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1. HEJJA OCBOEHUS A CITUIL IV HBI

LemsiMn 0cBOCHUS MHCHHUILTHHE «CepBUCHAS ACATENBHOCTEY SBISIOTCT CO3/IaHHE CHCTEMEI
3HAHUMH O CEPBHCHOH JAESTENBHOCTH, YCIyTax, hopMax 00CIy)UBaHHs B CI0c06ax hOPMHPOBAHUS
HOBBIX yCIIYT M IPOTPECCHBHBIX METONOB 00CTYKUBaHHUS,

3anavaMM AUCIIHILIHHE] SBASIOTCS

*  (HOPMHPOBAHHE IPEACTABIECHHS O CEPBHCHOM JESTENBEHOCTH;

¢  OCBOCHHC METOIONOTHIECKUX OCHOB OPTAHH3AIMH CEPBHCHOM AEATENEHOCTH,

¢  ONpPEAC/ICHHE MECTA CCPBHCA B XKM3HEACATEIBHOCTH YETOBEKA,

®  H3YYCHHE HCPAPXHH YCNIOBEUECKUX HOTpeOHOCTEH;

®  HM3YUCHHC KOMMYHHKATHBHBIX 4CTICKTOB CEPBHCHOMN AESTENHHOCTH,

*  (QOpMHpOBaHHE MPEICTABIEHHS O HPOLECCaX B Pa3THYHBIX OTpacisaX cdeps! cepsuca 1
OCOOCHHOCTSX OCYHIECTBIICHHS CEPBUCHEIX IIPOLIECCOB.

2. MECTO TUCHMILIAHBI B CTPYKTYPE OIIOII BO

Juciimmina «CepBUCHAS [EATENbHOCTRY ABITETCS TUCHUIUTHHOE yueOHOro nmaHa mo
HaNpaBNICHAIO MOATOTOBKH 43.03.03 NocTunmYHOE NEno.

Hucimmnna npeacrasiser coGoi TPUKJIATHYIO HAy9IHYIO AMCLHILIHHY, B KOTOPOH NpHpa-
WCHHAE SHAHWE MPOUCXOINT OIAroQaps HCNONB30BAHHIO PE3YIBTATOB HCCIEROBAHUI U paspaboTok
B IpyTHX OTPACIAX HAYKH, TaKHX KaK MAPKETHHT, COIHOJIOTHS, NICHXOJIOTHS, MCHEIKMEHT W MHO-
THX JPYTHX.

Kypc «CepBuchas medaTensHOCTEY mMeeT CYIIECTBCHHOS 3HAYECHHE B DKOHOMIKe, cepe
YUPABNCHUS, B TOCTHHHYHOH, PECTOPAHHOH, TYPHCTCKOI!, COUMaABHO-KYNBTYPHOH HCATEIbHOCTH.

OTa AMCUUIITHHA CBS3aHA ¢ APYTUMH TUCUMIUTHHAMH, H3YH4€MBIMHA IO BPEMEHH JI0 H TIOCIE
HaHHOTO Kypca. K 9HCITy TakuX THCUMIUTHE OTHOCHTCH «BBeneHHe B CICHHANBHOCTDY, «BBeneHme
B I'OCTEIIPUAMCTBO», « TeXHONOTHH TOCTHHHYHOM ACATEIBHOCTHY, «/IOMONIHATEIBHBIE YCIyTH roc-
THHUYHOTO NPEANPUATHAY, « MADKETHHT TOCTHHUYHOTO TIPEAIIPHSATHSY ¥ TIp.

3. KOMIETEHIIHH OBYYAIOIIEI OCH, ®OPMUPYEMBIE B PE3YJIBTATE
OCBOEHMS TUCUHUILTAHbI (MOAYJIsA)

Tponece M3ydenns QHCIUINIHHEI HAIPABIEH HA (opMHpOBaHHE CIEAYIOMHUX

- IPOPeCCHORATBHBIX KommeTernmit (TIK):

® TOTOBHOCTE K CEPBHCHOH ACATEJIBHOCTH B COOTBETCTRHH C 3THOKYJIBTYPHBIMH, HCTODH-
HCCKHMH M DENTMTHO3HBIMH TPaJMUHAMH; TOTOBHOCTE K BBISBIICHHIO norpebHocTeH MoTpeGuTENH,
HOPMHPOBAHHIO TOCTHHHYHOTO TPORYKTA, KTHEHTYPHBIX OTHOLeHH (TTK-6);

¢ TOTOBHOCTh NPHMCHATL COBPEMEHHBIE TEXHOJNIOIWH TOCTHHHYHON NEATEIBHOCTH B pa-
bote ¢ notpebuTenem (11K-7);

¢ TOTOBHOCTH K NPHMEHCHUIO HHHOBAMOHHBIX TEXHOJIOTHY B FOCTHHHYHOMN IeSTeNbHO-
CTH H HOBBIX HOpM 0OCIyKUBaHHS OTpeGHTETEi (TIK-11).

B pesynbrate 0CBOEHMA AHCLHMIMHED ObyqaromMiics JOIKeH AEMOHCTPHPOBATH CIIEJ(YiO-
e Pe3YIILTATEI 00Pa30BaHMUS;

3HATH!

¢  BHIBI YCITYT H CCPBHCHOM ACSTENBHOCTH, MX XapaKTEPHCTHKH; (IIK-6)



* COUMANbHBIC TPEANOCHIIKH BOSHHKHOBCHHS H PA3BHTHS CEPBHCHOM IEATEILHOCTH, HC-
TOPHIO pa3BHTHS cepaHca; (ITK-6)

® TCOPHIO OPraHM3alHH CEPBHCHOTO OOCHYXHBaHWS B chepe NpeampHEHMATENBCTRA]
(TIK-6)

® OCHOBHBIC IOHATHA H TEPMHHBI, BaXXHCHINNE KOHUCTIIMH, METONBI COBPEMEHHOH cep-
BHCHOM JEATENbHOCTH, HallpaBIeHHOH Ha nmotpebuteneit; (ITK-7)

®  HOBBIC TEXHOJIOTHH B chepe YCIyT H croco0sl BHEAPEHHS HHHOBALMOHHbIX TEXHOMOT Ui
B CEPBHCHYIO NCATENBHOCTh TOCTHHHYHBIX TpeanpusTait, (ITK-11)

YMETB!
®  BBIACNATE COLMANBHOE 3HAYCHHWE KOHTAKTA B CEPBHCHOM HCATENHLHOCTH, B3aHMOCES3h

ODIIECHHS C TIOTPEOUTENIEM, MEXAHM3MEL ACHCTBHS U CHIOCOOHI NPOSBICHHS 32KOHOB H 3aKOHOMEP-
HOCTEH B Pas/HYHBEIX THIIAX MEXTHYHOCTHBIX OTHOmeHui; (TTK-6)

® TPHMCHITH COBPEMCHHEIC H HHHOBALMOHHBIE TEXHOJIOTHE, H HOBBIE (OPMBI OGCITYIKH-
BaHHS TIOTPEOHTENEH B CEPBUCHYIO AEATEIBHOCTD TOCTHHIYHBIX TIPENPHSTHI, (IIK-7, TIK-11)

BITaJIETh:

®  METO/IAMH OECKOH(MIMKTHBIX B32MMOOTHOWICHHI ¢ TIOTPeGHTENEM B poLEcce CEPBHC-
HOH JIeATENLHOCTH, STHOKYILTYPHOM AUBEPCH(GHKAIINH CEPRICHOIM nearensHOCTH; (IIK-6)

¢ TpHeMaMH [PaKTHYECKOrO NPUMCHEHHsS METOAOB CEpPBHUCHOM HestembHOCTH; (IIK-6,
[IK-7, IIK-11)

* HABBIKAMY OOMICHHS C KIMEHTAMH B NIPOLIECCE OCYINECTBICHNA CEPBHCHOM MesTeNbHO-
CTH, a TaKxke dPGeKTHBHOTO paspemmenus kordmkTos; (ITK-6)

4. CTPYKTYPA H COJEP/KAHUE AUCITHILIAHBI (MOJLYJIST)

Obmas TpyaoeMKOCTh THCIHILTHHEI COCTARNILET 6 3a9eTHEIX €IHUHHUN, 216 4acor.

Bunb! yaeGHoit paGoTst, BIEOTaA DopMBI TEKYLETO
8 | caMocTosTenkHYIo paboTy cTyaenTos | ObbeM yue6- | KoHTpols ycresae-
o g H TPYIOEMKOCTh (B yacax) HOH paboThI, MOCTH
Ne Paszen (rema) § z 2 2 2 C TpHMEHEHH- {no Hedenam ce-
n/ % < = | S5 = o = o a | €M HHTepak- mecmpa),
o ARCLATTHAHEL 8 2 =12 €2 28 ol 2| ummx MeTo- | opMa npomexy-
2 | B E8 88 & = N
g S| €5 28 B3 9| B OB TOYHOH
T| 5| g5 s 51 55 | (8 vacax / %) aTTecTalMu
= 5 = {no cemecmpam)
1 | CepercHas meaTens- 2 2 5 2/100%
HOCTE Kak (opma
YAOBJICTBOPEHHA
noTpedHoCTe | yeno-
BeKa
2 | llpennoceLIky BO3- 2 5
HHKHOBEHMS CEPBHC-
HOM AeATeILHOCTH
3 | Cneunduka ycnyr 2 : 5
KaK ToBapa
4 | LleHHOCTH yeuyru 2 i0
5 | [loBenenue 2 10
notpebuTeneH u
HPOLECC IPHHATHA
UMH pellieHHs
6 | Teopus opranmsanyu | 2 5
oOCry:KMBaAHKA
7 | KonTtaktHas 30Ha 2 10




& | OcHOBHEIE METOIbI 2 2 5
NpefoCTaBICHHA :

yCIyT # dopMei 06-
CITYKUBAHHA.

9 | Kauectso obcimyxu- 2 5
BaHHA H IPOH3BOAH-
TEIBHOCTS.

10 | Obwepoccuiickue 2 10
CTAHAAPTH KAYECTBA

11 | Crparernueckue 2 10
HalpaeJICHHWA H KOH-
KYPEHTOCNIOCODHOCTh

12 | Xu3HeHHBI UK 2 2 2 10 2/50%
YCIyr

i3 | CepBuc — koMnoHenT | 2 10
NPOAAKH TOBAPOB

14 | BryTpeHHe o6cmy- 2 10
KHBAHHE OPraHu3a-
LMH

15 | Hoeele TexHomoruue | 2 : 10
chepe yeryr

16 | PaspaboTka u cozma- | 2 10
HHE HOBBIX YCIIyT

51 Kypcosas paGora

Hroro 4 4 181 4/50% KP, Ok3amen (27)

COAEPKAHUE THUCUHHILTUHBI

JleKnHOHHLIH Kypc

Tema 1. Cepgucnan deamenvrocme kax hopma yooenemsoperusn nompebrocmeit uenogexa

IlousTHE 06 yCNyre W CEpBHCHON AEATETbHOCTH. OyHKUHH cheprl yemyr. Crpykrypa che-
PBI YCIYT W KIACCHQHUKALMA THIOB M BHIOB yeryr. OBmepoccHiickie XI1accuPHKATOPE! yCayT
HaceneHu. CepBuconorus

Tema 2. Ilpeonocvliku 603HUKHOGeHUA CEPBUCHOIL DeamenbHoCmU

Yenyru B 310Xy 11€pBOGBITHOOGIHHEOTO crpost. Yemyrh: Ha Ipesnem Bocroxe, B JpeBneii
I'petn, Jpepnero Prva, na Cpemresekorom Bocroke, Cpenrerexosoit Erponsr. Jramst pasBUTHA
yeayr 8 Poccwu. Teopust noctruaycTpransHoro o6mectsa. [asHbe (haKTOpPBI paseuTHA chepr! YemyT.

Tema 3. Cnequgpuxa ycayz kax mosapa

DBOJIIOLUHS ITOHATHS «TOBAPY. XapaxTeprucTuky yeryr. OTindune YCIYIH OT MarepHakbHO-
BELICCTBCHHOTO ToBapa. OIpeleneHHue LHEHHOCTH YCIyrH. Mofemh NeHHOCTH yenyrda. OcHOBHEIE
OIPCACTICHNA H HOHATHSA XHUIHCHHOrO LAKIIA YCIYT. VIIPaBIEHUS STAllaMH KH3HEHHOTO AKNA CO-
MYTCTBYIOMIHX VCIVT.,

Tema 4. Hennocms yenyzu

Onpenenenue ueHHOCTH yeryri. Moaens HeHHOCTH YCIYTH.

Tema 5. Ilogedenue nompebumeneii u HPOKECC RPUHAMUA UMU Delden A

Orpenenenue noTpebUTENBCKON Cpemsl B cepe yenyr. KieHTs! i ux notperocty. dax-
TOPEL, BIAIOIMHME HA MOKYIATENLCKOS NOBeAeHHE, IIponece pHHSTHS pelnerus NOTpEOUTEIEM.
Crennduyeckne acnekTs! mokymku yeiyr. IlopeneHns noTpeduTeNeH IeN0BEIX yCIyT.

Tema 6. Teopus opzanuzauuu obcayxcuearua

O6cnyxuBaHHE Kak CepBHCHAS cHcTema, CHeTema CCPBHCHBLIX onepaumi. CrcreMa mpejio-
CTaBteHus yenyr. CHcTeMa MapKeTHHTa yeIyT

Tema 7. Konmaxmnan 3ona







O6uwe nonoxerns. IpoctpancTeo KoHTakTa. IIpoece KOHTAKTA MEXNIY KIMEHTOM H HC-
nonuuteneM. Conepxanne xonraxra, Paborta ¢ xanobamu norpeSureneit. [Ipuarmner 3ddexTns-
HOTO pPELICHHS KOH(IIMKTHBIX CHTYAIInH

Tema 8. OcrosHbie MemoOst NPeOOCMAGREHUA YOIP2 U HOPMBI OBCAYHCUBAHUA.

OcHOBHBIE METORBI NMPEAOCTaBiIcHHS yCInyr. Qopmbl obcnyxuBanus. OGCTyKHBaHHE KaK
cepBhCHad cucTeMa. CHCTeMa CEPBHCHBIX onepanmii. CHcTeMa TpenocTaBIenns yeryr. Cucrema
MapKeTHHTa YCIyT.

Tema 9. Kauecmeo 06cayscucanun u npou3e00nensHoCms.

Obmme monoxerns. Iloxasareny kavectsa yomyru. Mogens xauectsa youryr. CepBHCHBIE
rapaHTHH. [IpOn3BOANTENBHOCTE TpyAa B cdepe yerayr. O6BeKTEI CTAHAAPTHRAINH 1 HOMEHKIIaTy-
pa MoKa3aTeICH Ka4ecTBa yCuyr. MeToAbl ONpeneIe s BeIMYHHBI [TOKazaTenelt kauecTsa. OTReT-
CTBEHHOCTE MMPOAAaBLa (MCIIONHHTENA) IEpel] MOTPeOHTEIeM.

Tema 10. Obwepoccuiickue cmanoaphvt Kasecmea

OObeKTHl CTapAapTH3alMHd H HOMEHKJIATypa IOKasaTefielf KadecTma yeayr. MeTojsr
ONpEAENCHAS BENMIHHBI IOKa3aTeneH KauecTsa. OTBETCTBEHHOCTE IPOJABLA (MCIIOTHUTENS) TIEpe
norpeduTenemM

Tema 11. CmpamezuyecKue HanpasneHus u KOHKYPEHMOCROCOGHOCHY

IloHsaTHe 0 KOHKYpEHTHBIX npeuMymecTBax. KoHKypeHTHAS OKpYyxarotmas cpena. Beibop
UEeNEeBBIX — MoTpeOMTened.  CTpaTerHdm  CO34aHWS  KOHKYDEHTHBIX IpeuMyInecTs.  Poms
CTaHJapTH3aliH ¥ AuddepeHIHaIH B BHIOOPE TOBAPHOH MONHTHKH

Tema 12. Kusnennsrii yuxna yeayz

OCHOBHBIC ~ONpPEICCHAS W TOHATHA. YIPAaBNEHHA IJTANaMH O KM3HEHHOTO IMKIIA
CONYTCTBYIOUIHX YCIIYT

Tema 13. Cepsuc — komnonenm npodascu mosapos

OcCHOBHBIE IOAXONBI K OCYINECTBIACHHIO cepBrca. OCHOBHBIE 3aa4H CHCTEMbI cepsuca. Bu-
ABI CECPBHCA MO BPEMCHH €0 BBINONHCHMS. BHIEI cepBuca o comepkanuio pabot. [IpuHumIe! ra-
PaHTHHHOTO OO6CITYXHBAHMS. DKCIUTYaTANOHHbIE MHCTPYKI[HH

Tema 14. Buympennue obcayacusanue opzanuzauuu

CoCTaBHBIE 4aCTH CHCTEMBI JIESTENBHOCTH OPFaHH3anvH. 3ajaud H GYRKOUH (h3CHIMTH-
MeHeIDKMEHTa. Ofecnieue e AeATEBHOCTH NePCOHATA. YIpPABICHHC MPOEKTAMH 110 Pa3BHUTHIO
WHQPaCTPYKTYphl OPraHH3aIY ¥ 3KCILTyaTans 00beKTOB HEGPACTPYKTYpEI

Tema 15. Hosvie mexnonozuu 6 cipepe ycnyz

OcHOBHbIE TTOHATHA ¥ Onpenenesns. MHGOpMaHOHHbIE TEXHONOIHH B chepe yenyr. Ilpu-
9HHBI, [I0 KOTOPBIM (PHPMEBI YCIIYT HHBECTHDYIOT B HOBBIE TEXHOMOTHH. O6IacTw IIPHMEHEHHS HO-
BBIX TEXHONOTHIL B cepe YCuryT. TeXHOMOTHs Kak KOHKYPEHTHOE MPEHMYLIECTERO.

Tema 16. Pazpabomka u cozdanue Hoevix yeyz

Kareropuu Hoso#t mpoaykuuy. GaxTopsl, SBIAIONMAECS IPHIAHON CO3TAHMST HOBBIX YCIYT.

PaspaGoTka HOBEIX TOBApOB H YCIYT: CXOACTBO ¥ Pa3THUHS. HncTpymeHnTs! s paspaboTku
yeryre. [IpuHimne! paspaGotku yemyr. Ilpotiece paspaGoTky yeuyr.

IlpakTHYecKue 3aHATHA

Tema 8. Ocnoenvie memods! npedocmasnenun ycayz u gopmot 00CaAYHCUBAHUA,
IIpaxTrdeckoe 3ausiTHe. OTBETHI Ha BOIIPOCH! H JOKJIAIEL

Tema 12. Kusnennwrit yuxn yenyz

IIpaxTryeckoe 3auatie. OTBeTHl Ha BOIIPOCH! H PEIICHHE 3a/1a4




5. ObPA3OBATEJILHBIE TEXHOJOI'MHA

— OMePedCAIOWas CAMOCTNOAMENbHAR paboma — N3yYEHHe CTYACHTaMH HOBOIO MaTepHana
710 €10 M3JIONEHHA NPEIOAABATENEM Ha JIEKIHY ¥ IPYTHX Ay AHTOPHEIX 3aHSTHAX,

— KOMRBIOMEPHbIE UHGOPMAYUOHHBIE MEXHON02UL — TPAMEHEHAE KOMIBIOTEPOB A AOCTY-
nma k VIHTepHeT-pecypeam, UCTIONB30BaHHE 00YHaOMIHX [IPOTPAMM C ENbi0 PaCIIMPEHHs nHdop-
MallMOHHOTO IIOJIA, TIOBBIIEHHS CKOPOCTH 00paboTKM M Iepemaud wHGOpMaIMH, 0becHeHeHus
yaoGerea npeoOpasoBaHus W CTPYKTYPHPOBAHHs HH(GOpMAIHK IS TpaHchopMalii e€ B KOMIIC-
TEHIIH;

— npodremroe 00yyenue — CTHMYTHPOBAHHAE CTYACHTOB K CAMOCTOATENBHON «TeHEePAIlHm»
3HaHWH, YMCHH M HaBBIKOB, HCOGXOMMMEIX /TS PEITEHHs KOHKPETHOM MpoGneMs;

— KOHmeKcmuoe obyyernue — MOTHBAIHS CTY/ICHTOB K YCBOSHMIO 3HAHMH [yTEM BEISBICHHS
CBS3CH MEKIY KOHKPETHBIM 3HAHHEM M €0 IIPHMEHEHHEM,

— ofyuenue Ha OCHOBe onbIMA — AKTHBH3ALMSA TIO3HABATENBHON IESTEIBHOCTH CTYIAEHTA 34
CYET aCCOMHMANHH er0 COOCTBEHHOTO OITBITA C MPE/IMETOM H3ydCHHS.

6. OHEHOYHBIE CPEACTBA J/Is1 TEKYIIETO KOHTPO.I1 YCIIEBAEMOCTH,
IIPOMEJKYTOYHOM ATTECTAIIAH [0 MTOTAM OCBOEHMS TUCIUILIAHBL 1
YYEBHO-METOJAUYECKOE OBECIIEYEHUE CAMOCTOSITEJILHON PAEOTI
CTYJIEHTOB

CamocTronTeabHas paboTa cTyxeHTa (BHe AYANTOPHH)

Opranunsanus caMmoCTOATENBHON PaBoTE CTYACHTOB MPEIIONAraeT, 4To NpernogapaTesb aa-
CT JINIIE HEOOXOIMMEIH NEKIMOHHBIA MaTepHan, KOTOPHIH O0G43aTeNbHO MOMKEH OITH JOTIOITHEH
CaMOCTOATENIBHOHA paboToit camux cTymeHToB. CleayeT OTMETHTH, 9TO CAMOCTOSTETEHAS pabota
CTYACHTOB JACT MONOXUTCIBHBIE PE3YNBTATE! UL TOIIA, €CITH OHA ABIETCS LENCHAIIPABICHHO,
CHCTEMATHYECKOH H ILTaHOMEPHOH.

CamocrosTensHas paGoTa CTYICHTOB - BHA ACATETBHOCTH, [IDH KOTOPOM B YCIOBHSAX CH-
CTEMATHIECKOIO YMEHBIICHHA NPAMOrO KOHTAKTa ¢ TPENOAaBATENEM CTYAEHTAMH BBIMONHIIOTCA
y4cOHBIe 3a/ianus. K TaKuM 3a1aHiAM OTHOCSTCS TECTEL, pedepatsl U T.4.

Ilpu sToM crienMduKa caMOCTOATENBHOM PaBOTEI CTYNEHTOB 3aKMIOYAETCS B TOM, YTOOEI
CTYZACHTHI CAMOCTOSTENLHO MONYHATH HOBLIE 3HAHMUS,

W3ydenne nanuoif AMCUANTHHBI MPEATIONAIAET BLITOMHEHHE CIEIYIOWHKX BHIAOB CAMOCTOS-
TEJIBHOH pabOTEI CTYNEHTOB:

= O3HAKOMHTECA € JICKIMOHHBIM MaTepUANOM, M3/IOKEHHEIM B YUeOHUKAX, DIEKTPOHHbIX HC-
TOYHHMKAX ¥ T.IL.;

~ CaMOCTOSTEIBHOE BBIIOIHCHUE 3a/IaHH;

— HM3YYCHHC OCHOBHOH W MOMOJIHHTENBHOM NuTepaTyphI;

— HamucaHue pedepara U Kypcoroi paGoThL.

3aaHysi H BOIIPOCHI A/ CAMOCTOSATENBHOM PaGoThI CTYAeHTOR

XapakTepHOH OCOOSHHOCTBIO H3Y4eHWS NAHHON NUCIMILIHHEI SBISETCS HHTEHCHUKAIKS
CaMOCTOATENBHON paboThl CTYACHTOB. T CTYAEHTOB OYHOM (OPMEI IPEIYCMOTPEHE! CIIETYIOIITHE
HHIHBHIYATBHBIC JOMAITHHE 3aJaHHS:

1. Tema 2. TIpenmocEITKH BO3HHKHOBEHHS CEPBHCHOM NeATeTbHOCTH

Yemyru B 910Xy NMepBOGBITHOOGIIMEHOTO CTPOSL. chym: Ha [Ipesnem Bocroke, B8 JpesHeit
I'pertun, [peBHero Puma, Ha CpexrerexoBom Boctoke, Cpenresexosoii EBponnr. Drarmsi Pa3BHTHI



yemyr 8 Poccu. Teopust nocTanmycTprambHoro obmecTsa. I'naBHEIe GakTops! pasBuTHs cheps! yCIyT.

2. Tema 3. Cnenuduka yeayr xak Topapa

BOIIOLAS NOHATHS «TOBApPY». XapakTCPHCTHKH YeIyr. OTINUME YCIYTH OT MATEPHAIEHO-
BEIICCTBEHHOr0 ToBapa. OnpenesnieHte [EHHOCTH yenyrd. Monens ueHHocTH yeayru. OCHOBHBIE
ONPCACIIEHHS H TTOHATHS XH3IHCHHOIO HKJIa YCIyr. YIIPaBIeHHS 3TaNaMy XH3HSHHOrO IHKIA CO-
IYTCTBYIOIIHMX YCITYT.

3. Tema 4. LIeHHOCTb yCIIyTH

OnpeneneHne UEHAOCTH YCayrd. Mojess UeHHOCTH YCITyTH.

4. Tema 5. lloBenenve noTpebuTenei U rpolece IPHHATHS UMH pEIIeHHS

Onpenenenye noTpebHTENRCKOM cpeibl B cdepe yeryr. KITHeRTE u ux notpedbHocTH. Pak-
TOpBI, BITMAIOIHC HA [OKYNAaTENBCKOE MOBeNeHHE. [Ipouece MpHHATHS peluieHHs moTpedHTeNeM.
Crietduieckue aCneKTs! MOKYNKN yeiyr. IloBeneHns MOTPEOUTENEH AETOBBIX YCITYT.

5. Tema 6. Teopust opranusaumy o6CayKUBAHUSL

ObcyxuBaHne kax ceppucHas chcTema. CHCTEMa CEPBHCHEIX omeparil. CrereMa Tpeso-
crasyieHus yeuyr. CucTeMa MapKeTHHTa yeiryT

6. Tema 7. KonTakTHas 30Ha

O6uie momosxenus. [IpocTpancTso korTaxTa. [Ipouece xoHTaKTa MEXY KIHEHTOM H HC-
nonuuTeneM. Conepxanue koHTakTa. PaGoTa ¢ sxanobamu moTpebuTeiei. [Ipunigns! addexrus-
HOTO pelueHHs KOHGIHKTHBIX CHTYalHid

7. Tema 8. OcHOBHEIE METOMB! IPENIOCTABJIEHAS YCTYT M (POPMEI OBCITYKHBAHHS.

OCHOBHBIE METOIBI TIPENOCTABNCHHS YeIyr. DOpMbl 0GCITYKUBAHHS, ObcnyxuBaHue Kak
CepBrCHad cucTeMa. CHCTeMa CEPBHCHBIX onepalmil. CHCTeMA NperOCTABIEHHS yenyr. Cucrema
MapKEeTHHIa YCIYT.

8. Tema 9. KauecTBo 06CIyKUBAHMS M IPOM3BOAHTCIEHOCTD.

Obmue nonoxenus. IokasaTenu kadecTea yemyrn. Momems KadecTsa yenyr. CepBUCHBIE
rapanTiH. [IpousBoauTensHOCTE Tpyaa B cdepe yenyr, O6BeKTs CTAaHIAPTH3AMHH H HOMCHKIIATY-
pa noKasaTenel KauecTsa ycayr. MeToxs! onpeienenus BeIMUMHEI TOKA3aTeN el KadecTsa, OTRe -
CTBEHHOCTB IIpOJaBUa (MCTIONHUTENS) IEPE/ MOTpeSHTENEM,

- [Ipoananusuposars Kak KauecTBO OGCAYKUBAHHAA BIUACT HA APOH3BOAUTENBHOCTE YCIIYT

- OueHHTE 06IIEePOCCHIACKHE CTAHNAPTH KAYECTBA

9. Tema 10. OburepoccHiickue CTaHAAPTEI KAYeCTBA

OOBeKTBl CTaHJapTH3ALUMH H HOMCHKIATypa IOKasaTelael KadecTBa yeiayr. Merogs!
OTPCACIICHAA BCIUMHEI TTOKa3aTeNCH KavecTBa. OTBETCTBEHHOCTE MIPoNaBLa (HCIONHHUTENS) TIepe
moTpeOHTeNeM

10. Tema 11. CrpaTeruteckne HalpaBNeHAs 1 KOHKYPEHTOCTIOCOOHOCTH

[IoHATHE O KOHKYPEHTHBIX MPEHMYILECTRAX, Konkypentras okpyxkaromas cpena. BriGop
uenesblx  morpebmrencid.  CTpaTerHH  CO3LAHMS  KOHKYPEHTHBIX npevMymecTs. Poms
CTAHNAPTH3AINH 1 A pepeHInanyy B BEIGOPE TOBAPHOMN TOMMTHKY

PazpaboTaTs cTparerin CO3IaHHS KOHKYPEHTHBIX IPEUMYINECTB TOCTHHHIE! (IO BEIOOPY
CTyZAcHTa) ¥ OQOPMHTE B BHIE ITPE3CHTAIIMH

11. Tema 12. JKn3HeHHBIH UMK yCIyT

PaspaboTaTe >XM3HEHHBIA THKI YCIyrH (1o BBIOOpY CTyZEHTa) W o)OPMHTH THCbMEHHOLT
dopme

12. Tema 13. CepBuc ~ KOMIIOHEHT IPOAAKH TOBAPOB

PaccMOTpeTs BHIBI CepBHca TMO BpeMEHH ero BBIIONHEHHS H 110 comepxannio pabor.
OdopmuTs B BHIIE T0K/IAA



13. Tema 14. BEyTpenHe 06CIyKHBaHHE OPraHU3alHK

CocCraBHBIC YaCTH CHCTEMBI IEATENLHOCTH OPraHM3aUyH. 3aiaud o YHKIMH (HICHITATH-
MeHeKMEHTA. OOecledeHHe ASSTENBHOCTH NEPCOHANA. YIPABJEHHE MPOEKTaMH [0 PA3BHTHIO
HHPPacTPYKTYPhl OPTAHA3ALMH U 9KCIIyaTalds 06BeKTOB HHPaCTPYKTYPEI

3agawi U QYRKIHH GICHIHTH-MEHEDKMEHTA Ha KOHKPETHOM npernpuatHd. OGopMHTH B
BHJIE JOKIaJa H NPe3eHTAIHH

14. Tema 15. Hogele TeXHONOTHE B Chepe yeayr

OcroBHbIE MOHATHA M ONpeNeeHAA. HpOPMAIHOHHEIE TEXHOJIOTHH B C(EpPE YCIYT. [1pu-
HHHEI, IT0 KOTOPBIM (QUPMBL YCIYT HHBECTHPYIOT B HOBBIE TeXHONOrHA. O6/IacTH IpHMEHEHUS HO-
BBIX TEXHONOTHH B cQepe yeuyr. TeXHOIOTHsE KaK KOHKYPEHTHOE IPEHMYILECTRO.

Crenars 0630p NEpUONHYECKON [IEYATH U HHTEPHET-HCTOUYHHKOB HA TeMy «Hoswle TexHo-
JIOTHH B MHPOBOH MOCTHHHYHOM (PECTOPaHHOMN) HHAYCTPHIY. MCIIONB3YIOTCS JIH JaHHbIE TEXHONO-
T¥H POCCHICKHMH OTCNbEPaMH | pectopaTapami. OQOpMHATE B BHIS TOKIA1a U IIPE3CHTALIHH.

I5. Tema 16. PaspaboTka u CO3HaHHE HOBBIX YCIYT

Kateropun HoBo# nponykiyu. GakTopsl, SBIAIOMIHECS NPHYAHOH CO31aHHs HOBBIX YCIIVT.

Pa3zpaoTka HOBEIX TOBAPOB M YCIIYT: CXOACTBO H PA3NIHIHL. WHcTpyMeHTH! AN paspaboTiu
yeuayra. HIpuHumner paspabotke yeyr, IIponece Pa3paboTKH YCIyTH.

Kakwe, 1m0 BameMy MHEHHIO, HOBBIG YCIYTH CIEIyeT BHEIPHTE B paboTy BnanmMmupckux
TOCTHHHN H pecTopanoB? OGopMUTE B BHAE JOKIAIA

Temrl KypcoBBIX paboT

1. CoBepireHcTBOBaHME CEPBUCHOM EATENBHOCTH FOCTHHHYHOIO NPEeINpHATHAA (Ha TIpH-
Mepe KOHKPETHOH MOCTHHHILH)

2. CoBeplIeHCTBOBAHNE CEPBACHOH IEATENBHOCTH TOCTHHHUHOTO NPCATIPHATHS (HA IIPH-
MEPE KOHKPETHOTO PECTOPAHA IPH TOCTHHHMIIE)

3. CoBepHICHCTBOBAHHUE CEPRUCHON AEITENBHOCTH TOCTHHHYHOTO KOMILICKCA (Ha puMepe
KOHKPETHOI'O TOCTHHHYHOTO KOMIINEKCA)

4. OpraHu3anes CepBHCa TOCTHHHYHOTO NpEANpUATHS (Ha PUMEpe KOHKPETHOM TOCTH-
HHMIIB! MM PECTOPAHA IPH TOCTHHHUE, HITH FOCTHHUYHOTO KOMILIEKCA)

IK3aAMEHALMOHHBIN TECT /IS OXEHKH KAYECTBA OCEOCHHS AHCHHATLIHHBI

Bapnanr 1

1.¥enyra — s1o:

a. JIoboe MeponpuATHe HIH BBINOJa, KOTOPBIE OIHA CTOPOHA MOKET MPENIOKATE JIpy-
TOH M KOTOPBIE B OCHOBHOM HEOCA3aeMbl U He HPHBOAAT K 3aBIANCHHIO 49eM-ITu60;

b. OcszaeMble NeHcTBHS, HalpaBIeHHEIE HA TOBAp MK YEIIOBEKA,

C. OcoOr1it BHI 4eI0BEYECKOI AEATEHHOCTH, KOTOPBIH HallpaBIIEH HAa YAOBICTBOPEHHE
NOTPeGHOCTEH KIMEHTa ITyTeM OKA3aHHs YCIyT, BOCTPEOOBAHHEIX OTACNBHEIME JTIONBME, COTUATE-
HBIMH I'DYIIIA HITH OPTraHu3al[dsaIMHy.

2. Cepuc — 310!

a. Oco0xiit BH yenoBedecKoit ACATCIBHOCTH, KOTOPBIH HaIPAB/IEH Ha YIOBIETRBOPEHUE
noTpebHOCTEH KITHEHTA ITyTeM OKa3aHWS YCIIyT;

b. JIroGoe MepoNprsTHE MM BHIrOda, KOTOPIC OHA CTOPOHA MOJKET MPEIUTOKHUTE APYTOM;

c. Ipemponaxnoe v rapanTHiAHOE 06CTyXKHBAHHE.

3. CepBHCHAS NEATENBHOCTD — JTO!

a. AKTHBHOCTB JIFOJICH, BCTYNAOIMAX B cnenuprIeckue B3aUMOASHCTBHS 10O peanuza-

LM 0OLIECTBEHHBIX, IPYIITIOBHIX H HHAUBHAYAIbHBIX YCIIYT;
b. YnpaBieHHe IpeanpuaTHeM cdepri ceppiica (HanpuMep, aBTOCEPBHCOM, OaHKOM);



C. IIpoayxr Tpyna, nonesusit ahdekT KOTOPOTO BEICTYTIACT B OPME TOBAPA.
4.Ycnyra ofnaaet CAeOyIOIMMH KA9eCTBAMA:

a. Ciroco6HOCTB K XPaHEHHIO ¥ TPAHCIIOPTHPOBKE;
b. HeoTnemuMoCTE 0T CBOETO HCTOYHMKA,
C. HensMeHHOCTBIO KagecTRa.

5.1IpoH3BONCTBEHHEIE YCIYTH — 3TO:
a. Yciyru GaHKOB, CTPaxoBBIX KOMIIaHHIA;

b. HHXHHUPHHT, 00CTyKHBaHHE 000PY ZOBAHHS, JTH3HHT,
¢. llaccaxwupckuil TpaHCopT, TOProBis, 06pa3oBaHHe.
6.PacnpenenurenpHbBE YCIYTH BKITIOYALOT:

a. MaccoBrle KOMMYHHUKALHH;

b. Vemyru TpaHcopTa, TOproBiH, CBA3M;

¢. KoHcanTwHT, MHXUHUDPHHT.

7.IIpodeccronanbHBIE YCAYTH OKa3hIBAKOT:

a. PaspnexaTenbHble yUpesxKIeHHS,

b. Opraamsanmy 06MECTBEHAOTO TIHTAHHKS,

¢. Pexnamusie xoMnasum.

8.O0mIeCTBCHHBIMHA YCIYTaMH SIBISIOTCH:

a. Tenesunenwe, pamno, o6pasosanne;

b. Ycmyrn, cBszaumngie ¢ JocyroM;

C. YCIyTH, CBA3AHHEIE C TPAHCIIOPTOM.

9.MarepralbHEIE YCIIYyTH HATPABIICHBI Ha:

a. (QOpPMHpPOBaHHE OTACNBLHEIX TpeboBaHHI notpebutenei;
b. YOoBneTBOpeHHE MaTEPHATBHEIX HOTPeBGHOCTEH;

C. YI0BAETBOPEHHE QYXOBHBIX HOTpeGHoE:Teﬁ.
10.Henpon3BoACTBEHHBIE YCAYTH — 3TO:

a. Tpancnopruposka rpy3os;

b. Texnudeckoe 06CiIyKUBaHIE 0GOPYIOBAHKS;

¢. YCHyTM 30paBOOXPAHEHMS, KyNBTYpEL

11.K HeKOMMEpPYECKAM YCIIyTaM OTHOCAT:

a. YCIyrd nmpeanpusTHI TYpH3Ma B OTIbIXa;

b. Vemyru opraruzanmit 06HECTBEHHOTO THTAHU;

¢. Ycayru G1aroTBOPHTENHHBIX (OH/IOB.

12.Yenyru no perneTpalini TpaHCTOPTHEIX CPEICTE SBITIOTCS:
a. TocymapcreeHHBIMH;

b. HneanbueiMu;

¢. CMemanHrMH,

13.Mpeanenas yenyra — at0:

a. A6cTpakTHas TCOPETHIECKAT MOEIE BHAA CEPBHCHON MEATETEHOCTH,
b. ConpopoxeHN e TOBapHO-MaTEPHAIEHEIE UEHHOCTH, 00erdas ux ofpamenne;
¢. Bce BHAEI IPOM3BOACTBEHHBIX YCIYT.

14.K nersTHMHBIM yeIyraM OTHOCAT:

a. Heneranenstie yeayru;

b. Veayru, nmerouine KpEMHHATEHBIE OTTEHOK;

¢. Yemyru, ogobpseMble TOCYIapCTROM H OBIIECTBOM.
15.Yermyru xupypra asastoTes:



a. JIHdHoCTHEIMMU;

b. HneanpHbIME;

¢. Henerurmmupmvu,

16.1enbr0 CEPBHUCHOM NCATENLHOCTH SBISCTCA:
a. YIOBIETBOPCHHE YENOBEYECKHX NOTPeOHOCTEIH;
b. HcenenoBaHue peIHKA YCIyT;

c. IIpousBomcTRO yCnyT.

17.KoHTaKkTHas 30Ha — 37T0:

a. Jlioboe MecTo, rie MpoOH3BONNTECS YCITYTa;
b. MecTo, rae ycnyra MOXKET XpaHHTHCSL,

¢. OmnpezieneHHOE MECTO KOHTAKTA KIIMEHTA M COTPY/IHHKA CEPBHCHOI ceprl.
18.KonTakTHOI 30HOH MOXET CYNTATEHCS:

a. Crolika aTMUHHCTPATOPA B TOCTHHHIIC,

b. Ilex mo peMOHTY 060PYIOBAHHMS;

c. CrpourtenbHas MIOMAIKA.

19.KoHTakTHOH 30H0H He ABNseTCS:

a. 30HA PeMOHTA GLITOBOM TCXHUKH;

b. Pabouee mecTo napukmaxepa;

¢. Pabouee mecTo cToMatonora.

20.JlpennponaxHEIif cepBUC — 3TO:

a. l'apanTuiineli cepeuc;

b. IlocnerapaHTHiHBIH CEpPBHC;

¢. Korcepsanms, nposepKa, AEMOHCTpaLHA.

21.TapaHTHiiHEI CepBHC:

a. Bcerma GecriarHeni;

b. Bcerma mnaTueIi;

¢. Bribupaetcs motpeburenem.

22 KeCTKUE CepBUC — 3TO:

a. Kommmerranus He06xonHM0ﬁ JOKYMEHTaIueH nepen mponakeii;

b. Ycuyru, casannble ¢ IOANEPKAHAEM PabOTOCTIOCOBHOCTH TOBAPA;

c¢. HMHHOBanHOHHEIE Pa3paboTKH, IPHUMEHSIEMBIC IIPEIIPHATHEM CEPBHCA.

23 Msrku#t cepBuC — 3T0:

a. PemoHT # Hanagka obopynosanms;

b. IlpenBapuTenbHad KOHCYNBTAUMS IOTpedHTENEH;

c. HHTeIIeKTyansHbIe YCIYTH, CBA3aHHBIC ¢ COBEPIICHCTBOBAHHEM OTIPE/IEIEHEOTO TOBapa.
24.IIpsmoii cepBrUC HAIPABIICH HA:

a. MaTepuansHBIH TPOAYKT U MONb30BATENS,

b. Co3aanne GMarONPHSTHBIH YCIOBHIA ITPH COBEPIUEHHH TOPIOBEIX CAETIOK,

¢. PeMOHT u 08CTyKHBaHHE KOHKPETHOTO 060pYIOBAHUS.

25 Kynetypa cepBuca - 310!

a. BeIcOKnil KBaTA(QUKAIMOHHBIA YPOBEHE COTPYAHUKA Chephl CEpBHCa;

b. Opranu3anroHHO-TEXHOJOTHYECKHE YCIIOBHS TPYA COTPYIHUKA Chephl CEPBHCA;
¢. CHcTeMa 3TaNOHHBIX TPYIOBEIX HOPM, AVXOBHBIX IIEHHOCTEH H 3THKH MOBEIEHHS.
26.ITpodeccHonanbHO-cyxeGHa ITHKE ~ 3T0:

a. YeCTHOCTE M NOPAAOYHOCTE MO OTHOMIEHHIO K OKPYIKAIOIIHM;

b. CoBOKYNMHOCTE TpeGOBaHHHM M HOPM HPaBCTBCHHOCTH 110 OTHOIICHHIO K PabOTHHKAM



CEPBUCHBIX (HUPM;

C.

CO6JII:OI[CHPIB or[peneneHHoﬁ JAACTAHITMH B OTHOIICHHAX pa6OTHHK-KJTHeHT.

Bapuanr 2

1.

Kak Hasbisaetcs paboTa, BBHIONHSEMAs 1718 yAOBICTBOPCHHS HYXKI TOTpeOuTeNeH,

KOTOpad B OCHOBHOM HEOCA3acmMa,

a. Ycmyroi

b. IlpoussomcTBOM

C. bEITOBBIM 0OCITYKHBaHHEM

2. Kaxas u3 QpyHxumii He OTHOCHTCA K HENPOH3BOACTBCHHOM chepe:

a. Pacnpenenenne u o6MeH TOBApOR, IPOAYKTOR, BEIIECTB

b. IIpeoOpasosaHHe BEMECTB IPHPOLIEL C LEBIO BX NPHUCTIOCOBNERHS K TEIOBEIECKIAM T10-
TpeOHOCTIM

¢. Oxpana 0611eCTBEHHOIO TTOpSIKA

d. ®opmupoBaHHE OGINECTBEHHOIO CO3HAHMA

3. Kaxoli u3 nepeunclIeHHbIX NPHHEOMNIOB HE JOIKEH GHITH TOJIOKEH B OCHOBY pa3BH-
THS cdephl YCIyT:

a. MakcuMu3aums puOBLY 33 CYeT CO3AAHMS HOBBIX notpeGHOCTEH

b. Yeayru omkest GsITE MOCTYIHE KAKIOMY WieHy 06IecTra

¢.  OTOXIECTBIATE CPepy YCIYT ¢ GRITOBBIM o0CTy:KUBaHMEM

4. [Tox cpoKoM OKa3aHus YCIIYT HOHAMAETCS:

a. BpeMs Ha NOATOTOBHTENBHBIE PaGOTEI

b. Bpems Ha nponzeoacTsO yemyr

c. Bpemi oT mprema 3axaza 10 MOMEHTa BBIIAYH

5. W3 kakux MMPOLCCCOB COCTOMT TIPOLIECC OKa3aHHs YCITyT:

a. Ilpuem ¥ BeTava yenyr sakasqmky

b. TpuraTue 3axasa, HCIONHEHHE M BHIAYA 3aKa3qIUKy

¢. IIpOHM3BOACTBO YCHYT H KOHTPONB KAYeCTRA UCIOHEHAS

6. Ilpy KakoM H3 Tpex BOMOXKHBIX HCXOHOB KOH(MIHKTOB CIIOp BBIMTPBIBAET OXMH M3
YHACTHHKOB:

a. Bo3BpaT K HCXOIHOMY COCTOTHHIO

b. Yactnunoe paspeltienre KoR(IHKTA

¢. Ilonxoe pazpemenne kKonGINKTA.

7. KakoBBI crieniuadecKue 0coBEHHOCTH 0O IIeHHS B chepe obCnyKuBaHMS:

a. Ilponasen H nokymaTensb NpeCTAIOT APYT Mepes ApYyToM Kax 06e3/myeHEble GHrypsI

b. Heo6xoammMo TOCTHIATH B3aHMONOHHMAHMS ¢ TIOCETHTEIISIMHA

¢. Heobxoaumo MposBISTh BEICOKYIO KYNBTYDY OBIIEHHS

8. Yo nozpazyMeBaeTes 1o ICTETHKON 3aKa30B:

a. OTO KpacHBLIM BHEINHME BHI W34ETHI

b. 3To opraHusanms IpOCTPAHCTBA OKPYIKAOIErO 32KAZYHKA

¢. 370 >THYeCcKHH 00JIHK PaBOTHHKOB 0GCITyKHBAHHS!

9. U0 mompazyMeBaeTes 0 IOHATHEM «BBICOKOE KAYECTROY yeayr:

a. llpesbnmenne oxuganmii noTpeGuTens 3a 6onee HHU3KYIO IICHY, YeM OH IIPCAIOIaran

b. Ynosnersopenne norpeGHoCTH NOTpebUTENS 32 YCTaHOBIIEHHYIO TEHY

C.  YIOBIETBOpEHHE OXXHIAHUHN NOTpeOnTeNs 32 BBICOKYIO HEHY

10. Kaxoi# aTan He BKIOYAETCS B METOOUKY BHIABICHHA OTHOCHTEITBHOTO KAUECTRA YCIIyT:

a. OmeHKa BaXXHEHITHX ¢ TOUKY 3peHnAs MOTpeGHTeNs KPHTCpPHEB



b.
c.
H.
a.
b.
C.
12.

Brisenenne KpuTepues, KOTOPLIE IPHBOAAT K TPHOOPETEHHIO yeIIyTr

BrIsBicHHE LIEHOBOTO NIPEATIOYTEHHS

C dero HauuHaeTCA Mpouece paspaboTKK HOBOR yenyru:

C npoBeneHHs PEIHOYHBIX HCTIBITAHMI

C moucka Hnen HOBOH YCIVIH

C BHeApeHHS HOBOH yCIyTH

C 110MOMIBIO YETO MPEMIPHSTHE YCIYT MOXKeT YKPEIHTh CBOM TIO3MITHH B KOHKYPEHTHOH

CPeAC, KpOMeE KaK ¢ MOMOIIBIO IIEHE H KadecTBa YCIYTH:

a.
b.
C.

C MOMOIIBIO SKOHOMHYECKHX PELICHHIH
C MOMOIIBIO HMHIDKA IPEIPHATHAS H YCITYT
C nmoMoIieio yBenudIeH s 00beMa IPOH3BOICTEA

13.Kak H3MeHusICA COCTaB NPOM3BOMUTEIEH YCIYT B XOIE DPBIHOYHBIX NpeoOpa3oBaHuli B

Poccun:
a.
b.
c.

YBenn1wIacs N0t FOCyAapCTBEHHBIX TIPS PUATHIA
YBENMYHIIACE JOJIS MPCANIPHATHI YacTHOR 1 HETOCYIAapCTBEHHOH GopM coOCTBEHHOCTH
Jons rocy1apcTBEHHBIX NPEAIPHATHI M TPEATPUSITHI YaCTHOM 1 HETOCYIapCTRCHHOM

hopm cOBGCTBEHHOCTH poBHA.

14.
a.
b.
c.
15.
a.
b.
c.
16.

IIporpeccuBHbIE HOPMBI 0GCITYKUBAHHAS TIPH3BAHBI:

HpuGnnskats yenyru K noTpeGuremmo

Co3naBaTe HOBBIE BHABI YCITYTH

BHeIpaTs yenyrH Ha phiHKe

Ot 4ero He 3aBHCHT OLIEHKA YCITYTH HOTPEGHTENEM:

Ot oneITa OOpalenus K MPOH3BOIHTEIAM NOLOGHBIX YCIYT

OT NMMYHBIX XeIaHui KIHEHTA

Ot BoCIIMTaHHA NOTPEOHTETECKOTO COSHAHNS KITHCHTA

Kakoe #3 IepedncleHHEIX Ka9eCTB He J0JDKHO NPHCYTCTBOBATH B npodeccHOHATEHOM

NOBE/ICHHH paboTHHKa chepsl ceppurca:

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

BexmisocTs

YMeHHE HaBA3BIBATS YCIYTH

KoMnereHTHOCTE

KaxnM TpeGoBanmaM HOMKHO OTBeYaTs pabodes MecTo paGoTHIKA chepsl cepeuca:
HomxHO GBITE 06ecIedeHo J0poruM 0Gopya0BaHHeM

Homxro obecneunBats 0630p oduca

JomKHO OBITE BBIAEPIKAHA B APKO¥ IBETOBOM raMMe

Kakol 3 nepeducireHHbIX THIOB PACKA NOAPA3yMEBAET TICPEKABAHKSA TIOKYTIATENs O

TOM, KaK YCIIYra fIOBJIHAECT HA €r0 UMM

[cnxoorugecKkuii puck
Or3nyeckuit puck
ConnaisHslil puck

- Kaxne motpebrocTn ofmecTsa npr3Bana yaIoBIETROPITE cepa yeyr:

Bce Buznp noTpedroctei
CournaneHele MOTPEOHOCTH
IlepBryHBie MoTpeGHOCTH
K onroMy U3 myTelt criiamBakmst ce30HHOTO XapaTepa TIPOU3BO/ICTBA YCIIYT OTHOCHTECS:
Xopolree BEINOIHEHHE 32KA30B
Perynuposanie ce30HHBIX IIGH Ha YCIYTH



¢. CHH3MTB 00BEM peaTH3aIHY

Bapuanr 3

1. Yro BKTIOHaeT B cebs1 3KOHOMHUYIeCKHI KOMITIEKC:

a. Cdepy MaTepHaILHOrO MPOH3BOICTRA

b. MarepransHoe MpOM3BOICTBO ¥ HEMPOWIBOACTEEHHYIO chepy

¢. Coepy, B paMkax KoTopoii opraHusyercs 061ecTRO.

2. Hro ABnseTes BaxHeAmeH 3a/a4ell NpeAnpHATHS chephl YCIyT:

a. O6eclieveHHe TOCTOAHHOTO NMPoLecca 06CTYKHBAHNS HACEICHH

b. IIpoH3BOICTBO YCNYT, OTBEUAIONIMX CIIPOCY HacEICHHUSA

C.  YIOBICTBOPEHHE PACTYIIHX NOTPeGHOCTEH HACETCHNS B YCIIyTax ¢ Y4ETOM KYTBTYPHBIX
ocobenHocTeit

3. Kakoii U3 NepewicnenHbIX MPUHINNOR NOKEH GbITh MONOKCH B OCHOBY Da3BHTHSI
cepsr yenyr:

a. Cdepa ceperca N0JKHA Pa3BHBATHCS B €IMHCTBE C MaTCPHAIBHBIM IIPOH3BOICTBOM

b. MaxcuMuzanus IpuGUTH TIpeAIPHATHI

. YCIyrd He DOJDKHBI OBITH IOCTYITHEI BCEM YICHAM OBIIECTRA

4. Kax W3MEHHNCA COCTAB IPOM3BONHTENEN YCIYT B XOAC PBHIHOUHBIX NpeobpasoBaHuil B
Poccun:

a. YBelMuHIach 0MA roCy IapCTBEHHBIX TPEAIPHSTHI

b. bBonkuyro 4acTk COCTABIAIOT OpraHH3ALMA YaCTHON U HETOCYNapCTBEHHOHR $opm cob-
CTBEHHOCTH

¢. JIoNs TOCYAapCTREHHBIX M YACTHEIX OPraHM3aimit Ha PBIHKE YCIYT pOBHA

5. Kaxne Mozem Opranm3alHOHHEIX CTPYKTYD BHAETTOT B COBPECMEHHOM MEHEKMCHTE:

a.

b.

@O T Ne o

MeXaHuIeCKYIO B TEPMOIHHAMUYECKYIO
MexanuncTryeckyro 0 IHHAMHYECKYIO
OprannTeckyio 1 MEXaHHCTHYECKYHO
Kaxne notpebroctn 06mecTsa npussana YEORBIIETBOPATE chepa yeayr
Wneonornueckue moTpeGHOCTH
[TormmTryeckie nmoTpebHOCTH
Conuaieaile NOTpeGHOCTH
Hon cpokom oxazaHus yeiyry moHuMaercs
BpeMa Ha MO/Ir0TOBHTE IEHO-3aKIOUH TETLHEIE paboTs
Bpems Ha 1poH3BO/ICTBO yenyru
Bpems oT MOMEHTa IIpHeMa 32Ka3a 710 MOMEHTA BELIANH
Ha xaxom sTame mporecca coeepmeHns 3akasa, HPONABIY HEOOXOAMMO MCIIOIB30-

BaTk HATrIAOHLI MaTCpHall, PEKIaMHBIE ITPOCIIEKTHI, ACMOHCTpaO MOOCIEH:

a.

b.

c.

Ha nepsom sTane - neppoe nocemenye npeampusTis ceperca
Ha BTopoMm 3Tarie - pHHATHS pelIeHns CASNATE 3aKa3 HITH OTKA3aThCS
Ha tpernem sTame - coBepiienne 3akasa HITH OTKA3 OT HEro

9. Ilpy KaKOM H3 TpeX BO3MOXKHEIX HCXOIOR KOHQIIHKTOB, CITOP OCTACTCS HEPA3PELICHAEIM:

a.
b.
c.

Bo3BpaTt k HCXOTHOMY COCTOSHMIO
KoMnpomuce B kondaukre
Ilonnoe pasperuerne xongmkTa

10. KynbTypa peun paGoTanka coepsi ceperca — 370

a.

b.

HopmarueHOCTE, COZepkaTeIsHOCTS pen
OKCIIPECCHBHOCTD PedH






c.
11.
a.
b.
c.
12,

Karteropuynocts peun

CreneHs COBEPILEHCTBA KAKOTO aCTIEKTa OGCIY KHBAHHS XapaKTEPHU3yeT KyILTYPY CEpBHCa:
[Icuxomorugeckoro acexta oOCIyKUBAHNS

Opraau3auioHHO-TEXHOIOTHIECKOTO ACTIEKTa

COBOKYITHOCTB 3THX aCleKTOB CEPBHCHOM AEATENBHOCTH

Kaxoe u3 Tpex cocTaB/IMIOIMNX 9acTell KauecTBa MOKA3BIBAET, HACKOTBKO yCIIyTa Co0T-

BETCTBYET TOMY, UTO OBINO 3aNNaHUPOBAHO IPOM3BOIRTENEM TOBAPA:

a.
b.
c.
13.
a.
b.
c.
14.

Tpebyemoe kadgecTBO

basoeoe kauecTBO

Kenaemoe kauecTBo

OT 9ero 3aBMCHT OLCHKA YCIIYTH HOTpeGHTeneM:

OT onkITa nporzBOATEIA

OT MMUHEBIX Xenauwii KIHeHTa

OT BOCTIHTaHHS OTPEOHTENBCKOTO COIHAHMS KITHEHTA

Ha xaxoi cTagn¥ XHM3HEHHOTO LIMKIA YCIYTH PACTYT 0GBEMEI peanusalMy YCIyTH, YT

NO3BOJIACT IIPCOJIONICTE TOYKY YGBITO‘-IHOCTHZ

a.
b.
C.
15.

Ha cramuu 2 - BHempenns

Ha cTamim 3 - pocta

Ha cTagmuu 4 — HacEImeHns phIEKa

Kakas u3 Tpex KOHKYDEHTHBIX CTpaTeruif MoJ[pa3syMeBacT COCPEIOTOUCHHE YCUITHH Ha

OOHOM HJTK HECKOJIBKHX CEIrMEHTAax PBIHKA H NOCTHXKCHHE TaM JHUICPCTBRA:

a.
b.
c.
16.
a.
b.
c.
17.

JIunepcTo B 06nacTH saTpar

Crparterus ausepcadHKanum

CrpaTerus KOHIEHTPALHH

KakuM TpeGoBaHHsM J0DKHO OTBEYATh pafotee MecTo paboTHuKa chepr! cepBuca:
HomxHo GeITh 06ecniedeHo 1oporuM 06opyoBaAHIEM

Homxro obecneunsars 0630p ofuca

Hoioxao OBITH BEIZEPKAHA B APKOH [IBETOBOH raMMe

CoBpeMeHHBIE 31aHuA [IPeALPHATHIL cepBHca IPCATIONAratoT HCIOJBb30BaHHE CIECIYIO-

mAX XyO0KCCTBCHHO-BEIPA3UTEIbHEIX CpCUCTB:

a.
b.
c.
18.

Ilepeuens ToBapos

CpencTea KOMMYHHKAIMA MEKIY IIPOM3BOTHTENEM H HOTpebuTENEM
HamMmenoBanue npennpuarus, sM61emy, HEGOPMALHIO O BHIAX yeIyrax
Kro paspaboran Moznens xauecTsa yeryr:

M. Bebep

A. Qaiions

JI. Beppu

. C gero naunHaeTcs npouece pazpaboOTKH HOBOH YCIyTH:

C npoBeneHMs! PEIHOYHEIX HCTIBITAHMIT
C mroucka ngen HOBOR yCITyTH
C HabmOREHYS 32 XO/IOM BHEAPEHUS HOBOH YCIYTH

- Kakue ycnyru BXOIAT B aCCOPTAMEHTHYIO TPYIITY «Ax:

Yeiyru Haxonsiyecs Ha CTAIHK pocTa
YCIyTH HaXoAsmuecs B CTAIMH 3PENOCTH ¥ HACHHICHAS
Ycayry, Haxoaamuecd B ”HHOBAITHOHHOMH CTAIHH.
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[. Kakolt u3 MEPCIHCIICHHBIX BHIIOB MEATEILHOCTH HE OTHOCHTCH X HCPOH3BOLCTBCH-

HOH cepe:

YCIYT:

a. Tpamcmopt u cBA36 10 OGCITYKUBAHMIO OpraHM3amHil HCTPOU3BOJACTBEHHOH chepnl
b. (PHHAHCOBO-KPEANTHAS H CTPAXORAS NEATCILHOCTD
XpaHeHue 1 IPOH3BO/ICTBO MPOAYKTOB
90 BKNIOYACT B celst MOHATHE «CEPBHCHAN 3KOHOMHKAY:
I'moGam3anmio SKOHOMHYECKIX TPOLIECCOB
BosHukHOBEHHE NCHXOTOrHYECKOH HapPSXEHHOCTH Hacele s
©opMmupoBaHue noTpebHOCTeH MoaeiH
[Tagenue obmelt KynbTYPhI ¥ AyXOBHOCTH OGINECTRA
. B kako#t dopMe He JOMKHO OCYIMECTBIATECS rOCYAapCTBEHHOE PEryIHpoBaHue cepsl

TR NG

W o

a. Cybeunuposanue oTpeGHTENEH # MPOU3BOIATENCH yCIyT

b. B dopme rocynapcTrermoit COGCTBEHROCTH Ha GaKTOPHI IPOUIBOICTBA

¢. B dopme 1eHOBOI MHCKpUMARALIT

4. Ha xoro pacmpocrpansiores «[IpaBmiia G5IToBOrO 00CTyXUBaHHUS HaceeHHA B POy

a. Ha Bce ropunueckue nuia, He3aBHCHMO OT OpraHM3alHOHHO-PaBOBOH GopMEI!

b. Hasce FOPHINYECKHE JIHLA H TPAXKAaH, 3aHHMAIOIIHXCS OKA3ZAHUEM YCITyT

¢. Ha v, 3aHMMatoImuxcst rpy30BBIMH TIEpeBO3KAMH

5. Kaxoe u3 nepewncieHHBIX 1poheccHOHATBHEX KAYECTB TOIKHO IPUCYTCTBOBATE B

oBeJIeHHH pabOTHHKA ChepEI CepBHca:

a. Munocepaue

b. VYmenne HaBsa3bIBATE KIMEHTY yCIyTy

¢. KoMIleTeHTHOCTB

6. He#icTens pabOTHHKOB NPEAPHATHS CCPBHCA IPH BO3HHKHOBEHHH XaT0OBI OT KIH-

€HTA Ha HCKAYCCTBEHHOE 06CJ'[y}KI/IBaHH62

YCIIYT:

a. CormacuTecs ¢ Xamo60i: «KITHeHT BCET A TIpaB»

b. BricTpo pemute BozEEKITYO npodiaemy

¢. llpusneds HOBOTO KiIHEHTA

7. Kaxam TpeGOoBaHMAM TOJDKHO OTBEYATD paboyee MecTo paboTHHKA chepbr CepBHCa:
a. HomxHxo GBITe 00eceueHo caMbIM I0POrHM o0opynoBaHHEM

b. Momxuo obecrieunsats 0630p caona u CBOOOIY MBHXKEHUH

¢.  JIomkHO GBITE 0HOPMIIEHO PEKITAMHBIMH OyKIIeTaMH H IUTAKaTaMH,

8. K 4eMy BCeT/ia CTPEMHTECS IOKYIIATEND TIPH OLIEHKE YCHYTH:

a. K ompeieneHHOMY HM COOTBETCTBHIO IIEHBI M KAUECTBA

b. K BBIABJEHMIO IIIABHEIX XapaKTEPHCTHK YCIYyTH

¢. «llomornare» yeayry moa ceom oxHiaHug u OTPEOHOCTH

9. Kakolt atan He BKMIOYACTCS B METONHKY BBIABICHHS OTHOCHTENLHOIO KauyeCTBa

a. OneHxa BaXHEHIINX C TOUKH 3peHns NIOTPeONTENS KPHTEPHEB

b. BbidBneHue KpHTEPHEB, KOTOPHIE TPUBOZAT K IPHOOPETEHHIO YCIIyT

C. BHIBIEHHE IIEHOBOIO MPEIOYTEHHS

10. Karam oBpasoM BEHIBIACTCS COOTRETCTRHE YCIYT Xapaxrepy oOlIECTBEHHBIX TIOTpeBHOCTEil:
a. o pewenwo npexTopa cepBHCHOTO IpEANPHATHS

b. B Xoxe cpaBHEHHS yCIYT-KOHKYDEHTOB

¢. Meroaom caygaiinoro oT6opa



11. B xaxyr acCOPTHMEHTHYI TPYIILY BXOAST YCIyTH, HAXOIAMIMECS Ha 3aKTIOUHTEIBHON
(ase cranHyu BHCAPEHHUS: '

a. OCHOBHYIO

b. Ilommepxusaroimyio

c. Crpaternyeckyro

d. PaspabareiBaeMyro

12. Kakue MomenH Oprasm3aliHOHHEIX CTPYKTYD BEUICISIOT B COBPEMEHHOM MEHETKMEHTE:

8. MEXaHHYECKYIO H TEPMOANHAMHYECKYIO

b. MexaHHCTHYECKYIO H AHHAMHYCCKYIO

¢. OprasuyecKyro U MEXaHUCTHYECKYIO

13. Ha xaxoii cTamuy XHZHEHHOTO IMKNA YCIYTH OT KOMICKTHBA Tpebyercs ycoBepireH-
CTBOBATB [IPEXKHIOK, THOO BHEAPHTE HOBYIO YCIYTY:

a. Hacramum 2 - sHenpenns

b. Hacramuu 3 — pocra

¢. Hacragnm 4 — Hacenuenns priHka

d. Ha cragun 5 — cokpalenus peanusauus yeuyr

14. KakuMH CBOACTBAME YCITYI'H ONPENEHIETCS ee KOHKYPEHTOCIOCOOHOCTD:

a. CBolicTBaMH, KOTOPHIC NPEACTABIINIOT HHTEPEC LI noTpedHTENA

b. CsolicTBamMu, KOTOPBIC IPEACTABITOT HHTEPEC IS CCPBHCHOH OpraHu3amuu

¢. CroficTBaMH, KOTOPEIC HPEACTABILIOT HHTEPSC MU rocyaapcTsa

15. Kto paspaboran MeXaHHCTHYECKYIO MOIEN OpraHH3alHOHHEIX CTPYKTYP:

a. M. Bebep
b. A. ®ajions
c. JL Beppu

16. Kaxolt #3 MepeIHCICHHBIX THIOB PHCKOB TIOAPa3yMeBacT MCPEKHBARHS MTOKYIATENS O
TOM, KaK yCIIyra IOBIHSIET Ha €ro UMUK

a. [lcmxomoruyeckuit puck

b. Ousnuueckuii puck

c. CouHaneHbIA pI/ICK‘

17. Kakue notpeGHocTH 061IeCTBA IPH3BAHA YIOBIETROPSTH cepa yeiyr:

a. Bce Buapl motpeGHOCTE!H '

b. Conuanpuble oTPeOHOCTH

¢. Ilepeuunble moTpeOHOCTH

18. C 4ero HaumHaeTcsa nponece paspaboTkh HOBOH YCIYrH:

a. C IIpOBENSHHS PBIHOYHEIX MCIBITAHM

C moucka uien HOBOH YCIyTrH

¢. C HabIo/IeHNs 3a XOOM BHEADEHHS HOBOH YCIYTH

19. IlporpeccusHble GOPMEI OGCITYKHBAHAS IPHIBAHEL

a. IIpubmmxaTe yeiyry K moTpeGHTeno

b. CoznaBaTe HOBBIE BHIBI YCIYT

¢. BHeIpATE HOBBIC YCIYTH HA PHIHOK

20. Kakas u3 IEpeaHCIIEHHBIX YCIIYT HE SBISETCS YCIYTOH PHIHOYHON HOBH3HEI

a. Yciyra, BelmeJmas Ha HOBbIH PEIHOK

b. Vcnyra, paHee nMero1mas aHATOI Ha PHIHKE

¢. Ycayra Uit HOBOH chephl IpuMeHEHHS,
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Yto BKiOHAET B b5 IKOHOMUYECKH KOMIUIEKC:
a. Ciepy MaTepHanbHOrO IPOU3BOJICTBA
b. Marepransuoe IPOU3BONCTRO M HEPOHZBOACTBEHHYIO chepy
c. Cdepy, B pamxax KOTOpOii OpranusyeTCcs 0BIIECTEO.
2. Hto sBrseTCa BaxkHel el 3anaduell npennpuATHs ceps! yenyr:
a. OOBecredeHne MOCTOSHHOTO HPOLecca 0OCTYKHBAHAS HACE/ICHHS
b. IIpOW3BOACTBO yCITyT, OTBEYAIOWIMX CTIPOCY HACETCHHAS
C. YIOBIETBOPEHHE PACTYINHX NOTPeOHOCTEH HaCeICHAA B YCIYTrax ¢ YHETOM KYJbTYPHEIX
ocobeHHOCTEH
3. Kako#i U3 nepeuucIeHHbIX IPHHEIHUIIOB TOKEH OBITH TTONOMKEH B OCHOBY pa3BHTHSA
cheprr yenyr:
a. Cdepa cepsrca I0KHA PA3BHBATECS B €MHHCTBE ¢ MAaTEpPHATBHBIM TIPOM3BOJICTBOM
b. MakcaMuzanms npuGbUTH NpeTPHATHI
C. YCayru He HOMKHEI OBITH NOCTYITHBI BCEM 4IeHAM 0OIIECTRA
4. Kax H3MEHWICS COCTAB [POH3BOJAMTENEH YCIYT B XOJIE PBIHOYHBIX Npeodpa3oBannil B
Poccmn:
a.  YBETHYHIACH A0S TOCYTAPCTBEHHBIX MPEANPHATHE
b. Bombuiyio wacTh coOCTaBIAIOT OPTAaHM3ALMY 9aCTHOM ¥ HErocyAapcTBeHHOM bopM cob-
CTBEHHOCTH
HloJist FOCYAAPCTBEHHBIX U YaCTHBIX OpTaHM3AUAN Ha PBIHKE YCIYT POBHA
- Kakse MOZe/M OpraHM3aliMOBHbIX CTPYKTYD BEIIENSIOT B COBPEMEHHOM MEHE/DKMEHTE:
MexaHuH9eCKyIo ¥ TepMOIMHAMHYCCKYIO
MexaHHCTHYECKYIO H THHAMHIECKYH)
OpraHuYecKyro # MEXaHHCTHUICCKYIO
Kakne notpeGrocTy obinecTsa npuspana YIOBIIETBOPATE Chepa yeuyr:
Uneonornueckue notpebroctn
HonutHyeckne morpeGHOCTH
CommassHEIe TOTPeBHOCTH
Hox cpokoM oKasaums yCIyrH IOHUMAETCS:
Bpems na moaroroBuTe1bHO-3aKIIOUHTE B HELE paboTet
BpeMst Ha IPOH3BOACTBO YCIyry
Bpems oT MOMeHTa IIpHema 3axasa 10 MOMEHTA BBLIAYH
Ha xaxom srame mpouecca cosepmenns 3akasa, NPOJABUY HEOOXOMHMMO HCIIONB30-
BaTh HATTIAHBIH MATEPHAN, DEKIaMHbIE MPOCTISKTEL AEMOHCTPALHIO MOAENCH:
a. Ha mepsom atame - mepeoe mocemense NPEAIPHITHS CEPBHCA
b. Ha BTOpOM JTarne - IPUHEATHS PELICHUS CeaTh 3aKA3 T 0TKa3aTbCA
¢. Ha rpetbem orame - coepmenme sakasa wim oTka3 oT Hero
9. Ilpy KaKoM, H3 TpEX BO3MOMKHBIX HCXOIOB KOH(IIMKTOB, CIIOp OCTAETCSA HEPA3PELICHHBIM:
a. Bo3Bpar K HCXOAHOMY COCTOSHUIO
b. Kommnpomuce B koHGIHKTE
¢. Ilonmmoe paspermenue xoHdIUKTA
10. KymeTypa peun paboTHuKA cepsr ceperca — 3T0:
a. HopmaTHBHOCTS, comepaTensHOCTE pevn
b. OkcnpeccrBHOCTE peun
¢. Kareropuunocts peun
11. C vero HaumHaeTcs mpouece pa3paGoTKH HOBOI YCIIyTH:
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a.
b.
c.
12.

C npoBeneHus pEIHOYHBIX MCTIBITAHMH

C nowcka HacH HOBOH yeIyru

C BHEZpEHHS HOBOH YCIYTH

C MOMOIIBIO Y€ro IPEANpPHATHE YCIYT MOKET YKPEITHTE CBOM MO3HLIHH B KOHKYPEHTHOH}

CpCac, KpoMe KaK ¢ MOMOQIUEBKD UEHB U KaUeCTBa YCIIYTH:

a.
b.
c.

C HOMOIIBIO SKOHOMHYECKHX pelIeHHiH
C HOMOMIBIO HMEIKA IPEAIPASTHS H YCIYT
C nomopio yeenuaeHns 0GbeMa IPOH3BOICTEA

13.Kax m3mMeHHICS COCTAB TPOM3BOIMTENEH YCIYT B XOA€ PBIHOYHBIX NpeodpasoBaHuil B

Poccuu:
a.
b.

C.

YBenuuuaacs 0N rOCYapCTBEHHBIX TIpeITPUATHI
YBenuuMNace DO NPEANPHATHI YacTHOM 1 HETOCYAapPCTBEHHOR QOpM COOCTBEHHOCTH
HOIA rocynapcTBeHHEIX NIpEANpHATHI K NPEAApHATHY YaCTHOH M HETOCYIapCTBEHHOM

dopm cobeTBeRHOCTH pOBHA,

14.

a.
b.

C.

15.

a.
b.
c.
16.

IIporpeccuBrbIe HOPMEI 06CTYKABAHNS IPA3BAHE:

IIpubnmxaTs yeIyrd K noTpeSHTENO

Co31aBaTh HOBBIE BHIBI YCHYTH

BreapaTs yenyru Ha prinke

O wero He 3aBHCHT OLEHKA YCIyTH noTpebuTenem:

Ot ombiTa 0GpalleHHs K TPOH3BOIUTENLIM MOJ00HBIX YCIyT

OrT IMYHEIX XKeNaHuH KITHeHTa

OT BOCIIHTAHHS IOTPESUTENBCKOrO CO3HARNS KIIHEHTA

Kaxoe u3 nepeuncieHnsx kagects e nomKHEO OPHCYTCTBOBATL B MPOGECCHOHATEHOM

noBeacHHH paboTHHKA chepHI ceprHca:

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

BexnuBocTs

YMenHe HaBA3BIBATE YCIYTH

Komrierentnocts

Kakmm tpebosanuam nomxso otpeuars pabouee mMecTo paboTHEKA cepst ceprrca:
Homxno 6bITh 06eceueHo JOPOTUM 000PYAOBaHHEM

HomxHo obecnednsars 0630p oduca

HOIKHO GBITH BhLIEpXaHa B APKOH BETOBOHK raMme

Kaxol n3 mepewmciieHHbIX THIIOB pHcka N0/IpasymMeBaeT NEPEXHBAHUA NMOKYIIATENT O

TOM, KaK yCJjIyra noBJIHseT Ha cro PMHITN;

a. Ilcuxonorwueckuii puck

b. ®uznueckuii puck

¢. CoumaneHeli puck

19. Kaxre norpe6rOCTH 06mecTBa TIPU3BAHA YIOBIETBOPATS chepa yeyr:
a. Bce Bumsr motpe6uocTeit

b. Comnmansusie noTpe6HOCTH

¢. Ilepeuunsle notpebrocTn

20 K omsomy 13 1iyTeit criaiaBanms ce30rHOr0 XdpaKTCpa MPOU3BO/ICTBA YCITYT OTHOCHTHCS:
a. Xopolmee BLIMONHEHHE 3aKA30B

b. Perymiposanne ce30HHBIX el Ha YCIYTH

¢. CHHU3HTH 00BEM peaTH3anum.

Bapuanr 6

1.

Kakoit u3 NEPEUHCACHHLIX BHIOB JeATEIbHOCTH HE OTHOCHTCH K HCIPOH3BOACTBCH-



HOit chepe.

YCIyT:

a.
b.

C,

Tpancnopt u cBA3B 10 0GCITYKABAHHIO OPraHA3ANAH HENPOH3BOACTBEHHOH ceprl
PUHAHCOBO-KPEAUTHAS ¥ CTPAX0BAd NCATEILHOCTS
XpaHeHHE U TIPOH3BOACTBO IIPOIYKTOB
Hro BKITIOUAET B ¢e6S IOHATHE KCEPBHCHAS IKOHOMHMKAY:
I nofanuzanmo IKOHOMHYECKHX TIPOLECCOB
BO3HHKHOBEHHE NICHXONOrHIECKOH HAIPMKEHHOCTH Hace IeHAA
QopMupoBaHHeE OTpebHOCTE!H Moei
Hanenue obmelt KyIETYpPEI  IYXOBHOCTH 06MmecTBa
B xako#t gopMe He HOIKHO OCYIECTBIATHCS TOCYZapCTBEHHOS PEryJIHPOBaHHAC Ceph

CyGcnauposanue notpebureneii u IIPOM3BOAMTENEH yemyr
B dopme rocyrapcteerHoit coBeTBEHHOCTY Ha (aKTOpPB! MPOU3BOACTRA
B ¢opme nenosoit nuckpuMunammn

4. Ha xoro pactipoctpanstores «[Ipaemia 65ITORBOTO 0BCTTyXHBaHUS HaceNeHHs B PDy:

a.
b.

c.
5.

Ha Bce ropumudeckue numa, He3aBHCHMO OT OpPTaHH3aLtHOHHO~-IIPAaBOBOH GOpMEI
Ha Bee ropramdeckue Mua 0 rpaxian, 3aHAMAOITIKCS OKa3aHHEM YCITyT

Ha i1, 3aRAMAiOIIMXCst PY30BEIMH TTEPEBO3KAMM
Kakoe u3 nepeunciennsx npodeccnonambubix xavecrs JOMBKHO TIPUCYTCTBOBATH B

ToBeAeHHH paboTHHKa cepsl cepBrca:

a.
b.
c.
6.

Mmunocepawre
YMCHHE HaBA3BIBATH KIUEHTY YCIYTY
Komnerentgocts
HeHcTBrs paGOTHHKOR HpeaIpUsTHS CCPBHCA NIPH BOSHHKHOBEHHH KOOI OT KJIH-

CHTA Ha HCKAYECTBEHHOE OGCHy}I{HBaHIfICI

YCITYT:

a.
b.
c.

Cornacutecs ¢ xano6oii: «KITHEHT Beerna NpaB»
BEICTpO pemuTh BO3HUKINYIO npobremy
ITpuBneys HOBOTO KiTHEHTA

7. KaxuM TpeGoBaHMAM TOMKHO OTBEYATE padoyee MecTo paboTHuKA Chepsl CEpBHCa:

a.
b.
C.

Homxxo GBITL 06ecnieucHo cambm JOPOTrHM 0OOpYIOBaHHEM
HomxHo obecrieunBars 0630p canoHa u cBOOOIY ABMKEHHIE
HoxHO GBITH OPOPMIIEHO PEKTTAMEBIMH OYKIETaMU ¥ TTAKaTaAMHU

8. K ueMy Bcera cTpeMHThCH TOKYNaTens HPH OLIEHKE YCIYTH:

a.
b.
c.
9.

K onpezeneHHOMY HM COOTRETCTBHIO EHH ¥ Ka4ecTRa
K BEIIBNEHMIO r1aBHBIX XapaKTePHCTHK YCIIYTH
«llonormare» yenyry mox com oxumanus u DOTPeGHOCTH
Kakolt sran He Bxmouwaercs B METOMUKY BBISBICHHS OTHOCHTENBHOIO KAUGCTRA

OueHka BaxHEHIINX C TOUKH 3peHUS NOTPEOHTENA KPUTEPHER
BrisiBnienye KpuTepHeB, KOTOPHIE IPHBOMIAT K NPROOPETEHHIO YCIyT
BRIIB/IEHHE IEHOBOTO NIPEANOYTERHS

- Kaxum ofpazom BeIsBRSIETCS COOTBETCTRIE YCIYT XapaKTepy 0OWECTBEHHBIX NOTPEOHOCTE:

Io pemenuto mrpexropa ceprrcHoro IPEaNPUATHS
B xoie cpaBHeHMs yeIIyr-KOHKYPEHTOR
Metoznom ciyaitroro ot6opa

. CTenenpb cOBepLIEHCTRA, KAKOTO acTeKTa OOCITYKHBAHIA XapaKTepu3yer KYJIBETYDY CEpRUCA:



a.
b.
C.
12.

IIcnx010rMgecKoro aciekTa o6CTyKuBaHus
Opraau3alliOHHO-TEXHOJIOTHYECKOTO acIeKTa

COBOKYTIHOCTE 3THX 4CTEKTOB CEPBHCHOM NESTCIBHOCTH

Kakoe M3 Tpex COCTaBIMIOMAX YacTel Ka4ecTRa MOKA3HIBAET, HACKOBKO ycayra coot-

BETCTBYECT TOMY, 4TO OBINO 3anTaHUPOBEHO TPOH3BOAHTENIEM TOBapa:

a.
b.
c.
13.
a.
b.
C.
14.

Tpebyemoe kadecTBo
BazoBoe xayecTro
Kenaemoe kauecTBO
OT 4ero 3aBHCHT OIEHKA YCIYTH NOTpeOHTETeM;
OT onBITa NPOU3BOAMTENS
OT NUYHBIX JKeNnaHni KIHeHTa
Ot BoCTINTaHUSI OTPEOUTENBCKOTO CORHAHMS KITHEHTA
Ha xakoif cTaiuy *M3HEHHOTO LHKIA YCIYTH PAcTyT OOBEMB] PEaNH3ANNHMA YCIYTH,

YTO MO3BOMNAET NPEOIONETE TOUKY YOBITOUHOCTH:

a.
b.
C.
15.

Ha CTaaHH 2 — BHEAPEHHSA

Ha cTaauu 3 — pocTa

Ha CTAHW 4 — HACHIUICHHS PhIHKA

KaKas U3 Tpex KOHKYDEHTHBIX CTPATCrHil MojpasyMesaet COCpEeIOTOYEHHE YCHIIMH Ha

OJHOM HIIH HECKOJIEKHX CETMCHTAaX PBIHKA H TOCTHKEHHE TaM JTHIOCPCTBA:

a.
b.
.
16.
a.
b.
C.
17.

Jluzepcteo B 067AcTH 3aTpaT

Crpaterus musepcudHkanmy

Crparerus KOHUEHTPAUNH

KaxumM TpeboBaHusM HOMKHO 0TBEYATS paboyee MecTo paGoTHUKA Cheph! cepBHca:
HomxHo 6BITE 0becredeHo JoporHM obopynosanHem

HomxHo obecneunsars 0630p oduca

HOIDKHO GBITE BEIZEPKAaHA B APKOH [IBCTOBOM raMMe

CoBpeMeHHEIE 3MaHHA TPEITIPHSTHI CEpBHCa IPEANIONATaT UCIIONB30BAHHE CTIC/TYI0-

IIIHX XYOOKCCTBCHHO-BRIPA3ZHTEIBHBIX CPCICTB:

a.
b.
c.

B
: 0

O o P =0 o
A A v L

oop N
S

Hepegens ToBapos
CpencTea KOMMYHHKALMH MEKIY TIPOHM3BOMUTENEM H MOTpeOHTENEM
HanMerosanue npennpusis, sMGremy, HHGOPMANHIO 0 BHIAX yCIyrax

. Ko paspabotan moznens xavectsa yeryr:

M. Bebep
A. Daitons
JI. Beppu

. C "9ero naunHaeTcs npouecc pazpaGoTKH HOBOH YCIYTH:

C npoBeaeHHs PHIHOYHBIX HCIBITAHMIL
C mowcka uen HOBOH yCIyTH
C Habmonenus 3a X0I0M BHEIPEHUS HOBOH YCIIYTH

- Kakne yenyrn sxonst B accoptumentiyo TPYTIY «Aw:

YCIyry HaxoAsImuecs Ha CTaguy pocTa
YCIyru HAXOMSUIMECS B CTAXMH 3PEIOCTH H HaCBIIEHHS
Yenyru, HaxoagIuecs B MHHOBAIIMOHHOM ¢TaIHH.



7. VYYEBHO-METOAUYECKOE U HTHOOPMAIIMOHHOE OBECHEYEHUE
JUCHUILIAHEL (MOIYJIS)

a) OCHOBHAA JIATEpATYpa:

1. Heperuna, T.I'. OCHOBEI CepBHCHOR ASATCNBHOCTH: YIeDHO-METOTHYECKHN KOMITIEKC /
T.I. Hepernna. - 2-e usn,, ctep. - M.: ®nunta, 2014, - 162 c: un. - bubnuorp. B kH. - ISBN 978-5-
9765-1415-7. — PexuM nocrtyna: http://biblioclub.ru/index.php?page=book&id=363395

2. Tapanosa, M.B. Ceperconorus: yue6uuk / M.B. TapaHosa, A.B. Tpyxaues. - Craspo-
nome: Arpyc, 2013. - 296 ¢. - ISBN 978-5-9596-0863-7. — Pexum noctyma: http://biblioclub.ru/
mdex.php?page=book&i1d=232927

3. CepsucHas aearensHOCTE: yyeOHoe rocobue / mox pen. b.U. Illteiiaronsna. - HorocH-
dupck: HI'TVY, 2013. - 130 c. - ISBN 978-5-7782-2225-0. — Pexxum moctyma: http://biblioclub.ru/
index.php?page=book&id=229143

0) IOTOJIHHTEILHAA IUTEPATYpA:

1. Yexmapesa, ['.B. Ceprucnas nesrensrocts / [.B. Uexmapesa. - Hosocubupek: HI'TY,
2011. - 40 c. - ISBN 978-5-7782-1837-6. - PexuM mocryma: http://biblioclub.ru/index.php?
page=book&id=228826

2. MapxeTuHr yeryr [SnexTporHsI pecype] / Cunsena M. M. - M. : Nlamkos i K, 2014, -
Pexxnm mocryna: http://www.studentlibrary. ru/book/ISBN9785394020902.html

3. TlepBoxrnaccHpiil CepBHC KaK KOHKYPCHTHOE MpPEHMYLIECTBO [Bnexrponnstit pecype] /
Hxon Iloym; Ilep. ¢ aHri. - 5-e m3n. - M.: Annmuaa Habmumep, 2013. - Pexum moctyma:
http://www.studentlibrary.ru/book/ISBN9785961422696 . html

B) MepHONUYECKEE H3TAHHA

1. «l'ocrunmna u pecropan: Gusrec u ympasiaeHue» - Usnarenscteo OO0 «H3maTenscreo
Xocnuramutiy. Benymmit crienna 3npoBanyEif Ky pHAI LIS NPO(ECCHORATOR HHAYCTPHH TOCTE-
HIPHUMCTBA. ,

2. «[octuamanoe peno» - U]T «Ilanopamay. IpodeccuonansHuri KypHAN IS CIICIMAIH-
CTOB B OPTraHM3allHOHHOM, MApKETHHTOBOH M (DHHAHCOBO-XO3SHCTBEHHOM cepax NesTeNsHOCTH
UPENOPHAATHA HHIYCTPHH TOCTEIPHAMCTRA.

3. «Otmen mpomax» - W] «PecTopaHHBIE BETOMOCTHY, W3maHue, npenunasnadendoe juis
MpodeCcCHOHANIOB PECTOPAHHOTO H TOCTHHHIHOTO GU3Heca.

4. «Otensy - Usmatemserso «Xomnu [peces. Ileproandeckoe H3JaHue, TOCBAMMEHHOE BO-
1poCaM FOCTHHHYHOIO OM3HECa H WHAYCTPHH FOCTENPHHMCTERA.

5. «Otens. CospeMenHsHi GusHec» - Magarensctso OO0 «Hama retosas npeccay. Crre-
THATH3UPOBAHHBIA JKYPHAT A7 TpOQECCHOHAN0B OTEIRHOrO GH3HEeCa,

I) IporpaMMHoe obecredenne u Huarepner-pecypenl:

1. HmnTepHeT-M3maHME O BEICOKMX TEXHONOTHAX http://www.cnews.ru.

2. MAdopMaurOHHO-KOHCAITHHIOBLIA LEHTp MO 3MEKTPOHHOMY OH3Hecy hittp://www.c-
COMUNEICe.TU.

3. MudopManMoHHO-CIIPABOYHEIE OTPACIEBHIC VurtepreT-nopransl mo cepBHCHOM xes-
TENHHOCTH.

4. HudopmMarioHHLI CIPaBOYHHK «CaHaTOpHO-KypOPTHOE NICYeHHE.

5. TocTurmna u pecropaH: GH3Hec ¥ ynpasieHue // http://prohotel.ru/catalog-8723/0/.

6. Kypopraste BenomocTs // http://www.kved.ru/.

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



8. MATEPHAJIBHO-TEXHHYECKOE OBECIIEYEHUE
AACHOHILTMHBI (MOAYJIS)

Jlnst MAaTEPHATEHO-TEXHHYECKOTO OGeCIedeHHs TMCIUITHHEl «CepBUCHA NeITENbHOCTEY
HCIONB3YIOTCS ayaHTOpHs ¢ JIK M KOMIBIOTEPHEIM NPOESKTOPOM, HAGOPHT CAAlN0B I EKIHOH-
HBIX ¥ NPAKTHYCCKUX 3aHATHH, OTPaXalOIMe HAYYHYIO H NPHKITAJHYIO TMPOGNEMAaTHKY HaHHOIO
Kypca, bubiuoTtexa FIHCTHTYTa Maoro ¥ cpensero 6usneca Bal'V.
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