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1. IIEJH OCBOEHUSA JUCHUITIMHBI

Lenbto ocBoeHus AUCUHUINHHB «CepBHCHAs IeATENBbHOCTEY sABNAeTcS (GopMUpoBaHHE Y
CTYJICHTOB KOMIIETEHIWH B 00nacTh OynyInel npodeccHoHANbHON NeATeNBHOCTH B ¢epe TYPUCT-
CKOH HMHOYCTPHH, MO3BONAIOMINX aHATM3HPOBATE CEPBHCHYIO HESATEILHOCTD, OPTraHU30BLIBATE NPO-
Lece MpeJOCTaBIeHUA YCnyr, 00ecneyMBaTh KayecTRO OKa3aHUd YCIYT M NPUMEHATh KJTHEHTOOPHEHTHPO-
BaHHBIE TEXHOJIOTHY o6cnyxueaHng notpeburene.
3amagu:

- U3YYEHHUE TEOPETHUYCCKHX OCHOB CEPBUCHOH ACATCIABHOCTH: OCHOBHEIC MTOHATHS, HCTOPHA,
pOJIb U IPEIMOCEUTKA pa3BUTHS cephl ceperca, 0030p 3apyOeKHOT0 U POCCHHCKOTO OIIBITA;

- U3YYCHHE TCOPETHYECKUX H NPAKTHYECKHX OCHOB OPraHH3AIMH CEPBHCHOH JIEATEIRHOCTH,
COBPEMEHHBIX METOJIOB M TEXHONOI'HH peanu3alyy CepBACHOM NeATCNLHOCTH H NOBLILICHHS ee -
(hEeKTHBHOCTH;

- U3YUYCHHE OCHOB NpodeccHOHANBHOIO MOBEISH)S U 3THKETa B CEPBUCHOH AEATENBHOCTH,
MCUXOIOTHYCCKOM, ITHUCCKON H 3CTETHYECKOH KYALTYPEL CEPBUCE;

- U3YUCHUE OCHOB CEPBUCHOM NEITETHLHOCTH KaK 0OBEKTA IIPAaBOBBIX OTHOIIECHHH;

— OCBOCHHE [MPaBHJI OPraHU3dllMy [Ipolecca o0cny KUBaHuA noTpedureneit yenyr ¢ y4eTom

KX 3alIpOCOoB, OCHOBAHHBIX HA KITHEHTOOPHEHTHPOBAHHBIX TEXHOIOTHIAX.

2. MECTO JHCOUITTHABI B CTPYKTYPE OIIOIN
Jrcuummaa «CepBACHAs AEATEITBHOCTLY OTHOCHTCA K OTHOCHTCS K YacTH, (GOPMHPYEMOH
yuacTHHUKaMHU 00pa3oBaTelIbHBIX OTHOIIEHHH MporpaMMel OaKaiappHaTa o HalpasieHuo 43.03.02
«Typuzm».

3. IJIAHUPYEMUGIE PE3VJIBTATHI OBYUYEHHA IO JUCIIHITIJIMHE
IInanupyemble pesyiabTaThl 00yUeHHS 10 THCUHUILIRHE, COOTHECEHHEIC ¢ ITaHUPYEMBIMH pelyibTa-
tamu ocsoenus OIIOIT (koMIeTeHIINSIMH U UHAUKATOPAMHU JIOCTHXKEHHS KOMIIETEHIIWH )

DopmupyeMbIe [TnaHupyemble pe3ynbTaThl 00yYEHHA N0 JUCUMIUIMHE, B COOTBETCTBHH C Haumenosa-
KOMIMNETCHUHHA HHOUKATOPOM AOCTHMEHWA KOMITETEHLUWH HHAE OLICHOY-
(kon, conepKaHne HHaHKaTOp nocTHKe- Pesynetarsl 00y4eHHs N0 AHCLHILIHHE HOTO CpescT-
KOMIICTEHLYH) HUA KOMTIETEHIMHU Ba
1 2 3 4
NK-4 Cnocoben opranuso- | [MTK-4.1.  Opradusyer | 3HaeT TecToBbIE M

BwBaTh npouecc obcaymku-
BaHWs mnoTpebuTenedl Ha
QCHOBE HOpPMaTHBHO-
NpaBOBLIX &KTOB, ¢ YYETOM
zanpocor novpedureneii u
NIPUMEHEHUEM KIIHEHTOOPH-
EHTHPOBAHHbBIX TEXHONOTUI

npouecchl ofcayxHBa-
HHs mnoTpeburened Ha
OCHOBE aHaiH3a pbl-
HOMHOIO CNpoca M MNo-
TpebuocTeit TypucTOB
H IOPYrHX 3aKa3udkos

YCIYT.

- OCHOBHbIE OTPEOHOCTH KIHEHTA W NPHHUKWOH
NOCTPOEHNA KIHEHTCKHX OTHOWIEHHH ¢ yueToM
3anpocoB NoTpedHTeNA B chepe TypHIMa H roc-
TePHHMCTBA;

- OHATHE YCIYTH, KAMECTBaA YCIIyT;

- KNAcCu{UKALHID METONOB KOHTPONA M OLEHKH
noKasaTened KadecTBa ycnyr € y4eToM 3ampo-
coB noTtpebuTenei;

YmeeT:

- IUTAHHPORAThL M OCYILECTBNATH Npolece okasa-
HUA YCIYT Ha OCHOBE NOTpeQHOCTEN TYPUCTOR H
IPYTHX 32Ka34vKOB YCIYT 8 opraHMzanmax che-
PBI TYPH3Ma H TOCTETIPHUMCTEA;

Brapeet:

- HaBbLIKAMM OpraHM3alMM Ka4yeCTBEHHOro ob-
CAYKUBaHU NOTpeGuTeNneH ¢ y4eToM KX 3anpo-
COB B cpepe TYPH3IMa H FOCTEIIPHHMCTEA,;

= HaBLIKaMH OCYLICCTBACHNAA OLCHKW KA4eCcTRa
yeayr B npotiecce ofcayiupanus notpeluTe-
nen

CHTYaLLKOH-
HbIE 3alaHns




IIponosxenne Tabauis

2 3 4
K 4.3. Beibupaer M | 3naer: Tectosbie n
NPHMEHAET  KIHEHTO- | - dopMBl M METOALl OOCHYXWBaHHA, ¢ ydyeTom | CHTYaLHOH-
OPHEHTHPORAHHEIE 3aNpocoB NMOTpeGuTeNnell U NMpHMeHeHHeM Kiu- | HBIC 3alannia
TEXHONOMMM  TYPUCT- | @HTOOPHEHTHPOBAHHBIX TEXHOJOIHIH;
CKOTe OOCNYXHBAHHMA B | - MOHATHE WHHOBALMOHHBIX [IPOLECCOB KaK
COOTRETCTBUHM HOpMa- | (paKTOpa M3MEHEHHA CepBUCHOM NEeATENbHOCTH

THBHO-IIDABOBBIMH
aKTaM¥u M CTaHAapTamu
obcny;xuBanua noTpe-
Onrenei.

M HOBBIC BHIOBL YCNIYT,

- OCHOBBI HOPMaTHBHO-NIPABOBOTO pEryNHpOEa-
HHUS CEPBUCHON AEATEIBHOCTH;

Ymeer:

- NPHMEHATL B fIPOLECCE OKa3aHWA YCIyT HOp-
MaTHBHO-TIPABOBBIE AKTbl, PEryINPYIOUIME Cep-
BHCHYK IEATEILHOCTD.

Braneer:

- H2BbIKAMK NPUMEHEHHNA COBPEMEHHBIX TEXHO-
JOrWA W HOBBIX (opM OBCIYMKHBAHHA, B TOM
YHCIIE BHEAPEHHE TEXHONOMH KNMEHTOODUEH-
TUPOBAHHOTO CepBHca B chepe TypusMma u roc-
TEIPHUMCTBA.

[MK-4.4. OBecneuunsaet
KOHCYNBTAUHOHHO-
WH(pOPMALIMOHHOE  £O-
NPOBOXAEHAW KIHEHTA
H rnpouecc (hopMupo-
BaHUS KIHMEHTCKOH
0asbl.

3naeT:

- METOAOLI JHACHOCTHUKH HOTpe6HOCTeFI U MOTH-
BRI 33Ka349HKOB VCIIYT;

- OCHOBHBIE MCHUXOAOTHMHECKHE OCOBSHHOCTH
notpeduTens TYprpoLyKTa;

- CRM-cuctembl Kak OCHOBbI YMpaeleHwus
B3AMMOOTHOLUEHUAMH C KITMEHTAMH;

Yueert:

- opMHUpOBaTh KIMEHTYPHBIE OTHOIIEHHS, CO-
Omoaas TpedoBaHHA TIPODECCHOHANLHON ITUKH
M COBPEMEHHOTO 3TUKETA;

- HCNOJIBE30BAThL Ha3bl JAHHBIX KIIMEHTOR B che-
pe TYpH3Ma 1 rOCTENPHHUMCTBA B MpOLIeCce oka-
3dHHUS KOHCYJIBTALIMOHHBIX YCAYT.

Bnaneer:

- H4BBIKAMH Pa3pelICHUS KOH(IMKTHBIX CHTYa-
UWii, paboThl ¢ BOIpAKESHUAMM H XKanobaMu

TecToBble H

CATYalUKHOH-

HbIE 321aHWA

[WE]




4, ObbEM U CTPYKTYPA JTHCIHILINHBI

TpyaoeMKOCTs HAHCHMINIMELT COCTaBNsAET 9 3aueTHRIX equnul, 324 yaca

TemaTHueCKuUil IaH

¢gopMa o0y1eHHA — 0UHAA

KonTakTHas pabota Dopmul
o0yualolmxes TEKYIETO
3 C NeAaroTUYECKBM 3 KOHTpONs
o % paboTHHKOM . % | YCrIEBaeMOCTH,
Ne HanmeHoBaHKe Tem u/nIv 3 2 @ 2 g4 =S opma
n/n Pa3AENOB/TEM NHCLIHMIMHBI = = = | 2 LlZ |52 £ 'g| TPOMEKYTOUHOMH
O QE = |22 E‘E S8 g é S aTTecTaumnm
2 2 E % fel vE e & {no cemecmpam)
= |§8]g 3 &5 °
= = S D
= = ST
o
1 Tema. 1. Cepeuc kak cneyuduueckuii | 3 1-2 2 14 6
BH RESTEJbHOCTH
2 Tema 2. [llpeanocwlikM W MCTOpHA | 3 34 2 |4 6
Pa3BHTHSA CEPBHCHOH JEATENRHOCTH
3 Tema 3. CepBucHas ACATENLHOCTH B | 3 5-6 2 4 6 PelTunr-konrpons
Pa3BHThIX ¥ Pa3BHBAICILMXCA CTPaHax Nel
4 Tema 4. Crpykrypa cdepsl yemyr u | 3 7-8 2 |4 2 6
KnaccugpuKkallMs TUOB W BUAOB yC-
nyr
5 Tema 5. PuiHOK yeayr 3 9-10
6 Tema 6. KauecTso u oueHka kayecTsa | 3 11-12 2 PeliTHHT- KOH-
YCAYT Tposp Ne2
7 Tema 7. CeprucHas AeATENLHOCTL | 3 15-14 2 |4 2 6
KaKk 00BEKT NMPAaBOBbIX OTHOWIEHKE
8 Tema 8. DdderTHBHOCTL CEpBHUCHOH | 3 15-16 | 2 |4 2 6
JeATEIbHOCTH
9 Tema 9. UudopmaukorHslii cepBHC 3 17-18 2 14 4 6 PeRTUHT-KOHTPOL
Ne3
Bcero 3a 3 cemecrp: 18 | 36 12 54 3auér
10 | Tema 10. Opranuzaumns odciyxusa- | 4 1-2 2 |4 4 14
HUA NOTpeOHTEREH YCayT
11 Tema 11. Hoewle BHAB! yenyr U npo- | 4 3-4 2 4 2 14
rpeccHBHbIE OPMbI 0OCTYKHBAHHA
12 Tema [2. llpodeccuonansHoe nose- | 4 5-6 2 {4 2 14 PeiTUHI-KOHTPOND
NEHHE B CEPBUCHON AEATENbHOCTH U Nel
KyJbTypa 00LIEHRAs C KIHSHTaMH
13 Tema 13. KonrakThas 30Ha 4 7-8 2 |4 2 14
4 Tema 14. KondnuxTsl W xanobsl npu | 4 9-10 2 |4 2 14
0BCIYHKHBAHHN KIIHEHTOB
15 Tema 15. CepBHcRag I€ATENbHOCTE B | 4 11-12 2 4 2 14 PefiTuHr-kOHTPOML
MHAYCTPHH TYPH3MA M TOCTENPUMM- Ne2
CTRA
16 Tema 16. Cepeuc Ha TpaHcnopre 4 13-14 2 |4 14
17 Tema 17. Cepruc HeABWXMMOCTH H | 4 15-16 | 2 |[4 14
KKX
18 Tema 18. OcobenHocTy oprannzaunu | 4 17-18 2 |4 2 14 PelTuHr-koATpons
NpeAOCTABACHUSA FOCYAAPCTBEHHBIX H Na3
MYHHUHTIANBHBIX YCIYT
Beero 3a 4 cemecTp: 18 | 36 16 126 Ikzamen (36)
Plhcoenie 8 oascunnsnme KIPRP -
WToro no AMCUHMIHHE 36 | 72 28 180 3ayér, Dx3ameH
(36)




TemaTHueckuii mIaxH
dhopma obyuenus — ouno-3a0unas (yekopennas 3 r. 6 mec.)

Kounraktaas paGota Dopmsl
00ydaronHxcs TEKYIIETO
8 ¢ NEeNArorMYecKUM 3 KOHTpONS
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/n Pa3NENOB/TEM JHUCIIUILTHHEL = = = | 2 = _|EX 29| MNpPOMEKYTOHHOH
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1 Tema.l. CepBuc kak crnendudeckuii | 2 1-2 1 10
BHJL JEATENBHOCTH
2 Tema 2. [lpeanocelnkd W uctopmd | 2 34 8
pa3sBHTHst CEPBUCHOM JEATENBHOCTH
3 Tema 3. CepBucHana AedTeNbHOCTL B | 2 5-6 2 14 PeRTHHr-KOHTpONE
Pa3BHTBIX M pa3BHBAIOIIHXCA CTpaHaXx Nel
4 Tema 4. Crpykrypa chepsl yenyr u | 2 7-8 1 ]2 2 10
KNAaCCHQHKALMA THIOB H BUIOB YC-
myr
Tema 5. PeiHOK yeuyr 9-10 1 10
6 Tema 6. KauecTBo ¥ OLEHKA KauecTRa 11-12 1 12 2 10 PeifTHHT- KOH-
YCIIYT Tpoas Ne2
7 Tema 7. CeppucHas pestensHocts | 2 | 13-14 1 2 10
KaK 0BBEKT IIPABOBBIX OTHOMIEHUH
8 Tema 8. DddexrusHocrs ceppucHoit | 2 | 15-16 2 2 8
JeATeNLHOCTH
9 Tema 9. HudbopmalHoHHLI cepBHC 2 17-18 1 4 4 10 PelTHHr-KOHTPOb
Ne3
Bceero 3a 2 cemecTp: 6 12 12 90 3auér
10 | Tema 10. Oprauusauma obcmyxuea- | 3 -2 2 |2 4 18
HHA noTpeduTenedi yeyr
11 Tema 11. Hoeble BUABI YCIYT W Ipo- | 3 3-4 2 |2 2 16
rpeccuBHble (opMmel 00CTYKHBaHHS
12 Tema 12. IlpodeccuonanpHoe moee- | 3 5-6 2 2 18 PelTHHr-KOHTpOTE
IeHNe B CEPBHCHOM IeATeJBHOCTH H Nel
KYNBTYpa 00IeHHs ¢ KIHeHTaMA
13 Tema 13. KonTakTHasd 30Ha 3 7-8 2 |2 2 18
14 Tema 14. KondauxTs! ¥ xanodsl mpu | 3 8-10 2 2 23
00cayKMBAHMH KIHEHTOR
15 Tema 15. CeppucHad ZeATENBHOCTE B | 3 11-12 2 2 2 22 PelTHHP-KOHTPOIb
HHAYCTPHH TYpU3Ma U TOCTENPHUM- Ne2
CTBa
16 | Tema 16. Cepeuc Ha TpaHCIIOPTE 3 | 13-14 1 14
17 Tema 17. CepBHC HeABIKMMOCTH 4 | 3 15-16 1 14
KKX
18 Tema 18. Ocobennoctu opranuzanmn | 3 | 17-18 2 2 22 PelfTHHr-KOHTPONL
HPEJOCTABNCHUA I'OCYJAPCTBEHHbIX U Ne3
MYHHUHOATLHBIX YCIIYT
Bceero 3a 3 cemecTp: 12 112 16 165 Dr3zamen (27)
Hannune B aucunnaune KTI/KP -
Hroro no pucnuniune 18 | 24 28 255 3auéT, IxK3amen
27




Conepma}me JICKUMOHHBIX 3aHATHIA N0 MHCUMILIHHE

Tema.l. CepBHc Kak cnenu@uYecKHil BUI JeATeILHOCTH

Iens cepBucHol nearensHOCTH. Mecnenosanus cdeprl cepprca. M3MeHeHUs posm cepBuca.
[TpobneMbI OpraEM3allHOHHON ACATEILHOCTH NPEANPHATHH CEpBHCa B YCJIOBHSX PBHIHOYHON 3KO-
HOMHKH H KOHKYpPEHLIHH.

CepBHC Kak JeATCHBHOCTE. JeaTensHOCTh 4enmoBeka. CTPYKTypa AEATENIbHOCTH YellOBeKa:
ncuxoduznonornyeckue GYHKUHH, onepaniy, AeHcTBHS. CTPYKTYPHbIE NEMEHTE] AeSTeIHHOCTH!
HaBBIKH, YMEHHS, NPUBEMKA. OCHOBHEIE BUABL ACATEILHOCTH: HIP4A, YICHHE, TPYI

PeabunuranmoHHEBIH XapakTep cepBHca. 3aKoHBL, OOeClEYMBAIONIME peabHIATaIHOHHBIE
IIPOLIECCHL B )KA3HH UHIUBHIA.

IloTpebHOCTH U e¢ 3HAYCHHE B PasBHTUH cepBHca. [IOHATHE M CYMHOCTh CEPBHCHOHU Jiesi-
TeNbHOCTH. IIPOTHROpEYHs CEPBHCHOMH JIeATENBHOCTH.

CepBucHasd ZeATeNbHOCTH Kak (opMa yaoBneTBopeHus norpebaoctedl. Knaccmdukamus u
XapakTepHCTHKA DOTpeOHOCTEH B yCIyTrax U B CEpBUCHOM OOCITyKUBaHMH.

Tema 2. IIpeanocbLIKH H HCTOPUS PA3BUTHS CEPBHCHOH AeATENLHOCTM

HcTopHs pa3BATHS CEpBHCHOM ICATEIRHOCTH H ¢¢ 0COOCHHOCTH Ha 3Tanax pasBHTHS LIMBH-
TH3anuEA ob1ecTra. 3apoKICHUE M PA3BHTHE YCIYT B 00MIECTBAX JIDEBHErO MHUPA. DTalbl Pa3BHTHS
IHBUIIM3AINH: TOMHIYCTPHATEHEI, HHAYCTPHATEHE, TOCTHHTYCTPHATBHBIH.

[loseneHMe HOBBIX 3aHATHI H NpodecCHH, CBA3aHHBIX C MUCBMEHHOCTBIO, TOCYIapCTREH-
HBIM YIPaBJI€HUEM NPaBOBOH AeSTENBbHOCTBHIO. Pa3BUTHEe yCTOHYMBBEIX (HOpPM AYXOBHOHW aKTUBHO-
CTH: CIY>KHTEJIH PEJIATHO3HOIC KyJIbTA, AEATENH Xy LOKECTBEHHO-3CTETHIECKHX IEHHOCTEH.

[Tosenenne BaXKHEHIIHX THIIOB YCIYT B Pa3IMYHBIX cepax KU3HEASATEILHOCTH, B OBITY H
B YJIOBJIETROPEHHUH JTHYHBIX moTpebHOCTeH. [lepro) 3BOMIOIHOHHPOBAHKE 3aHSITHIH, CBA3AHHBIX C
pemecnoM. Oprasuzalis MacCOBBIX 3pPENHIN W CIOPTHBHBIX COCTA33HMM B KyIbTypax APEBHEIO
MHEpa.

PassutHe npodeccHOHANBPHO-KOPIOPaTHBHEIX OTHOIECHHMH B Toproene. DopmupopaHne
3BeHa «IPOM3BOIHTENH YCIYT —TNOTpeOHTeIN». PONb HAIlHOHATBHEIX, PerHOHATILHBIX, ITHHYCCKHX,
AeMorpaHyecKix i MpHpPOIHO-KINMaTHYIecKHX 0cOOeHHOCTEeH B pa3BUTHH CEepBHCA.

Hcropus pa3sesuTHA cepBHCA B pocchickoM obuiecte. OOBEKTHBHBIE (aKTOPHl pazBUTHA
X034iicTBOBAaHUS B yCIyT B Poccun. Pomb rocyjapcTBeHHEIX MEXaHH3MOB B pa3sBUTHM yciyT. [Ipen-
MNOCBLUTKH Pa3sBHTHA CIHHOTO XO3AHCTREHHOTO MEXaHH3IMA. CIOXKHOCTH CO3aHHd aIMAHHCTPATHE-
HO-[IPAaBOBHIX MEXAHHM3MOB, Pa3BUBAIOIIHX OONACTH COIHOKYNBTYPHBIX ycnyr {oOpasoBaHue, BOC-
IIUTaHAE MOJIOZIEKH, HAYIHYIO H KyIbTYPHO-HHGOPMAHOHHYIO OeATENbHOCTE).

OreyecrBeHHBIE YCIYTH: OT TPaAMIHOHHEIX (OopM K coBpeMeHHBIM. llepuon pazButus «Ha-
POIHBIX PEMECEN» H «IIPOMBICIIOB». ApXandecKre MeTOIBI TOPrOBIIH: IpMapoyHasl, KapHaBalbHas.
Opranm3anus MaccOBBIX BHAOB yCIyT. Ilepuon pacmpocTpaHeHHsS KalWTATHCTHYECKHX acCOIlHa-
urid. Posb GaHKOBCKHX ONEpAlHii B PasBHTHH YCIYI JIOPEBONIOIIMOHHON Poccun. YpoBeHs KU3HH
HaceneHus U cdepa oOCyKUBaHHA B COBETCKHH M IIOCTCOBETCKHM NIEPHOBI.

[Mpeanockuiky GOPMHEPOBAHMS ¥ PacIpoOCTpPaHEHKA COBPEMECHHBIX GopM cepeuca u cOBITA.
DTanel COMMANMCTHYECKOTO Pa3BUTHS cheprl yeuyr. Pons pepopM u MozaepHuzanuu 80-x rofos B
Pa3BUTHH C{EPHI YCIVT.

Tema 3. CepBHcHas JeATeILHOCTD B PA3BUTHIX H PAa3BHBAIOIHAXCH CTPaHAX

Pons cepBucHO# IeITENBPHOCTH B COLUANBEHO-IKOHOMHYECKOI KU3HHU CTPaHEL.

XapakTepucTHKa CEpBUCHOM nesTenbHOCTH cTpal 3anagaoi Espons u CepepHoit AMEpUKH
— JIWJIEPOR B MUPOBOM pazeuTuu chepst yenyr. CLLIA - dnarman B CO3MaHMHA HHAYCTPHH 0OCITYKH-
BaHVA H OCBOCHHH HOBBIX BHIOOB CCPBHCA.

Pa3znmuumnrle BUOBI CEPBUCHOH IEATENBHOCTH CTPaH C BEICOKHM YPOBHEM pa3BHTHA chepsl
yCIyTr: PUHAHCOBO - KPEAUTHLIMH M 00pazOBaTeNbHBIMH, OBITOBBIMH H TYPUCTHYCCKHMMM, MEJH-
ITMHCKUMH, TEJIEKOMMYHHKAIUOHHBIMH U [IPOYHMH YCIYTaMH.

PassuBaromuecs ctpansl Azun, Adpukn u JlatuHckoit Amepuku. IIponeccs nuaycTpHanu-
3alMA U MOJEpHH3AIMH Pa3sBHBAIOIIMXCS CTpPaH. JBOMIOLMS CCPBUCHOM NEATCNBHOCTH B Pa3BH-
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BatOIIMXCA CTpAHAX M BJIMAHUC HA €€ Pa3sBUTHC CACAYIOIUX (l)aKTOpOBI reorpa@nqecxoro HOJIOHKE-

HHA, IPHPOIHEIX PECYPCOB, TEPPHTOPHAIBHOIO PA3MEINEHHSA IIPOH3BOACTBAa, paclpelelicHHE Ie-
HEKHBIX JOXOJO0B, TPAIALNHA, ACTOPHIECKHX, KYIBTYPHO-TYXOBHBIX.

Ponb MCUXONMOrMYeCKHX ¥ IYXOBHBIX CTEPCOTHNOB ODWIECTBEHHOIO COZHAHUS «HE3Allal-
HBIX» CTpaH B CEPBUCHOH JeATeNbHOCTH. DaKToph!, 3aMeIIIOMKe IBOMONHUOHMPOBAHEE CEPBHC-
HO¥M JEATEIbHOCTH Pa3BHBAIOIINXCS CTPaHAX.

Tema 4. CTpykTyp2a cdepnl yeayr u kiaccHGHKALHA THIOB H BUAOB YCIyT

Crpyxrypa cdepnl yenyr. Ilonstue «ycnyra». Hammonanensrt crarmapt Poccuiickoit ®e-
Iepanyy « Y CIyTd HaceleHUIO». YCIYTH B 00IIEpPOCCHICKOM KiaccuhHKaTOpe MPOAYKLIHH 110 BH-
JlaM DKOHOMMYECKOH NeATENHLHOCTH.

Knaccubukauus THnoB ¥ BHAOB yeiayr. CTaHAapTU3MPOBAHHBIE M TBOPYECKHME YCIIYTH.
IIpou3sBOACTBEHHBIEC U HEIPOU3BOLCTBEHHBIE YCIyrd. KoMMepueckue B HEKOMMEPYECKHE YCIIYTH.
I'ocynapcTBeHHEIC M HETOCYIApCTBCHULIC YCNYTH. UHCTBIC M CMEIIaHHbIe yelryrd. JIeruTHMHbIE U
HeJIeTUTAMHEIC YCIYTH. JINYHOCTHEBIC U OC3IHYHbIC YCIYTH.

Xapakrepucruka ycryr. Marepuanshbie yenyri. ConHansHO-KyJIbTYPHBIE YCAYTH, Y CIYTH,
HACENeHHUIO.

PazHoBHAHOCTH YCIyT U uUX XapaktepucTuka. Heocazaemocts yenyr. HenocrostHCTBO Kave-
CTBA, U3MEHYHBOCTh. HeA0aroreuHocTh, HECHOCOOHOCTh YOIyl K XpaHEHHK. J[OMOIHHUTEIbHBIC
OpPH3HAKH YCIIYT.

[ToTpebutennckue crolictea yeuyrd. JKU3HeHHRNHT MK YCIYIH H CEPBHCHOTO IPOIYKTA.
[lonaTHe, (a3pl KU3HEHHOTO LMIUIA UX cloeludHrKa. XapaKTepHCTUKH KU3HEHHOTO IIHKJIA YCIYTH,
({HHAaHCOBBIX PE3YIBTATOR.

Tema 5. Poinok ycayr

Poivok yeuyr u ero 3nauenwe. Cneynguka Topropny yeayramu. CyinHOCTh TEPMHHA «MH-
poBo#t peIHOK ycryr». CrocoOBl opraHHu3alliid MEeXAyHapoIHOW TOPTOBIHM yCIyraMH, 3adHMKCHpO-
Baunbiec B TATC.

MHUPpOBOIi PBIHOK YCJIYT: CTPYKTYPa, OCHOBHbBIC TCHACHIMY, IICPCIIEKTUBEL U TPOOIIEMBI pa3-
BUTHS COBPEMEHHOTO MUPOBOTO PhIHKA YCIIyT. [loHATHE TpaHCHAUMOHATBHBIX KOMIAHHH.

Ponp 1 Mecro Poccun Ha MUpOBOM pBIHKE YCIyr. PenepanbHbIi 3akoH «O0 ocHOBax rocy-
JapCTBEHHOrO peryauposanus Buewmneroproroli nedarensnocti» oT 08.12.2003 N 164-03

CoBpeMeHHBI PEIHOK yCIIyT Poccuu: cocTOsIHHE, TPOONIEMBl M IIEPCIIEKTHBE] Pa3BHTHA.

Hanpapnenus, crnocoOCTBYIONNE Pa3BHUTHSA PETHOHANBHBIX PHIHKOB. Bragumupckas ob-
NacTh: COCTOAHME, NOTCHUMAT H IEPCIIEKTHRBI PA3BHTHA MOTPEOHTETBCKOIO PhiHKa yCIyT pErHOHa.

OcobeHHOCTH COBPEMEHHOTO PhIHKA YCIYT. PeanlbHoe prIHOYHOE IPOCTpaHCTBO. BupTyans-
HOE PBIHOYHOE OPOCTPAaHCTBO.

Tema 6. KadecTBO H 0ileHKa Ka4ecTBa yeayr

KagecTBo ycnyr: OCHOBHBIE IOIXOABI K H3YUCHHIO NOHATH. OOBLEKTHBHOE B CYOLEKTHBHOE
KauecTRO. DaxTopel, GopMUpPYIOMHKE KadecTBO yeuyr. [IpuHuner cObITOBON NOMHTHKH IIpE/IIPpH-
Atui cepsuca. Monens kadectsa yenyr. [OCT P 50691-2013 «VYcayru nacenenuo. Moaens cHc-
TeMEI obecriede U KayecTBa yCIyry.

KOHU,GHI.IPIH OUCHKH Ka4yeCTRa YCIYTH - NATHCTYINIEHYaTasd MOOEIb Ka4yeCTBa YCIYTrH UK MO-
IIeNb PacXOXACHHA KavecTBa youyrH. Pacxoxienue B mojienu GAP. XapakrepucTHKa pa3pblBOB H
OpHYHHEL KX BO3HUKHOBeHHUS B GAP-Mozeny.

OcHoBubie dakTops! chepHl YCIYT, ONPEIcIONIHe KadecTBO 00CIYKHBaHUS.

Meromuka SERVQUAL. Ilate OCHOBHEIX NapaMeTpoOB «HIeanbHOIo cepsuca». Meron
«TamHcTBeHHOTO (TaHOTO, CKPLITOro) IoKynaremns. [IpeuMyInecTBa # HEAOCTATKH MeTONa « [ auH-
CTBEHHOTO IIOKYIIATEIIS».

KauecTBo 1 mokazatend kadecTsa yCiyr. Merobl OLIEHKH KadecTBa yciyr. HannoHansHbIH
craggapt PO ['OCT P 52113-2014 «Yenyru nacenennwy. HoMeHknarypa nokasareneli xadecTna
YCIYT».

Meronsl KOHTPOIS M OHEHKH IoKazareneidl kadecTBa ycnyr. HomMeHknaTypa mokasarenei
kayecrsay. Kitaccudukanms METOL0B KOHTPOJIS ¥ OLEHKH IIOKA3aTENeH Ka4ecTBa YCIyr



YpaBieHue KauecTBOM YCIIYT, KOHTPOJIb CTAHIAPTOB # Oe30MacHOCTH 00CTYKUBAHUA.

Onepxa ynoBIeTBOPEHHOCTH NOTpeOUTENa yeayrod. MeToas! OlleHKH YIOBIETBOPEHHOCTH
noTpebuTens ycnyreit. KayecTBo ycnyrT, IpelocTaBIsIeMBIX HpedIpHATHSIMH c(ephl cepBHCA B T.
Bnagumupa

Tema 7. CepBucHas JeATETLHOCTH KaK 00bEKT IPABOBLIX OTHOMEHMIT

OcHOBHEIE HOPMAaTHBHEIE U IIPaBOBBIE JOKYMEHTHI, PETYIUPYIOUIME CEPBHUCHYIO JESITETb-
HocTh B Poccun. ®egepanbasbit 3akor PO or 07.02.1992 N 23001 (pen. ot 18.04.2018) «O 3amu-
Te npae norpeduteneii». [lopsaaok odpazopanus CepRUCHOH opranuzanuy. Perucrpaius cepBUCHOR
OpraHH3alm.

[onarue ceptuduxanum ycmyr. Obg3atensHas 1 1oO6poBoIbHad cepTUHKAINA B chepe ye-
ayr. ®enepanbupii 3akoH 0T 27.12.2002 N 184-®3 (pen. ot 29.07.2017) «O TeXHEYECKOM peryiu-
poBaHuKy, PenepaibHb 3akoH «O cTangapTU3allud B Poccutickoil Oexepauun» ot 29.06.2015 N
162-®3

JluneHzupoBaHue OTHEABHBIX BUIOB ACATENBEHOCTH. Penepansusii 3akoH o1 04.05.2011 N
99-@3 (pen. ot 15.04.2019) «O nuueH3HpOBaHMH OTIEIBHBIX BHIOR IEATEILHOCTHY.

Tema 8. D¢ peKTHBHOCTDL CepBHACHOI AeATEIHbHOCTH

CepBrcHag opraHm3ais, e€ OCHOBHBIE XapaKTepHCTHUKHU. [[pOM3BONCTBO M IpeJ0CTaBICHUE

YCIIYT KaK OCHOBA JEATENbHOCTH CePBUCHBIX opranusanuit. Knaccudurkauus opranusanuii u npen-

HPUSTHH cephl TYpU3Ma M TOCTEHPHHMCTBA. I1IpOIecChl yrpaBieHUs CEPBHCHOTO IPEANPHSTHS.
OyHKIIMM W 3aa49H CePBUCHOrO Ipeanpustus. OpraHusalMoHHas CTPYKTYpPa CEPBHCHBIX OpraHH-
3alMi ¥ DpeanpUsSTHA.

CyOBEeKTEl MAJIOTO H CpeIHEro IPeAIpHHUMATENLCTBA U UX 3HAUYEHHE B CePBUCHOH 3KOHO-
muke. Opangaiizuar 1 gpandali3HHIOBBIE HPEAIIPHSITHS B CEPBUCHOM IIPOH3BOJICTEE.

[Moustue addexra u sdpdexrusaoctd. Bunbl u xapakrepucruka s¢dexrusaocta. Iddek-
THBHOCTB CCPBUCHOM JEATENILHOCTH U €€ OICHKA.

Pons oddexTuBnoCcTH B MHAyCTpHANbHOM M cepBHCHOM skoHoMHuKe. CepBHcHAai MOIENE
spPextBHOCTH. OneHka 3PeKTHBHOCTH cepBHCHOM fAesaTenbHOCTH. CpaBHHUTENBHAS XapaKTepH-
CTHKa CYLISCTBYIOUIMX NOMXOJOB K OLCHKE 3(bEKTHBHOCTH NPHUMEHMUTENBHO K CEPBHCHOH ned-
TENBHOCTH.

[MousTre cormansHoi 3G GbEeKTHBHOCTH CEPBUCHOH NEeATEIbHOCTH.

Tema 9. HadopmaunoHHLIi cepBHC

HMHpopMallHOHHEIH CEPBHC H HHTEPHET-3KOHOMHUKA. OCHOBHBIE I€EMEHTHI HHQOPMAaIIMOH-
HOTO cepruca. Mexanu3M HHGOPMAITHOHHOIO CEPBHCA

OcHoBHBIE BHABI HHPOPMAITHOHHBIX yeuyr. LludpoBusanus yciyr # pasBUTHE JIEKTPOHHBIX
cepeucoB. Co3nanue HHGOPMaIHOHHEBIX 0aHKOB W 6a3 TaHHBIX KJIMEHTOB B Ipolecce OKa3aHus 00-
CIIY>KHBaHUA KJIHEHTOB.

Pons HHGOPMAIMOHHBIX CHCTEM B ciepe cepBHca. 3alayd [0 BHEAPEHHIO HHGOpMAIHOH-
HBIX TeXHONOrui B chepy cepsuca. MHDopMallHOHHBIE TEXHOJIOIHH CEPBHCHOU IEsTEILHOCTH B
COLHOKYNBTYPHOM cepBrce. OONayHbIH cepBHC.

ABToMarm3anus OusHec-polleccoB B cdepe ycayr. JIOCTOMHCTBA aBTOMAaTH3UPOBAHHON
CHCTEMBI HHAXBHIYAIBHOTO I0JIB30BATENS B cpepe TypH3Ma H cepBHCa.

Tema 10. Opraanzanng o0cTy:;KHBaHAA ONOTPedHTENEH Yeayr

[Ipouece okazaHust ycayr B OpraHu3annax chepbl TYpH3Ma M FOCTEIPHHMCTBA KaK COCTaB-
Has yacTb cdepsl ceppuca. llenms, 3aayd ¥ OPHHIUIBL OPraHH3allfE [Ipolecca OOCIYKUBAHHA.
®akTopsl, BIUAOIHE Ha padoTy ¢ morpebureneM. EcTecTReHHBIE MPOTHBOPEUHA MEXITY HHTEpe-
caMM IPEIIPUATHIH, OKa3bIBAIOMIUX YCIYTH, H HX NOTPeOUTENAMHE.

KoMmieke MeponpHATHIA, HAPaBISHHBIX HA PEAIM3ALUIO PHHIHIIOB OpraHu3auu obcy-
XXUBaHUS NOTpeOHUTENS HA OCHOBE IPUMEHEHUS KIIHEHTOOPHUEHTHPOBAHHBIX TEXHOJIOTHH.

Knaccnpukanus u xapaxtepuctaka ¢opM obcryxupanusd notpedurenci: o Mecty okasa-
HHS ycIyrT, cioco0y IIpreMa 3aKa30B Ha YCIyrH, CPOKaM HMCIIONHEHHs 3aKa3oB, 10 METOJaM opra-
HH3AIUH B3aBMONeHCTBHS ¢ MOTpeOUTeNeM, IO cnocobaM pacucTa, KOMIUIEKCHOE OOCIy KHBalIHE.
OTBETCTBEHHOCTh CEPBUCHOM OpraHu3alliy.



CepBIfICHaﬂ JCATENBHOCTD B 00NACTH OBITOBOTO 06CﬂyH{HBaHI’I§I HacCJICHHA. YJIYIH.LIGHPIG 06-
CIIy)KMBaHHS HA OCHOBE MAPKETHHIOBBIX HCCIICOBAHUN.

KauecTtro obcmyxupanusa notpebureneil. @axTops! 0O0CTyKUBaHUA: BPEMEHH, JOCTYIIHOCTD
yerayr. OCHOBHBIC ITOHATHA U OIpPEACICHAS CCPBHCHOH NeATEeNbHOCTH B OpraHusauusx cheps! Ty-
pu3Ma ¥ cepruca. [Ipapuia rpeocTaBleHns Yy HaceleHuIo B Poccriickol ®enepanuu.

Tema 11. HoBble BUABI YCIYT H NPOrpecCHBHBIE GOPMBI 00CYKMBAHHS

MuHOBaMOHHBIC Ipolleccchl KaKk (aKkTop H3MEHEHHS CEpBHUCHOH desrenpHOCTH. Marpuua
uHHOBaluwi. VEHOBanuH B chepe yenyr. Kornenuus yernyrn. FMHHOBamu B conpouspoxerse. Kaz-
POBHIE, OPraHH3alMOHHBIE, KyIbTYPHBIC 3IEMEHTH] HOBBIX CHCTEM NpPENOCTaBNCHUS yenyr. PakTo-
DBl YCOEIIHOCTH CEpBUCHBIX MHHOBauui. lHHOBamiy B Mupe. YpoBeHs MHHOBaNWi yemyr. Monenu
YIpaBIeHAI HHHOBAMSIMY B KOMITAHUAX.

Buenpenne HOBBIX BHIOB YCIYI H IPOIpecCHBHBIX GopM oOciyxuBanus. [IpuauHs co3na-
HHS ¥ BHEIPEHUA HOBBIX yCIyr. BIHAHMWE BHEIDEHHS HOBBHIX BHIOB YCIYT U GopM obCIyXHUBaHHA.
Brenperre HOBBHIX TEXHOJIOTHH, obecneunBalomux Oonee cOBEpIIEHHBIE COCOOk! IPOU3BOJICTRA U
notpebnenus ycayr. Hopas dunocodus nusaitna «ycnyr». Camsle BocTpeGoBaHHEBIE yCIyTrd B Poc-
cun. IIpoasuxeHne HOBBIX yCuyr. [IpHduHE Heyaau MpOABUKEHHS YCIIYT HA PBIHKE H cOOCOOBI HX
YCTpaHeHHS.

@opMHUpORaHHE CTPAaTETHH U TAKTUKH YIPaBICHHS NPEIIPHATHAME CEepBHCA, OCHOBAHHBIX
Ha BHCIPCHHH HOBBEIX BHAOB YCIIVT.

Tema 12. IlpodeccnoHanbLHOe NOBEJEHHE B CEPBHCHOMH eATENBHOCTH H KYJLTYpa
OGII.IEHHH ¢ KJIHECHTAMHA

[lonsTre npopeccHOHaNBHOr0 H AeNOBOro 3rukera. HopMs U ripaguia npodecCHoHIBHO-
IO 3THKETa. DTHYecKas KylbTypa cepBUca.

HpaBcTeenHBIe KauecTBa paboTHHKA cephbl cepBrca KaK OJUH K3 BEAYINIHUX JIEMEHTOB €T0
npodeccHOHaNbHOM NIPUTOAHOCTH.

OcHoBHBIe KaTeropuu 3THKHU. [IpodeccroHansHas 3Tuka pabOTHHKOB OOCIyXXMBaHHS U ee
cymHocTh. Konexe npodeccuoHansHol aTiky. Kimodessle GakTopsl #MEIKA.

JTHKA H 3THKET TeNeHOHHOTO PasroBOpa. JTHKET COCTABJICHHUS AEI0OBBIX MHCEM. JTHYECKHE
pobieMbl HH(MOPMAITHOHHOTO CepRycCa.

[Iousarue o xynpType o0meHHs. KyneTypa o0meHns paboTHHKOB ¢ KHeHTaMH. KoMmnoHeH-
ThI KyJBTYpBl 00IIeHHs. Bo3aelcTBHE KyIbTYpBl Ha NoBeleHHe 1oTpebuTens. OCHOBE KOpPIIOpa-
THBHOW KyNbTYPBlI OPEINPHATHH chephl Typu3Ma ¢ rocrenpunmctea. [Ipobnema conuaisHOH OT-
BeTCcTBeHHOCTH. KynpTypa peun cenuanicTa Ha NPeIIpUITHIX H OpraHH3al{HsIX CEPBHCA.

Tema 13. KonrakrHas 30Ha

«KoHTakTHas 30Ha» Kak cdepa pealu3alHy CEPBUCHON JeATeTHHOCTH. IlomsTHE O «KOH-
TakTHOH 30He». CocTaB KOHTAKTHOM 30HBI. BHIBI KOHTAKTHBIX 30H: IO ITPOCTPAHCTBEHHOMY pac-
HOJIOKEHHIO, 10 XapaKTepy MEXIHIHOCTHOIO PACCTOAHUA B 0OCITYKUBAHHH.

ITpornecc KOHTAKTa MKy KIMEHTOM W ucnonnuTeneM. Coxepxanue koHTakTa O0lIeHre U
B3aMMOeHCTRUE C KIIHEHTaMH B KOHTakTHOM 30He. [lecTs cTaguif CTpYKTYpHI OOIIEHM .

B3auMOOTHOINEHNS CIENHAHCTa 0 CEPBHCY E KIHEHTA B IPOILECCE OCYLUECTBICHHS CEP-
BUCHOH mesTenbHOCTH. OcOOCHHOCTH TMIHOCTHHIX XapaKTEPUCTHK pabOTHIKOB KOHTARKTHOH 30HEL

[IpocTpaHCTBO KOHTaKTHOH 30HBI. KOMIOHEHTH! KOHTakTHOM 30HBL KumoueBble akTopbl
MO «Service action» WK «o0CIy:KUBaHue B JeHcTBUMY. PpoHT-0duc 1 O3k-0duc. 30HUpPOBA-
nue oduca Ilpunnune: 3oaHpoRanus oguca B pabodeit 30He: KaOUMHETHLIA U OTKPHITHIH.

Tema 14. KondpnukTEI K 38210061 IPH 00CTYKHBAHHH KIHEHTOB

Kondnukr u ero suael. IIpuauns! koH$HkToB. CiocoGw! paspemenus KOHMINKTOB. [1o3H-
TUBHAS CTOPOHA KOH(PMUKTA, KOH(IMKT B CEPBUCHOM JIEATENBHOCTH.

MexcyOBeKTHBIE COCOOB! NPEIOTBPAILEHHA U paspelleHAs KOH(IMKTOB: cocod yKIOHe-
HHA, IPHHYXXICHUS ([I0JaBIEHHS), IPUCIOCODICHUS, KOMIPOMHUCCA. YTIpaBleHus KOHQIHKTHOH
CHTyauueH.

KoucTpyKTHBHEIC IOCTICACTBUA KOHGIUKTHON CHTYAlMU KaK HOBOE KAUeCcTBO OTHOMICHHI
yIPaBIICHUSL.



[lossatue o xanode. Kanodw! pd 00CnyKUBAHKMK KIHEHTOB, HX NPUYMHBL THIH NOTPeOu-

Telel. PexoMennanuy KOHCTPYKTHBHOMY YCTpanenuio xanob. [TosuTHBHEE moCIeICTRHS BHUMA-
TEJIHFHOTC OTHOIICHHUS K Kanobam.
Tema 15. CepaucHas nesTeJTbHOCTh B HHAYCTPHH TYPH3Ma M FOCTENPHAMCTBA

ITousTHA ¥ BHABI TYPUCTCKHUX H 3KCKYPCHOHHEIX yciayr. OLeHKa ¥ KOHTPOINb KayecTBa Hc-
IIOJTHEHHUS! TYPHCTCKHX U 3KCKYPCHOHHBIX YCIIYT.

O6cnyxrABaHHE TYPHUCTOR W HACeNSHHS B CPEICTBAX PasMEINSHHA, HA NPESIIPHATHIX oblie-
CTBEHHOI'Q IIMTAHHA, B KY/IbTYPHO-PA3BICKATEIbHEIX YUPEKICHHIX.

Yenyry HHAYCTPHH Pa3BICYCHHA H CIOPTA: YCAYTH B oONacTH pasBAedeHHH H OTABIXA, Op-
TaHM3aIlH{ # IPOBEICHHS CHOPTHBHO-MACCOBEIX MEPOTIPHATHH. AHHMAIHOHHEL CEPBHC.

TennmeHIHA pa3BUTHS PHIHKA BEICTABOYHOH HHIyCTPHH, B TOM 4HCie pernoxamsHoro. Co-
CTOSHHE W NEPCIEKTUBBL PA3BATHS AETOBOr0 Typu3Ma. CepBHuCHOE 00CTyKUBaHHE NENOBBIX MEpPO-
IIPHATHH M KOHIPECCHO-BBICTABOYHOM NeATEIbHOCTH.

Tema 16. CepBuc Ha TpaHCHOpTE

Tpancnopr oO0mero MONb30BaHMS: KEICIHOJOPOXKHBIA, BO3JYIIHBIHA, MODCKOH, aBTOMO-
OunBHEIA, PEYHOH TpaHCIOPT, 00ECIEeYHBAIOIIMI NEPEBO3KU NAcCAKUPOB H IPY30B H IPEAOCTaB-
HEHHE YCIIYT TPAaHCIOPTHOH SKCIIE TUIIHH.

TpaHCnOpTHEIE YCIYTH IO IEPEMEIIEHHIO TAaCCaKIPOB, MaTepHATEHEIX NeHHocTei. Tparnc-
TIOPTHRIE YCIIYIH, CBA3AHHEIE C OPraHH3alMeH [1poecca OTIIPABKH U NONy4eHHs Ipy3a.

be30nacHoCTs M Ka4ecTBO TPaHCIIOPTHBIX YCIIYT.

Opranusauus cepBruca IpH TPAHCIOPTHOM 00CTYKUBaHAH.

Tema 17. Cepsuc HenpmxnMocTH H KKX

[TonsiTHe cepprca HEABMAKHMMOCTH. TEXHOIOTHA OKa3aHUs YCIyT B cepe HEABHKUMOCTH, B
clyx6ax cepBHCa, YIPARISIONMX KOMIAHHAX, 0OCIyKHMBAIOIIUX XKUJIBIC 1 HEXUTbIE 3aHUL H CO-
OpyXeHHs, 00BEKTHl HEeIBIKAMOCTH.

OCO6CHHOCTH OKas3aHuA KHIHIMHO-KOMMYHAIBHBIX YCIIVI. HPEHOCTEBHEHHC KOMMYHallb-
HBIX YCIYT cOOCTBEHHHKAM H I10JIB30BATEIISM INOMEUISHHH B MHOFOKBaApTHPHBIX AOMaX H KHIBIX
JIOMOB.

Oprauuzanus paboTHI ¢ HeILTATENBITHKAME 38 XKIIHITHO-KOMMYHATLHEIC YCIYTH.

Tema 18. OcobenHoCTH OpraHu3aNyy NPEAOCTABIEHRS MOCy apCTBEH-
HBIX H MYHHIMOATBHBIX YCIyT

[NousTHe rocyJapcTBEHHOH B MYHHIUIATLHOH yciryr. OCHOBHEIC IPHHIHAINE! IPEOCTaBIIC-
HHMS TOCYNApCTBEHHBIX M MYHHIMNATBHBEIX yciayr. OOmue TpeOoBaHUS K NMPENOCTABICHHIO TOCYy-
JApCTBEHHBIX H MYHHIHIANBHBIX YCIyT. [IpenoctasieHre rocylapcTBEHHEIX H MYHHIIHIIATBHBIX
YCIIYT B MHOTO(YHKIMOHAIBHBIX LIEHTPax M0 IPHHIMIY "0AHOIO OKHA".

Opranuzanus 1 ee 0coOEHHOCTH MPENOCTaBICHUS TOCYAAPCTBEHHBIX M MYHHIHIIANBHEIX
YCIYT B MHOTO(YHKITHOHATLHBIX [IEHTPaX.

CoaepkaHue NPAKTHIECKUX 3AHATHH N0 THCIAILIHHE
2 cemecTp
Tema.l. CepBHc Kak cnetHpHHIecKUil BHA A€ TEILHOCTH

AHanmmu3 CTPYKTYPHl M BHJOB CEPBHCHOH AEATENLHOCTH, KaK HCTOUYHHKA YIOBIETBOPEHHA
pa3HooOpazHbIX NoTpeOHOCTEl YenoreKa.

PeabunutanioHHbI XapakTep cepBHcAa. 3aKOHBL, ofecnedunBaroime peabUTHTAIOHHBIE
IPOLECCHI B )KM3HU MHIMBHIA.

Dopma 3anamus — YCMHBIN ONPOC, 2PYRNOEAS OUCKYCCUS, CEMUHAD-NPAKMUKYM

Tema 2. Poan 1 npeanochblikd Pa3sBHTHS CePBHCHOI JeITeJILHOCTH

AHanu3 CTpYKTYPHEBIX H3McHEeHHH B chepe youyr. BiugHue conuansHo-KyJIbTYPHBIX M3Me-
HEHUH B 00INecTBE Ha CHCTEMY IOKa3zaTene, 0TBedalonieil COBPEMEHHBIM IIEHHOCTIM, 3aIpocaM H
npemoyreHuaM norpedureneit. CnocoObl U METOB! HCCISA0BAHHS CEPBHCA, HCIONB3YEMEIX B YC-
NOBHSIX COLHANbEO-KYNbTYPHBIX TpaHcgopmManuit B Poccuu, Kak COMaNbHOH CHCTEMBI HEAHBHIY-
aIBHOTO OOCIYKHBAHAA ¢ TOUKH 3PEHHA HAYKH O CEPBUCE — CEPBUCOJIOTHH.
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Knaccuukanys 1 cpaBHHTEIbHBIA aHAIA3 OCHOBHBIX 3TAallOB Pa3BUTHSA CEPBHCHOH Jes-

TenrHOCTH B Poccrm.
Dopma 3aHAMUS — YCMHBIU ORPOC, ZPYRNOEAS OUCKYCCUS, PEYEHIUPOBANUE GbICIIYRACHLUY

Tema 3. CeppucHas 1eATEILHOCTE B PA3BHTHIX A PA3BUBAMIMXCH CTPAHAX
Kpyrneiit cron. Aramns u crielndika OpraHH3alldyl CEPBHCHOH NEATENLHOCTH B Pa3BUTHIX
cTpaHax (BBHIOOD CTpaHEI OCYIIECTBIAETCA CTYAECHTOM CaMOCTOATEIBHO)
Kpyrnaerii cTton. AHamus ¥ crienuduKa opraHi3allid CePBUCHOH NEATENEHOCTH B Pa3BUBAIO-
UIHXCA CTpaHax (BBIOOp CTPaHBI OCYIIECTBIAECTCS CTyIEHTOM CaMOCTOATEIBHO)
Dopma 3auamus — 00KAA0bL, KPY2AbIU CIMON

Tema 4. CTpyKkTYpa cdephl YEIyr H RIACCHPHKANUH THIIOB H BH/I0OB YCIyr

AHanu3 XH3HSHHOTO IIHKIA YCIIYT, OKA3bIBAEMBbIX IIPEAITPUATHEM CepBHca B ropoae Bnamu-
MHPpE.

Wzyuenne u ananuz o0bexToB Kiaccuduranuuu (yeiyr) 8 OKII 2 (uepapxuyeckuii METO
KaccH(HKAIIK, HOCIEI0BaTEIbHEIN METO I, 001aCTH IPAMEHEHHS, CTPYKTYPa KIacCHpHuKaTopa,
JeTalu3alus yeiIyr)

Dopma 3auamus — pa3dop KOHKPemHbIX CUMYayuli

Tema S. Peinok yeayr

AHali3 COCTOSHMSA M Pa3BUTHS KOHKYPEHTHOM Cpelsl Ha phiHKaX yoryr BrnaguMupckol o6-
nacTu (PHIHOK arpONpPOMBIILIEHHOTO KOMILIEKCa, PHIHOK 00pa3oBaTeNbHEIX YCIYT, PBIHOK MEIH-
L[UHCKUX YCIYT, PBIHOK YCIYI' B ¢hepe KyJAbTYPhl, PHIHOK YCIIYT MHJIUIHO-KOMMYHAIBHOIO X035H-
CTBa, PBIHOK YCJIYT NEPEBO30K [ACCAXKUPOB HA3CMHBIM TPAHCIIOPTOM, PBIHOK YCIYT CBA3H, PHIHOK
YCIIYT COIMATIBHOTO OOCIYKHBAHUA HACEICHUA M Ip. )

Dopma 3auAMUA - CEMUHAP-NPAKMUKYM, GHATUS cumyayuii

Tema 6. KauecTB0 U 0lieHKAa KaYecTBa YCIyT

AHanu3 KadecTBa YCIyr, IPeJOCTaBNsAEMbIX B OpraHH3armusaX cepsl Typu3Ma H TOCTCIPH-
uMcTBa I. Brammmupe.

PaspaboTka 0npOCcHOro JIMCTA 4718 OLECHKY YIOBICTBOPEHHOCTH MOTPeOUTENS YCIYTH.

Dopma 3aHAMUSL - YCIHBLI ONPOC, NPE3EHMAYUA

Tema 7. CepeucHasi AeATeIbHOCTH KAK 00BEKT NPABOBBLIX OTHOMIECHMM

AHanM3 OCHOBHBIX HOPMATHBHBIX M ITIPaBOBBIX JOKYMEHTOB, PETyIHPYIOMHUX CEPBHCHYIO
neAaTenbHOCTh B Poccuu. JIneH3upoBaHue cepBUCHOM nesrensHocTd. CepTuduKauus yeiIyr.

Dopma sanamusl - 2pyNN0Eas OUCKYCCUS, YCIMHBLU ONpOC

Tema 8. DPpPeKTHBHOCTL CCPBHCHOH AESITEIBHOCTH

AHam3 U cocTaBlleHHe TabmuLbl MOKas3areneil KOHKYPEHTOCTIOCOOHOCTH CEPBHCHOM opra-
HH3allUM M HX XapaKTepHUCTHK: KadeCTBO CEPBHUCA, BPEMS HCIIONHEHHUSA CEPBHCA, NOCTYIHOE KOJIH-
YECTBO NIPEAOCTABISIEMOrO CEPBHCA, JOCTYIIHOCTh CEepBHCa, HHPOPMALlMOHHAS JOCTYIHOCTL CEPBH-
Cca, MOIHOCTh CEPBUCA, PEHTA0ENBHOCT CEPBHCA, HHHOBAMOHHAA THOKOCTD CepBUCa H JIp.

[poaHanu3upoBaTh NpeUpUsATHS cEphl CEPBHCA, OKA3RIBAKINAE YCIYTH HACEISHHIO B I'O-
pone Bnamumup ¢ TOUKH 3peHU BsNeHHs 3h{)EeKTUBHOCTHE cEpBUCA Ha HHX.

Dopma 3anamust - ycmHBII ORPOC, AHATUZ CURYAYUL

Tema 9. HudopmaunoHHblii cepBHC

Pasgurne cdepsl yenyr 8 yenosrsax g poBH3auMK 3KOHOMUKH.

0630p CRM-cucreM (ynpaplieHUe B3aUMOOTHOIIEHUSMH ¢ KIIMEHTAMH) Ha MPCIIPUATHIX
COIMHAITEHO-KYIBTYPHOT'O CEPBHCA B TYPH3MA.

ABTOMAaTH3alM¥ [IPOLIECCOB YIpaBNCHHI B2aUMOOTHOIIEHUAMH C KIIMEHTAMH B KOMIIAHHAX
Mainoro OH3Heca.

Dopma 3auaAMUAL - YCMHBLU ONPOC, ZPYRNOEAA OUCKYCCUS, 3QWUMa UHOUSUOYATbHBIX 3a0Qa-

HULL
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3 cemecTp

Tema 10. Opranmsamus 00cay:KUBAHHA NOTpeOUTeNeH yeayT
ABanus CTpYKTYpPbl H COCTaBa YCIYT € TOUKH 3peHHI NOTpeOHTENs, aHallu3 Mojenei o6-

CIY)KHBAHHA H OLICHKH YOBJICTBOPEHHOCTH, POPMHPOBAHHE IIOKa3aTelell H KPUTEPHEE KadecTBa,
LIEHHOCTH M KOHKYPEHTOCIIOCOOHOCTH YCIYT.

Dopma 3aHAMUA — AHATU3 U PAZOOP KOHKPEMHBIX CUMYayiil, paboma 6 MAavix pynnax
Tema 11. Hogble BHABI yeuIyr ¥ [IporpeccHBHbIC (POPMBI 00CYKHBAHASA
AHaM3 ¥ XapaKTepUCTHKA HOBLIX BHIOB YCAYT B GOpM 00C/Iy)KUBAHKS, HA TIPEANPUATHIX TYPHCT-
CKOH HHIYCTpUH B ropojc Biaaumupe (Bbi00p KOHKPETHOI'O NIPEJNPHATHS B cdepe TypusMa, Xa-
PaKTEPHCTHKA JAaHHOTO MPEMIPHATHAA HIH OPraHH3aIiy, ONMMCAHHE HOBBIX BHIOB YCIYT, ONHCAHUE
¢nocoboB, METOLOB, MEP, CO3/IAHHBIX I MPHBJICUCHHI KIHEHTOR K HCIIOI530BAHHIO HOBLIX BUIOB
YCIIYyT).

Dopma 3auAMUA — YCIMHBLI ORPOC, AHATU3 U pa3Oop KOHKPEMHBIX CUMYayui]

Tema 12. IlpodeccHoH2TEHOE NOBeJ¢HUE B CEPBUCHOM A€ATEJILHOCTH H KYJILTYpa 00MeHns ¢
KIHEHTAME

AmRanu3 nponecca B3auMOAEHCTBHSA C KIIMEHTAMH U €ro 0cOOEHHOCTH: MOTHB B3aHMOAEHCT-
BUS M CTENEHb €10 BAXHOCTH, CTPYKTYpa OTHONIECHHI ¢ NpeNcTaBUTensMy OOIIeCTREHHBIX IPYII U
MEXITHYHOCTHEIX OTHOUICHHH; OOINeHHe ¢ YYeTOM HHIMBUIYANBHEIX 3alIPOCOB H 3MOMHOHATLHOTO
COCTOAHHUA HOTpCﬁI/ITeJIﬂ; PETYIHAPHOCTD, IICPHOIUYHOCTE B3aMMOACHCTBHA KaK CO3JaHHE nepco-
HHGQHLUHEPOBAHHOH CpENBl; 3CTCTHYECKHC 3MEMCHTHl OKPYXAIOUIEr0 MPOCTPAHCTBA H DTHUYECKHE
HOPMBI H I[IPABUIIA; PE3YyIbTAT B3aUMOMCHCTBHS - (PYHKIHOHATEHOE HA3HAYEHHE YCIYIH, HIH I10-
JIE3HOCTh, KOTOpas OLEHUBACTCS OOBEKTHBHBIME M CYOBEKTHBHBIMH KATEIOPHAMH (yIOBIETEOPEH-
HOCTB/HEYIOBIETROPCHHOCTE MOTpeOHTENA).

Cocrapnenue TaOMHITE! «DIEMEHTEI KYTbTYPhI CEPBUCHOTO B3aUMOJEHCTBHS H MX COAECpKa-
HHEY.

Dopma 3auamMUA — YCIMHBLL ONPOC, AHARUI CUMYAyUll, paboma 6 MatbiX 2PYnnax

Tema 13. KonTakTHas 30Ha

Opranusanys NPOCTPaHCTBAa KOHTAKTHON 30HEI CEPBMCHOTO HPEMIpUATHS (IpelNpHsiTHE
ONpEAENseTCH CTYACHTOM 10 COrNACOBAHUIY C NPENOJABATEIEM ) NOMEITEHHE KOHTAKTHOM 30HbBI 1
Cr0 KOMOOHEHTaMM, [PHJICrarollas K INPeJupHIATHIO CEpBHCAa TEPPHTOPHA, pPeKIaMHO-
XYAOKECTBEHHOE O0QOPMIICHHE TIPEANPHATHA cepBHca (BBIBECKa) ¢ 0003HAYeHHEM (YHKIHOHAND-
HOM NpHHAIIEKHOCTH (B TabnuuHolt Gopme).

Dopma 3aHAMUA - YCMHbBLT ORPOC, NPE3EHMAYUS, 3QUUMA UHOUSUOYATLHBIX 3a0aH Uil

Tema 14, KoH(PINKTHI H KaT0051 IPH 00CTYKMBAHHH KJIHEHTOB

TpeHHET 1A pa3BUTHA HABBIKOB 3Q(EKTUBHOTO pemIeHUS KOHGIHUKTHEIX CHTYAUMH B cep-
BHCHOH JesTenbHOCTH «KOHGIMKTEL B IIpollecce OKa3aHMs YCIYT: IIYTH MX PaspeilleHHd B CEpPBHC-
HOMU IeATEIbHOCTHY.

Onwucanve KOHQMHMKTHOM CHTyaluy Ha CEPBHCHOM IPENIIPUATHH, YKA3aHHE POIH B KOH-
¢mukTe (DOTpebHTENs WIH PabOTHHK CEpBHCHOTO MPENPHSTHS), NPHYMHA KOHQIMKTA, HCXOI
KOH(IHMKT, NPELIOKEHHS CEPBUCHOMY NPEINPUATHIO IO YCTPAHCHHIO MOMAOGHBIX KOHMIMKTHBIX
CUTYAUUH.

Pabota ¢ xanobaMu KIHEHTOB H peKIaMallisaM{ B LPOLECCE OCYIUECTBACHHS CEPBHCHOIM
JesrenpHocTH. CHCTeMa YNpaRIeHUS Kalo0aMH B OpraHM3aliIX TYPU3Ma H ITIO3HTHBHOTO MBIIILIE-
HHUA CHOCLHEANHCTOB Ciryx0bl cepeuca. Kiaccubrnkanus xano0 # 3bGheKTHBHBIH anropuTM JeHCT-
BHIA.

DQopma 3aHAMUSL — MPeHUHe, paboma ¢ MALbLIX 2PYRNAX

Tema 15. CepucHas nedTeJbHOCTE B HHAYCTPHH TYPH3MA H FOCTENPHAMCTBA

AHajIM3 KOMIIIEKCa TYPHCTCKEX yciyr. Crnenuduxa npefoCcTaBleHAs CCPBHCHBIX YCIYT B
TYPU3ME H HX HOTPEOUTENH.

Anams 'OCTa P 50690-2017 Typuctckue yenyrd. Odmue tpeboBaHAs.

Dopma 3aHAMUA - YCMHBIE ONPOC, 2PYRNOBAA OUCKYCCUS
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Tema 16. CepBuc Ha TpaHcnopTe
AHaJIH3 pBIHKA TPaHCTIOPTHRIX YCIYT BIaguMEpCKOro peruoxa.
Bribop coBpeMEHHBIX METOAOB ¥ ONPEAEIICHHE NEPCNeKTHRE MO3HITMOHUPOBAHHSA CEPBHC-
HOMW yCIYI'H Ha TPAHCIIOPTE.
Anamz ['OCTa P 51006-96 Ycnyru tpadcnopribie, TepMUHEL H OIPEACICHHS.
Dopma 3auamus - YCmHulil ONpoc, Zpynnoeas OUCKYCCUs

Tema 17. Cepruc Heapmxnmocru u AKKX

OreEKa KadecTBa IIPEIOCTABIEHAA YCIIYT yiipapisiomeit kommanueit JKKX B ropone Baa-
mavupe (no BeIOOpy cTyZeHTa). M3ydeHHe perHOHANBHOH TPEXYPOBHEBOH CHCTEMEI KOHTPOJIA B
XUIUITHOH cdepe: rocy1apCTBEHHBIH KUTHINHBI HaN30p, MyHHITUITANGHBIH KUIHIIHBIH KOHTPOJIb
H ODINEeCTBEHHBIH KOHTPOJb. M3ydeHne NeITENbHOCTH PErHOHaIBHON HEKOMMEpUECKO#H opranusa-
nuy «KKX-KOHTPOJIb».

Dopma 3aHAMUA - YCHHBLE ONPOC, 2PYNR0BAsS OUCKYCCUR

Tema 18. OcobeHHOCTH OPraHH3ALHH NIPEJOCTARIEHHS IOCYAAPCTEEHHLIX 1 My HHIA-

NAJBHBIX YCJIyT

AHanuz rocyaapcTBeHHoH nporpaMMel Branumupckoi obnactu "CHUXEHHE aIMHHMCTpA-
THBHBEIX OapbepoB, ONTHMH3AIMA M INOBBIIIEHHE KAYECTBA NPEIOCTABJIEHHS I'OCYIAPCTBCHHBIX H
MYHHLIMIIANBHBIX YCIAYT, B TOM 4YUCIE Ha 0a3e MHOTO(YHKIHOHAIBHBIX LIEHTPOB NIPEIOCTABICHHAS
rocyJJapcTBEHHBIX M MyHHITHIIAIBHEIX YCIYT Bo BrnanuMupckoit o6nactu, Ha 2014-2023 roner”.

Qopma 3auamus - YCmHbLI ONpoc, 3auuma UHOUGUOYANbHBIX 3a0aHU

5. OHEHOYHBIE CPEACTBA AJiSI TEKYIIEI'O KOHTPOJIS YCIIEBAEMOCTH,
IPOMEXYTOYHOM ATTECTALIMH 10O UTOI'AM OCBOEHHUSA JUCIHILIHHB]
U YYEBHO-METOJAWYECKOE OBECIIEYEHUE CAMOCTOATEJNBHON PABOTHI
CTYJEHTOB

5.1. Texymmit KOHTPOJIE yCIIEBAEMOCTH IIPOBOAUTCA B (POpPME PEHTHHI-KOHTPOIIA TPH paza B ce-
MecTp. 3aJaHus AT NPOBeAeHHUS TeKyIIero KOHTPOIs IPHBEICHE HIKE.

2 cemecTp
PeiiTunr - koutpoap Nel:
Jcce o BOIpocaM.
1. LlennocTtH, co31aBaeMEbIe CEPBUCHOM JESTEIBHOCTEIO.
2. Ilpoananusupyiite noTpebuTENeM, KaKUX YCIYT BBI ABIICTECH, U KAaKYIO CyMMY BBI Tpa-
THTE Ha pa3NM9IHBIE YCIYTH MECHII.

3. Ilo pammeMy MHEHHMIQ, MOXKHO JTH IPHOOPECTH YCITYTY BIPOK?
4. Ponb cepeuca B XKHU3HM HHIABHIA.
5. Biusaaue cepBuca Ha cyap0y U cuacThbe Jronei.
6. Bimanue ceMbU Ha pa3BHTHE CEPBHCa

PeiiTiHr - KOHTPOJIL Ne2:
[IprMepHbIe TECTOBLIE 3aJaHHS
1. Bce HeoOXxoqUMBIe MepPONPHATHSA, NpeJHA3HaAYeHHbIE NS (PAKTHIECKOrO YXOBJIE-
TBOPEHHA CYMECTBYIIIHX NI0TPeOHOCTEll, COCTABISIIOT:
1) cepBUCHYIO ZeATENLHOCTE;
2) upaBa notpeburtenci,
3) conmannyio chepy;
4) 3a00Ty rocyapcTea.
2. Ha prinke cepBHCHBIX YCIYT NPe0dIagal0T NpeInpHATHA:
1) KpyTIHEIE IPSATIPHATHS TOCYAAPCTRCHHOM GOPMEI COOCTBEHHOCTH;
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2) MeNKHe IpeANpUATHA YacTHOH cOOCTBEHHOCTH;

3) xpynHEIe TpeNIpHITHS 9acTHOH GOPMEI COOCTREHHOCTH,

4) MeNIKHE NpEANPUSITHSA TOCY apCTBEHHOH (POpMBI COGCTBEHHOCTH.

3. Boeprrle npapa norpeduTeis OLLIH NPOBO3TIAIHECHL] B:

11985,

2) 1941 r.;

31962 r,;

4)1970T.

4. Kakne ycJIyra 0THOCHTCH K COHAILHO-KY/IBTY PHBIM:

1) yCIIyrd KyNBTYpEL, CIIOPTA, TYPHU3MA, OpPraHH3alud OTIOBIXA U JOCYTa;

2) obpazoBaTeNbHbIE YCIYTH;

3) yCIyTH aBTOCEpBUCA;

4) ycayrH HHIYCTPHH TUTAHHS.

5. Yeayra — 310 pesyabTar:

1) HemocpeACTBEHHOTO B3aUMOJISHCTRAA HCIIQIHHATES W OTPeOUTENs, a TakKe cOOCTBEH-
HOH JeATeNIbHOCTH HCIIONHUTENS YCIYT IO YAOBIETBOPEHHIO HOTPEOHOCTH MOTPEOUTENS YCIYT;

2) TPYIOBO# NeATENFHOCTH, B IIpollecce KOTOPOi cosaaercs crenududeckasd noTpeouTenh-
Has CTOHMOCTE;

3) camopeanH3aIui MOKyHaTens;

4) HeT BEPHOTO OTBETA.

6. Hazopure noacexrop cgepsnl cepeHca:

1) mpOM3BOACTRBO MAaTEPHAIBHEIX YCIYT;

2) Ipou3BOACTBO HEMATEPHANBHEIX YCIIYT;

3) ympaBieRHE;

4) conuansHOe 00CTyKUBaHHE.

7. Hepeuncnnre knaccuPpuranmoHHbIe MPUZHAKYA YCIIYT:

1) cTanaapTH3UPOBAHHBIC U TROPYECKHUE YCIYTH,

2) KOMMEpPYECKHE I HEKOMMEPUYECKHE YCIIYTH;

3) 4uCThbIC ¥ CMELIaHHBIE YCIIYTH;

4) BCe OTBETHI BEPHEIE

8. Poinok yciyr - 3102

1) OCHOBHEBIE KOMITOHEHTHI MAPKETHHTA,;

2) GyHKIIMH MapKeTHHTa;

3) cerMeHTHI MapKETHHI A,

4) MapKEeTHHIOBAs Cpela.

9. CepBHCHBIC YCIYTH OTJIMYAKTCS 0T TOBAPOB:

1) HeoCI3aEMOCTEIO;

2} onpeaesICHHOH CTOUMOCTBIO;

3) cnocoGoM DOCTABKH IMOKYIATENI);

4) reTepOreHHOCTHIO.

10. PazugaloT cieqyiomue THIEI YCIyT:

1) mpoM3BOACTBEHHEIE;

2) npodeccHOHATLHEIC;

3) pacipe IeTHTENBHEIE;

4) noTpeOUTEILCKHE.

11. Ha xakoil crafuy *KH3HCHHOrO [HKJ2 YCIYTH OCYMECTBIAIOTCA AKTHBHBIE PeK-
JaMHBbI€

MeponpHATHSA | Mponaran/a:

1) craguu paspaboTku ycayry;

2) CTaNHH BHEPEHUSA YCIIYTH;

3) ctanuu pocTa NoTpedNeHus;

4) cTaguy 3penocTH.
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12. Crajus HACBIEHHUS PHIHKA YCAYTOM XapaKTePH3YyeTCs:

1) obocTpeHueM nponecca KOHKYpPEHIIHH;

2) npexpaleHneM IPOH3BOICTRA YCIIYTH U 3aMEHOH ee Ha YCIIyTy-HOBHHKY;

3) HENOCTOSHCTBOM Ka4eCTBa YCIYT;

4) akTHBHBIMH MapKETHHTOBBIMH MEPOTIPHATHAM.

13. Kaxne xapaKTepHACTHKH NPHCYIIH YCJIYraM:

1} HeoCA3aEMOCTD;

2) HECOXPaHAESMOCTE;

3) HEAOCTYIIHOCTB;

4) HEMOCTOSIHCTBO KAYECTRA.

14. JKu3HeHHBI HHKJ YCIYTH 3TO:

1) MOMEHT noTpedneHus yCIIyrHy;

2) BpeMs ¢ MOMEHTA BBIXOJIa YCJIYTH Ha PBIHOK J0 YXOIA C PhIHKA,

3) BpeMs OKa3aHHA YCITYTH,

4) HeT BEpPHOTO OTBETA.

15. lIpou3BoacTBO H NOTPedIeHHE YCIYT TECHO B3aHMOCBA3aHBI H HE MOXKeT OLITH pa-
30pBaHC BO BpeMeHH. K Kakoli XapaKkTepHCTHKe YCJIYTH OTHOCHTHCH 3TO YTBEPKACHHE:

1) HeoCA3aeMOCTB;

2) HEIOCTOAHCTBO KAYCCTRA,

3) HepaspLIBHOCTEH IIPOH3BOACTBA H IOTPeOIeHHA YCIYT;

4) Bce OTBETHI BEPHEIE.

PeiiTunr - kourpoJs Ne3: noaroroska aokjaaga
IIpumepran memamurxa 0oxk1a006
(Mmosrcem Obimb pacupeHa ¢ y4emom UHMepeco8 CmyOeHmos)

1. Hcropuyeckoe pa3BUTHE CEPBHCHOH IEATEIBHOCTH H OCOOEHHOCTH €€ CTAHOBJICHHS
B COBpPEMEHHOM MHpE

2. AHanW3 CEepPBHCHOHM IEATENBHOCTH Ha NpenpUsTHH cdepbl TypHaMa (HA UpUMepe
KOHKPETHOTO NPEAIPHATHA 10 BEIOOPY CTYASHTA)

3. HuTepHEeT-cEpBUCH] B CEPBHCHO I1eSTEILHOCTH

4. HudopManHOHHEIH cepBUC: NPOOIEMBI H HEPCHeKTHRE PA3BHTHA

5. I'nobansable HHOOPMAIIMOHHEIE CETH B CEPBHCHAS NEATEILHOCTD

6. CeparcHas ZeATENEHOCTS B YCTIOBHAX IMOOaNH3aINH: TEHASHIIUA U IIePCIICKTHREI

7. bpesnppoBaHie Kak MHHOBAlMOHHBIM HHCTPYMEHT NPONBHXKEHHSA NPOIYKTa Cep-
BHCHOH JeATEIFHOCTH

8. HuHoBauuy B COLMOKY/IBTYPHOM CEPBHCE

9. KopriopaTuBHas KYJIETYPa B CEPBHCHOM JIEATEIbHOCTH

10.  BnwsHue HaUMOHAIBLHBIX (PerMOHANbBHBIX, IPHPOTHO-KIHMATHYECKHX) OCOOEHHO-
cTelf Ha OPraHU3aNUIO CEPBUCA

11.  CepBucras AeATeNBHOCTH KaK (PaKTOp KOHKYPEHTOCIOCOOHOCTH NPEANPUITHS Cep-
BHCA

12.  CepBuc xax conpanbapii GeroMen

13. CepBucHas HeATEILPHOCTh KaK CIOCOO YIOBJIETBOPEHHUA OOMIECTBEHHBIX MOTPeOHO-
CTeH.

14.  M3Mepenue poNH CEpBUCHOH NEATENBHOCTH B SKOHOMHYECKOM H OOINECTBEHHOM
Pa3BHTHH.

15, CepBucHas 1edTeNbHOCTS KaK 4aCTh COBPEMEHHOM KYIIBTYPBL

16.  OcobeHHOCTH Pa3BHTHS CEPBUCHOM AeSTENBHOCTH B COBpeMeHHOM Poccuu.

17.  Oprammsanmd cepBuca Bo BranuMUpcKkoM peryoHe: npodaeMbl M MEPCIEKTHBBI pa3-
BUTHS

18.  KagectBo, 6€300aCHOCTE YCIYT H KYJIBTYPA CEPBHCHON JESTEIBHOCTH
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19.  Crenuanshbie mporpamMMbl T0ANTLHOCTH KIIHEHTOB

20.  Paszeutie chephl MpeJOCTARTEHHS TOCYIAPCTREHHEIX W MYHHLIMNAILHBIX YCIYT

21. Bu3nec-uHKYOaTOpHI KaKk MEXAHHU3M pa3BUTHA Manoro omszneca Poccun

22.  llosbnuenue 3QeKTHBHOCTH YIPaBIEHHS NPENNPHATHIMHA ceprl Typu3Ma H cep-
BJCa HA OCHOBE BHEAPCHHS NHHOPMAIHOHHEIX TEXHOIOTHI

23.  OOna4yHpli cepBUC HA NMpeanpuaaATHIX BramuMupckoit odnacru

24,  TeHaeHIWH pa3BHTHA PHIHKa 00pa30oBATENBHBIX YCIYT

25. Cuctema COLHAIBHBIX YCIOYT B COBpeMeHHOH Poccun

TpedopaHus K 0popMIACHAI0 AOKIAIA

Texcr noknazga nomxeH ObITh HabpaH B TekcToBOM penakrope MS WORD, obnice kommye-
CTBO CTPAHHIL IEYaTHOI0 TeKCTa - He MeHee 5, Times New Roman 14, uatepsai, 1,5.

Joxnan noikHa UMeTh TUTYIBHEIH MucT ¢ HauMeHoBaHueM BV3a, kadenpsl, TeMbl qoKna-
da, ©HO cryaeHTa u Ipeniogapartens; MECTa Halucalud ¥ roja.

CrpaHHIE! JONKHE! OBITH IPOHYMEPOBAHEL, 0043aTENbHBl IPABHILHO O(OPMIIEHHEIE CCBLI-
KH BHYTPH TekcTa. [Ipy HCIOONB30BAHHH WCTOYHHKOB CIIE/YET B CCHUIKE YKA3BIBATHCS HCTOYHHK
3auMcTBOBaHMS. CIHCOK HCIIONIB30BAHHOMN JIMTEPaTYpHl O0s3aTeNeH.

5.2. [IpomekyTOUHAS ATTECTANMS M0 HTOraM OCBOeHUS JHCUHIIHHDBI — 3a4ént,

BOHpOCbl K 3a4€Ty 0 THCHHILTHHE:

1. Pons cdepbt cepBuca B yCI0BUSIX COBPEMEHHOH MEPOBOH 9KOHOMHKH.

2. OcHOBHEIC BUABI H CTPYKTYpa ACATCILHOCTH

3. Buarl cepBHCHOM OeITeNEHOCTH.

4, PeabunuTanuonuei xapakTep cepBuca.

5. Hcroprdeckre 3Tanbl pa3BUTHA YCIYT U CEPBUCHOH NEATENBHOCTH

6. Pone rocy1apcTBEHHBIX MEXAHH3MOB B Da3BHTHH YCIYT.

7. Ceepa yeayr: TpH 3Tana pa3BUTH LUHUBWIN3AIMU - B JOMHIYCTPHATLHBIH, WHYCT-
PHAIBHBIA U IOCTHHIYCTPHAANBHBIN.

8. ITanbl COMUATUCTUYECKOrO Pa3BUTHS Cephl YCIIVT.

5. XapakTepHCTHKa CEpPBHCHOH AesTeNBHOCTH cTpaH 3amamHoit Emponut u CesepHoif
AMepHKH

10.  Ilpomecchl HHAYCTpUATH3ANY U MOJCPHH3ALMY PA3BHBAFOIIMXCA CTPAH

11.  Knaccadukaums THIIOB H BHAOB YCIYT.

12. MarepuaabHBIEC YCIYTH.

13. ConuanbHO-KyNETYPHEIE YCIYTH

14. XapaKTepHCTHKA YCIIYT.
15.  JKusHeHHBIi MK YCIYTH H CEPBHCHOIC IIPOAYKTA.

16.  PrIHOK ycayr u ero sHaueHue.
17. MupOBOH pBEIHOK YCIYT
18.  CoctosHue, mpobneMsl U IEPCIEKTHRE Pa3BUTHS PBIHKA yeIryT Poccuu

19.  Mopaenb KauecTsa yeuyr.
20. Meroguxa SERVQUAL

21.  Meton «TauHECTBEHHOTO MOKYMATEIA»

22.  MeToap! OLICHKH YIOBIETBOPEHHOCTH IOTPEONTES YCIYTOM.

23. D¢ dexTEBHOCTE CEPBUCHO NEATENBHOCTH U €€ OIICHKA.

24.  AHaIH3 Ka4ecTBa YCIIyT, NPeNOCTARNAEMEIX NPCAPHATHIMH Bragumupckoit obnac-
TH

25. CyObexThel MANOI0 M CPEeHEro IpeAlPHHAMATEILCTBA H HX 3HaUeHHEe B CEPBHCHOM
IKOHOMHKE.
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3 cemecTp
Pefirunr - kouTpoan Nel.

BrimoiHeHAne HHANBUAYANBHBIX 3aJaHHH. MOHUTOPHHT KadecTBa 00CIyKHBAHHS.

1. BeibpaTe ¥ OXapaKTepH3UpOBaTh NPEANPHATHE cepbl CepBHCa, TYPH3MA W FOCTCHPHHMCTBA, Ha
KOTOpOM ByaeT NpOBOUTECA MOHHTOPHHT KauecTBa 00CTYKHBaHHA.

2. PazpaboTaTh 4YeK-MHCT Ui OLIGHKH KayecTBa OOCIYKHBAHWA ¢ ydeToM creltuduky BuiOpaHHOM
opraHvszauby cepspHca. HpOBeCTIv‘l aHalHu3 ¢ NOMOIBHY HEK-JTHCTA B paccmanuBaeMOf& OopraHHu3allMH B cd)epe
CEepBHCa, TYPH3Ma M FOCTENPHUMCTBA M HHTEPIIPETHPOBAT NONYHEHHEIE PE3YIbTATHI.

3. Ilpens1osKHTE KOMIUIEKC MEPONIPUATHI, HATIPABICHHBIA HA MOBBILIEHHE KAYeCTBa B IPOUECCe mpe-
JIOCTaBNIEHH YCayT B cepe cepBHca, TYPH3Ma U rOCTEPUUMCTEA.

PefiTuHr - kKoHTpOJIB No2.

IIpamepnbie TeCTOBLIE 3aMaHASA
Hto orHOCHTCS K GAKTOpaM yCHENTHOCTH CCPBUCHBIX HHHOBAIMIA?
COIIPOM2BOJCTRO H KOOPIMHAIHS;
THOKHI MaciuTal IIPOU3BOICTBA;
rocyqapcTBeHHAs OAEPIKKE;
[IpOrpaMMa J105UIbHOCTH KIIHEHTOB.
Kaxue popmbl 06cxy:KHBAHIS OTHOCATCS K HPOrpeccHBHBLIM?
caMo00CIy;KHBaHHE
TIpelBapUTENbHBIHN IIPHEM 3aKa30B 10 TeNeHOHY UItd HHTEPHETY
0ECKOHTaKTHOE 00CTYKHBaHHE IO MECTY KHTCIECTBA
MaccoBoe 00CIyKuBaHHE
Kakxmue BuabI HceM OTHOCATCS K FeJIOBBIM?
ITnceMo-nIpeTeH3us
ONeKTPOHHOE
["apanTuitnoe DHCEMO
3axa3Hoe IUCEMO
Kak Heo0x0a1Mo0 cebs1 BeCTH ¢ Bameil TOYKH 3peHHs UPH 06C/y;KHBaHHH KIHeNTa?
ITocTapaThcs nepenenaTh KIHEHTA 3a HECKOJIBKO MUHYT OOIUEHHS ¢ HAM.
ITposiBNATE BBIIEPKKY B TCPICHHE.
Huxorna ue octaBiaTs 6¢3 BHEMAHHA IPETCH3HH H BO3PAKESHHS 3aKa3IHKOB,
bepeus cebs, oTBeuaTs Ha rpy0OCTh PABHOIYIIHCM
Y10 OTHOCHTCA K IPSIMOMY BUIY JEI0BOI0 ODIMEHHS:
Tenedonnrlii pasrosop
IIpoBeneHUE IEPErOBOPOR
OrnpaBka rapaHTHHHOrO MUCEMa
ONEeKTPOHHOE MTHUCHMO.
Kakne xapakTepHCTHKH COCTABJISIIOT KOPNOPATHBHYI) KYJILTYPY?
KYNbTypa OOIIeHHS;
TpaauUHH Oprannu3alii;
MOJIOKEHHUE KaXKI0ro COTPYIHUKA B OPraHU3alliHg;
LEHHOCTH OOMIECTBA.
CopmyanpyiiTe ocHOBHBIE LI¢IH PadOTHI ¢ BOTPedHTEIEM:
[IpUBIICYEHUE KITUEHTA,
3aKpenyieHHe IOTPeOUTEN B KaUeCTRBE MOCTOAHHOI'O;
CO3JaHHe KOHKYPEHTHOM Cpelsl
HCIOJIL30BAHKE NOTPEOUTENS KaK HOCHUTEA [ONOKHUTEIbHON HHGOPMALIHH O MIPEIIIPHITHH.
Ha3zopuTe NpHYunb), NPENsITCTBYWINHE 00pameHuI0 NoTpeduTeneii:

ok

pe TP NAD o

.

NEo TR R TP W

Neocoraoogop

P

®ao o
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QonpIoe PacCTOAHUEC 10 MPCANPHATHSR C(pepbl CCPBHCA WK HCY,I[OGHOC €T0 pacIoJIOKECHAC
OTCYTCTBHE y,I{O6CTB BO BpeMA OXXHIOAHHWA BEOIOJIIHCHHA WIIH OKa3aHWd YCIIYT'H
HECOOTBETCTBHEC OKOHYATENBHOM CTOMMOCTH 3aKa3a [0 CPABHEHUIO ¢ IePBOHAYATBHOMN
OTCYTCTBHE HH(OPMAITHH O HEM

Kakne moMemeHus K GppoHT-0(HCY CEPBHCHOTO NpeanpaaATHs?

pecenuA

TIEPETOBOpHAs

cepBepHasd

30Ha OTOBIXA ANA COTPYZHHKOB

Kaxkue ycJayru 1eMoHCTpHPYIOT Do 1ee BHICOKHH YPOBeHb HHHOBA LM ?
HHPOPMAIIMOHHBIC

TPaHCIIOPTHEIE

YCIYTH PO3HHYHOH TOPrOBIH

dbuHancoBLle

PeliTHHT - KOHTpoB Nt 3: 3amuTa npe3eHTANMI

Ipumepnan memamuxa npeseHmanuii
(ModICem 6bImb PACUUUPERA C YHemoM UHMEPECO8 CMYOEHmMOog)

1. OcobeHROCTH OpraHA3aIAH KOHTAKTHOHM 30HBI IPEIPHATHI CCpPBUCA.

2. [leuxonoruyeckoe acneKTs! npolecca o0CnyKHBaHHA.

3. Cnemuduka 06CTyKHBAHHA Pa3HBIX COIMHATLHEIX TPYIIT

4. |Ipou3BOACTBO YCIYT MW CePBUCHOrO NMpoayKTa. IIpow3BoncTBeHHEBIE acEKTH mpomecca 00Ciy-
JKHBAHUA.

5. CepBuCHBIE YCYTH aBTOCATOHOB

6. BzauMopelicTBHE ¢ TOTpedHTENEM YCIYT KaK yIpaBleHdeckad 3a1aya.

7. CrenranbHble DPOrpaMMB! OATIBHOCTH KIYMEHTOB OaHKa

8. CrpaxoBrle ycnyru

9. CoBpeMeHHBI} cepBHC B TOCTUHHIIAX, OTENIX

10. PeiHOK yemyr

11. Yenyrm nns 6uzneca (b2b)

12. PEIHOK TPaHCIOPTHBIX YCIYT

13. Yenyrn s nereii: Ou3sHec-uaeH B cepe pa3BleyueHuit 1 00pa3oBaHus

14. [lonesHsle cepBUCHL A4 CTapTanoB

15. Oprannsaius cepeuca ¢ yIeTOM HAHOHANEHO-PErHOHANBHBIX 0COOEHHOCTEH 00CIYKHBAHUA.
16. Opranmzamus cepBHUca B TOCTHHHIAX BraguMHpCKOro peruoHa: MpoONeMBI W IEpPCIIeKTHREI
pa3BUTHSL.

17. BnusHue NpoBeeHAA MEKAYHAPOAHBIX MEPOIPHATHH Ha pasBHTHE BiiaguMupcKoro peruoHa.
18. MIHTEpaKTHBHBIE CIIOCOORI B3AMMOACHCTBYS ¢ MOTPEOUTEIIMU JKCKYPCHOHHBIX YCIYT.

19. BusHec-uneu B chepe yCayr.

20. THUC JKKX: cepeuchl 11a noTpebuTenet.

Tpebosannsa K odopMiIeHHI0 NPe3eHTARNA
TekcT npeseHTalkl (00LIee KOJHYECTBO ciaiioB oT §) noipkeH OBITH HaOpaH B TEKCTOBOM

penaxrope MS POWER POINT.

HpCSBHTaI.IHH JOJPKHa HMCTh TI/ITY.]'IBHHﬁ JJUCT ¢ HAHMCHOBAHHEM BVSB, Ka(beﬂpm, TEMBL

npeseHTanud padborer, @UO crynenTa v npenojabaress; MECTa HAIIUCAHKUA ¥ MOJA.

Craliap! TODKHEI OBITH IPOHYMEPOBAHEL, 00S3aTeNbHEl IPABUILEHO 0dOpMIIEHHEIE TOCTpa-

HHYHBIE CHOCKH HJIM BHYTPH TCKCTA.
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HPPI HUCTIONB30BAHHH HCTOTHHKOB CICAYCT B CHOCKE WK CCBLIKC YKa3bIBaTh MCTOYHHMK 3a-

HMCTBOBAHHA.
5.2. l'[pomemyToqnasl ATTECTALIAA 110 HTOraM OCBOCHHSA MHCUHHIIJIHHEBE — K3AMCH.

Bonpocel k 3x3ameny:

1. CepBucHas JeATENEHOCTE H €€ 1eNH.

2. CepaucHas IeATENBHOCTD KaK GopMa yIOBIETBOpEHHS OTpeOHOCTEH

3. Pons chepsl cepBlca B yCHOBUAX COBPEMEHHOH MHPOBOM 3KOHOMMKH.

4, CepBHC # €ro BHIBI

5. Hcropryeckre aTansl pa3sBUTHA CEPBHCHOM XEATEIHHOCTH

6. Coepa yenyr: Tpy srana pazBUTHS NHBHIIM3AIMHE - B JOUHIYCTPHAIBHBIH, HHIYCT-
PHAILHBIH M MOCTHHTYCTPHANBLHBIH.

7. CepaucHas AeATeNbHOCTE B Pa3BHBAIOIIHXCS CTPAHAX MHPA

8. CepeucHas AeATEIBHOCTD B PA3BHTHIX CTPAHAX MEpa

9. OcobeHHOCTH CEPBUCHOM eI TENBHOCTH B Poccnn

10.  Vcnyra xak cnienududeckuii MPOIYKT CEPBUCHON JIESTEIbHOCTH

11.  XapakTepHCTHKa MaTepHATbHBIX YCIYT

12.  Opranuzanug oOCITy>KHBaHUS MTOTpedUTENeH yeiyr

13. HoBble BUOEI YCIyT

14.  IlporpeccuBHBIE GOPMBI OOCTYKUBAHUA

15. HMudopMalMOHHBI CepBHC

16.  MHHOBaIHH B CEPBUCHOI NEATENBHOCTH

17. Knaccuduxanus THIIOB X BUAOB YCJIYT

18.  KumsneHHBIi MUK ycryrH M cepBHcHoro mpoaykra. IloHstue, dbasel xu3HEHHOTO
IHKIa uX cuenuduka.

19.  Ilomarme cepruduxanmm ycnyr. ObazarensHas W A0OpOBOIbHAS CEpTH(GHMKAINA B
ctepe yenyr

20.  «KoHraxTHas 30Ha 0OCIYyXHBAHHAY, €€ HAa3HAYCHHE H (YHKIMOHANLHBIE 0CODEHHO-

CTH

21.  BHIOEI KOHTaKTHBIX 30H H HX XapaKTePUCTHKA

22.  llpocTpaHCTBO KOHTAKTHOMH 30HEL IlomaTna «6ak-oduc» u «ppoHT-oducy

23.  Kynbtypa ofmenus ¢ KTHCHTAMH

24, KanoOvl U KOHQIMKTEI [IpH 00CIYKHBAHHH KIMEHTOB

25.  IlporuBopeuns CepRHCHOHN MeATENLHOCTH

26.  Ilpunnuns! 3 (eKTHBHOro pemeHns KOHPIRKTHEIX CHTYAIHi

27. Pone u MecTo Poccnu B chepe MexyHApOAHOH TOPTOBIH YC.IyraMH

28.  Prmok ycnyr Bramumupckoit obnactu

29.  KauecTBo U OIIEHKA KaYeCTBa YCIYT

30. Mogens kayecTsa ycayr

31. 3ddeKTHBHOCTE CEPBHCHOM NEATETLHOCTH H €€ OLIEHKA.

32.  IlpodeccrnoHanbHOE NOBEACHHE M YTHKET HA IPEANIPHATHSIX CEPBHCA

33.  Koaekc npodeccHoHanbHOMN 3THKH

34.  DTHKa U 3THKET TeIe(QOHHOTO pa3rosopa.

35.  DTHKET cOoCTaBNeHus JE/IOBRIX IHCEM

36. Ilouarne cepruduxanuu ycuyr. Obszatenpras ¥ Z00pOBONbHAA CePTHOUKALHA B
cdepe yeryr

37.  Tunwl norpeburesneii (KIMEHTOB) H B3aHMOJEHCTBHE ¢ HUMH
38.  Mu¢opManMOHHEIHA CEPBUC

39.  IlmdpoBuzamud yCcIyr ¥ pa3BUTHE 3ICKTPOHHBIX CEPBHCOB.
40.  Astomartmzaums Gu3HEC-TIPOIIECCOB B cepe yCIyT.

41.  |lpHHUHOB OpraHH3aIyH 00CTyKUBAHUIO NOTpeCHTENs.
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42.  Knaccudukauys ¥ XapakTepHcTrKa GopM o0CTyKMBaHKA NOTpeOHTENEH: 110 MECTY

OKazaHuqa yCcuyr, CHOCO6Y IIpHEMA 3aKa30B Ha VCIYIH, CpOKaM HUCHOIHCHHS 2aKa30B, IO METOIaM
OpraHy3alMK B3aMMOACHCTBHA ¢ HOTPEOUTEIEM, IO cnocofaM pacyeTa, KOMIUIEKCHOe 00CTy KHBa-
HHE.

43.  TloHsTHS U BHIBI TYPUCTCKHX M 3KCKYPCHOHHBIX yciayr. OLeHKa i KOHTPOJIb KadecT-
B2 HCIIOMHEHMSA TYPUCTCKHX H DKCKYPCHOHHBIX YCITYT.

44, OBcayXHBaHME TYPHCTOB H HACEICHUS B CPEIACTBAX PasMEILEHHS, Ha OPEeATPHATHAX
oO0I1IeCTBEHHOTO NUTAHUSA, B KYIBTYPHO-Pa3BICKaTENBHBIX YIPEKACHUAX

45. CepBHCHOE 00CITY>KHBAHUE JCIIOBLIX MEPOIIPHATHH

46.  TpaHCMOpPTHBEIC YCIYTH MO MEpeMENICHHIO TACCAKHPOB, MATEPHATLHEIX IEHHOCTEH.
47.  DBe3omacHOCTE H Ka4ueCTBO TPAHCIOPTHBIX YCIIYT.

48.  TexHonorus oxazaHHI YCIyT B cepe HEABHAKHMOCTH, B CIyXk0ax cepBHCa, YIIpaB-

NSOMWHX KoMIasuax, obcmyxusaromux MK/ 1 00bE€KTH HEIBHKUMOCTH.

49. Oco0eHHOCTH OKazaHWA >KIUTAINMHO-KOMMYHAIBHEIX yenyT. [lpemocraBncHue KoM-
MYHaJIBHBIX YCAYT COOCTBeHHHKAM M IOJIb20OBATCIIAM MOMEUIEHHH B MHOTNOKBAPTHPHBIX JOMaX M
WHIIBIX ZOMOB.

50. IloHaTHe M OCHOBHBIC NPHHIMIE MPENOCTABICHHS TOCYAAPCTBCHHBIX M MYHHIIH-
[aIBHBIX YCIIYT.

5.3. CamocTosiTe1bHas padoTa odydaronierocs. .

Camocroarensaas paboTa CTYIEHTOB [0 M3YUYCHUIO NHCIHIUIMHBI BKIKOYAET CIENYIOLIHE
BUIBI paboT: H3yUCHHE MaTepHata, H3/I0KCHHOTO Ha JICKIHH; H3YICHHE MarepHana, BHIHECEHHOTO
Ha MPaKTHYECKHE 3aHATHA, HOArOTOBKA K MPAKTAYECKHAM 3aHATHAM, BBINOJHEHHE HHAUBUAYAILHO-
ro 3a7aHus (IIOATOTOBKA TE3HCOB IO NpoOJIeMaM H MEepCIEeKTHBaM pPa3sBUTHSA CEPBUCHOMN IeATENb-
HOCTH), IOATOTOBKA Npe3eHTalHii 10 TAHOBBIM M HHAMBHIYABHEIM 32JaHHSIM.

®oup oneHoyHbIX MaTepuanoB (POM) wia opoBeneHHs aTTecTalluy YpoBHS chopMupoBaH-
HOCTH KOMIIETEHIIMIT 00yJalomIX e 10 JUCINILIHHE 0 OpMISCTCS OTACHBHEIM JOKYMEHTOM.

OTairsl BEINOIHEHHS HHIUBHAIYaNIBHOTO 3a1aHHs (IIOIFOTOBKA)

JTank Buae camMocTogTensHOR yueOHOMH @®opMBI TEKYIIETO KOHTPOIA
pa60TLI CTYICHTOB

IoarorosurensHeni sTan | PopMyaHpoBKa HMHAMBUAyanbHBIX | MaauemmyaneHad pabora co
3 cemecTp 3ajaHuil, OmnpefelcHHE TEMBl HC- CTYJICHTOM
cnejloBaHus 1o npobiieMam M Iep-
CUEKTHBAM Ppa3BUTHA CEPBHCHOH
IeATEeNbHOCTH, pasbACHEHHE Tpebo-

BaHHH 0 0)OPMIIEHHIO TE3HUCOB.

ConepxarenpHplii oTan | COop MHQOpMaMH N0 HHAMBUAY- | 1€3WCHI IO PE3YyIhTATaM BEI-
4 cemecTp ATBHOMY 3312HHIO. NONHEHUS HHIUBH IYATbHEBIX

Pabora ¢ nureparypoll ¥ MCTOYHH- 3a0anuit

KaMH{ IO TeMe MCCIECNOBAHUS, II0J-

rOTOBKa U OOPMIIEHHE TE3HCOB.
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IoaroroBKa Te3HCOB M0 MPOOIEMaM H NEPCNEKTHBAM PA3BHTHS CEPBHCHOM JEATETbHOCTH
(TemaTHKa pOpMHPYETCH CAMOCTOATEILHO, HCXOAS H3 HAYYHBIX HHTEPECOB CTYAEHTA)

Tpebosanusd X obOPMICHHIO CTATHH

[Ipapuna ojopmieHrs MaTepwanoB: TEKCT CTaThH NPEINCTABIAETCA B BHIAE OTAETBHOIO
¢paiina 8 popmare MS Word.

O6BeM mybnukaimy ot 3 1o 6 c1p., mpudt Times New Roman, xernib (pasmep 6ykB) — 14;
MEXAYCTPOUHBIH HHTEpBaT — 1.5; BEIpABHUBAHHAE TECTA IO MUPHHE; NTOJA: BEPXK. — 2 CM, HHXKH. — 2
CM, JIeB. — 3 ¢M, IIpaB. — 2 CM.

Bes comepixamasics B marepuane rpagmka — CXeMbl, QOPMYIBI, PHCYHKH JNOJDKHLI OBITH
npenctaenensl B gopMarte JPEG mmm TIFF (paspemnenue ne menee 300 dpi). Bee rpaduueckue ma-
TepHaIB] AOJDKHBI OBITH 03arfIaBICHE! H NpoHyMepoBansl. CHOCKH 0(GOpMIAIOTCS CIUTOMIHON HyMe-
pauueii o TeKcTy B KBaJpaTHBIX cKoOKax [1]. CoMcok muTeparype! B KOHIIE CTATEH, O(OPMIEHHBIH
B cooTBeTcTBUH ¢ TpeboparusamMu ['OCT P 7.0.5-2008.

Crpykrypy MaTepHanoB 3MIHPHYECKOTO HCCNEJOBAHUA LENeco00pa3sHO BEINEPKHBATL B
OOLUENPUHATOR TOTHKE: BBEACHUE B NpoOeMy HCCIeI0BaHU, OpTaHH3allHs U MCTO/Ib! HCCIEN0Ba-
HHS, Pe3yTbTaThl M ¥X aHANM3, BHIBOIBL.

MarepHanbl AOIKHB cofep)karh aHHOTauio (300—600 3HaKkoB ¢ IpobenaMu) U KIOUEBBIE
citoBa (He Honee 10 c10B) HA pyCCKOM M aHTTIMHCKOM S3EIKaX.

IIpumepHas TeMaTHKA TE3HCOB N0 TIPOd/IeMaM H [ePCHeKTHBAM Pa3BHTHS CEPEHCHO
NESITELHOCTH

1. CepBucHas gesrenpHOCTE B JIOY (Ha npaMepe BraguMupcekoii o6nacTti)

2. OpraHuzanus MEIUIHHCKOTO 00CTyKMBAHHA Ha IPUMEpE. ..

3. CepsrcHas 1esTeTbHOCTS IPEANpPUATHH 00IMIECTBEHHOTO IUTaHHA Ha IIPAMEpE. ..

4. OcobGeHHOCTH CepBECHOI0 00CTYKHBAHAS KYILIA-TIPONKA HEABHKMMOCTH HA IIPHMEDE. ..
5. OpraHuzalys CepBHCHOM NeATeNbHOCTH QHTHEC-IIEHTPOB Ha IpEMepe ropoaa Bramummpa
6. Bonontepckas neATENBHOCTh KaK WHCTPYMEHT OPTaHH3ALHH CEPBHCHOIO OBCIYKHBAHUA
JETOBEIX MEPOIIPHSI THi

7. AHaIH3 IpeJOCTaBICHUS PHEITOPCKHX YCIYT Toposia Bramamupa

8. brnaroycTpoiicTBO TeppHTODHH M O3€IEHEHHe KaK Ba)KHBIM ACIIEKT MOBLINIEHHS KAY4eCTBA
00CITyKHBAHK MHOI'OKBAPTHPHBIX JOMOB

9. [IpenocraBnenue yciIyr HHAUBUAYAIBHBIMH [PEANPHHAMATENIAME, KAK OIHH M3 ClI0c060B

YIOBJIETBOPEHUA NOTpeOHOCTEl HaceeH s

10.  KagecrBo yeuyr ceKTOpa KHIALIHO-KOMMYHAIBHOTO X03%HCTBA

11.  KagectBo ofciyXuBagHsI aBTOMOCK Ha IIpuMepe ropoja Brajumupa

12. CpaBHHTeNbHas XapaKTePHCTHKA KadecTBa 00CTYKHBaHHA B pecTOpaHax ropoga Braaumu-
pa

13.  Ananu3 peiHKa BeTE€pHHApHBIX YCIyT ropoja Bragamupa

14, IlepcneKTHBBI pa3BHTHS PBIHKA (PHTHEC-YCIIYT Ha NpUMEpe CIIOPTHBHEIX KOMILIEKCOB T'OpO-
Aa Bnapummpa

15.  Kommiekc yciIyr NapKoB KaK HHHOBAllMOHHAS IJIOIUAZIKA PA3BHTHS POCCHICKON HEIYCTPHH
pa3BHeUCHUH

16. Cnemudruka oxa3aHHS YCIYT B JETCKUX U ceMelHbIX Kade ropona Baanumupa

17.  llnaTHble MEQHLIMHCKHE YCIYTH KaK TPEHI pa3sBUTHA BrnamuMupckoi obnactu

18.  CoepemeHHBIE IPOOIEME] CEPBHCA Ha TIPHMEPE PECTOPAHOB ropoja Bragumupa

19.  KauecTBo cepBHca B HHIYCTPHHE KpacoTkl ropona Bnagumupa

20.  lloBbleHHe KayecTBa KIMEHTOOPHCHTHPOBAHHOIO CEPBUCA HA [IPHMEPE NpPeANpUATHIA Ty-
PHCTCKOH MHAYCTPUU

Ponn oneHouHBIX MaTepuanoB (POM) ans npoBejleHUs ATTECTAUHMH YPOBHS CHOPMEPOBAHHOCTH
KOMIIETCHIMH 06yYarOIHXCs 10 AUCUUILUIHHE 0QOPMIAETCS OTAENBHBIM JOKYMEHTOM.
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6. YAEBHO-METOJMYECKOE U UTHOOPMAIMOHHOE OBECIIEYEHUE

AUCHUTLIHHBI
6.1. KnuroobecrneeHHOCTE
HammMeHoBaHUE TUTepaTYPEl: aBTOP, Ha3BaHHE, I'on KHUT'OOBECIIEUEHHOCTD
BHJI H3AaHM, H3NATCILCTBO H3MaHuA | Hampgue B 271eKTpOHHON OHOIHO-
texke Bal'y
OcHoBHaA THTEPATYPA

1. Pynenko JIJL. CepBucHas aesTeIbHOCTD: yuel- 2021 http://www.iprbookshop.ru/99368.
Hoe mocodue / Pynenxo JI.JI. Mocksa : JlamikoB H html
K, Aii ITn Op Menna, 2021. 207 c.
Pesnnk, I'. A. CepBucHas AeATENLHOCTE © y4e0- 2020 https://znanium.com/catalog/produ
uuk / I A. Pesuuk, A. M. Mackaesa, 10.C. IToHo- ct/1087820
mapenko. Mocksa : MTHOPA-M, 2020. 202 c.
(Briciree obpazopanue: bakanaspuar).
Ceupunesko, 10. 1I. Cepucnas IeITenbHOCTE : 2019 https://znanium.com/catalog/produ

yuedHoe nocodue / 10. [1. Ceupugenxo, B. B.
Xwmenes. 2-e uzg., uenp. u gon. Mocksa : MH-
OPA-M, 2019. 174 ¢. (Beicmiee oOpa3oBanue:
bakanaepuar).

ct/1007976

Jononaurensias nureparypa

1. CepBuc: opraHgzalus, VIIpaBIeHHE, MAPKETHHT
| 35exTpoHHBIH pecypce]: ydeOHHK s Oakanas-
por/ E.H. Bonk [k np.].— DIeKTpoH. TEKCTOBEIE
nannsie. M.: Jamkor u K, 2019. 250 c.

2019

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

2. Mansmprra H.A. Ceperconorus: norpedHOCTH
4eoBeKa [ DMeKTpOHHBIH pecypce]: yuebHOe noco-
6ue nns OaxanaBpos/ Manemmaa H.A., Epmakosa
H.U. Dnexrpon. TekcToBrle fanuble. M.: Jlamkos
u K, Aii ITu Op Menua, 2019. 144 ¢,

2019

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

3.Bunorpagora C.A. Oprauu3anus ¥ IIaHMpOBa-
HUE JeATeIbHOCTH NPEeIPHATHH cepBUca [Dnex-
TPOHHEIA pecypce]: yuebHoe nocobue st Haka-
naspos/ Bunorpanosa C.A., Copoxnna H.B.,
XKnanosa T.C. DIeKTpOH. TEKCTOBBIE JaHHBIE,
M.: amkos u K, At [1u Dp Menua, 2019. 207 c.

2019

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

4. l'updanora JI.P. UurOBalIMOHHAS ¥ TATEHTHAS
JeATENBHOCTE [ DNCKTPOHHEDH pecype]: yucOHO-
Metoardeckoe nocobue/ I'npdanosa JI.P. Dnex-
TPOH. TEKCTOBBIC HaHHBIe. Caparos: A# [Tu Dp
Menua, 2019. 96 c.

2019

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

5. UBanoB A.P. PecTpykTypr3anus chepsl yeIyr
KKX [Onextponsslii pecype)/ Msanos A.P.
37eKTpoH. TEKCTORBIE NaHHbIe. M.: AJjibliuHa
ITabmarep, 2016. 200 ¢.

2016

http://www.iprbookshop.ru/41360.
html

6.2. Ileproguveckue H3ganus

1. MenemxmeHT B PoccHE | 3a pyOexoM://www.mevriz.ru
2. Cepeuc B Poccnn 1 3a pyGe:xoM: caliT ceTeBOro HayIHoro XypHaa.
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3. Poccuitckuii xypHa1 MeHeTxMeHTa. HayuHo-uccnenoparenbekuit xypHal. M3naun

o UHHIMATHRE Bricireii mkonsl megeamenta CII6ITY
4. Hayunsii xypran "CEPBHUC PLUS"
5. KypHar 0 KTHEHTCKOM OTBITe « TeppHTOpHS KIHEHTa»

6.3. HarepHer-pecypchl

1. AnMmuHucTpamms BranuMmupckoi obmactu - https://avo.ru/main

2. baza maHHEBIX MEXIYHApOIHBEIX HHIEKCOB HAYYHOTO HETHpoBaHHS Web of Science -
webofscience.com

3. bubnuorpaduyeckas u pedeparrpHas 0aza JaHHBIX HAYYHBIX IIyOMHKaIH# Scopus -
http://www.scopus.com/

4. CrnpasouHo-1npaBoBas cucTeMa «KoHeynbsrant [Inroc» - www.consultant.ru

5. Genepansroe areHTcTRBO MO TypusMy PO https: //www.russiatourism.ru

6. ®enepanus PectopartopoB u Otenmsepos (OGPuQ) - http://frio.ru/

7. OnexTpoHHad OMOIHOTEHHAS cHcTeMa BmaguMUpPCKOro rocyIapCTBEHHOIO YHHBED-
cuTeTa - http://library.vlisu.ru/

8. DOnexTpOHHBIE HaydHBIe MH(QOpPMAIMOHHBIE pecypchl American Physical Society -
http://journals.aps.org

9. DACKTpOHHBIE HayuHble HHQOpPMaIMOHHBIE pECYpChl M3aTelbCTBA Springer -
http://link.springer.com

7. MATEPHAJIBHO-TEXHHYECKOE OBECIIEYEHHUE JUCIIUITJIMHBI

JAns peanusaiyy JITaHHOH JUCHUILIHHE HMEHOTCS CICHHATEHEIE TIOMELISHUs I TPOBEe-
HHUA 3aHATHH JICKIHOHHOIO THIA, 3aHATHH NPaKTHYECKOro THIA, KYPCOBOIO IPOEKTHPOBAHHS (BBI-
IIOJIHEHUA KYPCOBBIX paboT), IPYHIIOBBIX H HHIMBHAYAIBLHBIX KOHCYMLTAIMMN, TEKYUETO KOHTPOIA
H NPOMEXYTOUHOH aTTeCTalluH, & TAKXKe [TOMEIICHHS It CAMOCTOATENILHOM paboThI: ay/MTOpHH,
OCHAIICHHBIC MYJbTH-MSIHA OﬁOpyﬂOBaHHEM, KOMIIBIOTEPHBIC KNACChE ¢ AOCTYNIOM B MHTEPDHET, ayJAHTOPHHU
Be3 crneuHansHOTO 0000PYIOBAHMUA.

Ilepeyens HCMOAB3YEMOTO MHLIEHIHOHHOTO IIPOrpaMMHOTo obectiedenns: maker MS-Office,
Microsoft Windows, 7-Zip, AcrobatReader; CIIC «KoncynbsranT Ilmocy (MHCTaIMpOBaHHBIA pe-
cype Bal'VY).

IIpumeyanue:

B cooTBeTcTBUM ¢ HOPMATHBHO-TIPABOBBIMU aKTAMM A1 HHBIWJIOB M JIKIL ¢ OTPaHHYEeHHBI-
MH BO3MOXHOCTSIMH 30POBBSA [IPH HEOOXOIMMOCTH TECTHPOBAHUE MOXKET OBbITH [IPOBEAEHO TOJIBKO
B NMUCBMEHHOH MITH YCTHOH ¢opMe, a TakKe MOTYT OBITH HCIIOJIB30BaHBI IPYTHE MATEPHAILI KO-
TPONA Ka4yecTBa 3HaHUM, IIpeIyCMOTPeHHbIe paboueil mporpaMMo# JUCIHILTHHEL.
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PaGo4yio nporpammy cocrasunf /1 H. ﬁ@#ﬂf LOP-
H

Penenzent

[Iporpamma paccmotpena u 01106peHa Ha 3aCETAHUH Ka enp i
3aBe£1yIOLHHH kaempoit TuC Fy>I<OBa j}\

(PUO, ﬁbmﬁ&jy /

Pabouas mporpamma PaccMOTpeHa M 0NI00peHa Ha 3acelaHHH yYeOHO-METONMYECKON KOMHCCHHU
HanpapneHus: 43.03.02 « Typuzm»

I[lporokonNe 7 o1 30 Lf ¢/ rona ;
[Mpencenatens koMuccun % ,/{O&Lﬂc?gﬁ ﬂ %

(PU0, noxmucs) /




JUCT IIEPEYTBEPKIEHUA

PABOYEN IPOT'PAMMBI JUCIUAILIAHBI

Paboyas nporpamma omobpena na 2022/2023 yueOHbIH rox

ITpotokon 3acenanus kabeapet No 7 o1 FLOf 28l roga

3aenyromuii kadenpoi TuC kannuaar nen. Hayk ['yxosa JLT.

Pabouas nmporpamma ogoOpeHa Ha y4eOHBI rox

ITpoTokon 3acenanus kapenpsl Ne OT roga

3apenyromuii kadempoit

Pabouas nporpamMma onodpeHa Ha y4eOHBIH To1

[TpoTokon 3acenanus xkadeapsl Ne 0T roja

3apenyrommii kadenpoi

Pabouas nporpamma 0100peHa Ha y4eOHBIH rog

ITporokon 3acenanus kapeapsr No oT roma

3aBenyromuii kadhenpoi




