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OO6opoTHast cropoHa TUTYJIbHOTO Jucta PTI/]

1. Pabowas mnporpamMMa mepecMOTpeHa Ha 3acefaHuu JlemaprameHTta/Kadenpsl/oTaeneHus (peaau3yIomero
JTUCHWIUIMHY) W YTBepKIeHa Ha 3acemaHwm JlemaprameHTa/kadenpbl/oTAencHus (BBITYCKAIOMIETO CTPYKTYPHOTO

TTOJTPa3ICIICHU ), IPOTOKOI OT « » 202 r. Ne

2.Paboyas mporpaMMa TepecMOTpeHa Ha 3acemaHuu JlemaprameHTa/kadenpbl/oTaeneHus —(pealu3yromero
JUCIUIUIMHY) U YTBEp)KJeHa Ha 3acemanun JlemapramenTta/kadeapsl/OTaAeIeHuUs (BbITYCKAIOIIET0 CTPYKTYPHOTO

TTOJIPa3ICIICHU ), IPOTOKOI OT « » 202 r. Ne

3.Pabouass mporpamMma mepecMOTpeHa Ha 3acemanun JlemaprameHTta/kadenpbl/OTACICHUS (peaau3yoIIero
JUCIUIUIMHY) U YTBEp)KJeHa Ha 3acenanun Jlemapramenrta/kadeapsl/OTae eHus (BbITYCKAIOIIEr0 CTPYKTYPHOTO

TTOJIPa3ICIICHU ), IPOTOKOI OT « » 202 r. Ne

4.Pabouasi mporpaMMa TIepecMOTpeHa Ha 3acemaHuu JlemaprameHTa/kadenpbl/oTaeneHus —(pearu3yromero
JUCIUIUIMHY) U YTBEp)KJeHa Ha 3acenanun Jlemapramenrta/kadeapsl/OTae eHus (BBITYCKAIOIIEr0 CTPYKTYPHOTO

TTOJIPa3ICIICHU ), IPOTOKOI OT « » 202 r. Ne

5.Paboyas mporpamMma TepecMOTpeHa Ha 3acegaHuM JlemapramenTa/kadeapsl/oTneneHus (peayu3yIoIIero
JTUCHIWIUIMHY) W YTBepKIeHa Ha 3acemaHwm JlemaprameHTa/kadenpbl/oTaencHus (BBITYCKAIOMIETO CTPYKTYPHOTO

TTOJIPa3ICIICHU ), IPOTOKOI OT « » 202 r. Ne




AHHOTAIUSA JUCIHIIJIHHBI
busHec — kOMMyHHKAUSA

(Business Communication)

OO6mast TpyA0€MKOCTh TUCIUIUIMHBI COCTaBisieT 4 3a4€THRIX eauHUILl 144
aKaJEeMHYCCKUX Yaca. SIBageTcs IUCIUIUIMHON oO0sa3ateabHor yacth MOII,
m3yuaercss Ha | Kypce U 3aBepilaercs JK3aMEHOM. YUeOHbIM IUIaHOM
MPEAYCMOTPEHO MPOBEAECHUE KOHTAKTHBIX NMPAKTHUYECKUX 3aHATUA B 00beme 72
yaca, a TakKe BbIJEIEHO 36 4acoB Ha CaMOCTOSTEIbHYIO pabOTy  CTyJEHTA.
KoHTpoJb 110 MNOATOTOBKE K IK3aMEHY 3aHUMaeT 36 akaleMHUYeCKUX YacoB.

SI3BIK peanu3anuu: aHTITUUCKUI

Heasn:

O3HAaKOMHUTH OOYYaIOIIUXCS C OCOOEHHOCTSIMU OHM3HEC-KOMMYHUKALIMM B
chepe Typu3Ma U TOCTENPUUMCTBA, a TAK)XKE Pa3BUTh U 3aKPENUThH aHTJIOS3bIYHbIC
peueBble HaBBIKM, HEOOXOAMMBIE M1 paldOThl clelHalIncTa 3TOH cdepbl B
npodeCCUOHAIBHOM OOIIEHUU Ha aHTJTUHUCKOM SI3bIKE.

3agauu:

. chopMUpOBaTh CUCTEMATU3UPOBAHHBIE 3HAHHUS 00 OCOOCHHOCTSIX OU3HEC-
KOMMYHUKAIIMI 1 HOpMax MOBEJEHUS CIEUAINCTOB c(ephl CEpBUCA U TypU3Ma B
Pa3IUYHBIX CUTYALMSIX;

. Pa3BUTh U 3aKPENHUTh HABBIK YCTHOW KOMMYHHUKAIIMM Ha aHTJIMHACKOM SI3bIKE
B Ipelnenax TEMAaTUKH, CBA3AHHOM TJIaBHbIM OOpa3oM C TYpUCTUYECKHM U
00CITyKUBAIOUTUM OU3HECOM;

. OBJIaJIETh CIOCOOHOCTBIO MPUMEHATh TEOPETUUYECKUE 3HAHUS M HABBIKU O
crnocobax OM3HEC-KOMMYHHMKAIIMM Ha MPaKTUKE;

. O3HAKOMUTh CTYJEHTOB C MEXKYJIbTYPHBIMH OCOOCHHOCTSIMU OOILEHHUS B
Pa3IMYHBIX CUTYALMSIX MOBCETHEBHOIO U JIEJIOBOIO OOILIECHHUS;

. pa3BUThb M 3aKPENUTh OCHOBHBIE YMEHMSI IMHCbMEHHOIO OOIICHUS Ha
AHTJIMACKOM $I3bIKE B paMKax M3y4aeMbIX TE€M I PELICHUS pPa3jIu4yHOro BUJA

KOMMYHHKAaTUBHBIX 3a14a4.



Jlist yenemHoro u3y4eHusi JucuuIuingbl «buznec-koMmmyHukanus /Business
Communication» y o00y4armuxcs JOJDKHBI ObITh CHOPMHUPOBAHBI CIETYIONINE
MpeABapUTENbHBIE KOMIIETEHIIMHU: CIIOCOOHOCTh K KOMMYHHMKAallMW B YCTHOH U
MUCbMEHHOU (hOpME HA MHOCTPAHHOM (AHTJIMMCKOM) SI3BIKE JJIsl PEIIECHUs 3a]ad
MEKIMYHOCTHOTO M MEXKKyJIbTypHOro B3aumoxeincteus YK-1, VK-3 Jlannsle
KOMIIETEHLIMM JIOJDKHBI OBITh MOJYYEHbl B pe3yJbTaTe€ MW3YYEHUS TaKHX
TUCUUIUINH, Kak «VHOCTpaHHBIM A3bIK (aHTIHUCKUN)», «MexIyHapoaHBIHI
Typusm», «Communication skills for tourism and hospitality», B pesynbrarte
M3YYEHUS! KOTOPBIX 00yUYaroImUics JOKEH ObITh TOTOB K OCBOCHUIO JUCIUIUIMHBI
«Business communication». B pesynabTaTe u3ydeHus aucuMIiuiiHbl «buznec-
Kommynukarusi/ Business Communication» y oOyuaromuxcs GopMUPYIOTCS
cienyroomue yausepcanbuble komnereHuuu: YK-4, YK-5, YK-6

[Inanupyemble pe3ysibTarbl OOyYEHHs] MO JUCHUIUIMHE COOTHECEHHBIE C
IUIAHUPYEMBIMU  pe3yjbTaTaMUd  OCBOEHHUS  00pa3oBaTEIbHOM  IPOrpaMMBbI,
XapaKkTepu3yroT (OPMHUPOBAHUE CIEAYIOIIUX KOMIETEHUUH, HWHAUKATOPOB

JIOCTHKCHUS KOMIIETCHIINH:

HanmenoBanue Kon u HanMmeHoBaHNE MOKa3aTelsy
KaTeropuu HAUMCHOBAHUC OLICHUBAHUS
(rpymnmbr) YHUBEPCAIBHON Kon 1 HaHMeHOBaHHe(pe3yHLTaTa 00yueHus
THMKATOpa JIOCTHKCHHS]
yHI/IBepcaJIBHvHX KOMIICTCHITUN OMTTETEH I [10 JUCIIUTUIMHE)
KOMIIETCHIIU I (pe3yabTar
OCBOCHUS)
3Haer:
coaepKaHue
YK-4.1 TEMaTUYECKUX PA3ZCIIOB
IIpumensier IIPOrPaMMBbI
KOMMYHHKaTHUBHBIE Ymeer:
TEXHOJIOTMH B OOIICHUH, | OCYIIECTBIATH
COCTAaBJISACT THIIOBBIC | B3aMMO/ICHCTBHUE c
JIOKYMEHTHI, YJIeHAMU KOMaH/IbI
K4 aKaJIcMUYECKHE 1 | (KOMMYHHKAIIIHN) Ha
VK- npodecCHoHAbHBIC TEKCTHI | aHTTTUHCKOM SI3bIKE
Ha aHTJIMHCKOM SI3BIKE Baageer:
KOMMYHHUKATUBHBIMU
HaBBIKAMU
VK-4.2 3Haer:
[Ipencrasisier pe3yabTarhl | COAEp:KaHUE
HCCICI0BATCILCKOM TEMaTUYECKUX Pa3/eIIOB
JICITEIILHOCTH Ha MPOrpaMMBbI
Ty OJIMYHBIX YMmeer:




MEpONPUSITHUIX, YHACTBYET
B UX 00CYXICHUU

OCYIIECTBIISITh
B3aHUMOJICHCTBHE c
YJIeHaAMU KOMaH/IbI
(KOMMYHUKALINH ) Ha
AHTIINHCKOM SI3BIKE
Baageer:
KOMMYHHUKATUBHBIMU
HaBBIKAMH

YK-5

YK-5.2

BeicTpauBaer conuanbHoOe
U mpoeccuoHanbHOe
B3aUMOJICICTBUE Ha
AHTJIMHCKOM SI3BIKE C
y4eToM 0coOeHHOCTEN
npodeccrnoHaIbHOM
KyJbTYpPBbI Pa3HbIX 3THOCOB
u KoH(peccuii

3Haer:

0COOEHHOCTH W TpaBHJIa
MEKKYJIbTYpPHO!
KOMMYHHUKAIIUU, TaK K€
KaK 51 SI3BIKOBOM
Marepuan

Ymeer:

HCIOJIb30BATh ux,
OCYILECTBJISAA  JEJIOBYIO
AHIJIOSI3BIYHY IO
KOMMYHHUKAIUIO B
YCTHOM H NHCHBMEHHOMN
dopme.

Baajeer:

HaBbIKAMU YCTHOH H
MMHUCbMEHHOM
KOMMYHHUKAIUU Ha
AHTJIMHCKOM SI3BIKE

VK-6

YK-6.1

Omnpenensier CIocoObI
COBEpLICHCTBOBAHUS CBOEHU
npodeccrnoHaIbHOM
ACATCIIbHOCTH, Ol CHHNBAsA
COOCTBEHHBIE pecypcehl,
npeaciibl U NCPCIICKTHUBLI

3naert:

NOTPeOHOCTH U CIOCOOBI
COBEPILICHCTBOBAHHSI
CBOEH
npodeccrnoHaIbHOM
JeSITEJIbHOCTH Ha OCHOBE
OLICHKHA CBOUX PECYPCOB
u pe/IesioB npu
BBITOJIHCHUH
aKaJIeMUYCCKUX u
podhecCHOHATBLHBIX
3a7a4

Ymeer:

BBINOJIHATH u
KOPPEKTHPOBATh
KOMMYHHUKaTHBHbBIC
3aJaHKs, [OCTaBJICHHBIC
ISt MOy JTUPOBAHHMSI
yaeOHOU WA
npodeccrnoHaIbHOM
CUTYaIlUU

VK-6.2

BoicTpanBaer ruOKyI0
poeCCUOHATIBHYIO
TPAGKTOPUIO C  Y4YETOM
TpeOOBaHUIl phIHKA TPYJa U

3naer:

NOTPeOHOCTH U CIOCOOBI
COBCPUICHCTBOBAHUA
cBOEH
npodeccrnoHaIbHOM




CTpaTeruu JIMYHOTO | JCSITEJIbHOCTH Ha OCHOBE

pa3BUTHS OLICHKHA CBOUX PECYPCOB
u pe/IesioB npu
BBITOJIHCHUH
aKaJIeMUYCCKUX u
podecCHOHATBEHBIX
3a7a4
Ymeer:
BBINOJIHATH u
KOPPEKTHPOBATh
KOMMYHHUKaTHBHbBIC
3aJaHMs, [OCTaBJICHHBIC
ISt MOy JTUPOBAHHSI
yueOHO 170071
npodeccrnoHaIbHOM
CUTYyaIlHU

I[J'ISI q)OpMHpOBaHI/IH BBINICYKA3aHHBIX KOMHGTGHI_[I/Iﬁ B paMKax JUCHUIIINHBI

«Business Communication (bu3Hec- KOMMyHUKaIs)» OPUMEHSIOTCS CIETYIONINE

O6paSOBaTCHBHBIC TCXHOJIOTMKM MW MCTOJAbI / aKTHBHOTO / HHTCPAKTUBHOI'O

oOy4eHHMsI: TUCKYCCHUs, JIeTIoBasi Urpa, padoTa B MaJbIX I'pynnax, «KpyrJjblid CTOID,

a TaK)KE€ OCHOBHBIC MCTOAbI AMCTAHITMOHHOI'O O6y‘-ICHI/IH.




I. leau 1 3a7a4u OCBOCHHUS TUCHMIIIIMHBI:

Llens:

N3ydenue TeopeTmyeckoro Marepuasiia MHGOOPMALMOHHOTO XapakTtepa o0
O0COOCHHOCTSIX KOMMYHHKAIIUM B cepe yciayr U Ou3Heca, a TaKKe OBJIaJICHHUE
CIICHIMAIBHOM JIGKCUKOM MHAYCTPUU TypU3Ma U TOCTEINPUUMCTBA, PEUCBHIMU
HaBbIKAMU, HEOOXOMMBIMU B paboTe crenuanucta cepsl cepBruca U Typusma
U TOPUMEHEHHE IMOJIYyYCHHBIX 3HAHUN Ha MPAKTUKE B PEUYEBBIX U JAPYTUX
CUTYyAIUSX MPU OOIIECHUU HA AHTJIMHCKOM SI3BIKE.

3anauu:

o chopMUpOBaTh CUCTEMATU3UPOBAHHBIC 3HAHUS 00 OCOOCHHOCTSIX
KOMMYHUKAIIMI U HOpMaXx MOBEACHUS CIEIUATUCTOB c(hephl cepBUca U
TypU3Ma B pa3IuYHBIX CUTYaIIUIX;

o Pa3BUTh U 3aKPENUTh HABBIK YCTHOM KOMMYHUKAIIUU HA aHTJITMHCKOM
SI3bIKE B MpeJiesiax TEMATUKHU, CBSI3aHHOM C TYPU3MOM U TOCTEIPUUMCTBOM;

. OBJIAJETh CIOCOOHOCTHIO MPUMEHSITh TEOPETUUECKHUE 3HAHUS U HABBIKU O
croco6ax KOMMYHUKAIUU Ha MPAKTUKE;

o 03HAKOMUTD CTYJIEHTOB C MEKKYJIbTYPHBIMU OCOOCHHOCTSIMH OOIIECHUS
B PA3JIMYHBIX CUTYAIUsX MOBCEIHEBHOTO U JIEJIOBOTO OOIICHUS;

o Pa3BUTh U 3aKPENUTh YMEHUS MUCHbMEHHOI'O aHTJIOS3BIYHOTO OOIICHUS B
paMKax U3y4aeMbIX T€M JJI PEUICHUS Pa3IMYHOTO BU1a KOMMYHUKATUBHBIX
3asay.

YHI/IBepCEU'IBHBIe KOMIICTCHI MWW BBIITYCKHHUKOB U MHAUKATOPbI UX I[OCTI/DKGHI/II\/'II

HaumenoBanue KOI[ n HaumeHoBaHue mokasaTens
KaTCropuun HAanMMCHOBAaHHC OLICHHUBAaHUs
(Tpynmsbr) yHHuBepcanbHOM [Kon 1 HanMeHoBaHKE UHANKATOPA (pe3ynbTara 0OydeHHs
YHUBEPCAJIbHBIX KOMIICTCHIIMH JOCTHXKCHUA KOMIICTCHIIUHN 110 HI/ICHI/IHHI/IHG)
KOMIIETEHLINI (pe3ynbTaT
OCBOCHH1)
3naert:
YK-4.1 COJIEp’)KaHUE TEMATHYECKHUX
[Ipumenser pa3ziesIoB IPOrpaMMbI
KOMMYHHKaTHUBHBIE Ymeer:
TEXHOJIOTHH B OOIICHUH, OCYIIECTBIISTh
YVK-4 COCTAaBJIIET TUIIOBBIE B3aUMO/ICVICTBUE C WICHAMU
JIOKYMEHTBI, aKaJIEMUYECKUE | KOMaHAbl (KOMMYHHKAIIUHN)
1 ipodeCCUOHATIbHBIC Ha aHTJIMICKOM SI3bIKE
TEKCThI HA AHTJIMHCKOM Baaneert:
SI3BIKE KOMMYHHUKATUBHBIMU
HaBbIKAMU




YK-4.2

IIpencrasiser pe3yIbTaThbl
HCCIIEN0BATEIBCKOU
JESITeIbHOCTH Ha ITyOIMYHBIX
MEpPOIPUATHSIX, yUACTBYET B
ux 00CY>KICHUH Ha
AHIIMMCKOM SI3BIKE

3Haer:

COAEPKAHUE TEMATUYECKUX
pa3aenoB IporpaMmbl
YmMmeer:

OCYILIECTBJIATH
B3aNMMOJCHCTBHE C WICHAMHU
KOMaH/Ibl (KOMMYHHUKAIUH)
Ha aHTJIMICKOM S3BIKE
Baageer:

KOMMYHHMKaTUBHBIMU
HaBbIKaMU

3Haer:

0COOEHHOCTH U  IpaBHJA
MEKKYJIbTYPHO!

KOMMYHUKAllUH, TaK XKe
Kak M SI3bIKOBOM MaTepual
Ymeer:

YK-5.2
HCIIOJIb30BATh ux,
BricTpanBaer counaibHOE U O — IETOBYIO
YK-5 npodeccuoHaIbEHOE Y M
. AHTJIOSI3BIYHY IO
B3aMMOJICHCTBHE Ha .
M KOMMYHHKAIUIO B YCTHOHU U
AHTTIUHCKOM SI3bIKE .
MUCBbMEHHOMU (hopMme.
Baajeer:
HaBbIKAMU YCTHOU U
MMHUCbMEHHOU
KOMMYHHKAIUH Ha
AHTJIMHACKOM SI3BIKE
3naert:
NOTPeOHOCTH U CIIOCOOBI
COBEpLICHCTBOBAaHUS CBOEH
po(hecCuOHATBHON
VK-6.1 pod
JESITeIbHOCTH Ha OCHOBE
Omnpenensier crocoob!
. OLIEHKU CBOUX PECYpPCOB U
COBEpPILICHCTBOBAHMSI CBOCH
. MIPEJICTIOB MPU BBIMOJTHCHUN
npodeccrnoHaIbHOM
aKaJeMHUYECKHIX u
JeSTeIbHOCTH, OIICHUBAS
npodeCCHOHATBHBIX 3aa4
COOCTBEHHBIE PECYPCHI,
Ymeer:
Mpeiesbl U TePCIEKTUBEI.
BBITIONTHSTE U
OcymecTBisier 00MeH
- KOPPEKTHPOBATh
uH(popManrei, 3HaHUSIMU |
YK-6 KOMMYHHMKaTHUBHbIE

OIBITOM Ha aHTJIMHCKOM
SI3BIKE

3aJlaHusl, TIOCTaBJICHHbBIC
JUTL MOy TUPOBaHUS
y4eOHOU WiH

npodeccrnoHaIbHOM
CHUTYallUH
3naer:
VK-6.2
NOTPeOHOCTH U CIIOCOOBI
BricTpanBaer rubkyto .
COBEPIICHCTBOBAHUS CBOECH
poeCCUOHATIBHYIO

TPAEKTOPHUIO C yUETOM
TpeOOBaHUl phIHKA TPYIa U
CTpaTEeTHH JJMYHOTO PA3BUTHUS

npodeccrnoHaIbHOM

ACATCIIBHOCTH Ha OCHOBC
OLICHKH CBOUX PECYpCOB H
IMPCACJIOB ITPU BBINNOJIHCHUN




aKaJIeMUYCCKUX u
npoecCHOHABHBIX 3324
Ymeer:

BBIMOJIHATH
KOPPEKTHPOBATh
KOMMYHHUKaTHBHbBIC
3aJ1aHus, TIOCTaBJICHHbBIC
JUT MOy TUPOBaHUS
y4eOHOW WiH
npodeccrnoHaIbHOM
CUTYyaIlUU

II. Tpyn0éMKOCTh IMCHUILIMHBI U BUAbI Y4€OHBIX 3AHATHH 110

OOmass TpyI0EMKOCTh

aKaJIeMHUYECKHUX Jaca)

®opma o0yyeHHs — OuHast

CrpyKkTypa JUCHHUIUIAHBL:

AUCIHHUIIJINHE

UCHUILIAHBI

cocraBiisier 4

3au€THbIX enuHulbl (144

HaumenoBanune
N2 paznena
TUCIIAILINHEI

Cemectp

KomanuectBo yacos 1o Bugam
y4eOHBIX 3aHSATUHN U PaOOTHI
o0yJaromierocs

DopMBbI
IIPOMEKYTOYHO

JIek

JIa6

Ip

OK*

CP

u

Konrtpomnp**
arrecraruu™®**

Tema Nel
Business
Communication
Process (Teopus
OousHec
KOMMYHHUKAIIUH )

TemaNe 2

. Introduction to
2 | customer care.
Customer care
success

27
10

Tema Ne3

Face to face
with customers.
Business
3 meetings.
Effective
presentations.

Tema Ne4.

10




Dealing with

4 customers on the
phone. Rules and 1 7
practices of the 7 7
customer care
talks. 1
TemaNe5.

Call center
success.
Informational
material:
Customer surveys.

Tema Neb6. 27
6 Quality in 7
hospitality, 7
tourism and
services
Tema No7.
E-Travel

*OHJIalH KypC
** ykazaTh yachel u3 YII
**3aueT/3K3aMeH

II. CTPYKTYPA U COJAEPKAHUE TEOPETUUYECKON YACTH
KYPCA

Teopernueckas yacte B aucuumuinHe «Business Communication (busnec
KomMmyHuKams» He IpeIycMOTpeHa yueOHbIM TTAHOM.

IV. CTPYKTYPA U COJAEP)KAHUE MPAKTUYECKOM YACTHU KYPCA

INPAKTUYECKUE 3AHATUA U JIABOPATOPHBIE PABOTbI
(TemaTuka 3aHATHI U PpadoT)
Theme 1. Introduction to customer care. Customer care success.

Businesses and jobs. On line services. The most successful sites.

Informational material: Introductory conversation about the importance of
possessing customer care skills. Jobs of the sales staff, retail managers, banking
clerks and tellers, manufacturing or service sector employees, hotels and

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



the most successful on-line services. Advertisements. Positive and negative
examples of customer care. Customer care service surveys.

Vocabulary used: Names of the jobs involved, duties and functions of the
personnel, priorities and problems. Internet services. Examples of the most
successful sites and their services. Examples of advertisements. Personal
characteristics of the staff.

Writing: Business letters, short essays about the importance of the customer
care. Applications for a job. Resume.

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

Informational material: Pieces of advice from the websites for the customer
care clerks. Language of communication. Body language. Ways to express a
request to help, wait, clarify the situation. A company visit. Meeting business
partners for the first time. Greetings, small talk, offers to assist in services,
completing the visit. The company staff, reception, servicing and managing the
staff, information services, the middle level personnel of the company.

Vocabulary: Customer care personnel service, information service, names of
the company jobs, examples of the services delivered, functional duties of the
managing staff, front of the house and back of the house, the system of managing
the staff, description of the facilities and services.

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

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

Informational material: General telephoning rules. The customer care phone
call. What the customer really hears. Being courteous on the phone. Making sure
you understand. Making arrangements. Basic socializing language. Comparative
characteristics of the right and wrong telephone calls. Ways to show one’s interest
in the customer. Examples of the phone calls. Ways to receive a message, to calm

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



Vocabulary: Phraseology of polite customer care communication. Names of
the jobs involved, duties and functions of the personnel, priorities and problems.
Internet services. Examples of the most successful sites and their services.
Examples of advertisements. Personal characteristics of the staff. Nouns, verbs,
adjectives expressing respectful qualities and ways of communication. Categories
and types of places where communications occur. Ways to make up questions,
+requests, offering services, expressing agreements and disagreements, making
appointments, cancelling them, confirmation of the planned appointments.

Writing: Spelling tests, compositions, essays, letters applying for a job.
Business letters, short essays about the importance of the customer -care.
Applications for a job. Resume.

Theme 4. Call center success.

Informational material: Customer surveys. Review of customer surveys in
different industries of Great Britain. Re cent age ratios of satisfactory and
unsatisfactory feedbacks. Ways and methods to improve the feedback about
customer care call centers performance. Ways to improve the customers’
impression. Examples of phone calls of customer care call centers with their
clients. Examples of phone calls on particular orders, misdeliveries, erroneous
charge of payments and taxes. Advice services.

Vocabulary: Taking an order. Hotline and troubleshooting. Customer-
centered call centers. The first impression. Clarifying and explaining. Checking
comprehension. Adjectives describing places, qualities, nature of the service and
the facility. Names of the agencies, services, locations, organizational events.
Adverbs describing the degree of the requirements performed.

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

ThemeS. Delivering customer care through writing

Informational material: Effective letters and emails. Formal and informal
writing styles. The five Cs of customer care writing (five major rules for customer

care writing). A case study.



Vocabulary: Salutations and closes. Standard phrases for handling customers
connecting with the reader, taking action, etc.). Enclosures and attachments.

Writing: Letters of enquiry, compositions of the descriptive character, enquiry
replies. Spelling tests, compositions, essayes, letters applying for a job. Business
letters, short essays about the importance of the customer care. Applications for a
job. Resume. Business letters, short essays about the importance of the customer
care. Applications for a job. Resume.

Theme 6. Dealing with problems and complaints.

Informational material: Complaint strategies and polices. The letter of
apology. Explaining company policy. Some opinions about complaints and
apologies. Problem-solving situations in a hotel. The way hotel receptionist deals
with the problems. Effective answers to the customers’ complaints. Problem-
solving charts. A typical letter of apology. Ways to respond to a complaint.
Comments of the professional tourism and hotel business workers about
customers’ complaints and apologies.

Vocabulary: Things customers usually complain about. Things annoying the
customer most. An action checklist for a meeting. Phrases used to soften bad news
and to acknowledge the problem without saying who exactly made a mistake.

Writing: Emails for the staff. Customer friendly statements for positive and
negative customer centered situations. An effective letter of respond to a

customer’s complaint. Letters of apology. Replies explaining the company policy.

JIABOPATOPHBIE PABOTbI
1.Principles of effective communication — YouTube video+ -communication coach

Alex Lyon (4hrs)

2. Tourism as the force of change — a conference speech/ YouTube video (2hrs)
3.How tour operators, travel agents and flight aggregators work together/ YouTube
video+(2hrs)

4.Economic, social and environmental impacts of tourism /YouTube video+ (4hrs)



5.6 skills for all in hotel supervision and hospitality management/YouTube video
(2hrs)

6.Complaint handling and service recovery/Chapter13/YouTube video (2hrs)

7.The Best service recovery story...ever/ Roger Simpson/Jon Picoult(2hrs)

8.How to hire the best employees: What I really look for in interviews/ Neil Patel/
YouTube video (2hrs)

V. YYEBHO-METOAUYECKOE OBECIIEYHEHHUE
CAMOCTOSTEJIBHON PABOTHI OBYYAIOIIUXCS

VY4ebHO-MeTOAnUECKOe oOecrieueHue CaMOCTOATENbHON paboThI
oOydaromuxcs MO JUCHUIUIMHE «bu3HeC KOMMYyHHKAIus» TPEICTaBICHO B
[Ipunoxenuu 1 u BkIrO4YaeT B ceOs:

-IaH-TpayK BBIOTHEHHUS CaMOCTOSITENbHOM pa0OThl MO IUCIUIUIMHE, B
TOM YHUCJIE€ TPUMEPHBIE HOPMBI BPEMEHHU Ha BBITIOJIHEHUE TI0 KKIOMY 33JaHUIO;

-XapaKTEepUCTUKA 3aJaHUil ISl CaMOCTOATENbHON paboThl oOydarommxcs u
METOIMYECKUE PEKOMEHIAINHU IO UX BBIOJIHEHUIO;

-TpeOOBaHMsA K  MNPEACTaBICHUI0O M OQOPMIICHHIO  pE3yJbTaToB
CaMOCTOATEIbHOMN pabOThI;

-KPUTEPUHU OLIEHKU BBIITOJIHEHHS CAMOCTOSATEIbHON paboThI.

VI. KOHTPOJIb JOCTUXEHUS IEJENA KYPCA

Ne Kountpoanpyemsie pa3iennbl / TeMbl Koxun | Pesyabt | Ouenounbie
AUCHHUILIMHBI HauMe aTbl cpeacrsa *
HOBaHM | 00y4eHH | teky | IIpom
/ e a1 M | exy-
n HHIUK KOHT | TOYH
aropa poJib ast
TOCTHK arrec
eHMsl Talnu
s
Tema Nel. Business Communication process 3Haer YO- | 3auer-
uHpopma 1
YK-4 LIMOHHBIN
TemaNo2. Introduction to customer care. marepua
Customer care success JI TEMBI I1P-1




Tema Ne3
Face to face with customers.
Business meetings. Effective presentations.

Tema Ne4.
Dealing with customers on the phone.

Rules and practices of the customer care talks.

TemaNe5.
Call center success.
Informational material: Customer surveys.

Tema Ne6.
Quality in services

Tema Ne7.
E-Travel

VK-4

YK-5

VK-6

YK-4
YK-5
VK-6

YmMmeer
0OMEHUB
aThbCs
uHpopma
oueHh u
3HAHUAM
HC
YJIeHaAMU
KOMaH/IbI

Bnaneer
HaBBIKAM
U YyCTHOU
aHTII0N3
BITHOM
KOMMYHHU
Karuu

YO-

VK-3

YK-4

3HaeT
porpam
MHBIH
SI3BIKOBO
74
Marepua

I

YmMmeer
HCITI0IB30
BaTh €TI0
B
aHTII03
BITHOM
MHACHEMCH
HOM
KOMMYHU
Kaluun

Bnaneer
CIIOCOOH
OCTBIO
MOJEIIUP
oBaTh U
OCYLIECT
BJISITD
JIEJIOBYO
KOMMYHHU
KallHIo
Ha
aHTIINNCK

I1P-3
YO-

I1P-2

ITP

I1P-3

T1P-4




OM A3BIKEC

3ayer / BK3aMeH - I1P-1
[1P-4

* Pexomentyembie opMBbI OLIEHOUHBIX cpencTB: 1) cobecenoBanue (YO-1), komnokBuym (YO-2);
2) texamueckue cpencrBa koHTpods (TC); 3) mucemennsie padoter (ITP): tecter (ITP-1),
KoHTposbHBIe paboTsl (I1P-2), scce (ITP-3), pedeparsr (I1P-4), xypcossie pabotsr (IIP-5),
Hay4yHO-y4yeOHble oT4eThl mo mnpakTukam (IIP-6).n T.m. (CmUMCOK MOXeT OBITh JIOTIOJNHEH B
cootBercTBUU co cnenuduroi OITOII u BHyTpeHHEH HOpMAaTHBHOHN HoKyMeHTanuei [IBOY).

PexoMeHnaanum mo caMoCTosTeIbHOM padoTe CTYACHTOB

Opranuszaimuss M y4eOHO-METOIUYECKOE OOECIeUeHUe CaMOCTOSITENIbHON
pabotsl ctyaeHToB (CPC)

1. Texkymas u onepexatomas CPC, nHanmpaBineHHass Ha yriyOleHue u
3aKpEIICHNE 3HAaHNW, a TAKXKE PA3BUTUE IPAKTUYECKUX YMEHUMN 3aKII0YAETCS B!

— paboTe CTYIEHTOB C JIEKUMOHHBIM MAaTepuajoM, IOUCKE W aHaJu3e
y4eOHON JUTEpaTyphl U 3JEKTPOHHBIX MCTOYHMKOB MH(MOpPMALUU MO U3y4aeMbIM
TeMaM JUCUUILINHBI;

—  BBINOJIHEHUH JOMAIIHUX WHANBUAYAIbHBIX U KOJJIEKTUBHBIX 3aJ1aHU;

— UW3YYEHUU TEM, BBIHECEHHBIX HAa CaMOCTOATEIbHYIO MpOpaboTKy,
AaKTUBHOE y4acTHE B UX OOCYXJACHUM HA 3aHATHUSAX;

— HW3YYEHUU TEOPETHYECKOTro Marepuana TeM JabopaTOpHBIX 3aHATHH,
MOATrOTOBKE Mpe3eHTauui U (haiijioB C TEKCTOBBIM OMMCAHUEM KaXKJI0TO Claiiia;

— OCBOCHMM TEXHOJIOTMH B3aMMOJEUCTBHS C 3aJaHHBIMH HWHTEPHET-
pecypcamMu U UX UCIIOJIb30BAHUSA ISl PELICHUS TPAKTUYECKUX 3a]1a4;

— OCBOEGHHUM TE€XHOJIOTUH CO3/JaHMS IPOCTEUIIEro cailTa KOMIaHUM (MM, 10
KEJAHUIO CTYACHTA, B BUJIE 3JIEKTPOHHOTO MOPTQOJIMO BHIIOJIHEHHBIX 33JJaHUI 110
JTUCITUILINHE);

— IIOATOTOBKC K 3a4CTYy.



VIL. CHUCOK YYEBHOU JIUTEPATYPHI U UH®OPMAIIMOHHO-
METOANYECKOE OBECIIEHEHHUE JUCIHUIIVIMHbI

OcHoBHas IuTEpaTypa
(27EKTPOHHBIE U MEYaTHBIE W3/1aHN)

1. Harrison L. English for international tourism : Intermediate workbook with key / L.
Harrison. — England : Pearson Education Limited, 2013. — 64 p.
http://lib.dvfu.ru:8080/lib/item?id=chamo:781903 &theme=FEFU

2. Professional English for Future Tourism Managers [DneKkTpoHHBI pecypc]| :
y4eOH. ocoOue Mo MpoecCHOHATBHO-OPUEHTUPOBAHHOMY AHIJIMACKOMY SI3BIKY
JUIL CTYIEHTOB crnenuanbHOCTH «Typmsm». — DONeKTpoH. naHH. — AcraHa :
Kazaxckuil rymanutapHo-topuandeckuii yH-T, 2016. — 72 c¢. — Pexxum mocryna:
http://www.iprbookshop.ru/49552.html [OBC «IPRbooks» |

3. Strutt. P. English for international tourism : Intermediate coursebook / P. Strutt. —

England : Pearson  Education  Limited, 2013. - 1238 p.
http:/lib.dvfu.ru:8080/lib/item?id=chamo:781932 &theme=FEFU

4. Boiituk H. B. Aarmaiickuit si3bik it Typusma u cepBuca. English for Tourism and
Service [OnexTpoHHbI pecypc] : yueOH. mocobue / H. B. Boittuk. — M. :
OJIMHTA, 2013. — Pexum JOCTYyTIA:
http://www.studentlibrary.ru/book/ISBN9785976516281.html [OBC

«KoHcymbranT cryneHray |

5. KymunoB C. b. The Travel and Tourism Industry / C. b. Xyminos. — M. :
IOHUTHU-IAHA, 2015. — 207 C. — Pexnm JOCTyIa:
http://znanium.com/catalog/product/872364 [9bC Znanium.com]

6. XKymuno C.b. The Travel and Tourism Industry [OnexkTponHsIii pecypc]: yueoOH.
nocoOue s CTYJICHTOB BY30B, OOYYarOIIMXCS IO CHEHUATBHOCTSIM CEpBHUCA
10000 u Typuzma 10200 / C. b. XKymunoB. — Onektpod. nanH. — M. : KOHUTU-
JTAHA, 2017. — 204 c. — Pexxum gocrtymna: http://www.iprbookshop.ru/71242.html
[OBC «IPRbooks»]

7. HypeeBa /1. H. English for Service and Tourism (Anrnwmiickuii si3pik. CepBUC U

Typu3M) [DnekTpoHHbIA pecypc] : ydeOH.-metoa. mocobue / JI. H. HypeeBa. —



OnektpoH. AaHH. — Kazanp : Ka3zaHCkuil HallMOHATBHBINA HCCIIEIOBATENBCKUAN
TexHonormuecknd  yu-1, 2014. — 139 c¢. - Pexmm pocryma:

http://www.iprbookshop.ru/61947.html [OBC «IPRbooks» |

. ParrranoBa WM. H. English for service and tourism industry = AHIIMIACKMIA SI3bIK B
cdepe 00CITy>KUBaHUS U TypU3Ma [ DJIEKTPOHHBIN pecypc]: yueOH. mocodue / M. H.
Panranoa, K. I'. Yananga. — OnektpoH. aanH. — OpenOypr : OpeHOyprekuid roc.
ya-, ObC ACB, 2016. - 119 ¢ — Pexum  pmocryma:
http://www.iprbookshop.ru/69881.html [OBC «IPRbooks» |

. Tpuyc JI. 1. AHrmmiickuil yii MEKIyHApOJHOTO M HAIMOHATIBHOIO TYpHU3MA.
English for global and national tourism [DnexTpoHHbIi pecypc] : yueOHOe mocodue
/ JI. . Tpuyc, T. A. [llupseBa. — DnektpoH. naHH. — [Isturopck : Isturopckmii
roc. JMHIBACTHYeCKMM yH-T, 2016. — 168 c¢. — Pexum nocryna:

https:/www.book.ru/book/919880/view2/1 [OBC Book.ru]

JlonmotHuTEILHAS JIUTEPATYpa

. bucbko WM. A. Opranmzauusi oOCTy>KuBaHUSI TypUCTOB. Tourism service
organization [DneKkTpoHHbIN pecypc]: yueOnoe nocodue / U. A. buckko, B. A.
Maesckas, E. A. ITakcrotkuna. — M. : KnoPyc, 2014. — 189 c. — Pexum pocryna:
https:/www.book.1u/book/919285 [35C Book.ru]

. bucbko WM. A. Opranmzauusi oOCTy>KuBaHUSI TypUCTOB. Tourism service
organization [DJeKTpoHHBIA pecypc| : yueOHoe mocooue / W. A. buckko, B.
A.Maesckas, E. A.llakcrotkuna. — M. : KuoPyc, 2017. — 209 c. — Pexum
nocrymna: https://www.book.ru/book/920497/view2/1 [9BC Book.ru]

. bonpmoil roccapuii TEPMUHOB MEXIyHapomHoro Typusma / HaumonanbHas
akanemusi Typmsma ; [mon pen. M. b. bupkakosa, B. N. Hukudoposa]. — M. :
I'epma, 2002. — 698 C.
http://lib.dvfu.ru:8080/lib/item?id=chamo:98349&theme=FEFU

. HpoznoBa T. FO. English Grammar. Reference and Practice [DnexTpoHHBIH
pecypc] : yuebn. nmocodue / T. FO. [Ipo3nosa, A. U. bepecrona., B. I'. Maunosa.—
OnextpoH. aanH. — CII6. : Awnronorus, 2013. — 464 c¢. — Pexum pocryma:



http://www.iprbookshop.ru/42431.html [OBC «IPRbooks» ]

. 3axapoB B. b. Tourism as Business [Onektponnslii pecypc| / B. b. 3axapoB. —
OnektpoH. aaH. — M. : FTOHUTU-JIAHA, 2015. — 207 c¢. — Pexxum nocryna:
http://znanium.com/catalog/product/884200 [9BbC Znanium.com]

. KomapoBa A. 1. AHINIMIICKMIA SI3BIK: TYpPHU3M U CEPBUC [DNEKTPOHHBIN pecypc] :
yueOHuk / A. Y. Komapoga, U. 1O. Oxkc. — Dnektpon. aanH. — M. : KaoPyc, 2019. —
241 c¢. — Pexum pocryma: https:/www.book.ru/book/931061/view2/1 [9BC
Book.ru]

. Munbsip-benopyuesa A. 1. AHrmiickuii s3pIk 17151 paboTel B Typr3Me = Working
in Tourism [DJeKTpOHHBIA pecypc| : YYeOHUK sl CTYACHTOB, W3YYarOLIUX
typuctrueckuii OmsHec / A. Il Munbsip-benopyuesa, M. E. TlokpoBckas. —
DNEKTpoH. JIaHH. — 2-¢ u3a. — M. : ®opym, HUL] UHOPA-M, 2016. — 192 c. —
Pexxum noctymna: http://znanium.com/catalog/product/535189 [9BC Znanium.com]

. Munbsip-benopyuea A. I1. AHMMIACKUH sI3bIK 1151 paboThI B Typusme. Working in
Tourism [DnekrpoHHslii pecypce] : yueObnuk / A. II. Munbsp-benopydena,
M. E. IlokpoBckas. — 2-¢ u3zg. — M. : ®OPYM : UHOPA-M, 2018. — 192 c. —
(Beoiciee oOpa3oBaHue: bakanaBpuar). — Pexxum JIOCTyTIA:

http://znanium.com/catalog/product/958977 [9bC Znanium.com]

Ilepeuens pecypcoB HHGOPMAITMOHHO-TEJIEKOMMYHHKALIMOHHOM CeTH

«HTEpHET»
1.  DnektpoHHas  OuOnuoreka u  0a3pl  gaHHbIX  JIBOY
http://dvfu.ru/web/library/elib
2. DneKTpoHHO-0nboTeunas cucrema «Jlanpy http://e.lanbook.com
3. DNEeKTPOHHO-0MOIMOTEUHAS cucrema bubnuoTex.
http://www .bibliotech.ru
4. ONEeKTPOHHBIA KaTaJor HaydyHoW Oubnuoreku JBDY http://ini-

fb.dvgu.ru:8000/cgi-bin/gw/chameleon

Ilepeyenb MHPOPMAITMOHHBIX TEXHOJIOTHH
U IIPOrPaMMHOI0 o0ecreYeHust
1. Microsoft Word
2. Microsoft Excel



3. Microsoft PowerPoint
4. Microsoft Publisher
5. Koncynsrantllntoc / 'apant

VIIL. METOJIUYECKHUE YKA3AHMS IO OCBOEHUIO
JTUCLHUATIIAHBI

Ha npopaboTky HHPOpMaLIMOHHOTO MaTepHalia, MOArOTOBKY K MPaKTUYECKUM
3aHATHUAM, BBIIIOJIHEHHE KOHTPOJIBHBIX U TBOPUYECKUX PabOT aucuuIinHel «busnec
koMMyHuKatus / Business Communication»

I[lo gucuunnmae  «Business Communication»  y4eOHbIM  IJIAaHOM

IpeTyCMOTPEH 3a4eT M IK3aMEH.

Pexkomenoayuu no n1aHupoBaHUI0 U OP2AHU3AUUU 8DEMEHU, OMBEOEHHO20
Ha u3zyyenHue OUCUUNJIUHb

[ImanupoBanue — BaKHEUIIAsh 4epPTa YEIIOBEYECKOU JIEATEILHOCTH, OJAUH W3
XapaKTePHBIX, 00s3aTeIbHBIX MTPU3HAKOB YEJIOBEUECKOTo Tpyaa. s opranuzanuu
CJIO’)KHOU Yy4eOHOM JeATeNbHOCTU OYeHb (P(HEKTUBHBIM SIBIISIETCSI UCIOJIB30BAHUE
CPEACTB, HANOMHUHAIOIMIMX O  CTOSIIMX NEepe]  HaMH  3ajayax, Hx
MOCJIEA0BATEILHOCTH BBIMOJHEHUS. TakuMH CpeJICTBAMHU MOTYT ObITh MOOUJIbHBIN
TeneoH, UMEWIIMN MporpaMmy oOpraHaizepa, BKIIOYAIOIIETO OyAWIbHUK,
KaJEHJaph U CIUCOK JEJ; TaliMepbl, HAMOMUHAIOIIHUE O BBIITOJIHECHUU 3aJaHUN 10
JVCHUIUIMHE;, KOMIIBIOTEPHBIE MTPOTPAMMBI COCTABJICHHS CIUCKA JIEJI, BBLACIISIIOIINE
CpPOYHBIE ¥ BAXKHBIE J€a.

CocraBiieHue CnuMcKa Aed — NEPBbIM Mar K opranu3zanuu BpemeHu. Crucok
MMEET TO IMPEUMYIIECTBO, YTO IMO3BOJSAET BHUAETh BCIO KAPTUHY B ILEJIOM.
Ynopsigouenue, kinaccuukanus el B COUCKE — BTOPOM IIar K OpraHu3aluu
BPEMEHH.

PerynsipHocTh — mepBoe ycCiOBUE MOUCKOB Oojee 3(P(HEKTUBHBIX CIOCOOOB
paboTel. Pexkomenayercss BbIOpaTh OJWH JE€Hb HENENU JJis PEryJsipHOU

IIOATOTOBKH ITO JUCIMUIIIIUHE. PCFyHHpHOCTB HC IPOCTO MO3BOJIACT NOATOTOBUTHCA



K Jledy, OHa CO3JaeT HAacTpOH Ha 3TO JAEN0, MO3BOJSET BbIpa0OTaTh IpaBUIIA
BBINIOJIHEHUS Jlefa (HampuMep, cHadajga mpopabdoTka wmaTepuana JIEeKLUH,
yueOHMKa, YTEHUE TEPBOMCTOYHMKA, 3aTe€M BbIACIICHHE U (UKCHUPOBAHUE
OCHOBHBIX MJIEW B TETPAIHN).

UroOpl 00NEruynTh BBINOJHEHUE 3aJaHUi, HEOOXOAMMO OIPEIECIHUTh
BpEMEHHbIE paMKHu. EjxeHenenbHas NOATOTOBKAa MO JucuuiiauHe  «Business
Communication» TpeOyeT BpeMEeHHbIX 3aTpaT. YeTkoe pUKCUpOBaHUE 110 BPEMEHU
PEryJSpHBIX JIeJl, 3aKPEIJIEHUE 32 HUMH OJHHUX U T€X K€ YaCOB — BAXKHBIM ILIar K
opraHu3auuu BpeMmeHu. [Ipu ydere BpeMeHM HaJ0 MOMHHUTb OO0 OCHOBHOW LIETU
panMoHaIU3aMU — NOJY4YUTh HAMOOIBIINN 3P(HEKT ¢ HAMMEHBIIUMHU 3aTPATAMH.
VY4eT — nuib cpeAcTBO ISl PEIICHUs OCHOBHOM 3a7jaul: COKOHOMUTD BPEMSI.

[lo MHEHMIO CHeuuaIuCTOB IO TCUXOJOTHH, BaXXHOCTh IJIAHUPOBAHUS H
BBINIOJIHEHHUS JIeJl 00YCIOBIMBAETCS TAK)KE TEM, YTO Y HAaC HAKAIUIMBAIOTCS Jena,
3a/la4yu WIM UJEU, KOTOPhIE MBI HE pealn3yeM, OTKJIAIbIBAEM Ha MOTOM — BCE ATO
HEraTUBHO CKa3bIBAETCS HA HAILIEM BHYTPEHHEM COCTOSIHUU B LIEJIOM.

Baxxnast posib B opranu3anuy y4eOHON eATeIbHOCTH OTBOAUTCS MPOrpaMMe
OUCUUIUIMHBI,  Jarollas  M[peACTaBlI€HWE HE TOJBKO O  TEMaTHUYeCKOU
MOCJIEIOBATEIbHOCTH U3yU€HHUs Kypca, HO U O 3aTpaTax BPEMEHH, OTBOJMMOM Ha
U3y4YeHUEe Kypca. YCHEHIIHOCTh OCBOEHUS AMCLUMIUIMHBI BO MHOIOM 3aBHUCUT OT
MPaBUIbHO CIJIAHUPOBAHHOTO BPEMEHHM IPU CaMOCTOSATEIBHON MOArOTOBKE (B
3aBHCUMOCTH OT CIEIHATBLHOCTH OT 2 — 3 10 5 4acoB B HEJIEIIIO).

AyauTOpHBIE TPAKTHYECKUE 3aHATHUS SBISIIOTCA 0a30d g HU3y4YEHHUS
mucuuiuinebel - «Business Communication» MO3BOJIAIOT  CTYyJA€HTAM  PEIIUTH
MPaKTUYECKYI0 3aJady IO OBJAJECHHUIO HAaBbIKAMHM YCTHOTO M MHUCBMEHHOIO
oOLIEHUs1 HAa AHTJIMKWCKOM $f3bIKe B MpodeccHuoHanbHOU cdepe, o00raTuTh CBOM
3HaHMS B OOJIACTH JEJNOBBIX KOMMYHHMKAllMd M OCYIIECTBIATH OOILEHHE
CpPEICTBAMHM aHIJIMHCKOTO S3bIKA, CO3/1aBasl YCTOMYMBBIE HAaBBIKA BJIAJCHUS
A3BIKOM B MX HpodeccHoHambHON AesTenbHocTH. OTOOP SA3BIKOBOrO MaTepHalia
OCYULIECTBJISUICSI C YYE€TOM COBPEMEHHBIX HOpPM peud. Matepuan ajis u3ydeHus

npeajiaracTcsa B MOPAAKE HapaCTa}omeﬁ CJIOKHOCTH. I[J'I}I N3YyUYCHUA IIPCJIararoTcCsa



aHTJIMKACKUE, aMEPUKAHCKHUE U PYCCKHE METOJIUKH, MIPEACTABICHHbIE B yUeOHUKAX
U y4eOHO-METOJIMYECKUX MOCOOUAX, YKa3aHHBIX B CIHCKE PEKOMEHIyeMOu
JUTEPATYPHIL.

OCHOBHOM 1LENABI0 M3YyYECHHMS JUCHUIUIMHBI «bu3zHec KoOMMyHHKaUUsD»
ABIIsSIETCSl (POPMUPOBAHUE U OBJIAJICHUE CTYJIEHTAMU OOLIMMU JIMHIBUCTUYECKUMHU
U KOMMYHUKATUBHBIMU KOMIIETEHUHUSIMH B 00JacTH MPOPECCHOHAIBHOIO
AHTJIMHACKOTO fA3bIKA, MPEANOaralou[iMU ClIOCOOHOCTh U TOTOBHOCTH TOBOPSLIETO
OCYILECTBIATh OOLIEHNE CPEACTBAMM MHOCTPAHHOTO S13bIKa HA OCHOBE OCBOCHHOI'O
A3BIKOBOTO MaTepuaja (rpaMMaTHYECKUE CTPYKTYpPBl, JEKCUYECKHE €IUHULIBI,
MIPOU3HOCHUTENIbHBIE MOJENH) B MPOPECcCUOHANBHONW JAesITeNbHOCTH. OCHOBHOM
aKLIEHT JIeJaeTCsl Ha pa3BUTHE YMEHHMs MCIOJb30BaTh Ha MpakTUKe Oorarblid
Npo(eCcCHOHANIbHBINA BOKAOYJsIp M KOHTEKCTYyaJIM3UPOBAHHBIE TPAMMAaTUUYECKUE
MOJIETIH.

[lo pesyapTaTam paboTbl Ha MPAKTUYECKUX 3aHATHUSX, BBINOJIHEHUIO
KOHTPOJIbHBIX W JOMAIlHUX 3aJaHUl CTyJE€HTaM BBICTABIAECTCA OTMETKA,
YUUTBIBAIOLIAS: CAMOCTOSATENBHOCTh U JIOTUYECKYIO MOCIEA0BATEIBHOCTh OTBETA,
MpaBUIbHOE  yHOTPEOJICHHE JIEKCMKM W IPaMMaTUYECKUX  KOHCTPYKLHMH,
MPaBUJIbHOE BBHINOJHEHUE TECTOBBIX 3aJaHUM, NIUTENBHOCTh M KOPPEKTHOCTH
MOHOJIOTMYECKOTO M JHAJIOTUYECKOr0 BBICKA3bIBaHUSA, KadyeCTBO UTEHUS U

IepeBOJia TCKCTA.

Onucanue nocinedosamenbHocmu 0elcmeuil 00yuarouwuxca (anzopumm
U3YUeHUA OUCYUNTIUHDL)
Hauunas wusydyenue naucuuriubbl «buszHec kommyHukanus» / «Business
Communication», CTyJIEHTy HEOOXOIUMO:
— O3HAaKOMHUTBCA C TMPOrpaMMoOM, U3YYUTh CIHCOK PEKOMEHIyeMOu
JUTEPATYPBI; K MpOrpaMMe Kypca HeoOXoauMo OyAeT BO3BpalaThCs MOCTOSHHO,
M0 Mepe YCBOEHHUS KaXJOW TEeMbl B OTJEIBLHOCTH, ISl TOTO UYTOOBI MOHSTH:

AOCTATOYHO JIM ITOJIHO U3YYCHBI BCC BOIIPOCHI;



— BHHUMATEJIBHO pa3o0parbcsi B CTPYKTYypE JUCLMUIUIMHBI B CHCTEME
pacnpeneneHuss yueOHOro marepuana Mo BUJAM 3aHATHHA, (opmMam KOHTPOJI,
YTOOBl UMETh MPEJCTABIECHUE O Kypce B LIEJIOM, O JIEKUMOHHOW M MPaKTUYECKOU
YacTH BCEro Kypca U3y4eHHUs;

— 00paTtuTbcsd K DAIEKTPOHHOMY Yy4eOHOMY KypCy 3arpy’KeHHOMY Ha
miatpopme MS TEAMS no aucuumuinHe, NO3BOJISIOLIEMY OPHUEHTHPOBATHCS B
MOCJIEIOBATEILHOCTH BBIITOJIHEHMS 3aJaHUM;

— [epenucaTh B TETPaJb JUIsl IPAKTUUECKUX 3AHITHI — TEMbI MPAKTHYECKUX
(;1abopaTopHBIX) 3aHITUH.

[Ipu moaroToBke K 3aHsATUSM Mo auciuiuimHe «Business Communicationy

HE00X0AMMO PYKOBOJICTBOBATHCSI HOPMAaMU BPEMEHHU Ha BBITIOJIHEHHUE 3a1aHHM.

Pexomenoayuu no pabome c 1umepamypoii

Haunbonee npeanoyTuTenbHa TeMaTUYECKas MOCIEA0BATENLHOCTh B paboTe ¢
muteparypoidl. Ee MOXHO NpeacTaBUTh B BHJAE CIEAYIOLIETO0 HPUMEPHOIO
aNropuTMAa:

— O3HaKoOMJIEHHE ¢ paboueld y4yeOHOM mporpamMmoil U  ydeOHO-
METOAMYECKUM KOMIUIEKCOM AUCIUIUIMHBL

— H3Yy4Y€HUE OCHOBHOW y4eOHOM JIHUTEpaTyphl;

— npopaboTKa JAOMOJIHUTENIbHOHN (Y4eOHOM U HayYHOM) JIUTEPATyPHI.

B Xxone uTeHus OuyeHb MOJIE3HO, XOTS U HE 0053aTeNbHO, JENaTh KpPaTKHE
KOHCIIEKTBI IPOYUTAHHOTO, BBITUCKH, 3aMETKH, BBIJEISATh HESACHBIE, CIIOKHbBIC IS
BOCIIPUATHUSL BOMNPOCHL. B 1ensX NpOosCHEHHs MOCIEIHUX HYXHO OOpamaThCs K
npenojasarento. [lo 3aBepiieHMHM U3y4YeHUST PEKOMEHAYEMOW JUTEPATypbl
MIOJIE3HO MPOBEPUTH YPOBEHb CBOMX 3HAHUI C MOMOIIbIO KOHTPOJIBHBIX BOIIPOCOB
IUIsL CAMOIIPOBEPKHU.

HacrositenbHO pekoMmeHayeTcs H30erarb MEXaHUYECKOro 3ay4YMBaHUSA
ydyebHoro Marepuana. [Ipaktuka yOenuTenbHO MOKa3bIBAeT: CaMbIM 3P (HEKTUBHBIM
criocoOOM SIBJISIETCSL HE «3yOpekkay, a TiyO0oKoe, TBOPUYECKOE, CaMOCTOSTEIbHOE

IMPOHUKHOBCHUC B CYHICCTBO M3Yy4aCMbIX BOIIPOCOB.



Heo6xonumo BeCTH CUCTEMATUUYECKYIO KaXKIOJHEBHYIO paOOTy MO Pa3BUTHUIO
U 3aKpEIUICHHI0 KOMMYHUKATHUBHBIX  aHTJIOSI3BIYHBIX  HaBBIKOB.  OO0BeM
nHpoOpMaIMU MO KypCy HACTOJIbKO OOIIMPEH, YTO UM HE yJaeTcs OBJIaACTh B
«IIOCIIEIHUE JTHW» MEPEI CECCUEN, KaK Ha 3TO MHOTAA PACCUUTHIBAIOT HEKOTOPHIE
CTYJICHTHI.

Crnenyer BOCIUTHIBaTh B c€0€ YCTAaHOBKY Ha MPOYHOCTb, JIOJITOBPEMEHHOCTh
YCBOGHHMS 3HaHUU 1O Kypcy. Hamo moMHUTB, 4TO OHM MOTPEOYIOTCS HE TOJBKO U
HE CTOJIbKO B XOJ€ KYypCOBOrO 3adyeTa, HO — YTO OCOOEHHO BaXXHO — B
nocieayoniel npopeccuoHanbHON JeITeIbHOCTH.

JlutepaTtypa umeetcs B OUOIMOTEKE YHUBEPCUTETA.

IIpu pabote ¢ yueOHOM M HAyYHOW JUTEpPaTypoOll NPUHLUMIHUAIBLHO Ba)XHO
MPUHUMATh BO BHUMaHUE MOMEHT pa3Butus. Kypc « KoMMyHUKalMOHHbIE HABBIKU
B Typu3M€ M TOCTEIPUUMCTBE», KaK W OOJIBIIMHCTBO JPYTUX NHUCIUIUINH, HE
SBJISIETCS M HE MOXET SIBISTHCS HA0OpOM HEKHMX pa3 U HaBCErjJa yCTaHOBJIEHHBIX
UCTUH B TocienHell uHcTaHiuu. HaoOopoT, B CBA3M C TE€M 4YTO AUCIUILIMHA
HAIpaBJI€HA HAa HW3YYEHUE HMHOCTPAHHOIO fA3bIKA, OH MOCTOSHHO Pa3BUBAECTCS U
COBEPLICHCTBYETCS. B HeM HIAET [IHAJIEKTUYECKUM IIPOLECC OTMHUPAHUSA
yCTapeBIIEr0 M BO3HUKHOBEHHMS HOBBIX CJIOB, BBIP&XKEHHUM, coyeTaHuil. B
YCIOBUSX YCKOPSIOIIErocsl cTapeHusi uHdopManuu ydeOHBbIE, BOpPOYEM, KaK H
HAay4HbIE, U3JaHUs, TAIEKO HE BCErJa MOTYT IOCIEBATh 3a HOBBIMU SIBJICHUSMU U
TEHACHUMAMH, MOPOXKAAEMBIMHU TPOLIECCOM MHHOBalUH. OLIyTHMOE OTCTaBaHUE
XapakTepHO M JJii MHOTMX MyOJIuKalui, CBA3aHHBIX C KypcoM. Beap wux
HEBO3MOKHO, A€ MO0 YUCTO TEXHUUYECKUM IPUYMHAM, HE TOBOPS YKE O NPYIHUX,
€XKEeroJIH0 OOHOBJISITH M Mepeu3qaBaTb. B CBSI3U ¢ 3TUM B JHUTEpaAType MO KypCy
CTyJIEHTaM MOTYT BCTPEYATHCS MOJIOKEHHS, KOTOPHIE YK€ HE BIIOJHE OTBEYAIOT
HOBBIM TEHJCHUMSAM pPa3BUTUA. B Takux ciydasx CleqyeTr, NPOSBIAS HYXKHYIO
KPUTUYHOCTh MBICJIM, OINUPATHCS HE HA YCTAPEBIIME HIAECU TOTO WU APYTroro
W31aHus, Kak Obl aBTOPUTETHO OHO HU ObUIO, a HAa HOPMBI, BBITEKAIOIIHUE U3

COBPEMEHHBIX M3JaHUM, UMEIOIIMX OTHOLICHHUE K N3y4a€MOMY BOIIPOCY.



Pekomenoayuu no noozomogke K 3K3ameny (3auemy)

HNTOoroBeiMm  KOHTpOJIEM  NpH  HU3y4YEHUM  JUCHUIUIMHBL  «bu3Hec
KOMMYHHKALUsD» SBIAeTCA 3a4€T. IIpuMepHBI mnepeyeHb BOIPOCOB K 3a4ETy
coaepxkurcs B BB. Ykazanabie BOpochl MO AUCIUIIIINHE OOHOBIISIOTCS Ha HA4Yaslo
ydyebHoro rojaa. HemocpeacTBeHHO mepea ceccruei BOMPOChl MOTYT OOHOBISTHCS.
OOHOBIIEHHBIN MTEpEYEHb BOIIPOCOB K 3aU€Ty BBIAAETCS CTYJIEHTaM Iepe]] HadaloM
JK3aMEHAlMOHHOU ceccuu. Ha 3auére cTyneHTy IpeaaraeTcsi OTBETUTh Ha OJUH —
ZBa BOIIpOCA II0 U3YYECHHBIM pa3leiiaM IUCLUILINHBL. llenb 3au€ra — npoBepka u
OLICHKA YpPOBHS IOJYYEHHBIX CTYACHTOM CIELHMAIbHBIX MO3HAHUH MO y4eOHOMU
OUCLMIUIMHE, pearupoBaTb Ha [JOIIOJIHUTENIBHBIE BOIIPOCHI, OPUEHTUPOBATHCS B
MaccuBe JeuHALMA M Karteropuid. OlEHKEe NOAJEKHUT TAaKKE W MPABHUIBHOCTH
peun cTyaeHTa. JOMOJHUTEIBHON LEABI0 UTONOBOIO KOHTPOJISI B BHUIE 3a4€Ta
ABISIETCSl (POPMUPOBAHUE y CTYJEHTAa TAaKUX KauecTB, KaK OPraHU30BaHHOCTb,
OTBETCTBEHHOCTb, TPYAOJIO0HE, CAMOCTOSITENBHOCTh. TakuMm o0pa3zoM, 3aué€T 1o
JUCLIUIUIMHE MPOBEPSAET CIOXKUBIIYIOCS Y CTYAEHTA CUCTEMY 3HAaHMM IO JaHHOMN
OTpaciad IpaBa U Urpaer OOJBIIYI0O pOJIb B MOATOTOBKE OyAyIIEro HOpHUCTA,
CIOCOOCTBYET MONYy4YeHUI0 (yHIaMEHTAIbHONW M CHEIHaIbHON TMOJTOTOBKH B
00J1aCTH YNpaBJIEHUS IEPCOHATIOM.

IIpy moaroroBke K 3a4€Ty CTYAEHT IOJDKEH IPABUIBHO U PalMOHAJIBHO
pacIUIaHUPOBATh CBOE BPEMsl, UTOObI YCIETh KAYECTBEHHO U HA BBICOKOM YpPOBHE
MOATOTOBUTHCS K OTBETaM IO BCEM BOIpocaM. 3a4€T NpHu3BaH NOOYAUTh CTYIEHTa
[IOJIy4YUTh [JOIIOJHUTEIIBHO HOBBIE 3HaHUA. Bo BpeMs DNOATOTOBKU K 3a4ETy
CTYJIEHTbl TaKX€ CHUCTEMaTU3UPYIOT 3HAHUSA, KOTOPbIE OHU MpoOpenHu Mnpu
M3YYECHHMM Pa3AENoB Kypca. OTO IMO3BOJISIET UM YSICHUTH JIOTHYECKYIO CTPYKTYpPY
Kypca, OOBbEAUHUTH OTJEIbHbIE TEMbI B €IMHYIO CUCTEMY, YBUJETh MEPCIEKTUBBI
Pa3BUTUSA YIIPABJICHUS [IEPCOHATIOM.

PekomeHnnyeMble yUeOHUKHY U CrieUaIbHas JIUTEpaTypa Mpu U3yUEHUH Kypca,
UMEIOTCSI B PEKOMEHJOBAHHOM CIHMCKE JIMTEpaTrypbl B paboyedl mporpamme 1o
JAHHOMY KypCy, TaKXe HMX Ha3blBacT CTYAEHTaM IIpelojaBaTeilb Ha IIepBOU

JICKIINH.



CryneHT B LEensAX MOJNy4YeHUs] KAYECTBEHHBIX M CHCTEMHBIX 3HAHUM JOJKEH
HAa4yMHATh MOATOTOBKY K 3a4€Ty 3aJ0Jr0 J0 €ro NMPOBEICHMS, Jydlle C CaMOro
HayaJia JJEKIIMOHHOT O Kypca. i 3Toro, Kak y>ke 0TMe4alioch, UMEIOTCS B y4eOHO-
METOJMYECKOM NOCOOMM MpUMEpHBbIE BOMpochl K 3auyéty. llemecooOpazHo npu
M3YUYEHUU Kypca MOJb30BaThCs paboyell mporpaMMoll U y4yeOHO-METOAUYECKUM
KoMILIeKcoM. Takke HeoOX0AMMO U3yUYEHUE IPAKTUKH YIIPABICHUS IEPCOHATIOM.

CamocrosiTenbHas padoTa Mo NOJATOTOBKE K 3a4€Ty BO BPEMsI CECCUU JIOJKHA
IJIAHUPOBATHCS CTYJAEHTOM, UCXOJd U3 OOIIero o0beMa BOIMPOCOB, BHIHECEHHBIX
Ha 3a4€T W JHEH, OTBEJCHHBIX HA MOATOTOBKY K 3auéry. IIpu 3TOoM Heobxoaumo,
YTOOBl MOCIAEAHUI JEHb WJIM YacThb €ro, ObUT BBIACIEH IS JOMOJIHUTEIBHOIO
MOBTOPEHUSI BCEro 0OBEMa BOIPOCOB B ILEJIOM. OTO MO3BOJISIET CTYACHTY
CaMOCTOSITEIIbHO MEPENPOBEPUTh YPOBEHb YCBOCHUSI MaTepuana. BaxxHo uMeTh B
BHUJly, UTO JIA lleJied BOCIPOU3BEACHUSI MaTepuana yuyeOHOro Kypca OOJbLIyIO
BCIIOMOTATENIbHYIO POJb MOJKET ChIrpaTh MH(POpPMALMs, KOTOpas COAEPKUTCA B

paboueil mporpamme Kypcea.

Pekomenoauuu no ébinoiHeHUI0 0OMAUWIHUX 3A0AHUITL
1. CrtyaeHTy HEOOXOIUMO O3HAKOMHUTHCS C OUYEpPEIHBIM TEeMaTUYECKUM
3aJaHHUEM.
2. Bemonauts 3amanume. s 3TOro O3HAKOMHUTBCA C METOJUYECKUMU
pEKOMEHAAIMSAMH IO BBIMOJHEHUS JAHHOTO 3aJ]aHus, KOTOPhIE PACIOJIOKEHBI B
COOTBETCTBYIOIIEM pa3jielie, WU OCYIIECTBUTh MOUCK MAaTEPHAJIOB B AJIEKTPOHHOM

KaTajore, Wid B 3JEKTPOHHBIX pecypcax Oumbnuoreku [BDY (pexum gocryna:

http://www.lib.dvfu.ru).

3. Ocy1ecTBUTH ITIOMCK JOTIOJIHUTEIBHOT O Marepuaa (npu

HEOOXOIUMOCTH).



VII. MATEPUAJIBHO-TEXHUYECKOE OBECIIEYEHUE
JUCHUTIJIMHBI
Jis  mpoBeneHus JEKUMWA, Ja0OpaTOPHBIX W MPAKTUYECKHX 3aHATHH 1O
mucuumuinae [llkona >KOHOMUKM W MeHekMeHTa (kopmyc () pacmosaraer
kaOuHetamu (yuyeOHasi ayIMTOPHUsI, KOMIIBIOTEPHBIN KJIACC), ISl CAMOCTOSITEIbHON
pabOThI UCHOJB3YETCA YUTANbHBIN 3al1 (KoprIyc A).

34  nocamo4yHBIX ~ MECT, AaBTOMATU3UpPOBAHHOE  pabodee  MECTO
MpernojiaBaresis, NepeHocHas MarHuTHO-MapkepHas nocka, Wi-FI. HoytOyk Acer
ExtensaE2511-30BO. Okpan ¢ anektponpuBoaoM 236*147 cm Trim Screen Line;
[IpoexTop DLP, 3000 ANSI Lm, WXGA 1280x800, 2000:1 EW330U Mitsubishi;
[Toncucrema cnenuanu3upoBaHHbIX KperieHud obOopyaoBanus CORSA-2007
Tuarex; Ilogcucrema Bumeo kommyrtauuu; Ilomcucrema ayamo KoMMyTanuu u
3BYKOYCHWJICHUS; aKyCTHYeCKas cuctema Jjisi moronouyHoro Monraxa SI 3CT LP
Extron; nudposoit aynuo nporeccop DMP 44 LC Extron.

26 ~ mocaJOYHBIX  MECT, AaBTOMAaTU3UPOBAaHHOE  pabodee  MeCTO
Mperno/iaBaresis, NIEPEHOCHass MarHUTHO-MapKepHas 1ocka KoMmnbroTepHslid Kiace,
MoHo0J0K Lenovo C360 19,5 (1600x900), Pentium G3220T, 4GB DDR3-1600
(1x4GB), 500GB HDD 7200 SATA, DVD+/-RW, GigEth, Wi-Fi, BT, usb
kbd/mse, Win7 Kopnopatusnas (64- bit) (26 mt.) DKkpaH ¢ 3JIEKTPONPUBOJAOM
236*147 cm Trim Screen Line; IIpoekrop DLP, 3000 ANSI Lm, WXGA
1280x800, 2000:1 EW330U Mitsubishi; Iloacucrema chnenuain3npoBaHHBIX
kperieHud  obopynoBanuss CORSA-2007  Tuarex; Iloacucrema  Buaeo
koMMmyTanuu; IloncucremMa ayino KOMMYTalMUd U 3BYKOYCUJIEHUS; aKyCTHYECKas
cuctema s mortosoyHoro MoHTaxka SI 3CT LP Extron; mudpoBoil aynno
nponeccop DMP 44 LC Extron.

YuranbHeiil 3am kab. A 1002, nomenieHue Jjisi CaMOCTOSATENIbHOU pabOThI
€CTECTBEHHbIX W TEXHUYECKMX HAayK C OTKPBITBIM jocTynoM Hayunoi
ounbmmorexu, MonoOmok Lenovo (C360G-134164G500UDK - 58 .
V0198072 DA-667-17 _08.02.2018 Apt-Jlaitn  Texnonomxku 110  ADOBE,



29V¥0201024 DA-091-18 24.04.2018 Codrnaitn Ilpoexts IIO ESET NOD32,
2V¥0205486 DA-261-18 02.08.2018 CodrJlaiin Tpeiin_I10 Microsoft.

B uurtansHoMm 3ane Hayunoit 6ubnuoreku JIBDY npegycmoTpens padbouune
MECTa IUId JIOAEH C OIPAaHUYEHHBIMU BO3MOYKHOCTSAMH 310POBbsl, OCHAILCHBI
IUCIUIesIMM ¥ OpuHTepaMu  bpaiinsg;  o0opynoBaHHbIE  NOPTATUBHBIMU
YCTPOMCTBAaMM JUIsl UYTEHMS IUIOCKOIIEYATHBIX TEKCTOB, CKAHUPYIOIIMMHU H
YUTAIOLIMUMU MAalllMHAMK, BUJEO YBEICUUTEIEM C BO3MOXXHOCTBIO pPEryIsaLUU
LBETOBBIX  CIIEKTPOB;  YBEIWYMBAIOIIMMH  DJJEKTPOHHBIMH  JIyIaMH H
YABTPa3BYKOBBIMU MAPKUPOBIIMKAMM.

B nensix o0ecrieyeHus crielUagbHbIX YCIOBHM 00yUeHHs HHBAIMIOB U JIUI] C
OTpaHUYECHHBIMU BO3MOXHOCTSIMH 3710poBbsi [IBDY Bce 3manus oO6opynoBaHb
naHgycamu, JudTaMy, NOJABEMHUKAMH, CHEHUAIU3UPOBAHHBIMU  MECTaMH,
OCHAILICHHBIMU  TyaJeTHbIMU KOMHAaTaMH, TaOJMYKaMu WH(OPMAIMOHHO-
HaBUTAIlMOHHOMN CUCTEMBI

JUis  mpoBeieHMs — JIEKIMOHHBIX — 3aHATHI  HeoOXoauma  ayJauTopus,
OCHAIllEHHasA MYJIbTUMEIUNHBIM [IPOECKTOPOM.

JUiss npoBeneHuss Ja0OpaTOPHBIX 3aHATUNA - aAyAUTOPHS, OCHAILEHHAS
MYJIbTUMEAUMHBIM MPOEKTOPOM, MEPCOHATBHBIMM KOMIBIOTEpAMU Ha pabodMx
MECTaxX CTYJIEHTOB C BBIXOJAOM B VHTEpDHET M YCTAHOBJICHHBIM IPOTrPaMMHBIM

oOecrnieuenueM (kak muHumMym — Microsoft Office, Koncynbrant Ilmtoc / I'apanr).



