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KOMMYHHUKATHUBHO-IIO3HABATEJIbHBIE KEVICBI
B OBYYEHNU CTYJAEHTOB AHIVIMUCKOMY SI3bIKY:
JUJAKTUYECKUU TIOTEHIHUAJI

ML.A. Apusin, M.!. Kirwena

AHHOTanus. PaccmarpuBarorcs UIaKTUUECKUE BO3MOXKHOCTH METOJA Kei-
coB Uil GOPMHUPOBAHMS MHOS3BIYHON MPO(eCcCHOHAIBHO-KOMMYHUKaTUBHOM
KOMIICTEHLIMH O0YYaIOIMXCs 110 HAIPaBJICHUIO NMOAroToBkK «Typusm» (mpo-
¢bunb «MexayHapomHbli U 1enoBoil Typusm»). Caenan 0630p UCCIIeOBaHUIA,
MOCBSILIIEHHBIX METO/lYy KeHCOB. BBIABICHBI TPYIHOCTH, KOTOPbIE BO3HUKAIOT
IpY IPUMEHEHMH JAHHOTO METOAA JUISl OOYYeHHUs CTYIEHTOB 1—2-X KypcoB
HESA3BIKOBBIX creluanbHocTed. [IpuBomuTes mpuMep pa3pabOTaHHOTO aBTO-
paMy KOMMYHHMKATHBHO-TIO3HABAaTEJILHOrO Keiica, aJanTHpPOBAaHHOTO K paH-
HEeMY 3Taly Npo(ecCHOHATIBHOW MOATOTOBKM B BY3€ M IOMOraloIero o0b-
€/IMHUTh U3Y4EHHE MHOCTPAHHOI'O SI3bIKa Ha 1—2-M Kypcax ¢ pa3BUTHEM IIPO-
(beccuonanbHOM KomneTeHUMH. [lon KOMMYHHKaTHBHO-IIO3HABATEIbHBIMU
KeiicaMH OHUMAIOTCS AMHAMUYHO OpraHU30BaHHbIE, TPOYECCHOHAIBHO OpU-
CHTHPOBAHHBIE MHOS3bIUHbIC Y4EOHBIE TEKCTHI, KOTOpbIE COZEp)XaT HaOop
KOMMYHHMKATHBHO-II03HABATEJIbHBIX 3a]1a4, OTOOPaHHbBIX C Y4eTOM (OopMHUpY-
€MbIX KOMIETEHIIUH, a TAaKKe MMPEe/ICTABIAI0T AIrOPUTMBI U Pa3iIM4HbIe BapH-
aHTBI peleHus: Haubosiee TUIIMYHBIX IPOU3BOJCTBEHHBIX 3a1a4. 1o cTpyKTy-
pe KOMMYHUKATHBHO-TIO3HaBATEJIbHbIE KEHChI COAEPIKAT CIOKETHYI0, HH(Op-
MAaLHOHHYIO, METOJUYECKYIO, PE3FOMUPYIOLIYIO, PE(IICKCHBHYIO U TPEHHHIO-
Byto yacTd. ONHMCBIBAaeTCs MpoLEcC NPOpecCHOHAIBHO OPUEHTHPO-BAHHOIO
00y4eHHsI MHOCTPAHHOMY S3bIKY, HAIPABICHHOIO Ha (OPMUPOBAHHUE HHO-
SI3BIYHOI NPO(ECCHOHATIBHO-KOMMYHUKATHBHOH KOMIETEHIMH y CTYACHTOB
1-2-x KypcoB, 0Oy4aroLUMXCs Mo HampasiieHuo noaroroBku «Typusmy» (mpo-
¢bunb «MexayHapoaHbIi U [eT0BOi Typu3M»). JlaHHbIH mpolece BKIOYAET
TPU MOAYJS: TOATOTOBUTENIbHBIN, MEPEXOAHBIA U 3aKIIOUUTENbHbINA. Bhiie-
yKa3aHHbIE MOIYIM COOTHOCATCA C TpeMs BHAAMU KOMMYHHKaTHBHO-
[I03HABATEIbHBIX KEHCOB, KOTOPBIC PA3IMYAIOTCS IO CTENEHH IPOSBICHUS
CaMOCTOSITENIbHOH TBOPUECKOW aKTHBHOCTU OOydarommxcs. B OCHOBY ypoB-
HEBOI rpajaliuy KeiCOB MO CTeneHH C(OPMHUPOBAHHOCTH CaMOCTOSTEIbHOM
TBOPYECKON aKTUBHOCTH O0YYArOILIMXCs ObLIa MOJI0KEHa KITacCU(HKALHSL, KO-
TOpasi BKJIIOYAET TPU YPOBHS Pa3BUTHS MO3HABATEIBHOW CAMOCTOSTEIBHOCTH
obyqaronuxcs. IIpennokeHbl METOAMYECKHE PEKOMEHIALMH UL KaXKIoro
stama pabotel Hajx kelicoM. Paspaborana cucrema TpeOOBaHUiA K COCTaBlie-
HUIO KelcoB.

KiroueBble cjioBa: MeToj KEeHWCOB; MHOS3bIYHAS —NPOQECCHOHATIBHO-
KOMMYHHMKATHBHAs! KOMIICTEHIMS; KOMMYHHKAaTHBHO-I103HABATEIIbHBIC KEICHI;
coLuaIbHOe ¥ NPO(ECCHOHAIBHOE Pa3BUTHE JIMUHOCTH; [1O3HABATEINIbHAS Ca-
MOCTOSITENIBHOCTh 00Y4aIOIIHXCSL.

BBeaenue

Co3naHne COBMECTHBIX MEXKIYHAPOAHBIX TYPUCTUYECKUX KOMITaHUI
U YCTaHOBJIEHHE MAPTHEPCKUX OTHOILIECHWH O0YCIOBIMBAIOT NOTPEOHOCTH B
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CHEUAINCTAX, BIAJCIOUINX HHOCTPAHHBIMH SI3bIKAMH, U TEM CaMbIM BBI3bI-
BalOT HEOOXOANMOCTh CYILECTBEHHBIX M3MEHEHUH B 00JaCTU MHOS3BIYHOTO
npohecCHOHaIRHO HANPaBIEHHOTO 00pa3oBaHUs B cepe MOATOTOBKHU CIie-
nuanuctoB Typuctckoro npodwist. CormacHo @I'OC BO tperbero mokorne-
Husl, o0ydeHHE WHOCTPAHHOMY S3BbIKY SBIS€TCS Ba)XKHBIM KOMIIOHEHTOM
npodecCHOHANBbHON IMOATOTOBKU OOYYaIOIIMXCS B COBPEMEHHOM BY3€ H
JOJDKHO HaIpaBISIThCA HAa NPUOOpPETeHHE PAa3INYHBIX KOMMYHHKATHBHBIX
crpareruii, Gpopm mpodeccHoHaIBHOIO U COLMAJIBbHOTO MOBENEHH, T.€. Ha
(hopMHpOBaHNE MHOSI3BIYHON MPOQEcCHOHATbHO-KOMMYHUKATUBHON KOMITE-
teHuuu. s popmMupoBaHrs Ha3BAaHHOW KOMIIETEHLIMN IPUMEHSETCSl LIHPO-
KHAH CIIEKTP KaK TPaIULHOHHBIX, TAK 1 COBPEMEHHBIX METOJIOB OOYUYCHUS U
Mearoru4ecKuX TEXHOJOTHH (POJIEBBIE U JETIOBBIE UIPHI, MPOEKTHI, METOA
KEHCOB).

Kak u3BecTHO, B HacTOsALIEE BpEMSI METOJ KEMCOB IIMPOKO UCIOIb3Y-
ercs Ui MOATOTOBKY CTYACHTOB B YHMBEPCHUTETaX U OM3HEC-ILKOJIaX BCEro
mupa. B moxmane «Recommendations for Using the Case Study Method in
International Business Research» ormedaercss 6onbpIIoil HmOTEHLMAN 3TOTO
merona [4. P. 371]. Yka3siBaercs, 9TO OH IIOMOTAET PaCKpPHIBATh U yCTaHAB-
JUBATh B3aMMOOTHOILEHHUS MEXIY NpPEIMEeTaMH, YYUT IOHHMAaTh HNPUYMHBI
MPOUCXOAAIIMX COOBITHH, MPEACTABJIAET ONMCAaHWE KOHKPETHOW pPEealbHO
CYIIECTBOBABIIEH MMPOU3BOACTBEHHOM MPOOIEMHON CHTYaIlH <GKUBBIMY
HWHTEPECHBIM SI3bIKOM, YTO BeleT K Oosee riyO0OKOMY NMOHMMAHHIO AAHHOM
cutyanuu [4-9]. [Ipu Bceit 3HAUMMOCTH U TITyOMHE MHOTOYHCIIEHHBIX paboT,
MOCBSIICHHBIX METONY KEICOB, ero Kiaccu(puKauusiMm, TEXHOIOTUN Hamuca-
HUS, KOMIIOHEHTHOMY coctaBy [10-12], uccriemnoBaTenbCKUil TTOUCK B 3TOM
HampaBJIEHUH CIIENyeT MPOAOJDKUTh. B 4acTHOCTH, B CyLIECTBYIOIUX KIac-
cu(UKaLuIX HE YIUTBIBAETCS €r0 1ieJeBasi HAPaBICHHOCTb, HE UCCIEAYIOT-
Csl TPYAHOCTH, KOTOpbIE BO3HMKAIOT y OOYyYalOmWMXCs MIIAQUIMX KypcOB
BCIIEACTBHE HEIOCTaTOYHOM C(OPMHUPOBAHHOCTH HHOSI3BIYHBIX JIEKCHUKO-
rpaMMaTHYECKUX HABBIKOB M PEUEBBIX YMEHHH, MPO(MECCHOHAIBHBIX 3HAHUM,
HaBBIKOB M YMEHHH B cepe ux OyayIiel TYpuCTHUECKOH MPOU3BOICTBEHHON
JESTEIbHOCTH.

Lenpto HacTosell CTaTbM SIBISAETCS PACKPHITHE IUOAKTHYECKOTO II0-
TEeHIMana KOMMYHHKAaTHBHO-I103HABATENbHbIX KEHCOB, aIalTUPOBAHHBIX K 3Ta-
Iy paHHEll MOATOTOBKH B By3€ M OOBENMHSIOIIMX KPAaTKOCPOUYHOE H3y4EHHE
HWHOCTPAHHOTO SI3bIKA C Pa3BUTHEM NPOQECCHOHATBHON KOMIETCHIIMH y CTY-
JICHTOB HESI3BIKOBOT'O BY3a.

HccaenoBanue

Jlemepmunayus nonamus «<Memoo Keicoe»

Cpenu > peKTUBHBIX MENarornIecknx TEXHOIOTHA 0c000e MECTO 3a-
HHUMaeT TaK Ha3blBaeMbIil MeTOJ KeilcoB. B Hacrosiiee BpeMsi JaHHBIA Me-
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TOJ MCIIOJIB3YETCS IpU 00YUEHUH CTYIEHTOB Pa3lIWYHbIX HAIIPABICHUH U, IO
MHEHUIO MHOTHMX HCCIeNOBaTeNeH, CIoCOOCTBYET Pa3BUTHIO CIIOCOOHOCTH
OTBICKMBATh TBOPYECKOE pelIeHHE MpoOIeM M Ha OCHOBE KOMIIETEHTHOTO
aHaJM3a CUTyallMd NPUHUMAaTh CaMOCTOSITeNbHBIE perieHus. Kak ormeuaer
C.K. I'ypainp, «3bIK... CAMOOPTaHU3YIOIIASICSI KOMMYHUKAaTHBHAs CHUCTEMA,
pa3BUTHE KOTOPOW MONOOHO Pa3BUTHIO KMBOro opranusma. HemocraTouno
n3yyaTh SI3BIK KaK 3aMKHYTYIO CHCTEMY 3Ha4yeHHH, s Oonee riayOoKoro
MIOHUMAaHHMA €ro IPUPOAbl HEOOXOANMO BKIIIOYATh B PACCMOTPEHUE HE TOJb-
KO CEMHOTHYECKHE MapaMeTphl, HO U OHTOIOTHYECKHUE, KOMMYHHKATUBHBIE,
cormokybTypHBIe)» [13. C. 85]. Meron kelficoB MO3BOMSET Pa3BUBATh EIBIH
CIIEKTP Ba)KHEHWIIMX HABBIKOB M YMEHUH (aHANUTHYECKUX, INPAKTHUYECKHX,
TBOPYECKHX, KOMMYHHUKAaTUBHBIX, CAMOaHAIN3a U pedJIeKcrn), a TakxkKe Ta-
KHX Ka4yeCTB JMYHOCTH, KAK KOMMYHHUKAaTUBHAsI COCTOSITENbHOCTh, COLUAIb-
Hasi OTBETCTBEHHOCTb, CTPEMJICHHE K IIO3HAHMIO U CaMOCOBEpLICHCTBOBA-
Huto. [locnenHue SBISAIOTCSA OCHOBOM AJISI COLMATIBHOTO PA3BUTHUS CTYACH-
TOB, T.e. Ipouecca (POPMHUPOBAHUS U COBEPILIECHCTBOBAHMS COLUMAIBHO LCH-
HBIX Ka4yecTB JMYHOCTU 10 MepEe HAKOIUIEHWs, MHTErpallid M AKTUBHOTO
BOCIIPOM3BOJICTBA COLIMAIBHOrO OMNbITa B PAMKaX POJHOM M Uy>KOU KYJIbTYp,
00ecreunBaroIero Bo3MOXHOCTh d(PQPEKTHBHON M 3MOIMOHAIBHO OKpa-
IIIEHHOM IeSITeNFHOCTH B COIMainbHOM chepe [1, 2].

Meron KeicoB MO3BOJISIET PeLIaTh OJHY U3 OCHOBHBIX 3a/1a4, CTOALINX
Meper COBPEMEHHBIM S3bIKOBBIM OOpa30BaHHMEM W METOAUKOW OOydeHHS
WHOCTPAHHOMY SI3BIKY B BEICIIEH MpodeccnonanpHoi mkone. A.B. Cobome-
Ba 1 O.A. O6anoBa 0TMEYaloT, 9YTO JaHHOH 3a/1auell CTAHOBUTCS Pa3BUTHE
y oOydarommxcsi CIIOCOOHOCTEH M KayecTB JIMYHOCTH, HEOOXOMWMBIX IS
TOCTH)KEHUST B3aUMOIIOHUMAHUS ¥ 3(PEKTHBHOTO OOIIEHHUS C TIPEICTaBUTe-
TAMU u3ydaeMoil nHos3eraHON KynbTypsl [14. C. 150]. KoHTekcT, KOTOpHIii
CO3Ja€eTCsl C MOMOILBI0 METOAA KEHCOB U B KOTOPOM B3aUMOAEHCTBYIOT 00Y-
YAOLINECs, XapaKTEPU3yeTCsl MEeKKYIbTYpHOIl HampaBIEHHOCTBIO, CIOCO0-
CTBYET Pa3BUTHIO CHOCOOHOCTH OOYYaroLIMXCSl OCO3HaBaTh M aHAIHU3HUPO-
BaTh MEXKYJIbTYPHBIE OTJIMYMS, [IPUBUBAET TOJIEPAHTHOCTh K MHBIM B3IJIf-
JaM Ha >KU3Hb, HHOMY Y€JIOBEUECKOMY OIBITY, HHBIM HOPMaM H KyJbTyp-
HBIM IPEICTABICHUSM.

CornacHo UCCIEIOBAHUSAM YYEHBIX, METOJ KEHCOB TaKXKE MTOMOraer pe-
1aTh OCHOBHBIE 3a[a4ud TIPO(ECCHOHATTBHOTO 00pa30BaHMUS: MPUOOIIEHNE CTY-
JICHTOB K YCIIOBHSIM HPAKTHUYECKOH MPON3BOACTBEHHON AEITENbHOCTU; IOArO-
TOBKA SHEPTUYHBIX CIIEIMAINCTOB, OPHEHTUPOBAHHBIX HAa YCIIEX; MOOLIPEHHUE
KOHCTPYKTHUBHOTI'O U KPHUTHYECKOI'O MBIIUIECHNS; 03HAKOMIICHHE 00YUatOLIXCS
C IIPAKTHYECKOH AEITENbHOCTHIO MIPENNPHUATHH; IOMTy4EeHHE CTYICHTAMH IIPaK-
THUYECKUX HABBIKOB U Pa3BHUTHE JIUACPCKUX M KOMMYHHMKAIIMOHHBIX CIIOCOOHO-
CTeif; HapalMBaHUe U aKTHBU3ALMS YEIOBEUECKOr0, MHTEIUIEKTYaIbHOIO U CO-
[UAITBHOTO KaNWTAaJoB; (JOPMHUPOBaHWE CHCTEMBI TIpo(ecCHOHAIBHBIX, OOIIe-
YeI0BEYECKNX, MOPAJIBHBIX, KyTbTYPHBIX U MHBIX IIeHHOCTeH |3, 4, 10-12].
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BmecTe ¢ Tem ucnonb3oBaHnE METOa KEHCOB B MIPAKTHKE MPENONaBAHUS
HMHOCTPaHHBIX A3bIKOB TPEOYET PELeHNs] LENoro psina npoodiem. Bo-nepBbix, He
CYILIECTBYET €IMHOI0, BCEMH NPU3HAHHOTO TePMHUHA Ul 0003HAUCHHUS aH-
HOTO SIBJIeHHA. B oTedecTBeHHOU U 3apy0eXHOI METOMNYECKON TUTepaType
BCTpEUYAIOTCS TEPMUHBI «Keic», «Merom case-study», «case-study»,
«casemethod», «cuTyanus», «keiic-Meron», «ydyeOHas CHUTyauus», «METO
aHaIM3a KOHKPETHBIX CUTyaruit» [3, 5, 15]. Bo-BTOpBIX, HET equHOTO Ompe-
JeJIeHNsl caMOoro Ha3BaHHOro noHsATHA. Kelic-MeTon TpakTyercs Kak «MeTox
00yd4eHus1, Korzia CTYICHTHl U IPENOoAaBaTeNy y4acTBYIOT B HEIOCPEICTBEH-
HBIX JAMCKYCCHSIX TIO mpoOieMaM wimm ciaydasm omsHeca [3. C. 230]; «cpen-
CTBO JOCTHKEHHS aKTHBHOI'O Y4acCTHs CTYIEHTOB B IPYIIIOBOH pabore Ha
€IMHOM IPOOJIEMHOM II0JI€; NPH HCHONb30BaHUM CTPYKTYPHUPOBAHHOM HH-
dbopMaru ¥ TPUHITUIIOB MPOOIEMHOr0 OOYYEeHHS ISl CO3JaHUS HOBBIX
MPONYKTUBHBIX CTEPEOTHIIOB [ESITEIbHOCTH; BBIPAOOTKM HABBIKOB IIPO-
creimmx o00o0menuii» [6. P. 180]; TexHOMOTHsI, OCHOBAaHHAS Ha HCIOIbB30-
BaHUM Ha 3aHATUSAX KOPOTKHX >KM3HEHHBIX CHUTYaILMi, TPeOyIOIMX Majoro
KOoJIM4ecTBa BpeMeHHu i ux paspemenus [16. C. 124]. A.A. BepOumnkwuii,
A.M. HOBUKOB OTHOCAT METOJ KEHCOB K METOJaM, ITO3BOJISIOIIMM MOJIEIIH-
poBaTh B yueOHOM IpOILIECCe Pa3IMYHOIO POja OTHOLIEHUS U YCIOBHUS pe-
ansHOM *)wm3aM [3; 11. C. 150].

PaccMoTpeB MHOXECTBO NMOAXOAOB K TPAKTOBKE NAHHOTO MOHSTHS,
MBI TIPUIUIM K BBIBOLY, YTO IIOJ METOJOM KEWCOB CIEAyeT IMOHUMATh aK-
MUGHLLU, NPOOIEMHBIN MEMOO 00VUeHUsl, OCHOBIBAIOWUICS HA ONUCAHUU U
CUCMEMHOM QHANU3Ee PeasibHblX COObIMULL (CUmyayuii) u3 JcuU3HU KOMNAHUL,
HAaYeleHHbll HA YCREWHYIO COYUANU3aAyUIo TUYHOCMU, COBEPULEHCTNBOBANUE
KOMMYHUKAMUBHBIX U NPOPECCUOHATLHBIX HABLIKOG Yepe3 cOo30aHue u no-
epydicenue 00yuarowuxcs 8 KOHMeKCm OU3Hec-npoYeccos.

Kak moka3zan aHanu3, MECTO JaHHOIO HMOHSATHS B CHCTEME Ielaroru-
YEeCKUX KaTEropuil Takke He onpeneneHo. PasnudHble aBTOPBI TOBOPAT O
Kelicax kKak o: 1) merome oOy4deHHs («METOIl aKTHBHOTO IPOOIIEMHO-
CUTYaLlMOHHOI'O aHaJln3a, OCHOBAaHHbBIM Ha OOy4YEHUHU IyTEM PEIIeHHs KOH-
KpPETHBIX 3a/1a4 — cuTyanui (pemenue kericoB)» [3. C. 98]; 2) memarornde-
CKOH TEXHOJIOTMH (KTEXHOJOrus OO0ydeHHus, MCIOJb3YIOLIas ONKCaHHe pe-
AJIbHBIX YKOHOMHYECKHX, COLIMAJbHBIX M OM3HEc-cUTyauui; oOydarommecs
JOJDKHBI [POaHAIM3UPOBATh CHUTYALlUIO, pa3o0paTbCsi B CYTH HpoOIieM,
MPEUIOKUTh BOSMOXKHBIE PEIIeHHsS W BBIOpaTh Jydinee u3 HuUX») [Tam xe.
C. 70]; 3) meroauke (COBOKYITHOCTh «IIPUEMOB U METOJIOB OCMBICIIEHUS CH-
Tyallli, €€ CTPYKTYpHI... (haKTOpOB, TEHISHIIMHA pa3BUTUSA U T.IL») [17.
C. 111]. YacTto MOXHO BCTPETUTH OMpEIeNeHNs] KeWCOB KaK CONEpKaTellb-
HOW KOMIIOHEHTHI 00pa30BaTeNIbHOTO mpouecca («OMHCaHUE CUTYaIluH, KO-
TOpasi UMeJIa MECTO B TOM WJIM MHOW NPAaKTHKE U COAEPKHUT B cede HEKYIO
mpobnemy, TpeOyromyro paspemeHus» [3. C. 89]; «ydeOHbIE KOHKpETHBIE
CUTyalluH, CIEHaIbHO pa3pabaThiBacMble HA OCHOBE (PAKTHUYECKOTO MaTe-
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pHuaia ¢ 1enpko MmocleAyero pasdopa Ha yueOHbix 3anatusax» [3. C. 89] u
1p.). B pamkax Hamiero mccieqoBaHUSI HPEACTABISETCS LENIecO00pa3HbIM
HCIOJIB30BaTh METOJ KEWCOB Ul PEIEHHs ONpPENETIeHHBIX 3a1a4 Ha OIpe-
JIENIEHHOM COJIepKaHNN KOHKPETHOW TUCIHUILTUHEI (Kypca), Hampumep ¢op-
MHPOBaHHE WHOS3BIYHOW TPOGECCHOHAIBHONM KOMMYHHUKATHBHON KOMIIe-
TEHIINN O0YYArOIINXCS 110 HAIPaBIeHUIO MOATOTOBKH «Typu3m» (mpoduis
«MeXIyHapOIHBINA U AETOBON TYpPHU3M») C TIOMOIIBIO METO/1a KeHCOB.

HecmoTps Ha Bce mpenMyIiecTBa, METOI KeWCOoB, TI0 HAITNM HaOIro 1e-
HUSIM, UCTIONB3YETCsS B OCHOBHOM Ha CTapLIMX Kypcax By3oB. lIpencramiser-
Csl, YTO 3TO CBSI3aHO C OCOOEHHOCTSIMU caMoro merozaa. Bo-mepBbIx, Bcien-
CTBHE OIPaHUYCHHOTO KOJIMYECTBA ayIUTOPHBIX YaCOB, BBIJICISIEMBIX HA U3Y-
YEeHHUE MHOCTPAHHOIO fA3bIKA, CTAHOBUTCS HEBO3MOXKHBIM OOECIIEUUThH Kaye-
CTBEHHYIO ITOITOTOBKY H pelllieHne Keiica. Bo-BTOPBIX, IS YCIEIHON padoTh
HaJ KeHCOM TIperto/IaBaTeio U 00yJaronmMcs He00X0IUMO UMETh TITyOOKwe
3HAHUS M OTBIT B 00JIacTH s3bIKa U npodeccru. CraenoBaTensHO, 00yUaroIi-
eca 1—2-X KypcOB MCIBITBIBAIOT TPYTHOCTH IIpH pabote ¢ Keiicamu m3-3a He-
JOCTaTOYHOCTH NMPOECCHOHATIBHO 3HAUYMMBIX 3HAHU, HABBIKOB U OMbITA.

UroObl pemuTh JaHHBIE MPOOIEMBI, MBI OOpaTHINCh K pa3padoTke
KOMMYHHMKAaTHBHO-TI03HABaTENbHBIX KEHCOB, KOTOpBIE MOMOIar0T 0O0BLenu-
HUTHh M3y4eHHE MHOCTPAHHOIO s3blKa Ha 1—2-M Kypcax C pa3BHTHEM IIpoO-
(eccnoHanbHONW KOMITETEHIIMH, a TAaKXKe MPEAYCMaTPUBAIOT HCIOIb30BAaHUE
HOBBIX OIEPaTHBHBIX BO3MOXXHOCTEH YNpPaBieHUS Y4eOHBIM MPOLECCOM de-
pe3 uHpOpMaAIMOHHO-KOMMYHUKAIIMOHHBIE cpeicTBa oOydeHus. Takum 00-
pa3oM, BOCCO3laeTcsl HOBas MeAarornyeckas oopasoBaTenbHas cpena, npen-
CTaBIISIOIIAsl COOOH MPOCTPAHCTBO U TEXHOJOIMUYECKYIO OCHOBY Ul MHTE-
rpayy pa3HoOOpa3HBIX CPencTB 00y4YeHHS MHOCTPAHHBIM S3bIKAM B COOT-
BETCTBUHU C MHTEPECaMU CaMOro o0y4aeMoro, ypoBHEM €ro IMOAIOTOBKH U
BpeMEHEM, BBIJEICHHBIM AJIs1 paboThl HA OCHOBE aKTUBU3ALMU ayAUTOPHOM
W BHEAYTUTOPHOH CaMOCTOSATENBbHON Y4eOHOW MeATENbHOCTH CTY/EHTOB
[18]. Ilo0 KOMMYHUKAMUBHO-NO3HABAMENbHVIMU KelicaMy Mbl npeodiazaem
NOHUMAMb OUHAMUYHO OP2AHU308AHHbBIE, NPOPDECCUOHATLHO OPUEHIMUPO-
6aHHble UHOSA3BIUHBIE YUEOHbIE MEKCMbl, KOMOpble, ¢ OOHOU CMOPOHbL, CO-
depoicam HAOOP KOMMYHUKAMUBHO-NO3HABAMENbHBIX 3A0aY, OMOOPAHHBIX C
yuemom GopmMupyemuix Komnemenyui, a ¢ opyeol — npedcmaegisom aneo-
PUMMbL U pA3TUYHbIE 8APUAHMbBL PeuleHUs Hauboaee MUNUYHbIX NPOU3E00-
CMBEHHbIX 3a0aH.

MooynbHutii n00X00 KAK 0CHO8A Op2aHu3ayuu y4edHozo npoyecca
C UCHOBb306AHUECM KOMMYHUKAMUBHO-NO3HAGAMETbHBIX KellCO8

[Toctpoenne oOydeHUs] HA OCHOBE KOMILIEKCA JIOTHYECKH CBS3aHHBIX
Mozyneld 00ecredrBajIo IOCIENOBATENIbHOE MOJAEINPOBAHUE B Y4eOHOM
TpoIiecce MeI0CTHOTO cofep kanus, PopM U yCIoBUH Oyaymiei mpodeccro-
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HaJIbHON AEATENbHOCTH CTYINCHTOB, a TAaKXKe €AMHCTBO OOy4YEeHHUS U BOCIH-
TaHUs NpodeccroHana; HENpPEephIBHOE B3aUMOACHCTBHE OOYYaIOIIUXCS C
MH()OPMAITMOHHOW WHOSM3BIYHOW CPEOW MO3BOISIIO BEISBISTH B3aMMOCBSI3H
Pa3IMYHBIX KOHTEKCTOB B IIpoliecce 00ydeHHsl, CHOCOOCTBOBAIO MOATAITHO-
My (OPMHPOBAHHUIO TBOPUYECKON IIO3HABATEIBHON CAMOCTOSTEIBHOCTH.

Opranun3zanysi MOAyJel MPON3BOJUIIACH 110 IBYM HaIlpaBIEHUSIM — IO-
PHU30HTAJILHOMY U BEPTUKAJIbHOMY. | OpH30HTaNbHASI OpraHu3aus MoayJieit
JIETePMUHHUPYETCS YIeOHBIMU U TTPO(ECCHOHABHBIMH MTOTPEOHOCTSIME 00Y-
YAIOIIMXCSl M OOYCIIOBIMBAET KOJMUYECTBO M MOPSIOK MX Pa3BEPTHIBAHHUA.
B ycnoBusix o0y4deHusi CTyA€HTOB MPOQEcCHOHANBHO HAaNpPaBICHHOMY HHO-
CTPaHHOMY $I3bIKY MOJYJIM PAcCIOIarajuch B COOTBETCTBHUHU C JIOTUKOW AKC-
LUUIUIMH CHELUaNIn3aliy, T.e. HA OCHOBE IPUHIMIIA y4eTa MEXKIUCLUILIN-
HapHBIX CBsA3€H, NPUHIMIIA OATAHOTO MOrPYKEHHUS B MPO(PECCHOHATBHYIO
JeATeNIbHOCTh M Pa3BUTHUS TBOPUYECKOH CaMOCTOSATENBHOCTH CTyNeHTOB. [Ipu
TAKOM TIOpPSIKE Pa3BEpTHIBAHUS MOIYJIEH CTano BO3MOXHBIM aKTHBHU3HPO-
BaTh M 3a/I€lCTBOBATh BCE JOCTYIHBIE CTYIEHTAM B pPaMKax X 00pa3oBaHUs
WCTOYHUKM 3HAHUI, MHTETPUPOBATH 3aHATHS IO MHOCTPAHHOMY SI3BIKY B
npodecCHOHANbHBIN MUK TUCUUIUINH, TEM CaAMbIM JOCTHUIasl KyMYJISTHBHO-
ro 3ddexra oOydeHHUs, a TaKkkKe Pa3BUTh TBOPUYECKYIO CaMOCTOATEIHHYIO
AKTUBHOCTH 00yYarOIINXCsl.

[Ipomecc o0ydeHns mpodeccCHoHaTbHO OPHUEHTHPOBAHHOMY WHO-
CTPaHHOMY SI3bIKY, HAaIIPaBJICHHBIA Ha (OPMUPOBAHNE HHOSI3BIYHOM mpodec-
CHOHAJIbHO-KOMMYHHKAaTUBHOM KOMIIETEHLIUH Yy CTYAEHTOB, O0YYalOLIMXCS
Mo HamparieHnto moaroToBku «Typusm» (mpodnins «MexTyHapoaHBIH |
JIeTIOBOH TYPHU3M»), BKIIIOYAJ TPH OCHOBHBIX MOJIYJISL: HOATOTOBUTENBHBIN,
MEPEXOAHBIN U 3aKIFOUUTENbHBIN, WIHM OCHOBHOW. Brlllleyka3aHHbIE MOLYIN
COOTHOCSTCA C TpeMs BUAAMH KOMMYHHKATHBHO-IIO3HABaTEIbHBIX KEHCOB,
KOTOpBIE PA3JIMYAIOTCS 110 CTEEHU HPOSIBJICHUS CaMOCTOSTEIbHONW TBOpUE-
CKOW aKTHBHOCTH OOy4aroIIuXcs.

Bompoc o paspaborke kpurepueB chOpMHPOBAHHOCTH IO3HABATENb-
HOM CaMOCTOSITEIbHOCTH HEOAHOKPATHO PACcCMAaTPUBAJICS B MEAArOTNYECKOM
muTepaType. B oCHOBY ypOBHEBOW Tpajanuy KeWCOB MO cTeneHH chopMu-
POBAaHHOCTH CaMOCTOSATEIBHONW TBOPYECKOH aKTUBHOCTH O0y4aromuxcsi Obl-
J1a TIOJIOXKEHa Kiaccu(UKalys, KOTopasi BKIOYAET TPU YPOBHS Pa3BUTHS MX
MI03HABATEIIbHOI CaMOCTOATEIILHOCTH.

Ha mepBom ypoBHE — KONupyloIias caMOCTOATEIBHOCTh — 00y4aro-
LIMKCS OBNIaeBaeT oOpa3laMy BCeX TUIIMYHBIX (JOpM MO3HABATEIbHOM aesi-
TEBHOCTH 10 IpeAMeTy. B OCHOBHOM 31ech MoApa3yMeBaercsi OBJIAZICHUE
QITOPUTMHYECKUMHU JIEMCTBUSAME (110 aHAJIOTHHM, 110 3apaHee MPEACTaBIICH-
HOMY IJIaHY U T.II.), IPUBOASIIMMH BCEX CTYACHTOB IPH OAMHAKOBBIX HC-
XOZIHBIX IaHHBIX K OJMHAKOBOMY pe3ynbTaTy. BTopoil ypoBeHb — BocIpous-
BOJIAIIE-BRIOOPOYHAS (PEMPORYIIHPYIONIAs) CAMOCTOSTETFHOCTh — XapaKTe-
pHU3yeTcs CaMOCTOSITEIbHBIM BOCIIPOM3BEACHUEM OCHOBHBIX METOJOB IPHU-
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oOpeTeHusl 3HaHUI, HABBIKOB M YMEHMH, COOTBETCTBYIOLIMX CTYIEHU 00Y-
YEHUs CTYIEHTa, CHOCOOHOCTBIO K BEIOOPY M MCIONB30BAHUIO HYKHOI'O Me-
Torma. Tperuit ypoBeHb — TBOpUECKasl CAMOCTOATENBHOCTh O0YUYAIOIIHXCS —
COCTOHT, IPEXKIE BCEro, B ySICHEHMH KOHCTPYKTHBHOTO MOIXOMA K TBOpYeE-
CTBY, CO3JaHHWU HOBBIX METOJIOB IO3HABATEIbHOM CaMOCTOSATEIBHOCTH HA
OCHOBE YCBOCHHBIX.

[loBblmIeHNE CTETIEHN CaMOCTOSITEIBHOCTH U TBOPUECKOW aKTHBHOCTH
o0yJarommxcs B mpoiiecce GopMUPOBAHUS HHOS3BITHON TTPOPECCHOHATBHO-
KOMMYHHMKAaTUBHON KOMIIETEHLIUN JOCTUTAJIOCh 33 CUET Mepexona OT penpo-
IOYKTUBHO-OOBSCHUTENBHBIX K IPOAYKTHMBHO-TPEHHUPOBOYHBIM M Janee K
HE3aBUCHMBIM HCCIIEOBATEIICKUM KeHcaM, KOTOpbIE SIBJISIOTCS Pa3HOBHI-
HOCTSIMH KOMMYHUKaTHBHO-TIO3HaBaTeNbHBIX KeiicoB. [IpeacraBum moapob-
HOE ONKCaHHE MOIYJEH U COAEp)KaHUE COOTBETCTBYIOLINX BUIOB KOMMYHU-
KaTHBHO-ITO3HABATENBHBIX KEICOB Ha puc. 1.

Hauenensl Ha mepenady npogeccuoHaIbHBIX 3HAHUH 1 popM
JIeSITEILHOCTH, HE TTOAPa3yMeBaloT TBOPUECKOH aKTHBHOCTH
00y4aroImxcs

IlepBbIii MoayIbL
Penpodykxmueno-
00vACHUmMenbHble Kelichl

Ipu3BaHbI HAYYUTh CTYICHTOB PEIaTh TUITOBBIC
Bropoii moay.is 3a/1a9¥ 0 00pasIly U NPEANoNaraloT MUHIMYM TBOD-

Ipodyxmusno- 9YecTBa CO CTOPOHBI 00YJaTOMINXCS
mpenupogounvie Keticsl

ITomoratoT o0yJaronmMcs aKTHBH3UPOBATh H PACIIUPHTH

Tpernii Mmoayin SI3BIKOBBIE, PO ECCHOHANIBHBIE 3HAHUS, HABBIKUA M YMEHUS,
Heszasucumesie uccnedosa- MPUOOPETEHHBIE B XO/1€ BHIIOIHEHHS PEIPOAYKTHBHO-
menbCKue Keucol 00BSCHUTENBHBIX KEHCOB

Puc. 1. MonynpHas opranu3zanust mpoh)ecCHOHAIbHO OPUEHTUPOBAHHOTO 00yUEHHS
MHOCTPAHHOMY S3bIKY Ha OCHOBE KOMMYHHKaTHBHO-II03HABATEIILHBIX KEHCOB

Cmpykmypa u ynKyuu KOMMYHUKAMUGHO-NO3HAGAMETbHBIX KEllCO6

Pa3paboranHble HaMH KOMMYHHKaTHBHO-TIO3HABATEIIbHBIE KEHCHI CO-
JiepKaT CIIEAYIOIIE YacTH: CIOXKETHYIO (00Iee onucaHne CUTYaluy, BKITIO-
Jaroliee MHUChbMa, ayJuo- WINM BHIEOMaTephalbl, (hparMeHThl MOHOJIOTOB,
JMAJIOTOB WUTH TIONAJIOTOB), MH(POPMAIIMOHHYIO (CTATHCTUYECKHE TaHHBIE O
COCTOSIHUM PBIHKA, KOMIIAHUH, BO3/ICHCTBYIOIINE HAa TIPOOIEMY), METOJHYE-
CKyIO (pEeKOMEHJAINH s TpernojaBaTens W o0ydJarommxcs Mo pa3dopy
Kelica), pe3fOMHPYIOIIYIO (OIMHCaHre NEHCTBHUIA IO pa3pemieHNIo MPoOIeMbI,
OLIEHKa TIOCIECTBUIN MPUHATOrO pelieHus), pedrekcuBHylo (OJIOK BOMpoO-
COB, TIOMOTAIOIINX OOYYaIOIIMMCSl OIIEHUTh MX IPOTPECcC) W TPEHHHTOBYIO

(puc. 2).
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KOMMyHI{lKaT]{lBHO-
MO3HABATEJIbHbIE Keiichbl

- o~y

ICroxerHas PeduiexcuBHas | [PesroMupyromias Mugpopmaru- | Merommueckas | [Tpernnro-
[MacTh — ob1mee |[4acTh — MOHUTO- |[MAacTh — OMHCAHUE | |[OHHAs 4acTh — | [4aCThb — PEKO- | [Basi 9acTb —
orrcaHmne [PMHT 1 OlLleHKa | [eficTBHii, mpes- kbaxThI U cTaTU- | MEHAAIIMH TIpe- | cHCTeMa
cuTyarun, COOCTBEHHBIX [MPHHSTBIX IS cTiueckue [OaBaTeNIo U | [yIIpaXkHe-
[BKJIFOUAIOIEe ||meicTBHI 1 [pasperieHus mpo- lTaHHBIE, OKa- oOydarommMcest | [Hui
[muchbMa, ayuo-| [TOCTHKEHHHA OJIeMBI 1 OLIEHKY BbIBatoIINE o pazdopy
M BHIEO MocIeCTBUM NpH- | [BIMAHUE HA Keifca
MaTepuabl HATOr0 KOMITaHHEH | [IpobiieMHyI0

pereHus cnTyaruio

Puc. 2. CrpykTypa KOMMYHUKaTUBHO-TI03HABATEIIbHBIX KEHCOB

Ha npouecc co3nanus 1 paboThl Hal KEMCOM OKa3bIBAalOT BIIMSHUE Ta-
kue (haKTopbl, Kak TpeOOBAaHMS CHCTEMBI 00pa30BaHMs, COLMATBHBIN 3aKas,
TBOpYECKHE U MPOQeCCHOHAIBbHBIE CIIOCOOHOCTH pa3paboTdrKa Keica, Icu-
XOJIOT0-BO3paCTHBIE, MHANBUIAyaIbHbIE 0OCOOEHHOCTH 00yJaromuxcs, 00beM
npoQecCHOHANBHBIX U S3bIKOBBIX 3HAHUM, HAaBBIKOB, yMeHHH. CoriacHo
O.I'. CmonsiaMHOBO# [12], XOpommmii KeHc TOIKEH COOTBETCTBOBATH CIEy-
IOLIMM TpeOOBaHMSM: OTBEYAThH YETKO ITOCTABJICHHOM LIENH CO3aHUs, UMETh
COOTBETCTBYIOILMI YPOBEHb TPYJHOCTH, WILIFOCTPUPOBATh TUIIMYHBIE CHUTY-
alMy U3 peajbHOM XHU3HH, HE yCTapeBaTh CIMILIKOM OBICTPO, UMETh HALHO-
HaJIbHYIO OKPAacKy, MPOBOLUPOBATH ANUCKYCCHIO, CIIY>KUTh CTHMYJIOM JUIS
Pa3BUTHA aHATUTUYIECKOTO MBIIUIEHUS. [IOMIMO 3TOrO, Ka4eCTBEHHBIN Keiic
JOJDKEH O0TOOpaXkaTh KOH(MIMKTHYI0 TPOQPECCHOHANBHYIO CHUTYaIlHIo, CO-
JIeprKallyi0 PUBJIEKATEIbHOE OMHCAHUE XapaKTEPOB MEPCOHAXEU M yCio-
BUH, BKJIIOYaTh CKPBITYIO NPOOJEMYy, AOMYCKAaIOIIyl0 MHOTOBAPHAHTHOCTD
NEMCTBUIA TI0 €€ PEIICHUI0 U TPeOYIOIIYI0 MPUMEHEHHS ONPeIEeIIEHHON KOH-
nenmuy. Takxke KadecTBEHHBIN KEHC NOMMKEH OTIMYaThCs MH(POPMATHBHO-
CTBIO, KPaTKOCTBIO M IEepeNaBaTh ONBIT BBHIIOJIHEHHUS ONpPEAEICHHOW Ies-
tenpHOCTH [15. C. 143].

DKcnepumenmanvHan anpoodayus KOMMYHUKAMUBHO-HO3HABAMENbHO20
Kelica npu 006yueHuu cmyoenmos Hanpaeienus noozomosku « Typuzm»

PaGora Hajg KOMMYHHMKAaTHBHO-TIO3HABATEIBHBIMH KeHCaMHU Mpemy-
CMaTpHUBAET BKIIOUEHUE B HEE BCEX CyOBEKTOB yueOHOTro mporecca, a TakKe
3aaHui, TpeOYIOMMX 00paIeHus K pa3IndHbIM pecypcaM u popMam TOIy-
4yeHusa " nepepaboTku nHpopMaimu. Ha pasHBIX 3Tamax paboThl ¢ KOMMY-
HUKATHBHO-TIO3HABATENLHBIMU KelicaMi MBI 00paIaiCh K pa3INnYHbIM Caii-
TaM, KOTOpble 00eCIeuynBarOT KOMIUIEKC BO3MOKHOCTEH Ul CaMOpa3BHTHUS
CyOBEKTOB  00pa3oBaTENbHOrO IpOIEcca M CO3JAI0T  IICHXOJIOro-
MeJarOrNYeCKUe YCIOBHS Ul CTUMYJIUPOBAHUS [TO3HABATEIFHON aKTHBHO-
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CTH, CIIOCOOCTBYIOIIEH IOJHOLEHHOMY CTaHOBJIEHHIO BBICOKOOOpa30BaH-
HOW, DPYAWPOBAHHOW, KBaNM(HUIMPOBAHHON IHYHOCTH. OOydarommmMcs
MpeIaraisoch MCIONBh30BaTh MOTeHNHan caiitoB Disques, Vialogue, maro-
IIMX BO3MOXKHOCTh Y4aCTBOBATh B AMCKYCCHH I10 IPO(ECCHOHATBHBIM MIPO-
OJeMHBIM BOIIPOCaM C IPEACTABUTEISIMH KaK CBOEH, Tak M 3apyOeXHOM
KyJapTypbl. CTyIeHTHl TaKXKe MOTJIM WHULIMHUPOBATh OOCYKIECHUE MHTEpECy-
IOIIMX HMX BONPOCOB CaMOCTOSATENBHO. MBI HCIONB30Bald BO3MOXKHOCTH
nporpammel EYEJOT, B koTopoii oOydatomuiecs MOTIH CaMOCTOSTETHHO
cO3JaBaTh M BBIKJIAAbIBATh CO3JaHHBIE MU BUAEOMAaTepHalibl HA Mpodeccu-
OHAJBbHYIO TEMAaTUKy (Hampumep, BUPTyalbHbIE 3KCKypcuu) B cetn MHTep-
Her. [IpuBenem npumep U pacCMOTPUM CXeMy pabOThl Hall KOMMYHHKATHB-
HO-TI03HaBaTEIbHBIMU KEHCAMU.

B xoxe Mmopmenupyromieii ¢aspl mpemoaaBaTens u oOydaromuecs o00-
CyX/Iali WHTEpecymlne ux mnpodeccrnoHanbHbie TeMbl: how to deal with
customers, increase a company’s profitability, design a tour, develop a new
destination, etc. Ilocme sToro mpemogaBaTenh C TOMOIIBIO IKCIIEPTOB
TyphUpMBI TOAOHPAT CIUCOK MPOOIEMHBIX CHUTYallui, KOTOPBIE MOTJIH 3a-
nHTepecoBaTh oOyuatonxcs: helping a client at the airport, finding a way to
increase the number of clients, finding a way with “problematic” clients.
3areM CIUCOK Ipeaaraics 00y4arommMes, 1 OHU BEIOUPaIN CUTYaLUIo AJIs
Oynaymiero ketica. Tema keiica — Customer Relations. Llenbro keiica sBisercs
COCTaBJICHHE JHayiora 1o MpoOJIeMHON CUTyalluu — yperyJupoBaHHE KOH-
(bIMKTa C KITMEHTOM.

3areM mpernoAaBaTellb ONPENesl 3aJaun Kelica W MPHUCTYNal K €ro
HamMcaHUio. 3aJaydl JaHHOTO Keiica BKIIIOYAIM: M3Y4YCHHE U 3aKperuieHHe
HOBOT0 JIEKCHUECKOI'0 MaTepHalia o TeMe; pa3BUTHE aHAJIUTUYECKUX HABbI-
KOB paboThl ¢ MHpOpMaLel; pa3BUTHE HABBIKOB CAMOKOPPEKLHMH U CaMo-
OLIGHKH; pa3BUTHE MPOQPECCHOHANBHBIX HABBIKOB OOIICHUS C KIMEHTaMH,
KOMMYHHMKAaTUBHOH COCTOATEIBHOCTH; Pa3BUTHE HABBIKOB PabOTHl B KOMaH-
1ie; pa3BUTHE COLUATBHON OTBETCTBEHHOCTH.

Bpewms, otBogumoe amist paboTel ¢ KeficoM, — 4 akaJeMHYecKhX Jaca.
Craenyer oTMETHTh, YTO OOy4aIOIINECs HE SBISIIOTCS «IOTPEOUTENIMUY TO-
TOBBIX KEHCOB. YJK€ Ha 3Talle COCTaBJICHUS Kelca OHM IMPHHUMAIOT aKTUB-
HOe yJacTue B cOope mHpopMaIum s Kefica, 9T0 TOMOTaeT 00JNerdnTh pa-
00Ty mpenopaBaTess U MOBBILAET OTBETCTBEHHOCTh, CAMOCTOSTEIBHOCTh U
MOTHBAIHAO 00yJaIOIIIXCS.

Ha artame pemenus keiica oOydaroniMcst mpemraraercsi 03HaKOMUTh-
cs ¢ mpoecCHoHaIBHO 3a0CTPEHHOI podineMHoil cutyanneil. Background:
Britannia’s Airlines is one of the world’s leading companies. It is an interna-
tional airline company of the complete cycle, offering low fares throughout
the year, and an extensive network of destinations around the world, includ-
ing Central Airport. The number of the staff they employ is over 100,000.
They support a number of sporting, cultural and charitable activities around
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the world. They offer divers services: on board training activities concerning
the principles of safety.

Problem: Nowadays the company faces a big decrease in the number
of their customers. Exposition: The board of directors wants to create a con-
sulting group which is going to study the problem and to identify possible
reasons that might have led to it. You were asked to listen to the interview
with one of their clients Melanie Flower.

3ateM oOywarommecs TWPUCTYMAIOT K BBIMOIHEHUIO KeHC-TIorpy-
KAIOIUX YIPaKHEHUH, colep KalX NpoheCCHOHANBHO OpUEHTHPOBAHHBIE
YCIIOBHO-peUeBbIe ynpakHeHus. [IpuBenem nmpuMepsl JaHHBIX YIPaKHEHUH.

Challenge 1. You will hear Melanie Flowers talking about a flight she
made from London to Dallas. Decide if these statements are true or false.
Correct false statements.

a. They were late checking in.

b. The airline staff tried to hide from the passengers.

c. The couple were given preferential treatment because of their chil-
dren.

d. They were content to be able to go to Houston.

e. The hotel in Houston turned out to be much better than they'd ex-
pected.

f. In San Francisco the airline staff were extremely rude.

g. Melanie has learnt to be firm without being rude.

Challenge 2. Listen again and tick the problems that Melanie Flowers
has mentioned.

Problems
1. They were confronted with the problem of a long delay of
their flight
2. They were mislead by the managers. Nobody hurried to solve
their problem and to provide them with seats for another plane
3. They took them to the wrong direction
4. The problem they faced was connected with the company’s
being overbooked
5. They had to go to the other airport
6. They were not given a compensation

Challenge 3. Do you find these problems serious? Have you ever
faced similar problems? Discuss them with your partner. These are some
helpful phrases that you can use: It seems to be a very serious problem...;
1t is likely to be very unpleasant when...; It undoubtedly can cause misun-
derstanding...; It is sure to lead to some aggression and confrontation...; |
find this problem minor / pretty....

Challenge 4. You could have heard these useful phrases in the inter-
view. Complete these phrases using the words: furious, impatient, economy,
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time, eyed us all up and down, seats, delay, on our own, allocate, late, leave,
hanging around.

1. We arrived at Heathrow in .......... for our scheduled flight for
Dallas.

2. A couple of in suits appeared and .......... It was very unpleasant.

3. The staff apologized for our .......... and explained they were
overbooked on ......... class.

4. We would be given the .......... on the flight.

5. We were left standing ...............

6. It would be possible to .......... five seats.

7. The plane would ......... in two hours direct to Dallas.

8. We were ....... And were getting ........ but there was very little
we could do.

9. Wearrived ......... at night.

10. We had to keep ............ while waiting for a flight.

W3yanB counanbHO-TIPOQECCHOHANBHBIA KOHTEKCT, OO0YJaroInecs
NPUCTYNIAM K TIOMCKY JONMOJHUTEIBHONW WH(OpMAIHH, IUIAHUPOBAHHIO
MPeIMETHO-TTPAKTHYECKOH CTOPOHBI ICITEILHOCTH T10 PEIICHHIO Kelica.

Challenge 5. Study the following article for more information about
different measures that can be taken to improve the situation. This article
describes how Gatwick Airport in the UK has made travelling easier for
business passengers. Decide which of the extracts A—G match the numbered
gaps in the text. There is one additional extract which does not belong in any
of the gaps.

A. Looking at what London Gatwick Airport has done, the solution
now, in hindsight, seems obvious.

B. But Fast Track has other benefits for the business traveler.

C. The best ideas in business are quite often the most obvious.

D. Even at the busiest times of the day, it now takes business passen-
gers only a minute or two to pass through the barriers to go airside.

E. Many airlines offer attractive incentives such as free limousine and
helicopter transfers, advance seat reservations and priority baggage handling.

F. For the busy executive, it is not so much that time means money,
rather that he or she usually cuts it fine when getting to the airport.

G. This system, called Fast Track, enables First and Business Class
passengers from all airlines using North and South Terminals to use a special
dedicated route through passport control and security checks.

1 = c For example, business travelers passing through Europe’s airports
have constantly bemoaned the fact that however much their ticket cost, or
however much they were pampered in-flight the real hold-ups always came
when passing through passport control and security, or waiting in duty free.

2. That last-minute report to finish, or taking just one more phone
call, has spelt disaster for many business travelers suddenly finding them-
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selves at passport control behind a plane-load of holidaymakers who are
quite happy to take their time — after all they are going on holiday.
i However, it is a simple fact that no other airport appeared to have
tackled the problem successfully until London Gatwick became the first air-
port in the UK or Europe to implement a “red carpet” priority system espe-
cially for First and Business Class travelers.

4........ A pass is given to eligible passengers at check-in. 5....... The
special entry gates to the departure lounges, however, only operate up until
2 p.m. The airport’s research has shown that the bulk of business travel
flights were before this time, with only a handful afterwards when the regu-
lar control points had no queues. However, it is a position that is regularly
reviewed by the airport.

6....... For instance, those who have hurried to the airport without the
time to pick up any foreign currency can collect preordered currency from a
special Fast Track desk at the airport’s bureaux de change. Or if they travel
to the airport via the Gatwick Express, they can use the credit-card phone on
the train to order the currency on the way from Victoria. Forgotten to buy a
present for that important contact you are going to meet on arrival? Instead
of queuing up with the leisure travelers at the duty free counters, Fast Track
pass-holders can take advantages of their own check-out. Not surprisingly,
Fast Track has been a smash hit with London Gatwick passengers (numbers
using it have increased from 40,000 a month when it first started, to 65,000 a
month at present). Perhaps the fact that other European airports are looking
at emulating the Fast Track idea shows how big a step forward it is in taking
the hassle out of business travel [19. P. 59].

Challenge 8. Now listen to Terry Lee, Britannia’s ”Advance Planning
Manager, talking about how he plans and executes the company’s summer
flight programme. Decide if these statements are true or false. Correct the
false statements.

a. Britannia and Thomson decide how many planes will be in use.

b. They have to fill 26,000 slots in a twenty-four-week program.

c. They don't expect to change their flight plans.

d. The computer system can help the user to predict potential flight
disasters.

e. The computer system is fast but has not yet led to direct savings in
expenditure [Ibid. P. 60].

3aTteM oOydvarommecs paboranu B KoMaHe, GopMyTHpoBaIn Ipodiie-
My Keiica, oOCyXmaiay ee W Tpeuiaraid CBOM PElIeHUs, UCXOIsi W3 CO0-
CTBEHHOI'O OIIBITA, TOJKPEIUIEHHOTO OOIIMMHU TEOPETUYECKUMHU 3HAHUAMH U3
CMEXHBIX IUCLUIUIMH, U CAMOCTOSITEIbHO COOpaHHON MH(OpMAINH, MOIY-
YEHHOW B XO/€ BBIMOJIHEHMS KeHC-MOrpyXarwlux ynpaxHenuil. Ilpusenem
MPUMEpBl YNPaKHEHWH, KOTOPbIe MOTYT BXOAWUTb B TPEHUHIOBYIO YacTb
Kefica.
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Part 2. Challenge 1. Read the article below and decide if these state-
ments are true or false.

a. A dissatisfied customer who makes a complaint will usually fly
again with British Airways.

b. About one sixth of BA's satisfied customers defect to other airlines.

c. Both satisfied and dissatisfied customers will fly with BA again in
about the same proportions.

d. BA gives money to customers if they complain.

e. Customers are anxious to find out who was responsible for things
going wrong.

f. It is not a good idea to admit to being in the wrong.

Challenge 2. Study the article again. It discloses some secrets of dealing
with displeased customers. What tips do you find useful? What else can you add?

When it pays to complain

A dissatisfied customer who complains is just as likely to remain loyal
as a completely satisfied customer. This surprising state of affairs has been
observed by British Airways, which has turned the handling of complaints
into something of a science.

Charles Weiser, BA’s head of customer relations, calculates that about
13 per cent of customers who are completely satisfied with BA’s service
may not fly with the airline again. “Perhaps they changed jobs, found a fre-
quent flyer programme which better suited their needs, or maybe they felt it
was time for a change of airline,” he says, writing in the July issue of Con-
sumer Policy Review, the journal published by the UK’s Consumers’ Asso-
ciation.

Half of all customers who experience problems but do not complain,
do not intend to use the airline again. This contrasts with the customers who
are dissatisfied but do complain — just 13 per cent of this group will defect,
the identical rate of defection as the “satisfied” group, says Weiser.

Clearly, it pays to encourage customers to complain, and to encourage
complaints departments to turn themselves from “blame” to “customer reten-
tion” departments, he says. Weiser’s guide to satisfying complaints includes
the following points:

e Apologize and “own” the problem. Customers do not care whose
fault it was — they want someone to say sorry and champion their cause.

e Do it quickly — customer satisfaction with the handling of a com-
plaint dips after five days.

e Assure customers the problem is being fixed. Complaints depart-
ments need to know their company inside out and work with front-line de-
partments.

e Do it by phone. Many departments are frightened of the emotion
customers often show when things go wrong, but customers appreciate a
personal apology and reassurance the problem will be solved [19. P. 65].
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Challenge 3. Discuss with your partner what things may be really
helpful. Give reasons. You can make use of the following phrases: / consider
this measure to really helpful; I can say for sure that this measure really
works,; I doubt if it can bring any solution to the problem, I believe it is use-
less; In my opinion, we can profit from this; As I see, it this measure is ad-
vantageous,; As far as I know, it can bring no relief; It will be in vain; The
reason for this is...; My grounds are...; I have the following reasons for
thinking so; The fist argument in favor of my position is...; To prove my
opinion I would like to say ...

Challenge 4. Now as a group make up a list of necessary amendments
that you are going to send to the board of directors. Give your arguments.

Challenge 5. Taking into account the measures that you’ve discussed
plan your future actions.

B xonme 3amaTHs oOydwarommecs BBIABISUTH Hambornee d>QdekTuBHOES
pelIeHne, Ha OCHOBE KOTOPOT'O UM IPEUIaragoch MOArOTOBUTH MPOEKT, 0TO0-
paXKaroIMii YCIIITHOCTD OBJIAJICHHS HJIM HA0OPOM COLMAIIBHO M TIPO(EeCcCro-
HaJIBHO aJICKBaTHBIX ITPOrPaMM MOBEICHUSL.

Home Challenge. Prepare a talk with Melanie Flowers. Here there are
some steps for you to follow.

Student [2 f(zl?:sigg member Student B (you are Melanie Flowers)

1. Greet each other 1. Greet each other

2. React to the complaint, say | 2. Explain the essence of your complaint.
whether it is reasonable or 3. React. Try to induce the member of the staff
groundless. that this situation was really unpleasant for you
3. Explain the reasons for and lead to some negative consequences.

such a problem. 4. Accept or reject apologies.

4. Apologies and offer some 5. Say that you are going to fly to France on two
way out. week-holiday.

5. Convince your partner itis | 6. Accept or reject an offer

a good idea to use The Brit-

ain’s Airlines now

Remember:

v to be polite,

¥ to be accurate in your choice of words,

v not to use colloquial phrases,

v to avoid speaking quickly, watch your intonation,

v’ to observe your gestures and facial expressions, try to look even-
tempered, persistent and confident.

3anminas cCOOCTBEHHBIM MPOEKT, OOyJaroIIfecs aHaIH3UpOBAIN TOBE-
JICHUE CBOMX COOECETHHKOB, IEMOHCTPHPOBAIIH a/IeKBaTHOE PEYeBOE U Hepede-
BOE MTOBEJICHNE, COOTBETCTBYIOIIEE OOIIETPHHSITHIM COHAIBHBIM U Tipodeccu-
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OHAJIBHBIM HOpMaM. Ecnu oOydaronmecs: CpaBIsuIiCh ¢ TIOCTABICHHON 3a1a-
Yeif, mpenoraBaTeNb MePeX oI K CISAYIOIINM dTanaM paOoThl HaJl KEHCOM.

After participating in the group discussion complete the chart below
and check your progress.

How successfully 1 2 3 4 5
1. Have you organized your ideas in the
form of a dialogue?
2. Have you managed to make the most of
the information (practical and theoretical)
from the case?
3. Have you used the vocabulary of the
case?
4. Have you used diverse grammar struc-
tures?
5. Have you taken into account and re-
flected cultural differences?
6. Have you managed to convince your
partner (changing your partner’s opinion,
reaching your goals)?
7. Have you coped with the task of being
an active listener and an interlocutor?
8. Have you used various clichés while
communicating with your partner?
9. Have you managed to perform your role
convincingly (using an intonation, ges-
tures, varying the tone of your voice)?
10. Total score:

25-20 scores — excellent (5); 19—15 scores — good (4); 14—10 scores —
satisfactory (3); less than 10 scores — bad (2).

Ecnn o0yuvaronyecs: HCHBITHIBAIN TPYAHOCTH IPH BBITOJHEHUH 3aa-
HUH, UM [IPEAJIarajayuch AOMOIHUTENbHbIC YIPAXHEHUS U1 UX YCTPAaHEHUSI.

After Discussion Challenge 1. If you have failed to use some vocabu-
lary or think that you were not quite successful in the discussion, do the fol-
lowing task: Look at this diagram of a plane, which shows the advantages
and the disadvantages of sitting in various places. These words have been
deleted from the text. Put them back.

After Discussion Challenge 2. Prepare a dialogue with a client who is
unsatisfied with the seats he bought and wants to get others.

Pe3ynbraTel paboThl IO pEIIEHHIO BHILICTIPUBENCHHOrO Keiica cBue-
TENBCTBYIOT O TOM, YTO MHOS3BIYHEIN, COIMAIBHBIN U TPOQeCCHOHATBHBII
KOHTEKCT, BOCCO3/IaBaeMbIil B Kelce, CIIOCOOCTBYET Pa3BUTHIO aHAJIUTHYe-
CKHX HaBBIKOB paboTHI ¢ WH(popManmel, mpodecCHOHATBHBIX HABBIKOB 00-
LICHUS C KJIMEHTaMH, KOMMYHHUKAaTUBHON COCTOSATEIbHOCTH, HABBIKOB Pabo-
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Thl B KOMaHJE, COLMAJIbHOM OTBETCTBEHHOCTH. 3aJaHusi, BKJIIOYCHHBIC B
KEHC, COOTBETCTBYIOT MEXKKYJIBTYPHOM HAIlPaBJICHHOCTH OOLIEHUS B IPO-
1ecce 00y4eHUs] HHOCTPAaHHOMY SI3bIKY M HallpaBJICHbI HAa PAa3BUTHE HABBIKOB
CaMOKOPPEKLMH, CAMOOLICHKH.

3akJaouenue

Takum oOpa3zoM, MPOBENEHHOE WCCIEAOBaHUE TOKa3ano A (HeKTuB-
HOCTh KOMMYHHKAaTHBHO-TI03HABATEIbHBIX KEMCOB KaK CPEICTBA Pealn3alui
KOHTEKCTHOTO Moaxoza K (YOpMHUPOBAHUIO HHOSI3BIYHON IpodeccHoHaIbHO-
KOMMYHHMKAaTUBHOH KOMIIETEHIIMM Ha PaHHUX dTarax oOydeHHs B HEs3BIKO-
BOM By3e. /laHHBIA BUA KeiiCOB MOXET OBITh HCIIONIb30BaH MPH OOyUEHHH
CTYZAEHTOB Pa3IMYHBIX HANpaBJIEHUH MOATOTOBKH, IIOCKONBKY €T0 CTPYKTY-
pa, YHKIMM ¥ METOAMYECKas OpraHu3auus He 3aBUCST OT COAep)KaTebHO-
T0 HAIOJHEHHs MPOOIeMHBIX cuTyanuid. Vcnonp3oBaHne MeTona KeHCoB B
MPAKTUKE MPENoAaBaHus] MHOCTPAHHBIX SI3BIKOB B BY3€ CIIOCOOCTBYET IIO-
BBIILICHNUIO TBOPYECKOW CaMOCTOATENBHOCTH CTYIEHTOB, IIOMOTaeT UM OT-
KpBIBaTh HOBBIE IYTH CAMOCOBEPLICHCTBOBAHUS M OOECIIEYMBAET YCIIOBUS
U1 (OPMUPOBAHUS HEOOXOAWMBIX CTpaTerdil COIMaIbHOTO U Mpodeccro-
HAJIBHOT'O ITOBEICHHUS.

KelicoBass MeToauka, BEKTOp pa3BEpThIBAHUS KOTOPOW 3aJaH KOH-
TEKCTHBIM, JJMYHOCTHO OPUEHTUPOBAHHBIM M COLMATIBHO Pa3BUBAIOIIMM U MEX-
KyJbTYPHBIM TIOIXOJaMH, HAaNpaBieH Ha COLHalIbHOE M NpodeccHOHAIbHOE
pa3BUTHE JUYHOCTH, €€ CIIOCOOHOCTH K CaMOOIPENENICHUI0, CaMOpeann3anuH,
CaMOCTOSITEIbHOMY NPHUHATHIO pelIeHUH, pedieKCHBHOMY aHAJIM3Y COOCTBEH-
HOU AesTenbHOCTH. Bee 3amaHusl, BKIIIOUEHHBIE B KEHC, COCTABIEHBI C YYETOM
TPYIOHOCTEH, KOTOPbIE MOTYT HCIIBITHIBATH OOY4aIOIINECs] BCIEACTBUE HEIOCTa-
TOYHOCTH NPO(ECCHOHANBHBIX yMEHHMH. J[aHHBIE 3aJaHUsl HOCAT HE TOJBKO
TPEHUPOBOYHBIN XapakTep, HO M MPaKTHKO-HHPOpMAaTUBHBIN. Tabmuisl, ipen-
CTaBJICHHBIE KeliCe, SBIIIOTCSI OCHOBOH 11 CAMOCTOSTENBHOTO OCYILECTBICHUS
OLICHKH OOYYaroLUIMMHCSI COOCTBEHHON NEATEIbHOCTH U IOCTPOEHUSI BEKTOpa
Oyaymield IesTebHOCTH. OKCIIEPUMEHTATIBHBIM IYTEM MOATBEPXKICHO, YTO
3HAYUTENBHBIN AUAAKTUYECKUH MOTEHIIMAl KOMMYHHKAaTHBHO-I103HABATEIbHBIX
KEMCOB 3aKII0Yaercsi B BO3MOXKHOCTU HX aJaNTalMy K pasiHyHbIM dTanam
npo¢ecCHOHATBHON MOATOTOBKU CTYJCHTOB B HES3BIKOBOM BY3€, UTO rapaHTH-
PYET BBICOKYIO PE3yJbTATUBHOCTH (DOPMUPOBAHMS WMHOSBIYHON mHpodeccro-
HaJIbHO-KOMMYHHMKAaTUBHOH KOMIIETEHLIUH.

Hcnonp3oBaHne KOMMYHUKAaTHBHO-TIO3HABATEIBHBIX KEHCOB AJIST pas-
BUTHUSI KOMMYHUKAaTUBHO-PEUEBBIX U MPOQECCHOHANBHBIX YMEHUIl B cdepe
TYPUCTUYECKOW TPOM3BOJACTBEHHON HEATENIBHOCTH OO0ECleunBaeT OMNTH-
MaJbHOE COYETAHUE IMENArOrMYecKOro YIPaBIECHUS M CaMOCTOSATEIBHOCTH
00y4aroLMXCcsl ¥ CO3JAET YCIOBHS IJISl IIOSTAIIHOTO IOBBILIEHUS MX CaMo-
CTOSITENIBHOM TBOPYECKOM akTHBHOCTH. Ilocnennee qocturaercs 3a cyer Ie-
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pexona OT penponyKTUBHO-OOBSCHUTENBHBIX K HPOLYKTUBHO-TPEHHPO-
BOYHBIM U Jajee K HE3aBHCHUMBIM HCCIIENOBAaTENbCKUM KeiicaM, KOTOphIe
SIBIISIIOTCS Pa3HOBUAHOCTSIMA KOMMYHUKAaTHBHO-II03HABATEIIbHBIX KEHCOB.
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Abstract. We consider the didactic opportunities of the case-method for the foreign profes-
sional and communicative competence formation of the students whose specialty is “Tour-
ism” in the field of “International and Business Tourism”. The authors make a review of re-
search dedicated to the case-method. They reveal the difficulties that may arise when this
method is applied for teaching 1-2-year students of non-linguistic specialties. A concrete ex-
ample of the communicative-cognitive case, developed by the authors, is given in the article
which is adapted to the early stage of professional training in higher educational institutions
and helping to unite the process of foreign language learning in the 1-2 year with the devel-
opment of the professional competence. Communicative-cognitive cases are dynamically
organized, professionally oriented, foreign educational texts that include a set of communica-
tive-cognitive tasks, chosen in accordance with a range of competences we form, and that
give the algorithms and different variants of solving the most typical job-related issues. Struc-
turally communicative-cognitive cases include: a plot, informative, methodical, summarizing,
reflexive and training parts. The authors describe the process of professionally oriented for-
eign language teaching directed at the formation of the foreign professionally communicative
competence of the 1-2-year students whose specialty is “Tourism” in the field of “Internation-
al and Business Tourism”. This process includes three modulus: preparatory, transitional and
concluding. All the above-mentioned modulus correspond to three types of communicative
cognitive cases that differ from each other according to the degree of students’ independent
artistic activity. The classification which demonstrates three levels of development of stu-
dents’ cognitive independence make the basis of the case level gradation. The authors offer
methodical recommendations for each stage of working on the case. A system of demands for
the creation of cases is developed.

Keywords: case-method; foreign professional and communicative competence; communica-
tive-cognitive cases; social and professional development of a person; students’ cognitive
independence.
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