7 Service
Receptionist

vi

NPEABAPUTENbHbLIN MNAKET

ObLweHne B npoLecce obcnyxmBaHnUa —
OCHOBHbIE NOoNOXeHuns

CT-RL1008

: :7#5 LA -_i.ri ;l“"'.



Huvikakas n3 yacten nedaTHoOm KonmMm He MOXET BbiTb BOCMPOU3Be4eHa HU B Kakon
dopme Be3 paspelueHus co ctopoHbl Mazda Motor Europe GmbH.

MnniocTpaunm, TexHnyeckas MHopMaUns, AaHHble U OnUcaTeNbHbIA TEKCT B IaHHOM
n3gaHuK, No HawemMy MHeHMo, BbINy NpaBuNbHbLI HA MOMEHT Nepeaayn B nevartb.

Kakne-nmbo HETOYHOCTM MK ONyLLEeHNs B JaHHOW Ny6nukaumm He MoryT noBneYb 3a
cobol kako-NnMbo OTBETCTBEHHOCTU, HO ObINN NPeaNpPUHATLI BCE BO3MOXHbIE YCUINSA
no obecneyeHnto NOMHOTLI U TOYHOCTM JAHHOW Nybnukauum.

© 2005
Mazda Motor Europe GmbH
Training Services




N
NMpepBapuTenbHbIU NakeT Qﬂ

BeBepeHue

Kypc OCHOBHbIX nonoxeHnn no obweHnio B npouecce obcnyxmBaHua ©Oyger
KOHLeHTpupoBaTbCs Ha Bawem exegHeBHOM obLieHun ¢ knueHtamu. Kypc oxsaTtbiBaeT:

e  OCHOBHbl€ HaBblkM OOLLEHUS
e paboTy C NPeTEH3NAMU KIMEHTOB

e ypoBreTBopeHue TpeboBaHWIA KNMMEHTOB C Lienbio obecneyeHnst NoNoXUTENbHOro
pesynbTarta npu nobbix 06cToATENLCTBAX.

[ns noaroTtoBKM K STOMY KypCy BbIMOSHWATE, MOXanyncra, cregylowme OencTeus.
3anncaHHas ctoga nHdopmauunsa 6yaet ncnonb3oBaHa B TeUYEHNE 2 OHEN.

1. MNepeuncnute TMNUYHbIE BUAbI OGLLIEHUSA, KOrAa MOFYT NPOU3OMTU He[OopPa3yMeHUs ¢
KITUEHTOM.

Tenepb 3anuwunte, 4YTO Bbl MoOrnmM Obl nNpeanpuHATbL, 4TOObI M3bexaTb
HeAopa3yMEHUMN C KITMEeHTOM.

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

YTo Morno 6b1 NPOU30NUTH, ecriv 6bi C HUMK

TunuyHble NpeTeH3un
HenpaBuUNbHO paboTanu

3. Mepeuncnurte 6naHkn, kotTopblie Bbl ncnonb3yeTe eXXegHeBHO, U NPUHECUTE C
Cc0o60M Ha KypCbl UX KOMUMN.

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

= OO N
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1. BeegeHue n uenm

2. OcCHOBHbIe HaBblkK 0bLLEHUS

3. Pa6GoTta ¢ npeTeH3uamm

4. MonoxuternbHble pe3ynbTaThl

5. MpakTuyeckmne 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 n OueHkn Kypca
1.3 CTpacTb K BOXAEHUIO
lMocpeacTBOM MNEPBOKMIACCHOTO OOCMAY)XUBaHMA KIMEHTOB Mbl CTaBUM CBOEW LENblo
onpaegaTb hopmynnpoBku «CTpacTn K BOXOEHNION:
e byayuu BoguTtenem aBTomobuns Mazda, Bbl moxeTe 4yBCTBOBaTb HEMHOIO
CMOPTUBHOCTU B Kaxkaon mawmHe Mazda — Zoom-Zoom!
e Mhl, B CepBuce Mazda, kak pa3 cnocobcTsyem TomMy, YTOObI 3TO 0coboe YyBCTBO
NPOAOMKanock Ha NPOTsKeHUW Bcero Bawwero onbita obnagaHns Takmv
aBTomobunem.
e Mbl pasgensiem Bawy cTpactb kK aBTOMOOMASIM, U Mbl NpegaHHo 3aboTumcs o Bac n
Bawem aBTomobune Mazda. 3710 nposiBnsieTca B TOM, Kak Mbl kK Bam oTHocumcs, B
TOM, KaK Mbl yxaxvuBaem 3a Bawuvm asTomobunem n B Tom, kakoe obecrneyvsaem
Ka4yecTBo.
e OGecneyeHue Toro, YTOOLI Kaxkaasi noesaka octaBnsAna Ha Bawem nuue ynbiGKy — BOT
Lenb Hallen paboThbl.
1.4 3apaua n cdepa paccMoTpeHUsA Kypca

B gaHHOM Kypce paccmaTpuBaloTCs OCHOBHbIE HaBbIKM, KOTOPblE HYXHbl Npu paboTe C
KnueHTamu, 4ToObl rapaHTMpoOBaTb, YTO OHU YNAYT C MOMOXUTENbHLIM BreYaTtneHmem ot
dumpmbl Mazda.

Kypc oGpaliaeTtcst kK Bonpocam 0 TOM, Kak paboTaTb C NPEeTEH3NsIMU KIUEHTOB M 4YTO Bam
cneayet genaTb Npu Ux paccMmoTpeHun. Kypc Takke paccMaTpuBaeT pasnmyHble cnocobbl,
KakuMn MOXHO o00ecneynTb, 4YToObl KIMEHT (U koMnaHust Mazda), B KOHEYHOM CYETE,
MPULLIN K NONOXUTENBHOMY pe3ynbTaTy BU3uTa.

K KOHLY BTOPOro AHA BCE 3HaAHUA, nony4dYeHHble B XO4e Kypca, pe3ltoMUPYHTCA U naétca
BpeMd NpUMEeHUTb Ha NpakKTUKe HOBbIE HaBbIKX Irpynnbl B cbopme poneBoM Urpbl.

EOONA=Z O
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1.5

1.6

BBegeHue v uenu

Llenu kypca

K koHUy 0ByyeHuns Bbl nsyuute:

OCHOBHbIE HaBblkM 0BLLEHUSI, HEOOX0aMMbIe NS BbINoONHeHUst Bawel paboThbl
YTO NPUBOAMWT K HE4OPa3yMEHUSIM U Kak NOCTynaTb B Criyvae HefopasyMeHUin
aneMeHTbl Uukna obLieHus

BbIACHEHWNE NPUYNHbI NPEeTEH3UN KIMEHTa U 3de)eKTVIBHoe 06pau_|,eHV|e C NpeTeH3naAMun
KIMNEHTOB

obpalLeHne ¢ pasrHeBaHHbIMU KIMEHTaMM

BeeHNe NeperoBopoB C KNMEHTOM C LIefNbo Haunyyllero ans Hero u ans Bac
peLleHus

YMeCTHbI€ CUCTEMbI OJ1A 3allUTbl BaC N KIMNEHTa

pas3birpbiBaHne ponel7| npu O6LL|,eHI/IVI, KOTOpOE MMEET MECTO Ha pa3HbIX 3Tanax
KOHTaKTa C KITMeHTOM.

OdmumanbHoe npeacTaBreHue rpynnbl

BC1 - O®PULINAJTIbHOE NPEACTABJIEHUE

Nwmsa:

[omkHoOCTb:

Bpemsi paboTbi:

OxungaHna ot Kypca:

1.

N LN

Curriculum Training




N
OCHOBHbIe HaBbIKU O0OLLEeHUA Qﬂ

2. HOBHbIe HaBbIKM OoOWEeHuA

K KOHLY 3TOro 3aHATUA Bbl:
. n3y4vunTte atanbl npouecca 06CJ'Iy)KI/IBaHI/I$I KNMeHTa, rae BaXkHo obLeHne

° n3y4nte OCHOBHbIE HAaBbIKU 06LLI,GHI/IF|, HGO6XO,EI,I/IMbIe Ana BbINONHeHUs Baluen pa6OTbI

paccMoTpuUTeE, YTO Bbl3biBA€T HEeAOpPa3yMeHNA N Kak C HUMU NOCTYyNaTb

N3y4nTe 3reMeHTbl UuKna obLLeHNs

21 Mpouecc ob6cnyXmMBaHUA KNMeHTa

wé'l?

4. Cnyx6a nnaHMpoBaHWUsi CPOKOB

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

\

3. AKTUBHBIV KOHTaKT C

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

! € MKC. LieHowm

9. MNpensaput. 3akas
netanen 8. Cnyxba knneHToB
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Qﬂ OCHOBHbIe HaBbIKU OOLLEeHUA

2.2 HocTnmxeHne coBepieHcTBa - CSI

Hawen uenbio aBnseTca OOCTUXKEHME coBepleHCTBa Ha KaXaoM 3Tane npouecca
O6CJ'Iy)KI/IBaHVIFI KINneHTa.

O6blyHO oueHka CSI (MHaekc yooBneTBOPEHUS KMMEHTa) cknagblBaeTCca U3 CrieayroLmnx
3NEMEHTOB:

e OpraHusaumns genoBown BCTpeun

e BnevaTtneHve oT TeEXHUYECKUX CPEACTB
e BnevaTtneHwue oT nepcoHana

e BpemeHHble acnekTbl

e KauectBO paboThl

e [lepegaya aBTOMOOMNS

° CoOTHOLLEHME LIEHbI U KadecTBa

Kpome Toro, CSI npoBepseT, MMerno nn MecTo cnegyrollee:

e [lpenonoXxeHne cHadana ocMOTPeTb aBTOMOOWUIb

e CoobLleHne o roToBHOCTN aBTOMOOUNSA

e KoHTakT nepep BbINOSIHEHNEM THOOOMN JONONHUTENBHOM paboThbI

e [lepegaya c MCNONb30BaHMEM CEPBUCHON/PEMOHTHOM KapTbl

e [lpegnoxeHue 3annaHMpoBaTh criegytoliee TexHnyeckoe obcnyxmsaHme

e  KOHTPOmnbHbI 3BOHOK A1 IPOBEPKN YAOBNETBOPEHHOCTH paboTol

8 Curriculum Training



OCHOBHbIe HaBbIKU O0OLLEeHUA M

2.3  [Opyxeno6Hoe n npodeccuoHanbHoe obLeHus

Ha kaxxgom aTane obCnyxmBaHUS KIMEHTA XU3HEHHO BaXKHO pasroBapuBaTb C KIMEHTOM
APYXXentoBHO 1 NpodeccroHarnbHo, YTobbl BCe KIMMEHTbI MOKUHYMM NPEeACTaBUTENbCTBO C
NONOXWTENbHbLIM BreYaTNIieHNeM OT NOMyYEeHHOro OBCNYXMBaHWS.

MpodeccroHanbHoe obLeHNe ¢ Konneramm U NocTaBMKammn Takke BeCbMa BaXHO. JTO
rapaHTUpyeT XOPOLUYHd COBMECTHY0 paboTy Kaxaoro B Lensx npeaocTaBneHus
BbICOKOKQYECTBEHHOIO 0OCNY>XNBAHUS KITUEHTY.

Ypoenute 5 MUHYT NepeqncneHuto TUMUYHbLIX BMAOB OOLLEHMSI, KOTOPOE MPOUCXOAUT B
BalWem npeactaBUTENbCTBE — [ANs  PYKOBOACTBA WCMONb3yWTe CXemy npouecca
00CcnyXnBaHUs KIMeHTa.

BC2 - TUNMWYHbIE BUAblI OBLLUEHUA

Curriculum Training 9
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Qﬂ OCHOBHbIe HaBbIKU OOLLEeHUA

2.4

10

Y10 MOXHO ObINIO Obl YNYYLWNUTL? Y10 3TO 3HAYUT ANsA KNueHta?

BaxHo, 4TOObI KNMEHT 4yBCTBOBan, YTO MM gopoxaT. Ecnu KnneHTbl YyBCTBYIOT, YTO KX
HeJOoOLeHMBaT UMW YTO OHW ABMSKOTCA MOMEexXou Bawemy paboyemy pacnopsgky, 3T1o
MOXeT NPUBECTU K TOMY, UYTO KINNEHT He BepHETcA. [laBanTe pacCMOTPUM Apyrne npudmHbl
Heopa3yMeHUN C KITMEHTaMMU.

MpenoTepalweHne HegopasyMeHUi

B Balwem npensapuTensHOM Makete Bac MPOCUMM 3anucaTtb TUMUYHbIE BUAbl OBLLEHUs, B
npoLecce KOTOPOro NPOUCXOAsT HeAOPa3yMeHus.

= AT N
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OCHOBHbIe HaBbIKU O0OLLEeHUA Qﬂ

BC3 - NPEAOTBPALLEHUE HEQOPA3YMEHUN

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

e Kak obecneuntb, 4TOObI 00OLLEHME BCeraa Obino He4BYCMbICIIEHHbLIM?

2.5 NMpoBepka NOHUMaHUA

YKn3HeHHO Ba)HO, YTOObLI Bbl MOHUMAaMW, YTO cKasan KMUEeHT, U YTobbl KNWEHT NoHuMman,
YTO ckasanu Bbl. Bbl AOMKHbI AEACTBOBAThL C UcMonb3oBaHMeM Linkna obueHus:

e Coo0LeHune nHchopmaumu.
e Bonpocbl.
e Bbicnywusanue.

o [loaoTBepxaeHue.

CooowuTb

MoaTBepANTL - — - 3apaTh Bonpochl

waTb

Curriculum Training 11
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Mcnonb3oBaHue 3TOro Lmkna o3Ha4vaeT, YTo Bbl He ynycTuTe HMKakmMx 3TanoB, COBEPLUEHHO
HeobXxoanMbIX Ans NPEBOCXOAHOro obueHns. Hanpumep:

¢ Bkl coobwaeTe nHopmMaUUIO KINEHTY

e Bbl 3apaéTte emy Bonpochl, 4TO6bI MPOBEPUTL MOHUMaHUE UM NOMYy4YEHHOWN
WHdopMaLnn

e Bbl cnywaeTe, 4TO OH Bam rosoput
e Bbl noarBepxapaeTe, YTO MOHSANN €ro OTBET.

Ecnun Bam Hy>XHO COOGLUTL AONONHUTENbHYIO MH(OPMaLMIO, Bbl CHOBa MPOXOAUTE MO
UmKny.

Ecnv BaM Hy)XHO MOMY4YUTb AOMNONHUTENbHYI MHOpMauuio, Bbl ABUraeTechb NpPsiMo
MYHKTUPHOW NUHWUM 1 3aAaéTe AONONHUTENbHbIe BONPOCHI.

Hauvano |_||I/IKJ'Ia MOXET ObITb B NOOON TOUKE, B 3aBUCMMOCTU OT TUNa O6Ll.l,eHI/IF|.

Ecnu oH HadyuHaemcs knueHmMoM, 3adarowumM 80rpoc unu coobwarouwum UHgopmayuro,
Bebi cniywaeme.

Ecnu oH HabyuHaemcsi ¢ 06bsICHEHUST Ye20-lubo KriueHmy, Bbi coobwaeme uHgopmayuio.

12 Curriculum Training



OCHOBHbIe HaBbIKU O0OLLEeHUA M

maZDa

BC4 - LMK OBLUEHUA

Bawu 3ameyaHus

[aeante npoBepuM kaxapih anemeHT Linkna obLueHnsa no ovepeau.

NS N
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Qﬂ OCHOBHbIe HaBbIKU OOLLEeHUA

2.6 Coo6ueHune nHcgpopmaumm

B npouecce cooblieHuss MHgopMauuM KvMeHTy ybeauTechb, YTO Bbl OCO3HaETe CBOM
XXECTbl, UCMOMb3yeMbI BaMU TOH U NPOU3HOCMMbIE BaMK CrOBa.

2.6.1 XecTbl

BC5 - XECTbI

3HauyeHue XecToB

Curriculum Training
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OCHOBHbIe HaBbIKU O0OLLEeHUA Qﬂ

OTKpbITbIN A3bIK XXeCTOB 3aKpbITbIN A3bIK XX€CTOB

Kakoe coobleHne nocbiniaeT HEBEPHbIN A3bIK XKeCTOB KIUEeHTY?

Curriculum Training 15
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2.6.2

2.6.3

16

Y6eauTech, YTO Balll S13blK XXECTOB OTKPbITbIA. OTO 03HAYaeT, YTo Bbl AoOpoxkenaTenbHbl K
OKpPY>KatoLLIMM.

MNoppepxaHue XOpPOLWNX B3aMMOOTHOLLEHUN

Mpun ntobom obLEeHnN ¢ NAbMU HaM HY)XXHO NOAAEepPXKMBaTb XOPOLLUME B3aUMOOTHOLLEHWS,
ybexgascb, 4TO NUUO, C KOTOPbIM Mbl FOBOPWUM, 4YyBCTBYeT cebs yoobHO B Halwlem
obLlecTBe.

YTtoObl noaaepXmBaTtb 3T Xopowne B3aMMOOTHOLLUEHUA:

e OO6paTuTe BHUMaHWe, Kak Nioan CUaNAT, CTOAT, XOAAT, HAKMOHSTCSA U NEPEHOCHAT BEC C
OOHOW HOTY Ha ApYryto

e O6paTnte BHMMaHNE Ha BbIpaXXEHUST UX NNL,

e [locmoTpuTe, MOXETe N Bbl OTBEYaTb, U3MEHUB NOA06HbLIM 06pa3oM CBOH
XKECTUKYNALMIO

e YGeauTtech, YTO HE MPOU3BOANTE BreYaTneHus napoancta — byabTe HeHaBA3UYMBDI.

Ecnm wmbl  3a6oTumcs O nopaepkaHuuM  XOpPOLUMX  B3aUMOOTHOLLEHWMIH, Mbl  4acTo
GeccosHaTenbHoO oyGnupyem unv noacTpamBaemcs Nof KeCTUKYNALUIO APYrMX Noden.

BC6 - AYBJINPOBAHUE UITM COOTBETCTBUE

BaxxHO cooTBeTCTBOBaTb MOBEAEHUIO W OENCTBUMAM KNueHTa. Bbl oOHapyxute, 41O
nogctpavBaeTecb MO4 MOBeAEHWEe [pYyroro nuua ecTtecTBeHHbIM obpa3oM Mo mepe
BbICTpaMBaHNSA XOPOLLNX B3aMMOOTHOLLUEHU C HAM.

e CoOTBETCTBME NOBEAEHWNIO KaKOro-nmbo nuua co3gaéT nyylne B3avMMOOTHOLLEHUS C
HVMM, B TO BPeMSsl Kak HECOOTBETCTBUE BEAET K KOH(INKTY.

e CooTBeTCTBME M3BMEKAET HAMBObLLYIO NOMb3Y U3 CXOACTBA C HUM U NpeyMeHbLIaeT
3HaYMMOCTb Pa3nnyuni.

e Ecnuy Bac HeT xopoLuMx B3aMMOOTHOLLEHWIA, Bbl HE JOCTUIHEeTe 060AHO
yAOBNEeTBOPUTENbHOIO pesynbTaTa.

ToH Bawero ronoca
e laMeHeHMe CKOpPOCTb U IPOMKOCTb CBOEN peyun 4O CKOPOCTU U IPOMKOCTU ApYrnX
nogen 3actaensieT nogen YyyBcTBoBaTh cebst ygobHee B pa3roBope C Bamu.

e [@apMOHM3aLUsi TOHA M TEMNA PeYn NPUHOCUT XOpPOoLLME pe3yrbTaTbl.
e Ho He nbiTanTecb NepeapasHMBaTh NOAEN — 3TO MOXET NPUBECTU K KOHMDIUKTY.

Takum O6p830M, €CIMN KIUEHT roBoput 6bICTpO, YCKOPbTE CBOK pEYb. Ecnu oHun roBOPAT
TUXO, NOHU3bTE rOJyI0OC OO0 COOTBETCTBUA WMX rosioCaM; TOYHO TakK >XXe, eClin OHU TOBOPAT
FPOMKO, TaKXe yBelinibTe rPOMKOCTb CBOEIro rofioca.

EyﬂbTe OCTOPOXHbl C aKueHTamMu, BallnM W KIMMEeHTa. HeKOTopre aKUeHTbl ObiBaeT
TPYyAHO NOHATD, CJ'IyLLIGI?ITG 0COBEHHO BHMMATENBHO NIOAEN C CUITbHBIMU aKLEHTaMM.

Curriculum Training
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2.6.4 Wcnonb3yemble BaMMu CfioBa

B pasroBope C KMMEHTOM >XM3HEHHO BaXXHO, YTOObI OH MOHMMan WCMNosfb3yeMble BaMu
cnoea. CoxpaHanTe NpoCTOn A3biK.

N3beranTte xaproHa, Bbl MmoxeTe 3HaTb, YTO Takoe CTEMEHb CxXaTusa Ansi aBTomobuns, a
KNMeHT MoxeT He 3Hatb! O6g3aTenbHO MNOMHOCTBI OOBACHANTE BCe TEXHUYEecKue
TEPMUHBI, YTOOLI KITMEHT BCE NOHUMAar. ATO TakkKe NOMOXET n3bexaTb HeaopasyMeHMW.

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

BC7 - UCTOJIb3YEMbIE BAMU CJTOBA

YTBepauTtenbHbie HenTtpanbHble OTpuuaTtenbHble
ha MoxeT ObITb Het
I

N3berante ncnonb3oBaHnsl HENTPanbHbIX CIOB, TakM Kak « MOXET ObITb», «BO3MOXHO» UM
«BeposiTHO». Ha camom gene 3Tu crnoBa HUMYEro He 3HavaTt, HO MOryT cOmBaTb C TOSKY.
Hanpumep, «A coenaio 310 Kak MOXHO ckopee». KrnveHT MoXeT nogymaTtb, YTO Bbl
caenaeTe 3TOo, Kak TONbKO 3aKOHYMTE C HUM FOBOPUTL, B TO BPEMS KakK Bbl MMeeTe B BUAY,
YTO BbLINONHUTE 3TO 4epe3 2 unm 3 vaca (korga y Bac 6ygeT HemMHOro cBoGOAHOro
BpeMeHu). B Takom crniyvae nonbiTantech ckasatb «A gormkeH 6yay caenatb 3TO B TeYeHue
3 bnmKkanmnx 4Yacosy.

WTak, nonbiTanTeCcb WCNOMb30BaTh YyTBepAuTenbHble cnoBa W dpasbl. Korga Bam
npuxoanTca ncnonb3oBaTtb HeraTuBHbIE BblpaXXeHus, conpoBoxganTte nx
NONOXNUTENbHBIMK, COOOLLAA NPUYNHBI U PELLEHNE.

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

E NS OOV
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M OCHOBHbIe HaBbIKU OOLLEeHUA

e HenTpanbHbIN A3bIK OTKPLIT 4151 HENPABUIBLHOMO TOMKOBAHUA.
e Bawm cneayert Bcerga, korga TofnbKo MOXeTe, UCMOoNb30BaTb NO3UTMBHbIE CMOBA.
e Ecnu Bbl ucnonbayeTte oTpuuaTenbHble CNnoBa, CONPoBOXaanTe ux yTBepanTenbHbIMN.

° VMcnonb3oBaHne NO3MTMBHOIO sA3blka COﬂeVICTByeT nogaepxxaHuwo yﬂ,OBJ'IeTBOpéHHOCTI/I
KINMneHTa.

Cnoco6bl 3apaBaTb BONpPOCHI

BC8 — UI'PA B BOMNPOChHI

Y10 Takoe OTKpbITble U 3aKpPbITblie BOMPOCHI?

OTKpbITble BONPOCHI UCMOMb3YTCA Anst NONyYeHuss NoapobHON MHopMaUMKn. 3akpbiTbie
BOMPOCHI BNEKyT 3a co6oM NpocTble OTBEThI «A4ay Unn «HeT». Hanpumep:

«Koeda Bbi xomume 3abpameb ceol asmomobusib?» OTO OTKPbITbIA BOMPOC, U KIIMEHT
coobLWmMT Bam BpeMs, Koraa OH xoTen 6kl 3abpaTb CBOM aBTOMOOUb.

«bydeme nu Bbi 3abupamb ceol asmomoburib ce200HSA?» ITO 3aKpbITbld BOMPOC, Ha
KOTOPbIV KITMEHT MOXET OTBETUTb TONMbKO «4a» Ui «HeT». Bam noHagobuTcsa 3agatb emy
eLé ofuH Bonpoc, YTobbl y3HaTb, Koraa oH 3abepéTt aBToMobUIb.

OTKpbITbIN 3aKpbITbIN

= AT N

Curriculum Training




N
OCHOBHbIe HaBbIKU O0OLLEeHUA Qﬁ

2.71 TlocTtaHOBKa BONPOCOB NO NMPUHLUMY BOPOHKN

Moaxoq MO MPWHUMMY BOPOHKM HAYMHAETCA C OTKPbITbIX BOMPOCOB, MPOAOIKAETCS C
MCroNnb3oBaHMEM  METOAOB  30HAOMPOBaHWS WM 3aKkaH4YMBaeTCs  [OCTWKEHMEM
[OrOBOPEHHOCTM NOCPEACTBOM 3aKPbIThIX BOMPOCOB.

Hecneumbuqecme OTKpPbITbIe

Cneuundnyeckne oTKpbITbIe
BONpPOCHI

3aKpbITHIA BONPAC — YTOObI
NpPoOBEPUTbL NOKUMaHUe

N
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2.7.2 TpeanonoxeHus

20

Kak 6bl XOpOWO Mbl HW crpawuvBanu, €CcTb OA4Ha Bellb, KOTopas MOXEeT NPUBECTU K
oonbwnm npobnemam — NpeanonoXeHus:.

Ecnu mbl npepgnosaraem, 4to 3Haem OTBET, Mbl AaXXe He Ha4YMHaeM crnpalinBaTb.

Takune npeanosioXKeHund MOTyT OTHOCUTbLCA K I'IOTpe6HOCTFIM KIMMEHTOB, nx
NIaTeXeCcnoCobHOCTM U MX TOTOBHOCTU COMMAacUTbCs Ha peweHne nnn spemM4.

BC9 - NMPEANOJNIOXEHUA

I'Ipennonox(el-me Kak OHO MOXeT NOBNUATb Ha KINIMeHTa

Utak, Bbl BMOuTe, Kak BaXHO 3agaBaTb BOMPOCHI, ChnywaTb, 4YTOObI ycnbiwatb, W
npogorkate MNpoBepPATb MNOHUMaHue, 4Tobbl ybeauTbCA, 4YTO Bbl HE CTpouTe
NpPeanonoXeHnin.

N LN
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maZDa

2.8 BbicnywmnBaHue

BC10 — KOHTPOJIbHASA NMPOBEPKA CMMOCOBHOCTU BbICNYLWIATb

NS N
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22

I"IpvlquTe cebs KOHUEHTPUpOBaTbCA Ha NOJIHOM BHUMaAHUN

Wcnonb3ynte ntoboe ceBobogHoe BpeMsi B npoLecce o6ayMbiBaHMA ANs TLaTeNbHOro
aHanusa n yCBOEHUS! AaHHbIX.

Ob6ecneybTe MMHMMYM OTBIIEKAKOLWMX (PaKTOPOB U NOMEX

[eMOoHCTpupynTe ABHYI0 3aMHTEPECOBAHHOCTb

3apaBanTe yMHble BONPOChI U AernanTe yMHble 3aMedaHus

ByobTe 06beKTMBHBI U n3beranTe NpeaB3ATbIX MHEHUN

[aiite roBopsieMy BbiCKasaTbCH 4O KOHLIA U HE npepbiBanTe ero

MamaTb He Bcerga HagéxHa, npn HeobxoanMoCTn Aenante 3anucu

Monpocute NOBTOPUTL, YTOOLI NOATBEPANTL MOHMMaHUE N NPOBEPUTL NOAPOOHOCTU
Oco3HaBauTe, 4YTO roBopsiLLME He Bcerga NpoM3HOCAT TO, YTO MMEKOT B BUAY

He 6ontecb monyaHus

MpucywmnBanTech, a He NPOCTO ChnyLlanTe.
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2.9 MoaTBepxaeHue

I'Io,qTBepm,quwe TOro, 4YTO CKasall KIMMeHT — 3TO He TOJIbKO NOBTOpPEHNE eMY €ro CIroB. OHo
npegHa3Ha4yeHo AnA obecneyeHus eMy yBepeHHOCTU B BaC U BalleM npencraBuTesibCTBe.

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

° I"IpomsHoche 3BYKMH, NnoaoOHbIE «M-M-M» U «ara», U cnoBa TUna «s NOHUMalo» U
«XOpOoLUOo», 4YTOObI MOKa3aTb, YTO Bbl cnywaeTe U noHnmaeTe ero ﬂOTpGGHOCTVI.

e [lepedpasunpyiTe ero cnoea, YTobbl NokasaTtb, YTO Bbl €I0 NOHUMAETE.
e [lenante 3ameTkn, YTOObI MMETb 3anucb Ha Gymare o TOM, O YEM Bbl JOTOBOPUITUCH.

° Ckaxute €My O TOM, 4YTO Bbl MOXeTe, N HYEero He MoXxeTe, 6y,EI,bTe YEeCTHbI.
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2.9.1 3anucb Ha 6ymare — 4OKYMeHTUpoBaHMe nHcpopmaymum
OyeHb BaXXHO AenaTtb NpaBusibHbIE 3aNnUCcK O TOM, YTO Mbl YChblLIanu:
e YT06bI YOEanTb KnMeHTa, 4YTO Bbl NPUHMMAETE ero MHPOPMaLU0 BCEPLES

e  YTtOObI NpaBUNbHO BCE MOHSATL C NEPBOro pasa.

2.9.2 YecTHOCTBb

Ham xouetcsa natu HaBCTpe4y KIMneHTy, n nHorga 3T10 3acTtaBliide€T Hac roBOpuUTb emMy TO,
YTO OH XO4YEeT YyClbllWaTb BMeCTO abcontoTHON npaBibl.

Hukoraa He cnenyeT obellaTb CNULWKOM MHOFO M HEAOAaBaTb.

Bcerga cnegyet obewatb MeHbLUE, a AaBaTh GonbLue.

= AT N
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2.10 Pe3rlomMme 3aHATHUA

Ha atom 3aHATUM Mbl N3y4unn, Kak unsBrievb HaVI60J'IbLLIyI'O nonb3dy M3 BallMX HaBbLIKOB
o0uleHMs, a Takke Te METOAbI N HaBbIKK, KOTOpPbl€ OOJTKHbI NCMNOJ1b30BATbCA.

BC11 — PE3IOME 3AHATUA

Bawu 3ameyaHus

Tenepb Mbl cCOGUpPaemMcsi pacCMOTPETb PaboTy C NPETEH3USMMU.
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3. Pab6ora c npereH3namMm

K KOHLY 3TOro 3aHATUA Bbl:

y3HaeTe, NoYeMy KNMEHTbI NPeaAbABASIOT NPETEH3NN
obecyanTe, kak acheKkTBHO paboTaTb C NPETEH3NSIMU KITMEHTOB
n3y4nTe, Kak obpallaTbCs C paccepXKeHHbIMU KITMEeHTaMu

paccMoTpuTe crnocobbl NopaaoBaTh KIMEHTOB.

MNpegocTaBneHne KnueHTam MNPEeBOCXOAHOrO OGCHYXMBAHMSA SBNSETCH BaXKHOW 4acTbio
BalLei ponu, U Bbl AOMKHbI 00513aTeNbHO caenatb BCE BO3MOXHOE, YTOObI MOMHOCTbIO UX
yAOBNETBOPUTL.

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

E NS OOV
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PaboTa ¢ npeTeH3namum

OO6bIYHasA NpeTeH3unA

Y10 MOrno 6Ll NPON3ONTU, ECININ C HEN HENPaBUIbHO
paboTatb
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31 Moyemy KNMeHTbI NPeAbLABAAIOT NPeTEeH3un?

I'IpeTeH3|/|V| OObIYHO BO3HMKAIOT U3-3a MCMNOPYEHHOIro HaCTpOEHUA KIneHTa. 970 06bIYHO
NPoOnCXoanT NOTOMY, YTO KIMMEHT 4YyBCTBYET, 4YTO O6CJ'Iy)KVIBaHI/Ie, Ka4yeCTBO WUCMNOJIHEHUNA
nnn npoaykuma okasanncb He TakKMMK, Kak OH oxXuaar.

Tak Yero xe oxuaalT KNMeHTbl? OHWM OXMaalT, YTO AaHHble MM obeluaHus 6yayT
BbIMOSHEHbI, ECINN HE NPEBbILLEHbI.

= AT N
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PaboTa ¢ npeTeH3namum

MepenoBas npakTuka — Yero 0XXnaarT OT HAC KINUEHTbI?

rlpe,El,OCTaBJ'IeHI/IFI KIMNEHTY UEHbI, BKNHOYatoLLEN NONTHOCTLIO BCE ycnyru, 0e3 BCAKNx
CKPbITbIX OOMOSHEHUN.

BbINonHeHns BCcex CEPBUCHBIX U PEMOHTHbIX paboT C HAaMBbLICLLUMM Ka4eCTBOM
nocpencTBoM obyyeHHbIX KomnaHnen Mazda cneunanucTos.

Ob6ecneyeHuns yoobcTea MCNoNb30BaHNA MECTHOIO NPeACcTaBUTENbCTBA KIIMeHTaMm
NOCPEeACTBOM NPeAoCTaBneHns ApYrnx TPAHCNOPTHBLIX CPeACTB Ha TO BpeMsi, Noka ux
MallMHa Haxo4uMTCs Yy Hac.

MbITbS MaLUMHbI KIMEHTa BO BCEX BO3MOXHbIX MeCTax.

HauenneaHusa Ha rapaHTuio Toro, 4to oueHka CSI| komnaHmm Mazda oTtpaxaet
NPEBOCXOAHBIN OMbIT KINMEHTA, a TakkKe MPUHSATUS COOTBETCTBYHOLLMX MEP, ECINN OH He
YOOBIETBOPEH.

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

Ytobbl cBectn kK MUHUMYMY TMPETEeH3UN KIMMEHTOB, HaM HYXHO y6e,El,I/1TbCFI, YTO MbI
npeagocrtasndaemM UM 10, 4ero OHM OXXMaaroT.

BC12 - YEIO OXKUOAET KITMEHT?

= AT N
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Kntouom K ynpaBnieHunio oXXnaaHnAMn KrnmeHToB ABNAETCA YeCTHOCTD. Ecnu mMbl He MoXxem
BbIMOJTHUTb 4Yero-T1o AnA KNMeHTOB, CKaXXUuTte UM, YTO Mbl HE MOXEM U No4YeMY HE MOXEM.

3.2 Kak pabotaTtb C npeTeH3nsAMM KINeHToB

Tak 4ero xe oxugarwT KAMEHTbI? OHW OXMOalT, YTO AaHHble uM obelsaHuns GyayT
BbIMOMHEHbI, ECNN HE NPEBbILUEHbI.

N3BUHUTECbH

[OCOYYBCTB
> >

YUTE YBEAUTE

N3BUHEHUA

MepBoe, YTO creayeT caenatb — 3TO NPUHECTU U3BUMHEHUS 3a HeAoPaGoTKy,
yKa3aHHYH KIMEHTOM.

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

He nogpaBantecb cobnasHy M3BMHUTLCS 3a YTO-HMOYOb eLLé, KpOMe TOro, Ha YTo
yKasblBaeT KNUEHT, Aaxe ecnu Bbl nonaraeTte, 4TO OH NONY4YM 3TO UCMOPYEHHBIM.

Celtyac HenoaxoAsALLMn MOMEHT, YTOObI NOMNPaBMATb KNMEHTAa.

Y6eantechb, YTO KIMEHT BUAMT, 4TO Bbl NpnHMMaeTe ero NnpeTeHs3nto BCEPLES, yaenuTe
€My BCE CBOE BHUMaHMWE 1 U3BUHANTECH BEPHBIM TOHOM, COMPOBOXAas
ybeanTenbHbIMU XXecTamu.

M3BnHEHME HanpaBneHo Ha To, YTOObI pa3paauTb aTMocdepy U NokasaTtb, YTO Mbl
caenaem BCEé BO3MOXHOE, UTOObI paspeLlunTb npobnemy.

CO4YYBCTBUE

BTopbiM Warom siBNsieTCcA BblpaXkeHne emy CBOero CoOMyBCTBUSA NYTEM MNOATBEPKOEHMNS
NOHUMaHMSA HaMu Npobnembl U eé HeGraronpUATHOIO BO3AENCTBUSA Ha KIMEHTA.

MoaTBepanTe oLWKNOKY 1 BbiCKaXXUTE coXaneHue no noBoay 6ecnokoincTea,
NMPUYNHEHHOTO KIUEHTY.

Ecnu ncnonb3yeTcs BepHbIN TOH peyn, 3TO NMOKaXeT, YTOo 3a60Thl KNMEHTa
BOCMPUHUMAIOTCSA OYEHb CEPbESHO.

Omu dea waea 8axHbl MOMOMY, YMO OHU [10Ka3blearkm KAUEHMY, Ymo Mbl €20 UEeHUM.
OO0Hako, oHU He dokasbiearom, Ymo knueHm 6ydem rpodormkamb eecmu ¢ Bamu dena.
[ns amoeo HyxxeH mpemud wae.

EOONA=Z O
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PaboTa ¢ npeTeH3namum

YBEXOEHUE

Bbl AOMKHbI yOEAMTLCS, YTO KIMUEHT YBEPEH B TOM, YTO MO NOBOAY €ro NpeTeH3nu
GyneT 4To-TO NpeanpUHNATO.

Takoe y6exneHne MOXeT NPOVUCXOAWTL B ABa dTana:

1. B NMEPBYKO OYEPE[Db, ynagbte cpoyHylo npobnemy KnveHTa, pacckaxute emy,
yto Bbl cobupaeTecb caenatb, a 3aTem MNpeanpuMuTe Mepbl MO MUCNpaBreHuto
HeJoCTaTKOB.

2. BATEM npepoTtBpatute Gyaywme cpbiBbl: ydoeaute KMeHTa, 4YTO nopsigok oyger
BOCCTAHOBIIEH, YTO rapaHTUpyeT, 4To NnogobHoe BNpeab He Cry4nTcs.

3710 yGeauT KnNueHTa, YTo TaKoe He CIyYuTCSH C HMM CHOBAa W YTO ApYrve KMWEeHThI
He ucnblTaloT Nogo6HOro 3aTpyAHEHUS.

OT1a BTOpas dopma obnagaeT GOMbLUOWM CUMMON U NOTEHUMANom Ansd NpeononeHus
CUNbHOrO rHeea 1 pasodapoBaHusi. OHa NOKa3bIBAET, YTO Bbl JOPOXKUTE KIUEHTOM
N YTO KNMEHT nomoraeT Bam ycoBepLUEHCTBOBATL CBON CUCTEMDI.
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3.3 MpeanoxeHue KNUeHTY NPaBUSILHONO peLueHus

B HekoTopbIX cnyyasix Heo6XoAMMO NPeaoCTaBUTb Psid BO3MOXKHbIX PELLUeHUIA U NO3BONNTb
KNMeHTY BblGpaTb TO, KOTOpOoe eMy GorbLuUe BCEro NoaXoauT.

BC13 - MPABUJIbHOE PELUEHUE

Bawu 3amevyaHusi

Yacto KnuMeHTy npuaétca NpuHMMaTb OKOHYaTeNnbHOE pelleHne. Hanpumep, KMeHT,
KOTOPbIV >anoBarncs u3-3a Toro, 4To ero aBToMobunb He Obif BblUYMLLEH, CMOXET NMPUHATb
peLLeHne JOoCTaBUTb CBOM aBTOMOOUIb B APYron AeHb Unn nogoxaaTh, NoKa ero Bbl4UCTAT
cenyac.

KnueHT MoXeT BblpakaTb HEOOBONbCTBO MO MOBOAY HEOGXOOMMOCTM BO3BpallaTbCA B
npeacTaBMTENBLCTBO UMK MO NMOBoAY HEO6XoAMMOCTM XaaTb — B NtoGoM criyyae, 3TO ero
BbIOGOp, M BaM He criedyeT HaBsi3blBaTb EMY peLLeHMe.
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BC14 — 3AKPbITUE NMPETEH3UN

quy Mbl MOXXeéM Hay4UTbCA Ha owunobkax?

Kak MoXHO o6ecneunTb, YTOObI TaKOe He NPOMU30LUIIO CHOBa?

Koro cneagyet nHégpopmupoBatb/npuBneyn?

34
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3.4

Kak YCNOKOUTb pacCep>XeHHbIX KITMeHTOB

CnepyeT n3beratb HENPEKPALLAIOLLMXCA MPETEH3NI, HO OHW BCE XKE CIy4aloTCsl, U Y KITMEHTOB
MoryT ObITb TPyAHbIE BPEMEHA, eCrN NPOBNEMbI Cry4aloTCs Y HUX HE B NepBbIv pa3. Ecnun oHu
yKe UMEenu 3aTpyoHeHVs C NorlydeHHbIM 0BCny>KMBaHMEM, OENO0 JIErko MOXET NPeBpaTUTLCA B
Gonee 3aTpygHUTENBHOE, YeM HyHO. B Takux crnydasix BaxkHO, YTOObl Bbl Obinn B COCTOSHUM
[AOrOBOPUTLCSA C KNMEHTaMM U NPEOJONETL UX THEB.

Korga Bbl umeeTe [eno C pacCepXXEeHHbIMU KIMeHTamW, MNonbliTakTecb NPeanoXuTb
komrnpomuce, obcyaute npobrnemy Wnu NPeanoXxute NpUriacuTb APYroro COTpyAHUKA
MOrOBOPUTL C HUMM.

° Ecnu knnenTol Kpun4yaTt Ha BacC, He criegyeT Kpuyatb B OTBET.
° Ecnu knneHTol KPUTUKYIOT BaC, BaM HEJ1b3A KDUTUKOBATb KIMMEHTA.

e Ecnu knueHTbl oencTByoT B AYPHOM TOHE, BaM He crieayeT BecTu cebsi C KIMEHTOM
OYPHO U MHAHTUITBHO.

Bam Hy)XHO OTHOCUTLCA K KaXXKAOMy Kak KO B3pOCriomMy, Oyay4um C KMMEHTOM MOMOXUTENbHO
HacTonumBbiM. B3pocnbii 4enoBek pasymMeH M OOBbEKTUBEH WM MUCMONb3yeT MO3UTMBHOE
obLeHue.

lMoMHUTE, YTO NIOAM CKINOHHBI OTpaxkaTb NoBeaeHue apyr apyra. Ecnuv Bel Begéte cebs kak
B3pOCbIn YenoBek, Bawun knneHTbl 6yayT fenatb TO Xe caMoe.

Bbl OOMKHBI McCnonb3oBaTh B3pOCIoe MOBedeHME B NOOLIX cry4vasix, ocObeHHO Koraa
nMmeeTe 4eNo ¢ KOHASIUKTOM.

Tak 4ero e oxuoarT KAMEHTbI? OHW OXuAalT, YTO faHHble uM obellaHuns 6yayT
BbIMOMHEHbI, ECININ HE NPEBbILUEHBI.

Hukoraa He HegooueHMBaUTe yrpo3y U He oTBe4YauTte
arpeccuBHO, MOCKOJbKY 3TO MOrfo 6bl yBeNIM4UTbL BEPOATHOCTb
KOoH(poHTauun!

Ecnu Bbl okasanuck B cuTtyauumn, Korga KrnmeHTt CtTaHOBUTCA ‘-Ipe3BbI‘-IaIZHO paccepXxeHHbIM,
Toraa Bam cnenyet nonbiTaTbCA Kak MOXHO 6bICTpee CMAM4YnNTb CUTYyaUUto.

e  OcraBanTecb CMOKOWHbIM, FOBOPUTE MSArKO, MEAJSIEHHO N YETKO (6e3 BblpaXeHUst
MPEBOCXOACTBA UMM CHUCXOOUTENBHOCTK).

e He nossonsanTte BTArmeBaTb cebs B CNOP 1 HE UCNOJSTb3YNTE XXaproH.

e UW3bBeranTe arpeccmMBHbIX NO3 — HE CKPELLMBaNTE PyKU, HE KNaguTe pyku Ha 6éapa, He
NOAHMMaKNTE PYKM 1 Ha NOKasbiBanTe NanbLeM, NOCKOSbKY 3TO MOXET ObITb
BOCMPUHATO KaK BbI30B.

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

. ,D,ep>|<|/|Te AVCTaHLMIO, KOoraa 3To BO3MOXHO, M NonbITanTech nsbexarb BbICOKOMEPHbIX
B3rna40B Ha NpPoTUBHUKA.

e Hwukorga He knagmTe pyKy Ha KOro-To, KTO paccepkeH, Takum obpasom Bei
BTOPraeTech B €ro 30Hy.

Becb npouecc paboThl C NpeTeH3Men OOMKEH 3aBepluaTbecs Tak, YToObl KNMMEHT ocTarcs
[AOBOJEH NpeaoCTaBfeHHbIM eMy 06CNyXNMBaHNEM.

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

WHoroa npeTeH3unm HeunsGeXxHbl, U MacTepCTBO COCTOMT B TOM, 4YTOObl CBECTU WX K
MUHUMYMY. KnNueHTbl He Bcerda npeabsBRsioT NPeTeH3UM MO HACTOSAWMUM MpUYMHaM, U
€CNMU HYXHO paboTaTb C TakUMKU TMNPETEH3UAMU, OHW [OOIMKHbl OblTb BbISIBMEHbI U
ob6palaTbCs C HUMM HY>KHO COOTBETCTBEHHO.

36

BC16 - MPAKTUYECKAA PABOTA C NMPETEH3UAMU

BaxHo, 4Tobbl Nnpumensanack hopmyna UISBUHUTBLCAHA — MOCOYYBCTBOBATD —
YBEOUTD.

CoxpaHsinTe CroKonHyo 0OCTaHOBKY, Aa)e eCNn KIMNMEHT CepauTCA.
MpennoxuTe peLueHue.

Y6eaumTech, YTO KNMEHT AOBOSIEH OKOHYaTENbHbIM pe3ynbTaTtoMm.
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Bawu 3ameyaHusi

- —ale?, 'd"’l L= ."li'l IH".
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w Pa6oTa ¢ npeTeH3nsAMu

maZpa

3.5 Pe3tome 3aHATUA

Ha aTtom 3aHATUM Mbl N3y4nin, Kak O6paLLI,aTbCFI C NpeTeH3nAMIn; a Takxke, Kakme cnenyert
ncnonb3oBaTb METObl U HABbLIKA.

BC11 — PE3IOME 3AHATUA

Bawu 3ameyaHus

EOANASZE N
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4. MonoXxurtenbHble pe3ynbTraTtbl

BC18 — MNOBTOPEHUE MNEPBOIO AHA
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4.1
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K KOHLY 3TOro 3aHATUA Bbl:
. 060yD,I/IJ'II/1, 4YTO Mbl HE BCerga MoXXemM CoOOTBeTCTBOBATbL 3arnpocam KIMIMEHTOB

° N3y4uin, Kak ,EI,O6I/ITbCFI cornacua KinneHTta no TemM sonpocam, no KOTopbiM 3TO
BO3MOXHO

Mbl  XxOTUM OOCTUTHYTb  NOJNOXUTENBbHOINO pesdynbTata AOna KrianeHTta, nNOoJIHOCTbHO
yAOBIIETBOPAA ero I'IOTpe6HOCTI/I.

OpaHako, aTo He Bcerga nony4yaeTc4d, NOCKOJ1IbKY Mbl HE BCerga B COCTOAHUN NMpeaoCTaBUTb
KNMNEeHTY UMEeHHO TO, Y4TO OH Xo4eT WM oXuaaer. B HEKOTOpbIX Cly4dadax 3TO
npegycMartpmBaeT neperoBopbl And 4OCTUXEHUA COrnacoBaHHOIoO peLleHns.

3TO MOXeT ObITb TPYAHOBLINOMHNMO, HO 3TO OCHOBbIBaAeTCs Ha obnagaHum Bamu Beckmx
apryMeHToB, KoTOpble ybemaT knueHTa B TOM, 4YTO npepnaraemoe Bamu pelueHve
ABMAETCA HAUMYYLLNM.

Yero TpebyrOT KNMEHTbI?

BC12 - YEIO TPEBYIOT KINUEHTbI?

Hezao mpebyom KrueHmel:

= AT N
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NMonoxurtenbHble pe3ynbTaTtbl M

Teopueckue peweHus:

4.2 JocTuxxeHne NosnoXuTernbHOro pesynbTarta

MbI TONbKO 4YTO o6cy/:|,|/|n|/1 T€ CIOXHble Tpe6OBaHVI$I, KOTOpble NpeabAaBNATCA KINMeHTaMu,
M HEKOTOpble naeun no noesoay X yaoBrieTBOPEHUA.

Ho BCE e o4yeHb YyacTo OyaeT pacxoxaeHue mexay TEM, YEro Xo4veT KMMEHT, U TEeM, YTO
Mbl MOX€eM MNPeanoXuTb, 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 KNWMeHTYy AOMNOSHUTENbHbIE BONPOCHI, YTOObI YCTAHOBUTL, YTO OH MOT Obl
NPUHATL

—  €CIIN HYXHO, nonpocute AONOJIHUTENTbHOE BpeM4, YTOOLI 060y,EI,I/ITb peweHuna c
Konneramum

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

e [pegnoxurte Bawe pewweHune

e [loayepkHUTe BbIroAbl A4S KNNMEHTA: Kak pelleHne NpubnmnmkeHo kK ToMmy, 4To emy, no
€ro e CnoBam, HYXXHO

e BbicnywanTe Bo3paxeHus
e [logrotoBbTe CBOM OTBET:
— Ha Bo3spaxeHus no ueHe — BbIroAbl UM 6onee HN3KUEe XapaKTepuUCTUKN

— Ha Bo3spaxeHus no BbINofHEeHHOW paboTe 1 3aTpayeHHOMY BPEMEHUN — NoYeMy 3TO
abCconTHO Haunyyllee, YTO MOXHO Obino caenatb

e [oaroTtoBbTeCchb NPEANOXUTL HEMHOIO GOJbLUE — HO 3HaNTe CBOK OKOHYaTENbHYHO
No3nLnIo.

Bawu 3ameyaHusi
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4.2.2 [ocTnxeHUe NONOXUTESNIbHOIro peLueHus

Ecnu Bbl ncnonb3dyete noatanHbii NpuHUMN noaxona, y Bac 6onblue waHCcoB OOCTUTHYTH
OOroBOPEHHOCTM. HO HaM BCE Xe HYXHO AOCTUrHYTb MPOMEeCcCUOHAarnbHOro peLUeHus,
COrnaceH nu KNNeHT Unu HeT.

Ecnun AOFOBOpéHHOCTb AOCTUrHyTa:

MoaBeante UTor AOroBOPEHHOCTU
3a0KyMEHTUPYNTE ero, CNosib3ysl COOTBETCTBYIOLWMI ONaHK 3akasa u/unm xypHarn.
MobGnarogapuTte KNUeHTa 3a TepneHne

HOD,‘-IepKHVITe NOJTIOXKUTENbHbIE CTOPOHbI peLUEHNA KIMNeHTa.

Ecnu oOroBopéHHOCTb He JOCTUrHyTa:

WHorpa Bawwe pelueHune BCE e HenpueMnemo; B 3ToM criydae Bam HyXHO Bpems eLué
pa3 Bcé o6aymaTtb, 1 Bam MoxeT noHagobuTbCca 3a4ecTBOBaTL CBOEro MeHeLKepa,
0cobeHHO ecnu ecTb nNpobnema ¢ LeHon

[orosoputeckb 0 creaylowem atane, Hanpumep, 0 ganbHenLwen BcTpeye
MobGnarogapuTte KNUMeHTa 3a TepneHne

MoayvepkHUTe, YTO Bbl HagEeeTeCb MOMOYb KIMEHTY B ByayLleMm, aaxe ecnu, Hanpuvep,
OH, CKOpee BCero, NepeHeceT cBov GusHec B gpyroe MecTo.

BC20 —- AOrFOBOPEHHOCTb O MONOXWUTENIbHOM PE3YNbTATE
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NMonoxurtenbHble pe3ynbTaTtbl

KAPTA HABJIIOOATENA

YTo MHe 0COGEHHO NOHPABUIIOCH (Y4TO MPOUCXOAUIIO XOPOLLO)

Y10 A cpenan Obl No-Agpyromy (YTo MOXHO ObINO Obl YyNy4LWNTDb)
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NMonoxurtenbHble pe3ynbTaTtbl M

KAPTA HABJIIOOATENA

YTo MHe 0COGEHHO NOHPABUIIOCH (Y4TO MPOUCXOAUIIO XOPOLLO)

Y10 A cpenan Obl No-Agpyromy (YTo MOXHO ObINO Obl YNy4LWNTDb)
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NMonoxurtenbHble pe3ynbTaTtbl

KAPTA HABJIIOOATENSA

YTo MHe 0COGEHHO NOHPABUIIOCH (Y4TO MPOUCXOAUIIO XOPOLLO)

Y10 A cpenan Obl No-Agpyromy (YTo MOXHO ObINO Obl YNy4LWNTDb)
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NonoxutenbHble pe3ynbTaTbl w

maZpa

4.4 Pe3tome 3aHATUA

Ha atom 3aHATUM Mbl n3y4nnn, Kak obecneynTb MNONOXUTENbHbIN pe3ynbTaT; a TakKxe,
Kakme cnenyet UCnosib3oBaTb MeTOdbl N HABbIKWU.

BC21 — PE3IOME 3AHATUA

Bawu 3ameyaHus
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NMonoxurtenbHble pe3ynbTaTtbl

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 3ameyaHusi
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npaKTquCKMe HaBbIKA M

Kak Tonbko poneBass urpa 6yaeT 3akoH4YeHa, Bac nonpocat coobwmtb O TOM, Kak
crneynanuct no obweHunto (nNMuyo komnadmm Mazda) cnpasnsancsa ¢ cutyaumen.

Moatomy, Habnogas ponesble Wrpbl, 3anonHanTe KapTtouky Habniopatensi, 4tobbl Bel mornn
JenaTtb 3anMcu o ToOM, YTo, No Bawwemy MHEHUIO, NPOXOAMIIO XOpoLLOo, a YTo Bl caenanm 6bl no-

Lipyromy.

KAPTA HABJIOOATENA

Y10 MHe 0cO6EeHHO NOHPaBUIIOCH (4TO NPOMCXOAUITO XOPOLLO)

YTto A caenan 661 NO-APYroMy (YTO MOXHO ObIfo 6bl YNYy4LIUTB)
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npaKTquCKMe HaBbIKA

KAPTA HABJIIOOATENA

YTo MHe 0COGEHHO NOHPABUIIOCH (Y4TO MPOUCXOAUIIO XOPOLLO)

Y10 A cpenan Obl No-Agpyromy (YTo MOXHO ObINO Obl YNy4LWNTDb)
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KAPTA HABJIIOOATENA

YTo MHe 0COGEHHO NOHPABUIIOCH (Y4TO MPOUCXOAUIIO XOPOLLO)

Y10 A cpenan Obl No-Agpyromy (YTo MOXHO ObINO Obl YNy4LWNTDb)
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npaKTquCKMe HaBbIKA

KAPTA HABJIIOOATENA

YTo MHe 0COGEHHO NOHPABUIIOCH (Y4TO MPOUCXOAUIIO XOPOLLO)

Y10 A cpenan 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 npoaHanuaupyeTte AByxaHeBHOE Oby4veHune

° 3anonHute NnaH MeporlpVIFlTVIVl On4a ero peanmsaumm no Bo3spalleHnn Ha pa60Ty.

6.1 KOHTpONbHbIN NUCT YCBOEHNA MaTepuana

3anuceiBanTe TO, YTO Bbl yCBOMNK, B KOHLE KaXOoro 3aHATUS. 3anuwimute MHgopmaumio,
KoTopas 6yneT Hanbonee nonesHa Bam no Bo3BpallieHn Ha paborTy.
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Qﬁ MpoBepka ycBoeHUA maTepuana

6.2 KOHTpONbLHbLIA BONPOCHUK MO YCBOEHUIO MaTepuana

1. Kakne yeTbipe anemeHTa coctaensaoT Linkn oblweHna?

2. B npouecce obweHns kakme NpouUeHTbl BblAENEHbI XXECTUKYNSALMM, NPON3HOCUMbIM
Bamun crnosam n ncnonedyemomy Bamu ToHy ot 100%?

3. Kakon T1n a3blka cnegyeT MCnonb30BaTh: MONOXUTENbHbBIA, OTpULATENbHbLIN UMK
HEenTparnbHbIA?

4. MpuBeanTe 5 NpuMepoB HENTPanbHbIX CIOB.

5. HaszoBuTe ABa pa3sHbIX TMNa BOMNPOCOB; NpUBeAnTe MO ABa NpMMepa Kaxgoro tuna.
6. Mepeuncnute atanbl ONPOCHOW BOPOHKW.

7. 3ayeM Mbl UCNOSb3yEM OTKPbITbIE BOMPOCHI?

8. 3ayeM Mbl UCNorb3yeM 3aKpbiTblie BONPOCHI?

9. MoueMy KNUeHTbl NPeabsBASOT NPEeTEH3NUN?
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MpoBepka ycBoeHUs maTepuana M

10.

11.

12.

13.

14.

15.

B Kkypce paccmatpuBanocb 5 anemMeHTOB cTaHgapTa nepefoBOn MPaKTUKK,
Ha30BUTE ABa U3 HUX.

HazoBuTe Tpu BeLuM, KOTOPbIX OXWUAAKT KIMEHTbI-NMOKynaTenun, nokynarwT fM OHU
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 pacCepXXeHHbIM KITUEHTOM?

Nmeetca 7 aTanoB npuHUMNA Mogxoda B K OOCTMXKEHMIO MNOMOXUTENbHOro
pesynbTata. HasoBute aBa 13 HuX.
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Qﬂ MpoBepka ycBoeHUA maTepuana

6.3 MNnaH meponpuaTuin

BepHuUTEChb MbICIIEHHO K YCBOEHHOMY 3a nocrneaHue ABa oHs (MCnonb3ynTe NpoBepKy
YCBOEHUS Ha npeablayLuein CTpaHuue) 1 HasHadbTe 5 AeCTBUI, KoTopble Bbl BbiNonHUTE,
Korga BepHETech Ha paboTy.

Bnarogapum Bac 3a Baw Bknag 3a nocnegHue ABa OHSA U Kenaem ycnexa B peanusaumm
Balwunx 3HaHU No BO3BpaLLEHUN Ha paboTy.

E NS O
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Service
Receptionist

TECT YPOBHA 3HAHUN

Ob6LeHne B npouecce o0bCny>XMBaHUA —
OCHOBHbIE NOSIOXEeHns

CT-RL1008




Hukakas 13 yacTten nevaTHOM KONMM He MOXET OblTb BOCMPOU3BEAEHA HU B KaKOW
dopme O6e3 paspelueHus co ctopoHbl Mazda Motor Europe GmbH.

VlJ'IJ'IIOCTpaLI,I/II/I, TEXHU4YecCKasn VIH(bOpMaLI,VIFI, OaHHble U onucaTenbHbIA TEKCT B AaHHOM
n3gaHum, no Hawemy MHeHuH, Obinn npasuiibHbl HA MOMEHT nepeaayun B nevartb.

Kakne-nmbo HETOYHOCTM MUK ONyLLEHNs B aHHOW Ny6nukaumm He MoryT noBreYb 3a
coboW kakom-rmbo OTBETCTBEHHOCTU, HO Obinv NpeanpuHSITbLI BCE BO3MOXHbIE YCUMNS
no obecneyeHunto NOMHOTbLI U TOYHOCTU JaHHOW Ny6nukaumn.

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

BBepeHune

OTOT AOKYMEHT coaepXuT TecT ypoBHS 3HaHWU No OCHOBHOMY Kypcy 00LeHunst B npolecce
obcnyxmneaHma CT-RL 1008.

YYacTHUKN BbINOSTHAKOT TeCT YPOBHSA 3HAHUI ANS NOATBEPXKAEHNSA CBOMX BO3MOXHOCTEN nocne
noceLleHns Kypcos.

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

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

—  YvyactHuky gaétcs 30 MUHYT Ha BbINOMHEHUE TecTa

—  Y4yacCTHUWK JOMKEH HanMcaTb CBOU OTBETHI Ha CTpaHuLax «PeLleHre» nog cCoOOTBETCTBYOLLMMMU
KaXkaou cuTyaLum HomMmepamu 3arosfioBKOB.

— Ha ctpannuax «Pelwwenne» ang kaxxgon cuTyaummn Mbl yKasblBaeM OCHOBHbIE KaTeropum
npoBepsieMbIx 3HaHWU (Hanpumep, «ObLLeHne»), 4To 3baBnseT y4yacTHMKa OT
HeobXoaAMMOCTN NOBTOPSTb T€ aCneKTbl 3HAHWI, KOTOPbIE OH Y)XXe OXBaTuM B NpeablayLien
cuTyaumn.

— [pu oueHke peLleHns y4acTHUKa Mbl CTAaBUM NPUMEPHO MOSIOBUHY OT UMEHLLMXCSA OLIEHOK 3a
YyNOMUHAHMWE Kaxaoro acnekTa (Takoro kak « CoobLueHne MHopMaLumy ), KOTOpbIN
AEMOHCTPUPYET NPUMEHEHME NOMYYEHHbIX U3 Kypca 3HaHWI

— Kak makcumym, Mbl CTaBMM BTOPYO MOMOBUHY OT OLLEHOK, ECIIN YYaCTHUK JAET KpaTKoe
onucaHune TOro, Kak OH BbINOMHMM Obl 3TOT acnekT (Hanpumep, noa 3aronoskoM «CoobLieHune
nHopMaummy, obbsicHsaNA, YTo Bbl Oyaete aenatb, Npeaynpexaas o 3agepkkax 1 gaBas
peannucTuyHble BO3MOXHbIE BapuaHTbl), HO Mbl HE OXuaaeM 605bLIoro KonnyecTea
noapobHocTen.

Mo ncteveHun 30 MUHYT NPOCMOTPUTE OTBETHI M MOMNPOCUTE Y4acTHMKA NPOSICHUTL T€ OTBETHI,
KOTOpble HEeSICHbI UMK HanMcaHbl Hepa3bopumBo. He nbiTakTeCchk NCMPABNSATL OTBETbI y4aCTHMKA
U1 yKasblBaTb, ABNSIOTCS NN OTBETbI NPaBUMbHBIMI U HEMPABUIbHBIMU.

OueHunTe 3TOT TECT nosgHee, NCNonb3yd cogeprKallyrcd B 3TOM JOKYMEHTE BeaomMocCTb OLEHOK.

MNepeparite Bce Bymary 4aHHOTO y4acTHMKA HY>KHOMY pPeLeH3eHTY Assi MPOBepPKU, OKOHYaTENbHOro
peLLleHns 0 TOM, YCNeLIHO N NpoiaeH TecT YPOBHS, U BblAayuun Kakoro-nnbo yaoCToBEPEHNS O
NPOXOXAEHMUN KYPCOB.
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CUTYALUMUA

Bbl siBNsieTecb KOHCYNbTAHTOM MO 06CnyKMBaHMio B 6onbLIOM nNpeacTaBuTenscTee. XoTs Bawa
OCHOBHas posib 3aKro4aeTcs B 3annucy aBToMoouner KNMeHToB Ha o6CcnyXMBaHne U PeMOHT,
Bbl, kpoMe TOro, y4acTByeTe B NpUEMKe U Nepeaaye HOBbIX aBTOMOOUNEN.

Bbl npuxoguTe Ha paboTy ogHaxabl YTPOM U NpoBepseTe perncrpaumo obcnyxusaHms. B
nepBOW NOMOBUHE yTpa aBTOMOOMNM NpubLIBatOT Ans 06CnyXMBaHUA NO NAOTHOMY rpaduky,
nocne 4ero rpaduk 3ameansaeTcsl 40 cepefMHbl BTOPOW NONMOBUHBI AHSA. Bbl 3HaeTe, 4To Mogenu
MPV n MX-5s 6yayT noctynaTb NO34HEE YTPOM, HO 3TO HE COCTaBMUT NPOGEMbl N3-3a CHUXEHNS
TeMna 3BOHKOB MO 06CNyXnBaHuio.

3axoguT Baw wed v rosoput Bam, 4To 13-3a 6onesHn Bel OygeTte cerogHsa eMHCTBEHHbBIM
AexXypHbiM KoHcynbTaHToM no obcnyxmeaHuto. OH roBOpUT, YTO NonbiTaeTca HanTu Bam koro-
HUOYab B MOMOLLb, HO HE MOXET 3TOr0 rapaHTUPOBaTb. ATO TOXE He crimwkom Bac 6ecnokounT,
nockonbKy Bbl 4yBCTBYeTe, UTO B COCTOSIHUM CNPaBUTLCS C Aenamn cerogHsiHero aHs. OpgHako
AeHb Kak pa3 cobupaetcs ObITb OOHUM U3 TPYOHbIX.

HOMEP OUH

B 8.15 yTpa npubbiBaeT rocnogmH SHApPHOC co cBoMM aBToMobunem Mazda6, KoTopbii OH
3anucan Ha ctaHgapTHoe obcnyxumnsaHue nocne npobera B 50 000 munb / 80 000 knnomeTpos.
OH pacckasbiBaeT Bam, 4To 3T0 aBTOMOGMUIb 06LLEro NONb30BaHMSA €ro KOMMNaHUK, KOTOPbIN Obin
He[aBHO eMy BbIOENEH, U pas3 YK OH 3aka3an obcnyxuBaHue, OH NnpeanonaraeT, 4To MydTa
cTana npockanb3biBaTb. Y HEro HET TEXHUYECKUX 3HAHWI, U OH HUKOTA4a He BOAUS aBTOMOOWb
Mazda po Toro, Kak emy BblAenunun 3ToT ABe Heaenu Hasaa. Ero ocHoBHasi npobnema coctouT B
TOM, YTO Ha 3aBTpa OH 3anyiaHMpPOBas BaXKHY0 AEMNOBY MOE3AKY, KOTOPYIO HEMNb3S OTNOXUTh, a
Y HErO HeT APYrMx TPAHCMNOPTHbIX CPEACTB.

HOMEP [BA

UpesBblvaliHO pa3apaxkéHHblli r-H bapToH, KoTopblli 3anucan ceoll aBTomobunbe Mazda3 Ha
nepBoe o0cnyxuBaHne, BXoAUT U NOOXOANT K Ha4arny ovyepeau, Xanysicb, 4To Bce MecTa
napkoBku anst o6cnyxmnsavmsa/MOT 3aHATbI HOBbIMKM aBTOMOBUNAMU. OH rOBOPUT, YTO NOTpaTun
20 MUHYT, NbITasiCb NPMNAPKOBATLCH, U B OTHasHUM OCTaBUI MaLUMHY Ha XXEMNTOW pasMmeTKe 3a
npegenamu npeacrasutensctea. OH TpebyeT, YToOLI Bl HEMEANEeHHO NepecTaBunu e€ nnm
3annatunu nbble wrpadbl 3a NapKoBKyY, KOTopble MOrnn 6bl nocnegoBaTtb. OH GpocaeT Knoym
OT MalLLUMHbl HA KOHTOPKY U BbIXOAWUT BOH.

HOMEP TPU

O6bI4HO B MACTEPCKOM HaxoauTCsl 5 TEXHUYECKMX CneLmanncToB BbiCLLEN KBanudukaumm, Ho
[I>KOH, BEPOATHO, Ny4LLMA TEXHUYECKUIA cneuunanucT B Bawwen doupme, crioman Hory, urpas B
dyT605. HavanbHMK MacTepCcKoWn roBOPUT, YTO Ha 3TOM Heaerne OH CNpaBuTCA, HO cneayoLas
Hegensi OygeT HacToswen NPobrIeMon n3-3a OTMNYCKOB M Y4EOHLIX MeponpuaTuin. HavanbHuk
MacCTepPCKOM 0COBEHHO BO3OYXAEH B AaHHbI MOMEHT 1 TpebyeT, 4ToObl Bbl nameHnnu rpadmk
BCEro 3anfaHMpOBaHHOIO Ha CreayloLyo Heaernto o6cnyXnBaHNA/peMoHTa U BEPHYM eMy K
obeny aAnga NoATBEPXXOEHNSA HOBLIX JOTOBOPEHHOCTEN.

D e OCAASEION] |
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TecT ypOBHSl 3HaHUN M

PELUEHUE

HOMEP OMH
OCHOBHbIe HaBbIKU OOLEeHUsA

HOMEP OBA
PaboTta c npeTeH3uen
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TecT ypOBHSl 3HaHUN M

PELUEHUE

HOMEP TPU
AocTuxeHne NONoXuTeNnbLHOro pesynbraTa
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TecT ypOBHSAl 3HaHUM M
BEOOMOCTb OLIEHOK

ONO yyacTHUKa: MecToHaxoxaeHne npeacraBuTensLCTBa:

OO nposepsoLLEro: [aTa TecTupoBaHus:

O6Lume 3amevaHusi TPOBEPSIOLLETO:

Mognuce NpoBepstoLLEro: JaTta:

O6Lwme 3ameyvaHnsi peLeHs3eHTa:

PO peueHseHTa:

Mognucek peueHseHTa: JaTta:
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TecT ypOBHSAl 3HaHUM

PELWWEHWA OANA HOMEPA OAUH

NEWUCTBMUE MAKCUMAIJIbHbBIE | NMOCTAB-
OABAEMbIE NEHHBLIE
OLIEHKU OLEHKU
Opyxento6Ho n npoceccnoHanbHO NO3/O0POBAaTLCA C KIIMEHTOM 3
Takune NyHKTbI, KaK: COCPeAOTOMUTb HA HEM BHUMAaHUE; CNIPOCUTb, Kak 2
€ero 30ByT
Mcnonb3oBaTb LMK O6LeHNA:
—  Coobwutb nHhopmaumio: 3
—  Takve NyHKTbI, KaK:: 06BACHUTb, YTO BaM Hy)HO ByaeT npoBepuTb
aBTOMOOMIb; NpeaynpeauTb, YTo Ntoboe ycTpaHeHWe AedekToB
TpebyeT Apyrol JOrOBOPEHHOCTU O BpEMEHW; AaTb PEarUCTUYHbIE
BapWaHTbl Ha BbIBOp Ar1s COXpaHeHWs! ero MOBUIBHOCTM, CIN
NoHaaobUTCst PEMOHT
— 3apaTb BONpoOChHI: 5
—  Takue NyHKTbI, KaK: CPOCUTb O CUMMTOMAX; NPeaSIOKNTb 5
BO3MOXHbl€ BapMaHTbl HA 3aBTPa; UCMONb30BaTb OTKPbLITLIE,
HaBOASALLME M 3aKPbITblE BOMPOCHI
— Bbicnywartsb: 3
—  Takue nNyHKTbl, KaK: COCpeaoTOuYMTb BHUMaHUE; He NnepebunBaTs; 2
AenaTb 3anucu; NpoBepUTL NOHUMaHNe
— NoptBepouTh: 3
—  Takue nyHKTbI, KaK: NokasaTb, YTo Bbl crnylaeTe; NOBTOPSTD; 2
AenaTtb 3anucu; bblTb YECTHBIM MO NOBOAY TOFO, YTO MOXHO
caoenatb
XecTbl: 3
Takue NyHKThI, Kak: OblTb OTKPbITLIM U BbIMMAAeTh 3auHTEPECOBaHHbIM 2
ToH peun: 3
Takune NyHKTbI, KaK: COXpaHATb MO3UTUBHOCTb 2
Mcnonb3oBaTb NpaBUiibHbIE CllOBa: 3
Takune NyHKTbI, KaK: NO3UTUBHbLIE CIOBA; OTpPULATENbHbIE CMOBA, 2
COnpoBOXaaLLMECS NO3UTUBHBLIMU; HO M3beraTb HEUTPanbHbIX CIIOB
CornacoBaTb pelueHue C KIIMEHTOM:
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 npeTteH3un
—  WU3BUHUTLCSA: 5
—  Takvie NyHKTbI, KaK: CKOHLEHTPUPOBaTb BHUMAaHWNE Ha KIMEHTE; 5
CrnyLaTtb, He NOMPaBIsis €r0; U3BMHUTECSH BEPHBIM TOHOM, CONPOBOXAAs
BEPHBIMU XXecTamu
—  Ycunutb BnevatrieHue: 5
—  Takue NyHKTbI, KaK: NOAYEPKHYTb NOHMMaHue BO34ENCTBUS Ha 5
KINMeHTa; MCNONb30BaTb MCKPEHHUIA TOH peyn
— Ybegutb: 5
—  Takue nyHKTbI, Kak: cdhopmynupoBaTb, kak Bbl ByaeTe pelats 5
HenocpeacTBEHHY0 Npobnemy; obecneunTb, YTOObI KITMEHT Obin
MOMHOCTBIO YAOBNETBOPEH; 0OBACHUTB, Y4TO Bbl HE fonycTuTe,
4YTOObI TaKOE MPONCXOANIO BNPeab
3aKpbITb NPETEH3UIO: 5
Takue NyHKThI, kKak: CkasaTb COTPYOHMKAM, YTO OHM OOJIKHbI U3MEHUTD; 5
OOMNOXMTb 0 Npobreme MeHeaXepy; NO34Hee pacckasaTb KITMEHTY O
TOM, Kak npouecc Obin ycoBepLIEHCTBOBaH
YcnokouTtb paccepXeHHbIX KITMEHTOB: 5
Takne nyHKTbl, Kak: OCTaBaTbCA CMOKONHbLIM; HE BTAMMBATLCA B CMOP; 5
MCMOoMb30BaTh OTKPbIThIN A3bIK XXECTOB; COXPaHATb YBaXUTENbHYIO
ONCTaHUNIO
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N
TecT ypOBHS 3HAHUM w

PELWUEHWA ONA HOMEPA TPU

DEUCTBUE MAKCUMAITIIbHBIE | MOCTAB-
OABAEMbBIE JNIEHHbIE
OLIEHKK OLIEHKK

MoaTanHbIN NpUHUKMN noaxoaa

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

NoHMaHue,; He CrnopuTb

—  MbIicnuTb TBOPYECKHN: 5

- Takue MYHKTbI, KakK: 3adatb AONOJIHUTESIbHbIE BOMPOCHI, 4YTOObI 5
YCTaHOBUTb, YEro OH MOXeT 0XnaaTb; NONPOCUTb
OOonoNTHUTeNnbHOE BpeMsa Ha o6cy>|<,u,eHV|e C KonneramMmu; NnonUCKaTb
TO, YTO LIEHHO Ansa Hero, a Bam ctout mano

— [lpepnoxutb pelueHue: 5

—  Takue nyHKTbl, KaK: NOAYEPKHYTb BbIroAbl A KIUeHTa: 5
00BACHUTD, KaK peLleHne NpubnkeHo K ToMy, YTO eMy, MO ero Xe
CroBaM, HY>XHO

- MoaroToBUTBLCA K BO3pPaXXeHUsAMm n pa6OTaTb C HUMK: 5

—  Takue nyHKTbI, Kak: MoYemMy 3TO abCONOTHO JyuLlee, YTO MOXHO 5
coenatb; NOAroTOBUTLCH NPEANOXUTb HEMHOTO Borblue; 3HaTb
CBOI OKOHYaTENbHY0 NMO3ULMI0

—  J[AOCTUrHYTb NONOXUTENbHOIO peLueHUs: 5

—  Takue NyHKTbI, KaK: €Cnun JOroBOPEHHOCTb AOCTUTHYTA, 5
NOAbLITOXbTE €€, 3af0KYMEHTMPYINTE, nobnarogapute 3a TeprneHue
N NogYepPKHNTE NOSTOXUTENbHbLIE CTOPOHbI; ECINN 4OrOBOPEHHOCTL
He JOCTUrHyTa, JOroBOpUTECH O CreayoLlemM atane u nonpocute
BpPeMSs Ha NOBTOpHOE 06aymbIBaHME
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