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L. HEJIM OCBOEHUS JUCHHITI/IMHBI

[leJib 0CBOCHHST AMCHHILIMHBI — (OPMUPOBAHKE Y CTYJICHTOB KOMIETeHIMH B odiactn Oyay-
el npodecCHOHANBHOM JeaTenbHoCTH B cepe d((eKxTHBHON opranu3anuu mpoiecca 00CiyKUBAHNA
KOHTAKTHOMH 30HBI Ha NPEITPHATHSIIX COLMOKY/IbTYPHOIO CEPBHUCA.

3ajaun: pa3zBUTHE CJICAYIOUNX 3HAHUH, yMCHHUH H HABBIKOB CTY/ICHTOB!

- U3YYEHHUEC TCOPCTHUCCKHX OCHOB W HPHHIMIIOB OpraHHu3aluu KOHTAKTHOM 30HBI. OCHOBHBIC T10-
HSITHA, BUJIOB KOHTAKTHBIX 30H H (l)OpM 06CJI}’)I{HBB.HHH, O630p 321]3}’66}KH01“O H pOCCHﬁCKOI‘O OIlbITA,

- nosbiienns dQQEKTHRBHOCTH OPraHH3aIMH KOHTAKTHOH 30HBI B c)epe COLMOKYILTYPHOTO cep-
BUCA;

- HI3YUCHHUC OCHOB HpO(pCCCHOHEU'IbI'IOFO [MOBEJICHUA U DTHKETA IEPCOHAJIA,

- U3YUECHHC [lCHXOJ’lOl‘H‘{eCKOﬁ, 3TUYECKOH M 3CTETHUYECKOI KYJIBTYPbI O6C.H}/')KHBE1HHH KJIMEHTORB B
KOHTAKTHOH 30HE;

- U3y4YCHHE OCHOB Oprannsallii KOHTAKTHOH 30HBI KaK o0npeKTa [paBOBLIX OTHOU_[CHPHLJI;

— OCBOEHHE TIPABKJI OpPraHu3alliK rporecca 00CIyKHBaHHs I0TpeOuTeell yCeiyr B cepe conuo-

KYJIBTYPHOTO CEPBHCA B COOTBETCTBHH € TPEOYEMbIM KA4ECTBOM MPOLECCOB OKA3aHUs YCIYT.

2. MECTO JUCHUIUJIMHBI B CTPYKTYPE OITOIT BO

Jucumiuiiaa «[ToBenenne noTpeduTeiel» OTHOCHTCS K JIMCHUMILIMHAM I10 BBIOODY.
[IpepexBH3NTBI AMCHHILIHILE «Jle10Bble KOMMYHHKAIMK H KyJIbTypa peuny», «MeHneukMeHT B

Typu3Me B cepBrce», «IIpaBoBbie 0CHOBbI TPO(ECCHOHATBHOMN ACATEILHOCTHY.



3. IJIAHUPYEMDBIE PE3YJIbTATBI OBYUYEHHS 11O THCHUIIIMHE

HJIHHHPYCM]:;IG pe3yiLTaThl 06y‘ICHHﬂ 10 JIMCIUIIJIMHE, COOTHECEHHEBIE C IUIAHHPYEMBIMH pe3yiibTaTaMH

ocsoenus OITOIT

Koa ¢popmupyembix
KOMMeTeHLHH

VpoBeHb 0CBOEHHS
KOMMETeHIIHH

[Tnanupyembie pe3ysibTaThl 00Y4EHHs N0 AWCLHIIHHE XapaK-
TepU3yIolMe Tarbl POPMHPOBAHHA KOMIETEHIHH (NoKasare-
JIM OCBOEHWS KOMTIETEHLIHH)

2

3

OIIK-3

Cnocoben obecrie-
4uBaTh TpeOyemoe
KauecTBO MPOLECCOB
OKa3zaHus ycyr B
w3bpanHoii chepe
MnpodreccHOHATLHOH
JIesITelIbHOCTH

YacTuuHoe ocBoe-
HHE KOMIICTCHILIUH

3HATD:

- coJieprKanne mpolecca cepBrca,

- OCHOBBI YIIpABJICHHA KOHTAKTHOH 30HOH mpel-
[PHSTHS COLMOKYJIBTYPHOIO CEPBHCA;

- OCHOBBI TCOPHH OpraHHu3aluy 00CIyKHBAHHUS,

- OHSTHE W CYUHOCTh KOHTAKTHOH 30HBbI:

- CYIIHOCTh M CTPYKTYPY Tpoliecca oKasanus yciy-
ry;

- cnocoObl opraHH3alHH fpouecca MpeaocTaB/JICHKUA
yeayr norpebuTesio B KOHTAKTHOH 30He;

- coBpeMeHHbIe (POPMBI B METOJIbI 0OCITYKHBAHHSL,
OCHOBHBIC T1OTpeOHOCTH 110TpeOuTENs, CTPYKTYpY 00-
CITy’KHBaHHs € YUCTOM COLMAIBHBIX H MHBIX (PAKTOPOB.
Ymerh:

- aHaIM3MPOBATH MPOLECC NPEJMOCTABICHUS YCIYT
noTpeduTeIo;

- OIIPE/ENIATh CTPATEruio pa3MelleHus, (PopMHpo-
BAHMS CTPYKTYPBI, 00CIY)KHBAHKS MTPEPUSITUS 110 OKa-
3aHUIO YCIIYT;

Buajgern:

- HABBIKAMH TIPHMEHCHHSI TEXHOJIOTHH OpraHH3a-
LMK CEPBUCHOM JESTEJIbHOCTH, MPHMEHSEeMBIX B Jes-
TEJIBHOCTH oOpraHusaiuii B cepe COUHOKYIbTYPHOTO
CepBHCa;

- METOJIaMH OpTraHU3alliH, KOOpJHHAIMK W Pery-
JIMpOBaHKs Tporiecca 00Cy)KHBAHHNS B KOHTAKTHOH 30HE
IPENPHITHH COIMOKYJIBTYPHOIO CepBHCa.

- HABBIKAMH YIIPABJICHHUS B KOHTAKTHOH 30HE;

- HaBbIKaMH paboThl ¢ NOTPEOUTENAMHU B KOHTAKT-
HOIi 3011€.

OIIK-6

CnocobeH npume-
HATHL B NPO(eccHo-
HaJIbHOW JeATe/IbHO-
CTH HOPMATHRHbIE
MPaBOBbIE AKTbI B
cpepe cepsuca

HacTuuHoe ocBoe-
HHUEC KOMIIETEHLIUH

3HATH:

- OCHOBHBIC HOpMaTI/IBHBIC H UpaBOBb]e JIOKyMeH"
ThI, PErYJIMPYIOLIHE CEPBUCHYIO IEATENILHOCTL B Poccuii-
ckoit deepanun;

- oO1IMe TOJIOYKEHUs [IPaBHII, PeryJiMpylomme oT-
HOLIICHHS MOTPeOUTENs U HCroIHUTENs B cepe obciy-
JKUBAHHSA,

Ymern:

- IPUMEHATE B MPO(eccHOHalbHOR JIesTe/IbHOCTH
HOpPMATHBHbIE NIPABOBBIE aKThl B c(epe OKasaHus yCIyT,
g uactHoctu: Caullull  2.2.4.3359-16, Caunllull
2.2.2/2.4.1340-03
Bianern:

- HaBBIKAMM pabOTHI ¢ HOPMATHBHBIMH W TPABOBBI-
MH aKTaMH, PeryJupyloNHMH OTHOLIEHHs 110TpeduTels




¥ HUCIONHMUTENS Ha TPEJIPUATHIX COLMOKYJIBTYPHOTO
cepBHca.

IMKO-1

CrnocobeH K paspa-

GoTKe M coBepllIeH-

CTBOBAHMH KJIMEHT-
CKHX OTHOLIEHHH ¢

y4eTom TpedosaHuit
norpeduTens

YacTtHuHoe ocBoe-
HHE KOMMNETEHUHH

3uaTh:

- ICUXOJIOTHYECKHE ACIIEKTEI
TAKTHOM 30HBI B CCPBHCC;

- OCHOBHBIE NPHHIMIEI I(P(YEKTHBHOH oOpranusa-
[[MM KOHTAKTHOH 30HBI M €€ COBEPIICHCTBOBAHHME Ha
MPEANPHIATUAX COLMOKYJILTYPHOIO CEpBHUCA;

- 0coOeHHOCTH (OPMUPOBAHUSA M Pa3BUTHA KJIH-
EHTCKHMX OTHOIICHHI ¢ ydeTom TpedoBanuil norpeduress
B KOHTAKTHOH 30HE CEPBUCHBIX OpraHu3aliui.

Vmers:

- UCTIOJIB30BATh pa3Hble [PUEMBI H3YUEHHs I10Tpe-
OMTEeJIbCKUX 3aIPOCOB, oOpallaTbCcs ¢ KIMCHTaMH B CITy-
Yae UX HEYJIOBOJIBLCTBUS U Kajo0d:

- [IPUMEIISITE METO/Ibl JIMArHOCTHKH NOTpeOHOCTEH
noTpeduTenei;

- BBLIEJIATH TJIABHBIC TICHXOJIOTHYECKHe 0COOEHHO-
CTH TOTPeOUTENS;

- [IPUMEHSITH HOBBIE TEXHOJIOTHH W (opmbl 00Ty~
JKUBAHHUs ¢ ydetom TpeboBaHHil noTpebuTens
Baangers:

- HaBblKaMK  O(PPEKTHBHOIO B3aUMOICHCTBUs ¢
KJIMEHTOM B YCJIOBHSX KOHTAKTHOH 30HBI, B TOM YHC]IE
KOHCYJILTHPOBAHHE C Y4eTOM TpeOOBaHMH OTPEOUTEIIS;

- HABBIKAMM TPOEKTHPOBAHHS Ipolecca OKazaHHsd
yCIIyI ¢ yuetom TpeboBaHuii notpeburelis.

opraHusaiu  KOH-

ITKP-16

CnocobeH K npeaoc-
TaBJIEHHIO YCIIYT B
YCJIOBHAX B3aHMO-
JIeHCTBH ¢ TIOTpE-
OuTENISIMH, OpraHu-
3almnsimMu B chepe
KOHI'PECCHO-
BLICTABOUYHBIX YCIIYT,
UX 00bEAMHEHUAMU
¥ OpraHaMiu BJIACTH.

YacTHUHOE OCBOE-
HHE KOMIETEHIHH

3uarh:

- 0a30BbIC MPUHIHKIBLI X MOJC/IH B3aUMOJICHCTBHUSA Cep-
BUCHLIX OpraHu3altMi, B TOM uHcie cdepbl KOHIPECCHO-
BBICTABOYHBIX YCJYI M OPraHOB rOCYJapCTBEHHOH BIACTH, ¢
norpeSUTeNnsIMu.

- OCHOBbI OpraHu3alMH pabdoThl B YCIIOBMAX B3aUMO-
NeiCTBUA ¢ NOTpeGUTENsIMH, opranu3alusMi B cepe KOH-
IPECCHO-BBICTABOUHbBIX YCJIYT, OpraHamMu roCy/apCTBEHHOH
BJTACTH;

- MOPSJIOK W MPaBH/IA OCYLLECTBIEHHS B3aMMOACHCTBHS
B 2JEKTPOHHOH (popme ¢ NoTpeOHTENAMH, OpraHu3aluiIMi B
cepe KOHIPECCHO-BBICTABOYHBIX YCJYT, C OpraHamu rocy-
JapCTBEHHOM BNIACTH M OpraHaMK MECTHOIO CaMOynpaBjieHHs.
YnMmern:

- aHanW3upoBaTh NpodjeMbl B3aUMOAEHCTBHA TMPO-
(pPMABHBIX YUPESKIAEHWH W OpraHu3aunit COLMOKYIBTYPHOIO
cepBuca C NOTPeCHTE/NSIMH, OpraHu3aluMsaMKu B chepe KOoH-
FPECCHO-BLICTABOYHBIX YC/IYr M OpraHamMu rocyaapCTBEHHOM
BJIACTH.

Buaaners:

- HABbIKAMM OCYLLUECTBJICHHMS B3aHMOJEHCTBHA C MO-
TpeOuTENsIMK,  OpraHu3alMsaMu B chepe  KOHIPeccHo-
BLICTABOUHBIX YCJIYT, OpraHaMu rocyJapcTBEHHOH BIAaCTH B
Y4aCTH OKa3aHHUs YCIyr.




4. OBBEM U CTPYKTYPA JJUCHUITJIMHBI

Tpy10eMKOCTE TUCHUILIHHBI COCTABIISIET 5 3aUeTHBIX eunHuLl, 180 yacoB

Buzbl yuebHoii paborsl,

BKJIKOUaA CaMOCTOATEb- CDOPMH
Obbem yuebd- TEKYLLETO
< HYIO paboTy CTYJIEHTOB o
o HOit paboThl, KOHTpPOJIS
5 U TPY/IOEMKOCTb (B Hacax)
& o C NpUMEHE- ycnepaemo-
No HanmeHoBanue TemM Wiy pasiesos/Tem 3 § & w HUEM HHTE- CTH,
n/n JAHCLNTTUHBI 5 w Z T pakTHBHLIX | popma mpo-
] = = o =| a3 .
= = L = o5l © METONO0B MEXYTOUHOH
£ £ |EZ| &% & | (Buacax /%) | arrectaumu
= é = \§ a. (no cemecm-
= = pam)
I. | Tema 1. Teoperuueckue acieKkThl pa- 4/50%
00Tbl ¢ 1MOTPEOUTENSIMH B KOHTAaKT- | 3 -2 4 4 8
HOW 30HE
2. | Tema 2. 3navyenue KyJIbTypsl B pado- | 3 3.4 4 A 2 4/50%
Te ¢ moTpeduTesIMH
3. | Tema 3. Ponb KOHTakTHOW 30HBI B | 3 5.6 4 4 g 4/50% Peiitunr-
cepBuce KOHTpOJIb |
4. | Tema 4. Jluzaiin W 30HMpOBaHHE | 3 2.8 i 4 g 4/50%
«KOHTAKTHOM! 30HBD)
5. | Tema 5. HopmaruBHO-1IpaBoBoe pe- | 3 4/50%
ryiapoBanue B cgepe COIMOKYIb- 9-10 4 4 8
TYPHOT'O CEpBHCa
6. | Tema 6. Ilcuxomorus mpouecca 00- | 3 12 | 4 4 g 4/50% PeiiTunr-
CITyKHUBAHHS KOHTPOJIb 2
7. | Tema 7. Mozenu npuHsTHs moTpedu- | 3 13.14 | 4 A g 4/50%
TeIbCKHUX PEIICHUM
8. | Tema 8. OcobeHnoct opraHuzamuu | 3 4/50%
1 00CIyKMBAHUSI KIMEHTOB B KOH- 15.16 | 4 4 g
TAKTHOH 30HE Ha INPEJIIPHITHIX CO-
[IUOKYJIBTYPHOI'O CEpBHCA
9. | Tema 9. Merojibl BO3JCHCTBUS Ha | 3 4/50% B
- WTHHI-
noKyrnareJied 1 X SMOIHMOHAJIBHBIC H 17-18 | 4 4 8 KO:T1 ollb 3
J
MOBEJIEHUECKHE PCaKLHH P
Bceero 3a 3 cemectp:
! cemectp 180 | 36 | 36 72 | Spisoug | SEAuen
(36)
Hannune B aucuninae KIVKP -
Hroro no incuunianne 180 36 | 306 72 36 (50%) 9“5;6“;%

MarepHaIbHble U JlyXOBHbIC HOTpeGHOCTH. VIHIMBH/yalbHbIC H O0LIECTBEHHBIC MOTpeOHOCTH.

Conepmaﬂnc JICKIIHOHHBIX 3AHSAATHH 110 AUCIHHIIJIHHE

Tema 1. Teopernueckue acnekThl PadoThl ¢ NOTPEOUTENIMH B KOHTAKTHOI 30He
CepBHCHas JICATEILHOCTL M YNPABICHHE KOHTAKTHO#H 30HOH. CTpyKTYpa CCpBUCHOH NEATENILHO-
CTH U yIoBIeTBOpenue norpebrocreil. Kiaccnpukauus suios cepsuca. MeTosibl yI0BICTBOPEHHS 110~
tpebrocTelt cepoit ceppuca.
Vesyra Kak 1oJie3noe jeiicTeie M €€ collmajibHag pojib. YClyra Kak KaTeropus ¢unocodekas u
skoHoMuuccKast. IIpuposa W Kateropus yciyr. YIpapieH#e KOHTAKTHOH 30HOH Kak CrelH(pHYecKui
HpOJYKT B ceprce. PaKkTopbl, BAKAIONNE Ha (OPMUPOBAHHE YIPABICHHS KOHTAKTHOH 30n0i. [loTped-
HOCTH ueioBeKa M MX Kiaccudukanus. [ToTpeOUTEILCKHE HEHHOCTH W TOTPEOUTENIBCKOE MOBECHHE.




Tema 2. 3nauenne KyJIbTYPBI B padoTe ¢ MOTpeOHTEISIMHU

BozneiicTeue KynbTyphl Ha moseaeHue norpedutens. Cucrema 1eHHOCTeH. BiInsHHE CeMbH, pe-
JIMTHA | 00pa3oBaHKs Ha IPHHSITHE pelenus noTpeduTened. BiusHue KyIbTyphl Ha OBEJICHHE MOTPE-
Gurenst. lomukynsTypuble obiectsa. KyabTypa KOpeHHOTO HaceleHHs. PelurdosHeiec W STHHYECKHE
TPYIIIBL.

Tema 3. PoJib KOHTAKTHOMH 30HBI B cepBHCE

Cepsuc u ero ocobennoct. KoHTaKkTHas 30Ha U €€ POJib NPEPUITUSIX COIMOKYILTYPHOTO Cep-
pica. OCHOBHBIC MOHSATHA OpraHM3allMM KOHTAKTHOH 30HBL Buibl KonTakTHOH 30mHbL [loHsTHS «TIpO-
CTPAHCTBO KOHTAKTHOM 30HBD), COJAEPKAHNC KOHTAKTa». MesIMUHOCTHBIC PaccTosHus B 00CTyKHBa-
HUM noTpeOUTEIeH.

Posik yrpaBienus KOHTAKTHOH 30HOM (MAHHIYIALMS YeTOBEKOM uepe3 NoTpeOHOCTH), 00IIeHNs B
cepBUCHOI jiesitenbiocTr. [lenxomnorus «pada i TOCTIOHHAY, «KIHEHTa U po/asiay. OxulaHHe NoTpe-
outens ot obeaykuBanus. KonTakTHas 30Ha U ypoBeHb CEPBHCA: CTHIIb, KAUECTBO, YPOBEHD YIOBJIETBO-
peHust noTpeOHOCTEH.

Tema 4. /luzaiin 1 30HHPOBAHHE KKOHTAKTHOH 30HBI»

OYHKIHOHATBHOE 30HHPOBAHKE «KOHTAKTHOI 30HBI»: 3a/a4l U MPUHIMILL PpoHT-0fpHCc 0 6IK-
oduc. [puHnuIb 30HHpOBAHHSL.

dynkin 1 npeanasnauenue Gppont-oduca. OcHoBHbIE 30Hb GponT-Oduca: X0, npuéMHast (pe-
CCIILIH / KOMHATA OKHaHMsl), IIcPeroBopHas, KabHHET PYKOBOIMTENS. 30HMPOBAHHME «KOHTAKTHOH 30-
HL». Bok-oduc 1 ocobenHocTr ero opranuzaniu. Kpurepun 30HbI 03KH/IAHHS KIIHEHTOB.

KoHuentyanbHble — pelieHus  JU3aiiH-PoeKTOB  MHTepbepoB.  OcobeHHOCTH  JIM3aliH-
[IPOEKTHPOBAHHSI TIPEATIPHATHI HHILYCTPHH TYpPU3Ma U cepbl yCIIyr.

WnTephep KOHTAKTHOH 30HbI, OCBElIEHHEe H CBETO/N3aiH KOHTAKTHOH 30HbL OQopMIcHHE BHT-
pHH.

CaHHTapHBle HOPMbI M [IPaBUJIa pasMelleHus, yeTpoiictBa u obopy/losaius. TpeGoaHus K co-
JIEPKAHMIO OMEIICHHEIT B OpPraHu3allii CaHUTapHO-THTHEHWYECKOr0 1 MPOTHBOSIHIEMHICCKOTO PEKH-
ma paboThbl.

Tema 5. HopMaTuBHO-1IPABOBOE PEry/JIHpoBanne B cepe COMOKYILTYPHOTI0 cepBHCa

OCHOBHBIE HOPMATHBHBIC U TIPABOBBIE JIOKYMEHTBI, PEIYJIMPYIOLUIHE CEPBUCHYIO JIEATC/IBHOCTD B
Pocenn. ®ejepanbhplii 3akon PO ot 07.02.1992 N 2300-1 (pex. or 18.04.2018) "O 3aumre npas morpe-
oureneit”, O3 «O6 ocHOBaX TYpHCTCKOH nestebHocTH B Poccniickoi ®ejepannn» (¢ H3MEHEHHSMH H
JIOTTOJTHEHUSIMH )

CanlTuH 2.2.4.3359-16 "CannrapHo-dMHaeMH0I0ruecKie TpeOoRaH!s K PU3HUCCKAM (paKkTopam
na pabounx mecrax', CaulluH 2.2.2/2.4.1340-03 "l'urnenuyeckne TpeOOBaHMS K NMEPCOHATBHBIM JJIEK-
TPOHHO-BBIUMCITUTEIBHBIM MAIIHIAM H Opranu3aiuy paborhl" (¢ M3MCHEHHAMH Ha 21 mions 2016 rona),
CanlluH 2.2.4.548-96 I'uruennueckie TpebOBaHUA K MUKPOKIIMMATY NPOH3BOACTBEHHBIX NOMCIICHHH.

Tema 6. Ilcuxosiorns npouecca 00¢/1yKHBAHUS

[lcuxonornueckas KYJIbTypa o0cnysKupanus padoTHHKa KOHTAKTHOH 30HbI. [Tcuxonorus obuie-
HMs [IEpCOHAa ¢ KIIMEHTaMH.

Tleuxosorus mporecca o6c Ty KUBAHHs. 3aKOHbI MEIIMUHOCTHBIX B3aMMOOTHOLICHH B JIEsTE b=
HOCTH pabOTHHKA KOHTAKTHOH 30HbL TpH 9Tarma coBepHICHNS 3aKa3a U [ICHXOJIOMHICeCKas TaKTHKa 00~
coykusanus. OcoOCHHOCTH CHXOJIIOTHH 00CTY/KHBAHHUS TIPH OKA3aHHH yCIIyT Ha IIPCANPHATHSAX COLHO-
KYJIbTYPHOI'O CEpBHCA.

[NpaktuKa Ae10B0ro obienns. DPOEKTHBHBIC TEXHHKH KOMMYHHKAIHH. DpPexTHBHOCTD obpart-
HOM CBSI3M B oOmenud. HaBbIKM KOHCTPYKTHBHOTO BO3JIEHCTBHS Ha KineHTa. MCKyccTBO yOex/IeHHUs.
D ektuBHOE chaymanie. MOTHBHpOBAHUE H Y/ICPIKaHUE KIIMEHTA.

[IpiYuHBl BO3HMKHOBEHHMS M MOJEIH pazpemenns KoH(IMKTOB. MeTo/bl pasperienus KoH-
GuinkTHBIX cuTyaluid. Pabora ¢ BO3paKCHHAMH.



Tema 7. Moeau npuHSITHSI TOTPEOHUTENLCKHX PelleHUi

OcCHOBHBIE TIOAXO/BI K HCCIIE/I0OBAHMIO Mojeii kak norpedureseil. [Tokynarenu u notpeduTey.
Tunel punocTy 1 noTpedaenuio. CamMoco3Hanue MOTpeduTeNsl. Y CTaHOBKH M MOBEICHUE 10TpeOHTENIS.
UnuBuyaibHble U COIHATbHBIE (PAKTOPBI IOTPEOUTENBCKOrO BhIOOPA.

KynbTypa 1 noTpeGuTENbCKOE TTOBEJICHHE: BIMSHUE KyJIbTYPhl H CYOKYJIBTYPBI Ha BOCIIPUSTHE,
AHTPOTIONIOTHS B MAPKETHHI'e CYOKYIBTYPBI M OTPEOUTEILCKHE TPEATTOYTECHHUSL.

Mojesin npunsitusi notpebuTenbekux penienit. [Iporece n copepuenus nokynku. Ocosnanue
pOGIEMBI, TOUCK HH(OPMAIIMH, OLICHKA aJbTEPHATHBBI, IPOLECCHI, CIIC/YIONIHE 3a ITOKYTKOH.

Tema 8. OcobeHHoCTH OPranu3alHH U 00CTYKHBAHNS KJIHEHTOB B KOHTAKTHOI 30He HA Mpe1NpH-
ATHSX COIMOKYJIBLTYPHOI'0 CepBHCA

OcobenHocTd (PyHKIMOHUPOBAHHS C(EpPhl YCIyr Ha MPEANPUATHIX COIMOKYJIBTYPHOTO CEPBHCA.
VHameiayaisnoe odcayxuBanne kak cdepa mpoeccHOHATBHOM JIeaTenbHOCTH. KauecTBo yeiyr, 0Ku-
nanus norpeburesieil n ux yjaopnersopenue. IloTpeburenbekue npeaAnoyTeHus 1 MPHUMHBL HX BO3HHK-
HOBEHMSI.

dusocodus obciyKMBaNUs KINCHTOB B KOHTaKTHOH 30ne. OcHoBHBIE (OpMbI 00CIIY/KMBAHUL.
Crangapthl o6cayskupanus. TeXHOTOrUs B3aMMOIEHCTBHS C KIIMEHTOM B KOHTAKTHOH 30HE. ‘

[IpiMeHEHHE OCHOBHBIX METO/I0B OPTaHM3alliH, KOOPAMHAIMK M PEryJMpoBaius mpouecca 00-
CJIYXKHBAHUSL B KOHTAKTHOM 30HC NPCANPHATHI COIMOKYJILTYPHOrO cepBuca. PeryinpoBanue nporecca
00CIy)KUBAHUS B KOHTAKTHOM 30HC HPSNpUsiTHs ceppuca. D PeKTHBHOE B3aUMO/ICHCTBHC C KITHEHTOM B
YCIIOBHSIX KOHTAKTHOMH 30HBI.

OcOBEHHOCTH OPraHU3allii KOHTAKTHOHW 30HBI COIMOKYIBTYpHOTO cepuca. Cnenuduka KoH-
TAKTHOH 30HBI COIMOKYILTYpHOTO cepBrca. OcoOeHHOCTH YTHKH 00LIeHHs ¢ KIHeHToM. HpaBeTBeHHBIE
KavecTsa pabOTHHKA KAK OJIMH M3 BCIYIIMX JIEMEHTOB ero npodeccuonaibnoil npuroanocty. ITpodec-
CHOHA/IbHAsS STHKA pabOTHUKOB KOHTAKTHOM 30HBI.

Tema 9. MeToabl BO3J€iiCTBHS HA MOKYHATe/ el H NX YMOUHOHA/IbHBIE 1 NOBEICHYECKHE pEaKIIHI

MeTo/ib! oBbIIeH s (P(PEKTHBHOCTH OPraHU3allui KOHTAKTHOH 30HbI HA MPEANPUATHAX COLHO-
KyJIBTYpHOro cepBrca. Meromsl Bosaeifctsus Ha norpedurens. OcHoBbl HefipomapkeTunra. Kamambl
HEeHPOMAPKETHHTOBBIX KOMMYHHKAIIHH.

[Tenxonorus apoMaToB. XapakTepUCTHKA BO3/ICHCTBHS apOMaToOB Ha 4YeJloBeKa. ApoMaMapKeTHHT
¥ MCITOJIb30BAHUE 3al1aX0B B KOHTAKTHOH 30He. CYIIHOCTD, 11€JIM H BH/IBI apPOMAMAPKETHHIA.

3BYKOBOE CONPOBOJKIICHUE B Ipoliecce 00cTyKupanms norpedbureneil. [Toustie u CymHocTs ay-
JoMapkeTHira, MysbikaiibHoe o(popMIIEHHE KOHTAKTHOH 30HBI IPEUIPUATHH COLMOKYIJILTYPHOTO Cep-
Buca. OcoOCHHOCTH MCIIOJIL30BAHHS aY/IMOMAPKETHHTA B COLIMOKY/ILTYPHOM CEPBHCE.

CyuHoeTh M TEHJIEHIIMH Pa3sBHTHS COBPEMEHHOro (PHTOAM3aiiHA. ApPaHKHPOBKA M JIEKOPATHB-
HOCTB. DCTETHKO-TICHX0JIOrHUecKoe Bo3ielicTBre pacteruii. DropucTHyeckoe o(hopMICHHE HHTEPHEPOB.

COJ]C[)?K‘RHHC NPAKTHYCCKHX 3AHATHH MO JIMCHHILIHHE

Tema 1. TeopeTnueckue acekTnl padoThl ¢ MOTPEOUTEIAMH B KOHTAKTHOI 30He

Cemunap. YnpasicHie KOHTAKTHOH 30H0H Kak crelpuIecKHii MpoIyKT B CepBHCE.
Tema 2. 3nauenue KyJbTypbl B padore ¢ noTpedHTEIIMH

Kpyrislit cTos1. AHaIu3 BAHSHMS KyJIBTYpPBL, CyOKY/IbTYPbI Ha OBEJICHHE MOTPEOUTE/ICH
Tema 3. Poiib KOHTAKTHOMH 30HbI B CePBHCE

[pakTiycckoe 3ansTHe. Ananus passuths cdepbl ycuyr Biraumupekoi obnacTu: cocTosAHUs U
[epCreKTHBBI PAa3BHTHS Ha PHIHKAX yCIIYT B COIMOKYJIBTYPHOM CEKTOPE.

Tema 4. Jlnzaiin 1 30HHPOBAHHE KKOHTAKTHOI 30HbI»

[Mpaktuucckoe zansrue. CocraBienue miaHa oQOpMIICHUsS KOHTAKTHOH 30HBI MPEPUATHSA CO-
LHOKYJIBTYPHOTO cepBHca (1o BhIGOPY cTyenTa) - noadop odopyaoBaHus, MeOCIi B OPITEXHUKH, CO-
CTaB/IeHHE TEXHHUCCKOrO 3a/JaHus K JIM3aiH-[IPOEKTY MHTEpPhepa KOHTAKTHOH 30HBI, ¢ y4eTOM TpeboBa-
HHH CAHUTAPHBIX HOPM M [PaBHII Pa3MEIICHHUS.



Tema 5. HopMaTuBHO-IIPAaBOBOE PeryJIHPOBaHUE B c(hepe COHOKYJIBLTYPHOI'0 CepBHCA
[TpakTnueckoe 3anaThe. O630p OCHOBHBIX HOPMATHBHBIX M IIPABOBBIX JIOKYMEHTOB, HEOOXOH-
MbIX JUIs opranusanuu KonraktHoi sonbl. CanlluH 2.2.4.3359-16 "CanurapHO-2IMHIEMHOJIOTHYCCKHE
tpeGoBanis K usudecknm (axropam Ha pabounx mecrax", CanllnH 2.2.2/2.4.1340-03 "I'uruennueckue
TpeGOBAHMSA K MEPCOHATBHBIM HJIEKTPOHHO-BLIUMCIHTEIILHEIM MalllHHaM ¥ opranusanuu padoter’, Can-
[TuH 2.2.4.548-96 ['uruennycckue TpeGoBaHMUs K MUKPOKITHMATY IIPOU3BOJICTBEHHBIX MOMEIICHHH,
Tema 6. [Teuxostorust mpouecca 06¢/1yKUBAHHA
Tpenunr. Pabota ¢ BO3paKeHHSIMH KJIMEHTOB B KOHTAKTHOH 30H¢. BHJIBI ¥ IPUUMHBI BO3HHKHO-
BeHUS BO3paxkeHuit. JlomosiHuTe bHas apryMEHTAIMs B [I0JIb3Y HOKYIKH. AJTOPHTM U METOJIbI IIPEOI0-
Jlenus Bo3pakeHui, Pabora ¢ THIIOBBIMH BO3PaKECHUAMH, CIIOCOOBI M IIPHEMBI HX MTPCOJI0JICHHS
Tema 7. Mojiejin npUHATHS TOTPEOUTETLCKUX PellleH il
Jlenogas urpa. [TpumMenenue MeTo/I0B HeeTeTOBAHUS NOTPEOUTENEN HA IIPAKTHKE.
Tema 8. OcofeHHOCTH OPraHU3AIMK H 00CTYKHBAHUS KJAHEHTOB B KOHTAKTHOH 30He HA MpPeInpH-
SITHSAX COIMOKYJIBTYPHOT0 cepBHca
[Tpaxtiueckoe 3aHsiTHe. AHaIH3 GopM 00Ny KMBaHUs NOTPEOUTENEH Ha NPEANPUATHAX COLMO-
KYJILTYPHOTO CepBHCa
Tema 9. Meto/pl Bo31eiicTBHSI HA NOKyNaTe/j el i HX Y)MOIHOHAIbHbIE H MOBeIeHYeCKHe peakIHN
[paktuueckoe 3amnatue. Kiiaccuukauus 1o KaTeropusm: BHUMaHUE SMOIMOHAJIbHAS aKTHBALMS
notpebuTeseil, oleHka 11poyKTa/6pen/ia, IpeilodTeHie npotykTa/Gpen/ia, noBeaeHne noTpeduTeleH,
aMsTh, paciiuperue OpeHa.

5. OBPA3OBATEJIBHbIE TEXHOJIOI'MU

B npenojiaganun jguciunnbl «lloejienne noTpeduTesiei» Henojib3yoTes pasHoodpasibie 00-
pazoBare/bHbIC TEXHOIOTMH KAK TPaJIMIHOHHBIC, TAK H ¢ IPUMCHCHHEM aKTUBHBIX W HHTCPAKTHBHBIX MC-
TOJIOB 00OYyYEHHH.

AKTHBHBIE ¥ HHTEPAKTHBHBIC METO/Ibl O0OYUCHHI:

— Humepaxmuenas nexyus (memot Ne [ -9),
Tpenune (mema 6);
Hpyeoe:
- Paboma ¢ manelx epynnax (mema 6),
—  Ilpoexmuuiir cemunap (memot Ne 3,4);
—  MHenosasi uepa (mema Ne7)
—  @opmambr: cemunap, kpyeaviii emon (memovr Ne 1,2,5,8,9).

6. OUEHOYHBIE CPEJICTBA JUUISI TEKYIIEI'O KOHTPOJIA Y CIIEBAEMOCTH,
IPOMEXKYTOUYHOM ATTECTALIMHA 110 UTOT'AM OCBOEHUMSI
JIMCHUIIMHBI 1 YYEBHO-METO/IJMYMECKOE OBECIIEYEHUE
CAMOCTOSITEJIbHOU PABOTBI CTYJIEHTOB

Texyumii KOHTPOJIb YCIeBAeMOCTH (PEHTHHI-KOHTPOJIL |, PEHTHHT-KOHTPOIIb 2, PCHTHHI-KOHTPOJIb

3). TunoBele TeCTOBBIC 3a/IaHUS JUTS ITPOBEJACHUS TEKYIIEr0 KOHTPOJIS TTPHBEIEHbBI HHIKE.

PelTHHT - KOHTpOJIBL 1@
Bounpocnn:
. YipapicHUe KOHTAKTHOR 30H0M.
Yenvra kak nojiesnoe Jeiicrsue 1 e Conraibias pojib.

3. llpuposia u kareropus yeuvr.

4. Vopasienue KOHTAKTHOH 30HOH Kak CHICHHpUUECKI TIPOJIYKT B CCpBHCC. MaKTOPLL. BIWIIONIME
Ha (QOPMHUPOBAHHE YIIPABICHHS KOUTAKTHOH 30HOH.

S. orpeGuocTy uenopeka 1 ux K1accHu(uKaiims.

6. HorpeOuTenbekue eHHOCTH U TOTPEOUTEILCKOE TTIOBEACHUE



BHC Ha

MarepraiibHBIC M IYXOBHBIC MOTPEOHOCTH
M msu/iyaisibie 1 00MECTBEHHbIC HOTPEOHOCTH.
BosAeHcTBIE KYJILTYPLL HA HOBEJICHUE HOTPeOUTEs.

-Cuerema HEHHOCTEH,

. Banstiue ceMbH. pesiurun 1 00pa30BaHUs Ha NPUHSTHE PEIICHUS NOTPEOHTENICM.

. Bamsinue KyJabTypbl Ha HOBEACHUE MTOTPEOUTENS.

AlosmkyiasTypiibie o0IecTBa.

. PRIMIHO3HBIC 1 ATHHYCCKHE IPYIITIBL,

lousitne «konTakrhas 30Ha».

-CoBpeMennbIe BUALI KOHTAKTHOWH 301D

Y eaoBust, PH KOTOPBIX TPOHCXOUT POLECC KOHTAKTA MCALY KIMEHTOM H HCIIOJIHHTEIIEM.

. Coaepxanust KOHTAKTA.

- OcHOBHBIC TPEOOBALMSL, TIPEIBIBISIEMbIC K [IPOCTPAHCTBY KOHTAKT.

. OcobennocTu oprann3aidi NPOCTPAHCTBA KOHTAKTA B PA3/IMUHBIN CCPBHCHBIX HTPC/UIPHATHAX.
- Hazosure cocTaBasionne KOHTAKTHOR 30HbI.

). Xapaxrepuctuka dpont-oguca. [Ipeacrasutensekas GyHKuus Gpponi-oduca.

. Xapaxrepuctika 0sK-oduca.

. KonTakTHas 30Ha 1 €€ poJIb NPEANPUATHAX COIIMOKYIBTYPHOIO C€pBHCA.

- Postb yripasiienus KOHTAKTHO 30HO# (MAHUITYIISIHs YeJIOBEKOM uepes 110TpedHoCTH), 00IIeHus B

CCPBUCHOI JeATEIBHOCTH.

Tlcuxonorus «pada v rocrojiMHa», «KJIMeHTa U IPoJiaBlan.
- Oxujranue nmotpeduTelis oT 00cay;KUBaHH.
. KonTakTHas 30Ha M ypOBEHb CEPBHCA: CTHJIb, KAUCCTBO, YPOBEHb Y/IOBJICTBOPEHHUS OTPEOHOCTEH.

PeliTuHr - KOHTPOJIL 2:
Tecrnl:

1. MecTo mpeaocTaBienus yeJyr, rjie pabOTHUK B3aMMO/ICHCTBYET ¢ KJIMCHTAMU!
a) IPOCTPAHCTBO KOHTAKTHOM 30HBI;
0) mpolecc KOHTAKTa;
B) coJIep KaHHe KOHTAKTa;
I') KOHTAKTHAsl 30Ha.
2. IMogejienne cOTpYIHUKA, BCTYTAKOIIETO B KOHTAKT € TTOCETUTEIICM
a) MPOCTPaHCTBO KOHTAKTHOH 30HbL;
0) 1polecc KOHTAKTa,
B) COJICpIKaHue KOHTaKTa;
I') KOHTAKTHAas 30Ha.
3. Ilpsmoe B3auMOJIeHCTBHE KIIMEHTA ¢ IPEJICTABUTENIEM CITY)KObI CepBHCa W HEIIPAMOE BO3JIEHCT-
KJIHEHTA Yepe3 CBEJICHUS O IPEJIOCTABIAEMBIX YCIyrax H (popmax 00CIyKHBAHHSI:
a) MPOCTPAHCTBO KOHTAKTHOMH 30HBI;
B) COJICpIKaHUE KOHTAKTa;
0) npolecc KOHTAKTa;
) KOHTaKTHas 30Ha.
4. YacTh poOCTpaHCTBa KOHTAKTHOH 301bl, 110 KOTOPOH KIMEHTBI CYISIT O HA/IEXKHOCTH, CONTMIHO-

CTH HPEANpUATHS CepBUCA K KOMIICTCHTHOCTH COTPYIHHKOB!

BaHHA!

a) nomericHue; 1) 6ax-oduc;

0) npuieralonast TEppUTOPUS;

B) NPUBJICKATEILHOE PEKJIAMHO- XYI03KECTBEHHOE O(hOpMIICHHE,

r) ¢pponTt-oduc.

5. MeTo/ibl, KOTOPBIE HCIIOJIB3YIOTCS JIUISL pa3padOTKK W aHajiu3a 1mporiecca CepBHCHOro 00CIyKH-

a) JMarpaMMHOE MPOCKTHPOBAHKE; 1) MOTPEOUTEILCKHI ClieHApHH;
) passeprhiBanne (yHKIIHH KauecTBa;
B) 3JIMMHHHPOBAHKE;



I') TOYKH COIPUKOCHOBEHHS.

6. Tlporecc BOCIIpUATHA APTHEPOR 110 OOIIEHHIO U yCTAHORBJIEHHS HA TOH OCHOBE B3aWMOIIOHH-
MaHHS:

a) KOMMYHHMKaLUs;

0) MepIenTHBHOCTL O0LIEHHUS;

B) HHTCPAKTHBHOCTEL OOIIEHUS;

) o0LIeHHe.

7. MaTepuaiibHble CpejIcTBa, M03BOJISIOLINE CO3/aTh B CO3HAHUU MOTPeOUTENst MMUJIK TPEACTOA-
mero 00y )KMBaHUS MJIM YCIIYTH:

a) MPOCTPAHCTBO KOHTAKTHOH 30HBI;

0) marepuanuzaius 001yKUBaHUA;

B) CEHCOpHBIE KaHAIIBI BOCIIPUSATHUS;

') KOHTAKTHAas 30Ha.

8. M3roToBUTEIH (MCIIONTHUTE b, TPOJIABEIT) 00S3aH I0BECTH JIO CBEJICHHS MOTpeduTe s (GrupMeH-
HOC HAaMMCHOBAHME CBOEH OpraHM3allMi, MECTO ¢¢ HAXOXKICHHs (FOPHIMYECKUH alpec), peskuM padboTsl, a
TakKe HOMEp JIMLEH3UH U JIPYroe B COOTBETCTBUH C ITPABOM IIOTPEOUTENS HAa:

a) Ka4ccTBO;

0) nudopmalmio;

B) BbIOOD:

r) 0€30M1aCHOCTb.

9. 3aumuTa rpas noTpeduTelIci 0CyIIECTBIISICTCS !

a) KOMMTETOM 10 3alllUTe 1IPAB NOTPeOUTENEI;

0) o011ecTBeHHBIMH O0BEIHHEHUSIMH,

B) OpraHamM# MECTHOI'O CaMOYIIPaBJIEHHSI;

I') CYJIOM.

10. KyibTypa 001iecTBa 0OKasbIBaeT BIHAHIC HA NOBEJIEHHE oTpeduTeeH

a) HEe OKa3bIBAeT HUKAKOTO BIHSHUS

0) uMeeT DOMBLINOE BIHAHHE

B) Kpaiite pe/iko BO3/IEHCTBYET Ha IIOBEACHHE

I') HET BEpHOro OTBETA

PeiiTiur - KOHTpOJIb 3:
[ToaroroBka joKNaxa
Tpunepras memamura 00KIA008
(ModiIcem BbIMb PACUUPEHd ¢ YHeMOM UHMEPECcos cmyoennos)
l. KourakToas 30Ha, €¢ BHJIbI ¥ COCTaBRISIIOLLIHC (H(l MpHuMepe KaKOTro-1n00 CCPBUCHOTO

IPCATPHATHA ).
)

T\‘lil‘!'\fpliilﬁfH'HHLHH lpotccca U()U;I.\’}l{l-llmllli}l i cC poilb B oOeCIeUCHHH ROHKYPEHTOCHO-

COOHOCTH CEPRUCHON Opraln3aLiiu,

3. HelfipoMapkeTvir u BIHAHHE €ro BHEJAPCHHU B OPraHu3aliiio KOHTAKTHOH 30HbI NPE/UTIPH-
SITHE COIMOKY/ILTYPHOTO CepBUCd.

4. [IpakTHyeckoe MCIOJABL30BAHIE METO/IOR IPOCKTHPOBALHS [1pollecca 00C/yKHBAHUS KN~
CHTOR B KOHTAKTHON 30HE.

3. dponTiaiin-nepconan CepBHCHOi KOMIMannH: KBUH(QUKAMOHHbIC TPeDOBaHHS W CONCp-
JKANHC VCIOBHE TPY /e

0. Koproparusible KIHEHTh

7. Crparervi 3aBocBanus MOTeHIHalIbHbIX KJIHCHTOB

8. [ [TaHHpORAHHE NEPCTOBOPOR

9. [lpeseHTaiius HOBOH YCIYIH

10). Kornurupiblii acnekT KOMMYHUKAIHOHHOTIO BO3JICHCTRHS.

L1 IMOIHOHATBLHBI ACHEKT KOMMYHHKAIHOHHOTO BO3ACHCTBHSI.

Bl

| I loBeeHUCCKHIT aCIERT KOMMYHHKAITHOHHOTO BO3JACHCTBHSL



13. CyrrecTUBHBIN acnekT KOMMYHUKALHOHHOTO BO3JICHCTBHS.
14 DPPer THRHOCTL OOPATHOH CRA3M B 0OIECHHH
15 MckveeTro voemieHuns

Tpebopanust k ohopmiIeHHIO JOKTIaIA

Teker mokntana nomkeH ObITh Habpan B TEKCTOBOM pefakrope MS WORD, obmee Konu4ecTso
CTpaHMIL IIeUaTHOro TeKeTa - He Meree 5, Times New Roman 14, untepsai, 1.5.

Jloknajl JIOJDKHA MMETh THTYJIBHBIA JIMCT ¢ HauMmeHoBaHHeM BVY3a, kadenprl, TeMbl J10KIaja,
@®UO cryneHTa W nipenojiaBaTels; MecTa HallMCaHUs H roia.

CTpaHHIbl J0JKHBI ObITh 1IPOHYMEPOBAHBL; 00s13aTeIbHbl NPABHILHO O(OPMIICHHBIE CCHUIKH
BHYTpH TekcTta. [Ipu MCrnonp30BaHMH HCTOUHHMKOB CJIEJIYET B CChUIKE YKA3bIBATHCS HCTOYHHK 3aHMCTBO-
Banus. CIIMCOK UCIOJIBL30BAHHON THTEPATYPHI 00s13aTeNIeH.

Bonpoces! k 9x3ameny:

1. CepBucHAs JIATEIIBHOCTD U YIIPABICHHE KOHTAKTHOM 30HOH.

2. MeTo/ibl yjI0BJIETBOPEHUS TOTpedHOCTEH chepoii cepBuca.

3. Venyra Kak noJjie3Hoe JIeHCTBHE U €€ COLMalIbHAast POJlb.

4. Yenyra Kak kateropus gpuiiocoekas ¥ OKOHOMHUECKas!,

5, YipasieHue KOHTAKTHOM 30HOM Kak crielu(puIecKnii IPOJyKT B CEPBUCE.

6. BoszeiicTBre KyJIBTYpBI Ha MOBejieHHe noTpeduTens. Biausauue KyJabTyphl Ha IMOBEACHUE
noTpedOUTES.

7. KonTakTHas 30Ha ¥ €€ poJib NPeIIPUATHAX COLHOKY/IbTYPHOIO- cepBUCa.

8. OcHOBHBIC TTIOHATHS OPraHM3allHH KOHTAKTHOH 30HBL.

5 Buibl KOHTAKTHOH 30HBL.

10. Posib ynipapiieHust KOHTaKTHOH 30HO#H

I1.  Oxumanue norpedurels o1 00CHy KHBAHUS,

12.  OVYHKIMOHAIBHOE 30HHPOBAHHE «KOHTAKTHOH 30HBD): 3814y W TIPHUHIIHITBL.

13. ®ponTt-oduc u 63K-opuc. [IpUHIMITL 30HHPOBAHHKS.

14. Bak-oduc 1 0cOOEHHOCTH €ro OpraHu3aluy.

13, OcoGeHHOCTH JIM3aiiH-TPOEKTHPOBAHKS MPENPHITHH HHIYCTPHH TypH3Ma H c(epbl yc-
JIyT.

16. CanuTapHble HOPMbI M [IpaBuja pa3MeLICHHUs, yCTpoiicTBa n obopynosanus. Tpedosanus

K COJCP/KAIMIO MOMEIIEHUI W OpraHu3alliil CaHUTAPHO-TMIMECHUYECKOTO M [IPOTHBODIHIEMHYECKOrO
peskuMa paboThl.

17. [Tcuxosiornyeckasi KyJIbTypa 00CIyKHBaHUs pabOTHHKA KOHTAKTHOH 30HBI.

18. [lcuxosorus nporecca o0Ciy)KUBaHNS Ha IPEJUIPHATHAX COIUOKYJIBTYPHOI'O CepBHCa..

19, OcoOeHHOCTH TICHXO0JIONHH 00CIY)KHBaHHS IIPU OKa3aHWK YCIIYT Ha MPEATPHATHAX COLUO-
KYJIbTYPHOTO CEpBHCA.

20.  Tlpuuuibl BOSHUKHOBEHHS M MOJICNIM pa3pelleHuss KOH(JIMKTOB Ha IPEAIPUATHSIX COLHO-
KYJILTYPHOI'O CEPBHCA.

21.  OcobennocTH (PyHKIUOHHPOBAHHS chepbl yCiayr Ha MPEAMPHATHSAX CONMOKYJIBTYPHOrO
cepBHca.

22. Uneu tyaibHoe oOcyKiHBaHne Kak cepa npopeccHoHalbHON JICATS/IbHOCTH.,

23.  KadecTBO yciyr, O3KHaHus IOTpedUTENeN U UX YIOBICTBOPEHHE.

24. [loTpeduTesbcKue NPeANOUTeHNs U IPHYMHBI KX BOZHUKHOBEHHS.

25.  dunocodus o0CiyKUBaHUS KJIMECHTOB B KOHTAKTHOH 30HC.

26. OcnoBHbIC (POPMBI 0OCITYHKUBAHHS.

27. TexHoJorus B3auMoJICHCTBHS ¢ KJIMEHTOM B KOHTaKTHOH 30HE.

28. [TpuMeHcHHEe OCHOBHBIX METO/I0B OpraHH3aliy, KOOPJIMHALMN W PEryJIMPOBAHMSA MTPOLICC-
ca obCayKUBAHHSI B KOHTAKTHOH 30HE NMPEANPUATHH COIHOKYIBTYPHOIO CepBHUCa.

29, PerynaupoBanue mpoiiecca 00CIyKMBaHHS B KOHTAKTHOH 30He NPEIIPHATHA CCPBHCA.

3L D PexTuBnoe B3auMOIEHCTBHE ¢ KIMCHTOM B YCIOBHAX KOHTAKTHOH 30HBL.

3 OcobeHHOCTH OpraHU3alii KOHTAKTHOR 30HELI COLHOKYJIBTYPHOIO CEpPBHCA.



32, Cnemuduka KOHTAKTHOW 30HBI COIIMOKYJIBTYPHOIO CEPBHCA.

33 OcobennocTH HTHKH ODIIIEHHS ¢ KIHEHTOM.

34, Hpascrennple KauecTBa pabOTHHKA Kak OJMH M3 BEJLYIIHMX JJIEMEHTOB €ro mnpodeccuo-
HAJILHOW IPUTO/IHOCTH.

35.  llpodeccuonansias THKA pabOTHUKOB KOHTAKTHOH 30HEL

36. MeTobl MOBBIICHUS HPPEKTHBHOCTH Opranu3aliid KOHTAKTHOH 30HbI Ha 1PEJITPUATHIX
COIMOKYJIBTYPHOTO CEpBHCA.

37. MeTo,1bl BO3/ICHCTBHSI Ha 11OTpeOUTENS.

38.  OcHOBBI HEHpPOMApPKETHHIA.

39, I lcuxomorust apomMaToB. XapakTepUCTHKA BO3ICHCTBIS apoMaToB Ha Ye/loBeKa.

40. ApoMamMapKeTHHT M HCI0JIb30BAHUE 3al1aXoB B KOHTAKTHOH 301e. CyHNIHOCTD, LEIH U BH-
JIbI apOMaMapKeTHHIa.

41.  3BYKOBOE COIpPOBOIK/ICHHE B Ipoliccce oOCIyKuBaHUA norpedutesci. llonatue u cyul-
HOCTb ayJIMOMapKETHHIA.

42. My3ssikanbHoe oopMIeHHEe KOHTAKTHOH 30HbI IPEATNPHATHI COIIMOKYJIBTYPHOTO CEpBHCA.

43, OcoOCHHOCTH HUCIIOJIB30BAHMS ay/IMOMAPKETHHTa B COLMOKYJIbTYPHOM CEPBHCE.

44.  CymHOCTb ¥ TCHJICHI[HH Pa3BHTHSI COBPEMEHHOTO (PUTOIH3aHHA.

45, DCTeTHKO-NCHX0JIOTHYecKoe BO3/IeicTBHE pacTeHHH.

46. CucTema rocy1apeTBeHIBIX 3aKynok B PO kak acneKkT B3aMMOJCHCTBHS OpraHu3alui co-
[IMOKYJILTYPHOTI'O CEPBHCA C OPraHaMM BJIaCTH

47.  llpaBuia OCyUIECTBJIEHHS B3aUMOJICHCTBUSI OpraHM3alMi ¢ OpraHaMH roCyIapCTBEHHOM
BJIACTH

CamocmoamenbHaa padoma npeonodeaen:
1) Usydenne ucrounnkos nidopmannu, 1o, 00p MaTepuaos, COCTaBJICHHE TIJIaHa U Pa3BEPHYTO-

ro IjlaHa OTBETA Ha BOINPOCHI, BBIHECCHHBIC HA CAMOCTOATELHOC H3YUCHHE, IMOJIFOTOBKA TE3HCOB 110
1poGJieMaM 1 IIepCIeKTHBAM PAa3BHUTHS KOHTAKTHOH 30HBI M PabOTh € IOTPEOUTENISIMH B HEH.

2) Jloruueckuii aHaaM3 TEKCTOB, COCTABICHHE CTPYKTYPHO-JIOTMYECKHX CXEM, TabJIHIL | JIp.

3) TloarotoBka K NpaKTHYECKHM 3aHATHAM, B TOM UMCJIE [OJIOTOBKA MPOOJEMHO-
KOHLENTYaJbHBIX JIOKJIA/IOB 110 3aJaHUI0 Iperno/jaBaTes, Hi(opMalHoOHHO-Pe3eH TallHOHHBIX MaTepHa-
JIOB, B TOM YKCJI€ BBICTYIUICHHE Ha KPYIJIBIX CTOJIAX U CEMUHAapax.

4) Ananus crated 1Mo 3aJaHuio npernojiaBarelis i OTBETHI Ha BOTIPOCHIL.

S) [NoaroToBKa K peHTHHT-KOHTPOIIIO, 3a4CTY, DK3aMECHY.

DOHJT OLCHOUHBIX CPEJICTB JUIA [IPOBEICHHS aTTeCTallMd YPOBHS C(OPMUPOBAHHOCTH KOMIECTCHIHH
00yJarOMUXCs 110 JTUCIUTUIHHE 0(opMIsgeTes OTACTBHBIM JIOKYMEHTOM.



7. YYEBHO-METO/IMMECKOE H TH®OPMAIIMOHHOE OBECIIEYEHHUE AUCIIII-

JIMHBbI
7.1. KuuroodecneueHHOCTD
HaumeHOBaHUe TUTepaTyphl: aBTOP, Ha3BaHHE, ['on KHUTOOBECIIEHEHHOCTD
EHILHBIRENA BaGTOILEIRg W3MAHAA T K onruecTro Hanuuue B 31eKTpOHHON
9K3EMIUTSIPOB Ooubnnorexe Bnl'yY
M3JaHHi B
Gubnuoreke
Bal'Y B co-
OTBETCTBHH €
7 B @dI'oC BO
| 2 3 4
OcHoBHas nuTepartypa
1. Pyaenko JIJI. CepBucHas nedaTenbHOCTh 2019 http://www.iprbookshop.ru/83
- yueGHoe nocobue/ Pyaenko JI.JI.— Dnektpon. 149.html.— SbC «IPRbooks»

TeKkcToBble JaHHble.— M.: Jlawkos 1 K, Aii TTu
Op Mejma, 2019.— 208 c.—

2. Pomanopuu A A. CepBrcHas 1eaTeNb- 2018 http://www.iprbookshop.ru/85
HOCTh: yueOHuK/ Pomanosnu ACA., Kanaues 647.html. - DbC «IPRbooks»
C.Jl.— DAeKTpOH. TeKCTORbIE AaHHble.— M.:

Hamkos w KK, 2018 — 284 c.—

JlononHuTenbHas auTeparypa

3. Bunorpamosa C. A. Opranusaums M 2019 http://www.iprbookshop.ru/83
NJAaHUPOBAHWE  JEATELHOCTH  MPEANpUATHH 130.html. - DBC «IPRbooks»
cepsuca: ydeOHoe mnocobue ans OakanaBpos/
Bunorpanosa C.A., Copokuna H.B., Knanosa
T.C.— DnekTpoH. TekcToBble JaHHble. - M.
Jlamkos u K, Ait [1u Op Meama, 2019.— 207 c.

4, CepBMC:  OpraHuzauMs,  ynpaslicHHE, 2019 http://www.iprbookshop.ru/85
MapkeTHHr: ydeOuuk s Oaxanaspos/ E.H. 432.html. - DBC «IPRbooks»
Bonk [u nap.]. - DJEKTPOH. TEKCTOBbIE JaH-

npie.— M.: awkos u K, 2019.— 250 c.

5. Manbiimua H.A. CepBuconorus: no- 2019 http://www.iprbookshop.ru/83
TpeGHoCTH 4esioBeka: yuebHoe nocobue Juis 145.html. - ObC «IPRbooks»
daxanagpos/ Manswmna H.A., Epwmakosa H.

M.— DiiekTpoH. TEKCTOBbIC AaHHble. - M.

Hawkos v K, Aii [Tu Dp Menna, 2019.— 144 ¢.

7. Kopotkuii C.B. MuHoBauuoHHbIH Me- 2018 http://www.iprbookshop.ru/72
HepkMeHT:  ydyeOHoe  nocobue/  Koporkui 356.html. - DBC «IPRbooks»

C.B.— DneKTpoH. TeKCTOBble naHHble. - Capa-
ToB: By3oeckoe obpazopanue, 2018.— 241 c.

8. ApHar ' Tpaitnan  HeipomapkeTunr 2017 http://www.iprbookshop.ru/585
[DnekTponnblil pecype]: BU3yanu3alius aMOLUN#/ 60.html. - ObC «IPRbooks»

Apuar Tpaiinur-— DAeKTpoH. TEKCTOBbIE JIaH-
Hble. - M.: Anbrvna [abanmep, 2017 — 114 c.
9. Yepkammn [LA. Crparerus ynpasje- 2016 http://www.iprbookshop.ru/52
HUS B3aUMOOTHOLIEHHAMM ¢ KineHTamn (CRM) 212.html. -3BC «IPRbooks»
Yeprkamun [T.A.— DnexTpoH. TEKCTOBbIC [laH-
Hele. - M.: Murepher-Yuusepcuter Mudopma-
unonnbix Texvonoruit (MHTYMT), 2016.

7.2. lepuoauueckue H3IaHHA

1. Cepeuc B Poccnu u 3a pyGexoMm: callT cereBOro HaydHoro ikypuaja: http:/service-
rusjournal.ru/
2, MenemkmMent B Poccuu M 3a pybexom: http:/www.mevriz.ru (jara oOpaiineHus:

08.06.2016). 3.



~

3 Poccnifckuii aypnai MenemkMenta. Hayuwno-uccnenosatenbekuil akypnan. Msgan 1o
uHunMatee Boiceii mxonnl MenemkMenta CTIGIY: https:/rjm.spbu.ru/

4. Hayunpiii scyprnan "CEPBUC PLUS": http://philosoph.ru/

5. Kypnan «Kymentunr H ylipaBJieHHe KJIMEHTCKHM nopthenem»:
https://www.grebennikoff.ru/product/10

7.3. UuTepHer-pecypenbl

L. Cucrema KoncynprantlLoc - http://www.consultant.ru.

2. DnekTponHas Oubimoreunas cuereMa BiaJlMMUPCKOro rocy1apcTBEHHOI0 YHUBEPCHTETA -
http:/library.vlsu.ru/

3. synexTponnas 6ubnnoreunas cucrema - IPRbooks http://www.iprbookshop.ru/

4. Hayungiit sxypnan «Cepsuc plusy - http://philosoph.ru/

3 Wnrepner scypuan « Tepputopust kianenTay - https:// http:/tkjournal.rw/

8. MATEPUAJILHO-TEXHUYECKOE OBECIIEYEHHE JUCHUILIMHbI

Jlna peanuszanuy JIAHHOW JTHCIMIUIMHBL HMEIOTCS CHCHHAIbHBIE TOMEIICHHs JUIS NPOBE/ICHHS
3aHITHH JNEeKYUOHHO2O  muhnd, 3ansmuul ]’JPCIKITTH‘1‘(3CJ‘\‘()E‘()/JICI(SO})CH’H()])I—IO?() miund, cpynnoeulx U
UHOUBUOYANLHBIX KOHCYAbMAYUL, MEKYIec0 KOHMPOIL U NPOMEICYMOUHOU ammecmayuu, a maxice
noMeujenus 1S CaMoCMosmenbHOU padomol.  ayMTOPHH, OCHALIEHHbIE MYJIbTHMEHa 000pyNOBaHHEM,
KOMITbKOTEPHbIC KJ1ACChl C JIOCTYIMOM B HHTEPHET, aAYJAUTOPHH oes cnell. O60py&OBaHHH.

[TepeteHb HCTIOB3YEMOTO JIMIEH3UOHHOTO porpaMMuoro obecredenus: naket Microsoft Office,
7-Zip, AcrobatReader.
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