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1. IEJIX OCBOEHUA JUCHUAIINHBI

Ilenero OCBOCHHA THCUMIUMHEBL «CEpBHCHAS AEATEIBHOCTE» ABASCTCA (HOPMHPOBAHHE Y
CTYNEHTOB KOMIIETEHUMH B obnactu Oyaymeit nmpodeccHOHATBHOH ASATENBHOCTH B chepe yCiIyr,
MIO3BOJLIIOIIMX aHANM3UPOBAaTh CEPBHCHYK) AEATEIbHOCTb, OPIdHH30BBIBATH NPOLECC NpefOcTaBlie-
HHA YCITYT, 0GEeCTIeUMBAT KAYECTBO OKA3aHHUA YCIYT H IPHMEHATh KTHEHTOOPHEHTHPOBaHHbIE TEXHOJIOTHH
00CIY:KHBaHuA OTpebuTeNneii.

3amauu:

- H3YUCHUEC TCOPETHUYECKHX OCHOB CCpBHCHOﬁ ACATCIBHOCTH: OCHOBHBIC ITOHATHA, HCTOPHA,
POJIB | IPENOChUTKH pa3sBHTHA cdephl cepBHca, 0630p 3apyOeKHOI0 H POCCHHCKOIO OIILITA;

- U3Y4EHHE TEOPETHYECKUX U IPAaKTHYECKHUX OCHOB OPraHM3alliy CEPBUCHON JEATENBHOCTH,
COBPEMEHHBIX METOIOB M TEXHOJOI Ml peaM3alie CePBUCHOM JIEITENEHOCTH H TIOBLIIEHHS ee 3(-

(EKTHBHOCTH;

- H3y4EHHE OCHOB NPO(JecCHOHANBHOTO IIOBENSHHS M 3THKETA B CEPBHCHOH ACATENEHOCTH,
NICHXONOTHYECKOH, STHYeCKOR ¥ 3CTETHYECKOH KyIBTYpPH! CEpBUCA;

- H3y4YeHHe OCHOB CEPBUCHOM AeATeIBHOCTH KaK OOBEeKTa MIPABOBBIX OTHOIICHHIT;

— OCBOCHHE [PABKW/ OPraHH3alHy [pouecca oDCHyXHUBaHid NOTpebHTeNeH YCIyT ¢ yIeToM
HX 3allpOCOB, OCHOBAHHBIX HAa KIIMEHTOOPUEHTHPOBAHHEIX TEXHOIOIHX.

2. MECTO JUCIHUIIIIMHBI B CTPYKTYPE OIIOII
Jucnumnaa «CepBHCHAs JeSTENBHOCTE) OTHOCHTCS K OTHOCHUTCH K 00f3aTeNnbHOH YacTH
y4eOHOro niaHa nporpaMMsl fakanaspuara no HanpasieHuio 43.03.01 «Cepeucy».

3. IJIAHAPYEMBIE PE3YJIbTATHI OBYUYEHHS 110 JUCUHAIIJIUHE
[InaHHpyeMBle pe3yNbTaThl OOYYIEHMS 10 AUCIHIUIHHE, COOTHECEHHEBIE C MIIAHUPYEMBIMU PEe3YIbTa-
taMd ocBoerus OITOIT (KoMIeTeHITHAMHA 1 MHIMKaTOpaMH JOCTIHKEHMS KOMITETEHITHIA)

OopMHpyeMbIe KOMIIETEHITUA IInanupyeMbie pe3yasTaThl 00YYEHHA 110 TUCUMITHHE, B COOTBET- HaumMenosauue
{xon, comepkaHue KOMMETEH- CTBHH ¢ HHIUKATOPOM JOCTIDKSHHA KOMIETSHIHH OLIEHOYHOTO
K} HHauKaTop AOCTHXREHHS Pesynerarsl 0Oy4eHUs 110 AUCUHI- cpeacTsa
KOMITETeHITHH JIHHE
1 2 3 4

OIIK-3 Crocobten obecneun- | OITK-3.1. OuenuBaer ka- | 3HATh: TectoBble  3apa-
BaTh TpebyeMOe KAaueCTRO MpO- | YECTBO OKA3aHMA CEPBUC- | - MOHATHE KavyecTBa YCHYr, OCHOB- | HHA, MOITOTORKA
IECCOB OKa3aHHs YCAYr B M3- | HBIX YCNYT ¢ YYETOM MHe- | Hbie GakTophl cdephl yCIyT, onpeae- | Te3HcoB
OpanHoli chepe mnpodeccHo- | HHA noTpebMTENEH M 3a- | IMIOIIME KAadecTBO OOCIYy)XHBaHMA;
HATBHOM JeATebHOCTH HHTEpPECOBAHHLIX CTOPCOH MOJENE KA49eCTBA YCIIYT,

VYMeTh:

- [PUMEHATH METOIbI OUSHKH Kaye-

CTE@ YCIYT;

Bunaners:

- HaBBIKAMH OLCHKH 3((pEeKTHBHOCTH

CEPBHCHOM 1EATENEHOCTH,

OlIIK-3.2. ObecneyuBaer | 3HATh: Tecroprle  3ana-

TpefyeMoe KadecTBO Ipo-
LECCOB OKAa3aHUA CEepBHC-
HBIX YCIYT B COOTBETCTBHH
C MEKIYHApOOHEIMH H
HAUHOHAIBHBIMH CTaHAap-
TaMu

- METOABI U KIACCH(PHKALIHIO METO-
JIOB KOHTPOJA M OLISHKH NIOKa3aTenei
KayecTBa YCIyT;

YMeTh:

- KOHTPOJIHpOBaTh Ipoligcc obcay-
JKHBAaHHA B COOTBECTBMH C MEXIYHa-
POIHBIMH ¥ HalUMOHANBHBIMH CTaB-
JApTaMH

Bragers:

- HaBBIKAMH KOHTpOJA H OLUEHKH I0-
Kazarened KadecTBa ycJIyT B NpoILlec-
ce OKa3aHud yCayr

HHA, NOAIOTOBKA
TE3HCOB




llpomomxenne TabMMIBI
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ITK-1 CnocobeH K paspaboTke 1

COBCPIUSHCTBOBAHHIC KIIMCHT-

CKHX OTHOINEHHH C YUETOM Tpe-

GoBaHui noTpeduTeIA

TIK-1.1. TlpmmMenaer xmueH-
TOOPHEHTHPOBAHHBEIE — TEX-
HOJIOIHH B CEPBHCHOH nes-
TEJHHOCTH

3HaTh:

- METOIBl JUATHOCTHKH MOTPeOHOCTEH M
MQTHBEBI 3aKa34YHKOB YCIYT,

- OCHOBHBIE NICHXOJIOTHYECKHE 0COBeH-
HOCTH [OTPECHTENA TYPIIPOIYKTa;

- CRM-cHCTEMBI Kak QCHOBHI YNpaBJle-
HUS B3aHMOOTHOIUEHHAMM C KIKEHTaMH;
YMeTh:

- GOpPMHPOBATH KIHEHTYPHbLIE OTHOUIE-
HH4, cobmonas TpebosaHua npodeccuo-
HalbHON 3THKM U COBDEMEHHOTO 3THKE-
Ta;

- MCTIONB30BAaTh 0a3bl AAHHBIX KIHCHTOB
B chepe YCIYr B IIpPOLECCE OKA3ZAHMA
KOHCYJIBPTALIHOHHBIX YCITYT.

Bnanets:

- HAaBBIKAMH NPHMEHEHHS COBPEMCHHEIX
TEXHONOTHI U HOBHIX dopM obcnyxusa-
HHA, B TOM UHCIIE BHEIPEHHE TEXHOJO-
it KTHEHTOOPUEHTHPOBAHHOTO CEPBUCa

TecToBRIE 3ama
HHS, TOATCTOB:
Ka TE3HCOB

JITK-1 ['OTORHOCTE K YYACTHIO

B NIPOBEACHHH HCCTIEN0BAHMH
PHIHEA YCIIYT ¥ HoTpeOATeneii

OITK-1.2. Opranusyer usy-
UEHHE YAOBICTROPEHHOCTH
H JOANBHOCTH MNOTpebHTe-
Jiel, MOHHUTOPWHT KadecTRa
o0CTyKHBAaHHUS B OPraHU3a-
uuax chepsl yerayr

3HaTe:

- METONB! OUEHKH YAOBJACTBOPEHHOCTH
noTpebuTena ycIyroi.

- cnoco0Bl ONTHMM3AUMM NPEIOCTaBIe-
HHSl YCIIYF, B TOM YWCJI€ HOBBIX M IIpO-
rpeccUBHEIX (opM 00CTYKUBAHUS,
YMeTh:

- MPHMEHATh METGIbl OUEHKH YIOBJIE-
TBOPEHHOCTH TNOTpeOHTeNs B OpraHHza-
uusax cheps! yenuyr;

Bnanets:

- MCIOJIB30BATE pa3Hele TPHEMEl H3y4e-
HUA TNOTPeDUTENBCKUX 3aMpocoB, o0pa-
WATECA C KJIMEHTaMH B CIydae HX He-
YAOBOJIBCTBHA H Kalob;

- CIOCOOHOCTBIO K BHENPEHHIO HOBEIX
YCNYTr ¢ LeNs) OOBLIUIEHUA YIOBJICTBO-
PEHHOCTH H JIOAILHOCTH NoTpeduTtenei

TecToBrle 3ama
HHMA, MOACOTOB:
Ka TE3UCOB




4. ObbEM M CTPYKTYPA JUCLHIUILINHBI

TpynoeMxoCTE JUCOHINIHMHEEL COCTABISET 9 3a4€THRIX SMHHUIT, 324 yaca
TemarHuecKHil mJaH
dopMa odydeHHA — 0OYHAN

Kounraxrnas pabora o0y- DopMbI
HAKIHXCA Texymero
g C MeIarorH4ecKuM 2 Kontpons
o § paboTHHKOM E YCNEBAEMOCTH,
Ne HauMeHOBaHHE TeM WHIY pasie- % § 2 ® é & E § dopma
wo TIOB/TeM TUCLIUIUTHHEL Z w < | 2ol E_|ER £ 'g| mpoMexyTOUHOH
0 E = | 2E g" g 28 % 29 aTTeCTAIHH
2 E g % g_t‘% sé ’§ S § (no cemecmpam)
= & S 3
= = "3 =
1 Tema.l. Cepeuc xak cneuuduueckuil | 3 1-2 2 4 10
BHJ JeATeIBHOCTH
2 Tema 2. Ilpeanocetnky M wcropus | 3 3-4 2 14 10
_PasBHTHs CEPBHCHOM NEATENILHOCTH
3 Tema 3. CepBucHas IeATENBHOCTL B | 3 5-6 2 14 10 PefiTMHP-KOHTpOIE
Pa3BHTBIX M PA3BHBAKOIIMXCA CTPAHAX Nel
4 Tema 4. Crpykrypa ceprl venyr u | 3 7-8 2 {4 2 10
KnaccuUKalKs THIOB H BUHOB Y-
Iy
Tema 5. PeiHOK yemyr 3 9-10 2 |4 10
Tema 6. KauecTBo ¥ oueHka kavectBa | 3 | 11-12 ) 2 |4 2 10 PeiiTunr- koH-
YCIIYT Tponb Ne2
7 Tema 7. CeppucHas pearensHocts |3 [ 13-14 ) 2 | 4 2 10
KaK oOBEKT IPABOBEIX OTHOIIEHHU
3 Tema §. DddexTrrHOCT CepeucHoi | 3 | 15-16 | 2 |4 2 10
OeATENbHOCTH
9 Tema 9. HadopMalOHHBIA CEPBUC 3 17-18 2 |4 4 10 PeHTHHI-KOHTPONE
Ne3
Bceero 3a 3 ceMecTp: 18 | 36 12 S0 3auér
10 | Tema 10. Opranuzaunms obcmyxupa- | 4 1-2 2 |4 4 9
HHA noTpebuTenel yemyr
11 Tema 11. HoBele BHABL YCIYT U Ipo- | 4 3-4 2 14 2 9
rpeccuBHble HopMbI 00CTYKUBAHUA
12 Tema 12. IlpodeccuonansHoe moe- | 4 5-6 2 14 2 9 PelTUHr-KOHTpONB
IleHHe B CEPBHCHOH ACATENBHOCTH H Nel
KyJIbTYpa OBIIeHHS ¢ KIHEHTaMH
13 Tema 13. KonarakrHas 30Ha 4 7-8 2 |4 2 9
14 | Tema 14. KoH(pnukTel B xano0w mpu | 4 9-10 2 |4 2 9
00CTyKHBaHUH KIWEHTOB
15 Tema 15. CepBucHas gearensHocTs B | 4 | 11-12 2 |4 2 9 PelTuHr-KOHTpOMID
HHAYCTPUH TypPH3MA H TI'OCTEIIPHHM- Ne2
CTBa
16 | Tema 16. Ceppuc Ha TpaHCTIOpTE 4 [13-14| 2 |4 9
17 Tema 17. CepBuc HempuxkumMocTy U | 4 15-16 2 |4 9
KKX
18 Tema 18. OcobennocT opraHusamuy | 4 17-18 2 |4 2 9 PeliTHHT-KOHTPONE
NpenocTARAEHHS TOCYIAPCTBEHHBIX H Ne3
MYHHIHIATEHEIX YCITYT
Beero 3a 4 cemectp: 18 | 36 16 8l Ox3amed (45)
Hannuue 8 ancunmanue KI/KP + KP
Hroro mo AucIUILIHHE 36 |72 28 171 3auéT, IK3aMeH
(45)




TemaTHvecknii naan
dopMa o0ydeHM — 3a04HanA, (3roga 6 mec.)

KonrakTtnas pabota 0by-

YAKOIIHUXCA

¢ negarorydeckum pabort-

DopMbl
TEeKYIIETO KOH-
TPOJA YCIIEBaEMOo-

3
fas}
HUKOM 2 CTH,
Ne Havumenosanue TeM WHIH pa3ie- e o £ Q g &l dopma TpoMEaAy-
/i JIOB/TEM JHCIHILTHHBI = | Ex|Ex| 2. § E TOYHOH
S |2 E|e El & S X S aTTecTalkHH
2 |EZ| 8¢l s S| 7 | (nocewecmpan)
=3 = S %
= = % x
i Tema.l. Cepric Kak crnenuditieckuit | 2 10
BRI IEATENHHOCTH
2 Tema 2. [lpeanmocelAKM B HCTOpHA 16
PA3BHTHA CEPBHCHOH JEATENLHOCTH
3 Tema 3. CepBHcHasA AEATENBHOCTH B 14 | PedTHHr-KOHTPOIL
Pa3BUTEIX H Pa3BHBAIOMIMXCS CTPaHax Nel
4 Tema 4. Ctpykrypa chepel YCIyr M 2 2 16
KNIAaCCHHKAMA THIOB H BHIOB VC-
JIyr
5 Tema 5. PrIHOK yeIyr 16
6 Tema 6. KauecTBo 1 OLEHKA KavecTBa | 2 2 16 PeifTiur- xon-
YCIyT Tpone No2
7 Tema 7. CepeHcHad OeATETLHOCTD 2 2 16
Kak 00BEKT MPaBOBLIX OTHOLIEHHH
3 Tema 8. 20@eKTUBHOCTL CEPBUCHOI 14
JEATENBHOCTH
9 Tema 9. HaopmanuonHslit cepBuc 16 | Petuar-xouTpOib
Ne3
Bceero 3a cemectp: 4 6 134 3auér
10 | Tema 10. Qpraumszaums ofchyxuza- | 2 16
HHA noTpebuTencii yeayr
11 Tema 11. Hosele BHAB! youyr H opo- | 2 16
rpeccuBHEIE (OpMEI 00CTYKHBAHUSA
12 Tema 12. IIpodeccuoHansHoe MoBe- 2 2 16 | PeliTHHM-KOHTpPOML
JSHUE B CEPBUCHONW INEATCILHOCTH H Nel
KyJIETYpa oOMEHRd ¢ KNHeHTaMH
13 Tema 13. KoHrakTHas 30Ha 17
14 Tema 14. KoHQnuKTE H %anodsl mpu 16
OfCTyKUBaHHH KIIMEHTOB
15 Tema 15. CepeucHas AeATENRHOCTE B 2 16 | PeHTHHT-KOHTpONE
HHIYCTPHH TYPH3Ma M TOCTENPHHM- Ne2
CTBA
16 Tema 16, Cepsuc Ha TpaHCIOPTE 16
17 Tema 17. CepBuc HEIBHXKHMMOCTH H 16
AKX
18 Tema 18. QcobeHHOCTH OpraHH3aAlUH 16 | PefiTMHr-xOoHTPOTb
HPEACCTABICHUS IOCYIAPCTBEHHBIX H Ne3
MYHHLUIAIEHBIX YCAYT
Bcero 2a cemectp: 4 4 4 145 | 3auget, KP, Dkza-
meH (27)
Hannuue B gucumannne KIVKP +
HToro no AHCUHILIHHE 8 10 8 279 | 3auét, KP, xza-
meH (27)




Conepxanne TEKIHOHABIX 3AHATHH 10 THCIHIIIAHE
3 cemecTp

Tema.l. Cepeuc kak cueunHUecKHil BHA AeSTeIbHOCTH

Lens cepucHOi mesarenmsHocTH. Mccnenoranns chepsl cepprca. M3MeHeHHS pONH cepBUCa.
ITpobeMel opranM3allHOHHOM JEATEILHOCTH NPEANPHSTHH CEPBHCA B YCJIOBHSX PHIHOYHON 3KO-
HOMMKH H KOHKYPEHIIMH.

CepBHc KaK AeATEIbHOCTE. JlesTensHOCTh YenoBeka. CTpyKTypa JIeSTeNbHOCTH YEOBEKa!
ncaxo@u3HoNoruueckrue QyHKINH, onepanuH, JeHcTBrI. CTpyKTYpHbIE 3JIEMEHTH AeSTENBHOCTH:
HaBBIKH, YMEHUS, IPHBBMKKM. OCHOBHBIC BU/IbL AE€ATENBHOCTH, HIPa, YICHHE, TPY

PeaOmIMTallMOHHBIA XapakTep CEpBUCA. 3aKOHBIL, 00SCIIEMHMBAIOIIHE peaOuIHTAMOHHEIS
MPOLECCH! B KU3HU UHIUBHAA.

[NoTpebHOCTE H €c 3HAUCHHE B PasBHTHH cepBHca. [IOHATHE H CYIIHOCTh CEPBUCHON Ied-
TENBHOCTH. 1IpOTHROpEUHS CepBUCHON NEATEIBHOCTH.

CepBHCHas AeATENBHOCTE Kak (opMa YIOBISTBOpeHAA morpebrocreit. Knaccupukauns u
XapaKTePUCTHKA MOTPeOHOCTEH B yCHyrax U B CEPRUCHOM OOCIYKHBAHHH.

Tema 2. IlpeAnochIIKH ¥ HCTOPHS PA3BHTHSA CEPBHCHOM AeATeNLHOCTH

Hcropus pa3sBUTHA CEpBUCHOM NESATENBHOCTH M €€ 0COOSHHOCTH Ha dTallaX PasBHTHA [HBH-
MH3aIHMH ODIecTBa. 3apoXKIeHHE H Pa3BATHE YCNIYT B 0OIIECTBAX APEBHET0 MApa. DTaNkbl pa3BATHS
IMBHIK3ALMHA: NOMHIYCTPHAIBHBIN, FHAYCTPAANBHBIN, TOCTHHAYCTPHATIBHBIH.

IlogBnenne HOBEIX 3aHATHH W NpodEecCHi, CBA3AHHBIX ¢ MHCBMEHHOCTBIO, TOCYIAPCTBEH-
HEIM YIpPaBJI€HHEM IIPABOBOM JeATENbHOCTBIO. PasBuTue YCTOHUYMBEIX GopM MyXOBHOH aKTHBHO-
CTH: CIIYKHTCIY PETHIHO3ZHOTO KYNbTA, NEATENH XY A0KECTBEHHO-ICTETUYECKIX IICHHOCTEH.

ITosenenune BaxKHEHINIAX TUIIOB YCIYT B Pa3lIMYHBIX cdepax Ku3HENeITCNLHOCTH, B OBITY H
B YAOBJCTBOPESHHH JIMYHBIX 10TpeOHOCTEH. [lepHos 3BOMIOIUOHKNPOBAHKE 3aHATHH, CBA3AHHBIX C
pemecnoM. OpraHusallis MacCOBBIX 3PENMIN M CIIOPTHBHEIX COCTS3aHHE B KYIBTYpax JpPEBHETO
MHpa.

Passurne mnpodeccHOHaNBEHO-KOPIOPATHBHEIX OTHOWIEHHH B Toproeie. PopMupoBaHHE
3BE€Ha «IIPOM3BOIMTENH YCIYr —MOTPeOUTENN». PONb HaMOHANBHBIX, PETHOHATBHBIX, THHYECKHX,
neMorpadHIecKux B IPHPOAHO-KIMMATHIECKUX 0CODCHHOCTEH B PAa3BUTHH CEPBHCA.

Hcropus passutusa cepBuca B poccuifckoM obmecTBe. OOLEKTHBHBIE (akTOpbl PasBHTUS
X03AHCTBOBAHMA M yCIIyr B Poccun. Ponp rocyaapcTBeHHBIX MEXaHH3MOB B pa3BUTHE yeuyr. Ilpen-
NOCBUIKM Pa3BHTHS €IHHOIO X03gHCTBEHHOTo Mexanm3Ma. CIIOKHOCTH CO3JaHHA agMHHHCTPATHB-
HO-TIPaBOBBIX MEXAHH3MOB, Pa3sBHBAIOMIMX 00/1aCTH COIMOKYNBTYPHBIX YCIyr (obpasoBaHue, BOC-
MHTaHHE MOJIOAEXKH, HAYIHYIO U KyJIETYPHO-HHPOPMAITHOHHYIO JEATENBHOCTD).

OredecTBEHHBIE YCIYTH: OT TPAIUIAOHHEIX PopM K coBpeMeHHBM. [lepron passuTus «Ha-
POZHBIX pEMECEN» B «IPOMBICIOB». ApXaudecKue METO Bl TOPTORIIH: ApMapoYHad, KapHaBaIbHas.
Oprannzanpa MaccOBBIX BHIOB yciyr. Ilepuon pacmpocTpaHEeHHs KANMTATUCTHYECKHX acCOLHa-
nui. Pone GaHKOBCKHX onepanMil B pa3sBUTHH YCIYT JOPEBOMIOLMOHHOH PoccHu. YpoBeHb XH3HU
Hacenenns H chepa 00CayKMBaHMA B COBETCKUH U MOCTCOBETCKUH NEPHOIEL.

Ilpennoceunku GOpMHPOBAHHS K PACIIPOCTPaHEHHS COBPeMEHHBIX opM cepBrca # cObITa.
DTanbl COMHATHCTHYECKOTO pa3BuTUs ceprl yeuyr. Pons pedopm u monepursaiuu 80-x ronos B
Pa3BUTHH ChEpEl YCIIyT.

Tema 3. CepBHcHAs JeATEILHOCTh B PA3BUTHIX H PA3BUBAIOIINXCH CTPAHAX

Postb cepBHCHOM ASATEIBHOCTH B COLHANBHO-3KOHOMHPYECKOH KHU3HH CTPaHELL.

XapakTepucTHKa CEpBUCHOI NesTeNbHOCTH cTpaH 3anajHoi Esponsl u CeBepHoit AMepHKH
— THAEpOB B MUPOBOM pazBuThd cheprl yeuyr. CIIA - ¢uiarmaH B cO31aHHH HHIYCTPHE OOCITYKH-
BaHMA U OCBOCHHY HOBBIX BUIOB CEpPBHCA.

Paznuumsie BAABI CEPBHCHON HEATENBHOCTH CTPaH C BEICOKHM YPOBHEM pasBUTHA cdepsl
yeayr: (UHAHCOBO - KPEOUTHEIMA H 00pa30BaTeNLHBIMH, OBITOBEIMH H TYPHCTHUECKHMH, MeIH-
[{UHCKHMH, TeJIEKOMMYHHKAITHOHHBIMHA K IIPOYUMH YCIYTaMHU.

PassuBaromuecs ctparsl Azuu, Adpuku 1 Jlaruuckoit Amepuku. [Tpoueccs! HHAyCTpHANH-
3aUHK ¥ MOJACPHU3ALHH Pa3BHBAIOLIMXCA CTpaH. JBOJIOLHS CEPBHCHOH AEATENBHOCTH B pa3BH-
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BAIOINMXCA CTPAaHAX M BIMJIHKE HA e Pa3BUTHE CNeNYIONUX (akTopoB: reorpagauecKoro monoxe-
HH, OIPHPOIHBIX pECypcoB, TEPPHTOPHAIBHOIO Pa3MENIeHHA IPOMRBOICTBA, pacnpeielieHue je-
HEXXHBIX JTOXOMIOB, TPAIAIMH, HCTOPUUECKHX, KYTBTYPHO-TYXOBHBIX.

Ponp ncuxonorudyeckux ¥ JyXOBHBIX CTEPEOTHIIOB OOLICCTBEHHOTO CO3HAHHA «HE3amajl-
HBIX» CTpaH B CEPBUCHOM JesTeNbHOCTH. DakTopsl, 3aMeIONIME IBOTOUHOHHPOBAHHE CEPBUC-
HOH AEATe/IBHOCTH Pa3BHBAIOMINXCS CTPaHaX.

Tema 4. CTpyKkTypa cdephl YOIYT H KIaccHpHKALNA THIIOB ¥ BUJXOB YCIyT

Crpykrypa cdepsr yenyr. [lonsrue «ycnyray. HanmonansHeii crangapt Poccuiickoit de-
Jepallii «YCIIyId HACSISHMIO». Y CIYTH B 0OUIEPOCCHICKOM Knaccu(UKaTope IPOIyKIUH 110 BU-
JaM 3KOHOMHYECKOH NEeATENBLHOCTH.

Knaccudukanua TtumoB u Bumoe ycnyr. CTaHZapTH3HPOBAHHEIE H TBOPYECKHE YCIYIH.
IIpor3BOACTBEHHBIE H HENPOU3BOACTBEHHBIE YCeayrH. KoMMepUueckie 1 HEKOMMEDPUECKHE YCIYTH.
l'ocynapcTBeHHBIE M HErOCYJAPCTBEHHBIE YCIYTH. HHCTHIE W CMEINaHHBE YCIYTH. JICTHTAMHEIC H
HEJIETHTUMHEIE YCIYTH. JIMGHOCTHEIE U OC3IYHEIC YCIYTH.

XapakrepucTuka yeunyr. Marepuaneueie yenyru. COLHANbHO-KYNbTYPHBIE YCIYTH. Y CIYTH,
HaceIeHHIO.

PazHoBHAHOCTH YCIYT B UX XapakTepucTuka. Heocszaemocrs yenyr. HenocrosiHetBo Kave-
CTBA, M3MEHYUBOCTh. HenonroeeynocTs, HECHOCOOHOCTE YCIIYr K XpaHeHH:O. J{OMONMHUTENBHBIE
IIPH3HAKH YCIIYT.

IotpeOurensckue croiicTBa yenyrd. JKU3HCHHBI IUKN YCIYTH U CEPBHCHOIO NMPOIYKTA.
[onsTHe, $ha3kl XKU3HEHHOTO LMKIIA HX cledudHKa. XapakTepUCTHKH KH3HEHHOI'O ITHKIA YCIYTH,
(HHAHCOBBIX PE3yJIBTATOB.

Tema 5. PuIHOK yCayr

Pemok yeayr u ero sgaqeHue. Cnenuduxa Toproeiad yeuyraMi. CynHOCTE TEPMEHA «MH-
poBO# pEIHOK yeayry. CIOcoOR! OpraHH3aliid MEeXIYHAPOIHOM TOProBIH yCIyTraMH, 3aHKCHPO-
paHsele B TATC.

MpupoBoii pEIHOK YCIYT: CTPYKTYpa, OCHOBHBIC TEHICHLIUHU, NEPCOCKTABEL U ITPOOIEME! pas-
BUTHS COBPEMEHHOIO MHPOBOIC PbIHKA YCIYT. [IOHSTHE TPaHCHALMOHAIBHBIX KOMIIAHUM.

Pons u Mecto Poccun Ha MEUpOBOM phiHKE yCIyT. PeaepansHBIH 3akoH «(00 ocHOBax rocy-
JApCTBEHHOTO perynupoeanus Baemneroprogoll aesrensgocTi» ot 08.12.2003 N 164-03

CoBpeMeHHEBIH PEIHOK yeiyT Poccuu: cocTosHEE, OpoOIeMbl H NEPCIIEKTHBEI Pa3BUTHA.

Hanpasnenus, crnocoOCTBYIONIME pa3BUTHS PETMOHANBHBIX pPHIHKOB. Bramumupckas o6-
HacTh: COCTOAHUE, TOTCHIINAN U IEPCIIEKTHREI Pa3BHTHA MOTPeOUTETRCKOTO PBIHKA YCIYT pETHOHA.

OcobeHHOCTH COBPEMEHHOTO PBIHKA YCIYT. PeanbHoe prIHOYHOE NPOCTPAaHCTBO. BHpPTyais-
HOE€ PBIHOYHOE NIPOCTPAHCTRO.

Tema 6. KadecTBO H 0IleHKa KA4ecTBA YCIYT

KauecTBO yCcIyr: OCHOBHEIC TOJXOME K H3YYECHHIO NOHATHA. OOBEKTHBHOE B CYObEKTHBHOE
kawecTBo. DakTopsl, GOpMUpYIOIME Ka4eCTBO YCIYyT. [IpUHUHOB! COBITOBOM MOJMTHKH NPEIIpPH-
satuit cepeuca. Monens kadectsa yenyr. TOCT P 50691-2013 «Ycenyru Hacenennio. Mogens cuc-
TEME] 00eCIICUCHAS KayecTBa YCIyry.

Konuemms oneHK: Ka4ecTBa YCIYTH - IATUCTYIIEHYaTas MOJENE KayecTBa YCIYTH HIH MO-
JIeNb pacxXOKIeHUS KadecTBa yclyri. Pacxoxknenne B monenu GAP. XapaxTepucTika pa3peIBOB U
[IPHYMHBI X BO3HUKHOBeHHA B GAP-MozeH.

OcHoBHBIE $aKkTOpEI cQeprl YCIYT, ONPeacnsIOIHe KaYecTBO 00CIy KUBaHUA.

Metoauka SERVQUAL. [IgTs 0CHOBHEIX [TapaMeTpOB «HAcaIbHOro cepruca». Merox «Ta-
WHCTBEHHOro (TaifHoro, CKpeITOro) nokynarens. Ilpeumymectsa u HenocTaTku Merona « TamHCT-
BEHHOT'O NOKYTIATEIIS».

KagecTBo M mokazarenn KadecTa ycIryr. MeTonsl olleHKH kadecTBa yeiryr. HamuoHanbHELH
crangapt P® ['OCT P 52113-2014 «Ycnyru nHacenenuto. Homenxiarypa nokaszareneil kadecTra
YCIYT».

MeToapl KOHTPONIS M OLEHKH IOKazareled kadecTBa ycilyr. HoMeHkinaTypa nokasareneit
kadecTBa». Kitaccubukaliua METOIOB KOHTPONS M OLEHKH [0Ka3aTeNell KauecTBa YCIyT



YrpapieHne KayeCTBOM YCIIYT, KOHTPOJIb CTaHAapTOB H OE30IaCHOCTH 00CTyKHBAHHA.

Onenka yZOBIETBOPEHHOCTH MOTPeOHTEN yenyroi. MeTonpl OLEeHKH yOOBIETBOPEHHOCTH
notpebutens ycayroit. Kadecteo ycayr, mpenocrasiseMsix npempusTHamME cdepsi cepBuca B I.
Bnamumupa

Tema 7. CepBucHas JeSITETLHOCTh KAK 00HEKT PABOBBLIX OTHOTIEHMHA

OCHOBHBIE HOpDMAaTHBHEIE H IIPABOBHIC JOKYMEHTEI, PETYIHPYIOIIHE CEPBHCHYIO NEATENb-
HOCTh B Poccun. Mexepanereni 3akoH PO o1 07.02.1992 N 2300-1 (pea. ot 18.04.2018) «O 3amyu-
Te Ipas notpedurtenei». [lopanok obpazoBaHna cepBUCHOM opranuzauun. Peructpanus cepBUCHOM
OpraHu3anyH.

Ionarue ceprrdukanny yenyr. Oba3arensaas 1 1o6poBoibHAS cepTidrKanns B chepe yo-
ayr. GepepanbHeni 3axon oT 27.12.2002 N 184-®3 (pen. ot 29.07.2017) «O TeXHMYECKOM peryJiH-
poBaHuH», @enepanbHbli 3aKoH «(O crannaprusanuu B Poccuiickoit ®enepanum» ot 29.06.2015 N
162-®3

JMuensupoBaEne OTAENBHEIX BHIOB HesitenbHOCTH. Qenepanpueii 3akoH oT 04.05.2011 N
99-@3 (pex. ot 15.04.2019) «O muneH3MpOBaHMH OTACIBHEIX BUIOB NESTEILHOCTHY.

Tema 8. D PexTHBHOCTE CepBHCHOIH AeATEILHOCTH

CeprrcHas opranu3auys, €€ OCHOBHBIE XapaKTCPUCTHKH. 1[pOM3BOACTBO M IpenoCcTaBIeHHe
YCIIYT KaK OCHOBA JEATENBHOCTH CEPBHUCHBIX opraHusanuil. Knaccudukanus opranuazaumii # npea-
npuATHHE cdepbl youyr. Ilponeccsl ynpaBieHHs CEPBUCHOTO NMPCANPHATHA. DYHKIHMM M 3a0a4H
CEPBUCHOTO Npenupuaris. Opradu3allMOHHAs CTPYKTYpa CEPBHCHBIX OpPraHH3AIMHA W IIpPEIIIpH-
ATHH.

CyOBEKTBI MaNlOro ¥ CpPEIHETO NPeNPUHAMATENBCTBA M X 3HAUSHHME B CEPBUCHOM KOHO-
MyKe, PpaH9ai3HHT ¥ (paHYai3MHIOBbIE IPEANIPHATHAA B CEPBHCHOM IIPOH3BOICTEE.

Honstue 3¢ dexra 1 >pdexTHBHOCTH. BUnbl 1 xapakrepucTika 3¢ dekTusHoCTH. Dhdek-
THBHOCTH CEPBUCHOH AEATENEHOCTH H €€ OIEHKA.

Pone 3@@eKxTHBHOCTH B HHAYCTPHANARHOH W CCPBHCHON skoHOMHKe. CepBHCHas MOIENb
adpdexrnerOCTH. OueHKa 3¢ dEeKTUBHOCTH CEPBHCHOH MeaTenbHOCTH. CpaBHHTEIbHAS XAPAaKTEPH-
CTHKa CYLIECTBYIOIIHX IOIXOAOB K OLCHKE 3(()EKTHBHOCTH NPAMEHHTEIHHO K CEPBHCHOM Jes-
TENBHOCTH.

[TonsTHe coupanbEOR 3¢ GEKTHBHOCTH CEPBUCHOM NESITENBHOCTH.

Tema 9. MudopmannoHHLIH cepBHC

HEdpopManuoHHbIH CEPBHC M MHTCPHET-9KOHOMHKA. OCHOBHBIE 3NIEMEHTHI HH(OPMAITHOH-
HOro cepBrca. MexanusM HHGOpMAITHOHHOTO CepBHCa

OcnorHple BUIB HHPOPMALHOHHEIX YCIyT. Iludposrsanus yeinyr u pasBuTHE SNEKTPOHHBIX
ceppucoB. Co3nanye HHQOPMALHOHHEIX 0aHKOB H (a3 JIRHHBIX KIMEHTOB B IPOLIECCE OKA3aHHS 00-
CIYKHBAHUA KIHCHTOB.

Posp uHOpManKOHHBIX cHCTEM B chepe cepBrca. 3agady 1O BHEAPEHHIO HHPOPMAIHOH-
HBIX TexHonoruil B cepy cepruca. Mudopmanronubie TEXHONOTHE CEPBHCHOH AEATENLHOCTH B
COIMOKYIBTYPHOM cepBHce. Obnadnslii cepBuC.

ApToMaTH3anus OusHec-npoueccoB B cepe yenyr. JJOCTOHHCTBA aBTOMATH3MPOBAHHOM
CHCTEMBI HHAWBHAYAIBHOTO MIOAB30BATENA B cepe TypHU3Ma U CepBHCa.

4 cemecTp

Tema 10. Opranuzaunsa o0C/Iy:KHBAHHSA NOTPEOHTEICH YCayr

[Ipomecc okazaHHs yCHyT B OpraHH3ailMsaX cbepbl YCIyr Kak COCTABHAA 4AacTh CHEPHI cep-
BHuca. Llens, 3a0a4un ¥ IpHHIUNEL OpraHU3aIMHU Npoliecca 00CTyKHBaHKA. DakTOpE], BAHMIOIKHE HA
paboTty ¢ morpebureneM. ECTeCTBCHHEIC IPOTHRBOPEYNS MEXKAY HHTEPEeCaMH NPEeAIpUATHH, OKa3bl-
BAIOIHX YCIYTH, K UX NOTPEOUTEISIMHA.

Kommnexe MeponprsThii, HApaBIeHHBIX HA PealH3alHIO IPHHIMIIOB OPTAHA3AIHH 00CTy-
KHMBaHHA TOTPEOUTEINA Ha OCHOBE NPUMCHEHUS KIIHEHTOOPUEHTHPOBAHHBIX TEXHOIOT M.

Knaccndukanua u xapakteprcTuka GopM 0OCTyKHBaHHS MOTpeOHTENEH: 10 MECTY OKasza-
HHS YCIYT, cliocoOy IpHeMa 3aKa30B Ha YCIYTH, CPOKaM HCIOIHEHHMS 3aKa30B, II0 METOAAaM Opra-
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HH3aI[AA B3aMMOJCHCTBEA ¢ OTpeOUTENEM, IO CrocofaM pacyeTa, KOMIUIEKCHOS 00CTYXHBaHHE.
OTBETCTBEHHOCTE CEPBHCHOMH OpPraHH3aIlHH.

CepeucHas JedTeNbHOCTh B 001ACTH OBITOBOTO 00C/TYKMBAHKS HAacETEHHS. Y IIyymenue ob-
CIIy’KMBaHHA Ha OCHOBE MAPKETHHIOBBIX HCCIELOBAHUN.

Kagectso obcmyxupanusa norpedureneii. @akropbt 00C/IYKHUBAHUA: BpEMEHH, OCTYIHOCTE
yeayr. OCHOBHBIE IIOHATHSA H ONPEAEICHHA CEPBHCHOM NeATCNBHOCTH B OPradu3aluiax chepsl Ty-
pusMa M cepuca. [Ipapuna npenocrasnenns yenyr Hacenenuio B Poccuiickoit Oenepannm.

Tema 11. Hosble BHABI YCJIYT H NPOrpeccHBHbIE GOPMBI 00CTYKHBAHHS

HHaHOBaNMOHHEIE IIPONECCH KaK (akTop M3MEHEHMA CEPBUCHOH IEATENLHOCTH. MaTpHua
HHHOBauMi. MHHOBanmuu B chepe yenyr. Konuenuusa yenyru. MuasoBames B conpon3eoactee. Kan-
POBEIE, OPraHHU3allMOHHBIE, KYILTYPHEIE 3JIEMEHTHI HOBBIX CHCTEM MpeIOCTaBlIeHHS ycuyr. Pakro-
PEI YCIEINHOCTH CEPBACHBIX MHHOBAUMH. [IHHOBanMy B Mupe. Y poBeHb HEHOBAIMIL yeiryr. Monenu
YIIpaBJIeHHs HHHOBAIIMAMH B KOMIAHHIX.

Brenpenne HOBBIX BHIOB YCIYT H NPOrpeccUBHBIX hopM obcmyxuBanus. Ilpuuurs: cosna-
HHs ¥ BHCAPEHUA HOBBIX YCIIyT. BIisHUe BHEAPEeHHs HOBHIX BHAOB YCIYE B GopM 06CTYKUBAHHS.
Buenpenme HOBEIX TEXHONOIHH, ofecneunBatoIX HoNee COBEPHIEHHBIE CIIOCOOBI IPOU3BOACTEA U
notpebnenus ycuyr. Hosas dunocodus musaiina «ycnayr». Cambie BocTpeboBaHHEIC yCIyTrH B Poc-
cun. [IponBrkeHne HOBBIX yenyr. [IpHyrEB! Heyoad IPOABMKEHHS YCIYT HAa PHIHKE H CIIOCOOEI HX
yCTpaHeHus!.

DopMHpOBAHUE CTPATCIHE M TAKTHKH YIIPABJIEHHS [PEANPUSTHAME CEPBHCA, OCHOBAHHBIX
Ha BHEJPEHUY HOBBIX BHIOB YCIYT.

Tema 12. IIpodeccnonanbHOE NOBEACHHE B CEPBHCHOH XeATENLHOCTH H KYJAbTYPa 00-
MEeHAS ¢ KITHEHTaMHI

IlonsTHE NMpOdecCHOHATEHOTO | AENOBOTO 3THKETA. HOPMEI B NpaBHia Ipod)eCCHOHATBHO-
0 3THKeTa. DTHYeCcKast KyJIbTypa CEpBHCA.

HpagcTBeHHBIE KadecTBa padoTHHKA cephl cepBHCa KaK OHH H3 BEXYIHX JIEMEHTOB €ro
npodeccHOHATBHOM IPUTOTHOCTH.

OcHorHBle KaTeropuu >THKH. [IpodeccHonaTpHas 3THKAa paGOTHHKOB 0OCIYyKHBAHUS H ee
cymHocTh. Koaekce npodeccuoransHol y1uki. Kinouepsie $hakTopsl HMUKA.

JTHKA U 3THKET Tele(OHHOTO pa3roBOpa. JTHKET COCTARICHUS JENOBBIX [THCEM. DTHYECKHE
11podneMbl AHGOPMALHOHHOTO CEPBHCA.

[lonarue o kynbType obmenud. Kynprypa obmenus paboTHHKOR ¢ KiueHTaMH. KOMIOHEH-
THI KyIbTypbl 00meHus. Bo3nelicTBre KyabTypsl Ha noBeAeHHe noTpebuTens. OCHOBEI KOpHopa-
THBHOH KYJNETYPBI NPEANPHATHE ceprl yeryr. [IpoGnema conManbHOM OTRETCTBEHHOCTH. KyabTy-
pa peud CIIENMANHCTa Ha PeANPUSTHIX U OPraHH3alUsIX CepPBHCa.

Tema 13. KourakTHas 30Ha

«KontaktHas 30Ha» Kak ctepa peanusalliyll CEPBHCHOH AeATENLHOCTH. [loHATHE O «KOH-
TakTHOH 30He». CocTaB KOHTAKTHOH 30HBI. BUIBI KOHTaKTHBIX 30H: [0 HPOCTPAHCTBEHHOMY pac-
HOJIOWEHHIO, TI0 XapaKTepy MEHKIIHIHOCTHOTO PACCTOSHUSA B O0CTY KUBAHUH.

[Iponecc koHTaKkTa MEXIy KIHeHTOM H ucnonnuteneM. Coaepaxanue koarakra Odiuenne 1
B3aMMOJEHCTBHE ¢ KIMEHTAMH B KOHTaKTHOH 30He. [llecTs cTaguii cTpyKTYpHI OOIIEHuS.

B3auMOOTHOIEHH: CIENHATKCTA IO CEPBUCY M KIMEHTA B IIPOIICCCE OCYI(ECTBIECHHS CEp-
BHCHOH AeaTebHOCTH. OCOOEHHOCTH THYHOCTHBIX XapaKTePUCTHK padOTHUKOB KOHTAKTHOM 20HEL.

ITpocTpancTBO KOHTAKTHOH 30HBL. KOMIIOHEHTH! KOHTaKTHOH 30HBL. KimroueBble ¢axTopsl
Mozenu «Service actiony uiy «oBciyxuBaHue B jeicteun». OporT-oduc H 63k-0oduc. 30HHpOBA-
HEe oduca [IpuHuMnEl 30HHpoRarus oduca B pabodeit 30He: KaOMHETHBIA U OTKPBHITHIIL.

Tema 14. KoH@IHKTDI H 510051 IPH 00CIYKABAHHH KINEHTOR

KougpmuxT 1 ero uasl [IpuumHel koHQMUKTOR. Croco0bl paspelneHua KOH(AUKTOB. [1o3u-
THBHa CTOpoHa KOHGIHKTa. KOH(MUKT B CepBUCHON esTeTbHOCTH.

MexcyOBeKTHEIE cloco0bl IpeJOTBPAINeHHs M pa3pelieHus] KOHGUIMKTOB: cnocol YKIoHe-
HHsA, NPUHYXICHHA (IOJABJICHHA), IIPHCIIOCOONEHHS, KOMIPOMHCCE. YTpaBlIeHHsS KOHQIHKTHOM
CUTYyaIlHen.



KOHCTpYKTHBHEIE MOCTENCTBHAA KOHQIUKTHOR CHTYaIlUH KAk HOBOE Ka4YecTBO OTHOIIEHWH
yIpaBIcHAS.

Ilonstre o xamode. KamoOb! IpH 0OCHYKUBAHUH KIHEHTOB, UX IPUYMHEL THIB NOTpeOH-
Tenell. PeKoMeHManmH KOHCTPYKTHBHOMY YCTPaHEHHIO kanob. [To3UTHBHEIE TIOCIEACTBUS BHIUMA-
TENBHOTO OTHOMICHHUS K >Kaodam.

Tema 15. CepBucHasi AesITeIbHOCTH B HHAYCTPHH TYPH3MA K FOCTENPHHMCTBA

IToHATHA ¥ BHABI TYPHCTCKHX M 3KCKYPCHOHHBIX yeuyr. OIeHKa M KOHTPOJEL KadecTBa HC-
HOJHEHHS TYPUCTCKHX U SKCKYPCHOHHEIX YCIIYT.

ObcnyxHBaHHE TYPHCTOB H HacelNCHUA B CPEACTBAX pa3MENICHMSA, Ha IPEANPUATHIX 00ILe-
CTBEHHOI'O IIATAHM, B KYIETYPHO-Pa3BICKATCIBLHBIX YUPEKIEHNLX.

VYeIyra HHIOYCTPHH Pa3BIIEYEHHS U CIIOPTa: YCIYTH B 00NacTy pa3BiiedeHuil i OTABIXA, Op-
raHH3alHy ¥ IPOBEICHUS CIIOPTUBHO-MACCOBBIX MEPOTIPUATHH. AHMMAIHOHHBIH CEPBHC.

Tennennuu pa3BUTHS PHIHEKA BBICTABOYHOH HHIYCTPHH, B TOM HHCIE perdHOHaIBHOro. Co-
CTOAHHE M MEPCHEKTHBEI PA3BHTHA AENOBOre TypusMa. CepBHCHOE 00CIyKHMBaHHE NENOBBIX MEPO-
IIPHSTHH B KOHTPECCHO-BRICTABOYHOH NEeITCNBHOCTH.

Tema 16. CepBuc HA TPaHCIIOpPTE

Tpancropr ofIero IONB30BAHHA: KEIC3HOAOPOMKHBIH, BO3MYIIHBIH, MOPCKOM, aBTOMO-
OWNBHBIN, peqHOH TpaHCHopT, 00eCneyHBaOIMHA IEPERO3KH NTACCANMPOB H IPY30B H MPeIOCTaB-
JIEHHE YCIIYT TPAaHCIIOPTHOM IKCIIEAHLIHH,

TpancnopTHBIE yCIyrH 1O EepeMEleHHIO NaccakKiupoB, MaTepHANLHBIX IeHHOCTeH. TpaHc-
NOPTHBIE YCIYTH, CBY3aHHBIE C OpraHM3alyeii Iporecca OTIPABKY U ITOIyYeHHS Ipy3a.

be3onacHOCTE ¥ Ka4eCTBO TPaHCHIOPTHEIX YCIVT.

Opraguzanus cepByca IpU TPAHCIIOPTHOM 00CITy KHBaHHH.

Tema 17. Cepruc HeapmkumoctH 1 KKX

[lonsaTHe cepruca HEIBMXUMOCTH. TeXHOIOTHS OKa3aHH4 YCAyT B cdhepe HeNBHXKHUMOCTH, B
cnyx0ax cepBlca, YIPaBIAIONIUX KOMIIAHUIX, 00CTY)KHBArOIIMX JKUJIBIE W HEXKIIBIE 3/JAHHUS H CO-
OpyXeHHs, OOBEKTE] HEABHKUMOCTH.

OcoOeHHOCTH OKa3aHUA XUIMLIHO-KOMMYHAIBHBIX yciyr. IIpemocraBineHme KOMMYHAib-
HBEIX YCIYI' COOCTBCHHMKaM H IONB30BATCIM MOMCHICHHM B MHOTOKBAPTHPHBIX AOMAX M MKHIIBIX
ZIOMOB.

Opranusanus paboTeI ¢ HEIUTATENbITHKAMH 33 XKUITHIIHO-KOMMYHAIBHEIE YCITYTH.

Tema 18, OcoOeHHOCTH OPraHU3aAlHM NPEAOCTABICHUNA IOCYA2PCTBEHABIX B MYHHIIH-
NMAILHBIX YCIyT

Howsirue rocynapcrseHHOM ¥ MyHHIIATANEHOM yenyr. OCHOBHBIE HPHHLMOB IPEAOCTABIIE-
HEA TOCYINapCTBEHHBIX H MYHMLMIANBHBIX yenyr. Ofmue TpeGoBanHs K NPENOCTABICHHI) IOCY-
JAPCTBEHHBIX H MYHHUMIIAIBHBIX ycuyr. [IpenocraBnenne rocytapCTBeHHBIX M MYHHIIMIATBHBIX
YCIYT B MHOTOQYHKIMOHANBHEIX [IEHTPAX 110 IPUHIHITY "OJHOrO OKHA".

Opranmzaunst ¥ e¢ 0coOEHHOCTH TPEAOCTABICHUS FOCYAAPCTBEHHBIX H MYHHITHIIATBHBIX
YCIYT B MHOTO(GYHKIMOHAIBHEIX NEHTPAX.

Cogep:xaHue NPaKTHYECKHX 3AHATHH 10 JHCHMILINHE
3 cemectp

Tema.l. Ceppuc kak cnenudpudecknii BHI AeATeAbHOCTH

AHaTTA3 CIPYKTYPHL ¥ BHIOB CEPBHCHOH JESTEIBHOCTH, KaK MCTOYHHKA YIOBICTBOPEHUS
pasnoobpa3zubIx noTpebHocTel yenopeka.

PeabunmnTannoHHelii XapakTep cepBHca. 3aKoHBI, oOecledMBarolye peabHiHTAIHOHHEIE
IIPOIIECCH] B )KW3HH WHIWBHIA.

Dopma 3aHaAMUS — YCMHBLE ONPOC, 2PYRN06AS OUCKYCCUA, CEMUHAD-NPAKMUKYM

Tema 2. Ponp ¥ npeAHOCHLLITKM Pa3BHTHS CEPBHCHOMH AeATeILHOCTH

AHami3 CTPYKTYPHBIX M3MEHEHHUH B cepe yeuyr. BiusHRe COIMAaNBHO-KYIBTYPHEIX H3Me-
HEHUIl B 00IHIeCTBE Ha CHCTEMY IIoKa3zaTeNell, oTBevaroniell COBpEMEHHEIM LIEHHOCTAM, 3allpocaM H
npearroYTeHuIM norpedutencif. CrocoObl H METOABI HCCIIEOBAHUS CEPBHCE, HCIIONB3YEMBIX B YC-
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JIOBHAX CONMANBHO-KYIBTYPHBIX TpaHchopManuil B Pocchu, Kak CONHaIbHON CHCTEMBI HH/THBHY-
anbHOIrO OOCITYKHBAHHA C TOYKH 3PEHHS HAYKH O CEPBHUCE — CEPBHCOJIOTHH.

Knaccudukauus u cpaBHMTENBHBIH aHAIM3 OCHOBHBIX 3TAIOB Pa3BHTHA CEPBHCHOH Hmes-
TEILHOCTH B Poccuu.

Dopma 3anamus — yCmivlil Onpoc, ePYRNoSas OUCKYCCUS, PEYeHIUPOBANYUE BbICIIY e UL

Tema 3. CepBucHas AedTeIBHOCTh B PA3BHTHIX H PA3BHBAIOIUXCS CTPaHAX

Kpyrneiii cron. AHanu3 u cnenuduxa opraHu3allid CepRACHOH JesSTeTHHOCTH B PA3BHTHIX
cTpaHax (BEIOOp CTPaHBI OCYIIECTRILIETCSE CTYACHTOM CaMOCTOATENBHO)

Kpyraeni cron. Apanus ¥ cuelu@HKa OpraHu3alil CEpBUCHOH NEATENBHOCTH B Pa3BHBAIO-
UIAXCS CTpaHax (BHIOOP CTpaHbl OCYINECTBIAETCS CTYASHTOM CaMOCTOATENBHO )

Dopma 3anamus — doxadsl, Kpyeisill IO

Tema 4. CTpykrypa cdepsl yeayr H KiaccHUKAIHA THIOB H BHIOB YCIyT

AHaNN3 KU3HEHHOIO LUKIIA YCIYT, OKa3bIBAEMBIX TMPEINPUATHEM CEpBHCa B ropozae Bramu-
MHpE.

W3zyuenne u aganus obbekToB Kinaccuduxanmu (yemyr) B OKIL) 2 (uepapxmueckuii MeETOX
KJ1acCH(UKaINY, IOC/IeI0BATENbHBIH METO, 00NacTH IPUMEHEHUS, CTPYKTYpa KilacCHpHKaTopa,
JEeTaA3aINs YCIYT)

Dopma 3auamusa — pazdop KOHKPEmHbIX Cumyayuil

Tema 5. PeIHOK yeayr

AHanu3 cOCTOAHUS H Pa3BUTHA KOHKYPEHTHOH cpelbl Ha peIHKaX yermyr Biajumupcekoit o-
7acTé (PHIHOK arpoNpOMEIILICHHOIO KOMILIEKCa, PHIHOK 00pa30BaTelbHBIX YCIYT, PHIHOK MEIH-
IMHCKMX YCIIYT, PBIHOK YCIYT B cepe KyIbTYPBI, PHIHOK YCIIYT JKEJIHIIHO-KOMMYHAIBHOIO X035i-
CTBa, PBIBOK YCIIYI' IEPEBO30K HaCCAKUPOB HA3EMHBIM TPAHCIOPTOM, PHIHOK YCIIYT CBSI3H, PBIHOK
YCIYT COLIMANBHOTO 0OCTyKABAHHS HAceICHUA U Ip.)

Dopma 3aHAMUR - CEMUHAP-NPAKIUKYM, GHATU3 CUMYAYyULi

Tema 6. KauecTBo U olleHKa Ka4eCcTBA YCIYT

AHaJH3 Ka4ecTBa YCIyrT, IPeN0CTaB/AEMbIX B OpraHu3anuax chepsl ycayr r. Bnagumupe.

PazpaboTka 0IIpOCHOTO JIACTA IJIS OLICHKH YAOBIETBOPEHHOCTH IIOTPEOUTENS YCIIYTH.

Dopma 3anamuA - YCmHbll ONpoc, NPe3eHmayus

Tema 7. CepBucHas qeaTeILHOCTH KaK 00BEKT IPABOBHIX OTHOMEHHT

AHami3 OCHOBHBIX HOPMATHUBHBIX H IIPABOBBIX NOKYMEHTOB, PErYIHPYIOIIHX CCPBHCHYIO
AeareapHOCTh B Poccnn. JInueH3suposanue ceprHCHOM aearenpHocTH. CepTHHKays yeyT.

Dopma 3anamuA - 2pynnosas QUCKYCCUA, YCIHbLE onpoc

Tema 8. DddpexTUBHOCTD CEPBUCHOM JEATEIBHOCTH

ARani3 ¥ COCTaBNCHME TaluUIlsl NOoKasaTened KOHKYPEHTOCIIOCOOHOCTH CEpBHCHON Opra-
HH3allUH H BX XapaKTePHCTHK: KadecTBO CEPBHCA, BPeMs HCIIONHEHHS CEPBHCA, HOCTYIHOE KO-
4eCTBO MIPEOCTABIIEMOrO CEPBHCA, JOCTYIIHOCTh CEPBHCA, HH(GOPMAIMOHHAS JJOCTYIIHOCTE CEPBH-
ca, MOLHOCTh CePBHCA, PeHTA0CIEHOCTh CEPBUCA, HHHOBAI[HOHHAA THOKOCTh CEPBHCA U p.

Ipoanami3upoBats NpcANpHATHA cephl cepBuca, OKa3BIBAIOIIUE YCIYTH HACENEHHIO B TO-
pone Biagumup ¢ touky 3peHns BsaeHHs 3 dek THEHOCTH CEpPBHUCaA HA HHX.

Dopma 3aHAMUA - YCMHBIT ONPOC, AHANU3 CUMYayuil

Tema 9. Uadopmanuonanlii cepeuc

PazeuTie cdephl yeIyr B yCIOBUAX DUQPOBH3AIHH SKOHOMUKH.

0O630p CRM-cucteM (ynpaBleHHC BRaHMOOTHOIICHUSAMH € KIUEHTAMH) HA [pPeIUpPUsTHIX
COLMANBEHO-KYJIETYPHOTO CEPRMCA H TyPH3Ma.

ABTOMaTH3al{HH IPONECCOB YIPaBJEHMA B3aMMOOTHOLIEHHSIMH C KIIHMEHTaMH B KOMIIaHUAX
Mazoro Ous3Heca.

Dopma 3anamusd - YCMHBIU ONPOC, ZPYRR0BAS OUCKYCCUA, 3GuUma UHOUSHOVATbHBIX 300d-
HUE.
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4 cemecTp

Tema 10. Oprannsanusa o6c.TyKHBaHAA NOTpedATe eH yeuyr

AHaNN3 CTPYKTYPBL H COCTABa YCIYT ¢ TOYKH 3pEHHS NOTpeOUTENd, aHANMH3 MOAETCcH 06-
CITy>KMBAHHS U OUEHKH yIOBJICTBOPEHHOCTH, (POPMHPOBAHME NOKA3aTeNci H KpHTepHEB KauecTsa,
LE€HHOCTH H KOHKYpPEHTOCIIOCOOHOCTH YCIIYT,

Dopma 3auamua — anaius u pasbop KOHKpemHsIX cumyayuti, paboma 6 Maiblx 2pYRnax

Tema 11. Hosbie BUABI yeJIyr # nporpecciBHbie GopMbl 06C Ty KHBAHAS
AHaIH3 M XapaKTEPHCTHKA HOBBIX BHJIOB YCIYT H GOpM 00CITYKHBAHKSA, Ha TIPEAIPHATHAX TYPHCT-
CKOH HHIYCTpHH B Tropoje Bnagumupe (BHIOOp KOHKDETHOrO NPEINPHATHSA B Chepe TypH3Ma, Xa-
PaKTEpHCTUKA JAHHOTO OPCANIPHATHS MIIH OpTaHU3alii, OIIHCAHHE HOBBIX BHAOB YCIYT, ONMHCAHHE
CIocob0oB, METOIOB, MEP, CO3NAHHBIX IS NPUBJICUYEHHS KITHEHTOB K HCIOIb30BAHHIO HOBEIX BUIOB
YEIyT).

Dopma 3aHAMUR — YCIMHBLIL ONPOC, ananus U pazbop KOHKpemHuIX cumyayuil

Tema 12. IIpodeccronanbHoe NoOBeIeHNHe B CEPBUCHOM IeATEILHOCTH M KYJbTYpa 00-
IeHHUA ¢ KJIHEHTAMH

AHaIH3 polecca B3auMOACHCTREA ¢ KIMEHTAMHA M €TI0 0COOEHHOCTH: MOTHB B3aUMOAEHCT-
BHA W CTEIECHb €r0 BAXHOCTH, CTPYKTYPA OTHOUIEHHI ¢ NpeNCcTaBUTENIMHE 00IIeCTBEHHBIX IPYIII H
MEXIIMYHOCTHBIX OTHOLICHHI; O0IeHre ¢ YYeTOM HHAUBHUAYAIBHEIX 3allpOCOB U SMOIHOHANEHOTO
COCTOAHHA IIOTpeﬁHTeI[H; PErYIPHOCTE, HCPHAOJHYHOCTD B3aUMOJEHCTBHYA KaK CO3JaHHE IIepco-
HUQUIIMPOBAHHOH CpemBl; SCTETHUCCKHE JIIEMEHTHI OKPYKAIOUIErQ IPOCTPAHCTBA W ITHYECKHE
HOPMB! M [IPAaBHJI4; pe3yJbTaT B3aHMOJAEHCTBHSA - (DYHKUMOHAIbHOE HAa3HaYE€HHE YCIYTH, HIH IO-
NIe3HOCTh, KOTOpas OLICHHBACTCA OOBEKTHBHEIMHE H CYOBEKTHBHBIMU KATCTOPHAMU (YIOBIETBOPEH-
HOCTh/HEYJOBIETBOPEHHOCTE OTPEOHTENS).

CocraseHde TabMUIBL «DMEMEHTHI KYNBTYPE! CEPBHCHOIO B3aMMOJEHCTBHA H HX COASPIKa-
HHE».

Dopma 3aHAMUAL — YCIHBLI ONPOC, AHARUS CUMYAYUL, PABOMA 8 MALLIX ZPYHINAX

Tema 13. KoaTakrHas 30Ha

Opranmzanys IpoOCTPaHCTBA KOHTAKTHOM 30HBI CEPBHCHOTO NPEINPHATHS (IpelfipUATHE
oIlpefie/IfeTcA CTYASHTOM IO COITIACOBAHHIO ¢ TIPeno/iapaTeleM): HOMEINeHHE KOHRTAKTHOR 30HBI H
€r0 KOMIIOHEHTAMH, [IpHIErapmas K NOPSJIPUITHIO CEpBHCA TEPPUTOPHS, pPEKIIAMHO-
XyIOXKeCTBEHHOE 0(OpMIEHHE NPEANPHATHA CepBHca (BBIBECKA) ¢ 0D03HAYCHHCM (YHKIHMOHATE-
HOH NpuBRaIexKHOCTH (B Tabmunoit GopMme).

Dopma 3anamus - yCMHBIU ORPOC, NPE3eHMAYUS, 3QULUMA UHOUBUOYATbHBIX 3a0aHUT

Tema 14. Ko auKThI H Kan06b1 IPH 00CIyKHBAHHHE KIIHEHTOB

Tpenunr mist pa3BUTHS HABBIKOB 3(PEKTHBHOTO pEIUCHHA KOHGIHKTHRIX CHTYAlMH B cep-
BHCHOM JesitenbHOCTH « KOH(IMKTEI B Iponecce OKa3aHUs yCiIyr: IMyTH X pa3pellcHHs B CEPBHC-
HOH JeATEILHOCTHY.

Onucanne KOHQIMKTHOM CHTyalMM Ha CEPBUCHOM [PEHIPUATHH, YKa3aHHE PONH B KOH-
bnuxte (norpeburene Hiu palOTHHK CEPBHCHOTO NPEANPHSTHA), NMPHYHHA KOHQIMKTA, FMCXOI
KOH(IMKTA, NPEIIOKECHHI CCPBUCHOMY MPEANPHUATHIO O YCTPAHEHHI) MOIOOHBIX KOH(IMKTHBIX
CHTYaI[Mii.

Pabota ¢ »xanobaMi KIHEHTOB M pEKIaMallisaMK B NPOIECCEe OCYUICCTBICHHS CEPBHCHOM
neqarenpHocTH. CHeTeMa yIpaBiIeHUS xanobaMy B OpraHu3al|AX TYPH3Ma H [TIO3HTHBHOTO MBIIILIE-
HHA CIENHAaNHCTOB CIyxO0bl cepBuca. Knaccubukamug xanod v 3¢pexTHBHBIA alropaT™ JeHcT-
BHII.

Dopma 3anamus — mpeHuHe, paboma 8 MAILIX ZpYnnax

Tema 15. CepBrcHas NeATEIBHOCTL B HHAYCTPMH TYPH3M2 H FOCTeIIPHAMCTEA

AHanmH3 KOMIONeKca TYpPHCTCKHX yenyr. Crnenudrka NpelocTaBICHHS CEPBHUCHEIX YCIYT B
TYpH3Me H HX NOTpeOHTEIH.

Anamuaz 'OCTa P 50690-2017 Typucrckre yenyru. O0mme TpeboBanus.

Dopua 3aHAMUA - YCMHBII ONPOC, 2PYIN0GAs OUCKYCCUA
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Tema 16. CepBrc Ha TpaHCIOpTE

AHaTHA3 pEIHKA TPAaHCNOPTHBIX YCInyT BIaguMHpPCKOTO perHoHa.

BrI1O0Op COBPEMEHHEIX METOIOB U OIpE/eNICHHE NEPCIECKTHBEL TO3UIHOHAPOBAHMS CCPBHC-
HOH YCJIYTH Ha TpaHCIIOPTE.

Anamns ['OCTa P 51006-96 Yenyru TpaHcnopTEBE. TepMHHEL H OIpeeeHuS.

Dopma 3anamusa - YCMHbLI ORPOC, 2PYRN08as OUCKYCCUS

Tema 17. Cepeuc HeapmxumocTH 1 JKKX

OneHka Ka4yecTBa NPEAOCTABICHHA YCIIYT yrpasisromei komnaruei JKKX B ropose Bna-
AEMHEpPE (II0 BRIOOPY CTy/AeHTa). M3ydeHHe perHoHanbHOM TpeXypOBHEBOM CHCTEMbI KOHTPOJS B
XKUNEIIHOH cdepe: rocy apcTBEHHBIH KUMMIIHLI HAT30P, MYHHIUNAIBHBIN JKHIIHIHEIH KOHTPOIE
¥ O0IIEeCTBEHHBIH KOHTPOMD. V3yuenne IesTeNbHOCTH PErdOHATBHOM HEKOMMEPUYECKOH opraHu3a-
e «OKKX-KOHTPOJIby.

Dopma 3auamus - Yemuolli 0npoc, 2pyRno6as QUCKYCCUst

Tema 18. OcobeHHOCTH OPraHH3alMA NPeJ0CTABICHAS FOCYAaPCTBEHHBIX H MYHHIIH-
HAJIBHBIX YCJIyT

AHanu3 rocyaapcTBeHHOH nporpammel Bnamgumupckoit obiactn "CHuKEHHE aaMHEHHCTpa-
THBHBIX OapeepoB, ONTHMM3alMsi M IIOBBIOICHHE KA4eCTBA IPCIOCTABICHHS OCYIAPCTBEHHEIX M
MYHHIMIIAIBHEIX YCIYT, B TOM YHCJIEe Ha 0a3se MHOTOQYHKIMOHANBHEIX IEHTPOB MPENOCTABICHAA
rOCyIapCTBEHHEIX ¥ MyHHLIMIANEHBIX YCIYT Bo Biagumupcekoi obnacty, sa 2014-2023 roger”.

Dopma 3aHAMUA - YCMHBLU ONPOC, 30ULUMA UHOUBUOYANBHBIX 30N

5. ONEHOYHBIE CPEACTBA JJId TEKYIIET'O KOHTPOJIA YCIIEBAEMOCTH,
MPOMEKYTOYHON ATTECTAIHH I1I0 HTOT'AM OCBOEHUS JUCIMILIAHDBI
H YYEBHO-METOUYECKOE OBECIIEYEHUE CAMOCTOSITEJILHOH PABOTHI
CTYAEHTOB

5.1. Texymui KOHTPOJB YCIEBAEMOCTH IPOBOANTCH B (hOpMe peHTHHI-KOHTPOJIS TPH pasa B Ce-
MeCTp. 3aJaHus UL IPOBCICHHS TEKYILErO KOHTPOJS PHBEICHBI HIKE.

3 cemecTp
PefiTnHr - koHTpOab Nel:
Jcce M0 BONPOCAM.
1. LlerHocTr, co3naBaeMble CEPBUCHOM JAeATENBHOCTEIO.
2. IIpoananusupyiiTe noTpedHUTENEM, KaKUX YCIYT BHL ABISETECH, H KaKyio cyMMy BhI Tpa-
THTE Ha Pa3IMYHBIC YCIYTH MECSLL.

3. Ilo BamieMy MHEHHIO, MOKHO JIH IpROOPECTH YCIYTY BOpPOK?
4. Ponb cepBHCa B XXH3HH HHAHBHIA.
5. Bnusiaue cepsuca Ha ¢yas0y M CHACThE MOAEH.
6. Brusuue ceMbU Ha pa3BUTHE CEPBICA

PeitTanr - koHTpOIB Ne2:
TecTOBbIE 32N aAHUH
1. Bee neodxoxuMple MepouUpHATHS, NPeIHA3HAYEHHbIe N8 (AaKTHIECKOTO yIOBJIe-
TBOPEHHS CYNIeCTBYIOMHEX MOTpedHOCTEIH, COCTABAAIOT:

1) cepBUCHYIO eATEIBFHOCTE;
2) ipaBa notpeOATETEH;
3) connanbHyio chepy;
4) 3ab0Ty rocynapcraa.
2. Ha peidKe CepBHMCHBIX YCIYT OPeo0/IaJaroT Npe pPHATHA:
1) KpyIIHEIE NPEANPHUITHS TOCYJAPCTBEHHOH (OpMBI COOCTBEHHOCTH;
2) MeITKHe NpeAIpPHATHA YaCTHOM COOCTBEHHOCTH;
3) KpynHBIC MPeIIPHATHS YACTHOH GOPMBI COGCTBEHHOCTH;
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4) MenKue peNpHATAA ToCYAApPCTBEHHON GOPMBI COOCTBEHHOCTH.

3. Bnepehle npaga NOTPeOHTEIS OBIIM BPOBO3LIANIEHBI B:

1) 1985 r.;

2y1941r.;

3)1962r,;

4)1970r.

4. Kakue yclryru oTHocsTCS K COMHANLHO-KYJILTYPHBIM:

1) ycnmyru KyJIbTYpEL, CIOpTa, TYPH3MA, OPTaHU3aIHs OTIBIXA H JOCYTa;

2) oOpa3oBaTeNbHBIE YCIIYTH;

3) ycIyrH aBTOCEpPBHCA;

4) yeIyru HHOYCTPUY MHTAHHUSL.

5. Ycayra — 310 pe3yabrar:

1) HenocpeaCTBEHHOrO B3aMMOACHCTBHS MCHONHUTENS U NOTpedUTENId, a TAKKe COOCTBEH-
HOW AeATENBHOCTH UCIIOJIHUTENS YCIYT 110 YAOBICTBOPEHHUIO IOTPEOHOCTH MOTPEOUTENS YCIIYT;

2) TpyIoBOIt IeSTeNBHOCTH, B IIpolecce KOTOpoH co3nacTed cneunduyeckas norpedurens-
Has CTOUMOCTE;

3) camopeanu3aliy IOKyNaTes,

4) HeT BEpHOI'C OTBETA.

6. Hazosure nojgcexkrop cpepobl cepeHca:

1} mpOW3BOACTEO MATePHANBHEIX YCIYT;

2) IpoH3BOACTBO HEMATEPHANLHBIX YCIIYT;

3) ynpaBneHHE;

4) conmaneHOE 00CITyXKHBaHHE.

7. IlepevncianTe KiaccHpUKANIAOHHBIE IPH3HAKH YCIYT:

1) crapaapTH3HPOBAHHBIE H TBOPYECKHE YCIYIH;

2) KOMMEPYCCKHE B HEKOMMEPYCCKHE YCIIYTH;

3) 9MCTEIE M CMEINAHHEIE YCIYTH;

4) BCe OTBETHI BEPHBIE

8. PeIHOK ycayr - 3T0:

1) ocHOBHEBIE KOMIIOHCHTEI MapKETHHT;

2) QyHKUMH MapKETHHIE;

3) cerMeHTEHI MapKeTHHIA;

4) MapKeTHHIOBAs Cpela.

9. CepBHCHBIE YCJIYIH OTJIHYAKTCH 0T TOBAPOB:

1} Heocs13aeMOCTRIO;

2) OIpeneACHHONH CTOUMMOCTHIO;

3) cmocoboM MOCTABKH IOKYIATENIO;

4) TeTepOreHHOCTBIO.

10. Paziu4anT clieaylomye THIBI YCIyT:

1) Ipou3BOICTBEHHEEIE;

2) mpodeccuoHANLHELE;

3) pacupeeIIUTENbHEIE,

4) noTpebuTENLCKHE.

11. Ha xako#l cTaguH KH3HECHHOI'0 IHKJIA YCIYTH OCYIIECTBIAAKTCH AKTHBHBIE PeK-
JaMHBIe

MepONpHATHA B Nponarasjia:

1) cragun pa3paboTKH YCIyIH;

2) cTagHy BHEAPECHHS YCIIYTH,

3) CTalMK poCTa NOTPEOICHNUS,

4) cTamuy 3penocTH.

12. Cragusa HachlmeHHA PLIHKA YCIyroli XapakTepuzyercs:

1) obocTpenneM mporecca KOHKYPEHITHH,
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2) mpexpameRreM IIPOH3BOCTBA YCIVIH H 3aMEHOH ee Ha VCIIVTY-HOBHHKY,

3) HENOCTOAHCTBOM Ka4ye¢CTBa YCIIYT;

4) aKkTUBHBEIMH MapKETHHIOBBIMH MEPOIPUATHAMH.

13. Kakue xapakTepucTHKHA NPHCYIIH YCIYram:

1) HeocA3aeMOCTB,

2) HECOXpaHIEMOCTE;

3) HeIOCTYTIHOCTB,

4) HEIOCTOSIHCTBO Ka4yecTRa.

14. ’KusHeHHBIH BHKJ YCJIYTH 3T0:

1) MOMEHT noTpeOIeHNS YCIYTH;

2) BpeMs ¢ MOMEHTA BBIXOJA YCIIYyTH Ha PHIHOK J0 YX0/a ¢ PhIHKA;

3) BpeMs OKasaHus yCIyIH;

4) HeT BEpHOTO OTBETA.

15. IlponsBoacTBO B MOTPedACHHE YCIYT TeCHO B3aHMOCBSA3AHbLI H HE MOKET OLITHL pa-
30pBaHo BO BpeMenH. K kakoli XapaKkTepHeTHKe YCJIYTH OTHOCHTBCH 3TO YTEBEPIKICHHE:

1) neocazaemocTs;

2) HENOCTOSHCTBO KAYeCTRA,

3) Hepa3pHIBHOCTE IIPOM3BOJICTRA H MOTPEGIICHAS YCIIYT;

4) BCE OTBETH! BEPHEIE.

PefiTunr - konTpoas Ne3: noaroroBKa Qo0Kaaga
IIpaMepHas TeMaTHKA T0K/JIa10B
(Moxcem Ovime paACUIUPEHA C YHEMOM UHMEDECO8 CMYOEHIN08)

1. HcTopuueckoe pasBUTHE CEPBHCHOM NEATENHHOCTH U OCOOCHHOCTH €€ CTAHOBIEHHS
B COBPEMEHHOM MUpe
2. Alanus CEpBHCHOH AEATENBHOCTH Ha NPEONIPHATHE chephl Typu:sMa (Ha npuMmepe

KOHKPETHOTO IIPEIIPHATHS 110 BEIOOPY CTYIAEHTA)

3. HHTepHET-CEpPBUCEH! B CCPBUCHOMH NeATeILHOCTH

4. MudopmannoHHbIH cepBHC: NIPOOIEMBI H DEPCIEKTHBEL PA3BHTHA

5. I'mobanpEBIe HHPOPMAIIMOHNHEIC CETH i CEPBUCHAS ASSTEINLHOCTE

6. CepeucHas NeATENBHOCTE B YCIOBHAX ITI00AIH3ALUI: TEHASHIMH | NIEPCIEKTHBE

7. bpenaupopanne Kak HHHOBAIHOHHBIM HHCTPYMCHT HPOIBHKECHHSA MPOMYKTIa Cep-
BUCHOH N€ATEIBHOCTH

8. HHHOBaruH B COLMOKY/ILTYPHOM CEPBHCE

9. Koprioparusnas KyisTypa B CEpBHCHOH J€ATEIBHOCTH

10.  BnuaHue HaUMOHAIBHBIX (PETHOHANBHEIX, HNPHPOTHO-KIHMATHYECKHX) OCOOEHHO-
CTelt Ha OPraHH3aHIO CCPBHCA

11.  CepBHCHasA AEATENBHOCTh KaKk (aKTOp KOHKYPEHTOCIIOCOOHOCTH MPEANPHATHS Cep-
BHCA

12. CepBuc KaK cOUHanbHbA GeHOMEH

13.  CeppucHas IesSTEeIbHOCTh KakK CHoco0 YIOBICTBOPCHHSA OONIECTBEHHBIX NMOTpebHO-
cTei.

14, Hsmepenue polM CEpPBHCHOHM JEATENBHOCTH B 3KOHOMHMYECKOM H OOINCCTBCHHOM
Pa3BUTHU.

15.  CepBucHas neSTeN-HOCTD KaK YacTh COBPEMEHHOM KyJIbTYPHIL.

16.  OcobeHHOCTH pa3BUTHS CEPBUCHOM NesTellsHOCTH B COBpEMEHHOM Poccuu.

17.  Oprasuzanus cepsrca B0 BnaguMupckoM perdoHe: npo0aeMsl H MepCIEKTHREL pas-
BHTHS

18.  KagectBo, 6€3011aCHOCTL YCIYT M KYIETYPA CEPBHCHOM ASITENLHOCTH

19.  CpenmaneHble IPOrpaMME] JOSUTEHOCTH KIIHEHTOB

20.  PazBuTHe cpephl NPENOCTABIECHHS FOCYJAPCTBEHHBIX H MYHHIIHNAIBHBIX YCIYT

21.  busHec-MHKYOaTOpBI KaK MEXAHM3M pa3sBUTHI MAIOro OusHeca Poccunm
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22.  Tlosbmuenue 3GQeKTHBHOCTH YNPABICHHS NPEANPHATHAMHA chephl TypH3Ma U cep-
BHCA HA OCHOBE BHEJpeHHA HHPOPMAIHOHHEIX TEXHOJOIMH

23. ObnausmIii cepBUC Ha NpeAIpUATHIX BraguMupckoii obnacta
24.  TenpmeHUMU pa3BHTUA PHIHKA 00Pa30BATENBHEIX YCIYT
25. Cucrema cOIHaIBHBIX YCIYT B COBpeMeHHO#M Poccuu

Tpebosanns Kk oopMiIeHHIO TOKNAAA

Texer moxnana nomkeH ObITH HabpaH B TeKcTOBOM penakrope MS WORD, ofiee konuve-
CTBO CTPAHMI[ HEYATHOrO TEKCTA - He MeHee 5, Times New Roman 14, uarepsan, 1,5.

Jloxnan T0JDKHA MMETh THTYIbHBIH JIMCT ¢ HauMeHoBaHueM BY3a, xadeaprr, TeMBl JoKna-
Aa, ®HO cTynenTa U npenonaparteis; MeCTa HATUCAHMA U FOIA.

CrpaHu1lk! DODKHEL OBITH IPOHYMEPOBAHE], 0013aTEIBHEI IIPABMIBHO OPOPMIEHHBIE CCBLT-
K BHYTpM TekcTa. lIpH Hcnonp30BaHUH HMCTOYHHUKOB CHENyeT B CCBUIKE YKA3bIBATHCH MCTOUHHK
3auMCTBOBaHmA. CIUCOK HCIONB30BaHHOM IHTEpaTypEl 00A3aTeNeH,

5.2. IIpoMe:XyToUHAS aTTeCTAIHSA 10 HTOraM OCBOEHHUS THCUHILTHHLI — 3a4én.

Bonpockl K 3a4eTy 110 JHCUMILIHHE

1. Poas ceprl cepBrca B YCIOBUSIX COBPEMEHHOH MHPOBO# SKOHOMHEKH.

2. OcHoBHbIE BUABL M CTPYKTYpPa ACATCIBHOCTH

3. Bubl CepBUCHOH NeATeTbHOCTH.

4, PeabunuramoHHEI XapakTep cepBHCa.

5. Hcroprieckue 3Talbl pasBUTHS YCAYF B CEPBHCHOM AEITEIBLHOCTH

6. Ponb rocyaapcTBeHHBIX MEXAHH3MOB B Pa3BUTHH YCIIYT.

7. Codepa ycayr: Tpu 3Tana pa3BUTHS LHHUBWITH3ANNH - B JOHHAYCTPHAIbHEIA, HHIYCT-
PUANBHBIA M IOCTHHIYCTPHAIBLHEIN.

8. OTanbl COMATHCTHYECCKOTO Pa3sBUTHS CHEphl YCIIYT.

9. XapakTepHCTHKA CEPBMCHOH JACATENbHOCTH cTpaH 3amazHoi Esponsr m CepepHoi
AMepHuku

10.  Ilponeccel MEAYCTPHANU3ALMHE K MOJICPHH3AIHH PA3BHBAIOIIUXCS CTPaH

11.  Knaccugpukaiuus THIOB H BUAOB YCIYT.
12. MarepuansHee YCIyTH.

13. CoumanbHO-KyIbTYpHBIE YCIYTH

14.  XapakTepHCTHKa yChyr.

15,  JKuM3HEHHEBIH NMKII yCIYIH H CEPBHCHOTO MPOAYKTA.

16. PriHOK yCnyT B ero 3HaveHHE.

17. MupoBo#H pBIHOK YCIyT

18.  Cocrognue, mpodIeMHl H MEPCIEKTHRE PA3BHTHA PhIHKA yCayT Poccun

19.  Mogens xagecTBa YCIYT.

20.  Meromuka SERVQUAL

21. Meron «TauHCTBEHHOTO MOKYNATENT»

22.  MerToas! OIIEHKH YIOBIETBOPEHHOCTH NOTPeOHTEIS YCIYTOl.

23. 3¢ ¢dexTHBHOCTE CEpBHCHOH IEATENFHOCTH H €€ OICHKA.

24.  Ananu3 xadecTBa yCNyT, IPEIOCTABISIEMEIX NPEAIPUATAIME BraguMuapckoil obiac-

TH
25. CyOBEKTBI MAJIOTO U CPETHETO NPEIIPHHAMATENBCTRA M X 3HAYEHHE B CEPBHCHOM

3KOHOMHKE.
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4 cemecTp

Peiirunr - konrpoas Nel,

Brmonnenne HAAHBATY ATLHBIX 3aJaHni. MOHHTOPHHT Ka4ecTBa 00C Y KHBAHMS.

1. Boibpars ¥ oxapakTepH3MpOBaTh MPEANPHATHE CQEPHI CEPBHCA, TYPH3IMA M FOCTENPHUMCTBA, Ha

KOTOpOM GYJICT HPOBOAUTBECA MOHHTOPHHT Ka4decTBa oﬁcnyxmaanm.

2. Pa3paboTare YEK~JIHCT AJI OLEHKH KadecTBa OOCTYXKHMBaHMS C y4eTOM crieUHGMKd BHIOpaHHOM

OpranusanMu cepsHca. IIposecTH aHanu3 ¢ NOMOLIBIO YEK-TUCTA B PACCMATPUBACMON OPraHHU3alliU B cdepe
CepBHCa, TYPH3Ma U rOCTENPUHMCTBEA W MHTEPIIPETUPOBATE [10JYYEHHbIE PE3YIIbTATHI.

3. IlpennoKHUTh KOMILIEKC MEPONPHUATHI, HATPaBICHHEIH Ha NOBBILIEHHE KAYECTBA B NPOLIECCE Mpe-

JOCTABJIEHHS YCITYT B ciepe CEpPBHCA, TYPHU3Ma M TOCTENPHUMCTEA.

ep -

waos o NAD

TR NS TR RO TP

.

¥

TP NAL TR aADn

4

OB ean

PeiiTuHT - KonTpoJab Ne2.
Tecropbie 3agaHun

YTo 0THOCHTCH K (PAKTOPAM YCIEIIHOCTH CEPBUCHBIX HHHOBAL MY
COTIPOH3BOJCTBO ¥ KOOPAHHAIIHS,
rHOKHi MacIiTad IPOU3BOACTBA;
rocyJapcTBEeHHasd MOICPIKKa;
[IporpamMMa JOSIBHOCTH KIHEHTOB.
Kakue gopMEI 00Ty KHBAHHS OTHOCATCH K IPOrpecCHBALIM?
CaMOOOCTY KUBAHHE
IIpeABAPUTEIBHBIN IPUEM 3aKa30B 10 Tene(OHY M HHTEPHETY
DeCKOHTAKTHOE 0OCHYKUBAHUE 110 MECTY JKUTENLCTRA
MaccOBOE 00CITYKHBAHHE
Kaxue Buap1 miuceM oTHOCATCS K Tet0BHIM?
[Tucemo-npeTeH3us
JNEeKTPOHHOE
I'apanTiiiHOoe THCEMO
3aKazHoe MUCHMO
Kaxk Heo0xoaumo cefst BeCcTH ¢ Bameil TOYKM 3peHHs NPH 00Oy KHBAHMN KhdenTa?
[Tocrapatscs nepenenarTs KIKEHTA 32 HECKOJBKO MUHYT OGIIEHHS ¢ HUM.
ITposBisaTE BELAEPKKY U TEPIICHUE.
Hukorna me ocTaBiaTs 0e3 BHHMAHWS IPETEH3HH H BO3PAKEHHS 3aKa3UHKOB.
bepeds cebs1, 0TBE9ATH Ha IPYOOCTh PABHOILYIIHEM
YTo oTHOCHTCS K IPAMOMY BHAY J€JIOBOr0 00LIEHHS:
Tenedonnslit pazrosop
IIporenenune neperoBopoB
OrnpaBka rapaHTHIHOTC NKUCHEMA
DIEKTPOHHOE ITHCBMO.
KakHe XapaKTepHCTHKH COCTAB/ISIOT KOPIOPATHBHYIO KYJAbTYPY?
KyNbTYpa 00IIeHHUs;
TPaTHITHH OPTaHH3AUHA,
TIOJIOAKEHUE KKIOT0 COTPYAHMKA B OpraHH3AlIHH,
IIEHHOCTH ODIIECTRA.
CdopmynupyiiTe 0CHOBHBIE 1IeJIH PaGoTHI ¢ MOTpeduTEIeM:
TIPUBIEYEHHE KIIHEHTA;
3aKpellIeHHe IOTpebHTeNd B Ka4eCTBE HOCTOSHHOTO,
CO3JaHHe KOHKYPEHTHOH cpeabl
HCIONB30BalKe IOTPeOUTeNA KaK HOCHTENA OI0XHTeNBHOM HHMOPMALIHK O NPEANPASTHH.

Ha3zopuTe NpHYHALL, NPensTCTBYOMHAE 00pallennio moTpeuTemei:

OoIpII0E pACCTOAHHE 10 IPEANPHITAS chephl CepBHCa WIIH HEYTO0OHOE €ro PacTonoKeHne
OTCYTCTBHE YAOOCTB BO BpeMs OXKUJAHNS BHIIOTHEHHMA WM OKA3aHHUS YCIYTH
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C. HECOOTBETCTBHE OKOHUYATENBHOM CTOMMOCTH 3aKa3a 1o CPaBHCHMIO C HCpBOHa‘IaJ'II)HOI:'I
d. oTcyTeTBie MHOpPMALIUE O HEM

9. Kakne nomemenusi K ¢poHT-0QHCY CEPBHCHOIO NIPEANPHATHS?

a. pecelmH

b TEPEroROpHAsL

c. cepBepHas

d. 30Ha OTABIXA JITA COTPYAHHKOB

10. Kaxue ycJIyru 1eMoOHCTPHPYIOT (0J1ee BHICOKHIT YPOBeHb HHHOBALMI1?
a. HHPOPMaLHOHHEIE

b TPaHCIOPTHERIE

c. YCIYTH pO3HUYHOM TOProBIx

d (bHHAHCOBEIC

PeiiTHHT - KOHTpOAB Ne3: 3amuTa npe3eHraumi
Temamura npezeHmayuii
(mooicem Obime pACUUPEHA C YYEmOM UHMEPECO8 CHIYOeHMO8)
1. OcoGeHHOCTH OpraHM3auy KOHTAKTHOM 30HEI IPEIIPUITHEH CEpBHCa.
2. Ilcuxosorugeckoe aceKTHl Iponecca 00CIyKUBaHUS.
3. Cnequdmxa 00CTyKABAHMA Pa3HbIX COLMANBHBIX TPYIII
4. TIpoW3BOACTBO YCIYT M CEPBHCHOIO IPONyKTa. IIpoM3BOACTBCHHBIC acleKTHl mpouecca obCy-
JKHBaHUS.
5. CepBHCHBIE YCIIYTH aBTOCAIOHOB
6. BzaumopeiicTeue ¢ noTpebHTENEM YCIYT KaK YIpaBleHYecKas 3a/aqa.
7. CrreruansHEIC IPOTPaMMEI JIOANBHOCTH KIHEHTOR DanKa
8. CtpaxoBbie ycnyru
9. CoBpeMeHHBII CEPBHC B FOCTHHHIAX, OTEIIAX
10. PerHOK yenyr
11. Yenyru nna 6uzneca (b2b)
12. PEIHOK TPaHCIIOPTHBIX YCIYT
13. Yenyru nns pereii: OuzHec-ujen B cepe paspieyeHn: U 00pa3oBaHus
14. IlonesHsle CEpBUCHL AU CTapTaIOB
15. Opranu3zanug cepBHCa C YIETOM HAIlHOHATBHO-PErHOHAIBHEIX 0COOEHHOCTEH 00CY KHBAHS.
16. Opranmsanud cepBHca B FOCTUHHMLAX BIajIMMUPCKOro pEernoHa: MpoOIeMBl M MEPCIEKTHBEL
Pa3BHTHIL.
17. BnusaHAe IpoBeIeHHS MEX/TyHAPOIHBIX MEPOIIPHATHI Ha pa3BUTHe BnaguMupckoro pernosa.
18. MlaTepakTuBHEIE cIOCOOH! B3aRMOIEHCTBHS ¢ HOTPEOHTENIMH SKCKYPCHOHHBIX YCIIVT,
19. busaec-uaen B cepe YCIyr.
20. T'C XXKX: ceprucH m:1d nmoTpebutenei.

TpeGoBanua K 0GopM/ICHHIO NIPe3eHTAINH

Texcr mpezenTanyu (oflee KOOHYMECTBO CAalNoB OT 8) momkeH OBITE HabpaH B TEKCTOBOM
penaktope MS POWER POINT.

[Ipe3zenTanus momKHA MMCETh THUTYNBHBIM MHCT ¢ HamMmeHoBanueM BVY3a, xadeapsl, TeMsl
npesenTauuu padotsl, MO cTryaeHTa ¥ nipenogaBaTess; MecTa HAMHCaHus ¥ TOIa.

Crnalinsl TODKHBEI OBITH IPOHYMEPOBAHE]; 00s3aTeIbHBI IPABHIBHO 0GOPMIICHHEBIE IOCTPA-
HHUYHBIE CHOCKH WIJIH BHYTPH TEKCTa.

Ipu Mcnone30BaHUH HCTOYHHUKOB CHEOYET B CHOCKE MM CChUIKE YKA3hIBATh HCTOUHHK 3a-
HMCTBOBaHHS.
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3.2. Ilpome:xyTouHAas ATTECTANMS M0 HTOTAM OCBOCHHS THCIHILTHABI — IK3AMEH,

Bonpocs! k hk3aMeny:
1. CepBucHas NesTEILHOCTD ¥ €€ HEH.
2. CepBucHas IeATeNbHOCTE KaK GOopMa YOBNETBOPEHMS IOTpebHOCTEH
3. Ponb ciepsl cepruca B yCIOBHAX COBPEMEHHOM MHPOBOM SKOHOMHKH.
4. CepBHuC ¥ €10 BHABI
3. HcTopuueckue 3Tansl pasBAETHS CEPBUCHOM NeATENBHOCTH

6. Cdepa ycnyr: Tpu 3Tana pa3BUTHA [UBHIH3ANUHA - B JOMHNYCTPHAILHBIA, HHAYCT-
PHAIBHEIH U DOCTHHIYCTPHATBHBIH.

7. CepBHCHas IeATeIbHOCTh B Pa3BHBAIONIAXCS CTPaHAX MUpPA

8. CepercHas JeATEIBHOCTD B PA3BUTHIX CTpaHax MHpa

9. OcobennocTy cepBucHOil aesitensHOCTH B Poccnn

10.  Venyra kak crienugryecKHii NPOAYKT CEPBHCHOM eATENbHOCTH

11.  XapakTepUCTHKa MATEPHAIBHBIX YCIYT

12. Opranuzanus o6cnyKHBaHHA MoTpebuTeIeH yCayT

13.  Hossle BuAE! yemyr

14.  TlporpeccuBHble GOpMBI 00CTYKUBAHUA

15.  HudopmanuoHHLL! CepRHC

16.  ViHHORanuM B CEPBUCHOM AEATETLHOCTH

17. Kaaccuduxanus TUIOB U BUAOB YCJIYT

18.  JKu3HeHHBIM IUKI YCIYTH H CEPBHCHOIO IpOAYKTa. [loHATHe, (pashl KUIHEHHOIO
IHKIA UX cnenuuka,

19.  Tlomarue ceptHuKanMu ycayr. OOs3atensHas M TOOPOBONBHAM ceprHdUKamus B
cepe yeryr

20.  «KoHTakTHad 30Ha 0OCIyXHBaHUIY, €€ HazHAUCHHE H QYHKUMOHAIBHEE 0COOEHHO-

CTH

21.  Bunsl KOHTAKTHBIX 30H U HX XapaKTePHCTHKA

22.  [IIpocrpancTBO KOHTAKTHOH 30HEL [IoHATHA «G3K-00HCY B «DPOHT-0PHCY

23. Kynberypa oOlIeHHS ¢ KIHEHTAMH

24.  JKanoOwl u KOHQIUKTE OpH OOCTYKUBAHHH KIHEHTOR

25. [IpoTHROpEUNs CEPBHCHOM OESATEIEHOCTH

26.  IpuHuuis! 5QPEeKTHBHOTO pelleHHS KOHMQIUKTHRIX CHTYAITHH

27.  Ponb n Mecto Poccuu B cdepe MexXIyHAPOAHOH TOPrOBIH YCIYTaMH

28.  Pemox ycayr Braammupckoii obnactu

29.  KadecTBO H OLCHKA Ka4ecTBa ycuyr

30. Mogens KadecTBa yCnyr

31.  DO@¢exTHBHOCTb CEPBHCHOMN NEATENBHOCTH U €€ OLEHKA.

32.  IlpodeccronanbHOe HOBEACHHE U STHKET Ha [IPEANPHATHIX CEPBHCA

33.  Koxekc npodeccuoHanbHOR 3THKH

34.  DTuKa M 9THKeT TeleOHHOrO pa3roropa.

35. OTHKET COCTaBJICHUS IENIOBLIX ITHCEM

36.  Ilomarue cepruuramuu yciayr. OOs3aTenbHad B Io0poBolibHAS CepTHHKAUKA B
cdepe yeayr

37.  Tunsei notpebuTenell (KIHEHTOB) H B3aHMOICHCTBUE ¢ HAMHU

38.  HudopmarmoHHbI CepBHC

39. Iludporuzamus ycnyT ¥ pa3BUTHE 3JEKTPOHHEIX CEPBHCOB.

40.  Apromarmzamus OH3HEC-IIPOLECCOB B cdepe YCIyT.

41.  IlpuHmUUBI OpraHu3aldy 00CTyXKHBAHUIO NOTPeOHTENS.

42. Knaccudukanus H XapakTepHCTHKa GopM OOCIyXHBaHUs MOTpefHTENEH: 110 MECTY
OKa3aHHs yCIYT, CIoco0y IpHeMa 3aKa30B HA YCIYIH, CPOKaM HCIOTHCHHS 32Ka30B, 10 METONAM
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OpraHM3alliy B3aHMOACHCTBHA C MOTPEOUTENEM, IO clIocodaM pacdeTa, KOMILIEKCHOE 00CTy KIBa-
HUE,

43, IloBATHS M BUABI TYPUCTCKEX H SKCKYPCHOHHBIX YCIyT. OUEHKa H KOHTPOJb KA4ecT-
Ba UCIIOJHEHHS TYPHCTCKUX ¥ S5KCKYPCHOHHEIX YCIIYT.

44,  OO6clyXHBaHHE TYPHCTOR H HaCeNICHH B CPEACTBAX pasMENICHH S, Ha TIPeINPHATHIX
0010ecTBEHHOTO MATAHUS, B KyJILTYPHO-Pa3BIeKATENBHBIX YUPEKISHHIX

45.  CeppucHOe 00CTy)XUBaHHE JEIOBBIX MEPOIPHUATHIHA

46.  TpaBCIIOPTHEIE YCIYTH HO NMEPEMENIEHHIO TACCAKHUPOB, MATEPHATIBHEIX IEHHOCTEI.

47.  be3omacHOCTH M KAaueCTBO TPAHCIIOPTHEIX YCIIYT.

48.  TexHonmorna oxasaHHus ycnyr B chepe HEIBHXHMOCTH, B CyX0aX CEpBHCA, YIIPAB-
NSAOIMUX KOMOaHKIX, oocnyxuBaonmx MKJI # 00beKTE HENBHKEMOCTH.

49.  OcoOeHHOCTH OKa3aHMA >KHIAIHO-KOMMYHAJIBHBIX YCIyr. [lpemocTarnenue koM-

MYHAQIBHBIX YCIYT COOCTBEHHHMKAM H IIOJIB30BATEIAM IOMEINEHHH B MHOTOKBADTHPHEIX AOMax H
XKUNBIX JOMOB.

50. IlomaTHe H OCHOBHBIE IPHHLHIB NPEIOCTARICHHA I'OCYNAPCTBEHHBIX M MYHHUIH-
HaJBHBIX YCIYT.

5.3. CamocTosaTeabHas paboTa oGyqaromerocs.

CamocTosTensHas paboTa CTYACHTOB IO M3YYCHUIO JUCHHUIUIMHEI BKIIOYACT CIEAYIOLIHE
BHZBI paboT: U3y4YcHHE MaTepuaa, H3JI0KEHHOTO Ha JICKIUH; H3yYeHHE MATepPHAaa, BLIHECEHHOTO
Ha OPpaKTHYICCKHE 3aHATHA; ITOOIOTOBKA K NpaKTHYICCKUM 3aHATHAM, BEHIOJTHCHUC HHIHMBHAYAJIBHO-
ro 3aiaHusd (MOArOTOBKA TE3MCOB 110 NpoOneMaM K HepCIeKTHBAM Pa3BHTHS CEPBHCHOM JeATeNb-
HOCTH), IOATOTOBKA IIPE3CHTAIMI 110 THIOBBIM ¥ WHINBHIYATEHBIM 3aIaHHsIM.

JTanbl BRIIOIHEHHA HHIUBHAYAJIBEHOIO 3a0aHMA (HO,E[FOTOBK&)

Oransl Brael camocTosTebHO#M yueGHOM @opMEL TEKYIETO KOHTPOIIS
paboTh! CTYIEHTOB

Hoaroropurensuen 3Tan | GopMyNMpOBKA HHIMBHIYANbHLIX | VHAMBHAyaNbHAS paGoTa co
3 cemectp 3aNjaHui, ONpEeJeNICHHE TeMbl HC- CTYZICHTOM
CIe/IOBAHKMA II0 MpobiieMaM u mep-
CIICKTHBAM  Da3BHTHS CEPBUCHOHU
JeATeTBHOCTH, pa3bAcHeHne Tpebo-

Ba"UH 10 0(OPMIICHHIO TE3UCOB.

Comepxarenbupiit oTan | C60p MHGOPMAUMKM [0 HHIMBHAY- | T€3HCHI IO PE3YTHTATAM BbI-
4 cemecTp ANbHOMY 33JaHHIO. MOJTHEHNS HHAMBHYIbHBIX

Pabora ¢ nuteparypoli H HCTOYHH- 3aganmi

KaMH 110 TeMe HCCIeJ0BaHHA, IMOJ-

TOTOBK& ¥ 0()OPMIICHHE TE3HCOB,

TloaroToeka Te3HCOB 110 NPOHIeMaM H MNEPCHEKTHEAM Pa3BHTHS CEPBUCHOMH JeATeLHOCTH
(TeMaTHKa popMHpYeETCH CAMOCTOATENLHO, HCXOAS! H3 HAYIHBIX HHTEPECORB CTYACHTA)
Tpeboranusg K 0bOPMAEHHUIO CTATEH
IIpaguna opopmienus marepuanos: TeKCT CTaThi NPEACTABIAETCS B BHAE OTAEIBHOTO (haiina B
dopmare MS Word.
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O6bem mybiuxanuy or 3 3o 6 crp., wpudt Times New Roman, kerns (pa3mep 6yks) ~ 14;
MEXKIYCTPOYHBIM MHTepBal — 1.5; BEIpaBHHBaHHE TeCTa 10 IIIMPHHE; MOJIL: BEpX. — 2 CM, HIDKH. — 2
CM, neB. — 3 ¢M, TIpaB. — 2 CM.

Bes comeprxamiascs B MarepHalie rpaduka — cxembl, (OpMYIbl, PACYHKH IOKHEI GBITH
npezncrasieHsl B popmare JPEG unu TIFF (paspemenne He menee 300 dpi). Bee rpaduyeckne ma-
TEPHAJE! JOIDKHBI OBITH 03aIMIaBJIEHE U IPOHYMepoBaHbl. CHOCKH 0GOPMIISIOTCS CIUIOIIHOH HyMe-
palHieH o TeKCTY B KBaApaTHbIX ckoOKax [1]. CrHcok muTeparypsl B KOHOE CTaTh, OQOPMIICHHBIH
B coOoTBeTCTBHH ¢ Tpeboranuamu ['OCT P 7.0.5-2008.

CrpykTypy MaTepHalloB 3MIIMPHYECKOr0 HCCICHOBAHHS IeNecOO0pasHO BBUICPKHBATL B
ODIIENPHHAATON JIOTHKE: BBEJICHHE B Ipo0IeMy HCCISIOBAHNS, OPTaHW3ais U METOAB HCCIEA0Ba-
HHS, pe3yIbTaThl H X aHAH3, BEIBOEL.

Martepransl JomKHE! cogepxars angoTauuio (300600 3HakoB ¢ npobenaMu) i KIFOUEBbIE
cnora (He Oosee 10 COB) Ha PYCCKOM ¥ aHTTHICKOM S3EIKAX.

IIpumepHas TeMaTHKA TE3HCOB N0 NP0o0/IeMaM H IePCHEeKTHBAM PAIBUTHH CEPBHCHOM
ResTe.IGHOCTH

1. Cepeuchas neqarensHocts B IOV (Ha mpumepe Bragumupckoit o6nacTn)

2. Oprasmzanus MEMIMHCKOTO 00CTy)KHBaHUS HA IIPHMEpE. . .

3. CepsrcHas AeATENBHOCTD NPEANPHATHH 00IIECTBEHHOrO [IHTAHAS Ha TIPUMEpe. ..

4. Ocob6eHHOCTH CEPBHCHOTO OOCIYKHBaHUA KYILTH-NPOJAXKH HEIBHXKHMOCTH HA [IPH-
Mepe. ..

5. Opranusanms cepBHCHOH AEATENBHOCTH (HTHEC-IIEHTPOB HA NpHMEpe ropoaa Bra-
JUMUpa

6. BononTepckas AeATeNbHOCTh KaK HHCTPYMEHT OPraHH3alUH CEPBUCHOIO 0OC/TyKH-
BaHHS JCIOBBIX MEPOIIPHATHH

7. AHaIi3 [IPeOCTABNICHHA PUEATOPCKUX YCIyT Topoaa Bnanumupa

8. BrnaroyctpoiicTBo TeppuTOpHi M 03€NCHEHHE KaK BaKHEIN aClEKT IOBBINEHHS Kade-
CTBa 0GCITYKHBAHUMSI MHOTOKBAPTHPHBIX TOMOB

9. Ipenocrasnenne ycuyr HHARBUIYANFHBIME IPCAIPHHUMATEIMH, KaK OJHMH H3 CIIO-
co0OB yAOBNETBOPEHUSA NOTpeOHOCTEH HAaCeIeHNs

10.  KadecTBo ycnyT ceKTOpa XUIUITHO-KOMMYHAIBHOTO XO3SHCTRa

11.  Kauectso obcayKUBaHHS aBTOMOCK Ha IIpHMepe ropoja Bragumupa

12. CpapuHTenpHas XapaKTEpHCTHKA KadecTBa OOCIYKHBAaHUA B pecTOpaHax ropoja
BnanuMupa

13.  AHanu3 pelHKA BEeTEPHHAPHEIX YCIYT ropoaa Braaumupa

14.  TlepcnekTHBB! pa3BHUTHS PhIHKA GHUTHEC-YCIYT HA IPHMEPE CIIOPTHBHBIX KOMILIEK-
coB ropoga Bnagumupa

15. Kommnekc ycIyr mapkoB KaK HHHOBALMOHHAS [LIOMIAJIKA PA3BUTHA POCCHHCKON Mu-
JYCTPHH pasBlIcyeHUH

16. Crenuduxa okazaHHA YCIyT B JETCKHX U CeMEHHEIX Kade ropoaa Bramimupa

17. IInaTHBIE MEAUITUHCKAE YCIYTH KaK TpeH pa3BATHA BramuMupckoi obmacta

18.  CospemMennble NpobIEeME] cepBHCca Ha IPHMEPE PeCTOPaHOB ropona Biagumupa

19.  KadecTBo cepBrca B HHIYCTPHH KpacOoTHl Topoaa Braxumupa

20.  IloebreHue Ka4ecTBa KIHEHTOOPHEHTHPOBAHHOIO CEpPBHCA HA NpHMEpPE IPEATpH-

ATUH TYPHCTCKOH HHIYCTPHH

TeMaTHKa KypCOBbIX pador:

1. AHaJIH3 CCPBUCHOH JEATEIBHOCTH Ha NPEANPHATHH COLUOKYILTYPHOTO cepBHca (Ha
IIpUMEPE KOHKPETHOTO NIPEINPUSTHS 10 BRIOODPY CTYIEHTA)
2. CoBepIneHCTBOBAHKE YIIPABJICHHAS XKUNHUITHO-KOMMYHATBEHBIM XO3SMCTBOM (Ha mpH-

Mepe KOHKPETHOTO NPEANPUSTHS 110 BBIOOPY CTYACHTA)
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3. IlepcreKTHBEl Pa3BUTHS OpPTaHU3alMH CONMOKYJIBTYPHOTO CepBHca (HAa HpHUMepe
KOHKPETHOTO IPSAIPHATHS 10 BHIOODY CTYAESHTA)

4. ITyry moBBINIEHHs KadecTBa OOCTYXMBAHUA HA NPEINPUATHAX COUMOKYJIBTYPHOTO
cepBHca

5. WndopManmnonHsit cepBUc: MpodIeMb! H TEPCTICKTHRH PA3BHTHS

6. BpennypoBaHue Kak MHHOBALMOHHBIN HHCTPYMEHT HPOJBHXKEHUS NPOAYKTa Cep-
BHCHOH JeATEIBHOCTH

7. BrnusHue HalMOHANBHBIX (PErHOHANBHBIX, NPHPOJHO-KIMMATHYECKHX) OCOOEHHO-
CTel Ha OpraHU3alyIo cepBUCa

8. IlepcneKTHBEI pa3BUTHA CEpBHCHOH OpraHW3alluM Ha npumepe BiaauMupckoit 00-
nacTH :

9. Opranusanus cepsuca Bo BragumupckoM pervoHe: npoOneMs! i IepCIeKTHBEE pas-
BHTHS

10.  KauectBo, 6€3011aCHOCTH YCIYT M KYyIBTYPa CEPBHCHOH NCATCIHHOCTH

11.  Paspurtue cdepbl npeaocTaBIEHNUS FOCYJAPCTBEHHBIX H MYHHIHNAIBHEIX YCIYT

12, TloBenneHue 3¢PEKTHBHOCTH YNPaBICHHA NPEANPUATHAMH CHEPE COLMOKYIBTYP-
HOI'O CEpBHCA Ha OCHOBE BHEAPEHUS HH)OPMALHOHHEIX TEXHOIOTHIA

13.  BzaumopeiicTeue ¢ norpedUTENEM YCIYT KaK YIIpaBIeHUECKad 3aaya.

14.  OprasusauMs CepBHCa B IOCTHHMIAX BIaguMEpPCKOTo perHoHa: IpoONeMEl H Iep-
CIEKTHUBREI Pa3RHUTHSL.

15. HuTepakTHeHBIE ¢OcOOB! B32MMOICHCTBHA C MOTPeOHTENIMH IKCKYPCHOHHEIX VC-

JIYY.

16.  Hcropuyeckoe pa3BUTHE CCPBUCHOM JEATETBHOCTH U OCOOEHHOCTH €€ CTAHOBJNCHHS
B COBPEMEHHOM MUpE

17.  VIHHOBAIMH B COLIHOKYJIETYPHOM CEPBHCE

18.  CneumanpHele IPOrpaMMEI JIOSUTBHOCTH KJIMEHTOB Ha NPEANPHATHAX COUHOKYIBTYD-
HOT'O CEpBHCA.

QoHz oneHOUHBIX MaTepHanoB (GOM) mns NpoBeNeHHs aTTECTAlMH YPOBHS CHOPMHPOBAHHOCTH
KOMIOETEHIMA 00Y9aroIIXCs 10 TUCIUILTHHE 0GOPMIIIeTCS OTACTBHEIM JOKYMEHTOM.
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6. YYAEBHO-METOIAYECKOE H HH®OPMAIINOHHOE OBECIIEYEHHIE
JTUCIATLTAHBI

6.1. KHuroo0ecne4eHHOCTh

Haumenopanue JIATEPATYpPRI: aBTOD, HA3BAHHE,
BHE U34aHHA, H3JaTCIECTBO

T'oxn
HM3AHUI

KHHUI'OOBECIIEYEHHOCTD

Hamayue B anexrponnoli 6ubimo-
texe Bial'yY

OcHOBHas TEpaTypa

1. Pynenxo JIJI. CepeucHas jiesaTensHOCTh: yued- 2019 http://www.iprbookshop.ru/99368.
Hoe nocobue / Pymenko JLJI. — Mockea ; Jlaw- html

koB " K, Aii [In Dp Meama, 2019. — 207 c.

2. Pesnnx, I'. A. CepBucHas nesTenbHOCTR: yueG- | 2018 bhttps://znanium.com/catalog/produ
HuK / [.A. Pesnux, A.M. Mackaera, }0.C. Iloxo- ct/1087820

MapeHko. — Mocksa : UHOPA-M, 2018. — 202

¢. — (Bricmee obpaszosanue: bakanaspuar).

3. Cpupunenxo, YO. I1. CepBrcHas IeITeNbHOCTD: 2018 https://znanium.com/catalog/produ

y4ebnoe mocobme / FO. II. Caupumenxo, B. B.
XmeneB. — 2-¢ W31., HCIp. H Join. — Mocksa:
HHOPA-M, 2018. — 174 ¢. — (Briciuee odpaso-

panue: bakanappuar).

ct/1007976

Hononnurensyas THTEpaTYpa

1. CepBHc: opraHu3aiys, YIpasieHue, MapKeTHHT
[OnexTponBRIEt pecypc]: yuebHMK Jns Gakamas-
por/ E.H. Bonx [u ap.].— DNeKTpoH. TEKCTOBBIE
gaaabsie.— M.: JMamxos u K, 2019.— 250 c.

2019

http://www.iprbookshop.ru/85432,
html

2. Manemnra H.A. CepBuconorus: moTpeSHOCTH
yenoBeKa [ DNeKTpoHHBIH pecype|: yuebHoe 1moco-
6me nng Gaxkanaepos/ Mansumua H.A., Epmakosa
HM.— DnexkTpoH. TekcToBEle IaHHEIE.— M.:
Jamxor u K, At [In Op Meama, 2019.— 144 c.

2019

http://www.iprbookshop.ru/83145.
html

3.Bunorpanosa C.A. Oprasuszanus H NnaHApoBa-
HHAE JSATEALHOCTH IIpeJIpHSTHH cepBHca [Dnek-
TPOHHBIN pecypc]: yuebHoe nocobue mis Gaka-
nappoe/ Bunorpamosa C.A., Copoxuna H.B.,
HKnamopa T.C.— DNEKTpPOH. TEKCTOBBIE JAHHBIE.
— M.: Jaurkos u K, A ITu 3p Menua, 2019.—
207 c.

2019

http://www.iprbookshop.ru/83130.
html

4. T'uptanosa JI.P. iHHOBATMOHHAS U MaTEHTHAS
JEATENBHOCTh [DNEKTPOHHBIH pecypc]: y4yebHO-
MeTomuueckoe mocodoue/ [updanosa JLP.—
DNEKTPOH. TEKCTOBEIC HaHHbIe— Caparos: Al
ITu Op Memua, 2019.— 96 c.

2019

http://www.iprbookshop.ru/83266.
html

6.2. Ilepropuueckue M31aHUSA

1. MenemxmenT B Poccru 1 3a pybexoM://www.mevriz.ru

2. Cepsuc 8 Poccnu 1 3a pyGesxoM: caliT ceTeBOro Hay4HOro KypHana,

3. Poccuiickuil xXypHan MeHeIKMeHTa. HaydHo-MCChenoBareibeKuil xypHal M3man
1o MHULMATHRE Bricinel mKkoasr MeHemxMenTa CIIOTY

4. Hayyneni xypran "CEPBUC PLUS"

5. Kypnan o xiuerTckoM onbite « TeppUTOPHS KIHCHTA»




6.3. MntepHeT-pecypen

1. AnMuHHCTpanus BraguMupcekoi obracty - https://avo.ru/main

2. Copasouno-npaBoas cucteMa «KoncynstanT [Lmoc» - www.consultant.ru

3. Denepanpaoe areHTCTBO N0 Typu3My PO https: //www.russiatourism.ru

4. Qenepauud Pecropatopos u Otensepor (OPuO) - http://frio.ru/

5. OnexTpoHHad OMOMMoTeYHad cHcTeMa BIaliMHpPCKOro rocyJapcTBEHHOTO YHHBED-
curera - htip://library . visu.rw/

6. Baza maHHBIX MeXIYyHapOAHBIX HHJEKCOB HAYYHOIO HUTHpORaHAS Web of Science -
webofscience.com

7. Bubnuorpadudeckas u pedepaTHBHad 0a3a JaHHBIX HAYYHBIX DyOimkanuii Scopus -

http://www.scopus.com/
7. MATEPHAJIBHO-TEXHUYECKOE OBECIIEYEHHE AUCITHITJINHBI

JUts peanuzanyy JaHHOM MHCIMIUIMHB EMEIOTCS CHCIHAILHEBIC MOMELICHHS I POBEIe-
HUS 3aHATAR JEKIHOHAOTO THMA, 3aHATHI IPakTHYECKOro THIIA, KYPCOBOTO NPOEKTUPOBAHUS (BbI-
NIOJIHEHUS KYPCOBBIX paboT), IPYIIIOBBIX ¥ WHIMBHIYAIGHBIX KOHCYIBTAIIMN, TEKYIIETO KOHTPOJIS
¥ OPOMEXYTOUHOH arTecTalyy, a TaKkkKe ITOMEeNIeHHs A8 CaMOCTOSTENLHOH paboThl: ayauropuu,
OCHALIEHHbIE MYJIBTH-MeIHa 000PYAOBaHHEM, KOMIIBIOTEPHBIE KIIACCHI C IOCTYIIOM B MHTCPHET, ay AUTOPHH
6e3 crelanEHOro 00GOpYaOBaHHS.

IlepedeHs HCMOIBE3YEMOTO NHIIGHZHOHHOTO IPOrpaMMHEOTO obectieuenu: maker MS-Office,
Microsoft Windows, 7-Zip, AcrobatReader; CIIC «Koucynstast [Tmoc» (MucTanmpoBaHHbil pe-
cype Bal'Y).

[Iprmeganue:

B coorBeTCTBUE C HOPMaTHBHO-IIPABOBRIMH aKTaMH INA WHBaJIHAO0B H JIHIO € OIrpaHUYCHHEI-
MH BO3MOXHOCTIMH 300pOBLA ITPH HCO6XOI[HMOCTH TECTHPOBAHHE MOMKCT GBITB OpOBCOCHC TONNBKO
B IIMCEMEHHOH WiIH YCTHOH opMe, a Takxe MOryT OBITh MCIIONB30BAHBI IPYTHE MaTepHalbl KOH-
TPOJIA KA4eCTBa 3HAHMWH, IpeXyCMOTPEHHBIE pabodeii mporpaMMoit THCHUIIMHEL
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