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AHHOTalMsA K padoyeil mporpaMmme JUCUHUILIMHBI

«Guest Service Management (YnpaBJ/ieHHe I'OCTEeBbIM CEPBHCOM)»

VYuebnsiit kype «Guest Service Management (YnpaBieHUE TOCTEBbIM CEPBUCOM )»
NpEIHA3HAYECH ISl CTYJCHTOB HampaBiieHuss noarotoBku 43.04.02 «Typusmy»,
nporpamma « UHAyCTpUs Typu3Ma U TOCTEIPUUMCTBAY.

HNucuumnuna «Guest Service Management (YmopaBieHHe TOCTEBBIM
CEpPBUCOM)» BKJIIOUEHA B COCTAB 00s3aT€NIbHON YaCTH, JUCHHUILIUH 110 BHIOODY.

OO6miast TpyJI0EMKOCTh JAMCIUIUIMHBI COCTaBISET 3 3a4yeTHbie enuHUIlbl, 108
4acoB. YUeOHbIM IUIAHOM TMPEAYCMOTPEHBI JIEKIMOHHbIE 3aHATUs (9 dYacoB)
npakTuueckue 3ansaTus (18 wacoB), camocTosiTenbHas paboTa cTy1eHTOB (45 Jaca)
MOATOTOBKAa K 3k3ameHy (36 wyac.) JlucuumniauHa peanusyercs Ha 2 Kypce B 3
CeMecCTpe.

HNucnnmnaa «Guest Service Management (YTpaBiaeHHE TOCTEBBIM CEPBHUCOM )»
OCHOBBIBACTCA Ha 3HAHMAX, YMCHHUAX W HABBIKAX, IIOJYYCHHBIX B PC3YJILTATC
HU3yUYCHHA OUCHUIIIINH ((KpHTquCKOe N IIPOCKTHOC MBIIIJIICHHUC)), ((I/IHZIYCTpI/IH
Typu3dMa W TOCTCHIPHUHUMCTBA: TCOpUA H IIPAKTHKA», «AKaJ_IeMI/ILIeCKI/Ie HAaBbBIKU B
007aCTH DKOHOMHKH H MCHCIDKMCHTA» W TI03BOJICT IIOATOTOBUTL CTYACHTOB
OCBOCHHUIO psAJla TaKuX JAUCHUIUIMH, Kak «[lmaHnupoBanue B TypusMe U

rOCTENIPUUMCTBE», « MapKETUHIOBbIE KOMMYHUKALMHA U HU(PPOBOI TYpU3M.

CopneprxaHue TUCUUILUIMHBI OXBAThIBAET CIEAYIOLINI KPYT BOIPOCOB: TEOPHUS
U METOJOJOTUS SKOHOMHUKH BIIEYATIICHHUM: 3JIEMEHTHl (DOPMUPOBAHUS T'OCTEBOIO
cepBUCa B TOCTHHMIIAX W CPEACTBAX pa3MEIICHMS; BBICTpAMBAaHUE CEpPBUCA B
COOTBETCTBMM  C  OOIICTIPUHATHIMHU  MEXKIAYHApOJHBIMA  CTaHJIAPTaAMU;
KBAIM(UKALMOHHbIE  TpeOOBaHMS  PAaOOTHUKOB  OTAENBHBIX  KaTeropui
(pykoBOISAIIMI  cOCTaB, TEpCOHaN, paboTalomUM C TOCTAMH, TMEPCOHAI
BCIIOMOTATENIbHBIX OTNEIOB); (OPMUPOBAHUE MAKETA JIONOJHUTEIBHBIX YCIyT B

TFOCTUHUYHOM CCPBHCC, CepBHC—ﬂHSaﬁH; CCPBHUCHLBIC CTPATCTUN PA3BUTHUA.



Heap AMCUMIVIMHBI — YCBOEHUE CTYJAEHTAMH TEOPETUYECKUX 3HAHMM,
(dopMHUpOBaHHWE YMEHHUI, KOTOpbIE IMO3BOJSAT HAa OCHOBE KOHCTPYHPOBAHUS
OpeanojaraéMoi peakiuu IMOTpeOUuTeNnss NpH B3aUMOJECUCTBUM C TYPUCTCKOU
YCIYrol C€O34aBaTh psi  BO3MOJKHBIX PEIIEHWM JUIsI COBEPLICHCTBOBAHUSA
KOMMYHMKAIIMU MEXIY IMOCTABIIMKOM U ITOJTY4YaTeNIEM YCIyTH.

3agaum:

* PACKPBITh OCHOBHBIE HAIIPABJIEHUS U TPEHIBI HHIYCTPUHU TYPU3MA;

e aHaAJIU3 CYyLICCTBYIOIINUX B3aUMOJAEHUCTBUN MEXIY aKTOPAMU TYPUCTKON
VUHyCTPUH, IPOECKTUPYS UX BO3MOXKHBIE HHTEPAKIIUH,

e H3y4YE€HHE Halbopa TEXHHUK, Ojaromapst KOTOpPbIM BO3MOXKHO IpEICKa3aTh, KaKHe
BICYATIICHUS M KAKOH ONBIT TOJYYUT MOTpeOUTENs MpU BHIOOPE W HCIOJIH30BAHUHU
TYPUCTCKOM yCIIYTH;

® M3YYCHHC OTAIlOB q)OpMI/IpOBaHI/IH TOCTCBOT'O CCpBHCA N MCXAHU3MOB YIIPABJICHUA
uMm;

e AHAJIN3 MUPOBOM IIPAKTUKU HCIOJIB30BAHUs CEPBUC-IU3AIHA.

Jis  ycnemHoro wusyuyeHus aucuuiimHbel «Guest Service Management
(YnpaBineHue TOCTEBBIM  CEPBUCOM)» Yy  OOyYarollUMXCs  JOJDKHBI  OBITh
c(OpMHUPOBAHBI CIEYIOLUIUE PEIBAPUTEIbHBIE KOMIIETEHIUU:

e CIIOCOOHOCTh aHAIM3UPOBATh U YUUTHIBATh pa3HOOOpa3ue KylabTyp
B [IPOLIECCE MEKKYJIBTYPHOI'O B3aUMOJICVCTBHS;

e CIIOCOOHOCTH OPraHU30BBIBATH U PYKOBOJUTH paOOTON KOMaH/bl Ha
BCEX ATAllax €ro JKU3HEHHOIO IUKJIA

e CIIOCOOHOCTBH OCYHIECTBISATh KPUTUUECKUN aHATIN3 MTPOOJIEMHBIX
CUTYaIIMil HA OCHOBE CUCTEMHOTO TI0JIX0/1a, BEIPA0aThIBATh CTPATETUIO IEHCTBHIA.

B  pesynpraTe uM3ydeHUs JAaHHOW JUCUUIUIMHBI Yy  OOydYarolmuxcs
dbopmupyroTcs cienyroimue oOienpodeccuoHanbHbie U MPodeCCUOHANIbHbBIC

KOMIIETEHIIUHU (PJIEMEHTHI KOMIIETEHIUH):



B npouecce um3yyeHUs ~ AMCHUIUIMHBI  IPOUCXOJIUT
(dbopmupoBaHue

cieayromux oduienpodeccuoHanbubix komneteHui (OITK-3).

HanmenoBann| Koau HaumMeHOBaHHe NuaukaTopbl JOCTHKEHUS KOMIIETeHIIHT
e KaTreropuu | odmenpogeccHOHAILHOM
(rpynmbi) KOMIIETeHI[ U
o0menpodecc
HOHAJIbHBIX
KOMIIeTeHI U
(npu
HAJIMYMH)
OIIK-3.1. Pa3pabaTsiBacT CUCTEMBI
MEHEP)KMEHTA Ka4ecTBa B COOTBETCTBUHU C
HallMOHAJIBHBIMU U MEXYHAPOIHBIMU
CTaHJapTaMH KayecTBa B OPraHU3AIMIX Cephl
OIIK-3. Cnocobex Typu3Ma
paspabarbIBaTh U OIIK-3.2. BueapsieT cucTeMbl MEHEIKMEHTa
BHEJIPATH KayecTBa B ICATEIbHOCTb OPTaHu3ail chepbl
KauectBo

CUCTEMBI YIIPaBIICHUSA
Ka4eCTBOM YCIIyT B
cdepe Typuzma

Typu3Ma
OIIK-3.3. KonTponupyeT Ka4ecTBO OKa3aHUs
ycayr B chepe Typu3mMa B COOTBETCTBHUH C
TPCGOBaHI/ISIMI/I HOPMAaTUBHO-IIPABOBBIX aKTOB,
npoecCHOHABHBIX CTAaHAAPTOB, a TAKXKE C
Y4ETOM MHEHUS TIOTPEOHUTENeH U IPyTrux
3aMHTEPECOBAHHBIX CTOPOH.




I. EJIN 1 3AJAYU OCBOEHUSA AUCIUIIJIMHBI:

Heanb: ycBoeHUE CTYyI€HTaMH TEOPETUUECKUX 3HAHUI, (POPMUPOBAHUE YMEHUH,
KOTOpBIE IIO3BOJIAT HA OCHOBE KOHCTPYUPOBAHMS IMPENIOJaraéMoi peakluu
noTpeduTenss MNpU B3aUMOJACHCTBUU C TYPUCTCKOM YCIyrod co3aaBaTh psij
BO3MOJKHBIX PCELICHUH Uil COBEPUICHCTBOBAHUSA KOMMYHHUKALIMM  MEXIY

MIOCTABIIMKOM U IOJIy4aTeIeM YCIYTH.

Sagauu:
e PAacCKpbITh OCHOBHBIC HAIpaBICHUS W TPEHIbBl WHIYCTPUH TypHU3Ma,

CBSI3aHHBIE C TOCTEBBIM CEPBUCOM;

e aHaANU3 CYIIECTBYIOLIUX B3aUMOACHCTBUU MEXAY AKTOpaMHU TYPUCTKOU
WHIYCTPHUH, IPOCKTUPYS UX BO3MOXKHBIEC HHTEPAKIUH,

e HU3yuyeHue Habopa TEXHUK, Ojlarojaps KOTOPHIM BO3MOXKHO MPEICKA3aTh,
KAKWE€ BIEYATIEHUS M KaKOW OMNbIT MOJYYUT MNOTpeOUTEeNs MpU BHIOOpE U
HCIIOJIb30BaHUU TYPUCTCKOU YCIIYTH;

e H3Yy4Y€HHE OTanoB (POPMUPOBAHUS TOCTEBOTO CEpPBUCA U MEXAHU3MOB
YIIPaBJICHUS UM;

e AHAJIU3 MHUPOBOM MPAKTUKHU MCIIOIB30BAHUS CEPBUC-IU3ANHA.

O6IHerO(1)CCCI/IOHaJ'IBHBI€ KOMIICTCHIIWH BBIITYCKHUKOB U MHAUKATOPBI UX
JOCTHIKCHMUA .

HaumeHnoBaHue KaTeropum Koa u HauMeHOBaHMe

Koa u HamMeHOBaHHe

(rpynmnb) . HHIMKATOPA J0CTUKEHHUS
odmenpogeccnoHaIbLHOM .
o01enpogeccHnoOHAIbHBIX o01enpogeccHoHAIbLHOI
. KOMIETEeHI[UH
KOMIeTeHIUI KOMIETEeHI[HH




Texuomorusa

OIIK-3 Cnocoben
pa3pabaTbiBaTh U BHEIPSTH
CUCTEMBI YIIPaBJICHUSA
KauecTBOM YCIYT B chepe
Typu3Ma

OIIK-3.1. Pa3zpabateiBact
CHCTEMbI MEHEKMEHTA

KayecTBa B COOTBETCTBHH C
HAIIMOHAEHBIMU H
MEKTyHapOAHBIMH CTaHIapTaMH
KayecTBa B OpraHU3auiax cheps
Typu3Ma

OI1K-3.2. BHeapsieT cucTeMbl
MEHEKMEHTA KauecTBa B
NesITeIbHOCTh OpraHnu3alui
cdepsl Typu3mMa

OI1K-3.3. Kontpoaupyet
Ka4ueCTBO OKa3aHHs yCiIyT B cepe
Typu3Ma B COOTBETCTBHU C
TpeOOBaHUSAMHU HOPMATHBHO-
MPAaBOBBIX AKTOB,
npodeCcCHOHATBHBIX CTAHIAPTOB, a
TaKXKe C y4eTOM MHEHUS
noTpeOuTeNei n APyrux
3aWHTEPECOBAHHBIX CTOPOH.

II. TPYIOEMKOCTHh AUCHUIIJIMHBI 1 BUTOB YYEBHbIX
SJAHATHUUA 11O JUCHUIVIMHE

OO6mast TpyI0EMKOCTh TUCIUIUIMHBI cOCcTaBisieT 3 3auéTHbie equHuilbl (108

aKaJeMHYECKHX YacoB).

CTpykTypa JUCHUIIIIMHBI

KonuuecTBo yacoB 1o BuaaM y4eOHBIX
3aHATHHI U pabOThl 00YYAIOIIErocs
<
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ITonsiTHE «CEPBUCY, K
OHTpOJIbHAS
1 | HeoGX0AUMOCTD 1|1 20 - | 5 P
. pabora
cepBHC-IU3aliHA




OuneHka  oOKuJaaHUM
rocrsa. BosiedyeHue
rocred B mpouecc K
2 | onpenesienust 2| 2 41 - 10 OHTPOTILHAA
. pabora
HEeHHOCTEH
CePBHCHOIO
00CIy)KUBAaHUS
CepBucHas
3 crparerusi /| ) ) 4 i 10 KonTponbHas
KYyJbTYypa B pabora
roOCTeNPUUMCTBE
CepBHCOOPHEHTHPOB
4 | aHHbBIC COTPYAHMKH B | 2 | 1 2| -] 5 Koutpossras
Py pabora
roOCTeNPUUMCTBE
CepBuc- JAU3ailH,
KoHnrposbnas
5 | MEHEIKMEHT u| 2 1 2 - 5
pabora
KOMMYHHUKALMS
IIpoBenenue ayaura
KoHnrposbnas
6 | CEPBUCHOIO 2 1 2 - 5
pabora
npouecca
KoppexTupyrommue
AelCcTBUA,
KoHnrposbnas
7 | yay4iuieHue 2 1 2 - 5
pabora
cepBHuca, BHeApeHHE
HMHHOBAIU
Hroro: - 9 - 18 | - | 45

I. CTPYKTYPA U COJAEP)KAHUE TEOPETUUYECKOM YACTHU KYPCA

JIEKIIUOHHBIE 3AHSTHUSA
(9 HAO)
Tema 1. [loHsiTHE «CEPBUC», HEOOXOAMMOCTH cepBUC-AU3aiiHa (14.)
[TonsTHE cepBuCca, JBa THIIA CEpPBHCA (CEPCBUC KaK HEOCS3aEMbI TMPOIYKT U
CEpBUC Kak TPOIIECC), CEPBUCHBIC OMNEpaIlui, CEPBUCHOE OOCTyXUBaHHE. Service
supply chain. CepBuc xak nHTpeakTuBHbIN Mpotecc. Teopusi cepBuca-Unified Service

Theory. Heo6xonumocTs cepBrc-au3aiiHa.

Tema 2. Ouenka oxxuaanuii rocrsi. Bojieuenue rocreit B mpouecc onpeaeseHust

LEHHOCTEH CEPBUCHOI0 00CIy:KUBAHU (24.)

8




[Tomonis OT rocreli B BEICTpauBaHUK cepBrca. CTparerus BBOBICUEHHS TOCTEN
B IIPOLIECC ONPEAENEHHs LEHHOCTEM CEpPBUCHOrO oOciyxuBaHusa. OOmuye uemnm.
JIoAnBbHOCTB, YCTOMYMBOCTB. ONpeneneHne dIEMEHTOB CEPBUCA, BDKHBIX IS TOCTS.
PNC mmarpamma B Ipe3eHTalMM LIEHHHOCTEH, aHaJM3 JaHHbIX. OnpenencHue poiu

notpeduTeis (MOCTaBIIUK, pab0TOaTENh, KOHKYPEHT U T1I).

Tema 3. CepBucHas cTpaTerusi M KyJabTypa B FOCTEIPMUMCTBE (2 yaca)

[IpenocTaBneHnst CepBHUCA, OTBEYAIOIIECTO OXUAAHMUAM TOCTS. OpueHTauus
cTparernd Ha 3X KJIIOYEBBIX KUTa YJOBJIETBOPEHMs OXugaHusi rocts. PaspaOortka
CEPBUCHOM CTPATETUU.

OmnpeneneHe W BBICTAPABUBAHUE CEPBUCHOM KynbTypbl. Kynbsrypa n
okpy>keHre. COHOBHBIE JIEMEHTBI KYJbTYpbl (Tpaaulvy, Bepa, TOBEpHUE, LIEHHOCTH,
HopMbl). KoMMmyHUKalsg B cepBUCHOW KynbType. [IpruHIMIBI CEpBUCHOM KyIbTYphI
TOCTENIPUMMCTBA: HEOOXOAUMOCTH JIHeNa, HEOOXOAUMOCTh KYJIBTYpbl. BO3MOXHOCTB

HU3MCHCHM KYJIbTYPbI OpraHUu3alu.

Tema 4. CepBrcoOpHEHTHPOBAHHbIE COTPYAHMKH B rocrenpuumcrse (1 gac.)
[louck W HaeM CEpBUCHOOPHEHTHPOBAHHBIX COTPYAHMKOB. BKitoueHue
COTPYAHHMKOB B IPOLIECC IUIAHUPOBaHUsA. TeKydecTh KaapoB. OmnpeneneHue JIydimx
COTPYIHUKOB C TOYKH 3PEHUsI OpraHU3aliy 1 IPEAO0CTaBCHUS CEPBHCA.
OOydeHue cOTpyIHUKOB M MoTuBaiusi. PazpaGoTka mporpammbl oOydeHHE.

Pa3Butue nepconana. Itrka u 6uzHec. CI0XXHOCTH 00yUEHUS TepCOHAIA.

Tema 5. CepBuc- 1u3aiiH, MEHe:KMeHT U KOMMYHHKauus (1 4.)

VY4er ynpaBieHYECKHX OCOOEHHOCTEN B 3aBUCMOCTH OTPETUOHA U KYJIbTYPBIL.
IInannpoBaHue, OopraHu3anuss U KOHTPOJb CEPBHUCHOIO IPOLIECCA M €T0 JTOCTABKH
KOHEYHOMY HOTPEOUTEITIO.

VYrpaBineHUeCKre TPUHLMIIBI B TOCTEINPUAMCTBE: IPHUHLMIT  OXKHJIAHUS,

CCPBUCHBIC LICHHOCTH.



Wudopmanuss 1 cepBUCHBIM MPOAYKT, MH(OpMAIMs W CEPBUCHBIN Ipolecc,

MH(pOpaMLIUS U TPOLIECC JOCTABKH.

Tema 6. [IpoBeaenue ayaura cepsucHoro npouecca (1 4.)

Texnomoruss U MeTOABI OICHKM KaudecTBa cepBuca. OIeHKa cepBuca IOCie
npenoctaBnenust ycmyrd. [logroropka k  cepBucHoMy ayauty. llpoBenenue
CEpBUCEHOr0 ayauTa mo Imaram ( l-olieHka mporiecca, 2- ONpeAeieHHe IEHHbBIX
CEpPBUCHBIX 3JIEMEHTOB, 3- OIPEETIeHUE MPOOIEMHBIX CEPBUCHBIX 3JIEMEHTOB )

Pabora ¢ oOparHoii cBsi3pl0 moTpeduteneil. Pa3zpaboTka cuctembl 0OpaTHOMN
CBSI3U OT moTpedureneid u corpyAHukoB. Kanamel oOpatHOM cBs3u. COop M aHAIU3

MH(POpPMALIUY.

Tema 7. Koppekrupymomue AeHCTBHUS, YyJAy4YllIeHHE CEPBHCA, BHeIpPEHHE
uHHOBauwmii (1 4.)

ViydiieHuss 1Mo HampaBlIEHMsSM: CTpaTerusi, mnepcoHal, cucrema. OueHka
Oyayumx Bo3MoOkHOCTeH. Pabota ¢ mpobiemamu, 0003HAUEHHBIMU MOTPEOUTEIEM
ycinyrd. Peopranuzanusi cepBUCHOM cucTeMbl. CUCTeéMa BHEIPEHHSI CEPBUCHBIX

WHHOBAIUH.

II. CTPYKTYPA U COJAEP)KAHUE MMPAKTUYECKOM YACTH KYPCA
U CAMOCTOSTEJBHON PABOThHI

IIpakTnueckoe 3ansaTue Ne 1. Ilonsitue «cepBHC», HEOOXOAMMOCTH CEPBHC-
au3aiiHa (24.)
1. Consider the formula presented:
striservice 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
i

guest experience? isep;

(oA L]
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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?

. 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

item 1s highest in quality, and which is lowest in quality?

. 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?

. 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?

. 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?

. 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?

. 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

r
'

your expectations for a new upcoming experience? isge!

(DL

b. If you are going for a repeat experience, would your expectations be

r
1

based totally on previous experiences? iske

[l L

c. If you were a hospitality manager, what level and type of expectations

11



would you want to create in your guests, and how would you try to

[l L)

d. How would you take into account the fact that some guests are new,

r

some are repeaters, and you may not know which are which? isgp!

(oA iy

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

9. How is service quality related to guest satisfaction? st

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

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

r=-a
]

Have you ever experienced excessive service? stB. How does a hospitality

[ ALy

manager ensure that guest expectations are met or exceeded without going

[l

r
]

[ ALy

10. Pemienue 3aay ( Keic-CTau, TECTHI).

IIpakTuueckoe 3anstue Ne 2. Ouenka oxugaHuii rocrsi. Bopiieuenune rocreu B

Nnpouece onpeaeJeHuss HEeHHOCTeH CEPBUCHOIO 00cay:kuBanus (4 4.)

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.

. 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?

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

guest experience?

. 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?

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

IIpakTnueckoe 3anaTue Ne 3. CepBucHasg cTparerMsi H KyJbTypa B
rocrenpuumcrie (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?
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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

r
1

blueprint or not? iste!
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. isfp!

(A L]

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

A L]

guest experience. iste!

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

(A L]

12. Pemenue 3aga4 (TeCThl, KeC-CTaan)

IIpakTnueckoe 3anaTHe Ne 4. CepBHCOOPHECHTHPOBAHHbIC COTPYAHHUKH 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?
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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?
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. Pemienue 3amau ( KeWic-CTau, TECTHI).

IIpakTnueckoe 3ansitue Ne 5. CepBuc- au3aiiH, MeHEIKMEHT U
KOMMYHHMKAIMS (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?

15



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?

. 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
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?

Pemienue 3amayu (TecThl, KeHc-cTaIn)

IpakTuueckoe 3ansaTue Ne 6. IlpoBenenne ayaura cepBUCHOrO0 npouecca (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

r

organizations sim- ply to offer the best service they can and hope for the best? ist»!

(A L]

Regarding the strengths and weaknesses of different methods for measuring
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service quality:
What are the strengths and weaknesses of managerial observation? isk;
What are the strengths and weaknesses of guest comment cards? iske!

(A L]

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? iste!
How might the service guarantees of a quick-serve restaurant and a fine-dining
Why would a hotel be more apt to use a guarantee than a restaurant, or a res-
taurant than a hotel? Do the restaurants with which you are familiar have

guarantees? st

[ L]

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? istp!

[ L]

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

[l L

experience’s quality and value? iske

IIpakTnueckoe 3ansatue Ne 7. Koppektupymomue geiicTBus, yJay4lIeHHUe

CepBHCAa, BHeIPeHUEe HHHOBAaLUI (2 4.)

L.

. Describe the failure and your reaction to it. iste!

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

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

[ L]

Describe the organization’s response to the failure. Did your reaction to the failure

seem to affect the organizational response? iske!

[l L

(DA L]

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

SEP;

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

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

[ L]

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

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

9. 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

SEP;

SEP;

What should you as a man- ager do? isteB. If, rather than starting an argument, the
first guest punches the second guest, what should you as a manager do? istz!
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? ist!
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? ist»!

(A L]

6. Pemenue 3amau (TeCThl, KEMC-CTAIN)

YYEBHO-METOANYECKOE OBECIIEYHEHHUE
CAMOCTOSATEJBHOU PABOTBI OBYYAKOIUXCS
VY4ebHo-MeToAnuecKoe 00eceueHne CaMOCTOSITENIbHON PabOThI

oOyuaromuxcs no aucuuruinae «Guest Service Management (YnpasneHnue

rOCTEBBIM CEPBUCOM )» BKJIIOYAET B CEOSI:

- HJ'IaH-Fpa(l)I/IK BBIIOJIHEHUS CAMOCTOSTSIILHOMU pa6OTBI 10 JUCHUIIIINHE, B

TOM YHCJIC IIPUMCEPHBIC HOPMBI BPEMCHHU Ha BBIINMOJIHCHHUC 110 KAXKJIOMY 3a/IaHUIO,

— XapaKTEepUCTUKA 3aJaHUI IJI1 CAMOCTOSITENIbHOM paboThl 00y4YaroIMUXCs U
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METOJAMYECKUE PEKOMEH/IALINH 110 UX BBIIOJIHEHUIO;
— TpeOOBaHUS K  IPEICTaBICHUIO U OQOPMIICHHIO  PE3YJIbTAaTOB
CaMOCTOATEIbHOMN pabOThI;
— KPUTEPUHU OLIEHKU BBIIIOJIHEHHS CAMOCTOSATEIbHON paboTHhI.

ILnaH-rpauK BbINOJHEHHS CAMOCTOATEbHON PA0OTHI 110 JUCHHUILIUHE

Bux IIpumepHbie
Ne Jarta / cpoku . HOPMBI
CaMOCTOSITeIbHOM dopMa KOHTPOJIA
n/n BbITNIOJIHEHUSI BpeMEHH Ha
padoTsbI
BBINIOJIHEHH e
1 Henenst N3yuenue
N [Ipe3enTanus goknaza,
TEOPETUUECKON
1. 8 OTBETHI Ha BOIIPCHI
2 "Henens nH(popMaIuy, samay
IIO/ITOTOBKA JJOKJIAJI0B
3 Henend Nzyuenue
Y N [Ipe3enTanus
TEOPETUYECKON
2. 8 JIOKJIaZI0B U pelIeHUE
4 nenens uH(pOpMaIUH, pelIcHUEe .
Kelc-cTanu
3a/1a4
[TonroroBka k
B teuenue o
3. IIPaKTUYECKUM 12 YCTHBIN 01Ipoc, TeCT
cemecTpa
3STHSATUSAM
5 Henest AHanu3 u pereHue
6 nenens CUTYyallMOHHBIX 3aJ1a4, 3amura npe3eHTaluu,
4 7 Henens MIOJITOTOBKA K 3a4eTy, 17 TECTUPOBAHUE,
' 8 Hepenst BBICTYIIJIEHUE C IIpoBepka perieHus
9 Henens MPE3CHTALUSIMU TIO 3amau
BBIOPaHHBIM CTpaHaM
NTOI'O 45

PexomeHn1alum 1mo caMoCTOsATEIbHOM padoTe CTYACHTOB

Ocoboe 3HaueHue I OCBOCHHMS TEOPETUYECKOrO Marepuagsa M Ul
npuoOpeTeHuss U (GOpMUPOBAHUS YMEHUN U HABBIKOB MMEET CaMOCTOSATEIbHas
paboTa CTYJIEHTOB.
CamocrositenbHass pabora cTyaeHTOB mno aucuumiauHe «Guest  Service
Management (YnpaBieHHE TOCTEBBIM CEPBHCOM)» MpPEAyCMaTpUBaET H3yuUEHUE
PEKOMEHIyeMO OCHOBHOW U JIONOJHUTEIBHOM JUTEpATyphl, HOJATOTOBYK
JOKJIA/OB, PpEIICHWE CUTYTUBHBIX 3a/Jady, I[OJrOTOBKAa MpPE3EHTalUu IO
BIIEYTAJIEHUSM BBIOPAHHOU CTpaHbl, U MOATOTOBKA K IPOMEKYTOUHOMN aTTecTaluu
— 3a4eTy .

I[J'Dl CaMOITPOBECPKHU YCBOCHHUA TCOPCTHYCCKOIO Marcpuaia M caadc 3adcTa
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CTYACHTaM Hpcajiararorcst BOIIPOCHI AJIs1 CAMOKOHTPOJIA.

PexomMenaanuu mo padore ¢ aurepaTypou

[Ipu camocTosiTeNnbHON paboTe C PEKOMEHAYEMOW JIMTEPaTypoOil CTyAeHTaM
HEO0OXO0IMMO MPUEPKUBATHCS OMPEICICHHON MOCIEI0BATEIbHOCTHU

— Ipu  BBHIOOpE JUTEPATypHOrO HCTOYHUKA TEOPETUUYECKOr0 Marepuasa
JydIlle BCEro MCXOJUTh M3 OCHOBHBIX MOHATUM M3y4yaeMOW TEeMbl Kypca, UYTOOBI
TOYHO 3HATh, YTO KOHKPETHO UCKATh B TOM WJIM UHOM HU3/IaHUH;

— i Oosiee TyOOKOTO YCBOCHUSI M TOHUMAaHUSI MaTepuasa CieayeT YUTaTh
HE TOJIbKO MMEIOUIMECS B TEKCTE OMNPEIECICHUS U TOHSTHUS, HO U KOHKPETHbIC
MIPUMEPHI;

— 4TO0Bbl MOJY4YUTh OoJiee OObEMHBIE M CHUCTEMHBIE MPEACTaBICHUS IO
paccMaTpuBaeMoOM TeMe HEO0OXOJIMMO MPOCMOTPETh HECKOJIBKO JIUTEPATYPHBIX
HMCTOYHUKOB (BO3MOKHO aJIbTEPHATUBHBIX);

— HE CJeAYyeT KOHCIEKTUPOBATh BECh TEKCT MO pacCMaTpUBAEMOM TeMe, Tak
KaK TakOW MOJXOJl HE JaeT BO3MOXXHOCTH OCO3HATh MaTepuai; HEeOO0XOJIUMO
BBIJICJIUTh U 3aKOHCIIEKTUPOBATh TOJILKO OCHOBHBIE MOJIOXKEHUSI, ONPECICHUs U

IMOHATH:, ITO3BOJIAIOININEC BEICTPOUTD JIOTHKY OTBCTA HA N3Yy4YaCMbIC BOIIPOCHI.

MeToanuyecKkue yKa3aHUs K pelIeHUI0 Kelc-3a1a4u

Keiic-3amaya — 3TO ommcaHHWE pPEaJbHBIX JKOHOMUYECKUX, COLMAIBHBIX WU
ousHec-cutyanuii. O0yyaromuecs TOJKHBI UCCIEN0BATh CUTYalHIO, pa3o0paThcs
B CYTH IpoOJeM, IPEIJOKUTh BO3MOXKHBIE PEIICHUS U BbIOPATh Jydllee U3 HUX.
Keiicbl OCHOBBIBAIOTCS Ha pEaTbHOM (DAKTUYECKOM Marepuane WIH Ke
NPUOJIMKEHBI K peabHON CUTYaLIUH.

Keic-3amaun npenHazHadeHsl I MCIOJB30BAaHUS CTYAECHTAMH KOHKPETHBIX
IPUEMOB W KOHIENIMH MPU HUX BBIIOJIHEHUH MJII TOTO, 4YTOOBI MOJYYUTH
JNOCTAaTOYHBIA YPOBEHb 3HAHUN U YMEHUU ISl IPUHATUSA PEIICHUN B aHAJIOTUYHBIX
CUTyalMsiX Ha Oyaymed npodeccCuoHaNbHOW NEATEbHOCTH, TEM CaMbIM

yYMCHbIIAsA paspbiB MCKIAY TCOPCTHUYCCKMMH 3HAHUAMU W TPAKTHUUCCKUMU
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YMEHHUSMU.
CTyneHT [OmKEH yMeTh IPAaBUIBHO HWHTEPIPETUPOBATH CHUTYALMIO, T.€.
MpaBUIBHO ONPENEHsATh — Kakue (aKTOphl SBISAIOTCS Hanboliee BaXXHBIMH B

I[aHHOI>'I CUTyallUl 1 KaKOC PCHICHHC HCO6XOI[I/IMO IIPHUHATD.

IMopsinok cnaum keiic-3a1aum U ee OLleHMBAHNE

Keiic-3amaua BbIMONMHAETCS CTyJAE€HTaMH B CPOKH, YCTaHaBJIMBaEMbIC
npenojaBaresieM MO0 pean3yeMod JIUCHMIUIMHE, W ClaeTcsl MpenojaBaTrelto,
BEIyILIEMY AUCIUILIUHY.

[Ipu oreHke penieHust Keic-3ajayu YUUTHIBACTCS CTENEHb W3YYEHHOCTU
po0JIeMbl, COACPKAHUE U aPTYMEHTHUPOBAHHOCTh OTBETA.

[To pe3ynbTatam mpoBEpKU Kelc-3a7a4 U UX 3alIUThl CTYJIEHTY BbICTABIISIETCS
OTPENICICHHOE KOJIMYECTBO OaljloB, KOTOPOE YUHUTHIBAETCA MPU OOIIEH OlLIEeHKE
MIPOMEXKYTOUHON aTTEeCTAINH.

Kpurepuu oueHkn Keic-3agauu

- 100-86 0amioB BBICTABISETCS CTYACHTY, €CJIM CTYACHT BBIpa3Wil CBOE
MHEHHE 10 CQOpPMYJIMPOBAHHOM MpoOsieMe, apryMEeHTUpPOBal €ro, TOYHO
OTPENICNIUB €€ COJICPKAHUE U COCTABJISIONINE;

— 85-76 OGamioB - paboTa XapaKTepHU3yeTCS CMBICIOBOM IEIbHOCTHIO,
CBA3HOCTBIO U MOCHEAOBATEIBHOCTBIO M3JIOKEHUS; JOMYIIEHO 2-3 OmIMOKU IMpHU
OOBSICHEHUU CMBICIAa WU coJepxaHus MpodsieMbl. DaKTUUECKUX OLIMOOK,
CBSI3aHHBIX C TOHUMAHHUEM MTPOOJIEMBI, HET;

— 75-61 Gamn - CTyJEHT NPOBOJUT JOCTATOUYHO CAMOCTOSITEIBHBINA aHaIU3
OCHOBHBIX ATallOB U CMBICIOBBIX COCTABJISIOMIMX MPOOJIEMbl; TOHUMAET Oa30BbIC
OCHOBBI U TEOpETHUECKOE 000CHOBaHUE BhIOpaHHOM Tembl. JlomyieHo He Oonee 5
OIK1OOK B CMBICJIE WJIH COJIEPAKAHUU MPOOJIEMBI;

— 60 u MeHnee OamnoB — eciau paboTa MPEACTaBISAET COOON MOJHOCTHIO
MEepPENUCAaHHbIN HMCXOAHBIM TEKCT, 0e3 Kakux Obl TO HU ObUIO KOMMEHTapHUEB,

ananu3a. He packpbiTa CTpyKTypa U TEOPETHUECKAsi COCTABIISIOLIAS TEMBI
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MeToauyeckue peKOMeHIaluM AJIs1 HOATOTOBKH JA0KJIaAa, cO00menus/
Npe3eHTauun
Jloknan JoykeH ObITh HAMMCaH KakIbIM CTYJEHTOM CaMOCTOSTEIbHO.

CTyAeHT IOJKEH MCHOJb30BaTh TOJNBKO T€ JUTEPATypPHbIE UCTOYHUKHU (HAyUHbIE
cTaThu, MOHOTpaduu, Mocoouss u T.1.), KOTOPbIE UMEIOT MPSIMOE OTHOIICHUE K
n30panHoil uM Teme. He JomyckaroTCs OTCTpaHEHHbIE pPACCYKIEHUSA, He
CBSA3aHHBIE C aHAIM3UpyeMou mpobOiemoi. OriaBiaeHUe JOJKHO YETKO OTpaXaTh
OCHOBHOE COJIEp’KaHue padOThl U 00ECNeYNBaTh MMOCIEA0BATEIbHOCTD U3JI0KEHUS.
CryaeHTy HE0OXOAMMO CTPOTO MPUAECPKUBATHCS JJOTUKU U3JI0KEHHSI — HAUMHATD C
ONpEeNeNeHus] W aHalu3a [OHATUHA, TNEPEeUTH K TOCTAHOBKE MPOOIJIEMBI,
[IPOAHAIU3UPOBATh IYTH €€ PELUICHUS U CHENaTh COOTBETCTBYIOIIME BBIBOBI.
PabGoTta nomkHa OBITH JOCTATOYHO KPATKOM, HO PACKPBIBAIOLIEH BCE BOIPOCHI
COJIEp/KaHMS U TEMY.

ITIo cBoel CTpyKType NOKIAA AOJDKEH UMETh TUTYJbHBIM JIUCT, OrJIaBJIEHUE,
BBe/JeHHE (TA€ CTYIEHT (OpMyJIUpyeT MNpodjeMy, MNOJJISKAIIYI0 aHAIU3Y U
UCCJEIOBAHMIO), OCHOBHOM TEKCT (A€ MOCJIEIOBATENbHO  pPaCKpbIBAETCA
n30paHHas Tema), 3aKJfoueHHue (rae CTyAeHT (OpPMYJIUPYET BBIBOJBI, CACIaHHbIC
Ha OCHOBE OCHOBHOTI'O TEKCTa pabOThI), CIUCOK UCIOJIH30BAHHBIX UCTOUYHUKOB (10-
15 HamMeHOBaHMi). B CIIHUCOK MCIOIBb30BAHHBIX UCTOYHUKOB BHOCSITCS HE TOJIBKO
HMCTOYHHUKHU, Ha KOTOpPBIE CTYJIEHT CChLJIAETCS NpHU MOATOTOBKE pedepara, HO U
MHbIE, KOTOPbIE€ OBLIM U3YYEHBI UM IIPU MOJATOTOBKE pedepara.

JInsi  NOATOTOBKM — YCTHBIX — COOOIIEHMM WM TPE3EHTAlMM  JKEeJaTelTbHBbI
WLTIOCTPAaTUBHBIE ((POTO- M BHUIEO-) MaTepualibl, CTATUCTUUECKUE JuarpaMMbl U
TaOJHUIIBL.

OO0ume TpedoBaHuUs K PE3CHTAIINN:

- Ipe3eHTAaLUs HE J0JDKHA ObITh MeHbIIe 10 crnaiinos;

- TIEPBBIN CIIAW— 3TO TUTYJIBHBINA CIaii]], HA KOTOPOM OO0SI3aTENTbHO JIOJKHBI OBITH

MPCACTABJIICHBLI: HA3BAHWC ITPOCKTA; q)aMI/IJ'II/Iﬂ, HMsL, OTYCCTBO aBTOpPA.

22



Jnst odopmiieHUs TpE3EeHTAMKM  00s3aTelIbHbIM — TPEOOBAHUEM  SIBJISIETCSI
UCIIOJIb30BaHUE (PUPMEHHOTO CTUJISI yHUBEPCUTETA.

OdopmiieHne nokiaga OCyLECTBISETCS B COOTBETCTBUM ¢ TpeOoBaHUAMH K
oopMIIEeHNIO THCHMEHHBIX PAa0OT, BBIMOJHAEMBIX CTYIACHTAMH M CIyIIaTEeIsIMU
JIAB®Y (2011 r.) wim Meroguueckumu ykazanusmu [IOM  JIBOY 1o
BBITIOJIHCHUIO W O(QOPMIICHHUIO BBITYCKHBIX KBaTU(UKAITMOHHBIX M KYPCOBBIX
pab6ot (coct. B.B. JIuxaueBa, A.b. Koconanos, I'.M. CsicoeBa, E.I1. Bonogapckas,
E.C. ®umenko. — Bnanusocrok: M3natensckuit jom JlansHeBocT. denepai. yH-Ta,
2014.—-43 c.).

[Ipu oneHke AOKIaga YYUTHIBAIOTCS COOTBETCTBHUE COJEP KAHUS BHIOPAHHOU
TE€ME, YETKOCTh CTPYKTYpbl paOOThl, yMEHUE pabOTaTh C HAYYHOM JTUTEPATYpOH U
HOPMATHBHBIMM U TEXHHUYECCKUMHU JTOKYMCHTAMH, JIOTHYECKH MBICIUTH, BIIAJICTh
po(ecCHOHATIEHON TEPMHUHOJIOTUEN, TPAMOTHOCTh O(hOpMIIEHHUS.

[To pe3ynbratam mpOBEpPKH AOKIJIAJA U €r0 3aIUTHI CTYJECHTY BBICTaBISAETCA
OINPEJENICHHOE KOJIMYECTBO OasIOB, KOTOPOE YUYHUTHIBAETCS MpU OOILIEH OLIEHKE
MIPOMEKYTOUHOMN aTTECTALNH.

Kpurepuu oueHku (YyCTHOr0 I0KJIaAa, COOOIEHHSI, B TOM 4YHCJIe
BBINOJIHEHHBIX B JopMe npe3eHTanmni)

100-86 0aniaoB BBHICTABISETCS CTYACHTY, €CIIA CTYJICHT BBIPA3Wil CBOE MHEHHUE TIO
copMynMpoBaHHOW MPOOIIEME, APTYMEHTUPOBA €TI0, TOYHO ONPEAEIUB €€ COJCPKaHue
u coctapmsrone. CTyIeHT 3HaeT M BIAJEET HABBIKOM  CaMOCTOSITENBHOM
MCCIIEIOBATENbCKOM Pa0dOThI MO TEME HMCCIIEIOBAaHMS; METOJAMHU U MPUEMaMK aHAJI3a
TEOPETUYECKUX W/WIM TMPAKTUUECKUX AacCleKTOB H3ydaeMod o0iacTh. DaKTU4eCKUX
OIIMOOK, CBS3aHHBIX C TIOHMMaHWEM IMpOoOJeMBbl, HET, Tpaduiecku pabota odopmiieHa
MPaBUJIBHO

85-76 - 6aiioB - paboTa XapaKTepU3yeTCsl CMBICIIOBOM 1ETbHOCTHIO, CBS3HOCTBIO U
TMOCJIE/IOBATEIIbHOCTBIO M3JIOKEHUS; JOMYILEHO He Oonee 1 OommMOKM Mpu OOBSICHEHUH
CMbICIIa WM coAepkaHusl mpoOnembl. [l apryMeHTalmy NOpUBOISATCS pasiMyHbIe

JaHHbIE  OTEYECTBEHHBIX U  3apyOeKHbIX  aBTOpPOB.  [IpopeMOHCTpHpOBaHBI
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UCCIIE/IOBATEIIbCKIE YMEHHsS U HaBbIKM. (DaKTHUECKMX OMIMOOK, CBSA3aHHBIX C
MOHMMaHUEM NpoOIeMbl, HET. Jlomy1ieHbl ofjHa-ABe OIMOKU B OPOpMIIEHUH pabOThI

75-61 Gann — CTyJIGHT MPOBOJUT JIOCTATOUYHO CAMOCTOSITEIbHBINA aHAIN3 OCHOBHBIX
ATalOB M CMBICTIOBBIX COCTABIIIOIIMX MPOOJIEMBI, TIOHUMAeT 0a30BbIE OCHOBHI H
TEOPETHYECKOe 0OOOCHOBAHUE BHIOPAHHOW TeMbl. [IprBiIeYeHbl OCHOBHBIE UCTOYHUKH T10
paccmatpuBaeMoit Teme. JlomyieHo He Ooree 2 OmMOOK B CMBICTIE WM COACP KaHUH
npo0sieMbl, 0popMIIeHIH pabOTHI

60 u meHee OamioB - ecau paboTa MPENCTaBISIECT COOOM MepecKa3aHHbIA WU
TMOJTHOCTBIO MIEPENTMCAHHBIA MCXOTHBIN TEKCT 0€3 COOCTBEHHBIX KOMMEHTAPUEB, AHATTN3A.
He packpeita cTpykTypa ¥ TeOopeTHYecKasl COCTaBIIIOImas TeMbl. JlomyIeHo Tpu win
Oonee Tpex OMMOOK B CMBICIOBOM COJEP)KaHHM PAcKpbIBAEMOM MpOOIEMbI, B

oopmiieHHH padoTHI.

Bonpocel 1151 CaMOKOHTPOJIA

Bormpocsl 111 caMOKOHTPOJIA IpeIHa3HAUYEHbI JIJIs1 CAMOIIPOBEPKHU CTYAEHTOM
YCBOEHUSI TEOPETHUECKOr0 MaTepuaya, MOArOTOBKM K BBINOJHEHUIO U 3alllUTe
nabopaTtopHbIX paboT U caade ’k3amMeHa. [y yoOCTBa MOJIb30BAaHUSI BOIMPOCHI
JUIsl CAMOKOHTPOJISL pa3OUTHI MO pa3jesaM M TeMaM TEOPETUYECKOM 4acTh Kypca
JUCHUIUIUHBL U CPOPMYJIHUPOBaHBl bl (HOpME TEPMHHOB, HEOOXOIUMBIX K
00s3aTeNbeIbHOMY TOHUMAHHIO
Tema 1. IlonsaTHe «cepBUC», HEOOXOAMMOCTb CEPBUC-AM3AMHA

l. Hospitality.
service quality
service value
guest experience
moment of truth
service product
service setting

service environment

A T AR o

servicescape
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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 oxuaanuii rocrsa. BoBiedyeHue rocreii B mpouecc
onpeaeeHus] HEHHOCTEH CEPBUCHOIO 00CTyKMBAHUS

1. brand image

brand plan

action plan

environmental assessment

qualitative forecasting tools

quantitative forecasting tools

intenal audit

vision statement

A S A N

core compitense

10. mission statement
11.design day

12.yield manaegement
13. revenue management

14.Focus grups

Tema 3. CepBucHas cTpaTerusi 4 KyJabTypa B FOCTENPUUMCTBE

1. Oraganizational culture

2. Value
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3. Norms
4. Rituals
5. Symbols

6. Believes

Tema 4. CepBHCOOPHEHTHPOBAHHBIE COTPYAHMKH B rOCTCNPUUMCTBE

1. Recruitment

2. Service natural

3. Human resourses planning
4. Job analysis

5. Emotional labour

6. Emotional relationship

7. Hiring from within

8. Sucession plans

9. Different types of interviews
10.External training
11.Internal training
12.Coaching

13.Audiovisual training

Tema 5. CepBuc- 1u3aiiH, MEHEeXKMEHT U KOMMYHUKALUS

1. precess strategies

2. management by working around
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3

4

5

. guest focus group
. job performance standarts

. service guarantee

Tema 6. IIpoBenenue ayaura cepBUCHOIO mpouecca

1

2.

W

N

7

. service guarantee

servise quality

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

. servise standards

. Pemenue 3amau (TecThl, KeMc-CTaaN)

. Types of Service failures

Tema 7. Koppexktupymouue JIeiicTBUS, YJIY4YlLICHHE CEpPBHUCA, BHeIpPEHHE

HMHHOBAIUM

L.

AN

Servise failure

Causes of service failure
Recovery strategy
Service innovations

Customer expectations

III. KOHTPOJIb JOCTUXEHUS IIEJENA KYPCA

n/n

Kountpoanpy OueHovHbIe cpeacTBa

e-Mble
Koa u HauMeHOBaHHe

a3JeJbl i
pa3il HH/IMKATOPA A0CTHKEHHS TEKyIuH TIPOMEZKYTOMHAs

AUCHHUILIINH KOHTPOJIb aTrecTalnus
bl
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Tema 1-7

OIIK-3.1.

Pa3pabatriBaer
CUCTEMBI
MEHEKMEHTa
Ka4yecTBa B [IpakTnue
COOTBETCTBUHU C CKOE CutyanuoHnHas 3a1a4a
OIK- 3.] | HAUMOHALHBIMH 3aHATHE (xeiic 1,2)
T lm Cutyaumo | BeicTymienue ¢
MEXIyHAPOJAHLIM | HHBIE JOKJIaI0M/TIpe3eHTannei
Y CTaH/IapTaMH 3a1a4u
KauecTBa B
OpraHU3aIusIX
cdepsl Typu3Ma
OIIK-3.2.
Buenpser
AP IIpakTrue
CUCTEMBI
CKOE
MEHEKMEHTA CutyanonHas 3a1a4a
3aHsATHE o
OIIK- 3.2 | xayecTBa B (xeiic 3,5)
Curyanmo
JeSTeIbHOCTD HHbIe YcrHoe cobecenoBanue
OpraHu3aluin
3a1a4u
cdepsl Typu3mMa
OIIK-3.3.
Konrtponupyer
KAauecTBO OKa3aHUS
ycuyr B cdepe
Typu3Ma B
COOTBETCTBUU C
TpeOOBaHUSAMHU TpaxTuse
HOPMATUBHO- CKOE
MPABOBBIX  AKTOB, | 3aHSITHE Curyaponnas sanaua
OIIK -3.3 ’ Crryarmio (xeiic 3,5)
NpoecCHOHAbHbI Y YcrHoe cobecenoBanne
X craHgapros, a | HHPIC
3a1a4u
TAaKKE C Yy4YeTOM
MHEHUS

norpedureneii  wu
IPYTUX
3aWHTEPECOBAHHBIX
CTOPOH.
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IV. CIUCOK YYEFHOM JUTEPATYPbHI U UHOOPMAIIMOHHO-
METOAUYECKOE OBECIIEHEHHUE JUCIHUIIVIMHbI

OcHoBHas JuTEpaTypa
(2/1eKmpoHHble U nevamuvle U30aHus1)

1. IlepBoKIacCHBIN cepBHC KAK KOHKYPEHTHOE MPEeuMYIecTBO /
[oyn /1., EBcturneesa U., - 8-e uza., nomn. u nepepad - M.: AnbnuHa
[Ta6mn., 2016. - 342 c.: 70x100 1/16 (Ilepennér) ISBN 978-5-9614-
5692-9 - Pexxum pgoctyna:
http://znanium.com/catalog/product/610283

JlonmoiHuTEILHASA JIUTEPATYpa
(newammuule u 31eKMpOHHbBLE U30AHUSL)
1. I'octuHMYHBIN cepBUC U Typu3M: YuebHoe nocobue / [I.I'. bpamiHos.
- M.: Amppa-M: HMHDOPA-M, 2011. - 224 c.: 60x90 1/16. -
(ITPO®Uns). (mepemer) ISBN 978-5-98281-234-6 - Pexum

noctymna: http://znanium.com/catalog/product/223577

2. T'octunnunblii cepBuc: YueOnuk / H.I'. Mosxaesa, I'.B. Peibauex. -
M.: Anbsda-M: HUL] UH®PA-M, 2013. - 240 c.: un.; 60x90 1/16 + (
Jomn. mat. znanium.com). - ([IPO®Uns). - Pexum noctyna:

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

3. Pecropannsiii cepBuc. Restaurantservice: Yuebnoe nocodue / Cocr.
H.II. Anekceesa, B.1. IIporypenko. - M.: ®aunra: MIICH, 2011. -
328 c.: un. (e-book) ISBN 978-5-9765-0972-6 - Pexxum noctyna:
http://znanium.com/catalog/product/320765

4. Cepsuc Plus, 2013, No 4-M.:PT'YTuC,2013.-100 c.[2neKkTpoHHBII
pecypc] - Pexum JOCTyTa:

http://znanium.com/catalog/product/449719
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5. CepBuc B Poccum u 3a pyoOexom, 2014, Volume 8, issue 1-
M.:PI'YTuC,2014.-210 c.[DnekTponHbIi pecypc] - Pexxum nocrtyna:
http://znanium.com/catalog/product/466503

6. CepBuc B Poccum u 3a pybGexkom, 2014, Volume 8, Issue 2-
M.:PI'YTuC,2014.-121 c.[DnexTponHblid pecypc] - Pexxum nocrtyna:
http://znanium.com/catalog/product/466557

7. CepBuc B Poccum u 3a pybexom, 2018, Volume 12, Issue 3-
M.:PI'YTuC,2014.-142 c.[DnexTpoHHbIi pecypc] - Pexxum nocrymna:

https://znanium.com/read?1d=338189

8. CepBuc  Plus, 2014, Tom 8. Ne2-M.:PI'YTuC,2014.-108
C.[ DIIeKTpOHHBIM pecypc] - Pexxum JOCTyTa:
http://znanium.com/catalog/product/472765

Iepeyenn pecypcoB HH(POPMALMOHHO-TEJIEKOMMYHUKALIMOHHOM ceTH

«HHTEpHET»

1. bubmnoreka I'OCToB M HOPMATUBHBIX JOKYMEHTOB. Pexum pocryna:

http://libgost.ru/

2. EBpasuiickuil s3koHOMUYeCKU coro3: [IpaBoBoil mopran. Pexum pocryna:

http://www.eurasiancommission.org/

3. [lyOnukaruu, ctaThbu M METOJWYECKHE MaTepuaiabl MO MEHEIKMEHTY.
http://www.profy.ru

4. COopHUK pecypcoB o SKOHOMUKE u MEHEKMEHTY.
http://www.econline.hl.ru

5. @enepanpHbld MOPTAJl IO HAYYHOM M HMHHOBALIMOHHOU JIESATEIBHOCTH.
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
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9. Globalization and Management Practices ( links and library resources (print
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 HPOPMALMOHHBIX TEXHOJIOTHH

U MPOrPAMMHOI0 o0ecreYeHunst

1. CrpaBouHo-nipaBoBast cucrema «Koncynprantllmroc». Pexum nocrymna:

http://www.consultant.ru/

2. CnpaBouHo-nipaBoBas cucrteMa «l'apanT». Pexxum gocrymna: www.garant.ru

3. [Iporpammuoe obecnieuenue: Microsoft Word, Microsoft Excel, Microsoft

PowerPoint.

VIIL. METOJIMYECKHUE YKA3AHMS IO OCBOEHUIO
JTUCLHUATIIAHBI

Peanuzaums nucuunnunel  «Guest Service Management (YmnpaieHue
TOCTEBBIM CEPBUCOM )»IIPEAYCMATPUBAET CIEAYIOIIME BUIbl y4eOHOH paboOTHI:
MpaKkTUYKCKas paboTa, CaMOCTOSITeNIbHAsI padoTa CTYIE€HTOB, TEKYIIUI KOHTPOJb U
MIPOMEKYTOUHYIO aTTECTALUIO.

OcBoenne kypca aucuurinabl «Guest Service Management (YmpasieHue
TOCTEBBIM CEPBUCOM)»IPEANOAraeT PEHTHHTOBYIO CHCTEMY OIICHKH 3HAHHN

CTYJEHTOB U IPEIyCMAaTPUBAET CO CTOPOHBI IPENOAABATENS TEKYIIMI KOHTPOJIb 32

31



MOCEIIEHUEM CTYJCHTAMH ayIUTOPHBIX 3aHSATHH, TMOATOTOBKOM M BBHIMOJTHEHHEM
BCEX BUJOB CAMOCTOATEIBHON M MPAKTUYECKOW pabOThI.

[IpomexxyTouHol aTtectanueil no aucuuiinHe «Guest Service Management
(YnpaBiieHHe rocTEBbIM CEPBUCOM )», KOTOPBII TPOBOJUTCS B BUJI€ TECTUPOBAHUS.

B teuenue yueOHOro cemectpa oO0y4arommumMcst HyKHO:

e OCBOUTH TeopeTuueckuit Marepuai (20 6amion);

e YCHENIHO BHINOJHUTH ayAUTOPHBIE U KOHTPOJIbHBIE 3a/1anud (50 6anioB);

e CBOEBPEMEHHO U YCHEIIHO BBINOJHUTh BCE BHABl CaMOCTOSTEIbHON
paboTs (30 GannoB).

CryaeHT cuMTaercd arTecTOBaHHBIM 1o aucuumuinHe «QGuest Service
Management (YnpaBiieHHE TOCTEBBIM CEPBHCOM)» IPH YCIOBUH BBIIOJHEHUS BCEX
BUJIOB TEKYLIErO0 KOHTPOJS U CaMOCTOSITENIbHOM pabOThl, MPEayCMOTPEHHBIX
y4eOHOH IPOrpaMMON.

Kpurepuu nonydenus ouenku no aucuuruinae «Guest Service Management
(YnpaBiieHHe rocTeBbIM CEPBUCOM)» JIJISl aTTECTAIIMU Ha 3K3aMEHE CleAyIIue:

Menee 61- HEYIOBIETBOPUTEIBHO

61-75 ynoBIETBOPUTENBHO

76-85 xopouio

86-100 oTinuHO

[Tepecuer OamnoB MO TEKyHIEMY KOHTPOJIO M CaMOCTOATEIbHOM pabote

MPOU3BOJUTCS IO PopMyTIe:

m
P = Y [ X 1
n)= max wl’
= 0; w

rae: W= Y, ki* 1us TeKyIero peuTunra;

W= Y" k' 1is ©TOroBOro peiTHHIa;

P(n) — peiiTuHr cTyneHra;

m — 00IEe KOIMYECTBO KOHTPOIBHBIX MEPOIIPUATHIA;

1 — KOJIMYECTBO IIPOBEAEHHBIX KOHTPOIBHBIX MEPOIPHATHIA;

0; — 6ani, MOXYYEHHBIN CTYJJEHTOM Ha i-OM KOHTPOJIbHOM MEPOIPUSATUH;
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0" — MakCHMMallbHO BO3MOXHBIM 0ajll CTyJEHTa IO [-MYy KOHTPOJIbHOMY

MEPOIPHUSITHIO;
k; — BecoBol KO3 (HULMEHT i-r0 KOHTPOJIBHOTO MEPOIPHUSITHS;
k' — BecoBoit KOO()(QHULIUEHT i-r0O KOHTPOJILHOTO MEPOIPHSATHS, €CIH OHO

ABJISICTCA OCHOBHBIM, UJIN O, €CJIN OHO ABJISICTCA JOIIOTHUTCIIbHBIM.

PexoMeHgaluM N0 MVIAHUPOBAHMIO M OPraHU3AIUM BPEMEHH,
OTBE/JEHHOI'0 HA U3yYeHHe AU CHUIITHHBI

OnTuManbHBIM BapMaHTOM IUIAHUPOBAaHUS M OPraHU3alUu CTYJAECHTOM
BPEMEHHU, HEOOXOJUMOTrO Il U3Y4YEHHUs AMCLUIUIMHBI, SABISETCS PaBHOMEPHOE
pacnpeneneHue y4dyeOHOM Harpy3Kd, T.€. CHUCTEMAaTHYECKOE O3HAKOMJIEHHE C
TEOPETUYECKUM MaTE€pUaIoOM BO BpeMs CaMOCTOATEIbHON pabOoThl M 3aKpeIrieHue
MOJIYYEHHBIX 3HAHWM MHpPHU MOArOTOBKE M BBINOJHEHUM MPAKTUYECKUX padboT U
3aJJaHUMN.

[ToAroToBKY K MPAaKTHYECKUM 3aHATUSAM HEOOXOIMMO MPOBOAUTH 3apaHee,
9TOOBl ObLIa BO3MOXHOCTh IPOKOHCYJIBTHUPOBAThCA C TNPENOJaBaTeieM I0
BO3HMKAIOIIMM BompocaM. B cinydae mnpomycka 3aHsITHS, HE0OXOIUMO
MPEAOCTaBUTh MUCbMEHHYIO pa3paOOTKy NPOIMYIIEHHONW MPAKTUYECKON PabOThI.

CamocTosTeNnbHyI0 paboTy CJEAyeT BBIMOJHITh COTJACHO Tpaduky u

TpeOOBAHUAM, MPEI0KEHHBIM IPENOJaBaTEIEM.

AJITOPUTM M3Y4YeHM S JUCHUILTUHBI

N3yuenune Kypca JOKHO BECTUCh CHUCTEMAaTUYECKH M COIPOBOKIATHCA
COCTaBJICHHEM MOJAPOOHOTO KOHCIIEKTa. B KOHCIIEKT peKOMEHIyeTCsl BKJIIOUATh BCE
BUJIbI YYEOHOH pabOThI: CAMOCTOSITENIbHYIO MTPOPAOOTKY PEKOMEHIyeMOW OCHOBHOM
U JIONIOJIHUTENIbHOM JINTEpaTyphl, PELIEHWE CUTYalHMOHHBIX 33ad U KPOCCBOPOB,
OTBETHI HA BOMPOCHI AJIsl CAMOKOHTPOJISI U APYTHE 3aJaHusl, IPEAYyCMOTPEHHbIE TS
CaMOCTOATENBbHON pabOThI CTYIEHTOB.

OCHOBHBIM MPOMEXYTOUHBIM IOKa3aTelIeM YCHEIIHOCTH CTYJIEHTa B

mpouecce M3y4YCHUA AUCHUILIMHBI SABJIICTCA €0 TOTOBHOCTH K BbIIIOJHCHUIO
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MPaKTUYECKUX PaldoT.

B ciydae BO3HMKHOBEHUS TPYAHOCTEH CTYACHT JOJKEH U MOXKET 0OpaTUTHCS
3a KOHCYJIbTAllMEN K BEAYIIEMY IPETOIaBATENIO.

Kputepriem TOTOBHOCTM K MNpPaKTUYECKHUM paboOTaM SBISETCS yMEHUE
CTYJE€HTAa OTBETUTh HAa BCE€ KOHTPOJIBHBIE BOIPOCHI, PEKOMEHIOBAHHBIC
IIPENOAAaBaTEIIEM.

3HaHMS, TOJYYEHHbIE CTYJAEHTAaMU B IMPOLECCE HW3YyUYEHUS AUCLMUIUIMHBI,
JOJKHBI 3aKPEIUIAThCA HE TOBTOPEHUEM, a MPUMEHEHUEM MaTepualia. ITOW LENH
npu u3ydeHuu nucuuiuiniel «Guest Service Management (YnpaBieHue rocTeBbIM
CEPBUCOM)»CIIYKAT aKTUBHbIE (OPMBI M METOJbl OOYUYeHHUs, TaKhe KaK METO]l
CUTYAallMOHHOTO aHaliM3a, KOTOPBIA JAeT BO3MOXHOCTb CTYJIEHTY OCBOUTH
MpoQEeCCUOHANIbHBIE KOMIIETEHIIUU U TMPOSIBUTh UX B YCIOBUSIX, UMHUTHUPYIOIINX
MpO(ECCUOHATIBHYIO JEATEIbHOCTD.

Oco0oe 3HaueHue JUIsI OCBOEHHUS TEOPETHYECKOro Marepuana | s
npuodpeTeHuss U (GOpMUPOBAHUS YMEHUN U HABBIKOB MMEET CAMOCTOSITEbHAs
pabota ctynentoB. CaMocTosATeNIbHAs paboTa CTYJEHTOB MO JAaHHOW JUCHHUIUIAHE
NPEeAYyCMATPUBAET MU3YYEHUE PEKOMEHAYEMOW OCHOBHOW U JOIOJHUTEIbHOU
JUTEPATYpPbl, PENIEHUE KEWCOB, MOATOTOBKY K BBINOJHEHUIO U 3aIIUTE
MPAKTUYECKUX PabOT U MPOMEKYTOUHOM aTTECTAI[UU — 3a4ETy.

JInst caMONPOBEPKN YCBOEHHUS TEOPETUYECKOTO MaTepHasid, U MOATOTOBKE K

9K3aMCHY CTYACHTaM IPCAIararoTcAa BOIIPOCHI I CAMOKOHTPOJIA.

PexoMeHganum no HCNOJIb30BAHUIO METOA0B AKTUBHOI0 00y4eHHs

JUis  noBeilieHHs  3(P(EKTUBHOCTH  00pa30BaTENbHOrO  Mpouecca U
(opMHUpOBaHUS AKTUBHOM JIMYHOCTH CTYJEHTAa Ba)KHYIO pPOJIb WIPAET TAKOU
NPUHIUI O0y4YeHHUs KaK MO3HaBaTelbHasi aKTUBHOCThH CTyAEHTOB. Llenpio Takoro
oOy4eHMs] SBISIETCSI HE TOJbKO OCBOCHHME 3HAHMM, YMEHHI, HABBIKOB, HO U
(popMuUpOBaHHE OCHOBOIOJIATAIOIIMX KAUECTB JMYHOCTH, 4YTO OOYyCIIaBIUBAET
HEO0OXOJAMMOCTh HCIIOJIb30BaHUA METOAOB AKTUBHOIO OOydeHHs, 0€3 KOTOPBIX

HEBO3MOXHO (DOPMUPOBAHUE CIIELUAINCTA, CIOCOOHOTO peaTh NpopecCHOHAIbHBIE
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3a/1a4M B COBPEMEHHBIX PBIHOYHBIX YCIOBUSAX.

JUis  pa3BuTHS TpO(ECCHOHATIBHBIX HABBIKOB W JIMYHOCTH CTYJEHTa B
KaueCTBE METOJIOB aKTUBHOI'O OOYYEHHMs LEIECOO0pa3HO HUCIOJIb30BaTh METObI
CUTYallMOHHOTO OOydYeHMs, MpeACTaBisiomue co00l ONHUCAaHHE JEeNOBOMU
CUTyalllH, KOTOpas peajJbHO BOZHUKAJIA UM BOZHUKAET B IIPOLIECCE AEATEIBHOCTH.

Peanuzaums Ttakoro Tuna oOydeHus no aucuuiuinHe «Guest Service
Management (YnopaBieHHE TOCTEBBIM CEPBUCOM)» OCYILECTBISAECTCS Uepe3
WCIIOJB30BAaHNE CUTYAallMOHHBIX 3aJaHMM, B YACTHOCTH CHUTYallMOHHBIX 3ajady,
KOTOPBIE MOXHO ONPEACINTh KaK METOAbl UMHUTALMHU IPUHATUSA PEIICHUA B
PA3JIMYHBIX CUTyalUsX IIyTEM IIPOUTPHIBAHMS BAPUAHTOB 10 3aJaHHBIM yCIOBUSM.

CutyanMoHHBIE 3aa4d IPEAHA3HAYEHBI IS HCIOJIb30BAaHUS CTYJICHTAMHU
KOHKPETHBIX TNPUEMOB W KOHLEMNLUHUA MPU UX BBINOJIHEHUH JIs TOTO, YTOOBI
[IOJIy4YUTh JOCTAaTOYHBIA YPOBEHb 3HAHUM U YMEHUH I IPUHATUS PELICHUU B
AHAJIOTUYHBIX CUTyallUMsX Ha NPEANPUIATHUAX, TEM CaMbIM YMEHbIIAs pa3pbIB
ME¥K]y TEOPETUUYECKUMH 3HAHUSIMU U MPAKTUIECKUMHU YMEHUSAMM.

Pemienne cuTyanMOHHBIX 3aJad CTyACHTaM IIPEJIaracTcsi B paMKax
MPaKTUYECKUX 3aHATUN B 3aBEPILICHUH U3YUEHUS ONpPENEICHHON yueOHOM TeMbl, a
TEOPETUYECKUE 3HAHUS JOJDKHBI CTaThb OCHOBOM JUISl pPelleHus 3TUX 3ajzad. M3
ATOTO CJIEAYEeT, YTO CTYAEHT IOJDKEH BJIAJETh JOCTATOYHBIM YPOBHEM 3HAHMS
TEOPETUYECKOr0 MaTepuana, yMeTb padoTaTh C JCHCTBYIOIIEH HOPMATUBHOM
JOKYMEHTALIUEN.

CTyneHT [NOmKEH yMeTh IPaBUIBHO HWHTEPIPETUPOBATH CHUTYALMIO, T.€.
MpaBUIbHO ONPENEHATh — Kakue (aKTOphl SBISAIOTCS Haumboliee BaXXHBIMH B
JAaHHOM CHUTyallud W KaKoe pelieHue HEOOXOJMMO NPHUHATh B COOTBETCTBHM C
JNEUCTBYIOIICH HOPMATUBHON U TEXHUYECKOU TOKYMEHTALUEH.

Takum 00pa3oM, pellleHHe CUTYAlMOHHBIX 3a/lady NPHU3BAaHO BbIpaOaThIBATh
CIEAYIOLINE YMEHNS U HABBIKH Y CTYJECHTOB:

— paboTarh C yBEIUYMBAIOLIMMCS U MOCTOSHHO OOHOBIISIFOIIMMCS TOTOKOM
uHpopmManuu B 0O0JacCTH TypuU3Ma M OLEHKH KayecTBa YCIYT, CBSI3aHHOIO C

M3MEHSIONIEHCS PHIHOYHOM CUTYallMel U MPUMEHEHUEM 3aKOHOAATEIbHOM 0a3bl;
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— BBICKa3bIBaTh W OTCTauMBaTh CBOIO TOYKY 3PEHUS YETKOW, YBEPEHHOU U
IPaMOTHOMU pEYbIO;

— BbIpaOaThiBaTh  COOCTBEHHO€ MHEHHE Ha  OCHOBE  OCMBICICHUS
TEOPETUYECKUX 3HAHUN U MPOBEJACHHS SKCIIEPUMEHTAIBHBIX UCCIEIOBAHUM;

— CaMOCTOSITENIbHO MPUHUMATh PELICHMUS.

TexHoOTUST BBIMOJHEHHUS CUTYallUOHHBIX 3aJa4 BKIIOYAeT B ceOs
OpraHU3allMI0 CaMOCTOATEIbHOM pPabOThl 00YydYaroNIUXCs C KOHCYJIbTAallMOHHOU
MOJJIEPKKOU Tipenogasarena. Ha drame O3HAKOMJIIEHMS C 3aJa4e€d CTYAEHT
CaMOCTOATENIBHO OLICHUBAECT CUTYALMI0, M3JIOKEHHYI0 B TEKCTE, HCCIEAYET
TEOPETUYECKUI MaTepuall, YCTaHaBIMBACT KIIOYEBbIE (PAKTOPbl WU MPOBOJUT
aHajau3 MpoOJieM, H3JIOKEHHBIX B YCIOBHM 3aJadyd. 3aTe€M COCTAaBIACT ILJIaH
JNEUCTBUA W OLEHUBAET BO3MOXXHOCTH ero peanuzauuu. I[lo oxoH4YaHuH
CaMOCTOATEIBHOTO aHAJN3a CTYJEHT JOJKEH OTBETUTH HAa BOIPOCHI, BBIIIOJIHUTH

3aJaHus U COCTAaBUTh MUCbMEHHBIA OTYET I10 JaHHOMY 3aJIaHHIO.

PexomMenganuu mo padore ¢ aurepaTypou

[Ipu camocTosiTeNnbHON paboTe C PEKOMEHAYEMOU JIMTEPaTypoOil CTyAeHTaM
HEO0O0XO0IMMO MPUEPKUBATHCS OMPEICICHHON MOCIEI0BATEIbHOCTHU

— Ipu  BBIOOpE JUTEPATYpHOrO HCTOYHUKA TEOPETUUYECKOr0 Marepuasa
JydIlle BCEro MCXOJUTh M3 OCHOBHBIX MOHATUM M3y4yaeMOW TEeMbl Kypca, UYTOOBI
TOYHO 3HATh, YTO KOHKPETHO UCKATh B TOM WJIM UHOM HU3/IaHUH;

— s Oosiee T1yOOKOTO YCBOCHUS M TOHUMAHUSI MaTepuasa CieayeT YUTaTh
HE TOJILKO UMEIOIIUECS B TEKCTE OMPEICICHHUS U TTOHATUS, HO U KOHKPETHBIE IPUMEPHI;

— 4TO0Bbl MOJY4YUTh OoJiee OOBbEMHBIE M CHUCTEMHBIE MPEACTaBICHUS IO
paccMaTpuBaeMoOM TeMe HEO0OXOJIMMO MPOCMOTPETh HECKOJIBKO JIUTEPATYPHBIX
HMCTOYHUKOB (BO3MOKHO aJIbTEPHATHUBHBIX);

— HE CJeAyeT KOHCIEKTUPOBATh BECh TEKCT MO pacCMaTpUBAEMON TeMe, Tak
KaK TakOW MOJXOJl HE JaeT BO3MOXKHOCTH OCO3HATh MaTepuai; HEeOO0XOJIUMO
BBIJICJIUTh U 3aKOHCIIEKTUPOBATh TOJILKO OCHOBHBIE MOJIOXKEHUSI, ONPECICHUs U

IMOHATH:, ITO3BOJIAIOININEC BEICTPOUTD JIOTHKY OTBCTA HA N3Yy4aCMbIC BOIIPOCHI.
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PexomeHnanum 1o noaAroToBKe K 3K3aMeHy
[ToaroroBka K 3K3aMEHY U €ro pe3yJbTaTUBHOCTh TAKXKE TPEOYET y CTYJIEHTOB
YMEHHSI ONTHUMAaJbHO OpPraHM30BBIBATH CBOE BpeMs. MaeanbHO, e€cim CTyIeHT
03HAKOMMJICS C OCHOBHBIMH IOJIOKEHUSAMH, ONIPEAECICHUSIMH U IOHATUSIMU Kypca B

mpouecce ayauTOpHOTO HM3YUYCHHUA AOUCHUINIMHBI, TOTAa IIOATrOTOBKA K 3a4CTy

MO3BOJUT CUCTEMATU3UPOBATh U3YUECHHBI MaTepHal U IIy0Ke ero yCBOUTb.

HOI[FOTOBKy K 3a4CTy JYy4YlIC HAYMWMHATDH C pPacCHpCaAcCICHUSA MNPCATIOKCHHBIX

KOHTPOJIBHBIX BOMPOCOB MO pa3jiejaM U TeMaM Kypca. 3aTeM HE0OXOUMO BBISICHUTD

HAJIMYHE TEOPETUIECKUX UCTOUYHHUKOB (KOHCTIEKTa, YIYEOHUKOB, YUEOHBIX TTOCOOMIA).

Ilpu wn3yueHun

Marepuana

cleyer

BBIACIIATDH

OCHOBHBIC IIOJIOKCHUA,

OMpCACIICHUA W IIOHATHA, MOXHO HX KOHCIICKTHUPOBATh. BBII[CJ'ICHI/IG OITOPHBIX

OOJIOKEHUU  1acT

BO3MOXKHOCTB

CUCTCMATU3HUPOBATH

npeACTaBJICHUA 110

AUCHOUIIINHE 1, COOTBETCTBCHHO, PC3YJIbTATHBHEC ITOATOTOBUTLCA K OK3aMCHY

V. MATEPUAJIBHO-TEXHUYECKOE OBECIIEYEHHUE

JUCLHUATIIAHBI

V4yeOHbIC 3aHATHS 10 AUCHOUTIIIIMHE TPOBOAATCA B TIOMCIICHUAX, OCHAIICHHBIX

COOTBETCTBYIOIIMM OOOpPYJOBaHUEM U MpOrpaMMHBIM oOecreueHueM. [lepeyeHnb

MAaTCPUAJIBHO-TCXHUYCCKOTO H

MPUBEJEH B TAOJIHULIE.

MpPOrPpaMMHOTO  OOeCreUeHuUs

JUCITUITIIINHBI

HaumeHoBaHue crieliiaabHBIX
MMOMEIIEHUIN U TTOMEIICHUI
JUTSL CAMOCTOSITEIIbHON paOOThI

OCHAIIIEHHOCTD
CIIELUANBHEIX IOMEICHHUN U
MMOMEILCHUHN I
CaMOCTOSITETIbHON PadOTHI

IepeveHs TUIIEH3UOHHOTO
MpOrpaMMHOro o0ecrieueHusl.
PeKBU3UTHI MTOATBEPKIAIOIIETO
JIOKYMEHTa

690922, r. BmaguBocTOK,
ocTpoB Pycckuit, momyocTpos
CanepHnbslii, mocenok Asikce, 10,
kopi.G, aya. G507, yueOHas

ayJIUTOPHS IS IPOBEICHUS
3aHATHH JIGKITMOHHOTO THIIA;
ydeOHasl ayAUTOpUS st
MIPOBEJICHHS 3aHATUH

40 mocaIoYHBIX MECT,
ABTOMAaTU3UPOBAHHOE
pabouee MecTo
MPETIoAaBaTeIsl, MEPEHOCHAS
MarHMTHO-MapKepHas J0CKa,
Wi-FI
HoytOyk Acer
ExtensaE2511-30BO
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CEMHUHAPCKOT0 TUTIA
(IpaKkTHYECKUX 3aHSITHUI);
y4yeOHas ay TUTOPHS TSI
KypCOBOT'O ITPOCKTUPOBAHHS
(BBITIOTHEHHSI KYPCOBBIX
pabort); yueOHast ay AUTOpHSI
JUISL TEKYIIETO KOHTPOJIS U
NPOMEKYTOYHOM aTTeCTaluu

DKpaH ¢ IEKTPOIPUBOIOM
236*147 cm Trim Screen
Line; ITpoextop DLP, 3000
ANSI Lm, WXGA
1280x800, 2000:1 EW330U
Mitsubishi; [Togcucrema
CICIIMATTU3UPOBAHHBIX
KpEIUIeHUH 000py/I0BaHUS

CORSA-2007 Tuarex;
IToacucrema
BUJCOKOMMYTAalINH;
IToacucrema
ayJMOKOMMYTalNU 1
3BYKOYCHUJICHUS;
aKyCTU4YECKas CUCTEMA ISl
IMOTOJ0YHOI'0 MOHTa)ka SI
3CT LP Extron; nudpoBoii

aynuonpoueccop DMP 44
LC Extron.
Jns  ocyimiecTBiaeHUuss 00pa30BaTEbHOTO Tpollecca MO JAUCIUILIIMHE
HEOOXOUMBI:

e YueOHasi ayIUTOPUS C MyJIbTUMEAUINHBIM TPOCKTOPOM U IKPAHOM.

B yuranbnbix 3anmax Hayunoit 6ubnuoreku [IBOY npenycMoTpensl paboune
MecTa sl JIIOAEH C OrpaHMYeHHBIMH BO3MOXXHOCTSMH 370POBbSI, OCHAICHBI
JUCIUICSIMU U TpuHTepamu bpaiins; 00opya0oBaHHbIE MOPTATUBHBIMU YCTPOUCTBAMHU

AJI YTCHUS IIJTOCKOIICYATHBIX TCKCTOB, CKAHUPYIOIUMHU U YUTAIOINNMMH MAalllMHAMMH,

BHUJICOYBEJICUNTEIIEM C  BO3MOXKHOCTBIO  PETYJSLMU  LBETOBBIX  CIIEKTPOB;
YBEIMYUBAIOIIAMHU ANIEKTPOHHBIMU JTynamu U YJIBTPa3ByKOBBIMHU
MapKHPOBUIUKAMH.

B nenax obecrneuenus crienuanbHbIX YCIOBUN 00yYEHMs] MHBAJIUIOB M JIMII C
OTpaHMYEHHBIMH BO3MOXHOCTSIMU 370poBbsi JIB®Y Bce 3gaHus 000pyAOBaHbI

maHaycamu, JII/I(l)TaMI/I, MNOABCMHUKAMHA, CICHUAIIN3UPOBAHHBIMHA  MCCTaMH,

OCHalliICHHbBIMH TYAJICTHBIMUA KOMHaTaMu, TaO0TUIKaAMH I/IH(l)OpMaI_II/IOHHO-

HaBI/IFaI_II/IOHHOI\/’I CHCTCMBHI.
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VI. ®OHAbI OHEHOYHBLIX CPEACTB

IMacnopT poHIa OLIEHOYHBIX CPEACTB

Ko u popmyimposka
KOMIIETeHIIMHU

HNupukatopbl GopMUpPOBAHUA KOMIETEHIMH

OIIK-3. Cniocoben
pa3pabarbiBaTh U BHEIPSITH
CUCTEMBI YIIPaBJICHUA
Ka4eCTBOM YCIIyT B

cdepe Typuzma

OIIK -3.1

OIIK-3.1. Pa3pabaTsiBaeT CUCTEMBI
MEHE/PKMEHTA Ka4yeCcTBa B COOTBETCTBUH C
HAIMOHAIBHBIMH U MEXKIIyHAPOIHBIMH
CTaH/JapTaMH KaueCTBa B OpPraHU3aIisIX
cdepsl Typu3mMa

OIlK -3.2

OIIK-3.2. BueapsieT cucTeMbl MEHEIKMEHTA
KauecTBa B JI€ATEIbHOCTh OpraHU3alui
cdepsl Typu3mMa

OIIK -3.3

OIIK-3.3. KoHTposupyeT KauecTBO OKa3aHUs
ycayr B cdepe TypusmMa B COOTBETCTBHH C
TPCGOBaHI/ISIMI/I HOPMATUBHO-IIPABOBBIX AaKTOB,
mpoecCHOHANBHBIX CTaHAAPTOB, a TaKXKe C
y4€TOM MHEHHs [OTpeOuTeNel U  JApyrux
3aMHTEPECOBAHHBIX CTOPOH.
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q)OpMI)I OLlCHUBaHUMA KOMHeTeHHHﬁ B X01€¢ OCBOCHUA NUCIHHHUIIJINHBI

KonTposmpy OueHoYHbIe CPeCTBA
Ne e-Mbie Ko 1 HauMeHOBaHHE .
wn paseJibl HHMKATOPA 10CTHAKEHHST TeKyImii MPOMEKYTOUHAS
AUCIUILIHH KOHTPOJIb arTrecranusa
bl
OIIK-3.1.
Pa3pabarteiBaet
CUCTEMBI
MEHEKMEHTa
KaqcCTBa B Hpaxrie CutyanuonHas
COOTBETCTBUU C ckoe 3anava (ketic 1,2)
OIIK- 3.1 HAIMOHAJIbHBIMHU U ?’CaI/II—I’;ITBI'/IHeI/IO BBICTYHJICHI/IG C
MESKYHAPOXHBIMHU HHH}é l[OIfJIal[OM/Hpe?;eHTaLI
cCTaHgapTaMu 3a1a4u nen
KauecTBa B
2. OpraHHU3aIUIX
cdepsl Typu3mMa
OIIK-3.2. BHeapsier
CUCTEMBI Mpaxruue
MCHEIKMCEHTA CKOe CutyalmoHHas 3a/1a4a
Tena 1.7 OITK- 3.2 KayecTBa B 3aHATHE (xetic 3,5)
) JeSTEIIbHOCTD Curyammo | YcrHoe
opranusaumii cepsr | HHBIC cobeceioBaHue
Typu3Ma 3ajaun
OIIK-3.3.
Kontponmpyer
Ka4eCTBO OKa3aHUS
ycayr B chepe Typusma
B COOTBETCTBUHU C TpaxTie
TpeboBaHiiMu CKO€E CuryauuoHnHas 3a1aua
HOPMAaTHUBHO-ITPABOBBIX %
OITK-3.3 | axtos, 3aHATHE (xetic 3,5)
Cutyammo | YcTtHoe
podecCHOHATBEHBIX 5
CTAHIAPTOR, a TaKKe C HHBIE cobecenoBanue
Y4ETOM MHEHUS 3anatn
norpeduTeneit u
JIPyTUX
3aMHTEPECOBAHHBIX
CTOpOH.
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IlIkana oueHUBaHUA YPOBHSA C(POPMHPOBAHHOCTH KOMIIETEHIMI

Koa u
NHauKaTopbl J0CTHKEHUS
dopmyauposka Kpurepun IMoka3arenun
KOMIIeTeHI[HH
KOMIIeTeHI[HH
OIIK-3 . PazpabaTpiBaeT
Crniocoben CHCTEMBI
dbopMupoBaTh MEHEPKMEHTa
TEXHOJIOTUIECKY KauecTBa B 3HaeT KaK PaspaGorraiias
10 KOHIETIHIO COOTBETCTBHH C paspabaTLIBaTh CHCTMA YTIPABICHHS
. CHCTEMBI
TYPUCTCKOM OIIK- HallMOHAJIbHBIMU U KauecTBOM YCIIyT B
3.1 YTIPaBJICHIA cdepe Typuzma
OpraHM3allii, . MEXKITYHapOJHBIMH Ka4eCTBOM yCIIyT pe TYp
OpPraHU30BBIBATH CTaHJapTaMH B chepe Typu3Ma
BHEJpEHHE KayecTBa B
TEXHOJIOTUYECKU OpTaHU3aIHIX
X HOBAIMi 1 cdepsl Typu3Ma
IPOTPaMMHOTO
o0ecrieyeHus B
b Buenpser cucremsl 3HAeT KaK
cepe Typusma Bueapennas
MEHEJKMEHTA BHEAPSATH CI/II([:I”)[eMa
KadycCTBa B CUCTEMBI
OIIK- yIIpaBJICHUSA
JeSITebHOCTD yIpaBJICHUS
3.2 . caecTEoM veny | KEIECTBOM yCIyT B
opranm3anuii cepsr yciy cdepe TypuzMa
Typu3Ma B chepe Typuzma
3HaeT Kak
Kontposmpyer
KOHTPOJIHPYOBAThH
Konrponupyer Ka4eCTBO OKa3aHUs
Ka4yecTBO
KAaueCTBO OKa3aHUS yciyr B chepe
OKa3aHHsA yCIYT B
yCIIyT B cepe Typusma Typu3Ma B
cdepe Typusma B
B COOTBETCTBHUH C COOTBETCTBHUH C
COOTBETCTBHUHU C
TpeOOBaHUSAMHU TpeOOBaHUSAMHU
TpeOOBaHUSIMU
HOPMAaTHUBHO-TIPABOBBIX HOPMAaTHUBHO-
aKTOB HOPMATHBIO- IPAaBOBBIX AKTOB
OIIK 3.3 ’ IIPABOBBIX AKTOB, P ’
podeCCHOHATBHBIX npodecCuOHATIBHBI
npodeccuoHaIbH

CTaH/IapTOB, a TAKXKE C
YUCTOM MHCHUA
norpedureneit u
IPYTUX
3aUHTEPECOBAHHBIX
CTOPOH.

BIX CTAHAAPTOB, &
TaKXKe C Y4CTOM
MHCHUA
norpedureneit u
IPYTUX
3aHHTEPECOBAHHbI
X CTOPOH.

X CTaHJapTOB, a
TaKXe C Y4CTOM
MHCHUA
norpedurencii u
OPYTUX
3aMHTEPECOBAHHBIX
CTOPOH.
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MeToanveckue peKOMEHIAlMH, ONpee/Aiue Npoueaypbl OLleHUBAHUS

pe3yabTaToB OCBOCHHUSA THCHMUIIIMHDBI

Texkymasi arrecranus CTyaeHTOB. Tekymias arrecTtauus CTYIAEHTOB IO
JWMCLUIUIMHE «YTIpABJICHUYECKass JSKOHOMMKA» TIIPOBOAWUTCSA B COOTBETCTBUM C
JIOKJIbHBIMU HOPMAaTUBHBIMU akTamu JIBOY u siBisiercs: 00s3aTebHOM.

Texkymas arrectauus DO AUCLHUILIMHE «YTPABICHYECKAS] HKOHOMHKA»
MPOBOJUTCSA B (hOPME KOHTPOJIBHBIX MEPONPHUATUN MO OLEHUBAHUIO (PAKTUYECKHX
pe3ynbTaTOB 00YUYEHHUS CTYACHTOB U OCYILECTBISAECTCA BEAYLIUM IPETNOJaBaTEIEM.

OObexTaMu OIIEHUBAHHUS BHICTYAIOT:

— yueOHasg JUCUUIUIMHA (TIOCEUIaeMOCTh BCEX BHJOB 3aHIATHH 1O
aTTECTyeMOM  JHCLUMUIUIMHE, AaKTUBHOCTb HA 3aHATUAX, CBOEBPEMEHHOCTH
BBINIOJIHEHUS PA3JIMYHBIX BUJOB 3aJJaHUN);

— CTENEHb YCBOCHMS TEOPETUUECKUX 3HAHUM;

— YPOBEHb OBJIAJICHHUS TNPAKTUYECKUMU YMEHUSMHM M HAaBBIKAMH II0 BCEM
BUJIaM y4eOHOH paboThI;

— pe3yJbpTaThl CAMOCTOSITEIBHOM paboThl, B TOM 4YHUCIE — (PUHAIBHOTO
IIPOEKTA.

IIpomexxkyToyHasi arrecrauusi CTyAeHTOB. lIpomexyTrouHas arrecranus
CTyJCHTOB 1O JHCIUIUIMHE «YIpaBlIE€HYECKas HSKOHOMMKA» IPOBOJMUTCS B
COOTBETCTBUM C JIOKaJbHBIMA HOpMaTUBHbIMM akTamu JIBDY wu sBisercs
00s3aTENbHOM.

[lo gucuouminHe  OPEeayCMOTPEH  3K3aM,  pe3yJbTaThl)  KOTOPOIo
BBICTABJISIIOTCS B IO pPE3yJIbTaTaM PEUTUHTA .

Kparkas xapakrepucTtuka mnpoueaypbl NPHMEHEHHMSl HCIOJIb3yeMOI0o
OLICHOYHOI'0 cpeAcTBa. B pe3ynprare MNOCEMIEHWS NPAKTUYECKUX 3aHATUH,
MOATOTOBKE BO BpPEMs CaMOCTOSITEIBHON padoThl, pazdbopa keic-3amad, CTYJIEHT
[IOCJIEA0BATENBHO OCBAWBAET MATEPHANIBI JUCHUIUIMHBI M HM3Yy4aeT OTBETHl Ha

BOIIPOCHI K U”TOIT'OBOMY TCCTHUPOBAHUIO.
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IIpumepsl 3aganuii TeKyLIero 4 NPpoOMe:KyTOYHOI0 KOHTPOJIS

OueHOYHbIE CPeICTBA IS IPOMEKYTOYHOM aTTecTalun

Bomnpocs! ans cobecenoBanus
no aucumuivinie «Guest Service Management

(YnpasJjieHHe rOCTEBBIM CEPBHCOM)»

p—

Action plan

Audiovisual training
Believes

Benchmark organization
Brand image

Brand plan

Causes of service failure

Coaching

0 N A W

Core compitense
10.Critical incident
11.Customer expectations
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
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23.Hospitality.

24 . Human resourses planning
25.1intenal 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

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
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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 onenku:

— 100-85 OanioB — eciu OTBET IMOKA3BIBAET MPOYHBIE 3HAHUS OCHOBHBIX
MPOIIECCOB M3y4aeMOU MPeIMETHONU 00JacTH, OTIMYAETCS TTIyOMHOM U MOTHOTOU
PACKpBITHS TEMBI; BJIaJICHUE TEPMUHOJIOTMYECKUM aIlapaToM; YMEHUE OOBSICHATh
CYIIHOCTb, SIBJICHUH, MPOIIECCOB, COOBITHM, JieiaTh BHIBOALI U 0000IICHUS, 1aBaTh
apryMEHTUPOBAHHBIE OTBEThl, MPUBOAUTH NPUMEPHI; CBOOOJHOE BIIAJICHUE
MOHOJIOTMYECKOW pPEUbl0, JIOTUYHOCTh W TOCIEAOBATEIBHOCTh OTBETA; YMEHUE
MPUBOJAMUTH PUMEPHI COBPEMEHHBIX MPOOJIEM U3yyaeMoil 00nacTy;

— 85-76 0amnoB — OTBET, OOHAPYKUBAIOIIMI MPOYHBIE 3HAHHUSI OCHOBHBIX
MPOIIECCOB M3y4aeMOM MpeaMETHONW 00JacTH, OTIMYAETCS TIyOMHOM U MOTHOTOM
PACKpBITHS TEMBI; BJIAaJICHUE TEPMUHOJIOTUYECKUM aIllapaToM; YMEHUE OOBSICHATh
CYIIHOCTb, SIBJICHUH, MPOLIECCOB, COOBITHI, JIeJaTh BBIBOALI U 0000IICHUS, 1aBaTh
apryMEHTUPOBAHHbIE OTBEThl, MPUBOAUTH NPUMEPHI; CBOOOJHOE BIIAJICHUE
MOHOJIOTMYECKOW PEYbl0, JIOTMYHOCTh M MOCIIEN0BAaTEIbHOCTh OTBeTa. OJHAKO
JIOIYCKAeTCsl OJIHA — JIBE€ HETOYHOCTH B OTBETE;

— 75-61 Oann — OLEHUBAETCS OTBET, CBUICTEIBCTBYIOIIMI B OCHOBHOM O
3HAHUM  TPOIIECCOB  H3y4yaeMOM MpeaIMETHON  o0nacTH, OTJIMYAIOLIUHCA

HEJOCTATOYHOW TJyOMHOM M MOJHOTOM PACKPBITHUS TEMBbI; 3HAHUEM OCHOBHBIX
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BONPOCOB TeopuH; ciabo chHopMHUpPOBAHHBIMU HaBBHIKAMU aHAlU3a SIBICHUH,
MPOIECCOB, HEJOCTATOYHBIM YMEHHEM [1aBaTh apryMEHTHPOBAHHBIE OTBETHI U
NPUBOIUTH TPUMEPHI; HEJOCTATOYHO CBOOOJHBIM BJIAJICHHEM MOHOJOTHYECKON
peublO, JIOTUYHOCTBIO U IMOCJENI0BATEIbHOCTBIO OTBETA. JlOoMmycKaeTcsl HECKOJIBKO
omuOOK B COICPKAHUM OTBETA; HEYMEHHE MPUBECTU MPUMEDP PA3BUTHUS CUTYAIINH,
MIPOBECTH CBSA3b C APYTUMHU aCIIEKTaMHU U3y4aeMoil 001acTu;

— 60-50 OamioB — OTBeT, OOHAPYXHUBAIOUIMNA HE3HAHUE MPOIIECCOB
U3y4aeMoil TpeAMETHOW o00JacTH, OTIMYAIOUIUNCA HEraTyOOKHM PpPaCKpbITUEM
TEMBbI; HE3HaHWEM OCHOBHBIX BOIIPOCOB TEOPUH, HEC(HOPMHUPOBAHHBIMU HABBIKAMHU
aHalM3a SBIECHUH, MPOLIECCOB; HEYMEHUEM JlaBaTh apryMEHTHPOBAHHBIC OTBETHI,
ca0pIM BJIaJICHUEM MOHOJOTUYECKOW pPEUYbI0, OTCYTCTBUEM JIOTUYHOCTH U
MOCJIEIOBAaTENbHOCTH. JlOMyCKalOTCs CEphE3HbIE OLIMOKU B COAEPKAHUU OTBETA;

HE3HAHHE COBPEMEHHOM MpOoOiIeMaTHKU N3y4aeMoil 001acTH.

OueHo4YHbBIE CPeCTBA Il TeKYIel aTTecTaluu
TemaTuka 10K/JIa10B/TIpe3eHTALAN
JIJ1s1 TOATOTOBKY MPE3CHTAIIMU/OKIIAa CTYIEHTY PEKOMEHYETCs U3YYUTh U

MIPE3EHTOBATh Jy4YllUEe MPaKTUKU BBICTPaWBaHUS T'OCTEBOIO CEpBHCA OJHON U3
CIEXKYIOIIUX MEXIYHApPOAHBIX KOMIAHUM (WM 1O COOCTBEHHOMY BBIOOpY

https://www.worldtravelawards.com/winners/2017/world)

p—

. 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
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10. Jumeirah Al Qasr, Dubai

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

13. JW Marriott Hotel Lima, Peru

14. La Mamounia, Marrakech, Morocco

15. LUX* South Ari Atoll, Maldives

16. Mandarin Oriental, Hong Kong

17. Palazzo Versace, Gold Coast, Australia

18. Pullman Sydney Hyde Park, Australia

19. Rosewood Mansion on Turtle Creek, Texas, USA
20. Royal Mansour, Morocco

21. 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 oueHku (YyCTHOr0 I0KJIa1a, COOOIEHHsI, B TOM 4YHCJIe
BBINOJIHEHHBIX B opMe npe3eHTanmi)

100-86 0anaoB BBICTABISETCS CTYACHTY, €CIIA CTYJICHT BBIPA3Wil CBOE MHEHHUE TIO
copMynMpoBaHHOW MPOOIIEME, APTYMEHTUPOBAN €r0, TOYHO ONPEAEIUB €€ COACPKaHue
u coctapmsrone. CTyIeHT 3HaeT M BIAJCET HABBIKOM  CaMOCTOSITENBHOM
MCCIIEIOBATENbCKOM Pa0dOThl MO TEME HMCCIIEIOBAaHUS; METOJAMHU U MPUEMaMH aHAJIU3a
TEOPETUYECKUX W/WIM MPAKTUUECKUX AacCleKTOB H3ydaeMod o0iacTh. DaKTU4eCKUX
OLIMOOK, CBS3aHHBIX C TIOHMMaHHWEM IMpOOJeMbl, HET, Tpaduiecku pabota odopmiieHa
MPaBUJIBHO

85-76 - 6aiioB - paboTa XapaKTepPU3yeTCsl CMBICIIOBOM 1ETbHOCTHIO, CBSI3HOCTHIO U
TOCJIE/IOBATENIbHOCTBIO M3JIOKEHUS; JOMYILEHO He Oonee 1 OommMOKM Mpu OOBSICHEHUH
CMbICIIa WM coAepkaHusl mpoOnembl. [l apryMeHTaly NpUBOISATCS pasiMyHbIe

JaHHbIE  OTEYECTBEHHBIX M  3apyOeKHBbIX  aBTOpoB.  lIpoaeMOHCTpUpOBaHEBI
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UCCIIC/IOBATEIIbCKIE YMEHHsS U HaBbIKM. (DaKTHUECKMX OMIMOOK, CBS3aHHBIX C
MOHMMaHUEM NpoOIeMbl, HET. Jlomy1ieHbl ofjHa-ABe OIMOKU B OPOpMIIEHUH pabOThI

75-61 Gann — CTyJIGHT MPOBOJUT JIOCTATOUYHO CAMOCTOSITEIbHBINA aHAIN3 OCHOBHBIX
ATaloOB M CMBICTIOBBIX COCTABJSIIOMIMX MPOOJEMBbI; TIOHMMAaeT 0a30BbIE OCHOBBI H
TEOPETHYECKOe 0OOOCHOBAHUE BLIOpAaHHOM TeMbl. [IprBiIeYeHbl OCHOBHBIE UCTOUYHHUKU TI0
paccmatpuBaeMoit Teme. JlomyieHo He Ooree 2 OmMOOK B CMBICTIE WM COACP KaHUH
npo0sieMbl, 0popMIIeHIH pabOTHI

60 u meHee OamioB - ecau paboTa MPEACTABISIET COOOM MepecKa3aHHBIA WU
TIOJTHOCTBIO TIEPENMCAHHBIA UCXOHBIN TEKCT 0€3 COOCTBEHHBIX KOMMEHTAPHEB, aHAITN3A.
He packpeita cTpykTypa ¥ TeOopeTHYecKasl COCTaBIIIOImas TeMbl. JlomyIeHo Tpu win
Oonee Tpex OMMOOK B CMBICIOBOM COJEP)KaHHM PAcKpbIBAEMOM MpOOIEMbI, B

oopmiieHHH padoTHI.

OIIeHO‘IHbIe cpeacrea aAJjs TeKymeﬁ arrecranmmmu

IIpuMepbI CHTYaUMOHHBIX 32124 110 JUCHHUILIUHE

«Guest Service Management (Y1ipaBlieHHE TOCTEBBIM CEPBUCOM )»

(Keiic-cTtaan)
Keiic 3aganue 1 Eastern States Air Environment sk}

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
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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
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
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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?”

“I see that your industry is enjoying record profits. How about using some of
that dough to give us a better ride?”

“Im 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?”
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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.

r
1

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

4
5
6.  What now? istp!
7
Keiic-3apanue 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
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.”
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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-3aganue 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
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.”
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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-3apanue 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
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

1s 78 percent.
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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?

Keiic-3aganue S Safety at the Downtown Hotel

54



It 1s 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
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
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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

with the vinyl up- holstery, plastic furnishings, and rough-hewn timbers and boards
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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 Y1 even had to begin sell- ing
mutual funds on the side.

Fred wrote a letter to Chef Elmo, asking him for ad- vice. Chef Elmo 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 Elmo will tell Fred and Song Y1 is wrong with their

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

Keiic-3aganue 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, Iowa,
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. I
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-3aganme 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-3aganue 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-3aganmne 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.
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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
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. Ideally, what additional information would you like to have before

making a recommendation?

MeTtoanyeckue NOsiCHEHUS
B ocHoBe Meroma  KeHc-3aJaHUM  JIEKUT — ONMCAHUE  KOHKPETHOMN
po(EeCCHOHATIBHON JEATEIbHOCTH MM SMOIMOHATIBHO-TIOBECHUYECKUX aCIEKTOB

B3auUMOACUCTBUA Jroael. lIpu H3ydyeHHM KOHKPETHOW CUTyallMd, U aHalIu3e
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KOHKPETHOTO NpHUMEPAa MAruCTPaHT JOJDKEH BXHUTBCA B KOHKDPETHBIC
00CTOSTENBCTBA, MOHATh CUTYALIUIO, OLIEHUTh OOCTAHOBKY, ONPEAEIUTh, €CTh JIU B
Hell npobiieMa U B yeM ee cyTh. ONpeaenuTh CBOK POJib B pEUIEHUH MPOOJIEMBI U
BBIPA0OTATh 11EJ1€CO00PA3HYIO JIUHUIO MOBEACHUS.

Merton keiic-3ajaHuii pa30UBaETCS HA ITAIbI:

* IloaroroBuTeIbHBIN TAIl;

* O3HaKOMUTEIbHBIN ATall;

* AHaIUTUYCCKUU ITaIl;

* HMrorossii srai.

Ha mnepBom »Jranme mnpenomaBaTenb KOHKPETU3UPYET LEIH, IIOMOIaeT
MarucTpaHty pa3paboTaTh COOTBETCTBYIOIIYIO «KOHKPETHYIO CHUTYalHIO» U
cueHapuil 3asstus. Ilpu pa3zpaboTke Ba)XXHO YUYUTBHIBATh psAJ 00s3aTEIbHBIX
TpeOOBaHMII:

* IIpumep mOMKEH JIOTMYHO MTPOJOIIKATH CONEPKAHUE TEOPETUYECKOTO Kypca
U COOTBETCTBOBATh OyAYIIUM MPO(PECCHOHATBHBIM OTPEOHOCTSIM MaruCTpaHTa;

. CIOKHOCTP ONMCAaHHOW CHUTyallUM JIOJDKHA Y4YHUTBIBAaTb ypPOBEHBb
BO3MOYKHOCTEI MarucTpaHTa, T.€. C OJJHOW CTOPOHBI, OBITH MO CHUJIaM, a C APYIOW,
BBI3BIBATh KEJIAHUE C HEW CIIPABUTHCSA U UCIIBITATh YYBCTBO yCIIEXa;

« CoaepxaHue JOKHO OTpa)xaTh peanbHble Npo(ecCUOHATbHbBIE CUTYAlUH, a
HE BbITyMaHHbIEC COOBITHS U (haKTHI.

Ha BTOopoM »3Tame nOpoOUCXOAUT BOBJICYEHHE OOYyYAalOLIUMXCSl B IKUBOE
oOcyxJeHue peaibHOM  mpodeccuoHalbHOW  cuTyanuu. lIpenmomaBaTerns
0003HaYaeT KOHTEKCT MpeAcTosmiell paboThl, olOpamasch K KOMIETEHTHOCTH
MarucTpaHTOB B  ONpEAEICHHOW 00JacTh. 3HAKOMHT MAarucCTpPaHTOB €
COZCPKAHUEM KOHKPETHOM CHUTyalMH, UHIUMBUAYaJIbHO WM B rpynme. B atoi
METOAMKE OONBIIYI0O pOJb UIpaeT Trpynmna, T.K. TMOBBIIAETCA pPa3BUTHE
MO3HABATEJIbHOM CHOCOOHOCTH BO BpEMsl OOCYXXJEHUA HWAEH M MpeasiaraeMbIX
pELIEHUM, YTO SBISIETCA IUIOAOM COBMECTHBIX ycunui. Ilo 3toi mnpuumse,
O3HAKOMJIEHUE C OINHCAHUEM KOHKPETHOW CHUTYAllMH BBINIOJHACTCS B MAJIOU

rpyIIIIeE.
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AHanu3 B rpynnoBoi padoTe HauMHAEeTCs MOCe 3HAKOMCTBA MariCTPaHTOB C
MPEAOCTaBIEHHBIMU (PaKTaAMU, U MIPEAJIAraloTCs CASAYIOINE PEKOMEHJAUU:

* BBISIBIICHHUE [TPU3HAKOB MPOOIEMBIL;

. IIOCTAaHOBKa TNpo0sieMbl TpeOyeT SCHOCTH, YETKOCTH, KpPaTKOCTU
(hOpMyIMPOBKHU;

* pa3nuy4HbIe CIIOCOOBI IEUCTBUS;

* aJbTEPHATHBBI U UX OOOCHOBAHUE;

* aHaJIU3 NOJIOKUTEIBHBIX U OTPULIATEIIBHBIX PEIICHHUM;

* [IEPBOHAYAJIBHBIC L[E€IIU U PEAIBHOCTD €€ BOILJIOLICHHUS.

Pe3ynbTaTUBHOCTH  MCIIOJIB3yEMOrO METOJA yBEJIMYMBAaeTCs Onarojaps
aHAIMTHYECKOW paboTe MarucTpaHTOB, KOrJa OHU MOTYT Y3HAaThb U CPABHUTh
HECKOJbKO BapUAHTOB pEIICHHUs] OJHOM mpobOiiembl. Takoil mpumep MOMOTaer
PaCIIMPEHUIO MHIUBUYAIBHOTO OMbITA aHAJU3a M PEIICHUsS NPOoOIeMbl KaXIbIM
MAaruCTpPaHTOM.

Tak kak aHanM3 KOHKPETHOM CHUTyallud — TPyIMIoBas padoTa, TO pelleHHE
npoOJaeMbl MPOUCXOAUT B (OPME OTKPBITHIX IUCKycCH. BakHbIM MOMEHTOM
SABJIACTCS Pa3BUTUE IO3HABATEIBHON NEATEIBHOCTU U MPUHATUE Yy KUX BapUAHTOB
penieHus npoosieMbl 0€3 NPeaB3sATOCTH. DTO MO3BOJISIET MaruCTpaHTaM pa3BUBAThH
YMEHHUE aHAJIM3UPOBATh PEAJIbHBIE CUTYallMd U BbIpaOaThIBaTh CaAMOCTOSITEIbHBIC
pElIeHHs, YTO HEOOXOAMMO KaXJIOMY CIELHAIUCTY, OCOOCHHO B COBPEMEHHOMU

PBIHOYHOM SKOHOMUKE.

Kpurepuu onenku:

- 100-86 OamioB BBICTABIAETCS CTYIAEHTY, €CIU CTYJEHT BBIPa3uil CBOE
MHEHHE 10 CQOPMYJIMPOBAHHOM MpoOsieMe, apryMEeHTUpPOBal €ro, TOYHO
OIPEJIENIUB €€ COJAEPKAHUE U COCTABJISIOIINE;

— 85-76 OGamioB - paboTa XapaKTepHU3yeTCS CMBICIOBOM IEIbHOCTHIO,
CBA3HOCTBIO U MOCIEAOBATEIBHOCTBIO M3JIOKEHUS; JOMYIIEHO 2-3 OMIMOKU IMpHU
OOBSCHEHHH CMBICIIA WU cojepKaHusd npoOiembl. DaKTHUECKUX OLIUOOK,

CBA3aHHBIX C IOHUMAaHHUCM HpO6J’ICMBI, HET,
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— 75-61 Gamn - CTyJEHT MPOBOJUT JOCTATOUYHO CAMOCTOSITEIBHBINA aHaIU3
OCHOBHBIX ATallOB M CMBICIIOBBIX COCTABJISIFOIIUX MPOOIEMBI; TOHUMAET 0a30BbBIE
OCHOBBI U TEOpETHUECKOE 000CHOBaHKE BhIOpaHHOM Tembl. JlomyieHo He Oonee 5
OIMOOK B CMBICIIC WJTH COJICPKAaHUU TIPOOIIEMBIL;

— 60 u MeHnee OamnoB — eciau paboTa MPEACTaBISAET COOON MOJHOCTHIO
MEepPENUCAHHBIN HMCXOAHBIM TEKCT, 0e3 Kakux Obl TO HU OBUIO KOMMEHTapHUEB,

aHanu3a. He packpbiTa CTpyKTypa U TEOPETHUECKasi COCTABIISIIOLIAS] TEMBI.

IIpumepsl NPaKTHYECKUX 32124 10 KYPCY
«Guest Service Management (YnpasJieHHe rOCTEBbIM CEPBHCOM)»
Tema: 1 IlonsiTue «cepBHC», HEOOXOAUMOCTH CEPBUC-AU3ANHHA
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. st
2.Think about the last business establishment of any kind you visited. What were
the tangibles of its service product? What were the intangibles? itz
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. st

Tema 2. Ownenka oxuganuid rocra. BoBiedeHue rocreil B mpouecc

onpeaeeHusl HEHHOCTEH CEPBUCHOIO0 00CTyKUBAHUS
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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
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. CepBucHas cTpaTerusi M KyJbTypa B FOCTENIPUUMCTBE

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
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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. CepBHCOOPHEHTHPOBAHHBIE COTPYAHMKH B rOCTCNPUUMCTBE

. 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, MEHeXKMEHT M KOMMYHUKALIUSI

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
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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
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. [IpoBenenne ayaura cepBUCHOIO mpoiecca

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. istp!

(DA L]

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

10.

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

r
]

different hotel areas? Pass/fail? An excellent-through-poor scale? fokp
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
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11.

Tema

brief description of what you found and observed on your shopping trip and
send it to the manager of the service location. sk
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. iske

[ ALy

7. KoppexkTupymlomue AelCTBHS, YJy4YIIeHHE CEPBHCA, BHeApPeHHE

HMHHOBAaIU

12.

13.

14.

15.

16.

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

r

offered in the chapter? ist!
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. s
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. st
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
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
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your place of business, and who is more responsible for most of them:

r=-

servers or managers?” and report back your results. i

-
1
1

4

MeTtoanyeckue NOsiCHEHUS

B ocnHoBe Meroma  KeHc-3aJaHUM  JIEKUT — ONMCAHUE  KOHKPETHOM
po(EeCCHOHATIBHON JEATEIbHOCTH WM SMOIMOHATIBHO-TIOBEACHUYECKUX aCIEKTOB
B3auMOACUCTBUA JroAeH. lIpu H3ydeHHM KOHKPETHOW CUTyallMH, U aHalIu3e
KOHKPETHOTO NpHUMEPA MAruCTPaHT JOJDKEH BXKUTBCA B KOHKDPETHBIE
00CTOSTENBCTBA, MOHATh CUTYALIUIO, OLIEHUTh OOCTAHOBKY, ONPEAEIUTh, €CTh JIU B
Hell npobiieMa U B yeM ee cyTh. ONpeaenuTh CBOK POJib B PELIEHUH MPOOJIEMBI U
BBIPA0OTATh 11€71€CO00PA3HYIO JIMHUIO MOBEACHUS.

Merton keiic-3ajaHuii pa30UBaETCs HA ITAIbI:

* [loaroroBuTeIbHBIN TAIl;

* O3HAKOMUTEJIBHBIN ATall;

* AHaIUTUYCCKUU ITAIl;

* HMTorossii srai.

Ha mnepBom »Jrane mnpenomaBaTenb KOHKPETU3UPYET LEIH, IIOMOTaeT
MarucTpaHty pa3paboTaTh COOTBETCTBYIOLLYIO «KOHKPETHYIO CHUTYalHIO» U
cueHapuil 3asstus. Ilpu pa3zpaboTke Ba)XXHO YUYUTBHIBATh psAJ 00s3aTEIbHBIX
TpeOOBaHMII:

* IIpumep mOMKEH JIOTMYHO MPOJOIIKATH CONEPKAHUE TEOPETUYECKOTO Kypca
U COOTBETCTBOBATh OyAYyIIUM MPO(PECCHOHATBHBIM NOTPEOHOCTSIM MaruCTpaHTa;

. CIOKHOCTP ONMCAaHHOW CHUTyallUM JOJDKHA YYWUTBIBaTh ypPOBEHBb
BO3MOYKHOCTEI MarucTpaHTa, T.. C OJHOW CTOPOHBI, OBITH MO CHUJIAM, a C JPYIOM,
BBI3BIBATh KEJIAHUE C HEW CIIPABUTHCSA U UCTBITATh YYBCTBO YCIEXA;

« CogaepxaHue JOJKHO OTpa)kaTh peanbHble Npo(ecCUOHANbHbBIE CUTYAlUH, a
HE BbITyMaHHbIE€ COOBITHS U (haKTHI.

Ha BTOopoM »3Tame nOpoOUCXOAUT BOBJICYEHHE OOYyYAalOLIUMXCSl B IKUBOE

oOcyxaeHue  peanbHOM  mpodeccuoHanbHOM — cuTyauuu. IIpenmomaBarens
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0003HaYaeT KOHTEKCT MpeAcTosmiel paboThl, oOpamasch K KOMIETEHTHOCTU
MarucTpaHToOB B  ONpEAEIeHHOW 00JacTh. 3HAKOMHUT MAarucCTpPaHTOB €
COACPKAHUEM KOHKPETHOM CHUTyalMH, UHIAUMBUAYaJIbHO WM B rpynme. B stoi
METOAMKE OONBIIYI0O pOJIb UrpaeT TIpynna, T.K. TOBBIMIAECTCA pPa3BUTHE
MO3HABATEJIbHOM CHOCOOHOCTH BO BpEMs OOCYXIEHUS HUAEH M MpeaaraeMblixX
pELIEHUM, YTO SBIJISIETCA IUIOAOM COBMECTHBIX ycunui. Ilo 3toi mnpuumse,
O3HAKOMJICHHE C OIIMCAHUEM KOHKPETHOM CHUTyalud BBINOJHACTCA B MAJIOU
rpymue.

AHanu3 B rpynnoBoi paboTe HauMHAEeTCs MOCe 3HAKOMCTBA MariCTPaHTOB C
MPEAOCTaBIEHHBIMU (PaKTaAMM, U MIPEAJIAraloTcs CAEAYIOINE PEKOMEHJAUU:

* BBISIBIICHUE [TPU3HAKOB MPOOJIEMBIL;

. IIOCTAaHOBKa TNpo0sieMbl TpeOyeT SCHOCTH, YETKOCTH, KpPaTKOCTU
(hOpMyIMPOBKHU;

* pasnu4HbIe CIIOCOOBI IEUCTBUS;

* aJbTEPHATHBBI U UX OOOCHOBAHUE;

* aHaJIU3 NOJIOKUTEIBHBIX U OTPULIATEIILHBIX PEIICHUM;

* [IEPBOHAYAJIBHBIC L[E€JIU U PEAIBHOCTD €€ BOILJIOLICHHUS.

Pe3ynbTaTUBHOCTh  MCIIOJIB3yEMOrO METOJa yBEJIMYMBAeTCs Onaromaps
aHAIMTHYECKOW paboTe MarucTpaHTOB, KOrJa OHU MOTYT Y3HAThb U CPABHUTh
HECKOJIbKO BapUaHTOB pEIICHHUs OAHOW mpobOseMbl. Takoil mpumep momoraer
PaCIIMPEHUIO MHIUMBUYAIBHOTO OMbITA aHAJIU3a U PELICHUs NPOoOIeMbl KaXIbIM
MAaruCTpaHTOM.

Tak kak aHanM3 KOHKPETHOM CHUTyallud — TPyIMIoBas padoTa, TO pelleHHE
npoOJeMbl MPOUCXOAUT B (OPME OTKPBHITHIX TUCKYCCHU. BaKHbIM MOMEHTOM
SABJIACTCS Pa3BUTUE MIO3HABATEIILHOMN NEATEIBHOCTU U IIPUHATHE YYXKUX BapUAHTOB
perieHus npoosieMbl 0e3 NPeaB3sATOCTH. JTO MO3BOJISIET MaruCTpaHTaM pa3BUBAThH
YMEHHUE aHAIM3UPOBATh PEAJbHbIE CUTYallMd U BbIpaOaThIBaTh CAMOCTOSITEIbHBIC
pElIeHMs, YTO HEOOXOAMMO KaXJIOMY CIELHAIUCTY, OCOOCHHO B COBPEMEHHOMU

PBIHOYHOM SKOHOMUKE.
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Kpurepuu onenku:

- 100-86 OamioB BBICTABIAETCS CTYIAEHTY, €CIM CTYJEHT BBIPa3Uil CBOE
MHEHHE 10 CQOPMYJIMPOBAHHOM HpoOseMe, apryMEHTUpPOBal €ro, TOYHO
OIPEJIENIUB €€ COJAEPKAHUE U COCTABIISIOIINE;

— 85-76 OGamioB - paboTa XapaKTepHU3yEeTCS CMBICIOBOM IEIbHOCTHIO,
CBA3HOCTBIO U MOCIEAOBATEIBHOCTHIO M3JIOKEHUS; JOMYIIEHO 2-3 OMIMOKU IMpHU
OOBSICHEHUU CMBbICIAa WU coJepxaHus MpodsiemMbl. DaKTUUECKUX OUIMOOK,
CBSA3aHHBIX C IOHMMaHUEM IPOOJIEMBI, HET;

— 75-61 Gamn - CTyJEHT HPOBOJUT JOCTATOUYHO CAMOCTOSITEIBHBIM aHAIU3
OCHOBHBIX 3TalOB M CMBICIOBBIX COCTABIISIIOUIMX MPOOJIEMbl; TOHUMAET 0a30BbIE
OCHOBBI U TEOpETHUECKOE 000CHOBaHKE BhIOpaHHOM Tembl. JlomyieHo He Ooee 5
OLIMOOK B CMBICIIE UJIU COJIEPKAHUU TIPOOIIEMBIL;

— 60 u MeHnee OamnoB — eciau paboTa MPEACTaBISIET COOON MOJHOCTHIO
NepEenUCaHHblii MCXOJHBIM TEKCT, 0€3 Kakux Obl TO HM OBLJIO KOMMEHTapHEB,

aHanu3a. He packpbiTa CTpyKTypa ¥ TEOPETHUECKasi COCTABIISIIOLIAS TEMBI.

MeToanveckue peKOMEHIALMH, ONpee/Aiue Npoueaypbl OLleHUBAHUSA

pe3yJabTaToB OCBOCHHUSA THCHUIIIMHDBI

Texymass arrecranmusi CTYAeHTOB. Texkymias arTecTalus CTYJACHTOB IO
mucimminHe «Guest Service Management (YmpaBieHHUE TOCTEBBIM CEPBHCOM)»
IIPOBOJUTCS B COOTBETCTBUM C JIOKAJIbHBIMA HOPMATUBHBIMU akTamu [ IBDY u sBisiercs
00s13aTeILHOM.

Texymas arrectanuss no avcuumuinHe «Guest Service Management
(YmpaBineHue TOCTEBBIM CEPBHCOM)» MPOBOAUTCS B (OpME KOHTPOJBHBIX
MEpONPUSATUN MO OLIEHUBAHUIO (PAKTHUYECKUX PE3yJIbTATOB OOYUYEHUS CTYJIEHTOB U
OCYIIECTBIISIETCA BEYIIUM MPETIOAABATEIEM.

OObeKkTamMu OIIEHUBAHUS BHICTYIIAOT:

— yueOHasg jucHUIUIMHA (TIOCEMIaeMOCTh BCEX BHUJOB 3aHATUU MO

aTTCCTyeMOﬁ JUCHUITIINHCE, AKTUBHOCTh Ha  3aHATHAX, CBOCBPCMCHHOCTD
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BBITIOJTHEHHSI PA3JIMYHBIX BUJOB 33/1aHUN );

— CTeMNeHb YCBOCHUS TEOPETUUECKUX 3HAHMUIA,

— YpOBEHb OBJAJCHUSA MPAKTUYCCKUMU YMEHUSMU W HaBBIKAMH TIO0 BCEM
BUJIaM y4eOHOH paboThI;

— pe3yJbpTaThl CAMOCTOSITEIBHOM paboThl, B TOM 4YHUCIE€ — (PUHAIBHOIO
MPOEKTA.

IIpomexyTouHass aTTecTalusi CTYAeHTOB. [IpomexyTouyHas arTecTarus
cTyneHToB no aucuuiuinae «Guest Service Management (YmpaBieHHe rOCTEBBIM
CEPBHCOM)» MPOBOAMUTCS B COOTBETCTBHH C JIOKAJIbHBIMH HOPMATHBHBIMU aKTaMU
JIBOYVY u sBnseTcs 00s3aTeIbHOM.

[lo nucuumnuue «Guest Service Management (YmnpaBieHHE TOCTEBBIM
CEPBHCOM)» MPETyCMOTPEH SK3aMEH B BHJIE TECTUPOBAHHS .

KpaTkasi xapakrepucTHKa Mpoueaypbl NPHMEHEHHUS] HCIOJb3yeMOro
OLIEHOYHOIr0 cpeAcTBa. B pesynprare mocemieHWs NPaKTUYECKUX 3aHATHUH,
MOATOTOBKE BO BpPEMs CaMOCTOSITEIBHON padoThl, pazdbopa keic-3amad, CTYJIEHT
MOCTIEI0BATEILHO OCBAaMBACT MATEpPHANIbl JUCHUIUIMHBI M HM3y4aeT OTBETHI Ha

BOIIPOCHI K U”TOIT'OBOMY TCCTHUPOBAHUIO.

Kpurepuu BoicTaB/IeHHSI OLCHKHU CTYICHTY HA IK3aMeHe

o AMCIMIIJIMHE «YHpaBJIeHI/Ie roCr€BbIM CEPBUCOM))

BaJbl Onenka
(peliTuHrOBOM JK3aMeHa TpeGoBanus Kk c()OpMHUPOBAHHBIM KOMIIETEHMAM
OLIEHKH) (crangapTHas)

OneHka «OTJIMYHO» BBICTABIISETCA CTYIEHTY, €CIU OH
IyOOKO U TPOYHO YCBOWJI IPOrpaMMHBIM MaTepuall,
HCYEPIBIBAIOIIE, OCIIEI0BATENIBHO, YETKO M JIOTUYECKU
CTPOIHO €ro u3jaraeTr, yMeeT TECHO YBA3bIBATH TEOPHUIO C
MPAKTUKOM, CBOOOHO CIIpaBIISIETCs € 3a/ladyaMH, BOIIPOCAMHU
86-100 «OTIIUYHO» U JpyTMMM BHJAaMHM IIPUMEHEHUs 3HAHWM, IPUYEM He
3aTpyJIHSAETCS C OTBETOM IpU BUAOM3MEHEHUHU 3aJaHMMH,
UCTOJNB3YyeT B OTBETE Marepuajl MOHOIpapUUECKOM
JUTEpaTyphbl, TPaBHJIBHO  OOOCHOBBIBAET  IMPHHATOE
pelieHre, BiajeeT PA3HOCTOPOHHUMM HaBBIKAMHM U
IIpUEMaMH BBIIIOJHEHUS PAKTUYECKUX 3a/1a4.
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85-76

«Xopouio»

OneHka «XOpOIIO» BBICTABISETCS CTYAEHTY, €CIH OH
TBEPAO 3HAaEeT Marepuaj, I'PaMOTHO U IO CYLIECTBY
U3JIaraeT ero, He JIOMyCKas CyIECTBEHHBIX HETOUHOCTEN B
OTBETE Ha BOIIPOC, IPABWIBHO NPUMEHSET TEOPETUUECKUE
MIOJIOKEHUS TIPU PELIEHUU MPAKTUYECKUX BOIPOCOB U
3a/a4, BiajeeT HEOOXOIMMBIMM HAaBbIKAMU U IpUEMaMu
UX BBIIIOJIHEHUS.

75-61

«yIOBJIETBOPHU-
TEJILHO»

OneHka «yJOBJIETBOPUTEIBHO» BBICTABISAETCS CTYICHTY,
€CJIM OH MMEET 3HAHMS TOJIBKO OCHOBHOI'O MaTepHaja, HO
HE YCBOMJI €ro JEeTaJel, [JOIyCKaeT HETOYHOCTH,
HEIOCTaTOYHO TPaBUJIbHBIE (POPMYIHUPOBKH, HAPYIICHHS
JIOTUYECKOW  TIOCIENOBATEIIBHOCTM B W3JI0KECHUHU
IIPOrpaMMHOI'0 MaTepuasa, UCIbITHIBACT 3aTPYAHEHUS [IPU
BBITOJIHEHUH MTPAKTHYECKUX PadoOT.

60-0

«HEYIOBJIETBOPH-
TEJILHO»

Oruenka «HEYIOBJIETBOPUTEIBLHO» BBICTABJISICTCS
CTYAEHTY, KOTOpPbId HE 3HAET 3HAYUTEIBHOM YacTH
[IPOrPaMMHOI0 MaTrepuana, JOIYyCKAaeT CYILIECTBEHHbIE
OomMOKH, HEYBEPEHHO, C OOJBIIUMH 3aTPyIHECHUSIMU
BBITIONHSIET TpakTrueckue paboTel. Kak mpaBuiio, oreHka
«HEYAOBJIETBOPUTEIBLHO» CTABUTCS CTYJEHTAM, KOTOpBIE
HE MOTYT MPOJOJDKUTH OO0ydeHue 0e3 JTOMOTHUTEIbHBIX
3aHSATHI IO COOTBETCTBYIONIEN AUCLHUILIMHE.
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