NMpeancnoBue

[Ipennaraemoe ydeOHOe mocoOHWe MpeAHa3HAYEHO KaK HJisi CTYJEHTOB
YHUBEPCUTETOB, TaK W JJIA CHEIHMAIUCTOB B oOnactu Typusma. [locobue Ha-
MPaBJICHO HA Pa3BUTUE HABBIKOB YCTHOM peud M pacliupeHue npodeccuoHaib-
HOU JIEKCUKH.

[{ens mocoOust — MTOMOYB CTYJIEHTAM OBJIAJIETh CHEIUATBLHON JEKCUKOU 1
YMETh TOBOPUTH Ha MPo(heCCHOHATBHBIC TEMBI, CBS3aHHBIC C UX OyayIiel mpo-
deccueil.

[Tocobue cocrout u3 mectu vacret: 1) Looking after customers; 2) Run-

ning an event; 3) Translation practice; 4) Laughing all the way; 5) Country
profiles; 6) Tests.

ITepBas, BTOpas v mATasi YaCTU BKIIIOYAKOT AyTEHTHUYHbIE TEKCThI, TEMAaTH-
Ka KOTOPBIX OOBIYHO HE BKJIIOYAETCS B yUEOHBIC MOCOOUS: OpraHHU3aIlvs MEpo-
OpUATHH, O€30MaCHOCTh TYPUCTOB, Kau€CTBEHHOE OOCIYXMBAaHUE KIUEHTOB,
pacnpeneneHue 00sA3aHHOCTEW B KOMaHAE U T.1. TE€KCThl UMEIOT 3aKOHUYEHHOE
coJiepKaHue, JIETKO MOAJA0TCS MepecKazy U 00Cy)AeHUI0. TeKCThl COPOBOXK-
JAIOTCSl Pa3IMYHBIMM KOMMYHUKATUBHBIMU TPEHUPOBOYHBIMHU 3aJaHUSAMH —
IPEATEKCTOBBIMU, ITOCIETEKCTOBBIMH, CLIEHAPHUAMU, KEUC CTaau, IPOEKTHOM pa-
00TOM, TPYNIOBBIMU YNPAXKHEHUSIMU, KOTOPBIE CTUMYJIUPYIOT KOMMYHUKATHB-
HO-PEYEBYI0 KOMIIETEHIMIO CTYJEHTOB U TOTOBAT UX K OOCYXIEHHUIO Mpodec-
CHOHAJIBHBIX MPOOJIEM Ha aHTITUHCKOM si3bike. Kaxaplii TEKCT MMEeT HECKOJIBKO
YIOPa)KHEHUM, HAIpaBJIECHHBIX Ha 3aKperuieHHe NpodecCUOHANbHOU U 0OIIei
JEKCUKHA. B MpenTeKCTOBBIX 3aJaHusAX AAETCS MEPEBOJ, MOKa3aHa MHOIO3HAY-
HOCTh CJIOB, UX YNOTpeOJeHnEe B KOHTEKCTE, ITUMOJIOTUSI HEKOTOPBIX JIEKCUYe-
CKHMX €IUHUII, UX CBS3b C KyJbTYPOU CTPAHbI H3y4a€MOTO SI3bIKA HIIU C KYJIbTY-
poil o0ydaembIX, UX B3aMMOCBSI3b W B3aUMO3aBHUCHUMOCThb. Cpenu 3ajaHuil Ha
IIEPBUYHOE 3aKPEIUICHHE, A NI03KE HA IIOBTOPEHNE JIEKCUKH, NPEICTABIECH ITOUCK
CMHOHHMMOB U @aHTOHUMOB, TTOUCK 000OIIAIONTNX MOHATUH U HA00OPOT, BBIEIIE-
HUE€ WIA MOUCK OJHOKOPEHHBIX CJIOB, YNOTPEOJIEHUE UX B PA3IUYHBIX KOHTEK-
CTax, T.€. TAKWE 3aJaHus, KOTOPHIE 3aCTABISAIOT CTYJACHTOB 3ayMaThCsl, pa3BU-
BAIOT UX MBIILICHUE.

Tpernii 1 yeTBepThIN pa3Jeiibl HAIIPABJIEHbl HA Pa3BUTHUE IEPEBOIUYECKON
kommneTeHuu. [Tl pa3aen mpeamnosaraeT caMoCTOATENIbHYIO paboTy, MOUCK
uH(pOpMAaIK, 1 YMEHUE UCIIONIb30BATh €€ JJI CO3/IaHUs MPE3CHTALINM.

B 3akirounTenbHON LIECTOM YacTU CTYIEHTBl CMOTYT IPOTECTHUPOBATH
CBOM 3HaHUA B MPOGECcCUOHANTBHON 00J1aCTH.

VY4eOHbIN MaTepua pacCUUTaH Ha CTYJEHTOB, UMEIONINX YPOBEHb BiaJie-
Hus s3pikoM Bl wnmu B2. TlocoOue cocTaBieHO ¢ y4eToM IMCHXOJIOTHYECKUX



0COOCHHOCTEH ayauTOPUH, 3aMHTEPECOBAHHOW B CHCTEMAaTHYECKOM H3yUEHUHU
AHTJIIMICKOTO SI3bIKa U MPO(hecCHOHATEHO-OPUEHTHPOBAHHOM OOIIICHHUH.

JlanHoe yueOHOe nocoOue nmpeaHazHayeHo A 0aKalaBpOB U MarucTpaH-
TOB, @ TaK)Ke JUUIsl ITUPOKOTO KPyra 00y4aeMbIX.



Good news travels fast,
Bad news travels even faster!

PART 1
LOOKING AFTER CUSTOMERS

TEXT 1
BEFORE READING

ENHANCING YOUR VOCABULARY

Facility — cpenctBa o0ciyxuBaHus, yao0CTBa; yCIyru, 000pyI0BaHUE,
MPUCIIOCOOJICHUS, annaparypa; fo provide facility for — npenOCTaBIATh YCIyTH
1151, recreational facilities — MecTO OTIbIXa U pa3BiCYEHUM (CIIOPTILIONIAIKH,
TEHHUCHBIE KOPTHI U T.7.). There was but little need of postal facilities. — B mou-
TOBBIX yCJIyraxX MPakTUYECKH HE ObLIO MOTPEOHOCTH.

Customer — 3aKa3uvK, IOKYIaTelb; KJIUEHT.

Service — o0ciy:)kuBaHue, okazaHue yciyr, cepBuc; to do, perform, pro-
vide, render a service — npennarath yCiyru, 00CIIyKuBaTh; to introduce, offer
service — TipejJiaraTh YCnyru; to suspend a service — BPEMEHHO IpeKpaliarh
o0cny’)KUBaHUE; emergency service — HEOTIO0XKHasl TIOMOULb; customer service —
ciy>k0a pabOoThI C MOKYMATEIISIMHU.

Leisure — nocyr, cBoboiHOE Bpemsi; at leisure — Ha 10cyre; HE CIela; {0
be at leisure — ObITH CBOOOHBIM, HE3AHATHIM; do it at your leisure — cnenaiire
3TO, KOTJ1a BaM OyeT ya00Ho; leisure time — cBo601HOE Bpemsl; leisure centre —
LEHTp JI0CYTa.

Venue — mecto coBepiieHus 1EMCTBUSL.

Hospitality — rocTennpuuMHOCTb, TOCTETIPUUMCTBO, PayIIne, XJIe00COb-
CTBO; to extend, offer, show hospitality — oka3pIBaTh TOCTEIIPUUMCTBO; 0 abuse
smb’ hospitality — 310ynoTpeOIsTh YbUM-J1. TOCTEIPUUMCTBOM; warm hospital-
ity — TEIUIBII/palyIIHbIN TPUEM.

Skill — uckyccTBO, MacTepCTBO, YMEHHE; JIOBKOCTh, CHOPOBKa; skill at/in
using a computer — HaBbIK pabOThI C KOMIIBIOTEPOM; f0 hone a skill — oTTauu-
BAaThb YMEHUE, MACTEPCTBO; 0 demonstrate, display, show skill — nposiBUTh yme-
Hue; to market one’s skills — npogaBatb CBOE YMEHUE; consummate, great skill
— 3aKOHUYE€HHOE MacTepcTBO; diplomatic skills — numioMaTUYECKHWE KayecT-
Ba/cniocoOHOCTH; professional skills — npodeccuonanusm; technical skills —
TexHuka; marketable skills — HyxHoe, IpuHOCsIEe NPUOBLIL YMEHUE; special
skills — norionHUTELHBIE HABBIKYU; fo acquire skill, master a skill — npuoOpe-
TaTh YMEHHE, TIPUOOPETATh HABBIK; o reinforce the skills — 3axpenysiTh HABBIK.
She had the skill to cope with a difficult job. — Ona Mormna cripaBUTbCS CO CIOXK-
HOU pabOTOH.



Attitude — no3unus; otHouenue; (about; of; to, towards — k uemy-1.); fo
assume (strike, take) an attitude — 3aHITH ONPENCICHHYIO MO3ULUIO O OTHO-
HIEHUIO K 4yemy-I1.; belligerent (defiant, surly) attitude — BOUHCTBEHHOE OTHO-
HIEHHE K KOMY-Jl., arpECCMBHOE OTHOLIEHUE K KOMY-IL.; casual attitude — ne-
OpexxHoe oTHolieHue; cavalier (condescending, patronizing) attitude — noxpo-
BUTEJILCTBEHHOE OTHOIIEHUE (K KOMY-J.), CHUCXOJUTEIbHOE OTHOIIEHHE (K KO-
My-J11.); irreverent attitude — HenoutuTeabHOE OoTHOIICHUE; liberal attitude — nu-
OepalibHas TMO3UIMUS;, negative attitude — oTpuliaTeNIbHAS MMO3UIIKAS IO OTHOIIIC-
HUIO K YeMy-J1.; positive attitude — 1010)XKUTEIbHOE OTHOUIEHUE K YEMY-IL.; rev-
erent attitude — 6raroroBerinoe oTHoleHUE; scornful attitude — npe3puTenbLHOE
oTHolleHue; friendly attitude towards smb. — npy>xxeckoe OTHOLIEHUE K KOMY-J1.;
attitude of mind — cxnan yma.

Care — 3a00T1a; yxon; to entrust smb. to smb.’s care, to put smb. in smb.’s
care — JOBEpPUTh KOIo-JI. UbMM-JI. 3a0oTam; to provide care for smb. —
obecrnieunBaTh yXOJl 3a KeM-I.; to take care of smb. — cMOTpeTh 3a KeM-I.,
3a00TUTHCS 0 KOM-11.; child care, infant care — 3a060Ta 0 NETAX; X0/ 3a JE€THMH;
care of motherhood and childhood — oxpana MaTepuHCTBa U JIETCTBA; day care
for children — exenneBHas 3abota o AeTaX; (tender) loving care — HexHas
3aboTta; special care — ocoObI yXOI.

THE IMPORTANCE OF CUSTOMER CARE

Leisure and tourism facilities need customers in order to survive.

Customers want to be happy and satisfied with the service - they do not
want an unpleasant experience. They also want to be liked and cared for.

Satisfied customers tend to return to the business. Dissatisfied customers
will take their custom elsewhere. With a wide choice of leisure facilities today in
most towns and cities, customers can take their business to the next pool, park,
sports centre or cinema.

Satisfied customers are likely to tell their friends and encourage them to
use the venue. Word of mouth is the best form of advertising - and the cheapest!

Dissatisfied customers will not return and they will again tell their friends
of bad experiences so that they will also influence potential new customers.

Good customer relations, particularly in the service or hospitality industry,
can turn first-time ‘buyers’ into regular customers. Skills and attitudes in good
customer relations or customer care are vital for the business to succeed.

Customer care does not simply mean being pleasant with customers. It
also means working towards the goals of the organization as well as meeting the
needs of the customer and making it easy for the customer to return and bring a
friend.

In leisure and tourism, as in other service industries, (those industries that
serve the public) competition is increasing and customers are setting high stan-



dards. Good customer service is now more important to business success than
ever.

Good customer care policies mean making the customer feel important
and showing them that their custom is valued and that we really do want their
business.

DEVELOPING YOUR COMMUNICATIVE SKILLS

If we want to give a good service to customers,
we need to find out what their needs, wants and wishes
are.

How would you go about this?

What areas do you think are important to in-
clude in a customer care policy?

FOCUSING ON VOCABULARY

1. Match the words and their definitions.

1. Leisure a. an ability to do something well, especially because
you have learned and practised it

2. Attitude b. the official system for providing something, espe-
cially something that everyone in a country needs to have,
or the official organization that provides it

3. Skill C. time when you are not working or studying and can
relax and do things you enjoy

4. Hospitality d. friendly behaviour towards visitors

5. Facility e. a special part of a piece of equipment or a system
which makes it possible to do something

6. Service f. someone who buys goods or services from a shop,
company etc

7. Care g. the process of looking after someone, especially be-
cause they are ill, old, or very young

8. Customer h. the opinions and feelings that you usually have about
something

9. Venue 1. a place where an organized meeting, concert etc takes
place




2. Find the synonyms to the following words.

Facility Customer Service Leisure

Venue Hospitality Skill Attitude Care

Ability, amenity, approach, benefit, buyer, client, concern, consumer, dis-
cretion, establishment, expertise, favour, feature, free time, friendliness, gift,
help, holiday, locality, location, mind-set, place, position, provision, purchaser,
reception, safe keeping, site, spare time, talent, vacation, view, waiting, wel-
come, Worry.

2. Find the words opposite in meaning (antonyms or near antonyms).

Leisure Customer Hospitality Skill Care

Carelessness, work, labour, tradesman, inattentiveness, owner, negligence,
exertion, incompetence, inability, incapacity, seller, heedlessness, ignorance,
shopkeeper, unfriendliness, toil.

3. Fill the gaps with the words in the box (use the words more
than once).

| Attitude, care, leisure, skill, venue, facility, customer \

1. You need to change your bad ..... . 2. With proper ....., the machine
should last a decade or more. 3. We need to provide poor people with better den-
tal ..... . 4. Upon retiring, the elderly couple looked forward to a life of well-
deserved ..... . 5. There’s been a change in his ..... since his accident. 6. The
work is difficult and requires a lot of ..... . 7. The ..... of the trial has been
changed. 8. The nightclub provided an intimate ..... for her performance. 9. The



historic library is a perfect ..... for the series of poetry readings. 10. The ..... are
at the end of the corridor. 11. He has a positive ..... about the changes. 12. The
children have inadequate medical ..... and little formal education. 13. She’s a
pretty cool ..... . 14. She wrote a book about car ..... . 15. She is one of our best
..... . 16. Poker 1s a game of luck and ..... . 17. I don’t know what her problem
1s. She has areal ..... . 18. I don’t have much time for ..... . 19. He has excellent
social ..... . 20. Cooking is a useful ..... .

TEXT 2

BEFORE READING

DEVELOPING YOUR COMMUNICATIVE SKILLS

Have you ever been asked for your comments on
facilities and services?

Did you complete the form? If not, why not?

How would staff such as receptionists, doormen,
catering staff, bar staff, and duty managers help in the
observation and listening sections?

ENHANCING YOUR VOCABULARY

Receptive — 4yBCTBUTENBHBIN, YYBCTBYIOIIHMN.

Clue — xm104, HUTh; XOJI MBICJICH.

Encouragement — o0OoapeHue; noouipeHue; to give, offer, provide en-
couragement — o100psITh; to find encouragement in — HaXOAUTh/BCTPEYATD
ybe-Jl. 0I00pEHNE; warm encouragement — cepJiedHas OIJIEPIKKa.

Relaxation — BoccTaHOBIIEHUE CUJT; OTBIX

Health — 3n10poBse; to be in bad, poor health — vmveth cnaboe 3710pOBbE;
to enjoy good health — ObiTh B 10OpOM 31paBuu; to promote (good) health —
CIOCOOCTBOBATH YIIYUIICHUIO 3I0POBbS; L0 recover, regain one’s health — Boc-
CTaHaBJIUBAaTh 370POBLE; to ruin, undermine smb.’s health — nionpwIBaTh Ube-
1. 310poBbe; bad, broken, failing, feeble, fragile, frail, ill, poor health —
XpYIKO€ 3/I0pOBbE, OCIIa0JICHHbIN opraHusM; good, robust health — xpernkoe
3nopoBwe; holistic, mental health — nywmeBHoe 3110poBwe; physical health —
(u3HYECKOe 310POBbE.

Hairdressers — napukmaxep

Bar — 3aBeneHue WM MECTO JIJIsSi XpaHEHHUS HAIUTKOB, Oyder, 3aKkycou-
Hasi; HEOOJNIBILION pecTopaH; fo manage, operate a bar — ynpaBiars 0apow,
BECTU JieJia HEOOJIBILIOIO peCTOpaHa; fo run a bar — OTKPBITh 3aKyCOUYHYIO, OT-
KPBITh HEOOJIBIIION pecTopaH; to stop at a bar (on the way home) — 3aiiTu 1o



nopore B Oydert; to drink at the bar — nonuth B 6ape; to drop into a bar — 3a-
CKOUUTH B 0ap; cash bar — Gap/pectopaH, rjie IpUHUMAETCS IJIaTa TOJIHKO Ha-
TU4YHBIMU; cocktail bar — xokTeinb-0ap; coffee bar — xaderepuit Staff —
HITAT CIIyKalllMX; CIy>KEOHBIN MEpPCOHAN; JUYHBIA COCTaB; KaJpbl; LITATHI; £0
join a staff — BIUTHCA B KOJUICKTUB, HadaTh pabortarth, skeleton staff — (He-
MHOTHE) OCHOBHBIC COTPYAHUKU;, administrative staff — aaMUHUCTPATUBHBIM
niepconan; office staff — cnyxamue oduca; special staff — TexXHUUESCKUN TIep-
COHAJI, BBITIOJIHAIOIINM CTICIIMAIbHBIE 3a]JaHuUs.

Swap — MeHATb, OOMEHMBaTh, OOMEHUBATHCS (UeM-1. - for; ¢ KeMm-i. -
with).

OBSERVE. LISTEN. ASK. MONITOR

Receptionists, doormen, catering staff, bar staff, and duty managers can
watch, listen and be receptive to clues given by customers, such as signs of hap-
piness or signs of displeasure.

Some customers will talk a lot, but most need encouragement. Tradition-
ally, places of relaxation such as saunas, health clinics, hairdressers and bars —
where listening is part of the service — can be useful sources of information.

Some staff are happier than others at talking to people and putting them at
their ease.

Many companies are afraid to ask their customers what they want, al-
though this is gradually changing. Generally, people are very happy to tell you!

The people mentioned above can watch, listen and be receptive to clues
given by customers, such as signs of happiness or signs of displeasure.

Some customers will talk a lot, but most need encouragement. Tradition-
ally, places of relaxation such as saunas, health clinics, hairdressers and bars -
where listening is part of the service - can be useful sources of information.

Some staff are happier than others at talking to people and putting them at
their ease.

Many companies are afraid to ask their customers what they want, al-
though this is gradually changing. Generally, people are very happy to tell you!

There are many less formal ways of obtaining information, such as:

. Casual conversation
. Suggestion boxes
= Surveys
. face to face
= short questionnaires

Feedback to duty manager by forms, complaints and thank-yous.

DEVELOPING YOUR COMMUNICATIVE SKILLS
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With a partner, discuss your expectations of the
following - then swap round: a bank, a fitness centre,
a cinema, a disco, a restaurant.

FOCUSING ON VOCABULARY

1. Match the words and their definitions

1. Staff a. willing to consider new ideas or listen to someone
else’s opinions

2. Bar b. an object or piece of information that helps someone
solve a crime or mystery

3. Swap c. when you encourage someone or something, or the
things that encourage them

4. Relaxation d. a way of resting and enjoying yourself

5. Health

e. the general condition of your body and how healthy
you are

6. Encouragement | f. a person who cuts, washes, and arranges people’s
hair in particular styles

7. Hairdressers g. a place where alcoholic drinks are served

8. Receptive h. the people who work for an organization

9. Clue 1. to give something to someone and get something in
return

2. Find the synonyms to the following words.

Receptive

Health

Clue Encouragement Relaxation

Hairdressers Bar Staff Swap

Amenable, barber, barter, cocktail lounge, discotheque, employees, en-
joyment, entertainment, exchange, fitness, friendly, hairstylist, hint, indication,
interchange, interested, leisure, nightclub, organization, personnel, persuasion,
physical condition, pub, recreation, sign, substitute, support, switch, vigor, well-

being, workforce.
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2. Find the words opposite in meaning (antonyms or near antonyms).

Relaxation Health Clue Swap Encouragement

Activity, denunciation, derision, deterrent, discouragement, disease, hide,
illness, infirmity, irritation, keep, keeping secret, maintain, sickness, torture,
work.

3. Fill the gaps with the words in the box (use the words more
than once).

| Staff, encouragement, relaxation, clue, health, swap ‘

1. Accommodation, work permit, and visas, will be assisted by adminis-
trative ..... . 2. Act as a critical friend toward the school offering ....., construc-
tive criticism and the benefit of appropriate professional skills and experience. 3.
And we deserve ....., just as non-disabled athletes do. 4. Any alternative therapy
which induces ..... may then improve the symptoms. 5. But things must move
on of course, and i’m certain that the changes will be well handled by the teach-
ing ..... . 6. Children will be surprised at how quickly it is possible to work out
the word from the smallest visual ..... . 7. For example very young children
might like picture ....., whereas older children may like riddles. 8. For example,
progressive muscular ..... has been shown to help promote sleep. 9. For too
long, many jewels of art in mental ..... have been denied public showing. 10.
Friendly ..... will welcome guests to this modern 3 star hotel. 11. He didn’t need
much ..... to do silly things. 12. His mother’s ..... was instrumental in his inter-
est in the countryside, especially its traditions, folklore and antiquities. 13. If
you require any help with searching, the library ..... will be happy to help. 14. In
a historic agreement france and cameroon have signed the first ever debt-for-
nature ..... . 15. In addition, we also employ support ..... in a wide variety of
roles. 16. In short, the study did not adequately address the electric field’s possi-
ble contribution to ill ..... . 17. Introduction the evidence for humans in the
northern isles of scotland during the mesolithic has thus far been confined to a
few tantalizing ..... . 18. It’s a fairly straight ..... - a spanish central midfielder
for an italian one. 19. Just remember, make sure the content is not too stimulat-
ing or interesting - the goal is to promote ..... . 20. Muscle ..... is fairly good,
probably due to the relaxing properties of ether. 21. NHS ..... can search for the
full article in the cochrane library, licensed to the national electronic library for
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health. 22. Often academic success received little ..... from parents or peers. 23.
Salaries for senior ..... can be up to £ 25,000. 24. Smoking policy it is the policy
of the trust to promote ..... . 25. Thanks to everyone who worked on it, made tea
or shouted ..... . 26. The agency would report to the secretary of state for ..... as
the agency’s primary objective is to protect public ..... . 27. The aim of the strat-
egy was to reduce the air pollutant impact on human ..... by reducing airborne
concentrations. 28. The nursing ..... who have received training in fire drill will
give directions which you should follow. 29. The profile is designed specifically
for academic ..... engaged with students on engineering courses. 30. The profile
1s designed specifically for academic ..... engaged with students on engineering
courses. 31. The therapist places the client in a state of deep ..... . 32. The title
gives a ..... to what you have to do. 33. There may be opportunities for experi-
enced ..... to work overseas on a temporary or permanent basis. 34. This leads
us on to another common form of cryptic ....., in which a word is hidden in the
letters of a phrase. 35. This supports broader government measures designed to
improve sexual ..... . 36. Use dreamer’s journey for expanding awareness
through musical imagery; for deeper, more profound .....; or simply for musical
enjoyment. 37. We conclude with methods of reducing the cost of inflation .....
through conditional indexation on the coverage ratio of a fund. 38. Working
conditions must allow for flexibility and career advancement to retain highly
motivated ..... and reduce ..... turnover and absence rates.

TEXT 3

BEFORE READING

DEVELOPING YOUR COMMUNICATIVE SKILLS

What sort of things would you expect from a lei-
sure facility? Think of one in your area to help you.

ENHANCING YOUR VOCABULARY

Value — ouenuBaTh, IpOU3BOAUTH OLIEHKY, YCTAHABIMBATh LIEHY, BhICKA-
3aTh MHEHHE, JaTh XapaKTEPUCTUKY, JTOPOKUTh, [IEHUTh, ObITh BHICOKOTO MHE-
HUS, OTJaBaTh N0JKHOE; 0 value highly, to value very much — BbICOKO IEHUTD
KOI'0-J1./4T0-J1;. t0 value smb. as a friend — cuutath KOro-j. Ipyrom.

Flexible — rnOxuii; THYIIUNICS; MITKUHN, 3J1aCTUYHBIN, TOAATIMBBIH, JIETKO
npucnocadIMBaeMblil

Diverse — OTIUYHBIA OT Yero-il., pa3JIMYHbIA; MHOrOOOpa3HbIM, pa3iiny-
HBIH, pa3HOOOpa3HBII.

Approach — nonxon (k pemieHuo MpoOIeMbl, 3a/1auu U T. I1.); fo take a
Jjudicious approach to a problem — nonoiitu k npoo6iemMe ¢ PUANICCKON TOY-
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KU 3penust; forthright approach — npsimon noaxon; holistic approach — rno-
OaJIbHBIN TIOAXO; pragmatic approach, rational approach — nparMaTU4HBIN,
nparMatudeckui noaxon; scholarly approach, scientific approach — nay4nbiit
M0JIXO0JI, HAYYHBIH METO/I.

Guidelines — HOpMaTUBBI;, PYKOBOSIINE MPUHLMIIBI; PYKOBOJSIIIUE J0-
KYMEHTBI.

Seek — vckaThb, pa3bICKUBATh; pa3y3HaBaTh.

Human relations skills — B3auMOOTHOILICHHS] MEXIY WICHAMHU KOJUIEKTHU-
Ba.

Responsibility — o0s13aHHOCTD; 00513aTeILCTBO; clear responsibility — sic-
Hasi OTBETCTBEHHOCTh (UETKO OUYEPUYEHHBIN KPyT 00A3aHHOCTEMH, 32 KOTOPHIE KTO-
J. HECET OTBETCTBEHHOCTh); OTBETCTBEHHOE OTHOIICHHUE; IUCLMUILUIMHUPOBAaH-
HOCTb; HaJAEKHOCTb.

Satisfaction — y10BI€TBOPEHHUE; yIOBICTBOPEHHOCTh (4eM-JI. - at, with);
YAOBOJILCTBUE; to afford, give satisfaction to — ynoBiIeTBOPATH (KOro-i.); to
express satisfaction — BbIpaXxaTb, BEICKa3bIBaTh, BEIKA3bIBAThH YOBIECTBOPEHUE;
to feel satisfaction — 4yBCTBOBaTb YJIOBJIIETBOPEHUE, YJIOBOJILCTBUE; to find,
take satisfaction in — HaxXoIUTh yJOBIETBOpeHUE B; deep, profound satisfac-
tion — 1I1y0OKO€ YIOBJIETBOPEHUE.

Disadvantage — Hey100CTBO, HEBBITOHOE TTOJIOKCHHE, HEOIArONPUATHOE
ycnoBue (for, to), Oapsep, momexa, nperpaja, NpensiTCTBUE, 3aTpyIHEHUE; a de-
cided disadvantage — siBHOe TIpensiTCTBUE/3aTPyTHEHUE.

Consideration — pa3MbIlIIICHUE, PACCYXKICHUE, aHATN3, pa300p, pacCMOT-
peHue; B3I, MHEHUE, CYXKICHUE.

Complaint — xxano6a, HeJOBOJIBCTBO, HEYIOBJIETBOPEHHOCTb.

Opportunity — OnaronpusiTHBIA clydal, CTEYEHHE OOCTOSTENbCTB, BO3-
MOXHOCTb; to take/grab/seize an opportunity — yxBaTUTHCS 3a BO3MOKHOCTb,
BOCIIOJIb30BAaThCS CTEUCHHEM OOCTOATENBLCTB; the opportunity of seeing you —
BO3MOXHOCTb YBUJICTh Bac; at the earliest/first opportunity — npu IEPBOM Ke
ynoOHOM ciyuae; to afford, give, offer an opportunity — npenoCcTaBUTh BO3-
MO>KHOCTb.

Apologize — v3BUHATHCA, IPOCUTH NpolieHus (for - B uem-i.; to - nepen
KEeM-JI.) ; PUHOCHUTHh OQHUIIMAIIbHBIC W3BHHEHUS, fo apologize politely (grace-
fully, humbly, etc.) — w3BUHATHCS BEXIUBO (MH00E3HO, POOKO W T. 1.); 0
apologize to the teacher for one’s behaviour — M3BUHUTHLCS TEpe]1 MPEIO/IaBa-
TEJIeM 3a CBOE MoBejicHuE; fo apologize to the hostess for coming late — n3Bu-
HATHCS NEPE XO35IMKOU 3a ONO3JaHNe

Sympathize — cO4yBCTBOBaTh, BhIpaXkaTh couyBcTBHUE (With); Gmarosxena-
TEJIbHO OTHOCUThCS; cumnatusuponath ( with).

Prevent —tipenoTBpailaTh, NpEayNpeXKIaTh; t0 prevent the spread of
disease — nipeAynpeIUTh paclpocTpaHeHue O0JIE3HHU; to prevent crime — Tipe-
OynpexaaTh IPeCTYIHOCTh; MEIIaTh, HE JOMycKaTh; odeperarh ( from - oT); ne-
PEroHATbH, ONIEPEKATh; MPEBOCXOIUTb.
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Appearance — BHEUIHUN BUJ, HAPYXKHOCTb; disheveled appearance - ne-
pALLTUBBINA BUA; immaculate, neat appearance — 6e3yKOpU3HEHHbBIN, MMOJTIHY-
TBIM BHEIIHUUN BUJ.

Treat — GpamaTbcs, OOXOAUTHCS, BECTHU CeOsl 110 OTHOIIECHUIO K KOMY-JI.
KaK-JI.; OTHOCUTKCS.

Dependent on — 3aBUCUMBIi, MOJIBJIACTHBIN, MOJAHEBOJbHBIN, MMOJYNHECH-
HBII; TTOJTYYaOIINi TOMOIIlb, MATEPUATBHO 3aBUCALIUN (OT KOTO-I1.).

TEXT 4

CUSTOMER EXPECTATIONS AND SATISFACTION

Does your list include any of the following?

. No queuing

. Car parking space

. Telephone bookings of tickets and courts
. Credit card transactions

. Pleasant atmosphere

. Trouble-free environment

. Top-class instruction

. A warm, friendly atmosphere

. Competitive prices and value for money
. Fast attention to requirements

. Cleanliness in all areas, including toilets
. Politeness and pleasantness from staff

n Good security measures.

DEVELOPING YOUR COMMUNICATIVE SKILLS

Have you ever made a telephone booking? What
happens?

What do your feel like when you:

. Stand in a queue

= Are kept waiting

= Receive no smile or recognition

= Receive no apology

= Are ignored by staff who are more
interested in talking to each other

= Are made to look small.

TEXT S
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BEFORE READING

DEVELOPING YOUR COMMUNICATIVE SKILLS

What should you expect from an after-sales ser-
vice?

Find some sort of membership scenario in a lei-
sure and tourism facility, e.g. sports centre, theatre or
cinema.

What sort of follow-up or after-sales service do
they operate? For example, do they send out informa-
tion on promotions?

Staff have to put themselves into the customer’s shoes. The impression
you have been given is unpleasant.

Recognizing this, then, should encourage us to treat our customers in the
way that we would like to be treated.

We need to remember that we are dependent on customers, not they who
are dependent on us.

How should you react to customers? Make a list of the things you should

do.
. Look at the customer - eye contact establishes warmth
and trust.
= Call the customer by name if possible.
. Smile, say ‘hello’ and sound friendly.
. Give the customer your full attention.
. Be polite - customers will probably be polite in return.

. Offer to help - this can allow us to find out the problem
quickly and sort it out quickly.

As the name implies, this part of service takes place after the customer has
made a purchase. Generally, even where membership systems and registrations
provide lists of known interested people, there is very little follow-up or promo-
tional work carried out.

Once we have identified our customers, we should communicate with
them regularly to show them they are valued and that they have not been forgot-
ten.

Above all, we should try to provide a flexible customer care policy.

Traditionally there may have been situations where the customer had to
take it or leave it. Leisure and tourism is now more diverse -meaning that staff
have to be more flexible as greater choice is given.

Obviously this shows that a flexible approach is the best one. However,
staff do still need to follow the basic guidelines of the company and seek help if
there is a problem
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