РОЗДІЛ 3
PROFESSIONAL COMMUNICATION IN TOURISM. ПРОФЕСІЙНА КОМУНІКАЦІЯ В ТУРИЗМІ.
Завдання до теми 13. Customer service.
Достатній рівень до 4 балів.
1. Доповніть речення словами з рамки. Кожне слово використайте один раз.
feedback • expectations • request • satisfaction • standards • complaint • needs • quality
1. Tourism businesses should identify customer __________ before providing a service.
2. Service __________ help employees provide a consistent level of customer care.
3. A guest may make a special __________ concerning accommodation, meals or transport.
4. Customer __________ depends on whether the service meets or exceeds expectations.
5. Positive and negative __________ can help a tourism company improve its services.
6. A customer __________ should be recorded and processed according to company procedures.
7. Travellers may have different __________ depending on the type and price of the tourism product.
8. Service __________ is an important factor in the overall tourist experience.
Оцінювання: до 2 балів.
2. Прочитайте професійно орієнтований текст та виконайте завдання.
Customer service is an essential part of tourism because visitors evaluate not only the tourism product but also the quality of the service they receive. Hotels, travel agencies, tourist information centres and tour operators usually establish service standards for employees. Staff should understand customer needs, provide accurate information and process requests efficiently. Customer feedback can indicate whether a service meets expectations and can help a company identify areas for improvement. Complaints should be recorded carefully because they provide useful information about service problems. Consistent service quality contributes to customer satisfaction and may influence a visitor’s decision to use the same tourism provider again.
1) Why is customer service important in tourism?
2) What should tourism employees do when providing customer service?
3) How can customer feedback help a tourism company?
4) Why should complaints be recorded?
5) Знайдіть у тексті англійські відповідники: «стандарти обслуговування», «потреби клієнта», «сфери для покращення», «задоволеність клієнта».
Оцінювання: до 2 балів. Загальна максимальна оцінка – 4 бали.




