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HapuanHs aHrmiiicekiii MOBI npodeciiiHOTO CHpsIMyBaHHsSI Ma€ 3a METY BH3HAYMTH ii CTHJIBOBI, rpaMaTH4Hi,
MOBJICHHEBI OCOOJIMBOCTI 1 € ITPOIIECOM MEPEXOy Bijl 3arajJbHOBKHBAHUX 3HAYEHB JI0 KAHPOBHX, CTHIHOBHX BiJTiHKIB.
Cepen ciiB Ta CIOBOCIONYYEHb NPO(ECIHHOTO CIIOBHUKA CIIOCTEPIraloThesl iHOBalii Ta ajanTamii JIiTepaTypHOro
MOBJICHHS 70 THIOBHX HpodeciiiHnxX curyarii. Sk npaBuio, crenianbHa TepMiHOJOTIA OQilliaHTa TMO3HAa4Yae psin
HaWOUIBII BYKUBAHUX peueil, XapaKTepUCTHKY rOCTel Ta TUIIOBI CUTYalii, sIKl TPAIUIIOTBCS Y pECTOPaHi.

Tak, crnoBHHK o(iliaHta BKIIOYae amanTarii — Ha3Bu mocam: host / hostess — rocmomap / rocmomuss 3
npodeciiHiM 3HAYEHHAM MOCaau y PECTOpaHi; aganTaili pid — mporec, Hanmpukian. ticket Mae 3aransHe 3HAUYCHHS
“KBUTOK”, B CIIOBHHKY PECTOpaHa OTPUMYE 3BY)KEHE 3HAUCHHS “3aMOBIEHHs”; iHOBamii: busser, bus person, bus-boy —
nocwibHU. CroBocnoxydeHHs — ananramii: walk the check — miTu He 3ammaTuBmm.

HaBuaHHs clOBHHKY odimiaHTa 3MIHCHIOETECSA Y BEpOAThHHUX BIPTyaJbHHUX POIBOBHX CHTYAIISAX, YV SIKUX MOXKE
OyTm 3amisHa ycs Tpyma cryneHrtiB. Lle pomi: rocmogwHs — KIIi€HT, oimiaHT — KIIE€HT y CHUTYyaIisX 3YCTpidi,
3aMOBJICHHS, PO3paxyHKy. MOBJIEHHEBI CHUTyallii pErJaMCHTOBAaHI 3a PHUTYaJlOM pECTOpaMy 1 MOIUISIOTBCS Ha
BHUCJIOBJIIOBAaHHSI KJIIEHTIB Ta o(iliaHTa. 3a 3MiCTOM BUCIIOBIIOBaHHS O(illiaHTa MOKHA 3BECTH 10 €TUKETHUX (HOpPMYIT
BiTaHHsI, MPOTO3MIIil, 3aIMTAHHsI, TOPAJIH., iH. 3-3a 00MaJIi Yacy, pi3HOMOBHOCTI 1 eMOIIMHUX MPOOJIeM KIIIEHTIB MOBa
odimianTa TSHKIE 10 KOPOTKUX, OJHO3HAYHHMX BHCIIOBIB 3 JUIOBUM, TIO3UTHBHHM 3MICTOM. B erukeTHHX (hopmysax
¢hiliaHTIB crocTepiraeThcs UIMPOKE BXXKUBAHHS MOJAIBHHUX JIECTIB, O0COOJIMBO B YMOBHOMY crocoOi. PeyeHHs B
HaKa30BOMY CI0CO0i BimoOpaKyloTh MOOaKaHHS TPHEMHOTO HACTPOIO Ta AaNeTUTy. THIIOBUMH € BBIWINBI
BUCIIOBIIOBAHHS AHTJIOMOBHHMX KIII€HTIB, TaKOXX BiZOOpa)xXeHI MOIAJIbHUMHM [I€CIOBAMH Ta YMOBHUM CIIOCOOOM
JIi€eciioBa.

VYci MOBHI i HEMOBHI 3aco0W CTBOPIOIOTH 00pa3 MOCTYXIHUBOTO Ta JIO0’sS3HOTO oQilianTa, 34aTHOTO
3a[IOBOJIEHUTH BUMOTH KIII€HTa HE TUTBKH B 0OCITyTOBYBaHHI, aje i y CTBOpEHHI JOOPOTo HACTPOIO 1 alleTUTY.

STRATEGY METRO GROUP
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XapKiBCHKUH Jep)KaBHUHN YHIBEpCUTET XapuyBaHHS Ta TOPTiBIi

Posznanymo kopnopamusny — cmpamezito komnauii Mempo, Axa mae 6cec8imuio KOMePYIlHY Mepedicy.
Biomeopeno npogecionanvny komanody, it pobomy 6 cghepi ynpaeninus, cepsicy, Qinancosoi 6i0nosioaibHOCMi.

METRO GROUP is one of the world's leading international retail and wholesale companies. Its operating
business activities are conducted by the four sales divisions Metro Cash & Carry, Real, Media Markt and Saturn as well
as Galeria Kaufhof. They provide a comprehensive range of products and services designed to meet the specific
shopping needs of private and professional customers in 33 countries. The sales divisions assume a leading position in
their respective business segments.

Through METRO PROPERTIES, the company also controls and manages a unique portfolio of retail real estate.
METRO GROUP's long-range profitable growth is based on five strategic value drivers: customer orientation,
internationalisation, efficiency, sustainability and innovation. These drivers are reflected in the brand slogan "Made to
Trade."

Customer orientation

The sales divisions of METRO GROUP clearly focus their business activities on the individual needs of their
customers. For example, this pertains to the product ranges offered at the Group's stores: here, consumers and
professional customers will always find a large selection of high-quality products sold at an optimal price-performance
ratio. Added to this are personal assistance and appealing customer services. Shopping convenience is also gaining in
importance. METRO GROUP tests and implements new sales concepts that meet high demands in such areas as
product presentation. In addition, the company is increasingly dovetailing stationary retailing with Internet sales as a
way to attract new customers and create long-term relationships with them. The sales divisions' business autonomy and
their links to local markets are fundamental success factors for customer orientation. As a result, local employees can
react to changing market conditions at an early stage.
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