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1 BBEAEHUE K PABOYEW NPOrPAMME OUCLUMNIIUHBI

1.1 Uenb aucuunnuubl: 1.1 Uenb avcumnnuHbl: ChopMUpoBaTh S3bIKOBbIE M KOMMYHUKATUBHbLIE KOMMETEHLUN
o6yyaloLmxcsl, OCTATOUYHbIE AN OCYLIECTBNEHUS UMW YCTHBIX M MUCbMEHHbBIX KOHTAKTOB C MHOCTPaHHbLIMU NapTHepaMu B Xxoade
NX NpodheccUoHanbHOM OeATENbLHOCTU, M3ydYeHUs 3apyB6exHoro onbiTa B cdepe NpodecCuMoHanbHbIX MHTEPECoB, a Takke
PasBUTUA KOTHUTUBHbLIX U UCCNEeaoBaTEeNbCKUX YMEHWIA, PasBUTUA MHHOBALIMOHHOM KYMbTypbl OGMEHa 3HaHUAMM.

1.2 3apayum AUCLUUNIUNHbBI:

1.2 3agaun gncumnnmHbl:

Hayuntb:

- B obractn aygupoBaHusi: BOCMPUHMMATb Ha CryxX M MOHMMaTb OCHOBHOE COAep)KaHWe ayTEeHTUYHbIX TEKCTOB
nNpodeCcCcMoHanbLHOro 1 AENOBOro XxapakTepa, OTHOCSLUMXCS K pasfuyHbIM TUNam peyu;

- B 006nacTM 4TeHusi: NOHMMaTb OCHOBHOE COAEepXKaHWe ayTEeHTUYHbIX TEKCTOB MpPodecCMOHanbHOro XxapakTepa,
neTanbHO NoOHNMMaTh NPodEeCCHMOHarbHbIE TEKCThI, @ TAKXKE BbIAENATb N3 TEKCTOB 3HAYMMYO MHCPOPMAaLMIO;

- B obnactm roBopeHunda: BecTtu guanor, co6mo,u.a;| HOPMbl pe4yeBOoro 3TukeTa, U rpammaTtudeckm npaBunbHO
BbICTpanBaTb MOHOJ10I-OnncaHmne n MoHosor-paccyxgeHue;

- B 06racTi nMcbMa: CoOCTaBnsATb aHHOTaLUMIO, noanepXXmBatb KOHTAKTbI NPy NOMOLLA SﬂeKTpOHHOVI noYThl.

1.3 Tpe6oBaHusA k NpeaBapuUTeNbLHOM NOAroToBKe 06yyatroLlerocs:

MpenBapuTensbHas NOAroToBKa NpearnonaraeT co3aaHne OCHOBbI A (POPMUPOBAHUS KOMMNETEHLMIA, YKa3aHHbIX B .
2, NPV U3YYEHUN OUCLUNIIVH:

dunocodckne NpobriemMbl HayKN U TEXHUKN

2 KOMMNETEHUWU OBYYAIOLWLEIroCcs, ®OPMUPYEMBbIE B PE3YJIbTATE OCBOEHUA OUCLIUMNIIUHBI

YK-4: Cnoco6eH NpuMeHsTb COBpeMeHHbIe KOMMYHUKaTUBHbIe TEXHOJNIOMUMU, B TOM YUCIIe HA MHOCTPaHHOM(bIX)
A3blke(ax), ANA akageMU4YecKoro U npodeccMoHanbHOro B3auMoaencTBus

3HaTb: npaBuna AenoBOoN M NPOodeCcCUoHanbHOW 3TUKK, pasnuunsa mexgy oduumanbHbiM U HeoduunanbHbIM CTUNSMU
o6LLeHNs; rpaMmMaTUyecKme KOHCTPYKLUMK U peydeBble WTaMnbl, Heobxoaumble Ans 3anpoca u nepegadv 4enoBov NMCbMEHHON
N YCTHOW MHcbopMaLmm

YMeTb: nornvyHo chopMynmpoBaTb COOCTBEHHYIO MNO3ULMIO U OTCTanMBaTb €€ B 4ENI0BbIX NeperoBopax, NoaaepKmBaTtb KOHTaKTbI
C 3apy0exHbIMU NapTHEPaMKM B akageMU4eckon 1 NpodeccroHansHoM

cbepax B YCTHOM U NMUCbMEHHOW hopMax; BblAENATb 3HAYMMYI0 MHAOPMALMIO U3 TEKCTOB AEeroBOro U npodeccMoHanbLHoro
xapakrepa

BnapeTb: npuemamu BefeHWUsi KOPPECMOHAEHUMM U HaBblkaMu NPOgeCcCMoHanbHOro OOLEHMS HAa MHOCTPaHHOM SA3bIKE,
BKITHOYASA UCMOMb30BaHNE UHOPMaLMN, N3BNEYEHHON 13 3apyBEXHBIX UCTOYHMKOB

YK-5: CnocoGeH aHan1M3npoBaThb U yYUTbIiBaTb pa3Hoobpasue KynbTyp B Npouecce MeXKynbTYpHOro
B3aumoaencTeus

3HaTb: 0COGEHHOCTU MEXKYNbTYPHOW KOMMYHWUKauUWW, NpaBuia B3aMMOLEWNCTBUS C 3apyGexHbIMM NapTHEPaMU C Lerblo
BbIpaboTKN COBMECTHbIX PELLEHNI

YMeTb: MCMoONb30oBaTb 3HAHWE OCOOEHHOCTEV [OEeNnoBOW KynbTypbl W Tpaguuuid CTpaH M3y4aemoro s3blka B pamkax
MeXAyHapoOHOro CoTpyaHn4YecTBa

BnageTb: HaBblkamu OOLLEHNA ¢ 3apyBexHbIMM NapTHEpamy Ha Gase 3HaAHUS OCHOB OEMOBOW KOMMYHMKaLUM U OENOBOro
3TUKETa B CTPaHax M3y4aemoro s3blka 1 HaBblkaMy U3BeYeHUss Heo6xoaMMoN HGOPMaLUK 13 3apyBGEXXHBIX MCTOYHUKOB

3 PE3YNIbTATbI OBYYEHUA NO ANCLUUNNUHE

— | KoHTakr
QO [Has
o<
5 @ | pabora WHHoBaL,
HanmeHoBaHue 1 cogepxaHue pasgenos, @ Z CP hOpMbI
TEM 1 y4eOHbIX 3aHATUI =g (4achbt) PME!
o M 3aHATUN
2z (yacnbl)
Pasgen 1. YcTaHOBNEHME KOHTAKTOB U
nenosoe o0LeHne
Tema 1. Kpocc-KyrnbTypHble OCHOBaHUS
[enoBor KOMMYHUKaLMKN N YCTaHOBNEHUE 1 8
KOHTaKTOB 1
Tema 2. TenedoHHbIE NeperoBopbl 2
Tema 3. [lenoBbie neperoBopsl C
WHOCTPaHHbLIMUK KOnneramu 1 napTHepamu, 1 6
Jernosasi nepenncka




Tema 4. [lenoBas noesgka. Beidop 1
OpoHUpoOBaHMe CpeACcTB NepPenBMKEHNS U
pa3meLlleHns, KOMMYHUKauna B 1 16
0o0LecTBEHHbLIX NpocTpaHcTBax. [lenosow
3TUKET.

Pasgen 2. [lenoBasi npe3eHTaumnst KOMnaHum
n OunsHec-naen

Tema 5. OpraHu3aumnoHHasi CTpyKTypa
KOMMaHUM N JOJHKHOCTHbIE 0653aHHOCTU

Tema 6. OnucaHne busHec-naeun 1 6

Tema 7. OcHoBbI 3¢hheKTUBHOM Npe3eHTaLmm
Ha MHOCTPaHHOM $i3blKe

Tema 8. CobecenoBaHue npu npueme Ha
paboTy 1 cocTaBneHne pesome

Tekywmi koHTporb 2. NpoekTHoe 3ajaHue:
npeseHTauusa 6usHec-maen unu KomnaHum

Pasgen 3. KoHuenTtyasnbHble OCHOBbI
npodeccnoHanbHON OeATENbHOCTH

Tema 9. OnucaHue npodeccnoHanbHom
cchepbl

Tema 10. 3tanbl paboTbl Hag NPOEKTOM B
npodeccnoHanbHon cpepe

Tema 11. Peanunsaunsa NnpoeKTHbIX peLueHnin B
npodeccnoHansHon cpepe 1 8
Tekywuin koHTpornb 1. AHHOTUPOBaHME TeKCcTa

Pasgen 4. lNepcnekTnBbl pasBuTus
npodeccuoHarnbHon cepbl

Tema 12. HoBble TeHOEHLUM B
npodpeccnoHanbHon cdepe Ha COBPEMEHHOM 1 8
aTane

Tema 13. 3ddeKTMBHbIE METOALI BEAEHUS
BbusHeca B npodeccrnoHansHon cpepe

Tema 14. Kapbepa B npodeccnoHansHom
chepe

. . 2 10
Tekywmi koHTponb 2. [poekTHoe 3aaaHue:
npeseHTauusa noptdonuno

Utoro B cemecTtpe (Ha kypce ans 3A0) 18 118
KoHcynbTaumm 1 npoMexyToyHas atTectaumst 05
(3auer) '

Bcero koHTakTHas paborta n CP no

aucuunrivHe 18,5 118

4 KYPCOBOE NPOEKTUPOBAHUE
KypcoBoe npoekTpoBaHue y4ebHbIM MnaHoM He NpedycMOTPeHo

5. ®OH[ OLIEHOYHbIX CPEACTB AN NMPOBEQEHUA MPOMEXYTOYHOWU ATTECTALMA

5.1 OnucaHue nokasatenen, KPUTEPUEB U CUCTEMbI OLIEHUBAHUA Pe3yrbTaToB 00yYeHus
5.1.1 MokasaTenu oueHUBaHUA

Kopn HanmeHoBaHne oueHOYHOro
lMokasaTtenu oueHnBaHNs pe3ynbTaToB 00y4eHus
KoOMneTeHunn cpeactea

Bepet ananor, 3Hasa npaeuna npodeccrMoHanbHON 3THKMU,
rpaMmmMaTnyeckmne KOHCTpPYKUMN N peyeBble LTaMbl.

VK-4 BbigensieT 3Haunmyo nHopmauuio 3 TEKCTOB NPOdECCUOHANbHOro
Xapakrtepa.
AHHOTUMpPYET N pedepunpyeT Ha MHOCTPAHHOM A3blKe TEKCT Hay4YHOMN
cTaTbm.




Bepet 6eceay Ha MHOCTPaHHOM A3blke, 3Hast OCOOEHHOCTH
MEXKYNbTYPHOW KOMMYHWKaLMW, NpaBuia B3anMoaencTeums ¢
3apybexHbIMy NapTHepamu, ¢ Lenbio BblpaboTKM COBMECTHbIX
peLUeHni.

OcyLuecTBnsieT rpaMoTHbIV NepeBod NpodeCccuoHaneHOro TekcTa ¢
y4E€TOM OTNNYMS AENOBON KyNbTypbl M TPAAULNIA CTPaHbl N3y4aemoro
A3blKa.

dopmynupyeT obobLlatoLee 3akntodeHne 06 N3BNeYeHHON u3
3apybexHbIX NCTOMHUKOB MHpOopMaLmMK, Bragest MeTogaMm 1 HaBblKaMu
3(phEeKTUBHOrO MEXKYNbTYPHOIO B3anMogenCTBuS.

YK-5

5.1.2 Cuctema u KpuTepum oLueHMBaHUSA

KpuTtepum oueHmBaHmsa ccpbopMmnpoBaHHOCTN KOMNETEHLNN

LLikana oueHmBaHus
YcTHoe cobecenoBaHne MnucbMeHHas paboTa

O6cyxaeHne npennoXxeHHOW TEMbI
0enoBoro obLeHnsl, AeMOHCTpUpYoLLEee
rpaMoTHOE BriageHue peybio 1 oLy
S13bIKOBYIO 3pyAULIMIO; MOHUMaHWe
BbICKa3blBaHWI Ha OenoBble TeMbI U
yyacTue 6e3 npegeapuTeribHOM NOAroTOBKM
B Anarnore Ha TeMbl, NpeayCMOTPEHHbIE
nporpammMon.

3auTeHo

HeymeHwne coctaBuTb NpocToe
npeanoxexue 6e3 owmnbok, HeNOHNUMaHue
obLuero cmbicna yCTHOro coobLleHns Ha
3HAKOMYIO TEeMY AefnoBOro o6LeHns 1
He3HaHWe NeKkcuKn GonbLUe YacTn Tem
Onga BegeHusa auanora.

He 3ayTteHo

5.2 TunoBble KOHTPOJIbHbIE 3a4aHUSA UNU UHbIE MaTepuarbl, HeO6XxoAUMbIe ANl OLeHKU 3HAHUW, YMEHUMN,
HaBbIKOB U (UNN) oNbiTa AeATENbHOCTU
5.2.1 MNepeyeHb KOHTPOSbHbIX BONPOCOB

Ne n/n | DopMynnpoBKM BONpOCOB

Kypc 1

KapbepHble BO3MOXHOCTM B NpodyeccnoHansHon cdepe marmcrpaHTa

Cnocobbl  obecnedeHuns ycnelwHocTM GusHeca B npodheccuoHansHom cepe

MocnegHwe goctmxeHus B ccbepe I'IpO(beCCVIOHaﬂbHOFO MHTEepeca MarncTpaHTta

MpumMep NpoekTHOro pelueHns B npodeccuoHansHon cepe marmcTpaHta

BbuaHec-nnaHnposaHune

O6nacTtb NnpodeccrnoHanbHbIX MHTEPECOB MarMcTpaHTa

ﬂpaana HanmcaHumga pestomMe 1 conpoBognTeribHOro nMcbmMma

CTpyKTypa KOMNaHUM 1 A0IMKHOCTHbIE 00653aHHOCTH

Olo|N|ojO|h|WIN]|F

[enosas noesagka

=
o

MexagyHapoaHble neperosopsbl

[N
[N

[enosas koppecnoHaeHUus

12 Jenosast MeXKynbTypHasi KOMMYHWKaLMS

5.2.2 TunoBble TeCTOBbLIE 3afaHnA

He npegycmoTpeHbl
5.2.3 TunoBble NPaKTUKO-OPUEHTUPOBaHHbIe 3a4aHUA (3agayu, Kerchbl)

Haxopgsitca B npunoxeHun k gaHHon P

5.3 MeToauyeckue MmaTepuansl, onpegensiowme npoueaypbl oLeHMBaHUS 3HAaHUWN, yMeHUI, BiageHui (HaBbIKOB
1 (MNn) NpakTUYECKOoro onbITa AeATeNbHOCTH)

5.3.1 YcnoBusi gonycka o6y4aroLerocsi K NpoMeXyTo4YHOM aTTecTaumMm 1 NopsAoK NMKBMAALUN akageMu4ecKomn
3a40/MKEeHHOCTU

MpoBeneHVe NPOMEXYTOYHON aTTeCTaLUN PErNaMeHTUPOBAHO foKarnbHbIM HOpMaTUBHBIM aktom C6IYMNT/
«lMonoxeHne o NpoBeAeHNM TEKYLLEro KOHTPOISA yCneBaeMoCTH U NMPOMEXYTOYHON aTTecTaumm obyyaroLwmnxca»

* yCcreLwHoe 0CBOEeHME BCeX pa3fenos, ykasaHHbix B n.3 Pr[;

* ycrewHoe HanncaHne MTOroBON KOHTPOSbHOWM paboThl;



5.3.2 ®opma npoBeaeHUsi MPOMEXYTOYHOM aTTecTauuMm No gUcuMninHe

YcTHas +

5.3.3 OcobeHHOCTH NpoBeAeHUs1 MPOMEXYTOYHOM aTTecTaumm No gUcuunsiimHe

MucbmeHHas

CouepmaHme 3avera:
Becepa c npenogasarteniemM B paMKax I'IpOVID,BHHbIX Tem b6e3 npe/J,BapMTeanoﬁ NoAroTOBKK U BbIMOJIHEHNE
NPaKTUKO-OPUEHTUPOBAHHOIO 3adaHnA.

KOMI'IbFOTepHOG TecTupoBaHune

NHas

6. YYEBHO-METOANYECKOE N UH®OPMALMUOHHOE OBECNEYEHUE OUCLUUNITIUHDI
6.1 YyebHas nutepartypa

AsTOp

3arnasue

M3paTtenbcTBO

| loa nspaHna |

Ccblinka

6.1.1 OcHOoBHas yuyeb6Hasa nuTtepaTtypa

Leepnosa, O. B., MHOCTpaHHbIN A3bIK. c n 6vor- http://publish.sutd.ru/
Bacunbea T.J1. Hemeukun a3sbik (1-11 a%%-&?}jﬁl[)r yPpr: 2024 tp_ext_inf_publish.ph
CEeMecCTpbl) A p?id=2024112
KoxaHoBa A.B., [leank | MHOCTpaHHbIN A3bIK B http://publish.sutd.ru/
O.MM., KysHeuoea W.B., |npodeccrnoHanbHom CaHkt-lNeTepbypr: 2021 tp_ext_inf_publish.ph
MapHuupbiHa E.C, neatenbHOCTU. AHFMUIACKNI crneryntqg p?id=2021144
Bovikosa A.C. A3bIK
KoxaHoBa A. B., MHOCTpaHHbIN A3bIK B http://publish.sutd.ru/
Mwuuwenko A. B. npodeccmnoHanbHon CaHkT-lNeTepbypr: 2025 tp_ext_inf_publish.ph
AeaTenbHOCTU. AHIMIMNCKUI cnerynrtn p?id=202501
A3bIK: MIHaQyCcTpusa moabl
Hwvkonaesa, H. H. AkageMnyeckmin aHrnmMnCKnin https://www.iprbooks
A3bIK AN151 CTYAEHTOB hop.ru/130270.html
MarucTpaTypbl
MaHUTapHbIX HanpaBneHn
%uromafm - Explopring Mocksa: An v Ap Megna 2023
Academic English for
Postgraduate Students of
Humanities Research
KnuvoB E. A, MHOCTpaHHbIN A3bIK B http://publish.sutd.ru/
Knumosa C. B. npodeccmnoHanbHon ] tp_ext_inf_publish.ph
AeaTenbHOCTU. AHIIUNCKUI Cant-TletepOypr: 2022 p?id=2022122
A3blk. OByyeHne BO BTOPOM cnerynth
cemecTpe.
BuHHukoBa, T. A., AHrnnickmn a3bik B cpepe Omck: OMckui https://www.iprbooks
®epgoposa, M. A, UcKyccTBa rocyaapCTBeHHbIN 2022 hop.ru/131187.html
Yypunosa, L. H. TEXHUYECKUI
yHVMBEpcuTeT
BuHuyeko, J1. T, Hemeukui a3bik ana Poctos-Ha-[loHy, https://www.iprbooks
MenkoHsiH, A. A. MarmcTpaHToB TaraHpor: N3gatenscTso 2021 hop.ru/117157.html
KOxHoro dheaepansHoro
yHMBepcuTeTa
6.1.2 lononHuTenbHasa y4yebHasa nutepartypa
Kawnaposa, B. C., AHIMNACKMI A3bIK Mocksa: VIHTepHeT- https://www.iprbooks
CwuHuupiH, B. 1O. YHuBepcuteT hop.ru/133920.html
MHdopmaumoHHbIX 2024
TexHonornn (MHTYWUT),
A MNn Ap Meguna
LWsenosa O.B., MHOCTpaHHbIN A3bIK Cankr-AeTen6vor http://publish.sutd.ru/
Bacunbesa T.J1., (BTOpPOW). HEMELKMI A3bIK CI'I6FYI'Iq'ﬂyp ) 2023 tp_ext_inf_publish.ph
KoweBas 3.A. p?id=2023154
Bowikosa A.C., MHOCTpaHHbIV A3bIK B http://publish.sutd.ru/
KoxaHoBa A.B., npodeccnoHanbHon tp_ext_inf_publish.ph
Hasapuyk O.U. 0eAaATenbHOCTU (aHIMUACKUR). p?id=202060
KOBenupHoe aeno.
AypuTopHasi n CaHkT-TeTepbypr:
camocTosiTensbHas paboThbl. crerynTtq 2020
HanpaBneHne noaroToBku
"[lekopaTUBHO-NMpPUKIagHoe
WCKYCCTBO W HapoaHble
npombicnbl" - 54.04.02.




KoxaHoBa A.B.

MHOCTpaHHbIN A3bIK B
npodeccnoHanbHom
[0eAaTenbHOCTU. AHITTMNCKNIA

CaHkr-lNeTepbypr:

http://publish.sutd.ru/
tp_ext_inf_publish.ph
p?id=2021143

A3blK [lekopaTnBHO- crnerynta 2021

NpUKNagHoe UCKYCCTBO U

HapoaHble NPOMbICHbI
CaHHukosa O.U. MHOCTpaHHbIN A3bIK Cankr-leTen6vor http://publish.sutd.ru/
Monosuesa M.B., (BTOpON). ®paHLuy3ckmn CI'I6I'yI'I%EI,yp ) 2023 tp_ext_inf_publish.ph

A3bIK. p?id=202317
CaHHukoBa O.U., MHOCTpaHHbIN A3bIK Cankr-leTen6vor http://publish.sutd.ru/
Monosuesa M.B. (cbpaHuy3ckun) CI'I6FYI'I?',D,yp ) 2024 tp_ext_inf_publish.ph

p?id=2024131

YnrmpuH, E. A,, Hemeukun a3bik BopoHex: BopoHexckuin https://www.iprbooks
Monosa, M. B., (marucTpatypa) rocyqapCTBEHHbIN 2022 hop.ru/128226.html

Xpsadkosa, J1. A.

YyHUBEpPCUTET
WHXEHEPHbIX TEXHOMNOrA

1.NykuHa, J1. B. Kypc aHrnuickoro s3bika Ana marmctpaHToB. English Masters Course.BopoHex: BopoHexckui
rocyaapCTBEHHbIN apXUTEKTYPHO- CTpouTeNbHbIN yHnBepcuTeT, ABC ACB, 2020. http://www.iprbooksh op.ru/55003.html

2 Rannmivaa M R Rarunaprraa N I4 Ranurcaouvra M1

6.2 Nepe4veHb NpocdheccuoHanbHbIX 6a3 AaHHbIX U UH(POPMaALMOHHO-CMPABOYHbIX CUCTEM

1. EQuHbIN nopTan nHTepHeT

- TeCTMpOBaHUS B chepe obpasoBaHNSA [aNEKTPOHHbIN pecypc] —https: //i-exam.ru

2. NHdopmaumoHHo-obpa3oBaTenbHas cpega 3aodHon popmbl 06yydeHus CIOrYTNTO [OnekTpoHHbI pecypc].
— Pexxum pgoctyna: http://edu.sutd.ru/moodle/
3. Oxford University Press Blog [QnekTpoHHbI pecypc] .— Pexum goctyna: http://learnenglishwithoxford. com.

4. CambridgeEnglish[ OnekTpoHHbI pecypc].

6.3 Nepe4veHb NULEH3NOHHOIo U CBOGOAHO pacnpoCcTPaHAeMOoro NporpamMmmHoro oéecnevyeHus

MicrosoftOfficeProfessional
Microsoft Windows

Creative Cloud for teams - All Apps ALL Multiple Platforms Multi European Languages Team LicSub Level 4
(100+) Education Device license Renewal
1C-Butpukc: BHyTpeHHun noptan yyebHoro 3aBegeHus

MicrosoftOfficeProfessional

MHTepHeT-TpeHaxepbl B chepe obpasoBaHus

Google Forms

Microsoft Windows 10 Pro

— Pexum goctyna: https://www.cambridgeenglish.org

6.4 OnucaHne maTepmanbHO-TEXHMYECKOMN 6a3bl, HEO6X0AMMOW ANA ocyLlecTBNeHUA o6pa3oBaTenbLHOro
npouecca no gucuunsvHe

AyauTopus OcHalueHne

MynbTumeauinHoe 060 OBaHue, cneunanuanpoBaHHas mebenb, Jocka
JlekuymoHHas y A PYA H P A
ayautopus

YyebHasa aygutopus

CI'IeLI,VIaJ'IVIiBI/lpOBaHHaFl mebenb, gocka




MpunoxeHue

paboyel nporpaMmmbl AUCUMNINHBI _NHOCTPaHHbIN SA3blK B MPOECCUOHANbHOM AEATENBHOCTH

HaumeHosaHue OUCYUNIUHbI

TunoBble NPaKTUKO-OPUEHTUPOBaHHbLIE 3aAaHuUA
AHITMIUUCKUN A3bIK

1. MepeBop TekcTa.
lMpo4yTuTe M NepeBeanTE MMCbMEHHO CO CITIOBapeM TEKCT AEeNOBOro Xxapakrepa.

What makes consumers choose one airline over another or one mortgage provider over its rival?

Our research shows that your reaction to a brand depends on your experience of buying, using or owning it and not just
on advertising. The most important part of that experience is often your personal interaction with people. This is an area
that most companies don’t understand or invest enough in.

Take airlines. Satisfaction with cabin crew contributes more to people choosing the same airline again than other factors.
Why do companies not spend more on their people when there are clear benefits? Here are two common reasons.

It’s too expensive

Many organisations know that people matter. But they don’t invest in this area because they think it is a luxury they
cannot afford. And it's true that some role models, such as the Four Seasons hotel group or Virgin Atlantic Upper Class,
would be too expensive for most to copy.

But there are smart, affordable solutions that create a lot of brand value out of only a little customer interaction. First
Direct earns the highest level of customer recommendation of any UK bank through just the telephone contact with its
customers. Customers at QVC, the market-leading television shopping

channel, value their interaction with the station’s people — in this case not the call centre staff who take the shopping orders,
so much as the relationship that viewers believe they have with QVC’s onscreen presenters.

The importance is not clear

Satisfaction surveys can hide the importance of people. For example, choosing a mortgage is often very influenced by
counter staff in a bank or building society. Research with customers at the critical stage, where they have received a quote
but not yet signed a document, shows that their interaction with the mortgage provider’s representative is the biggest single
influence on their choice. It is bigger than perceptions of the products and fees, which are often the subject of the brand’s
advertising and communications. Yet in the same research conducted after the loan is given, customers may have forgotten
the good customer service they received and may focus more on general brand impressions. If you conduct your research
at that point — and this is often the case — the very important role that your staff have played will not be clear.

FT
By Simon Glynn

2. I'IpoeKTHoe 3agaHue: npe3eHTaunsa Ou3Hec-uaen UnNu KOMNaHuu.

1. Develop your future company or suggest a business idea. Imagine that you are going to present it to the potential
investors. Prepare a multimedia presentation (MS PowerPoint, Keynote, etc.) and be ready to present it in class.

Required phrases and structure of the presentation:

1. Introduction.

a. Title slide.
b. Plan or structure of the presentation.
2. Main part.

a. Problem. Summarize the problem that your company is going to solve with your product or service in
1-4 bullet points

b. Solution. Describe your company (name, logo, slogan, main activities) or business idea (product or
service).

c. Market. Describe your target market and planned market share, competitors, your company’s
competitive advantages.

d. Marketing plan. Describe how are you going to promote your products and services in terms of 4Ps.

Organisation structure. Describe number of people and job functions, present organisation chart.

Budget.
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