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1. IIEJIX OCBOEHUS AU CITUITIMHBI

HemsaMu ocBoeHAS ZHCUMAILTHHEI «CepBrcHas JESTENBHOCTEY ABIIAIOTCA CO3NAHIE CHCTEMBI
3HaHH{ 0 CEPBUCHOMN AEATEIBHOCTH, yelyraX, GopMax obciyxuBaHud U cnocobax GopMUpOBaHHs
HOBBIX YCIIYT ¥ MPOTPECCUBHBIX METOXOB 00CTyKHBAHHUS.

3anadaMy IHCIWITTHHEE] SBISIOTCA:

e (JopMHpOBaHHE NTPE/ICTABICHHSA O CEPBUCHOH ASATCIBHOCTH;

®  OCBOCHHWE METOAOQJIOIHYECKHX OCHOB OPraHH3aIlil CEPBUCHOH ACATEIbHOCTH,

e  OIPEIEICHHE MECTa CEPBHCA B KH3HEICATS/IBHOCTH TEIOBEKA,

e  H3yYCHHE Hepapxﬁn YeOBEUSCKHX NOTPeOHOCTEH;

e  W3VUCHHE KOMMYHHMKATHBHBIX aCIICKTOB CEPBUCHOM JAEATENBHOCTH;

e  (DOpPMHPOBAHHE MPEIACTABICHUS O IIPOLECCax B Pa3IHUHBIX OTPacaX CEpH cepBHUCca U
0CcODEHHOCTIX OCYIIESCTBIIEHUS CEPBUCHEIX NPOIIECCOB.

2. MECTO JUCIIUAILIMHBI B CTPYKTYPE OIIOII BO

TucoanmuHa «CepBHUCHAsT ESTENBHOCTE) ABNACTCA IUCUHMIUIMHOH y4eOHOro Iuana ro
HanpapieHnto noarotosky 43.03.03 [NocTunrdHOE Heno.

JIMcuunnuHa npeacTapisieT cobol MPUKIAAHYI0 HAYHHYIO JHCIUHIUTHHY, B KOTOPOH TIpHpa-
[eHHE 3HAHUI IPOMCXOMHT OIArofapa UCIONB30BAHHIO PE3yNETATOB HCCIENOBARNE U paspalboTox
B JPYTUX OTPACIAX HAyKW, TAKAX KAK MapPKCTHHT, COLHOJIOTHS, ICHXONOTHS, MCHE/DKMEHT N MHO-
THX IPYTHX.

Kypc «CepBHCHas JI€ATENBHOCTEY HMEET CYIIECTBEHHOE 3HAYEHHE B IKOHOMHKE, cdepe
YIIPARJICHHS, B TOCTHHHYHOM, PECTOPAaHHOH, TYPHCTCKOM, COLMANBHO-KYIBTYPHOH I€ATENBHOCTH.

Jra THCHMIIMHA CBA3aHA ¢ IPYTHMH IMCHUILTMHAMHI, H3yJaeMbIMH 110 BPEMEHH A0 H IMOCHE
AaHHOTO Kypea. K quciy Takux MUCIHUIIIEH OTHOCATCA «BBeNCHHE B CIICHHMAIBHOCTEY, «BBeieHne
B TOCTENPHEMCTBOY, « TE€XHOJIOTHH F'OCTMHHYHON ASATCILHOCTHY, «J[OUOIHUTENBHBIE YCIYTH roc-
THHHYHOTO TPEANPUITHD, « MapKETHHT TOCTHHHIHOTO [IPEINPHATHSY M TIp.

3. KOMIIETEHIIUH OBYYAIOIUETIOCS, POPMHUPYEMBIE B PE3YJILTATE
OCBOEHMUSA JUMCHUTLIMHBI (MOAYJIA)

IIpouece H3yHeHHT TUCIMITTHHEI HAPABTIEH Ha GOPMUPOBAHAE CICAYIOMMX

- mpoecCHOHaNBHEIX KomMIeTerui (11K):

® TOTOBHOCTB K CEPBHCHOM AEATCILHOCTH B COOTBETCTBHY C STHOKYNBTYPHBIMH, HCTOPH-
YeCKVMH M PETHTHOSHEIMH TPAIMLUHMAMH; TOTOBHOCTh K BBIABICHHIO ToTpebHOCTEH MoTpedHTeNs,
(HOPMHPOBAHMIO TOCTHHHIHOTO MPOIYKTa, KITMEHTYpHBIX oTHOIIeHKH (T1K-6);

¢ TOTOBHOCTH TPHMEHSTH COBPEMEHHBIE TEXHOJOTHH TOCTUHHYHOH HEATCNHHOCTH B pa-
dote ¢ morpebuteneM (1TK-7);

e TOTOBHOCTH K HPFMCHEHHIO HHHOBAIIMOHHBIX TEXHOJIOTHH B FOCTHHHYHOH IEATENBHO-
¢TH ¥ HOBBIX QopM obcmyxupaans norpedurencit (ITK-11).

B pesynbrare OCBOSHHS JTHCIHIDIMHB 00yJaAIOMHHCS JOJDKEH NEMOHCTPHPOBATE CICIYIO-
HIHG pe3YIBTAaTH 00pa3OBaHH:

3HATB!

e  BHJBI YCIYT H CEPBUCHOM NEATENBHOCTH, HX XapakTeprcTHKH; ([TK-6)



e  COLHATHbHBIE NPEINOCHUIKY BOSHUKHOBCHHA ¥ Pa3BHTUS CEPBHCHOH HEATENBHOCTH, HC-
Topuio paseuTus cepruca; (I11K-6)

e TEODHIO OPTAHM3ALMKE CCPBHCHOTO OOCHYXHMBaHHS B cdepe NpelNpHHAMATEIIBCTBA;
(IIK-6)

®  OCHOBHBIC IIOHSTHS W TCPMUHBI, BXKHEHNINC KOHIEMIMH, METOAB COBPEMEHHOH Cep-
BUCHOM ACATENGHOCTH, HApaBieHHOH Ha moTpeburenei; (ITK-7)

®  HOBEBIE TEXHOJOIHH B ¢cdepe yCIyr H crnocoObl BHEAPEHUS HHHOBALIMOHHBIX TEXHONOIHH
B CEPBHCHYIO ACATEIILHOCTE TOCTHHUYHBIX npeanpuatuil. ([IK-11)

YMETB!

e  BBUICNATH COUMATBHOE 3HAa4YeHHe KOHTAKTA B CEPBHCHOH AEATENBHOCTH, B3aMMOCBS3b
O0IEeHNs ¢ MOTPeOUTENEM, MEXAHH3MB! NEHCTBHA H CIIOCOOR! MPOSBICHMS 3AKOHOB M 3aKOHOMEp-
HOCTCH B pasIMYHBIX THIIAX MEKITHIHOCTHEIX OTHOmIeHHH; ([IK-6)

®  TNIPUMEHATH COBPEMCHHEIE M MHHOBAIMOHHBIC TEXHOIOIVH, H HOBBIC (GOPMEI OOCITYXH-
BaHKA NOTpebuTeNEeH B CEPBUCHYIO AEATENBHOCTE TOCTHHHYHBIX mpeanpusarui. ([1IK-7, TIK-11)

BITafeTh!

*  MeTONaMH OSCKOHQIMKTHBIX B3aMMOOTHOILIEHHI ¢ NOTPEOUTENEM B IPOHCCCE CEPBUC-
HOM JIGATENEHOCTH, ITHOKYbTYPHOH quBepcubuKaniy cepprcHOR aestensHocTH; (11K-6)

® IpHeMaMH TPAKTHYECKOTO TPHMCHCHHS METONOB CEePBHCHOM nestensHOCTH; (ITK-6,
[K-7, IIK-11)

e  HABLIKAMH ODIIEHHS ¢ KIHEHTAMH B T[POLECCE CCYINECTBICHHS CEPBHCHOH AEATENILHO-
cTH, a Taxke o> dexTHBHOrO paspemenns koHdukTos; (ITK-6)

4, CTPYKTYPA U COJEPKAHHUE JTUCHHUILJIMHBI (MOAY JLA)

Of1mas TpyAOeMKOCTE DUCIIAILIMHEL COCTABIACT 6 3a4eTHBIX ¢AMHHMIL, 216 49acos.

Buas! yaeOHoli paboTel, BRIHOYAS DopMsl TEKyLIETO
§ | CAMOCTOATENLHYHO pabory crynenTor | Obbem yueb- | KOHTponA ycnesae-
5 M TPYJOEMKOCTS (B Hacax) Ho#t paboTEl, MOCTH
Ne el g @ u o ¢ [IPUMEHEHH- (no Hedeaam ce-
Paznen (Tema) g o = =z 3
I/ g Q e | 2w 2 o £ & e | €M MHTepak- mecmpa,
n AMCHIILTIHES 8 = S| 2E EE ££ o | ¥| uBHbxMero- | Gopma mpomMexy-
3 z E ol 89 & —~
& 1| g E 28l pg O | = OB TOYHOH
T S| g® L§ = 55 ® | (Buacax /%) ATTECTALMM
k= = = (no cemecmpam)
1 | CepBuCHad meATENb- 4 2 5 2/100%
HOCTE KaK GopMa
YHOBIETBOPEHUA
NoTpeGHOCTEH Yeno-
BEKA
2 | [pennockLIKH BO3- 4 5
HHKHOBEHMA CCPBHC-
HOH OesATEIbHOCTH
3 | Cneundrka yenyr 4 , 5
KaK TOB&pa
4 | leHHocTh ycnyru 4 10
5 | [loeeneHnue 4 2 2 10 2/50%
noTpebuTeneH
TPOLECC IPUHATHS
HUMH peIleHHs
6 | Teopus opranmsauuy | 4 2 5
obCITyKIBAHRA
7 | KonTakTHag 30Ha 4 2 10




8 | OcHoBHBIE METONLI 4 2 5

NPEIOCTABIEHUA

yenyT M Gopmsl 0b-

CITYKUBAHHA.
9 i KauecTBo OBCTYKH- 4 5

BaHUA U IPOHIBOIH-

TEIBbHOCT.
Hroro no 4 cemecrpy 4 8 60 4/33% 3ayer
10 | ObwepoccHiickue 5 10

CTaHOAPThHl Ka4e€CTBa
11 i Crpateryueckue 5 10

HaIpapneHuA H KOH-

KYPEHTOCIIOCOOHOCTE
12 | XA3HeHHBIH LMK 5 2 2 10 2/50%

YCAYT
13 | CepBHC — KOMIIOHEHT | 5 2 2 10 2/50%

FPOJayKH TOBAPOB
14 | BHyTpeHHe oOciTy- 5 2 10

YHMBAHHE OpraHU3a-

UHH
15 | HoBble TEXHONOTHH B | 5 2 10

chepe yemyr
16 | Paspabotka mcosga- | 5 10

HHE HOBBIX YCIYT

35 Kypcosag paboTta

Hroro no 5 cemectpy 4 8 105 | KP 4/33% OxsameH (27)
Bcero 8 16 165 8/33% 3ayet/

KP, Sxzamen (27)

COAEPKAHHUE JUCHUIIJINHBI

JIeKHHOHHBIH KYPC

Tema 1. Cepsucran oeameabHoCHb KaK popma yoosremsopenua nompebrocmeil uenosexa

[orstre 06 ycnyre ¥ cepBHCHOH nestensgocTH. Pynximu cdepsel yeuyr. Crpykrypa che-
pBl YCAYT M KIacCHHKaIys THIOB W BHAOB yciyT. OOmepoccHiCKHE KNacCHOHUKATOPB YCIIYT
HaceneHu. CepBUCOJIOTHS

Tema 2. IIpeonocsliku 603HUKHOBEHUA CEPEUCHOU 0eAMENbHOCMU

Veiyru B oTOXY epBOOBITHOOOIIMHHOTO crpost. Yemyri: Ha Jlpesem Bocrtoke, B Jlpepnei
[peunu, Hpernero Puma, Ha CpennesexoBom BocTtoke, CpenHeekoBoi EBpOrbL. JTansl pasBHTHS
yenyr B Poccru. Teopis TOCTHHIYCTPHATEHOTO 001ecTBa. | TaBHEIe QaKTOPE! pasBUTHI ChEPHI YCIIYT.

Tema 3. Cneyugpuxa yciiyz Kak mosapa

DBOMOLMA OHITHI «TOBAP». XaPAKTePHCTHKH ycuyr. OTIHYME YCIYTH OT MaTepHAIBHO-
BCLICCTBEHHOTO ToBapa. OmpejencHue UEHHOCTH ycuyrd. Mojens 1eHHOCTH yernyrd. OCHOBHEIE
OTIpeLie/IeHHs ¥ TIOHATHS KU3HEHHOTO UMK/Ia YCJIYT. YIIpABICHHSA 3TAllaMH XH3HCHHOTO LHK/A CO-
MYTCTBYIOLIMX YCHYT,

Tema 4. L{ennocms ycyzu

Ornpenenenre HeHBOCTH YCIyTH. Moenb [EHHOCTH YCIYTH,

Tema 5. ITogedenue nompedumeneil ¥ NPOUECC RPUHAMUA UMU PEUICHUA

OnpeieNieHne MOTPeOUTENLCKOM cpenpl B chepe yeayr. KinenTs! u nx motpebHocth. Dak-
TOPBI, BIUSIOIME Ha [MOKYNATeNbCKoe MoBeneHHE. [Iporece NpHHATHS PEIICHHS NOTpedHTeENeM.
Crennduueckue acneKTs! TOKYIKH yeuyT. [loBenenus noTpebuTenei 1eI0BbIX YCIyT.

Tema 6. Teopua opzanuzayuu 06cayHcUeaHUA

OBcnyxuBanue Kak cepBrcHas cicreMa. CHcTeMa CepBHCHBIX omepanuil. CHcTeMa npeno-




cTaBleHHus ycnyr. CHCTeMa MapKETHHTA YCIIyT

Tema 7. Konmaxkmuan 301na

Obmue nonoxenus. IIpocTpancTso koHTakTa. [Ipouece KOHTAKTa MEXIY KITHEHTOM H HC-
nosHuTeneM. Conepxanue KoHTakTa. Pafora ¢ xanobamu motpeburencit. [purnuns: a¢peKTHB-
HOTO pelreHus KOHGIUKTHRIX CHTYauui

Tema 8. OcrosHyie Memods npedoCmAgeHUA YCay2 U OPMBL 0OCYHCUSARUA.

OCHOBHBIE METO/ABI ITPENOCTABICHHA YCIyT. Dopmel o0cnyxuBanus. OOCIYKHBAHHE KaK
cepBHCHas cHcTeMa. CucTeMa CEpBHCHBIX omepanuil. CHeTeMa NpeJoCTaBiIeHAs YCIyT. CucTeMa
MapKEeTHHTA YCIHYT.

Tema 9. Kauecmeso o0CAyHCUGAHUA U RPOUIGOOUMENLHOCHTD.

Obmue nonoxennd. llokasarenn kadecTBa yemyrn. Moaens kadectBa yenyr. CepBHCHBIE
rapaTi. [[poM3BOIUTENEHOCTD TPYAa B cdepe yeayr. OObeKTH CTaHAapTH3AIMA H HOMEHKIIATY-
pa moKasaTteneil KauecTsa ycuyr. MeToabl opeaeneHns BeIMYMHEI TOKasareneil kadecTra. OTRET-
CTBEHHOCTE MPOJABIA (MCIOIHUTENS) IEpe NOTPeOHTEIEM.

Tema 10. Obwepoccuiickue cmanoapmsl Kauecmed

OOBeKTHl CTAHJ@PTH3ALUMH M HOMEHKIATypa TMOKasarenedf kadectsa ycnyr. Mertossl
ONPE/ICIICHNS BETMYHHBI [IOKA3aTeNed kauecTra, OTBETCTBEHHOCTH NPOIaBLa (MCIIOTHUTENS) EpeN
MOTpeOHTEIEM

Tema 11. Cmpamezuneckue HanPaeaeHUA U KOHKYPEHMOCHOCOBHOCMY

Honsitie 0 KOHKYPeHTHBIX NpeMMylnecTBaX. KOHKYpeHTHad oXpyxawomas cpema. Bribop
meneBblX  norpeburenei.  CTpaTermd  Co37aHWMs  KOHKYPEHTHBIX — TpeMMylmecTB. Poib
CTaHIapTH3AUWH ¥ AN depeHIHANNH B BRIOOPE TOBAPHOMH MONHTHKH

Tema 12. /Kuznennsiii yuxa ycayz

OcHOBHBIC ONpeNeNeHHA W [OHATHA. YNPABICHWS 3ITAanNaM¥ O KH3HCHHOTO LHKIIA
COMYTCTBYIOIIHX YCIYT

Tema 13. Cepeuc — komnonernm npoodax3cu mosapos

OCHOBHBIE OAXOMBI K OCYLIECTRIEHUIO cepBHca. OCHOBHEIC 3a1a4H CHCTEMEI CepBHCca. Bu-
ABI CEpBHCA IT0 BPEMCHH €r'0 BhINOIHEHHA. BuIel cepsrca no conepxxannio pabot, [IpaHUMIIE Ta-
PaHTHHHOTO 00CIIy)KHBAHUA. JKCTITYaTallHOHHBIC HHCTPYKIIHH

Tema 14. Buympenne obcayncusanue op2anusauiy

CocTaBHBIE YaCTH CUCTEME! NEATENBHOCTH OPraHH3allHH. 3aiaqd ¥ (QYHKIHH (ICHTTH-
MeHeUxMeHTa. O0eclieueHre AEATENIBHOCTH NEpcoHaia. YIpaBlIeHRe NPOEKTaMH [0 PasBHTHIO
MH(PACTPYKTYPBI OPTaHU3alMH M 3KCILTYaTalus 00beKTOB HHOPACTPYKTYPE!

Tema 15. Hosvie mexnonozuu 6 cghepe ycaye

OcHOBHBIE TIOHATHA ¥ OnpeaceHns. MHpopManHoRHEIe TexHONOTHE B chepe yeryr. pu-
YHHEBL, 110 KOTOPHIM (UPMBI YCIYT MHBECTHPYIOT B HOBBIC TEXHONOTHH. OGNAacTH MpHMEHEHHA HO-
BBIX TEXHONOTHH B chepe yeryr. TeXHOMOTHS KaK KOHKYPEHTHOE TIPEAMYIIECTRO.

Tema 16. Paspabomka u co30anue HOBbIX yCiyz

Kareropun Hopo# nposyxunu. OakTops!, ABNAIOMMECS NTPHYHHOM CO3/IaHHA HOBBIX YCIYT.

Pa3paboTka HOBBIX TOBAPOB H YCNYT: CXOACTBO M pasmiyus. MHCTpYMEHTH! 1a paspaboTKH
yenyru. [lpuniune! paspabotku yeryr. Iporece paspaboTku yenyry.

[lpakTHYecKHE 3aHATHS

Tema 5. Hosedenue nompebumeneii ¥ nNPOUeCC RPUHAMUA UM PEWIEHUA
[IpaxTiyeckoe 3ansTHe. OTBETHI Ha BONIPOCH ¥ AENOBAS MIpa

Tema 6. Teopun opzanuzayuu 06CayHCUEAHUA




ITpaxkTriueckoe 3aHaTHE. OTBETEI Ha BONPOCH], AEJI0BAS HIPA W JOKIIAIb]
Tema 7. Konmaxmnaa 3014

[Mpaxriaeckoe 3aHATHE. OTBETH Ha BOMPOCH] H TOKJIAEI

Tema 8. OcrosHbIie MEMOOB! RPEOOCMABTIEHUA YCIIYZ U (DOPMBI 06CAYIHCUBANUA.
[MpaxTtryeckoe 3aHaTHE. OTBETEI Ha BOTPOCH! M IOKJIAAEI

Tema 12, 2Kusznennstii yuxn ycayz

[Mpaxtryeckoe 3aHaTHe. OTBETEI Ha BOTIPOCH ¥ PeLUSHHE 3a1a4

Tema 13. Cepguc — KoMROHERH RPOOAHCH MOCAPOE

[NpaxTraeckoe 3aHATHE. CHTYallMOHHEBIE 3a/1a9M (KEHCHI)

Tema 14. Buympenne obeayxncusanue op2anu3ayuu

[TpaxTrgeckoe 3auaTHe. CHTYAIIMOHHBIE 38129l (KEeHCHI)

Tema 15. Hoevte mexnonozuu ¢ chepe yenyz

[Mpaktnueckoe sansTHe. CUTYyallHOHHBIE 3a0aTH (KEHCH)

5. OBPA3OBATEJIBHBIE TEXHOJIOI'HH

— OREPECAIOUWAR CAMOCMOAMENbRAR paﬁoma — U3YUCHHC CTYACHTaMH HOBOI0c MaTcpuala
JI0 €r0 M3JI0XeHHS MIpeTioaBaTeNieM Ha JSKIHH U IpYTHX ayAWTOPHBIX 3aHATHSX;

— KOMABIOMEPHbLE UHDOPMAYUOHHBIE MEXHON02ZUY — TIPUMEHEHNE KOMIIBIOTEPOB A1 JOCTY-
na Kk MHTepHET-pecypcaM, UCTIONB30BaHAe 00YJarOIMX MPOrpaMM C HENBI0 paclApeHHs HHQOP-
MAIMOEHOTO TIOMS, MOBHIIIEHHS CKOPOCTH 00paGoTKH M mepefadd HHDOPMAIHH, 00eCIedeHHS
yao0cTBa Mpeobpa3oBalus U CTPYKTYPHPOBaHMA MHGOPMAIMK Ui TpaHCQOpPMALKH ¢€ B KOMIIE-
TEHIHH,

~ npobnemuoe obyyenue — CTHMYIHPOBAHHE CTYAEHTOB K CAMOCTOATENBHON «TeHCpaIluu»
3HAHHH, YMCHHEH ¥ HaBBIKOB, HEOOXOINMBIX IS PEIEHMS KOHKPETHOH MpodneMsr;

— KOHmexcmuoe 0byuenue — MOTHBALIMS CTYACHTOB K YCBOCHHIO 3HAHHIH NTyTEM BBIABICHUA
CB3eH MEXIY KOHKPETHBIM 3HaHHEM U €TO IIPHMEHCHUEM;

— oby4eHUe Ha OCHOBe OMbIMA — AKTHBU3AUNS TTO3HABATENBLHON NEATENBHOCTH CTYASHTA 3a
CUET ACCOLHALIMH €0 COOCTBEHHOTO OITBITA ¢ IIPEJIMETOM H3Y9IEHHS.

6. OLIEHOYHBIE CPEJICTBA AJIs1 TEKYIIET'O KOHTPOJISI VCIIEBAEMOCTH,
IIPOMEKYTOYHOM ATTECTAIIAH IIO0 HTOI'AM OCBOEHUS JUCIIUILINHLI 1
VUEBHO-METOIUYECKOE OBECIIEYEHHE CAMOCTOSITEJIBHOMH PABOTHI
CTYAEHTOB

CamocroaTeabpHas padoTa cTyAeHTa (BHe AYAMTOPHH)

Oprasusanusi CaMOCTOSTEIBHOM paboTh! CTYNCHTOB IIPEAIIOIAraeT, YTo IIpernoaaBaresib aa-
€T JuIb HeOOXOMUMEIM JIEKITHOHHBIH MaTepuall, KOTOPBIH 00S3aTeNnbHO MOMKEeH OBITh JOIOJHEH
caMOCTOATENbHOM paboroit camux cTyzeHTOB. CilefyeT OTMETHTB, YTO CaMOCTOSTENbHas padora
CTYAEHTOB JACT [TOJIOKUTEIIBHEIE Pe3YIBTaTh I TOLA, ECITH OHA ABIIACTCA LEICHANPABICHHOH,
CHCTEMATHYECKOH M TTaHOMEpPHOH.

CamoctosTenpHas paboTa CTYACHTOB - BHA NEATENHHOCTH, IIPH KOTOPOM B YCJIOBHSX CH-
CTEMaTHUECKOTO YMEHBINEHHS NPAMOTO KOHTAKTa ¢ IMPEIOAaBaTeNieM CTYAEHTaMH BBINONHSIOTCS
yaeOuele 3anadamud. K TakvuM 3a1aHHsAM OTHOCATCA TeCTH, peepaThl ¥ T.1I.

ITpu sToM crenmdrKa caMOCTOATENBHOE paboThl CTYNEHTOB 3aKMIOYACTCS B TOM, UTOORI
CTYAEHTBI CAMOCTOSTENBHO NOTYYaly HOBEIC 3HAHMS.



W3ydeHre JaHHON NHCUMIUTMHEI IPeANONaracT BLIIIOIHEHHE CICAYIOIIHNX BHIOB CaMOCTOS-
TEJILHOM PabOThI CTYACHTOB!

—  O3HAKOMHUTBCH C JEKIHOHHBIM MATEPHAIIOM, M3JIOKEHHEIM B yUeOHHKaX, 3JIEKTPOHHBIX MC-

TQYHHKAEX H T.11.;

—  ¢aMOCTOSTENIbHOE BBIMQJIHEHHE 3aJaHNUi,
— W3yUCHHE OCHOBHOH H NONONHHTENBHON JTHTEPATYPH,
— gamucaHue pedepara ¥ KypcoBod paboTsl.

3aganus H BONPOCHI I CAMOCTOSATETHHOH paboTEI CTYNEHTOR

Xapakteprolt 0COGCHHOCTRIO M3YHEHHs TaHHOH NHCLWIUTHHBI SBISETCH MHTEHCH(DHKALKA
CaMOCTOATENbHOM paboThl CTYAEHTOB. J[1s cTyNeHTOB 04HOMH GOPMEI IPeIyCMOTPEHEI CIEAYIOIIHE
HHIHBHIYaAIBHBIE JOMAITHIC 3aIaHN:

1. Tema 2. TIpeanocEUIKH BOZHHKHOBEHHS CEPBUCHOM JEATCTIEHOCTH

Veryra B 310Xy NepBOOBITHOOOIIMHHOrO cTpos. Yciuyrd: Ha Jpesrem Boctoke, B [lpesnei
[permn, Hpesrero Puma, ma CpenneBckoroM Boctoke, CpenHesexosol EBponbl. Drarb! pasBHTHA
yeryr B Pocenu. Teoprs TOCTHEAYCTpHATBHOTO 00IMecTBa. I TaBHEIe (aKTOPHI pasBATHS CHEPET YCITYT.

2. Tema 3. Cnenuduka yenyr Kak ToBapa

SBOTIOUHS TOHATHS «TOBapy». XapaKTePUCTHKH yCnyr. OTnudyue YCIyTH OT MATEPHAIbHO-
BEIMECTBERHOTO ToBapa. OnpeneneHue MEHHOCTH ycenyrd. Mopens neHHocTH yeayrd. OCHOBHEIC
onpefieIeH s H MOHATHS XH3HEHHOIO [UKIA YCIYT. YTIPABICHHS ITallaMK XKU3HCHHOTO LHKIIA CO-
NyTCTBY¥OIIMX YCIIYT.

3. Tema 4. LleHHOCTS YCNyTH

OnpeneneHne EHHOCTH YCITYTH. MoJIeIs HEHHOCTH YCIIYTH.

4. Tema 6. Teopus opraHu3aliy oOCTy>KHBAHAS

O6cnyxMBaHde Kak cepBHcHas cucTeMa. CHeTeMa CepBHCHBIX onepanuil. Cucrema npejio-
cTapiaenus yenyr. CHcreMa MapKeTHEra yeuyT

5. Tema 7. KoHTaKTHas 30Ha

O6mue momoxenns. IIpocTpaHcTBO KOoHTakTa. [Iponece KOHTakTa MEXIy KIHEHTOM H HC-
nomuuTeneMm. ColepxaHue KorTakTta. Pafora ¢ xanodamu notpedurtencit. [Ipuanunel sddexrus-
HOTO pelteHNs KOH(DIMKTHBIX CHTYAIHH

6. Tema 8. OCHOBHEIE METOIBI IPENOCTABACHUS YCIYT ¥ OPMBI O0CITIYKIBAHKSL.

OCHOBHBIE METOXIEI TipefocTaBieHus ycuyr. ®opmsl obcmyxupannd. OOCTYyKUBAHME KaK
cepercHas cuctema. CucreMa CEpPBHCHBIX omepauuil. CucTema NpeaocTaBlerns yeuyr. Cuerema
MapKEeTHHTA YCIIYT.

7. Tema 9. KauecTBO 06CTY)XKHBAHHS H IPOH3BOIUTENBHOCTE.

O6mne nonoxenus. Iokasarenn kadecTsa ycuyrd. Mogenb xadecTBa ycuyr. CepBHCHRIE
rapaHTry. [IpOoM3BOANTENEHOCTE TpyAa B cepe yeayr. OOBEeKTH CTAHAAPTH3AUNHE H HOMEHKIIATY-
pa IoKazaTeNel KauyecTsa ycuyr. MeToBI OTIpeicTeHHs BEAMUMHEI TIoKazaTenel kadecta. OTBeT-
CTBEHHOCTH TMpoAaBLa (UCIIOIHATES) NEpes ToTpedHTeneM.

- IIpoanani3upoBaTh Kak KauecTBO 00CIY>KHBaHHs BIMAET Ha IPOU3BOAMTENBHOCTD YCIIYT

- OuenuTh 06UICpOCCHIICKAE CTaHJAPTE] Ka9eCTRA

8. Tema 10, O0mepoccHiCKHE CTAHJAPTHI KAYeCTBa

OOBEeKTBI CTAHNAPTH3ANMH W HOMEHKIATypa MoKasarenedl kadecTsa ycayr. MeTonst
OIpeliefICHHs BEIWUMHEI T0Ka3aTenci kagecTsa. OTBETCTBEHHOCTH MPOJIABIA (MCIIONHHATENIS) [IEpe]]

oTpeOUTENEM
9. Tema 11. CTpaTern4eckue HaIPaBNCHHA H KOHKYPEHTOCTIOCOOHOCTE
[ToHsTHE © KOHKYPCHTHBIX MpeHMyllecTBax. KOHKYpeHTHas OKpyskaromasa cpera. Bribop



nenesplx mnorpebureneil. CTpaTermM  cO37aHMS  KOHKYPCHTHBIX  IpeuMymecTs. Pome
CTAHAAPTH3ALHH U JuddepeHITHalil B BEIOOpE TOBApPHOH TONUTHKH

PaspaboTtath cTpaTerny CO3JaHHS KOHKYPEHTHBIX NPEHMYILECTB TOCTHHHUB! (MO BRIOOPY
CTymeHTa) 1 OQOPMHTD B BHIC IPE3EHTAINH

10. Tema 12. JKu3HEHHBIH UHKI YCIYyT

PaspaboTaTs »H3HEHHBIH UMK ycnyTH (TI0 BeIOODY CTyAeHTa) ¥ 0GOPMHTE MHCEMEHHOH
bopme

11. Tema 13. CepBHC — KOMIIOHEHT NIPOJAXKH TOBApOB

PaccMOTpeTs BHIB! CEpBHCA [0 BPEMEHHW €ro BHINONHEHHWS M 10 COAEpXaHMIO paboT.
OdopMHTE B BHJIE JIOKTada '

12. Tema 14. BHyrpenHe 00CITyKHBaHHE OpTaHH3alMH

CocTaBHbBIC YaCTH CHCTEMBI JISATENBHOCTH OpraHW3auWy. 3afadd u QyHKIHH (QICHNUTH-
MeHekMenta. QbecneueHle JesSTeNEHOCTH IIEPCOHANTA. YIPaBACHHE NPOCKTAMHM II0 PA3BHUTHIO
HH(PPaCTPYKTYpPBI OPranU3alliy U 3KCIUTYaTalus 0OBEKTOB HHPPACTPYKTYPHI

Sagayn 1 QyHKIMH (ICHITHTH-MEHEDKMEHTa Ha KOHKpeTHOM npexnpustui. OdopMmuTts B
BHJIE IOKNATA U IPE3CHTAllNH

13. Tema 15. HoBsle TeXHOIOTHHE B cdepe yCayT

OcHoBHBIE TOHATHA W onpeneiteHnd. MHGopMallHOHHEBIE TEXHOIOTHH B cdepe yeayr. [Ipu-
YHHBI, 10 KOTOPBIM (DHPMBI YCIYT HHBECTHPYIOT B HOBBIE TEXHOJOTHH. O6IacTH IpHMEHEHHS HO-
BBIX TEXHONIOTHIL B cepe yenyr. TeXHOMOTH Kak KOHKYPEHTHOE IIPEHMYILECTBO.

Crenate 0030p NEPHOAMYECKOH NeYaTH H MHTEPHET-HCTOYHHMKOB Ha TeMy «HoBble TexHO-
JIOTHH B MAPOBOI FOCTHHHYHOHK (pecTOpaHHOM) HHAYCTPHA», MICIIONE3yIOTCS I JaHHBIE TEXHONO-
I'HM POCCHMIHCKHMHE OTeNTbepaMi B pectopaTapaMu. OGOpMHETE B BEAE JOKIANA H [[PE3EHTALNH,

14. Tema 16. PazpaboTka u co3faHye HOBBIX YCIYT

Kateropuu HOBO# Mpoaykunn. Dakropel, aBistOMMecs IPHIUHON CO31aHAA HOBBIX YCIIYT.

PaspaboTka HOBBIX TOBApPOB M YCIYT: CXOACTBO M pa3snuuusa. IHCTpYMEHTSHI AN pa3paboTku
yeayra. [Ipaanune: paspaborku yenyr. [Iponmece paspaboTku yCemyrH.

Kakue, no BameMy MHEHHIO, HOBHIE YCIYTH CIEIyeT BHEAPUTH B paboTy BrnagmMupcKmx
rOCTHHEHI H pecTopanoB? OQOpMHTE B BUAE JOKIaAA

Temsbl pedepaTor

1. AccopruMeHTHas M HHHOBALMOHHAS MOTHTHKA B cpepe cepBHca.

2. 3apyOexHbiil ONBIT opranuzanmy 3QOeKTHBHOIO QYHKUMOHHPOBAHHS CEPBHCHOH ned-
TENBHOCTH,

3. HuauBuayaitsHOE 00CTYXHBaHHE, KaK CaMOCTOSTENBLHBIH BH CEPBUCHOM NCITCIBHOCTH.

Hunropaitiy & cdepe yemyr.

5. Hcropus pasBuTHs # 0COOEHHOCTH cepaHca B Poccuy.

6. Kareropuu norpebureneii 1 0coOEHHOCTH 00CITy KUBaHMUA.

7. KraccudHkals 0 XapakTepUCTHKA OCHOBHBIX BHIIOB CEPBHCHBIX YCITYT.

8. KomMepueckue W HEKOMMEPUYECKHME OPraHH3alMH COLHATbHO-KYIbTYPHOM chepsl.

9. KoHuemmus yrpagicHHS XXA3HCHHBIM [UKIIOM YCIIYT.

10. Kopnioparuprag Kyi1bTypa paOOTHHKOB CEPBHCA.

I1. MecTo ¥ polTb CEPBHCHOH NESTENBHOCTH B XKHU3HEACATEILHOCTH YE/IOBEKA.

12. MecTo u posts 0OMIEeHHS YUaCTHHKOB CEPBHCHOH AEATENLHOCTH.

13. Hosste cnyx0Os! cepBrca. [lepcnekTHBLI pa3BUTH,

14. O0weHune Kax BHI CEPBUCHOH NEATCIHHOCTH.

15. OpraHn3auMOHHO-TEXHONOTHYECKHE ACTICKTEI CEpBHCA.



16. Opranusanus 00CTy>XKHBaHHUS TOTpeOUTENEH.

17. OcHOBHBIE 3TaMBI MpoIiecca 0OCTy KUBaHNA. POPMEI 00CTYKHMBAHAS.

18. OcobeHHOCTH pazpaboTKH COITYTCTBYIOLIMX YCIYT.

19. IlepcrieKTUBHBIE BHJIBI YCIYT M IPOrpeccUBHBie GOPMBI 00CTYKIUBAHHKSL.

20. TlpaBoBOoE pery1upoBaHHe OTHOINEHUH B CEPBHCHOHK IEATEILHOCTH.

21. [IpHHIIHTBI TOCYARPCTBEHHOM OJIMTHKH B cepe yoayr.

22. [TpoGnems! 1 TpYAHOCTH KIACCUPHKAIMH YCIYT U CEpBUCHON ACATEILHOCTH.

23. [IpoGneMbl KauecTBa M Oe30acHOCTH YCIYT B IPakTHKE COBPEMEHHOTO CEpBUCA.

24. CepBHC W CEPBUCHBIE TEXHOIOTHH.

25. CepBHcHas IeATEIBHOCTE KaK COCTABHAS YaCTh 3KOHOMHMKH.

26. CepBucHas ACATENBHOCTE Kak (opMa YIOBIECTBOPEHHS [TOTpedHOCTEH YemoBeKa.

27. CoBpeMeHHOE COCTOAHNE CTPB! IITATHEIX YCIIYT,

28. CoBpeMEHHBIE TEXHOJIOIHH B cpepe ceprrca.

29. Ctannapre! 00CHyKUBaHNS M COBEPIIEHCTBOBAHHE Ka9eCTBA CEPRACA,

30. TpaauunorHLIe U HHHOBAIMOHHEIE CITY>KOBI CepBHCA.

31. Yenyra xak criendpHIecKAR IPOIYKT.

32. Yenyru B cospeMentoM obImecTse.

33. Yenyru u o0cmyxuBaHie B REQOpMaIHOHHOM OOIMECTBE.

Tembl KypcoBhIX padoT

1. CoBepUICHCTBOBAHHE CEPBHCHOH ACATEIFHOCTH I'OCTHHHYHOTO NPCIIPUSTHS (Ha IIpH-
Mepe KOHKPETHOH FOCTHHHIIL])

2. CoBepIIEHCTBOBAHHE CEPBHCHOH IEATENBHOCTH MOCTHHHYHOIO NPENIIPUSTHS (HA 1IpH-
Mepe KOHKPETHOTO pecTopaHa IPH I'OCTHHHULE)

3. CoBepIIeHCTBOBAHHE CEPBHCHOH JIEITENBHOCTH IOCTHHHYHOIO KOMIUIEKCE (HaA TPUMEDE
KOHKPETHOTO FOCTHHHYIHOTO KOMIIIEKCE)

4. OpraHuzalysg cepBHCa TOCTHHWYHOTO NPEMIPHSTHA (Ha IPUMEpEe KOHKPETHOM rocTH-
HHILI MM PECTOPAHA NIPH TOCTHHHULE, WIIH TOCTHHRYHOTO KOMILIEKCA)

IK3aMeHALMOHHBIH TecT /I OLeHKH KAa'IeCTBAa 0CBOSHHs THCIIHILTHHBI

Bapuanrt 1

1.¥cmyra — 310!

a. JIroboe MeporIpUsTHE HIIH BHITOAE, KOTOPBIE OHA CTOPOHA MOXKET NIPEIIOKUTD ApY-
o ¥ KOTOpEIC B OCHOBHOM HEOCS3aeMb] M HE TIPUBOMAT K 3aBIa/IeHUIO YeM-TTHb0o;

b. Ocs3aeMble IeiiCTBHS, HallpaBICHHEIE HA TOBAP MIIH YENIOBEKA,

C. OcoOEIi BUI 9eT0BEYECKOH AeATENEHOCTH, KOTOPBIH HallpaBieH Ha yIOBICTBOPEHHE
noTpeOHOCTEH KIIMEHTA TYTEM OKa3aHHs YCIIYT, BOCTPEOOBAHHBIX OTAENBHBIMA MOIBMH, COOHATH-
HEIMH IpYyHIIa WM OPraHH3ALHIMH,

2. CepeHC — 3T0:

a. Oco0piit BU 4eNOBEUECKOH OeATENIbHOCTH, KOTOPBIA HAIIPABNIEH HA YIOBISTBOPEHHE
norpedHOCTEH KITHEHTA ITYTEM OKa3aHHS YCIYT;

b. JIroGoe MepONpPHATHE HITH BBITOA4d, KOTOPBIE OJJHA CTOPOHA MOXKET NTPETOXHTE APYTOH;

c. [IpennponaxHoe W rapaHTHHHOE OOCTYXKHBAHKE,

3. CeprucHas AEATENBHOCTE — 3TO:

a. AKTHBHOCTH NIOACH, BCTYNAIONIMX B CeNAPHUECKHe B3aUMOACHCTRIS 110 peannsa-
IHH 00MIeCTREHHEIX, TPYIOBBIX H HHIMBHIYATLHBIX YCIYT;

b. YTpaBneHUE TpeIPASTHEM C(Pephl cepBUca (HaHPHMED, aBTOCEPBHACOM, OZHKOM);

c. [TponykT TpYyHna, HONe3SHBIH 3 (heKT KOTOPOro BEICTYIAET B hopMe TOBApa.



4. Yenyra obnmazaet CneayIHMH KaueCTBAMH:

a. Cr1oco6HOCTE K XPaHSHHIO ¥ TPAHCTIOPTHPOBKE;
b. HeoTtmenumocTs 0T CBOEro HCTOUHUKAE,
C. HemnsmeHHOCTRIO KayecTBa.

5.]Ipon3BOICTBEHHEIE VCITYTH — 3TO:

a. Ycayru GaHKOB, CTPaxOBBIX KOMIAHHI,

b. HmxuanpuHT, 00cnyxHBaHEe 000pYIOBAHUS, JTH3HHT,
¢. IllaccaxupCcku#l TpaHCTIOPT, TOPTOBIIA, 0Opa3oBaHue.
6.PacripenenuTensHbIe YCIIYTH BKIKYAKOT:

a. MaccoBble KOMMYHHKAIIHH,

b. VYcuyru TpaHCnopTa, TOPrOBIH, CBA3H,

c. Koacanrusr, HHXHHHPHHAT.

7.1lpodeccronanbable YCIYTH OKAa3bIBAIOT:

a. PasBrekarenbHbIC YUPEKIESHHS,

b. Opraruzanum 00MIECTBEHHOTO IATARN;

¢. PexymamesIe KOMIaHWH,

8.001IeCTBEHHBIME YCITYTAMH SBJISIOTCA:

a. Teneemunenne, pamno, obpasosanwue;

b. Venayru, cBa3aHHBIE ¢ IOCYTOM;

c. Ycnyru, cBA3aHHBIE ¢ TPAHCIOPTOM,

9.MarepHailbHbIC YCIYTH HAIIPABJICHEI Ha:

a. ®opMHpoBaHHE OTACHBHBIX TPpeOOBaHMI TOTpeOUTENEH;
b. YmosneTBOpeHHE MaTepUabHLIX NOTPEOHOCTEH;

¢. YIOBNETBOpPEHHE NYXOBHBIX IOTpeGHOCTEH.
10.Henpou3BoACTBEHHBIE YCIYTH — 3TO:

a, TparcnoprupoBka rpysos;

b. Texnnueckoe 06cny>1<nBaHHe 000pyRAOBAHNS;

C. YCIIyTH 3IpaBOOXpaHEHUs, KYJIBTYPbL.

11.K HEKOMMEPYECKHM YCIyraM OTHOCHT:

a. YCayTH NpenpusaTril TYpH3Ma ¥ OTABIXA;

b. Venyrw opraHuzannii 00IIEeCTBEHHOTO MU TAHHUS,

¢. Ycnyru O71ar0TBOPHTETBHEIX (DOHAOB.

12.Ycmyru no perAcTpallie TPaHCIOPTHBIX CPEACTB SRISIOTCS:
a. locymapcTeHHBIMM,

b. HMpealbHBIME,

c. CMeIaHHBIMH.

13.MaeansHas ycmyra — 3T0:

a. AOCTpaKkTHas TEOPETHYECKAA MOIENb BUAA CEPBHCHON IESTENLHOCTH,
b.  ConpoBOKACHHE TOBAPHO-MATEPHATBHEIC IEHHOCTH, 0671erdas ux obpalleHue;
¢. Bce BHIBI IPOM3BONCTBEHHEIX YCIIYT.

14.K nernTuMHBIM yenyraM OTHOCSIT:

a. Heneranpusle ycnyru;

b. Yenyrn, uMEIONMe KpUMUHATBHEIA OTTEHOK;

¢. Yeryru, onobpseMble TOCYIapCeTBOM H 0BMIECTBOM.
15.¥Ycnyru xupypra SBasiOTCS:

a. JIMYHOCTHBIMH;



b. WneanpremMu;

¢. HenernTuMHBIMH.

16.11em510 cepBUCHON AEATEABHOCTH ABISIETCH:

a. YIOBJIETBOPEHHE YCTOBEYECKHUX ITOTpeOHOCTEH;

b. HccnenosaHue peIHKA YCIYT;

¢. [IpousBoACTBO yCIyT.

17.KorTtakTHad 30Ha — 3T0:

a. JIioboe MecTo, Ile NPON3BOJNTRCS yCIyra;

b. MecTo, rae yciayra MOXKET XpaHUThCS,

¢. OnpeneneHHOE MECTO KOHTAKTa KITHEHTa M COTPYIHHMKA CEPBHCHOM CREpPhL.

18.KouTaKkTHO! 20HOI MOXET CUATATECS!

a. Croiika aIMIHHCTpPATOpa B TOCTHHHILIE;

b. Ilex mo pemMoHTY obopyZ0OBaHuS;

c. CrponTensHas MIOWANKE.

19. KonTaKTHOH 30HOH HE SABIACTCA:

a. 30Ha PeMOHTA OBITOBOH TEXHHKH,

b. Pabouee MecTo TapuKMaxepa;

c. Pabouee mecTo cToMaTolora.

20.IlpeamnponaxHbBId CEPBHUC — 3TO:

a. TapaRTHHHBIN cepBHC;

b. TlocraerapaHTHHHBIA CEPBHC;

¢. Konceppaums, nposepka, TEMOHCTPAIH.

21.I'apanTHitHEIH cepBUC:

a. Bcerma GecriiarHen;

b. Bcerna nnatHbI;

c. BriGupaercs norpebuTencMm.

22 Kectkuii cepBHC — 310!

a. Kommnekraiusg Heo0XoIMMOR JOKYMEHTAINEH NIEPE]] IPOIaKeH;

b. Ycnyru, cBsi3saHHBIE ¢ TTOUIEPKAHAEM pabOTOCITIOCOOHOCTH TOBApa;

c. HHuuopanuoHHBIE pa3paboTKH, IPAMEHAEMBIE IPEAIPHATHEM CEPBHCA.

23 MsTK#i CepBUC — 3TO!

a. PemoHT ¥ Hanmagka obOpyROBaHHS,

b. TlpemBapwTenbHas KOHCYIBTAIMS NOTPEOHTECH;

¢. MHTenmeKTyanbHBIE YCIIYTH, CBS3aHHbIE C COBEPIIEHCTBOBAHMCM OIIPECACIICHHOTO TOBapa.

24.1IpsMoli cepBHC HANpaBIcH Ha:

a, MarepranbHbI IPOLYKT H TONb30BATEN,

b. Co3znanue GraronpUsTHLIM YCIOBHH NPH COBEPIIEHHH TOPTrOBBIX CAETOK;

¢. PeMOHT u 06cyUBaHHE KOHKPETHOTO 000pyI0BAHUS.

25 KyneTypa cepprca - 3T0:

a. Beicoxmil xBaTH)HKANHOHHEIH YPOBEHD COTPYIHHKA CEPHI CEPBHCA;

b. OpraHu3anHOHHO-TEXHOIOTHYECKHE YCIIOBHS TPYa COTPYAHHKA CEPEI CEPBUCA,;

¢. CHcrema >TANOHHBIX TPYJIOBBIX HOPM, TYXOBHBIX LUEHHOCTEH W 3TUKH MOBECHHS.

26 IlpodeccuoHanbHO-CIyXedHad 3THKA — 3TO:

a. YeCTHOCTH ¥ MOPANAOYHOCTE 10 OTHOLICHHIO K OKPYXKAFOIIHM;

b. CoBOKYMHOCTH TpeOOBaHME M HOPM HPAaBCTBEHHOCTH IO OTHOLICHHIO K pabOTHWKAM
CEPBHUCHBIX (PHDPM;



¢. CobGnojieHre ONpeaeeHHON AUCTAHIIH B OTHOMIEHHAX PAOOTHHK-KIHEHT.
Bapuanr 2
1. Kax HaswisactTcs paboTa, BEIMONHAEMAs A7 YAOBIETBOPEHHS HYXI NOTpedHTENeH,
KOTOpast B OCHOBHOM HEOCI3aeMa:
a. Yciayro#
[Ipon3BoaCTBOM
BEITOBEIM 00CITY)KHEBAHHEM
Kakas 13 QpyHKIHH HEe OTHOCHTCS K HEIPOM3BOJACTBEHHOH chepe:
Pacnpenenenve ¥ 0OMEH TOBapOB, IPOAYKTOB, BELICCTE
b. IIpeobpazoBanue BeNIECTB MPUPOIE C HENBIO HX NMPUCIOCOOIEHHS K YEOBEYECKAM M0~

PG o

TpeOHOCTIM
¢. OxpaHa 00mMECTBEHHOTO NOPA/IKA
d. dopmupoBaHre OOMECTBEHHOIO CO3HAHU
3. Kakol u3 iepeuncIeHHBIX IPUBLHIIOB He J0JDKEH OBITH MONOXKEH B OCHOBY PasBH-
THA ChepBl YCIIyT:
a. Makcrmu3aiysa NpuOBUTH 38 CUET CO3MaHHUs HOBEIX TOTpeOHOCTEH
b. Yeryry DosmkHBI GEITE JOCTYIHBI K&XXIOMY WIEHY 00IIecTBa
c. OTOXKASCTBAATH Chepy YCIYT ¢ OBITOBBIM 00CTYKHBaHHEM
4, [Mon cpokoM okazaHus yCIyT TOHUMAETCs:
a. Bpems Ha IOATOTOBHTENBHEIE pabOTEI
b. Bpems Ha MPOU3BOACTBO yCIYT
¢. Bpems ot mpuema 3aKa3a 0 MOMEHTA BEIIAYH
5. VI3 KaKkux IpOLEecCcOB COCTONT IIPOLECE OKA3AHUS YCIIYT:
a. IIpueM m BbIAaya YCIYT 3aKa3UHKy
b. TlpunsTHe 3axa3a, UCTIONHEHHE 1 BBIAa4a 3aKA3YHKY
¢. IIpoM3BOACTRO YCNYT W KOHTPOMb KA4ECTBA UCTIONHEHUA
6. [Ipy KaKOM M3 TPEX BO3MOXKHEIX MCXOIOB KOH(IMKTOB CIIOP BRIMIPHIBAET OJUH W3
Y9aCTHHKOB!
a. Bo3Bpar K HCXOZHOMY COCTOSHUIO
YacTuuHOe paspenieEne KoH(QIHKTa
[TonHoe paspeleHre KOHQIIHKTA,
. Kakoswl cicnnduyeckue ocobeHHOCTH 00UIeHEA B cdepe 00CTyKMBaHHAS:
TIpoZaBell W OKYIATe b MPEeICTa0T APYT Hepel APYroM Kak 00e3/IHUEHHEIS QUIyPEI
Heo6xomuMo A0CTHraTh B3aHMOIIOHHMAHAA C IOCETHTEIAME
Heo6x0auMo NpOsBILTE BRICOKYIO KYIBTYPY OOIIEHAS
Uto noapasyMeBaeTcs IOJ 3CTETHKOH 3aKa30B:
3TO0 KpacHWBBIA BHEIDHHH BAJ H3MCTHH
D10 OpraHu3amus IPOCTPAHCTBA OKPYIKAIOMIETO 3aKa3UHKa
Oto sTrveckuil 061K pabOTHUKOB OOCITYKUBAHHS
Yto noapasyMeraeTcs oI IOHATHEM «BBICOKOE Ka4eCTBO» YCIYT:
[NpeBrimeHnHe 0xXUIAHIH TOTPeOUTENS 3a DoNIee HU3KYH) [IEHY, YEM OH IIPEIIoarail
V 1oBJeTBOpEHNIE TOTPEOHOCTH MOTPeOHTE A 3@ YCTAHOBIEHHYIO LICHY
V IOBJIETBOPEHHE OXKUTAHUH TOTPeOUTENST 33 BBICOKYIO LEHY
10.  Kaxoii 3ran He BKIOYACTCS B METOMKY BBIABNIEHHUS OTHOCHTEIIEHOTO KAYECTBA YCIIYT:
O1neHKa BaXXHEHIIWX ¢ TOUKH 3pEHAS MOTPeOUTENS KPHTEPHEB
b. BrispieHUE KPUTEPHEB, KOTOPEHIE IPHBOAAT K NPHOOPETEHHIO YCITYT

o
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C.
11.
a.
b.
c.
12.

BhIsiBIEHHC LIEHOBOTO NMPEAIIOYTEHHA

C uero HauMHaeTCA MpoLece pazpaboTKH HOBOH YCITyTH:

C npoeecHHS PEIHOYHBIX HCTIBITAHUH

C nowcka BOcH HOBOH YCIYTH

C BHeapeHUs HOBOR YCIIYyTH

C TTOMOIIBIO YETO MPEANPUATHE YCITYT MOXKET YKDPETTHTD CBOH [IO3HIIHY B KOHKYPEHTHOM

cpelJc, KpOME Kak € IOMOINBH) UCHBI K KAUCCTBA YCIYTH?

a.
b.
C.

C MOMOIIBKO S3KOHOMHUIECKHX PEICHHH
C MOMOIIBO HMHIXKA TPEANPHATHS U YCIYT
C MOMOIIBID YBETHYeHHS 00BheMa IPOU3BOACTBA

13.Kak m3MeHHICS COCTaB MPOM3BOAMTENEH YCIYr B XOIC PHIHOYHEIX NpeobpasoBaHMii B

Poccun:
a.
b.
c.

YBeTHYHIACE A0S FOCYAAPCTBEHHBIX NPEATPHATHI
VBEINIHIACH [0S PEIUPHATHI 9acTHOH M HEToCyIapcTBERHOM (GOpM COOCTBEHHOCTH
Jons rocyIapCTBEHHBIX NPEATIPHATHI N OPeINPHATHA YacTHOM ¥ HETOCyIapCTBECHHOH

dopm cOGCTBEHHOCTH POBHA.

14.
a.
b.
c.
I5.
a.
b.
c.
16.

[TporpeccuBHbie GOPMBI 0OCTYKUBAHHS TIPH3BAHKI

[TpuGurrxaTh YCIyTH K MTOTpeduTeo

Co31aBaTh HOBLIE BUIH YCITYTH

BHeApATH yCIYTH Ha PHIHKE

OT 9ero He 3aBUCHT OEHKa YCITYTH HoTpebuTeiem:

Or omnbita 06paimeHns K NPOU3BOIUTENIM IOJOOHEIX YCIYT

OT JIMIHEBX KETAHUH KITHEHTA

OT BOCIIHTAHHUSA TOTPEOUTEIECKOTO CO3HAHHUA KIMEHTA

Kaxoe 13 mepednciieHHEBIX KayeCTB HEe AODKHO IIPHCYTCTBOBATh B NPOQECCHOHATBHOM

noBeIeHHH paGOTHHKA CEpPBI CEPBUCA:

a.
b.
c.
17.
a.
b.
C.

18.

BexnueocTh

YmMenre HaBg3bIBaTh YCIYTH

KomieTeHTHOCTB

KakumM TpeGoBaHNAM HOKHO OTBeUATh pabouece MecTo paboTHHKA cepsl CepBHCa:
JomxHo OrITE 00ecniedeHo JOPOTHM 000py/I0BaHHEM

Homxuo obecrnieunBats 0630p ouca

JToyxro OBITH BELACPXXAHA B SPKOM IBETOBOH raMMe

Kakoit u3 nepedrcIeHHBIX THIOB PHCKa MOJPAa3syMEBacT NEPCIKUBAHHA IOKYIIATEIS O

TOM, KaK yCIIyra nmoBAHACT Ha CT0 HMHIK!

a.
b.
C.
19.

IICHXOMTOTHYIECKHHE PHCK
Ousuueckutt puck
CouManoHbIi PHCK
Kakue notpebuocTH ofiuecTsa IpU3BaHa yAOBIETBOPATE Cepa yCnyT:
Bce suaw moTpedHOCTER
Coumanbaeic TOTPeOHOCTH
[TepBuuHBIe TOTPEOHOCTH
K omHoMy 13 rryTeit CriiaiBaHKs CE30HHOIO XapaKTepa NMPOM3BOACTBA YCIIYT OTHOCHTECS:
Xopoee BBIIOIHEHAE 38Ka30B
PerynupoBaHue Ce30HHBIX LIEH HA YCIYIH
CHM3UTE 00bEM peali3allny



Bapunant 3

1 Hro BMOYAET B ce0s SKOHOMUYECKHH KOMIIIEKC:

a. Cdepy MaTepHaIBHOTO MPOM3BOACTRA

b. MarepuaibHoe IPOH3BOACTBO W HENPOUIBOACTBCHHYIO Chepy

¢. Cdepy, B paMKax KOTopo#t opraHusyercs o6IMecTso.

2 Yro sBisieTca BaxxHeHIeH 3anavelt NpenpraATHS ¢hepsl YCIyT:

a. OGecrnedenne NOCTOARHOTO Ipouecca oBCTYXHBAHHUS HAaceICHHUA

b. IIpoM3BOACTBO YCNIYT, OTBEHAIOIINX CIIPOCY HaCeNeHH

C. YIOBNETBOPCHHE PACTYLIMX NOTPOHOCTeH HACETCHUS B YCIYraX C Y4ETOM KYJ/IbTYPHBIX
OocobeHHOCTeH

3. Kaxol u3 mepevdcienHsIX TIPUATAIIOB TOMKEH ObITh TONTOXEH B OCHOBY PA3BUTHA
ceps! yeuIyT:

a. Coepa cepprca IOMKHA Pa3BUBATECS B CAMHCTBE ¢ MATEPHATBHBIM TPOH3BOACTEOM

b. MaxcumMu3anus npudsLM TpeapAsTHI

¢. YCIyru He JOMKHBI ObITh TOCTYIIHEI BCEM WICHAM 00IIecTRa

4. Kak u3sMeHmIcs COCTaB MPOM3BOIMTENEH YCIYT B XOIE PHIHOYHBIX npeodpasoBaHuil B
Poccun:

a. YBCIU4YMIIACh AOJA FOCYJAPCTBCHHEBIX PeINPHATHIL

b. Bomburyio 4acTh COCTABIAIOT OPTaHM3ALHH YaCTHOM M HErOCYIapCTBEHHOH (BopM cob-
CTBCHHOCTH

C.

Jlo11s1 rOCYIapCTBEHHEIX ¥ YaCTHBIX OPTaHHU3AIUH Ha DHIHKE YCIYT POBHA

5. Kakue Monenm OpraHH3alMOHHBIX CTPYKTYD BHLACIAIOT B COBPEMCHHOM MEHE/DKMEHTE:

a.

Ne op e g

b.
c.
8.

MeXaHHYEeCKYIO H TEPMOIXHAMHYECKYIO
MexaHuCTHYECKYIO ¥ THHAMHYECKYIO
OpraEr9ecKyIo H MEXaHHCTHIECKYIO
Kaxwe norpeGHocTi ofmecTsa mpu3Bana ya0BICTBOPST chepa yemyr
Hneonornueckne motpebHoOCTH
Ionmutryeckue norpebrocTH
ComnmanpHble NOTPeBHOCTH
[Toa cpoxoM oka3aHHS yCAyTrH MOHKMASTCH
BpeMs Ha MOATOTOBHTENEHO-3aKTIOUUTENBHEIE PAGOTE
Bpems Ha npousBoaCTBO yCIyru
Bpems oT MOMeHTa NIpreMa 3aKas3a 40 MOMEHTA BEIIAYH
Ha xaxoM aTare mpoliecca COBEpPLICHHS 3aKasa, MPOAaBHY HEoOGXOMMO HCIIONB30-

BaTh HArNIAOHBL MaTECPHAN, DEKTAMHBIE IPOCTIEKThI, AEMOHCTPAIIHIO MOJENEH:

a.
b.
c.

Ha HCPBOM 3TAlI€ - IEPBOC MOCCIICHUE TPEeOIPHATHA CEPBHCaA
Ha BTOPOM 3Talle - IIpHHATHS PECIICHAA CACHATE 3aKa3 HIIH OTKA3aThCd
Ha TPCTBECM 3TAIIC - COBCPUICHHEC 3aKasa WIH OTKa3 OT HETo

9. IIpy KaKOM H3 TPEX BO3MOXKHBIX HCXOJOR KOH(IMKTOB, CIIOp OCTAeTCs Hepa3peIIeHHBM:

a.
b.

C.

Bo3Bpat K HCXOHOMY COCTOSHHIO
Kommpomuce B koudpnukTe
ITonnoe paspemenne KOH(pIAKTA

10. Kymetypa peun paboTHHKa chepb! cepBHCca ~ 3TO:

a.
b.
c.

HopMaTHBHOCTS, cONEpXKaTeIbHOCTh PEUH
DKCIPECCHBHOCTE peun
KaTeropnyHOCTE peyun



11. CrerneHp COBEPIIEHCTBA KAKOTO aCTeKTa OGCTY>KHBaHI XapaKTepu3yeT KyIBTypy cepBHca:
a. Ilcmxomormdeckoro acriekTa 00CTyKHBAHHA
b. OpraHH3alHOHHO-TEXHOJIOTHYECKOTO 4CTIEKTA
¢. COBOKYITHOCTB 3THX aCHEKTOB CEPBUCHOM JIEATEILHOCTH
12. Kakoe 13 Tpex COCTABNSAOMMX HACTEH KA4eCTBA TOKA3BIBAET, HACKONBKO YCIYra COOT-
BCTCTBYET TOMY, 4TO OBLTO 3aMIaHHPOBaHO MPOHU3BOAUTENIEM TOBAPA!
a. Tpebyemoe KadecTBO
b. basosoe xagecTBO
c. Kemaemoe kagecTBO
13. OT 9ero 3aBHCHT OLIEHKA YCIYTH MOTpeOUTETeM:
a. Ot onbITa IPOU3BOIUTENS
b. OT NIHYHBIX KENaHUH KIHEHTA
c. Ot BociuTaHUA IOTPEOHUTENILCKOTO COZHAHMS KIHEHTA
14. Ha xakol cTaguy XH3HEHHOTO IHKIA YCIYTH PACTYT OOBEMBI PEATA3AUMH YCIYTH, HTO
[I03BOJISIET IIPEOAVIETE TOUKY YORITOTHOCTH:
a. Hacramuu 2 - BEeIpeHUS
b. Hacramwu 3 - pocra
¢. Ha cragmm 4 — HaceImueHns peIHKa
15. Kakast M3 Tpex KOHKYPEHTHBIX CTparerdii MoApazyMeBaeT COCPeJOTOUSHME YCHITHI Ha
OZHOM WJIM HECKOJBKHX CETMECHTaX PBIHKA M JOCTHXXEHHE TaM JIUIEPCTRA:
a. JlunepcTtBO B 0ONacTH 3aTpart
b. Crparerus nuBepcHpHKAITNH
c. CrTpaTerus KOHICHTPALKH
16. Kaxnm TpeGOBaHKAM HOTKHO OTBEHaTh pabouee MecTo paboTHHKa ¢Peph! cepBHCa:
a. JomxHO ObITE 00ecIeUeHO TOPOrnM 000Dy IOBAHHEM
b. HomxHo obecrieunpars 0630p oduca
¢. JomxHo OBITE BELIEPKAHA B IPKOH IIBETOBOH ramme
17. CospeMeHHBIE 31aHKsA NPEINPUATHR CePBHCA NPEINONArar0T HCIONB30BAHAE CIETYIO-
IIHX XYZOKECTBEHHO-BBIPa3HTENBHBIX CPENCTE:
a. IlepeueHs TOBapoB
b. Cpenctea KOMMYHHKAIIHH MEKIY POH3BOLHTENEM W MOTPEOHUTEIEM
HanMenoBanve npeanpustus, aM0O1eMy, HEGOPMAIHIO 0 BHAAX YCIyrax
. KTo pazpaboTan MOZeNb Ka4eCTBa YCIYT:
M. Bebep
A. daitons
JI. beppn
. C "9ero HaunHaeTc npouece paspaboTKi HOBOM YCITYTH:
C npoBeaeHHs PEIHOYHBIX MCIIBITAHWH
C mowcka uien HOBOH yCIyTH
C mabmoneHus 3a X0I0M BHEIPCHHS HOBOH yCIyTH
. Kakue ycyru BXOAST B 4CCOPTHMEHTHYIO TPYHILY «A»:
Yeayrn HaXo AIHECs Ha CTaJnA pocTa
Yc¢iayri Haxoaamuecs B CTaIHH 3pETOCTH H HACKIICHHS
c. YCuyru, HaxoAslnuecs B MHHOBALIMOHHOH CTATMH.
Bapuanr 4
1. Kaxo# 43 nepeurcneHHBIX BHIOB JeATCNBHOCTH HE OTHOCHTCS K HETIPOM3BOJICTBEH-
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Ho# cdepe:

YCIyT:

a. TpancrmopT u ¢BA3b IO 00CITYKHBAHUIO OPTaHU3aIME HEMPOM3BOACTBEHHOH CREPHI

b. DOWHAHCOBO-KPEIWUTHAS M CTPAxXOBast JEATEILHOCTD

¢. XpaHEHHE W IPOM3BOJICTBO NPOLYKTOB

2. Yro BKIKOYAET B ce0s MOHATHE «CEPBUCHAS SKOHOMHKaM:

a. I'mobanmm3auuio 3KOHOMHYECKHX [IPOLECCOB

b. BO3HHKHOBEHHE TICHXOJIOTHYECKOH HANPXEHHOCTH HaCeJICHHA

¢. ®opmuposanue MoTpedHOCTEH moaeH

d. Ilanenue ofmell KyIBTYPH H JyXOBHOCTH 00IleCTBa

3. B xakoil ¢opMe He DOKHO OCYIIECTBISTHECH TOCYAAPCTBCHHOE PETYIMPOBAHAE CHEPHI

f

Cy6eunuposanne noTpedureneli 1 Mpou3BOIUTENEH yCIyr

b. B dbopme rocynapcTBeHHON COOCTBEHHOCTH Ha (GaKTOPEI IIPOH3BOICTBA

¢. B dopme neHOBOH THCKPAMHUHALIMH

4. Ha koro pacripoctpanstores «JIpasuia 651T0BOr0 00CTyKHBaHHs HaceleHMs B PO»:
a. Ha Bce iopHaMYECKUE THIA, HE3ABUCHMO OT OPTaHH3atMOHHO-NPaBOBOH (HOPMEI

b. Ha Bce 1OpHAHUECKAE THIA B MPXKIAH, 3aHUMAOIUXCA OKA3AHHEM YCIIyT

¢. Ha JIAN, 3aHHMAarOIIHXCA I'PY30BBIMH IIEPEBO3KaMH
3. Kakoe uz MEPCHUCTCHHBIX HpO(bGCCHOHaHBHLIX Ka9€CTB JOJDKHO MPHUCYTCTBOBATL B

nosefieHuH paboTHHKa cdephl cepBHca:

a. Mmunocepane

b. YMeHHe HaBA3LIBATL KITHEHTY YCIYTY

¢. KommerenTHoctn

6. JeficTeus pabOTHHKOB IPEINPUATHS CEPBHCA IIPH BO3ZHUKHOBEHHH XKaJlOOBI OT KIIH-

€HTa Ha HCKAQ4CCTBCHHOC 06CJ'IY)KHBaHHeZ

YCIyT:

a. CormacuTscd ¢ Xano0oi: «KIHEHT BCETHA IPaBy
BrICTpO pelnuTh BOSHHKIIYIO TIPOOIEMY
[TpuBieds HOBOTO KIIHEHTA
Kaxum TpeGoBaHHAM JODKHO OTBeYaTh pafouee MecTO paboTHUKA chephl cepBUca:
JlomxHO OBITE 0GECTIEYCHO CaMEIM JOpOoruM 0D0pyI0BaHHEM
Jlomxuo obecneynBars 0030p calloHa U cBOOOTY ABHKCHAMR
HomxHo ObITE 0QOpMIEHO PeKIaMEEIME OyKIIeTaAMH H TLIaKaTaMH,
K yemy Bcerya cTpeMHUTECS ITOKYTIATENb IIPH OLIEHKE YCIIYTH:
K onpenenenHOMY HM COOTBETCTBHIO IIEHBI H KAUCCTBA
K BLISBICHHIO ITaBHBIX XaPAKTEPUCTHK YCIYTH
«[logorHaTEY YCIYTY O/ CBOH OXHIAHWA A IOTPEOHOCTH
Kakoffi »ranm He BKIIIOYASTCS B METONWKY BHIABICHHS OTHOCHTEHBHOI'O KadecTBa

e omoen e Ne o

a. Ounenka BaXHeHIINX C TOUKH 3PEHUS II0TPEOUTENS KPHTEPHEB

b. BrisBieHNe KPHTCPHUEB, KOTOPHIE IPHBOAAT K IPUOODETEHHIO YCIYT

¢. Brisgerenue EHOBOTO NPEATIOYTEHUS

10. Kaxum 00pasomM BBISBISETCS COOTBCTCTBHE YCIYT XapakTepy OOIIeCTBEHHBIX NMOTPeOHOCTEH:

a. Ilo pemeHHIO IMPEKTOpa CEPBUCHOTO NPSAIPHATHS

b. B xo/e cpaBHEHHS YCIyr-KOBKYPEHTOB

¢. Meroaom cnydafiHOro oTdopa

11. B xakyio acCOpTHMEHTHYIO TPYNIY BXOAAT YCIYIH, HAXOAAIIHECH HA 3AKNIOYATCIBHOR



(aze cTaINM BHEIPEHHS:

a. OcuosHy1O

b. Ilommep:xuparoinyro

¢. Crparermieckyro

d. PaspabaTniBacMyro

12. Kakne MOLENH OpraHu3allMOHHEIX CTPYKTYP BBIIENSIOT B COBPEMEHHOM MEHEIKMEHTe:

a. MexaHWu4ecKyi0 U TepMOAHHAMHIECKYIO

b. MexaHHCTHYECKYIO H TMHAMHYECKYIO

¢. OpraHuyecKyro U MEXaHHCTHIECCKYHO

13. Ha xaxoii crauuu XHHEHHOIO IMKIA YCIYTH OT KOJIJNEKTHBA TpeOyeTcs yCOBEPINCH-
CTBOBATE HPEHKHION, THO0 BHEAPHTH HOBYIO YCIYTY:

a. Hacrannm 2 — BHeApeHUs

b. Hacranwnu 3 — pocra

¢. Hacranum 4 — HaceImeHNA peIHKA

d. Hacragum 5 — cOKpalieHns peain3anuy yCiyr

14. Kakumu CBOMCTBAMHE YCIYTH OIIPEIENSETCS €6 KOHKYPEHTOCIIOCOGHOCTD:

a. CsoicTBamu, KOTOpBIE IPEACTABNSIOT HATEPEC A NOTpeOHTENS

b. Ceo#icTBamMi, KOTOPBIC IPESICTABIAIOT HHTCPSC AT CCPBUCHOHN OpraHH3aIiy

¢. Cro#icTBaMu, KOTOpHIC IIPSICTABAAIOT HHTEPEC S rOCyAapcTRa

15. K10 pazpaboTat MeXaHHCTHYECKYK) MOJIENb OPraHH3allHOHHEIX CTPYKTYD:

a. M. Bebep
b. A. daifons
c. JL beppu

16. Kakoif ©3 MepedHCICHHBIX THIIOB PUCKOB TTOApa3syMeBaeT IepexHBAHUS TTOKYIIATENS O
TOM, KK YCIIyra MOBIHACT Ha €ro UMHIUK
a. llcuxonorudecKuii puck
b. Puszuueckuii puck
c. CounanbHBIH PHCK
17. Kakue notpebHocTH 0011eCTBa IpH3BaHa YAOBIETBOPATE Cepa YCIyT:
a. Bce Bunsl notpeduocreit
b. ColManbHEle TOTPeOHOCTH
c. IlepsuuHble NOTPEOHOCTH
18. C yero HauwHaeTCA NMpoLece pa3paboTKH HOBOH YCIYTH:
a. C npoBefeHHS PHIHOYHBIX MCIIBITAHHIM
C moucka HAeU HOBOH YCIIyTH
¢. C HabmogeHns 3a XONOM BHEAPEHHS HOBOH YCIYTH
19. IlporpeccuBHbie GopMEI 0OCTYXUBaHUS TPU3BAHEL:
a. Ilpmbnmxare yenyry K noTpedureno
CospasaTe HOBBIE BUBI YCIyT
c. BuempsaTe HOBBIE YCIYTH Ha PBIHOK
20. Kaxas u3 nepeducICHHBIX YCIYT HE SBIACTCA YCIYTOi pRIHOYHON HOBH3HEI
a. Ycmyra, BeIIEAIIAsS HA HOBBIM PHIHOK
b. VYcmyra, paHee MMeIOIas aHATOT Ha pBIHKE
c. Ycayra nis HOBOH cepbl IpUMEHEHHS,
BapmanaT 5
L. YTo BKIIHOYAET B ¢£05 IKOHOMWYECKHI KOMIINIEKC:



Coepy MaTepralbHOTO IPOM3BOACTRA
MatepransHoe IpOU3BOICTBO M HEMPOH3BOACTBEHHYIO Cepy
Cdepy, B pamkax KoTopoii opranusyercs 0bImecTBo.
Yro apnsieTcs BaxkHeHIIel 3anateit npeanpuaTHs cheps! yenyr:
ObGecneuenne HOCTOSHHOTO TIpolecca 06CITyKUBAHH HACCTIEHH
I1pow3BOACTBO yCIyT, OTBEIAIOIINX CIIPOCY HAaCENeHHS
C. YIOBNETBOPEHHE PaCTYLIHX NOTpeDHOCTel HACENEHHS B YC/Iyrax ¢ YIeTOM KYTbTYPHBIX
ocobeHHOCTeH
3. Kaxo#l 13 NMepevucIeHHEX NPUHIMIIOB JOMKEH OBITE I10JI0KEH B OCHOBY PasBHTHSA
cepsl yeryr:
a. Coepa cepBrca I0JDKHA PA3BURATHCS B SIMHCTBE C MATEPHATBHEIM TIPOH3BO/ICTBOM
b. Makcumuzays IpuOBITH peANPHSTHIA
¢. YCIyrH He JOKHEI OBITE JOCTYITHEI BCEM dlIeHaM OOIIECTRA
4. Kax msMeHmsICsS COCTaB NIPOM3BOMMTENEH YCIYT B XOf¢ PBIHOYHEIX Npeobpa3oBaHmil B
Poccuu:
a. YBeJTHYHNAchk 107 rOCyIapCTBEHHbIX MPEAIPHATHI
b. BOJBIIYIO YACTh COCTABIAIOT OPraHM3ALNKE YaCTHOM H HETOCYIapCTBEHHOM (hopM Cob-

SR A

CTBEHHOCTH
¢. Jloms rOCy/IapCTBEHHBIX ¥ 9aCTHBIX OpIraHHU3alvi Ha PEIHKE YCIYT POBHA
5. Kaxue MoJieNld Opranu3allMOHHBIX CTPYKTYP BBIAEIAIOT B COBPEMEHHOM MEHEIKMCHTE:
a. MexaHHYecKyIo H TEpMOANHAMHYECKYIO
b. MexannucTHYECKYIO B IHHAMHYECKYIO
¢. OpranmMuecKyro 1 MEXaHUCTHYECKYIO
6 Kaxue notpebuoctn ofmecTpa IpH3Bana ya0BIETBOPATE cdhepa YCIyT:
a. Hpeonoruveckue moTpeGHOCTH
b. Ilomarnyeckue noTpeGHOCTH
¢. ConmansHbe TOTPEOHOCTH
7 ITox cpoxoM Oka3aH#sl YCIYTH IOHUMAETCS:
a. Bpems Ha NOATOTOBHTENBHO-3aKIIOUHTETLHEIE paBOTEI
b. Bpems Ha IpPOH3BOACTBO YCIYTH
¢. BpeMs oT MoMeHTa npHeMa 3aKaza 10 MOMEHTA BBIIaYH
8. Ha kakoM oTane npouecca cOBEpHICHHS 3aKasa, IPOJABLY HEOGXOIAMO HCTIONB3O-
BaTh HATTIAHBIH Marepral, peKIaMHBIE TPOCTIEKTEL, IEMOHCTPAIHIO MOETeH:
a. Ha nepBom sTarne - mepBoe NocemeH e PeNPUsATHS CepBHCa
b. Ha BTopoM sTane - npHHsTHS pellienys ¢aeTaTh 3aKa3 Wil 0TKA3aThes
¢. Ha tpeTheM 3Tane - coBepluenye 3aKa3a MM OTKA3 OT HETO
9. Ilpu KaKoM, H3 TPeX BO3MOXHEIX HCXONOB KOHGIIHKTOR, CIIOP 0CTAeTCA HEPA3PEIICHHEBIM:
a. BosBpat kK HCXOIHOMY COCTOSHMIO
b. Kommpomuce B koHpIHKTE
c¢. Ilonroe paspemenne KOHQIHKTA
10. KyneTypa pean paboTHHKa cdephl cepBHCca — 3TO:
a. HopMaTHBHOCTB, CONEPKATENBHOCTE PETH
b. 3KCIpecCHBHOCTE peun
¢. KareropuuHocTts peun
11. C gero maynHaeTcs npolece pa3paboTKy HOBOH YCIYTH:
a. C mporeneHUs PEIHOYHBIX MCIIBITAHHH



b.
c.

12.

C noucka uaeH HOBOH YCNyrn
C BHenpeHHs HOBOH yCHyTH
C mOMOMIBIO 9Ero MpeINMPHSATHE YCIYT MOXKCT YKPEIHTE CBOM HO3MITHA B KOHKYDEHTHOM

CpeAc, KpOME KaK ¢ IIOMOINBIC ICHEI H Ka4eCTBa YCIVTH:

a.
b.
C.

C moMoImpio 3KOHOMHYECKUX peIIeHUIH
C noMoIIBI0 UMUK IPEANPHITHA H YCIYT
C nomomsto yBemHueHus 00beMa MpoH3BOICTEA

13.Kax H3MCHHICA COCTaB TIPOU3BOAMTENEH YCIYT B XOI¢ PHIHOYHBIX TpeoOpa3oBaHmii B

Poccun:
a.
b.
c.
dopm cobe
14,
a.

b.

C.
15.
a.
b.
C.
16.

Y BEIMYRIACE JIONS TOCYTAPCTBEHHEIX NpeInpHaTHit

YBeHuuIacs 10N MPeMIPHATHE YacTHOM W HErOCYAapCTBEHHOM (GOPM COBCTBEHHOCTH
Hosts ToCyRapCTBEHHBIX MPEMIPUATHH W IPEMPHITHN YaCTHOR M HETOCYNapCTBEHHOM
TBEHHOCTH POBHA.

IlporpeccuBHEIE DOPMBI 0GCTYKHBAHKS IPH3BAHEL:

[IpubmmkaTe YCIyTH K TOTpebHTENIO

Co3/1aBaTh HOBBIC BHIBI VCIYTH

BuenpsTh yenyru Ha peIHKe

OT 9ero He 3aBHCHT OUEHKA YCIYTH NOTpeGUTENCM:

Ot ombiTa 0OpallleHHs K IPOH3BOLMTENISAM HOTOOHBIX YCIyT

OT NMHYHBIX JXeTaHUH KIMEHTa

Ot BocTIUTaHHS NOTPEOUTENBCKOTO CO3HAHS KITHEHTA

Kaxoe u3 mepeyncneHHEIX KauecTB He DOMKHO NPHCYTCTBOBATH B IPOBECCHOHATLHOM

OBeNeHKH paboTHHKA ChHEpEl cepBrca:

a.
b.
c.
17.
a.
b.
c.
18.

BesxxmBocTh

YMeHHE HaBA3bIBATh YCIYTH

KomnerenTHOCTE

Kaxnm TpeGoBanHsM N0MKHO OTBeYaTh pabouee MecTo paboTHHKA Chepsl CepBHCa:
JomkHO OBITE 00eCHEeUeHO TOPOTHM 0GOPYIOBAHKEM

HomxHo obecnieansars 0630p opuca

Jomxxo OBITE BEUIEPKAHA B APKOI IBETOBOH raMme

KakoH M3 mepewiCIeHHBIX THITOB PHCKA MOAPA3yMEBACT NEPEKHBAHEA TIOKYIATENI O

TOM, KaK YCIIYTa IIOBJIHACT Ha €0 HMHIK:

a. Ilcuxomoruueckmit puck

b. ®uzudeckuit puck

¢. ConHManbHEI PHCK:

19. Kakue notpebroctn obimecTra Ipu3BaHa YAOBETBOPATS cdepa YCIyT:
a. Bce Buasl notpebrocteit

b. CoumansHble MOTPEOHOCTH

c. Ilepeuunsle noTpedHOCTH

20.  KommoMy u3 myTeli CriakiBanms CE30HHOTO XapaKTepa ITPOHM3BOJICTBA YCITYT OTHOCHTECS:
a. Xopolee BEITIONHEHHE 3aKa30R

b. Perymuporasne ce30HHEIX UEH HA YCHYTH

¢. CHu3uTE 00BeM peanuzanmy.

Bapmnanr 6

1.
Ho#t cepe.

Kaxoit n3 NCPCYHCACHHBIX BHAOR ACATENILHOCTH HE OTHOCHTCS K HEIIPOU3BOACTBCH-



YCIyT:

wae op NG o

a.

b.

c.
4
a.
b
C

5.

TpaHCIOPT K ¢BA3b IO 00CTYKMBAHHIO OPraHH3aIii HEIPOU3BOICTBEHHON cephl
OHHAHCOBO-KPEOUTHAS M CTPaxoBas ACITENBHOCTE
XpaHEeHHE W [TPOU3BOICTBO IPOIYKTOB
Uro BrmoyaeT B ¢e0s MOHATHE KCEPRUCHAS SKOHOMMKEY:
['mobanu3anuio 3KOHOMHUYECKHX TPOLIECCOB
Bo3HHKHOBEHHE NICHXONOTMYECKOR HAIPSKEHHOCTH HACCICHHS
dopmupoBanie moTpebHOCTE#! Mroneit
IManenue ob1e# KyIbTYphl H JYXOBHOCTH 00IIECTBA
B kakoii GopMe He JOMKHO OCYINECTBNATHCH TOCYNApCTBEHHOE PETYIHPOBaHUE COEpPEI

CyGcunmpoBanue nmotpebuteneii # mpoM3BOIUTENEH YCIyT
B dopme rocynapcTBeHHOH coGCTBEHHOCTH Ha (DaKTOPBI IPOH3BOACTBA
B dopme neHOBOH NMCKPUMUHALMA

. Ha xoro paciipocrpanstorcs «lIpasuna duiToBOro o0cmyxusauus HaceneHus B PO»:

Ha Bce roprandeckue M, HE3aBHCHMO OT OPTaHM3alHOHHO-TIPABOBO (HOPMEL
Ha Bce 1opuapyeckue MLa u rpaxaal, 3aHAIMALOIINXCS 0Ka3aHueM yeIyr
Ha nu11, 3annMaronmxcs rpy30BEIMH NTEPEBO3KAMHE
Kakoe w3 mepedncIeHHBIX NpodecCHOHANTBHBIX KAa9eCTR NOIDKHO OPHCYTCTBOBATL B

NOBeAeHHH paboTHHUKA cheps! cepBHCa:

a.

b.

C.
6.

Munocepane
YMeHHE HaBA3BIBATE KITHEHTY YCHYTY
KommneTeHTHOCTE
HeiicTBua paDOTHHKOB NPENTPHITHS CEPBUCA [IPH BO3HHKHOBEHHM XANOOb! OT KIIH-

CHTA Ha HEKAYSCTBCHHOC O6CJTY)KHB&HH€Z

yeIryr:

P

o e o

0o o N0 g

P =0 om =0 g

CornacuThbes ¢ Xanobol: «KITHEHT BCEra IIPaBy
BrIcTpo pemuTe BOZHAKINYIO npobreMy
ITprueneys HOBOTO KIIHEHTA
Kaxnm tpeGoBannsaM JTOLKHO 0TBEYATE padoduee MecTO paboTHHKa ChEpBI CepBUca:
HomxHo OBITE O0ECTIEEH0 caMBIM JoporuM 000pyI0BaHHEM
Homxno obecneunsars 0030p calloHa U CBOOOLY ABMXKEHHH
TomxHo OBITE 0dopMIEHO peKiIaMHBIMHE OYKIETAME H [IIAKATAMY
K "emy Bcerna cTpeMHTBCA HOKYIATENb IPH OHEHKE YCITYTH:
K onpeneneHHOMY UM COOTBETCTBHIO LIEHEI H KAYeCTBA
K BRISBITEHWIO IITABHBIX XapaKTECPHUCTHK YCIIYTH
«ITogorHaTe» yCnyTy Moj CBOH OXHUIAHHST M HOTPEOHOCTH
Kaxoit atanm He BKIIOYaeTCS B MCTOJUKY BBIIBJIEHWS OTHOCHTEIBHOTO KadyecTBa

OueHka BaXHEHHIHX ¢ TOYKH 3pEHHS NOTPeONTE IS KPUTEPHER
BrIaBnenne KpHTEpHEB, KOTOPBIE IPUBOIST K NPUOGPETEHHIO YCAYT
Brissnenne HeHOBOrO NPEAIOYTEHHA
. Kaxim 06pazoM BEISBIAETCA COOTBETCTRBHE YCIYT XapakTepy OOMIECTBEHHEIX MOTPEGHOCTEN:
1o pemennto AHpeKTOpa CEPBHCHOTO MPEANPHSTHS
B xone cpaBHEHHS YCIyT-KOHKYPEHTOB
MeTonmom ciyuaitnoro otbopa
. Crenenb COBEPINCHCTRA, KAKOTO aclleKTa OOCTY)KHRaHHS XapakTepU3yeT KYJIBTYpY CepBUca:
[IcHXonoru4eckoro acnekra o0CIyKHUBaHUA



b.
C.

12.

OpFaHH3aHHOHHO-TeXHOJ'EOI"H‘-IeCKOI"O aclleKTa
COBOKyTIHOCTI: JTHX acCliCKTOB CGpBHCHOﬁ ACATCIIBHOCTH
Kakoe u3 TPEX COCTABJAKOIINX YacTCH KaueCTBa MMOKa3eIBACT, HACKOJIBKO YCIIYTra COOT-

BCTCTBYCT TOMY, YTO OBLTO 3anNaHHupPOBaHO IIPOHU3IBONHTCIICM TOBapa.

a.
b.
c.

13.

a.
b.
c.

14.

Tpebyemoe kauecTBo
basoroe kadecTrO
Kenaemoe kagecTBo
OT 9ero 3aBUCUT QUEHKA YCIIYTH [TOTpeOMTENeM:
Or or1bITa IPOM3BOIUTENA
OT IUYHBIX >XEIAHWH KIHCHTA
Ot BoCIIHTaHMA IOTPEOUTENBCKOTO CO3HAHNS KITHEHTa
Ha xaxo#l cTaguy XH3HEHHOI0 LHKIIA YCIYTH PACTyT OOBEME! peaiH3allii YCIIyTH,

YTO MO3BOJACT NIPEOIQIICTE TOUKY Y6BIT0T-IHOCTHZ

a.
b.
c.

15.

Ha CTIHH 2 — BHEIPEHUS

Ha CTaIHH 3 — pocTa

Ha CTa UM 4 — HACBHIILEHNS PBIHKA

Kakas M3 Tpex KOHKYPEHTHBIX CTpaTerHii IMOApa3yMEBAeT COCPENOTOUeHHE YCHINY Ha

OOHOM HNIH HCCKOJIBKHX CEIMCHTAaX PBIHKA ¥ JOCTHXCHHC TaM JIMACPCTBA!

a.
b.
C.

JlugepcTBo B 061aCTH 3aTpar
Crparernst IMBepcHpUKaLNA
Crparerus KOHIEHTpaLMH

16. Kaxum TpeOOBaHHSM JOJDKHO OTBeuUaTh paboyee MecTo paboTHHKA cephl cepBHCa:

a.
b.
c.

17.

Jomxuo ObITE 00ecieueHo 1oporuM 060pyIOBAHAEM

HomxHo obecnieunBaTs 0630p oduca

JomkHO ORITE BEIIEPXKAHA B IPKOIH LBETOBOM TaMMe

CoBpeMeHHBIE 3/anus TPENIIPHATHHE cepBrca MPEANoIaraoT HCIOTB30BAHNE CIEAYHO)-

MHAX XYIOXKCCTBCHHO-BLIPA3HTCIIEHBIX CPEACTB.

20.

a.
b.
C.

Ilepeuens TOBAPOR
CpeacTsa KOMMYHHKAIIHMH MEXIY IPOU3BOANTENEM H TOTpeOHTETEM
HamMenoBagwe NpeanpusaTs, 3MOIeMy, HHQOPManHIO O BHAAX YCIyrax

. KTo pazpaboran Monels kayecTsa yeuyr:

M. Bebep
A. ®aitons
JI. Beppu

. C 4ero HaumHASTCA MpOoLece paspaloTKH HOBOM YCIyTH:

C npoBeOeHHs PEIHOYHEIX HCITBITaHAH

C nowcka HOEH HOBOH YCIIYTH

C HabmoaeHHs 3a XOI0M BHEIPEHUS HOBOH YCIYTH
Kakwue ycnyri BXOIAT B ACCOPTHMEHTHYIO IPYIITY «A»:
Yenyru HaxousImpecs Ha CTaIuH pocTa

Yeayra Haxoasmuecs B CTaIHK 3PETOCTH H HACHINEHHS
VYenyru, Haxoasg1myuecs B AHHOBALMOHHOH CTaIvH.



7. VAEBHO-METOAWYECKOE H HH®OPMAIIMOHHOE OBECIIEYEHHUE
JUCITHILIMHBE MOAYJLIA)

a) OCHOBHAsI NUTepaTypa:

1. Hepernna, T.I". OCHOBBI CepBHCHOM NEATENBHOCTH: YIeOHO-METOIHYECKHH KOMILIEKC /
T.I'. Heperuna. - 2-¢ u3m., ctep. - M.: ®aunta, 2014. - 162 c: un., - bubnnorp. B xH. - ISBN 978-5-
9765-1415-7. — Pesxum moctyna: http://biblioclub.ru/index.php?page=book&id=363395

2. Tapanosa, U.B. Cepsuconorus: yuebuux / M.B. Tapanosa, A.B. Tpyxades. - CraBpo-
nons: Arpyc, 2013. - 296 c. - ISBN 978-5-9596-0863-7. — Pexcnm goctyma: http://biblioclub.ru/
index.php?page=book&id=232927

3. CepeHcHas AeSTeNBHOCTE: yuebHoe nocodue / mog pen. b.M. Illreiinronsna. - Hosocn-
Gupck: HI'TY, 2013. - 130 c. - ISBN 978-5-7782-2225-0. — Pexum moctyna: http://biblioclub.ru/
index.php?page=book&id=229143

0) AOMOJIHUTEILHAA JIUTEPATYPA:

1. Yexmapesa, I'.B. Cepeucras neatensHocTs / [.B. Yexmapesa. - Hosocubupex: HI'TY,
2011. - 40 c. - ISBN 978-5-7782-1837-6. - Pexum gnoctyna: http://biblioclub.ru/index.php?
page=book&id=228826

2. Mapxerunr yeayr [SnexTporHBIH pecype] / Cunsesa M. M. - M. : lamkos 1 K, 2014. -
Pesxmm moctyma: http://www.studentlibrary.ru/book/ISBN9785394020902 . html

3. llepBoKiTacCHBIM CEepBHC KaK KOHKYPEHTHOE IPEMMYINECTBO [DNEKTPOHHEIA pecype] /
Ixon Iloyn; Ilep. ¢ aHrn. - 5-e¢ w3g. - M.: AnsnuHa [labmumep, 2013, - Pexum mocryma:
http://www.studentlibrary.ru/book/ISBN9785961422696.html

B) ICPHOAHYIECKHE H3IAHHA

1. «[octuruna u pectopan: OusHec u yuparineHHe» - Mzparenscreo Q00 «Mznaremscrso
XocruraonuTi». Beayiuuil criennaTH3ipoBaHHbIH JXXYpHAN I HPoGECCHOHAIOB HHAYCTPHH IOCTe-
IPHAMCTBA.

2. «locturmunoe aenmox» - UJI «Ilanopamay. IlpodeccronansHeil XypHan oud CHelHANH-
CTOB B OpraHH3alOHHOM, MapKETHHTOBOH H (PHHAHCOBO-XO3SHCTBEHHOM cdepax AeATeIbHOCTH
MIPEANPHATAR HHIYCTPHH I'OCTCIIPHHMCTBA.

3. «Otmen nmpogax» - U]l «PecTopannble BemoMocTH». M3maHue, npeiHasHadeHHoe s
po(heCCHOHATIOB PECTOPAHHOI0 ¥ FOCTHEHYHOIO OH3Heca.

4. «Otenp» - U3matenserBo «Xonnu [Ipece». Ileproaudeckoe H3aHKe, TTOCBAIICHHOE BO-
IIpOcaM FOCTHHHYHOIO OM3Heca M HHIYCTPHH TOCTCIIPHIMCTBA.

5. «Orens. CoBpemenHsnlii OusHee» - Mzmarenscto OO0 «Hama nenosas npecca». Cre-
IMaTH3UPOBAHHBIH XKYpPHAT 1JIT TpodeCcCHOHANOB OTEIILHOrO On3Heca.

r) nporpamMmHoe obeciiedcHue U IHTepHeT-pecypebl:

1. HHTepHET-U3aaHKHE O BBICOKHX TEXHOJIOTHAX http://www.cnews.ru.

2. MudopMannoHHO-KOHCAITHHTOBBIE LEHTP TO JJCKTPOHHOMY Omsmecy http://www.e-
commerce.ru.

3. HredopmManHoOHHO-CIIPaBOYHBIE OTpacieBble MHTEpHET-MOPTANBI MO CEPBMCHON med-
TEIBHOCTH.

4. HudopmammonHslit cripaBodauk «CaHATOPHO-KYPOPTHOE JICUYEHHEY.

5. Toctununa v pecTopaH: OuzHec u ynpasnerue // http://prohotel.ru/catalog-8723/0/.

6. Kypoptasie Benomoctu // http://www kved.ry/,

7. Journal of Hospitality, Leisure, Sports &  Tourism Education /
http://www.journals.elsevier.com/journal-of-hospitality-leisure-sport-and-tourism-education-johlste.



8. MATEPHAJIBHO-TEXHUYECKOE OBECIIEYEHUE
JAUCITUILTHHBI (MOIY JIA)

JU1a MaTepHanbHO-TEXHHYECKOrO ofecedeHus AUCTIAITITHABl «CepBHCHAS JEATEIbHOCTEY
ucronb3yoTes ayantopus ¢ [IK M KOMIOBIOTEPHEIM NPOEKTOPOM, HaGOpEI CIAMI0B A JIEKITHOH-
HBIX ¥ TNIPAKTHYECKHX 3aHATHH, OTpaXalolie HaydIHYIO M NPHKIATHYIO MpobIeMaTHKy TaHHOTO
Kypca, Oubnuotexa MHCTHTYTA Manoro u cpeaero dusneca Bal'y.
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