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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
TYPUCTCKOM, TOCTUHHUYHOM M APYTHUX DPBIHKAxX, CBSI3aHHBIX C YCIyraMH, Ha OCHOBAHWMM IOJIYYEHHS
HEOOXOUMBIX TEOPETUYECKUX 3HAHUHM U (POpMUPOBAHMSI MPAKTUIECKUX HABBIKOB B 00JIACTH CEpBHCA.

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;
- OCBOEHME COJIEPKAHUS CEPBUCHOMN JEATEIBHOCTH U CYIIHOCTU CEpPBUCA OOCIIyKUBAaHUS

KJIIMCHTOB,

- 03HAaKOMJICHHE OyAyIIUX CTHEIUAINCTOB C Pa3HBIMH BUIAMU CEPBHUCHOUN ACSATEIHHOCTU

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

Komnerenuus
(Kol 1 HAMEHOBAHUE)

HNuaukarTopsl
KOMIIeTeH M
(KOJ 1 HANMCHOBAHMUE)

Pe3yabTaTsl 00yueHust

[IK-3 - I'oTOB K
peanu3anuu MpoeKTOB B
TYPUCTCKON UHIYCTPUU

[IK-3.1 - ToikeH yMeTh
OKa3bIBaTh TYpUCTaM
TIOMOIIIb B BEIOOPE
TYPUCTCKUX HAIPABJICHUM,
TYPUCTCKUX MapIIPyTOB,
BPEMEHHU MPOBEJECHUS
TYPUCTCKOM MOE3]IKU

3HaTh: 0COOEHHOCTH OpraHU3alNH
CEpPBHUCHOM JEATEIbHOCTH

YMeTb: HCTIOIB30BaTh 3HAHUSA [
OpraHU3alU MEXIYHApOIHON
CEpPBHCHOM IEATEIbHOCTU

Bnagets: HaBbIKaMy IPUMEHEHUS
3HAHUN OpraHU3aUH JIEATEIbHOCTH B
00J1aCTH MEXTyHapOJHON CEpBUCHOI
JeSTEIbHOCTH

I1K-3.3 - JTomxeH ymeTh
IIPEJOCTaBIATh
uHpopMaIrio 00 yCIOBUIX
JI0rOBOPA, 3aKJII0UEHHOTO
MEX]y TypOIIepaTopoM U
TypareHTOM, pealu3yoero
TYPUCTCKUH IIPOLYKT

3HaTh: POJIb U MPEANOCHUIKH Pa3BUTHUS
CEepBHUCHOM aesTenpbHOCTU. CepBUCHAS
JESATEIbHOCTh U YIOBIETBOPEHHE
noTpeOHOCTEH YeioBeka. Y ciryra Kak
crieun(puIecKuil IPOILyKT CEPBUCHOM
NEeATEIbHOCTH

YMeTh: OIpeaearTs poib U
MIPEATIOCHUIKN Pa3BUTHS CEPBUCHOU
JeSATEIbHOCTH. AHAJIU3UPOBATD
byukuun cdepsl yeryr. OnpenaensiTh
pOJIb CEPBUCHOM AEATEIBHOCTH B
YIOBJICTBOPEHHUH OTPEOHOCTEH




YeJI0BeKa.
Bnanmers: MeTogamu onpeneneHus
POJIH U IPEATIOCHUIOK Pa3BUTHUS
CEpPBHUCHOM AesTenpHOCTH. MeToiaMmu
aHanm3a GyHKIuu chepsl yCIyT.
Mertoaamu aHanu3a pa3BUTHS YCIAYT U
CEpPBHUCHOM EATEIBbHOCTHU B
POCCHICKOM OOIICCTBE

1.3. MecTOo TMCUMIVIMHBI B CTPYKTYpPe 00pa30BaTe/IbHOM MPOrPaMMbl

HucrunuHa (M00yib) «TeXHOJOTUM CEPBHCHOM NEATEIbHOCTH» OTHOCHUTCS K YacTH OJIoKa
y4eOHOro 1miaHa, GopMupyeMol yuacTHUKaMU 00pa30BaTeIbHBIX OTHOIICHUH.

Jlnst  ocBOEHWs AWCIUIUIMHBI  (MOOY/is) HEOOXOAWMMBI 3HAHMS, YMEHUS U  BIAJICHHUS,
c(hopMHUPOBAHHBIE B XOJI€ M3YUYCHHS CIEAYIOIMUX JUCHUTUINH U TPOXOXKICHUS MPAKTUK: DKOHOMHUKA
BrievaTiieHni, [loBemeHdeckass SKOHOMHKAa B TYpHHIycTpud, MH(oOpManmoHHBIE TEXHOIOTHH B
Typusme, Pa3paboTka KOHIENIUN TYPUCTCKON yciayru, OCHOBBI TOCTUHUYHON ACSITETLHOCTH.

B pesynbrare oCBOEHUS MUCHMIUIUHBI (M00Y/s) GOPMUPYIOTCS 3HAHUWS, YMEHUS W BIIAJICHHSI,
HEOOXOMUMBIC JUISI HM3YUYEHUS CICAYIOIUX AUCHUIUIMH W TMPOXOXKISHUS NpakTuk: [Ipunstue
VIOPABICHYECKUX pEIICHHH B HWHAYCTPHUH TypHU3Ma, BHYTpHUKOpPIIOpAaTHBHOE  YIIpaBIICHHE,
OpraHu3almoOHHO-YIIPaBICHYECKas TPAKTHKA.

2. CTpyKTYypa AMCUHUILIMHBI
O6m1ast TpyA0€MKOCTh TUCIMIUIUHBI COCTABISIET 3 3.€., 108 akamemuyeckux yaca (0OB).

CTpyKTypa IHCUMILIMHBI IS 04HOI opMbI 00yUeHMsI

O0beM IUCHUIUIMHBI B (OpME KOHTAKTHOW pa0oThl OOyYaOIIUXCS C MeJarormyecKuMu
paboTHUKaMU W (WJIM) JUIAMHU, TPUBJICKAEMBIMU K peaju3ali 00pa30BaTeIIbHOW MPOrpamMMbl Ha
MHBIX YCIOBHSX, IPH MIPOBEACHNUN YUEOHBIX 3aHATUI:

Cemectp | Tum yueOHBIX 3aHATHIA KommuectBo
4acoB
4 Jlexknnu 18
4 CemuHapbl 24
Bcero: 42

O6beM AuCUUIITUHBI (MOYJIs1) B pOpME CAaMOCTOSITEIbHON PaboThl 00YYAIOIINXCS COCTABIISIET
66 akajeMuuecKux yaca(oB).

3. Conepxanue M CHUILTHHBI

Ne | HammeHoBaHMe pa3aesia Coaepxxanue
AUCUMILTHHBI

1 CepBucHas 1e4TeIbHOCTh, KaK [TonsaTne «mmoTpedHOCTHY. JlesTenpHOCTh KaK MpOIecc
(dopma y10BIE€TBOPEHHUS ynoBieTBopeHus notpedHoctelt. CyIIHOCTb YCIYT U UX
YeJI0BEYECKUX IOTPEOHOCTEH poiab B COBPEMEHHOM dkoHoMuke. OmnpexnencHue

CEepBHCA U CEPBUCHOMN

nestenbHocTH. Kiaccudukamus ©  XapakTEpPUCTUKH
MOTpeOHOCTEN B yCIyrax U CEpBUCHOM OOCITYKHUBaHHUH.
DKOHOMUYECKHE, COLIMAJIbHBIE HOTPEOHOCTH.
MotuBanuss u MoTtuBupytomue Qaxtopel. Teopun
MoTuBalMu. IIporecc ynoBIE€TBOpEHUs NOTPEOHOCTH.




XapaKkTepucTUKa oTpeduTes. DakTopsl,
OKa3bIBaIOLINE BIIUSTHUE Ha  IIOKYIaTeIbCKOE
IIOBEICHHUE: JINYHOCTHBIE, COLIMAJIbHBIE,

NICUXOJIOTUYECKHEe, KYJIBTYPHOrO Topsiaka. Mojerb
MOKYIATEeNILCKOTO  MOBeleHus. [Iporiecc MpHHATHS
peurenuss o mokynke, yciyre. Cdepa cepBuca, Kak
cnoco0 BejaeHHs OusHeca, CGHOKYCHPOBAHHBIM Ha
wineHte. CepBUCHAs JEATENBHOCTH B TypHU3ME,
FOCTCIPUUMCTBE U PECTOPAaHHOM OH3HECE.

COI_[I/IaJ'IBHLIe MMpCANOCBIIIKH
BO3HHUKHOBCHHUS U Pa3BHUTHUA
CCpBHCHOfI ACATCIIbHOCTH

Bospacratomiee 3HadeHue cdepbl 00CTyKHBaHHUS Ha
COBPEMEHHOM JTare. OBOJIONMS MOHSATHS TOBap.
[TpuHuMne! coBpeMeHHOro cepruca. OCHOBHBIE 33Ja4H
CUCTEMbl cepBHca. Buapl cepBuca 1mo BpEMEHH €ro
ocymectsieHuss. PupmeHHbIl cepBuc. (OCHOBHbBIE
3aJladyl CHCTEMbI CEpBHCAa B COLMAJIbHO-KYJbTYpPHOU
chepe. Buapl cepBuca 1mo copep)kaHuro padoT.
OcHOBHbIE MOAXO0/bI K OCYILECTBICHUIO cepBuca. Poib
CIELIMAJIMCTA 10 CEPBUCY.

Bomnpocs! ncropun pa3Butus
cepsuca B Poccun

HcTtopuueckue aTanbl MOSBICHUS CepBHCA. YCIYTH B
NEPBOOBITHOM KyJBTYype U apXandeCKUX COOOILIECTBAX
(moucropuueckoe Bpems). dudbdepennmanus 3aHsTui
U COLIMAJIbHBIX POJIEH. 3apOKIEHUE U Pa3BUTHE YCIIYT B
obmectBax apeaero mupa (3000-4000 rr. mo 3. u V
B. H..). VYCIyrd B CpEIHEBEKOBOM OOIIeCTBE.
Hubdepennmanmss xo034iicTBAa U CO3JAaHUE  YCIYT
HOBOTO  THUMNA. 3apOoXACHUE  KalUTAIMCTUYECKUX
OTHOIIEHUN B cdepe HSKOHOMUKH. Pa3Butme yciyr u
CEpPBUCHON JEATENbHOCTH B HWHIYCTPUAIBHOM U
MMOCTUHAYCTPHUATEHOM oO1ecTne. CepBucHas
JESATEIbHOCTD B Pa3BUBAIOIIMXCA CTpaHax.
CBoeoOpa3ue otedecTBeHHOU cdepsl yciayr B Poccun.
XO035IICTBEHHOE U 3THOKYJIBTYpHOE MHOrooOpasue
poccuiickoro oOmiecTBa (HapoOabl C pa3HbIM YKJIaJA0M
KU3HU W TPUBBIYKAMH, pa3iuuHble penuruu). Ponb
rOCy/IapCTBEHHBIX MEXaHU3MOB B pPa3BUTUU YCIYT.
Pa3BuTHe eauHOrOo  XO3SMCTBEHHOTO  MEXaHHU3Ma.
BnusHue nomutuku Ha pasButhe ycuayr. PassButue
COLIMOKYJIBTYPHBIX YCIYT U APYTUX YCIAYT B pa3HbIe
MEPUOJIBI SKOHOMHUYECKOT0 pa3ButTus. Cdepa yciayr Kak
camocCTosITeNbHas 001acTh MPeANPUHIMATEIbCTBA.

BnusiHue — MHAOYCTpHAJIbHOTO  NPOM3BOJACTBA  Ha

OpraHU3aIHIO YCIIYT. PasButue CpeICTB
HepeILBI/I)KeHI/Iﬂ, HI/IIlICBOﬁ HpOMI)IHIJ'IeHHOCTI/I.
KpenutHo-0aHKOBCKUX ychyr. YCIyru B JOCYrOBOM
obacry, 0COOEHHOCTH CBOOOIHOTO
BPEMSIIPEIPOBOIKICHHS. CraHoBJIEHHE
WHyCTPUAJIbHON KYJIBTYpBI, repexozn oT

TPaJAULIMOHHBIX K WHAYCTPHAIBLHO-MAaCCOBBIM (popmMam
pa3BUTHsA. YPOBEHb JKU3HM HaceleHuss u cdepa
OoOCITyKMBaHUSI B COBETCKHMM ¥  IOCTCOBETCKUMN
nepuopl.  JInOepaabHO-PHIHOYHBIE MPEOOPa3OBAHUS
1990-x romoB. ApjanTainus COLMAIBHON cdepsl K




PBIHOYHBIM YCJIIOBUAM XO3SIMCTBOBAHMUS.

[ToHsATHE «KOHTAKTHOM 30HBD) KaK
chepsl peanuzaiu CEpBUCHON
JeSITeIIbHOCTH

OnpeneneHne  «KOHTAaKTHOW  30HBD».  JlenmeHue
«KOHTaKTHOM 30HBI» Ha BUJIbl: MACCUBHAS U aKTHUBHAaS.
@OYHKIUM NAaCCUBHOM «KOHTAKTHOW 30HBDY M METObI
BO3JICHCTBUS C KIIMEHTOM B €€ pocTpaHcTBe. OyHKIMU
U YPOBHU aKTUBHOCTU «KOHTaKTHOM 30HBI». [lepBblit
YPOBEHb — MEPBBIA KOHTAKT C KJIMEHTOM. BTopoi
YpOBEHb — BCIIOMOTATENbHBIH CEPBHUC, 00A3aTENbHBIM
CEPBUC, NPEICTABICHHBIN KIUEHTY. TpeTuil ypoBEeHb —
JOTIOJTHUTENbHBIN cepBuc. [Icuxonoruyeckas KyiabTypa
cepBHCa: TIICUXOJIOTUSl CIYXObl CepBHCa; TpyHOBas
NeSTeNbHOCTh PAOOTHUKOB cepbl  00CITyKUBAHHUS.
Ortuyeckas KyJnbTypa cepBuca: IpodeccuoHanbHas
3THKA; KyJIbTypa OOIIeHHs] PAaOOTHUKOB C KIMEHTaMH.
OcreTnyeckasl KyJbTypa: TEXHUYECKass JCTETUKA U
IU3aiiH; CTETHKA BHEIIHET0 O(pOpMIICHHS HHTEphepa
cepeuca W pabouyMx  MeCT  OOCITyXKHMBAIOIIETO
MepcoHana; BHEUIHUM 00muK paboTHHMKA. OTHUKET
pabOTHUKA KKOHTAKTHOM 30HBDY.

Bunbl cepBUCHON JESITEILHOCTH

CoBpeMEHHBIN CEpPBUC, €ro BHUAbl U TNEPCIEKTUBbI
pa3BUTHS.  XapaKTEpUCTMKAa  BHJIOB  CEPBUCHOU
JICATEIBHOCTH. Hayunsrii aHaJIM3 CEpPBHUCHOM
nesiteabHOCTH. CepBUCOJIOTHS — HayKa O CEpPBUCHOM
JEATEIbHOCTH. TeopeTudecKkuii aHalau3 CEepBUCHOM
JEATeIbHOCTU. METo[0JIorusl  aHaJiu3a CEPBUCHOM
JESITEIbHOCTA. ODKOHOMHYECKHUM, COLMOJIOTHYCCKUM,
YIPaBICHYECKUN aHAJIU3 CEPBUCHOU JESATEIbHOCTH.
CepBucHas JIEATEIbHOCTh KakK BHYTPEHHSIA
(ncuxuyeckasi) ¥ BHewHsS ((u3nueckas) aKTUBHOCTh
yenoBeka. CTpykTypa JAedTeIbHOCTH (IIOCTaHOBKA
1IeJTM, OCO3HAHWE 3aj]1a4, BbIpAaOOTKa TUTaHa JEHCTBUSA).
Buytpennue perynstopsl aeiictBus. OCHOBHbIE BHbI
NesTeNIbHOCTH (Urpa, ydyeHue, Tpyn). XapaKTepucTUKa
NEeSATEIbHOCTH. 3HAHUS, HaBBIKM, YMEHHsI, NPUBBIYKA,
OITBIT.

B3auMooTHOIIEHUS CTIeIAIACTa
10 CEPBUCY U TYPU3MY C KIMEHTOM
B IIPOLIECCE OCYIIECTBICHMUS
CEpPBHUCHOM JAEATETbHOCTH

Crnenuduka ycoyr HHIYCTPUU TOCTCIIPUUMCTBA U
Typu3ma. [IpoOnemMbl KkadecTBa MPOIYKTA. Y CIOBHS
CO3/IaHHs KAueCTBEHHOro cepBuca. llocTosSHCTBO
KadecTBa  OOCTYy)XWBaHUS.  YIIyYIlleHHE  KadecTBa
cepBrca Ha TNpeAnpusitus  cepbl  COIHATBHO-
KyJIbTYPHOTO CEpBHCA W Typu3Ma. B3amMOOTHOIICHHS
CHEIHAIUCTa TI0 CEPBUCY U MOTPEOUTENS C KIMESHTOM.
[Tonsitue 06 obmennn. Ctpykrypa oOmieHus. dopma,
CTHIIb, KyJIbTypa OOIIeHHs. DTalbl B3aUMO/ICHCTBUS.

OcoOeHHocT  OOIIEHHMSI B  «KOHTAKTHOW  30HEM.
[Icuxonorudeckue 0COOEHHOCTH npoiiecca
00CITyKUBaHUS. MexaHn3m MEXIJTMIHOCTHBIX
B3aMMOOTHOIICHH B TpoIiecce OOIEeHUs. ITUIECKHE U
ACTETHYECKUE OCOOCHHOCTH CEPBUCHOU JIEATCIBHOCTH.
Kanobsr U KOH(JIUKTHI C KIIMEHTaMH
(motpedutensmu). CriocoObl paspenieHus: KOHPIUKTOB.
JemoBoii  (mpodeccHoHaIbHO-CIYKEOHBI)  DTHKET.




dunocodust 00CITyKUBaHUS. TpebGoBanus K
00CITyKHBAIOIIIEMY HepCoHAY. Monenb
poPeCcCHOHATBLHOTO MOBEICHH.

Teopust opranuzanuu
00CITy )KHBaHUS

CepBucHas JaesaTenpHOCTh Kak mnpouecc. CyniHOCTb
OKa3aHusl yCIyr B COLIMAJIbHO-KYJIbTYPHOM CEpPBHCE U
typusme. Ortpacau chepsl oOciyxuBanus. Hosbie
BUJIbl YCIIYT ¥ IPOrPECCUBHBIE POPMBI 0OCITYKUBAHUS
KJINEHTOB. CoBepleHCTBOBaHUE cepBuca.
AnanTanvoHHO-AMHAMUYECKHE XapaKTepUCTUKU
CEpBUCHOM JesATenbHOCTH. Pa3BuTue cepBuca B paMKax
HSKOHOMHYECKOW JIeATeNIbHOCTH (Maible, OoibpIIue |
CE30HHBIE  IMKJIBI ~ SKOHOMHYECKOM  KYyJIBTYpHI).
XapakTepucTuKa pOCCHUiiCKON SKOHOMHUYECKOU
KOHBIOHKTYpbI. BHeIpeHue nHHOBaMU B cepy ycCIyr.
JKu3HEHHBI LUKI YCIYTM U €ro OCOOEHHOCTH B
INpEeINpUHUMATENbCKON  AesTenbHOCTH.  [loHsThe
nporecca  oOchmyxuBaHMA.  MeTtoasl ©U  (OPMBI
00CITyKUBaHUSI. Crneuuduka 00CITyKUBaHUSI.
Opranm3anusi 0OCITy)XMBaHUSI B KOHTAKTHOH 30HE.
Bunsl o6cimykuBaHus B COLMANBHO-KYJIBTYPHOHU cdepe.
3aK0H 0 3aI[UTE IIPaB MOTPEOUTEIS

HpeI[HpI/IHTI/I}I, OKa3bIBArOIIHE
YCIIyI' HACCJIICHUIO

OpraHu3alluOHHO — NpPaBOBble (OPMBI CEPBUCHBIX
NPEANpPUATHH, OKa3bIBAIOIIMX PA3JIMYHBIE YCIYTH.
OcoOeHHOCTH yNIPaBJICHUS! CEPBUCHBIM MPEANIPUITUEM,
OCHOBHbIE  (yHKUMHM ¥  33Ja4yud  YIpaBJICHUS.
OpranuzannoHHast CTPYKTypa CEPBHUCHOTO
MIPEANPUATHS, €€ TUIIBI U OpraHU3al[MOHHBIE MTOAXO0/IbI.
IIpon3BOACTBEHHBI MEHEI)KMEHT U OCHOBHBIE CTaJUH
cepBHca oOcCiIyX uBaHUs noTtpedureneil. TypObusHec u
€ro OCOOEHHOCTU. JleATeNbHOCTh TYypONepaTopoB U
TypareHToB. Buasl Typu3Mma: BBE3THOU, 3apyOeiHBIH,
HKCTPEMaJIbHBIA, PEKPEalMOHHBIH, aBTOMOOMIBHBIH,
nenoBor. IlpeanpuAtus pecTOPaHHO-TOCTHHUYHOIO
6usHeca. OCOOEHHOCTH B3aWMOOTHOIIEHUI TyphupM c
PEANPUITHSIMH PECTOPAHHO-TOCTUHUYHOTO OU3Heca.

Pa3HOBUIHOCTB YCIIYT U UX
XapakTepUCTUKa. MapKeTHHT yCIyT

VYcinyru B COBPEMEHHOM 3KOHOMMKE. XapaKTEepUCTHUKA
yeciyr. OcobeHHocTH pblHKAa yciayr. CoBpeMeHHOe
COCTOSIHUE M TEHJIEHIMHM pPa3BUTHUA CQeEpbl YCIyT.
CoctossHue MupoBoro peiHkKa yciayr. ConuanbHo-
SKOHOMHYECKOE 3HAUYEHUE U BUJIbI TYpHU3Ma.

Knaccudukanus yciayr U CEpBUCHBIX IPOLECCOB,
MaTepHajIbHbIE u HeMaTepuajbHbIe YCIIyTH.
Knaccupukammst  ycmyr 1o (yHKIIMOHATTEHOM
HanpasieHHocTu. OOmiepoccuiickie KiacCupuKaTopbl
ycayr  HaceneHuto. Knaccudukauus — ycayr 1o
OTpaciIeBOMY IIPUHLINILY. KommekcHas
kinaccuukanus yeayr. Kiaccupukauus yeayr mo
Crentony u /[xanny, Yeisy, Ilocraky, Xwiy.
[To3numroHnpoBanne CEpBUCHBIX Ycayr. JKU3HEHHBIN
LMK TOBapa M YCIyIHW, OLEHKAa KauyecTBa YCIYT.
XapakTepucTUKa OCHOBHBIX BHJIOB CEPBHUCHBIX YCIIYT.
AcCCOPTMMEHT HOBBIX _yciuyr. 3ajauv ¥ (YHKIUU
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Teopus u npakTHKa cepBuca ¢
YYETOM HAIlMOHAJBHBIX,
PETHOHAJIBHBIX, STHUYCCKUX,
JIeMorpapUueCcKuX U MPUPOTHO-
KIIUMATHYECKUX OCOOCHHOCTEH
00CITy)KMBaHUS

TeppuroprabHBIE aCHEKTHl Pa3BUTUS PBIHKA YCIYT.
CepBuc ¢ y4yeTOM HalMOHAJIBHBIX, IPHUPOIHO-
KJINMAaTHYECKUX u JIPYTUX 0COOCHHOCTEH
oOciy:)xuBaHus. KOMMNAKTHBIM THI pBIHKA  YCIYT.
JucnepcHelid THII pbhIHKA yciuyr. PernonanbHas
KOHBIOHKTYpPA pbIHKa yCiIyr. DakTopsl, BIMAIOIIAE HA
NOTPEeOUTEIBCKOE IOBEJICHUE:! nanamadTHO-
KIIMMaTUYECKHE M DKOJOTMYECKHE YCJIOBHS JKU3HH;
OTHO-HALIMOHAJIBHBIE,  PEIMTHO3HBIE M Jpyrue
KyJbTYPHBIE TPAIULUHU; TEPPUTOPUAIBHOE pa3leIcCHHUE
TpyZa U COLMAIBHO-DKOHOMHYECKUE YCIIOBHS KU3HU
moaed. OcHOBHbIe  TpeOOBaHMS  HAaLMOHAIbHBIX

KaK CaMOCTOATEIbHBINA BUT
poeCCHOHAIBHON e TETbHOCTH

CTaHJApPTOB. PernonanbHubie HOpMaTHUBHBIE
PErIaMeHTHPYIOIUE IOKYMEHTBHI.
11 | UnguBuayanbHOE 0OCTyKHUBaHUE IIponecc 00cIyKuBaHuUs VHJVBHIyaIbHBIX

norpedureneii, ero OCHOBHbIE (OPMBI, METOIBI H
npaBuna oOcmyxuBanus. [IporpeccuBnbie  GHOpMBI
OOCITyXKMBaHUS ~ WHIWBUIYaIbHBIX  MOTPEOUTENECH.
OcHoBHBIE THIIBI CEPBUCHBIX MTOCPETHUKOB,
MIOCPEIHUYECKHE U JOCYroBble yciayru. Buenpenue
HOBbIX (opM oOCTy)XMBaHWUS W HOBBIX BHJIOB
cepBHCHBIX yciyT. [IpaBoBoe oOecrieueHne CepBUCHON
NeSITEIbHOCTH. Kanoosr u MIPETEH3UN
WHIMBUIYATbHBIX IOTPEOUTENEH, 3aIIMTa UX IIPaB

4. O0pa3oBareJibHbIE TEXHOJIOTUHI

Jlnst  mpoBeneHHWss  y4eOHBIX  3aHATHA 1O  JWCUHUIUIMHE  HCHOJB3YIOTCS — Pa3lIUYHbIC
oOpa3oBaTesibHbIe TEXHOJOTHH. [l OpraHu3aliu y4eOHOTo Mpolecca MOXKET ObITh HMCIIOJIb30BaHO
AJIEKTPOHHOE 00ydYeHUE U (WIIK) TUCTAHIIMOHHBIE 00pa30BaTEIbHBIE TEXHOJIOTHH.

5. Onenka nJiaHMpyeMbIX Pe3yJbTaTOB 00y4eHHs

5.1 CucremMa oueHUBAHUA

DopMa KOHTPOJIA

Makc. KOJIH4eCTBO 0aJ1710B

3a oany Bcero
padoTy
Texymuii KOHTPOJIb:
- OIIpOC 5 GamioB 30 6amioB
- Y4acTHE B AMCKYCCUHU HA CEMUHAPE 5 GaioB 10 6aioB

- KOHTpOJIbHAast paboTa (Temsl 1-5)

10 damtoB 10 6amioB

- KOHTpoJibHas paboTa (Temsl 6-11)

10 bamtoB 10 6amioB

[IpomexyTouHas aTTecTalus — 3a4ET ¢ OLIEHKOM 40 6ammoB

HToro 3a cemectp

100 GamtoB
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[TonmyyeHHBIH COBOKYIHBIN pe3ybTaT KOHBEPTHUPYETCS B TPAJAUIIMOHHYIO HIKATy OIICHOK U B
nKaty oueHok EBporneiickoil cucteMsl nepeHoca U HakorieHus: kpenutos (European Credit Transfer
System; maiiee — ECTS) B COOTBETCTBHHM C TaOJIMIICH:

100-0anmpHas mIkaia

TpanuuyoHHas mKana

Ikana
ECTS

95 - 100

83-94

OTIIMYHO

68 — 82

Xopomio 3a4TCHO

56 — 67

50-55

YAOBJIETBOPUTEIBHO

el lwhi@Yivel o

20-49

0-19

HEYAOBJICTBOPHUTCIBHO HE 3a4TCHO

'-11

X

1

5.2 Kpurtepuu BbICTABJIEHHSI OLIEHKH 10 JUCHHUILIHHE

Bamabl/
HIxana
ECTS

Ounenka no
MUCHUILINHE

Kputepnu oueHkn pe3yJabTaToB 00y4eHUs M0 AUCHUILINHE

100-83/
A.B

OTJIAYHO/
3a4TEHO

BeicraBnsiercst oOy4aroeMycs, €Clid OH IITyOOKO ¥ IPOYHO YCBOMJI TEOPETHUECKUHN U
MIPAKTUYIECKUN MaTepHai, MOXKET IPOJAEMOHCTPHUPOBATH 3TO Ha 3aHATHIX U B XOE
IIPOMEKYTOYHOH aTTeCTaluu.

OOyuaronuiicst ICUEPITBIBAIOILE U JIOTHYECKH CTPOMHO U3NaraeT y4yeOHbIi Marepual,
yMeeT YBA3bIBaTh TEOPHIO C IIPAKTUKOMN, CTIPaBIIeTCs C pPEIIeHUEeM 3a1au
podecCHOHANBEHON HAaIPaBICHHOCTH BEICOKOTO YPOBHSI CII0)KHOCTH, TIPABUIIEHO
00OCHOBBIBACT IPUHSATHIC PELICHUSL.

CB000HO OpHEeHTHPYETCS B y4eOHOI 1 podecCHOHATIBHOM JINTEpaType.

Or1ieHKa 10 JUCIUIUIMHE BBICTABILIFOTCS 00ydaroneMycs ¢ y4éToM pe3yIbTaToB
TEKYLIEH U IPOMEXYTOUYHOHN aTTeCTal1H.

Kommnerentmun, 3aKperi€éHHbIC 32 TUCIUIUINHOMN, C(OPMIPOBAHHI HA YPOBHE —
«BBICOKHI.

82-68/

xopo1o/
3a4YTEHO

BricTaBisiercss 00y4aromeMycsi, €CII OH 3HAeT TEOPETUIECKUI U MPAKTUIECKUN
MaTepuall, FpaMOTHO U I10 CYLIECTBY M3JIaraeT €ro Ha 3aHATHSX U B X0
IIPOMEKYTOYHOM aTTeCcTaluu, He JOIyCKasi CYyLIECTBEHHbIX HETOUHOCTEH.
OOyuaronuics MPaBUIILHO PUMEHSIET TEOPETHUYECKUE MTOJI0KEHHS IPU PELICHUH
MIPaKTHYECKUX 3a1a4 Npo(eCcCHOHANTFHON HAPaBICHHOCTH Pa3HOTO YPOBHS
CJIO’KHOCTH, BJIaJieeT HEOOXOJMMBIMH ISl 3TOTO HAaBBIKAMH M ITPUEMAMH.
JlocTaTo4HO XOPOIIO OPUEHTHPYETCS B yueOHOH U pohecCHOHaNBHOM InTeparype.
Or1ieHKa 110 JUCIUIUIMHE BBICTABILIFOTCS 00ydaroneMycst ¢ y4éToM pe3yIbTaToB
TEKyIIel ¥ IPOMEKYTOYHOM aTTeCTallHH.

Kommerenmmu, 3akperui€éHHbIE 32 TUCIUILIMHON, c(hOPMHUPOBAHEI HA YPOBHE —
«XOPOIITHHY.

67-50/
D.E

yIIOBJIETBO-
pUTEIbHO/
3a4TCHO

BricTraBnsiercss o0ydaromeMycsi, €CIIi OH 3HaeT Ha 0a30BOM YPOBHE TEOPETHUCCKHUNA U
MIPAKTUIECKUN MaTepua, JOMyCKaeT OTAEIbHbBIE OMNOKH IPH ero N3JI0KEHUN Ha
3aHATHUAX U B XOZI€ TPOMEKYTOUYHON aTTEeCTALINH.

OOyuaronuiics HCTBITHIBAET ONPEACIEHHBIC 3aTPYTHEHUS B IPUMEHEHUN
TEOPETHUYCCKHX TOJIOKEHUH MTPH PELICHUHN MPAKTHUECKUX 3a7a4 MPo(hecCHOHATbLHON
HAIPABJICHHOCTH CTAHJAPTHOTO YPOBHS CJIOKHOCTH, BJIaIceT HEOOXOIUMBIMU TSI
3TOro 0a30BBIMU HABBIKAMH U IPUEMAMHU.

JleMOHCTpHpYET NOCTATOYHBIN YPOBCHb 3HAHUS YUCOHOM TUTEPaTyphI IO AUCITUTLTHHE.
OreHKa 1Mo TUCIUTUTHHE BHICTABISIOTCS 00yYaIOIeMycst ¢ YIETOM Pe3yIbTaTOB
TEKYIIEH U IPOMEKYTOYHON aTTeCTALINH.

Kommnerenmyn, 3akperI€HHbIC 32 TUCIUILINHOMN, C(OPMIPOBAHKI HA YPOBHE —
«JIOCTATOYHBII.

49-0/
F,FX

HEYJIOBJICT-
BOPUTEIHHO/
HE 324TCHO

BricTtaBnsiercss o0y4aromeMycsi, €CIIi OH He 3HaeT Ha 0a30BOM yPOBHE TEOPETHUECKUI
1 TIPaKTUYECKUI MaTepual, IOIyCKaeT IpyOble OIMMOKH IIPH €ro M3I0KEHUH Ha
3aHATHUSIX U B XO/I€ IPOMEXYTOUYHOM aTTecTaluu.

OO0yuaronuiics HCTBITHIBAET CEPhE3HBIE 3aTPYAHCHHS B TPUMEHEHUH TEOPETHIESCKIX
MTOJIOKCHHUH TPH PEIICHUH MPAKTUICCKHUX 3a1a4 PO ECCHOHATBHOM HANPABICHHOCTH
CTaHJIAPTHOTO YPOBHS CJIOKHOCTH, HE BJIaJIceT HEOOXOAUMBIMU JIJIsl 3TOT'O HABBIKAMH U
NIpUEMaMH.
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HIkaga | AUCHUIIIIHHE
ECTS

Bamwasl/ | Ouenka nmo Kputepuu oueHku pe3yjbTaToB 00y4eHHs 10 JUCHUILIMHE

JdemoHCTpHpYeT (pparMeHTapHbIe 3HAHUS YUeOHOU INTEPATYPHI 110 TUCIHILIHHE.
Or1eHKa 1O JUCIUIUTMHE BBICTABILIOTCS 00yJaromeMycs C YIETOM pe3yIbTaToB
TEKYLIEN U IPOMEXYTOUYHOM aTTeCTal1H.

Komnereniumn Ha ypoBHE «JOCTaTOYHBIN», 3aKPEIUIEHHBIE 3a IUCLHUIUIMHOM, HE
copMHUPOBAHBI.

5.3 OueHouHble cpeacTBa (MaTepuajbl) IS TEKyHIero KOHTPOJS YCIHEeBAeMOCTH,

HpOMe)KyTO‘{HOﬁ aTrrecralum Oﬁy‘-lalOHII/IXCH o TMCIHMIIVIMHE

KOHTpOJ’IBHLIC BOITPOCKHI JIs ITPOBCACHUA 3a4éTa ¢ OHeHKOﬁ

1. Juddepennuanus 3aHATUN U COIMABHBIX POJICH B MEPBOOBITHON KYJIBTYPE U apXandecKux

coo0IIeCTBaXx.

. 3apo’KJIeHUE U pa3BUTHE YCIYT B OOIIECTBAX APEBHETO MUPA.

. Ycnyru B cpeiHEBEKOBOM 0011ecTBe 3anaiHoi EBporbl.

. Biusinue nHIyCTpUanbHOrO MPOU3BOJICTBA HA CEPBUCHYIO JIESTEIBHOCTD.

. CepBucHas A€SITEILHOCTD B OOLIECTBE MOCTUHAYCTPHUATIBHOIO TUIIA.

. CepBucCHas A€SITETLHOCTD B PA3BUBAIOIINXCS CTpaHaXx.

. O0bexTHBHBIE (DaKTOPHI Pa3BUTHS X03HCTBOBAaHUS U yciyr B Poccum.

. Ponb rocyiapcTBEHHBIX MEXaHU3MOB B Pa3BUTHH YCIIYT.

. OTeuecTBEHHBIE YCIYTH: OT TPAJUIIMOHHBIX ()OPM K COBPEMEHHBIM.

10. VYpoBeHb XW3HHM HaceleHUs W cdepa OOCIYyKUBAaHHUS B COBETCKHMH M ITOCTCOBETCKHMA

O 03O L B W

IIEPUOJIBI.

11. MCTOI[OJ'IOFI/I‘IGCKI/IC OCHOBBI H Me)KI[I/ICI_II/IHJ'II/IHapHHﬁ XapaKTECp HAYYHOI'O aHallh3a

CEpPBHUCHOM IESTEIbHOCTH.

12. [loxxox K U3y4EeHUIO CEpBUCHOM EATEILHOCTH B paMKaX «0OLECTBEHHOTO NOTPEOIECHUS.
13. Teopernueckue OCHOBAaHUS aHAJIW3a CEPBUCHOM JEATEIBHOCTH IOCTHUHAYCTPUATIBHOIO

oOmrecTBa.

14. Knaccudukanus yciayr u CEpBUCHOM IESTETFHOCTH B HAYYHOM aHAJIH3e.

15. DxoHOMHUECKas CYyIIHOCTh CEPBUCHOM IESTEIIBHOCTH.

16. CepBuCHast 1eATENBHOCTh B CTPYKTYPE X039HCTBEHHOM NMPAKTUKH.

17. CepBucHas AesTeIbHOCTb KaK CIIOCO0 yIOBJIETBOPEHUS OOIIECTBEHHBIX NOTPEOHOCTEH.

18. 3aBHCHMOCTH CEpPBUCHOH JEATEIBHOCTH OT TeorpauyecKux, IOCENCHUECKUX |

neMorpaduaeckux GpakTopoB.

19. T'ocynapCTBEHHO-IIPABOBOE PETYJIHPOBAHUE CEPBUCHOM JEATETLHOCTH U BBINOJHEHUE

roCy/1apCTBOM CEPBUCHBIX (PYHKIIMA.

20. M3MeHeHue poii CEPBUCHOM IEATEIHLHOCTH B IKOHOMUYECKOM U OOIIICCTBEHHOM Pa3BUTHH.
21. UaTeHcudukanms MeXIyHapoIHOTO OOMEHA YCIyTraMHu.
22. DKOHOMHUYECKHE U OPraHU3al[MOHHBIE ACMEKThl CEPBUCHOM N1EATEIbHOCTH COBPEMEHHOTO

THUIA.

23. CepBuCHasl 1€ATENBHOCTh KaK ITPOLIECC U €TO CBSI3b C SKOHOMHYECKON KOHBIOHKTYPOIA.

24. OcobeHHOCTH TpoIiecca BHEAPECHHSI HHHOBAIUH B c(hepy YCIyT.

25. JKuM3HEHHBIH LUK YCIYTM M YYeT €ro OCOOCHHOCTEH B NpPeANpUHHUMATEIbCKON
JESATEIIBHOCTH.

26. IIpobnema kayecTBa U OE30MACHOCTH YCIIYT B MIPAKTUKE COBPEMEHHOTO CepPBHUCA.

27. YrpaBieHue Ka4eCTBOM yCIIyT, KOHTPOJIb CTAaHIAPTOB M 0€30MMaCHOCTH 00CITY KHUBAHUS.

28. KynbTypa cepuca.

29. DTuyecKkue OCHOBBI, AEIOBOM ATUKET U 3CTETUYECKHUE aCIIEKThl CEPBUCHON JIESITEIHLHOCTH.
30. OcobeHHOCTH TpennpUHUMATEIbCTBA Cephl YCIyr U cnenuduka ero pasmeneHus Ha

tepputopuun Poccun.
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31. CepBuCHBI OHM3HEC B CTPYKTYpE BIACTHBIX M MMYIIECTBEHHO-IPABOBBIX OTHOLICHHNA Ha
MecTax.

32. WHaMBHIYyadbHO-JTMYHOCTHBIE W COLMAIBHO-KOPIIOPATHBHBIE MPEANOCHUIKH Pa3BUTHA
CEpPBUCHOTO OM3HEca.

33. OcobGeHHOCTH O0IIETO YIpaBIeHHs CEPBUCHBIM MPEANPUITHEM.

34. OpranuzalyioHHasi CTpyKTypa CEpBHCHOTO MPEIIPUITHS.

35. IIpou3BOACTBEHHBIN MEHE)KMEHT.

36. Mcnosb30BaHNE OCHOB COLMAIIBHOTO MEHEKMEHTA HA CEPBUCHOM MPEIITPUATHH.

37. MeHeKMEHT NIEpcoHaIa.

38. BzaumonelicTBre ¢ MOTPEOUTENSIMU yCIIYT KaK yIIpaBJIeHYECKas 3aaya.

39. Ctparerus u TakKTHKa MapKETUHIa CEPBUCHOTO MPEANPHUITHS.

40. Onpenenenue oOuieit appexTuBHOCTU PadOTHI NPEAIPUITHS CEPBUCA.

3ajaHusA U CUTYAllUH /1J151 BHINOJTHEHHSI KOHTPOJIbHOI0 32 JaHUS

1. Bwibepute yciayry, ¢ KOTOPOH BBI XOpOIIO 3HAKOMBI M OLIEHUTE €€ KauecTBO U
KOHKYPEHTOCIIOCOOHOCTh B pPaMKax CPaBHHUTEIBHOTO aHAJINW3a CEPBUCHOW JIEATEIHOCTH JIBYX
OJTHOMIPO(MIBHBIX MpennpusaTuii. OnummMTe Ballk OXHUJIAHUS U CTENEHb YAOBIETBOPEHHOCTH HX
CEpBHCOM.

2. [IpencraBbTe cebst B pOJIM HHCIEKTOPA, IPOBEPSIOLIETO pabOTy MpeInpusTHil cephl yCIyr.
Onuiure KpUTEpUH, 10 KOTOPBHIM Bbl Oy/ieTe OLIEHMBATh UX KauecTBO cepBuca U yciyr. Moxere u
BbI ONPE/IEIUTh CTETIEHb YOBIETBOPEHHOCTH UM HEYIOBJIETBOPEHHOCTH KIMEHTOB, €CIIU J1a, TO KakK?

3. Beibepure Kakyro-mub0 ¢GupMy, TPEAOCTABISAIONIYIO YCIYTH, HalpaBlIeHHbIE Ha
notpedutens. PaspaboTtaiiTe cTpareruu NOBEACHUS MEPCOHANA C Pa3HBIMHU IICUXOTHIIAMHU KJIMEHTOB B
nporuecce BbI0opa U MOKYIKU yCIyT WIH TOBapOB.

4. BciomMHHTE, KOIJla BaM IPHUIUIOCH B MOCJEIHEE BPEMs CTOJKHYTHCA C OOCIYXKMBaHHEM
TUIOXOTO KadecTBa. OMUIINTE CBOE TIOBEACHUE U MTOBEICHUE COTPYIHUKOB MPEANPHUATHS cepBuca. Yem
3aKOHYMJICS Balll JAaHHBIM KOHTAKT U YTO BbI BBIHECIH U3 3TOTO JAJIs ce0s?

5. OnummTe CUTyaluio, MpU KOTOPOW BBl CTajdM NOTEPSHHBIM KiIHEeHTOM. [louemy Bri
NPEKpaTUIIN MOKYNKY ToBapa 3TOM (gupMbl (YCIyru 3Toi (UpPMBI) U3-32 HU3KOTO KauecTBa, HU3KOTO
YpOBHsI 00CITy)KMBaHUS | T.1. UTO JODKHA AenaTh GUpMa JUIsi TOTO YTOOBI BHOBb BO3BPATUTH CBOETO
nocTostHHOTro kiueHTa? O0oCHyiiTe CBOW OTBET.

6. Pacckaxute, 0OBSCHUTE, B 4eM CYTh aOOHEMEHTHOTO OOCITYyXMBaHUS, OCCKOHTAKTHOM
dopmbl  00CTy>)KUBaHMsI, OOCIIYy)KHBAaHUSI C MOMOILBIO OOMEHHOro (oHAa MamuH U HpUOOPOB,
BbIE3IHOTO 00CITy )XKMBaHUs. Kakue «ITi0Ckl 1 MUHYCBD) HECYT OHH KIIMEHTY M CEPBUCHOW (UPMBI?

7. Kakum o00pa3oM HHTEpbep IOMELIEHHUs, B KOTOPOM IPOBOAUTCS OOCIy>KHBaHUE
noTpeOuTeNnei, BIUSIET Ha CTENEeHb WX YIOBIETBOPEHHOCTH W A(PPEKTUBHOCTH PabOTHI
oOcny>xuBatoliero nepconana? [Ipuseaure npruMepsl U pacyeThl

8. Ouennre curyanuio. KimeHTt roBoput: «B MoeM canmaTe ¢ KpeBETKAaMH CaMH KPEBETKH
orcyTcTBYIOT». Odunmant: «Oif, uzBunute. Ceituacy». Ilocne yero Oeper 6mono M yxoaut. I'ocTs
CHIIUT B HEJOYMEHHHU U uepe3 10 MUHYT MOHUMAET, 9YTO O(UIIMAaHT HE COOMpAETCsS CHOBA MOIXOANThH U
pewath npoGnemy. KnueHt Bblmien u3 ceOs, 3asBICHHBbIM cepBUC cebs He ompaBiain. OH TpeOyer
aJIMMHUCTpPALIMIO, TPO3UTCS HE BEPHYTHCS OOJbIE, KaIyeTcs Ha OCHOBHYIO MpOOJeMy WM Bce
KOCBEHHBIE.

9. KnmeHT 3asBsieT, 4TO CTOJNIMK HE TOAXOIUT IJISi HETO, MOTOMY YTO «TSHET C JABEPH», & EMYy
ceifyac 3TOT CKBO3HSK AUCKOM(OPTEH U Aa)ke OnaceH il 340poBbi. OGUIMAHT yIanseTcs BbISICHUTS,
€CTb JIM BO3MOXKHOCTb TepECcaauTh. AJIMUHICTPATOP MPUKUABIBACT BAPUAHTHI, HA YTO YXOAHUT BpEMSI.
OduuuanT yxe OTBIEKAaeTCsI Ha NOTPEOHOCTH IPYTUX CTOJIOB, AJAMMHUCTPATOP BBIICHMJIA, YTO
BapHaHTOB HET, WM €CTh HO 3HAYUTEIBHO I03KE W COOOMHUTH 00 ATOM KIMEHTY HE IOCYHTANa
HY)KHBIM, TPEAINOJIOKUB, YTO 3TO chenaeT opuuuant. KiMeHT ke He HOJy4YuB OOpaTHOM CBS3U
CBOEBPEMEHHO, CTPEMHUTEIBHO HAKAIIIIMBAET HAMPSHKEHUE U 3TTUTCA.

IIpumepHbIe 3a1aHUA 1JI51 AyAUTOPHOI KOHTPOJILHOM padoThI
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Hwxe mnpuBonmaTcss omnpeneneHus BaKHEHIIMX TEPMUHOB IO JaHHOM Teme. Bribepure
MIPaBUJIBHOE OMpeIeleHHE I KaKJ0T0 TEPMHUHA U3 CIIHUCKA:

1. Cdepa ycmyr.

2. BuyTpenHee oOcyKuBaHUE

3. lenoBsie (mpodecCOHaNbHbBIE) YCITYTH.

4. IHCTUTYIIMOHAJIBHBIE YCITYTH.

5. Ilotpebures.

6. [lorpedburensckue ycayru.

7. llpennoxenue.

8. [IpoBaiinep.

9. IlpoayueHr.

10. Cdepa obcimyxuBaHUS.

a. Cucrema otpacieil HapOJHOTO XO34HWCTBA, MHPOAYKTHI, MOTPEOUTENbCKAs CTOMMOCTb
KOTOpBIX BBIpaXkaeTcs B IpeAocTaBiIeHUU ynoocTB. B cdepe yciayr Tpyn He martepuanusyercs B
BelIax.

b. Ycnyru, koTopble OKa3bIBalOTCS MPEANPUATUSAM, OpraHU3alUsAM, YUPEXKICHUSIM U JAPYyTUM
XO03AHCTBEHHO-YIIPABJICHYECKUM CTPYKTYpaM, a TakKe OTICJbHBIM (U3UUECKUM JIMLAM, 4YTO
CIOCOOCTBYET yCTEIHON MPO(EeCCHOHATEHON ACATEIHPHOCTH UK TTOJYYCHHUIO TTPUOBLIH.

c. llotpeburensiMu yciuyr SBISAIOTCS (QU3MUECKUE JIMLA, Iedb MOJIY4YeHUs YyCIyr -
YAOBJIETBOPEHUE JIMYHBIX MOTPEOHOCTEN, HCTOYHUK OIUIATHI - TUYHBIE CPEACTBA ITUX JIMII.

d. To KOIMYECTBO M KauyeCTBO YCIYT, a TaKXK€ COIMYTCTBYIOLIMX UM MaTepHaIbHBIX TOBApOB,
KOTOpPO€ MPOIYLEHThl TOTOBBI MPEJOCTaBUTh KOHKPETHOMY MOTPEOUTENI0 B KOHKPETHOE BpEMS U B
KOHKPETHOM MECTE.

e. duzmyeckoe WO, UMEIONIMN HaMepeHue mpuoOpecTu MO0 NPUOOpETAIOMUNA WITH
UCTIONB3YIOLUIMM TOBapbl, pabOThl YCIYyTrd HCKIIOUUTENBHO JUIsl JIMYHBIX 1I€Jel, He CBA3aHHBIX C
U3BJIEYEHUEM ITPUOBUIH.

f. CoBokymHOCTh OTpaciell XO03sSHCTBA, MPOIYKIMS KOTOPBIX BBICTYNAeT B BHJE YCIYT. g.
ITocTaBmuk yciayr

h. Yecayru, notpeOutenssMu KOTOPBIX BBICTYMAIOT HE (DU3MYECKHE JUIa, a MPEeANpHsTHS,
OpraHu3aliy, YUpEeKICHUS U IPyTUe X039iCTBEHHO-YIIPABIEHYECKUE CTPYKTYPBHI.

1. Yeayru, mpenocTaBiseMble BCeM MOApa3JeNieHUsIM U CiIy’k0aM BHYTPHU OpTraHU3allUuM JUIs
MOJICPKAHUS JKU3HEJEATEIBHOCTH CaMOM OpraHu3aluu. YCIyr'M Takoro pojia BKJIKOYAIOT TaKue
byHKIMHN, Kak 00paboTka MaHHBIX, yOOpKa MOMENICHHUH, MHKEHEPHbIE Pa3padOTKH M TEXHUYECKOE
oOcinyxkuBaHue. KiumeHTtamMum B JaHHOM cuCTeME SBISAIOTCS PA3IMYHBbIE OTHENbI IMPEeANpHUSITHS,
HYKJAIOIIHecs B 3TUX yCIIyTax.

j. Ilpon3BoauTENH YCIYT.

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

OO0pa3ubl TeCTOB I MPOBeJAeHHs 3a4eTa M NMPOMEKYTOYHOH aTTeCTAllUM MO MTOram
OCBOCHUS TUCHMILINHBI, 2 TAKKe JJI51 KOHTPOJIS CAMOCTOSTE/IbHOI padoThl 00y4aromerocs

Tect Ne 1

1. Kak Ha3biBaercsi padoTa, BbINOJIHAEMAs JAJIs1 YAOBJIETBOPEHHUS HYXKA NOTpedOHTe e,
KOTOpasi B OCHOBHOM Heocsi3aemMa:

a) yciyrou

0) MPOU3BOJICTBOM

B) OBITOBBIM OOCITY)KHBaHHEM

2. Kakasi u3 gyHKUMIA He OTHOCUTCSI K HENMPOM3BOACTBEHHOI cepe:

a) pacnpejesneHue 1 0OMEH TOBapOB, MIPOJYKTOB, BEIIECTB

0) mpeoOpazoBaHUE BEMISCTB MPUPOABI C IEIBI0 WX MPHCIOCOOICHHUS K YEIOBCUCCKHM
MOTPEOHOCTSAM

B) OXpaHa OOIIECTBEHHOTO MOPSIIKA
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r) opMUpOBaHKUE OOIIECTBEHHOTO CO3HAHUS
3. Kakoii u3 nepe4ucIeHHbIX IPUHIMIIOB He 10JIKeH ObITh 110J102K€H B OCHOBY Pa3BUTHS

cepsnl ycayr:

a) MaKCUMH3aIs MPUOBLIHN 32 CUET CO3/1aHusl HOBBIX MOTpeOHOCTEN
0) yCIyru JJOJDKHBI OBITH TOCTYTIHBI KaXK10MY YJIEHY 00IlecTBa

B) OTOXJECTBIISITH chepy yCiIyr ¢ ObITOBBIM OOCTYKUBAHUEM

4. Ilox cpoxoM oxa3aHHsl yCJIYI IOHUMAETCH:

a) BpeMs Ha MOJTrOTOBUTEIbHBIE PaOOTHI

0) BpeMs1 Ha MPOU3BOICTBO YCIIyT

B) BpeMsl OT IpueMa 3akas3a 10 MOMEHTa BblJaun

5. U3 kakHuX NPouIeccoB COCTOUT MPOLECC OKAa3aHUA YCJIYI:

a) IPUEM U BblJaua yCIyT 3aKa3uuKy

0) npUHATHE 3aKa3a, UCIIOJIHEHUE U BblJaua 3aKa3uuKy

B) IPOM3BOJCTBO YCIYT U KOHTPOJIb KayecTBa UCIIOJIHEHUS

6. Ilpu xkakoM U3 TpexX BO3MOKHBIX HCXO/I0B KOH(JIHKTOB CIOP BBINIPHIBAET OJAWH U3

Y4aCTHUKOB:

yeayr:

a) BO3BPAT K UCXOJHOMY COCTOSIHHIO

0) yacTUYHOE pa3pelleHue KOHPINKTA

B) MIOJIHOE pa3pelieHne KOH(IUKTA.

7. KakoBbl cnienuguyeckue 0co0eHHOCTH 00111eHUs B c(pepe 00CTy:KMBaHUS:

a) MpoJIaBell ¥ MOKYIAaTeNb MPEACTAIOT APYT MEpe]] APYroM Kak 00e3MTuIeHHbIE PUTYPbI
0) HEOOXOIMMO TOCTUTATh B3AMMOIIOHUMAHMSI C TIOCETUTEIISIMU

B) HEOOXOAMMO MPOSBISATH BBICOKYIO KYJIBTYPY OOIICHUS

8. Uro nmoapasymeBaercs 1OJA 3CTETHKOM 3aKA30B:

a) 9TO KPaCHBbII BHEIIHUN BUJ U3ACTUI

0) 9TO OpraHu3aus MPOCTPAHCTBA OKPYIKAIOIIETO 3aKa3UHKa

B) 9TO ITMUYECKHUI 00JIMK paOOTHUKOB 00CITY>KHBaHUS

9. Yto noapa3ymeBaeTcs Mo/ MOHSATHEM «BbICOKOE KAa4eCTBO)» YCJIYT:

a) MPEBBIIICHUE OKUTAHUN TOTpeOUTENs 3a 60JIee HU3KYIO IIEHY, YeM OH Iperoiarall
0) yZIOBJIETBOpEHHE MTOTPEOHOCTH OTPEOUTEINS 32 YCTAHOBIICHHYIO 1IEHY

B) YJIOBJIETBOPEHUE OKUJAHHH MOTPEOUTENS 32 BHICOKYIO LIEHY

10. Kakoii 3Tan He BKJIIOYAeTC B METOAMKY BbISIBJEHHS OTHOCHUTEJIbHOI0 KauyecTBa

a) OLIEHKAa BaXKHEHMIINX C TOUKH 3pPEHUsI HOTPEOUTENS] KPUTEPUEB

0) BBIIBIICHHE KPUTEPHEB, KOTOPbIE MPUBOASIT K NPUOOPETEHUIO YCIIyT

B) BBISIBIICHHE [IEHOBOT'O IIPEANOYTEHUS

11. C yero HaunHaeTCs Mpouecc pa3padoTKH HOBOM yCJIyI'H:

a) ¢ MIPOBEJICHUS] PHIHOYHBIX HCIIBITAHUM

0) ¢ moucka uaeu HOBOHM YCIyTH

B) C BHEJIPEHMsI HOBOM yCIIyTH

12. C noMompbo0 4Yero mnpeAnpusiTHe YCJIAYr MOXKeT YKpPenuTb CBOM MO3UMIUHM B

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

a) C MOMOIIBI0 SKOHOMHYECKUX PELICHUH

0) ¢ IOMOIIbIO UMHJIXKA NPEANPUATUS U YCIYT

B) C IIOMOIIBIO YBEIWYEHHsI 00beMa IMPOU3BO/ICTBA

13.Kak u3MeHHJICSl COCTAB NMPOU3BOIMTENEl YCIYT B X0/le PHIHOYHBIX Mpeodpa3oBanuii B

Poccun:

a) yBEJIMUYMIIach J10J FOCY1apCTBEHHBIX MPEANPUATUI
0) yBeIMUMIACh 10JI NPEANPUATUIA YaCTHON M HErocyJapCTBEHHOM (hopM COOCTBEHHOCTH
B) J10J15l TOCYAAPCTBEHHBIX NPEANPUIATUN U IPEIIPUATUN YACTHOM U HEroCyAapCTBEHHON (hopM

COOCTBEHHOCTH POBHA.

14. IIporpeccuBHbIe (POPMBI 00CTYKUBAHUS IPU3BAHBI:
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a) mpuOIMKATh YCIYTH K MOTPEOUTEIIO

0) co3gaBaTh HOBbIE BUJIbI YCIIYTH

B) BHE/PATH YCIYTH HA PBIHKE

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

a) OT OMbITa 0OpaIeHUs K TPOU3BOIUTEISAM MOAOOHBIX YCIYT

0) OT JIMYHBIX KEeJTAaHUHW KITMEHTa

B) OT BOCIIMTAHUS MOTPEOUTEIBCKOIO CO3ZHAHUS KIIMEHTa

16. Kakoe M3 mnepeYyHCJeHHBIX Ka4ecTB He [J0JKHO IPHCYTCTBOBaTb B
npodeccHOHAILHOM MOBeeHNH PAa00THHKA c(epbl cepBUCca:

a) BEXJIMBOCTH

0) yMeHHue HaBs3bIBaTh YCIyTU

B) KOMIIETEHTHOCTb

17. Kakum Tpe0GOBaHMAM J10/ZKHO OTBeYATh padodyee MecTO paboTHHKA c(hepbl cepBUCa:

a) I0JKHO OBITH 00€CIeYeHO T0POruM 000pYI0BaHHEM

6) nomkHO obecrieunBaTh 0030p oduca

B) JIOJKHO OBITH BbIAEpKaHa B IPKOM IIBETOBOM TaMMe

18. Kakoii n3 nepe4uc/JIeHHbIX THIIOB PHCKA NMOAPa3yMeBaeT NepPeKUBAHUS NMOKYIATeJIsl 0
TOM, KaK ycJIyra NnoBJusieT Ha ero UMHUIK:

a) MCUXOJIOTUYECKUIN PUCK

0) pusnueckuii puck

B) COLIMAJIbHBIN PUCK

19. Kakue norpe6HocTH 0011ecTBa NPU3BAHA YA0BJIETBOPATH chepa yciayr:

a) Bce BHJIbI MOTpeOHOCTEH

0) colManbHbIe MOTPEOHOCTU

B) NEPBUYHBIE TOTPEOHOCTH

20. K oanomMy u3 myTeil CriIa:KUBAaHHUSI CE30HHOI0 XapakTepa MNPOM3BOACTBA YCJIYyr
OTHOCUTBCH:

a) Xopolliee BHIMOIHEHUE 3aKa30B

0) peryMpoBaHue CE30HHbBIX LIEH Ha YCIyTH

B) CHU3UTh 00bEM pealln3alli.

Tect Ne 2

1. Yo BK/IIOYAET B ce0sl IKOHOMUYECKH I KOMILTIEKC:

a) cepy MaTepUansbHOTO MPOU3BOICTBA

0) MaTepHraIbLHOE MTPOU3BOJICTBO U HEMTPOU3BOJACTBEHHYIO chepy

B) cdepy, B paMKax KOTOPOH OpraHuszyercs: o0IIecTBO.

2. YUto aBasieTcs BaxkHelleil 3a1aveil npeanpusitus cepsl yeiayr:

a) obecrieueHne MOCTOSTHHOTO Tpoliecca 00CTyKUBaHUS HACEICHUS

0) MPOM3BOJICTBO YCIYT OTBEUAIOIINUX CIIPOCY HACEICHHS

B) YIOBJETBOPEHHE PACTYIIMX MOTPEOHOCTEH HAaceNeHHs B YCIyrax C y4eTOM KYyJIbTYpPHBIX
ocoOeHHOCTeH

3. Kakoii U3 nepe4mnc/JeHHbIX NMPUHUMIIOB H0JKEH ObITh IOJIO)KEH B OCHOBY Pa3BHTHS
chepsl yeayr:

a) cpepa cepBuca JOHKHA Pa3BUBATHCA B €MHCTBE C MATEpUATIbHBIM MTPOU3BOJICTBOM

0) MakCUMH3aLUs TPUOBUTH TPEANPUITHIA

B) YCIIYTH HE JOJKHBI OBITH IOCTYITHBI BCEM YWIEHaM OOIIecTBa

4. Kak u3MeHM/ICS COCTAB NPOM3BOANTEIel YCJIYr B X0/[€e PHIHOYHBIX NpeoOpa3oBaHuii B
Poccuu:

a) yBEJIMUYMIIach J10J FOCY1apCTBEHHBIX MPEANPUATUI

0) OosbIIyI0 YacTh COCTAaBJSIIOT OpraHM3allMM YacTHOM M HErocyJapcTBEHHON (opm
COOCTBEHHOCTH

B) JIOJISl TOCYAAPCTBEHHBIX M YACTHBIX OpraHU3alliii Ha PhIHKE YCIYT pOBHA
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5. Kakume MoxeJu OpPraHu3allMOHHBIX CTPYKTYP BbIICJAKT B COBPEMEHHOM
MeHeKMeHTe:

a) MEXaHUYECKYIO U TEPMOJAMHAMUYECKYIO

0) MEXaHUCTUYECKYIO 1 TMHAMUYECKYIO

B) OPraHUYECKYI0 U MEXaHUCTHUYECKYIO

6. Kakue norpedHocTH 0011I€CTBA NPU3BAHA YA0BJIETBOPATH chepa ycayr

a) UAE0JIIOTHYECKHE TOTPEOHOCTH

0) monMTHYECKHE MOTPeOHOCTH

B) COLIMATbHBIE TOTPEOHOCTH

7. Ilox cpoxkoM oKa3aHUsl YCJIYTH IOHUMAETCH

a) BpeMsl Ha MOATOTOBUTEIbHO-3aKII0UNTENIbHBIE PA0OTHI

0) BpeMsi Ha POU3BOJICTBO yCIYTH

B) BpeMs OT MOMEHTa IpueMa 3aKas3a 0 MOMEHTA BbLIauH

8. Ha kakoMm 3Tamne nmpouecca coBeplieHHsl 3aKa3a, NPoJaBLy He00X0AMMO MCIO0Ib30BaThH
HATJISAHBIN MaTepHaJl, peKJIaMHbIe POCNEeKThI, IeMOHCTPALMIO MO/IeJIeil:

a) Ha IIEPBOM JTarle - IIepBOe MOCEUICHUE MPEANPHUATHS cepBUca

0) Ha BTOPOM 3Tare - MPUHATHUS PEIICHUs CIeNIaTh 3aKa3 WIN OTKa3aThCs

B) Ha TPETHEM dTAIlE - COBEPLICHHUE 3aKa3a WM OTKa3 OT HErO

9. Ilpm KkakoM, Hu3 TpexX BO3MOKHBIX MCXOJ0B KOH(NIMKTOB, CIOp OCTaeTcs
Hepa3pelieHHbIM:

a) BO3BpAT K UCXO/IHOMY COCTOSIHUIO

0) KOMIIPOMHUCC B KOH(ITUKTE

B) IOJIHOE pa3pelieHue KOH(PIUKTa

10. KyabTypa peun padGoTHHKA cepbl cepBUCA — ITO:

a) HOPMaTUBHOCTb, COZIEPKATEIBHOCTD PEUH

0) SKCIIPECCUBHOCTH PEUH

B) KaTerOPUYHOCTh peuu

11. CreneHb COBepLIEHCTBA KAKOI0 acleKTa 00CHYKUBAHMS XapaKTepu3yeT KYJbTYpPY
cepBHca:

a) TMCUXOJIOTUYECKOTO acleKTa 00CIyKUBAHUS

0) OpraHu3aIMOHHO-TEXHOJIOTMYECKOTO aCIeKTa

B) COBOKYITHOCTb 3THX aCIEKTOB CEPBUCHON JESATEIILHOCTH

12. Kakoe u3 Tpex COCTABJIAIMIIMX 4YacTedl KavecTBa MOKa3bIBaeT, HACKOJIbKO yCJayra
COOTBETCTBYET TOMY, YTO ObL10 3aIlJIAHUPOBAHO NPOM3BOINTE/IEM TOBapa:

a) TpebyemMoe KauecTBO

0) 6a30BO€ Ka4eCTBO

B) JKeJlaeMoe KayeCTBO

13. OT yero 3aBUCHUT OLIEHKA YCJYIH NOTpeduTEIeM:

a) OT OIBITA TPOU3BOIUTEINS

0) OT JIMYHBIX KEJTAaHUHN KIIMEHTa

B) OT BOCIIUTAHUS MOTPEOUTENHCKOTO CO3HAHMSI KIIMEHTA

14. Ha xakoii cTaguy KM3HEHHOI0 LIMKJIA YCJIYTH PAcTyT 00beMbl peajin3auuu YCJIyru,
YTO MO3BOJIsIET TPE00J1€eTh TOUYKY YOBITOUHOCTH:

a) Ha CTaJuu 2 - BHEAPEHUs

0) Ha ctaguu 3 - pocra

B) Ha CTaANM 4 — HACBIIIEHUS PhIHKA

15. Kakasi u3 TpexX KOHKYPEHTHBIX CTPaTeruii mojgpasymMeBaeT COCpPeIOTOYEHHEe YCHJIMM
HA O/IHOM WJIM HECKOJILKMX CerMEeHTAaX PbIHKA M JOCTH:KEHUEe TaM JIN/IepcTBa:

a) JIMJISPCTBO B 00JIACTH 3aTpaT

0) crparerus TuBepCUPUKAIIH

B) CTpaTerus KOHIEHTPALUU

16. Kakum Tpe6oBaHMAM 10/2KHO 0TBeYATh padoyee MecTO paboTHUKA c(hepbl cepBUCA:
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a) TOJKHO OBITH 00ECTIEYCHO TOPOTUM

000opyI0BaHUEM

0) nomkHO obecrieunBaTh 0030p oduca

B) JIOJKHO OBITH BbIAEpKaHa B SPKOM IIBETOBOM TaMMe

17. CoBpemeHHble 31aHUSl NPeINPHUATHI cepBHCa NPeINOJaralT HCHOJIb30BaAHHE
CJIeYIOLIHX XY/10KeCTBEHHO-BBIPA3UTEIbHBIX CPEJICTB:

a) epevyeHb TOBAPOB

0) cpencTBa KOMMYHUKAIIMHM MEXAY IPOU3BOAUTENIEM U MTOTPEeOUTENIEM

B) HAMMEHOBaHUE MPEIIPUATH, SMOTIeMy, HH(OPMAIIHIO O BHJIAX ycIyrax

18. Kto pa3paboraja Moaes b KayecTBa yCJayr:

a) M. Bebep

0) A. ®aiionn

B) JI. Beppu

19. C yero HaunHaeTcs1 Mpouecc pa3padoTKH HOBOM yCJIyIH:

a) C IPOBEJICHHs PHIHOYHBIX UCIIBITAHUN

0) ¢ moucka uaeu HOBOM yCIyru

B) ¢ HaOJIOACHUS 32 XOJIOM BHEAPEHHSI HOBOH YCIyTH

20. Kakue ycayru BXoASIT B aCCOPTHMEHTHYIO IPYIILY «A»:

a) yCIYTH HaXOsIUecs Ha CTauU POCTa

0) yCIIyTu HaXOJSAIIUECS B CTAIUN 3PEJIOCTH U HACHIIICHUS

B) YCJIyTU HaXOJSIIMECs B MHHOBALIMOHHOM CTanu.

Tecr Ne 3

1. Kakoii U3 nepe4ucjieHHbIX BH/I0B [eATeJbHOCTH He OTHOCUTCSI K HENNPOM3BOACTBEHHOM
cepe:

a) TPAHCHOPT U CBSI3b MO 00CITY>KUBAHHUIO OpPraHU3aluil HETPOU3BOACTBEHHOH cephl

0) puHAHCOBO-KpEIUTHASI M CTPAXOBast ACSITEIHHOCTD

B) XpaHEHHE U MPOU3BOJICTBO MPOTYKTOB

2. YTo BKIIOYAET B cedsi MOHATHE «CEPBHCHAS IJKOHOMMKA»:

a) M100aIN3alNI0 SKOHOMHUECKUX MPOIIECCOB

0) BO3HHUKHOBEHHE IICUXOJIOTUIECKOIN HAMIPSHKEHHOCTH HACETICHHS

B) (popMupoBaHue MOTpEOHOCTEH JIFOIei

T') aJieHue o0IIel KyIbTyphl U TyXOBHOCTH 0OOIIIecTBa

3. B xakoii ¢opMe He T0JKHO OCYHIECTBJSITHCH rOCyJapCTBEHHOE peryJanpoBanue cgepsol
yCayr:

a) cyOcuaupoBaHue noTpeduTeneil 1 npou3BoIUTENEH yCIyr

0) B popme rocy1apCcTBEHHON COOCTBEHHOCTH Ha (haKTOPHI IPOU3BOICTBA

B) B opMe IIEeHOBOM AUCKPUMHUHAIIUU

4. Ha koro pacnpoctpansiiorcs «[IpaBuiia 6bITOBOro 00c/1y:KUBaHUS HacesleHus B PD»:

a) Ha BCE IOPUINYECKHE JINLA, HE3aBUCUMO OT OPraHU3aI[MOHHO-TIPAaBOBOM (POPMBI

0) Ha BCE IOPUAMYECKHE JIUIIA U TPAXKJIaH, 3aHUMAIOIINXCS OKa3aHUEM

yCIyr

B) Ha JIMI] 3aHUMAIOIUXCS TPY30BBIMU TIEPEBO3KAMHU

5. Kakoe u3 nepe4yHc/IeHHbIX NPo¢ecCHOHAIbHBIX Ka4eCTB J0JKHO NMPUCYTCTBOBATH B
noBeJeHNU padoTHUKA cepbl cepBuca:

a) MUJIOCepane

0) yMeHME HaBA3bIBATH KIIMEHTY yCIyTy

B) KOMIIETEHTHOCTh

6. [leiicTBusi pa0OTHHMKOB NPEANPUSITHS CepPBHCA NPH BO3HMKHOBEHUH KAJ00bI OT
KJHMEHTa HA HeKaYeCcTBeHHoe 00c/1y’KMBaHMe:

a) COIJIaCUTHCS C KAIO0OOMN: «KJIMEHT BCEria IpaB»

0) OBICTPO PELIUTH BOSHUKIIYIO IPOOIEMY

B) MPHBJICYh HOBOTO KIIMEHTA
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7. Kakum TpeGoBaHMSAM J0J5KHO 0TBeYaTh padoyee MecTo paboTHUKA cephl cepBuca:

a) IOJKHO OBITH 00ECIIEYEHO CaMbIM JIOPOTHMM 000pYI0BaHHEM

0) noKHO obecrieunBaTh 0030p CajloHa U CBOOOY JBHKEHHUN

B) JIOJKHO OBITh 0()OPMIIEHO PEKJIAMHBIMU OyKJI€TaMHU U TUTaKaTaMu,

8. K uemy Bcersia cTpeMUTBHCSl IOKYIIaTe b IIPH OLEHKE YCJIYIH:

a) K OIpe/IeJIeHHOMY UM COOTBETCTBUIO LIEHBI U KayecTBa

0) K BBIABJICHHIO IVIABHBIX XapaKTEPUCTUK YCIYTH

B) «IIOJIOTHATHY» YCIYTY IOJl CBOM OXHJIaHUS U TOTPEOHOCTH

9. Kakoii 3Tan He BK/JIIOYaeTcsl B METOAUKY BbISIBJIEHHS OTHOCHTEJbHOI0 KayecTBa
yCayr:

a) OIIEHKA BaYKHEUIIINX C TOYKHU 3PEHUS MOTPEOUTENsE KPUTEPHEB

0) BBISIBJICHHE KPUTEPHUEB, KOTOPBIE MPUBOJAT K IPUOOPETEHHUIO YCIyT

B) BBISIBJICHUE IIEHOBOT'O IPEATIOYTEHHS

10. Kakum o0pa3om BbISIBJSIETCS COOTBETCTBHE YCJIYI XapakTepy o001IeCTBEHHBIX
NOTpeOdHOCTe:

a) 10 PEeUIeHHUIO TUPEKTOPa CEPBUCHOTO MPEAIPUITUS

0) B X0/1€ CPaBHEHUS yCIYT-KOHKYPEHTOB

B) METOJIOM CITy4ailHOTO 0TOOpa

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
YCOBepPILIEHCTBOBATH MPEKHIOK0, JIM00 BHEAPUTH HOBYIO YCJIYIY:

a) Ha CTaJuU 2 - BHEAPEHUs

0) Ha cTanuu 3 - pocTa

B) Ha CTaJNM 4 - HACBIIICHUS PhIHKA

I') Ha CTAJMU 5 - COKPALIEHUs pealu3alnu yCiIyr

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

a) CBOMCTBaMU, KOTOPBIE MPEACTABIAIOT HHTEPEC Ul NOTPEOUTENS

0) cBoliCTBaMH, KOTOpbIE NMPEACTABISAIOT UHTEPEC AJIsl CEPBUCHON OpraHU3aluu

B) CBOMCTBAaMHU, KOTOpBIE IPEACTABIISIOT HHTEPEC [T FOCYIapCTBa

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 NOBJIMsIeT Ha ero HMH/K

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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18. C yero HaunHaeTcs mpouecc pa3padoTKH HOBOM yCJIyI'H:

a) ¢ MIPOBEJICHUS PHIHOYHBIX MCTIBITAHUN

0) c moucka ujaeu HOBOM YCIyTH

B) C HaOJIIO/ICHUA 32 XOJIOM BHEJIPEHHSI HOBOM yCIIyTrH

19. IIporpeccuBHbIC (POPMBI 00CTYKUBAHUS IPU3BAHBI:

a) MpUOIMXKATh YCIYTy K HOTPEOUTEIO

0) co3iaBaTh HOBBIE BUJIbI YCIIyT

B) BHEJPATH HOBBIC YCIYTH HA PHIHOK

20. Kakasi u3 nepe4mcaeHHBIX YCJIYT He SBJISIETCH YCIYrol PhIHOYHOM HOBU3HBI

a) yciyra, BbIIIe/IIas Ha HOBBIN PhIHOK

0) yciyra, paHee UMEIOIIast aHAJIOT Ha PHIHKE

B) yciyra Jijisl HOBOHM c(epbl IpUMEHEHHUSI.

Tect Ne 4

1. Yro BKJIIOYaET B ce0sl IKOHOMUYECKUI KOMILJIEKC:

a) chepy MaTepruasbHOTO MPOU3BOICTBA

0) MaTepuaIbHOE TIPOU3BOJICTBO U HEMTPOU3BOACTBEHHYIO chepy

B) cepy, B paMKax KOTOPOH OpraHu3yeTcst 001IecTBO.

2. Yto siBJsieTcs BaxKHelIel 3a1aueil npeAnpuaTus cepbl yCJIyr:

a) obecrieueHre MOCTOSIHHOTO ITpoIecca 00CITyKUBAaHUS HACEICHUS

0) MPOM3BOJICTBO YCIYT OTBEUYAIOIINUX CIIPOCY HACEICHHS

B) YJOBJETBOPEHHE DPACTYILIMX MOTPEOHOCTEH HACeNeHUs B yCIyrax ¢ y4eTOM KyJIbTYpPHBIX
ocobeHHocTeN

3. Kakoii M3 mepe4ucJeHHbIX NPUHIHUIOB J0JIKeH ObITh IOJIOKEH B OCHOBY Pa3BHTHA
chepnl yeayr:

a) cepa cepBrca JI0JKHA Pa3BUBATHCS B €IMHCTBE C MaTEPUAIbHBIM IIPOU3BOICTBOM

0) MakcUMHU3aLMsI TPUOBUTH MTPEAPUATHIA

B) YCJIyTU HE JIOJKHBI OBITH JOCTYIIHBI BCEM UJI€HaM O0ILecTBa

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

a) yBeJIMUMIIach J10JIs TOCYIapCTBEHHBIX MPEANPUATHI

0) OOJBIIYyI0 YacThb COCTABISIOT OPraHU3allMM YacTHOM M HErocyJapCcTBEHHOH ¢opm
COOCTBEHHOCTH

B) JIOJISI TOCYAAPCTBEHHBIX M YACTHBIX OPraHU3alliii Ha PhIHKE YCIYT pOBHA

5. Kakue MoxeJu OpPraHu3allMOHHBIX CTPYKTYP BbIIJSAIOT B COBPEMEHHOM
MEeHe:KMeHTe:

a) MEXaHUYECKYIO U TEPMOJANHAMUYECKYIO

0) MEXaHUCTUYECKYIO U TUHAMUYECKYIO

B) OPraHUYECKYI0 U MEXaHUCTHUECKYIO

6. Kakue morpedHOCTH 00111€CTBA IPU3BAaHA YA0BJETBOPATH cepa ycayr:

a) UJEOJIOTUYECKUE MOTPEOHOCTH

0) MOJIUTHYECKHE TOTPEOHOCTH

B) coLMaIbHbIE TOTPEOHOCTH

7. Iloa cpoKOM OKa3aHUsA YCJIYrd IOHMMACTCH:

a) BpeMs Ha MOJArOTOBUTEIbHO-3aKIIOUUTEIbHbIE PA0OTHI

0) BpeMs Ha MPOU3BOJICTBO YCIYTH

B) BpeMsI OT MOMEHTA IpueMa 3aKas3a 10 MOMEHTa BblJaun

8. Ha kakoMm 3Tamne npouecca coBeplieHHsl 3aKa3a, NPpoJaBLy He00X0AMMO HCIO0Ib30BATH
HATJIS/AHBIN MaTepHuaJl, peKJaMHble POCNEeKThI, IeMOHCTPALMIO MO/IeJIeii:

a) Ha TIEPBOM JTarle - IepBOe MOCEUICHUE MPEANPHUATHS cepBUca

0) Ha BTOPOM 3TaIe - IPUHSITHS PEIIECHUS CAENATh 3aKa3 WM OTKAa3aThCs

B) Ha TPETHhEM dSTAIlE - COBEPIICHHE 3aKa3a WM OTKa3 OT HEro
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9. Ilpm kakom, U3 Tpex BO3MOXKHBIX HCXOA0B KOH(IUKTOB, CHOpP OcCTaeTcsH
Hepa3pelnleHHbIM:

a) BO3BPAT K HCXOJHOMY COCTOSIHUIO

0) KOMIIPOMHUCC B KOH(ITUKTE

B) MOJIHOE pa3pelieHue KOH(PIUKTa

10. KyabTypa peun paGoTHHKA cepbl cepBUCAa — ITO:

a) HOPMAaTUBHOCTb, COAEPIKATEILHOCTh PEUH

0) SKCIIPECCUBHOCTH PEeUH

B) KAaTETOPUYHOCTh peun

11. C yero HaunHaeTcs1 Mpouecc pa3padoTKU HOBOM yCJIyIH:

a) ¢ IPOBEJICHHs PHIHOYHBIX UCIIBITAHUN

0) ¢ moucka ujeu HOBOM yCIyru

B) C BHEIPEHHSI HOBOM YCIIyTH

12. C nomMompbi0 4Yero mnpeanpusTHe YCJIYr MOMKeT YKPenuTh CBOM TO3HIIUH B
KOHKYPEHTHOH cpejie, KpoMe KaK ¢ MOMOIIbIO LIeHbI U Ka4ecTBa yCJIYIru:

a) ¢ MOMOUIbIO0 YKOHOMUYECKUX PEIICHUN

0) c MOMOIIBIO UMUJKA MPEANIPUATUS U YCIIYT

B) C MIOMOIIBIO YBEIMUEHUSI 00beMa MPOU3BOICTBA

13.Kak u3MeHnJICS COCTAB NMPOM3BOANTEJICH YCIYT B X0J€¢ PIHOYHBIX NPpeo0pa3oBaHui B
Poccun:

a) yBeJIMYUIIAch J0JIsI FOCYIapCTBEHHBIX MPEAIPUATHIA

0) yBenMumIach J0Js NPEAIPUIATHN YACTHOM U HErocy1apcTBeHHON (OpM COOCTBEHHOCTH

B) J10JIsl TOCYAAPCTBEHHBIX MPEANPHUIATUN U MIPEIIPUATHI YACTHOM U HErocy1apcTBeHHOU hopm
COOCTBEHHOCTH POBHA.

14. IIporpeccuBHbBIC (POPMBI 00CTYKUBAHUS IPU3BAHBI:

a) MpUOIMKATh YCIYTH K IOTPEOUTEITIO

0) co3/laBaTh HOBBIE BU/IbI YCIIyTH

B) BHEJPATH YCIYTH Ha PBIHKE

15. OT 4ero He 3aBHCHT OLICHKA YCJIYTH IIOTPeOHTEIeM:

a) OT OIbITa 0OpaIIeHUs K TPOU3BOIUTENSIM MTOAOOHBIX YCIIyT

0) OT TUYHBIX KEJIAHUN KITUEHTA

B) OT BOCIIMTAHHS TOTPEOUTEIHCKOTO CO3HAHUS KIIMEHTA

16. Kakoe w#3 mnepeYHCJCHHBIX Ka4eCcTB He JO/UKHO IPHCYTCTBOBAaTHL B
npogeccnoHaILHOM NOBeleHNU Pad0THUKA c(epbl cepBUCca:

a) BEXJIMBOCTh

0) yMeHUe HaBs3bIBATh YCIyTH

B) KOMIIETEHTHOCTh

17. Kakum TpeGoBaHNAM J0JIKHO OTBe4aTh padouee MecTo padoTHHKA cepbl cepBuca:

a) TOJDKHO OBITH 00ECMEeYeHO JOPOrHUM 000PYI0BAaHHEM

0) nomxHO obecnieunBaTh 0030p ouca

B) JIOJKHO OBITh BBIJEpXKaHa B IPKOM IIBETOBOW raMMe

18. Kakoii u3 nepe4ucjieHHbIX THIIOB PHCKA MOJAPa3yMeBaeT NepeKUBAHUS NMOKYNaTeJIsl 0
TOM, KaK YCJIyIa NOBJIMsIeT HA ero HMH/IK:

a) TMCUXOJIOTUYECKUI pUCK

0) pusnueckuii puck

B) COLMAIbHBINA PUCK

19. Kakue norpe0HOCTH 00111€CTBA MPU3BAHA YI0BJETBOPATH cepa yciayr:

a) BCce BUJIBI MOTpeOHOCTEH

0) conaabHbIC MOTPEOHOCTH

B) IIEPBUYHBIE TOTPEOHOCTU

20. K omHomy m3 myTeil CrJa:KUBAHMSI CE€30HHOT0 XapaKTepa NPOM3BOJACTBA YCJYr
OTHOCUTBCSH:
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a) XOpollee BHIITOJHEHUE 3aKa30B

0) perynupoBaHUE CE30HHBIX 1IEH Ha YCIYTH

B) CHU3UTH 00BbEM peasin3aliuu.

Tect Ne §

1. Kakoii u3 nepe4ucjieHHbIX BH/I0B [1eSTeJJbHOCTH He OTHOCUTCSI K HENMPOM3BOACTBEHHOM
cepe.

a) TPAHCHOPT U CBSI3b MO OOCITY>KUBAHHUIO OpPraHU3aluil HETPOU3BOACTBEHHOH cephl

0) puHAHCOBO-KPEIUTHASI I CTPAXOBast ACSITEIHHOCTD

B) XpaHEHHE U MPOU3BOJICTBO MPOTYKTOB

2. YTo BKJIIOYAET B cedsi MOHATHE «CEPBHCHAS IJKOHOMMKA»:

a) MI00aTM3alHI0 SKOHOMHUYECKHUX TPOIIECCOB

0) BO3HUKHOBEHUE IICUXOJIOTUIECKON HAMIPSHKEHHOCTH HACETICHHS

B) popMupOBaHUE MOTPEOHOCTEH JITOeH

I') najieHue o01el KyJIbTypbl U JyXOBHOCTH OOIIECTBA

3. B xakoii ¢opMe He J0JZKHO OCYHIECTBJSITHCH rOCyapCTBEHHOE peryJanpoBanue chepsol
yCayr:

a) cyOcunupoBaHue norpeduTeneil 1 npou3BOIUTENEH yCIyT

0) B (hopme rocy1apcTBEHHONW COOCTBEHHOCTH Ha (PaKTOPbI IPOU3BOICTBA

B) B opMe IIEHOBOM JUCKPUMHUHAIIUU

4. Ha xoro pacnpocrpansiiorcsi «[IpaBuiia 6bITOBOro 006cay:kKuBanusi HacejeHusi B P®»:

a) Ha BCE IOPUIMYECKHE JINIA, HE3aBUCUMO OT OPraHU3aIl[MIOHHO-TIPAaBOBOM (OPMBI

0) Ha Bce IOpUIMYECKHUE JIUIA U TPAKIAH, 3aHUMAIOIIIXCSI OKa3aHUEM YCIIyT

B) Ha JIML 3aHUMAOLIUXCS TPY30BBIMU IIEPEBO3KAMHU

5. Kakoe u3 nepe4yuc/JeHHbIX MPo¢ecCHOHATbHBIX Ka4yecTB J0JKHO MPUCYTCTBOBATH B
NnoBeJeHUH padoTHHKA cepsl cepBHCca:

a) MuJIocepane

0) yMeHHUe HaBsA3bIBAaTh KIIMEHTY YCIyTy

B) KOMIIETEHTHOCTb

6. JleiictBusi Pa0OTHHKOB MNpPEANPHATHS CEPBHCA NPH BO3HUKHOBCHHHM 3KAJ00bI OT
KJHMEeHTa HA HeKaYecTBeHHOoe 00C/Ty:KuBaHHe:

a) COTJIACUTHCS C HKaJ000M: «KIIMEHT BCeraa Mpasy»

0) OBICTPO PELINTH BO3HUKIIYIO ITPOOIEMy

B) NPHUBJIEYb HOBOT'O KIIMEHTA

7. Kakum Tpe0oBaHUSAM /10JI5KHO 0TBEYaTh padoyee MecTO paboTHHKA c(hepbl cepBUCca:

a) TOJKHO OBITH 00ECIIEYeHO CAMbIM JIOPOTHM 000PYI0BaHHEM

0) 1oKHO o0ecreuynBaTh 0030 cajloHa U CBOOOTY JIBHXKEHUMA

B) JIOJDKHO OBITh 0()OPMIIEHO PEKJIIAMHBIMH OyKJI€TaMHU U TUTaKaTaMu,

8. K yemy Bceraa cTpeMuThCsl NOKYNaTe/b MPU OlleHKe YCJIYTH:

a) K ONpe/IeJIeHHOMY UM COOTBETCTBUIO IIEHbI U Ka4eCcTBa

0) K BBISIBJICHHIO TJIABHBIX XapaKTEPUCTUK YCIYTH

B) «IIOJIOTHATB)» YCIIYTY O]l CBOU OXKHUJIAHUS U NOTPEOHOCTH

9. Kakoii 3Tan He BKJIIOYaeTcss B METOAUKY BbIAIBJIEHHS OTHOCHTEJLHOI0 KayecTBa
yeayr:

a) OIIEHKA BYKHEUIINX C TOYKHU 3PEHUS IIOTPEOUTENSI KPUTEPHEB

0) BBIBIICHHE KPUTEPHEB, KOTOPbIE IPUBOAST K IPUOOPETEHUIO YCIIyT

B) BBISIBJICHUE IICHOBOTO TPEATIOYTEHHS

10. Kakum o0pa3oM BBIABJISIETCS COOTBETCTBHE YCJIYI XapakTepy o0O0OumIeCTBEHHBIX
noTpedHOCTEI:

a) [0 PEeLICHUIO JUPEKTOpa CEPBUCHOTO MPENPUATUS

0) B X0/1e CpaBHEHUS yCIyr-KOHKYPEHTOB

B) METOJIOM CJIy4aitHoro orbopa



22

11. CreneHb COBEpPIICHCTBA, KAKOr0 acleKTa 00CIYyKHBAHHSl XapaKTepu3yeT KyJbTYpPy
cepBHUca:

a) MCUXOJIOTUYECKOT0 aCMeKTa 00CTy KUBaHUS

0) OpraHM3aIMOHHO-TEXHOJIOTHYECKOTO acTIeKTa

B) COBOKYITHOCTb ITHX aCIIEKTOB CEPBUCHON JEATEIBHOCTH

12. Kakoe u3 Tpex COCTABJAIIIMX 4YacTeill KayecTBa IMOKAa3bIBaeT, HACKOJIbKO YCJIyra
COOTBETCTBYET TOMY, YTO ObL10 3aIl-IAHUPOBAHO NPOM3BOANTE/IEM TOBapa:

a) TpedyemMoe KaueCTBO

0) 6a30BOE Ka4eCTBO

B) JK€JIaeMO€e KayeCTBO

13. OT 4ero 3aBHCHUT OLICHKA YCJIYIH OTpeOHuTEIeM:

a) OT OIIbITA ITPOU3BOIUTEIS

0) OT TUYHBIX KEJIAHUN KITUEHTA

B) OT BOCIUTAHUS MOTPEOUTENHCKOTO CO3HAHMSI KIINEHTA

14. Ha kakoii cTaguu ’KM3HEHHOT0 LUKJA YCIYTH PacTyT 00beMbl peajM3aliu YCIyTIH,
YTO MO3BOJIsIET IPE010J1eTh TOUKY YOBITOYHOCTH:

a) Ha CTAJMHU 2 - BHEPEHUS

0) Ha ctaguu 3 - pocTta

B) Ha CTa UM 4 — HACBIILICHUS PhIHKA

15. Kakasi M3 Tpex KOHKYPEHTHBIX CTPaTeruii MmoApasyMeBaeT COCPeAOTOYEHHEe YCHJIMM
HA OJHOM HWJIM HECKOJILKMX CerMeHTAaX PbIHKA M JOCTHKEHUE TaM JIUAepcTBa:

a) JINJIEPCTBO B 00JIACTH 3aTpaT

0) cTpaterus TuBepcupUKaLIH

B) cTpaTerus KOHIICHTPALUU

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

a) TIOJDKHO OBITh 00ECTICYEHO JOPOTHM 000py0BaHUEM

0) nokHO obecrieunBaTh 0030p oduca

B) JIOJKHO OBITH BblAEpKaHa B SPKOM IIBETOBOM TaMMe

17. CoBpemeHHble 31aHUSl NPeINPHUATHI cepBHCa NPeINOJAralT HCHOJIb30BAHHE
CJIeIyIOIIUX XY/10/KeCTBEHHO-BbIPA3UTeIbHbIX CPEeACTB:

a) epeYeHb TOBAPOB

0) cpeacTBa KOMMYHHKAIIMHA MEXY IPOU3BOIUTENEM U TIOTPEOUTEIEM

B) HAMMEHOBaHUE MPEIIpUATHS, SMOTIeMy, HH(OPMAIIHIO O BHJIAX ycIyrax

18. KTo pa3padoTaj Moae/ib KauecTBa yCJIyr:

a) M. Bebep

0) A. daiionn

B) JI. beppu

19. C yero HaunHaeTcs Mpouecc pa3padoTKH HOBOM yCJIyIH:

a) C IPOBEJICHUs PHIHOYHBIX UCIBITAHUN

0) ¢ moucka uJeu HOBOM yCIyru

B) ¢ HaOJIOACHUS 32 XOJIOM BHEAPEHHsI HOBOHM YCIIyTH

20. Kakue ycJayru BXoAST B ACCOPTUMEHTHYIO TPYIILY «A»:

a) yCIyTH HaXOsIUecs Ha CTauM POCTa

0) yCIyTH HaXOJSAIUECS B CTAIUU 3PEJIOCTH U HACHIIIICHUS

B) YCJIyTU HaXOJAIIMECs B UHHOBALIMOHHOM CTauu

Tect Ne 6

1. Kak Ha3biBaercsi padoTa, BbINOJIHAEMAs AJIs1 YAOBJIETBOPEHHUS HYXKJ NOTpedOHTe e,
KOTOpasi B OCHOBHOM Heocsi3aemMa:

a) yciayrou

0) MPOU3BOJICTBOM

B) OBITOBBIM OOCITYy)KHBaHHEM

2. Kakasi u3 gyHKUMIA He OTHOCUTCSI K HENMPOM3BOACTBEHHOI cepe:
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a) pacripeiesieHue 1 0OMEH TOBApOB, MPOIYKTOB, BEILIECTB

0) mpeoOpa3oBaHHWE BEIIECTB MPHUPOJBI C IEIbI0 WX MPHUCIOCOOJICHUS K YEIOBEUYECKUM
MOTPEOHOCTAM

B) OXpaHa OOLIECTBEHHOI'O MOPsIKa

r) hopMUpOBaHHE OOIIECTBEHHOTO CO3HAHUS

3. Kakoii u3 nepe4ucaeHHbIX IPUHIMIIOB He 10JIKeH ObITh I10J102K€H B OCHOBY Pa3BUTHSA
cepsnl ycayr:

a) MaKCUMH3aIUs MPUOBLIHN 32 CUET CO3/1aHUsl HOBBIX MOTpeOHOCTEN

0) yCIyTH JOJKHBI ObITh TOCTYITHBI KOKIOMY YJeHY 0OIecTBa

B) OTOXIECTBIATH c(hepy YCIyT ¢ OBITOBBIM O0CTYKMBAaHUEM

4. Ilox cpoxoM oxa3aHHsl yCJIYI IOHHUMAETCH:

a) Bpems Ha TIOJITOTOBUTEIIbHBIE PA0OTHI

0) BpeMs1 Ha MPOU3BOICTBO YCIIyT

B) BpeMsl OT IpueMa 3aKas3a 10 MOMEHTa BblJauu

5. 3 kakuX NpoOLeccoB COCTOUT NMPOLECC OKA3AHUS YCIYT:

a) MPUEM U BblJaua yCIyT 3aKa34uuKy

0) NpuHATHE 3aKa3a, UCIIOJIHEHUE U BbJaua 3aKa3uuKy

B) IPOM3BOJCTBO YCIYT U KOHTPOJIb Ka4ecTBa UCIIOJIHEHUS

6. Ilpu xkakoM U3 TpexX BO3MOKHBIX HCXO/I0B KOH(IMKTOB CIOP BBLINIPHIBAET OJAWH U3
Y4aCTHMKOB:

a) BO3BpAT K UCXO/IHOMY COCTOSIHUIO

0) yacTUyHOE paspenieHne KoHMINKTa

B) MOJIHOE pa3pelieHue KOH(IMUKTA.

7. KakoBbl cnienuguyeckue 0co0eHHOCTH 00111eHUs B c(pepe 00CTyKMBaHUS:

a) MPOAABELl ¥ MOKYMaTeNb NPEACTAOT APYT Mepesl IPYroM Kak 00e31MYeHHbIe GUrypbl

0) HEOOXOIUMMO TOCTUTATh B3AMMOIIOHUMAHHSI C TIOCETUTEIISIMU

B) HEOOXOMMO MPOSBIATH BHICOKYIO KYJIBTYPY OOIIEHUS

8. Uro nmoapasymeBaercs MOJA 3CTETHKOM 3aKA30B:

a) 9TO KpaCHBBII BHEIIHUN BUJ U3AETUI

0) 9TO Opra"u3aius MPOCTPAHCTBA OKPYKAIOIIETO 3aKa3uHKa

B) 9TO ITMUYECKHUI 00JIMK paOOTHUKOB 00CITY>KHBaHUS

9. Yto noapa3ymeBaeTcs Mo/ MOHITHEM «BbICOKOE KAa4eCTBO)» YCJIYT:

a) MpEeBbIILIEHUE OXKUIAHUN OTpeduTes 3a 6o1ee HU3KYIO LIEHY, YeM OH IpeAroiarai

0) yZIOBJIETBOpEHHE MTOTPEOHOCTH MOTPEOUTEIS 32 YCTAHOBIICHHYIO 1IEHY

B) YJIOBJIETBOPEHUE OKUJAHHM MOTPEOUTENS 32 BHICOKYIO LIEHY

10. Kakoii 3Tan He BKJIIOYAeTC B METOAMKY BbISIBJEHHS OTHOCHUTEJIbHOI0 KauyecTBa
yeayr:

a) OLICHKA BaXKHEHMIINX C TOUKH 3pEHUsI HOTPEOUTENS] KPUTEPUEB

0) BBISIBJICHHE KPUTEPHUEB, KOTOPbIE MPUBOJAT K MPHOOPETEHUIO YCITyT

B) BBISIBJICHHE [IEHOBOI'O IPEANOYTEHUS

11. B Kkakyw accOPTHMEHTHYW Tpynmy BXOISIT YCJIYIru, Haxoisiuecss Ha
3aKJII0YMTEIbHON (ase cTaguy BHEAPEHU:

a) OCHOBHYIO

0) Mo AEePKUBAIOIILYIO

B) CTPATETUYECKYIO

I) pazpabaThIBacMyo

12. Kakme ™Moxenu OpPraHM3alMOHHBIX CTPYKTYP BBIICJAKT B COBPEMEHHOM
MEeHeKMeHTe:

a) MEXaHMYECKYIO0 U TePMOJAMHAMUYECKYIO

0) MEXaHUCTUYECKYIO U TUHAMUYECKYIO

B) OPraHUYECKYI0 M MEXaHUCTHUECKYIO
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13. Ha kakoii cTaguu JKNU3HEHHOI0 HIMKJIA YCJIYIH OT KOJJIEKTHBA Tpeldyercs

YCOBEpPIIEHCTBOBATH MPEKHION0, JIN00 BHEAPUTH HOBYIO YCJIYIy:

0 TOM,

30HBbI

a) Ha CTa/IUU 2 - BHEIPEHUS

0) Ha ctaguu 3 - pocrta

B) Ha CTaAuM 4 - HACBILLIEHUS PbIHKA

) Ha CTaJIUU 5 - COKpAUIEHUsI pean3aliu yCIIyT

14. Kakumu cBOMCTBaMH yCJIYT'H ONpee/isieTCsl ee KOHKYPeHTOCIOCOOHOCTh:
a) CBOMCTBaMH, KOTOPbIE MPECTABIIAIOT UHTEPEC I MOTPEOUTENS

0) cBolicTBaMH, KOTOPbIE MPEJICTABIISAIOT HHTEPEC AJISi CEPBUCHOM OpraHu3alun
B) CBOMCTBaMHU, KOTOPbIE IPEJCTABIISIIOT MHTEPEC JIIsl TOCyJapCcTBa

15. KTo pa3paboTaj MeXaHHCTHYECKYI0 MO/IeJIb OPraHU3AIHOHHBIX CTPYKTYP:
a) M. BebGep

0) A. ®aiionn

B) JI. beppu

16. Kakoii u3 nepe4yucjIieHHbIX TUIIOB PUCKOB MOJApPa3yMeBaeT Mepe:KMBAHUA MOKYNATeJIsi
KaK yCJIyra noBJusieT Ha ero MMH/IK:

a) MCUXOJIOTUYECKUIN PUCK

0) pusnueckuii puck

B) COLIMAJIbHBIN PUCK

17. Kakue norpe6HocTH 0011€CTBa NIPU3BAHA YA0BJIETBOPATH chepa yciayr:
a) Bce BHJIbI MOTpeOHOCTEH

0) conaabHbIe MOTPEOHOCTH

B) MEPBUYHBIE OTPEOHOCTH

18. C yero HaunHaeTcs Mpouecc pa3padoTKH HOBOM yCJIyIH:

a) C IPOBEJICHHs PHIHOYHBIX UCIIBITAHUN

0) ¢ moucka ujeu HOBOM yCIyru

B) ¢ HaOJIOICHUS 32 XOJIOM BHEAPEHHSI HOBOH YCIIyTH

19. [IporpeccuBHbIe (POPMBI 00CTYKUBAHUS IPU3BAHBI:

a) mpuOIMKAaTh YCIYTy K HOTPEOUTEIIO

0) co3gaBaTh HOBbIE BUJIbI YCIYT

B) BHEJPATH HOBbIE YCIYTH HA PHIHOK

20. Kakasi u3 nepe4mc/aeHHBIX YCJIYT He SBJISIeTCH YCIYTrol pPhIHOYHOM HOBU3HBI
a) yciyra, BbIILIEANIasi Ha HOBBIM PHIHOK

0) yciyra, paHee UMEIOIasi aHAJIOT Ha PhIHKE

B) yciIyTa Jjisl HOBOU c(epbl MIPUMEHEHHUS.

IIpumepHasi TeMaTHKA I0KJIA/10B

. Ilcuxosiornyeckune acreKkThl CEPBUCHON IESITETbHOCTH.

. Yciyra: KaTeropuaJIbHbI aHaIU3.

. CepBuCHas AeSATEIHLHOCTh M MOTPEOHOCTH YEIOBEKA.

. MarepuanbHble yCIyTd KaK IPOAYKT MaTEPHAIBHOIO MPOU3BOJICTBA.

. Ilcuxonorudeckue acmekTbl MPOPECCHOHATBHON AESITETbHOCTH PAOOTHHKA «KOHTAKTHOM

DN AW N =

. [Ipouiecc oOcmyKMUBaHUS: COLUATBHO-IICUXOJIOTMYECKUN aCIIEKT.

. COLMOKYNBTYpPHBIN aHATH3 TIOHATHUS «CEPBUCH.

. [IpoeccroHaIbHO-ITHIECKUE OCHOBBI JACSITSILHOCTH PAOOTHIKA KOHTAKTHOW 30HBI.
9. UcTopuyeckuil acrieKT BOSHUKHOBEHUS U Pa3BUTHUS YCIYT.

10. IIpaBoBo€ perynupoBaHUE OTHOLIEHUI B CEPBUCHOM JEATEIBHOCTH.

11. OcobeHHocTH OBITOBOTO OOCITYKHBaHUS B chepe Typu3Ma.

12. TuHOBaMOHHBIN (OpMBI 0OCTYKUBaHUS B chepe Typuszma.

13. MapkeTuHr cepsl yCIyr.

14. Ouenka kavecTBa ycIyT B cepe Typusma.

03 N
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15. ConnoKynbTypHBIN aHAIU3 MOBEACHUS MOTPEOUTEINS HA PBIHKE YCIYT.

16. HoBeie opMbl 0OcTykuBaHus B chepe Typuszma.

17. UnauBuayanbHOE 00CTYKUBaHUE KaK CAMOCTOSATENILHBINA BUJT ACATEIBHOCTH B TYPU3ME.
18. [Icuxomornyeckre MEXaHU3Mbl B3aUMOJEHCTBUS MEXKITY «KIUEHTOM» M «IIPOJABIIOM.
19. Oxunanust pOCCUICKOro NoTpeduTeNst OT 00CTY KMBaHUSA B Cpepe COBPEMEHHOTO TYPHU3MA.
20. KynpTypa o0menus cienuaimncta, paboTtaromero B chepe yCyr.

21. KoH¢pnuKTHBIE CUTYaIMH B Cepe TYPUCTCKUX YCIYT.

22. Obuenme kak (HakTop B3aUMOBIIUSHUS B BEIOOPE MOTPEOUTENEM YCIYTH.

23. Be1bop notpedutenem yciyr B cepe TypusMa: gemMorpaduyeckuii acreKT.

24. DTUKO-aKCUOJIOTHYECKUH aCIIeKT BHIOOpa yCIIyTH OTPEOUTENeM B chepe Typu3Mma.

25. ®unocodckre acrekThl CEpBUCHON AEATEIbHOCTH.

26. AHanu3 O0TpaciieBOU CTPYKTYPHI Chephl yCIIyT.

27. KynbpTypa KOpEHHOTO HaceleHus KaK (pakTop BIUSHUS Ha cepy yCIayr B TypU3MeE.

28. AHanu3 TypUCTCKUX YCIYT B MOJHUKYJIBTYPHOM OOIIIECTBE.

29. OCTeTUUECKHE aCIIEKThI CEPBUCHOMN AESITEIBHOCTH.

30. Pa3zButue cdepsl yciyr 3a pyoexom.

31. KommyHnukanuu B chepe cepBuca.

32. KonkypeHius B cepe o0CTyKUBaHUS

33. dakTopbI pa3BUTHSI CEPBUCA.

34. Otuket B chepe o0CTyKUBaHUSI.

6. YueOHo-MeTOouYecKkoe U MHPOPMAIMOHHOE o0ecTiedeHne TN CIUTITUHbI
6.1 Cnucoxk HCTOYHHKOB M JINTEPATypPbl
Uctounnku
OcHoBHbIE
Bockonosuu H. A. Mapketudr typuctckux yciyr: ydeOHuk FOuutu-/lana, 2015 /
http://biblioclub.ru/index.php?page=book red&id=114712&sr=1
Komomamit H. A. HoBas sxoHOMHKa — SKOHOMHKA BIleUaTJICHHI: ydyeOHoe mocobue. / H. A.
Kononuit / WMHCTUTYT MCTOPUM, MEXIYHApOIHBIX U COLMAIBHBIX HccienoBaHui OnbOOpckoro
yHuBepcurera, 2010. — 329 c. (4 3k3.)
Kotnep ®@., boysn [[xoH, Meliken3 [[xeliMmc. MapkeTHHT: TOCTENIPUUMCTBO, TYPU3M: YUEOHHUK
M.: FOuuTH-/ana, 2015 / http://biblioclub.ru/index.php?page=book red&id=114713&sr=1
Paccoxuna T. B. MeHemxkMeHT TypHcTCKUX AecTUHauuii: yueOHuk M.: CoBeTckuii cropr,
2014 / http://biblioclub.ru/index.php?page=author_red&id=97885
Hazapka B. A., Bnagsikuna 0. O. Bopornukosa E. 10O., Komaposa O. C., Manerun C. C.
Bunsl w TeHmeHmmm pasBuTHS TypusMa: ydeOHoe mocobme Hosocubupck: HITY, 2014
http://biblioclub.ru/index.php?page=book red&id=436302&sr=1 6.

IloBenenue noTpeouTenei M.: IOnutn-/lana, 2015
http://biblioclub.ru/index.php?page=book red&id=119438&sr=1
JlomosIHUTENbHBIE

Henucosa E. C. IloBenenue motpebureneil: yueOHO-mpakTUyeckoe mocobue JlucuurinHa:
MapkeTuHr M.: EBpazniickuii OTKPBITBII WUHCTUTYT, 2010

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

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

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

Tpycosa H. M., Myxamenuesa C. A., Kimoes 0. B. Typusm: MexauCUUIUIMHAPHBIA aCMEKT:
KOHCIIEKT JIEKIIUH Kemepogo: KemI'VKU, 2015
http://biblioclub.ru/index.php?page=book red&id=438391&sr=1



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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Jlureparypa
OcHoBHast

1) Ceupunenko, FO. I1. CepBrcHas nesaTeIbHOCTh B OOCITYKHBaHUH HaceleHUs [ DIEKTPOHHBIH
pecype] : Yuebnoe nocobue / 0. I1. CBupunenko. - Mocksa : JlamkoB u K, 2012. - 220 c. - ISBN
978-5-394-01503-8. - Tekcr : anexTponnsiid. - URL: https://new.znanium.com/catalog/product/415409
(mata obpamenus: 08.01.2020)

2) Heperuna, T.I'. Opranuzanus CepBUCHOH IESATENLHOCTH : y4e0.- METOJ, KOMIUIEKC IS
CTYJICHTOB BBICIIMX MNPO(ECCHOHANBHBIX YYPEXKICHUH ITHEBHOW HW 3a04HOW (opMm oOydeHus
cnenuanbHOCTH «COIMANbHO-KYIBTYpHBINA cepBuc u Typusm» / T.I'. Heperuna. - 4-e usn., crep. -
MockBa ®JIMHTA, 2019. - 102 c. - ISBN 978-5-9765-1205-4. - Tekcrt : anektpoHHbId. - URL:
https://new.znanium.com/catalog/product/1040128 (nara obpamenus: 08.01.2020)

3) PomanoBwuy, XK. A. CepBucHas nesrensHocTs / Pomanosuu XK. A., Kanaues C.JI., - 6-e u3n. -
Mocksa :JlamkoB u K, 2017. - 284 c.: ISBN 978-5-394-01274-7. - Texkct : snexktpoHHsid. - URL:
https://new.znanium.com/catalog/product/430365 (mata oopamenus: 08.01.2020)

4) Pesnuk, I'. A. CepucnHas nesTenbHOCTh : ydeOHuk / [.A.Pesnmk, A.W. Mackaesa,

10.C. Ilonomapenko. — MockBa : MH®PA-M, 2018. — 202 c.— (Bsicmee oOpa3oBaHue:
bakanaBpuar). — www.dx.doi.org/10.12737/2680. - ISBN 978-5-16-101214-7. - Tekct
anektponnbld. - URL: https://new.znanium.com/catalog/product/967867 (mara oOpaiieHus:
08.01.2020)

5) Ceupunenko, lO. I1. CepBucnas aestenpHOCTh : yueb. mocodue / FO.I1. Cupuaenko, B.B.
XwmeneB. — 2-e u3fd., uchp. u gon. — Mocksa : UHOPA-M, 2019. — 174 c. — (Bsicuiee
obpaszoBanue: bakamaBpumar). — www.dx.doi.org/10.12737/23520. - ISBN 978-5-16-105613-4. -
Texct : snextponHbiil. - URL: https://new.znanium.com/catalog/product/1007976 (nata obparueHus:
08.01.2020)

JlomonHuTENbHAS

[TpuBanoBa, M.B. nHHOBallMOHHAs JEATENBHOCTh KaK (DAaKTOp COBEPILIEHCTBOBAHUS COBITOBOM
MOJIMTUKU Tpeanpusatus cdepsl cepBuca; ®opym monoasix yuensix. 2019. Ne 2 (30). C. 1237-1242. -
URL: https://elibrary.ru

6.2 Ilepeyenn 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/
HanmonanesHas anmekrponnas 6udnuoreka (HOb) www.rusneb.ru
ELibrary.ru Hayunas snexktponHas 6ubnmnoreka www.elibrary.ru
OnexrponHas oubnmoreka Grebennikon.ru www.grebennikon.ru
Cambridge University Press
ProQuest Dissertation & Theses Global
SAGE Journals
Taylor and Francis
JSTOR

6.3 IIpodeccuonanbubie 6a3bl JAHHBIX 1 HHPOPMAMOHHO-CIIPABOYHbIE CHCTEMBI
Jloctyn k npodeccroHanbHbIM 6a3aM naHHbIX: https:/liber.rsuh.ru/ru/bases
WudopmanoHHbIE CITPABOYHBIC CUCTEMBI:

1. Koncynsrant Ilmroc
2. Tapant


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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7. MaTepuaJIbHO-TeXHHYECKOe o0ecnevyeHne TUCHUIINHBI

s o0ecrnieueHus JUCHUILINHBI HCIIOJIB3YETCS MaTEepUAIIbHO-TEXHUYECKAsT 6aza
00pa30BaTENBHOTO YUPEKICHUS: yueOHbIE ayAUTOPUU, OCHAIIEHHBIE KOMITBIOTEPOM U MPOEKTOPOM
JJI1 ACMOHCTpalun y‘-Ie6HBIX MaTCpuaaioB.

CocraB mporpaMMHOT0 00ECTICUCHHS:
1. Windows

2. Microsoft Office

3. Kaspersky Endpoint Security

8. O0ecneuenue 00pa3oBaTeIbLHOI0 MPOLECCa IS JHI ¢ OTPAHNYEHHBIMH BO3MOKHOCTSAMU
30POBbSI H HHBAJIU/I0B

B xome peanmuzanym JUCHUTUTMHBI HCHOJB3YIOTCS CIEAYIONINE OMOJHUTEIHHBIE METOJIBI
o0yueHHsI, TEKYyLIero KOHTPOJS YCHEBAaE€MOCTH M TNPOMEXKYTOYHOM aTTecTalud OO0ydaroluxcs B
3aBHCHUMOCTH OT UX MHAUBHUAYAIbHBIX OCOOEHHOCTEH!

® ISl CIENbIX M CHAaOOBUAALIMX: JEKIMHU O(GOPMISIOTCS B BHUJIE SJCKTPOHHOTO JOKYMEHTa,
JOCTYITHOTO C TIOMOIIBIO KOMITBIOTEPA CO CIEHUATM3HPOBAHHBIM TPOTPAMMHBIM OOECTICUCHHEM;
NUCbMEHHBIE 3a/laHUsl BBIMOJHAIOTCS HAa KOMIIBIOTEpE CO CHELMATM3HPOBAHHBIM MPOTrPAMMHBIM
o0ecrieueHHEeM WM MOTYT OBITh 3aMEHEHBI YCTHBIM OTBETOM; OOECIIeUMBACTCS HHIMBHIYaTbHOE
paBHOMepHOe ocBelieHue He meHee 300 JtOKC; A7 BBINOJIHEHHS 3aJaHUsl MPU HEOOXOJUMOCTH
MPEOCTABIISIETCS YBEIMUMBAIONIEE YCTPOWCTBO; BO3MOXKHO TaK)K€ HCIOJIB30BaHWE COOCTBEHHBIX
YBEJIUYMBAIOLINX YCTPONCTB; MUCbMEHHBIE 3aJJaHUs 0(OPMIIIOTCS YBEIMUEHHBIM HIPU(PTOM; SK3aMEH
¥ 324€T MPOBOASATCS B YCTHOM ()OpPME MIIM BBITTOJTHSIOTCS B MMCBMEHHOM (DOpMe Ha KOMITBIOTEPE.

® ISl TIYXUX U caa0oCHbIIIAIMX: JEKIUH O(QOPMIISIIOTCS B BUJAE 3JEKTPOHHOIO JOKYMEHTa,
00  TPENOCTaBISIETCS  3BYKOYCWJIMBAIONIAS — ammapaTypa HWHIWBUAYAIBHOTO  TOJB30BAHUS;
NUCbMEHHBIE 33JaHUsl BBIMOJIHSIIOTCS HAa KOMIIBIOTEpE B NHUCBMEHHOH (opme; 3K3aMeH U 3a4ér
MIPOBOJISITCSI B MUCHMEHHOM (hopMe Ha KOMITBIOTEPE; BO3MOXKHO TIPOBEIEHUE B (DOpME TECTHPOBAHMSI.

® ISl JIMI] C HApPYUIEHUSMHU OINOPHO-ABUIaTeNbHOIO ammapaTa: JEeKIUH O(OpMIISIOTCS B BUJE
DIIEKTPOHHOTO JIOKYMEHTa, JOCTYITHOTO C TIOMOMIBIO KOMIBIOTEpA CO CIEIHAIN3UPOBAHHBIM
IpOrpaMMHBIM ~ OOecrieueHHeM; IHUChbMEHHbIE 3a/laHUsl  BBINOJHSIOTCS Ha KOMIIBIOTEpE CO
CTIEIMANM3UPOBAHHBIM IPOTPAMMHBIM 00eCrieueHrueM; IK3aMeH U 3a4€T MPOBOJATCS B YCTHOH (hopme
WJIY BBITIOJIHSIOTCS B MUCBbMEHHOM (hopMe Ha KOMIIbIOTEpE.

[Tpu1 HEOOXOIMMOCTH TIPeTyCMaTPUBACTCS YBEIWUICHNE BPEMEHH IS TOJTOTOBKH OTBETA.

[Tponierypa npoBeaeHHs MPOMEKYTOUHOM aTTecTaluM JUis 00y4yaroIMXCsl yCTaHABIMBAETCS C
y4€TOM MX MHIMBHIYaJTbHBIX NCHX0(H3mueckux ocoOeHHOCTeH. [IpoMexyTouHast aTTecTanus MOXKeET
IPOBOJUTHCS B HECKOJIBKO ITAIOB.

[Ipy mpoBeneHWH TPOIEIYypPHl OLEHUBAHHUA pPE3YIbTaTOB OOyUYEHHs MpPEeIyCMaTpUBACTCS
HCMOJIb30BaHUE TEXHUYECKHX CPEICTB, HEOOXOIUMBIX B CBSI3U C MHAMBHIYaJbHBIMH OCOOCHHOCTSMU
oOyyarommxcs. OTH CpeICTBAa MOTYT OBITh TIPEJIOCTABICHBI YHUBEPCHTETOM, WJIA MOTYT
HCIOJIb30BaThCSl COOCTBEHHBIE TEXHUUYECKHE CPEJICTBA.

[TpoBenenune mpoueaypsl OLIEHUBAHHS PE3yJIbTATOB OOYUYSHHS JOITyCKAETCs C MCIOJIb30BaHUEM
JUCTAHIIMOHHBIX 00pa30BaTENbHBIX TEXHOIOIHH.

ObecneunBaeTcs AOCTYNn K HH(GOPMAIMOHHBIM U OuOmmorpadudyeckuM pecypcam B CETH
WuTepHeT 1 Kaxkoro odydarouierocs B popMax, alaiTUPOBAHHBIX K OTPaHUYEHUSAM UX 370POBbS U
BOCTIPHUSATHS HHPOPMALIUH:

® s clenblX M craboBUIALIMX: B Ie4aTHOW (opMe yBEIUYEHHBIM HIpUPTOM, B Gdopme
JIEKTPOHHOTO JOKYMEHTa, B popme ayamnodaiina.

® JUIs TIIyXUX U caa0ocbIIalmX: B neyaTHol popme, B popMe 3JIeKTPOHHOIO TIOKYMEHTA.

® s 00y4aIOMIMXCS ¢ HAPYIICHUSIMH OTIOPHO-BUTATEILHOTO almapaTa: B rme4atHoi ¢opme, B
(dbopMe 3IEeKTPOHHOTO JOKYMEHTa, B (hopMme ayauodaiina.



28

VY4ueOHble ayIUTOPUM IS BCEX BHMJOB KOHTAKTHOM M CaMOCTOSITEIbHOH paboThl, Hay4yHas
OuOnIMOTEeKa W HHbIE TMOMEIICHUs JUIs OOy4eHHs OCHAILEHBbl CHEIHalbHBIM 000pYJOBaHHEM U
y4eOHBIMH MECTaMHU C TEXHUYECKHMHU CPEACTBAMHU O0YUEHUS:

® IS CJENbIX U CIA0OBUISAIINX: YCTPOMCTBOM JUIsl CKAHUPOBAHUS U YTeHUs ¢ kamepoil SARA
CE; nucnneem bpaitng PAC Mate 20; npuntepom bpaiins EmBraille ViewPlus;

® I TIIyXUX M CJIa0OCTBIIIAIINX: AaBTOMATU3HPOBAHHBIM pabo4YMM MECTOM sl JIIOAeH ¢
HapyIIEHHEM CIIyXa U cIa00CTBIIIANINX; aKyCTHUECKUH YCHUIINTEINb U KOJIOHKH;

® i OOy4YaloIIMXCSl C HapyIIEHUWSMU OINOPHO-IABUTATEIBHOIO ammapara: IepeABHKHBIMHU,
perynupyeMbiMu  dproiomudeckumu napramMu CH-1; KOMIBIOTEPHON TEXHUKOH €O CHELUAIbHBIM
IIPOrPaMMHBIM 00€CTIeYeHHEM.

9. MeToanuecKkne MaTepHaJIbl

9.1 Iliianbl ceMMHAPCKUX/ MPAKTHYECKUX/ 1a00pPaTOPHBIX 3aHATHI

Cemunapl: Cepgucnas OeamenbHocmv , KaK ¢hpopma y0061emeopenusn uenoeeuecKux
nompeoénocmeii (2u)

I1nan 3aHATHA

1. TeopeTnueckuii aHaan3 MEXyHAPOIHON CEPBUCHON JEATEIBHOCTH.

2.CepBHCHas JEATEIbHOCTh KaK BHYTPEHHSS U BHEIIHSAS aKTUBHOCTH 4esioBeka. OCHOBHBIE
BUJIbI I€ATEIILHOCTH (UTpa, yUeHUE, TPYH).

3.CTpyKTypa CEpBUCHOM NIEATEITLHOCTH.

4.XapaKkTepuCcTUKa CepBUCHOMN EATEIILHOCTU (3HAHUS, HABBIKHU, YUE€HHUE, IPUBbIUKA, OTBET).

5.CepBucHas AESITEIbHOCTD KaK COCTaBHAsl YaCTh YKOHOMHUKH.

6.CepBHCHas 1€ATEIBHOCTD KaK (hopMa yA0BIETBOPEHHsI TOTPEOHOCTEH UeloBeKa.

7.CepBucCHas AESITEILHOCTD B CTPYKTYPE COLIMATIBHBIX OTHOILICHUH.

KoHTponbHbIE BONIPOCH! U 3a/1aHus

1.OxapakTepu3yiTe CyIIHOCTh TEOPETUYECKOTO IOHUMAaHUSI CEPBUCHOU JESATEIBHOCTH.

2.B ueM cocTOST TPYIHOCTH KIIACCU(PUKALIMU YCIYT CEPBUCHOM 1€ATEIbHOCTH?

3.00BbsCcHHUTE, B UYEM COCTOUT B3aUMOCBSA3b M B3aMMO3aBUCHUMOCTb TPYIOBOH JIEATENLHOCTH U
MICUXUKH.

4.B yeM cOCTOMT IpoIiecC AEATENbHOCTH pabOTHHUKA chepbl yciyr?

5.KaxkoBbl HCTOYHUKYU aKTUBHOM JIEATEIBHOCTH YeJIOBeKa?

6.KakoBbI CHMX0J0THUECKNE KOMITIOHEHTh PA0OTHUKA KOHTAKTHOM 30HBI?

7.PackpoiiTe MecTo COBpPEMEHHOH cephl cepBrca B CTPYKTYpPE HAIIMOHATBHONH SKOHOMUKH.

8.KakoBbl TMpHU3HAKU CEPBUCHOHN JESATENbHOCTH Kak cdepbl TMPOU3BOJCTBA CEPBUCHBIX
MPOJYKTOB?

9.YkaxuTe oTanune Tpyaa B chepe cepBuca OT TpyAa B MIPOMBIILIEHHOM MTPOU3BOJICTBE

10. Uro o3Ha4yaeT MOHATHE «HHIYCTPHUS CEPBHCA», KaK YYHUTBHIBAIOTCS MHOTOOOpa3HbBIE
WHAUBUAYaTbHbBIE TOTPEOUTENbCKUE 3aTIPOCHI?

11. Kakue o0OIIeCTBEHHBIE W HWHIWBHIyaJIbHBIE TOTPEOHOCTH MOTYT pEaM30BaATHCA
MOCPEACTBOM CEPBUCHOM AEATEILHOCTH COBPEMEHHOTO THUTIA?

12. Kakue (akTopbl OKa3bpIBalOT BIMSHKUE HAa MOKYIATEIbCKOE OBEIEHNE?

13. B ueM COCTOUT MPUHSATHE PEIICHUS O MOKYIKE TOBapa, yCIyru?

14. Kak BusieT Ha pa3BUTHE CEPBUCHOM JIEATEIIHBHOCTH reorpaduieckuii paktop?

15. Kak B3anmocBs3aHbl AeMorpaduueckue mporeccsl u

CEpBUCHAs

JESITEIbHOCTD B TOM WJIM MHOU cTpaHe?

16. PackpoiiTe CyIIHOCTh ¥ CTPYKTYPY COLIMATIBbHO-KYJIbTYPHOI'O CEPBHCA.

17. Kakum 00pa3oM MOTyT ObITh BKJIIOYEHBI B COBPEMEHHBIN CEpBHUC PE3yJIbTAThl HAYUHBIX
pa3paboTok
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Cemunap2. CouyuanvHvle npPeOnOCHIIKU 603HUKHOBEHUA U  PA3GUIMUA  CEPEUCHOIL
oeamenvrocmu. (1u)

IInan 3ausTHA

1. Xapakrepuctuka chepsl yCIyT Kak ObBICTPO pacTyIel U IEPCIeKTUBHON OTPACIH.

2. Ponb cnienuanucTa mo cepBUCY.

3. Ycayru u )KU3HENeATeTbHOCTh JIFOICH B IEPBOOBITHOM COOOIIIECTBE.

4. 3apoxieHre U pa3BUTHE yCIyT B oOmiecTBax JlpeBHEro Mupa.

5. Ycayru B cpeIHEBEKOBOM OOIIIECTBE.

6. Pa3BuTHe ycllyr U CEpBUCHON AESATENBHOCTH B MHIYCTPUAIBHOM M MOCTHHAYCTPHUAIBHOM
oO1m1ecTBe.

KoHTponbHbIE BONIPOCH! U 3a/1aHus

1.Pa3zpaboraiiTe MOsIeNb CIIELMAIIMCTA TI0 CEPBUCY.

2.YKaxxuTe NpUYUHBI OTCYTCTBHS YCIYT B IOUCTOPHUUECKUX OOIIECTBAX.

3.HazoBure QaxTopbl, OnpeaeauBIINe MOsIBICHUE B OOIIeCTBaX ApPEBHEro Mupa mnpodeccui,
CBSI3aHHBIX C OOIIECTBEHHBIMH YCITyTaMH.

4.Kakue HOBBIE YCIIyTH MOSBUINCH B CPEHEBEKOBOM 00I11€CTBE?

5.0xapakrepu3syiiTe BaKHEHIINE TPU3HAKU CEPBHCA UHIYCTPHAILHOTO O0IIECTBA.

6.KakoBbl OT/IMUMUTENbHBIE OCOOCHHOCTH, XapaKTepHbIE Ul CEPBHCHOM JeATENbHOCTH,
Pa3BUBAIOIINXCS CTpaH?

7.VKaxuTe 00BbEKTHBHbIE YCIOBUS U BaXKHEUIINE (PAKTOPBI, ONpPEEAIONINe pa3BUTHE YCIYT B
POCCHIICKOM 00IIIEeCTBE.

8.Packpoiite BaxHEHIINE OTIIMYUTEIbHbIE YePThI CEephl YCIYT COBETCKOTO IEpHOIa.

9.0nummTe OCHOBHBIE ATamnbl pPEePOPMHUPOBAHUS COBETCKOW cepbl yCIyr U YKaXHUTEe
0COOEHHOCTH 3TOTO Mpoliecca B HACTOSIIEE BPEMSL.

Cemunap 3 Bonpocwvt ucmopuu pazeumusn cepeuca ¢ Poccuu (2u)
I1nan 3aHATHA

1. Ocobennoctu pazputus cepBucHbIX ycayr B CCCP
2.CoBpeMeHHbIe 0COOEHHOCTH pa3BUTHsI cepBuca B Poccun

3. Otnnuue B paboTe CepBUCHBIX MpeanpusaTHii B PO u 3a pydexom
4. ®akTopsbl, BIUAIONIME HA COBPEMEHHOE pa3BUTHE cepBuca B PO
5. OOcy>kaeHue noknanga

KoHTposbHbBIE BONIPOCH! U 3a1aHus

1. KaxkoBbl OTAMYNTENBHBIE OCOOCHHOCTH, XapaKTEepHbIE AJIsl CEPBUCHOM A€ATEIbHOCTU

B CCCP

2. OxapakTtepu3syiiTe BakHeHIIME TpU3HaKku cepsuca B PO

3. Kakue HOBBIE yCIIyTH OSIBUINCH B COBpEMEHHOMN Poccun

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

5. PackpoiiTe BaKHEWIIHE OTIMYUTENBHBIE YEpPThl COBPEMEHHBIX BUIOB yciuyr. IlpuBectn
IIPUMEPBHL.

Cemunap 4 Ilonamue «KOHMAKMHOU 30HbL) KaK chepvl peanu3ayuu CcepeucHoil
odeamenvrocmu (1u)

I1nan 3ansaTHS

1. TloHsiTHE W XapaKTEPHCTUKAa «KOHTAKTHON 30HB». MeToabl u (OpMBI OOCITYKUBaHUS
noTpeoOuTenei.

2. IIpouecc obcmyKUBaHUS.

3. KauecTBo, 6€3011aCHOCTb YCIYT U KYJIbTypa CEPBUCHOM JEeSATEIbHOCTH.
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4. 3aBUCHUMOCTb CEPBUCHOMN JEATENBHOCTH OT ICUXOJIOTUYECKUX, ITUYECKUX M ICTETHUUECKUX
(bakTopoB.

5. 'ocy1apcTBEHHO-IIPABOBOE PETYIMPOBAHUE CEPBUCHOMN AESITEIBHOCTH.

6.00cyx1eHne T0KIaaa

KoHTposbpHBIE BONPOCH U 334aHUS

1. Kakme OCOOCHHOCTHM TPHUCYIIH CEPBUCHOM JesATeIbHOCTH coBpemeHHoW Poccuu? Uto
OTJIMYAET U COMMKAET POCCUICKHIA CEpBUC C MUPOBOM MPAKTUKOM cepBHca?

2. KaxoBbl BaxkHe11I1e 3Taribl npoiiecca o0CIyKUBaHUS oTpeduTenei?

3. UYto Takoe «KOHTaKTHass 30Ha» oOciayxuBaHusiA? B dYeM ee Ha3HaueHHE U KaKOBBI
(GyHKIIMOHAJIbHBIE OCOOEHHOCTH?

4. Yrto Ha3bIBaeTCs METOJIOM U (popmoil obcayxuBanusa? Ilepeuncnure Ux pa3HOBUIHOCTH Ha
pUMepe KOHKPETHOTO MPEIIPUATHS.

5. PackpoiiTe NoHMMaHHE KauyecTBa CEPBUCHOW MAEATEIbHOCTH, 3aKPEIUIEHHOE B MHMPOBOMU
MIPAKTHKE YCIYT.

6. Ilepeuncnure BUIbI 6€30MIACHOCTH YCIIYT.

7. B ueM coCTOWT mpoIiecc ynpaBieHUs KAYeCTBOM YCIyT?

8. 13 uero ckiaapIBaeTcs KyJbTypa cepBHca B KOHKPETHOM o01iecTBe?

9. Packpoiite CylHOCTb 3TUKU O0CTYKUBAHUS U MIEPEUUCITUTE €€ OCHOBHbIE KOMIIOHEHTHI.

Cemunap 5 : Buowl cepsucnoii desamenvnocmu (2u)

[Lnan 3anaTHA

1. PoJsib 1 BBl CEPBUCHOM I€ATEIBHOCTH B 9KOHOMUYECKOM U OOLIECTBEHHOM Pa3BUTHH.

2. OCOOEHHOCTHU M XapaKTEePUCTHKA MPEeAIIPUHUMATEILCTBA CHEPBI YCIIYT.

3. IloHsTHE M NPEANOCHUIKH Pa3BUTHS CEPBUCHOIO OM3HECA.

4. Pectopannslii 6u3Hec B Poccun. PazButue, CoBpeMEHHOE COCTOSTHHE.

5. Crpaterus M TakTHKa MapKETHHra CEPBHCHOIO MNPEINpPUITHS MO Pa3BUTUIO CEPBUCHOM
JIESATEIIBHOCTH.

6. D dexTuBHOCTH PabOTHI MPEIPUITHS CEPBUCA.

7. O6cyxaeHue Aoknaaa

KoHTposbHbBIE BONIPOCH! U 3a1aHUs

1. Kakue ¢paxTopsl onpeaesstoT pa3BUTHE CEPBUCHOTO MPEANPHHUMATENHLCTBA B COBPEMEHHOM
Poccun?

2. B Kkakux HampaBJ€HMSX OTEYECTBEHHOI'O CEpBHCAa 4Yalle BCEro pa3BHUBaeTCA
NpeanpUHUMATENbCKas AEATEIbHOCTh?

3. OxapakTepusyiTe JUYHOCTHBIE NPEANOCHUIKM W HHAWBHUIYyaJbHbIE KayecTBa YEJIOBEKA,
CIIOCOOCTBYIOLIME YCIICIIHOMY IPEANPUHUMATENLCTBY B cepe cepBuca.

4. KakoBbl COLMATIBHO-KOPIOPATUBHBIE XapaKTEPUCTHUKU POCCUNUCKOrO OM3HEC-CIIOS HaIIero
BpeMeHu?

5. YTo Takoe cTpaTerus U TaKkTUKa MapKETHHIa CEPBUCHOIO NPEeaIpUiTus?

6. B ueM cocTosT 0COOEHHOCTH CETMEHTHPOBAHUS BHYTPEHHEIO MOTPEOUTENBCKOTO pPhIHKA
Poccun?

7. Kakue CymecTBylOT OCHOBHbIE MOAXOJbl K  ONpPEACTCHHI0  A(PPEKTUBHOCTH
IIPOU3BOJCTBEHHBIX NPEAIPUATUN?

8. B uem 3axirouyaercs pacIIMPEHHBIH MOAXOJ K OIpeneseHu0 3((HEeKTUBHOCTH CEPBUCHOTO
peaIpUITUS?

Cemunap 6. Bzaumoomnouwienusa cneyuanucma no cepeucy u mypusmy ¢ KIUeHHIOM 6
npoyecce ocyuyecmenenHus cepeucHoll deameapvHocmu (2u)

IInan 3agaTUS
1. [Toustie oOmenus. Ctriam oOLIEHHUS.
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2. KOMMyHMKaTUBHBIN ITPOLIECC.

3. BepbanbHble 1 HeBepOaTbHble KOMMYHHUKAIIMU MTPOLIEcca OOIIECHHUS.

4. Ilcuxonoruyeckas KyJIbTypa cepsuca. [Icuxonorus nporecca 00CIy>KUBaHHS.

5. DOruyeckas KyibTypa cepBuca. KymbTypa oO0meHuss paboTHuKa cdepbl yciayr ¢
NOTpEeOUTEIEM.

6. OTukeT pabOTHUKA KOHTAKTHOM 30HBI.

7. DcteTndeckas KyJbTypa cepBHca.

8. OpraHn3alMOHHO-TEXHOJOTNYECKas KyJIbTypa CEpBHCA.

9. TpeboBaHus K 00CTYKHBAIOIIEMY IEPCOHAITY.

10. O6cyxmenue qoxnamaa

KoHTponbHBIE BOIPOCH U 3aaHUs

1. Tect Ha ompeaeneHNe KOMMYHUKATUBHBIX U OPTraHU3aTOPCKUX CIIOCOOHOCTEH.

2. Oxapaktepusyite paznuuHble cTWIM oOmieHus. Korma m kakue CTWIM MPEANOYTHUTEIHHO
IIPUMEHATH?

3. U3 yero ckiaapiBaeTcs KyJabTypa cepBUca B KOHKPETHOM o01iecTBe?

4. Kakue tumsl rocTeit Bbl 3HaeTe? Kak qomkeH BecTu cebs 00cmyKuBaromuii mepcoHan?

5. Kak n3bexarb KOHQIUKTOB C TOCTEM?

6. Uto Takoe cyrrectuBHOe o0cnyxuBanue? [IpuBenure mpumMepsi.

7. PackpoiiTe CyImHOCTh 00CITYKUBAHUS U MTEPEUUCIIUTE €€ OCHOBHBIE KOMIIOHECHTHI.

Cemunap 7 Teopus opzanuzayuu oocayxycueanus(2u)
[Lnan 3anaTHA

l. Pa3Butne cepBruca B paMKax SKOHOMUYECKOM JeATEIbHOCTH (Maiible, OoJiblIME U
CE30HHBIE IIUKJIbI 5KOHOMUYECKOH KyJIbTYpBI).

2. XapakTepucTUKa pOCCUNCKON SIKOHOMUYECKOW KOHBIOHKTYPBI.

3 BHeapeHnue nHHOBauu B cepy ycIiyr.

4. JKvi3HEeHHBII LIMKIT YCIIYTH U €r0 0COOEHHOCTH B MPEANPUHUMATEIBCKOMN 1€ATEeIbHOCTH.

5 Buzsl o6cmykuBaHMs B COLIMANBHO-KYJIBTYpHOU cdepe.

6 OO6cyxaenue qoKiana

KOHTpOJ’IBHHG BOIIPOCHI " 3alaHUA

1. OCHOBHBIE IPUYHHBI OTIPENIEISFOIINE PA3BUTHE CEPBUCHOTO MPEIIPUHIMATEIHCTBA

2. KoHBIOHKTYpa pbIHKa CEPBUCHBIX YCIIYT: OT YEr0 OHA 3aBUCHUT

3. Posne mHHOBaIMIA B pa3BUTHUN 00OCITYKUBAHHS

4. Craguu )KIIT ux xapakrepucTuka

5. OcobenHoctn oOcCiy)XnBaHUS. POJb JIMYHOCTHBIX Ka4yeCTB CIIEIHAIUCTa CEPBHCHOM
chepsl

Cemunap8: [Ipeanpusitusi, Oka3pIBaloLIMe YCJIYTd HaceJeHHI0 (29)
[Lnan 3ansTHSA
1. Opranu3ainoHHO — MPaBOBbIE (HOPMBI CEPBUCHBIX MPEANPHUATUH, OKA3BIBAIOIINX PA3TUYHBIC
YCIIyTH.
. OcobeHHOCTH yNpaBIEHUS CEPBUCHBIM MPEATPUSTHEM.
. TypOu3Hec u ero 0COOCHHOCTH.
. UcTopusi BOBHUKHOBEHUS! TOCTUHHUYHOTO JIeNa.
. CTaHoBJIEHHE TOCTUHUYHOTO Jiea B Poccum.
. [Ipennpusitisi pecTopaHHO-TOCTUHHUYHOTO On3Heca.
. CoBpeMEHHBIH 3Tal pa3BUTUS UHAYCTPUU TOCTEIPUUMCTBA.
. TypucTtudeckoe 1 3KCKypCHOHHOE 00CITyKHBaHHE.
. OOcyxeHne noknaga

O 0N L B W
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KoHTponbHbIE BONIPOCH! U 3a/1aHus

1. OxapakTepu3yiiTe BaKHENIINE YEPTHI CEPBUCA HA Pa3HBIX 3TaIlax €ro pa3BUTHU.

2. YkaxuTte OOBCKTUBHBIC YCIOBUS W BaKHEWIWE (HaKTOPBI, OMPEACTSIONINE Pa3BUTHE
CepBHUCa B POCCUIICKOM OOIIECTBeE.

3. Kak mpoxoaniio pa3Butre Typu3Ma U TOCTUHUYHOTO X03s1iicTBa B Poccnn?

4. Kakue 35KOHOMUYECKHE KaTETOPUN BXOJAT B TEPMUH «TypU3M»?

5. Kakue oTpaciau S5KOHOMHUKHU COCTaBJISIOT HHPPACTPYKTYpY Typu3zma?

6. UTo BaM KM3BECTHO 00 MHIIyCTPUU Pa3BICUECHUI?

7. HazoBuTe KpUTEPUH MPOTHO3UPOBAHUS PA3BUTHUS TYPUCTUUECKON HHPPACTPYKTYPBHI.

8. Pacckaxkute 0 KOHLIETILUU PAa3BUTHUS TypHU3Ma 10 MECTAM PEIUTUO3HBIX CBSITBIHb.

9. MaiiTe XxapaKTepUCTHKY COBPEMEHHOI rocCTUHUYHOU 6a3bl Poccum.

10. Pacckaxurte 0 BaXKHOCTH 0O€CIIeYeHNs] MTUTAaHUEM NTPOKHUBAIOIIUX B TOCTUHUIAX TpakaaH?

11. O6bacHUTE MOJUTUKY TOCTUHHII, HAIIPaBJICHHYIO HAa WHIUBUAYaJIbHbIC U OTINYUTEIbHBIC
OT APYTUX TOCTUHUI] IPHUEMbI 00cTykuBaHus. [IpuBeanure npumepsi.

12. [laliTe paclIMpeHHOE TOJKOBAHUE TEPMHUHA «TOCTHHUIIAY.

13. Kakue TUIbl COBpEMEHHBIX TOCTUHMIL BaM U3BECTHBI?

14. Kakue cuctembl KJacCU(PHUKAIMU TOCTUHUIL BAM U3BECTHBI?

15. JlaiiTe pacliMpeHHOE TOJKOBAaHUE TEPMUHA «TOCTUHUYHAS CEThY.

16. B ueM cocTouT Hepa3pbIBHAS CBSI3b TYpU3Ma U TOCTUHUYHOTO Jiena?

17. HazoBuTe cTpaHbl C BBICOKUM YPOBHEM Pa3BUTHS TypU3Ma U AAUTE €My XapaKTEPUCTHKY.

18. KakoBo 3HaueHue Typu3Ma B COBpEMEHHOM MuUpe?

19. Ha xakue TypucTHUECKHE 30HBI IOAPA3AEIAIOT TeppuTOoputo PO?

20. Yto BbI mOApa3yMeBaeTe Mo/ TEXHOJIOTHEN 00CITyKUBAaHUS B Typu3Me?

Cemunap 9: Paznosuonocms yciayz u ux xapakmepucmuka. Mapkemumne yciaye (2u)
I1nan 3ansaTHS

1. [TonsTus u knaccudukanus ycnyr. Kpurepuu knaccuduxarum.

2. luxn yenyru. [Iponece nokynku-noTpedaeHus.

3. Oco0eHHOCTH )KU3HEHHOTO [IUKJIA YCIYTH B IPEANPUHUMATENLCKON AESITETbHOCTH.
4. KayecTBo ycmuyr.

5. IIpou3BOACTBO yCYT.

6. YrpaBneHue yciyram.

7. O0cyxieHue qoKIaaa

KoHTposbHbIE BONPOCH! U 33aHUS

1. B ueM cOCTOMT TPYIOHOCTb KJacCH(PUMKAaLMU YCIyr U CepBUCHOHN nestenbHOCTH? Kak
IIPEO0EBAIOTCS ATH TPYJHOCTU B IPAKTUKE Pa3HBIX CTPAH U B MUPOBOI 3KOHOMUKE?

2. ComocTaBbTe MEXJy COOON pa3Hble TUIIBI KIACCU(PHUKALMU YCIYT. YKaXUTE MPEeUMYIIecTBa
Y OTPaHUYEHHUE PA3HBIX TUIOB KJIACCU(UKALINH.

3. Packpoiite MecTo coBpeMeHHOH cepbl cepBUCa B CTPYKTYpe HAIlHOHAJIbHOW SKOHOMMKH.

4. Kakum 00pa3oM MOKHO HCIIOJIb30BAaTh B CEPBUCHOM IPOM3BOACTBE 3HAHUE O KU3HEHHOM
LUKJIE yCIyru?

5. Ilepeuncnure Buabl 6€30MaCHOCTH YCIIYT.

6. B uem cocTouT nporecc ynpaBieHUs] KaUeCTBOM yCiIyr?

Cemunap 10. Teopusi ¥ IPAKTHKA CEPBHCA C YYeTOM PEerHOHAJIbHO-TEPPUTOPHAIBHBIX H
HHANBUIYAJbHBIX 0COOEHHOCTEH 00C/YKMBAHUSA KJINEHTOB (24)

[Lnan 3ansaTus

1. TepputopuanbHbIC aCTIEKTHI PA3BUTHUS PHIHKA YCIYT.

2. CepBHC C Y4YeTOM HAIMOHAIIBHBIX, MPUPOJAHO-KIMMATUYECKUX M APYTUX OCOOEHHOCTEH
00CITy)KMBaHUA.
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3. PernoHanbHasi KOHBIOHKTYPA PbIHKA YCIIYT.

4. Tlpouecc oOcay>KUBaHUSI MHAMBUAYAIbHBIX MTOTPEOUTENEH, €Tr0 OCHOBHBIE ()OPMBI, METOIbI
U TpaBUJIa 0OCITYKUBAHUSL.

5. IIporpeccuBnbie (HOpPMBI 00CITYKUBAHUS WHIMBHIYATBHBIX TOTPEOUTECH.

6. OCHOBHBIE THUIIBI CEPBUCHBIX TOCPEAHUKOB, IOCPETHUYECKHUE U JOCYTOBBIE YCIIYTH.

7. BHenpeHue HOBBIX OpPM 0OCITy)KMBaHHS U HOBBIX BUJOB CEPBUCHBIX YCIIYT.

8. [IpaBoBOE oOecrieueHne CepBUCHOM eI TeIbHOCTH.

9. O0cyxaeHne NOKIaaa

KoHTponbHbIE BONIPOCH! U 3a/1aHus

1. B yem 3akiIr04aroTCsl TEpPUTOPUAIIBLHBIE ACTIEKTHI PA3BUTHUS PIHKA yCITyT?

2. HanmonanpHble, IPUPOIHO-KIIMMATHYECKUE U JPYTHE OCOOEHHOCTH OOCITY KIUBaHUSI.

3. KoMnakTHBIN TUI pbIHKA YCIYT. J{MCIIEpCHBIN THIT pBIHKA YCITYT.

4. PernoHanpHas KOHBIOHKTYPA PbIHKA YCIIYT.

5. dakTopsel, BIMAIOLIME HA MOTPEOUTENILCKOE IMOBEIEHHE: JaHAmA(THO-KIMMAaTHUYECKUE U
AKOJIOTMYECKUE YCIIOBUS KU3HU; STHOHALIMOHAJIbHBIE, PEIMTUO3HBIE U IPYTHe KYJIbTypHbIE TPAAULIHH;
TEPPUTOPUAIBHOE Pa3IEICHUE TPYa U COLUAIILHO-3KOHOMUYECKHE YCIIOBUS KU3HU JIFOJIEH.

6. OcHOBHblE TpeOOBaHMSI HAIMOHAIBHBIX CTaHAAPTOB. PernoHajlbHble HOpPMaTHUBHBIE
pErIaMEHTHPYIOIINE JOKYMEHTHI.

7. OcoGeHHOCTH 00CITYKUBAaHUS MHIMBUTyalIbHBIX IOTPEOUTENEH, €r0 OCHOBHBIE (DOPMBI.

8. OCHOBHBIE THIIBI CEPBUCHBIX TIOCPEIHUKOB,

9. [laiiTe XapaKTEPUCTUKY MOCPEAHUIECKUM U JOCYTOBBIM YCIYTaM.

10. B yem 3axitoyaercsi NpaBoBOe 00eCIeYeHnEe CEPBUCHOM 1A TEbHOCTH?

Cemuuap 11: MHuamBuayajabHoe 00CHYKHBAHME KAaK CAMOCTOAITCJbHBIH  BHJ
npodgeccHOHATbHOM TesITeJILHOCTH (24)
I1nan 3ansaTHS

1. ITpouecc obcnyxuBaHMsI MHAUBUIYaJIbHBIX OTpeOUTENEH

2. OCHOBHBIE THITBI CEPBUCHBIX TOCPEIHUKOB,

3. Breapenne HOBBIX (hopM 0OCITyKUBaHHS U HOBBIX BH/IOB CEPBUCHBIX yCIYT

4. JKanoObl 1 npeTeH3u HHAUBUYaIbHBIX TOTPEOUTENEH, 3anTa UX paB

KoHTposbHbIE BONPOCH! U 33aHUS

5. B uyem cocroaT ocobeHHOCTHM mporecca  OOCITYKMBaHHMS  MHIUBUAYaAJIbHBIX
norpedureneit

6. Kakue TuIbl cepBHCHBIX OCPEIHUKOB CYLIECTBYIOT. [lepeuncanTs u Xxapakrepu3oBaTh

7. Kakue HoBbIe (pOopMBI OOCTYKMBAHUS BBl 3HAETE

8. OxapakTepu30BaTh HOBbIE BUJbl CEPBUCHBIX YCIIYT, MTOSIBUBIINECS B MOCIIEIHEE BPEMs B
HaIlIe¥ CTpaHe

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

10. B yem 3akimovaercs mpaBoBOe 0OecrieueHue MpaB WHANBHTYaJIbHBIX TOTPEOUTETCH

OO6cyxaeHue aoknaaa

MartepuanabHO-TEXHUYECKOE 0OecTieueHIe 3aHATHS:
Kommbrorep ¢ BBIXOJOM B HHTEPHET.

Y CTpoiCTBO BBIBO/IA U300pAKECHHUS.

3BYKOBBIE KOJIOHKH.

9.2 MeTtoanyecKue peKOMeHAAMH 110 MOAT0TOBKe MMCbMEHHBIX padoT
TpeGoBaHMsT K BBHINOJIHEHUIO MUCHMEHHBIX pPAa0OT: BBEJICHHE, OCHOBHAs YacTh, CIIUCOK
muteparypel. Pabota odopmiisieTcss B COOTBETCTBHM C OOMMMH TpeOOBaHUAMHU K O(OPMIICHHUIO
nucbMeHHbIX pabot B PITVY: http://liber.rsuh.ru/?q=node/1648.
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Pacnpenenenne TeM mpe3eHTALMM MEXIY CTYACHTAMH U KOHCYJIbTHPOBaHHWE O0Yy4aeMbIX I10
BBITIOJTHEHHUIO MMCbMEHHOM pabOoThl OCYIIECTBIISIETCS Tak)Ke Kak U 1o pedepary.

[Ipuctynas kK moaAroToBke paboTHI B BUJE AJIEKTPOHHON MpPE3eHTAlMd HEOOXOIUMO HUCXOAUTH
U3 LeJed Mpe3eHTallM U YCIOBUU €€ MpOYTeHMs, KaK MpaBUo, Takyl paboTy obyuyaemble
MIPEACTABIISIOT NIPENOAABATENI0 HA IPOBEPKY I10 JJIEKTPOHHOU IOYTE, YTO MCKIKOYAET BO3MOKHOCTh
JTOTIOTHUTEIbHBIX KOMMEHTAPUEB U MOSICHEHUH K MpeJCTaBIeHHOMY MaTepuany. B nanHoil ydeOHOit
JUCLHUIIIMHE B IIPE3EHTALMUA BAKHO II0KA3aThb OCHOBHBIE PECYpPCHI I Pa3BUTHUS TypU3Ma, a TaKKe
CO3JJaHHBIE HA 3TUX pecypcax TypPUCTCKUE HEHTPBI, KypOPThl U KPYITHbIE TYPUCTCKHE MAPIIPYTHI.

[lo cormacoBanuio ¢ mpenojaBaTeleM, MaTepHalibl MUCbMEHHOW pPabOThl M Mpe3eHTalUu
cTyneHt MoxeT npeactaButh Ha CD/DVD-nucke (USB dami-nucke).

DJEeKTpOHHBIE MPE3eHTAlMU BBINOJHAIOTCA B nporpamme MS PowerPoint B Buze ciaiinoB B
CJIEIYIOLLEM ITOPSIIKE:

. TUTYJBHBIH JIMCT C 3ar0JIOBKOM TEMbI U aBTOPOM HCIIOJIHEHHSI ITPE3CHTALNH;

. IUTaH Mpe3eHTauu (5-6 MyHKTOB - 3TO MAaKCUMYM);

. OCHOBHas 4acTh (He Oonee 10 cnaiinos);

. 3aKIJII0oueHue (BBIBOM);

OO6u1me TpeOoBaHuUs K CTUIEBOMY O(POPMIICHUIO MTPE3CHTALNH:

. JU3aiiH JOKEH ObITh MPOCTHIM U JJAKOHUYHBIM;

. OCHOBHasI LIeJIb - YUTAEMOCTh, a He CyObeKTUBHas Kpacota. [Ipu 3ToM He Hano

BIIAJ[aTh B JAPYTYIO0 KPallHOCTh U MUCATh Ha OEJBIX JIMCTaX YEPHBIMU OYKBaMH - HE y BCEX 3TO
IIOJIy4aeTCs CTUIIBHO;

. L[BETOBAsi raMMa JIOJ’KHA COCTOSITh HE 0oJiee ueM U3 JABYX-TPEX LIBETOB;

. BCerjga JOJDKHO OBbITh JBa THIA CHAMIOB: Ui TUTYJbHBIX, IUIAHOB M T.II. U JJIs
OCHOBHOTI'O TEKCTa;

. pasmep mpudTa J0KeH ObITh: 24-54 myHKTa (3arojoBokK), 18-36 myHKTOB (OOBIYHBII
TEKCT);

. TEKCT JOJDKEH OBITh CBEPHYT 10 KIIOUYEBBIX CIOB U (pa3. [lonHble pazBepHyTbIE

MIPEIOKEHUST Ha Clapijax TAaKUX NPE3CHTAlWH HCIOJIb3YIOTCS TOJNBKO MNpU LHUTHpoBaHuu. [lpum
HEOOXO/IMMOCTH, B TMoJie «3aMeTKH K claiiiaMm» MOXKHO TPHUBECTH KpaTKHe KOMMEHTapuu WIN
MTOSICHEHHS.

. Ka)KIbIA CITAMI TOJKEH UMETh 3ar0JIOBOK;

. BC€ CIIAl bl TOJDKHBI OBITH BBIIEPYKAHBI B OJTHOM CTHIIC,

. Ha KaXJIOM cllaiifie TOMKHO OBITh He OoJiee TpeX WILTIOCTPALni;

. CJIa bl JOJHKHBI OBITH MPOHYMEPOBAHBI C YKa3aHUEM OOIIETO KOJIMYECTBA CIIalI0B;

. UCIIONIb30BaTh BCTpOeHHBbIE () (EKThl aHMMAllMd MOXKHO TOJBKO, KOrja 0e3 AToro He

o0oiitnch. OOBIYHO aHWMAIHS UCTIONB3YETCs ISl MPHUBJICYCHUS] BHUMAHHS CITyIIaTeei (Hampumep,
MOCIe0BaTEIbHOE MOSIBICHNE 2IEMEHTOB TUATPAMMBI).

* CIUCKH Ha cjlaimaxXx He JOJDKHEI BKIIOUATh Oojiee 5-7 njIeMeHTOB. Ecim 3jIeMEHTOB crmcka
BCe- Taku OOJblle, MX JIyYIlle PACIOJIOXHTh B JIBE KOJIOHKU. B Tabnuiax He JOMKHO ObITH Oonee
‘-IGTI)IPGX CTpOK u tIG!TI-)IpeX CTOJ'I6HOB -B HpOTI/IBHOM cnyqae JaHHBIC B Ta6J'II/III€ 6yIIYT OYCHb MCJIKNMHAU
U TPYAHO Pa3IunINMbIMHU.

TpeGoBanus K KOHTPOJbHOI padoTe

KoHTponbHast paboTa mpeacTaBisieT co0OW OJAMH W3 BHAOB CaMOCTOSITEIBHOM pPabOThI
obOyuaromuxcs. [lo cyT — 3TO W370KEHHE OTBETOB HA OMpPEIEIECHHBIE TEOPETHUYECKUE BOMPOCHI IO
y4eOHOM TUCIHILIMHE, a TAKXKE PEIIeHHe MPaKTHUeCKUX 3aaad. KoOHTpoabHbIE TPOBOASTCS IS TOTO,
9TOOBI Pa3BUTh y OO0YUAIONINXCS CIIOCOOHOCTH K aHAJIM3y HAYYHOW W y4eOHOU JHMTepaTyphl, yMCHHE
000011aTh, CHUCTEMATU3UPOBATh U OLIEHWBATh MPAKTUYECKUN U HAy4YHBIH MaTepHuall, YKpeIUiiTbh
HAaBBIKU OBJIQACHUS TIOHATUAMU OHpCIleJIeHHOf/i HaYKI/I n T. O HpI/I OLICHKC KOHTpOJ'IbHOI\/JI
npenoaaBaTeslb PyKOBOACTBYIOTCS CIEIYIOIIMMH KPUTEPUSIMHU:

— paboTta ObLIa BHIMOIHEHA aBTOPOM CaMOCTOSITEIBHO;

— oOyyaromuiics momo0pan AOCTATOYHBIA CHHCOK JHMTEpPaTyphl, KOTOpas HeoOXoauma s
OCMBICJICHUA TCMbI KOHTpOJILHOfI;
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— aBTOp CyMCJI COCTaBUTH JIOTHUYCCKU O6OCHOB3.HHBII71 I1J1aH, KOTOpLIfI COOTBCTCTBYCT
MOCTaBJICHHBIM 3aJ1a4aM U c(HOPMYIUPOBAHHOM 1I€IIH;

— oOyyarouuiics aHaJIM3UpyeT MaTepHal;

—  KOHTpoNlbHas paboTa oOTBeYaeT BCeM TPEOOBAHUSM UYETKOCTH H3IIOKEHHUS U
apryMeHTHPOBAaHHOCTH, OOBEKTUBHOCTH U JIOTHYHOCTH, TPAMOTHOCTH U KOPPEKTHOCTH;

— o0yuarouuiicst cymen 060CHOBAaTh CBOIO TOUKY 3PEHMS;

— KOHTpOJIbHas paboTa COOTBETCTBYET BCEM TPeOOBAHUSAM IO O(hOPMIICHHUIO;

— aBTOp 3alIUTHJ KOHTPOJFHYIO W YCIENIHO OTBETHJI Ha BCE BOMPOCHI IPETOJaBaTEIS.
KonrtpomnbHas paboTa, BBIIOIHEHHAs HEOPEKHO, HE TIO CBOEMY BapHaHTy, 0e3 cOoOII0eHUs TpaBul,
MpeIbABISEMBIX K €€ O0(OopMIIEHHIO, BO3BpaIlaeTcs 0e3 MPOBEPKH C yKa3aHUWEM IPUYUH, KOTOpHIE
JOBOAATCS 10 oOyyaromerocs. B aTom ciyyae KOHTposibHast pab0Ta BIIOJIHAETCS TOBTOPHO.

HpI/I BBISIBJICHUHN SajlaHI/II\/’I, BBIIIOJIHCHHBIX HECAMOCTOSATCIIBHO, IIPEIoaaBaTC/ib BIIPaBC
IPOBECTU 3aLIUTY CTyAEHTaMH cBoMX pabor. Ilo pe3ynbraTram 3aliuThl MpPENoJaBaTellb BBIHOCHUT
penieHue MO0 0 3a4eTe KOHTPOJIBHOU paboThI, 100 00 ee BO3BpaTe ¢ N3MECHEHUEM BapuaHTAa. 3allnTa
KOHTPOJILHOM paloThl MpeArnosiaraeT cBOOOIHOE BJIAZICHUE CTYJCHTOM MaTepHajioM, W3JI0KEHHBIM B
paboTe u xopoliee 3HaHUE YIeOHOH TUTepaTyphl, HCTIOIH30BAHHOW NIPY HAIMCAHHH.

9.3 NHble MaTepHAaJIbI

CamocrosTenbHas paboTa CTYJEHTOB B 4acTW IMOATOTOBKM JIOKJIAZOB B BHJIE JIOMAIIHHUX
3aJJaHUil  pealiu3yeTcsi Ha COOTBETCTBYIOLIUX 3aHATUSAX B BUAE JOKIAJ0B-IIPE3CHTALMM
IPOJIOJDKUTEIBHOCTBIO 5-10 MUHYT C MOCHEIYIOUMM 00CYXJIEHHEM — AMCKYCCHEW U BBICTABICHUEM
onieHKH. OOCyXIeHHE TOKIAI0B U NMPE3EHTAIMI IPOXOJUT B AUCKYCCHOHHOMU (hopMe.

BHocsTcs HeoO0XoauMble KOPPEKTHBBI M IMPOBOAUTCS TMOATOTOBKA K BBICTYIUICHMSM Ha
KOH(pepeHIMH Wik popyMe U OImyOJIMKOBAHUIO HAyUHBIX CTaTEH.

CruMyIsioM U1l MCIIOJIB30BAHMSI AJIEMEHTOB HAYYHOI'O IIOMCKA MPU HU3YYEHUM JUCLMILIMHBI
SIBJIIETCS IOBBILIEHHBIN PEUTHHT TP OLEHKE OTaeNbHbIX BUJI0B CPC.
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[Ipunoxxenue 1. AHHOTaLUA
paboueil mporpaMMsbl AUCLUIIIIHHBL

AHHOTALIMSA PABOYEH NPOT'PAMMBI JIJUCHUILJIAHBI

JucuumuinHa (MOZIyJb) peainsyercs Ha (akyJbTeTe Typu3Ma M TOCTENPHUMMCTBA, Kadeapoii
0OLIECTBEHHBIX CBSI3€H, TypH3Ma U rOCTEIIPUUMCTBA.

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:

[1K-3.1 - JlomkeH yMeTh OKa3bIBaTh TYPHUCTaM IOMOIIb B BEIOOpE TYPHCTCKUX HAIPaBICHHHU,
TYPUCTCKUX MapLIPyTOB, BPEMEHH IIPOBEIACHUS TyPUCTCKOU ITOE3IKU

[1K-3.3 - JloyokeH yMeTh MPeIoCTaBIsATh HHPOpMAIUIo 00 YCIOBUSAX JIOTOBOPA, 3aKIIFOYCHHOTO
MEXJTy TYPOIIEPaTOpPOM U TYPareHTOM, PEATU3YIONIETO TYPUCTCKHMA MTPOTYKT

B pe3ynbrate 0cBOeHHUS TUCIUIUTMHBI (MOYJIS) 0OyYarOIIUiCs TOJDKEH:

3HaTh: 0COOEHHOCTU OpPraHU3AlMK CEPBUCHON JESTEIBHOCTH

YMeTh: HCIOIB30BaTh 3HAHMS /ISl OPTaHU3aluU MEXTyHAPOJHOM CEPBUCHOM AEATEIEHOCTH

BJIaZ[CTBI HaBbIKaMU TPHUMCHCHUA 3HAaHUH oprann3aiv JCATCIbHOCTU B objacTu
MEKTyHApOJIHOW CEPBUCHOMN ESTEIHHOCTH

[To mucuumummae (MOAYJIIO) MPEIyCMOTPEHA MPOMEXKYTOYHAs arrectamus B ¢dopme 3adéra ¢
OLIEHKOI.

OOm1ast TpyA0EMKOCTh OCBOCHHUS AUCIUTUIMHBI (MOJIYJISI) COCTABISET 3 3aU€THBIC €TMHUIIBI.



