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INOACHUTEJIbBHAS 3AIINCKA

®opwmar kiryba mpeznonaaraeT cBoO0AHOe 00ImeHne 00yJamuxcs Ha 3aanHyo TeMy. [IpenogaBaTens,
UCXOJISl 3 MIPAKTUKU O0Y4YeHUs U Hanbosee BOCTPEOOBaHHBIX, aKTyalbHBIX TEM, WIH IO 3aIpocy
00y4Jaromuxcsi, KOTOpble MOTYT HHUIIMUPOBATh BBEICHHE HOBBIX TEM MU 3aMEHY CYIIECTBYIOLIHX,
aJlanTupyeT IuIaH padoTel. B manHyIo mporpaMmy BKIFOUSHBI TEMBI Kak U3 busHec-kypca aHrmiickoro
A3BIKA, TaK ¥ 00IIepa3rOBOPHBIC TEMBI.

dopmar YUTAITLHOTO KiIy0a MOIXOIUT sl pealTu3aliny Cpein o0yJaronmxcs ypoBaeit ot Pre-Intermediate
1o Advanced

[TporpaMma peanusyetcs B popmare KiIyOoB. Beinensercst Heckonbko (popMaToB Kiryda:

- OOydvaromuecss TONYYalOT 3apaHee TeMy HW/WIH TEKCT, CaMOCTOSTENFHO YHTAlOT TEKCT W
TOTOBATCA K 00CyX)/eHnto B KiryOe. Tema oOcyxmaeTcss B CBOOOAHOM (opmaTe W MOIEPHUPYETCS
npernojaBaTeneM

- OOyuvaromuecsi TOMHMO OOCYKACHHS TEKCTa  BBHIMOJNHSIOT — 3afaHusi, pa3OuparoT
rpaMMaTHYeCcKuil OJIOK, JOTIOIHUTEIBHO pabOTaIOT C JIEKCHUKOM B YIIPaXXHEHUSX.

CamocrosiTenpHast paboTa BKIIOYAET B ce0st padoTy C JIEKCHKOW, YCTOMUMBBIMU BhIpakeHUsIMH. 110 skenanuro
00yJarolerocsi B CaMOCTOSTENBbHON paboTe MOXKET HCIONb30BaThCsl AONOMHUTENbHAS JUTEepaTypa U3
OTKPBITBIX MCTOYHMKOB (MHTEpHET), BUIEO M ayinOMaTepuajoB, XyAO)KECTBEHHas W IyOJIMIHCTHYECKAs
JIUTEepaTypa

@®opMbl YUTATBHOTO KIy0a HE MpeIycMaTpUBAaeT OIPEACICHHBIX, KOHKPETHBIX METOIOB B BHIC
TECTHPOBAaHHsI WM dK3aMeHOB. OIEHKH OOydarolInXcs MPOUCXOAUT B XOA€ PabOThI METOAOM CBOOOIHOTO
nuanora. IIpenogaBarenp 00CYXIaeT ¢ OOYYarOUIMMHUCS HUX CAMOOLCHKY MPOrpecca, YIOBIETBOPEHHOCTh
HPOLIECCOM, COOTBETCTBHE KiIyOa 3aJaHHBIM LIEJIIM U HEOOXOTMMbIE Mepbl KOPPEKTUPOBKH pabOTHI.
CBoOonnas u BepOanbHas (opMa OLUEHKH TakKe NpPU3BaHA Pa3BUTh HABBIKK OOIIEHHs OOy4aroIluXcs U
CHHU3HTh YPOBEHb CTpPecca OT OOILICHHS HA aHIJIMHCKOM SI3bIKE.

Meronpl 00OyueHHs: YTEHUE TEKCTOB, TPCHUPOBKA HOBOW JIGKCHKH, BBITIONHEHHE MPAKTHUECKUX 3aJaHUH,
JIEKIMOHHBIA (opMaT (7151 TpaMMaTHYECKUX OJOKOB), MPOBEACHUE POJIEBBIX UTP, AUCKYCCHUU, IPE3CHTAINN
(BBICTYTITICHHE CITUKEPA)

Cpok peanuzaliy IMPOrpaMMbl B II€JIOM 3aBHUCHT OT LeEJM OOy4eHHs, KOTOPYIO MHpecienyeT sl ceOs
3aHUMAIOIINeCsS U WX JITHTBUCTHYECKOW MOAroToBIeHHOCTH. O0beM yueOHOTO BpeMeHH, MPeyCMOTPEHHbIH
yuebnpiM manoMm HOUY 1O «SI3bikoBas mikona JleHuca BbpyceHckoro» Ha peann3anio HpOrpaMMbl
cocraBiseT 6 MecsleB. PekoMeH0BaHHAS MHTEHCUBHOCTh 3aHATHH | pa3a B HeAENIO 1Mo 2 aKkaJeMHUYEeCKHX
yaca.

HEJb U 3AJJIAYA ITPOT'PAMMBbI
Reading Club (UuTansHsrii kKiTy0) UMeEET CIenyrome nesan:

000raTHTh JIEKCHYECKHH 3arac 00yJaromuxcs;

MOBBICUTH CKOPOCTh ¥ TPAMOTHOCTD PEYH;

HAy4YUTCS BUJETH JIOTUKY aHTJIMHCKOTO SI3bIKA U PUIEPKUBATHCS €€ B PEUH;

MOBBICUTH OCO3HAHHOE BIIQJICHUE aHTJIMHCKUM S3BIKOM

Pa3BUTH HABBIK CAMOCTOSITEIBHOM PadOTHI C TEKCTAMU M MHBIMH MaTepHalaMHi Ha 33/IaHHYIO TEMY;
Pa3BUTH HaBBIK OOILEHHUS Ha CBOOOHYIO TEMY: YMEHUsI BEIpAXKaTh CBOM MBICIIH, BECTH JTUAJIOT,
(dbopMynupoBaTh BOMPOCH], APTyMEHTHPOBAThH CBOIO MO3HIIUIO;

7. TIOBBICHTH YBEPEHHOCTh B COOCTBEHHBIX CIIOCOOHOCTSIX K CBOOOIHOW KOMMYHHWKAIIHH,
CIOCOOCTBOBATh YMEHBILICHHIO SI3bIKOBOTO Oaphepa

oL E

B pamkax peanu3zaiuu nporpaMmMbl UuTanbHBIN KITYO MO3BOJISIET BRIMTOIHUTE CIIEAYIONINE 3a1aUM:

- CTUMYJINPOBATh YYaCTHUKOB K PETYSIPHOMY UYTEHHIO XyJOKECTBEHHOW, HAyYHO-TT03HABATEIbHON
U ipo¢eCcCUOHAIbHON JIUTEPATyphI;



IIporpamma nomonmHUTENEHOTO 0Opa3oBanms. YnTansHer kiryd (Reading club)

- Pa3BUTh HABBIK YTCHHS: CIIOCOOHOCTH MOHUMATh CYTh TEKCT M €r0 JCTaJH, TOBBICUTH CKOPOCTh
YTEHMSI, CIOCOOHOCTh TOHUMATH CJIOB/(ppa3y 3 KOHTEKCTA,

- COBEPIIEHCTBOBATh HAaBBIK PA0OTHI CO CIOBAPSIMU, YMEHHUE OBICTPO HAXOUThH HYKHBIE CIIOBA;
- 32 CUET YTCHUS Pa3HOIUIAHOBOU JIUTEPATYPHI PACIIMPUTH CIIOBAPHBIA 3anac 0e3 3ayuuBaHusl CJIOB;

- Pa3BUTH PA3TOBOPHYIO KOMIIETECHIIMIO: CKOPOCTh PEUH, COKPAIICHUE YUCIIa ONTHOOK, YBEPEHHOCTb
B TOBOPEHHH, NIPEOJIOJICHUE PEUCBOT0O Oapbepa.

TIIJIAHUPYEMBIA PE3YJIBTAT OBPA3OBATEJIBHOM ITPOT'PAMMBbBI

B pe3ynbpraTe npoxoxkaeHust nporpaMmmbl YuTanbHbIN KI1y0 00yyaroniyecs pa3oBbIOT CIeIyIoIIne
KOMIIETECHIINH:

SI3bIkOBasi KOMIIETEHIUS npeaycMaTpuBacT OBJIAICHUC 06y‘IaIOHII/IMI/IC$I CJICAYIOIMMHA
SI3BIKOBBIMU JCUCTBUSMU:

e IIPUHATH yYacTHUE B JUCKYCCHUU B Pa3IMUHBIX CUTYaLUsAX JI€JI0BOr0 oOuIeHus (oouee 0
8cex memamuieckux 010K08 A3bIK0goe Oelicmeue);

e YMCHHUC I'OTOBUTCA K O6Cy>KI[eHI/Ie Ha 3a/1aHHYI0 TCMY;

e YMCHHC IPCACTABJIATL CBOU JOBO/bI, apryMCHTHUPOBATH IMO3HULIUI0, OTCTANBATH CBOC
MHCHHUC,

e KOHCTPYKTHBHO BCCTH JUCKYCCHUIO 11O CIIOPHBIM BOIIPOCAM M pa3HOTJIACUAM;

e YMCHHUC BCTYIIUTHb B KOHTAKT C KOMMYHHKAaTHBHbIM HapTHépOM U MHUIIUUPOBATb
KOMMYHUKAIIUIO;

e YMEHHE NOJJAEPKUBATH KOMMYHHUKALIHIO;
e cocrtaBuTh Mind-Map 1o 3agaHHO Teme;
e TOATOTOBUTH MPE3EHTAINIO, BHICTYIJIEHNE, JOKIA] HA 33JIaHHYIO TEMY;
e  BBICTYIUICHHE C MPE3CHTAIIMEN HA AHTJIMMCKOM S3bIKE MEPE Ay IUTOPUEH;
e ydacTue B OOCYKJIECHHUH MPE3CHTAI[NH, OTBETHI HA BOIIPOCHI AYAUTOPHH.
CouuagbHasi KOMIIETEHIUs BKITIOUALT:

e YMCHHC O6H.[8.TBC$I B 3aJIaHHOM CUTyaluu, T.C. ONIPCACIIATE CTPATCTUIO O6IJ_I€HI/I$I u BbI6paTB
aJICKBaTHBIE METOIbI €€ BOINIOIICHUSA,

e OCO3HAaHHC U YMCHUC YUUTBIBATH B IIPOLICCCC O6H.I€HI/IH HAlIMOHAJIBHBIC MCKKYJIbTYPHBIC
pa3inyunda B IOBCACHUN U KOMMYHUKAIIUN.

OPTAHU3ALIMOHHO-NTEJATOI'MYECKHUE YCJOBUSA
KanpoBoe obecnieuenue

CornacHo MITATHOMY pacluCaHUIO 00pa30BATENBHOE YUPEKACHNE YKOMIUIEKTOBAHO KaJpaMH,
UMEIOIIMMHI HeOOXOAMMYIO0 KBATM(UKALIMIO JIJIs BHITIOJIHEHUS 33/1a4 B paMKax JaHHOM MPOrpaMMBl.

MarepuanabHO — TEXHUUECKOE 00ecrieueHue:
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MartepuanbHo-TeXHUYecKas 6a3a 00pa30BaTENbHOIO YUPEKICHHS MO3BOJISET pealn30BaTh LEIu U
3a[a4 JTaHHOW POTPaMMBI B TTOJTHOM 00bEeMe, UMEET He00X0ANMOe yueOHO-MaTepruanbHOe
OCHaIlleHHe 00pa30BaTEIHLHOIO MPOLIECcCca, CO3/JaeT COOTBETCTBYIOIIYIO 00pa30BaTEIbHYIO U
COLIMAJIBHYIO CpENy.

B o0Opa3oBarenbHOM yUpeKICHUN:
- 000pyI0BaHbI TIOMEIICHHS JUTS TIPOBEICHUS 3aHSTHIl;

- UMCIOTCA MCCTa IJId OTAbIXA U IpyUeMa IMUIIIH.

VY4eOHble momeneHust 000py10BaHbl HEOOXOMMOM MEOEIBIO (CTOJIBI U CTYJIBS), OPHCHBIM
OCHAIllEHUEeM, HE0OXO0AMMBIM UHBEHTApPEM U 000py10BaHHEM

HNudopmanmonHoe odecreyecHre

HH(popMalilnoHHO-METOJUUECKHE YCIOBUS peaIn3aluy IporpaMmbl 00ecedrBatOTCs
COBpPEMEHHOU HH(POPMAIIMOHHO-00pa30BaTEIIBHOMN CPEIOH.

[TpemycMOTpeHO peryisipHOe UCTIONB30BaHUE ayaroanmnaparypsl (MarautodoroB u CD/DVD
IPOUTpbIBATENEH), @ TAKXKe UCIOIb30BAHNE BUI€0AIIAPATYPHI (TEIEBU30pA U
BUZCOMarHUTO(OHA), HOYTOYKa M MIPOEKTOpa I AEMOHCTPALUU YIeOHBIX (PUITBMOB U POBEICHHS
IPE3eHTAlMH, a TaKXKe y4eOHOH TOCKH.

MeTtoaudeckoe obecneyeHue IporpaMMbl OCYIICCTBIIACTCA 3a CUCT:

- pa3IMyYHOI neyaTHON NpoAyKINHU (YUeOHUKH, CIIOBAPH, XY/10’KECTBEHHAs! U HAyYHO-
NIO3HaBaTeNbHAs JINTEPATypa, MIEPUOJUUECKUE U3/IaHUs, )KYPHAJIBI, Fa3€Thl U T.I1.);

- nH(OpMaLIMOHHBIX pecypcoB cetu HTepHeT;

- nHbIX nH(opMmaronHbix Hocutesel (CD/DVD, MoOHITbHBIE TIPUIOKEHUS U T.11.)

duHaHCOBOE 00€eCIIEYUeHNE

Peanuzarust mporpamMmBbl OCYIIECTBIISAETCS 3a CUET CPEACTB (PU3UUECKUX JIUII, OTUTATUBIINX
oOydeHue, a Tak)Ke 3a CUET CPEJICTB IOPUAMYECKUX JIUI B Cllydae, eclii paboToAaTeNb OljaunBaeT
00y4YeHHUEe CBOMX COTPYIHUKOB («KOPIOPATUBHOE OOYUCHUE).

KonnuecTBo yenoBek B rpynne u popmsl paboThI

rpymnmnoBas 5-10 yenoBek, MUHH-TPYMIA - 2-4 yelloBeKa U WHAUBUIyalbHas

Pexxum u npoomkutensHocTh 3ausaTHi (KanenaapHslil yueOHbIi rpaduk)

3aHATHUA POBOJATCS 2 pa3a B HEJEINIO, 10 2 aKaJleMUYECKHUX Jaca B BEUEpHEE WM YTPEHHEE BpeMs.
Yepes kaxple TPH HEAETH 00yJaroIMMCs 1aeTCs OHA — JIBE HEJENU TSl CAaMOCTOSITEIbHOM
paboTHI B BUJIE UTEHUS JINTEPATYPBHI, 10 KOTOPOU B AalibHEHIIEM OyIeT BECTHCHh 00CYXACHHUE.
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@®opMbl U METOIBI PabOTHI B paMKax MPOrpaMMbl:

[Ipennaraembie HUXE GOPMBI U METOJIBI TPOBEJICHUS Kypca CIIOCOOCTBYIOT YIITYOJICHUIO U
PaCIIMPEHHUIO 3HAHUH YYaIIUXCs 110 aHTJIMHCKOMY S3BIKY, (HOPMUPOBAHUIO KOMMYHUKATUBHON U
SI3LIKOBOM KOMITETEHIIMH.

1. O3HaKOMIICHUE C HOBOW TEMOW U IPOOJIeMaMu, ¢ HEl CBA3aHHBIMH, C HOBBIMHU JICKCHYECKUMHU
eIUHULIAMU

-00BsACHCHHC;
-IPOCITYIIMBAHUE U 3aIIUCh MaTepHalia 3aHATHI;
-CaMOCTOSTEIFHOE YTCHHE MaTepraa U ero N3y4eHue;

-paboTa C JIeKCUKOH.

2. Tpernunr

-OTBETHI Ha BOTIPOCHI;

-MIOUCK OTBETOB HA BOIPOCHI B TEKCTE;

-4TEHHUE U MEePEBO]] TEKCTOB;

-BBINOJHEHUE YIIPAXXHEHUM HA 3aKPEIUICHUE TPaMMAaTUKH;

-paboTa B MUHHUTPYIITaX, Mapax, TPOMKax U T.II..

3. IIpakTHueckoe NpUMeHEHNE
-00CyKJIeHHEe TeMbI/TIPO0JIEMBI B TTapax, TPYIIIE; -BBIIIOJIHEHNE TECTOB (YCTHO, IMMCEMEHHO);

-Ipe3eHTaluu
-IIPOEKTHI

®OPMBI ATTECTALIUN

Jlist OTCIIeKMBAHUS PE3YIbTaTUBHOCTH JAHHOM MPOrpaMMBbl UCIIOJIB3YIOTCS CIIEIYIOLINE CIIOCOOBI
IIPOBEPKHU U (GOPMBI [10/IBEJIEHUSI UTOTOB:

OrneHka KayecTBa OCBOCHHS MPOTPaMMbl BKIIIOUAET TeKYIIMii KOHTPOJIb YCIIEBAEMOCTH (3a/1aHUs B
TECTOBOM (hopme, 00CYKICHNE, TUTIOBBIC MPAKTHUYCCKHUE 3aJaHHS).

Texymumii KOHTPOJIb MpeanoaraeT OleHKY paboThl 00YYaIOLINXCsl Ha TPAKTUYECKHUX 3aHIATUAX BO
BCEX BHUJIaX MHOSA3BIYHON KOMMYHUKATUBHOM J€ATEIbHOCTH (ayAMPOBAaHUH, TOBOPEHUHU, YTEHUN ).

CaMocrosTenbHas pa60Ta 06yqafomeroc51 OLCHUBACTCA HA 3aHATHUHU (3TO KacacTCsAa YCTHOﬁ pqu/I) B
BUJC NPOCIIYIIMBAHUA TOATOTOBJICHHBIX MOHOJIOT'OB U TUAJIOT'OB.

I[J'IH HHBAJIMAOB U JIMI C OTpaHUYCHHBIMH BO3MOKHOCTAMU 3JOPOBBA BO3MOXKHO ITPEAOCTABIICHUC
JOMMOJIHUTEIIBHOI'O BPEMEHU HA NTOATOTOBKY M BBIITOJIHCHUE TCCTOBOI'O 3a/IaHU.

Onenka npoBoautcs o 10-Tu 6auibHOI mikane

Jlo Havana y4acTus B IporpaMMe MPOBOASTCS AUATHOCTHYECKHe 3aHATHA B popme
cobeceJoBaHuUs M aHKETUPOBAHMS, TBOPUECKUX 33aJaHUM, B pe3yJIbTaTe KOTOPBIX ONpeeNsIeTcs
YPOBEHb MOTHBAIIMU CIILIATENIEH K 3aHATHAM, UX KYJIbTYPHBINA KPYro30p, YpOBEHb UX PEYEBOIO
MHOS3BIYHOTO PA3BUTHUS, HAIIPABICHHOCTh UHTEPECOB.
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B Teuenme mpoxoxkIeHus MPOrpaMMbl OCYIIECTBISICTCS MPOMEKYTOUHBIH 1 KOHTPOIb B popme
auajiora u I[I/ICKyCCI/Iﬁ Ha 3aJaHHYIO TCMY, ayJAUPOBAHUA, YTO IMO3BOJIACT UCCICAOBATh YPOBCHDb
nprOOPETEHHBIX 3HAHUH, YMEHUH M HABBIKOB B OOJIACTH Pa3BUTHS S3BIKOBBIX KOMIICTCHITUI
o0yyJaromxcs.

M ToroBslit KOHTPOJIb IPOBOIATCS B (POPME OTBETOB Ha BOIIPOCHI U IPYIIIOBOIl padoTe (quasor,
Oecena B MIMPOKOM KPyre 00y4aroImuxcs)

HJ’IH BCCX BUJOB KOHTPOJIA BO3MOKHO UCIIOJIb30BAHUC (bOpMBI OLICHKHU B BUJI€ OTBETOB HA BOIIPOCHL
B BUAC 5K3aMCHa.

KAJIEHJIAPHBIN YUYEBHBIN T'PA®UK

Koin-Bo 3aHATHI B HENEIIO 2
MPOIOJKH-Th 1 3aHATHSA, 2 aK. yaca 2
| rox oOyuenus

| monmyronaue
Mecsn CEHT OKT HOs10 JIEK SIHB (hen
Koi-Bo HEnEns 2,5 2,5 2,5 2 2 1
Koin-Bo wacos 10 10 10 8 8
Hroro 3a momyroaue 50
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YUEBHO-METOJIUWYECKWH IIJIAH

Makc.
[Ipakr. CamocrT.
HaunmenoBanus pasnena, TeMbl yaeOHas
3aHATHUS pabora
Ne Harpyska
aKaJaeM. 4acoB
1 | Functional language 2 2
2 | Can money buy happiness 2 2
The Importance of Critical Thinking in
: 4 2 2
3 | Customer Service
4 | The Value of Keeping the Right Customers. 8 4 4
HpOMe)KYTOIIHaSI OILICHKA YCIICBACMOCTH 2
How Customer Service and Marketing Can 4 5 5
5 | Intensify Each Other
Dimensions of Customer Trust: How To Get 4 9 9
6 | The Most of It
7 | Competence 6 4 2
8 | Benevolence 4 2 2
[IpoMexxyTouHast OLIEHKA yCIIEBAEMOCTH 2
9 | Integrity 2 2
10 | Predictability 4 2 2
Ways to Say No to Customers with
8 4 4
11 | Examples
12 | How to work with customer claims 8 4 4
[TpoMexxyTouHast OLIEHKA yCIIEBAEMOCTH 2
13| Skill: effort or luck? 4 2 2
14 | What is success 6 4 2
15 | Food waste 4 2 2
16 | Brain food 4 2 2
HTorosas olieHKa yCIIeBaeMOCTH 2
Bcero ak. yaco 88 50 38
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PABOYASA ITPOI'PAMMA

Functional language

Phrase bank

The phrases below give common ways of expressing useful functions. Use them to help you as you're
completing the Discussion points, Critical thinking activities, and Speaking tasks.

Asking for clarification

Asking for repetition

When you don't know the word for something

Working with a partner

Giving opinions

Agreeing and disagreeing

Sorry, can you explain that some more?
Could you say that another way?
Sorry, | don't follow that. What do you mean?

When you say . . . do you mean ?

Could you repeat that, please?
I'm sorry, | didn't catch that.
Could you say that again?

What does . . . mean?

Sorry, I'm not sure what . . . means.

Would you like to start?
Shall I go first?
Shall we do this one first?

Where do you want to begin?

I think that . .

It seems to me that
In my opinion.

As | see it

I know what you mean.

That's true.

You have a point there.

Yes. | see what you're saying, but ...
I understand your point, but . . .

I don’t think that's true.
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Asking for opinions

Asking for more information

Not giving a strong preference

Expressing interest

Giving reasons

Checking understanding

Putting things in order

Do you think...... ?

Do you feel

What do you think about...?
How about you, Jennifer?

What do you think?

What about you?

Does anyone have any other ideas?
Do you have any thoughts on this?

In what way?
Why do you think that?

Can you give an example?

It doesn't matter to me.
I don't really have a strong preference.
I've never really thought about that. Either is fine.

I'd like to hear more about that.
That sounds interesting.
How interesting!

Tell me more about that.

Thisis . . . because .
This hasto be . . . because . . .
| think . . . because .

Do you know what | mean?
Do you see what I'm saying?

Are you following me?

This needs to come first because ...
I think this is the most/least important because.. .

For me, this is the most/least relevant because . . .

10
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Can money buy happiness?

1. A Vocabulary preview. Match the words in bold with the correct definitions.

1 cause (n) a) a person you work with

2 charity (n) b) cost a lot of money

3 colleague (n) c) a test to find out what happens

4 expensive (adj) d) an organization that supports people in need

5 experiment (n) e) completely different from something else

6 opposite (ad) f) existing at the beginning of a period or process
7 original (ad) g) an organization that you support or work for

8 provide (V) h) to give someone something they need

2. Complete the sentences with the correct word from Exercise 1.

1.The the psychologist conducted determined that money can buy
happiness.

2. Some people think it's a good idea to support a by donating
money or time.

3. José wants to buy a new car, but cars are very . He will need
to save some money.

4. My plan was to study on Friday, but when my
friends called about dinner, | changed my plan and decided to study on Saturday instead.

5. Giving money to people that need it can food or a bed
for a night.

6. | often help my when he has too much work to do.

7. | thought a lot of people volunteered, but actually the is
true.

8. Save the Children is a very big

3. Discuss these questions with a partner.
1. Have you ever given money to a charity or worked with a charity? Did you enjoy it? Why / why not?
2. Which causes do you think are most important? Why?

3. What is the most expensive thing you have ever bought for yourself? For someone else?

The Importance of Critical Thinking in Customer
Service

1. Read the text, please.
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Customer service jobs require a composite mix of soft and hard skills for success. To positively interact with
customers and team members we need social and emotional intelligence, and self-regulation skills. We also
need lots of technical expertise, general industry and product knowledge to handle everyday customer
requests effectively.

In our blog we have already published a series of articles highlighting skills for being awesome at customer
service. Following those posts | would like to add up another skill crucial for service industry employees —
critical thinking. This blog post also puts together some helpful techniques that foster this skill. | hope that
these tips will help you grow personally and professionally, and let you progress to the next level along your
career journey.

Critical Thinking and Bloom’s Taxonomy

Critical thinking is often referred to as an ability to think clearly and rationally about what to do or what to
believe. It is also described as an ability to engage in reflective and independent thinking. Someone with
critical thinking skills is able to draw reasonable conclusions from what they know, and also knows how to
make use of information to solve problems.

The notion of critical thinking is closely related to the highest and most complex levels of Bloom’s
Taxonomy, which represents the hierarchy of knowledge acquisition and application. The model implies that
people gradually develop their thinking abilities and consistently learn to effectively apply the knowledge.
The progress takes it from just remembering facts to understanding, applying, analyzing, evaluating and
creating. In other words, the highest levels of the hierarchy comprise what we call “critical thinking”: the
stage of actively and intelligently processing information to reach an answer or conclusion.

What is really breath-taking and important about critical thinking is that it can be developed in almost every
human being through skill training. By contrast, Artificial Intelligence machines at present demonstrate less
than half the learning abilities that humans have. That’s the conclusion of a recent research led by Jim Parker
and Shannon Jaeger of University of Calgary. The aim of the research was to look into learning capabilities
in Al and find out how Bloom’s Taxonomy applies to the field of machine learning. Although the
researchers have seen that in some areas artificial intelligence outperforms their human counterparts in the
lowest rungs of the taxonomy, they admit that machines can’t reach the top of it yet.

What Does This Mean for Customer Service?

Today, when Al and Robotics are not just buzzwords but also the key trends that shape future customer
service jobs, and many routine tasks are delegated to smart machines, critical thinking becomes one of the
most — if not the most — important skills for customer service representatives.

It’s no longer enough to learn scripts by rote and scrupulously follow standard procedures to become a good
customer service professional. Today, customer service excellence is more about adopting a new mindset
and moving away from manual routine tasks to more challenging and creative opportunities.

For instance, critical thinking skills can help customer service agents check against facts and detect a fraud
or security issue. Human agents are also far better capable of delivering creative and empathetic customer
service that matters so much in complex or controversial cases. And, of course, human agents have the
unsurpassed ability to come up with out-of-the-box solutions, especially in high-stress moments for
customers.

In the age of Al and automation, critical thinking becomes a highly sought-after career skill that will
continue to be necessary into the future. So how do you go about developing critical thinking skills for
customer service? Let me suggest a few techniques that I hope will come in handy.
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Techniques for Improved Critical Thinking
Why’s Root-Cause Analysis Technique

This is a simple but powerful technique intended to quickly uncover the main root cause of a problem and
prevent it from happening again in the future.

This technigue for exploring the cause-and-effect relationships underlying a particular problem was
developed and widely used within the Toyota Motor Corporation. In a nutshell, the approach implies
uncovering a problem source and nature by asking “why” no fewer than five times.

Here’s an illustrative example of 5 Why’s in action:

“Why did the robot stop?”

The circuit has overloaded, causing a fuse to blow.

“Why is the circuit overloaded?”

There was insufficient lubrication on the bearing, so they locked up.
“Why was there insufficient lubrication on the bearings, so they 10?”
The oil pump on the robot is not circulating sufficient oil.

“Why is the pump not circulating insufficient oil?"

The pump intake is clogged with metal shavings.

“Why is the intake clogged with metal shavings?

Becausese there is no filter on the pump.

When it comes to critical thinking for customer service, the technique can be particularly useful. It’s
important for service agents to get a habit of challenging themselves to go beyond merely resolving a single
customer inquiry. Instead of closing the issue and leaving it behind, they can take an effort to delve deeper
into questioning if the issue can cause a wider problem, how it can be fixed and if there’s anything to help
prevent the problem in the future.

2. Survivorship Bias

While diagnosing a problem, it’s also important not to fall victim to wrong assumptions and recognize biases
that often produce faulty thinking. The “survivorship bias” phenomenon is a good illustration for the power
of critical thinking. And there’s a brilliant story behind it:

During World War 11, the statistician Abraham Wald took survivorship bias into his calculations when
considering how to minimize bomber losses to enemy fire. In fact, he worked out the secret to placing armor
on aircraft bombers in a way that saved countless lives.

Researchers from the Center for Naval Analyses had conducted a study of the damage done to aircraft that
had returned from missions, and had recommended that armor be added to the areas that showed the most
damage. Wald noted that the study only considered the aircraft that had survived their missions—the
bombers that had been shot down were not present for the damage assessment. The holes in the returning
aircraft, then, represented areas where a bomber could take damage and still return home safely. Wald
proposed that the Navy instead reinforce the areas where the returning aircraft were unscathed, since those
were the areas that, if hit, would cause the plane to be lost.

Since then, it has become a common practice in data analysis to not only focus on the “survivors” data but
also look out for absence of information. In customer service, this can be referred to unhappy customers who
left without giving your company a chance to improve or change anything based on their feedback. Not only
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it teaches us to perceive customer service failures and successes more prudently, but also helps us see
negative customer feedback from another perspective — as a valuable opportunity to gather the “right” data
and improve.

3. Appreciative Inquiry (or 5 D’s)

Appreciative Inquiry advocates collective collaboration to achieve a desired outcome

This problem-solving approach was developed in 1987 by David Cooperrider and Suresh Srivastva of Case
Western Reserve University. The principle suggests withdrawing from negative problem-focused and fear-
based starting point. The main focus is on what’s valuable or good in current situation, and what can be done
for positive change and moving forward. When you start defining the situation or topic from this new
perspective, you discover some very different information about the issue, that brings along previously
unseen, or unaknowledged strengths into the foreground.

The approach proceeds in 5 steps known as “5 D’s”: Define; Discover; Dream; Design; Deliver/Destiny. It
takes a problem-solver from re-evaluating the situation and focusing on the bright side, to consequently
finding out what might, should and will be possible to do in this particular situation. This model advocates
collective inquiry and collaboration, followed by collective design of a desired outcome.

Practising this approach regularly to problem solving comes in very handy, too, as it lets you see a bigger
picture and think of all possible solutions and improvements, rather than merely focus on an isolated issue
taken by itself. Thus, it provides more tools and explores a wider range of options, and is based on the strong
‘can-do’ attitude, which is so important for positive problem resolution.

Over to You

Are there any other useful techniques or resources for developing critical thinking for customer service you
would like to add?

The Value of Keeping the Right Customers.

1. Read the text, please.

Acquiring new customers is important, but retaining them is more profitable. In order for a business to
survive, it needs money. To make money, you need customers. More specifically, you need happy and loyal
customers. If your business focuses on customer satisfaction, it is more likely to keep these customers happy
and returning.

Gaining a new customer is similar to making a new friend, as it is exciting and rewarding. Just because
you’ve made a new friend, you wouldn’t ignore your old friends. The same applies with customers. The
long-term customers add more value in the long run, than newer/single-deal customers. So, if we can keep a
larger percentage of the long-term customers happy, we end up with more profitable and predictable
customers.

The type of customers you want
The repeat/long-haul customers:

Are loyal and satisfied
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Perhaps make multiple purchases/ continue to use your product
Talk about your product/brand

Would recommend your brand/product to a friend

Why these customers?

1. It is cheaper: A study from Invesp found that it costs five times as much to acquire a new customer than
keep an existing customer.

2. Loyal customers purchase more: Current customers are up to 60-70% more likely to purchase again.
Whereas, 5-20% of new prospects are likely to purchase. Big difference! By showing value to your current
customers after their first purchase, they’ll likely follow up, giving you repeat business from customers who
trust your brand/service.

3. Promotion of your product: Long-haul customers usually promote your product to friends and those in
their network. After all, they have been using it for some time. Word of mouth is one of the most credible
forms of advertising, not to mention, it is free!

4. More profitable in the long-term: By simply understanding your most valued customers, and providing
exceptional service and support, you will help one another to thrive. (the more a long-haul purchases, the
more they grow, thus more demand).

To put things into perspective, according to a study by 1Financial Training services, 96% of unhappy
customers don’t complain, however 91% of those will simply leave and never come back. This means that
knowing how your customers feel, is of great importance. How can you help if you don’t have a clue how
unsatisfied they may be?

What is churn rate and why is it important?

To put it simply, customer that have churned are those who have cut ties/stopped using a product or
company.

The reason why churn rate is so important, is because it measures the wellbeing of a business.

How do | measure churn rate?

Depending on the industry or product, churn rate is measured monthly, quarterly and/or yearly. This does
differ for companies that price a product/service on a monthly/quarterly basis, such as SaaS companies, who
need to check it more frequently.

As churn rate is the percentage of customers who end their relationship with your business at a certain point,
calculating it, is fairly straightforward. There are multiple ways of calculating churn, however, the basic way,
is to take the total number of customers who left your business in a certain period, and divide the total
customers at the beginning of the period.

Example: Churn rate for month of April
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April 1st: 6,000 current customers
April 30th: 5,490 current customers

Minus customers from start of the month and end of the month
6,000 — 5,490 =51

Calculate churn rate: 510/6,000
Churn rate: 8.5%

The ideal churn rate is 5% or lower. So, if this example was a real churn rate, some drastic actions, to do
with communication and onboarding would have to be taken, in order to reduce it, and keep valuable
customers and improve customer satisfaction.

The bottom line

Of course, it’s important to acquire new customers, but the real value lies with the customers that you can
provide value to, and who are valuable to you. By focusing on the value of these long-term customers, you’ll
likely increase repeat sales, and build a customer base that you know and understand.

Author Bio

Natasha Hoke is the Marketing Manager at Upscope, the co-browsing customer support application. She
enjoys content writing, anything tech related and design. Follow her on LinkedIn or Twitter to see more of
her writing.

2 THOUGHTS ON “THE VALUE OF KEEPING THE RIGHT CUSTOMERS”
John Ewald

January 18, 2018 at 1:24 pm

Trying to clarify the math used the article,...

This concept of “churn” is important, and the reasons articulated in the article for keeping good long-term
customers are valid.

But, let’s add some detail under those two numbers used (6,000 and 5,490), by saying that 300 new customer
numbers were added during that month of April. To accommodate that fact, the April 30th number of 5,490
must have only 5,190 repeating/long term customers. “Churn” is New/Total (300/5,490=5.4%)? The number
illustrated in the article is Customer Base calculation of -8.5%, not Churn. That loss of monthly business
volume should be investigated to understand what happened and why.

To be fair, customer “churn” is typically a longer term view, typically Annual, depending on the product or
service and the industry so that seasonal patterns can be normalized and true “long-haul customers” can be
recognized in the business. A business may get 4 transactions per year from a specific customer number, for
many that would not happen in April, so it would be incorrect to “drop” them from the planning for customer
attention.
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“Churn” is the replacement of established customers with fresh/new customers (5.8% above), very different
from the Customer Base calculation.

Now let’s assume that 4X/year purchase pattern, a strong second half business cycle, and a year-end fiscal
year/analysis period. Instead of a business declining at 8.5%, let’s find that it is growing at 12%. With the
same numbers for April, a straight-line Jan 1 Customer Base was 5,825 and the Dec 31 Customer Base will
be 6,524 (+12%, 6,000 on Apr 1st). For sure there are than 699 new customers (6,524-5,825) inside the total
of new customer numbers. Let’s say that April was typical for establishing new customers because of the
promotions done in the 1st Quarter, so that the annual count of new customer numbers is 3,600.

6,524-3,600=2,924 long-er term customers in the 12% larger customer and “churn” (replacement in the base)
of 3,600/6,524=55.2%.

One excellent way to “grow” the business is to reduce churn, retain existing customers. Improving that
example 55.2% number to 40% “churn” (not easy) will produce a much larger year-end customer base of
9,000!

Now apply the 4X/year assumption and you can easily see the POWER of retaining long-haul customers, the
main point of this article.

How Customer Service and Marketing Can Intensify
Each Other

1. Read the text.

Customer service and marketing are often seen as completely different processes by most companies.
Strategies for each of the process are planned independently; employees of these departments take separate
trainings and sometimes work in different buildings or even countries. Indeed, differences are obvious —
marketing is about getting new clients while customer service is about making them happy. But if we look
closely these processes often overlap, coincide and interchange. Let’s explore how customer service and
marketing can intensify and strengthen each other.

How Can Marketing Benefit from Customer Service?

Customer reviews and testimonials

Customer service representatives have all the means to collect feedback and testimonials from clients.
Marketing teams can use this information in their promotional materials. According to the BrightLocal
research, 85% of consumers trust online reviews as much as personal recommendations. Use this fact in your
favor.

Customer service as a business advantage
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Marketing departments may show off excellent customer service as one the main competitive advantages of
their brand’s offerings. Let your clients know — in case of any issues they can always get fast personalized
support whether by live chat or by calling a customer service rep.

Business promotion ideas

A customer service department is the source of inspiration and the means of confirming or denying lots of
assumptions and forecasts of a marketing department. Customer service is truly the voice of your clients.
Marketers should listen to this voice carefully to learn what ways of promotion work the best.

Topics for new content

Customer-centric content is a goldmine for marketing departments — if any possible issue that may happen
with your product or service is already covered on paper or online, clients feel safe and supported. They
know that there are certain processes that can protect their time and money. Customer service department’s
experience and expertise is a great source for such type of content.

How Can Customer Service Benefit from Marketing?

Data about customers’ needs, analytics

To solve issues quickly and effectively, customer service reps should be well aware of their clients’ needs
and preferences. Marketing departments have this information in the form of market researches and customer
profiles. It’s always useful to know common age and gender of clients, their country, interests and other
details. Customer service canned responses and issue resolution scenarios are created much faster and easier
when having such information at hand.

Measuring KPIs and department goals

Key performance indicators are vital for development of any department. When a customer service
department measures the results of its performance, marketing reps may help with the following metrics: hit
rate, customer retention rate, net promoter score, etc. Read more on this topic in our article: Customer
Service KPlIs.

Negotiating with a customer you can’t afford to lose

Sometimes price is the final factor that may keep a client who wants to leave due to some issues or concerns.
Customer service representatives may not know what discount is allowed to be applied to the particular
client. A marketing representative is usually able to easily calculate this number. As a result, you will not
only keep the client, but also potentially add a WOW factor by offering a personal discount from marketing
and showing a caring attitude from customer service.

Technical implementation of customer surveys
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Most frequently customer base and tools that allow conducting customer surveys are in the hands of
marketing representatives. Moreover, marketers usually know HOW to run the surveys in order to get the
best customer feedback. If your customer service department requires data from customer surveys, your
marketing department could be of great help.

There might be lots of other aspects that marketing and customer service can share. Those outlined above are
the most common ones. What is undoubtedly the most important — customer service and marketing
departments can bring more merit if they interact with each other. Let them cooperate for the benefit of your
business and your customers.

What about you? Are you from Marketing or Customer Service? Do you intensify each other? How? Please
share your experience in the comments below.

Dimensions of Customer Trust: How To Get
The Most of It

1. Vocabulary. Learn the vocabulary, please.

dimension (n) - if you talk about the dimensions of a situation or problem, you are talking about
its extent and size.

- a task, situation, or event which you have to deal with or think

matter (n) about, especially one that involves problems.

- if one thing corresponds to another, there is a close similarity

correspond (V) or connection between them.

- the usability of something is how easy it is to use.

usability(n) - if two or more things are related, there is a connection between them.
related(adj.) - a commitment is something which regularly takes up some of your time because

commitment (n) of an agreement you have made or because of responsibilities that you have.

2. Read the text, please.
https://www.forbes.com/sites/blakemorgan/2018/06/11/how-to-build-trust-with-your-customers/#4304cc0flcd3

How To Build Trust With Your Customers

One of the most important aspects of customer experience is trust. Customers simply don’t want to
do business with a company they can’t trust.

Insurance is an industry rooted in building trusting relationships. It started 5,000 years ago when
Chinese merchants split their goods across multiple shared ships. If one ship went down, no single
merchant would lose all of their goods. This wasn’t a formal program, but was instead based on a
relationship of trust. The merchants knew they could trust each other because they all had the same
goal to preserve their goods and limit their risks.

These days, insurance and other industries, like banking and healthcare, are still based on trust. It
follows the if/then model—if a customer gives a company every month, then they trust that if
something goes wrong down the road, that company will take care of them.
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For industries that are built on the foundation of trust, there isn’t a lot of trust happening these days.
In fact, consumer trust in many of these industries is at an all-time low. It’s not due to one single
event, but rather to slowly chipping away at the relationship. Every time a company makes a
customer repeat themselves, wait on hold for a long time, fill out mountains of paperwork or do any
other frustrating task, that customer loses a little bit of trust in the company. And without trust, there
isn’t a relationship with the customer.

Many companies are focused on getting as much work done as possible. There has been a big push
lately towards operational efficiencies and finding ways to streamline processes. It sounds great
until you realize that operational efficiency is the exact opposite of a quality customer experience.
By trying to get through as many customers as you can and increasing the volume, you sacrifice
personalized customer support. Instead of feeling like an actual human who can trust a company to
solve their problems and meet their needs, a customer feels like just a number being pushed down
the assembly line of customer care.

Competence

1. Read the text, please.

Competence in business covers technical and operational matters that correspond to the product features or
service quality itself, as well as the way you manage the operations within your company. In other words,
competence is related to abilities, commitments, knowledge, and hard skills your staff

demonstrates towards customers. Poor usability / visual design and lack of ownership are among major
drivers of distrust in digital experiences. At the same time, a demonstrated commitment to excellence and
innovation makes a real difference for prospective customers and often positively influences

their purchasing decisions.

2. Answer the following question:

1) Give your own definition of ‘abilities’ 4) ‘Poor visual design’, ‘lack of ownership’ how are

2) What are ‘commitments’ for you? they connected with your job?

5) ‘Innovation makes a real difference for prospective

3) Where do you usually get ‘knowledge’. customers’ is true for you?

What is ‘to get knowledge’ for you?
6) Do you follow innovations?

3. Vocabulary. Learn the vocabulary, please.

benevolence (n) | - inclination or tendency to help or do good to others; charity; an act of kindness.

soft skills - personal attributes that enable someone to interact effectively and harmoniously with
other people.

hard skills - the ability to study effectively.

- if two or more people interact, or if one person interacts with another,
they communicate with one another and react to one another, often
while performing an activity together

interact (v)

- to emerge means to come out from an enclosed or dark space such as a room or

emerge (v) a vehicle, or from a position where you could not be seen.

- if a problem, decision, or question comes down to a particular thing, that thing is the
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most important factor involved.
comes down to | - to continue to communicate with someone and not to allow a relationship to end.

- as a response, exchange, or reward for something.

maintain (v) - a feeling of being grateful to someone because they have given you something or
in return have done something for you

gratitude(n

Benevolence

1. Read the text, please.

Benevolence is more closely related to the impressions customers get as they deal with the staff and, more
specifically, soft skills your employees demonstrate as they interact with customers. At this stage, an
emotional connection with a brand emerges and starts developing, and the result of it largely comes down to
whether customers believe the company has their best interests at heart and cares about them as a customer.

The success of maintaining customer trust within this dimension also depends on your ability to trust
customers in return, make them feel their opinion matters and show your gratitude for doing business with
you. It’s also important to keep in mind that given there’s enough trust on the part of the customer at this
stage, you’ll have a chance of hearing their concerns if any. Otherwise, if you fail to create a meaningful
connection, you won’t even know why they decided to leave and what exactly went wrong.  Brands are all
about trust. That trust is built in drops and lost in buckets. — Kevin Plank

2. Answer the following questions.

1) Talk about ‘benevolence’ in your job. 3) How do you understand “ability to trust

2) ‘Hard skills and soft skills’, what is the difference customers™?

between them? How do you balance applying them in  4) Brands are all about trust. That trust is built in

your job? drops and lost in buckets. — Kevin Plank — do you
agree with this statement? Why/why not?

3. Vocabulary. Learn the vocabulary, please.

integrity (n) - if you refer to someone or something as a particular thing, you use a particular
word, expression, or name to mention or describe them.

make an effort | attempt to do something.

consequently - as a result.
continue - continuing for a long time.
loyalty - the quality of staying firm in your friendship or support for someone or something.
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Integrity
1. Read the text, please.

Integrity corresponds to the ethics and values that shape and guide the company. It largely refers to
company’s honesty and ability to keep its promises, but also owes to the shared values that underlie
more meaningful and purposeful connection with a customer. It’s in our human nature to feel good
about ourselves when we do business with a company that shares our own values and, for instance,
makes an effort to go green and take care of the environment, or supports a social initiative aimed to
make this world a better and safer place. This kind of connection creates joy and lets us enjoy a
positive association with the brand, and consequently results in more trust and long-lasting loyalty.

2. Answer the following questions.

1) What is ‘integrity’ for you? 3) In which sphere do you integrate the values of

"
2) Does ‘integrity’ correspond to the ‘ethics the company?

and values’ of the company? 4) How do you see ‘trust and long-lasting loyalty’
with your customers in the future?

3. Vocabulary. Learn the vocabulary, please.

predictability (n) - if something is predictable, it happens in the way that you would expect.

gather (v) - if you gather things, you collect them together so that you can use them.

certainty(n) - certainty is the state of being definite or of having no doubts at all about
something.

outlook(n) - a person's point of view or general attitude to life.

- a transparent process, activity, or organization does not try to keep

transparently(adv) anything secret.

- social means relating to society or to the way society is organized.

social - make clean and hygienic; disinfect.

- if you reap the benefits or the rewards of something, you enjoy the good things
reap that happen as a result of it.

sanitizing(adj)

Predictability

1. Read the text, please.

Predictability includes brand reputation and customer expectations toward a brand based on information they
gathered and learned. According to a scientific research, certainty builds optimistic outlook and inspires
more positive impressions. Companies that keep their promises and operate transparently enjoy more trust as
their customers are more likely to share their positive experiences and spread a good word through social
media. Besides, dealing with customer complaints professionally via social can positively impact consumers’
trust, too. While some businesses consider it’s safer to keep sanitizing content and taking negative consumer
conversations offline, those who manage to resolve it positively in public reap even bigger reward in terms
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of customer trust. No surprise, customers don’t expect you to be faultless. However the way you fix things

when they go wrong proves what your business is worth and if they can trust you.

2. Answer the following questions.

1) What is ‘predictability’ for you? 5) ‘While some businesses consider it’s safer
to keep sanitizing content and taking negative
consumer conversations offline, those who

manage to resolve it positively in public reap

2) Is there a connection between ‘social media’
and ‘brand reputation’?

3) How do you cope with ‘customers’ even bigger reward in terms of customer trust’.

complaints’? — do you agree with this statement?

4) Do you know how to earn your customers’
trust?

Ways to Say No to Customers with Examples

1. Vocabulary. Read these sentences. Circle the correct meaning of the words in bold.

1) In fact, this is one of the most unpleasant parts of customer service workflow - xox pa6oTbt

a) execution of the tasks b) benefits

2) It is not easy to say “No” and continue a smooth conversation.

a) jagged [ 'd3zaegid] — miepoxoBaThIii, HETJIA KU b) to soft

3) So, how to say “No” without spoiling your customer service experience?
a) to create b) to damage

4) When you (1)break negative news to clients you want to (2) soften the blow and show them you
understand their concerns.

1) a) toannounce b)toreject 2) a) footing the bill b)to make something unpleasant seem
less severe

5) You can wrap - ykyTeIiBaTh, 00BOJAKMBATh YOUr Negative news into positive content.

a) to expose b) to enfold — okyTsiBaTh, 3aBEpPTHIBATH

6) Assert — 3asBisTh, IekiapupoBaTh your refusal.
a) to declare b) to admit defeat

7) Unfortunately we are not planning to implement this feature in the foreseeable future

a) eye-0pening — MoyYUTEIbHBIH b) forthcoming
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8) There is always something you can offer your customers to maintain /mem'tein/ your relationship.

a) to preserve

b) to postpone

9) Just do your best to offer a positive outcome — pesysprar/mocieacTaue.

a) ancestry

b) to effect

10) 1 would be glad to offer you some extra customization

a) misadjustment

b) responsiveness to the needs

11) Sometimes customers speak in a roundabout way

a) straight to the point

b) devious

12) Ask clarifying questions to ensure that you understand everything

a) to make sure

b) to curse

2. Match numbers with the letters, please.

1) to foot the bill

a) unsuitable arrangement

2) misadjustment

b) Injury or harm to person, property or reputation

3) benefits c) failure to win a competition or to succeed in doing something
4) to defeat d) the people related to you who lived a long time ago
5) jagged e) advantage you get from a situation

6) ancestry

f) something startling — norpsicatoruuii, surprising, or enlightening

7) eye-opening

g) to not agree to an offer, proposal, or request

8) to postpone

h) to pay the bill

9) to reject

j) to put off

10) to damage k) having a sharply uneven edge or surface
11) devious I) to going out of the right or common course, to wander
12) curse m) to say or think offensive or impolite words about someone or something

3. Grammar

3.1. Gerund Structure: preposition + verb + ing

Ex: I’m interested in doing a research

Ex: We are looking forward to seeing you

Ex: He is capable of handling the problem

Ex: He is famous for curing this serious illness
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3.2. Verb + preposition

to be interested in smth
to specialize in smth

to succeed in smth

to be afraid of
to be tired of

to be proud of smth/smb

to be capable of

to be independent of BUT to
depend on

to accuse smb of smth

to forgive smb for smth
to be responsible for smth
to be famous for smth

to be bored smth
to be fed up smth
to be angry smb

to be angry about smth

to be sorry about smth

to look forward to smth

to complain to smb about smth

to be good at

to protect smb from/against

4. Practice. Form sentences by using gerund combinations with the expressions in the box below.

Ex: We always protect our company against cooperating with suspicious suppliers.

Ex: They have accused us of breaching the agreement.

to do customer service
workflow

to spoil your customer service
experience

to break negative news
to soften the blow

to speak in a roundabout way

to wrap your negative news into
positive content

to assert your refusal
to smooth conversation

to offer you some extra
customization

questions to ensure that you
understand everything

to foresee future
to maintain your relationship
to offer a positive outcome

to going out of the right or
common course
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5. Read the text, please.

Have you ever heard “No” as a customer? How did you feel? Were you disappointed? Sometimes it may
happen that we need to say “No” to our customers or deliver negative news. In fact, this is one of the most
unpleasant parts of customer service workflow. Dealing with negative news requires specific skills and self-
control. It is not easy to say “No” and continue a Smooth conversation.

In any customer interaction, the words you say either ruin your relationship with a customer or build it up.
That is why it is important for any company to do this right across all customer service channels. So, how to
say “No” without spoiling your customer service experience? Here are 8 tips to begin with.

Say “No” without actually saying “No”

When you break negative news to clients you want to soften the blow and show them you understand their
concerns. In most cases there is no need to say “No” directly. You can wrap your negative news into positive
content, making it an ingredient of your “news sandwich”. Here are a couple of great tips which will help
you to build your best positive “No”:

Assert your refusal. If you refuse to do or to deliver something your customers request, it does not mean you
do not want to do this. This is just something your company does not provide. Explain this carefully to your
customers without giving an empty promise. E.g. “Unfortunately we are not planning to implement this
feature in the foreseeable future, sorry for disappointing news”.

Say “Yes” instead of saying “No”. When you can say “Yes” to something more important for your
customer, do this. E.g. “Where can [ download my chat conversations?” — “For security reasons we do not
store chat transcripts on our servers, we send them directly to the email defined for this purpose in your
account. Protecting our customers’ data is our main priority”.

Deliver positive news, even if you had to say “No”. No matter whether you provide any kind of service or
run an online store, there is always something you can offer your customers to maintain your relationship.
Even if you had to refuse, try to find something your customers will be interested in. Just do your best to
offer a positive outcome. E.g. “I would be glad to offer you some extra customization and recommendations
for optimizing your live chat customer service”.
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Clarify things before you say “No”

Sometimes customers speak in a roundabout way and it is not clear from the very beginning what exactly
they are requesting. Do not hurry to say “No”, clarify things carefully to avoid misunderstanding. Instead,
ask clarifying questions to ensure that you understand everything. Here are some examples of such questions
We use in our customer service communication:

“I'am not quite sure | understand what you mean, could you clarify.......
“If I understand you correctly you 'd like to...... 7

“To avoid misunderstanding, could you confirm.....

Begin with empathy

Empathy statements allow you to establish connection with your customers. Such statements create trust as
well as mutual understanding. In most cases when you need to deliver negative news, it may be necessary to
begin with empathy to show your customers that you care and will do your best to help them. Here are
empathy phrases which you can use while communicating with your customers:

“I would feel the same in your situation, let’s see what we can do to sort this out....”

“I totally understand that this feature is very important for your business and its development is our highest
priority”

“I know how frustrating it can be, may I offer you......
In addition, it is necessary to use empathy words like:
“I would”

“I understand”

“I am sorry” or “Please accept my / our apology”

“I totally agree”

6. Vocabulary. Read these sentences. Circle the correct meaning of the words in bold.

1) It is important that people are aware that you are actually listening to their concerns.

a) knowing about a situation or a fact b) heedless

2) follow them up with (moxBoauTs) good news and with your “Yes” to the feature or product they
inquired.

a) to continue with b) to dodge — a) to ask someone b) to forfeit
something similar yBEPTBIBATHCS, for information about something
YKIIOHATBCA
K) IR if you want to win their loyalty
a) support that you always give to someone or something because of b)

your feelings of duty and love towards them irresoluteness

4)...... they will feel upset and frustrated
a) amiable b) feeling annoyed and impatient

5) ... if you provide detailed explanation, you will clear up their concerns
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a) confound b) Make free from confusion or ambiguity
0)...... and smooth over the effect of your negative news
a) to run amok b) to make a problem seem less serious

7) .....we can keep your account active while you are sorting out the issue with your bank”.

a) to deal with something successfully b) to flummox

8) If your customers do not believe that you are truly engaged trying to understand them.....
a) idle b) to be involved in doing something

9) I am not authorized to apply this update now

a) bring up to date b) outdated

10) Do you have plans to expand or upgrade it in the near future?
a) to debase - to reduce the value, quality, b) to improve the quality of a service or product

or status of something

11) .....if you forget to notify your customers about available solution

a) to inform someone officially about something  b) conceal

7. Match numbers with the letters, please.

1. to dodge a) to lack firmness of purpose

2. heedless b) old and no longer suitable for modern purposes

3. to forfeit c) characterized by careless unconcern

4. irresoluteness d) to hide something so that it cannot be found

5. annoyed e) to avoid someone or something by moving quickly, especially so that
something does not hit you or someone does not see you

6. ambiguity f)a confusing mixture of feelings or ideas that makes something hard to
understand

7. to flummox g) feeling slightly angry or impatient

8. outdated h) to bewilder

9. to conceal i) to lose something valuable by making a mistake or
by doing something wrong

How to work with customer claims

1. Read the text, please.
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Explain things carefully

No matter how busy you are, do not leave unsaid words and explain your customers everything carefully,
especially if you delivered negative news. It is important that people are aware that you are actually listening
to their concerns. If you just tell them “No” without explaining, they will feel upset and frustrated. However,
if you provide detailed explanation, you will clear up their concerns.

“Let me explain you why we cannot provide this feature at present”
“The main reason for this is that... ... 7

“Please accept our apologies that the feature you request is not available at present. However, it is of
highest priority and we will do our best to implement it as soon as possible”’

Do not be afraid to say many words. It will not take much time, but will definitely add more positivity to
your conversation.

Offer alternatives

Before you say “No” to customers, think of alternatives. Is there anything you can do for them? In most
cases you can offer something and smooth over the effect of your negative news: “Though we do not support
this payment method, we can keep your account active while you are sorting out the issue with your bank”.

Listen to your customers

Listening to customers is one of the most important aspects of providing excellent customer service
experience. Your refusal to listen is one of the ways you say “No” to customers. No matter how busy you
are, listen carefully to ensure you understand their questions and issues. If you deliver negative news without
looking into their issues, you will ruin your relationship with customers. Here are three reasons why listening
to customers is important:

Show your empathy while listening. If your customers do not believe that you are truly engaged trying to
understand them, they’re much more likely to walk away and turn to competition seeking a better customer
service. E.g. “Could you provide more details about your issue so that I could ensure that there is no
misunderstanding? ” instead of “Unfortunately we cannot help you with this issue, sorry.”

Focus on customer experience. Listening is one of the most important ingredients of superior customer
service experience. Listen carefully even if you know that you cannot offer the best solution right here and
right now. After you collect all information, you may offer an alternative and provide recommendations that
will show your desire to help.

Listening helps your company to improve. And this is true. If you don’ not only listen to what your
customers say, but also carefully document this, you can use this information to improve your products or
service in future. Our customers are the best source for details about our success and failures. We can use the
data they provide to make our company better.

Do your best to solve the issue

Showing your customers that you are truly engaged is the best way to win their trust. No matter whether you
can offer any solution or not, you need to do everything you can to find it and to offer an alternative if you
failed. Here are a couple of scripts for this situation:

“Unfortunately right now we cannot implement this feature. However, let me check with our management if
we can do this in future.”
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“I am afraid our Christmas promo is over. However, we will be glad to offer you a 15% discount for this
subscription as you have been our loyal customer for 5 years. ”

“I'am not authorized to apply this update now. Please hold on for a while and I will check if there is a

technician who can do this right away”.

Follow up

If you say “No” to customers, follow them up with good news and with your “Yes” to the feature or product
they inquired. Keeping your customers informed about your progress is important if you want to win their
loyalty. A simple follow up will not take much time. However, if you forget to notify your customers about
available solution and they will find it out themselves; this will definitely spoil your reputation.

2.  Grammar. Gerund Il. Difference in meaning

remember

You remember doing smth after you have done it.

(I remember doing smth = | did it and now |
remember this)

Ex: I know I locked the door. | clearly remember
locking it.

(I locked it, and now | remember this)

Ex: He could remember driving along the road just
before the accident, but he couldn’t remember the
accident itself.

(He remembers how he was driving along the road
before the accident)

You remember to do smth before you do it.

| remember to do smth = | remembered that | had to
do it, so | did it.

Ex: I remember to lock the door, but I forgot to shut
the windows

(I remember that | had to lock it, and so | locked it)

Ex: Please remember to post the letter

(= don’t forget to post it)

regret

| regret doing smth = I did it and now I’m sorry
about it.

Ex: I now regret saying what I said. I shouldn’t
have said it.

Ex: It began to get cold and he regretted not
wearing his coat

I regret to say/to inform/to tell = I’m sorry that |
have to say

Ex: We regret to inform you that we cannot offer
you the job.

Ex: We regret to say that we cannot help you at the
moment.

forget

I forget doing smth = I’m not able to remember the
fact (event)

Ex: I forgot shutting the window.
(=1did it, but I don’t remember this)

Ex: I’ll never forget asking Helen to marry me.

(=I'll never forget how I asked Helen to marry me)

| forget to do smth = not to remember to do smth

Ex: | forgot to shut the window

(= I didn’t remember to shut the window. | left the
window open.)

Ex: Don’t forget to ask Helen to shut the window
while leaving home!
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(Please remember to ask Helen to shut the window)

go on

Go on doing smth = continue with the same thing

Ex: The president paused for a moment and then
went on talking

Ex: We need to change. We can’t go on living like
this.

Go on to do smth = do or say smth new

Ex: After discussing the economy, the president
then went on to talk about foreign policy.

Ex: After writing a letter he went on to meet his
secretary

try

| try doing smth = to do smth as an experiment to
solve a problem

Ex: You could try buying her some flowers

(= maybe flowers could help you to solve the
problem)

Ex: We tried getting tickets on the Internet, but in
the end we got them at a ticket office.

| try to do smth = | try to make an effort to do smth
difficult/to achieve smth

Ex: Try not to forget to buy her some flowers!

(= make an effort to remember to buy her some
flowers)

Ex: We tried to get tickets but the show was sold
out.

3. Make combinations by matching expressions on your left with the preposition on your right,

please.

to be interested in
to look forward
to depend

to be capable
to forgive

for/....for

to be fed up with
to be responsible
to be proud

to complain

to be good

to be afraid

of/....of

to be bored about

to be tired
to be angry

to/to.....about
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to succeed at/on
to be independent
to accuse

to be famous

to specialize

to be angry

to be sorry

to protect

against/from

4. Give your own definitions/explanations to the words/expressions below, please.

You only have 10 seconds for this. Ex: to foot the bill means to pay the bill

to-footthe-bill to smooth conversation.

workflow misadjustment

benefits to break negative news

to spoil to defeat

jagged to wrap your negative news into positive content

to soften the blow

ancestry

eye-opening

to assert your refusal

in the foreseeable future

to postpone /paus'pavn/

to reject

to maintain /mem’'temn/ your relationship

a positive outcome

to damage

devious

to offer you some extra customization

to ensure that you understand everything

to curse

to dodge to speak in a roundabout way
to be aware heedless

to forfeit follow smb up with

to inquire irresoluteness

to be annoyed loyalty

to feel frustrated ambiguity

to flummox to clear up smb concerns

to confound ambiguity

to conceal outdated

to smooth over the effect of your negative news

to sort out the issue

to bring up to date

to debase
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to upgrade to notify

Skill, effort or luck?

1. Read the text, please.

https://www.forbes.com/sites/ricksmith/2014/08/18/skill-effort-or-luck-which-is-more-important-for-
success/#5dad1d8649ba

Skill, Effort Or Luck: Which Is More Important For Success?

“Luck is the residue of design.”
- Branch Rickey

A young entrepreneur creates a simple app and sells his company less than two years later for billions. An
unassuming middle manager is given a series of promotions and unexpectedly rises to the top of a large
company? Dumb luck? Unique skill? Determined effort? Or most likely, all of the above.

For years, | have had a love/hate relationship with luck. Like many of us, | want to believe that outcomes in
life are ultimately controllable. | began my first book, The 5 Patterns of Extraordinary Careers with the
words “Most people believe that success is the result of luck or larceny,” and then I spent the rest of the book
trying to convince the reader that this is not true.

However, since writing those words more than 10 years ago, | have actually experienced a great deal of what
could easily be called luck. | have launched numerous businesses with no investment capital, and all have
been at least moderately successful. Surprisingly, my first company, a global executive networking company
called World 50, has been the most successful of all. I launched it with no entrepreneurial experience, very
few contacts, and no money. And yet despite the odds against it, it took off, and the company continues to
grow at a rapid pace to this day.

I am now convinced that success is the result of both deliberate controllable action and skill, and also a
strong dose of luck — occurring in that order.

Let’s first look at entrepreneurial success. While these new endeavors are characterized by uncertainty and
ambiguity, the launch phase of a start-up is surprisingly controllable. The reason is that launching a
successful business is rarely the result of a great product insight — it is the result of a great customer insight.
The initial phase of a new business is not a search for the answer, it is a search for pain. What is the
customer pain that is not being addressed? In the end, the key to launching a business with minimal
investment is to be able to articulate the pain so definitively that customers will pay you up front to go figure
out the solution.

The good news is that finding a critical pain point can be accomplished via a predictable process. This
approach has been detailed by Steve Blank and Eric Reis REIS +0%, often referred to as Lean Startup. At its
core, it is simply the application of the scientific process to entrepreneurial/innovation initiatives — identify
of a set of market/customer hypothesis and then validate or invalidate these through controlled
experimentation. Executed effectively over time, you can identify and validate specific pain points in the
marketplace.

What Is success

1. Read the text, please.

https://www.success.com/what-does-success-really-mean-to-you/

What Does Success Really Mean to You?
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We all want success. We want to be successful and feel successful. We chase money, fame, power,
education, relationships and a thousand other things without ever stopping to ask one essential question:
What, actually, is success?

Few people pause to consider what it truly means to achieve success in their own lives. As Jim Rohn said, “If
you don’t design your own life plan, chances are you’ll fall into someone else’s plan. And guess what they
have planned for you? Not much.”

If we don’t answer this question, we can end up climbing the wrong ladder and pursue someone else’s
version of success. We get to the top only to discover we climbed the wrong mountain. We achieve our goals
only to realize they were the wrong ones. It’s a disaster few people are able to recover from.

In Office Space, Michael Gibbons says to his doctor, “So I was sitting in my cubicle today, and I realized,
ever since | started working, every single day of my life has been worse than the day before it. So that means
that every single day that you see me, that’s on the worst day of my life.”

How do we avoid a similar fate?

Those who have achieved the greatest amounts of actual success are those who are crystal clear on what it
means to reach the top, for them. If we want to follow in their steps, we must achieve equal clarity.

2. Answer to the following questions
Ask yourself:

Where have | already seen success in my life?
How can | continue building on that success?
What lessons have | learned from those successes?
What have | learned about myself from those areas?
What truly matters to me?
What are the things that set me on fire with passion?
What do | want to make of my life?
What lifestyle do | want to achieve?
Who do | want to be?
What do | want people to say about me after | die?

Food waste

1. Read the text, please

https://en.wikipedia.org/wiki/Food waste

Fruit and vegetables in a dumpster, discarded uneaten

Food waste or food loss is food that is discarded or lost uneaten. The causes of food waste or loss are
numerous and occur at the stages of producing, processing, retailing and consuming.

Global food loss and waste amount to between one-third and one-half of all food produced. Loss and
wastage occur at all stages of the food supply chain or value chain. In low-income countries, most loss
occurs during production, while in developed countries much food — about 100 kilograms (220 1b) per person
per year — is wasted at the consumption stage.

Definition[edit]

A lot of the time, food loss or food waste is food that is lost during any of the four stages of the food supply
chain: (1) producers, (2) processors, (3) retailers, and (4) consumers. Precise definitions are contentious,
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often defined on a situational basis (as is the case more generally with definitions of waste). Professional
bodies, including international organizations, state governments and secretariats may use their own
definitions.

Among other things, in what food waste consists of, how it is produced, and where or what it is discarded
from or generated by. Definitions also vary because certain groups do not consider (or have traditionally not
considered) food waste to be a waste material, due to its applications. Some definitions of what food waste
consists of are based on other waste definitions (e.g. agricultural waste) and which materials do not meet
their definitions.

Lost food may go to landfills, be put back into the food supply chain, or be put to other nonfood productive
uses.

2. Discus within a group how can | cut food waste at home?
Surplus food isn't food waste

Use these apps to save food that might otherwise be wasted

Plan and store to cut food waste

What's the difference between 'use by' and 'best before' dates? Avoid mouldy surprises.
Love your leftovers

Don't let anything go to waste — use leftovers to create new meals.
Recycle your food waste

How to create an amazing food waste bin.

Get composting

Give your food waste a new lease of life in the garden.

Make fermented foods with your leftovers

Brain food

1. Read the text, please.

https://www.webmd.com/diet/features/eat-smart-healthier-brain#1

Eat Smart for a Healthier Brain

Add these 'superfoods' to your daily diet, and you will increase your odds of maintaining a healthy brain for
the rest of your life.

There's no denying that as we age chronologically, our body ages right along with us. But research is
showing that you can increase your chances of maintaining a healthy brain well into your old age if you add
these "smart" foods to your daily eating regimen.

Blueberries. "Brainberries" is what Steven Pratt, MD, author of Superfoods Rx: Fourteen Foods Proven to
Change Your Life, calls these tasty fruits. Pratt, who is also on staff at Scripps Memorial Hospital in La Jolla,
Calif., says that in animal studies researchers have found that blueberries help protect the brain from
oxidative stress and may reduce the effects of age-related conditions such as Alzheimer's

disease or dementia. Studies have also shown that diets rich in blueberries significantly improved both the
learning capacity and motor skills of aging rats, making them mentally equivalent to much younger rats. Ann
Kulze, MD, author of Dr. Ann's 10-Step Diet: A Simple Plan for Permanent Weight Loss&amp; Lifelong
Vitality, recommends adding at least 1 cup of blueberries a day in any form -- fresh, frozen, or freeze-dried.

Wild salmon. Deep-water fish, such as salmon, are rich in omega-3 essential fatty acids, which are essential
for brain function, says Kulze. Both she and Pratt recommend wild salmon for its "cleanliness” and the fact
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that it is in plentiful supply. Omega-3s also contain anti-inflammatory substances. Other oily fish that
provide the benefits of omega-3s are sardines and herring, says Kulze; she recommends a 4-ounce serving,
two to three times a week.

Nuts and seeds. Nuts and seeds are good sources of vitamin E, says Pratt, explaining that higher levels of
vitamin E correspond with less cognitive decline as you get older. Add an ounce a day of walnuts, hazelnuts,
Brazil nuts, filberts, almonds, cashews, peanuts, sunflower seeds, sesame seeds, flax seed, and
unhydrogenated nut butters such as peanut butter, almond butter, and tahini. Raw or roasted doesn't matter,
although if you're on a sodium-restricted diet, buy unsalted nuts.

Avocados. Avocados are almost as good as blueberries in promoting brain health, says Pratt. "I don't think
the avocado gets its due,” agrees Kulze. True, the avocado is a fatty fruit, but, says Kulze, it's a
monounsaturated fat, which contributes to healthy blood flow. "And healthy blood flow means a healthy
brain," she says. Avocados also lower blood pressure, says Pratt, and as hypertension is a risk factor for the
decline in cognitive abilities, a lower blood pressure should promote brain health. Avocados are high in
calories, however, so Kulze suggests adding just 1/4 to 1/2 of an avocado to one daily meal as a side dish.

2. Discus with in a small group how you can:
- Make sure to eat
- Eat brain-boosting food.
- Avoid brain blocking foods.
- Drink brain boosting beverages.
- Avoid brain blocking beverages.
- Eat light meals.
- Don’t try any new foods
- Consider taking multivitamins
- Snack intelligently.

- Get enough sleep.

OIEHOYHBIE MATEPHAJIBI

OHGHO‘IHLI@ cpeacTBa Jist TeKymeﬁ H UTOTOBOI OLICHKH yCIICBACMOCTU O6y‘laIOH_II/IXCH npeaCTaBJICHbI B
BUIC BOIIPOC Jid NPOBEACHHUA JUajiora, IMCKyCCHUH.

[TpumepHBIii TepeyeHb BOIPOCOB /sl IPOBEACHUS OLICHKH:

How has advertising changed over the years? What makes a good advert? What sorts of things were
advertised in ancient times? What effect did printing have on advertising? What is USP? Why is it
important for a product to have a USP? What are the characteristics of adverts aimed at children?
Why is advertising considered to have a harmful effect on children? Have any measures to protect
children from advertising been introduced? Why (not)? What are Kkiller questions? What is Killer
questions’ purpose? What’s the experts’ opinion on killer questions effect? How should one behave
if asked a killer question? What should an applicant do to find a good job? What jobs are likely to
be most suitable for energetic and ambitious people? What qualifications are desirable for: an
engineer, a pilot, a psychologist, a manager, a financier? Have your language skills let you down
when abroad? Why has English become an international language? Should governments have a
duty to protect their countries’ languages? Why (not)? Is SMS threatening the ability to write good
English? Why (not)? What is teachers’ attitude to texting? Why are languages disappearing? Why
do some people think there’s no reason to worry about the death of languages? What are the most
spoken languages in the world? Which country has the highest percentage that uses English as a
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second language? What are the best ways of improving the language skills? Have you ever bought
something just because of an advert? When? What were your reasons? What does AIDA mean? etc.

METOAUYECKHUE MATEPHAJIBI, IUTEPATYPA U CPEJCTBA OBYYEHUA

https://www.webmd.com/diet/features/eat-smart-healthier-brain#l

https://en.wikipedia.org/wiki/Food waste

https://www.success.com/what-does-success-really-mean-to-you/

https://www.forbes.com/sites/ricksmith/2014/08/18/skill-effort-or-luck-which-is-more-important-for-
success/#5dad1d8649ba

https://www.forbes.com/sites/blakemorgan/2018/06/11/how-to-build-trust-with-your-
customers/#4304cc0flcd3

New Total English, Pearson Longman.

New Cutting Edge, Longman

Straightforward , Macmillan

Barbarians at the Gate. Bryan Burrough and John Helyar
Den of Thieves. James B. Stewart

The Innovator's Dilemma. Clayton M. Christensen

Too Big to Fail. Andrew Ross Sorkin

Liar's Poker. Michael Lewis

The Intelligent Investor. Benjamin Graham

UK national daily newspapers

“The Economist”
“The Express”
“The Guardian”
“The Mail”

“The Times”

37


https://www.webmd.com/diet/features/eat-smart-healthier-brain#1
https://en.wikipedia.org/wiki/Food_waste
https://www.success.com/what-does-success-really-mean-to-you/
https://www.forbes.com/sites/ricksmith/2014/08/18/skill-effort-or-luck-which-is-more-important-for-success/#5dad1d8649ba
https://www.forbes.com/sites/ricksmith/2014/08/18/skill-effort-or-luck-which-is-more-important-for-success/#5dad1d8649ba
https://www.forbes.com/sites/blakemorgan/2018/06/11/how-to-build-trust-with-your-customers/#4304cc0f1cd3
https://www.forbes.com/sites/blakemorgan/2018/06/11/how-to-build-trust-with-your-customers/#4304cc0f1cd3
http://www.express.co.uk/
http://www.guardian.co.uk/uklatest/
https://inews.co.uk/
http://www.dailymail.co.uk/news/index.html
http://www.timesonline.co.uk/

