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Abstract: This article discusses the topic of formation and development of soft, or interpersonal, skills among stu-
dents in a foreign language class at non-linguistic university. In the modern world, it is impossible to feel confident in a
profession if a person does not have any Soft Skills. It is they that allow a specialist in any field to be able to interact with
their employers, colleagues, partners, subordinates, clients. Soft skills are valued no less, and often more than hard, pro-
fessional ones. The success of any activity depends on this. Regardless of the classification, the main ones are: effective
communication, ability to solve problems, time management, customer focus, emotional intelligence, creativity, self-
control, conflict resolution, taking responsibility, empathy. These skills can be formed at university in a foreign language
class. The examples of tasks given successfully solve the problem of forming not only the basic competencies in the dis-
cipline of a foreign language, but also the necessary soft skills. Group work is noted as a way for students to interact with
each other. As a result, those graduates who are with soft skills are preferred in the modern labor market.
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AHHoTauumA: B gaHHOW cTaTbe paccmaTtpuBaeTcs Tema hOpMUPOBAHMS W Pa3BUTUSL TMOKMX, MM MEXKITMYHOCT-
HbIX, HABbIKOB Y CTYAEHTOB Ha 3aHATMSX MO MHOCTPAaHHOMY Si3bIKy B HES3bIKOBOM By3e. B COBpEMEHHOM Mupe HeBO3-
MOXHO YBEPEHO YyBCTBOBATH Cebs B npodeccuu, ecnm yenosek He obnagaet rmbKUMK HaBbIkaMi, Tak Ha3blBaeMbIMM
Soft Skills. AMeHHO OHM No3BONAOT cneumanucTy B nNtoboit 0bnacTi He3aBUCMMO OT HanpaBneHUs yMeTb B3aUMOgen-
CTBOBATb CO CBOMMM paboToaaTensmu, Konneramu, napTHepamm, NOAYMHEHHBIMI, KNueHTaMu. MMbK1e HaBbikW LIEHSTCS
He MeHee, a 3ayacTyto 6ornee, Yem KEeCTKIe, U HEMOCPEACTBEHHO NpodeccuoHanbHble. OT HUX HaNpsSMYo 3aBUCUT
ycnex noboi aesTensHocTU. HesaBneMmMo OT Knaccudmkaumm, OCHOBHBIMI SBNSIOTCS: 3PdeKTUBHAS KOMMYHMKaLMS,
CnocobHOCTL peluatb 3agadn, ynpaBneHWe BPEMEHEM, KMMEHTOOPUEHTUPOBAHHOCTb, SMOLMOHANbBHBIA WHTENNEKT,
KpeaTMBHOCTb, CaMOKOHTPOSMb, CMOCOBHOCTb BbIXOAWUTb W3 KOH(MMKTHBIX CUTyaLun, ymeHue BpaTb Ha cebs oTeeT-
CTBEHHOCTb, AMNaThs. 3TN HaBbIKM BO3MOXHO (DOPMUPOBATL B BY3€ Ha 3aHATUSX MO MHOCTpaHHOMY S3bIKy. Paccmatpu-
BAKOTCS NPUMEPbI 3adaHNA, KOTOPbIE YCMELLHO peLlatT 3agady PopMMPOBaHUS He TOMbKO OCHOBHBIX KOMMETEHLMA NO
AVCLUMNITMHE MHOCTPAHHbINA S13bIK, HO 1 HeobXoaUMBIX rMOKKX HaBbikoB. OTMevaeTcs paboTa B rpynne Kak cnocob Bian-
MOLENCTBUS CTYAEHTOB ApYr C ApYroM, B pesynbrate yero dopmupytotcs Soft Skills. B pesynbTtate, no OKOHYaHMM
BY3a, BbIMyCKHWKaM, 06naaaloLymM 1 BnagetoLmm rubkuMn HaBblkami, Ha COBPEMEHHOM pbiHKe TpyAa OTAAeTcs npea-
noYTeHMe.

KntoueBble cnoBa: rmbkue HaBbiku, B3aMMOAENCTBME C NIOAbMY, NPOdeccroHanbHas OesTeNbHOCTb, hopMi-
poBaHue, passutne Soft Skills, pelueHune 3agau.
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The world in which we live today is commonly
referred to as the VUCA world, based on the abbre-
viation of its characteristics: Volatility, Uncertainty,
Complexity and Ambiguity. This reality cannot help
impacting all areas of our life with no exceptions,
including such an important aspect for each person
as career choice, and, moreover, the exact direction
of the career path. The requirements set towards
young professionals are changing with great speed.
The weak points of socio-economic processes are
revealed during economic downturn: companies have
to organize new forms of work and interaction with
top priority in order to remain functional, and the em-
ployees have to adjust to the changed conditions. [6]

It does not matter what route of movement in
his career yesterday's graduate chooses, horizontal,
when we mean a deeper mastering of the specialty,
scientific research in his field, the most precise study
of all details and nuances, or vertical, when we are
talking about promotion and reaching the top posi-
tions in the company, an absolutely necessary condi-
tion for success is the mastery of the so-called flexi-
ble skills, or Soft Skills. Under these conditions, uni-
versities are facing more and more new objectives,
one of which is the development of students' soft
skills. The labor market is in demand for specialists
who have not only professional, but also soft skills.
The model of professional competencies divides
skills into soft skills and hard skills. Soft skills are an
innovative component of educational content at all
academic levels, related to preparing students for
various types of educational and professional activi-
ties both in the present and in the future. Besides,
these are extra-professional skills, required and ap-
plicable in any profession, which help to solve life
tasks and work with other people, as a human being
is a social creature, and his whole life occurs in the
society among other people.

However, many students, according to the
employment survey, are unaware of the fact that
there are requirements for flexible skills, so universi-
ties need to inform students about the requirements
imposed by employers. [5]

Regardless of occupation, everyone needs at
least some soft skills. Soft skills are often valued
much more, because a person who is capable of
quick learning, open to new information, stress-
resistant, can appreciate time, work successfully in a
team, is capable of completing this or that workload
or project meeting deadlines, can easily and quickly
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master any professional competencies and skills, the
so-called hard skills, and therefore has a significant
priority over other applicants in the labor market.
Although flexible or "soft" skills are sometimes re-
ferred to as the 21st century skills, more than 100
years ago, scientists were already interested in this
topic and conducted a research in this field. Scholars
from Harvard, Stanford, and the Carnegie Foundation
discovered that "flexible skills are 85% of a person's
success in a profession; hard skills are only
15%."[10]

Hard skills are narrow professional skills,
knowledge and expertise that are needed for specific
tasks in daily work, and they allow one to perform
work duties. For example, for a designer "hard skills"
would be proficiency in graphic editing, website de-
sign, designing brochures, logos, developing printing
templates for all kinds of advertising; for a tour opera-
tor — knowledge of geography, ethics, psychology,
business communication skills, a specialist should be
a confident PC user, have a good command of for-
eign languages.

To be successful at work, regardless of the field
in which a person works — tourism, hospitality, man-
agement, law, service, design and others, one needs to
be able to get along well with clients, colleagues, chiefs,
subordinates. Soft skills are useful in any field, they
allow a person to be successful regardless of the work
specifications and areas, are related to the emotional
intelligence and are formed in childhood. However, we
believe that we can develop soft skills at a young age as
well, in this particular case at university (RSUTS), be-
cause students are trained in client-oriented areas, with
people interaction in the center of them. Moreover, im-
mediate profit, success, confident and strong steady
position in the market depend on such important skills
as successful communication at all levels, flexible posi-
tive thinking, the ability to make quick decisions and
others. If a person is fluent in at least some soft skills,
he will feel confident and free in his specialty at any
time, regardless of external factors — such as economic
and political recessions, pandemics, natural cataclysms.

The research group of the Management De-
partment of the National Research University Higher
School of Economics in the city of Perm as a result of
their work have identified the top 10 Soft Skills that
are in the most demand among employers, as shown
on the Recruitment Websites globally and in Russia':

" https://perm.hse.ru/news/243254110.html
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The World:
Ability to handle complex problems
Critical thinking
Creativity
People Management
Coordination
Emotional Intelligence
Decision Making
Customer Focus
Ability to Negotiate
. Cognitive Flexibility
ussia:
Active Learning
Coordination
Ability to Negotiate
Teaching Other People
Information Literacy
Customer Focus
Oral Communication
Ability to Solve Difficult Problems
9. Operating Literacy
10. Time Management
Thus, we see that in Russia there is an accent
on studying; hence higher education serves as a
definite launching point for further growth and devel-
opment in the professional sphere.
There are a number of classifications of soft
skills. We will outline some of them:
| Flexible skills are divided into four groups:

—  Communicative (communication and
the ability to understand other people),

— Intellectual (critical thinking, creativity)

— Volitional (time and emotion manage-
ment), leadership (managing others, teamwork).

[l.  Soft skills can be:

— universal ones — personal effective-
ness (information gathering and processing, re-
source management, self-reflection, critical think-
ing, creative thinking, problem solving, decision
making, goal setting, stress tolerance), interaction
with people (communication, customer focus, non-
violent communication, teamwork, emotional intel-
ligence),

— management skills — mentoring, pro-
ject and team management, task setting and
evaluation, leadership, planning, task control, giv-
ing feedback, delegation.

Il In entrepreneurship the following skills are
highlighted: business planning, financial modelling, un-
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derstanding of marketing processes, business promotion
skills and reputation management.

The formation and development of these cru-
cial skills in the classroom should start at the very
beginning of the studies and continue throughout the
entire process. Then, by the end of their studies,
future young professionals will already have devel-
oped soft skills and be able to use them in automatic
mode. At RSUTS, according to the curriculum, some
faculties — High School of Service, High School of
Management, Economics and Law, High School of
Design — provide learning of foreign language during
three semesters, while the Tourism and Hotel Man-
agement specialties have seven semesters of foreign
language study. In both cases, we are able to ar-
range and structure classes in such a way that, in
addition to solving a number of equally important
problems, such as the development of communica-
tive competence, the formation and development of
creative potential, divergent type of thinking, to give
the learners the opportunity to form, develop, train
and improve flexible skills.[2]

These tasks are not only possible to solve in a
face-to-face format, but also in a distance or blended
learning format, which expands our possibilities and
gives students access to a variety of resources. In
addition, it is important to understand that as a result
of the development of information technology on such
a huge scale and at such an incredible speed, soft
skills development tasks need to be adapted. Com-
munication, both personal and business, is online,
hence we train not only personal communication, but
take it beyond the recently familiar format and offer
students tasks that train online interaction, such as
video seminars, conferences, presentations, chat
rooms, etc.

It is worth noting that these activities fully meet
the requirements for the development of all required
competences according to the educational pro-
gramme - implementation of business communica-
tion (UK-4), selection of communication style
...depending on the goals and conditions of partner-
ship (UK-4.1.), conducting dialogue for cooperation in
social and professional spheres (UK-4.2.), business
correspondence (UK-4.3.)

Gina Watson Mitchell notes: "More research
on flexible skills is needed in order to explore this
field and develop methodologies that are applicable
in business education."[11]

Through an example assignment we will show
that it is possible within a single project to shape,
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develop and reinforce a range of flexible skills at the
same time.

Students are given an assignment to prepare a
radio or TV programme — a business review or a talk
show on "Problems, current situation in hospitality
business and ways to solve them". Case Study "The
Voice of Business" is proposed as a model. [8, p.76-
77] We adapt this material to the students' speciality.
For example, we consider the following topics as
suggested:

— Company profiles (any successful company
in hospitality),

— Profiles of businesspeople ( hoteliers, res-
taurant owners, etc.)

— Interviews with CEOs, entrepreneurs,

— Hospitality business update,

— Future of hospitality and tourism business,

— Book and journal reviews,

— Job vacancies in tourism,

— News in current situations,

— Traffic and weather reports

The students can also suggest their own top-
ics, extending this list. Consideration is given to alter-
native formats at the discretion of the students: either
a video is made and shown in class, or a role-play
using video clips that the students recorded earlier in
the preparatory process. The videos could include,
for example, stories about problematic situations in
hotels and restaurants.

However, before we start this activity, we think
it is useful to do an introductory activity: the students
are given articles to read and discuss, e.g. "Top 10
soft skills for customer service jobs"2. The list of soft
skills for customer service jobs might include: com-
munication, listening, self-control, positive attitude
towards the situation, process, clients, etc., asser-
tiveness, conflict resolution, empathy, taking respon-
sibility, sense of humour. The list of soft skills can
also be extended by focusing on the diversity of
these skills and their variability. For example:

e  Nonverbal Communication
Open-mindedness
Courtesy
Insightful Questions
Problem Sensitivity
Bearing

2 https://www.thebalancecareers.com/top-soft-skills-for-customer-
service-jobs-2063746
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Patience

Stress Tollerance
Encouragement
Adaptability
Quick Thinking
Mediation
Facilitation
Accountability
Diplomacy
Compassion
Approachability
Humility

Problem sensitivity
Imagination
Flexibility

etc.

It is recommended to relate this topic to "Jobs
in hospitality/tourism/design (depending on the field
of study of the students) and ask them to complete
the following chart:

The students compile the list of professions
entirely by themselves, or we include only a few pro-
fessions in the table and ask them to expand the list.
This depends on the degree of preparation. However,
we recommend focusing on individual work, because
self-activity, along with increasing communicative
competence of students, will contribute to their per-
sonal formation as participants of this activity. It is
necessary to focus the whole learning process on
active independent work of students, to create condi-
tions for their self-expression and self-development
[3]. This is followed by a discussion in pairs or in
groups about what soft skills students themselves
have and what skills they need to develop in them-
selves. It is interesting to see how students assess
themselves and what they can say about their peers.
At this stage, during the group discussion, the stu-
dents themselves can point out those who have
strong leadership qualities, or these guys themselves
suggest their own candidacy to organise follow-up
projects. Obviously, since we are talking about what
qualities students have and what needs to be worked
on, the discussion should be conducted tactfully, in a
comfortable psychological atmosphere, inviting only
those who wish to speak.

The entire service industry is customer-
focused, hence the requirement for employees to

plus

SCIENTIFIC JOURNAL

|ss. 3



I'py3peBa M.B., JloruHoBa H.10.

2022 T.16 Ne3 c. 20-27

q)OpMVIpOBaHVIe W pasButue rMOKNX HAaBbIKOB Ha 3aHATUAX NO WHOCTPAHHOMY A3bIKYy B HEA3bIKOBOM BY3e

have soft or interpersonal skills is obvious. No matter
how the interaction with the customer takes place,
whether it is live, by phone, email, chat rooms or
social media, we highlight the fact that the customer
must always feel a sincere desire on the part of the
employee to help them, to be involved in the situa-
tion. In addition, it should be noted that these skills
can be learned, they can be easily trained if special
technologies and techniques are used, and the focus
of attention is put on specially designed tasks. We
hold a discussion on this topic, thus motivating stu-

dents not just to do the task, but encouraging them to
feel responsible for the process and their personal
involvement in it. At this stage, it is worth asking stu-
dents to brainstorm and identify which soft skills are
most important in their specialty, which skills each of
them possesses to a higher or lower degree, and
what else is worth developing in themselves. In this
way we additionally involve analytical thinking — we
need to analyse, assess and make certain conclu-
sions, and thereby clearly outline a trajectory for fur-
ther development.

Tabl. 1. Jobs in tourism: hard and soft skills

Jobs in tourism*

Hard skills

Soft skills

Tour operator

Tour agent

Information office specialist
Tour guide

Receptionist

* the speciality of the participants is indicated

In the process, it is necessary to identify and
select those who will be responsible for the project
(1-2 students). In this way, management skills are
developed - the students themselves within the
group decide who can and wants to be responsible
for the organisation, the distribution of topics, timing,
structuring of the whole programme and work within
the project. We observe who of the students are com-
fortable and eager to take responsibility for the work
and other participants, and who are more comfortable
when some amount of work is delegated to them,
which is no less important. The whole process of
preparation as well as the direct presentation of the
completed work occurs in teams. Teams with clear,
reasonable goals are usually able to go further ... and
will have a greater sense of unity in the pursuit of
their achievements [4]. This format enables partici-
pants to interact and communicate within a group of
people — teamwork skills are formed and developed
through which learners learn to listen and hear each
other, defend their position, point of view or vice ver-
sa, concede and compromise, find mutually beneficial
alternatives, make decisions and take responsibility
for them. In this process, the strengths and weak-
nesses of the participants can be identified, and it
becomes clear who and what needs to be worked on,
who has innate leadership qualities and who, on the
contrary, feels better in the role of performer, which is
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also highly valued in teamwork. It is crucial to create
a comfortable psychological climate in which all par-
ticipants are able to unlock their creative, profession-
al and personal potential. In this regard, the role of
the teacher is very important. Despite the fact that
project activities are an independent activity, the pro-
ject participants can ask for advice. However, the
time, quantity and duration of these consultations are
precisely regulated, as a result of which students
learn how to interact with other people, which is also
one of the tools for developing emotional intelligence
and an ethics of cooperation.

At this stage, it is worth fixing the result first
and then gently asking participants to move on: those
who prefer to take on a leadership role can be rec-
ommended to study the topic in more detail, find re-
sources, developments, materials and plunge into the
problem, while those who have only been in an exec-
utive role before can be asked to organize some of
the work, try to take responsibility for the process,
people, results, learn to delegate the work. Thus, we
motivate students to shift their usual focus somewnhat.
Although it is difficult to track, measure or show the
dynamics of soft skills development, unlike hard
ones, where exams or attestations are used, signifi-
cant positive dynamics can be observed over an
academic year or even a semester. The successful
presentation of the final result of a project, which
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depends to a large extent on a properly organised
and structured preparation process, is the best
mechanism for motivating students to undertake sub-
sequent assignments and projects. Such a form of
work inspires students.

In addition, it is worth noting the following as-
pect: the direct dependence of the level of emotional
intelligence (EQ) and the degree of development of a
person's creative potential. Emotional intelligence is
the sum of a person's skills and abilities to recognize
emotions, understand the intentions, motivation and
desires of other people and their own, and the ability
to control their emotions and those of other people in
order to solve practical problems. Emotional suscep-
tibility determines the effectiveness of the use of
skills. Moreover, interpersonal and emotional man-
agement skills can play a key role in helping students
better cope with the complex aspects of their study,
so we can talk about the link between EQ and aca-
demic performance. [7]

The founder of psychoanalysis, Sigmund
Freud, studied the problem of emotions and control
over emotions. He believed that the first laws of eth-
ics, such as the "Code of Laws of Hammurabi" (18th
century BC, Babylon) or the edict of Emperor
Ashoka, could be considered the first known attempts
to curb and control the emotions. The emergence of
the concept of emotional intelligence introduced by
psychologists is correlated with the development of
the business environment and the emergence of
neuroscience. Before its introduction, the world lived
with a strong belief that 1Q is a major indicator of
success. In today's world, scientists, notably Daniel
Goulman, a researcher in the field, talk about emo-
tional intelligence as the new standard of mind. This
certainly does not mean that the mastery of academic
knowledge has lost its importance, but rather that
high IQ alone cannot guarantee success in any field
of activity. Goleman notes that "in order to succeed in
a particular field of activity it is necessary to develop
personal qualities" [1].

Creative people are more advanced in empa-
thy, the ability to observe people, and other similar
traits. This is an integral part of the creative person-
ality. However, such people have serious difficulties
with the perception of feedback, self-control, the abil-
ity to perform tasks within a certain time limit, under-
standing of emotions, both of other people and their
own, following instructions. Thus, an inverse correla-
tion between the level of EQ and creative potential
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has been revealed. We recommend careful observa-
tion of the work of creative, artistic students in these
projects. Probably, the most appropriate approach
with such students would be individual work at the
initial stage, and then gradually offer projects in pairs,
small groups, and finally in teams. It is advisable to
make this transition more smoothly. But the need for
this kind of work and flexible skills training for creative
people is quite obvious. After all, real freedom comes
when there is a choice, that is, you need to be able to
create real masterpieces, and at the same time be
able to cooperate, negotiate, defend your point of
view, and so on. As an example, let's consider col-
laboration in a group of students specializing in
graphic design where mostly creative people study.
Our task is to develop soft skills, such as communica-
tion, listening, asserting one's point of view, negotiat-
ing, and meeting deadlines. Students are offered the
task of designing a website project for a company.
We start with individual work: everyone thinks over
histher own draft, its content, structure and other
details. Then we offer in pairs to discuss, possibly
make changes in the finished product and come up
with the most appropriate version. Further work is
done in small groups where we can offer a round
table discussion or a role-playing game - for exam-
ple, a design studio fulfills an order from a company
to develop a site or an advertisement. Students of the
Higher School of Design, majoring in Fashion Design,
are offered to organize a fashion show in English. At
the initial stage, students work individually — creating
costumes, and cooperation begins at later stages,
when it comes to the place, time of the event, and the
sequence of catwalk appearances. Participants agree
among themselves, and facilitators are assigned,
who are responsible for the whole project.

In the meantime we carry out the formation of
communicative competence — we offer a list of lexical
units on this topic, as well as phrases for more effec-
tive negotiation, preliminary we give an opportunity to
listen to the model of negotiations of the designer and
the employer. [8, ¢.18-19]

At the final stage within the feedback students
express their opinion and evaluate what they man-
aged to do at a high level, and what still needs to be
improved. We pay attention to Soft Skills, which are
absolutely necessary in any sphere of professional
activity. A teacher's positive feedback is very im-
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portant as a motivational tool for further successful
cooperation. Moreover, we offer the students to think
about what they would like to work on in the future,
what projects are interesting and useful for their fu-
ture work in the profession, thus shaping the learning
process within the student-centered education for-
mat, focused on creating links between students'
interests and learning content, which is much more
effective and productive, hence making the process
more meaningful for students. In addition, the result
of their work is more indicative of them as individuals

and more reflective of who they are at the moment.
This tends to lead to a richer, more memorable, more
enjoyable, and more motivating learning experi-
ence.[9]

Thus, not only do we form and develop com-
municative competence, which is the main task in
foreign language teaching, but we also take a deeper
approach to the issue of preparing a future specialist
for professional activities, paying attention to the
development of soft skills, which in the modern world
is an integral part of training capable and qualified
staff.
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