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O6opoTHast cropoHa TUTYyJIbHOTO Jucta PII/]

1. PabGouas mporpamMMa mepecMOTpeHa Ha 3acefanuu JlemaprameHTa/kadenpbl/oTaencHus (peatu3yromero
JUCIUIUIMHY) W YTBEp)KIeHa Ha 3acemanuu Jlemapramenra/kadeapsl/oTaeneHus (BBIMTYCKAOMET0 CTPYKTYPHOTO

TIOPa3ICIICHHSI ), IPOTOKOMT OT « » 202 1. Ne

2.Pabogyas mporpamMma TIepecMOTpeHa Ha 3acemanuu J[lemapramenTta/kadenprl/oTaeneHns (peasn3yIomero
IWMCUMIUIMHY) W yTBep)KAcHa Ha 3acemanum JlemapramenTa/Kadeapbl/oTaAeneHus (BBILYCKAMOETO CTPYKTYPHOTO

MOIpa3/IeNIeHus ), MPOTOKOJ OT « » 202 1. Neo

3.Pabouass mporpamMma mepecMOTpeHa Ha 3acefaHuu JlemaprameHTta/kadenpbl/oTaeneHus  (peaIu3yronero
JVMCIMIUIMHY) W yTBep)KACHa Ha 3aceqanun JlemaprameHTa/KaQeapbl/oTaeeHus (BbIMYCKAMOIIEr0 CTPYKTYPHOTO

MOIpa3/eNIeHus1), MPOTOKOJ OT « » 202 1. Ne

4.Pabouast mporpaMMa mepecMOTpeHa Ha 3acegaHud JlemaprameHTa/Kadenpbl/oTaeNeHns (pealn3yIoIero
IVMCUMIUIMHY) M yTBep)KACHa Ha 3aceqaHuu JlemaprameHTa/Kahenapbl/oTaeneHus (BBITYCKAIOIIEr0 CTPYKTYPHOTO

TIOIPa3ICIICHISI ), IPOTOKOMT OT « » 202 1. Ne

5.Pabovass mporpamma mepecMOTpeHa Ha 3aceiaHuu Jlenapramenra/kadenpsl/oTaeneHus —(peantn3yonero
JUCIUIUIMHY) W yTBEp)KIeHa Ha 3acemanuu Jlemapramenra/kadeapsl/oTaeneHus (BBITYCKAIOMETO CTPYKTYPHOTO

MOIpa3/IeNIeHus1), MPOTOKOJ OT « » 202 1. Ne




AHHOTaNUs AUCHHUIIIINHBI

Jluoepcmeo u ynpaenenue 6 uHOycmpuu cepsuca

OO0mas TpyJ0€MKOCTh JUCIUIIIMHBI COCTaBIIsIeT 3 3a4éTHbIe eauuuiipl / 108
aKaJeMHYECKUX  4acoB. JSBasgeTcs  OUCHMINUIMHOM  YacThbl0  JUCIHAILINH
bopMHUpyEeMBIX Yy4YaCTHUKaMH OOpa30BaTEIbHBIX OTHONICHHM, HW3ydaeTrcs Ha 4
Kypce M 3aBepllaeTcs 3a4eToM. YUEeOHBIM IUIAHOM MPEeayCMOTPEHO IPOBEJCHUE
JICKIIMOHHBIX 3aHATUH 36 YacoB, MPAKTUYECKUX 3aHATHH 36 YacoB, a TaKxKe
BBIJICJICHBI Yachl HA CAMOCTOSTENBHYIO Pa0b0OTy cTyAeHTa - 36 4acoB.

S3bIK peasM3anum: AaHTJIHUCKUN

Ienab: HampapineHa Ha O3HAKOMIIGHHE CTYACHTOB C BOIPOCAMU JIMJIEPCTBA,

MCHCIKMCHTAa 51 KadyCCTBa, CTOAIIINMH Iepea COBpCMCHHOﬁ HH,Z[y€TpPI€ﬁ

TOCTEIPUUMCTRA.
3amaun:
1. AHaIM3UPOBaTh MPOIIECCH CTPATETUUECKOTO YNPaBICHUS U JUAEpPCTBa (M B

WHyCTPUU TOCTEIPUUMCTBA B YACTHOCTH);

2. [Tonumanue mpoOemM B COBPEMEHHOW TOCTUHUYHON UHIYCTPHH,

3. OueHka Ba)XHOCTU Pa3BUTHSI KOMMYHHKATUBHBIX HABBIKOB,;

4, Pa3paboTka KOpIOpaTUBHOMN CTPATETUU U PECTPYKTYpPU3ALUY;

S. IIpuMeHeHne  cTpaTeruu  pealu3aludyd  4Yepe3  OpraHUu3alHOHHOE

MPOEKTUPOBAHUE U KOHTPOJIb.

Jlis ycrenHoro M3y4deHus: AUCHUIUIMHBI Y OOYYaromMXCsl JTOJKHBI OBITH
c(OpMUPOBAHBI CJIEAYIOIINE MTPEIBAPUTEIIbHbIE KOMIIETEHIUU: POPMUPYET LIeb U
3a1a4N JIESITENbHOCTH TMOAPA3ACICHUN CEPBUCHOM IEATEIBHOCTH NPEATPUSITHUSA,
OpraHU30BBIBAET  HUX BBINIOJIHEHHE (IK-2.1), OPOU3BOIUT  BBIOOP
OpraHU3allOHHBIX  pemeHud s (GOPMHUPOBAHMS  CEPBUCHOM  CUCTEMBI
oocyxxuBanus (I1K-2.2), npuHEMaeT OpraHU3alMOHHBIC PEUICHUS 10 PAa3BUTHIO
KIHeHTYpHBIX oTHomreHuil npennpustus ([1K-2.3) monydeHHble B pe3yibTare
W3YUYCHHUS JUCUUILIINH «[ OCTUHUYHBIN MEHEKMEHT), « Y IPaBJIECHUE NMPOJAXKAMU U

JIOXOJaMH Ha TPEINPHUSATUSAX CEPBUCA» OOYYAIOMIMICS JOJKEH OBITh TOTOB K



HN3Y4YCHHUIO TaKMX JUCHHMIIJIMH, KaK ((OpFaHI/I?)aHI/IH IJIAaHUPOBAHUA W PA3BUTHUA

TOCTUHUYHOIO  XO35IMCTBa», «YIPABICHUE KA4eCTBOM CEPBUCHBIX YCIIYI»
bopMHpYIOMUX KOMMIETEHIIMU (OPMHPYET TMelb W 3aJadyd  JACSITEIbHOCTH
MOAPA3JICIICHUNA CEPBUCHOM JEATEIIbHOCTU IPEANPUATHS, OPraHU30BBIBACT HX

BeimostHeHne (I1K-2.1), mpowsBoauT BBHIOOP OPTraHU3AIMOHHBIX PEHICHUN IS

dbopMupoBaHHsS cepBUCHOW cucTteMbl oOcmyxuBanus (I1K-2.2),

OpraHn3alilMOHHBIC

npeanpusitas (I1K-2.3).

PCHICHUA

I10 Pa3BUTHIO

KIIMEHTYPHBIX

IIPUHUMAET

OTHOIICHUH

HJIaHI/IpyeMI)Ie PE3YJIbTaThl o6yquH;1 10 AUCHUIIIIMHC, COOTHCCCHHBLIC C

IUTAHUPYEMBIMU ~ pe3yJibTaTaMUd  OCBOCHHUSI  0Opa30BaTENbHONW  MPOTPaAMMBI,
XapakTepu3yroT (OPMHUPOBAHHE CIEAYIOIIMX KOMIETEHUUH, WHAUKATOPOB
JOCTHUIKCHUA KOMHGTGHHHﬁ:
HanmMeHnoBanue MOoKa3aTesy
Kon u HanM€EHOBaHHE
KOI[ nu HANUMCHOBAHUC I/IH[II/IKaTOpaO]_[CHI/IBaHI/ISI

YHUBEPCATHHON KOMITETEHITHH
pe3yabTaT OCBOCHUS)

JITOCTHKCHUA KOMIICTCHIINH

pe3ynbTaTa 00y4eHus
[0 THCITATIINHE)

[IK-2.1 ®opmupyeT uenp u 3agadu
JIEATEIIbHOCTH HOApa3AeIeHUI
CEpPBUCHOI JIeATEeIIbHOCTU
OPEANpHUITUSl, OPraHU30BBIBAET HX
BBITIOJTHEHNE

3Haem: TPENOCTEPEKEHUS U
COBETHl Ui  OpraHu3aluii,
KOTOpbIE MPUCTYMAIOT K
KpyTHOMACIITaOHBIM
OpraHU3aAIMOHHBIM
W3MEHEHUSIM

ymeem: OOBSICHUTH pPa3IUYHBIC
poiu B MpOLECCE M3MEHEHUH,
KOTOpPBIE UTPAIOT  CIIOHCOPHI
H3MEHEHMH, areHThl U3MEHCHUH
M 1] U3MEHCHUH

TIK-2 2 CrmocobeH opraHu30BaTh
padoty UCIIOJHUTEICH,)
MPUHAMATh perieHus 00
OpraHMU3aIuu CEPBUCHO
JIEATSIIbHOCTH

IK-2.2 IIpousBoaut BBIOOD
OpTaHM3allMOHHBIX  pEIIeHUuN Ay
(opMHUPOBaHHS CEPBUCHON CHUCTEMBI
o0cmyXKUBaHUS

3Haem: B3aUMOCBSI3b
KpPEaTUBHOCTHIO
HW3MEHEHUSIMH,
XapaKTePUCTUKU
Jrozen u
OpraHu3alui, a TaKxe
obOcynute WHHOBAIIUU u
“4eMITMOHOB” C TOYKH 3pPEHUS
KpPEaTUBHOCTH.

MEXAY

u
OIIPEJIEIUTE
TBOPYECKUX
TBOPYECKUX

ymeem: OTIpENETNTD
XapaKTepUCTUKU BHYTPEHHUX H
BHEIIHUX (hakTOopoB
OpTraHU3alMOHHBIX M3MEHEHUH
3Haem:  XapaKTePUCTHKH U
I1K-2.3 [IpuHuMaer | npuMeHeHUE Tpex
OpraHU3allMOHHbIE  PEIIEHUs 10 | TPAAULMOHHBIX cTUiIeH
PasBUTHIO KJIMEHTYPHBIX OTHOLICHUH | ynpaBlieHHsT ¥ OIHMCHIBAIOT
HIPENPUATHS (baxTopsl, KOTOpbIE
OTPaHUINBAIOT THOKOCTh




HWHIUBHU A B MMPUHATHUN

Pas3IMYHbBIX cTUsen
VOpaBICHUST IS Pa3IUYHBIX
CUTYyaLH.

Mmeem: onucaTb
TpaAULIIOHHBIE GyHKIIH

ynpaBiieHust  (IUTaHUPOBAHUE,
OpraHuzanus, KOOpPIMHAIMS,
YKOMIIJICKTOBaHHE
MEPCOHATIOM, PYKOBOJACTBO U
KOHTPOJb) W OOBSCHHTE,
[oYeMy CYIIECTBYET pa3pbIB
MEXKITy HUMH H (hakTHIECKHM
MOBEJICHHEM MEHEKEPOB

Jlis popMUpoBaHUS BbIIIEYKAa3aHHBIX KOMIIETEHIIUI B paMKax JUCHUUILIMHbI
«JInmepcTBO M ympaBieHHE B UHAYCTPUHM CEPBHUCA» HPUMEHSIOTCA CIEAYIOIINE
JUCTAHIIMOHHBIE 00pa30BaTEIbHbIE TEXHOJIOTMH M METOJbl / aKTUBHOIO: JI€JI0Bast

urpa, paboTa B MajbIX rpynmnax.

|. llesn 1 3aaun OCBOEHHUS JUCIIUILIMHBI:

The purpose of the discipline: is to familiarize students with the issues of

leadership, management and quality facing the modern hospitality industry.

Tasks:

* Analyze strategic management and leadership processes (and in the
hospitality industry in particular);

* Understanding problems in the modern hotel industry;

* Assess the importance of developing communication skills;

* Development of corporate strategy and restructuring;

* Application of implementation strategy through organizational design and

control.

The place of discipline in the structure is a discipline part of the disciplines

formed by the participants of educational relations.




Professional competencies of students, indicators of their achievements and

learning outcomes in the discipline "Leadership and management in the service

industry"

Type of tasks Code and name of Code and name of the The name of_the evaluation
professional competence achievement indicator
competence petence (the result of training in the

. indicator L
(result of mastering) discipline)

PC- Able to organize
the work of
performers, make
decisions about the
organization of
service activities

PC-2.1 Forms the purpose and
objectives of the activities of
the service departments of the
enterprise, organizes their
implementation

knows: warnings and tips for
organizations that are
embarking on large-scale
organizational changes

can: explain the various roles
in the process of change
played by change sponsors,
change agents and change
goals

PC-2.2 Selects organizational
solutions for the formation of
a service maintenance system.

knows: the relationship
between creativity and change,
identify the characteristics of
creative people and creative
organizations, and discuss
innovations and “champions"
in terms of creativity.

can: determine the
characteristics of internal and
external factors of
organizational changes

PC-2.3 Makes organizational
decisions on the development
of client relations of the
enterprise

knows: the characteristics and
application of the three
traditional management styles
and describe the factors that
limit an individual's flexibility
in adopting different
management styles for
different situations.

can: describe traditional
management functions
(planning, organization,
coordination, staffing,
management and control) and
explain why there is a gap
between them and the actual
behavior of managers

1. TpynoémkocTs IMCHUNIMHBI M BU/IbI Y4eOHbIX 3aHATHH 110

AUCIHHUIIJINHE

The total labor intensity of the discipline is 3 credits (108 academic hours)

Discipline structure:




Form of study — full-time

S Number of hours by type of training
e sessions and student's work
N m Forms of
No Name o;et(i:tei(;jnlsupllne i Self- Contr intermediate
t | Lec | Lab |Prac|OK* stud ol** | certification ***
y
e
r
Topic_l The origin of 7 2 35
strategic management
1 | Topic 2 From Traditional to 36 test
Contemporary Principles of 4 3,5
Management
Topic 3 Strategic 35 35
2 management processes ' '
Topic 4 The Emergence of 35 35
International Hotels ' '
Topic 5 The quality
movement in the hospitality 3,5 3,5
industry
3 Topic 6 Tools Commonly
Used in Continuous- 3,5 3,5
improvement Processes
Topic 7-My-ths about 35 35
4 communication ’ '
Topic 8 Speaking and 35 35
presenting skills ' '
Topic 9 Organization Support 35 35
5 for successful team ' '
Topic 10 Roles individuals 35 45
play in group ' '
Total 36 36 36

1. CTPYKTYPA Y COAJEP)KAHUE TEOPETUUYECKOMN YACTHU KYPCA

Part I. Introduction to the course

Topic 1. The origin of strategic management

The increasing importance of strategic management may be a result of several
trends. Increasing competition in most industries has made it difficult for some
companies to compete. Modern and cheaper transportation and communication
have led to increasing global trade and awareness. Technological development has
led to accelerated changes in the global economy. Regardless of the reasons, the
past two decades have seen a surge in interest in strategic management. Many
perspectives on strategic management and the strategic management process have

emerged. This book’s approach is based predominantly on three of these



perspectives: (1) the traditional perspective, (2) the resource - based view of the
firm, and (3) the stakeholder approach

Topic 2. From Traditional to Contemporary Principles of Management

Traditional management principles date back to the work of Henri Fayol
(1841- 1925), a French mining engineer who became the head of a major mining
group.Writing about his own successful practices, Fayol suggested broad, general
guidelines for the effective management of any kind of business. His ideas had
their greatest impact 25 years after his death. This is partly explained by the fact
that his work was not generally available until its second translation into English in
1949. His work in identifying basic management principles provided the
foundation for many approaches to management since the 1950s. Fayol's
management principles have been interpreted, rephrased, and added to over time.
Some principles that reflect Fayol's early work are described in Fayol often
stressed that managers should be flexible when applying management principles.
Principles are general guidelines, not rigid blueprints, for success. Knowing when
not to apply a principle, or how to adjust its application to fit specific
circumstances, is just as important as understanding the principle itself. Many of
Fayol's management principles make the most sense in companies with tall
organizational structures where power and decision-making authority is centralized
at top management levels. Many of today's hospitality companies are
decentralizing- releasing power and decision-making authority to the lowest
possible level within their organizations. Lines of authority and communication are
changing from a top-6 down direction to bottom-up and lateral directions. The
impact of computerized information management systems has dramatically
increased the span of control exercised by top managers. Many companies are
redefining the division of labor by cross-training employees and developing cross-

functional managers

Part Il. Globalization, Tourism, and the Lodging Sector

Topic 3. Strategic management processes.



In this topic, we have looked at a number of changing environmental forces
shaping the rise of transnational hotel companies in an increasingly globalized
economy. Among the more significant changes affecting the worldwide lodging
industry are such factors as the extraordinary political shifts of the latter twentieth
and early twenty-first centuries; the dismantling of trade barriers by numerous
governments to encourage foreign investments and to facilitate international
business; the continuous growth of world travel and tourism over the past four
decades; increased visitor flows within and beyond national borders; and the
restructuring of the lodging industry with respect to scope, ownership,

management, affiliation, and consumption behavior.

Topic 4. The Emergence of International Hotels.

In this topic, we have examined international lodging from a historical as
well as a developmental context. We have seen how the lodging industry has
successfully adapted itself to suit the times—from the Roman Empire's roadside
inns to today's international hotel chains located in virtually every country. Most of
the lodging industry's changes were necessitated by changes in transportation
systems, which facilitated mass travel and hence the demand for different forms of
lodging. The lodging climate after World War Il was marked by the foreign
expansion of American hotels such as Hilton International and Pan Am's
InterContinental. With the advent of the jet plane in the late 1950s, rapid
development of American chains in Europe and Latin America paralleled the
growing demands of mass travel, often in partnership with or as subsidiaries of air
carriers. Today, hotels continue their ties with all sectors of the transportation and
travel network—especially with the airline industry, providing rooms for affiliated
carriers' passengers and flight crews while gaining access to the airlines' computer

reservations systems.

Part 111. Continuous Improvement — Process and Tools

Topic 5. The quality movement in the hospitality industry



From the beginning of the quality movement, hoteliers and restaurateurs have
experimented with a variety of tools and techniques to improve the guest
experience and increase profitability. Many of the tools were developed in the
manufacturing sector and subsequently adapted to the hospitality industry. Karou
Ishikawa and Genichi Taguchi are two of the fathers of the quality movement.
Their early work included identifying defects in the production process and
implementing a quality control phase with the goal of preventing defects by
applying problem-solving and process-assessment techniques. Ishikawa promoted
the idea that quality control groups should be empowered to work independently
on solving job-related problems and to recommend to management solutions that
relate to root causes of problems. In turn, Taguchi developed a formula to calculate
the costs associated with poor quality. Taguchi's intent was to demonstrate that
poor quality had a cost associated with it that, when factored into the costs of
production, could actually result in cost overruns. Examples of these "hidden"
costs include, for example, lost productivity, lost time, customer dissatisfaction,

employee discontent, unnecessary use of resources, and reduced employee morale.

Topic 6. Tools Commonly Used in Continuous-improvement Processes

There are many tools individuals or teams can use to help them improve a
company's products, services, or work processes. Some tools can help you generate
ideas; some can help you make a selection from amount a number of items; some
can help you gather data; and some can help data. Among the most commonly used
tools are the following: ¢ Brainstorming ¢ Priority determination charts ¢ Selection
matrixes * Weighted selection matrixes ¢ Flow charts « Cause-and-effect diagrams
* Fact-finding planning sheets ¢ Bar charts, pie charts, and line graphs Although
most of these tools can be used by individuals as well, in the following sections,

we will discuss them as they are used in team settings.

Part IV Communication skills

Topic 7. Myths about communication



We communicate only when we want to communicate. This is not true. We
communicate all day, every day, often without realizing it. For example, suppose
you are listening to a report in a staff meeting. You, are tired because you were up
late last night. Without realizing it, y o u awn several times, even though you are
interested in the report. The other people in the meeting do not know you are tired,
so they conclude that your yawning is a signal that you are bored. Inadvertently,
you sent an incorrect message to the others in the meeting. 2. Words mean the
same to both the speaker and the listener. Words hold different meanings for
different people, based on their various experiences, perceptions, and biases. For
example, when you tell an employee that her work is above average, you may
mean that she is doing extremely well and you believe that she has great potential.
However, your employee may have always perceived herself as a hard worker and
a high achiever, and to her "average" means "merely acceptable,” so your "above
average" 3. We communicate chiefly words. In reality, most communication is
non- verbal. We may say one thing but reveal another through our facial
expressions, tone of voice, gestures, eye contact, or how we sit or walk. For
example, another manager may tell you that her new assignment is going well, but
as she does so she looks tired and worried, nervously. As you observe her, you
believe what her facial expression and mannerisms are telling you more than her
words. This is because it is harder to lie with our faces and bodies than with our

words.

Topic 8. Speaking and presenting skills

Most of the communicating managers do is face to face. Whether you are
having a conversation or making a presentation to a group, much of the oral
communication you engage in consists of three parts (formally, in the case of
presentations; informally, in the case of conversations) some sort of introduction,
the main body of your message, and a conclusion regard to presentations, some
presentation experts put it this way: tell them what you are going to tell them, tell

them, then tell them what you told them. In this section, we will review tools and



techniques that can help you become a better communicator when speaking to

individuals, small groups, or large audiences.

Part V High performance team

Topic 9. Organization Support for successful team

The fundamental premise of team-oriented organizations is that the
performance level of teams exceeds that of individuals.3 High-performance teams
are examples of the workplace: the productivity of a team can be greater than the
sum of the productivity of its members working alone. Especially in decision
making situations, teams consistently the average individual.

However, successful teams do not develop in a vacuum. High-performance
teams only in organizations that are willing to provide the resources teams need to
achieve their goals. Exhibit 1 is an example of a survey managers can fill out to

help them determine whether organizational conditions are right for forming’s.

Topic 10. Roles individuals play in group

Training programs within team-oriented organizations often address the
roles that individuals play in groups. Team leaders and members are trained to
recognize behaviors associated with both positive and negative roles. This training
enables a team to advance its development as a group, have better discussions at
meetings, and resolve conflicts.

Also identified are three dominant characteristics and some typical
comments of individuals in each of these roles. As team members become aware of
these roles, they can more easily recognize, appreciate, and encourage the positive
roles played by other members on the team.8

An awareness of positive roles helps a team to assess the talents of its
individual members. It also alerts individuals to specific roles that they can
comfortably adopt within the team.

Just as individuals play positive roles, they also play negative ones. When

individuals play negative roles, their behavior decreases the team's productivity



and may even prevent the team from reaching its goals. As team members become
aware of negative roles, they are better able to recognize and discourage these

behaviors.

IV. CTPYKTYPA U COIEP KAHUE MIPAKTUYECKOMN YACTU KYPCA

IMNPAKTUYECKHUE 3AHSTUSA
IMPAKTUYECKOE 3AHSTHE 1. The origin of strategic management

Class Activities

Consider inviting a guest speaker to this class session. An appropriate speaker
might be the general manager of a local hotel or restaurant to discuss:

* How his or her organization copes with the rapid pace of change

» Internal and external forces of change affecting the organization

» How the organization fosters creativity

» What the organization does to foster continuous improvement

« How the organization handles ideas for improvements coming from

managers and employees

IMPAKTUHYECKOE 3AHSTHE 2. From Traditional to Contemporary
Principles of Management

Class Activities

Consider inviting a guest speaker to this class session. An appropriate speaker
would be a manager from a hotel or restaurant to discuss:

* A typical day at work

» How he or she fulfills interpersonal, informational, and decisional roles

* The conceptual, human relations, and technical skills he or she needs to
perform as a manager

* His or her management style

* How he or she puts the customer/guest first



NMPAKTHYECKOE 3AHSITHE 3. Globalization, Tourism, and the
Lodging Sector

Class Activities

A travel agent who handles international travel arrangements to discuss:

eRecent trends

e Differences between business and pleasure travel arrangements

eProblems caused by international differences—time, language, customs, etc.

Or a representative of an international hotel chain to discuss:

e Countries in which the chain is present

e\What types of operations and procedures work well in which countries

e\\hat types of operations and procedures cause problems

e Occupancy levels

Individual/Group Activities

Distribute Handout 1 to Group 1. Instruct the group to research domestic and
world events that have significantly affected the travel and tourism industry over
the past three years (Part 1). Have the group research contemporary issues
affecting travel and add them to Part 2 of the handout.

Distribute Handout 2 to Group 2. Instruct the group to research current travel
issues affecting the lodging industry (Part 1). Have the group choose one issue to
describe in terms of its short- and long-term impacts on the industry (Part 2). Have

the groups report their results at the next session.

NMPAKTUYECKOE 3AHSITUE 4. The Emergence of International
Hotels.

Class Activities

A representative of a hotel-affiliated international airline to discuss:

¢ Advantages and disadvantages of hotel-airline alliances

eBoom and bust patterns of airlines and hotels

e The importance of having professional hotel managers to run hotels and

professional airline executives to run airlines A representative of an



international hotel chain to discuss:

e Hotel mergers and acquisitions
e The effects on the hospitality industry of Asian predominance in world
economic power

e Partnerships versus purchase

IMPAKTUYECKOE 3AHSATHE The quality movement in the hospitality
industry

Class Activities

Consider inviting a guest speaker to this class session. An appropriate speaker
would be a manager from a hotel or restaurant that has implemented a quality-

improvement program to discuss:

* The company’s core set of values

« Staff training programs

 The company’s mechanisms for encouraging and processing employee
suggestions for improving quality

* How management helps employees give their best and produce work they
can be proud of

* How employees deal with internal customers

» How the company determines which product or service features it customers
value

* The company’s service recovery system

* The company’s methods for improving product/service processes and

systems.

IMPAKTUYECKOE 3AHSITHE 6. Tools Commonly Used in Continuous-
improvement Processes
Class Activities

Consider inviting a guest speaker to this class session. An appropriate speaker



might be the general manager, revenue manager, director of sales, or the front
office manager from a local hotel to discuss:

» How the property strives to meet or exceed guest expectations

* How guest satisfaction is measured and monitored

* The continuous-improvement processes used at the property

« Significant service problems that have been overcome by continuous-
improvement methods

» How the property uses brainstorming, flow charts, line graphs, pie charts,

and other tools to improve its product and service offerings

IMPAKTUYECKOE 3AHSATHE 7. Myths about communication

Class Activities

Consider inviting a guest speaker to this class session. An appropriate speaker
would be a restaurant manager or hotel general manager to discuss:

* How good communication is fostered in his or her organization

* How he or she handles upward, downward, and lateral communication

» How he or she gives positive and negative feedback to employees

* The biggest barriers to communication in his or her organization

» His or her strategies for handling counseling or coaching sessions with
employees

* How he or she plans and makes formal presentations

IMPAKTUYECKOE 3AHSITHUE 8. Speaking and presenting skills

Class Activities

Consider inviting a guest speaker to this class session. An appropriate speaker
would be a general manager from a hotel or restaurant to discuss:

* How he or she forms strategic alliances within the hotel or restaurant

« How he or she uses the power tactics of consultation, reasoning,
inspirational appeal, ingratiating appeal, peer pressure, bargaining, pulling rank,

upward appeal



 His or her dominant communication style: emotive, directive, reflective, or
supportive

» How he or she delegates

IMPAKTUHYECKOE 3AHSTHE 9. Organization Support for successful
team

Class Activities

Consider inviting a guest speaker to this class session. An appropriate speaker
might be the general manager of a team-oriented hotel to discuss:

* The types of teams that can be found at the hotel

* How hotel managers support the team concept

* How employees embrace the team concept

* Training provided to the hotel’s teams and team leaders

« Award and recognition systems for hotel teams

* How teams are formed at the hotel

* Types of work and responsibilities performed by the hotel’s teams

* The future of the team concept at the hotel

MNPAKTUYECKOE 3AHSATHE 10. Roles individuals play in group

Class Activities

Consider inviting a guest speaker to this class session. An appropriate speaker
would be a female hospitality manager to discuss:

» How diversity issues have challenged/changed her organization

» How she has coped with managing a diverse work force

 Experiences with diversity training programs

* Her experiences with sexual harassment in the workplace (if any)

* Her experiences with sexual discrimination in the workplace (if any)

« Her perceptions about whether women in the hospitality industry are
achieving equity in pay and promotions with their male counterparts

» Strategies for handling conflicts between work and family responsibilities



» Benefit packages businesses could provide to make meeting family
obligations easier
* Women mentors and role models who have helped her with her career
A hospitality manager who is a member of a minority group to discuss:
» How diversity issues have challenged/changed his or her organization
» Strategies for managing a diverse work force
» Experiences with diversity training programs
 Experiences with discrimination in the workplace (if any)
* Whether minorities in the hospitality industry are achieving equity in pay
and promotions
* Mentors and role models that have helped his or her career
* Challenges in communicating with workers from different backgrounds
An older worker who has reached retirement age but who continues to work
to discuss:
* His or her reasons for continuing to work
» How diversity issues have challenged/changed his or her organization
 Experiences with diversity training programs
* Experiences with age discrimination (if any)
* Policies his or her organization has enacted to accommodate the special
needs of older workers
» Working with younger workers and/or being managed by a younger
manager
* Other challenges unique to older workers
A hospitality worker with a disability to discuss:
* How diversity issues have challenged/changed his or her organization
* Experiences with diversity training programs
» Experiences with discrimination (if any)
* The “reasonable accommodations” (if any) his or her organization has made
to accommodate workers with disabilities—not only including any remodeling

changes that were necessary, but also including job restructuring, the modification



of work schedules and equipment, the modification of training materials, and so on
» How his or her disability has affected his or her interactions with others
» How nondisabled co-workers can best interact with workers with disabilities

* Other challenges unique to workers with disabilities

V.KOHTPOJIb JOCTUXEHUSA IEJIEH KYPCA

Ne Kourpoaupyembie Koa n Pe3yabTarbl OueHouyHble cpeacTa *
n/n pa3aennbl / TeMbl HaHMEeHOBaHHe o0y4JeHUs1 TeKymii Tpomesxy-
AU CHUIIHHBI HHIUKATOpA KOHTPOJIb TOUHAR
JAOCTHKEHHUS aTTecTamms
1 Part I. Introduction to MK-4.1 3HaeT T1P-1 T1P-2
the course yMeeT
K-4.2 3HAeT I1P-1 I1P-2
Part I1. Globalization, yMeceT
Tourism, and the 3HAeT I1P-1 I1P-2
: TIK-4.3
Lodging Sector yMeeT
IK-4.4 3HAeT I1P-1 I1P-2
YMEET
2 Part I11. Continuous IK-5.1
TIK-5.1
Improvement — Process
and Tools [K-5.1 I1P-1
Part IV TK-5.2
Communication skills IK-5.1 -
I1K-5.3 I1P-1
3auer - I1P-2

VI. YYEBHO-METOIUWYECKOE OBECIIEYHEHUE
CAMOCTOSTEJBHON PABOTHI OBYYAIOIIUXCSI
CamocTosTenbHass paboTa ompeneisercs Kak HHIWBUAyalbHAs —WJIH

KOJUIEKTUBHAs yueOHasi JesTeNbHOCTh, OCYIIECTBIsIEMas 0€3 HEeMOCPEACTBEHHOTO
PYKOBOJACTBA Il€arora, HO IO €ro 3aJaHusiM MW II0J €ro KOHTPOJIEM.
CamocrosiTenbHas paboTa — 3TO MO3HABaTelIbHAsI yueOHas JesTeNbHOCTb, KOTJa
MOCJICIOBATEILHOCTh MBIIUICHUS CTYJAEHTA, €r0 YMCTBEHHBIX M IMPAKTHYECKHUX
onepauni U AEUCTBUNA 3aBUCUT U ONIPENEISIETCS CAMUM CTYIAECHTOM.
CamocrosiTennbHasi ~ paboTa  CTYJEHTOB  CIHOCOOCTBYET  pa3BUTHIO

CaMOCTOATCIIbBHOCTHU, OTBCTCTBCHHOCTH W  OPraHM30BaAHHOCTH, TBOPYCCKOI'O



HOJIX0Ja K peuIeHHI0 MpoljeM y4eOHOro M Nnpo(ecCHOHAIbHOTO YPOBHS, YTO B
UTOTE MPHUBOJUT K PA3BUTUIO HABBIKA CAMOCTOSITEILHOTO IUIAHUPOBAHUS U
peanu3anuu AesITENbHOCTH.

[lenpto camMOCTOSITENBHOM pabOTBl  CTYJIEHTOB SIBJISIETCS  OBJAJICHUE
HEOOXOUMBIMUA KOMIETEHIIMSIMH 110 CBOEMY HANpPaBJIEHUIO MOJITOTOBKHU, OMBITOM
TBOPYECKOU M MCCIIENOBATENBCKON AEATEIBHOCTH.

@DopMBbI CAMOCTOSTENIBHON paObOThI CTYIEHTOB:

- paboTa ¢ OCHOBHOW M JOMOJHUTEIBHOW suTeparypoi, WHTepHeT
pecypcamu;

- CAMOCTOSITEJIBHOE  O3HAKOMJICHME C  JICKIMOHHBIM  MaTepualoM,
IIPEICTABICHHBIM HA 3JIEKTPOHHBIX HOCUTENSIX, B OMOIMOTEKE 00pa30BaTEIBLHOTO
YUPEKACHUS;

- IOJIrOTOBKA peepaTuBHBIX 0030pOB UCTOYHUKOB MEPUOIUYECKON M1€YaTH,
OMOPHBIX KOHCIIEKTOB, 3apaHee ONpPEIeICHHBIX TPENO1aBATEIEM;

- MOMCK MH(OpPMaLMM MO TEME, C MOCICAYIOIIUM €€ MpPeICTaBICHHEM B
ayIuTOpuu B popMe JOoKIana, Mpe3eHTalui;

- IOITOTOBKA K BBIMIOJHEHUIO ayIMTOPHBIX KOHTPOJBHBIX padoT;

- BBITIOJIHEHHE JIOMAIIHUX KOHTPOJIbHBIX PadoT;

- BBIIIOJIHEHHUE TECTOBBIX 3aJaHUil, pelIeHue 3a/1a4;

- COCTaBJIEHUE KPOCCBOPOB, CXEM;

- IOATOTOBKA COOOIIEHUH K BHICTYIUICHHIO HA CEMUHApE, KOH(PEpEeHIINH;

- 3aMoJHeHrue padouel TeTpaau;

- HamMcaHue 3cce, KypcoBor padoThI;

- IOATOTOBKA K JIEJIOBBIM U POJIEBBIM UTPAM;

- COCTaBJIEHUE PE3IOME;

- IOATOTOBKA K 3a4eTaM M 3K3aMEHaM;

- JIpyru€ BHUJIbl JI€ITEIIbHOCTH, OpPraHU3yeMble U OCYILIECTBIIIEMbIC

06paBOBaTeHBHBIM YUPCIKIACHUCM U OpraHaMu CTYACHYCCKOTO CaMOYIIPABJICHUA.



VII. CIMCOK JIUTEPATYPBI U
WH®OPMAIIMOHHO-METOINYECKOE OBECIIEYEHUE
JUCHUATIIMHBI

OcHoBHas JuTEpaTypa

1. UBanosa C.B., bonmoroes /l., bopuannHoBa 3. Pa3BuTue mnoTeHIMaIa
coTpyaHukoB: IIpodeccroHanbHble KOMIIETEHIUMHU, JIUIEPCTBO, KOMMYHHKAIINU:
[DnexTponnsiii pecypc] / C.B. UBanosa, /I. bommoroes, D.bopuannHoBa - M.:
AJlbIiiHA [Ta6m., 2016. Pexum JIOCTyTa:
http://znanium.com/catalog/product/917619

2. KoBu C., JIugepcTBO, OCHOBAHHOE Ha MPHHITUIIAX [DJIEKTPOHHBINA pecypc] /
C. Kosu - M.: AnpniHa [Ta6m., 2016. Pexum JIOCTYyTIA:
http://znanium.com/catalog/product/914153

3. KoBu C.Cemb HaBbIKOB 3((EeKTUBHBIX MeHemKkepoB: Camoopranuzalius,
JUAEPCTBO, pacKpeITUe mnoTeHuuana [JnexktponHsld pecypc] / C. Kou -
M.:AnpniuHa I1a6m., 2016. - 88 c.: ISBN 978-5-9614-4773-6 - Pexxum nmocrymna:
http://znanium.com/catalog/product/923774

4. Jlaiikep J.K. JIugepcTBO Ha BCeX YPOBHSIX OEpEkKIMBOIO MPOU3BOJICTBA!
[IpakTrueckoe pykoBoicTBO [DnekTpoHHbIid pecype] / .K. Jlaiikep - M.:Anbnnna

[Ma6numep, 2018 Pexxum mocrtyma: http://znanium.com/catalog/product/1002577

5. Jlaneirun FO.H. Crparernyeckuii MeHEIKMEHT: [DJIEKTPOHHBIA pecypc]/
IO.H. Jlampirun. - M.: HHUII HWH®PA-M, 2014. Pexum pocrymna:
http://znanium.com/catalog/product/398643

6. lllamynosa M. JlugepctBo [DnekTponnslii pecypc| / M. IllamynoBa - M.:
AJbiHa [Ta6m., 2016. Pexxum JOCTymna:

http://znanium.com/catalog/product/610310

JlonoIHUTEIbHASL JIUTEpaTypa


http://znanium.com/catalog/product/914153
http://znanium.com/catalog/product/923774
http://znanium.com/catalog/product/1002577
http://znanium.com/catalog/product/398643

1. Cathy A. Enz Hospitality Strategic Management CONCEPTS and
CASES [Published by John Wiley & Sons, Inc., Hoboken, New Jersey.,2014]

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

2. Charles W. L. Hill Essentials of Strategic Management [Cengage
Learning products are represented in Canada by Nelson Education, Ltd., 2014]
Pexxum noctyna: https://www.ahlei.org/resources/instructor-resources/

3. Chuck Kim Gee. International Hotels Development and Management
[American Hotel & Lodging Educational Institute, 2012] Pexwum nocrtymna:
https://www.ahlei.org/resources/instructor-resources/

4, David K. Hayes, Jack D. Ninemeier, Allisha A. Miller. Hotel
Operations Management [Pearson Higher Ed USA, 2016] Pexum noctyma:
https://www.ahlei.org/resources/instructor-resources/

5. Debra F. Cannon. Training and Development for the Hospitality
Industry [American Hotel & Lodging Educational Institute, 2003] Pexxum goctyma:
https://www.ahlei.org/resources/instructor-resources/

6. Gareth R. Jones and Charles W. L. Hill Strategic Management:
Strategic Management Theory : An Integrated Approach by Gareth R. Jones and
Charles W. L. Hill [Cengage Learning products are represented in Canada by
Nelson Education, Ltd., 2012] Pesxxum JOCTyTIA!
https://www.ahlei.org/resources/instructor-resources/

7. James R. Abbey, Ph.D. Convention Sales and Services, Ninth Edition
[American Hotel & Lodging Educational Institute, 2016] Pexum poctyna:
https://www.ahlei.org/resources/instructor-resources/

8. James R. Abbey, Ph.D. Hospitality Sales and Marketing, Sixth
Edition [American Hotel & Lodging Educational Institute, 2016] Pexxum goctyma:
https://www.ahlei.org/resources/instructor-resources/

Q. Kevin L. Keller Strategic Brand Management. [Library of Congress
Cataloging-in-Publication Data., 2013] https://tranbaothanh.files.

wordpress.com/2016/09/strategic-brand-management-4th-edition.pdf


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

10. Michael N. Chibili. Modern Hotel Operation Management
[Noordhoff Uitgevers bv Groningen/Houten, The Netherlands, 2016] Pexwum

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

11. Michael L. Kasavana, Ph.D. Managing Front Office Operations,
Tenth Edition [American Hotel & Lodging Educational Institute, 2017] Pexum
nocryma: https://www.ahlei.org/resources/instructor-resources/

12. Karen Lieberman, Bruce Nissen. Ethics in the Hospitality and
Tourism Industry [American Hotel & Lodging Educational Institute, 2005] Pexxum
noctyna: https://www.ahlei.org/resources/instructor-resources/

13. Philip Kotler. Marketing for Hospitality and Tourism, Global Edition
[Pearson Higher Ed USA, 2016] Pexum J0CTyTa:
https://www.ahlei.org/resources/instructor-resources/

14, Robert H.Woods Leadership and management in the hospitality
industry [American Hotel & Lodging Educational Institute, 2016] Pexxum nocrymna:
https://www.ahlei.org/resources/instructor-resources/

15. Robert H. Woods, Misty M. Johanson, Mochael P. Sciarini.
Managing hospitality human resources [American Hotel & Lodging Educational
Institute, 2012] Pexum poctyma: https://www.ahlei.org/resources/instructor-
resources/

16. Rocco M. Angelo, Andrew Vladimir. Hospitality Today: An
Introduction [American Hotel & Lodging Educational Institute, 2011] Pexum
noctyna: https://www.ahlei.org/resources/instructor-resources/

17. Ronald A. Nykiel. Marketing in the hospitality industry. [American
Hotel & Lodging Educational Institute, 2015] Pexum  gocryma:

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

VII. METOAUYECKUE YKA3AHUSA 11O OCBOEHUIO IMCHUIIJIMHBI

YcnemHoe 0OCBOCHHE AUCHUIUIMHBI  IIPCAIOoJIaracT aKTUBHYIO pa60Ty

CTYJCHTOB Ha BCEX 3aHATHIX ayJAUTOPHOM (QOPMBIL: JEKUUAX M MPAKTUKAX,


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

BBITIOJTHEHNE aTTECTAMOHHBIX MEPONPUATUI. B mpouecce n3ydeHus: JUCUUTLIAHBI
CTYJIGHTy HEOOXOJMMO OpPUEHTHUPOBATHCS Ha MPOpadOTKYy  JIEKIIMOHHOTO
MaTepuaa, MOArOTOBKY K MPAKTUYECKUM 3aHATHAM, BBITOTHEHUE KOHTPOJIBHBIX U
TBOpUYECKUX padoT.

OcBoenne muctuiuiaabl « Leadership and management in the service
industry» mpenmnonaraer pEeHTHHTOBYIO CHUCTEMY OIICHKH 3HAHUHA CTYACHTOB U
MpeAyCMaTPUBAeT CO CTOPOHBI IMpEnoAaBaresii TEKyLIUMA KOHTPOJb 34
IIOCEUIEHNEM CTyJEHTaMU JIEKI[MM, IOATOTOBKOM W  BBIIIOJHEHHEM BCEX
NPAKTUYECKUX 3aJaHH, BHIIOJTHEHUEM BCEX BUAOB CAMOCTOSITEIIbHON paOOTHI.

[TpomexxyTouHoii arrecranmmeid mo aucuuiuimae «  Leadership and
management in the service industry» siBisieTcs 3a4er.

CryaeHT cyuTaeTcss arTeCTOBAaHHBIM II0 JUCHUILIMHE MPU YCIOBUH
BBINIOJIHEHHUST BCEX BHJIOB TEKYLIErO0 KOHTPOJS W CaMOCTOSATEIbHON paboTHhl,
PELYCMOTPEHHBIX YUEOHOU MPOrpaMMOii.

[kana oneHuBaHus cHOPMUPOBAHHOCTH 00pa30BaTENbHBIX PE3YJIbTATOB IO

JTUCHUIUIMHE TpeacTaBieHa B ponmae oneHouHbix cpencts (GOC).

IX. MATEPUAJILHO-TEXHUYECKOE OBECITEYEHUE
TUCTUTILIAHBI

YueOHble 3aHATHUSA 110 JUCHUIUIMHE TMPOBOIATCS B  IOMENISHUSX,
OCHAII[EHHBIX COOTBETCTBYIOIIAM o0opyIoBaHUEM 51 POTPaMMHBIM
oOecIieueHHEM.

[TepeyeHr MaTepUATBHO-TEXHUYCCKOTO M IIPOTPAMMHOTO 00ECIICUCHHUS
JTVCIUTUIMHBI IPUBEACH B TaOIHIE.

MarepuajJibHO-TeXHHMYECKOE U MPOrpaMMHOe o0ecriedeHue U CIUTIIUHbI

HanmenoBanne cnenpaabHBIX OCHAaILEHHOCTh Ilepeuennb JIMIIEH3MOHHOTO
MMOMEIEHUH 1 TOMEIEHUI crenraabHBIX TTOMEIICHUN MIPOTPAMMHOTO OOECIICUCHUS.
JUTSL CAMOCTOSITEITLHOU PaOOTHI M IOMEILCHUH PexBU3UTHI MOATBEPKAAIOIIETO
JUTSL CAMOCTOSITENTbHOM PadOThI JIOKYMEHTA
JlekimoHHast ay JUTOPUS C : - R
! YAITOP Microsoft office 365, Microsoft teams,
Aymuropus G434 MyJIbTUMEIUHHBIM
google chrome
000pyI0BaHHEM




X. ®OHAbI OHEHOYHBIX CPEACTB
@OoH/IBI OLIEHOYHBIX CPEACTB MPEICTABIECHBI B IPUIOKEHHH.



