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1 BBEAEHUE K PABOYEW NPOrPAMME OUCLUMNIIUHBI

1.1 Uenb gucumnnmHbl: Cq.')OpMVIpOBaTb A3bIKOBbI€ N KOMMYHUKaTUBHbIE KOMNETEHLU NN o6yqa|oumx0ﬂ, AOCTaTO4HbIe
Ana ocywecTBlieHnA MU YCTHbIX U MUCbMEHHbIX KOHTAakTOB C MHOCTPaHHbIMU NMapTHEpaMu B Xoae nxX HpO(*)eCCMOHaﬂbHOVI
AeATEeNIbHOCTU, N3y4YeHNda 3apy6e>|<Horo onbiTa B cq)epe FIpOd)eCCI/IOHaJ'IbeIX MHTEepeCcOoB, a TakkKe pa3BUTUA KOrHUTUBHBLIX U
ncecnenoBaTtesnbCKkux yMeHI/II;I, pa3BnTUA WHHOBALNOHHOWN KynbTypbl obMeHa 3HaHUAMN.

1.2 3apgayum ANCLUUNIIVHBI:

HayuuTb:

- B obrnactn ayaupoBaHus: BOCMPUHMMATb Ha CryX W MOHMMaTb OCHOBHOE COAEepXaHue ayTeHTUYHbIX TEeKCTOB
npodeccroHansHOro 1 AernoBOro xapakrepa, OTHOCALLMXCS K PasnuyHbIM TUnam peyu;

- B 06nacT¥ 4YTeHus: NOHMMaTb OCHOBHOE COAEpPXaHWe ayTeHTUYHbIX TEeKCTOB NpOodeCcCUOHAaNbHOro xapakrepa,
AeTtanbHo NoHMMaTb Npod)eccuoHarnbHbIe TEKCThI, @ Takke BblAEeNATb U3 TEKCTOB 3Ha4YMMYH0 MHOpMaLMIO;

- B obnactm roBopeHunda: BeCTu pguanor, CO6J'IPOJJ,39I HOPMbl pe4yeBOro 3TukeTa, U rpaMmmaTmuvyeckn npasuiibHO
BbICTpanBaTb MOHOJ10I-OnncaHmne n MoHorsor-paccyxgeHue;

- B 06nacTi nMcbMa: CocTaBnsThb aHHOTauuo, nogaepXmBaTtb KOHTAKTbl NPY MOMOLLIN SJ'IeKTpOHHOVI NoYThbl.

1.3 TpeboBaHus k NnpeaBapuTENbLHOM NOAroToOBKe 06yYaroLerocs:

MpenBapuTensHas NoAroToBka npeanonaraeT co3gaHne OCHOBLI A5t POPMUPOBaHNS KOMNETEHLMN, YKa3aHHbIX B M.
2, NP1 U3y4eHUn OUCLMMIUH:

dunocodckne Npobnembl HAYKN N TEXHWUKU

2 KOMNETEHUNWUN OBYYAIOWEIoCcsd, ®OPMUPYEMBbIE B PE3YJIbTATE OCBOEHUA OUCLIUMIIUHBI

YK-4: Cnoco6eH NpUMeHATb COBpeMeHHble KOMMYHUKaTUBHbIe TEXHONOIMMU, B TOM YnUCrie Ha UHOCTPaHHOM(bIX)
A3bike(ax), Ans akagemMm4eckoro u npocgeccuoHanbHOro B3ammoaencTBus

3HaTb: npaBuna OenoBo U MpPoEeCcCMOHanbHON 3TUKWU, pasnuuus Mexay oduvumnanbHelM 1 HeodUUManbHbIM CTUNAMN

06LLEeHNsT; rpaMMaTUYECKME KOHCTPYKLMM U peveBble LTamnbl, HeobxoaumMble Anst 3anpoca u nepegayvn AenoBo NMMCbMEHHOW
N YCTHOW MHpopmMaLmm

YMeTb: NormyHo hopMynupoBaTb COOGCTBEHHYIO NO3NLIMIO U OTCTanBaTb €€ B AerOBbIX Neperosopax, NoAAEPKMBATbL KOHTAKTbI
C 3apybexxHbiMM NapTHEPaMKM B akageMny4eckor n npodeccuoHanbHom

cdepax B YCTHOM U NMUCbMEHHON (hopMax; BblAENATb 3HAa4YMMYIO MHpOpMaLMIO N3 TEKCTOB AENOBOro M NpodeccMoHanbHOro
xapaktepa

BnapeTb: npnemammn BegeHuna KoppecrnoHgeHuuMn u HaBblKaMu I'IpOdI)eCCVIOHaJ'IbHOFO obuweHns Ha MWHOCTPAHHOM 4A3blKe,
BKI1lO4ad Ucnonb3oBaHNe VIH(*)OpMaLI,VIVI, N3BNEYEHHON N3 33py6e>KHbIX NCTOYHUKOB

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

3HaTb: 0COGEHHOCTU MEXKYIbTYPHON KOMMYHMKaLMW, NpaBuna B3auMOLENCTBUSI C 3apyOexHbIMU MapTHEpPaMK C Lenbio
BbIpabOTKM COBMECTHbIX PELLIEHUN

YMeTb: ncnonb3oBaTb 3HaHWE OCOGEHHOCTEN [OenoBoK KynbTypbl “ TpaﬂI/ILI,VIIZ CTpaH Wn3y4aeMoro 43blka B paMKax
MeXxayHapogHoro cotpygHmnyecrtea

BnageTb: HaBblkamy OGLLEHUS C 3apyOexHbIMU NapTHEpPaMM Ha Gase 3HaHUs OCHOB AENOBOM KOMMYHMKALUMKU U OENOBOro
3TMKETa B CTPaHax U3y4aemoro si3blka U HaBblkamu U3BnevyeHust Heobxoaumon MHopMaLIMM U3 3apyOexHbIX UCTOYHUKOB

3 PE3YNIbTATbI OBYYEHUA NO ANCLUUNNUHE

_ | KoHTakT
O |han
a<
5 © |pabota WHHoBAL.
HaumeHoBaHuWe n cogepxaHune pasgenos, g Z CP OpMbI
TeM 1 y4eBHbIX 3aHATUI =g (yacnbl) PMbI
) n 3aHATUN
2 (vacebl)
Pasgen 1. YcTaHOBNEHME KOHTAKTOB U
nenosoe o0LeHne
Tema 1. Kpocc-KynbTypHble OCHOBaHUS
[EenoBOW KOMMYHUKaLMKN U yCTAHOBEHNE 1 8
KOHTaKTOB 1
Tema 2. TenedoHHblE NeperoBopbl 2
Tema 3. [lenoBble neperoBopsbl ¢
WHOCTPaHHbLIMU KOSrieramMmun n napTHepamu, 1 6
Aenosas nepenucka




Tema 4. [lenoBas noesgka. Beidop 1

OpoHUpoOBaHMe CpeACcTB NepPenBMKEHNS U
pa3meLlleHns, KOMMYHUKauna B 1 16
0o0LecTBEHHbLIX NpocTpaHcTBax. [lenosow

OTUKET.

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

cepbl

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

arane

Tema 13. 3ddeKTMBHbIE METOALI BEAEHUS

BumsHeca B npodeccnoHansHom cpepe 2 6
Tema 14. Kapbepa B npodeccnoHansHom
cpepe 2 10

Tekywmi koHTponb 2. [poekTHoe 3aaaHue:
npeseHTauusa noptdonuno

Wtoro B cemecTtpe (Ha kypce ans 3A0) 18 118

KOHCYJ'IbTaLI,VII/I N NPOMEXyTo4YHad atrectauma

(3auer) 0.5

Bcero koHTakTHas pabota n CP no

AUCuMNNuHe 18,5 118

4 KYPCOBOE NPOEKTUPOBAHUE

KypcoBoe npoekTpoBaHue y4ebHbIM MnaHoM He NpedycMOTPeHo

5. ®OHA OLIEHOYHbIX CPEACTB AN NPOBEAEHUA NMPOMEXYTOYHOW ATTECTALMU

5.1 OnucaHue nokasatenen, KPUTEPUEB U CUCTEMbI OLIEHUBAHUA pe3yrbTaToB 00y4YeHus

5.1.1 MokasaTenu oueHUBaHUA

Kopn HanmeHoBaHWe oLeHOYHOro
Moka3aTenu oLeHMBaHWSA pe3ynbTaToB 0byyeHust
KOMneTeHunn cpencrtea

Bepet 6ecenly Ha MHOCTPAHHOM si3bIKe, 3Hast OCOBEHHOCTU
MEXKYNbTYPHON KOMMYHUKaLUW, NpaBuna B3aumMoaencTBns ¢
3apy6eXHbIMU NapTHEPaMMU, C Lienbio BbIpaboTKn COBMECTHbIX
peLueHni.

VK5 OcyLuecTBRSET rpaMoTHbIV NepeBof NPodECCUOHANBHOIO TEKCTA C

YyYeTOM OTNNYMS AEMNOBON KyNbTypbl Y TPAAULIMIA CTPaHbI U3y4aemoro
A3bIKa.

dopmynunpyeT obobLiatolee 3aknodeHne 06 n3BneYeHHom 13
3apy6exXHbIX UCTOYHWUKOB MHpopMaLmK, Bnages MeToaamy U HaBbIKaMu
3O PEKTUBHOrO MEXKYNBTYPHOrO B3aNMOAENCTBUS.




YK-4

BepneT avanor, 3Has npasuna npogeccroHansHON 3TUKMN,
rpaMMaTUYecKne KOHCTPYKLUM U peYeBble LLTamMbl.

BblaenseT 3Haunmyo MHOPMaLMIO M3 TEKCTOB NPOdeccMoHarnsHoro
XapakTepa.

AHHOTUPYET U pedepupyeT Ha MHOCTPaAHHOM Si3bIKE TEKCT Hay4HOiA
cTaTbu.

5.1.2 Cnucrema 1 Kputepmm oLeHNBaHUA

LLikana oueHnBaHuA

Kputepun oueHMBaHNA CHOPMMUPOBAHHOCTU KOMMETEHLIMIA

YcTHOe cobecenoBaHune

MncbMeHHas paboTa

O6cyxaeHne npennoXxeHHOW TEMbI
0enoBoro obLeHnsl, AeMOHCTpUpYoLLEee
rpaMoTHOE BriageHue peybio 1 oLyt
A3bIKOBYHO 3pyaULIMIO; MOHUMaHWe
BbICKa3blBaHWI Ha OenoBble TEMbI U
yyacTue 6e3 npegeapuTeribHOM NOAroTOBKM
B Auarnore Ha TeMbl, NpegyCMOTPEHHbIE
nporpamMmmMon.

3ayTeHo

He 3ayTteHo

HeymeHwne cocTaBuTb NpocToe
npeanoxexue 6e3 ownbok, HeNOHNUMaHue
obLuero cmbicna yCTHOro coobLleHus Ha
3HAKOMYHO TEMY AEITOBOro 06LEeHUs 1
He3HaHWe NeKcuKn GonbLUe YacTn Tem
Onga BegeHusa auanora.

5.2 TunoBble KOHTPOJIbHbIE 3aAaHUA UNN UHbIe MaTepuarbl, HeO6XxoAUMbIe ANSl OLLleHKU 3HAaHUW, YMEHUN,
HaBbIKOB U (UNK) ONbiTa AeATENbHOCTU
5.2.1 MNepeyeHb KOHTPOJSIbHbLIX BONPOCOB

Ne n/n | dopMynmnpoBKM BONpOCOB

Kypc 1

KapbepHble BO3MOXHOCTM B NPpOdeCCMOHanNbHON cdepe MmarucTpaHTa

Cnocobbl obecneyveHuns ycnewHocTn 6usHeca B npodeccnoHansHom cdepe

MocnegHne gocTmwkeHusa B ccbepe ﬂpO(bECCI/IOHaJ'IbHOI'O MHTEepeca MarmcTtpaHTta

MprMep NPOeKTHOro pelleHus B NpodeccnoHanbHom cpepe marnctpaHTa

BbuaHec-nnaHupoBaHune

O6nacTb npodeccnoHanbHbIX MUHTEPECOB MarucTpaHTa

I'Ipanma HanncaHuna pestomMe n conpoBoanTeribHOro NnMcbma

CTpyKTypa KOMMaHWUN 1 OOMKHOCTHbIE 06513aHHOCTH

Olo|N|o|O||WIN]|EF

[enosas noesgka

=
o

MexayHapoaHble Neperosopbi

=
=

[lenosas koppecnoHaeHLus

12

[JenoBasi MeXKynbTypHasi KOMMYHUKaLMS

5.2.2 TunoBble TeCcTOBbIE 3a4aHus

He npeaycMoTpeHsl

5.2.3 TunoBble NPaKTUKO-OPUEHTUPOBaHHbIE 3a4aHUA (3agaym, Kerchbl)

Haxogsatcs B npunoxeHun k gaHHon P

5.3 MeToanyeckune matepuansbl, onpegensirowme npoueaypbl OLleHUBaHUsS 3HaAHUW, YMEeHUN, BnageHuin (HaBbIKOB
1 (MNn) NpakTUYECKOro onbiTa AeATEeNbHOCTH)
5.3.1 YcnoBusi gonycka o6y4aroLerocsi K NpoMeXyTo4YHOM aTTecTaumMm 1 NOpsAAoK NUKBMAALUN aKageMu4ecKomn
3a40/MKEeHHOCTU

MpoBeaeHne NPOMEXYTOYHON aTTECTALMN pernameHTMpPoOBaHO foKanbHbIM HOpMaTMBHBIM aktom CM6IMYMNTA
«[lMonoxeHue 0 NpoBeAeHNM TEKYLLEro KOHTPOMS YyCreBaeMOoCTU 1 NPOMEXYTOYHOM aTTecTaumnm obyyatoLwmxcay»

* yCneLHoe 0CBOEHWE BCEX pa3aernos, ykasaHHbix B n.3 PM[;
* yCneLHoe HanmcaHue UTOrOBON KOHTPObHOM paboThl;

5.3.2 ®opma npoBefeHUs NPOMEXYTOUYHOM aTTecTauum No AUCUUNAnHe

YcTHas + NncbmeHHas KomMmnbloTepHoe TecTupoBaHue

NHasa




5.3.3 Ocob6eHHOCTH NpOoBeAeHUs MPOMEXYTOYHOM aTTecTauum nNo gUcCUUnsIiMHe

Conep>|<aHV|e 3avera:
Becepa c npenogaesaTtesieM B paMKax I'IpOVIﬂ,eHHbIX Tem be3 npe,uBapMTeanon noAroToBKU U BblINMOJIHEHNE
NPaKTUKO-OPNEHTUPOBAHHOIO 3adaHus.

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

AsTOp

3arnasue

MN3pgaTtenbLcTBo

| oa nspaHna |

Ccblinka

6.1.1 OcHOBHas y4yebOHasa nuTtepaTtypa

Leepnosa, O. B., MHOCTpaHHbIN A3bIK. c n 6vor- http://publish.sutd.ru/
Bacunbea T.J1. Hemeukun s3bik (1-l1 a%(;-ﬁgﬁq’ ypr- 2024 tp_ext_inf_publish.ph
CEeMecCTpbl) A p?id=2024112
KoxaHoBa A.B., leank | NHOCTpaHHbIN A3bIK B http://publish.sutd.ru/
O.MM., KysHeuoea W.B., | npodeccnoHanbHom CankTt-lNeTepbypr: 2021 tp_ext_inf_publish.ph
MapHuupbiHa E.C, [eATenbHOCTU. AHITIUNCKUIA cnerynrtpq p?id=2021144
Bovikosa A.C. A3bIK
KoxaHoBa A. B., MHOCTpaHHbIN A3bIK B http://publish.sutd.ru/
Mwuwenko A. B. npodeccnoHanbHom CankTt-leTepbypr: 2025 tp_ext_inf_publish.ph
[eATenbHOCTU. AHITIUNCKUIA cnerynrtpq p?id=202501
A3bIK: MIHaQyCcTpusa moabl
Hwkonaesa, H. H. AKageMnyeckmin aHrmmmncKnin https://www.iprbooks
A3bIK O4N151 CTYQEeHTOB hop.ru/130270.html
MarucTpaTypbl
MaHUTapPHbIX HanpaBneHn
%uromafm - Explopring Mocksa: An v Ap Megna 2023
Academic English for
Postgraduate Students of
Humanities Research
KnuvmoB E. A, MHOCTpaHHbIN A3bIK B http://publish.sutd.ru/
Knumosa C. B. npodeccmnoHanbHon ) tp_ext_inf_publish.ph
OeaTenbHOCTU. AHIIUACKUI Caikr-TleTepGypr: 2022 p?id=2022122
a3blK. OBy4eHne BO BTOPOM cnerynri
cemecTpe.
BuHHukoBa, T. A., AHrnnckmmn asbik B cpepe Owmck: Omckuit https://www.iprbooks
®epnoposa, M. A, “CcKyccTBa rocyaapCTBeHHbIN 2022 hop.ru/131187.html
Yypunosa, L. H. TEXHNYECKUI
yHVMBEpcuTeT
BuHuyetko, J1. T, Hemeukui a3bik ana Poctos-Ha-[loHy, https://iwww.iprbooks
MenkoHnsiH, A. A. MarmcTpaHToB TaraHpor: N3patenscTeo 2021 hop.ru/117157.html
KOxxHoro dhegepansHoro
yHMBepcuTeTa
6.1.2 lononHuTenbHasa y4ebHasa nutepartypa
Kawnaposa, B. C., AHITIMIACKNIA A3bIK Mocksa: VIHTepHeT- https://www.iprbooks
CuHuupiH, B. 1O. YHuBepcuteT hop.ru/133920.htm|
MHdopmaumoHHbIX 2024
TexHonornn (MHTYWUT),
A MNn Ap Megmna
Lsenosa O.B., MHOCTpaHHbIN A3biK c n 6vor- http://publish.sutd.ru/
Bacunbesa T.J1., (BTOpON). HEMEUKMI A3bIK a%(;_a?;ﬁ? ypr. 2023 tp_ext_inf_publish.ph
KoweBas 3.A. A p?id=2023154
Borkosa A.C., MHOCTpaHHbIV A3bIK B http://publish.sutd.ru/
KoxaHoBa A.B., npodeccnoHanbHon tp_ext_inf_publish.ph
Hasapuyk O.U. 0eAaATenbHOCTU (aHMMUACKUR). p?id=202060
KOBenupHoe aeno.
AypuTtopHasi n CaHkT-lNeTepbypr:
camocTosiTensbHas paboThbl. crerynTtq 2020
HanpaBneHne noaroToBku
"[lekopaTUBHO-MpPUKIagHoOe
WCKYCCTBO W Hapo4Hble
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

6.2 NMepe4veHb NpocdheccuoHanbHbIX 6a3 AaHHbIX U UH(POPMaALMOHHO-CMPABOYHbIX CUCTEM

1. EAvHBIN nopTan uHTepHeT

- TecTUpoBaHus B cchepe obpasoBaHus [aneKTpoHHbIN pecypc] —https: //i-exam.ru

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

4. CambridgeEnglish[ 3nekTpoHHbIN pecypc].

6.3 NepeyeHb NULIEH3UOHHOrO U CBOGOAHO pacnpoCcTpaHAeMOoro nporpaMmmMHoro o6ecneyeHus

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: BHyTpeHHUI nopTan y4ebHoro 3aBefeHus
MicrosoftOfficeProfessional

WHTepHeT-TpeHaxepbl B cdepe obpasoBaHus

Google Forms

Microsoft Windows 10 Pro

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

6.4 OnncaHue maTepuanbHO-TeXHU4YeCKon 6a3bl, Heo6XxoAUMOM ANs ocyllecTBNeHusi o6pasoBaTenbHOro
npouecca no AucumunnuHe

AypuTtopus OcHaleHne

MynbTuUMeaguinHoe obopyaoBaHue, crneunanmanpoBaHHas mebenb, Jocka
JlekumoHHas Y A PYA H P A
aygutopusi

YyebHasa aygmtopusi

CneuunanuapoBaHHaa mebernb, 4ocka




MpunoxeHue

pabouel nporpaMmmbl AUCLMMIIMHBI _NHOCTPaHHbIV A3blk B NPOdEeCCUOHaNbHON AEATENBHOCTY

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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