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AHHOTALUS

3HaTh M TIOHMMAaTh MOBEJEHUE TYpPUCTA — HUCKIIOUUTEIbHO Ba)KHOE
ycinoBue st 3¢G(EKTUBHOrO  YNpaBlIeHWsT MHOTMMH IIpolleccaMu U
NEATEeNbHOCTSIMU B Typu3Mme. K HHM OTHOCSTCS MApKETHUHI, MPOU3BOJICTBO
TYPUCTHYECKUX  YyCIyr,  OpraHu3amiusi  OOCHy>XMBaHWs,  yIpaBICHUE
YEeJIOBEYECKUMHU PECypcaMH, CTPATETHMUYECKUM MEHEKMEHT TYpPHUCTUYECKOU
OpraHu3ally U Pa3BUTUE TYPUCTUUYECKOUN JTECTUHALINH.

B stom cmbicie gucuurimHa «ColMalibHasl TICUXOJIOTHST B TYpPHU3ME»
ABJISIETCS] HE TOJIBKO OCHOBOIOJIararomien as 3QpGeKTUBHOTO YCBOEHHUS IPYTHUX
y4eOHBIX JUCHHUIUIMH BaMH, yBaXKaeMbl€ CTYACHTHI, HO U JIJIs Balllell yCHeHOM
paboTHI B pa3HbIX CEKTOPAX TYPUCTHUECKON MHIYCTPHUHU.



TEMA 1. COOHUAJIBHO-IICUXOJIOI'MYECKHUE ACIIEKTBI
HOBEJAEHUA TYPUCTA

Bomnpoc 1. Kto Ttakoit Typuct?

Bompoc 2. Uto Takoe conmanbHas IICUXOJIOTHs ?

Bompoc 3. [louemy mose3Ho u3ydaTh COMUATBHYO TICUXOJIOTHIO?

Bompoc 4. Yt1o Takoe «mmoBeIeHNE» U KaKOBBI COITUATBHO-TICUXOJIOTHIECKUE
aKIICHTHI B MOJIEJISIX TTOBEICHUSI TYpUCTa?

Bompoc 5. KakoBsI conuaibHO-TICUX0JI0THYECKIE (PaKTOPHI BIUSHHUS ?

Bonpoc 1. Kto Takoii Typuct?

Ecnu npunercst HapucoBaTh Ha JIMCTE OyMarv TypuUCTa, KaK OH BBITJISAJINT,
Kak OBl BBl HapucoBand ero? CHAAMIEro Tepel MOHHUTOPOM KOMIThbIOTEpa B
nmoucke nHGoOpMaIuu 0 CBOe mpescTosiieit moesake? Ha 6opty camonera nmu
Ha JjaitHepe? Vnm mpeo101eBaromero KpyTyo ropHyo 10pory? A MOXeET OBITh,
KaK 4eJIOBEKa, KOTOPBIM CO3EPIIAET JIa3ypHOE CUHEE MOPE, JIekKa Ha 30JI0TUCTOM
TUISIKE IO/ TEHBEO OTPOMHOTO 30HTa?

A Kakue cioBa Obl BbI UCITOJIB30BAIM, UYTOOBI OMIKCATh TypucTa? Becenoro
u 0e33a00THOr0? JIroOOmBITHOrO M JHOOO03HATENBHOTO? TpeboBaTeNbHOrO U
HACTaWBAIOIIETO0 TOJYYUTh TO, 3a YTO 3aIuiaTwi?  ABaHTIOpUCTA?
PasBnekaromerocs? Bo3MoKHBIX CITOCOOOB HAPUCOBATH WJIHM OIMKCATH CIOBAMU
TypUCTa HAMHOTO OOJbllle, Ye€M MpPEHJIOKECHHbIE BbIe. OHHM CBSI3aHBI C
ONpPEJECICHHBIMIA  aCMEKTaMU  XapaKTepHOro Uil TYpUCTa TOBEICHUA.
Hanpumep, ¢ geHCTBUSIMH «IIOMCK  HHGOpPMALMKU», «IOE3]IKa», <0030p
TYPUCTUYECKUX JTOCTOMPUMEUATEIBLHOCTEN», «y4yacTUe B pa3BicueHUsIX». N
C BHYTPEHHUMH COCTOSIHUSIMU TYypHCTa KakK MOTPEOHOCTH, MOTUBBI, YCTAHOBKH,
AMOIIUH, IPUHSATUE PEIICHUS, OXKUIAHHUS.

CornacHo BcemupHOU opraHu3anuv Typu3Ma TYPUCT — 3TO WHIUBHI,
KOTOPBI €3JUT W TPOXUBAET B MECTax BHE CBOEro MOCTOSHHOTO MecTa
XKUTEIbCTBA HE OOJBIIE OJIHOTO Iojla C LEIbI0 OT/bIXa, OM3HECa, PA3BIICUCHHUII.
CyllIecTBYIOT  pa3Hble  MOAXOAbl  O3HAKOMJICHUS C  TNpPUYMHAMH U
3aKOHOMEPHOCTSIMU TIOBeeHUsT TypucTa. OIHUM M3 HAJIEKHBIX CIOCOOOB
SBJISIETCS  UCIIOJB30BAHUE JOCTHKEHUM HOBOW OOJACTH 4YEJIOBEYECKOTO
MO3HAHUS — COIMATIBHOM TICUXOJIOTHH.

Bomnpoc 2. Yto Takoe conuajabHas MCUXO0J0THs?

Hanbosee gacTo BcTpeyaeMblii OTBET Ha ATOT BOMPOC, YTO ATO 3HAHUE O
YeloBeKke, 00 €ro TMOBENEeHHWH, O B3aMMOOTHOIICHHSIX MEXIY JIOIbMU. IJTO
NPaBWIBHBI OTBET, HO HE B COCTOSHUHW BBISIBUTH B IOJIHOW Mepe OTIUYHE
COLIMATILHOM TICUXOJIOTUU OT JAPYTUX HAyK O YEJIIOBEKE W B3aMMOOTHOIIEHUSX
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MEXIY JIIOJABMH — IICHXOJIOTHH, COITMOJIOTMH, aHTPOIIOJIOTHH, COIHATbLHOMN
¢unocodun, sSTHOrpad UM, STHKHA, KOMMYHHUKAITUH, CEMUOTHKH H JIP.

Jlo HacTosIIero BpeMEHU BCe €Ille HEeT OJHO3HAYHOTO OTBETa Ha BOIPOC
«4TO TaKOe COIMajbHas IICHXOJOTus». [IpudmHAa B TOM, YTO CYIIECTBYET
HECKOJIbKO MmapaaurM (oOpasiel, Mojaenu, cxeMbl). HaumOojiee MOMyJISpHBI
Cpeau HUX 3TO MapaJurMa «0O0BICHCHUS» U MapaurMa «ITOHUMaHUSI».

MMapagurMel  «O0bSICHEHHS»  NPHUICPKUBAIOTCS  aMCPUKAHCKHUE
COIMAJIbHBIC MCUXO0JIOTH. [0 WX MHEHHIO COmMabHAS TICUXOJIOTHS TO HayKa,
KOTOpasi O0BSCHSAET KaK OCTaJbHBIC JIIOJM BIUSIOT HA HAC, U YTO 3TO TaKoOe,
KOTOPOE BO3HHMKACT U U3MCHSETCS B PE3YJIbTaTe BIUSHUS.

Bor Heckombko JeWHUIIMN COIMMAIBHOM IICHXOJOTHH, KOTOpHIS
SIBJITFOTCSI OTPKCHUEM TIapaJIUTMbBI «00BSICHCHHUSIY !

«OO0BEKTOM COIHUAIILHON TICUXOJIOTHH SIBIISIETCS M3Y4YEHUE 3aBUCUMOCTH
MEXTy TIOBEJICHHEM pa3HbIX HHAUBUA0B» (Zayonc 1966)

«ConuanbHasi TCHUXOJOTHUS TPEACTaBIsAeT CcoOOW  MmoJpa3ziesieHue
TICUXOJIOTHH, KOTOPOE CBSI3aHO C KOHKPETHBIMU HAyYHBIMH HCCIICIOBAHHUSIMU
MOBEJICHUS MHIUBUIA KaK (PYHKIIMH COIMANBbHBIX cTUMYJIoB». (Jones 1967)

«BOJIBIIMHCTBO COIMAIIBHBIX TICHXOJIOTOB PacCMaTPUBAIOT COIHAIBHYIO
IICUXOJIOTHIO KaK TIOMBITKY OOBSICHUTH, KaKO€ BIHMSHHE OKa3bIBaeT
BoOOpakaeMoe WJIM peallbHOe TPHCYTCTBHE OJHOTO HWHJIWBHAA Ha APYroro
ungusuga». (Allport 1968)

«ConuanbHasi TICUXOJIOTUS — 3TO HaykKa OO0 H3yYEHHHM TMOBEACHUS
WHIWBHIA B CBS3U C BO3JCHCTBHEM, KOTOPOE COIMATBHBIA CTHMYJ OKa3bIBAET
Ha Hero.» (Sherif 1069)

IMapagurMel <«MOHUMAHMSI» TIPUACPKUBAIOTCSA 3ala HOCBPOIICHCKIE
COIMaJIbHBIC TICUXOJIOTH. [l0 MX MHEHHIO collMajbHas ICUXOJIOTHS KaK HayKa
3aHMMAETCS COBMECTHOM JKH3HBIO JIFOACH, B3aUMOACHCTBHEM MEXIy HHUMH,
OCHOBHBIM ME€XaHH3MOM B3aMMHBIX JEHCTBUM M OTHOIIEHUH — 3TO MMOHHMMAaHHUE
qy>KOTO TTOBEICHUS.

BoTt Heckonbko AeHUHULIMN COIMAIBHON TICUXOJOTHH, OTPaKaIOIIUX
napagurMy <«IIOHUMaHUs».

«CommanpHasi ~ TICHXOJOTHS  SIBISETCS  pa3jelioM  IICHXOJIOTHH,
IpeIHa3HaYeHUE KOTOPOTO ITIOMOTaTh OCO3HAHHUIO COIHMAIBHOTO TIOBEACHUS
WHIUBHJIA, T. €. TOTO, YTO TOJYYaeTCs B pe3ybTaTe B3aWMOJICHCTBUSI MEXIY
AByMs B Ooutbliie nHAMBUAaMK.» (Hess 1976)

«[IpeameT coruaabHON TICHXOJOTHH — ITOBEICHUE HMHIWBHIOB, KOTOPOE
ompeeIsseTcs Bo3IeicTBreM Ipynnsl 1 odmecTa.» (Binting and al 1976)

«llenTpanbHON NMPOOIEMON COLIMATBHOMN MICUXOJIOTUU SIBISIETCS U3YyUCHUE
oOIeHnsT — KyJIbTypHBIC MPOILECCH, MEXKKYJIbTYPHBIC Pa3Iudusi, OTHOIICHUS
MEXTYy (PU3NYECKON U COMAILHON Cpeioi, COIMaibHbIC TIPOIIECCHl B TPYIIAX,
B3aMMOJICHCTBUS MeEXy JoapMu. ColpanbHas IICHXOJIOTHS — HayKa o
CUMBOJIMYECKOM ToBeaeHuun.» (Moscovici 1972)



«[IpeqMeToM  COLMAIIBHOM  TICUXOJOTUM  SBIISIIOTCA — IIEPEKUBAHUSA,
KOTOpBbIE BO3ZHHUKAKOT B XOJ€ B3aWUMHBIX OTHOUIEHUM C JPYTMMH JIFOJbMU WIIU
coobrTrsivu.» (Iuxupes 1999).

O xapakTepe CBS3M COLMAIBHOW TICUXOJOTHM C JAPYTMMH 00JacTsIMU
HAy4YHOTO TIO3HAHUSI MOXETE TMPOYUTATh B YUYEOHHKE IO COLUAIBHOU
IICUXO0JOTMU «BBeNEHNUE B COLMAIIBHYIO IICUXOJIOTHIO» J[9BUaa Maiiepca, Kak u
B yueOHuke «CouuanbHas mncuxosiorus» M. ['opOyHOBOW a Takke KHUTY
«KpocckynbrypHas ncuxosorus» beppu, [x., A. Ilyptunr, M. Curana, T
Jocen. (cm. m.11.2.),

Bonpoc 3. [loueMy mos1e3H0 H3y4aTh COHAIbHYI0 MCUXOJIOTHIO?

CounanibHasi ~ MCUXOJIOTHMSI ~ —  Hay4yHOE  TIO3HaHUE,  KOTOpOE
0JIarONpUATCTBYET KU3HU JIIOJICH, TPYII JIFOAEH, OpraHu3aiuid U o0IIecTBa B
nenoM. brnaromapst el y Hac €cThb BO3MOXHOCTh COBEPIIECHCTBOBATH CE0sl Kak
WHJIUBUJIOB, TOBBIIIATh KOMIETEHTHOCTh B palOTe, pa3BUBATh YCIEHIHYIO
Kapbepy, KUTh MOJHOKPOBHEE B CEMEMHOU cpezae, ¢ KoyieramMu 1o padote,
3HaTh YCTAHABJIMBAaTh M MOJJEPKUBATh MEKIUYHOCTHBIE OTHOLIEHUS C
JIPYTUMU JIIOIbMH, U KaK paboTaTh COBMECTHO IO pa3HbIM 3agadamM. OcoOeHHO
[EHHA [IOMOIIb COLUHAIBHOW TIICUXOJOTHM B YCBOEHUHM TaK Ha3bIBAEMBIX
«COUMAIBHBIX yMEHUI». be3 HHUX 00leHue MPUHOCUT pa3oyapoBaHHE, a HE
YIOBOJILCTBHE.

Kpome Toro coumaibHO-IICUXOJIOTUYECKOE MO3HAHUE OJIaronpusiTCTBYET
U pa3auvHbIM cepam 00I1IeCTBEHHOM KM3HU: SKOHOMHUKE U OU3HECY, KYJIbTYpe
U MEXKKYJIbTYpPHbIM  OTHOILIEHHUSM, 3JpaBOOXpaHEHUI0, 00pa30BaHMUIO,
¢u3nueckoil cpene nrofed B HacelIeHHbIX NyHKTax. M3ywas «CouualibHYIO
NICUXOJIOTHIO B TypU3ME», BbI CMOKETe caMu yoeauThcs B 3ToM. [Ipexae Bcero
y3HAETE UHTEPECHBIE U MOJIe3HbIE (PAKThl O MOBEJAECHUU TYPUCTA, @ 3TO BAXKHO
JUIsl Baiiel pabotel ¢ HUMH. CMOXKeTe Jierye U ObICTpee MOHUMATh, MTOYEMY
TYPUCTHI 33JIaI0T TOYHO OMPEICIICHHBIE BOIIPOCHI, IOUYEMY UM HPABUTCS OJIHO, a
HE HPABUTCA JPYroe, Mo4eMy U 4eMy CMEIOTCs, KOrjJa U MOYeMYy JIOBOJIbHBI U
PaIOCTHBI, KOTJ]a U IOYEMY BBIPAXatOT HECOIJIACUE, OTKJIOHSIOT MPEAJIOKEHHS,
PEKIIAMUPYIOT, HMHOTJa pa30o4yapoBBIBAOTCA WU T. 1. [loHMMass mnoBeneHue
TYpHUCTOB, Bbl OyneTe MOBOJbHBI, W Bamia paboTa OyleT NPUHOCUTH BaM
yIOBOJBCTBHE. A YeM CHIIbHEE MCHBITHIBAETE YAOBOJLCTBHE OT PaOOThHI C
TypUCTaMHU, TEM JIy4lllie OyIyT U Ballld NEPCIEKTUBHI JIJIsl YCIECIIHOW Kapbephl B
TypU3ME.

Bonpoc 4. Yto Takoe «moBeieHNe» U KAKOBBI COIUAIbHO-
NMCUXO0JIOTHYECKHE AKIEHTHI B MO/IeJISIX MOBeIeHusI TypucTa?



B comumanbHOM NCHXOJIOTUM BCE €Ile HET OAHO3HAYHOIO OMpEeesIeHUs
,TIOBEJICHUSI”, CKOpEe CYIIECTBYIOT DPa3HbIE TOYKU 3PEHUS O UYEIOBEYECKOM
MIOBEJICHUH, TOCTPOEHHBIE HAa HAYYHBIX (haKTax U JOKa3aTeIbCTBaX.

Hanpumep, B aMepHKaHCKOW COLMAIbHOW TICHXOJIOTUU CYLIECTBYIOT
HIECTh PA3IUYHBIX TOYEK 3PEHUS O MOBEACHUH U COTJIACHO OCHOBHOMY TE3UCY
MOBEJCHUE WHAMBUAA SABISAECTCA pEaKluMeldl Ha BHEIIHIO Cpeay, OHO
TeHETUYECKH OOYCIIOBICHO WHCTUHKTAMHM, HO OJHOBPEMEHHO OTPaHHYEHO
COLIMATIbHBIMM HOPMaMH M <«BBIYYEHO» IIyTeM HAOIIOJCHUS, UMUTALUU H
HOpaXKaHHUsI.

EBpomneiickas conuanbHas MCUXOJIOTHS TMpeajaraeT 0ojee KOMMAKTHBIN
Te3uc o mnoBeneHWH. OH OCHOBBIBA€TCS HAa TMOHUMAHHWM, YTO HWHIWBHI —
aKTUBHBINA, pe(ICKTUPYIOIMIMA U aBTOHOMHBIH CYOBEKT U «XO3SIMH» CaMOro
ceOs. be3 3HaueHus, HAXOAWUTCA JIM TOJ BIMSHHUEM BHEUIHUX (DaKTOpPOB, OH
JAyMaeT, OLIEHUBAET, IPUHUMAET PEIICHUSI OTHOCUTEIHLHO CBOUX MOCTYIKOB.

W amepukaHckasi, 1 €BpOIeEHcKas COIMalbHAs ICUXOJIOTUS JTOKA3bIBAIOT,
YTO YeJIOBEYECKOE IMOBEJCHUE HCIBITHIBACT BIUSHUE BHEUIHUX (DAKTOPOB, HO
MBI, JIIOAHM, pearupyeM IO-pa3HOMY, MOTOMY 4YTO BOCHPHHHMAaeM HX IIO-
pazHomy. CaMu BBIOMpaeM, YTO M KaK CAENaTh, U BBIPAYXKAEM ITO MOCPEICTBOM
HaIlUX JINYHBIX TOTPEOHOCTEW, YCTaHOBOK, OKUIAHWM, PEIICHUH U OIICHOK.
CoBepuieHCTBYSl ce0s, Mbl U3MEHSEMCS, TIOTOMY 4YTO Cpe/la BIHSIET Ha Halle
noBeaenue. [loaToMy Hamm mOTpeOHOCTH, YCTAaHOBKH, OKHIAHUS, PEIICHUS U
OLICHKH ,HE 3aCThUIN’, a Pa3BUBAIOTCS U U3MEHSIOTCS IO BIUSHUEM CPEIbI.
Hackonbko W B KakoW CTENEHW 3aBUCUT OT HAIUX HWHAWBUAYATbHBIX
XapaKTEePUCTHK.

Toukn 3peHuss COIHUAIBHBIX TICHUXOJOTOB O IIOBEJICHUU OKAa3bIBAIOT
Oonbllloe BIMSAHHE HA TEOPETUYECKHE HCCIICOBAHUS TOBEJCHHS TYPHUCTA.
bnaromaps um paspaboTaHbl MOZEIU MOBENEHUS TypucTa. UTO MPENCTaBISIOT
co00i1 MOJIeNH TOBEACHHS TYypHCTa?

«Mopenb» — yOpPOIIEHHas, HO CTPYKTypUpOBaHHas  CHUCTEMa
OTIPEJICIIEHHBIX 3JIEMEHTOB M YBSI30K MEXIy 3JieMeHTaMu. [lepBbie monenu
MOBEACHUSI TYPUCTa KaK MOTPEOUTENST TypUCTUYECKUX YCIYT pa3paboTaHbl B
60-b1e Toapl XX BeKa, U UX OCHOBHOE MpeJHa3HauYe€HUE — OTBETUTh Ha BOIPOC:
«[Touemy mroau cTaHoOBATCA TypucTaMu?» OHU ObUIM TOJ BIMSHUEM TEOPUHU
notrpeOuTens, Kak W HAy4YHBIX JOCTH)KEHUH IICUXOJOTHH, COIMAbHON
TICUXOJIOTUH, COIIOJIOTHH.

[To3anee, B 70b1e u 80+ie rompr XX Beka, McCciemOBaTeNd TypH3Ma
JOMONHSIOT ¥ 00O0TamalT TEOPUI0 TOBEICHUS TYpUCTAa HECKOJIbKUMHU
TUNOJIOTUSIMA TYPUCTOB, KaK M MOJETSMHU TMPUHATHSA PELIEHUS O TMOKYIIKE
Typu3Ma. BkIioualoT ¥ HOBBIE B3JEMEHTHI YEIOBEUECKOTO IOBEICHUS IO
BJIIMSIHUEM COIMAIHOM TICHXOJIOTHH, a TaK)Ke HAYYHBIX KOHUEHINA U MOHITUN
U3 TEOPUH MAapKETHHTa. DTa TPAIUIHS MPOI0IDKACTCS U TETEPh.



Bor HaunOonee BaxHbIE COLMAIBHO-TICUXOJIOTHYECKHUE aKIEHThl B
MOJIEJIAX MOBEJEHUS TYPHUCTA, B YaCTHOCTHU B 00JIe€ COBPEMEHHBIX !

- [loBenenue Typucta Kak NOTpeOUTENsE  YCIOyr  SIBIsIETCS
COBOKYITHOCTBHIO BHYTPEHHUX COCTOSHUI TYpPHUCTa, HO BKIIFOUYAET W Pa3JINYHbIC
(akTOpbl, KOTOPHIE OKA3BIBAIOT BIUSIHUE HA MOBEJEHUE TypUcTa. «DaKkTop» 3TO
TO, YTO CLIOCOOCTBYET MOJYYEHHUIO OIPEIEIEHHOIO PE3yibTaTa.

- [loBenenue Typucta Kak MOTpeOUTENs Typu3Ma BKIHOYAET
OCO3HaHWE (MTepeKUBAHKME) TAKUX BHYTPEHHUX COCTOSHHUH, KakK. MOTPEOHOCTH,
MOTHUBBI, YCTAHOBKH, OHJIAHUS, MOTHUBBI TIOKYIIKH, PpEIICHUS, OLEHKH
YAOBJIETBOPEHHOCTH MOKYINKON. DT BHYTPEHHHUE COCTOSHUS <«HE 3aCTBUIN», a
n3MmeHstoTed. [lo3ToMy 1 oBeieHUE TypPUCTa OTIIMYAETCA JUHAMUYHOCTBIO.

- ODHOBpEMEHHO C OTUM JWHAMHKa I[IOBEICHUS TypUCTa B
3HAYUTEIHLHON CTETIEHU 3aBUCUT OT BIIUSIHUSA Pa3HBIX (PAKTOPOB.

Bonpoc 5. KakoBblI cOlUAIbHO-TICUX0JIOTHYecCKHE (PAKTOPBHI BJIAMSIHUA?

TeopeTuyeckre MOJAENM TOBEACHUS TYpUCTa WJUIIOCTPUPYIOT, a
anpoOMpOBaHHbIE HAa TPAKTUKE JIOKA3bIBAIOT, YTO WHAMBUJ BHIOMpPAET OBITh
TYPUCTOM W TIOKyNaTh pa3Hble TYPUCTUYECKUE YCIYTH, HAXOHSICh TOJ
BJIUSIHUEM pa3HOo0Opa3HbIX (akTopoB. COrNacHO COLMAIBHOW TMCHUXOJIOTHH
TakKUMHU (aKTOpaMH BIMSHUS SBJISIIOTCA COLMAIBHBIN a3 WHIUBUAQ, CTUJIb
HAyYHOTO TOo3HAHUs (YYEHUsS) U BOCHPHSITHS, TPYIIA ¢ KOTOPOH COOTHOCHTCS
WHJIUBUJ], KYJIbTypa Cpe/bl, B KOTOPOU KUBET OH. Huke KOPOTKO BBISICHUM
COI[MATILHO-TICUXOJOTUYECKYIO IPUPOY ITUX (PAKTOPOB.

CouuajbHbIN a3

[Ipupona couMalbHOrO a3-a HUCCIAEAOBaHA MHOTUMH COLMAIbHBIMU
ncuxojioramMu. ColuanbHbI a3 — 3TO HAIlM MPEJCTaBICHUS O HAC CaMUX —
KaKkoOBbl HAIlM CcaMble Ba)XXHbIE OTJIUYUTEIbHBIE KAauyecTBa, C YEM MBI
CIpaBJIIEMCSl XOpOILO, YTO HaM YJlaeTcs JeiaTh XOpOIIO, CYHIECTBYET JIH
HEUYTO, C KOTOPBIM HE MOEM CIIPABUTHCS XOPOIIO U T. A. Y a3-a coluaibHas
MpUpojia, MOTOMY 4YTO MbI (pOpMHpPyeM CBOM YOEKJIEHHS U MHEHHUS O ceOe B
pe3yJibTaTe pa3IUYHBIX B3aUMOOTHOIIEHUNW € JPYTUMHU  JIIOJbMH U
onpeneneHHo cpenoil. CamoHnabitogaeMcsi, CpaBHUBaEeM Ce0sl C OCTaIbHBIMU
JIOJIbMH, CTPEMUMCS K 0OOpaTHOM CBSI3U C HUMH, CIIpaliMBaeM 00 UX MHEHHUHU O
HAC, UCTOJb3YEeM TaK HA3bIBAEMYIO «OTPAXKEHHYIO OIEHKY», T. €. YUUThIBAEM
YCTAaHOBKM M OXKMJIaHWUSI APYrUX Jirojaer or Hac. Uem OoJbllle MCTOYHHKOB
uHpopmanuu o cede UCIMOIb3yeM, TEM JIOCTOBEPHEE HAIIM MPEACTaBICHUS 00
az-e. Anpo az-a — 310 Hamie camMouyBcTBUE. OHO HMEHHO OIpeeNnseT
HAIPaBJIECHHOCTh HAIIIMX MBICJICH, SMOIUM, PEIICHUA U JEUCTBUU.

[IpoBeneHHbIEC HCCIIEIOBaHUS TTOBEICHUSI TOTPEOUTENEH pa3HbIX TOBAPOB
U YCIyT MOKa3bIBAIOT, YTO OHU JEJAl0T MOKYIKH C IEJIbI0 TOBBICUTH CBOE
camouyBcTBHEe. Korjga Oyaere M3ydaTb MapKeTHMHI M MapKETHHT B TypHU3ME,



03HAKOMUTECh C Kiaccuukaruend pasHbIX CTWIEH >KU3HU COBPEMEHHBIX
mojie. IME@HHO CTHIIM JKU3HU OTPaXKaroT BIUSHHUE COIIMAILHOTO a3-a.

CTHiIb CONUATBHOTO Mo3HAHNS (YYeHHs])

CornnanbHoe Mo3Hanue (ydeHHeE) OYeHb YIIyOJCHHO HCCIIEOBAHO B
COIMAJIbHOM IICUXOJIOTHMU. [IpencraBnser co0oit KOTHUTWUBHEBIN
(mo3HaBarenbHBIN) Tporecc. IlocpeacTBoM Hero (GopMmupyeM BIEYATICHUS U
CY)KIEHHSI O TOM, YTO MPOMCXOIUT BOKPYT HAC, a TaKKe BIEUYATICHUS, U
CYXICHHS O Hac camMux (0 HameM COIHMaIbHOM a3-¢). Hekoropble mroau
HEJIOOIIEHUBAIOT  CIMOCcO0  (OPMUPOBAHUS  BICUATICHUM U CYXICHUM.
Hampumep, oHM He oOpamaroT J0CTaTOYHO BHUMAHHUSI Ha CHUMBOJIBI,
OKpYy>Kaloliue HMX. DTO MPUBOAUT K BIICUATICHUSIM U CYXICHHUSIM, KOTOpPBIC
OKa3bIBAIOTCS B OOJIBIIMHCTBE CJIy4aeB HETOYHBIMH, HEIOCTATOUYHBIMH HIIH
MIPOTHUBOPEYNBBIMH.

Hepenko 3To mposiBisieTcs W B TOBEACHUU TYpPUCTOB — OHHU BUIAT U
OCO3HAIOT pa3Hble BeHM. Y HHUX pa3iudHas uWHOOpMAIUI O TYpHU3ME,
TYPUCTHYECKUX JECTHHAIUSX, TYPUCTUYECKHX yCIyrax, MX CBOWCTBaxX u
MoJIb3aX, a TYPUCTHUYECKUX KOMIAHUsIX. VCHomp3yloT pa3Hble HCTOYHUKH
uHpopMaIuu M B Pa3HOM CTENEHU OBEPSIOT WM. HekoTopble HOBEPSIOT
MPEUMYIIIECTBEHHO COOCTBEHHOMY OIBITY, JpyrHe — ONyOJMKOBAHHOM
uH(popmaIuy B OpoIIOpax U MPOCHEKTaX, TPETbH — TOMY, YTO PacCKa3bIBAIOT
ux OJIM3KHE, a €CTh U TaKWe, KOTOPHIC JTOBEPSIOT COBETAM OOCTY>KUBAIOIIETO UX
pabotamka. MHOTMA TO, YTO y3HAET TYPHUCT, OKA3BIBAETCS HEIOCTATOYHBIM,
JIPYTo¥ pa3 OH y3HAET TO, YErO TYpUCTUUYECKAs] KOMIIAHUs HE XOYET, YTOOBI OH
y3HaBall.

Bocnpusitue apyrux Jrwojeit

Bocnpusitue nrogei — 3TO 4acTh HAIIEro COIUAIBHOTO MHUpA, HAIIeTro
COITMAJILHOTO TO3HaHMs. JloKa3aHo, YTO CYIIECTBYET HEMOCPEICTBEHHAs CBS3b
MEXIy CIOCO00M, TOCPEICTBOM KOTOPOTO BOCIPUHHUMAEM JIOACH, U HaIIUM
oOmuM moBeAeHueM. Hampumep, Tr0aM CKIOHHBI OIIEHWBATH APYTHUX JIOACH
ITOCITCIIIHO, Ha OCHOBE MX BHEIIHOCTH WM T0J CHJIBHBIM BIIMSIHUEM TIEPBBIX
BIICYATIICHUH. MBI, JIFOAH, MO3UTHBHO MPHUCTPACTHHI, 2 KPOME TOTO OTHOCHUMCS
0JIarOCKJIOHHO K OOJBIIMHCTBY JIOACH. A eme, Mbl aKIEHTUPyeM Ha
HEraTUBHOW wuHOpMAIlUM, YeM Ha TO3WTUBHOM, a TakXXe IMPUITHChIBAEM
OTpE/CIICHHBIE KauecTBa JIPYTUM JIIOASIM, AaHAJU3UPys HEJO0CTATOYHO
yriay0iaeHHO uHoOpMaluio 0 HMX (KaKk TOBOPST, Kakhe y HHX JKECThbI, TOH
pasrosopa)

Nmes B Bumgy 3Ty crnenuuky BOCHPUATHSA JHOJECH, TYypPUCTHYECKUE
KOMIIAHUHM OYEHb OCTOPOKHO HAaHMMAlOT HOBBIX PaOOTHHUKOB. BHEIIHOCTH, Kak
U BepOanbHas, U HeBepOajdbHAsT KOMIIETEHTHOCTh pPAOOTHUKOB MOTYT
CYIIECTBEHHO MOBJIMATH HAa PEIICHUS U OIEHKH TyPHUCTOB.

I'pynnsi
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['pynmsl KccnenoBaHbl OJUHAKOBO XOPOLIO Kak B €BPOINEHCKOW, TaK U B
aMepUKaHCKON couuanbHOM micuxosioruu. Yto Takoe rpynma? CorjiacHo
COLIMAJIBHOM TICHXOJIOTMM TpYMMa 3TO arperamus ABYX WM OoJibllie JIOJEH,
KOTOPBIE HAXOMATCS B OAWHAKOBOM CTENEHWM B JWHAMUYHBIX HMHTEPAKIIMSIX
(B3aMMOIEHCTBUAX) MEXKIY COOOHM, pacrmojararoT «OOIIMM» HPOCTPACTBOM B
TEYEHHE OIPEIEIECHHOr0 BpeMeHU. CyleCTBYIOT pa3jInYHbIE I'PYIIBI. CEMBS,
Ipy3bsi, NpPOo(EeCCHOHANBHBIE TPYNNbl, BO3PACTHBIE TPYNINbl, TPYNIbl IO
J0X0JaM M CTarycy B OOLIECTBE, TPYNIIbI 0 MHTEpEcaM, I'PyNIbl HA OCHOBE
OOIIMX KyJIbTYPHBIX U KUTEUCKUX IIEHHOCTEH.

Hanpumep, Hemano mroAell MNpeAnoyYruTaroT Typu3M W IOE3JKA B
DK30TUYHBIE JIECTUHAIMU, KaK U €3[IUTh CAMOCTOATEIIbHO, HEOPTaHU30BAHHO,
B3aMEH OPraHMW30BAaHHOW MOE3JIKH C MOKYNKOW Makera. ECTh Takue, KOTOphie
€OyT B CTpaHy, IPHUBIECKAIONIYID MX CBOEW KYJIbTYpOH, KyXHEH, HCTOPHEH,
IPUPOJON M MPEANOYUTAIOT COBEPIIATh HHAMBUIAYAIBHYIO MOE3JKY, YTOOBI
MOTPY3UTHCSL TMOJTHOCTBIO B arMoc(epy M JKU3Hb JaHHOW cTpaHbl. Yacto
MOKYIIKa TIOE3KM M KaHUKYJ, KOHCyMalus ONpPENEJICHHbIX O]l W BUH
IPOUCXOAUT MO BIUSHUEM PEKOMEHIAIMNA ONM3KUX U KOJUIET, a TAKXKe U MO/
BJIUSIHUEM JIIOJIEH, KOTOpbIe SBISAIOTCS MPUMEPOM U o0OpasloM Jyis
NOAPAKAHUSL.

KyJabTypa

KynpTypa nccienoBana B 0ojiee 3HAUUTENBHON CTENEHU B €BPONEHCKON
COLIMAIIBHOW  TICHUXOJOTMH, B  00JIACTH  MEXKKYJBTYPHBIX  pa3jn4ui,
ATHOICUXOJIOTUH, OOIIeHUST M KOMMYyHUKaluil. Peub wuzmer o cucreme
[IEHHOCTEeH, wujel, aprepakToB W  NOPOYMX  3HAYMMBIX  CHMBOJIOB,
BO3JICUCTBYIOIMX Ha 00pa3 MBIIUICHUS, HA B3aMMOOTHOIICHUS M OOIICHUE.
Bo3zaeiicTByeT Ha moBejeHNe UHAMBUIA KaK MOTPEOUTENS, HO U Ha CTPYKTYpPY
notpebieHusi B oOuiecTBe B 1eiaoM. [Ipexae Bcero cTpykrypa morpeOHOCTeH
WHJIWMBHJIOB, a M OONIECTBA, HAXOAUTCA IOJA BO3ACHCTBUEM KYJIBTYPHI.
CyIlecTBYIOT 3HAYUTENBbHBIE KYJIBTYPHBIE pa3iU4Ms B NPEACTABICHUSIX O
0JIaromnoJly4nu, c4acTbe, ycrexe, 01arocotossHuu. boapie mo sTtomy Bompocy
MOXET€  IPOYHTaTh B  «ITHONCUXOJOTMW» PaauHOM, Kak U B
«KpocckynbTypHOU nicuxonorun» ¢ aBropamu beppu, [Iyprunr, Curai, /loceH.

KarwueBblie nonsitusi k Teme 1

Typuct — uHIUBU, KOTOPBIM €3IUT M MPOXKUBAET B MECTaX BHE CBOETO
MecTa >KUTEIhCTBA, HO HE OOJbIIE OJHOTO roja C IEJbI OTJbIXa, OU3HEC
1IeJIEH, Pa3BJICYCHUN.

CounajbHasi NCHUXOJOTUS — HAYYHOE MO3HAHUE O ICHUXHYECKOM,
KOTOPOE BO3HUKAET B MPOIECCE HAIIMX B3aUMHBIX OTHOIICHUN C JAPYTUMH
JIOBMHU. DTO HAIIM TEPEKUBAHMS, HaIll CBOOOJHBIN BBHIOOP UTO JenaTh, Kak
EePECTPOUTH ce0s U COOCTBEHHYIO PEATHHOCTb.
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IMapaaurmMa <«o0bsCHeHHsI» — oOpasen (cTaHgapT, cxemMa, MOJEIb),
KOTOPBIN JIEKUT B OCHOBE AMEPUKAHCKOW COLIMAIIBHOM TICUXO0JIOTUM XX BEKa.
CoumanpHasi TICUXOJIOTHSI CUMTACTCA HAYKOM, OOBSCHSIONICH, KaK OCTaJbHbBIC
JIFOJW BJIMSIIOT HA HAC U YTO 3TO TAKOE, KOTOPOE BO3HUKAECT U U3MEHSIETCS B
pe3yJIbTaTE BIUSHUA.

IMapagurmMa «moHMMaHHA» — oOpasen (cTaHgapT, cxXeMa, MOJEIb),
KOTOPBIN JIEKUT B OCHOBE 3aMaJHOCBPOINECHCKON COIMATBLHOM MCUXO0I0THH XX
Beka. ConuanpHas MCUXOJIOTHUSI CUYUTACTCA HAYKOM, M3Y4YalOIIE COBMECTHYIO
)KU3Hb  JIIOJIeM, HWX B3aUMOJEHMCTBHE, KakK M OCHOBHOM MEXaHHU3M
B3aMMO/JICMCTBUS ¥ B3aUMHBIX OTHOIIEHUN — IOHUMAHHUE YyXKOTr'0 TTIOBEICHUS.

IloBenenne — KOMIUIEKC HWHAWUBUAYAIIbHBIX PEAKIM WHAWBUIA Ha
pasHbie (akTOpbl €ro BHEIMIHEHM ¢ BHYTpeHHEW cpeanl. BoiaBusercs
MOCPEJCTBOM TOTPEOHOCTEH, YCTAHOBOK, OXHJIAHUM, PEIICHUM, OIEHOK
COOBITUM, HIOeN U sBiIeHHM. M3MeHseTcs ¢ pa3BUTHEM HWHAMBHUAA 10
BIIMSTHUEM (PAKTOPOB BHEIIIHEH Cpe/ibl — HACKOJIBKO U B KAaKOW CTEIIEHHU 3aBUCHUT
OT HaIllUX WHAWBUIYAIbHBIX XapPaKTCPUCTHK.

CounajbHbli a3 — HalM COOCTBEHHBIC MPEJACTABICHUS O TOM, KTO MbI U

KAKHE MBI.

CoumagbHOe MO3HAHME — KOTHHTHUBHBIM IIpOLECC, IOCPEACTBOM
KOTOpOro (opmMupyeM BIEYATICHUS M CYXKIEHUS O TOM, YTO MPOUCXOAUT
BOKPYT Hac.

Bocnpusitue — popmMupoBaHue BIEUATICHUN O IPYTUX JFOMISIX

I'pynna — arperanusi AByX win OoJjee JIoJeld, KOTOpPbIE HaXOJHSTCS B
OJIHOM W TOHM JK€ CTENEeHUW IUHAMHUYCCKUX HMHTEpakuui (B3aMMOIEHCTBUN) H
UMEIOT «OOIIee» TMPOCTPAHCTBO B TEUYEHHWE OMPEACIICHHOTO BPEMEHH.
PedepenTHoli rpynmnoii Ha3bIBaeTCsS TpyImma, K KOTOPOM OTHOCHUTCS WHIUBUL.
Oka3pIBaeT MOIIHOE BIIMSIHUE HA €ro IMOBEJACHHE IMOCPEACTBOM ILIEHHOCTEW W
HOPM.

KyabTypa — cucrema I1eHHOCTEH, wuuaei, aptedakToB M MPOUYUX
3HAYUMBIX CUMBOJIOB, TIOMOTAIOIINX UHAUBUTY OOIIATHCS U PA3BUBATHCA.

TEMA 2.BbIBOP TYPUCTUYECKOM JECTUHALINN,
MOTHUBAILIUA 1 YCTAHOBKA HA ITIOKYIIKY
Bompoc 1. Kak mrogu BeIOUparoT, Kyaa moexats?”
Bonpoc 2. Yto Takoe «MOTUBAIHS K TOKYTIKE»?

Bonpoc 3. Yto Takoe «ycTaHOBKa Ha MOKYIKY»?

Bonpoc 1. Kak jiioqu BoIOMpAIOT, Kyaa noexarn?”
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OTBeT Ha ATOT BONPOC MOXKEM HAWTH B JIMUTEpaType mo Typusmy. Eiie B
196%. Howardu Steiths «Theory of Buyer BehaviorermeuaroT, uto BBEIOOp
JECTUHAITUY VIS TIO€3/IKU MPEJICTABISIET COOOM CEepHIo 3aydeHHBIX KPUTEPUEB,
Ha Ybei OCHOBE MPUHUMAETCSA pellleHne «Kyaa». Jlpyrue aBTopsl kak Crompton
(1977), Sich (1977), Wideside & Lysonski (1989), WdmCrompton (1990),
Muller (1991), Mansfield (1992)xuuTaror, 4TO0 B OCHOBE BBIOOpA JCCTUHAIIUN
JUTSL TIO€3/IKW JISKHUT TMPEJCTABICHWE TYypHCTa O JECTHHAIIMU. OTH aBTOPHI
JOKa3bIBAIOT, YTO TMpPEJCTaBIeHWE TypucTta (HOPMHUPYETCS TMOJ BIHSHUEM
(akTOpoB: CTHIb IMO3HAHUSA (Y4ECHHS), COIUMANBHBIA a3 WHAMBHIA, BIIHSHHE
TPYIIBI U KYJIBTYpHAs cpeaa UHIWBHUIA.

Urto Takoe mpeacraBiieHUE?

IlpeacraBjienue — 3TO ,TO3HAHUA , , BOEYATJICHUs , , BOOOpaxkeHHUe”,
»OMOIIMOHAJILHOE OTHOIIEHUE", ,, MHEHUS , , UJIE€U , , YCTAHOBKA , , MHTEPAKIUS
(B3ammojielicTBHE) MEXAY HWJISSIMU, MHCHUSIMH, YyBCTBAMH, OXKHJIAHUSIMH,
,»00IIIast XOJIMCTUYECKasi KAPTUHA JAECTUHAIINU ; ,, BU3yAJIbHOE MPEJICTABICHUE O
MeCTe, TPOAYKTe, MECTHBIX JKHTEIAX , ,MHAUBUIyAJIbHOE BOCIPHUSITHE
XapaKTepPUCTUK JECTUHAIIMU , , CyObEKTHBHAs HWHTEpIIpETalns peabHOCTH ,
»COBOKYITHOCTb BII€UATJICHWI , MHEHHH, HACH, OXHIAaHUW W YYyBCTB IO
OTHOIICHUIO K JIECCTUHALIMM B OIpelesieHHoe Bpemsi . OIHUM CIIOBOM,
IpeACTaBICHHE O JECTHUHAIMM, KyJla TypUCT XOYeT MoeXaTh, BOT 3TO U €ro
BIICUATIICHUS (YMO3aKITIOUCHUS U CYKICHUS).

BoT  Hecko0JbKO  Ba)KHBIX  XapPaKTEPUCTHK  4YeJOBEYeCKHX
NnpeAcTaBJIeHHii, KOTOpHIE IOMOTalOT HaM OOBSICHUTH BHIOOD JIECTHHAIIUH
TypUCTaMH.

Mpl1, m104M, BOCOPUHUMAEM B OCHOBHOM Ba)KHBIE W CYIIICCTBEHHBIC IS
HaC BEIIH, T. €. BEIIH, KOTOPhIE CBA3aHbI HE TOJBKO C HAIIMMH MTOTPEOHOCTSIMH,
HO W C IIEHHOCTSMHU B XU3HHM. Ecim 3T0 ynoOcTBa, oOpaiiaeM BHUMaHHE Ha
ya00CTBa, KOTOPBIE IECTUHAIMS TPE/IIaraeT.

- Mpb1 BocpuHHUMAaeM IOJ00HBIC BEIIW KaK OJWHAKOBBIC, HE Jeias
pa3HMIBI MEXIy HHMH. Tak Hampumep, [OJTHE TOABI TYPUCTHI U3
3amaJHOCBPOICHCKUX CTpaH, MPUOBIBas Ha OTALIX B bonrapuio, cumranu, 4To
npuexaiu B PyMbIHHIO;

- Ha nac oka3bIBaeT BIUSHHE TaKX€ U MOTPEOHOCTh B HAJEKHOCTH.
Ecau sT10 cwiibHas moTpeOHOCTh B MOBEACHWM WHJMBHUIA, OYEHb OCTOPOXKHO
BBHIOMpaeM HarpaBlieHHEe TMoe3Aku. OrpaHuyeHHOe TPEACTaBICHUE WU
,0€HOE” TpEJCTaBIICHUE TOJABEPracT PHUCKY OOS3IUBOTO 4YEIOBEKa, s
KOTOPOT'O HAJIS)KHOCTh UMEET caMOe OOJIBIIIOE 3HAYEHNE;

- [Tponuiblii OMBIT TAKXKE OKA3bIBACT BJIMSHUE HA IPEIACTABJICHUE O
nectuHanui. OH yCWIMBAeT HaIlle jKellaHWe cpaBHHMBaTh. Korga BwIOMpaeM,
KyJla TToexaTh, BCET/1a CPABHUBAEM;

- 3ajepKKa U CTaOWUIM3aIsg BOCHPHUSATUM Ha OINPENIEeICHHOE BpeMms,
XOTs CO3HaHUE ,,00MOapaupyer” u apyras, 6ojiee pasHooOpa3Has uHGOpMaIus,
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TAaK)K€ WUIPAIOT BaXHYIO poib B (OpMHpOBAaHUM HpenacraBieHuil. Tax
HampuMep, TYPUCT MOXET MPOAOJKATh OCTAHABIMBATHCS B OJHOM M TOH Xe
TOCTUHUIIE, XOTS KAYECTBO YCIIYT YXYALIUIIOCH;

- BnusHue Ha craOuiaM3anuio NpeaCcTaBICHUN OKa3bIBAalOT HAaBBIKU.
[IpuBbIKaeM K HEKOTOPBIM BeEIIaM, XOTS OHU HE OYEHb XOPOUIM WM MOJIE3HBI.
A ¥ NOTpeOHOCTH ,, yBA3BIBATHCS , MPUBS3BIBATHCS K ONPEACICHHBIM BEIlaM U
JIOJSM TaKKe OJIaronpUsITCTBYET 3TOMY 3P(DEKTYy.

- Yro takoe , [Ipakyna-typusm”

Bonpoc 2. YTo Takoe , MOTUBALMS K MOKYIKe ?

,MoTuBammss” — CIIOBO JIATHHCKOTO TMPOUCXOXIeHUs. (3HauaeT
»JBUTATh", , IPUBOAUTH B ABWKeHUE . [lo MHEHHUIO HccaeaoBaTeael B 00J1acTu
MOBEJICHUYCCKUX HAyK, B TOM YHCJIE W COUMATHHOW TICMXOJIOTHH, MOTHBAIIHSI
UMEET TPH acleKTa: OMOJIOTHYeCKUil (MHCTUHKTHI), KOTHUTUBHBIN (O3HAHUS)
3ayumBaronuii (ycBamBaromuii). I[lpencraBmser coOod codyeTaHWe NPUYHH
NMPOU3BECTH KaKoe-HUOYAb /eiicTBHE, C OJHOi CTOPOHBLI, M WeJH, K
KOTOPbIM WHIMBHJ CTPEMHUTCS, cOBepllasi 3TO /AeiicTBHEe, C JPYroi
CTOPOHbI. B 3TOM cMmpIcie MOTHBAIUS TIPEICTABISET COOOW AKTUBHYIO
BHYTPEHHIOIO DSHEPTHUI0, KOTOpas pa3BUBAETCSI Ha OCHOBE BOCIPHUHSTON
(oco3HaHHOW) HEOOXOIWMOCTH YMEHBIIUTh BHYTPEHHUH  JUCKOMGOPT
(BHyTpeHHEE HamnpsDKeHHE) B pe3yibTaTe Je(UIMTa Yero-ro, KOTOPOTO
WHIUBHU JKEJIaeT WIA TPHUBBIK WMETh, MPUYEM BIUSHUE a3-a, COIHMAIBLHOEC
no3HaHue, pedepeHTHass TpyIna W KyJbTypa OKa3blBAIOT CYIIECTBEHHOE
BJIMSTHUE HA UHUBU/IA.

B Teopuu Typusma NpuUMEHSIOTCS HECKOJBKO MOAX0/I0B PACCMOTPEHUS
MoTuBanuu. Hekoropble aBTOpBl  OOBSCHAIOT MOTHBAIMIO  TYPHCTa
UCKITIOYUTEIIBHO C ITOMOIINBIO TEOPUH O MOTHBAIIMH, pa3paO0TaHHBIX B OOIICH
IICUXOJIOTMH U COLMAJIbHOM ncuxojorun. Tak Hanmpumep, Dann (1977)xak u
Mill & Morrison (1985), ocuoBeiBatoTcss Ha Teopun Maslow (1943) 06
uepapxuu norpedHocteir. A Wit & Wright (1992) otnator npeamnouteHue
teopun Murray (1938)o kimaccudukaruu norpedHOcTel. J[pyrue aBTOpbl Kak
Mitchell (1983)u Kahle & Kennedy (198%anpumep, 00bSICHIIOT MOTHBALHIO
TypUCTa TOCPEICTBOM IIEHHOCTEH M CTHJIS KU3HH. Kpome TOro ecTh aBTOPHI,
KOTOpPhIE pPAacCMaTPUBAIOT MOTHBAIMIO TypHCTa HAa OCHOBE (aKTOPOB
“push”(,ronkars”, ,moarankuBate’) wu “pull’(, TaayTe”). Tak Hampumep,
Cromton (1977), Dann (1981) Kim (2003) cuuraror, 4To0 , TOJIKAIOMUE" HIIH
»TIOJITAJIKMBAIOIIME”  MOTHBBI  IIPEJACTABIAIOT  CcOO0OM  cremuduyeckue
BHYTPCHHHE CHJIBI, BIMSIONINE Ha PEIICHUE O TIOC3JIKE, IMOSBIISIOTCS TEPBBIMH H
MOJITAJIKUBAIOT WHAMBHUAA 3aXOTE€Th CTAaTh TYPUCTOM. ,, TsIHYyIIME” MOTHBBI
CBSI3aHBI C TMOKYNKOW Oojee crennduueckoi JECTUHALUU, OHH IOPOXKIAIOT
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*KenaHue. MoTuBalUs pacCMAaTpUBAECTCA €lI€ W Ha OCHOBE HAMOIUH,
ayTeHTUYHOCTH, TeJOHI3Ma (BJICUeHUE HHAMBHUIA K YIOBOJLCTBUAM) U JIP.

[TocMOTpuUM, Kak MOXHO MCIOJb30BaTh MOTHUBALMIO K IOKYIKE
TYPUCTUUYECKHUX YCIIYT Ha OCHOBE YEJIOBEUECKUX MOTPEOHOCTEA.

UYro Takoe , moTpeOHOCTE"?

IHoTpedHOCTH — »3TO ,OlIylleHUE”, ,TTOHUMaHUE , ,BHYTpPEHHEE
TpeboBaHUe” TOTO, YTO JOJDKEH MMETh WMHJMBHUJ, YTOOBI OBITH TaKUM, KaKUM
eMy xodercsi ObITb. B Kakoil CTEmeHH MBI POXAAeMCA C ITUMHU
(U3UOIOTUYECKUMH  OUTYIICHUSIMU — JIBUTAaThCs, IIATAThCS, IIUTh, Jaxe
noJy4daTh JacKu Apyrux. Bce OHM BpOXKIEHBI, CBSI3aHbI C YEIOBEUECKUMU
WHCTUHKTAMHU BBDKHUBATh, BOCIPOM3BOJUTHCA, HUMETHh CBOIO TEPPUTOPHUIO.
Bnocnencrteun npuydyaemcs IIOHUMAaTh CMBICJI (bH3UOTOTHYECKUX
norpeOHocTel. Hampumep, 4TO He Kaxnas e€7a WIM HAOUTOK IMPUHOCAT
yaoBoibcTBHE. [loMuMO 3TOro MBI pacrojaraeM BIIOJHE 3ayYE€HHBIMU
noTpeOHOCTIMH (ICHXOTEHHBIMKM) — y3HaeM, Kakue B3aUMOOTHOIICHUS HaM
HYKHBI, KaKue JI0JIM HaM HPaBATCS, KaK PEaanu30BaThCs U T. II.

Kaxmass Typuctuueckoss yciayra W ToBap 00JaJal0T BO3MOXKHOCTSIMU
(kauecTBaMHM), TOCPEACTBOM KOTOPHIX MOXKHO YJIOBJICTBOPUTH pa3HbIC
yejoBeYeckrue MoTpeOHOCTH. Teopuss M NpakTHKa MapKETHHTa MOKa3bIBAIOT,
YTO POJIb TYPUCTUYECKUX MHCTUTYLHUN U KOMIIAHUN COAEHCTBOBATH TYPHUCTaM
KaKk TOTpPEOUTENsIM y3HaBaTh B TYPUCTHUYECKHX YCIYrax BO3MOXKHOCTH
YIAOBJIETBOPUTh CBOU JIMYHBIE MOTPEOHOCTU. ITOT MPOLIECC HA3bIBACTCS
ocosHanueM mnorpedHoctel. IIpencraBnen Ha Pucynke 1. Ha 3Toii ocHOBe
MOXEM OOBSCHHUTH, TTOYEMY MHOTO JIIOACH KeIaloT €3UTh B ONpPEACICHHYIO
CTpaHy, HO 3TO He ciiy4aeTcs. B OONbIIMHCTBE CllydaeB MPUYMHA HE B JICHbIaX,
a B HEIOCTAaTOYHO CHJIBHOM OCO3HaHWU COOCTBEHHBIX IOTPEOHOCTEH U
BO3MOKHOCTH TYPUCTHUYECKOIO MPOJIYKTa YJIOBJIETBOPUTHL NX. MHOr1a pekinama
TYPUCTUYECKOTO TNPOJIYKTa HE CTUMYJIHPYET HTOT MpolecC OcCo3HaHusA. B
JIPYTUX Ciydasix OOCIyKMBaHHE MpPU MPOJIAKE HE HA JIOCTATOYHO BBICOKOM
YPOBHE.

1. 2. 3.
Pasrpannuenue CpaBHeHHE IBYX Brusnenue
JIBYX COCTOSIHUH! > COCTOSTHUI > CYLLECTBEHHBIX
TenepernHee u Pa3HHIl MEXITY
XKemjaemMoe COCTOSTHUSIMU
5. 4.
Ornenka [TepexxuBanme
BO3MOXKHOCTH P nmuckoMpopTa mpu
BBIXOJIa W3 A 3HAYUTEILHOU
nuckoMdonTa DazHUIIE

Pucynok 1. IIpouecc oco3HaHusi OTpeOHOCTEH
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MoTuBBI TOXE Yy4YacTBYIOT B MOTHBAllMM TypucTta. MOTHBBI -
» CTAMYJISITOPEI. TIOKYIKH. Tak Hampumep, ToJIOJ, Kak/1a, OIIYIIeHUE XO0JI0/a,
YCTAIOCTh — (PU3MOJIOTHYECCKHE MOTHBBI. A HEHAJIe)KHOCTh, YMCTBEHHAs H
OMOLIMOHAJIbHAS AKTUBHOCTD, JIFOOOIBITCTBO, YIOBOJIbCTBHS —
IICUXOJIOTUYECKNE MOTHUBHEI.

N ¢usmomormueckue, ©  IMCUXOJOTUYECKHE  MOTHUBBI  MOTYT
paccMaTpUBaThCS KaK IMO3MTHUBHBIC M HETaTHBHBIC. B 3TOM CMBICIE KaKabIi
TYPUCTHYECKUN TPOTYKT MOXKET MPOJABATHCA MOCPEIACTBOM KakK MO3UTHBHBIX
MOTHBOB, TaK M HETaTHBHBIX. HarmpuMep, rocTuHMIa 00emaeT yI0BOJILCTBHS, U
ATO TO3WTHWBHAS MOTHBAaNMSA K TOKynke. Ho B OONBIIMHCTBE CiydacB
TOCTHHHMIIBI BBIABUTAIOT Ha TMEPEIHUHA IIJIaH CBOM YCIYTH M TaKuM oOpa3oM
OJIOKHPYIOT MPOIIECC MOTHBAITUHN K ITOKYTIKE.

Pestomupysi, MOkeM CKa3aTh, 4TO B OCHOBE TOBEJCHHUS MOTHBAIMH K
MOKYIIKE JIe)KaT OCO3HAHHBIE MOTPEOHOCTH, KOTOpPBIE TYPUCTHUYECKAsl yCIyra
MOXET YAOBIETBOPUTH. CTUMYJIATOPaMHU TIOBEACHUS MOTHBAIIUN OKA3bIBAOTCS
1 MOTHBBI. UTO KacaeTrcs BOIpOCa, MOXXHO JIM Ha IOBEACHHWE MOTHBAIIUH
BO3JICHICTBOBaTh, TO OTBET OyzeT ,a”. OO0 3TOM BO3MOKHOCTH BBl MPOYUTACTE
B Temax 5, 6u 7.

Bomnpoc 3. Uto Takoe , ycTAHOBKA HA MOKYNKY 2

[loMumMo MoOTHMBaIMM B TMOBEACHUU TYpUCTAa KaK MOTPEOUTE,
MPUHUMAIOIIETO PENICHHE O MOKYMNKE, YYaCTBYeT M YCTaHOBKAa. UTO Takoe
yCTaHOBKa?

YcraHoBKa — BHYTpPeHHee cocTrosiHue, (opma nposiBJIeHUSA
COHMAJIBLHOr0 mno3HaHusi. OHa WHCCIEeNOBaHAa IPOCTPAHHO B COLMAIBHOU
ncuxonorud. CyIlecTBYIOT IBa MHEHHSI 00 YCTAHOBKAX.

CornacHO EpBOMY MHEHHMIO YCTAaHOBKA — 3Ta KOMOWHAIUSI OTJIEIbHBIX
peakIuii WHIWBHJIA HA OINpEACNICHHbIH 00BbeKT (ero JMYHBIN a3, a3 JIPyroro
YelloBeKa, KaKOW-HUOYIb MpeaMeT, NCHCTBUE, COOBITHE, MPOAYKT). DTH TPH
peakiuu cienyromue: apdexTuBHas peaknus (HPaBUTHCS, HE HPABUTHCH,
HCHABHJICTh, JIIOOWTh), KOTHUTHBHAs peakius (MHCHHE, OXXHIaHHE,
HpeJICTaBlIcHHUE, JTF000Bb), KOHOTHBHAs peakius (HeMepeHue U ICHCTBHE).

CoriiacHO BTOPOMY MHEHHIO YCTaHOBKA — 3TO HEYTO 0OIlee, €IUHCTBO
AMOLIMOHAJIbHBIX COCTOSIHUM, IIO3HAHUN U TOTOBHOCTH K JercTBUIO. Hanpumep,
YCTaHOBKA TIpEIojaraeT MpeapacrnoioKEHHOCTh K 4YeMy-HHOyJb, OHa
MPEIOXPAHSIET HAC OT HEraTHBHBIX YYBCTB, HAIPABJISIS HAIIW BOCIPHUITHS H
BO3JICMCTBYS HA HAIIU PELICHUS.

KiioueBbie nousitus k Teme 2
IlpencraBiaenne — BrecyaTyieHUuss (YMO3AaKJIIOUCHUS W CYXKICHWUS),
HAKOIJIEHHBIE B PE3YJIbTaTe COLMAILHOTO OMO3HAHMS ONPEIEICHHBIX CTUMYJIOB
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Cpelbl — MapKETUHIOBBIX, KYJIbTYPHBIX W Jp. MoTMBauMsi — BOCIHPHUHSITOE
UHIUBUJIOM COYETaHUE MPUYUH MPOU3BECTH OMpEJIETIECHHOE JAEHCTBUE U 1EIH,
KOTOPBIX MHIUBU]I I00MBaeTcs Oyaronaps 3ToMy JeicTBHI0. MOTUBALIMS — 3TO
U CTPEMJICHHE YMEHBIIUTh BHYTPEHHUN AUCKOMMOPT, BHI3BAHHBIN A€PUIIUTOM
WJIM HEXBATKOW YEro-TO, YTO UHAWBU/]I IPUBBIK UMETh MU XOUET UMETh.
IHoTpedHOCTH — OlylIEHUE, TIOHUMaHuEe, BHYTPEHHEE TpeOOBaHUE TOTO,
YTO HY>KHO WHJUBHUAY OBITh TaKUM, KaKUM €My XodeTcs ObITh. [loTpeOHOCTH

OBIBAIOT BPOXJIEHHBIMU (bm3HoIOrNYECKUMN) u 3ay4EeHHBIMU
(mprOOpETEHHBIMU, TICUXOJIOTHUSCKUMHU).
Oco3Hanue TMOTPEOHOCTH — TIPOLECC COUMUAIBHOTO ONO3HAHUSA

BHYTPCHHETO JHUCKOM(OpTa B pe3ysbTaTe HexBaTku (aeduinra) TOrO, YTO
HY>KHO MHJUBHUY OBITh TAKUM, KaKUM €MY XOYETCSI OBITh UM TPUBBIK OBITh.
MoTuBbI NOKYNKH — CTUMYJATOPHI MPOIECCAa MPUHSITHUS PEIICHUS O
MOKYTIKE, KOTOPBIE YCKOPSIIOT MOBEJEHUE MOTPEOUTEIIA.
YcraHoBka — BHYTPEHHEE COCTOSIHHE, KOTOPOE€ KOMOMHUPYET TpH
peakiuu — adppeKTuBHAsl, KOTHUTUBHAS U KOHOTHBHAs. Y CTAaHOBKA CUUTAETCS
0OIIIMM HaMEepEeHUEM MPOU3BECTU Kakoe-HUOYIb AeHCTBUE.

TEMA 3.IPUHATUE PELIEHUSA U OEHKA NIOKYIIKHU

Bormpoc 1. Yto Takoe ,, IpuHATHE PEMICHUS O MOKYyMKe? ”
Bormpoc 2. Yto o3HavaeT ,, 01eHKa mpoykra’?
Bonpoc 3. Y10BeTBOpEHHBIN U HEYJOBIETBOPEHHBINA TYPUCT

Bonpoc 1.Y1o Takoe , IpuHATHE pelieHus 0 MOKynKe? ”

MBI NOCTOSSHHO TPUHUMAEM pPEIICHUsS — YTO HAJETh, KOTJa HJEM Ha
3aHATUS WK pabOTy, YTO NPUTOTOBUTH K YXKHUHY, C KEM TMOTYJSITh, KaKylo
KHUTY IPOYUTATh U T. I. C TOYKU 3pEHUS IICUXOJIOTMHU HAIIIK PEIICHUS 3aBUCAT
OT BOJIM, SMOLMH, BOCHPHUATHM, OT Hammx neiaer. ComuanbHas MCHUXOJIOTHS
paccMaTpUBaET PEIICHUS C TTO3UIIUM HECKOJIbKHUX PA3JIMUYHbIX NapaAUIM.

Tax Hampumep, mapagurmMa PanMoOHAJIBLHOrO moBedeHus (oT ratio —
pa3yMmM) OOBSCHSET pCIICHHUS CTPEMJICHHEM HHAMBHAA II0Jy4aTh OOJIbIIE
JUYHBIX BBITOJ (BHYTPEHHUX HArpaj) M JUYHOrO yIOBJIeTBOpeHus. M B 3Tom
CMBICJIE PEIICHUs O MOKYNKE MPOJAMKTOBAaHBI Pa3yMoOM, T. €. OLIEHKOM BBITOJ,
MOJIb3 U YJIOBJIETBOPEHHU S, KOTOPBIE MPOYKT MOKET MPETOCTABUTh UHIUBUTY.

[Tapamurma mo3utuBH3Ma (OT POSItiVUS — MMONOXKUTEIBHO) JaeT Ham
apyroe oObsicHeHHE penieHud. HecMoTpsi Ha palMOHaIbHYIO CYIIHOCTD,
MOTPeOHTENb OrpaHUYeH JUYHBIMM KOTHUTHBHBIMHM  (IIO3HABATEIILHBIMH)
CITIOCOOHOCTSIMA W JOCTYIMHOW eMmy uH(opmalmeir. B 3ToM cMmbicie nmpuHsATHE
pelieHust 0 MOKynKe GOPMUPYETCSI HA OCHOBE CPaBHEHUS MEXTY HECKOJIbKUMHU
MO3UTHUBHBIMHU OXHUJAHUSIMU OT MpoaykTa. CyTb OJHOM M3 HOBBIX MapagurM
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NPUHATUS ~ PEIICHUS COCTOMT B TOM, UYTO pEIICHUE ONpPEeNsIeTCs
NPEUMYIIECTBCHHO 0] BJUSAHUEM pedepeHTHOI IPynmbl, IPYIIIbI JIIOICH, ¢
KOTOPHIMU WHJMBHJ] CPaBHHUBACTCS, KOTOPBHIM TojpaxkaeT. M Tak Kak
HOTPEOUTENIb SBJISETCS 4YaCThIO JIAHHOW Tpymnmbl (HAIpuMep, CEeMbH), TO
pelIeHUST O TMOKYIKE HWHTEPIPETUPYIOTCS HE KaKk HHAWBHIyajdbHBIC, a Kak
rpymmoBsie. [Ipyras HOBas mapaadrma pelieHuid, Oyaydd 4acThiO MOBEACHHUS,
UTHOPHUPYET JIOTHYECKHE MBICIUTENbHbIE CBsA3U. OTCTaMBaeTCs TE3HC, YTO
pellieHHE HE SBIIACTCS JIOTHYECKON CBSA3BbIO MEKIY MIPUUMHOM U CICACTBUAMH, a
SBIISICTCS. (PYHKIHEH Pa3HBIX 00CTOSITENLCTB. VM MBI, JIFOJU, MPUHUMAEM
peleHus, YTOObl Pa3pelInTh KaKylo-HUOYAb CBOIO BHYTPEHHIOK NMPOOJIeMY.
PerieHne B 3TOM CMBICHE - ,MHHCTPYMEHT  pa3pelieHus mpooieMbl. DTOT CTHIIb
paccyXIIeHUI BBISBISCT AaKTHBHYIO POJb CaMOTO WHIWBHUIA, €r0 JKCJIaHHE
CIPAaBUTLCS C MPOOJIEMOM, HO OTHIOJb HE HWIHOPHPYET BO3JCHCTBHE
CYOBEKTHBHBIX U OOBCKTHUBHBIX (PAKTOPOB BHE MHIMBH/A Ha €ro MOBEICHHE,
CIIEZIOBATENIBHO, K HA €0 PEIICHUS.

HekoTopble M3 BBIINIEyKA3aHHBIX IMOAXOJ0B MPUMEHSIOTCS U B TEOPHHU
typusma. Tak Hampumep, emie B 1961r. Lavidge & SteinonuceiBaioT pericHus
TypucTa B Ayxe pannonanu3ma. Howard & Steith (1969kak u £ngel, Kollat &
Blackweel (1973) onpenensitoT perieHre 0 MOKYIKe Kak CIOCO0 pa3pericHHs
npoOJIeMBbl M KaK BBIOOP aTbTEPHATHB MEXIY HECKOJIBKUMH OMPEICIICHHBIMU
BO3MOKHOCTSIMH. [10MyIIPHOCTBIO TOIB3YIOTCS U MOJECIN IPUHSATHS PEIICHHUS
o mokynke Moutinho (1982, 1987), Um & Crompton (1991), Woiods &
Lysonski (1993), Ritchie (1994) np., xoTopble paccCMaTpUBAIOT PEIICHHS O
MOKYIIKe KaK BaXKHOE CPEJICTBO YMEHBIICHUS pPHUCKA IMPH IMOKYIKE HOBBIX
NPOAYKTOB, HOBBIX JecTHHanui. [lomynspHas B Typu3Me IpaKTHKa
OpOHHMPOBAaTH HOMEpPa B TOCTHHUIIE, MECTA B PECTOPaHE, CaMOJIETE, a TaKKe
NpaKTHKa MOATBEPKIaTh OPOHU M MOKYIIATh JICTHUEC KAHUKYJIBI €Ille B TIEPBBIX
MecsIaX 3UMbI SBIISIOTCS TOMYJISPHBIMH CIHOCOOaMH YMEHBIIEHUS YyBCTBa
pHCKa MPH MOKYIIKE YCIYT.

Bonpoc 2. Yto o3HayaeT ,, 0OleHKA NPoayKTa”?

OneHka TOKYNKA — MBICIUTENbHBIM ,, IPOCMOTP”  BIIEUATIEHUH,
HAaCTPOEHUW, MPHUHATBIX  PENIEHWH,  COINOCTABJIEHUE  MPEICTABICHUI,
peaBapUTENIbHBIX OXUIAAHUN, YCTAHOBOK C YMO3AKIIOUEHUSAMH 00 3TOM, 4YTO
MPOU30IUIO0 MOocie NOKYnKH. KOHEUHBIM pe3yJbTaT OUEHKH — 3TO
YMO3aKJIIOUEHUSI TYpUCTa, B KaKOW CTENEHM OH YYBCTBYeT ceOs
ynosieTBopeHHbIM. Cormacio Walters & Bergiel (1989)rypucr onenuBaer
cBou 4 JeHCTBUS: Kak TMOHSJI, YTO TYypPUCTUYECKass yCIyra MOXKET
yIOBJIETBOPUTDH €r0 BaXKHBbIE MOTPEOHUCTH; KaK (POPMUPOBA CBOIO YCTAaHOBKY
Ha MOKYNKY; MOJ BIUSHUEM YETO MPUHSJ PEIICHHE O MOKYIKE; OTBEYAIOT JIU
€ro MpeIBapUTENbHBIE 0KUIAHUS KAUECTBAM TYPUCTUYECKOU YCITYTH.
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Oco3nanue
NMOTPEOHOCTH

,, Kak mmonsn, 4to
3TOT MPOIYKT
YIOBJICTBOPUT MOH
norpedHocTH?”

YcraHoBka

»Kak popmuposar
YCTaHOBKY Ha
MOKYIIKY 9TOTO
nponykra?”

IlpunsaTue
peLieHus

» KaK MpuHsi
pCIICHHUE O MOKYIIKEe
9TOrO MPOIyKTa?”

IMoTpedaenune
NPOAYyKTa

, COBITaJIM T MOH
MpeICTaBICHUS U
OKHIAHHA C
KauyeCTBaAMHU

MPOJyKTa, KOTOPBIA
Ky ?”

Pucynok 2 O61acT, KOTOpbI€ TYPUCT OIl€HHBAET

[TpuBeneHHbIN CIIOCOO PACCMOTPEHHS OICHKU MOKYIKH TYPUCTHUECKHUX
yCIYr O4€Hb MpakTudeH. Tak Hanmpumep, Mbl MOTJIM OBl I0OMBAaThCA 0OpaTHOM
CBSA3M C IOMOIIBIO BOIPOCOB. TakuM 00pa3zom coECTBYEM TYpPHUCTY ,, OTCESITh
BHYTpPEHHHE KOJieOaHusl, CBA3aHHbBIC C MOKYIKOU. ,,Bam monpaBusics necept?” —
MOAXOJIAIINM CIIOCO0 OPUEHTUPOBATh BHUMAHWE TOCTS Ha JIeCepT, KOTOPhIN OH
TOJIBKO YTO CHEJI, YTOOBI BEICKA3aJI CBOE MHEHHUE.

Toro xe addexkra MOKEeM JOCTHYB, €CJIM aKIIEHTUPYEM BHHUMaHUE Ha
CWIBHBIX  KadecTBax MpoayKTa. BoT pemimka, KoTopas paboTaer:
»1locTapanuch NpUHATHP BO BHMMaHMe Bamm TtpeboBanms!” wam ,Hanutku
TOMOJHUTENBHO oxaaaunu!”  lVcrnonp30BaHWE YTBEPJIUTENBHBIX IOCIAHUN
tuna. ,Bel cnanu xopomo?”, Haneemcs, Bol cnanu xopomo?”, "Haaeemcst Be
xopo1o otnoxHynu?”, ,Buxky, uto Bel 10BoBHBI!" — BCEe OHU MOICO3HATEIHHO
CTUMYJIUPYIOT MOJIOKUTEIbHBIEC IMOIIUH.

Bonpoc 3. Y10BJ/IeTBOpPEeHHbIH U HEY10BJI€TBOPEHHbIH TYPHUCT

Y I0BIETBOPEHHOCTh W HEYIAOBICTBOPEHHOCTh TMOTPEOUTENS OJHA U3
TUCKYTHPYEMBIX TEM B JINTEpeaType O IOBEICHUU TMOTPEOUTENs, KaK M B
JUTepaType O ToBeneHHMH Typucra. Tak Hampumep, Ryan ormeuaer, 4To B
nepuoa Mexay 1979-1990. cymectByer cBbimie 15 000 HaydHBIX W JpYTrUX
CTaTeil IO BOMpPOCaM YJOBJIETBOPEHHOCTH MOTpeOuTens. bojee u3BecTHBIC
uMeHa coriacHo Ryan, sto Parashuraman, Zeithaml, BerRyan, Pizam,
Neumann & Reitebe, Kozak, Peatcap.

BHauane yaoBIETBOPEHHOCTh TYPUCTOB KakK IMOTPEOUTENCH OOBICHSIIACH
C TIOMOIIIBIO TEOPUH comMaibHOTO Ticuxojora Fishbein (1967)0n yrBepxkaaer,
YTO CUJIA YSJIOBEYECKHUX YCTAHOBOK 3aBHCHT OT MPEIBAPUTEILHBIX 0KHIaHUH, a
OXKUJAHUE SIBISETCS CINUIM(UUECKONH YCTaHOBKOW, KOTOpash HMHTETPHPYET
’KellaeMble pe3yJIbTaThl MOCIe MPUHITOIO0 WHIUBUIOM perieHus. [loaTomy kak
YAOBIETBOPEHHOCTh, TaK W  HEYJIOBIETBOPEHHOCTh  CBSI3BIBAIOTCS  C
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OIyIIEHWEM, B KaKOW Mepe TOTPEOHOCTH, SBIBIICH JKETAEMBIMH U
OKUJJa€MBIMHU, yIOBJIECTBOPSIOTCS ITyTEM TOKYTIKH MPOIYKTA.

[To3nuee, B 80+61e roger XX Beka mcroib3oBaHa moaeas SURVQUAL
(Service Quality Theory)unun Teopuss o kadecTBe ycCiIyr. DTa MOJAEIb
WHTETPUPYET TPOU3ZBOACTBEHHBIE, MApPKETUHTOBBIE W  yIPABJICHUYECCKUE
MOAXOBI K KauecTBY yciIyr. C MOMOIIBIO MOJIEITH U3MEPSIOTCS AECITh Pa3HBIX
aCIeKTOB KadacTBa YCIyTH, a YAOBJIETBOPEHHOCTh pacCMaTPpHUBANIACh Kak
»PA3HUIIA" MEXTYy OXHIAHMSIMHU KIWEHTAa W €r0 BOCHPHUATHSIMHU KadecTBa
ycinyru. Tlozgaee mozens moaudummpoBanu. HecMoTps Ha 3TO, HEKOTOpHIE
aBTOpPHl  3AIIMIIAIOT TOYKY 3pEHHs, UYTO Korjga pedb uaer o0
YIOBIIETBOPEHHOCTH TYPHUCTA, CIEIyEeT UMETh B BHUJY HE TOJBKO H3MEPEHUS
KayecTBa, HO W W3MEPEHHUs YIOBJICTBOPEHHOCTHU. OIBIT HWHIWUBUA,
MPAKTUKYIOIIETO TYPU3M, BKIIOUCHHE TYpHUCTa B IPOHM3BOJCTBO HEKOTOPBIX
yCIIyT, a Takke W (PakT, 4TO B TypH3Me NPUHUMAIOT y4YacTHE DPa3IUIHBIC
CEKTOPHI, 3aHUMAIOIIHECS CHEU(DUIeCKUMU yciayramu. bosbiie mo 3Tum
BOITPOCAM MOKeTe mpounTarh B . 11.3.

bonee HOBBIE TEHIICHIIMU B UCCIIEIOBAHUSAX YAOBIECTBOPEHHOCTH TYypUCTa
BBISIBIIIIOT WHTEPECHBIC M TOJIE3HbIC TOUKHM 3peHus. Tak Hampumep, Filep
(2008) yBs3bIBacT YAOBICTBOPCHHE TYPUCTa C JIMYHBIMH BOCIPUATHSIMH
CYaCThs, Ka4eCTBA JKU3HM, TIOBUTHBHBIX SMOIMK. ABTOP MOJYEPKUBAET, UTO
CYaCThe, Ka4YeCTBO JKW3HH, TMO3WTHBHBIC SMOIUHA HE CBS3aHBI C OXXKHUIAHUSIMHU
KadecTBa. OJTa KOHICMIMS BCE €IIe He ampoOMpoBaHa, HO TOJIB3YETCS
MOAICPXKKON U IPYTUX YTBEPAUBIINXCS aBTOPOB B Typu3Me, Hanpumep Pearce
(2007), kOTOpBIil CUMTAET, UTO TYPU3M SBISETCSA T€HEPATOPOM CUACThs, OoJiee
BBICOKOT'O Ka4eCTBa U3HHU, YCIEIIHON JTUYHOCTHOMN peau3aluu, IO3UTUBHOTO
OTIBITA.

[ToueMy KOMITaHMM UWHTEPECYIOTCS YPOBHEM  YIOBJIETBOPCHHOCTH
TypuctoB? OTBET Ha O3TOT BONPOC [alOT TMPOBEICHHBIC WCCICIOBAHUS
Oymymiero  TOBEIEHUS  YyJIOBIETBOPEHHBIX  TYpHUCTOB, a  HMEHHO:
YAOBJIETBOPEHHBIE TYPUCTHI CKJIOHHBI MPOAOKATh MOKYHaTh OJWH U TOT K€
MPOAYKT, MOKYNKH OJHOTO M TOTO K€ MPOAYKTa MOTYT CTaTh MPUBBIYKOH,
TOBBIIIIACTCSI YPOBEHb MPHUYACTHOCTH K TMOPAYKTY, T. €. (opMupyercs
HIOBEJICHHE JIOSITbHOCTH (MPUBSA3aHHOCTH).

HeynoBieTBOpeHHBI TYpUCT — OH HEJOBOJEH YCIYyrod, UIsl HEro
XapaKTepHO CIenu(pUYecKoe TIOBEJICHUE, BBIIAIOIIEE €ro. OH JKayeTcs
pabOTHHKY, TPSIMO BBIpaKAaeT HEIOBOJILCTBO, OTKJIAABIBACT CIICAYIOIINE
MOKYIIKY Ha OymyIuil Mmepuo;, JAeiaeT aHTUPEeKIaMy YCIyTH W JeCTUHAINHA B
11€JI0M; OPUEHTHUPYETCS K IPYTOil NeCTHHAITUH, IPYTO KOMITAaHUH.

KiroueBbie nousitusi k Teme 3
IIpuHsiTHe pelmieHMs] — MBICIIUTENIbHBIN MpPOlIecC, KOTOPBIN 3aBepIIacTcs
BHYTpEHHEHN YOEXKIEHHOCTBIO, YTO HYKHO C/IEJNATh.
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OueHka MNOKYNKM — MBICIUTEIbHBIA ,,0CMOTpP’  BICYATJICHUH,
HACTPOCHUM, MPHUHATBIX  PEIICHWW,  COIMOCTABJICHUE  MPEJCTABICHUM,
pPEABAPUTEIIbHBIX OXXUJAHWKM, YCTAaHOBOK C YMO3AKIIOUCHHUSMH O TOM, 4YTO
CIIYYMJIOCH TIOC/e MOKYyNnKW. KoHeYHBIN pe3ysbTaT OLEHKU — YMO3AKIIOYCHUS
TYpUCTa O CTENEHHU €T0 y/I0BJIETBOPECHHOCTH.

YaoBjieTBOpeHHMe — BOCIPHHATOE COCTOSIHHME, IOKa3bIBaIOIIEe, YTO
MOTPEOHOCTU YAOBJIETBOPEHBI, KEJIAEMbIE PE3yIbTaThl U MPEIBAPUTEIbHBIC
oxkugaHuss ~ peanu3oBaHbl.  CorjacHo ~— 0ojiee HOBBIM  TMOHHMAaHUSIM
YIOBJIETBOPEHHOCTH (HaKTOPhl CBA3aHBl HE TOJBKO C KaueCTBEHHBIMH
CTOPOHAMHU YCIIYTH, HO U C JIMYHBIMU BOCIIPUATHSMU CUYACThs, MO3UTUBHBIX
MBICJICH, KaueCTBa KU3HU CO CTOPOHBI MHIUBU/IA.

TEMA 4. BHEIIHEE ITOBEJAEHUE TYPUCTA

Bompoc 1. Yto Takoe , BHeIIHEee TOBeeHNE  TypucTa?

Bormpoc 2. KakoBbI CKpBITHIE TTOCIaHUS BEPOATLHOTO TOBEICHNUS ?
Bormpoc 3. KakoBbI CKpBIThIE TTOCIaHKS HEBEPOAIBHOTO MOBEACHUS ?
Bormpoc 4. Kak BocipuHUMATh Jydllle BHEIIHEE TOBEEHNE TypHUCTa?

Bonpoc 1.YT1o Takoe , BHelIHee MoBeeHUe” Typucra?

[ToHumanue noBenEHUS NPYTUX JIOAEH — OJHA M3 OCHOBHBIX 3a1a4
COLIMAJIbHOM IICUXOJIOTMHU C MOMEHTA €€ IOIBJICHUS B Hadaile XX BeKa BILUIOTH
JI0 HAIIUX JHEH. TeopeTUUeCKrue OTKPBITHUS B 3TOM OTHOIIEHHU C OCHOBAHUEM
cUuTaloTCs (QyHIAMEHTAIBHBIMH M 007adaloT OOJIBIIOW TPaKTHYECKOU
CTOMMOCTBIO JUIS YEIOBEUCCKUX HHTEPaKIMii (B3aMMOOTHOIICHHH) B HaIICH
KU3HU U Ha pabore. HayuHble OTKpPBITHS, IOMOTAIOIIUE IPABUIBHOMY
MMOHMMAHHIO CHMBOJIOB YEJIOBEUECKOI'0 ITOBEJICHUS BOCXOIAT K MCCIEIOBAHUAM
Buller ome B 1644., a mnosmuee Darwin 1872. u Desmond 1962
Uccnenoatemmn 70-+1x, 8061x 1 90+41x TOo10B XX BEKa yCTaHABIMUBAIOT, YTO
KpOME TOBOPEHHUSI, MBI, JIIOJIU, UCHOJIb3YyEM M SI3bIK Te€Ja, YTOOBI MEepeaaBaTh
uHpopmaruto. J[BukeHUs Tejda W Halle OTHOIIEHHWE K IPOCTPAHCTBY, U
BPEMEHU MEPENAIOT YYyBCTBA, SMOLMH, BHYTPEHHHUE JKEJIAHUS UM TOPBIBHI,
ITOKa3bIBAIOT CTAaTyC, KaK M HAMEPEHUs KOHTPOJIHUPOBATH CUTYALUIO WU
MO3BOJIUTH OBITH KOHTPOJUPOBAHHBIM. MBI 3aMEHSIEM CJIOBO MJIM OOJIBIITMHCTBO
CJIOB, KaK M IIeJIbIe MPEJI0KEHUsI CBOMM HeBepOallbHBIM IOBeAeHHeM. Yare
BCEr0 ATO JIeJlaéM, KOIjla BBIpaXXaeM BOCTOpT, Jt0OOBb, MOIJCPXKKY,
YIAOBOJBCTBHE, OO0Jb, CTpaX, HEHABHUCTh, pa304yapoBaHUE, OJ00pEHHUE,
COYYBCTBHUE, 00HU/IA.

[ToHuMaHne NMOBEAEHUSI TYPUCTOB — YMEHHUE CTPATETUYECKOTO 3HAUYEHUS
JUISL BCEX, KOTOPBIE OOCTYKMBAIOT M MPOJIAIOT TYPUCTUYECKHUE YCIYTH ,,JIUIO B
auio”’ Typucty. Peub umaer He 00 YMEHHMH COCTaBJISITH ICHXOJOTHYECKUM
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MOPTPET TypHUCTa, a 00 YMEHUM YUTaTh  BHEIIHEE MoBejeHue. Takum oOpazom
MOHUMAIOTCSI JKEeJIaHUSI U HAMEPEHHS TYPHUCTA.

Y10 Takoe , BHEIIHEE NOBEACHUE 7

OT0 noBeAeHUE, KOTOPOE BUIUM U MOKEM HAOIOaTh y APYTUX JIOJIEH.
BHemniHee noBegeHue BKJIKYAET TOBOPEHNE U CIIOCOO TOBOPEHMS, BOPOCH U
BBICKA3bIBAHWE AapTyMEHTOB, CIIOCOOBI CIyIIaHWS, BHEIIHWA BUI, B3IJIAI,
MHMWKY, TBWKCHUSI TOJIOBOM, TUICUYAMH, TAJIbIlaMUA PYK, JBYDKCHUS HIDKHUMU
KOHEYHOCTSIMH, JIBH)KEHHUS BCEM TEJIOM, ITOXOKY, IPOCTPAHCTBO (paccTosiHUE),
r71€ UHAUBUJ TO3UIMOHUPYETCS, YTOOBI OCYIIECTBIISITH KOHTAKT C HaMH, €ro
OTHOIIEHHE K AaCTPOHOMHUYECKOMY BpPEMEHM, KaK Ba)XXHOMY aKIEHTY
B3aMMOOTHOIIEHUH. Bce mnepeuuciaeHHble BBIIIE 3JIEMEHTHl  BHEIIHETO
MOBEJCHUSI TYpPHUCTa BBIPAXKAIOT ONPENEICHHBIM 00pa3oM MPHUCYIIUE TYPUCTY
XapaKTEPUCTUKH, TaKHUe KakK: TpeOOBaTEIbHOCTD, J00OTBITCTRO,
HaOIIOaTENHbHOCTh, MPOCKO0A TOMOIIHM, TOIJASPKKAa TPH MPUHITHH Pa3HBIX
PEIICHU.

BOHpOC 2.KakoBbl CKPbLITHIC ITOC/IAaHUA Bepﬁa.]]bHOFO IIOBeI[eHI/ISI?

Kaxnplii 3J1eMEHT BHEIIHETO IOBEACHUS TYpPHUCTa HECET IIOCIaHUS O
KeJaHUSIX, HAMEPEHUSIX, OLICHKaX U MHEHUSIX, a TaK)Ke OTpakaeT nH(popmaIuio
O KyJIbType M 0Opa3e MBINUICHHS, CTWJE >XW3HH, TOTOBHOCTH TYypHCTa K
MOKYIKE. DTO MPOUCXOIUT KaK BepOATbHBIM, TaK M HEBEPOAIBHBIM ITyTEM.
Hmwxke BBl 03HAKOMHUTECh C KpaTKOW HH(pOPMAIMEH O CKPBITBIX IMOCIAHHSIX
BepOAJILHOTO NMOBEeHUsI — OTO CJIOBA, BBIPAXKEHUS, TOH TOBOPEHUS, BOIIPOCHI
U apryMeHThI, criocol ciymanus. CioBa, BbIpaskeHHsi W TOH TOBOPEHUs
OYCHb OTYCTJIMBO BBIPAKAIOT JKEJIAHUS, HAMEPEHMS, MHEHUs, SMOLMH H
OTHOIIICHUE TYPUCTA K ONPEACICHHON TeMe, SBEHTyaIbHbIEe KOJIeOaHus B CBI3U
C IIOKYIIKOM.

,[I[pUHECUTE JIB€ MHUCOYKU JIbJa, MOXKAIyHCTa’ HE Kalpu3, a >KeJIIaHUe
oxnmaauThcsa. Kak m jkemaHme pa30aBUTh AJIKOTOJBHOE COJEpP)KaHHE HAIMTKA.
,HalleliTe MMBO B TOHKOCTEHHOM CTaKaHE, HE B KPYyXXKe  HE CBOEHpaBWE, a
KeJaHue ,MOYyBCTBOBAaThH  0Oojiee HEMOCPEJACTBEHHO XOJOJHOE  IHBO.
BexnuBbIlli TOH TOBOpEHHS HE O3HA4aeT ciabocTh M OECIOMOIIHOCTh, a
colMaJbHOE yMEHHUE pasroBapuBaTh. IlocTaHOBKa yaapeHUss B TOYHO
OTIPE/ICJICHHBIX CJIOBaX HE MaHWs, a MOJYEepKHBaHHUE ,,0C000T0”, BAXKHOCTH,
TpeOOoBaHUs.

Bonpocbl TypucTa TOXE HECYT CKpBIThIe mocianus. Craumkom
AJIEMEHTAPHO BOCHPUHUMATh HMX Kak ,nouck uHdopmamuu . Korma Typuct
3a/1a€T BOIPOCHI, CMBICI CKPBITOTO IOCIAHUS COCTOMT B TOM, YTO OH XOYET
IPOBEPUTh M BBIACHUTH, HO U OPUCHTUPOBATHCS, YOCIUTHCS, TTOTYyUYUTh COBET.
Bot nmoatomy Bompocy ,,UTo s Mory yBHAETH B BallleM ropojie? He MOIXOIUT
OTBET THUIa , PaccMOTpUTE 3TOT MPOCIIEKT, TaM HAIKCaHO Bce'.
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APryMeHTbI, KOTOPBIE COMPOBOXKIAIOT BEepOAIIbHO TPEeOOBaHMUS TypHCTa
TaKXke 00JI1aJIaf0T CKPBITHIMH MOCIaHUSIMH. BIioHE BEpOATHO, UTOOBI TYPUCT HE
OB COTJIaCEH C JaHHBIM IMpejIoKeHueM. B 3ToM ciydae OH HCIIOJIb3YyeT
apryMEHTBI, C IIOMOIIBID KOTOPBHIX JIOKa3bIBa€T CBOIO NpaBoTy. IloaTomy
apryMEHTHI HE CJIeyeT BOCIPUHUMATHh KaK CIOp WJIW JUYHBIC HAIMMAJIKH, a KaKk
BBIPAXXEHUE HOPMAJIbHOIO HECOTJIACHsl, U OHO apPryMEHTUPOBAHO C IEJIBIO
00JIEKUEHUS TUajIora.

Croco0, mocpeacTBOM KOTOPOTO TYPHUCT BBICIAYHIMBAET OOBSICHEHUS
pabOTHHKA, TaKXKE€ HECET OMpEICJICHHBbIE CKPBIThIE MOoCHaHus. Yaiie Bcero
BCTpEUaAeTCsl TaK Ha3bIBa€MOE ,aKTMBHOE CIyIlaHue . AKTHUBHO CIyIIAOIIAM
TYPUCT TPUYACTEH K OOBSICHEHUSIM M TPEIJIOKCHHSIM, YJIbIOAeTCs, Y HEero
KUBas, OJIyXOTBOPEHHAs MHMHKa JIMIa, OH KHUBAaeT TOJIOBOM, BCTaBIIACT
KpaTKue BeIpakeHus tuma ,Jla, ato tak?”, ,IIpekpacHo”, , Heyxxemu?” B stom
cilyyae CMbICH nociaHus: ,[loHnmaro, 4To Thl TOBOPUIIL', HO 3TO BOOOIIE HE
O3HauaeT corjacue u npuHsATHE. J[pyroii wyacto BcTpedaembliii crocod
CIyIIAHUS 3TO ,KPUTHYHOE CIyIIaHWe — KPUTUYHO CIYIIAIOMANA TYPHUCT
BHUMATEIbHBINA, COCPEIOTOYEH Ha UWH(OpMaruu, BKIOYACTCS B MOHOJOT
KPAaTKUMH BBIPQKEHUSAMH, C TTOMOIILI0 KOTOPBIX XO0YET NepudpasupoBaTh WIH
pe3roMHpoBaTh ycubelmanHoe. Hampumep, ,IlogoxanuTe HEMHOXKO, €CIH
NpaBWIbHO TOHSI, pedb HAET O..." HeombITHBIN paOOTHUK CEpAMTCS Ha
aKTUBHO W KPUTHUYHO CIYIIAIOIINX €r0 TYPUCTOB, HO B CTPEMJICHUU H30€XKaTh
KOH(JIMKTa, CO3HATEJIbHO COKpalaeT HWHQOpMAIMI0 U UIIET CIOCOOBI
IIPHOCTAaHOBUTH KOHTAKT. [1;moxas Mmanepa paboTHI.

BOHpOC 3. KakoBbI CKPbLITHIC MOC/IAaHUA HeBep6aJII>HOF0 HOBeIIeHI/IH?

Hwxe ngana kpatkas wuwHOOpMAmMsi O  CKPBITBIX  IOCIAHUAX
HeBepOAJBHOI0 MOBEAEHUS — B3IJIs1]l, MUMHKA, IBUKCHUS TOJIOBOH, IIJICUYaMU,
MAJIbI[AMHU PYK, ABHKEHHUS TEJIA, MOJOKEHUE U JBMKEHHUE HOTaMH, MOXOJKa U
BHEITHUU BU

B3rasig Hecet 6oraryo ungopmanuio. [lokazpiBaeT HHTEpEC, OTCYTCTBUE
WHTEpECa, KOHIEHTpAlUs, PACCKPBHIBACT KEJIAHUS U MNPEANOYTECHUS, SMOIUU
KaKk  0oJ00peHue, HeoJ00peHHue WM  OTBpAIllCHWE, OTHOIICHHWE U
MpEePacoIOKECHUE. OKCNepThl 1O HEeBepOAIbHOM  KOMMYHHUKAIUU
YTBEPXKIAIOT, YTO 3paykul TJia3 SIBISIOTCA HauWOoJiee TOYHBIM HOCUTEIIEM
MH(pOpMAIMU O BBIIIEOMMCAHHBIX JYIIEBHBIX COCTOSHUIX. OOBIUHO pacuIupsieM
3pavyKH, KOTJa HCHBITBIBAEM IIOJOXKUTEIbHBIE AMOIUMH, MHTEpPEC M J00phIe
HaMepeHHs. A B3IJIs]] HAUMHAET CBETUTHCSI UMEHHO OJIarojiapsi pacCIIMpeHHbIM
3paukaM. I Ha000pOT, B3TJIS TYCKHEET B PE3YyJIbTaTe CY>KEHUS 3pDAyKOB, a 3TO
JIOKa3bIBA€T OTCYTCTBUE MHTEPECA, OTPUIIATEIIHLHBIX YMOLIMI U YyBCTB.

MuMHKa — 3TO CTpaHHOE JABMXKEHUE HCKIIOUUTEIBHO IIACTUYHBIX
JIMIIEBBIX MBI, TOXXE€ HECET CBOM CKpPBIThIC TMOchaHus. Jlaxke HeyTpalibHas
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MHUMHKa (,3aCTBIBIIIEE, KAMEHHOE JIMI0”) TOKa3bIBAET MIHOBEHHOE IYIICBHOE
cocrosaue. Camasi pacipocTpaHeHHass MUMHUKa — 3TO yiblOKa. B GosblinHCTBE
KyJIbTYp YJbIOKa CHUMBOJ OJaroHaMepeHHOCTH, J0OPOKEIATEIbHOCTH, HO
OTCYTCTBHUE OIBITA MOXKET CBS3aTh €€ C HACMEIIKOW, a 3TO IOPTUT OTHOLIEHUS.
Takum xe 00pa3zoM rpumaca npu CONPUKOCOBEHUU C MEPBHIMU ITTOTKAMU BUHA
03HA4aeT, 4TO TOCTIO PECTOpaHa HE HpaBUTCS BUHO. He cTouT yOexnaTh rocrs,
YTO OHO XOpPOILIEE, TPOCTO HYKHO MOAMEHUTh.

JABM:KEeHHUS TO0JIOBOM U TIPEKIE BCETO IOKAYMBAHUE TOJIOBOM
CUMBOJIM3UPYIOT TOATBEPKICHUE U 0JJ00peHre. ITO BPOKIACHHBIE KECThl. MBI
JIOJDKHBI TIPUHUMATh UX HemnpenayOexkneHHo. Kak M CKIOHEHHass B CTOPOHY
rojioBa, KOTOpas CUMBOJM3UPYET HHTEPEC, COIVIaCME, BHHUMAHUE K
cobecennuky. CKJIOHEHHass BIEped TOJioBa, OCOOEHHO C COYETaHHUEM
MPUCTAIBHOT'O B3TJISa CKPBIBAET IPYIOW IMOATEKCT — HETaTUBHOE OTHOILLIECHUE
COIIEPHUKA.

JABM:KeHUS IJIeYaMM T[IOXO0XHA Ha pa3MHHAHHWE, HO HUMEIOT JpPYyrou
cMbIca. Hanpumep, TOBOJIBHBIN YeOBEK (TypuCT) pacrpasiseT 1uiedd. Ho To
K€ CcaMo€ JIBMKEHME MOXKeT o3Hadare ,Kak crpamiHo TO, O ueM
pacckasbiBaete”, , Kak nmorpscaromia sta ucropus’, ,, OTBpaTUTEIBHO TO, YTO 5
BUXKY .

JIBM:KeHMsI PyKaMH Takxke pa3sHooOpasHbl. [lompoOyiite mMmoay4duTh
MHPOpPMAIMIO O AYIIEBHOM COCTOSSHUM YW OTHOLIEHUHM HE3HAKOMOTO IO CTUIIIO
PYKOIIOXAaTHs, HaIlp., TaK Ha3bIBaeMbIC ,,0apbephl pykamu’ (Tiepen Tpyapioo). A
MPUKOCHOBEHHE pyKamu? JIBHIKeHUsI TMambllaMH pPyK OTPAKAOT CHITY
XapakTepa MHAMBHUIA, KEJIIAHUE JTIOMUHHUPOBATH, HO OJHOBPEMEHHO C ATHUM U
BBIPAYKAKOT OTHOLLIEHNE HEYBAXKEHUS U HACMELIIMBOIO OTHOLLICHUS.

JABMKEHUATA TEJOM II0Ka3aTelIbHbl CBOMMHU KPATKUMH IOCIAHUSMMU.
Hackonbko npeapacronokeH TypUCT, MOXXHO IOHATH 10 TOMY, [IOBEPHYJICS U
OH JIMIIOM K HaM WU OOpalleH CIMHOW U TOTOB B JIFOOON MOMEHT MOKUHYTh
Hac. Her cmpicna 3amep:KuBaTh TAaKOrO0 KIMEHTA HACUIIBHO B NPSMOM U
[IEPEHOCHOM CMBICIIE CJI0BA.

JIBMKEHUS] HOTAMM — CUTHAIM3UPYIOT 00 OMpPEJEICHHBIX BHYTPEHHUX
coctosgHusX. Hanpumep, Koraa 4enoBek, Cujisl, ObICTPO U MOMEHTAIBHO KIIAJET
HOT'y Ha HOT'Y, TO 3TO CUTHaJ 3allUThl WJIM HA4ajl0 OTPULATEIbHON YCTAaHOBKH.
B coueranun €O CKpEIIEHHBIMHM pPYKaMH 3TO JIBUXXEHHUE JIEMOHCTPUPYET
nocany. HeapyxentoOue BbIAIOT CKPEIIEHHbIE HOTH, KOTJIa YEJIOBEK B CTOSYEM
IIOJIOKEHUH. BHemnmii BMA — CyMMapHbI HEBepOaIbHBIA CHUMBOJ.
Brmrouaer oxpexnay, akceccyapbl (O4ku, mpudecka, TpyOka, MYHAIITYK,
MIUPCUHT, YKPAILLICHUsl, TATYUPOBKHU, MAPKU U MOJEIN CAKBOSIKEN U YEMOJAHOB,
u jp.). KoMMyHHKHUpyeT CONMaIbHBIA CTaTyC, CTHJIb JKU3HH, BKYCHI,
NPUYACTHOCTh K oOmpenaesieHHON pedepenTHoN rpymmne. KocBeHHbIM myTem
MO>KHO CJIeaTh MPEANOI0KEeHHs O KelaHusX u TpedoBanud.  Ilepeuncinss
CKPBITBIE MOCIaHUsI BEpOAIBHOTO U HEBEPOAIBHOTO BHEIIHETO MOBEIEHUS, MbI
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YOOMSIHYJIM ~ HEKOTOPbI€  HEMOAXOMSIINE  PEaKUUU  OOCITY>KHUBAIOLIETO
epcoHana, KOTOpbIE, K COXKAJICHUIO, 3aMeyaroTcs Typuctamu. Hekoropsie
TYPUCTBI YIHUBISIOTCS HEMOIXOMSAIIUM PEAKIUSAM, IPYTHE CBA3BIBAIOT 3TO C
MECTHOW KyJbTYpOW, HO U B OJHOM, U B APYrOM CIIy4a€ BOEYATIECHUSA OT
HETOIXOASAIINX PEAKIUI BEIyT K 00jiee HU3KOM OIEHKE 00CITY>KUBAHUS.

Bonpoc 4. Kak BocnpuHUMATH Jy4Yllie BHellIHee MoBeleHue Typucra?

Eci TOYHO TrOBOpPUTH abora ¢ TYpUCTOM ,JIMII0O B JHWILIO B
p ] p yp ”

3HAYUTEIILHOW CTENCHH MBICIUTENbHAs ,padota” — Hag0 BOCIPHUHUMATH
BHECIITHEE MOBEJCHHWE M ,0TBeYaTh’ TMOAXOAIICH OOpaTHON CBS3bIO (HaBaTh
OTBET).

KakoBBI COBETHI COIMAIBHBIX TTCUXO0JIOTOB?

PaccmoTtpute PucyHOK 3., HIUTFOCTPUPYIOMNIA MPOIece BOCHPUATHS. A
MIOTOM BEPHHUTECh K TEKCTY IMPOYHUTATh M BHIYYUTh NMPaBHJIbHBbIE JeHCTBHS
BOCHPUATHSA:

(1) BuumarenpbHO HaOMW0OAaliTE 3a NMOBEeeHHMEM TypucTa (CTUMYJIBI
MOBEJICHHS, KOTOPbIE, MOJMACT): BHEIIHUN BHUJ, MHMHKA, MOXOJKAa, BOIPOCH,
apryMEHTHI, TOH TOBOPEHHS, >KeCTUKYJsiius. Eciam MuMmuKa HeyTpanbHas, a
TypUCT B OOIIEeM HE OYECHb CJIOBOOXOTJIHB, 3aJlaliTe KPATKUH BOMPOC WIIH
MPOCTO YJIBIOHUTECh TNMPUBETIMBO W TO3J0poBaiiTech. Maess B TOM, YTOOBI
IIPOBOKHPOBATH MPOSBICHUE OOJIBIIIE CTUMYJIOB TIOBEICHUS.

(2) KoaupyiiTe CHMBOJIBI. TPYIIUPYWHTE, TOYHEE, PACHPEICIUTE II0
kareropusiM. He pearupyiiTe Ha KaXIblii CHUMBOJ B OTACIBHOCTH, a OTHECHUTE
CUMBOJI K OINpPENETICHHOW KaTeropuu, Hampumep, ,MYKYUHBI', , KEHIIUHBI ,
»BO3pPACT”, ,, HAIIMOHAJIBHOCTH .

1. Ctumyasl

2. BocnipusiTne Buumanue

3. Kareropuzauusi
CTHUMYJIOB

A

KoJIupoBaHue
4. Opranuzanus
CTHMYJIOB <
Pa3mbliienue
6. BocnpousBocTBO Cyme]{ne

Pucynok 3. IIpouecc BocnpusiTUsI APYTUX JIIOdei

(3) OpranmsyiiTe CTEMYJIBl WO  HCHOJB3YHTE  KaKyHO-HUOYIb
MBICIIUTENILHYIO CXEMY OpraHu3alliu BOCHpUHATON uHdopmanuu. Hampumep,
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JWYHOCTHBIC CXEMbI, TPYIIOBBIE CXEMBbl (CTEPEOTHIIBI, TPOTOTHUIIBI).
JIndHOCTHAsT cXemMa — 3TO BOCHPHUSTHE KOHKPETHOM JHMYHOCTHOM 4YepTHl,
BaYXHOU 10 Bamiemy MHeHuto. Hanpumep, ,,cuMnaruynbiii kiveHt”. CTepeoTun
— 3TO CXEMa, CBf3aHHAsA C TUIHUYHBIMU XapaKTEPUCTUKAMH OIPEACICHHOU
rpynnsl. Hanpumep, ,typuct u3 I'epmanun”. Ilporotun mpexacrtaBiser
a0OCTPAaKTHYI0 UACAIBHYI0 MOJIE€Nb, KOTOpas CIYKAT JUIsl CpPaBHEHUS C
KOHKPETHBIM MUHIUBUJIOM, Halpumep, ,, TypucTsl B boiarapun cerojiHst He Takue,
KaK JIeCATh JIeT Ha3aa . (He MOX0XKH Ha TypHuCTOB mpeapiaynmx 10 met”.)

(4) PasmpimisiiiTe win GOpMyIHpPYHTE Balllk CYXXACHHS (MHCHHS) Ha
OCHOBE 001 yMaHHOU MH(popMauu. Bamm cyxaeHuss — 3To Ballld BIIEYATICHUS
o Typucte. OHU OCHOBBIBAIOTCS MPEXK/IE BCErO Ha (PU3NUYECKUX YyepTax TYpPHUCTA,
a TaKkKe M Ha XapaKTEPUCTHUKAaX CXEMbl, KOTOPOW BBl MPUACPKUBACTECH.
bosnbiioe BiusiHME OKa3bIlBa€T M Ballla JIMYHAST MOTHBalMs padoTaTh Ha
Npo(ECCUOHAIBHOM YPOBHE C TYpUCTaMH, U Balllé HAcTPOCHHE B
OIPEICIICHHBIT MOMEHT.

(5) HUcnoan3yiiTe CBOM BIEYATICHUS O TYpPUCTE, YTOOBI YCTAaHOBUTH
oOpaTHyiO cBsi3b ¢ HUM (OTBeT). EciaM TypuCT NPUBETIIMBBIA W yJbIOaeTcs,
oOpaTHas CBsI3b C HUM TOXE CIEAyeT ObITb MPUBETIMBOM, OJaroHaMepeHHO,
TPYHKECKOM.

JlomyckatoT Jid JIOJY OMMOKHM, KOIJa BOCHPUHMMAIOT TOBeJIeHHe
apyrux Jwoaeii? ConuanbHble MCUXOJIOTH OTBEYAIOT Ha ATOT BOIPOC, YTO
omuOKK JomyckaroTcs. BoT ocHoBHBIE ommOku: (1) [amo-addekr — cuuraem,
YTO 4YEJIOBEK, MOHPABUBIIUNCS HaM C MEPBOrO B3IJIS/Ia, XOPOIIUI YEIOBEK B
JAr000M oTHOMmIEHUH. (2) MBI MO3UTUBHO MPHUCTPACTHBI K OOJIBIIMHCTBY JIFOACH
— OHM HAaM HPABATCS, MBI UX ONpPAaBAbIBAEM, K€ B CIydasX, KOrJa HEJb3,
Korma BeayT cebOs Hempuemiiemo. (3) Mbl HEraTHBHO TPHCTPACTHBI —
aKIIEHTUPYEM Ha HEraTuBHOW HHGOpPMAIMUM CTUMYJIOB IOBEICHMS, YeM Ha
no3uTUBHOH; (4) AtpuOyTHpoBaTh — CHavaja Mbl (POPMHUPYEM CYXKICHHS
(MHEHUS) O JIIOJIAX, YCTaHABJIMBAs MPUYUHY UX TMOBEACHHS 0€3 JOCTATOYHBIX
HaOMI0/ICHUN 3a moBeJeHHeM Apyroro. Mckath mpuuvHy — HEIIoXas HJesl.
dyHaaMeHTallbHasE  aTpUOyTUBHas  OMIMOKA, OTKPBITash  COI[MATIbHBIMU
NICUXOJIOTAMH  3TO, KOT/a JIIOAM OTAAlOT OoJjblllee 3HAYEHHUE CaMbIM
OTJIMYUTEIBHBIM CTUMYJIaM, HalpuMep, OPOCKON BHEUIHOCTH, U B 3TOM ClIy4ae
BIIEYATJICHUS O IPYTOM HEJOCTATOYHO TOYHBI.

KiawueBbie nousitusi k Teme 4
BHeliHee moBeleHHe — TIOBEJCHWE, KOTOpPOE HaOMIOmaeM y IPyTrHUx
Jro/eH ¢ 1enbo GopMHUPOBATH BIICUATICHUS.
Bep0anbHoe nmoBeneHne — MOBEJICHUE TOBOPEHUSI U CIIOCOO TOBOPEHUS,
BOIIPOCHI M BEICKa3aHHBIE apTyMEHTHI, CITIOCO0 CITYIIIaHMS
HeBep06anbHoe noBeieHUe — BHEIITHUM BUJI, B3TJISA, MUMHUKA, JTBH)KCHUS
rOJIOBOM, IUI€YaMH, MNaJbIlaMU PYK, JBWXKEHUS HIWKHUMHU KOHEYHOCTSIMH,
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JBWKCHUS Tella, MOXOJKa, MPOCTPAHCTBO (PacCTOsSHUE), B KOTOPOM HHIUBU]I
NO3ULIUOHUPYETCs, YTOOBI OBITH B KOHTAaKT€ C HaMH, €ro OTHOIICHHE K
ACTPOHOMHYECKOMY  BPEMEHM KaK OJHOMY M3  BaXHBIX  aKLEHTOB
B3aMMOOTHOLIECHUM.

Bocnpusitue Jrogeii — IPOIECC TMOCIENOBATENBHBIX JTallOB B
BOCTIPUSITUU JIIOJICH, YEH KOHEUHBIA pe3yJbTaT — (P OPMUPOBAHUE BIICUATICHUM
O JIPYyroM M MOJATOTOBKA K OOpaTHOM CBSI3H.

ATpudynusi — CcyxnaeHus (MHEHHS) | BIICUATJICHHS, KOTOpPBIC
OCHOBBIBAIOTCS Ha ITOUCKE MPUYMHBI IOBEACHNS BHE NHIUBU/IA.

TEMA 5. BUJIbl BBAUMOOTHOIUEHMIA ITPU
OBCJYKUBAHUMU U MPOJIAKAX «IULIO B JULO»

Bonpoc 1. KakoBa conuanbHO-IICUXOJOTHYECKAsl MPUPOJa OOCITYy>KUBAHUSA U
POJAXK <TUIIO B JTUIIO»?

Bompoc 2. KakoBbl 3Tambl B Tporecce OOCTYKMBAaHUS W MPOAAXK <IUI0 B
JIUIIO» 7

Bomnpoc 3. YTto o3Hauaer ,,akTUBHOE TIPEJIOKEHHUE" ?

Bormpoc 4. [louemy HyHO aKTUBHOE MPEIOKEHNE?

Bonpoc 1. KakoBa conuajJbHO-TIICUXO0JIOTHYeCKasi MpUpoaa
00CJIy;>KMBAHMS U MPOAAK <«JIMLO B JIMLO»?

OOciyxuBaHME€ W TPOJAXKU «WIMIO B JIMIO» - PACHPOCTPaHEHHBIE
PaKTUKA B TypusMme. HekoTopple KOMIAaHUM BOCIPUHUMAKOT UX Kak
OTZEJIbHBIE U HE3aBUCUMBIE IPYT OT ApYyra. B CYIIHOCTH 3TO HE BCErJa TaK.

[IBetitiap, KOTOpBIA BCTpEYaeT TOCTEW OTeNls y BxojAa, - PabOTHHUK,
KOTOpBIN o00ciyxuBaeT rocteil. OH MNPUBETCTBYET TOCTEH, Jenas JErKuu
MOKJIOH, YJIBIOAETCsI, MOMOTAaeT UM BBIUTH M3 MAIllMHbI, COPOBOXKAAET UX JIO
caMoro Bxoja. HOCHUIIBIIMK TOCTUHHUIIBI TOXXe oOciyx)uBaeT. OH BCTpeuaer
rOCTE€N U OTHOCHUT Oarak B X HOMEpA, MOKa3bIBAET, IJI€ BaHHAs, KaK BKIIOUUTH
CBET, MPEIOCTaBIsACT MAOMOJHUTEIbHYIO HHGOpPMAIUMI0 C ,TEPBOM PYyKHU .
DKCKYpCOBOJI TOXE€ OOCIyKUBaeT TOCTEH — pacCKa3bIBaeT, ITOKa3bIBAET,
OOBSCHSIET, COTPOBOKAET, OTBEUAET HA BOMPOCHI, MOMOTraeT u Ap. JexxypHblii
aIMUHUCTpATOp OOCTY>KMBA€T TOCTEH TOCTUHHUIBI. OTBEYAaEeT Ha BOMPOCHI,
OpUEHTHPYET, pa3MeliaeT, OpOHUPYET HOMEpa, OJHOBPEMEHHO C 3THUM U
MPOJAAET HOUYEBKH, U COBEPIIAECT Npoure yciayru. Kak u paboTHUK B areHTCTBE
MyTENIECTBUH,  KOTOPHIM  MHGOPMUPYET,  OPUEHTUPYET,  MpeJjiaraer,
MIPEJICTABIISIET, HANPABISAECT, HO OJHOBPEMEHHO C ATUM O(OPMIIIET HYKHYIO
JOKYMEHTAIMIO 10 CIENKE, BKIIOYUTEIBHO U (PHAHCOBBIE OIEepalliy M0 HEW.

B KOHTEKCTE YeJIOBEYECKUX B3aMMOOTHOIIEHUM U  COLIMAJIBbHOU
NICUXOJIOTUM OOCITy>)KMBaHWE MOXXHO paccMaTpuBaTh M B JAPYroM IUIaHE.
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[IIBe#itiap, HOCWIBIIMK, U JKCKYpPCOBOJ HE TOJBKO OOCTYXHBaKOT, HO U
,TIPOIAIOT” TPOAYKT CBOEH KOMIIAHMM C TIOMOIIBIO CBOETO TOBEJICHUS U
OTHOIIEHUSI K TOCTSIM, C TIOMOIIBIO BIIEYATICHUM, KOTOPBIE CO3/AIOT B HX
CO3HaHUU. MHOTO TYPUCTHYECKUX KOMIIAHUW B MHUPE MPUHUMAIOT TaKyIO
KOHIIEMIIUIO, U ATO MPOSBISIETCS B MX O(QUIIMATBHO OOBSBICHHBIX MHUCCHSX,
KOPIIOPATUBHBIX IEHHOCTSX, CTAHJAPTaX 00CIyKUBAHUSI.

B Teme 5 paccMoTpum 0OOCITy>XMBaHME U MPOJAXHU, KaK IMPAKTUKHU, B
OCHOBE KOTOPBIX JIEKAT B3aUMOOTHOIIIEHUS MEXAY TYPUCTOM U CIIy>KuUTelieM. B
CBETE COIMATILHOM MCUXOJOTHH 3T OTHOIICHUS 00J1a/1al0T TPeMsi 0CHOBHBIMHU
xapakrepucTukamMu. (1) MHTEPaKTUBHOCTh WM IIOBEJCHHE IMAPTHEPCTBA C
typuctoM; (2) mNepHeNnTHBHOCTH, IMOBEACHUE B3aUMOIIOHMMAHHMS, AMIIATHS
(moCTaBUTBHCS HA MECTO APYIOro), CONPHYACTHOCTh K JKEJIAHUSAM, YyBCTBaM,
YCTaHOBKaM W pemlieHusM TypucTa; (3) KOMMYHHUKATHBHOCTB, ITOBEICHHUEC
obMeHa BepOanpbHOW UM HeBepOalbHOW uHMOpMaIMe, KoTopas I0Jie3Ha,
HE00X0/IMMa U CBOEBPEMEHHA TYPHUCTY.

Bonpoc 2. KakoBbl 3Tanel B mpouecce 00CAyKMBAHUS U MPOJAK
, JINIIO B JIUI[O"7?

C TOYKHM 3pEHHS 4YEJIIOBEUYECKHX B3aMMOOTHOIICHUN MOXEM pa3ieiiUTh
€IUHBIN MPOIECC OOCTY>KUBAHUS M MPOJAXK <«IUIO B JUIO» TYPUCTY HA TPH
MocJieIoBaTeIbHBIX BO BPEMEHM 3Talla, a MMEHHO. «BCTpeda», ,JeJOBbIC
B3aUMOOTHOIICHHUS , ,, IPOBOJBI .

Berpeua YcraHoBieHnne u IIpoBoawbl
NMoJAePKKa 1eJIOBBIX
B3aMMOOTHOIIEHU

VCTaHOBKY U JICUCTBUS IS
VCcTaHOBKY U JICUCTBUS IS M3Yy4eHHUs], HallpaBJICHUS VCTaHOBKH U JEHCTBUS JUIS
co3/1aHus OJaronpUsTHOU BHUMaHHUS, NPEIOKEHUS,
aTMochepsl Mpe3CHTAINH, YOCIKICHUS,
HMHTEPAKTUBHOCTH BBICITYIIMBAHUS

»|  YHpOUCHHs JOOPbIX 1yBCTB

Pucynok 4. Tpu noaxoasiliux mara B 00CJa1y>KUBAHUM U MPOJAK
, JINIIO B JINLO”

Bcrpewa — »oTam, BO  BpeMs KOTOPOTO CIyXallud CO3MaeT |
MOJJIEPXKUBAET arMoc(hepy HWHTEPAKTUBHOCTH C TYpHCTOM, a aTtmocdepa
WHTEPAKTUBHOCTH XapaKTePU3yeTCs TPeMsl IeUCTBUSIMU.

(1) IlepBoe HeoOXOAMMOE MACHCTBHE IPH BCTPEUYC STO BbIPAKEHHE
TeMJbIX YYBCTB. Teluible YyBCTBAa B OTJIMYHE OT XOJOJIHBIX YYBCTB H
OTHOIIIEHUS paBHOIYIIHS BCETa pacloliararoT K B3auMoieicTBri0. BepOaapHo
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OHHU BBIACHSIOTCS C IOMOIIBIO BbIpakeHui Tuma. ,Pan Bac Bumets’, , Kak
MPUSATHO, YTO BBl Cpeau Hac’, ,, Jlisg MeHs ynoBosbcTBUE, ,, Yem Bam nmomoun”
ConpoBOXKIAIOT 3TH MPUMEPHBIC BBIPAKCHHsI HEBEPOATbHBIC TOCTAHUS TETUIBIX
YyBCTB, KaK, HampuwMep, yJblOKa, paJoCTHas WHTOHAIMS, PYKOIOXKaTue,
3pUTENHHBIN KOHTAKT, TOCITEIIHAS IMOXOJKa JJIsi BCTPEUM TYypHCTa, TpsiMast
MocajiKa Tena.

(2) Bropoe neiicTBHe BbIpaxkaeT yBa)kKeHHe. YBAXKCHHE K JIPYroMy,
MOJOOHO TEIUIBIM YYyBCTBaM, TOXE COJICUCTBYET CO3/IaHUI0 aTMOC(EpPHI
MHTEPAKTUBHOCTH. MOXEM TMOKa3aTh YBAXKEHHE, WCIOJIb3ysl HampuMep,
cnenyrolue Beipakenus. , [loxanyiicra”, , byasre no6pst”, ,, JloOpsIit 1eHb, T-H
CMut’, Kak M HeBepOAJIbHBIC TOCIaHUS, BBIPAKAIOIINE HEIBYCMBICIECHHO
YBOXKEHHE K TYPHUCTY: yJIbIOKa, paoCTHAs WHTOHAIMS, 3pUTEIbHBIA KOHTAKT,
BCTaBaHWE C MeECTa, IojJada pPYKH, HCIOJIb30BAHUE JKECTOB ,PACKPBITHIC
namgonu” (, TOBEpHYTHIE BBEPX JIAJAOHH'), HCIOJIb30BaHUE OOBSICHUTEIHHBIX
KECTOB, SHEPTUIHBIX ABVIKEHUU U JP.

(3) TpeTbe AciicTBUE TP BCTPEUe TYPHCTA — CO3AaHHe TPeacTaABIeHHUsI
o noBepum. JloBepue sBisieTcs (GYHKIMEH BBIPAKEHHUS TEIUIBIX YYBCTB H
yBakeHHs. TypuCT TpyAHO JOBEpSET HAXMYPEHHBIM M XOJIOJHBIM, a TaKKe
HEYTPAJIBHBIM JIUIAM, CKpEIIEHHBIM TIepe]] TPYIbI0 pyKaM, pacciabiaeHHOM
MOXOJIKE, OTCYTCTBHUIO 3PHUTEIHLHOTO KOHTaKTa, YJICHOPA3JeIbHBIM 3BYKaM
BMECTO PEIUTHK.

Bropoii 3Tam oOcay:xkuBaHMsT W NPOJAAXK ,JHIO0 B JHIO —
YCTAHOBJICHUE W TOJJEPKKA JCIOBBIX B3aWUMOOTHOIICHHH C TYpPUCTOM. JTO
BpeMs IISJIMKOM ITOCBSIIAETCS BO3JICHCTBUIO, OKa3aHHIO BIUSHUS HA TTOBEICHHE
Typucta. I MOXeT OBITh CaMbIii TPYAHBIH B HEM MOMEHT — 3TO MPEO0JICHUE
YCTaHOBKH ,HE HAJ0 ObITh HaXaJbHBIM~, KakK M ,E€CJIH TYPHUCTY XOUETCS 4Yero-
HUOYb, OH CaM CKaXeT .

Hayka o Bo37eiiCTBUM U TIPAKTHUYECKUE COBETHI OTHOCHTEIILHO MIPOJIaX B
MOMYJIIPHOM JIUTEepaType yOeauTeIbHO MOKA3bIBAIOT, YTO MPOAKTUBHOCTH, T. €.
»OoIepexaroriee” MOBEJACHUEC HPABUTCS KIUEHTaM (a U TypUCTaM), IOTOMY YTO
OHM YYyBCTBYIOT Ce€0s 3HAYUMBIMH M yXaXHBaeMbIMU. [lo3ToMy HE Hamo
MACCHBHO JKJaTh, YTOOBI KJIMEHT OOpaTWJICS C MPOCHOOH, a Halo MPOSBIATH
MHUITMATUBHOCTb, TPOAKTHUBHOCTD, aKTUBHO MIPEIJIaraTh yCIyTH KOMITaHUU.

[ToBenenue yCTaHOBJICHUS u 0 I/IEP>KUBAHHSI JEIIOBBIX
B3aMMOOTHOIIIEHUH C TYPUCTOM BKJIFOUAET MATh OCHOBHBIX JCHCTBHI, KOTOpHIC
3/1eCh TOJBKO TiepeunciuM, a B 1. 3 Tembl 5 00bsicHum Gonee moapooHo. K
9TUM JeHcTBUsAM oTHocsaTcs. (1) wm3ydeHwe skelmaHuid — dero TpeOyer
(moTpeOHOCTH), KaKOBbI MNPUYMHBI (MOTHBBI), YTO 3HaeT 00 YCIyru
(ycranoBka); (2) HampaBJICHHE BHHMAaHHS TYpPHCTa Ha TOIXOJAIIYIO YCIIYTY
(ToBap), KOTOPBIH BEpOATHO eMy MOHpaBHTCS; (3) ACMOHCTpaIUs MOJIb3 U
KauecTB yciyru (toBapa); (4) yOexaecHHE B I€IeCO00Pa3HOCTH IOKYIIKH,
4TOOBI TYPHCT CaM TOBEpPWJI, YTO CTOWJIO ciAelaTh Mokynky; (5) mpunsTHe
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3aMe4YaHui, BOMPOCOB M KOHEUHOE pelleHue. Bce msaTh NeUcTBUM TpeOyroT
KOMMYHUKAIlMM ¥ YMEHUW TIOHMMATh TOBEJAEHUE TypHUCTa. MoJIdaanuBbIi
oHUIIMaHT, €CJIM OH U JIOBOK B 0OCTYKMBaHHH, HE MOKET aKTUBHO Tpe/IjIaraTh.

IIpoBoabl — TpeTHii, 3aBepIIAONIMNA ATaN Mpoliecca OOCTYyKUBAHUS U
npoaax ,yuio B Juno’. [locBsilieH yHopodyeHU0 JTO0OphIX UYYBCTB H
YAOBJIETBOPEHUSI TypucTa obuieHueM. [locnennue BnevyaTiaeHus, Kak U MEPBEIE,
3alIOMUHAIOTCA MPOYHO U MOIIHO BJIMSIOT HAa KOHEUYHYIO OIICHKY TYpHCTA.
[Toxxonsmue neicTBus mpu mpoBogax ueThipe: (1) BrickaspiBaHWE MHEHUS:
,Chenamu uynecHslii BbIOOp!”; (2) BBICKa3bpIBaHHWE OJIArOJAPHOCTH ,, MBI
omarogapssl, 4To Bel Ham kiauent!”, , Cnacubo, uto caenanu nokynky!”; (3)
JIEMOHCTpAIIMS YBOKECHUS U BhICKa3bIBaHUE Ojarormosxenanus:. ,, /s MmeHs ObL1o
ynoBosibcTBUeM!”, , Beero mo0poro!”, ,, CuactmuBoro mosera!” u T. #a.; (4)
MpUIJIAllleHUuE cleiaTh HOBYH MOKYIKY: ,[loxanylicra, mpuxoaute cHoBal’,
»C HeTepnieHuem Oynem xnath Bac”, ,, K Bamum ycayram!”

Bonpoc 3. Yto 03HayaeT , aKTUBHOE NMpe/JI0KeHue” ?

» AKTUBHOE NPpeIsI0KeHne" SBISIETCS COBOKYIMHOCTBIO THUIIOB MOBEACHUS
JUIsl OKa3aHUsl BO3JEHUCTBHS Ha TypucTa BO Bpems mnpoaaxu Ha Pucynke 5.
MOKa3aHO TIOBEJICHHE AaKTUBHOrO mpejoxkenus ycnyr. K Ttakum Tumam
MOBEJICHUSI OTHOCSATCS: M3y4eHHWE TOTPEOHOCTE! U MOTHUBOB TYPHCTA,
HalpaBJICHUE BHUMAHUS Ha MOJXOMSIIME JIJII HEro YCIYTH; JEMOHCTpalus
CTOMMOCTH (BBITOJ]) YCITYTH; YOSXKIIEHUE B 11eTIeCO00Pa3HOCTH OKYITKH YCITYTH.

Jia Toro, 4ro0bl M3Yy4YUTh NOTPEOHOCTHM M MOTHUBBI TYPHCTA, HE
Tpebyercs yriayOjaeHHOro pasroBopa. Ha camom Jerne Bce BBIMJISAUT MPOIIE,
4eM MOXKHO MPEJICTaBUTh. Peub MIeT o Tpex AeMCTBHUSAX, C YbEH MOMOIIbIO
MO>KHO MOHSTH, B Y€M HYXKIAETCS TYPUCT U KaKOBA €r0 BO3MOXKHAsI MOTUBALIMS
K Oyaylen NoKyIke.

(1) IlepBoe meiicTBue — HAGJIIOAATH BHEIIHEE MOBEICHUE TYpUCTA — OT
BHEIIIHETO BUJA, CUMBOJIM3UPYIOUIETO CTUJIb U 00pa3 >KU3HHU, IPEANOYTEHUS,
CTaTyC J0 MHMHUK JIMIlA, JKECTOB M JBUXXECHHUM B3IJIsJla TYpUCTa, KOTOPHIC
PACKpBIBAIOT, YTO HPABUTCS, UTO HE HPABUTCS, YTO MPHUBIEKACT BHUMAHUE U
YTO HE CTOUT BHUMaHUs. O4eHb BaxkeH croco0 Habmoaenus. OH J0JKeH ObITh
JTUCKPETHBIM, OCTOPOKHBIM, 0€3 HaMeKka Ha OOUJIHOE, HaXalIbHOE MTOBEICHNE.

(2) Bropoe aeiicTBre 3a1aBaTh BOMPOCHI — Y€M MOYKHO ITOMOYb, €CTh JIH
y TypUCTa KaKue-HUOY]lb MPEANOUYTEHUS UM 3apaHee 00JyMaHHBIE >KEJIaHHUS.
HMHTOHaNMA rojioca UMEET pellaroniee 3Ha4YEHNUE.

(3) Tpetbe aeiicTBHE — BBICJAYHIATH OTBETHI TypuCTa. B maHHOM ciyuae
caMasl MOJXOASIIAs TEXHUKA CIyIIaHUS ,UH(QOpMAIMOHHOE CiyllaHue —
cTapaiTech ,BCTaBUTh OoJbllle HH(OpMaIuu, HE TOABEpras OIeHKaM u
KPUTHUKaM. JTO COXPAHHUT Bac OT HEKOTOPBIX PACIIPOCTPAHEHHBIX OIIHMOOK MPHU
BOCIPUSTUU APYTUX JIOJIEH.
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1. 2.
HN3yyenne Hanpasienne
noTpedHoOCTEH 1 BHUMaHHs Ha 1-2
MOTHBOB TYpHCTa MOAXOsIIIUE YCIAYTH
3. 4.
JdemoncTpanus YoexneHue B
CTOMMOCTH 1ej1eco00pa3HoOCTH
(moste3HOCTH) yCayT MOKYNKH a YCJIYrd

Pucynok 5. Yerbipe THna noBeeHusi aKTUBHOT0 NMPeAJI0KEeHUs MPHU
NMpoaaKe , JIUIO B JJUIO  TYPHUCTHYECKHX yCJIYT

ITocne Toro, kak cooepeM HHGPOPMAIHIO O MOTPEOHOCTIX U MOTHUBAIIUM K
MOKYTIKE, CIEyET HANPABUTH BHUMAHHE TYpPUCTAa HA MOAXOJAIINE JJISI HETO
YCIYTH. DTO MOXHO CJeNaTh C MOMOIIbIO ABYX /eiCTBHII — NMpeAsioKeHne
YCJIYT, MOIXOIAIUX UIsl TYpUCTa HA OCHOBE COOpaHHOW M aHaIU3UPOBAHHOU
uHbopMallMd W apryMeHTAlUsl TPEIIOKEHUS HECKOJIbKUMU CHUJIBHBIMU
apryMeHTaMHu.

(1) IMpennoxkeHusi, KOTOpble JHMYHO OTHpPAaBJIsAeTe, TPOUIBOIAT
BrneyaTieHne. Hemamo mrogell CKIOHHBI  JOBEpSITh  MPoQheCCHOHATBHO
OTHPaBJIEHHBIM MpeNIoKeHUsIM. CUUTAIOT, YTO 3TO ,HEUYTO CHEIUaIbHOE” s
HUX, ,9yYBCTBYIOT ce€0s YXaXKMBa€MbIMH , , OKPY>KCHHbBIMH BHHUMaHHUEM .
[lepeunciuth Bce, YTO MpoOAAeTCs — IUIOXas MaHepa — TMeperpykaercs
BHUMAaHHE TypHUCTa HEHYXHOW uH(OpMaiuen, KOTOPYI0 OH HE B COCTOSIHUU
00paboTatsh.

(2) AprymeHTBI, KOTOpPble MPUBOAUTE MMAPALICIBHO C MPEATIOKCHUSIMU
00JIeTYalOT TYypHUCTa TMOBBICUTH YCTAHOBKY Ha IMOKYNKY M YCKOPSET €ro
OKOHUYaTeIbHbIC pemieHus. ,lIpennararo Bam moceruts [lepOeHT, rie ecTh
CTapUHHAsI  KPENnocTb  —  HENpO(ECCHOHATbHO  APryMEHTHPOBAHHOE
npepioxkenne. Jlydmmit Bapuant. ,IIpennmararo Bam HeoObluHOE MecTO —
Hepoent. Kpemnocts 3actaBuT Bac mouyBcTBOBaTh ce0sl 4acThlO JpPEBHEM
UCTOPHH, a ITO UCKIIOUUTEIHFHOE YYBCTBO, ITpaBaa?!”

Crnenyroniee MoBeeHUE, KOTOPOE PEKOMEHAYEM, NMOKa3aTh CTOMMOCTb
ycayru (toBapa). CrenaiiTe ymop Ha YIOBOJIBCTBHS, KOTOpBIC ycCiyra
MPUHOCUT. IDTO HE TaK CIIOXKHO, €CIM BaM 3HAKOMBI BO3MOXHOCTH YCIYTH
YAOBJIETBOPUTH MOTPEOHOCTH. ECii rocTh KONEOIETCs, UTO BBIOPATh B dKaAPKUI
JIETHUM JI€Hb, BOT MPUMEP OYEHb BO3JECHCTBYIONIEH AEMOHCTPAIIMM CTOUMOCTH
obbyHOTO (panme: ,O0paTuTe BHUMaHWE Ha ¢parine W3 KUBU — UyJICCHBIN
HAIlUTOK, KOTOPBIA OCBEXKHUT M TOHU3UpyeT Bac oudens ObicTpo”. Takum
o0pa3oM TOKa3blBa€M, 4YTO YJIOBOJILCTBHE OT 3aka3a (pamme u3 KUBH
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COJIEPKUTCS B €ro OBICTPOM OCBEXKAIOIIEM U TOHU3MpytomeM 3ddekre. Bot
JABa JECTBHS, TIOCPEICTBOM KOTOPBIX MOXKETE IMOKa3aTh CTOMMOCThH (I0JIB3Y)
YCIIYTH.

(1) JaTh moaxoasiue apryMeHTbI, MOKET ObITh HE OOJIbINE JIBYX-TPEX
B MOJIb3y CTOMMOCTH, pazymeeTcs, eciu npuaerca. Hanpumep, ,Her kinenra,
KOTOPOMY HE TOHPaBWJIOCH ObI (parine u3 KUBU .

(2) Iokazarp Oobllle MaTepuasoB 00 yCIyre — IMPOCHEKTHI, OPOIIIOPHI,
MHEHHUSI JIpyTHX KJIUEHTOB, BHJEOMAaTEpHalbl, KaK BBIVISAAT OJ0Ja B
JEMOHCTPAILIMOHHOW BUTPUHE U .

Jlpyroe moBejieHrEe, KOTOPOE PEKOMEHAYEM, YTOOBI MpeiaraTb akTUBHO,
3TO yO0e:knaTh, oOkKa3piBaTh BJuausiHue. C ¢dopmamu BepOATBHOTO U
HEBepOAIbHOTO BIMAHMS Bbl MO3HAKOMUTECH OoJiee moJipoOHO B Teme 6. Bot
YEThIpE ICUCTBUSI Il YCIICIIHOTO YOXKICHUSI TYPUCTA.

(1) AxuenTupoBaTh Ha 0o0Jiee CHJIBHOM MOTHBE ITOKYIKH, €CJIH
VJIOBWJIM Haluuyue Takoro. Ecim cemeliHasi mapa WINET HWHTEPECHYIO U
BOJIHYIOIIYIO TOE3/KY, CBA3aHHYIO C TOJIOBIIMHON HUX CBaJbObI, yOeauTe UX
Ky[UTh TOE3JKYy B MECTa C POMAHTUYHON arMocdepoil BMECTO MacCOBO
MOCEIIAEMbIX TYPUCTUYECKUX MECT U MapuIpyToOB, 0€3 3HAUYECHUs, YTO 1IEHbI Ha
MOE3]IKy B POMaHTUYHOE MECTO 00Jiee BHICOKH.

(2) NpuBoauts ¢akthl. Hanpumep, BHI, KOTOPBIH HAOIIOIAETCA H3
HOMEpa, TUCHbMEHHBIC OT3BbIBBI KIHMEHTOB, MPOQWIH KIUEHTOB (,MOJIOJIbIC
Jroau”, TIATEKECITOCOOHBIE JIIOIN” ,, U3BICKAHHBIC TOCTH U Jp.).

(3) CtumyaupoBaTh paccyKIeHusl TypHUCTa ITyTeM 3aJaBaHUs BOTIPOCOB
K HEMY, IIPUTJIAIeHUs BbICKA3aTh BCIIyX MHEHUE U JIp.

(4) lTpuBOANTHL MPUMeEPHI, KOTOPHIC TOMOTAIOT MPOIIECCY BU3yaTU3AIUH
U CO37al0T 00pa3bl B CO3HAHUU TYPHUCTA.

Bonpoc 4.IloueMy HY:KHO aKTHUBHOE Npe/IJI0KeHue?

HeoOxogumo v mpwiaraTe ycwuidsi Ijisi Bo3nelcTBuss? KakoBel Hamm
0KHUJaHUs OTOHCUTEIIBHO TOTO, UTO CIYYHUTCSl B CO3HAHUM TYPHUCTA, €CIIA OyJieM
npearath akTuBHO? Ha Pucynke 6. mokaszaHbI IATh 0KUJAEMBIX U JKEJIaeMbIX
pE3yabTaTOB AKTUBHOIO IIPEIJIOKEHUS, KOTOPBIE IPOUCXOIAT B CO3HAHUHU
TYpHUCTA.

1.Typucr oco3Haer 2. Typucty HpaBuTCst 3.Typucr
MOJIb3Y OT YCIYyTH yeayra, ¢popmupyerces NPUHUMAET
CHJIbLHOE KeJIaHue 6LICTpee peleHue o
YuyacrBoBaTh MOKyNKe
5. Typucer 6.TypucT BbICOKO
ocymecTBisieT OIIEHMBAET CNoCco0
MOKYIKY 00CTYKHUBAHUS
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Pl/lcyHOK 6. KakoBbI HamIu OKNIAHUA OTHOCUTECJIBHO TOI'0, YTO CJIYYHUTCS B
COZHAHUMU TYPUCTA IIPU AKTUBHOM IPECAJTOKCHUN

KiaroueBbie mousatus k Teme 5

NHTepakTHBHOE TOBeJeHHE — IOBEACHHE, KOTOPOE OCHOBBIBACTCS Ha
WHTEPAKTUBHOCTH, B3aUMOJCHCTBUHU 1 ITAPTHEPCTRE.

IlepuenTHBHOE NMOBeJAeHHE — IOBCICHHE, KOTOPOE OCHOBBIBACTCS Ha
B3aMMHOM IIOHUMaHUH, SMMaThH (ITOCTaBUTh CeOS Ha MECTO JApYyroro),
CONPHUYACTHOCTH K YKEJTaHUSAM, YyBCTBAM, YCTAaHOBKAM M PEUICHUSM TYPHUCTA.

KoMMyHHKaTHBHOEe TOBeJIeHHe — TOBEJACHHE OOMEHa BepOambHOU H
HeBepOanbHOM MH(MOpMaIeld, KoTopas Mmojie3Ha, Heo0XouMa U CBOCBpPEMEHHA
JUTSI IPYTOTO.

JTanbl 00CJAYKMBAHUS U MPOAAK WIUIO B JIMIO» -— YCIOBHBIC JTaITbI
BO BpPEMEHH, KOTOPBIE XapaKTEePU3YIOTCS CHENU(PHUIECKUMHA YCTaHOBKaMHU,
JIEHUCTBUSMH ¥ TEXHUKAMU TTOBEJICHUS CO CTOPOHBI CITY>KaIlero.

Bcerpeua Typucra — sTan o0CIyKMBaHUSX U MPOJAXK ,,JIUIO B JIUIO', BO
BpeMs KOTOPOTO CIyXallui Cco3JMaeT U  TMOJJCPKHBAeT arMmochepy
UHTEPAKTUBHOCTH C TYPHCTOM.

JleJioBBIE€ OTHOIIEHHUSI — 3TANl 00CITY)KMBAaHUS U MPOAAXK «IHUIIO B JIAIIO»,
Ha KOTOPOM TOBEJCHHE paOOTHUKA ITOCBSIICHO ICITMKOM OKAa3aHHWIO BIIUSHHSI
Ha TIOBEJACHHE TYPHUCTa, YTOOBI OH OCYIIECTBWJI TOKYNKY TYPHUCTHYECKOU
YCIIyTH.

IIpoBoabI TypuCTa — 3Tar, KOTOPHIN 3aBEPIIACT MPOIECC OOCTYKUBAHUS
WM TIPOJaX <«IUI0 B JHIO». [IOCBSIIEH YyNpoYeHWIO JOOPBIX UYYBCTB H
YIAOBJICTBOPEHHUS TYPUCTa OOIIEHUEM.

AKTHBHOE NpeNJI0KeHHe — COBOKYITHOCTh THIIOB TIOBEJCHHS C IIEIBIO
OKa3aHMs BO3JICHCTBUS Ha TYPHUCTA BO BpeMs MPOTAKH.

TEMA 6. BEPBAJIBHOE U HEBEPBAJIbHOE BJIMSAHUE B
OBCJIY’KUBAHUU U TPOJAKAX ,,JIMITO B JINLO”

Bomnpoc 1. Y6exaenue u BIusiHue

Bonpoc 2. Kak oxa3eiBaTh BIHUSHHUE TOCPEJACTBOM CJIOB M BBIPAKECHHH,
BOIIPOCOB U CIOc0o0a CAyIIaHus MpU 00CTY)KMBAaHUH U TIPOIaKaX <«IUIIO B
JIAII0»?

Bompoc 3. Kak oka3piBath HeBepOalbHOE BIUSHUE MPU OOCITY)XHUBAaHUHU U
npoaaxkax ,,JIAIO B JIAIO"?

Bonipoc 1. Yoe:xxaenue u BiausiHue
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Kaxmoe B3auMoJeiCTBHE MEXAYy JIOJbMHU BKIIOYACT TOT WJIM WHOU
YpOBEHb YOEXIeHHS. DTO KacaeTcsl W Takux o0JiacTei, Kak TIpOoaaxH,
MIEPEroBOPHI, peKJIaMa, CBS3U ¢ MeIusIMU. UTO 03HavaeT «yOexaaTb»?

YOexnarb, O3HA4YaeT NPOM3BOJAMTL  ONpeJejieHHble JelcCTBUS,
NMOCPeACTBOM KOTOPBIX MOBJMSATH HA JAPYIOro 4eja0BeKa, YTo0bl OH MPHHSJI
onpeieJIeHHYI0 HA€l0, M3MEHHJ CBOU MBICJIH, OTHOILIEHHE, YCTAHOBKH,
YyBCTBa, COBEPIINJI ONpeaeieHHoe AeicTBHe. MaHUITYIISAIUS MOXKET OBITh
OIHUM W3 CIIOCOOOB YOEXKIEHUS W JOCTWIKEHUS BIMSIHUSA, HO OHA HMEET
KpaTKOBPEMEHHBIN 3¢ (}EKT, MOTOMY UYTO MPEJACTABISIET JIOBKOE, HEUECTHOE
BO3JICMCTBHUE HA CO3HAHME APYTOTO, Yallle BCEro IS JUYHON BHITObI. CIIOBOM,
BJIMSIHME SIBJISICTCSI pe3yJibTaToM yOexaeHus. ToT, KTo yOexaer, oKa3bIBaeT
BIIMSIHUE Ha JPYTOro.

PoGepr YannguHau — camblii IUTUPYEMBIA COLMAIBHBINA TCUXOJOT B
nocineaHue 2-3 rojaa, Korga pedyb uaer o0 yOexaenun. B cBoel KHure
,Bmusgane. Ilcuxomorust yOexnenus’, HamucanHas B 1998 r., Yanguau
ompenensieT CceMb BHAOB MNOBeIeHHUS, TUNUYHBLIX IS YOeKIeHUus: M
AOCTHKEeHUS dIPPeKTa BJIUSTHUS:

1. 2. 3. 4.

CooTBeTCTBHE CoryiacoBanue IMnarust Hesnauntenn
HOCTH

5. 6. 7.
IpuBiekaTenn PenunpoyHocTh OTBeTCTBEHHOCTH
HOCTh

Pucynok 7. CemMb BH/I0OB NOBeIeHUs 1JI51 YOeKAeHUS U TOCTHKEHUS
BJUsAHUA (corjacHo Yanamum)

Bort 3HaueHne ceMu BUOB TOBEICHUS:

, COOTBeTCTBHE" — ATO TOBEJCHUE, NTOCPEACTBOM KOTOPOTO MPUBOAUM
CBOMM coOeceHUKaM J0Ka3aTeIbCTBAa WJIM MPUMEPHI O TOM, KaK MOCTYHaroT
JIOJIA B CUTYAIUIX, MOJOOHBIX UX CUTyanusiM. JItoau XOTSIT 4yBCTBOBATH ceOs
WHIWBHIAMH, HO HE HWMEIOT HUYEro NPOTHUB CJENO0BATh HPUMEPY APYTHX
monen. ,CorjiacoBanme” O3HA4aeT MOATOJKHYTh COO€CeHUKAa HaWTu
MBICIIUTENILHOE COOTBETCTBME B MHEHHUH JIPYTOr0 YBa)KaeMOTr0 UM YeJlOBeKa.

,» IMIIATHA" — TOBEJIEHHUE, TTOCPEICTBOM KOTOPOTO Mbl CTaBUM ceOsi Ha
MecTo Apyroro. , He3HaunTeIbLHOCTH  — TOBEJEHUE, MOCPEIACTBOM KOTOPOTO
UJICI0 MOKHO MIPEACTAaBUTh TAKUM 00pa30M, UTOOBI OHA BBITJISI/ICNIA JIETKOM IS
MIPUHATHS, TPeOYyIONeH He3HAYNTEIbHBIX M3MEHECHUM, MAJICHHKHUX IIAaroB. JTO
JOCTYIHO JIIOJSIM, U OHHM C OXOTOM NPUHUMAIOT TOJIOOHOE TOBEJICHUE
yOeXKICHUS. » IIpHBJIeKATEJILHOCTD KaK OBEJICHUE KacaeTcs
PUBJIEKATETLHOCTH TOTO, KTO yOexaaeT. JItoau mpuHUMAIOT Jerye MpUsITHOTO
YeJIOBeKa, U MM OH HPABUTCS B OTIMYUE OT 4YEJIOBEKAa, IMOKAa3bIBAIOIIETO
Oe3paznuyure WM aHTUIATUIO K HUM. [IpuBiiekaTeNbHbIM Y€I0BEK BhIPAKAETCS
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XOpOIIO, MOJJEPKUBAET CBOM BHEIIHUN BHJl, HE PACIPOCTPAHSAET CIyXH,
XOpOII0 UHPOPMHUPOBAH, CIYIIAET AKTUBHO, IIYTUT, YBAXKAET CeOsl, OTINYAETCS
XOpOIIIMM HAaCTPOEHUEM. ,Pelunpo4yHocTs” O3Ha4aeT OBITh TOTOBBIM CIIEPBA
oaTh, a TMOTOM HANEAThCAd MONyunTh. Hampumep, oxa3aHue BHUMaHHA,
MPEAJIOKEHUE JIBIOT, IPEAOCTaBIEHHE 00pa3IoB, MOAAPKOB, O0OHYcOB U T. . U
HaKOHEIl, ,0TBETCTBEHHOCTh . DTO MOBEJEHUE, KOT/Ia HYXKHO CJIEP’KATh CIOBO
unu obemanue. OTBETCTBEHHOE MOBEACHUE AHTAXUPYET MOBEJCHUE JIPYToro,
3a0CTPSICT BHUMAHHE U CO3/1AET YCTAHOBKY MPUHSTH UJICH.

Jlpyroii W3BECTHBIM aBTOP TMONYJSIPHOM JUTEpaTypbl B 00JacTu
yoexaeHnus u BozjaeiicTtBus 310 el Jlaxanu. OH mpemiiaraer mpocTyro, HO
oueHb 3(dekTuBHYI0 QopMyny yoOexaeHus. [lokaspiBaeT ero kak Mpollecc,
COCTaBJICHHBIM W3 [JBYX OTIEIbHBIX JIEWCTBUI, KOTOPHIE TI'E€HEPUPYIOT
KOHEYHBIA pe3yJbTaT — OKa3aHUE BIMUSHUSA. [103TOMYy HCIIONB3yET U IOHSTHE
» YPABHEHUE YOCIKICHUS .

1 —i— 2 — 3
Pacnosoxenue IIpesenTanus _ JlocTHKeHHe BJIAMSIHUS

PucyHok 8. YpaBHeHue yoexnenusi (corsacHo Jlaxann)

Cornacio Jlaxanu , pacnoJioskeHue” — TOBEIEHUE, KOTOPOE MPEexKIe
BCETO OPHMEHTHPOBAHO K YCTAHOBKAM W TOTOBHOCTH YOEXKIAIOIIETO, WU OHO
TpeOYyeT OT HETO 3a00TUTHCS O ce0E, OCMBICIUTH CBOIO MPECTOSAILYIO POJIb, HO
Y XOpOIIO 3HATh T€X, K KOMY HaIlpaBlICHO yOexjeHue. , [IpeseHTanmusa” — 5To
TO, 4YTO YOEXJarouMi COBEpIIaeT, 4YTOObI NPEACTaBUTh CBOIO HJEIO
yoenutenbHo ((pakThl, CIIOBa, BBIPAKCHHUS, JTOKA3aTeNbcTBa W 1p.). JlocThdb
BJIMSIHUSA, COTJIACHO JlaxaHu, HE TOJNIBKO PE3yNbTaT, HO U COBOKYIMHOCTh TEXHHUK.
Hampumep, aemMoHCTpamusi aBTOpUTETa MyTeM HKCIEPTHOIO  MHEHUS,
MOOMIPEHUE JIOOOMBITCTBA, BOBJICUYEHUE COOECETHUKA B MPOLIECC CO3aHUS
00pa3oB u 1p.

Bonpoc 2. Kak oka3bIBaTh BJIUsIHME OCPEACTBOM CJIOB U
BbIPA’KEHUH, BOIIPOCOB U CI0C00a CIAYLHIAHUS MPU 00CITYKMBAHUU U
npojaazkax ,, Juio B JUIO0 ?

SI3BIK KaK COBOKYITHOCTh CUMBOJIOB (CJIOB, OYKB, IIYHKTYaIlMK) U MPaBUII
(boHeTUeCKMX, CHHTAKCHYCCKUX, CEMAHTHUYECKHX) OKa3bIBaeT MOIIHOE
BIIUSIHUE, HO 3HAHWE WHOCTPAHHOTO SI3bIKa — BJAJCHUE OIpPEICICHHBIM
cioBapeM, opdosnueil U TpaMMAaTHUYECKUMHM MpPaBUJIaMU  OKa3bIBAETCS
HEJIOCTATOYHBIM, YTOOBI PACCUUTHIBATh TOJBKO HA 3TO B MPOLIECCE BIMSHUS HA
TYPHUCTOB.
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Hwxe mpounTaeTe HECKOJbKO NMPeENAJI0:KeHU MCIO0JIb30BAHUS CJIOB U
BbIPasKeHU M, 4YTOObI OKA3bIBATH BepOaJIbHOE BJIUSIHHE. JTO BJIMSIHUE CJIOB,
BbIPasKeHUH, MOAXOAAIUX 00pallleH i,

(1) CoOmroaiiTe mpaBuJbHOE yHoTpedJeHue cioB. ,B kxomHaTe ecTh
TeJIeBUJeHUE HeBepHoe mocianue. [IpaBunbpHOE mocianue ,,B komMHaTe ecTh
TEJIEBU30D .

(2) IpunepxuBaiiTech TOYHBIX €JOB. ,B cma-nieHTpe ecth aokTopa”
HETOYHOE IMOCJIaHWE, TMOTOMY YTO CJIOBa YHOTpeOJIeHbl HETOYHO. ,Bpau-
CIEUAIUCT TO..." PABUIBLHOE CIOBO.

(3) Ynotpebnsiite nmpujararejbHble HMeHA, IOTOMY YTO OHHU JIEJar0T
BBICKQ3bIBaHUE KPACUBBIM, 3BYYHBIM, M TOTJIa TYPUCT pEarupyeT MO3UTHUBHO.
Hanpumep, ,ropsuee Omromo”, , AymIucToe  OMOJI0",  ,, HEBEPOSITHBIC
BIIEUATJICHUSA , » TOpsTune YAOBOJIbCTBUS » IPASITHBIN uTephEp”,
»DK30TUYECKUH BKYC .

(4) Hcnonp3yiiTe rJarojibl, KOTOpbie OKAa3bIBAIOT 00Jiee CHJIbHOE
BJIMSIHME — 3aPSKAIOT YHEPTUEH, MOTUBUPYIOT, BBI3BIBAIOT BOJIHEHUE, PUCYIOT
SpKHUe MPEeJICTaBICHUS U BOCILUIAaMEHSIOT BooOpakeHue. Hampumep, ,,onryture”,
,OTBenaere”, , MOYyBCTByeTe", , CpaBHUTE”, , OyJeTe HaclaXaaTbCsi — OTHU
CJIOBA BBI3BIBAIOT TOYHBIE OIIYIIIEHUS O TOM, YTO MMPOU30MUJIET.

(5) YnorpeOnsiiTe Bceraa, eciad 3TO0 BO3MOYKHO, MMEHA M HCHOJIb3YiiTe
noaxojasinue oopamenusi. BMmecto ,, 9Ta KeHIMHA X0YET, YTOOBI IPETT0KUIN
el y1I0OHBIN MapiIpyT B ..." HaJO CKa3aTh , [ 'ocroxka uileT ya0OHbIA MapuIpyT
B ...". Ecniu 3HaeM uMs TypucCTa, HaJl0 OOpaTUTHCA K HEMY 110 UMEHH.

(7) Bcerma 3popoBaiitech. IlpuBeTcTBHE  SABISETCA  CIOCOOOM
YCTaAHOBJICHHSI KOHTAKTA.

(8) Hcnonw3yiiTe yTBepaAMTEJIbHbIE COOOIIEHHS — KOMIUIMMEHTHI,
0JIaroJapHOCTH, BBICKA3bIBAaHWE COTJIACHUSA C TYPHUCTOM, JIEMOHCTpAIUs TOro,
YTO €ro IOHUMAEM.

(9) Uzberaiite oTpHumaTeJbHBIX COOOIIEHMH — OTKa3 OTBEYATh IIOJ
MPEJIOTOM, YTO MBI 3aHSTHI JIPYTHM JI€JIOM, MpPEpbIBAaHUE pEUUd TYPHCTA,
MPOTUBOPEUYUBBIE U OO0ECKYpaKUBAIOIIUE BbIpakKeHHs Tuna ,Hy, Bumure iu,
HaJI0 CaMOMY peliaTh .

3ayeM M KaK 3aJlaeM BOINPOCHI, 4YTOObI 0KAa3aTh BJIMSIHHE HA
NnoBejeHne Typucra?

Bompockl  SBIAIOTCA  OTJIMYHBIM  SI3BIKOBBIM ~ CPEJCTBOM  M3Yy4aTh,
HaIpaBJisiTh, OPUEHTUPOBAThH, CIOBOM, MOMOTAaTh TYPUCTYy B €ro BHIOOpE
MOJXOJISIIIEN TYypUCTUUYECKOM yciayru. BmecTo Toro, 4To0Obl 3a/1aTh BONPOC, MBI
MOXKE€M cJenaTh COOOIIEeHHEe, HO OSTUM HE JOCTUraeM WHTEPAKTUBHOCTH,
TUAJIOTUYHOCTH, CJICIOBATENbHO, CHJIA BIUSHUS MeEHbIIe. BOT HECKOJIBKO
3HAYUTEIBHBIX 3(P(HEKTOB, KOTOPHIX MOXKEM JIOCTUYb, KOTJIa 3aJa€M BOIPOCHI
TypHUCTy. ITO TToKa3aHo Ha Pucynke 9
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1. 2. 3. 5.
Hoayyaem [ody:xnaem k BosJiiexaem Bo3oy:xnaem
uHpoOpMAaNHIo 0 OTBeTYy, Korja TYpHCTa AyMAaTh, MOTHBAILIHIO,
NnoTpedHOCTAX U TypHCT paccy:kaarTb BJIHsIeM Ha
JKeJTaHUAX MOIYAJUBbII YCTAHOBKH H
eLIeHUs
6. 7. 8.
Iloxa3biBaem O0aymbIBEM Tpuobperaem
HHTEpec U HOBBIE caMoyl:)epaeHHocT
JKeJlaHne BAPHAHTBHI ’
noMo4b yoexaeHus TOCpeacTEOM
Hee BJIHsieM

Pucynok 9. KakoBbl 3(p(pekThl 32 1aBaeMbIX BONIPOCOB TYPUCTY?

Kak mo:xeM oka3bIBaTh BJIMSIHUE, BHICJYIINBAsI TYpPUCTa?
Psin mccnemoBanmii MOKa3bIBAIOT, YTO JIFOAM HUCIOIL3YIOT 53% BpemeHU
TUTSI KOMMYHUKAIU B cinymannu, 17% -B urennn, 16% -B roBopennn u 14% -
B nucbMe. UTo, B CYIITHOCTH, TIPOMCXOAMT, Korma Mbl ciymaeM? Ha Pucynke
10 mokazaH mpoIecc CIyIIaHus — 3TO MOCIEAOBATEIHHBIE COCTOSIHUS, KOTOPBIC
nepeKuBacM, Ciyiias co0eCeTHUKOB.

TTonnmanue
COO00IIEHHS

AXTUBH3aLMA

CHBIIIAMOCTE BHUMAaHUI Ortrser 3aroMHHaHUE

Pucynok 10. BHyTpeHHHe COCTOSIHMS MPOLIECCa CAYIIAHUSA

[Ipomecc  ciymaHuss  HAYMHAETCS  CO  CIBIIIUMOCTH  —  3TO
br3MONIOrnYecKuil TpoIrecc ycBOeHHS 3Byka. OH HM B KOEM CcCllydae He
CEJICKTUBHBIA. YXO MPOCTO YJaBIWBACT 3BYKOBBIC BOJIHBI, U YEJIOBEKY HE
MPUXOJUTCS 3aCTaBJATH ce0sl BOCHPUHUMATh Ty WM HHYK HH(OpMAIHIO.
Pazymeercs, ecTb (hakTOpbl, KOTOPHIE BIHUSIIOT Ha CIBIIIMMOCTb, HAaMpUMED,
yCTaJOCTh, ,3aHsTasl MBICISIMU TOJOBa, (Qusndeckuii myMm. I[Ipoussenem
IJI0XO€ BIEYATICHUE, €CIU HE YCIBIIIUM PEIUIMKU, TPUBETHI TYPUCTA, a CJIOBa
» HE yCIbIIIal, MOTOMY 4TO ObLJI 3aHST — HECEPhE3HOE U3BUHEHMUE.

AKTUBH3alMsT BHUMAaHUS — CIEAYIOIIEe COCTOSHUE B IIpoIecce
cinymianusi. Peyb HMAET O CO3HATENhbHOM, HO HWHOTJA W HECO3HATEIbHOM
JEWCTBUU HAIIETO MO3ra, KOTja OH BBIOMpaeT, Ha 4yeM (DOKYyCHpPOBaTh CBOIO
nanpHEeWIy paboTy, Korjga ,Teder’ mporecc ciymaHus. VIMeHHO myTem
aKTUBHU3AIlMd BHUMAHHUS CIBIIIMMOCTh HA4YMHAET TPaHCHOPMHUPOBATHCS U3
(U3MONIOTUYECKOTO B TCUXMYECKUWU Tporecc. Mbl, J0aH, aKTUBUPYEM
BHUMAHHUE TOJBKO TOI/Ia, KOrJa MONMEM, 4YTO YCIBIIIAaHHOE COOOIIECHHE
MPOBOIUPYET HAIIK MOTPEOHOCTH, UHTEPECHI, IECHHOCTH.

WNHorga ObIBaeT Tak, 4YTO JO TPETHETO BAKHOTO COCTOSHUS CYIIAaHUS —
MOHMMAaHHUE COOOIECHUS — IIPOCTO HE JOXOJUM, T. €. HE OCO3HAEM, YTO TOBOPUT
TypucT. MHOTO (DaKTOPOB CHOCOOCTBYIOT MOHATH YCJBIIIAHHOE COOOIIEHUE —
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3HaHWE SI3BIKOBBIX TMPaBUJI, CIIOCOOHOCTh OPraHW30BaTh  YCIBIIIAHHYIO
uH(popmaIuio, MOTHBalMs TOHUMATh W JAp. Jlake B TakoM cllydae Ham
MPUXOJUTCS MPOJOJDKUTE CIYIIATh M JJaBaTh OTBET — OCYIIECTBIISTh OOpaTHYIO
cBs13b. [IpuHATO, YTOOBI MBI OTBEYAH, CAyIIas U MCIHOJIb3Ys HEBEepOaIbHbIE U
BepOanbHble CHUMBOJIBI. Hampumep, KuBaeM TOJIOBOM, OITyCKaeM BEKH,
WCITOJIB3yeM KpaTKHE CJIOBa M BBIpaxeHus, kak: ,Jla, mal”, , O, tak mm?!”,
»Heyxem?!”, 'Hy, cmoTpu!”, pesromMupyeMm CKa3aHHOE BBIPRXCHHUSMHU THUIIA
»XOpOIIlO, JaBaiiTe 0000muUM’, nepudpazupyeM yCIbIIIAHHOE COOOIIEHUE
pernko "Hackonbko s MOHsIA, Thl XOYellb CKaszaTh, YTO ...”. DTO TOXeE
OKa3bIBACT BIIUSHUE HA TYPHUCTA.

W makoHer, CiyllIaHWE 3aBEpIIACTCS 3alIOMHUHAHMEM — MBICITUTEIbLHBIN
IPOIIECC BHEJAPEHUS W COXPAHECHHS B MaMATH WHQPOpMAIMU Ha OMNPENIeIEHHOE
Bpems. MccrenoBaTen yCTaHOBUWIIN, UTO JIFOJU 3alIOMUHAIOT JIMIb TOJIOBUHY
ycablllaHHON uHpopmanuu. OKOJIO JIBYX MECSIEB CIYCTSI OHU 3a0bIBAIOT
MOJIOBUHY 3allOMHEHHOW wuH(popMammu. B koHedHoM cuere Toiabko 25%
yCHBIIIAHHON MH(OpManKu 3anoMuHaeTcs. bynem Jin 3anuchiBaTh CKa3aHHOE
TYPUCTOM KJIFOUEBBIMM CJIOBAMHU WJIM 3alUIIEM OIpeeICHHbIE JACTalu IOCIe
3aBEpIIIEHUS Pa3roBOpa, 3TO HE HMMEET 3HAUCHMS, €CJIM TMOMOTAaeT MPOIIecCy
3anioMuHaHus. HenpusatHo, Koraa 3a0bIiBaeMm.

Bonpoc 3. Kak oka3pIBaTh HeBepOaJbHOE BJIMSIHUE MPH 00CTYKUBAHUM T
npojaazkax ,, JJMuo B JUIO ?

HegepOanbHoe BiMsiHUE paOOTHUKA MOXET BHECTH 3HAUUTEIbHBIN BKJIA]
B mpoiiecc yoexxaenusi. OHO HalpaBlieHO Ha CO3/IaHHUE OUIYIIEeHHs J0BEPUA Y
TYPUCTA, 3KCIEPTHOI0 TO3HAHUS W  ABTOPUTETAa  MOCPEACTBOM
HeBepOAJbHBIX CUMBOJIOB. M Kak HeOOBbIYAaiHO HU BBITIIAJIENO, OHO YCHIIUBAET
(MM yMEHbBINIAET) BIUSHUE CJIOB, BBIPAKCHHM, 3aJaBacMbIX BOIIPOCOB U
crnoco0a CiIyIaHus.

Bce 310 MOkeM OOBSICHUTH ce0O€ XapaKTepUCTHKAMHM HeBepOabLHOM
KoMMyHHKanuu. Bor onu:(1l) ec pa3HooOpa3ue — nyOoaupoBarh, 3aMeliaTh
WIM aKIEHTUPOBATh Ha ONMPEEICHHBIX acleKTax BepOaibHON KOMMYHUKAIINH,
(2) ec NMPOAOMKHTESBLHOCTL — HEBepOaJIbHBIE CHMBOJIBI 3allOMHUHAIOTCS
JOJIBIIIE, YEM CJIOBA, IOTOMY YTO BOCHPHUHUMAIOTCA U BU3YaJIbHO, U TAKTUIBHO;
(3) BocmpusiTHe HEBEpPOATBHBIX CPEJICTB Ha MOACO3HATEIHLHOM YpPOBHE —
ONIyIIEHWs, 4YTO OTO ,MOJJWHHASA", ,peanbHas”  wHpopmanus; (4)
MHOTOKAHAJBHOCTh HEBEpOaTbHOW KOMMYHHUKAIlMU, a HWMEHHO YYacTue
OOJIBIIIMHCTBA KaHAJOB JUIsl MEpeladyd W IMpHUemMa MOCIAHUW B OTIMYHE OT
BepOaTbHON KOMMyHUKanuu; (5) CKpBITBIE BO3MOXHOCTH IPOTHBOPESYHUBOTO
TOJKOBAHUSA U3-32 HE3HAHUS WJIU IO COMOKYJIbTYPHBIM IPUYHUHAM.

Cnenyer yTOYHHTH, YTO YEM JIYYIIE OCMBICIUTh 3HAYEHHE CHUTYaIlHH,
KOHTEKCT Pa3ropopa mnpH oOCHAY:KHUBAHMH WJIM TMPOJAXKe, KAK U
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0CO0EHHOCTH BHEIIHEro NMOBeJAeHHsl TYpUCTa, TeM cuibHee Oyner 3ddext
HeBepOanbHOrO BiIUsHUSA. Hampumep, He MNPUHATO, YTOOBI OQUIIMAHT
3I0POBAJICS PYKOTIOKATUEM C KaXKJIbIM T'OCTEM, HO MIPUHATO BCTpEUYaATh T'OCTS B
TYpPUCTUYECKOM AareHTCTBE PYKOINOXKaTHeM M TMpuIJialieHueM cecTh. Korna
Pa3bICHAETCS HEUTO MHTEPECHOE, 3aHUMATENIbHOE, YIbIOKa K MecTy. Ho korna
cooO111aercsi, YTo aBUAOUIIEThl KOHYMIIUCH, YIbIOKA HA JIUIE paOOTHUKA OyleT
Ka3aThCsl TIIYIOW WA MOKET ObITh BOCHPHUHSTA U KaK HACMEIIIKA.

BoT HekoTOpbIe XOPOIINE BO3MOKHOCTH CO3/1aTh OLYIIEHUS J0Bepus,
IKCHEPTHBIX MO3HAHMH U ABTOPUTETA Y TYPHUCTA C MOMOIILI0 HEKOTOPBIX
BepOaJIbHBIX CHMBOJIOB.

(1) Teppuropusi. Peur uaeT 0 MOIXOJAIIEM PACCTOSHUU , KOTOPOE
cienyeT co0o1aTh BO BpeMsi 00CITyKMBaHUS WK NpoAaxku. OPUIIUAHT MOKET
3aHTh paccTossare B 0,5 OT TOCTS, KOTOPBIN CEJ 3a CTOJI, HO IKCKYPCOBO/I HE
JOJ/DKEH JIelaTh 3TOro, MOTOMY 4YTO SKCKYpPCOBOA paboraeT mpu OOmbIieM
PACCTOSSHUM U TIPU HAPYIICHUU MOXET OBbITh BOCIPUHSTO KakK ,BTOPKEHUE B
JUYHOE TMPOCTPAHCTBO  TypucTa. ,JIMYHBIM MHPOCTPAHCTBOM™ CUUTAETCS
paccrosiaue ot 0,5010 1,20m.

(2) Kectnl 1agoHssMu. PackpbiThie 1 0OpalieHHbIC BBEPX JIQJIOHU BCETIa
U B€3/Ie BOCIPUHUMAIOTCS KaK BBIPAKEHHE OTKPBHITOCTH U UCKPEHHOCTU. DTOT
KECT MOXKEM HCIOIb30BaTh, KOrja OOBACHSIEM TypHUCTY HHPOpMAIUI0 00
yCIyrax u 0COOEHHO, KOTJla aKIIEHTUPYEM Ha TOM, YTO OHU MOJXOAST TYPHUCTY.
OTUM MBI TMOKa3blBAEM CBOK MCKPEHHOCTh. OOpallleHHbIE BHHU3 JIaJIOHU
BOCIIPUHUMAIOTCS KaK BBIPAKEHHE BJIACTU W aBTOPUTETA, CJIE/IOBATENBHO,
MO>XEM B 3HAUMTEJIbHOW CTENEHU MPEOJ0JIeTh KOJeOaHUsi TYpUCTa, €CIU He
NEPEUTPHIBAEM C ITUM KECTOM.

(3) Pykomo:kaTtme. DTO cTapbli M OYCHb MOMYJSPHBIA JKECT IPH
npuBercTBur. Ho  pykomoxaTtueM MOXHO TMOKa3aTh IPEBOCXOJICTBO,
3aBUCHUMOCTh, paBHOIpaBue. PykomnoxaTtue ,JaJ0Hb B JaJ0Hb — BBIPAKECHHE
paBHOMpPABUS U MOXKET OBbITh SIBISIETCS CaMbIM MOJXOJSIIMM CIIOCOOOM
PYKOIIOXAaTHsI B JJOTIOJIHEHUE K CIIOBECHOMY MPUBETCTBUIO.

(3) Morupanue JagoHsIMH 00emXx PyK. OITO IKECT, KOTOPBIH
HEJBYCMBICIICHHO BBIpaXKaeT paJoCTh, HETEPHEHUE, UYTO HEYTO XOpollee
npousoiiner. HecmoTpst Ha 3T0, HE MOJIaraeTcs UCIOJIb30BaTh MPU HE3HAKOMBIX
moasax. Korma peus uuer o mpojaxax, 3TOT KECT MOXKHO TOJKOBAaTh Kak
»ycren moacyHyth stomy”. (4) Kecer ,pykm B 3aMok 3a mosicom’. Ilo
MHEHHIO CIEIUAIIMCTOB B 00JIACTH HEBEPOATbHOW KOMMYHHUKAIIUM 3TOT KECT
MOKa3bIBAET MPEBOCXOJICTBO U CAMOYBEPEHHOCTh. A 3aXBaT KUCTU OJTHOW PYKH,
KOTJIa PYKHU 3a CIMHOM, BbIJIA€T O€CITOMOIIIHOCT.

(5) IIpuxkocHoBenune jJuna. He pekoMeHIyeTCs, XOTS MHOTHE CUUTAIOT,
YTO 3TU MPUKOCHOBEHMS MOKA3BIBAIOT COCTOSIHUE ,, OlleHKHU . [loanupars iuiio
pyKaMH HEYMECTHO, KaK U MPUKPBITUE PTa PYKOH (3TO HECO3HATEIBHBIN JKECT,
O3HAYaKoIIMiA, 4YTO HE cooOmaercs mpasia). [loTupanue riasza (XOTS MOXKET
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OBITh W TPHUYUHA JJIS 3TOr0, HAIPHMEp, MOIMAaBIIas MbUIMHKA B IJ1a3) MOYHO
TOJIKOBATh KaK COMHEHUE, a U KaK KojeOaHue.

(6) bapbepbl pykamu u Horamu. OHU TOIJIMHHBIC IOKA3ATCIIN YKETaHHS
CaMO3aIllUThl, YIAJICHUSI OT OCTAJIBbHBIX. BBHIJAIOT ere 4yBCTBA HEPBHOCTH H
BpaXAcOHOCTH, HM B KOEM CiIydyae HE CJIeAyeT IOKa3blBaTh WX Tepen
Typuctamu. [loaTomy mycTh 3a0yJeM O CKpemieHHBIX Ha TPYyId pyKax,
JepIKaInX ManKy, CKpPEeeHHbIX HOTaX U CTYITHSX.

(7) IMo3umuu roJioBbl. ITocpecTBOM HHUX MOJKHO BBIPa3UTh MHTEPEC K
TpEeMCTaM CUTyalusM (Cjaerka CKJIOHEHHAs rOJIOBa BJIEBO, BIIPABO WM BIIEPEN).
Ecnu pe3ko omycTuTh TOJIOBY, 3TO YK€ BBIpaXXaeT KPUTHYHYIO WM
OTpHIIATEIBHYIO YCTAHOBKY.

(8) 3purenbnblii KoHTakT. OH o00s3aTeleH, Korjga ooOIlmaeMcs C
Typuctamu. Jlydie Bcero BOCIpuHUMAETCS T. Ha3. ,,ICJIOBOM B3TIsA . Ero 30Ha
COCPEIOTOYMBAETCS MEXAY OOOMMHM TJjiazaMu M cepeauHou Jida. [lomydaercs
HEUYTO BpOJI€ TPEYIroJIbHUKA, U IJ1a3a MOTYT CIIOKOWHO JBUraThcs 1O ,0eapam”
U ,0CHOBE" JTOTO TPEYroJbHUKA, BMECTO TOr0, 4YTOOBI ,3aCTHIBAINA"
JUTUTEILHOE BPEMsI, YCTaBUBIIUCH B OJIHY TOYKY. ONACHOCTH CKPBIBAET B3IJISI]
u3-mog  OpoBel (BO MHOTMX KyJIbTypaxX BOCIPHHHMAETCSA KakK 3HaK
YX@KUBaHHUA), KaK M B3IJISA, CKOJB3SIIMN BHHU3 IO TNy APyroro (KelaHue
UHTUMHOCTH). HO MOKHO 1Iompo0oBarth ,,JISTKUi 1 MO3BOJICHHBINH KOHTPOJIL" 3a
TYPHUCTOM, KOTJa B3TJIsi paOOTHUKA OIyCKAETCs MEIJICHHO BHHU3 IOJ YPOBEHB
rj1a3 Typucra (HM B KOEM cliydae HUXKe).

(9) Cunsiune mecta. MoxeT OBITh, OOpaIiacM HEJOCTATOYHO BHUMAHUS
HAa HUX, HO B pe3yJbTaTe HX PaCIOJOXEHUS IEMOHCTPUPYETCA KeIaHue
COTPYJIHUYECTBA WM KOHKYPEHIIMU. BOJBIIMHCTBO O(PHUCOB TYypHUCTHUYECKHUX
areHTCTB PacCIoJiaraloT CUASIYUMUA MECTaMU JJIsl KIIMEHTOB, HO MO3UIIUH ,,JIUIIO
B JIMIIO”, OCOOCHHO, KOTJIa CTOJICIIHHUIIA OTHAEJIeT paOOTHHUKA OT KIIMEHTA,
GopMUPYIOT KOHKYPEHTHYIO aTMocepy, Kak U >KeJaHHEe CaMOOOOpPOHBI U
HamajeHus. B ciaydae, 9ro oOcimyXMBaHWE W TPOJAXKH BOCTIPUHUMAIOTCS Kak
MapTHEPCTBO C TYPUCTOM, TIPHUAETCS, HABEPHOE, MEPECMOTPETH PACTIOJIOKEHUE
CUJISTYMX MECT B oucax.

KiroueBrie nousitus k Teme 6

Yo0exaenue — BUIBI TOBEJICHUS, IOCPEICTBOM KOTOPBIX MOMKHO
3aCTaBUTh CE€O0sl WJIM JPYroro 4ejaoBeKa BOCHPHUHATH OMPECICHHYIO H/ICH,
W3MEHUTh CBOU MBICIIH, OTHOIIIEHUE, YCTAHOBKHU, YyBCTBA, OCYIIECTBUTh KAKOE
— 100 OerCcTBUE

BiinsiHMe — KOHEUHBIN pe3yJIbTaT YOS KACHUS.

IHoBenenune yOekaeHMs: — YCTAHOBKH, ITOCTYIKA W JIEHUCTBUSA, KOTOPBIC
Han0oJ1ee MOAXO AN JIJIsE OCYIICCTBIICHUS BIUSHUSI.

BepOasbHoe BJHMSIHME — BIMSHHE, KOTOPOE OKa3bIBAaCTCS 4Yepes
MOCPEACTBO BepOATbHBIX CHMBOJIOB. Hampumep, BONpOCHI, BBICITYIIUBAHUE,
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UCIIOJIb30BAaHWE  QpPTyYMEHTOB,  HCIIOJIb30BAaHWE  CICHHAIBHBIX  CJIOB,
YTBEPIUTEIIbHBIE U OTPUIIATEIbHBIE TTOCTIAHNS, MTO3PaBICHUs, KOMILTUMEHTHI U
np.
Cayumanme — nporecc HECKOJIbKMX BHYTPEHHUX COCTOSTHUM, C TIOMOIIBIO
KOTOPBIX BOCIPUHUMAETCSI ONIPEACICHHOE MTOCIaHUE U PEarupyeTcsi Ha HETO.
HeBepOaqbHoe BJMsIHMEe —  BIHUSHHE, KOTOpPOE  OKAa3bIBaeTCS
MOCPEICTBOM HEBEPOATBHBIX CHMBOJIOB.

TEMA 7. CHELU®UYECKHUE MOJIXO0/IbI B
OBCJYKUBAHUU U
MPOJIAKAX «IULIO B JULO»

Bompoc 1. [louemy crienudpudeckne moaxosl?

Bompoc 2. Kak paboTtaTts ¢ TypucTaMu, y KOTOPBIX pa3Has TOTOBHOCTh K
MOKYTIKE?

Bompoc 3. Kak pabortath ¢ TypucTamMu COOOpa3HO HEKOTOPHIM
0COOEHHOCTSIM HX IIOBEICHUA?

Bompoc 4. Kak paboTtaTe ¢ TypucTtamu, Yy KOTOPBIX pa3HbI€ HAaBBIKU
pacxoJ0BaHUsl ICHET?

Bonpoc 1. Ilouemy cnenupuyeckue mnoaxoabl?

Bcerna ects nckimroueHus U3 OOMIETPUHATOTO MOIX0/a YCTAHOBICHUS U
NOJJIEPKUBAHUSI B3aUMOOTHOILIEHUNW C TypUCTaMu TpU OOCITYKMUBAaHUU MU
npojlaXxkax «iuio B Juio». [Ipuuunsl pasHeie. OqHa U3 HUX — cielUpUUHOE
NOBEJCHUE caMOro KiMeHTa. be3 3HaueHus, CBA3aHO JIM 3TO C 3aJaBaHHEM
BOIIPOCOB, MPOBEACHUEM JUAJIOrOB, MPUHITHEM PEIICHUH WU  UX
OTNPOBEPKEHUEM, OHO JieJlaeT paboTy ciyxkamero 0Oonee OCOOCHHOM.
Bpemenamu 6osiee TpyaHOH, a Apyroil pa3 jgerde 0ObIYHOTO.

M3BecTHBIE aBTOPHI B TEOPUHU TypH3Ma MO TEME ,, TUIIOJIOTHS TOBEICHUS
typucta” 3t0 Cohen (1972, 1979), Plog1977, 1979),uccinenoBarenbckast
rpynna  Westvlaams Ekonomisch Studierbureau (1986), Da(@889),
uccienoBaTenbekas rpymnma Gallup and American Exspress (198%nith
(1989), Wood & House (1991), Wichengl994), Urry (2002) u ap.
[IpemyioxkeHHbIE 3TUMU aBTOpPaMU THUIIOJIOTUU TOCBAIIEHBI MapKETHUHTOBBIM
nensM. Ha wx oOcHOBe pa3paboTaHbl pazIWyHbIE METOIUKH CETMEHTAI[u!

TYPUCTUYECKOTO pBIHKA (reorpaduueckue, COLIMOPKOHOMHYECKHE,
aemMorpaduieckue, mcuxorpapuieckue, moBeIeHICCKHUE).
Huwxe  paccMoTpuM  TO, UYTO  MOPOUCXOJUT  ,BXKHUBBEM  BO

B3aUMOOTHOIICHUAX IIPH 06CJ'IY)KI/IBaHI/II/I " Ipoaaxax ,,JJUIlO B J'II/ILIO”. By/:[eM
HCIIOJIB30BATh TPU KPUTCPHUA IIPU KJ'IaCCI/I(I)I/IKaLII/II/I TYPUCTOB — I'OTOBHOCTBH K
ITOKYIIKC, 0COOEHHOCTH MOBCACHUA TYPUCTOB W HNX HABBIKH PaACXOd0BAaATb
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nenbru. [lomoOGHbIe KpUTEpUHU onKMcaHbl B tuTepaType. Hanpumep, /1. ['eoprues
(1966), Ginier (1979), Grunsvald & Lemm (1983), iMal & Halmai (1984)..

Bonpoc 2. Kak padoTaTh ¢ TypuCTaMH, Yy KOTOPbIX pa3Hasi FTOTOBHOCTH K
NMOKYyIKe?

CrerneHb TOTOBHOCTH K TMOKYIIKE TYPUCTHYECKUX YCIYT pa3iudacTcs y
pasHbIx Jrofeii. OHa 3aBUCHT TpPeXAE BCETO OT CTEIEHW OCO3HAHUS
MoTpeOHOCTEH, CHJIBI MOTHBAIIMW, TMO3WTUBHOW YCTAaHOBKM Ha TMOKYNKY U
pemieHre o Tmokynke. CyIIECTBYIOT W JpyrHe OOCTOSITENCTBA, KOTOpPHIE
BJIMSIIOT, HO HO HMMEIOT PEHIAIONIero 3HAYeHUsl JUIsl CTEIIEHH TOTOBHOCTH K
TIOKYTIKE C COIMATLHO-TICUXOJIOTUYECKON TOUkM 3peHus. Hampumep, HexBaTka
(UHAHCOBBIX CPEJICTB.

TypucTbl Typucrtsl TypucrTsl
¢ ¢ JKeJIAHHEM TOKYIKH, ¢ HU3KOii CTeneHbI0
BBICOKOM CTEIEeHBIO HO 0e3 pelieHHs 0 TOTOBHOCTH K MOKYIKe
TOTOBHOCTH K MOKYNKe KOHKPETHOM
JeCTHHAIUHN WJIH
SIcHO OCO3HAHHBIE yeayre CMyTHO OCO3HaHHBIE
1OTpPEGHOCTH, MOTHBBI, Oco3HaHHBIE MOTPEOHOCTH, HEeSICHAS
IO3UTUBHEIE YCTAHOBKU MOTPEOHOCTH, HATUYHE MOTHUBAIIHS U YCTAHOBKA
1 cPOPMUPOBAHHOE MOTHBALIMH, ITO3UTHBHAS
pelieHue 0 MOKyIKe YCTaHOBKaA, OTCYTCTBYCT
KOHKpPETHKA BEIOOpa

Pucynok 11.Tpu Tuna TypuCTOB B 3aBUCUMOCTH OT CTeNEeHHU
FOTOBHOCTH K MOKYIKe

KakoBo xapakTepHoe MoBe/IeHHEe TPEX TUIIOB TYPUCTOB B 3aBUCUMOCTH OT
UX CTETIEHU TOTOBHOCTH K MOKYyMKe? 1 KkakuM A0KeH ObITh MOAX0/] K HUM?

TypucTbl ¢ BBICOKOH CTeNEeHbK) TOTOBHOCTH K MOKYIKe. DTO JIOJH,
KOTOPBIM HPABUTHCS CaMOCTOSITENIbHO M3y4aTh PHIHOK U UMETh COOCTBEHHOE
MHEHHE. BbIpaxaroTcs KOHKPETHO U TOYHO. OOBSCHSIOT CBOM TpeOOBaHUS U
MPEANOYTEHU MOAPOOHO. B mpuHIMIE TPYJHO MEHSIOT peieHusi. CunTarTCs
TOOUMBIMU KIIMEHTAMH, TaK KaK HE 3aTPYAHSIOT, a 00JerdaroT paboTHUKOB. Ux
o0Ocny’)KMBaHUE JIOJKHO OBITh OYEHb TOYHBIM M OYE€HBb OBICTPHIM. TOYHOCTH M
OBICTPOTA 3TO TO, K UEMY CTPEMSTCS 3TU TYPUCTHI.

Typucrtsl, :Kenawinme caeJarb TMOKYNKY, HO 0e3 pelieHus O
KOHKPETHOH [JeCTHHAUMH WJM ycjayre. OTO JIIOAH, KOTOpPBIE TOPAT HUiaeei
e3UTh. Bompeku 3TOMy, OHM HCHBITHIBAIOT KOJICOAHUSI — <TNIE», «KOI/a»,
«KakKk», CKoJIbko». CamMoe BaXxHO€ B MOAXOJIe OOCIIyXMBaHUS HSTOTO THIIA
TYpPUCTOB — 3TO HAMpPaBUTh UX HA MOJXOJSIIUE JJIi HUX YCIYTH U yOeIUTh B
BBIFO/IaX W TOJIb3aX, KOTOpbIe Obl MONyuusiu. TypucThl ¢ HU3KOM CTENEHbIO
FOTOBHOCTH K MOKynkKe. CMyTHO OCO3HaHHbIE MOTPEOHOCTHM U MOTHUBALIUS
ABJISIIOTCS HanboJiee XapaKTepHbIMU MPU3HAKAMH 3TOTO THUIA TypUCTOB. BRIy
ATOTO M3YYalOIIME BOIMPOCH], KOTOpbIE 3aJal0T, HEJOCTAaTOYHO SICHBI U
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KOHKpEeTHbI. OHM CKJIOHHBI TOJIYYUTh «KaKyrO-IU00 HWH(pOpMAIMI0», BUIUMO
IPOSIBIIIIOT HHTEPEC, HO JH00E3HO OTKa3bIBAIOTCA, JaKe, KOrja IoJydar
xoportiee mpeioxkeHue. OCHOBHOe mpu paboTe ¢ TaKUMHU TYPUCTaMH — HE
MOKa3bIBaTh HEXEJaHWe OOCHyXuBaHMs. J[pamor ¢ HUMH TOAXOJAIIEE
CpPEIICTBO, a KaXIblii MAJICHbKUM CUTHAJI HMHTEpECa CO CTOPOHBI TaKOTO
KJIMEHTA, MOKET MTOWTH Ha MOJIb3Y.

Bonpoc 3. Kak pa6orath ¢ TyprcTaMu c000pa3Ho HEKOTOPHIM
0COOEHHOCTSIM HUX MOBeIeHUs?

Peub uyer o Takux 0COOCHHOCTSX MOBEICHUS, KOTOPHIMU JIFOIH HE
MOTYT TIpeHeOpedh W MPOSBISAIOT MO OTHOIICHHWIO K JIPYTHM JIIOASM, B TOM
YUCJIE W TI0 OTHOIICHUIO K a0COJNIFOTHO HE3HAKOMBIM JIIOMSIM, HAIpUMEp, K
OoOCIy>XMBAIOIIEMy  TEpPCOHAly B  OTENAX, pEecTopaHax, areHTCTBaX
nmyTemecTBuil. Camu paOOTHUKH PacCKa3bIBAIOT, UTO C HEKOTOPHIMU TYPUCTaAMHU
OTHOIIIGHUS HE THaAKd, Kak ¢ ApyruMu. llpmxomurcs mpuiaratb OoOJbIIe
YCUJIUHM, 4TOOBI MX BBICIYIIATh, YTOOBI OOBSICHUTH U YOEAUTh B YEM-HUOY/Ib.
Wuora moBeieHne HEKOTOPHIX KIIMEHTOB OCTABIISIET CIICIBI OTOPUCHUSI.

HeTtepnenue IMono3penue BricoxomepHo XoJiepuyeckHi
¢ OTHOLICHHE TeMIepaMeHT
Hepemmutean MenjauTtenabHoc CaoBooxotan MoJayaauBocT
HOCTh Th BOCTH b

Pucynok 12.Oco0eHHOCTH NOBeAeHNsI, KOTOPbIe MOTYT IPOSIBUTHCS
U 110 OTHOILIEHHUIO K 00C/IyKUBAIOLIEMY MEPCOHALY

IIposiBiieHUs1 HeTepHeHHs] HENPUATHBIE, OCOOCHHO, KOTJa CYIIECTBYET
O0OBEKTUBHASI TPUYMHA HEBO3MOXKHOCTH TIPEAJIOKUTh YCIYTH CUI0O MUHYTY, U Yy
paboOTHUKA HET BUHBI B TAKOM CTEUCHHH OOCTOSITENLCTB. MIHOT/Ia HETepIeHUE
npuHuMaeT Oojiee TpyOble GOpPMBI, YTO BHUJHO IO YIOTPEOIIEMbIM
BBIPKEHUSIM, OOpalieHusM, 3amedanusiM. JIydimmii moaxo K HeTepHeIuBOMY
0e3 OCHOBaHUM MOBEACHUIO ATO COXPAHEHHE CIOKOWCTBUSA M YNOTpPEOJICHHE
JAKOHWYHBIX, BEKIIUBBIX BBIPAKCHUM.

IIposiBiieHUs MOJ03PEHUsI TOKE HEMPUATHBI, HO HEUETO JeNaTh. 3HAEM,
YTO KIWMEHThl HWMEIOT TMpaBO  COMHeBarbesa. Jlydymmii moaxom K
MI0JIO3PUTEIILHOMY TIOBEJICHUIO — COXpPAaHEHHUE CITIOKOMCTBUS M MCIOJIB30BAHUE
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CWIbHBIX aprymeHToB. Hampumep, MHEHUE [TOBOJBHBIX KIMEHTOB MOKET
IOMOYb.

BbicokOMepHOe OTHOLIEHHE HeJIb3sl MPUHUMATH ,JIMYHO , TaK KakK y
JHOJIe C BBICOKOMEPHBIM OTHOIIEHUEM TakKas YCTAHOBKAa KO BCEMY U BCEM.
CnokoliHoe, caepKaHHOE I[IOBEICHUE, KOTOpOE MPUIAEPKUBACTCS OOIINX
MpaBWwI OOCTYKMBaHUS, CaMbld Jy4IlIMl CHOCOO CHPaBUTHCS C TMOAOOHBIM
MTOBE/ICHUEM.

XoJiepuyecKuid TeMmepaMeHT WMEET pa3Hblie MPOSIBJICHUS, HO
NOPOXKAAET  ONpEACIICHHbIE 3aTpyAHEHUsT TpU  OOIIEHWH, TaK Kak
JEMOHCTPUPYETCS Pa3IpaXEHHOCTh H3-3a MaJCHIIUX W HE3HAYUTEIbHBIX
HEJOCTATKOB, MPUTOM OCOOEHHO HEBOCHHTaHHBIM crocoOoM. [loaTomy c
TaKUMHU KJIMEHTaMu cleAyeT padoTaTh MAKCUMAJIbHO OBICTPO M UCIOJIb30BAThH
CTaHJIapTHBIE ,YCIOKOUTENbHBIE" ¢pa3bl: ,Jla, monumaro”, ,,Cpa3y Oyuer
caenaHo”, , MuHyTouky, noxanyicra” u ap. HepemuTreJHOCTb HEKOTOPHIX
TYPUCTOB TOX€ TpeOyeT 4yTh OOJbIIEe YCUIUN, YEM OOBIKHOBEHHO. THIMYHON
YEepPTO HEPEUIUTENbHBIX JIIO/ICH SBJISIETCA UX TPYAHBIA BEIOOP U U3MEHYUBOCTD
pemiennii. Camoe Jydillee OTHOIIEHHE K HEPEHIUTEIbHOMY KIUEHTY —
npeajiaraTh MEHbIE, HO KAaYECTBEHHBIX YCIYTr U CTPOUTH apTryMEHTAIUIO B
MO0JIb3y KauyecTB TOJBKO Ha OJHOM-IBYX OY€Hb BECKMX apryMeHTax. BaxHo
YKPEMUTh YYBCTBO, YTO KJIMEHT HE OIIMOCS B CBOEM BbIOOpE. DTO NEHCTBYET
YCIIOKOUTEIBHO.

MenureabHOCTh — MOBEJEHUE, KOTOPOE MOXKET HCIOPTUTh HEPBbI
00CIIyKMBAIOIIIETO TMEpPCOHAla, HAa OATO HE JOKHO ciyuyarbes. /la,
MEJUIUTENIbHBIA KJIMEHT OTHUMAET OOJIbllleé BPEMEHHU, HO 3TO IPEOI0JIeBACTCS.
Hampumep, MoXkeM OCTaBUTb MEUIMTEILHOIO YEJIOBEKa HEKOTOpOE BpEMs B
MIOKOE, HO HE CITyCKaTh IJ1a3 C HETrO U ObITh TOTOBBIM OOCIYXKUTh €r0 B CiIyYae,
€CJIM 3aMETHUM FOTOBHOCTh BHIOOpA pelICHUS.

C/I0BOOXOT/INBOE TOBeJeHHMe TUIMUYHO i1 JIIOJEd C  JKUBBIM
TEMIIEPAMEHTOM, HO OJIHOBPEMEHHO JUIIEHHbIE JIEJIOBUTOCTH.
CII0BOOXOTJIMBBIN YEJIOBEK JIETKO YCTAHABIMBAET KOHTAKT, HO TEPSIET BpEMs
ocTalbHBIX JtoAeil. Korga oOciykuBaeTe TypHCTOB TAaKOTO THUIIA, MPEPHIBATH
ux HemooOe3Ho. OTsardyeHHass GU3MOHOMHUS MOKAa3bIBAET IMJI0X0€ BOcnuTaHue. B
JAHHOM CiTy4yae HauOoJiee MOIXOASIINUNA MOX0 T YIOBUTH Nay3y U HAIIOMHUTD O
CYILIHOCTH Pa3roBopa.

MouayanuBoe  mnoBeleHMe  TPOTHUBOIOJIOXKHO  CJIOBOOXOTIMBOMY
noBesieH0. C HEPa3rOBOPUYUBBIM YEJIOBEKOM TPYAHO YCTAHOBUTH KOHTAKT, HO
BCE )K€ HAJI0 CJEIaTh MOMBITKK 3aTOBOPUTH €ro. ECiii OH 0TBEYaeT MOJTYaHUEM,
XOPOIIIO OTOWTH, HO HAOII0AaTh 3a MaJCUIIMMHM NpPU3HAKAMH TMOSBIICHUS
KEJIaHUs pa3roBapuBaTh.

BOHpOC 4. Kak paGOTaTL C TYpUCTaMi, Yy KOTOPBIX Pa3HbI€ HABBIKHA
pacxoaoBaHusA z[eHer?
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HaBpikn pacxomoBaHus J€HET WMEIOT 3HA4YeHHe, KOorja pedb HJET O
MPUHATHH PEIICHUS O MOKYIKE «CKOJIbKO» M «Kakue» yciayru. OHU CBSI3aHbI C
(MHAHCOBBIMU BO3MOXHOCTSIMH, HO 3TO YCJIOBHO W HEJb3sl T€HEPATIU3UPOBATH.
TenneHMM B CTWISAX KU3HU, KaK U TOApakaHUEe peepeHTHHIM TPyIIaM OJIHA
W3 TIPUYMH, YTOOBI JIOJM BBIPAOOTAIM CBOM CTWJIb 3aTpaThl JeHer, 0e3
3HA4Y€HUs, CKOJIbKO UX y HUX.

Typucrsbl
¢ APKO
BBIPAKEHHBIMHU TypucTsi Typucrtel
JICTKUMH ¢ YMEpeHHbIMH ¢ OrpaHUYEeHHbIMH
HaBbIKAMH HaBbIKAMH HaBbIKAMH
pacxo10BaHUH pacxoi0BaHUsA pacxo/i0BaHuA
AeHer JIeHer JieHer
pa3xoaoBaHue HA
napu

Pucynok 13.Tpu Tuna TypucToB B 3aBUCHMOCTH OT HABbIKOB
pacxo/0BaHMs JleHeT MPH MOKYIKe

SIpko BbIpa:keHHbIE€ JierKHMe HABbIKH PAaCXOJA0BAHUS JeHer MO>KHO
y3HaTh 10 TOMY, KaK TYPHUCT 3a/1a€T BOIIPOCHI U IPEABSIBIIACT CBOM TPEOOBAHMS.
BaHuManue HampaBlieHO Ha T€ YCIYyTH, O KOTOPBIX H3BECTHO, YTO OHH
«KAQYECTBEHHBIE», WIOJB3YIOTCS CIIPOCOM>», (OPUTHHAIBHBIE», «YHUKAJIbHBICY,
«HOBBIE». PaboTaTh ¢ TakKUMHU KJIUEHTaMH NPHUATHO. II0 OTHOIIEHHIO K HUM
JIEUCTBYET OCHOBHOE MIPABUJIO — CJIEIOBATh UX JKEIAHUSIM.

YMepeHHbIe HABBIKM PACXOJ0BAHUS JIEHEI TOXE JIETKO YCTAaHOBUTb.
Takoil TypucT, BEpOATHO, caM 3asBUT O ceOe, OPUEHTHPYACH MO IICHAM Ha
yciayru. PekoMeHayeTcst Bce TaKu IPUMEHSITh TTOJX0/ ,, BOCXOISIIIEH Tpaaiiu’
— HAYMHAETCS C YCIYT MO YMEPEHHBIM IIeHaM, HO TpeJjiaraloTcs 1 HEKOTOphIe
no Oojee BbICOKMM IieHaM' . Korja 4enoBeK NIPUBBIK YMEPEHHO TpPaTUTh
JI€HbIM, OH MOXET OBbITh OYAPOBAH W MPUBJICYEH YCIYyTOW, KOTOpas emy
HPABUTCSI KAKUM-HUOY/Ib CBOUM KQ4ECTBOM U IIPEUMYIIIECTBOM.

OrpannyeHHble HABBIKH PAaCX0J0BAHUs [€Her, KaK U MPeablayIIne
JIBa HaBbIKa, y3HarOTCa Oe3 mpooOsiem. [lepBbiii BOmpoc, KOTOPBIM 3aaercs,
CBSI3aH C IIeHOM. BakHO 3aBoeBaTh TaKoro KIHWEeHTa. PasroBapuBarh Haao
TUXHUM TOJIOCOM BO M30€KaHNE HEeYJ00CTBRa.

KiaroueBbie mousaTus k Teme 7
CreneHb TOTOBHOCTH K MOKYIKE€ — COCTOSHHE, B KOTOPOM BBICOKAs
CTEIICHh OCO3HAHUS IMOTPEOHOCTEH, KaK M BBICOKAs CTENCHb MOTHBAIUU K
MOKYTIKE, U TIO3UTHBHAS YCTAHOBKA K TTOKYIIKE.
Oco0eHHOCTM TOBeJdeHUsI BO BpeMsi ,KHBOI0 KOHTakra’ —
0COOEHHOCTH B TIOBEACHUH, KOTOPBIMH JIFOJAW HE MOTYT IIPeHEOpeYh U KOTOPHIS
OOBIYHO TIPOSIBJISIOT IO OTHONICHWIO K JIPYTHM JIFOJISIM, B TOM YHCJIE W TIO
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OTHOILIEHHWIO K  a0CONIOTHO  HE3HAKOMBIM  JIIOJsAM,  Hampumep, K
00cTy>KMBAIOIIEMYy TTEPCOHAITY.

HaBbiku pacxonoBaHusi JeHer — HABbIKW, KOTOPBIE BIUSIIOT HA PEIICHUS
O TIOKYIIKE «CKOJIbKO» U <«Kakue» yciayru. OHM CBsi3aHbl C (DUHAHCOBBIMU
BO3MOHOCTSIMH, HO BCE-TaKH 3TO YCIOBHO U HEJb3sl T€HEPATU3UPOBATh.

TEMA 8. COHUAJIBHBIE YMEHUA JJ11 PABOTBI C
TYPUCTAMHA

Bormpoc 1. Yto Takoe conpanbHasi UHTEUIMTEHTHOCTD ?
Bomnpoc 2. 1141 conanbHbIX YMEHUI
Bomnpoc 3. HaBbiku BbICOKOM 3 (HEKTUBHOCTH

Bonpoc 1. Yto Takoe conuabHasi HHTEJJIUTEHTHOCTD ?

[ToHsTHe ,couuanbHas HHTEJUIMTEHTHOCTH' HE HOBOE B COIMAILHOU
ncuxosoruu. Eme B 20+1¢ romer XX Beka Torndike pemaer mombITKY
UICHTU(PUIIUPOBATh YEJIOBEUSCKUE YMEHHS, KOTOpPbhIC OTJIMYAIOTCS  OT
UHTEIUIMTeHTHOCTH. OH CYMTaeT, YTO 3TH YMEHHUS SBJIIFOTCS ITOKa3aTeleM
KOMIICTEHTHOCTH YeJIoOBeKa B obOyacTu B3aumooTHomeHui. [lo3anee Weaksler
(1939) ompeaenser  coOUMaIbHYK  HMHTC/UIMTEHTHOCTh  KaK  OOIIyIO
UHTEIUTMTEHTHOCTh, KOTOPask OTHOCHTCS K Pa3HBIM COIMAIBHBIM CUTYAIIHSIM.

Hccnensanus Gardnera (1980, 1983)BisioTcss HOBOPOTHBIM MOMEHTOM
B TOHUMaHMIX YMCTBEHHOW KOMMeTeHTHOCTH. OH JO0Ka3bIBaeT, YTO JIKOJU
pacroyiararoT HaOOpOM KIJTFOUEBBIX KOMITCTEHIIMH (MHTEJUTMTEHTHOCTH), U HX
COOTHOIIICHHE Y JitoNiel pasHoe. TakaBa u cymHocTh Teopun Gardnera o
MHOXECTBCHHON MHTE/UIMTCHTHOCTH. OHA TPECTaBIsAET COO0M COBOKYITHOCTh
BEpOANIbHO-JIOTUYECKOM, MaTEMAaTUKO-CUMBOJIMYECKOM, MPOCTPAHCTBEHHOI,
KHHECTHUYHOM, MEKJIMYHOCTHOM, BHYTPHJIMYHOCTHOM M  MY3BIKaJbHOM
UHTEIUTUTSHTHOCTH.

[Tozguee Goldman  (1995) BBoaMT TMOHATHE  SMOIMOHAIbHAsS
MHTCJUIMTCHTHOCTh M OINpEIesieT €€ IMapaMeTpbl C  IOMOIIBIO  IIATH
U3MEPUTENICH: CaMOCO3HAHKWE, CaMOPETYJUPOBAaHUE, MOTHBAIUSA, SMIATHSI W
otnomenus. A Albrecht (2004)cuuTaeT, 4To colaibHas HHTEIUIMTEHTHOCTh —
HEUYTO OTJEIHHOE OT SMOIMOHAIBHON MHTEUTUTeHTHOCTH. OmpeenseT ee Kak
4acTh B3aMMOCBSI3AHHBIX YMEHHi, KOTOpble [eJAKT BO3MOKHBIM
MOHUMAaHUE YeJI0BeYeCKNX B3aHMOOTHOIIECHUIA.

[Tocne 2005. momynspHas jiuTepaTypa MO CONHAIBHOW TICHXOJIOTHUU
BOCIIPUHUMAET C OXOTOW HICH0 COIHATLHOM HMHTCIUIMIEHTHOCTH. MHOKECTBO
KHUT O TMpojaaxkaXx M crocadax NpPHBICYCHUS KJIUEHTOB K COTPYIHHYECTBY
OCHOBaHBl Ha TE3MCE O COIUAIBHON WHTEUIMTCHTHOCTH. BOT 3TO0 1Be

46



KPaHOCTH MM JBa BHIA IOBEICHHMS COLUAIBHON HHTEIUIMICHTHOCTH IIO
muenuro Albrechta.

_ +
JIronqn ¢ an3kou crenennio CU JIronn ¢ BeIcOKOU cTenenbro CU
(, AAmoBuThIC MHOIU") (, [TogxapmanBaroiye aoamn”)

Pucynok 14.]IBe kpaiinocTu uju aBa Buaa noseaenuss CU

Y  ,AT0BUTHIX  JIIOJIEM HMU3Kas CTENEHb Pa3BUTHUA  COIMAJIBLHOU
WHTEJUIMTEHTHOCTH W ,OTpaBistomiee” mopeAcHUe. JIFoau psagoM ¢ TaKuMU
WHJMBUIAMU YYyBCTBYIOT Ce€0s HEIOOIIEHHBIMH, HECIIOCOOHBIMHU, THEBHBIMH,
BUHOBHBIMHU. Y ,TIOAKAPMJIMBAIOIMIMNX JIIOJAEH BBICOKAs CTENEHb COLMAIbLHOM
WHTEJUIMTEHTHOCTH U ,,TIOJIKOPMOYHOE” TOBEJICHUE — JIOJM PSAJIOM C HUMHU
YyBCTBYIOT €051 3HAUMMBIMH, CTIOCOOHBIMH, YBaXKa€MbIMU, LIEHHBIMU. [Ipupoaa
00CITyKMBaHUSA U MPOJIAXK ,JIUIO B JIUIO B TYpPU3ME HYXKIAETCA B JIOJAX C
0oJiee BBICOKOW COIMAIBHON HHTEIUIUTEHTHOCTHIO, KOTOPHIE OCO3HAIOT, YTO
JIOJDKHBI YBaXaTh, COJACHCTBOBATh TYPUCTaM B BBIOOpE MOJIXOASAIIUX JJIsT HUX
yciayr, TOOYXJIaTh WX  UYyBCTBOBaTh ce€0sl  YJIOBJIECTBOPCHHBIMH U
, CIIE[IAAJILHBIMUA .

Bonpoc 2. 11Tk conMaabHbIX YMeHUii

ColMallbHBIE YMEHHs, O KOTOPBIX IIPOYUTACTe HUXKE, SIBIISIOTCS
HU3MEPCHUSAMHU  COIMATIbHOW HMHTCIIMIeHTHOCTH. CoIllMaNbHbIe IICHXOJIOTH
YBEPSIIOT, YTO O3TO HE BpOXKICHHbIE yMcHHs (Kak M cama colldajibHas
MHTCIIMTEHTHOCTh), a MPUOOpPETEHHbIE — MX MOXHO M3y4daTh, YCBAaWBaTh HE
TOJILKO B CEMEWHOM Cpejie, HO U B IIKOJIBHBIX YCIOBHUSAX. BOT IMATH COIUABHBIX
yMmeHwuit corntacHo koHrenmuu Albrechta. (Pucynok 15)

1. 2. 3. 4. S.
Oco3Hanue
IpucyrcrBue AYTeHTHYHOCT ScHocTn Ommnarus
CHTYAIIHH b

Pucynok 15.1Is5Th OCHOBHBIX YMEHHI1, HEOOXOIMMBIX NPH
B3aumojeiictBum ¢ apyrumu (mo Albrecht -y)

YMeHue 0COZHAHUSA CUTYAllUU. JTO COLMAIIbHOE YMEHUE MOMOTaeT HaM
MOHATH CUTYAI[MI0 U TOBEJACHUE JIOJIEW B HEM — Yero XOTST, YTO TOBOPSIT,
MOYEeMY TaK BBIPAXKAIOTCS, TTOUEMY 33al0T OINPECICHHbIE BOIIPOCHI, YTO XOTSAT
noHsATh. Her comHeHus, 4To OOCHy>KMBaHUE W TPOJAXKH ,JIUIO B JHUIO B
Typu3Me TPeOYIOT YMEHHS OCO3HAHUS CUTYyaIlUH.
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B ocHOBe conMaJIPHOTO YMEHHS OCO3HABaTh CHUTYallUIO JICKHUT
NMOYTHUTEJbHOE OTHOIIEHHE K IPYTUM JIIOJSIM, MPOsIBJIEHUE HEMO1eJIbHOI0
HHTepeca K HUM. Eclii MBI 3aHATHI TOJIBKO COOCTBEHHBIMU YYBCTBAMH, TPYIHO
OyJleT HaM 0CO3HATh MOBEJICHUE IPYTHUX JIFOACH B ONPEICICHHON CUTYaIINH.

A B CyNIIHOCTH YTO MBI JIOJDKHBI HAaOJII0/1aTh, YTOOBI TOHUMATh CUTYAITHIO
u noBeneHue typucta? [lpuxomurcs HaOmOMaTh 32 TAKUMU JEHCTBHUSIMH, KaK:
KaK TOJXOJUT TYpUCT K PaOOTHHUKY, CTPEMHUTCS JU K MPOCTPAaHCTBEHHOU
ONMM30CTH WM COOMIOJIAaeT JUCTAHIIMIO, KAaKOBO €ro HACTPOCHHE, KaKue
SI3LIKOBBIE MOJICNIM MCIIOJB3YET, O YeM TOBOPUT €r0 BHEIIHOCTh. BcromHute
CHMBOJIBI BHEIIHETO TIOBEJACHUS TYpHCTa, U ITO IOMOXKET BaM 3aJI0KHUTh
OCHOBBI BallleT0 COIIMAILHOTO0 YMEHHS OCO3HABATh CUTYAIIHIO.

YMeHHe NPUCYTCTBUSA. DTO COIMAIBLHOE yMEHHE KacaeTcs croco0a,
KOTOPBIM BO3JIEHCTBYEM IOCPEACTBOM CBOCH BHEITHOCTH, BEpPOAIBHBIX U
HeBepOanbHbIX Moxeneit. [loctymen (moctymna) nm BbI? BHymaere nm
omyImieHne apyxemooroctn? Wnum wum3mydaere poOKOCTh, HEYBEPEHHOCTH,
BpaXXJIeOHOCTh, Oe3pasanyune?

B ocHOBe comuaibHOr0 yMEHUS MIPUCYTCTBHS JICKUT yOe:kaeHue ObITh B
pacropsizKeHMd U K YCJIYyraM TYPHUCTOB He TOJbKO (pU3MYeCKH, HO H
IMOIMOHAJILHO, OCO3HABaTh, 4YTO WX BOJHYeT WJIH O0ECIHOKOHUT.
OIHOBpPEMEHHO C ATHUM COITMAJIBLHOE YMEHHE IPUCYTCTBHUS TpeOyeT OdYeHb
XOPOIIIETO 3HAHUA caMoro c¢eds — KTO Bbl, Kakhe Balld OOBIYHBIC
SMOIIMOHAJIbHBIC PEAKIUHU, IOAXOAAT JH OHH OCOOCHHOCTSAM pPaOOTBHI C
TYPUCTaMH, WU HEOOXOAMMO TIPOU3BECTH KOE-KaKUe KOPPEKITNH, YTOOBI BBl HE
BBITUSIICIM ~ CIWIIKOM  ,,OCTPBIMH’ ~ WJIH  ,,CEPBWIBHBIMH  YMeHHe
AYTEHTUYHOCTH. DTO COIUAJIbHOE YMEHHE MOKa3bIBAET, HACKOJIBKO BBl UECTHBI
U UCKPEHHU C JIFOJbMH, C CAMUM CO0OM B 000N cuTyaruu. B ocHOBe JekuT
JKeJIaHWe U CTIOCOOHOCTh ObITh HCTUHHBIM, a HE (DAJIBIITMBBIM U IPUTBOPHBIM.
EcTtecTBEeHHOE MOBEIEHIE TOMOTAaeT 00mAaTHCS Oojiee cBOOOIHO. JIErko MOKHO
3aMETUTh (albIIMBBIE W HEMOAXOAIINE KOMIUIMMEHTHI K Typuctam. Kak u
MaHUAYJSA. OCOOEHHO JIETKO YJIaBIMBAIOTCS M CUMIITOMBI HEMCKPEHHOCTH,
HEJIOBEpHsI, COMHEHHSI, KOJICOaHUS.

YMeHHe SICHOCTH. DTO COIMAJbHOE YMEHHE O3HAdaeT CIOCOOHOCTh
SICHO BBIPAKaTh MbICJU, H/JIeH, MHeHUsi. Tak Ha3pIBaeMoe ,POJICBOE
ropopeHre” (C MO3MIMH  JODKHOCTH) TMPHUBOJUT K  YHOTPEOJICHHIO
CTaHJIAPTHOTO CIIYKEOHOTO $3bIKA, KOTOPBIM YAaCTO HEMOHATEH TypucTaM. K
COXKAJIEHUIO, DTOT SI3bIK HEBHATHBIM, HE BIUSIET IOJ0KHUTEIHHO, HE MOXKET
BBI3BaTh MOTHBAITUIO, TIOJIOKHUTEIBHOE pelIeHne o Tokymnke. [loatomy Hamie
CTpEMJICHHE CJeAyeT OBITh HaINpaBJIEHO Ha TMPENJIOKEHUE PACCYKICHUM,
KOTOpPhIE HHTEPECHHI M IIOJATAJKUBAIOT IIOBEACHHE TYpHUCTa K TIOKYIIKE, K
IIOJIOKUTEILHON OILIEHKE.

Bot ,, Tporinoe” npasuiio siciocHoct: (1) kpaTkue npeanoxenus; (2) 6e3
npodeccuoHalbHOrO  Jkaprona; (3) aKkTHBHBIM 3aJ0r Kak JIGKCHKO-
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rpamMMarudeckas (Gopma  BMECTO  maccMBHOro. Hampumep, BMecTo
»1loBpexxaeHne B Bamem Homepe ObulO ycTpaHeHO”, Jydie cKa3aTh . ,, MBI
yCTpaHWJIM MOBpeXIeHne B Bammem Homepe”.

YMeHue 3Mmatum. ODTO yMEHHE CBS3aHO C TeM, B Kakoii mepe
cooOpakaeeTech ¢ YyBCTBAMM OCTAJILHBIX. YMeeTe JId MOCTABUTH ce0sl Ha
MeCTO TYPHUCTA M MOHUMAETe JIH, MOYeMY OH IyMAaeT TOYHO OMpeaeeHHbIM
oOpazom?

A B CYIIHOCTH, KaK MOKa3bIBa€M, 4TO TIOHUMAEM TYpUCTOB? JlocTaTOIHO
OT3BIBUMBHI JIM MBI BBICITYIIIATh MX, TOKa3aTh, YTO X MOHUMAEM, IPU3HATH, YTO
UMEIOT TIPaBo?

Bonpoc 3. HaBbiku BbICOKO# d(PheKTUBHOCTH

MHOro WCCIenOBaHUNW  COLUUAIBHO-TICHXOJOTUYECKON  JINTEPATYPHI
MOCBAIIEHBI HE TOJBKO TISATH COIUAIBHBIM yMEHHUSM, HO W BBICOKOU
3¢ (PEeKTUBHOCTH B JIMYHOM KM3HU M Ha pabore. A oOCIyKHBaHUE TYpPHUCTOB,
OpOJIaXh TYPUCTHUUECKUX YCIYr, KaK U JpYrue JeATEeIbHOCTH B TYpPHU3ME
TPeOYIOT MBILIJIEHUS U CAMOYCOBEPILIEHCTBOBAHUS UMEHHO B 3Ty CTOPOHY.

[To muenuto CtuBena KoBu, KOTOpPOro CUMTAIOT OJHUM U3 JIyYIIHUX
AKCIEPTOB B ATOM 00s1acTH, OBITH 3(PPEKTUBHBIMU O3HAYAET COOIOATh OallaHC
TPEX COCTaBHBIX JJIeMEHTOB, a wuMmeHHO: (1) pe3yabTaThl, KOTOpHIC
»TIPOU3BOJIUM” W KOTOpBIC OkHuaroTcs oT Hac; (2) Hamu ymenus; (3) Kakossr
Hamy Jkenanusi?. C 3TOM TOYKW 3pEHUS CYIIECTBYIOT / HaBBIKOB, KOTOPHIE
CruBen KoBu Ha3zbiBaeT ,HaBbikamMu 3(ddexktuBHOCTH . OHM TOMOTAIOT HaM
JIerye BCETo U ObICTpee BCEro MPONTH MyTh OT 3aBUCUMOCTH /10 HE3aBUCUMOCTHU
B KOHTMHUYME JOCTWXKEHHUA 3peiocTd. [loyemy 3To Tak, MOXKEM IOHATH W3
CYIIHOCTH TPEX THUIIOB TapaiurM, (MBIIUICHUE, OTHOIICHUE), Ha Ybel OCHOBE
cTpositci / HaBBIKOB 3(P(EKTUBHOCTU. ITO TMapagurMa 3aBUCHUMOCTH,
HE3aBUCUMOCTHU U B3aMO3aBUCHUMOCTH.

3aBuCMMOCTb — 3TO MapagurMa ,Bel” — Bbl 3a00TUTECh 000 MHE, BBI
JIOJDKHBI C/eNaTh, €CJIM HE CAEIaeTe, TO Bbl BUHOBATHI, HE 5. 3aBUCUMBIC JIIO/IU
HYKJIal0TCS B APYTUX, YTOOBI MOJIYYUTH TO, YETO XOTST.

He3aBuCHMOCTB MPOTUBOIIOJIOAKHA 3aBUCUMOCTH — 3TO Napaaurma , 5" —
1 MOTy cHenarh, i OTBETCTBEH, Sl MMOJararoch Ha celsi, I MOTYy BBIOUPATH.
He3aBucumble J10M MOTYT JIOCTHYh TOrO, YEro XOTAT, COOCTBEHHBIMHU
YCUITHSIMU.

B3aumo3zaBucumocTs mapagurma ,MblT — MBI MOXEM CJlie€laTh, MBI
MOYEM COBMECTUTH CBOU CIIOCOOHOCTH, MBIl MOXEM CJI€JIaTh HEYTO JIYYIIIEE.

7 HaBBIKOB BBICOKOW 3((EKTHBHOCTH TPEOYIOT MOBEACHUS (MBIIUICHUE U
JCHCTBHUSA) B TPEX Mapaurmax.

1. 2. 3.
Bynpre B nauane umetite IloctaBbTe cambie
[IPOAKTUBHBIMU B BUJY B UCXOJ Ba)KHBIE BELIU HA
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7.
» Toanute Tomop”

4. 5. 6.
Hymaiite Crpemurech EnunoneicTByiiTe
» BBIUTPBIBAIO/BBIN TOHMMATB, YTOOBI

TphIBaeIIb” Bac nonumanu

Pucynok 16. 7naBbikoB a 3¢ dexruBnoctu (Mo CtuBeny Konmn)

Happikn 1, 2 u 3 ¢oKycHpYIOTCS Ha TMEPEOCMBICICHUHU IapaJurMbl
»3aBUCUMOCTh M BEAYT K TaK Ha3bIBAEMbIM ,BHYTPEHHUM TmoOeaam” -
CaMOyCOBEPIIEHCTBOBAaHHIO. TOJBKO IMyTEM CaMOYCOBEPIIIEHCTBOBAHUS MOXKEM
«CO3UAATHh» U ,,BHEIIHUE IMOOEIbI’, KOTOPBIC CBsA3aHbI ¢ HaBbIKaMu 4, Su 6.
CenpMoOii HaBBIK 0000II[a€T BCE OCTAJIbHBIE HABBIKM U SIBISIETCS HABBIKOM
OOHOBJICHUS — pEryJsipHOEe, COaTaHCHUPOBAHHOE OOHOBJICHHE HEKOTOPBIX
aCIeKTOB Haled XKu3HU. ,BHyYTpeHHHE MoOelIbl’, BMECT€ C BHEIIHUMH,
CO3/Ial0T TIOBEJICHUE B3aWMO3aBUCUMOCTHU. TakuM o0pa3oM JOCTUTAEeTCs
MeHTaIUTeT (MHpPOBOCHIpHUATHE) ,MBI MOXKEM BMeCTe cnaeiarth’. Paborta B
Typu3Me O4eHb 3P(HEKTUBHA, €CIU MbI JIOCTUTIIM TaKOW CTENEHU YMCTBEHHOIO
pa3Butus. BoT, 4To 03HayaroT 00jee KOHKPETHO / HaBBIKOB 3()(PEKTUBHOCTH.

Hapbik 1: Bbyabre mnpoaktuBHbIMH. Peub wujeT He TOJNBKO 00
WHUIIMATUBHOCTH, a O MPUHATHU OTBETCTBEHHOCTH 3a CBOI COOCTBEHHYIO
XKW3Hb. JIIOIM, KOTOpBIE JyMArOT, UYTO SBIAIOTCS JIMIIb HPOAYKTOM
0OCTOSITEILCTB, HUCIBITHIBAIOT BIMSHUE OKpyXkaromier cpenbl. [IpoakTuBHBIC
JIOM TOXE TMOMaAaroT IMOJ BIMSHUE CPebl, HO OCHOBBIBAIOT CBOM BBIOOp Ha
CBOUX I[EHHOCTSIX.

HaBpik 2: B Hauajie umeiiTe B BUIy M ucxola. Heobxoammo yduThes
MIPUBBIKATH K «00pa3y» TOro, K 4eMy crpeMmumcs. JIrodoe aeiicTBre coBepiiaem
JIBa pa3a — IEPBbIM pa3 AyMaeM, BTOPOU — JECUCTBYEM.

Haspbik 3: [locTaBbTe caMble BaskHble BelllM HA NEePBOe MeCTO. DTOT
HaBBIK 3aBHUCHUT OT HAIlETO OTHOIIEHUSI KO BPEMEHHM M PE3yJibTaTaM, KOTOPBIX
XOTUM JIOCTHYb B paboTe ¢ TypucramMu CpPOYHBIMHU SIBJISIIOTCS TaKue 3a7adH,
KaK: HEOTJOXXHasi mpobjieMa TypuCTa, BaKHas 3ajaya C KpalHUM CpPOKOM,
OTHpPaBJIECHUE BAXHBIX A JIpyroro nucem W T. A. He crTonb cnemHbiMu
ABJISIIOTCSL  3a/1a4M, CBS3aHHbIC C I[UIAHUPOBAHUEM, COCTABJICHUEM YacTH
KOPPECIOH/ICHIINU, HEKOTOPHIE Pa3rOBOPHI.

Hapbik 4: /lymailiTe «BBIMTPHIBAI0 — BBINIPbIBACHIb» JTOT HABBIK
aIbTCPHATUBHBIA HABBIKY JyMaTh <«IIPOUTPHIBAI0 — TPOUTPHIBACHIBE» WU
HAaBBIKY <«BBIMTPHIBAIO — MIPOUTPHIBACIIB». [loCpeICTBOM HAaBBIKA «BBIUTPHIBAIO
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— BBIUTPBIBACIIB» MOABICKMBAIOTCS] B3aUMHBIE BBITO/Ibl BO B3aUMOOTHOIIICHHUSIX,
4YTOOBI IPyTHE YyBCTBOBAIU €051 yA0BJIETBOPEHHBIMHU.

Happik 5. CTpeMuTech CHa4ajia NOHUMATDH, 2 NOTOM ObITh MOHSITHIM.
HaBblk OCHOBBIBaeTCS Ha SMMATUU. OMIIATUS HE COUYYBCTBHE, & MOHHUMAaHUE
apyroro. Tak HampuMmep, SMIIATUYHOE CIyIIaHUE O3HAYACT <«BJE3Th B IYITy»
TOMY, KTO TOBOPHT, YTOOBI TIOHSITh KaK UyBCTBYET €05 TOT YETTOBEK.

HaBpik 6: EnuHoaeiicTtByiiTe. DTOT HaBBIK O3HA4YaeT BEPUTH B
BO3MOKHOCTH, CHOCOOHOCTH APYTUX JIOJECH.

HaBpik 7. ,Touute ToOmop”. ODTOT HaABBIK O03HAYAET PETYJSIPHO,
HEMPEPHIBHO, YMHO U COATaHCUPOBAHHO OOpallaTh BHUMaHUE Ha (U3UYECKOE,
IyXOBHOE, YMCTBEHHOE, COI[MAIbHOE-3MOLUOHAIBLHOE pAa3BUTUE HAIIETO
coOcTBeHHOTO «A3-a». VHBIMM clOBamMHu, «TOYUTE TOMOP» O3HAYAET
WHBECTHPOBATHh MOCTOSHHO B c€0s, TOTOMY YTO €IWHCTBEHHBIM HWHCTPYMEHT,
KOTOPBIA TIOJIHOCTBIO HaM MPHUHAMJIEKHUT, ITO CaMU MbI. MBI sSBISEMCS
WHCTPYMEHTOM («TOIIOPOM>») OCYINECTBICHUSI COOCTBEHHOH >KHM3HHU, PaOOTHI,
MPUYMHON YycriexoB, Heyaad. st Toro, 4toObl OBITh 3(PPEKTUBHBIMHU, HaM
HY’)KHO 3HaTh, KaK Ba)XKHO pPEryJsipHo oOpaiiaTh BHHUMaHUE Ha OOHOBJICHHE
¢u3nueckoro Tena, YMCTBEHHOTO, JIyXOBHOTO, a TaKXe COLUAIbHO-
OMOIMOHAJILHOTO PAa3BUTHA — CIY)KEHUE, JMIIaThs, CUHEeprus (CimsHue),
BHYTPEHHSISI HAZIEKHOCTb.

KiaroueBbie nousatusa k Teme 8
ConmuajibHas MHTEJIMTEHTHOCTh — COIMaIbHAA WHTEIUIMIEHTHOCTD
SBJISICTCS YaCThIO B3aMMOYBS3aHHBIX YMEHHH, KOTOPBIE JCIIAI0T BO3MOKHBIM
IIOHMMAaHUE YEI0BEUYECKUX B3aUMOOTHOIIIEHHH.
Oco3HaHWe CHTyallHH — COIMAJIbHOEC yMEHHE IMOHWUMAaTh CUTYaIuio U
MOBEJICHUE JIOJEH B HEM — YTO XOTAT, YTO TOBOPSAT, MOYEMY HWMEHHO TakK
BBIPAXKAIOTCS, TTIOUEMY 33/Iaf0T OTPE/ICTICHHBIE BOTIPOCHI, YTO XOTST MOHSTH.

IIpucyrcTBHe — COUMAIIBHOE YMEHUE BO3JIEUCTBOBATH IOCPEACTBOM
CBOE BHEITHOCTH, BepOAJIbHBIX U HEBEPOATBHBIX MO/IETIEH.
AYTEHTHYHOCTh — COIMAJIbHOE YMEHHUE TMOKa3blBaTh YECTHOCTh H

UCKPEHHOCTh K JIOASIM U cebe, ObITh TpaBAWBBIMHU, a HE (aTbIIUBBIMA U
IPUTBOPHBIMH, YTO JIA€T BO3MOKHOCTH 00IIIaThCs O0jIee CBOOOTHO.

SIcHOCTB — coIMaIbHOE YMEHHE, IIOCPECTBOM KOTOPOTO BhIpaKaeM CBOM
MBICIIH, WJ€d, MHEHHS. IMIATHsI — COIMAIbHOE YMEHHE CUHUTATBCS C
JyBCTBAMHU OCTAIBHBIX, KOT/Ja CTABUM Ce0s1 Ha UX MECTO W IIOHUMAEM JIYUIIIe X
MIOBEICHHE.

Iapaaurma 3aBHCUMOCTH — JIJIs1 HEE XapaKTePHO MBINLICHUE ,, BbI” — BBI
3a00TUTECH 000 MHE, BBl JIOJDKHBI CJENaTh, €CIM HE MOCTYNHUTE TaK, BBI
BUHOBATEI, HE 1.

[Mapagurma He3aBHCHMMOCTH XapaKTepU3yeTcs MbIULIeHUueM ,f —
MOTY CJIeJlaTh, s OTBETCTBEH, 5 TIOJIAraroCch Ha ceos, 1 MOTY BBIOMpATh .
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l'[apa)mrMa B3AaUMO3AaBUCUMOCTH — XapaKTCPpU3YETCA MBIIIIICHUCM
,,MBI — MBI MOXEM CACJIaThb, Mbl MOXEM COBMCCTHUTH CBOH CHOCO6HOCTI/I, MBI
MOXKEM BMCCTEC CACIATh HCUTO J'IyLIIJ_ICG.”
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(G2 SN

PEKOMEHJIOBAHHAA JIUTEPATYPA:

. bonemas Pocculickas SHIUKIONEAUS. DHIIUKIONEIUYECKUN  CIIOBaph

OtB.pen C.JI.Kpaserr 2011Mockga

. [lenoBoe  obOmienue:Yuebnoe mocobue Kysumemor HW.H. 2012

Mockaa,/lamkoB u K

. lemoBoe  oOmienue:YueOHoe mnocobme MananmkoBa E.H. 2012

Mockaa,/lamkoB u K

. www.vzfeiinfo.ru/load/204
. website.vzfei.ru/ufa/node/1106
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