1. BO3MOKHOCTB HayaJa BeJeHus1 OM3Heca, epBOHAYAIBHO NMes B KaUeCTBE
aKTHBA BCETO JIMIIb KPeaTUBHBINH OM3HEC-TIIaH;

2. IpUBIICUCHHUE ACHEKHBIX CPEACTB C MUHUMAJIbHBIMU 003aTEeIbCTBAMU
U PUCKOM IIPH MPEKPaIlCHUH BeIeHUs Ou3Heca;

3. popMupoBaHME ONpPENEICHHOrO KOJIMYeCTBA Oy yIIMX KJIUCHTOB M Map-
THEPOB 33 CYET MPE3CHTALMI U pEeKIIaMBbl Ha KpayAQaH AuHT-TIaTPOopMaXx.
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Psychology of Success
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The travel-tourism-hospitality industry is vast, and it offers seemingly end-
less and exciting opportunities for those who aspire to a career within it. Modern
managers now entering the world of tourism management will be successful if
they recognize the importance of effective communication with potential cus-
tomers. And how do you think to develop knowledge and skills in effective com-
munication?

According to the results of the survey, which was taken by the representatives
of leading tourist companies in Belarus, 66,7 % of respondents took a course of
training in psychology at least once in their career. And 55,5 % of the respond-
ents would like to get psychological training, while 16,7 % are not sure that psy-
chological training will be useful for them in their future career. The results of
the survey show that 88,9 % of the respondents thought that tourist companies
should provide their employees with opportunities to improve their knowledge of
psychology and techniques of effective communication.

According to this pie chart the majority of the survey participants at 44,4 %
considered psychological techniques to be useful, but not important in their job,
while 27,8 % proved that knowledge of psychology was essential and sometimes
profoundly essential for a tourist manager.

Even though a staggering 55,6 % of managers who took the survey said they
weren’t familiar with any particular psychological techniques of effective com-
munication, 83,3 % of respondents pointed out that basic on-job management

96



competencies relate to interacting with others, being an effective communicator,
emphasizing an interest in gaining experience, possessing skills and knowledge
that will help in effective communication. Of all managers surveyed 72,2 % re-
ported that they have problems with psychological aspects of their performance,
because they lack a deep knowledge in psychology. They note that almost every
day they even have to read different books on psychology so as to find the appro-
priate ways of solving communication problems.

What role does psycholgy play in the tourist
manager'sjob?

Doesn’t matter

Profoundly 0%
essential
28%
Useful, but not
essential
44%

Taking into account the results of the survey we would like to propose some
guidelines for those tourist managers, who want to become more effective com-
municators and be successful in their profession. You should remember, that:

1) it’s not what is said, but how it is said that makes the difference in your in-

2

~

teracting with customers. You communicate with your words, with your
voice quality, and with your body: postures, gestures, expressions. Some
message is conveyed even if you say nothing and keep still;

the first step on the way to effective communication is to establish an at-
mosphere of trust, confidence and participation, within which people can
respond freely. People who are interested in communication tend to mir-
ror each other’s movements with movements of their own. In order to cre-
ate the atmosphere of trust, you can match their body language sensitive-
ly and with respect. Match arm movements by small hand movements,
body movements by your head movements. By mirroring body language
and tonality you can very quickly gain rapport with almost anyone. Voice
and breathing matching is another way that you can gain rapport. It can be
used to gain rapport even in a telephone conversation or to handle a con-
flict. One more hint to gain to establish an atmosphere of trust is to elim-
inate the word ‘but’ from your vocabulary. Replace it with ‘and’. Without
‘but’ you show that you appreciate what people say, even if you don’t agree

(1, p. 31];
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3) the usage of representational systems is likely to make the speech more un-
derstandable and persuasive. We perceive the world with our senses and
‘re-present’ experience to ourselves. The ways we take in, store and code
information in our minds-seeing, hearing, feeling, taste and smell — are
known as representational systems (visual, auditory and kinesthetic). The
visual system is used for looking at the outside world mental visualiza-
tion. In the same way, the auditory system is responsible for hearing exter-
nal or internal sounds. The feeling sense is called the kinesthetic system.
Different people think with the help of different representational systems.
But they use words to describe their thoughts, so the choice of words will
indicate which representational system they are using. That’s why, the next
hint to create rapport is to match predicates (the words, which indicate the
rep-system) with the other person. Thus, the manger will be speaking their
language, and presenting ideas in just the way they think about them.

To conclude, the knowledge of psychology is profoundly important for any-

one who deals with people, but it plays a crucial role in the job of tourist manag-
ers, because their duty is to sell people’ s dreams and expectations.
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CoBpeMeHHbIE MOAXO0bI K OlleHKEe NHBeCTHIIHOHHOI
NPUBJIEKATEIHLHOCTH OPraHu3aIuii
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VHBECTHINY HTPAIOT CYIIECTBEHHYIO POJIb B ACSATEIBHOCTH JIFOOOTO IPEIIIPH-
stust. [IpuBnedeHre HHBECTUIMH PEJOCTABISIET My JONOJHUTEIbHBIE KOHKY-
PEHTHBIE IPEUMYIIECTBA H SBJISIETCS MOIHEUIIINM CPEICTBOM pOCcTa. MaciTadbl
1 3G PEeKTUBHOCTH HCTIOIB30BAHMSI HHBECTHIINHI ONPENEISIIOT Pe3yIbTaThl X035~
CTBOBAaHHMS HA PA3JIMYHBIX YPOBHIX SKOHOMUKH, COCTOSIHHE, KOHKYPEHTOCIIOC00-
HOCTb U IIOTEHIIMAJ Pa3BUTHS BCETO HAI[MOHAIBHOTO X03HCTBa. B cOBpeMEeHHBIX
YCIIOBHSIX MPUBJICUCHNE HHBECTULIUN B SKOHOMUKY SIBJISIETCS KIIOUEBOH 3a1a4ei.
D¢ hEeKTUBHO PEIINTh €¢ MOXKHO IyTEM IOBBIILIECHUSI HHBECTUIIMOHHOI IpHUBIIC-
KaTeJbHOCTH.

OreHKa MHBECTHIIMOHHOI TPUBIIEKATEIILHOCTH KaK 11€1eC000pa3HOCTH BIIO-
JKEHUS CPEJICTB B MHTEPECYIOUIY 0 MHBECTOPA OPraHU3alui0 UMEET O'POMHOE Ha-
YYHOE 1 TIPAaKTUYECKOE 3HAUCHHE, OT €€ 0O bEKTUBHOCTH 3aBUCST TEMITbI Pa3BUTHS
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