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BeBepeHue

Kypc OCHOBHbIX nonoxeHun no obweHnio B npouecce obcnyxmBaHua ©Oyger
KOHLeHTpuUpoBaTbCs Ha Bawwem exeaHeBHOM obLieHun ¢ knueHTamu. Kypc oxBaTtbiBaeT:

e  OCHOBHbl€ HaBblkM OOLLEHUS
e paboTy C NPeTEH3NAMU KIIMEHTOB

e ypoBreTBopeHue TpeboBaHWIA KNMMEHTOB C Lienbio obecneyeHnst NoNoXUTENbHOro
pesynbTaTta npu nbbix 06CTOSTENLCTBAX.

[ns noaroTtoBKM K STOMY Kypcy BbINOMHWTE, MOXanyncra, cregylowuve AOencTeus.
3anncaHHas ctoga nHdopmauunsa 6yaet ncnonb3oBaHa B TeUYEHNE 2 OHEN.

1. MNepeuncnute TMNUYHbIE BUAbI OGLIEHUSA, KOrAa MOFYT NPOU3OMTU He[OpPa3yMeHUs C
KITMEHTOM.

Tenepb 3anuwunte, 4YTO0 Bbl MoOrmM Obl npeanpuHATbL, 4YTOObI M3bexaTb
Heaopa3yMEeHUM C KITMEeHTOM.

E NS OOV
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2. 3anuwunTe TUNUYHbIE NPETEH3UN U Hanbonee BepOATHbIN pe3ynbTaT B cnyyae
HenpaBUNbLHOWN PaboTbl C HUMMW.

YTo Morno 6b1 NPOU30NUTK, ecriv 6bi C HUMK

TunuyHble NpeTeH3un
HenpaBuUNbHO paboTanu

3. Mepeuncnure 6naHkn, koTopble Bbl ucnonb3yeTe eXXegHeBHO, U NPUHECUTE C
Cc060M1 Ha KypCbl UX KONUW.

Bnarogapum Bac 3a BbinonHeHune aTtoro NpeasapsaioLero Kypcbl nakeTa 3agaHuin.
He 3abyabTe, noxanyncra, B3ATb €ro ¢ cobon B AeHb Havyana Bawero kypca!

= OO N
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1. BeBegenuve n uenm

2. OcHOBHbIe HaBblkK 0bLLEHUS

3. PaboTta ¢ npeTeH3namm

4. MonoxuterneHble pe3ynbTaThl

5. MpakTnyeckne HaBbIKK

6. lMpoBepka ycBOEHMs MaTepmana
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BBegeHue n uenun Q@
1. BBepeHue um uenu
1.1 [o6po noxanoBatb!
1.2 KoHcnekTbl, MnaH meponpuatnn u OueHkn Kypca
1.3 CTpacTb K BOXAEHUIO
lMocpeacTBOM MNEPBOKMIACCHOTO OOCMAY)XUBaHMA KIMEHTOB Mbl CTaBUM CBOEW LENblo
onpaegaTb hopmynmnpoBku «CTpacTn K BOXOEHUION:
e byayuu BoguTtenem aBTomobuna Mazda, Bbl moxeTe 4yBCTBOBaTb HEMHOIO
CMOPTUBHOCTM B Kaxkaon mawwmHe Mazda — Zoom-Zoom!
e Mhl, B CepBuce Mazda, kak pas cnocobcTeyem ToMy, YTOObI 3TO 0cob0oe YyBCTBO
NPOAOMKanock Ha NPOTsKeHUW Bcero Bawwero onbita obnagaHns Takmv
aBTomobunem.
e Mbl pasgensiem Bawy ctpacTtb kK aBTOMOOMASIM, U Mbl NpefaHHo 3aboTmumcs o Bac n
Bawem aBTomMo0uMne Mazda. 9710 nposiBnsieTcsl B TOM, Kak Mbl K Bam oTHocumcs, B
TOM, KaK Mbl yxaxvBaem 3a Bawwumm aBTomobunem n B ToM, kakoe obecneymsaem
KayecTBo.
e OGecneyeHue TOro, YTOOLI Kaxkaasi noesaka octaBnsAna Ha Bawem nuue ynbiGKy — BOT
Lenb Halen paboThbl.
1.4 3apaua n cepa paccMoTpeHUs Kypca

B gaHHOM Kypce paccmaTpuBaloTCs OCHOBHbIE HaBbIKM, KOTOPblE HYXHbl Npu paboTe C
KnueHTamu, 4ToObl rapaHTMpOBaTb, YTO OHU YNAYT C MOMOXMTENbHLIM BreYaTtneHmem oT
dmpmbl Mazda.

Kypc obpaliaetcst kK Bonpocam 0 TOM, Kak paboTaTb C NPETEH3NSAMUN KIMEHTOB M 4YTO Bam
crnepyet genaTb Npu UX paccMmoTpeHun. Kypc Takke paccMmaTpuBaeT pasnuyHble cnocobbl,
KakKMMN MOXHO 00ecneynTb, 4ToObl KIMEHT (M koMnaumss Mazda), B KOHEYHOM CYETE,
NPULLIK K NONOXUTENbHOMY pe3ynbTaTy BU3MTa.

K KOHLYY BTOPOro AHA BCE 3HaHUA, NosflydeHHble B Xo4e Kypca, pe3toMUpPYHTCA U naétcs
BpeMda NpUMMEHNTb Ha NPaKTUKe HOBbIE HAaBbIKW Ipynrbl B cbopme poneBoM nrpbl.

EOONA=Z O

Curriculum Training 3



&

1.5

1.6

BBegeHue v uenu

Llenu kypca

K koHuy 0ByyeHuns Bbl usyuure:

OCHOBHbI€ HaBblk/ 0BLLEHUSI, HeOOX0aMMble NS BbiNoNHeHUst Bawel paboThbl
YTO NPUBOAMWT K HE4OPa3yMEHUSIM M Kak NOCTynaTb B Criyvyae HefopasyMeHMi
aneMeHTbI Upkna obLieHus

BbIACHEHNE MPUYNHbI NPETEH3UN KIMNEeHTa n S@d)eKTMBHOG 06pau_|,eHV|e C NpeTeH3naAMn
KITMeHToB

obpalLeHne ¢ pasrHeBaHHbIMK KNMeHTamu

BeOEeHVe NeperoBopoB C KMMEHTOM C LieNblo HaumnydLero ans Hero u ans Bac
pelleHns

YMECTHbIE€ CUCTEMDI A514 3alnTbl BaC U KINMEHTa

pasbirpbiBaHne pone|7| npu O6LL|,eHI/IVI, KOTOpOE MMEET MECTO Ha pa3HbIX 3Tanax
KOHTaKTa C KIMEHTOM.

OdmumansHoe npeacTaBneHue rpynnbl

BC1 - OPULIMATIbBHOE NMPEACTABJIEHME

Nwms:

[omkHoOCTb:

Bpemsi paboTbi:

OxunpaHua ot Kypca:
1.

N LN
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2. HOBHbIe HaBbIKM oOWeHuna

K KOHLY 3TOro 3aHATUA Bhbl:
° n3yynte atanbl npouecca OGCJ‘Iy)KI/IBaHMFI KNMeHTa, rae BaXxkHo obLueHne

° N3y4nTe OCHOBHbIE HaBbIKA O6LU,GHVIFI, HeO6XO,EI,I/IMbIe Ans BbiNONHEHNA Bawen pa60TbI

paccMoTpuTe, 4YTO Bbi3biIBAET HEAOPA3YMEHUA N KaKk C HUMW NMOCTyNaTb

n3y4ynTte anemMeHTbl UuKna obweHus

21 Mpouecc o6cnyXMBaHUA KNUeHTa

wé'l?

4. Cnyx6a nnaHMpoBaHusi CPOKOB

) o
"\r\r-'@'e

\

3. AKTUBHBIV KOHTaKT C

KITMEHTOM
12. ndpopmunp. knneHTta
1 BO3BpaT aBTOMaLLVHbI \’-vm
5. JlnyHbI Nprém
5 ~¥ 2. Mpeacrasnexne
- obcnyxuB. nepcoHana
11. BbIcTaBn. cyeToB 7;__)
l oS
1. loctaBka aBTOMOGUNSA 6. 3anonHeHue 3aka3a Ha PEMOHT

! € UKC. LieHowm

9. MNpensaput. 3akas
netanen 8. Cnyxba knneHToB
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2.2 DocTmxeHne coBepieHcTBa - CSI

Hawen uenbio dBnseTca LOOCTMKEHME COBEPLUEHCTBA Ha KaXaom 3Tane npouecca
00CnyXnBaHUs KIMeHTa.

O6blvHO ougeHka CSI (MHoekc yooBneTBOPEHUS KMEHTa) cknagblBaeTCca U3 CriegaytoLmnx
3NEeMEHTOB:

e  OpraHusauus 0enoBon BCTpeyun

e BnevaTtneHve oT TeEXHUYECKUX CPEACTB
e BnevaTtneHue oT nepcoHana

e BpemeHHble acnekTbl

e KauectBO paboThl

e [lepegaya aBTOMOOMNS

° CoOTHOLLEHME LIEHbI U KadecTBa

Kpome Toro, CSI npoBepdeT, MMerno nn MecTo cnegytollee:

e [lpenonoxeHne cHadana ocMOTpeTb aBTOMOOWUIb

e CoobLlleHne o roToBHOCTN aBTOMOOUNSA

e KoHTakT nepep BbINOfIHEHNEM HOOOM JONONHUTENBHON PaboThI

e [lepegaya c MCNONb30BAaHMEM CEPBUCHON/PEMOHTHOM KapThbl

o [lpegnoxeHue 3annaHnpoBaTh criegytollee TeEXHNYeckoe obcnyxmnsaHme

e  KOHTPOmbHbIA 3BOHOK AN MPOBEPKN YAOBNETBOPEHHOCTH paboTom

6 Curriculum Training
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2.3  [Opyxeno6Hoe 1 npodeccuoHanbHoe obuieHus

Ha kaxxgom aTane obCnyxumBaHUS KIMEHTa >XU3HEHHO BaXKHO pasroBapuBaTb C KIMEHTOM
APYXentoBGHO 1 NpodeccroHanbHoO, YToObl BCe KIMMEHTbl MOKMHYMM NPEeACTaBUTENbCTBO C
NONOXWTENbHBLIM Brie4YaTNieHneM OT NOSy4EeHHOro 0BCNyXMBaHWS.

MpodeccroHanbHoe obLeHNE C Konneramm u NocTaBMKamMmn Takke BeCbMa BaXHO. 3JTO
rapaHTUpyeT XOpOLUYld COBMECTHy0 paboTy Kaxgoro B Lensx npeaocTaBneHus
BbICOKOKQYeCTBEHHOIO 0GCNYXNBAHUS KITNEHTY.

Ypenute 5 MUHYT NepeyqncneHnto TUMWYHLIX BUMAOB OOLLEHMSI, KOTOPOE MPOUCXOAUT B
BalWem npeacraBUTENnbCTBE — [ANs  PYKOBOACTBA WCMOMb3yWTE CXemy npouecca
00CnyXnBaHUs KIMEHTa.

BC2 - TUNMWYHbIE BUAblI OBLLUEHUA

Curriculum Training 7
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2.4

Y10 MOXHO ObINIO Obl YNYYLWNUTL? Y10 3TO 3HAUYUT ANsA KnNueHta?

BaxxHO, 4TOGbI KMMEHT YyBCTBOBAr, YTO UM gopoxaTt. Ecrnv KnuMeHTbl YyBCTBYIOT, YTO WX
He0OLEHMBAOT UMM YTO OHW SIBMNAIOTCS MOMEXoW Ballemy paboyemy pacnopsiaky, aTo
MOXET MPUBECTM K TOMY, YTO KIIMEHT He BepHETcs. [laBaiTe pacCMOTPUM ApYyrue NpuymnHbI
Heopa3yMeHUIA C KIMeHTaMM.

MpenoTepalweHne HegopasyMeHUi

B Bawem npeasapuTenbHOM nakete Bac MPOCUMM 3anucaTtb TUMUYHbIE BUAObI OBLLEHUS, B
npoLecce KOTOPOro NPOUCXoAsaT HeAoPa3yMeHus.

= AT N
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BC3 - NPEAOTBPALLEHUE HEQOPA3YMEHUN

e [loyemy nponcxogaT HeagopasyMeHua?
e Kak Bbl n3beraete HegopasymMmeHUn?

e Kak obecneuntb, 4TOObI 0OLLEHME BCeraa Obino He4BYCMbICIEHHLIM?

2.5 NMpoBepka NOHUMaHUA

YKM3HEHHO Ba)HO, YTOObl Bbl MOHUMANMW, YTO cKasan KMNWUEHT, U YTOObl KIMEeHT noHumarn,
YTO cKasanu Bbl. Bbl 4OMmMKHBI 4ECTBOBATbL C MCNONb30oBaHueM Linkna obLieHus:

o Coo0LeHure nHgopmMaumn.
e Bonpocbl.
e BbicnywusaHue.

o [loaTeepxaeHue.

CoooWwuThb

MoaTBepANTL - — - o 3apaTh Bonpochl

waTb
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Mcnonb3oBaHue 3TOro uMkna o3Ha4vaeT, YTo Bbl He ynycTUTe HMKaKMxX 3TanoB, COBEPLUEHHO
HeobXxoaAnMbIX AN NPEBOCXOAHOro obuweHns. Hanpumep:

e Bbl coobwaeTte HOOPMaLIMIO KITNEHTY

e Bbl 3apaéTte emy Bonpochbl, YTOObI MPOBEPUTL MOHUMAaHUE UM NOMYy4YEHHOW
UHdopmaumm

o Bbl cnywaeTe, 4To OH Bam rosoput
e Bbl nogrBepxpgaeTe, YTO NOHANN €ro OTBET.

Ecnn Bam HyXHO cooOWUTL AONOSTHUTENbHY MHOpPMAaLMIO, Bbl CHOBa NpoxoguTe no
LMKny.

Ecnv BaM Hy)XHO MOMY4YUTb AOMNONHUTENbHYIO MHOpMauuio, Bbl ABUraeTechb MNpsiMo
MYHKTUPHOW NUHWM 1 3aAaéTe AONONHUTENbHbIe BONPOCHI.

Hauvano |_||I/IKJ'Ia MOXeT ObITb B N0OOON TOUKE, B 3aBUCMMOCTU OT TUNa O6I.Ll,eHI/IF|.

Ecnu oH HabyuHaemcs knueHmMom, 3adarowum 80rpoc unu coobuwarowum uHgopmayutro,
Bebi cniywaeme.

Ecnu oH HayuHaemcs ¢ 06bsiCHeHUSs1 Ye20-1ubo knueHmy, Bbl coobwaeme uHgopmayuro.

Curriculum Training
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maZDa

BC4 - LMK OBLUEHUA

Bawu 3ameyaHus

[aeante npoBepuM kaxapih anemeHT Linkna obLueHnsa no ovepeamn.

NS N
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2.6 Coo6ueHune nHcgpopmaumm

B npouecce cooblieHuss MHGopMauuM KvMeHTy ybeauTecb, YTO Bbl OCO3HaETe CBOM
XXECTbl, UCMOMb3YyEMbI BaMU TOH U NPOMU3HOCMMbIE BaMM CrOBa.

2.6.1 XecTthl

BC5 - XECTbI

3HauyeHue XecToB

Curriculum Training
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OCHOBHbIe HaBbIKU O0OLLEeHunA Qﬂ

OTKpbITbIN A3bIK XXeCTOB 3aKpbITbIN A3bIK XXeCTOB

Kakoe coobleHne nocbifiaeT HEBEPHbIN A3bIK XKeCTOB KIUEeHTY?

Curriculum Training 13
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2.6.2

2.6.3

14

Y6eauTech, YTO Balll S13blK XXECTOB OTKPbITbIA. OTO 03HAYaeT, YTo Bbl AoOpoxKenaTenbHbl K
OKPY>KatOLLIMM.

MopaepxaHue XOpOLWNX B3aMMOOTHOLLEHUN

Mpun ntobom obLEeHNN ¢ NABMU HaM HY)XXHO NMOAAEPXKMBaTb XOPOLLUME B3aUMOOTHOLLEHNS,
ybexgascb, 4TO NUUO, C KOTOPbIM Mbl FOBOPWUM, 4YyBCTBYeT cebs ygobHO B Hawem
obLlecTBe.

YTtoObI noaaepXmBatb 3T Xopowne B3aMMOOTHOLUEHNA:

e OOGpaTuTe BHUMaHWeE, Kak Noan CUaNAT, CTOAT, XOAAT, HAKMOHSTCSA U NEPEHOCHAT BEC C
OOHOW HOTY Ha ApYryto

e O6paTnte BHMMaAHNE Ha BbIpaXXEHUST UX NUL,

e [locmoTpuTe, MOXeTe N Bbl OTBEYaTb, U3MEHUB NOA06HbLIM 06pa3oM CBOH
KECTUKYNALMIO

e YGeautech, YTO He NPOU3BOANTE BreYyaTrneHus napoancta — byabTe HeHaBA3UYMBDI.

Ecnv wmbl  3a6oTumcs O noagepXkaHuuM  XOpPOLUMX  B3aUMOOTHOLLEHWMIH, Mbl  4acTo
GeccosHaTenbHO oyGnupyem unv noacTpamBaemcs Nof XKeCTUKYNALMUIO APYrMX Noaen.

BC6 - AYBJINPOBAHUE UITM COOTBETCTBUE

BaxxHO cooTBeTCTBOBaTb MOBEAEHUIO W OENCTBUMAM KnueHTa. Bbl oOHapyxute, 4TO
nogctpavBaeTecb MO4 MOBeAEeHWEe [pyroro nuua ecTtecTBeHHbIM obpa3oM Mo mepe
BbICTpamMBaHNSA XOPOLLNX B3aMMOOTHOLLEHU C HAM.

e CoOTBETCTBME NOBEAEHUNIO KaKOro-nmbo nuua co3gaéT nyyline B3aMMOOTHOLLEHUS C
HUM, B TO BpeMSs Kak HECOOTBETCTBUE BEAET K KOHIMKTY.

e CooTBeTCTBME M3BMEKAET HAMBObLLYIO NOMb3Y U3 CXOACTBA C HUM U NpeyMeHbLIaeT
3HaYMMOCTb Pa3fnyuni.

e Ecnuy Bac HET XxopoLUMX B3aMOOTHOLUEHWUIA, Bbl He AOCTUrHETE 060HAHO
YL,OBNETBOPUTENBHOMO pesynbTaTa.

ToH Bawero ronoca
e MamMeHeHue CKOpPOCTb 1 FPOMKOCTb CBOEW peymn 40 CKOPOCTU U MPOMKOCTU ApYrux
niogen 3actaensieT nogen YyBcteoBaTtb cebst ygobHee B pa3roBope C Bamu.

e [apMoHM3aLMs TOHA M TeMNa peyn NPUHOCUT XOpPOoLLME pe3yrbTaTbl.
e Ho He nbiTanTecb NnepeapasHMBaTh NOAEN — 3TO MOXET NPUBECTU K KOHMDIUKTY.

Takum 06pasoM, €CJIN KIMMEeHT roBoput 6bICTp0, YCKOPbTE CBOK pEYb. Ecnu oHun roOBOPAT
TUXO, NOHU3bTE IOQI0OC OO0 COOTBETCTBUA UX TFoOJioCaM; TOYHO TakK Xe, eClin OHU TOBOPAT
FPOMKO, TaKXe yBeJindbTe rpPOMKOCTb CBOEIro rosioca.

Ey,El,bTe OCTOPOXHbI C aKueHTamu, BalwlnMm W KIMMEeHTa. HeKOTOpre aKUeHTbl ObiBaeT
TPyAHO NOHATD, CJ'IyLIJGI?ITG 0COBEHHO BHMMATENBHO NIOAEN C CUIbHBIMU aKLEHTaMM.

Curriculum Training
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2.6.4 Wcnonb3yemble BaMMu CfioBa

B pasroBope C KMMEHTOM >XM3HEHHO BaXKHO, YTOObI OH MOHMMan KCNonb3yemble BaMu
cnoea. CoxpaHanTe NpoCTOn A3biK.

N3berante xaproHa, Bbl MoxeTe 3HaTb, YTO Takoe CTEMEHb CXaTus Onsi aBTomobuns, a
KNMMEHT MoXeT He 3HaTtb! O6si3aTenbHO MOJIHOCTbIO OOBACHANTE BCE TEXHUYeckue
TEPMUHBI, YTOObI KITMEHT BCE NOHMMAar. ATO TaKkKe NOMOXET n3bdexartb HegopasyMeHUN.

MoCTOsIHHO MpoBepsiiTeE MOHUMaHWE KNMeHTa, YTobbl y6eauTbesl, YTO OH MOHMMaeT Baluu
cnosa.

BC7 - UCTNOJIb3YEMbIE BAMU CJIOBA

YTBepauTtenbHbie HenTtpanbHble OTpuuaTtenbHble
ha MoxeT ObITb Het
I

N3berante ncnonb3oBaHnsi HENTPanbHbIX COB, TaKM Kak « MOXET ObITb», «BO3MOXHO» UM
«BeposATHO». Ha camom gene aTu crnoBa HUMYEro He 3HavaTt, HO MOoryT cbmBaTb C TOSKY.
Hanpumep, «A coenai 310 Kak MOXHO ckopee». KnveHT MoXeT nogymaTtb, YTO Bbl
caernaeTe 3TOo, Kak TONbKO 3aKOHYMTE C HUM rOBOPUTb, B TO BPEMS KaK Bbl UMEETE B BUAY,
4YTO BbLINONHUTE 3TO 4epe3 2 unm 3 vaca (korga y Bac 6ygeT HemMHOro cBoGOAHOro
BpeMeHu). B Takom crniyvae nonbiTantech ckasatb «A AormkeH byay caenatb 3TO B TeYeHue
3 bnmKanmnx 4acosy.

WTak, nonbiTanTeCcb WCNOMb30BaTh YyTBepAuTemnbHble cnoeBa W ¢pasbl. Korga Bam
NpUXoanTCA nucnonb3oBaTtb HeraTuBHbIE BblpaXXeHus, conpoBoxganTte nx
NONOXNUTENbHBIMK, COOOLLAA NPUYNHBI U PELLEHNE.

Hanpumep, «borocbk, 4TO He cMory caenatb 3Toro Ans Bac cerogHs, HO s Mory 3anucaTb
Bac Ha 3aBTpa. Bac aTt0o ycTpont?»

E NS OOV
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e HenTpanbHbIN A3bIK OTKPLIT 4151 HENPABUIBLHOIO TONKOBAHUA.
e Bawm cnegyert Bcerga, Korga Tofnbko MOXeTe, UCMOoNb30BaTb NO3UTMBHbIE CIOBA.
e Ecnu Bbl ucnonbayeTte oTpuuaTenbHblie CNoBa, CONPoBOXaanTe ux yrBepanTenbHbIMN.

° VMcnonb3oBaHne No3UTMBHOIO A3blka COﬂeVICTByeT nopaep>xaHuwo y,EI,OBJ'IeTBOpéHHOCTI/l
KInneHTa.

Cnoco6bl 3agaBaTb BONpPOCHI

BC8 - UIT'PA B BOMNPOCHI

Y10 Takoe OTKpbITble U 3aKPbITble BONPOCHI?

OTKpbITblE BOMPOCHI MCNOMb3YTCA ANs NonyyYeHust noapobHON nHopmaumun. 3akpbiTble
BOMPOCHI BNEKyT 3a co6oM NpocTble OTBEThI «A4ay Unn «HeT». Hanpumep:

«Koeda Bbi xomume 3abpameb ceol asmomobusib?» OTO OTKPbITbIA BOMPOC, U KITMEHT
coolbLWmMT Bam BpeMs, Korga oH xoTen 6kl 3abpaTb CBOWM aBTOMOOUb.

«bydeme nu Bbi 3abupamb ceoli aemomoburib ce200HSA?» ITO 3aKkpbITbld BOMPOC, Ha
KOTOPbIV KITMEHT MOXET OTBETUTb TONMbKO «Aa» Ui «HeT». Bam noHagobuTcsa 3agatb emy
eLé oauH Bonpoc, YTobbl y3HaTb, Koraa oH 3abepét aBToMobUsb.

OTKpbITbIN 3aKpbITbIN

= AT N
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2.71 TlocTtaHOBKa BONPOCOB NO MPUHLUMY BOPOHKN

Moaxon MO MPWHUMMY BOPOHKM HAYMHAETCA C OTKPbITbIX BOMPOCOB, MPOAOIKAETCA C
MCMoNb3OBaHMEM  MeTOAOB  30HAMPOBaHWS W 3aKaH4YMBaeTCs  [AOCTWKEHMEM
[OroBOPEHHOCTM NOCPEACTBOM 3aKPbIThIX BOMPOCOB.

Hecneuuq)uqecme OTKpPbITbIe

Cneuundnyeckmne oTKpbITbIe
BONpPOCHI

3aKkpbITHIN BONPOC — YTOObI
NpoBEPUTbL NOKHUMaHUe

N
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2.7.2 TpeanonoxeHus

18

Kak Obl XOpOWO Mbl HW crpawuvBanu, €CcTb OA4Ha Bellb, KOTOpas MOXEeT NPUBECTU K
oonbwunm npobnemam — NpeanonoXeHus.

Ecnu mbl npepnosiaraem, 4To 3Haem OTBET, Mbl AaXXe He Ha4YMHaeM crnpalinBaThb.

Takune npeanofioXKeHund MOTyT OTHOCUTbLCA K I'IOTpe6HOCTF|M KITMEHTOB, nx
NIaTeXeCcnoCoBHOCTM M UX TOTOBHOCTU COMNacuTbCs Ha peleHne nnn spemM4.

BC9 - NPEANONIOXEHUA

I'Ipe.qnonox(el-me Kak OHO MOXeT NOBNUATb Ha KJIMeHTa

Utak, Bbl BMOuTe, Kak BaxHO 3agaBaTb BOMPOCHI, ChnywaTb, 4TOObI ycnbiwatb, W
npogorkate MNpoBepPATb MNOHUMaHue, 4Tobbl ybeauTbCA, 4YTO Bbl HE CTpouTe
nNpeanonoXeHui.

N LN
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maZDa

2.8 BbicnywmnBaHue

BC10 — KOHTPOJIbHASA NMPOBEPKA CMMOCOBHOCTU BbICNYLWATb

NS N
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20

I"IpvlquTe cebs KOHUEHTPUpOoBaTbCA Ha NOJTIHOM BHUMaAHUN

Wcnonb3ynte noboe ceBobogHoe BpeMsi B npouecce 06ayMbiBaHMA AN TLaTeNbHOro
aHanusa n yCBOEeHUs AaHHbIX.

Ob6ecneybTe MMHMMYM OTBIIEKAOLLMX (PAKTOPOB U NOMEX

[eMOHCTpMpyITE ABHYIO 3aMHTEPECOBAHHOCTb

3apaBainTe yMHble BONPOChI U AernanTe yMHble 3aMeyaHus

ByaobTe 06bEKTMBHBI U n3beranTe NpeaB3ATbIX MHEHWI

[lanTe roBopsLLeMY BbICKa3aTbCHa 40 KOHLA U He NpepbiBanTe ero

MamaTb He Bcerga HagéxHa, Npn HeobxoaAnMOCTU Aenante 3anucu

Monpocute NOBTOPUTL, YTOOLI NOATBEPANTL MOHMMaHUE N NPOBEPUTL NOAPOOHOCTH
Oco3HaBaTe, 4YTO roBopsiLLME He Bcerga NpoM3HOCAT TO, YTO MMEKOT B BUAY

He 6ontecb monyaHus

MpucywmnBanTech, a He NPOCTO ChyLLanTe.
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2.9 MoaTBepxaeHue

HO,EI,TBep)K,D,GHVIe TOro, 4YTO CKasall KIMMeHT — 3TO He TOJIbKO NOBTOpPEHNE eMYy €ro CroB. OHo
npegHa3Ha4yeHo AnA obecneyeHus eMy yBepeHHOCTU B BaC U BalleM npencraBuTeslbCTBe.

e  HaknoHuTech K KNMeHTy, 4YTobbl NPOAEMOHCTPUPOBaThL, YTO Bbl LEHUTE ero u ero
3akas.

° ﬂpom3Hocv|Te 3BYKMH, NnoaoOHbIE «M-M-M» U «ara», U crnoBa Tuna «s NOHUMalo» U
«XOpOoLUo», 4YTOObI MOKa3aTb, YTO Bbl cnywaeTe U noHnmaeTe ero ﬂOTpGGHOCTVI.

e [lepedpasnpyiTte ero cnoea, YTobbl NokasaTtb, YTO Bbl €I0 MOHUMAETE.
e [lenante 3ameTkn, YTOObI MMETb 3anucb Ha Gymare 0 TOM, O YEM Bbl JOTOBOPUITUCE.

° Ckaxute €My O TOM, 4YTO Bbl MOXeETe, N YEero He MoXeTe, 6y,EI,bTe YECTHbI.
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2.9.1 3anucb Ha 6ymare — 4OKYMeHTUpoBaHune nHcpopmaymm
O4eHb BaXXHO AenaTb NpaBuibHbIE 3aNNUCU O TOM, YTO Mbl YCIbILIAMM:
e YT06bI YOEaNTb KNMeHTa, YTO Bbl NPUHMMAETE ero MHPOPMaLUno BCEPLES

e  YTOObI NpaBUIbLHO BCE MOHATL C MEPBOro pasa.

2.9.2 YecTHOCTb

Ham xouetcsa natu HaBCTpe4y KIneHTy, 1 nHorga 3T10 3acTtaBlid€T HaC roBoputb emMy TO,
YTO OH XO4YEeT yClbllWaTb BMeCTO abcontTHON npaBgbl.

Hukoraa He cnegyeT obelaTb CULWLKOM MHOMO M HEAOAaBaTb.

Bcerga cnefgyet obewatb MeHbLUE, a AaBaTb GonbLue.

= AT N
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2.10 Pe3rlome 3aHATHUA

Ha atom 3aHATUM Mbl n3y4nrn, Kak unasBrieydb HaVI60J'IbLLIyI'O nonb3dy M3 BallMX HaBbLIKOB
o0ueHs, a Takke Te METOAbI U HaBbIKK, KOTOpPbl€ OOJTKHbI NCMOJ1Ib30BaTbCA.

BC11 — PE3IOME 3AHATUA

Bawu 3ameyaHus

Tenepb Mbl cCOGUpPaemMcsi pacCMOTPETb PaboTy C NPETEH3USMMU.
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3. Pab6ora c npereH3namMmm

K KOHLY 3TOro 3aHATUA Bhbl:

y3HaeTe, NoYeMy KNMEHTbI NPeabABASOT NPETEH3NN
obecyanTe, kak acpeKkTBHO paboTaTb C NPETEH3NSIMU KITMEHTOB
n3yumTe, Kak obpallaTbCsa C paccep)KEeHHbIMU KIMEHTaMu

paccMoTpuTe cnocobbl NopagoBaTh KIMEHTOB.

MpegocTaBneHne KnueHTam MNPeBOCXOAHOrO OGCMYXMBAHMSA SBNSETCA BaXKHOW 4acTbio
BaLLei ponu, U Bbl AOIMKHbI 006513aTeNbHO caenaTb BCE BO3MOXHOE, YTOObI MOMHOCTLIO UX
yA0OBNEeTBOPUTL.

OO6bIYHasA NpeTeH3unA Y10 MOrno 6Ll NPON3ONTU, ECNIN C HEN HENPaBUIbHO
paboTatb

E NS OOV
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OO6bIYHasA NpeTeH3usA

Y10 MOrno 6l NPON3ONTU, ECNIN C HEN HENPaBUIbHO
paboTatb
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31 Moyemy KNMeHTbI NPeAbLABAAIOT NPeTEeH3UN?

I'IpeTeH3|/|V| OObIYHO BO3HMKAIOT U3-3a MCMNOPYEHHOro HaCTpoOEeHUA KInMeHTa. 910 06bI4HO
NpPonCXoanT NOTOMY, YTO KIMMEeHT 4Y4yBCTBYET, 4YTO OGCJ‘Iy)KVIBaHI/Ie, Ka4yeCTBO WUCMNOJIHEHUA
nnn npoaykKuma okasannmcb HEe TakKMMKU, Kak OH oxXuaar.

Tak yero xe oxuaalT KNMeHTbI? OHWM OXMAalT, YTO AaHHble MM obeluaHus GyayT
BbIMOSHEHbI, ECIN HE NPEBbILLEHbI.

= AT N
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MepenoBas npakTUka — Yero 0XXuaarT OT HAC KINUMEHTbI?

rlpe,El,OCTaBJ'IeHI/IFI KIMNEHTY UEeHbl, BKNHOYatoLLEN NOSNTHOCTLIO BCE ycnyru, 0e3 BCcAKnx
CKPbITbIX AOMNOMHEHUN.

BbINonHeHns BCcex CEPBUCHBIX N PEMOHTHbIX paboT C HAMBbLICLLMM Ka4eCTBOM
nocpeacTsoM obyyeHHbIX kKomnaHuen Mazda cneunanucTos.

O6ecnevyeHuns yoobcTea MCNONb30BaHNA MECTHOMO NpeacTaBUTENbCTBA KIIMeHTaMm
NOCPeACTBOM NpeAoCTaBneHns ApYrmx TPAHCNOPTHBLIX CPEACTB Ha TO BpeMsi, Noka ux
MallvHa HaxoAmMTCs Y Hac.

MbITbS MaLUMHbI KIMEHTa BO BCEX BO3MOXHbIX MeCTax.

HauennBaHusa Ha rapaHTuio Toro, 4to oueHka CSI| komnaHmm Mazda oTtpaxaet
NPEBOCXOAHBIN OMbIT KNNMEHTA, a TakKe MPUHSATUS COOTBETCTBYIOLLMX MEP, ECINN OH He
YOOBIETBOPEH.

KnueHT oxumpaeT, 4To Mbl Oydem cooTBeTCTBOBaTb 3TOMy cTaHaapTy [lepepnoBoii
NpakTUKK, a ecnun Mbl He ByaeM COOTBETCTBOBATb, KMMEHT ByaeT pa3oyapoBaH U CKIOHEH
K NpeabsiBMEHNIO NPETEH3UIA.

Ytobbl cBectn K MUHUMYMY TMPETEeH3UN KIMMEHTOB, HaM HYXHO y6e,El,I/1TbCFI, 4YTO MbI
npeagoctasndaemM MM 10, 4ero OHM OXXMaaroT.

BC12 - YEIO OXKUOAET KITMEHT?

= AT N
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Kntouom K ynpaBnieHunio oXXnaaHnAMn KnmeHToB ABNAETCA YEeCTHOCTD. Ecnu mMbl He MoXxem
BbIMOJTHUTb 4Yero-To AnA KNMeHTOB, CKaXXnuTte UM, YTO Mbl HE MOXEM U No4YeMy HE MOXEM.

3.2 Kak pabotaTb C npeTeH3nsAMM KINeHTOB

Tak 4ero xe oxugarT KAMEHTbI? OHWM OXMOawT, YTO AaHHble uM obelsaHuns GyayT
BbIMOMHEHbI, ECNN HEe NPEBbILUEHbI.

N3BUHUTECbH

[OCOYYBCTB
> >

YUTE YBEAUTE

N3BUHEHUA

MepBoe, 4TO crieayeT caenatb — 3TO NPUHECTU U3BUMHEHUS 38 He4opPaboTKy,
yKa3aHHYH KITMEHTOM.

BHuMaTensHo BbiCnyLLanTe TO, YTO OHM FOBOPSIT, U U3BUHUTECH 32 HeQOPabOoTKY.

He noppaBsantecb cobnasHy M3BMHUTLCS 3a YTO-HMOYOb eLlé, KpOMe TOro, Ha YTo
yKa3blBaeT KNUEHT, Aaxe ecnu Bbl nonaraeTte, 4TO OH NONYYN 3TO UCMOPYEHHBIM.

Celiyac HenoaxoAsALLMIA MOMEHT, YTOObI NOMNPaBNATb KNMEHTAa.

Y6eantech, YTO KIMEHT BUAMT, 4TO Bbl NpnHMMaeTe ero NnpeTeHs3nto BCEPbES, yaenuTe
€My BCE CBOE BHUMaHWE 1 U3BUHANTECH BEPHBIM TOHOM, COMPOBOXAas
ybeanTenbHbIMU XecTamu.

M3BnHEeHMe HanpaBneHo Ha To, YTOObI pa3paauTb aTMocdepy U NokasaTtb, YTO Mbl
caenaem BCE BO3MOXHOE, UTOObI paspeLlunTb npobnemy.

CO4YYBCTBUE

BTopbiM arom siBnsieTcA BblpaXkeHne emy CBOero CoOMyBCTBUSA MYTEM NOATBEPXKAEHNS
NMOHNMaHNSA HamK NpPobnembl N €€ HebnaroNnpPUATHOro BO34ENCTBUS Ha KIMEHTA.

MoaTBepanTe oLWMNOKY 1 BbiCKaXXUTe coxaneHue no noBoay 6ecnokoincTea,
NPUYNHEHHOTO KIUEHTY.

Ecnu ncnonbayeTcs BepHbIN TOH peyu, 3TO NOKaXeT, YTOo 3a60Thl KNMeHTa
BOCMPUHUMAIOTCSA OYEHb CEPLESHO.

Omu dea waea 8axxHbl MOMOMY, YMO OHU [10Ka3blearkm KAUEeHMmMYy, Ymo Mbl €20 UEHUM.
OdHako, oHU He OoKasblearom, Ymo KrnueHm b6ydem nipodormkamb eecmu ¢ Bamu dena.
[ amoeo HyxxeH mpemud wae.

EOONA=Z O
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YBEXOEHUE

Bbl AOMKHbI YOEAMTLCS, YTO KIMUEHT YBEPEH B TOM, YTO MO NOBOAY €ro NpeTeH3nu
OyaeT YTo-TO NpeanpuHNATO.

Takoe y6exneHne MOXeT NPOMCXOAWTL B ABa dTana:

1. B NMEPBYIKO OYEPE[b, ynagbTe CpOYHYl0 Npobremy KueHTa, pacCKaxute emy,
yto Bbl cobupaetecb cgenatb, a 3ateMm NpeanpumMuTe Mepbl MO MCNpaBreHuIo
HeJoCTaTKOB.

2. BATEM npepoTBpatute Gyaywme cpbiBbl: ydeaute KMeHTa, 4YTO nopsigok oyger
BOCCTAHOBIIEH, YTO rapaHTMpyeT, 4To nogobHoe BNpeab He Cry4nTcs.

3710 y6eauT KNueHTa, YTo TaKoe He CIy4YyuMTCs C HAM CHOBAa W YTO ApYrve KMMeHThI
He McnbiTaloT Nogo6HOro 3aTpyAHEHUS.

OTta BTOpas cdopma obnagaeT OONbLUOWN CUMMOW U NOTEHUManom Ansg npeoaoneHus
CUNbHOro rHeea M pasodapoBaHusi. OHa NOKa3bIBAET, YTO Bbl JOPOXNTE KIUEHTOM
N YTO KNMEHT nomoraeT Bam ycoBepLUEHCTBOBATL CBON CUCTEMDI.

Curriculum Training



PaboTta ¢ npeTeH3nsaMun M

3.3 MpeanoxeHue KNUeHTY NpaBUSILHOrO peLueHus

B HekoTopbIX cnyyasix Heo6XoAMMO NPeaoCcTaBUTb Psid, BO3MOXKHbIX PeLUeHUIn U NO3BONUTb
KNMeHTY BblOGpaTb TO, KOTOpPOoe eMy GorbluUe BCEro NoaXoauT.

BC13 - MPABWUJIbHOE PELUEHUE

Bawu 3ameyaHusi

Yacto KnuMeHTy npuaétca NpuHMMaTb OKOHYaTeNnbHOE pelleHne. Hanpumep, KMeHT,
KOTOPbIV >anoBarncs u3-3a Toro, 4To ero aBToMobunb He Obif BbIUYMLLEH, CMOXET NPUHATL
peLLeHne JoCTaBUTb CBOM aBTOMOOUNb B APYron AeHb UNn nogoxaaTtb, NoKa ero BblMUCTAT
cenyac.

KnueHT MoXeT BblpakaTb HEOOBONbCTBO MO MOBOAY HEOGXOOMMOCTM BO3BpallaThbCs B
npeacTaBMTENBLCTBO UMK MO NOBOAY HEOBXOAMMOCTM XaaTb — B Nto6OM criyyae, 3TO ero
BbIGOp, M BaM He criedyeT HaBsi3blBaTb EMY peLLEeHMe.
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BC14 — 3AKPbITUE NMPETEH3UN

‘-Iemy Mbl MOXXeéM Hay4UTbCA Ha owunbkax?

Kak MoXXHO o6ecneunTb, YTOObI TaKOe He NPOMU30LUIIO CHOBaA?

Koro cneagyet nHcgpopmupoBatb/npuBneyn?

32
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3.4

Kak YCNOKOUTb pacCep>XeHHbIX KIMMeHTOB

CnepyeT n3beratb HENPEKPALLAIOLLMXCA MPETEH3NI, HO OHN BCE XKE Cy4aloTCsl, U Y KITMEHTOB
MoryT ObITb TPyAHbIE BPEMEHA, eCrN NPOBNEMbI Cry4atoTCs Y HUX He B NepBbiv pa3. Ecnun oHu
YKe UMEeNnu 3aTpyaHeHUs C NorydYeHHbIM OBCny>KMBaHMEM, OENO0 JIErko MOXET NPeBpaTUTLCA B
Gonee 3aTpygHUTENBHOE, YeM HyXHO. B Takux crnydasix BaxkHO, YTOObl Bbl Obinv B COCTOSHUM
[OOrOBOPUTLCS C KNMEHTaMM U NPEOAONETL MX HEB.

Korga Bbl umeeTe [eno C pacCepXXeHHbIMWU KIMeHTaMW, MNonbiTakTecb MNPEAnoXuTb
komnpomuce, obcyaute npobremy Wnu MNpeanoXxuTe NpUrniacuTb APYroro COTpyAHUKA
MOrOBOPUTL C HUMM.

° Ecnu knneHTol Kpun4yaTt Ha BacC, He criegyeT Kpn4yatb B OTBET.
L] Ecnu knneHTol KPUTUKYIOT BaC, BaM HEJ1b3A KDUTUKOBATb KIMMEHTA.

e Ecnu knueHTbl gencTByoT B AYPHOM TOHE, BaM He crieayeT BecTu cebsi C KIMeHTOM
AYPHO N UHAAHTUNBHO.

Bam Hy)XHO OTHOCUTLCA K KaXXAOMy Kak KO B3pOCIioMy, Oyay4u C KIMEHTOM MOMOXUTENbHO
HacTonumBbiM. B3pocnbii YenoBek pasymeH M OOBEKTUMBEH W MCMONb3yeT MNO3UTUBHOE
obLeHme.

MoMHUTe, YTO NOAM CKIOHHbI OTpaXkaTb NoBeadeHune apyr apyra. Ecnv Bel Begéte cebs kak
B3pOCbin YenoBek, Bawun knneHTbl 6yayT Aenatb TO Xe caMoe.

Bbl OOMKHBI MCMonb3oBaTh B3pPOCIOe MOBedeHME B NOOLIX cry4vasix, ocObeHHO Koraa
nMeeTe 4eNo C KOHAISIMKTOM.

Tak 4ero xe oxugarT KAMEHTbI? OHWM OXuAalT, YTO faHHble uM obelwlaHuns 6yayT
BbIMOMHEHbI, ECININ HE NPEBbILIEHBI.

Hukoraa He HegooueHMBaUTe yrpo3y U He oTBe4YauTte
arpeccuBHO, MOCKOJbKY 3TO MOrfo 6bl yBeNIM4YUTbL BEPOATHOCTb
KOoH(poHTauun!

Ecnu Bbl okazanuncb B cuTyauun, Koraa KnmeHT CTaHOBUTCS Ype3BblHaiHO pacCcep)KeHHbIM,
Torga Bam cneagyeTt nonbITaTbCA Kak MOXHO ObICTpee CMArYmUTb CUTyauuio.

e  OcraBanTecb CMOKOWHbIM, FOBOPUTE MSArKO, MEAJSIEHHO U YETKO (6€3 BblpaXeHus
MPEBOCXOACTBA UMM CHUCXOOUTENBHOCTK).

e He nosBonsante BTArmeBaTb cebs B CNOP U HE UCNOJSb3YNATE XXaproH.

e VI3GeraiTe arpeccuBHbIX M03 — HEe CKpeLLMBanTe pyku, He KnaauTe pyku Ha 6éapa, He
noaHVMMaWTe PYKU 1 Ha nokasbliBaiTe nasnbLeM, NOCKOSbKY 3TO MOXET ObiTb
BOCTPUHATO KakK BbI30B.

e [onbiTanTechb paspsanTb cuTyauuto, obcyxaas Bonpockl kak pasyMHble B3pocrble.

° ,D,ep)KI/ITe AVCTaHLMIO, KOoraa 3To BO3MOXHO, U NonbITanTech nsbexarb BbICOKOMEPHbIX
B3rnsa40B Ha NPoOTUBHUKA.

e Hwukorga He knaguTe pyKy Ha KOro-To, KTO paccepXeH, Takum obpasom Bol
BTOPraeTech B €ro 30Hy.

Becb npouecc paboThl ¢ NpeTeH3neln OOMKEH 3aBepluaTbecsl Tak, YTOObl KNMMEHT ocTarcs
[AOBOJEH NPeaoCTaBeHHbIM eMy 06CNyXNMBaHNEM.

D e OCAASEION] |
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BC15 - KAK CAENIATb, YTOBbI KITMEHT BblJ1 AOBOJIEH

WHoroa npeTeH3nnm HensGeXxHbl, U MacTepCTBO COCTOMT B TOM, 4YTOObl CBECTU WX K
MUHUMYMY. KnneHTbl He Bcerga npeabsiBhsioT NPeTeH3WM Mo HACTOSAWMUM MpUYnMHaMm, U
€CNN HYXHO paboTaTb C TakUMW MNPETEH3UAMU, OHW [OIMKHbl OblTb BbISBMEHbI U
ob6palaTbCs C HUIMM HY>KHO COOTBETCTBEHHO.

34

BC16 - MPAKTUYECKAA PABOTA C NPETEH3UAMU

BarxHo, 4Tobbl Npumenanack hopmyna USBBUHUTHLCAHA — MOCOYYBCTBOBATD —
YBEOUTD.

CoxpaHsinTe CroKoNHYK0 0OCTaHOBKY, Aa)e eCn KIMMEHT CepauTCA.
MpennoxuTe peLueHue.

Y6eaumTech, UTO KNMEHT AOBONEH OKOHYaTENbHbIM pe3ynbTaTtoMm.
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Bawu 3amevyaHusi

- —ale?, 'd"’l L= ."li'l IH".
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maZpa

3.5 Pe3lome 3aHATHUA

Ha aTtom 3aHATUM Mbl N3y4nin, Kak O6paLLI,aTbCFI C NMPeTeH3nAMIn; a Takxe, Kakme cnenyert
ncnonb3oBaTb METObl N HABbLIKA.

BC11 — PE3IOME 3AHATUA

Bawu 3amevyaHus

EOANASZE N

36 Curriculum Training



NMonoxutenbHble pe3ynbTaTtbl Qﬂ
4. MonoXxurtenbHble pe3ynbraTtbl

BC18 — NOBTOPEHUE MNEPBOIO AHA
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K KOHLY 3TOro 3aHATUA Bhbl:
° OGCyLI,I/IJ'II/I, 4YTO Mbl HE BCerga MoXXemM CoOOTBeTCTBOBATbL 3arnpocam KITIMEHTOB

° N3y4niun, Kak ,EI,06I/1TbCFI cornacua KinneHTta no TemM Bonpocam, no KOTopbiM 3TO
BO3MOXXHO

Mbl  xOTUM OOCTUTHYTb  NONOXWUTENBbHOINO pesyrnbTata AOnda  KineHTta, NOoJNIHOCTbHo
yOOBIIETBOPAA ero I'IOTpe6HOCTI/I.

OpaHako, aTo He Bcerga nony4yaeTcd, NOCKOJ1bKY Mbl HEe BCeraa B COCTOAHUM NMpeaoCTaBUTb
KIMNEeHTY WUMEeHHO TO, Y4TO OH XOo4eT WM oXuaaer. B HEKOTOpbIX Cly4adax 3TO
npegycMartpumBaeT neperoBopbl 4Nnd 4OCTUXEHUA COrnacoBaHHOIoO peLleHnd.

310 MOXeT ObITb TPYAHOBLINOMHMMO, HO 3TO OCHOBbIBAeTCs Ha obnagaHun Bamm Beckux
aprymMeHToB, koTOopble ybegaT knuMeHTa B TOM, 4YTO npepnaraemoe Bamu pelueHve
ABMAETCA HAUMYYLLNM.

Yero TpebyrOT KNUEHTbI?

BC12 - YEIO TPEBYIOT KNUEHTbI?

Yeao mpebytom KrnueHmbI:

= AT N
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NMonoxutenbHble pe3ynbTaTtbl M

Teopueckue peweHus:

4.2 JocTuxxeHne NosnoXUTenbHOro pesynbTarta

MbI TONbKO 4YTO OGCyD,I/IJ'II/I T€ CIOXHble Tpe6OBaHVIFI, KOTOpPble NpeabAaBnATCA KIMeHTaMu,
M HEeKOTOpble naen no noesoay X yaoBrieTBOPEHUA.

Ho BCE e o4yeHb YacTo OydeT pacxoxaeHue Mexay TEM, Yero Xo4veT KMMEHT, U TEM, YTO
Mbl MOXEM NPeanoXunTb, XoTs 6bl B Ha4ane.

Kak npeogoneTb 310 pacxoxaeHue npodeccuoHasnbHbIM cnocobom?
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4.2.1 [Mo3TanHbIn NPMHUMN Noaxoaa
e Bbicnywante TpeboBaHUA KNUeHTa U NpoBepbTE CBOE NOHUMaHWE
e MbicnuTte TBOpUYECKMU:

— 3ajaiTe KNWMeHTY AOMNOSHUTENbHbIE BONPOCHI, YTOObI YCTAHOBUTL, YTO OH MOT Obl
NPUHATL

—  €CIIN HYXHO, nonpocute AONOJIHNTEINTbHOE BpeMA, YTOOLI O6Cy,EI,I/ITb peweHna ¢
Konneramum

—  nouwmTe TO, YTO BbICOKO LIEHUTCS KNneHToM, a Bam cTouT mano, Hanpumep,
[AOCTaBKa KIMMEeHTY Ha OM

e [pegnoxurte Bawe pewweHne

e [loayepkHUTe BbIroAbl A4S KNNMEHTA: Kak pelleHne NpubnmnmkeHo K Tomy, 4To emy, no
€ro e CroBaM, Hy)XHO

e BbicnywanTe Bo3paxeHus
e [logrotoBbTe CBOW OTBET:
— Ha Bo3paxeHus no ueHe — BbIroAbl UK Gonee HU3KNE xapakTepUCTUKM

— Ha BospaxeHus no BbINornHeHHoW paboTe 1 3aTpayeHHOMY BPEMEHWN — NoYeMy 3TO
abCconoTHO Hauny4Llee, YTO MOXHO Gblno caenaTb

e [oaroTtoBbTechb NPEANOXUTL HEMHOIO GOJbLUE — HO 3HaNTe CBOK OKOHYATENbHYHO
Nno3nLnIo.

Bawu 3ameyaHusi
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4.2.2 [JocTnxeHUe NONOXUTESNIbHOIro peLueHus

Ecnu Bbl ncnonb3dyete noatanHbii NpuHUMN noaxona, y Bac 6onblue waHCoB JOCTUTHYTH
OOroBOpPEHHOCTN. HO HaM BCE Xe HYXHO AOCTUrHYTb MPOPEeCCUOHAaNbHOro peLLeHns,
CornaceH v KNeHT Unu HeT.

Ecnun I,l:l,OrOBOpéHHOCTI:» AOCTUrHYyTAa:

MNoaBeante UTor AOroBOPEHHOCTU
3a00KyMEHTMPYNTE €ro, NCNOSb3ys COOTBETCTBYHOLWMIA ONaHK 3akasa u/unm xypHarn.
MobnarogapuTe KNMeHTa 3a TepnexHne

nOLI,‘-IepKHI/ITe NOJIOXKUTENbHbIE CTOPOHbI peLUEHNA KIMNeHTa.

Ecnu oOoroBopéHHOCTb He JOCTUrHyTa:

WHoraa Bawe pelueHune BCE e HenpueMnemMo; B 3ToM criydae Bam HyxXHO Bpems eLué
pa3 Bcé obaymatb, n Bam moxeT noHagobuTbCcs 3a4eNCcTBOBaTbL CBOEro MeHeakepa,
0cobeHHO ecnn ecTb Npobriema ¢ LieHon

[orosopuTtech 0 cneaylowem atane, Hanpumep, o0 ganbHenLwen BcTpeye
NoGnarogapute KNWeHTa 3a TepneHne

MoayvepkHUTe, YTO Bbl HageeTeCb MOMOYb KIMEHTY B OyayLleM, aaxe ecnu, Hanpuvep,
OH, CKOpee BCero, NepeHeceT cBov GU3Hec B gpyroe MecTo.

BC20 —- AOrOBOPEHHOCTb O MONOXWUTENIbHOM PE3YNbTATE
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MonoxutenbHble pe3ynbTaTbl

KAPTA HABJIIOOATENA

UYTo MHe 0COGEHHO NOHPABUIIOCH (4TO MPOUCXOAUIIO XOPOLLO)

Y10 A cpaenan Obl no-Agpyromy (YTo MOXHO ObINO Obl YNy4LWNTDb)
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KAPTA HABJIIOOATENA

UYTo MHe 0COGEHHO NOHPABUIIOCH (4TO MPOUCXOAUIIO XOPOLLO)

Y10 A cpaenan Obl no-Agpyromy (YTo MOXHO ObINO Obl YNy4LWNTDb)
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MonoxutenbHble pe3ynbTaTbl

KAPTA HABJIIOOATENA

UYTo MHe 0COGEHHO NOHPABUIIOCH (4TO MPOUCXOAUIIO XOPOLLO)

Y10 A cpaenan Obl no-Agpyromy (YTo MOXHO ObINO Obl YNy4LWNTDb)
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NMonoxutenbHble pe3ynbTaTtbl

4.4 Pe3lome 3aHATHUA
Ha atom 3aHaTUm Mbl u3yumnu, Kak obecneyunTb MOMOXUTENbHbIA Pe3ynbTaT; a Takke,

Kakme cnenyet Ucnosib3oBaTb MeTOdbl N HABbIKWU.

BC21 — PE3IOME 3AHATUA

Bawu 3amevyaHus

FINONAA= LN
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NMonoxurenbHble pe3ynbTaTbl

tﬂ. = .J.?pTI 7= ;...-'I.rl ’H’.
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MpakTnyeckue HaBbIKU

5. TlMpaxkTnueckKkue HaBbIKM

BC22 — MPAKTUYECKOE OBYYEHUE

maZDa

Bawu 3ameyaHusi

Curriculum Training
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MpakTnyeckue HaBbIKU

Bawu 3amevyaHusi
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npaKTquCKMe HaBbIKA M

Kak Tonbko poneBass urpa 6yaeT 3akoH4YeHa, Bac nonpocatr coobwmtbe O TOM, Kak
crneyunanuct no obeHunto (nMMuo komnaHmm Mazda) cnpaBnsancsa ¢ cutyaumen.

Moatomy, Habnogas ponesble Wrpbl, 3anonHanTe KapTouky Habntopatensi, 4tobbl Bel mornn
JenaTtb 3anMcu o TOM, YTo, No Bawemy MHEeHUo, NPOXoAnIio XopoLwUo, a yuto Bel caenanm Obl no-

Lipyromy.

KAPTA HABJIOOATENA

Y10 MHEe 0cO6EeHHO NOHPaBUIOCH (4TO NPOMCXOAUITO XOPOLLO)

YTto A caenan 661 NO-APYromMy (YTO MOXHO ObIfo 6bl YNy4LIUTB)
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npaKTquCKMe HaBbIKA

KAPTA HABJIIOOATENA

UYTo MHe 0COGEHHO NOHPABUIIOCH (4TO MPOUCXOAUIIO XOPOLLO)

Y10 A cpaenan Obl no-Agpyromy (YTo MOXHO ObINO Obl YNy4LWNTDb)
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KAPTA HABJIIOOATENA

UYTo MHe 0COGEHHO NOHPABUIIOCH (4TO MPOUCXOAUIIO XOPOLLO)

Y10 A cpaenan Obl no-Agpyromy (YTo MOXHO ObINO Obl YNy4LWNTDb)
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npaKTquCKMe HaBbIKA

KAPTA HABJIIOOATENA

UYTo MHe 0COGEHHO NOHPABUIIOCH (4TO MPOUCXOAUIIO XOPOLLO)

Y10 A cpaenan Obl no-Agpyromy (YTo MOXHO ObINO Obl YNy4LWNTDb)
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MpoBepka ycBoeHUs MaTepuana Qﬂ

6. TlpoBepka ycBOeHMA MaTepuana

Tenepb Bbl coenaete cnegytollee:
e npoaHanuampyeTte AByxaHeBHOE Oby4veHune

° 3anonHute NnaH MepOI'IpI/IFITI/II7I On4a ero peanmsaumn no Bo3spalleHnn Ha paGOTy.

6.1 KOHTpONbHbLIN NUCT YCBOEHNA MaTepuana

3anuceiBanTe TO, YTO Bbl yCBOMNK, B KOHLIE KaXOoro 3aHATUSA. 3anuwmute MHgopmaumio,
KoTopas 6yaeT Hanbonee nonesHa Bam no Bo3BpalleHmn Ha paboTy.
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Qﬁ MpoBepka ycBoeHUA MmaTepuana

6.2 KOHTpONbLHbLIA BONPOCHUK MO YCBOEHUIO MaTepuana

1. Kakne yeTbipe anemeHTa coctaensaoT Linkn obwenna?

2. B npouecce obuweHns kakme NpouUeHTbl BblAeNeHbl XXECTUKYNSALUMM, NPON3HOCUMbIM
Bamu crnosam n ncnonedyemomy Bamu ToHy ot 100%?

3. Kakon T1n g3blka cnegyeT MCnonb30BaTh: NONOXUTENbHbBIA, OTpULaTENbHbLIN UMK
HenTparnbHbIA?

4. MpuBeanTe 5 NpuMepoB HENTPanbHbLIX CIOB.

5. HaszoBuTe ABa pasHbIX TMMNa BOMNPOCOB; NpUBeAnTe Mo ABa NpuMepa Kaxaoro tuna.
6. Mepeuncnute atansl ONPOCHOW BOPOHKN.

7. 3ayeM Mbl UCNorb3yeM OTKPbITbIE BOMPOCHI?

8. 3ayeM Mbl UICNorb3yeM 3aKpbiTblie BONPOCHI?

9. MoueMy KNUeHTbl NPeabsBASIT NPEeTEH3NN?
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10.

11.

12.

13.

14.

15.

B Kkypce paccmatpuBanocb 5 aneMeHTOB cCTaHgapTa nepenoBOM MPaKTUKK,
Ha30BUTE ABa U3 HUX.

HaszoBuTe Tpu BeLuM, KOTOPbIX OXWUAAIT KIMMEHTbI-NMOKynaTenu, NokynarwT S OHK
efy Ha Hedento, HOBbIN TENEBU30P UIN aBTOYCIYTW.

KakoBbl Tpu aTana paboTbl C NpeTeH3nen KnmeHTa?

quy Mbl MOXXE€M Hay4nTbCA Ha owmnbkax?

Kak cnegyeT ob6palwaTbCs C pacCcepXXeHHbIM KITMEHTOM?

Nmeetca 7 aTanoB npuHUMNA Mogxoda B K OOCTMXKEHMIO MOMOXUTENbHOro
pesynbTata. HasoBute gBa 13 HuX.
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Qﬂ MpoBepka ycBoeHUA MmaTepuana

6.3 MNnaH meponpunaTun

BepHuUTEeChb MbICIIEHHO K YCBOEHHOMY 3a nocrneaHue ABa oHs (MCnonb3yihTe NpoBepKy
YCBOEHUS Ha npeablayLuein CTpaHuue) 1 HasHaybTe 5 AeCTBUI, KoTopble Bbl BbiNonHUTE,
Korga BepHETech Ha paboTy.

Bnarogapum Bac 3a Baw Bknag 3a nocnefHue ABa OHS U Kenaem ycnexa B peanusauum
Bawunx 3HaHU No BO3BpaLLEHUN Ha paboTy.

E NS O
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Service
Receptionist

TECT YPOBHA 3HAHUN

ObLeHme B npoLecce obcnyXmBaHus
— OCHOBHbIE MOJSIOXEeHUS

CT-L2002




Hukakas 13 yacTten nevaTHOM KONMN HE MOXKET OblTb BOCMPOU3BEAEHA HU B KaKoW
dopme 6e3 paspelueHust co ctopoHbl Mazda Motor Europe GmbH.

VlJ'IJ'IIOCTpaLI,I/II/I, TEXHU4YecCKasn VIH(*)OpMaLI,VIFI, OaHHble W onucaTenbHbIA TEKCT B AaHHOM
n3gaHum, no HawemMy MHeHuH, Obinn npasuiibHbl HA MOMEHT nepeaayun B nevartb.

Kakne-nmbo HETOYHOCTM UK ONYyLEHUsA B aHHON NyGrvkaumum He MOryT NoBreYyb 3a
cobow kakon-nMbo OTBETCTBEHHOCTU, HO BbINM NPEANPUHATLI BCE BO3MOXHbIE YCUINUS
no obecneyeHmnto NOMHOTbLI U TOYHOCTU JAaHHOW Ny6nukaumn.

© 2005
Mazda Motor Europe GmbH
Training Services
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UHCTpYKUMKM ona npoBepsoLlero Qﬂ

BBepgeHue

OTOT AOKYMEHT cofepuT TecT ypoBHS 3HaHWU No OCHOBHOMY Kypcy 00LeHuns B npolecce
obcnyxnBaHus CT-L2002.

YYacTHUKN BbINOSTHAKOT TeCT YPOBHSA 3HAHUIW ANS NOATBEPXKAEHNSA CBOMX BO3MOXXHOCTEN nocne
noceLleHns Kypcos.

YkasaHus
BblganTe yyacTHUKY cTpaHuubl Tecta ypoBHS 3HaHuU «Cutyaums» n «PeweHuney.
O6bAcHUTE y4yacTHUKY crieqyrollee:

—  OTuM npoBepsaeTCH 3HaHME YHaCTHUKOM TOro, YTO cnegyeTt NpeanpuHSTb B Kaxaon u3a
cuTyauun

—  YyactHuky gaétcs 30 MUHYT Ha BbINOMHEHUE TecTa

—  Y4yacCTHUWK JOMKEH HanMcaTb CBOU OTBETHI Ha CTpaHuLax «PeLleHre» nog cCooTBETCTBYOLLUMMMU
Ka)Kaon cUTyaLmm HoMepamMm 3aroyIoBKOB.

— Ha ctpanuuax «Pelwwenne» anga kaxxgon cuTyauumn Mbl yKasblBaeM OCHOBHbIE KaTeropumm
npoBepsieMbIX 3HaHWU (Hanpumep, «ObLLeHne» ), 4To 3baBnSET y4acTHMKA OT
HeobXoaAMMOCTUN NOBTOPSATb T€ aCneKTbl 3HAHWI, KOTOPbIE OH yXXe OXBaTuI B NpeablayLen
cuTyauumu.

— [pu oueHke peLleHns y4acTHUKa Mbl CTAaBUM NPUMEPHO MOSIOBUHY OT MMEHLLMXCA OLEHOK 3a
yNnoMUHaHMWe KaxJoro acnekTa (Takoro kak « CoobLueHne MHopMaLumy ), KOTOpbIN
[LeMOHCTPUPYET NPUMEHEHME NONMYYEHHbIX U3 Kypca 3HaHWI

— Kak Mmakcumym, Mbl CTaBMM BTOPYO MOMOBUHY OT OLIEHOK, ECIIN YYaCTHUK LAET KpaTKoe
onuncaHune Toro, Kak OH BbINOMHMM Obl 3TOT acnekT (Hanpumep, noa 3aronoskoM «CoobuieHne
nHdopmaLmmny, obbsacHsANA, 4To Bbl OyaeTe aenatb, Npeaynpexaas o 3agepkkax 1 gaBas
peanncTUYHble BO3MOXHbIE BapuaHTbl), HO Mbl HE OXMaaemM 00nbLLIOro Konnyectea
noapobHocTen.

Mo ncteveHun 30 MUHYT NPOCMOTPUTE OTBETLI M NOMPOCUTE yYacTHMKA NPOSICHUTL Te OTBETHI,
KOTOpbIe HESICHbI UMW HanMcaHbl Hepa3bopumBo. He nbiTakTeCk NCMPABNSATL OTBETbI y4aCTHUKA
UNn yKasblBaTb, ABNSOTCSA N OTBETbI NPaBUNbHBIMU U HENPaBUIbHBIMMN.

OueHunTe 3TOT TECT No3gHee, ncnonb3ysa cogepXxallyrcd B 3TOM JOKYMEHTE BeaomMocTb OLEHOK.

MNepeparite Bce Bymary 4aHHOTO y4acTHMKA HY>KHOMY peLeH3EeHTY Asi NPOBepKU, OKOHYaTENbHOro
peLLleHns 0 TOM, YCNeLIHO N1 NpoiaeH TecT YPOBHS, U Bblgayun Kakoro-nMbo yaoCTOBEPEHUs O
NPOXOXAEHNN KYyPCOB.
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CUTYALUMUA

Bbl siBNsieTecb KOHCYNbTAHTOM MO 06GCnyMBaHWio B 6onbLIOM nNpeacTaBuTenscTBe. XoTs Bawa
OCHOBHas! posib 3aKr4aeTcsi B 3anncy aBToMobuner KnMeHToB Ha o6CrnyXMBaHne U PpeMOHT,
Bbl, kpoMe Toro, y4actByeTe B NpUEMKE U Nepeaaye HOBbIX aBTOMOOMNEN.

Bbl npuxoguTe Ha paboTy ogHaxabl YTPOM U NpoBepseTe perncrpaumio obecnyxueaHus. B
nepBoOW NOMOBUHE yTpa aBTOMOOMNM NpMbbLIBAOT A8 06CNyXMBaHUA NO NAOTHOMY rpaduky,
nocne 4ero rpaduk 3ameansaeTcs 40 cepeayvHbl BTOPOW NOMOBUHbI AHA. Bbl 3HaeTe, 4To Mogenu
MPV 1 MX-5s 6ygyT noctynaTb NO34HEE YTPOM, HO 3TO HE COCTaBMT NPOGMEMbl N3-3a CHUXKEHNS
Temna 3BOHKOB MO 06CnyXnBaHuio.

3axoguT Baw wed v rosoput Bam, 4To 1n3-3a 60ne3Hn Bel OygeTe cerogHs €AMHCTBEHHbBIM
AexypHbiM KoHcynbTaHTom no obenyxmeanunto. OH roBOpuUT, YTO NonbiTaeTcs HanTu Bam koro-
HMOYaOb B MOMOLLb, HO HE MOXET 3TOro rapaHTUpoBaTh. ATO TOXE He crnvwkom Bac 6ecrniokouT,
nockonbKy Bbl YyBCTBYEeTE, UTO B COCTOSIHUM CNPaBUTLCS C Aenammn cerogHsawHero aHs. OpgHako
AeHb Kak pa3 cobupaetcst ObiTb O4HUM U3 TPYOHbIX.

HOMEP OlUH

B 8.15 yTpa npubbiBaeT rocnogmH SHApPHOC co cBoMM aBToMobunem Mazda6, KoTopbii OH
3anucan Ha ctaHgapTHoe obcnyxnBaHue nocne npobera B8 50 000 munb / 80 000 knnomeTpos.
OH pacckasbiBaeT Bam, 4To 3T0 aBTOMOOMNb 06LLEro NONb30BaHMSA €r0 KOMMNaHUN, KOTOPbIN Obin
He[aBHO eMy BbIOENEH, U Pas3 YK OH 3akasan obcnyxunBaHue, oH NpeanonaraeT, YTo MmydTa
cTana npockanb3blBaTb. Y HEro HET TEXHUYECKNX 3HAHWI, U OH HUKOTA4a He BOAUS aBTOMOOWIb
Mazda go Toro, kak emy Bblaenunu 3ToT ABe Heaenu Hasaa. Ero ocHoBHas npobrnema coctouTt B
TOM, YTO Ha 3aBTpa OH 3anyiaHMpPOBas BaXKHY AEMOBY MOE3AKY, KOTOPYI HENb3S OTNOXUTL, a
Y HEro HeT Apyrmx TPaHCMNOPTHbIX CPEACTB.

HOMEP ABA

UpesBblvaliHO pasapaxkéHHblli r-H bapToH, KoTopblili 3anucan ceoil aBTomobunb Mazda3 Ha
nepBoe o0cnyXuBaHue, BXoAUT U NOOXOANT K Ha4arny ovyepeaun, Xanysicb, 4To Bce MecTa
napkoBku anst o6cnyxmnsanms/MOT 3aHATbI HOBBIMYM aBTOMOBUNAMU. OH rOBOPUT, YTO NOTpaTUn
20 MUHYT, NbITAsACb NPUMNAPKOBATLCH, U B OTHasHUM OCTaBUI MaLUMHY Ha XXEMNTOW pasMmeTKe 3a
npegenamu npegcraeutensctea. OH TpebyeT, YToObl Bl HEMeANEHHO NepecTaBunn €€ unm
3annatunm nobble wrpadbl 3a NapKoBKy, kKOTopble Mornm 6bl nocnegosatb. OH GpocaeT Ko4n
OT MaLLUMHbl HA KOHTOPKY U BbIXOAUT BOH.

HOMEP TPU

O6bI4HO B MACTEPCKOM HaxoOauTCsl 5 TEXHUYECKMX CreLmanmncToB BbiCLLEN KBanudukaumm, Ho
[>KOH, BEPOATHO, NyYLLMNA TEXHUYECKUIA cneuunanucT B Bawen dompme, crioman Hory, urpas B
dyT60n. HavanbHMK MacTepcKom roBOpUT, YTO Ha 3TOM HeJene OH CNpaBuTCA, HO cneayoLas
Hegensi OygeT HacTosiwen NPobrieMon n3-3a OTNYCKOB M y4eOHbIX MeponpuaTnin. HavanbHUK
MacCTepCKon 0COOEHHO BO3OYXOEH B AAaHHbIN MOMEHT 1 TpebyeT, 4ToObl Bbl MaMeHnnu rpadumk
BCEro 3anflaHMpPOBaHHOIO Ha CriefyoLwyo Hegernto o6cnyXnBaHusa/peMoHTa n BEPHYnN eMy K
obeny and noaTBEPXXOEHUS HOBLIX JOrOBOPEHHOCTEN.

D e OCAASEION] |
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TecT ypoOBHSl 3HaHUMN M

PELUEHUE

HOMEP OIMH
OCHOBHbIe HaBbIKU OOLEeHnsA

HOMEP OBA
PaboTta c npeTeH3uen
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PELUEHUE

HOMEP TPU
AocTuxeHne NoONoXuTenbLHOro pesynbraTa
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TecT ypOBHS 3HAHUM M
BEOOMOCTb OLIEHOK

ONO yyacTHUKa: MecToHaxoxaeHne npeacraBuTensLCTBa:

OO nposepsaOLLEro: [aTa TectupoBaHus:

O6Lume 3amevaHusi TPOBEPSIIOLLETO:

Mognuce NpoBepstoLLEro: JaTa:

O6Lwme 3amevaHnsi peLeHs3eHTa:

PO peueHseHTa:

Mognuck peueHseHTa: JaTa:
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TecT ypOBHS 3HAHUM

PELWUEHWA OANA HOMEPA OAUH

NEWUCTBMUE MAKCUMAIIbHbBIE | NMOCTAB-
OABAEMbIE NEHHBLIE
OLIEHKU OLEEHKU
Opyxento6Ho n npoceccnoHanbHO NO3/OPOBAaTLCA C KIIMEHTOM 3
Takune NyHKTbI, KaK: COCPeaOTOYUTb HA HEM BHUMAaHWUE; CNIPOCUTb, Kak 2
€ero 30ByT
Mcnonb3oBaTb LUK 06LeHNA:
—  Coobwutb nHhopmaumio: 3
—  Takve NyHKTbI, KaK:: 06BACHUTb, YTO BaM Hy)HO OyaeT NpoBepuTb
aBTOMOOUIb; NpeaynpeanTb, YTo Ntoboe ycTpaHeHue aedhekToB
TpebyeT Apyroli AOrOBOPEHHOCTU O BpeMEHU; AaTb pearnucTUYHbIe
BapWaHTbl Ha BbIBOP Ar1s cCOXpaHeHUs! ero MOBUMBHOCTM, ECIN
NoHaaobUTCst PEMOHT
— 3apaTb BONpOChHI: 5
—  Takue NyHKTbI, KaK: CPOCUTb O CUMMTOMAX; NPeaSIoKUTb 5
BO3MOXHbl€ BapyaHTbl Ha 3aBTPa; UCMONb30BaTb OTKPbLITLIE,
HaBOASALLME W 3aKPbITblE BOMNPOCHI
— Bbicnywartsb: 3
—  Takue nyHKTbl, KaK: COCpPeaoTOUMTb BHUMaHWUE; He NnepebunBaTs; 2
AenaTb 3anucu; NpoBepPUTL NOHUMaHNe
— MNopTtBepaonTh: 3
—  Takue nyHKTbI, KaK: NoKas3aTb, YTo Bbl crnylwaeTe; NOBTOPSTD; 2
AenaTtb 3anucu; bblTb YECTHBIM MO NOBOAY TOFO, YTO MOXHO
caenatb
XecTbl: 3
Takue NyHKThI, Kak: OblTb OTKPbITLIM U BbIMMAAETh 3aUHTEPECOBaHHbIM 2
ToH peun: 3
Takne NyHKTbI, KaK: COXpaHATb MO3UTUBHOCTb 2
Mcnonb3oBaTb NpaBUiibHbIE ClOBa: 3
Takune NyHKTbI, KaK: NO3UTUBHbIE CMOBA; OTpULATENbHbIE CMOBA, 2
ConpoBOXaaLLMECS NO3UTUBHBLIMU; HO M3beraTb HEWTPanbHbIX CIIOB
CornacoBaTb pelueHue C KITMEHTOM:
Takue NyHKTbI, Kak: NPOXoANUTb MO LUKy OOLLEHMS, NOKa KITMEHT He 2
OyOeT yooBneTBOPEH
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TecT ypOBHS 3HAHUM

PELWWEHWA ONA HOMEPA IBA

ONENCTBUE MAKCUMAINbHbLIE | MOCTAB-
OABAEMBIE NEHHbIE
OLIEHKM OLIEHKM
PaspelueHve npeTeH3umn
—  W3BuHUTBLCA: 5
—  Takvie NyHKTbl, KaK: CKOHLEHTPUPOBaTb BHUMAHWNE Ha KINEHTE; 5
CrnyLaTtb, He NOMPaBIsis €ro; U3BMHUTECSH BEPHBIM TOHOM, CONPOBOXAAs
BEPHBLIMU XecTaMmu
—  YcunuTb BnevatneHue: 5
—  Takue nyHKTbl, KaK: NOAYEPKHYTb NOHMMaHue BO34ENCTBUS Ha 5
KINMeHTa; MCNoNb30BaTb MCKPEHHWUI TOH peyn
— Ybeoutb: 5
—  Takue nyHKTbI, Kak: cdhopmynupoBaTb, kak Bbl ByaeTe pewats 5
HenocpeacTBEHHy0 Npobnemy; obecneunTb, YTOObI KITMEHT Obin
NMOMHOCTBIO YAOBNETBOPEH; 0OBACHUTB, YTO Bbl HE fonycTuTe,
4YTOObI TaKoe NPONCXOANIO BNpeab
3aKpbITb NPETEH3UIO: 5
Takue nyHKThI, Kak: CkasaTb COTPYOHMKAM, YTO OHM OOJIKHbI U3MEHUTD; 5
OOMNOXMWTb O Npobreme MeHeoXepy; No3gHee pacckasaTb KITMEHTY O
TOM, Kak npouecc Obin ycoBepLIeHCTBOBaH
YcnokouTtb paccepXeHHbIX KITMEHTOB: 5
Takne nyHKTbl, Kak: OCTaBaTbCHA CNOKONHbLIM; HE BTAMMBATLCA B CMOP; 5
MCMONb30BaTb OTKPbITLIN A3bIK XXECTOB; COXPaHATb YBaXUTENbHYIO
ONCTaHUNIO
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TecT ypOBHS 3HAHUM w

PELWUEHWA ONA HOMEPA TPU

OEUCTBUE MAKCUMAITIIbHBIE | MOCTAB-
OABAEMbBIE NEHHbLIE
OLIEHKK OLIEHKK

MoaTanHbIN NpUHUKMN noaxoaa

—  Bbicnywartb TpeboBaHusA knveHTa (B ToM criyyae — HavyanbHuka 5
MacTepPCKOM):
—  Takue nyHKTbI, KaK: NnokasaTb, YTo Bbl criylaeTe; NnpoBepuTb 5

NnoHMMaHue, He CrnopuTb

—  MbIicnUTb TBOPYECKN: 5

- Takue NYHKTbI, KakK: 3agatb AONOJIHUTESIbHbIE BOMPOCHI, 4YTOGbI 5
YCTaAHOBUTb, YEro OH MOXeT OXXnaaTb; NONPOCUTb
OOonoNHnTenbHOE BpeMsa Ha o6cy>|<,u,eHV|e C KonneramMmu; nonckaTb
TO, YTO LIEHHO Ansa Hero, a Bam ctont mano

— [lpepnoxutb pelueHue: 5

—  Takue nyHKTbl, Kak: NOAYEPKHYTb BbIroabl As KIUeHTa: 5
00BACHUTD, KaK peLleHne NpubnkeHo K ToMy, YTO eMy, MO ero xe
CroBaM, HY>XHO

- MoaroToBUTLCA K BO3pPaxXeHnam mn pa60TaTb C HUMM: 5

—  Takue nyHKTbI, Kak: MoYemMy 3TO abCONOTHO JyuLlee, YTO MOXHO 5
coenatb; NOArOTOBUTLCA NPEANOXUTb HEMHOTO BorblUe; 3HaTb
CBOI OKOHYaTENbHY0 NO3ULMI0

—  J[AOCTUrHYTb NONOXUTENbHOrO peLueHUs: 5

—  Takue nyHKTbI, Kak: eCrnv JOroBOPEHHOCTb AOCTUTHYTA, 5
noabITOXbTE €€, 3aJ0KyMEeHTUpYNTe, nobnarogapute 3a TepneHue
N nogvYepKHUTE NOSNOXUTENbHBIE CTOPOHbI; €CrN JOTOBOPEHHOCTb
He JOCTUrHyTa, JOroBOpUTECH O CrieaytoLlem aTane u nonpocute
BpPeMs Ha NOBTOpHOe 064yMbliBaHWe
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