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1. HEJHW OCBOEHUA AUCIHHUIIJIMHBI

Hesn ococHus qucumminnel - GOPMUPOBANEE Y CTYICHTOB KOMIlETeHIH B obnacTy Oymy-
el 1podeccHOHaNbHOH AeATENBHOCTH B cepe TyPHCTCKOR HHAYCTPUH, TT03BOMAIONIMX aHATH3HPOBATE
CCPBUCHYIO JIEATENBEHOCTE. OPI'AHM30BBIBATE 11IPOUECC NPEAOCTARNEHHS YCIYT, OBECNeYHBATL KAHECTBO OKAZa-
HUSL YCIYT" W IPUMEHATS KIIMCHTOOPUEHTHPOBAHHbIE TEXHOIOIMH 00cay:KuBanus norpeburencii.

Japaun:

- H3Y4CHHE TEOPETHYECKHUX OCHOB CCPBUCHOH AEATENLHOCTH: OCHOBHbBIE IIOHATHSA, UCTOPHA, POIlb
W HIPEJIIOCHLIIKY PA3BUTHs ceprl cepBrca, 0030p 3apyOciKHOrO M pOCCHHCKOIO OnbITa;

- H3Y4CHHMC TCOPETHYUCCKUX M NPAKTHYCCKUX OCHOB OpraHH3alWK CCPBUCHOH ACATENLHOCTH, CO-
BPCMCHIIBIX METOAOB M TEXHOIOIHH Pean3alii CCPBHCHON JCATEIIBHOCTH H OBBIEHMA €€ d(pdeKTHB-
ITOCTH;

- M3YUCHHE OCHOB MPO(ECCHOHANBLHOIO MOBEACHHS H YTUKETA B CEPBUCHOH AESTEIBHOCTH, [ICH-
XOJIOTHYCCKOU. HTHYCCKOM M ICTCTHYECKOH KYNbTYPBI CepBHCA,

- H3YUCIIHE OCHOR CEPBUCHON JICATENLHOCTH KaK 00BeKTa IPABOBBLIX OTHOHIEHHI;

- M3yucHHue (YHKUMH U 387124 CCPBUCHOIO NPEINPHATHS, IPOM3BOJICTBA U IIPEAOCTABICHHS YCIIYT
KAK OCIOBbI JCHATCILHOCTH CCPBHCHBIX OPralW3ailii, IIPOLECCOB YIPABIEHUS CEPBUCHBIM MPEAIIPUSITHEM
U UeSTeNLHOCTH Nepcotalia.

-~ OCBOCIKC NPaBMJI Opralu3aliuK HIpolecca 00CTyKHBaHs IoTpebuTenell YCAYT ¢ y4eToM HX 3a-
NIPOCOB. OCHOBAHHBIX Ha KIIHCHTOOPHCHTHPOBAHHBINX TCXHOIOIU X,

-~ OCBOEHHE HOBBIX BH/I0B VCIIYI' W 11IpOrPECCUBHBIX (POpM 0DCTYIHBAHUSA, B TOM YHC/IE CEPBHCHOI
JEATENBLIOCTH B cIepe TYPUCTCKOR HHAYCTPHH:

- IPOBC/ICHHA aHATH3d COBPCMCHHOTO COCTOSIHNS W BBISBJICHHUSA NEPCIIEeKTHRHBIX HANPABICHHH CO-

BCPILCHCTROBAHNS C(PePbl CCPBUCA.
2. MECTO JIMCIHMIVIMHBI B CTPYKTYPE OIIOI1 BO

JMucmuniuna «CepBHeHas AEATCALHOCTEY OTHOCHTCS K 4acTH, DopMUpYEMOR YYACTHHKAMH
obpazoBareibbIX OTIOLCHUI.

HpepekBUINTLI JINCUHIUIMALL: «/1CIOBbIE KOMMYHHKAIAH 1 KYNbLTYpa peun», «MeHCIDKMEHT B
TYPHIMC M CeDBHICC». «JKOHOMHKA Opranmzaiiiy. «[IpaBoBble OCHOBDI NIPOgECCHOHANBLHON AeATCAbHO-
CTU».

3. [VIAHUPYEMBIE PE3YJILTATH OBYUYEHMS NTO JAUCHUITINIUHE

[Lranupyemble pesyibTarbl OOYUCHUS [10 AMCUMILIMHE. COOTHECCHHBIE C IUTAHUPYEMBIME Pe3YIIbTaTaAMMK
ocsoenusg OHOI

Kon gopMupyemux komne- Vposetib oc- | ﬂﬂaanyeM;lc PE3YNLTATHI 0BYuEHHS N0 AUCUMILTMHE
TCHUMH BOCHNR KOM- | XapaKTePHU3YIOUIHME dTarnbl POPMUPOBAHHS KOMITCTEHLMIM
I METEHUWH (nokazarenn 0CBOEHUN KOMMETEHLIMK)
IKO-4 YacTHuHoe 3narTh: |
CnocoGen opranmn3orbIBaTh OCBOCHME . NOHSTHE ¥ CYIHOCTD CEPBUCHOMN JeSTeNbHO-
MPOUECe ODCNYIKUBAHMA [10- | KOMIETEHLIHH oty
TpebuTtenc Ha OCHOBE HOp- '
. Gopmbi v MeToAB! 0BCy)KMBaHMS, ¢ yueTom

MATHBHO-1PaBOBRLIX AKTOR, C
YHCTOM 3anpocos IIOTPCGH'I‘C-
el n HPUMCHCHHUCM KiWeH-
TOOPHCHTHUPOBAHHBIN TCXNO-

3ANPOCOB NOTPEDUTENIEH U MPHUMEHEIHEM KIHCHTOOPH-
CHTHPOBAIHBIN TEXHOJOTHH. XapaKTePUCTHKU KadecT-
RA OOCIYKUBAHUS. OCHOBHBIC MOTPEBGHOCTH MOTpE-
OMTEIs, CTPYKTYPY 00CIYHKHBAHUS;

NOMMA
. PKU3HSHHBIH IIHKJI YCIHYTM W CEPBUCHOrO
LIPOAYKTE;
. [IOHATUE Ka4yecTBa YCiyr, OCHOBHEIC (PAKTO-

bl Chephbl yCnyr, ONpeAeIIstOUIE KAaYecTRO 06Ty~




JKHUBaAHHUA,

* MCTOJIBI H KH&CCH(bHKaHI’lIO METOI0B KOH-
TpOHﬂ H OlICIIKH loKazaresici Kauecrsa ycuyr

. (YHUKUHM W 33/1auM CEepPBHCHOIO MpPCHIpH-
ATUA;

. CYUIHOCTh ¥ CTPYKTYPY Ipollecca OKa3zaHus
VCIYTH;

. HOBBIE BHABI YCIYT M {IpOrpeccuBHble (hop-
Mbl 0DCITY KUBAHHNSA;

. [IOHATHE WHHOBAIMOHHBIX [IPOIIECCOB  Kak
(haxTOpa U3MCHEHHS CCPBUCHOM ACATENLHOCTH,

. IIOHATHE KOHIEIIINY YCIIVIH,

) 0CODCHHOCTH BHCIPCHHMA HOBBIX TEXHONOIHH

MPpCAOCTABNCHNS YCIyr,

YMeTh:

. XapaxkTepu3oBaTk NOTPEOHOCTH B YyCIyrax W
B odciykuBanua notpeburenei ¢ y4eTom ux 3anpocos:

L4 NPUMEHATE KJIHCHTOOPHBHTHPOBBHHBIE TEXHOJ0-
FHH B 1ipoLecce 00CyKUBaHKS noTpeduTene;

. IPUMEHATL METO/ bl OUEHKHU KadecTBa YCIyI:

. KOHTPONUPOBATEL CTAHLAPTH M OE30NACHOCTH
00CTyKUBaAHUA

. IVIAHUPOBATh H OCYHIECTBIIATE IIPOLIECC OKa-
3aHHA YCIYT B Opranu3anusx ceprsl TypusMa;

. MCIIOJIB30BATh  PA3ZHbLIE MPHEMBI H3YYeHHSs
HOTPCOHUTENBCKHX 3aNPOCOB. OGPAIaTLCA ¢ KIIHEH-
TaMHU B CJIYYae MX HEeyI0BOJILCTBHA M aslod;

. HPUMEHATH METOIbI IHATHOCTHKW NOTPedHO-
crell moTpeduTeiel, MOTHBOB ITOTpebuteneit yeiyr,
BBIAC/ATE TTIABHBIC {(ICHXOJOTHYECKHE OCOOEHHOCTH
notpeduTe;

. IIPHMEHSTh HOBBIC TEXHONOTHH B cdepe ye-
JYT, HOBbic (GOPMEI OOCHYKHBAHMSA, B TOM YHCIE
BHEAPEHHE TEXHONOTHH HH(MOPMALIMOHHOTO CEPBUCA
Ha IIPEANPUSTHAX ¥ Opranu3almsx cdepebl TYpusMa.

Biiagers:

. HaBbIKaMH OCYLIECTRICHUS OIIEHKH KauecTra
YCJIYT, KOHTPOJIS W OIeHKH IoKasaTesiell KauecTna
YCIIYT B LIPOTICCCE OKA3aHUS YCIYT;

. HaBbIKAMY OLCHKH HPPEKTHBHOCTH CEPBHC-
HHOH JIeATCIEHOCTH;
. KOHUENTYAIBHBIMH OCHOBAMH H crocobaMu

OPraHH3alMK [IpoNecca NpeNoCcTaBleH|s yeayr 110-
TPEOUTENO HA OCHOBE HOPMATUBHO-TIPABOBBIX aK-
TOB:

. HABBIKAMH OPIraHH3allMH KaueCTBECHHOIO 00-
CJIY)KMBaHKS HOTPEOUTENRH € yueToM MX 3arnpocor u
MPUMEHEHHCM  KAHCHTOOPUCHTUPOBAHHBIX TEXHOMOTHI,
a TaKKEe COBPCMCHIIBIX MH(OPMAIIMOHHBIX H KOMMY-
HHKAIMOHHLIX B chepe TYPHIMA.




4. ObBbEM ¥ CTPYKTYPA JMCUHUILJINHDI

Tpyj10eMKOCTS IUCUMITIMHEI COCTABIAET 7 3aUeTHRIX e/MHuUIL, 252 vaca

Buaw yuebuoit paboTsl, Dopubl
BKJHOHAT CAMOCTORTEMb- | (e o e TeKyn.J.ero
3 HYIO PAboTy CTYACHTOR | ot baboTst, |  koiTpons
- 2 H TPYAOEMKOCTE (B yacax) ¢ pHMeHe- yenesaemo-
No | HaumeHoBaHHE TEM W/ 1K paziesios/TeM auc- g § @ ) HUEM MHTE- CTH,
n/u UMK HBI z = _ S - i _ PAKTHBHbIX thopma npo-
© g = 2= 3 IS METOIOB MEIKY TOUHOI
o e E = 28 = B yacax / %) | arrecraumm
T o : = = W
Bl 8 & (1o cemecin-
= = pa)
! lema. 1. Cepeic kak cneuvdudeckuid 3 | 2 ’ 4 2/50%
| BMA meATeNbHOCTH B
2 ’ . b KW pazBdtvg | 3 -
Fema 2 Puon H TIPEINoCh pa 2.3 2 4 4 4/67%
B CEPBHCHOM NeATeNbHOCTH .
3 Tema 3. HMcTtopua paseurma cepsuca B | 3 4 5 4 4 4/67%
__. | Poceun S
4 Tema 4. CepBucHas 1eaTenbHOCTb B pas- | 3 5 ) 6 2/100% PeiiTuHr-
BUTBIX CTPAHAX - ’ KOHTpOb |
E Tema 5. CepBucHan AeSTEALHOCTE B pa- | 3
a . Lep A P 6 2 4 | 2100%
_ .| BMBAKOLIKXCS CTpaHaX o
6 Tema 6. Crpvirypa cdepbl yenyr u | 3
6. Crpyiypa chepsi yaury 78 | 2 | 4 4 4/67%
| xknaccHduKaLMS THITOB M BUIOB YCIyT o
71 Tema 7. Poinok yenyr 20910 | 2 4 4 4/67%
8 Tema 8. Kauccrso M oleHKa kavecTra | 3 o PedTunr-
=121 2 4 6 467%
_ | yenyr . . KOHTPONL 2
9 Tema 9. Ceppucias AeaTEIbHOCTL Kak | 3 -
h ppren: . 13-14 | 2 | 4 4 4/67%
_ OOLQ_IST ﬂpaBOBle OTHOLUCHHH
10 | Tema 10. DdexrusnocTn cepBucHOH | 3
e P 15 | 2| 2 41 250%
| AeaTtensHoCTH N
11 | Tema [1. CepeucHas opraunzauus 3 16 2 4 2/100%
12 | Tema 12, MugopMaunoniinii cepemc . ) B Pedmuri-
' bop P 3017-18 | 2 | 4 6 2/33% ,
S - KOHTpOITE »
Beero 3a 3 cemeerp 108 | 18 | 36 54 | 36 (67%) 3auer
13 | Tema 13. Opranwzaums obcnyxRHBaHUS 4 1 5 4 4 4/67%
notpebuteneit yenyr "
14 | Tema 14. HoBele BHAbL yenyr v nporpec- | 4 34 - 4 4 4/67%
a- L
| CuBribIe Gopmit 00CTyRHBAIMA : -
15 | Tema 15. Oprauuszauus pabodero mecta | 4 5.6 ) 4 8 4/67% Peitrunr-
| HafpeIIpUATHAX CepBHca KOHTPO.b |
16 | Tema [6. Hpodeccnonanstoe noeene- | 4 2/50%
HHC W DTHKET B CEPBUCHOH ARATCIIBLHO- 7-8 2 2 2
il . —_
17 1 Tema 17. Kynetypa obmenms ¢ kaumed- | 4 g 5 ) 2/100%
L vamu — _ I
18 | Tewa 18. KowrrakTnas 3014 4 1 9.10 2 4 3 4/67%
19 ¢ Tema 19. Kondmkri B ceppucHoii nes- | 4 (] 5 5 2/100%
_ TSALHOCTH e
20 | Tema 20. Xanodwl npn obcnykusanum | 4 . 5 5 2/100%
| wamewros - _




21 '[‘C-Mam.j“l-:_-C_(fj})BHCIIaH ACATENbHOCTL B | 4 3| 2 4 6 4/67% PeiiTunr-

12-13 7
| AAYCTpHH TypH3Ma KOHTPO/b
22 | Tema 22. CepBHc Ha TpaHciopTe 411415 | 2 2 2 2/50%
23 | Tema 23. Cepruc neaswkumoctn W | 4 15-16 | 2 5 5 4/100%
L KKX
24 ! Tema 24. OcoBennocTtH opraHmalunu 4 ; ) . 2/33% P el
NPEIOCTABNEHHA TOCYVIAPCTBCHHMBIX U -18 1 2 KOHTPOJIb 3
MYHHLMMANblibIX YCIYT )
Beero 3a 4 cemecrp: 144 18 | 36 45 36 (67%) BR(CS:SN;BH
“Hannane & qucunnanne KIVKP |
o 3ayver, Jxk-
Hroro no nucuunanme 252 36 | 72 99 72 (67%) samen (43)

Coaeparanue JICKIMOHHLIX 3aHATHI N0 JHCIUNJINHE
Tema.l. CepBuc kak cieundpuIecKU il BUA AeATEILHOCTH

[lens cepsucroit acatenpHocTH. Mcecnenopanus cdepsl cepeuca.  VI3MeHEHHs pOnH cepBHca.
Ipobrenmpl OprannsallMoHHOM JICATCIPHOCTH IIPE/UIPUSTHI CePBUCA B YCIOBUIX PLIHOYROH 3KOHOMHUKH H
KOHKYPCHIIMH.

Cepbuc Kak JesTeNIbHOCTD. JleSTensHOCTh velioBeka. CTPYKTYpa NeSTelNbHOCTH UeIOBEKa: TICH-
Xousuonornycckue QYHKIUH. ouepatnu. Jeiicrsus. CTPYKTYPHBIC BIEMEHTh] ICATCILHOCTH: HABbI-
KH. YMCHUA, NPUBBIYKY. OCHOBHEIE BH/Ibl ICATENBHOCTH: HIPA. YUYCHHUE, TPy

Peabnsmraimonneii xapakrep cepauca. 3aKoHbl, 00CCICHHBAIONIME PeaOHTHTAIMOHREIE [IPOLICC-
Chl B 3KM3HHW MHIHMBHAA.

HoTpedHOCTh 1 CC 3HAYEHUC B Pa3BUTHH cepiuca. [TOHATHC A CYLIHOCTD CEPBHCHOH IEATENLHO-
cti. [TpoTHROpCUHS CePBUCTION AEATCIBHOCTH.

CeppucHas ICATEHBHOCTE KaK (pOpMa YA0BNETROPEHHS HOTPCOHOCTEH. Knaccnpuxanus u xapax-
TCPHCTHUKA NMOTPeOIOCTEH B yenyrax H B CepBHCHOM ODCIYKUBAHHH.

Tema 2. Po.th ¥ npeanocbUIKK PA3RHUTHA CCPBHCHON JCHTEILHOCTH

Hcropus pasuTusl CepBUCHOMN NCATENBHOCTH U €¢ 0COBEHHOCTH Ha ITanax Pa3BuTHs UMBHIM3A-
UK OOIMECTBA. DTANb! Pa3BUTHS IMBHIIH3AINA: ZOMHLYCTPUAJILHEBIH, HHILYCTPHATBRBI. MOCTUHAYCTPH-
AJIBHEIN.

Anddepennmais 3aHaTHL U COUMANBHBIX poel NepBOGBITHOMN KyIbTYPE H apXauveckux cood-
IecTBaN. XapakTepueTHKa COOOLLCCTB J0MCTOPHUECKOTO BPEMEHH.

3apoxaenne npocremx GopM X03SHCTBEHHON TPAKTHKH, 3a9aTKOR pasaenenus tpyna, audde-
PCHIMALMHA PA3HBIX 3aHSATHHA, CTATYCHBIX [IOJIOKEHHI U CONMANILHEIX POJICH.

3apOXK/ICHHE M PA3BHTHE YCIYT B ODLIECTRAX APCBHEIO MHPA.

OcaunBailie UPUITUIMATEHO HOBBIX BH/IOB JICATEIBLHOCTH: MEPEXOA OT KOUEBOIO K 0CC;UIOMY
00pa3sy XKHU3HU. CO3/RIIHE NONYAPIIOro KPYTd, OCBOCHHE BHILIABKH METAILIOB, Pa3paboTKa MHCHMEHHOCTH,

OcobeHHOCTH ApesHuX COODNIECTB: (POPMUPOBAHHC FOCYHAPCTBEHHO-IPABORBIX ¢opm oprauwusa-
1IM# peryiitpoBanus odIecTBeHHON NMPaKTHKH. Pa3BUTHE yacTHOH COBCTBEHNOCTH,

3apoiuICHHE IPOCTEHIIMX 3IEMEHTOB TOBAPHO-PBIHOYHBIX OTHOMEHHH. DOPMUpPOBAHLE KPYITHbIX
cpep XO3AHCTBA: CENBCKOTO XO3ARCTBA, TOPrOBIIM, PEMECICHHOTO [[POH3BOJICTEA.

TosiBNIeHNC HOBBIX 3aHATHH M HPOPECCHI, CBA3AHHLIX C NMHCHMEHHOCTBIO, roCyJIapCTREHHEBIM
YHPABICHUCM 11PABOBOM JICATCABHOCTBIO. PA3BUTHE YCTOHYHBBIX (HOPM TYXOBHOH AKTHBHOCTH: CIIYXKUTC-
JIA PCIIMIHO3HOIO KYNLTa (3KPElibl. XPAMOBBIC CIYXUTECNN), JCATE N XYN0KECTBEHHOICTCTUUECKHX LICH-
HOCTCH (CKa3HTC/IM, XYI0IKHHKH, APTHCTBL, MY3bIKAHTHI).

losiBjieHue BaMHCHIINX THIIOB YOIy B PasiMULLIX chepax KWIHELCATCILHOCTH, B ObiTY M B
YJAOBINETBOPCHUY JMUHBIX 1O0TpeSHOCTEI.

llepnost 9BOIOUMOHHPORAHHC 3AHATHH, CBS3AHIBIX C PEMECIOM (CKYTBITOPBI, [IMCHbBI, CTPOHTC-
M. yurTeds). Oprauusauus MacCOBBIX 3PEIHIN M CIIOPTUBHBIX COCTAZAHMI B KyIbTypax IPEeBHEIO MHUDA.



Yenyrn B cpeiHepekopoMm  obuiecTe  3anaguod  Eepombl.  PazButue npodeccHOHANBHO-
KOPMOPATURHLIX OTHOIIEHHH B TOpropie. QOpMHPOBAHKE 3BEHA (IIPOU3IBOIUTENH YCIYT —TIOTPEOHTENHY.

AKTHBH3a1iMA HOBBIX (DAKTOPOR OOILECTREHHOI'® DA3BHTUS -~ MPOMBIIIIEHHOIO MPOHU3BOICTBRA,
TEXHHUKHM M HAYKH.

Ponr  HaumoHanbHBIX,  PETHOHANBHBIX, OTHHYECKHX, JAEMOTPAMYECKUX U NPUPOJIHO-

KAMMATHYECKUX 0coOCIINIOCTeH Ha pa3BHUTHE CCPRHUCA.

Tema 3. Hetopua paseuTtin cepsuca s Pocenn

HMcropus passurha cepruca B poccuiickoM o6iiectse. OObEKTHRHBIE (PAKTOPB! PA3BUTHS X03sii-
CIBOBAHVA H YCIYI' B Poccun.

Poi1b rocy/1apcTBEHHBIX MEXAHH3MOB B Pa3BUTHH YCIyr. [Ipesuiochuiky pasBUTHS eiHHOI0 X03sii-
CTBCHHOrO MeXaHu3Ma. (II0KHOCTH CO3/1aHus a/IMUHUCTPATUBHO-IIPABOBLIX MEXAHH3MOB, PA3BUBAKIIHX
O0JIaCTH  COIHOKYNBTYPUBIX ycuyr (o0pasoBanue, BOCIHTAHME MOJONEKH. HAYUHYIO M KYJbTYPHO-
HWHOOPMALMOHUYIO AeATENILHOCTD).

OreqecTBeHHRIC YCIYTH: OT TPAIUIHOHHBIX (GOPM K COBPCMEHHBIM. BIHAHHE JBOPAHCKOTO CO-
CIIOBMA 11a pa3BHTHE OTEUCCTBCHHOTO CEPRUCA.

lHeproln passurus «HapoHbIX PEMECEN» H «IPOMBICIORY, APXaHYECKUE METOIbI TOPTOBIH: Ap-
Mapoyltag. KapHasajibias. PopMuposaHue COBITOBLIX 00bEAMHECHWHA NPOMBIITCHHUKOB, TOBAPOIPOU3-
BOJAMTEICH, H3TOTOBNUTCIICH NPOIYKTOR [TOBCEIHEBHOTO CIIPOCa,

Opranusains MacCOBbIX BHIOB YCIYT (3KEIE3HOAOPOKHOE CTPOHTENBCTRO, MAPOBO3OCTPOSHMUE,
CAMOJIETOCTPOCHHE U T.JL.).

]ICpHOJI PACIIpOCTPAHCHHA KAlIHTAIIHCTHUCCKUX accounaunﬁ.

IMAlCHIIAIINS WIHHOBAIHONHON PYCCKOi TeXiMueckoi Mbicu Ha pyGexe XIX-XX Bs. [Tpouecen
pa3BHTHA OTPACIICH URJLYCTPHAIIHIONO HPOU3BOICTEA.

Poitb 6ankoBeknx onepauuii B pa3suTHE YCIyT 10PEBOTIONMOHNION Poccun. YPpOBEHB WH3HH Ha-
ceienust u cpepa 00CTyKUBAIHA B COBCTCKHI H ITOCTCOBETCKUE MEPHOIbL.

[peanocsuikn popMHpoOBAHKS W PACIIPOCTPAHEHMS COBPEMEHHBIX (op™ ceppuca u cObiTa. DTaibl
COUMATHCTUIECKOTO pa3BHTHA cdephl yoiryr. [loHsTns mmatnoro, JTeroTHOro U «GeclnaTHoro notpebne-
nusy 8 CCCP 8 60-80 1. Ponn pedpopm u Mojieprnsalinn 80-x rogos B PasBUTHH CPEPBI YCIIYT.

Tema 4. Cepprenasn JesrebHOCTL B PAZBHTHIX CTpaHax

Pouib cepRUCHOM JesTeIbIOCTH B COUMANBHO-DKOHOMHUCCKOH SKI3HH CTpaHBI.

XapaKTCpHCTUKA CePBHCHON ASATEIBHOCTH CTpAH 3anagHoi Esponer u CeBeproit Amepuku —
IM]ICPOB B MHPOBOM Pa3BMTHU CEPHI YCIYT.

CHIA - Gpnarman B o37a1tH1 MHAYCTPUH OBCITYKHBAHAS H OCBOCHHHU HOBBIX BHAOB CCpBHUCA.

Pasinurbic BU/IbI CCPBUCHON JCATENLHOCTH CTPAH ¢ BBICOKHM YPOBHEM pasBHTHS cepbl yCIyr:
(GHIAHCOBO - KPCIUTHLIMU B 0GPA30RATCIBHBIMH, OHITOBLIMH U TYPHUCTHHCCKUMU, MEIHIIMHCKHMH. TCJIC-
KOMMYHHKAHOHHBIME U [TPOUMMH YCITYTAMH.

Tema 5. Ceprucuast 1eaTeALHOCTH B PA3BHBAIOMAXCS CTpaHax

Pazsusatonimecs crpais Azuu, Adpukn 1 Jlatunckoii AMepuKH.

[polecenr uniycTpuanisaiuy ¥ MoJePHU3ALHH Pa3BUBAIOLMXCS CTpaH

JBOIOIHUS CCPBUCHOM JeATETRIIOCTH B PA3BHUBAIOLLIXCS CTpanax W BJIMAHHME HA ee pazBUTHE clie-
AyIoulnx hakTopoB: reorpad)iuccKoro rnooxeHus, [IPUPOJHLIX PECYPCOB, TEPPHTOPHAIBHOIO pazMenie-
HWA - TPOM3BOACTRA.  DACHPENC/ICHME  ICHEKHBIX JIOXOIOB, TPaaAWIME, MCTOPHYECKUX, KYJIBTYPHO-
JI¥XOBHBIX,

POTb  HCHXOJNIOrHUCCKUX U IYXOBHBIX CTCPEOTHIOR OOIICCTBCHHOTO COZHAHMS «HE3AMATHBIXY
CTpal B CCPBUCHOH JCATCIILHOCTH

DakTophl, 3aMeUTAI0WHE IBOTIOUHOIHPOBAHHE CCPBUCHON AESTENbHOCTH PA3BHBAIOILMXCA CTpa-
Hax.



Tema 6. CTtpykTypa cdepsl YeIyr H KjIaccH{pHKANNA THIOB # BHAOB YCIYVT

Crpyxtypa chepsl yenyr. [lonarue «ycnyran. Hauuonansusni crangapr Poceuiickoit Qenepannu
«YCIIyrn HaceseHHIo». YCIYIH B OOLICPOCCHICKOM KIacCH(HKATOPE MPOAYKIIHHA 110 BHIAM IKOHOMUE-
CKOH JIESTENBHOCTH.

Knaccndurkauus TumoB M BUAOB  yciyr. CTaHnapTH3HMpOBAHHBIE W TBOPYECKHME YOIV~
rd. [IpOH3BONACTBEHHBIC M HENPOM3BOACTBEHHEBIE yCIIyrd, KoMMepuecKkHe W HEKOMMEPYECKHE YCJIYIH.
I'oCy/1apCTBEHHBIE M HETOCYIapCTBEHHBIE YCIYTH. YHCThIe W cMelnaHHble yeayr. JIerHTHMHBIE H Hele-
CHTUMHBIE YCIIYTH. JIudHOoCTHRIC B OC3IHYHEBIC YCIIYTH.

XapakTtcpucTuka yenyr. MaTtepuanbHbele yenyrd. ColMansHO-KYJIBTYPHBIC YCIYTH, YCIyrH, Hace-
JEHHIO.

PazHOBHIHOCTH YCIYTr ¥ WX XapakTepHcTHka. HeocszacmocTs yenyr. HenocTosHCTBO KauccTra,
M3MCHYHBOCTL. HEoNroseuHoCTh, HECHIOCOBHOCTE YCIYT K XpaHeln1o. JlononHuTebHbIE TPU3HAKH yC-
JAYT.

[loTpebuTennckue cpoiicTra yeayru. JKH3HEHHBIA MK YCIYTH W CEPBUCHOTO NMPOJAYKTa. [ToHs-
THC. (pa3bl XKH3HEHHOTO LHHUKJIA HX chenuduka. XapakTePUCTHKY XKHU3HCHHOTO 1IHKAA YCIYTH, GHHANCO-
BbIX PE€3Yy/IbTATOB.

Hueepcudukalivs cepBHCHOH AATETEHOCTH.

Tema 7. Peinox yeuyr
Poisok yeayr u ero snaucnne. Creunduxa Toprosiu yenyramu., CyIuocTsb TCPMHHA «MHPOBOH

PBIHOK yeiyr». (CrocoObl OpraHu3alvi MeX/yHapoAHOH TOProBiM yCIyramu, 3adMKCHPOBAHHLIE B
I'ATC.

MUpOBOJ PBIHOK YCIYT: CTPYKTYPa, OCHOBHBIE TCHACHIIMH, NEPCNEKTHBR U TIPOGIEMb] PA3BHTHSA
COBPEMEHHOIO MHPOBOI'O PbIHKA YCiyr. [[oHATHE TPAHCHALMOHABHBIX KOMIIAHUIA.

Pons u mecto Pocenn na MupoBom peinke yeayr. @exepaibhbiit 3akoH «O6 ocHOBax rocynapcr-
BCHHOIO peryimposaiing Buctuneropropoif nesresnprocta» o1 08.12.2003 N 164-03

CoBpeMEHHBIN PbIHOK YC,TyT POCCHH: COCTOSIHNE, [IPOONEMBI M [IEPCIIEKTHBL] PA3BHTHS.

Hanpag:icnus. ciocoBeTBylomue pasBiTis perHONaNbHBIX PHIHKOB. BaaguMupekas oBaacTs: co-
CTOSHUC. MTOTEHLMAIT | [ICPCIIEKTMBLI PA3BUTHA NOTPeGHTCALCKOro PBIHKA YCITYT PErHOHA.

OcobeHHOCTH COBPEMEHHOTO pbIHKa YCIYl. PeallbHOC PhIHOMHOC MPOCTPAaHCTBO. BHPTYAibHOC
PLIHOYHOC TPOCTPAHCTRO.

Tema 8. KauecTso H onenxa Kayecrsa ycayr

KauceTBo yeiayr: oCHOBHBIE [TOJIXOIB K H3YUEHHIO NOHATHS. OGHLEKTUBHOE U CYGLEKTHBHOE Kaue-
CTBO.

DakTopbl. GOPMUPYIOIIKE KAueCTBO Yeiiyr. [IpUHIMIEL CORITOBON MONMTHKHN HNpEINpHsITHH cep-
BHCA.

Monens kauectea yeiuyr. TOCT P 50691-2013 «Yenyru Hacenenuio. Mogennb cucTembl obecrie-
UCHMS! KQ4ECTBa YCIYT».

KOHHEeHIIMS OHEHKM KAueCTBa YCJIYTH - IATHCTYICHYATAS MO/IENL KAaYCCTBA YCJIVIH MM MOCI
PACXOMKICHNA KadecTBa yeuyru. Pacxoxaenue B Mosiesn GAP. XapakrepucTuka paspblBoB ¥ NPHIHIIBI
UX BO3HMKIIOBeHUs B GAP-Molcnu.

OcrioBHble hakTOpb! CHEPLI YCIYT, ONPE/ICIAIONINE KA9CCTBO 0GCTYKUBARHS.

Meronmxa SERVQUAL (cokpaienune ot Service Quality). IIsTh 0CHOBHBIX napameTpoB «Hjic-
anbioro cepsuca». Mcron «TauHCTBEHHOrO (TAHHOTO, CKPBITOTO) nokylarens» (Mystery Shopping).
IIpeumylecTBa U HelOCTaTKH MeToja « TaMHCTBEHHOTO MoKynarens», Meroa KPUTHYECKUX Cllydaes.
Meron Kailo.

KauectBo u noxasarenu xaucctBa yenyr. Meroasl omeHkH kauecTsa yeuryr. HallMOHambHBIH
cranzapt PO IOCT P 52113-2014 «Venyru nacenenuto. HoMeHKNaTypa nokasarteneit kauecTpa yCIyry.

.



MeTo (bl KOHTPOJA W OLUCHKH IoKazarenell KkauecTsa YCIyr. HOMGHKH&Typa roKasareneH Kavect-
Bak. KJIaCCH(l)I/IKaIIHH METOIOB KOHTPOJIA K OLICHKH IOKa3aTeliedl Ka4ecTra YCaIyr

ynpaBne}me KauECTBOM YCIIYI, KOHTPOJIb CTAaHJapTOB H 0e30MacHOCTH 06CIIy}KHBaHI/IH.
OtleHKa VIOBICTROPEHHOCTH NOTpeBHUTCIE yeayroH. MeTO/IBl OHEHKH YHOBIETBOPEHHOCTH TIO-

TpeduTeiis yCIIyroi.

Tema 9. Cepsucnas 1eiTCJILHOCTL KAK 00bEKT IIPABOBLIX OTHOLICHH I

OCHOBHEIC HOPMATHBHBIE M 1IPABOBEIE AOKYMEHTBI, PETYIHPYIOIINE CEPRUCHYIO NESTEIBHOCTE B
Pocenn. @eacpanbuetii sakon PO ot 07.02.1992 N 2300-1 (pen. or 18.04.2018) "O 3amure npae norpe-
Gurene”. [Topsiiok oOpasoBanus cepBUCHON OpranH3alny. PErUCTpalus CepBUCHON OpraHH3alluy.

Houstre cepruduxanuu yenyr. Obazatenbuas v 100poBoibHas cepTudUKaIus B cthepe veIIyr.
Genepanpiibi 3akon ot 27.12.2002 N 184~-D3 (pea. o1 29.07.2017) "O TeXHHUYECKOM PeryIHPOBAHUM".
Penepainniniit 3akon "O crangaprusanud B Poceniickoit ®enepainu” ot 29.06.2015 N 162-03

JuuensnpoBanue OT/ICABHBIX BUIOB JcaTelnsHOCTH. Penepanbiblii 3axoH ot 04.05.2011 N 99-03
(pen. ot 13.04.2019) "O nuueH3UpOBAHHY OTAEALHLIX BU0B JAeATeJILHOCTH' .

Tema 10. DPpdexTnsHOCTL CePBUCHOH AeATebHOCTH
DdexT n sddexrupnocts. DHPEKTHBHOCTL KAK yIOBIETBOPEHHE MOTPEOHOCTH ¥ IKOHOMUYHO-

CTH (YHKLHOHMPOBaHKUA NpepusTus. Bumsl adpexrnBroctn. Xapakrepuctuka >¢eKTHBHOCTH.
2dexTrBHOCTE CCPBUCHOI NEATEILHOCTH 1 ee ouenKa. BHelnsas dheKTHBHOCTS. BHytpenuss
Y(MPeKTHBHOCTS.

Poib sdpexTHBHOCTH B MIRYCTPHANBHONW M CEPBUCHOM JKOHOMHKE. CepsucHag Monenb addek-
THBHOCTH. OicHKa 23QPEKTHBUOCTH CCPBUCHOI NeaTenbHocT. Tpajuunonneit moxxosn. Llenesoit noj-
XOJL. [Toyxon. OCHOBAHHBI Ha pecypcax IMoaxon BHYTPCHHHX TIPOIIECCOB
- 2 heKTHBHOCTL OpralM3aIK 1A OCHOBE NT0Ka3aTeNel ee BHYTPeHHETo 310poEha. [Toaxos aKIIHOHEPOB.
CpaBunTe/ibHAs XAPAKTCPHCTHKA CYWICCTRBYIOIMX 10JIX0/I0B K ONEHKE (P(eKTUBHOCTH NPHMEHUTEILHO
K CepBHCHOﬁ JICATEILHOCTH.

[lonarue counanboi 3pPeKTHBHOCTH CEPRICHOM ICATENBHOCTH.

KauecTso yCiyr. NpeaocTapiseMbIX IPeLIPHATHAMH cephl CEPRUCa B T. Branumupa

Tema 11. CepBucuas opranusauus
Cepruciias oprannsanms. ¢& OCHOBHBIC XapaKTepHCTHKH. IIpon3BosicTBO M mpeaoCcTaBiIcHHE Ye-

JIYP KaK OCHOBA MeATC/ILHOCTH CEPRUCHBIX opraHusalmi. Knaccuduxalns cepBHCHBIX NMpejnpHITHil,
Ipoueccer ynpapnenus cepsuctoro npeanpustus. GynKium 1 3a1auu CEPBUCHOTO IIPEAIIPUATHS.

CyObeKkThl Maloro M cpejiiero npeUlpHHAMATENLCTBA 1 UX 3HAUCHHUE B CCPBHCHOM 3KOHOMHKC.
Ppanyalizunr u QpaHYaifi3MHIOBBIC NPCATPHITHS B CEpBHCHOM Hpou3poncTBe. CepBUCHBIH (paHuaii-
3HHI.

BosselicTere 3apyBesHbIX (UPM Ha MIHOBAIMOHIDBIE OTCUECTBCHHbIE TIPOLIECCHI, HX 0COOeHHO-
CTH W NOCIHEICTRUA.

[Moustrne «cercrore mapkeruura» («Iepbanaiigy. «Lerrrop» u 1.1.). Pazpymmtenshble nocne/cT-
BUS KOMUAHHA THIIA «impaMuiy: « MMMy, «Bnactenunay.

Opranusalyonnas CTpyKTYpa CepBUCHBIX Oprafi3alii U NpeanpUsSTHH,

Tema 12. Undopmaunonnbiii cepsuc
VMnpopmauuonnbii cepBUc H UHTEPHET-25KOHOMHUKE. OCHOBHBIE 3/1€MEHTEI HH(QOPMAHHOHHOrO

cepsuca. Mexanusm HH(pOopMaltMOHHOro cepBrca



OcHoeHble BB MuGOpMaHORHBIX yeIyr. LndpoBH3ailbs yCiyr U pa3BHTHE JNEKTPOLHBIX cep-
rcoB. Cozftanue HHQOPMalHOHHbIX 0aHKOB 1 023 JAHHBIX B 001aCTH IPUMEHEHHS TEXHUKH U TEXH010-
I'HH B cepe yeiyr.

Poib urdopManionnbx cucTeM B cfepe cepprca. 3alauM (10 BHeAPEHHIO MHPOPMAIMOHHBIX
TEXHONOIHH B cepy ceppuca. MH(opMaluOHHbIe TEXHONOTHI CEPBUCHON JEATENBHOCTY B COLMOKYIIb-
TYPHOM cecpBrce. OOntayuHbli cepBHC.

ABromaruzauns GusHec-1poueccos B cepe ycuryr. JlOCTOMHCTBA @BTOMAaTH3HPOBAHHOH CHCTCMBI

HHIIHBHUYANBHOTI'Q [10JIB30BATCIISA B cq)epe TYpH3Mad K CepBUCA.

Tema 13, Opranuzanns obeayxnsanust norpedureeii yeayr
Iporece obenyrnbanus noTpebUTeNs cocTaBlas 4acTh chepnl cepsuca. Llens, 3anaun u npuu-

IHTIBI [1poliecca 00cnyxuBanya. QakTopel. BIMAIOWKC Ha paboTy ¢ moTpebureiem. EctecTrennnie npo-
THBOPCHHA MEXYy HHTCPECAMH HPEAHNPHATHE, 0Ka3blBAIOMIMX YCIYTH, H UX HOTpeOUTeaMu. [IpuunHsL.
NPengTCTBYIOUINE 0OPAICHHIO MTOTpeOHTENeH.

[lpunuunel opraHuzanun o0CITyKMRAHWIO NoTpeOuTtens. KoMmmnexe MEPOIIPHATHH, HarpabBlieH-
HBIX Ha PEANM3alMIO NPHHLHMNIOB OpraHM3ailiy 00CHy)KHBanHo 1noTpedurtens. OopMmel opranu3aliy

CCPBUCHOTO 00CIYKUBAHNS,

Knacendukains v xapaktepuctuxa dopm obenyxnBaims MOTpeGHTENEH: 10 MECTy OKA3aHHS Ve~
JYT. CI]OC06}’ HPHCMa 3aKa30B Ha YCIIYIH, CPOKaM UCIIOJHEHMSA 3aKa30B, 10 MeTO1aM OpraHu3anyy B3au-
MOICHCTRUS ¢ 1OTpeOuTENEM, 110 crocobam pacdera, KOMIUIEKCHOE obcnyKuBaHue. OTBETCTBEHHOCTD
CEPBUCHON OpTraHH3allHH.

CepBHCHAs JICATENBHOCTL B OOJIACTH OLITOBOTO 0GCTYKHBaHHA HaceeHHS. OCOBCHHOCTH cep-
BACHOR JICHTCRBIOCTH. CYIUHOCTD. BU/IbI H METO/Ibl MAPKETHHIOBBIX MCCIEI0BAHMI. YViIyaiIeHHe odcIry-
HWHUBAHMS HA OCHOBC MAPKETHIIOBBIX HCCIIE/[0BalIMA.

Kauectso obemyxupanus norpebuteneil. Ypopeus oGCTyKUBaHNS norpedbureneit. PakTopsl 00-
CJIYXKMBAUMs: BPCMEHHU, 10CTYITHOCTE YCIIYT.

OcHOBIbIE IOHATHS ¥ ONpPE/IENCHAS CEPRUCHOMN JCATEILHOCTY B opranusanusax chepsl TypH3Ma U
cepruca. Hparuia npenocrasiienns yenyr vacesienuro s Poceuiickoit dejepanmm.

Tema 14. Hopble bt yeiryr n nporpeccunnbie gopmbr o0CYIKHBAHUS
Wunosaunonnnie npoeccs! kax GaKTop W3MCHCHHS CEPBHCHOH IEATCIBHOCTH. Marpuua uHHO-

Bannit. Munosaiun s cdepe yeoryr. Konuenuus yenyru. VHHOBAIMM B CONPOH3BOACTEE. Kanpogtble. op-
FAIH3AUMONHEIC, KYJIbTYPUBIE SNICMEHTBI HOBBIX CHCTEM NIPEACCTABICHUS yCIyT. PakTOphl YCHELIHOCTH
CePBUCHBIX MHHOBAIMH. MHHOBauu B Mupe. YpOBEHL HHHOBAIMH yeuryr. Mojieny yIpas/IeHns MHHOBa-
IIMAMH B KOMIIAHHSIX,

Bresipenyie HOBBIX BHIOB YCIYT M [IPOIPECCHBHEIX (GOPM OGCIYKHUBAHUA, Ilpuunnsr coznanus u
RICAPCHU HOBBIX yCIIYT. Bniusinne BHeAPCHAS HOBBIX BWJIOB YCIyT i GopM obcTyusanns. Baeapenuce
TIOBBEX TCXROJIOTHIL, 0becneunBaionux 60jiee COBEPIICHHbIE CIIOCO0b! NIPON3BOLCTRA U noTpedieHus yc-
nyr. Hosast ¢punocodus jmsaiiia «yesyr». Cambic BocTpeBoBannbie venyrun B Pocenn. [lponeunikenue
HOBBIX YC:yT. [IpH4rHbI Heyay NPOABHIKEHUs YCILYT Ha PhlKe U CHOCOBHI HX YCTPaHEHHSL.

QopmupoBanHe CTPATErHH M TAKTHKH YNPABICHUS NPEHIPUATHSIMH CEPBHCA, OCHOBAHHBLIX Ha
BHCJIDEHWH HOBBIX BMJIOB YCIIVT.

Tema 15, Opranuzauns paGouero mecra ua nIpeANPHATHIAX cepBuca
OcHORBBI: TaiThl passuTHs B POCCHH U 3a pybesxoM. TouaTue. cojlepkaine U MPUHLHUITBI AayqHON

opralM3alnuu Tpya.
JKOHOMHYECKAs. LICHXOPUINOIOTHYECKas H COLUMANbHAS 3a7a4a HAYYHOH OpraHu3aluu Tpy/d.
OYHKIMK HayuHOH OpraHu3aluy Tpyaa.



Wcropus passutus nayku o0 opranmsanuu Tpyna Ha 3anane. lllkona maywHoro ympaBneHus.
Ulxona yenoseveckux oTHomeHuH. eTopus pasBuTys Hayumo# opranmsanmu Tpyaa B Poccun. 3apy-

DEXHBIE U OTEYECTBCHHBIE HCClenoBaTeNel B o0J1acTy HayyHO OpraHn3aumMm Tpyad.

Opraunsanus TpyAOBBIX npoileccoB. HopMupopanue Tpyna. Opranusauus padounx MecT. Ycno-
BUS TpyJa. Peskumbl Tpyna w oTasixa. [logbop, noAroToBka ¢ nosbitueHne KBamuduxanuy Kaapos. CTu-
MymipoBanue Tpyaa. CounansHO-TpyI0BbBIC OTHOINeH Y. Jluciiuinna Tpyna.

DproHomuka pabouero mMecta NpeANpUATHH cepBHCa: HOHATHE ¥ QYHKUHH. YCIOBUS H PCKUM
Tpy/la 00CITYKHBAIOLIETO [IepcoHana.

Tema 16. IlpodecconansHoe NOBeJeHHE H YTHKET B CEPBACHOI NeATeNLHOCTH
[lonaTre npodeccHoHanbBHOTO W 1ENMOBOrO 9THKETa. HOpME! M NpaBuna DpodhecCHOHAIBHOIO 3TH-

KeTa. JTHUCCKas KyJIbTypd CepBHCA.

HpagcTeenHbie KauecTBa paboTHHKA KaK OIMH M3 BeldylUMX 3IEMEHTOB €ro Mpod)ecCHOHANLHOI
HIPUIONHOCTH.

Ocuosnble katcropun >tHEH. [Ipodeccuosansias stuka. CymmnocTs MpodecCHOHAIBHOR ITHKH
paboTtunkos obcnyxusanus. Koaeke npodeccronansnoil sTuku.

Kntouesbic hakTopsl UMUJDKA.

DTuKa ¥ 3TUKET TeneOHHOrO pa3roBopa. ITUKET COCTABIEHHS AENOBbIX THCEM. ITHUECKHE 1npo-

OreMBt MHQOPMAIIHOHIIOrO CCPBHCA.

Tema 17. Kyasrypa oflueHus ¢ KiIHeHTAMH
[Toustne 0 Kynbrype obmenus. KyapTypa obineHus pabOTHHKOB ¢ KIHEHTAMH. KOMIIOHEHTHI

KyJipTypbl oOweting. Bosieficreue KynIsTypbl Ha TOBEAEHNUE TOTPEGUTENS.

OCHOBBI KOPTIOPaTHBHON KyNbTYPBl FOCTMHHUHBIX Tpemnpustuil. OOLecTBeHHAs penyTaius
bupmet. [pobnema counanprol orsercTRennocTH. KymbTypa peud cnenmanucta na IPENNPUATHAX U
OpraHu3anuax cepeHca.

Tema 18. Konrakruas zona
«KonTakTnas 30Ha» Kaxg chepa peanuzaiuu CEPBHCHOA jeaTenbnocTH. [oHsTHEe 0 «KOHTAKTHOM

30He». COCTaR KOHTAKTHON 30HLL. BHAB KOHTAKTHBIX 30H: MO NPOCTPAHCTBCHHOMY PACHONOMKEHUIO, 11O
X4paKTepy MCHIIMUHOCTHONO PACCTOANKS B 0OCIVKHBAHKH,

[Iponecc xoHTaKkTa MeMYy KIHEHTOM M HCIOTHUTENEM. Conepxanne xontakra OOwmeHue u
B3aMMOJICHCTBHE C KIIHEHTAMHY B KOHTakTHOH 30me. [llecTh cTanmii cTpyKTyps 061eHHs.

BzaumooTHoInCHNS clrenmanucTa o cepBHCY M KIHEHTA B MPOIECCE OCYILECTRICHHS CEPRUCIION
AGATCIBHOCTH. OCOBEHNOCTH JTUUHOCTHBIX XapaKTCPUCTHK PabOTHUKOB KOHTAKTHOMN 30HBI.

HpocTpancrso xoHTakTHO# 301kl KOMIOHEHTBI KOHTAKTHOMN 30HbI. KTI0uerble (haKToOphl MOJICITH
«Service action» unn «obemykuBanne B AeHcTBum». GponT-oduc H Oax-oduc. 3oHupoBanue oduca
Tpunnune 3oHupoBanug oduca B paboucit 30He: KaOHRETHBIH 1 OTKPEITHIH.

Tema 19. KondinkTh! B cepBHCHOI AT BHOCTH
[losnrmenas cropona xougukra. Tunonorns koHGIMKTOR. Brisl KOH(pIMKTOB. [IpHunnbl KoH-

hrnxros. CriocoGw! paspernenys KOHGMUKTOB. KOHIHKT B CCPBHCHOM AeSTeNbHOCTH.

MexcyOnerThble CTI0cofbl NPEJOTBPAIUCHAS M Pa3peIlenns KOH(IMKTOB: CIOCOs YKJIOHCH M,
NPUHYXICHAS (MOJABNCHMS). NPUCTIOCOBICHHUS, KoMIpomucca (famanca DPOEKTHBHOCTh METOTHKH
paspelneHus KOHQINKTa yepes perieHue npobaeMsl (CHocod «BBIMTPRIL-BBIMIPHIIY, Win/Win -- cuuer-
PHUCCKOE COTPYAHUYECTRO — OOOWOAHBIHA BRIMIDLIND). YIIpaBlIeHUS KOH(DIMKTHON cHTyaue.

KoneTpykTHBHBIC TOCIIEACTRBHS KOHMIHKTHON CUTYAlMK KaK HOBOE KAYECTBO OTHOLICHHMI ¥Ipas-~
JICHHSL.



Tema 20. Kanobur npn 0bcyKnBaHHH KIHEHTOB
[lonatne o xanobe. Tlonatne o konpunkre. [loHaTHe KOHGIMKTHOM cMTyauMH @ KOH(IMKTA B

CEPBUCHOH A TEILHOCTH
Kanobwl npu 06CTyKNBAaKUK KITMEHTOB, HX NPWYMHBL 1HIBI MOTpeOHTENCH («pE30HEPHI», «KOH-

TPOJICPB! KHEPETOBOPHIMKHUY», OKEPTBLI»). PEKOMEHNAIMN KOHCTPYKTHBHOMY yeTpaHceHHIO. [T03UTHBHEIE
NOCIEACTBUA BHUMATENBHOIO OTHOLICHHY K KamodaM.

Tema 21. CepBucuas AeTEJbHOCTL B HHAYCTPHU TypH3Ma

Honstra v BHiBl TYPUCTCKMX H OKCKYPCHOHHBIX yoiayr. OIlleHKa M KOHTPOJb Ka4ecTBa
HCIIONHEHHS TYPUCTCKUX M OKCKYPCHOHHBIX YCyT.

O6cny:KMBaHHE TYPHCTOB M HACEIEHHS B CPE/ICTBAX PasMElleHHs, Ha MPEPHATHAX OOLIECTBEH-
HOPO MHTaHHA, B KYIbTYPHO-PA3BIICKATSILHBIN YUPCHIACHHUSIX.

Yeayrn HELYCTPUH pa3Bilevenus v CIopTa: yClyrd B 06JIacTH pasBAEUCHUE H OT/IBIXA, OpraHu3a-
IIMH ¥ NIPOBCACHHS CHIOPTHBHO-MACCOBBIX MEPOIIPHATHH. AHUMALHOHHBIH CepBHC.

Tenyennmy pa3BUTHA phIHKA BBICTABOYHOM HHIYCTPHH, B TOM YKCIIE perHOHANBHOrO. COCTOsHUE
H [EPCIEKTHBBI Pa3BHTHA AeN10BOI0 Typu3Ma. CepBHCHOS 00CIyKHBAHHE ICTOBEIX MEPONIPUATHH K KOH-
[PECCHO-BBICTABOUHON NEATEIIBHOCTH.

Tema 22. CepBuc na Tpancnopre

Tparcuopr obiero nonL30Banms: Kele3HOAOPOIKHDIH, BO3NYIIHBIA, MOPCKOH, aBTOMOGHIIBHBIIL,
PCUHOH TpanCciopT. OOCCIeUHBAIOIIMH TIEPEBO3KH NACCAKUPOB U IPY30B M MPEIOCTABICHHC YCIIYr
TPaHcropTHOM JKCICIMUINAN.

TpaHcnoprible yCIIyTH MO nepeMelleHHIO TacCaKUPOB, MATEPUAIIBHBIX IEHHOCTEH. Tpancnopr-
HBIC YCIIVTH. CBA3AHHBIC C opraﬂmauneﬁ [Hponecca OTHPABKH U ITOJYICHHA rpysa.

Bezonacnocts Ka4€CTBO TPaHCIIOPTHBIX YCJIVT.

Opranusauus cepBuca [IPH TPAHCIOPTHOM OGCTYK1BAHHH.

Tema 23. Cepauc zeasmxumocTn 1 JKKX
lousruc cepsuca neaBmxkuMocTH. TexHONOMMS OKa3aHus yeinyr B cdepe HeJNBHIKMMOCTH, B

ChyxOax CepBHCA. YIPABIAIONIMX KOMIAHUIX., 00CTYKHBAIOIUX KUJIBIE ¥ HCHKUIBIE 31AHMS 1 COOpYIKE-
HEst, OOBEKTBI AE/IBUIKHMOCTH.
OcobennocTn oKasauus KUITHIIHO-KOMMYHATBHBIX yenyr. lIpegocTapienue KOMMYHAaIBHBIX yC-
Ty COBCTBEHHMKAM M 110IE30BATCIAM IOMEIIEHHH B MEOTOKBAPTHPHBIX ZIOMAX U KHITBIX J1OMOB.
Opranmsauus paboTs! ¢ HETLTATENbLIHKAMH 38 KHITAIIHO-KOMMYHATbHbIE VCITYTH.

Tema 24. OcobennocTn Opranu3aniy NPeNOCTABIEHHS rocyapCTBEHHBIX H MYHHIH-
HABHBIX YCAYT
Ionstne rocynapeTseHHoN W MyHHUMTANLHON yeIyr. OCHOBHbIE DPUHUMNBL [TPEIOCTARICHHUS

FOCYNAPCTBEHHBIX W MYHHLMIAIBHEIX YCIYT. Obuine TpeOOBaHUA K IIPSIOCTABIEHHIO OCYIaPCTBEHHbIX
M MYHHLMDAILHBIX YCayr. Tlpe/locTaBnenne rocylapcTBEHHbIX # MYHUIIHIATHHBIX YCHyr B MHOTO(yHK-
IIHOHATIBUBIX HEHTPAX 110 HPHHIHMIY "OAHOIO OKHA'.

Opranusaumus 1 ce 0coOGSHHOCTH IPENOCTABNEHHS IOCYIaPCTREHHEBIX H MYHHIUNANEHBIX YCAYT B
MHOTO(YHKILMOHABHEIX LEHTPAX.

Coacpxane NPAKTHYECKUX 3aHSTHI N0 ANCHHILIHHE
Tema.l. CepBHc Kak cnenupuueckuil BUA AeATeIbHOCTH

1[pakTHUeCcKoC 3aHsITHE.
AHQIIN3 CTPYKTYPBI M BHIOB CEPBUCHOMR JICATENLHOCTH, KaK HCTOYHHKA YIOBIETBOPEHUS PA3HO-
ofpazHbIx noTpednocreii uenoscka (B Gopme tabinib).



Tema 2. Poan u IpeanocbUIKH pa3sBHTHS CEPBHCHOM AeTETLHOCTH

[TpaxkTHueckoc 3ansaTHe.

AHallu3 CTPYKTYPHBIX U3MeHEHUH B cdhepe yeuyr. Bimsnue colpajibHO-KYJIbTYPHBIX H3MEHEHWH
B OOLIECTBE Ha CHCTCMY 1OKasaTelel, 0TBeyaoliel COBPEMCHHBIM [IEHHOCTSIM, 3aIIpocaM H HpeiiouTe-
HEAM 1TOTpeonTeeH. CriocoObl ¥ METOIBI HCCIICAOBAHMS CEPBUCA, HCITONB3YEMBIX B YCIOBHSIX COLHANb-
HO-KYNBTYPHBIX TpaHC(OpMALUH B POCCHH, KAK COUMAIBHON CHCTEMBI HH/IMBHIYAILHOTO 0OCTYKUBAHHs!

C TOUKH 3PEHHS HAYKH O CCPBUCE — CEPBHCOJIONUH.

Tema 3. Ucropns pazeurus cepeuca 8 Poccun

[ipakTHyeckoe 3ausiTHe.
Knaccnduranus u cpapHUTCABLHEIN aHAIN3 OCHOBHBIX ITRIIOB PA3BHTHS CEPBUCHOM NEATEILHOCTH

8 Poceun.

Tema 4. CepBucHas 1eATE/ILHOCTH B PA3BHTBIX CTPaHaX

{IpakTuueckoe 3ansituc.
Kpyraeift croir. AHajin3 1 cnetn(HKa OpraHu3alMy CCPBUCHON JCATEIBHOCTH B Pa3sBUTBIX CTpa-

tax (BbIOOP CTPAHBE OCYIICCTRISIETCS CTY/IEHTOM CAMOCTOSTEBHO)
Tema 5. CeppucHas 1eATeALHOCTL B PA3BUBAIOIIAXCS CYPAHAX

[TpaxTuueckoe sausaTue.
Kpyraeii crosn. Ananus u cucunguka opranuzanuu CCPBUCHOH JIEATEJBHOCTH B Pa3sBHBAIOLIMXCS
cTpanax (BbIOOP CTpaHbl OCYILECTRISETCS CTYIEHTOM CAMOCTOSTCIIRHO )

Tema 6. CTpyKTYpa cpephl yeayr v KaaccHYUKALMS THIOB U BHIOB yeayr

[TpakTnueckoe 3ausrue.

AHAJTH3 JKUIHCHHOIO IMKIA YCIIYT, OKA3bIBAEMBIX NpeANpHATHEM CepBHca B I. BiajnuMupe.

Hsyueune n anaius o0nektoB knaccuduraimn (yenyr) B OKILJT 2 (nepapxuueckuii MeTon xiac-
CH(HMKAUK, IOCTEIOBATENLHBIH METOL, 0BNaCTH MPUMEHEHHUS, CTPYKTYpa KlaccHhUKaTOpa., JeTalinsa-
U YCTYF HA HAUMOHAIEHOM YPOBHE).

Tema 7. PoiHok yesyr

HpakTuueckoe 3anstue.

AHAH3 COCTOSHMA H PA3BUTHsI KOHKYPSHTHON Cpellbl Ha PhIHKAX venyr Braaumupekoit obnactu
(PBIHOK aIPONPOMBIHIICHHOIG KOMILIEKCA, PHIHOK 00pa3oBaTeNbHBIX YCIYT, PHIHOK MEIHIHHCKUX YCIyT,
PLIFIOK yCIIYT B cepe KyNbTypbl, PHIHOK yCIYT KUTHILHO-KOMMYHAIBHOTO XO3%UCTBA, PHIHOK YCIYT 11e-
PEBO30K M2CCAKMPOB HAZCMHBIM TPAHCIOPTOM. PhIHOK YCIIYI CBSI3H, PLIHOK YCIYT CONHATBHOIO odcity-
JKUBAHMS HACEJICHHS 1 JIp. )

Tema 8. KavecTso u ouenka kavectsa yeayr

lpaxruueckoe 3ansThe.

AHAJIH3 KaucCTBa YCIIYI NPEOCTaBNIEMbIX B TYPUCTCKHX OPratu3alusx B r. Bianumupe (kaue-
CTBO RCNOMHEHMA 3aKka3a L1 IPOU3BOACTBEHHLIX BH/IOB YCIIYT 10 CO3NAHWIO MIIM TIO PEMOHTY M3/e)uil.
KauecTBO 0OC/TY)KHBAHMA KIIMCHTOB /1% HENPOM3BOICTBEHHBIX BHIOB YCIyr).

Pa3paboTka onpocHoro jera 11 OLCHKH YIOBICTBOPEHHOCTH IOTPEOHTENS YCITYTH,



Tema 9. CepBucHasA AeATCIBHOCTL KaK 00beKT APABOBLIX 0THOMIEHMI

I IpaxTrueckoe 3ausTve.
ANajIM3 OCHOBHBIX HOPMATHBHBIX M IPaBOBBLIX JOKYMEHTOB, DEIYIHDPYIOIIHX CEPBUCHYIO Jed-

TeIbHOCTL B Poccun. JlunensupoBanue cepBHCHOR aesrensuocti. CepTuhHKaIns YCuyr.

Temza 10. DddexriapaocTs cepBUCHOI AeATEBLHOCTH

{IpaxTrueckoe 3auaTHE.

AHaJIM3 ¥ cocraBiienue Tabliniibl OKa3aTellel KOHKYPEHTOCHOCODHOCTH CePBUCHOM OpraHuzalmm
M UX X4PaKTEPHCTHUK: KAYCCTBO CCPBHCR, BpeMsl UCMOJIHEHUS CCPBUCA, JOCTYMHOE KOJIMYECTBO MpPeoc-
TaB/ACMOTO CEPBHca, NOCTYIHOCTE CEPBHCA, HH(POPMAUHMONHA OCTYHOCTL CEPBHUCA, MOIHOCTh CEPBH-
ca. peHTabebHOCTh CEPBHCA, HITHOBALMOHHASL THOKOCTD CCPBUCE U AP,

Tema 11. CeppucHas opranusanus

IIpaxkrrucckoe 3audsTHE,
AHalu3 Qpanvaisunra KaK (popmbl OPraHU3aUHKd MAIOFO GU3HECA B CCPBHCHON JeSTe/TbHOCTH:
[IPEHMYIIECTBA U HEAOCTATKY (B popme TadnuILI).

Tema 12. Undpopmaunonustii ceppuc

[IpakTnucckoe sanarue.

Passuruc cepbl yenyr B yeoBUAX URPPORUZAIHN HIKOHOMUKH.

0b3op CRM-cucrem (yrpasiieHue B3aHMOOTHONICHUSAMH C KIIUEHTAaMH) Ha NPEOIpPHATUAX COLU-
ANBHO-KYJIbTYPHOIO CEpBUCA M TYPH3MA.

ABTOMATH3ALUY [IPOIECCOB YIIPABIEHHUS! B3aHMOOTHOMICHUAMY C KIIMEHTAMM B KOMORHUIX MAIO-
ro dusHeca.

Tema 13. Opranmsauus oGeayskuBanus notpeburesnei yoiIyr

[TpakTuucckoe 3ansTHE,

AHaiM3 CTPYKTYPBI M COCTARA YCIIYT C TOUKM 3PEHHS NOTPeGHTENA, AHATH3 Mojeneit obenykuBa-
HUA M OUCHKH YJIOBNETBOPEHHOCTH, QOPMHUPOBAHME 110KA3aTEeH ¥ KPUTEPHER KauecTBa, HEHHOCTH W
KOHKYPENTOCIIOCOBHOCTH yCIIyT.

Tema 14. HoBele BHABI yesIyT ¥ IporpeccHBHbIe (hopmel 0bcnykMBaAHES

[Ipaxruueckoe 3anstuc.

AHaM3 ¥ XaPaKTCPUCTHKA HOBBIX BHIOB YCIYT H BOpM 0OCIYKUBAHHKS, HA IPCAIPUITHAX TYPY-
CTCKOH MHJIYCTPHH B ropose Brasumupe (BrIGOp KOHKPETHOTO NPEANPUATHA B Chepe TYpH3IMa, XapaKTe-
PUCTHKE JAHHOTO MPEe/NPUATUS UM OPTraHU3aLUK, OTIMCAHUE HOBBIX BUJIOB YCIIYT, OMHCAHHE c110co00B,
METONOB, MED, CO3NAHHbIX LISl TPUBNEYCHUA KIIMCHTOB K MCIIONB30BAHHUIO HOBBIX BUJIOB YCIIVT).

Tema 15. Opraunsauns padodero mecra Ha NpeANpPHATHAX CepBHCA

IIpakTucckoe 3aisTue.

AHUIM3 opraHusallik pafoHero Mecta Ha IPEeANpHATHIX CEPBHCa (IpeullpUsSiTHE CEPBUCA H Bbl-
Sop padoucro MecTa ONpeACHACTSS CTYACHTOM 110 COMTACOBAHUIO C NPENoJaBaTe/IeM) ¢ YYEeTOM aHTPO-
TIOMETPHYECKUX, (IH3UOTOTHYECKHX i [ICHXO(HM3HONOTHICCKHX AAHHDIX COTPYIHHKA: [IPOCTPAHCTREHHAS
KOMIIOHOBKR PabOyero MecTa. Pa3MCpHBIC XAPAKTEPHCTHKH palouero MecTa, B3auMHOE pacIoaoxKeHne
paboUKX MeCT, pasMELICHUE TEXHOIOMYECKOTO B OPraHH3aLHOHHOIO OCHALICHHS paboyero Mecra u T.JI.



Tema 16. llpodeccnonalibHoe moBeieHNe H ITHKET B CEPBHCHOM TeATENLHOCTH

npaKTH'—ICCKOC 3aHATHUE.
Cocrapilenye «I1aMATKM» TTPOQECCHOHANBHOIO [I0BE/ICHHS, KyIbTypa obiienus paboTHyKa npej-

NIPHUATHS CEPBHCA C TOTPeONTEISIMU YCIYT.
Tema 17. KynsTypa 0G1ieHHA ¢ KIIHEHTAMH

IlpakTHueckoe 3ansTHe.

AHaIM3 npolecca B3aUMOJICHCTBUS C KIMCHTAMH H €10 0CODEHHOCTH: MOTHB B3aUMOJICHCTBUA U
CTCIEHD €0 BAKHOCTH, CTPYKTYpa OTHOUIEHHH ¢ MPEICTABHTEAAMH OOILECTBEHHBIX I'PYII H MEMHKNHY-
IIOCTHBIX OTHOLUCHMI; ODIIEHHE C Y4eTOM HHIMBUAYAIBHBIX 3allPOCOB M OMOLHOHAIBHOTO COCTOSHHS
NOTPeOUTEN; PeryisapHOCTh, 1IEPHOAMYHOCTL B3aUMOJCHCTRMA KaK CO3JAHHE NEPCOHUPHITHPOBAHHOM
CPEJIbLL DCTETHUCCKHE SNIEMEHTR OKPYIKAIOLIETO NPOCTPAHCTEA H OTUHECKHE HOPMEL B TIPABHIIA, PE3YIih-
TaT B3AUMONCHCTBHA - (DYHKIMOHANBHOE Ha3HavYeHUe YCIYIH, MM TOJE3HOCTD. KOTOpas OLCHHBAETCS
OOBEKTHBHBIMU H CYOBEKTHBHBIMU KATCTOPHAMH (YAOBJIETBOPEHHOCTD/HEYI0BICTBOPEHHOCTD MOTPedU-
TeIs).

Cocrasnienuc Tabnuiibl « IMEMEHThI KYJIBTYPBl CEPBHCHOIO B3AHMONEHCTBUS M HX COJIEPIKAHHEY,

Tema 18. Kontaxktnas 3ona

l1IpakTnueckoe 3ausTHe.

Oprannsaris [pocTpancTBa KOHTAKTHOM 30HbI CEPBMCHOTO TIPE/IPUATHS (IPEATIPUATHE OIIPE/Ie-
JACTCS CTYREHTOM IIO COIUIACOBAHHK) C MPENOIaBaTeNeM): OMEeUIeHHE KOHTaKTHOH 30HBI M €ro KOMIO-
HCHTaMH, lIpHJIeraloinas K MpeAIpUATHIO CEPBUCA TCPPUTOPHS, PCKIAMHO-XYIOKECTBEHHOE OPOPMICHHE
NPCANPUATHS CepRuca (BbiBecKa) ¢ 0bo3naueHueM (GYHKIHOHAIBHON MPUHALIEKHOCTH (B TaGauaHO

dhopme).

Tema 19. Konuiukrsi B ceprHCHOi AeATEILHOCTH

IlpaxTuteckoe 3aHsaTHe,

Tpemnur ins paspuTus HABBIKOB dPPEKTHBIOIO pelIeHHs KOHGIUKTHLIX CUTYyalluii B CEPBUCHOH
ACATCNBHOCTH «KOH(IIMKTHL B [IPOliECCe OKA3aHMs YCIIYT [IYTH MX PA3PCIICHHS B CePBHCHOMN AeATeIbHO-
CTHU».

Ounucanve KoHQIMKTHONR CUTyallMM Ha CEPBHCHOM NPCANPHATHU, YKa3aHHE POJIM B KOH(IUKTE
(MoTpeduTENb MM PaGOTHIK CCPBUCHOTO TIPEALPHSTHS), Npu4iHa KOHGIMKTE, HCXON KOH(IMKTA, IpC-
AOKCHAA CCPBHCHOMY 1IPE/ITPUATHIO IO YCTPAHEHHIO NOJAOOHBIX KOHGIUKTHEIX CHTYALHIA.

Tema 20. Kano6b1 1pu 006¢Cy;KHBAHHN KJIHCHTOR

l[pakruueckoe 3amsrune,

Tpenunr. PadoTta ¢ xanobamu KIHECHTOB M PEKIAMALMAMY B IIPOLIECCe OCYIUECTBIICHHSA CEPBHC-
Ho# Jearenbioctu. CHCTeMa YNPABICHHS KANO0AMH B OPraHM3aHsIX TYPH3Ma H MO3UTHBHOTO MBIIHIIC-
HUsI CIICUHATTUCTOB CIIyKObI cepauca. Knaccubukanus xaino6 n oG PeKTHBHbIH anTOpHTM AEUCTBHE.

Tewa 21. CepBucnasn iesTeIbHOCTL B HHIYCTPHI TYpPH3IMa

[pakrrnycekoe 3ansrue.

AHAIM3 KOMILICKCa TYPUCTCKUX YeuyT. Clienndnka IpeoCTaBISHHS CEPBHCHBIX yCiyr B TypH3-
MC H MX [IOTPCOMTEH.

Ananns 'OCTa P 50690-2017 Typuctckue yenyru. Obimue TpeBosanms.



Tema 22. CepBic Ha TpaAHCHOPTE

[IpakTuyeckoe 3ansTHe.
AHanu3 pLIHKa TPAHCIOPTHBIX YCIYT BIafuMUpCKOro peruoHa.
BI)I60p COBPCMEHHBIX METOZACRB H OINPEJCNICHHE NEPCTICKTHBEL IMO3UUHOHHUPOBAHKA CCpBHCHOﬁ ye-

JIYTH Ha TpaHCIIOpTeE.
Anamns 'OCTa P 51006-96 Yeiyru TpalcnopTHbie. TepMuHbI H ONpeesieHus.

Tema 23. Cepeuc HeapmkuMmocTn u KKX

[IpaxTuueckoe 3ausTue,

OueHka xadecTsa NPeOCTABICHHUA yCilyl ylpaeisiomiel kominanuceii XXKX B ropose Bramumupe
(110 BBIOOpY CTYNEHTA).

M3yuenue pernonansHol TpeXypoBHEBOH CHCTEMBI KOHTPOJS B JKHJIMINHON cfepe: rocynaper-
BCHHBIH HTHUIHBIH HAA30DP. MyBHIIUITANLHBIA AKHIHITHBIH KOHTPOJIb U OD1LECTBEHHBIH KOHTPOIb.

Msyuenue JeSTeMBHOCTH PErHOHANBHOM HexoMMepueckoi opranusanmn «KKX-KOHTPOJIb».

Tema 24, OcobeHHOCTH OPraHH3alHH NPEJOCTABIEHIS MOCY1aPCTEEHHBIX H MYHHLHITAIDb-
HBIX yeayr

IpaxTudeckoe 3ausTHe.

AHAJIN3 TOCYAapCTBEHHOM 1porpaMmbr Biiaaumupekoit 061acti "Crudkenne aqMHHHCTPATHBHBIX
0apkCepoB. OYITUMU3ALNS W NORBIIEHUE KAYECTRA PEAOCTABICHAS [OCYIAPCTBEHHBIX H MYHH I IATIBHEIX
YCJIYT. B TOM uMCAe Ha 0a3¢ MHOTO(YHKUHORANLHBIX IIEHTPOB [IPEIOCTABIEHAS TOCYIAPCTBEHHEIX H MY-
HUILHNUILIBIX Yenyr Bo Biajgumupexoit obnactu, ra 2014 - 2021 roaw:".

3. OBPA3OBATEJBHLIE TEXHOJOFUHA

B npenonarannu sucuniuinael «Cepeuciias Oesimeisiiocme UCIIGNE3YIOTCS pasHooOpazale o8-
Pa30BATCIILHBIC TEXHOJIOTHH KaK TPAIMLUHOHHBIE, TaK W C IPMMEHEHHEM aKTHBHBIX M HHTEPAKTHBHbBIX Me-
TOJIOB 00y4enus,

AKTHBHbIC 1 HHTEPAKTHBHBIC METOLBI 0OyUYCHHA:

— Humepakmusnias aesyus (mesor Ne 1-3,6-10,12-16,18,21-24);
~ I pynnosust Quckyccus: (mexwr No 11,]3)
- Ananuz cumyayui (mevst Ne 7,9);
- Pusbop kourpemnsix cumyayuil (mema Ne16,17)
Hpyeove:
— Cevunap 6 thopmame xpyenozo cmona (memot No 4, 3)
Cemunap-nparmuryy (1-3,6,8,10,14-13, 18, 21-24)
— Tpenunz, patoma ¢ mausix zpynnax (mever 19-20)
o Bunguma unousudyatbisix 3adanui (meyor No 12).

6. OHEHOYHBIE CPEJCTBA JJISI TEKYLIETO KOHTPO.IA YCIEBAEMOCTH,
IMMPOMEXKYTOUYHOW ATTECTAIIMH 11O UTOTAM OCBOEHUS]
JAUCHUTUIHHBI 1 YYEBHO-METO/JUYECKOE OBECIIEUEHUE
CAMOCTOSATEJBHOMW PABOTHI CTYJAEHTOR

Texyuwii KOHTpONL yCHEBaEMOCTH (PEHTHHI-KOHTPONDL 1, pedTHHI-KOHTPONL 2, PEHTHHI-KOHTPOIb
3). TunoBbIC TCCTOBLIE 3aMaHNs JUIS TPOBECHHS TEKYLIETO KOHTPOJIS IIPHBE/ICHbI HIXe.



3 cemecTp
PeiiTuHr - KoHTpOIL 1!
Jcce Mo Bonpocam.

1. LleHHOCTH. CO3/1aBaEcMble CCPBUCHOH JICATEILHOCTHEO.

2. llpoananusupyiite moTpeduTeNeM, KAKHX YCIYT BRI 4BIACTECH, U KaKyl0 cyMMY BbI TpaTHTe Ha
pa3HYHBIE YCIYTH MECSLL.

3. Ho BaineMy MHEHHIO, MOXHO JIM [IPHOOPECTH YCIIyTY BIPOK?

4. Pont cepBuca B )KU3HH MHIAMBHIA.

5. Bnusinue cepruica Ha cyap0y U cHacTbe J10/IeH.

6. BIusiHUE ceMbM Ha pazBUTHE CepRHCA

PeiiTunr - koutpoas 2;
Tecruporanue
1. Bee HeoOXomuMble MEPONPUATHA, NpeiHa3HAYEHHBIE 11 GaKTHUECKOTO YIOBICTBOPEHHS CY-
HICCTBYIOIIMUX I10TPeOHOCTEN COCTABISIOT:
1) CepBHCHYIO JISTEIBHOCTD;
2) npaa norpedurenei,
3) connanbHyIo cdepy:
4) 3adoTy rocynapcTra.
2. Ila ppiHKe CEpBHCHBIX YCIIYT (1peoBnaaloT npeAnpUATHA:
1) KpYIHBIC IPCAIIPUATHA IOCYAAPCTBCHOH (POPMBI cOGCTBEHHOCTH;]
2) MeJIKHE HPeTIPUSsTUS YaCTHOM cOBCTBEHHOCTH;
3) KpYUHbIE IPETIPUSTHS HACTHON HOPMBI COOCTBEHHOCTH,
4) MEnKKE APCAITPUSTUS FOCYIApPCTBEHHONH GOPMBI COOCTREHHOCTH.
3. Buepssie 11para notpebures ObLIM IPORO3INALICHE B!
1y 1985 r,;
2) 1941 r.:
3) 1962 1
4y 1970 r.
4. Kakue ycnyru 0THOCSTCS K COLHATBHO-KYJILTYPHBIM:
1) yenyra KynLTypbl, copra, TYpU3Ma, OpraHu3alus OTAbIXA U 1OCYTa;
2) obpazoBaTelbHbIC YCNYTH;
3) YCIIYTH aBTOCEepBHCa,
4) yCIIYFY MHIYCTPHH TTHTaHHS.
3. Ycayra 1o pesyabTar:
1) HCIOCPEACTBEHHOIO B3aUMOAEHCTBHS UCHOIHUTENS HOTPeGHTENS, a TaKKe COOCTBEHHOMH
ACATCILHOCTY HCIOJIMHTEIA YCILYT 110 yIOBIIETBOPCHHIO TOTPEOIIOCTH NOTPCOUTENS YCIyT;
2) TPYIOBOH ACATENBIOCTH, B NPOLECCE KOTOPOI CO3/2eTCs crnenupuueckas noTpeduTebHas
CTOMMOCTb;
3) camopeann3aluy NOKyIaTels;
4) Het BepHOro oTBeTa.
6. HazosuTe noacexrop chepnl cepauca:
1) IPOM3BOJICTBO MATEPHATILHBIX YCHYT:
2} IPOM3BO/CTBO HECMATCPHANLHBIX VCITYIT
3) yupasicHue;
4) coumansioe odcayKUBaAIIHE.
7. Hepeuncnnte kiaccHMKalHOHHBIC IPH3HAKH YCIYT:
I) cTannapTy3npoBanHbie 1 TBOPYECKHE YCIYTH;
2) KOMMEPHICCKHE U HEKOMMEPUYECKHE YCITYTH,
3) YMCTBIC ¥ CMEIIAHIbIE YCIYTH;
4) Bce OTBCTHI BEpPHBIE
8. PuIHOK yenyr - 910!
[} OCHOBHBIE KOMIIOHCIITH MAPKETHHTI A,



2) QYHKIIMH MapKeTHHIa;

3) CErMEHTBE MapKETHHIa;

4) MapxeTUHrORas Cpeja.

9. CepBUCHBIE YCIIYTH OTIHUAKOTCS OT TOBAPOR:

[) HEOCA33EMOCTBIO;

2) onpencieHHON CTOMMOCTBIO;

3} crnocoboM I0CTaBKH HOKYIIATENO;

4) reTcpOreHHOCTHIO.

10. Pazanyuator cneayomue THIbl yeuyr:

1) 11pou3BOACTBEHHBIE;

2} upoheccHoHaIbHBIC!

3) pacnpeAenuTelbHbIE,

4} noTpeOMTENbLCKUE.

11. Ha kako# cTa My )RHM3HEHHOIO LIHKNA YCIYI'H OCYILECTBISKOTCS aKTHBHBIE PEKIAMHEIE

MEPOIPUATHS ¥ 1IpoNaranna:

1) cragun pazpaloTKH yCnyru;

2) cTaaun BHCAPCHHUS YCIYTH;

3) cTanuu pocra norpediicHus;,

4) craj My 3pesIocTy.

12. CTanua HaChILIEHHMS PBIHKA YCIYTOH XapakTepHayeTes:

1) oBocTpenuem 1ponecca KOHKYPEHIHH;

2) nlpeKpanicHUeM 1IPOM3BO/ICTBA YCIYIH H 3aMEHOH ee Ha yCayry-HOBHHKY;

3) HEIIOCTOSHCTBOM KAaueCTBa YCIIYT,

4) aKTUBHBIMH MAPKCTUHIOBBIMHU MEPOIIPUATHIMH.

15. Kakye xapaKTepUCTHKH [IPHCYIHH YCIyraM:

1) HeocsA3aeMOCTD;

2) HCCOXPAHAEMOCTD:

3) HEJIOCTYITHOCT !

4) HEIIOCTOSHCTBO KAYCCTBA.

14. JKn3iieHHBIH UUKA YCIYEH 3TO:

1) MOMEHT nOTpebIeHns YCIyry;

2) BpeMmst C MOMEHTA BLIXO/la YCIYTH Ha PBIHOK /IO VXOJA ¢ PhIHKA;

3) BpeMs OKaszaHMs YCIyrH;

4) HCT BEPHOTO OTBETA.

153, IIpon3sosacTBO 1 110TPESIICHHE YENYT TECHO B3aUMOCBSI3aHb M HE MOXKET GbITh pa3opBaHo BO

BpemeH#. K KaKkoH xapakTepUCTHKE YCIYTH OTHOCHTBCSA 5TO YTBEPKICHHE:

1) HCOCA38EMOCTE;

2) HEMOCTOAHCTBO KAYECTBA,

3) Hepa3pLIBHOCTD NIPOH3BOACTEA U NOTPEOISHNS YCIIyT;

4) BCE OTBETHI BEPHbIE,

3ananue Ne 1.

lIpose;inTe kraccuukannio npeanpusthii cdepbl CepBUCA, OKA3BIBAIOLIHE YCIYTU HACEJICHHUIO B

ropoae Bragumup.

PeliTuHr - KoHTpOIL 3:
INoaroToBka Te3ucoB 110 NpodNEMaM H IEPCHEKTHEAM Pa3BUTHS CEPBHCHOM AESTeILHOCTH (Temartuka
(bOpMUPYETCs CAMOCTOSTENLHO, HCXO/S H3 HAYYHBIX HHTEPECOB CTY/IEHTA)
TpeboBanus Kk 0hOpPMICHUIO CTATEH

[Ipasuna odopmnenus marepuanos: TekcT CTaTby [IPEJCTABISACTCS B BUAE OTACIBLHOTO (aiina B
popmate MS Word.

O6pem nybdaukanun ot 3 10 6 crp., mpndT Times New Roman, kerns (pasMep 6yks) — 14; mex-
HYCTPOUHBIH HuTepBail — 1.5; BRIpABHMBAHHKE TECTA 10 IMHPHHE; MONS: BEPX. — 2 CM, HUXKH. — 2 CM, JIeB. —




3 cM. paB. - - 2 M,

Bes coaepixalnascs B MaTepuanie rpadHka — CXeMbl, GOPMYNBI, PHCYHKH JONKHBI OBITE Mpe-
crasiedsl B popmare JPEG umm TIFF (pazpewenve ne meree 300 dpi). Bee rpadmueckye matepuansi
JOJIKHBI OBITh 03arlIaBAeHbl M NPOHYMepoBaHbl. CHOCKH O(OPMIISIOTCS CILIOIIHON HyMepalHel Mo TeK-
CTY B KBaJpaTHEIX CKoOKax [1]. CIHCOK MHMTEpaTyphl B KOHUE CTaThLH, OOPMAECHHEIH B COOTBETCTBHH C
Tpeboanuamu I'OCT P 7.0.5-2008.

CTpyKTypy MaTepHAIIOB 3MITHPHYECKOTO MCCICAOBAHMA LENecOO0pasHO BBIIEPKMBATE B OOIIC-
MPUHATOH NOTHKE: BBCACHUC B NPOOIEMY WCCIENOBaHUs. OPraHM3allid W METOALI HCCNENOBaHHA, pe-

3YJIbTAThl M UX aHAJIM3. BBIBO,IbI.
MaTepualibl A0KHB! COAepxKaTh aHHoTalHo (300-600 3HakoB ¢ npoGesiaMu) U KJIFOUEBRIC CJIOBA

{(ne donce 10 cnoB) Ha pyccKOM H aHITHIICKOM S3BIKAX.
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8.

Bonpoce! k 3auery:
Posib creprl cepBiica B YCIIOBUSIX COBPEMEHHON MUPOBOI SKOHOMUKH.
OCHOBHBIC BUIBI U CTPYKTYPA JCATCIBHOCTH
Buabl cepBHCHOH JIEATENBHOCTH.
PeabuiiuTauMoHHBI# XapaKTep cepBHCa.
Hcropuueckre 3Talbl pa3BHTHS YCIYT H CEPBUCHOM I€ATETbHOCTH
Yeuyru B cpejiHeBeKoBoM o01ecTBe 3anaanoit EBpomsl.
Posib rocyiapcTBeHHBIX MEXaHH3MOB B PA3ZBUTHH YCITYI,
Cdepa yeayr: tpu dTana pa3BuTHs HHBHIM3ALMY - B AOMH/YyCTPHANGHDIL. HHIYCTPHANb-

HbI} U [IOCTHHAYCTPHAJIBHBIIA.

9.

10.
11.

KH

12.
13.
14.
15.
10.
7.
18.
19.
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Hepro pasBuTHs «HAPOAHBIX PEMCCEI» M KIIPOMBIC/IOBY.
DTanpl COMaTHCTHUECKOrO PA3BUTHSI CEPLI YCIYT.
XapakTepucTHKa CEPBHCHON ACATCIIBIOCTH CTpay 3anaanol EBpomsl 1 CesepHo#t AMepH-

[Tpoueccet uiycTpHaNU3aluy 1 MOAEPHH3ALME PA3BABAIOLIMXCA CTPaH
Knaccudukaliyia TUIIOB U BHIOB YCIYT.

XapakTepucruka ycayr. Matepuansusie yeityrd. COUMabHO-KYIETYpHBIE YCIIYIH
Paznosuanocty yeIyr u nx xapakrepHcTHKA.

JKU3HEHIDIH LIMKI YCTYTH M CEPBUCHOIO NPOIYKTA.

PhIHOK yciryr u ero 3navchue.

MupoBsoit psIIOK yenyr

Cospemennbli pplHOK yeuyr Poceun: cocTosHue, NpobneMbl U MEpPCICKTHBbI pazBUTMSL.
Mojieib KauecTBa yoiyr.

Metonuka SERVQUAL

MeTton « TanHeTBeHHOTO NOKYIIATCS»

MCTONBI OlICHKH KA4eCTBa YCIYT.

MeTob: OUeliKK YIOBICTBOPCHHOCTH IOTPEGHTENS YCIyToil.

ITopsiiox o6pa3oparus CCpBUCHON OPraHH3aAIIHM.

D PeKTHBHOCTD CCPBUCHOM IEATENBLHOCTH 1 €€ OLICHKA.,

KauectBo yeayr, IpeiocTaBnseMblx TPEAIPHATUAMH chepsl cepprca B r. Bnanumupa
Kitaccnpuxaiust cepBHCHBIX npe/ITPHATHIA.

CyOBeKTsl MAIIOr0 M CPEJIHErO NPeAllpHHHMATENECTRA W MX 3HAYEHHE B CEPBUCHOH 3KO-

Dpanuali3uir B TYPHIME.

Bonpocel camoctosiTesIbHOI PadoThI CTYAEHTOB:
[oTpeOHOCTH KaK HCTOUHUK AKTHBHOCTH JIHUHOCTH.
DopMHpoBaHKe NOTPeBHOCTEH B YCIOBUsX OBILIECTBA MACCOBOTO MOTPEONEHUS.
Horpebuocts yenoreka B 00MIENNH: PealIbHBIC H BUPTYaIbHbIE GOPMBI peanu3alium.



4. CouHanbHbIe CCTH Kak CpCACTBO YCTAHOBIACHMA H I1IOJACTIKAHNSA COUUAIBPHBIX CBsA3EH: Io-
HATHE. PA3BUTHE, HpO6H€MbI.

5. Ponb counansueix ceTell B yIORICTROPECHUH TOTpeOHOCTE! YeTOBeKa B CAMOBBIPAKEHHH.

6. PaznoBuiiHOCTH NOTPeOHOCTEH W UX OTIHYHTENLHBIE YEePThL ]

7. XapakTCpHUCTHKa 0a30BLIX NOTPEOHOCTEH M MX MeCTa B pasHble NEepHOIbl )KHIHEASATETh-
HOCTH YCIIOBEKA.

8. OOpPMUPOBAHUE U PA3BUTHC TOTPCOHOCTH B HOBBIX MH(OPMAIHOHHEIX TEXHOIOTHAX

9. GopmMHpOBAHKE IOTPEOHOCTEN B YCI0BUAX 0OIIECTBA MACCOBOTO MOTPEOICHHA, IKOHOMH-
YeCKHE BO3MOMKHOCTH HX YJIOBICTBOPEHUS. .

10, Konrakrnas 30na CepBUCHOR OpraHu3aliiM, €¢ BHIbl M COCTABJISIOUME (HA IPHMEpPE KaKo-
ro-11b0 CEPBHCHOIO I1PEIIIPUSATH ).

Il.  Marepuanmszauns Ipolecca o6CTYKHBAHUA U ee PoJib B 00ecreyeH KOHKYPEHTOCHO-
CODHOCTH CCPBUCHON Opramn3aluu.

12. [IpaxTHueckoe MCnosL30BaHNE METOAOB M MO/ICIICH NTPOSKTHPOBAHHS M AHAIM3A IpoUecca

0OC/IVIKHBAHHS.

13. GopMupoBaHUe 3BeHE KIIPOU3BOIANTENH YCIAYT —HOTPeBHTENIN»
14. Pojib  HaUMOHANLHEIX, PErHOHANBHBIX, 3THHYECKWX, AEMOTPAPUYECKHX H IPUPOLHO-
KJIMMATHYECKUX OCODEHHOCTCH 11a pa3BHTHE CEpPRUCA

15, DakTopbl. 3aMCAAIONIAE IBOIIOLHOHHPOBAHUE CEPBMCHON NeATEILHOCTH PA3RUBAFOLMX-
¢l CTpaHax
16.  Jlmsepcudkaimug cCpBUCHON JeSTe/IbHOCTH

17. BupryajibHoe pplHod1Oe IIPOCTPaHCTBO.
i8. MeTo1 KpHTHYSCKNX Cnyyaen
19. Meron Karno
20. [TouaTue «cereBoro MapkeTHHray
21. O6nauHbli cepBuC.
4 cemecTp
PeiiTunr - kourpoas 1:
Fonaroroeka noxnana

Hpumepnaa memamura doxnadoe

(ModICcem Bblme paCUpena ¢ yuemoM umepecos cmyoenmog)
1. MeTtoprueckoe passuTHE CEPBUCHON ICATEILHOCTH H OCOBEHHOCTH €€ CTRHOBIEHHS B CO-
BPEMEHHOM MHUpeE
2. ANajin3 CCPBUCHOH JICATENBHOCTH Ha NpeIupustun cdephl Typuima (Ha NpUMEpPe KOii-
KPETHOI'O NIPEANPUATHA IO BHIGOPY CTYUEHTA)

3. MuTepHeT-cepBUCHl B CEPBUCHON IEATCIBHOCTH

4. Mudopmanmonnpiii cepruc: npofieMbl U IEPCIECKTHREL PA3BUTHS

5. I'noSanbible HHGOPMAIHOHHBIC CETH M CEPBUCHAS ACATEIBHOCTD

6. CepucHas JeITeNBHOCTD B YCIOBUAX INOOATM3AUNM: TEHACHIHH H NEPCIEKTHEL

7. bpenanposannc Kak MHHOBALMOHHBIA WHCTPYMEHT NPOBMIKCHMS MPOLYKTA CEPBHCHOMH
JESITCALHOCTH

8. Himosanuu B cOUMOKYIBTYPHOM cepBHCe

9. Ppanuali3uir kak popma Oprasi3aliHK MaToro Gu3Heca B CePBUCHON NEATENLHOCTH

10.  Kopnoparuenas KyIsTypa B CEPRUCHOM AesTeILHOCTH
11. Bimsuuce naunonanbHerX (perHOHAIBHBIX, NPHPOAHO-KIMMATHYECKHX) OCOBEHHOCTEH Ha

OpraHHu3allHIo CCpBUCA



12, CepucHas 1eATEIbHOCTL KaK GAKTOP KOHKYPEHTOCIIOCOOHOCTH Mpe/IIIPUATHS CEPBHCA

13, Ceppuc Kak coumanbHbiil heHoMeH

14, CepBHcHas IEATENBHOCTb KaK CIIOCOd YIOBNETBOPCHHS OBUICCTBEHHBIX IOTPeOHOCTEI!,

15, M3mepenue poitd CEpBHCHOH AEATENBHOCTH B YKOHOMHYECKOM M OOIIECTBEHHOM pa3Bu-
THH.

16. CcpeHenas JesTeNbHOCTE KaK YacTh COBPEMEHHON KyAbTYPbL.

17. OcoBeHHOCTH pa3BHTHS CEPBUCHOI ACATENBHOCTH B COBpeMeHHoH Poccuu.

18, Opranuszanus cepsuca Bo BiaiuMHPCKOM peFrHoHe: IPOBIEMbl U NEPCHEKTHBLI PA3RHTHS

19. KauecTBo, Be3011acHOCTb YCIYT H KYJIbTYPa CEPBUCHOM IS TEILHOCTH

20.  CneuuaibHble HPOrpaMMEI TOAJLHOCTH IUIHCHTOR

21, PazsuTue chepol nperocTaBiens rocy1apCcTBEHHbIX H MYHHIUIIANLHEBIX YCIYT

22. bu3Hec-uHKYOATOPBI KaK MEXaHU3M Pa3sBHTHA MAJIOro Ou3Heca Poccun

23. [loBbittenue G GHeKTHBHOCTH YIIPABICHAS IPE/INPHATHAMY COCPHI TYPH3MA M CEpBHCA Ha

OCHOBC BHEJIPEHHSt HHPOPMANHOHHBIX TEXHONOTHH
24, OOGnaynelif cepBUC Ha IPSANPUATHIX BraauMupckoli obnactu

23. bpenauposanue yeayr kax cnocod npoaBuKeHus yCIyr
26. Tennennny pazsuTHa peIHKa 00pA30BATEIBHBIX VYT
27.  CucreMa cOUMaNbHBIX YCIYT B COBPeMeHHON Poccun

Tpebopanus kK ohopMaennio 1okaaa

Teker joxnaga nomked ObITh HaOpaH B TEKCTOBOM pedaxtope MS WORD, ofiee kolIHuecTso
CTpaH#Il 1I€YATHOTO TEKCTA - He MeHee 5, Times New Roman 14, unrepsan, 1.5.

Hoknajn noibkna MMCTh THTYNBHBIH JMCT ¢ HaumeHoBanuem BV3a, Kageupsl, TEMBl 10KNana,
bOHUO CTYICHTa H npeno/jaBarciiga; MecTa Halmucakttia ¥ rojaa.

CTpannier 0KHEL GBITh 1IPOHYMEPOBAHBL; 00A3aTeNbHBl MPABHIBHO OGOPMICHHBIE CCHUTKH
BHYTpU TekcTa. [Ipu MCII0b30BaHHH HCTOYHHKOB CEAYCT B CCBUIKE YKA3BIBATHCS MCTOUYHHK 3aUMCTBO-
BatHks. ClIIMCOK MCTIOJIB30BAIIIION JIMTCpaTyphl 00s3aTelcH.

Peditunr - kourposs 2: kKourposibHag paGora
1. HazosuTe [IpUuMHbI, NPENATCTBYIOUME 0OPAIEHHIO HIOTpeOUTENeH A0 TIOCEIIeH S npei-
NPUSATHS CEPBHCHOTO 00CTYKUBAHHA

2. HasoBure npuusnbl, npenstcrByronme ofpatieHnio notpeGHTeNeH moche HOCRIIeHNs
HPSTPHATHA CEPBUCIONO 0OCTYKUBAIIN

3. Hazosure [pHUKHLL, NPENaTCTRYIOMmHE OOPAIEHUIO TIOTPeBGUTENCH BO BpeMs OKa3zaHus
YCIIYTH

4. HaszoBuTe NDUHIMILI OPraHM3alkd ODCIYKUBAHHIO NOTpeOHTENe U KOMIUIEKS Mepo-
NPHUATHH, HAIPABJIEHIILIX HA DEATH3AIIMIO ITHX NPHHLHIIOB.

3. llepeyucanTe dhakTopsl, Biustomme Ha paboTy ¢ TOTPEOUTEIEM

6. [epeuncnure sagaun HOT

7. Hcpeuncanre pynkunn HOT

8. HTO BKITIOUAET Opranu3aliis TpYJI0BhIX [IPOLECCOBR?

9. Kaxkue sranst HOT Beipessior B Poccun

10. € xaKkMMHU HM3BECTHBIMU MCCIEHOBATENAMH, MPOMBILIITEHHUKAMY CBA3AHO Pa3sBHUTHE LHKOJIbI

HAYYHOIO VIIpaBieHus?
11 Kto u3 uecneyopatenedt npodiaeM opraHu3alHOHHOTO [IOBEICHUS U YIIpaBIeHUs B IPOH3-
BONCTBEHHBIX OPraHU3allMax BHEC OFPOMHBIA BKJIAL B PA3BHTHH 1IKOJIbl KYCIIOREUECKHX OTHOILEHWH»?

12, Kaxue yciyru 1eMOHCTPHPYIOT BBICOKHIT yPOBCHD HHHOBALMIT?
13, Kakue yciyru 4eMOHCTPHPYIOT HH3KHH YPOBEHb HHHOBALMH?
4. HasoruTe Moaenh ynpamiieHHs HHHOBAMAMM XapaKTEpHON Ul OPrasHM3alUmil HE3KOTEX-

HOJOIHYHbLIX YCIIVI.



I5. HazosuTe MoJienb YIIPaBICHHS UHHOBALMAMY XApaKTEPHOH ISl KPYIIHBIX U TEXHOEMKHX
KOMMaHHH.

16. Kaxoe mecTo 3aHumaeT Poccuu B peHTulre cTpal 1Mo HHHOBAWSM B MUpe?

17. HazopuTe hakTophl YCOCIUIHOCTH CEPRUCHEIX MHHOBANHKT

18.  [lepeuncnure Kakue ¢ BalicH TOUKKM 3PCHUS HANPABACHUS YCIIYT, MOIB3YIOTCH 3aBHBIM
COPOCOM B LiocheaHue 2-3 roja

19.  Kaxue Gopmbl 0OCIyKUBAHKMS OTHOCATCA K IPOTPECCHBHBIM?

20. B uem 3akinrogaeTcsd cyuIHOCTH NpoheccHOHANbHOH oTUKY pabOTHHKOB 00CHy KUBAHMS?

21. Kaxue Tpcbosauus npodeccroHanbHOH 3THKH NPEABABRSIOTCA paboTHHKaM oBCTyXKnBa-
nus?

22. B uem 3akio4acTes MOHsATHE 3TUYECKOR KYIIbTYpe cepiuca’?

23. Uro priltovactces B 00IIMe NpaBkia ciyxebHo#i KynsTypsl?

24, llasosuTe OCHOBHBIC NIpaBuia TejieGOHHOTO JTUKETA

25. Yro BrmrovaeT B ceds maMaTKa [0 KyJbType 00CIyKHBaHNS?

PeiiTunr - koHTpoae 3: 3amTa npeseHTani
Hpumepnaa memamura npezenmanuii
(MOHCEn DbLMb PUCUPETNA € YUETOAM UHMEPECOG CHIYOEHMOE)

1. OcobenHocTH opranu3altuy KOHTAKTHOM 30HbB! IPEANPUATHH CEpRUCA.

2. [lcaxonoruyeckoe acnexTs nporecca 06CyKHBaHus.

3. Cuenndrixa o6cIy>KHBaH#s PA3HBIX COUHANLHLIX TPy

4. TpOH3BOACTBO YCITYT M CEPBUCHOTO NPOIYKTa. [IpOU3BONCTREHHBIE ACITEKTH IPOLEcca obeiy-
’KMBaHHA.

5. CeprUCHBIC YCITYIY ABTOCANIOHOB

6. BsanmoneiicTeue ¢ notpeGuTenem yeayr Kak ynpaBicHUSCKAs 3a/1a4a.

7. CnenmansHbie 1POrpaMMbl NOSILHOCTH KIMEHTOR HaHKa

8. Crpaxorble yCIIyrH

9. CoBpeMEHHBIN CepBUC B FTOCTHHHLAX, OTCAX

10. Prinok ycoyr

[1. Yenyru anst 6usneca (b2b)

12. PBIHOK TpaHCHOPTHBIX YCIYT

[3. Yenyrn aina siercit: On3uce uien B chepe passieyenuit 1 06pasoBaHns

14. TlonesHble cepBHCHI IS CTAPTAIIOB

15. Opranusanus cepBrca ¢ YUMCTOM HALMONAIbHO-PErHOHAIBHBIX 0COBEHHOCTEH 00CTY)KHUBaHUH.

16. Opratusaums ceppuca B rOCTHHHIAX BilaiuMUPCKOro peruoHa: mpobieMsl U HEPCIIEKTHBBI
Pa3BHTHA.

17. Biinsiiiue NpoBeIecHEs MEKAYHAPOIHBIX MEPOIIPHATHH Ha pa3BHTHC Bragumupckoro peruona.

18. MirrepakTuBHbIe CHIOCOOb! B3aHMOACHCTENA € NOTPEOUTCISMU SKCKYPCHOHHBIX YCIIYT.

19. busnec-nieu B chepe yeayr.

20. 'MC KKX: cepsucel 1ns norpebureeii.

Tpebosanns k odopmiaenuio npesenrannu
Teket npesenTanny (06IIee KOMWYECTBO CANWAOB OT §) MOMKEH OBITH HabpaH B TEKCTOBOM pe-
aaktope MS POWER POINT.

IlpesenTanns AojoKHa MMETH THTYJIBHBIN JHCT ¢ HanMeHOBarueM BY3a, kabeapsl, TeMbl npe3cH-

Tatiny paboTel, PHO cryiienTa u npenonaBatels; MeCTa HAMMCAHHS U IOJIA.
Crnaib! 107KHB! OBITE TPOHYMCPOBAHDI; 00A3aTENbHb] IPABHABHO 0(QOPMIICHHBIE TOCTPAHUYHBIE
CHOCKH WJIM BHYTPH TEKCTA,



BaHHA.

IIpH HCIIONB30BaHNM HCTOYHHKOB CIIEAYET B CHOCKE HJIH CCBIUIKC YKa3biBaTh HCTOUYHHK 3aWMCTRO-

O S T LN S T N I

6.

Bonpocer k 3Kk3amMeny:

CepBHCHas 1eSTebHOCTD H ee 11eJH,

CepsucHas nesTenbHOCTE Kak Gopma yI0BIeTROPEHHS NOTpebHOCTEH|

Poitb ceprl cepBrica B YCIOBUSIX COBPEMEHHOM MUPOBON IKOHOMHKH.

CepBHC U ero BHibI

Metopudeckye aTallbl pa3BUTUS CEPBUCHOMN IeATEALHOCTH

Ponte cemby B YZIOBIETBOPEHHH NOTPeOHOCTEH TOPOIACKOTO HACENEHHS B IOCYNApCTRax

Jpeerero mupa 1 CpeIHUX BEKOB

7.

Céepa yenyr: Tpu 2Tana pa3sBUTUSA HMBHIM3ALMH - B JOMILYCTPHATBHBIH, HHIYCTPHAID-

HbIH U NOCTHHYCTPHAJILHBIMN.

8.
9

10.
1.
12.
13.
14.
15.
16.
17.
18.
19.
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CepaucHas JeaTe/IbHOCTD B Pa3BHBATOIINXCS CTPAHAX MHpa
CepBucHas NeATENIbHOCTh B PA3BUTHIX CTPAHAX MHDa

Oco0eHHOCTH cepBHCHON JeaTepII0CcTH B PoccHu

OrevecTBeuHbIE YCIYTH: OT TPAAUUHOHHBIX (GOPM K COBPEMCHHBIM

Yenyra kak cnennduueckuii IpoayKT CEpBUCHOM JIesITENBHOCTH
XapaxkTepUCTHKA MATEPHAJIBHBIX YCIYL

Oprauunsauus obeny:xuBanus norpeGureneil ycayr

DTansl pa3uTHA 32 pyOeKOM HAyYHOM OpraHu3aliy TpyIa

Dtatier passutus B Poceun HayuHOW opraausauuy Tpyia

Opranysanus TpYJI0OBBIX IPOIECCOB Ha MPEANPUATHIX CepBUCa

Buptyansiioe u peasibHOE pLIHOUHOE NPOCTPANICTRO

Hosble Busibl yenyr

[Iporpeccurnsie Gopmbl 06CTyRRBAHUS

Mndopmalinonnslii cepeuc

Opranusanms pabodero MecTa Ha NIPeIPUATHH CepRUCa

WMunoBanuu B cepBUcHOM JICATeILHOCTH

Mnnosanmu B chepe Typusma u cepeuca

Knaceudukanms tunos v Bunos yenyr

JKusHenHell nMKA YCayru U cepBrCHOro NpoaykTa. [lodsTe, (pa3bl KHU3HEHHOTO LIHKIA

HX ceuHQpuKa.

IIHH.

27.
28.

29.

DeHHOCTH

YCIIYT

30.
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Cepsiictas oprauusalius, €8 0CHOBHbIE XaPaKTEPUCTHKN.
IlpousoncTBo 1 mpefocTaBIEnHe YCAyT KaK OCHOBA MEATETHOCTH CEPBHCHBIX OpraHuza-

BosneficTBue 3apy0exHBIX QUPM Ha MHHOBALHOHHBIE OTCYECTREHHDIE MPONECCHI, X OCOo-

F IMMOCHICICTBHS.

Mousitne ceprnduranmu yeuyr. Obs3arensras u 106poBoNbHAS cepTHdHKanys B chepe

«KOHTaKTHas 30Ha OOCTYKUBAHHS», CC HA3HAYeHHE H QYHKIHOHATBHBIC 0COGEHHOCTH
BHIEBI KONTaKTHBIX 30H U UX XapaKTEPUCTHKA

[pocTpancTso KOHTAKTHON 30HbL. [loHaTHs «Gak-ofucy 1 «(QpoHT-0duUCH
Kynprypa obtuenus ¢ kiuentaMu

Kanobnr 1 KOHGIUKTLI P OBCTYKUBAHUK KIUEHTOR

[Tporusopeuns ceppUCHOI AeaTenbHOCTH

Upuruuus adpexTUBHOrO peluchng KOHGAMKTHBIX CHTYauuH

Posib n mecto Poccun B cepe MeKIynapoHoi TOProBi yenyramu
Prinox yernyr Bnaaumupcekoit obnactu

KauecTeo v oneHka kauecTra yenyr

Mouesnb kauectra yciyr

Db PeKTHBHOCTL CEPBUCHON NEATENLHOCTH ¥ €€ OI[eHKA.



43.  llpotheccronanbHOE NOBEACHHE H 3TUKET HA MPEANPUATHIX CEpPBHCA

44, Konexce npodecCHOHAIBHOM THKH

43. JTHKa U 3THKET TeHAcOHHOrO Pa3rosopa.

46. DTHKET COCTABICHHKS IEJIOBLIX [THCEM

47.  D1uveckre npodnemMs! HHOPMAITHOHHOIO CEPBHCA.

48.  OCHOBBI HOPMATHBHO-IIPABOBOTO PETYMPOBAHUS CEPBUCHOM AEATEILHOCTH

49. Honstue ceprudukauny yenyr. Obssatensias » 1o0pososieHas ceptudukanus B chepe
VeIIyr

50.  CepeucHblil pparuaizuur,

51, Tuner norpeOuTeNcH (KIXEHTOR) ¥ B3aUMOAEHCTBHE ¢ HUMU

52, MudopmalnoHHBI CCPBUC U HHTEPHET-3KOHOMUKA,

53, lludpoBu3aius yciIyr # pa3BHINE dJICKTPOHHBIX CCPRUCOB.

54. ABTOMaru3alms OM3HCC-IIPOHECCOB B cepe VCayr.

55. {puniuns! oprann3auuu 00CTYKUBAHUIO NOTPEOUTENS.

56. Knacenduxanus v xapakrepucTuka hopM obCTyKupaHus norpebuTened: mo MectTy oka-

3aHUA YCIIYT, COCoDy NpUeMa 3aKa30B Ha YCIIYTH, CpOKaMm MCIIQJIHEHHS 3aKa30B, 10 METOJAM OpPraHH3a-
MK B3aUMOACHCTBYS ¢ noTpedurenem, 1o crocodam pacuera, KOMINEKCHOE 00CTYKIBaHHE.

57. [lousTus v BUJIbI TYPUCTCKUX M 3KCKYPCUOHHBIX yeayr. ONeHKa ¥ KOHTPO/Ib KAYeCTBa Ke-
MOJTHEHUS TYPUCTCKMX U IKCKYPCHOHHBIX YCIIYT.

38.  Veanyru MHIYCTPUU PasBiedeHns U CIopTa

59. ObcitysxnBanue TypuCTOB M HACE/ICHHS B CPEJICTBAX PA3MEILCHMSA, HA NPEANPUATHIX 00-
HISCTBCIINOIO NUTAHKA. B KVIILTYPHO-Pa3BIICKATCIILHBIX YHUPEHKACHHAX

60. Cepsuciioe 08CHy)UBAHUE AEIOBBLIX MEPOIPHITHH M KOHIPECCHO-BLICTABOUHON JEsTe/b
HOCTH

61. TpaucnopTHeIC yCIyru Ho NepeMetIeHHIO TACCAKUPOB, MaTeEPUANTbHEBIX HEHHOCTEH.

62. bezonacnocTs M KaueCTBO TPAHCTIOPTHBIX YCIIYT.

63.  Texuonorus oxasanus yciuyr B cepe HEABHKUMOCTH, B CIyK6ax cepruca, YIOpaBASIONIMX
KOMIIAHHUSIX, OOCIIY)KHBAIOLIMX KHUIIBIC H HICIKUIBIC 3/laHNs 1 COOPYKEHUS, OOBEKTHI HENBHKUMOCTH.

64. OcobennocTr OKazaHus JKHIHIHO-KOMMYHAIBHBIX YCIYT. [IpefocTaBieHHe KOMMYHAIL-
HBIX YCJIYT CODCTBEHHMKAM M 110/T630BATEIISIM [IOMRIICHHH B MHOTOKBAPTUPHBIX JOMAX ¥ JKHIBIX JOMOE.

65.  llonaTrHe n OCHOBHUbIE NPMHIMIIEI NPEAOCTARIEHHS (OCY1APCTBEHHEIX B MYHHIIHIIATBHEIX
YCIyT,

Bonpocer camocTosiTensHoit paboThl CTYXEHTOB:

1. HenecooGpa3HoCTh HCMOMB30BAHMS TPAAMIMOHHOIO ¥ UIHPOKOTO NOJXOI0B K OICHKE s dek-
TUBHOCTH PA3JIMYHBIX BUAOB CEPBHCHOM JIESTENBIOCTH.

2. K/IHEHTOOPHEHTUPOBARHOCTD: POIID M 3HAYEHUE B TIOBBINEHUH 3 ¢eKTHBHOCTH CEPBUCHOH Op-
raHH3alUH.

3. CoBpeMeHHas 3KOHOMHKA KaK KAMEeHTOOPHEHTHPOBAHHAS YKOHOMHKA.

4. OcHoBHBIE [IOAXOABI K OUEHKE HPPEKTHBHOCTH M IIPAKTHKA MX UCIONB30BAHHA B CCPBUCHOMN
JICSTENILHOCTH.

5. HoBas duiocodhus auzaiiHa «ycnyry,

6. [lpuumnHbl Heynay HIPOABMIKEHHS YCNYT HaA PBIHKE M CNOCOOBI HX YCTPAHCHMS

7. KioueBble (hakTopsl KMHIKA

8. DTHKA H 3THKET TCACHOHHOrO pasroBopa

9. DTHKET COCTaBNCHUS JICIIOBLIX TUCEM

10. Obuienne 1 B3aumMoiefiCTBUE € KITHEHTAMM B KOHTAKTHOM 30He

I'l. KoHCTPYKTHBHBIC 110CHCCTBMA KOH(DIMKTHOH CHTYAIlM¥ KaK HOBOE KauyecTBO OTHOUICHMI
YIIpaBJICHHUS.

12. [lo3uTHBHBIE NOCICACTEUS BHUMATEILHOIO OTHOIICHHS K KalobaM.

13. Yenyru HuiycTpin passicueHus U ClopTa

14. CepBucnoe ofciyKHBaHHE JETOBBIX MEPONDPHATHIA

15. Ceppucnoe obcity:KHBaHHC ICOBBIX MEPOIIPHATHI



16. CepBucHoe 00CIYKHBAHUE KOHIPECCHO-BBICTABOYHON AEATENLHOCTH.
DoH OUEHOUHBIX CPEACTB IS NPOBCICHUA aTTECTAllMH YPOBHS CHOPMHPOBAHHOCTH KOMIICTCH-
1IHH 00y4aIOLIMXCS TT0 TUCIUTUIMHE 0(OPMIIIeTCs OTAENBHBIM JIOKYMEHTOM.

7. YHAEBHO-METOJIUYECKOE H HH®OPMAIIMOHHOE OBECIIEMEHUE JAUCHHIIJIUHBI
7.1. Klmroqﬁrecneqemmﬂb

Hanmenosanme JIVHTCpa'I‘ypr:vaBTOp, HA3BAHHE. lop KHHIMOOBECITEYEHHOCTb
BU/L W3MaHKR, H3RATEALCTEO M3NAHKA s nuuecTro | Hanudne B ANEKTPOHHOIM Oud-
JKIEMILISAPOB nuoteke Bal'Y
W3naHui B
Subnuoreke
Bnl'Y & co-
OTBETCTBUM C
PIr'oc BO
B ) I 2 3 4
OcHosHas nuTepaTypa
1. Pynenko JLJL. CepBucHag AcSTeNbHOCTD 2019 http://www.iprbookshop.ru/83
[DnexTponnbiit pecype]: yuebuoe nocobue/ Py- 149 htm]
Jenko JLil— DRexTpoH. TeKCTOBbIE 1aHHbIC. —-
M.: lawkor n K, A ITv 3p Menaua, 2019 -
- 208 c.—
2. Pomanosuy JK.A. CeprucHas nearesis- 2018 http://www.iprbookshop.ru/85
HOCTH [ DJ1ekTPpORHBIN pecype]: yuebnuk/ Poma- 647 .html

Hosuy KA. Kanauer C.J1.~ DnexTpoH. Tek-
CTORBIC JaHHbie— M. Jlaiukos u K, 2018 —

o 2®de— _

Jononnurenshas nureparypa
3. Bunorpanosa C.A. Opranusauug ¢ 2019 http://'www.iprbookshop.ru/83
MIAHAPOBAHUE  NEHTENBHOCTH  MPEANPUATHI 130.html

cepBuca [ Dsiektponnsii pecype]: yuebGHoe tio-
cobue quis daxanaepor/ Bunorpaaosa C.A.. Co-
pokuna H.B.. Xaanosa T.C.— Dnektpon. Tek-
CToBBIC daHHble.~— M.: Jlamkos u K, A [Tu Dp
Menma. 2019.— 207 c.

4. Hopwman, B. H. MewnekmenT B Typusme 2619 https://biblio-

M ceppuce. Pecypcbl KOMMEPUECKOH opranmsa- online.ru/bcode/432216
UMK yuebHOe Nocodue 118 aKaJeMHUYCCKOTO
Oaxanaspuata / B. H. Jlopman ; noj uayunoit

peaakumel H. P. Keapuesckoi. — Mockea

Mspateasctso Hpaitr. 2019 ; Exatepunbypr :

Hzn-go ¥Vpan. N . ]
5. Cepeuc:  opranvzauds,  ynpaeieHue, 2019 hitp://www.iprbookshop.ru/85
MapKReTUHT  [DJeKTpolumill  pecypc]: yuchuuk 432 html

/s Dakanaspoe/ E.H. Bonk [u ap.]— Dnek-
TPOH. TEKCTOBbIC llanublie.~- M.: Jlauikos u K,
2019250 c.
6. Manswnna H.A. Cepsuconorus: no- 2019 http://www.iprbookshop.ru/83
TpebuocTH uesoeka [DnekTponnstit pecypel: 145.html

y4edroe nocobue ans Gakanaspos/ Manbuinua
LA Epmakosa H.M. — Dnextpon. Tekcrossie
Aannble.— M.: Jlawkos v K, Adi [lu Dp Mesna,

720J9tﬂ ] 44 <.
7. F'updanosa JI.P. HuHosanvonnas w 2019 http://www.iprbookshop.ru/
NaTCHTHAS  JIEATCNBLHOCTL [ DNIEKTPOHHBIN  pe- 83266 .htiml 1

_ceype|: yuebno-metopuucckoe nocobue/ 'npda-




| Hosa JL.P— uéhﬁexrpon. TCKCTORbLIC JIAHHbLIC.—
Caparos: Aii [1u Dp Meana. 2019.--- 96 c.

8. Koporkuid C.B. MHHOBaUMOHHBIA Me- 2018 http://www.iprbookshop.ru/72
HEJLUKMEHT [DnexTpounniél  pecype]:  vuebuoe 356.html

nocodue/ Koporkuih C.B.— nexkTpou. TekcTo-
BbiC aHHble.—— CapaTor: Byzosckoe obpasora-
 Hue, 2018.— 241 ¢,

9. HMeanor A.P. PecTpykTypu3saiina chepsl 2016 http://www.iprbookshop.ru/
yvenyr JKKX [Dnexrponnsiii pecype]/ Meanos 41360.htm!

AP~ DNexkTpoH. TekcTOBbiE naHHbie.—— M.:

Anbnuna MNabnumep, 2016.— 200 c.— ]

10, Cucremsl  MacCoBOro  OBCAYNHBAHMA 2012 http://www.iprbookshop.ru/
[InckTpounelil pecype]: MeToaMuecKHe ykasa- 17695.html]

HHSl K CEMMHAPCKUM JaHSTHAM MO AHCUMILIHMHE
«CepBUCHAsA AEATENbHOCTEY — DNEKTPOH. Tek-
CToBbIC Aantble— Jlunenk: Jluneuxuit rocy-
NapeTBEHUBI TexHUueckHH yHusepenteT, DbC
_ACB, 2012.—24 ¢

7.2. llepuojntcckie H3naHus

1. Menemkment B Poccnn 1 3a pybexom://www.mevriz.ru (nara oOpawenus: 08.06.2016). 3.

2, Cepsric B Poccun n 3a pyGexom: caiit ceTeBOro HayyHoro xypHana. — http:/service-
rusjournal.ru/

3. Poccniicknii xypHan menemxMenTa. HayuHo-HeciedoBaTenbekuit kypuat. Mamas 1o

uinnHaTtkee Beicied mxonsl menepkmenta CII6IY : https://rim.spbu.ru/
4. Hayunpiit sxypran "CEPBUC PLUS": http://philosoph.ru/
5. Kypnain o kimentekoM onbite «Tepputopus kiuentan-http://tkjournal.ru/

7.3. Untepher pecypcsl

1. Cucrema Koneynbrantllmoc - http://www.consultant.ru: (®enepatsusii 3akon "O6 oc-
HOBAX TYPHCTCKOH jleATEeNBHOCTH B Poccuiickoit @ejepaunu” ot 24.11.1996 r. N 132-®3, 3akon Poc-
cuickod @encpaunu or 07.02.1992 N 2300-1 (pex. ot 18.04.2018) "O zammre npas norpebuteneit”,
Denepanbhblil 3akon oT (05.02.2018 N 16-®3 "O BueceHUn U3MEHeHHH B Denepanbusiil 3akon "O6 oc-
HOBAaX TYPHUCTCKOK AcaTeibHOCTH & Poceuiickoil Penepaunn Meepanbhbiii 3akon ot 27.07.2010 N 210-
@3 (pea. ot 01.04.2019) "O6 opraHM3aUMK MpeIOCTaBICHHS FOCYNIApCTBEHHLIX H MYHULMIANBHBIX yC-
siyr” @ejpepanbipiit 3axon "O Tpancnopraoit Gesonacuoct” o 09.02.2007 r. N 16-03 , [locTanosienue
Ipagureaserra PO ot 09.10.2015 N 1085 (pen. o1 30.11.2018) "06 yrBepuaeHuH Ilpasun npenocras-
JICHHS TOCTHHWMHBIX yeuryr B Poceuiickolt @enepauun”, Iocranosienne [paputenscrsa PO ot 6 Mas
2011 1. N 354 O npe1octar/cHUM KOMMYHUIBHBIX YCIYI' COBCTREHHAKAM H MOTB30OBATE/IAM [IOMELLCHHI
B MHOI'OKBapTHPHBIX 10MaxX d JKMIBIXN JOMOB (C u3MeHenuamm Ha 9 ceutsGps 2017 roma), TOCT P
50691-2013 Yenyru nacenenuio. Mosiens cueTemst obeciievenns xageersa yeuyr, TOCT P 52113-2014
Yenyrn nacencunio. Homenknarypa tokasareneit kauectea veayr, 'OCT P 54599 — 2011 Yenyru
CPpC/ICTB pasmculenns. Obmue TpeGOBaHKA K yclyraM CaHaTOPHEB, MAHCHOHATOR, LCHTPOB OT/IBIXA.
FOCT P 53524-2009 Kourpeccrast nesteibnocTs. TepMuitsr # onpe/etenus, TOCT P 50681-2010 Ty-
pucTckue veiyru. lpoextuposatine rypuctekux yenyr).

2. Onexrponnas 6ubuorednas cuctema BiajguMupekoro I'OCYJIapCTBEHHOTO YHUBEPCHUTETA -
http://library.vlsu.ru/

[ DnexTponHas OubnuoTeunas cuctema [PRbooks - http://www.iprbookshop.ru

2. MHHHCTCPCTBO CTPOMTENBCTBA M SKHITHILEHO-KOMMYHANBHOTO X03siicTRa Poccuiickoi de-
Aepauny - http:// www.minstroyr{.ru
BejepasibHOC areHTCTBO 110 Typusmy P https: /www.russiatourism.ru

LUp)

4. AlMUHKCTpauusa Biagumupexoit o6nacty - https://avo.ru/main
5. Gepepanna Pectoparopor n Orenbepos (GPuO) - http://frio.ru/
6. I'MC - JKKX - https://gis-zkh.ru/



7. Hurepner sxypnan «Hotelier.PROw» - https://hotelier.pro

8. MATEPHAJIBHO-TEXHUYECKOE OBECIIEYEHUE JUCIIUILIAHLE

Jlnst peaymsaumy namHOR AMCIMIUIMHBL UMEIOTCS CHEIBATbHBIC MOMELIEHUS U1 MPOBEICHHS
SAMATHR  ICRYUOHHO20  MUNG,  3QUAMUT  ADUKIMUNECKO20/TAB0PAMOPHOZ0  MUNd,  2PYANOSLIX U
UHOUGUOVUALNBLX KOHCYTbMAYUT, MEKVUe20 KOUMPOIS U APOMENCYMOYHON ammecmayul, d MaKice
nostewenus. O CaMoCmosmenbHol pabomel. ayIMTOPHK, OCHALIEHHBIC MYy/IbTHMEAMA obopynoBanuem.
KOMITBIOTEPHBIC KJACChE ¢ JOCTYTIOM B MHTCPHET, ay/uTopun Oe3 cnel. o8opyaosanus.

Hepeueuns ue110:163yeMOro JIMIICH3HOHHOIO MPOIpaMMHoro ofecneyenus: naketr Microsoft Office.
7-Zip. AcrobatReader.



PabGoyas nporpaMMa JUCUMIUIMHbBI COCTaB/ICHA B COOTBETCTBHH C tpebosanusmu GPTOC BO
no HanpasieHuio 43.03.01 Cepsuc :
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JIMCT ITIEPEYTBEPK/IEHUSI
PABOYEI IPOI'PAMMBbI JUCLIUTIIAHBI (MO/TYJIS)
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3apenytomuii kadeapoi K.ILH., nou. JL.I'.I'y>koBa

/4

PabGouas nporpamma og06pena na yUueOHBIH 1o
[IpoTokon 3aceanus kadeapsr No oT roua
3apenyroumi kadgeapoi K.IL.H.. goit. JL.I.I'yxxoBa
Pabouas nporpamma o106pena na YUeOHBIH roj
[IpoTokon 3acenanus kadeapn Ne oT roja

3aBenyronwmii kadeapoi K.ILH.. goul. JL.I".I'yxoBa




