MunucTepcTBO HAyKH | BhIcIIEro 0dpazoBanus Poccriickoii ®exepamun
(Denepam:Hoe rocyaJapCTBEHHOE 6I0)1)K6TH06 06pa30BaTean0e YUPEXKOCHHE
BBICIIETO 06p330B8.HH}I
«BaaguMupcKHil rocyaapcTBeHHbIH YHHBEPCHTET
HMCHH Anekcaﬂnpa FpnropbeBﬂqa u Hukonasn rle"OPBEBH‘Ia CTo/1eTOBBIX»

(Bal'Y)

HHCTUTYT TypHU3Ma H IPEANPHHUMATENBCTRA

PABOYAA ITPOI'PAMMA JTUCIIUITJINHBI
CEPBUCHAA NJEATEJIBHOCTD

(HauMeHOBaHKE NUCIIHILTHHEI)

HanpaBJ/JICHHE MOATr0TOBKH / cienHaIbHOCTE

43.03.01 «Ceprucy

(x0x ¥ HaMMEHOBaHKE HAMpPaBIeHH NOArOTOBKH (CIIELMATLHOCTH)

HAINPaBJeHHOCTD (IPOQHIIL) NOArOTOBKH

«COIHOKYIbTYpPHBIHA CEPBHCH
(HarpaBnIeHHOCTh (MPO(dUIE) MOATOTOBKH))

r. Bragumup

2021



1. IIEJH OCBOEHHA AUCITUTIITAHBLI

Lenpto ocroeHHs AMCIUIIMHB «CepBUCHAS IOEATENBLHOCTHY ABIAETCS (QOPMHPOBAHHE Y
CTYACHTOB KoMnerenuuid 8 obsactu Oyaymed npodeccHoHanbHOH AEATENBHOCTH B chepe yoruyr,
[IO3BOJIAICIIHX aHATM3UPOBATE CEPBUCHYID ACATCIBHOCTD, OPTAHH3IOBBIBATE [(POLECC NpENGCTaBle-
HHUS YCITyT, oDecreunBaTh KauecTBO OKA3AHMA YCIIYT H IPHMEHATH KIIHEHTOOPHEHTHPOBaHHBIEC TEXHOIOTHH

obcmy»HBaHAA noTpedurenei.

Sanauu:

- H3YY€HHC TCOPETHYECKHX OCHOB CEPBHUCHOM JEATENPHOCTH: OCHOBHEIC IIOHATHS, UCTOPHS,
POTB M NPEeAHOCHUIKH pasBUTHA chepsl ceprHca, 0630p 3apyOeKHOr0 4 pOCCHHCKOro OnsITa;

- H3YUCHHMEC TCOPETHHECKHX U OPAKTUYCCKHX OCHOB OpraHm3aiuy CepBHCHOﬁ JCATCIIEHOCTH,
COBPEMEHHBIX METOJOB H TEXHOJIOTHH pealr3aliii CCPBHCHOM JEeATeNPHOCTH U OBBINEHHSA e¢ d-

(heKTHBHOCTH;

- H3YYEHHE OCHOB IPOPECCHOHATBFHOTO MOBCICHH X 3THKETA B CEPBHCHOM NESTENHHOCTH,
NCHXOJOTHYCCKOM, ITHYECKOH H 3CTETHYECKOH KyIbTYPhI CEpPBHCA;

- H3YYEHIE OCHOB CEPBHCHOM eATEIbHOCTH KaK 00BEKTa MPAaBORBIX OTHOINEHHIA,

— OCBOCHHE MPaBHII Opraddsanuu npomnecca o0c1yKMBaHHA NOTpeOUTENeH YCIyr ¢ yueToM
HX 3aIIpOCOB, OCHOBAHHLIX HA KJIHEHTOOPUEHTHPOBAHHEIX TEXHOIOTHAX.

2. MECTO JUCIHIIJINHBI B CTPYKTYPE OIIOII
HuacrunyHa «CepBHCHas JEATENBHOCTE» OTHOCHTCS K OTHOCHTCS K 00f3aTeNbHOH 9acTH
y4eOHOrO I1aHa nporpaMMal GakanaBpuaTta 1o HanpaeieHuo 43.03.01 «Cepsucy.

3. INIAHHPYEMBIE PE3YJbBTATHI OBYYEHHUS 10 AUCIAILIMHE
[InasupyeMble pe3ysbTaTEL OOYYEHHS 110 AUCIRILUIHHE, COOTHECCHHBIE C MJIaHUPYEMBIMH PE3Y/IbTa-
TaMu ocBoeHuA OITOII (KoMIeTCHIMAME H HHIMKATOPAMH JOCTHKEHHS KOMIICTEHLIHIH )

DopmupyeMble KOMNETeHIMH | [lnaHupyemMble pe3yapTaThi 00y4eHHA OO JUCLMIUIHHE, B COOTBET- HammeHoraHue
(xoz, comepxaHKe KOMNETEH- CTBHH ¢ MHJIMKATOPOM AQCTHKEHUA KOMIETEHIMH OLEHOYHOIo
LHH) HMHOuKaTOp 1OCTHXEHHA PezynbTaTer 00yueHHd Mo AUCLuII- CpeacTBa
KOMIIETEHLIHA THHE
1 2 3 4
OIIK-3 Cnocoben ofecneun- | OIK-3.1. OuenueaeT Ka- | 3HATh: TecToBele  3ama-
BaTh TpefyeMoe KaueCTBO MpO- | HECTBO OKA3aHHA CEPBMC- | - MOHATHE KAYECTBAa YCIYT, OCHOB- | HUA, TOATOTOBKA
DECCOB OKA3aHMA YCIYF B H3- | HBIX YCIYT ¢ YYETOM MHe- | Hele $akropsl cdephl yeiyr, onpeie- | Tesucos
Opannoit cdepe mnpodeccHo- | HHA MOTpeOHTENEH # 3a- | NAIOMME KAYECTBO OBGCITYKHBAHUSA,
HANBHON [EATENEHOCTH HHTEPECOBAHHEIX CTOPOH MOJIEE KA4eCTBa YCIYT;
YMeTs:
- IPUMEHATE METOMB! OLIGHKH Kave-
CTBA YCIYT;
Bnazers:
- HaBblKaMH OLEHKH 3dekTHBHOCTH
CEPBHCHOH JeATeNEHOCTH.
OIK-3.2. Obecneunsaer | 3uars: Tecronrle  3ada-
TpefyeMoe KadecTBO NPO- | - METOABl M KIACCH{HKAIMIO METO- | HHS, TOArOTOBKA
LECCOB OKa3aHMi CEPBHC- | JOB KOHTDPOAA W OLEHKH TOKa3zaTenell | Te3ucor
HBIX YCITYT B COOTBETCTBHH | KA4eCTBA YCIYT;
¢ MEKIYHAPOOHBIMH W | YMETh:
HAUMOHATBHEIMM CTaHIAp- | - KOHTPONHpPOBATh Mpouecc obcay-
TaMHu KHBAHHA B COOTBECTBUH ¢ MEXIyHa-
POAHBIMH H HAlUHOHAIBHBEIMHM CTaH-
AapTaMi
Bnagers:
-~ HABBIKAMM KOHTPOMNA M OLEHKH [10-
kazarenei KauecTBa YCIYT B npouec-
CE OKa3aHHs YCIyr




IIpoaomxenne TabIMIbI
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ITK-1 Cniocoben k pazpafoTke u
COBEPIUEHCTBOBAHMIO KITHEHT-
CKHX OTHODICHMH ¢ YIETOM Tpe-
Oopanmit moTpebuTens

TIK-1.1. IIp¥mensieT KIHEH-
TOQOPHCHTHPOBAHHBIE TEX-
HOJOTMH B CEPBHCHOM Oef-
TEIBHOCTH

3HaTh:

- METOALI IMAaTAOCTUKR MOTpeOHOCTEH H
MOTHBEI 3aKa39HKOB YCIIYT;

- OCHOBHBIE TICHXOJOTHYeCKHe 0co0eH-
HOCTH NOTpedHUTENd TYPIPOIYKTa;

- CRM-cucteMbl KaK OCHOBBI yIIpaBlie-
HHA B3aHMOOTHOIIEHHAMHA € KNHEHTAMH,
YMeTh:

- ¢$opMHpOBATE KIMEHTYPHLIE OTHOLIE-
Hus#, cobmonasn TpefosaHuA npodeccuo-
HaNbHOH 3THKH M COBPEMEHHOIo ITHKE-
Ta;

- HCMOJE30BaTh 0askl JAaHHBIX KITHEHTORB
B cdepe yclyr B mpomecce OKazaHHS
KOHCYJIFTAIMOHHLIX YCITYT.

Braners:

- HaBBIKAMHM MPHMEHEHHS COBPEMEHHBIX
TEXHOIOIMi M HOBBIX dopmM obcnyxkuBa-
HHA, B TOM YHCJIE BHEIpEHHE TEXHONO-
THH KIHEHTOOPHEHTHPOBAHHOFC CepBUCa

TecToBbie
3a0aHuA, IoO-
TOTOBKA TE3H-
COB

IMK-9 "'0TORHOCTH K YYACTHIO B
(POBEACHHH HCCIENOBAHME
PBIHKa YCIIYT 1 notpebuTencit

[TK-9.2. Opraumzyer uzyde-
HHe YIOBIETBOPEHHOCTH H
NOANEHQOCTH TIOTpedHTEnel,
MOHUTOPHHI KauyecTea o0-
CyKMBaHHA B OpraHW3aly-

AX ctepsl yeIyT

3nats:

- METOOBl OUCHKH YHOBIETBOPEHHOCTU
noTpeduTERs YCayroil.

- clocoObl ONTHMM3ALMH MPEeXOCTARIIe-
HHS YCIIYT, B TOM YHCJIE HOBBIX M IPO-
rPecCHBHBIX QOPM O0CTYKHBAHHS;
YMeTs:

- TpHMEHsTh METONBl OLESHKH YIOEJNE-
TBOPEHHOCTH IIOTPeOHTENA B OpraHM3a-
uAx cepsl yemyT;

Bragers:

- MCNONB30BATH pa3Hble HPHEMbI H3yde-
HHA NOTpeOHTENECKUX 3ampocos, obpa-
MAThCA € KNMEHTAMM B Cly4dae HX He-
YIOBOALCTEHA H XKanod;

- CMOCODHOCTBHY K BHEAPEHMIO HOBBLIX
YCIIYr ¢ LENBI0 TOBBIIIEHHS YAOBIETBO-
PEHHOCTH M TOANBHOCTH NoTpeburensii

TecToBLIE
3afAHMS, NOA-
FOTOBKA Te3M-
COB




4, OBBEM U CTPYKTYPA JUCHHUILIAHBI
TpynoemkocTs jmcvmieE cocTasmsieT 10 3aueTHX emuautt, 360 gacos
TemaTH9ecKHH MJIaH
tdhopma 0b6ydeHHA — OYHAR

Konrakrnas pabota oGy- DopMmsl
HAIOUIUXCA Texkymero
§~ € MeJarorH4eCKuM § KoHrTpons
o 3 paboTHHKOM ’ 2 | ycnesaemocty,
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1 Tema.l. CepBrc xak cneumditeckuii | 3 12 2 |4 10
B[ JEeATENBHOCTH
2 Tema 2. TIpeanmochIKM H HeTOpHs | 3 3-4 2 14 10
Pa3BHTHA CEPBHCHOH NEATENBHOCTH
3 Tema 3. CepBHcHas AEATENLHOCTE B | 3 5-6 2 |4 10 | PeHTHHI-KOHTpOND
Pa3BHTBIX H PA3BHBAKIIMXCH CTpaHaX Nol
4 Tema 4. Ctpykrypa cdepsr yomyr u | 3 7-8 2 14 2 10
KJI&CCH(;)HK&LIHH THIIOB H BHOOB YC-
JIyr
5 Tema 5. Peinok yemyr 3 9-10 4 10
Tema 6. KadecTBo ¥ olleHKa KadecTsa | 3 11-12 4 2 10 PeHTHHI- KOH-
YCIyT TpoJie Ne2
7 Tema 7. Ceperchas peaTennHocTs 3 | 13-14 | 2 [ 4 2 10
KaK 00BEKT NPaBOBKIX OTHOLIEHHIH
8 Tema 8. DddexTBHOCTE CceprucHol | 3 | 15-16 | 2 | 4 2 10
JACATCIIBHOCTH
9 Tema 9. Undopmarionusiit cepprc 3 i7-18 | 2 | 4 4 10 PeHTHHr-KOHTPONE
Ne3
Bceero 3a 3 cemectp: 18 | 36 12 90 3agér
10 | Tema 10. Opranusaums obcryxusa- | 4 1-2 2 14 4 13
HHA notpeburenedt yemyT
11 Tema 11. Homble BHABL yeuayr ® mpo- | 4 3-4 2 |4 2 13
IPeCcCHBHbIE (HOPMBI 0BCTYKUBAHHA
12 | Tema 12. Tlpodeccuonansioe nose- | 4 5-6 2 14 2 13 PefiTHHr-KOHTpONE
IOCHHE B CEPBHCHOH NEATENBHOCTH W Nel
KyITYpa ofIeHNA ¢ KIHEHTAMH
13 | Tema 13. KoxrakTHad 30Ha 4 7-8 2 4 2 13
14 Tema 14. Kondnukte! u xanobe mpe | 4 9-10 2 |4 2 13
OOCITYKHBAHMH KIHEHTOR
15 Tema 15, CepeucHad AesrensHocte B | 4 | 11-12 1 2 |4 2 13 PefiTHHr-KOHTpOTE
MHAYCTPHH TYPH3Ma KM IOCTEIPHHM- Ne2
CTBa
16 Tema 16. Cepeuc Ha TpaHcnopre 4 13-14 2 |4 13
17 Tema 17. Cepeuc HeaswkHMOCTH U | 4 15-16 2 4 13
JKKX
18 Tema 18. OcobennocTd opraumzaumm | 4 | 17-18 | 2 [ 4 2 13 PelituHr-koHTpOons
NPEeIOCTABNECHHA [OCYRAPCTBSHHBIX H Ne3
MYHHIHIANBHEIX YCIYT
Bcero 3a 4 cemectp: 18 |36 16 117 Oxszamen (45)
Hamiune B aucunnnuae KIT/KP + KP
HToro no LHCIMILTHHE 36 | 72 28 207 3auéT, JK3aMeH
{45)




ConepxaHde JeKIHOHHBIX 3aHATHI M0 AMCIHILIHHE
3 cemecTp

Tema.l. CepBuc kKak cnenugHIecKHi BH Je4TeILHOCTH

Lens ceppucHO# AcaTenbHOCTH. Mcenenosanus cepsl cepBrca. MaMeHeHHA polH cepBHCA.
IIpobaeMbl opraHU3aIlMOHHON AEATCILHOCTH NPEANpHATAN CepBUCa B YCIOBHAX PHIHOYHOH 3KO-
HOMHKH H KOHKYPEHIIHH.

CepBHC Kak JesdTeNbHOCTh. JesaTenbHocTh YenoBeka. CTPYKTypa JeATeNbHOCTH YelOBeKa:
ICHXO(H3HOMOTHYeCKHe QYHKIHE, onepanuy, aeHcTBig. CTPYKTYPHEBIC DJICMEHTH JIeATeIbHOCTH:
HABBIKH, YMEHH, IPUBEIYKHA. (JCHOBHBIE BB ICATEIBHOCTH: UIPA, YICHHES, TPYA

PeabuinTannoHHBIA XapakTep cepBHca. 3aKoHBI, OOECHEUHBAON(He peabH/IHTAIHOHHEIE
IIPOLIECCH! B XKM3HH HHMBHIA.

[ToTpebHocTs M e 3HAYECHHE B Pa3BHTHH cepBuca. IIOHATHE M CYLIHOCTH CEpPBHCHOM aes-
TenpHocTH. [IpoTHBOpEeUrs CEpBUCHOH AESTENLHOCTH.

CepBucHaa mesTelbHOCTh Kak ¢opMa ymoBlerBopeHus norpebHocTel. Knaccuduxanus u
XapakTEpHCTHKa NOTPEOHOCTEH B YCIYrax v B CEPBHCHOM OOCITYKUBAHUH.

Tema 2. HpennockINKA 1 HCTOPHS PAa3BHTHHA CEPBHCHOMH eATEILHOCTH

HcToprsa pasBUTHA CEPBHCHOM JEATENHHOCTH H €€ 0COOCHHOCTH Ha 3TanaxX pasBUTHSA LMBHU-
nu3aunH OOIIECTRA. 3apOXICHHE H Pa3sBUTHE YCIyT B OOIIECTBAX JIPEBHErO MHpPA. JTaIbl pa3BUTHSA
LUBHIM3ANMNA: JOHHTYCTPHAIBHEIN, MHIYCTPHAILHBIHA, IIOCTHHTYCTPHAIBHEIH.

[logBneHye HOBBIX 3aHATHH H NMpodeccHH, CBIA3AHHBIX ¢ MHCBMEHHOCTEIO, FOCYIAPCTBEH-
HEIM YIIPaBJICHHEM HPABOBOH NEATENBHOCTHIO. PasBUTHE ycTOHYMBEIX (GOpM AYyXOBHOM aKTHBHO-
CTH: CITYXHUTEIIH PEIHTUO3HOrO KyJIbTa, EITENN XY A0KECTBEHHO-3CTETHUECKHX LIEHHOCTEIH,

IlosBnenne BaXXHEHIIMX THIIOB YCIYT B Pa3IMYHEIX cepax Ku3HeOeATeILHOCTH, B OBITY
B Y/JIOBJICTBOPEHHH JIMYHBIX TOoTpeOHOCTeH. IlepHos 3BOIOIMOMHPOBAHKE 3aHATHI, CBI3aHHBIX C
pemecaoM. OpraHu3zaius MacCOBBIX 3PENHIE H CIOPTHBHBIX COCTS3aHHH B KYNbTYpax APEBHETO
MHpa.

Paspurre mpolecCHMOHATBEHO-KOPHOPATUBHLIX OTHOIIEHWH B TOpromie. DopMHpoBaHHE
3BEHA «IPOHM3BOAUTENH YCIyr —NoTpebuTeny». PoNb HAIMOHANBHBIX, PETHOHANEHBIX, STHHIESCKHX,
AeMOrpadHyecKuX U IPUPO/IHO-KIMMATHIECKHX 0COOEHHOCTEH B PAa3BUTHY CEpBHCA.

Hcropus pasuths ceppuca B pocchiickom oGiectse. OObeKTHBHbIE (DAKTOPEI PA3BATHSL
X03AHCTBOBAHHA U YCIYT B Poccuu. Posib rocynapcTBeHHBIX MEXaHU3MOB B pa3sBuTHE yoiyT. [Ipen-
HOCBUIKH PasBHTHA €IMHOIO XO3AHCTBCHHOTO MexaHu3Ma. CI0XHOCTH CO3/IaHuA aMAHHCTPAaTHB-
HO-IIPABOBBIX MEXaHW3MOB, Pa3BHBAIOIINX OOIACTH COLMOKYIBTYPHBIX YCIyr (obpazopanue, BOC-
IIMTaHME MOJIOACKH, HAYIHYIO U Ky/IbTYPHO-HHGOPMAIHOHHYIO ACATENBHOCTS).

OtedecTBeHHBIE yCIYIH: OT TPaMUMOHHBIX QOPM K COBpeMeHHBIM. [IepHO pa3sBHTHS <HA-
POTHBIX pEMECETD H KIPOMBICIIOBY. APXaH4ECKUE METO/IBI TOPrOBIH: APMAapOUHAs, KAPHABAILHAL.
Oprasu3saimsa MacCOBHIX BHAOB yciyr. [lepHon pacnpocTpaHeHHS KAOUTAIMCTHYCCKHX acCOLHA-
nuii. Ponb GaHKOBCKMX OTepaiuii B pasBHTHH YCIHyT JOPEBOIIOUHORHOM Poccuu. Yposens xu3HA
HacesleHus B cdepa oOCTy)KHBAHKA B COBETCKHH U IIOCTCOBETCKMI IIEPHO/IRL.

IIpenmocsutku GOpMHpOBaHHA H PACIIPOCTPAHEHHS COBPEMEHHEIX (OPM CEpBHCA H CObITA.
JTalbl COHATHCTHYECKOrO PasBUTHA cephl yeayr. Porb pedopm 1 Momeprusaimn 80-X Tooos B
pasBUTHH Cephl YCIIyT.

Tema 3. Cepaucnas neATeILHOCTD B PA3BATHIX H Pa3BHBAKIIMXCH CTPAHAX

Ponb cepBUCHOMN NEATENEHOCTH B COLHAIBHO-3KOHOMUYCCKOMN KH3HH CTPAHEL.

XapakTepuCTHKA CEpPBUCHOM MeATeNLHOCTH cTpan 3anamHoit Esponsl u CerepHoit AMepHkHu
— IHIEPOB B MHPOBOM pa3BuTHM cdepsl yermyr. CIHA - dnarMan B co3januy HHAYCTPHRA O6CTYKHE-
BaHMSA H OCBOCHHH HOBEIX BHJOB CepBHCA.

Pazanuible BUOB CEPBHCHOH NEATENBHOCTH CTPAH C BEICOKHM YPOBHEM DasBHTHSA cephl
YCIyr: (pMHAHCORO - KPENHTHHIMH M 0OPa3oOBATENBHBIMHU, OBITOBLIME M TYPHCTHHCCKHMH, MEIM-
OHHCKMMH, TEIEKOMMYHHKAIHOHHBIMHA U OPOUMMHE YCIYyTaMH.

Paspusatoumnecs crpanel Asuu, Adpuxy u Jlarusckoil AMepuxu. IIporeccs HEAyCTpHATH-
3allMH B MOJCPHM3AIMH Pa3BHUBAIOUIMXCA CTPaH. DBOJIOLMA CEPBHCHOM NEATENLHOCTH B pa3BH-
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BalOIIHXCA CTpaHaX H BIUAHHC HA €€ PA3BHTHE CIICIYIOMINX (baKTOpOBI reorpa(bﬁqecxoro TTOJIOKE-
HUS, NPUPOIHBIX PECYPCOB, TEPPUTOPHAILHOIO Pa3’MEINEeHUs MPOU3BOJACTBA, paclipele/cHHe Je-
HEXHBIX TOXO/IOB, TPaJHLIMH, HCTOPHYECKHX, KYILTYPHO-TYXOBHEIX.

Pone NCHXONOTHYECKHX M NYyXOBHBIX CTEPEOTHIIOB OOINECTBEHHOrO CO3HAHMS «He3alai-
HEIX» CTpaH B CEPBHCHOM AedATeNnbHOCTH. DaKTOpH, 3aMEANAIOIIE SBONOIUOHHPOBAHHE CEPBHC-
HO# JIEATEIBHOCTH pa3sBHBAIOLIUXCS CTPaHaXx.

Tema 4. Crpykrypa cdepsl yeayr v KnaccudHKALHA THIIOB H BHIOB YCJIYT

Crpykrypa cepnr yeryr. ITonarue «ycnyrar. Hanmonanensiit craunapt Poccuiickoit Oe-
AepallEi «YCIYTH HACEIeHUIO». YCIyrd B 001IepOCCHICKOM KIacCH(pHKATOpe MPOAYKIHH 110 BHU-
J1aM 3KOHOMHYECKOH IeATeNbHOCTH.

Knaccnduxanus tunor u BuaoB ycmyr. CTanmapTH3MpOBAHHEIE M TBOPYECKHE YCIYTH.
I1pou3BOACTREHHBIE H HENPOH3BOICTBEHHEIE yeuyrd. KoMMepueckue 1 HEKOMMEPYECKHE VCIIYTH.
T'ocynapcTeenHsle H HEroCyJapCTBEHHBIE YCIYTH. UHCTBIC H CMEUAHHBIE YCAYTH. JIETHTHMHBIE ¥
HEJETHTUMHBIE YCIYTH. JIMUIOCTHEIE U Oe3THIHEIEe YCIIYTH.

XapakTepHcTHKa ycIyr. Marepuanbable yenyrd. COUManbHO-KyABTYPHEIE YCIYIH. Y CIyry,
HaCENEHHIO.

PaznosmaHOCTH ycIyr u ux xapaxtepucTHka. Heocsisaemocts yenyr. Henocrosuerso kade-
CTBa, M3MEHYHBOCTh. HenonrosedHocTs, HECIOCOOHOCTL YCNYr K XpaHEeHHIO. JOMOIHHUTEIBHELE
IpU3HAKH YCIYT.

ITorpebuTensckre cBolicTBa ycayrd. JKM3HEHHBIH LAKI YCIYTH B CEPBHCHOTO MPOIYKTA.
Ilonarue, (a3pl >KM3HEHHOrO [UKIA UX CHENUPUKa. XapaKTEPUCTUKY KH3HEHHOTO HUKIA YCIIYTH,
(hHHAHCOBEIX PE3yNLTATOB.

Tema 5. PriHok ycayr

Puiox ycnyr u ero snauesme. Cremnduxa Toprosiu yerxyramu. CyIHOCTb TEPMHHA «MH-
POBOK PBIHOK yciyr». CHOCOOB! OpraHu3aluy MEXIyHAPOIHOH TOPrOBIH YCIyTaMH, 3a(HKCHPO-
BaHHEIle B [ ATC.

MHpOBO# PBHIHOK YCIYT: CTPYKTYPa, OCHOBHBIE TeHACHIHH, IEPCIEKTHBEL H IPOGNEME] pa3-
BHTHS COBPEMEHHOTO MHPOBOTO PhIHKA ycayT. IIoHSTHE TpaHCHAHOHAILHEIX KOMIIAHHIH.

Posb u MecTo Poccun Ha MupoBoM peIHKe yeryr. ®enepanbuei 3akon «O6 ocHOBax rocy-
JapCTBCHIOTO perynHpoBaHusa BHeIIHeTOprosoi aesreabHocTH» ot 08.12.2003 N 164-03

CoBpeMeHHBIA PBIHOK yCiyr PoccHu: COCTOSHEE, IPOOIEMBI H IEPCIEKTUBEL PA3BHTHA.

Hanpasrenus, CnOCOOCTBYIOINHE pAsBUTHA PErHOHAIBHBIX PBHIHKOB. BlaguMApcKad o6-
NaCTh: COCTOAHME, NOTCHIIMAN U IEPCTIEKTHBBI Pa3BUTHSA NOTPEOHTENTBCKOrO PEIHKA YCIYT PETHOHA.

OcobeHHOCTH COBPEMEHHOTO PhIHKA YCIYT. PeanbHoe peIHOYHOE IPOCTPAHCTRO. BHPTyais-
HOE PBIHOYHOE IPOCTPAHCTBO.

Tema 6. KadeeTBo 1 OlleHKa Ka9eCTBA YCIYT

Kavecrso ycayr: OCHOBHEIE MOAXOBI K H3y4eHHIO NOHATAL. OObeKTHBHOE H CYOBEKTHBHOE
KadecTBO. DaKTOpBI, POpMHUpPYFOIIHE Ka9ecTBO YCIyr. [IpHHIMIEL ¢OBITOBOH MOMMTHKHE TpeaIpH-
aThii cepsrca. Mogens xagecrsa yenyr. [OCT P 506912013 «Yenyru nHacenenuo. Mojens cic-
TEMBI 0OECTIEUEHHS KAYeCTBA YCIY».

Konuenuwus oneHks KadecTsa yCIyry - NATHCTYHEHYATAS MOJENb KA4eCTBA YCIIYTH HiTH MO-
J€lb PacXOXK/ICHHS KauecTBa yciyru. Pacxoxaenue B Mogenn GAP. XapakrepucTHKa pa3phiBOB H
NPHYMHEL HX BO3HHKHOBeHUA B GAP-Momeny.

OcHoBrbIe (PaKTOph! cheps! YCIyr, ONPeAesIONHe KaYecTBO 0OCTYKHBAHHUS.

Meroauka SERVQUAL. ITa1e OCHOBHBIX MapaMeTpPOB «HACAILHOTO cepsrcay. Meron «Ta-
HHCTBEHHOTO (TalHOro, CKPBHITOro) moKymarend. [IpemMyinecTsa H HeJOCTaTKH MeTona « TauHCT-
BEHHOTO TIOKYTIATEIs.

KauecTro 1 mokasarenu kadecTBa yCIyT. MeTonsl OlleHKH KadecTsa yenyr. HanuoHanbHbL
craufapr PO I'OCT P 52113-2014 «Ycnyru Hacenenuio. HoMeHKaTypa mokasaTenel KauecTBa
YCIyT».

MeTonsl KOHTPOJIA ¥ OLEHKH NOKa3aTeleH KadectBa ycnyr. HoMenknarypa mokasareneit
xagecTBay. Knaccupmkanus MeTonoB KOHTPOJIA H OLIEHKH HOKa3aTeleit KadyecTBa YCIyr



YrpaBieHue Ka4€CTBOM YCIIYT, KOHTPOIIb CTaHAAPTOB ¥ DE30MaCHOCTH 00CTYKUBAHUS.

O1ieBKa YAOBIETBOPEHHOCTH NOTpeOATENA YCIyro. MeToasl ONEeHKH YAOBIETBOPEHHOCTH
noTpebuTens ycayroif. KagecTBo yemyr, MpenocTaBIAeMBIX NPEANpHATHIMH CepEl CepBHCA B T.
Bnagumupa

Tema 7. CepBucHasn JeTeIbHOCTL KAK 00BLEKT NPABOBLIX OTHOMIEHH I

OCHOBHBIE HOPMATHBHBIC U [IPABOBEIE JOKYMEHTHI, PErYJHPYIOMIME CEPBHCHYIO NEATENb-
rocTb B Poccuu. ®enepanpusiii 3akod PO ot 07.02.1992 N 23001 (pexn. or 18.04.2018) «O 3amu-
TE Ipas noTpeduTeneii». [lopanox obpazoBans CEPRUCHON OpraHu3aluy. PerucTpanus cepBHCHOM
OpraHu3aIiH.

Ionsrue cepruduxanun yeryr. Obg3arensras ¥ nodpoBosHad cepTudukanus B cdepe yc-
ayr. OegepanbHbIi 3akoH oT 27.12.2002 N 184-@3 (pen. ot 29.07.2017) «O TeXHHYECKOM pery.iu-
posaHum», PenepanbHeit 3akod «O cranjapruzanuu B Poccuiickoit ®enepanumy» ot 29.06.2015 N
162-®3

JInnen3nupoBaHue OTOEIBHBIX BHAOB NeaTenbHocTH. Denepaneubii 3akon oT 04.05.2011 N
99-03 (pexn. ot 15.04.2019) «O nuner3upOBaHHH OTACTLHBIX BHAOB JESTEILHOCTHY.

Tema 8. JddekTHBHOCTE CEPBUCHRON AEATENBHOCTH

CepBrCHas opraHA3alfs, €€ OCHOBHBIC XapaKTepHCTHKA. [IpOH3BOACTRO U NPEAOCTABICHHE
YCIIYT KaK OCHOBA JEATECIBHOCTH CEPBHCHBIX Opranuzaumid. Kinaccudukauus opragusanuit u npes-
npuAaTii cheprl yeayr. IIpolecchl ynpaBieHHs CEpBHCHOTO NpeanpHATHA. DyHKUIMM M 3a7adH
CEPBHCHOrO NpeAnpuaTHa. OpraHM3alHMOHHAS CTPYKTYpa CEPBHCHBIX OPraHH3alii M IIpeAlpH-
ATHHA.

CyObeKTBI MaJIOTO H CpeIHEro NPeANPHHHMATEIECTBA M HX 3HAUEHHE B CEPBHCHOH 3KOHO-
Muke. Opanyaidsuar 1 Gpanyaii3uATORBIE NPENIPUATHS B CEPBECHOM IIPOM3BOICTBE.

Houstue spderra v spdexrupnocTd. Brasr u xapakTepucTika >¢dekrasHocTH. Dddek-
THBHOCTH CEPBHCHOH JEATENHEHOCTH M €€ OIICHKA.

Ponb 3)eKTHBHOCTM B MHIYCTPHANBHOH H CEPBHCHON 3KOHOMEKe. CepBHCHAS MOJETH
s¢bexrrBHOCTH. OnicHKa 2Q(DEKTHBHOCTH CepBHCHON JAesitensHOCTH. CpaBHUTE IbHAS XapaKTepH-
CTHKA CYLIECTBYIOIIHX MO/XOAOB K ONEHKE d(POHEKTHBHOCTH NPHMEHHTENLHO K CEpBHCHOH dcd-
TENFHOCTH.

IlonsaTHE conmanbHON 3()pEeKTUBHOCTH CEPBUCHOM 1eSTEIbHOCTH.

Tema 9. Hadopmanuonnslii ceprc

VH(OpMAallHOHHEIN CEPBHC M MHTEPHET-3KOHOMHKA. OCHOBHBIE DICMEHTH! HH(MOPMAIHOH-
HOTO cepBUca. MexaHu3M HHQOPMAIIHOHHOTO CEPRUCA

OcHoBHBIe BUIB RKHQOPMAUHOHHEX yeryT. LI poBA3alAs YCIYT M pasBHTHE 3IEKTPOHHbIX
cepeucoB. Co3nande uHGOpMaNHOHHEIX BaHKOB i 6a3 [aHHEIX KIMEHTOB B IPOIECCe OKA3aHus 00-
CITYy>KMBaHUS KJTHEHTOB.

Poie uH(pOpManMOHHEIX cucTeM B cepe cepBHca. 3a1249d MO BHEAPEHMHIO HH(OPMALOH-
HBIX TCXHONOTHH B cepy cepBHca. MHbOpMalMOHHBIE TEXHONOIMHM CEPBHCHOM NEATENBHOCTH B
COITHOKYNBTYPHOM cepBHce. O0nauHbI cepBuc.

AproMarnzanmus HusHec-mponeccos B cdepe yeayr. JOCTOMHCTBA aBTOMATH3HPOBAHHOIM
CHCTEMBI HHIHBHIAYAILHOTO TIONB30BAaTENI B chepe TYPH3IMA U CEPBHCA.

4 cemecTp

Tema 10. Opranusanus odcrykuBaHusA norpebuTeneii yeayr

IIponece okazanus ycayr B OopraHHzamisax cepbl yCIyr Kaxk COCTABHAS YaCTh Chephl cep-
Bica. Llens, 3a1a4u ¥ OPHHIHIIB OPTAHM3AIHE TIpOLlecca 00CIy X KuBanus. DaKTOpE], BIMSIOLIHE Ha
paboTy ¢ noTpebureneM. EcTecTBeHHEIE IIPOTHBOPEHS MEXAY HHTEpeCaMH TIPEANPUATHIA, OKa3bl-
BAIOIIMX YCIYTH, B HX NOTpeOUTENIAMH.

Komruieke MeponpusiTii, HalpaBIeHHBIX Ha PEAM3ALMI0 IPUAAIIOB OPraHM3alky o6ey-
KUBAHHS TOTPEOHTENA HA OCHOBE NIPHMEHCHHAS KIIHEHTOOPHEHTHPOBAHHEIX TEXHONOTHH,

Knaccubukanns n xapakrepuctika $opM 0OCIyKHBaHHS NOTpeGHTENE: IO MECTY OKa3a-
HHS YCIYT, CIIOCOOY NpreMa 3aKasoB Ha yCJIyTH, CPOKaM HCIIOJHEHHS 3aKa30B, 110 METOJaM Opra-
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HU3AIVH B3aUMOJCHCTBUA C HOTp€6HTeJI6M, 0 CIocodam pacucTa, KOMIUICKCHOE 06CJ1y}KHBaHHC.

OTBETCTBEHHOCTH CEPBHCHOH OpraHH3aIlHH.

Ceperchasn JeATENBHOCTS B 007aCTH OBITOBOTO OOCITYKHBAHUA HaCeNeHus. Y Iy4IIeHHe 06-
CIYKHBaHHSA HA OCHOBE MAPKETHHIOBBIX HCCICIOBAHHIM.

Kauectso obcayxuBanusa norpeduteneii. Paxkropbl 06CIyKUBaHUS: BPEMEHH, JOCTYIIHOCTh
ycayr. OCHOBHEIE NIOHATHSA H ONpE/eleHHs CEPBHCHOM NEeATENBHOCTH B OPTaHH3alMAX chepsl Ty-
pu3Ma u cepprca. llpasuna npegocrarnenus ycayr HaceneHHIO B Poccuiickoii denepaiuy.

Tema 11. Hopble BHABI YCIYT U Hporpeccusnbie GopMbI 00CTyKHBARNA

HMHHOBaLMOHHEIE MPOLECCH Kak (pakTop M3MEHEHHS CEPBUCHOH IeATenbHOCTH. Marpuila
uHHoBanui. Munosamuu B cdepe ycmyr. Konuennus yenyru. MHHOBauuy B conponssoncTee. Kan-
POBBIC, OPrasU3alliOHHbIC, KYIBTYPHBIE 3JIEMEHTEL HOBBIX CHCTEM IIpeOCTaBICHus yeuyr, DakTo-
PBI YCHENIHOCTH CEPBUCHBIX HHHOBANMEA. MuHoRauuy B Mupe. YpoBeHs HHHOBAIMIH yeIyr. Moaemy
YIIPaBICHHS HHHOBALMSIMH B KOMITAHUAX.

BrespeHue HOBBIX BH/IOB YCIYT H IPOrPeccHBHBIX Gopm obcnyxuBanus. [[pHaaHE! co3a-
HHs M BHEIPEHHS HOBBIX yenyr. BiusAnne BHEJIPEHNS HOBEIX BUJIOB YCIYT H GOpM 0OCIYKMBAHHMS.
BHenpenue HOBBIX TEXHONOTHH, 0becneunBaoIX Goiee COBEPLICHHBIE CIIOCOGE! NPOM3BOICTBA U
notpebnenus ycayr. Hopas utocodns musaitna «ycnyrs. Camble BocTpeboBaHHbIE YCIyTH B Poc-
cud. IIponsmkenne HOBbIX youryr. [IpUuHHE! Heyay TPOABHKEHHS YCIYT HA PHIHKE H CIIOCOOBT HX
YCTPAHCHUA.

©QopMHpPOBAaHHE CTPATETHH M TAKTHKH YIPABJIECHHSA NPEANPHATHAMH CEpPBHCA, OCHOBAHHEIX
Ha BHEAPCHHUH HOBBIX BHJIOB YCIYT.

Tema 12. IlpogeccHoHANBLHOE IOBEICHHE B CEPBHCHOMN AeATEALHOCTH H KYALTYpa 00-
MUEHHS ¢ KITHEHTAMH

Honsrre MpodeccHOHANBHOrO U AENOBOTO 3THKeTa. HopMbl 1 npaBuia IpodecCHOHANBHO-
0 3THKETa. ITHIECKas KyIpTypa CepBHCA.

HpaBcTBennbie kagecTBa paGoTHHKA cephl cepBrca Kak ONMH M3 BEIYIIUX SNCMEHTOB €ro
IpoQeCCHOHANEHOM IIPHTOTHOCTH.

OcHoBHBIe KaTeropuu 3TUKH. IIpodeccronanbHas 3THKA paGOTHHKOB OBCIYKHBAHHA H ee
cymHocTs. Kogexe npodeccuonansnoit stike. Kimouessle bakTops! EMHKA.

JTHKa 1 3THKET TeneOHHOTO pasrosopa. DTUKET COCTABICHHS JICTOBBIX MACEM. JTHYECKIHE
pobneMbl HHGOPMAITHOHHOTO CEPBHCA.

IlousTre o kynpType obmenns. Kynsrypa obmenns paboTHHKOB ¢ KiHeHTaMu. KoMmoHeH-
Thl KYIBTypEl obuieHus. BozaeHcTaye KyabTypsl Ha MoBeseHHe NOTpebrTens. OCHOBEI KOPIOpE-
THBHOH KyJIbTYPBI IpeANpUATHH cdeprl yeryT. IIpobrema counanbHoil oTBeTcTBeHHOCTH. KymbTy-
pa pedH CIeNMAIUCTa Ha NPEINPHATHAX H OPTaHA3aAUIX CCPBHCA.

Tema 13. Konrakraas 30Ha

«KoHTaxTHas 30Ha» Kak cdepa peaNM3alldy CEpBHCHOM NeaTenpHOCTH. [[OHSTHE O «KOH-
TaKTHOH 30He». COCTAB KOHTAKTHOH 30HBL BHIEI KOHTAKTHBIX 30H: [0 IPOCTPAHCTBEHHOMY Pac-
IOJIOKEHHIO, IO XapaKTePy MEXITMIHOCTHOTO PACCTOSMHHS B OOCHY)KHBAHUH.

Tlporece xoHTaKTa MEKIY KIHEHTOM H cronanTeneM., ComepskaHne kouTakTa O6menne u
B3aHMOJICHCTBHE ¢ KIMCHTAMY B KOHTaKTHOH 30He. lllecTs craguii CTPyKTYpEI 00MIEHHS.

B3aiMOOTHOIUEHHS CIICIHATHCTA TI0 CEPBHCY ¥ KIMEHTa B [POLECCE OCYIIECTBIEHHS Cep-
BHCHOH AeATeNbHOCTH. OCOOEHHOCTH THYHOCTHBIX XapaKTEPHCTHK paCOTHHKOB KOHTAKTHOM 30HEL

IIpocTpaHCTBO KOHTAaKTHOH 30HBI. KOMIIOHEHTH KONTAaKTHOH 30HBL Kirouemsle (aKTOpSI
MOJEIH «Service action» WM «obcayxuBanue B AeficTum». Pponr-oduc 1 63k-oduc. 3o0HApPOBA-
HHe oduca [Iprruune! 3oHupoBanys oduca B paboyeH 30He: KAGHHETHBIHR B OTKPHITHII.

Tema 14. KoadunKTEI H 22,1001 NPH 06CIy;KHBAHEN KJIHEHTOB

KoH¢mKr u ero BuaeL [Ipuunnst koHmEKTOB. Crioco0s! paspemenus xoadaKToB. [To3u-
THBHas CTOpoHa KOHQUIHKTa. KOHQIHKT B CEpBUCHOI MeATEILHOCTH.

MezxcyGBheKTHBIE CIOCOOB! IPENOTRPAIIEHHS H Paspelietns KOHGIUKTOB: cnocob YKIoHe-
HUS, MIPHHY)XAeHHS (MONABICHHS), MPUCIOCOOIEHHs, KOMIPOMHUCCa. YIpaBieHHs KOH(pIMKTHOM
CHTyaUMEH.



KOHCTpYKTI/IBHBIG HOCICACTBHA KOH(bJIHKTHOfI CHTyalliy KaK HOBOC Ka4deCTBO OTHOLICHHH
VIpaBIeHHs.

[ouarue o xanode. Kawobel mpu 0bcny>KUBaHUN KIMEHTOB, HX NPUYHHEL THIIB IOTpeGH-
TeNel. PexoMeHauy KOHCTPYKTHBHOMY yCTpaHeHuIo kanol. [To3HTHBHBIE OCHEICTBHS BHUMA-
TEJIPHOI'0 OTHOLIEHUS K JKanodaMm.

Tema 15. CepsucHas JesiTe/IbHOCTD B HHIYCTPHHA TYPH3MA H FOCTENPHHMCTBA

Ilonatns U BHARI TYPHCTCKHX M 3KCKYPCHOHHBIX yciyr. OIeHKa W KOHTPOIEL KauecTBA HC-
[IOJIHEHH S TYPHCTCKHX H 3KCKYPCHOHHBIX VCIIYT.

OGcnyxuBaHHe TYPHCTOB H HacC/ACHUA B CPE/ICTBAX PasMELICHHs, Ha IPEAIPUITHSX 00ILe-
CTBEHHOIO IIHTAHHUS, B KYJIBTYPHO-PA3BACKATEIBHBIX YUPEHKICHUIX.

Yemyrn uHIyCTpUH pasBIEYEHH H CIOPTa: YCIYrd B O0JIACTH pasBicyYeHHit ¥ OTIBIXA, Op-
TaHH32UUH U IPOBENICHYS CIIOPTHBHO-MACCOBLIX MEPONIPHATHHE. AHMMALMOHHLIA CEpPBHUC.

Tennenuny passuTHS pPHIHKA BBICTABOYHON HHIAYCTPHH, B TOM 4YHCJIE perdoHanbHoro. Co-
CTOSHHE M NIEPCICKTUBEI PA3BUTHS JETIOBOTO TypH3Ma. CepBHCHOE 0OCIyXHUBAHAEC ACTOBBIX MEPO-
IPHATHE H KOHTPECCHO-BLICTABOYHOH AEITEIIHHOCTH.

Tema 16. CepBuc Ha TpaHCHOPTE

Tpancropr o6mero momp30BaHMA: KeHE3HONOPOKHEIHA, BO3JYIIHBIA, MOPCKOH, aBTOMO-
OMIBHBIA, PEYHOH TPaHCHOPT, 00ECHEUNBAIOIIMH EPEBO3KA IACCAKHUPOB H TPY30B U NPEIOCTAB-
JICHHE YCIyT TPAHCIIOPTHOH JKCIEANIUH.

TpaHCIIOPTHBIE YCITYTH TI0 NEPEMEMIEHRIO TACCAKUPOB, MaTEPHAIBHBIX IcHHOCTel. TpaHe-
TOPTHHIC yCIIYTH, CBA3AHHBIE C OpraHU3aIMEH IIpolecca OTIPAaBKH H OIYYEHHA [PY3a.

besonacBOCTE B KayecTRO TPAHCHOPTHBIX YCIIYT.

Opranuzanms cepBrca HPH TPAHCIIOPTHOM OOCHY/KHBaHHUH.

Tema 17. CepBuc HeasmxumocTa u KKX

IoHsiTne cepBrca HEABHKHMOCTH. TeXHOIOTHA OKa3aHUA YCIYT B cdepe HEIBHKUMOCTH, B
ciry)0ax cepBrca, yNpaBILTIOLHX KOMITAHHAX, 00CIyKHBAKOMIMX JKHIBIE U HEXUIBIC 3/aHAS U CO-
OPYKEHUS, OOBEKTEI HEJABHKHMOCTH.

OcobeHHOCTH OKa3aHHA KUIHUIHO-KOMMYHAIBHBIX ycuyr. IIpelocTapieHre KOMMYyHAIE-
HBIX YCIYT COOCTECHHMKAM M TIOJIb30BATEIAM NMOMEIICHHH B MHOTOKBAPTHPHBIX TOMAX H IKHITBIX
JOMOB.

Opranusaius paGoTh! ¢ HEILIATENBITHKAMH 33 JKIIHITHO-KOMMYHANBHBIC YCIYFH.

Tema 18. OcoGennocTH OPranm3anuy NPeIOCTABACHHS FOCYJAPCTBEHHBIX H MYHHUH-~
NAABHBIX YCAYT

Ionstre rocynapcTeHHON M MYHHIMIANBHOR yeuyr. OCHOBHbBIE TIPHHIMMIIE! [IPEIOCTABIIE-
HHA TOCYNAapCTBEHHBIX H MYHHUHIANBHEIX yCuayr. OOmme TpeOoBaHHS K IPETOCTABIEHHIO rocy-
AapCTBEHHBIX H MYHHUMIAIBHLIX yCIyr. llpemocTasnenne rocyapCTBEHHBIX ¥ MYHHIIAIATBHbBIX
YCIYT B MHOTOQYHKIHOHAIBHBIX USHTPAX M0 IPHHIKIY "0JHOIO OKHA".

Opranusanus u ee 0COGEHHOCTH NPEIOCTABNEHHS [OCYJAPCTBEHHBIX M MYHHIHIATHHBIX
YCIYT B MHOTOGYHKIHOHATEHBIX IEHTPaXx.

CoaepikanHe NPaKTHYECKHX 3aHATHIH 10 QUCLHILIHHEE
3 cemecTp

Tema.l. Ceppuc xak cnenuduaecKuii BHI JeATEIbHOCTH

AHaIH3 CTPYKTYPbl M BHJOB CEPBUCHOH NEATEIBHOCTH, KAK HCTOYHHKA YAOBIETBOPEHHS
pasHo0GpasHBIX MOTPeOHOCTCH YenoBeKa.

PeabuiuranoHHeB XapakTep cepBHca. 3akoHbl, OOeCHeYHBAIOMME peabHIHTAHOHHEIE
IPOLIECCH] B JKH3HU WHIMBHIA.

Dopma 3aHAMUS — YCmHbLEl ONPOC, 2PYNNOBAA QUCKYCCUSA, CEMUHAP-NPAKMUKYM

Tema 2. Posb 1 NpenmocsLIke pa3BUTHS CEPBUCHOM JeATEILHOCTH

AHanus CTPYKTYPHBIX M3MeHEHHH B cdepe yeayr. BiusHre CONRATBHO-KYIBTYPHBIX H3Me-
HCHMH B OOIIIECTBE Ha CHCTEMY IIOKa3aTeNel, OTBEHAIONIeH COBPEMEHHBIM IICHHOCTSM, 3alIpocaM
npeanodITeHysM oTpebuTeneid. CrocoOr! H METOIBI HCCIIEN0BAHHS CEPBHCA, HCIONB3YEMBIX B YC-
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JIOBUAX COLMANBHO-KYNBTYPHBIX TpaHchopMalmii B POCCHH, KaK COUMANLHOM CHCTEMBI HHINBUY-
anbHOTO O0CHYKHBAHHUS C TOYKH 3PEHU HAYKH O CEPBUCE — CEPBUCOJIOTHH.

Knaccudukalluss U CpaBHHTENBHBIM aHAlH3 OCHOBHBIX OTAllOB PA3BHTHA CCPBHCHOH Ies-
TeNbHOCTH B PoccHm.

Dopma 3auamusa — YCMHbL ONPOC, 2PYANOGAS QUCKYCCUS,, DEYCHIUDOBAHUE BLICIMYNACHUT

Tema 3. Ceppacaas JesITeILHOCTh B PA3BATHIX H PA3BHBAIMIHXCA CTPAHAX

Kpyrneii cron. AHanM3 v crenubuKa OpraHu3alid CepPBECHOM AEATENHHOCTH B PA3BHTBIX
cTpaHax (BeIOOp CTPaHBI OCYIIECTBIAETCSA CTYIEHTOM CAMOCTOATEIBHO)

Kpyrneiit cTon1. AHanus B cnenuduKa OpraHu3alnMy CEPRUCHOR ASATENEHOCTH B PasBHBA0-
LIEXCA CTpaHax (BeIOOP CTpaHbl OCYINECTBIAETCS CTYICHTOM CAMOCTOSTENBHO)

Dopma 3anamus — O0KIA0bL, KpYeAblli Cmoi

Tema 4. CTpykrypa chephbl yeJayr M KIaccHpHKADUA THIOB U BUIOB YCJIYT

AHanu3 XH3HECHHOTO LMK YCIIYT, OKAa3bIBaEMBIX IPEALPHITHEM CEpBHca B ropoie Baann-
MHpeE.

WUsygenne v ananus o6bexToR Kiaccuduranuu (yenyr) B OKIIJL 2 (Mepapxudeckuii MeTox
KIACCHHUKAIMH, IOCTEI0BATEIBHBINA METO, O0NIaCTH IPHMEHEHHS], CTPYKTYpa KNaccudHKaTopa,
JeTaTH3alHs YCIIyT)

Dopua 3auamiia — pazdoOp KOHKPEMHBIX CUmyayuil

Tema 5. Poinok yeayr

AHajIu3 COCTOSHUA U PA3BUTUS KOHKYPEHTHOH Cpellbl Ha PHIHKAX yIryr Bramumupckoit 06-
nacT# (PEIHOK arpOIPOMBIILIEHHOTO KOMILIEKCA, PBIHOK 0GPa30BATENBHBIX YCIYT, PBHIHOK MeIH-
IHHCKHX YCIIYT, PBIHOK YCIYT B cepe KYIbTYPEI, PHIHOK YCIYT KITHITHO-KOMMYHAIBHOTO X035
CTBa, PBIHOK YCIYT IIE€PEBO3OK IIACCAXKHPOB HA3EMHBIM TPAHCIOPTOM, PHIHOK YCIYT CBA3H, PHIHOK
YCIYT COLHATBHOIO 00CTyKHBAHUS HACETEHNU H JIp.)

Dopma 3GHAMUA - CEMUHAP-NPAKMUKYM, QHATU3 CUMYAYUT

Tema 6. KauecTBo H 0LIeHKa KadecTBa YCJyr

AHaJIA3 Ka4¥eCTBa yCIyT, NPeIOCTABIAEMBIX B OPraHu3anuaX cepsl yeuyr r. Bnagumupe.

PaspaboTka 0npOCHOTO JTMCTa IS ONEHKH YAOBICTBOPEHHOCTH NOTPEOHTENS YCIIYTH.

Dopma 3auamusa - YCmueill onpoc, NPe3eHmayus

Tema 7. Ceppucuasn AeATILHOCTE KaK 00beKT HPABOBLIX OTHOUIEHHI

AHA/IH3 OCHOBHBIX HOPMATHBHBIX H IIPABOBBIX JOKYMCHTOB, PETYIHPYIOUIMX CEPBHCHYIO
AEATENEHOCTE B Poceun. Jlunensuposanme cepucHoi aesrensHocTH. CepTUhUKALMS YCIYT.

DQopma 3anamus - 2pynnosas OUCKYCCUs, YCMHbLT 0npoc

Tema 8. DddeKTHBHOCTL CEPBUCHOM JeATEIBHOCTH

AHaIM3 | COCTABIeHME TalIHIb! TToKa3aTene KOHKYPEHTOCIOCOOHOCTH CEPRHCHOM Opra-
HU3AIHH H HX XapaKTepPHCTUK: Ka4eCTBO CCPBUCA, BPEMA HCIIONHCHHS CEPBHCA, JOCTYNHOE KOJIH-
YeCTBO MPEAOCTABIAEMOrO CEPBUCA, NOCTYIIHOCTE CEpBHCca, HH(OOPMAIMOHHAs JOCTYIIHOCTL CEPBH-
€a, MOIIHOCTH CEPBUCA, PeHTA0EIBHOCTh CEPBACA, HHHOBALIMOHHAS THOKOCTh CEPBHCA H Jp.

IIpoaHanA3upoBaTh NpeIIpUITHS Chephl CepBHCa, OKA3HIBAIONINE YCIYTH HACENEHMIO B Io-
poae Bragumup ¢ TouxH 3peHHA BUICHHS 3¢ )eKTHBHOCTH cepBHCa HA HHX.

DQopma 3aHIMUA - YCIMHBIE ONPOC, GHARUZ CUMYaYUTE

Tema 9. HadopmanuoHnbIii cepBHC

PazpuTie cephl yenyr B yCnoBHAX HudpOBU3AUME 3KOHOMHEKH.

O630p CRM-cuctem (ynpaeneHHe B3aHMOOTHOIUEHMAMH ¢ KITMCHTAMH) Ha [pEIIPHATHAX
COMHANLHO~KYIFTYPHOTO CEPBHCA H TYpH3MA.

ABTOMATH3ALHH [IPOLIECCOB YIIPABIECHHS B3AUMOOTHOLIEHHAMM ¢ KIMEHTAMA B KOMITAHKIX
MaJioro oM3Heca.

Dopma 3aHAMUS - YCIHbLE ONPOC, 2PYNNO8Asi QUCKYCCUS, 3auUMa UHOUBUOYQILHBIX 300G~
HUun.
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4 cemectp

Tema 10. Opraansanus odciryKuBaHHS MOTpebHTENE Yoy

Ananus CTPyKTYpHl M COCTaBa yCIYyT C TOYKH 3PEHMS HOTpeOHTeNs, aHauu3 Moaelel ob-
CIy’XMBAHHS d OLEHKH yXOBJIECTBOPEHHOCTH, (hOPMHPOBaHHE IOKa3aTelell H KPUTEPHUER KadeCTBa,
UEHHOCTH H KOHKYPEHTOCIIOCODHOCTH YCIIYT.

Dopma 3anAmUsL — AHARU3 U PA36OP KOHKPEMHBIX CUMYayuil, paboma 6 Maiblx pyRndax

Tema 11. HoBble BHABI YCJIYT H MporpeccueHbIe (POPMBI 00¢TyKHBAHHA
AHaIN3 M XapaKTePUCTHKA HOBBIX BHOB YCIYT H GOPM 0OCIIyKMBAHUS, HA TIPSATIPHATHAX TYPHCT-
CKOM MHAYCTPHHU B ropoje Braaumupe (BHIOOD KOHKDETHOTO NpPEANpPHATHA B cdepe TypH3Ma, Xa-
PaKTepHCTHKA JAHHOTO MPENNPHATHA HIH OpraHH3aiiy, OIHCAHAE HOBLIX BUIOB YCIIYT, ONHCAHHE
c1I0co60B, METOMOR, MEP, CO3IAHHBIX [UIS NPHBICYEHHS KIMEHTOR K HCIIOIb30BAHAIO HOBLIX BHIOR
yemyr).

Dopma 3auamus — YCMHbLI ONPOC, GHATU3 U PA36OP KOHKPEMIbIX CUMY QYU

Tema 12. IlpodeccHonaNbHOE NIOBEIEHHE B CEPBHCHOM AEATENLHOCTH M KYJIbTYpPa 00-
IEHHH ¢ KIHeHTAMH

Ananu3 nponecca B3aHMOJEHCTRUS ¢ XIIHEHTAME H €I0 0COBEHHOCTH: MOTHB B3aUMOeicT-
BHA M CTEINICHb €TI0 BAXHOCTH, CTPYKTYPa OTHOLICHHH C INIPE/ICTABUTENAMH OGIIECTBEHHBIX IPYIIN H
MEXITHIHOCTHEIX OTHOIIEHHH; 0OIIEHUE ¢ YIeTOM HHIMBHAYATBHEIX 3alPOCOB M SMOLHOHATIBHOTO
COCTOAHMA NMOTPeOUTEN; PEerypHOCTh, IEPHOJMYHOCTh B3aUMOICHCTBHSA KaK CO3LAHHE IIEPCO-
HUQUIMPOBAHHOH CpEIbl; CTETHYECKHE 3JIEMEHTHI OKPYIKAIOMIEr0 IPOCTPAHCIBA H ITHYECKHE
HOPMBI B IIpaBKiia; Pe3yNbTaT B3aUMOJCHCTBHA - GYHKIHOHATEHOC Ha3HaYeHHe YCIYTH, M TIo-
TIE3HOCTD, KOTOPas OLCHHBACTCS OOBEKTUEHBLIMU H CyOBEKTHBHBEIMH KaTerOPUiIMH (YOBIETBOPEH-
HOCTB/HEY/IOBIETBOPEHHOCTD IOTpeGHTENA).

Cocrapnenue Tabnunb « DIEMEHTH KYJILTYPBl CEPBUCHOTO B3aUMONSHCTBUS M UX coJepia-
HUCY.

Dopma 3aHAMUA — YCMHBLIL ONPOC, AHATUZ CUMYayutl, paboma 6 Maabix 2pynnax

Tema 13. Konrakruas 30Ha

Oprasusaums NpOCTPAaHCTBA KOHTAKTHOH 30HBI CEPBUCHOTO TPEHNPHATHS (IIPeANpHITHE
OLpPEAENACTCA CTYICHTOM IO COINAacOBaHMIO ¢ NPENOIaBaTeNIeM): IIOMEIIEHHE KOHTAKTHOH 30HbI B
Cr0  KOMIOHCHTaMH, UpHJCralomas K NPEANpHITHIO CePBHCA TEPPHTODHS, pEKIaMHO-
XyHOXECTBCHHOE OGOPMIICHHAE IIPE/IPHATHA CepBHCca (BBIBECKa) ¢ 0603HAYCHHEM (YHKIHOHAN-
HO¥ IPHHAIIEXHOCTH (B TaONIHYHOH dopme).

Dopma 3aHAMUS - YCMHBLIL ONPOC, NPE3EHMAYUA, 3AUIUMA UHOUBUOYATLHBIX 3GOaHUI

Tema 14. KondankTel H %an006b1 NPH 00Ty KUBAHHH KIHEHTOB

Tpernur ans pasBUTHA HABBIKOB 3PPEKTHBHOrO peMeHHs KOH(IHKTHBIX CHTyalMH B cep-
BHCHOH NeATENBHOCTH «KOHDIHKTEI B IIPOlIEcce OKa3aHusl YCIYT: LyTH MX Pa3pCIiCHMA B CEPBHC-
HOH NeATeILHOCTHY.

Omucanne KOHQIUKTHOH CHTyallld Ha CEPBHCHOM IpPENNPHUATHH, YKa3aHUE POJNH B KOH-
¢ymkre (mOTpeGMTENE ¥iM PaGOTHHK CEPBHCHOIO MPEANpPHATHS), IPHYMHA KOHQIMKTA, HCXOI
KOH()IMKTA, NPEANIOKEHNS CEPBHCHOMY NPEANIPUSTHIO [0 YCTPAHEHHIO NMOJOGHBIX KOH(IMKTHBIX
CUTYALWH.

Pabora ¢ xanobamu KIMEHTOR M peKTaMalMsAMU B HPOLECCE OCYIIECTBICHHS CCPBHCHOM
AeATenkHOCTH. CHCTeMa yNpaBIeHns KaNo6aMi B OPraHU3aUAX TYPH3Ma H HO3HTHBHOTO MbIIILIC-
HHsl CTEHHATHCTOB Cinyx0bl ceppuca. Knaccuduxanus xanod u >dGheKTHBHEI ITOPHTM IEHCT-
BHH.

Dopma 3ansmua — mpeHunz, paboma 6 MAaIbX 2pynnax

Tema 15. Ceppucnas ZesSTeILHOCTS B HHIYCTPHA TYPH3MA H FOCTENPHAMCTEA

AHaJIH3 KOMILIEKCa TYPUCTCKHX yciuyT. CrIelH(HKa NpeNoCTaBICHHS CEPBUCHBIX YCIYT B
TYPH3ME H ¥X IIOTpeOUTENH.

Anamns 'OCTa P 50690-2017 Typuctckue yenyrd. O6mme TpeGOBaHAL.

Dopma 3auamus - YCMHBLE ONPOC, 2PYNROEAE OUCKYCCUA
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Tema 16. Ceppuc na Tpancnopre

AHaTH3 PBIHKA TPAHCIIOPTHHIX YCIYT BRaguMHPCKOTo perHoHa.

BriOOp cOBpeMEHHEIX METOJOB H OIPENEICHHE NCPCIEKTHBEI MO3HIIMOHHPOBAHAS CEPBHC-
HOM YCIYI'#M HA TPAHCIOPTE.

Ananmus 'OCTa P 51006-96 Ycnyru tpaacnoptHble. TepMUHEI H ONpene/IeHH.

Dopma 3aHAMUA - YCMHBLE ONPOC, ZPYNROBARL OUCKYCCUA

Tema 17, Cepeuc HeapHaxumocTH H AKKX

Onenka KayecTBa NPEIOCTABICHHUA YCIyT ynpasismomeli komranreit )KKX B ropoge Bna-
auMipe (o BeIOOpy cryjeHTa). M3y4enue pervoHANbHOH TPeXypPOBHEBOH CHCTEMBI KOHTPOJL B
KHTUINHOHA cdepe: rocyAapCTBEHHEIH XKHUTAIHELE HAZ30P, MyHHUMIATLHbIA KXUTHIOHEIH KOHTPOIE
¥ OBIIECTReHHBIA KOHTPONL. MzydyeHne NesTelbHOCTH PeriOHATBLHOR HEKOMMEpPUYECKoH OpraHm3a-
mun «KKX-KOHTPOJIb».

Dopma 3anamua - yCmusill ONPOC, ZPYRROBAS OUCKYCCUS

Tema 18. OcoGenHOCTH OpPranM3alAN NPEJOCTABICHUS rOCYIAPCTBEHHBIX H MYHHIH-
NaJbHBIX YCIYT

AHaTH3 roCyNapCTBEHHOM mporpaMMsl BranuMupekoi obnacta "CHuxeHMe aIMHHHCTpA-
TUBHBIX 6apbepoB, ONTHMH3AIMs H NOBHIIICHHE Ka4eCTBA HPEOCTABIEHHS [OCYNApPCTBEHHBIX U
MYHHIHIATBHEIX. YCIYT, B TOM 9HCIE Ha 0ase MHOTOQYHKIHOHATBHEIX UEHTPOB IIPEJOCTABICHHS
rOCYJapCTBEHHBIX H MYHHIMNANLHBIX YCIIYT BO BranuMupceko obnactu, na 20142023 roaer".

Dopma 3aHAMUA - YCMHBLT ONPOC, 3AUUMA UHOUSUOYATLHBIX 3A0GHUT

5. OHEHOYHBIE CPEACTBA JUIA TEKYIIEI'O KOHTPOJISI YCIIEBAEMOCTH,
MPOMEKYTOYHOU ATTECTAILIMH 110 HTOT'AM OCBOEHHS JAUCHMUITJINHBI
H YYEBHO-METOIHYECKOE OBECIIEUEHHE CAMOCTOSTEJIBHOM PABOTHI
CTYJAEHTOB

5.1. Texymmit KOHTPOJE YCTIEBaEMOCTH TIPOBOJATCH B GopMe PEHTHHI-KOHTPOIS TPH pasa B ce-
MeCTp. 3a/jaHus 111 IPOBEACHHS TEKYILErO KOHTPOIS PHBEICHE! HHKE.

3 cemecTp
Peiirunr - KouTpoas Nel:
Jece 00 BeOpocam.
1. IlenHOCTH, CO30aBaEMEIE CEPBHCHOM EATEIHHOCTRIO.
2. Ilpoanamsupylite moTpeGHTENEM, KAKHAX YCIYT BBl ABIAETECH, H KAKYIO CyMMy Bbl Tpa-
THTE Ha Pa3sNHYHEIE YCIYTH MECHII.

3. Ilo BammeMy MHEHHIO, MOMXHO JIM IPHOOPECTH YCIYTY BIPOK?
4. Ponb cepBrca B )KU3HH HHIUBHJIA.
5. BimsHue ceperca Ha CyIE0Y M CHACThE MIOACH.
6. Biaaue ceMpu Ha pa3BHUTUE cepBHCA

PeiiTHHr - KoHTpOIBH No2:
TecToBbIe 337aHUA
1. Bce HeoGxoaMMBbIe MepONpPUATHS, NpeIHASHAYEHHbIE 1A (AKTHYECKOro YI0Ble-
TBOPEHHA CYMECTRYOIIHX NOTPEOHOCTEH, COCTABAAIOT:

1) cepBHCHYK) N€ATENLHOCTD;
2) npapa norpebuTeneii;
3) comuanenyro chepy;
4) 3aboty rocynapcraa.
2. Ha ppIHKe CepBHCHBIX YCIYT NPeobaajaoT npeInpHsITH:
1) KpynHbIe OpeNIPHATAS rOCY IAPCTBEHHOM (POPMEI COOCTBEHHOCTH;
2) MeNKHe NPeANpPHITHA YaCTHON COBCTBEHHOCTH;
3) KpyIHEIC IPEANPHATHS YaCTHOM GopMEI COOCTBEHHOCTH;
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4) MeNKKe IPENPHATHA TOCYAAPCTBEHHOMN HOPMbI COOCTBEHHOCTH.
3. Buepebie npaBa norpefurensa OLLIH NPOBO3INAINEHDI B:

1)1985r.;

2) 1941 r,;

3) 1962 r,;

4) 1970 r.

4. Kakue ycIyrd 0THOCATCH K COMMAJILHO-KYJILTY PHBIM:

1) ycinyru KynbTypei, COpTa, TYpH3Ma, OpraHHu3allisl OTIBIXA H OCYTa;

2} obpazoBaTenbHEle YCIYTH;

3) ycnyru asrocepemca;

4) ycmyru MHIYCTPHH THTAHUA.

5. Yenyra — 310 pe3yabTat:

1) HENOCPEACTBEHHOIO B3aHMOAEHCTBUA HCIONBMTEIA H IOTPeOHTEN, a TaKKe COOCTBEH-
HO# NeSTeIbHOCTH HCTIONHATEN YCIYT IO YAOBIETBOPEHHIO TOTPeOHOCTH OTPEOUTENS YCIIYT,

2) TpyZOBOH AeATEeNEHOCTH, B IIPOIECce KOTOPOi co3maercs cnenuprdeckas nMOTpeOHTE b-
Hasg CTOMMOCTE;

3) caMopeaIu3aluy TOKYIATEN;

4) HET BEepHOTO OTBETA.

6. HazoBHTe moiceKTOP cephl cepBuca:

1) NpOH3BOACTBO MAaTEPHANBHBIX YCIYT;

2) NpPOH3BOJICTBO HEMATEPHABHBIX YCIIYT;

3) yupasieHue;

4) conpanpHoe 00CTYKUBAHME,

7. llepeanecanTe KIacCHPHKAINOHNbIE NPH3HAKH YCIyI:

1) craBIapTH3HPOBAHHEIE H TBOPYECKHE YCIIYIH;

2) KOMMEPYECKHE ¥ HEKOMMEPUECKHE YCIIYTH;

3) YHCTHIC ¥ CMELIAHHEIE YCIYTH;

4) BCE OTBETH! BEPHEIE

8. Pe1roK yeuryr - yr0:

1} ocHOBHBIE KOMITOHEHTHI MAPKCTHHI A,

2) pyHKIMH MapKeTHITA,;

3) cerMeHThl MAPKETHHT A,

4) MapKeTHHTOBas Cpela.

9. CepBHCHBIE YCIYIH OTJIHYAKOTCH OT TOBAPOB:

1) HEOCARAEMOCTRIO,

2) onpeIeIeHHOM CTOMMOCTEIO;

3) crnocoGOM JFOCTABKH MOKYIIATENIO,

4) reTeporeHHOCTEIO.

10. Pazan4aioT cieayimue THIBL YCJIYT:

1) mpoHzRO/ICTREHHEIE;

2) npoeccHoHaNBHEIE;

3) pacupenenuTebHEIE,

4) norpebuTeIbCKUE.

11. Ha xaxoii cTaguu ;KM3HEHHOTO WHKJIA YCIYTH OCYIECTBISIIOTCA AKTHBHEIC Pex-
JIAMHBIe

MepONPHATHS B Nponaranaa:

1)} cranuu paspaGoTka yemyry;

2) cTaauM BHEAPEHHS YCIIYTH;

3) cranyu pocra norpeGreHus:;

4) cTaiuu 3peTOCTH.

12. Cragns HacRIMEnMs PHIHKA YCIYroH XapakTepH3yeTcs:

1) obocTpenneM nponecca KOHKYPEHIHH,
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2) IIpeKpauieHyeM IPOM3BOICTBA YCIYTH 1 3aMEHO’ €€ Ha YCIyTY-HOBHHKY;

3) HEMOCTOSHCTBOM KaueCTBA YCIIYT;

4) aKTUBHBIMH MAPKETHHIOBBIMH MEPOIPUSTHIMH.

13. Kakue xapakTepUMCcTHKH NPHCYLIH YCaIyraMm:

1) Heocs32eMOCTD;

2) HecoXpaHsaeMOCTh;

3) HEOCTYITHOCTD;

4) HEeOCTOSHCTBO KadecTBa.

14. ZKu3HeHHbIA DMK YCIYTH 3TO:

1) MOMeHT noTpebIeHHS YCIYTH;

2) BpeMs ¢ MOMEHTA BEIXOJA YCIYTH Ha PEIHOK /10 YXOAA ¢ PhIHKA;

3) BpeMs OKazaHUA YCIyIH;

4) HeT BEepHOTO OTBETA.

15. lipousBoacTBO H NOTPebIEHHE YCIYT TECHO B3AHMOCBA3AaHbI  HE MOXKET OBbITH pa-
30pBaHo BO BpeMenH. K xaxkoil XapakTepHcTHKE YCIYTH OTHOCHTECH 3T0 YTBEPKICHHE:

1) HeocsA3aeMOCTE;

2) HENOCTOSIHCTBO KaueCcTRa;

3) Hepa3pBIBHOCTH IIPOM3BOCTBA M OTPEDIEHHS YCIYT;

4) Bce OTBETHI BEPHBIE.

PeliTHHT - KOHTPOJIb N23: MoAroTOBKA J0K/Iaa
IIpuMepHast TeMaTHKA JOKJIA10B
(moorcem Gvimb pacuiupena ¢ y4emom UHmepecos cmyoenmos)

1. Hcropuueckoe pasBHTHE CEPBHCHOM NESTENBHOCTH B OCOOEHHOCTH €¢ CTAHOBNEHHS
B COBPEMEHHOM MHpE
2. AHa/u3 CepPBUCHON NEATENbHOCTH HA NPEANPHUATHH CHEPHl TypH3Ma (Ha IpHMEpe

KOHKPETHOTO MPENIIPHATHS HO BEIOOpPY CTYACHTA)

3 HeTepHeT-cepBHUCEH B CEPBUCHON AEATENLHOCTH

4, Nugopmanmonmeiit cepBHC: IPOOIEMB! U I€PCIIEKTHBEI PA3BHTHS

5. ['mobanpHbie nHOOPMAIMOHHEIE CETH H CEPBHCHAS AEATETBHOCTD

6. CepBHacHas IESATENBHOCTD B YCIOBHSX [NOGATH3ALMHA: TERICHIMN H IEPCICKTUBEI

7. BpennupoBaHue Kak MHHOBALMOHMHEIA HHCTPYMEHT NPOJBHKEHHS HPOIYKTA Cep-
BHCHOH JCATC/IBHOCTH

8. MuHoBayy B COMHOKYIBTYDHOM CEPBHCE

9. KopnopatuBHas KynbTypa B CEPBHCHOM J€ATEIbHOCTH

10.  BimsHHC HaUMOHAILHBIX (PETHOHANGHBIX, NPUPONHO-KIMMATHYECKHX) OCOGSHHO-
CTei Ha OPTaHH3ALHIO CEpBHCA

11. CepsucHast 1eATEIBHOCTD KaK (PaKTOp KOHKYPEHTOCTIOCOBHOCTH NPETIPHATHS Cep-
BHCA

12. Cepsuc KaK conUanbHb eHOMEH

13, CepBucHas NeATENBHOCTE KAK CIIOCO6 YIOBIETBOPEHHS OGIIECTBEHHBIX noTpebHO-
CTEH.

14.  HsmepeHme pOMM CEPBUCHOH NEATEALHOCTH B SKOHOMHYECKOM H OOLICCTBCHHOM
Pa3BHTHH.

15.  CeppucHas IeSTEIBEHOCT KAK 9aCTh COBPEMEHHOMN KYIBTYPHL.

16.  OcoGeHHOCTH pa3BHTHS CEPBECHON AEATENLHOCTH B COBPEMEHHO# POCCHH.

17. Opranusamus cepsuca Bo BranumupckoM pervoHe: mpoGieMbl B HEpCIeKTHBEL pas-
BUTHS

18.  Kauectpo, 5e30macHOCTE YCIYT M KYNETYpa CEPBECHOH AeSTENbHOCTH

19.  CremnuaibHble IPOrpaMMEI TOANBHOCTH KITHEHTOR

20. Paspurue cephbl NpeoCTaBIEHHS FOCYAAPCTBEHHBIX U MYHMITUIAIBHBX YCIYT
21. busnec-mHEKy6aTOPH! KaK MEXaHH3M pasBUTHS Majloro GH3Heca Poccun
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22.  llobluesne 3Q(QCKTUBHOCTH YIIPaBICHA IPEANPHATHAMY cepsl Typu3Ma H cep-
BHCA HA OCHOBE BHEPEHHS HH(OPMAIHOHHEIX TEXHOOTHI

23.  ObnayHbIi CepBHC Ha MPEeRNPHATHIX Bragumupckoit o6nacta
24,  TeHaeHIMU pa3sBHTHA PHIHKA 00pa3OBaTeIbHBIX YCIYT
25. CucreMa coLHaNnbHBIX YCIYT B COBpeMeHHOM Poccuu

TpebopaHust K 0popMIEHHEIO TOKIANA

Texcr noxnaza momxeH GbrTe HaOpaH B TEKCTOBOM penakTope MS WORD, ofmee xomiade-
CTBO CTPaHMII IIEYaTHOrO TeKCTa - He MeHee 5, Times New Roman 14, narepsan, 1,5.

Hokmnanm noiokHa UMETh THTYIBHBIA JIICT ¢ HauMeHOBaHAEM BY3a, kadenpsl, TeMsl TOKTa-
1a, MO cTynenra n npenogagaress; MECTa HaIMCAHHs ¥ IoJa.

Crpanuiel JOKHBI OBITE NPOHYMEPOBAHBL, 0043aTENBHEI IPABIILHO O(OPMIEHHBIE CCBLI-
KH BHYTpM TeKCTa. 1lpx HCIONB30BaHHM MCTOYHHKOB CIIEAYET B CCBUIKE YKA3BIBATHCS HCTOYHHK
3aUMCTBOBaHMA. CIHCOK MCIIONB30BAHHOMN THTEPATy Pl 00A3aTEleH.

5.2. [IpomexxkyTouHAS ATTECTANMS [0 HTOrAM OCBOCHHS THCIMILIHHEI — 344ém.

BOHPOCBI K 3aY4€Ty IO JUCIHIITHHE

1. Pone cdeprr cepprca B yCIO0BUAX COBPEMEHHOM MUPOBOH 3KOHOMUKH.

2. OcHOBHbIE BUABI H CTPYKTYPA AEATENBHOCTH

3. Brar cepeucHOM TeqTeIBHOCTH.

4. PeabunuraunoHssIi xapakTep cepsuca.

5. Hcropuyeckue 3Tansl pasBUTHS YCIYT U CEPBUCHON NEATEIBHOCTH

6. Pone rocypapcTBenHEIX MEXAHH3MOB B PA3BHTHH YCIYT.

7. Coepa ycmyr: Tpu >Tana pa3BHTHS LMBHITH3ALMK - B JOMHIYCTPHAIBHEIN, HELYCT-
PHANBHBIH M IOCTHHIYCTPHANLHEIIA.

8. DTalbl CONUANHCTHYECKOTO Pa3sBUTHA chephl YCIyT.

9. XapaKTePHCTHKA CEPBHCHOH NCATENBHOCTH CTpaH 3anaanoit Empomsl u CepepHOM
AMeprkn

10.  Tlpouecch HHIYCTPHATA3AIMN H MOJICPHH3AIMH PA3BHBAIOIIUXCS CTpan

11.  KraccudHKanus THIOB ¥ BHIOB YCIYT.

12.  MarepuanbHbie YCIYTH.

13. ConuaabHO-KyJIETYDHEIE YCIYTH

14.  XapakTepucTuka ycuyr.

15, JKW3HEHHBIT MK YCIYTH H CEPBECHOTO POAYKTA.

16.  PBIHOK YCIIYT H €r0 3HaYEHHE.
17.  Muposo# peiHOK yCIyr
18. Cocrosuue, npo6reME! 1 IePCIEKTHBE pasBHTHA PHIEKA Yeayr Poccun

19.  Mogens kadectTsa ycmyr.

20.  Meroauka SERVQUAL

21.  Meron «TaunnHcTBERHOrO HOKYTIATE IS

22.  MeTozs! OUEHKH YIOBICTROPEHHOCTH IOTPEGHTENS YCIYTOil.

23, D{@eKTHBHOCTD CEPBUCHOM NEATEIBHOCTH U €€ OUCHKA.

24, AHanu3 KauecTBa YCIIyT, IPeJOCTABISIEMEIX IpEANPUATHAME Biianumupcekoit obiac-
TH

25.  CyOBeKTH MalIoro M CPeHETO IPeINPHHUMATENLCTBA H UX 3HAYCHHE B CEpPBUCHOI
3KOHOMHKE.
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4 cemecTp

PeiiTuHr - koaTpoas Nel,
Beinonmenre HHAMBHIY ABHBIX 3a1aHHH. MOHHTOPHHT KavecTBa 00Cay)KHBaHH.

1. Beibpate 1 oxapakTepH3HMpOBaTh NMpeANpHATHE chepbl CepBHCA, TYPH3MA H TOCTETIPHHMCTBA, Ha
KOTOPOM OY/IeT MPOBOJUTHCA MOHUTOPHHL Ka4eCTBa 00CITy KHBAHMA.

2. PaspaboTaTe YeK-THCT JJIA OLICHKM KayecTBa OOCTY)KHBAHUA C YYETOM CreUU(HKH BHIGPaHHOM
OpraHW3auuy ceperca. IIpoBecTr aHATH3 C MOMOUIBIO HEK-JIHCTA B PACCMATPHBAEMON OPraHM3aluH B chepe
CCpBHCA, TYPH3Ma M IFOCTEIIPUHMMCTRA H HHTCPHNPETHPOBATE NOJYYCHHEBIC PE3YIBTATEHI.

3. IlpeanoxuTe KOMILIEKC MEPONPUATUH, HAIPABIEHHbIA Ha TIOBBIIEHHE KAYeCTBA B NTPOLIECCE Npe-

JOCTEBJIEHHA YCIYT B cepe CepBHCa, TYPH3Ma U FOCTeNIPHUMCTRA.

PeiiTuHr - KoHTpoJb No2,
TecroBbie 3aaauHs

1. Y10 oTHOCATCSH K aKTOpPaM YCHEMMHOCTH ¢CEPBHCHBIX HHHOBAITHIT?

a. COIIPOH3BO/ACTBO M KOOPIMHAIIHS;

b. rUOKHit MacTab MPOK3BOICTBA;

C. rocylapcTBEeHHAS MOLACPKKa,

d. NporpaMMa JIOSUIbHOCTH KITHEHTOR.

2. Kakne ¢popMbl 00c/Ty;KHBAHHS OTHOCATCS K NPOrPecCHBHLIM?

a camMo00CTy KHBaHHE

b. Npe/IBApUTENBHEL IIpUeM 3aKa30B 10 TeNe(hOHY Il HHTEPHETY

C. OecKOHTaKTHOE 0OCIIY)KHBAHHE 110 MECTY KHTEIECTBA

d. MaccoBOe OOCITYKHBAHHC

3. Kakne BuaBI nHceM 0THOCHTCS K AeIOBBIM?

a. [IuceMo-mpeTensus

b. DNeKkTpoHHOE

c. ["apanTHitHOE IECEMO

d. 3aKa3HOE THCHMO

4. Kax HeoGxoaumo cefs BecTH ¢ Balieli TOUKH 3PEeHHS NPH 06CIy:KHBAHKA KJIHeHTa?
a. IlocrapaTses nepeenaTs KIHEHTa 38 HECKOIBKO MHHYT OBIIEHHSA C HEM.

b. I1posBNATE BEIIEPXKKY ¥ TEPIICHHE.

c. Hukorna He ocTaBnaTs Ge3 BHHMaHHA IPETEH3AH ¥ BO3PAXKEHHS 3aKa39MKOB.
d. Bepeur cebs, oTBeuars Ha rpy6oCTs PaBHOTYINHEM

5. YTo oTHOCHTCS K NPAMOMY BHY ACI0BOTO OGIUICHMA:

a. TenepornErt pasrosop

b. Ilposenenue meperosopos

C. OTnpaBka rapaHTHHHOrO [THCHMA

d. JNEKTPOHHOE TTHCEMO.

6. Kakme xapakrepHeTHKH cOCTABISIOT KOPTOPATHBHYIO KyJabTypy?

a. KyJIbTypa o0IeH s,

b. TPaJIMIHH OpraHu3allHi;

c. IOJIOKEHHE KaXKI0ro COTPYAHHKA B OPraHH3allUH;

d. LEHHOCTH 001ecTBa.

7. Chopmynupyiire ocHOBHBIE e/tu PaGoThI ¢ NoTpeGuTEIEM:

a. IPHBJICUCHHE KITHEHTA,

b. 3aKpCIIeHHe NOTPEOATENs B Ka9ECTBE NIOCTOIHHOTO;

c. CO3MaHle KOHKYPEHTHOH cpelbl

d. UCTIO/Ib30BAHHUE MOTPEOHTEIIS KaK HOCHTE)IA ONOKHATE/bHOH HHGOPMAIMH O NPEANPHATHY.
8. HazoBure mpHYANEL, NpenATCTBY MU 00pamennio NoTpebuTeneii:

a. GonbI0e paccTOSHIE O NPeANpPHATAS ChEphl CepBHCa HIH HeyHoGHOe ero pacnonoxeHne
b. OTCYTCTBHE YAOOCTB BO BPEMs 0M/IaHM BHIIOIHCHHS MM OKa3aHHS YCIYTH
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HECOOTBETCTBAE OKOHYATENBHOH CTOMMOCTH 3aKa3a 1o CpaBHCHHI) C HepBOHa‘-IaIIBHOﬁ

C.

d. OTCYTCTBUE MH(DOPMALIMH O HEM

9. Kakne nomemenns K ¢pponr-odcy cepBHCHOr0 npeanpuaThs?
a. pecemH

b. [EPErOBOPHAL

c. cepBepHas

d. 30Ha OT/BIXa A1 COTPYIHUKOR

10. Kaxue yc/yru 1eMOHCTPHPYIOT 60J/iee BHICOKHI YPOBE€HL HHHOBALINI?
a. HH(OpMallHOHHEIE

b. TPaHCICPTHEIC

o YCILYTH POSHUYHON TOProemu

d. ($HUHAHCOBEBIC

PeliTHHT - KOHTpOJb Ne3: 3ammuTa npezenTanHi
Temamuxa npesenmauusi
(modicem Bbimb pacuiupena ¢ y4emom uHmepecos cmyoenmos)
1. OcobeHHOCTH OpTaHH3alHH KOHTAKTHOM 30Hb NPEANPHATHY CepBHCA.
2. IlcHXO0IOTHYECKOE aCeKTH Ipolecca 06CTyKHBAHHS.
3. Coennduxa 00CTy)KUBAHUS PA3HBIX COLMATHHBIX MPYIII
4. IIpou3sBofCTBO yCIyr M CEPBHCHOTO MPOAYyKTA. [IpOM3BOACTBEHHEIE ACIEKTHI MPOIIEcca OOCTY-
XUBaHUA.
5. CepBUCHBIE YCIYTH ABTOCATIOHOB
6. BzaumozeifcTBre ¢ noTpebuTeNneM yenyr xak yipasieHIecKas 3a1a4a.
7. CenuansHple IPOTrpaMME IOSIBHOCTH KIMEHTOR Ganka
8. CrpaxoBele yCIyrH
9. CoBpeMeHHEI CEPBUC B FTOCTHHHIIAX, OTEIIIX
10. PemHOK yeayr
11. Yenyru mng 6usneca (b2b)
12. PBIHOK TPaHCIOPTHBIX YCIYT
13. Yenyru ans neveii: GusHec-uzen B cdepe paspiedennii 1 o6pasoBaHus
14. Hone3Hble CEpPBUCHI IS CTAPTAIIOB
15. Opranusamnis cepBHCa ¢ YIETOM HALMOHATIBHO-PETHOHAIBHBIX 0COBEHHOCTE 0bcTyKUBaHHS.
16. OpraHuzamys cepBHCa B FOCTHHHIAX BIaTUMMPCKOro peruoHa: npoOIeMbl H IepPCIeXTHBE
Pa3BHTHS.
17. Bausune IpoBeieH s MEXIYHAPOXHEIX MEPOLIPHATHH Ha pasBuTHe Bramumupckoro perHoOHa.
18. MlHTepakTHRHBIE CIIOCOOB! B3aUMOEHCTBHS C TOTPEBHTEIMH 9KCKYPCHOHHBIX YCIIYT.
19. busnec-uneu B cdepe yeayr.
20. 'MC XKX: ceperCH 114 moTpebuTeneii.

Tpebopanusn x oopmiaeHHI0 NpeseHTAHN

TexeT npezenrtanun (ofiee KONUYECTBO CIARTOB OT 8) NOJGKEH GBHITH HabpaH B TEKCTOBOM
penaxkrope MS POWER POINT.

IIpesenTanus momKHa HMETh TWTYJIbHBLA IHMCT ¢ HauMeHOBaHHeM BY3a, Kadenpel, TeMBbI
npeseHTanuu paborsl, ®HO crynenTa u mpenonaBaTens; MccTa HANKCAHUS M FOJIA.

Clralizer NOJGKHEL OBITH IIPOHYMEPOBAHEL, O6S3aTeNBHE] IPABHIEHO o OpMIECHHBIE I10CTpa-
HUYHBIE CHOCKH WIIH BHYTPH TEKCTA.

Ilpy HCIONB30BaHMK MCTOYHHKOB CHEAYET B CHOCKE HITH CCEUIKE YKA3hIBATH MCTOUHHK 3a-
HMCTBOBaHHA.
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5.2. Ilpome:xyTOMHAS ATTECTAINSA 110 HTOT'aM OCBOCHHS FHCIHINHHBI — IK3AMEH.

Bonpocsl K 3K3aMeHy:

1. CepBHcHas NeATEIFHOCTD H €€ LEHH.

2. CepBucHas eaTeIbHOCTE Kak GOpMa YIOBIETBOPEHHS HOTPeOHOCTEH

3. Ponb cdeps! cepBuca B YCIOBHIX COBPEMEHHON MHPOBOM SKOHOMHKH.

4. CepBucC U ero BUIBI

5. HcTopHdecKHe 3Tankbl pa3BUTHA CEPBUCHOM eITEILHOCTH

6. Cdepa ycnyr: TpH 3Tana pasBHTHS DUBHIH3ALMH - B JOHHIYCTPHAILHLIH, HHLYCT-
pPHATEHLIN H IIOCTHHIYCTPHANBHBIA.

7. CepBrcHas JEATEILHOCTE B PA3BHBAIOIIMXCS CTPAHAX MUPa

8. CepBHCHas IeATENPHOCTh B Pa3BHTHIX CTPAHAX MHDA

0. OcoBeHHOCTH CEPBUCHOIM AeATeNBHOCTH B Poccuu

10.  Vciyra xak cHeIMQUYIECKHi NPOAYKT CEPBHCHOM JCATENBHOCTH

11.  XapakTepHCTHKa MaTCpHANBHBIX YCIYT

12 Oprarmzaims o6cayxuBanus ToTpeCuTeIeH YeIyT

13. Hopble BUAEI yeIyr

14, IlporpeccuBHble GOpMEI OGCITYKUBAHASL
15, MudopmanuoHHbIi cepBHC

16. HHHOBaNMH B CEPBUCHOM AeITEIBHOCTH

17.  Knaccubuxauus THIOB M BUAOB YCIYT
18.  JKusHeHHBI MKJ YCIYTHM B CEPBHCHOTO NpoAaykTa. IloHsTHe, (asbl KU3HEHHOTO

IIMKIIA UX cnenuduxa.

19.  Tlonstue cepruduxanum ycmyr. Obs3aTelsHas U T0OPOBOMbHAA CepTHOHKANMI B
cepe yemyr

20.  «KoxrakTHas 30Ha 06CIyKHBAHUS», 6¢ HA3HAYCHUE K (YHKIIHOHAIBHBIE 0COBEHHO-
CTH

21.  Bujbl KOHTaKTHBIX 30H M HX XapaKTEPHCTHKA

22. IlpocTparncTBO KOHTAKTHOM 30HL [ToHATHA «69K-0hHCH U «DPOHT-0PHCH

23.  Kymerypa obenus ¢ xiuesTaMu

24, JKanoOwl ¥ KOHQIHKTH! IPH 0BCTYXMBAHHH KITHEHTOB

25. IIpoTHBOpEYNs cepBHCHOMN JEATCNEHOCTH

26. HprHimne: 3¢ GeKTHBHOrO peleHus KOHGIMKTHEIX CHTYALHH

27.  Ponb u MecTo Poccuu B chepe Mex1yHapOTHOHK TOProBIx yCIIyTaMH

28.  PeHOK ycnyr Bragumupcekoii o6nactn

29.  KaduecTBO H OLIEHKA KAYeCTBA YCIYT

30. Moaens kagecTBa yeayr

31.  DO¢deKTHBHOCTE CepBHCHOM NEATCIBHOCTH H €€ OLIEHKA.

32.  IIpodeccroHaNbHOE IOBEIERHE B ITHKET HA IPENNPHATHAX CEpBHCA

33.  Kozekc npodeccroHansHOM 3THKH

34, DTuxa H 3THKCT TeNe(OHHOTO pasroBopa.

35. OTHKET COCTARJIEHHS JEIOBBIX ITHCEM

36.  llomsthe cepruduxaunm yenyr. ObszatensHas u noOpoBoNbHas cepTHQUKAIHS B
chepe yeiryr

37.  Tune notpebureneil (KIMEHTOB) H B3aNMOACHCTBHE C HUMH

38.  HMudopManuoHHbI cepRHC

39.  IudpoBH3amKa YCIyr U PasBUTHE IEKTPOHHBIX CEPBHCOB.

40.  ABromaTH3aimsi GH3HEC-NPOLECCOB B Chepe YCIyT.

41.  IIpuHIMNLI OpraHA3anuy o6cIyKHBAHMIO TOTPeGHTENS.

42.  Knaccuduxamms u xapakTepucTeka Gopm obcTyKUBaHHA MOTpeCHTeNeH: Mo MECTY
OKa3aHHA yCIyr, cloco0y IpHeMa 3aKa3oB Ha YCIYI'H, CPOKAM HCIOMHEHHS 3aKa30B, IO METOHAM
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OpraH{3allkH B3aHMOJEHCTBHA ¢ IOTpebHTENEM, [0 criocobaM pacyeTa, KOMILIEKCHOe 00CTyKHBa-
HHE.

43. IousrtHa ¥ BUABI TYPHCTCKHX M 9KCKYPCHOHHBIX yeIyT. OLieHKa # KOHTPOJIb Ka4ecT-
B4 HCHOJHEHHA TYPHCTCKHX U DKCKYPCHOMHEBIX YCIIYT.

44.  OOcnyXHBaHHE TYPHCTOB ¥ HACETEHMS B CPEACTBAX Pa3MCINECHHS, HA NPEIIPHATHIX
0BIMIEeCTBEHHOrO MATAHNA, B KyJILTYPHO-PA3BICKATENHBIX YUPEKISHAIX

45.  CepeHCHOe 0OCITyKUBAHUE JSTOBLIX MEPOIPHATHI

46.  TpaHcHopTHEIE YCIYTH IO IEPEMEINECHHUI) [IACCAKUPOB, MATEPHATLHELIX LIEHHOCTEH.

47.  Dbe30omacHOCTb H Ka4eCTBO TPAaHCIIOPTHBIX YCIYT.

48.  Texuonorus oxazamus ycilIyr B chepe HeIBHKHMOCTH, B CHyX0Gax cepBHca, YIpas-
JHOMHX KoMIaHusx, obcmyxxuparomux MKJ[ u 00LeKTsl HEABHAKHNMOCTH.

49. Oco0eHHOCTH OKa3aHMA JKUIHIMHO-KOMMYHaJIBHBIX YCIYT. [IpefocTapieHHe KOM-
MYHQIBHBIX YCIYI COOCTBEHHHKAM H NONL30BATEIM NOMEINEHHUH B MHOTOKBAPTHPHBIX JOMAaX H

JKHUITBIX ZOMOB.
50. [loHsATHEC H OCHOBHBIC NPHHIMIBL OPCIOCTABIEHHS TOCYJAPCTBEHHEIX H MYHHIIM-

IATTBHEIX YCHYT.

5.3. CamocrosTensHas padoTa 00y4yarmerocs.

CaMoctosTensHas paboTa CTYASHTOB IO H3YYEHHIO JHCLMILTMHBI BKIIOYAET CIIEAYIOIIHE
BU/B! paboT: W3y4eHHE MaTepHala, H2IOXEHHOIO Ha JIEKUHH; H3YYEHHe MATepHana, BEHECEHHOTO
Ha NPaKTHIECKHE 3aHATHS; IOArOTOBKA K NPAKTHICCKHUM 3aHATHAM, BRIIOMHEHHE WHIMBHIYAIbLHO-
ro 3ajaend (HOArOTOBKa TE3WCOB II0 NpoblIeMaM M MepCleKTHBaM pa3sBHTHSA CEePBHCHOM IesTens-
HOCTH), IOATOTOBKA NPE3EHTAIHA 110 THIIOBIM ¥ HHIHBHAYATLHBIM 3a/aHHIM.

JTanbl BHIONHEHNS HHIMBAIYAILHOTO 331aHus (IOATOTOBKA)

Jtarbl Buner camocToaTenbHOH yaebHOM ®OpMBI TEKYIIETO KOHTPOJIA
pabOTHI CTYICHTOB

IosroToBuTenbHEl] 5Tan | POPMYIUPOBKA HHAMBHAYANBHBL | VIHIMBHAyAIEHAS paboTa co
3 cemecTp 33/IaHHHA, OnpedeNeHWe TEMEI HC- CTYIAEHTOM
ClefoBaHHUA 1o npobiaeMaM U nep-
CHCKTHBAM DA3BUTHI CEPBHCHOIA
JeATeIBEHOCTH, paskiACHeHue Tpebo-

BaHHUH 110 0(OPMIICHHIO TE3HCOB.

Conepxarenbusii aTanr | C6op uudopmanmu mo weAMBHAY- | Te3nCH O pPe3yJIbTATaM BBI-
4 cemecTp anbHOMY 3aJaHUIO. IIOJIHEHMSA HHAMBHIYANBHEIX

Paborta ¢ muTEpaTYpoill M MCTOUNM- 3a1aHuH

KaMd M0 TEME HCCIIE/I0BaHHS, MO~

I'0TOBKA M 0(OpMIICHHE TE3UCOB.

IloaroToBka Te3HCOB 10 NPo6.1eMaM U MEPCICKTHEAM PAIBHTHS CEPBHCHOM NEATEILHOCTH
(TeMaTHKa GopMEpYeTCa caMOCTOATEILHO, HCXOAS H3 HAYYHbIX HHTEPECOB CTYAEHTA)
Tpeboranus k 0hOPMISHHIO CTATHH
IIpaBuna odopmirerns marepuanos: TexeT crarbu NPEjICTABIETCA B BUIE OTIENLHOTO (aiina B
dopmare MS Word.
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O0beM mybmukanmy ot 3 a0 6 crp., wprdT Times New Roman, kerns (pasmep Oyks) — 14;
MEXIYCTPOUHBIA HHTEpBAN — 1.5; BRIpaBHHUBAHHE TECTA MO [IMPHHE; ION: BEPX. — 2 CM, HIKH. — 2
CM, JIEB. ~ 3 CM, IIpaB. — 2 CM.

Bes comepkamasicd B Marepuaie rpaguka — ¢xemsl, (GOPMYIEL, PUCYHKH JOJDKHBI OBITE
npencrasieHs! B popmare JPEG umu TIFF (paspemenne He Menee 300 dpi). Bee rpaduueckue Ma-
TEPHAEI JOJDKHEI OBITh 03arTaBNeHbL H MPOHyMepoBaHbl. CHOCKH O(OPMIIIIOTCS CILIOMIHOM HyMe-
patueii o TeKCTy B KBaapaTHEIX ckoOKax [1]. CHcok murepaTypbl B KOHIE CTATHH, 0GOPMIICHHAIH
B COOTBeTCTBUH ¢ TpeboBanmamu ['OCT P 7.0.5-2008.

CIpyKTypy MaTepHaIOB 3MIIMPHYCCKOTO HCCIES/0BAHMA Menecoo0pasHo BLLIEDKHBATH B
O0LIETIPHHSTOM JTOTHKE: BBEACHHE B IPOOTIEMY HCC/IENO0BAHHS, OPraHH3a0As H METOIbI HCCIIEAOBa-
HHUSL, pE3YNBTaTHl H UX 2HAJIN3, BEIBOIEL.

Martepuansr nomKHBL comepxaTh aHHOTAUHK (300—600 3HaKOBR ¢ mpofenaMn) U KIIOYEBHIE
cnosa (He donee 10 cI0B) HA PYCCKOM ¥ AHITTHMHCKOM S3BIKAX.

IIpamepHag TeMaTHKA TE3HCOB 0 IPOGIEMAM M NEPCHEKTHBAM PASBHTHSA CEPBHCHOM
OeATeIbHOCTH

1. CepeucHas nearensrocts B JJOV (Ha npuMepe Brnagumupckoit o6m1acTn)

2. Oprannzaiys MeARIIMECKOr0 00CIyKHBAHNS HA TPAMEPE. ..

3. CepercHas NeSTENBHOCTD MPEANPHATHH 00IECTBEHHOTO HTARAS Ha IPHMEDE. ..

4. OcoBeHHOCTH CepBHCHOTO 0OCITYKHBAHHS KYIUIH-NPOIAKH HEXBMKHMOCTH Ha IIpH-
Mepe...

5. Opranu3anus cepBUCHOH NEATENLHOCTH (HTHEC-UEHTPOB Ha MpHMepe ropoda Bia-
auMupa

6. BonoHnTepekas HeaTeNbHOCT KAK MHCTPYMEHT OpPraHM3aillH CEPBHCHOTO OGCTyKH-
BaHHS JCTIOBBIX MEPOIIPUATUH

7. AHaH3 TpeJOCTaBIeHHAs PHENTOPCKUX YCIIyT ropoia Bnanumupa

8. braroyctpolicteo TeppHTOpHH U 03€NCHEHNE KaK BaXKHBIH aCIIeKT MOBBIICHHS Kaye-
cTBa 00CTyKHBaHMs MHOTOKBAPTHPHELX JOMOB

9. IIpenocTanenue ycIyr HHIMBH/IYaTbHBIMHE Ope/IIPUHAMATEIAMH, KK OJUH H3 CIO-

CODOB yIOBIETBOPEHUA IOTPEGHOCTEH HaceeH s
10.  KadecTBo yeiyr cexTopa JHIAIHO-KOMMYHAIBHOTO X035HCTRa

1l.  Kagectpo obcmyxHBaHHs aBTOMOEK HA IPUMEPE TOPOIA Bnamumupa
12, CpaBHETeIbHAd XAPAKTEPHCTHKA KA4ECTBA OBCIYKHBAHHUA B pecTopaHax Tropoja
BrnagnMmupa

13. Ananus peHKa BeTepMHAPHBIX YCIYT roposa Brammvupa

14. TlepcrieKTHBEI pa3sBHTHS PHIHKa (HTHEC-YCIYT Ha IPHMEPE CIIOPTUBHEIX KOMILICK-
coB ropoja Bnagumumpa

15. Kommureke yciyr napkoB KaKk HHHOBAI[HOHHASA ILIOIIAAKA PasBHTH: POCCHHCKOH HH-
JYCIDHH pazBiedcHUH

16.  Creum¢uka okasaHHs yCIYT B AeTCKHX M ceMeHHEIX Kade ropoaa Brnamumupa

17.  lInarnple MEAMIMHCKHE YCIIYTH KAK TPEH PasBUTUS Blagumupckoit o6ractu

18.  Cospememrle 1poGlieMB! CepBHCa Ha IPUMEPE PECTOPAHOB ropoja Bnanumupa

19. KauecTso cepBHca B HHAYCTPHH KPacoTHI TOPOHA Bragumupa

20.  IloBemuexue KadecTBa KNHEHTOOPHCHTHPOBAHHOI'O CepBHCa Ha MPHMEDE NpeaIpH-
ATHH TYPHCTCKOH HHIYCTPHH

TemaTnKa KypcoBbIX padoT:

1. AHaIH3 CepBUCHOH [IEATeNIbHOCTH Ha IPEINPHSITHH COLHOKYILTYPHOTO CepBHCca (Ha
TPUMEPE KOHKPETHOIO NPEANPHATHA IO BEIOOPY CTY/IEHTA)
2. CoBepINCHCTBOBAHKE YNPABNEHNA KHIMIIHO-KOMMYHATBHBIM X035HCTBOM (HA TIpH-

Mepe KOHKPETHOTO UPEINpPHUSTHS IO BEIGOPY CTYACHTA)

20



3. [lepCreKTHBEL Pa3BHTHA OPraHM3allHH COLHOKYJIbTYPHOIO CepBica (Ha NpHMepe
KOHKPETHOTO MPEATIPUATHS 110 BHIOOPY CTYICHTA)

4. [IyTe nmoBBINIEHHES KadecTBa OOCIYXKHMBaHHA Ha NPENHIPHATHAX COMMOKYIbTYPHOTO
cepBHca

5. HudopMannoHHbIi cepBuC: IPOGIEME! 1 IIEPCIEKTUBE PA3BHTHS

6. BpeHaupoBanue Kak WHHOBALMOHHBIA HHCTPYMCHT NPOMBEKEHHS HPOAYKTA Cep-
BHCHOH 1eSTeTEHOCTH

7. Brnusinue HauMOHANBHBIX (PETHOHANBHBIX, IPUPOAHO-KIHMATHUECKHX) OCOOEHHO-
CTeH Ha OpraHM3alMIo cepBHuca

8. IleperiekTHBBl pasBHTHS CEPBHCHOM OpraHHM3alHH Ha npuMepe BraguMHupckoit o6-
TACTH

9. Opranusanus cepprca Bo BraguMHpCKOM perHoHe: poGiieMbl H MEePCIeKTHRE pas-
BUTHA

10.  KadecTro, 6€30MacHOCTE YCIYT H KY/JIBTYpPa CEPBHCHOMN JesTeILHOCTH

11. Paseutne chephl IpenoCcTaBICHHS rOCYIAPCTBEHHBIX H MYHHIHIIAIBHEX YCIYT

12. Tlosbunenne 3h(GeKTUBHOCTH YIpaBleHHS IPCANPHATHAME CHEPHI COMHOKYIBTYD-
HOrQ CepBHCA HA OCHOBE BHEJPEHHS HH(POPMAIHOHHEIX TEXHOIOTHI

13.  BszaumogeiicTBue ¢ moTpeGUTEIEM YCIYT KaK yIpaBlIcHIecKas 3a1aua.

14. Opranusanus ceperca B rOCTHHHLAX BilaJuMupCKOro permoHa: mpobueMs! H nep-
CIICKTHBBI PA3BHTH.

15. HMurepaxtusnrie cnocobel BauMonelcTeHs ¢ MOTpeGuTEIIME IKCKYPCHOHHBIX YC-
IyT.

16.  VHcTopuueckoe pasBHTHE CEDBUCHOM AESTENBHOCTH M OCOBGEHHOCTH €€ CTAHOBJICHHUS
B COBPEMEHHOM MHPC

17.  VInHOBanwu B COLHOKY.IbTYDHOM CEPBHCE

18.  CreuwaisHblc IPOTPaMMBI JTOATEHOCTH KIACHTOB HA NPEIIPHSTHAX COUHOKYNBTYP-
HOrO CepBHCA.

Qonn oueHOUHBIX MaTepuaioB (POM) 171 NPOBEACHHS aTTeCTaIHH YPOBHS COPMHPOBAHHOCTH
KOMIETeHIH#H 00y4aronuXcs M0 AUCLUILTEHEE 0hOPMIATCS OTACTbHBM JOKYMEHTOM.
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6. YAEBHO-METOJHYECKOE H HHOOPMALIMOHHOE OBECIIEYEHUE

JUCIHHAIITAHBI
6.1. Kuaroo6ecnedenHoCTH
HaumenoBanue naTepaTypHl: aBTOp, HA3BAHHE, lon KHUT'OOBECITIEYEHHOCTb
BUJ{ H3JaHHA, H3JATEIbCTBO U3NAHHA | Hajyaye B sNexTpoHEOH GubHO-
Ttexe Bal'Y

OcHOBHas IHTEpaTypa

1. Pynenxo JI.JI. CepBucHas AeATEIBHOCTE: ydeh-
Hoe mocobue / Pynenxo JLJI. — Mocksa : JJam-
xoB u K, Aii [Tu Dp Menua, 2019. — 207 c.

2019

http://www.iprbookshop.ru/99368.
html

2. Pesnux, I'. A. CepBHuCHas JeATEIBHOCTE: yaeh-
HuK / [ A. Pesnuk, A.HM. Mackaesa, 10.C. lloro-
Mmapenko. — Mocksa : UTHOPA-M, 2018. — 202
¢. — (Bricmiee obpa3zosanue: bakanaspuar).

2018

https://znanium.com/catalog/produ
ct/1087820

3. Ceupuaenko, 1O. [1. Ceprcras IeaTeNbHOCTD:
yuebnoe nocodue / 0. II. Csupuzmenxo, B. B.
XMeneB. — 2-e H3M., HCTp. U A0l — MoCKBa:
HMHOPA-M, 2018. — 174 c¢. — (Bricmee obpazo-
Banue: bakanappuar).

2018

https://znanium.com/catalog/produ
ct/1007976

JO0HUTENb A TATEpaTypa

1. CepBuc: opranu3anis, yIIpaBIeHHUe, MAPKETHHT
[DnexTponmslii pecypce]: yuebHuk a4 Gakanas-
pos/ E.H. Bonk [u mp.]— Onextpon. TekcToBse
nangeie.— M.: Jamkos 1 K, 2019.— 250 ¢.

2019

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

2. Mamsmuaa H.A. Cepsuconorus: notpebHocTd
4enoBeKa [JeKTpOHHBIH pecype]: yuebHOE Hoco-
Oue nns Oaxanaspos/ Mansimaa H.A., Epmakosa
HMH.— Onextpon. TekcToBble naHHBIC.— M.:
Hamxos u K, Aii [Tu Op Menua, 2019.— 144 c.

2019

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

3.Bunorpanora C.A. Oprauusauus u miaHHpOBa-
HHE MEATCIPHOCTH NpeINpHATHI cepBHca [Dnmek-
TPOHHBHA pecypc]: yueOHOe mocobue mis Gaxa-
naspos/ Buuorpamosa C.A., Copoxwra H.B.,
Knanora T.C.— DneKTpOH. TEKCTOBBIE NAHHEIE.
— M.: tamkos u K, A ITn Dp Meama, 2019.—
207 c.

2019

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

4. l'upanora JI.P. MirrOBaHONHAS H TATCHTHAS
REATCIBHOCT [DneKTpoHHEL pecype]: yuebHO-
MeToaMYecKkoe mocobme/ Impdanosa JLP.—
JNEKTPOH. TEKCTOBBIe NaHHEIe.— CaparoB: Aif

11u Op Menuna, 2019.— 96 c.

2019

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

6.2. Ilepuonuteckune H3JaHun

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

2. Cepsuc B Poccun H 3a pyBexoM: caliT ceTeBoro Hay49HOro JKypHaa,

3. Poccuiickuii xypHan MeHemxMenTa. HayuHo-uccenoBaTebeKuil Kyprnan. Mzpan
10 HHUNMATHBE Bricimeii mKkosl MeHemxMenTa CIIGTY

4. Hayunsit sxxypuan "CEPBUC PLUS"

5. KypHan 0 KTHeHTCKOM ONbITe « TepPATOPHS KIIHEHTa»




6.3. HaTepHeT-pecypent

1. AnmunucTparus Bnagumupexoit obnacty - hitps://avo.ri/main

2. Cnpaeouno-npasosas cucteMa «Koncymstant Ilmoc» - www.consultant.ru

3. ®enepanbHOe areHTCTBO Mo Typu3My PO https: //www.russiatourism.ru

4. ®enepans Pectopatopos u Orensepor (OPuO) - http://frio.ru/

3. OnexTpoHHas OuGMoTedHas cucTeMa BlIagMMHUDPCKOTO TOCYApCTBEHHOTO YHHBED-
cureTa - http:/library.visu.ro/

6. baza maHHBIX MeXyHapOIHBIX HHIEKCOB HAYYHOI'O IHTHpoBaHHS Web of Science -
webofscience.com

7. Bubmuorpaduueckas u peeparusHasn 6a3a JaHHBIX HayIHBIX MyGuKanuii Scopus -

http://www.scopus.com/
7. MATEPHAJIBHO-TEXHUYECKOE OGECHEYEHHUE JUCIHHUAILTUHBI

J1d peayszanuy NaHHOM TMCHMIUIAHE! HMEIOTCS CIELHATLHEIE TIOMEIIeH s JUIS IPOBE/e-
HHA 32HATHH JIEKUHOHHOIO THIA, 3aHSTHH MPaKTHYeCKOr0 THIA, KypCOBOTO POEKTHPOBAHHS (BbI-
TIOJHEHHUA KyPCOBBIX paboT), IPYNNOBEIX H MHAHBANYANIBHBIX KOHCYTbTALMH, TEKYIIETO KOHTPOIIS
¥ IPOMEXYTOUHOH aTTECTALHH, & TAKke NOMEINECHHS I CAMOCTOATENHON paGoThl: ayauTopuy,
OCHAUICHHbIE MYJIBTH-MCIHa 00OPYI0BAHHMEM, KOMIBIOTEPHDBIE KIACChl ¢ OCTYTIOM B HHTEPHET, ayIHTOPHH
6e3 creunansHOro 0o6opya0BaHHS.

Ilepedens HEMOME3YEMOro THIEH3MOHHOTO MPOTPAMMHOT0 OBECTIeEHH S AKET MS-Office,

Microsoft Windows, 7-Zip, AcrobatReader; CIIC «KoncynprarT [Lmocy (MHCTRIHPOBAHHBIA pe-
cype Bal'Vy).

[IpumMeyanue:

B cooTeercTBHE ¢ HOPMaTHBHO-TIPABOBEIME AKTAMH UL HHBRJIUJIOB M JIML C OTPaHH4YeHHBI-
MH BOSMOXHOCTAMH 310POBbsI IPH HEOOXOIMMMOCTH TECTHPOBAHHE MOXET OBITH HPOBEICHO TOILKO
B [IHCBMEHHOH WM yCTHOM (opMe, a Taxke MOIYT ObITh HCIIONBIOBAHBI APYTHE MaTepUalbl KOH-
TPOJIA Ka4ecTBa 3HAHUH, IPENyCMOTPEHHEIe paboueii IporpaMMOi JHUCIIHIUIHHEL
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