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EBHOW JMCIATITAHBI

1.1 Heap aucuumiauHbl: (HOPMUPOBAHHE U COBEPIICHCTBOBAHHME KOMMYHHMKATHBHOM
KOMIIETCHIIMM W €€  KOMIIOHEHTOB:  COLMOKYJBTYPHOTO,  COLMOJUHIBUCTUYECKOTO,
KYJIbTYPOJIOTrM4YECKOI0, MParMaTuyeckoro, CTPaTernyeckoro, HEOOXOAMMBIX JUIsl peaau3aluu
HAayYHBIX ¥  TPO(ECCHOHANBHBIX  HABBHIKOB, (opmupoBaHHME  OOUICKYIBTYpHBIX H
po(hecCHOHATBPHBIX KOMIIETEHIIMN IS TIOATOTOBKH CIEIMATUCTOB, CIOCOOHBIX 00eCIeYnBaTh
BBICOKOKAYECTBEHHBI IMMCbMEHHBIM M YCTHBIM IEPEBOJ NPU OCYIIECTBICHUH KOMMYHHUKAIUU
MEXKJy IPEACTaBUTEISIMU  AHIJIOS3BIYHBIX M HEMELKOS3BIYHBIX CTpaH M KYJIbTYp,
WCTIOJIB3YIOUINX aHTIMACKAN, HEMEIIKUI B PYCCKHI S3BIKH B IIMPOKHUX c(hepax MExTyHAPOTHOM,
MOJINTUYECKOM, SKOHOMUYECKOU, OOIIIECTBEHHOM, HAYyYHOU U KYJIbTYPHOM KU3HU;

1.2. 3apaun:

- TIOJrOTOBKAa CTYJIEHTOB K MpOo(ecCHOHATBbHOW [eATENbHOCTH Ha BBICOKOM YpPOBHE,
KOTOPBIM MpenrnoJiaraeT HaIWYUE TaKUX MPO(ECCHOHAIBHBIX M JMYHOCTHBIX KaudecTB, Kak:
OTBETCTBEHHOCTh 3a KauecTBO CBOEM pabOThl M JMYHAs JUCIUIUIMHA; WHUIUATUBHOCTD,

J0003HATENBHOCTb, TATPUOTU3M, HHTEPHAIIMOHAIN3M;
- cOOI0IeHNE MTPABHJI ATUKUA U MOPAIH B IPO(PECCUOHATIBHON NESTEIbHOCTH;
- CTPEMJIEHHE K CAMOCOBEPILICHCTBOBAHHUIO;
- IOCTOSTHHOE MOBBILIEHUE 001el 3pYANPOBAaHHOCTH U OOIIEKYIBTYPHOIO KPYro30pa;
- MIOMCK CIIOCOOOB MOBBILLIEHUS CBOEH KBaTM(UKALINN;

2. HEPEYEHD IINTAHUPYEMBIX PE3VJBbBTATOB OBYYEHUA ITO JAUCIUIIJIUMHE,
COOTHECEHHBIX C INTAHUPYEMbBIMHU PE3YJbTATAMMU

OCBOEHUS OBPA30OBATEJIBHOM ITPOI'PAMMBI

CooTHOLIEHME Pe3yJIbTATOB N3YYEeHHUS TN CHUILIMHBI pe3yabTaraM ocBoeHust OITOII

Pe3yabTarsl Pe3yabTarsl 3yyeHusi AUCUMIIIIMHBI 3HaTh,
ocsoenusi OITOII 00yuaIOIMiicsl T0JIKeH: YMerb,
(KoMIeTeHIum) Baaners
YK-4 3HaTh:
CHOCOOHOCTH K JIEKCUKO-TPaMMaTUYECKHUE 5 cruiucruueckue | 3-1
KOMMYHHKAIIMM B | 0COOCHHOCTH HAY4YHOTO CTWIIA B cpepe mpodhecCHoHaTbHON
YCTHOM U JEeTEIbHOCTH;
IIMCBMEHHOU SI3BIKOBOM MaTepual M3y4aeMOro sI3bIKa i | 3-2
(dopmax Ha PYCCKOM | KOMMYHHKAIIHH Ha OOLIEKYIbTYpHBIE u
A UHOCTPAaHHOM npodeccuoHanbHbIE TEMBI;
SI3BIKAX JUIS OCHOBHBIE MpPaBUJIa JI€JIOBOrO0 NMUCbMa U MpaBwia JejaoBou | 3-3
pelieHus 3anaqy IIEPETIUCKY;
MEXIIUYHOCTHOTO U | YMmeTh:
MECXKKYJBTYPHOTO OCYUIIECTBJISATh IEPENUCKY C JEJIOBBIMU MMapTHEpamMu Ha | ¥Y-1
B3aMMO/ICHCTBUS WHOCTPAHHOM S3BIKE;
UCIOJIb30BaTh UHOCTPAHHBIN SA3bIK B JIEIOBOM OOIIEHUH U | Y-2
NyOJIMYHBIX BBICTYIUICHHUSIX, MPOBEICHUS MEPETOBOPOB,
COBELIAaHUM, OCYIIECTBICHHUS JEJI0BOM IIEPEIUCKU U
IO IIEPKaHUS DJIEKTPOHHBIX KOMMYHUKALIUM
Baaners: oGnagaer HaBbIKaMu J1e0BOro oOmeHus, ymeeT | B-1
OpPraHW30BBIBAT M BECTH JCIOBYIO IIEPENHUCKY Ha
MHOCTPAHHOM S3BIKE;
YK-5 3HaTh: 3-4
TOTOBHOCTB K COLIMOKYJIbTYPHBIE CBEJICHHsI B 00beMe, He0OX0AUMOM JIJIst




M3YUYEHHIO HAYYHO- | pabOTHI C HHOS3BIYHBIMU TEKCTAMH
TEXHUYECKOU ¥YMeTb:  HCHOJB30BaTh  JIMHTBOCTpaHOBeAYeCcKHe H | Y-3
uH(pOpMaIny, COLIMOKYJIbTYpHBIC 3HAHUS JUIA OOLICHUS HAa MHOCTPAHHOM
OTEUECTBEHHOIO U | SI3BIKE.
3apyOeXHOrO ONbITa | BjageTb:  CTPaHOBEAYECKOM W COLMOKYIBTYPHOH | B-2
B CEPBUCHOMU uHpopManueln uis TpoPecCHOHATBHOTO OOLIeHHs Ha
JEeSITEIbHOCTH WHOCTPAHHOM SI3BIKE.

IK-1 3HaTh: 3-5
TOTOBHOCTb K 0COOEHHOCTH COBPEMEHHBIX CEpBUCHBIX TEXHOJIOTUH B
MIPUMEHEHHIO IPOLIECCE MPEIOCTABIEHUSI YCIYI B CTpaHE H3y4aemoro
COBPEMEHHBIX SI3BIKA.

CEpBUCHBIX YMerb: ycTaHaBIMBaTh M TIOJJIEPKUBATh KOHTAKTHl C | Y-4
TEXHOJIOTUH B 3apyOeXKHBIMH KOJIJIEraMH B IpodeccruonanbHoi cdepe
rpoiiecce Baanerb: HaBeikaMu —TepeBoja, pedepupoBaHus U | B-3
IpEAOCTaBJICHUA AHHOTHPOBAHMUA MPO(ECCHOHAIBHO  OPUEHTHPOBAHHBIX
YCIyT, TEKCTOB TIO COIIMOKYJIBTYPHOU TEMATHKE
COOTBETCTBYIOIINX
TpeOOBaHUSM
noTpeduTenen

3. MECTO JJUCIUILIUHBI B CTPYKTYPE OFPA3OBATEJIBbHOM TPOT'PAMMBI

Huctunmuaa b1.0.20 «MHOCTpaHHBIN $3BIK B MPO(ECCHOHATBHON ACSITEIBHOCTH»
oTHocHTcs K 0a3oBoit yactu biioka 1 OIIOII wampasnenus nmoarotoku 43.03.01 Cepauc.

4. OBBEM JUCHUIIVIMHBI B 3BAYETHBIX EIUHUIAX C YKAZAHUEM
KO/INYECTBA AKAJEMHUYECKHUX YACOB, BBI/IEJIEHHBIX HA KOHTAKTHYIO
PABOTY OBYYAIOIIUXCHA C ITPEIIOJABATEJIEM 110 BUJAM YUYEBHbIX
3AHATHUI 1 HA CAMOCTOSATEJBHYIO PABOTY OBYYAIOIIUXCA

Pacnpenesienne akageMu4ecKHX YacOB AUCUMILIMHBI 10 KypcaM U ceMecTpaM M3y4YeHHus

OO6m1ast TpyA0€MKOCTh JUCIMIUIMHBI COCTABIAET 4 3aueTHBIX enuuull (144 akameM. yaca).

Bceero yacos
HanmeHnoBaHus BUIOB y4eOHOM AeATeIbHOCTH OuHas 3aouHas
dbopma oOyuenust | dbopma oOyueHUs
[lepuona usyuenus 42 N 2 KypC,
CEMECTP 4 cemectp

KonTakTHasi paboTa o0yJarommxcs ¢
IIpero/1aBaTelieM 10 BUJIaM YUeOHbIX 3aHATHH 36 6
(Bcero), B TOM UHCIIE:
Jlexuu - -
[IpakTyeckue 3aHsATHS 36 6
CamocrosiTesibHass padora 63 129
By npomexxyTo4yHOM arTecTaliuy — 3K3aMeH 45 9
O0mas Tpy10eMKOCTb JMCIHILJIMHBI 144 144




5. COAEP)KAHME JJUCHUIIJIMHBI, CTPYKTYPUPOBAHHOE 11O TEMAM
C YKABAHUEM OTBEJEHHOT O HA HUX KOJIMYECTBA
AKAJJEMUYECKHX WX ACTPOHOMHNYECKHUX YACOB 1 BUJ10B

YUEBHBIX 3AHATUI

5.1.1. Ctpykrypa y4ueOHOIl TMCUMILUIUHBI 04YHasA (popMa 00ydeHHust

HaunmeHnoBanue pasgeia Jlekuuu | IIpakrm- Cp 3Hatb,
AUCHMILINHBI YyecKue Ywmers,
3aHATHSA Biagers
2 Kypc¢, 4 cemecTp
1. AHrmiickuii  S3bIK  KaKk  CPEICTBO - 2 4 YCTHBIH OIpoC,
OOIIICHUSI B TOCTHHUYHOM CEPBUCE NUCbMECHHBIC
3aJ1aHUS
2. IlpaBuiia MoBeIeHUs TIepCoHAalIa - 2 4 YCTHBIU OIpPOC,
IIACbMEHHBIE
3a/1aHUs
3. CioBapHBIil COCTaB aHTIMHCKOTO S3bIKA B - 2 4 YCTHBIH OIpoC,
TOCTHHHYHOM CEPBHCE MIACbMEHHBIE
3aJIaHUS
4. XapakTepuCTUKA aHTIIMHCKOTO S3bIKa B - 2 4 YCTHBIH OIpoC,
HOBOAHTJIMHCKUH TTEPHOL. IIACBMEHHBIE
3a/1aHUs
5. Orenu 1 TaBEpHBI - 2 4 YCTHBI OIpoC,
MACbMEHHBIE
3a/1aHUs
6. TenedOHHBIE IEPETOBOPHI U - 2 4 YCTHBIN OIpOC,
MEKIMYHOCTHOC 06HICHI/IC Ha aHTJIUHCKOM IIUCbMECHHBIC
SI3BIKE. 3a/1aHAsA
7. SI13bIKK OOIIEHHS. AHIIIMICKHN — SI3bIK - 2 4 YCTHBIH OIIpOC,
MEKAYHApOJHOIO OOLICHUSI. MMUCHMEHHBIE
3a/1aHus
8. Dtuker noBeeHus 3a cToiaoM. Jluera. - 2 4 YCTHBI OIpoc,
MACbMEHHbIE
3a/1aHus
9. CepBucHble ycnyrd. Ena u cnupTHbie - 2 4 YCTHBIH OI1poc,
HaITUTKA. MMCbMEHHbIE
3a/1aHus
10. TexHuKa POBEICHUS BCTPEY B - 2 4 YCTHBIH OIpoc,
AHTJIOSI3BIYHON JIMHTBOKYJIBTYpE. MUCbMEHHbBIC
3a/1aHus
11. CocraBnenue MeHIO - 2 4 YCTHBIH OIIpOC,
MACbMEHHBIE
3a1aHUs
12. TexHUKA TIPOBEACHMUS MTPE3CHTALHI B - 2 4 YCTHBIH OIIpOC,
cepe rocTHHUYHOrO GU3HECA. MUCHEMEHHBIE
3a1aHUs
13. O6cnyxuBaHre OAHKETOB - 2 4 YCTHBIU OIpOC,
IIMCbMEHHBIE




3aJaHuA

14. OGcnyxuBaHUE KOH(PEPCHIUIA. - 2 4 YCTHBIU OIpOC,
MHUCbMEHHbIE
3aJlaHus

15. O6cnyxuBaHue OTeNeH. - 2 3 YCTHBIU OIpOC,
MMCbMEHHBIE
3aJlaHus

16. Ena. Kyxuu pa3HbiX cTpaH - 4 2 YCTHBIH OIpoC,
MMCbMEHHBIE
3aJlaHus

17. TIpodeccronanbHoe 00ydeHHE - 2 2 YCTHBIU OIpPOC,
MMCbMEHHBIE
3aJlaHus

Hroro 3a cemectp: - 36 63

Bcero: 36 63

5.1.2 CTpykTypa y4eOHO# AUCHUNIMHBI 3204Hasi popMa 00yueHus
HaunmeHoBanue pasgesa Jlekuuu | Ilpakrm- CP 3HaTts,
AUCHMIINHBI yecKkue Ywmers,
3aHATHA Bnanets
2 Kypc

1.  AHMIMACKHM  A3BIK  KaK  CPENCTBO - - 8 YCTHBIN OIpOC,

OOIIEeHHS B TOCTHHUYHOM CEpBHCEC IINCbMEHHbBIC
3a/1aHUs

2. TlpaBuiia MOBEICHHUS TIEpCOHAIA - - 8 YCTHBI OIpoC,
MACbMEHHBIE
3a/1aHus

3. CrioBapHbIii COCTAB aHTJIMHCKOrO s3bIKa B - - 8 YCTHBI OIpoc,

TOCTHHHYHOM CEPBHCE MUCbMEHHbIE
3a/1aHus

4. XapakTepuCTHKa aHTJIIMICKOTO S3bIKa B - - 8 YCTHBIH OIpoC,

HOBOAHTJIMHCKUU MTEPUOL,. IMMCbMCHHBIE
3a/1aHus

5. Orenu 1 TaBepHBI - - 8 YCTHBIH OIpoc,
MMCbMEHHbIE
3a/1aHus

6. TenedoHHBIE TEPETOBOPHI U - 2 8 YCTHBIH OIpoc,

MEXKJIMYHOCTHOE OOLICHHE HA aHTIIHICKOM [ACEMEHHBIE

SI3BIKE. 3aanus

7. S13pIkn oO1IeHNs. AHTTTMACKUH — SI3BIK - - 8 YCTHBIH OIIpOC,

MEXYHaPOIHOrO OOIICHUSI. MHACbMEHHBIE
3a/laHus

8. Druker noBeeHus 3a cronoM. Jluera. - - 8 YCTHBI OIpoc,
MMCbMEHHbIE
3a/laHust

9. CepaucHbie ycayru. Ena u ciupTHbie - - 8 YCTHBI ompoc,

HAITUTKH. MMCbMEHHbIE




3a/laHUs

10. Texuuka mpoBeaeHUsI BCTPEY B - - 8 YCTHBIU OIpOC,

AHIJIOSA3BIYHOM JIMHI'BOKYJIBTYPE. MACbMEHHBIC
3a/laHUs

11. CocraBnenue MeHIO - - 7 YCTHBIH OIIpoC,
MMHUCbMEHHBIE
3aJ1aHUs

12. Texuuka mpoBeJeHUs PE3CHTAINI B - - 7 YCTHBIU OIpOC,

C(bepe TOCTHHUYHOIO OM3Heca. IIUCbMCHHBIC
3aJ1aHUs

13. O6cmyxuBanue GaHKETOB - 2 7 YCTHBIH OIpoC,
MMHUCbMEHHbBIE
3aJ1aHUS

14. O6cnyxnuBaHre KOH(EpEHITHIA. - - 7 YCTHBIU OIpPOC,
MMHUCbMEHHbBIE
3aJ1aHUS

15. O6cnmyxuBanue oreneii. - 2 7 YCTHBIH OIpoC,
MMHUCbMEHHbIE
3a/1aHUs

16. Ena. Kyxuu pa3HbIX CTpaH - - 7 YCTHBIN OIpOC,
MMHUCbMEHHbIE
3aJIaHUS

17. TIpodeccronanbHoe 00y4UeHUE - - 7 YCTHBIN OIpOC,
MACbMEHHBIE
3a/1aHUs

HToro 3a cemecrtp: - 6 129

Bcero yacos: - 6 129

Ju1s TeKkylero KOHTPOJIsi yCIeBaeMOCTH M0 Kax/JA0i TeMe HUCHOJb3YKTCA: YCTHBIA OMNpoc,

MMCbMEHHbBIE 3aJlaHus (KOHTPOJIbHBIE PadoThI, 3cce, pedeparsl), TECTUPOBAHUE.

5.2. Conep:xanue TUCHUIIMHBI 10 TeMaM

HaumeHoBaHue pa3jaesia Conep:xanue pasjaena IUCHHUILIHHBI 3HaHUSA
JIncuunJanHbI YMmeHus
Bnanenus
1. Anrnuiickuii s3bik | PeueBoe oOmenne B cdepe KOMMEPUECKHX, 3-1,3-2, V-2
KaK CpeJCTBO OOIIEHUS B | A IMUHUCTPATUBHO-TIPABOBBIX, SKOHOMUYECKUX H
TOCTHHUYHOM CEPBHCE JAIUIOMAaTHYECKUX OTHoIIeHui. OCcoOeHHOCTH U
SI3BIKOBBIC  Pa3IM4Us MEXKIYy JIUaJOTMYeCKOM,
MOHOJIOTMYECKON Y JTUCTAHTHOU JI€JIOBOW PEYBIO.
2. [IpaBuina OcHOBHBIE TpaBWia TOBeAeHHWS mnepcoHana | 3-1, 3-2, 3-4, V-
MOBE/ICHUS TIepCcoHaa. roctuHulpl. CTUib OOCITY)KMBAaHHS KIIMEHTOB. 2, B-2

CnyxeOHbIll STHKET B cdepe TOoCTePUUMCTBA.
Ponp rocrempumMcTBa B cepe TOCTHUHUYHBIX
ycnyr. OCOOEHHOCTH KOPIOPATUBHOTO HMUDKA
OpraHu3aluu. [lcuxonoruveckass  KylIbTypa
CEepBHCa.




3. CrnoBapHsbIit
COCTaB aHTJIMHACKOTO
si3bIKA B TOCTHUHHUYHOM
cepBHCe

®dakTopbl, O00YCIOBIMBAKOIINE pa3BUTHE U
NOTIOJITHEHUE  CJIOBAapHOTO  COCTaBa  s3bIKA.
HoBoo6pa3zoBanus, UCTIOJIb3yeMbIe
OOJBIIMHCTBOM TOBOPSALIMX HAa JTaHHOM S3bIKE
JOJEN. KosmuectBenHnoe IIOIIOJIHEHHUE.
3auMCTBOBaHUE JIATUHCKOH, (bpaHIy3cKoi
JIEKCUKHU.

Crnenuduka  CIOBapHOTO  cOCTaBa  SI3BIKA.
Knaccudukarus cioBapHOTro cocraBa si3bIKa.

3-1, 3-2, V-2, B-
1

4. XapakTepucTuka
AHTJIUICKOTO SI3BIKA .

PazButne ¢oneTrueckoro crposi (M3MEHEHHS B
CUCTEME TIJIACHBIX, COIVIACHBIX, opdorpapuu) u
rpaMMAaTHYECKOT0  CTposi  sA3blKa  (pa3BUTHE
CUCTEMBbl ~ WUMEHH,  TJIarojia,  CHHTaKCHCa).
[TonosiHEeHNE CIOBApHOrO COCTaBa SI3bIKA.

3-1,3-2

5. . Orenun u
TaBEePHBI

MecTo, T1e OCTaHABIMBAINCH HA HOWIET TOCTH-
KYTIIIBI. [Toznuee — MIPUCTIOCOOJICHHBIE
nomenieHus: g Oosee-meHee KOMMOPTHOTO
HOWICra M NPOXWUBAHUA I JIFOOBIX IMMPUE3KUX
JIIOIEH. .

3-4,3-5, V-3, V-
4, B-2, B-3

6. Teneponusie
IIEPErOBOPBI u
MECKINYHOCTHOC
OOIIeHHE HA aHTJIMHCKOM
SI3BIKE

Crenuduka sxaHpa TeIeQOHHOTO  JEIIOBOTO
o0meHns. DTHUKET  JEJIOBOTO  TEJIEPOHHOTO
pasroBopa. Jlenosast Oecena mo TeiaegoHy — 3TO
camblii OBICTpBI J1€JIOBOM KOHTakT U 0coboe
yMeHbe. TeneKchl, TeleTalbl, (hakchl.

3-3, ¥-1, B-1

7. SI3BIKHM OOIIEHNS

Cerogust aHITIMHACKHUH  A3BIK  CTaJl  SI3BLIKOM
MEXIyHapOAHOTO  OOIIEHus,  3TO CaMBbIit
pacIpoCTpaHCHHBIN s3BIK B Mupe. OH HEOOXO UM,
KOTJa Bbl HAXOJUTECh 3a TpaHUIEH, YTOOBI
YyBCTBOBATh ceOsl yBepeHHel, B pabote, B yucoe,
B HAy4yHBIX HCCJICAOBAHUSAX, OH TPUTOIUTCS
YTOOBI MPOYECTh MHCTPYKIIHIO TIO TIOJIH30BAHUIO K
KakoMy-HUOy/Ib TOBapy WJIH JK€ IPOYECTh
nmpou3BeleHUs Benukux kiacukoB: Illexcrupa,
Mapka Trena W baitpona.
3HaHWE aHTJIMICKOTO SI3bIKA MPUBETCTBYETCS MPHU
MOCTYIJICHUH Ha paboTy, OHO MOXKET ChI'PaTh
pelIaronlyl0 poJib B BBIOOpPE KaHAMIATa Ha
BaKaHTHOE MeCTO. MHOXECTBO KOMITaHH, YTOOBI
BBITH Ha MEKIYHAPOIHBIM YPOBEHb OOIICHUS U
3aHATH JIMJAUPYIONIUE TO3UIIMA Ha PBIHKE COBITA,
00yJaroT TMEepCOHAN AHTJUHCKOMY SI3BIKY — 3TO
JMaéT XOpOIIME BO3MOXHOCTH JJII Pa3BUTHS
OusHeca. AHIIMICKUI SI3bIK HY)K€H HE TOJIBKO
JUISl TIyTEIIECTBUM 10 BCEMY MUPY, a elié U — Mo
MUPY WHTEpHEeTa, BeAb Omaromaps emy, Bbl
CTaHETe TTOHMMATh CBOMX MHOCTPAHHBIX JpYy3eH B
COITMAIBHBIX CETSAX M HACIaXIaThCs OOIICHHEM C
HuMH. Kpome 3Toro, ¢GuibMbl C HW3BECTHBIMH
aKTépaMM MOXHO CMOTPETh 0e3 TyOIspKa.

3-1, 3-2, V-3, B-
3

8. OTUKET

I/ISY‘-IGHI/IG OCHOBHBIX TIpaBWJI TOBCACHUSA 34

3-1,3-2,3-5, V-

7




IIOBCICHHA 3a CTOJIOM

crosioM.  PaccMoTpenue — orpaHu4eHMi = Ha
TEMATHKY 3aCTOJIbHBIX Oece/l B CTOJIOBOM 3THKETE.
[IpaBuna wHCHONB30BaHUS CTOJOBBIX TNPHOOPOB.
N3ydenne ocoOeHHOCTEH CEpBHPOBKU CTOJA K
pa3IMyHBIM ~ TpPa3JAHUYHBIM U OOBIYHBIM
MEPOTIPUSATHSIM.

OcoOeHHOCTH TOBENEHUS B TOCTSAX U IpueMa
rocreii. IlpaBuia BcCTpeun TrocTeid, BBIOOp U
IPENoIHECEHNE TTOAapKOB M CyBeHHpPOB. biroxa,
KOTOpPBIE OJAIOTCA K cToury. [IpaBuiia nmoBeneHus
3a CTOJOM. BBIOOp CTOJOBBIX TPUOOPOB ISt
UCTIOJIb30BaHus. [IpaBmia 4To M Kak NpaBHIIBHO
€CTb.

3, V-4, B-1, B-2,
B-3

9. .CepBHCHBIE
ycnyru. Ena m cniuprtHbie
HAITUTKA

CtpykTypa pectopaHHOW ciayxObl. J[OHKHOCTH
comernne. [IpaBuna cocTaBieHust KapThl BUH
Mertopl U yCTIOBUSI XpaHEHUSI BUHA
Knaccupukanus BuH. Kak uyuTath BUHHYIO
stukeTky CooTBercTBue Oiroa 1 BUH CTEKIISTHHAS
nocya Buumel  mTonopos [Ipe3enTanust u
TEXHHUKA MT0JJa4YM BHUHA.

|

, 3-2,3-4, V-
-3, B-2, B-3

N W
<

10. Texnuka
MPOBEICHUSI BCTpEY B
aHTJIOS3BIYHON
JINHTBOKYJIBTYpE

[InanupoBanue W  MOArOTOBKAa  CIY)KEOHBIX
COBEIIaHUH. Y CTaHOBIIEHHE NIPOJOJDKUTEIBLHOCTH,
perjiamMeHTa M NpoTokoja coBeujaHus. OCHOBHbIE
3Tanbl NPOBEACHUS JIEIOBOTO COBEIIAHMS: HAaYyallo
COBEIllaHuUs, nepenayva uHpopmanuu,
aprymMeHTauus,  HeUTpaiu3amus  3aMe4yaHui,
NPUHSTHS PEIICHHUSL.

3-1, 3-2,3-3, V-
1,V-2,B-1

11. . CocraBiienue
MEHIO

[IpuMepHBIi acCOPTUMEHT OJIFO/I, HANUTKOB |
W3JICTINii; HAJTMYUE CHIPhS ¥ MIPOYKTOB Ha CKIIAJIE;
CE30HHOCTh MPOAYKTOB; HAJM4YUE CTaHIAPTOB
MPUTOTOBJICHUST O (COOPHUKOB pELENnTyp,
TEXHUKO-TEXHOJIOTHYECKUX KapT Ha HOBBIC H
dbupmeHHbIe 01107a); 0COOCHHOCTH KOHTHHICHTA,
oOciry>)xuBaeMoro (BO3pacTHBIC, HAIMOHAIBHBIC,
npoeCCHOHANIBHBIE,  PEIUTHO3HBIE);  BpeMs
oOcnyxuBaHusi (3aBTpak, 00en, YxXHH); (HOpPMbI
00CITy’)KMBaHUs, PEKOMEHIYEMBIX Ui JIAHHOTO
KOHTHHIEeHTa rnoTrpebureneld  (Ou3HEC  JaHY,
IIBEJCKUA CTOJI, CEMEHHBIM o0exq u 1p.);
TPYIOEMKOCTh oo, KyJUHAPHBIX u
KOHJIUTEPCKUX W3JCIUN; CIEeIHaTn3aius KyXHH
OTHOIIEHHIO K KOHKYpEHTaM ,;pacXojbl Ha
npuoOpeTeHne MPOAYKTOB, apeH]ly MOMEIICHHIA,
3apaboOTHYIO TJaTy TEpCOHaia; PEXHM PadOThI
IPEIIPUITUS

3-4, 3-5, V-3, V-
4, B-2, B-3

12. Texunka
MPOBEICHUS MIPE3CHTAIUI
B chepe TOCTHHHUYHOTO
Ou3Heca.

Hcropuueckoe pa3BHUTHE TOCTUHUIIBL,
XapaKTepUCTHKA HAMpaBICHUH  JI€ATEIbHOCTH.
OpranuzanuoHHasl CTPyKTypa U HOMEpHOU (OHJ
TOCTUHUYHOTO  mpeanpusatus.  JomKHOCTHBIE
00s3aHHOCTH JUPEKTOpa, aJIMUHUCTpaTopa U

3-4, 3-5, V-3, V-
4, B-2, B-3




Oyxranrepa. SVID aHamm3: BO3MOXHOCTH U
yYIpO3bl BHELIIHEH CPEMBI.

13.  OGcnyxuBanme
OaHKETOB

Buapl 0aHKETHOro OOCIY)KMBaHUS - OT IPOCTOI
[oJaYy COHABHUYEH, OaHKeTa-das WIM OaHKeTa-
Ko(e 10 OAHKETOB C TOJIHBIM OOCTY)KHBAaHUEM..
Ocob6enHoctu 00CITy)KUBaHUS OaHKeT
TOB M IIOXKEJIaHUH 3aKa3uMKa , BUJAa TOP)KECTBA
ACCOPTUMEHTA I10/1aBACMBIX OJIFO]T U HAITUTKOB.

3-4,3-5, V-3, V-
4, B-2, B-3

14. . O6cnyxuBaHue
KoHpepeHImit

Pa3nooOpasue BUJIOB MEpPOIPUITHI u
OKa3bIBAEMBbIX KIIMEHTY YCIYT.

3-3,3-4, 3-5, V-
1, V-3, V-4, B-1,
B-2, B-3

15.  OGcnyxuBaHue
OTEJIEH.

OO0cny:XxuBaHu€e OTEJNS JOHKHO MPOU3BOIUTHCS TIO
OOIIEeTPUHATHIM CTaHJapTaM. 31mecn
OCHOBOTIOJIATafOIIUMHA  MOMEHTAMH  SIBJISTFOTCSL:
ObIcTpOTa 00CITy>)KUBaHUS: TOYHOCTH
WCTIOJTHEHUS 3aKa3a: MPEIBOCXUIICHHUE JKETaHHMA
TOCTSI: JIpYXeNoO0rue ¢  BEXIHUBOCTD
BHUMATEJIBHOCTE:  (popMa OJCKIBI: TPUYECKa H
TUTHEHA COTPYJHUKOB: KOH(DHICHIMAILHOCTb
nHpopmanuu: 3HaHHE pPabOTHI: TEepIEHUE:
OTBETCTBCHHOCTD:

3-4,3-5, V-3, V-
4, B-2, B-3

16. Ena. Kyxan
Pa3HBIX CTPaH.

Ena. Kyxum passeix ctpadn. Ema B Poccun,
Bemukob6puranun, CIIA. Tpanuiiun, cBsi3aHHbBIE C
npueMoM nuii. KyiabTypa moBeIeHHs 3a CTOJIOM.

3-4,3-5, V-3, V-
4, B-2, B-3

17.  Ilpodeccuonanpa
oe o0yueHue

[IpodeccuonanbHoe O0Oy4YeHHE HANpPABICHO Ha
npuoOpeTeHne JIMIAMH  Pa3IMYHOTO  BO3pacTa
npo(eCCHOHATHPHON KOMIIETCHIIMH, B TOM YHCIIC
JUIsi pabOTBl C KOHKPETHBIM O00OpyIOBaHUEM,
TEXHOJIOTUSIMH, ~ allapaTHO-TIPOTPaMMHBIMU |
UHBIMH  TIPOECCHOHATBHBIMH  CPEICTBAMH,
NOJTy4YeHUE yKa3aHHBIMH JUIIaMU
KBaJTHM(PUKAIIMOHHBIX pas3psIoB, KJIacCOB,
KaTeropud 1o  npodeccuu  pabodero  WiIH
JOJDKHOCTH  CITyXKAIlero 0e3 M3MEHEHUs YPOBHs
o0pazoBaHUsI.

3-4, 3-5, V-3, V-
4, B-2, B-3

6. COLIEPXKAHUE CAMOCTOSATEJBbHOMN PABOTHI OFYYAIOIIUXCS

IO JUCIHUII/IMHE
Copnep:xkanue 3a1aHuii, KoJua-Bo Koa-Bo ®DopMa KOHTPOJIS 3uarb
BbIHOCHMbIX Ha CP 4acoB 4acoB YMmerh
ouHasi 3a04Has Baagerb
dopma dopma
1. AHTTUUCKUN  SI3BIK 4 8 CobGecenoBanue 3-1,3-2, V-2
KaK CpeACTBO OOIIeHUs B
TOCTUHUYHOM CEPBUCE
2. [IpaBuna noBeneHus 4 8 CobGecenoBanue 3-1, 3-2, 3-4, V-2,
IepcoHasa. B-2
3. CrnoBapHblif  cocTaB 4 8 CobGecenoBanue 3-1, 3-2, V-2, B-1

AQHTJIMMCKOTO  S3BbIKa

B




TOCTUHWUYHOM CCPBHUCC

4. XapakTepucTuka 4 8 CobecenoBanue 3-1, 3-2

aHTIINHACKOTO S3BIKA .

5. . Otenu u TaBepHBI 4 8 CobecenoBanune 3-4, 3-5, V-3, V-4,
B-2, B-3

6. Tenedonusie 4 8 CobGecenoBanue 3-3, V-1, B-1

MIEPETOBOPHI u

MCXKJIUYHOCTHOE OOIIeHUE

Ha aHTJIMMCKOM SI3BIKE

7. SI3BIKK OOIIIEHUS 4 8 CobecenoBanune 3-1, 3-2, V-3, B-3

8. ODTHKET TOBEICHUS 4 8 Cobecenosanne 3-1, 3-2, 3-5, V-3,

3a CTOJIOM V-4, B-1, B-2, B-3

9. .CepBHCHBIE YCITYTH. 4 8 CobGecenoBanue 3-1, 3-2,3-4, V-2,

Ena u cnuptHbie HATUTKH V-3, B-2, B-3

10. Texunka 4 8 CobecenoBanue 3-1, 3-2, 3-3, V-1,

MpPOBEJIEHUS]  BCTped B V-2, B-1

aHTJIOS3BIYHOM

JIUHTBOKYJIBTYpE

11. ) Cocrasienne 4 7 CobecenoBaHue 3-4, 3-5, V-3, V-4,

MEHIO B-2, B-3

12. Texunka 4 7 CobecenoBaHue 3-4, 3-5, V-3, V-4,

MIPOBEJIEHUS MPE3EHTAINN B B-2, B-3

chepe TOCTUHUYHOTO

OousHeca.

13. OO0cnyxuBaHue 4 7 CobecenoBanne 3-4, 3-5, V-3, V-4,

0aHKeTOB B-2, B-3

14. ) OO0cnyxuBaHue 4 7 CobecenoBanue 3-3, 3-4, 3-5, V-1,

KOH(EpEeHIHI V-3, V-4, B-1, B-

2, B-3

15. OO6cnyxuBaHue 3 7 CobecenoBanne 3-4, 3-5, V-3, V-4,

oTeJIei. B-2, B-3

16. Ena. Kyxau pasHbix 2 7 CobGecenoBanue 3-4, 3-5, V-3, V-4,

CTpaH. B-2, B-3

17. [IpodeccnonanpHOE 2 7 CobGecenoBanue 3-4, 3-5, V-3, V-4,

oOyueHue B-2, B-3

Bcero 63 129

7. OHEHOYHBIE MATEPHUAJIbBI JIJISA TPOBEAEHHWSA TEKYIIEI'O KOHTPOJIA U
MPOMEXYTOYHOM ATTECTAIIAU, OBYUYAIOIUXCSA IO JUCHUATLIIMHE
OneHka 3HaHUH 00y4arOIMXCsl MPOBOAUTCS B (POPME TEKYIIET0 KOHTPOJIS YCIIEBAEMOCTH

n HpOMeX(YTOqHOﬁ aTTeCTallnu.

7.1. Texkymuii KOHTPOJIb 3HAHUH 00y4AIOIINXCS

7.1.1. @opMBI TEKyIero KOHTPOJIA YCIIEBAEMOCTH 00y4ar0IIUXCs

OneHrBaHue 3HAHUN, YMEHUH M HaBBIKOB MO yueOHOM qucuurumHe « MHOCTpaHHBIN S3bIK

B NpodecCHOHANBHON  /IeATeIbHOCTH
CJIEIYIOLIUX BUJOB OLICHOYHBIX CPE/ICTB:

OCYIICCTBIIACTCA

noCpeACTBOM  HCIIOJIb3OBAHUA
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- OIPOCHI: YCTHBIN, MUCBMEHHBIN, B TOM 4Hcie Onui-orpoc (He 6osee 15 MuHyT)

- peleHue 3aJaHuii B TECTOBOH (opme

- pedepar

- KOHTpOJIbHAs paboTa

Omnpocsbl

VYCTHBIE ONPOCH TPOBOAATCS BO BpEMs TNPAKTHUYECKHX 3aHATHH W BO3MOXHBI TIPU
MPOBEJACHUU 3adyeTa B KayeCTBE JONOJHHUTEIHLHOTO WCHBITAaHUS TPH HEJOCTATOYHOCTH
pe3yIbTaTOB TECTUPOBAHUS M PEUICHMs 3a1add. Bompockl ompoca HE JOJDKHBI BBIXOIUTH 32
paMKy OOBSIBICHHON Uil JAHHOTO 3aHSTHS TEMBL. YCTHBIE OIPOCHI HEOOXOIUMO CTPOUTH TaK,
9TOOBI BOBJICYh B TE€MYy OOCYXICHHS MaKCHMAJbHOE KOJHMYECTBO OOYyJaromUXCs B TpYIIE,
MPOBOJIUTH TMAPAJUIETH C yXe MPOUICHHBIM YYEOHBIM MaTepHajoM JaHHOW IHCUUIUIMHBI U
CMEXHBIMH KypcaMH, HAaXOIHWTh yIadyHbIe TMPUMEpPHl U3 COBPEMEHHOW NEHCTBUTEILHOCTH, UTO
yBEJIMYUBAET Y3PPEKTUBHOCTh YCBOCHHS MaTepHalla Ha acCOLUAIUsX.

OcCHOBHBIE BOMPOCHI Ui YCTHOTO OIpoca JOBOJSATCS 10 CBEICHUS CTYJACHTOB Ha
MPEBIAYIIEM TPAKTHIECKOM 3aHITHH.

[TucbMeHHbIE  OJMI-OTMPOCHI  TIO3BOJIAIOT  MPOBEPUTH  YPOBEHb  IMOJATOTOBKH K
MPAKTUYECKOMY 3aHSTHIO BCEX OOYYalOMIMXCSl B TPYIE, MPH STOM OCTaBIISA JOCTaTOYHO
y4eOHOTO BPEMEHH JIJIsl HHBIX ()OPM TeIarOTHIeCKOM JIeSTEIbHOCTH B PaMKax JTAHHOTO 3aHSTHSL.
[TuchbMeHHBIH OJIHIT-OTIPOC MMPOBOAUTCS 0€3 MPEayIpeKACHHS, YTO CTUMYIHPYET 00yJaroInXcs
K CHCTEMAaTHYeCKOW IMOATOTOBKE K 3aHITHSAM. BOMpOCH s ompoca TOTOBSTCS 3apaHee,
hopMyTUPYIOTCS y3KO0, 1a0bl 00yJaronIuiicss UMesl 00bEKTUBHYIO BO3MOYKHOCTH TIOJIHOIIEHHO €T0
OCBETHUTH 3a 0TBenieHHOE Bpems (10-15 mMun.).

[TucbMeHHBIE OMPOCHI IEIeCO00pa3HO TMPHUMEHSATh B IIENSAX MPOBEPKH YCBOSEMOCTH
3HAYUTENIBHOTO 00beMa yueOHOTO MaTepuania, HalmpuMep, BO BpeMsi IPOBEEHUS 3a4eTa, KOrjaa
HE0O0X0IMMO MPOBEPUTH 3HAHUS CTYACHTOB IO BCEMY KYypCY.

[Ipn o1eHKe OMPOCOB aHAIW3Y MOMICKHUT TOYHOCTH (QOPMYIHPOBOK, CBSI3HOCTH
W3JIOKEHUs MaTepuayiia, O0OOCHOBAaHHOCTH CY)XJICHHH, OIOpa Ha JCUCTBYIOIIEEC CEMEHHOe
3aKOHOJATEIbCTBO.

Pemenne 3ananuii B TectoBoii popme

[IpoBoauTcs TpH paza B T€UEHUE U3YUEHUS JUCHUIUIMHBI (CEMECTp), C UCIIOIb30BAHUEM
MepPCOHAIBHBIX KOMIBIOTEPOB U MporpaMMHoro obdecriedenus. He Menee, yem 3a 2 Henenu 10
MIPOBEJICHUS] TECTUPOBAHUS, MpEroaBareib JAODKEH IMepenaTh 3a/JaHus B TECTOBOU ¢opme c
OTMEUYEHHBIMH MPABWJIbHBIMU OTBETAMU CUCTEMHOMY aIMUHUCTPATOPY Ul BBEICHUS 3aJJaHUI B
TECTOBYIO KOMITBIOTEPHYIO 000JIOUKY, a TAK)KE€ ONPENEIUTh KPUTEPUH OLICHKH.

He menee, uem 3a 1 Hememo A0 TECTUPOBAHUSA, MPEMNOJaBaTeNlb JOJDKEH OMPEICNIUTh
CTYIEHTaM HCXOJIHbI€ JaHHBIC JUIsI MOATOTOBKM K TECTHPOBAHMIO: Ha3BaTh pasjeiibl (TEMBI,
BOIPOCHI), IO KOTOPBIM OYAYT 3aJaHusi B TECTOBOW (popme, HOpMATUBHBIE MPABOBBIE aKThl U
TEOPETUYECKUE HCTOYHHUKH (C TOYHBIM yKa3aHHEM pa3JIesioB, TEM, CTATEH) ISl MOATOTOBKH.

Ha TtectupoBanuu CTyA€HTY OTBOAMUTCA MO 2 MHHYTHI Ha Kaxjaoe 3amanue. Habop
3aJlaHUM Ui CTYEHTa ONpENENaeTs KOMIBIOTEPHON MpOorpaMMoil U3 0a3bl TECTOBBIX 3a/laHUi
myTeM ciy4aitHoi BeIOOpKU. 1o 3aBepiiieHrH TeCTUPOBAaHUS CTYIEHT MOXKET ellle pa3 MPOBEPHUTH
BCE€ CBOM OTBETHl HA 3aJlaHUSl U MPH HEOOXOJAMMOCTH BHECTH KOPPEKTHpPOBKU. OmpeneneHue
OIICHKH 32 BBINIOJIHEHHOE CTYJIEHTOM TECTOBOE 3aJlaHUE, OCYILLECTBIIAETCS caMOl KOMITbIOTEPHOU
MpOrpaMMOM, a pe3ynbTaT BBIJIAETCSI HEMEIJICHHO [0 3aBEpIICHUU TecTupoBaHus. I[lpu
MIPOBE/ICHUU TECTUPOBAHUS HE pa3pelaeTcs MoJIb30BaThcs KOHCIEKTaMH JIEKIUH, yaeOHUKaMHU,
3aKOHAMHU U UHBIMU HOPMATUBHBIMU aKTaMH.

7.1.2. TunoBbie M KOHTPOJIbHBIE 3aIaHNsl, HE00X0AMMBbIE /1JIsl OLeHKN 3HAHMI,
YMEHHUIi U HABBIKOB 00y4al0IINXCH
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IIpumepHbIe Bonmpockl IS co0eceJOBAHMS:

. What is a typical working day like?

. What are your job responsibilities?

. What is your number one priority?

. What are time wasting activities in your work?

. How do you usually spend your free time?

. How do you combine work and studies?

. What means of transport do you know? Which is your favourite one?

. What places of interest would you recommend to see in Moscow?

. What places of interest would you like to see in London?

10.What do you have to do to check in?

11.What services do big hotels offer?

12.What would an ‘ideal meal’ for you be like?

13.What would you recommend your friend to do if he is constantly coughing and
sneezing?

14 Why are so many people concerned about environmental issues?

15.How do companies respond to environmental issues and problems?
16.What are the alternatives to using fossil fuel?

17.Do you think companies should be sued for the damage to the environment?
18.What can companies do to repair the ecological damage?

19.Do you think environmental consciousness can be nurtured in manufacturers?
20.How can your business take part in solving environmental problems?
21.What alternative sources of energy do you know?

22.What is managerial ethics?

23.What is unethical management based on?

24.What are the main principles of ethical management?

25.What is the typical structure of a company like?

26.What is your round of duties in your office?

27.What is meant by the ‘top management’?

28.What are the most vulnerable groups of population in any society?

29.What are the most widespread young people's addictions?

30.What do you personally recommend to do to distract young people from their antisocial
pastimes?

31.What changes does information technology cause?

32.What is an information system?

33.What are computer-based information systems?

34.What kind of information do they produce?

35.What are the main managerial needs for information?

36.How are managerial needs for information satisfied?

37.What are the main types of information systems?

38.What is the logical office? What made it possible?

39.What are the potential organizational risks?

40.How do companies protect themselves from security breaches?

41.How can companies avoid computer viruses?

42 .What new opportunities do you think foreign languages can open for cooperation
between cultures?

43.Why are foreign languages so important for managers?

44 What are the main situations where managers use foreign languages?
45.What is a computer?

46.What are the major types of computers? What are their main functions?

OCoO~NOOUTE, WN P
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47.Why has English become the ‘lingua franco’?

48.Why people of business all over the world try to master the English language?

49.What do you know about the UK and its economy?

50.What can you do if you fail to get the person you need on the ‘phone?

51.How can you make a business appointment?

52.What are the main rules of business etiquette?

53.How should people behave during a job interview?

54.What is the motivating force in choosing a job?

55.What are the main stages in the process of getting a job?

56.What are the main kinds of shops?

57.What do customers usually look for? Good quality of products? Reasonable prices?
58.What can managers do to attract more customers to their shop and increase their store
traffic?

59.Do you agree with the saying that the customer is always right?

60.What are the main customer rights?

61.Why is it so important to know customer rights?

62.Have you ever complained about imperfect goods or services? Did you succeed?
63.What do you understand by "merchantable quality"?

64.Can you demand a repair or a replacement if the goods broke down through no fault of
yours?

65.1s it reasonable to expect a complete refund if the product worked perfectly for a while?
66.What is entrepreneurship?

67.What is intrapreneurship?

68.How do intrapreneurs affect the profitability of organizations?

69.What are the means of signalling the importance of innovations in a company?

70.What does the term "mass media" denote?

71.What audiences does mass media target?

72.What scientific advances made mass media possible?

73.What are the purposes of mass media?

74.What is the most reliable source of information now?

75.What are the most popular finance-oriented newspapers now?

76.What is communication?

77.What are the main forms of communication?

78.What are the forms of verbal and non-verbal communication?

79.What are the peculiarities of business communication?

80.What is the main concept underlying business communication?

81.What are the advantages and disadvantages of written/oral communication? Why do
some businessmen prefer oral communication?

82.What is small business?

83.What risks do entrepreneurs run?

84.What is risk management?

85.What is Quality?

86.What does Quality have to do with the expectations of the Customer?

87.1s a quality product always reliable?

88.What methods of quality control are used now? In what way do new methods differ
from the old ones?

89.How can organizations monitor the outcome of quality programs?

90.What tasks can be delegated? What tasks should never be delegated?

91.What are the best ways of remedying mistakes?

92.What are the main results of delegation?
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HpHMeprle 3alaHui 1JISl BBINMOJIHEHUA KOHTPOJIbHBIX paﬁoTBl Ha 320YHOH (])opMe
00yueHust
BAPHUAHT 1.
THE FEATURES OF THE SERVICE INDUSTRY
Task 1. Think about the answers to these questions. Discuss them in pairs then in
the group with your teacher. Be willing to share your opinions and prove your points of
view.
1. What is the service industry and what types of businesses / industries operate in it?
2. What are the trends in growth for the service industry and the reasons underlying its growth?
3. How is the service sector affected by recessions, stagnations and economic down-swings?
4. What are the human resources (staff / personnel) issues associated with the service industry?
Task 2. Read the article below and explain the difference between the two types of
business sectors.
The Sectors of Industries
In some economies, jobs can be categorized into sectors, which can then be split into divisions,
each of which include various industries. Generally there are two major sectors: the goods-
producing sector and the service-producing sector. The goods-producing sector includes
agriculture, forestry, fishing, mining, construction, and manufacturing. The service-producing
sector includes the divisions of transportation, communications, utilities, wholesale trade, retail
trade, finance, insurance, and real estate, public administration, and services. This last group —
the service division — includes a number of industries, here are just some:
o hotels and other places of lodging;
e amusements and recreation;
e personal services (e.g. dry cleaning, tax preparation);
e business services (e.g. business software developers);
« healthcare and social services;
o legal services;
e private education;
e museums, zoos, and botanical gardens;
« engineering and management services (e.g. consulting);
e some agricultural services.
Task 3. Fill in the chart with the words from the text above then check their definitions
with the partner / class.

1. The business of selling goods in large quantities at low prices
to other businesses, rather than to the general public.

2. The sale of goods in shops to customers, for their own use and
not for selling to anyone else.

3. A place to stay.

4. An arrangement with a company in which you pay them
money, especially regularly, and they pay the costs if something
bad happens, for example if you become ill or your car is
damaged.

5. An activity that you do for pleasure or amusement.

6. The activities that are involved in managing the work of a
company or organization.
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7. The work or industry of getting gold, coal etc out of the earth.

8. The practice or science of farming.

9. A service such as gas or electricity provided for people to use.

10. The service that is responsible for looking after the health of
all the people in a country or an area.

Task 4. Read the text and say whether the statements are true or false.
1. The service industry can be differentiated according to the three categories: the target
audience; the type of activity; the type of a job.
2. Consumer orientation means making the service unavailable to a customer.
3. Chefs provide intellectual types of services.
4. Aesthetic activities are related to art and culture.
5. Recreation is associated with holiday experience.
6. Acquiring knowledge and mastering a skill can never be connected with the service industry.
The Definitions of the Service Industry
The service sector is difficult to define and to encompass. There are a number of ways to identify
the sector, its divisions, its industries, and the types of jobs within them.
1. The general category of the service division includes a wide variety of industries, but can be
categorized into primarily consumer-oriented (providing a service directly to a consumer),
primarily business-oriented (providing a service directly to another business) or mixed
(providing services to both businesses and individual consumers).
2. Alternately, the services division activities can be described by their economic activities as
physical, intellectual, aesthetic, and other experiential activities.
Physical activities involve working with objects; examples include repairing cars, landscaping,
cutting hair, or preparing a meal.
Intellectual activities involve providing education or training, such as at a university or trade
school.
The aesthetic activities entail providing consumers with artistic or visual experiences; museums,
theater performances, art shows, and musical performances are the examples.
Finally, other experiential activities involve providing customers with recreation, such as in
amusement and theme parks, zoos, or campgrounds.
3. A final way in which to categorize services is by what is transformed through the service.
A service may transform a physical object, which occurs when something is repaired, altered, or
improved. Having an article of clothing custom-made, a room remodeled, or an appliance
repaired would involve transforming a physical object.
Service division jobs may also change a consumer. Examples of changes to consumers are
education, whereby the consumer learns knowledge or skills; health care, in which a person's
health is improved; or personal services, such as when a hairstylist cuts a consumer's hair.
A change to an organization is a third type of transformation involved in the service industry. For
instance, a management consulting firm may make changes to an organization's structure or
business processes to improve it.
The final set of jobs in this categorization refers to those professions in which there is no
apparent object. For example, when an attorney provides legal representation to a client, or in
professional sports competitions a service is provided, even though no specific object can be
identified.
(http://www.referenceforbusiness.com/ man-t/Sc-Str/Service-Ind)
Task 5. Read the article once again and answer the questions.
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1. Which of the following is NOT related to consumer-oriented sector: customer care, customize

a service, business customer?

2. Which of the following does NOT describe physical activities: curriculum, catering,

maintenance?

3. Which of the following does NOT describe recreation activities: apprentice, attractions,

resort?

4. Which of the following is NOT about jobs which change customers: competences, treatment,

tailor-made?

5. Which of the following is NOT about jobs changing businesses: restructuring, court case,

expert advice?

Task 6. Match the verbs from the box with their definitions.

describe identify

entail

include change

provide involve

alter

improve refer

1. To include or affect someone or something.

2. To make something better, or to become better.

3. To make a piece of clothing longer, wider etc so that it fits.

4. If one thing does this, the second thing is part of the first.

5. To say what something or someone is like by giving details about

them.

6. To become different, or to make something become different.

7. To give something to someone or make it available to them,

because they need it or want it.

8. To recognize and correctly name someone or something.

9. To mention or speak about someone or something.

10. To involve something as a necessary part or result.

Task 7. Match the sentence beginnings with their endings. Each sentence contains

verb from the exercise above.

a

1. We agreed never to

a) described as comfortable.

2. The hotel

b) involve everyone on the staff.

3. After the operation her condition was

c) includes looking after under-21 teams.

4. She had the dress

d) to be able to identify faces.

5. These changes will

e) to improve their English.

6. His job

f) entailed in the job.

7. It's not recommended to

) altered for the wedding.
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8. He was too far away h) change jobs often.

9. Some foreign travel is I) refer to the matter again.

10.We offer a course for students wishing J) provides a shoe-cleaning service for guests.

Task 8. Make a summary of the article below. Use the phrases and clichés below.
Present it to your class. Make a vocabulary list to introduce to the classmates before the
summary presentation.

Recommended structure of a summary
1. Introducing the title.
o The text /article is called ...
o The title of the text / article is ...
2. Summarizing the main idea.
o The main idea of the text / article is ...
o The text / article gives some tips for / recommendations on ...
3. Dividing into parts.
e The text / article can be divided into ... (logical) parts.
e Inthe first / second / next / following / concluding / final part the author says / points out

/ stresses / emphasizes ...

o Firstly / secondly / besides / although / moreover / furthermore / then / consequently / as

a result / finally ...

4. Making general conclusion.

e In conclusion / to sum up / summarizing the text ...
5. Giving personal opinion.

o As for me/ personally I/ In my opinion / to my mind ...
Characteristics of Service Organizations
An organization providing intangible services rather than tangible goods is termed as service
organization. In the standard industrial classification, service organizations include hotels,
restaurants and other lodging and eating establishments, barber shops, beauty parlors and other
personal services, repair services, motion picture, television and other amusement and
recreational services, legal services and accounting, engineering, research / development,
architecture and other professional organization.
Service organizations also include educational organizations, banks, insurance companies and
other financial institutions. Also government agencies and most other non-profit organizations
are service organizations.
There are some key characteristics of service organizations:
1. Quantity Measurement. It is easy to keep track of the quantity of tangible goods, both during
the production process and when the goods are sold, but it is not easy to measure the quantity of
many services. We can measure the number of patients that a physician treats in a day, for
example, and even classify these visits by type of complaint, but this is by no means equivalent
to measuring the amount of service that the physician provides to each of these patients. For
many services the amount rendered can be measured only in a crude terms, if at all.
2. Absence of inventory. Goods can be held in inventory and this inventory is a buffer that
dampens the impact on production activity of fluctuations in sales volume. Services cannot be
stored. If the services available today are not sold, the revenue from these services is lost forever.
Resources available for sale in many service organizations are essentially fixed. In the short run,
a hotel can’t increase the number of rooms that it offers for rent and it does not reduce costs
substantially by closing down some of its rooms.
(http://www.mbaknol.com/marketing-management/
service-organization/)
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Task 9. The article below is devoted to the issues of personnel management in the
service industry. Read the article and tick which aspects of a company's work HR
departments / managers are usually in charge of.

HRs are generally responsible for:

1. performance outcomes

2. evaluating employees' performance

3. hiring and employing staff

4. providing software

5. improving employees' skills

6. working on projects

7. conducting psychometric tests

8. paying compensations to staff

9. calculating remunerations

10. industrial relations

Human Resources in the Service Division

As jobs in most advanced economies shift from the goods-producing sector to the services
sector, so do many of the tasks involved in successful human resource management. Job
analysis, recruitment and selection, training, performance appraisal, compensation, and labor
relations are all likely to be affected by this current trend towards increased services jobs.

There are a few specific concerns for human resources in the service industry.

1. Job analysis, which involves gathering information to understand how to perform a job
successfully, is likely to be conducted differently in service jobs than in manufacturing jobs. As
much of service work is knowledge work, in which job activities are less observable, this may
mean differences in the way that job analysis is conducted. In service jobs, observation of job
tasks may not be as useful as interviewing job incumbents or using a standardized form such as
the Position Analysis Questionnaire.

2. Recruitment and selection practices in the services sector are as varied as the types of
positions in this sector. Many of the job areas that grow during economic recessions do so
because there are fewer attractive job options available.

Thus, during strong economic conditions, some areas (i.e., health care, day care, amusement and
recreation, and private colleges) may have difficulty recruiting job applicants, and may need to
be more innovative in their approach.

During strong economic times, this may also mean that these areas may find a lack of suitable
job candidates, which may mean that selection criteria are changed, such that some skills are
trained by the organization rather than having them present upon hire.

3. Training in the services sector may require increased attention to technology skills, as many
service sector jobs now require the use of computers. Even entry-level retail jobs make use of
computer technology for inventory and sales, and the ability to use these machines is critical.
Additionally, customer-service skills are a crucial training need in many service industry jobs;
thus, this type of training is likely to increase in value in service jobs.
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4. Performance appraisal in the service sector is likely to be different than in the goods
producing sector. While a physical accounting of performance through measuring production is
possible in manufacturing and similar industries, it is less possible in service jobs. There may not
be observable outcomes in service sector jobs.

Thus, appraising performance by measuring behaviors is more appropriate for this sector.
Additionally, outcomes other than production can be measured in service jobs: customer
satisfaction, sales in a retail location, or other outcomes can be meaningful ways to measure
performance.

5. Compensation in the goods-producing sector can be specifically linked to productivity (e.g.,
actual goods produced), but tying compensation to outcomes in the services sector may be more
difficult. Some outcomes are easy to measure, such as in the number and value of homes sold by
a real estate agent, but others are more difficult to assess, such as the degree to which a customer
service representative has successfully resolved a customer's problem.

Thus, compensation that effectively rewards and motivates employees must be based on a
performance appraisal that reliably and accurately captures performance. Human resources
managers should use caution when developing rewards based on outcomes; a poorly designed
incentive system may result in employees aiming for outcomes at the expense of customers.

For instance, if a car repair shop pays employees for each new set of brakes they install,
employees may begin to try to sell brakes to customers who don't need them in order to receive
extra pay.

6. Labor unions originally grew in prominence in goods-producing jobs but now also represent
many employees in the service industry. Although labor union membership has declined overall
in recent decades, unions are still a presence in both manufacturing and service jobs. Many
service sector employees seek representation from a union due to concerns about pay, benefits,
and job security that may not be as strong as in some other areas of the economy.

Task 10. Match the verbs with nouns to make a correct word combination then use the text above
to check them. Make up sentences of your own. Take turns to read them to your classmates.

1. gather a) a job analysis
2. perform b) in value

3. conduct ¢) performance
4. have d) employees

5. change e) information
6. train f) a problem

7. measure g) use of

8. motivate h) job applicants
9. resolve i) skills

10. recruit J) difficulty

11. develop K) representation
12. increase ) incentive systems
13. make m) a job
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14. design n) rewards

15. seek 0) criteria

Task 11. Read the article and match the headings from the box with the right part.
Two headings are extras. Cross the wrong headings out.

Steady Work Skill Enhancement
Fringe Benefits Flexible Hours
Entry into Entrepreneurism Working on Shifts

The Advantages of the Service Industry

The service industry is defined as organizations or individuals who work to provide a service,
rather than a product, to the general public. Hospitality businesses, such as hotels and
restaurants, as well as maintenance firms such as plumbing outlets and personal service groups
such as dog groomers, all fall under this umbrella. There are certain advantages to working in the
service industry that are simply not attainable in other types of jobs.

Unlike many manufacturing-based careers, being employed in a service industry job often
provides individuals with great flexibility over their daily schedules. Hotels, bars, hospitals and
the like all afford employees the opportunity to work unconventional shifts, often during the
evening hours, freeing up the daytime for other tasks and responsibilities.

Unlike many manufacturing-based jobs that are being eroded by technological advances that
make human presence less crucial, service industry jobs will always be in demand as people
continue to look to these businesses to meet their various needs. The health care industry, in
particular, is expected to remain vital over the next few years as the general population continues
to age. Individuals extend their life expectancies by remaining healthier into old age, according
to the article "People Are Living Longer and Healthier: Now What?," published in "Science
Daily."

As larger corporations downsize their staffs and people seek to gain more control over their
career destinies, the service industry allows them multiple options for becoming entrepreneurs.
Freelancers, from plumbers and dog walkers to personal shoppers, can service a large spectrum
of clients and, for the most part, can set their own pay rates and schedules.

Working in a service industry can help an individual develop and perfect specific interpersonal
and professional skills every day, such as effective communication and conflict-management
skills. Moreover some jobs in the hospitality industry in particular present daily challenges in
terms of customer relations. Employees need to enjoy change and be able to think on their feet.
Task 12. Speak on the following points. Take time to think over your ideas.
1. Differences between the service and other kinds of industries.
2. Advantages and disadvantages of working flexi time.
3. Advantages of having permanent jobs over temporary ones.
4. Opportunities to set up a business.
5. Pluses and minuses of being an entrepreneur.
6. Opportunities to broaden skills.
Task 13. Study the following collocations with the word ‘skill' then make up the
sentences of your own.
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1. have a skill

He didn’t have the right skills for the job.

2. learn a skill (also acquire a skill
formal)

People can acquire new skills while they are
unemployed.

3. develop a skill

We will give you the opportunity to develop your
skills.

4. use a skill

| am sure you can use your communication skills to
get your message across.

5. require/take skill (=to need skill)

It’s a difficult task, which and

experience.

requires skill

6. lack a skill (=not have a skill)

He lacked both the skills and the confidence to take
on the job.

7. hone a skill (=improve it)

The course will help you hone your writing skills.

8. master a skill (=learn it so that your
skill is very good)

Many of these children have not mastered basic
academic skills.

9. skilled / unskilled

The company is fortunate to have such highly skilled

skilled at/in workers.
She’s very skilled at dealing with the public.
10. skillful (=good at doing | Success in business depends on skilful management.
something)
BAPUAHT 2.

CUSTOMER CARE IN THE SERVICE INDUSTRY
Task 1. Think about the answers to the following questions.
1. What does the term ‘customer service / care' mean?
2. What is 'customer satisfaction'? What are the examples?
3. What is 'customer loyalty? What are the examples?
4. What Kkinds of relations exist between customers and service providers?
Task 2. Study the collocations *adjectives / noun' + customer’. Make up sentences of your

own.

Collocation

Definition

Example

1. aregular customer
from you

a client who frequently buys

My business quickly built up a base
of regular customers

2. a good customer

who buys a lot from you, or
uses your service a lot

Good products attract good
customers.

3. a major/big/large

customer lot

who is important and buys a

America is a big customer for
Japanese goods.

4. a loyal customer
a long time

who has been a customer for

Some of our loyal customers have
been coming here since the store
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opened.

5. a satisfied customer

who is pleased with your
goods or service

Satisfied customers will retun again
and again.

6. a potential /
prospective customer

who might become a
customer in the future

It’s very important to establish
contact with potential customers.

7. a business customer

customers that are
businesses

... the bank’s major business
customers ...

8. existing customers

that you already have

We want to improve our service for
both new and existing customers.

Task 3. Study the collocations "verbs' + customer’. Make up sentences of your own.

Collocation

Definition

Example

1. deal with a customer

do business with or talk to
a customer

He has a lot of experience in dealing
with customers.

2. serve a customer

deal with questions,
problems that customers
have

Every day the shop serves around
800 customers.

3. attract customers

get more customers

The Internet is a great way to attract
new customers.

4. keep / retain
customers

not let customers change a
provider

Keeping prices low helps to retain
customers.

5. lose a customer

gradually have less
customers

The company has lost some big
customers in the last two years.

Task 4. Study the collocations ‘customer+noun’. Make up sentences of your own.

Collocation

Definition

Example

1. customer service/care

serving and looking after
customers

Our aim is always to raise the level
of customer service.

2. customer relations

attutudes to customers

Staff are given training in customer
relations.

3. customer satisfaction

how pleased customers are

The firm carried out a survey of
customer satisfaction.

4. customer demand

the amount of something
customers want to buy or
use

It’s important to respond quickly to
changing customer demand.

5. customer complaints

how dissatisfied customers
are

My job is to handle customer
complaints and enquiries.
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Task 5. Study the thesaurus for the word 'customer’. Be ready to explain the difference
among different types of customers.

Word Definition Example

1. customer someone who buys goods or Customers were waiting for
services from a company the shop to open.

2. client someone who pays for a service The company buys and sells
from a professional person or shares on behalf of their clients
company

3. shopper someone who goes to the shops The streets were full of
looking for things to buy Christmas shoppers.

4. guest someone who pays to stay in a hotel | Guests must leave their rooms

by 10 am.

5. patron [ ‘pertron]
formal

a customer of a particular shop,
restaurant or hotel — usually written
on signs

The notice said ‘Parking for
Patrons Only’.

6. patient someone who is getting medical He is a patient of Dr Williams.
treatment from a doctor, or in a
hospital

7. consumer anyone who buys goods or uses Consumers are demanding
services — used when considering more environmentally-friendly
these people as a group who have products.
particular rights, needs, or behaviour

8. market the number of people who want to The market for organic food is
buy a product, or the type of people | growing all the time.
who want to buy it

9. clientele the type of customers that a The hotel has a very upmarket

[ kli:on'tel] $
[ klaron'tel/kli:-]
formal

particular shop, restaurant etc gets

clientele.

to customize = to change something to make it more suitable for a customer (tailor-made =

individually designed)

ask 6. Read the article which describes three types of service encounters and choose the
words from the box to match the suitable type of the encounter.

Remote
Encounter

Phone
Encounters

Face-to-Face Encounters

no direct human contact; greater potential variability in the interaction; delivery personnel;
bellboy; retail purchases; tone of voice; maintenance troubleshooting; receptionist; internet
applications; salespeople; beverage servers; airline ticketing




Service Encounters
From a customer’s point of view, the most vivid impression of service occurs in the service
encounters. A service encounter occurs every time a customer interacts with the service
organization. There are three general types of service encounters — remote encounters, phone
encounters, and face-to-face encounters. A customer may experience any of these types of
service encounters, or a combination of all three in his / her relations with a service firm.
1. Remote Encounter. Encounters occurring without any direct human contact are called remote
encounters, for example when the firm sends its billing statements or communicates others types
of information to customers by mail. Although there is no direct human contact in these remote
encounters, each represents an opportunity for a firm to reinforce or establish perceptions in the
customer. In remote encounter the tangible evidence of the service and the quality of the
technical process and system become the primary bases for judging quality. Services are being
delivered through technology, particularly with the advent of Internet applications. Retail
purchases, airline ticketing, repair and maintenance troubleshooting, and package and shipment
tracking are just a few examples of services available via the Internet. All of these types of
service encounters can be considered remote encounters.
2. Phone Encounters. In many organizations, the most frequent type of encounter between a
customer and the firm occurs over the telephone, it is called a phone encounter. Almost all firms
(whether goods manufacturers or service businesses) rely on phone encounters in the form of
customer-service, general inquiry, or order-taking functions. The judgment of quality in phone
encounters is different from remote encounters because there is greater potential variability in the
interaction. Tone of voice, employee knowledge, and effectiveness / efficiency in handling
customer issues become important criteria for judging quality in these encounters.
3. Face-to-Face Encounters. A third type of encounter is the one that occurs between an
employee and a customer in direct contact and is called face-to-face encounter. In a hotel, face—
to—face encounters occur between customers and maintenance personnel, receptionist, bellboy,
food and beverage servers and others. Determining and understanding service equality issues in
face—to—face context is the most complex of all. Both verbal and non-verbal behaviors are
important determinants of quality, as are tangible cues such as employee' dress and other
symbols of service (equipment, informational brochures, physical settings). In face-to—face
encounters a customer also plays an important role in creating quality service for him / herself
through his / her own behavior during the interaction. For example, at Disney theme parks, face-
to-face encounters occur between customers and ticket-takers, maintenance personnel, actors in
Disney character costumes, ride personnel, food and beverage servers, and others. For a
company such as IBM, in a business-to-business setting direct encounters occur between the
business customers and salespeople, delivery personnel, maintenance representatives, and
professional consultants.
Task 7. Read the article and tick the statements which characterize the aspect of customer
satisfaction.

1. Some factors that affect customer satisfaction are promptness and quality of
service, and the luxury design of the place of business.

2. Slowness usually leads to high satisfaction ratings.

3. Customers will never switch to a different provider if they experience poor or
mediocre service.

4. Customer satisfaction depends on how well a service-oriented business presents
itself,
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5. A good look can lead the customer to expect poor service.

6. It is important to establish good communication channels between customers and
businesses.

7. Customers naturally feel more likely to associate the provider with the distinctive
features.

8. Positive appearance can encourage customer satisfaction.

Customer Satisfaction in the Service Industry

Some factors that affect customer satisfaction in the service industry are speed of service, quality
of service, and the cleanliness of the place of business. Customers often want a service
performed quickly, so slowness usually leads to poor satisfaction ratings. The quality of the
service matters too, because customers are not happy when treated rudely or in a rushed manner.
Cleanliness is not just something typically required by law; appearance is important to a lot of
customers. In addition, the ease of communication can greatly affect a customer’s overall
experience with a business.
When a customer decides that he wants a service, he usually wants it performed as soon as
possible. If he has to wait longer than originally expected, his experience can be negatively
affected. While customers are usually more interested that the service be completed at a high
quality than quickly, speed of service is an important aspect of customer satisfaction.
It may seem obvious that customers want services performed correctly and with a very high
quality, and that they will not be satisfied when service is bad, but the importance of this is rarely
overstated. Most industries include a number of different service providers, and customers will
often switch to a different one if they experience bad or mediocre service. Although other factors
influence customer satisfaction in the service industry, it is hard to find any that are more
important than whether a job was completed properly.
Another factor that contributes to customer satisfaction is how well a service-oriented business
presents itself. For instance, if a customer goes to a restaurant and is greeted by dirty floors and
unkempt employees, it might not matter how good the food tastes. A bad appearance can lead the
customer to expect poor service, leading to low satisfaction, even if the service was actually
performed adequately. Likewise, a over the top or help turn a mediocre service experience into a
good one.
How easily a customer can communicate and relate with the members of the service provider can
also influence his or her overall satisfaction. When a name and a face are attached to a business,
many customers naturally feel more connected to that provider. Furthermore, if a customer can
relate to the employees performing a service for him or her, that customer is more likely to feel
positive about the experience.

(http://www.wisegeek.com/what-is-customer-satisfaction.htm)
Task 8. Complete the chart with the correct forms of nouns or adverbs of the given word.

Noun Adjective Adverb
1. slow
2. clean
3. rude
4. satisfied

Task 9. Complete the text with the word(s) from the box.
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Customers

customer care

customer loyalty

code of practice

customers

repeat business

complain

goods

services

technology

Companies need
food. Other companies provide

. Some companies provide

or training. Companies want
customers to buy from them again and again. To win
a , or set of rules, for

the customer can expect of the company. Customers can

help, they receive and the goods they buy.

Bapuanr 3.

HANDLING CUSTOMER COMPLAINTS

Task 1. Think and answer the questions below.

1. Have you ever made any complaints about unsatisfactory services or faulty goods?
2. Was the customer complaints manager competent?

3. If you had to deal with a complaint, what tips would you follow?

Task 2. Study the usage of the verb "to complain’.

To complain:

1. to say that you are annoyed, not satisfied, or unhappy about something or someone;
2. (I'you/he etc) can’t complain (spoken): used to say that a situation is satisfactory, even though

there may be a few problems.

such as clothes, cars and

, for example, insurance, banking, information

, in other words, they want

, many companies have

. The code of practice explains what
about the service, or

Collocation

Example

1. complain (that)

She complained that no one had been at the airport to
meet her.

2. complain about

She often complains about not feeling appreciated at
work.

3. complain of

Several women have complained of sexual harassment.

4. complain to

Employees complained bitterly about working
conditions.

5. constantly complain

She was constantly complaining about her job.

6. have the right to complain

You have the right to complain if you’re not satisfied
with the service you’re getting.

7. have (good) reason to complain

We felt we had good reason to complain about the food
at the hotel.

8. have little/no reason to
complain

The school is good and parents have little reason to
complain.

9. have cause to complain

Patients sometimes have cause to complain about the
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hospital treatment they receive.

10. be in a position to complain

If you feel you are bullied at work, you are certainly in a
position to complain.

Task 3. Study the usage of the noun ‘complaint’.
Complaint: 1. a statement in which someone complains about something; 2. something that you

complain about.

Collocation

Example

1. complaint about

Keating was dismissed after complaints about the
quality of his work.

2. complaint of

complaints of police brutality

3. complaint that

We are concerned by complaints that children are being
bullied.

4. make a complaint

The manager of the team decided to make a complaint
about the referee.

5. file/lodge a complaint formal

She filed a complaint against several of her colleagues.

6. have a complaint

Please let us know if you have any complaints about our
service.

7. bring a complaint against
somebody formal

Higgins brought a complaint against his former
manager.

8. deal with/handle a complaint

Police officers came to the house to deal with a
complaint about noise.

9. investigate a complaint

he dog was rescued after officials investigated a
complaint of neglect.

10. uphold a complaint

The complaint was upheld and the advertisement was
withdrawn.

Task 4. Check some key vocabulary before reading: match the verbs with their definitions.

1. compete

a) to tell someone that you are sorry that you have done
something wrong

2. compromise

b) to get people to buy its goods or services rather than those
available from another company or country

3. collaborate

c) to make certain that something will happen properly

4. accommodate

d) to think about something carefully, especially before making
a choice or decision

5. avoid

e) o work together with a person or group in order to achieve
something, especially in science or art
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6. take into account f) to tell someone that something bad or dangerous may happen,
so that they can avoid it or prevent it

7. remind g) to know who someone is or what something is, because you
have seen, heard, experienced, or learned about them in the past

8. warn h) take into consideration

9. recognize I) to reach an agreement in which everyone involved accepts
less than what they wanted at first

10. apologize J) to provide something that people need or want

11. acknowledge K) to stay away from someone or something, or not use
something

12. ensure 1) to accept someone’s opinions and try to do what they want,

especially when their opinions or needs are different from yours

13. consider m) to admit or accept that something is true or that a situation
exists
14. offer n) to say that you agree with an idea, group, or person, and

usually to help them because you want them to succeed

15. support 0) to make someone remember something that they must do

Task 5. Read the article and summarize the key points.

Dealing with Customer Complaints
The Customer is always right! There are occasions when the customer is right; however there are
also times when the customer is not entirely right or when their behavior in making a complaint
is such that they need to be appropriately challenged so that the substantive issue is dealt with.
There are some tactics for dealing with customer complaints based on a five-category scheme
called conflict-handling modes: competing, compromising, collaborating, accommodating and
avoiding.
Competing: it has been decided that enough is enough, if the customer sues, you’ll meet them in
court:

e repeat what you have said;

« remind them that they can have their goods back;

e warn the customer that you will not continue the conversation if they become abusive;

e note what is said (possibly to use in court);

e keep calm yourself and remain professional;

e recognize when the conversation has gone on long enough and terminate it appropriately.
Compromising: the system has not performed to the stated standard and you have a desperate
customer:

o apologise for the situation and reassure the customer that you’ll deal with it;

« offer to deliver the goods by express courier at the company’s expense;

e arrange to telephone the customer the next day to check delivery has been completed

satisfactorily.
Collaborating: your company isn’t at fault, the customer has chosen the wrong product, you
need to find out how to progress to an agreeable solution:

o listen to the customer — what do they need from the product;
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e prepare to swap products if you can do;

« if no other product is appropriate ask the customer how they want to proceed,

o agree on what happens to the unwanted product — refund, exchange or let the customer

keep it.

Accommodating: the customer has had poor service and you want to ensure they remain as
satisfied as possible:

o acknowledge the failings and apologize;

« avoid trying to justify the situation, there is no justification for poor service;

o make a gesture — reduce the bill or offer a discount next time to show some sort of

recognition of the situation.

Avoiding: It is not possible to get the customer into a private space:

e ensure other customers do not witness conflict between staff and this customer;

o tryto state slowly and clearly the situation and what you are proposing;

e consider varying your tactics depending on gender difference;

o consider varying your tactics depending on other staff that are present;

e Vary your tactics according to company policy;

o offer a refund on condition customer doesn’t revisit the problem;

e invite the customer back to sort out situation;

e tryto persuade customer to go to a meeting room or office.
Factors you should take into account when Dealing with a Customer Complaint: past
history with the customer; organisational policy; level at which you can make decisions;
immediate or anticipated future business or losses; whether this would set a precedent; whether
other customers will witness what is going on; whether the customer can be isolated from other
customers if necessary; available support and its reliability.

(http://lwww.mbaknol.com/services-marketing/
dealing-with-customer-complaints/)

Task 6. There are five strategies by Amanda Herder that can help resolve a customer
complaint in a smooth and professional manner. Read the article match the headings with
the correct passage. Then range the tactics according to the importance, add some
comments of your own.

Get the facts Listen well Offer a solution

Stay calm Acknowledge the problem

How to Handle Customer Complaints
Complaints happen every day. When a customer complains, it is usually for a good reason or
genuine concern. They usually have made a purchase that did not meet their expectation — a
product, service, or maybe a combination of the two. In the customer service industry, we cannot
avoid complaints. We must take care of the customer by listening to the complaint, and resolving
it, to ensure a happy customer.
Fewer than half of unhappy customers will bring a complaint to your attention. Those who never
say anything will tell an average of 11 other people about their bad experience. It is important
that we recognize complaints as opportunities, so we can sway these averages, one resolved
complaint at a time.
Customers want to know someone is listening and they are understood, and they are hoping you
are willing to take care of the problem to their satisfaction. No matter what the situation is, when
a customer brings a complaint to your attention — even if they do it in a less-than-desirable way —
be thankful. As the old saying goes, 'We can’t fix it, if we don’t know it’s broken'. Moreover, we
must realize that improper handling of a customer complaint can be costly to the business.
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Here are five strategies that will help you handle a customer complaint in a smooth and
professional manner.

When a customer comes with a complaint, keep in mind that the issue is not personal; he or she
is not attacking you directly but rather the situation at hand. 'Winning' the confrontation
accomplishes nothing. A person who remains in control of his or her emotions deals from a
position of strength. While it is perfectly natural to get defensive when attacked, choose to be the
‘professional’ and keep your cool.

Let the irate customer blow off steam. Respond with phrases such as, 'Hmm', 'l see’, and Tell me
more'. Do not interrupt. As the customer vents and sees you are not reacting, he or she will begin
to calm down. The customer needs to get into a calm frame of mind before he or she can hear
your solution — or anything you say, for that matter.

Let the customer know you hear what he or she is saying. If you or your company made a
mistake, admit it. If you did not make a mistake and it is a misunderstanding, simply explain it to
the customer: 'l can see how that would be incredibly frustrating for you'. You are not
necessarily agreeing with what the customer is saying, but respecting how he or she perceives
and feels about the situation. An excellent phrase for opening up this particular conversation
would be, 'So, if I understand you correctly..."' After the customer responds, follow up with, 'So,
if 1 understand you correctly, we were to resolve the problem by noon today. | can see how that
must be frustrating for you'. Then be quiet. Usually, the customer will respond with That's right'
or 'Exactly’. By repeating to the customer what you think you heard, you lower his or her
defenses, and win the right to be heard.

After listening, take the initiative in the conversation. Now that the customer has calmed down
and feels you have heard his or her side, begin asking questions. Be careful not to speak scripted
replies, but use this as an opportunity to start a genuine conversation, building a trusting
relationship with your customer. To help you understand the situation, get as many details as
possible.

This happens only after you have sufficient details. One thing to keep in mind: Know what you
can and cannot do within your company's guidelines. Making a promise you cannot commit to
will only set you back. Remember, when offering a solution, be courteous and respectful. Let the
customer know you are willing to take ownership of the issue, even if it was out of your control.
Take charge of the situation and let the customer know what you are going to do to solve the
problem.
A quick follow-up phone call a few days later to make sure everything is OK is icing on the
cake. Even a small gesture of apology can turn this interaction from disaster to legendary. The
cost could be minimal — maybe a simple upgrade on the customer's next purchase or a small gift
certificate. A simple gesture like this could result in a future referral or a positive word-of-mouth
marketing recommendation.
When you resolve customer complaints successfully, you will better understand their needs,
retain them as loyal customers, and enhance your business.
(http://www.trainingmag.com/content/
how-handle-customer-complaints)
Task 7. The following short dialogue provides some helpful phrases to deal with
complaints. Act out the dialogue with a partner.
When a complaint occurs, it's important for customer service reps to gather information to help
resolve the problem.
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Customer: Good morning. | purchased a computer from your company last month.
Unfortunately, I'm not satisfied with my new computer. I'm having a lot of problems.
Customer Care Rep: What seems to be the problem?
Customer: I'm having problems with my Internet connection, as well as repeated crashes when |
try to run my word-processing software.
Customer Care Rep: Did you read the instructions that came with the computer?
Customer: Well, yes. But the troubleshooting section was no help.
Customer Care Rep: What happened exactly?
Customer: Well, the Internet connection doesn't work. | think the modem is broken. I'd like a
replacement.
Customer Care Rep: How were you using the computer when you tried to connect to the
Internet?
Customer: | was trying to connect to the Internet! What kind of question is that?!
Customer Care Rep: | understand you're upset, sir. I'm just trying to understand the problem.
I'm afraid it's not our policy to replace computers because of glitches.
Customer: | bought this computer with the software pre-loaded. | haven't touched anything.
Customer Care Rep: We’re sorry that you've had a problem with this computer. Could you
bring in your computer? | promise you we'll check the settings and get back to you immediately.
Customer: OK, that will work for me.
Customer Care Rep: Is there anything else I need to know about this that I haven’t thought to
ask?
Customer: No, I'd just like to be able to use my computer to connect to the Internet.
Customer Care Rep: We'll do our best to get your computer working as soon as possible.
(http://www.jazyky-online.info/cestovani/lesson/print/06-01.pdf)
Task 8.Use the Key Phrases to make up dialogues with your partner. Act them out for the
classmates.
. What seems to be the problem?
. What happened exactly?
. I'mafraid it's not our policy to ...
. I promise you I'll ...
. Did you read the instructions that came with the ...?
. How were you using the ...?
. I understand you're upset, sir.
. I'm just trying to understand the problem.
. We’re sorry that you’ve had a problem with this product.
10. Is there anything else I need to know about this that I haven’t thought to ask?
Task 9. How to respond to complaints: learn useful phrases.
There are four basic steps you shall follow when responding to f your clients' complaints:

apologize -> ask for more details -> act -> ask for feedback

Formal phrases of apology

. I apologize for the inconvenience.
. Please accept my sincere apologies
. I apologize for the problem.
. My apologies.

O 0O ~NO U1l WN -

A WON -

Less formal phrases of apology
. We are very sorry for the trouble caused.
. Sorry for the delay.
. Sorry for the inconvenience.

W N

Asking for specific details
. Would you mind telling me some details of your problem?

o
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. Please tell me more about your problem.
. Please tell me exactly what happened.
. Please tell me exactly what the problem is.
Assuring of taking action
. I will send one of my colleagues to take care of it right now.
. Certainly, I will take care of it myself.
. I’ make sure to solve this situation today.
. I will get back to you today with the solution.
Asking for feedback
. I just want to check that everything worked out OK.
. Did you get what you needed?
. Did everything work out to your satisfaction?
. Has the problem been resolved to your satisfaction?
5. | wanted to see if you are satisfied with the solution of the problem.
Task 10. Practice the two dialogues below with a partner. Be sure to exchange roles so that are
both the person with a complaint and the person responding to the complaint.
Dialogue 1. The missing parts
A: Hello Mr. Chen, may I help you?
B: Yes, | ordered spare parts for my generator, but you sent the wrong parts.
A: Oh no! Can you tell me exactly what parts you ordered and what you got?
B: Yes, | ordered two of part number B235C, but I got two B235Ds instead! They won’t fit my
generator.
A: I’'m very sorry, let me check and see if we have the correct parts here right now and if we do,
I can have someone deliver them this afternoon. Would that be okay?
B: Yes, please — the sooner | have the parts the better.
Some time later
A: Hello Mr. Chen, did you get the correct parts | sent over? Are they exactly what you needed?
B: Yes, they just arrived. Thank you.
A: My pleasure Mr. Chen, again, sorry for the inconvenience.
Dialogue 2. Shoddy service
A: Hello, Anderson Pool Service, may | help you?
B: Yes this Dolly McBride, someone was supposed to clean my swimming pool today. No one
came.
A: I’m sorry Ms. McBride, let me check the schedule and see what went wrong. Can | send
someone over first thing tomorrow morning?
B: Yes, that would be okay.
Next day
A: Hello Ms. McBride?
B: Yes?
A: Did the pool cleaner get over there okay this morning?
B: Yes, everything is fine now. Thank you.
A: Thank you, Ms. McBride — and again — my apologies for the mix-up yesterday.
(http://www.businessenglishebook.com/business-english-lessons-activities/business-english-
complaints-lesson/)
Task 11. Grammar self-check. Fill in the gaps with the correct prepositions.

BN

A OWDN -

A WD

Please accept my apology the delay. | need to apologize Mr. Black the
problems with the air-conditioner in his room. | am sorry see that your problem is still
not fully solved. | hope that you are satisfied the solution.

Task 12. Vocabulary self-check. Fill in the gaps with the correct expression.
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1. to apologize We apologize to someone for something.

2. to be sorry

We are sorry for the inconvenience.
| am sorry about the delay.
| am sorry to hear that you are not satisfied.

3. to be satisfied I hope that you are satisfied with the solution.
| am for the inconvenience. | wanted to see if you are with the
solution of the problem. I will take of it myself. Please tell me exactly what

. | for the problem.

Task 13. Possible brief responses to complaints.

1. Situation 1 — at the hotel

Guest: Sorry, the air-conditioner in my room isn"t working. Can you fix it for me?
Receptionist: Of course, sorry for the inconvenience.

2. Situation 2 — at the restaurant

Guest: Excuse me, | didn’t order chicken but beef.

Waiter: Oh, I apologise for it, I’1l get your order right away.

3. Situation 3 — at the bar

Guest: Sorry but this drink is not cold...Can | have more ice in it?

Bartender: Certainly, sorry, Sir. Just a moment, please.

7.1.3. Onucanne KpuTepueB OLleHUBAHUS
Kpurtepuu onleHKH NpH NPOBeICHUH ONPOCca MO AUCHHILIHHE

Onenxa Kpurepun
3a OTBET
BricTaBnsiercst oOyuaromemycs, eciu:

OT1inyHO - TEOPETHUYECKOE COJIEp)KaHME Kypca OCBOCHO IIOJTHOCThIO, 0e3 mpoOenos;
- HWCYEpIBIBAIOIIEE, IOCIEAOBATENIbHO, YETKO H  JIOTHUYECKH  HW3JlaracT
TEOPETHUYECCKUIN MaTepHalr,

- cBOOOJHO CIIPABIISICTCS C PEIICHHE 3a1a4, BOIPOCAMH M IPYTUMHU BHJIAMH 337124,
- UCIIOJIB3YeT B OTBETE JIOTMOJHUTEIBHBIN MaTepua;
- BCE 3aJIaHus, IPEAYCMOTPEHHBIC YUeOHOH TPOTrpaMMOi BHITIOJTHEHBI;
-aHAIM3UPYET MOTYYCHHBIC Pe3yIbTaThl,
- TMPOSIBIIAECT CAMOCTOSTEIIBHOCTD MTPH BBIMIOJHEHNUN MTPAKTUYECKUX 3aTaHHUM.
BricTaBisiercst oOyuaromemycs, eciu:
Xopo1o - TEOPETUYECKOE CO/IePKaHNEe KypCa OCBOCHO MOIHOCTBIO;
- HEOOXOJMMBbIE IPAKTUICCKNE KOMIIETCHIIMM B OCHOBHOM C(hOPMHUPOBAHBI,
- BCEe MpEeAyCMOTpPEHHbIE YU4eOHOM mporpaMMoi 00y4eHUs MpPaKTUYeCKUe 3aJaHus
BBIIIOJIHEHBI, HO B HUX UMEIOTCS OIIHOKY U HETOYHOCTH;
- Opd OTBET€ Ha IMIOCTABICHHBIM BOMpPOC OOydaroImuiics HE OTBEYaer
apryMEHTHPOBAHO U TOJHO.
- 3HAeT TBEPAO JICKIMOHHBIM MaTepHall, TPAMOTHO U MO CYIIECTBY OTBEYaeT Ha
OCHOBHEIE TTOHSATHS.
BricTaBisier oOy4aroiemycsi, eciu:
YI0BNETBOp | - TEOPETHUYECKOE COJEp)KAHUE Kypca OCBOCHO YAaCTMYHO, HO MPOOJIEeMbl HE HOCSAT
HUTEIIFHO CYILECTBEHHOT'O XapaKkrepa;

- OOJIBIIIMHCTBO MpeaAyCMOTPCHHBIX yqe6H0171 nporpaMMoﬁ 3aJlaHHM BBITIOJIHCHO, HO
JAOIMYCKAKOTCA HEC TOYHOCTH B OIIPCACIICHUN (I)OpMyJII/IPOBKI/I;
- HaGJ’IIO,I[aCTCSI HapymcHue Jior WYECKOM MOCIeI0BATEILHOCTH.
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Heynosners | -
OPUTENBHO -

BricTaBisier 00ydaromemMycsi, eCiu:

HE 3HaeT 3HAYUTEIBbHON YacTH IPOrPaMMHOI0 MaTepHaa;
JIOIYCKAET CYILIECTBEHHbIE OLINOKY;

HCYBCPCHHO BBITIOJIHACT NPAKTUUICCKUEC 3aIaHUS;

TakK ke He c(hOPMUPOBAHBI MPAKTHUECKUE KOMITETCHIINY;
OTKa3 OT OTBETA WJIM OTCYTCTBHE OTBETA.

KpuTepnn OICHKHU ITUCbMEHHBIX OTBETOB, IIPAU HAIIUCAHUU KOHTPOJbHBIX paﬁoT mo

JAUCHHUIIIMHE

OreHka
3a OTBET

XapakTepucTruka OTBETa

OTIIMYHO

OTBeThl Ha MOCTaBJIEHHBIE BOIPOCH U3JIAraloTCs JOTUYHO, MOCIEI0BATENILHO U
He TpeOyIOT JOIMOJIHUTENbHBIX MOsSCHEHUN. JlenaroTcsi 000CHOBAHHBIE BBIBOJIBI.
JleMoHCTpUpYIOTCS riryookue 3HAHUS MHOCTPAHHOIO A3bIKa.
Onenka “oTAMYHO” MpeanoaraeT riayOOKoe 3HaHUE IMpaBWJl TpaMMaTUKU U
CTWJIUCTUKU HWHOCTPAHHOTO  $3bIKa, IIOHMMaHUE pe4Yd TOBOPSIIET0 U
MUCcbMEHHOTo TekcTa. OTBeT 00yJaroerocss Ha KakJIplii BOIPOC JAOJDKEH ObITh
pa3BepHYTHIM, YBEPEHHBIM, COJEpXaTh JOCTATOUYHO YETKHE (POPMYIUPOBKH,
MOATBEpPKAaThCs rpadukamu, nudpamMu Wik GakTHUECKUMU pumepaMu. Takoi
OTBET JOJDKEH MPOJEMOHCTPUpPOBaTh 3HAHUE MaTepuana JIeKIHi, 0a30BOro
yuyeOHHMKa U JOMOJIHUTENbHONU auTepaTypbl. OlieHKa “OTIMYHO” BBICTABIISETCS
TOJIBKO IIPH MOJIHBIX OTBETAX Ha BCE OCHOBHBIE U JJONOJHUTEIBHBIE BOIIPOCHI.
Omnenka 5 (“oTIIMYHO’) CTaBUTCS 00YUYaIOIMIUMCS, KOTOPBIE IIPH OTBETE:
e OOHapyXHUBalOT BCECTOPOHHEE CHUCTEMAaTHYECKOE€ U IIyOOKOE 3HaHHE
IIPOrpaMMHOTO MaTepuana;
e JIGMOHCTPUPYIOT 3HAaHHE COBPEMEHHOW y4eOHOM W  HaydyHOH
JUTEPATYPHI;
e CHOCOOHBI TBOPYECKM NPUMEHITh 3HAaHWE TEOPHUM K PELICHHIO
npo¢ecCHOHANBHBIX 3aj1ay;
e BJAJICIOT MOHATUHHBIM alapaToM;
e JIEMOHCTPHUPYIOT CIIOCOOHOCTh K QHAJIU3y U CONOCTABIICHUIO Pa3IMYHbIX
IIOJIX0/I0B K PEIIECHUIO 3asBICHHON B Ousere npoOieMaTHKHY;
e TOJTBEPXKJAIOT TEOPETHUECKUE NTOCTYIAThl IPUMEpaMH.

Xopo1o

OTBeThl Ha TIOCTABIICHHBIC BOMPOCH H3JIAraloTCsl CHCTEMATH3UPOBAHO M
nocleoBaTeabH0. Marepual u3naraeTcsi ypepeHHo. JleMOHCTpupyeTcs: yMeHue
aHAJIM3UPOBATh MaTepua, OJHAKO HE BCE BBIBOJIBI HOCST apryMEHTHUPOBAHHBIM
U JoKazaTenbHbId xapakTep. CoOMoJaroTcsi HOPMBI JUTEPATYpHOU peyu.
Onenka “xopomio” ctaBuTcs oOydaroumiemMycs 3a TpaBUIIbHBIE OTBETHl Ha
BOIIPOCHI, 3HAHUE OCHOBHBIX XapPaKTEPHCTHK PACKPHIBAEMBIX KaTeTOpPUH B
paMKax PEeKOMEHJIOBAHHOTO Y4E€OHHKAMHU U TOJO0XKEHHM, JaHHBIX Ha JICKIHSX.
OO0s13aTeNIbHO TIOHUMAHUE B3aMMOCBSI3€H MEXAY SBJICHUSAMH U TPOIIECCaMH,
3HaHUE OCHOBHBIX 3aKOHOMEPHOCTEM.
Onenka 4 (“xopo1110’’) CTaBUTCS 00Y4aIOLUIUMCs, KOTOPbIE IIPH OTBETE:
e 00HapYXUBaIOT TBEP/IOE 3HAHUE MPOTPAMMHOTO MaTepuana;
e VCBOWIIM OCHOBHYKD M HauOollee 3HAYNMYI0 JOMOJIHHUTEIHHYIO
JIUTEPATYpY;
e CIOCOOHBI MPUMEHSATH 3HAHME TEOPUHM K  PEHICHUIO0  3a1ad
podecCHOHALHOTO XapaKTepa;

e JIOMMYCKAIOT OTACJIbHBIC MOI'PCIMHOCTH U HCTOYHOCTHU ITPU OTBCTC.
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VY nosnerBopure
JIBHO

Jonyckarorcst HapylIeHUs B IIOCJIEI0BATEILHOCTH U3JI0KCHMUS.
JIeMOHCTpHUPYIOTCSL IIOBEPXHOCTHBIE 3HAaHUs Bolpoca. MIMeroTcs 3aTpyiHEHUs C
BBIBOJIaMHU. JIOIYCKAIOTCs HApYLIEHUS HOPM JINTEPATypHOU peUHn.

Ouenka “yIOBJIETBOPUTENIBHO” TMpPEANOJiaraeT OTBET TOJBKO B paMKax
JIEKIMOHHOIO Kypca, KOTOPBIM IIOKa3blBa€T 3HAHME CYLIIHOCTH OCHOBHBIX
kareropuii Hayku. Kak mnpaBwio, Takold OTBET KpaTOK, IIPUBOJAMMBIC
(GOpMYITHPOBKH  SBIISIOTCS HEJAOCTATOYHO YETKUMH, HEUETKH, B OTBETax
JIOTIYCKAaIOTCS HETOYHOCTU. IloyiokutenbHast OLEHKa MOXET ObITh IOCTaBJICHA
IIPpU YCIOBUU MOHUMAHUS 00YYarOIMMHUCS CYLIHOCTH OCHOBHBIX KaTEroOpuil Io
paccMaTpuBaeMOMY U JIONIOJTHUTEIBHBIM BOIIPOCAM.

HeynosnerBopu
TEIBHO

Matepuan wu3znaraeTcsi HENOCIEeI0BaTeNIbHO, COMBUYMBO, HE MPEACTaBIsAET
ONIPENIETICHHON CHUCTEeMbl 3HaHMU. lIMEITCS 3aMeTHbIE HApyIIEHHs HOPM
JUTEPATYPHOU peun.
OneHka “HEYTOBIETBOPUTENIBHO TMpEANoJiaraeT, uYro OOydJalomuiics He
pa3zobpaicsi ¢ OCHOBHBIMH BOIpOCAMH H3yYEHHBIX B IIpolecce OOy4YeHHs
KYypCOB, HE IOHMMAET CYIIHOCTH IMPOLIECCOB U SIBIIEHUMN, HE MOXET OTBETUTh Ha
MPOCTBIE BOMPOCHI THUMA ‘“dTO 3TO Takoe?’ U “IoYemMy CYIIECTBYET 3TO
sapieane?”’. Ornenka 2 (“HEYTOBJIETBOPHUTEIBHO’) CTABUTCA OOydJaroImmmcs,
KOTOpbIE MPH OTBETE:!
e OOHApYXUBAlOT 3HAUUTENbHBbIE TPOOETbl B 3HAHHUSIX OCHOBHOTO
MIPOrpaMMHOTO MaTepuaa;
e JIOMYCKAIOT MpPHUHIMUMNHAIbHBIE OMIMOKM B OTBETE Ha BOMNPOCHI
MIOCTaBJICHHBIE B 3aJJaHUU;
e JIEMOHCTPUPYIOT HE3HAHUE TEOPUU U TPAKTUKH;

Kputepun oueHKH HaNMCAHUS M NIPecTaBjJIeHus: pedepara odyyarommmcest

OneHKa
3a OTBET

Kpurepun

OTJIINYHO

OLICHMBAETCA  JIOKJIaA, B KOTOPOM  COOJIONEHBI  CIEIYIOIINE
TpeboBaHMs: 00OCHOBaHA AaKTYaJbHOCTh M30pPAHHON TEMBI; TOJIHO W
YETKO IMPEJCTaBICHBl OCHOBHBIC TEOPETHYECKUE MOHATHUS; MPOBEICH
IITyOOKUI aHAM3 TEOPETHYECKUX M MPAKTUYECKUX HCCIEeIOBAHUI MO
npoOieme; MPOJEMOHCTPUPOBAHO 3HAHHE METOJOJOTHYECKUX OCHOB
u3y4aeMol mpoOJieMBbl; TOKa3aHa OCBEIOMJICHHOCTb O HOBEHIINX
UCCIIEJIOBAaHUSAX B JIaHHOW oOTpacinu (10 MarepuanaM HaydyHOH
NEePUOAMKN); YMECTHO M TOYHO HCHOJB30BaHbl  pa3sIMuHbIC
WUTIOCTPATHBHBIE TPHEMBI — IMPUMEPBI, CXEMbI, TaONUIBI U T. 1.}
IIOKa3aHO 3HAHUE MEKIPEJAMETHBIX CBs3€H; paboTa HamucaHa C
MICTIOJIb30BAHMEM TEPMHHOB COBPEMEHHOH HAyKH, XOPOILIMM PYCCKUM
SI3BIKOM, COOJTIO/IEHa JIOTHYECKass CTPOHHOCTH padOTHI;  COOIIOJCHBI
Bce TpeOOBaHUs K 0(OPMIICHHIO JJOKJIAa.

Xopo1o

OLICHMBAETCA JOKJIAJ, B KOTOPOW: B IIEJIOM PAacKpbiTa aKTyalbHOCTb
TEMBbl; B OCHOBHOM IIpE/CTaBieH 0030p OCHOBHOM JHUTEpaTypbl IO
JaHHOW  mpoOiiemMe; HEJOCTaTOYHO  HCHOJIBb30BaHbl  IOCIEAHUE
nyoNMUKalMu IO JIAaHHOMY BOIIPOCY; BBIBOJBI C(OPMYIHPOBAHBI
HEJI0OCTaTOYHO IOJIHO; COOCTBEHHAsi TOYKA 3PEHHs] OTCYTCTBYET WM
HEeJI0OCTaTOYHO  apryMEHTHpOBaHa; B  W3JI0XKEHUU Mpeolriagaer
OnMcaTeNIbHBIN XapakTep

BBICTABJIACTCA TIPpU  YCJIIOBUM: HM3JIOXKCHUC HOCHUT HCKIIIOYUTCIBHO
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Y 10BIETBOPUTEIBHO ONMCATEIbHbIH,  KOMIIWJISITHUBHBIN xapakrep; Oubnmorpadus
OTpaHUYEHA; M3JIOKEHNE OTJIMYAeTCs claboil aprymeHTanuei; pabora
HE BBICTPOEHA JIOTUYECKH; HEIOCTATOYHO HCIIOJIB3YETCS HaydHas
TEPMUHOJIOTHSI; BBIBOJBI TPUBUAIBHBI, HUMEIOTCS CYIIECTBEHHBIC
HEIOCTATKU B 0(pOpMIICHUU.

BBICTABIISIETCA €CIU  OOJIBIIMHCTBO M3JIOKEHHBIX  TpeOOBaHUN K
HeynoBneTBOpUTENBHO | TOKIATy HE COOIIOACHO, TO OH HE 3aCUMTHIBACTCH.

KpuTepnn OLICHKH 06pa3OBaTeJ'[beIX JOCTHKEHUI 1JI11 TeCTOBBIX MaTepuaioB

Koapdunuent K (%) Ouenka Kpurtepun oneHKH
Csbitie 80% npaBUIbHBIX «OTJIIMYHO» I'mybokoe no3HaHue B
OTBETOB OCBOEHHOM MaTtepuajie
Csrimre 70% mpaBUIIBHBIX «XOPOIIOY Matepuan ocBoeH
OTBETOB IMOJIHOCTEIO, 03
CYIIIECTBEHHBIX OMIMO0K
Csbitie 50% npaBUIbHBIX «YZOBJIETBOPUTEIBHO» Marepuas 0CBOEH He
OTBETOB MOJIHOCTHIO, UMEIOTCS
3HAYUTCIIbHBIC Hpo6enm B
3HaAHUAX
Menee 50% mpaBUIBHBIX «HEYIOBJIETBOPUTEIBLHO» Marepuai He OCBOEH, 3HAHUS
OTBETOB oOyJaroluiicsia HUXe
0a30BOr0 ypOBHS

7.2. I[IpomMe:KyTOUHAS aTTeCTANMS

7.2.1. ®opMbI NPOMEKYTOYHON ATTECTANUM YCIIEBAEMOCTH 00Yy4ar0muXcst

[IpomexxyTounass  arrectaumss 1o  gucuuiuinHe — «/HOCTpaHHBIM  S3BIK B
npodeccHoHaAbHOM eATENbHOCTHY 3aBeplIaeT U3yYeHHE Kypca U MPOXOIUT B BHUJE HK3aMEHA.
DK3aMeH MPOBOJUTCS COIVIACHO PACIUCAHHIO 3a4€THO-IK3aMEHAlMOHHON ceccuu. Jlo nK3aMeHa
HE JIONMyCKalTcs oOydaroluecsi, He CHaBIIME XOTs Obl OJHY W3 JBYX TEKYIIMX arTecTaluil
(TectupoBaHMii). DKk3aMeH MOKET OBbITh BBHICTABJIEH aBTOMATHYECKH, [0 pe3yIbTaTaM TEKYIINX
KOHTpOJI€ H JOCTHXKEHUH, MPOJEMOHCTPUPOBAHHBIX OOYyYAIOMIMMCS Ha MPaKTHYECKUX
3aHsaTusX. GaMuauu 00ydarolUXcsl, MOTYYUBIIUX 3K3aMEH aBTOMAaTHYECKH, OOBSABIAIOTCS B
JIeHb TPOBEIEHHUs 3K3aMeHa, [0 Hayaja MPOMEXKYTOYHOro uchbiTaHus. Bce oOyuwatomiuecs
IPYIIIBI Pa3MEIIaloTCs B ayIUTOPUH, 10 OJTHOMY YEJIOBEKY 3a CTOJIOM.

[IpoBenenune 3x3aMeHa MOXKET COCTOSITh COCTOUT M3 JIBYX ATAlOB:

1. OTBeT Ha BOIPOCHI, yKa3aHHbIEC B Ouiere

2. TectupoBanue Tu6O peleHUE MPAKTUIECKUX 33124

CoctaB ucCHBITaHUS OMpeeNsieTcs MpernoaBaTelieM caMOCTOSTENIbHO UCXO/I U3 YPOBHS
MOATOTOBKH 00YYaOIIUXCs, MPOJAEMOHCTPUPOBAHHOTO HA TEKYILEH aTTECTAllUU U MPAKTUIECKUX
3aHATHUSAX.

HezaBucumo ot pe3ynbTata nepBoro 3rarna npernoaBaTeNb JOMycKaeT 00yJaronerocs 10
MPOXOKJACHHUST BTOPOrO 3Tana SK3aMeHa. TOJIbKO MO WTOraM BCEX 3TallOoB U pe3ylbTaTam
TEKYLIEH yCIIeBa€MOCTH BBICTABIISIETCA UTOTOBAsi OTMETKA.

HUror kaxkgoro »Tama wucheiTaHusa (¢ukcupyercs mpenogaBareneM. OreHUBaHHE
MPOBOJIUTCS MO METOJUKE, ONMHMCAHHOW BBIIIE JUISI OLUEHKH TECTUPOBAHUS M PEIICHHs 3ajad.
[IpenogaBaTens BOpaBe MOBBICUTH IMOJYYMBIIEECS 3HAUYEHHE, OCHOBBIBASICH HA pPE3yJbTaTax
TEKYyIEeH YCIeBaeMOCTH O00YJaroIerocs U €ro padoThl Ha MPAKTHYECKUX 3aHATUAX. Pe3ynbTraTsl
MIPOXOXKCHHSI dK3aMeHa OOBSIBISIFOTCS BCEH TpyIIIie.
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B cinydyae HeymoOBIIETBOPUTEIBHOTO pe3yjbTaTa SK3aMEHAIMOHHOIO  HMCIBITAHUS
HAYaJIbHUKOM Y4e0OHOTO OTJIela Ha3HAa4YaeTcs JIeHb M BpPEeMs MOBTOPHOW ClIaydM 3K3aMEHa I10
JTUCIUTLITUHE.

«40OY BO HHCTUTYT APYXKBbl HAPOJAOB KABKA3A

3K3AMEHAIIMOHHBIN BUJIET Ne 1
aucHuNInHA: «MHOCTpaHHBIH S3bIK B TPOPECCHOHATIBHOM JCITEIILHOCTH»
sk3ameH no HanpasJienuio 43.03.01 CepBuc
YTBepxaeH Ha 3aceaHuu Kadeapsl, MpoTokoi No OT « » 2021 r.

1. ®aktopbl, 06ycnoBAMBaIOLWME PA3BUTME U MOMOJIHEHWE CIOBAPHOIO COCTaBa A3bIKa.
2. 3HaYeHWEe WHOCTPAHHOTO S3bIKA JIJIST MEXKTYHAPOIHOTO OOIICHHSI. .
3. TecToBo€ 3aanue

DK3aMeHaTop
3aB. kadeapoi

7.2.2. IlepevyeHb NPUMEPHBIX BOIPOCOB M BAPDHAHTOB NPAKTHYECKHUX 32124 A5
NMPOMEKYTOYHOM aTTeCTAMU 00yYAOIIMXCH

7.2.2.1. IlpumepHbIe BONPOCHI IS IPOMEKYTOYHOM aTTeCTALMHU

Ne Kox ¢popmupyemoit
IlepeyeHb MPUMEPHBIX BOMPOCOB K IK3AMEHY

n/n KOMIIeTeHIIUH

1. PedeBoe oOmienne B chepe KoMMepUSCKUX, aIMUHUCTPATHBHO- 3-1,3-2, V-2
MIPABOBBIX, SKOHOMUYECKHUX U AUTUIOMATHYECKUX OTHOIICHUM.

2. OCOOCHHOCTH U SI3BIKOBBIC PA3IMUdsS MEXIY AHAIOTHUCCKOM, 3-1, 3-2, V-2
MOHOJIOTUYECKOM U TUCTAHTHOM JEJI0BOM PEUbIO.

3. OcHoBHBIE TTpaBWJIa MOBEACHUS TNepcoHana roctuaunbl. Ctwb | 3-1, 3-2, 3-4, V-2, B-2
00CITy>)KMBaHUS KIIMEHTOB.

4. CiyxeOHBbIi STHKET B cepe rOCTENPUIMCTBA. 3-1,3-2,3-4,V-2,B-2

5. Ponb rocrenpuuMcTBa B chepe rOCTUHUYHBIX YCITYT. 3-1, 3-2, 3-4, V-2, B-2

6. OcoOEHHOCTH KOPIIOPATUBHOTO MMUJKA OPTraHU3aLMH. 3-1,3-2,3-4,V-2,B-2

7. [Icuxonoruueckas KyinbTypa cepBuca. 3-1, 3-2,3-4, V-2, B-2

8. ®dakTopel, OOYCIOBIMBAIOIINE Pa3BUTHE U IOMOJHEHHE 3-1, 3-2, V-2, B-1
CJIOBapHOTO COCTaBa s3bIKa.

9. HoBooOpa3zoBanus, ucnosib3yeMble OOJIBIIMHCTBOM TOBOPSIIUX 3-1, 3-2, V-2, B-1
Ha JAHHOM SI3BIKE JIIOMIEH.

10. | KonuyecTBEHHOE IIOMOJIHEHHE. 3aMMCTBOBAHUE JATUHCKOM, 3-1, 3-2, V-2, B-1
(bpaHIy3CKOW JIEKCUKU.

11. Crennurka cI0BapHOTO COCTaBa SI3bIKA. 3-1, 3-2, V-2, B-1

12. | Knaccuduxaius cioBapHOTO COCTaBa s3bIKA. 3-1, 3-2, V-2, B-1

13. | Pa3Butue ¢oneTnueckoro crposi (M3MEHEHHMS B CHUCTEME 3-1, 3-2
TJIACHBIX, COTJIACHBIX, opdorpadun) U rpaMMaTHYECKOTO CTPOS
s3pIKa (pa3BUTHE CHCTEMbI HIMEHH, TJIaroja, CHHTaKCHCA).
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14. v 3-1, 3-2
OTIOJTHEHHE CJIOBAPHOTO COCTABa SI3bIKA.

15. | Mecro, rAe OCTaHABIMBAIUChL HA HOWIET TOCTU-Kymibl. | 3-4, 3-5, V-3, V-4, B-2,
[TozmHee — mpucnocoOieHHBIE TOMEIIEHUsT IS OoJiee-MeHee B-3
KOM(OPTHOTO HOWIEra W MPOKUBAHUS JUISI TIOOBIX MPUEIKUX
JIIONICH..

16. | Crenuduka xanpa TeaeOHHOTO JEIOBOrO OOMICHUS. DTHUKET 3-3, V-1, B-1
JICIIOBOTO TeJIe(hOHHOTO Pa3roBopa

17. | . JenoBas G6ecena no tenedoHy — 3TO CaMblil OBICTPBIN JEIOBON 3-3, V-1, B-1
KOHTaKT U 0C000€ YMEHBE.

18. . 3-3, V-1, B-1
Tenekcsl, TeneTainsl,pakchl.

19. | 3HaueHWe WHOCTPAHHOTO S3bIKA JUISI  MEXITYHApPOIHOTO 3-1, 3-2, V-3, B-3
OOIICHUSL.

20. | M3y4yeHrne OCHOBHBIX ITPABHUII TTOBEACHUS 32 CTOJIOM. 3-1, 3-2, 3-5, V-3, V-4,

B-1, B-2, B-3

21. | PaccmoTpeHue orpaHUYEHUI HA TEMaTUKY 3aCTONBHBIX Oecen B | 3-1, 3-2, 3-5, V-3, V-4,
CTOJIOBOM DTHKETE. B-1, B-2, B-3

22. [IpaBusna ncmoap30BaHUSI CTOJIOBBIX MPHOOPOB 3-1,3-2,3-5, V-3, V-4,

' B-1, B-2, B-3

23. | Bydyenne ocoOEHHOCTEW CEpBHUPOBKM crojla x pasnmuyabM | 3-1, 3-2, 3-5, V-3, V-4,
Mpa3JHUYHBIM U OOBIYHBIM MEPOTIPUSTHUSIM. B-1, B-2, B-3

24. Oco0eHHOCTH MTOBEJICHUS B TOCTSIX U MPUEMa ToCTen 3-1,3-2,3-5, V-3, V-4,

' B-1, B-2, B-3

25. | IlpaBuna BcTpeur TOCTel, BBIOOp M mpenoaHecenue momaapkos | 3-1, 3-2, 3-5, V-3, V-4,
1 CYBEHUPOB. B-1, B-2, B-3

26. biiroma, koTopbie MOAAIOTCS K CTOTY 3-1,3-2,3-5, V-3, V-4,

’ ) B-1, B-2, B-3
21. [IpaBuna moBeaeHUS 32 CTOJIOM 3-1,3-2,3-5, V-3, V-4,
) B-1, B-2, B-3

28. | Beibop cTo0BBIX TPHOOPOB Tl McTionb3oBanus. [IpaBwna uro | 3-1, 3-2, 3-5, V-3, V-4,
1 KaK MPaBUIILHO €CTh. B-1, B-2, B-3

29. | Ctpykrypa pecTopaHHOH CiIy>kObI. JIOIDKHOCTH COMETTbE. 3-1, 3-2,3-4, V-2, V-3,

B-2, B-3

30. | IlpaBuma cocraBimeHus KapThl BUH. Meroasl u ycioBus | 3-1, 3-2, 3-4, V-2, V-3,
XpaHCHUs BUHA B-2, B-3

31. | Knaccudukamuss BuH. Kak uwurate BuUHHYIO 9TUKeTKy | 3-1, 3-2, 3-4, V-2, V-3,
CootBetctBue 0iron1 1 BuH CTEKIIsIHHAS Mocyia B-2, B-3

32. | Buger mronopos . [Ipe3eHTanus u TeXHUKA 1TOJa49d BUHA. 3-1, 3-2,3-4, V-2, V-3,

B-2, B-3

33. . 3-1, 3-2, 3-3, V-1, V-2,
[TnanupoBaHue U MOATOTOBKA CIYKEOHBIX COBEIIAHUN. B-1

34. | YcraHoBIeHHUE MPOJOKUTENFHOCTH, periaMmenTa u nmporokona | 3-1, 3-2, 3-3, V-1, V-2,
COBeEIIaHU. B-1

35. OcHoBHBIE 3Tambl MPOBEAEHUS JIEIOBOTO COBellaHus: Hadaino | 3-1, 3-2, 3-3, V-1, V-2,
COBEILAHUS, nepenayda uH(popMaIny, apryMeHTaIlus, B-1
HEUTpamu3alus 3aMeYaHui, TPUHSITHS PEIICHHUS.

36. | [IpumepHbIii accopTUMeHT OioA, HAMUTKOB U u3nenwii; | 3-4, 3-5, V-3, V-4, B-2,

HaJIM4YuC CbIpbA W IMPOAYKTOB Ha CKJIaAC; CCE30HHOCTb
MPOAYKTOB, HAJIMYUC CTAHAAPTOB IIPUTOTOBJIICHU 6.IIIOI[

B-3

38




37. | Ucropuueckoe  pa3BUTHE TOCTUHUIBI,  XapakTepuctuka | 3-4, 3-5, V-3, V-4, B-2,
HaIMPaBJICHUN IEATEIHLHOCTH. B-3

38. | OpranusanuoHHass  cTpykrypa u  HomepHout  doug | 3-4, 3-5, V-3, V-4, B-2,
TOCTHHHYHOTO TPEANPHUSITHS. B-3

39. | HomKHOCTHBIC OOS3aHHOCTH AHMPEKTOpa, aJMHUHHUCTparopa u | 3-4, 3-5, V-3, V-4, B-2,
Oyxranrepa. B-3

40. . 3-4, 3-5, V-3, V-4, B-2,
SVID ananu3: BO3MOKHOCTH U YIPO3bI BHEIIHEH CPEIbI. B-3

41. | Bumbl OaHKETHOro OOCIY)KHMBaHUS - OT MmpocTod mnoxauw | 3-4, 3-5, V-3, V-4, B-2,
COHJIBUYEH, OaHKeTa-das wim OaHkeTa-kode 10 OaHKEeTOB ¢ B-3
TIOJIHBIM OOCITY)KUBAHHUEM..

42. OcobGenHoctn 00Ocmy)KMBaHUsI OaHKETOB u noxenauui | 3-4, 3-5, V-3, V-4, B-2,
3aKa3z4yurKa , BHJIA TOpP)KECTBA B-3
ACCOPTUMEHTA I10/1aBAEMBIX OJIFO]T M HAITUTKOB.

43. | PazHOOOpa3mne BHUIIOB MEPONPHUATHI M OKa3bIBaeMbIX KIHEHTy | 3-3, 3-4, 3-5, V-1, V-3,
YCIIYT. V-4, B-1, B-2, B-3

44, 3-4, 3-5, V-3, V-4, B-2,
OO6cny>xuBaHUE OTEJISI. ’ B-3

45. | Ema. Kyxuu passbeix ctpan. Ema B Poccun, BemukoOpuranum, | 3-4, 3-5, V-3, V-4, B-2,
CIIA. B-3

46. | Tpamuiuu, CBA3aHHBIC C IPHEMOM TTHIIIH. 3-4, 3-5, V-3, V-4, B-2,

B-3

47. 3-4, 3-5, V-3, V-4, B-2,
[TpodeccrnonanpHOE 00yUeHHE. B-3

7.2.3. Kpumepuu ouyenku 011 nposedeHus npomexdcymouHoi ammecmayuu no OUCyuniIuHne

Onenxa Kpurepun
3a OTBET

BrictaBnsiercst oOyJaromemycsi, Ciu:
- TEOPETHYECKOE COJIEp)KAHHE Kypca OCBOCHO IIOJIHOCThIO, 0e3 MpoOeloB;

Orymo - HCYEpNLIBAIOIIEE, MOCIENOBATENHLHO, YETKO W JIOTMYECKH  M3J1araer
TEOPETUYCCKHI MaTepHal;
- cBOOOJIHO CHpaBJISIETCS C PEIICHHUE 3a/1a4, BOIPOCAMHU U JIPYTMMH BUIAMU 33]1ay;
- HCIIOJIL3YET B OTBETE JIOMOJHUTEIBHBIN MaTEPUAT;
- BCE 3aJ[aHus, PEIYCMOTPEHHbBIE YUCOHO! MPOTrPaMMOii BHITIOJIHEHBI;
-aHAJIM3UPYET MMOTy4YCHHBIC PE3yIbTATHI,
- TPOSIBJISIET CAMOCTOSTECILHOCTD IPH BBITIOJTHCHUH NMPAKTHUECKUX 33 JaHUN.
BrictaBnsiercs oOy4aromemMycsi, €Ciu:
- TEOPETHUYECKOE COJICPKAHUE Kypca OCBOEHO TIOJHOCTHIO;

Xopouo - He0OXOMMbIE IPAKTHYECKHE KOMIIETEHIMU B OCHOBHOM C(hOPMHUPOBAHEL;
- BCE MPEAYCMOTPEHHBIC y4eOHOUW MPOrpaMMoii 0OyUeHHs TPAKTUYCCKHE 3aJIaHMsI
BBITIOJTHEHBI, HO B HUX UMEIOTCS OIIUOKU M HETOYHOCTH,
- TIpH OTBETE HA IMOCTABJICHHBIM BOIPOC CTYJCHT HE OTBEUACT apryMEHTHPOBAHO U
TIOJTHO.
- 3HAeT TBEPJO JICKIIMOHHBIM MaTepuay, TPaMOTHO M IO CYIIECTBY OTBEYaeT Ha
OCHOBHBIE TTOHSTHSI.
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BricTaBisier 00ydaromemMycsi, eCiu:
- TEOPETHYECKOE COJEPKAaHHE Kypca OCBOCHO YAaCTUYHO, HO MPOOJIEMbI HE HOCST

YIIOBIETBOP | cyiecTBEHHOrO XapakTepa;

UTCIILHO - OOJBLIMHCTBO HPEIYCMOTPEHHBIX YU4eOHOM IPOrpaMMO 3aJaHuii BBIIIOJIHEHO, HO
JIOMYCKAKOTCS HE TOYHOCTH B ONIPEAETICHUH (POPMYITUPOBKH;
- HaOJIIOIAETCS HAPYIIEHHUE JIOTHYECKOH T10CIIE0BATENLHOCTH
BricraBnser oOyuatoiemycsi, €Ciu:
- HE 3HAET 3HAYMUTENLHON YacTH IIPOrPAMMHOIO MaTEPHAIIa;
Heynosinets | _ ponyckaer cymecTBenHble OMMOKY;
OPUTEIBHO

- HEYBEPEHHO BBIMOJIHICT IPAKTHUCCKUC 3aJaHUS;

- Tak xe He chopMHUPOBAHBI TPAKTHUSCKHUE KOMIICTCHIIHH,
- Ka4ecTBO BBHINOJHEHHBIX 3aJaHUM OIICHEHO 4YHCIOM O0ajjoB, OJH3KHM K
MUHHAMAJIbHOMY.

- He chopMHUpOBaHBI KOMIIECTCHIINH, YMEHUS Y HABBIKH,
- OTKa3 OT OTBETA WJIK OTCYTCTBHE OTBETA.

8. IEPEYEHb OCHOBHOM U JONTOJITHUTEJIbHOM JUTEPATYPHI,
HEOBXOJIUMOI JIJIsI OCBOEHUSA TUCIUATIJIMHBI

8.1. OcHoBHas TuTEpaTypa
1. HWHocTpaHHBIM s3bIK  TPO(ECCHOHATBHOTO  OOmIeHWS  (AHTJIMMCKUN  SI3BIK)

[OnexTponnblii pecypc] : yuebHoe mocobme / M.b. KomeBapoBa [u ap.]. — DeKTpoH.
TEKCTOBBIEC JIaHHbIE. — BopoHex: BopoHEXCKHI1 rOCy1apCTBEHHBI YHUBEPCUTET UHKECHEPHBIX
texHosorut, 2018, — 140 «c¢. — 978-5-00032-323-6. — Pexwmm pocryma:

http://www.iprbookshop.ru/76428.html

2.MarBeeBa H.B. Anrmmiickuii  s3pIKk. MEHEIKMEHT TOCTHHUYHO-PECTOPAHHBIX
npeanpusITHil [DNeKTpoHHBIH pecypc]| : ydeObHoe mocoome / H.B. MarBeeBa. — DneKTpoH.
TekcToBbIe naHHbIe. — CapatoB: Aii [Iu Op Menua, 2018. — 152 ¢. — 978-5-4486-0228-3. —
Pexxum noctyma: http://www.iprbookshop.ru/72797.html

3.Ilomos E.B. Miscellaneous items.  OOmiepa3sroBOpHbIA  aHTJIMHCKHIA  SI3BIK
[DnexTponHbIi pecypc] : yaedHoe nmocooue / E.b. [TonoB. — 2-¢ u3a. — DJIEKTPOH. TEKCTOBBIE
nanHeie. — CaparoB: By3oBckoe oOpazoBanue, 2019. — 132 ¢. — 978-5-4487-0457-4. —
Pexxum nocryna: http://www.iprbookshop.ru/79610.html

4 .PantanoBa U.H. English for service and tourism industry - Aurmuiickuii s3bIK B cdepe
oOciykUBaHUS U Typu3Ma [DIeKTpoHHbIN pecypc] : yueOHoe nmocobue / M.H. Panranosa, K.I'.
Yamanga. — DJEKTpOH. TeKCToBbIe AaHHbIe. — OpeHOypr: OpeHOyprckuil rocyaapcTBEHHBIHM
yauBepcurer, ObC ACB, 2019. — 119 c. — 978-5-7410-1520-9. — Pexum pocryma:
http://www.iprbookshop.ru/69881.html

8.2. JlonmosiHuTEIbHAS JIUTEpPATypa

1. bamanguna W.J[. I'paMMartuka aHrIHCKOTO si3bIKa JUIsi OakalaBpOB, M3y4alOUIUX
aHIIMUCKUN S3bIK KaK BTOPOM MHOCTpaHHBIN [DneKkTpoHHbIH pecypc] : yueOHoe nmocobue / N.J.
banannuna, E.B. YennanoBa. — DnekTpoH. TeKcTOBbIe NaHHbIe. — CapartoB: Al [Tu Op Meaua,
2019. — 255 C. — 978-5-4486-0537-6. — Pexum JOCTyHa:
http://www.iprbookshop.ru/79896.html

2.beiizepoB B. A. AHrimiickuii si3bIK ISl cepbl Typu3Ma M TOCTMHHYHOTO OM3Heca =
English for Tourism and Hotel Industry. — Poctos na Jlony: ®enukc, 2019. — 347 c.

3.Koponesa H.E. Aurmmiickuii s3pik. CepBuc u Typusm. English For Tourism: yue0.
nocooue.—M3x. 2-e. - PoctoB u /[]: ®ennkc, 2018. —407c.
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http://www.iprbookshop.ru/76428.html
http://www.iprbookshop.ru/79610.html

4.MarBuenko JI.M. MHocTpaHHBIN SA3bIK: TEOpUS M IpakTHKa. MToropas arrecrauus 1o
IMCUUIUIAHE [DIeKTpOHHBIN pecypc] : yueOHo-MeToauueckoe nocooue / JI.M. Marsuenko, B.T'.
Hecrepenko. — DnekTpoH. TekcToBbIe AaHHbIe. — CapatoB: By3oBckoe oOpazoBanue, 2018, —
43 c. — 978-5-4487-0288-4. — Pexxum nocrymna: http://www.iprbookshop.ru/76827.html

5. Momnsira E.B. AHrnuiickuii si3pik [ DEKTPOHHBIN pecypc] : Typu3M, TOCTEIIPUUMCTBO,
IUIaTeXHbIe cpencTBa. Yueonoe nocodue / E.B. MomHsra. — DJeKTPOH. TEKCTOBBIE TaHHBIC. —
M. : Coserckuii cmoprt, 2019. — 255 c¢. — 978-5-9718-0617-2. — Pexum pocryma:
http://www.iprbookshop.ru/57644.html

6. HypeeBa II.H. English for Service and Tourism (Anrmuiickuii si3eik. CepBUC H
Typu3M) [DneKTpoHHBIH pecypc] : ydeOHO-merommueckoe mnocobue / JI.H. Hypeea. —
DNeKTpoH. TeKCcToBble naHHble. — Kazanb: KazaHckuil HallMOHAJIBHBIA MCCIEIOBATEIBCKUN
TexHoyiornyeckuii yaupepcuret, 2020. — 139 ¢. — 978-5-7882-1616-4. — Pexxum nocryna:
http://www.iprbookshop.ru/61947.htm

7. CrapxoBa JI.A. MHocTpaHHBIII $3BIK B CHEUHMAJIBHBIX cdepax KOMMYHHUKAIMH
[DnexkTponHbIil pecype] : npaktukym / J[.A. CtapkoBa. — DJEKTPOH. TEKCTOBbIE JTaHHbIE. —
CaparoB: A# [lm Op Memma, 2019. — 101 c. — 978-5-4486-0596-3. — Pexxum npoctyna:
http://www.iprbookshop.ru/80297.html

9. IEPEYEHDB PECYPCOB IPO®ECCHOHAJIbHBIX BA3 TAHHBIX 1
NHOPOPMAIMOHHBIX CITPABOYHbBIX CUCTEM UH®OPMALIMOHHO -
TEJEKOMMYHUKAIIMOHHOM CETH «AHTEPHET», HEOBXOIUMBIX JJI51
OCBOEHMs JUCHUIIIMHBI

1. DnexTponHO — OMbIHOTEUHas cucrema - http://www.iprbookshop.ru/

2. ®enepanbHblil mopran «Poccuiickoe odbpasoBanuey - http://www.edu.ru/

3. Hay4nas snekrpoHHass OMONIHOTEKa — TOJHOTEKCTOBBIC JKYPHAJIbI HAa PYCCKOM H
HHOCTpaHHBIX s3bIKax - https://elibrary.ru/defaultx.asp

10. METOAUYECKHUE YKA3AHUS J1JIS1 OBYUYAIOUIUXCA 11O
OCBOEHMUIO JUCHUIIJINHBI

10.1. O6ugue memoouueckue yKazanusa no u3y4eHuio Kypca:

[Ipu w3yyenun kypca «MHOCTpaHHBIN S3bIK B MPOQECCHOHAIBHON EeSTEIHLHOCTH
oOyyJaromuecsi 3HaKOMSITCS ¢ TEMaMH Kypca B COOTBETCTBHH C Y4EOHO-TEMAaTUYECKUM IIJIAHOM
Ha JICKIIMOHHBIX M TPAKTHYECKUX 3aHATHIX. BO Bpemsi MpOBEACHUS 3aHIATUH HCIIOJB3YOTCS
MYJIbTHMEUIHBIC MaTepUallbl, HA OCHOBAaHWUHM MPOHJIEHHOTO TEOPETUYECKOTO MaTepuayia |
WHJMBHUIYAIBHOTO W3Yy4YCHUs JIUTEPATyphl 10 TEMAaTHYECKMM IUIaHaM  OOydaroliuecs
CaMOCTOSITEIIbHO U3y4al0T YKa3aHHBIC TEMbl, BBIMOJHSAIOTCS MPAKTUYCCKHUE 33/1aHUs; B KAYECTBE
Hay4YHO-HMCCIIEI0BATENbCKOM pabOThl 00yJaroImuecs BBIMIOIHAIOT pedepaTsl (M uHbIE paboThI) MO
YTBEPKJCHHBIM HJIM PEKOMEHIOBAaHHBIM TEMaM; 3aBEPIIAIONIUM 3TArlOM U3y4YCHHUs MPOTrPaMMBbI
Kypca sIBISICTCS TIOBTOPCHHE M 3aKpEIUICHHWE NPOMICHHOrO MaTepuaia B BHUJAE KOHTPOJIS
OCTaTOYHBIX 3HAHWI, TECTUPOBAHHMS, TIOI'OTOBKH K TPOMEKYTOUHOM aTTECTAIHH.

[Ipy moAroToBKE K TMPAKTUYECKUM 3aHATHSAM OOydaromuiics JOJDKeH HavyuHATh
MOJITOTOBKY C JIMTEPATYPhl, OTpaKarollel KOHILEIIHIO Kypca.

D¢} dexTHBHOCTh OCBOCHMS TUCIUILUIMHBI OOYYaIOIIUMUCA CAMOCTOSITENIBHO CBSI3aHA C
M3Y4YE€HHEM OCHOBHOM M CIlelIMaTbHON JIUTEPATYPHhI, a TAK)KE MOJITOTOBKO M MHUChbMEHHBIX PaboT.

IIpu pabote ¢ nuTepaTypoil M BBINOJHEHMH 3aJaHUN OOy4aroIMMHUCS 11eJIeco00pa3Ho
MOJIb30BaThCsl (OHAAMH DJICKTPOHHO-OMONMMoTeYHOM cucteMsl - http://www.iprbookshop.ru/,
¢donamu GMOIMOTEKH By3a, kKaOMHETOB Kadeapsl, IHTepHET-pecypcaMu.

PaGota oOyuarormuxcs Ha MPaAKTUYECKUX 3aHATHSAX MPEANoiaraeT JOCTHKEHHE YIeOHBIX
U BOCIIUTATEIBHBIX IENIei: TOMOYb 00YJaloUIMMCs OBJIAJIETh HEOOXOIUMBIMU TEOPETUUECKUMU
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3HaHUSIMHU, B TOM YHCJI€ — KOHIICTIIUSAMU U TEPMHUHOJIOTHEH Y4eOHOW AMCIUIUIMHBI, OBJIAJIETh
HEOOXOIMMBIMH TPAKTHYECKUMHU YMEHUSMH W HaBBIKAMHU; CIOCOOCTBOBATH (POPMHUPOBAHUIO
AKTUBHOW KU3HEHHOW U Pa)KJaHCKOW MO3UMLHU CTYJECHYECTBA, UX LIEHHOCTHBIX OpPUEHTALMM, B
TOM YHCIIe, TPO(HECCHOHATHHBIX.

10.2. Memoouueckue pexomenoayuu no OP2aHU3AUUU CAMOCHOAMENbHOL Padomovl
ooyuarouuxca

Opranuzanus 110001 CaMOCTOSTEIIEHON paOOThI 00YJAOIINXCS BKITIOYACT TPH dTara:

- TIEPBBI ATAIl — MOCTAHOBKA TIepe ] 00yJarOIIMMICS TIeJIeH, 3a/1a4 BBITOJTHCHUS 3aIaHUH
(ynmpasxHeHul), pa3bsCHEHUS M YKa3aHUs 110 UX BBINOJIHEHUIO;

- BTOpOM 3Tall — HEMOCPEICTBEHHAs JEATENbHOCTh OOYYAIOIIMMHUCS 110 BBIIOJIHEHUIO
3a/laHull (ynpa)xHEeHHi), peleHuIo 3aj1ay;

- TPETUH 3Tan — MOJABEIECHNUE UTOTOB M OLIEHKA BBIMIOJIHEHUSI CaMOCTOSITENIbHON padOThI
00yJaronuxcs.

B xone BbImonHEHUS 3aaHUN 00ydaromnuecs JOHKHBI YIUThCSI MBICTUTh, aHATU3UPOBATh
3aJlaHusl, YYUTHIBATh YCIOBUS, CTAaBUTh 33J]aul, pelIaTh BO3HUKAIOLINE MPOOIEMBI.

B opranuzanuu TBOpYECKOW AEATEIBHOCTH OOyUYarolIUXCs MPErnoAaBaTesio MOMOTaloT
HOBBIE MH()OPMALIMOHHBIE TEXHOJIOTHH.

I[Ipu  pacnpenenennu  BuaoB  3amanuii  CP  pekoMeHayeTrcss  MCHOJIB30BaTh
¢ depeHInpoBaHHBINA MOIX0 K 00yJaroIIMCs.

IIepen BemonHenuem CP mpenopaBaTens MPOBOJWUT HMHCTPYKTAX IO BBINOJHEHHIO
3a/laHus, KOTOPBIM BKJIIOYAeT IeJb 3aJlaHusl, €ro COJAEp)KaHWE, CPOKU BBINOJIHEHUS,
OpUEHTUPOBOYHBIN 00beM paboThl, OCHOBHBIE TPeOOBaHUS K pe3ylibTaTaM pabOThl, KPUTEPUH
OLICHKH.

B npouecce nHCTpyKTaka MpenoaaBaresb NpeaynpexkaacT 00ydarommxcst O BO3MOXKHBIX
TUIUYHBIX OIIMOKAaX, BCTPEUAIOIIMXCS MPU BBINOJHEHUHU 3anaHus. MHCTpykTak mpoBOIUTCS
IIPETIOJAaBATENIEM 3a CYET BPEMEHH, OTBEACHHOTO HA U3YYCHHUE JUCLIUILINHEL.

CamocrostenbHas padoTa MOXET BBINOJHATECS HMHAUMBUAYAJIbHO WM IpyHNIaMH
oOyyaromuxcs, B 3aBHUCUMOCTH OT L€JIH, 00beMa, KOHKPETHOM TEMAaTHKH CaMOCTOSITEIbHOMN
paloThI, YypOBHS CIOXKHOCTH, YPOBHS YMEHHUH 00yUaroIIuXcs.

KoHTposp pe3ynpTaToB BHEAYJUTOPHOM CAMOCTOSITENLHOM pPAabOThl 0O0ydaromuXxcs
MOJKET OCYIIECTBIIAThCA B IIpeJiesiax BpPEMEHH, OTBEJCHHOTO Ha 00s3aTebHble YUeOHbIC 3aHATHS
[0 JUCUUIIMHE U MOXXET IPOXOJUTh B NMUCBbMEHHOW MJIM YCTHOH (hopMme, ¢ MperoCcTaBIeHuEM
IIPOTyKTa TBOPYECKOMU JEATEIbHOCTH.

Kputepusimu orienku pe3yabratoB CP saBistoTcs:

- YPOBEHb YCBOEHHsI yUEOHOTO MaTepuana;

- yMeHHE OOyyarollUXCs MHCIO0JIb30BaTh TEOPETHUECKUE 3HAHMS IPH BBINOJHEHUU
IIPaKTUYECKUX 3a1a4;

- HajMyue oO11ey4eOHbIX U Npo(ecCHOHANbHBIX YMEHUH U HABBIKOB;

- HAJIMYKME U YETKOCTD U3JI0KEHUS OTBETOB;

- oopMmIIeHHE MaTepualla B COOTBETCTBUU C TPEOOBAHUSAMHU.

10.3. Memoouueckue pekomenoayuu K HANUCAHUIO KOHMPONbHOU PAOOMmbl

KonTponpHast pabota — oHa U3 (HOPM CaMOCTOSTENBHOIO HM3Y4EHHUS OO0ydJarolUMUCS
y4yeOHOTro Marepuaia. BbINOJIHEHHE KOHTPOIBHOM paboThl HpeciefyeT Leldb Hay4uTh
CaMOCTOSITENIbHO paboTaTh HaJ Y4eOHBIM MaTepuanoM, OBJIAJEThb METOJaMHM COBPEMEHHBIX
Hay4YHbIX MCCIIEIOBaHMM, a TaKKe MPUYUYUTh K TOUHOMY HU3JI0KEHUIO CBOMX MBICIIEH, K YMEHUIO
JienaTh ONpesieTieHHbIe BBIBOIbI M 0000IIEHNsI Ha OCHOBE M3y4yeHHOro marepuaia. Kpome toro,
OHa CIYXHUT Ui OOyyalolMXcs CpeICTBOM KOHTPOJs YycBoeHHs Kypca. [lo mucuuruinne
«/IHOCTpaHHBIN A3BIK B TPO(PECCUOHATBHON JEATEIBHOCTHY JUIsl 00YJaIOIIMXCs 320UHON (hOPMBI
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oOy4yeHHsT TIpeAyCMOTpeHa KakK KOHTpOJbHas paboTa B (opMe TeKylmero KOHTPOJIS.
KontponeHast pabota nomkHA OBITH BBIIIOJHEHAa CAMOCTOSITENIFHO M JOJDKHA OBITH MPAaBUIBHO
odopmiena. HeobxoaumMo cOCTaBUTH IUIAaH KOHTPOJILHOW paboTHl (C yKa3aHHEM CTpaHHI) H
CIIMCOK JINTEPATypbl. PekoMeHayeTcst epe] BHIIOIHEHUEM KOHTPOJIBHOM paboThl 03HAKOMHTHCS
C MpOrpaMMOM JUCHUIUIMHBL, H3Yy4YUThb €€ TEOPETUUYECKYI0 4YacTh 0 IPEIaracMoMy B
METOAUYECKUX YKA3aHUIX CIIUCKY JIUTEPATyphl, @ 3aT€M MPUCTYIUTH K BHIIOJHEHUIO OJHOTO U3
10 BapuanToB. KoHTposbHas paboTa medaraercss Ha KOMIbIOTepe M odopmiseTcs Ha Oymare
dopmara A4, 14 mpudrom, yepes 1,5 mnTepBana. OObeM MeYaTHOW KOHTPOJBHON pPadOTHI
nojokeH coctaBisTh 10-12 crpanun. CrpaHunpsl paboThl JOHKHBI ObITh MPOHYMEPOBAHBI, K
MIPUBEACHHBIM IIUTATaM U [U(PPOBBIM JaHHBIM JOJDKHBI ObITh C/I€TAHbI CCHUIKH.

11. HEPEYEHb TH®OPMAIIMOHHBIX TEXHOJIOI' Ui, NCIIOJIb3YEMbBIX
NP OCYHWECTBJIEHUHU OBPA30BATEJIBHOI'O ITPOLECCA 110
JUCHHUIINIUMHE, BKJIIOUYAS ITEPEYUEHDb [TIPOT'PAMMHOI'O OBECIIEYEHUSA U
NHH®OPMAIIMOHHBIX CITPABOYHbBIX CUCTEM

[To BceM TemMaMm aKTUBHO HCIIOJB3YETCS KOMITBIOTEpHAs TEXHUKA IS JEMOHCTpaIiu
CJIAM/IOB C MOMOIIBIO TTPOrpaMMHOTO npuiioxkeHus: Microsoft Power Point.

Ha  mpaktmueckmx — 3aHsATHSAX ~— oOydarompecss  MPEACTABISIOT  MPE3CHTAIUH,
MOJTOTOBJCHHBIE C MOMOIIBIO MpOrpaMMHOrO mpuioxkenus Microsoft Power Point,
MOATOTOBJICHHBIE UMM B YaChl CAMOCTOATEILHON pabOTHI.

NudopmanimoHHbIE TEXHOJIOTHH:

. cOop, XpaHeHue, CUcTeMaTH3alus U BblJjada yueOHOM 1 HaydHOH MHOpMaInH;

. 00paboTKa TEeKCTOBOM, Tpaduiyeckoil U SMIIMPHUYECKO HHpOpMaLnu;

J MOJrOTOBKA, KOHCTPYUPOBAHHUE U MPE3EHTAIUSI UTOTOB HCCIIE0BATENBCKON U
aHAJIMTUYECKOH 1A TENbHOCTH;

J CaMOCTOSATENIbHBIA OUCK AONOIHUTEIBHOTO Y4eOHOTO M HaydHOTO Marepuara, ¢

HCIIOJIb30BaHUEM TIOUCKOBBIX CHCTEM M CATOB ceTH MIHTEpPHET, AIEKTPOHHBIX SHITUKIONEANN 1
0a3 JaHHBIX;

. HCIIOJIb30BaHUE 3ICKTPOHHOM MOYTHI MTPEToAaBaTeliell U 00yJaromuxcs IS
PaCChUIKH, TIEPEIUCKU U OOCY)KICHUS BO3HUKIIUX YUCOHBIX MMPOOIEM.

IMPOI'PAMMHOE OBECIIEYEHUE
OnepaunoHHbIe CHCTEMbI:

o Microsoft Open License (munensusNe 43817628 or  18.04.2008 r. (6eccpouHo).
OducHble nakernbl:

. AntuBupycHas 3amurta Kacmepckoro (moroBop Ne336-2018 ot 14.05.2018 r.
cpokoMm Ha 1 rox).

. [IporpamMma [1si KOMIBbIOTEpHOTO JUHTaQOHHOTO KabuHeTa JIMHKO B CBOOOTHOM
JOCTYyTIE.

NHOOPMAINNOHHBIE CITPABOYHBIE CUCTEMbI

. KineHT — cepBepHbIe NPUI0KEHUSI:

. Koncynberant mitoc (gorosop Ne 43559/21 ot 09.06.2021 r. cpokoM Ha 1 rox).

. Omnuiaiin pecypceni:

. Cucrema anturaruatr BKP-BY3 (morosop Ne3774/21 ot 13.02.2021 r. cpokom
Ha | rom).

J HNndopmannonno-ananurudeckas cucreMa SCIENCE INDEX (norosop NeSIO-
932/2020 ot 12.11.2020 r. cpokom Ha 1 rox).
J WNudopmarmonno-oubmmoreunas cucrema |IPRDoOKS (moroBop Ne2989/21 ot

28.06.2021 r. cpokoM Ha 3 rona).
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12. OMUCAHUE MATEPAAJIbHO-TEXHUYECKOM BA3BI,
HEOBXOJUMOM JIJIsI OCYIIECTBJIEHUS OBPA3OBATEJIBHOI'O ITIPOILIECCA
MO ANCHUIIJIMHE

CrnenuanbHble TOMEICHHUS U TIOMEIEHHS JUIsi CAMOCTOATEIbHOM PabOThI:

YueOHasi ayquTopusi AJs NPOBeJeHHs NPAKTHYECKHUX 3aHATHI, IPyNNOBBIX H
HHIMBHUAYAJIbHBIX KOHCYJIbTALMH, TEKylIero KOHTPOJSI U IPOMEXYTOUHON aTTecTaluu
(;muaTadoHHEI KabuHET, ayn.200), 060pyT0BaHHEII:

Yu4eOHoii MebebIo:

. auHTaOHHBIN cTOI (8IT.),

. cTyn (8 mrT.),

. cToJ npenonasarens (1mr.),

. nocka menoBast (1miT.).

Texnnyeckue cpeacTBa 00y4eHus :

o KOMIIBIOTEPHI C TIOAKIIOYEHHEM K ceTH «VHTepHEeT» U OCTYNOM B 3JIEKTPOHHYIO
MH(POPMAITMOHHO-00pa30BaTEIBHYIO Cpely OpraHu3anuu (8 mr.),

. 3BYKOYCHUJIMBArOIIas anmnaparypa (8mr.).

. Habops! neMoHcTpaiioHHOTro 060pyAOBaHMS U y4€OHO-HATJISIHBIX TOCOOUH.

IMomemenue 1J1si CaMOCTOATEIbHOI padoThl odyuarommxest (ayn.201)

YKOMILIEKTOBAHO:

Y4ebHoil MedeIbIo:

. cToJt Ha 2 mocamovHbIx MecTa (10 mT.),

. ctya (20 mT.),

. crout ipenoaasatesns (1 mr.),

. nocka menoBas (1 mT.)
Texnuuyeckue cpeacTrBa 00y4eHusi:

o KOMITBIOTEPHI C MOJAKIIOYEHHEM K ceTH «VHTepHeT» U AOCTYNOM B AJIEKTPOHHYIO
nH(pOpMaIMOHHO-00pa3oBaTeIbHY0 cpeny opranu3anuu (10 mrT.),

. teneBuzop (1 mT.).

13. OBPA3OBATEJIBHBIE TEXHOJIOT A

B nponecce ocBoeHMs JUCHUILUIMHBI UCTIOJIB3YIOTCS CEyoLe 00pa3oBaTelbHbIe
TEXHOJIOTUU:

13.1. CtanaapTHbie MeTOAbI 00y4YeHUS

- IPAKTUYECKUE 3aHATUS;

- MMCbMEHHBIE UJIU YCTHBIE JTIOMAlIHUE 3alaHuUs;

- KOHCYJIbTalluy MPENoaaBaTeiei;

- caMocCTosITeIbHAs paboTa 00YJaIOLINXCsl, B KOTOPYIO BXOJAUT OCBOEHHE TEOPETUUECKOTO
MaTepualia, HOJAroTOBKa K MPaKTHYECKUM/Ia0OpaTOPHBIM 3aHSTUSAM, BBIIIOJHEHHE YKAa3aHHBIX
BbIIIIE€ MTMCbMEHHBIX/YCTHBIX 3aJlaHHii, paboTa ¢ IUTepaTypoi.

13.2. MeToabl 00y4eHHs ¢ IPUMEHEHHEM HHTEPAKTHBHBIX ()OPM 00pa30BaTeJIbHBIX
TEXHOJIOTMH

- KpPYTJIbI€ CTOJIBI;

- 00cy>KIeHre MOrOTOBJIEHHBIX 00yUarouMucs pedepaTos;

- TPYIIIOBBIE JUCKYCCUU U TIPOEKTHI;

- 00CyXKIeHUE Pe3yabTaToB PadOThl CTYACHUYECKHUX HCCIIeI0BaTEeIbCKUX TPYIIIL;

- PelIeHUE KeC-CTaIu.
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14. OCOBEHHOCTH BBIIIOJTHEHUS 3AJAHUN OB YUAIOIIIUMUCSH -
NHBAJINJAMU U JINHAMU C OTPAHUYEHHBIMHA BO3MOXHOCTSAMU
310POBbs

OcoObie ycioBus oOyueHHs ¥ HamNpaBlieHUss pabOThl C WHBAIHIAMU W JIMIAMU C
OTPaHUYECHHBIMH BO3MOKHOCTSIMH 3JIOPOBBsSI (ajiee OOY4YaIOIMIMMHUCA C OrpaHUYCHHBIMU
BO3MO>KHOCTSIMH 3/I0POBBST) OTIPE/ICIICHBI HA OCHOBAHHH:

— 3akoHa PO ot 29.12.2012r. Ne 273-®3 «O6 oOpa3oBanuu B Poccuiickoii @eneparumny»;

— 3akoHa P® ot 24.11.1995 r.Ne 181-®3 «O comuanbHOM 3alIUTe WHBAIUIOB B
Poccniickoit denepanuny;

— Ipukaza Muno6puayku Poccun ot 05.04.2017 Ne 301 «O6 yrBepxnenun Ilopsinka
OpraHu3alii W OCYIIECTBJICHUS 00pa30BAaTEIbHON JESATEIBLHOCTH 1O 00pa3oBaTEIbHBIM
IporpamMMam BBICIIIETO 00pa30BaHMsI — IIporpaMMaM OakajaBpuaTa, MporpaMMaM CHEIHaInTeTa,
porpaMmaM MarucTpaTypbi»;

— METOJIMYECKUX PEKOMEHJAIM MO OpraHu3ald 00pa3oBaTEIBHOTO Ipolecca s
00y4YeHHs MTHBAJIUIOB M JIMI] C OTPAaHMYCHHBIMH BO3MOXHOCTSIMH 37I0POBbSI B 00pa30BaTEIIbHBIX
OpraHu3alUsaX BBICIIEr0 OOpa3oBaHMs, B TOM YHCIIE OCHAIIEHHOCTH O00pa30BaTEeIHLHOTO
npouecca (yrB. Muno6puayku Poccun 08.04.2014 Ne AK-44/058H).

[Mon cnenmanbHBIMH YCIOBHSIMH [UIS TIOJNydeHHS OOpa3oBaHUs OOyJArOIIUMUCS C
OTPaHUYCHHBIMH BO3MOYKHOCTSIMH 37I0POBbSI ITOHUMAIOTCSI YCIOBUS OOY4YEHHsI, BOCIIUTAHHS H
pasBUTHS TaKUX OOYYAIOMIMXCS, BKIFOUAIONIME B CeOs HCIIOJIb30BAHHME aJallTHPOBAHHBIX
00pa3oBaTeNbHBIX MPOrPaMM U METOIOB OOYYeHHUs M BOCHHUTAHUS, CIEIHATBHBIX y4eOHUKOB,
YUeOHBIX TOCOOMH W NUIAKTHYECKHX MAaTEPHANOB, CIEIMATbHBIX TEXHHYECKHX CpEICTB
oOy4eHHsT KOJUIEKTUBHOTO W WHAWBUAYAJBHOTO TOJB30BAHMSA, NPEAOCTABIICHHE YCIyT
accucteHTa (TIOMOIIHMKA), OKAa3bIBAIOIIETO OOYJarONIMiCAd HEOOXOIUMYI0 TEXHHUYECKYIO
MOMOIIIb, TIPOBEJICHUE TPYIIOBBIX M MHIUBUAYATbHBIX KOPPEKIIMOHHBIX 3aHSATHH, oOecTrieueHne
JIOCTyIa B 3[aHUS By3a W JAPYrHe YCJIOBHS, 0€3 KOTOPHIX HEBO3MOXKHO WIIM 3aTPYIHEHO
OCBOeHHE O00pa30BaTEIFHBIX MPOTPaMM OOYJAFOIIUMUCS C OTPaHUYECHHBIMH BO3MOKHOCTSIMH
3II0POBBSL.

OOyueHue THIl OpraHN30BaHO KaK MHKITIO3UBHO, TaK U B OT/ACIBHBIX TPYIIIIax.

Jliist He3psiuuX U CIIa0OBHISIINX: BECh HEOOXOAMMBIN [T U3YUEHHS MaTepuall, COTJIACHO
y4eOHOMY ITUTaHY (B TOM YHCIIC, JJII OOYyJaroluXxcs M0 WHAMBUAYAIbHBIM yYCOHBIM ILIAHAM)
MPEIOCTABIISIETCS B 3JICKTPOHOM BHJIE Ha JIUCKE.

Jnst cnaGoBHUIAIIMX OOydYarOmUXCs 00ECIeunBaeTCsl MHIMBUIYaTIbHOE PaBHOMEPHOE
ocenienne He MeHee 300 JIOKC; TPU HEOOXOIMMOCTH MPEIOCTABISCTCS YBEIMYHBAIOIICE
YCTPOWCTBO (HANpUMEp, BUICOYBEIUINUTEIb IIEKTPOHHBIN PYYHOH, HII UHOEC).

Jst Tayxux W cinaOoCIHbIIalINX, ¢ TSOKEIBIMH HAPYHICHUSMHU pPEYd: 00eCreurnBacTCs
HAIMYME  3BYKOYCWIMBAIOUICH  ammaparypbl  KOJUICKTHBHOTO  TIOJIb30BaHUs  (cHcTeMa
nHpOpPMAIIMOHHAS ISl CIIA00CIBIIIAIUX TIEPEHOCHAS), P HEOOXOJAUMOCTH MPEIOCTABIISCTCS
3BYKOYCHJIMBAIOIIAs arnapaTypa WHAWBUYaIbHOTO TOJIb30BaHUS;

[lepen HawamoMm OOy4YeHHS MPOBOMSATCS KOHCYJIbTATUBHBIC 3aHSATHS, MO3BOJISIOIINE
00y4aroIUics ¢ OrpaHUYCHHBIMU BO3MOXHOCTSIMU a/IalITHPOBATHCS K y4eOHOMY MPOLIECCY

s oGecriedeHnss JOCTYMMHOCTH 00Opa30BaHUs Ul MHBAINIOB U JIUIl C OrPaHUYEHHBIMU
BO3MOKHOCTSIMH  37I0pOBbSl MOXET NpPHUMEHATbCA ajantupoBaHHas ¢opma oOydeHus c
JJIEMEHTaMU  JMCTAaHIMOHHOTO oOydeHus. llenbio oOydeHHs sBIseTCS IpeloCTaBICHUE
oOyJaromuMcsi BO3MO>KHOCTH OCBOEHHSI 00pa3oBaTeIbHBIX MPOTrpaMM HEMOCPEACTBEHHO IO
MECTy KHUTEIbCTBA WJIM BpEMEHHOro uX mpedbiBaHusg. [Ipu o0yueHHH, C dJIeMEeHTaMu
JMCTAaHIIMOHHOTO, BEIYIIMHA MpernojaBaTeib OCYIIECTBISET y4eOHO-METOJMYECKYI0 IOMOIb
oOyyaromuiicst yepe3 KOHCYJIbTAIlH C UCTIOJIb30BAaHUEM CPEJICTB MIHTEpHET-TeXHOIOTHH.

45



JIMCT COI'JTACOBAHUA

Nen/n [lonpasnenenue Damunus [Tonnuce Jara
1 Kadenpa obmenayansix Yepuukosa B.E. 28.08.2018
JUCHUITIINH
28.08.2018
2 bubnmoreka byraesa C.B.
3 MTO @posnosa B.A. 28.08.2018

46



	Отсканированное изображение
	Частное образовательное учреждение высшего образования
	освоения образовательной программы
	Соотношение результатов изучения дисциплины результатам освоения ОПОП
	занятий и на самостоятельную работу обучающихся
	Распределение академических часов дисциплины по курсам и семестрам изучения
	Общая трудоемкость дисциплины составляет 4 зачетных единиц (144 академ. часа).
	с указанием отведенного на них количества
	академических или астрономических часов и видов
	5.1.1.  Структура учебной дисциплины очная форма обучения
	5.1.2 Структура учебной дисциплины заочная форма обучения
	по дисциплине
	7.1. Текущий контроль знаний обучающихся
	Опросы
	Решение заданий в тестовой форме
	Примерные вопросы  для собеседования:
	Примерные задания для выполнения контрольных работы на заочной форме обучения

	ВАРИАНТ 1.
	THE FEATURES OF THE SERVICE INDUSTRY
	The Sectors of Industries
	The Definitions of the Service Industry

	Task 5. Read the article once again and answer the questions.
	Task 6. Match the verbs from the box with their definitions.
	Recommended structure of a summary
	1. Introducing the title.
	2. Summarizing the main idea.
	3. Dividing into parts.
	4. Making general conclusion.
	5. Giving personal opinion.
	Characteristics of Service Organizations

	Human Resources in the Service Division
	Task 10. Match the verbs with nouns to make a correct word combination then use the text above to check them. Make up sentences of your own. Take turns to read them to your classmates.
	Task 11. Read the article and match the headings from the box with the right part. Two headings are extras. Cross the wrong headings out.
	The Advantages of the Service Industry

	Task 12. Speak on the following points. Take time to think over your ideas.
	ВАРИАНТ 2.
	CUSTOMER CARE IN THE SERVICE INDUSTRY
	Task 1. Think about the answers to the following questions.
	Service Encounters
	Customer Satisfaction in the Service Industry
	Task 8. Complete the chart with the correct forms of nouns or adverbs of the given word.
	Customers

	Вариант 3.
	HANDLING CUSTOMER COMPLAINTS
	Task 1. Think and answer the questions below.
	Task 2. Study the usage of the verb 'to complain'.
	To complain:
	Dealing with Customer Complaints
	How to Handle Customer Complaints
	Task 9. How to respond to complaints: learn useful phrases.
	Formal phrases of apology
	Less formal phrases of apology
	Asking for specific details
	Assuring of taking action
	Asking for feedback
	Dialogue 1. The missing parts
	A: Hello Mr. Chen, may I help you?
	Dialogue 2. Shoddy service
	A: Hello, Anderson Pool Service, may I help you?
	Task 11. Grammar self-check. Fill in the gaps with the correct prepositions.
	Task 12. Vocabulary self-check. Fill in the gaps with the correct expression.
	Task 13. Possible brief responses to complaints.
	7.1.3. Описание критериев оценивания

	Критерии оценки при проведении опроса по дисциплине
	Критерии оценки написания и представления реферата обучающимся
	Критерии оценки образовательных достижений для тестовых материалов
	7.2. Промежуточная аттестация
	7.2.1.  Формы промежуточной аттестации успеваемости обучающихся
	7.2.2. Перечень примерных вопросов и вариантов практических задач для  промежуточной аттестации обучающихся
	7.2.2.1. Примерные вопросы для промежуточной аттестации
	7.2.3.Критерии оценки для проведения промежуточной аттестации по дисциплине

	необходимой для освоения дисциплины
	9. ПЕРЕЧЕНЬ РЕСУРСОВ профессиональных баз данных и информационных справочных систем ИНФОРМАЦИОННО - ТЕЛЕКОММУНИКАЦИОННОЙ СЕТИ «ИНТЕРНЕТ», НЕОБХОДИМЫХ ДЛЯ ОСВОЕНИЯ  ДИСЦИПЛИНЫ
	10. МЕТОДИЧЕСКИЕ УКАЗАНИЯ ДЛЯ ОБУЧАЮЩИХСЯ ПО ОСВОЕНИЮ ДИСЦИПЛИНЫ
	10.1. Общие методические указания по изучению курса:
	10.2. Методические рекомендации по организации самостоятельной работы обучающихся
	10.3. Методические рекомендации к написанию контрольной работы

	11. ПЕРЕЧЕНЬ ИНФОРМАЦИОННЫХ ТЕХНОЛОГИЙ, ИСПОЛЬЗУЕМЫХ ПРИ ОСУЩЕСТВЛЕНИИ ОБРАЗОВАТЕЛЬНОГО ПРОЦЕССА ПО ДИСЦИПЛИНЕ, ВКЛЮЧАЯ ПЕРЕЧЕНЬ ПРОГРАММНОГО ОБЕСПЕЧЕНИЯ И ИНФОРМАЦИОННЫХ СПРАВОЧНЫХ СИСТЕМ
	ПРОГРАММНОЕ ОБЕСПЕЧЕНИЕ
	Операционные системы:
	Офисные пакеты:
	ИНФОРМАЦИОННЫЕ СПРАВОЧНЫЕ СИСТЕМЫ
	12. ОПИСАНИЕ МАТЕРИАЛЬНО-ТЕХНИЧЕСКОЙ БАЗЫ, НЕОБХОДИМОЙ ДЛЯ ОСУЩЕСТВЛЕНИЯ ОБРАЗОВАТЕЛЬНОГО ПРОЦЕССА ПО ДИСЦИПЛИНЕ
	Учебной мебелью:
	Технические средства обучения:
	Учебной мебелью: (1)
	Технические средства обучения: (1)
	13. ОБРАЗОВАТЕЛЬНЫЕ ТЕХНОЛОГИИ
	13.1. Стандартные методы обучения
	13.2. Методы обучения с применением интерактивных форм образовательных технологий

	14. ОСОБЕННОСТИ ВЫПОЛНЕНИЯ ЗАДАНИЙ ОБУЧАЮЩИМИСЯ-ИНВАЛИДАМИ И ЛИЦАМИ С ОГРАНИЧЕННЫМИ ВОЗМОЖНОСТЯМИ ЗДОРОВЬЯ
	ЛИСТ СОГЛАСОВАНИЯ


