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The psychological competence of specialists in the field of hospitality is of great importance for
improving the service culture aimed at serving customers based on the development of psychological
and practicalskills. The author proposeda combination of psychological skills and competencies
required for work in the hospitality sphere, as well as the formation of psychological competencies and
communicative culture among future specialists.
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Ilcuxonozuueckue KOMnemeHYUU CREYUAIUCIOE 8 Chepe 20CmenpuuUMcmea umerom 60abuoe
3Hauenue 015 nosvluieHUA KYIbmypol cepeuca. B cmamve paccmampusaemces coeoKynnocms ncuxo-
J102uYecKUX HABBLIKOG U KOMREMEHUUIl, He0dX00UMbIX 01 padomol 6 chepe 2ocmenpuumcmea. Ae-
mopom npeonoxcena mooeinb Hopmuposanus NCUX0102UUECKUX KOMNEMEeHUUIl U HABbLIKOE 00uleHUA
cneyuanucmos 6 cghepe yciyz, Komopas onucbléaem IMansl UX Gopmuposanus, onpeoensiem ycio-
6us hopMuUpPOCaAHUA KOMMYHUKAMUGHBIX HABBIKOE KAK CYU4ECH6EHHBIX IJIEMEHMO8 IOl MOOETU.

Kvizmem kopcemy madenuemin #co2apuliamyod, Manvl30bl OPbIHObL KOHAKHCATLIBLBIK CAIACH
MAMAHOAPLIHBIH, NCUXO0TI0ZUANBIK, KY3ipemminizi anaodwvl. Kvizmem xepcemy maodenuemi Kiuenmmepoe
HCUXO0J102UATIBIK HCIHE MINCIPUOETIK 0a20bLIap MeH UKeMOIIKmep Kalablnmacmoipy Hezizine bazvim-
manaovi. AGMoOpPObIH YCbIHBICHL OOUBIHIA KOHAKMHCAUABLABIK CAIACLIHA KAHCEMMmI NCUXO002USTDIK,
oazovinap men Ky3ipemminikmep MHCUbIHMbIZbl, COHbIMEH Kamap 00aauax, Mamanoapoa ncuxosno-
UATIBIK, KY3ipemmiiikmep MeH KOMMYHUKAMUEMI MaOeHUemmi Kaiblnmacmulpy KapacmoipulizaH.

Key words: psychological competences, culture, consumer, service sector, hospitality industry.

KuroueBble cj10Ba: NCHX0JI0THYecKHe KOMIIETEHIMH, KYJIbTYpa, noTpedurensb, cdepa yciyr,
HHIYCTPHS FOCTeNPHHUMCTBA.

Heri3ri ce3aep: mcHXoJ0rHsUIBIK KY3ipeTTiKTep, MJJeHUeT, TYTHIHYIIbI, KbI3MeT KOpCeTy
cepachl, KOHAKKANTBUIBIK MHAYCTPHSACHI.

Introduction applied works are based on special and general
At present, the hospitality industry is deve- scientific methods taking into account the
loping rapidly in Kazakhstan. The most important specifics of the research subject.
task in the field of hospitality is to satisfy the needs Results and discussion
and demands of clients. Customer satisfaction is Speaking of the culture of customer ser-
impossible without personal com-munication of vice in the hospitality industry, we first refer
staff with their clients. This is especially true for tomasteringskills of psychological and communi-
the personnel of the contact zone, whichisthe cative competences by contact zone specialists.
personnel who come into direct contact with What is meant by the service culture in
customers. There is an ever-increa-sing need for service sector is the system of accepted labor and
special psychological competencies and skills in socio-psychological norms of ethical conduct and
dealing with clients. high spiritual values, the principles of which are
When preparing specialists in higheredu- consistent with today’s requirements of world
cation institutions in the specialty of "Catering service standards and reflect the quality of
and Hotel Business", it is very important to individual or mass customer service.
shapestudents’  psychological competencies, The service culture is dictated by the
which will enable them to successfully commu- policy of a certain company.Each company
nicate with clients when carrying out their develops its own ethical code, which is supported
professional activities. by the system of incentives for service personnel
The purpose of the research is: 1) to study and a number of other activities.
the basic psychological competences necessary All employees of the hospitality sphere, in
for working in the hospitality industry; 2) terms of qualification requirements, can be
consider ways of forming psychological compe- divided into three large groups: management,
tencies and communicative skills for hospitality staff to work with guests and support depart-
professionals. ments. This article deals with the category of
Objects and methods of research employees who directly work with clients; thus,
The primary information source was text brought into direct contact with them.
and quantitative materials.The object of the study A distinctive feature of the hospitality
are university students. industry is its customer-centric approach where
The data of the Association of Psycholo- customer satisfaction is the top priority. First,
gists of the Republic of Kazakhstan is used heretheimpression is sold, so it is important to
https://www.b17.ru/community. Scientific and ensure that clients do not receive negative
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emotions and feel psychologically comfortable.
Therefore, there are special requirementstothe
personnel of this field:

- high level of professionalism;

- psychological and communicative
competences;

- being good at overload work and under
pressure;

- acceptance of responsibility, initiative;

- personality traits (should be well discip-
lined, polite, attentive, considerate, friendly and
tolerant).[1]

Psychological and communicative compe-
tencies are the basis of social technologies,
which are built on the relationship between
employees and customers in the service sector.

In general, today Kazakhstani service
sector faces the task of effective combining
national features and international principles of
service culture. Quite many new aspects of ser-
vice culture are nowadays becoming of a univer-
sal, international character. In this regard, first, it
is necessary to familiarize future specialists with
the psychology and aesthetics of service.

At present an independent branch of
psychology has developed - the psychology of
service, which studies the features and role of
psychic phenomena in the servicing activity of
those who work in the contact zone. It studies
such areas of psychology as the identity of the
service worker (the subject of this activity); the
identity of the customer (service object) and
psychology in the process of service.

Knowledge of the psychology of service
will help employees to learn their inner world in
order to consciously regulate their behavior and
understand the behavior of customers to choose
the best option for their service.

The main objectives of service psychology
are: to study psychological mechanisms of
interaction between consumers and people in
service, the needs of customers, psychological
conditions for the organization of work for
employees in the contact zone and identify psycho-
logical factors oforganizing service processes.

In the development of psychological
competence among professionals of the
hospitality industry, the following psychological
abilities and knowledge are to be in priority:

1. High level of creativity, as service
activities involve the design and implementation
of new services.

2. Abilities that will enable to perform a
huge number of various tasks that arise in the
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service of clients, who havetheir own individual
psychological characteristics.

3. A high level of communicative abilities,
that is, the ability to establish a dialogue contact
in a short period in order to sufficiently
understand and satisfy the customer.

4. Ability to behave professionally in
conflict situations.

5. Ability to quickpsychodiagnostics,
which will enable the employee to quickly
understand the purpose of the client's arrival, his
need, and take actions to satisfy his demands.

6. Ability to overcome communication
barriers (socio-psychological, national, cultural,
gender and language).

To form the necessary psychological
competencies, particular attention should be paid
to a certain amount of knowledge, skills, abilities
and habits to ensure efficient communication
with clients.

The employee of the contact zone in the
hospitality industry is required to have such
specific abilities as communication skills, tactful-
ness, understanding and observation. These
abilities, in turn, are closely related to such
important components of the individual as
knowledge, skills, and abilities and they are
indicators of professionalism.

Each client has individual psychological
characteristics and perceives the service in his own
way. The employee in communication with the
client must make sure that the client is satisfied
with the service provided. Therefore, it is necessary
for specialists in the service sector to develop the
followingqualities of psychic activity:

- the strength of the nervous processes,
which is expressed in their activity and emotion-
nal stability, whereas weakness is characterized
by increased fatigue and emotional instability;

- steadiness manifested in well-balanced
behavior, self-control and consistency;

- mobility as a rapid transition of nervous
processes from one state to another: from
excitation to inhibition and vice versa.

A client-centric specialist should find a good
approach to the client, understand his individual
needs and provide convincing arguments.
Communication with a true professional leaves the
client with a feeling of casual conversation, a
feeling that he was treated with respect, attention
and understanding. This approach allows to keep
regular customers and attract new ones, creates a
positive image for the service company and ensures
a stable business reputation.
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It is also necessary for specialists in the
service sector to develop communicative
competences, which include verbal and non-
verbal communication methods. The structure of
communicative skills includes the following:
speech, dialogue, audio-contact and assessment-
reflexive skills.

Specificity of verbal communication in
working with a client implies not only what is
said, but also how it is said: complete infor-
mation, literacy of speech, diction, etc.

As known verbal communication in our
life makes up less than 35%, and more than 65%
of information is transmitted non-verbally.
Therefore, a specialist in the service sector needs
good skills of not only verbal, but also non-
verbal communication. There are several
nonverbal channels on which speakers exchange
information: space, facial expressions, eyes,
intonations and pantomime.

Communication skills imply not only the
ability to speak, but also the ability to listen.
Good listening is a qualification that requires
additional training or skill.

When developing the skills of active
listening to the professionals of the hospitality
industry, one should keep in mind that in order to
create a favorable psychological climate in the
process of listening to a client or partner, there
are some important things to follow:

-whilelistening, should smile and keep eye
contact with the speaker;

- should not say anything while listening to
the client, showing interest in what he is saying;

- ask as many follow-up questions as
possible, and constantly clarify by repeating the
client's exact phrases;

- do not give any assessment of what was
heard, do not judge the client;

- expresscompassion to the client and both
the tone of your voice and the pace of speech
should be in harmony with the partner’s voice;

- in the process of listening, be careful not
to be distracted by the specific characteristics of
the speaker;

- always listen to the client to the end;

- if you are unhappy with the client or
partner,shouldhide your emotions; keep patience,
calmness, affability and trust.[2]

Formation of communicative skills among
specialists in the service sector should be conti-
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nuous and carried out throughout the process of
theoretical, production and after-hour training.

It is based on a system of principles:
scientific, systematic, social partnership, integ-
ration, intersubject communications, and pro-
fessional orientation.

During theoretical training, a set of
psychological competencies is formed in the course
of studying the disciplines of the professional and
general education cycles. Throughoutthe educa-
tional process, psychological competencies and
communicative skills are formed during the
execution of tasks that include elements of
professional communication such as public
speaking, creating professional problem situations,
participating in discussions and conferences.

The requirements of the professional ethics
to specialists in the hospitality industry are
stipulated in the ethical code. Each service
company has its own ethical code. Compliance with
the code will allow specialists to meet service
standards that may vary and depend on the concept
of the hotel - its category and target audience. It is
not enough for a service employee to learn the
provisions of the ethical code. These provisions
must go into beliefs and become his habit.

Conclusion

The idea of the relationship between
theory and practice lies at the heart of the
formation of psychological competencies and
communicative skills. This process is based on
the following approaches: person-oriented,
systemic, problematic, and modular-competent.

Thus, a model for the formation of
psychological competencies and communication
skills of specialists in the service sector is
developed, which describes the stages of their
formation, defines the conditions for the
formation of communicative skills as essential
elements of this model.
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