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|. Pabouasi mporpaMMa nepecMoTpeHa Ha 3acelaHNH Kadeapbl:

IIpoToKoI OT « » 20 1. Ne

3aBenyromuit kadeapoit
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I1. PaGouasi nporpaMmma nepecMoTpeHa Ha 3acefaHuu Kadeapsbl.

[IpoTokom oT « » 20 r. Ne

3aBenyromuit kadeapoit

(moamucek) (1.0. damunus)

I11. PaGouasi nporpamMma nepecMoTpeHa Ha 3aceJaHUM Kadeapsbl:

[IpoTokom oT « » 20 r. Ne

3aBenyronuii kKageapoit

(moamuck) (1.0. damunus)

IV. PaGouas nporpaMmma nepecMoTpeHa Ha 3aceJaHUU Kadeapbl:

IIpoToKoOII OT « » 20 1. Ne
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1. Ilenm u 3a7a4 OCBOCHUS JUCITUILIMHEI:

Llenb: ycBOEHUE CTyIEHTAaMHU TEOPETHUECKUX 3HAaHHUHM, (POPMHUPOBAHUE YMEHHIA,
KOTOpbIE TO3BOJSIT HAa OCHOBE KOHCTPYHMPOBAHHS TPEINOJIaraeMoil peakiuu
noTpeOuTENsl MpPU B3aUMOJECUCTBUM C TYPUCTCKOM YCIyro co3JaBaTh psij
BO3MOXKHBIX PEHIEHU I  COBEPIICHCTBOBAHUS

KOMMYHHKAlIUHU  MCKIAY

IMOCTABIHIMKOM H ITOJIY4YATCICM YCIIYT'H.

3amauu:
e PACKpPBHITh OCHOBHBIC HAIPABICHUS W TPEHIBI

WHIYCTPUU TYpHU3Ma,
CBSA3aHHBIE C TOCTEBBIM CEPBUCOM,;

e AaHANIM3 CYLIECTBYIOIIMX B3aMMOJCHCTBUM MEXKIY AaKTOpaMu TYpPHUCTKON
WHIyCTPUH, IPOECKTUPYS UX BO3MOKHBIE HHTEPAKIIUH,

e H3ydYeHHE HaOOpa TEXHMK, Ojarogaps KOTOPbIM BO3MOXKHO Ipe/CcKa3aTh,
KAKUE€ BIEYATICHUS M KAaKOW OMNBIT MOJYYUT MOTPEOUTENb NpHU BBIOOpE H
UCIIOJIb30BaHUN TYPUCTCKOU YCIIYTH;

e HU3YyYEHHE OTanoB (OPMUPOBAHHSA TOCTEBOIO CEpBUCA M MEXaHU3MOB

YIPaBJIEHUS UM;

e aHaJIU3 MHUPOBOW MPAKTUKU UCIIOJIb30BAHUS CEPBUC-IU3aKHA.

O6H_I€Hp0(1)CCCI/IOHaJ'IBHBI€ KOMIICTCHIOWH BBIIMTYCKHUKOB U HHAWKATOPLI X
JOCTUXCHUSI.

HaumenoBanue KaTreropum Koa u HauMeHOBaHMe

Koa v nanmenoBanue

CUCTEMBI YIIPABIICHUS
KauecTBOM YCIYT B chepe
Typu3Ma

(rpynmsr) N HHAUKATOPA J0CTHKEHUS
odmenpodeccnoHaIbLHOM .
o0menpogeccHOHAIBHBIX ob0menpodeccuoHaTbHOMN
. KOMIIeTeHIIUH
KOMIIeTeHIHI KOMIIETCHIIUH
OIIK-3 Cnocoben OI1K-3.1 pa3pabaTbsiBaeT CHCTEMBI
TexHonorus pa3pabarbIBaTh U BHEAPSATH  [yIPABJICHUS KaUeCTBOM YCIYT B

chepe Typuzma

OIIK3.2 BHEApsET CUCTEMBI
YIIpaBJICHHUS] KAY€CTBOM yCIYT B
cdepe Typuzma




IIK-5 cnoco6en npumensats  |[IIK-5.1lananuzupyer
TexHonorus npodeccnoHanbHbIC 3HAaHUST  [MPOGECCHOHATBHYIO
TEXHOJIOTUYECKOIO MU MHGOpPMaIMIO, MPUMEHsSI 3HaHUs
METOAMYECKOTO XapaKTepa, B TEXHOJIOTHIECKOTO u
TOM YHMCJIe, UHHOBAIIMOHHBIE  [METOJUYECKOTO XapaKTepa;
11 aHAJIM3a U OLICHKH MK-5.2 OILICHUBAET)
npodecCuoHAIBHON podeCcCHOHATIbHYIO
uH(pOpMAIUU MHGOPMAIINIO, UCIIONb3YSl 3HAHHS
TEXHOJIOTUYHECKOTO u
METOMYECKOTO XapaKTepa;
I1K-5.3 MIPUMEHSTE
WHHOBAIIMOHHBIC 3HAHUS IS JJIs
aHaJIM3a u OLICHKH|
npodeccuoanabHON HHPOPMAITUH.

|. CTPYKTYPA U COAEP)KAHUE TEOPETUYECKOM YACTH KYPCA

JIEKHHMOHHBIE 3AHATUSA
(9 HAC)
Tema 1. [loHsiTHE «CEePBHC», HEOOXOAMMOCTH cepBHC-TU3aitHa (14.)
[lonsaTne cepBuca, JBa THIA cepBHCa (CEPCBUC KaK HEOCA3aEMbIA MPOIYKT U
CEpBUC KaK TPOIIECC), CEPBUCHBIC OMEpally, CEPBHUCHOE OOCITYKMBaHUE. Service
supply chain. CepBuc kak naTpeakTHBHBIH mporuecc.Teopus cepsuca-Unified Service

Theory. HeoOxomuMocTh cepBUC-an3aiiHa.

Tema 2. Ouenka o:xuaanuii rocrsi. Bopjieuenue rocreii B mpouecc onpe/ejieHus
HEeHHOCTeH CEPBHCHOIO 00CayKnBaHust (24.)

[Tomours OT rocTel B BBICTpauBaHUM cepBrca. CTparerusi BBOBICUEHUS TOCTEN
B TPOIIECC OMpEACTCHUsT IIEHHOCTEH CepBHCHOrO oOcmyxuBaHus. OOIme Iemm.
JIosITBHOCTB, YCTOMUYMBOCTE. ONpe/IEiICHUE 3JIEMEHTOB CEPBUCA, BBDKHBIX JJISI TOCTS.
PNC nuarpamma B Tipe3eHTaIlUM [IEHHHOCTEH, aHaiM3 JaHHBIX. OnpenereHue posm

noTpeOuTeIs (MOCTABIIMK, paboTOAaTeIh, KOHKYPCHT U T1).

Tema 3. CepBucHasi cTpaTerusi M KyJIbTypa B roctennpuuMcTBe (2 yaca)



IIpenocraBneHnss cepBUCa, OTBEYAIOUIETO OXKUAAHUAM rocts. OpueHranus
CTpaTerMd Ha 3X KIIIOYEBBIX KHUTa YJIOBJIETBOPEHUs OkuaaHus rocTs. Paspabotka
CEPBUCHOW CTpaTEIruu.

Omnpenenenue W BbICTapaBUBAaHHWE CEPBUCHOM KynbTypbl. Kynbrypa
okpyxeHre. COHOBHBIE 3JIEMEHTHI KYJbTYphl (Tpaaulvy, BEpa, TOBEpPHUE, LIEHHOCTH,
HOpMbI). KomMmyHMKanust B cepBUCHOW KyJbType. [IpUHIMITBI CEpBUCHON KYJIbTYpBI
TOCTENIPUMMCTBA: HEOOXOMMOCTH JINUAAENA, HEOOXOAUMOCTh KYyJIbTYphl. Bo3MOXKHOCTB

HN3MCHCHI KYJIBTYPBI OpraHu3aliu.

Tema 4. CepBucoopueHTHPOBAHHBbIE COTPYAHUKH B rocrenpuumcrse (1 yac.)
Ilouck u HaeM CEpBUCHOOPUEHTHPOBAHHBIX COTPYAHMKOB. BritoueHue
COTPYIHHMKOB B IIpOLECC IUIaHUpOBaHUs. TekydecTs KanpoB. OmnpeneneHue Tydinmx
COTPYAHUKOB C TOUYKH 3pEHUsI OPTraHU3ALIMHU U IIPEIOCTABACHHS CEPBHCA.
OOyueHue CcOTpyAHMKOB M MoTHUBalMsA. Pa3paboTka mporpammsl 0OydeHHE.

PazButue nepconana. Itrka u 6uznec. CI0)KHOCTH O0yUYEHHSI TEPCOHAIA.

Tema 5. CepBuc- qu3aiin, MeHeUKMEeHT W KoMMyHukanusi (1 4.)

VYuer ynpaBieHYECKHX OCOOEHHOCTEN B 3aBUCMOCTH OTPETUOHA U KYJIbTYPHI.
[InaHupoBaHue, opraHu3alys W KOHTPOJIb CEPBHCHOIO NPOLECCAa U €ro JIOCTaBKU
KOHEYHOMY MOTPEOUTEITIO.

VYnpaBieHUYECKUE TPUHIMIIBI B TOCTENPUMMCTBE: NPUHLMII  OXXHIAHWUS,
CEPBUCHBIE LICHHOCTH.

Nudopmanuss 1 cepBUCHBIA TPOIYKT, MH(OpMAIMsT U CEPBUCHBIN Ipolecc,

UH(OPAMITUS U TIPOIIECC JOCTABKH.

Tema 6. [IpoBeneHue ayaura cepBucHOro npouecca (1 4.)

TexHonmorusi U MeTOAbI OIEHKM KauecTBa cepBuca. OIEHKa cepBUCa MOCIHe
npegocraBienust ycnyru. [lonrotoBka k  cepBucHomy ayauty. IlpoBenenue
cepBUCEHOro ayauta no maram ( l-oueHka mporiecca, 2- OINPENETCHUE ILEHHBIX

CCPBUCHBIX 3JICMCHTOB, 3- OIIPCACIICHUC HpO6J'ICMHBIX CCPBUCHBIX 3JICMCHTOB )



PaGora ¢ oOpatHOll cBsi3pl0 TMOTpeOuTENel. Pa3paboTka cucTeMBbl 0OpaTHOM
CBSI3U OT MoTpeduteneid u coTpyaHukoB. Kananel oOpatHoii cBsizu. COOp M aHaU3

uHGbOpMAaITUH.

Tema 7. Koppektupymommue aeiicTBHS, YJy4llleHHe CepBHCAa, BHeJAPeHHE
naHoBanmi (1 4.)

VirydieHus: 10 HampaBlICHWSIM: CTpaTerus, mepcoHai, cuctema. OrleHKa
Oyaymmx Bo3MokHOcTel. PabGora ¢ mpobiemamu, 0003HaAUEHHBIMU TOTPEOUTEIIEM
yciyrd. Peopranmszanusi cepBUCHOM cucTeMbl. (CHCTeMa BHEIPEHHSI CEPBUCHBIX

WHHOBAIIUH.

Il. CTPYKTYPA U COJAEP)KAHUE NPAKTUYECKOM YACTH KYPCA
U CAMOCTOSTEJBbHOM PABOTHI
IIpakTnueckne padoTbl

(18 uac.)

IIpakTnueckoe 3ansaTue Ne 1. [lonsiTue «cepBHC», HEOOXOAMMOCTh CEPBHC-
au3aitHa (24.)
1. Consider the formula presented:
service product + service environment + service delivery system = guest
experience

a. Although all parts are important, do you think these three types of
organizations—a hotel, a restaurant, and an airline—would tend to
place a different em- phasis on the three parts in providing the total
guest experience?

b. If product + environment + delivery system = 100%, how would the
hotel, res- taurant, and airline divide up their emphasis? Or, how
would these organization types rank the three parts of the guest
experience in order of emphasis?

2. Imagine that a Rolex watch, a RadioShack watch, an Eagle Mirado #2

pencil, and a Cross fountain pen are sitting on a table in front of you. Which

6



item is highest in quality, and which is lowest in quality?

3. These standard rooms are available in your locality: the Ritz-Carlton Hotel
($450 per night), a Holiday Inn ($150), a No-Tell Motel ($59.95), and a
YMCA or YWCA. Which room is highest in quality, and which is lowest in
quality?

4. Consider the examples in questions 2 and 3 in terms of value. Under what
circum- stances can quality be high and value low? Value high and quality
low?

5. A guest experience is a service, and that services are largely intangible.
Think of a somewhat expensive guest experience you have had. What tangi-
bles did the organization use to make you feel that your intangible
experience was worth the money you paid?

6. Reflect on a recent, enjoyable guest experience and on a disappointing guest
experience. A. What were the significant events, the moments of truth,
during each experience? B. How did they contribute to your enjoyment or
disappointment? C. How do they relate to managing the guest experience
in hospitality organizations?

7. There are some general statements about how people form their expecta-
tions for guest experiences.

a. How do those statements match up with the way you personally form
your expectations for a new upcoming experience?

b. If you are going for a repeat experience, would your expectations be
based totally on previous experiences?

c. If you were a hospitality manager, what level and type of expectations
would you want to create in your guests, and how would you try to
create them?

d. How would you take into account the fact that some guests are new,
some are repeaters, and you may not know which are which?

8. You are probably familiar with the expression “too much of a good thing.”

In the hospitality setting, that would describe over-delivering the service

guests have come to receive. A. How much service is too much service?

7



Have you ever experienced excessive service? B. How does a hospitality
manager ensure that guest expectations are met or exceeded without going
overboard?

9. How is service quality related to guest satisfaction?

10. Permrenvie 3a1ady ( Keric-cTaau, TECTHI).

IIpakTuyeckoe 3ansaTe Ne 2. OueHka o:kugaHuii rocrs. BoBieuenue rocreii B
npouecc onpeaeJeHusi HEHHOCTEl CepBUCHOT0 00cay:KuBanus (4 41.)

1. .You are about to start your own restaurant and need to articulate a strategic
plan. Think of five key decisions you need to make, and tell how you will
make them.

2. List a few necessary core competencies for successfully operating a fast-

food restau- rant versus a fine-dining restaurant versus a casual-dining

restaurant.
A. Why are these competencies core?
B. Why do they differ from one type of restaurant to another?

3. How does knowing key drivers help a manager meet guest expectations in a
guest experience?

4. Think about kids in junior high school today; they will be part of
tomorrow’s work- force and customer base. What management and guest-
service changes will hospitality organizations have to make if they want to
succeed with these future employees and customers?

5. Think of a hospitality organization that you are familiar with.

A. What seem to be the key drivers of the guests in its target
market?

B. How do these key drivers influence how the organization
operates?

C. How should they influence how that organization operates?

6. Think of a product, service, or brand to which you are loyal. Why are you
loyal to that product, service, or brand? What did the organization do to
acquire your loyalty, and what has it done to maintain it? Based on the

8



reasons for your loyalty, what one piece of advice would you give to future
hospitality managers?

7. How do you define service? What are the components of good and bad
service? Which components of bad service are due to not getting something
that you expected or wanted but don’t get? Getting something that you don’t

expect or want?

IIpakTuyeckoe 3ansaTne Ne 3. CepBucHas crparerusi ¥ KYJbTypa B

rocrenpuumMcrae (4 yaca)

1. Why is it important to check the delivery system first before checking to see
whether employees are to blame for service failures?

2. Recall two types of hospitality organizations with which you are familiar.

A What people and nonpeople parts of each organization’s service
delivery system can you see? Not see?

B. What steps does each organization take to ensure that you cannot
see certain parts of the delivery system, and why does it take
those steps?

C. Are any parts of these two organizations’ service delivery
systems (e.g., the frontline server) more important than other
parts? Or are all equally important because a service delivery
system is only as strong as its weakest link?

3. If you opened a new restaurant, would you bother to blueprint your service
delivery system? Why or why not?

8. If you did a blueprint, would you show it to your employees and discuss it with
them, which would take time and cost money, or simply teach them their jobs on a
need-to-know basis? Or would you leave it up to them whether they stud- ied the
blueprint or not?

9. The chapter referred to a service blueprint for a frontline bank employee that
covered thirty-six 11-by-18 pages. How long would your restaurant blueprint be?
Compare the relative usefulness of your blueprint with the bank-employee
blueprint.

4. You have been asked to manage a local music festival.



A How would a PERT/CPM chart help you do this?

B. What would its essential elements, the individual circles in the
chart, be?
C. What would your PERT/CPM chart look like? Sketch it out,

indicating the critical path.

10. Describe several situations in which hospitality managers could use cross-
functional project and matrix teams to improve the quality and/or value of the
guest experience.

11.Providing a wow service and preventing service problems are two sides of the
same coin. Discuss.

12. Pemmienue 3ama4 (TeCThI, KEUC-CTA/IH)

IIpakTuyeckoe 3anaTHe Ne 4. CepBHCOOPHEHTHPOBAHHbIE COTPYIHMKH B
rocrenpuumMcTBe (2 yac.)

1. Virtually all organizations give their employees some training.

1. “Training frontline employees is more important to hospitality
organizations than to manufacturing organizations, because hospitality
employees are dealing with people, not widgets.” Do you agree or
disagree? Discuss.

2. How can organizations try to find out if the training they provided
was effec- tive? Can they ever be sure?

2. How should a training program for fine dining and casual dining waitstaff be
different?

3. Match several of ttraining types to employee types and job types. For
example, which techniques described in the chapter might be most effective
with restaurant servers? Ride operators at a theme park? Agents at an
information booth on a cruise ship?

1. How do you like to be trained or instructed? Which method or
methods work best for you, and why?

2. If the class shares responses to that last question, how do you account

for the differences among students?
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C. How does all that relate to managing the guest experience in hospitality
organizations?

5. What does it mean to develop employees anyway? Why is it particularly
important to develop employees in hospitality organizations?

6. Some types of hospitality organizations typically experience (and accept) a
high rate of entry-level employee turnover. Do you think these organizations
should develop their entry-level employees to reduce turnover? Or would
they simply be spending money to develop employees who will be moving
on anyway, possibly to competitors?

7. Pemenue 3amay ( KeWc-CTaId, TECTHI).

IIpakTnyeckoe 3ansaTme Ne 5. CepBuc- aAu3ailH, MeHeIKMEHT "
KOMMYHMKAIMSA (2 4.)

1. Name some ways or situations in which guest involvement in the co-

production of a restaurant experience can be useful to the organization.

A. Name some ways in which it can be useful to the restaurant guest.

B. What KSAs should restaurant guests have to be successful co-producers?
C. “Train them if they need it; motivate them if they need it; and keep it
simple, undemanding.” Would that formula promote successful guest co-
production?

2. Name some ways or situations in which guest involvement in the co-
production of a restaurant experience would not be useful or might be
harmful to the organization.

A. When might co-production in a restaurant not be useful to guests? When
might it be harmful?

B. What can the organization do to discourage co-production in those
situations?

3. Suggest some ways in which a restaurant, a hotel, a theme park, a tour bus,
and a travel agent might achieve a higher level of guest co-production that

would benefit both the organization and the guest. Was it more difficult to

11



apply the co-production idea to some of those hospitality or hospitality-
related organizations than to others? If so, why?

Under what circumstances do you think the organization is justified in firing
a guest? Think of a hospitality situation in which you would almost but not
quite fire a guest. See whether your classmates agree with you or whether
they would fire the guest.

Some hospitality authors suggest that guests should be managed as if they
were quasi- employees.

A. Who do you suppose these authors think should do this managing?
B. Whoever these managers are, should they be selected differently for their
jobs

because of the type of “management responsibilities” their jobs will entail?
C. Should they be trained differently?

Penrenue 3amad (TecThl, KEHC-CTAIN)

IMpakTuyeckoe 3ansitue Ne 6. [IpoBenenune ayqura cepBUCHOr0 nmpouecca (2 4.)

1.

Is it critically important for hospitality organizations to measure how satisfied
guests are with service quality and value? Or is it sometimes sufficient for
organizations sim- ply to offer the best service they can and hope for the best?
Regarding the strengths and weaknesses of different methods for measuring
service quality:

What are the strengths and weaknesses of managerial observation?

What are the strengths and weaknesses of guest comment cards?

Why is the comment card technique used so frequently in spite of its weaknesses?

What provisions would you expect to find in a typical service guarantee for a

restaurant?

. What are the advantages and disadvantages to restaurants of offering such a

guarantee?
How might the service guarantees of a quick-serve restaurant and a fine-dining
restaurant differ?

Why would a hotel be more apt to use a guarantee than a restaurant, or a res-

12



taurant than a hotel? Do the restaurants with which you are familiar have

guarantees?

10. What are the advantages and disadvantages to hospitality organizations of mystery

shoppers? In which types of hospitality organizations do you think mystery

shoppers would be most and least effective?

11.To what extent should managers use a cost/benefit analysis when trying to

determine which techniques to use to measure the guest’s perception of the guest

experience’s quality and value?

IIpakTuyeckoe 3ansitue Ne 7. Koppekrupywuiue aeiicTBusl, YJy4dllleHUe

cepBHca, BHeJIpeHUe HHHOBanmi (2 4.)

1.

Recall a service failure during a guest experience of your own.

Describe the failure and your reaction to it.

Describe the organization’s response to the failure. Did your reaction to the failure
seem to affect the organizational response?

As a result of what happened, how do you feel about this organization now?

If you were not completely satisfied, what could the organization have done to
satisfy you and perhaps cause you to be even more loyal to the organization than
before?

If you ran a hospitality organization, how would you plan to recover from failure?

Would you give employees a list of common failures and their corresponding
acceptable recovery strategies, or would you empower employees to use what-
ever recovery strategies they saw fit? Or both?

Would you try to quick-fix problems immediately or look for longer-term solu-
tions that might prevent future problems?

What would be the characteristics of your service-recovery plan?

One hospitality leader instructs employees to keep offering successively more
significant remedies to failure until the guest smiles, then stop. Discuss this
strategy.

Many service failures occurring during guest experiences at a hotel or at a
restaurant can be predicted and fixed. Name two problems that a hotel and a

restaurant probably cannot fix. What should the managers do if those failures

13



occur?

10. A guest in your organization starts an argument with another guest who has tried
to cut into a waiting line.  A. Is this a service failure? If so, who or what failed?
What should you as a man- ager do? B. If, rather than starting an argument, the
first guest punches the second guest, what should you as a manager do?

11. Do you believe that a complaint is “a gift” from the complaining customer to the
or- ganization? If you have complained to organizations, has the reaction
suggested that they believe you are presenting them with a gift?

12. According to this chapter, some experts suggest that apologizing for failures of
which the guest may not even be aware might be a good idea. Do you agree?

6. Pemenue 3agad (TeCThl, KeMC-CTaIN)

I1l. YYEBHO-METOANYECKOE OBECIIEYHEHUE
CAMOCTOSTEJIBHON PABOThI OBYYAIOIIUXCSI

Y4ebHO-MeToAnUEeCKOE 00ECIICUCHHE CAaMOCTOSTEILHOM paboThI
oOyuyaronuxcs mo auciuiuinae «Guest Service Management (Yrpasnenue
TOCTEBBIM CEPBUCOM)» BKJIIOYAET B CEOS:

— TUTaH-TPa(UK BBITOIHEHHUS CAMOCTOATEIBHOM paboThI 10 TUCIUILTUHE, B
TOM YHUCJI€ TPUMEPHBIE HOPMBI BpEMEHHU Ha BBIMTOJIHEHHUE TI0 KXKIAOMY 3aaHHIO;

— XapaKTEepUCTUKA 3aJaHUM 11 CAMOCTOATENbHON pabOThl 00yYarOUUXCs U
METOAMYECKUE PEKOMEHIAINH TI0 X BBITOIHEHHIO;

— TpeOoOBaHUSI K  TPENCTaBICHUIO W OQOPMIICHHIO  PE3yJbTaToOB
CaMOCTOATENbHON pabOThI;

— KPUTEPHUH OIICHKH BBHITIOJHEHUS! CAMOCTOSITEIILHON Pa0OTHI.

Ilnan-rpaduk BbINOJHEHHUS CAMOCTOSATEIbHOI PA0OTHI 0 TUCHUILIUHE

Bun IIpumepHbIe
Ne Hata / cpoku . HOPMBI
CaMOCTOAITETbHOI ®opma KOHTPOJIs
n/n BBINOJIHEHUS BpeMeHH Ha
padoThI
BBINOJHEHH e
1 Henens N3yuenune
A v . [Ipe3enranus nokiana,
TEOPETUYECKOI
1. 8 OTBETHI HAa BOTIPCHI
2 Henens uH(popManuuy, sanay
MOJITOTOBKA JIOKJIA/I0B
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3 Henend Uzyuenue
A i N [Ipe3enTanus
TEOPETUIECKOU
2. 8 JIOKJIAZIOB U pEIIcHUE
4 nenens uH(pOpMalnH, pelIeHHe .
Kelic-cTanu
3a1a4
IToaroroBka x
B Teuenue .
3. IIPAKTUYECKUM 12 YcTHBIN onpoc, TECT
cemecTpa
3SHATHIM
O Henens AHanu3 U pelieHue
6 Henens CUTYaIlMOHHBIX 33]1ad, 3amuTa npe3eHTanu,
4 7 Henens MOJITOTOBKA K 324eTYy, 17 TEeCTUPOBaHUE,
' 8 Henmens BBICTYIICHHE C [TpoBepka pemeHus
9 Henens MPE3EHTALUSIMU 110 3a1a4
BBIOpAHHBIM CTpPaHaM
NTOI'O 45

PexomMeHaanum o caMoCTOATEIbHOI padoTe CTY1eHTOB

Oco0oe 3HaueHWe [Is OCBOCHHMSI TEOPETHYECKOrOo MaTepuana u JJis
npuoOpeTeHus: U (HOPMUPOBAHMS YMEHHM M HABBIKOB HMMEET CaMOCTOSITEIbHAas
paboTa CTyJICHTOB.
CamocrosTenpHas pabora cTyaeHTOoB 1o aucuuiuimHe «Guest  Service
Management (YmpaBiaeHHE TOCTEBBIM CEPBHCOM)» IMpEAyCMaTpUBaET HU3ydCHUE
PEKOMEHIyeMOW OCHOBHOW ¥ JOTIOJHUTEIBHOW JIMTEPATyphl, IOATOTOBYK
JIOKJA/I0B, pEIICHHEe CUTYTUBHBIX 3a/ad, TMOJArOTOBKA TMPE3CHTAIMH  T10
BIICUTAJICHUSAM BBIOPAHHOW CTPaHbBI, M MOATOTOBKA K TIPOMEKYTOYHOW aTTECTAIIUU
— 3a4eTy .

JIst caMOnpOBEpPKH YCBOCHHUSI TEOPETHUECKOTO Marepuana U cladye 3adera

CTyACHTaM HpcajiararorCsa BOIPOCHI AJIsI CAMOKOHTPOJIA.

Pexomenaanuu mo padore ¢ qureparypou

[Ipu camocTosaTensHON paboTe ¢ PEKOMEHIYeMOW JTUTEPaTypoil CTyJAeHTaMm
HEO0OXOAMMO MPUAECPKUBATHCS OMPEACIIEHHON NOCIEI0BATEIbHOCTH:

— Mpu  BBIOOPE JIUTEPATYPHOTO HCTOYHHKA TEOPETHYECKOro MmaTepuasa
Jy4Iie BCEro MCXOJWTh M3 OCHOBHBIX MOHITHH M3y4aeMoOW TEeMbI Kypca, 4TOObBI
TOYHO 3HAaTh, YTO KOHKPETHO UCKATh B TOM WJIM UHOM U3 aHUH;

— nst 6o7ee rIy0OKOTO YCBOCHHUS M TIOHUMAHUSI MaTepHalia ClIenyeT YnTaTh
HE TOJIbKO MMEIOIIMECS B TEKCTE OIPEICIICHUS W MOHATHS, HO U KOHKPETHBIC
MIPUMEPBI;
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— yTOOBl TOJY4YUTh O0Jieeé OOBEMHBIE U CHCTEMHBIE IPEICTaBICHMS IO
paccMaTpUBaEMONl TeM€ HEOOXOAMMO MPOCMOTPETh HECKOJBKO JIMTEPATYPHBIX
UCTOYHUKOB (BO3MOYKHO aJIbTEPHATUBHBIX);

— HE CJelyeT KOHCIEKTUPOBAaTh BECh TEKCT 110 pacCMaTpUBAEMOM TEME, TaK
KaK TAaKOW IOAXOJ HE JaeT BO3MOKHOCTH OCO3HaTh MaTepual, HEOOXOIHUMO
BBIIEJIUTh U 3aKOHCHEKTUPOBATH TOJBKO OCHOBHBIE MOJIOXKEHUS, OMPEICICHUS U

IMOHATHA, IMTO3BOJIAIOIINEC BEICTPOUTD JIOTUKY OTBCTA HA U3YUYACMBIC BOIIPOCHI.

MeToauyeckue yKa3aHus K peLIeHUI0O KeHc-3a1a4u

Kenc-3amaya — 3TO ONMCaHHWE PEAIBHBIX 3KOHOMHUYECKHUX, COLMAIBHBIX H
ousHec-cutyanuii. OOy4aroniecss JOJKHBI UCCIIE0BAaTh CUTYAIUIO, Pa300paThes
B CyTH NpoOJeM, NMPEAJIOKUTh BOZMOXKHBIE PELICHUSI U BbIOpaTh Jydllee U3 HUX.
Keiicbl OCHOBBIBAIOTCSA Ha peajbHOM (DaKTHUYECKOM MaTepualie WM  Ke
NpUOIMIKEHBI K peaIbHON CUTYaIUH.

Kelic-3amaun npegHa3HayeHbl MU MCIOJIb30BAHMS CTYJIEHTAMHU KOHKPETHBIX
OPUEMOB M KOHLIENIMA TpPU UX BBINOJHEHUU [JII TOTO, YTOOBI MOJYYHTb
JIOCTaTOYHBIM YPOBEHb 3HAHUW U YMEHUU I IIPUHSTUS PEIICHUNA B aHAJIOTUYHBIX
CUTyalMsiX Ha Oyaymed mnpodecCHuOHaNbHOW NEATeIbHOCTH, TEM CaMbIM
yMEHbIIAs pa3pblB MEXAY TEOPETUYECKMMU 3HAHUSAMU M MPAKTUYECKUMU
YMEHUSIMH.

CTyeHT [OJKeH yMEeTh MpaBUJIBHO MHTEPIPETUPOBATH CHUTYaLUIO, T.€.
IPAaBWJIBHO OMNpPEAENATh — Kakue (aKToOpbl SBIAIOTCS HauOoyiee BaKHBIMH B

ﬂaHHOﬁ CUTyallMu U KaKOC PCHICHHUC HCO6X0)II/IMO IIPUHATD.

IHopsimoxk cpavyu Keuc-3a1a4M U ee OllCHUBaHUe
Kelic-3amaua BBINONHSAETCS  CTYJIEHTAMHM B CPOKH, YCTaHABJIMBACMBIE
MIPENOIaBaTeNIeM 110 PEAIM3YyEMOW JUCLUIUIMHE, W CHAETCA MPENOAaBaTENIO,
BEAYILIEMY AUCLUIUINHY.
[Ipu olEeHKE pelIeHUs Keic-3aJayu YYUTHIBAECTCS CTENEHb W3YYEHHOCTH
POOJIEMBI, COIEpKAHUE U APTYMEHTUPOBAHHOCTH OTBETA.

ITo pe3yibTaTaM IIPOBCPKU Keﬁc—3a)1aq M WX 3alIUTBI CTYACHTY BBICTABJISICTCSA
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OTPEJIETICHHOE KOJMYECTBO OalsIoB, KOTOPOE YUMTHIBAECTCS MPU OOLIEH OlIEHKe
IIPOMEKYTOYHOMN aTTECTALNH.
Kpurtepuu onieHKH Keiic-3a1a4u

- 100-86 0amioOB BBICTABIAETCS CTYIACHTY, ©CIU CTYICHT BBIPA3WJl CBOE
MHEHHE 10 chopMmynupoBaHHOW TpodieMe, apryMEHTHpPOBAlI €ro, TOYHO
OTIPEJICIIUB €€ COJIEPKAHUE U COCTABIISIONINE;

— 85-76 OGamioB - paboTa XapaKTEPHU3yeTCs CMBICIOBOM IEIBHOCTHIO,
CBS3HOCTBIO U TOCIEAOBATEIILHOCTHIO U3JIOKEHHS; JOMYIIEHO 2-3 OIIMOKHU IpHU
OOBSICHEHHHM CMBbICIa WM COJepKaHus MpoOsieMbl. DakTHUECKHX OIIHUOOK,
CBSI3aHHBIX C IOHUMaHUEM MPOOIIEMBI, HET;

— 75-61 Gamn - CTYJIEHT MPOBOAMUT JOCTATOYHO CAMOCTOSITEIBHBIM aHAIH3
OCHOBHBIX 3TallOB U CMBICJIOBBIX COCTABJIIOIIMX MPOOJIEMBI; TOHUMAET 0a30BbIE
OCHOBBI U TEOPETUUECKOE 000CHOBAHUE BHIOpaHHOU Tembl. JlomyiieHo He Oosiee 5
OLIMOOK B CMBICIIE WJIH COJIEP>KAHUU NTPOOIIEMBI;

— 60 u MeHee OaiOB — eciaM paboTa MPEACTaBIsAeT CO0O0Il MOJHOCTHIO
NepenucaHHblii MCXOAHBIM TEKCT, 0€3 KakuxX Obl TO HHM ObLJIO KOMMEHTapHEB,

aHanu3a. He packpeiTa CTpyKTypa U TEOPETUUYECKAS] COCTABIISIONIAS TEMbI

MeToaudecKkue peKOMEHIALMH 1JIsl MOATOTOBKH A0KJIa/1a, CO00meHus/
npe3eHTaAnuu
I[OKJ'IaI[ JOJI2KCH 6I>ITI> HalluCaH KaXXIAbIM CTYACHTOM CaMOCTOATCIBHO.

CTy#eHT NOJDKEH HMCIOJIb30BaTh TOJIBKO TE€ JIMTEPATypHbIE UCTOYHUKH (HAy4dHBIE
cTaTbu, MOHOrpaduu, nMocodus u T.1.), KOTOPbIE UMEIOT MPSIMOE OTHOIICHHE K
u30panHoil uM Teme. He momyckaroTcsi OTCTpaHEHHBIE pAcCYXACHUS, HE
CBSI3aHHBIE C aHAIM3HpPyEeMOH MpobieMoi. OriaBieHUe JO0JKHO YETKO OTpa)kaTh
OCHOBHOE COZEpXaHue paboThl U 00ecneYnBaTh MOCIEI0BATEILHOCTh U3I0KEHUS.
CryneHTy He0OXOIUMO CTPOTO MPUACPKHUBATHCS JIOTUKH U3JI0KEHHSI — HAUMHATD C
ONpEeNeNeHUs] U aHauu3a T[OHATUW, TMEeperTH K TMOCTaHOBKE MPOOJIEMBI,
IIPOAHAIM3UPOBATh NYTH €€ PEIICHHs M CcIelaTh COOTBETCTBYIOLIUE BBIBOJBI.

PabGora nomkHa OBITH JOCTaTOYHO KPAaTKOW, HO PACKPHIBAIOIIEH BCE BOIPOCHI
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COJIEp KaHUs U TEMY.

[To cBoelt CTpyKType AOKIAN OJDKEH UMETh TUTYJIBHBINA JINCT, OTJIABJICHHE,
BBeleHHE (rAe CTyIeHT (OopMyaupyeT MpoOjeMy, MOJUISKAIIYI0 aHaIu3y |
UCCIICIOBAHNUIO), OCHOBHOM TEKCT (I€ TMOCIEAOBATEIbHO  PaCKpPbIBACTCS
n30paHHas Tema), 3aKitoueHue (TAe CTyACHT (GOPMYIHPYET BBIBOJBI, CICIaHHBIC
Ha OCHOBE OCHOBHOTO T€KCTa pabOThI), CIIMCOK UCIOJIb30BAaHHBIX UCTOYHUKOB (10-
15 naumeHoBaHuii). B criucok MCMONB30BaHHBIX UCTOYHHUKOB BHOCSITCSI HE TOJIBKO
WMCTOYHUKH, Ha KOTOpBIE CTYAEHT CChUIAeTCs MpHU MOJATOTOBKE pedepara, HO H
WHbIE, KOTOPbI€ ObUTM U3Y4YEHBI UM IIPU MOATOTOBKE pedepara.

JUI1  MOATrOTOBKM  YCTHBIX  COOOLICHWH WM  TPE3CHTAMHA  KENaTelIbHbI
WLTIOCTpaTUBHBIE ((POTO- U BUIEO-) MaTepUalibl, CTATUCTUUECKUE JMarpaMMbl U
TaOJUIIBL.

OOm1re TpeGoBaHus K IMPE3CHTALIUH:

- IIpe3eHTAaIIMs HE T0JbKHA ObITh MeHblle 10 crnaiios;

- TIEPBBIN CIAli— 3TO TUTYJBHBINA CIIAMJ], HA KOTOPOM OOSI3aTENILHO JIOJKHBI OBITh
MPEJICTABIICHBI: HA3BAHUE MPOEKTA; (haMIUITHSI, UMsI, OTYECTBO aBTOPA.

it odopmiieHHsT TIpE3EHTALMM  O0s3aTeNIbHBIM — TPEOOBAHUEM  SIBJISIETCS
UCTIOJTK30BaHKE (PUPMEHHOT'O CTWJISI YHUBEPCUTETA.

OdopmiieHne n0oKIaga OCYIIECTBISIETCS B COOTBETCTBHM C TpeGoBaHUAMU K
0(OPMIICHUIO TTMCHbMEHHBIX PadOT, BBIMOJHSIEMBIX CTYJEHTAMH U CIyIIATEIIMHU
JAB®Y (2011 r.) wmm Meroanueckumu ykazanusimu [1IOM  JIBOY 1o
BBITIOJITHCHUIO W O(GOPMIICHUIO BBITYCKHBIX KBaJTU(UKAIMOHHBIX W KYPCOBBIX
pabot (coct. B.B. Jluxauesa, A.b. Koconamnos, I'.M. CsicoeBa, E.I1. Bonongapckas,
E.C. ®umenko. — Bmanusocrok: M3natenbckuit qom JlansHeBoCT. deaepan. yH-Ta,
2014. -43 c.).

[Ipu oreHke AOKIIaga YYUTHIBAIOTCS COOTBETCTBUE COJEPIKAHMS BHIOPAHHOU
TE€Me, YETKOCTh CTPYKTYpPbl paOOThl, yMEHHE pabOTaTh ¢ HAYYHOU JUTEPATYpPON U
HOPMATHBHBIMA W TEXHHUYECKHMH JTOKYMEHTAMH, JIOTHUYCCKH MBICIUTh, BIIAJCTh
npoecCHoHaNbHON TEPMHUHOJIOTHEN, TPAMOTHOCTh O(OPMIICHHUS.

[To pe3ynbraram NpOBEPKH AOKIAJA U €r0 3aIIUTHI CTYJIEHTY BBICTaBISETCS
OTPEJICTICHHOE KOJMYECTBO OalsIoB, KOTOPOE YUMTHIBAECTCS MPU OOLIEH OLIEHKE
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MPOMEKYTOUYHOM aTTeCTALMH.
Kpurepuu onenku (YCTHOr0 10KJIa/a, COOOIIEHUS, B TOM YHCJIe
BBINOJIHEHHBIX B (popMe mpe3eHTAH)

100-86 6anioB BBICTABISIETCS CTYJCHTY, €CIIM CTYICHT BBIPA3MI CBOE MHEHHE I10
chopmyspoBaHHO# MpoOIIEMe, ApryMEHTUPOBAIT €T, TOYHO ONPE/ETUB €€ CONIEp)KaHue
u cocrapmitonme. CTyIeHT 3Ha€T W BIAJCET HABBIKOM  CaMOCTOSITEIILHOW
UCCIIEIOBATEILCKOM pabOThl IO TeME MCCIIEOBAHMS; METOAAMU U TpUEeMaMU aHajn3a
TEOPETUUECKUX W/WIM TPAKTHYECKUX AacleKTOB H3ydaeMoll oOsactu. DakThdecKux
OIIMOOK, CBS3aHHBIX C MOHMMaHWEM IPOOJIEeMBbI, HET, Tpadudecku padota odopmiieHa
TPaBUIILHO

85-76 - 6annoB - paboTa XapaKTepU3yeTcsi CMBICIIOBOM LIETBHOCTHIO, CBSI3HOCTHIO U
TMIOCJIEIOBATEIIBHOCTBIO M3JIOKEHUS; JOMYILEHO He Oonee 1 OommMOKM Mpu OOBSICHEHUH
CMbICTIa WM COAepKaHusl MpoOsiembl. JIisi aprymeHTaryd MpUBOJSTCS Pa3iIMUYHbIC
JTAHHBIE ~ OTEUYECTBEHHBIX W 3apyOSKHBIX  aBTOpOB.  [IpopeMOHCTpHPOBaHBI
UCCIICIOBATENIbCKNE YMEHHMs U HaBbIKH. DakTuueckmx OmmOOK, CBI3aHHBIX C
MIOHUMaHHEM MPOOJIEMBI, HeT. J{oIyIieHbI 0/1Ha-/1BE OMOKH B 0(hOPMIICHUN PabOTHI

75-61 Gay1 — CTyJIEHT MPOBOJIUT JOCTATOYHO CAMOCTOSITEIIbHBINA aHAJIN3 OCHOBHBIX
ATaloOB W CMBICTIOBBIX COCTABJSIOIIMX MPOOJIEMBbI, TIOHUMAeT 0a30BbIE OCHOBBI H
TEOPETUUECKOE 0OOCHOBAHME BHIOPAHHOM TeMbl. [IprBieyeHbl OCHOBHBIE UCTOYHUKH T10
paccmatpuBaeMoil TeMe. JlomyiiieHo He Oosee 2 OMMOOK B CMBICIE WM COACPYKaHUU
npo0JieMbl, 0popmIIeHUH pabOThI

60 u meHee OamwioB - eciu paboTa MpENCTaBIsIeT COOOM MepecKa3aHHbIA WU
TMIOJTHOCTBIO TIEPETTMCAHHBINA UCXOIHBIN TEKCT 0€3 COOCTBEHHBIX KOMMEHTAPUEB, aHAITN3A.
He packpbita cTpykTypa ¥ TeOpeTHYecKasl COCTaBIIIIOIasi TeMbl. JlomyeHo Tpu uim
Oonee Tpex OMMOOK B CMBICTIOBOM CONCP)KAaHHM PAcKphIBaeéMOM MPOOJIeMbl, B

oopmireHHN PadOTHI.

Bonpocsl 1j1s1 CAMOKOHTPOJIsI
Bomnpocs! 1151 CaMOKOHTPOJISI PpEeIHA3HAYEHBI ISl CAMOTIPOBEPKHU CTYICHTOM
YCBOECHUS TE€OPETHYECKOTO MaTepualia, MOATOTOBKH K BBIIOJIHECHHIO W 3aIHTE

7abopaTopHBIX paboT W cmade sk3ameHa. st ymoOCTBa MOJIb30BaHUSI BOIIPOCHI
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I CAMOKOHTPOJISL pa3OUTHI MO pasfesiaM U TeMaM TeOpPeTHYECKOW 4acTHh Kypca
JUCHUIUIMHBL W COPMYIHUPOBaHBI bl (GOpME TEPMUHOB, HEOOXOIUMBIX K
00s13aTeNIbeIbHOMY TTOHUMAaHHIO

Tema 1. IlonsaTne «cepBUC», HEOOXOAMMOCTH CEPBUC-IM3aiTHA

1. Hospitality.

2. service quality

3. service value

4, guest experience

5. moment of truth

6. service product

7. service setting

8. service environment

Q. servicescape

10. service delivery

11. expectations

12. service delivery system
13. service package

14, critical incident

15. quality

16. benchmark organization
17. value

Tema 2. Ounenka oxugaHuil rocrsi. BoBiieueHue rocTreidi B mpouecc
onpeacjacHus HeHHOCTeﬁ CCPBUCHOTO OﬁC.]]y)KI/IBaHI/Iﬂ

brand image

brand plan

action plan

environmental assessment

qualitative forecasting tools

quantitative forecasting tools

N o o s~ w D

intenal audit
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8. vision statement

9. core compitense

10. mission statement
11.design day

12.yield manaegement
13. revenue management

14.Focus grups

Tema 3. CepBucHasi crpaTerusi ¥ KyJbTypa B FOCTEIIPUUMCTBE

1. Oraganizational culture
2. Value

3. Norms

4. Rituals

5. Symbols

6. Believes

Tema 4. CepBrCOOPHECHTHPOBAHHBIE COTPYAHMKH B FOCTENIPUUMCTBE

1. Recruitment
2. Service natural
3. Human resourses planning

4. Job analysis

o1

. Emotional labour

»

. Emotional relationship

\l

. Hiring from within

oo

. Sucession plans
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9. Different types of interviews
10.External training

11.Internal training
12.Coaching

13.Audiovisual training

Tema 5. CepBuc- 1u3aiiH, MEHEI)KMEHT W KOMMYHUKALMSA

1. precess strategies

2. management by working around
3. guest focus group

4. job performance standarts

5. service guarantee

Tema 6. IIpoBenenne ayaura cepBUCHOIO mpoiecca

1. service guarantee

2. servise quality

3. techniques and methods for assessing service quality
4. meashures of servce quality

5. servise standards

6. Pemenue 3amau (TeCTh, KeWC-CTAIN)

7. Types of Service failures

Tema 7. Koppexkrupymwouiue aeiicTBusi, YJy4llleHHE CEPBHUCA, BHeJpPeHHE
HMHHOBaIUm
1. Servise failure

2. Causes of service failure
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3. Recovery strategy
4. Service innovations

5. Customer expectations

IV. KOHTPOJIb JOCTUXKEHWS IIEJIEM KYPCA

KonTtpoumpy OueHOYHBIE CpPeICTBA
e-Mble
Ne A3TeIIL] Kox u HaumeHoBanue .
n/n pasi HHIMKATOPA J0CTUKECHUSA TeKylnu TIPOMEIKY TOMHAs
AUCHUTLIUH KOHTPOJIb arrecTauus
bl
I1K-3.1
0 g [IpakTrue
azpabaTbIBaeT
pasp CKOe CuryannoHHas 3aa4a
CUCTEMBI o
3aHATHE (xetic 1,2)
OIIK- 3.1 | ynpapnenus C
uTyanuo | Beictymienue ¢
KaueCTBOM YCIIYT B .
yEIyr HHBIC JOKJIaIOM/TIpe3eHTaIuei
cdepe Typuzma sazaun
1. | Tema 1-7
[IpakTrue
OIIK3.2 CKOE
BHEJPSAET CHCTEMBI CuryannonHas 3aiaJa
3aHATHE o
OIIK- 3.2 yIIpaBICHUSI Crryario (xeiic 3.5)
KaueCTBOM YCIIYT B Y YcTHOe cobecenoBanne
chepe Typusma HHbIC
3aauu
IMK-5.1 [Ipaktnue | CutyanmoHHas 3aj1adya
aHaU3upyeT CKOE (xeiic 1,7,3)
npoeCCHOHATIBHY | 3aHTHE BricTymnenue ¢
10 uHpopmanuio, | Curyaro | IOKJIa0M/Ipe3eHTalnen
[IK -5.1 | npumeHsis 3HAHUS | HHbIE
TEXHOJIOTHYECKOTO | 3a/1a4u
U METOJIUYIECKOTO
XapakTepa,
IK-5.2 ouenuBaer
npodeccuonansny | [Ipaktuye
5 Tema 1-7 10 uHbopMaluio, | CKoe CuryannonHas 3agada
' K -5.2 WCIIONB3Ysl 3HAHUS | 3aHSTHE (xetic 3,6,8)
' TexHoJoruuyHeckor | Curyanmo | BeicTyruieHue c
0 ¥ METOJIMYECKOTO | HHBIC JIOKJIaIOM/TIpe3eHTanuei
XapakTepa, 3a1auu
IK-5.3
IIpakTuue
MIPUMCHSTE cKoe
WHHOBAIIMOHHBIE CuryannonHas 3agada
3aHSTHE o
IIK -5.3 3HAHUS TS IS (xetic 1,8,9)
Curyanmo
AHAM3a W OUCHKH | YcTHOe cobeceroBanue
po¢eCCHOAHIIBHO
9 3a1auu
i uHopmaru
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V. CIIUMCOK YYEBHOU JIUTEPATYPbHI U UH®OPMAIIMOHHO-
METOJUYECKOE OBECIIEYEHHUE JUCHUIIJINHBI

OcHoBHasi IuTEepaTypa
(2/1eKmpoHHble U nevamuvle U30aHus1)

1. IMepBokaaccHBII cepBUC KAK KOHKYPEHTHOE MpenMyInecTBo /
[Moyn ., EBcturneesa U., - 8- uzn., non. u nepepad - M.: AnbnuHa
[Ta6m., 2016. - 342 c.: 70x100 1/16 (ITepemnér) ISBN 978-5-9614-
5692-9 - Pexxum nocryna:
http://znanium.com/catalog/product/610283

JlonoJHUTeIbHAS JINTEPATypa
(newammuvle u 3/1eKMPOHHbBLE U3OAHUSL)

1. ['ocTuHUYHBIN cepBUC U TypusM: YuedHoe nocodue / [[.I'. bpamnos.
- M.: Amppa-M: UHDPA-M, 2011. - 224 c.: 60x90 1/16. -
(ITPO®UnL). (meperuter) ISBN 978-5-98281-234-6 - Pexum
noctyna: http://znanium.com/catalog/product/223577

2. T'octuanunblii cepBuc: YueOnuk / H.I'. Moxaesa, ['.B. Peibauek. -
M.: Anspa-M: HULT UHOPA-M, 2013. - 240 c.: un.; 60x90 1/16 + (
Jon. mat. znanium.com). - (ITPO®Us). - Pexum goctyna:

http://znanium.com/catalog/product/415579

3. Pecropannsiii cepBuc. Restaurantservice: Yuebnoe nocooue / Cocr.
H.IT. Anekceesa, B.W. IIporypenko. - M.: ®munra: MIICH, 2011. -
328 c.: un. (e-book) ISBN 978-5-9765-0972-6 - Pexxum moctyma:
http://znanium.com/catalog/product/320765

4, Cepsuc Plus, 2013, No 4-M.:PT'YTuC,2013.-100 c.[2nexkTpoHHBII
pecypc] - Pexxum J0CTyna:

http://znanium.com/catalog/product/449719

24


http://znanium.com/catalog/product/610283
http://znanium.com/catalog/product/223577
http://znanium.com/catalog/product/449719

5. CepBuc B Poccum u 3a pybGexom, 2014, Volume 8§, issue 1-
M.:PT'YTuC,2014.-210 c.[DnekTpoHHblii pecypc] - Pexxum nocryna:
http://znanium.com/catalog/product/466503

6. CepBuc B Poccum um 3a pybOexom, 2014, Volume 8, Issue 2-
M.:PT'YTuC,2014.-121 c.[DnekTpoHHblii pecypc] - Pexxum nocryna:
http://znanium.com/catalog/product/466557

7. CepBuc B Poccum um 3a pybOexom, 2014, Volume 8, Issue 3-
M.:PI'YTuC,2014.-142 c.[DnexkTpoHHbIii pecypc] - Pexxum nocryna:
http://znanium.com/catalog/product/475275

8. CepBuc  Plus, 2014, Tom 8. Ne2-M.:PI'YTuC,2014.-108

C.[ DJeKTpOHHBIM pecypc] - Pexum JOCTyIIA:
http://znanium.com/catalog/product/472765

Ilepeyenn pecypcoB HHGOPMALMOHHO-TEJIEKOMMYHUKAIIUOHHOW CeTH

«HHTEepHET»

1. bubmoreka ['OCToB M HOPMATHUBHBIX JOKYMEHTOB. Pexum 1ocTyma:

http://libgost.ru/

2. EBpaswmiickuii skoHOMUYecknid coro3: [IpaBoBoit mopran. Pexum mocryma:

http://www.eurasiancommission.org/

3. [lyOnukarnuu, cTtaTbl M METOAMYECKHUE MaTepuaibl MO MEHEIKMEHTY.
http://www.profy.ru

4. CoopHUK pecypcoB o AKOHOMUKE u MEHEI)KMEHTY.
http://www.econline.hl.ru

5. ®enepanbHblii MOpPTAl MO HAYYHOM W HMHHOBALMOHHOW NESITEIHHOCTH.
http://www.sci-innov.ru/

6. Business Monitor. www.businessmonitor.co.uk

7. Business Software Alliance. www.bsa.org
8. Datastream International. www.datastream.com

9. Globalization and Management Practices ( links and library resources (print
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and electronic) for Seattle University multidisciplinary course in the globalization

of business). www.seattleu.edu/-parker/homepage.html#natural

10. International organization for Standardization (ISO). www.iso.ch/
11. Small busibess Technology and Customes support Service

https://smallbusiness.chron.com/customer-service/

12. Educational site www.stydy.com

13. World Travel Awards https://www.worldtravelawards.com

Ilepeyenb HHPOPMALMOHHBIX TEXHOJIOTHH

¥ MPOTrPaMMHOT0 00ecreydeHust

1. CnpaBouHo-nipaBoBasg cuctema «Koncynprantllmoc». Pexum nocrtymna:

http://www.consultant.ru/

2. CpaBouHo-TipaBoBas cuctema «['apant». Pexxum goctyna: www.garant.ru
3. Ilporpammuoe obecnieuenue: Microsoft Word, Microsoft Excel, Microsoft

PowerPoint.

VI.METOANYECKHUE YKA3AHUSA 1O OCBOEHUIO JTUCHUTIJIMHBI

Peaymzanms  mucummuimabl - «Guest  Service Management  (YmpasneHue
TOCTEBBIM CEPBHCOM)»IIPEAYCMATPUBACT CIEAYIOIIME BHAbI y4eOHOW paboThI:
MpaKTHUKCKash paboTa, CaMOCTOsATEbHAS paboTa CTYIEHTOB, TEKYIIHA KOHTPOIb U
IPOMEXKYTOUHYIO aTTECTALHIO.

OcBoenne kypca aucuumuinabl «Guest Service Management (YnpasieHue
TOCTEBBIM CEPBUCOM)»IIPEATNONAraeT PEHTHHTOBYIO CHCTEMY OIIGHKH 3HaHUH
CTYZCHTOB U MIPElyCMAaTPUBAET CO CTOPOHBI MIPENOAaBaTENs TEKYIIUNA KOHTPOIb 3a
MOCEIIEHNEM CTYACHTaMH AayAMTOPHBIX 3aHSATHH, MOATOTOBKOW W BBITOJHEHUEM
BCEX BUOB CAMOCTOSITEIbHOW M MPAKTHUECKOH padoThI.

[TpomexxyTouHoii aTTecranueld o aucuuiumHe «Guest Service Management
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(YrpaBieHHne TOCTEBBIM CEPBUCOM )», KOTOPBI MPOBOIUTCS B BUI€ TECTUPOBAHUSI.

B Teuenune yueGHOTO cemecTpa 00y4aromuMcs HYKHO:

e OCBOWTH TeopeTuueckuii Marepua (20 6amion);

e YCHENIHO BBITOJHUTH AYAUTOPHBIE U KOHTPOJIbHBIE 3a1aHud (50 6amioB);

e CBOCBPEMEHHO M YCIEIIHO BBIOJHUTH BCE BHUIBI CAMOCTOSITEIBHOM
pabotsl (30 GanoB).

CtyneHT cuMTaeTcs aTTeCTOBaHHBIM To auciuiuimHe «Guest Service
Management (YmpaBieHHe TOCTEBBIM CEPBHCOM )» MPH YCIOBUU BBITIOTHEHUS BCEX
BUJIOB TEKYIIETO KOHTPOJS M CaMOCTOATEIBHOW pPalOOTHI, MPEAYyCMOTPEHHBIX
y4eOHOH POrpaMMON.

Kpurepuu monmyueHus olieHKH 1o auciuruinHe «Guest Service Management
(YmpaBieHne rocTeBbBIM CEPBUCOM)» JJISl aTTECTAIlMU Ha SK3aMEHE CIeAYIIHE:

Menee 61- HEyIOBIETBOPUTEIIBHO

61-75 ynoBneTBOpUTEILHO

76-85 xoporo

86-100 oTiauaHO

[lepecuer OamioB MO TEKYyIIEMY KOHTPOJIIO M CaMOCTOATENbHOM pabdoTe

MPOU3BOJIUTCS TIO PopMYyJIE:

m

0; k;
P = ) |omar % i
l

i=1

rae: W= X" ki nmus Tekyiero peuTunra,
W= Y, ki amst ©”TOrOBOro peHTHHT;
P(n) — pediTHHT cTyEHTa;
M — obIee KOTMIECTBO KOHTPOIBHBIX MEPOTIPHSATHIA;
N — KOJIMYECTBO MPOBEJICHHBIX KOHTPOJIBHBIX MEPOTIPHSTHIA;
0; — 6a1, OIYYEHHBIN CTYICHTOM Ha i-OM KOHTPOJILHOM MEPOTIPUSITHH;
0/"** — MakCUMaJIbHO BO3MOXHBIN 0al CTyJEHTA MO i-My KOHTPOJIBHOMY

MEpPOTIPUSATHUIO;

k; — BecoBoii KO3 GUIUEHT I-r0 KOHTPOJIBHOI'O MEPOIPHUSITHS
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ki* — BecoBoit KO3(DGHUIUEHT i-TO KOHTPOJIBHOTO MEPOIPHSATHS, €CIH OHO

ABIIACTCA OCHOBHBIM, HJIN O, €CJIM OHO ABJIICTCA JOIIOJTHUTCIIbHBIM.

PexomeHnaanuu no nNJIAaHUPOBAHUIO M OPraHM3allMU BPEeMEHH,
OTBEJACHHOI0 HA M3YYeHHUEe JUCHUIITHHBI

OnTuManbHBIM BapUaHTOM I[UIAHUPOBAaHUS W OpPraHU3alld  CTYJEHTOM
BPEMEHHU, HEOOXOIUMOTO JUIsl M3Y4YEHUS [UCLUUIUIMHBI, SIBISETCS PaBHOMEPHOE
pacnpeneneHue y4yeOHOM Harpy3kd, T.€. CHUCTEMaTHYECKO€ O3HAKOMJIEHHE C
TEOPETUUYECKUM MaTepUajoM BO BPEMsI CAMOCTOSITENIbHOM pabOThl U 3aKpeIieHHue
NOJIyYEHHBIX 3HAHUN TPU MOATOTOBKE U BBIINOJHEHUM INPAKTUYECKUX padboOT U
3aJaHUil.

[TonroToBKy K MpakTUYECKUM 3aHATHUSAM HEOOXOAMMO IMPOBOJIUTH 3apaHee,
yTOObl OBUIAa BO3MOKHOCTh MPOKOHCYJIBTUPOBAThCA C MPENoAaBaTeIeM [0
BO3HHMKAIOIIMM BompocamM. B cioydae mpomycka 3aHATHS, HEOOXOIUMO
IPEIOCTaBUTh MMCbMEHHYIO pa3paboTKy MPOMYIIEHHON IPaKTUUECKON paboThI.

CamocTosiTeNbHYI0 paboOTy CleAyeT BBINOJIHATh COMJIaCHO Tpaduxky H

Tpe6OBaHI/I$IM, MMPpCAJIOKCHHBIM IIPCIIOAaBATCIICM.

AJITOPUTM M3YYEHUS] JUCHUTIIMHBI

W3yyeHue Kypca AOHKHO BECTHCh CHCTEMATHYECKM W COMPOBOXKAATHCS
COCTaBJICHHEM MOAPOOHOT0 KOHCIEKTa. B KOHCIIEKT peKOMEHAyeTC sl BKII0YaTh BCE
BUJIbI Y4€OHOU pabOoThI: CAMOCTOSITENILHYIO TTPOPAO0TKY pPEKOMEHyeMOl OCHOBHOM
U JIOTIOJIHUTENIbHOM JIUTEepaTyphl, pPEIICHUE CUTYAlMOHHBIX 33Ja4 U KpPOCCBOPIOB,
OTBETHI HA BOMPOCHI ISl CAMOKOHTPOJISI U IPYTHUE 3aJaHusl, IPEAYCMOTPEHHBIE IS
CaMOCTOATENbHON pabOThI CTYIEHTOB.

OCHOBHBIM NPOMEXYTOYHBIM IOKA3aTeJleM YCIEIIHOCTH CTYyAEHTa B
IpoLeCcCe M3YYECHUS JUCLUUILIMHBI SIBJIIAETCS €ro0 TOTOBHOCTh K BBIIOJIHEHHIO
MPaKTUYECKUX paOOT.

B cnyuyae BO3HUKHOBEHUS TPYIHOCTEH CTYJAEHT JOJKEH U MOXKET 00paTUThCS
3a KOHCYJbTAIIMEN K BEIyIIEMY MTPENO0/IaBaTelo.

KpI/ITCpI/IeM TOTOBHOCTH K MIPaKTHYCCKHUM pa60TaM SABIIACTCA YMCHHUC
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CTYICHTa OTBETUTh Ha BCE KOHTPOJIbHBIE BOMPOCH, PEKOMEHIOBAHHEIC
npernoaaBaTesieM.

3HaHUs, TOJYyYEHHbIE CTYJIEHTaMH B TPOLECCEe H3YYCHUS IUCIUIUIMHBI,
JOJKHBI 3aKPEIUIIThCS HE TIOBTOPEHUEM, a IPUMEHEHHEM MaTepuaia. DTOH Ieu
npu n3ydeHun auciuruimabl «Guest Service Management (YmpaBieHre rocTeBbIM
CEPBHUCOM )»CITyXKaT aKTUBHbIE (OPMBI M METOIBl OOYYCHHsS, TaKhe KaK METOJI
CUTYallUOHHOTO aHaiu3a, KOTOPBIA JaeT BO3MOXHOCTh CTYJEHTY OCBOWTH
podeCCHOHANTLHBIC KOMIIETEHIIMA U TPOSIBUTH MX B YCIOBHUSAX, UMUTHPYIOIINX
po(heCcCHOHATBHYIO IeATEIBHOCTb.

Oco0oe 3HaueHWe [JIs OCBOCHHMSI TEOPETHYECKOrOo MaTepuana u s
npuoOpeTeHuss U (POPMUPOBAHUS YMEHHM M HaBBIKOB HMMEET CAMOCTOSITENIbHAs
pabota ctynentoB. CaMocTosTeNIbHAs paboTa CTYAEHTOB 0 JAHHOW AUCIUILINHE
IpeIyCMAaTpUBAET M3yYE€HUE PEKOMEHIYEMOH OCHOBHOW U JOIMOJHUTEIbHOU
JUTEpaTyphl, pEIIEHWE KEWcoB, MOATOTOBKY K BBIIOJHEHUIO U  3allUTe
MPAKTHUECKUX pabOT U MPOMEKYTOUHOM aTTECTAlUU — 3a4ETy.

Jljis caMOINIpOBEpKH YCBOEHUSI TEOPETUYECKOr0 MaTepuaia, U MOJArOTOBKE K

9K3aMCHY CTyACHTaM IPCAJIararoTCAa BOIMPOCHI JJIA CAMOKOHTPOJIA.

PexoMeHIaI[UM 110 UCTIOJIb30BAHUIO METOI0B AKTHUBHOTO 00YUYeHUsI

Jnst  moBbimeHust  3¢G@GEKTUBHOCTH  00pa3oBaTeNbHOTO  Mpolecca U
bOopMHpOBaHUS AKTUBHOW JIMYHOCTH CTYJEHTAa BaXKHYIO POJIb WIPAcT TaKOW
MPUHITUN 00y4YeHHUs KaK IMMO3HaBaTeNIbHAsI aKTHBHOCTH CTYACHTOB. Llenpro Takoro
OOy4eHHs SBJISICTCS HE TOJHKO OCBOCHWE 3HAHWUW, YMEHWH, HABBIKOB, HO H
dbopMUpOBaHWE OCHOBOIIOJIATAIONIMX KAauyeCTB JUYHOCTH, YTO OOYyCIaBIMBACT
HEOOXOJIMMOCTh HCIIOJIb30BAaHUS METOJOB AaKTHUBHOTO OOY4YEHHs, 0€3 KOTOPBIX
HEBO3MOXHO (hOPMUPOBAHUE CIIEIUAIMCTA, CIOCOOHOTO peliaTh NpoPecCuOHALHBIC
3aJ1a4y B COBPEMECHHBIX PHIHOYHBIX YCIIOBHSX.

Jlnst pa3BuTusi Tpo(EeCCHOHANBHBIX HABBIKOB M JIMYHOCTH CTYJIEHTAa B
KayecTBE METOJIOB aKTHBHOTO OOYYEHHS IIeIeCOO0pa3HO HCIOJIb30BaTh METOJbI
CUTYaIlMOHHOTO OOYYeHHMs, TPEACTABIAIONIMNE CO0OW ONUCaHUE JEIOBOM

CuTyaluu, KoTopasda pCajibHO BO3HUKAJIA UJIX BO3HUKACT B IMTPOICCCE ACATCIIBHOCTH.
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Peanuzarus Takoro tuma oOydeHus mo guciuiuinHe «Guest Service
Management (YmpaBiieHME TOCTEBBIM CEPBUCOM)» OCYILIECTBISIETCA uepes3
VCIIOJIb30BAHUE CUTYAal[MOHHBIX 3aJaHUW, B YACTHOCTH CHUTYyalMOHHBIX 3a/ad,
KOTOpPBIE MOXHO OIPEACIINTh KaK METOAbl WMWTALMM IPHUHIATUS PEUICHUH B
Pa3JIMYHBIX CUTYAIUSAX IIyTEM IIPOUTPHIBAHKS BAPUAHTOB 110 3aaHHBIM YCIIOBHSIM.

CuryanmoHHBIE 3a1ayd IPEJAHA3HAYECHBI JUISI MCIOJIB30BAHMS CTYACHTaMU
KOHKPETHBIX IMPUEMOB W KOHLENUMA NPH HX BBIIOJHEHUU JJISI TOTO, YTOOBI
IIOJIyYUTh JOCTATOYHBIA YPOBEHb 3HAHMM M YMEHMH Ul NPUHATHSA PELICHUN B
AQHAJIOTMYHBIX CHTyalUsX Ha NPEANPUATHAX, TEM CaMbIM YMEHbIIAs pa3phiB
MEKy TEOPETHUECKUMH 3HAHUSIMU U ITPAKTUYECKUMHU YMEHUSMH.

Pemienne cuTyanMoOHHBIX 3aa4d CTyJEHTaM IpeIaraercss B paMKax
NPAKTUYECKUX 3aHSITUN B 3aBEPLICHUM U3YyUEHUS OIpeeIeHHON yueOHOM TeMbl, a
TEOPETUYECKUE 3HAHUA JOJDKHBI CTaThb OCHOBOW JUIA PELICHUS JTUX 3axad. U3
ATOTO CIIENYET, YTO CTYACHT IOOJKEH BIIAJETh JOCTATOYHBIM YPOBHEM 3HAHMS
TEOPETUUECKOr0 MaTepuaja, yMeTb paboTarh € JEUCTBYIOLIEH HOPMaTUBHOW
JIOKYMEHTAIUEH.

CTyneHT IOMKEH yMETh IPAaBWIBHO HWHTEPIPETUPOBATh CUTYALHIO, T.€.
IPAaBWJIBHO OMNpEAENATh — Kakue (aKTopbl SBIAIOTCS HauOoyiee BaKHBIMH B
JAHHOM CHUTyallud W KaKo€ pEIIeHHME HEOO0XOJUMO MPUHATh B COOTBETCTBUU C
JNEUCTBYIOIIEN HOPMATUBHOM Y TEXHUYECKON JOKYMEHTALMEN.

TakuMm oOpas3oM, pelieHHe CUTYalMOHHBIX 3a]lad MPU3BAHO BbIpaOaTHIBAThH
CIIEAYIOIINE YMEHUS U HABBIKU Y CTYIECHTOB:

— paboTarh C yBEIMYMBAIOUIUMCS U MOCTOSHHO OOHOBIISIIOIIMMCS TOTOKOM
uHboOpMaluu B O0JIACTH TypU3Ma M OLEHKM KauyecTBa YCIYT, CBA3aHHOIO C
U3MEHSIOIIEHCS PIHOYHOW CUTyalllel U MPpUMEHEHUEM 3aKOHOIaTeIbHOM 0a3bl;

— BBICKA3bIBaTh M OTCTAMBATh CBOK TOYKY 3PEHUS YETKOW, YBEPEHHOU M
IPaMOTHOU PEUbIO;

— BbIpa0OaThiBaTh ~ COOCTBEHHOE MHEHHE Ha  OCHOBE  OCMBICICHHS

TCOPETUUCCKUX 3HAHUM U IMPOBCACHUA OKCIICPUMCHTAJIbHBIX I/ICCJ'IG,Z[OBaHI/II\/'I;

— CaMOCTOATCIIbHO IIPUHUMATL PCIHICHH.

TexHomoruss BBINOJHEHUS CUTYAallMOHHBIX 3a/la4d BKJIKOYAaCT B cebs
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OpraHu3allii0 CaMOCTOATENbHON paboThl OOy4YaIOMIMXCA C KOHCYJIbTallMOHHOM
NOAJIEP)KKOM mpenonasatens. Ha 3rame o3HaKOMJIEHUS C 3aJadeld CTYJEHT
CaMOCTOSITEJIbHO OLICHMBACT CUTYAIMIO, H3J0KEHHYIDO B TEKCTE, HCCIEIYET
TEOPETUYECKHI MaTepual, YCTaHABIMBAET KIIOYeBble (AKTOPbl U TPOBOAUT
aHaln3 MpoOJieM, HW3IOKEHHBIX B YCIOBHHM 3aJadyd. 3aTEM COCTaBIISET IUJIaH
JEWCTBUH W OLEHHUBAET BO3MOXHOCTH €ro peanuszaiuu. I[lo okoHuaHuH
CaMOCTOATEJIBHOTO aHAJIW3a CTYACHT JOJDKEH OTBETUTH HAa BOIPOCHI, BBHINOJHUTH

3aJaHusa 1 COCTaBUThb MMMCbMEHHBIN OTYET I10 JaHHOMY 3a1aHHIO.

Pexomenaanuu no padore ¢ JurepaTrypoi

[Ipu camocTosTENbHON PabOTEe C PEKOMEHIyEeMOW JIUTEpaTypoil CTyJeHTam
HE0OXOMMO TIPUACPKUBATHCS OMPEACIICHHON TTOCIEI0BATEIbHOCTH:

— Opu  BBIOOpE JUTEPATYpHOrO HCTOYHUKA TEOPETHUYECKOrO0 Marepuana
Jy4llle BCEro MCXOJUTh M3 OCHOBHBIX MOHSATHUNA M3yd4aeMON TEMbl Kypca, 4yTOObI
TOYHO 3HATh, YTO KOHKPETHO UCKATh B TOM WJIM NHOM HU3JaHUU;

— i Oosiee ryOOKOT0 YCBOCHUSI M TOHUMAaHUSI MaTepuana CleyeT YhuTaTh
HE TOJILKO UMEIOITUECS B TEKCTE OMPEICIICHHUS U TIOHATHS, HO M KOHKPETHBIE IPUMEPHI,

— 4TO0BI MOJYyYHTh Oo0jiee O0ObEMHBIE M CHCTEMHBIC MPEICTABICHUS IIO
paccMaTpuBaeMoOil TeMe HEO0OXOAMMO TMPOCMOTPETh HECKOJBKO JIMTEpPaTypPHBIX
MCTOYHUKOB (BO3MOKHO aJIbTEPHATUBHBIX);

— HE CJeAyeT KOHCIEKTUPOBATh BECh TEKCT MO PACCMATPUBAEMOM TEME, TaK
KaK TakoW TMOAXOJ HE JaeT BO3MOXKHOCTHM OCO3HATh MaTepHuas, HEOOXOIUMO
BBIJICJIUTh U 3aKOHCIIEKTUPOBATh TOJIbKO OCHOBHBIE MOJIOKEHUS, OMpPEACICHUS U

IMOHATH, ITO3BOJIAIOIINE BEICTPOUTD JIOTUKY OTBCTA HAa N3Yy4YaCMbIC BOIIPOCHI.

PexomeHnaanuu mo noaAroToBKe K 3K3aMeHy
[ToaroroBka K SK3aMeHY M €T0 pe3yJIbTaTUBHOCTh TaKkKe TPeOyeT y CTYACHTOB
YMEHHSI ONTHUMAaJIbHO OpPraHU30BbIBATH CBOE BpeMs. MaeanbHO, e€cim CTyIeHT
03HAKOMMJICSI C OCHOBHBIMU TOJIOKEHUSAMH, ONIPEAECICHUSIMH U MIOHITUSMU Kypca B
IIPOLIECCE AYAUTOPHOIO M3YYEHMs IJUCLHUIUIMHBI, TOTAA IOATOTOBKAa K 3a4eTy
IO3BOJIUT CUCTEMATU3UPOBATh U3yUEHHBIN MaTepUai U IIy0Ke €ro yCBOUTb.
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[TonroToBKy K 3aueTy Jydllle HauYWHATH C PaCHpEleiICHHUS NPeTOKCHHBIX
KOHTPOJILHBIX BOIIPOCOB TIO pazziesiaM M TeMaM Kypca. 3aTeM He0OXOMMO BBISICHUTD
HAJTMIHE TEOPETUIECKUX HCTOUYHHUKOB (KOHCTICKTa, YICOHHKOB, YUEOHBIX TTOCOOHIA).

[Ipy w3ydeHMM MaTepuana CJIEIyeT BBIACIATH OCHOBHBIE  ITOJIOKCHUS,
OTIPEJICICHHS] W TIOHSATHS, MOXKHO WX KOHCIIGKTHPOBATh. BhIneneHne OMOpHBIX
MOJIO)KEHWH  JacT BO3MOXHOCTh  CHUCTEMATH3UPOBATh TNPEACTABICHUS IO

AUCHUIIIIMHE 1, COOTBETCTBCHHO, PC3YJIbTAaTUBHCC ITOATOTOBUTHCA K 9K3aMCHY

Vil. MATEPUAJIBHO-TEXHUYECKOE OBECIIEYEHUE
JUCHUIIJIINHBI
Jlst ocymiecTBieHNsT 00pa30BaTEILHOTO Tporiecca Mo auciuiuimHe «Guest

Service Management (YnpasiieHne rocTeBbIM CEPBHCOM )» HEOOXOTMMBI:

— y4yeOHasi ayJIuTOpusi C MYJbTUMEIUMHBIM IPOCKTOPOM U DSKPAHOM C
BO3MOYKHOCTBIO BBIXOJIa B UHTEPHET

— TMOMEIIEHUS JUIsl CAaMOCTOSITEIbHOM PaOOThl CTYJIEHTOB (YMTAJIbHBIC 3aJIbl
OMOMMOTEKH, KOMITBIOTEPHBIE KJIACCHI), OCHAIIEHHBIE KOMIBIOTEPHON TEXHHUKOM C
BO3MOYKHOCTBIO TOAKIIOUEHUST K ceTH «VHTepHeT» M obecleueHneM IOCTyIa B

ANIEKTPOHHYIO HH()OPMAITMOHHO- 00pa30BaTENBHYIO CPEIY.

ViIl. ®OHAbI OHEHOYHbBIX CPEACTB

IHacnopTt ¢oHA OLICHOYHBIX CPEICTB

Koa u MYJHUPOBKA
01 M (popMy.1HPO Nuaukatopsl popMupoBaHus KOMIETEHIIUH

KOMIIeTeHI[UH
OIIK-1 Crocoben OIIK-3.1 pa3pabaTbeiBaeT CHCTEMBI YIPaBICHUS
pa3pabaTbIBaTh U BHEIPSTH OIIK-3.1 | KayecTBOM YCIyT B cpepe TypuzMa

CUCTCMBI YIIPABJICHUA

KaueCcTBOM YCIIYT B chepe
Typu3ma OIIK- 3.2

OIIK 3.2 BHempsieT CHCTEMBI YIPaBJICHUS

Ka4yecTBOM YCIYT B cepe TypuzmMa

nK-5.1 aHAIM3UPYET poeccHoHaTbHYIO
“H(OPMAIIUIO, PUMEHSS 3HAHHUS TEXHOJIOTHYECKOTO
Y METOJMYECKOTO XapaKTepa;

IIK-5 cnocoGeH npuMeHsTh
podeCCHOHAIbHBIC 3HAHUS
TEXHOJIOTUYECKOTO HUJIH TIK -5.1
METOIMYECKOT0 XapakTepa, B

TOM YHCJI€, THHOBAI[MOHHBIE JIIS
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aHaJIM3a M OIICHKH
npoecCHOHATBHOM
uHpopmanuu

IIK -5.2

nK-5.2 OLICHUBAET poheCCHOHANTBHYIO
rH(pOpMAITHIO, HCIIOJIb3YS 3HAHUS
TEXHOJIOTHYHECKOTO U METOJAMYECKOTO XapaKTepa;

IIK -5.3

IIK-5.3 mnpuMeHATe WHHOBAIIMOHHBIC 3HAHUS IS
JUII  aHaau3a MW OICHKH  Npo¢eCCHOAHIIBHOMN
nHpOpPMAaLIUH

q)Ole)I OIICHUBAaHUSA KOMIIeTeH]_[I/Iﬁ B X0/J1¢ 0CBOCHUA NTUCIUIIJINHBI

KounTtpoumpy OueHo4HbIe CpecTBa
e-Mble
Ne . Kox u HaumMeHoBanue .
]I/]I pasi HHAUKATOPA TOCTUKCHUS TeKyI[lI/H/I HPOMe)KyTOqHaH
AUCUMITUH KOHTPO.JIb aTrecTauus
bl
I1K-3.1
g [IpakTnue
OpMHpYET
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10 UHpOpMaLHIO, o
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TEXHOJIOTUYHECKOT .
HHbIE JOKJIaJoM/Tipe3eHTaluein
0 ¥ METOJIUYECKOTO
3a71a4n
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I1IK -5.3

IIK-5.3
IIpakTuue
IIPUMEHSTE
CKOE
MHHOBAI[OHHBIE
3HAHUS U1 115 SAIBITHE
Curyanuo
aHaJIM3a U OLIEHKHU
HHBIC
npodeccuoanIbHO
9 3a7a4u
it uaopmaru

CuryaunoHnHas 3ajaua
(xetic 1,8,9)
YcrHoe cobecenoBanue

IlIkaJia oueHUBaHMs YPOBHA CPOPMHUPOBAHHOCTH KOMIIETEHIUM

Koa u
HNHaukaTopbl JOCTHKEHUS
¢popmyupoBka Kpurepun IMoka3zarenu
KOMIIeTeHIIUH
KOMIIeTeHIUH
OIIK-3
Cnocoben OIK-3.1 3HaeT Kak
' a3pabaThIBaTh
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KayeCTBOM YCIIyT
c(l)epe Typu3Ma KauCCTBOM YCJIYT B C(I)epe TypH3Ma
B c(epe Typuzma
[TK-5.1
IIK-5 cnocoben S
aHaU3UpyeT
TIPUMCHATD npodeccHOHATEH
Bnaneer
npoecconas yro 3HAHUSAMU [IpencraBneHHsbIM
uH(pOpMaLIHIO ’ pesl
HBIC SHAHHA N ’ HEOO0XOAUMBIMU apryMEeHTHPOBAHHBIN
texnonoruuecko | 11K -5.1 35 AL st aHaIM3a | aHaIu3
npodeccuoOHaNbH | TPO(PEeCHOHATHLHON
ro WIH TEXHOJIOTHYECKOT | .,
oif unopmanuu | UHGOpPMALHH
METOAUYECKOTO 0 u
METOJINYECKOTO
XapakTepa, B .
XapakTepa;
TOM YHUCIIE,
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WHHOBAI[MOHHBIC TK-5.2 Cnocoben
OreHmBacT ITPOBECTH OILICHK
A TpOGheCCHOHATEH ' 3aBepiieHHast OlleHKa
OIIEHKH yi0 npodeccnoHabH ; Y Hv
o nudhopmMaluu IpOPECCUOHAIIBHOU
npopeccroHas HHbopMaLitio, bopwatu, I/II})IQ)O MalliH, UCIIONb3Ys
. UCIIOJB3Ys UCIIOJIb3YSl 3HAHHUS pMarnu, Yy
HOU IIK -5.2 3HAHUS
3HAHUS TEXHOJOTHUYHECKO
uHdoOpMaLHH TeXHOTOIMIHECK o n TEXHOJIOTHYHECKOTO U
oro " METOIUYECKOTO
METOIHYECKOTrO
METOIUYECKOTO XapakTepa
XapakrTepa,
XapakTepa;
I1K-5.3 Bnaneer
MPUMECHST MHHOBALMOHHBIMHU [Ipencrasmiser
MHHOBAI[OHHBIE 3aHHUSIMU, 3aBEPIICHHBIN
K -5.3 3HAHUS IS HEO0OXOAMMBIMH apryMEHTUPOBAaHHbBIN
' aHanm3a u JUUISL aHAJIA3a U aHam3
OLICHKH OILICHKH po(heCcCHOHATILHOM
npodeccuoanibl | PohecCHOaHTbH uHpOpMaITUU
ol mHpopManmK | o nHpopmaIu

HpI/IMepbl 3aﬂaHHﬁ TEKYHIEro U MPOMEKYTOYHOI0 KOHTPOJIA

OueHouHbIe CPeACTBA IS IPOMEKYTOYHON ATTeCTANMH

Bompocs! s cobecenoBanms
no nucoumuinae «Guest Service Management

(YnpaBiieHHe TOCTEBBIM CEPBHCOM)»

Action plan

Audiovisual training
Believes

Benchmark organization
Brand image

Brand plan

Causes of service failure

Coaching

© © N o g &M W b

Core compitense
10.Critical incident
11. Customer expectations
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12.Design day
13.Different types of interviews
14.Emotional labour
15.Emotional relationship
16. Environmental assessment
17.expectations
18.External training
19.Focus grups
20.guest experience
21.guest focus group
22 .Hiring from within
23.Hospitality.
24.Human resourses planning
25.intenal audit
26.Internal training
27.Job analysis
28.job performance standarts
29.management by working around
30.meashures of servce quality
31.mission statement
32.moment of truth
33.0raganizational culture
34.precess strategies
35. qualitative forecasting tools
36.quality
37.quantitative forecasting tools
38.Recovery strategy
39.Recruitment
40. revenue management
41.Rituals
42.service delivery
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43.service delivery system
44 service environment
45.service guarantee

46. Service innovations
47.Service natural
48.service package
49.service product
50.service quality
51.service setting
52.service value
53.servicescape

54. Servise failure

55.servise quality
56.servise standards
57.Sucession plans
58.Symbols

59.techniques and methods for assessing service quality
60.Types of Service failures
61.Value

62.vision statement

63.yield manaegement

Kpurepuu oueHku:

— 100-85 GamnoB — ecnu OTBET IMOKAa3bIBACT MPOYHBIC 3HAHUS OCHOBHBIX
MPOIIECCOB U3y4aeMOM MpeAMETHON 00JacTH, OTJIMYAETCsl TITyOUHOU M TOJTHOTOM
PACKPBITHSI TEMBI; BJIaJICHUE TEPMHUHOJIOTUYECKUM almapaToM; yMEHHE OOBSICHITh
CYIITHOCTb, SIBJICHUM, TIPOIECCOB, COOBITUH, JIeTIaTh BBIBOJIBI U 0000IICHUS, 1aBaTh
apryMEHTUPOBAHHBIC OTBETHI, NPHUBOAUTH MPUMEPHI, CBOOOJHOE BJIAJCHHE
MOHOJIOTHYECKON peYbl0, JOTHYHOCTh W TOCJIEIOBATEILHOCTh OTBETA; YMEHHUE

MPUBOAUTH PUMEPHI COBPEMEHHBIX MTPOOJIEM U3ydaeMoi 001acTu;
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— 85-76 OamnoB — OTBET, OOHAPYKUBAIOIIUN TMPOYHBIE 3HAHUS OCHOBHBIX
MPOIECCOB M3y4aeMOM MPEAMETHON 001acTH, OTIUYAETCs TIyOMHON U TOJTHOTOM
PaCKpBITUS TEMBI; BIIaJICHHE TEPMUHOJIOTUUECKUM arllapaTroM; yMeHHe OOBICHATh
CYIIHOCTb, SIBJIGHUH, IPOIIECCOB, COOBITUH, IENaTh BHIBOABI U 0O0OOIICHHUS, 1aBaTh
apryMEHTHPOBAaHHBIC OTBETHI, NPUBOJAWTH TIPUMEPHI, CBOOOIAHOE BIIAJICHUC
MOHOJIOTUYECKOW Peyblo, JIOTUMYHOCTh M TOCIIENOBATEIbHOCTh OTBeTa. OmHaKo
JIOTTYCKAeTCs OJJHA — JBE HETOYHOCTH B OTBETE;

— 75-61 Oamn — ouEHMBAETCs OTBET, CBUAECTENIBCTBYIOIIHI B OCHOBHOM O
3HaHWU TIPOLIECCOB  M3y4aeMOW  MPEAMETHOM  00JIaCTH,  OTIMYAIOIIUMHCS
HEJOCTATOYHOW TIIIyOMHOM W IOJIHOTOM PAacKpBITUS TEMbl; 3HAHHUEM OCHOBHBIX
BOIPOCOB TeOpUM; ciab0o cHOpPMHUPOBAHHBIMU HaBBIKAMU AaHANU3a SIBICHUH,
IPOLECCOB, HEAOCTATOYHBIM YMEHHMEM JaBaThb APIyMEHTHUPOBAHHBIE OTBETHI U
OPUBOJUTH TIPUMEPBI; HEJOCTATOUHO CBOOOJHBIM BJAaJICHUEM MOHOJIOTHMYECKON
peublo, JOTMYHOCTBIO U MOCJEI0BATEIBHOCTBIO OTBETa. JlOMyCcKaeTCsl HECKOIbKO
OLIMOOK B CO/IEPKAHUU OTBETA; HEYMEHHE MPUBECTU MPUMEP Pa3BUTHSI CUTYalUH,
IPOBECTH CBS3b C APYTUMU acCleKTaMHu U3yyaeMoi 00J1acTH;

— 60-50 OGamioB — OTBET, OOHApPYKHMBAIOIIUKA HE3HAHHWE TPOIECCOB
U3y4aeMoil TpeIMETHOM O00JacTH, OTIMYAIOUIMICS HErTyOOKMM paCKpbITUEM
TEMBI;, HE3HAHUEM OCHOBHBIX BOIPOCOB TEOPUH, HEC(HOPMUPOBAHHBIMU HABBIKAMHU
aHalv3a SBICHUH, MPOIECCOB; HEYMEHHEM JaBaTh apryMEHTHUPOBAHHBIE OTBETHI,
cllabbIM BJIAJICHUEM MOHOJOTHYECKOH pEeYbi0, OTCYTCTBHEM JIOTHUYHOCTH H
nocie0BaTeabHOCTH. JlomycKaloTes cepbhe3Hble OMMOKK B COICPYKAHUHM OTBETA;

HE3HAHHE COBPEMEHHOM MPOOIEMATHKN U3y4aeMOi 00JIaCTH.

OueHoYHbIE CpeICTBA Ul TeKYIIel aTTecTaluu
TeMaTnka 10KJIa10B/NIpe3eHTAIUN
JInst MOArOTOBKU TIPE3CHTAIIMU/IOKIIala CTYJICHTY PEKOMEHIYETCsS U3YYUTh U

IIPE3EHTOBATh JYYIIME NPAKTUKH BBICTPAMBAHMS T'OCTEBOTO CEpPBUCA OJHOW W3
CICXKYIOIUX MEXKIYHApPOAHBIX KOMMAHUN (WU 1O COOCTBEHHOMY BBIOOpY

https://www.worldtravelawards.com/winners/2017/world)
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. Burj Al Arab Jumeirah, United Arab Emirates

. Ciragan Palace Kempinski Istanbul, Turkey

. Coco Reef Resort & Spa, Tobago

. Conrad Maldives Rangali Island

. Fairmont Mount Kenya Safari Club, Kenya

. Four Seasons Hotel Chicago, Illinois, USA

. Hard Rock Hotel Panama Megapolis

. Hard Rock Hotel Riviera Maya

. Hilton Bentley Miami/South Beach, Florida, USA
. Jumeirah Al Qasr, Dubai

. Jumeirah at Etihad Towers, Abu Dhabi, United Arab Emirates
. Jumeirah Himalayas Hotel, Shanghai, China

. JW Marriott Hotel Lima, Peru

. La Mamounia, Marrakech, Morocco

. LUX* South Ari Atoll, Maldives

. Mandarin Oriental, Hong Kong

© 00 N o O B~ W N P
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. Palazzo Versace, Gold Coast, Australia

[EN
oo

. Pullman Sydney Hyde Park, Australia

[HEN
o

. Rosewood Mansion on Turtle Creek, Texas, USA

N
o

. Royal Mansour, Morocco

N
[

. Sofitel Buenos Aires, Argentina

22. Swissotel Lima, Peru

23.Swissotel Quito, Ecuador

24.The Ritz-Carlton, Riyadh, Saudi Arabia
25.Zephyr Palace, Costa Rica

Kpurepuu ouenku (yCTHOro J0KJIaaa, COOOLIEHHS, B TOM YHCJIe

BbIIOJTHEHHBIX B (p)OpMe Npe3eHTALU)
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https://www.worldtravelawards.com/profile-292-burj-al-arab-jumeirah
https://www.worldtravelawards.com/profile-292-burj-al-arab-jumeirah
https://www.worldtravelawards.com/profile-406-ciragan-palace-kempinski-istanbul
https://www.worldtravelawards.com/profile-420-coco-reef-resort-spa
https://www.worldtravelawards.com/profile-949-conrad-maldives-rangali-island
https://www.worldtravelawards.com/profile-31965-fairmont-mount-kenya-safari-club
https://www.worldtravelawards.com/profile-690-four-seasons-hotel-chicago
https://www.worldtravelawards.com/profile-35425-hard-rock-hotel-panama-megapolis
https://www.worldtravelawards.com/profile-33771-hard-rock-hotel-riviera-maya
https://www.worldtravelawards.com/profile-31197-hilton-bentley-miamisouth-beach
https://www.worldtravelawards.com/profile-28401-jumeirah-al-qasr-at-madinat-jumeirah
https://www.worldtravelawards.com/profile-30887-jumeirah-at-etihad-towers
https://www.worldtravelawards.com/profile-31688-jumeirah-himalayas-hotel
https://www.worldtravelawards.com/profile-1390-jw-marriott-hotel-lima
https://www.worldtravelawards.com/profile-1470-la-mamounia
https://www.worldtravelawards.com/profile-32244-lux-south-ari-atoll
https://www.worldtravelawards.com/profile-1676-mandarin-oriental-hong-kong
https://www.worldtravelawards.com/profile-1917-palazzo-versace
https://www.worldtravelawards.com/profile-33733-pullman-sydney-hyde-park
https://www.worldtravelawards.com/profile-2687-rosewood-mansion-on-turtle-creek
https://www.worldtravelawards.com/profile-31699-royal-mansour-marrakech
https://www.worldtravelawards.com/profile-5304-sofitel-buenos-aires
https://www.worldtravelawards.com/profile-2474-swissotel-lima
https://www.worldtravelawards.com/profile-2475-swissotel-quito
https://www.worldtravelawards.com/profile-30972-the-ritz-carlton-riyadh
https://www.worldtravelawards.com/profile-31054-zephyr-palace

100-86 6amioB BBICTABISETCS CTYJCHTY, €CIIM CTYACHT BbIPa3Uil CBOE MHEHHUE I10
chopmyspoBaHHO# MpoOIEeMe, ApryMEHTUPOBAIT €T0, TOYHO ONPE/IETUB €€ COEpyKaHue
U cocrappromme. CTyIeHT 3HaeT W BJaJeeT HAaBBIKOM  CaMOCTOSITEITBHOM
UCCIIeIOBATEILCKOM pabOThl IO TEME HCCIIEIOBAHMS; METOAMU U TIPUeMaMH aHaIn3a
TCOPETUYECKUX W/WIHM TPAKTHYECKUX AaCTleKTOB M3ydaeMoi oOmactr. DakThdeckux
OIIMOOK, CBS3aHHBIX C MOHMMaHWEM IPOOJIeMBbI, HeT, Tpadudecku pabota odopmiieHa
TIPaBUJIHHO

85-76 - 6amnoB - paboTa XapaKTepU3yeTCsl CMBICIIOBOH IEITbBHOCTBIO, CBSI3HOCTBIO U
TMIOCJIEIOBATEIIBHOCTBIO M3JIOKEHUS;, JOMYIIEHO He Oonee | OMMOKHM Mpu OOBSICHEHUH
CMBICTIA WIIM COZAEpKaHUS MpoOsieMbl. JIisi apryMeHTaIlii TIPUBOISITCS Pa3IUYHbIC
JAHHBIE ~ OTEUYECTBEHHBIX U 3apyOSKHBIX  aBTOpOB.  [IpopeMOHCTpUPOBaHBI
WCCIICIOBATEIbCKIE yMEHHWS W HaBbIKA. (MDaKTHYECKMX OIMMOOK, CBSA3aHHBIX C
MOHUMaHUEM MPOOJIEMBI, HeT. J{oIyIieHbI 0/1Ha-/1BE OMOKH B 0(DOPMIICHUN PabOTHI

75-61 6a — CTyJIeHT POBOJUT JIOCTATOYHO CAMOCTOSITEIILHBIN aHATN3 OCHOBHBIX
3TaloOB U CMBICTIOBBIX COCTABJSIOMIMX MPOOJEMBbI;, TIOHUMAeT 0a30BbIE OCHOBBI H
TEOPETUUECKOE 0OOCHOBAHME BHIOPAHHOM TeMbl. [IprBiedeHpl OCHOBHBIE MCTOYHUKH T10
paccmatpuBaeMoil TeMe. JlomyiieHo He Oosiee 2 OMMOOK B CMBICIE WM COACPYKAHUU
npo0IieMbl, 0popMIIEHUH pabOTHI

60 u MeHee Oa/IOB - eci pabOTa TMPEACTABISIET COOOM TMEepecKa3aHHbIN WM
TIOJTHOCTBIO TIEPENMCAHHBINA MCXOIHBIN TEKCT 0€3 COOCTBEHHBIX KOMMEHTApPHEB, AaHAITN3A.
He packpbiTa CTpyKTypa ¥ TEOpETHUYECKasl COCTaBIISIOMIAsi TeMbl. JIOMyIeHO TP WK
Oonee Tpex OMMOOK B CMBICJIOBOM CONIEP)KAHUM PACKpbIBAEMOM MpoOieMbl, B

oopmieHNH PabOTHI.

OneHo4vHbIe cpeacrea aJjist TeKymeﬁ arrecranmun

HpI/IMepr CUTYAIIHOHHBLIX 3a4a4 110 JUCHMUIIJIHHE

«Guest Service Management (YrpaBieH#e TOCTEBBIM CEPBHUCOM )»

(Keiic-cTaan)

Keiic 3apanue 1 Eastern States Air Environment
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Gloria Rooney assumed the presidency of Eastern States Air in the early
2000s, after proving her ability as execu- tive vice president with two other major
airlines. Like most other surviving airlines, Eastern States Air weath- ered rough
times during the mid-2000s. But as the year 2011 neared, Rooney was running an
airline that was do- ing well. Naturally, Rooney couldn’t be satisfied with simply
staying the course; she wanted to do better. And she thought she knew how.

Rooney saw that service in the airline industry had been in a state of steady
decline for several years. More and more passengers were flying than ever before,
but their level of satisfaction had gone down. Crowded air- ports, flight delays,
overbooking, the occasional disastrous accident, and other factors had combined to
raise industry complaints to all-time-high levels just when passenger flight miles
were also at an all-time high.

In that atmosphere, Rooney finally had an opportunity to put into practice
one of her most deeply held beliefs about running an airline: “It’s not what you do;
it’s how you do it.” She told her staff time after time: “The ‘what’ is the easy part.
What we do is take passengers from here to there. The way we can distinguish
ourselves favorably from our competitors is in the ‘how.””

Eastern States Air became known as “the airline that put the Frills back into
Flying.” A small lounge was added to all planes that could accommodate one. For
people not wanting to leave their seats, two complimen- tary drinks per passenger
per flight, delivered to the seat, became the standard. An internationally known
chef was hired to supervise a food-service system that produced meals as close to
the gourmet level as was possible given the state of technology. Just before
passengers exited each Eastern States flight, they were surveyed to see how
satisfied they had been with the basics of the flight and with the frills that Eastern
States had put back into flying. Early results of Rooney’s campaign showed that
passenger satisfaction levels were off the chart at the top. In one astonishing
month, the airline received no complaints about anything. Rooney was overjoyed.
“They said zero defects was an impossible standard in airline service. We proved
them wrong.” The passengers who raved about Eastern States Air and flew the
airline as often as they could, sometimes simply for sheer pleasure, understood that
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there is no free lunch. Eastern States had to raise its fares considerably to provide
outstanding service, but some people paid the higher prices happily.

Unfortunately, the number of passengers flying East- ern States Air took a
disastrous drop. The ones who stayed loved the airline. They became unpaid
spokespeo- ple for Eastern States Air, but there were not enough of them. Rooney
realized that she had been somewhat deceived by the excellent survey results. She
had been surveying only those who stayed, not those who left.

Surveying a broader cross-section of passengers, former passengers, and
passengers of other airlines led Rooney to change her strategy. “When you get
right down to it,” she said, “this is really a very simple business. Steamships used
to be a mode of transportation; now they provide luxury cruises that end up where
they started. But in our business, what people want is to get from here to there as
inexpen- sively as possible. In the current market, cheap airfares are what people
expect, and that’s what we need to give them. But we won’t forget the loyal
customers who have stayed with us. If we do this right, we can appeal to both
groups.”

To implement the new strategy, Eastern States Air cut back on the number
of seats in first class but increased their size, along with first-class appointments
and level of service, to retain the airline guests who had been satisfied to have the
frills put back into flying and were willing to pay for them. Throughout the rest of
the plane, however, economy became the watchword. More seats were stuffed into
each plane, the number of flight attendants was reduced, and “meals” consisted of
dry finger food, mainly pretzels. They not only added a fee for luggage, they even
charged for carry ons.

Eastern States began to make a financial comeback, but the number of
complaints skyrocketed to record le- vels. The following comments were typical:

“You are putting all your service into the front of the plane. What about
those of us stuck in the back?”

“I’ve seen the animals in cattle cars treated better than this.”

“I used to be able to get by a window or on the aisle; now I always seem to
get stuck in the middle seat. Why is that?”
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“I see that your industry is enjoying record profits. How about using some of
that dough to give us a better ride?”

“I’'m a little over six feet tall, and I have to twist my legs to fit in that
cramped space you give me.”

“Seats too narrow, too close together. Flight attendant handed me pretzels
just as we were landing.”

“I’ve had better seats and better service on the cross- town bus.”

“How can you charge me to stick my own bag under my own feet?”

Some of these disappointed and angry passengers took out their resentment
on the flight crews. Morale among the pilots and flight attendants began to drop.
Rooney was baffled and disappointed. “You can’t win in this busi- ness. You give
people what they want, and the complaints go through the roof.” She was quite
concerned about the next board of directors meeting and what the board would
have to say about her management of the airline.

3. What is the service product of the airline industry?

4 What were Rooney’s mistakes?

5. How could they have been avoided?

6 What now?

7

Keiic-3aganue 2 Profit? Growth? Survival? Service? Customers?
Environment?

Six hospitality management students were having a dis- cussion at the
Student Center about the primary goal of hospitality organizations.

Jim said emphatically, “Large hospitality corporations are in business to
make as much money as they can. No matter if it’s food, lodging, or gaming, profit
maximiza- tion is their primary goal, and everything else is second- ary.
Businesses exist to make a profit.”

Will agreed, up to a point: “If the hospitality organi- zation is a public
corporation, profits are a necessity, but the primary goal of any business is to grow.

No business wants to stay small and unimportant. Company officials and
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stockholders want growth, for the feeling of progress and accomplishment it brings
and for the profits that will eventually accompany growth.”

Jane said, “There’s something to what you both say. Any company needs
profits, and any company would like to grow. But survival is the primary goal,
because without it you can’t have profit or growth.”

Sally said, “Any hospitality organization’s goal had better be to give good
guest service. If the organization achieves that goal, all the rest will fall into place.
If they don’t, they have no chance anyway.”

Spiro said, “My dad owns a restaurant, and he agrees with my professor who
said that the main goal of any business is to get and keep customers. No customers,
no nothing. I agree with my dad.”

Betty said, “No matter what you learned in class, you are all kidding
yourselves. Primary goals are just for looks anyway. No matter how specific an
organization’s goals, no matter how carefully it plans, no matter how hard it works
to meet those goals, the environment within which the organization markets its
product or service will deter- mine the organization’s destiny. Organizations react
to environmental forces, regardless of goals. To succeed, a business organization
doesn’t need to establish goals; it needs to be lucky enough to be in the right place
at the right time and take advantage of the opportunities pre- sented to it.”

1. With whose position would the company’s stock- holders most likely
agree?

2. What do you think the CEO would say? The employ- ees? The guests?

3. Where do you stand on the issue? (Or do you have an even different

view?)

Keiic-3ananue 3 Economy Airlines
Minor Hamblin had a humanistic dream: to found a company in which every
employee would be an owner/ manager, a company in which people really would
work together. Hamblin started the revolutionary low-fare, no- frills Economy
Airlines. Within a few years, Economy was the fifth-largest U.S. passenger carrier.
The company had no unions. New employees had to buy and hold 100 shares of
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Economy common stock, offered at a 70 per- cent discount. Profit sharing
regularly added substantial amounts to their paychecks. Hamblin believed that par-
ticipatory management was the style that best suited con- temporary employees.
One university professor wrote that Economy Airlines was “the most
comprehensive and self-conscious effort to fit a business to the capabilities and
attitudes of today’s workforce. Economy Airlines is doing everything right.”

Economy had a flat structure with only three manage- ment levels. In terms
of the organization chart, pilots and flight attendants were on the same level and
had the same clout. The company had no secretaries; managers did their own
typing and answered their own phones.

The company rapidly expanded its routes and sche- dules. Unfortunately,
traffic growth failed to keep up with expansion. Other airlines adopted the low-
fare, no- frills approach and even attacked Economy directly in their advertising
campaigns. Economy’s stock plunged from over 100 to 8. One employee observed,
“When stock prices were high, profit sharing and stock owner- ship were great.
Now they aren’t so great.” The Air Line Pilots Association began a drive to
unionize Econ- omy’s pilots. New government regulations made Minor Hamblin
wonder if he could even keep Economy’s flying certificate.

Hamblin had a renewed realization that a company can’t always control its
own destiny. “That professor said I was doing everything right. Now I’'m in danger
of going belly-up.” He wondered if he should convert Economy over to a more
traditional structure, with more management layers, a clearly defined chain of com-
mand, and specialized employee tasks. Or perhaps he should sell out.

1. What caused Economy’s problems?
2. Do you see any way that Economy could have avoided those problems?

3. What steps should Economy Airlines take now?
Keiic-3axanmne 4 The Diamondback Plaza Hotel
Dwight Robinson owns The Diamondback Plaza, a large hotel in a popular

vacation area. Robinson tries to main- tain a reputation of casual elegance for his
45



hotel and is known among local hoteliers for his dignified advertising and for
sticking to the “rack rate.” He feels that to do otherwise is not fair to guests paying
full price. Robinson is happy about all aspects of his hotel operation except his
average nightly occupancy rate of 68 percent. The average for his geographic area
IS 78 percent.

In an attempt to improve his results, Robinson has hired a consultant who,
after studying the situation, has presented the following recommendation:

Mr. Robinson, your rooms are not yielding the in- come that they might
because you establish one price for your rooms and then sit back hoping people
will stay with you. In today’s market that strategy won’t work; you have to manage
your situation to improve your yield per room.

You need to use all available means to lure travelers into your hotel. When
you see at a certain time in the evening that your hotel is not going to be full, you
have to cut prices until you sell out. You may not be able to sell every room every
night, but don’t be satisfied until your occupancy rate is over 95 percent. Follow
this prin- ciple: Don’t go to sleep yourself until you get people to sleep in all your
rooms.

Your debt relative to your property value is low; you don’t have high interest
charges to cover. So you can of- fer lower room prices than your competitors and
still make a profit.

Put a big flashing sign outside your hotel. If people aren’t checking in and
you foresee vacancies, start that sign flashing at $59.95. If you can’t fill up at that
figure, drop it to $39.95 or even $29.95. Anything is better than nothing.

First thing every morning, check the previous night’s records. If the
Diamondback wasn’t sold out, ask your night manager why! She’ll soon get the
message.

Sure, your average daily room rate will drop, but so what? That’s just a
prestige number to brag about when you get together with other local hotel owners.
By man- aging the yield on each unit, you’ll maximize your prof- its, and isn’t that
why you’re in business?

Should Dwight Robinson take the consultant’s advice?
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Keiic-3aganue 5 Safety at the Downtown Hotel

It is 2012. Faramarz has recently purchased the Downtown Hotel, a 125-unit
facility in downtown Central City, a large city in the northeast. The Downtown
Hotel was originally a Holiday Inn, built in 1990 and owned by the parent com-
pany, InterContinental Hotels Group, rather than a franchi- see. The hotel was later
rebranded as a Holiday Inn Express Since its launch in 1991, Holiday Inn Express
had grown from 0 to 500 properties by 1996, and had locations through- out the
United States, Europe, the Middle East, Africa, and the Asia Pacific. When the
Central City Holiday Inn was built, it was located near the bustling central business
district but in a neighborhood that was typical of the older northeast working-class
ethnic neighborhoods. Although most Holi- day Inn hotels built in or near central
business districts at that time were many stories tall, a zoning peculiarity on this
site restricted the building to two levels.

Around 2000, as part of restructuring at InterConti- nental Hotels Group, the
property in Central City was sold. By this time, the neighborhood in which the
hotel was located had become more dangerous, the inner-city central district was
less desirable to businesses, and the hotel building had begun to look dated.
Faramarz knew these facts but bought the property anyway; the price was right,
and he anticipated that he could revitalize it. The building was still structurally
sound and located next to an interstate highway. It still had a 50 percent occupancy
rate, although the rate had been gradually falling over the past few years. Faramarz
attributed the falling occupancy rate to poor management and facility deterioration;
he thought he could do better.

Faramarz spent considerable money refurbishing the property. When he was
finished, the rooms were nicely decorated, the amenities appropriate for the
intended market segment, and the exterior pleasant to look at.

The design of the hotel was typical of early 1990s con- struction: two levels
of rooms facing the street with exte- rior entrances to rooms on both levels, the
guests on the second level entering their rooms from an open balcony facing the
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street. Guests parked their cars in front of the rooms in an unfenced lot. The
original bushes and trees that were planted years ago were now fully mature and, in
combination with the two-level building structure, gave the property a shaded
country feel.

Now that he had enhanced the attractiveness of his building and its rooms,
Faramarz wanted to develop a strat- egy to improve the Downtown Hotel’s
occupancy rate. His basic information source was guest comment cards and
mystery shoppers. The common theme of their feedback was that while they
appreciated the modernization and the country feel of the place, they felt rather
unsafe here. Many guests said that they did not intend to return to the hotel on
future visits to Central City. Faramarz could see that he had a problem but didn’t
know quite how to solve it.

Based on your own common sense tells you (and any interviews you might
obtain with hotel personnel), develop a strategy for mak- ing Faramarz’s guests
feel safer at the Downtown Hotel.

After profitable careers in the stock brokerage industry, Fred and Song Yi
attended Chef Elmo’s School of Culi- nary Arts. When they graduated, they
fulfilled their dream of many years: They opened their own fine- dining restaurant,
The Silver Slipper.

They found a building in what they concluded was an excellent location. It
had originally been a Denny’s Res- taurant. The next owner, Bella Starr, had
converted the family restaurant into a steakhouse, the Tombstone Res- taurant and
Saloon. She left most of the Denny’s decor intact but superimposed on the interior
the rough tim- bers and boards that Americans have come to expect in their
western steakhouses.

Buying the Tombstone Restaurant and Saloon used up a large chunk of Fred
and Song Yi’s available capital. They decided that since their focus was to be
excellent food, they would invest the rest of their funds in an up- grade of the
kitchen. They patterned their kitchen after the model fine-dining kitchens at Chef
Elmo’s School. The couple realized that the dining area needed refurb- ishing and
upgrading, but they couldn’t do everything at once. They decided to struggle along
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with the vinyl up- holstery, plastic furnishings, and rough-hewn timbers and boards
until their superb meals had generated some profits. After all, guests came to a
fine-dining restaurant for fine dining, not for the decor. They knew that some of
Europe’s finest restaurants, with the highest prices, were simple and basic almost
to the point of bareness. They had graduated at the top of their culinary class,

had served apprenticeships at excellent restaurants, and knew they could
provide tastier culinary creations than any other chefs in town.

The big night came; Fred and Song Yi were open for business! Their
reputations as trained chefs had preceded them, and many guests arrived in
response to the excite- ment created by the new fine-dining opportunity. Fred and
Song Yi received many compliments on the excel- lence of the food. But more
than a few guest comment cards also referred to how expensive the meals were.

Although comments on the food continued to be highly favorable, the
crowds of diners began to dwindle as the initial excitement wore off. Within a few
weeks, though the small numbers of diners still willing to pay premium prices
continued to rave about the food, Fred and Song Yi saw that they had to do
something or they weren’t going to make it. Song Yi even had to begin sell- ing
mutual funds on the side.

Fred wrote a letter to Chef EImo, asking him for ad- vice. Chef EImo offered
to “help out in the kitchen” for a weekend, after which he would give his frank
opinion as to how Fred and Song Yi should proceed.

What do you think Chef EImo will tell Fred and Song Yi is wrong with their

new business endeavor? What ad- vice do you think he will give them?

Keiic-3aganmne 6 Doug’s Fried Chicken
Within four years of assuming the presidency, Judy Hart brought the market
share of Doug’s Fried Chicken from 2 percent to 20 percent. She was a risk-taking,
innovative entrepreneur. She increased the chain from 400 outlets to 1743 and
rapidly expanded into 27 countries. “I’ve got to be involved in a continual go-go
growth cycle. Because of my successful track record, the franchisees and the board
go along with any programs I propose,” Hart believed. Hart was flamboyant and
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sensational. She shifted the annual franchisee convention from Des Moines, lowa,
to New York. She moved headquarters from a converted post office into a new
$5.8 million building.

Then, one Friday afternoon, Doug’s board of direc- tors dismissed Hart from
the presidency. “Judy,” said Chairman Doug Jones, “for a while we liked your
‘full- steam-ahead’ attitude. But you can’t seem to slow down. You’re trying to
change too many things too fast.”

The board elevated John Davis, vice president for fi- nance, to the position
of president. Davis was a conser- vative, accommodating executive who watched
budgets closely and believed in rigorously controlled expansion. He emphasized
fiscal responsibility. Davis set up a cen- tralized purchasing system (which Judy
Hart had always opposed). Board Chairman Doug Jones was pleased; he
considered Davis to be “in tune with the mood of the board and the franchisees at
this point in time.”

Judy Hart was unemployed over the weekend. Then she was enthusiastically
hired by Berger’s Burgers, a company that had achieved financial stability only in
the last couple of years. Now they were in a strong cash po- sition. “Judy,” said
Horace Berger, chairman of the board, “we think we’re ready to take off. We want
to triple the number of Berger’s Burgers outlets within three years. Can you do it?”

“Can do, Mr. Berger,” said Judy happily. “But first we’ve got to refurbish
this tacky headquarters building and change the site of the annual convention. |
envision a truly spectacular party for the franchisees in Las Vegas....”

1. How do you explain Judy Hart’s unceremonious dumping from Doug’s
and her warm welcome at Berger’s?

2. Did Doug’s make the right decision? Did Berger?

Keiic-3aganue 7 Cruising Travel Agency
Ho-Chien Lee is a manager at a travel agency that spe- cializes in cruises.
Among his other administrative duties at Cruising Travel Agency, he hires and

trains entry-level employees.
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The typical agency job applicant is fresh out of col- lege, excited about the
future of travel, and confident that some of the world’s problems can be relieved if
hard-working people have a chance to relax on a cruise. Most applicants
understand that travel-agency jobs are at the entry level. In return for these ideals
and this ambi- tion, the agency offers minimal training, little chance for
advancement, considerable job security, low pay, and long working hours at night
and on weekends.

For several years, job applicants have been plentiful. In recent months, the
number of applications has dwindled.

Lee recently expressed his concern to Mary Ammer- man, sitting at the next
desk. “Where are we going to get fresh new employees? How can we keep the
good people we have at the lower levels? I can’t for the life of me see why so
many stay on at Cruising Travel. Of course, the best ones go somewhere else for
more money and faster promotions. But I’'m surprised that any of them at all stay. I
wonder what they get out of it. And how can we help them to get more out of their
jobs?”

Mary Ammerman said she didn’t know. As a matter of fact, she thought to
herself, she wasn’t getting all that much out of her own job.

1. How would you describe the staffing situation at Cruising Travel
Agency?

2. Do you think hospitality-related organizations like this agency make a

mistake in hiring college gradu- ates at the entry level?

Keiic-3ananue 8 Regal Five-Star Hotel
During her first year as personnel manager of the Regal Five- Star Hotel,
Margarita Gonzalez became increasingly aware of a possible morale problem
among the housekeeping staff. Employee absenteeism and tardiness were rising.
Coffee breaks were being extended beyond the allowed fifteen min- utes.
According to the grapevine, employees were not happy with working conditions or

with the workload.
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Although Gonzalez was aware that turnover had been rising, she was
surprised to receive data indicating that it had exceeded 50 percent among the
housekeeping staff over the past year. She reviewed the year’s resignations. They
accounted for 95 percent of the turnover. The other 5 percent were workers who
had been terminated as unsatisfactory. Approximately 25 percent of the resig-
nations were women, whose stated reasons for resigning were “husband being
transferred to another city” and “leaving to devote more time to home and family.”
Gonzalez viewed these resignations as beyond the hotel’s control and ignored
them. The remaining resignations occurred for four reasons, in the following
frequency of occurrence: (1) left to get salary increase, (2) left to get greater
opportunity for advancement, (3) left to get dif- ferent type of work, (4) personal
reasons.

Margarita Gonzalez reviewed the criteria for hiring housekeepers, from
desirable to undesirable in the ho- tel’s view: under 25; single or newly married
without children; husband in armed forces or for other reasons temporarily in the
area; divorced with children; early twenties to early thirties; family fully
established; hus- band permanently employed in the area; children fully grown.
The hiring policy was obviously designed to ap- peal to women who seriously
needed an income but who did not need a high income.

1. How should Gonzalez change the Regal Five-Star Hotel hiring

policies, if at all?

Keiic-3aganue 9 Choosing a Manager

The director of management development for the Long Stay Suites was
required to recommend someone for a high-level management position in the
company. Careful screening of all present employees narrowed the selection to two
men: John Jarvis and Satya Patel. After lengthy interviews, the following
information was accumulated.

John Jarvis had a tenure of three years with the com- pany. He was very
seldom absent from work and had obtained a college degree in hospitality
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administration by taking evening courses. His superiors rated his manage- ment
potential as promising. The one complaint voiced against him was that he appeared
impatient and overly am- bitious. During his interview with the director of
manage- ment development, Jarvis indicated that promotions had not come along
fast enough for him and that unless he received this promotion he would seek
employment with another major hospitality organization. He hinted that he had
received offers.

Satya Patel was several years older than Jarvis. He had been with the
company since graduation from a nearby university six years previously. He was
rated by his super- iors as a steady, dependable employee, apparently very

intelligent, but he had been given little opportunity to display his talent.
Three years ago, he had turned down a more responsible position at one of the
organization’s branches in another city. He said he didn’t want to relo- cate, and
the job required some traveling. Since that time he had not been given another
opportunity to move up- ward in the organization.

In considering the recommendation he would make, the director of
managerial development recalled a com- ment Patel had made during his
interview: “I’m confi- dent that you will recognize the importance of seniority
when you make your final recommendation.”

1. Weigh the pros and cons of promoting Jarvis or Patel.

2. Which one would you recommend for the position, and why?

3. ldeally, what additional information would you like to have before

making a recommendation?

MeToau4decKue nNosiCHeHU A

B ocHoBe MmerToma  KeMC-3aJaHUM  JIE)KUT  ONUCAHUE  KOHKPETHOU
npo(hecCHOHANBHON EATeTbHOCTH UM SMOLMOHAIBHO-TIOBEIEHYECKUX aCIEKTOB
B3aUMOJACUCTBUA JIIoAeH. lIpu M3ydeHMHM KOHKPETHOM CUTyalluh, U aHaJIu3e
KOHKPETHOTO IpUMEpa MAarucTpaHT JOJDKEH BXKUTbCA B KOHKPETHBIE

06CTO}ITCHLCTB3, INOHATb CUTYyalluIO, OLICHUTD O6CTaHOBKy, OIpCACIINTb, €CTh JIU B
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Hel mpobJieMa U B 4eM ee cyTh. OnpeeIuTh CBOIO POJIb B PEIICHUH MPOOJIEMBbI U
BBIPA0OTATh 11EIECO00PA3HYIO TMHUIO TOBEICHU.

Merton keiic-3aanuii pa30UBaeTCs Ha ITArlbl:

* [IoArOTOBUTEIBHBIN ATAIl;

* O3HAKOMUTEIIHLHBIN JTAIT,

* AHaIUTHYCCKHUHU ITAIl;

* MTorosslii 3Tam.

Ha mnepBoMm »Tame mnpenogaBaTelb KOHKPETHU3UPYET €U, IOMOTaeT
MarucTpaHTy pa3padoTaTh COOTBETCTBYIOIIYIO «KOHKPETHYIO CHUTYyallUio» U
cueHapuii 3ansTus. I[lpu pa3paboTke Ba)XXHO YYHUTBHIBATH pPsii 00sI3aTENbHBIX
TpeOOBAHMIA:

* [Ipumep IOKEH JOTUYHO MPOJOJHKATh COAEPHKAHUE TEOPETUUECKOrO Kypca
1 COOTBETCTBOBAThH OYIYyIITUM MPO(HECCHOHAIBHBIM OTPEOHOCTSIM MarucTpaHTa;

. CJI0)KHOCTh  ONKMCAHHOM CHUTyalldd JIOJDKHA YYWUTHIBAaTb YPOBEHB
BO3MOXXHOCTEH MarucTpaHTa, T.€. C OJJHOW CTOPOHBI, OBITh MO CUJIaM, a C JIPYTOM,
BBI3bIBATH KEJIAHUE C HEW CIIPABUTHCA U UCIIBITATh YYBCTBO YCIIEXA;

» CojepkaHue JOJDKHO OTpaxaTh peasibHble TPo(ecCuoHaIbHbIE CUTYalUH, a
HE BbIJTyMaHHbIEC COOBITHS U (haKTHI.

Ha BrOpoM »JTame mnpoucXoauT BOBJICYCHHE OOYYAIOIMMXCS B JKUBOE
oOcyxaeHue peaibHOM  mpodeccuoHanbHOW  cuTyalnuu. lIpemonaBaTens
0003Ha4YaeT KOHTEKCT MPEACTOsIIeH padoThl, obpamasch K KOMIIETCHTHOCTH
MarucTpaHToB B  OmpeJeieHHOW oOsacTh. 3HAKOMUT  MarucTpaHTOB  C
COACPKAHUEM KOHKPETHOM CUTyallMW, UHAUBUAYAIBHO WM B rpynne. B asron
METOAMKE OOJNBIIYI0O POJb WrpaeT TpyIma, T.K. TOBBIIIACTCS pa3BUTHE
MO3HABATEJILHONW CIIOCOOHOCTH BO BpeMsi OOCYXIEHHUS HJIeH U TpeiiaraeéMbix
pPELICHUM, YTO SBIETCA IUIOJAOM COBMECTHBIX ycunud. [lo 3toi mnpuuune,
O3HAKOMJICHME C ONMCAHUEM KOHKPETHOW CHUTyallMd BBINOJHSAETCS B MAJIOU
rpymnrne.

AHanu3 B rpynmnoBoi paboTe HAYMHAETCS MOCE 3HAKOMCTBA MaruCTPAHTOB C
MpeA0CTaBAECHHBIMU (PaKTaMu, ¥ MPEJIararoTCs CICAYIOIINE PEKOMEH IalNH

* BBISIBJICHUE NMPU3HAKOB MIPOOJIEMBI;
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. [IOCTAaHOBKAa MpoOJeMbl TpeOdyeT SCHOCTH, YETKOCTH, KpPaTKOCTU
(bopMyIIHpOBKHY;

* pa3lIM4HBIE CIIOCOOBI AEHCTBYS;

* aJbTEPHATHBBI U UX OOOCHOBAHUE;

* AHAJIN3 ITOJIOKUTEIIBHBIX U OTPULIATENBHBIX PELICHUN;

* [IEpBOHAYAIBHBIC LIEIU U PEATIbHOCTh €€ BOILIOIICHHUS.

Pe3ynbTaTUBHOCTh  HCMONB3YEMOTO METOJa yBEIM4YMBaeTcs Omaromaps
aHAJINTUYECKOW paboTe MarucTpaHTOB, KOIJIa OHM MOTYT Y3HAaTb U CpPaBHUTb
HECKOJIbKO BapUMaHTOB pEIICHUsS OAHOW mpoOsieMbl. Takoil mpumep momoraer
pPaCHIMPEHUIO MHIUBUYAIBHOTO OIbITA aHAJIW3a M PELICHUs MPOoOJIeMbl KaXKIbIM
MarvuCTPaHTOM.

Tak Kak aHaduM3 KOHKPETHOW CUTyallud — TpyMmoBasi paboTa, TO pEIICHHE
npo0JieMbl MPOUCXOAUT B (OpME OTKPBITBIX AUCKycCUH. BakHbpIM MoOMeHTOM
ABJISIETCS PAa3BUTHUE ITIO3HABATEIIBLHOMN IEATEIIBHOCTU U NIPUHATHE YY)KUX BapPUAHTOB
perieHus npoosieMbl 0€3 MPeaB3sTOCTH. JTO MO3BOJIIET MaruCTPaHTaM pPa3BUBAThH
YMEHHE aHaAJIM3UPOBaTh peajbHble CUTYallMd M BbIpadaThIBaTh CAMOCTOSITENIbHBIC
pElIeHUs, YTO HEOOXOAMMO KaXKJIOMY CIELHAINUCTY, OCOOCHHO B COBPEMEHHOM

PBIHOYHON SKOHOMMUKE.

Kpurepuu ouenku:

- 100-86 OamioB BBICTABIAETCS CTYIEHTY, €CIU CTYJIEHT BBIPa3UJl CBOE
MHEHME TI0 CHOPMYJIUPOBAHHOW MpoOsiemMe, apryMEHTHUpOBaJ €ro, TOYHO
OTIPEICIIUB €€ COJICPKAHUE U COCTABJISIOIINE;

— 85-76 OGamioB - paboTa XapaKTEpPU3yeTCS CMBICIOBOM IIEIBHOCTHIO,
CBSA3HOCTBIO U MOCIEAOBATEIILHOCTHIO U3JIOKEHMS; JOMYUIEHO 2-3 OUIMOKH IpHU
OOBSICHEHUH CMBbICIa WU cojJiepkaHus TpobseMbl. DakTUUECKUX OIIHOOK,
CBSI3aHHBIX C TOHUMAaHUEM TPOOJIEMBI, HET;

— 75-61 Gamn - CTYJAEHT HPOBOJIUT JOCTATOYHO CAMOCTOSITEIbHBIN aHaIN3
OCHOBHBIX 3TallOB U CMBICIOBBIX COCTABJIAIONIMX MPOOJIEMbl; TOHUMAEeT 0a30BbIe
OCHOBBI M TEOPETUYECKOE 0OOCHOBaHME BbIOpaHHOU TeMbl. [lomymieHo He Oonee 5

OIIMOOK B CMBICIIE HJIU COACPIKaHNHN HpO6JI€MBI;
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— 60 u menee OamoB — eciau paboTa MpencTaBiseT cOo00il MOTHOCTHIO
NEPENUCAaHHBI HMCXOJIHBIM TEKCT, 0e3 KakuxX Obl TO HU OBUI0O KOMMEHTApHEB,

a”Hainuza. He PaCKpbITa CTPYKTYpPA U TCOPCTUYICCKAA COCTABJIAOIIAA TCMEI.

HpI/IMepbl NMPaAKTHICCKHUX 3a1a4 10 KypcCy
«Guest Service Management (YnpasjeHHe rocTeBbIM CEPBHCOM)»
Tema: 1 IlonsiTne «CEePBUC», H606XOI[I/IMOCTB ceanc-[{maﬁHa
Excellent sources for study are your own organization, if you are presently
working, and the organizations in which your friends may be working. Ideally,
your information will come from hospitality organizations but if your personal
situation does not permit that, study some other type of service organization. If you
are really at a loss, consider the “service” provided by the instructors of your
classes. For some of the requested first- hand information, however, you may have
to visit the organization and talk with its peo- ple. If so, be a good guest!
For the following three exercises, and all the others in this book, you will
write your responses or prepare to discuss them in class, as your instructor directs.
1. Pick two service organizations, in the same service field, you have
patronized recently or can visit conveniently. Compare them in terms of the
service quality and value you received.
2.Think about the last business establishment of any kind you visited. What were
the tangibles of its service product? What were the intangibles?
3.Divide up into groups. On the basis of the group’s collective experience, discuss
what is good service. Mention some organizations that deliver good service.
Compare notes with other groups.
Tema 2. Ounenka oxugaHuii roctsi. BoBjedyenme rocreii B mpoiecc

onpejae/ieHUsi IEHHOCTEH CEPBUCHOIO 00CTYKMBAHUSA

1. There are four qualitative techniques that can be used for forecasting:
brainstorming, the Delphi technique, focus groups, and scenario building.
Divide up into groups and, as your instructor directs, come up with a

forecasting problem that a local hospitality organization might face and try

56



to arrive at a conclu- sion about it by using one or more of the techniques.
Different groups might use dif- ferent techniques for the same problem to
see If they come up with the same conclusion or problem solution.

2. Find a hospitality organization that uses forecasting techniques. How does
the organization use them to predict its staffing and product supply needs, or
for other purposes? How does the organization gather data? Does it use
prediction models and statistical techniques, or is forecasting done mainly
by the seat of someone’s pants?

3. An organization should focus on its core competencies, not spread itself into
areas in which it may not be competent. Some competency pairings are
generally accepted, like bar and grill. Others might reflect an organizational
inten- tion to operate in unrelated areas, like college and fish camp or
blacksmith and nail care. Look for unusual competency pairings in business
names you come across and report them back to the class.

4. Go on the Web or across your community and see what the companies you
find claim as their mission. What is your estimation of how well this mission

helps define strate- gic decisions they make?

Tema 3. CepBucHasi crpaTerusi M KyJbTypa B rOCTeNIPUAMCTBE

1. Divide into groups. Come up with a list of what factors or aspects make up
an organi- zational culture. Which characteristics are the most important?

2. Find a hospitality organization that has a strong, clearly defined service
culture. You may work for one yourself or have friends who do. How does
the organization create and sustain that culture? What training methods,
incentives for managers and employ- ees, and communications techniques
are used to create and define the culture? If you know of an organization that
has a weak, muddled, unfocused culture, talk about that organization, too.

Tema 4. CepBuCOOPHEHTHPOBAHHBbIE COTPYAHUKH B FOCTENPHUUMCTBE
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. Find a hospitality organization that will tell you about its employee selection
processes and procedures. How does the organization determine which
recruits are likely to succeed as hospitality employees? What selection
methods do they use? How well are the organiza- tion’s predictors of
employee success working?

. Interview three friends who have held jobs. Find out which of the chapter’s
training methods were used to train them. To what extent were any of your
friends “devel- oped” as well?

. Divide into groups. For the group members who have held jobs, make a list
of the dif- ferent training methods that their organizations used. How are
they similar to or dif- ferent from the methods described in the text?

. The next few times you visit a service provider, take particular notice of
your servers. Although you did not see the training they received, do they
seem to be conforming to some training and doing the job as it was designed
to be done? If not, where are they going wrong, and why?

. Interview four employees at a restaurant or hotel to discuss their training.

Report your findings to the class.

Tema 5 CepBuc- q1u3aiiH, MEHEeXKMEHT U KOMMYHUKALUSI

1. Find a hospitality situation in which the guest is required to co-produce the
service ex- perience. Try to find something more challenging than a salad
bar or receptacle labeled “Trash.” Describe and evaluate how the
organization prepares its employees and its guests for successful guest
participation. How effective is the co-production strategy? What incentives
are offered to guests to encourage their participation? In what ways is this
guest participation beneficial for the guest, the organization, or both?

. Interview a manager or supervisor within a hospitality organization to find
out what the organization will and will not let guests do regarding co-
producing the guest expe- rience. Try to get some examples of guests co-

producing excessively—trying to do more for themselves than the
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organization wants them to—and find out how the man- ager, supervisor, or

server handled those situations. Report your findings to the class.

. Interview a teacher who seems to believe in classroom “co-production,”

even if not un- der that term, and find out why the teacher does so and how
the teacher got that way. Bring back your findings for discussion in groups.
Discuss the extent to which you are required or invited to co-produce your

own education, and how you feel about it.

Tema 6. IlpoBeeHne ayanTa cepBHCHOTO Mpollecca

8.Collect guest comment cards or examine Web-based surveys from several

hospitality organizations and compare the factors about which organizations
solicit comments. What conclusions can you draw? If possible, interview the
managers whose organiza- tions make the cards or Web-surveys available to

guests and ask how the managers use the results.

9.Imagine that you are a mystery shopper for a hotel. Write up a list of the

10.

11.

activities in which you would engage, starting with deciding how long you
will stay to do a thor- ough evaluation (twenty-four hours? forty-eight
hours?). Develop service standards, such as for calling in to make a
reservation. (What will your “number of rings” stan- dard be? three rings?
four rings?, and so forth.) What evaluation system will you use for the
different hotel areas? Pass/fail? An excellent-through-poor scale?

Go mystery shopping. If appropriate, use some of the activities from your
hotel evalu- ation list created for question 2. Or do a quick evaluation or
service audit using “the three Ts”— Task, Treatment, Tangibles. Write up a
brief description of what you found and observed on your shopping trip and
send it to the manager of the service location.

Either in groups or individually, use Hart’s criteria for a good service
guarantee as presented in this chapter and create a guarantee for a real or

imaginary hospitality organization.
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Tema 7. KoppexTupymomue aeilcTBusl, yJayullleHHe CepBHCA, BHeJIpeHHe

HMHHOBAaIuM

12.  Have you experienced a recent service failure? If so, write a letter to the
establish- ment’s manager complaining about the dissatisfying or failed
service experience you have had. (Do not make up a false complaint!!! )
Describe how the organization responds to your complaint. How does the
organization’s recovery effort correspond to the sug- gestions for recovery
offered in the chapter?

13.  Write a letter to a local hospitality manager complimenting a service
experience you have had recently. Send a copy to the company president.
Report back on the results. It is okay to mention names in this letter.

14. Be on the lookout for a service failure that others are experiencing. Observe
and re- port how the organization recovers from the failure. Evaluate the
recovery strategy based on the material presented in the chapter.

15. Divide into groups. For those who have been employees, describe service
failures in which you have been involved. Have you been trained in how to
recover from these fail- ures? What recovery steps did you take? Pick the
best service recovery and compare with the best of other groups. What
lessons can be learned from these successful recoveries?

16. Have a classroom discussion on the topic “Who is more responsible for most
service errors: servers or managers?” (Remember that managers plan and
implement delivery systems.) Go out to some local restaurants or other
hospitality organizations and ask some servers and some managers this
question, “What service failures do guests most frequently experience in
your place of business, and who is more responsible for most of them:

servers or managers?” and report back your results.

MeToau4yecKue nNosiCHeHU A
B ocHOBe Meroma  KEMC-3aJlaHUM  JIKUT  ONHMCAaHUE  KOHKPETHOM
npoeCCUOHAIBHON JESATEILHOCTH WJIM AMOIMOHAIBLHO-TIOBEICHUECKUX aCTIEKTOB
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B3aUMOJICUCTBUS JroAck. [lpr M3ydeHHM KOHKPETHOM CHUTyallMd, W aHAJIU3E
KOHKPETHOTO TMpHUMEpA MAaruCTpaHT JIOJDKEH BXHUTbCA B KOHKPETHBIE
00CTOSITENBCTBA, MOHATH CUTYAIIUIO, OLICHUTh 0OCTAHOBKY, ONPEEIUTh, €CTh JI B
Hel nmpobiieMa U B 4eM ee cyThb. ONpeAesnTh CBOIO poiib B PEMICHUH MTPOOIEMBI U
BBIPA0OTATh 1IEJECO00PA3HYIO JIUHUIO MOBEACHUS.

Merton keiic-3aanuii pa30ouBaeTCs Ha ATArlbl:

* [IoArOTOBUTEIBHBIN 3TAIl;

* O3HaKOMUTEIBHBIN ATAIT;

* AHaJIMTUYCCKUH ATaIl;

e HWToroseii 3Tar.

Ha mnepBom »srane mnpenonaBaTelb KOHKPETU3HPYET LEIU, IOMOTaeT
MarucTpaHTy pa3padoTaTh COOTBETCTBYIOIIYIO «KOHKPETHYIO CHUTYyallui0» U
cueHapuii 3anarus. [lpu pa3paboTke BaXXHO YYHUTBHIBATH Psii 00S3aTEIbHBIX
TpeOOBAHMIA:

* [Ipumep IOMKEH JOTUYHO MPOJOJHKATh COAEPHKAHUE TEOPETUUECKOTO Kypca
U COOTBETCTBOBATH OyAylIUM MPO(PECCHOHATBHBIM OTPEOHOCTSIM MaruCTPaHTa,;

. CJIO)KHOCTh ONMUCAHHOM CHUTyallud JOJDKHA YYHUTHIBATh YpPOBEHB
BO3MOXXHOCTEH MarucTpaHTa, T.€. C OJJHOW CTOPOHBI, OBITh MO CUJIaM, a C JIPYTOM,
BbI3BIBATh KEJIAHUE C HEW CIPABUTHCA U UCBITATh YYBCTBO YCIIEXA;

» CojeprkaHue JOJDKHO OTpa)xaTh peasibHble TPO(ecCuoHaIbHbIE CUTYaAlIUH, a
HE BBITyMaHHBIC COOBITHS U (haKThI.

Ha BTOpoM »5Tame mnpouCXOAUT BOBJICYEHUE OOYYAIOIMIUXCS B JKUBOE
oOcyxaeHue peaibHOM  mpodeccuoHanbHOW  cuTyaruu. l[IpemonaBatens
0003HaYaeT KOHTEKCT MPEACTOsAIIeH paboThl, OOpamasch K KOMIETEHTHOCTH
MarucTpaHToB B  OmpeaeieHHOW oOsacTh. 3HAKOMUT  MarucTpaHTOB €
COZIEp’)KaHMEM KOHKPETHOM CUTyalMd, WHIMBUAYAJIBHO WJIHM B rpynmne. B stoi
METOAMKE OOJNBIIYI0O POJb WrpaeT TpyIma, T.K. TOBBIIIACTCS pa3BUTHE
MO3HABATEJILHONW CIIOCOOHOCTH BO BpeMsi OOCYXIEHHUS HJeH U TpeiiaraeMbIix
pPELICHUM, YTO SBIAETCA IUIOJAOM COBMECTHBIX ycuiud. [lo 3toi mnpuuune,
O3HAKOMJIEHME C OIMCAHMUEM KOHKPETHOM CHUTyallUH BBINOJHIETCS B MAaJoi
rpyIIIIe.
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AHanu3 B TpyNIoBOi pabOTe HAUMHAETCS MOCIIE 3HAKOMCTBA MAaruCTPaHTOB C
IPEIO0CTaBIEHHBIMU (DAaKTaMHU, U TIPEJIaratoTCs CIEAYIONINE PEKOMEH AN

* BBISIBJICHHUE [TPU3HAKOB IPOOJIEMBI;

. MIOCTAaHOBKAa MpoOieMbl TpeOyeT SCHOCTH, YETKOCTH, KpPaTKOCTU
bopMyIHpOBKHY;

* pas3IM4HBIE CIIOCOOBI AEHCTBYS;

* aJbTEPHATHBBI U UX OOOCHOBAHUE;

* aHaJU3 MOJIOKUTEIBHBIX U OTPULIATEIBHBIX PEIICHUN;

* MEPBOHAYAJIBHBIC LIEJIM U PEATBHOCTD €€ BOILUIOLIEHUS.

Pe3ynpTaTUBHOCT  MCIIOJIB3YEMOTO  METOJa yBEJIMYMBAaeTCs  Onaromaps
aHAJIMTUYECKOW paboTe MarucTpaHTOB, KOIJla OHM MOTYT Y3HAaTb U CPaBHUTh
HECKOJIbKO BapUMaHTOB pEIICHUsS OAHOW MpoOsieMbl. Takoil mpumep momoraer
paCIIMPEHUI0 MHANBUAYAIBHOIO ONBITA aHAIM3a U PEILEHUsl MPOOIEeMbl KaXKIbIM
MarvuCTPaHTOM.

Tak Kak aHaau3 KOHKPETHOM CUTyallud — TpyMmoBasi paboTa, TO pEIICHHE
npoOsieMbl MPOUCXOAUT B (OpME OTKPBITBIX AUCKycCU. BakHbpIM MoMeHTOM
ABJISIETCS PA3BUTHE NTO3HABATEIBHOM JIEATEIIBHOCTH U MPUHATHE YY)KHX BaPUAHTOB
perieHus npoosieMbl 0e3 MPeaB3sTOCTH. JTO MO3BOJIIET MaruCTpaHTaM Pa3BUBAThH
YMEHHE aHaAJIM3UPOBaTh peajbHble CUTYallMd M BbIpa0daThIBaTh CAMOCTOSITENIbHBIC
pElIeHUs, YTO HEOOXOAMMO KaXKJIOMY CIELHAINUCTY, OCOOCHHO B COBPEMEHHOM

PBIHOYHOM SKOHOMUKE.

Kpurepuu onenkmu:

- 100-86 0amioB BBICTABIAETCS CTYIEHTY, €CIIM CTYJIEHT BBIPA3UJ CBOE
MHEHHE 10 chopMmynupoBaHHONW TpobiIeMe, apryMEHTHpPOBAI €ro, TOYHO
OTIPE/IENUB €€ COepKaHNe U COCTABIISAIOIINE;

— 85-76 OGamioB - paboTa XapaKTEpPHU3yeTCS] CMBICIOBOM IIEIBHOCTHIO,
CBSA3HOCTBIO U MOCIEAOBATEIILHOCTHIO U3JIOKEHMS; JOMYUIEHO 2-3 OUIMOKH IMpHU
OOBSCHEHUH CMBICIIAa WU COJAepKaHusA mpooOsieMbl. DaKTUUECKUX ONIMOOK,
CBSI3aHHBIX C IOHUMAaHUEM MPOOIIEMBI, HET;

— 75-61 Gamn - CTYJAEHT NPOBOJUT JOCTATOYHO CAMOCTOSITEIbHBIN aHAIN3
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OCHOBHBIX 3TallOB M CMBICIIOBBIX COCTABJIIOUIMX MPOOJIEMBI; IIOHMMAET 0a30BbIC
OCHOBBI U TEOPETHUYECKOE 00OCHOBaHUE BBIOpaHHOU TeMbl. JlomymieHo He O6oee 5
OIIMOOK B CMBICIIE MJTH COJICPIKAHUH MTPOOJICMBI;

— 60 m Menee OamioB — ecnu paboTa MPEACTaBISET COOOM MOTHOCTHIO
NIEPETMCAHHBIA MCXOJHBIA TEKCT, 0€3 KakuxX Obl TO HH OBLIO KOMMEHTApHECB,

a”Hainuza. He PaCKpbITa CTPYKTYpPA U TCOPCTUICCKAA COCTABJIAOIIAA TCMBEI.

MCTOI{H‘ICCKHG PEKOMEHIANUN, OIIPCACTAIOININEC MPOHEAYPHI OIICHUBAHUA

pe3yabTaToB OCBOCHHUSA TUCHHUILJIMHDBI

Texymas arrectanmsi CTyJeHTOB. Tekylas arrectanusl CTYJIEHTOB I10
macimumaae «Guest Service Management (YmpaBieHHE TOCTEBBIM CEPBHCOM)»
IIPOBOJIUTCS] B COOTBETCTBUM C JIOKAJIbHBIMA HOPMAaTUBHBIMU akTamul [IBDY u sBisiercs
00s13aTeIbHOM.

Texymass arrecramus mo mguctmiimae «Guest  Service  Management
(YrpaBiieHHE€ TOCTEBBIM CEPBHUCOM)» TMPOBOAUTCS B (opMe KOHTPOIHHBIX
MEPOTIPUATUN TI0 OIICHUBAHUIO (PaKTHUECKUX PE3yJIbTaTOB OOYyUYEHHUS CTYICHTOB U
OCYIIIECTBIISETCS BEIYIIUM ITPETIO1aBaTCIICM.

OObeKTaMu OIICHUBAHUS BBHICTYTAIOT:

— yyeOHasg JucHMIUIMHA (TOCEIIaeMOCTh BCEX BHUAOB 3aHITUH TIO
aTTeCTyeMOW JTUCIUIUIMHE, AaKTUBHOCTh Ha 3aHATUAX, CBOCBPEMEHHOCTH
BBITIOJIHEHUS PA3JIMYHBIX BUJIOB 33/IaHUN );

— CTEICHb YCBOCHUS TEOPETUYSCKUX 3HAHHIA;

— YpPOBEHBb OBJIAJICHUS TMPAKTHUYCCKUMU YMEHHUSIMH W HaBBIKAMH TI0 BCEM
BUJIaM y4eOHOM palboThI;

— pe3yabTaThl CaMOCTOSTEIHLHOW palbOThl, B TOM 4YHCIE — (PUHAIBHOTO
MIPOCKTA.

IIpome:kyTouHasi aTrecTanmmsi CTYJAeHTOB. [IpoMmexyTouHas arTecTarus
cTyAeHTOB 1o auciuiuimae «Guest Service Management (YmpasieHue rocTeBbIM

CCpBI/ICOM)» IMPOBOJUTCA B COOTBCTCTBHUM C JIOKAJIbHBIMW HOPMATHBHBIMU aKTaMH
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JIBOY wu sBiseTcs 00s3aTeIbHOM.

[To mucommmmHe «Guest Service Management (YmpaBieHHE TOCTEBBIM

CepBI/ICOM)» MNpeaAyCMOTPECH 3K3aMCH B BUJIC TCCTUPOBAHUA .

KpaTrkass xapakrepucTHka npoueaypbl INPHMEHEHUS] HCIOJIb3YeMOIo

OLICHOYHOI'0 cpeacrBa. B pe3ynbrare NOCEHMICHUS MPAKTUYECKUX 3aAHSATHM,

IIOATOTOBKC BO BPCM:A CaMOCTOSITCJIbHOM pa6OTBI, pa360pa Keﬁc—Banaq, CTYACHT

MMOCJICAOBATCIIBHO OCBaWMBACT MaATCpHalibl AUCHUIINIMHBI KW H3y49aCT OTBCTHI Ha

BOIIPOCHI K UTOT'OBOMY TCCTUPOBAHUIO.

KpHTepHH BBICTABJICHUA OLICHKUA CTYACHTY Ha IK3aMCHE

o JMCHMIIJIMHE «anaB.ﬂeHne rocreBbIM CEPBUCOM

Bbanabl
(peHTHHTOBOM
OLICHKH)

Ouenka
IK3aMeHa
(crangapTHas)

TpeodoBanusi kK chopMUPOBAHHBIM KOMIIETEHIIUAM

86-100

«KOTIHUYIHO»

OneHka «OTIMYHO» BBICTABIIAETCSA CTYICHTY, €CIM OH
ry0OKO W TPOYHO YCBOWJI NPOrpaMMHBIA Marepual,
HCYEPIBIBAOLIE, IOCIIEIOBATEIBHO, YETKO U JIOTMYECKHU
CTPOMHO €ro M3JIaracT, yMeeT TECHO YBSA3bIBATh TEOPUIO C
MIPAaKTUKON, CBOOOHO CHPABIISETCS C 3ajadyaMu, BOIPOCaMU
U JpYTMMM BHJIAaMH IPUMEHEHUs 3HAHWUM, IPUYEM HE
3aTPYAHSETCS C OTBETOM IIPU BUJAOW3MEHEHUHW 3aJaHUU,
UCTOJBb3yeT B OTBETE Marepuan MOHOTpaduueckon
JAUTEpaTypbl, MPaBUILHO  OOOCHOBBIBAET  MPHUHATOE
peuieHue, BIAACET PA3HOCTOPOHHUMHU HAaBBIKAMU U
IIPUEMAaMH BBIITOJIHEHUS IPAKTUYECKHX 3a/1a4.

85-76

«XOpOILLIOY»

O1eHKa «XOpOIIO» BBICTABIISCTCS CTYIEHTY, €CIH OH
TBEpAO 3HAET MaTepHuaj, TPaMOTHO U TI0 CYIIECTBY
M3JIaraeT ero, He JOIMYCKas CYIMIECTBEHHBIX HETOYHOCTEH B
OTBCTEC Ha BOIIPOC, MPABHUIIBHO IMPUMCHACT TCOPECTUUCCKHUC
MOJIOKEHHSI TIPU PEIICHUH TPAKTUYSCKUX BOIMPOCOB H
3aJa4, BJIaJICCT HeO6XO)II/IMI)IMI/I HaBbIKaMU W IPUEMaMH
WX BBITIOJTHCHUSI.

75-61

«YyHOOBJICTBOPHU-
TCIIBHO»

OneHka «yAOBJIETBOPUTENHHO» BBICTABISIETCS CTYACHTY,
€CJIN OH MMEET 3HAaHUS TOJIBKO OCHOBHOI'O MaTepuania, HO
HE YCBOMJ €ro JeTajel, JOMyCKaeT HEeTOYHOCTH,
HE/I0CTaTOYHO NpPaBUJIbHBIE (DOPMYTUPOBKH, HAPYIICHHUS
JIOTUYECKOW  TOCJIEOBATEIbHOCTY B M3JIOKEHHUU
MIPOrpaMMHOT0 MaTepuaia, UCTIBITHIBACT 3aTPYJHEHUS TIPU
BBITIOJTHEHUH NPAKTUYECKUX paloT.

64




60-0

«HEYAOBIETBOPU-
TEJILHO»

Ouenka «HEYIOBJIETBOPUTEIBLHO» BBICTABIISICTCSA
CTYACHTY, KOTOPbIA HE 3HAeT 3HAYUTEIBHOM YaCTH
MIPOrpaMMHOI0 MaTepHuaya, JOIYCKAeT CYHIECTBEHHBIE
OIUOKHN, HEYBEPEHHO, C OOJBIIMMU 3aTPyIHEHUSIMU
BBINIOJIHSIET MpakThueckue padoTsl. Kak mpaBuio, oreHka
«HEYIOBJIETBOPUTEIBHO» CTABUTCS CTYAEHTaM, KOTOPBIE
HE MOTYT MPOJOJKUTH O0ydeHue Oe3 JIOMOJHUTENTbHBIX
3aHATHI 110 COOTBETCTBYIOIIECH NUCUUILIMHE.
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