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1. IlosicHuTEeIbHAA 3aIIUCKA
1.1. lean u 3agau JAUCHUILIHHDI

Lenp aucuumauHbel — (GOPMHUPOBAHUE y CTYJACHTOB MBIIUICHUS, Oa3upPYIOMIErocs Ha 3HAHUH
OCHOB CEpPBUCHOW JEATENBHOCTH JJIsi OCYUIECTBIIEHUS HX NPOGECCHOHAIbHOW NEeSTEIbHOCTH Ha
PBIHKAX KPEeaTUBHBIX MHIYCTPUH, CBA3aHHBIX C yCIyraMH, Ha OCHOBAaHMHU IOJyYEHHs] HEOOXOIUMBIX
TEOPETUYECKNX 3HAHUN U (OPMUPOBAHUS IPAKTUUECKUX HABBIKOB B 00JIACTH CEpBUCA.

3azayu TUCUUIUINHBIL:

BBISIBJICHHE MCTOPUYECKUX JTallOB Pa3BUTHUSL YCIYyT U CEPBUCHOU NEATEIBHOCTH B Pa3HBIX
CTpaHax MHpa;

- ONpefieNieHne CYIIHOCTHOTO XapaKTepa CEpBHCHON JAESITEIbHOCTH U €€ MECTO B
CTPYKTYpe OOIIIEeCTBEHHOMN MPaKTUKY;

- M3y4YEeHHE TEPMUHOJIOTMH U OCBOEHHE 0a30BbIX OCHOB CEPBUCHOMN JESITENBHOCTH;

- 03HAKOMJICHHE C TEOPHEN U MPAKTHUKON cepBUCa 00CTYKUBAHUS;

- OCBOEHHUE COJEP)KAHUSI CEPBUCHON JEATENILHOCTH U CYLIHOCTU CEpBHUCA OOCITYKHBaHUS
KIIUEHTOB;

- 03HAaKOMJIEHHE OYyIyIUX CIEUUATNCTOB C Pa3HbIMU BUIAMH CEPBUCHOM NIE€ATEIbHOCTH
U KyJIbTYpOH CEpBHCA;

- OBJIaJICHUE CTYAEHTaMHU OpPraHU3alMOHHBIMH MOJXOJAMH, METOJaMU U IpaBHIaMU
OpraHu3alluy U YIpaBJIECHHUs CEPBUCOM B c(hepe MaJIoro U CpeAHero busHeca;

- M3y4YEHHE aCCOPTUMEHTA U KayecTBa YCIyT CEpBUCA, U UX OCOOEHHOCTEH;

- paccMOTpeHHe B3aUMOOTHOILEHHH CHELUANIUCTOB IO CEpBUCY M NOTpeOHuTenei B
IIPOLIECCE OCYIIECTBICHUS CEPBUCHON JEATENBHOCTH C YYETOM HAllMOHAIbHbBIX, PETrHOHAJIbHBIX,
ATUYECKHX, IeMOrpauuecKux, MPUPOJHO-KIMMATHUECKUX 0COOCHHOCTEH 00CTy KIUBaHUS

1.2. Ilepevyens MJIaHMPYeMbIX Pe3yJIbTATOB 00y4eHHS IO TUCHHUILINHE, COOTHECEHHBIX C
MHIMKATOPaMHU I0CTHKEHHUs KOMIIeTeHIH i

Komnerenuusi Nuauxaropsl Pe3yabTaThl 00y4yeHUs
(Kox 1 HAMMEHOBaHUE) KOMIIeTeHIIu i
(kK01 ¥ HANMEHOBAHUE)
OIIK-1 - Crocoben OIIK-1.1 - Onpenensier 3HaTh: 0COOEHHOCTH OpraHU3aINH
MPUMCHSITh MOTPEOHOCTH B CEPBHCHOH JIEATEIbHOCTH
TEXHOJOTMYECKHE HOBAIIUM | TEXHOJOTHUYECKUX HOBALUAX | YMETh: UCOIb30BaTh 3HAHUS JIJIS
U COBpEMEHHOE 1 uHGOPMAITMOHHOM OpraHHU3aIK CEPBUCHOMN JEATEIbHOCTH
POTPaMMHOE obecrieyeHnu B cepe Brnagets: HaBbIKAMU TPUMEHEHUS
obecrnieyenue B chepe cepBuca 3HAHUW OPTaHHU3AIUH JICATETHHOCTH B
cepBuca 00JIACTH CEPBUCHOM JeSITEITbHOCTH
OIIK-1.2 - OcymecTBasieT 3HaTh: poJib U NPEANOCHUIKA Pa3BUTHUSA
MOWCK U BHEIPECHUE CEpBHUCHOM AesTenbHOCTU. CepBUCHAS
TEXHOJIOTHYECKUX HOBALUK | IEATEIHHOCTh U YIAOBIECTBOPEHUE
U COBPEMEHHBIX noTpeOHOCTEH YeoBeka. Y ciryra Kak
MPOrPaMMHBIX MTPOAYKTOB B | crienu(puuecKuii IpoAyKT CEPBUCHON
CEPBHCHYIO J€STEIbHOCTD JeSITeIbHOCTH
OpraHu3aIuu YMeTh: onpenensiTh posib U
MPENOCHUIKY Pa3BUTHS CEPBUCHOM
JeSTeNbHOCTH. AHAIM3UPOBATH
dbyukaun cdepsl yeryr. OnpenensiTh
pOJIb CEPBUCHOM AEATEIBHOCTH B
YIOBJIETBOPEHUHU MTOTPEOHOCTEH
YeloBeKa.
Bragets: MeToiamMu onpeiesieHus




POJIH U MIPEATIOCHUIOK Pa3BUTHUS
CEpPBHUCHOM AesTebHOCTH. MeToiaMu
aHanm3a QyHKIUHN chepsl yCIyT.
Mertoaamu aHanu3a pa3BUTHS YCIYT U
CEpPBHUCHOM EATEILHOCTHU B
POCCHICKOM OOIICCTBE

OIIK-1.3 - 3naer u ymeer
UCTIOJIB30BATh
TEXHOJIOTUYECKUE HOBAIMH
U COBpPEMEHHOE
porpaMMHOe oOecrieueHue
B CEPBUCHOM JIESITEIBLHOCTH
OpraHH3aIUH

3HaTh: OCHOBBI HHHOBAIIMOHHOM
TEOpUHn

YMeTh: UCOJIB30BATh
OpraHHU3aIIOHHO-YIIPABICHYECKUE
WHHOBAIINH, CBSI3aHHBIC C HOBEIMU
(hopMaMu ynipaBieHUsl, BUIaMHU YCIYT,
6onee 3ppexTuBHBIMU (hOpMaMH
o0cIy>)KMBaHUs CEpBUCA

Bnaners: HaBbIKaMH pa3pabOTKU
WHHOBAIIMOHHBIX (hOpM yTpaBIeHUs

OIIK-8 - Criocoben
MOHUMATh MTPHHIIUTIBI
paboThI COBPEMEHHBIX
UH(POPMAIIMOHHBIX
TEXHOJIOTHI U
UCTIOJIB30BaTh UX JUISI
pelIeHus 3a1a9
npodeCCuOHAIIbHON
JIESITEIIBHOCTH

OIIK-8.2 - Ucnonb3yer
COBPEMCHHBIE
nH(POPMAIMOHHbIE
TEXHOJIOTUH [IPU PEIICHUN
3aza4 npodeccuoHaIbHON
JEATeIILHOCTH

3HaTh: OCHOBHbIE HH(OPMAIIMOHHbIE
IPOIYKTHI JJIsl CEPBUCHOM

TSI TeTbHOCTH

YMeTh: IpUMEHSTh 3HaHUS B 001aCTH
CHCTEMaTH3allu1 TPOLEYP CEPBUCHOM
JEATeIHOCTH

Bnaners: HaBbIKaMH TPUMEHEHHS
MH(OPMAIIMOHHBIX TEXHOJIOTHH B
chepe cepsuca.

1.3. MecTo iucuMnJMHbI B CTPYKTYpe 00pa3oBaTe/IbHOM NPOrpaMMbl

HucuunnuHa (Mo0yab) «TexHomoruum opraHu3alii CEpBUCHOM JEATENBHOCTH» OTHOCUTCS K
yacTu 0J10Ka yueOHOro riana, GopMUpPyeMoi ydacCTHUKaMH 00pa30BaTeIbHBIX OTHOLICHHIA.

Jlnst  ocBOeHUs AUCIHUIUIMHBL  (MOOY/is) HEOOXOAMMBI 3HAHMS, YMEHUS U  BIAJICHUS,
c(hopMUPOBAHHBIE B X0JI€ U3YUYCHHS CIEIYIOMNX JUCHUILIUH U MPOXOXKIACHUs MpakTuk: Opranuzanus
KOMMYHHMKaTUBHOW KAaMIIAaHWH COBPEMEHHBIX KpPEaTHBHBIX HMHIAYCTpUi, MeHemKMEHT, DKOHOMHKA,
CepBucHas nearenbHoCTh, O3HAKOMUTENbHAS TPAKTHKA.

B pesynbrare 0CBOCHMS AUCLUUIUIMHBI (M0O0Y/) GOPMHUPYIOTCS 3HAHUS, YMEHHS U BIaJCHHS,
HEOOXOUMBIE ISl U3YYEHHUS CICAYIOUMX NUCUUIUIMH U MPOXOXKJIEHUS MpakTHK: CepBHC My3€HHBIX
IIPOCTPAHCTB, YIPaBJIEHUE PUCKAMHU KPEAaTUBHBIX MHAYCTpUH, CepBUC KPEaTHBHBIX MPOCTPAHCTB U
BBICTaBOK, CepBUC TYPUCTCKUX MPOCTpaHCTB, OpraHu3allMOHHO-yIpaBiIeHUYeCKas MPaKTHUKA.

2. CTpyKTYypa AMCUUIJIMHBI
O6mas TpyA0EMKOCTh TUCHUIUTHHBI COCTaBISET 6 3.¢., 216 akajgeMuyeckux daca (oB).

CTpyKTypa AMCUUIIMHBI 151 04HOH opMbI 00yUeHUst

O0beM auCHUIIIMHBI B (OpME KOHTAaKTHOW pPAabOThI 0OydYarommumxcsi ¢ TeAaroruiecKuMu
paboTHMKaMu W (WJIM) JMIaMH, NPUBJIEKAaEMbIMH K pealu3alii 00pa30BaTeNbHOW MpOrpaMMbl Ha
WHBIX YCJIOBHSX, TIPH MTPOBEICHUH YICOHBIX 3aHATH:

Cemectp | Tun yueOHBIX 3aHATHIA KomnuectBo
4acoB
2 Jlexknuu 18
2 CemuHapsl 24
Bcero: 42




3 Jlexuuu 18

3 CeMuHaphl 24

3 KouTtpoib 18
Bcero: 60

Hroro 3a 2 u 3 cemecTphl 102

O6beM AuCUMITUHBI (MOYyJIs1) B pOpME CAaMOCTOSITEIbHON PaboThl 00YYAIOMINXCS COCTABIISIET
66 akazeMHueCKUX 4acoB BO 2 cemecTpe u 48 yacoB B 3 cemecTpe.

3. Conepxxanue QM CHUILTHHBI

Ne

HaumenoBanmue pa3geina
AMCUMILIMHBI

Conepxanue

CepBucHas JA€SITEIBHOCTD, KaK
dopmMa yIoBIETBOPEHUS
YeJIOBEYECKUX MTOTpeOHOCTEN

[TonsiTre «moTpeOHOCTHY. JleaTeIhHOCTh KaK MpOoIece
yIoBJIeTBOpeHHs oTpeOHocTel. CyIIHOCTh YCIYT U UX
poib B COBpeMEHHOM 53koHOMuKe. OrmnpeneneHue
CepBHUCA U CEPBUCHOMN

nesitenbHOCTH.  Kiaccudukanmss U XapaKTEpUCTHKU
MOTPEOHOCTEN B yCIyrax U CEpBUCHOM OOCITYKHUBaHHUH.
DKOHOMUYECKHE, COLIMAJIbHBIC MOTPEOHOCTH.
MotuBanuss u MoTtuBupytomue Qaxtopel. Teopun
MoTuBanuu. IIpouecc ynoBieTBOpeHUss NOTPEOHOCTH.

XapakTepucTuka norpedurens. daxTopHl,
OKa3bIBAIOIINE BIIMSIHHE Ha  IOKYIaTelIbCKOE
MOBE/ICHUE: JUYHOCTHBIE, collMajbHbIe,

MICUXOJIOTHYECKHEe, KYyJIbTypHOTO TMOpsaka. Mojenb
MOKyIaTeIbCKOro  moBeneHus. [Iporecc mpUHATHS
pemenust o mokynke, yciyre. Cdepa cepBuca, Kak
croco0 BeneHUs OusHeca, C(POKYCHMpOBaHHBIH Ha
kinueHTe. CepBUCHAsT JIEATEIBHOCTh B TypH3ME,
TOCTEIIPUMMCTBE M PECTOpPaHHOM OM3Hece.

ConuanbHble NPEANOChUIKH
BO3HUKHOBEHUS U PA3BUTHUS
CEpPBHUCHOM AEATETbHOCTH

Bospacratomiee 3HaueHue cdeprl 00CiIyKUBaHMS Ha
COBPEMEHHOM JTame. OBOJIONMS MOHATHS TOBap.
[IpuHuMnbl coBpeMeHHOro cepBruca. OCHOBHBIE 3aaul
CUCTEMBI cepBHca. Buael cepBuca 1o BpPEMEHH €ro
ocymecTBieHus. DupmeHHbi cepBuc. (OCHOBHBIE
3a/laud CHUCTEMbl CEpPBHUCA B COIMAIBHO-KYJIbTYPHOU
chepe. Buapl cepBuca 1o comep)kaHUIO PadoOT.
OcHOBHBIE OAXOABI K OCYILIECTBICHUIO cepBuca. Poib
CIELMAINCTA 110 CEPBHUCY.

Bomnpocs! ucropun pasButus
cepBuca B Poccun

HcTopuueckue 3Tambl MOSIBIEHUS CepBUCA. YCIYTH B
MIEPBOOBITHON KYJBTYype W apXandeCKHX COOOIIECTBax
(toucropuueckoe Bpems). Juddepennmanus 3aHATUR
Y COITMAITLHBIX pOJiei. 3apOKACHUE U pa3BUTHE YCIYT B
obmectBax apesHero mupa (3000-4000 rr. 1o H.3. 1 V
B. H.D.). VYcIyru B CPEIHEBEKOBOM  OOLIECTBE.
Huddepenumanuss Xo3giUCTBA M CO3JaHUE  YCIYT
HOBOTO THMHAa. 3apoXkKIeHHE  KamUTATHMCTUYECKHX
OTHOLIEHUH B cdepe skoHOMUKH. Pa3Butue ycmyr u
CCpBHCHOfI ACATCIbHOCTH B HHAYCTPpUAJIBbHOM H
MOCTUH/Ty CTPHATILHOM o01ecTse. CepBucHas
JESITeITbHOCTD B Pa3BUBAIOIIMXCS CTpaHax.




CBoeoOpazue oreuecTBeHHOW cdepsl yciyr B Poccun.
XO035IICTBEHHOE U 3THOKYJIBTYpPHOE MHOroobpasue
poccuiickoro oOmecTBa (HapoJasl C PasHbIM YKIAJIOM
KU3HU U TPUBBIYKAMH, pa3jinuHble penuruu). Ponp
rOCy/IapCTBEHHBIX MEXaHU3MOB B Pa3BUTUU YCIYT.
PasButie  €OUMHOrO  XO3SIMICTBEHHOIO  MEXaHH3Ma.
Biusaue nosuTuku Ha pasBuTHE ycayr. Passutue
COLIMOKYJIBTYPHBIX YCIYyT WU APYTHX YCIYr B DPa3HbIe
NEPUOJIbI SKOHOMHUYECKOro pa3Butusi. Cdepa yciayr Kak
CaMOCTOsITeNIbHAs 00JaCTh MPEAIPUHIMATEIbCTBA.

BnusHue  MHAOYCTpHAJIBbHOTO  TNPOM3BOJACTBA  Ha

OpraHH3aINIo YCIIYT. Pa3Butne CPEICTB
NEpCABUKCHUA, HPIIJ.IGBOﬁ MMPOMBIIIJICHHOCTH.
KpenntHo-0aHKOBCKMX yCIyr. YCIyrd B JIOCYTOBOH
obacry, 0COOEHHOCTH CcBOOOIHOTO
BPEMSIIPETIPOBOKICHHUS. CraHoBieHue
WUHyCTPUAIILHON KYJIBTYPBL, Iepexon oT

TPaJAULMOHHBIX K WHAYCTPHAIBLHO-MAaCCOBBIM (popmMam
pa3BuThsa. YpOBEHb IJKMU3HM HaceleHuss u cdepa
oOCITy’)KMBaHUSI B COBETCKMH W  TIOCTCOBETCKHUU
nepuonel.  JIubepanbHO-pbIHOUHBIE TpeoOpa3oBaHUs
1990-x romoB. ApjanTaius CONMAIBHOH CcQepbl K
PBIHOYHBIM YCJIOBHUSIM X0351CTBOBAHMSL.

[ToHsITHE «KOHTAKTHOM 30HBDY Kak
cdepsl peanu3auu CepBUCHOM
JIeSITEIbHOCTH

OnpeneneHne  «KOHTAaKTHOW  30HBD».  JlenmeHue
«KOHTaKTHOUM 30HBD» HA BHJIbI: TACCUBHAS U aKTHUBHASI.
OYHKIMM MACCUBHOM «KOHTAKTHOW 30HBD» U METOIbI
BO3JICUCTBUS C KJIIMEHTOM B €€ MpocTpaHcTBe. DYHKIIUU
U YPOBHHU aKTUBHOCTHU «KOHTAaKTHOH 30HBDY. [lepBbiii
YPOBEHb — MEPBBI KOHTAKT C KJIMEHTOM. BTopou
YPOBEHb — BCIIOMOTATENIbHBII CEepBUC, 00s3aTEIbHBII
CEPBUC, NPEICTABICHHBIN KIUEHTY. TpeTuil ypoBEeHb —
JOTIOIHUTENBHBIN cepBuUc. [Icuxonoruueckas KyiabTypa
CepBHCA: TICHXOJIOTHSI CIYXOBl CEpBHCa;, TPyIOBas
NEATEIbHOCTh PA0OTHUKOB Cdepbl  00CTyKHBAHUS.
Ortudeckas KyJnbTypa cepBuca: mpodeccrnoHanbHas
3THKA; KyJIbTypa OOIIeHHs] PAaOOTHUKOB C KIMEHTaMH.
OcreTnueckas KyJlabTypa: TEXHUYECKas HSCTETHKA U
NU3aiiH; SCTETHKA BHEUIHETO OGOpMIICHHS MHTEphepa
ceppuca ©  paboumx  MecT  OOCIyKHUBAIOIIETO
NepcoHana; BHEUWIHUN 00MuK paboTHHKA. DTHUKET
pabOTHUKA KKOHTAKTHON 30HBD).

Bunbl cepBUCHOU JESITEILHOCTH

CoBpeMEHHBIN CEpPBUC, €r0 BUABI M IEPCIEKTUBBI
pa3BuTusA.  XapakTEepUCTHMKAa  BUJIOB  CEPBUCHOMU
JESATEIBHOCTH. Hayunsrii aHaJIN3 CEpBUCHOM
nestenbHOCTH. CepBUCOJIOTHS — HayKa O CEpPBUCHOM
NEATENIBHOCTH. TeopeTnyeckuii aHaau3 CEpBUCHOU
NEeATEIbHOCTH. MeTononaorus aHainus3a CEepBUCHOM
NEeATEIbHOCTH. JKOHOMUYECKHM, COLMOJIOTUYECKUN,
YIIPaBICHYECKUN aHAJIU3 CEPBUCHOM JEATEIbHOCTH.
CepBuchas JESATEIIBHOCTD KaK BHYTPEHHSA
(mcuxuyeckasi) U BHEIHsS ((pu3nUUeckas) aKTUBHOCTh
yenoBeka. CTpyKTypa NesiTebHOCTH _ (IIOCTaHOBKA




LIEJIM, OCO3HAHME 3ajay, BHIPAOOTKA IJIaHA JCHUCTBUSA).
Buytpennue perymstopsl neiictBus. OCHOBHbIE BUBI
NEeSTeNIbHOCTH (Urpa, yuyeHue, Tpyn). XapakTepucTUKa
NESTeIbHOCTU. 3HAHMsI, HAaBBIKM, YMEHMsI, IPUBBIUKA,
OIIBIT.

B3aumooTrHomeHus cnenuaincta
10 CEPBUCY C KIIMCHTOM B IIPOLECCC
OCYHICCTBJICHUA CepBI/ICHOﬁ
JACATCIIBHOCTH

Crnenuduka yciayr WHIYCTPHUH TOCTEIIPUAMCTBA U
typusma. [IpoOnembl KadecTBa MPOMYKTA. Y CIOBHS
CO3lIaHMsI KauyeCTBEHHOro cepBuca. [loCTOSIHCTBO
KauecTBa OOCTYyXXMBaHUS.  YIIyYIlIeHHE  KadecTBa
cepBuca Ha  TOpeAnpusATHS Ccepsl  COIHMATBHO-
KyJIbTYPHOTO CEpBHCA U Typu3Ma. B3amMOOTHOIICHHUS
CICHIUAINCTA TI0 CEPBUCY U MOTPEOUTENS C KIMECHTOM.
[Tonsitie 06 obmenun. Ctpykrypa obmenus. @opma,
CTHJIb, KYJIBTYpa OOIIEHHsI. DTalbl B3aUMOJICHCTBUSI.
OcobenHoctu OOIIEHHST B  «KOHTAKTHOM  30HE».
[cuxonmorunueckue 0COOEHHOCTH npoiiecca
o0CITyKUBaHUSI. MexaHnu3m MEKITHYHOCTHBIX
B3aMMOOTHOIICHUH B TPOIIECCE OOMIEHHS. DTUICCKUE U
ACTETHUYECKUE OCOOCHHOCTH CEPBUCHOU JIESATEIBHOCTH.
Kano6sr " KOH(JIUKTBI c KJIMCHTaMH
(motpedurensamu). CriocoOb! pazpenieHus KOHPIUKTOB.
JlenoBoii  (mpoeccOHaNbHO-CITYKEOHBIH)  ATHKET.
dunocodust 00CITyKUBaHUS. TpeboBanus K
00CITy>KUBAIOIIIEMY TIepCOHAIY. Monens
poPeCCHOHATBLHOTO MOBEICHHS.

Teopus opranuzanuu
00cITy )KHBaHUS

CepBucHas JaesaTenpHOCTh Kak mnpouecc. CyliHOCTb
OKa3aHusl yCIyr B COLIMAJIbHO-KYJIbTYPHOM CEpBHCE U
typusme. Ortpacan chepsl oOciyxuBanus. Hoswle
BUJIbl YCIIYT M IPOrPECCUBHBIE POPMBI 0OCITYKUBAHUS
KJINEHTOB. CoBepiieHCTBOBaHUE cepBHca.
AnanTanvoHHO-IMHAMUYECKHE XapaKTepUCTUKU
CEpBHMCHOM JEATENBHOCTH. PazBuTne cepBuca B paMKax
HKOHOMHYECKOW JIeATeNIbHOCTH (Maible, OoibIIue M
CE30HHBIE  IMKJIBI ~ HSKOHOMHYECKOM  KYyJBTYpHI).
XapakTepucTuKa pOCCHIICKON SKOHOMHUYECKOU
KOHBIOHKTYpbI. BHeIpeHue nHHOBaIMU B cepy yCIyr.
JKu3HEHHBI LUKI YCIYrM U €ro OCOOEHHOCTH B
NpEINpUHUMATENbCKON  AesTenbHOCTH.  [loHsTHe
nporecca  oOchmyxuBaHWA. MeToapl ©U  (OPMBI
00CITy)KUBaHUSL. Crnenuduxa 00CITy>)KUBaHUSL.
Opranm3anust 0OCITy)XMBaHUSI B KOHTAKTHOH 30HE.
Bunsl o6cimykuBaHus B COLUANBHO-KYJIBTYPHOHU cdepe.
3aKOH 0 3al[UTe IIPaB MOTPEOUTEIS

HpeI[HpI/I}ITI/ISI, OKa3bIBArOIIHE
YCIIyI' HACCJIICHUIO

OpraHu3alluOHHO — TPaBOBble (OPMBI CEPBUCHBIX
NPEANPUATHI, OKa3bIBAIOIIUX PA3JIUYHBIE YCIYTH.
OcoOeHHOCTH yTIPaBJICHUS! CEPBUCHBIM MPEANIPHUITHEM,
OCHOBHBIC (bYHKIII/IH n 3aJ1a4uu YIpaBJICHUA.
OpraHu3anuoHHas CTPYKTYypa CEepBUCHOTO
npeanpusaTust, €€ TUIIbI U OPraHU3allMOHHBIC IMOJAXOAbI.
[Tpon3BOICTBEHHBII MEHEIKMEHT U OCHOBHBIE CTaJIUU
cepBuca oOcCiIyXUBaHUs noTpedureneil. TypobusHec u
€ro _0COOCHHOCTHU. JlesATeNIbHOCTh TYpPONepaTopoB U




TypareHToB. Buzpl Typusma: BbE3JHOH, 3apyOeKHBIH,
AKCTpEMaJIbHBIN, PEKPEaIllMOHHBIA, aBTOMOOWIHHBIMN,
nenosou. IlpeanpuAruss pecTOPaHHO-TOCTUHUYHOIO
ouzHeca. OCOOCHHOCTH B3aUMOOTHOIIIEHUH TYyphUpM C
IPEAIPUITUSIMU PECTOPAHHO-TOCTUHUYHOrO OU3HEca.

Pa3HOBUIHOCTB yCIyT U UX
XapakTepUCTUKA. MapKeTHHT yCIIyT

VYcnyru B COBPEMEHHOM 3KOHOMMKE. XapaKTEpUCTHUKA
yeryr. OcobenHoctu  poeiHKa yceuyr. CoBpeMeHHOe
COCTOSIHUE M TEHJIEHLMM pPAa3BUTHUA CQepbl YCIyT.
CoctossHue MupoBoro peiHka ycayr. ConuanbHo-
YKOHOMHYECKOE 3HAUYECHUE U BUJIBI TYpHU3Ma.
Knaccudpukanus yciayr U CEpBUCHBIX IPOLECCOB,
MaTepHajbHbIe u HeMaTepuajbHbIC YCIIyTH.
Knaccupukanus  yoryr  mo  (QyHKIMOHAILHOM
HanpasieHHocTu. OOuiepoccuiickue KinaccupuKaTopbl
ycnyr  Hacenenumtoo.  Kmaccudukanust  yeayr 1o
OTpaciIeBOMY IIPUHLINILY. KommuiekcHas
knaccudukanus  yeayr. Knaccudukanms yemyr mo
Crentony u Jbxanny, Yeisy, locraky, Xwumiy.
[To3unyoHnpoBaHue CEpBUCHBIX Ycayr. JKU3HEHHBIN
LUK TOBapa M YCIYTHW, OLEHKAa KaudecTBa YCIYT.
XapakTepucTUKa OCHOBHBIX BUJOB CEPBUCHBIX YCIYT.
ACCOPTHMEHT HOBBIX YyCIyr. 3ajaud MU (QYHKUUHU
MapKeTHUHIa CEPBUCHOIO MPEANpPHUATHS, MapKETUHT
B3aMMOOTHOIICHUH OTPEOUTEIIS U IEPCOHAIA.
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Teopus u npakTHKa cepBuca ¢
y4eTOM HallMOHAJIbHBIX,
PETHOHAIBHBIX, STHHYECKHUX,
nemMorpaduueckux v NpupoaHO-
KJIIMMAaTUYECKUX 0COOCHHOCTEN
00CITyKUBaHUS

TepputopuanbHble acHeKThl PAa3BUTHUSL PBIHKA YCIYT.
CepBuc ¢ y4yeTOM HalMOHAJIBHBIX, IPUPOJHO-
KJIIMMaTHYECKHUX u JIPyTrux 0CcOoOeHHOCTEH
oOciy:)xuBaHusl. KOMMAKTHBIM THI pBIHKA  YCIYT.
JlucnepcHeld  THII pbhIHKA yciyr. PernonanpHas
KOHBIOHKTYpPa pbIHKa yCiIyr. DakTopsl, BIMSIOIIAE HA
MOTPEOUTENBCKOE MOBE/ICHUE:! Ja”AmapTHO-
KJIIMMaTUYECKHE M DKOJOTMYECKHE YCIOBHS JKU3HH;
STHO-HAI[MOHAJbHBIE,  PEJIUTHMO3HBIE W Jpyrue
KyJbTYPHBIE TPAIULUHU; TEPPUTOPHAIBHOE pa3lIeICHHE
TpyJa U COLMAJIbHO-IKOHOMUYECKUE YCIIOBHS >KU3HU
moxae. OcHOBHBbIE  TpeOOBaHWS  HALMOHAIBbHBIX

CTaHJAPTOB. PernonanbHbie HOpMaTUBHBIE
PErIaMeHTHPYIOIUE IOKYMEHTBHI.
11 | UnguBuayanbHOE 0OCTyKUBaHUE [Ipornecc o0cIyKuBaHUS VHJVBHTyaIbHBIX

KaK CaMOCTOATEIbHBINA BU]T
poeCCHOHATBHON JIeATETLHOCTH

norpedureneii, ero OCHOBHbIE (OPMBI, METOIBI H
npaBuia oOciyxuBanus. [IporpeccuBbie  (HOPMBI
OOCTyXKMBaHUS ~ WHIWBUIYAIbHBIX  MOTPEOUTENECH.
OcHoBHBIE THIIBI CEPBUCHBIX MOCPETHUKOB,
MOCPEIHUYECKHE UM JO0CYroBble yciayru. BHenpenue
HOBBIX (opM oOCITy)XMBaHWUS W HOBBIX BHJIOB
cepBHCHBIX yciyT. [IpaBoBoe oOecrieueHne CepBUCHON
NeSITENIbHOCTH. Kanobsr u MIPETEH3UN
WHIMBUIYATbHBIX MTOTPEOUTENEH, 3aIIMTa UX IIPaB

4. O0pa3oBarejibHbIE TEXHOJIOTUH




Hns

IIPOBEACHUS

yueOHBIX
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3aHATUA 110

IUCHUIIINHE

HCIIOJIB3YIOTCA

pasiu4HbIe

oOpa3oBaTesibHble TeXHOJOTUHU. [ opraHu3zanuu y4eOHOTO Ipolecca MOXET ObITh HCIOIb30BaHO
ANIEKTPOHHOE 00yueHue U (WJIH) JUCTAHIIMOHHBIE 00pa30BaTEeNbHBIC TEXHOIOTHH.

B mnepwon BpeMEHHOTO MPUOCTAHOBJICHHS TOCEHICHHS OOYYArONUMHUCA TOMEIIEHUNH U
tepputopuu PITY mist opranuzanuu yueOHOTO mpoiiecca ¢ MpUMEHEHHEM dJIEKTPOHHOTO O0YUYEeHHS 1

JUCTAaHIITMOHHBIX

00pa3zoBaTebHBIX

o0Opa3oBaTeNbHbIE TEXHOJIOTHH:
— BUJIEO-JIEKIINH;
— OHJIAMH-JIEKIIMH B PEKHUME PEATbHOTO BPEMEHHU;
— DJICKTPOHHBIC YUYCOHHUKH, yueOHbIE TOCOOUS, HAYYHBIC U3IaHMS B AJICKTPOHHOM BHJIE€ M IOCTYTI

K MHBIM 3JIEKTPOHHBIM 00pa30BaTeNIbHBIM pecypcam;
— CHCTEMBI JIJIS 3JICKTPOHHOTO TECTUPOBAHNS,
— KOHCYJIbTAIIUU C UCIIOJIb30BAaHUEM TEIEKOMMYHUKAIIMOHHBIX CPEJCTB.

TEXHOJIOTUN

MOTYT  OBIThH

5. Onenka NJIAaHMPYeMBbIX Pe3yJbTATOB 00y4eHHs

5.1 CucremMa olleHUBAHUA

HCITIOJIB30BaHbI

CJIeIyIOIINe

®opMa KOHTPOJIS Makc. K0JIM4ecTBO 0aJJI0B
3a oany Bcero
padoTty

Texyuuii KOHTPOJIb:

- OIIpOC 5 6amnoB 30 GamioB

- yJacTHe B AUCKYCCUU HA CEMUHApE 5 GamioB 10 6amioB

- KOHTPOJIbHAs paboTa (Temsbl 1-5) 10 GamioB 10 6amnoB

- KOHTpoJIhbHAst paboTa (Temsl 6-11) 10 6amoB 10 GamioB

[TpomexxyTouHast aTTecTamnms — 3a4€T BO 2 CEMECTPE U IK3aMeH B 3 ceMecTpe 40 6annoB

HToro 3a cemecTp 100 6amnoB

ITosry4eHHBI COBOKYIHBIN pe3yabTaT KOHBEPTUPYETCS B TPAAULIMOHHYIO IIKATy OLICHOK U B
IKaTy OIleHOK EBporieiickoii cucteMsl epeHoca 1 HakoruieHust kpeautos (European Credit Transfer
System; maiiee — ECTS) B COOTBETCTBHHM C TaOJIMIICH:

IMxana
100-6amnpHas mkana | TpagumuoHHas mkana ECTS
95 -100 A
23 04 OTJIMYHO B
68 — 82 XOPOIIIO 3a4TECHO C
56 — 67 D
50_55 YJOBJIETBOPUTEIBHO E
20-49 FX
0-19 HEYJO0BJIETBOPUTEIHHO HE 3a4YTE€HO F

5.2 KpurTepuu BbICTABJICHHS] OLIEHKH 110 JUCHMUILIHHE

MIPOMEXKYTOYHOH aTTeCTaIlUH.
OO0y4JaroIuiics UCUSPITBIBAOIIE H JIOTHICCKH CTPOWHO M3JIaracT yueOHbI MaTepHal,
yMeeT YBSI3BIBATh TCOPHIO C MIPAKTUKOM, CIIPABIISICTCS C PEIICHUEM 3a1ad
po¢eCCHOHATHHOI HAMIPaBICHHOCTH BBICOKOTO YPOBHS CIIOKHOCTH, TIPABUIIEHO
000CHOBBIBAET IPHHSTHIC PEIICHHUS.

Baibl/ Ouenka no KpuTtepuu onieHKHu pe3yjbTaToB 00y4eHHs MO JUCHHUIIIMHE
Hlkana | aucuun/nHe
ECTS
100-83/ OTJIMYHO/ BeicraBinsiercst o0y4aromieMycsi, €Clid OH TITyOOKO ¥ TPOYHO YCBOMJI TEOPETUUECKHUN U
AB 33YTEHO MIPAKTUYECKUH MaTepHai, MOXKET IPOAEMOHCTPUPOBATh 3TO Ha 3aHATHUIX U B XO€
b
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Banael/
HIxana
ECTS

OuneHka nmo
JIUCHUILIMHE

KpnTepnn OLICHKH Pe3yJabTaTOB Oﬁy‘{eHHfl o AUCUHMIIJINHE

CB00OIHO OpHEHTHPYETCS B y4eOHOI 1 MpodecCHOHATIBHON INTEpaType.
OueHka 0 AUCIMIUIMHE BBICTABISIIOTCS] 00yYaronieMycs ¢ y4ETOM pe3yIbTaToB
TEKYLIEN U IPOMEXYTOUYHOM aTTeCTal1H.

Kommnerenmyu, 3akperi€HHbIE 3a TUCIUIUINHOMN, C(OPMHIPOBAHKI HA YPOBHE —
«BBICOKHI.

82-68/

X0pOIIo/
3a4TCHO

BricTaBisieTcst 00y4aromeMycsi, €CIIM OH 3HACT TCOPETHUCSCKUMN M IPAKTUICCKUIN
MaTepualjl, [paMOTHO M 110 CYILIECTBY M3JIaraeT €ro Ha 3aHATHUAX U B XO/A¢
IIPOMEKYTOYHOM aTTeCTaliy, He JOIyCKasi CYyLIECTBEHHbIX HETOUHOCTEH.
OOyuaronuics MPaBUIILHO PHUMEHSIET TEOPETHYECKUE TTOJIOKEHHS IPU PELICHUH
MIPaKTHYECKUX 33124 NPo(eCcCHOHAIBLHON HANPaBICHHOCTH Pa3HOTO YPOBHS
CJIO’KHOCTH, BJIaJie€T HEOOXOJMMBIMH ISl 3TOTO HABBIKAMHM M ITPUEMaMH.
JlocTaTo4HO XOPOIIO OPHEHTHPYETCs B yueOHOH 1 pohecCHoHaIBHOM InTeparype.
Or1eHKa 1O JUCIUIUTMHE BBICTABIISIOTCS 00yJaromeMycsl C YIETOM Pe3yIbTaToB
TEKyIIEH 1 IPOMEKYTOUHON aTTeCTALlNH.

Kommnerentmu, 3aKperiéHHbIC 3a TUCIUIUINHOMN, C(OPMHIPOBAHKI HA YPOBHE —
«XOPOITHHY.

67-50/
D.E

yIIOBJIETBO-
puTeIbHO/
3a4TECHO

BricTaBisiercs o0y4aromeMycsi, €CIIi OH 3HaeT Ha 0a30BOM YPOBHE TEOPETHUECKUNA U
MIPAKTUIECKUN MaTepHa, JOMyCKaeT OTAEIbHbIC OMNOKH IPU ero N3JI0KEHUN Ha
3aHATHSIX U B XOJI€ TPOMEXYTOUYHOM aTTeCTaIuy.

OOyyJaroIIHiics UCTIBITHIBACT ONPEISIEHHBIC 3aTPY/THCHUS B IPUMECHCHUH
TEOPETHUYCCKHX TMOJIOKEHUH MTPH PELICHUHN MPAKTHUECKUX 3a7a4 MPo(ecCHOHATLHON
HATPABJICHHOCTH CTAHAAPTHOTO YPOBHS CIIOKHOCTH, BJIaJICCT HEOOXOUMBIMU IS
9TOr0 0a30BBIMU HABBIKAMH U TIPUEMAMHU.

JleMOHCTpHpYET NOCTATOYHBIN YPOBEHb 3HAHUS YICOHOM TUTEPaTyphI IO AUCITUTLTHHE.
Or1eHKa TT0 JUCIUTUTMHE BBICTABIISIOTCS 00yJaroIIeMycsl C YIETOM Pe3yIbTaTOB
TEKYyIIeH U MPOMEKYTOYHON aTTeCTAIINH.

Kommnerentmn, 3aKperuI€HHbIC 3a TUCIUIUINHOMN, C(OPMIPOBAHKEI HA YPOBHE —
«JIOCTATOYHBIIN.

49-0/
F,FX

HEYIOBJIET-
BOPUTENHHO/
HE 324TCHO

BeicTaBisieTcs 00yuaroeMycs, eclid OH He 3HaeT Ha 6a30BOM YPOBHE TEOPETHUECKHH
U IIPAaKTUYECKUI MaTepHall, JOIycKaeT IpyOble OIIMOKU PH €ro U3J0KEHUH Ha
3aHATHAX U B XOJI€ IPOMEXKYTOUHON aTTECTALIUH.

OOy4aroIICS UCIIBITBIBACT CEPhE3HBIE 3aTPYAHCHUS B IPUMEHEHUH TEOPETHIECKHUX
MOJIOKEHUH MIPU PELICHUH MIPAKTUYECKUX 3a]a4 MPo(ecCHOHAIBHON HAaIPaBICHHOCTH
CTaHJIAPTHOTO YPOBHS CIOXKHOCTH, HE BIaZeeT HeOOXOAUMBIMY JJIs 3TOI0 HaBBIKAMH U
IpUEMAMH.

JeMoHCcTpupYyeT (hparMeHTapHbIe 3HAHUS Y4eOHOH IUTEPaTypBl 110 AUCLUIIINHE.
OueHKa 110 AUCLIUIUIMHE BBICTABIIAIOTCA 00yJaroIeMycs ¢ yu€TOM pe3yIbTaToB
TeKyllel ¥ IPOMEKYTOYHOH aTTECTalluH.

KommeTeHnym Ha ypoBHE «IOCTATOUHBIN», 3aKPEIIEHHBIE 33 TUCIUILUIMHON, HE
copMHUPOBAHEI.

5.3

O 00 3O L b~ W

OneHounble cpeacrBa (MaTepuajbl) A8 TEKYIIero KOHTPOJS YCIIeBAaeMOCTH,
NPOMEKYTOUYHOM aTTeCTALMH 00y4aIoIMUXCH N0 JUCHUIITTHHE
KoHTpoJibHBIe BONIPOCHI /151 IPOBEICHUS 3a4€Ta
1. Juddepennuanys 3aHATUH U COLMATIBHBIX POJIEH B MEPBOOBITHON KYJIbTYPE U apXandecKux
coo01IecTBaxX.
2. 3apokaeHne U pa3BUTHE YCIYT B 00IIECTBAaX APEBHETO MHUpA.

. Ycyru B cpeiHeBeKOBOM o01ecTBe 3anaaHoi EBpombi.

. Bmustaue mHAyCcTpHanbHOTO MPOU3BOJICTBA HA CEPBUCHYIO JIEATEITHHOCTD.
. CepBucHas AESITENLHOCTD B OOIIECTBE MOCTHHAYCTPUATHLHOTO TUTIA.

. CepBuCHas JAATEIHHOCTh B Pa3BUBAIOIINXCS CTPAHAX.

. O0bexTHBHBIC (hAaKTOPHI Pa3BUTHS XO3IUCTBOBAHUS U yciyr B Poccum.

. Ponb TOCYJapCTBCHHBIX MCXaHU3MOB B Pa3BUTHU YCIIYT.

. OTedecTBEHHbIE YCIYTH: OT TPAAUIIMOHHBIX (POPM K COBPEMEHHBIM.

10. VYpoBeHp Xu3HM HaceleHUs U cdepa OOCIyKUBAHUS B COBETCKHH M ITOCTCOBETCKUMA

Nnepruoanbl.
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11. MeTonosoruyecKkue OCHOBBI M MEXIUCUUIUIMHAPHBIA XapakTep Hay4yHOro aHaJln3a
CEpPBHUCHOM IESTEIbHOCTH.

12. [Moxxo K U3y4EeHHUIO CEpBUCHOM IEATEILHOCTH B paMKaX «0O0IIECTBEHHOTO MOTPEOICHUS.

13. Teopernueckne OCHOBAHMS aHAIM3a CEPBHUCHOM IEATENBHOCTH NOCTHH]YCTPHAIBHOIO
o01ecTBa.

14. Knaccuduxarus yciayr U cepBUCHOM AESITETbHOCTH B HAYYHOM aHaJIM3e.

15. DxoHOMHUECKAS CYLIHOCTH CEPBUCHOMN AESITEIBLHOCTH.

16. CepBuCHast 1EATENBHOCTh B CTPYKTYPE X039UCTBEHHOM MPAKTUKH.

17. CepBucHas AesTeIbHOCTh KaK CIIOCO0 yIOBIETBOPEHUS OOIIECTBEHHBIX MOTPEOHOCTE.

18. 3aBUCHMOCTb CEpPBUCHOW JESATENBHOCTH OT Teorpapuueckux, I[OCEJIeHYECKUX U
nemorpagpuueckux (hakTopoB.

19. T'ocymapcTBEHHO-TIPABOBOE PETYJHUPOBAHUE CEPBUCHOW JEATEIIBHOCTH M BBINOJHEHUE
rOCyJJapCTBOM CEPBUCHBIX (DYHKITHA.

20. 3smeHeHune pou CEpBUCHOM IEATETLHOCTH B YKOHOMHUYECKOM M OOIIIECTBEHHOM Pa3BUTHH.

21. UnTeHcupukanus MeXayHapoIHOTO 0OMEHA yCIyTraMH.

22. DKOHOMUYECKUE M OpraHU3alMOHHBIE ACMEKThl CEPBUCHON AESITEILHOCTH COBPEMEHHOTO
THUIIA.

23. CepBuCHasl 1eATEIbHOCTh KaK MPOLIECC U €TO CBSI3b C IKOHOMHYECKON KOHBIOHKTYPOIA.

24. Oco0OeHHOCTH IpolLecca BHEAPEHNU HHHOBAIUI B cepy yCIyT.

25. JKu3HEHHBI UK YCIyrH M YYeT €ro OcoOeHHOCTeH B NpeaIpUHUMATEIbCKOU
JIESATEIIBHOCTH.

26. [IpoGnema kauecTBa 1 0€30MACHOCTH YCIYT B MPAKTHUKE COBPEMEHHOTO CEPBHUCA.

27. YupapieHHe Ka4eCTBOM yCIyT, KOHTPOJIb CTaHAAPTOB U 0€30MaCHOCTU 00CTy>KUBAHHUSL.

28. KynbTypa cepBuca.

29. OTH4ecKre OCHOBBI, 1€JI0BOM ITUKET U ICTETUUECKUE ACIIEKThI CEPBUCHOMN AESTEIBbHOCTH.

30. OcobOeHHOCTH TpennpuHUMATENbCTBA chepbl ycayr u crnenuduka ero pa3MeleHus Ha
teppuropuu Poccun.

31. CepBuCHBII Ou3HEC B CTPYKTYpE BJIACTHBIX M HMMYILECTBEHHO-IIPABOBBIX OTHOILIEHUH Ha
MecCTax.

32. HWnauBHIyallbHO-TMYHOCTHBIE U COLMAJIbHO-KOPIOPATUBHBIE MPEANOCHUIKA Pa3BUTHSA
CepBUCHOr0 OM3Heca.

33. OcobeHHOCTH 00I1IEro ynpaBIeHUs] CEPBUCHBIM MPEANPUATHEM.

34. Opranu3anMoHHas CTPYKTYpPa CEPBUCHOTO NPEANPHUATHS.

35. IIpou3BOACTBEHHBIN MEHEKMEHT.

36. Micnosnp30BaHue OCHOB COLIMAIIBHOTO MEHEKMEHTA Ha CEPBUCHOM IPEANPUITHH.

37. MeHeHKMEHT MepcoHaa.

38. B3aumoneiicTBre ¢ MOTPEOUTEISIMU YCIYT KaK yIpaBieHYecKas 3a/1a4a.

39. Ctparerust 1 TaKTUKa MapKETUHTa CEPBUCHOTO IIPEIITPUSITHS.

40. Onpenenenue obuieit 3pPexTuBHOCTU PAOOTHI MIPEAIPUITHS CEPBUCA.

KoHTpoJibHbIe BONpOCHI /151 POBe/IeHUsl IK3aMeHa

. ITpyHIUIBI TOCTPOEHUS CEPBUCHOM CETH MPOU3BOAUTEINS.
. JloroBopa aBTopusanumu.
. Cnyx0a TeXHUUECKOW MOIEPIKKH.
. OT4eTbl CepBUCHBIX (PUPM NPOU3BOIAUTESIM.
. PeliTuHIrHM cepBUCHBIX QUpM.
. MoHOCEpBHCHBIE U MYJIBTUCEPBUCHBIC (PUPMBI.
. Bunenue cepBUCHON KOMITaHUH.
. Muccus cepBUCHOM KOMIIAHUH.
. PazButHe cexkropa yciyr B cepBuce.
10. MapkeTuHr yciyr B cepBUCE.
11. KoHKypeHLUs B CEKTOpPE yCIIyT.
12. CTpyKTypa CEpBUCHOTO IPEIIPUSITHS.

O 00 1 NN B W —
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14
15
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. e u 3a1a4u CTPYKTYPHBIX IIOAPA3ICICHUN.
. IlonoxxeHne o0 CTPYKTYPHOM HOJPa3ACIICHUN.
. JIOJDKHOCTHBIE MHCTPYKLUHU (TAacHopT KaJIpoBOM MO3UIMM): OOIIME TOJOXKEHUs, LEeTH U

3aJ1auM, IpaBa COTPYAHHUKA, 00sI3aHHOCTH, B3aUMO/ICHCTBHE.

16
17
18
19
20
21

. YcToitunBoCTh OM3HECA CEPBUCHBIX KOMITaHUI.

. Ucnmonp3oBanme GpakTopoB 0€30MaCHOCTH.

. HopMaTuBHO-1IpaBOBOE 110JI€ CEPBUCHOM 1€ATEIBHOCTH.

. IIpaBoBO€ peryanpoBaHue OTHOIICHUH B CEPBUCHOM AEATEIbHOCTH.

. OTansl pa3BUTUS HHYOPMAITMOHHBIX CUCTEM.

. Knaccudukanusa wuHbOpMalMOHHBIX cHUCTEM: N0 (YHKUMOHAIBHOMY NpPHU3HAKY; I10

MaCIJ_ITa6y ACATCIIbHOCTU OpraHU3alluu; 110 OTpaCHCBOﬁ MNPUHAJICKHOCTHU; 110 APXUTCKTYPC peIlIeHPIﬁ.

22
23

. 3a1aun KOpHOpaTUBHON MH(OPMALIMOHHON CUCTEMBI B CEPBHCE.
. Pa3Burue uWHPOPMALMOHHOM CHUCTEMBI B CEpBUCE W HHTErpalis KOPHOPATUBHOM

MH(OPMALIMOHHON CUCTEMBI.

24
25

. YHUBEpCaNbHBIC U CHEIHATN3UPOBAHHBIE HH(POPMAITHOHHBIE CUCTEMBI.
. KopnopatuBnass mH(dopmanmoHHasi cucTeMa KaK COCTaBHas 4YacTh HH(OPMaIMOHHOM

TCXHOJIOTHH.

26
27
28
29
30
31

32.

30HBD).
33
34

35.

. OcHOBHBIE 3aJ1a41 [10/Ipa3/IeJIEHUH KOHTAKTHON 30HbI, CIOCOOBI MX peaanu3aluu.

. IlonroroBska nepconana.

. [IpoexktupoBanue npuemMHbIx myHKTOB, Call-center.

. Pons OTK, oTzena comyTCTBYOMIMX IPOAAK.

. Beiezgnas cimyxo6a.

. @aKTOpPBI pocTa Crpoca Ha YCIYTH [0 PEMOHTY ObITOBOM TEXHUKH.

[TocTpoeHne «KOHTaKTHOW 30HBD» CEPBUCHOTO ILIEHTpA, MOJPA3AEICHHUs «KOHTAKTHOM

. @aKTOpPHI yCIEUTHON pabOTHI IEPCOHANIA «KOHTAKTHOW 30HBD).
. Bo3aMoxHBIEe KOH(IMKTHBIE CUTYALIUH U CIIOCOOBI UX Pa3peIleHUs.
AcriekTbl paboThl NPUEMHBIX MYHKTOB, call-center, oTmena TEXHHYECKOTO KOHTPOJI,

BBIC3THOM CJ'Iy>K6BI, OTACIIa IIPpOoJax.

36.
37.
38.
39.
40.

41

42.
43.
44.
45.
46.
47.

MCETO/J0B.

48.
49.
50.
51.
52.
53.
54.

YcToitunBoCTh OM3HECA CEPBUCHBIX KOMITAHUH.

Hcnonb3oBanue pakTopoB 0€30MaCHOCTH.

IIpaBoBo€ perynnpoBaHre OTHOLIEHUH B CEPBUCHOM AEATEIBHOCTH.

Kpurepun onieHKH KOHKYPEHTOCTIOCOOHOCTH YCIIYT 110 PEMOHTY TEXHHKH.

KoHkypeHTHBIE CTpaTerun CepBUCHBIX KOMIaHUHI Ha pbiHKE PD.

. Pexiama yciyr.

Nmupx cepBUCHOM KOMITAHUH.

3HadyeHue GakTopa yrnpaBJIeHUS KaueCTBOM YCIyT CEPBUCHOU (PUPMBI.

[IpuHIMIBI CUCTEMHOTO OAX0/a K MPo0IeMe KauecTBa yCIIyT.

AHaiu3 U OlleHKa KauecTBa pabOThl CEPBUCHOTO MPEIIPUATHSL.

Pabouue nporeccsl, Tpedyrolue NOCTOSIHHOIO KOHTPOJISL.
WHudpopmaloHHbIE TEXHOJIOTMHM KaK MHCTPYMEHT HCIHOJIb30BAHUSA CTATUCTUYECKUX

Posib city:x0bl TEXHUUECKOTO KOHTPOJIS.
Bocnpusitue norpedurenem KkayecTBa yCciyr.
Ananranus qesTeabHOCTH (GUpMbI K TpeOOBaHUAM U 0)KUJAHUAM KIHMEHTOB.
3aJauu MEHEPKEPOB B PELICHUU NIPOOJIEM KaueCTBa YCIIYT.
Pucku cepBuCHOM NEATEIBHOCTH.
DakTOpBI 5KOHOMUYECKOH 3(h(HEKTUBHOCTH CEPBUCHBIX MPEIPUSTHIA.
OcobenHoctr (OpMHPOBAaHUS 3aTpaT M HPUHLUIBI 1IEHOOOpPa30BaHHS Ha CEPBUCHOM

IIPEATNPUATHH.

55
56

. AHanM3 TPyIOBBIX pecypcoB. MaTepHaibHbIE PECYPCHI.
. OcHOBHBIE CPEICTBA.
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57. OcoOeHHOCTH HAIOTOOOIOKEHHUS.

58. Oco0EHHOCTH X03AICTBEHHON IEITEIBHOCTH.

59. YnpasieHue (pUHAHCOBBIMH ITOTOKAMH.

60. brojxeTHpoBaHNE HA CEPBUCHBIX MPEATPUITHIX.

61. MOHUTOPHHT UCTIOJTHEHHUSI OFOJIKETOB.

62. Vcropus pa3BUTHS CEKTOPA PHIHKA YCIYT IO PEMOHTY OBITOBOM TEXHUKHU.

63. Bausinue ¢pakTopoB pa3BUTHSA TOCYJapCTBa.

64. OcoOEHHOCTH CEPBUCHOM IESITEIILHOCTH.

65. ®opMbI OpraHn3aluK CEPBUCHBIX NPEATIPUATHI.

66. HoBbie MeTobI paboTHI.

67. OCHOBHBIE TUIIBI CEPBUCHBIX NMPEATIPUATHUI.

68. HopMaTuBHO-TTPaBOBOE MOJIE€ CEPBUCHOM AEATETbHOCTH.

69. IlonsTHE pENHKUHUPHUHTA.

70. Pa3paboTka obpasa Oyaymieit komrnanun. (Bunenue).

71. AHanu3 cyniecTBYyIOIIero ou3Heca.

72. Pa3zpaboTka HOBOro OHM3HECA.

73. BHeapeHnue HOBOro Ou3Heca.

74. IlpakTrka pa3paboTKu U BHEAPEHUS MPOEKTOB PEUH)KMHUPUHTA CEPBUCHBIMU KOMIIAHUSIMH.

75. AHanu3 pa3BUTHUS YCIYT CEpBHUCA TEXHUKU ITpHU BXoxkaeHuu Poccun B BTO.

76. AHamu3 KOHKYPEHTOCIIOCOOHOCTH POCCHUHCKHX CEPBHCHBIX KOMIIAHMM B YCJIOBHSIX
rio0ann3aluy MUPOBOI SKOHOMUKH.

77. 3amauu TOCyAapCTBEHHOTO PEryJIMpOBaHuUs B yCIoBHIX BXxoxaeHus Poccun B BTO.

78. Ilopsinok pOEKTUPOBAHMUS.

79. CornacoBanue NpeanpOeKTHON U MTPOCKTHOM JTOKYMEHTAIIUH.

80. YTBepkIeHUE POEKTHON JOKYMEHTALUH.

81. CornacoBaHue NPOEKTHOM JoKyMeHTanuu, c¢ opraHamu COC, noxapHON OXpaHbl;
3€MEJIbHBIMU YIIPaBaMHU U aJIMMHUCTPALUEH.

82. Dkonoruueckue TpeOOBaHMUS K pa3MELICHUIO, MPOEKTHUPOBAHMIO U CTPOUTENIbCTBY
IPENNPUATHI cepBuUCa.

83. Dkonorumyeckue TpeOOBaHMS K SKCIUTyaTaliuu oOBEeKTOB cepBuca. 84. J[OKyMEHT Kak
uepapxuueckuii anement UOII.

85. CMBICH U CTPYKTYpa, TSN U 337291 HHPorpadum.

86. MoaenupoBanue. Buasl Mozaene.

87. HenmHeMHOCTh KOMIbIOTEPU3ALIMHA MOIETUPOBAHUS.

88. Nudorpadus kak AeATeIbHOCTb, KaK 00bEKT UCCIIETOBAHMSL.

89. ®opMbI 00111ECTBEHHOTO CO3HAHUS M MHPOPMAIIMOHHBIE TEXHOJIOTHH €S TEIbHOCTH.

90. MonenupoBanue 0O0BEKTOB B HH(GOpPMAMOHHO-3HEepreTudeckoM mpouecce (MIII)
JIESITEIIbHOCTH.

91. Pexumbl B3aumoJeicTBUs B HHPOpPMaLMOHHO-3Heprernueckom mpouecce (MIII)
JIeSITEIIbHOCTH.

92. JlokyMeHT Kak uepapxudeckuii anement U1

3agaHus U CUTYalMH /151 BHINIOJIHEHUS TEOPETHYECKOI KOHTPOJIbHOI padoThI

1. BriGepute ycayry, ¢ KOTOpOHM BBl XOpPOIIO 3HAKOMBI M OIIEHUTE €€ KadeCTBO W
KOHKYPEHTOCIIOCOOHOCTh B paMKax CpPaBHUTEIBHOI'O aHANIM3a CEPBUCHOM JEATEIBHOCTH [IBYX
OJHONPOPMIBHBIX TpeanpusTuii. ONUIINTE Ballld OXUJAHWA U CTENECHb YIOBJIETBOPEHHOCTH HX
CEPBHUCOM.

2. IlpencraBbTe ceOs B pOJTH HHCIIEKTOPA, MPOBEPSIONICTO PadOTy HMPEANpUITHN cHEephl YCIIyT.
Onuiure KpUTEpUH, MO KOTOPBHIM BbI Oy/ieTe OLIEHWBATh UX KaueCTBO cepBuca M yciyr. Moxere u
BBl ONIPEJICIUTH CTETNICHb YIOBJIETBOPEHHOCTH WUJIU HEYIOBJIETBOPEHHOCTH KJIIMEHTOB, €CJIH J1a, TO KaK?
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3. BeiGepure Kakyro-1ub60 ¢(upMy, TPEAOCTABISIONIYI0 YCIYTd, HalpaBlICHHbIE Ha
notpeburens. Pazpaboraiite cTpaTernu noBeAeHUs NMEPCOHANA C Pa3HbBIMU IICUXOTUIIAMU KJIMEHTOB B
npoiiecce BhIOOpa U MOKYIKH YCIIyT HJIM TOBApOB.

4. BcriomHHTE, KOTJja BaM MPUIUIOCH B IMOCJEIHEE BpeMsl CTOJIKHYTHCA C OOCITyXKHUBaHUEM
IUI0XOro KauecTBa. OMUILNTE CBOE MOBEJEHHUE U NOBEICHUE COTPYAHUKOB MPEANPpUATUs cepBuca. Yem
3aKOHYMJICS Balll IaHHBIM KOHTAKT U YTO BBl BEIHECIIU U3 ATOTO i ceOs?

5. OnummTe CUTyauuio, MpU KOTOPOW BBl CTajdM NOTEPSHHBIM KiIMEeHTOM. llouemy Brl
MIPEKPATUIIN TOKYIIKY TOoBapa 3TOW (QUpPMBbI (YCIyrH 3TOM (pUPMBI) M3-3a HU3KOI'O KauecTBa, HU3KOIO
ypOBHsI 00CITy>)KMBaHUS U T.1. UTO JAOIDKHA AenaTh (pupMa JUIsi TOrO YTOOBl BHOBb BO3BPATUTh CBOETO
nocTostHHOTO KiueHTa? OOOCHYHTE CBOM OTBET.

6. Pacckaxure, 0OBACHUTE, B 4YeM CyThb AOOHEMEHTHOTO OOCIYy>KUBaHHs, OECKOHTAKTHOM
dbopMBl  00CITYKUBaHUS, OOCITYXHWBAaHHS C TIOMOIIbI0 OOMEHHOTO (POHJA MalmWH W MPUOOPOB,
BbI€3/IHOT0 00CTy)XkMBaHuUs. Kakue «IIiockl 1 MUHYCBD) HECYT OHHM KJIMEHTY U CEPBUCHON (UPMBI?

7. Kakum o00pa3oM HHTEpbep IOMEIIEHHUS, B KOTOPOM HIPOBOAUTCSA OOCIyKHBAaHUE
noTpeOuTeneif, BIUsET Ha CTENEeHb MX YIOBJIETBOPEHHOCTH U A(P(PEKTUBHOCTH PpabOTHI
obcmy>xuBatomero nepconana? [lpuseaure npuMepsl U pacyeThl

8. Ouenure curyauuto. KnmeHt rosoput: «B Moem canare ¢ KpeBETKaMH CaMU KPEBETKU
oTcyTCcTBYIOT». Odurmant: «Ou, uzpuHute. Ceiiuacy. Ilocme yero Geper Omtom0 U yxomauT. ['ocTh
CUIIUT B HEJOYMEHUU U uepe3 10 MUHYT MOHUMAET, YTO O(UIIMAHT HE COOMpaeTCss CHOBA MOJIXOAUTh U
pemathk npobnemy. KiueHT Bwimen u3 cebsi, 3asBICHHBIA cepBHUC ceOsi He ompaBraai. OH Tpedyer
aJIMUHHUCTPALIMIO, TPO3UTCS HE BEPHYTHCA OOJIbILE, KAJMYeTCs Ha OCHOBHYIO INpoOJieMy WM BCe
KOCBEHHBIE.

9. KnueHr 3asBiIs€T, YTO CTOIMK HE MOAXOAMT AJI HETO, IOTOMY YTO TSHET C IBEPU», & EMY
ceiiuac 3TOT CKBO3HSIK AUCKOM(OPTEH U Jaxke onaceH JUIs 370poBbsi. OPUIIMAHT yAANAETCs BBISICHUTD,
€CTb JIM BO3MOXKHOCTb MepecaguTb. AJIMUHUCTPATOP NMPUKUABIBACT BAPUAHTHI, HA YTO YXOAMUT BpeMs.
OdunuaHT yxe OTBIEKaeTCs Ha NOTPEOHOCTH JPYrUX CTOJIOB, aJMHUHUCTPATOP BBIICHWIA, YTO
BapMaHTOB HET, WJIM €CTh HO 3HAYUTEIBHO IO3%KE U COOOIIUTh 00 3TOM KIMEHTY HE IOCYMTaNa
HY’KHBIM, TPEANOIO0XKUB, YTO 3TO clenaer opuuuaHT. KiMeHT ke He MoJlyuuB OOpaTHOM CBS3U
CBOEBPEMEHHO, CTPEMUTEILHO HAKAIIJIMBACT HANIPSHKEHHUE U 37TUTCSL.

IIpumepHbIe 3a0aHuA 1JIs1 AyAUTOPHOM KOHTPOJIbLHOM PadoThI

Hwxe npuBoxadrcs omnpeneneHuss BaXKHEMIIMX TEPMHMHOB 1O JaHHOM Teme. Bpibepurte
IIPABWJIBHOE OIPENEICHHE Ul KaKJOT0 TEPMHUHA U3 CIIUCKA:

1. Cdepa ycnyr.

2. BHyTpeHHee 00cnyKUBaHUe

3. lenoBsle (MpogecCHOHAIbHbBIE) YCITYTH.

4. IHCTUTYLIMOHAJIBHBIE YCIIyTH.

5. [loTpeburens.

6. IloTpeburenbekue yCayrH.

7. llpennoxenue.

8. IIposaiinep.

9. llpoxyueHr.

10. Cdepa obcnmyxuBaHuUs.

a. Cucrema oTpaciael HapOJHOTO XO3SHCTBAa, MNPOIYKThl, NOTPEOUTEIBCKAS CTOUMOCTb
KOTOPBIX BBIpa)kaeTcsi B IpPeNOCTaBIeHUM yaoOcTB. B cdepe ycmyr Tpyn He MmaTepuanusyercs B
BelIax.

b. Ycayru, KoTopble OKa3bIBarOTCS MPEANPHUATUAM, OPraHU3aLUsIM, YUPEXKICHUSIM U JAPYTHM
XO3AHCTBEHHO-YIIPABJICHYECKIM CTPYKTYpaM, a TakKe OTIACIbHBIM (U3UYECKUM JIHIAM, 4YTO
CIIOCOOCTBYET yCHELIHOM Npo(ecCHOHANbHON NesITeIbHOCTH WM HOTYYEHUIO TPUOBLIH.

c. llorpeburensiMu yciyr SBISIOTCS (HU3MYECKUE JIMLA, IIeTb NOJIY4YeHUs YCIyr -
YI0BJIETBOPEHHE JIMYHBIX TOTPEOHOCTEH, HCTOYHUK OIIATHI - TUYHBIE CPE/ICTBA ITUX JIMIL.
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d. To KonMYECTBO M KaueCTBO YCIYT, & TaKKe COMYTCTBYIOUIMX MM MaTepUATbHBIX TOBAPOB,
KOTOpPO€ MPOIYLEHTHl TOTOBBI MPEJOCTaBUTh KOHKPETHOMY MOTPEOUTENI0 B KOHKPETHOE BpEMS U B
KOHKPETHOM MECTE.

e. dumzmyeckoe WO, UMEIONIMN HaMepeHHe MpHoOpecTH MO0 MPUOOpETAIOMUNA HITH
UCTIONIB3YIONINI TOBapbl, PaOOTHl YCIYTM HCKIIOYHUTEIBHO NS JTUYHBIX IIeNiel, He CBSI3aHHBIX C
U3BJIEYEHUEM MTPUOBUIH.

f. CoBOKymHOCTh OTpaciell XO3siiicTBa, MPOIYKIMS KOTOPHIX BBICTYNMAaeT B BUAE YCIYT. g.
[TocTaBmuk yciyr

h. Ycnyru, motpeOuTensMu KOTOPBIX BBICTYMAIOT He (U3MUYECKHUE UM, a MPEANpHUATHS,
OpraHu3aIiy, YUpEeKICHUS U IPYTUe X039iCTBEHHO-YIIPABIEHYECKUE CTPYKTYPHI.

1. Yciyru, mpenocTaBlisieMble BCEM MOJpa3AeNeHUsIM U CIyk0aM BHYTpPH OpraHU3alldd IS
MOJEP)KAHUS JKU3HENEATEIbHOCTH CaMOM OpraHu3aluu. YCIyrH Takoro pojia BKJIIOYAIOT TaKue
byHKIMN, Kak 00paboTKa JaHHBIX, yOOpKa MOMEUICHHUH, WHKEHEPHbIE Pa3padOTKH M TEXHUYECKOE
oOcnyxkuBanue. KiumentamMum B JaHHOM cucCTeME SBISIOTCS PA3IMYHBIE OTHENbI MPEANPHUSTHS,
HY>K/IaIOIIMECs B 3TUX yCIIyrax.

j. [Ipou3BoaUTENH YCIYT.

Kmrou: 1-a, 2-1, 3-b, 4-h, 5-¢, 6-c, 7-d, 8-g, 9-j, 10-f

O0pa3ubl TeCTOB /AJs NMPOBeJeHHs 3a4eTa W MPOMEKYTOUYHOH aTTeCcTAMU MO HTOram
OCBOEHMS TUCHMILIMHBI, 2 TAKKe 1151 KOHTPOJISA CAMOCTOATEIbHOI padoThl 00y4yalomerocs

Tecr Ne 1

1. Kak HaspIBaeTcsi pa0doTa, BbIOJHAEMAas VIS YAOBJETBOPEHUs] HY:KJ NMOTpeduTe e,
KOTOpasi B OCHOBHOM Heocsi3aeMa:

a) yciyrou

0) MPOM3BOJCTBOM

B) OBITOBBIM OOCITy>KUBAaHHEM

2. Kakasi u3 gyHKUMIA He OTHOCUTCSI K HEMPOM3BOACTBEHHOII cepe:

a) pacripeiesieHue 1 0OMeH TOBApOB, IPOIYKTOB, BEILIECTB

0) mpeoOpa3oBaHHE BEIIECTB MPHUPOJBI C IEIbI0 UX MPHUCIOCOOJIEHUS K YEIOBEYECKUM
MOTPEOHOCTAM

B) OXpaHa 00IIeCTBEHHOTO TOPSIIKa

r) hopMupoBaHHE OOIIECTBEHHOI'O CO3HAHMS

3. Kakoii u3 nepe4ncjaeHHBIX NPUHIIUIIOB He J0/KeH ObITH M0JIOKEH B OCHOBY Pa3BHUTHS
chepsl yeayr:

a) MaKCUMU3AIHS TPUOBLIH 33 CUYET CO3JaHHUs HOBBIX OTPEOHOCTEH

0) yCIyTy JOJKHBI ObITh TOCTYITHBI K&KIOMY UJIeHY OOIIecTBa

B) OTOX/IECTBIIATH Cepy yCIyT ¢ OBITOBBIM 0OCTYKHBaHUEM

4. ITox cpokoM OKa3aHHUs YCJIYT MOHUMAETCH:

a) BpeMsl Ha TIOATOTOBUTEIIbHBIE PaOOTHI

0) BpeMs Ha MPOU3BOJICTBO YCIYyT

B) BpeMs OT MpHeMa 3aKa3a 0 MOMEHTA BbIJIaun

5. U3 kaKkuX MpoueccoB COCTOUT MPOIECC OKA3AHUSA YCJIYT:

a) MPHUEM | BbIIa4ya yCIYyT 3aKa3YHKy

0) mpuHSATHE 3aKa3a, UCIIOJIHCHNE U BbIJJaYa 3aKa3UiKy

B) MPOU3BOACTBO YCIYT ¥ KOHTPOJIb KA4€CTBA MCTIOJTHEHHUSI

6. IIpn kakomM M3 Tpex BO3MOKHBIX MCX010B KOH(IMKTOB CNOP BBIUTPHIBAaeT OAUH U3
YYaCTHUKOB:

a) BO3BpAT K UCXOJJHOMY COCTOSIHUIO

0) yacTHYHOE pa3perieHue KOH(PINKTA

B) TIOJIHOE Pa3pelIeHHe KOH(IIUKTA.

7. KakoBbl cnienuuyeckne 0co0eHHOCTH o01eHus B cepe 00CTy:KUBAHUS:
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a) MpoJIaBell ¥ MOKYIAaTENb MPEACTAIOT APYT NMEpe] APYroM Kak 00e3TuIeHHbBIE PUTYPbI
0) HEOOXOIUMO TOCTUTATh B3AMMOIIOHUMAHMSI C TIOCETUTEIISIMU

B) HEOOXOAMMO TPOSIBIISTH BBICOKYIO KYJIBTYpPY OOIICHUS

8. Uto noapaszymeBaercs o 3CTETUKOM 3aKa30B:

a) 9TO KPaCHBBII BHEIIHUN BUJ U3ACTUI

0) 9TO OpraHu3aus MPOCTPAHCTBA OKPYIKAIOIIETO 3aKa3UHKa

B) 9TO ITHMUYECKHUI 00JIMK paOOTHUKOB O0CITY>KHBAaHUS

9. YUro noapasymeBaercs MOJA MOHATHEM «BBICOKOE KAa4eCTBO» yCJIYI:

a) MPEBBINICHUE OXKUTAHUN TOTpeOUTENS 3a O0JIee HU3KYIO IIEHY, YeM OH IMperoiarall
0) yZIoBJI€TBOpEHNE MTOTPEOHOCTH OTPEOUTEIS 32 YCTAHOBIICHHYIO IICHY

B) YJIOBJIETBOPEHUE OKUJAHUH MOTPEOUTENS 32 BHICOKYIO LIEHY

10. Kakoii 3Tan He BKJIIOYAETCS B METOAHMKY BbIAIBJIEHUSI OTHOCUTEJILHOI0 KadecTBa

a) OLIEHKA BaXKHEHMIIIMX C TOUKH 3pEHUsI HOTPEOUTENS] KPUTEPUEB

0) BBIABIICHHE KPUTEPHEB, KOTOPbIE IPUBOASIT K MPUOOPETEHUIO YCIIyT

B) BBISIBJICHHE [IEHOBOT'O IIPEANOYTEHUS

11. C yero HaunHaeTCs Mpouecc pa3padoTKH HOBOM yCJIyIH:

a) C MPOBEJICHUS] PHIHOYHBIX HCIIBITAHUM

0) c moucka ujeu HOBOM YCIIyTH

B) C BHEJIPEHMsI HOBOM yCIIyTH

12. C pomMompbl 4Yero mnpeanpusTHe YCJAYI MOXKeT YKpPenuTh CBOM MO3HIUHM B

KOHKypeHTHOﬁ cpeae, KpoMe Kak ¢ IOMOIIBIO HEHBI H KaYeCTBa YCJIYyIu:

a) C TIOMOIIbI0 SKOHOMUYECKHX PEIIeHUI

0) ¢ HOMOIIbIO UMHJIXKA MPEANPUATUS U YCIYT

B) C IOMOIIBIO YBEJTMUEHUs 00beMa MPOU3BOICTBA

13.Kak u3MeHHJICS COCTAB NMPOU3BOAMTENEl YCIYT B X0/le PHIHOYHBIX Mpeodpa3oBanuii B

Poccun:

a) yBeJIMUMIIach JI0JIs TOCYIapCTBEHHBIX MPEANPUATHI
0) yBEeIMUMIACK J10JIs NPEANPHUATUIA YaCTHON M HErocyJJapCcTBEHHON (hopM COOCTBEHHOCTH
B) /1015l TOCYAapCTBEHHBIX NPEANPUITUN U IPEIPUIATUN YACTHON U HEroCyAapcTBEHHOU (hopM

COOCTBEHHOCTH PpOBHa.

14. TlporpeccuBHbIe (pOPMBI 00CTYKUBAHUS MPU3BAHBI:

a) NpuOIMKATh YCIYTH K MOTPEOUTEITIO

0) co3gaBaTh HOBbIE BUJIbI YCIIYTH

B) BHEJPATh YCIYT'H Ha PhIHKE

15. OT 4ero He 3aBHCHT OLIEHKA YCJIYTH MOTpeduTEIEM:

a) OT OMbITa OOpAIEHHS K IPOU3BOAUTEISAM MOAOOHBIX YCIyT

0) OT JIMYHBIX KEJTAaHUHN KIIMEHTa

B) OT BOCIIMTaHUS MOTPEOUTENBCKOIO CO3ZHAHUS KIIMEHTa

16. Kakoe M3 mnepeyncIeHHBIX Ka4YeCcTB He JO/UKHO MNPHUCYTCTBOBATH B

npogeccuoHaJILHOM MOBeeHUN padoTHUKA cepbl cepBuUca:

a) BEXJIMBOCTh

0) yMeHHEe HaBSA3bIBATh yCIyTU

B) KOMIIETEHTHOCTb

17. Kakum Tpe0OBaHMSM J0JI5KHO 0TBEYaTh pado4yee MecTo padoTHHKA cdepbl cepBuUca:
a) JIOJDKHO OBITH 00€CIeYeHo JOPOruM 000pyTI0BaHUEM

0) mopKkHO obecrieunBaTh 0030p oduca

B) JIOJKHO OBITH BblEpKaHa B IPKOM IIBETOBOM TaMMe

18. Kakoii 13 nepe4yucJeHHbIX THIIOB PHCKA MOAPAa3yMeBaeT MepeKMBAHUA MOKYNaTe/Isl 0

TOM, KaKk ycJjyra nmoB/JIusi€T Ha €ro UMUK

a) TICUXOJIOTHYECKHUI PUCK
0) bu3mueckmii pucK
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B) COLIMAJIbHBINA PUCK

19. Kakue noTpedHOCTH 0011IeCTBA IPU3BAaHA YI0OBJIETBOPATH cdepa ycayr:

a) Bce BHJIBI MOTpeOHOCTEH

0) conaabHbIe MOTPEOHOCTH

B) IIEpPBUYHBIC TOTPEOHOCTH

20. K omHomy u3 myTeil CIJIa:KUBAHHMSI CE30HHOI0 XapaKTepa NPOM3BOACTBA YCJIYT
OTHOCUTBCH:

a) Xopolliee BhIMOJIHEHUE 3aKa30B

0) peryMpoBaHHe C€30HHBIX IIEH HA YCIYTH

B) CHU3HUTH O0BEM peasIh3alliu.

Tect Ne 2

1. Yro BKIIOYaET B ce0sl IKOHOMUYECKUI KOMILJIEKC:

a) chepy MaTepraTbHOTO MPOU3BOICTBA

0) MaTepuaabHOE TIPOU3BOJICTBO U HEMTPOU3BOACTBEHHYIO chepy

B) cepy, B pamMKax KOTOPOH OpraHu3yeTcst 001eCTBO.

2. Yto siBJsieTCH BaxKHelIel 3a1aueil npeAnpusaTus cepbl yCJIyr:

a) obecrieueHre MOCTOSIHHOTO IpoIiecca 00CITyKUBAaHUS HACEICHUS

0) MPOM3BOJICTBO YCIYT OTBEUYAIOIINUX CIIPOCY HACEICHHS

B) yIOBJIETBOPEHHE PACTYIIUX MOTPEOHOCTEH HAceNeHHs B YCIyrax C y4eTOM KYyJIbTYPHBIX
ocobeHHocTel

3. Kakoii u3 nepe4mnc/ieHHbIX NMPUHUMIIOB A0JKEH ObITHh IOJIO)KEH B OCHOBY Pa3BHTHS
chepnl yeayr:

a) cepa cepBrca JOHKHA Pa3BUBATHCA B €MHCTBE C MATEPUATIbHBIM MTPOU3BOICTBOM

0) MakcUMHU3aLMsI TPUObUIH MTPEAIPUATHIA

B) YCIIYTH HE JOJKHBI OBITh IOCTYITHBI BCEM YWIEHaM OOIIecTBa

4. Kak n3mMeHM/ICS COCTAB NPOM3BOANUTEIel YCJIYr B X0/[e PHIHOYHBIX NpeoOpa3oBaHuii B
Poccun:

a) YBEJIMUMJIACh JIOJISl TOCYAapCTBEHHBIX TPEANPUATAN

0) OoNbIIyI0 YacTh COCTAaBJSIIOT OpPTraHM3aIlMM YacTHOM M HETroCyJIapcTBEHHON (opm
COOCTBEHHOCTHU

B) JIOJISI TOCYAAPCTBEHHBIX M YACTHBIX OpPraHU3alliii Ha PhIHKE YCIYT pOBHA

5. Kakue MoxeJu OpPraHu3allMOHHBIX CTPYKTYP BbIIEJSAIOT B COBPEMEHHOM
MEeHe/:KMeHTe:

a) MEXaHUYECKYIO U TEPMOJAMHAMUYECKYIO

0) MEXaHUCTUYECKYIO 1 TUHAMUYECKYIO

B) OPraHUYECKYI0 U MEXaHUCTHUECKYIO

6. Kakue morpedHOCTH 00111€CTBA IPU3BAaHA YA0BJIETBOPATH cepa ycayr

a) UJE0JIOTUYECKUE MTOTPEOHOCTH

0) MOJIUTHYECKHE TOTPEOHOCTH

B) colLlMaIbHbIE TOTPEOHOCTH

7. Iloa cpoKOM OKa3aHUA YyCJAYTH MOHUMAETCH

a) BpeMs Ha MOJArOTOBUTEIbHO-3aKIIOUUTEIbHbIE PA0OTHI

0) BpeMs Ha MPOU3BOJICTBO YCIYTH

B) BpeMsl OT MOMEHTA IpueMa 3aKkas3a 10 MOMEHTa BblJaun

8. Ha kakoMm 3Tamne npouecca coBepilieHHsl 3aKa3a, NPoJaBLy He00X0AMMO HCIO0Ib30BATH
HATJIS/AHBIN MaTepHuaJl, peKJIaMHble POCNEeKThI, JeMOHCTPALMIO MO/IeJIeii:

a) Ha TIEPBOM JTarle - IepBOe MOCEIICHUE MPEANPHUATHS cepBUca

0) Ha BTOPOM 3TaIe - IPUHITUS PEIIEHUS CAENATh 3aKa3 WM OTKa3aThCs

B) Ha TPETHhEM STAIlE - COBEPIICHHE 3aKa3a WM OTKAa3 OT HErO

9. Ilpm kakoM, Hu3 TpexX BO3MOKHBIX MCXOJ0B KOH(NIMKTOB, CIIOp OCTaeTcs
Hepa3pelnIeHHbIM:

a) BO3BPAT K UCXOJHOMY COCTOSIHUIO
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0) KOMIIPOMUCC B KOH(IIUKTE

B) TMOJIHOE pa3pelieHne KOH(IuKTa

10. Ky1bTypa peun padoTHHKA cepbl cepBUCA — ITO:

a) HOPMAaTHUBHOCTb, CO/IEPKATEITLHOCTD PEUn

0) PKCIPECCUBHOCTH PEUU

B) KaTErOPUYHOCTh peyuu

11. CreneHb COBEpPIICHCTBA KAKOI0 aACHEKTa O00CHYKHBAHHMSA XapPAKTepH3yeT KYJIbTYpPY
cepBuUca:

a) MCUXOJIOTUYECKOT0 acleKTa 00CTy KUBaHUS

0) OpraHM3aIMOHHO-TEXHOJIOTHYECKOTO acTeKTa

B) COBOKYITHOCTb 3TUX ACIMEKTOB CEpPBUCHOM J1€ATEIILHOCTH

12. Kakoe u3 Tpex COCTABJSIONIMX 4YacTeil KayecTBa NMOKa3biBaeT, HACKOJIbKO ycCJayra
COOTBETCTBYET TOMY, YTO ObLT0 3aILIAHUPOBAHO NIPOM3BOANTEIEM TOBapa:

a) TpedyemMoe KaueCTBO

0) 6a30BOE Ka4eCTBO

B) JK€JIaeMO€ KayeCTBO

13. OT 4ero 3aBHCHT OLICHKA YCJYIH IOTpeduTEeIeM:

a) OT OIIbITA [TPOU3BOIUTEIS

0) OT TUYHBIX KEJIAHUN KITUCHTA

B) OT BOCIUTAHHUS TOTPEOUTENHCKOIO CO3HAHMSI KIIMEHTA

14. Ha kakoii cTaguy ’KM3HEHHOI0 HUKJA YCIYTH PacTyT 00beMbl peajM3alliu YCJIyIH,
YTO MO3BOJIsSIET MPe00J1eTh TOUKY YOBITOYHOCTH:

a) Ha CTAJMHU 2 - BHEPEHUS

0) Ha ctaguu 3 - pocrta

B) Ha CTaJ UM 4 — HACBILLICHUS PhIHKA

15. Kakasi M3 Tpex KOHKYPEHTHBIX CTPaTeruii MmoApasyMeBaeT COCPeAOTOYeHHEe YCHJIMM
HA 0JHOM HJIM HECKOJILKMX CerMeHTAaX PbIHKA M JOCTHKEHUE TaM JUAepcTBa:

a) JIMJIEPCTBO B 00JIACTH 3aTpaT

0) cTpaTerus TuBepcupUKaLIH

B) CTpaTerus KOHLUEHTPALUN

16. Kakum Tpe0oBaHusAM J0JIKHO OTBe4aTh padouee MecTo padoTHHKA cephl cepBuca:

a) JIOJDKHO OBITH 00ECIIEYEeHO TOPOTHM

o0opyaoBaHUEM

0) nomxHo obecnieunBaTh 0030p oduca

B) JIOJKHO OBITh BBIJEpXKaHa B IPKOM IIBETOBOW raMMe

17. CoBpemeHHble 30aHMs TPEeINPUATHIA cepBHcAa NPEANOJAralT HCHOJIb30BaAHHE
CJIeyIOLIHX Xy/105KeCTBEHHO-BbIPA3UTEeIbHBIX CPEJACTB:

a) IepeueHb TOBAPOB

0) cpeacTBa KOMMYHHUKAIIMK MEXY IPOU3BOIUTENIEM U OTpeOUTEIEM

B) HAMMEHOBAHUE MPEIIPUATHS, YMOTIeMy, HH)OPMAIIHIO O BHIAX yCIyrax

18. KTo pa3padoTran Moae/ib KayecTBa yCJIyr:

a) M. BebGep

0) A. daiionb

B) JI. beppu

19. C 4yero HauMHaeTCs1 NpoLecc pa3padoTKU HOBOM yCJIyI'u:

a) C TIPOBENICHHSI PHIHOYHBIX UCIIBITAHHUIA

0) ¢ moucka uaeu HOBOM YCIyTH

B) ¢ HAOJIOCHUS 32 XOJIOM BHEAPEHHSI HOBOH YCIIyTH

20. Kakmue ycayru BXOASIT B aCCOPTHMEHTHYIO TPYIILY «A»:

a) yCIIyT'M HaxOoJsIIMecs Ha CTaJluu pocTa

0) yciayru HaxoAsUIMecs B CTaJuK 3peJIOCTH U HACBILICHUS

B) YCJIYT'M HaXOJsII1eCcs] B MSHHOBAllMOHHOM CTaJIUU.
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Tect Ne 3

1. Kakoii U3 nepe4ncjeHHbIX BUI0B 1eTeIbHOCTH He OTHOCUTCH K HENPOU3BOACTBEHHOM
cepe:

a) TPaHCHOPT U CBA3b 110 OOCITYKUBAHUIO OPraHU3alMi HEITPOU3BOICTBEHHON chephl

0) GuHAHCOBO-KPEIUTHAS U CTPaxXoBas JesITeIbHOCTD

B) XpaHEHHE U TIPOU3BOJICTBO MPOTYKTOB

2. YTo BKIIOYAET B cedsl MIOHATHE «CEPBHCHAS IKOHOMMKA»:

a) M100aIn3alni0 SKOHOMHYECKUX MPOIIECCOB

0) BO3HMKHOBEHHE MICUXOJIOTHYECKOI HAMPSXKEHHOCTH HACENICHHS

B) popMupoBaHUE NOTPEOHOCTEH NMoaei

I') majieHue o01Iel KyIbTyphl U TyXOBHOCTH 0OOIIIeCcTBa

3. B kakoii ¢opMe He 10JZKHO OCYHIECTBJISITHCH TOCyIapCcTBEHHOE peryanpoBaHue cgepbl
yeayr:

a) cyOcuaupoBaHUe MOTPEOUTENCH U TPOU3BOAUTENICH YCIYT

0) B popme rocy1apCcTBEHHON COOCTBEHHOCTH Ha (hakTOPbI MPOU3BO/ICTBA

B) B hopMe IIEHOBOM JUCKPUMHUHALIUU

4. Ha xoro pacnpocrpansiorcs «IIpasuia 0b1ToBoro oocay;kuBanus HacejneHusi B PO»:

a) Ha BCe IOpUANYECKHUE JINIIA, HE3aBUCUMO OT OPTraHU3alMOHHO-IIPABOBOM (POPMBI

0) Ha Bce I0pUINYECKHUE UL U TPaKJaH, 3aHUMAIOIIUXCs OKa3aHUEM

yCIIyT

B) Ha JIML 3aHUMAOLIUXCS TPY30BBIMU IIEPEBO3KAMHU

5. Kakoe u3 mepeducjieHHbIX NPo¢ecCHOHATBHBIX Ka4eCTB [J0JKHO NPHCYTCTBOBAaTh B
noBeJeHUH paboTHHKA cepsl cepBuca:

a) MIJIOCepane

0) yMeHUe HaBsA3bIBAaTh KIIMEHTY YCIyTy

B) KOMIIETEHTHOCTb

6. JleiictBusi Pa0OTHHMKOB MNpPEANPHATHS CEPBHCA NPH BO3HUKHOBEHHHM 3KAJ00bI OT
KJIMEeHTAa HA HeKaueCcTBeHHOoe 00C/Iy;KMBaHue:

a) COTJIACUTHCS € HKaJ000MN: «KIIMEHT BCEeraa Ipasy»

0) OBICTPO PELIUTH BO3HUKIIYIO TPOOIEMY

B) NPHBJIEYb HOBOT'O KIMEHTA

7. Kakum Tpe0oBaHMSAM J0JIKHO OTBe4aTh padouee MecTo padoTHUKA cepbl cepBuca:

a) TOJKHO OBITH 00ECTIEYEHO CAMbIM JIOPOTHM 000PYI0BaHHEM

0) MoJKHO o0OecreunBaTh 0030p cajloHa M CBOOOY JIBHXKEHUIMA

B) JIOJDKHO OBITH 0()OPMIICHO PEKJIIAMHBIMH OyKJI€TaMHU U TUTaKaTaMu,

8. K uemy Bcera cTpeMuThCSl IOKYINaTe b IIPU OLEHKE YCJIYIHU:

a) K ONpe/IeJIeHHOMY UM COOTBETCTBUIO II€HbI U KauecTBa

0) K BBISBJICHHIO TJIABHBIX XapaKTEPUCTUK YCIYTH

B) «IIOJIOTHATBY» YCIIYTY IOJI CBOU OXKHUJIAHUS U NOTPEOHOCTH

9. Kakoii 3Tan He BKJ/JIYaeTcsd B METOAWKY BbISIBJEHHSI OTHOCHTEJBHOI0 KaiecTBa
yeayr:

a) OIICHKA BYKHEUIIINX C TOYKHU 3PECHUS MOTPEOUTENS KPUTEPHEB

0) BBIBIICHHE KPUTEPHEB, KOTOPbIE IPUBOASIT K NPUOOPETEHUIO YCIIyT

B) BBISIBJICHHE IICHOBOT'O TPEATIOYTEHHS

10. Kakum o0pa3oM BBIAIBJISIETCS COOTBETCTBHE YCJIYI XapakTepy o0OuIIeCTBEHHBIX
noTpedHOCTeEI:

a) [0 PELICHHUIO JTUPEKTOpa CEPBUCHOTO MPENNPUATUS

0) B X0/1e CPaBHEHUS yCIyr-KOHKYPEHTOB

B) METOJIOM CJIy4aitHoro oroopa

11. B kakyl0 acCOPTHMEHTHYI0 TpPynmy BXOAAT YCJIYIH, HaxoAsuluecs Ha
3aKJII0YUTEJbHON (pa3e cTaIuM BHeAPEHUs:

a) OCHOBHYIO
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0) MoAEP>KUBAIOIIY IO

B) CTpaTETUYECKYIO

I') pa3pabaTbiBacMyro

12. Kakue Moaenu OpPraHM3alMOHHBIX CTPYKTYP BBIICJAKT B COBPEMEHHOM

MCHCEIKMEHTE:

a) MEXaHUYECKYIO U TEPMOJANHAMUYECKYIO

0) MEXaHUCTUYECKYIO 1 TUHAMUYECKYIO

B) OPraHUYECKYI0 M MEXaHUCTHUECKYIO

13. Ha kakoii cTaguu JKNU3HEHHOI0 HMKJIA YCJIYIH OT KOJJICKTHBA Tpeldyercs

YCOBEpIIEHCTBOBATH MPEKHION0, JIN00 BHEAPUTH HOBYIO YCJIYTy:

0 TOM,

a) Ha CTAJMHU 2 - BHEPEHUS

0) Ha ctaguu 3 - pocrta

B) Ha CTa UM 4 - HACBHIILIEHUS PHIHKA

') Ha CTaJIUU 5 - COKpALICHUsI pean3aliu yCiIyT

14. Kakumu cBOMCTBaMH yCJIYI'H ONpee/isieTCs ee KOHKYPeHTOCIOCOOHOCTh:
a) CBOMCTBaMU, KOTOPbIE MPECTABIIAIOT UHTEPEC I MOTPEOUTENS

0) cBolicTBaMH, KOTOpPbIE MPEJICTABIIAIOT HHTEPEC AJISl CEPBUCHOM OpraHu3alun
B) CBOMCTBAaMHU, KOTOPbIE IPEJCTABIISIIOT MHTEPEC JIIsl TOCYyJapCTBa

15. KTo pa3paboTaj MeXaHHCTHYECKYI0 MO/IeJIb OPraHU3AlHOHHBIX CTPYKTYP:
a) M. BebGep

0) A. ®aiionn

B) JI. beppu

16. Kakoii u3 nepe4yucjieHHbIX TUIIOB PUCKOB MOJApPa3yMeBaeT Mepe:KMBAHUA MOKYNATeJIsl
KaK yCJIyra NoBJusieT Ha ero MMH/IK

a) MCUXOJIOTUYECKUIN PUCK

0) pusnueckuii puck

B) COLIMAJIbHBII PUCK

17. Kakue norpe6HocTH 0011€CTBA NPU3BAHA YA0BJIETBOPATH chepa yciayr:
a) Bce BHJIbI MOTpeOHOCTEN

0) colManbHbIe MOTPEOHOCTU

B) NMEPBUYHBIE TOTPEOHOCTH

18. C yero HaunHaeTcs mpouecc pa3padoTKH HOBOM yCJIyIH:

a) ¢ IPOBEJICHHs PHIHOYHBIX UCIIBITAHUN

0) ¢ moucka ujeu HOBOM yCIyru

B) ¢ HaOJIOAEHUS 32 XOJIOM BHEAPEHHsI HOBOHM YCIIyTH

19. IIporpeccuBHbBIe (POPMBI 00CTYKUBAHUS IPU3BAHBI:

a) MpUOIMKATH YCIYTY K TOTPEOUTETIO

0) co3gaBaTh HOBbIE BUJIbI YCIYT

B) BHEJPATH HOBbIE YCIYTH HA PHIHOK

20. Kakasi U3 nepe4ncjieHHbIX YCJIYT He SIBJISIeTCS YCJIYroil pbIHOYHOH HOBU3HBI
a) yciyra, BbIILIE/AIIas Ha HOBBIM PBIHOK

0) yciyra, paHee UMEIoIIasi aHAJIOT Ha PBIHKE

B) ycilyra Jjsl HOBOU cepbl IPUMEHEHHUS.

Tect Ne 4

1. Yro BK/II0OYaeT B ce0 IKOHOMUYECKUH KOMILJICKC:

a) chepy MaTepruasbHOTO MPOU3BOICTBA

0) MaTepHagbHOE MPOU3BOCTBO U HEMPOU3BOJACTBEHHYIO chepy

B) cepy, B paMKax KOTOPOH OpraHu3yeTcsi 0OIIeCTBO.

2. Yro aBasieTcs BaKHeiel 3a1aveil npeAnpusitus cgepsul yeayr:

a) o0ecrieyeHne MOCTOSTHHOTO MPoIecca O0CTyKUBaHUSI HACEICHUS

0) NpPOM3BOJCTBO YCIyI OTBEUAIOIIUX CIIPOCY HACEIeHUs
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B) YJOBJIETBOPEHHE DPACTYLIMX MOTPEOHOCTEH HACeNEeHUs B yCIyrax ¢ y4e€TOM KyJIbTYpPHBIX
0CcOo0eHHOCTEH

3. Kakoii u3 nmepe4yucJieHHbIX NPUHIHUIIOB J0JIKeH ObITh IOJI0KEH B OCHOBY Pa3BHUTHS
chepnl yeayr:

a) cepa cepBrca JIOJKHA Pa3BUBATHCS B €IMHCTBE C MaTEPUAIbHBIM IIPOU3BOICTBOM

0) MakcUMHU3aLMsI TPUOBUTH MTPEANPUSATHIA

B) YCJIyTU HE JIOJKHBI OBITH JOCTYIHBI BCEM WI€HaM O0IecTBa

4. Kak n3mMeHuM/ICs COCTAB NMPOU3BOAUTEIel YCJIYr B X0/[€e PHIHOYHBIX NpeoOpa3oBaHuii B
Poccun:

a) yBEIMYMIIACh J0JISI TOCYIAPCTBEHHBIX MPEIIPUSTHIA

0) OOJBIIYyI0 YacThb COCTABISIOT OpraHU3allMM YacTHOM M HErocyJapCTBEHHOH ¢opm
COOCTBEHHOCTHU

B) J10JIsl TOCYAAPCTBEHHBIX M YaCTHBIX OpraHU3aliii Ha PHIHKE YCIyT pPOBHA

5. Kakue Mogequ OpPraHU3alMOHHBIX CTPYKTYP BBIACJSIOT B COBPEMEHHOM
MeHe/IKMeHTe:

a) MEXaHUYECKYIO i TEPMOJINHAMHUYECKYIO

0) MEXaHUCTUYECKYIO U TUHAMUYECKYIO

B) OPraHMYECKYI0 U MEXaHHUCTUIECKYIO

6. Kakue nmorpedHocTH 0011ecTBa NPU3BaHA YAOBJETBOPATH cepa yciayr:

a) UJE0JIOTUYECKUE MOTPEOHOCTH

0) noauTHYECKHe NOTPEOHOCTH

B) coLlMaIbHbIE TOTPEOHOCTH

7. Ilox cpoxkoM OKa3aHHUA YCJAYTd HOHUMAETCH:

a) BpeMsl Ha TIOATOTOBUTEIHLHO-3aKITFOUUTENIbHBIE PA0OTHI

0) BpeMsl Ha MPOU3BOICTBO YCIyTH

B) BpeMs OT MOMEHTa IprueMa 3aKa3a 0 MOMEHTA BBLIa4YH

8. Ha xakoM 3Tane npouecca copepuieHus 3aKa3a, NpoJaBly He00X0IUMO HCIO0JIb30BATh
HATJISIIHBIA MaTepuaJl, peKJIaMHbIe MPOCHEeKThbI, A1eMOHCTPAIIMIO MO/IeJIeli:

a) Ha TEPBOM JTalle - IepBOE MOCELICHNE PEANIPHUITUS CEpBUCa

0) Ha BTOPOM JTarie - MPUHATHUS PEIICHUS CIIENaTh 3aKa3 WM OTKa3aThCs

B) Ha TPEThEM JTaIle - COBEPIIEHUE 3aKa3a UM OTKa3 OT HETO

9. Ipm kakomM, U3 Tpex BO3MOMKHBIX HCXOA0B KOH(IUKTOB, CHOpP OCTaeTcH
Hepa3pelleHHbIM:

a) BO3BPAT K UCXOJHOMY COCTOSIHHIO

0) KOMITPOMHUCC B KOH(IUKTE

B) MIOJIHOE pa3peleHne KOH(IuKTa

10. KyabTypa peun paboTHHKA c(epbl CepBUCAa — ITO:

a) HOPMATUBHOCTb, COAEPIKATEIBHOCTh PEUH

0) SKCIIPECCHUBHOCTh PEUH

B) KaTErOPUYHOCTb peyun

11. C yero HauMHaeTCs1 MpoLecc pa3padoTKU HOBOM yCJIyI'u:

a) C TIPOBENICHHSI PHIHOYHBIX UCIIBITAHHNA

0) ¢ moucka ueu HOBOM YCIyTH

B) C BHEJIPEHHS HOBOM YCIIyTH

12. C noMompbo0 4Yero mnpeAnpusiTHe YCJIAYr MOXKeT YKpPenuTb CBOM MO3UMLIUHM B
KOHKYPEHTHOH cpejie, KpoMe KaK ¢ MOMOIIBIO lIeHbI U Ka4ecTBa yCJIYIru:

a) C TIOMOIIbI0 S3KOHOMUYECKHX PEeIIeHUI

0) ¢ IOMOIIBbIO UMHJIXKA NPEANPUATUS U YCIYT

B) C IOMOIIBIO YBEJIMUEHUs 00beMa IMPOU3BOICTBA

13.Kak u3MeHHJICSl COCTAB NMPOU3BOAMTENEl YCIYT B X0/e PHIHOYHBIX Mpeodpa3oBanuii B
Poccun:

a) yBEJIMYMIIACh J0JISI TOCYIAPCTBEHHBIX MPEIPUSTHIA
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0) yBEeIMUMIIACh J10JIs NPEANPHUATHIA YaCTHON M HEroCyJapCTBEHHOM (hopM COOCTBEHHOCTH

B) JI0JIsl TOCYAapCTBEHHBIX NPEAIPUITUN U TPEIPUIATUN YaCTHOM U HErocyAapcTBEHHOU (hopM
COOCTBEHHOCTH POBHA.

14. IIporpeccuBHbie (POPMbI 00CTYKMBAHUSA NIPU3BAHBI:

a) NpUOIMKATh YCIYTH K MOTPEOUTEIIO

0) co3gaBaTh HOBbIE BUJIbI YCIIYTH

B) BHEJPATH YCIYTH Ha PhIHKE

15. OT 4ero He 3aBHCUT OLIEHKA YCJIYId NOTpeduTeIeM:

a) OT OMbITa OOpaIeHHUs K TPOU3BOAUTEISM MOAOOHBIX YCIYT

0) OT JIMYHBIX KEJTAaHUHN KITMEHTa

B) OT BOCIIMTAHUS MOTPEOUTENHCKOIO CO3ZHAHUS KIIMEHTa

16. Kakoe M3 mnepeynCIeHHBIX Ka4YecTB He JO/UKHO MNPHUCYTCTBOBATH B
Nnpo(deccHOHAILHOM MOBEIeHNN PAa00THHKA c(ephl cepBHCca:

a) BEXJIMBOCTH

0) yMeHue HaBs3bIBaTh YCIyTU

B) KOMIIETEHTHOCTb

17. Kakum Tpe0oBaHNAM J0JKHO OTBe4aTh padouee MecTo padoTHHKA cepbl cepBuca:

a) I0JKHO OBITH 00€CIeYeHO JOPOruM 000PYI0BaHUEM

0) nomkHO obecrieunBaTh 0030p oduca

B) JIOJKHO OBITH BbIAEpKaHa B IPKOM IIBETOBOM TaMMe

18. Kakoii u3 nepe4uc/JIeHHbIX THIIOB PHCKA MOAPa3yMeBaeT NepPeKUBAHUSA NMOKYIIATeJIsl O
TOM, KaK YCJIyra noBJiMsieT Ha ero UMH/TK:

a) NMCUXOJIOTUYECKUIN PUCK

0) pusnueckuii puck

B) COIIMAJIbHBIN PUCK

19. Kakue norpe6HocTH 0011eCTBa NPU3BAHA YA0BJIETBOPATH chepa yciayr:

a) Bce BHJIbI MOTpeOHOCTEH

0) colManbHbIe MOTPEOHOCTU

B) NMEPBUYHBIE TOTPEOHOCTH

20. K ognomy M3 myTeil CriIa’kMBaHUSI Ce30HHOr0 XapaKTepa NPOU3BOACTBA YCJIYT
OTHOCHTBCS:

a) Xopolliee BHIMOJIHEHUE 3aKa30B

0) pery1MpoBaHue CE30HHbBIX LIEH Ha YCIyTH

B) CHU3UTh 00bEM pealln3alli.

Teer Ne 5

1. Kakoii u3 nepeyucjeHHbIX BH/I0B 1eATeJbHOCTH He OTHOCUTCSI K HEMPOU3BOACTBEHHOM
cepe.

a) TPAHCIIOPT U CBSI3b 10 OOCITY>KUBAHHUIO OPTaHU3alNi HETTPON3BOACTBEHHOH Cephl

0) GuHAHCOBO-KpPEIUTHAS U CTPaxoBas JAesITeIbHOCTb

B) XpaHEHHE U TIPOU3BOJICTBO MPOTYKTOB

2. YTto BKJIIOYAET B Ce0S MOHSATHE «CEPBUCHASI IKOHOMHKA»:

a) r100aIn3alnio SKOHOMUYECKUX MPOIIECCOB

0) BO3HMKHOBEHHE IICUXOJIOTHYECKOI HAPSKEHHOCTH HACeNICHUS

B) opMupoBaHue MOTPEOHOCTEH JITOeH

I') najieHue oo01Iel KylIbTyphl U TyXOBHOCTH 0OOIIECTBA

3. B kakoii ¢oopMe He 10JIZKHO OCYHIECTBJISITHCH ITOCYIapCTBEHHOE peryJanupoBaHue cgepbl
yeayr:

a) cyOCHIMPOBaHNE IOTPEOUTEIICH U TPOU3BOIUTEIICH YCIyT

0) B (hopme rocysapcTBEHHOU COOCTBEHHOCTH Ha (PaKTOPHI MPOU3BOICTBA

B) B (hopMe IIeHOBOW AUCKPUMHHAITUH

4. Ha xoro pacnpocrpansitorcsi «[IpaBuiia 0bITOBOro 00c/y:;KuBaHus Hacejenusi B PMy»:

a) Ha BCe I0pUINYECKHUE JINIIA, HE3aBUCUMO OT OPraHU3allMOHHO-IIPABOBOM (POPMBI
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0) Ha Bce I0pUINYECKHUE JIUIIA U TPaKIaH, 3aHUMAIOIIUXCSl OKa3aHUEM YCIIyT

B) Ha JIAI] 3aHUMAFOIIUXCS TPY30BBIMU TIEPEBO3KAMHU

5. Kakoe u3 nepe4yuc/ieHHbIX NPo¢ecCHOHATbHBIX Ka4ecTB J0JKHO NMPUCYTCTBOBATH B
noBeJeHUU padoTHHKA chepbl cepBUcaA:

a) MUJIOCEepANE

0) yMeHMEe HaBS3bIBATh KIIMEHTY yCIyTy

B) KOMIIETEHTHOCTh

6. JleiicTBUsI pa0OTHHUKOB MpPEANPHUATHS CEPBHCA NPH BO3HUKHOBEHUM JKAJI00bI OT
KJHMEHTA HA HeKaYyecTBeHHOoe 00c/y:KMBaHMe:

a) COTJIaCUTHCS C KAIOOOMN: «KJIMEHT BCEria IpaBy

0) OBICTPO PELINTH BO3HUKIIIYIO IPOOIEMy

B) MPHUBJICYh HOBOTO KIIMEHTA

7. Kakum TpeGoBaHMAM J0J5KHO 0TBeYaTh padodee MecTo paloTHUKA cdephl cepBuca:

a) IOJKHO OBITH 00ECIIEYEHO CaMbIM JI0POTHM 000pYI0BaHHEM

0) noKHO obecrieunBaTh 0030p CaJloHa U CBOOOY JABHKEHUN

B) JIOJKHO OBITh 0()OPMJIEHO PEKJIIAMHBIMU OyKJI€TaMHU U IUIaKaTaMH,

8. K yemy Bceraa cTpeMuThCs NOKYNATeb IPU OLlEHKE YCJIYIH:

a) K OTPE/ICTICHHOMY M COOTBETCTBUIO IICHBI M Ka4eCTBa

0) K BBISBJICHHIO IVIABHBIX XapaKTEPUCTUK YCIYTH

B) «IIOJIOTHATB)» YCIIYTY IOJI CBOW OXKHUJIAHUS M TOTPEOHOCTH

9. Kakoii 3Tan He BK/JIIOYaeTcsl B METOAUKY BbISIBJIEHHS OTHOCHTEJbHOI0 KaiecTBa
yCJIyr:

a) OLIEHKA BaYKHEUIIIUX C TOYKHU 3PEHUS IOTPEOUTENsE KPUTEPHEB

0) BBISIBJICHHE KPUTEPHUEB, KOTOPBIE MPUBOJAT K IPUOOPETEHUIO YCIyT

B) BBISIBJICHHE 1IEHOBOT'O IPEATIOYTEHHS

10. Kakum o00pa3oM BBISIBJISIETCH COOTBETCTBHE YCJIYI XapakTepy oOOIIeCTBEHHBIX
NOTPeOdHOCTe:

a) MO PEIICHHUIO TUPEKTOpa CEPBUCHOTO MPEIIPUATHS

0) B X0/1e CPaBHEHUS yCIYT-KOHKYPEHTOB

B) METOJIOM CITy4aiiHOTO 0TOOpa

11. CreneHb COBEpPIICHCTBA, KAKOr0 acHeKTa 00CIYyKHBAHHS XapaKTepu3yeT KyJbTYpPY
cepBuUca:

a) MCUXOJIOTUYECKOT0 acleKTa 00CTy KUBaHUS

0) OpraHM3aIMOHHO-TEXHOJIOTHYECKOTO acTeKTa

B) COBOKYITHOCTb 3TUX ACIEKTOB CEpPBUCHOM J1€ATEIILHOCTH

12. Kakoe u3 Tpex COCTABJISIONIUX 4YacTeil KayecTBa NMOKa3bIBaeT, HACKOJIbKO ycCJayra
COOTBETCTBYET TOMY, YTO ObLJIO 3aI7IAHMPOBAHO NMPOU3BOANTEIEM TOBapa:

a) TpedyemMoe KauecTBO

0) 6a30BOE Ka4eCTBO

B) JKE€JIa€MO€ KayeCTBO

13. OT 4ero 3aBHCHUT OLICHKA YCJIYI'H IOTpeOHuTEIeM:

a) OT OTIBITA TPOU3BOAUTEIIS

0) OT JIMYHBIX JKEJTaHUH KIIMEHTa

B) OT BOCIIMTAHUS OTPEOUTEIHCKOTO CO3HAHUS KIIMEHTA

14. Ha xakoil cTaguy KU3HEHHOI0 HHUKJIA YCJIYTH PACTYT 00beMbl peaju3aluu yCJIyru,
YTO MO3BOJISIET NMPEOI0JIeTh TOUKY YOBITOUHOCTH:

a) Ha CTAJUHU 2 - BHEPEHUS

0) Ha ctaguu 3 - pocrta

B) Ha CTaJ UM 4 — HACBILLIEHUSI PbIHKA

15. Kakasi U3 TpexX KOHKYPEHTHBIX CTpaTeruii mojpasyMeBaeT cOCpeJoTOYEeHHE YCHIIHM
HA 0JHOM HJIM HECKOJIbKMX CerMeHTAX PbIHKA M JOCTHKEHUE TaM JIHAepcTBa:

a) JINJIEPCTBO B 00JIACTH 3aTpaT
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0) cTpaterust TuBepcUpUKAIIH

B) cTpaTerus KOHICHTPAIUU

16. Kakum Tpe6oBaHMAM 10/ZKHO 0TBeYATh padodyee MecTO paboTHHKA c(hepbl cepBUCA:

a) IOJKHO OBITH 00€CreYeHOo J0POruM 000pyI0BaHHEM

0) nommkHO obecrieunBaTh 0030p oduca

B) JIOJDKHO OBITH BbIAEpKaHa B SPKOM IIBETOBOM TaMMe

17. CoBpemeHHble 31aHUSl NpPeINPHUATHI cepBHCa NPeINOJAralT HCHOJIb30BAHHE
CJIeYIOIIHX XY/10KeCTBEHHO-BbIPA3UTEIbHBIX CPEJACTB:

a) epevYeHb TOBAPOB

0) cpencTBa KOMMYHUKAIIMKM MEXAY IPOU3BOAUTENEM U MTOTPEeOUTENIEM

B) HAMMEHOBaHUE MPEIIPUATH, SMOJIeMy, HH(OPMAIIHIO O BHJIaX ycIyrax

18. KTo pa3paboran Moaes b KayecTBa yCJayr:

a) M. Bebep

0) A. ®aiionn

B) JI. Beppu

19. C yero HaunHaeTcs1 Mpouecc pa3padoTKH HOBOM yCJIyIH:

a) ¢ IPOBEJICHHsI PHIHOYHBIX UCIIBITAHUN

0) ¢ moucka uaeu HOBOM yCIyru

B) ¢ HaOJIOICHUS 32 XOJIOM BHEAPEHHSI HOBOH YCIIyTH

20. Kakue ycayru BXoAST B AaCCOPTHMEHTHYIO IPYIILY «A»:

a) yCIyTH HaXOsIIUecs Ha CTauU POCTa

0) yCIIyru HaXOJSAIIUECS B CTAIUN 3PEJIOCTH U HACHIIIICHUS

B) YCJIyTU HaXOJSIIMECs B UHHOBALIMOHHOM CTauu

Tect Ne 6

1. Kak HaspIBaeTcsi pa0doTa, BbINOJHAEeMAas VIS YAOBJETBOPEHUs] HY:KJ NMOTpeduTe e,
KOTOpasi B OCHOBHOM Heocsi3aeMa:

a) yciyrou

0) MPOU3BOJICTBOM

B) OBITOBBIM OOCITy>KUBAaHHEM

2. Kakasi u3 gyHKUMIA He OTHOCUTCSI K HENMPOM3BOACTBEHHOI1 cepe:

a) pacripeiesieHue 1 0OMEeH TOBApOB, POILYKTOB, BEILIECTB

0) mpeoOpazoBaHHME BEIIECTB NPUPOABI C MENBI0 HMX MPHCIIOCOONCHUS K YeIOBEUYECKUM
MOTPEOHOCTAM

B) OXpaHa 00IIeCTBEHHOTO MOPSIIKa

r) popmupoBaHue 0OIIECTBEHHOTO CO3ZHAHUS

3. Kakoii u3 nepe4ncjaeHHbIX NPUHIIUIIOB He J0JKeH ObITH M0JIO’KEH B OCHOBY Pa3BUTHS
cepsl yeayr:

a) MaKCUMU3AIHS TPUOBLIH 33 CUET CO3JaHHUs HOBBIX TOTPEOHOCTEH

0) yCIIyTy JOJKHBI ObITh TOCTYIHBI KXKIOMY UJIeHY OOIecTBa

B) OTOX/IECTBIIATH Cepy yCIYyT ¢ OBITOBBIM 0OCTYKHBAaHUEM

4. ITox cpoxkoM OKa3aHMs YCIyT NOHUMAETCS:

a) BpeMsl Ha TIOATOTOBUTEIIbHBIE PaOOTHI

0) BpeMs Ha MPOU3BOJICTBO YCIYyT

B) BpeMs OT MpHeMa 3aKa3a 0 MOMEHTA BbIJIa4n

5. M3 kakuX NpoueccoB COCTOMT NMPOLECC OKA3AHUSA YCJIYT:

a) MpHUEM | BbIJIa4ya yCIYyT 3aKa3YHKy

0) NpuHATHE 3aKa3a, UCIIOJIHEHUE U BblJaua 3aKa3uuKy

B) MMPOU3BOACTBO YCIYT ¥ KOHTPOJIb KAY€CTBA MCTIOJTHEHHS

6. Ilpu xakoM U3 TpexX BO3MOKHBIX HMCXO/0B KOH(IHMKTOB CIOP BBLINIPHIBAET OJAWH U3
YYaCTHUKOB:

a) BO3BpaT K UCXO/IHOMY COCTOSIHUIO

0) yacTHYHOE pa3peneHue KOH(PINKTA
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B) MOJIHOE pa3pelieHue KOH(PIMKTA.

7. KakoBbl cienupuyeckue 0c00eHHOCTH 001IeHNs B cepe 00Cay)KUBAHUSA:

a) MpOAAaBeLl ¥ MOKYTaTeNb NPEACTAIOT APYT Mepesl IPYroM Kak 00e3TMYeHHbIe (UTrypbl

0) HEOOXOIUMO TOCTUTATh B3AMMOIIOHUMAHMSI C TIOCETUTEIISIMU

B) HEOOXOMMO MPOSBIATH BHICOKYIO KYJIBTYPY OOIIEHUS

8. Uro nmoapasymeBaercs 1OJA 3CTETHKOM 3aKA30B:

a) 9TO KPaCHBBII BHEIIHUN BUJ U3ACTUI

0) 9TO OpraHu3anus MPOCTPAHCTBA OKPYIKAIOIIETO 3aKa3UHKa

B) 9TO ATMUYECKHUI 00JIMK paOOTHUKOB O0CITY>KHBAaHUS

9. Yto noapasymeBaeTcs Mo/ MOHITHEM «BbICOKOE KAa4eCTBO)» YCJIYT:

a) MpEeBbIILIEHUE OXKUIAHUN OTpeduTeNs 3a 6oiee HU3KYIO LIeHY, YeM OH IpeAroiarai

0) yZIoBJIETBOpEHHE MTOTPEOHOCTH OTPEOUTEIS 32 YCTAHOBIICHHYIO IICHY

B) YAOBJIETBOPEHHUE OXKUIAHUN MOTPEOUTEINS 32 BEICOKYIO LIEHY

10. Kakoii 3Tan He BKJIIOYAaeTCsi B METOAMKY BbISIBJEHHS OTHOCHUTEJIbHOI0 KauyecTBa
yCayr:

a) OLIEHKAa BaXKHEHMIINX C TOUKH 3pEHUsI HOTPEOUTENS] KpUTEPUEB

0) BBIABIICHHE KPUTEPHEB, KOTOPbIE IPUBOASIT K MPUOOPETEHUIO YCIIyT

B) BBISIBIIEHHE [IEHOBOT'O IIPEANOYTEHUS

11. B kakyl acCOPTHMEHTHYI0 Tpynmy BXOAAT YCJIYIH, HaxoAsuluecs Ha
3aKJII0YMTEIbHON (ase cTaguu BHEAPEHU:

a) OCHOBHYIO

0) Mo IePIKUBAIOIIIYIO

B) CTPATETUYECKYIO

T) pazpabaTbIBaeMyo

12. Kakme Mojenu OpPraHM3alMOHHBIX CTPYKTYP BBIICJAKT B COBPEMEHHOM
MeHeKMeHTe:

a) MEXaHUYECKYI0 U TEPMOJINHAMHUYECKYIO

0) MEXaHUCTUYECKYIO U TMHAMUYECKYIO

B) OPraHMYECKYI0 U MEXaHHUCTUYECKYIO

13. Ha kakoil cTaguM SKM3HEHHOr0 UIMKJA YCJIYIM OT KOJUIEKTUBA Tpedyercsi
YCOBEpPIICHCTBOBATDH MPEKHION0, JIN00 BHEAPUTH HOBYIO YCJIYTy:

a) Ha CTaJuU 2 - BHEAPEHUs

0) Ha cTanuu 3 - pocTa

B) Ha CTaJNM 4 - HACBIIICHUS PhIHKA

T') Ha CTaJIUU 5 - COKpPAIICHHSI peaTU3aliu yCIyT

14. Kakumu cBoiicTBaMu yCJIYI'M Onpe/esisieTcsi ee KOHKYPeHTOCIOCOOHOCTh:

a) CBOMCTBaMU, KOTOPbIE MPECTABIAIOT UHTEPEC I MOTPEOUTENs

0) cBoliCTBaMH, KOTOpbIE NMPEACTABISAIOT UHTEPEC AJIsl CEPBUCHON OpraHU3aluu

B) CBOMCTBaMHU, KOTOPBIE MIPEJCTABIISIIOT HHTEPEC sl TOCYAapCTBa

15. KTo pa3padoTaj MeXaHHCTUYECKYI0 MO/IeJIb OPraHU3alMOHHBIX CTPYKTYP:

a) M. BebGep

0) A. ®aiionn

B) JI. beppu

16. Kakoii U3 nepe4ucjieHHbIX TUIIOB PUCKOB MOJApPa3yMeBaeT Nepe;KMBaHus MOKYyNaTess
0 TOM, KaK YCJIyra MoBJIMsIieT HA ero UMHU/IK:

a) TMCUXOJIOTUYECKUI pUCK

0) pusnueckuii puck

B) COLMAIbHBIN PUCK

17. Kakue norpe0HOCTH 00111€CTBA PU3BAHA YI0BJETBOPATH chepa yciayr:

a) BCce BUJIbI MOTpeOHOCTEH

0) conaabHbIC MOTPEOHOCTH

B) IIEPBUYHBIE TOTPEOHOCTHU
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. C 4yero HaunHaeTcs npouecc pa3padoTKy HOBOH YCJIyIru:
C MPOBCACHHA PBIHOYHBIX HUCIIBITAaHUH

C TMIOMCKA UJEU HOBOU yCIIyTH

¢ HaOJIIOZEHMS 32 XO/IOM BHEAPEHUSI HOBOM YCIYTH

. [IporpeccuBHbIe (pOPMBI 00CTYKUBAHNS NIPU3BAHBI:
NpUOIMKATh YCIYTY K MOTPEOUTEIIO

CO3/1aBaTh HOBBIE BU/IbI YCIIYT

BHEJIPATH HOBBIE YCIIYTU Ha PHIHOK

. Kakasi n3 nepe4ucjIeHHbIX YCJIYT He SIBJISAETCS yCJIYroil pbIHOYHOH HOBH3HbBI
yCIyTa, BBILIEANIAss HA HOBBINA PHIHOK

yClIyTa, paHee UMEIOIIasl aHaJIoT Ha PhIHKE

ycityTa JJi1 HOBO! cepbl IPUMEHEHUSI.

I[IpumepHas TeMaTHKA 10KJIA10B

DN D W N =

e BN I o)}

Ne)

21

22.
23.
24.
25.
26.
27.
28.
29.
30.
31.
32.
33.
34.

. Ilcuxonoruyeckuie acleKkTbl CEpBUCHOM JEATEIBHOCTH.

. Yemyra: KaTeropuaibHbIA aHAIN3.

. CepBHCHas 1€ATEIBHOCTD U MOTPEOHOCTH YETIOBEKA.

. MarepuanbHble yCIyrd Kak IPOAYKT MaTEPHAIIBHOIO MPOU3BOJCTBA.

. Ilcuxonmorunueckue acmekTsl NPOPecCHOHATBHON NEATENbHOCTH pPabOTHHKA «KOHTaKTHOM

. IIponiecc oOcCITy)KUBaHUS: COLIMATIBHO-TICUXO0JIOIMYECKHH aCIeKT.

. CoMOKyYIbTYpHBIN aHATU3 OHATUS «CEPBUC.

. IIpodeccronanbHO-3THYECKHE OCHOBBI I€ATEIbHOCTH pAaOOTHUKA KOHTAKTHOM 30HBI.
. UcTopuueckuil aclieKT BOSHUKHOBEHUS U Pa3BUTHUS YCIIYT.

10.
11.
12.
13.
14.
15.
16.
17.
18.
19.
20.

[TpaBoBOE peryaMpoBaHue OTHOILIEHUH B CEPBUCHOM J€SITEIbHOCTH.

OcoOenHocTH OBITOBOrO 00CTYKMBaHUs B cepe Typusma.

WM HHOBaIMOHHBIN (OpPMBI 00CTYKUBaHUS B cepe TypU3Ma.

MapxkeTuHr cepsl ycayr.

OneHka kauecTBa yciyr B cepe Typu3ma.

ConmoKyIbTYpHBIN aHAIN3 MTOBEICHUS TOTPEOUTEIST HA PBIHKE YCIIYT.

Hossle popmbl 06cmy)uBaHus B cepe Typu3Ma.

NupuBuayanpHOE 00CTYKHBaHNUE KaK CAMOCTOSITEIIbHBINA BUJT ACATEIHHOCTH B TYPHU3ME.
[Tcuxonornueckue MeXaHU3Mbl B3aUMOACHCTBUS MEKAY «KIMEHTOM» U «IIPOJABLIOM).
O>kuaHus POCCHIICKOTO MOTPEOUTEINS OT 00CITYy)KUBaHUS B c(hepe COBPEMEHHOTO TypU3Ma.
KynbTypa obuienus cnenuanucra, padboTarouiero B chepe yciyr.

. Kondumukrabie cutyanuu B cepe TypuCTCKHX YCIIyT.

OObuenne kak (pakTop B3aUMOBIIHMSIHUS B BEIOOpE MOTPEOUTENIEM YCITYTH.

Br16op notpeburenem ycnyr B cepe Typusma: nemorpaduaecKuii acreKT.
OTUKO0-aKCHOJIOTHUECKUH aCMeKT BbIOOpa yCIyru noTpeduTeseM B chepe Typusma.
dunocodckre acCneKThl CEPBUCHOMN EATEILHOCTH.

AHanu3 oTpacieBoi CTPYKTYpPbI chepsl yCIyT.

Kynbrypa KOpeHHOTO HaceneHus Kak (pakTop BIUSHHS Ha cpepy yCIayr B TypU3MeE.
AHau3 TYpUCTCKUX YCIYT B MOJIUKYJIBTYPHOM OOIIIECTBE.

DcTeTHYeCcKHe aCleKThl CEPBUCHOM JIEATEITBHOCTH.

PasButne cdepsl yciyr 3a pyoexoM.

KomMmynukammu B cdepe ceppuca.

Konkypenuus B cepe o0cay K UBaHUs

@DakTOpBI pa3BUTHS CEPBUCA.

OtukeT B chepe 00CTyKUBAHHUS.
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Konoguit / MHCTUTYT HCTOpUM, MEXIYHAPOIHBIX M COLMAIbHBIX HccienoBaHuil OnbOOpcKoro
yHuBepcureta, 2010. — 329 c. (4 3k3.)
Kotnep @., boysn JI>)xoH, Meiiken3 J[xeiimMc. MapKkeTUHT: TOCTENPUUMCTBO, TYPU3M: YUeOHUK
M.: FOuutn-/ana, 2015 / http://biblioclub.ru/index.php?page=book red&id=114713&sr=1
Paccoxuna T. B. MeHemKkMeHT TypUCTCKUX AecThHauui: yuyeOHuk M.: CoBeTckuil cmopr,
2014 / http://biblioclub.ru/index.php?page=author_red&id=97885
Hazapka B. A., Bragsikuna FO. O. Bopornukosa E. 1O., Komaposa O. C., Manerun C. C.
Bunsl u  TeHnmeHumMu pasBuTus TypusMa: ydyeOHoe mocobume Hosocubupck: HITY, 2014
http://biblioclub.ru/index.php?page=book red&id=436302&sr=1 6.

IToBenenue norpeduTeneit M.: IOnutu-/lana, 2015
http://biblioclub.ru/index.php?page=book red&id=119438&sr=1
JlononHuTENbHBIE

HenucoBa E. C. IloBenenne motpeduTeneit: yuyeOHO-pakTHUeckoe mocooue Jluciuruimna:
MapkeTunr M.: EBpasuiickuit OTKPBITHII UHCTUTYT, 2010

http://biblioclub.ru/index.php?page=book red&id=444059&sr=1

WuTerpupoBanHble MapKETUHIOBbIE KOMMYyHHKanuu: ydeOHuk M.: IOnwurtu-Zana, 2015
http://biblioclub.ru/index.php?page=book red&id=112216&sr=1

KpaprampnoB B. A. Typusm: yuebnuk M.: @unaHcel u  cratuctuka, 2014
http://biblioclub.ru/index.php?page=book red&id=221449&sr=1

Tpycosa H. M., Myxamenuesa C. A., Kimroes 0. B. Typusm: MexIUCUUIUIMHAPHBIA aCHEKT:

KOHCIEKT JIEKITNH Kemepogo: KemI ' YKU, 2015
http://biblioclub.ru/index.php?page=book red&id=438391&sr=1
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4) Pesnuk, I'. A. CepBucHas nestenbHOCTh : yueOHuk / I.A.Pesnuk, A.M. Mackaesa,

1O.C. [lonomapenko. — MockBa : MH®PA-M, 2018. — 202 c.— (Bsicuiee o6pa3oBanue:
bakanaBpuar). — www.dx.doi.org/10.12737/2680. - ISBN 978-5-16-101214-7. - Texkct
anektpoHHbldi. - URL: https://new.znanium.com/catalog/product/967867 (mata oOpaiieHus:
08.01.2020)

5) Ceupuaenko, FO. I1. CepBucHas aestensHocTh : yued. nmocobue / FO.I1. Ceupuaenko, B.B.
XmeneB. — 2-e u3A., ucnp. u gon. — Mocksa : UHOPA-M, 2019. — 174 c. — (Bsicuee
oOpa3oBanue: bakamaBpuar). — www.dx.doi.org/10.12737/23520. - ISBN 978-5-16-105613-4. -


http://biblioclub.ru/index.php?page=book_red&id=114712&sr=1
http://biblioclub.ru/index.php?page=book_red&id=114713&sr=1
http://biblioclub.ru/index.php?page=author_red&id=97885
http://biblioclub.ru/index.php?page=book_red&id=119438&sr=1
http://biblioclub.ru/index.php?page=book_red&id=112216&sr=1
http://biblioclub.ru/index.php?page=book_red&id=221449&sr=1
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Tekcr : anektponHbiid. - URL: https://new.znanium.com/catalog/product/1007976 (mata oOpateHus:
08.01.2020)

JlomonHuTEeNbHAS

[TpuBanoBa, M.B. uHHOBaIIMOHHAs JEATEIBLHOCTh KaK (PaKTOP COBEPIICHCTBOBAHUS COBITOBON
MOJIMTUKY Tpeanpusatus cdepsl cepBuca; ®opym monoasix yuensix. 2019. Ne 2 (30). C. 1237-1242. -
URL: https://elibrary.ru

6.2 Ilepeyennb pecypcoB MH(POPMALMOHHO-TETEKOMMYHUKANMOHHOM ceTH « UHTEpHET».
https://buyingbusinesstravel.com.ru/glossary/term/MICE/
https://www.mice.ru/
https://www.coral.ru/concepts/korporativniy-otdih/corporate-travel/
Hammonanwshas snexrponnas ounbnuorexa (HOb) www.rusneb.ru
ELibrary.ru Hayunas snextponHas 6ubnuoreka www.elibrary.ru
OnektponHas 6ubianoreka Grebennikon.ru www.grebennikon.ru
Cambridge University Press
ProQuest Dissertation & Theses Global
SAGE Journals
Taylor and Francis
JSTOR

6.3 IIpodeccuoHaabHbIC 0a3bI JAHHBIX 1 HH(POPMALMOHHO-CIIPABOYHbIE CHCTEMBbI
Jloctyn k npodeccroHanbHbIM 6a3aM naHHbIX: https:/liber.rsuh.ru/ru/bases

WHdopmanroHHbIe CIIPABOYHbIE CUCTEMBI:
1. Koncynsrant Ilmroc
2. Tapanr

7. MaTepuaJbHO-TEXHHYECKOe o0ecnedeHne TUCHUIINHBI

Hns obecrieueHus JUCIUATIINHBL HCIIONB3YyETCA MaTepHhaIbHO-TEXHUYECKAs Oa3za
00pa30BaTENILHOTO YUPESXKJICHUS: y4eOHbIE ayJUTOPUHU, OCHAIIEHHBIE KOMIBIOTEPOM U IMPOEKTOPOM
IJI1 ACMOHCTpalun y‘Ie6HI)IX MaTCpuraaoB.

CocTaB mporpaMMHOT0 00eCTICUCHHUS
1. Windows

2. Microsoft Office

3. Kaspersky Endpoint Security

8. Obecnieuenune 00pa3oBaTeJbHOIO MPOLECCA AJISA JHI ¢ OTPAHNYEHHBIMH BO3MOKHOCTSIMH
310POBbSI U HMHBAJINI0B

B xone peanuzanuu IUCHUIIIUHBI MCHOJB3YIOTCS CIEAYIOIIME JIOMOJHHUTEIBHBIE METObI
0o0y4eHHUs, TEKYyIIEero KOHTPOJS YCIEBAEMOCTH W MPOMEXKYTOUHOH aTTecTaluu OO0y4aroluxcs B
3aBHCHMOCTH OT X WHAWBUIYATBHBIX OCOOSHHOCTEH:

® I CIENbIX U CIa0OBUISIIMX: JEKIUU OQPOPMIISIIOTCS B BHJAE 3JCKTPOHHOTO JOKYMEHTA,
JIOCTYITHOTO C TIOMOIIBI0 KOMIBIOTEPA CO CHEIUAIM3UPOBAHHBIM MPOrPAMMHBIM OOECIICYCHUEM;
MUChbMEHHBIC 3aJ[aHMsI BBINIOJTHSIOTCS HAa KOMIIBIOTEPE CO CHEHUAIU3HPOBAHHBIM MPOTPAMMHBIM
obOecreyeHHeM WJIM MOTYT OBITh 3aMEHEHBI YCTHBIM OTBETOM; OOCCIICUMBACTCS HHIUBUIYATHHOE
paBHOMepHOe ocBeleHHe He MeHee 300 JIOKC; AJis BBINOJIHEHUS 33JaHUS TMPU HEOOXOAUMOCTH
IIPEIOCTABIIAETCS YBEJIMUYMBAIOIIEE YCTPONCTBO; BO3MOMKHO TAaKXE HCIOJb30BaHUE COOCTBEHHBIX


https://elibrary.ru/item.asp?id=38693540
https://elibrary.ru/contents.asp?id=38693152&selid=38693540
https://elibrary.ru/contents.asp?id=38693152
https://elibrary.ru/item.asp?id=38693540
https://elibrary.ru
https://buyingbusinesstravel.com.ru/glossary/term/MICE/
https://www.mice.ru/
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YBEJIIMYMBAIOIIUX YCTPOUCTB; MUCHMEHHBIE 3aJIaHHsI O()OPMIISIIOTCS YBEIUYCHHBIM MIPU(TOM; 3K3aMeH
1 324€T MPOBOJATCS B YCTHOU (DOpME MIIH BBIMIOJIHAIOTCS B MUCbMEHHOM (popMe Ha KOMIIBIOTEPE.

® ISl TINYXUX U cHa0OCHBIIIANIMX: JIEKIUH O(QOPMIISIIOTCS B BUJAE 3JEKTPOHHOIO JOKYMEHTa,
aubo  mpenocTaBiseTcss  3BYKOYCWJIMBAIOIIasl — ammaparypa HMHIUBUAYaJbHOTO  IOJIb30BAHMUS;
NUCbMEHHBIE 33JaHUsl BBIMOJMHAIOTCS HAa KOMIIBIOTEpE B NHCBMEHHOH (opme; 3K3aMeH U 3a4éT
MIPOBOJSTCS B MHUCbMEHHOM (pOpMe Ha KOMIIBIOTEPE; BO3MOYKHO ITPOBEJIEHUE B (POPME TECTUPOBAHMUS.

® ISl JIUI] C HApPYUICHUSMHU OINOPHO-ABUTaTeNbHOIO ammapaTa: JEKIUH O(OpMIISIOTCS B BUJE
AIIEKTPOHHOTO JOKYMEHTa, JOCTYHOIO C IIOMOIIBI0 KOMIBIOTEPA CO CHEHUATU3UPOBAHHBIM
IpOrpaMMHBIM ~ OoOecrieueHHeM; IHUChbMEHHbIE 3a/laHUsl  BBIOJNHSIOTCS Ha KOMIBIOTEpE CO
CHeIHATM3UPOBAHHBIM NPOTPAMMHBIM OOECIeueHUEM; dK3aMeH U 3a4€T MPOBOASTCS B YCTHOU (hopme
WJIN BBITIOJIHSIOTCS B MMCBbMEHHOM (hopMe Ha KOMIIbIOTEpE.

[Ipu HEOOXO0AMMOCTH MpEeayCMATPUBAETCS YBEJIIMYEHHE BPEMEHU /171l TIOJTOTOBKU OTBETA.

[Tponienypa npoBeaeHHUs MPOMEKYTOUHOM aTTecTalM Uil 00y4yaroIlMXcs yCTaHABJIMBAETCS C
y4€TOM UX MHIUBUIYAJbHBIX NMCUXO(HU3NUECKX ocoOeHHOCTeH. [IpoMexyTouHas aTrectalus MOXKET
IIPOBOAMTHCS B HECKOJIBKO JTAIOB.

[Ipn mnpoBeneHuu NpoOIEAYpbl OLEHUBAHUS pPE3YJIbTAaTOB OOy4YEeHHs IpeaycMaTpuBaeTcs
UCMOJIb30BaHUE TEXHUYECKHX CPE/ICTB, HEOOXOIUMBIX B CBSI3U C MHAMBHIYaJbHBIMH OCOOCHHOCTSMU
oOydJammuxcsi. OTU CpeAcTBa MOTYT ObITb IPEIOCTAaBIEHbl YHHUBEPCUTETOM, WM MOTYT
UCTIOJIb30BaThCSl COOCTBEHHBIE TEXHUYECKHE CPEJICTBA.

[IpoBenenue npoueaypbl OLIEHUBAHUS PE3yJIbTaTOB OOYUEHHUS JOIYCKAETCs C MCIOJb30BaHUEM
JUCTAaHIIMOHHBIX 00pa30BaTENbHBIX TEXHOIOIHH.

ObecnieuynBaeTcss IOCTYNl K WHGOPMAIMOHHBIM M OuOIMOrpapuueckuM pecypcam B CETU
WuTepHeT 1 Kaxkoro odydaromierocs B popMax, alaiTUPOBAHHBIX K OTPAaHUYEHUSM UX 370POBbS U
BOCHPUATHS HH(POPMALIUU:

® sl clenblX M caaboBUIALIMX: B IMEYaTHOW (opMe yBETUYEHHBIM MIpUPTOM, B (dopme
AJIEKTPOHHOTO IOKyMEHTa, B hopme ayauodaiiia.

® JUIs TIyXUX ¥ caa0oCcbIIIaluX: B neyaTHoi Gpopme, B popMe 37IeKTPOHHOTO TOKYMEHTA.

® 17151 00yYaroUIMXCs ¢ HapyLIEHUSIMH ONOPHO-JBUTATEIBHOIO ammnapara: B neyaTHoi ¢opme, B
(bopMe 3MEeKTPOHHOTO JOKYMEHTa, B (hopMe ayaunodaiina.

VY4eOHble ayIUTOpUU M BCEX BHUJOB KOHTAKTHOM M CaMOCTOSITENBHON paboOThl, HaydHas
OMOIMOTEeKa W WHBIC TOMEIICHHUS JUIS OOYYEeHHS OCHAIIEHBI CIEIHAIBHBIM O0OPYJIOBaHHEM U
y4eOHBIMU MECTaMH C TEXHHYECKUMHU CPEJICTBAMU O0yUEHUSI:

® ISl CJENbIX U CIA0OBUISAIINX: YCTPOMCTBOM JUIsl CKAHUPOBAHUS U YTeHUs ¢ kKamepoil SARA
CE; nucnineem bpaiinsg PAC Mate 20; npuntepom bpaitng EmBraille ViewPlus;

® ISl TAYXUX W CHA0OCIBIIIANIAX: ABTOMATU3UPOBAHHBIM pPabOYUM MECTOM I JIIOAEH C
HapyIICHHEM CIyXa U cIabO0CHbIIANNX; aKyCTUYECKHI YCUIIUTENb U KOJOHKH,

® st OOy4YaroOMIMXCsl C HaApYLIEHUSMH OIOPHO-IBUTAaTEIBHOTO armmapaTa: MepeABUKHBIMH,
perynupyeMbiMu dproHomudeckumu napramu CH-1; KOMIBIOTEpHON TEXHUKON CO CHEIHAbHBIM
IPOTPaMMHBIM 00€CTICUEeHHEM.

9. MeToanuyeckne MaTepUaJIbl

9.1 Iliianbl ceMMHAPCKUX/ MPAKTHYECKUX/ 1a00pPaTOPHBIX 3aHATHIH

Cemunapl: Cepsucnaa OeamenbHOCMb , KaK ¢hopma y0061emeopeHus uenoedyeckux
nompeonocmeit (2u)

[nan 3ansTHSA

1. TeopeTuueckuii aHaan3 MEXTyHAPOIHON CEPBUCHOM NESTEIBHOCTH.

2.CepBHCHas JICATEIHHOCTh KaK BHYTPEHHSS W BHEIIHSS aKTUBHOCTH delloBeka. OCHOBHBIC
BU/JIbI ICSTENILHOCTH (UTPa, YUCHHE, TPYA).

3.CTpyKTypa CEpBUCHOM JIEATETLHOCTH.

4.XapakTepuCcTHKa CEpPBUCHOM NEATEIBHOCTH (3HAHUA, HABBIKHU, YUCHHUE, IPUBBIYKA, OTBET).
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5.CepBucHas AesTEIbHOCTh KaK COCTABHASI YaCTh SKOHOMUKH.
6.CepBucHas JesTEIHLHOCTh Kak (popMa yI0BIETBOPEHUS TOTPEOHOCTEH UeIoBeKa.
7.CepBUCHas AESTEIBHOCTb B CTPYKTYPE COLUATIBHBIX OTHOIICHUH.

KoHTposbpHBIE BONPOCH U 334aHUS

1.OxapaktepusyiiTe CyIHOCTh TEOPETUYECKOTO IOHUMAaHUS CEPBUCHOM JEATEIbHOCTH.

2.B 4yeM cocTosIT TPYyAHOCTH KITaCCU(PUKALIMH YCIYT CEPBUCHOM IeATETbHOCTH?

3.00bsicHUTE, B YEM COCTOMT B3aUMOCBSI3b U B3aUMO3aBUCUMOCTh TPYJOBOMN JESTENbHOCTH U
IICUXUKH.

4.B 4eM COCTOUT MPOoIIeCcC IeATeTbHOCTH paboTHUKA chephl ycrmyT?

5.KakoBbI HCTOYHUKYN aKTUBHOU JEATEIBHOCTH YEIOBEKA?

6.KaxoBbl ncuxonornyeckre KOMIOHEHThI paOOTHUKA KOHTAKTHOU 30HBI?

7.PackpoiiTe MecTo COBpeMeHHOMI Cephl CepBUCa B CTPYKTYpPE HALIMOHATBHON SKOHOMUKHU.

8.KakoBbl MpU3HAKU CEPBUCHOHN JESATENbHOCTH Kak c¢epbl TMPOU3BOJCTBA CEPBUCHBIX
IIPOAYKTOB?

9.VkaxuTe oTanune Tpyaa B chepe cepBrca OT TpyAa B IPOMBIIIIIEHHOM ITPOU3BOICTBE

10. Yro o3HayaeT NOHATHE «HUHIYCTPUS CEPBHUCA», KaK YUUTBHIBAIOTCS MHOTr00Opa3HbIE
MHAUBUAyaJbHbIE TOTPEOUTENBCKUE 3aTPOCHI?

11. Kakue oOIIeCTBEHHbIE U WHAMBHUIYyaJbHbIE MOTPEOHOCTH MOTYT pPEaTU30BATHCS
MTOCPEJICTBOM CEPBUCHOM JCATEIHHOCTH COBPEMEHHOTO THTIA?

12. Kakue (hakTopbl 0OKa3bIBalOT BIMSIHUE HA OKYNATEIbCKOE OBEeHUE?

13. B yeM cOCTOUT MPUHATHE PEIICHHS O TTOKYIKE TOBapa, yCIyru?

14. Kak BnusieT Ha pa3BUTHE CEPBUCHOM JeSITEIbHOCTH reorpaduueckuil paxkrop?

15. Kak B3aumocBs3aHbl geMorpaduyeckrue npoueccs u

CEepBUCHAs

JeSATeTLHOCTh B TOW WJIM WHOM cTpaHe?

16. PackpoiiTe CynHOCTb ¥ CTPYKTYPY COLIMATILHO-KYJIBTYPHOI'O CEPBHCA.

17. Kakum 06pa3oM MOTyT ObIThb BKJIIOYEHBI B COBPEMEHHBIN CEpBHUC PE3yJIbTAaThl HAYUHBIX
pa3paboTok

Cemunap2. CouyuanvHvle RnPeOnOCHIIKU  603HUKHOBEHUA U  PA3GUMUA  CEPEUCHOIL
oesmenvnocmu. (1u)

IInan 3ansaTHSA

1. XapakrepucTuka chepsl yCIyT Kak OBICTPO pacTyIleil 1 NepCIeKTHBHON OTPACIIH.

2. Ponp crienmanucra o cepBucy.

3. Yciyru u )KU3HeNeATeIbHOCT JII0/IEN B IEPBOOBITHOM COOOIIECTBE.

4. 3apoxaeHue U pa3BUTHE YCIyr B o0miecTBax JlpeBHero Mupa.

5. Ycayru B cpeIHEBEKOBOM OOIIIECTBE.

6. PazButHe yciayr M CEpBUCHOW ACSITEIBHOCTH B MHAYCTPHUAJIbHOM U MOCTUHAYCTPHAIBLHOM
oO11ecTBe.

KoHTposbHbIE BONPOCH! U 33AaHUS

1.Pa3paboraiiTe MOJENb CIIEIUAINCTA TIO CEPBUCY.

2.YKa)XuTe IPUIUHBI OTCYTCTBUS YCIYT B JOUCTOPUIECKHUX OOIIECTBAX.

3.HazoBute ¢akTopsl, onpeaeNuBIINe MOSBICHUE B OOIIECTBAX APEBHETO MUpa MPOQECcCHid,
CBSI3aHHBIX C OOIIECTBEHHBIMH YCIIyTaMH.

4.Kakuve HOBBIE YCIYTH MOSBHIUCH B CPETHEBEKOBOM 00111eCcTBE?

5.0xapakTepusyiTe BaKHEUIIINE TPU3HAKHN CEPBHCA HHIYCTPHAIBHOTO OOIIECTRA.

6.KakoBbl OTIMYUTENbHBIE OCOOCHHOCTH, XapaKTEpHbIE Ui CEPBHUCHON JESTENbHOCTH,
pa3BUBAIOIINXCS CTpaH?

7.YkaxuTte 00ObEKTUBHBIE YCIIOBHS U BayKHEHIINE (PaKTOPBI, OMPEIESIIONINE Pa3BUTHE YCIYT B
POCCHIICKOM 00I111eCTBE.
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8.Packpoiite BakHEHIIINE OTIIMYUTEIbHbIE YePThl Chephl YCIYT COBETCKOTO IepHO/Ia.
9.0nummTe OCHOBHBIE ATambl pPePOPMHUPOBAHUS COBETCKOW cdepbl yCIyr U yKaXHUTEe
0COOEHHOCTH ITOTO MPOLIECCA B HACTOSAIIIEE BPEMSL.

Cemunap 3 Bonpocwvt ucmopuu pazeumusn cepeuca ¢ Poccuu (2u)
[Inan 3ansaTHs

1. Ocobennoctu pazButus cepBucHbIx ycayr B CCCP
2.CoBpeMeHHbIe 0COOCHHOCTH pa3BUTHsI cepBuca B Poccun

3. Otnnuue B paboTe cepBUCHBIX MpeanpusaTHii B PO u 3a pydexom
4. ®akTopsl, BIMAIOIIME HA COBPEMEHHOE pa3BuTHE cepBuca B PO
5. O6cyxaeHue goknaaa

KoHTposbpHBIE BONPOCH! U 3aAaHUS

1. KakoBbl OTIAMYHTENbHBIE OCOOCHHOCTH, XapaKTepHbIE JJIsl CEPBUCHOM JEATEIbHOCTU

B CCCP

2. OxapakTtepu3syiiTe BakHeHIMe MpU3HaKku cepsuca B PO

3. Kakue HOBBIE yCIIyTH OSIBUINCH B COBpEMEHHOM Poccun

4. IlpoTuBOpeurs B OTHOLLIEHUH K HEKOTOPBIM BHJIaM YCIIyT, HAIpUMEp: KOppuaa, HApKOMaHUs
U T.IL

5. PackpoiiTe BaKHEWIIME OTIMYUTENBbHBIE YEpPThl COBPEMEHHBIX BUIOB yciuyr. IlpuBectn
IIPUMEPBHL.

Cemunap 4 Ilonamue «KOHMAKMHOU 30HbLL) KakK cgepvl peanuzauyuu cepeucHoul
deamenvrocmu (1u)

I1nan 3ansaTHS

1. IlonsaTe M XapakTepUCTHKA «KOHTAaKTHOM 30HBD». Metoasl U ¢GopMbl 00CTYKUBAHUS
norpedurenei.

2. IIpouecc obcmyKUBaHUS.

3. KauecTBo, 6€301aCHOCTb YCIYT U KYJIbTypa CEPBUCHOM JeSTEIHHOCTH.

4. 3aBHCUMOCTb CEPBUCHOMN JIEATEIBHOCTH OT IMCUXOJIOTUYECKUX, ITUYECKUX U ICTETHUUECKUX
(bakTopoB.

5. T'ocynapCTBEHHO-IIPABOBOE PETYIUPOBAHUE CEPBUCHOM NEATEIIBHOCTH.

6.006cyxaeHue qoKuaaa

KoHTposbHbIEe BONPOCH! U 3aaHUS

1. Kakue ocoOeHHOCTHM MPHCYIIM CEPBHUCHOHN AesTenbHOCTH coBpeMeHHou Poccun? Yto
OTJINYAET U COJNIMKAET POCCUMCKUN CEPBUC C MUPOBOM MPAKTUKOM cepBuca?

2. KakoBbl BaxHeIIMe 3TaIlbl poiiecca o00CIyKUBaHUS HoTpeduTeneit?

3. Uto Takoe «KOHTaKTHas 30Ha» oOOcCHyXuBaHUA? B ueM ee Ha3Haue€HHWE M KaKOBBI
(byHKIIMOHATIBHBIE 0COOCHHOCTH?

4. Yrto Ha3bpIBaeTCs METOJIOM U (Gopmoii obcyxuBanus? Ilepeuncnure ux pa3HOBUIHOCTH Ha
MpUMeEPE KOHKPETHOTO MPEANPUATHS.

5. PackpoiiTe NMOHMMaHHE KadyecTBa CEPBUCHOM IEATEIbHOCTH, 3AKPEIUVIEHHOE B MHUPOBOU
MIPaKTUKE YCIYT.

6. Ilepeuncnure Buabl 6€30MaCHOCTH YCIIYT.

7. B ueM cOCTOUT MpOLECC YNPaBICHUS KAYECTBOM YCIyr?

8. 13 uero ckiaapIBaeTcs KyJIbTypa CepBHca B KOHKPETHOM 001IecTBe?

9. Packpoiite CymHOCTb STUKU OOCTYKUBAHUS U MIEPEUUCTUTE €€ OCHOBHbIE KOMIIOHEHTHI.

Cemunap 5 : Buowt cepsucnoii oesamenvrnocmu (2u)

[Inan 3ansaTHA

1. Posib 1 BUBI CEPBUCHOM €ATEIHLHOCTH B 9KOHOMUYECKOM U OOIIIECTBEHHOM Pa3BUTHH.
2. OCOOEHHOCTH M XapaKTEPUCTHKA MPEAITPUHUMATEIBCTBA CHEPHI YCIIYT.
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3. IloHsiTHE U MPEANIOCHUIKYA Pa3BUTHSI CEPBUCHOTO OM3HEca.

4. Pecropannsiii 6usznec B Poccun. PazButue, coBpeMeHHOE COCTOSHUE.

5. Crpareruss U TakTMKa MapKETHHIa CEPBHCHOTO MPEANpPUATHS IO PA3BUTHUIO CEPBHCHOM
NeSITETTLHOCTH.

6. Db dexkTUBHOCTH pabOTHI MPEANIPUATHUS CEPBHUCA.

7. O0cyxeHne qoKIaaa

KoHTponbHbIE BONIPOCH! U 3a/1aHus

1. Kakue ¢axTopsl onpeaessioT pa3BUTHE CEPBUCHOTO MPEANPHUHUMATENHCTBA B COBPEMEHHOM
Poccun?

2. B Kakux HampaBJECHMSX OTEUECTBEHHOI'O CEpBHCA 4Yalle BCEro pa3BHBAcTCA
MpeapPUHUMATEIbCKAs AESITENbHOCTD?

3. OxapakTepu3ylTe JUYHOCTHBIE NPEANOCHUIKM U HHAWBHUIYyaJbHbIE KauyecTBa YEJIOBEKA,
CHOCOOCTBYIOLIME YCIEIIHOMY MTPEeANPUHUMATENLCTBY B chepe cepBuca.

4. KakoBbl COLMAIBbHO-KOPIIOPATUBHBIE XaPAKTEPUCTUKU POCCUICKOrO OU3HEC-CI0S HAIlero
BpeMeHU?

5. YTo Takoe cTpaTerus U TaKTUKa MapKETHUHIAa CEPBUCHOIO NPEANPUATHA?

6. B uem cocTosAT 0COOEHHOCTH CETMEHTHPOBAHUS BHYTPEHHEIO MOTPEOUTENHCKOTO pPhIHKA
Poccun?

7. Kakue cylecTBYIOT OCHOBHBIE IMOJAXOJbl K  OIpeneiaeHuo  3PPEeKTUBHOCTH
IIPOU3BOJCTBEHHBIX NPEAIPUATUI?

8. B yem 3axirodaercss pacHIMpPEHHBIH MOAXOJ K ONpeAeseHUuI0 3PPEeKTUBHOCTH CEPBUCHOTO
IIPEIIPUITHS?

Cemunap 6. Bzaumoomnowienus cneyuanucma no cepeucy u mypusmy ¢ KIUEHMOM 6
npouyecce ocyuiecmeieHus cepeucHoil deamensvHocmu (2u)

IInau 3amsaTus

1. ITonsitue obmenus. CTUIN OOIICHUS.

2. KoMMyHHMKaTUBHBIN ITpOLECC.

3. BepbanbHbie 1 HeBepOaTbHbIE KOMMYHHUKAIIMU MTPOLIECca OOIICHHUS.

4. Ilcuxonoruyeckas KyJibTypa ceppuca. [Icuxonorus mpoiecca 00CITyKUBaHHUSL.

5. Dtuueckas KynpTypa cepBuca. KynbTypa oOmeHuss paboTHuka cdepbl ycIyr ¢
oTpeduTenem.

6. OTuKeT pabOTHUKA KOHTAKTHOM 30HBI.

7. DcteTnueckast KyJabTypa CepBHUCa.

8. OpraHu3aIMOHHO-TEXHOJIOTHYECKas KyJIbTypa CEpBHCA.

9. TpeboBaHus K 00CITyKHUBAIOIIEMY TIEPCOHAITY.

10. OGcyxaeHue nokiaana

KoHTponbHbIE BONIPOCH! U 3a/1aHuUs

1. Tect Ha onpeneneHne KOMMYHUKATUBHBIX H OPTraHU3aTOPCKUX CIIOCOOHOCTEH.

2. OxapakTepusyiTe pa3nuyHble cTHIHU obOmeHus. Korga m kakue CTUIM MPearnoyYTHTENHHO
IPUMEHATDH?

3. U3 yero ckiaapiBaeTcs KyJabTypa cepBUca B KOHKPETHOM o01IecTBe?

4. Kakue tumnsl rocteit Bol 3HaeTe? Kak moinkeH Bectu ce0st 00CIy KUBAOIINNA ITepcoHa?

5. Kak n3zbexarb KOHQIIMKTOB C rocTeM?

6. Uto takoe cyrrectuBHoe oociyxuanue? [IpuBenure npumMepsl.

7. Packpoiite CyliHOCTb 00CTY>KUBAHUS U TIEPEUUCIUTE €€ OCHOBHBIE KOMITOHEHTHI.

Cemunap 7 Teopusa opzanuzayuu odciaysycueanus(2u)
Inan 3ansTHSA
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l. PazButue cepBuca B paMKax SKOHOMHYECKOH JEATENBbHOCTH (Majble, OOJbIINME U
CE30HHbIE ITUKJIbl SKOHOMUYECKOU KYJIbTYPHI).

2. XapaKTepUCTUKA POCCUNCKOW DKOHOMUYECKON KOHBIOHKTYPBI.

3 Buenpenue naHoBanmu B cepy yCIyT.

4. JKuzHeHHBII LUK YCIIyTH M €10 0COOEHHOCTH B MPEANPUHUMATEIbCKOM 1S TeTbHOCTH.

5 Bunpr o0cnyxuBaHus B COIMAIBHO-KYJIBTYPHOU chepe.

6 OO6cyxneHue goknaaa

KOHTpOHBHLIC BOIIPOCHI U 3a/laHUA

1. OCHOBHBIE IPUYHHBI OTIPEIEISFOIINE PA3BUTHE CEPBUCHOTO MPEIPUHIMATETHCTBA

2. KoHBIOHKTYpa pbIHKa CEPBUCHBIX YCIIYT: OT YETO OHA 3aBUCHUT

3. Posb nHHOBAIMI B pa3BUTUN O0CTYKUBAaHUS

4. Craguu )KIIT ux xapakrepucTuka

5. OcobenHoctu 06cmyxkuBaHus. Pojib JTMYHOCTHBIX KadyecTB CIELMAIUCTa CEPBHUCHOI
cepsl

Cemunap8: IIpeanpusitusi, 0ka3pIBaKOIIMe YCJIYTH HACEJEHUIO (24)
[Inan 3ansaTHs
1. Opranu3anoHHO — MPaBOBbIE (HOPMBI CEPBUCHBIX MPEANPHUATUH, OKA3BIBAIOIINX PA3THUYHBIC
YCIIYTH.
. OcobeHHOCTH yNpaBIEHUS CEPBUCHBIM MPEATPUSTHEM.
. TypOu3Hec u ero 0COOEHHOCTH.
. UcTopust BOBHUKHOBEHUS! TOCTUHHUYHOTO JIeNa.
. CTaHOBJIEHHE TOCTUHUYHOTO Jiea B Poccum.
. [IpennpusiTuisi pecTopaHHO-TOCTUHHUYHOTO OM3Heca.
. CoBpeMeHHBIH 3Tal pa3BUTUSI UHAYCTPUU FOCTEIPUUMCTBA.
. TypucTtideckoe 1 3KCKypCHOHHOE O0CITyKHBaHHE.
. OOcyxieHne noKnaga

O 03O L B~ Wi

KoHTposbHbIE BONPOCH! U 33aHUS

1. OxapakrepusyiiTe BaKHEUIINE YEPTHI CEPBUCA Ha pPa3HbIX ATarax €ro pa3BUTHSL.

2. Ykaxute OOBEKTHUBHBIC YCIOBUS W BaXKHEWIWE (HAKTOPBI, OMPEHCISIONINE pa3BUTHE
CepBHCa B POCCUHCKOM O0IIIEeCTBE.

3. Kak npoxonauio pa3BuTUE Typu3Ma U TOCTUHUYHOTO X03siiicTBa B Poccun?

4. Kakne 5KOHOMHUYECKHE KaTErOPUU BXOAST B TEPMHUH «TYPU3M»?

5. Kakwuie oTpaciy 5KOHOMHKH COCTaBJISIOT HHPPACTPYKTYPY Typu3Ma?

6. UTo BaM M3BECTHO 00 MHAYCTPUU Pa3BICUCHUI?

7. Ha3oBUTE KpUTEPUHU POTHOZUPOBAHUS PA3BUTHS TYPUCTHUECKOW HHPPACTPYKTYPHI.

8. PacckaxkuTe 0 KOHLENIUH Pa3BUTHUS Typr3Ma IO MECTAM PEJIUTHO3HBIX CBATHIHb.

9. JlaiiTe XapaKTEpUCTHKY COBPEMEHHOW TOCTUHHUYHON 0a3bl Poccum.

10. Pacckaxkute 0 BAXXHOCTH 0O€CTIeUeHHs MTUTAHUEM MPOKUBAIOIIMX B TOCTHHHIIAX TPaXkIaH?

11. OOBsicHUTE MOJUTUKY TOCTHHHII, HATIPABJICHHYIO HA WHIWBUIYAIbHBIC M OTIUYUTEIHHBIC
OT JPYTHX TOCTUHHUII IpUEMbl 00caykuBanus. [IpuBenure npumepsl.

12. JlaitTe pacuimpeHHOE TOJIKOBAHHUE TEPMUHA «TOCTUHUIIAY.

13. Kakue Tunbel COBpEMEHHBIX TOCTUHUL BaM U3BECTHBI?

14. Kakue cucteMsl Kiraccu()MKauy TOCTUHHIL BaM U3BECTHBI?

15. JlaiiTe pacmiupeHHOE TOJIKOBAaHHUE TEPMUHA KTOCTUHUYHAS CEThY.

16. B ueM cocTouT Hepa3pbIBHASI CBSI3b TYpU3Ma U TOCTUHUYHOTO Jiena?

17. HazoBuTE CTpaHbl C BBICOKMM YPOBHEM Pa3BUTHsI TYPU3Ma U JAUTE €My XapaKTEpPUCTUKY.

18. KakoBo 3HaueHue Typu3Ma B COBpEMEHHOM MUpe?

19. Ha xakue TypucTU4YeCcKHue 30Hbl OAPA3IEISAIOT TeppUTOpUt0 PD?

20. Yo BBI mOJpa3yMeBaeTe Mo TEXHOJIOTHEH 00CTyKUBaHUS B Typu3Me?
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Cemunap 9: Paznosuonocms ycayz u ux xapaxkmepucmuka. Mapxkemune yciaye (2u)
[Lnan 3anaTHA

1. I[TonsiTust u knaccudukanus ycnyr. Kpurepun kinaccuduxarum.

2. luxn yenyru. [Ipornece noKynKu-nmoTpeOaeHus.

3. Oco0eHHOCTH KU3HEHHOTO [IUKJIA YCIYTH B IPEANPUHUMATENIbCKON AESITETbHOCTH.
4. KauecTBo ycCiyr.

5. IIpou3BOACTBO YCYT.

6. YrpaBieHue yciyramu.

7. O0cyxeHne qoKIaaa

KoHTponbHbIE BONIPOCH! U 3a/1aHus

1. B ueM cOCTOMT TPYIOHOCTb KJacCH(PUKAaLMU YCIyr U CepBUCHOHN nestenbHOCTH? Kak
MIPEO0JEBAIOTCS ATH TPYJHOCTH B IPAKTHKE Pa3HBIX CTPAH U B MUPOBOI 3KOHOMUKE?

2. ComocTaBbTe MEXy COOON pa3Hble TUIBI KIACCU(PHUKAIMU YCIYT. YKaKUTE MPEUMYIIEeCTBa
Y OTpaHUYEHHE PA3HbIX TUIOB KJIacCU(UKALINH.

3. Packpoiite MecTo coBpeMeHHOH cepbl cepBUCa B CTPYKTYpE HAI[HOHAJIbHOW SKOHOMMKH.

4. Kakum 00pa3oM MOKHO HCIIOJIb30BAaTh B CEPBUCHOM IPOM3BOJACTBE 3HAHUE O KU3HEHHOM
LUKJIE YCIYTH?

5. Ilepeuncnure Buabl 6€30MaCHOCTH YCIIYT.

6. B 4yem cocTouT npouecc ynpasieHUs1 Ka4ECTBOM yCIIyT?

Cemunap 10. Teopusi 1 NIPaKTHKA CePBUCA C YY€TOM PerHOHAIbHO-TEPPUTOPUAIBHBIX H
HHIMBHAYAJIbHBIX 0CO0CeHHOCTEH 00C/Ty;KMBAHUS KJINEHTOB (24)

I1nan 3aHaTHA

1. TeppuTopHanbHble aCMIEKThI PA3BUTHS PbIHKA YCIIYT.

2. CepBHC C Y4YETOM HallMOHAJIbHBIX, MPUPOJHO-KIMMATUYECKUX M JPYTUX OCOOEHHOCTEH
00cTy>KUBaHUS.

3. PernoHanbHasi KOHBIOHKTYpPA PhIHKA YCIIYT.

4. IIponecc oOcCTy)XKMBaHUS UHIUBUAYaAIbHBIX MMOTpEOUTENEH, €r0 OCHOBHBIE (DOPMBI, METOBI
U TIpaBUjIa 00CITy )KUBaHHUSL.

5. IlporpeccuBHble GOPMBI 0OCTYKUBAHUS WHAWBUIYAIbHBIX OTPEOUTENEH.

6. OCHOBHBIE THUIIBI CEPBUCHBIX OCPEAHUKOB, TOCPETHUUECKHUE U JOCYTOBBIE YCIIYTH.

7. BHeipeHre HOBBIX ()OpM 00CTYKMBAHUS U HOBBIX BUJIOB CEPBHCHBIX YCIYT.

8. [IpaBoBOE OOecreueHne CEPBUCHOM NESITEIILHOCTH.

9. O6cyxkaeHne qokiana

KoHTposbHbIE BOIPOCH! U 33 JaHHS

1. B yem 3akito4aroTcsi TEppUTOPUATIbHBIE ACTIEKTHI PA3BUTHUS PbIHKA yCITyT?

2. HaunoHanbHble, IPUPOJIHO-KIMMATHUECKUE U APYTUE OCOOEHHOCTH O0OCITY>KUBAHMUSL.

3. KomMnakTHbIN TUI pbIHKA YCIYT. JlucnepcHbIil TUIT pbIHKA YCITYT.

4. PernoHanbHast KOHbIOHKTYPA PbIHKA YCIIYT.

5. dakTophl, BIMAIONINE HA MOTPEOUTENHCKOE IMOBENEHHE: JaHAMA(THO-KIMMAaTHIECKUE H
HKOJIOTUYECKUE YCIOBUS KHU3HH; STHOHAIIMOHAJIbHBIE, PETUTHO3HbBIE U IPYTHe KyJIbTypHbIE TPAJULINH;
TEPPUTOPUAIBHOE Pa3ACICHUE TPY1a U COLUAIBHO-9KOHOMUYECKUE YCIIOBUS JKU3HU JIIOJCH.

6. OcHOBHble TpeOOBaHMS HALMOHAIBHBIX CTaHAApTOB. PermoHasbHble HOPMAaTHBHBIE
pErIaMEeHTHPYIOIIHNE JOKYMEHTHI.

7. OcobeHHOCTH 00CTYKUBaHUS UHANBUAYAJIbHBIX IOTpeOUTENEN, €r0 OCHOBHBIE (POPMBI.

8. OCHOBHbIE THIIbI CEPBUCHBIX TIOCPEIHUKOB,

9. laiiTe XapaKTepUCTHKY NOCPETHUUECKUM U JJOCYTOBBIM YCIIyTaM.

10. B ueMm 3axirouaeTcsi IpaBoOBOE 0OECIIEUEHUE CEPBUCHOM IEATEIBHOCTH?
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Cemunap 11: HuauBuayanbHOoe o00CIy:KHBaHHEe KaK CaMOCTOSITEIbHBIH  BH[
npodeccHOHAILHOM AeiTeJIbHOCTH (24)
[Lnan 3anaTHA

l. [Tpouecc obcnyXuBaHMUs MHAUBUIYaIbHBIX OTpeOUTENEH

2. OCHOBHBIE THIIBI CEPBUCHBIX IOCPEAHUKOB,

3. Buenpenue HOBBIX (popM 0OCITYyKHUBaHHS U HOBBIX BUJOB CEPBUCHBIX YCIYT

4. KanoObl 1 npeTeH3u HHANBUYaIbHBIX TOTPEOUTENEH, 3aIMuTa UX paB

KoHTponbHbIE BONIPOCH! U 3a/1aHus

5. B uyemM cocroaT ocobeHHOCTHM Tmporecca  OOCITYXKHUBaHMS  MHIUBUAYaJIbHBIX
norpedureneit

6. Kakue TuIbl cepBUCHBIX IOCPENHUKOB CYIIECTBYIOT. [lepeuncinTs 1 XapakTepu30BaTh

7. Kakue HoBbIe (pOpMBI OOCTYKMBAHUS BBl 3HAETE

8. OxapakTepu30BaTh HOBBIE BUJIbl CEPBUCHBIX YCIIYT, OSBUBIIHUECS B ITOCIEIHEE BPEMS B
HaIlle¥ CTpaHe

9. [TepeuncanTh U OXapakTepu30BaTh HauOoOJIEe YacTble MPUYUHBI 5Ka100 KIMEHTOB

10. B dem 3axiouaercs IpaBoBOE OOecreueHue NpaB HHANBUAYAIbHbBIX TOTpeOUTENneit

OO6cyxaeHue goknaaa

MarepuanbHO-TEXHUUYECKOE 00eCTIeYeHUE 3aHATHS:
KommbioTep ¢ BBIXOJOM B HUHTEPHET.
Y CcTpoHCTBO BBIBOJIA H300paKeHUsL.
3BYKOBBIE KOJIOHKH.
9.2 Meroan4yeckue peKOMEHAAIMH M0 MOAr0TOBKE MUCbMEHHBIX padoT
TpeboBaHusl K BBINOJIHEHHUIO NHCHbMEHHBIX pPAa0OT: BBEACHHE, OCHOBHAs 4YacTb, CIHCOK
autepatypel. Pabota odopmiisiercss B COOTBETCTBUM C OOIMMHM TpeOOBaHUSAMHU K O(OPMIICHHUIO
nucbMeHHbIX padot B PI'TY: http://liber.rsuh.ru/?g=node/1648.
Pacnpenenenue TeM mpe3eHTAlMM MEXIY CTYACHTAMH U KOHCYJIbTHPOBaHHE O0y4aeMbIX I10
BBITIOJTHEHHUIO MMCbMEHHOM pabOoThl OCYIIECTBIISIETCS TAaK)Ke Kak U 1Mo pedepary.
[Tpuctynas Kk moAroToBKe pabOThl B BHJIE 3JIEKTPOHHOHN Mpe3eHTaluud HEOOXOIUMO UCXOJUTh
U3 LeJled Mpe3eHTallM U YCIOBUM €€ MpOYTeHMs, KaK IMpaBUJIO, Takyl paboTy oOyuyaemble
IIPEJICTABIISIOT MIPENOAABATEN0 Ha MPOBEPKY 10 AIEKTPOHHOM IOYTE, YTO MCKIOYAET BO3MOMKHOCTD
JIOTIOTHUTEIbHBIX KOMMEHTAPUEB U MOSICHEHUH K MPECTaBIEHHOMY MaTepuainy. B nanHoil yueOHOI
JUCLMIUINHE B MPE3EHTALMU Ba)KHO I10KAa3aTb OCHOBHBIE PECYPCHI I PA3BUTHUS TypHU3Ma, a TaKXKe
CO3/IaHHBIE Ha ATUX PECypcax TYPUCTCKHUE LIEHTPbI, KypOPThl U KPYINHbIE TYPUCTCKHE MAPIIPYTHI.
[To cornmacoBaHHIO C MpenojaBaTeieM, MaTepuaiabl MUCbMEHHOW pabOThl U MpPEe3eHTALHNU
cTyneHT Moxet npeacraButh Ha CD/DVD-aucke (USB ¢umm-gucke).
DNEeKTPOHHBbIE MPE3EHTAIMK BBIMOIHIIOTCS B mporpamme MS PowerPoint B Buzae cmaiinoB B
CJIEIYIOILEM MOPSIIKE:

. TUTYJBHBIA JTUCT C 3ar0JIOBKOM TEMBI 1 aBTOPOM UCTIOJTHEHHSI MPE3CHTAIUY;

. IUTaH Mpe3eHTaluu (5-6 MyHKTOB - 3TO MAaKCUMYM);

. OCHOBHas 4acTh (He 6osiee 10 crmaiiaoB);

. 3aKJIt0YeHue (BBIBO);

O6mue TpeGoBaHMsI K CTUIICBOMY O(OPMIICHUIO MPE3ECHTAINH:

. JIU3aiH TOKEH OBITh IPOCTHIM U JIAKOHUYHBIM;

. OCHOBHas 11eJ1b - YUTAEMOCTb, a He CyObeKTHBHas kpacoTa. [Ipu a3Tom He Hano

BIIA/IaTh B JPYTYI0 KPAHOCTH U MUCATh Ha OENBIX JHCTAaX YePHBIMH OYKBaMH - HE y BCEX 3TO
IIOJIyYaeTCsl CTUIIBHO;

. [[BETOBAs raMMa JIOJDKHA COCTOSITh HE 0oJiee UeM U3 JABYX-TPEX IIBETOB;

. BCerja JOJDKHO OBITh JBa THIA CIAHIOB: JUIA THUTYJBHBIX, IUIAHOB M T.II. WM JJIS
OCHOBHOT'O TE€KCTa;

. pa3Mep mpudTa H0KeH ObITh: 24-54 myHKTa (3aroyioBok), 18-36 myHKTOB (OOBIYHBIN

TEKCT);
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. TEKCT JIOJDKEH OBITh CBEpPHYT A0 KIIOYEBBIX CJIOB U (pa3. [lomHbie pa3BepHyTHIE
MPEAJIOKEHUST Ha Clapijax TAaKUX NPE3EHTAalWi HCIOJIb3YIOTCS TOJNBKO MNpU LUTHpoBaHuu. [lpm
HEOOXO/IMMOCTH, B TMoJie «3aMeTKH K ClaiiaM» MOXXHO IPUBECTH KpaTKHe KOMMEHTapuu WIN
MTOSICHEHHS.

. KQ)KIBIN CIIal]] TOJKEH UMETH 3ar0JIOBOK;

. BCE CJIaliIbl JOJKHBI OBITh BBIJEPKAHBI B OJTHOM CTHJIE;

. Ha KaXIOM cliaiijie 10JKHO ObITh He 0oJiee TpeX MILTIOCTPALIUi;

. CJIali/Ibl JOJKHBI OBITH IPOHYMEPOBAHBI C YKa3aHUEM OOLIET0 KOJINYeCTBa CIaiioB;

. UCIOJIb30BaTh BCTPOEHHBIE 3(P(PEKThl aHUMAIMU MOXHO TOJBKO, Korja 0e3 3Toro He

o0oiiTrch. OOBIYHO aHMMAalUsl MCTIONb3YeTCs JJIsl MPUBJIEUEHUsT BHUMaHM ciyliareneil (Hampumep,
MOCIe0BaTEIHHOE TOSIBIICHHE JIEMEHTOB TUATPAMMBI).

e CIIMCKHM Ha clIafiiaXx He MOJDKHBI BKIIOYaTh 0osee 5-7 sneMmeHToB. ECM 3I€MEHTOB CIIMCKA
BCe- Taku OOJIbIE, MX JIyYIlle PACIOJIOXHTh B JIBE KOJIOHKHU. B Tabmuiax He JOMKHO OBITH Oosee
YeThIPEX CTPOK M YETHIPEX CTOJOIOB - B IPOTHBHOM CJy4ae JaHHbIC B TaOIHIIE OYAyT OYCHb MEIIKUMHU
U TPYAHO Pa3IUnINMbBIMHU.

TpeGoBaHus K KOHTPOJLHOM padoTe

KonTtponpHast pabota mpenctaBiser co00il OAMH W3 BHJIOB CaMOCTOATEIBHOW pPabOTHI
oOyuaromuxcs. [lo ¢yt — 3TO U3I0XKEHHE OTBETOB Ha ONPEJEICHHbIE TEOPETUUYECKHE BOMPOCHI IO
yueOHOW AMCIMIUINHE, & TAKXKE PEIIeHHEe MPaKTUYECKUX 3a1a4. KoOHTpoabHbIE TPOBOASITCS IS TOTO,
9TOOBI Pa3BUTh Y OOYYAIONIUXCSl CIIOCOOHOCTH K aHAJIM3y HAYYHOU M y4eOHOU JHTEepaTyphl, yMEHUE
000011aTh, CHUCTEMATH3UPOBATh W OLIEHWBATh MPAKTUYECKUU W HAYYHBIH MarepHuall, YKpEIUiiTh
HABBIKM OBJIQJICHUS TIOHATHUSMH OIPEACICHHOW Hayku W T. 1. [Ipu OICHKE KOHTPOJILHOM
npenoaaBaTeslb PyKOBOACTBYIOTCS CIEIYIOIIMMH KPUTEPUSIMHU:

— paboTta ObLia BEITIOIHEHA aBTOPOM CaMOCTOSITEIHHO;

— oOywaromuiics momo0pan JOCTATOYHBIA CHHCOK JHTEpaTyphl, KOTOpas HeoOxoauma Jist
OCMBICJICHHS TEMbI KOHTPOJIBHOM;

— aBTOp CyMeJl COCTaBUThb JIOTHUECKH OOOCHOBAaHHBIM IUTaH, KOTOPBIH COOTBETCTBYET
MOCTABJIICHHBIM 3371a4aM U COPMYITHPOBAHHOMN IIEITH;

— o0yuarouuiicst aHanmu3upyeT MaTepuan,

—  KOHTpoJIbHas paboTa oOTBeYaeT BCeM TPEOOBAHUSM UYETKOCTH H3IIOKEHHUS U
apryMEHTHPOBAHHOCTH, 00BEKTUBHOCTH U JIOTUYHOCTH, TPAMOTHOCTH M KOPPEKTHOCTH;

— o0yuarouuiicst cymen 000CHOBATh CBOIO TOUKY 3PEHMS;

— KOHTpOIbHAsl paboTa COOTBETCTBYET BceM TPeOOBAHUSAM MO O(POPMIICHHUIO;

— aBTOp 3alIUTHJ KOHTPOJIFHYIO W YCIENIHO OTBETHJI Ha BCE BONPOCHI IPETOAaBATEIS.
KontponbHast pabota, BbIOTHEHHAs HEOPEKHO, HE 1O CBOEMY BapuaHTy, 0e3 COONIoeHUs MpaBul,
NPEIbIBISIEMBIX K €e O0(OpMIICHHIO, BO3BpamaeTcsi 0e3 MPOBEPKU C yKa3zaHHEM IMPHYUH, KOTOPHIE
JTOBOJATCS 10 o0yuaromierocsi. B 3Tom ciydae KOHTpoJibHas paboTa BBIMOIHSAETCS TIOBTOPHO.

[Ipn BBISIBJICHWM 3aJlaHUl, BBIMOJHCHHBIX HECAMOCTOSTEIIBHO, TIPEIOIaBaTeh BIIPABE
MPOBECTU 3aIUTY CTyACHTaMu cBOMX paboT. Ilo pesynbraraM 3amuThl MPENOJaBATENb BBIHOCHT
penieHue 0o 0 3a4eTe KOHTPOJIBHOU paboThI, MO0 00 ee BO3BpaTe ¢ N3BMEHEHUEM BapuaHTAa. 3alluTa
KOHTPOJIbHON paboThl MpernoaraeT cBOOOJHOE BIIAJICHUE CTYIEHTOM MaTepUaioM, U3JI0KEHHBIM B
pabote 1 xopoliee 3HaHUE YIeOHOH TUTepaTyphl, UCTIOIH30BAHHOW NIPU HAIMCAHHH.

9.3 Unble MaTepHabl

CamocrosiTenbHas paboTa CTYJEHTOB B 4acTW IMOATOTOBKM JIOKJIAQZOB B BHJIE JTOMAIIHUX
3aJJaHUil  peaJiu3yeTcss Ha COOTBETCTBYIOLIUX 3aHATUSAX B  BUAE JOKIAJ0B-IIPE3CHTALMN
IPOJOJDKUTENBHOCTBIO 5-10 MUHYT C MOCHEIYIOUMM 00CYXKJIE€HHEM — AMCKYCCHEH U BBICTABICHUEM
oneHku. OOCyXIeHUE TOKJIAZIOB U MPE3ECHTALUI MPOXOINT B IUCKYCCHOHHOH (opme.

BHocstcs HeoO0XoauMble KOPPEKTHBBI M IMPOBOAMUTCS TMOATOTOBKA K BBICTYIUICHMSM Ha
KOH(pepeHINH WK GOopyMe U OMyOJTUKOBAHHUIO HAYYHBIX CTaTEH.

CruMynioM 171 MCIIOJIB30BAaHMs 3JIEMEHTOB HAYYHOI'O IOMCKA IPU HU3YUYEHUM IUCLUILIMHBI
SIBJIIETCS IOBBILIEHHBIN PEUTHHT TP OLIEHKE OTIeNbHbIX BUJI0B CPC.
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[Ipunoxxenue 1. AHHOTaLUA
paboueil mporpaMMsbl AUCLUIIIIHHBL

AHHOTALIMSA PABOYEH NPOT'PAMMBI JIJUCHUILJIAHBI

JucuuminHa (MOIyJb) peanu3yercs Ha (akyJbTeTe BOCTOKOBEICHHMS U  COLMAIBHO-
KOMMYHHMKATHUBHBIX HayK Ka(eapoil 001eCTBEHHBIX CBsI3€H, Typr3Ma U rOCTEIPUUMCTBA.

Llens QUCHUIUIMHBL — (OPMUPOBAHUE y CTYACHTOB MBIIUICHHUS, 0Aa3UPYIOIIErocss Ha 3HAHUU
OCHOB CEpPBUCHOW MAEATENBHOCTH JJSl OCYIIECTBICHUS HMX NPO(PECCHOHAIBHON ESATEIbHOCTH Ha
TYPHCTCKOM, TOCTHHUYHOM M JIDYTHX PBIHKAaX, CBS3aHHBIX C yCIyraMH, Ha OCHOBaHUHU TOJIyYCHHUS
HEOOXOAMMBIX TEOPETHUECKHUX 3HAHUH U (POPMHUPOBAHUS MPAKTUUECKUX HABBIKOB B 00JIACTH CEpBUCA.

3agaun TUCIUTIITUHBI:

BBISIBJICHUE HCTOPUYECKUX ATANOB Pa3BUTHs YCIYT W CEPBUCHOW AEATENBHOCTH B Pa3HBIX
CTpaHaxX MHpa;

- OIIpeJIeTICHNe CYITHOCTHOTO XapaKTepa CEepPBHCHOW JEATEIbHOCTH M €€ MECTO B
CTPYKTYpe OOIIECTBEHHON MTPAKTUKH;

- U3y4YeHHE TEPMUHOJIOTHH U OCBOCHHE 0A30BBIX OCHOB CEPBHCHOM JICSITEIBHOCTH;

- 03HAKOMJICHHE C TCOPUCH U MPAKTUKOW CepBHCa 00CTYKUBAHHUS;

- OCBOCHHE COJICP)KAaHHS CEPBHCHOMU JIESATEIBHOCTH U CYITHOCTU CEpBHCAa OOCITYKUBaHUS
KJIMEHTOB;

- O3HaKOMJICHHE OyIyIIMX CHENUAIUCTOB C PAa3HBIMU BHIAMHU CEPBHCHOM JESTEIBHOCTH
U KyJbTYpOH CEpBHCa;

- OBJIAJICHHE CTYJCHTAMH OPraHM3alMOHHBIMH TOAXOAAMH, METOJAMH M IpaBUIAMH
OpraHu3alliy U YIIPaBICHHS CEPBUCOM B c(hepe MaJIoTo U CpeAHero Ou3Heca;

- U3y4YeHHE aCCOPTUMEHTA U KauecTBa YCIIyT CEPBHCA, U HX OCOOEHHOCTEH;

paccMOTpeHHe B3aWMOOTHOIICHHUH CHEIUAIMCTOB 10 CEpPBHCY M MOTpeOHTENed B mpolecce

OCYIIIECTBIICHHUSI CEPBHCHOM JAEATENBHOCTH C Y4YETOM HAI[MOHAJbHBIX, PETMOHAIBHBIX, ITUYECKUX,
JneMorpaduuecKux, MPUPOAHO-KIMMATHISCKUX 0COOCHHOCTEH 00CITy)KUBaHUS

JuctummnHa (Mo0dyiv) HanpaBlieHa Ha (POPMHUPOBAHUE CIICAYIONTUX KOMITCTCHITHIA:

OIIK-1.1 - Ompegenser MOTPeOHOCTh B TEXHOJOTHYECKUX HOBALUAX M HH(DOPMALIMOHHOM
obecrnieueHnu B chepe cepBuca

OIIK-1.2 - OcyiiecTBisieT MOUCK U BHEAPECHUE TEXHOJOTMYECKUX HOBALUMM M COBPEMEHHBIX
MIPOTPaMMHBIX MPOJAYKTOB B CEPBUCHYIO JI€SITEIILHOCTh OpraHu3aIin

OIIK-1.3 - 3HaeT W yMeeT WHCHOJb30BaTh TEXHOJOTMUYECKHME HOBALMU M COBPEMEHHOE
MIPOrPpaMMHOE 00ECIICUeHUE B CEPBUCHOM JISATEIBHOCTH OpPraHu3aluu

OIIK-8.2 - Hcmoabs3yeT coBpeMeHHbIe MH(POPMAIMOHHBIE TEXHOJOTHH TPH PEIICHUH 3a]ad
poecCHOHALHOM JIeATETBHOCTH

B pe3ynbraTe 0CBOSHUS AUCIUIUIMHBI (MOAYJIs) 00yYaromUics JOMKEH:

3HaTh: 0COOEHHOCTH OPTaHU3AINH CEPBUCHON JEATEIILHOCTH

YMeTh: UCTIONb30BaTh 3HAHUS JIJIs1 OPTaHU3alUK MEXIYHAPOAHON CEPBUCHOM 1eATETbHOCTH

Braners: HaBBIKAMU NIPUMEHEHUsSI 3HAHWIA OPTraHU3alUU JIEATEIBHOCTH B OOJACTH CEPBHUCHOM
JIeSITEIIbHOCTH

[To pucuumnHe (MOIYIIO) MPEeAyCMOTpPEeHa MPOMEXKyTOUHas arrectanus B Gopme 3auéra BO 2
CEMeCTpe U dK3aMeHa B 3 cemecTpe.

OOm1ast TPyA0EMKOCTh OCBOCHHUS AUCIUTUIMHBI (MO/IYJISI) COCTABISET 6 3aU€THHIC €IMHUIIBI.



