeHUs U NpeoOpa3o8anusl.
Asmopamu  npeocmasnenvl UCCIE006AHUA NO  USYUEHUIO IPDEKMUSHOCIU  KOMMYHUKAYUOHHO20
MEHeOMHCMENMA, UMEIOWas Yelblo OC8eujeHus UHGOpMayuu He 6 NOAHOU Mepe NpeOCmAasieHHOU 6
cospemennotl tumepamype. Hccredosanue noceaweno uoeHmu@ukayuu KOMMYHUKAYUOHHBIX CUCTIEM 6
acnexkme yenu Oucmpubyyuu, Komopwvle, N0 MHEHUIO A6MOPO8, ABNAIMCA OCHOBOU IghpexmusHwix
cmpamezuti 0esimeabHOCHU NPeOnPUAMULL RUWeBoU NPOMbIULEHHOCTU.
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