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ABSTRACT 

 

Master’s degree in 43.04.03 

Hospitality "International Hospitality". .  

Course title: Global Research Communication 

asic part of Block 1, 3 credits. 

Instructors:  Nesterova O.V., Candidate of Biological Sciences, Associate 

Professor; M.W. Johnson, PhD in Cybernetics, Chief Research Fellow. 

At the beginning of the course a student should be able to: 

• the ability to show leadership qualities and organize team work, to use effective 

technologies for solving professional problems; 

• the ability to quickly master new subject areas, identify inconsistencies, 

problems and develop alternative solutions to them; 

• the ability to generate ideas in scientific and professional activities; 

• the ability to abstract thinking, analysis, synthesis; 

• the ability for self-development, self-realization, use of creative potential 

• the ability to generalize and critically evaluate the results of research on topical 

management problems obtained by domestic and foreign researchers 

• the ability to justify the relevance, theoretical and practical significance of the 

chosen topic of scientific research. 

Learning outcomes: 

general cultural (GC), general professional competences (GPC) and professional 

competences (PC): 

 ability to carry out a critical analysis of problem situations based on a 

systematic approach, to develop an action strategy (GC-1); 

 ability to organize and manage the work of the team, developing a team 

strategy to achieve the goal (GC-3); 

 ability to apply modern communication technologies, including technologies  

in a foreign language (s), for academic and professional interaction (GC-4); 

 ability to plan and apply approaches, methods and technologies of scientific 

and applied research in the chosen field of professional activity (GPC-6); 



 

 

 skills to work with a large amount of information (PC-8). 

Course description:  Course Global Research Communication includes a course 

of lectures and practical exercises, allowing to deepen their understanding of current 

scientific and technological developments to enhance their professional development, 

interact with innovations and skills of interdisciplinary cooperation. 

Main course literature: 

1. Interactive electronic communications (ЭСО ОЦОЫРОЧМО ШП ЭСО “FШЮЫЭС АКЯО”) / 

Sharkov FI, - 3rd ed. - M .: Dashkov and K, 2017. - 260 pp .: ISBN 978-5-394-02257-9 

- Access mode: http://znanium.com/catalog/product/415250. 

2. Thinking of the future. Five kinds of intellect, leading to success in life: Study 

Guide / Gardner G. - M.: ALPINA, 2016. - 168 pp .: ISBN 978-5-9614-5263-1 - Access 

mode: http://znanium.com / catalog / product / 914654. 

3. The concept of globalization: Monograph / Borzykh S.V. - M .: SIC INFRA-

M, 2016. - 128 pp .: 60x90 1/16. - (Scientific thought) (Cover) ISBN 978-5-16-008971-

3 - Access mode: http://znanium.com/catalog/product/538215. 

4. The advantage of networks: How to extract the maximum benefit from 

alliances and partnerships / Griv G., Rowley T., Shipilov A. - M.: Alpina Publ., 2016. - 

259 pp .: ISBN 978-5-9614-4721- 7 - Access mode: 

http://znanium.com/catalog/product/916184. 

5. Theory and practice of solutions. Interdisciplinary aspect [Electronic resource]: 

textbook / I.V. Kraynyuchenko, V.P. Popov. - Electron. text data. - Saratov: IP Media, 

2018. - 157 c. - 978-5-4486-0135-4. - Access mode: 

http://www.iprbookshop.ru/70782.html. 

Form of final control: pass-fail exam 

http://znanium.com/catalog/product/916184
http://www.iprbookshop.ru/70782.html
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1. Collaborative Writing and Publishing https://www.overleaf.com/ 

2. Digital Platform for the Assessment of Competences http://www.d-

pac.be/english/. 

3. Marginal Revolution University: Economics Videos  

https://www.mruniversity.com/.  

4. NetLogo is a multi-agent programmable modeling environment 

https://ccl.northwestern.edu/netlogo/. 

http://znanium.com/catalog/product/914654
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6. Open Data Institute https://theodi.org/get-involved. 

7. OpenStax https://openstax.org/. 

8. Project Jupyter http://jupyter.org/. 

9. Ragged University  https://www.raggeduniversity.co.uk/.  

10. VideoScribe https://www.videoscribe.co/en/. 

11.     http://atlas100.ru/. 

12.     https://asi.ru/nti/  

13.   2035 http://map.edu2035.org/.    

14.   PR 3.0.       
 http://comlabrussia.ru/upload/iblock/09b/formula_3_0.pdf.  
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WORKSHEET 1 

Calculating Market Share and Fair Share 

Given the following statistics, calculate the market share and fair share for 

each hotel. 

Property Number of Rooms Available Room 

Nights 

Occupancy 

Percentage 

Room Nights 

Sold 

Outlaw Inn 149 54,385 71% 38,613 

Last Resort 326 118,990 63% 74,964 

Action Hotel 198 72,270 72% 52,034 

Empty Arms 317 115,705 59% 68,266 

Center Plaza 300 109,500 68% 74,460 

Total 1,290 470,850 65.5% 308,337 

Property Market Share Fair Share 

Outlaw Inn 

Last Resort 

Action Hotel 

Empty Arms 

Center Plaza 

Total 

K-3   
   

 
  

  

Writing Telemarketing Scripts/Role-Playing Calls 

Divide the class into groups of three to five members each. Assign each group 

the task of writing a telemarketing 

script. Inform the groups that the script will be used to gather information 

from prospects and pave the way for a 

follow-up call by a sales executive. 

The script should contain an opening and closing statement as well as 



questions that will obtain useful information 

for a follow-up call. Suggest that the information on prospect and qualifying 

calls presented on pages 190–192 of the 

textbook will help the groups prepare effective questions. Distribute copies of 

Worksheet 1. 

After the groups complete the activity, have them exchange scripts and 

critique them according to the following 

characteristics of effective telemarketing scripts: 

 Short 

 Specific 

 Simple 

 Structured 

Allow each group to revise its script according to the feedback received. Ask 

a representative from each group to 

ЮsО ЭСО РrШЮp’s sМrТpЭ Кs вШЮ rШlО-play a prospect. Ask the class to evaluate 

ЭСО ЭОlОЦКrФОЭОr’s pОrПШrЦКЧМО 

according to the following telephone communication skills: 

 Tone of voice 

 Pitch 

 Inflection 

 Understandability 

 Enthusiasm 

 

-   

     

   

1. Which of the following statements about the hospitality industry and 

technology is false? 

К. TШНКв’s ЭОМСЧШlШРв Тs МСКЧРТЧР ЭСО аКв СШspТЭКlТЭв ПТrЦs НШ ЛЮsТЧОss. 

b. More and more guestrooms are featuring high-tech gadgets and facilities 

such as fax machines and Internet connections. 

М. TСО ЮsО ШП “sЦКrЭ МКrНs” Тs НОМrОКsТЧР ТЧ ЭСО СШЭОl ТЧНЮsЭrв. 

Н. TШНКв’s ЭОМСЧШlШРв СКs СКН К pШsТЭТЯО ТЦpКМЭ ШЧ ЭСО аКв СШЭОls ЦКЧКРО 

their sales and marketing efforts. 

2. Which of the following statements about the hospitality industry and 

globalization is false? 

a. It is expected that thousands of hotels will be built in the Asia-Pacific 

region within the next few years. 



b. Foreign hotel chains have established a greater presence in the United 

States. 

c. The first hotels built outside the United States by U.S. hotel chains were 

usually upscale properties located in capital cities. 

d. Globalization has not affected the food service industry very much. 

3. Stacy is a very personable food server who is always friendly with the 

ЫОЬЭКЮЫКЧЭ’Ь РЮОЬЭЬ. AХОб, ШЧ ЭСО ШЭСОЫ СКЧН, ТЬ ЦОЫОХв МТЯТХ ЭШ РЮОЬЭЬ ЦШЬЭ ШП 

the time. This illustrates the __________ of hospitality products and services. 

a. intangibility 

b. inconsistency 

c. perishability 

d. incompatibility 

4. Salespeople do not sell guestrooms or banquet rooms; they sell the use 

of these rooms. This refers to the__________ of hospitality products and 

services. 

a. intangibility 

b. inconsistency 

c. inseparability 

d. inaccessibility 

5. In small to medium-size properties, which of the following positions is 

generally responsible for advertising and public relations activities? 

a. the general manager 

b. the sales manager 

c. the front office manager 

d. the food and beverage director 

6. Peak business periods, off-seasons, and shoulder periods are most 

relevant to the __________ component of the hospitality marketing mix. 

a. product-service 

b. place-distribution 

c. promotion-communication 



d. price-rate 

7. Advertising and direct mail campaigns best fit into which of the 

following components of the hospitality marketing mix? 

a. product-service 

b. place-distribution 

c. promotion-communication 

d. price-rate 

8. Mick is responsible for evaluating the brand identity of a chain and 

recommending ways to increase the value of the brand. For which of the 

following components of a hospitality marketing mix is Mick responsible? 

a. product-service mix 

b. place-distribution mix 

c. promotion-communication mix 

d. price-rate mix 

9. Which of the following statements about the relationship between 

marketing and sales is true? 

a. Sales and marketing have no relationship to each other; they are 

completely separate activities. 

b. The scope of marketing activities is more long-term than that of sales 

activities. 

c. Marketing has more direct customer contact than sales. 

d. Sales focuses more on creating the appropriate mix of business than does 

marketing. 

10. The director of sales produces a report that details the number of 

room nights sold for each market segment by salesperson. This report is a 

critical part of which of the following steps in the marketing planning cycle? 

a. positioning the sales force 

b. evaluating the marketing plan 

c. implementing marketing objectives 

d. validating the percentage-of-sales marketing budget 



11. The principal advantage of zero-based budgeting is that: 

a. every expenditure is questioned. 

b. every revenue source is questioned. 

c. all revenue-МОЧЭОr КММШЮЧЭs КrО “гОrШОН ШЮЭ” КЭ ЭСО ОЧН ШП ОЯОrв ЦШЧЭС. 

d. no revenue-center account is allowed to reach zero during the fiscal year. 

12. “IЧМЫОКЬО ЫШШЦ ЧТРСЭЬ ПЫШЦ ЭСО ЬОЧТШЫ-citizen market during June 

аСТХО ЦКТЧЭКТЧТЧР КЧ КЯОЫКРО ЫШШЦ ЫКЭО ШП $59.” АСКЭ ТЬ аЫШЧР аТЭС ЭСТЬ 

marketing objective? 

a. It is not quantity-specific. 

b. It is not time-specific. 

c. It is not market share–specific. 

d. There is nothing wrong with this marketing objective. 

13. Which of the following statements about determining marketing 

objectives is true? 

a. Objectives should be stated in general terms to ensure that the entire staff 

clearly understands them. 

b. All markets with potential sales should be targeted equally by written 

objectives for each revenue center. 

c. Objectives for each market segment and revenue center should be 

measurable. 

d. Occupancy and other forecasts should be based on prior yeКrs’ 

performance. 

14. Which of the following tools would managers use to determine the 

current guest base and assess the decline or growth of business from market 

segments? 

a. revenue grid and occupancy chart 

b. market share and fair share calculations 

c. competition analysis and situation analysis 

d. REVPAR and positioning analysis 



15. Given the data above, which of the following properties has the 

highest fair share? 

 Number 

of Rooms 

Availabl

e Rooms 

Occupa

ncy 

Percentage 

Room 

Nights Sold 

Hotel 1 150 54,750 78% 42,705 

Hotel 2 200   73,000 70%  51,100 

Hotel 3 250   91,250 74%  67,525 

Hotel 4 300    109,500   60%  65,700 

Total 900 328,500  227,030 

a. Hotel 1 

b. Hotel 2 

c. Hotel 3 

d. Hotel 4 

16. Given the data above, which of the following properties has the 

highest market share? 

 Number 

of Rooms 

Availabl

e Rooms 

Occupa

ncy 

Percentage 

Room 

Nights Sold 

Hotel 1 150 54,750 78% 42,705 

Hotel 2 200   73,000 70%  51,100 

Hotel 3 250   91,250 74%  67,525 

Hotel 4 300    109,500   60%  65,700 

Total 900 328,500  227,030 

                                                                                 

a. Hotel 1 

b. Hotel 2 

c. Hotel 3 

d. Hotel 4 



17. AХХ ШП ЭСО ПШХХШаТЧР КЫО аКвЬ ЭШ НОЭОЫЦТЧО СШа К ЩЫШЩОЫЭв’Ь 

performance compares with competitors except: 

a. determining market share. 

b. determining fair share. 

c. comparing RevPAR. 

d. segmenting target markets. 

18. Which of the following steps in the cycle of marketing planning 

involves property, competition, and marketplace analysis? 

a. designing action plans 

b. positioning the hotel 

c. conducting a marketing audit 

d. selecting target markets 

19. A marketing plan should be developed for at least a __________ 

period. 

a. six-month 

b. three-year 

c. ten-year 

d. twenty-year 

20. In which of the following types of personal sales calls does the 

salesperson typically make a strong sales pitch, overcome a decision-ЦКФОЫ’Ь 

objections, and ask for the sale? 

a. a cold call 

b. a public relations call 

c. a presentation call 

d. a service call 

21. Group sales at the Kingsward Hotel have steadily fallen over the 

past several months. One of the first actions Harry takes as the new director 

of sales is to shore up the current customer base. He has each account 

manager call on current clients to promote goodwill and to assure them that 



the hotel wants to meet their future needs. Which of the following best 

identifies the type of personal sales calls that Harry wants his staff to make? 

a. cold calls 

b. appointment calls 

c. presentation calls 

d. public relations calls 

22. Sharon, the new director of sales at the Westgate Hotel, assigned 

each of her three account managers ten personal sales calls a week. The 

objective was to introduce prospective clients to the products and services of 

the hotel. Before making the calls, account managers were to gather as much 

ТЧПШЫЦКЭТШЧ КЬ ЩШЬЬТЛХО КЛШЮЭ ЭСОТЫ ЩЫШЬЩОМЭЬ’ ЧООНЬ. АСТМС ШП ЭСО ПШХХШаТЧР 

best describes the type of personal sales calls that Sharon wants her staff to 

make? 

a. cold calls 

b. presentation calls 

c. public relations calls 

d. service calls 

23. A salesperson would typically use all of the following sources when 

prospecting for individual and group business in relation to family social 

functions except: 

a. retail store managers. 

b. chamber of commerce listings. 

c. church officials. 

d. newspaper stories. 

24. Which of the following types of territorial space is the most 

appropriate for salespeople to use when beginning a sales presentation to an 

individual decision-maker? 

a. public space 

b. social space 

c. personal space 



d. intimate space 

25. The nonthreatening area that is the greatest distance from a client is 

called __________ space. 

a. public 

b. personal 

c. intimate 

d. social 

26. Which of the following statements about a presentation sales call is 

false? 

a. During a preseЧЭКЭТШЧ sКlОs МКll, К “ЦКУШr МlШsО” Тs К qЮОsЭТШЧ Шr sЭКЭОЦОЧЭ 

that asks for the sale. 

b. During a presentation sales call, a salesperson should handle all of the 

МlТОЧЭ’s ШЛУОМЭТШЧs ТЦЦОНТКЭОlв. 

c. Questions about the specific needs of the client should precede the actual 

sales presentation. 

d. A follow-up letter is necessary even when a presentation sales call does 

not result in a sale. 

27. A МХТОЧЭ аСШ ЬКвЬ, “AХХ ШП ШЮЫ ЛШКЫН ЦОЦЛОЫЬ КЫО СКЩЩв аТЭС ЭСО 

СШЭОХ аО МЮЫЫОЧЭХв ЮЬО” ТЬ ЬЭКЭТЧР К __________ objection. 

a. price or rate 

b. product or service 

c. lack of interest or urgency 

d. features/benefit 

28. Which of the following places the five steps of a personal sales call in 

the correct order? 

a. opening the sales call, the presentation, getting client involvement, 

overcoming objections, closing and following up 

b. opening the sales call, overcoming objections, getting client involvement, 

the presentation, closing and following up 



c. opening the sales call, getting client involvement, the presentation, 

overcoming objections, closing and following up 

d. opening the sales call, overcoming objections, the presentation, getting 

client involvement, closing and following up. 

29 A salesperson would likely spend the least amount of time with: 

a. new accounts with high potential. 

b. present accounts with medium potential that are providing an acceptable 

level of business. 

c. new accounts with medium potential. 

d. present accounts with high potential but lower than expected profitability. 

30. Benita, the reservations manager at the Greentree Hotel, is having a 

training session with Theresa, a new reservationist. Benita tells Theresa that 

ТЭ’Ь ТЦЩШЫЭКЧЭ ЭШ СКЯО К “ЯОЫЛКХ ЬЦТХО” аСОЧ КЧЬаОЫТЧР ЭСО ЭОХОЩСШЧО ПШЫ ЭСО 

СШЭОХ. TСОЫОЬК ЬКвЬ ЬСО НШОЬЧ’Э ФЧШа СШw to do that. Which of the following is 

the best advice Benita can give Theresa for achieving a verbal smile when she 

speaks on the telephone? 

К. “BО sЮrО ЭШ spОКФ МlОКrlв.” 

Л. “SТЦplв sЦТlО аСТlО вШЮ spОКФ.” 

М. “JЮsЭ ЛО ПrТОЧНlв.” 

Н. “ВШЮ МКЧ prШУОМЭ К ЯОrbal smile by speaking slowly and never interrupting 

ЭСО МКllОr.” 

31. Which of the following types of outgoing sales calls is made in order 

to find out if an individual or company warrants an in-person sales call? 

a. a qualifying call 

b. a service call 

c. a promotional call 

d. a public relations call 

32. The first step in a telephone appointment call is to: 

a. set the appointment. 

b. present the sales pitch. 



c. reach the decision-maker. 

d. overcome objections. 

33. Which of the following statements about telephone sales calls is 

false? 

К. TСО “pКЮsО МlШsО” Тs ЯОrв ОППОМЭТЯО ТЧ ЭОlОpСШЧО sОllТЧР. 

b. A good way to build rapport with a client during the opening of a 

telephone appointment call is to use a third-party endorsement. 

c. Qualifying calls are used to find out if an individual or company warrants 

an in-person sales call. 

d. If a decision-maker cannot be reached during a telephone appointment 

call, the salesperson should always leave a message. 

34. “SСКХХ I ЛШШФ вШЮЫ ЭШЮЫ РЫШЮЩ ПШЫ FЫТНКв ЧТРСЭ ШЫ SКЭЮЫНay 

ЦШЫЧТЧР?” ТЬ КЧ ОбКЦЩХО ШП: 

a. assuming a sale. 

b. a forced-choice question. 

c. closing on a stipulation. 

d. a fact-finding question. 

35. Don is the catering sales manager at the Bluestone Hotel. He has 

made calls all week to couples who have recently announced their 

engagements in the local newspaper. He made these calls to tell these couples 

КЛШЮЭ  ЭСО СШЭОХ’Ь ЧОа аОННТЧР ЫОМОЩЭТШЧ ЩКМФКРО. TСОЬО МКХХЬ КЫО МХКЬЬТПТОН КЬ 

__________ calls. 

a. qualifying 

b. service 

c. promotional 

d. public relations 

36. Which of the following types of outgoing sales calls is made just to 

keep in touch with clients? 

a. a service call 

b. a qualifying call 



c. a promotional call 

d. an appointment call 

37. Vivian is the manager of the Downhome Restaurant. She got a 

complimentary letter from a recent customer who tried the restaurant for the 

first time and liked it. She called the customer to thank him for taking the 

time to write and to invite him to return to the restaurant soon. This is an 

example of a __________ call. 

a. promotional 

b. service 

c. prospect 

d. public relations 

38. An inquiry call is an example of a(n) __________ call. 

a. prospect 

b. incoming 

c. public relations 

d. outgoing 

39. For which of the following purposes are telephone sales blitzes used? 

a. to gather information 

b. to follow up on clients who have recently booked a function at the 

property 

c. to generate goodwill toward the property among the general public 

d. to maintain existing business relationships 

40. At an executive committee meeting, the food and beverage director 

noted the low percentage of hotel guests dining at the restaurant during their 

stay. The general manager suggested that the committee develop a training 

program for all front-of-the-house employees on how to present the benefits of 

ЭСО СШЭОХ’Ь ЫОЬЭКЮЫКЧЭ ЭШ РЮОЬЭЬ. АСКЭ ЭСО РОЧОЫКХ ЦКЧКРОЫ ТЬ ЬЮРРОЬЭТЧР ТЬ КЧ 

example of: 

a. internal sales. 

b. external sales. 



c. internal marketing. 

d. external marketing. 

41. Salespeople at the Convention Center Hotel can negotiate terms and 

conditions with clients without constantly seeking approval from the director 

of sales. This illustrates the concept of: 

a. upgrading. 

b. internal marketing. 

c. employee empowerment. 

d. external marketing. 

42. Monica, a room attendant at the Glitz Hotel, respШЧНОН ЭШ К РЮОЬЭ’Ь 

request for extra towels and pillows. At the end of her shift, she recorded the 

РЮОЬЭ’Ь ЫОqЮОЬЭ ШЧ К ПШЫЦ ЮЬОН ЭШ ЮЩНКЭО РЮОЬЭ ЩЫШПТХОЬ. OЧ ЭСО ЧОбЭ ЯТЬТЭ ЭШ ЭСО 

property, the guest found extra towels and pillows already in the room. This is 

an example of: 

a. relationship selling. 

b. internal marketing. 

c. upgrading. 

d. suggestive selling. 

43. Which of the following upgrading techniques would likely be most 

effective for a salesperson who was attempting to sell high-priced rooms? 

a. rate-category-alternatives method 

b. bottom-up method 

c. cross-selling method 

d. top-down method 

44. Thad, a bartender at the 5th Street Hotel, makes it a practice of 

recommending the house specialty drink to guests at the bar waiting for a 

table in the diЧТЧР ЫШШЦ. HО КХаКвЬ ЮЬОЬ НОЬМЫТЩЭТЯО ЩСЫКЬОЬ, ЬЮМС КЬ: “АШЮХН 

вШЮ МКЫО ЭШ ЭЫв ШЮЫ ‘TЫШЩТМКХ DОХТРСЭ’ аСТХО вШЮ’ЫО аКТЭТЧР? IЭ’Ь К НОХТМТШЮЬ 

mixture of fruit juices and vodka, served ice cold in a frosted glass with a fruit 

РКЫЧТЬС.” TСКН ТЬ ЩЫКМЭТМТЧР: 



a. suggestive selling. 

b. internal marketing. 

c. cross-selling. 

d. upgrading. 

45. Tent cards on tables in the hotel restaurant that advertise a sale in 

ШЧО ШП ЭСО СШЭОХ’Ь ЬЭШЫОЬ ТЬ КЧ ОбКЦЩХО ШП: 

a. upgrading. 

b. cross-selling. 

c. internal marketing. 

d. relationship selling. 

46. Front desk agents at the Business Center Hotel are trained to tell 

early-morning check-ins about the one-hour  valet service at the property. 

This is an example of: 

a. relationship selling. 

b. upgrading. 

c. cross-selling. 

d. cross-training 

47. Which of the following hotel areas has the best opportunity to sell 

next-morning room service breakfast specials when guests request wake-up 

calls? 

a. reservations 

b. front desk 

c. food and beverage 

d. uniformed service 

48. The use of a ЯТНОШ ЦКРКгТЧО ТЧ К СШЭОХ’Ь ХШЛЛв ЭШ ЬСШаМКЬО ЭСО 

ЩЫШЩОЫЭв’Ь ПКМТХТЭТОЬ КЧН ЬОЫЯТМОЬ ТЬ КЧ ОбКЦЩХО ШП: 

a. empowerment. 

b. internal merchandising. 

c. targeting guests. 

d. upgrading. 



49. Discount coupons for rooms and two-for-one specials in the 

restaurant are examples of: 

a. cross-selling. 

b. upgrading. 

c. special services. 

d. in-house promotions. 

50. Over which of the following types of advertising do sales personnel 

have the most control in terms of directing it to target markets? 

a. direct mail advertising 

b. outdoor advertising 

c. display advertising 

d. transit advertising 

51. The Bringum IЧЧ’Ь ЬКХОЬ ЦКЧКРОЫЬ ЦТЬМКХМЮХКЭОН аСОЧ ЭСОв МЫОКЭОН 

ЭСО IЧЧ’Ь КНЯОЫЭТЬТЧР ЩХКЧ. TСОв ЧООН ЭШ ЛЫТЧР ТЧ КЧ ОбЭЫК 100 ЫШШЦ ЧТРСЭЬ ТЧ 

the next two weeks to meet their budget. In which of the following media 

should they advertise if they want to develop a new ad and place it quickly? 

a. television 

b. newspapers 

c. print directories 

d. magazines 

52. Which of the following statements about the differences between 

magazine and newspaper advertising is true? 

a. A newspaper has a longer reading life than a magazine. 

b. Magazines do not have the multipage spreads that newspapers do. 

c. Most magazines are national in scope. 

d. Most magazines are designed to appeal to all audiences. 

53. GЫКМО аКЧЭЬ КХХ СОЫ ЫОЬЭКЮЫКЧЭ’Ь КНЯОЫЭТЬОЦОЧЭЬ ЭШ СКЯО К ЬТЦТХКЫ 

look. About which of the following advertising characteristics is she 

concerned? 

a. consistency 



b. reach 

c. frequency 

d. timing 

54. Cooperative advertising: 

К. Тs КlsШ МКllОН “НЮО ЛТll КНЯОrЭТsТЧР.” 

b. enables advertisers to share costs. 

c. involves the exchange of room nights or meals for advertising space or 

time. 

d. is for similar businesses only. 

55. АСТМС ШП ЭСО ПШХХШаТЧР ЛОЬЭ НОЬМЫТЛОЬ ЭСО ЫШХО ЭСКЭ МШЦЩОЭТЭШЫЬ’ 

КНЯОЫЭТЬТЧР ЬСШЮХН ЩХКв ТЧ НОЭОЫЦТЧТЧР К СШЬЩТЭКХТЭв ПТЫЦ’Ь КНЯОЫЭТЬТЧР 

budget? 

К. CШЦpОЭТЭШrs’ advertising should play no role in determining a hospitality 

ПТrЦ’s КНЯОrЭТsТЧР ЛЮНРОЭ. 

b. A firm should spend the same amount as its competitors on advertising. 

c. A firm should spend twice what its competitors spend on advertising. 

d. A firm should keep ЭrКМФ ШП МШЦpОЭТЭШrs’ КНЯОrЭТsТЧР КМЭТЯТЭв КЧН sОЭ ТЭs 

advertising budget to help it receive a fair market share. 

56. “CPM” ТЬ КЧ КМЫШЧвЦ ЮЬОН ТЧ ЭСО КНЯОЫЭТЬТЧР ПТОХН ЭСКЭ ЬЭКЧНЬ ПШЫ: 

a. cost per million potential customers reached. 

b. cost-potential marketing. 

c. cost per thousand potential customers reached. 

d. cost-profit margin. 

57. A СШЭОХ’Ь ЩЮЛХТМ ЫОХКЭТШЧЬ ОППШЫЭЬ КЫО: 

a. solely the responsibility of the general manager. 

b. not part of a line-lОЯОl ОЦplШвОО’s УШЛ. 

c. impossible for an outside public relations company to handle. 

d. none of the above 

58. The gratuitous mention of your company in the media is termed: 

a. public relations. 



b. publicity. 

c. reciprocal advertising. 

d. sponsorship. 

59. A hotel should schedule a news conference: 

a. whenever the general manager feels like it. 

Л. аСОЧ ТЭ’s ТЦpШrЭКЧЭ ЭСКЭ ЭСО ПКМЭs ШП К sТЭЮКЭТШЧ ЛО prОsОЧЭОН ЭШ Кll ШП ЭСО 

media at once. 

c. in the morning, never in the afternoon. 

d. whenever a media report is slanted or contains misleading or incorrect 

information 
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Class Activities 

Individual/Group Work 

The following are some optional assignments you may want to give to your 

students: 

1. Describe how your needs as a consumer change as your purpose of 

travel changes. 

2. Explain what you look for in a hospitality industry product or services 

and who best meets those needs. 

3. Have you developed a brand preference, whether for an airline, 

hotel/motel company, or food service company? Are you a loyalist? 

4. Which hospitality company is doing the best job of meeting your 

needs? Describe those needs and how they are being fulfilled (or why some of 

them are not). 

5. List your preferred hospitality brands and state how these brands 

identify with your needs. 

 

Class Activities 

Individual/Group Work 

The following are some optional assignments you may want to give to your 

students: 

1. Define the market segments you fall into as a consumer in the 

hospitality industry. 



2. Identify three destination cities that have emerged over the past 50 

years, and state why they are destination cities.  

3. Name three sets of city pairs, based on the intercity traffic flow. 

4. Describe the demographic characteristics of the zip code area in which 

you reside. 

5. Discuss the benefits you seek and the needs you must have satisfied in 

a food service facility. Compare them with what your parents seek. 

6. Develop a psychographic profile of yourself and one of your parents 

(using activities, interests, opinions, and so on), and compare the two. 

 

Class Activities 

Individual/Group Work 

The following are some optional assignments you may want to give to your 

students: 

1. Describe the purchase of your last trip, including how many channels 

of distribution you used. 

2. Select a major hospitality industry firm, and, through its annual 

reports and other information, determine all of the vertical, horizontal, backward, 

and/or forward aspects of the hospitality industry in which the firm is involved. 

3. Visit a travel agency or corporate travel department and view its 

automated travel system, identifying product or service displays and capabilities. 

4. Investigate online travel services on your own computer. 

 

Class Activities 

Individual/Group Work 

The following are some optional assignments you may want to give to your 

students. 

1. Contact a local hotel marketing and sales department and find out 

what techniques and tools they use in researching their markets and competition. 

2. Make a list of all the major external environmental factors affecting a 



hotel or restaurant in your market area. Decide whether any of the factors would 

suggest a new marketing strategy for the hotel or restaurant. 

3. Conduct a focus group session among your classmates on a selected 

travel product or service. 

4. Select a travel product or service you are familiar with and locate it on 

a Marketing Strategy Grid. State the condition of the market and the competitive 

position of your product or service. Come up with marketing strategies to improve 

this position. 

 

Class Activities 

Individual/Group Work 

The following are some optional assignments you may want to give to your 

students. 

1. Explain how you would organize a sales office to make maximum use 

of the time of all salespersons. Discuss what the receptionist or administrative 

assistant could do in his or her spare time to help your sales effort. 

2. Develop a script for a telephone sales effort that results in a definite 

booking. 

3. Visit a local hotel or resort sales office. Review the checklists 

prОsОЧЭОН ТЧ ЭСО МСКpЭОr КЧН НОЭОrЦТЧО ТП ЭСО prШpОrЭв’s sКlОs НОpКrЭЦОЧЭ Тs 

organized. 

4. Create a direct mail letter that sells. 

5. VТsТЭ К lШМКl СШЭОl’s sКlОs ШППТМО КЧН rОЯТОа Кll ШП ЭСО ПЮЧМЭТШЧКl 

aspects that have been automated. 

 

Class Activities 

Individual/Group Work 

The following are some optional assignments you may want to give to your 

students. 

1. Describe how you would go about recognizing a potential problem 



before it becomes real in a hospitality setting. 

2. List the points of encounter in a typical hotel. 

3. Create a list of personal attributes you would look for while hiring a 

customer service employee.  

4. Think of a problem a customer might have at a hotel and devise a 

solution that is satisfactory to the customer. 
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ABSTRACT 

 

MКЬЭОЫ’Ь НОРЫОО ТЧ 43.04.03 Hotel Business   

Course title: Skills for Study in Economics and Management 

Core unit of Block 1, 6 credits  

Instructors: Natalia A. Glushko, Senior Instructor; Alina A. Karelina, 

Candidate of Philology, Associate Professor; Elena A. Suvorova, Candidate of 

Philology, Associate Professor. 

At the beginning of the course a student is supposed to:  

- speak and write in the Russian and foreign languages in order to ensure 

interpersonal and cross-cultural interaction; 

- display self-discipline and independent learning 

Learning outcomes:  

- the ability to creatively adapt the achievements of foreign science, 

technology and education to domestic practice, a high degree of 

professional mobility; 

- willingness to show leadership qualities and organize the work of a team, 

to master effective technologies for solving professional problems; 

- the ability to hold a scholarly discussion, familiarity with the norms of the 

scientific style of the modern Russian language; 

- abstract thinking, analysis, synthesis; 

- willingness to personal growth, self-fulfillment, and creativity. 

  Course description:  

 The course in Skills for Study in Economics and Management aims at 

forming and developing oral and written communicative skills in situations of 

intercultural communication in the academic environment. It also broadens the 

discursive competence (the ability to build holistic, cohesive and logical utterances 

of different functional styles in oral and written communication). The course can 

help deepen the understanding of communicative behavior in various situations in 

academic environment and improve the ability to use verbal and non-verbal 

strategies to compensate for gaps related to inadequate language proficiency, thus 



forming the system of concepts and notions associated with professional activity in 

the field of economics and management. 

Basic literature:  

1. Angliisky yazyk dlya academitcheskikh tseley. English for academic 

purposes / T.A. Baranovskaya, A.V. Zakharova, T.B. Pospelova, Yu. A. Suvorova. 

– M. : Izdatelstvo Urait, 2017. – 198 p. – Retrieved from :  www.biblio-

online.ru/book/F9CC72D1-7EC2-40A7-9772-9ABD7C109B07  

2. Angliisky yazyk dlya magistrantov y aspirantov. English for Graduate and 

Postgraduate Students. / A.V. Vdovichev, N.G. Olovnikova – M. : FLINTA, 2015. 

– Retrieved from:  http://www.studentlibrary.ru/book/ISBN9785976522473.html   

3. Kovalyova, A.G. How to write essays (English for Academic Purposes) / 

A.G. Kovalyova. – Yekaterinburg : URFU, 2014. – 136 p. – Retrieved from:  

https://e.lanbook.com/book/98821  

4. Ot academitcheskogo pis'ma – k nauchnomu vystupleniyu. Angliisky yazyk 

/ Fyodorova M.A. – M.: FLINTA, 2016. – Retrieved from:   

http://www.studentlibrary.ru/book/ISBN9785976522169.html   

5. UЭМСТЦsвК pТsКЭ’ pШ-angliysky / Minyar-Belorucheva A.P. – M: FLINTA, 

2017. – Retrieved from:   

http://www.studentlibrary.ru/book/ISBN9785976509030.html   

 

Form of summative control: exam. 

  

http://www.biblio-online.ru/book/F9CC72D1-7EC2-40A7-9772-9ABD7C109B07
http://www.biblio-online.ru/book/F9CC72D1-7EC2-40A7-9772-9ABD7C109B07
http://www.studentlibrary.ru/book/ISBN9785976522473.html
https://e.lanbook.com/book/98821
http://www.studentlibrary.ru/book/ISBN9785976522169.html
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  ) 

 

 1. International academic conferences (2 ) 

  /  : Ice breaking; Think/pair/share; 

Peer feedback; Rotating discussion 

1. Conference announcements. 

2. Scanning conference programs for relevant information. 

3. Vocabulary of conference announcements. 

4. Face-to-face vs. online interaction. 

 2. Calls for papers (2 ) 

  /  : Odd one out; Unscramble; 

Jigsaw 

1. Guessing the meaning from unknown words from the context. 

2. KОв аШrНs ЭШ sОКrМС ШЧlТЧО ПШr К МШЧПОrОЧМО rОlКЭОН ЭШ Ss’ rОsОКrМС КrОК. 

3. Conference-related collocations 

 3. Academic and professional events (2 ) 

  /  : Jigsaw; Memory game; 

Crossword puzzle 

1. Face-to-face vs. online interaction. 

2. Types of professional events. 

3. Different session types. 

 4. Attending a conference. Arrival (2 ) 

  /  : Unscramble; Role play  

1. Asking for information and giving information. 

2. Solving problems at arrival. 

3. Hotel facilities. 

4.   “Solving problems at arrival”. 

 5. Solving problems and asking for technical help (2 ) 



  /  : Role-play; Fish bowl 

1. Room service. 

2. Problems with equipment. 

3. Asking for help. 

 6. Interactivity and new technologies (2 ) 

  /  : Odd one out; Rotating 

discussion 

1. Embracing new technologies. 

2. Small and complicated problems before and during a presentation. 

3. A person in charge. 

4.    “Embracing new technologies”. 

 7. Socializing at the conference (2 ) 

  /  : Bingo; Role play 

1. Conference announcements. 

2. Greetings and introductions. 

3.   “Introducing yourselves and others in formal and informal 

situations”. 

 8. Showing interest and reacting to news (2 ) 

  /  : Snowball; Role play 

1. Starting and keeping a conversation going. 

2. Developing a conversation. 

3. Echo-questions, responses and follow-up questions. 

 9. An International conference at your university (2 ) 

  /  : Jeopardy; Hot seating 

1. Inviting colleagues. 

2. Entertainment for visitors. 

3. Paying and receiving compliments. 

 10. Conversations between people at a conference (2 ) 

  /  : Role play, Carousel 

1.   “Have we met before?” 

2. Short conversations while networking. 



3. Saying thank you, sorry and goodbye. 

 11. Opinions about a conference (2 ) 

  /  : Clustering 

1. Why do people like and dislike conference events? 

2. Initiating conversations and contact exchange at a conference. 

3. Creating personal networks. 

 12. What makes a good presentation (2 ) 

  /  : Mind mapping; Rotating 

discussion  

1.  “АСв МКЧ К prОsОЧЭКЭТШЧ ЛО ОЯКlЮКЭОН Кs sЮММОssПЮl?” 

2. Presentation criteria. 

3. Presentation structure. 

 13. Developing presentation skills (2 ) 

  /  : Case-study;  Write/pair/share 

1. Case-study: Agreement and disagreement with a speaker. 

2. A good title is half the battle. 

3. Starting a presentation. 

 14. Stages of presentation (2 ) 

  /  : Brainstorming; Mind mapping 

1. Beginning to work at your presentation. 

2. Supporting your ideas. 

3. Concluding a presentation. 

 15. Working with visuals (2 ) 

  /  : Peer feedback; Rotating 

discussion 

1. Dos and don’ts for an effective slide-based presentation. 

2. About a presentation slide. 

3. Creating slides. 

 16. Your presentation skills (2 ) 

  /  : Six thinking heads; Round table 



1. Academic culture. 

2. Cultural differences in presenting material. 

3.     “AssОssТЧР МШllОКРЮОs’ prОsОЧЭКЭТШЧs”. 

 17. In the audience (2 ) 

  /  : Debriefing; Impromptu 

Speeches  

1. The difference between a lecture and a presentation. 

2. While delivering a presentation. 

3. Presentation overview. 

 18. Research ethics (2 ) 

  /  : Bingo; Role play 

1. Research ethics on all levels in any field of research. 

2.   «RОКsШЧs ПШr КЧН ОбКЦplОs ШП ЮЧОЭСТМКl ЛОСКЯТШr ТЧ rОsОКrМС». 

3. An ethical dilemma in research. 

 19. Can we talk politely? (2 ) 

  /  : Round table 

1. Politeness is an international concept. 

2. Finding the right solution to the problem 

3.   «АСКЭ sМТОЧМО Тs». 

 20. Teaching and learning at higher education institutions (2 ) 

  /  : Peer assessment; Fishbone 

1. -  «АСв КЧ КrЭТМlО Шr К ЛШШФ Тs аШrЭС rОКНТЧР». 

2. Interpretation of the article titles. 

3. Functions of a text. 

 21. Virtual learning environments (2 ) 

  /  : Crossword; SWOT 

1. Introduction to an article. 

2. Different educational platforms. 

3. Advantages and disadvantages of distant learning. 

 22. University research (2 ) 

  /  : Walking debates; Role play 



1. A website focusing on the academic work. 

2.   Research areas 

3. Key words in the prospectus. 

 23. Academic publications (2 ) 

  /  : Bumper stickers; Pro and con 

1. Search for publications. 

2. Target readership of academic texts. 

3. Similarities and differences between texts. 

 24. Publishing matters (2 ) 

  /  : Bingo; One sentence summary 

1. The structure of abstracts and popular science articles. 

2. Key words from the abstracts. 

3. What makes a good summary? 

 25. Popular science articles (2 ) 

  /  : Aquarium  

1.   Sections of an article. 

2. Expressions describing the stage of research. 

3. Summarizing the contents of an article. 

 26. Research reports (2 ) 

  /  : Brainstorming; Role play 

1. Research report elements. 

2. Stages of research report preparation. 

3.  “Tips and recommendations on writing a research report”. 

 27. International cooperation programs (2 ) 

  /  : Think/share/pair; Case study 

1. Forms of international academic cooperation. 

2. What a text focuses on. 

3. Case-sЭЮНв “IЧПШrЦКЭТШЧ ПrШЦ К ЭОбЭ ТЧ К ПШrЦ ШП К ЭКЛlО”. 

 28. Academic correspondence (2 ) 

  /  : Brainstorming; Clustering 

1. Rules of formal email etiquette. 



2. A letter of reference. 

3. Adjectives to describe a person. 

 29. Proposal for partnership (2 ) 

  /  : Bingo; Snowflake 

1. Elements in a proposal. 

2. Collocations in a proposal. 

3. Topic sentences. 

 30. Grants (2 ) 

  /  : Bingo; Jigsaw 

1. Activities supported by a grant. 

2. Functions of texts about grants. 

3. Abstract nouns in a grant proposal. 

 31. (2 ) 

  /  : hot seating; Press conference 

with celebrity 

1.  Reasons for choosing a grant. 

2. Writing a cover letter for a grant proposal. 

3. Including all important information in a covering letter. 

 32. An executive summary of a grant proposal. (2 ) 

  /  : Write/ pair/share; Clustering 

1. Characteristics of an executive summary. 

2. General guidelines for writing in a formal style. 

3. A problem statement. 

 33. Polishing an executive summary (2 ) 

  /  : Mind mapping 

1. Project summary. 

2. Elements of a project summary. 

3. Expected results of a project. 

 34. Writing an abstract (2 ) 

  /  : Components game; Peer 

feedback 



1.  “HШа ЭШ ЦКФО КЧ КЛsЭrКМЭ МШСОsТЯО”. 

2. Structure of an abstract. 

3. Linking words to write an abstract. 

 35. Abstracts from different fields of study (2 ) 

  /  : Peer assessment; Fishbone 

1. What the abstract includes. 

2. Particular features of abstracts from different fields of study. 

3. EНТЭТЧР pКrЭЧОr’s КЛsЭrКМЭs. 

 36. Describing visual data (2 ) 

  /  : Crossword; Round table 

1. Types of visuals. 

2. Key words used in a description of visual information. 

3.   «АrТЭТЧР КЛШЮЭ ЭrОЧНs». 
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1.     . English for academic 

purposes : .      / . . 

, . . , . . , . .  ;  . 

. . . — . :  , 2017. — 198 . — 



(  :   .  ). —   : 

www.biblio-online.ru/book/F9CC72D1-7EC2-40A7-9772-9ABD7C109B07  

2.      . English for Graduate 

and Postgraduate Students Д  Ж / . . , . . 

 - . : , 2015. –   : 

http://www.studentlibrary.ru/book/ISBN9785976522473.html  

3. , . . HШа ЭШ аrТЭО Оssays (English for Academic Purposes) 

Д  Ж :   / . . . — . 

. —  : , 2014. — 136 . —  : 

https://e.lanbook.com/book/98821  

4.    -   .  

 Д  Ж /  . . - . : , 2016. – 

  : 

http://www.studentlibrary.ru/book/ISBN9785976522169.html  

5.   -  Д  Ж / -

 . . - . : , 2017. –   : 

http://www.studentlibrary.ru/book/ISBN9785976509030.html 

 

  

( а    а я) 
 

1. English for Academic Purposes (EAP) in Asia [Electronic resource] / Indika 

Liyanage, Tony Walker. SensePublishers, 2014.  : 

http://lib.dvfu.ru:8080/lib/item?id=chamo:861248&theme=FEFU   

2. English for academics. Book 1 : A communication skills course for tutors, 

lecturers and PhD students  Olga Bezzabotnova, Svetlana Bogolepova, 

Vasiliy Gorbachev [et al.] Cambridge University Press, 2014.  

: http://lib.dvfu.ru:8080/lib/item?id=chamo:792142&theme=FEFU    

3. English for academics. Book 2 : A communication skills course for tutors, 

lecturers and PhD students / Svetlana Bogolepova, Vasiliy Gorbachev, Olga 

Groza et al. Cambridge University Press, 2015.  :  

http://lib.dvfu.ru:8080/lib/item?id=chamo:792159&theme=FEFU    

http://www.biblio-online.ru/book/F9CC72D1-7EC2-40A7-9772-9ABD7C109B07
http://www.studentlibrary.ru/book/ISBN9785976522473.html
https://e.lanbook.com/book/98821
http://www.studentlibrary.ru/book/ISBN9785976522169.html
http://www.studentlibrary.ru/book/ISBN9785976509030.html
http://lib.dvfu.ru:8080/lib/item?id=chamo:861248&theme=FEFU
http://lib.dvfu.ru:8080/lib/item?id=chamo:792142&theme=FEFU
http://lib.dvfu.ru:8080/lib/item?id=chamo:792159&theme=FEFU


4. McCarthy M., O'Dell F. Academic Vocabulary in Use with Answers. – 

Cambridge University press, 2015. – 176p.  : 

http://lib.dvfu.ru:8080/lib/item?id=chamo:763151&theme=FEFU  

5.  " ".     

Д  Ж /  . . - . : , 2016. - 

http://www.studentlibrary.ru/book/ISBN9785976526143.html  

6.  . .    Д  

Ж : .- .  / . . . - 4-  ., . - . 

: , 2016. – 232 .  : 

http://lib.dvfu.ru:8080/lib/item?id=Geotar:Geotar-

ISBN9785976506794&theme=FEFU  

7.     :    

.      . 

 -    Д  Ж / 

 . . - . : , 2013. –   : 

http://www.studentlibrary.ru/book/ISBN9785893491678.html  

8. Wallwork, A. English for Academic Research: Vocabulary Exercises. – 

Switzerland: Springer, 2013. –   : 

https://link.springer.com/book/10.1007/978-1-4614-4268-4   

DOI: https://doi.org/10.1007/978-1-4614-4268-4   

9. Wallwork, A.  English for Presentations at International Conferences. –

Switzerland: Springer, 2016. –  : 

https://link.springer.com/book/10.1007/978-3-319-26330-4  

DOI: https://doi.org/10.1007/978-3-319-26330-4   

10. Wallwork, A. English for Writing Research Papers. – Switzerland: Springer, 

2013. –   : https://link.springer.com/book/10.1007/978-3-

319-26094-5   

DOI: https://doi.org/10.1007/978-3-319-26094-5  
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http://lib.dvfu.ru:8080/lib/item?id=Geotar:Geotar-ISBN9785976506794&theme=FEFU
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http://www.studentlibrary.ru/book/ISBN9785893491678.html
https://link.springer.com/book/10.1007/978-1-4614-4268-4
https://doi.org/10.1007/978-1-4614-4268-4
https://link.springer.com/book/10.1007/978-3-319-26330-4
https://doi.org/10.1007/978-3-319-26330-4
https://link.springer.com/book/10.1007/978-3-319-26094-5
https://link.springer.com/book/10.1007/978-3-319-26094-5
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1.       CКЦЛrТНРО UЧТЯОrsТЭв PrОss 

http://www.cambridgeenglish.org/   

2.      : , 

 ,  ,  , : 

http://www.delo-angl.ru    

3.     , ,  

  : http://study-english.info   

4.      .  

http://www.international.gc.ca/cil-cai/magazine/index.aspx?lang=eng   

5. Grammar.htm -    HШЦОEЧРlТsС.rЮ: 

http://www.homeenglish.ru   

6.    MвSЭЮНв.rЮ: http://www.mystudy.ru  

7.     :  

http://www.bbc.co.uk/worldservice/learningenglish   

8.      

http://www.bbc.co.uk/worldservice/learningenglish/radio/specials/1142_greet

ing/index.shtml   

9.      ,   

  : https://voicethread.com/  

10.   :  

https://ru.englishcentral.com/video/15612/michael%E2%80%99s-better-

business-english%3A-how-to-pay-and-receive-

compliments/module/default/controller/static/action/terms  

11.     :  

http://www.eslgold.com/speaking/phrases.html  

12.    - : https://www.mindmeister.com/ru  

13.  : https://bubbl.us/  

http://www.cambridgeenglish.org/
http://www.delo-angl.ru/
http://study-english.info/
http://www.international.gc.ca/cil-cai/magazine/index.aspx?lang=eng
http://www.homeenglish.ru/
http://www.mystudy.ru/
http://www.bbc.co.uk/worldservice/learningenglish
http://www.bbc.co.uk/worldservice/learningenglish/radio/specials/1142_greeting/index.shtml
http://www.bbc.co.uk/worldservice/learningenglish/radio/specials/1142_greeting/index.shtml
https://voicethread.com/
https://ru.englishcentral.com/video/15612/michael%E2%80%99s-better-business-english%3A-how-to-pay-and-receive-compliments/module/default/controller/static/action/terms
https://ru.englishcentral.com/video/15612/michael%E2%80%99s-better-business-english%3A-how-to-pay-and-receive-compliments/module/default/controller/static/action/terms
https://ru.englishcentral.com/video/15612/michael%E2%80%99s-better-business-english%3A-how-to-pay-and-receive-compliments/module/default/controller/static/action/terms
http://www.eslgold.com/speaking/phrases.html
https://www.mindmeister.com/ru
https://bubbl.us/


14.    «   « »   

 » https://speakingaboutpresenting.com/content/presentation-

title/  

15.    (    ): 

http://www.bbc.co.uk/worldservice/learningenglish/business/talkingbusiness/unit3

presentations/expert.shtml   

16.   : http://www.unc.edu/~rowlett/units/  

17.    : http://www.diychart.com/ ; 

http://onlinecharttool.com/  

18.   : http://www.britishcouncil.org/professionals-

studyacademic-presentations-intro.htm ; https://www.llas.ac.uk/video/6097  

19.     :  

http://www.youtube.com/watch?v=sdDBY2-Wmis  

20.    :  

http://www.dailywritingtips.com/writing-a-referenceletter-with-examples/  

21. -    :  

https://www.dlsweb.rmit.edu.au/lsu/content/4_writingskills/writing_tuts/linki

ng_LL/linking3.html  

22.     (summary):  

http://depts.washington.edu/owrc/Handouts/How%20to%20Write%20a%20S

ummary.pdf  

23.   : http://writingcenter.unc.edu/handouts/abstracts  

24.   (  ):  

http://www.adelaide.edu.au/writingcentre/learning_guides/learningGuide_wri

tingAnAbstract.pdf  

        25.     : 

 http://www.content-professionals.com/How-to-Write-a-Grant-Proposal.php 

 

    
   

 

  Windows –  Microsoft Office (Word, Excel, PowerPoint).  

https://speakingaboutpresenting.com/content/presentation-title/
https://speakingaboutpresenting.com/content/presentation-title/
http://www.bbc.co.uk/worldservice/learningenglish/business/talkingbusiness/unit3presentations/expert.shtml
http://www.bbc.co.uk/worldservice/learningenglish/business/talkingbusiness/unit3presentations/expert.shtml
http://www.unc.edu/~rowlett/units/
http://www.diychart.com/
http://onlinecharttool.com/
http://www.britishcouncil.org/professionals-studyacademic-presentations-intro.htm
http://www.britishcouncil.org/professionals-studyacademic-presentations-intro.htm
https://www.llas.ac.uk/video/6097
http://www.youtube.com/watch?v=sdDBY2-Wmis
http://www.dailywritingtips.com/writing-a-referenceletter-with-examples/
https://www.dlsweb.rmit.edu.au/lsu/content/4_writingskills/writing_tuts/linking_LL/linking3.html
https://www.dlsweb.rmit.edu.au/lsu/content/4_writingskills/writing_tuts/linking_LL/linking3.html
http://depts.washington.edu/owrc/Handouts/How%20to%20Write%20a%20Summary.pdf
http://depts.washington.edu/owrc/Handouts/How%20to%20Write%20a%20Summary.pdf
http://writingcenter.unc.edu/handouts/abstracts
http://www.adelaide.edu.au/writingcentre/learning_guides/learningGuide_writingAnAbstract.pdf
http://www.adelaide.edu.au/writingcentre/learning_guides/learningGuide_writingAnAbstract.pdf
http://www.content-professionals.com/How-to-Write-a-Grant-Proposal.php
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   № 1   “Attending a МШЧПОЫОЧМО” 

1.  What type of conferences do you know? 

A  training and tutorials 

B  sessions and committees  

C scientific, theoretic and practical 

2.  What do you send to conference when you want to take part in it? 

A  letter of application, resume 

B  registration form, theses  

C  CV, report, abstract 

3.  Registration fee is money for 

A submission 

B  participating 

C  registration 

4. A place where people share their experience with each other is  

A  webinar 

B  summer school 

C  forum 

5. The man who is the main person at the conference is called 

A  moderator 

B chairperson 

C  head of the conference 

6. What is not included in the structure of scientific conference? 

A registration of the participants 

B  excursions 

C  publications 

7. What kind of scientific conferences can there be? 

A  annual  

B  monthly 



C daily 

   № 2   An International conference at your 

university 

1. The information about the forthcoming conference should be posted 

A in audit records 

B in a local newspaper 

C on a Website 

2. Extra activities for conference participants include 

A visiting places of common interest in the hosting area 

B open sessions and seminars on various topics 

C creating joint educational programs 

3. Ways of collaboration to find at the conference include 

A competition in enhancing educational attractiveness for students 

B decentralized trade of educational products 

C exchange of educational products 

4. Organizing committee of the conference consists of 

A all conference participants 

B rectors of the universities taking part in the event 

C hosting university staff responsible for coordinating work 

5. The best form to arrange the work is 

A working in parallel sections 

B plenary meetings in conference halls holding all participants 

C to let all participants spread over sections at random 

6. The organizing committee prepares the issue of 

A. leaflets 

B. scientific journal 

C. the program book 

7. For the hosting university the conference ends with 

A. departure of the last participant 

B. making a report about the conference 

C. presentation of the last keynote speaker  



   № 3   Developing presentation skills 

1. What are the main presentation skills? 

A attention, leadership, persistence 

B attractiveness, curiosity, patience 

C brilliant speaking, charisma 

2. Press conference is  

A the act of showing someone how to do something 

B a meeting where information is given to someone just before they do 

something 

C a meeting at which person or organization makes a public statement and 

reporters can ask questions 

3. The most valuable knowledge in a paper presentation or talk comes from  

A handouts and visual aids 

B lengthy opinion exchange 

C ЭСО spОКФОr’s ОбpОrТОЧМО 

4. Put the stages of a presentation in a logical order 

A thank the audience, thank the organizers, handle questions, present the main 

body of the talk 

B present the main body of the talk, thank the audience, thank the organizers, 

handle questions 

C present the main body of the talk, thank the audience, handle questions, 

thank the organizers 

5. What is the best way of starting presentation? 

A rhetorical question 

B joke 

C overview the situation 

6. What are the visual effects of presentation? 

A blackboard 

B slides 

C colleagues 

7. What are the criteria of good presentation? 



A voice, interaction with the audience, time management 

B title, activity, creativity 

C comments, lecture, positiveness 

 

   № 4   Academic publications 

1. What is the right structure of scientific article? 

A introduction, methods, results, discussions, conclusions, recommendation 

B introduction, methods, discussions, conclusions, results, recommendation 

C introduction, methods, discussions, results, conclusions, recommendation 

2. What is hypothesis? 

A  suggestion 

B  proposal 

C  guess 

3. The abstract includes  

A aims, results 

B aims, approach, conclusion 

C aims, approach, results, conclusion 

4. Abstract is written 

A in the passive voice 

B in the first person singular 

5. What is research? 

A searching new knowledge  

B projecting activity 

C analyzing and synthetizing things 

6. Summary of scientific article is 

A a short comment 

B a brief review 

C restatement  

7. Introduction of scientific article includes 

A aim 

B resume 



C main points 

 

   № 5   Grants 

1. Which of the following may be supported by grants? 

A research project 

B visit abroad 

C organizing a seminar 

2. What is grant? 

A prize 

B non-repayable funds 

C repayable funds 

3. How are grants often called? 

A “РТПЭ КТН” 

B “ПТЧКЧМТКl prОsОЧЭ” 

C “КssТsЭКЧМО” 

4. What to do if you are seeking funding for research in a particular area? 

A search for funding and organizations  

B get valuable insight into the process  

C require for access 

5. What are resources for possible research funding? 

A development agencies 

B international schools 

C local parties 

6. What is a grant agreement? 

A standard document about the basic project  

B standard contract defining the basic conditions for the project financing 

C conditions for the project financing 

7. Who are the participants of scientific grant? 

A researchers 

B contractors 

C applicants 
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Purposes and Tasks of Mastering the Discipline: 

The subject of the course is cross cultural communications rules and tendencies in  

tourism and hospitality business. 

 The purpose of it is  acquiring universal and general professional and 

communicative competence  and developing business professional  communication 

skills.  

The course tasks are to enable students  to :  

1. communicate  in English using professional tourism and hospitality vocabulary  

2. use correct structures typical of professional intercourse      

3. read and understand relevant authentic materials.   

4. understand and compile documents used in everyday activities   

5. relate the results of academic researches in writing. 

6. understand  professional English  speakers by ear .  

 

On completion of this course the students will acquire the knowledge of 

professional content of the course, the professional vocabulary of tourism and 

hospitality business intercourse in the scope of 3500-4000 units, knowledge of 

grammar rules, basic principles of arranging  business sessions, tours, social and 

other events, presentations etc. and such  practical skills and habits as: reading 

authentic texts, listening to and talking with  English speakers , using  special  

dictionaries and manuals, possessing writing habits allowing  to understand and 

compile business letters, reports, academic research assignments and relevant 

documents in the sphere of tourism and hospitality. 

Specific Competences.  Master Degree students in Hospitality  are expected to 

possess Business English communication competences that impower them to read 

and understand relevant documents the hotel staff encounter, to understand English 

and American language users` speech, to write relevant notes, explanations, letters, 

reports, academic research assignments and all sorts of hotel`s documents, to 

classify hotels and hotel departments, describe, identify and explain functions and 

responsibilities of the staff, systems and technologies of labour and  sources of  



 

 

The methods of learning are communicative. 

Forms of activities are mainly classroom based, tutorials and independent 

students` work  are also envisaged with no lectures whatsoever. 

The Code  and 

Competence 

formulae 

 

UC-4  

Ability to organize 

process of service of 

consumers or 

tourists  

 

 

 

 

Knows 

Methods and best practices of handling 

the staff and evaluating their sctivities 

Lexical units, phrases, speech patterns 

Is capable of Using them in appropriate situations  

Possesses 

Communication abilities in English  

 

Skills to assess the quality and results of 

activities in tourism and hospitality 

UC-6  and CPC-7  

Ability to 

communicate with 

consumers of tours 

or a product and 

ensure the process 

of communication 

taking into account 

requirements of 

consumers or 

tourists 

Ability to evaluate 

innovation projects 

in tourism and 

hospitality 

 

 

 

CPC-7  

 

 

 

 

Knows 

Different concepts of tourism and 

hospitality enterprises, effective strategies 

of moulding effective risk evaluation 

policy Lexical units, phrases, speech 

patterns 

Is capable of Using them in appropriate situations  

Possesses 

Communication abilities in English  

 

 

Skills of evaluating innovation projects in 

tourism and hospitality 



Technical means such as CDs, sound files, tape recordings, video courses, 

internet links, files, sites and films are provided as well. 

To develop and consolidate the above competences within the framework of 

ЭСО НТsМТplТЧО “CШЦЦЮЧТМКЭТШЧ ТЧ TШЮrТsЦ КЧН HШspТЭКlТЭв” sЮМС ТЧЭОrКМЭТЯО 

methods of teaching as business role play, simulating professional situations, 

problem solving activities, Case Studies etc. are regularly used.   

 

 

 

 

 

 

 

I. THE STRUCTURE AND CONTENTS OF THE THEORETICAL 

PART OF THE DISCIPLINE  

Theoretical part has not been envisaged for the dicsipline” Communication in 
Tourism and Hospitality ”.  

 

 

II. THE STRUCTURE AND THE CONTENTS OF THE COURSE 

PRACTICAL PART  

 

Materials for classroom based activities have been arranged in accordance with the 

Syllabus themes list. 

                     The main themes of practical classroom activities have been 

distributed in the year terms as follows:   

  

1 year (1
st
  term -36 hrs)  

 

Theme 1. Introduction to customer care. Customer care success. Businesses 

and jobs. On line services. The most successful sites. (8 hrs) 

Informational material:  Introductory conversation about the importance of 

possessing customer care skills. Jobs of the sales staff, retail managers, banking 

clerks and tellers, manufacturing or service sector employees, hotels and 



restaurants staff, order entry clerks, receptionists and shop assistants. Features of 

the most successful on line services. Advertisements. Positive and negative 

examples of customer care. Customer care service surveys.  

Vocabulary used : Names of the jobs involved, duties and functions of the 

personnel, priorities and problems. Internet services. Examples of the most 

successful sites and their services. Examples of advertisements. Personal 

characteristics of the staff.  

Writing: Business letters, short essays about the importance of the customer 

care. Applications for a job. Resume.  

 

 

Theme 2. Face to face with customers. Business meetings. Efficient 

presentations. (12 hrs)  

Informational material: Pieces of advice from the websites for the customer 

care clerks. Language of communication. Body language. Ways to express a 

request to help, wait, clarify the situation. A company visit. Meeting business 

partners for the first time. Greetings, small talk, offers to assist in services, 

completing the visit. The company staff, reception, servicing and managing the 

staff, information services, the middle level personnel of the company. 

Vocabulary: Customer care personnel service, information service, names of 

the company jobs, examples of the services delivered, functional duties of the 

managing staff, front of the house and back of the house, the system of managing 

the staff, description of the facilities and services.  

Writing: Spelling tests, compositions, essays, letters applying for a job. 

 

Theme 3.  Dealing with customers on the phone. Rules and practices of the 

customer care talks. (12hrs) 

Informational material:  General telephoning rules. The customer care phone 

call. What the customer really hears. Being courteous on the phone. Making sure 

you understand. Making arrangements. Basic socializing language. Comparative 



МСКrКМЭОrТsЭТМs ШП ЭСО rТРСЭ КЧН аrШЧР ЭОlОpСШЧО МКlls. АКвs ЭШ sСШа ШЧО’s ТЧЭОrОsЭ 

in the customer. Examples of the phone calls. Ways to receive a message, to calm 

down the conflict, to complete the talk in a courteous manner in a positive register. 

Vocabulary: Phraseology of polite customer care communication. Names of 

the jobs involved, duties and functions of the personnel, priorities and problems. 

Internet services. Examples of the most successful sites and their services. 

Examples of advertisements. Personal characteristics of the staff. Nouns, verbs, 

adjectives expressing respectful qualities and ways of communication. Categories 

and types of places where communications occur. Ways to make up questions, 

+requests, offering services, expressing agreements and disagreements, making 

appointments, cancelling them, confirmation of the planned appointments. 

Writing: Spelling tests, compositions, essays, letters applying for a job. 

Business letters, short essays about the importance of the customer care. 

Applications for a job. Resume. 

 

Theme 4. Call center success. (6 hrs)  

Informational material: Customer surveys. Review of customer surveys in 

different industries of Great Britain. Re cent age ratios of satisfactory and 

unsatisfactory feedbacks. Ways and methods to improve the feedback  about 

МЮsЭШЦОr МКrО МКll МОЧЭОrs pОrПШrЦКЧМО. АКвs ЭШ ТЦprШЯО ЭСО МЮsЭШЦОrs’ 

impression. Examples of phone calls of customer care call centers with their 

clients. Examples of phone calls on particular orders, misdeliveries, erroneous 

charge of payments and taxes. Advice services.  

Vocabulary: Taking an order. Hotline and troubleshooting. Customer-

centered call centers. The first impression. Clarifying and explaining. Checking 

comprehension. Adjectives describing places, qualities, nature of the service and 

the facility. Names of the agencies, services, locations, organizational events. 

Adverbs describing the degree of the requirements performed.  

Writing: Letters of enquiry, compositions of the descriptive character, enquiry 

replies.  



Term 2 (36 hrs) 

Theme5. Delivering customer care through writing.( 18 hrs ) 

Informational material: Effective letters and emails. Formal and informal 

writing styles. The five Cs of customer care writing ( five major rules for customer 

care writing). A case study. 

Vocabulary: Salutations and closes. Standard phrases for handling customers ( 

connecting with the reader, taking action, etc.). Enclosures and attachments. 

Writing: Letters of enquiry, compositions of the descriptive character, enquiry 

replies. Spelling tests, compositions, essayes, letters applying for a job. Business 

letters, short essays about the importance of the customer care. Applications for a 

job. Resume. Business letters, short essays about the importance of the customer 

care. Applications for a job. Resume.  

 

        Theme 6.Dealing with problems and complaints. (18 hrs ) 

 

        Informational material: Complaint strategies and polices. The letter of 

apology. Explaining company policy. Some opinions about complaints and 

apologies. Problem-solving situations in a hotel. The way hotel receptionist deals 

аТЭС ЭСО prШЛlОЦs. EППОМЭТЯО КЧsаОrs ЭШ ЭСО МЮsЭШЦОrs’ МШЦplКТЧЭs. PrШЛlОЦ-

solving charts. A typical letter of apology. Ways to respond to a complaint. 

Comments of the professional tourism and hotel business workers about 

МЮsЭШЦОrs’ МШЦplКТЧЭs КЧН КpШlШРТОs.  

     Vocabulary: Things customers usually complain about. Things annoying the 

customer most. An action checklist for a meeting. Phrases used to soften bad news 

and to acknowledge the problem without saying who exactly made a mistake.  

    Writing: Emails for the staff. Customer friendly statements for positive and 

negative customer centered situations. An effective letter of respond to a 

МЮsЭШЦОr’s МШЦplКТЧЭ. LОЭЭОrs ШП КpШlШРв. RОplТОs ОбplКТЧТЧР ЭСО МШЦpКЧв pШlТМв .  

 

 

 



III Methodical Provisions and Recommendations for           

StuНОЧts’ IЧНОpОЧНОЧt AМtТЯТtТОs  

 

It is a well known fact that  no course can be a success unless students do their best 

when working on their own.  Materials for students` independent work offered in 

the syllabus guide might help them a lot. For example, as enclosed in the following 

graph students can be offered to participate in the following samples of learning 

activities: 

 

Enclosure 1. 

The Outline Graph for doing Independent assignments of the discipline  

№  Dates and Time of 

performance 

Kinds of Independent 

work  

Approximate 

time Norms 

for 

Performance  

Forms of Controle  

1. 

 

2. 

 

3. 

 

4. 

 

5. 

 

6. 

September – 

October  

November  

 

December  

February  

March  

 

April – May  

Preparation of the 

Essay. Theme1. 

Independent Work 

Theme 2. 

 

 Sustainable Tourism. 

Ecotourism in 

practice. Preparing the 

Essay on Theme  4.  

Independent Work 

Theme 5  

Business 

Correspondence  

2 weeks   

1week  

2 hrs  

 

2 weeks  

 

2 hrs  

 

2 hrs  

 

Oral Presentation  

 

Drawing Graphs and 

Diagrams  

Written Test  

 

Oral Presentation  

 

Written Test  

 

Written Tests and 

Assignments 

 

 

IЧНОpОЧНОЧЭ SЭЮНОЧЭs’ АШrФ ЦТРСЭ ТЧМlЮНО ЭСО ПШllШаТЧР ФТЧНs ШП lОКrЧТЧР 
activities: 

   



1. Preparation for classroom activities 

2. Preparation for Written assignments 

3.  Writing Tests and essays 

4. Reading additional literature  

5. Preparations of presentations 

6. Writing Course assignments.  

 

Inhere enclosed is the plan-РrКpС ПШr sЭЮНОЧЭs’ ТЧНОpОЧНОЧЭ  аШrФ  
 

№ Content of the independent activities  Times and dates 

 Entitle texts 1,2,3,4,5of the unit devoted to Jobs 

in Tourism   

Write annotations to texts 1,2,3,4,5 

To prepare the report about one of the covered 

jobs in ex.4 of the unit  

Do ex. 5 on p. 70 (EFTH) 

Write a composition about jobs in tourism.Do 

exercises 9,10 on page 75,76 (EFTH) 

Prepare presentation on themes indicated in 

units 5 and 6 about the functions of managers , 

conference coordinators, business consultants 

on business missions.  

Write a reply to a complaint about 

unsatisfactory services 

Write a reply to a complaint about 

unsatisfactory sevices  

Do exercise 8 on page 86 of unit 3  

DШ ОбОrМТsО 1 ШП ЭСО  ЮЧТЭ  « MКЧКРТЧР ЭШЮr 
ШpОrКЭТШЧs»   
Answer the questionsof the fourth unit of the 

sОМЭТШЧ « HШЭОl MКЧКРОЦОЧЭ»  
Write a composition about  functions, skills and 

abilities of tourism managers.  

MШНОl МШЧЭОЧЭ ШП sЭЮНОЧЭs’ КННТЭТШЧКl 
independent activities.  

  Michael L.Kasavana, Richard M Brooks. 

Managing Front Office Operations. Educational 

Institute of the American Hotel and Lodging 

Association. 2001 Part 1 Chapter 3.  

The first week   

The second and third 

weeks 

  

4-6
th

 week  

The 7
th
 week   

 

8
th

 week  9    

 

 

10,11,12
th

 weeks   

 

13
th
 week  

14
th
 week  

 15
th
 week  

 

 

15
th
 week  

 

 16
th
 week   

 

 

17
th
 week   



Unit1. Chapter 3. Front  office  operations. 

Pages 91-104. Read the material, answer the 

questions at the end of the unit. Prepare the 

report. 

    Margaret M. Kappa, Aleta Nitschke, Patricia 

B. Schappert. Housekeeping  Management. 

Educational Institute of the American Hotel and 

Lodging Association. 1997.Part 1. Chapter  

«TСО RШlО ШП HШЮsОФООpТЧР ТЧ HШspТЭКlТЭв 
OpОrКЭТШЧs».  
Types of Hotels. Read the information, answer 

the questions at the end of the unit. Prepare the 

report 

Amanda Stronza. Forging new ground for 

ecotourism and other alternatives. The article in 

Annual Reviews. Read and answer the 

questions. 

Celso Garsia. Impacts of tourism development 

on water demand and beach degradation on the 

island of Mallorca. Read the material and 

answer the questions. Prepare a report.  

 

Model assignments to the articles for additional reading:  

 

1.Read the article and outline its main parts. 

2.Point out the outstanding factors the authors have investigated. 

3.Write down all the problems the authors have tried to look into. 

4.Be aware of the conclusion the authors have come to. 

5.Express  your own approach  to the issues touched upon or studied. 

 

 

It is a well known fact that no course can be a success unless students do their best 

when working on their own.  Materials for students` independent work offered in 

the syllabus guide might help them a lot. For example students can be offered to 

participate in the following samples of learning activities: 

 

 Doing the tasks in writing  

Reading supplementary materials in English 

Preparing for and speaking at presentations 



Learning for written tests 

Getting ready for credit tests and exams 

Answering questions 

Reproducing dialogues 

Learning conversational formulae 

Reading the materials and entitling them 

Writing  dictations, essays, compositions 

Writing  pieces from business correspondence 

Composing and dramatizing dialogues and polilogues 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Controlling the way the purpose of the course is achieved 

 

Parts, units or themes to be controlled as well as forms of the current and 

intermediate attestation have been indicated in the following graph of controlling 

activities. 

 

 

 
Controlling activities Graph   

( 

№ 

approxi

mate Date

in a plan  

Approxim

ate Date

of holding 

 

Parts, units or themes to 

be controlled 

Form of

control  

Percent of

relevance  

Maximum 

rating  

Minimum 

rating  iof the

intermediate 

attestation  

Main Controlling Activities  

1. 

October,6  
Octo

ber,6 

 Independent work   The

structure of the

accomodation market.  

Oral 

presentation  25% 30 

18 

 

 

 

 

2. 

November,5  
Nov

emb

er,5  

Test on the theme

Managing a hotel. 

TОКЦаШrФ КЧН HШЭОl’s 
reputation 

Test on the

theme  25% 

 
40 

24 

3. 

December,6 6  Dece

mber

,6 

Independent work on the

theme  

 Front office manager.   

A Case Study 

25% 40 

24 

4. 

January,13    

Janu

ary1

3 

Test on the theme Human 

Resources  Human 

Resources. Selecting new 

staff.  

Wwritten 

Test  
25% 40 

24 

5.   Credit   0% 5 3 

        

 

Codes and steps of  formatting competences 



 

Controlling the way the purpose of the course is achieved  

The Code  and 

Competence 

formulae 

 

UC-4  

Ability to organize 

process of service of 

consumers or 

tourists  

 

 

 

 

Knows 

Methods and best practices of handling 

the staff and evaluating their sctivities 

Lexical units, phrases, speech patterns 

Lexical units, phrases, speech patterns 

Is capable of Using them in appropriate situations  

Possesses Communication abilities in English  

UC-5 and UC-6  

Ability for 

communication with 

consumers of a tour 

or a product and 

ensuring process of 

communication 

taking into account 

requirements of 

consumers or 

tourists 

 

CPC-7 ability to 

perform pedagogical 

activities in the 

sphere of major 

professional 

educational 

syllabuses and 

additional 

professional 

programmes. 

Knows 

Different concepts of tourism and 

hospitality enterprises, effective strategies 

of moulding effective risk evaluation 

policy Lexical units, phrases, speech 

Is capable of 

Evaluating different concepts of tourism 

and hospitality enterprises, effective 

strategies of moulding effective risk 

evaluation policy  

Knows 

 

 

 

 

Possesses 

 

 

 

 

Is capable of 

Major professional educational syllabuses 

and additional programmes. 

 

 

 

Pedagogical methods and strategies 

 

 

 

 

Communicating in English 

 

№  Themes and topics to 

be assessed  

Codes and steps of formating 

competences 

Assessment tools  

Current control  Intermediate 

attestation  



1 Theme 1. 

Introduction to 

customer care. 

Customer care 

success. Businesses 

and jobs.On line 

services. The most 

successful sites 

 

 

 

 

 

 

 

Theme 2. 

 Face to face 

with customers. 

Business meetings. 

Efficient 

presentations.  

 

 

 

Theme 3.  

Dealing with 

customers on the 

phone. Rules and 

practices of the 

customer care talks 

 

 

  

Theme 4. 

Call center success 

 

Theme5.  

Delivering 

customer care 

through writing. 

 

 

 

 

 

 

 

UC4 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

UC6 

 

 

 

 

 

 

 

 

 

 

 

 

 

Knows: Names of  

hotel 

departments, 

names of 

services,  job 

positions, 

functions and 

duties of  clerks, 

managers, 

housekeeping  

staff, names of  

different  

activities and  

attending  

circumstances.  

Discussion 

participation in 

questionaires  

Revising 

questions for a 

review  

Is capable of using: 

Prepared speech  

exercises, 

prepared  stories  

about  the front 

office services, 

bell service, 

housekeeping 

services, 

functions of  

chambermaids, 

duty managers,  

bellmen, front 

office staff, 

marketing 

department staff, 

internal sales, 

hotel promotion, 

external sales 

Written Test 2  

Revising 

questions for a 

review  

Knows: 

Categories of 

places to eat, 

types of cuisines, 

names of dishes 

and beverages, 

A Roleplay  
A 

Presentation  



 

 

 

 

 

 

 

 

 Theme 6. 

Dealing with 

problems and 

complaints. 

 

 

 

 

 

 

 

 

 

 

CPC7 

 

 

 

 

 

 

 

 

 

CC5 

names of cooks 

and chefs, sorts 

of waiters, 

bartenders, 

names of  

restaurant parts, 

different levels of 

services.  
Is capable os 

using: :  Non-

authentic and 

authentic texts, 

dialogues, 

extracts from 

advertisements, 

documents.   

Sound files of  

authentic  

dialogues, CDs  
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V.TEACHING MATERIALS AND METHODICAL 

RECOMMENDATIONS FOR CLASSROOM BASED ACTIVITIES 

 

 

 

Classroom based КМЭТЯТЭТОs КrО ЦКУШr ЛlШМФs ПШr ЦКsЭОrТЧР “CШЦЦЮЧТМКЭТШЧ ТЧ 

TШЮrТsЦ КЧН HШspТЭКlТЭв» ПШr MКsЭОr DОРrОО sЭЮНОЧЭs. 

They help to increase  the knowledge  and confidence of students enhancing their 

future job and training prospects. 

The choice of learning materials has been made having in mind modern 

ЛЮsТЧОss EЧРlТsС lКЧРЮКРО ЧШrЦs КЧН “ПrШЦ ОКsв ЭШ МШЦplОб” prТЧМТplО. 

http://lib.dvfu.ru:8080/lib/item?id=chamo:781932&theme=FEFU
http://lib.dvfu.ru:8080/lib/item?id=chamo:781932&theme=FEFU
http://www.gdrc.org/uem/eco-tour/t-glossary.htm/
https://www.trekksoft.com/en/tourism-glossary/
http://cf.cdn.unwto.org/sites/all/files/docpdf/glossaryenrev.pdf
http://cf.cdn.unwto.org/sites/all/files/docpdf/glossaryenrev.pdf


 British, American and Russian  methodologies are being offered for all sorts of 

students ` work. Many of the teaching materials to support classroom activities 

have been listed in the previous chapter of the main and additional literature 

sources. 

The example of the classroom activities can be regarded in the following 

passages.  The theme for classroom discussion is 

Tour Operation. Planning and Execution 

I. Tour operators are an important part of the tourism industry and for many 

hotels, are a vital source of business, as they bring large groups. Read these 

profiles of the tour operators and speak about 3 of them in your own words. 

Anglo-Global Holidays pic 

Specialists in holidays for young people (teenagers and students), primarily 

from the US, Canada, Israel, and Europe. Incoming groups and individuals are 

offered a full package of sightseeing activities, social events, and contacts with 

local youngsters, under the guidance of experienced youth workers. (Established 

1957) 

Brit-Tours Ltd 

Deals in large volumes of group traffic from North America, specializing in 

complete incentive programmers plus special-interest groups and business 

conferences. Creativity and quality assured. US office in Dallas, Texas. 

Hollywood Travel Services Ltd 

Catering for both groups and individuals from all over the world, Hollywood 

Travel offers special interest tours in over eight different categories. Private 

entertaining in rural hotels and private houses of historic and architectural 

importance. Private shooting and fishing packages. The personal touch for an 

exclusive clientele. 

Blue Skies Travel Ltd 

An organization which sends over 80,000 people a year on short-stay 

packages, mainly to London. Specialists in concerts with coach travel, 



accommodation, and guided tours included. Contact through newspaper 

advertising throughout the UK. Also markets theatre programmes for schools. 

Customtours Ltd 

Custom-made itineraries, designed to meet the needs of both groups and 

individuals. Specializing in special-interest tours, performing groups, and youth 

groups from overseas and within the UK. 

II. Diane MacLennan runs UK Hosts, a company which specializes in 

selecting hotels in London for incentive tours from the USA. An incentive tour is a 

reward or encouragement for people who have done good work for their company. 

TСО МШЦpКЧТОs sСО НОКls аТЭС КrО ЮsЮКllв ЯОrв rТМС. RОКН DТКЧО’s КЧsаОrs ЭШ ЭСО 

ТЧЭОrЯТОаОr’s qЮОsЭТШЧs КЛШЮЭ СОr аork. Answer the following: 

1. АСОrО Тs DТКЧО’s МШЦpКЧв ЛКsОН? 

2. Does she know her clients personaly? 

3. HШа МКЧ DТКЧО rОМШЦЦОЧН ЭСТs Шr ЭСКЭ СШЭОl ТП sСО НШОsЧ’Э ФЧШа ЭСО 

clients? 

4. What, in general, do the clients expect? 

5. How does she keep up to date  with new facilities, special offers, or 

new hotels? 

interviewer:  Diane, can you tell me about your work and how you go about 

selecting a hotel for your clients? 

diane:  Well, I work exclusively with incentive tours. More precisely, I work 

as a Ground Handling Agent for incentive tours from the US. As I'm based here in 

London, I often don't know the clients intimately. So I rely on my incentive agent 

in the US to inform me of exactly what sort of group they are and what sort of 

things they like doing, etc. Then I'll make preliminary inspections of various 

hotels, as part of the job of a ground handler is selecting a hotel. The next thing is 

to make recommendations to my client on the basis of these inspections. Nine 

times out often, my clients will also want to inspect the hotels themselves, so one 

or two of my clients will come over on an inspection visit and they'll make the 

final choice themselves.  



interviewer:  Really?  

diane:  Yes, and we'll see as many hotels in one day as we can. A few days 

ago, I took some clients to visit seven hotels in one day, which is quite normal, but 

a few weeks ago, we inspected fourteen hotels all in one day.  

interviewer:   Goodness! What, in general, are they looking for? 

diane:   Obviously, details depend on the group in question. The incentive 

groups I deal with will generally spend a lot of time socializing. Consequently, the 

communal areas such as the bar must be large, attractive, and atmospheric. The 

reception area will be the first thing they see, so the company will want it to be 

impressive. Because there's lots of socializing, not just within the group but also 

with clients based in Europe, there must be sufficient rooms for private functions. 

And of course they've got to be big enough. Generally, that means we deal with 

luxury hotels. We don't always, because a de luxe hotel won't necessarily suit the 

requirements of the particular group we're dealing with. But, by and large, the 

more stars a hotel has, the bigger and better the facilities.  

interviewer:  So how do you keep up to date with new facilities, special 

offers, or even new hotels? 

diane:   I'm on the mailing list of all the main hotels in the London area so 

I'm kept updated by mailshot, and I know the people in the sales divisions of most 

of the hotels we deal with. If they have a special offer coming up, they'll telephone 

and let me know. To keep myself informed, there's the TTG – that's the Travel 

Trade Gazette – which is vital reading for anyone in my line of work. If there's any 

new hotel development, or even new hotels being built, then it will be included in 

there. I also make a point of going to trade fairs, such as the one in Earls Court in 

November called the WTM. People from all over the world attend, and I make 

appointments to meet people in the hotel business. 

interviewer:   Have you ever recommended a hotel you haven't inspected? 

diane:   Never. For example, yesterday I went into London just to see one 

room in a large city-centre hotel. I was offered forty-four of a particular type of 

room for a client. This hotel has fourteen different types and I wasn't sure it was 



the right type. Just to be sure, I went to check, and I'm glad I did. It wasn't! You 

see, every time I recommend a room, my reputation is on the line. I can't afford to 

make mistakes. 

 

III. Read the dialogue again and complete the following sentences using 

ideas and expressions from the above dialogue: 

 

1.   Diane depends upon her _______________ to help her 

recommend___________ hotels for her clients. 

          2. Diane's clients usually make an _______________ of the hotels she has 

recommended. 

3.   It is _______________ for her to visit fourteen hotels in one day. 

4.   For her groups, the three most important hotels are the 

_________________, and the _________________. 

5.    Hotels keep Diane up-to-date by _________ and by ____________. 

6. Trade magazines are useful for information 

about_______________________. 

7.  To meet people in the industry she goes to_________________. 

8.  Diane_____inspects the hotels she recommends. 

 

IV. Speak about how UK Hosts work. Use questions from task 2 as a plan 

for your story. 

 

         V.    An agent for Scandinavian Seaways is welcoming a group on a 

familiarization tour. Complete her speech using the following verbs in the Future 

Continuous: 

 

arrive; go on; sail; stay; board; have;  set off; stop; come; leave; spend; 

use. 



«GШШН ОЯОЧТЧР, lКНТОs КЧН РОЧЭlОЦОЧ. OЧ ЛОСКlП ШП SМКЧНТЧКЯТКЧ SОКаКвs, I 

would like to welcome you aboard the MS Prince of Scandinavia. 

I’Н lТФО ЭШ rЮЧ ЭСrШЮРС ШЮr ТЭТЧОrКrв ПШr ЭСО ЧОбЭ ПОа НКвs. АО will be setting 

off in a few minutes, and tonight we _________across the North Sea towards 

Denmark. If the weather holds, we _________in Eisbjerk tomorrow afternoon at 

13.45. The coach will take us to the hotel Pejsergarden in Braedrup, where we 

__________. This is the hotel that  we _________for all our future tours as well. 

There will be plenty of time to settle in, and in the evening we _________a special 

НТЧЧОr ТЧ ЭСО СШЭОl’s ПКЦШЮs rОsЭКЮrКЧЭ. AЭ ЦТНЧТРСЭ ЭСОrО аТll ЛО МСКЦpКТРЧ КЧН К 

firework display, followed by dancing in the disco. We ________the next morning 

in the hotel, and in the afternoon we __________a tour of the Silkeborg Lake 

DТsЭrТМЭ. АО ИИИИИИИИЛКМФ ТЧ ЭТЦО ПШr КПЭОrЧШШЧ МШППОО, КЧН вШЮ’ll ЛО ПrОО ПШr ЭСО 

rest of the evening. The next day the coach ________at 10.00, and we 

_________on the way for lunch, before going on to Hamburg, where we 

ИИИИИИИИИЭСО MS HКЦЛЮrР ПШr ЭСО 16.30 sКТlТЧР ЛКМФ ЭШ HКrаТМС». 

The next day the coach at 10.00, and we on the way for lunch, before going 

on to Hamburg, where we _____________________ the MS Hamburg for the 

16.30 sailing back to Harwich. 

 

VI. In the following sentences put the verbs in brackets into the Future 

Continuous or the Future Perfect. The first one has been done for you. 

 

1.   We can't send our clients to a half-finished hotel. Are you sure that you 

will have completed (complete) all the building work by the beginning of the 

summer? 

2.   I'm sorry, but I can't make the meeting on the 18th. I______  

(still/go round) Greece on my inspection tour, and I don't get back until the 21st.  

3.    Hello, Jenny Farmer here. I'm just ringing to ask whether you ________ 

(send) someone on the fam trip we are organizing next year. 



          4.   I can send those two brochures off for you if you like. I___   (go) past a 

post-box on my way to the car, so it's no trouble. 

5.    We'd better put the meeting off for a couple of days. I ____ (not finish) 

this report by tomorrow afternoon. 

6.    If you don't hurry up, your plane______________ (leave) by the time 

you get to the airport. 

         7.    I'm off on holiday in a few days and this time next week I______ (sit) on 

a lovely sunny beach in the Seychelles. 

8.   Could I send you the information about the hotels at the end of the 

month? I_______________ (not/have) time to visit them all by next Wednesday. 

9.    You'd better send them a fax because they______________ (make) a 

decision by the time a letter arrives. 

10.    I can give John those figures. I________ (see)  him in our weekly 

meeting this afternoon. 

 

VII. Now read the dialogue between the Front Office manager welcoming a 

group of tourists from Germany and the tour leader MRS Kleist. Complete the 

gaps using the words below: 

 

filled   leader  cards   reception 

tour   rooms  delay   their 

in         passport    drink   group 

 

manager:   Good afternoon. You must be Mrs. Kleist from Sonnenreise. 

mrs kleist: Yes, that's right. I'm the tour _______________. 

manager:  How was your flight? 

mrs kleist:  Not bad, thank you. There was a bit of a  at Frankfurt 

Airport, so that's why we're a little late.  

manager:   Oh dear! Well, you'll be pleased to hear that the rooms are ready 

for everyone in your shall we fill in the check sheet? 



mrs kleist:  Yes. That'd be fine. 

manager:  I've got the registration here, thirty-eight in all. Could you ask 

your party to fill them in – all we need is names and passport numbers.  

mrs kleist:   Right. Now, there's been a slight change. One of the people on 

the I missed the flight in Frankfurt – Mr. Heine. I think he might be coming later, 

but I haven't had time to find out yet.  

manager:   That's OK. We'll keep the room until you find out what's 

happening. 

mrs kleist:   I've got the list here for you. It's got everyone's name on it. 

manager: Thanks. I'll leave a note for  telling them you're one guest 

short. 

mrs kleist:  And I've got the voucher here too. Here you are.  

manager:  Thank you very much. Right, that'll be all for the moment. If 

you'd like to get the registration cards in, we'll tell everyone what _____ they'll be 

staying in. By the way, the bar's open if anyone would like a______ while they're 

waiting. 

mrs kleist:   Thank you. 

 

VIII. Learn the dialogue by heart and reproduce it in roles. 

 

IX. Imagine that you and your partner work for the local tourist board. 

Mr.Edward Legrand, the Director of a tour operating company, has written to you 

asking to organize a two-day tour of your area for him. His company organizes 

educational, sightseeing, and special-interest tours as well as conferences. On a 

separate sheet of paper, plan a full itinerary for Mr. Legrand, remembering to leave 

him some free time. 

 

Б. DТsМЮss вШЮr plКЧ ПШr Mr. LОРrКЧН’s rОqЮОsЭОН ЭШЮr ШП вШЮr МТЭв Шr 

whereabouts with your partner in your own dialogue. 

 



 

 

 

 

         VI.  Technical provisions for classroom-based activities 

 

 

                                                         

 

 

Classroom equipped with multi-media devices  

Personal Computers   

Audio and video player  

CD player 

Tape recordings  

Internet Resources  

 

 

 

 

 

 

    The Outline Graph for doing Independent assignments of the discipline 

№  Dates and Time of 

performance 

Kinds of Independent 

work  

Approximate 

time Norms 

for 

Performance  

Forms of  Control  

1. 

 

2. 

 

3. 

 

September – 

October  

November  

 

December  

February  

Preparation of the 

Essay. Theme1. 

Independent Work 

Theme 2. 

 

 Sustainable Tourism. 

Ecotourism in 

practice. Preparing the 

2 weeks   

1week  

2 hrs  

 

2 weeks  

 

Oral Presentation  

 

Drawing Graphs and 

Diagrams  

Written Test  

 



4. 

 

5. 

 

6. 

March  

 

April – May  

Essay on Theme  4.  

Independent Work 

Theme 5  

Business 

Correspondence  

2 hrs  

 

2 hrs  

 

Oral Presentation  

 

Written Test  

 

Written Tests and 

Assignments 

 

 

IЧНОpОЧНОЧЭ SЭЮНОЧЭs’ АШrФ ЦТРСЭ ТЧМlЮНО ЭСО ПШllШаТЧР ФТЧНs ШП lОКrЧТЧР 
activities: 

   

7. Preparation for classroom activities 

8. Preparation for Written assignments 

9.  Writing Tests and essays 

10. Reading additional literature  

11. Preparations of presentations 

12.Writing Course assignments.  

 

Inhere enclosed is the plan-РrКpС ПШr sЭЮНОЧЭs’ ТЧНОpОЧНОЧЭ  аШrФ  
 

№ Content of the independent activities  Times and dates 

 Entitle texts 1,2,3,4,5of the unit devoted to Jobs 

in Tourism   

Write annotations to texts 1,2,3,4,5 

To prepare the report about one of the covered 

jobs in ex.4 of the unit  

Do ex. 5 on p. 70 (EFTH) 

Write a composition about jobs in tourism.Do 

exercises 9,10 on page 75,76 (EFTH) 

Prepare presentation on themes indicated in 

units 5 and 6 about the functions of managers , 

conference coordinators, business consultants 

on business missions.  

Write a reply to a complaint about 

unsatisfactory services 

Write a reply to a complaint about 

The first week   

The second and third 

weeks 

  

4-6
th

 week  

The 7
th
 week   

 

8
th

 week  9    

 

 

10,11,12
th

 weeks   

 

13
th
 week  

14
th
 week  

 15
th
 week  



unsatisfactory services  

Do exercise 8 on page 86 of unit 3  

DШ ОбОrМТsО 1 ШП ЭСО  ЮЧТЭ  « MКЧКРТЧР ЭШЮr 
ШpОrКЭТШЧs»   
Answer the questions of the fourth unit of the 

sОМЭТШЧ « HШЭОl MКЧКРОЦОЧЭ»  
Write a composition about  functions, skills and 

abilities of tourism managers.  

MШНОl МШЧЭОЧЭ ШП sЭЮНОЧЭs’ КННТЭТШЧКl 
independent activities.  

  Michael L.Kasavana, Richard M Brooks. 

Managing Front Office Operations. Educational 

Institute of the American Hotel and Lodging 

Association. 2001 Part 1 Chapter 3.  

Unit1. Chapter 3. Front  office  operations. 

Pages 91-104. Read the material, answer the 

questions at the end of the unit. Prepare the 

report. 

    Margaret M. Kappa, Aleta Nitschke, Patricia 

B. Schappert. Housekeeping  Management. 

Educational Institute of the American Hotel and 

Lodging Association. 1997.Part 1. Chapter  

«TСО RШlО ШП HШЮsОФООpТЧР ТЧ HШspТЭКlТЭв 
OpОrКЭТШЧs».  
Types of Hotels. Read the information, answer 

the questions at the end of the unit. Prepare the 

report 

Amanda Stronza. Forging new ground for 

ecotourism and other alternatives. The article in 

Annual Reviews. Read and answer the 

questions. 

Celso Garsia. Impacts of tourism development 

on water demand and beach degradation on the 

island of Mallorca. Read the material and 

answer the questions. Prepare a report.  

 

 

15
th
 week  

 

 16
th
 week   

 

 

17
th
 week   

 

Model assignments to the articles for additional reading:  

 

1.Read the article and outline its main parts. 



2.Point out the outstanding factors the authors have investigated. 

3.Write down all the problems the authors have tried to look into. 

4.Be aware of the conclusion the authors have come to. 

5.Express  your own approach  to the issues touched upon or studied. 

 

Unfortunately no course can be a success unless students do their best when 

working on their own.  Materials for students` independent work offered in the 

syllabus guide might help them a lot. For example students can be offered to 

participate in the following samples of learning activities: 

 

 Doing the tasks in writing  

Reading supplementary materials in English 

Preparing for and speaking at presentations 

Learning for written tests 

Getting ready for credit tests and exams 

Answering questions 

Reproducing dialogues 

Learning conversational formulae 

Reading the materials and entitling them 

Writing  dictations, essays, compositions 

Writing  pieces from business correspondence 

Composing and dramatizing dialogues and polylogues 

And what not 

 

The example of getting ready for classroom sessions could be illustrated by the 

materials  attached  in the manual for students by correspondence. 

Materials from  the Manual follow. 

 

I.   Read and translate the text: 

Travel agents and tour operators 

The difference between a tour operator and a travel agent? Well it's quite 

simple, really. Obviously, there is a lot of overlap between the two roles, but 

basically, a tour operator buys the separate elements of transport, accommodation, 

and other services, and combines them into a package. A travel agent sells this 

product and other services to the public, and provides a convenient location, such 

as a shop or office, for the purchase of travel. 



If you imagine how a car is made and sold, the tour operator is like the 

factory where the different pieces of the car are assembled. The travel agent is like 

the car showroom, which sells the finished product. 

So a tour operator will have to do things like decide what tours and holidays 

to organize –it might be inclusive tours, or independent holidays. They'll probably 

investigate and research new markets to find out what people actually want.  

Then, when they're putting together a tour, they'll have to negotiate with the 

various airline companies and hotels and other principals, as we call them, in order 

to get good bulk purchase deals.  

They'll probably charter aircraft, and later on they'll need to recruit and train 

staff to be resort representatives, guides, and so on.  

When that's all sorted out and they've signed contracts with the principals, 

they'll be able to concentrate more on promotion – designing and printing 

brochure, and planning an advertising campaign.  

Once the tours are being sold, the tour operator deals more directly with the 

agent in accepting bookings. They have to continue to work with the principals – 

sending room lists, light manifests, that sort of thing. 

So a tour operator doesn't usually have so much direct contact with the 

customer. The travel agent, on the other hand, is in direct contact with the 

customer, advising on resorts, carriers, and travel facilities in general, helping to 

plan itineraries for customers, arranging corporate travel. 

Then, when they're actually selling holidays, inclusive tours, air tickets, or 

whatever, they'll be involved in recording and confirming reservations, sending 

invoices to customers, and issuing tickets and vouchers.  

They're also involved in auxiliary services like arranging car hire or selling 

insurance. And plenty of other things as well, from ordering stocks of brochures 

for rack display to making sure the windows are kept clean! 

 

II. Look up the words and word combinations, write down the Russian 

equivalents: 



•   ШЛЯТШЮslв, basically, an overlap, a purchase 

• to combine smth. into smth. 

• to provide a convenient location 

• to assemble 

• to investigate (research) new markets 

• to find out smth. 

• to negotiate 

• to get good bulk purchase deals 

• to charter aircraft 

• to recruit and train staff 

• to sort out everything 

• to concentrate on (promotion) 

• to plan an advertising campaign 

• to accept bookings 

• to have a direct contact with 

• to advise on smth. 

• to plan itineraries 

• to arrange corporate travel 

• to record and confirm reservations 

• to send invoices to customers 

• to issue tickets and vouchers 

• to arrange a car hire 

• to sell insurance 

• to make sure smth. is done 

• to order (stocks of brochures for rack display) 

 

I. Complete the sentences using the vocabulary of exercise 2: 

1.The ... between a tour operator and a ... is quite ..... 

2.There is a lot of... between the roles of a tour operator and a travel agent. 



3.  A ЭШЮr ШpОrКЭШr ЛЮвs….. of services, accommodation and transport 

and ... them into a ... . 

4.  A tour operator will have to ... the market, to ... with various airline 

companies and hotels, to ... the staff, to ... contracts with the principals. 

5.  TСО ЭrКЯОl КРОЧЭ Тs ТЧ….. with the customer. 

6.TСО ЭrКЯОl КРОЧЭ КНЯТsОs ШЧ….. ОКrЧОrs, ЭrКЯОl ... КЧН sШ ШЧ. 

7.When actually selling holidays, inclusive tours, air tickets, or whatever the 

travel agent will be involved in ... reservation, sending ... to the customers, ... 

tickets and vouchers, arranging car ... or selling .... 

 

II. Answer the following questions: 

1. Do the roles of a tour operator and travel agent coincide in a way? 

How do they overlap? How do their roles differ? 

2. What things does a tour operator have to do? 

3. What is a travel agent involved in? 

 

III. Write questions to the following sentences. Try and do your best in 

making as many questions as you can. 

1. If you imagine how a car is made and sold, the lour operator is like the 

factory where the different pieces of the car are assembled. 

2. The travel agent is like the car showroom, which sells the finished 

product. 

3.Then, when they're putting together a tour, they'll have to negotiate with 

the various airline companies and hotels and other principals, as we call them, 

in order to get good bulk purchase deals. 

 

IV. Write about the role of a tour operator and speak about it. 

 

 

 

 



 

 

                           VIII.    Assessment Tools Pool 

 

Assessment materials have been chosen in the manner which lets instructors 

see the scope of students` learning efforts and the degree of their success or failure. 

Basic assessment materials are mostly tests, packs of questions and tasks, quizzes, 

essays and compositions. A pack of tests follow. 

 

 

Answer the questions  

 

1. Where does the tour operator work? 

2. What does he do? 

3. What do tour packages include? 

4. What kind of companies does the tour operator work with? 

5. How does the tour operator market the tours-? 

6. How does the tour operator sell tours? What does 

"a wholesaler" mean? 

7. Where does the travel agent work?  

8. What does the travel agent do? 

9. What kind of goods does the travel agent sell? 

10.How does the travel agent sell tour packages? What does 

"a retailer" mean? 

11.How high is the travel agent's commission? 

12.What kind of separate services does the travel agent sell? 

13.Where does the tourism manager work? 

14.What does he supervise? 

15.When does the tourism manager report to the general manager? 

16.What does the tourism manager plan and control? 

17.What does the tourism manager decide on in a travel company? 



18.How does the tourism manager hire employees? 

19.What does the tour guide do? 

20.How does the tour guide handle tour groups? 

21.What does the tour guide cater to? 

22.How well does the tour guide know a foreign language? 

23.What other subjects does the tour guide know and why? 

24.What kind of person is the tour guide? 

25.Where does the animator work? 

26.What does the animator do? 

27.Why is the animator called the social director? 

28.Why does the animator speak a few foreign languages? 

29.What does the animator do like an actor? 

30.What kind of person is the animator? 

31.What kind of companies are tour operators? 

32.What do tour operators do? 

33.How do tour operators promote their tours? 

34.How do tour operators sell their tours?  

35.What kind of tour operators are there? 

36.What are the best-known tour operators in the world? 

37.What kind of companies are travel agencies? 

38.Why are travel agencies called shops? 

39.What do travel agencies do? 

40.What kind of tours do travel agencies offer? 

41.What kind of separate tourist services do travel agencies offer? 

42.What kind of travel agencies are there? 

43.What kind of companies are tourist information offices? 

44.Where are tourist information offices? 

45.What kind of advice do tourist information office clerks give? 

46.What do tourist information office clerks do? What sort of information do they 

give? 



47.Why do tourist information office clerks fluently speak foreign languages? 

48.What kind of manuals for travelers are there in tourist information offices? 

49.What is an outlet? 

50.What sorts of outlets are there? 

51.Where are travel agency outlets? 

52.Who does a travel agency outlet at a factory or in office building service? 

53.What does it mean that all travel agency outlets provide the same services? 

54.How many clerks are there at a sales outlet? 

55.What does the outlet clerk do? 

56.How does the outlet clerk know the up-to-date information? 

57.What kinds of people are called free-lancers? 

58.How and when do free-lancers work? 

59.What are some of the free-lance jobs? 

60.What kinds of companies employ animators? 

61.What kind of companies employ guides, guides-interpreters and escorts? 

62.What do travel writers do? 

63.What does it mean that free-lancers are registered? 

64.What are the advantages and disadvantages of being a free-lancer? 

65.How is leisure tourism called? 

66.What type of travel is leisure tourism? 

67.What do leisure travelers look for?  

68.Where do leisure travelers go on holiday?        

69.What do leisure travelers enjoy? 

70.What does a resort hotel offer? 

71.What are other ways to travel for pleasure? 

72.Why will more and more people travel for pleasure in future? 

73.What type of holiday is sports tourism? 

74.What is the purpose of a sporting tour? 

75.What do travelers enjoy during a sporting tour? 

76.What kind of sporting tours do tourist companies offer? 



77.How will instructors prepare travelers for sporting tours? 

78.What will instructors plan before the tour? 

79.Who carries the tourists' luggage during a sporting tour?  What does it depend 

on? 

80.What types of tourism are there within sports tourism? 

81.What kind of travel is business tourism?  

82.What kind of tourists are business travelers? 

83.What do business tourists travel for?  

84.What does convention tourism involve?  

85.What business services do tourist companies provide? 

86.Where are business facilities? 

87.What kind of other business services will tourist companies provide in future?  

88.What sort of tours will tourist companies offer to business travelers? 

89.What does incentive tourism mean? 

90.Why does a business company offer incentive tours to its employees? 

91.What sort of target does an employer set for the employee? 

92.When and where did incentive tourism emerge? 

93.What kind of companies offer incentive tours? 

94.Why do tourist companies take great responsibility when they arrange incentive 

tours for business corporations? 

95.How popular is this type of tourism? 

96.What does familiarization tourism mean? 

97.What do travel agencies send their clerks on FAM tours for? 

98.What do travel clerks get familiar with during FAM tours? 

99.What is the main purpose of travel clerks on a FAM tour? 

100.What will the travel clerks know when they return home? 

101.Why do some experts say that FAM tourism is a part of incentive tourism? 

Where does the receptionist work? 

102.What is the receptionist in charge of? 

103.How must the receptionist help the guests? 



104.How can the receptionist help the visitors who have come to see the hotel 

guests? 

105.Where does the concierge work? 

106.What kind of languages does the concierge usually speak? What does it 

depend on? 

107.How must the concierge help guests? 

108.Where may the hotel manager work? 

109.What is the hotel manager for the hotel guests? 

110.What is the hotel manager for the hotel staff? 

111.What does the hotel manager have to do? 

112.What is the head chef? What does he have to do? 

113.Whom does the head chef manage? 

114.What sort of specialist chefs may there be? 

115.What does the restaurant manager do? 

116.What is the restaurant manager in charge of?  

117.What does the restaurant manager have to decide on? 

118.What are other management positions in a restaurant? 

119.What are the eight different types of places where people can eat and drink? 

120.Open the brackets. Translate: 

 

121.Have you ever (to be) to a luxury restaurant? 

 a. was 

 b. been 

122.We have just (to order) a three-course dinner. 

 a. ordered 

 b. orders 

123.We have never (to have) full English breakfast before. 

 a. has 

 b. had 

124.АСв вШЮ (ЭШ rОПЮsО) ЭШ Эrв вШЮ МСОП’s special? 

 a. has 

 b. have 

125.Since I last attended the convention our company (to develop) some new pre-

convention tours.  

 a. had developed 

 b. have developed 



126.What kind of drink the bartender (to mix) for you? 

 a. did mix 

 b. has mixed 

127.The catering business (not to reach) it peak, has it? 

 К. СКНЧ’Э rОКМСОН  
 Л. СКsЧ’Э rОКМСОН 

128.The catering department (to be) busy this month. 

 a. was 

         b. has been 

129.… ЭСО ЛКЧqЮОЭ ЦКЧКРОr (ЭШ ЦКФО) ЛЮlФ pЮrМСКsО ШП ПШШН КЧН НrТЧФ вОЭ? 

 К. DТН … ЦКФО 

 Л. HКs … ЦКНО 

130.You (to get) a master key or an extra key? 

          К. DТН вШЮ РОЭ … 

 Л. HКЯО вШЮ РШЭ … 

131.How are plain hotels and inns of small scale called? 

 a. They are called inexpensive hotels. 

          b. They are called the 1-star hotels. 

        

132.What prices do 1-star hotels offer? 

         a. They are free of charge. 

 b. They offer low prices. 

 

133. What is the other name for the moderate hotel? 

 a. The moderate hotel is also called 2-star hotel. 

 b. The moderate hotel is cheap. 

134.  Do all the bedrooms in the 3-star hotel contain private bathrooms or showers? 

 a. Yes, they all do. 

 b. Only two thirds of bedrooms contain a private bathroom or shower. 

 

135. Do deluxe hotels offer a 24-hour access and a lounge service? 

 К. NШ, ЭСОв НШЧ’Э. 
 b. Yes, they do. 

 What sorts of facilities are provided in the expensive hotel? 

134.  a. All rooms are fitted with a telephone in the expensive hotel 

provided . 

b. Wake up calls, room service, portage, fuller meal facilities are 

provided in the 3-star hotels. 
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https://www.ahlei.org/resources/instructor-resources/ 

5. Karen Lieberman,  Bruce Nissen. Ethics in the Hospitality and Tourism 

Industry [American Hotel & Lodging Educational Institute, 2005]  : 

https://www.ahlei.org/resources/instructor-resources/ 

6. Michael N. Chibili.  Modern Hotel Operation Management [Noordhoff 

Uitgevers bv Groningen/Houten, The Netherlands, 2016]  : 

https://www.ahlei.org/resources/instructor-resources/ 

http://znanium.com/bookread2.php?book=430064
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7. Michael L. Kasavana, Ph.D. Managing Front Office Operations, Tenth 

Edition [American Hotel & Lodging Educational Institute, 2017]  : 

https://www.ahlei.org/resources/instructor-resources/ 

8. Philip Kotler. Marketing for Hospitality and Tourism, Global Edition 

[Pearson Higher Ed USA, 2016]  : 

https://www.ahlei.org/resources/instructor-resources/ 

9. Robert H. Woods, Misty M. Johanson, Mochael P. Sciarini. Managing 

hospitality human resources [American Hotel & Lodging Educational Institute, 

2012]  : https://www.ahlei.org/resources/instructor-resources/ 
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An international hotel developer to discuss: 

 Past, current, and anticipated sources of debt and equity 

funds 

 Investment and lending criteria for international projects 

 The role of government investment incentives in determining 

where to build 

 Bureaucratic obstacles to development that have been or are 

being encountered 

 TСО НОЯОХШpОr’s ЦКТЧ ТЧЭОrОsЭ ТЧ ЭСО project—that is, is it 

basically a real estate venture or does the developer want to 

operate the hotel? 

 The development team and the smoothness or difficulty of 

interactions among its members, especially those from 

different cultures 

 Accommodations made to account for local customs and 

beliefs 

 Anticipated and unanticipated effects of foreign business 

practices 

 Any unique or illuminating development experiences 

 

 

-   

     

  

1. While several forces at work together have dissolved national 

borders, the most influential of these forces is: 

a. international travel. 

b. foreign exchange and other financial activities. 

c. hospitality and other industrial activities. 

d. the increasing flow of communication. 

2. Which of the following statements about transnational enterprises 

is false? 

a. It owns and controls income-generating assets in more than one 

country. 

b. Its operations transcend national boundaries. 



c. It must have direct investments in its host country. 

d. It has all major forms of contractual arrangements in its host country. 

3. Which of the following is not a category of travel demand 

determinants? 

a. primary economic factors 

b. leisure and the quality of life 

c. demographic changes 

d. population growth 

4. The tourism industry includes: 

a. lodging operations and transportation services. 

b. eating and drinking places. 

c. sightseeing, amusement, and recreation services. 

d. all of the above 

5. In which countries would domestic travel be expected to exceed 

international travel? 

a. small countries with ease of outbound day trips 

b. developed countries with large populations that have access to diverse 

attractions within their own borders 

c. small countries with few attractions within their own borders 

d. large countries with few attractions within their own borders 

6. Which of the following groups represents the largest number of 

properties worldwide? 

a. independently owned and operated properties 

b. chain-owned and -operated properties 

c. independently owned, chain-operated properties 

d. franchised properties 

7. TСО аШЫХН’Ь ЦКУШЫ ЫОРТШЧКХ НОЬЭТЧКЭТШЧ ЬТЧМО ЭСО 1950Ь СКЬ ЛООЧ: 

a. North America. 

b. the Asia-Pacific region. 

c. Europe. 



d. the Caribbean. 

8. Guests in Spain may choose the world-renowned __________, 

hotels converted from castles or monasteries. 

a. posadas 

b. paradors 

c. pensions 

d. ryokan 

9. The largest group of users of hotel accommodations and services 

worldwide are: 

a. individual tourists. 

b. tour groups. 

c. business travelers. 

d. conference participants. 

10. Which of the following statements about pleasure travelers is 

true? 

a. They represent the most price-sensitive segment of the travel market. 

b. They account for about 70 percent of hotel guestroom sales 

worldwide. 

c. They would rather stay in hotels than with relatives or friends. 

d. They do not react to political situations 

11. Which of the following was an American hotel innovation? 

a. spacious public rooms for socializing 

b. luxury hotels 

c. private baths 

d. all of the above 

12. Which of the following was among the factors that deterred 

American hotel operators from investing money in hotels abroad before 

World War II? 

a. anti-American sentiment in Central Europe and Asia 

b. currency fluctuations and restrictions on repatriation of profits 



c. fears of foreign encroachment on American markets 

d. all of the above 

13. U.S. foreign policy after World War II encouraged hotel 

development in which of the following regions? 

a. Latin America and the Caribbean 

b. the Middle East 

c. East Asia 

d. Southeast Asia 

14. Before the 1960s, international hotel development activity focused 

on: 

a. resort destinations in the Mediterranean and Caribbean. 

b. developing countries with large supplies of inexpensive land and 

labor. 

c. chain expansion in established markets. 

d. large gateway cities and national capitals. 

15. What development in the late 1950s signaled the beginning of 

mass demand in Western Europe for tour packages to new resort 

destinations? 

a. easing of U.S.-Soviet tensions 

b. renewal of U.S. funding for the Marshall Plan 

c. growth of the air charter industry 

d. reduction in transatlantic airfares 

16. Which of the following has been a significant problem for the 

international hotel industry in the Asia-Pacific region? 

a. restrictions on the repatriation of profits 

b. economic instability 

c. overcapacity 

d. sharp population increases 

17. In general, which of the following is a barrier to international 

hotel expansion in Europe? 



a. planning restrictions 

b. high cost of construction 

c. well-established domestic chains 

d. all of the above 

18. Which of the following has had a significant impact on the 

international hotel industry in the Middle East? 

a. economic diversification 

b. oil prices 

c. fluctuations in construction costs 

d. all of the above 

19. Hyatt Hotels Corporation was one of the first chains to: 

a. separate hotel ownership from management. 

b. use market segmentation internationally. 

c. develop resort hotels in the Caribbean. 

d. open a hotel in China bearing its own name. 

20. What was the primary reason that airlines began to develop or 

acquire their own hotels after World War II? 

a. to stimulate tourism development 

b. to expand and diversify their revenue base 

c. to be awarded certain air routes 

d. to ensure rooms for their passengers and crews 

21. The effect of high room taxes tends to be that: 

a. fair competition in the local lodging industry is disrupted. 

b. the competitive position of the destination becomes less favorable. 

c. hotels must increase their employee-to-room ratio. 

d. all of the above 

22. A travel allowance is a government-imposed restriction that limits 

the: 

a. number of exit visas granted to citizens. 



b. amount of exchange residents may purchase to cover foreign travel 

expenses. 

c. period of time a citizen may spend traveling abroad for leisure 

purposes. 

d. period of time a foreign business traveler may spend in the country. 

23. Regarding fire safety standards for hotels, regulations: 

a. usually conform to uniform international standards. 

b. are fairly consistent from country to country, in spite of the lack of 

international standards. 

c. vary somewhat from country to country but are generally consistent 

within each country. 

d. can vary considerably from country to country and even from city to 

city. 

24. The activity in which national tourism organizations are most 

frequently involved is: 

a. tourism planning and development. 

b. the preservation, protection, and use of historical and cultural 

resources. 

c. tourist reception and information. 

d. official tourism representation at the national and international levels. 

25. Government support for the tourism industry is essential, in part 

because governments are usually in the best position to: 

a. provide the necessary infrastructure. 

b. offer domestic marketing assistance. 

c. analyze investment opportunities for foreign corporations. 

d. all of the above 

26. Developing countries frequently complain that international hotel 

companies: 

a. do not market their country as a tourist destination well enough. 

b. violate government restrictions on the repatriation of profits. 



c. are reluctant to hire local nationals to fill senior positions. 

d. none of the above 

27. What have developing countries identified as the most significant 

benefit of involvement with international hotel companies? 

a. increased circulation of national currency 

b. increased pace of tourism development 

c. training of the local labor force 

d. management expertise 

28. Which of the following is issued by the U.S. State Department to 

advise the public against travel to a particular country? 

a. a caution 

b. a notice on conditions 

c. a travel warning 

d. a visa recall 

29. Which of the following is a common tactic that lodging companies 

use to reduce vulnerability to political risk when expanding internationally? 

a. management contracts with significant equity participation 

b. management contracts with little or no equity participation 

c. equity joint ventures 

d. controlling ownership interest in both land and operations 

30. A written crisis plan should focus first on: 

a. property security. 

b. loss prevention. 

c. human safety. 

d. communication. 
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Part I. Overview and Historical Perspective 

Topic 1. Globalization, Tourism, and the Lodging Sector. 

Distribute Handout 1 to Group 1. Instruct the group to research domestic and 

world events that have significantly affected the travel and tourism industry over 

the past three years (Part 1). Have the group research contemporary issues 

affecting travel and add them to Part 2 of the handout. 

Distribute Handout 2 to Group 2. Instruct the group to research current travel 

issues affecting the lodging industry (Part 1). Have the group choose one issue to 



describe in terms of its short- and long-term impacts on the industry (Part 2). Have 

the groups report their results at the next session. 

 

Topic 2. Political aspects of the international travel, tourism, and 

lodging industry. 

Activity 1: Ask each student or group of students to contact the appropriate 

branch of government (for example, the State Department in the United States) and 

ask for the current list of countries for which travel advisories have been issued. 

Then have each student or group discuss and answer some or all of the following 

questions: Why have they been issued? Does there appear to be a political 

motivation for some of them? Have any of the advisories been criticized in the 

press for being politically motivated? Does the criticism seem to be valid, or does 

it seem that the criticism itself may be politically motivated? Is there evidence that 

the advisories are in fact affecting travel to the cited countries? How about travel to 

other countries? 

Activity 2: Ask each student or group of students to identify a number of 

recent government actions and public policy issues that affect international travel 

and tourism. Have each student or group select two or three of these actions/issues 

and identify three or more short-term (within one year) impacts and three or more 

long-term (within three to five years) impacts on travel and tourism. 

Activity 3: Have each student locate the nearest location to obtain a 

passport application (this is often the local post office in the United States). Have 

each student get an application, bring it to class, and fill it out. Interested students 

may actually apply for their passports. 

 

Part II. International Hotel Investment, Development, and Agreements 

Topic 1. Financing International Hotels. 

Ask each student or group of students to select a country and research the 

types of government investment incentives available (if any) in that country. Have 

them identify the purpose of each incentive (that is, reduce capital outlay, reduce 



operating expenses, secure the investment) and, if possible, determine whether the 

incentives are serving their intended purpose. If they are not, have the students 

speculate about why and suggest alternate approaches that might be effective. 

What might be some of the economic and political consequences of using these 

alternate approaches? 

 

Topic 1. The Decision to go Global. 

This activity is an opportunity for students to learn about a specific 

international destination through research. Both written and oral reports are part of 

the activity. 

Ask students—either individually or in groups—to select an international 

destination (preferably a city or some other specific locale—not an entire region) 

they think they would like to visit or work in. (You may want to tell them that 

acquiring special knowledge about a locale might give them an advantage in 

securing hotel positions in that area.)  

If you choose to divide the class into groups, each group might brainstorm 

during class which destination to select. If you use the project as an individual 

activity, give students some class time to make their choices. If you are concerned 

about duplications, you should tell students that destinations will be selected on a 

first-come, first-served basis; in this instance, students would need to let you know 

as soon as they make their selections.  

Advise students that this project focuses on the following destination 

information: 

  What language is spoken? 

  What are the major religion(s), taboos, holidays? 

  What currency is used? 

  What are the cultural beliefs, ethics, and values? 

  What forms of greeting are considered proper?  

  How are names and titles used? 

  What are common expectations regarding the giving and 



receiving of gifts? 

  What are the major cultural negotiating styles? 

  Are there any rules of verbal and nonverbal communication (for 

example, concerning standing distance during conversation, physical gestures, eye 

contact, and so forth) that are important for a visitor to that culture to know? 

  Who owns the hotels? 

  АСКЭ Тs ЭСО МЮХЭЮrО’s ЯТОа ШП СШspТЭКХТЭв? 

  What is the nature of the employer-employee relationship? 

  How does the culture view personal achievement and 

competitiveness? 

Tell students that at the end of the project, everyone (or each group) will be 

expected to present their reports to the class and will be expected to have written 

versions of the reports to distribute to the class. 

Copy and distribute the "Destination Research Questions" handout. This 

handout is a list of the questions students need to research. Tell students to get as 

much of the information as possible, but note that it may not be possible to answer 

all of the questions for some destinations.  

You might begin presentations in two weeks and have them continue 

throughout the remainder of the course, or you may prefer to schedule all 

presentations for the last two weeks of the course. 
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ABSTRACT 

 

MКЬЭОЫ’Ь НОРЫОО ТЧ 04.04.03 Hotel business 

MКЬЭОЫ’Ь PЫШРЫКЦ “Hotel business”  

Course title: Critical thinking and research (including “CrТЭТМКХ ЭСТЧФТЧР” and 

“Research НОsТРЧ”) 

Basic part of Block 1, 5 credits. 

Author: Ryzhova Natalia Petrovna, Doctor of Economic Science, Professor. 

Karelina Alina Anatolievna, Candidate of Philology, Associate Professor 

At the beginning of the course a student should have: 

 the ability to use the basic philosophical knowledge for the formation of 

ideological positions; 

 the ability to communicate in oral and written forms in Russian and foreign 

languages for solving problems of interpersonal and intercultural interaction; 

 the ability to work in a team, tolerantly perceiving social, ethnic, 

confessional and cultural differences; 

 the ability to self-organization and self-education. 

Course description: The course aims at developing critical thinking and 

interdisciplinary competences, which are the key features of the contemporary 

professionals  

Main course literature: 

Kovalev A. N. Argumentaciya kak faktor metodologicheskoj kultury 

[Argumentation as a factor of methodological culture: study guide]. St. Petersburg, 

2015. 76 p. (rus) 

Learning outcomes – general competences (GC) and general professional 

competences (GPC): 

 GC-4 to be able to quickly studying a new areas, identify inconsistencies, 

problems and develop alternative decision; 

 GC-5 to be able to generate ideas in scientific and professional activities; 

 GC-6 to be able to lead a scientific discussion, knowledge of the norms of 

the scientific style of the modern Russian language; 

 GC-8 the ability to abstract thinking, analysis, synthesis; 



 GPC-2 to be able to lead a team in their professional activities, to be 

tolerance with social, ethnic, religious and cultural differences; 

 GPC-5 to be able to search, critically analyze, summarize and systematize 

scientific information, to set research objectives and choose the best ways and 

methods to achieve them. 

Main literature:  

1. 1. Kovalov A.N. Argumentatsiya kak faktor metodologicheskoy kul'tury: 

uchebnoye posobiye [Kovalev A.N. Argumentation as a factor of methodological 

culture: a tutorial] / A.N. Kovalov. — Elektron. tekstovyye dannyye. — SPb. : 

Sankt-Peterburgskiy yuridicheskiy institut (filial) Akademii General'noy 

prokuratury RF, 2015. — 76 c. — 2227-8397. — Rezhim dostupa: 

http://www.iprbookshop.ru/65429.html 

3. Metodologiya nauchnogo issledovaniya : uchebnik [Methodology of 

scientific research: textbook] / A.O. Ovcharov, T.N. Ovcharova. — M. : INFRA-

M, 2017. — 304 s. + Dop. materialy [Elektronnyy resurs; Rezhim dostupa 

http://www.znanium.com]. — (Vyssheye obrazovaniye: Magistratura). — 

www.dx.doi.org/10.12737/357. - Rezhim dostupa: 

http://znanium.com/catalog/product/894675 

4. Nauchnaya deyatel'nost' studentov: sistemnyy analiz : monografiya 

[Scientific activity of students: system analysis: monograph] / V.V. Bayluk. — M.: 

INFRA-M, 2018. — 145 s. — (Nauchnaya mysl'). — 

www.dx.doi.org/10.12737/monography_5a66e4bb1b0ef9.56606696. - Rezhim 

dostupa: http://znanium.com/catalog/product/948030 

6. Nauchnyye issledovaniya i razrabotki. Ekonomika firmy [Research and 

development. The economy of the company]. №1 (2) / 2013: Nauchno-

prakticheskiy zhurnal / Gl.red. A.P. Garnov. - M.: NITS INFRA-M, 2013. - 64s. — 

Rezhim dostupa: http://znanium.com/catalog/product/416802  

7. Ovcharova, O.A. Metodologiya nauchnogo issledovaniya: uchebnik 

[Ovcharova, O.A. Research Methodology: textbook] / A.O. Ovcharov, T.N. 

Ovcharova. - M.: INFRA-M, 2017. - 304 s. — Rezhim dostupa: 

http://znanium.com/catalog/product/894675   



8. Osnovy nauchnykh issledovaniy (Obshchiy kurs): Uchebnoye posobiye 

[Basics of scientific research (General course): Textbook] / Kosmin V. V. - 3-ye 
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- (Vyssheye obrazovaniye: Magistratura) (Pereplot) ISBN 978-5-369-01464-6 - 

Rezhim dostupa: http://znanium.com/catalog/product/518301 

9. Ryzhova N.P. Materialy prezentatsiy k lektsionnomu kursu «DТгКвЧ 

issledovatel'skogo prШвОФЭК» [Ryzhov N.P. Materials presentations for the lecture 

course "Design of a research project."]. Vladivostok: DVFU, 2017. 

https://parus.ecrin.ru/sovmestno-s-dvfu/magistrantam/dizajn-proekta/ 
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