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1. HepequL IVIAHUPYEMbIX PE3YyJIbTAaTOB oﬁyqennﬂ 0 JTUCHUIIVIMHE, COOTHECCHHBIX C INIAHUPYECMBIMHU pe3yjdbTaTaMU

OCBOEHHs 00pa30BaTeJIbLHOI MPOrPpaMMBbl

Jucuumnuna B1.B.17 «IIpodeccuonanbHas KOMMyHUKalUsi B rocTUHUYHOM OusHece/Professional Communication in Hospitality

Management» o0OecrieunBaeT (QopMHpOBaHUE Y OOYYAIOIIMXCS CIEAYIOIIUX YHUBEPCATbHBIX,

po(ecCHOHATBHBIX KOMITCTSHITUH

oO1enpodecCUOHAIBHBIX U

TE€XHOJIOTUHU U
WU3MEHEHHUS B
yIpaBJICHUH
JEATEbHOCThIO
CETU TOCTUHHUIL

OTD/TD
u Kon HanmMenoBanue
PEKBUBUTHI Kon HanmMeHnoBanue | mHAMKaTOpa UHIMKATOPA .
OOGpa3zoBatenbHBIN pe3ysbTaT
[1C KOMIIETCHIIUHM | KOMIMETCHIIMU | JOCTHUKEHUS JOCTHXKEHUS
(npu KOMIIETCHIIUH KOMIIETCHIIUH
HAIU4uu)
ITK-1 Cnocoben| IIK-1.3. IIK-1.3. 3-5. 3HaeT OCHOBBI CTPATErUYECKOTO
pa3pabaThiBaTh MEHEKMEHTA W MapKETHHTa TOCTHHHYHOMN
KOHIEIIIUU u 1IK-1.3. ®opmupyer u OTpaciu
IK-1.3; CTpaTeruu peainsyer MK-1.3. Y-3. YMeerT BiameTh METOIAUKAMH
IK-2.3 pasBUTHA  CeTH KOHKYPEHTOCIIOCOOHYO 5
FOCTHHHII CTpaTeruio pa3BATHS pa3paboTKu KOPIOPaTUBHON 171
TOCTUHHYHOH CeTH (bYHKIMOHAIBHBIX CTPATETHi
I1K-2 Cnocoben [IK-2.3.  |IImanupyer u ynpasiser |I1K-2.3. 3-4. 3naer CUCTEMBI
BHEJIPSTH BHEJIPCHUEM U3MECHCHHH | CTUMYJIMPOBAHUSI ITEPCOHAIIA, TIOBBIIICHUS UX
WHHOBAIMOHHBIC B Pa3BUTHH MOTHBAIIUU U JTOSITEHOCTH

IIK-2.3. ¥Y-6. Ymeer BiaJIeTh HaBBIKAMU
MPEOJIOJICHUS CONPOTUBIICHUS] KOJUICKTHBA
TOCTUHUYHOM CETH BHEIPESHUIO U3MEHEHUM




2. O0beM 1 MeCTO JUCHMILUIUHBI B CTPYKTYpe 00pa30BaTe/IbHOM MPOrpaMMbl

OO0t 00beM TUCHUILIUMHLBL: 34 3.e., 144 akageMHYecKHX yaca

O0beM akaJeMHUUYECKHUX YacoB, BBIJICJICHHBIX Ha KOHTAaKTHYIO paloTy
oOyyarommxcsi ¢ IpemogaBareieM (MO BHAaM YYCOHBIX 3aHATHH) HM Ha
CaMOCTOSITEIIbHYIO pa00Ty 00yJarOmInuXCs:

— 20 ax. 4acoB JICKIIUM;

— 24 4yacoB NPaKTUYECKHUX 3aHATHIA;

— 71 ak. yaca caMmOCTOSITEIBLHON pabOTHI;

- 2 aK. yaca KOHCYJIbTallMU Mepe]l SK3aMEHOM;

— 9 ak. yacoB KOHTaKTHas paboTa Ha aTTECTAlMIO B TIEPUO/I IK3aMEHAIIMOHHBIX
CeccHi;

- 18 ak.4acoB caMOCTOSITEILHOM pabOTHI HA TOATOTOBKY K DK3aMCHY.

Hucuunnuna b1.B.17 «IIpodeccnonanpuas KOMMyHUKalMsg B TOCTUHUYHOM
ousnece/Professional Communication in Hospitality Management» u3ydaercs B 4
ceMecTpe

dopma MPOMEKYTOUHOM aTTECTALIMU —IK3aMEH.



3.1. CTtpykTypa IUCUUILIUHBI

3. Conepxannie U CTPYKTYPa AMCUHUILIMHBI

O0beM IUCIHHIINHEIL, aKaJeMUYECKUX YaCOB

KonrakrHas pa60Ta 06yqa101u1/1xc;1 C IIpCIogaBaTeiieM 110

BHJIaM YYCOHBIX 3aHSATHH

CamocrosTenbHa | Dopma TeKymiero
[Tepuon
. s pabota KOHTPOJIS
Ne HanmenoBanue tem Bce | Ilepuon Teopernueckoro oO0ydeHus MIPOMEKYTOYHON
yCIIEBa€MOCTH,
1/ 1 (WIK) pa3aeinoB ro aTTeCTalNKu 9
MIPOMEXKYTOYHOU
3aHarue 3aHarue x
KIIMOHHOT | CEMUHApPCKOT Kour arrectatit
e HK| KCP | KD | Kartak CPxkp | CPak | CP
0 THIa 0 TUIa pOJIb
J [ Ba | jgp | m3
PA3JIEJ 1. . OCHOBBI [IPO®ECCUOHAJIBHOM KOMMYHUKAIINN B TOCTUHUYHON COEPE
Tem Brenenue B mpodeccruonanbHyo yCTHEIII;IHZHpOC’
KOMMYHHUKAIMIO B TOCTUHUYHOM 11 2 0 0 2 0 0 0 0 0 0 0 7 A e
al.l CUTYallUOHHOE
om3Hece
3a/1aHue
YCTHBIU OIPOC,
Tem | BepGanbHbie 1 HeBepOaIbHbIE 11 ) 0 0 ) ol o 0 0 0 0 0 7 JIOKJIa,
a 1.2 | cpeacTBa KOMMYHUKAIIUKA CUTYallUOHHOE
3a/laHue
KommyHHKaIMOHHBIE Oaphephl U YCTHBIH OTpoC,
Tem | crmocoOBI UX MPEOIOICHUS 11 ) 0 0 ) ol o 0 0 0 0 0 7 JOKJIaI,
al3 CUTYallUOHHOE
3a/1aHue
CrangapTel 00CIyKUBaHUS U YCTHBIH OIpoC,
TeMm | ckpuUIITHI OOIIECHUS 11 ) 0 0 ) 0 0 0 0 0 0 0 7 JIOKJIaJI,
ald CUTYaIIMOHHOE
3aJ1aHue
KoMMyH#KaIis Ha HHOCTPAaHHBIX YCTHBIHN OIpoC,
TeMm | si3pIKax B TOCTUHUYHOM CEPBHCE 11 ) 0 0 ) ol o 0 0 0 0 0 - JOKJIaI,
al.5 CUTYaI[MOHHOE
3a/1aHue




O0beM JAVUCIHUIIIMHBI, aKaJCMHUYCCKUX 9YaCOB

KoHTtakTHas paboTa 00y4aromuxcs ¢ MpenoaaBaTesieM 1mo
BHJIaM Y4€OHBIX 3aHSATHM

CamocrostensHa | Dopma TeKyIero
[Tepuon
. s paboTa KOHTPOJIS
Ne HanmenoBanue tem Bce | Ilepuon teopernueckoro o0y4yeHus [IPOMEXKYTOYHOMN
yCIIEBAEMOCTH,
/T 1 (WIK) pa3aenoB o aTTecTaluu .
MIPOMEXKYTOTHOU
3anstue 3ansTue x
JEKIMOHHOT | CEMHUHAPCKOT Konr arrecratm
HK| KCP | KD | Karmak CPxp | CPa3k | CP
0 THIa 0 THIA poJib
J [ B | Jgp | 103
PA3JEJI 2. IPAKTUYECKUE ACIIEKTbhI KOMMYHUKAIMM B TOCTUHMYHOM BU3HECE
B3auMopaelicTBUE ¢ TOCTIMU Ha o
YCTHBIH OTpoc,
TeMm | Bcex atamax oOCITyKUBaHHUS. 11 ) 0 0 P ol o 0 0 0 0 0 7 JOKJIa,
a2l CUTYalIMOHHOE
3a/laHue
Pabota c xxamobamu u .
YCTHBIH OTpoc,
TeM | KOHPIUKTHBIMU CUTYAIUSIMHA 11 ) 0 0 7 ol o 0 0 0 0 0o |7 JOKJIa,
a2.2 CUTYallMOHHOE
3a/laHue
YCTHBIH OIpoc,
Tem | BHyTpeHHsIs1 KOMMYHUKaLUs B 11 ’ 0 0 ) 0 0 0 0 0 0 0 7 JOKJIa,
a 2.3 | rocTHHHIIE CUTYaIIMOHHOE
3a/1aHue
YCTHBIN OIPOC,
Tem | Hudpossie TexHONMOTHH 13 ) 0 0 4 0 0 0 0 0 0 0 7 JIOKJIag,
a 2.4 | KOMMyHUKaIus CUTYaIIMOHHOE
3a/laHue
YCTHBIN OIpPOC,
Tem | Dtrka u npodeccuoHaIbHBII 14 ) 0 0 4 0 0 0 0 0 0 0 3 JIOKJIag,
a2.5 | UMUK B KOMMYHUKAIUH. CUTyallMOHHOE
3aJ1aHue
[IpomexxyTouHas arrectanus 29 0 0 0 0 0] O 2 9 0 0 18 0 3a4yer




O0beM IUCIUIUIMHEIL, aKaJEMHUYECKHUX YaCOB
KoHTtakTHas paboTa 00y4aromuxcs ¢ MpenoaaBaTesieM 1mo
BHJIaM Y4€OHBIX 3aHSATHM
enio CaMocTosTenbHa dopMa TeKyIIero
promL s paboTa KOHTPOJIS
Ne HaumenoBanune tem Bce [Tepuon TeopeTrueckoro o0y4eHust MPOMEKYTOUYHOM CHEBACMOCTH
/T 1 (WIK) pa3aenoB o aTTecTaluu Y ,
MIPOMEXKYTOTHOU
3ausarue 3ausgrue *
JIEKIIMOHHOT | CEMUHAPCKOT Kont arrectattid
K| KCP | KD | Katmok CPkp | CP3k | CP
0 THIIa 0 THIIa poJib
JI BJI JIP I13
HToro 144 20 0 0 24 0 0 2 9 0 0 18 71

Hcnonvzyemvle cokpawenus:

JI — nexkuuu - 3aHATHSA, IPEAYCMaTPUBAIOIINE TPENMYIIECTBEHHYO Ilepeady yueOHoi nHpopmManny o0ydJaronmMcst e1arorudeckKiMy pabOTHUKAaMH OpTraHN3alHH.
BJI — Buneo aexmun.

JIP — mabopaTtopHbIe pabOTHI.

113 — mpakTudeckue 3aHITHA (32 UCKITIOYSHHEM Jab0paTOPHBIX paboT).

WK — uaauBuIyalibHbIE KOHCYJIBTAIINH.

KCP — KOHTpOJIb CAMOCTOSITENILHOM PabOTHI.

KO — xoHCynBTaLINU NTEpE]] SK3aMEHOM.

KatTak — koHTaKkTHast paboTa Ha aTTECTAIMIO B IEPUOJ] SK3aMEHAIIMOHHBIX CECCHH.

KonTpons — KoHTakTHast paboTa Ha aTTECTAalMIO B IEPHO/I SK3aMEHALMOHHBIX CECCHH JUIsl 3a049HON GopMBI 00yUCHHUS
CPxp — camocrosTenbHas paboTa Ha MOJIrOTOBKY KypcOBOIl paboThl/ KypcOBOTO IPOEKTA.

CPak — camocTosiTenpHas paboTa Ha HOATOTOBKY K SK3aMEHY.

CP — camocTosiTenbHast paboTa B ceMecTpe Ha IMOATOTOBKY K Y4€OHBIM 3aHATHAM



3.2. CoaepxkaHue TUCIUTIUHBI
PA3JIEJI 1. OCHOBBI ITPO®ECCHUOHAJILBHOM KOMMYHUMKAIIN B
F'OCTUHUYHOU COEPE
Tema 1. BBenenne B npo(pecCHOHAIBbHYI0 KOMMYHHUKALNNIO B TOCTHHUYHOM
Ou3Hece. llonsTue u cnenupuka NPOPECCUOHAIBHOW KOMMYHHUKAIIMH B cepe

rocrenpuuMctBa. Ponb 3¢ (dekTuBHOW KOMMYHHUKallMd B TIOBBIIIEHHH KadyecTBa
TOCTHHUYHBIX yciuyr. KiroueBple y4YaCTHHKM KOMMYHHMKAIlMOHHOTO MpoLEecca:
rOCTH, MEPCOHAN, NapTHEpbI. ba3oBble NPUHIMIBI CEPBHUCA U FOCTENIPUUMCTBA B
KOMMYHUKAIIHH.

Tema 2. Bep0asibHble M HeBepOaIbHbIE CPEACTBA KOMMYHUKALMH.
Oco0eHHOCTH YCTHOM M NHCbMEHHOM KOMMYHHKAalMd B TOCTUHUYHOM CEPBHCE.
HeepOanbHbie cUTHAMIBL: dKECThl, MUMHKA, 11032, TucTaHius. KynbTypHble pa3iuuus
B MHTEpIpETALNH HEBEpOaIbHbIX curHanoB.[IpakTruueckue yrnpaxHeHus: Ha pa3BUTHE
HaBBIKOB HEBEPOAJILHOTO OOIICHHUS.

Tema 3. KommyHnKanMoOHHBIE 0apbepbl U CIIOCO0bI MX NIPEOA0JICHUA
Bunbl 0apbepoB: SI3bIKOBBIE, KYJbTYpHbIE, ICHUXOJIOITMYECKUE, OPraHU3aLUOHHBIE.
TunuyHbie OMIMOKK B OOIIEHUH C TOCTSIMU U CIIOCOOBI MX MpeA0TBpaleHus. TeXHuKH
aKTUBHOTO CIyIIAHUs W SMIatuu. Pabora ¢ roctsiMu, UMEIOIMIMMHU OCOObIe
OTPeOHOCTH

Tema 4. CtanaapTbl 00CTY;KUBAHUS M CKPUIITHI O0I€HUSA
MexayHapoaHble M HAlMOHAJIbHBIE CTAHAAPThl KOMMYHHUKALIMM B TOCTUHHULAX.

Pa3paboTka u mpuMeHEHHE CTaHIApPTHBIX (Ppa3 M CKPUNTOB JJIsl Pa3HBIX CUTYyaIUH.
AnanTanus ckpuntoB noa tur rocts (VIP, 6usnec-rocts, Typuct u T.1.).  [Ipumepsr

YCHEMIHbIX KOMMYHUKAIUOHHBIX MPAKTUK BEAYIIUX TOCTUHUYHBIX CETEH.

Tema 5. KoMMyHUKal U HA HHOCTPAHHBIX A3BIKAX B TOCTUHHYHOM CEPBH
ce. OCHOBHBIE S3BIKOBBIE KOMIIETEHLIMM [UJISl COTPYIHUKOB FTOCTUHULBI. THIOBBIE
¢dpassl U AUanory AN COy:KObl TpuéMa W pa3MELICHHs, PEcTOpaHa, KOHCHEPXK
cepBuca. Kpocc-KyapTypHbl€ aCIEKThl KOMMYHHUKAIIMU C TYPUCTAMU U3 Pa3HBIX CTPAH

PA3JEJI 2. IIPAKTUYECKHUE ACIIEKTBl KOMMYHUKALIMU B TOCTHU

HWUYHOM BU3HECE

Tema 6. BzanmojaelicTBHE ¢ TOCTAMH Ha BCeX ITanax 00CayKMBAHUSA.



KommyHukanuss mnpu OpOHMpPOBAaHMM U IPEABAPUTENHHOM HH(DOPMHPOBAHUH.
Berpewa wu peructpaius rocTeil: cTaHaapThl MPUBETCTBUS U opopmiieHus.Oo1ienne
B IIPOIIECCE MPOKUBAHUS: 3aMPOCHI, MOKenaHus, mpodiaemsl.  [IpoBozs! u oOpaTHas
CBA3b: 0JIar0IAPHOCTH, MPUTIIANIEHUE BEPHYTHCS, COOP OT3HIBOB.

Tema 7. PaboTta ¢ xaj100aMmu 1 KOHQPIUKTHBIMUA CUTYALUAMH
[IpyuuHBl BO3HUKHOBEHHS KOH(MIMKTOB B TOCTHHHUYHOM CEpPBHUCE. AJTOPUTMBI
JENCTBUI NepcoHaa Mpyu NoJy4eHUH kajno0bl. CTpaTeruu paspenieHus: KOH(OINKTOB:
COTPYAHUYECTBO, KOMIIPOMUCC, Tprcnocobnenue.l[peBpalieHne HeraTUBHOTO OMbITA

B BO3MOXKHOCTb YJIYYIIUTb CEPBHUC.

Tema 8. BHyTpeHHsIsI KOMMYHMKAIUA B TOCTHHHIIE.

BeprukanbHbie 1 TOPU30HTANIBHBIE KAHAJBI CBA3M B OpraHu3auvu. BzaumogencTBue
MeXay — otaenamMud.  KopriopaTuBHAas KyJbTypa U €€ BIMSHUE HA KOMMYHUKAIUIO
BHYTPH KOJUIEKTHBA. NHCTpyMEHTHI BHYTPEHHEW KOMMYHUKAIIN: coOpanus,
paccouiku, CRM-cuctemsl.

Tema 9. [indpoBbie TEXHOJOTHN U KOMMYHUKAIUSA
OnnaitH-OpOHUPOBAHKE U YAT-TIOIEPIKKA: CTaHAAPTHI 00IeHus. COlUaIbHbBIE CETH U
MECCEH/IKEpPBI KaK KaHaJIbl B3aUMOJIEUCTBUA C TOCTSIMH.

ABTOMAaTH3UPOBAHHBIE CUCTEMBI yNpaBieHus roctunuieil (PMS) u ux pons B
KOMMYHUKAIIMKU.  DJIEKTpOHHAs mouta 1 SMS-yBenomiieHus: mpaBuiia 0hOpMICHUS
Y DTUKETA.

Tema 10. ITHKA ¥ IPO(PeCCHOHANBHBIN UMUK B KOMMYHUKALMU.
JlenoBoii 3TUKET U JIpecc-KOJ B TOCTUHUYHOM cepBuce. [IpodeccronanbHas peub U
TOH OOIIEHUS: YTO JOIYCTUMO, a yTO HeT. DopMuUpOBaHUE MOJOKUTETLHOTO UMUKA

COTpYAHHKA U TOCTUHMHIIBI.

4. Tunsi OLCHOYHBIX MaTE€pHUaJI0B, MOKA3aTCJIU U KPUTCPHUHN UX OLICHUBAHUSA

4.1. Ouenounble Matepuanbl 1o aucuumuinde b1.B.17 «IIpodeccuonanbhuas
KOMMYHHUKaIMs B TocTuHUYHOM OusHece/Professional Communication in Hospitality
Management» BXOIAT B COCTaB OLEHOYHBIX MaT€pUaJIOB MO 0OOpa3oBaTEIbHOU

ImporpamMmme. COBOKyHHOCTB OCHOYHBIX MATCpHAJIOB II0 BCCM JUCHHUIINIMHAM



(MomymnsiM) 0Opa30BaTEIbHONW MPOTPAMMbI COCTaBIsAET (POHA OLEHOYHBIX CPEICTB
(manee — DPOC). ®OC wucnonb3zyercss MNpU MPOBEACHUHM TEKYIIEro KOHTPOJIs
yCIIEBAEMOCTH U MPOMEKYTOUHOM aTTecTaly 00y4Yarouxcs ¢ LEeIbl0 OIICHUBAHUS

JOCTHIKCHH A O6y‘IaI-OHII/IMI/ICH INIAHUPYCMBIX PE3YyJIbTATOB O6y‘-ICHI/I51.

4.2. ®OC pa3paboTaH KaK KOMIUIEKC POBEPOYHBIX 3aJJaHUN PA3IMYHOTO TUTIA
Y YPOBHS CJIOKHOCTH, BKJIKOYACT KPUTEPHUH U IKAJIbI OLEHUBAHHUS, a TAKXKE «KIHOYN»
npaBuwibHBIX 0TBETOB. ®OC (popmHpyeTCs KaK OTAEIbHBIM JOKYMEHT U XPAaHUTCS B

ANEKTPOHHOM BUjie, 1ocTyn K POC nmpegocTaBieH OrpaHUUYEHHOMY KPYTY JIHII.

4.3. Ins camocTosITENbHOM pabOThl OO0yYalOUIMXCs MpPH TOJATOTOBKE K
TEKyIIEMYy KOHTPOJIIO YCIIEBAEMOCTH U IPOMEXKYTOUHOM aTTeCTalud B pabouux
nporpaMmax JUCHUIUIMH pa3MEIIECHbl THUIIOBBIE MPOBEPOYHBIE 3aJaHUsl, KOTOPHIE
MO>KHO YCJIOBHO Pa3/IeJIUuTh Ha 3a/1aHusl 3aKPhITOr0, KOMOMHUPOBAHHOTO U OTKPBITOTO
THUIIOB.

3aaHus 3aKpPBHITOrO THUIIA — 3TO TECTOBBIE 33JIaHU, B KOTOPBIX KA IbIil BOIIPOC
COIIPOBOXAAETCA TOTOBBIMUA BapMaHTaMU OTBETOB, U3 KOTOPBIX HEOOXOAUMO BBIOPATH
OJIMH WJIU HECKOJIBKO MPaBUIIbHbIX.

3amaHus KOMOMHHMPOBAHHOTO THUIIA — 3TO TECTOBBIE 3a/JaHus, B KOTOPBIX
Kbl BOIIPOC COIIPOBOXKIAETCS TOTOBBIMH BAapUaHTAMHM OTBETOB, M3 KOTOPBIX
HEO0OXO0IMMO BBIOPATh OJMH WJIK HECKOJIBKO MPaBUIIBHBIX U 000CHOBATh CBOM BBIOOD.

3a1aHusl OTKPBITOrO TUIIA — 3TO 3aJaHUs, B KOTOPBIX HA KAXbIA BOIPOC JOJIKEH
OBITh IPEJIOKEH PA3BEPHYTHIN 00OCHOBAHHBINA OTBET.

B 3aBucumoctH  OT  THma  3adaHUs  PEKOMEHIOBAaHbBl  OIpPEACIICHHAS

IHOCJICAOBATCIbHOCTD BBIIIOJIHCHUA M CUCTCMaA OICHHMBAHMA BBIIIOJIHCHU SaﬂaHHﬁ.



4.4. Tunbl 3a1aHUH, CHEHAPUU BBIIIOJIHEHUSI, KPUTEPUU OLICHUBAHUS

Tun 3aganus

HNucTpykuums

CI_ICHapI/II/I BBIIIOJIHCHUA

Kputepuu onieHuBanust

3ajaHue 3aKphITOrO THUIIA
C BBIOOPOM OJTHOTO
MIPaBUJIBHOTO OTBETA U3
HECKOJIbKUX BapHAHTOB
MPEAI0KEHHBIX

[IpounTaiite TEKCT,
BbIOEpUTE
MIPaBUJIBHBIN OTBET

1.BHMMaTenpHO MPOYUTATh TEKCT 3aJaHUS U MOHATh, YTO B KAUeCTBE
OTBETA 0’KUJIAETCS TOJIBKO OJMH U3 MIPEJIOKEHHBIX BAPUAHTOB.

2. BHMMaTeapHO MPOYUTATh MPEII0KEHHbIE BAPHAHTHI OTBETA.

3. BeIOpaTh O71H BEPHBIH OTBET.

4. 3anucath TOJLKO HOMEp (Ui OyKBY) BHIOPaHHOTO BapHaHTa
oTBeTa (Hanpumep, 3 wiu B).

OTBeT cunTaeTcs BEpHBIM,
€CJIM IIPaBWJIBHO yKa3aHa
nudpa nam 6yksa

3aJjaHue 3aKpbITOrO THIA
Ha yCTaHOBJIeHI/IG
COOTBETCTBHS

[IpounTaiite TeKCT U
YCTaHOBUTE
COOTBETCTBHUE

1.BHUMaTETFHO IPOYNTATH TEKCT 3aJaHHS U TIOHSTh, YTO B KAUECTBE
OTBETa 0XKHUJIAIOTCS TTaphl JIEMEHTOB.

2. BuuMarenbHO MpovuTaTh 00a CIIUCKA: CIIHCOK 1 — BOTIPOCHI,
yTBEPKIACHUS, (DAKTHI, MOHATHUS U T.].; CIIUCOK 2 — YTBEPKICHUS,
CBOIICTBa OOBEKTOB U T.J.

3. ConocTaBuTh 3JIEMEHTHI CIIMCKA 1 ¢ DJIIeMEHTaMH CIIHCKA 2,
c(hOopMHPOBATH NAPBI AIIEMEHTOB.

4. 3anucathb nonapHo OykBbI U IU(PHI (B 3aBUCUMOCTHU OT 33/1aHU)
BapHaHTOB OTBeTa (Hampumep, Al wim b4).

OTBeT cunTaeTCs BEPHBIM,
€CJIM TIPABUIILHO YKa3aHbI
uudpb! WM OyKBBI

3azaHue 3aKphITOro THMA
C BEIOOPOM HECKOJIBKUX
MMpaBUJIbHBIX OTBCTOB U3
HECKOJIbKUX BapHAHTOB
MNPEAJIOKCHHBIX

[IpounTaiite TEKCT,
BBIOEpHTE
MIPaBUJIbHBIE OTBETHI

1.BHEIMaTEeThHO MPOYUTATH TEKCT 33JJaHUS U MOHSTh, UTO B KAUECTBE
OTBETa 0’KUJIAETCS] HECKOJIBKO MPABUIILHBIX OTBETOB M3
MPEIIOKEHHBIX BAPUAHTOB.

2. BHMMaTeapHO MPOYUTATh MPEII0oKEHHbIE BAPHAHTHI OTBETA.

3. BeiOpaTh HECKOIBKO MPAaBUIBLHBIX OTBETOB.

4. 3anucath TOJIBKO HOMepa (Wi OyKBbI) BRIOPAaHHOTO BapHaHTa
otBera (Hanpumep, 1 4 unu A IN).

OTBeT cunTaeTCs BEPHBIM,
€CITM TIPaBUIILHO YCTAHOBJICHBI
BCE COOTBETCTBUS (TIO3UIIUU U3
OJIHOTO CTOJIOIIa BEPHO
COIIOCTABJICHbI C TO3ULIUSAMHU

JIPYTOTO)

3aIlaHI/Ie 3aKpPbITOT'O THUIIA
Ha YCTAaHOBJICHHUC
IOCJICI0BATCIbHOCTHU

[IpouuTaiite TeKCT U
YCTaHOBUTE
MOCJIEI0BATEILHOCTD

1. BHUMaTeIpbHO MPOYUTATH TEKCT 3aJaHUs U IIOHSThH, YTO B KAYECTBE
OTBETa OXKHJIACTCS MOCIEI0BATEIBHOCTD HJIEMEHTOB.

2. BHUMaTeIpHO MPOYUTATh NPETIOKEHHBIC BAPHAHTHI OTBETA.

3. [TocTpouTh BEpHYIO MOCIEI0BATEILHOCTD U3 MPEII0KEHHBIX
DIIEMEHTOB.

4. 3anucatb OYKBBI/IIU(PHI (B 3aBUCHMOCTH OT 3aJ[aH¥sI) BAPUAHTOB
OTBETa B HY)KHOMU TOCJIeI0BAaTeILHOCTH (Hanmpumep, bBA wmm 135).

OTBeT cunTaeTCs BEPHBIM,
€CJIM MPABUIIBHO yKa3aHa BCs
MOCJIEIOBATEILHOCTD UGB




Tun 3aganus

NHucTpykuus

CueHapuu BBITIOTHEHUS

Kpurepuu onieHuBanus

3ananue
KOMOMHHPOBAHHOT'O
THUIIA C BBIOOPOM OJTHOTO
NPaBUIBHOTO OTBETA U3
MPEJIOKEHHBIX U
000CHOBaHHEM BEIOOPA

IIpounTaiite TEKCT,
BbIOEpHTE
MIPABUJIbHBIN OTBET U
3aIUIITUTE
apryMEHTHI,
000CHOBBIBAIOIINE
BBIOOp OTBETA

1. BHuuMarenpbHO MPOYUTATh TEKCT 3aJaHHsl U MOHSTH, YTO B KAYECTBE
OTBETA 0’KHUJIAETCS TOJBKO OJMH U3 MPEIJI0KEHHBIX BAPUAHTOB.

2. BHMMaTenapHO MPOYUTATh MPEII0KEHHbIE BAPHAHTHI OTBETA.

3. BoiOpaTh 0J1MH BEpHBII OTBET.

4. 3anucath TOJIbKO HOMEp (Ui OyKBY) BBIOPAaHHOTO BapUaHTa
OTBeTA.

5. 3anucath apryMeHThbl, 000CHOBBIBAIOIIIKE BEIOOP OTBETA
(Hanpumep, 4 TEKCT 000CHOBAHUS).

OTBeT cunTaeTCs BEPHBIM,
€CIIM TIPaBUJILHO yKa3aHa
udpa unn OykBa u
NPUBEACHBI KOPPEKTHBIE
apryMEHTBI, UCTIIOJIb3yEeMbIC
pU BBIOOpE OTBETA

3agaHue OTKPBITOTO
THUIIA C Pa3BEPHYTHIM
OTBETOM

IIpounraiite TEKCT U
3aIUIINTE
pa3BEpPHYTHIN
000CHOBaHHBIN
OTBET

1. BHuuMarteapHO MPOYUTATh TEKCT 3aJaHKs U MOHATH CYTh BOIPOCA.
2. [Ipoxymath JOTHKY U MOJIHOTY OTBETA.

3. 3amucaTh OTBET, UCIOIb3Ysl YeTKHE KOMIAKTHBIE (DOPMYITHPOBKH.
4. B ciyyae pacueTHOM 3a7a4u, 3aITUCaTh PEIICHUE U OTBET

OTBeT cunuTaeTcs BEPHBIM:
1. OTcyTcTBHE (haKTHUECKUX
OIINOOK.

2. PackpeiTe o6beMa
UCIIOJIb3YEMBbIX TOHATUH
(monHOTa OTBETA).

3. OG0CHOBaHHOCTH OTBETA
(Hanmu4ue apryMeHTOB).

4. Jlornueckas
NOCIIE0BATEIbHOCTh
U3J1araeMoro Marepuana.




4.5.O0mas 1mKajga OIEHUBAHUS  PE3yJbTATOB  TEKYIIEr0  KOHTPOJIS
yCIIEBAEMOCTH U TTPOMEKYTOUYHON aTTeCTAIMN O0YyYaIOIIUXCS
ECTS
Hrorosas TpaguuyoHHasi cuctema bunapraz Host
GaJuTbHAsE OIICHKA CHCTEMA | 1oa uiiiwonHO Jst GuHapHOH
CUCTECMBI
CUCTCMBI
90 - 100 OTian4yHO A P/ Passed
80 — 89 B P/ Passed
Xoporio
75 -179 3aureHo C P/ Passed
70 — 74 D P/ Passed
Y 10BIIETBOPUTEIILHO
60 — 69 E P/ Passed
0-59 HeynosnerBopurensno | He 3auteno F F/Failed
CooTHolieHne  OajutoB 34 TEKyIIMA  KOHTPOJb  YCIIEBAEMOCTH U

MMPOMCIKYTOUYHYIO aTTCCTAIIUIO, 4 TAKIKC IIOBTOPHYIO IIPOMCIKYTOUYHYIO aTTCCTALIUIO!

MakcumasnbHas cymma
MakcumanbHas cymma MakcumanbpHas
MakcumManbpHasi cyMMa 0aJI0B 32 TOBTOPHYIO
N OaJuIoB 3a UTOroBas OayuibHas
0aJIOB 32 TEKYIIHHA MIPOMEKYTOTHYIO
MIPOMEKYTOTHYIO OLIEHKA
KOHTPOJIb YCIIEBAEMOCTH ATTECTAIIIO ((cr.14+cr.2)2) aTTECTALIUIO
] ] ((ct.1+c1.2)/2)
100 GamoB 100 GamoB 100 GatoB 100 GastoB

5. (I)OprI aTTeCTallui, TUIIOBLIC OLICHOYHDBIC MATCPHAJIBI IJISI TEKYILIECT 0

KOHTPOJIA YCIIEBAEMOCTH oﬁyqamumxca, KPUTEPHUHA H IIKAJbI ONCHUBAHUA 110

5.1.B xone

KOHTPOJIbHBIM TOYKaM

pcainzanvn  AUCHUILIINHBI

b1.B.17

«IIpodeccronanbuas

KOMMYHUKaIus B roctTuHHYHOM Ou3Hece/Professional Communication in Hospitality

Management»

3UCIIOJIB3YIOTCA

CIeAyIoIIue

(dopMbI

TEKYIIEeTO

KOHTPOJIs

yCIEBAEMOCTH O0yYarOIIMXCA (B TOM YHCIIE, 33JJaHUSI K KOHTPOJIBHBIM TOYKaM).

YCTHBIP'I OIIpOC, HOOKJIad, CUTyallMOHHOC 3aJaHUC, KOHTPOJIbHAA TOYKa IIO

paszneny.




5.2. TunoBsle OLOCHOYHBIC MATCpHUAJIbl I TCKYIICTIO KOHTPOJIA YCIICBACMOCTH

oOyyJaronuxcs (BHe KOHTPOJIbHBIX TOUYEK).

Section 1. Fundamentals of Professional Communication in the Hospitality Ind
ustry

Topic 1. Introduction to Professional Communication in Hospitality
Questions for oral examination:
1. What is professional communication in the context of the hospitality industry?

2. Why is effective communication crucial for delivering high-quality hotel

services?

3. Who are the key participants in the communication process in a hotel?

4. What are the basic principles of service and hospitality in communication?

5. How does effective communication affect guest satisfaction and loyalty?
Topics for presentations:

1. The role of communication in creating a memorable guest experience.

2. Cultural differences in guest expectations and communication styles.
3. The impact of staff communication skills on hotel reputation.
4

. Case study: successful communication strategies in luxury hotels.

W

. Technology’s influence on modern hospitality communication.

Situational task:

You are a front desk agent. A guest arrives late at night, tired and irritable, and
complains that the room is not ready despite their confirmed reservation.
Task:

« Apologise and acknowledge the guest’s frustration.

« Explain the situation without blaming anyone.

« Offer a solution (e.g., complimentary drink, upgrade, discount).
« Ensure the guest feels valued and reassured.

« Follow up after the issue is resolved.



Topic 2. Verbal and Non-Verbal Communication Tools
Questions for oral examination:

1. What are the main differences between verbal and non-verbal communication

in hotel service?
Give three examples of non-verbal signals that can affect guest interactions.
How can cultural differences influence the interpretation of non-verbal cues?

Why is active listening important in verbal communication with guests?

A

Describe one exercise to improve non-verbal communication skills for hotel
staff.

Topics for presentations:

[S—

. Body language in hospitality: what works and what doesn’t.

2. Cross-cultural non-verbal communication challenges.

3. Training staff in active listening techniques.

4. The role of tone of voice in guest satisfaction.

5. Case study: miscommunication due to non-verbal misunderstandings.

Situational task:

A foreign guest is trying to explain a problem but speaks limited English and become
s frustrated.

Task:

« Use non-verbal cues (nodding, smiling) to show understanding.
« Apply active listening techniques (paraphrase, clarify).
« Use simple language and visual aids if needed.
« Resolve the issue and confirm the guest’s satisfaction.
Topic 3. Communication Barriers and Overcoming Them
Questions for oral examination:

1. List three common communication barriers in a multicultural hotel

environment.

2. How can language barriers be overcome when serving international guests?



3. What psychological barriers might staff face when dealing with difficult

guests?

4. Describe two techniques for overcoming organisational communication

barriers.

5. Why is empathy important in overcoming communication barriers?
Topics for presentations:

1. Language solutions: translation apps and multilingual staff.

2. Empathy training for hotel employees.

3. Managing difficult guests: communication strategies.

4. Improving internal communication between departments.

5. Inclusive communication for guests with disabilities.

Situational task:

A guest with hearing impairment 1s checking in and seems confused by the standard
check-in process.

Task:

« Adapt your communication style (face the guest, speak clearly).
« Offer written information or use a communication app.
« Confirm understanding before proceeding.
« Ensure a smooth check-in experience.
Topic 4. Service Standards and Communication Scripts
Questions for oral examination:
1. Why are communication scripts important in hotel service?
2. Give an example of a standard greeting script for front desk agents.
3. How should scripts be adapted for VIP guests?
4. What elements should be included in a complaint handling script?
5. Name two benefits of using standardised communication in a hotel.
Topics for presentations:
1. Script design: balancing standardisation and personalisation.

2. Scripts for different hotel departments (front office, housekeeping, F&B).



3. Adapting scripts for cultural differences.
4. Training staff to use scripts naturally.
5. Case study: script success stories from international hotel chains.

Situational task:
A business guest is in a hurry and wants a quick check-out, but the standard

procedure takes time.
Task:

« Use a streamlined check-out script.
« Offer mobile check-out options if available.
« Process the check-out efficiently while maintaining courtesy.
« Thank the guest and invite them to return.
Topic 5. Foreign Language Communication in Hospitality
Questions for oral examination:
1. Which languages are most useful for hotel staff in international tourism?

2. What basic phrases should front desk staff know in English (or another

common language)?
3. How can technology assist in communication with foreign guests?

4. What cultural aspects should be considered when communicating in a foreign

language?

5. Why is continuous language training important for hospitality staff?
Topics for presentations:

1. Essential English phrases for different hotel departments.

2. Using translation apps in guest service.

3. Cultural nuances in multilingual communication.

4. Language training programmes for hotel employees.

5. Case study: multilingual service in global hotel chains.

Situational task:

A Chinese guest requests a specific dish not on the menu and explains in broken
English.

Task:



« Listen carefully and clarify the request.
« Use a translation app if needed.
« Communicate with the kitchen to accommodate the request.

« Inform the guest of the solution and confirm satisfaction.

Section 2. Practical Aspects of Communication in Hotel Business

Topic 6. Guest Interaction at All Service Stages
Questions for oral examination:

1. Describe key communication points during the booking stage.

2. What are the standard greeting protocols for guest arrival?

3. How should staff handle guest requests during their stay?

4. What communication practices are used during guest departure?

5. Why is collecting feedback important after guest departure?
Topics for presentations:

1. Personalising communication at each service stage.

2. Technology in pre-arrival communication (emails, apps).

3. Handling special requests: communication best practices.

« Post-stay communication: building guest loyalty.

5. Case study: seamless guest journey communication.

Situational task:
A family with children arrives early and wants to check in before the standard time.
Task:

« Greet them warmly and acknowledge their situation.
« Check room availability.

« Offer solutions (early check-in if possible, luggage storage, amenities while

waiting).
« Make the family feel welcome and cared for.
Topic 7. Handling Complaints and Conflict Situations

Questions for oral examination:



1.
2
3
4.
5

Topi

1
2
3
4
5

What are common causes of guest complaints in hotels?

. Describe the first three steps in handling a guest complaint.

. Which conflict resolution strategy is most effective in hospitality?
How can a negative experience be turned into a positive one?

. Why is timely response crucial in complaint management?

cs for presentations:

. Complaint handling: turning negatives into positives.

. Empowering staff to resolve complaints.

. Case study: successful complaint resolution in a 5-star hotel.

. Preventing complaints through proactive communication.

. Measuring guest satisfaction after complaint resolution.

Situational task:

A guest complains about noisy construction work disturbing their sleep.
Task:

Apologise sincerely and acknowledge the inconvenience.
Investigate the issue with the engineering department.
Offer immediate solutions (room relocation, earplugs, discount).

Follow up to ensure the guest’s comfort.

Topic 8. Internal Communication in a Hotel

Questions for oral examination:

1.
2
3
4.
5

Topi

1
2

What are vertical and horizontal communication channels in a hotel?
. Name three departments that need frequent communication.

. How does corporate culture affect internal communication?

Give two examples of internal communication tools used in hotels.

. Why is clear internal communication essential for guest satisfaction?
cs for presentations:

. Improving interdepartmental communication.

. Corporate culture’s impact on staff communication.



3. Technology in internal communication (CRM, messaging apps).
4. Staff meetings: best practices for effective communication.
5. Case study: internal communication breakdown and its consequences.

Situational task:

Housekeeping reports a maintenance issue, but the engineering department hasn’t
responded.

Task:

« Facilitate communication between departments.

« Document the issue and escalate if needed.

« Ensure timely resolution.

« Confirm with housekeeping that the problem is fixed.
Topic 9. Digital Technologies and Communication
Questions for oral examination:

1. How has online booking changed guest communication?

2. What social media platforms are most useful for hotels?

3. What are the benefits of using a Property Management System (PMS) for

communication?
4. Describe best practices for professional email communication with guests.
5. How can SMS notifications improve the guest experience?
Topics for presentations:
1. The role of chatbots in guest service.
2. Social media management for hotels: best practices.
3. PMS and CRM integration: enhancing guest communication.
4. Email marketing in hospitality: writing effective messages.
5. Mobile apps as a communication channel with guests.

Situational task:

A guest sends an email complaint about a billing error but receives no response for 24
hours.

Task:



« Acknowledge receipt of the email immediately.

« Investigate the billing issue with the finance department.

« Respond with a clear explanation and correction.

« Offer compensation if appropriate.

« Follow up to confirm the guest’s satisfaction.
Topic 10. Ethics and Professional Image in Communication
Questions for oral examination:

1. What elements constitute a professional image for hotel staff?

2. Describe three rules of business etiquette in hotel communication.

3. How does tone of voice affect guest perception?

4. What language should be avoided in professional communication with guests?

5. Why is consistency in communication important for brand image?
Topics for presentations:

1. Dress code and its impact on guest trust.

2. Professional language: what to say and what to avoid.

3. Building a positive brand image through communication.

4. Case study: communication mistakes and their consequences.

5. Training staff in professional communication etiquette.

Situational task:

A guest makes an inappropriate comment to a female receptionist, making her
uncomfortable.

Task:

« Remain professional and calm.

« Politely but firmly address the inappropriate behaviour.
« Redirect the conversation to the service matter.

« Report the incident to a supervisor if necessary.

« Ensure the staff member’s well-being and offer support.



[To Bumam y4eOHOW JeATENHHOCTU Oauibl PACHPENEISIOTCS  CIETYIONTIM

obpazom:
@OpMBI TEKYILIETO KOHTPOJIS
Paznen/Tembl KT
YO | C3

P-1./T-1.1. 5
P-1./T-1.2. 5 10 10 10
P-1./T-1.3. 5
P-2./T-2.1. 5
P-2./T-2.2. 5
P-2./T-2.3. 5 10 10 10
P-2./T-2.4. 5
P-2./T-2.5. 5

100 40 20 20 20

YO — ycTHBI o11poc;

J — nokman;

C3 — cutyalMoHHOE 3aJJaHUE;

KT — KOHTpOJIbHBIE TOYKH 1O pa3AEIy.

Kpumepuu oyenxu ycmnoeo onpoca.

Onenka «5 6aymioB» CTaBUTCSA, €CJIM 00YyYaIOIIMIACS OJTHO U apTyMEHTUPOBAHO
OTBEUYAET IO COJEP)KAHUIO BOIIPOCA; OOHAPYKMBAET IMOHUMAaHUE MaTepuaya, MOXET
000OCHOBaTh CBOM CYKJEHHUS, TNPUMEHUTh 3HAHUS Ha TMpaKTUKE, NPUBECTU
HEOOXOJMMbIE MPUMEPHI; HM3JIaraeT MaTepual IOCIEIOBATebHO W TPaBUIBHO, C
COOJIOICHUEM UCTOPUIECKON U XPOHOJIOTHUECKOH MOCIIeI0BATEIBHOCTH;

Ounenka  «4 Oamna»  craBUTCS, €cau  OOydYarOIIMIICS  JaeT  OTBET,
YIOBJETBOPSIOUINI TeM XK€ TpeOOBaHMSIM, YTO U JUI OLEHKH «OTJIIMYHO», HO
JIOTTYCKaeT OJJHY-ABE OLUIMOKH, KOTOPBIE CaM e HCIIPaBIIsIeT.

Ornenka «3 O6amna» CTaBUTCS, €CIM OOydYaronuiicss oOHapy>KMBaeT 3HAHHUE U
IOHMMAaHNE OCHOBHBIX IT0JIO)KEHUH U3yUYEHHOM TEMBI, HO U3JIaracT MaTepua HEIOJIHO
U JIOMyCKaeT HETOYHOCTH B OINPEACICHUH MOHATUN Wi (POPMYTHUPOBKE MPaBUI;, HE
YMEET JOCTaTOYHO ITyOOKO U JI0Ka3aTeJIbHO 00OCHOBATh CBOU CY’KICHHS U IPUBECTH
CBOM MPUMEPHI; U3JIaracT MaTeprall HEMOCIe0BATENBHO U IOMYCKAET OMIHNOKH.

Onenka «2-1 6anna» cTaBUTCA, €CIM 00yUaIOUINiics OOHAPYKUBAET HE MOJTHOE

3HAHUE U TIOHUMAaHME OCHOBHBIX MOJI0KECHUI HBY‘IGHHOﬁ TCMBbI, IOITYCKACT CCPbC3HBIC



HETOYHOCTU B ONpPEJIEICHUH NOHATUA wWin (OPMYJIHPOBKE MpaBUJ, H3JIAraer
MaTepural HeMoCIeJ0BaTeIbHO U AOMYyCKAET MHOTOYHCIICHHBIC OIINOKH.

Kpumepuu oyenxu pewienus cumyayuonno2o 3a0aHus.

Onenka «10-9 6annoB» craBUTCS, €CIM 00YUYaOLIUICI CAMOCTOSATENBHO ITPOBE
aHallM3 CHUTyallMd, BBIpa3Wil CBO€ MHEHHE [0 TIOCTAaBIEHHOW Mpolieme,
apryMEeHTHPOBAJl €r0, TOYHO OINPEAETUB COAepKaHUe MPOOIEMbI U €€ COCTABIISIONIUX,
Jajl peKOMeHAalUMH 1O 3(PQPEKTUBHOMY PpELICHUIO IPEACTABICHHOW CHUTYyalUH.
dakTrueckux OMMOOK, CBS3aHHBIX C TOHMMaHUEM MpoOJeMbl, HET; padora
odopmiieHa npaBuibHO. [IpecTaBiaeHb! NOMHBIE, ApTyMEHTUPOBAHHBIE BBIBO/IBI.

Ouenka «8-7 OamaoB»  CTaBUTCA, €CIM  OOydaronuics JaeT  OTBET,
YIOBJETBOPSIOUINI TeM e TpeOOBaHMSIM, YTO U JUIS OLEHKH «OTJIMYHO», HO
JIOITyCKAeT OJJHY-BE OLIMOKH, KOTOPBIE CaM e UCIIPaBIISIET.

Ouenka «6-4 6anna» CTaBUTCSH, €CIM OOYYarOIIUKCS MPOBOAMUT JIOCTATOYHO
CaMOCTOSITENIbHBIM  aHaAJIM3 OCHOBHBIX JTallOB M CMBICIOBBIX COCTaBJISIOLINX
CUTYyalliu; MOHUMAeT 0a30BbI€ OCHOBBI M TEOPETUUECKOE OOOCHOBAHHE periacMon
3anaun. JJomymieHo He Oonee 3 omuOOK B aHAIHM3E PE3yJIbTATOB PELICHHS POOIEMBI
Y HAIlMCaHUU BBIBOJIOB.

Onenka «3-1 Oamta» craBUTCS, €CiM OOyYarOUIUICS MPU PEIIEHUH CUTYyaluu
IpoBeJ HE MOJIHBIN aHanu3, fonyctuB Oosee 3 omubok. He packpbiTa TeopeTuueckas
cocrapistolmas npobseMsl. JlomymeHo Tpu wium Oojee Tpex OLIMOOK B aHalu3e
pe3yIbTAaTOB PEIICHUS U HATMCAHUN BBIBOJIOB.

Kpumepuu oyenxu ooxnaoos.

Ouenka «10-9 6a10oB» CTaBUTCS, €CIU 00YUYaIOIIUICS BBIPA3WJI CBOE MHEHHE
no chopmMyaupoBaHHOW mpoOjemMe, apryMEHTHpOBal €ro, TOYHO OINpEIeNnB
npobsieMy cojaepkaHue U cocTaBisitomue. IlpuBeneHbl JaHHbIE OTEYECTBEHHON U
3apyOeXHOW JHUTEepaTyphl, CTATUCTHUECKHUE CBEJEHUS, MHPOpMAIUs HOPMATHUBHO-
paBoOBOro xapakrepa. OO0yuarouuiicst 3HaeT U BJIaJEET HAaBBIKOM CaMOCTOATEIbHON
MCCIIEJIOBATENLCKOM pabOThI IO TEME UCCIICIOBAHMS; METOIaMU U TIpUEeMaMH aHaln3a
TEOPETHUYECKUX H/WIIM MPAaKTHYECKUX ACIEKTOB M3ydaeMoil obnactu. PakTHyecKux

OHIH6OK, CBJ3aHHBIX C IOHUMAaHHCM HpO6JI€MBI, HCT, pa60Ta O(i)OpMJICHa IIpaBHJIBHO.



Ornenka «8-7 0amioB» CTaBUTCS, €CIU paboTa XapaKTepU3yeTcs CMBICIOBOM
LEIbHOCTHIO, CBA3HOCTHIO U MOCIIEIOBATEIHLHOCTBIO U3JI0XKEHMS; AOMYIIEHO He OoJiee
1 ommOku npu 0OBSICHEHUH CMbICIIA WM COJIEpAKaHUs Mpoosiemsl. s apryMmeHTanumn
MPUBOJATCS JaHHBIE OTEYECTBEHHBIX U 3apyOeKHBIX aBTOPOB. [IpogeMoHCTprupOBaHbI
UCCIIEIOBATEIbCKUE YMEHUsS W HaBblku. DakThueckux OHIMOOK, CBS3aHHBIX C
MOHUMAaHUEM MpoOJieMbl, HeT. JlomyIieHbl OTAENbHBIE OIIMOKM B O(OPMIICHUH
paboTHI.

Ouenka «6-4 6aina» cTaBUTCS, €CU B pab0OTe CTYAEHT MPOBOJAUT TOCTATOYHO
CaMOCTOSTENIbHBI aHallM3 OCHOBHBIX JTallOB M CMBICIOBBIX COCTABJISIFOIIUX
npoOJieMbl; TOHUMAET 0a30BbI€ OCHOBBI U TEOPETUUECKOE OOOCHOBAHHUE BBHIOPAHHOM
TeMbl. [IpuBII€UeHBI OCHOBHBIE HCTOYHUKH M0 paccMaTpuBaeMon TeMe. JlonyieHo He
6osee 2 omuOOK B COJIEpIKAHUM MPOOIEMBbI, OPopMIIEHUH paOOTHI.

Onenka «3-1 6amma» craBUTCS, €cld paboTa MpeAcTaBisieT coOoi
NepecKa3aHHBIA WIIA MMOJTHOCTHIO 3aMMCTBOBAHHBIM MCXOJIHBIN TEKCT 0€3 KaKuX OBbI TO
HU OBUIO KOMMEHTapHeB, aHaidu3a. He packpbiTa CTPyKTypa U TeOpeTHYecKas
coctaBisitonasi Tembl. JlomymeHo Tpu win Oojee Tpex OmuOOK B COJACPKAHHUH

packpbiBaeMOi TIpo0JieMbl, B 0(hOpMIICHUU PAOOTHI.

5.3. TunoBble OLEHOYHBIE MATEPHAIIBI ISl TEKYIIETO KOHTPOJIS YCIIEBAEMOCTH
00yyaromuxcst (KOHTPOJIbHBIC TOUKH).

Kaxxnplil paznen OTuCUUIUIMHBL 3aBEPIIAETCS KOHTPOJIBHOM TOUKOW (manee —
KT). Texymuii KOHTPOJIb YCIIEBAEMOCTH MO AUCIUIUIMHE nTpeaycmaTpuBaet ase KT B
TE€YEHUE MEepHoJia OCBOEHUS NUCLUMIUIMHBI. MakcuMallbHOE KOJMYECTBO OaJIOB 3a
mo6oit Tum padot B pamkax KT coctasnser 100 (cTo) 6amios.

Pacnpenenenne BecoBbix koadduimrentos no KT B pamkax TeKy1iero KOHTpOJs

yCIIEBAEMOCTH IO AUCIUILINHE U (DOPMYIIBI pacyerTa:

HanmenoBanue MakcumanbsHoOe Koadpduuuent | Pe3ynbpraT KOHTPOIBHOM TOUYKH,
KOHTPOJIbHOH KOJINYECTBO OaJIJIOB 32 Beca Y4acTBYIOLIHH B (POPMUPOBAHUU
TOYKH paboty B pamkax KT, KOHTPOJIbHOU UTOTOBOM OAJUIBHOM OLIEHKH O
KOTOPOE MOXKET HaOpaTh TOUYKHU JTUCLUIUINHE (OTpakaeTcs B
00yUaronuics s)kypuaaie bPC B CJ10)
KT 1 100 0,1 10
KT 2 100 0,1 10
HTtoro X 0,2 20




dopmMmyna pacyera pe3ysbTara KOHTPOJIbHOU TOYKHU:

Pesynbrat KoHTpOJIbHOM ToukM = KonnuecTBo 0amioB 3a padboty B pamkax KT
x KoaddunmeHnt Beca KOHTPOIBHON TOYKH.

KoHTpoipHbIE TOUKH TIO pa3feny MPOBOASTCSA B BHJE TECTUPOBAHUS IO BCEM
TeMaM paszjena

Kpumepuu oyenusanus mecmoswix 3a0anuti

VYpoBeHb BBITIOJIHEHHSI TEKYIIMX TECTOBBIX 3aJlaHUN OLIEHUBaeTcs B Oasiax.
Basibl BEICTaBISIOTCS CIEIYIOMIUM 00pa3oM:

NIPABWJIHLHOE BBHITIOJIHEHUE 3aJIaHUs, T/I€ HAJ0 BHIOPATh OJAMH BEPHBINA OTBET U3
MPEAJIOKEHHBIX — 5 0aIOB;

MPaBUJILHOE BBIMOJTHEHUE 3aJlaHus, T/I€ TPeOyeTcs HAWTH COOTBETCTBUE WIIU
YCTAaHOBUTH IOCJIEI0BATEILHOCTh COOBITUH — 1O 5 OawioB 3a 0e30uO0YHO
BBINIOJIHEHHOE 33JaHUE;

NPABWIHHOE BBITIOJIHEHHUE 3aJaHUs KOMOWHUPOBAHHOTO THUIIA C BBHIOOPOM
OJIHOTO TMPAaBWJIBHOTO OTBETa M3 MPEIOKEHHBIX M OOOCHOBAaHMEM BBIOOpA —
10 6amnos.

Tunossle TeCTOBBIE 3aaHUS 1O pa3eny |

Pazoen 1. Ocnogvl npogheccuonanbHou KOMMYHUKAYUY 8 20CIMUHUYHOUL chepe
Multiple-choice questions (5 BopocoB):

1. What is the primary goal of professional communication in the hotel business?
a) To minimise staff workload
b) To maximise guest satisfaction and loyalty
c¢) To follow scripts without deviation

d) To reduce communication channels

2. Which element is NOT part of active listening?
a) Paraphrasing what the guest said
b) Interrupting to offer solutions immediately
¢) Maintaining eye contact

d) Asking clarifying questions



3. What does “cultural sensitivity” mean in hotel communication?
a) Speaking only in the guest’s native language
b) Ignoring cultural differences to avoid mistakes
¢) Understanding and respecting cultural norms and expectations

d) Following the same script for all guests regardless of origin

4. Which communication channel is most suitable for urgent guest requests durin
g their stay?
a) Email
b) Social media post
¢) In-person or messenger chat
d) Postal mail

5. What is the first step in handling a guest complaint?
a) Offer compensation immediately
b) Listen actively and acknowledge the issue
c¢) Explain why the problem occurred

d) Transfer the call to a manager

Sequence questions (3 Bonpoca):

1. Arrange the steps of the check-in process in the correct order:
a) Provide room key and amenities information
b) Verify reservation details
c¢) Greet the guest warmly
d) Complete registration forms and payment

e) Offer assistance with luggage

2. Put the stages of conflict resolution in the proper sequence:
a) Propose a solution
b) Apologise sincerely
c¢) Implement the solution
d) Listen to the guest’s concern

e) Follow up to ensure satisfaction



3. Order the steps for effective internal communication about a guest request:
a) Confirm completion with the requesting department
b) Document the request in the PMS
c¢) Notify the relevant department
d) Receive the guest request

e) Update the guest on progress

Matching questions (2 Bonpoca):

1. Match the communication channel with its best use:
| Channel | Purpose |
e
| 1. Email | A. Quick response to urgent guest needs |
| 2. Messenger/chat | B. Formal confirmation and documentation |
| 3. Face-to-face | C. Personalised service and relationship building |
| 4. SMS | D. Time-sensitive notifications (e.g., flight updates) |

Answer: 1-B, 2-A, 3-C, 4-D

2. Match the department with its primary communication focus:
| Department | Communication Focus |
. |
| 1. Front Desk | A. Room cleanliness and supplies |
| 2. Housekeeping | B. Guest check-in/check-out and inquiries |
| 3. Food & Beverage | C. Meal orders and dining experience |

| 4. Maintenance | D. Facility repairs and technical issues |
Answer: 1-B, 2-A, 3-C, 4-D
Open-ended question (1 Bonpoc):

Describe a situation where non-verbal communication played a crucial role in guest s
atisfaction. Explain what non-verbal cues were used, how they affected the interactio
n, and what the outcome was. Suggest one way to train staff in effective non-verbal c

ommunication.

TumnoBkle TECTOBBIE 3a1aHUSA 110 pA3aeay 2

Paszoen 2. Hpakmuttecmte acneKkmosl KOMMYHUKayuu 6 2COCMUHUYHOM ousnece

Multiple-choice questions:



. What is the main purpose of a Property Management System (PMS) in hotel co
mmunication?

a) Managing employee salaries

b) Tracking guest interactions and service requests

c¢) Designing hotel marketing materials

d) Organising staff training schedules

. Which practice best demonstrates professionalism during a VIP check-in?
a) Using a standard script without personalisation

b) Addressing the guest by name and acknowledging their status

c) Keeping the process as short as possible

d) Avoiding eye contact to maintain formality

. What should staff do FIRST when a guest reports a room issue (e.g., no hot wa
ter)?

a) Tell the guest to wait until the next day

b) Immediately apologise and notify maintenance

c¢) Suggest the guest use another hotel’s facilities

d) Fill out a form without acknowledging the guest

. Why is follow-up communication after a complaint important?

a) It shows the hotel cares and can turn a negative experience into a positive on
e

b) It allows the hotel to blame the guest for the issue

c) It is required by law

d) It reduces the number of future complaints automatically

. Which digital tool is most effective for real-time guest communication during t
heir stay?

a) Annual guest survey

b) Hotel website FAQ section

c¢) Mobile app or in-room tablet

d) Printed welcome brochure

Sequence questions :



1. Arrange the steps for handling a billing dispute:
a) Review the guest’s account and identify the discrepancy
b) Contact the guest to explain the resolution
c¢) Apologise for the error
d) Correct the charge and issue a refund if needed

e) Listen to the guest’s concern and gather details

2. Order the process for onboarding a new front desk employee:
a) Shadow experienced staff
b) Complete PMS training
c¢) Review hotel communication standards
d) Pass a role-play assessment

e) Attend orientation on hotel values

3. Sequence the steps for a successful guest departure:
a) Process final payment and provide receipt
b) Thank the guest and invite them to return
c) Ask for feedback on their stay
d) Assist with luggage if needed
e) Confirm all charges are accurate

Matching questions :

1. Match the technology with its communication benefit:
| Technology | Benefit |
R —
| 1. CRM system | A. Real-time messaging with guests |
| 2. Chatbot | B. Personalised guest history and preferences |
| 3. Mobile app | C. 24/7 automated responses to common queries |

| 4. PMS integration | D. Seamless coordination between departments |
Answer: 1-B, 2-C, 3-A, 4-D

2. Match the guest type with the best communication approach:
| Guest Type | Approach |
s
| 1. Business traveller | A. Emphasise quiet rooms and workspaces |

| 2. Family with children | B. Highlight kid-friendly amenities and activities |



| 3. Elderly guest | C. Offer assistance and clear instructions |

| 4. International tourist | D. Use simple language and visual aids if needed |

Open-ended question :
Imagine you are a guest relations manager. A guest complains about poor Wi-Fi in th
eir room, which disrupted an important video call. Describe:

« Your immediate verbal response to the guest;

« Two specific actions you would take to resolve the issue;

« One long-term solution to prevent similar problems;

« How you would follow up after the issue is resolved.

6. ®opMBbI IPOMEKYTOYHON ATTECTALMU, KPUTEPHUH U IIKAJIA OlleHMBAHMS,
THIIOBbIE OIEHOYHbIE MATEPHUAJIBI 110 AUCHUTITHHE

6.1. [IpoMexxyTouHast aTTecTalus Mo JUCHMUILIMHE
[IpomexxyTounas arrecraumss 1o aucuuruinae b1.B.17  «IIpodeccuonanbhas
KOMMYHUKaIus B roctTuHIYHOM Om3Hece/Professional Communication in Hospitality
Management» (3k3aMeH) MPOBOAUTCA B THCbMEHHON ¢opme. OOyuarommiics
MOJTy9aeT SK3aMCHAIIMOHHBIN OWUJIET C 3aJaHUSIMU, YHCTHIE MApPKUPOBAHHBIC JIUCTHI
OyMaru njisi 3amucei pENIeHHs] CHUTYallMOHHBIX 3aJaHui, 3aTeM NPHUCTYIMaeT K
pemeHuto. HeoOXoauMo 1aTh OTBET B MUCBMEHHOM BHJIE, TOJPOOHO HM3JI0KHUB X0
penIeHusl, TPy HeOOXOAMMOCTH 3aBEPIINUTH PEIICHUE BHIBOIAMHU.

6.2. TunoBbie OIIECHOYHBIE MAaTEpUAJIbl TPOMEXKYTOUHON aTTECTAIIUU

DK3aMeH IO AUCUUIIMHE COAEPKUT 3 3adaHus.

1 3amanme — OTBET HA BOMPOC OTKPHITOTO THIA C PA3BEPHYTHIM OTBETOM

2 3ajaHWe — TECTOBbIC 3aJlaHUs 3aKPBITOrO THIA C BBIOOPOM OJTHOTO
PABUJILHOTO OTBETA U3 HECKOJIBKUX BAPUAHTOB MPETOKEHHBIX.

3 3ajaHue — 3aJlaHue OTKPBITOTO TUTIA: PEIICHUE CUTYAIMOHHOTO 3aJaHus

6.2. TunoBbIe OIIEHOYHBIE MATEPHUAIIBI IPOMEKYTOUHON ATTECTALIUN

Assignment 1. Open-ended question with a detailed answer

Question: describe the key features of professional communication in the hotel
business and explain how they affect service quality and guest loyalty. Provide 3—4

specific examples of communication situations in a hotel (at different stages of



guest interaction: booking, check-in, stay, check-out). Analyse what communicatio
n skills staff need in each situation and how communication mistakes can affect the

guest’s impression. Suggest 1-2 ways to improve communication for each example.

Assignment 2. Closed-type test questions (choose one correct answer)

1. Which element is NOT a feature of professional communication in the hotel bu
siness?
a) personalisation of communication;
b) quick response to requests;
c) strict adherence to scripts without considering the situation;

d) cultural sensitivity.

2. What is most important when communicating with a guest dissatisfied with the
service quality?
a) immediately offer compensation without clarifying details;
b) listen to the guest, show empathy and clarify the problem;
c) explain to the guest that they are at fault for the situation;

d) transfer the call to a senior manager.

3. Which communication channel is most suitable for quickly resolving urgent gu
est issues during their stay?
a) email;
b) a feedback form on the website;
¢) messenger or chat support;

d) a letter in the mailbox..

4. What does the term ““active listening” mean in the context of hotel service?
a) just staying silent while the guest speaks;
b) nodding without really understanding the issue;
c¢) paraphrasing the guest’s words and clarifying details;

d) offering a solution immediately without listening to the end..
5. Which tool helps standardise communication between staff in different hotel de
partments?
a) private messages on social media;
b) Property Management System (PMS);
c) verbal agreements at meetings;
d) notes at the reception.
Assignment 3. Situational task (open-ended)



Situation: you are a guest relations manager at a five-star hotel. A VIP guest (a regul

ar client) is arriving for a conference. At check-in, it turns out that:

 the reserved suite is occupied due to a booking error;

« the alternative room offered does not have a desk, which the guest needs to pre

pare for their presentation;

« the guest’s luggage is delayed at the airport, and they need to change clothes fo

r a dinner with partners.

The guest is extremely annoyed and says they are disappointed and will consider cha

nging hotels for future events.
Task:

1. Create a dialogue script with the guest (5—7 phrases) that includes:

o asincere apology;
o acknowledging the mistake without shifting blame;
o specific steps to resolve each issue;

o an offer of compensation for the inconvenience.

2. Suggest measures to prevent such situations in the future (e.g., improving the

booking system, staff training, VIP guest checklists).

3. Describe how to monitor the implementation of solutions (e.g., a personal callt

o the guest in 2 hours, checking the luggage status).

6.3. Kputepuu u mkasna oueHuBanus Ha ocHoBe bPC

KPUTEPMM OUEHUBAHUA

PE3VIJIBTAT
B BAJIJTAX

JlaH mMOJHBIA, B JIOTUYECKOW MOCIIEIOBATEIBHOCTH Pa3BEPHYTHII OTBET Ha
MOCTaBJIEHHBIN BOIIPOC, TJI€ 00yYaIOUIHIiCs POIEMOHCTPUPOBAI 3HAHHS IPEMETa
B TOJHOM OO0BEeMe Y4YeOHOW MpPOTpaMMBbl, JOCTATOYHO TIYOOKO OCMBICIIUBACT
AUCHUIIIIMHY, CaMOCTOATCIIBHO, U NCUHCPHBIBAIOIIC OTBCYACT HA AOMOJIHHUTCIBHBIC
BONPOCHI, NMPUBOJUT COOCTBEHHBIE MPHUMEPHI MO MPoOIEeMaTHKE MOCTABICHHOTO
BONPOCA, PEIINI MPEJIOKCHHBIC MPAKTUYSCKUE 3aJaHus 0€3 OmnO0K

90-100

Jlan pa3BepHYTHIi OTBET Ha TIOCTABJICHHBIA BOMPOC, TJ€ OOyYArOIIHICS
ACMOHCTPUPYCT 3HAHUA, HpHOGpeTeHHBIe Ha JICKIIMOHHBIX W CCMHHAPCKUX
3aHATHUAX, a TAKXKE MOJYYSHHbIE MIOCPEICTBOM HU3YUYEHHS 00s13aTEIbHBIX YUSOHBIX
MaTepHalioB 10 KypCy, AAacT apryMEHTHPOBAHHbBIE OTBETHI, IPUBOIUT IIPUMEDPEL, B
OTBETE MPUCYTCTBYET CBOOOTHOE BJIaJIEHUE MOHOJOTUYECKONW PeUblO, TOTHYHOCTh
Y MOCIE0BaTENbHOCTh 0TBeTa. OJITHAKO JO0IMYCKAETCSI HETOYHOCTD B OTBETe. Pemmn
peUI0KEHHbIE TPAKTHYECKUE 3aJaHuUs C HEOOJIBIITMMH HETOUHOCTSIMH.

75-89

JlaH OTBET, CBHUJETEIBCTBYIOIIMIA B OCHOBHOM O 3HAHUU IPOLECCOB H3y4aeMOU
JUCIUIUIMHBL, OTJIMYAIOIIUNCS HEJOCTaTOUYHOM INIyOMHON U TIOJTHOTOM PacKpbITUS
TEMBI, 3HAHHEM OCHOBHBIX BOIIPOCOB TEOPHUH, CI1a00 CHOPMHUPOBAHHBIMU HAaBBIKAMHU
aHajnu3a  SBJIEHUM,  IPOLECCOB,  HEAOCTATOYHBIM  yMEHUEM  J1aBaTh
APTYMCHTHPOBAHHBIC OTBCTHI U IIPUBOAUTE IIPHUMCPHI, HCAOCTATOYHO CB06OI[HBIM

60-74




BJIQJICHUEM MOHOJIOTMUECKOM peYbl0, JIOTUYHOCTBIO M TMOCIEA0BATEIbHOCTHIO
oTBeTa. JlomyckaeTcs HECKOIBKO OMIMOOK B COJCP)KAaHUM OTBETA M PEIICHUH
MPaKTUYECKUX 3aJaHUi.

JlaH OTBET, KOTOPBIHA CONEPIKHUT PsAZl CEPhE3HBIX HETOYHOCTEH, OOHAPYKUBAIOIITUI 1-59
HE3HAHWE TMPOIECCOB M3y4aeMOH TpeaIMETHOW O0O0JIaCTH, OTIHYAIOIIUICS
HErnmyOOKMM pPAacKpBHITUEM TEMbl, HE3HAHHEM OCHOBHBIX BOIIPOCOB TEOPHH,
HeCc()OPMUPOBAHHBIMU HABBIKAMHU aHAJIM3a SIBJICHHM, MPOILIECCOB, HEYMEHUEM
JaBaTh apryMEHTUPOBAHHbBIE OTBETHI, CJIA0BIM BJIaJIEHUEM MOHOJIOTMYECKOHN PEYbIO,
OTCYTCTBHEM JIOTHYHOCTH M TOCIEAOBATEIbHOCTA. BBIBOJBI MOBEPXHOCTHBI.
Pemenne npakTuyeckux 3aJaHU HE BBITIOJIHEHO, T.€. 00yJaronuiics He cnocoOeH
OTBETUTh HA BOIPOCHl JaXe MNpPU JOMOJHUTEIBHBIX HABOJALIMX BOMPOCAX
npenoaaBaTe’s.

[IIxana OLICHMBAHMA PpE3yJIbTATOB HpOMC)KYTO‘IHOﬁ aTTeCTalnu

No MakcuManbrHOE
Tum 3aganus
n/n KOJIMYECTBO 0AJIOB
3amaaue 1 | OTBeT Ha BONPOC OTKPHITOIO THIIA C PA3BEPHYTHIM OTBETOM 30
3ananue 2 | TecToBble 3aaHMsI 3aKPHITOTO TUIIA C BBIOOPOM OHOTO
MPaBWIHHOTO OTBETA U3 HECKOJIBKUX BAPUAHTOB 20
MPEIIOKECHHBIX
3amanue 3 | Pemennue CUTyalilmOHHOTO 3adaHUs 50
Hroro 100

I[J'DI MOJIY4CHUA O6IHCI>'I UTOrOBOM OLCHKHU 110 JUCHUINIIMHC HYKHO BBIYHCJIIUTD

cpenHee apu(pMeTHIecKoe OLIEHOK MO TeKYIel paboTe 1 MPOMEKYTOUHOM aTTeCTalllH

Kpumepuu oyenusanus 3a0anuii 0mKpulmo2o muna ¢ pa3eepHymulM 0meemom

Onenka «30-25 0anaoBy» CTaBUTCS, €CJIM O0yJarOITUNCS:

1) moaHO M apryMEHTHUPOBAHO OTBEYAET MO COAEPKAHUIO BOMPOCA;

2) oOHapy>XMBaeT MOHMMaHUE MaTepHuaja, MOXET 000CHOBATh CBOM CYKJICHMS,
IIPUMEHUTH 3HAHUS Ha MIPAKTUKE, IPUBECTH HEOOXOIUMBIE TIPUMEPHI;

3) wuzmaraer marepuay MOCJIEAOBATEIbHO W IPAaBUILHO, C COOJIOJACHHUEM
HUCTOPUYECKON U XPOHOJOTUUECKOM MOCIIeI0BATEIIbHOCTH;

Ouenka «24-15 6amnoB» CTaBUTCA, €cld OOydYaloOIIMICS JaeT OTBET,
YAOBJICTBOPSIOMIUA TEM K€ TpeOOBaHHMSAM, YTO M JUJI OICHKH «OTJIIMYHO», HO
JOTyCKaeT OJIHY-JIBE OIMMNOKH, KOTOPBIE CaM K€ UCITpaBJIseT.

Onenka «14-5 GannoBy cTaBUTCS, €ClU 00ydaroUIuiicss 0OHApyKUBAET 3HAHUE
U TIOHUMAaHHE OCHOBHBIX ITOJIOKCHHH H3YYEHHOH TEMBbI, HO H3JaracT maTepHual
HETOJIHO U JOMYCKaeT HETOYHOCTH B OMpPEACICHUU TOHATUU WM (POPMYIHUPOBKE

IMpaBuJI; HC YMCCT JOCTATOYHO FJ'IY6OKO Hn A0Ka3aTCJIbHO 000CHOBAThH CBOH CYXKICHUA



U IIPUBECTU CBOM IPUMEPBI, U3JIaracT MaTepuasn HEIOCIEN0BATEIbHO U JIOIYCKAeT
OIIUOKH.

Onenka «4-0 0annoBy CTaBUTCA, €CITU 00y4aIOIUNCs 0OHAPYKUBAET HE TIOJTHOE
3HAHUE ¥ TOHMMaHUE OCHOBHBIX IIOJIOKEHUI U3yYEHHOM TEMBI, I0ITyCKAET CEPbE3HBIC
HETOYHOCTH B OIPEACICHUH TMOHATUA WM (QOPMYJIHPOBKE TMpaBUJI, H3JIaraer

MaTCpuall HCIIOCIICAOBATCIIbHO U JOITYCKACT MHOT'OYHCIICHHEIC OIITNOKH.

Kpumepuu oyenusanus mecmoguvix 3a0anuii

VYpoBeHb BBITIOJIHEHHSI TEKYIIMX TECTOBBIX 3aJlaHUN OllIEHUBAaeTCs B Oariax.
banibl BBICTABIISAIOTCS CIEAYIOIUM 00pa30M: MPABUIIBHOE BBIIIOJIHEHHUE 3aJaHusl, TI€
HAJI0 BEIOPATH OJMH BEPHBIN OTBET — 4 Oaiia

Kpumepuu oyenusanus pewenus cumyayuoHHo2o 3a0anus

Ouenka «50-45 6amioBy CcTaBUTCS, €Cld OOYYalOIMMICS CaMOCTOSITEIBHO
MPOBEJI aHAJIU3 CUTYAIlMH, BBIPA3WJI CBOE MHEHHE MO MpoOJieMe, MOCTaBIECHHON B
3alaHUM, apryMEHTUPOBAJl €ro, TOYHO ONPEIEIUB COJEpKaHHE MPOOJEMBbI U e€e
COCTABJISIFOIINX, JJaT PEKOMEH AU 110 3P (HEKTUBHOMY PEIICHUIO MTPEACTABICHHON B
3aaue cutyanuu. GakTUYECKUX OIMOOK, CBI3aHHBIX C TOHUMAaHUEM IIPOOJIEMBI, HET;
paboTa odopmiieHa MPABUILHO.

Onenka «44-35 6auioB» CTaBHTCS, €CIM OOYYaroOIIMICA JaeT OTBET,
YAOBJIETBOPSIONIMNA TEeM K€ TpPeOOBAHMSAM, YTO M JUISl OUEHKH «OTIMYHO», HO
JOIYCKaeT OJHY-/IBE€ OIIMOKHU, KOTOPBIE CaM K€ UCIIPABIISIET.

Onenka «34-25 6aioB» CTaBUTCS, €CIU OOYYarOIIMICS MPAaBUIBHO MPOBET
aHaJIM3 CUTyaluu, JOMYyCTUB He Ooiee 3 oOWmMUOOK, MHPOBOJUT JOCTATOYHO
CaMOCTOSITENIbHBIA aHAJIN3 OCHOBHBIX 3TAlOB M CMBICIOBBIX COCTABJISIONINX 3aJaHNUS;
NOHUMAEeT 0a30Bble OCHOBBI M TEOPETUYECKOE OOOCHOBAHME pelIaeMoi 3ajaud.
HonyuieHo He Oosiee 3 omMOOK B aHalW3€ pe3yibTaTOB PACUETOB M HANHMCAHHUU
BBIBO/IOB.

Onenka «24-15 6anioB» CTaBUTCS, €CIIM 00YUYaIOIIUNICS MPU PEIICHUH 3aaHUs
IpoBeJ HE TOJHBIA aHANU3 CUTYyallMH, NOMycTuB Oonee 3 omubok. He packpeita
TEOpeTUYECKasi COCTaBstoas mpoosaemsl. JlomymieHo Tpu uiu 6osee Tpex OMmMoOoK

B aHAJIN3C PE3YJIbTATOB PCHICHUA U HAITMCAHWH BBIBOJOB.



Ornenka «14-0 6anmioB» CTaBUTCS, €CIM OOYYAIOIUNCA TIPU PEIICHUM 3a]1auu
HEMPaBWJILHO TPOBEJ aHaIW3, BBIBOJABI CJCIAHBI HEIMOJHBIE W HEJ0CTaTOYHO
apryMEHTHPOBAHHBIC

6.4. Onucanue AOMOJHUTENbHBIX MAaTEPUAIOB U 000PYAOBaHUS, HEOOXOIUMBIX
JUTSI BBITIOJTHEHUS TTPOBEPOYHBIX 3aJaHUHN

J1J1st BEITIOJTHEHUSI 3a/IaHUsI IPOMEXKYTOUYHON aTTECTAIMK IO JUCIUTUINHE (TIpU

HE00X0IMMOCTH) 00yYaIOIIEeMYCsl IONOJHUTEIbHBIX MaTEPUAIOB HE TpeOyeTCs.

7. MeToanuyeckre MaTepHAJIbI 10 OCBOCHHUIO TUCHMILIMHBI

3aHATUS JEKIUOHHOTO TUIA AAI0T CUCTEMATU3UPOBAHHBIE 3HAHUS CTYJEHTAM O
HanOoJIee CIOXKHBIX U aKTyaIbHBIX TPOOIeMaxX U3ydyaeMOou JUCIUIUINHEI.

OcymectBissi y4yeOHble JEWCTBUS HA JICKIUOHHBIX 3aHSTHUSX, CTYJIEHTHI
JIOJ>KHBI BHUMATEIIbHO BOCIPUHUMATh MaTEPHUa, HOATOTOBICHHBIN MTPENOIaBaTEIEM,
MBICIIUTh, JTOOMBATHCSA TMOHUMaHUS U3ydaemoro mpeamera. CTyIEHTHI JOJIKHBI
aKKypaTHO BECTH KOHCHEKT. B cilyyae HeIONOHUMaHUs KaKou-Tn00 4yacTu mpeaMeTa
CJIeyeT 3a7aTh BONPOC MpernoaBaTento. B mporecce paboThl Ha JIEKIIMH HEOOXOJUMO
TaK >K€ BBIMIOJIHATh B KOHCIIEKTAaX MOJIENU U3y4aeMoro mnpeaMera (pPUCYHKH, CXEMBI,
YEPTEXKHU U T.J.), KOTOPBIE UCIIOJIb3YET MPENoaaBaTeb.

3aHATHS MPAKTUYECKOTO BUJIA SABIISIIOTCS Ay IUTOPHBIMU 3aHSATUAMMU.

Jsist TOoro, 4To0Bl ayAUTOPHBIM MaTepuai MPaKTHUYECKUX 3aHSATUN ObLI OCBOEH
00yyYaroIMMCs €My HEO00XO0IUMO:

— [IPEIBapUTEIbHO H3Yy4YUTh TEOPETHUYECKUM MaTepuan II0 JaHHOU TeMe,
O3HAKOMUTBCS C JINTEPATYPOU, PEKOMEHJIOBAHHOM MPEIOIABATEIEM, U HAUACHHOMU
CaMOCTOSITEJIHO; BBIITOJIHUTD 3a/IaHUS, PEIJIOAKECHHBIE IPEMOAABATEIEM, K 3aAHATHIO;
COCTaBUTh [E€PEYEHb BONPOCOB, BBI3BIBAIOLINX 3aTPYJAHEHUs, HEACHOCTU WU
COMHEHMSI, OOCYUTh UX C IPENOoaBaTEIeM WU HA 3aHSTUH,

—TpU OpraHU3alMH TPAKTUYECKOTo 3aHiATHs B (opme cemuHapa He
OTPAHUYMBATHCS TOJATOTOBICHHBIM BOMPOCOM, BHUMATEIBHO CIYIIATh JTOKJIAIbI
JIPYTUX 00YyYaromuXCsl, Te3UCHO KOHCIIEKTUPOBATh, 33/1aBaTh BOMPOCHI, y9aCTBOBATh
B JIUCKYCCHUSIX M O0CYXKJIEHUU MPEACTABICHHBIX TEOPETUUECKUX MPOOIIEM.

CamocTosTenbHas MoJAroToBKa o6yqa}0mnxc;1 BKJIFOYAET B ceOs:



— 10pabOTKy KOHCIEKTa JEKIHUU, KOTOPYIO JKEJaTeIbHO OCYIIECTBISATH B TOT
XKe JICHb, ITOKa MaTepHall eIlle JISTKO BOCIIPOM3BOINM B mamsTH (depe3 10 gacoB mocie
JeKIuu B nmamsitu octaetcs He Oonee 30-40 % marepuana). HeoOxoaumo npoduTaTh
3aIiCH, pacIuPpOBaTh COKpAIICHHS, TOPAOOTaTh CXEMBbI, PUCYHKH, TaOIUIIBL;

— TIOBTOPEHUE U3YUCHHOTO Ha MPEIBIIYIIEeM 3aHATHHA MaTepuaa.

Hauunath HaJ10 C U3YUYCHUA peKOMeHI[OBaHHOfI IIPCIIOoAaBaTCJICEM JITUTCPATYPBhI.

8. YueOHasi iuTepaTrypa u pecypcbl HHGOPMALMOHHO-TEJIEKOMMYHHUKALMOHHOMN
cetu UHTEpHET

8.1. OcHoBHas nuTepaTypa

1. Yeperuuko T. B. TeopeTnueckre 0CHOBBI TOCTEIPUAMCTBA. —
M.: ®JIMHTA, 2022. — 256 c. ISBN 978-5-9765-4567-8.

2. Memmik C. 'octuanunsiii 6usaec. — M.: KOHUTU-JAHA, 2020. —
415 c. ISBN 978-5-238-03456-7.

2. Kymupnos C. b. The Hotel Business: yueOHoe nocobue. —
M.: KOHUTU-TAHA, 2019. — 240 c. ISBN 978-5-238-03123-8.

3. [Mandunosa A. I1. Kynbrypa peun u nenoBoe oOIICHHE: YYCOHUK U TIPAK
TUKYM B 2 4. — M.: FOpaiir, 2023. — Y. 1: 282 c¢., Y. 2: 296 c. ISBN 978-5-534-
15678-2 (u. 1), ISBN 978-5-534-15679-9 (u. 2).

3. Aptemona E. H. ['octuHr4YHOE X035IIICTBO U TOCTUHUYHBIN CEPBUC: yueO
Hoe nocobue nyist By30oB. — Opén: OI'Y um. U. C. Typrenesa, 2021. —
186 c. ISBN 978-5-9909-8765-3.

4. Paiinu M. YnpasneHue nepcoHaioM B TOCTEIIPUUMCTBE. —
M.: IOHUTHU-JAHA, 2018. — 320 c. ISBN 978-5-238-02987-1.
8.2 lononHUTENBHAS TUTEPATYPA

1. Usnesa T. H. [lenoBoe obmieHune: yaeOHO-METOAUUECKOE MOCOOrE. —
Kemeposo: KemI 'K, 2021. — 168 c. ISBN 978-5-8154-0567-4.

2. Ycosa U. B. OcobeHHOCTH peyeBOro 3TUKETA IPU OOCITYKUBAHUU
AHTJIOTOBOPSIINX TypuCTOB B roctuHuile //  I[lpodeccnoHanibHass KOMMYHUKAIINS:

AKTyaJIbHbIE BOIIPOCHI JINHTBUCTUKHU U METOAUKHA. — 2022. — Ne 10. — C. 88-95.



3. Pxenka 3. A. Cneunduka npoTokoia: HHAYCTPHUS TOCTENPUUMCTBA:
yaeOHoe nocooue. — Upkyrck: BI'YIII, 2020. — 192 ¢. ISBN 978-5-7253-2890-5.

4. Jlertkuna H. JI. Pons  mpodeccroHanbHOM ~ A3TMKA B MOATOTOBKE
nepcoHana B cdepe coluaIbHO-KYJIBTYpPHOTO cepBuca u Typusma// Cpennee

npodeccronansHoe oopazoBanue. — 2021. — Ne 4. — C. 45-49.

3apybesicHbie ucmMOYHUKU

11.  Bowen J. T., Clarke J. Effective Hospitality Management. — London:
Routledge, 2021. — 352 p. ISBN 978-0-367-76891-5.

12.  Kasavana M. L., Crawford H. G. Hospitality Information Systems and E-
Commerce. — Oxford: Goodfellow Publishers, 2020. — 288 p. ISBN 978-1-907435-
67-2.

13.  Wood R. C. Managing Quality in Hotels. — New York: Wiley, 2019. —
264 p. ISBN 978-1-119-60123-7.

14. Holloway J. C., Robinson P. Marketing Hospitality. — Harlow: Pearson,
2022. — 400 p. ISBN 978-1-292-35789-1.

5. Brotherson S. Understanding Hospitalit y Management. — London:
Sage, 2021. — 312 p. ISBN 978-1-5264-1234-5.

8.3. [IpaBoBasi JOKyMEHTAaIUsI

1. O06 yTBepkIeHHH TOCYAapCTBEHHOW mporpammbl Poccuiickoit deneparu
«PazButue typusma» ot 24 nekadps 2021r. N 2439: Ilocranonenue: [YTBepkeHa
[TocranoBnenunem IlpaButensctBa Poccuiickoit denepannu ot 24 nexadps 2021 r.
N 2439]. — Texkct: snektponnbii // IlpaBurenbctBo Poccuiickoii deneparuu:
obunmManbHbeli caiitT. — MockBa, 2026. — 3arn. ¢ Tturya. 3kpaHa. — URL:
http://government.ru/docs/all/138661/

2. 00 yTBepkACHUU ToCyaapcTBeHHON mporpammbl Jlonenkor HapoaHoi
PecniyOnuku «Pa3Butne typuzma» ot 24 nexaOps 2025r. N 130-3: [loctaHoBieHue:
[YTBepxnena [loctanonennem IlpaBurensctBa Jlonenkoit Hapoanoit PecyOnuku
oT 24 nexadps 2025 r. No 130-3]. — TekcT: anexkrponHsbii // [IpaButenscTBO JloHenkoit
Haponno#i Pecnybnuku: odunmaneueiii caiir. — lonenk, 2026. — 3ari. ¢ TUTYIL.
skpana. — URL: http://publication.pravo.gov.ru/document/8000202512260032

8.4. nTepHeT-pecypebl



1. HayuHnas AIEKTPOHHAs oubmuoTexa «KUBEPJIEHMHKA»
https://cyberleninka.ru/

2. DnexkTpoHHO-OMbMoTeuHas cuctema «Jlanpy https://e.lanbook.com/

3. DnexktpoHHO-O0MOMMoTeyHas cuctema «3HAHMYM» https://znanium.ru

9. MaTtepuaiabHO-TeXHU4YeCKas1 0a3a, HHGOPMAIIMOHHbIE TEXHOJIOTHH,
nporpaMMHoe odecrieyeHre 1 HH(GpOPMALMOHHbIE CIIPABOYHbIE CHCTEMbI

1. Cnenianu3upoBaHHbIE AyAUTOPUU JJISl TIPOBEICHUS JICKIIUH W ayJIuTOPUH
IUIL TIPOBEJCHHSI CEMHHAPCKUX M TPAKTUYECKUX 3aHATUH C HCIOJIb30BaHHEM
MYJIbTHMEIMIHHOTO O0OPYZOBaHUS M BO3MOXXHOCTBIO MPSIMOTO BBIXOJIAa B CETh
HuTepner.

2. Crienmanu3upoBaHHasi MeOellb M OPIrCpe/iCTBA: ayIMTOPHH U KOMITbIOTEPHBIE
KJIaCChl, 000pYIOBaHHBIEC TTOCAJOUHBIMH MECTAMHU.

3. Texuuueckue  cpenctBa  OOYYEHHS:  IEPCOHANBHBIE  KOMIBIOTEPHI;
KOMITBIOTEPHBIE MPOCKTOPbI; HHTEPAKTUBHAS JIOCKA

4. JIuuenzuoHHsble 37eKTpoHHBIE pecypebl: Windows, Microsoft Office (Excel,
InfoPath, PowerPoint, Publisher, Word).

5. UudopmManmoHHbie CIpaBOYHBbIE W TIOUCKOBBIE CUCTeMBbl «KOHCYyIbTaHT

[Lrocy, «I"apanT.
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