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1. HEJIH OCBOEHUSA JTUCITUITJIMHDBI

Ilean ocBoenHs IMCUHIIMHBI — (OPMHUPOBAHHE Y CTYJICHTOB KOMIECTCHUHN B ob1acTtu Oymy-
el npodecCHOHAIBHON AEATEIBHOCTHA B Chepe COLMOKYIBTYPHOIO CEPBHCA, NMO3BONAIOMUX aHATH3H-
POBATH CEPBUCHYIO ACATENLHOCTE, OPTAHH30BBIBATE ITPOLECC MPEAOCTABACHHUS YCayr, 00eCneUMBaTh KaYeCTBO
OKa3aHMA YCAYT W NPUMEHSATL TEXHOJIOTHH PEANTH3AIMH CEPRUCHOM JeATENBHOCTH.

Janaun:

- M3Y4EHHE TCOPETUUECCKUX OCHOB CEPBHCHOH IEATEILHOCTH: OCHOBHBIE MOHATHS, HCTOPHA, POIlb
¥ MPEANOCHUIKY pa3BUTHs chephl cepBHca, 0030p 3apyOeiKHOIO U POCCHICKOrO OMNbITA;

- U3yUYEeHHE TEOPETHUECKUX M NMPaKTHUYECKHMX OCHOB OPIaHH3ALHUH CEPBUCHOM IEATEIBHOCTH, CO-
BPEMEHHBIX METOJIOB M TEXHOMOTHH peaTn3aly CepBUCHON AEATENBHOCTH, NOBBIIEHUS 3POEKTHBHOCTH

B cepe COUMOKYALTYPHOTO CEPBHCE;

- M3YYeHME OCHOB NpodeCcCHOHANBHOTO TIORS/ICHMS X JTHKETa B CEPBMCHOH AESTENBHOCTH, IICH-
XOJIOTHYECKOH, 3THYECKOH U 3CTEeTHUYCCKOH KyNbTYPBI CEPBHCA;

- U3YUCHHE OCHOB CEPBHCHOMN IeATEBbHOCTH Kak 00beKTa HPaBOBBIX OTHOIHEHUH;

- uzydeHue QYHKIMHA H 33724 CEPBUCHOTO IIPEANPHSITHS, IPOU3BOACTBA U IPEAOCTABACHUA YCIYT
KaK OCHOBBI JICATEIBHOCTH CEPBUCHBIX OpPTaHH3alyi, IIPOLECCOB YNPABIEHMS CEPBUCHBIM IIPEANIPHATHEM
M AEATENbHOCTH 11€pCOHAaIa,

— OCBOEHME ITPABKJI OpraHu3alku rpoyecca odclyxusanus moTpebuteneit yenyr B chepe couo-
KYJIBTYPHOIO CEPBHCA B COOTBETCTBUH C TPEOYEMBIM Ka4eCTBOM IPOLIECCOB OKA3aHMA YCIYI,;

— OCBOCHHME HOBBIX BHUIOB YCIIYI U IIPOIPECCHUBHBIX (hOPM 0OCHYKHBAHUA, B TOM YHCIC CEPBUCHON
IEATENBHOCTH B ¢epe COUHOKYNLTYPHOTO CEPBIUCA;

- NpOBENEHNUE AHATH3A CORPEMEHHOIO COCTOSHHA U BhIABJIEHHS EPCIEKTHBHBIX HAIIPaBAEHHH CO-

BEPLUCHCTBOBAHUSA CPEPDI CEPBHUCA.

2. MECTO JUCHHUIIVIUHBI B CTPYKTYPE OIIOII BO

Hucuumianna «CepBHeHAN AATENHLHOCTbY OTHOCHTCS K JMCUHIUIMHAM 00s3aTelbHOH 4acTH
yueOHOro mniaxa.
[IpepeKBU3HTH] JHCUHIIMHBL «J]C/I0BbIC KOMMYHHKAIIMK W KYMBTYPa peydny, « MeHeKMEHT B

TYPU3ME ¥ CepBHce», « IKOHOMEKA Opranusaluuy, «I[IpaBoBble 0CHOBBI IPOQECCHOHANBHON AEATENBHO-

CTHU®.



3. IJIAHUPYEMBIE PE3YJIBTATHI OBYYEHHSA IO JUCIHHHUILIHHE

Ilnanupyemple pe3yibTaThl 00yYeHHS M0 JHCUHIIIWHE, COOTHECEHHBIE C MIIAHUPYEMBIMH pe3ylibTaTaMH

ocoenus OIIOI1

Koa dopmupyemeix komie-
TeHumi

YposeHs oc-
BOEHHs! KOM-
NeTeHUMH

[Mnannpyemsle pe3ynbTaThl 0GYUEHHS [0 IUCLUHTUIHHE
XapaKTepH3YIOUIHE 3Tarbl (hOPMHUPOBAHHA KOMMETEHLMH
(noKa3saTenu 0CBOSHWA KOMNETEHUMH)

1

2

3

OIIK-3
Cnocoben obecneuneath Tpe-
OyeMoe KauecTBO NPOLECCoB
OKa3aHWA YCIYT B U30paHHOM
cthepe npodieccHOHANTBHOM
JEATETHHOCTH

Yacmirunoe
OCEOCHUE
KOMPemeHyuy

3uath:

. TIOHATHE ¥ CYUIHOCTEB CCPBHCHOH IeATeNbHO-
CTH;

. (OpMBI U METOBI OOGCTYKHBAHUSA, XapaKTe-
PHCTHKH KauecTBa OOCTYXUBAHHSI, OCHOBHBIE MMO-
TpeOHOCTH NOTPEOUTENA, CTPYKTYPY OOCITYKUBAHHS
C Y4ETOM COLHANBHBIX H HHBIX (hakTOpOB,

. KU3HCHHBIH LMKJA YCIYTH M CEPBHCHOIO
IPOAYKTA;

. NOHATHE Ka4YecTBa YCIYT, OCHOBHBIE (hakTo-
PhI Cpephl YCIYT, ONpENENsIONUe KauecTBo 00CTy-
HKUBAHUS,

. MOZENb Ka4eCTRa YCIIyT,

. METOAbl W KNAcCH(PUKAIMIO METOAOB KOH-
TPOJISl M OLICHKYM TNOKa3aTeslel KayecTsa yenyr
YMern:

L XdPAKTCPH30BATE lIOTpe6HOCTI/I B YCJIyTax Hu
B CEPBUCHOM 00CTYKHBaHHH;

. TIPUMEHATH METOBI OIICHKY KAaYeCcTBa YCIYT;
. KOHTPONHPOBATL CTAHMIAPTE] H HE30ITaCHOCTH
00CYKHBaHU A

) IJTaHHPOBATE W OCYIIECTBIATE TpoLece OKa-
3aHWUSA YCIYF B OPraHH3alHIX COLMOKYIBTYPHOIO
CEpBUCA;

Baapers:

. HABBEIKAMM OCYINECTBJICHHS OIICHKU Ka4yecTBa
yCIIyr, KOHTPONS W OUEHKY ToKaszarenell KadecTsa
YCIIYT B MPOLIECCE OKa3aHMsl YCIIYT;

. HABBIKAMH OLIEHKH 3)hEeKTHBHOCTH CEepBHC-
HOH JEATENIEHOCTH;

. HABBIKAMH OpPranu3auuy KauyecTBeHHOTO 00-
crnyKuBaHus rnorpedurencii B chepe COUMOKYIIL-
TYPHOI'O CEPBHCA.

IMKO-3
CnocobeH K OCYIIECTBACHHUIO
JEATENBLHOCTH MO YIpasie-
HHIO MPOEKTaMH B cihepe cep-
BHCA

Hacmuunoe
oceoeHue
KOMAeMeHUY

3HaTh:

o IPOLECC IPEJOCTABNICHHS YCIYE W YIIpaBie-
HUS CEPBUCHBLIM MPEAIPUATHEM;

. cnocoOBl OIITHMHU3AUHH U MOBBILIEHUS Kave-
CTBa NpeIOCTABICHUMA YCIYT, B TOM YHCIE HOBBIX H
IPOrPECCHBHBIX (HOPM OOCHYKHBAHHS,

. METOJBI ¥ MOJEJIH IIPOCKTHPOBAaHMS W aHa-
AM3a npouecca 00CTy KU BAHU;

. cnoco0Bl MPOH3BOACTBA M MOTpedICHUS YC-
JyT;




. HOHATHC MHHOBALMOHHBIX [POLECCOB Kak
(axTopa U3MCHEHHS CEPBUCHON JESITENBPHOCTH.

Vmers:

. AHANM3UPOBATE IIPOLECC NPEAOCTABNEHUS
YCIIYT TOTPeONTENIO;

. YCTaHABIMBATh [PHUYMHBI CO3JaHUS M BHE-
IAPEHUS HOBBIX YCIYT;

. ONITHMH3HPOBATE MPOLIECCH IPEAOCTABICHHA
YCIyT;

. AHAM3MPOBATL PUYMHB! HEYJAa4 NPOABH-
’KEHHsl YCIYT Ha PBIHKE W NPUMEHSATh CIIOCOOBI HX
yCTpaHEeHHS;

. HCIIOJNB30BATh METOJB M MOJEIN NPOEKTH-

POBaHHA M aHalin3a rpolecca o6CmyKUBaHHA.
Baanern:

. KOHIENTYaIEHEIMA OCHOBAaMM U crocobaMu
OpraHu3alyy Tpolecca NPeJOCTaRIEH!s YCIyr To-
TpeduTento,

. HaBLIKAMY [IPOEKTHPOBAHUS W aHalu3a Npo-
Hecca 00CIYKHBaHHA, TPUMEHIEMEBIX B ICSTEALHO-
CTH OpraHmM3aiuii B cdepe COLUOKYILTYPHOIO CEp-
BHCA.




4. OBBEM U CTPYKTYPA JTUCHHUILTHHBI

TpynoeMKkoCTh TUCIHILTAHEI cocTaiAeT 10 3aueTHBIX eaunu, 360 yacos

Buas yuebuo# paboTsl,

Obbem Qopmbl
BKIIOUAA CAMOCTOATENLHYIO yueBHoi Tekylero
S pabory cTyzeHTos paboTei, KOHTpONS
5 1 TPYLOEMKOCTE (B Uacax)
= i ¢ npuMeHe- | YCneBaemo-
Ne | HanmenoBaHue TeM W/HNK pa3aenos/Tem Inc- [ 9 § © w HHEM HHTE- cTH,
n/m LM NITHHE] Z & - £ | = _ PaKTHBHBIX | dopmMa npo-
& Q‘Z = g'j = E‘ E U METOJIOR | MEXYTOUHO#
- g | E g =l 5 (ruacax/ | aTTecTaumu
= lz e L§ = %) {no cevecm-
= = pam)
1 Tema.l. Cepruc kak cneuudpuyeckuii 3 | 5 5 6 2/50%
BU[l 1€ATeIbHOCTH
2 Tema 2. Pf)nb M NpPEeANOChITKK Pa3suTHA | 3 2.3 7 4 g 4/67%
CePBHUCHOM AEATENbHOCTH
3 Tema 3. Mcropus passuTus cepBuca B | 3 4 5 4 g 4/67%
Poccuu
4 Tema 4. CepeucHas nedTe/LHOCTE B pa3- | 3 i -
P P 5 2 3 2/100% Peiiraur
BHUTBIX CTpaHax KOHTPOJIb 1
5 Tewma 5. CepBHchas fedTe/lbHOCTE B pa3- | 3 6 5 4 2/100%
BHBAIOLLMXCA CTPaHaX
6 Tema 6. Crpyxrypa cdepel yenyr | 3 7.8 5 4 3 4/67%
KiaccudpHKaillig TUIIOB M BU/I0B YCIYT
7 Tema 7. PolHOK yemyT 31 910 2 4 8 4/67%
3 Tema 8. KauecTeo 4 oleHka KkauecTsa | 3 11-12 | 2 4 3 4/67% PeiiTunr-
yenyr KOHTPOIb 2
9 | Tema 9. Cepsuchas AEATENBHOCTE KAk | 3 | 13 14| o 4 g 4/67%
0OBEKT NPaBOBBIX OTHOLIEHH
10 | Tema 10. D¢dekTURHOCTE cepBHUCHOH | 3 15 5 5 6 2/50%
JeATEIIbHOCTH
1 y 16 2 8 2/100%
Tewma | [. CeprHcHas opraHuzalng
12 | Tema 12, UndopmaumoHnsli cepBrC 1] 1718 5 4 10 2/33% PCHTHHF-ﬁ
KOHTPOJIb 3
Beero 3a 3 cemectp 144 | 18 | 36 90 | 36 (67%) 3auer
I3 | Tema 13. Opranusaumns 00CTy)KMBaHUS 4/67%
. 4 1-2 2 4 9
notrpeduTenel yeayr
14 | Tema 14. Hoebie Buas! yenyr u nporpee- | 4 - 4/67%
34 2 4 10
cUBHbIE hopMbI 0OCIYIKMBAHNS
15 | Tema 15. Opranuzauuns pabouvero mecta | 4 5.6 5 4 9 4/67% PetiTuur-
Ha MPEaNPHATUAX CEpBHUCA KOHTPONE |
16 | Tema [6. llpodeccuonansHoe nosene- | 4 2/50%
HHE M 3THKET B CEPBUCHOM AeATenbHO- 7-8 2 2 10
| lcru
17 | Tema 17. Kyabrypa oblienus ¢ xiuen- | 4 2 5 10 2/100%
TAMH
18 | Tema 18. KonTaxkTHaa 30Ha 4 1 9-10 2 4 0 4/67%
19 | Tema 19. Koudankrsl B cepucHoi aes- | 4 1 4 10 4/100%
TEILHOCTH
20 | Tema 20. XKanoGer npu obcnyskueannu | 4 12 5 10 2/100% Peitrunr-
KJIHEHTOB - KOHTPONb 2
2 Q
21 | Tema 21. CepBucHasg jgesTensHOCTh B | 4 13-14 ) 2 10 2/50%
MHEYCTPHH TYPHU3IMA




[22 Tema 22. Cepeuc Ha TpaHcnopTe 4 1 14-15% ) 3 10 2/50%
23 | Tema 23. Cepeuc HenpwkuMocTH o | 4 4/100%
\ P 15-16 | 2 | 2 10
KKX
24 | Tema 24. OcobeHHocTH opraHuzauvu | 4 2/33% o
i ] PelTHHL-
NpPeaoCTaB/l€HHe  rOCYNAPCTBEHHbIX W 17-18 2 4 10 n
, ! . KOHTPOJIb 3
| MyHHUMDANBIbIX yCTYI
Beero 3a 4 : <3a-
cero 3a 4 cemectp 216 18 | 36 117 | 36 (67%) KP, 31\3_3
L et (43) |
Hamwawue 8 nucunnanre KIVKP +
S B 3aver, KP,
Hroro no aucnunianne 360 36 | 72 207 | 72(67%) | Dxzamen
I (45)

Copnep:kaHHe JCKIIHOHHLIX 3aHATHH M0 AHCUHANIHHE «CepRUCHAS AeATEILHOCTbY

Tema.l. CepBuc kak cnennduueckuii BHA 1eATEILHOCTH

Llens cepsucuoit aestennnoctd. Mcenenosanng cheps! cepauca. Mamenenus ponu cepeuca. [po-
OJtcMbt OPraiv3ailMOHHON e TeNLHOCTH IPeIPUITHH CepBHCA B YCIOBUSX DPBIHOYHOH KOHOMHUKH H
KOHKYPCHITHH.

CepBHC KAaK JeATENBHOCTE. JlesTebHOCTR yesioBeka. CTpYKTypa NEeSTENbHOCTH YeNOBEKa: I1CH-
Xo(u3HONOTHYECKHE (DYHKIMH. Ollepatun, JeidcTBUsA. CTPYKTYPHbBIE AIEMEHTHI JIeITe/IbHOCTH, HABBIKH.
yYMeHHMs. IpUBbIMKH. OCHOBHBIC BH/IBI JIEATEIBHOCTH: UTPa, YYCHHE, TPYL

PeabusuTanonnelit xapakTep ceppuca. 3akOHBL odecricuuBarolge peabUNUTaHHOHHbBIE TTPoLEC-
CBI B )KM3HM MHIUBHA.

[HoTpebuocth M ec 3uaueHne B Pa3BUTUH cepBUca. [loHATHE U CYIMHOCTL CCPBUCHOM /IESTCAbHO-
ctu. [IpoTuBOpEYHs cepBUCHON eI TENBHOCTH.

CepsucHas AesTelsHOCTL Kak GopMa yiaoieTsopenus norpebuocteit. Kiaccudukanus v xapai-
TEPUCTHKA OTpeOHOCTEH B YCIYTax ¥ B CCPBHCHOM 0DCIYKHBAHUH.

Tema 2. Pob # ApeINOCLIIKHA PA3BUTHA CEPBHCHOH AeATeNLHOCTH

WcTopus pazBuTHS CCPRUCHOM JICATENBHOCTH W ee OCODCHHOCTH HA JTAnax pa3BHTHS [MBH.IM3A-
Luy 061ecTBa, JTallbl PA3BUTUS HUBUINM3AINN! IORHAYCTPHABHEIN, HHIYCTPHANLHBIN, TOCTUHIYCTPU-
AJILHBIH.

Juddepenunaliys 3aHITHH U COLIMANBHBIX POIcH NepBOOMTHON KYNLTYPE H apXanuyecKUX cood-
1iceTBaxX. XapakTepUCTHKA COO0IICCTR IOUCTOPHUECKOTO BPEMEHH.

3apoKACHUE TTPOCTCAIINX (GOPM XO3AHCTRBEHHON NPAKTHKH, 3a4aTKOB pazie/icHus Tpyla. Audde-
PEHIIHALMM PA3HbIX 3AHATUHN, CTATYCHBIX MON0NKEHUE U COUUATLHLIX poiei.

3apoIEHUE U pa3BUTUE YCIYI B 0DIISCTBAX APEBHETO MUpA.

OcBauBaHye NPHHIHMNIHAIBHO HOBBIX BHMIOB JAEATEHBHOCTH. IIEPEX0J OT KOUYEBOTO K OCCIIIOMY
00pa3y KU3HU. CO3LAHUE 'OHUAPHOI'0 KpYTa, OCBOSHHE BBIMJIABKY METANNOB, pa3padoTKa HMCLMEHHOCTH.

Ocobennocru ApeBHUX coolliuecTs: (POPMHUPOBAHME rOCYAAPCTRCHHO-TIPABOBEIX (POPM Opranuia-
UMM PErVIMPOBaHHS OOIUCCTBEHHOR IIpaKTUKW. Pazeurue 4acTHOH cOOCTBEHHOCTH. 3aposKCHHE [1pPO-
CTCHIIMX 2ICMEHTOB TOBAPHO-PBIHOUHBIX OTHONIEHHH. DOpMHUpOBaHHE KPYIIHbIX chep X035HCcTRa: cellb-
CKOT'O XO38HCTBa. TOPTOBIH, PCMCCICHHOIO IPOM3BOICTRA.

[Tosissictine HOBBIX 3aHATHH W podeccHH, CBA3AHHBIX C UCbMEHHOCTBIO, IOCYAAPCTRBEHHBIM
YIIpaBJICHHEM NPABOBOH JICATCIIBHOCTHIO. PazBuTHE YCTOHUMBLIX (OPM JYXOBHOM aKTUBHOCTH: CIYHKUTC-
JIM PEIIMIHO3HOIO KYIBTA, JICATENHN XYA0XKECTBEHHO-ICTETUMECKUX LIEHHOCTEH.

[HosBneHue Ba)KHEUINMX THIOB YCIYr B pPa3fMyHBIX cepax KHU3HCJACATSNLHOCTH, B OLITY H B
YAOBJIETBOPEHUH JIHYHBIX NOTPeOHOCTEH.

Yenyru B CpeAHCBCKOBOM  obimectBe  3amanHoil  EBponsl.  PazsuThe npodeccHoHanblo-
KOPIHOPATHBIILIX OTHOIICHHH B Toprosic. DopMHpOBaHUE 3BCHA «TPOM3BO/IMTEIN YCIYT —OTpeOHTEIIH».



AKTUBH3aLMs HOBbIX (AaKTOPOB OOINECTBEHHOTO Pa3BHTHUA — IIPOMBILILIEHHOTO TPOM3BOACTBA,
TCXHHKH H HAYKH. .

Posb  HANMOHATHHBIX, PETHOHANBHBIX, ATHHYECKHX, JAeMOTpadHUecKuX M TIPUPOIHO-
KJIMMaTUYECKHX 0COOEHHOCTEH Ha Pa3BUTHE CEPBHUCA.

Tema 3. Heropus paseurns cepsuca B Poccun

HMcropus pazBuTHs cepBuca B poccHHckoM oluiectse. OOBEKTHBHBIE (AKTOPB! PA3BUTHA XO3SH-
CTBOBaHHSA H yciayr B Poccun.

Posb rocymapcTBEHHBIX MEXAHH3MOB B PasBUTHYU YCyr. [IpeIOckIKY pasBUTHA SAHMHOTO XO35H-
CcTBEHHOr0 MexaHu3ma. CI0KHOCTH CO3RaHUs aIMHHHCTPAaTHBHO-MPABOBBIX MEXAHH3MOB, Pa3BHBAIOLIMX
00J1aCTH COIIMOKYABLTYPHBIX YCAYT (0Opa3oBaHHE, BOCIMTAHHE MOJIOJACHKH, HAYYHYIO U KYIBTYPHO-
WHGOPMALIMOHHYIO AEATEIIBHOCT).

OreuecTBEHHBIE YCIYIU: OT TPAJMIIMOHHBIX (OPM K COBpEMEHHBIM. BiMdHWe ABOPSHCKOTO CO-
CJIOBHUS HA PA3BUTHE OTEYECTBEHHOIO CEPBHCA.

[lepron pa3BHTHS «HAPOIHBIX PEMECET» M KIIPOMBICIOB». ApXalM4ecKHe METOJBl TOProBAH: Sp-
MapouHas, KapHaBaldbHas. POpPMHUPOBAHHE COBITOBRIX OOBEIAMHEHHH MPOMBIUJIEHHHKOB, TOBAPOIIPOU3-
BOJMTENEH. H3TOTOBUTENEH IPOAYKTOR [10BCEIHEBHOTO CIIPOCA.

Opranu3zanmsa MaccoBbIX BUIOB yCIyT.

OMaHCUINIALKHg MHHOBALIMOHHON pYCCKOH TeXHMUYecKo# MbiciH Ha pybexe XIX-XX Ba. [Ipouccest
pa3BUTHSA OTpacici HHAYCTPHAILHOIO MPOKU3BOICTRA.

Pazsutie yeayr B JopeBomioLyoHHONH Poccui. YpoBeHb KU3HM HaceleHus U chepa 00CIyKuBa-
HMS B COBETCKHH ¥ MOCTCOBETCKUM NEPUOIbL.

TTpeanockuiky GOPMUPOBAHUS M PACITPOCTPAHEHHS COBPEMEHHBIX (DOPM cepBHca M cObITa. ITallbl
COLHANIMCTHYCCKOTO Pa3BUTHA ChEphl YCIYT.

Tema 4. CepBHcHad IeATEJIBHOCTh B PA3BHTBIX CTpaHaX

Ponb cepBHCHOM ACATEIBHOCTH B COLMATIBHO-3KOHOMMYECKOH KU3HU CTpaHBbl.

XapakTepuCTHKa CepBUCHOH NEITENBHOCTH CTpaH 3anaaHod Epponsl w1 CeBepHOH AMEPUKU —
JUIEPOR B MHPOBOM Pa3BHTHH CHEPBI YCIYT.

CIHA - dnarman B CO3aHHU MHIYCTPHU 00CTYKUBAHUS ¥ OCRBOCHHU HOBBIX BHJIOB CEPBHCA.

Paznu4Hble BHABI CEPBHCHON NEATENBHOCTH CTPaH C BBICOKHM YPOBHEM Pa3BHTHS c(Epbl YCIyI:
(PMHAHCOBO - KPEIUTHBIMH W 00pa30RaTENbHBIMH, OBITOBBIMH B TYPUCTHHYECKHUMH, METHIIHHCKHMH, Tele-
KOMMYHHMKAIIHOHHBIMH K IPOYMMH YC/IyTaMHK.

Tema 5. CepBucHas 1esiITEIBHOCTE B PA3BHBAIOUIHXCSA CTPaHaXx

PasruBatoinecs cTpans! A3uu, Adpuku 1 JlaTuHckoR AMEpUKH.

[Ipouecen! nuayCTpHaIU3aLuy U MOJSPHH3ALHK Pa3BHMBAKOILUXCA CTPaH

3BOIOLMS CEPBUCHOH JIEATENbHOCTH B Pa3BHBAIOLIMXCA CTPAHAX H BIMSHUE HR €€ pa3BUTHE Clie-
Ayomurx GakTopos: reorpad@uueckoro NonoXeHUs, IPUPOAHBIX PECYPCOB, TEPPHTOPHAIBHOIO pa3Mellie-
HHUSl I[IPOM3BOJCTBA, paclpelJelicHNE [EHEXKHBIX JIOXOA0B, TpagMIMH, HCTOPHMYECKHMX, KYJIbTYPHO-
JYXOBHbIX.

PoJIL MCHXONOTUYECKUX M IOYXOBHBIX CTEPEOTHUIIOR OOHIECTBEHHOTO CO3HAHKS «HE3alaJIHBIX)
CTPaH B CEPBHCHOM JIEATCIBHOCTH

@akTopsl, 3aMeNAIOIIHE 3RONIOLHOHHPOBAHNE CEPBUCHOH IeATENBHOCTH pa3BUBAIOIINXCS CTpa-
Hax.

Tema 6. Crpykrypa cihepbl YOIYT B KAACCHPHKANUS THNOB U BHJIOB YCJIYr

Crtpykrypa cheps! yenyr. [Tonarue «ycnyra». HauvoHansHBIH cTaHnapT Poccuiickoit Genepatuu
«Yenyrn HaceNmeHHIO», Y enyru B o01epoccHiCKOM KIIacCH(HUKATOPE NPOAYKLHMH 110 BHIAM 3KOHOMHYEC-
CKO¥ JIeATENBHOCTH.

Knaccuduranms THoB ¥ BHAOR yoiIyr. CTaHIapTHM3UPOBAHHBIE W TBOPYECKHE YCIy-
ri. [lpon3BoACTBeHHEIE M HEIPOU3BOACTBEHHBIE yCIyrH., KoMMepueckHe M HEKOMMEPUECKHE YCIIYIH.
[ocynapcTBEHHBIE ¥ HETOCYIAPCTBEHHBIE YCJIYIH. UHCTRIE M CMELIaHHble YCIYTH. JIeruTHMHBIE U Hele-

TUTHMHBIC YCIYIH. JIWUHOCTHbIE U OE3TTHUHBIE YCIIYTH.



XapaxTepHcTHKa ycnyr. Martepuaibible yeayrd. CouHanbHO-KYNbTYPHbBIC YCIYTH. Y CIYTH, Hace-

JICHUIO,

PazHOBHAHOCTH YCIYI M HMX XapakTepucTuka. HeocazaemocTe yenyr. HenocTosHCTBO KadyecTra,
M3MCHYHBOCTh. HelIoNroBeYHOCTh, HECMOCOOHOCTh VCIYT K XpaHenuio. JlononnuteibREIC TpU3HAKH yC-
TYT.

[ToTpeburennckue croiicTBa ycnyr. JKH3HEHHBIH OMKI YCIYTH M CEpBHCHOTO Nponykra. [lons-
THe. (Pazbl KH3HCHHOIO IMKIA MX Crneluduka. XapakKTepHCTUKH XH3HCHHOIO IUKIA YCIYTH, PHHAHCO-
BBIX Pe3yNbTaTOR.

Husepcudprkals CepBUCHOMN AEATEIHHOCTH.

Tema 7. PreIHOK yoiryr

Peirok yenyr u ero 3nadenue. Cnenuduka Toprosnu ycnyraMi. CyL[HOCTE TEPMMHA «MHPOBOH
peiHOK yenyr». Crnocodbt OpraHU3aliiid MEXAYHAPOJHOHW TOPrOBIM YCIYraMmH, 3a()UKCUPOBAHHBIE B
'ATC.

MuUpPOROH PBIHOK VCIIVT: CTRYKTYpPa, OCHOBHEIE TEHJIEHIIMH, TEPCIEKTHBE H MPpoOIeMbl Pa3BUTHS
COBPEMEHHOIO MHPOBOTO phIHKa ycayr. [ToHsTHe TpaHCHAMOHATBHBIX KOMIIAHUH.

Ponb u MecTo Poccun Ha MUPOBOM phiHKe yeiyr. @enepanbhbiil 3akon «O6 ocHOBAX rocynapcr-
BEHHOTO pPeryiIupoRaHus BHeriHeTopropoi AedarensHocTy oT 08.12.2003 N 164-03

CoBpeMeHHBIH pRINOK yeryT Poccuu: coctosHue, IPo0IEMBI M IEPCIIEKTHBEl Pa3BUTHS.

HanpasieHus. CliocOOCTBYIOMIME PA3BUTHS PETMOHAIBHLIX PHIHKOB. Biaaanmupekad obnacts: co-
CTOSHHE, OTCHIIHAT U IICPCIICKTHRBl PAa3BUTHA IOTPeOUTEIBCKOTO PEIHKA YCIYT PETAOHA.

OcobeHHOCTH COBPEMEHHOTO pPBIHKA YCIyr. PeanbHOE PBIHOYHOE MPOCTPaHCTRO. BupTyanbHOe
PBIHOYHOE IPOCTPEHCTRO.

Tema 8. KauecTB0 U OlleHKA KauecTBAa YCIyr

KauecTrO yei1yr: OCHOBHBIC OOX0AB] K H3YUeHUIO TOHSTHA. OOBLEKTHBHOE M CYOBCKTHBHOES Kade-
CTBO.

@axTopsl, GOPMUPYIOIIHE KA4eCTBO yCnyr. [IpHHINNEI cOBITOBOM TIOJHTHKH NPEINPHATHH cep-
BHCA.,

Mogaens kauectsa yenyr. [OCT P 50691-2013 «Ycenyru Hacenenuo. Monens cucteMmbl obecrne-
YEeHHS KA4eCTBa YCIyD».

KoHieniyus oleHKM KauecTBa YCIYTH - NSATHCTYNEHYaTas] MOJCIb Ka4ecTBa YCIYTH WAM MOZIEND
pacxoXIcHHA KauecTBa yelIyrH. Pacxoxnenue B Mmogenn GAP. XapakTepHCTHKA pa3pblBOB H IPUYHHEI
UX BO3HUKHOBReHUS B GAP-Mozenu.

OcHoburie GakTopsl chepsl YCIYF, ONPEISSIONHE KaUecTRBO 00CTYKUBAHHS,

Metonnka SERVQUAL (cokpamenue ot Service Quality). [1aTh OCHOBHBIX napaMeTpoB «HIe-
anpHOrO cepeucay. Meron «TanncrBennoro (TalfHOro, cKpeIToro) noxynarens» (Mystery Shopping).
[TpeumyiiecTBa ¥ HEIOCTATKH MeTo/a « TauHCTBEHHOTO IIOKyHarelsd». MeTod KpUTHYECKHUX CIIy4aecs.
Meroa Kano.

KauecTBo W ITOKazareld KadecTsa ycnyr. MeToOsl OIEHKH KadecTBa yCIyr. HanwoHanmeHEBIH
cragnapt PO T'TOCT P 52113-2014 «Ycnyru nacenennro. HoMeHKIaTYpa nokasaTenel kayecTBa youayr».

MeTo bl KOHTPOJIA U OUEHKY [oKa3aTesel kadecTsa yenyr. HoMeHKIaTypa nokasaTenei KauecT-
Ba». Knaccupukanus MeTOI0B KOHTPOJISA M OLIEHKH OKa3aTeNlel KauyecTsa yeunyr

YnpapieHue KauyecTBOM YCIIVT, KOHTPOJb CTAHAAPTOB M DE30IIaCHOCTH OOCTYKUBaHUA.

Ouenka yAOBIETBOPEHHOCTH MOTpebUTENS yCeIyrod. MeTOARl OIEHKH YAOBISTBOPEHHOCTH MMO-
Tpeburens YCIyroH.

Tema 9. CeppucHas 1eATENBHOCTE KaK 00beKT NPaBOBLIX OTHOLIEHUH
(OcHOBHBIC HOPMATHBHLIC H IPABOBHIE NOKYMEHTHL, PEFYJIMPYIOIIUE CEPBUCHYIO ACSTEINLHOCTE B
Poccnn. @enepanpibiil 3akoH PO ot 07.02.1992 N 2300-1 (pen. ot 18.04.2018) "O 3ammute npas notpe-

~ 1

oureneii”. [Topsnox oOpazoRaHKs CepBUCHON OpraHM3aly. Peructpauus cepBUCHOM opraHu3aiiiH.



[Mousttie cepruduranuu yenyr. ObszarensHas 1 100poBOIBHAA cepTHhHKaUUs B chepe yenyr.
®GenepanbHblil 3akoH o1 27.12.2002 N 184-03 (pen. o1 29.07.2017) "O TeXHUYECKOM peryJIMpOBaHuy",
®enepansupli 3akod 'O crannaprrzaiuu B Poccutickoilt ®egepanun” ot 29.06.2015 N 162-D3

JlMIeH3upoOBaHNe OTIeTBHBIX BUIOR JeaTenbhocti. Pepepanphbiil 3akon ot 04.05.2011 N 99-03
(pen. ot 15.04.2019) "O nHIEH3UPOBAHUH OTIC/IBHBIX BUIOB JCATEIBHOCTH " .

Tema 10. DdpdekTHBHOCTL CEPBHCHOM JEATEIBHOCTH

Dddext u yhdexTrHBHOCTE. DPPEKTHRHOCTE KaK YAOBICTBOPEHUE NMOTPEOHOCTH W 3KOHOMHYHO-
cTH QYHKIHOHHPOBAHUS peripusTys. Buasl odhextnBHOCTH. XapaktepucTika 3@ deKTHBHOCTH.

DPpherTHBHOCTD CEPBHUCHOH ICATENEHOCTH M €¢ oleHKa. BHemusasa a¢dexTuBHOCTE. BHYTpeHHAS
3P ek THBHOCTE.

Posb 3¢ (heKTHBHOCTH B HHAYCTPHAILHOH W cepBUCHOH dxoHoMHKe. CepBUCHas Monenb dddex-
THBHOCTH. OnieHKa (P QHeKTUBHOCTH CEPBUCHOMN AedTesibHOCTH. Tpagunuonnslit moaxon. Llenesod mox-
XOJL. [onxoun, OCHOBAHHEIH HA pecypcax Ionxon BHYTPEHHUX IPOHECCOB
- 3(pPEKTUBHOCTE OPraHU3aIMK HA OCHOBE NIOKa3aTelel ee BHYTpeHHero 310poebs. [loaxon akunoHepos.
CpaBHUTENbHASA XaPAKTEPUCTHKA CYLIECTBYIOUIMX HOAXOMOB K OleHKe 3P HEKTHBHOCTH NPUMEHUTENLHO
K CEpBUCHOM IESTETBHOCTH.

[Tonarre conuanbHoi 3G PEKTUBHOCTH CEPBUCHOHN HEATENBHOCTH.

KauecTro ycayr, pe/locTABIACMBIX PEAIPUATHsIMU cdepsl cepsuca B . Bnanumupa

Tema 11. CepBHCcHasi Opranu3ans
CepBricHas opraHu3anys, ¢ OCHOBHBIE XapaKTepHUCTHKH. [IpoHM3BORCTBO M npenocTaBieHHE yC-

JAYI KA4K OCHOBA JEATeIbHOCTH CEPBHCHBIX opranwianuil. Knaccubukausg CepBHCHBLIX NpeAlpHSTHH.
[Iponeccet ynpagneHus CEPBHCHOTO NMpeaAnpHATHs. OYHKUMH U 3a1atH CEpBUCHOIO IIPEANIPUATHS.

CyObeKTbl MAJIOTO U CPEHEro NPEANPHHHMATENLCTBA U HX 3HAYEHHE B CEPBUCHOH 3KOHOMHKE.
CepBucHbi# (hpaHUali3UHT.

Bo3sjeficTeue 3apyOexubIX GHUPM HA MHHOBAHUOHHbLIE OTCUCCTBEHHbLIC MPOLIECCHI, HX OCODEHHO-
CTH W MOCNCACTBH.

Tema 12. Undopmanuonnslii cepsuc

MHpOpMAIMOHHBIA CEPBHC M HHTEPHET-3KOHOMMKa. OCHOBHBIE 3NEMEHTH HH{(POPMALMOHHOTO
cepuca. MexannsM MH(QOPMAlMOHHOTO cepByca

OcHOBHBIC BH/1bl HHPOPMAaLMOHHBIX YCIyr. LlubpoBuzanus ycuyr 4 pasBUTHE 3JIEKTPOHHBIX Cep-
BucoB. Co3znanne nHGOPMAIMOHHEBIX OanKOBR M 0a3 JaHHBEIX B 00JIACTH NPUMEHEHHs TEXHHUKH U TEXHOJO-
run B chepe venyr,

Pone WH(pOpMAILIMOHHBIX CHCTEM B cepe cepBHca. 3a/1a4d 10 BHEIAPCHHIO WH(POPMALMOHHBIX
TCXHONOTHH B chepy cepruca. MHPOpMAaMOHHEIE TEXHONOIHH CEPBHCHON JAEATENBHOCTH B COLMOKYIb-
TypHoM ceppuce. QOna4gHbIi cepBHC.

ArTomaruzanus OuszHec-npoLeccoB B cdepe yenyr. JJocTonHCTBAa aBTOMATU3MPOBAHHOW CHCTEMBI
WHAMBUIYAJIBHOTO NIOJIB30BaTeNs B cepe TypH3IMa U CepBHCa.

Tema 13. Opranuzanun 00cJIy:RKHBaAHUS noTpeduTesei ycayr

[Tpouece obeayxupanus roTpebuTtens coctaBHad 4acTh chepsl ceppuca. llenb. 3a1aun U IpHH-
uunel npouecca odcnyxusanis. @akTopbl, BIMAKIME HA padoTy ¢ noTpebHuTencM. ECTecTBCHHBIC Mpo-
THBOPEYUHS MEXTY UHTEPECAMH NPELIIPUATHH, OKa3BIBAIOLIMX YCIYTH, U HX NOTpeOuTenaMu. [IpuunHel,

NpPEIATCTRYIOIHE 0OpalleHuIo noTpeduTenei.

[TpuniMnEl opraHu3anuu obcayxKuBaHuo rnoTpedurend. KoMIUleke MEepolpUITHH. HallpaBlICH-
HBIX Hd PEATH3ALMIO IPUHLHNOB OpraHH3aliuy 00CTyKHBaHUIO NOTPedHuTeA. POpMBl OpPraHH3allkuK cep-
BHCHOTO O6CHy}KI/IBaHHH.

Knacenduxaums u xapakrepucTuka GopM 00CIyKMBaHHA [IOTpeOHTENEH: 10 MeCTY OKa3aHMs yC-
JIyT, cioco0y rpreMa 3aKa3oB Ha yCIYTH. CPOKaM MCHOJIHEHHUS 38Ka30B, [10 METOAaM OpraHM3aluy B3aH-



MOJACHCTBHUS ¢ moTpedHTencM, o cnocobaM pacyera, KOMIUIEKCHOE obcayknBanue. OTBETCTBERHOCTD
CEPBHCHOHM OPraHH3aIMH.

CepsucHas JiesTenbHOCTE B 00nacTH ObIToBOro obciyxupanus HaceneHus. (JcobeHHOCTH cep-
BUCHOH JiesiTesIbHOCTH. CYIHOCTE, BUJABI U METO/Ibl MAPKETHHTOBLIX MCCIEA0OBaHUN. Y myUinieHue obemy-
HMBaHHS HAa OCHOBE MapKETHHIOBBIX HCCHEIOBaHUH.

KauectBo obcnyxuBanus norpedutenei. YposeHs 00cnykuBaHHs noTpedutenei. ®akTopsl 00-
CHYMBaHMA: BPEMCHH, TOCTYIIHOCTE YCIIYT.

OcHOBHBIE IOHATHS U OIIpe/IeTieHHs CEPRBUCHOH ACATENBHOCTH B OPraHH3alUAX COLMOKYILETYPHO-
ro cepeuca. [IpaBuna npenocrapieHHs yCIyT HaceneHuio B Poccuitckoit ®enepaiy.

Tema 14. HoBble BHOBI YCAYT H IPOTPECCHBHBIC HOPMBI 00CTYKHBAHHUSA

MHHOBAUMOHHbIC NpOoIlecCh! Kak (PaKTOp W3MEHEHUs CEPBUCHOM ZesTeNbHOCTH. Marpuna WHHO-

saumil. Munosauunu B cdepe yenyr. Konnenuus yenyru. Manoeaunn B conpoussoactse. Kanpossle, op-
FaHU3aAlIHOHHEIC, KYJLTYPHBIC TFEMEHTB! HOBBIX CHCTEM IIPEROCTABICHHS YCIyr. Paktophl YCIEIHOCTH
CEPBHCHEBIX MHHOBalMi. MHHoBauy B MHpe. Y poBeHb HHHOBAIMH yenyr. Moneny yiupaBieHHsS HHHOBA-
UMSIMH B KOMITAHMAX.

BreJipeHHe HOBBIX BUJIOB YCIYI M IPOrpeccuBHbIX GopM obciyxupanud. [IpHUMHBI co3ganus u
BHEAPEHUS! HOBBIX YCIYT. BnusHMe BHEAPEHHS HOBBIX BHJIOB VCIIYT H (opM obciryxuBauus. Braeapenue
HOBBIX TEXHOJIOTHH, obecneunBaroninX fonee coBepIeHHbIE CII0cOoOR! NPOXU3BOICTRA U NOTpebIeHus ye-
ayr. Camble BocTpebopaHHbie venyrd B Poccuu. [IpoaBukenue noBbIX yeiyr. [pHuuHbl Heypad 1po-
ABHKEHUS YCIYF HA PbIHKE H CIIOCOOBI X YCTPaHEHHS.

QopMUpOBANME CTPATErHU W TAKTHKH YIPABICHHS NPENNIPHATHAMA CEPBMCA, OCHOBAHHLIX HA
BHEAPEHUU HOBbLIX BHIOB YCIYI.

Tema 15. Opranuzauns padodero Mecta Ha IPEANPHATUAX CEPBHCA
Ocnosl: yTans! pazeuTHs B Poccun H 3a pyGexoM. [TouaTue, cosepXanue U NPUHIHITE HAYYHO#M!

OpraHH3allii Tpy/ja.

JKOHOMUYECKAsA, NICHXO(U3NOIOrHIecKas W COLMaIbHAs 3aJa4ya Hay4Ho#l opraHu3allid Tpyla.
OyHKUKH HAYYHOH! OpraHu3auuu Tpyna.

Heropus pa3suTug Hayku 00 opraHuzaluu TpyAa Ha 3anaje. [lIxona nayuHoro ymnpaBieHHs.
Illkona yenoBeueckux oTHoLIcHUH. VMicTopHd pa3zRuTHg HayuHOR opranuzanuu Tpyda B Poccum. 3apy-
OesKHbIE N OTEYSCTBEHHEIC HCCIeNoBaTeNel B 00NacTy HaydHOH OpraHu3aliu Tpyaa.

Opranuzaing TpyJAoBkX nponeccoB. Hopmuporanue tpyna. Opranuzanusg pabodux MecT. Y clo-
Bus tpyiaa. PexxuMel Tpyna 1 otaeixa. [loadop. noAroToBKa W NnopkillieHHe KBauduratiy kajapoe. CTu-
Myuposanue Tpyna. ColuHalbHO-TPY/IOBBIC OTHOWEHHUS. JucumMiuinaa tpyna.

OproHomuka pabouero Mecra NpeanpUaTHH cepBrca: NMOHATHE H (PYHKLUHU. YCAOBHI U PEXKUM
Tpyna oOcayXUBaOILEro NePCoHala.

Tema 16. llpodeccnonaibHOE MOBEAEHUE H ITHKET B CEPBHCHOMH NeAATEILHOCTH
[lousaTue npodeccHoHanbHOrO W AEJIOBOTO 3THKeTa. HOPMEI H TpaBuia NMpogecCHOHANBHOTO 3TH-

KeTa. DTHYecKas KyJIbTypd CepBUca.

Hpaecteenubte kayecTsa padoTHHKA KaK OJMH H3 BEIYIUMX IMEMEHTOB e€ro npodeccruodansoi
[PUATO/IHOCTH.

OcHoBHBIE KaTeropuu 3TvKU. [Ipodeccnonanshas 31uKa. CylHOCTh NpodeccHOoHATBHOR ITUKH
pabotHukOB 0bcnyxHuBaHug. Koseke mpodeccHoHaIbHOW ITHKH.

Kntouerble GakTopsl UMHIKA.

ITHUKA U ITHKET TeJIe(bOHHOI'O pasroBopa. DTHKET COCTABIICHUS ACIOBBIX IMHMCCM. DTHYECKHE npo-
Oi1eMbl HHPOPMALHOHHOI'O CEPBHCA.

Tema 17. KyabpTypa 001eHHs ¢ KJIHEHTAMH
[lonsTue o xyaeType obieHUa. KOMMOHEHTH! KyJIbTYpH o0mmeHus. KylbTypa peun crnenuanmucta

Ha MNpCIANpHATHAX U OpraHM3allliax CCpBHCA. anHlII/IHBI W OCHOBHBIC BHUIBI ACJIOBOTO OCIHIEHHA. DTaflbl



npouecca aenosoro otumenus. O0mue TpaBuia KyJbTypbl OOLICHUA ¢ KIMEHTaMH. Bo3aeHcTBHe KyIBTY-
Pbl Ha [OBEJICHHE IlOTpe6HTeﬂﬂ.

OcHOBBI KOPIIOPATURHOI KYIBTYPHI NIPEANPHATHH COMHOKYNBTYpHOro cepeuca. OfiecTeeHHas
penyTtaius ¢gupmel. Koprnoparueneie cranaaptel. Koprnopartupnoe noeesnenue [lpodiaema xoprnopaTus-
HOW COLMAIBHOH OTBETCTBEHHOCTH.

Tema 18. KonrakTHas 30Ha

«Konraktuas 3ona» xak cdhepa peanusalluy cepBUCHOH nestenbHocTH. [loHATHE 0 «KOHTaKTHOH
30Hey. CocTap KOHTAKTHOH 30HBL. BHJBI KOHTAKTHBIX 30H: [0 MPOCTPAHCTBEHHOMY PACIIONOKEHHIO, 110
XapakTepy MEXJIMUHOCTHOI'O PACCTOAHHA B 0DCIYXKUBAHMH.

[Tpotiecc KOHTAKTa MEXKIY KIHEHTOM M HcnonHHTeseM. CojaepkaHue koHTakTa OfieHne U B3ak-
MOJIEHCTBHE ¢ KNTUEHTaMH B KOHTakTHOM 30He. HlecTs cTaanit cTpyKTyphl 0011eHus.

BzauMoOTHOIICHHS CHEIHANNCTa IO CEPBUCY H KIHEHTa B MPOLECCe OCYLICCTBICHUS CepBHCHOH
nestenpHocTH. Oco0eHHOCTH MHYHOCTHERIX XapaKTePHCTUK pabOTHUKOB KOHTAKTHOM 30HBI.

HpoeTpaHcTBO KOHTAKTHOM 30HBI. KOMIIOHEHTHI KOHTAKTHOH 30HBL KiioueBsie GakTopbl MOJEITH
«Service action» miin «odcnyxupanue B aeiicteuu». ®ponr-oduc u O3x-oduc. 3onuporanue oduca
TTpuHnmMnel 30HUpoBanns oduca B pabodeit 30He: KaDUHETHBLIA X OTKPLITHIH.

Tema 19. KondauKTeI B cepBHCHON AeSITENLHOCTH

KoupmaxTsl B cepBUCHOR NEATETFHOCTH: CYIIHOCTD, BHBI, QYHKIMY, CTPYKTYpA.

Bune koubmuxToR. [puynne! kordaunkTor. Crocodrl pazpeluerus KOHGAUKTOB. Pons KOHGIUKT
B CEPBUCHON JiesTeNIbHOCTH. [T03MTUBHAS CTOPOHA KOH(IHKTA.

Tuns! KOHGIUKTHBIX JTHYHOCTEN KM HMX NOBEACHUE B KOHPNUKTE. YrpasicHUs KOHPAUKTHON CH-
Tyauuei. KOHCTPYKTHBHBIC MOCNENCTBUS KOH(IUKTHOH CHUTyallMH Kak HOBOE KauyecTBO OTHOLICHUH
VIIpaBJICHHA.

Tema 20. 7Ka100b1 npy 00CTYKUBAHHH KIHECHTOB

[Tonste o xanoGe. Buarp! xxanod. McToUHUKH, NPpUYHHBI B OOBEKTHI Kalo0 KIHEHTOB B chepe
obcnyxupanus. OcobeHHOCTH padoThI ¢ ¥anodaMy KIIMEHTOR. THHONOTUS KIMEHTOB-XaO0UIHKOB.

Crpareruu ynpaeieHus xajno0aMu KIHEHTOR B chepe ycayr. [1o3uTUBHBIE NOCNenCTBUS BHUMA-
TeNBHOrQ OTHOUIEHHS K YanodaM.

Tema 21. CeppucHast JeATeNLHOCTL B MHIYCTPHH TYPHU3MA

[NoTennuan pazeuThs peiHka Tvpucrekux yenyr Poccuiickoit ®@enepaunn. [loHstus v BUABL TYpH-
CTCKHX H 3KCKYPCHOHHBIX yeiyr. OlieHKa ¥ KOHTPOIb Ka4eCTRA MCIIOIHEHHS TYPHCTCKHX M 3KCKYPCHOH-
HBIX yCIyI.

OGCIy)KUBAHME TYPUCTOB W HACEJICHMS B CPEACTBAX pa3MENIeHUs, Ha IPE/IIPHATHAX 00IIIeCcTREH-
HOT'O NIUTAHUS, B KYILTYPHO-Pa3BIEKATEIBHBIX YUPEKICHHUSIX.

Yenyrd HHAYCTPUH PA3BlICUEHUS M CIIOPTa: YCIYIH B 0OJacTH pa3BlIeueHHH M OTIBIXA, OPTaHu3a-
MM ¥ NIPOBEICHUS CIOPTHBHO-MACCOBBIX MEPONPUATHH.

TeHjeHlHn pa3BUTHS PhIHKA BBICTABOYHON HH/AYCTPUM, B TOM YHCIIE peTHOHATLHOro. CocToAHuE
W MEPCNeKTHBbI PasBUTHS Ae0BOro Typusma. CepBucHOe 00CTyKUBAHHE JEJIOBBIX MEPOIIPHATHH H KOH-
]‘pECC!iO—BLICTaBO‘-{HOﬁ JCATECIBHOCTH.

Tema 22. CepBuc Ha TpaHCIIOpTe

Tpancnoprabie yeayry U loTedMan UX pasBuTHs B PoccHn u mupe.

Tpanciioprusie yenyry 0 epeMelleHHIO TacCaKUPOB, MaTepHAIbHLIX HeHHocTel. TpaHcnopt-
HEBI€ YCJIYTH, CBSA3aHHBIE C OpraHu3al#fel npoilecca OTOPABKH U [10IYYEHHS IPy3a.

Jlorvctrueckuil ceppic. be3onacHOCTE W Ka4eCTRO TPAaHCMOPTHHIX yenyr. OpraHu3ailds cepruca
NpH TPAHCIOPTHOM OOCTYKHBAHUU.

Tema 23. Ceppuc Heasm:xumocti B dKKX

[lonstie ceprrca HeABHNMMOCTH, TEXHOIOTHS OKa3aHWA YCAYT B cepe HEIBMKHMOCTH, B
ciyx0ax cepBUCa, YIPABIAIOIINX KOMIAHHAX, 0OCTYKHBAIOILMX KHUJIBIE M HEXKHJIBIE 37IaHUSI U COOPYIKe-
HUst, OOBEKTH HENBHIKUMOCTH.



OcobeHHOCTH oKazaHud KHIAUIHO-KOMMYHATBHBIX YCIIYT. HpCﬂOCTaBHeHHC KOMMYHaIIEHBIX ¥YC-

JIyT COOCTBCHHUMKAM K ITOJIL30BATCIAM TIOMELICHHUH B MHOTOKBAPTUPHBIX AOMdAX H JKHIIBIX AOMOB.

Opranuzanus paboThi ¢ HEMNATENBIIUKAMY 32 XKUITHIHO-KOMMYHAIbHBIE YCITYTH.
Tema 24. Oco0eHHOCTH OPraHH3aLHH [IPEJOCTABICHMA I0CY1aPCTBEHHBIX H
MYHHUMNAALHBIX YCIYT
[lonsiTHE TOCYRApCTBEHHOH M MYHHUMDANbHOH ycnyr. OCHOBHBLIC NPUHITUIE! MIPpeAOCTaRICHHS

roCyJapCTBEHHBIX U MYHHUHNAIBHBIX yeiIyr. O0iMe TpeboBaHNs K NPEAOCTaBICHHIO TOCYIapCTBECHHEIX
¥ MYHHLUMIAIBHBIX yenyr. [IpejocTaBiienue rocyJapcTBEHHBIX M MyHHLIMITATBHBIX YCIYT B MHOTOQyHK-
LUHOHAJIbHBIX EHTPAaX MO MPUHIKIY "OJHOTO OKHA".

Opranusanus 1 ee 0COOEHHOCTH [IPENOCTABIIEHUS TOCYAPCTBEHHBIX H MYHHIIUNIATIBHBIX YCIVYT B
MHOTO(YHKIHOHAIBHBIX LEHTPAX.

Coaepmaﬂne IIPAKTHYCCKHX 3AHATHI N0 IHCHRILIHHE

Tema.l. CepBuc Kak cnenupuyeckKni BUI JedATeILHOCTH
[IpakTHteckoe 3aHATHE.
AHamH3 CTPYKTYpPbl K BHIOB CEPBHUCHOI NeATENBHOCTH, KaK HCTOYHHKA YIOBJACTBOPEHHS PasHo-
00pa3HBIX IIOTpedHOCTEH uenoBeka (B popme Tabaumel).
Tema 2. Postb v HpenocbIUIKHA Pa3BUTUHS CEPBUHCHOH NeATEIHLHOCTH

[IpakTHyeckoe 3aHATHE.

AHaju3 CTPYKTYPHBIX M3MEHEHHUH B cdepe yeayr. BnusHue cOUManbHO-KYNBTYPHBIX U3MEHEHH I
B OOIIECTRE HA CHUCTEMY [l0KazaTeseH. OTREUAOlIe! COBPEMEHHBIM 1IIEHHOCTSM, 3aMpocaM d MpeaArouTe-
BUSIM norpeduTenei. Criocolbl B METOIBI UCCIIEA0BAHUS CEPBUCA, UCIIOIB3YEMBIX B YCIIOBHAX COHATIB-
HO-KYIbTYPHBIX TpaHchopmanuii B Poccrit, Kak CONUATBHON CHCTEMBI XHIMBUIYATLHOTO 00CTyKUBAHUS
C TOYKH 3PEHHA HAYKH O CEPBUCE — CEPBUCOJIOTUH.

Tema 3. McTopus pazButusd cepsuca B Pocenu

[IpakTHyeckoe 3aHsaTHE.

Knaccubukauus 1 cpaBHUTENLHBINA aHAJM3 OCHOBHBIX 3TAIlOB PA3BUTHS CEPBUCHOH MeITeNLHOCTH
B Poccuu.

Tema 4. CepeHcHAS 1eATEILHOCTE B PA3BUTHIX ¢TPAHAX

[IpakTHueckoe 3aHsATHE.

Kpyraslii cron. Ananusz ¥ cneunrpuka opraiiaundy CEpBUCHOH AESTEILHOCTH B Pa3BUTHIX CTPa-
Hax {BBIOOP CTPaHb! OCYIIECTBAACTCA CTYICHTOM CAMOCTOSTENLHO )

Tema 5. CepBucHast 1esiTC/IbHOCTL B PA3BHBAKIIUXCA CTPaHAX

IIpakTHueckoe 3aHATHE.

Kpyrneii crosn. AHanas u cnenuduKa OpraHu3alldy CEpBUCHOM HeATENBHOCTH B PA3BHBAIOIIMXCSH
cTpadax (BbOOp CTPaHbl OCYIIECTRIISACTCS CTYJACHTOM CAMOCTOATENIBHO)

Tema 6. CtpyxTypa chepsl yeAyr ¥ KIaccuPUKaUUA THNOB ¥ BU/JOB YCJayT
llpakruueckoe 3augarne.

AHaIM3 JKH3HEHHOTO LIHKNA YCIYT, OKa3blBAEMBIX NIPENNpHITHEM cepBuca B . Bragumupe.

M3yuenue u avanus o0bpekToB kiaccudukanuu (yenyr) B OKIIJ] 2 (nepapxuueckuit Meto) Knac-
CUPHKALMY, NOCHeN0BaTe/IbHBIH METO/, 0OJACTH IPUMEHEHHS, CTPYKTYpa KilaccudukaTopa, jeranusa-
LKA YCIYT Ha HAMOHATBHOM YPOBHE).

Tema 7. Poinok yeayr

[IpakTHueckoe 3aHATHE.

AHalM3 COCTOAHUS W Pa3sBUTHA KOHKYPEHTHOH Cpefbl Ha PhIHKAX yeiayr Baagumupcekol obnactu
{PBIHOK arpoTPOMHIIILIEHHOTO KOMILIEKCa, PEIHOK 00pa30BaTtellbHBIX YCIYT, PHIHOK MEIMUHHCKUX YCIYT,
PBIHOK YCIYF B cpepe KyJbTYphl, PHIHOK YCIYT KHITHITHO-KOMMYHATHHOIO X035HCTRE, PHIHOK YCAYT Ie-
PEBO30K NMAacCa’kMpOB HA3eMHBIM TPAHCIIOPTOM, PBIHOK YCIIYT CBA3H, PBIHOK YCIYT COHMalILHOTO 00CTy-
AHHBaHWA HACCHEHEA M IIp)



Tema 8. KauecTBo H 011eHKa KaYeCcTBA YCIYT

[IpaxTHyeckoe 3aHATHE.

AHann3 KadecTrBa yciyr, NPeJOCTABASEMBIX HA TPEJUIPUSTHAX COUMOKYJILTYPHOIO CEpPBHCA B T.
Biraaumupe (KauecTBO MCTIOTHEHHS 3aKa3a JUld HPOM3BO/ICTBEHHBIX BHAOB YCIYI IO CO3JAHHI) WIH 11O
PEMOHTY HM3JENHI. KaueCTRO O0CNYKHUBAHUS KIMEHTOB I HelPOH3BOACTBCHHEIX BHIOB YCIYT).

PaspaboTka ornpocHOro nucTa LI OUEHKH YAOBICTBOPEHHOCTH NOTPeOUTENS YCIYTH.

Tema 9. CepBucHAR NeATENBHOCTE KAK 00BbEKT NMPAaBOBBIX OTHOINEHUHH

[TpaxTuecKkoe 3aHsTHE.

AHAIIM3 OCHOBHBIX HOPMATHBHLIX M IPAaBOBBLIX JOKYMEHTOB, PEryJUPYIOILMX CEPBHCHYIO ACs-
TenbHOCTH B Poccun. JlutieH3npoBaHue cepBUCHON AeATeNbHOCTH. CepTH(UKALINS YCayT.

Tema 10. 3¢ ekTUBHOCTH CEPBUCHOI JIEATEILHOCTH

HpakTuieckoe 3aHATHE.

AHanus ¥ cocTaBlaeHHe TabIMUBI T0KA3aTCNCH KOHKYPCHTOCIIOCOOHOCTH CEPBUCHON OpraHyn3alum
¥ UX XapaKTEpPHCTHUK: Ka4eCTBO CEpPBHCA, BpEMS HCIIONHEHMS CEPBHCA, AOCTYITHOE KOJIHHYECTBO IMPEeoC-
TaB/sIEMOTO CEPBHCA, AOCTYIHOCTD CEpBUCA, MHAOPMALMOHHAR OCTYNHOCTD CePBUCA, MOILIHOCThL CEpPBU-
ca, peHTabeNbHOCTEL CepBUca, HHHOBALMOHHAA THOKOCTEL CEPBUCA M JIp.

Tema 11. CepBucHas opranusauus

[IpakTHueckoe zaHsTHE.

Ananu3 (panyaiizuHra Kak GopMbl OpraHH3alliyl Maloro OM3Heca B CEPBUCHON JICSTENLHOCTH:
MPEUMYLLECTRA M HeJoCTaTKH (B (hopMe TabMIbI).

Tema 12. Hadopmanuonusrii cepeuc

[IpakTudeckoe 3aHIATHE.

PazguTue cepbl YCIyT B YCJIOBHAX HIHPPOBU3ALNE 3KOHOMHKH.

0630p CRM-crcTeM (ynpagieHne B3aUMOOTHOIICHUSIMU C KJIMEHTAMH) Ha NPEIIIPHITHIX COLH-
ATLHO-KYIBTYPHOTO CEPBHCA M TYPU3MA.

ABTOMaTH3alMK [IPOLECCOB YNPABJICHUS B3aUMOOTHOUICHUSIMH € KIIHEHTAMM B KOMIIAHUSX MAJIO-
ro dusHeca.

Tema 13. Opranuzaums odc/Iy:KUBaHUA HoTpeduTENEH YeayT

HpakTHueckoe 3aHsTHE.

AHanu3 CTPYKTYPBI M COCTABA YCJIYT ¢ TOUKY 3PEHHS OTPEOUTENs, aHamu3 Moacneit obciyKuBa-
HHUS W OLEHKH YIOBIIETBOPEHHOCTH, POPMHpPOBAHKE MOKazaTenefl ¥ KPHTEPHEB KadecTsa., LCHHOCTH H
KOHKYPEHTOCTIOCOOHOCTH YCIIYT.

Tema 14. HoBbie BHABI YCIYT H IPOrpeccHBHbIC OPMBI 00CTYKMBAHUS

[IpakTHueckoe 3aHgTHE.

AHaUIM3 1 XapaKTEPHCTHKA HOBLIX BHUAOB YCIYT W (POpM 0OCHYyKMBaHMS, HA MPEITPUSTHIX CO-
LHOKYILTYPHOIO CepBHca B ropoae Braaumupe (BbIOOp KOHKPETHOIO IPEANIPHATHA chepbl COHHOKYITb-
TYPHOTO CEpBUCA HA PLIHKE YCIIYT, XapaKTepUCTHKA MaHHOI0 [PEIIIPUSTHS M OPraHU3aliiy, OlMCcaHHe
HOBBIX BHM/IOB YCJIYT, O[MCaHHE CIOCODOR, METO/I0B, MED, CO3AHHBIX JUIS NMPHUBICYCHUS KIIHEHTOB K HC-
MOJIL30BAHHIO HOBBIX BUIOB YCIYT).

Tema 15. Opranusauus padodero Mecra Ha IPpEINPHATHAX CEPBHCA

[TpakTHueckKoe 3aHaTHE.

AHanu3 oprasu3aurK pabovero MecTa Ha NPEANpHITHAX cepBHCA (IpeAlpHATHE CcepBUCAa U BEI-
Bop pabouero mecra onpe/ienseTes CTYICHTOM 110 COrJACOBAHUIO € INPEINOJIABATEICM) C YYETOM AHTPO-
IIOMETPUHCCKHX. (PUBHOIOTHYECKUX H NCHXO(PHU3HONOIHYCCKUX JJAHHBIX COTPY/IHHKA: NPOCTPaHCTREHHAS
KOMIOHOBKa paboyero MecTa, pazMepHbIE XapaKTePHCTHKH pabovero Mecra, B3aWMHOE pacrosioskeHue
pabounx MecT, pazMellleHHe TEXHOMOTHYECKOTO H OPraHM3allMOHHOTO OCHAIICHHA paboyero MecTa i T,

Tema 16. llpodeccnonansnoe noseaeHne M ITUKET B CCPBUCHOH JeATEILHOCTH

[paxTHueckoe 3aHsATHUE.

CocTaBUTb MakeT JIEJIOBOTO NMUChbMa Ha OlaHKe OpraHH3alllu 110 3aJlaHHbIM BHIaM IHceM, Co-
CTABJIEHUE «IIaMATKHM» [IPO(ECCHOHAIBHONO MOBEIEHKA, KYJIbTvpa OOHICHUS pabOTHUKA MpEATIpHSTHS
cepBUca ¢ MOTPeOUTENSIMH YCTYT.



Tema 17. KynsTypa 0o01leHHA ¢ KITHEHTAMH
HpaKTHHBCKoe 3aHATHE,

AHanuz npolecca B3aMMOACHCTRUA ¢ KAWEHTAMH H ero 0COOEHHOCTH: MOTHB B3aUMOJEHCTBHS U
CTEMEHb Cro BaXKHOCTH, CTPYKTYPa OTHOLIEHHH C NPEACTABHTENAMM OOLIECTBEHHBIX IPYII H MEXKITHY-
HOCTHBIX OT}iOUJCHHﬁ; OGU_ICHI/IC C Y4ETOM HWHIAMBHAYAIBHBIX 3allpOCOB H OMOUHMOHAIBHOTC COCTOAHHA
noTpebUTEN; PeryispHOCTb, ITEPHOANIHOCTE B3aMMOICHCTBUS KaK CO3NaHHE NepCOHHUGbULUPOBAHHOM
CpPefbl, 3CTETUUECKUE HIIEMEHTBI OKPYKAIOIHErO NPOCTPAHCTBA U STHYECKHUE HOPMBI M NpaBHUiIa; pPe3ylb-
TaT B3aUMOJEHCTBHS - (PYHKIIHOHANIBHOE HA3HAUYCHME YCNYIH, MNU [OJE3HOCTH, KOTOpas OLICHUBAETCS
OOBEKTHBHBIMH M CYOBEKTHBHBIMH KAaTeTOPUAMH (YIOBIETBOPEHHOCTE/HEYIOBACTBOPEHHOCTS NOTPedH-
Teua).

Cocragpyienre TaOMHIB! « DIEMEHTEl KYJILTYPhI CEPBUCHOIO B3aUMOAEHCTBHS M MX COLEPKaHHEN.

[IpoaHanusuposaTh 00pa3libl pe3loMe, IpeACTaBIeHHBIX Ha caiitax: Superjob, hh u ap.

Tema 18. Koarakrnas 30Ha

IIpakTiuecKoe 3aHATHE.

Opranuzauyms IpoCTpaHCcTBa KOHTAKTHOH 30HbI CEPBHCHOTO NPEANPUATUS (IpeaANpHATHE OIpe/e-
JSIETCS. CTYJCHTOM MO COMIACOBAHKIO € NPENoJaBaTeneM): 3aloJHUThL Tadauly MO BHAAM MOMEIUEHUS
KOHTAKTHOH 30HBI ¢ 0003HAUCHHEM (YHKIMOHAILHOM NPUHANJIEKHOCTH, HazHaueHHeM M ONHMCAHHEM.
Axanuz CanllnH 2.2.4.3359-16 CanuTapHo-31HAEMHOJIOIHYecKue TpebOBaHUA K QU3HYCCKUM PakTopaMm
Ha paboyux MecTax

Tema 19. KonduiHKTBI B CEPBHCHOI NeATENBHOCTH

ITpakTHyeckoe 3aHATHE.

Tpeuunnr st passuTisi HABLIKOB 2 (QEKTUBHOTO pelielus KOHGIUKTHBIX CHTYallHH B CEpPBUCHOM
AesresibHocTH «KoHduiMKTh! B Ipolecce 0Ka3aHHMs YCIYT: MYTH HX pa3pellicHHd B CEPBHCHON IEATCIBHO-
CTH».

Omnurcanue KOHGITHKTHOH CHUTYalMM HAa CEPBHCHOM IIPEANPHITHH COLIMOKYJIBTYPHOIO CEPBHCA,
yKazaHue poiM B KOHGIHKTe (MOTpeOMTENb WM PabDOTHMK CEPBHUCHOIQ NPEJUIPHATHS), NPHUMHA KOH-
{hIIMKTa, HCXOA KOH(IMKTA, NPEATOKEHUS CEPBHCHOMY MIPEANPHATHIO [0 YCTPaHEHHIO NOJOOHBIX KOH-
(IIMKTHBIX CUTYALIMH.

Tema 20. Kano0ns1 npy 00c/Iy:KUBAHHHN KJIHEHTOB

l1pakTHyeckoe 3aHdTHE.

Tpenunr. Pabora ¢ xanobaMu KIMEHTOB H peKlIaMallisaMU B IIPOLlecce OCYIIECTBICHHA CEPBHC-
HOHU jlesTensHocTH. CHCTeMa ynpapienus xanodaMu B opraHM3allly COIMOKYIBTYPHOIO CepBHca M I0-
3UTHBHOTO MBIIIIICHHS CIICHHATHCTOB cnyxObl ceppuca. Knaccuduxams xanod # 3¢dexTHBHBIN anro-
PUTM JIeHCTBHH.

Tema 21. CepBUCHAS NeATEIBLHOCTE B HHIYCTPHH TYPU3Ma

[TpaxkTuuecKoe 3aHATHE.

AHANK3 KOMIUICKCa TYPUCTCKUX yenyr. Crienuduka IpeJocTaBleHUs CEPBUCHBIX YCIYT B TYPH3-
me. Ananus [OCT B cdepe Typuzma (110 COrNacoBaHHIO ¢ IIPerogaBaTeneM):

Tema 22. CepBHce Ha TpaHenopTe

[lpakTudeckoe 3aHATHE.

AHAIU3 PBIHKA TPAHCIIOPTHEIX YCRYyT BlaluMHpPCKOTrO PErnoHa.

Anannz FTOCTos: 'OCT P 51006-96 Ycnyru Tpascnoptreie. Tepmunst u onpenenenus. [OCT P
51825-2001. Yenyry naccaupekoro aRToMOOMIBHOIO TpaHcnopta. Obiue TpedopaHus

Tema 23. Ceppuc Heapmxumoctu 1 KKX

ITpakTHYeCKOE 3aHSATHE.

Quenka KayecTBa IIpeJocTaBlIeHus yeuyr yipapnsomei komnanuei JKKX B ropone Brnanumupe
(no BEIOOpPY CTYHCHTA).

Mzyyenue pernoHabHOW TPeXypOBHEBOH CHCTEMbl KOHTPOJS B JKHIMINHOH cdepe: rocynapcrt-
BEHHBIN JKHIIMLIHBIA HAA30D, MYHULIMNAIBHBIA ®UTHITHBINH KOHTPOIL U ODIIECTBEHHBIH KOHTPOIb.

M3yueHue 1esTenbHOCTH peruoHaTbHoH HekomMepueckoit opranusanun « XKX-KOHTPOJIb».



Tema 24. OcoGeHHOCTH OPraHH3ALMH PEAOCTABICHHS TOCYARPCTEEHHBIX M MYHULHIIA b=
HBIX YCIIYTr

[IpaxtHueckoe 3auaTue.

AHaIN3 TOCYIApCcTBEHHOH NporpaMMel Braaumupcexoi 061acTH "CHHKEHHE aIMUHUCTPATHBHBIX
GapLepoB, ONTHMU3ALMSA H [TOBBIIICHHE KAYeCTRBa IPEIOCTARICHHS FOCYIAPCTBEHHBIX H MYHHIIMIIANBHBIX
YCAYT, B TOM YHCie Ha Dasze MHOrO(QYHKIMOHATBHEIX IIEHTPOB NIPEI0OCTABIEHUA [OCYAaPCTBEHHBIX ¥ MY~
HUIMITATBRHEIX YeIyT Bo Biaagumupekoit o6nactu, na 2014 - 2021 rozwl”.

5. OBPA3OBATEJBHBIE TEXHOJJO0T'HHU

B npenopasanuy DUCUMIUTHAEBL «Cepoucias OesmenbHOCHsy HCIONB3YIOTC pasHOoO0pasHble 00-
pazoBaTesibHbIE TEXHONOIMM KaK TPAIHIIMOHHEIE, TaK K ¢ IPMMEHEHHEM aKTHBHBIX M HHTEPAKTHBHBIX Me-
TOJIOB OOYUeHHS.

AXTUBHEIE U HHTEPaKTUBHbIE METOJIBI 00YYEHHS:

- Humepaxmuenas aexyus (memol Ne [-3,6-10,12-16,18,21-24);
- [ pynnosas duckyccus (memout Ne 11,13)

— Awnanuz cumyayuit (memor Ne 7,9);

— Pazbop xouxpemuvix cumyayutl (mema Nel16,17)

Hpveoe:

— Cewunap ¢ hopmame xpyenozo cmona (memnbt Ne 4, )

— Cemunap-npaxmuxyy (1-3,6,8,10,14-135. 18, 21-24)

— Tpenune, padboma 6 maibix epynnax (memust 19-20)

= Suwguma uHOUGUOYATLHLIX 3a0arUll (mesor Ne [2).

6. OIIEHOYHBIE CPEACTBA JJ151 TEKYIIEIO KOHTPOJIA YCIIEBAEMOCTH,
NPOMEKYTOYHOM ATTECTAIIAH NO UTOT'AM OCBOEHH S
JMUCIUILIAHBI U YYEBHO-METOJIHYECKOE OBECNEYEHHE
CAMOCTOSTEJLHON PABOTBI CTYAEHTOB

Texyuuii KOHTPOIb YCNEBAEMOCTH (PeHTHHI-KOHTPONL 1, PEHTHHI-KOHTPONL 2, PEHTHHI-KOHTPOIH
3). Tunosble TECTOBLIC 3aIaHUS AJIS TPOBEIEHHS TEKYLIEro KOHTPOIS IPUBEACHEI HHXKE.

3 cemecTp
PeHTHHT - KOHTpOJIB 1:

Dcce no BOMpOCaM.
1. LlennocTH, co3AaBaeMble CEPBHCHOM AEATEILHOCTHIO.
2. [Ipoananuzupyiite moTpeduUTEICM, KAKHX YCIYT Bl ABNSETECH, M KaKylo CymMMy Bot TpaTuTe Ha

pa3JIHYHBIE YCIIYTH MECSLL.

3. [o BarueMy MHEHHIO, MOKHO JIM IPHOOPECTH YCIYTY BIPOK?
4. PoJp cepBHCa B KHM3HHM MHIWBHIA.
5. BnusHue cepBuca Ha cyab0y M CUACTbE MONCH.
6. BrusHue ceMbyd Ha pa3BUTHE CEPBHCA

PeiiTuHT - KOHTPOJIb 2:
Tecruposanne
1. Bee HeoOx0auMble MCPOTIPHATHA. NpeIHAZHAYEHHBIE A (PAKTHHECKOro YAOBIETBOPEHHUS CY-
HIECTBYIOIIXX NOTpeOHOCTEH, COCTAaBIAIOT!
1) CEPBUCHYIO JIEATENBHOCTE;
2) npaBa notpeOuTeneH;
3) counansHyo cepy;



4) 3aboT1y rocynapcrsa.

2. Ha pbinKe CepBHCHBIX YCIYT IIpeo0ilafiatoT IpeIpHsTHS:

1) kpyntisie NpeNpUATHA TOCYAapcTBeHHOH GopMEI COGCTBEHHOCTH;

2) MeJIKHe NpeIIIpUsTHs YaCTHOM COOCTBEHHOCTH,

3) KpynHble NPEeANPUATHS YaCTHOH GOpPMbI COOCTBEHHOCTH;

4) MeIKHE NMPeNIPUATHS FOCYAapCTBEHHON POPMEI COOCTBEHHOCTH.

3. Bnepeele nnpaBa noTpeOUTENS OBLIH NPOBOSTTIALLEHL B

1) 1985 r.;

2)1941 r.;

3)1962r.;

4y 1970 r.

4. KaKHe YCIYTHU OTHOCATCA K CONHAIIEHO-KYJIBTY PHBIMI

1} yenyru KyJabTypsl, CHOPTA, TYpU3Ma, OpraHU3alKs OTIObIXA U J0CYTAa,

2) obpazoBareNbHBIC YCIYTH;

3) yclyru aBTOCepBHMCa;

4} yenyru MHAYCTPUH [THTAHUA.

5. Ycayra - 3To pe3yibTar:

1} HemocpeaCcTBCHHOrO B3aWMOICHCTBHA MCIONHUTENS ¥ NOTpeOWTENs, a Takke COOCTBEHHOM
AEATSNLHOCTH UCIIONHUTENS YCIIYE 110 YIOBICTBOPSHHIO TOTPeOHOCTH NOTPEOHUTEN YCIYT;

2) TPYJOBOH I€ATEIbHOCTY, B NPOIECCE KOTOPOH co3faeTcs crneluduueckas norpeduresibHas
CTOMMOCTh;

3} camopeanu3aguy NoKynarens;

4) HeT BEpHOTO OTBCTA.

6. HaszoBure nojcektop cepsi cepBuca:

1) NPOU3ROJACTBO MaTEPHAIBHLIX YCIYT;

2} NIpOHU3ROJICTRBO HEMATEPHAIBHBIX YCIIYT,

3) ynpasieHue;

4) counasibHOE 0OCIyKUBAHUE.

7. Tlepeuncnute Ki1accuPUKALMOHHBIC TPH3HAKH YCIYT:

1) cTaHIApPTU3MPOBAHHKIE H TROPUYECKHE YCIIYIH,

2) KOMMCPUECKHE M HEKOMMEDPUYECKHE YCIYIH:

3) 4MCThIE W CMELIIAHHBIE YCIIYIH,

4) Bce OTBETHI BEPHBIE

8. PBIHOK yCuIyT - 2T0:

1) OCHOBHEIE KOMIIOHEHTEI MAPKETHHTIE;

2) pyHKUHMH MapKETHHTA;

3) CCrMCHTRI MapKeTHHIA;

4) MapKCTHHIOBAs Ccpela.

9. CepBHcHBIC yCIYIM OTJIHYAIOTCS OT TOBAPOB:

1) HEOCA3AEMOCTRIO;

2) OIpeAcIeHHOM CTOHMOCTBIO;

3) cnocofoM IOCTABKH TTOKYIIATENIO;

4) reTeporeHHOCTBIO.

10. Paziinyaior crellyrome TUITbl YCIIYT:

1) 1pOU3BOACTBEHHBIE;

2) npogeccHoHaNbHEIE;

3) pacnpeneanTeNbHBIE,

4y norpeduresbekue.

11. Ha xako# cTaJlMK *KH3HEHHOIO LUKIA YCIYTH OCYILECTRIAKOTCA aKTUBHBIE PEK/IAMHBIC

MEpOIPUSTHS Y NpOTIaranaa:

|} cTanuy pa3paboTKy YCIYIH,

2} CTAJIMK BHEAPEHUS YCIIYTH,

3) cTanum pocTa NOTpeOIeHHS;



4} cTaIHuH 3pPeslOCTH.
12. Ctanus HacblLCHHA PBIHKA YCIYTOH XapaKTepu3yeTes:

1) obocTpenrem npolecca KOHKYPEHIIH;

2) pekpallleHHeM IPOM3BOJICTBA YCIYTH U 3aMEHOH €€ Ha YCIYFY~HOBHHKY
3) HENOCTOSTHCTBOM KaueCTBa YCIyT;

4) aKkTUBHBIMH MAPKETHHI'OBBIMH MEPOIPUITHIMH.

13. Kakue XapakTepHUCTUKK IPUCYLIN YCIIYTaM:

1) HeoCs3aEMOCTE;

2) HECOXPAHIEMOCTE:

3) HEJOCTYIIHOCTh;

4) HENOCTOSHCTRBO Ka4ecTna.

14. JKu3HeHHEIH DUKIT YCITIYTH 3TO:

1) MoMeHT noTpednenus yciayru;

2) BpeMs ¢ MOMEHTA BBIXO/Ia YCIYTH Ha PLIHOK 110 YXO/Ma ¢ PLIHKA;

3) BpeMs OKa3zaHUs YCHYFH;

4) HeT BepHOTO OTBETA.

15. [lpou3BoacTBo U NOTpebneHue YCIyTr TECHO B3aMMOCBSI3aHbl U HEe MOXKET ObITh pa3opsaio BO
BpeMeHH. K kakoil xapakTepHcTHKe YCITYTH OTHOCUTBCS 3TO YTBEDIKACHHE:
1) HeoCs3aeMOCTh;

2) HeNOCTOAHCTRO KauecTRa,

3) HepazpbLIBHOCTH NPOU3BO/ICTBA H NTOTpedIeHUs YCIyT;

4) BCe OTBETLI BEPHELIE.

PeliTHHT - KOHTpPONL 3:
[Toarotorka Te3ucoB No NpobaeMaM U NEPCHEKTUBAM Pa3BHTHA CEPBUCHOMN NEATENBHOCTH (TEMaTHKA
(HhOpPMHpYETCst CAMOCTOSITEABHO, HCXO/S U3 HAYYHBIX HHTCPECOB CTYIEHTA)
Tpebopanus K 0hOPMIICHUKD CTATLH

[MpaBuna odopMileHuss MaTepuanoB: TeKcT cTaThM NMpeICTaBIseTCd B BHJIE OTAETLHOrO (aiina B
dopmare MS Word.

ObveMm nybmukamuu oT 3 1o 6 ctp., wpidT Times New Roman, kernb (pasmep Oyks) — 14:
MEXHIYCTPOHHBIA HHTCPBAI — 1.5; BhIpAaBHUBAHWE TECTA [10 IIHMPHHE, HOJIA: BEPX. — 2 CM, HHUKH. — 2 CM,
J€B. — 3 CM. [IpaB. — 2 cM.

Bes cosepxamiasics B marepuasie rpadguka — cxeMbl, (GOPMYJIbI, PHCYHKH JOJDKHBL OBITh
npeacraeneHsl B Gopmare JPEG wmnm TIFF (paspemenue He menee 300 dpi). Bee rpapmueckue
Marepuaiibl  JIOJDKHB! OBITh  O3arfiaBieHbl W [npoHyMepoBaHbl. CHOCKH 0(GOpMISIOTCS  CIUTONIHOMR
HyMepalued o TeKCTY B KBaapaTHEIX ckoOkax [1]. CnHucok nuTeparypsl B KOHLE CTaThH, 0OpPMICHHBIH
B cooTBeTcTBUM ¢ Tpedosanusmu I'OCT P 7.0.5-2008.

CTpykTypy MarepyajoB IMITMPHUSCKOIO HCCENOBAaHUA leNecoobpazHo BLIACPKHBATL B
o0IenpUHATOR JTOrHKe: BBEACHHE B NpoOJEMY HCCNHENOBaHMA, OpPraHH3anys H METOAbl MCCIEI0BaHMA,
PE3YJNbTATHl X UX AHAIH3, BBIBOMLL

Matepuasisl 10JHBI coyiepxkarh anHotrauuio (300-600 3nakoB ¢ npobenamu) U K104eBBIe CIIOBA
(ue Gonee 10 cIOB) HA PYCCKOM M aHTTTHUCKOM SI3BIKAX.

Bonipocs! x 3a4ery:
PoJib cepsl cepBUca B YCITOBHIX COBPEMEHHONH MUPOBOH 3KOHOMHUKH.

1.

2. (OCHOBHBIE BH/Ibl ¥ CTPYKTYPa ACATENBHOCTH

3. Bl cepRHCHOH ACATEIBHOCTH.

4. PeabunuTauMoOHHEBIH XapaKTep CepBHCA.

5. McTopuueckue 3Tanbl pa3BUTHs YCIYT H CEPBUCHON JeATEIIBHOCTH
6. Venyru B cpenHerekosoM o0utectre 3ananHoit ErponsL.

7. PoJib rocyIapcTBEHHBIX MEXAHU3MOB B PA3BUTHH YCIYT.

g Cipepa yenyr: Tpu 3Tana pazBUTUS HHUBUIM3AUUH - B JIOUHAYCTPHAILHBIA, UHIYCTPHAb-
HBIH ¥ TIOCTUHAYCTPHANbHBIA.



9. [lepuon pa3BUTHS «HAPOTHBIX PEMECEIDY H KIIPOMBICIOBR».
10.  Dtansl cOUMANUCTUYECKOTO Pa3BUTHA CEPDI YCAYT.
1. XapaxTepucTHKa CEPBUCHOM JesTeNnbHOCTH cTpad 3ananHoi Esponst u Cepeproit AMepu-

KH

12. [Tpouecest HHAYCTPUAM3ALUMK M MOJEPHU3ALIMH PA3BHBAIOIIHXCS CTpaH

13, Knaccuduxaiug THIOB ¥ BHIOB YCAVT.

14, Xapaxktepuctuka yciayr. Matepuanbsisie yenyru. COUHaNbHO-KYIBTYPHBIE YCIIYTH

[5. Pa3sHOBUJHOCTH YCIYI M UX XdPAKTEPHUCTHKA,

16. HM3HEHHBIN MK YCIYIM B CEPBHCHOTO IIPOJYKTA.

17. PuIHOK yCIIyT H ero 3HaueHue.

18.  MupoBoit peIHOK veryr

19. CoBpeMeHHBIH pBIHOK yenyr Poccuu: coctosiHue, mpoOIeMbl H NepeleKTHBbE PA3BHTHS.

20. Monens kadecTBa yciyr.

21. Meroauka SERVQUAL

22. Metoa « TauHCTBEHHOTO OKyaTensa»

23. MeTobI OlIEHKH KavyecTBa YCIIVT.

24, Meronbl OLlEHKH YIOBIETBOPEHHOCTH NOTpeOUTENS YCITYTOH.

25, Ilopsnox oOpazoBaHus cepBUCHOM opraHH3aLnu.

26.  DQPeKkTHBHOCTL CEPBUCHOH JIESITEIBHOCTH H €€ OlICHKA.

27, KauectBo yenyr, pejlocTaBIgeMblX IpeANpHATASIME ¢hephl cepBrca B T. Braqumupa

28. Knaccudukatusg ccpBUCHBIX IPCANTPHATHH.

29. Cy0ObeKTbl MajoOro M CpeAHEro NpeANpHHMMATENbCTBA H HX 3HAYCHUE B CEPBUCHOH JKO-
HOMHUKE.

30.  CepBucHbii hpaH4ai3HHT.

Bonpocel caMocToATE/IBHOI Pa0OTHE CTYACHTOB:

1. lToTpebHOCTH KaK HCTOYHHK AKTHBHOCTH JINUHOCTH.

2. dopmupoBadie ToTpebHOCTER B yCl0BUAX 00IIECTRa MACCOBOTO MOTpebnenud.

3. [TorpebHocTh YeToBeKa B OOIIEHHH: PeaNbHbIe U BUPTYATbHBIC (OPMbI PEaH3atMH.

4. CounanpHble CETH KaK CPEJICTBO YCTAHOBICHMS M MOJACPKAHMS COLUMATIBHRIX CBSI3€H: HO-

HATHE, PA3BHTHE, NpOONEMBI.

5. Ponb conpanbHLIX ceTelt B yIOBIETBOPEHUH NTOTPEOHOCTEH YeIOBEKa B CAMOBLIPAKCHUU.

6. PaznoBuaHOCTH IOTPeOHOCTEH ¥ UX OTJIHYUTEIILHBIE YEPTHL.

7. XapakTeprcTrka 0a30BBIX MOTPeDHOCTEH U UX MECTa B PA3HbLIC MEPHOALI JKHU3HEIEATENb-
HOCTH 4E€JIOBEKA.

8. DOpMHPOBAHNE H PA3BUTHE NOTPEOHOCTH B HOBBIX HHMOPMALHOHHBIX TEXHOTOTHUAX

9. @opMmupoBaHKe NoTpeOHOCTER B YCIOBUAX 00IECTBA MacCOBOTO NOTpedNeHUs, SKOHOMMU-
YeCKHE BO3MOXKHOCTH HX YIOBJISTBOPEHHS.

10.  KownrtakTHas 30Ha CEpPBUCHON OpraHU3allMM, e€ BUIBI H COCTABMAIOUIME (HA IPHMEDPE KAaKO-
ro-nudo CEpBUCHOIO TIPCAMPUSITHS ).

11.  Marepuanuzauus npoiecca oOCIyXKUBaHHg U €€ POjib B O0SCIeUeHUM KOHKYPECHTOCHO-
cOOHOCTH CEPBHCHOM OpraHuzallii.

12. [IpakTrueckoe uCnoNIb30BAHHE METO/I0B M MOJIENEH IPOEKTHPOBAHHMSA ¥ aHaNu3a Ipoluecca
00CI1yKHBaHHS.

13. DopMHpoBaHHC 3BCHA «POM3BOANTCIIN YCIYT —TIOTpeOHTEINY

14, Poap nanyonaidbHBIX. PETHOHANBHBIX. OJTHHYECKMX, JNeMOrpadryeckux M NPHPOAHO-

KIIMMATUYECKHX OCODEHHOCTEH Ha pa3BUTHE CepBuUCa

15. ®axkTopLl, 3aMEIIIAIOINHE 3BOMIOHOHUPOBAHNHE CEPBHCHON AEATENLHOCTH PA3BHBAIOUIUX-
Cd CTpaHax

16. JuBepcuduKanus cepBUCHON AeATENBLHOCTH

17. Bupryaibiioc peiHOUHOE [IPOCTPAHCTRO.

18. MeToia KpUTHUYECKHX Clly4YacB



19.
20.

I

TlousTue «ceTeBOro MapKCTUHIa»
OBnauHbl# CepBHC.

4 cemecTp
PeliTusr - KOHTpOJb 1:
IloaroToBKa HOKNTaga
[IpumepHasi TeMaTHKa N0KJIal0B
{modicem beimo pacuiupena ¢ Y4enmom uHmepecos CmyoeHmos)

Hcropryeckoe pazBUTHE CEPBUCHOM NEATEIBHOCTH H OCOOCHHOCTH €€ CTAHOBIIEHMS B CO-

BPEMCHHOM MHDE

2

AHaJIM3 CepBUCHON AEATEILHOCTH Ha NPEIHpHATHH COLMOKYILTYPHOIO CepBHca (Ha HpH-

MEpE KOHKPETHOT'O NPEANPHITUS 110 BEIOOPY CTYICHTA)

P S P

o Lh

JCATCIIBHOCTH

8.
9.

10.
1.

HuTepHeT-cepBrCchl B CCPBUCHOM AeATENBHOCTH

MudopmaiimoHHblil ceppuc: NpodIIeMbl 1 IEPCIEKTHBEI PA3BHTHS

['1oGaneHble MHPOPMAITHOHHBIE CETH H CEPBHCHAA JI€ATENBHOCTE

Cepsucrasi He4TENBHOCTD B YCJIIOBHAX ITI00ANIM3ALNHK: TEH/ICHIIHHA H NEPCIeKTHREI
bpennvpoBanue Kak HHHOBALMOHHBIH MHCTPYMEHT IPONBHMKECHUS NMPOLYKTA CCPBUCHOM

MuHOBaHMY B COUMOKYNIETYPHOM CCpBHCE

OpanyvaiizuHr kak GopMa opraHM3allMy Manoro OU3Heca B CEpBUCHOH JeaTebHOCTH
KopropaTtusHas KyJasTypa B CEPBUCHOH IE€ATENTBHOCTH

Biugnue HanMoHaNLHEIX (pPerHOHANLHBIX, IPHPOIHO-KIHMATHYCCKUX) OCODEHHOCTEH Ha

Opra"HHu3alr CEprruca

12.
13.
14.
15.

THHA.

16.
17.
i8.
19.
20.
21.
22.

23.

CepBucHas 1eITebHOCTh KaK (PaKTOP KOHKYPEHTOCTIOCOOHOCTH IPEATIPUATHS CEpRUCA
CepBHC KaK CONMaNLHBIA lcHOMEN

CepBHucHas 1eITENLHOCTb KaK cocod YIOBJIETBOPEHHS 001IeCTBEHHBIX oTpebHocTel.
M3mepene posv CEpBHCHOH NEATEIBHOCTH B SKOHOMHUYECKOM H ODIECTBEHHOM pa3BH-

CCpBHCHaﬂ JEATCIHIBHOCTE KaK 4acTh COBpEME‘,HHOﬁ KYJIbLTYPHI.

OcoBeHHOCTH pa3BUTHA CEPRUCHON AeATENRHOCTH B COBpeMeHHOH Poccuu.

Opranusauus cepeuca Bo BiranuMHUpCKOM pernose: npodiieMet 1 NEPCIeKTHBEL PA3BHTHS
KauectBo, 6€30NacHOCTL YCIYT M KYNLTYpa CEpBHCHOMR AeATeNBLHOCTH

Crenuanniele IporpaMMsl T0OANLHOCTH KIHEHTOB

PassuTue cdepbl npenocTaBieHA MOCYIapCTBCHHBIX H MYHUIMNATBHBIX YCIYT
buznec-uHKyOaTOpB! KaKk MEXaHM3M pasBHTHS Manoro 6usHeca Poccuu

[Topblmenue >GPEKTHBHOCTH YIIPABIEHUS - TPEATPUATHAMH CQEpPEl COLMOKYIBTYPHOTO

CEpBUCA Ha OCHOBE BHEAPCHUSA I/IH({)OpMaHHOHHBIX TEeXHOJIOrHH

24

[ ]
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Obnaunelit cepBuC Ha NpeANpUATUAX BraguMupcekoil odinactu
bpennupopaHue ycnyr Kak crocod NpoABUKCHUS YCIYT
TeHaeHIIMK pa3BUTHS phIHKA 00Pa30BATENbHBIX YCIIYT
CucreMa cOlIMANBHBIX YCIYT B COBpeMeHHOH Poccnu

TpeGopaHHA K 0POPMICHHIO JOKIA21A

Texer noxkaana jomked ObITh HAOpaH B TEKCTOBOM penaktope MS WORD. ofliee KoauvecTBo
CTPaHHLL eYaTHOro TeKeTa - He MeHee 5, Times New Roman 14, uatepean, 1.5.

IloKnan 10KHA WMETE TMTYJIBHBIA JIMCT ¢ HauMmeHoBaHueM BY3a, xadenpni, TeMbl moxmana,
OHO cTyaenTa U npenogapaTei, MecTa HalluCaHyus 1 roja.



CTpaHHUBl IODKHBl OBITH INPOHYMEPORAHBI, O0A3ATE)IbHbI [IDABHIBHO O(OPMIIEHHBIE CCBITKY
BHYTPH TCKCTA. HpH HCIIOJIb30BAHKH HCTOYHHKOB CIICAYCT B CCBIIKS YKa3biBATHCA HCTOYHHMK 3dHMCTBO-
Batus. CIMCOK MCIIOJIB30BAHHOMN JIMTEPATYPhI 00A3aTENEH.

PeliTHHT - KOHTPOL 2! KOHTpONILHAsA padoTa

1. HasouTe 1puduHBl, NpPensTCTBYIONME O0PAlIEHHIO TOTpeOHTeNed /10 NoceUIeHUs npe/l-
TIPHATHA CEPBUCHOTO OOCIYKHBAHUSA

2. HazoBuTe nprwMHBl, OpensSTCTBYIONIHE OOpalieHHIO HoTpedHTene# mnocne NnocelueHHUs
PEAIPUATHS CEPBUCHOIO OOCTYKUBaHHS

3. HazoBure npuuMbbl, NpenaTcTBYONME 0OpalleHHIO NOTpeOUTENCH BO BpeMs OKazaHHs
YCAYTH

4. HazoBute NPUHIMIBI OpraHU3alMM OOCNHYKUBAHHIO NMOTPeOUTENIEH W KOMILIEKC Mepo-

NPUSTHH. HANIPARICHHBIX H& PEAIA3aLIUK 3THX MPUHLHIIOB.

5. Iepeuncnure gaxropsl, Binsoume Ha padoty ¢ norpedurenem

6. Ilepeuncnure 3azaun HOT

7. [epeuncnure pyukunn HOT

8. Uro BKIOUAET OpraHu3alys TPYAOBBIX TPOLECCOR?

9. ' Kakue stansl HOT Beizenstor B Poccnu

10. € xakuMH H3BECTHBIMH HCCIIEIOBATENAMH, IPOMBIIUIEHHUKAMH CBA3aHO Pa3BUTHE LIKOJILI
HAYYHOrO YNparieHus?

11.  Kro u3 nccnenosarenef npobieM OpraHu3allMOHHOTO MOBEJCHHS H YIPABICHUS B IPOU3-
BOJICTBEHHBIX OPIaHM3ALMAX BHEC OIPOMHBIA BKJIAL B PA3BHTHU LIKOJIBI «YENOBEYECKHX OTHOIIEHUH»?

12 Kakue yciyru AeMOHCTPUPYIOT BHICOKUH YPOBEHL HHHOBAIIMH?

13. Kakue yenyru 1eMOHCTPUHPYIOT HU3KHH YPOBEHE HHHOBAHMH?

14, HasoBuTe Mojend ynpaBleHKHs WHHOBALHAMY XapaKTEpHOH NI OpraHu3alMil HU3KOTeX-
HOJOTHYHBIX YCIYT.

15, HazoruTe MoJelip YNPaBACHUS WHHOBAUMAMY XApPaKTEPHOH JUIS KPYNHBIX H TEXHOEMKHX
KOMIIRHHI.

16. Kakoe Mecto 3anumaeT Poccuy B pelTHHIE CTpaH 110 UHHOBALUAM B MHpe?

17.  HazoBute (pakTOpBI YCIIEHIHOCTH CEPBHCHLIX HHHOBALIWH

18. [TepeuncnnTte Kakue ¢ Ballled TOYKM 3PCHUS HAIPABIEHUS YCIYT, NMOJB3YHTCA 3aBHHBIM
CIPOCOM B NOCneaHue 2-3 Tola

19. Kakue dpopmel 06CIyKHBaHHS OTHOCATCS K IPOTPECCHBHBIM?

20. B ueM 3akmrodaeTes CYUIHOCTE Npo(heCCHOHATBHON 3THKH pabOTHUKOB OOCTY KHUBAHUA?

21, Kaxkue tpebopanus npodeCCHOHAIBHON ITUKH NPeAbIBISIOTeS padOTHHKAaM 00CHyXKHBa-
HUs?

22, B uem 3axnoyaeTcs NOHATHE ITHYECKOH KYALTYpe ceppuca?

23.  Yro BrnrouaeTcs B obUIME NpaBuia ciyxebHoH KyJpTypsl?

24, Ha3oBuTe 0cHOBHBIC HpaBuiia TeleGOHHOTO ITHKETA

25 Yro BrIoyaeT B cedd aMATKa [0 KYJALTYpe 00CIy)KUBaHuA?

PeliTHHF - KOHTPOJIb 3: 3aMUTA Npe3eHTALMIA
IIpumepHas TeMaTHKA Npe3eHTALMH
(MOXHCenT ObINtb PACUIUPEHA C YHEeMOM UHMEPeCos CImyOeHmoeg)

1. OcoOeHHOCTH OpraHi3ailiyi KOHTaKTHOM 30HB! IPeINpPUATHH cepBHCA.

2. [lcuxooruyeckoe acrnexkThl tpoLecca 00CIyKUBaHUA.

3. Creunduka 00CTYKUBAHUS pa3HBIX CONUATBHBIX TPYIII

4. ITpoH3BOACTRO YCIYT M CCPRHCHOIO mpoaykTa. [HpoM3RoACTREHHBIE ACMeKTr! npolecca 0beny-
KHUBAHHSI.

5. CepBUCHBIE YCNIYTH aBTOCAIOHOB

6. Bzaumoneiicteue ¢ notpeduresieM yenyr Kak yIpaBjieHueckas 3a/1aqa.
7. CnieqyasbHble IPOrpaMMbl IOANBHOCTH KJIMEHTOB OaHKa

8. CrpaxoBele yCnyru



9. COBpeMCHHbIﬁ CCPEBHC B NOCTHHHIAEX, OTCIIAX

10. Poinox yenyr

11, Yenyru ans 6uzneca (b2b)

12, PBIHOK TPAHCMOPTHBIX YCAYT _

13, Yenyru ans getefi: dusnec uieun B cdepe paspiecueHuil u obpasoBanus

14. Tlonezusle cepBUCH IS CTAPTAIIOR

5. Opranuzauus cepruca ¢ Y9eTOM HAllHOHABHO-PETHOHANBHBIX OCOOEHHOCTEH 00CTYKMBAHMS.

16. Oprasuzanus ceperca B TOCTHHHNAX BIagvMHpCKOro peruoHa: npodiembl U [EPCICKTHBL]
Pa3BUTHSL.

17. Bmuanye NpoBelecHHs MEKIYHAPOIHBIX MEPONPHATHH Ha pa3sBUTHE BraauMupcKoro perioHa.

18. MHTEepakTHBHBIC CIOCOORI B3aHMOIEHCTEHS ¢ IOTPEOUTEIAMH 3KCKYPCHOHHDBIX YCIYT.

19. Busnec-unen B cepe yenyr.

20. 'MC XKKX: cepsuchl g notpeduteriei.

Tpebopanus k opopMAEHUIO NPE3CHTALHHI
Texct mpesentanmu (obluice KonauyecTBO cnaifaos or 8) JoMKeH ObITh HAOPAH B TEKCTOBOM pe-
naxktope MS POWER POINT.
ITpesenranms NOMKHA UMETh TUTYJIBHBIH NUCT ¢ HauMeHoBanueM BY3a. kadenpel, TeMEl IpeseH-
Tanuy pabotel, MO cTyaenTa v npenonagateid; MecTa HallUCaHKs M rojla.
Cnaiines! JOMKHBL ObITH IPOHYMEPOBaHE!; 0043aTeNbHE! TPABUITLHO OQOPMIICHHBIC OCTPAHUYHEIE

CHOCKH HWJIH BHYTPH TCKCTA.
HpI/I HCIIOAB30BaHHH UCTOYHHUKOB CJICAYCT B CHOCKE HIIH CCBIIKC VKa3BIBATL HCTOYHHK 3aHMCTBO-

BaHHS.
Bonpoce! k 3k3ameny:
1. CepBucHag 1e9TeNLHOCTD U €€ LIeNH.
2. CepBucHas JeATeILHOCTh KaK (hopMa yJIOBICTBOPEHHS TOTpeOHOCTEH
3. Poab ceprl ceprrca B YCIOBHAX COBPEMEHHON MUPOBOH JKOBOMHRKH.
4. CepBHC ¥ ero BHABI
5. MCTOpH‘ieCKI/Ie 3TAallbl Pa3BHTHA CGpBI—‘ICHOﬁ HEATCIIBHOCTH
6. POk ceMbW B YIIOBIETBOPEHMM HOTPEOHOCTEH IOPOACKOIO HACEIEHWst B IOCYAapcTBax

Hpesuero mupa 1 CpenHuX BEKOB

7. Cdepa yenyr: TpH 3Tana pa3BUTHUS IHBHIH3AUMM - B JIOMHAYCTPHAIBHBIH, HHAYCTPHAIIE-
HBIH W IOCTUHAYCTPHATBLHBIN.

8. CepBucHas AeATSABHOCTE B pa3BHBAIOLINXCS CTpaHax MHpa

9. CepBHcHas ACATCIBHOCTE B PA3BUTHIX CTPaHax Mypa

10.  OcobeHHOCTH cepBUCHOM NEATEILHOCTH B PocCcHH

11, OTevecTBREHHBIE YCIYIH: OT TPAJIMUMOHHBIX (hOPM K COBPEMEHHbIM

12.  VYcayra kak cneln@uyecKnid MpoJyKT CEPBUCHOH 1eATeNBHOCTH

13. XapakTepUCTUKA MAaTEPUATIEHBIX YCIIYT

14. Opranuzaius oOCIyKUBaHHS NI0TpedHTENCH yenyr

15, Dtamnbl pa3BuTHA 38 pyOeKOM Hay4dHOH OpraHv3alMy TPyaa

16. Dransl pazpuTs B PoccHy HayuHOH opranusallii Tpyna

17. Opranu3zauus TPY/OBBIX IIPOLECCOB Ha NIPENIPHATUAX CEpBHCA

18. Buptyansnoe 1 peanbHOE PHIHOYHOE NPOCTPAHCTBO

19. Hosele Buas! yenyr

20.  TlporpeccuBHsble GOPMBI 00CIYHHBAHUA

21, HMudopMalioHHEIH CEpBUC

22. Opranuzaius pabodero MecTa Ha NPeJIPHATHH CepBHCA

3. VHHoBalHM B CEpBUCHOH AeATEIRHOCTH
24. MuHoBalnyy B cdepe COIUOKYILTYPHOTO CEPBHCA
25, Knaccudukalus THIIOB M BUAOB YCNyr



26.

JKu3HeHHBIH MK YCIYTH M CEPBUCHOrO NpoaykTa. [londaTHe, (hasbl U3HEHHOTO IHKIA

HX cneunHka.

27.
28.

LHH.

29.

Ceparcnas opranuzanus, ¢ OCHOBHBIC XapaKTEPUCTHKY.
[IpoM3BOACTBO M NPEIOCTABIIEHNE YCAYT K&K OCHOBA JEITEIBHOCTH CEPBUCHBIX OpraHU3a-

BozieHcreue 3apybesxHblx PUPM HA HHHOBAIIMOHHEIE OTEYECTBEHHbBIE TPOIIECCH, HX 0OCO-

OEHHOCTH H IOCIEACTBHA.

30.

yCayr
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34,
55.
56.

[lonstue ceprudurkanun ycenyr. Obszarensnas u nobporonbHas cepruduxaius B chepe

«KoHTakTHas 30Ha 0OCIYKUBaHUA», €€ HasHAYCHUE U QYHKIMOHANbHbBIE 0CODEHHOCTH
BH/ibl KOHTAKTHBIX 30H U MX XapPaKTEPUCTHKA

IIpocTpaHcTBO KOHTaKTHOM 30HEL [loHATHA «O3K-0Me» H «pouT-odrcy

KynpTypa o0L1eHHs ¢ KIHEHTAMH

XKanobbl ¥ KOHGIUKTEL IpU OOCIYKUBAaHUH KIHEHTOB B B chepe COUMOKYIBTYPHOTO Cep-

IIpoTHBOpEYHS CEPBUCHON AEATEILHOCTH

ITpuHIHIIBI 2QPEKTHBHOTO petleHUs KOHQIHKTHBIX CHTYAUHH

Ponb u MecTo Poccuu B efpepe MexIyHApOAHON TOProBIY yCayraMy
PrIHOK yciiyr Biaqumupekoi obnactv

KauecTBo 1 oLEHKA KauecTBa ycnyr

Monens kadecTBa yciuyr

D PeKTHBHOCTL CEPBUCHOM NESITCIIBHOCTH U €€ OLICHKA.
ITpodeccrnonanbioe NOBEACHUE M ITHKET Ha NPEANPHATHAX CCPBHCA
Konexe npodeccuonanbHol 3THKH

OTHKa U 3THKET TeledOHHOrO pasroBopa.

DTHKET COCTABJICHHUS JCI0BBIX IUCEM

JTHdecKHe pobsieMbl HHGOPMALIMOHHOTO CepBHCA.

OcHOBBI HOPMATHBHO-IIPABOBOIO PEryIHPOBAHMS CEPBUCHOM JesATENHbHOCTH
[onarue cepruukaumnu yeayr. Obszarensnas v 100poBOJbHas cepTrdukanus B chepe

CepBUCHBIH ¢paHyai3uHr.

Tunw norpebureneif (KIMEHTOB) U B3aRMOIEHCTBHE C HUMH

MudopMalinOHHBIH CEPBHC M UHTEPHET-3KOHOMUKA.

LudpoBH3aLUs YCJIYT ¥ Pa3BUTHE 3J1EKTPOHHBIX CEPBHUCOB.

AproMarusaius duznec-npoleccos B cdepe yeIyr.

[TpuHIM BT OpraHH3anuy OOCIEYKHBAHUIO NOTpeOHTENS.

Knaccugukains v xapakrtepuctuka GopM olclnyX MBaHus noTpeduTeneii: 1o Mecry oka-

3aHMS YCIYT, crocofy npueMa 3aKka30B Ha YCIIYIH, CPOKAM HCIIOTHEHHUS 3aKa30B, MO METOIaM OpraHu3a-
UMK B3aUMOJEHCTBUS C IOTpedUTENCM, 110 C1ocobaM pacueTa. KOMIUIEKCHOE 00CTyKHBaHHE.

57.

[ToHATHA W BUBI TYPHCTCKUX A DKCKYPCHOHHELIX YCIIYT. Ouenxa u KOHTPOIIb Ka4eCTBa HC-

TIOJIHEHUS TYPHUCTCKHUX M DKCKYPCHOHHBIX YCITYT.

38.
59.

Yenyrd MHYCTPUM pPa3BiedeHHs | CIIOpTa
O6cnyKUBAHME TYPUCTOB M HACENICHUS B CPEACTBAX PA3MEUICHHS, HA MPEANPUNTHIX 00-

IIECTBEHHOrO [MMTalKus, B KYIbTYPHO-pa3BJICKaTCIBHLIX YUPCIKACHUAX

60.
HOCTH

61.

62.

63.

CepBucHoe 00CIYKHBAHHE HCIIOBBIX MEPOIIPHITHI H KOHIPECCHO-BBICTABOMHON HesTellb-

TpaHcnOpTHEIE YCIYTH 10 IEPEMEIIEHUIO [TACCAKHPOB, MaTepHAIBHBIX LIEHHOCTEH.
be3zonacHOCTE M Ka4ecTBO TPaHCIIOPTHBIX YCIyT.
TexHonorust okazaHus yclyr B ¢epe HEABHIKHMOCTH, B cily:x0ax cepBrca, YIIPaBISIOIIMX

KOMITaHUSX, 06CJ'Ey}I<I/IBal-OIIIHX JKAJIBIE U HCXXUIBIC 3JaHUA B COOPYIKCHHA, OOLEKTH HeJIBHXHMOCTH.

64.

Oco0eHHoCTH OKazaHus AUITHIIHO-KOMMYHA/IbHBIX YCILYI. Hpenocmsneﬂue KOMMYH&1b-

HBIX YCII¥T cOOCTREHHHMKAM H ITONB30BATEISAM TOMEIICHHH B MHOTOKBAPTHPHEIX J0MaX M XKHUIIBIX JTOMORB.



65.  TlonsiTie ¥ OCHOBHBLIC MPHUHIIUIL! [IPEIOCTABIEHHS IOCYIaPCTBEHHBIX H MYHHLHNAIBHBIX

YCIYT.
Bonpockl caMocTosATe/ILHOH pabdoThI CTY/1eHTOB:

1. Tesiecoo0pa3HOCTE HCITQIIB30BAHHUS TPAAHIIMOHHOIO H LIMPOKOIo NOAXOIOB K OlieHKe a(pdex-
TUBHOCTH PA3/IMUHBIX BUAOB CEPBUCHOM JESTSNLHOCTH.

2. KnneHTOOpHEeHTUPOBAHHOCTE: POJIb U 3HAUCHHE B MOBBIIIEHHUH 3¢ QeKTUBHOCTH CepBHCHOHN op-
raHH3alu.

3. CoBpeMeHHas 3KOHOMHKa KaK KIHEHTOOPHEHTHPOBAHHAS 3KOHOMHKA.

4. OcHOBHbIE TIOAXOAEl K OlleHKEe 3QPEKTHBHOCTH ¥ NIPAKTHKA WX WUCMOIB30BaHUS B CEPBHCHOH
JEATENBHOCTH.

5. Hosas dusocodnis nuzaiina «yciayr.

6. [lpuunnbl HeynaY IPOABHIKCHUS YCIYT HA PHIHKE U CIIOCOOB! UX YCTPAaHEHNUS

7. KntoyeBnble GakTopbl UMUIXKA

8. DTHKA ¥ 3THKET TeIe(hOHHOIO pa3ropopa

0. DTUKET coCTaRJIEHUS AETOBbIX [THCEM

10. O8menye 1 B3aUMOJIEHCTBYE C KIIHEHTAMU B KOHTAKTHOH 30HE

11. KOHCTpYKTHBHEBIC ITOCICACTBHA KOH(PNUKTHON CHUTyallMM Kak HOBOE KaduyeCTBO OTHOUICHMH
yIIpaBleHusl.

12. ITo3uTHBHBIE OOCHIC/ICTBUSA BHHMATENBLHOrO OTHOLICHHS K »anodaM.

13. Yenyru vHyeTpud pa3BieyeHus M criopra

14. CepeucHoe 00cnyKuBaHHE AETOBBIX MEPONPUITHI

5. CepBucHoe 00CITyKUBAHHE JETOBBIX MEPONPHATHH

16. CepBucHoe 06ciIy KMBaHHE KOHTPECCHO-BBICTABOYHOM ACHTENBHOCTH.

IIpumepHas TemaTHKA KypcoBBIX paboT:

I. AHaM3 CCpBUCHON NEATEIBbHOCTH Ha NPENNPUATHH COUHOKYIBTYPHOIO cepBHca (Ha IpHU-
MEpE KOHKPETHOT'O [TPEIIPUATHS 110 BBIOOPY CTYIEHTa)

2. CoBeplHICHCTBOBAHKUE YNPABJICHUS SKUAHMUIHO-KOMMYHAIbHBIM XO3SHCTBOM (Ha npumepe
KOHKPETHOTO [PEIPUSATHS 110 BEIOOPY CTY/IeHTA)

3. HepenekTHBBL PA3BUTHS OPraHM3allMi COIMOKYJIBTYPHOIO cepBUca (Ha NpUMepe KOHKpET-
HOT'O IIPEANPUSTHS 110 BBIOOPY CTYIEHTA)

4. [lytu noBslncHUs Kadectsa 00CIYKHBAHUS HA MPEANPUSTUIX COUUOKYILTYPHOIO CEPBH-
ca

5. UnpopmanHOHHBIH cepBHC: MTPOOIEME]l W NEPCHCKTHBE] PA3BUTHS

6. bBpeHIMpOBaHHE KaK WHHOBAIIMOHHBIH MHCTPYMEHT IMPO/BMKEHUS MPOAYKTa CEPBUCHOH
JIeATCNLHOCTH

7. Bausnue HallMOHANMBHEBIX (perHOHaNbHBIX, [IPHPONHO-KIXMMATHYECKUX) O0coOeHHOCTEN Ha
OpPra’u3almio cepeuca

8. [lepcniexkTHBb! pa3BHUTHS CEPBUCHON OpraHu3alyy Ha npuMepe BnaauMupckoii obnactu

9. Opranuzanus cepsrca BO BraluMUpPCKOM perHoHe: NpodiieMbl M IEPCIEKTUBEI Pa3BUTHS

10.  KauecTBo, 6e30N1aCHOCTE YCIYT W KYIBTYPa CEPBUCHOH JIeATETHLHOCTH

11.  PazBuTHe chephbl NpeAoCTaRNEH S MOCY1aPCTREHHBIX H MYHHUUITATBHEBIX YCIYyT

12. [ToBbinenne 3pdeKTHBHOCTH YUPaBIEHHUS MPEANPHATHIMH chepbl COLMOKYILTYPHOTO
CepBHCA Ha OCHOBE BHEJIPEHHA HI-l{bOpMaL[HOHHI:]X TEXHONOTHA

13, Bzaumoneiicrsue ¢ noTpedHUTeNeM YCIyr Kak ylpaBieHdyeckas 3a1aya.

14.  Opramnusanus cepsBuca B FOCTMHHMIAX BraayMupckoro periona: npobieMbl M MEPCneKTH-
BbI Pa3BUTHA.

15. MuTepakTUBHBIE CTIOCOOB! B3aUMOACHCTBUS C IOTPEOUTEASIMY IKCKYPCHOHHBIX YCIIYT.

16. Hcropuueckoe pazBUTHE CEPBUCHON JICATENBHOCTH U OCODEHHOCTH €€ CTaHOBJIEHHUA B CO-
BPCMEHHOM MUpPE

17. MunoBauyu B COLMOKYIILTYPHOM CEPBUCE

18. CroenunanbHele UPOrpaMMbl NOAJBHOCTH KIMEHTOB Ha MPEANPHSATHAX COIHOKYILTYPHOIO

cepBHca



@QoHI OLUEHOYHBIX CPEJCTB JUIS IPOBEACHHS aTTecTallii YPOBHS CHOPMHUPOBAHHOCTH KOMIIETEH-
UK 00yqaromHXes N0 UCLHUIUIHHE 0DOPMISETCS OTACIBHBIM JOKYMEHTOM,

7. YYEBHO-METOANYECKOE 1 HH®OPMALIHOHHOE OBECIIEYEHHE

AUCHHATIVIMHEBI
7.1. Kauroodecrne1eHHOCThH
HaumeHoBaHMe NuTepaTypbl: aBTOP, Ha3BaHHE. l'on KHHUFOOBECITEHEHHOCTD
BHA U31aHWA, U3NATEIBCTEO W3AAHWA | Konuuectro | Hanwuuue B 3NEKTPOHHOH BHG-
3K3EMIINAPOB nvoreke Bal'y
M3JaHUH B
ounbnuoTeke
Bnl'Y B co-
OTRETCTBMM C
®I'OC BO
] 2 3 4
i OcHosHas nuTepaTypa
B Pynenko JI.J1. Ceparchasn nestensHoCTh: 2019 http://www.iprbookshop.ru/83
yuebroe nocodwe/ Pyaenke J1.JI.— 3nexTpoH. 149.html

TeKkcToBble AanHble.— M.: Hawkor v K, Afi [1u
Op Meaua, 2019.— 208 ¢.—
2. Pomanoeuy A A. CepeucHas aestens- 2018 http://www.iprbookshop.ru/85
HOCTh: yuebnuk/ Pomanosuy XA, Kanaues 647 .html
C.Jl.—— DnekTpoH. TERCTOBBIE AaHHbIe,— M.:
Hawkoe v K. 2018.— 284 ¢.—

JlononuutensHas nureparypa

-

3. Bunorpanosa C.A. Opranuzauus v naa- 2019 http://www .iprbookshop.ru/83
HUPOBAHWE JEATENBHOCTH TPEANpUsTHIl cepBu- 130.html

ca: yuedroe nocodue ana Gaxanaspos/ Bunorpa-
nosa C.A., Copokuna H.B.. Kpawosa T.C.—
2NIEKTPOH. TEKCTOBbIE JlaHHble.~— M.: Jlawkos M

4. Hopman, B. H. MeuemxkmenT 8 Typuzme 2019 https://biblio-

U cepsuce. Pecypchbl KOMMEPUECKOW OpraHusa- online.ru/bcode/432216
uun: yuebHoe nocobue Als akaaeMudeckoro Ha-
kanaBpuata / B. H. lopman ; noa HayuHoii pe-
Aakumei H. P. Keneuerckoit. — Mockea ; M3aa-
tenscrse Kpair, 2019 | Exarepundypr : M3a-so

Ypan.
5. CepBuc:  opranuzauus,  yrpaejieHue, 2019 http://www.iprbookshop.ru/85
MapkeTHHr: vuednuk /ag bakanaspos/ E.H. Bonk 432 html

[M Ap.].— DnexkTpoH. TekcTeBble paHHbIe.— M.
Hawkos u K, 2019.— 250 ¢.

6. Manbiiwia H.A. Cepeuconorus: no- 2019 http://www.iprbookshop.ru/83
TpebHocTH yenopexa: yuebnoe nocobue ans Ha- 145 html

kanagpoe/ Maneiiuna H.A., Epmaxcea H.HM.—
DAeKTpoH. TekcToebie naHHble— M.: Jlamkos u
K. A#i Iln Dp Menua, 2019.— 144 c.

7. I'upcpanora JI.P. MuHorauronHas v na- | 2019 http://www.iprbookshop.ru/
TEHTHas JAEATENbHOCTb:  Y4eOHO-METOAMUECKOE 83266.html]

nocobue/ Nipdanosa JI.P.~— DiaekTpoH. TeKCTO-
Bhie JdaHHble— CapatoB: Al Iln Jp Menua,
2019— 96 c.




8. Koporkuii C.B. Hunosaumonusii  me- 2018 http://www.iprbookshop.ru/72
HeKMEHT :yyebHoe nocodue/ Koporkuid C.B.— 356.hml

DNeKTPOH. TekcToBbie naHHble.— Caparos: By-
30Bckoe o0pazosanue, 2018.— 241 c.

9. HMeanos A.P. Pectpykrypuszauma chepol | 2016 http://www.iprbookshop.ru/
yenyr KKX/ Meanoe A.P.— DnekTpon. Tekcro- 41360 html

Bble Aanuble~— M.: AnsnuHa [labnuwep,

2016.—200 c.—

7.2. Tlepuoauteckne u3aanusa
1. Menexment B Poccur u 3a pybexom: http//www.mevriz.ru (nata oOpalieHHs:
08.06.2016). 3.

2. Cepsuc B Poccun u 3a pyGemom]: caliT ceTeBOro HaydyHOTO KYpHana.: http://service-
rusjournal.ru/
3. Poccuiicknit xypHan meHe/pxkMeHTa. HayuHo-Hecnenoearensckui kypsan, Msman 1o

uHunuaruee Beicuiei mxone MeHemkmenTa CII61'Y onubiit pecype]: https:/rjm.spbu.ru/
4. Hayunett wypuan "CEPBUC PLUS™: http://philosoph.ru/

3. Kypnan o knuenrckom onsite « Teppuropus xnuenTa»: http://tkjournal.ru/
7.3. MurepHer-pecypcnl
l. Cucrema Koncyasrantllmoce - http://www.consultant.ru: (®enepanpubiii 3akon "O6 oc-

HOBax TYPHUCTCKOH AeATenbHOCTH B Poccuiickon ®enepauuu” ot 24.11.1996 r. N 132-®3, 3akon Poc-
criickoit @enepaunu ot 07.02.1992 N 2300-1 (pen. or 18.04.2018) "O 3ammure npas norpebureneit”,
®enepanpheti 3akol oT 05.02.2018 N 16-®3 "O suecenun uzmenenuii 8 Oenepannubii zaxon "O6 oc-
HOBaxX TYPHCTCKOH neATenbHOCTH B Poceuiickoit denepannn Genepanpunnii sakod or 27.07.2010 N 210-
®3 (pex. ot 01.04.2019) "O6 oprauusalliy IPeJOCTABNEHHS TOCYNAPCTBEHHBIX 1 MYHHIMITATBHEIX yC-
ayr" ®enepanphbiil 3axon "O TpaHcnoprHO# GezonacHocTr” o1 09.02.2007 r. N 16-®3 . [TocTanorneH1e
[TpaputenscTea PO ot 09.10.2015 N 1085 (pexn. ot 30.11.2018) "O6 yreepxnaenuu Ilpapun npeaocrae-
NIeHUs! TOCTHHHYHEIX yenyr B Poccufickoii Penepaunn’, [locranoenenne Ilpasutensctea PO or 6 mas
2011 r. N 354 O npenocraBieHHM KOMMYHAIBHEBIX YCIYr COOCTBEHHHMKAM M OML30BATEISIM TOMELLEHUIT
B MHOTOKBapTHPHBIX JIOMaX M KHJIBIX IOMOB (C u3MEHEHHAMH Ha 9 centabps 2017 rona), TOCT P
50691-2013 Yeayru naceneHuio. Mogenb cicremsl obecnievenns kadectsa yenyr, TOCT P 52113-2014
Yenyru nacenenuro. Homenknatypa nokasareiei kauvectea yenyr, FOCT P 54599 — 2011 Yeayru
cpeacts pasmewienus. OOmuue TpeGoBaHMA K YCNyraM CaHaTOPHEB, NAHCHOHATOB, LIEHTPOR OTJRIXA,
IOCT P 53524-2009 Konrpeccnas nestenstocTs. TepMunsl # onpeaenenus, [OCT P 50681-2010 Ty-
PUCTCKHUE yCnyTH. 1IpoexTupoBaHue TYPUCTCKHX YCIYT).

2. OnextponHasn GubnuoTeunas cuctema BianuMEPCKOro rocyapeTBEHHOTO YHHBEPCHTETA -
http://library.vlsu.ru/
3. MHHHCTEPCTBO CTPOUTENLCTBA H SKHIHILHO-KOMMYHaIBHOrO Xo3siicTea Poccuiickoit ®e-

oepauuu - http:// www.minstroyrf.ru/
DenepalbHOE AreHTCTBRO 110 TYpH3My P https://www.russiatourism.ru/
AnMuHucTpaliia Bilanumupekoii obnactu - hitps://avo.ru/main
Denepains Pecropatopos u Orensepor (GPuO) - hitp://frio.ru/
http://www.iprbookshop.ru/ - anekrponnas Gubnuoreunas cucrema IPRbooks
Hayunsiii sxypran «Cepsuc piusy - http://philosoph.ru/
: I'KC- XKKX - https://gis-zkh.ru/

10.  Hnrepnert sxypHan «Hotelier.PRO» - https://hotelier.pro

8. MATEPHAJIBHO-TEXHUYECKOE OGECHNEYEHHUE TUCHOUIJIUHBI

Hns peannszaumu faniol AMCUMIIMHBL UMEIOTCA CIICLMAIBHBIC [TOMCUICHHS 18 ITPOBEACHUS
3AHATHH  JICKYUOHHO2O  MUnd,  3AHUMUl  APUKMUNECKO20/AGB0PAMOPHOCO  MURd,  2PYANOGHIX U
UHOUBUOYIbHBIX  KOHCYTbMUYUL, MEKYIYe20 KOHMPOAS U RPOMEICYMOUHON UMMECMUyuy, o Marice
novewenus 018 CaMoCmosmensHod padomel. ayIHTOPUM, OCHAIIEHHbIE MYNbTUMERHA OGOPYAOBAHMEM,
KOMMBIOTEPHBLIC KAACCHL C IOCTYIOM B HHTEPHET, ayAMTOPHH Ge3 cretl. 000pyaoBaHuA.

[Iepeuens HCMonb3yeMoro NHUEH3WOHHOIO MPOrpaMMHOre obecrnedenus: naxet Microsoft Office,
7-Zip. AcrobatReader.
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Pabo4as mporpamMma IHCHHIUIMHBI COCTABICHA B COOTBETCTBHH C tpedoBanuimu ®T'OC BO no

Hanpasnenuio 43.03.01 Cepauc
[Ipodunse "ConmoxyneTypHbIi cepBuc”

Paouyto nporpammy cocrasmi £ WH W Afcaf 26

Peuensent : £ 1
(mpexncrasutens paboronatens): TAYBO COLL «Onumiy, 3aMm. ﬂnpeKTOPa

5 '..C-S.XI/IHa O.U.

[Iporpamma paccmoTpena u o106peHa Ha 3acenanuu Kaden

[Tpotokon Ne 4 or 1O 20 roma

3aBenyroumit kadeapoit fW ik
(PUHO, nonnnﬁ)_/\"’y/

Pabouast mporpamMma paccmoTpena m 0106peHa Ha 3acelaHHH Y4eGHO-METONHIECKON KOMMCCHI

HanpagieHus: 43.03.01 «Cepeucy
[porokon Ne ' or 37 9F. 40 rona %
[pencenaress KOMUCCHH Phess £ 4

[74

(ono, 7 noanucs)



JUCT IEPEYTBEPKIEHU S

PABOYEN MPOI'PAMMBI JUCIHUIINHBI

Paboyas nporpamma onodpena Ha 2021/2022 yuebHbIH rox

[Tporoxon 3acenanus kapenpsl Ne 1 ot 30.08.2021 roza p
i

3aeenyroumit kadeapoit TuC xanmunar nen. Hayk I'yxxosa JLI.

w

Pabouas nporpamma ono0peHa Ha yueOHBIH roa

[Tpotoxon 3acenanus xadeapsr Ne oT roja

3aBeayrolui Kadeapoi

Pabouast nporpamma onobpeHna Ha y4eOHBIH To1

[IpoTokon 3acenanus kadenpsi No oT rona

3aBeqyromMi Kadeapoi

PaGouas nporpamma oxo0pena Ha y4eOHBIH roja

IIporokon 3acenanus kadpenpsl Ne oT roaa

3aBenyroumuii kaheapoi




