Задание для дистанционного обучения

Дисциплина: Иностранный язык в ПД
Преподаватель: Энгеноева Альбина Наибовна
[bookmark: _GoBack]Специальность: Парикмахер.
Группа: ТПИ2-17
Дата: 23.12.20
Количество часов: 2 часа
Тема урока №9: «Разрешение конфликтных ситуаций.  Разговорные фразы и выражения.».
Цель: овладение компетенциями, развивать умение работать с профессиональными текстами на английском языке; 
Сдать: 24.12.2020
ПРАКТИЧЕСКАЯ РАБОТА
1. Запишите и запомните следующие фразы и выражения:
Формальное согласие выражается, как правило, такими фразами:
· I completely (absolutely, totally) agree with you
· I couldn’t agree more
· Exactly…, absolutely…
· There is nothing more to add to this
· This is perfectly true…
Эти фразы используются, если вы абсолютно согласны, и вам больше нечего добавить, однако в случае, если вы хотите добавить еще что-то, то можно сказать:
· Well, I agree with you on the whole, but …
· I agree in principle with you that…; however…
· I can agree with you to a certain extent but …
· You definitely have the point here but I’d like to add that …
· I take your point, however it seems to me that …
· It is certainly reasonable, however …
Если же беседа носит неформальный характер, то свое согласие можно выразить следующими фразами:
· I’m with you on this point

· I couldn’t agree more

· Yes, absolutely (of course)

· Sure

· There’s no doubt about it

· You bet!

· I think so too

· I couldn’t have put it better myself

· Great minds think alike

· You took the words right out of my mouth.

Несогласие в формальном языке, как правило, носит нейтральный характер, чтобы не обидеть собеседника и не привести беседу к конфликту:
· Do you really think so?
· I can’t say I share your view on this…
· I feel I must disagree…
· I respect your opinion of course, but on the other hand…
· I wouldn’t say that, really.
· Well, taking your point into consideration, I therefore must admit that …
· Taking your point I still can’t help feeling that…
· I’m afraid, I disagree with you …
· I’m afraid I don’t see it this way …
· To tell you the truth I have a different opinion.

1. Прочитайте переведите текст:
 Top Tips to Handle a Complaint Effectively in Your Salon
1. Listen to the complaint
When your client begins his/her complaint, it is so important to take a step back, stay quiet and allow them to have their say.
2.  Try to understand
3. Use your initiative
If the complaint is about one particular hair stylist or beauty therapist, I find it is always best to remove both you and the customer from other ears that may be listening in. It will make it easier for everyone and less uncomfortable.
Either both stand or both sit down, you do not want to be towering over your client when they are complaining. Body language is so important. Ensure you are at the same eye level. 
4. Find a solution
Complaints need to always be resolved as quickly as possible. Without it looking like you are rushing the situation. They need to feel like it is your priority to get their complaint sorted.
5.Apologies to your client
Even if you categorically know they are incorrect. Still apologies to them and be genuine about it. 
6. Do not make excuses
Your clients do not want to hear excuses. 
7. Ask them what can help them rectify the Situation
Typically a complaint is followed by some form of compensation this could be a full or partial refund, or a git voucher. Another good offer for compensation instead of giving the clients money back you could offer to have their next appointment on the house or at 50% which ever you feel necessary.
8. Keep a record of all client complaints

Контроль
Отправьте фото конспекта на адрес: engenoeva@yandex.ru
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