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Paznen 1. Koopaunanusi padoThl ci1y k0 nNpeAnpUuATHA TYpU3Ma U roCTenpuuMCTBA

ConepkaHue TEMBI.

XapakTepuCTUKH COBPEMEHHOTO COCTOSIHUSI TOCTUHUYHBIX ycayr. Tennen-
IIUU Pa3BUTHSI TOCTUHUYHOTO OM3HECA.

[TonsiTue «rexHonorus». PaccMOTpeHHE TEXHONOTMM C TOYKH 3pEHUs pas-
JUYHBIX HayK (¢unocopuu, COLMONOTUH, ICUXOJIOTUU U T.I1.). [loHsATHE «TEXHO-
JIOTUYECKOM KapThD».

Knaccudukanus texnonoruil. Knaccupukanusa brnoynepa. Knaccugpukanus
ByzaBopra. 3HaueHre TEXHOJIOTHH 17151 OOLIECTBEHHOI'O Pa3BUTHSL.

XapakTepuCTUKH TEXHOJOTUU: LEIeCO00pa3HOCTh, MNPOLECCYATbHOCTD,
HOPMAaJIM30BAHHOCTb, BOCIIPOU3BOJAUMOCTb, CUCTEMHOCTD, 3((EKTUBHOCTbD.

KoMroHneHTHast cTpykTypa TexHoJoruu. IloHsiTHE «TeXHoIorndeckas cu-
CTEMAY.

[ToHsITHE «TEXHOJIOTMH TOCTUHUYHOIO CEPBUCA». XapaKTEPUCTUKU chepbl
YCIIYT KaK TEXHOJIOTMYECKON CUCTEMBI. BHIBI TEXHOIOTUI TOCTUHUYHOTO CEPBUCA:
0a30BbIe, KIIFOYEBbIE, BEYIIIHE.

[enn npuMeHEHUs] TEXHOJIOTHI B TOCTUHUYHOM CEpPBHCE.

VYcnoBus, HEOOXOIUMBIE JJIS1 UCTIOJIb30BAHUS TEXHOJIOTUU.

DTanbl BHEAPEHHS] HOBBIX TOCTUHUYHBIX TEXHOJIOTHH.

OCHOBHBIC TTOHSITHUS TEMBI. TCXHOJIOTHUA, TCXHOJIOTHYCCKAA KapTa, TCXHOJIO-

I'm4cCKasd CHUCTCMA, TCXHOJIOIHA T'OCTHHHYHOI'O CCpBHCA, 0a30BEIC TCXHOJIOTHH,
KIIFOUCBBIC TCXHOJIOTUH U BCAYIITUC TCXHOJIOTH.

KoHTpOJIBHBIE BOOPOCHI IO TEME:

1. TlepeuncnuTe XapaKTEPUCTUKU COBPEMEHHOTO COCTOSIHUS TOCTHHUYHBIX
YCIIYT.

[lepeuncnute OCHOBHBIC TEHIEHIIUN PA3BUTHUSI TOCTUHUYHOTO OM3HEcA.

JlaiiTe onpeneneHne NOHATHST «TEXHOJIOTUS».

UTto Takoe «TeXHOJorn4ecKas kapta»? M3 Kakux 3JIEeMEHTOB OHA COCTOUT?
Kakue knaccudukanum texnonoruit Bel 3Haere?

Kakue Buabl TexHosiorui Beiaensier biaoynep?

Kakue BubI TEXHOJIOTUM BhIIEIAET Kiaccudukamnus ByaBopt?

N OEWN

KakoBo 3HaueHHUE TEXHOJIOTUHU pInIb | O6HleCTBeHHOFO paSBI/ITI/IH?



9. Ilepeuncnute xapaKTEPUCTUKU TEXHOJIOTHH.

10. [aiiTe onpejeneHne MOHATUS «TEXHOJIOTHS TOCTHHUYHOTO CEPBUCAY.

11. [lepeumncnure xapakTEPUCTUKU cHEpbl YCIYT KaK TEXHOIOTHYECKON CHCTEMBI.

12. OxapakrepusyiTe BUAbl TEXHOJOTHMN TOCTUHUYHOTO CepBHCca: Oa30BbIE, KIIIO-
YEBbIE, BEAYIIHE.

13. Tlepeuucnure 1enu MPUMEHEHUS TEXHOJIOTHI B TOCTUHUYHOM CEPBHCE.

14. Ha3zoBuTte ycioBus, HEOOXOIUMBIE I UCIOJIB30BAHUS TEXHOIOTHH.

15. Ilepeuncnure 3Tanbl BHEAPEHHUS HOBBIX TOCTUHUYHBIX TEXHOJIOTHIA.

Pa3nen 2. CTpyKTypa roCTHHMYHOI0 MPOAYyKTAa

CozepkaHue TEMBI.
[loHATHE «TOCTUHUYHOTO MPOAYKTa». MarepuaibHass MU HeMaTepualibHas

COCTABJISIFOIIME TOCTUHUYHOTO MPOAYKTA. DJIEMEHTHI (XapaKTEepUCTUKH) T'OCTH-
HUYHOT'O MPOAYKTA, BIUAIOIINE HA BBIOOP TOCTSL.
['octuHnyHas ycnyra. CTpykTypa TOCTHHHUYHOM yciyrd. OCHOBHBIE, BCIIO-
MOTATEJIbHBIE U TONOJHUTEIbHBIE TOCTUHUYHBIE YCIYyTU. XapaKTEPUCTUKU YCIYT.
CocTaB OMeIEeHUI TOCTUHULIBL: OOIIECTBEHHBIE, )KUJIbIE, CITyKEOHbIE, TEX-
Huueckue. HomepHoit pong roctunuibl. CTpykTypa HOMEpHOro (hoHaa.
Tunonorus 3nmemenToB odciyxuBanus Kenorra u Tepmkena.

OCHOBHBIEC TIOHSITHS TEMBI. TOCTHHHUYHBIN MMPOAYKT, TOCTUHHUYHAA YCJIyra,

OCHOBHBIE, BCTIOMOTATEJIbHBIC M JOMOJHUTEIIbHBIC TOCTUHUYHBIC YCIYTH, HOMEP-
HOM (hoHT.

KOHTDOJILHLIG BOITPOCHI 110 TCMC!

1. JlaiiTe onpeneneHue NOHITUS KTOCTUHUYHBINA TPOTYKTY.
2. Kakwue 31eMeHThI BXOJAT B COCTaB TOCTUHUYHOTO MPOAYKTA?



HazoBute 371€MEeHThl TOCTUHUYHOTO MPOAYKTAa, BIAUSIONIME HA BEIOOP TOCTS.
OxapakTepu3yinTe CTpyKTypy TOCTUHUYHOTO MPOIYKTa.

YTo BXOAUT B OCHOBHOM TOCTUHUYHBIN MPOIYKT?

YTO MOXHO OTHECTH K BCIIOMOTATEIIbHOMY TOCTUHUYHOMY HPOIYKTY?

Yro BKIIIOYAET B ce0s JOMOJHUTENBHBIA TOCTHHUYHBIN TPOAYKT?
[lepeuncnure OCHOBHbBIEC XapaKTEPUCTUKNA TOCTUHUYHBIX YCIYT.
[IepeuncnuTe cTauu yd4acTus KIMEHTA B PEIOCTABICHUU YCIYTH.

. Kakue nmomernienus BXoIAT B COCTaB TOCTUHUIIBI?

. Kakue nomenienus oTHOCATCS K OOLIECTBEHHBIM OMEIIEHUSM TOCTUHUIIBI?
. Kakne momenieHuss MOKHO OTHECTH K JKHJIBIM IIOMEIIEHUSM TOCTUHHULBI?

. Kakue nomernienns oTHOCATCS K CIIy>KEOHBIM IMOMEIIEHUSAM FOCTUHULBI?

. Kakne momenienrs MO>KHO OTHECTH K TEXHUYECKUM MOMEIIEHUSM T'OCTHHHUIIBI ?
. JlaiiTe onpezenenue NOHATUS «KHOMEPHOH (POHI» TOCTUHHUIIBI.

. KakoBa cTpykrypa HOMepHOTO (hoHAa TOCTUHULIBI?

. Kakue snemenTs! o0cimyxuBanus Boiaenstorcss Kenorrom u Tepmaxenom?



Pasznea 3. 'ocTHHHYHBIE LA

ConepkaHue TEMBI.

[lonATHE «TOCTMHMYHOW Henw». Mcropus pa3BUTHA TOCTHHWYHBIX LIETIEH.
HawnGonee n3BecTHBIE TOCTUHUYHBIC Tlenu Mupa: Hilton, Mariott, Accor, Radisson,
Hyat u np.

@akTOphl, BIUSIOIINE HAa pa3BUTHE TOCTUHUYHBIX 1ieneld B Poccun.

Karteropun rocTUHUYHBIX LIENEN: KOPIIOPATUBHBIE, HE3aBUCUMBIX MPEIIPHU-
ATHH, IPEIOCTABIISIIOIINE YIPABICHYECKUE YCIIYTH.

@®opMbl yIpaBIeHHUS] TOCTUHUYHBIMU LEMSAMH: HE3aBUCUMAs YIPABIIIOMIAS
KOMIaHUs, KOMIIaHUs, YIPABIISIONIas TOCTUHUYHON LIETIbI0, (PpaHYaii3uHTOBast CH-
CTeMa, CeTh CHCTEM MapKETHHIOBOM MH(OpPMALIUK U OPOHUPOBAHHSL.

OCHOBHBIE NPEUMYIIECTBA M HEAOCTATKU (YHKIUOHUPOBAHUS TOCTUHUY-
HBIX LETIEH.

OCHOBHBIC TTIOHATHUS TEMBbI. TOCTUHUYHAS OCIIb, q)pquaﬁBHHF.

KoHTpOoJIBHBIE BOOPOCHI IO TEME:

1. JlaiiTe onpeneneHue «KrOCTUHUYHON LEMn».

N

I'1e mosiBUIIMCH TIepBBIe TOCTUHUYHBIC 1Ienr? C 4eM CBA3aHO UX MOSBJICHUE.
OxapakTepu3yiiTe HamOoJiee W3BECTHBIC TOCTMHWYHBIC Iienmu mupa: Hilton,
Mariott, Accor, Radisson, Hyat u ap.

w

Kakue hakTopsl BIUSIOT Ha pa3BUTHE TOCTUHUYHBIX 11enel B Poccun?
HazoBute n3BectHbie Bam Mozenn opraHu3aiiy rOCTHHUYHOTO OU3Heca.
[lepeuncnure KaTErOpUU FTOCTUHUYHBIX LIETIEN.

Yro Bel noHnmaeTe noj cucteMoit ppanyaizuara?

B ueM cocToAT paznuuus OpsiMOro 1 KOCBEHHOTo (hpaHyaidi3uHra?
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[lepeunciure OCHOBHBIE MpEeUMyIIeCTBa (DYHKIIMOHUPOBAHUS TOCTUHUYHBIX
LETIEH.
10. Tlepeuncnure OCHOBHBIE HEJJOCTATKH (DYHKITMOHUPOBAHUS TOCTUHUYHBIX IICTICH.



Pa3zgen 4. ToCTHHHYHBIN UK

Tema 4.1. Ilonsamue 20cCMUHUYUHO20 YUKIA

CopepkaHuE TEMBI.

[ToHsITHE «TOCTUHHUYHOTO LIMKJIAY.

OcHOBHBIE 3Talbl TOCTUHUYHOTO IIUKJIa: OpOHUpPOBaHUE, IPUEM U pa3Mele-
HUe, 00CTy)KMBaHHE BO BpeMs IIPOKUBAHUS, BbIE3]], TIOCIIC BhIe3a.

[lepconan, 3a1eiCTBOBaHHBIM B PA3JIMYHBIX ATanax IOCTHHUYHOIO LHKKIIA.
To4KM CONTPUKOCHOBEHUS.

OCHOBHBIC ITOHATHUS TEMBbI. TOCTUHHUYHBIN OUKJI, 3TaIllbl TOCTHHUYHOI'O IHK-

Jla, TOYKHU COIIPUKOCHOBCHHM.

KOHTpOJIbHEIE BOIIPOCHI 110 TEME:

1. Haiite onpeaeneHue MOHATUSI «TOCTUHUYHBIN IIUKID.

2. Ilepeuncnure OCHOBHBIC 3TAITBl TOCTUHUYHOTO ITHKJIA.

3. JlaiiTe KpaTKyr0 XapaKTepUCTUKY ATANIOB TOCTUHUYHOTO ITUKJIA: OPOHUPOBAHUE,
pUeM U pa3MellleHue, o0CTy>KUBaHUE BO BpeMsl MPOKUBAHUS, BBIE3]], MOCIE
BbIC3/1A.

4. Kakoli mepcoHay TOCTUHUIIBI 3aJeHCTBOBAH B PAa3HBIX 3Talax TOCTUHUYHOTO
UKJ1a?

5. ITlepeuncnuTe OCHOBHBIE TOYKH COMPUKOCHOBEHUS TOCTSI C MEPCOHAIOM TOCTH-
HUIIBI HA Pa3HBIX ATAaNax TOCTUHUYHOIO IUKJIA.



Tema 4.2. Texnonozus o6ponuposanusn
CoziepKaHue TEMBI:

[Tonsitne «OpoHUpoBaHUs». VICTOUHUKHN M KaHAIBI TIOTyYEHUS] TOCTUHUIICH
3asIBOK Ha OpOHUPOBAHMUE.

Tunsl OpoHUPOBAHUS: MPEIBAPUTEILHOE, TAPAHTUPOBAHHOE, HETAPAHTUPO-
BaHHOE, CBEpXOpOoHUpOoBaHue. AHHYISALIMS OpoHupoBaHus. CTaTUCTHKA OTMEH.

Otamnbl 00paboTKH 3asBOK HA OPOHMPOBAHME: MPUEM 3aMpoca, OTBET Ha 3a-
IpoC, 3alHUCh O PE3EPBUPOBAHUM, OOCYKIEHHE (HOPMBI OIUIATHI, OATBEPKICHUE
WIM aHHYJIsuus OpoHupoBaHusi. HopMatuBbel BpeMeHH Ha 0OpaboTKy 3ampoca o
OpOHUPOBAHUM.

[lepenaya nuadopmarnmu 0 OpOHUPOBAHUU APYTUM CIYKOaM TOCTUHUIIBL.

OCHOBHBIE TOHSTHS TEMbI. OPOHUPOBAHKE, MPEABAPUTEIHLHOEC OPOHUPOBA-

HHE, TapaHTHPOBAaHHOE OpPOHMPOBAHWE, HETAPAaHTHPOBAHHOE OPOHUPOBAHHE,
CBEpXOpOHUpPOBAHUE.

KOHTpOJBHEIE BOITPOCHI 110 TEME:
JlaiiTe onpeieieHUE TTOHATHS «OPOHUPOBAHUE.
Kakue UCTOYHUMKY U KaHaJIbl MOJYyYEHUs TOCTUHUIIEH 3asIBOK Ha OpPOHHPOBAaHUE

N o=

Bel 3Haere?

Kakwue tumnel 6ponupoBanus Brl 3Haete?

[lepeuncnure cnocoObl TapaHTUPOBAHHOTO OPOHUPOBAHUSI.
OxapakTepu3yiTe 3Tanbsl 00padOTKH 3asIBOK HA OpOHUPOBAHHUE.

Kakum 00pa3oM NpoucxXoauT aHHYIISIIHUS OpOHUPOBAHUS?

KakoBbl HOpMaTHBBI BpeMeHH Ha 00paboTKy 3arpoca 0 OpOHUPOBAHUH?

© N Ok W

Kakyro undopmanuio o OpoHHpOBAHUM CIEAYyeT MepeaaTh APYTUM CiIyKOam
TOCTUHUIIBI?



Tema 4.3. Komnvromepuoie cucmemul OpOHUpPOBaHus

ConepxaHue TEMBI:

[ToHsiTHE KOMITBIOTEPHBIX CUCTEM OPOHUPOBAHMSI.

[lenTpanuzoBanHoe pe3epBupoBanue. [IprucoeMHeHHbIE U HEMPUCOCIMHEH-

HbI€ CETH OPOHUPOBAHUS.

HNuTepHer-OponnpoBanue. YneHcTBo B cucteme MHTEepHET-OpOHUpPOBAHUS.
Coznmanre cOOCTBEHHOTO CaiiTa TOCTHHHIIBI.

[IpaBuna nmpenocraBieHrs HHPOPMAIIMKA O TOCTHHUIIE B KOMITBIOTEPHBIX CH-
creMax OponupoBaHus. OCHOBHBIC OJIOKH MH(DOPMALIMKM O TOCTHHHIIE: O0IIee OIH-
caHue, HoMepHOU (hOoHJ, cepBUC, KIUEHTHI, TApU(PHBIN TUTAH U T.I. CIIOCOOBI 3a]1a-
HUs UHGOPMAIIMU O HAJIMYMK MECT: CBOOOJHAs Mpojaka, OrpaHUYEHHAass CBOOO/I-
Has MpoJiaxa, MpoJaka Mo 3arpocy, OCTAHOBKA MPOJaXKH.

Tun mocryna xk KommbioTepHOn cucteme OponupoBanus. Off-line u on-line
OpoHupoBanure. HopmaTuBbl BpeMEHM MpU COBEPILICHUU OpPOHHUPOBAHUS 4Yepes
KOMITBIOTEPHBIE CUCTEMBI.

[IpeumymiecTBa 1 HEMOCTATKHA KOMITBIOTEPHBIX CHCTEM OPOHHPOBAHMUS.

KommproTepasie cucteMbl OpoHUPOBaHMS, HCob3yeMbie B Poccun: Cupe-
Ha, AneaH, Amaneyc, Gabriel.



OCHOBHBIC ITOHSATHS TEMBI. KOMIIBIOTCPHAA CHUCTCMaA 6pOHI/IpOBaHI/IH, OcH-

TpaJIM30BaHHAs CHCTEMa OpPOHUPOBAHMUS, HHTEPHET-OPOHUPOBAHNE, OPOHUPOBAHKE
off-line, Oponuposanue on-line.

Ok Wb E

oo

KoHTpoabHBIE BOOPOCHI IO TEME:

Yrto npencTaBisioT cO00l KOMIIBIOTEPHBIE CUCTEMbI OPOHUPOBAHUSA?

Yro npencraBiisgeT coO0K HEHTPAITM30BaHHOE pe3epBUpPOBaHUE?

YeM OTIHYAIOTCS MPUCOSANMHEHHBIE U HETIPUCOEANMHEHHBIE CETH OPOHUPOBAHNSA?
B dem cytb MHTEpHET-OpOHUpOBaHMS?

Kakue npaBuiia npenoctaBiaeHus HHGOPMALIMK O TOCTUHUIIE B KOMITBIOTEPHBIX
cuctemax OponupoBanus Bl 3Haere?

[lepeuncnure oCHOBHBIE 0JI0KM MH(OPMALIMK O TOCTUHUIIE B CUCTeMaxX OpOHU-
pOBaHUA.

Yem xapakTepusyeTcsi TUI J0CTYIa B KOMITBIOTEPHOM cucTeMe OpOHUPOBaHUsA?
Kak otimmaut Off-line u on-line 6poruposanue?

KakoBbl HOpMaTHBBI BpEMEHU MPU COBEPIICHUH OPOHUPOBAHUS YEpPE3 KOMITb-
IOTEPHBIE CUCTEMBI?

10.Hep€‘-II/ICJII/ITC MNpeuMynIcCTBa 1 HCAOCTATKH KOMIIBIOTCPHLIX CUCTCM 6p0HI/IpO-

BaHMHA.

11.Tlepeuricnure KOMIBIOTEPHBIE CUCTEMBI OPOHUPOBAaHMS, UCIIONIb3yeMble B Poccum.



Tema 4.4. Opeanuzayua npuema u pazmeusenus 20cmeil

ConeprkaHue TEMBI:

O6opynoBaHNE CTOMKU MPUEMa U pa3MEIICHUS.

OcHOBHBIEC 3Talbl Mpoliecca MpruemMa U pazMelleHus rocred. OpraHuzanus

BCTpEUU rocTs. JJOKyMEHTBI CTPOrOM OTYETHOCTH, 3anOJHseMBbIE ITpu npueme. [1o-
PAIOK peructpauuu rocreid. BpemenHnbsle HOpMaTUBbI Ipoleaypsl puemMa. Cornpo-
BOXKJICHHE I'OCTS 10 HOMEpA.

OCHOBHBIE MMOHATHS TEMBI: TPUEM U pPa3MEILICHHUE, PETUCTPALUS TOCTS.

KoHTpoJibHbBIE BONPOCHI 110 TEME:
OnummTe 000py0BaHKE CTONKH MPUEMa U pa3MeEIIeHUSI.

A -

Kak HeoOXoauMo opraHuzoBaTh pabouee MeCTO CIIyKObl IpUeMa U pa3Mmelle-
HUS?

[lepeunciiiTe OCHOBHBIE ATAIBI MPOIECCA IPUEMA U PA3MEILIEHUS FOCTEH.

Kak nmpoucxoaut opraausanusi BCTpEY rocTs?

[lepeuncinre JOKYMEHTBI CTPOrOM OTYETHOCTH, 3AIIOTHAEMBIE IIPU 3a€37€.
Onummre NOpsSAOK PEruCTPALMH T'OCTEM.

Kak npoucxonut Ha3HaueHHE HOMepa?

Kak nporcxonut qeMoHcTpanus Homepa?

© oo N kW

. KakoBbI BpeMeHHbIE HOpMATUBBI ITPOLIEAYPHI PETUCTPALIUH TOCTEH.
10 Kak npoucxoauT conmpoBOXKIECHUE TOCTS 0 HOMepa?



Tema 4.5. Ocobdennocmu npuema UHOCHPAHHBIX MYPUCHOG
CozepkaHue TEMBI:

[Topsimok perucTpalnv MHOCTPAHHBIX I'pakaaH B roctuHuIEe. Coaep:kaHue
denepanbHOro 3akoHa «O MPaBOBOM IMOJOKEHUM MHOCTPAHHBIX rpaxnaaH B Poc-
culickoil enepanum.

[lonaTre BU30BOro pexxkuma. [IpoBepka noJIMHHOCTH JOKYMEHTOB.

JIOKyMEHTBI, 3aIllOJHAEMBIE NIPU PETUCTPALMM MHOCTPAHHOTO I'PakIaHWHA.
[Topsinok omaTel roCyAapCTBEHHOW IOLNUIMHBI 332 PErMCTPALMI0 MHOCTPAHHOTO
rpaxxaanuHa B OeepanbHON MUTPAIIMOHHON cITyK0e.

OCHOBHBIE MTOHATUS TEMBI: HHOCTPAHHBINA T'OCTh, BU3a, BU30BbIA PEKHUM.

KoHTpoaBHBIE BOONPOCHI IO TEME:

Onuirre NopsA0K PErucTpaii HHOCTPAHHBIX TPaXKJaH B TOCTUHUIIE.

Yo Takoe Bu3a?

Yro npencrasisger coO0l MUTpAIIOHHAS KapTa?

[lepeunicnuTe OOKYMEHTHI, 3alOJIHSEMbIE IPU PETUCTPAMUA HWHOCTPAHHOIO

B whE

rpaKJaHuHa.
5. KakoB pa3mep rocynapcCTBEHHOHM MONUIMHBI, YIIJIAYMBAEMOM MPU PErHCTpaluu
WHOCTPAHHOIO rpakJaHnHa B denepaibHOM MUTPALIMOHHOM CiTyk0e?



Tema 4.6. Ocobennocmu npuema mypucmcKkux 2pynn
ConepKaHUE TEMBL:

[Tonsitue rpynnsl TypuctoB. OCHOBHBIE TPEOOBAaHUS K OPraHU3aluu IpHeMa
TypUCTCKOM rpynmbl. OCOOEHHOCTH pa3MEIIEHUs IPYIIOBBIX TYPUCTOB.

OCHOBHBIE TOKYMEHTBI, 3alIOJTHSAEMbIE P PA3MEIICHUH TYPUCTCKUX TPYIIL.
BpeMeHHbIE HOpPMATUBBI PErHCTPAllMd TYPUCTCKUX TPYNI U BO3MOKHOCTH
YMEHBUIEHUSI BpEMEHU Ha 0POPMIIEHUE TOKYMEHTOB.

Oco0eHHOCTH pa3MenIeHUsl PYKOBOIUTENS TPYIIIIbL.

OCHOBHBIC TTIOHSATHUS TEMBI. TYPUCTCKaA I'pYIIIIA.

KoHTpoJaBHBIE BOOPOCHI IO TEME:

[lepeunciure 0COOEHHOCTH pa3MEIICHUs TPYIIN TYPUCTOB.

KakoBbl TpeOOBaHUS K OpraHu3alii NpueMa TypUCTCKOUN rpymbl?
[lepeuncnure OKYMEHTHI, 3aM0JHAEMBIE IPA Pa3MELMIEHUNA TYPUCTCKUX TPYIIII.
KakoBbI BpeMEHHBIE HOPMATHUBBI PETUCTPALIMN TYPUCTCKUX Ipym?

ok W E

[lepeuncnure BO3MOKHOCTH YMEHBILIEHUSI BPEMEHU Ha 0(OpMIIEHHE JOKYMEH-
TOB IIPU PETUCTPALMU TYPUCTCKUX IPYIIIL.

6. B yem 3akirouaroTcsi 0COOEHHOCTH pa3MEILIEHUS PYKOBOJIUTENS TYpPUCTCKOM
TPYIIbI?



Tema 4.7. Ilpedocmaesnenue yciyz numanus
ConepKaHUE TEMBL:

[IpyHIMIBI TPOEKTUPOBAHMS NPEANPUATUN NUTAHUSA IPU CPENCTBAX pas3-

MCIIICHUS. BI/II[BI YCIIYT IIUTaHUA, IPECAOCTABIIICMBIC B TOCTUHUIIAX.

[IpenocraBnenre yciayr MATaHUS B peCTOpaHax Oapax M Kade TOCTUHHIIHI.

OpraHu3aius 3aBTPaKoB.

Munu-6apsr. O6cyXKrBaHUE MUHU-0ApOB.
Room-service. [IpaBuia oOcmyXuBaHus TOCTEH B HOMEpaX.
OpraHu3alMOHHBIA LUK MPEJOCTABICHUS YCIYr MUTAHUA: 3aKylKa, J10-

CTaBKa, XpaHCHHUC, IIPUT'OTOBJICHUC, IIPpOJaXKa.

w N
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VYcnoBus, BIUSIONME HA KAYECTBO YCIYT TUTAHUS.
Oco0eHHocTH (PYHKIMOHUPOBAHUS NPEANPUATANA MMTAHUS B TOCTHHHIIAX.

OCHOBHBIC TTIOHSATHUS TEMBI. MI/IHI/I-6ap, room-service.

KOHTpOoJIbHEIE BOIPOCHI 110 TEME:

KakoBbl MPUHIMIIBI TPOESKTUPOBAHUS TPEANPUATAN MUTAHUS MPH CPEICTBAX
pa3MenieHus?

[lepeuncnure BUIABI yCIyT MUTAHUS, TPEIOCTABISIEMBIE B TOCTHHUIIAX.

Kak npoucxoauT npegocTaBieHne yciayr TUTaHusl B pecTopanax Oapax u kade
TOCTHUHUIBI?

Kak npoucxonut opranusanust 3aBTpakoB?

Kak opranusyercst o0cnykxuBaHue MUHU-0apOB?

Kak opranusyercs Room-service?

[lepeuncnure npaBuiIa 0OCITYKUBaHUS TOCTEN B HOMEpax.

OnummnTe OpraHU3alMOHHBINA TUKIT MPEOCTABICHUS YCIIYTH MUTAHUSI.
[lepeuncnure ycnoBusi, BIUSAIONIME HA KAUECTBO YCIYT MUTAHUSI.

10.OnummTe 0cOOCHHOCTH (PYHKITMOHUPOBAHUS TIPEANPUATUIA TMUTAHUS B TOCTH-

HHUIIax.



Tema 4.8. /lononnumenvnsvle yciyzu 20CMUHUUbL, HPEOOCMABIAEMblE
20CHAM 60 8PEMSA NPOHCUBAHUA

CojiepxaHue TEMBI.

OcHOBHBIE, BCTIOMOTATENbHBIE U TIOTOJHUTEIBHBIC YCIYTH TOCTHHUITBL. Oc-

HOBHbIE NOJI0)KEeHUA [IpaBuit mpegocTaBieHrss TOCTUHHUYHBIX YCIIyTr B Poccuiickon
Odenepanum.

Yenyru, mpenocTtaBisieMble TOCTSIM O€CIUIaTHO. YCIyrd, BKIIOYaeMbIe B
CTOMMOCTBH HOMEpA.

Ycnyru, npeaocTaBisieMble TOCTSM 3a JIOMOJHUTENbHYIO TUIaTy. DaKTophl,
BJIUSIIOIIME HA TUIAHUPOBAHUE JOTIOJTHUTEIbHBIX TOCTUHUYHBIX YCIIYT.

Buabl 1ONONHUTENBHBIX YCIYT TOCTUHUIIBL. BBITOBBIE yCIyTU. Y CIyTU CBSI-
3U. DKCKYpPCHOHHOE OOCTY)KMBAHHE M OpPTaHW3alus 10cyra. MeauInmHCKue yCiy-
rd. YCIyTM CHOPTUBHO-O30OPOBUTEIIBHOTO XapakTepa. TpaHCIOpPTHBIE YCIyTH.
bankoBckue u puHAHCOBBIC YCITYTH.

TpeboBaHus K KOJWYECTBY M KA4ECTBY T'OCTHHUYHBIX YCIYT, HCXOIS W3
3BE3JIHOCTH TOCTHHHIIHI.

OCHOBHBIC IOHSITUS TEMBI. JAOINOJIHHUTCIIbHBIC YCIIYTH.

KoHTpoabHBIE BOOPOCHI IO TEME:

1. Tlepeuncnure OCHOBHBIE, BCIIOMOTATENbHBIE U JOMOJHUTEIbHBIE YCIYTU TOC-
TUHULBL.
2. Kakue nonomHuTENbHBIC YCIYTH MOTYT MPEIOCTABISATHCS TOCTIM?



&

9.

[lepeuncnure ycmyru, npeaocTaBisieMble TOCTAM OeCIIaTHO.

Kakue yciryru MOTryT BKJIFOYAaThCSl B CTOMMOCTb HOMepa?

[lepeuncnure ¢pakTopsl, BAMSIONIME HAa IJIAHUPOBAHUE JONOJHUTEIBHBIX T'OC-
TUHAYHBIX YCIIYT.

Kaxkue ObITOBBIE YCIYTM MOTYT OKa3bIBaTbC TOCTHHUIIECH?

OxapakTepu3ylnTe IpeJOCTaBIEHUE YCIYT CBSI3U B TOCTUHMUIIE.

Kak opranusyercs 3KCKypCHOHHOE OOCITy)KMBaHWUE M OpraHu3alMs Jocyra B
TOCTUHULIAX.

Kakue MequIMHCKHE yCIIyI' MOTYT OKa3bIBaThCSI TOCTUHHLICH?

10.Kakue yciyru CHOpTHBHO-03JJOPOBUTEIBHOTO XapaKTepa MOTYT OKa3bIBaThCA

rocTsm?

11.Kakue TpaHCIIOPTHBIE YCIYT'H MOTYT OKa3bIBAThCSA FOCTSIM?

12.Kakne 6aHKOBCKHE U (PMHAHCOBBIE YCIYTH MOTYT OKa3bIBaThCS TOCTSAM?

13.Ilepeunciure TpeOOBaHUS K KOJIWYECTBY M KAa4eCTBY TOCTUHUYHBIX YCIYT B

N

TOCTHHHLAX PA3JIMYHBIX K&TGFOprI.

KOHTDOJIBHLIG 3aJJaHus 110 TCMC.
V rocts orenst 60IUT KCIYOOK, OH IIPOCUT Y Hac JICKApCTBO. Bamnm IIGIZCTBI/IH.

['octs mopesan nanen. Kak cienyer mocTynuTh B 3TOW CUTYalluu?

['ocrionuua N 3BOHUT B OTE€JIb W MPOCHUT AaTh UHPOPMAIIMIO O HOMEPE KOMHATHI
MTPOKMUBAIOLLIETO B TOCTUHUIIE TOCTs. Kakol cyiecTByeT nopsiioK Ha 3TOT CUeT?
['ocTrO HE MOHpPaBUIICS BUJ U3 OKHA €TI0 HOMEPA U OH MPOCUT MEPECEIIUTH €T0 B
npyroit Homep. KakoBbl JOKHBI OBITH IEHCTBUS aIMUHUCTpATOpa?

['octh coobiaet, 4To ero Homep orpadiieH. J{elcTBUS pyKOBOICTBA TOCTHHHIIBI
B JIAaHHOW CUTYaIlWH.



Tema 4.9. Ilpoueodypa evie3oa cocms

ColiepxaHue TEMBI:

[Tonubiii pacuer ¢ rocteM. TeXHOJIOTHS MPOBEACHUS PacueTOB.
Oco0eHHOCTH B3MMaHUs OILJIATHI 32 MPOKMBAHKUE B 3aBUCUMOCTH OT pacyeT-

Horo yaca. [Tonoxenus «IIpaBui npenoctaBieHus TOCTUHUYHBIX yciyT B Poccuii-
ckoil Denepanum.

Jocpounsiit Beie3n. [Ipoanenue npoxuBaHus.

[IpoxxuBanue apyrux jaui B Homepe rocts. [loauTuka oTenst B OTHOLIEHUU
IIOCETUTEIIEH.

Beinncka cuera 3a JONOJIHUTENbHBIE IIaTHBIE yciuyrd. llopua wnm yreps
rocTeM UMYLIECTBA TOCTUHHUIIBI.

JIOKYMEHTBI, 3allOJIHSIEMbIE TIPU BBIE3JE. 3ABUCUMOCTh IPOLIEAYPHI 3aMOJIHE-
HUS IOKYMEHTOB OT (opMbl oruiatel. [TpaBuiia paboTsl ¢ 0aHKOBCKMMH KapTaMHu.

BpemenHnble HOpMATHUBBI IIPU MPOU3BEACHUHN PACYETOB C TOCTEM.

OCHOBHBIC TTIOHSATHUS TEMBI. BBIC3 I'OCT:A, CUCT.

KoHTpOoJIBHBIE BOOPOCKHI IO TEME:

1. M3 xakux 3JIEMEHTOB COCTOUT pacyeT ¢ TocTeM?

N

OnuirTe TEXHOJIOTUIO TTPOBEJICHUS PACUETOB.

w

KakoBbl 0COOEHHOCTH B3WMaHUs OIJIATHI 32 MPOXKHWBAHUE B 3aBUCHUMOCTH OT
pacdeTHoro yaca?

KakoBbl neicTBUSI aAIMUHHUCTPATOPA B CITy4ae IOCPOUYHOTO Bble3ia?

KakoBbl neicTBUSL aIMUHHUCTPATOPA B CITydae MPOJJICHUS MPOKUBAHUS?

KakoB nmopsiiok onsiaTel 3a NPOXKMBAHUE APYTUX JIMIl B HOMEPE rocTs?

Kak npoucxouTt BeIMKUCKA cU€Ta 34 AOMOJHUTENIbHbBIC IIJIATHBIE YCITYTH?

o N o A

KakoB nopsi1ok omiaTel 3a UICIOPYEHHOE UJIM TOTEPSHHOE TOCTEM UMYILECTBA

TOCTUHUIIGI?

9. Kakue 0coOEHHOCTH CYHIECTBYIOT MpPH OIUIAT€ TOCTUHUYHBIX YCIYT C TOMO-
1IbI0 Bayuepa?

10.I1lepeuncnure TOKYMEHTHI, 3aMI0JHEMBIE TP BBIE3]IE.

11.Kak 3aBUCHT Mpolieaypa 3a0JHEHUS JOKYMEHTOB OT (POPMBI OTLIIAThI?



12.OnummTe npaBuia paboThl ¢ KPEAUTHBIMHU KapTaMHu.
13.KakoBbl BpeMeHHbIE HOPMATUBBI BBIMUCKU TOCTS?
14.Kax mpoucxoauT mpolierypa 3KCIpecc-BbIMUCKN?

KoHTpoJbHBIE 3aJJaHUS IO TEME:

Paccumraiite cTOMMOCTD NMPOKUBAHUS B TOCTUHUIIC B 3aBUCUMOCTH OT JaThl
¥ BPEMCHH 3ae3/1a ¥ BbI€3/1a B COOTBETCTBUH CO CJICIYIOIIMMH JaHHBIMU:
1. OnnomecTHBIN HOMep cTouMocThio 1 600 pyo.

Bae3m: 15.03 B 199, Briesa: 19.03 B 062,
2. JIByxmecTHbIi HOMep cTouMocThio 1 050 pyoO.
Bae3m: 12.03 B 139, Briesa: 15.03 B 129,
3. Howmep mrokc croumocTsio 2 500 pyO.
Bae3m: 11.03 B 239 Briesa: 16.03 B 149,
4.  Howmep mroxc croumoctsio 2 700 pyo.
3ae3m: 10.03 B 202, Brresq: 17.03 B 172,
5. Howmep moxc ctoumoctsio 2 200 pyo.
3ae3n: 15.03 B 18%. Briesa: 17.03 B 20%,
6. Homep moxc croumoctsio 1 800 pyo.
3ae3m: 19.03 B 219, Briesa: 22.03 B 23%,
7. Homep mokc ctoumocthio 3 300 pyo.
3ae3m: 15.03 B 022, Brresq: 16.03 B 152,
8. AmaptamenTtsl croumocTbio 5 000 pyo.
3aesn: 19.03 B 072 Briesa: 19.03 B 162
9. AmapramenTsl ctroumocTthio 3 000 pyo.
3aesn: 21.03 B 052 Briesn: 24.03 B 22%,
10. OpnomecTHBIN HOMEp cTOMMOCTBIO 1 350 pyo.
Bae3m: 14.03 B 16%. Beiesa: 21.03 B 1192,
11. JAByxmecTHbIil HOMep cTouMocThio 1 900 pyo.
Bae3m: 11.03 B 179 Briesa: 16.03 B 022,
12. Howmep mokc ctoumoctsio 3 000 pyo.
3ae3n: 10.03 B 20%. Briesn: 12.03 B 17%
13. Howmep moke croumocthio 2 100 pyo.
3ae3n: 17.03 B 179 Briesn: 22.03 B 17%
14. Howmep mokc ctoumoctshio 2 400 pyoO.
3ae3m: 16.03 B 109, Beieza: 20.03 B 192,
15. Howmep mokc ctoumoctsio 1 300 pyo.
3ae3n: 26.03 B 152 Briesa: 30.03 B 202,
16. Howmep moke croumocthio 2 800 pyo.
3ae3n: 17.03 B 042 Briesn: 18.03 B 162,

28



17,

18.

19.

20.

Homep mtokc ctoumoctsio 2 800 pyo0.
Bae3m: 18.03 B 219, Briesa: 19.03 B 199,
AmnaptamenTsl ctoumMocThio 7 000 pyo.
Bae3m: 21.03 B 032, Briesa: 21.03 B 20%,
AmnaptameHTbl cTouMOoCThIO 2 900 pyo0.
3ae3n: 17.03 B 062 Briesa: 23.03 B 19%,
AmnaptameHTbl cTouMocThI0 2 900 pyo0.
3ae3n: 16.03 B 162 Briesn: 17.03 B 17%
W cToYHMKY U JIUTEpaTypa o TeMe:

Pa3znen 5. Oprann3anmoHHasi CTPYKTYPa IrOCTHHUIBI

Tema 5.1. Ocnognule ciyrcobl 20cmMUHUY B
ConepkaHue TEMBbL:
OcHoBHbIE CiTyx0bI TocTHHHUIIBL. Front-ofice u Back-office. 3amauun u xapak-

TCPUCTHKH UX ACATCIBbHOCTH.



Front-ofice. OcHoBHbBIE (D)YHKIIMH M COCTaB CITY>KOBI ITPHEMa U Pa3MEIEHHSI.
OcHOBHbIE (PyHKLIMU M COCTaB CiIyKObl nuTaHus. OCHOBHbIE (PYHKIIMU U COCTaB
KOMMEPUYECKOH CITyKOBbI.

Back-office. OcnoBHbIe (hyHKIINH 1 COCTaB XO3IHCTBEHHOM CITy>KObI. OCHOB-
HbIe (PYHKIIMU U COCTaB CIyKObI 6e30macHOCTH. OCHOBHBIC (DYHKIIUU U COCTaB WH-
KEHEPHOU CITy>KObl. OCHOBHBIE (DYHKIIMU M COCTAB aJIMUHUCTPATUBHOMN CITY>KOBI.

CocTaB u Ha3BaHUE CIYKO B 3aBHCHMOCTH OT CHEIU(PUKA TOCTUHUYHOTO
npennpusitus. JOmKHOCTH U TMPOU3BOACTBEHHbIE (PYHKIIMH PAaOOTHHKOB pa3ziny-
HBIX cIyk0. JlOJKHOCTHBIE MHCTPYKIIUH.

Karteropuu nepcoHasa TOCTHHHIL: BBICIIEE PYKOBOJSIIEE 3BEHO, CpeaHee
PYKOBOJAIIEE 3BEHO, PAOOTHUKH OOCTYXHBaHUSA, pabOyre TEXHUYECKHX CIIYKO.
OcHOBHBIE (PYHKIIHH Pa3IMYHBIX KaTETOPHUH MepCOHaNa TOCTHHHUIIBI.

OCHOBHBIE IMOHATHUSA TEMbI: TOCTUHUYHAS ci1yxk0a, front-ofice, back-office.
KoHTpOoJIBHBIE BOIIPOCEHI II0 TEME:

[lepeuncnure OCHOBHBIE CITYXKObI TOCTUHHIIBI.

[epeuuncnute ciryObl TOCTHHUIIBI, OTHOCsAIIHECS K Front-ofice.
[Tepeuncnute ciy:k0bl TOCTHHUIIBI, OTHOCsIIHECT K Back-office.
OnumuTe OCHOBHBIC (DYHKITUU M COCTAB CITY>KOBI TpHEMa U Pa3MEIICHHUS.
OnumurTe OCHOBHBIE (DYHKIIUU M COCTaB CITy>KOBI MUTAHUSI.

OnummTe OCHOBHBIE (PYHKIIUU U COCTAB KOMMEPUECKOU CITYKOBI.
OnummTe OCHOBHBIE (PYHKIIMU U COCTAB XO3SIICTBEHHOM CITy>KOBI.
OnummmTe OCHOBHBIE GYHKIIUU U COCTAaB CITYKObI O€30MaCHOCTH.

©ooN Ok wdE

OnummmuTe OCHOBHBIE (PYHKITUU U COCTaB MHXCHEPHOM CITYkKOBI.

10.OnumuTe ocHOBHBIE GYHKIIUUA U COCTaB aIMUHUCTPATUBHOM CITY>KOBI.
11.Kakue ciry0bl MO)KHO OTHECTH K JOTIOJTHUTEILHBIM CITy’K0aM TOCTUHUIIBI?
12.Kak n3MeHseTCsl COCTaB M Ha3BaHME CITYXKO B 3aBUCHMOCTH OT CIIEIIM(PUKH TOC-
THUHAYHOTO TPEIITPUSATHS?



Tema 5.2. Cnyxncoa npuema u pazmeuieHus

ConepkaHHUe TEMBI:

Cnyx0a npuema u pa3MmelieHusi, ee OCHOBHbIe (pyHKIMU. COCTaBHBIC YaCTH
CIIy>)kObl TpueMa M pa3MelleHHs: ciyk0a OpoHHUpoOBaHMS, ClIyk0a HIBEHIIApOB,
clTy’k0a MOCBUIBHBIX (TMIOAHOCYMKOB Oaraxka), Ciyx0a perucrpanuu, tenehoHHas
(uHpopManMoHHas) ciayk6a. OCOOEHHOCTH B3aUMOJCUCTBUS CIY>KOBI MpuUeMa H

pa3MelleHust ¢ JPYruMu TOCTUHUYHBIMU cy>k0aMu. OyHKIIMOHATIBHBIE 00s13aHHO-
CTH paOOTHUKOB CITY»OBbI IIpUEMa U pa3MelICHUsI.

OCHOBHBIC TTIOHSITHS TEMBI. cny>1<6a nprueMa U pasMCIICHH.

KOHTpOABHBIE BOIPOCHI 10 TEME:
1. OxapakTepusyiTe OCHOBHbIE (DYHKILIUHU CITy>KOBI IpUEMa U pa3MEIICHHUS.
OxapakTepu3yiTe OpraHM3alOHHYIO CTPYKTYPY CIIyKObI ITpreMa U pa3MeIleHHUsI.
3. Ilepeuncnure 0COOEHHOCTH B3aMMOAECHCTBUSI CITY>KOBI IPUEMA U Pa3MELLEHUS C
JPYTUMU TOCTUHUYHBIMU CITY>KOaMH.
4. Tlepeuucnute GyHKUHOHAIbHBIE 00S3aHHOCTU PAOOTHUKOB CIIY>KOBI ITpUEMa U

N

pa3MelieHus.



Tema 5.3. Kommepueckan cayxicoa
ConeprkaHue TEMBI:

Kommepueckas ciyx0a, ee ocHoBHbIe (pyHKIMU. COCTaBHBIE YacTH KOM-
MEpUYECKOU CITyKObI: CiTy)0a MapKeTHUHTa, 0TAeN mpojax. OcoOOEHHOCTH B3aUMO-
JEUCTBUS KOMMEPYECKON CITYKOBI C APYTMMH TOCTUHUYHBIMU ciy:kOamu. DyHK-
ITHOHATBHBIC 00S13aHHOCTH PAa0OOTHIKOB KOMMEPUYECKOM CITYKOBI.

OCHOBHbIE MOHSITHS TEMBI: KOMMEPUYECKasl CIIyk0a.

KOHTDOJII)HI)IG BOIIPOCHI 110 TCMC!

1. Tlepeuncnure OCHOBHbIC (DYHKIIMH KOMMEPUYECKOU CITY>KObI TOCTHHUIIHI.

N

OxapakTepu3ynTe CTpyKTYypy KOMMEPUECKOU CITy>KObI TOCTUHULBI.

3. Oxapaktepu3yiite OCOOEHHOCTH B3aUMOJCHCTBUS KOMMEPUECKOH CIIyKObI C
JIPYTUMU CITyKOaMU TOCTUHULIBI.

4. Tlepeuucnaute (yHKIHOHAIBHBIE OOS3aHHOCTH PAOOTHUKOB KOMMEPYECKON

CITYKOBI.

Tema 5.4. Cnyncoa numanus
ConepxaHue TEMBbL:

Cnyx06a nutanus, ee ocHOBHbIE (QyHKIMH. COCTaBHBIE YacTH CITy>KOBI TIHTa-
HUS: KyXHS1, pecTopansbl, kKade, 0apsl, kaderepun, OaHKeTHas cyx0a, 00CTy:)KnuBaHue
B HoMepax. OpraHusainys NpeaoCTaBICHHs YCIYTU MUTaHUS MPOKUBAIOIIUM B IOC-
TuHULE. OCOOEHHOCTH B3aUMOJICHCTBUS CITyKObl MUTAHUS C APYTMMU TOCTUHUYHBI-
MU cityx0amu. OyHKIIMOHATIbHBIE 00513aHHOCTH PA0OTHUKOB CITY>KObI TUTAHMUSL.

OcHOBHBIC TIOHATHS TEMBI: CIIyk0a MUTaHus, pecTopad, kade, 6ap, 10060u-
Oap, room-cepBHC.




KoHTpoJIbHBIE BOIIPOCHI IO TEME:
1. Oxapaktepu3syiiTe OCHOBHBIE (DYHKITUU CITY>KOBbI TUTAHUS B TOCTHHUIIC.
OxapakTepu3yiTe OpraHu3aIMOHHYIO CTPYKTYPY CIIY>KOBI MTUTAHUS B TOCTHHHIIE.
3. Kak opranuzyercs mpeaocTaBieHUE YCIYTHd MUTaHUs MPOKUBAIOIIUM B TOCTH-

no

Huue?

4. Onummre 0cOOCHHOCTH B3aUMOJIECUCTBUS CIIy>KObI MUTAaHUS C JAPYTUMHU T'OCTH-
HUYHBIMH CITyKOaMHU.

5. Ilepeuncnure QyHKITMOHAIBHBIE 00S3aHHOCTH PAOOTHUKOB CITYKOBI MUTAHUS.

Tema 5.5. Xo3zaiicmeennas cnyxncoa
ConepKaHUE TEMBL:
Xo3stiicTBeHHAs CIy»0a, ee ocHOBHBbIE (yHKIMU. COCTAaBHBIC YaCTH XO35ii-

CTBEHHON CIIy’KObI: ClTy’)k0a TOPHHYHBIX, CITy’k0a yOOpKH OOIECTBEHHBIX MOMeE-
IICHUH, OTIEN 3aKyNoOK, OOCTy>KMBaHHE MUHHU-0apoB, mpadedHas. OcoOEHHOCTH
B3aMMOJICHCTBHSI XO3IHCTBEHHOW CITY>KOBI C IPYTMMH TOCTUHUYHBIMHU CITYKOaMH.
DyHKIIMOHANBHBIE 0053aHHOCTH Pa0OTHUKOB X0O35ICTBEHHON CITY>KOBI.

OCHOBHBIC TTIOHATHUS TEMBI: X035HCTBEHHAs CJIY)K68,.

KoHTpOoJIBHBIE BOOPOCHI IO TEME:

1. OxapakTepusyiTe OCHOBHBIE (DYHKIIUU XO3SIIICTBEHHOM CITy:KOBbI B TOCTUHHUIIE.

2. OxapakTepu3yuTe CTpyKTypy XO3HCTBEHHOM CIyObl B TOCTUHMIIE.

3. B 1uem cocTosT 0COOEHHOCTH B3aUMOAECUCTBUS XO3SIMICTBEHHOM CITy»KOBI C Ipy-
MMM FTOCTUHUYHBIMU CITy)KOamMu?



4.

[lepeuncnure GyHKIMOHATBHBIE OO0S3aHHOCTH PAOOTHUKOB XO3SMCTBEHHOU
CITY>KOBI.

Tema 5.6. Cnyscoa d6e3onacnocmu
ConepxkaHue TEMBbI:
Cnyx6a Oe3omacHOCTH, ee ocHOBHbIE (yHKIMU. HanpaBienust obecrnieueHus

0€30IacHOCTH TIepCcoHaja M TrocTed rocTuHUIlbl. OCOOCHHOCTH B3aMMOICHCTBUS

CI1y>kObI 0€30IaCHOCTHU C JAPYTUMU TOCTUHUYHBIMHU CITY>KOAMHU U BHEITHHUMH CTPYK-

TypaMu. OyHKIHOHAIBHBIE 00513aHHOCTH PAOOTHUKOB CITy>KObI 0€3011aCHOCTH.

no

OCHOBHBIE MOHATHS TEMBI: CTy»k0a O€30MaCHOCTH.

KoHTPOIbHBIE BOITPOCHI IO TEME:

[lepeuncnure GyHKIMH CITy>KObI 0€30MACHOCTH.

OxapakTepu3yuTe CTpYKTypy CIIy>KObl 6€30aCHOCTH TOCTHHHUIIBI.
[lepeuncnure HampaBiaeHUs oOecrieueHUs] 0€30MaCHOCTH MEPCOHANa U TOCTEH
TOCTUHHIIBI.

OnummTe 0COOEHHOCTH B3aUMOJACUCTBHUSL CIYKObI 0€30MaCHOCTH C JIPYTUMU
TOCTUHUYHBIMH CITY’)kOaMH M BHEIITHUMH CTPYKTYPaMH.

[lepeuncnure QyHKIMOHATBHBIE 00S3aHHOCTH PAOOTHHUKOB CIIYyKObI Oe3omac-
HOCTU TOCTUHUIIBI.



Tema 5.7. Huxcenepnasn ciyxncoa
ConepkaHue TEMBI:

Nuxenepnas ciryx6a, ee ocHoBHBbIe (pyHKIMH. COCTaBHBIC YacTU UHKEHEP-
HOM CITyOBI: TEXHUKO-IKCIUTyaTaI[MOHHBINA OTJEJ, KOMIIBIOTEPHAs TPYIITa, SKOJIO-
rudeckuit otnes. OCOOCHHOCTH B3aUMOICUCTBUS WHKEHEPHOU CITYKOBI C IPyTUMU
TOCTUHUYHBIMHU CIyx)0amu. DyHKIIMOHATBHBIE OOS3aHHOCTH PaOOTHHKOB WHXKe-
HEPHOM CITY>KOBI.

OCHOBHBIC IMOHSITUS TEMBI: HH)XCHCPHAsA cny>1<6a.

KoOHTpOJILHBIE BOITPOCKHI 110 TEME:

1. Tlepeuncnure ocHOBHbIE (DYHKIIMU HHKEHEPHOMN CITY>KObI TOCTUHUIIBI.

2. OxapakTepu3yuTe CTpyKTypy HHKEHEPHOM CITy>KOBI.

3. B deMm 3akimovaroTcs 0COOEHHOCTH B3aUMOCHCTBUS MHXKEHEPHOU CIIYKOBI C
APYTUMU TOCTUHUYHBIMU CITY>KOaMU TOCTHHUIIBI?

[lepeuncnure ¢GyHKIUOHAIBHBIE OO0S3aHHOCTH PAOOTHHKOB HHXEHEPHOM
CITYKOBI.



Tema 5.8. AOmunucmpamuenasn ciyxcoa
ConeprkaHue TEMBI:

AJIMUHUCTpaTUBHAsA cClly)k0a, ee OCHOBHble (PyHKIMU. COCTaBHbIE YaCTU
aJIMUHUCTPATUBHOU CIY>KOBI: OTAEN KaJpoB, CEKpeTapuar, KaHUeNspus, Oyxral-
Tepus, opuaudeckuii otaen. OcoOEHHOCTH B3aUMOJECHCTBUSI aIMUHUCTPATUBHOM
CIIY’KObI C IPyTMMU TOCTUHHYHBIMH CITy:k0aMu. DYHKIMOHAIbHBIE 00S3aHHOCTH
pabOTHUKOB aIMUHUCTPATUBHOM CITYXkOBI.

TpebGoBanust kK 0OCTYXHBAIOLIEMY IE€PCOHANY TOCTUHUIl. MeaulnHCKHIE
TpeboBanus. TpeboBaHus K MOBeACHUIO. Y HUbOpPMA.

KBamudukanus nepconana. Kpanudukanronsusie TpeOOBaHUSI K OCHOBHBIM
JOJDKHOCTSIM paOOTHUKOB TypUCTCKOM nHaycTpun. Cektop: ['ocTUHUIIBL.

TpeGoBanus K opraHu3auuu padOThl MepcoHana roCTUHUIBL. [lomoxenus,
KOTOpbIE JOJDKEH 3HAaTh KaXKIbl COTPYIHHMK: MECTOPACHOJIOKEHHE, KaTEeropuu
pa3MeNeHus, XapakKTepUCTUKAa TOCTUHUYHBIX HOMEPOB M MIPEAOCTABISAEMBIX YCIIYT,
00s3aTEeNbCTBA MO OTHOLIEHUIO K TOCTSIM.

OCHOBHBIC TIOHSTHS TEMbl: AIMUHHCTPATHBHAS CIyk0a, KBaau(UKAIIUS
repcoHaia.

KoHTpoJIBHBIE BOOPOCHI IO TEME:

[lepeuncnure OCHOBHbIE (DYHKIIMM a[IMUHUCTPATUBHOMN CITY>KObI TOCTUHHIIBI.
OxapakTepu3yite CTpyKTypy aIMUHUCTPATUBHON CITY>KObI TOCTHHUIIBI.
OxapakTepu3yiTe OCHOBHbIE (DYHKIIUU OTJIENa KaJIpOB.

OxapakTepu3yiTe OCHOBHbIE (DYHKLIMU CEKpeTapuara.

OxapakTepu3yiiTe OCHOBHbIE (DYHKLIUN KaHLEISPUU.

OxapakTepu3yiTe OCHOBHBIE (PYHKITUU PACUECTHON YACTH.

OxapakTepu3yiTe OCHOBHbIE PYHKIMU IOPUANYECKOTO OTIENA.

0N O WNE

B uem 3akimoudaroTCsi OCOOEHHOCTH B3aMMOJEHUCTBUS aJIMHHHCTPATUBHOM
CITy>KOBI C APYTUMHU TOCTUHUYHBIMH CITy)KOamMu?

9. Ilepeuncnure QPyHKIIMOHAIbHBIE 00SI3aHHOCTH PAa0OTHUKOB aIMUHUCTPATHBHOM
CITYKOBI.



Pa3nen 6. O6ecnevyeHue KayecTBa 00CIY:KMBAHUSA

Tema 6.1. Ilonamue kauecmea 00CayHcueaHus
ConepxaHue TEMBI:

ITonsTue Ka4yeCTBa, OCHOBHLIC TCOPUU KAa4YCCTBA. KauecTBO YCIIyIu: TCXHHU-

yeckoe U (pyHKIMOHAMBbHOE KadyecTBO. [lokazaTenu kadecTBa oOciyxuBaHus. Tu-
MBI peaKInii moTpeduTenel Ha KaueCTBO 00CTyKMBaHUSI.

CocTraBHbIE 4aCTH NpoLIECcCa YIIPABICHUS KA4€CTBOM TOCTUHUYHBIX YCIIYT.

Opranuzanus OLEHKH Ka4yeCTBA YCIYTH: MHCTPYMEHTAIbHBIM METOMA, METOJ
KOJIMYECTBEHHBIX OLIEHOK, KCIIEPTHBIA METOJ.

[ToHsiTHE YIOBIETBOPEHHOCTHU rocTs. CUCTEMA OLIEHKHU yIOBIETBOPEHHOCTH.
HanpaiieHust oLeHKU yAOBIETBOPEHHOCTU TOCTS: HAOJIOJIEHUE, aHKETUPOBAHUE,
aHaJIn3 (PMHAHCOBBIX MOKa3aTeNEH, )Ka0OBI.

OCHOBHBIC ITOHSATHS TEMBI. Ka4CCTBO, KAUCCTBO YCIYyI, TCXHUYCCKOC Kadc-

CTBO, Q)YHKHHOHaJ'H::HOC Ka4CCTBO, YAOBJICTBOPCHHOCTDL I'OCTH.

KoHTpOoJIBHBIE BOOPOCKHI IO TEME:

JlaiiTe onpeneneHne NOHATHS «KAYE€CTBO YCIYTH.

W3 yero cocTouT TEXHUYECKOE U (PYHKITMOHAIBHOE Ka4yeCTBO yCIyru?
[lepeuncnure mokazaTeynu KauecTBa OOCITYKUBAHMUS.

[lepeuncnuTe TUIBI peakivii OTpeOUTeNel Ha KAYECTBO OOCITYKUBAHUSI.

ok wWwNhE

Ha3zoBuTe cocraBHbIE 4acTH MPOIIECCA YNPABICHUS KaYE€CTBOM TOCTHHUYHBIX

YCIIYT.

6. OxapakTepusyiTe METO/bl OIICHKH KAa4eCTBa yCIYT'H: MHCTPYMEHTAJIbHBIN Me-
TOJ, METOJT KOJIMYECTBEHHBIX OLIEHOK, YKCIEPTHBIA METO/I.

7. JlaiiTe onpeneneHue MOHITUS «yI0BIETBOPEHHOCTb TOCTS».

8. Kakx MOXHO OIEHUTH yJIOBJIETBOPEHHOCTD TOCTSI?



Tema 6.2. Texnonocuu 2ocmenpuumnozo noeeoeHus
ConepxkaHue TEMBI:

TpeOGoBaHus K nmepcoHany KOHTAKTHOM 30HBI TOCTUHUIIBI. OCHOBBI Mpodec-

CHOHAJIIBHOM 3THKU M 3THUKeTa. KopriopaTtuBHas KyJbTypa U €€ BIMSHHUE HA Kade-

CTBO KOHTAKTHBIX B3aUMOJICHCTBUH.

Monens nmoBenenus «Yes, I can!y

CniocoOsbl pearupoBaHusd B KOH(i)J'II/IKTHBIX CUuTyaluusix. TexHonorus ITIOBC/IC-

HUs B KoHuukTe. ClieHapuu UCTIPABJICHUS POOJIEMHON CUTYAIIHH.

W N

© N o s

OCHOBHBIC ITIOHSITHUS TEMbI. KOHTaKTHAas 30Ha, KOH(I)J'H/IKTHaSI cuTtyanus.

KoHTpOJIBHBIE BOOPOCHI IO TEME:

[lepeuricnure OCHOBHBIE TPEOOBAHUS K IEPCOHATY KOHTAKTHOM 30HBI TOCTUHUIIBI.
Kak npodeccronanbHas 3TUKa BAUSET Ha IPOLECC 00CITYyKUBaHUS TOCTA?

B yem 3akiroyaercs BIMSHHE KOPIOPATUBHOW KyJNbTYpPhl HAa KayeCTBO KOH-
TaKTHBIX B3aUMOJICUCTBUN?

OxapakTepu3yiTe MOJIENb MOBEICHUS paOOTHHUKA TOCTUHUIIHI «Yes, | can!».
Kakue cniocoObl pearpoBanusi B KOH(IUKTHBIX cUTyalusx Bel 3Haere?
OnuimTe TEXHOJIOTUIO MOBEIEHHS B KOH(IMKTHBIX U HECTAHIAPTHBIX CUTYALIUSIX.
[lepeuncnure cueHapuu UCIPABICHUS MPOOJIEMHON CUTYALINH.

B orenb 3BOHUT MOCTOPOHHUM U MPOCUT AaTh MH(OPMAIIMIO O HOMEPE KOMHATBI
NPO>KMBAOLLET0 B TOCTUHMIIE TOCTs. Kakoi cyliecTByeT NopsI0K Ha 3TOT cYeT?
[Tpousnecute ¢dpa3y NpuBETCTBUS onepaTopa TeaePOHHOU CIYKOBI pU oOpa-
IICHUH KJIMEHTAa B TOCTUHUIY (Ha PyCCKOM, aHIJIMICKOM SI3bIKAX).

10.Kakue aeiicTBus IpeAnpUMET MEHEIKEP CIIYKObI IpreMa U pa3MelIeHuUs, €CIIH

rOCTIO HE MOHPABWICS BHUJ U3 OKHA €r0 HOMEpPA, U OH MOMPOCUT TepPecesnuTh
€ro B Apyrou Homep?

11.Kak cieayeT mOCTYNUTh B CUTYallMW, €CJIH TOCTh COOOLIWJI, YTO €ro HOMEp

orpabiien?
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12.Kak nomkeH ce0si BECTU COTPYAHHK TOCTUHUIBI M KaKHe€ PEKOMEHIAINH eMY
HE0O0XOMMO 3HATh, €CJIU TOCTh MOAAET KaI00y?

Tema 6.3. Tpebosanus, npedvsagiaemole K paGOMHUKAM 20CHUHUbL
ConeprkaHue TEMBI.

TpebGoBanus kK 00CITyXHBAIOIIEMY MEPCOHATY TOCTUHUIIBI: KBaTU(UKAIU,

MOBEJICHUE, MEAUITMHCKUE TpeOoBaHusI, TPeOOBaHMS K BHEIIHEMY BHUIY PaOOTHH-
KOB TOCTHHHIIBI.

O3HakoMJiIeHHE paOOTHUKOB TOCTHHUIIBI C MPAaBUIaMU BHYTPEHHETO Pacro-
psanka. Madopmarnusi, KOTOpYIO TOKEH 3HATH JIFOOOW paOOTHUK TOCTUHHUIIBI.

TpebGoBanus k mpodeccHoHaTBLHBIM KadecTBaM PaOOTHUKA TOCTHHHIIBI.

OCHOBHBIC MOHSTHS TEMBI: MPO(PECCHOHANBHBIN CTaHAApT, KBaTU(UKAIIISI

nepcoHa’a, NpaBujia BHYTPEHHETO paclopsIKa.

KoHTpoaBHBIE BOOPOCKHI IO TEME:

[lepeuncnure rpymniibl TpeOOBaHUN K OOCITY>KUBAIOILIEMY TIEPCOHATY TOCTHHHUIIBI.
Kakue TpeboBanus mpeabaBiIsIOTCS K KBaTu(UKau pabOTHUKOB TOCTHHHULIBI?
Kakue TpeGoBanms MPEIbABISIFOTCS K BHEITHEMY BUAY PaOOTHUKOB TOCTUHUIIBI?
Kakue TpeboBanus NpeabsABISIOTCS K NOBEIEHNIO PpAaOOTHUKOB TOCTUHHULIBI?
Kakne menunmHckue TpeOOBaHUs MPEIbABISIOTCS K paOOTHUKAM TOCTHHUIIBI?
Kakue tpeGoBaHus npeabsBistoTcs K yHUu(popme paOOTHUKOB TOCTHHUIIHI?

No ok owhE

Kakum 00pa3zom MpoucxoguT 03HAKOMJIEHHE PAaOOTHUKOB TOCTUHULIBI C MPaBU-
JJaMH BHYTPEHHETO pacropsiaka?

©

Kakyro nadopmaliuo 10JKeH 3HaTh 10001 paOOTHUK TOCTUHUIIHI?
Kakumu npodeccCHoOHaAIbHBIMU U JIMYHOCTHBIMHM KaueCTBAMHU JIOJDKEH 00J1a1aTh
pabOTHUK TOCTUHUIIHI?



CUTYATHUBHBIE 3AJTAYHN

CuryaruBHas 3aga4ya Nel.

OTkppIBaeTCS KPYNHbIM TOCTUHUYHBIN KoMIuleke Ha 500 HOMEpOB, OPUEHTH-
POBaHHBIN HA MIPOBEIEHUE KOHIPECCOB U 0OCITYXHBaHUE OM3HECMEHOB. B rocTunuie
UMEIOTCSl 0acCeilH, TpEeHaKEPHBIN 3aJl, KHHOKOHLIEPTHBIN 3al, pecTopaHbl, Oy(]eTsl,
0apsl. [IpennoxuTe OpraHu3aluOHHYIO CTPYKTYPY YIPaBICHHS TOCTUHHILIEH.

CuryatuBHas 3agauya Ne2.

OTtkppeIBaeTcst yacTHas roctuHuIa Ha 30 HOMEpPOB, OPUEHTUPOBAHHAs HA 00-
CIIy’)KUBaHUE TYPUCTHYECKUX TIPYII, KOTOPBIM IIpEIaraercs MpeaoCTaBIIsATh
yCIyTy MO pa3MEUIeHUIO U MUTaHUIO (3aBTpak). BBuny orpannueHHocTH (QUHAH-
COBBIX CPEJCTB IITAT COTPYIHUKOB JIOJDKEH ObITh MUHMMaJIbHbIM. Pa3zpaboraiite
OpPraHU3aLMOHHYIO CTPYKTYPY YIIPABJICHUSA TOCTUHULIEH.

CuryaTuBHas 3agaya Ne3.

KpynHblii TOCTUHUYHBINA TYPUCTCKHIM KOMILIEKC, PACIOJIOKEHHBIM Ha 1o0e-
pexbe, B KuwioMeTpe oT cebs orkpbiBaeT ¢unuan Ha 40 HOMEpOB, OpH-
€HTUPOBAHHBII HAa HU3KOAOXOJIHYIO I'PYIIy TypucTOB. CaM TOCTHHHUYHBIA KOM-
IUIEKC UMEET CIy>KObl MpHeMa U pa3MELEHUs] KIUEHTOB, yIPaBICHUs] HOMEPHBIM
¢doHI0M, OOILIECTBEHHOTO MUTAHMs, YIPABICHUS MEPCOHAJIOM, KOMMEPUYECKYIO U
aJIMUHUCTPATUBHYIO CJIy>)KObI, BCIIOMOTATEJIbHbIE W JIOMOJHUTEIbHBIE CIIYKOBI.
ITpenmnonaraercs, 4ro ¢guinan OyaeT NPeaoCTaBiIsATh YCIYyTHd IO PAa3MEIICHUI0 U
NUTaHWIO (TOJIHBIA TAHCUOH). Pa3paboTailTe OpraHU3alMOHHYIO CTPYKTYpPY
YIPABJICHUS TOCTUHULEH.

CuryaTuBHas 3agaua Ne4.
VY rocts orenst 6ONMUT KEITyJOK, OH TpocuT y Bac nekapctBo. Bamm neii-
ctBus. ['ocTh nmopesan naneu. Kak ciaeayer mocTynuTh B 3TOW CUTyallun?

CuryaTuBHas 3agada NeS.
I'ocnogun N 3BOHUT B OTEJb M MPOCUT AAaTh MH(GOPMAIIMIO O HOMEPE KOMHAThI
IIPOKMBAFOLLIET0 B TOCTUHUIIE TOCTs. Kakoil cyliecTByeT Nopsa0K Ha 3TOT CUeT?

CuryaruBHas 3aga4ya Ne6.
['ocTio HE MOHpaBWICA BHUJ M3 OKHA €r0 HOMEPA M OH MPOCUT MEPECENUTH
€ro B Apyrou Homep. JlencTBus agMuHUCTpaTOpa.



CurtyaTtuBHas 3agaya Ne7.
I'octh coobmaer, 4To ero Homep orpadsieH. JlelcTBUS pyKOBOJICTBA TOCTH-
HUIIBI B TAHHOW CHUTYallUH.

CuryaruBHas 3aga4ya Ne§. MblibHast HCTOpUS
DTO NaBHsIs, HO peajibHas NEepenucKa aIMUHUCTPAUN HEKOETO JIOHAOHCKO-
ro oTensd ¢ OJHUM M3 rocred. Ilopa3mbIcauB, rOCTUHUIA BCE-TaKW peEIIUia €€
ormy0auKoBaTh B rasere Sunday Times, dem 3aciykuia BceoOllee yBaKeHHE 3a
CaMOUPOHHUIO.
**k*
YBaxkaemasi TOpHUYHAA, TIOXKATYHCTa HE KJIaIUTEe MHE B BaHHYIO (pupMEHHOE MBI-
70 Bamero orens. S mpuBe3 ¢ coboii cBoe cobcTBeHHOE MbuTo Mapku Dial. TToxa-
JyWCTa, YHECUTE IIECTh HEUCIOJIb30BAaHHBIX KYCOUKOB MbLIA C MOJIOYKH O]
mKaQIUKOM U TPU KyCOUYKa U3 IymieBoi Kabuabl. OHM MHE MEIIAIoT.
Cnacu6o, C.bepman.
**x*
YBaxaemblii HOMep 635, 51 He Bala oOblyHas ropHu4Has. OHa CeroAHs B3sila BbI-
XOJIHOM U BepHETCs B yeTBepr. S 3abpasna Tpu MbuIa U3 AyHIEBOW KaOWHBI, KaK BbI
npocwid. Te mecTh KyCOYKoB 51 yOpalia ¢ MOJOYKH, YTOOBl OHU BaM HE MEIIAJIH.
Wx s monoxuna Ha KOPOOKYy ¢ OyMaXKHbIMHM cajipeTKaMu, Ha Ciydaid, €Clu BbI
BIpYT nepeaymaere. Tyaa s Mooxuia eme TpU Kycouka, TaKk Kak M0 MHCTPYKLIHUU
MBI JIOJDKHBI KJIacTh 1O TPU KyCOYKa MbUIa B KaX/blii HOMep exenHeBHo. Hane-
I0Ch, YTO TEIIEPh BCE B MOPSIJIKE.
Karu, ropanuHas.
**x*
YBakaemasi TOpHUYHAsI, HAJICIOCh, YTO BBl — MOSI OOBIYHAs ropHUuYHas. Katu Bawm,
HaBEpHOE, HEe cOO0IIMIa 0 MOeH pockOe o MOBOY MbLIa. Buepa Beuepom, Kornaa
s BEPHYJICS B HOMED, BBISICHUJIOCH, YTO BHI TIOJIOXKIIIN TPU MaJIeHbKUX MbuTta Camay
Ha NOJIOUKY noj Imkaduukom. S Oydy B BalieM oTese >XUTh 14 nHel, mostomy s
npuBe3 ¢ coboit cBoe codcTBeHHOE MbLTO Mapku Dial. To ecth, Te mecTh KyCOYKOB
MbLJIa Ha MOJ0YKEe MHE He MoTpeOytoTcs. OHM MHE MEIaloT, MPOIILY Bac UX 3a0parth.
Cmacu6o, C.bepman.
**k%x
VYBaxkaemblil muctep bepman, meHemxkep orenst Muctep I'puH cooOIIMI MHE CEro-
TTHSL yTPOM, YTO BBl 3BOHUJIM €My BUYepa BEUEPOM M BBIpaKald HEJIOBOJILCTBO CEP-
BHCOM B cBoeM Homepe. [loaTomy s ompezenuia BaM HOBYIO TOpHUUHYIO. [Tpumu-
T€ MOM M3BMHEHMS 3a MpUUMHEHHbIE HeynooOcTBa. [lo Bcem Bompocam, moxkanyii-
cTa, oopamaiTech mpsmo ko Mae. 3BoHuTe 1108 o1 8.00 10 17.00.



Cmacu6o0. D71eH, aIMUHUCTPATOP.
**k%*
YBaxkaemasi DJeH, CBA3aThCs C BaMU IO TeJeQOHY 5 HE MOT'Y, TOTOMY YTO YTPOM
yX0Xy B 7.45, a Bo3Bpamarochk Tojbko B 18.00. iMeHHO T03TOMY 51 BU€pa BEUepOM
3BOHMJI MHCTepy ['puHy. Bbl kK TOMy BpeMeHnu yxe ynum. S ero mompocwui 4ro-
HUOYAb cleiaTh B OTHOLICHUH 3TOro Mbuia. HoBasi ropHUYHAs, KOTOPYIO BBl MHE
ONPENENHIIN, JOHKHO OBITh MMOCUMUTANIA, YTO Sl TYT MEPBBIA A€Hb, IOTOMY YTO OHA
MOJIOKUJIA TPU KyCOUYKa MbLja B MKa(pUUK U, €CTECTBEHHO, TPU B JYLIEBYIO KaOu-
Hy. Becero nuiib 3a maTh qHEH MpeObIBaHUS y MEHS CKONMWJIOCH HENbIX 24 Kycka
Baiiero Mpuia. He moHnmaro, 3a4em BbI 3TO JIETIAETE.
C. bepman.
**kk
VYBaxkaembiii Muctep bepman, Bameil roppuuHoid Katu ObuM 1aHBl MHCTPYKIUH,
yTOOBI HOBOE MBLJIO OHA BaM OoJIbIlIe HE KJiajia, a Bce JuinHee 3a0pana. Co BceMu
BOIIpOCaMH, MoxKajyiicta, oopamaiitech ko mMHe 1o tenedony 1108 ot 8.00 mo
17.00.
Cnacu60. D1eH, aAMUHUCTPATOP.
**k%*
YBakaeMbiii muctep ['puH, nmponano Moe TyanerHoe Mbuto Mapku Dial. M3 moero
HOMEpa MCUe3JI0 BCe MBLIO, BKIItoYasi Moe coocTBeHHOe MbUT1o Mapku Dial! Buepa
BEYEPOM MHE MPHIILIOCH 3BOHUTH Ha eCeption u mpocUTh MPUHECTH MHE MBLIO.
MHe npuHec/In YeThIpe MaJeHbKHX Kycouka Mbuta Cashmere Bouquet.
C. bepman.
**k*
YBaxxaemblit muctep bepman, st cooOmui HameMy agMUHUACTpaToOpy DJIEH O Ba-
nieil npodieme ¢ MpuioM. He Mory moHsiTh, moueMy B BallleM HOMEpPE MOIJIO He
OKa3aTbCsl MbLIA, MIOTOMY YTO FOPHUYHBIE JAOJKHBI KaXAbI JIEHb KJIACTh B KaK-
JbIi HOMEp 1Mo TpH Kycouka. Obemiatro BaMm Bce ucnpaBuTh. [IpumMute Mou u3BHHE-
HUS 32 IPUYMHEHHBIE HEYA00CTBA.
Maptun ['pun, MeHeTKED.
*kk
YBaxkaemast D1€H, KTO MOT MOJIOXKUTh B MO HOMEP IATHAECAT YETHIPE MAJIEHBKHUX
mbu1a Camay? Sl oOHapyXui UX TaMm, BEpHYBLIMChH Buepa BeuepoM. MHe He HyX-
HBI TSATHJECAT YEThIpe Kycka Mbuia Camay, s Xouy MoJy4yuTh OOpaTHO CBOE MBLIO
mapku Dial. Bel moHumaere, 4Tto y MEHS TYT MATHICCAT YEThIpE KyCKa BaIllero
mbu1a? Bee, 4To MHE HY»HO, 3T0 Moe MbLIo Mapku Dial. Iloxanyiicta, BepHHTE
MHE €T0.
C. bepman

**k*k



YBaxaembiii MucTep bepMan, BbI )KaJIOBAINCh HA U3JIMIIHEE KOJIUYECTBO MbLIA B
CBOEM HOMEpE, MOATOMY 51 Bce yHecna. [loTom Bl kanoBanuch MUCTEPY | 'puHy,
YTO y BAC HET MbUIA. Sl BEpHYyJa Bce ABAAIATh YETHIPE KyCOUKa, KOTOPbIE YHOCHUIIA,
U 100aBuIia eIe TPU HOBBIX, KOTOPBIE MOJIAratoTCsl KKbIN 1eHb. O 4eThIpex Kyc-
kax Cashmere Bouquet st Hudero He 3Hato. Bama ropauunas Katu HaBepHOe He
3HaJa, YTO s YK€ BEpPHYJIa BaM Balll€ MbLIO, U MMOTOMY TOXE IMPUHECTA ABAIIATh
yeThipe Mbuta Camay 1Ioc Tpu HOBBIX. He 3Haro, mouemMy BBI PEIITWINA, YTO HAII

OTeJIb JaeT KIMEHTaM OoJbIre Kycoukd Mbuta Mapku Dial. OnHako MHE ynanock

HalTH MBLIO |VOry, KOTOpOE 51 TaKkKe OCTaBHIIa y BaC B HOMeEpe.

DJeH, aIMUHUCTPATOP.
**k%*

VYBaxkaemas rocroxa JJieH, sl X0TeJ Obl COOOUTUTh BaM O COCTOSIHUU 3aIacOB MbI-

Jla B MOEM HOMEPE Ha JAHHBIM MOMEHT. Ha ceroaHsImHui 1eHb:

- Ha TIOJIOYKE TIOJ] IMKA(PYMKOM BOCEMHAINATh KycoukoB Camay B deThIpex
CTOJIOMKAX MO YEThIPE U OJTHOM IIO /IBA;

- Ha KOpoOKe ¢ OyMakKHBIMH caipeTKaMu OJUHHAAIATh KycoukoB Camay B AByX
CTOJIOMKAX IO YEThIPE U OJTHOM 110 TPH;

- Ha OenbeBOH KOp3WHE OJUH CTOJIOMK ¢ Tpems Kycoukamu Cashmere Bouquet,
OJIMH CTOJIOWK C YeTBIpbMS Kyckamu IVOry m Bocemb KycoukoB Camay B IBYX
CTOJIOUMKAX MO YETHIPE;

- B mKadUuKe YeThIpHAAIATh KycoukoB Camay B TpeX CTOIOMKaX IO YEThIPE U
OJIHOM TIO JIBQ;

- B JIyIIE€BOM KaOWHE mIeCTh KycO4YKoB Mbl1a Camay;

- Ha CeBEpO-BOCTOYHOM YTy BaHHBI 01HO MbLTO Cashmere Bouquet;

- Ha CeBepo-3amaJHOM YTy BaHHBI MIECTh KycOUKoB Camay nByMsi CTOJIOMKaMU
0 TPH IITYKH.

Korna Katu 6yner youpaTbcs B MOEM HOMEpE, NOKaIyicTa, MOMPOCUTE €€, YTOOBI

BCE CTOJIOMKH OBLIIM KaK CleyeT BhIpOBHEHHKI. [lepenaiiTe et Takke, 4TO CTOIOUKH

M0 YEThIpe UMEIOT TEHJCHIUIO pa3BauBaThCcsa. OCMENIOCh BHECTU MPEJIOKECHUE:

Bce OyayIue MOCTaBKU MbLIA OCYIIECTBIISATh Ha MyCTOM MOJOKOHHUK B BAaHHOU. S

Ky cebe 6osbioe Mbuto Mapku Dial, kotopoe xpaHio B ceiide oresst Bo uzbe-

JKaHUE HEJI0pa3yMEHHM.

C. bepman.

Bonpocuwi:

1. B uewm, Ha Bam B3risz, 3akitodaetcs mpodiaema?

2. Kaxkue mepsl crie1oBano npeanpuHsITh?

3. Kax 651 Bbl mocTynuiam Ha MecTe y4aCTHHKOB Ipoliecca’?

4. Kak caenatb Tak, 4TOObI TAKUX CUTYAIlUd B OTEJIE HE BOSHUKAJIO?



CuryatuBHas 3aga4a Ne9. CnpaseajmBas oniara Tpyaa

Puuapn — crapiumii MeHepKep KpyImHOTO OTessi BCEMUPHO U3BECTHOM CETH.
B ero nogunHennn Haxo sATCA 4 MEHeIKepa OT/ieNa, CEeKpeTaph U CTaplIui aaMu-
HUCTpATOp 0OCIY>KHBAIOIIEro MepcoHana, Mamk. Mok HEemocpeICTBEHHO OTBe-
yaeT 3a paboTy mITaTa YOOPIIMKOB OOIIECTBEHHBIX MOMEIIECHUI B TOCTHHHIIC.
Mbmx npopaboTana B TOCTUHHULE YK€ OoJblie 25 JeT ¥ BCeraa oTBedasna 3a 3TO0
HaIlpaBJICHUE.

Puuapna cumraet, 94To mTaT yOOPIIMKOB BBIMOIHSIET OUYEHbh MHOTO PaOOTHI H
IIpU 3TOM UX 3apaboTHas IulaTa O4eHb HHU3Kas. BMecTo TOro 4ToObl peuuTh 3TOT
Bonpoc odunmanbHo ¢ HR-0TA€710M rosIoBHOTO 0(hrca TOCTUHUIIBI, BO3MOKHO 4e-
pe3 cepbe3Hble 0aTauu, OH PelIaeT ATy IPOoOIEeMy CaMOCTOSTENBHO.

Korga Mamx o0cyk1aeT mopsiiok U Bpemsi paboThl ¢ yOOpIIMKaMu, BhICKA-
3BIBACT UM KPUTHUYECKHE, NUCITUIUIMHAPHBIC 3aMEYaHMsI WU TTPOCHUT BHIMTH Ha pa-
00Ty CBEpX ycTaHOBJIEHHOTO rpaduka, Puuapa oueHb 4acTO BMEIIUBAETCA B 3TOT
npouecc. Cirydaercs Jaxe Tak, YTO OH MOKET OTMEHHUTh €€ PaclopsKEHUs OTHO-
CUTEJILHO PabOTHI yOOPIITMKOB.

Omrymasi HeTJacHYO MOJJEPKKY Puyapna, HEKOTOpbIe YOOPIIUKHU Jaxe U
He OECIOKOSTCS MO MOBOAY, YTO MX OOSKYT pabdoTarh cBepxX rpaduka, U MHOTIA
Jlake MOTyT ce0e TMO3BOJIUTh HE BBIUTH Ha pabOTy Ha BpeMs JOMOJHUTEIbHOU
Harpy3KH.

Puuapn takxke cam MOJNMUCHIBAET JIUCTHI paboyero BpeMEHU yOOPIIUKOB U
MHOT/Ia MO3BOJISIET UM BIUCHIBATh T€ Yachl pabOTHI, KOTOPhIE HA CAMOM JIeJIe€ OHU
HE OTpaboTaysivi. B HEKOTOpHIX ciydasix, Korja MepepadoTOK y TOTO WM WHOTO
yOopiirka He ObUIO, OH BKJIFOUAET B OIUIATy OOBIYHBIE YacChl pabOTHl KaKk padoTy
CBEpPXYPOUYHO, KOTOpasi OIIayuBaeTcs 4yTh BhIIe. MHOTHE yOOPIIMKH, paboTato-
IMe B oTeNe, U3 OCMHBIX CEMEl 1, KOHEUHO, OUeHb HYXKJAIOTCS B JICHbIaX.

Kpucrodep, oavH n3 MEHEKEPOB OTNENA, Y3HA O HECOOTBETCTBHM Pealb-
HO OTpabOTaHHBIX pabOYUX YACOB OIUIATE€ OT OJHOU M3 yOOpUIUIl, KOTOPOH 3aria-
TUJIM 32 pabOTy Ha BBIXOJIHBIX, TOT/Ia KaK B PEAIbHOCTH OHA HE Jieyiana 3Ty padoTy.
Ee BooOmie He ObL10 Ha paboTe HU B CyO0OTY, HU B BOCKPECEHbE.

Chlo, erie ouH MEHEIDKEp OT/eNa, TakKe y3Haiaa 00 AToil cxeme oT MakK.
Korma Ceio ctana o0cyXnath ¢ HeM 3TOT BOmpoc, M3k ckaszalia, 4TO OHA CUHTA-
€T, 4YTO CO CXEMOM OIUIaThl, peain3yeMor Puuapaom, Hamo 4To-TO Aenarh, HO...
«Ho» cocTostsio B TOM, 4TO OHa 00sij1ach TOBOPUTH 00 3TOM € KEM Obl TO HU OBLIO.
Mbmx cama omnacanack 3a cBoe MecTo paboTel. HecMoTps Ha TO, 4TO OHa Ipopado-
Taja B 3TOM FOCTUHUIIC yKe 25 JIeT, y Hee He ObLJI0 He0OXOIMMOTro YpPOBHs 00pa-
30BaHMsI, TIO3TOMY HU OJIMH JIPYTOil OTENIb HE B3sJ1 ObI €€ Ha padOTy Ha aHAJIOTHY-
HYI0 O3ULHUIO.



Kaxoe-to Bpemst ciiyctst Kpucrodep u Coio, cuns 3a yankoit kode B oqHOM
13 0apOB rOCTHUHUIIBI, O0CYXIAIH ATy MPOOIIEMY:
- Jla, 3TO y»acHO, HO 51 HE MOTY B 3TOW CUTyallud HUYETO NpeAnpuHATh. 1
BOOOIIIE, 3TO HE MOs ITpo0dIIeMa, - BbICKa3ajla CBO€ MHEHHUIO Chblo.
Kpuctodep ne Obu1 Tak yBepeH. OH XOTeN 4TO-TO MPEANPUHATH U O0AYMBI-
BaJl CBOM JICWCTBUS HE3aBUCHUMO OT TOTO, YTO 3Ta MpoOiieMa HE BXOAWUT B cdepy
€ro KOMIIETEHIIUHN U JOKHOCTHBIX O0S3aHHOCTEH M, BOOOIIE, TEXHUUYECKH ITO HE
ero mpobiema.
Bonpocewt:
1. Kak BBl cuutaere, Puuaps ycnemHo MOTUBUPYET OOCITYKMBAIOIIUN MEPCOHA
TOCTUHUIIBI K paboTe?
2. Kakme ommbKu OH qOMyCKaeT B CBOCH pabote?
3. Eciu Ob1 BBl Obimu Ha MecTe Chio i Kpucrodepa, xkakue Obl ASHCTBUS BBI
pEANPUHSIN?
4. Kak Bamm JeHCTBHS U BCSI 3Ta UCTOPUS CBSA3aHBI C BOIPOCAMH STUKH?

CuryaTuBHas 3aga4a Nel(. Toprossbie niomaamn

KpymnHast poccuiickasi KOMIaHHUsS CTOJIKHYJIACh € TMpoOsieMoit 3(pPpekTUBHOTO
WCIIOJIB30BaHUs MPUHAJIEKAIIMX € TOProBbIX IUIomaned. KoMranus Biageer Ha
npasax apeHaaropoB 10 000 merpoB TOproseix Iomanen B r. Mockse. Ha moma-
JISTX pacIoyioXKeHbl HeOobie OyTuku. HecMoTpst Ha Xopoliiee MecTOpacoioKeHUE
TOPrOBOTO KOMILIEKCA - BOJIM3U OT METPO, HA MEPECECUCHUN KPYITHBIX aBTOMarucTpa-
JIEN, HENAJIEKO OT LIEHTPa ropojad, TOProBbI€ IUIOIAAN KOMITAHUM MAJIONOCEIIAEMBI.
bonee Toro, IMpeKTOp KOMIAHUU OTMEYAET, YTO B IOCJIECAHEE BPEMS JIEATEIBHOCTh
KOHKYPEHTOB aKTUBU3UPOBAJIACh, ITOSBIIIFOTCS HOBBIE TOPTOBBIE CETH.

Komnanus mpITaach penuTh CyIECTBYIONIYIO TPOOJIEMY, UCTIONB3Ysl pa3iny-
HBIC CTpaTeTyH, HO HUA OJIHA U3 HUX HE OKazasiach A(()EKTUBHON U HE MPUBENA K yBe-
JIMYEHUIO MpuObLTH. KOoMITaHus nbITagach peajin30BbIBATh CICAYIOIINE CTPATETHH.

Crparerus 1. Kommanusi mpoOoBajia CHMXXKaTh apeHAHYIO IJIaTy 3a METpP
ToproBoi mionaan. CTOMMOCTbh OJJHOTO KBaJpaTHOTO METPa TOPTOBBIX IJIOIIAIEH,
npejiaraeMbpiXx KoManuen, cocrapiset 250 goyut. Torga kak, CTOUMOCTh OJHOTO
KBaJIpaTHOTO METpa B «OOWKHMX» TOPTOBBIX KoMILiekcax cocraBiser oT 2000 mo
3000 momi. 3a KBaApaTHBIA METP.

Crparerus 2. KoMnanus neiTajgach NpUBJI€Yb HA TOPrOBBIE IUIONIAIA CBOETO
KOMIIJIEKCA Mara3vHbl, peaanu3ylolue U3BECTHbIE TOPrOBblie Mapku. OQHAKO KOM-
MaHusl HE CMOorJa coOpaTh MPEACTaBUTEILHOIO COCTaBa KPYMHEHUIIMX TOPTOBBIX
Mapok. [loTeHImanpHble NapTHEPHI HE J1aBajl CBOE COTJIACUE HA OTKPBITHE Mara-
3UMHOB B TOPrOBOM KOMILJIEKCE, MOTUBUPYS CBOM OTKa3 OTCYTCTBUEM TapaHTUU



«CTaTyCHOTO coceacTBa». [loTeHIManbHble MapTHEPHl TpeOoBalM OOECTEUYUTH
PAacIoNIOKEHUE CBOETO Mara3uHa psiioM ¢ Ha3BaHHBIMU UMHU TOPTOBBIMH MapKaMH.

Ha nanHOM 3Tare neperoBopsl ¢ MOTEHIIMAILHBIMU TApTHEPAMH aKTUBHO HE
BEIYTCSI.

PyKkoBO/ICTBO KOMITAHUN PELINIIO HAHSITH HOBOTO COTPYAHHMKA - MEHEKepa
10 Pa3BUTHUIO TOPTOBOTO OM3HECA, KOTOPBIA CMOT ObI MPEATIOKUTh U PEaI30BaTh
3¢ (HEKTUBHYIO CTPATETHIO Pa3BUTH TaHHOTO HAIIPaBJICHUS OM3HECa KOMITAHUH.

Bawa 3a0aua: npennoxuts pasHooOpasHbeie cTpaTeruu 3)(eKTUBHOTO HC-
NOJIb30BAHUS TOPTOBBIX IJIOMIAJEH C TE€M, YTOOBl MAKCHUMAaJIbHO YBEIUYUTH IMPH-
OBLITb KOMITAHUU.

CuryaTuBHas 3aga4a Nell. Padora B HoBblii roj

B KkpynHOi1 rocTHHMIIE TEPCOHAN HE COIVIAIIAETCA BBIXOJUTh B HOBOT'OJIHUE
Npa3JHUKA Ha paboTy. A Mpa3gHUKH — 3TO JONOJHUTEIbHBIA AOXOH AJIA OTENs,
IIPUYEM OUYEHB HEIJIOXOU.

Bonpocowi:
1. Kak 6561 Bl pemmnu cutyanuto?
2. Kakue criocoObl MOTHBAIMH IIEPCOHANIA CIEAYET UCIOIb30BaTh?

CuryaTuBHas 3aga4a Nel2. U xopouero 0Ob1BaeT CJIMIIKOM MHOIO

Schrock's Pub and Steak House, pacronoxenssiit B r. JIutti-oy, mrar
MoHnTaHa, NelcTBYIOUN yKe 0osiee TpUALIATH JIET, B MOCIEIHEE BPEMS MOJIb3yeT-
Cs y IIOCETUTENEN OTPOMHBIM ycriexoM. Korna oH tonpko nossuics B Jlutti-/oy,
TO ObUT €TMHCTBEHHBIM 3aBEJICHUEM B CBOEM POJIe, HO TeMeph CTOJIKHYJICS C KOH-
KypEHITUEH CO CTOPOHBI APYTHX HE3aBUCHUMBIX PECTOPAHOB U OAPOB U HECKOIBKUX
KPYIHBIX HaIlMOHAIBHBIX ceTer, Bxoasumx B Chili's u Applebee's. IlIpok u ero
CBIHOBBS, Biaaenbisl SChrock's Pub and Steak House, kynusiie atot 6ap y Kena
Kpokepa eme 10 Bropoit MUpOBOI1 BOWHBI, BUMISIT, KAKOE BIUSIHUE 3TO CONEPHUYE-
CTBO OKa3bIBAa€T HA UX padoTy. OHU MOHSIIM, YTO IOCKOJIBKY OHU HE MOTYT KOHKY-
pUpPOBaTh C COMEPHUKAMH B IIEHE, UM CJEAYET Mpeiararb MOCETUTENSIM YTO-TO
WHOE, YTO MOKET MX NPUBJICYb, HAMPUMEpP, IMUPOKUN ACCOPTUMEHT OO WU
ocobast atmocdepa. brnaromaps ctporomy KOHTPOIIO HaJl ce0ECTOMMOCTBIO KakK B
KyXHe, TaK U B 0ape, UM yJaJoCh BBINTH HA YPOBEHb PEHTAOEIBbHOCTH, COMOCTA-
BUMBbII C KOHKypeHTamMu. OJTHAKO €ClId B MPOILJIOM OJIF00 TOTOBHIIOCH Ha YCMOT-
peHue noBapa, 4To 0OBIYHO C YJIOBOJILCTBUEM BOCIIPUHUMAJIOCH MOCETUTESIMU, TO
TEMEpPb BCE PELENTHI CTAIU CTPOro CTAHIAPTU3UPOBAHHBIMU. B yCloBuUsAX cTporo-
ro KOHTPOJIS HAJl JEATEIbHOCTHIO KYXHH, U3JIEPKKU HA MMPUTOTOBJICHUE OJIFO/T CHH-
3WINCh, @ Mapka MPUOBUTH MO KaXXJAOMY M3 HUX BO3pocia. Takol ke KOHTPOJIb B
Oape mpuBes K aHAJTOTUYHBIM PE3YJIbTaTaM.



V¥ Schrock's Pub and Steak House Bce npomomkanock Xopomio 10 TOro, Kak
Jlxelt, BHyk JkeiikoOa, HE BEpHYJICS JIOMOM W3 YHHUBEPCHUTETA, /i€ M3ydall Me-
HE/DKMEHT B 0OJIaCTH TOCTENPUUMCTBA W pecTtopaHHoro zena. Korma crapbrit
[pox cupgen ¢ [Ixeem u mpocMaTpuBal Mokaszareiau Ou3Heca 3a TOT EPHUOJ], KOTa
JIxeli elie He CTall MOMOIHUKOM TeHepajIbHOro MeHekepa, /et oOpaTui BHU-
MaHHe, YTO CO37AaCTCsl TAKOe BIIEYATICHUE, YTO y SChrock's He mosiBisieTcs HOBBIX
KJIMEHTOB. [Ipo/ia’ku ObUTM OTHOCHUTENBHO CTAOMJIBHBIMU W MPUHOCHIIA MPUOBLIb,
OJTHAKO HE CTOJIb BBICOKYIO, KaK B T€ BPEMEHA, KOTJa B KOHKYPEHIIMH CETEBbIC
CTPYKTYpbl He yudacTBOBasU. JKamoObl ObIM B OCHOBHOM CBSI3aHBI C pPa3zMepoOM
omon. O4eBUHO, MTOCETUTENN, XOTA U MPOJOJIKAIN OCTABATHCS JIOSUIbHBIMU, BbI-
paxanu OIpEJEeTICeHHOEe HEIOBOJIbCTBO, KOTJIa CPaBHHBAJIM HOBBIE MOPAIKH B
Schrock's co crapeimu. [lanbHeiimme ueciaenoBanuss 00HAPYKUIH, YTO MTOCETUTEIN
HE IyMalT, 4TO OOCTY)XMBaHWE 3/€Ch HACTOIBKO MEPCOHATBHOE, KaKUM OHO
JOJKHO ObITh. Hampumep, 3aech kaxawiii 3HaeT, yto J[>koH Peliran He O4€HB-TO
JIOOUT BKYC BOAKH, HO OapMeH OJ HW3-3a HOBOW CHUCTEMBI KOHTPOJIS TEMeph HE
MO’KET TOTOBUTH NpexHUE JItoOnMble HanUTKK Jxona. U3 Oecen ¢ HedopManbHOM
(boKyc-rpynnon yaanoch y3HaTh U O IPYTMX aHAJOTUYHBIX CUTyalUsIX, HallpUMep,
4TO Ternepb OPUIMAHTHI HE MOTYT OOCIIY>)KMBaTh MIOCETUTENIECH TaK, KAaK OHM JIEIalIu
3TO B IIPOIILIOM.

[TomyunB Takyroo WHGOPMAINIO, WIEHH CEMbU HaYalu OOCYXKIaTh JOC-
TOWHCTBA CTaHAAPTH3AIMU, KOTOPasi TIO3BOJIsIA iepkaThest SChrock's Ha miaBy, HO
B 3HAYUTEILHOM CTENEHW OTJIMYAIach OT HETPaIUIIMOHHOrO moaxoxa Schrock's,
KOTOPBIA MPUHOCWII UM YCIIEX B Mpeablaylie rojapl. O0CykaeHne BepTesioch BO-
Kpyr Bompoca 3¢ (HEeKTUBHOCTH, Mepeayd MOTHOMOYNHN CITyKallluM, KOHTPOJIIO 32
UX JEHCTBUSMH U BOIIPOCAM KOHKYPEHTOCIIOCOOHOCTH.

Bbl sBisierech crapimmM moMolnHuKOM pykooauteass Norman Hotel and
Restaurants Inc., MmexayHapoaHoi koHCaITUHIOBOM (pupMmel. [lIpok oOpatuiics k
BaM, 4YTOOBI BBl IOMOTJIH Pa3o0patThcs B ciaoxuIneics B Schrock's cutyarum.

Bonpoc:

Uto OBl BBl TOCOBETOBAJIM BIAJENIbIIaM 3TOM KOMITAaHUU?

CuryaruBHas 3aga4ya Nel3.

Mumens Yuiesame (Michelle Williams) negaBHo monyduia cterneHb Oaka-
JaBpa B 00JIACTH YIPABJICHUS B TOCTECIPUUMCTBE U ObLila PUHSTA HAa pabOTy Me-
HEDKEPOM OTJIeNIa PErMCTPAIllii B TOCTHHUILY CPEIHUX Pa3MEpOB, paciojiararo-
mrytocsi B Hero-Mopke. KJIMeHTBI TOCTUHMIIBI - JTFOIH JCHCTBUTEIHHO CO BCEIO MH-
pa. Bo MHOTOM 13-3a 3TOr0 M MEPCOHAN CTOJIb )K€ WHTEPHAIMOHAJICH: 371eCh Pabo-
TArOT MPECTABUTENH JIBAJIATH CTPaH. BOMBIIMHCTBO U3 HUX TOBOPUT OoJiee uem
Ha OJTHOM $I3bIKE M YaCTO UCIIOJIb3YeT 3HAHUE SI3BIKOB B pabore. Muiiens nprexana



co Cpennero 3anaga CIIA; y Hee HEOOJIBIION OMBIT B YIPaBICHUA U MOTHBAIMH

MYJIBTUKYJIBTYPHOU TPYNIbl CBOMX IMOJAYMHEHHBIX. EcM yX TOBOpPUTH IpaBny,

OHa 3HAeT Majo, a MOPOoM BOOOIE HUYETO HE 3HAET O MHOTUX KYJIbTypax, ¢ Mpe-

CTaBUTEJISIMU KOTOPBIX TECHO B3aMOJIEHCTBYET.

Onna u3 npodJieM, ¢ KOTOPOM CTOJIKHYJIaCh Mulliesib Ha CBOEH HOBOMW CITY K-
0e, BO3HMKJA, KOrJa OHAa MOIbITANACh CO3/1aTh B CBOEH KOMaHAe Ooiyiee TBOpUe-
ckyto atMochepy. B Hacrosmiee Bpems Ciyxariue B OTAENIE PETHCTpaliu Jei-
CTBYIOT CKOPEE Pa3pO3HEHHO, NUMESI MAJIO€ MPEACTABICHUE O KOMAHAHOM IOJIXO/IE.
PyKoBOACTBO cuMTaeT, UTO 3TO MPOU3OILIO KU3-3a PA3IUUUM B KYJIbType, MEIIalo-
HIMX TPyNIE cTaTh 0oJiee CINIOYEHHBIM KOJUIEKTUBOM. B pesyinbraTe atmocdepa B
OTJIEJIE SIBJIAETCS CKOpPEE XOJOMHOM U OPUIMANIBHON, a HE TEIJION U JpYKenro0-
HOM, KaK €i1 XOTEJIOCh OBI.

Kpome Toro, Muiiens HEOOXOIUMO CHPABIATHCS U € MPoOIeMaMu, BO3HHU-
KAIOIIMMH y €€ MOJYMHEHHBIX, €CJIM OHA cOOMpaeTcs NOOUThCS, YTOOBI €€ OTAEN
pabotan kak crnenyet. Hanpumep, Mapusi, npuexaBmas B CIIIA u3 Ucnanuu, oT-
JUYHO OOIIaeTcsi ¢ KJIMEHTaMH, HO 4acTo omnasJbiBaeT Ha paboty. Korna ObiBIme
€€ HaYaJbHUKM JICNIalIi €l 3aMeyaHusd 3a ono3faHus, Mapus, Ka3ajloch, HE TOHU-
Maja, 4YTO €€ TMOBEJCHHE MOPOXKAACT HAcTOsIIMe MpobieMbl. BhopH, CTyaeHT u3
Hopseruu, nuzyuyaet rocTenpuuMCTBO U pabOTaeT B TOCTUHUIIE HETIOIHBIN pabounii
neHb. XoTs BhopH Bcerga nmpuxoaut Ha padoTy BOBpeMs U paboTaeT crapaTesibHO,
€My HE XBaTaeT YMEHHI U TEIUIOTHI B OOIIeHUH ¢ KirueHTaMu. O4eHb 4acTo U roc-
TH, U KOJUIETU CUUTAIOT, YTO OH BEJAET ce0s CIUIIKOM oduinanbHo. bhopH oueHb
penko ynbsioaercs roctsMm. U nakoren, [lenr u3 'onkonra. OH o4eHb MPUIICIKEH B
pabote u Kaxaoe nopydaemoe emy 3ananue BoinosnHseT Ha 100%. K coxxanenuto,
y HEro JApyras CJI0KHOCTb: [IeHTr ¢ TpyJ0OM rOBOPUT MO-aHIJIMHCKHU U K TOMY K€ HE
YBEPEH, UTO BOOOIIE CMOKET XOPOIIIO BEIYYUTH ITOT SI3bIK. B pe3ynbrare, o01masich
C TOCTSIMU, OH OTPAaHUYMBAET CBOU Pa3rOBOPHI C HUMU MUHHUMAJIBHBIM CJIOBapeEM,
cTapasicb TOBOPUTH TOJIBKO TO, YTO €My HEOOXOAMMO JJIsSI BBITIOJTHEHUS palboT.

Bonpocur:

1. Ecau ObI BBl ObIM Ha MecTe Muiiennb, HeJJaBHO NMPUHIATOM Ha pabOTy MEHe-
JKEPOM CTOMKH PETUCTPAIUU, KAaKUe METOIbI BbI OBl UCIIOIH30BaIH, YTOOBI OT-
BETUTH HA CJIEAYIOLINE BOIIPOCHI?

2. Kax 01 BBI 3aHsUTHCH TTPOOJIEMaMu, CBSI3aHHBIMU C paboToit y Mapuu, bropHa u
[lenra u MOTUBUPOBAIM OBl ATUX TTOTYUHEHHBIX?

3. Kaxk ObI Bbl J0OMIMCH OOMBIIETO MOHUMAHUS PA3IMYMI MEX]y HAIIMOHAJbHbBI-
MU KYyJIbTYpaMHU y WICHOB Ballleld KOMaHIbI?

4. Tlpennoxxute pelieHue, Kak JOOWUTHCS YyBCTBA €IMHONW KOMaHABI y TaKOUH
MYJIBTUKYJIbTYPHOU TPYIITIHI.



CuryaTtuBHas 3ana4ya Nel4.

JIuza - Biazmenuua nomyJispHOro pectopana B ropojae. OHa xorena Obl ycTa-
HOBUTH TaM cuctemy POS, niis Toro 4ro0bl paboTaTh CO CYETaMH TOCTEH U yIIPO-
CTUTh MPUEM 3aKa30B JJisi OPUIIMAHTOB U TIOJyUYECHHUE 3aKa30B MOBAPAMHU.

Bonpocur:

1. Ecnu 661 BBl ObUTM KOHCYJBTAHTOM JIW3bI, MOPEKOMEHI0BaIN ObI BbI €il mouc-
KaTh BapUAHT CUCTEMBI, 2PPEKTUBHOI 10 U3AepKKaM?

2. Ecm BBI Ob1i OB HA MecTe JIu3bl, kakoit Tum cucteMbl POS Bol ObI BEIOpan?
Uem OH oTiIMYAETCA OT IPYTUX MOJOOHBIX CUCTEM?

CuryaruBHas 3agauya NelS. CranoBuTthbest iu ppaHvai3u, U ecJau Ja, TO
HA KaKHUX YCJOBHUAX?

Jlxo u bo6 BpayHbsl yBOMIMCH C BOEHHOHM Cy>KObI B 1995 r. OHu kynuiu
MOTEJIb BO3JIE KMBOIMCHOTO TOpOJKa, pacnoyioxkeHHoro B HoBoit Anrmmn. Mo-
teras COZY XOpoImo BUIHO C JOPOTH, K HEMY HJIET XOpOoImi moabesa. B mem 75
HOMEPOB € XOpOIIUM O(DOPMIICHHEM; OH TOJILKO YTO MOJEPHHU3UPOBAH U MPHUBIIE-
KaeT rOCTeil HOBBIM OOJIMKOM M MHTEPECHBIM JIaHIA(TOM, JOMOTHUTEIBHO pabo-
TarOIIUM Ha HETO.

Ecnu roBoputk 0 3anonHseMoe™ MoTens B TEYEHHUE TO/1a, CEWYac OHa CO-
craBysieT 58%, uto nmoutn Ha 10% HMXE CPEeAHEr0 HAMOHAIBHOTO IMOKa3aTelsl.
CpennecyTodHas 1eHa ciaadnd HoMmepa - 38 momt. OcHoBHBIC KIHEHTH COZY - Ou3-
HEC-MyTEIIECTBEHHUKH, B OCHOBHOM IPHUE3KAIOIIME B PACIOIOKEHHBIE MOOIN30-
CTH KOMIIAaHUU M3 OM3HEC-TIapKa, ICUCTBYIOIIETO HETOJANIeKy, HEMHOTHE MEHCHO-
HEpBI, MyTEIIECTBYIOIINE PaTU yIOBOJBCTBUS, YYACTHUKUA KaKOTO-HUOYIb aBTO-
OyCHOTO Typa U WICHbI CHOPTUBHBIX KOMAaH/I.

Bbpatbs Bpaynbl oOpamianuck kK HECKOJBKHUM KPYMHBIM (hpaHdail3uHTOBBIM
KOpIopamusM ¢ Mpocr0oil 0 coTpyanuuectBe. JIydmmii U3 moiydeHHbIX BapuaH-
TOB MPEIyCMaTPUBAET, YTO PACXObl HA MOJTyUYCHHE (PpaHUYaA3UHTOBOIO JIOrOBOpa
COCTaBJISIFOT MEPBOHAYAIbHBIM B3HOC B 20 ThIC. JOJUI. TIOC oTuucieHue 2% mo-
CTYIUICHUH B KAa4EeCTBE IJIAThl 32 MAPKETHUHT, IUIIOC PErUCTpalMOHHAs Iiata B 4
JIOJUL. 32 HOMEP, 3apE3EPBUPOBAHHBIN Yepe3 LIEHTPAIbHYIO CUCTEMY PErUCTpaluu
(CRS).

Bonpocewi:

1. Yto OBl BBI cACNAIM B TOM CUTyalluu, B KOTOPOH OKazaauch OpaThs bpayHbi?
CrnemyeT nu UM MOJINUCHIBaTh YKa3aHHBIA BhIIE (PpaHUAN3UHTOBBINA JTOTOBOP
unu Het? Ecnu na, npuBeauTe JOBOABI B 3aITUTY 3TOI0 BapUaAHTA.

2. Kakue ycnoBus U mojoxxkeHusi 0 (paHYaii3MHTOBOM JOTOBOpE ObLTH OBl MpH-
eMJIEMBI JUTsI Bac, €CJii BbI ObLIM ObI Ha MecTe bpayHoB?

3. Kakas ngomomautenpHas nHbopmaius norpedoBanack 0b1 Bam i bpaynam?



CuryatuBHas 3agadya Nel6. ObOecneueHue BBLICOKOM CTENEHH Y/IOBJIe-
TBOPEHUS rocTei

Orenp Sunnyval Hotel ynpasnsiercst kpymHO# Kopriopanueii, crenuaii3u-
pyIoIIeicss Ha MEHEDKMEHTE B 3Toi oTpaciu. YToObl 0OecreunTsh yI0BIETBOpE-
HUE TOCTEH, KaXKIbIM Mecsl rocTsaM paccouiaercs 300 OpoCHBIX JIMCTKOB, B KOTO-
pBIX coaepxkutcst 65 BonpocoB. Kak mpaBuiio, TOCTH BO3BpalalOT 3aII0JIHEHHBIMA
OK0JI0 70 TakMX JUCTKOB. | OCTMHMYHAS KOMITAHUSA OCYIIECTBISAET KaTErOpUpOBa-
HUE OLICHOK CTENEHH YIOBJIETBOPEHHOCTU IOCTEN M JUIsl HATJIAAHOCTU O(opMIIseT
3TO pa3HbIMM IIBETAMM: 3€JIEHBIM LIBETOM YKa3bIBalOTCS Jy4YIlHE, T0JyOOBaThIM -
XOpOILXE, KEITBIM - HOPMaJIbHbIC, KpAacHbIM - Xyauue. llomydeHHblEe oOleHKH
MO>KHO CPaBHUBATH C PE3YJIBTATAMU JIPYTUX TOCTUHULL.

OauH W3 mocienHux 0030pOB MOKa3aj 3HAYUTEIbHOE CHUYKEHUE OLEHOK Y
pecropana Sea Grill, 601BIIMHCTBO U3 KOTOPHIX MOMAIM B KpacHYIo 30HY. ['ocTeit
HE YJOBJIETBOPSJIM BHUMAHHUE K HUM CO CTOPOHBI MEPCOHAIIA, CKOPOCTh O0CTYKH-
BaHUs U Ka4eCTBO OJIIO]] B pECTOpPAHE.

IIpoBens mccienoBaHUE, AUPEKTOP CIYXKObI MUTAHUS U HAIUTKOB IOHSLI,
uro qaxke camo Ha3Banue Sea Grill (Mopckoli rpuiib) He COOTBETCTBYET TOMY THITY
pecTopaHa, KOTOpPbIM OH ObLI Ha camoM Aeine. [Ipu onpocax HEKOTOpbIE TOCTH TaK
KOMMEHTHUPOBAJIM CUTYyalUIO: «J{0OBOJIBHO CTpPaHHO 3aBTpaKkaTb B TOM MECTE, IJe
MOJIAI0OT PHIOHBIE OJIIOAAY.

Bonpoc:

Ecnu Ob1 BBl OBLTH AUPEKTOPOM CITYKOBI MMUTAHUS W HAMMUTKOB, YTO OBI BBI
crnenanu, ytoobl Sea Grill BepHysics B 3eneHy 0 30HY?

CuryatuBHas 3aga4ya Nel7. Forum pacnpasJisieT KpbLIbS

B aBrycre 1994 r. CtuB [emapt (Steve Departe), 6piBmmii med-moap B
sKckIto3uBHOM Ki1yoe Broodmoore Country Club, u ero sxena Dnuc Keiion (Alice
Cable) oTkpbuIM B HEOOJBIIIOM MPUTOPOEC KPYITHOIO TOPOJia, PACIOI0KEHHOTO B
cpeanesanaaroi yactu CIIIA, Forum, kimaccruueckuii pecTopaH eBpONeHCKOro TH-
na. YUUTHIBAsl UX OMBIT, B TOM YUCJE TO, UYTO CEMbS DJIHC BIAJEET MPOLBETAIOIIEH
CEThIO MHUIIEPUI, OTKpbITHE FOrum mpoiwio BnojiHe ycnemHo. Kputuk no pecro-
paHaM B MECTHOI ra3eTe BBICTABHII UM «UEThIPE BUJIKM» W3 MSATH BO3MOXKHBIX -
MMEHHO TakK 3]IeCh YKa3bIBACTCSI PEUTHUHT PECTOPAHOB. DTOT KPUTHK OCOOEHHO I10-
XBaJIUJl YPOBEHb OOCTyXKMBaHUs, aTMocdepy, 3aKyCKHU U OCHOBHBIE Oitona. Ena B
pectopaHe ObLTa BBICHIEr0 KauecTBa U MOJjaBajIach UCKIIOUUTENbHO cBexer. Odu-
IIMAaHTHl ObUTM HAHSTHl W3 XOPOIIMX PECTOPAHOB U KIyOOB W TMOITOMY HMENH
OOJBITION OMBIT PAOOTHI M XOPOIIIO 3HAIIN CHENU(UKY MOaBaeMbIX OO/,



Forum monyuun HE TOJIBKO XOpOIIWE OT3BIBBI B TMpecce, HO W Ojaro-
NpUSATHOE HEPOPMAILHOE MHEHHUE: MOCETUTENN OT3BIBAIUCH O HEM C TEIUIOTOM.
Jlnst sxutenelt roposia U ero OKpEeCTHOCTEH, MPUBBIKIIKMX K KyxHe CpenHero 3amaja
(cTeliku, OTOMBHBIC, PEOPBIIIKH, IIBITUIATA U TOMY I0JI00HOE) AeATEeILHOCTh FOrum
0Ka3aJlach YCHEITHOM.

B pecropane Forum wumesncsi Xoi, B KOTOPOM MOCETUTEIM MOTJIU MO-
n0XaaTh cBoer ouepenu. Kak u mpeacrasisiiocs Jlenapty, Koraa oH TOJBKO 00-
JIyMBIBaJl CBOM MPOEKT, B €r0 3aBEICHUM MpeJjarajics OOIMpPHBIA BBIOOp mpe-
KpPaCHBIX BHH, KOTOPbIE MOKHO ObUIO MOJYYUTh KaK B XOJUIE, OKHJIasi CBOEH oue-
penu, Tak U B obeaeHHoM 3aine. Kak u Obuto 3agymano [lemapToM ¢ camoro Hava-
Ja, BBIOOP COPTOB IMKBA ObLI OFPAHUYEH /10 HECKOJBKUX UMIIOPTUPYEMBIX U TOJIb-
KO Jy4IIMX HallMOHAJIBHBIX OpeHAoB. PazHOOOpasue JIMKEpOB 0cOOOro BIeyartiie-
HUS HE MPOU3BOAMWIO, HO OBUIO 0OJie€ IIMPOKUM, YEM B OOJBUIMHCTBE JAPYTUX
MECTHBIX PECTOPAHOB U IPYTHUX 3aBEACHUSX, ]I MOXKHO OBLJIO BHIMTUTS.

OOGeneHHbIN 3a1, 0OCOOEHHO MO YUK-3HAAM, Bcerja Obul 3amojHeH. OH ObLl
HE OYEHb OOJIBIIIOHN, MOCKOJIBKY MOT BMECTUTBH TOJIBKO BOCEMBJIECST MATh TOCTEH.
Ha nsrauiy u cy660Ty Mecta He0OX0IUMO ObLIO 00s13aTEILHO PEe3EPBUPOBATH 3a-
paHee, XOTs B BOCKpECEHbE, KakK IMpaBuJjIo, MoceTuTeNel ObUio MeHbIle Bcero. B
TEUEHUE PadOuMX JHEH TocTe Takke ObLI0O HE OYeHb MHOIO0, OJHAKO OOJIbIION
HaIUTBIB B KOHIIE HEJIEJIM BIIOJIHE KOMIIEHCUpOBa 3T0. CpenHsis 1ieHa 3aka3za o0ea
B YUK-3HJ cocTaBiisia 16,50 nomi. B cpegneM 3to naBano mapxky npuObui B 6,00
nosut. CebecTouMoCTh mUuTaHus kosedanach ot 43,1 no 47,3% mpoakHOW 1LIECHBI.
OTaenbHBIA aHANW3 MPOJAX HANMUTKOB B XOJUJIE TMOKAa3al, 4TO Mapyka MpUObLIH
3aech cocraBigeT noutu 4,00 1oJ1. Ha YejJoBeKa, a ce0eCTOMMOCTh HMUTAHUS U
HAIUTKOB - TOJIbKO 27%.

Korpa Jlenapt mo3HakoMuiicsi ¢ 3TUMU 1UdpamMu, OH MPOBEI UCCIIEIOBAHNE
MOJIOKEHUS IeJT B COCEHUX 3aBEACHUSX U y JIPy3€i B OTPACIIU U ClieJiall BBIBOJI,
YTO CEOECTOMMOCTh €ro €/bl Obljla CIUIIKOM BbiCOKa. OH Takke oOpaTui BHUMa-
HUE, YTO B UX pailoHE OTPOMHOE YHCIIO CIIOPTHUBHBIX 0AapOB, Y KOTOPHIX OTHOCH-
TEJILHO HU3KAasi CE0ECTOMMOCTh €J1bl 1 COOTBETCTBEHHO BBICOKAsl Mapika MPUOBLIH.

B Teuenne nera 1995 u ocenn 1996 rr. Jlemapt pacmmpsin cBoii Ou3HeC B
xoiute. OH TakXe pacHIMpuil aCCOPTUMEHT MpeaJiaraeMblX COpTOB NMuBa. B koHIe
KoHIIOB Jlemapt BeIOpan s oopmiieHHs] XOJijla CIIOPTHUBHYIO TEMaTHKY, BOC-
MOJIb30BABIIUCH YCIIEXaMH MECTHON OeicOO0JbHON KOMaH/bl, KOTOpas BbILIUIA B
playoff, u mosiBiiennem B ropojie HOBo# (pyTOOIILHOM KOMaH Ibl. OH YCTaHOBWII JBa
TeJIeBU30pa C OTPOMHBIMH dKpaHaAMHU JIJIsl TPAHCIIAIUU JOMAITHUX MaT4ell KOMaH-
nbl. Pesynbratel yauBuinu [lenapra, mocKoJdbKYy NpOJIa’ky B XOJUIE PE3KO BO3POCIIH,
B pE3yJibTaTe 4Yero MoBbICKIACh M Mapska npuoOsuiu. K nexadpto 1996 r. Forum
CMEHWJI CBOW JIM3aliH U OTKPBUICS MOJl HOBBIM Ha3BaHWeM Arena, Beayluil crop-



TUBHBIN Oap, CrienuaIu3UpOBaHHBIMU OJIOJaMH B KOTOPOM CTalld TOPSYUE KPbI-

JBIIIKY U JKapeHble TPUOBI.

OnHako k OosbIIOMy OropueHuro Jlemapra HOBBIE PE3YJIbTAThl JAJIEKO HE CO-
OTBETCTBOBAIM MEPBOHAYAILHBIM yCIIEXaM, KOTOPbIE TOKA3bIBAIUCH B XOJUIE JI0 3TO-
ro. B reuenne mecsa odume nocrymieHus 0wt Ha 40% Hbke, 4eM B peAbIIyIIEM
roxay. [Ipuiuiock yBOIUTE YacTh OMBITHOTO MIEPCOHANA M 3aMEHUTh €r0 MEHEE MOJIro-
TOBJICHHBIMU CTYJICHTaMH, KOTOpPbIE pabOTaIN HETMOIHBINA pabounii ICHb.

Bonpocut:

1. Kak BbI nymaere, 4To OBLIO CEJIaHO HETPABUIBHO C TOYKU 3pEHUS yIpaBie-
HUS peCTOpaHOM?

2. Yto Obl BBl mocoBeToBaIM Lied-noBapy JlemapTy M €ro >k€He B OTHOILEHUU
M3MEHEHUs KOHIICTIIINY UX pecTopaHa?

3. Kakne MapKkeTHHTOBBIE CTPATETUX BBl MCIIOIB30BAJM OBl JJIsl TPUBJICUEHUS T10-
CETUTENIE U COXPAaHEHHs Map>KU MPHUOBLIM BBICOKOW, a ce0ECTOMMOCTH OJII0A
HU3KOM?

4. Yto OBl BBI cli€NaNIN, 17151 UCIIPABIICHUS CO3/IaBIICICS CUTyalluu?

CuryatuBHas 3agaya Nel8. CraHpaprbl BBINOJHEHUS] JOJLKHOCTHBIX
o0s13aHHOCTEH

UYapnb3 n Hencu obpatuiiuch B COBpeMeHHYI0 TocTUHUILY Ha 300 HOMEpOB,
YTOOBI TOJIYYUTh JOJDKHOCTH TOMOIIHMKA MEHEIKepa CIIyKObl pEerucTpaluu.
Yapnp3 B T€UEHHE BOCHMHU JIET padOTall B TPEX Pa3HbIX FOCTHUHMIIAX U B TEUCHUE
MOCJIETHUX TPEX MECSIIEB MCIOIHSI 005S3aHHOCTH TTOMOIITHUKA MEHEKEpa CITy K-
OBl perucTpalyu UMEHHO B 3TOM roctunuiie. [lepBoHavanbHO OH 3aHUMAJCS pabo-
TOM ¢ OonbIMM dHTY3ua3MoM. OHAKO B TIOCNIEIHEE BpeMsl y HEro HalJroaanach
KaKas-TO amaTusi, OH CTal HEOPEKHO O/IeBaThCs, & B €ro oT4yeTax, mudpax u Je-
HEXHBIX pacueTax BCE Yalle CTAJIM MOSBIATHCS OMOKU. Kpome TOro, HECKOIBKO
pa3 OH ObLT PE30K C HEIOBOJIBHBIMU TOCTSIMH.

HeHcu HenaBHO OKOHYMIIA KOJUIEIK C OTJIMYMEM M MOJy4yusia CTeneHb Oaka-
JaBpa Mo MEHEHPKMEHTY B MHIYCTpUHU rocrenpuumMctBa. O0y4asich B "KOJIEIKE,
OHa paboTana MOYaCOBUKOM B TOCTHUHHUIIE OFO/HPKETHOTO KJIacca Ha PETHCTpaIvu.
Hpyroro omnbita padotsl B roctunuiie y Hencu net. OgHako, oHa o0ianaer 00Jib-
IMMHU 3HAHUSIMU, TIOJIYYEHHBIMU B KOJUIEIXKE, U CTPEMUTCS K YCIIECIIHON Kapbepe.

Coznaetcs BIieyaTieHUe, YT0 OCHOBHBIM MPETEHICHTOM Ha OTKPBIBIIIYIOCS Ba-
KaHCHIO, siBjsieTcs: Yapiib3, MOCKOJIBKY Yy HETO OOJIbIION OMBIT PadOThI B JPYTUX rOC-
TUHUIIAX U OH 3HAET KYJIbTYpy FOCTHHMYHOTO jena. OJHaKo B CBSA3M C €ro Moclie/l-
HUMH pe3yJibTaTaMu MEHEDKEPY MOpa3/ieieHrss HOMEPOB HEOOXOIMMO OOCYIUTH C
Yapb3oM ero moBeieHue, 4T00bI BRISICHUTD €0 JATBHEHIINE KaphepHBIC TUIaHbI.

Bonpocewr:



1. KaxoBsl kBanu¢puKalrnoHHbIE TPEOOBAHUS IS JOKHOCTHOM MO3UIINH, IO KO-
TOPBIM OyJIyT OLIEHUBATh OOOUX MPETEHIEHTOB Ha BAKAHTHYIO JOJKHOCTh?

2. Kak ciemyer nocTpouTh pa3roBop Mexay MeHepkepoM otaena u Yapiszom? [pu-
IOTOBBTE KOHKPETHBIE PEKOMEHIAIN MEHEIKEPY 110 BEICHUIO 3TOT'0 PasroBopa.

3. Kro, 1o BameMy MHEHHIO, B HAaUOOJBIIEH CTENEHH MOAXOAUT ISl yKa3aHHOU
noskHocTH? [louemy?

CutyatuBHas 3aga4ya Nel9. Kodeiina Java Coffee House

Muens Bour (Michelle Wong), menemxkep xodeiinu Java Coffee House,
pacronararomeicst Ha 0)KUBIIeHHOM MecTe Ha FOHnoH-cTpuT B T. CaH-OpaHInCKO.
[To cmoBam Murienb, ecTh HECKOJIBKO BAPHAHTOB TOTO, KaK yIPAaBISAThH MOJTO0OHBIM
3aBEJICHUEM, HAPUMEP TOTOBUTH MEPCOHAN TakK, YTOObI OH ObLI CIIOCOOEH CIpaB-
JATBCA ¢ HEOOBIYHBIMHU CHUTYAITUSIMU, HallpUMEP TaKOW: OJMH M3 TOCTEH BBIMHII
Yamieyky Kode U Chel JIBe TPETH MUPOKHOTO, a 3aTEM 3asIBHJI, YTO OHO €My HE T10-
HPaBUJIOCH.

Hpyroii mpo6iemMoii SBISIOTCS MOCTaBIIUKKU, KOTOPHIE CHAavYaja Mpe/jaraioT
XOPOIIIKE 1IEHBI, a Yepe3 ABE HEICIU PE3KO UX MOHUMAIOT.

Murtienb TOBOPUT, UTO caMOU OOJBIIION MPOOJIEMO JjIsl HEE€ B yIPaBICHUU
Java Coffee House sBistiroTcss Mmosoble ciayxaiue. [Io ee cioBam, Bcex cCiryxka-
IIUX MOYXHO Pa3/eiuTh Ha YEThIPE KaTETOPHH: JICHUBBIC; XOPOIIUE JTI0IA, HO HE-
OTBETCTBEHHBIC PAOOTHUKH; TE€, KTO CKJIOHEH K BOPOBCTBY; T€, B pabOTe C KOTO-
pPBIMH Y HEE€ HET MPOOJIEM.

Bonpocur:
1. Tlpennoxxute HEKOTOPHIE HECTAHIAPTHBIE CUTYAIIUH, JIJISI KOTOPHIX IEIECO00-

Pa3HO CHEeNUaIbHO TOTOBUTH MEPCOHA.
2. Kakum o0pa3zoM BaMm cieayeT ACHCTBOBAaTh, YTOOBI IMOCTABIIMKH TPHBO3UIN
MPOIYKTHI IO TEM I[€HaM, O KOTOPBIX BbI C HUMH JIOTOBOPHIINCH.

3. Uro BBI OyzeTe menaTh C ICHUBBIMU CITY)KaITUMU?

B

Yro BBI OyjieTe AeaTh ¢ 0€30TBETCTBEHHBIMU CITYKAIIIMMU?
5. Kak BbI mOCTYIIHUTE C TEMU CITY)KAIlIUMH, KTO CKJIOHEH K BOPOBCTBY?

CuryaTuBHas 3aga4a Ne2(. Haem nepconaJia 151 pa6otsl B 0ape

Brl Menemkep 6apa B momyJIsipHOM MECTHOM HOYHOM Kiyoe. B Bamu 00s-
3aHHOCTH, ITOMHUMO IIPOYEro, BXOAUT coOeceloBaHHE C TPETCHICHTAMHU M HaeM
BCEX chayanux 0apa. OauH 13 Balux Jpy3eH MOMPOCHIT Bac B3ATh €r0 Ha padoTy
6apmeHoM. [ToCKOBKY y HETO €CTh COOTBETCTBYIOIIHIA OIIBIT, BBl PEIIMIN ITOMOYb
ATOMY YEJIOBEKY W TPEIOCTaBUIM €My MECTO B OJIHOM W3 CMeH. B TedeHue He-
CKOJIBKUX TIOCIICTYIOIINX HEIETb Bbl 3aMETHIIN, YTO OOIINI 00BEM MOCTYIUICHUN B
T€ CMEHBI, KOTJIa OH pabOTaeT, CTal HUXKE, [0 CPABHEHUIO C MIPEABIAYIIMMA He/le-



JSIMH, KOT/Ia B CMEHE paboTai Apyroi 4enoBeK. Y Bac BO3HUKIU HEXOPOIIHE TO-
JO3PEHUs, UTO, BO3MOXKHO, OH 0OKpaJbIBAET Bac.
Bonpocwi:
1. Kaxkue y Bac UIMEIOTCSI BO3MOKHOCTH ITPOBEPUTH, SBJSETCS JIM Ball APYT YECT-
HbIM 0apMEHOM WA HET?
2. Ecnu BBl BBISICHUTE, YTO ATOT YEJIOBEK KPaJIET, KaK Bbl OCTyNHTE?

CuryaTuBHas 3agaua Ne2l.

Knyo Mediterranee — mexxayHapoHasi KOMIIAHHS CO INTAa0-KBAPTHPOH BO
®dpannuu, umeromas npuodau3uTeasrHo 60 mocenkoB otabixa Club Med mo Bcemy
mupy. KoMranus nepBoHavaibHO JIeWCTBOBAJIa KaK MaTpUyHasi OpraHu3alus: Me-
HEDKEp KaXKAOro TMOCENKa MOAYUHSIICS U MEHEKEPY MO CTpaHe, M PsIy CaMbIX
pa3HBIX TUPEKTOPOB. JlupekTopa paboTanu 3a npeaeaaMu mTad-KBapTUPHI KOMIIa-
HUM, KOKIBIA U3 HUX OTBEYAJ 32 Ty WJIM UHYIO JACSITEIbHOCTh OMEpaIiii 1 MapKe-
tuHra Club Med. OgHako 3Ta cTpyKTypa 1mokasana, 94To y Hee MHOTO C1a0bIX MECT.
Hanpuwmep, Club Med ropautcst coznanHo# nHQpacTpyKTypoit, KOTOopasi OTpa)aet
atMoc(epy KOHKPETHOM MECTHOCTH, a 3TO TpyAHas 3a/1aya Juisl JUPEKTOPOB, Ieii-
CTBYIOIIMX OOBIYHO Ha OOJBILIOM YAAJIEHUU OT ITUX MECT.

Bonpoc:

Kak BbI Ob1 pecTpykTypupoBaiu Club Med?

CuryaruBHas 3agaua Ne22.

JIKOH — TeHepaIbHBIM MEHEeIKep KypopTHOW rocTuHUIbl HA 500 HOMEpOB.
B roctunune npumensierca cucrema POS B ee HECKOJIBKUX pecTopaHax U Spa-
nentpe. OIHaKO HUKAKWUE BHJIBI OIUIATHI, COBEPIICHHBIC B SPA-IIEHTPE WM PECTO-
paHax, IpH MOMOIIY 3TON CHCTEMbl aBTOMATHYECKH BKIIOYUTH B CUET TOCTS, MPO-
YKUBAIOIIETO B KOHKPETHOM HOMEpE, Heb3s. JI)KOH X0oTen Obl BRISCHUTH, CKOJIBKO
B CPEIHEM TPATUT I'OCTh, OCTAHABIMBAIOIINNCS B MX TOCTHHUIIE, HA SPA-TICHTPHI U
pectopanbl. Kpome Toro, rocTé 4acTo HE TOHUMAIOT, IIOYEMY OHHM HE MOTYT OILIa-
TUTh YCIIYTH, TIOJIyYCHHBIC B SPa-TIeHTpe, B 001IeM cuete. [lonoxenue aem ocnox-
HSIETCA T€M, YTO W3-3a HAJTWYHUS HECKOJBKHX PECTOPAHOB OTJIEN TMOJYYCHHS MPO-
JYKTOB YaCTO IMyTaeT, KaKol UMEHHO PECTOpaH 3aka3aj Kakue MPOAYKTHl. Tak, Ha
MIPOIILJION HEeJesIe OJIUH U3 PECTOPAHOB OKA3aJICA B 3aTPYIHUTEIHLHOM MOJOKECHUH -
HECKOJBLKHMX TOPSUMX OJFOJ], 3alIMCAHHBIX B MEHIO, peajbHO HE 0Ka3aJ0Ch, TaK KaK
OTJIEJ TOTYYEHUs TPOTYKTOB OTIPABHII TPHUILEIINA 3aKa3 JIJI 3TOr0 PecTopaHa,
B ipyro# pectopad. Korga JI>koH penmuia mpocMOTPETh JOXOAbl TOCTHHHITBI 33 HE-
nento, 06a3a JaHHBIX, B KOTOPOHM cojiepkajiach BCS MHGOpPMAIHS O TPaHCAKIIUSIX
rocreu, nepecrana paboTaTh.



Bonpocur:
1. Kakoii TUIl CHUCTEMBI Clie[lyeT YCTAaHOBUTh B TOCTUHHUIIE, T/ie paboTaeT J[>koH,
YTOOBI HE TOMYCTUTh BOSHUKHOBEHHUS OMUCAHHBIX CUTYyaIUil?
2. Yrto moimkeH ydecThb JIPKOH, MpEX/E YeM YCTaHaBIIMBATh B TOCTUHUIE TaKYIO
cucremy?

CuryatuBHas 3amaya Ne23. BeneHue meperoBopoB ¢ OpraHu3aTopaMu
KOH(epeHUMH

B Bame nogpaszaeneHue no npojaaxe MecCT Ui NPOBEACHUS KOHPEpEeHIUH
IIOCTYIIHJI 3BOHOK OT JIUPEKTOpa IO OPraHU3alUHU MOE3/10K C 3asiBKOM Ha IPUHATHE
00JBILION TPyNIIBl, IUIAHUPYIOLIEH NPOBECTH KOH(EpEHINI0. DTON IpymIe MoTpe-
OyeTcs MHOrO NMOMEIIEHH B T€YEHHUE LIEJOro JHS, YTO 00ECHeyuT OOJIbLIUE IO-
CTYIUICHMS 3a MPEIOCTaBIsIEMbIe yCIIyrd. KpoMe Toro, ux 3akasel Ha €1y U HalUT-
KM O4eHb KpyIHble. OTHAKO, TpyMIa O4eHb YyBCTBUTENbHA K IEHE HOMEPOB U XO-
Tena Obl OOrOBOPUTH BCE YCIIOBHS, a TAKKE JHU HEJEIH, B TEYEHUE KOTOPBIX OHU
MOTJIH OBl POBECTU CBOKO TPEXIHEBHYIO KOH(PEPEHIIUIO.

Bonpoc:

UT0 IOJDKHBI yY4ECTh MPEACTABUTENN 3aBEACHUS IIPU ONPEIEICHUU paclie-
HOK Ha HOMepa JUIsl yYaCTHUKOB KOH(epeHLIHiA?

CuryaruBHas 3aga4a Ne24. Beinucka rocrs

['ocTh mojomien K ciyaiieMmy OHpO PEerucTpaldd B TOCTUHULE BBICILETO
YpOBHS, cobupasich BeIMUcaThes. Kak 3TO OOBIYHO jAenaeTcsi MpH BBITUCKE, CIY-
YKAIIUI CIIPOCHJII TOCTS, B KAKOM HOMEPE TOT IpokuBaeT. OAHAKO TOCTh OYEHB TO-
PONMJICSA U BBIPA3WJI CBOE HETEPIIEHHE OUYEHb HEPBHO, PE3KO OTBETHUB: «SI OocTaHaB-
JUBAIOCh B COTHAX FOCTUHUYHBIX HOMEPOB, M Bbl XOTUTE, YTOOBI S 3alIOMHHAJ BCE
sty 1udpe1?». Tlocne aToro ciykamuii cnpocui GaMUIIUIO TOCTS, Ha YTO TOT OT-
Betui: «f muctep JxoHcteitny. IloGnarogapus rocts 3a NpeaOCTaBICHHYIO WH-
dbopmarnuio, ciykaluil cran 0e3yCrneniHo UCKaTh yCIbIIIaHHYI0 (DaMUIUIO0 B KOM-
NOBIOTEPHOM XKypHase peructpauuu. [1ockoyibKy y roctst Obul CHUJIIBHBIA AKIIEHT,
CITy KAl MOyMall, YTO HEMPABWIBHO PACCIbIIAT (aMUTUIO U TIOTPOCHIT TOCTS
IIPOM3HECTH €€ M0 OyKBaM.

Tot orBeTmn: «Bbl, yTo, HAUOT? YenoBeK, KOTOPBIA PErUCTPUPOBAT MEHS
MPOLIOA HOYBIO HE UMEJ HUKAaKUX Mpobiem». Ciyxamuii cCHoBa Hayaldl U3y4arTh
KOMITBIOTEP, YTOOBI OTHICKATh (haMuiuto rocts. ToT, cTaHOBSICH Bce Oosiee U Oosee
pasipakeHHbIM, 3asBWIL: «S JOJKEH yCHeTh Ha CaMOJIeT U MPOCTO CMEIIHO, YTO
BaM TpeOyeTCsl CTOJIbKO BpeMEHH, 4TOObI BhIMcaTh MeHs. Kpome Toro, MHE HYX-
HO OTIIPaBUTH MO (akCy ITH JOKYMEHTHI, HO CHauajia s JIOJDKeH CHATh C HUX KO-
nun». Croyxammuii otBeTun: «B KoHIlE kKopuaopa ecTh Ou3HeC-TIeHTp C ¢akc-



anmaparoM M KOIHUPOM, KOTOPBIMH Bbl MOXKETE€ BOCIOJIb30BaThCs». Ha 31O pac-

CEpKEHHBIN TOCTh OrpbI3HYJCS: «Eciu Obl s XOTEN CbIIaTh Ballle MHEHUE, s Obl

oOpaTuics K BaM 3a COBETOM. BblI pa3Be HUKOIZa HE CIBILIANINA O TOM, KaK HaJo

oOciykuBaTh KIHEHTOB? Pa3Be 3TO He nmATH3BEe310uHbIM 0Tenb? C BamuM OTBpa-

TUTEJIBHBIM OTHOLICHHEM K paboTe BaM MECTO TOJIBKO B 3aBEJCHHH C TPEMS 3BE3-

namiu. Sl He MOTY IOHATH, TOYEMY OHHU BOOOIIIE pa3pelatoT BaM paboTaTh Ha peru-

cTpaiuu. Bel Beqp 10 cHX TIOp HE MOXKETE OTHICKATh MOIO (PaMUIIHIOY.
Criyxamuid, KOTOpbIil Ha4ajl HEPBHUYATh, CHOBA MOIPOCUJI TOCTS POU3HE-

CTH CBOIO (pamuiuio U ums 1o 6yksam. Ha uto ToT pe3ko oreetmin: «Bot Mou no-

KyMEHTBI, KOTOpPBIE S XO4Yy OTIPaBUTh MO (akcy, €ciii Bbl, KOHEUHO, CIIOCOOHBI

caenath 3Toy». CiyXalui OpOTSAHYJ PYKY, 4TOOBI B35iITh JOKYMEHTBI, HO TOCTb

HEOXKHMJIaHHO 3akpuyall: «He xBaraiite ux u3 moeil pyku! Bel He ymeeTe paboTaTh,

U eciid Obl y MEHsI ObUTO OOJIbIlIE BPEMEHHU, sI 0053aTENBLHO MEPEroBOpui Obl ¢ Ba-

IIMM HA4aJbCTBOM, YTOOBI BaC YBOJIMJIM, OCKOJIBKY B TAKOM OTEJE JOJIKEH OBbITh

JIpyroil ypoBeHb oOcimykuBaHus». Cily>Kalllhii COBEPIIEHHO pacTepsJics, HO CTa-

paJics nepaTh ce0sl B pyKax, 4TOObI TOCTh OKOHUATEIBHO HE PAaCeBUPETIET.

Cnyxamuii nmpooJKal OKa3blBaTh YCIYTU TOCTIO, OTHPaBUB (PaKCOM €ro

JOKYMEHTBI, TIPEBAPUTEIBHO CAENaB C HUX KONUH, KaKk TOT TpeOoBai. BepHys-

IIUCh U3 OM3HEC-LEHTPa, OH CHOBA MOMPOCHUI TOCTS MOBTOPUTH CBOIO (haMUJIHUIO,

ITIOCKOJIBKY HE MOT HalTH B KOMIIbIOTEpE HUKAKoro J[xoHcreiina. Hakonen rocte

COM3BOJIUJI TTOBTOPUTH CBOWO amminio 1o Oykeam: J[-XK-O-H-C-T-O-H, u ciy-

KAl HAaKOHEL| CMOT OTBICKAaTh €ro (paMUJIMI0 B KOMIBIOTEPE U BBIMHUCAT TOCTH,

KOTOPBIN B 3TO BpeMsI POAOIHKAII arPECCUBHO €r0 KPUTUKOBATh. Bee 3aKkOHYMIIOCH

TEM, 4TO CIYXKAIIUH MOKEaN YE3’KaI0IIEMY XOPOILEro MojeTa.

Bonpocur:

1. Moxer ObITh, OBLIO OBI 1EJIECO00PA3HO MPUTITACUTH MEHEKEPA B TaHHOW CU-
Tyaruu? W Bechb OrOHb KPUTUKH, JEHCTBUTEIBHO, JOJIKEH ObUI MPUHSTH HA
ce0st cyKaruii?

2. Kak aeiicTBoBanu ObI BBI B 3TOM CUTYaIlMM Ha MECTE ATOTO CITY>KAIIero?

3. Uto OBI BHI c/ICTAIM COBEPIISHHO MO-APYromMy?

CuryaruBHas 3agaya Ne25.

Ritz-Carlton - 3To roctuHuIa, U3BECTHASI CBOMM ITPEBOCXOJHBIM OOCTYXKH-
BaHueM rocteil. Ilo cpaBHEHHIO CO CTaHIAPTHBIMHU LIEJISIMH OOBIYHBIX OW3HEC-
TOCTHHHUI] - MIPEIOCTABUTh, JOMAIIIHUAE YCJIOBUS BAAIM OT JoMa - Kommanus Ritz-
Carlton Hotel pemmna moiitu manbie u NpeJOCTaBUTh MPOXKUBAHUE TUIIA JIFOKC
JUTSL PYKOBOJIUTENEH OoTpacie, TUNIAHUPOBIIIMKOB BCTPEY U KOH(PEPEHIINA U APYTUX
BaXXHBIX JIMII, MMyTEIIECTBYIOUIMX MO AenaM OusHeca. lllTab-kBapTupa 310i cete-
BOW CTPYKTYpPHI pacrionaraercsi B ATJIaHTe€ U yOpaBisieT 25 pPOCKOIIHBIMU T'OCTH-



HUIIAMU, JOOWBAsSCh BHICOKHX PE3yJbTaTOB HA KaXKIOM OOCITY)KMBAa€MOM €10 PHIH-
ke. HemaBHo 5Ta roctuHmuHas xommanus noiayuniaa Malcolm Baldrige National
Quality Award, oueHp npecTKHYI0 Harpaay npasutenbcTBa CIIIA. DTta Harpana
Obuta BpyueHa Ritz-Carlton 3a ee Bbimaromiuecst JOCTHXKEHUS B OOJACTH JIUAEP-
CTBa, 3a COOp BCeCTOpOHHEH MH(POPMAINH, CKOOPIUHUPOBAHHOE TUTAHUPOBAHUE H
BBHITIOJTHCHHE TUUTAHOB, a TAKXKE 33 HAIMYME TIOTOTOBJICHHBIX CITYXKaINX, TOTOBBIX
«BBIBEPHYTHCS HaW3HAHKY», YTOOBI YIOBICTBOPUTH 3aIPOCHl CBOMX roctei. Eciam
paccMaTpuBaTh BCE CKAa3aHHOE OTHOCHUTENHHO KOHTPOJISI, KAKHE THUIBI KOHTPOJIb-
HBIX MEXaHH3MOB MOTPEeOOBANIMCH, 110 BameMy MHeHHI0, Ritz-Carlton, uToGsr mo-
OUTBCS CTOJIb BHICOKHUX PE3yIbTaTOB?

KoprnopaTusssiii no3ynr B Ritz-Carlton — «Msl nequ v pKeHTIIBMEHBI, 00-
CIIY’)KUBAIOIIHAE IPYTUX JIEAA U JDKEHTIBMEHOBY. OKHUIAeTCs, YTO BCE CITyXKAIIHeC
KOMITAaHUH OYJTyT BBITTOJHATH B HEM TaK HA3bIBAEMBIC «30JI0THIE CTAHIAPTHDY. ITU
CTaHJapThl COOTBETCTBYIOT OCHOBHBIM ITOJIOKEHHUSM TIEPBOKIACCHOTO CEPBHUCA, B
TOM YHCJIE MPETyCMATPUBAIOT HATMYNE TIPOIEAYP, MPH TMOMOIIH KOTOPBIX MOYKHO
pEelInTh JII0ObIe TPOOIIEMBbI, BOSHUKAIOIIUE Y TOCTEH.

dopManpHas pa3HUIIA MEX]y CETeBOM CTPYKTYpOW KaTerOpHH JIIOKC U
OOBIYHBIMUA TOCTUHUYHBIMUA KOMIAHUSIMU 3aKIJIIOUYAETCS B TOM, YTO B TIEPBBIX 3aBE-
JEHUSX CITy)KaIlye MOTydaroT CEPTU(PUKAT, CBUACTEIBCTBYIOIINN O MTPOXOKICHUN
MMH CIICIUATBLHOTO Kypca MOATOTOBKM Ha paboueM Mmecte. CepTudukar, mo3Bo-
nsromuid padbotark B Ritz-Carlton, exxeqHeBHO MOMONHSAETCS HATOMUHAHUSIME PY-
KOBOJUTENECH - 00s3aTEIBbHO TOOMBATHCS IMOCTABIICHHBIX IICNICH, 3aJaHUEM KOH-
KpPETHBIX TOKa3aresiel paboThl M MOAPOOHBIMU MHCTPYKTaKaMH. YTOOBI yJI0CTO-
BEPUTHCS, YTO CIIY)KAIllU€ 3HAIOT CTAH/IAPThl KaueCTBa, KOTOPHIE 9Ta TOCTUHUYHAS
KOMITaHUSI OKUJACT OT HUX, a TAKKE YTOOBI OMPEICTUTh YPOBEHD yI0BICTBOPEHUS
uX paboThl B KOMITAHWHU, €KETOTHO MPOBOISTCS BCECTOPOHHHE MccaeaoBanus. [1o
pe3yabTaraM TaKoro aHajiu3a 3a OJWH roji ObUIO YCTAHOBIIEHO, 4TO 96% ciyxa-
IUX-PECTIOHICHTOB UMEIOT OTIMYHBIC PE3YIBTATHI 10 00CTYKUBAaHUIO TOCTEH, T.C.
M0 BBIMIOJIHEHUIO CBOMX OCHOBHBIX OOsi3aHHOCTe. KommaHus HajensieT cBoi mep-
COHAJI TOCTATOYHBIM 00BEMOM MOJTHOMOYHM, U TTIO3TOMY OH MOXKET CaMOCTOSTEIb-
HO PEIIUTh MPAKTUYECKU JIIOOYI0 MpoOsieMy, ¢ KOTOPOM CTaJIKMBaeTCs rocth. OT
CIIyKalux TpeOyeTcsl MOMOraTh CBOMM KOJUIeTaM, KOrJa HEOOXOIuMO TOOUTHCS
YIOBJIETBOPEHUS 3aPOCOB KJIMEHTOB, M HE TOKUIATh TTOMEIICHUE HH TOJ[ KaKUM
MIPEJIOTOM JI0 TeX TOop, MoKa mpobiema rocts He Oymer pemnieHa. OKa3bIBasCh B
TakoW aTMocdepe BHUMAaHHS, TOCTh YYBCTBYET ceOs KOpOJeM, TaK KaK JIeHCTBU-
TEJIBHO BUMT, YTO €T0 3aIPOCHI M IIOTPEOHOCTH BCETa CTOSAT Ha TTIEPBOM MECTE.

Bonpocewt:

1. Kakum ob6pazom Ritz-Carlton wucmons3yer KOHTPOJb, 4TOOBI TapaHTHPOBATH
MPEIOCTaBIICHNE YCIYT BRICOYAUIIIETO KauecTBa?



2. Kak koMmaHusi MOJIep>KUBAET U HApPAIIMBAET BBHICOKHI YpPOBEHb BOBIICUYCHHO-
CTH CBOMX CIIy’Kalux?

CuryaTuBHas 3aga4a Ne26. /[BoitHasi perucrpauus

bropo mo opranuzanuu KoH(pEpEeHUUH, NEHCTBYIOIIEe B KPYITHOM M TOIMY-
JSIPHOM MECT€ OTAbIXa, MPUHAUICKUT KoH(pepeHI-leHTp. OOuH U3 MEHEIKEPOB
10 MpoJakaM TakuX KOH(pepeHIMid, paboTaouuii B 3ToM OI0pO CeMb JIET U Opra-
HU3YIOMIMA OOJIbIIe MPOAAK, YEM €ro KOJUIETH, MPHUHSUI 3aKa3 Ha MPOBEACHHUE B
KOH(epeHII-IIEeHTpe BHICTABKH B TEUEHUE TpeX JHEH ¢ uucioMm ydacTHukoB 2000
YEJIOBEK. DTa BBICTABKA COCTOMTCS YEPE3 JIBA roJa MOCIIE MOCTYIJIEHU 3aKa3a.

Kiuenr, pasmecTuBIInil 3TOT 3aKa3, B Te4eHHE 15 jieT mpoBOAUT KOHGEpPEeH-
LIUM, BCTPEYH U BBICTaBKU B 3TOM LIEHTPE U BCET/Ia MOJIb3YETCs YCIIyTaMu 3TOro OI0po
JUIA 3aKa3a TpeOyeMbIX Iiouaied u yciyr. MeHemmkep, 0 KOTOPOM 3/1€Ch UIET peyb,
paboTaeT ¢ ATUM KIIMEHTOM B TEUEHHE BCEX CBOMX CEMH JIET paboThl B Oropo. s
OIOpPO 3TOT KJIMEHT MPOXOIUT MO KATETOPUU «IIPUBUIIETUPOBAHHOTO KITUEHTA.

OpnHaXbl 3TOT KJIMEHT MOSIBUJICS B PEKJIAME OJHOTO CIIELMAIN3UPOBAHHOIO
KypHasa, B KOTOPOW paccKas3blBajl O TOM, HACKOJIBKO MPUATHO paboTaTh ¢ OI0po U
O0COOEHHO C TEM MEHEKEPOM TI0 MPOJaxkaM, a TAKKE MOJIOKUTEIBHO OT3hIBAJICS O
MecTe, B KOTOPOM HaXOJUJI0Ch U OI0pO, U YIPABISIEMbIA UM LIEHTP.

Bckope nociie Toro kak KJIMEHT pa3MECTHIT YKa3aHHBIN 3aKa3 B OI0pO, B 3TOM
OIOpO MOMEHSJICS MEPCOHAN, 3aHUMAIOIIMICS MPOAaKaMH, IPUYEM 3TO MPOU3OIILIIO
TPKIbL. [ MEeHepKepa Mo MpoJiaXkaM 3TO BbI3BIBAJIO OOJBIIME TPYIAHOCTH IMPU
3aKIIIOYEHUH KOHTPAKTOB, BEIEHUH JIeN TI0 KIMEHTaM U OTpa)kKeHUH Mpoduien me-
pOIIPUSATUHM, a TaKXe COCTABJICHUM W PACHPOCTPAHEHMM TEKylled HH(OpManuu.
KiuenT, KoTophblil pa3mMecT 3aKka3, 0pOpMUI Ha HErO KOHTPAKT, JETATU3UPYIOIINANA
BCE 3allpalllMBacMbl€ UM YCIYTH JJI [IPOBEIEHUS MEPOIIPUATHS, KOTOPHIE JHOIKEH
ObLT 0OecrieunThb HeHTp. PazymeeTcs, KOmus 3TOro KOHTpaKTa Obljia U Y MEHEHKepa
1o npoaaxkaM. Konuu 1aHHOTO KOHTpaKTa UMEJUCh U B ABYX FOCTUHULAX, T€, KaK
MJIAHUPOBAJIOCH, OCTAHOBSITCS YYaCTHUKU OYYILIErO MEPOIIPUSITHSL.

Tax yx ciydusioch, 4To Apyrue MEHeIKepbl OI0po Ha TOT K€ caMblid IEPUOA
3a0pOHUPOBAIIM MECTO U JAJISl IPYrOd TPyIIbL, T.€. MPOU30IILIA JBOIHAS perucTpa-
WS WIH, PYTUMH clloBaMu, Hakiaaaka. OTHOBPEMEHHO JIBYM TpymnmnaM ObLIH BbI-
JIEJIEHBl OHU M TE€ K€ BBICTABOYHBIN 3aJI, KOMHATHI JUUISl OT/AbIXa B XOJI€ CEMHHa-
POB, IOMEILEHUS IJIs1 3aCelaHuii paboUunX TPy, a TAKKE MEPCOHAN, OTBEUAIOIINN
3a MPUTOTOBJICHUE €Ibl U HAITUTKOB U UX MOJauy ydyacTHUKam. Bropas rpynmna, 3a-
pEerucTpupoBaHHAas MO3XKE, MOJIB30BAJIACH YCIyTaMH JJAHHOTO LIEHTPa BIIEPBHIE.

Curyanus ocrtaBajach HE BBISBJIECHHOM MOYTHM JO C€aMOro Hayajia Mpo-
BEJICHUSI MEPONPHUATHUS: O HEHl CTajo M3BECTHO B OIOPO M B KOH(EPEHI-LIEHTPE
BCEro 3a JIECATh AHEW J0 MPUOBITUS YJIEHOB IPYMIbI, KOTJa MEHEKEp MO mpoja-



’KaM HalnpaBWI NPUITIALICHHE HA BCTPEUYY C OPraHu3aTOPOM MEPONPHUATHS Mpen-

CTaBUTEJISM TOJIpa3/IeJICHUI, KOTOPHIE 10 TUIAHY OBLIIM B HEM 3a]1eiCTBOBAHBI.
TakuMm 00pazoM, U3-3a CMEHbI aIMUHUCTPATUBHOTO TIEpCOHAIA HEOOXOANMAsT

uH(popMalUg 0 KIHOYEBBIX MOJPA3ACICHUN U TEX CIyKallluX, KOTOPBIE JTOJIKHBI

ObUIM y4acTBOBaTh B MEpONpPHUATHH, HEe Obuia noBeneHa. LleHTp xoHdepeHuuii He

ObLT YBEJOMJIEH, YTO €r0 IUIOIIAY 3aKa3aHbl JUIsl IPUBUJIETHPOBAHHOIO KIIMEHTA. B

pe3yJbTaTe 3TOro KIMEHTY MPHUIIIOCh COO0MIaTh O KaTacTpo(QUIecKO CHUTYyalluu.

Coznanace orpomHasi mpoosema, TpeOyrolasi HEMEAJICHHOTO PEIICHUSI.

Bonpocewt:

1. Tlpexne Bcero ompeneianuTe, KTO HECET OTBETCTBEHHOCTD 3 CIIOKUBIIYIOCS CH-
Tyaluio.

2. Kakwue neiicTBust HEOOXOAUMO MPEAIPUHAT, YTOOBI HCTIPABUTH CUTYAIUIO?

3. CymiecTBYyIOT JH KaKHe-TO 0COObIe MPOLEAYpHl AJIs MPEAOCTaBICHHS TUIOIIA-
JIel IPUBUIIETUPOBAHHOMY 3aka3uuKy? Eciuy 1a, TO B 4eM 3TO 3aKIIF04AeTCA?

4. Kakue Mepbl, eciii OHU BO3MOKHBI, CJIEAYET MPEINPUHATh B JTAHHOW CUTyalun?

5. Yto noyKeH clenaTb OpraHu3aTop MEpOIpHTHs, YTOObl B OyAyIleM HE OKa-
3bIBAThCS B OJIOOHBIX KPUTHUECKUX CUTYyalUsX?

6. Ilepeunciure NATH BOBMOXKHBIX CLIEHAPUEB JACHCTBUI OpraHn3aTopa MEpOIpHU-
ATHS, €CJIM €My HE MPEJOCTaBIT B ONMKUCHIBAEMOM KOH(EPEHII-IIEHTPE HE00XO0-
JAMBIX TUIOIIAIEN U YCIIYT.

7. Kaxum 06pazom MOXXKHO n30exKaTh TOBTOPEHUS MOAOOHBIX CUTYaIUil B OyIy1iem?

CuryaTuBHas 3aga4a Ne27. HexBarka 3amacoB

Cettuac 9.30 yrpa, nsaTHHIIA, MECTO JACHUCTBHUS - pectopan Pub. ITo rpaduxy
MPOAYKTHl OJKHBI JocTaBuTh B 10.30. Camnm crnenualibHO 3aKas3ajia JIOMOJHU-
TEJIbHOE KOJIMYECTBO MPOJAYKTOB HA KOHEIl HEJIENH, MOCKOJIbKY 3HAET, YTO HACTY-
naet yuk-eHa. B 10.30 eif mo3BOHUIM OT MOCTABIIUMKA U COOOIIUIIU, YTO HE CMOTYT
Jn0CTaBUThH NMPOoayKThl panbiine 10.00 yrpa cy660Thl. Cajin 00bsICHUIIA CITyXKallle-
My TOCTaBIIMKA, YTO OUYE€Hb BaXKHO MPHUBE3TU MPOAYKTHI KaK MOXKHO paHbliine. OH
W3BUHUIICS, OJTHAKO 3asBHJI, YTO JI0 yTpa CyOOOTHI 3TOTO CAENIATh HEJb3sl.

K 13.00 aust Ha KyXHE HayalIMCh Nepedou ¢ MPOAYKTaMH, B TOM YHCIIE C Te-
MU, 0€3 KOTOPBIX HEllb3s1 00OUTUCH: CTEHKH, IBITIISATA U pblba. ['ocTH cTanu BbIpa-
KaTh HEJIOBOJIBCTBO, TaK KaK O(UIIMAHTAM TPHUXOJMTCS BCE Halle COOOIATh UM,
YTO yKa3aHHBIX B MEHIO HEKOTOPBIX OJII0JI OHM TMOJYYUTh HE MOTYT, T.€. Hadalu
cO3/1aBaThCsl cuTyanuu «86». Kpome Toro, ecim KyXHs HE HAUHET CBOEBPEMEHHO
rOTOBUTH OJIFOJIA JJIs1 BeYepa, 3TO IPO3UT OTPOMHBIMU MPOOJIEMaMHU.

[To Beyepam B nsaTHHIY PUb 00BIYHO MOTyYaeT MOMONHUTENBLHO OT MPOIAK
12 Tteic. nomn. OmgHako, ecnu mpobsaema He OyneT HEMEUICHHO PEIleHa, PecTopaH
HOTEPSIET MHOTO TOCTEH U OOJIBIIYIO YacTh MPUOBLIH.



Bonpocur:

1. Kakue HemeyIeHHbIE MEpBI Bbl IPEAIPUHSIN Obl, YTOOBI PEIINTh BO3ZHUKIIIYIO
npobiemy?

2. Kak MO>XHO OIepaTHBHO MOJyYUTh HEJOCTAIOIINE TPOTYKThI?

3. Komy OBl BbI MO3BOHUIIM B MEPBYIO 0YEPE/Ib, YTOOBI CMATYUTH MTPOOIEMY?

4. Yto ObI BBl NMPEINPUHUMAIHN, YTOOBI BCET/Ia UMETh JIOCTATOYHO MPOIYKTOB B
3amace?

5. Crnenyer v UMETh CHEMAIBHBIN [IJIaH ACHCTBUN B TAKUX CUTYalHUSX, KOTOPAs
ornucaHa Belle? Eciau 1a, TO KaKUM OH JI0JIKEH ObITh?

CuryaruBHas 3amadya Ne28. Perucrpanus 4ucia 3aka3oB, IPEBBIIIAIOIINAX
YUCII0O HOMEPOB: Mpo0JIeMa ¢ TOYKU 3PEHUS TJIABHOTO aIMUHUCTpaTOpa

PezepBupoBanue cBepx HOPMbI HOMEPOB (OBEPOYKHHT, KaK €ro 4acTo Ha3bl-
BAIOT CHEIUAIKUCTBI OTPACIHN) - ATO OOIICHPUHSTAs MPAKTUKA B JEATEILHOCTH TOC-
TAHUIL U aBUakomnaHuii. OJHAKO MHOTHE PAacCMaTpUBAIOT TAKOM MOJXOJ JI0CTa-
TOYHO CKENTUYECKH, CYUTAs], YTO OH BBI3bIBACT MPOOJIEMBbI U ITUUYECKOTO, U MOPaJIh-
HOro xapakrtepa. OIHAKO PYKOBOJMTENIN OTpaciid CUMTAIOT, YTO HET HUYETo Oolee
CKOPOMOPTSIIETocs, 4eM CBOOOIHbIN HOMep. Eciu oH He Mcnonb3yeTcs,, HUKaKhX
[IAHCOB KOMIIEHCHUPOBATh HE MOJYUYCHHBIC 32 HETO JICHBbI'M y 3aBEJICHUS HET U yKe
He Oyzaer. ['ocTUHMIITAM HEOOXOIUMO 3aIUIIATH Ce0sl, MOCKOJIbKY MOTEHIIUATbHBIC
rOCTU YacTO PE3EPBUPYIOT HOMEPA Cpa3y K€ B HECKOJIbKUX TOCTUHHUIIAX WJIU OTKJIa-
JILIBAIOT CBOM MIPUE3, ¥ IOATOMY 3aKa3aHHBIM HOMEP OCTAETCS MyCThIM.

Jlonst TakuX HE SBUBLIKUXCS JIFOJEH, KOTOPBIE 3apE3EPBUPOBAIM HOMED, pa3-
JUYHA W 3aBUCUT OT TOCTUHUIIBI WM MECTa €€ PaCIOJIOKEHHs, HO B 00IeM Co-
CTaBJISICT MPUOIU3UTEIBHO MATH MpoIrieHToB. B roctunuie Ha 400 HOMEPOB ATO
JIBaJIIIaTh HOMEPOB, YTO B CPEIHEM JAeT YOBITKM MPUOIMU3UTENbHO B 2 600 mosi.
3a HOYb. Eciu ydecTh 3TH HU@pPhI, HE YAUBUTEIBHO, YTO TOCTHHUIIBI MBITAIOTCS
3alUTUTh CBOU UHTEPECHI, PE3ePBUPYS HOMEpa sl OOJIBIIIETO YKCIIa TOCTEH.

[Ipu 5TOM TOCTHUHUIIBI THIATEIBLHO OTCIAEKUBAIOT MOCTYIUBIINE 3aKa3bl: JJIs
KOTO OHU OBLIU CHEJIaHbl, Kakue Tapu(bl ObUTH OTUIaYeHBI, KOTJa OHU ObUIH Clie-
JIaHBI, TOCTYIUJI JIM 3aKa3 OT MOCTOSTHHOTO TOCTSI WJIM OT KPYIHOTO KJIMEHTa (KOp-
Nopaiuu), KOTOpbI€ YaCTO MOJIb3YIOTCS YCIyTraMu 3TOM TOCTUHHUIIBI U T.1.).

Jxunn Peiinonbas (Jill Reynolds), menemkep peructpaiui B TOCTHHHUIIE
Regency B r. Jla [Ixxomnna, wrat Kanudophus, npudsiB Ha paboTy, MOHsIIA, YTO Ce-
TOJIHSIIIIHEN OKTSIOPhCKOM HOUBIO TocTHHUIA, uMetomas 400 HoMepoB, OyAeT Tie-
penonHeHa. OHa coOpanach MeperoBOPUThL 00 ITOM CO CBOMMHM KOJIJIETaMU, TIOCIIE
TOTO Kak OHM MpuAyT Ha padorty k 7.30 yrpa. K Tomy e oHa 3Hajna, 4TO CEroHs
CKOpEe BCEro MPHUAETCS YCTPOUTHh HEKOTOPHIX MPHOBIBAIOIINX TOCTEH B COCETHUE



roctuHuIpl. Cutyaiysi, 4ToObl y HUX BOOOIIE HE ObLIO CBOOOJIHBIX MECT, I0OCTa-
TOYHO pelKasi.

[TonuTHKa TOCTUHHUIBI U TPOLEAYPHI, BEIPAOOTaHHBIE JJIsI NPUOBIBAOIINX
rocTeil, MpeaycMaTpuBalOT, YTO B MOJOOHBIX CIIydasX CIIy)Kallluid CTOMKH peru-
CTpaluu JOHKEH 003BOHUTH OJM3IIekKAIINe TOCTUHHUIBI TOW K€ KaTerOPUH, YTOObI
BBISICHUTD, HET JIM Y HUX CBOOOJHBIX HOMEpOB. Eciu Takoi BapuaHT OTHICKUBAET-
Ccsl, CIy)Kalui OOBSCHSAET FOCTIO, YTO, K COYKAJEHUIO, Y HUX HET HOMEPOB M3-3a
MEHBIIEr0 YMCIIa BBIEXABIIMX FOCTEH, 4UeM OXKuAanock. CiyKalluil Takxke JOJKEH
OOBSICHUTD, YTO YAOOHBIE YCIIOBUS JUIsl POKUBAHUS 3apE3€pBUPOBAHbI I HETO B
OnvpKaiiel TOCTUHUIE U YTO UX TOCTHUHMIIA 3aIUIATUT 3a €r0 HOMEp TaM U 3a Iie-
pee3q B Apyrylo TOCTUHUILY M IpH Bble3ae U3 Hee. OOBIUHO FOCTU C TOHMMAHUEM
OTHOCATCA K TaKHUM CHUTYalHsIM, OCOOEHHO €CJIM OHHU OCO3HAIOT, YTO MOJYyYarOT
OecriaTHbI HOMEp U OECIUIaTHBIN TPAaHCIIOPT.

B 3TOT KOHKPETHBIN I€Hb YYETHBIA )KypPHAJI CBUAETEIBCTBOBAN, YTO T'OCTH-
HULA OyJeT NepenoIHeHa Ha TPUAUATh HOMEPOB. B TpeX MM 4eThIpex COCEIHUX
TOCTUHHIIAX TAKOI'o K€ KJIacca UMEJUCh HOMEPa, KOTOPhIE MOKHO OBLIO 3a0pOHU-
poBaTh, HO JeNaTh 3TO OBLIO HAAO YyXke ceidac, T.e. yrpoM. Ilomumo nepeanpeca-
uy rocred JLKWILT MpoaHaIM3upoBala Apyrue BO3MOKHOCTU BBIXOJA U3 3aTpy-
HUTEJIBHOTO TOJIOKEHUS, B YACTHOCTH, METOJ «pacllerieHns». Eciau roctu B HO-
Mepax JIFOKC HE HYKJIAIOTCA B TOCTHHOW, NOSIBIIIETCS BO3MOKHOCTh OPraHU30BaTh
HECKOJIbKO JIOTIOJHUTENIbHBIX «HOMEPOBY», IUISl Yero, npasja, norpedyercs nocra-
BUTH B 3TH IOCTHHBIE KpoBaThU. K cUacThio, Kak BBISICHWIOCH, B 3TOT JI€Hb TAKUM
C10c000M MOYKHO OBLJIO UCIOJIB30BATh BOCEMb TOCTUHBIX.

Bonpoc:

Ecnu Obl BBl OKa3aach B OMUCAHHON CUTYallMH, KaK Obl BbI TOCTYUIN?

CuryaTuBHas 3aga4a Ne29. Xaoc Ha KyxHe

JUKEWH - TUPEeKTOp NpeanpHsTHs MUTAHUS HAa TEPPUTOPUU CTYIEHYECKOTO
ropojika, KoTopbiii 0ocimyxkuBaer 800 CTyAEHTOB 3aBTpaKaMu, JJaHYaMHU U 00eaaMH.
JIxeitn npueskaer B cBoil oguc B 7.00 yTpa (3a monvaca 10 Havajia 3aBTpaka) U
BBISICHSET, YTO B 3TOT J€Hb UX OKUAAIOT MHOTro mpobiem. [locne mpociymrBanus
TeneOHHBIX COOOIIEHUI HAa aBTOOTBETYMKE, OHA BBISICHSIET, YTO KacCUP, OOCITYKH-
BAIOIIMI 3aBTPaKy, U OJHA U3 IBYX COTPYIHHII, KOTOPbIE 3aHUMAIOTCSI YOOPKOI 10-
CyIsl yTpom, 3a0osenu. B 8.15 momxeH npuiit BTOpoi pabOTHUK - AJisi yOOPKH U
MBIThsI TPSA3HOM mocyibl. Kaccup 0coOeHHO HE0OXOAUM BO BpeMs 3aBTpaka, MOKa
CTYJICHTBI HE YUIYT HAa YTPEHHHE 3aHATHUSA, KOTOPbIE HAUUHAOTCSA B 8.30.

BricnymaB st coobmenus, [[)KeilH OT OJHOTO W3 TOBApOB y3HAET, UYTO
OJIMH U3 JBYX XOJIOJWJIBHUKOB pabOTaeT B HEHOPMAJIbHOM PEKMME M YTO YacTb



MPOJYKTOB XPAHUTCS B HEM IPU TEMIIepaType, KOTopas ImpeBbIaeT 6 rpaaycoB

Llenbcus.

[Tocne 3TOro K HEM MOJOIIEN CIyKAIllMi, OTBEYAIONTUI 3a cajlaThl, U COO0-
111, YTO OJUH W3 TPEX almnapaToB IO MPUTOTOBIICHUIO JibJa ciomancs. M3-3a sto-
ro y HUX He OyJeT XBaTaTh JibJla JIJIsl OXJIaKICHUS CaJlaTHBIX OapOB U MPUTOTOBJIE-
HUS XOJIOJHBIX HAIIUTKOB 32 3aBTPAKOM.

WU, HakoHel, MEHEHKEp O MACCOBBIM MEPOTNPUATUSIM cooO1m J[>keitH, 4To
CIyYWJIOCh HENMPEABUAECHHOE. JlecepThl, 3aKa3aHHbIC MPE3UICHTOM YHHBEPCHUTETA
Ha JIaH4, KOTOPBIA OH YCTPauWBaET B ATOT AEHb JJII CBOMX I'OCTEM, JOCTABIEHbI BO-
BpeMs He OyIyT, TaKk KaK CIIy)Kallluil MOCTaBIIMKA 3amucall JaTy UX JTOCTaBKHU He-
MPAaBWJIBHO. DTO, HECOMHEHHO, BBI30BET THEB MPE3UICHTA.

Bonpocur:

1. Kak J[>xeliH MOXeT CIpaBUTHCS C OTCYTCTBUEM KacCHpa M CIIy>Kalllero Ha MOU-
K€ BO BpeMs 3aBTpaka?

2. Yto cnemyet caenath J»KelH C MPOAYKTaMU B HEUCIIPABHOM XOJIOIUIHHHUKE?
Crnenyer nu el UCroiab30BaTh MPOAYKThI, KOTOPbIE XPAHWINCH MPU TEMIIEpa-
Type Boile 6°C?

3. Kaxkue Bapuanthl aeiictBuil y J[>kelH, 4TOOBl pemuTh MPOOJIEMYy HEXBATKH
apaa?

4. Kak cnenyer [[xeliH AelicTBOBaTh B cllydae ¢ MPE3UJICHTOM, 3Has, YTO 3aKa-
3aHHBIC HA JIAHY JIECEPTHI HE OYIyT AJOCTaBICHBI?

5. Ecnu cnenuanbHble AecepThl HE MOTYT OBITh 3aKYIIJICHBI BOBPEMS, YTO JIOJKEH
JIeJIaTh MEHEIKEP M0 MAaCCOBBIM MEPOTIPUITUSIM?

6. Uto MOXHO clenarh, YTOOBI B OYIyIIEM HCKIIOYHUThH OIMHUOKH, IMTOJ00HBIC TOMH,
KOTOPYIO COBEPIINII CIIy KAl MOCTaBIINKa?

CuryaruBHas 3agava Ne30. Yreuka rasza

KyxHs B 0gHOUM KpyHmHOM KOPIOPATHUBHOM CTPYKTYpPE UMEET HECKOIBKO Ia-
30BBIX U DJIEKTPUUYECKHUX MeUel U JPYTruX KyXOHHBIX MPUOOPOB, KOTOPHIE UCIIOJIb-
3YIOTCSL JUIsl MPUTOTOBJICHUS NUIIM. B cpeaHeM KyXHs OOCIyXMBaeT BO BpeMs
nanda 500 yenoBek. OgHAXKIBI B OUH JeKaOphckuil neHb, B 10.15 yTpa, n3-3a
YTEUKU Ta3a MPUILIOCH OOPaTUTHCS B T'a30BYI0 KOMIIAHMIO, KOTOpas M3-3a HEHUcC-
IIPaBHOCTH MEPEKPbLUIA MMOJavy rasa.

Bonpoc:

UTo MOXET OBITh CIIeJIaHO B CO3JABIIUXCS YCIOBUAX, YTOOBI HE COpPBATH U
JaXe He YXYIUIUTh OOCITYKMBAHHUE MMOCETUTENEH BO BpeMsl JlaHya?



CuryatuBHas 3aga4ya Ne31. OueHb BaKHbIE IOCETUTEN

IIoCTOSIHHBIA MOCETUTENb KAa3WHO NPUHUMAET PEIICHHUE NpUEXaTh B Ballle
3aBEJICHUE HA YMK-JHJ HEPEAKO B MOCIEAHIOI MUHYTY. TakoW rocTh BOCIIPUHH-
MaeT a3apTHBIE UTPBI KaK CIIOCOO OTIOXHYTh U MO3TOMY CPEAM APYTUX IOCETUTE-
Jell Ka3MHO CUMTAETCS OJAHMM M3 HauOosee xenaHHbIX. Korma takoil yenoBek
pUOBIBAET B KA3HMHO, €r0 OOBIYHO BCTPEYAET METPAOTEINb, JEMOHCTPUPYIOIINI K
HEMY YBa)XEHUE KaK K OYEHb BaXXHOW MEPCOHE, YTO OOBACHAETCA TEMU KPYITHBIMU
CyMMaMH, KOTOpPbIE 3TOT YeJIOBEK OOBIYHO OCTABJISIET 3a CTOJIOM JJIs OJ3K-JDKEKa.
Takol TocTh 3a roJl IPUHOCHUT Ka3WHO U rocTuHMIEe okoio 50 Teic. gomt. Ho Tak
KAaK OH IPUHUMAET PEIICHHUE B MOCIEAHIOI MHUHYTY, TO HE BCErAa MOXKET yBENO-
MUTh Ka3MHO O cBoeM mnpuesnie. [loaToMy no mpuObITHH OH Y4acTO OOHAapY>KUBAET
Oo4epellb y CTOJa PETUCTPAllU, B KOTOPOU €My HNPUXOIUTCS CTOSITh OKOJIO ABAIA-
TH MUHYT, a KOT/Ia HACTYIIAET €r0 OYEPEAb PETUCTPUPOBATHCS, TO BBIICHAETCS, YTO
TOCTUHHUIA Y€ 3anojHeHa. Ciy)Kanui CTOWKM PETUCTPAallMd HaYWHAEeT HEPBHU-
4aTh, KOT/Ia TOCTh 3asBIISIET, YTO OH SIBJISIETCS MOCTOSIHHBIM NoceturteneM. Pasapa-
KEHHBIN, MOCETUTEh OKUAAET TOCTUHHUILY U peliaeT Juisl ceOs, UTO B KOHIIE KOH-
OB (PUILIKM 3a CTOJIOM JJIsl OJI9K-PKEKa OJMHAKOBBIE BO BCEX Ka3MHO U UTO, MOXKET
OBITh, B IPYT'OM 3aBE/ICHUU K HEMY OTHECYTCS C OOJIBLIIMM YBaXKEHUEM, YEM 37I€Ch.

Bonpoc:
Kaxue npoueaypsl, BO3MOXKHO, ClIeyeT pa3paboTaThk, YTOOBI MOAOOHBIX CH-
Tyalil B BallleM 3aBEICHUH HE CITy4ajoch?

CuryaTuBHas 3agauya Ne32. Peructpanus yucia 3aKka3oB, IPEBBIIIAIONIAX
YHCII0O HOMEPOB: pobJieMa C TOUKHU 3pEHMsI KacTelsiHa

He cekper, 4ro0 BO BCEX TI'OCTHMHHMIAX AUPEKTOpP IO aIMUHUCTPATUBHO-
XO035MCTBEHHON (KAaCTEJIIHCKOM) Ciy’0e JOHKeH yMeThb ObICTpO U 3(DPEeKTUBHO
pearnpoBaTh Ha BO3HMKHOBEHHUE JIOOBIX HEOKMJaHHbIX curyauuid. Ctedan Po-
nouau (Stephen Rodondi), ncnonHUTENBbHBIH JUPEKTOpP TOCTUHHIBI Regency B
r. Jla Ixonna, mrar KanudopHusi, 00bIYHO HAYMHAET CBOM pabouyuil eHb B BO-
CEMb YacOB yTPa C COBEILIAHUS CO CBOMMM CIIyKaIllMMHU. DTH BCTPEUU IIOMOTAIOT U
eMy U UM 0OoJjiee YeTKO MPeACTaBUTh 3aJaud, KOTOPhIE HAJO0 PEIIUTh B TEUCHHE
nHs. B 9TOT OueHb 3aHATHIM neHb Pogonmu mpubbLl Ha paboTy, rae eMmy coo0-
IIWJIHA, YTO TPY FTOPHUYHBIX HE MPUIIUIKA U3-3a 00JIE3HU. DTa CUTYyalUs co3aana A
TOCTHUHUIIBI OOJBIINE MPOOJEMBI, MOCKOJBKY KOJMYECTBO TOCTEH OXKHMIAJIOCh
OYCHBb OOJIBIITUM U HaJI0 OBLIO IPUBECTH B MOpsiioK Bce 400 HOMEpOB.

Bonpoc:

UYro cnenyet nenath Ctedany, 4ToObI MOJAEPKUBATH CTAHIAAPTHI OOCTYKHU-
BaHUs U TapaHTUPOBATh KaU€CTBEHHYIO YOOPKY BCEX HOMEPORB?



CuryaTuBHas 3aga4a Ne33. HexBarka ciyalux Ha KyXHE

Cayutu reHepalibHBIN MeHeKep pectopa Pub, ogHoro us myummx 4* ropo-
ne. Kak oObI4HO B MATHUILYY B 6 4acOB Bedepa, B OKUAAHUN OOCTY>KUBAHUS MOKHO
npocuaeTh okoio 45 MuHyT. KyXHS UCHBITHIBAET 3aTPYJHEHUSI U OMA3/bIBACT C
MIPUTOTOBJICHHEM 3aKa3bIBAEMBIX OJIFO/I. DTO OYEHBb BAXKHO, OCOOEHHO, €CITH TI0Ce-
TUTEJh BBICKA3bIBACT HEJIOBOJIBCTBO CTOJIH JIOJTUM OOCITY )KHBAaHUEM.

Cainmu oKuJ1aeT, KOrja Ha BEYEPHIO CMEHY MPUAYT ABa MoBapa, OTBEYa-
folue 3a raBHble ydactku. Ceityac 6.15 Beuepa, U i TOJBKO YTO COOOUIMIIN IO
tenedoHy, 4To o0a moBapa 3a00JIeIu U HE CMOT'YT BBIMTH Ha paboTy.

Kak Tonpko oHa nosnoxuia TpyOKy, MeTpoTens coodun Cay, uro B 7.30
Beuepa 1no rpaduky B pecTOpaHe JOJKHA ObITh BEUEPHUHKA Ha MATHIACCAT YEJIOBEK.
Cannu rmy0OoKo 3ajyManach, Tak Kak ceifyac y Hee U3 IIECTH MOBapoOB TOJIBKO 4e-
ThIpe. VX MpOU3BOIUTENBHOCTh OYEHb BBICOKA, HO BpPEMsl MPUTOTOBIEHUS OO/,
HECOMHEHHO, yYBeIMUNThCA. Kak Cajii MOKET BBIMTH U3 3TOM CUTYallUN?

Bonpocoi:

1. Kakumu ObL1u OBl BaIllM CHUCTBUS B TIOJJ00HOM cUTyaIuu?

2. Kak Obl BBl IOCTYIUIIU, YTOOBI KaK MOKHO OBICTpEE MOTYUYUTH JOMOTHUTEIb-
HBIX TTOBAPOB?

3. UTo MOXHO cHenaTh B CO3JABIINXCS YCIOBHIX, YTOOBI BEUCPUHKA HA TISATHIIC-
CSIT YEJIOBEK MPOIIIa HOPMAJIBHO?

4. Kakue U3MEHEHUs CJIeIyeT BHECTU B OOBIYHYIO PACCTAHOBKY CTOJMKOB B 3alie,
YTOOBI MPOBECTU B PECTOPAHE BEUEPUHKY HA MSITHACCST YETOBEK?

5. UYTo MOXXHO OMEPATUBHO MPEANPUHSITH, YTOOBI BpEMsI OXKHJIAHUS TTOCETUTENSI-
MU 3aKa3a COKPaTUIOCh?

6. Uto Bam HEOOXOIUMO CJIeTIaTh, YTOOBI BCE TOCTH PECTOpaHa OCTAJIUCh JIOBOJIb-
HEI €r0 MOCEIIeHUEM ?

CuryaTuBHas 3aga4a Ne34. TpyaHOCTH C COTPYAHUYECTBOM

HcnonHuTenbHbIN KacTesiH TOCTUHMLIBI Lattuca Inn >xaxyercs BaM Ha CBOXO
NOYMHEHHYI0 bepHu3, KacTensHily, KoTopas yKe JaBHO paboTaeT B TOCTUHULIE.
Kak meHemxkep 1mo nmepcoHainy Bbl 00si3aHbI IpoBecTH padoty ¢ bepHus, Hepenko
UTHOPUPYIOILYIO YKA3aHHs CBOETO PYKOBOAMTENS. bepHU3 yTBEpKAAET, UTO €1 HE
HPaBUTCS ATOT YEJIOBEK, U J1a)Ke MOCJe pa3roBopa ¢ BAMHU OHA OTKa3bIBaeTcsl pado-
TaTh C HUM.

Ho y Hee oTHOIIEHUS HE CKIAABIBAIOTCS HE TOJIBKO C HadaJbHUKOM. B mo-
KyMEHTaX, KOTOpbIe MPUILIN U3 KadeTepus i CIyXallluX, CKa3aHO, YTO OHA U C
KOJJIEraMH HE OY€Hb OOIIUTEIbHA.

Bonpoc:



Bbl MeHexep 1o nepcoHany. Kak Bbl HOCTyNUTE B JAHHOM citydae?

CuryatuBHas 3aga4ya Ne3S.

Bbl ujneH KOMaHBl CTapIIMX MEHEIKEPOB B MECTHOM PECTOPAHHOW WU
FOCTUHUYHOM CETH W3 JABCHAAUATH 3aBeAcHWi. BaMm mopyuyunu CIUTaHUPOBATH
pacumpeHue koprnopanui. Bam He00X0auMO COCTaBUTH IJIaH, KaK 3TO Jydlle BCe-
ro caenars. [Ipoananusupyiite, Kak Apyrue CETH IUIAHUPYIOT CBOE PaCUIMPEHHUE.
3anuumTe BCe BO3MOXKHBIE BAPUAHTHI, TIOCJIE YETO BhIJJAaTEe CBOU PEKOMEHIAIUH.

CuryaTuBHas 3agaya Ne36. BeuepHee MeponpusTue B MSATHUIY B PECTO-
pane otens Grand Hotel

Kapna I'omec (Karla Gomez) metpnorens pecropana npu roctunuie Grand
Hotel. B gucno o6s3anHOCTe# Kapiiel BXOAUT KOHTPOJIB 32 paboTOi 0(UIIHAHTOB,
paccakuBaHWE TOCTEH W MIPUEM 3aKa30B Ha TocemieHne. OaHaX bl B ISTHUILY Be-
4epoM pecTopaH ObUT OYeHb 3arpykeH. Bce nBaamnarh CTONMKOB OBLTH 3aHATHI, U
o0Opa3oBajicsi 1OCTATOYHO JITMHHBIN CIIUCOK Okujaromux. Kpome toro, yacts jto-
ner kana B xoiie. bap npu pectopane ObUT OJIOH TOCTEM, @ MHOTHUE U3 TE€X, KTO
ObLTM 3a CTOJMKaMHM Ha OCHOBHOW TEPPUTOpUHU, JHOO 3aKOHUYWIM €CTh IMEPBOE
010710, MO0 yK€ MPUCTYNHIM K AecepTy. OJHAKO U3-3a JIOKIJIMBOM MOTOJbI
MHOTHE W3 TOCTEH HE TOPONWINCH IMOKHAATh PECTOpPaH, B TO BPEMS KakK JIPYyrUe
YKAJIOBAIUCh, YTO UM MIPUXOTUTCS JOJTO KIAATh.

Bonpoc:

Uto moxer caenath Kapira, 4ToObI penIuTh OMCAHHYIO MPOo0IeMy?

CuryaTuBHas 3aga4a Ne37. ConpoTUBiIeHUE ITIEpEMEHAM

Bac Tonpko 4To npuHsuM Ha paboOTy B KauecTBE NMOMOIIHMKA MEHEKepa B
CTapblil MPECTWKHBINA, HO OYEHb 3arpyXEHHbIA pecTtopaH. Ha Bce Bamm mpemo-
YKEHHSI O BHECEHHH MEPEMEH CIIyKaIlllHe OTBeYaroT: « MbI Tak nenanu Beeraa». OHu
IIPOCTO HE 3HAKOT, UTO KAKWE-TO BOITPOCHI MOYKHO PEIIATh NOAPYTOMY.

Bonpoc:

Kaxk Bam cnenyer nqeicTBOBATh B 3TOM CUTyalun?

CuryatuBHas 3anxa4ya Ne38. [Ipennoxenue ycayr uist rocTei

Brl HenaBHO Havanu paboTaTh Ha CTOMKE PETUCTPAIMM B MPEKPACHOM KY-
popTtHOM oTene B HoBoil AHINIMM, U Balll MEHEIKEp HEIAaBHO MOXBAJWJIa Bac 3a
yMeHue oOciyxuBath rocreil. Ilocie 3Toro oHa mopekoMeHI0Bajia BaM TMPOIY-
MaTh BONPOCHI, CBSI3aHHBIE C YCTPOMCTBOM MEMIEXOJHON JOPOKKHU ISl MPOTYIOK
Ha TEPPUTOPUM TOCTHUHHIIHI.

Bonpoc:



Kakne oCHOBHbBIE KOMIIOHEHTHI, [0 BalllEMy MHEHUIO, CIEAYET Y4EeCTh MpU
pa3paboTKe HOBOU JTOPOXKKHU?

CuryaruBHas 3aga4a Ne39. HexBaTka niomaaei

Jlenus — MeHeKep o TpoJIaXkaM B KPYITHOM KoHbepeH I -1ieHTpe. OauH u3
€€ KJIIMEHTOB I'OTOB CJIEJIaTh 3aKa3 Ha IMPOBEJICHUE B LIEHTPE BBICTABKHU, KOTOpPas
MoTJia ObI HE TOJIBKO MPUHECTHU OOJIBIINE MOCTYIUICHUS LEHTPY, HO W SIBISETCS
€XXETOAHONU U KOTOPYIO C YIOBOJILCTBUEM Pa3MeCTUIIU Obl y ceOsi HECKOJBKO APY-
IMX AHAJIOTUYHBIX LIEHTPOB.

Kak mpaBuio, BBICTaBKH MOJATOTABIMBAKOTCA B TEUEHUE OJHOTO WM JIBYX
JHEW, MPOJOJIKAIOTCSA TPU-YEThIPE AHS U B TEYEHUE OJHOTO JIHS IKCIOHAThI pas-
oupatorcs. CyiecTByOT IpodeccroHaIbHbIe OpraHru3aluy, 3aHUMAIOIINECs Kax-
JIBIM U3 3THUX 3TaroB.

Korna /lenus nmpoBepuiia Haau4ue IIOMAeH B T€ JHU, KOTOPhIE TPeOyIOTCS
YCTPOUTENSIM BBICTABKH, OHA OoOpaTuja BHUMAHHUE, YTO YacCTh MPOCTPAHCTBA, He-
00X0JIMMOTO JUIsl MOTEHIIUAIBHOTO KIIMEHTa, OyJeT 3aHMMATh Jpyrasi BEICTaBKa.

Bonpoc:

UYro moxker caenath JleHus, 4yToObl BCe-TaKu MPOBECTU ATy BHICTABKY B CBO-
€M LIEHTPE U TIPU ATOM HE MPUUUHHUTH OOJIBIIIOTO HEY100CTBa OpraHu3aTopam Apy-
oM BBICTaBKHU?

CuryaTuBHas 3aga4a Ne4(.

['octTh B TOCTOSIHHO 3alOJIHEHHOM BOCBMHUATAXHOW YETHIPEX3BE3N0OYHOM
TOCTHUHUIIE PETYJISIPHO KATYIOTCA, YTO UM HPUXOJUTCS CIUIIKOM JOJITO KIATh
mudT. B 8 4. yrpa mudThl 3aHATHI CIy>KalllUMUA KaCTEISTHCKOW CITYObI, TIOTHUMa-
IOIMMHUCS HaBepX, 4TOObI HaYaTh YOOPKY HOMEpOB. B To ke Bpems ob1ire mudTh
3aHUMAIOT U paOOTHUKH MOApA3/IeiIeHUs 00CTyKUBaHUs B HOMEpPaX, UTOObI pa3Bo-
3UTh 3aBTPAKU B HOMEPA, XOTS pAOOTHUKHU KyXHHU M OTJeja OAHKETOB MOJIb3YHOTCS
cinyxeOHbIMH JUTaMu. 3ateM npuOiusutTenbHo B 10.30 yTpa ropHuYHBIE UC-
MOJIB3YIOT JIU(THI, YTOOBI OMYCTUTHCS HA TIEPBBIM ATaK BO BPEMsI yTPEHHETO Tiepe-
pBiBa B Ux padoTte. ['eHepanbHbIi MEHEIKEp, 3Hasl BAIIM CIIOCOOHOCTH, MOMPOCHIT
BaC BBICKA3aTh CBOU MPEJIOKEHUS, KaK PEIIUTh Ty MPoOIeMy.

CuryaTuBHas 3aga4a Ne4l.

B He0obIy0 TOCTUHUIYY TTPUE3kKaeT rocTb. OcTaHaBIMBAETCS B 3TOM OTe-
Jie BTOpoy pa3. B cBoii nepBblii npue3 orjiaTHI BCe MPOKUBAHUE TIPU Bbie3e 0e3
KaKUX-JT100 CII0KHOCTEH, Bed ce0sl OUeHb MPUIMYHO, HUKAKUX YBEUHUU OTEII0 HE
HaHec. B o01eM, XOpoumii TocTh, KOTOPOrO0 BCE COTPYAHUKU OTels ObUIN pajbl
BHUJIETh ITIOBTOPHO. 1'0CTHh B 3TOT CBOW NPUE3 KUBET B OTEJIE TOBOJIBHO IPOIOJI-



KUTEITHHOE BPEMsi, TIOCTOSTHHO TPOJIeBasi MPOKMBAHUE W OOemias TUIATHTh MpHU
BbIe3zie. B urore, cuTyanus cioKHas — OIUIaThl 32 HOMEP HET, cymma "Habexana"
OYEHb MPUIINYHAS, TOCTh HA BOIPOCHI B3BOJHOBAHHBIX aIMUHUCTPATOPOB O AAaTe
MOJIHOM/YaCTUYHOM OIIAaThl "KOPMHUT 3aBTpakaMu'" U MPOJOKAET KHUTb...

Bonpoc:

Kak nmoctynuth ¢ rocTeM U Kak MOJIYYUTh OIUIATY?

CuryaTuBHas 3agaua Ne42,
['ocTh 1O AOrOBOPEHHOCTH/TIpaBUIaM OTENs IUIATUT MpH Bble3ae. Hactymaer
JeHb X, TOCTh BBIXOUT Ha PECEIIIIIH C YEMOJAAHOM M OTKA3bIBAETCS IJIATUTH BOOOILIE.
Bonpoc:
1. Kak npaBuiIbHO JE€WCTBOBATh B TaKOM CUTYallMM MPU HAJWYMHU OXPAHHHKA B
orene?
2. Kak mpaBWJIBHO ACWCTBOBATH B TaKOW CHUTyallud NMpPH HAIMYHH HA PECEIIIH
TOJIBKO aAMUHUCTpaTopa’?



®OPMbI KOHTPOJIA U CAMOKOHTPOJIA

dopMaMu KOHTPOJISI CAaMOCTOATEILHON PAaOOTHI MO MUCIUTIINHE SBIISCTCS
IIpOBEpKa MPETo/aBaTesieM BBIOTHCHHS 33aJlaHUl Ha CaMOCTOSATEIBHYIO padoTy
10 BCEM TeMaM Kypca, 3aCIyIITMBAaHUE JOKIAI0B 1 BBHICTYIUICHUN HA TPAKTUYECKHUX
3aHATHSIX, OpraHU3alMs SKCKYPCHI B CpEACTBa pa3MEIIeHUs, MPOBEPKaA pPe3yIbTa-
TOB PEIICHMs CUTYallMOHHBIX 3a/1a4, TPOBEpPKa BHIMOJHEHUS JA00OPATOPHBIX padoT.
dopMoil UTOTOBOTO KOHTPOJISL 3HAHWM SIBJIsiETCS TecTupoBaHue. Kpurepuem mo-
JIOKUTETLHOM OLICHKHU 3HaHWH siBJsieTcs nmopor B 60% MpaBUIbHBIX OTBETOB Ha Te-
CTOBBIC 3aJIaHUS.
dopMa UTOTOBOTO KOHTPOJIS MO0 IUCIHILIMHE - dk3aMeH. OH BBICTABISICTCS
IIPY YCIIOBUU TIONYYCHHUS TOJIOKUTEIIBHON OIEHKH 3a BBITIOJHEHHWE TECTOBBIX 3a-
JIaHWH; BBINOJIHCHUS He MeHee 2/3 3amaHuid, BEIHCCCHHBIX HA CaMOCTOSTCIHBHOC
U3Y4YCHHUE; YJOBJICTBOPUTEIHLHOM BBIMOJIHEHUHU 33JaHUl K CEMHUHAPCKUM 3aHSATH-
SM; yJIOBJICTBOPUTEILHOM BbITIOJIHEHUHU HEe MeHee 10 (st ounoit hopmbl oOyue-
HUs) U 3 (1 3a04HON (popMBI 00yUeHus ) Ja6OpaTOPHBIX paboOT, ydyacTusi B IKC-
KYPCHSX CPEICTBA Pa3MEIICHUS.
OcHoBHBIE POPMBI CAMOKOHTPOJISI 32 OCBOCHHEM JTHCIIUTLINHBIL:
— OTBETHI Ha BOIMIPOCHI /ISl KOHTPOJIS U CAMOKOHTPOJISI, TIPEICTABIICHHBIE B pa3Jie-
ne 3.4 nporpaMmsi;
— PpEerucTpaivs BBIMOJIHEHUS YUYEOHBIX 3aJJaHui 10 TUCIUILIIMHE, B T.4. 3aJaHUH,
BBIHECEHHBIX HAa CAMOCTOSATEIILHOE U3YUCHHE,
— aHaAJIU3 Pe3yJIbTATOB KOHTPOJIHHBIX MEPONIPUATHNA B KOHIIC H3YUICHHS TEMBI;
— aHaJIU3 TPOBEPKU U B3aMMOIPOBEPKU PE3YyJbTATOB PEHICHUS CUTYAIlMOHHBIX
3ajay;
— aHaJIU3 MPOBEPKHU BHITIOJIHCHUS JTAOOPATOPHBIX padoT;
— COCTaBJICHNE TEXHOJOTUYECKHUX KapT Mpoliecca 00CTyKUBaHUSI.

IIpumepHbIe TEMbI KOHTPOJIbHBIX PadoT

IHoHaTHE TEXHOIOTUN TOCTUHUYHON AEATEILHOCTH
CtpyKkTypa TOCTUHUYHOTO MTPOIYKTa
I'ocTnHUYHBIE IETIH

TexHonorus GpOHUPOBAHUS

ok wWNhE

Opranuzanus npuemMa u pa3MeIieHus rocreu



6. I[IpenocraBienue yciayr mUTaHUs

7. JIONOJIHUTENbHBIE YCIYTd TOCTUHUIIBI, MPEIOCTABISEMbIE TOCTSIM BO BpEMs
IPOKUBAHUS

8. Ilpouenypa Bbie31a rocTs

9. OcHoBHBIE CITY>KObI TOCTUHHULIBI

10.ITonsaTre KayecTBa 0OCITYKUBAHUS

11.TexHONOTHSA TOCTENPUUMHOIO MOBEACHUS

12.TpeboBanus, npeabsaBiIsieMble K pAOOTHUKAM TOCTHUHHULIBI

IIpuMepHBbIe TEMBI 10KJIAT0B

Spa-KOMITIEKCHI TPH TOCTUHHUIIAX

XapakTepucTUKa MpeaNnpHUsITHI 001IECTBEHHOTO MUTAaHUs IPU FTOCTUHUIAX
Opranu3zanus ci1y>k0bl KETEpUHTa B TOCTUHULIE

Teopun kauecTBa 00CITyKUBAHUS

OreHka kadecTBa 00CITyKUBaHUS

OcoOeHHOCTH 00CITY>KMBAHUSI THOCTPAHHBIX TYPUCTOB B POCCUMCKHUX TOCTUHUIIAX
Oco0eHHOCTH pabOThl TOCTHHMIL C TYPUCTCKUMU TpylIiaMu

TexHOonornyeckuii mporecc npueMa u 00CITy>KMBaHUs TOCTEN

©ooN O wWNE

. Opranuzanus paboThl MpayeYHbIX U XUMUYUCTOK MTPU TOCTUHUIIE

10 Cny»x0a housekeeping u opranuszanus ee paboThl B TOCTUHUIIE
11.Opranuzaius AesTEIHHOCTU CIY>KOBI MpUeMa U pa3MelIeHus] B TOCTUHUIIE
12.0cobeHHOCTH AeSTENHHOCTH OT/IeIIa POk TOCTUHHUIIBI
13.Opranuzanus KyJabTypHO-MaCCOBBIX MEPOIPUSATHI B TOCTUHHUIIC
14.0Oco0GeHHoCTH MPOBEICHNST OAHKETOB U KOH()EPEHIINI B TOCTUHUIIE

MatepuaJibl 1Jisl IPOMEXKYTOYHOMN aTTeCTAllMU

[IoHATHE TEXHOJOTUH TOCTUHUYHOIO CEPBUCA

Ponb uHIycTpHM roctenpuuMcTBa B chepe yCayr, COBpEMEHHbIE TEHIEHIUN
Knaccudukanus cpeacTs pazmenieHus

TpeboBanus K yciIyram 1o 3B€3HOCTH TOCTUHHULIBI

['ocTMHMYHBIC LIENU U UX BIMSHHUE HA CTaHJIapPThl KauecTBa 00CTyKUBaHUS
['oCTMHWYHBIN IPOAYKT, €r0 dJIEMEHTBI, KATETOPUU HOMEPOB

DneMeHTHI Mpoliecca 00CTy >KUBaHMUS, BIUSIOIIME Ha YIOBJIECTBOPEHHOCTD KIIMEHTa
['OCTMHWYHBIN LIUKIT, OCHOBHBIE 3Tallbl TOCTUHUYHOIO LIMKJIA

©ooN Ok wWwdDRE

To4KkM COMPUKOCHOBEHUS, BIUSIONINE HA OI[EHKY KJIMEHTOM KauecTBa 00CITy-
JKUBaHUS
10.bponupoBaHnue, €ro BHIbI, KaHAJIBI TTOTyYEHUS 3asiBOK HA OPOHUPOBAaHUE HOMEPA



11.TexHomorusi opranu3al OpOHUPOBAHUS

12.TTpuem u pa3menieHue rocTe, 3ae3/1, perucTparms

13.0cobeHHocTy premMa U perucTpanuu rpaxjaan Poccuun

14.0cobeHHOCTH TTpreMa U peruCTpallii MHOCTPaHHBIX TpaxaaH

15.0cobeHHocTH preMa U perucTpaii TYPUCTCKUX TPYIII

16.006cny»uBaHue TOCTe BO BpeMsl MPOKUBAHUS

17.0OcHOBHBIE BUABI YCIIYT, MPEIIIAra€MbIX TOCTIM

18.0cobeHHOCTH OpraHU3alMK MUTAHUS B TOCTUHUIIE

19.Pacuert rocrelt, NOArOTOBKA U MPOBEJCHUE pacueTa, BbIe3 ] TOCTS

20.KinroueBoe x034iCTBO

21.006ecneuenue 6€30MacHOCTH TOCTeH

22.0OcTaBIICHHBIC U TIOTEPSHHBIC BEIIH, UX XpaHEHUE U TIOPSIOK BO3BpaTa

23.CaHuTapHO-TUTHCHHYECKHE TPEOOBAHUS K COACPKAHNIO HOMEPHOTO (hOH/IA U
0O0I11eCTBEHHBIX MOMEIICHUMN

24.Opranuzanusi v MpoBeAcHNE YOOPOUHBIX paboT

25.2Kano6sl rocTeit, KapTOUKH OIpoca rOCTeH 0 KauecTBE 00CITy KHUBaHUS

26.HectrannapTHbie cuTyanuu B 00CITyKUBaHUU

27.Mopenu noBeIeHUs JTIOJIEH B CTPECCOBBIX CUTYaIIUSIX

28.KoHnenmus TOCTHHUYHOTO MPEANPHUITHS, OCHOBHBIE 3JIEMEHTHI KOHIICTIITUN

29.TexHOJIOTHS COCTABIICHUS MMPOCKTA

30.OcHoBHBIE TpeOOBaHMS K 3TAHUSIM U COOPYKEHHSIM TOCTHHHII

31.[TnannpoBKa OOIIECTBEHHBIX M JKHIJIBIX TOMEIICHUI

32.0Opranu3aiuoHHas CTPYKTYpa TOCTUHUIIBI

33.0OCHOBBHI yIpaBIeHUs MTEPCOHAIIOM B TOCTUHULIC

34.1Ton6op KaapoB (OCHOBHBIE KaHAJIBI M XapAKTEPUCTUKH )

35.PecypcHoe obecrnieueHre MpoeKTa TOCTUHHUIIBI





