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1. [IEJY OCBOEHHS JUCIHILTHHbI

He bt OCBOSHHS MMCHUILTHHEI «CepBHCHAS A€STENLHOCTE) ABNSeTcs (POPMUPOBAHUE Yy CTY-
ACHTOB KOMIIETEHIIMH B 06macTH 6yayieil mpodeccroHaNbHOH JeATENEHOCTH B CPepe TYPHCTCKOH HH-
AYCTPHH, MO3BOJAIONIAX aHATM3WPOBATE CCPBUCHYIO IEATENHHOCTD, OPTAaHH30BRIBATE NPOLECC MNPeAo-
CTaBJICHHUA YCIYT, obecrneurBaTh KaueCTBO OKa3aHHA YCJYT U TIPUMEHATE KITHEHTOOPHEHTHPOBAHHBIC TEXHOIO-

THH 06CTY:KHBaHUA NOTpeOHTENEH.

3anaun:

—  H3yYeHMe TEeOPEeTHHECKHMX OCHOB CEPBHCHOM JeATENBHOCTH: OCHOBHbIE NIOHATHS, UCTOPHS, POllb H
TIPEATIOCHUIKH Pa3BHTHA Cepsl ceprrca, 0630p 3apy0eKHOTO H POCCHACKOTO ONbITa;

- H3IYUYCHHE TEOPpCTHICCKHX H NPAKTHUYESCKUX OCHOB OopraHvusalHH CepBl/ICHOﬁ JACATENBHOCTH, COBPEe-
MEHHBIX METOOB 1 TeXHOJIOTHI peaM3allni CePEHCHOH AETENMLHOCTH U MOBBILIEHHS €€ 2(PEKTHBHOCTH,

- H3YUCHHE OCHOB npod:eccuonanbﬂoro TOBEACHHA U 3THKETA B CepBHCHOﬁ NedaTeJIBHOCTH, [ICHXO0-
NOrMYecKOl, STHUECKOMN H SCTETHYECKOH KybTYPhl CEPBHCA;

— H3YUCHHEC OCHORB CepBHCHOﬁ JCATSIIBHOCTH KaK obBbeKTa NMPAaBoOBLIX OTHOMGHHﬁ;

—  OCBOGHHE MpaBHN OPraHU3alKK Npolecca oOCIyKNBaHUA TTOTPEOMTENICH YCITyr ¢ y4eToM HX 3a-
npocos, OCHOBaHHBIX Ha KITHCHTOOPHEHTHPOBAHHBIX TEXHNIOINAX.

2. MECTO JUCITHILTHHLI B CTPYKTYPE OIIOII
JucnannuHa «CepBUCHAs IEATSIHHOCTEY OTHOCHTCA K OTHOCHTCA K 4acTd, (GopMEpyeMoi

YYACTHHKAMH OOpa3oBaTEIbHEIX OTHOMICHHH MporpaMMel Oakamappuara no HanpaencHuo 43.03.03.
«"ocTHHHYHOE IR0 ».

3. HNIAHUPYEMABIE PE3VJBTATHI OBYUEHUWSA 11O JUCIIMILIHHE
[MnanupyeMbie pe3yinbTaTsl 00y4eHHS IO JHCHUIUIHHE, COOTHECEHHBIE C IIAHHPYCMEBIMH Pe3YIbTATAMHA
ocsoenns OITOIT (koMIeTSHIHAME W HHAAKATOPAMH JOCTIKEHIA KOMIETEHIHA)

dopmupyembie komneTes- | [lnanupyemele pesynbTaTH 00yUICHEA 110 JHCLMILIMHE, B COOTRETCTRHH ¢ MHIMKATOPOM HanMeHoBa-
MK JIOCTIDKEHMSA KOMIETEHLIUK
HHE OLEHOY~
(koa, copepxaHne HUHARKATOP HOCTHXEHHA KOMMe-
KOMIIETCHIIHY ) TEHLHH PezynnraTsl 00ydeHUus No JUCLIUITUHE HOTO epea
(x00, codepycaiie UHOURamopa) cTha
IMK-7 Cmocoben obecne- | [MK-7.1. PaspabarteiBacT BHYTpeH- | 3name: TecToBblE
qUTeE  (OPMHPOBaHWE ¥ | HHE CTAHAAPTH M PermaMeHTsl mpo- | — $opMel U MeTONLL OOCHYRKHBAHUA U B3aHMO- | BOTIPOCHL,
BHEAPEHUE  KOPIOpATHB- | LeccoR OOCHYXKHMBAHHA HAa YPOBHe | JAelcTBUA C IOTpeOMTENAMH, TapTHEPAMHU M Y- [paKkTHKO-
HBIX CTAHIAPTOB M periia- | MOAPa3NeNeHHA OPTAHW3ALUMH H3- | TMMH 3aHHTCPCCOBAHHEIME CTOPOHAMY € YHETOM | OPMEHTHPO-
MEHTOB npoueccos oGcny- | BpanHoii cdepsl AeATENLHOCTH KOPIOPaTHBHEIX CTAHAAPTOR M PETTIAMEHTOB; BaHHBIC 3a-
HUBAHUA, COOTBETCTBHE — NOHATHE KAuecTBa YCITYT, OCHOBHBIE (haKTOPBI | JIAHMA
CPEacTE pasMeLleHHA CH- cdepsl yeuyr, onpefie/iMIoMmHpe KauecTso obcy-
creMe knaccudurauny KHUBAHAS;
POCTHHHL, — KIAcCH(HKALMI0 H METOABl KOHTPONA A

OLICHKHE MoKazaTelieil kayecTBa VCIYr B COOTBET-
CTBHMH C OTpacAeBHMU CTAHAAPTAMH CEPBHCA.
Ymemp:

—  XapaKkTepH30BaTh MOTPeOHOCTH B YCIYrax M B
CepBUCHOM O0CTYKHBAHUM,

— OPUMEHATh METOABl OLEHKHM KadecTBa YCIYT,
NpefocTABMAEMbIX HA MPEINIPHATHAX TOCTHHHY-
HOW HHAYCTPHH;

—  KOHTPONTMPOBATH CTAHAAPTHEI H 0E30MACHOCTB
0OCTYKHBAHHA.

Braoems:

—  HABbIKAMH OPraHU3dAlMM YCTHBIX H THCBMEH-
HBIX KOMMYHHMKALME ¢ NOTpeOuTensmu, rnapTHe-
paMH, 3aHHTEPECOBAHHRIME CTOPOHAMM;

—  HaBBIKaMH OLIEHKH >hexTUBHOCTH NpoLecca
0BCTTYXKHBaHHS H NPOBCICHHS TEPEerOBOPOR B TMOC-
THHUUHOHR ciepe.
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4. OFHEM M CTPYKTYPA JUCIIAILTAHEI

TpymoeMKOCTS JUCIUIULAHEL COCTABIAET 7 3a4eTHBIX eOUHHI, 252 qaca
TeMaTHISCKHH ILTAH
dopma o0ydcHUA — 0OTHAS

KonrrakrHas pabora obyqa- DopMI
HOHIMXCS TeKymero KoH-
g ¢ DeJarorageckuM pabor- E TPOINs YCTIERAEMO-
& 9 HHKOM =] o CTH,
Ne HauMeHROBaHHE TeM B/HIH pas/ie- 2 § D o Y & é topma mpoMexcy-
1705 JIOB/TeM MMCLAIUTHHEL 3 = . B 5 a 4 §7% ¢ & g TO4HOH
Q 3 Et % E 2 Bl B8 B % y aﬂec-rauml)
) Sl wew 9 no cemecnpam
=8 28 g8 £EF ©
B g | 8%
o
1 Tewma.1. Ceperc kak cremupmIeckrii | , 12 9 4 5
BHII, IATEILHOCTH
2 Tema 2. IlpemochlIKH M HCTOPRS | o 3.4 5 4 6
PpasBHTHS CePBHCHOI /esTebHOCTH
3 Tema 3. CepBUCHai AEATCHBHOCT: B | o 5.6 2 4 6 PeHTHHT-KOHTPOIIB
PasBUTHIX H Pa3BUBAOIIEXCA CTPAHAX Nel
4 Tema 4. Cpyktypa chepsl ycuyr W |
KlaccuuKaups THOOB M BHAOB | 3 7-8 2 4 2 6
yeIyT ;
5 TeMa 5. PEIHOK yCIyT 31910 | 2 4 6
6 Tema 6. KagecTBO # OLEHKA Ka9eCTBa 3 b1z | 2 4 5 6 Peiirunr- xoH-
yoyr TpoJihL Ne2
7 Tema 7. CepsucHad HeSTENBROCTE | 5 | 13 44 | o 4 5 6
kak 00bEKT NpaBOBHIX OTHOMICHF ‘
8 Tema 8. DpdexruBHOCTE CEPBHCHOH | 5 | 1o 1| 5 4 5 6
AeATeNEHOCTH
9 Tema 9. HadopMaLOHHEIA CEPBHC 3 | 17-18 | 2 4 4 6 Pemm{;ic;}n-ponb
Bcero 3a 3 ceMectp: 18 | 36 12 54 Jaudr
10 | Tema 10. Opraﬂligauﬂs[ o0CITy KHBa- 41 12 5 4 4 6
yms oTpeduTeneH ycuyr :
11 Tema 11. HoBhie BHIB! yCHYT K IPO- | -y 3.4 2 4 2 6
rpeccuBHEe GOPMEI 0OCAY:KABAHHAS
12 | Tema 12. IlpodeccHOHANLHOS HOBE- Peit
IeHHe B CEPBHUCHOMN AesrensHOCTH | | 4 5-6 2 4 2 6 eHerJ;.:(]OHTPOHB
KyJbTypa oOMEHHA ¢ KJIHeHTaMI -
13 Tema 13. KouraxkTHas 30Ha 4 7-8 2 4 2 6
‘14 | Tema 14. Koudmmxrel 1 %anobe! npa 4 | 9-10 5 4 9 6
obCITyXHBaHHH KITHEHTOR
15 | Tema 15. CepBHCHaA ASATENHHOCTE B PeifTHHr-Ko
WHIYCTpHH TypH3Ma W roctempuum- | 4 | 11-12 | 2 4 2 6 et }} ” HIpOI®
CTBa
16 | Tema 16. Knaccuuxamia roCTHHIL 4 | 1314 | 2 4 6
B APYTHX CPE/ICTB pasMemeHIA
17 | Tema 17. CepBHC HA TPaHCIOPTE 4 | 15-16 | 2 4 6
18 Tema 18. Oco0eHHOCTH OpraHK3alil —
IpEOCTABNCHHA TocyaapeTBenasx 1 | 4 | 17-18 | 2 4 2 6 o N:(; HIPOIE
MYHRAIHIATGHBIX YCIYT B
Beero 3a 4 cemectp: 18 | 36 16 54 Izamen (36)
Haymawe B pecmuinmiae KIVKP -
Hroro no JHCHUILTHEE 36 7 28 108 3aqé'r,( ?é;samen




TemaTnuecKui Mjian

dopma 0'6y‘!le}ma —3a09Hag (3 1,6 mec)

Konrakruas padota o6yda-

HOIIEXCA

DOopMEI
TEKYILIEro KOoH-

‘é ¢ IefarorraeckmM pabot- E TPOJIA YCTIEBACMO-
e 3 HHKOM : £] o CTH,
Ne HanmeHoBaHHE TeM M/ HWIH pasie- Q § © o g s E g dopma TPOMEKY-
o/t JIOB/TEM JHCIMIUIHHEL 5 5 g = R e'g TOYHOM
0 g E g E §“ g S8 % é i aTTECTAIHN
4 'G:J % E §l§- % >§ S| 8 {no cemecmpam)
2 | 8 S g
= = o
. o]
1 Tema.1. CepBHC Kax cHEITH(HICCKYH 5 5 10
BY AEATCIBHOCTH
2 Tema 2. TIpeITOCHUIKH W HCTODHA | 10
pAasBHTHA CEPRHCHOH MEATENLHOCTH
3 Tema 3. CeppucHad NEATENBHOCTE B | o 10 PeliTHHT-KOHTPOJIE
PA3BHTHIX M PA3BUBAIOIIHXCSA CTpAHAX Nel
4 Tema 4. CTpykrypa cepel yomyr H
KnaccH(HKANAS TATIOB H BHIOB | 2 2 2 12
youyr
5 Tema 5. PRIHOK yCITyT 2 12
6 Tema 6. KauecTBO U OLICHKA Ka4eCTRa | . PetiTHHr- KOH-
‘ 2 2 12
YCAYyT ‘ TpoIb No2
7 Tema 7. CepeHcHas JCATENBHOCTD | |
. 2 2 2 12
kaK 00BEeKT IPABOBEIX OTHOIICHH
8 Tema 8. DPPekTUBHOCTS COPBHCHON 2 10
JeATCIEHOCTH
9 Tema 9. HudopManuoHIEIit copBHC 2 12 PeliTHHI-KOHTPOIE
Ne3
Bceero 2a 3 cemectp: 4 4 4 100 3auér
10 | Tema 10. Oprammnsanus o6ciryXHBa- 3 2 9 1
gus noTpebureneil yeumyr '
11 Tema 11. Hopsie Bumsl YCIyT H OO~ 3 12
rpecCHBHBIC hopMBl 00CIY KUBaHHA
12 | Tema 12. IIpodeccHonansHoe MOBS- | PelTHHT-KOHTPOIL
IEHHE B CEPBHCHOM jesTencHoctd U | 3 2 2 12 Nel
KynbTypa o0IIenns ¢ KIHEHTaMK
13 Tema 13. KonTakTHas 30HA 3 12
14 | Tema 14. Koubmktsl H xanobel mpu 3 5 12
0BCITYKUBAaHAH KITHCHTOR
15 Tema 15. CepBucHas AeaTENLHOCTE B PelTHHr-KOHTPONE
HHIYCTPHH TYpH3Ma H TOCTCIPRAM- | 3 2 14 Ne2
CTBa
16 | Tema 16. KnaccHHKAIMA TOCTHHUL 3 2
H APYCHX CPEJICTB pasMEINeHHA
17 | Tema 17. CepBHC Ha TPAHCIIOPTE 3 12
18 | Tema 18. OcoleHHOCTH OpragH3aliy PelfTHHT-KOHTPOIB
TIPEAOCTABNICHHA TOCYAPCTBEHHBIX 1 | 3 12 Ne3
MYHHIHIIATRHLIX YCAYT
Bceero 3a 4 cemectp: 4 4 4 109 Ix3amen (27)
Hammawe B aucounnase KIT/KP - - - - -
HToro o AHCHANIHHE 3 8 8 209 3auéT,
Jk3ameH (27)
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CojepaxaBne JCKITHOHABIX 33HATHI 010 TUCIMILIHHE

3 cemecTp
Tema 1. Ceppac Kak cnenHpuecknii BHA AeHTETHHOCTH

Ilens cepBHCHOMH nestensHOCcTH. Mccnenoranns cdephl cepprca. MsMCHEHHE pOJH CEPBHCA.
IIpo6neMBl OpraHU3aHONHOM JSATENEHOCTH MPEMIPHATAN CEPBHCA B YCIOBHIX PBIHOYHOH 3KO-
HOMHEKH ¥ KOHKYypPCHIIHH.,

CepaHc Kak AeATeHOCTS. JesrenbHocTh genosexa. CTpyKTypa NeATeNbHOCTH 9CIOBeKa:
TICHXO(MH3HONOTAYECKHE (YHKIWH, ONEpamyu, CHCTBIA. CIPYKTYPHBIC SJIEMEHTHI ACATEIBHOCTH:
HABBIKH, yMEHHSL, TPHBBMKH. OCHOBHEIE BHABI JEsTEIbHOCTH: HIPa, YHCHHUE, TPYA

PeaGHNHTALMOHHEI XapakTep CepBHcAa. 3aKOHbI, OOECICUHBAIOMIHE peaGuMTanoOHHEIE
IPONECCH! B KH3HH HHIHBHA. '

HoTpeGHoCTh M e¢ 3HAUYCHHE B pasBHTHH cepBHca. [loHATHE W CYI{HOCTE CEPBUCHON ned-
TenpHoCTH. [IpOTHBOpEUHS CEPBUCHOM MEATEIbHOCTH.

CepBHCHas JICATENBHOCTh Kak (opma yropiaeTBopeHus moTpebuoctedt. Kimaccnduxanma u
XapaKTEPHCTHKA LOTPEOHOCTeH B yCIIyraX H B CEPRECHOM 0OCITY KHBAHIH.

Tema 2. TIpemochbLIKH H HCTOPHA PA3BHTHSE CEPBUCHOMN NeATeILHOCTH

HcTopus pa3sBUTHA CEPBUCHOM AEATENBHOCTH H €€ 0COOCHHOCTH Ha 9Tanax pasBUTHA IHBH-
nu3anmd 00ImecTsa. 3apoXKIeHHE ¥ PasBUTHE YCIYT B 00IMECTBAX APEBHETO MUPA. ITalbl PA3BUTHS
NFBHIM3ANEAM: AOHH/YCTPHAILHEIH, HHIYCTPHAIEHBIH, ITOCTHHAYCTPHAIBHEIA.

IosBncHHEe HOBBIX 3aHATHH H npodeccHii, CBI3aHHBIX ¢ NMHCBMEHHOCTBIO, TOCYMApCTBEH-
HBEIM yIIpaBNeHHEM [PaBOBOM AATENBHOCTEIO. PasBuTHE yCTOHUMBEIX (OPM TyXOBHOH aKTHBHO-
CTH: CIIYKHTENH PEITATHOZHOTO KYJIBTA, IEATEH XyA0KeCTBEHHO-3CTETHYECKAX LICHHOCTEH.

TosiBeHre BAXHEHITHX THIIOB YCIYT B Pa3IHUHbIX chepax KU3HEHCATENLHOCTH, B OBITY H
B Y/IOBJICTBOPEHHH JTMYHBIX 10TpeOHOCTCH. [lepHon 3BOMONMOHMPOBAHKEE 3aHATHHA, CBASAHHBIX C
pemecinoM. OpraHM3arid MAacCOBBIX 3pEHMIN H CHOPTHBHBIX COCTA3AHME B KYIBTYpaxX JPEBHETO
MHpa. _

Passutne mpodecCHOHANBEHO-KOPIOPATHBHBIX OTHOIICHHH B Toprosie. PopMupoBaHHE
3BEHA (IIPOM3BOMHMTEIH YCIYT — MOTpebHTeNk». PoJb HAUHOHAIBHEBIX, PETHOHANLHEIX, YTHHIECKHX,
ZeMorpapHuIecKuX H IPAPOAHO-KIHMATIYCCKHX ocoOeHHOCTell B pa3sBUTHH CEPBHCA.

Hcropus pasBuTHS CepBHCa B poccHHcKoM olmectBe. OOBEKTHRHBIE (AKTOPHI pasBUTHA
xo3giicTeopanud | yeuyr B Poccun. POk rocyaapeTBEHHBIX MEXAHH3MOB B pasBUTHH ycuyT. Ilpen-
TIOCEUIKH Pa3BMTHA €IHHOTC XO3AMCTBEHHOrO MeXaHH3Ma. CIOXKHOCTH CO3JaHuA aAMHHHCTPATHE-
HO-IPABOBLIX MEXAHH3MOB, PA3BUBAICIIHX 00JACTH COIHOKYNLTYPHEIX YCIyT (oOpasoBanmue, BOC-
IIMTAHHE MOJIOJEHKH, HAYIHYIO ¥ KyJIBTYpPHO-HH(OPMAIMOHHYIO JEITENBHOCTS),

OTeueCTBEHHBIE YCIYIHM: OT TPaJUOHOHHBEIX (OPM K COBpeMeHHbIM. Ilepuoji pasBHTHS
«HAPONHLIX PEMECEN» H «IPOMBICIIOB». ApPXamdeCKUE METOAbI TOPTORIH. APMApOYHast, KaPHABAIb-
mast, Opraimzanis MacCOBBIX BHIOB YCIyT. Ilepuos pacmpocTpaHeHHs KAlnTAMCTAYCCKAX acco-
nmanuii. Pons GAaHKOBCKHX ONEpauuii B PassHTHM YCIYT JOPEBONIOIMOHHOH Poccuu. YporeHb
AH3HY HacencHus 7 chepa oDcllyKUBaHHA B COBETCKHH H IIOCTCOBETCKAH HEPHOMPBL.

Hpeamochliky GHOPMEPOBAHAS H PACIEPOCTPAHEHHA COBPEMEHHBIX (OpM CepBHCa M COLITA.
TAIBI CONAANMCTHYECKOr0 pa3saTH cdeprl yeuyr. Poib pedopm u Moncpemsanun 80-X rolios B
pazBUTAA cpephl yCIyT.

Tema 3. CepBHcHAS 1eITEJIbHOCTh B PA3BHTHIX H PA3BHBAIOIIHXCH CTPAHAX

Ponb cepBHCHOM ASSTEIFHOCTH B COHANBHO-3KOHOMHYCCKOH XKH3HH CTPaHEL

XapakTepHCTHKA CEPBHCHOH JesTeNbHOCTH cTpal 3anaauoi Esponel u CepepHOi AMEpHKH
— JEpepoB B MupoBoM paseuTad chepsl yenyr. CHIA - durarMal B CO30aHHE HHYCTPHU OOCITYKH-
BAHHS ¥ OCBOSHHH HOBEIX BHIOB CEPBHCA.

Pazmrdebic BUABI CEPBHCHOM ACATCILHOCTH CTPAH ¢ BBHICOKHM YPOBHEM pa3BHTHA CHephl
yCaIyT: HHAHCOBO - KPeOUTHEIMH H 00pa3OBATEIbHBIME, OLITOBEIMH H TYPHCTHYCCKHMH, MCAH-
LHHCKAMH, TCIIEKOMMYHHKAI[HOHHEIMIE B IIPOYAMH YCIIYTaMH.



Pazsuearommecs cTpansl Asmd, Adpuxa u Jlatunckoit Ameprku. [Iponeccsl HHAYCTPHANH-
3aIHH B MOJAEPHU3AIMA Pa3BUBAIOIIAXCA CTPaH. DBOMIONHS CCPBHCHOH JCATENBHOCTH B PA3BUBA-
JOIHXCs CIpaHax ¥ BIMSHHE HA e¢ Pa3BHTHE CICAYIONMHX (JaxTopos: reorpaduaeckoro mosoxe-
HHSL, OPUPOHEIX PECYPCOB, TCPPHTOPHATEHOIO PasMELUCHHs TIPOH3BOACTBA, PACUPEENCHNT Ne-
HEXHBIX J0XOA0B, TPAIHIHH, HCTOPHIECKHX, KYJILTYPHO-AYXOBHEIX.

PojIb NCHXONOTHUESCKHK M AYXOBHEIX CTEPCOTHIIOB OOLISCTBEHHOIO CO3HAHMA «He3alal-
HBIX» CTPaH B CEpPBHCHOH JiesaTenbHOCTH. PakTopEel, 3aMeIONHe BONOIHOHAPOBAHAE CCPBHC-
HO JISATCIIFHOCTH PA3BHBAIOMIAXCA CTpaHaX.

Tema 4. CTpykTypa cdephbl yeayr B KiaccHpuranus THIOB H BHAOR YCJIyT

Crpykrypa chepsl yeuyr. Ilonstne «ycmyra». HanuoHambHbIH CTaHIApT Poccmiickoit ®e-
Jepanuy «YCIyTH HACENEHHIO». YCIYTH B 06IMepOCCHICKOM KacCh(pHKATOPe NPOAYKIIMH 10 BH-
JaM SKOHOMHYECKOM NeATelIbHOCTH.

KraccaduKkamps THIOB H BHAOB ycuyr. CraHIapTH3UpOBAHHBIC M TBOPYCCKHE YCNYTH.
IIpoH3BOICTBEHHBIE ¥ HENPOH3BOACTBEHHbIE YCIYrd. KoMMepueckne H HEKOMMEPIECKHE YCITYTH.
IocynapcTBeHHEIE M HErOCYIaPCTBEHHBIE yCIyTH. UHCThIE H CMEINAHHbIE YCAYTH. JIETHTHMHEIC B
HECTHTAMHBIE YCIyTH. JITYHOCTHEIC ¥ O€3/IHYHbIE YCIIyrH.

XapakTepacTuka ycayr. Marepuanbasie ycuyra. ColMalbHO-KyIbTyPHbIE YCIYTH. Y CIYTH,
HACEJICHHIO.

Pa3HOBAIHOCTH YCIYT H HX xapaktepuctaka. HeocszaeMocTs yemyr. HemocTogHCTBO Kave-
CTBA, H3MEHUABOCTH. HEeTONTOBEUHOCT, HECTIOCOOHOCTh YCIYT K XpaHeHHIO. JOIOAHWTEIBHBIC
IPH3HAKHA YCHYT. ‘

IoTpeGuTeNbCckue cBoficTBA yCuyrd, JXU3HCHHBIA LMK YCIYyrd U CEPBUCHOTO HMPOAYKTA.
TTorsTHe, $hashl KUZHECHHOIO IHKNIA HX crenadrKa. XapaKTepHCTHKH JKH3HCHHOI'O ITHKIA YCIIYTH,
(HHAHCOBEIX PE3yJIBTATOB. | |

Tema 5. PoiHOK YeTyF

Prmiok yemyr u ero sHadenve. Crenuduka Toprosim ycuryramy. CyIiHOCTh TEpMEHA «MH-
poBoii pemok ycryr». Cooco0bl OpraHU3alldA MEXYHApOJHOH TOProBIH yCHAyramMH, 3adHKCHpPO-
Banubie 8 TATC.

MmupoBoii pHIHOK YCIYT: CTPYKTYPa, OCHOBHBIC TEHACHIEH, IEPCICKTHBEL U IPoOIeMbt pas-
BHTHSI COBPEMEHHOTO MHPOBOTO PEIHKA ycnyr. [TonsTae TpaHCHAMOHANBHEIX KOMIAHHH,

Poxs 1 MecTo PoccHy Ha MEPOBOM phIHKe yenyr. @enepaibabili 3akon «006 ocHOBax rocy-
JIAPCTBEHHOTO peryupoBanus Baemneroprosoii seatenprocta» ot 08.12.2003 N 164-03

CoBpeMCHHEI PHIHOK yeIyr PoccHH: cocTosuue, NpobiieMbl ¥ IEPCIIEKTHBEL Pa3BUTHS.

Hanpasienns, criocoOCTBYIOIMAC PasBUTHA PETHOHANBHLIX PHHKOB, Branmvmpekas o6-
JIACTH: COCTOSHHEE, NOTEHIHAI H NIEPCIEKTABLI Pa3BATHA MOTPEORTENBCKOIO PHHKA YCIYT PETHOHA.

OcoOEHHOCTH COBPEMEHHOrO PRHKA yciryr. PeanbHoe peIHOYHOE MPOCTPAHCTBO. BApTyas-
HOE PEIHOYHOE IPOCTPAHCTRO.

Tema 6. KadecTBo H OIeHKA Ka9€CTBA YCIYT

KadecTBO YCIyT: OCHOBHBIE LIOXO/TBI K H3ydeHHIO NOHATHA. OOBEKTHBHOE B CYOBEKTHBHO®
xagectso. MaxTopkl, GopMupyIOmKe KadecTBo yoryr. IIpuaiunes cORTOBOR NONMTHKA MPEPUs-
il cepuca. Mogens kauectra yenyr. TOCT P 50691-2013 «Ycnyrs macenermo. Monens cu-
cTeMEI 00eCIIeueHHS KadecTBa yCIyr».

Konmenuws orcHKH Ka9ecTBa YCIyTH ~ [STHCTYIICHYaTas MOJEIh KauecTBa YCIYTH HIH MO-
JieNb pacxoKIeHus KadecTBa yeuyrH. Pacxoxaenue B mojgenmu GAP. XapakrepucTika paspsiBoB H
NPHYHHE] X BOSHEKHOBeHHA B GAP-Moneny.

OcHoBHBIE GaKkTophl ¢deps! YCIyT, ONpeAeIoMUe KAYECTBO 00CITy KHBAHMSL.

Meroguka SERVQUAL. Ilsare OCHOBHBEIX HapaMETpOB «HMACAIBHOTO cepBHca». Meroj
«TauHCTBEHHOTO (TAMHOTO, CKPHITOro) IOKymarels. IIpeuMymecTsa B HEIOCTaTKH METoAa «TauH-
CTBEHHOTO MOKYIIATEILD».
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KagecTRO W IIOKA3aTelM KadecTsa yeayr. MeTop! olleHKH KadecTsa ycayr. HanuoHambHEb
cragmapt P® F'OCT P 52113-2014 «Yceryru macenenmo. Homenkinatypa nokasarenes kauecTa
YCIIyT». ,

MeToxsI KOHTPOJIA H OLNEHKH IoKasateneii xadecTa yciuyr. HoMemKnaTypa mokasarenei
KauecTay. KaccuuKalpa METOI0B KOHTPOIIA H ONCHKH MOKA3aTelei KaTecTsa yCIIyT

YIIpaBleHHE KAYeCTBOM YCIIYT, KOHTPO/Ib CTAHAAPTOR H 6€30MaCHOCTH 0GCITy KHBAHHS.

OleHKa YIORISTBOPEHHOCTH NoTpedHTeNns yciuyrod. MeToisl ONEHKH YAOBICTBOPEHHOCTH
norpebutens ycayroi. KadecTo ycuyr, npeoCTaBISACMEIX IIPEANPHATHAMH cepnl cepBHca B I.
Bragumupa.

Tema 7. CepBrcHAS AeSTEILHOCTh KaK 00bEKT NPABOBLIX OTHOMICHMI

OcHOBHbIC HOPMATHBHBIC M IPABOBEIE JIOKYMCHTEL, PETYIHPYIOIIHE CEPBACHYIO HNEATEIb-
aocts B Poccun. ®enepanpusni 3axon PO ot 07.02.1992 N 2300-1 (pea. ot 18.04.2018) «O 3ammu-
Te npaB norpebuTeneii». [Topsanok 00pa3oBaHus CEPBACHOH opranu3anuy. Peracrpanus CepBACHOR
' OpraHH3alH{H. ‘

Tonsite cepraduranmn yeuyr. ObssatensHas u JoOpoBONBHAA cepTuduKanus B chepe
yeyr. ®eyepanbeiii 3axon or 27.12.2002 N 184-03 (pen. ot 29.07.2017) «O TexHH3IeCKOM PETy-
mpoBanum», Genepanshbii 3akod «O crasnapTusamuyn B Poccniickoi ®enepanuuy» ot 29.06.2015
N 162-®3

Jlunen3HpoBanKe OTACTLHEIX BHNOB JestensaocTH. Penepanbbii 3akon or 04.05.2011 N
99-@3 (pex. ot 15.04.2019) «O nnueﬂsﬁpOBaHHH OTIENBHLIX BHAOB JCATEIIEHOCTH.

Tema 8. IpdexTrBHOCTE CEPBHCHOI JEATEILHOCTH

CepBrCHas opraHm3amus, €& OCHOBHEIC XapakTepucTekd. [Ipon3BoCcTBO B NpefoCTABICHAE
YCIYT KaK OCHOBA JIeATEIbHOCTA CEPBHCILIX opranm3amiii. KinaccHdukamus opranusanuii 1 Ipea-
IpuATA CEpEL TYPH3Ma M IOCTCIPHUMCTBA. TIpONeCCHl YNPABICHAs CEPBHCHOTO MPEANPHATHA.
DYHKIMM H 33129 CCPBHCHOTO IpeaupuaTHs. OpraHu3alMoHHas CTPYKTYPa CEPBHCHBIX OPI'aHH-
3ANMi ¥ MPCAIPHATHIL. ’ |

CyOBeKTE MAIOr0 M CPEAHEr0 IPEANPHANMATENLCTBA B HX 3HAUCHHE B CEPBACHOH KOHO-
muke. Opangaiizunr ¥ ¢paHIaii3HHATORLIC TPEIPHATHS B CEPBHCHOM IIPOH3BOACTBE.

Tonarme sdbekra u >pdexTurHocT. Bumsi 1 xapakrepucrura addexrusnoctu. Iddek-
THBHOCTE CEPBHCHOU JIEATEITLHOCTH U €¢ OlleHKA.

Poms 3ddbekTHBHOCTH B MHAYCTPHANGHOM M cepBHCHOH 3koHoMuKe. CepBHCHAs MOJECID
s¢dpekTrBROCTH, OUCHKA 3QEKTHBHOCTH CEepBHCHOHA AearenbrocTH. CpaBHATENbHAA XapaKTEpH-
CTHKA CYHIECTBYIOIHMX IMOJXO0I0B K OLEHKE >P(GeKTHBHOCTH NPHMEHHTEIBHO K CCPBHCHOM ned-
TENLHOCTH.

Tonarue conuansHoi 3¢ (HEeKTHBHOCTH CepBACHOH e TeILIOCTH.

Tema 9. HudopManuoHnbIi cepBHC

Ha(opMAIMOHHKI cepPBHC H HHTEPHET-9KOHOMHKA. OCHOBHBIC DIEMEHTH HHGOPMAalHOH-
Horo cepprca. Mexann3M HH(OPMAITHOHHOrO CepBHACa

OcHoBHEIE BEAH HHPOpMAMOHHBIX YCIYT. | [ poru3anus yelIyT ¥ pa3sBHTHE 3JIEKTPOHHBIX
cepprcos. Cozganne Ma(OpPManHOHHEIX 6aHKOB U 643 JaHHBIX KIMEHTOR B Ipollecce OKasaHus 00-
CIIy’KHBAHHS KIHUEHTOB.

Pome mHpOPMAHOHHEIX cucTeM B cdepe cepBuca. 3a/1aqui 10 BHEAPEHHIO MH(pOpPMANUOH-
HBIX TeXHONOTHI B chepy cepsuca. MHGOpMALMOHHLIE TCXHOJIOTHH CEPBHCHOM JEATEIBHOCTH B
COIUOKYILTYPHOM cepBrce. OOnaunbIi cepBuC.

AptoMmaruzanus OmsHec-mponeccos B cdepe yeryr. JIocTORECTBA ABTOMATH3APOBAHION CH-
CTEMEI HH(MBHAYAIBHOTO TIOJIb30BATENA B cdepe Typu3Ma H CEPBHCA.
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4 ceMecTp
Tema 10. Opraamsanust ofcTy:KHBAHHSA NOTPedHTEeH yCIayr

Tponece oka3aHus YCHYT B OPraHH3aiiasx cepsl TYpHU3Ma H IOCTENPHUMCTBA KaK COCTAB-
Hag gacTh cephl ceperca. llems, 3anaqu W UPHHIMIE] OPraHM3aMMK [IPONecca 00CIyKHBAHH.
dakropsl, BIAMIOMEE Ha paboTy ¢ moTpebureneM. ECTECTBCHHEIC MPOTHBOPEHA MEXKTY MHTCPE-
CAMH TIPCAIPHATHI, OKA3BIBAIONIEX YCIYTH, H X IOTPEOHTE/IAMH.

KoMImIexe MEepOIIpHATHIA, HATIPABICHHBIX Ha PEAH3aIHIO MPHAIMIOB OpraHu3aliH obciy-
JKUBAHAA HOTPeGHTENS HAa OCHOBE PAMCHEH!S KIIHEHTOOPHEHTHPOBAHHBIX TEXHOIOTHH.

Knaccudaxamys 1 xapaktepacTHka popM 00CIy)KHBAHAA rmoTpeGuTeNneii: o MeCTy OKasa-
HUSL YCIYT, cliocoGy mpreMa 3aKa30B Ha YCIIYTH, CPOKAM MCIIONHEHHS 3aKa30B, M0 METOMAM Opra-
HU3AIAH B3AAMOJIEHCTBHS ¢ MOTpebHTENeM, o CIIocobaM pacteTa, KOMIUIEKCHOE OOCIyKHBAHHE.
OTBETCTBEHHOCTh CEPBUCHOM OpraHn3allHy.

CepeucHas IeATeIBHOCTE B obnacTr GEITOBOrO 06CIyKUBaHUS HACEHCHA. YITydmenne 06~
CILY:KHBAHUS Ha OCHOBE MAPKETHHIOBLIX HCCICAOBAHMAH.

KauecTBo 00CTyKABaHHS T0TpeOHTeNncH. PakTopsl 0GCIy KHBAHHS: BPEMEHH, [OCTYIIHOCTD
yeiayr. OCHOBHBIE LOHATHS H ONPECTIEHHs CePBUCHOM NCATSAPHOCTH B OpPraHU3allisX chepsr Ty-
pusma ¥ cepsrca. [IpaBuia npe/joCTaBICHHS yCIyT HACCICHHIO B Poccuiickoit @eaepanui.

Tema 11. HoBbie BHABL YCIYT H IPOIPECCHBHBIE GOPMBI 00CTYKHBANHS

AHHOBaLMOHHEEIC MPONECCHl Kak (axTop W3MeHeHHS CEPBHCHOH JedATebHOCTE. MaTpana
yHEORaumit. MuHoBarmy B cdepe yeuyr. Konuennus ycnyrd. Mirrosanuy B conponssoactse. Kaza-
POBBIE, OPTaHM3AIMOHHbIE, KyILTYPHBIC JIEMEHTE! HOBEIX CHCTEM IPEAOCTABNEHHS yeiuyr. DakTo-
PHI YCIICITHOCTH CEPBHCHEBIX HHHOBE:lIII/II‘/‘I;. Hunopanuu B Mupe. Y poBeHs HHHOBaIMH yeuyr. Mozem
YIPaBJICHHA WHHOBAIMAMA B KOMIAHUAX.

BHefpenne HOBEIX BAJIOB YCIYF H OPOrpecCHBHBIX Gopm obcmyxupanus. [IpadniEl cosza-
HHS ¥ BHEAPEHHA HOBEIX YCIyT. BINSHNE BHEAPEHHS HOBBIX BHJOB YCIyT X $HopM 00CITyHBARHL,
BHepenie HOBBIX TEXHOJIOTHI, obecneunBaloux Golice COBEPIICHHBIE CIOCO0H! IIPOH3BO/ICTRA 1
notpebnenus yeayr. Hosas dunocodua ausaiina «yemyr». Cambie BocTpeOOBaHERIE yCIyTH B Poc-
cun. [Tpo/BIkeHEE HOBEIX yeuyr. [IpHTHHE Heyad IPOJBMIKEHIS YCIYT Ha PRIHKE H CIIOCOOBI HX
YCTpaHEHH .

dopMupoBaHEEe CTPATErHH W TAKTHKH YIPAaBJICHHA NPEAIPHATHAMH CCPBHACA, OCHOBAHHBIX
Aa BHEAPCHHH HOBBIX BHZOB yCIIYT.

Tema 12. [Ipodeccnonannuoe MoBEACHNE B CEPBHCHOH TeATEIbHOCTH H KYJILTYPa
~ o0ImenHs ¢ KIHEHTAMH

TonsTEE MPodeCCHOHATBHOTO B AEN0BOro 3THkeTa. HOPME! H mpapaia IpodecCHOHATbHO-
TO STHKeTa. DTHHIecKasd KyIbTypa CepBHCa,

HpaBcTBeHHbIE KauecTBa PabOTHHKE C()ePHl CEPBUCA KAK O/IUH M3 BEAYIHX 3EMEHTOB €10
npod)eCCHOHAILHOM IPHIOHOCTH,

OCHOBHBIE KaTeropHy 5THKH. IIpodeccHoHaNbHAT 5THKA PaDOTHHKOB OOCITy)KHBaHHS U ee
cymuocts. Kopexe npodeccronansaol aTukn. Kirouensic Gaxkropsl AMALKA.

JTHKA U STHKET TENe(OHHOTO PasTOBOPA. JTHKET COCTABICHHS JEIOBBIX HHCEM. JTHIECKHE
mpobiieMb HHOOPMAITHOHHOI'O CEPBHCA. i

Tousitie 0 KynsType obmerns. KyneTypa obmenns paboTHAKOB ¢ KiMeHTaMi. KoMnoHeH-
THL KYIBTYpHl 00menns. BosxelicTBHE KyIbTyphl Ha oBeAcHHE noTpebuteit. OCHOBEI KOpHOpa-
THRHOH KyIbTYpHI MpeanpusaTuii cepsl TypA3Ma H rocTenpHEMcTRa. [IpoGnema conuanbHOH OT-
BeTcTBeHHOCTH. KynbTypa pevd coeluanicTa Ha DPeAUpPHATHAX K OPraHH3aliiix CepBHCa.
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Tema 13. KonrakTHan 30Ha

«KOHTAKTHAS 30HA» Kak ciepa peanusalyi CepBHCHOH AeaTenbHOCTH. [lomsiTHe 0 «xoH-
TakTHOM 30Hey». CocTaB KOHTAKTHOH 30HBI. BHILI KOHTAKTHBIX 30H: MO NPOCTPAHCTBCHHOMY pac-
ONIOKEHHIO, TIO XapakTepy MEXIMYHOCTHOIO PACCTOAHMS B 00CIY)KHBaHHH.

Iporece KOHTAaKTa MeXy KIAeHToM B HenonauteneM. Coxepixanue koHTakra OOImeHue 1
B3AHMOJCHCTBHEE ¢ KITHEHTaMHA B KoBTakTHO#H 30He. [TlecTh cTamiif cTpyKTyphl OOIIEHHS.

BraaMOOTHOTIEHAS CHEIMANHCTA TI0 CCPBHCY H KIHEHTA B IPOIECCE OCYMECTRICHHS Cep-
BHCHOM mesTenbHOCTH. OCcOOEHHOCTH THYHOCTHEIX XapaKTePHCTHK PaOOTHHKOB KOHTAKTHOM 30MEL.

TIpOCTPaHCTBO KOHTAKTHOH 30HEL KOMIIOHEHTH! KOHTAKTHON 30HBEL Kmouesse (baxTOpEL
MojeaH «Serviceaction» wimd «obcTyxupanue B Aeiictumy. Oport-obuc u 63k-oduc. 30H1poBa-
Hie ouca [TPHHIKIBL 30HHpOBANTS ouca B pabouci 30He: KaOHHETHBIH B OTKPBITHIH.

Tema 14. Koapaukrs! # k210051 IPH 00C/IyKHBAHAH K/IHEHTOB

Kortmikt u ero sumsL [Ipuauasl KoR(MIKTOB. Cnoco6s paspemenns kougumkros. Ilosn-
THBHasA cTopoHa KoH(mkTa, KOHQIAKT B CEpBUCHOM AeSTCIBHOCTH.

Mexcy6heKTHEIE CIOCOOB! IPEIOTBPANCHI H Pa3pelIeH s KORGIMKTOR: crocod YKIoHe-
HES, NPEHYX/ICHAS (NONABICHUS), IPHCIOCOONCHH S, KOMIPOMHACCA. Y IPaBieHAs KOHIMKTHOK
CHTyanuei.

KOHCTPYKTHBHBIE NOC/IEACTBHS KOH(IHKTHON CHTYAIHH KaK HOBOE KAa4eCTBO OTHOIICHHMI
YIPABICHHA.

Honsrae o xanobe. Xano6s pH 00CIyKUBAHKY KIMEHTOB, HX NPUYHHLL, THIE! IOTpeOr-
Temeif. PexoMeH Al KOHCTPYKTHBHOMY YCTpaHeHMIo xano0. IfosuTuBHEE MOCTE/ICTBUS BHIMA-
TENLHOTO OTHOLIEHHS K JKAI00aM. | '

Tema 15. Ceppucras NeATeALHOCTh B MHAYCTPHH TYPH3MA H FOCTeIPHAMCTER

IToHATAS W BHAB TYPHCTCKHX H 3KCKYPCHOHHEIX yeryr. OLieHKa W KOHTPOJIb Ka4ecTBa HC-
[OJIHEHHA TYPHCTCKAX ¥ IKCKYPCHOHHEIX YCIIYT.

O6cIy XMRAHHE TYPHCTOB H HACEICHUS B CPEACTBAX PA3MENICHE, HA NPCNPUATAIX 00me-
CTBEHHOTO HHTAHHS, B KYIbTYPHO-PA3BIEKATEIbHbIX YIPEIKTCHHIX.

VeIIyr MHAYCTPHH pa3BIIEHeHHs U CIOPTa: YCIyTd B 00/NacTH pa3BICUCHAN B OTIBIXE, Op-
TaHU3aIHH B NPOBEACHH CIIOPTHBHO-MACCOBEIX MEPONPHATHH, AHUMALKOHHEIA CEPBILC.

TeHTeHIpY Pa3BATHS PHIHKA BBICTABOYHOM MHIYCTPHH, B TOM 4HCIC permoHambiHoro. Co-
CTOSIHHC H IIEPCTICKTUBEI PA3BATHS JeN0BOro TypusMa. CepBHCHOE 00CITyKHBAHIE JENOBBIX MEPO-
IpHATHN 1 KOHIPECCHO-BLICTABOYHOM JACATENBHOCTH.

Tema 16. Knaccnpnxanns rocTHHHI H APYTHX CPEXCTE PasMEINeHns

Kputepun xiaccuhHKalHd FOCTHHUYHBIX IPENIPAITHIA: MECTOIONOKCHHE, TPOKODKHTENb-
HOCTB PaboTEL, 0GecTieueH e TTAHAESM, IPOJOKATENFHOCT NpeOLIBAHMAS TOCTEl, YPOBEHD LSH Ha
HOMepa, YpOReHh KoMdopra, BMECTHMOCTh HOMEPHOTO (omma, (GyHKIMOHATLHOS HA3HAYCHHE.
MexayHapoaHas M pocCHIiCKas CHCTeMa KIAcCH(MKAFH. THIbl TOCTHHHYHEIX NPEIIPUATHH,
OI.IGH.K& COOTRBETCTBHA I'OCTHHHUYHOIO MPEAIIPHATHAA CHCTCMC KJ]aCCH(l)HK&HHH TOCTHHHI H HHEIX CPEIACTB
pa3MeLCHEA,

Tema 17. Cepeuc Ha TpaHCHOPTE

Tpascmopr o0IIero IONE30BAHMS: KeJIe3HOJOPOXKHBIH, BO3TYNIHBH, MODPCKOMH, aBTOMO-
OWIBHEIA, PEYHOM TPaHCIIOPT, 0OECHCUMBAIONIME NICPEBO3KH NACCAKHPOB M IPY30B M MPENOCTAB-
JEHHE YCJIYT TPAHCIOPTHOH SKCIIE M.

TpaHcHOpPTHEC YCTYTH 1O IIEPCMEIICHAIO AcCaXUpOB, MaTepHATBHBIX IeHHOCTEeH. TpaHc-
IOPTHEIE YCIYTH, CBS3aHHEIE ¢ OpraHu3aliell mpomecca OTIPABKA H IOTyICHUS TPY3a.

Be30onmacHOCTh H KaueCTBO TPAHCHOPTHEIX YCIIYT.

Oprapu3ais cepBHca IPH TPAHCIIOPTHOM O0CITY KHBAHMH.



ve sl b obd e e

Tema 18. OcofenrHocTd OPraRB3anuy NPeIOCTABICHAS
rocy)apcTBEHHLIX H MYHHIMIATBHLIX yCIyTr

[TonsTHE TOCYAAPCTBEHHON H MYHHIANAIEHOH yeayr. OCHOBHBIE IPHHIMIIK TPeIOCTaBIIC-
Hisl TOCYJAPCTBECHHEIX ¥ MYHHMIMITANBHBIX yeryr. Obmie TpeGoBaHusA K NPEJOCTABICHHIO TOCY-
NapCTBEHHBIX M MYHHIHNANBHBIX yCTyT. IIpezocTapieHue rocyapcTBeHHBIX H MYHUIHMIAIBHBIX
YCIYT B MHOTOQYHKIIMOHATHHBIX IEHTPaX 110 MPHHITHILY «OXHOIOC OKHAM.

Opranmsanug u ee 0COOEHHOCTH NPEJOCTABIICHHS IOCYJApPCTBEHHBIX M MYHHIHNANBLHEIX
YCIIYT B MHOTOQYHKIIHOHAIGHBIX OECHTPAX.

Copepsranne NPAKTHIECKHAX 3aHATHI MO JHCIHILIHHE
3 cemecrp

Tema 1. Ceppuc kak cnenupHIecKHii BUX AeITCILHOCTH
AHanu3 CIPYKTYpHL H BHOB CEPBHCHOM JEATCNBHOCTH, KAK HCTOYHHKA YAOBICTBOPCHHA
pasHooOpasHEIX NOTPeOHOCTEH YeIOBEKA.
PeabHIMTAMMOHERI XapaKTep CEPBHCA. 3aKOHEL, OOCCIIEUMBAIOINHE pea0uIHTALHOHHEIC
OpOLICCChl B XKASHA HHIHBHA.
DopMa 30HAMUA — YCHHBIE ONPOC, 2PYNNO6as OUCKYCCUS, CEMUHAD-NPAKIMUKYM

Tema 2. Posib ¥ BpeiiocbLIKH PA3BHTHA CEPBHCHOI JeATEALHOCTH

AHaIH3 CTPYKTYPHBIX H3MeHeHui B cdepe yeuyr. Bnusne colMalbHO-KyIbTYPHEIX H3ME-
HEHHMiT B 0OIIECTBE HA CHCTEMY MOKa3arelei, 0TBedaromeli COBpEMEHHBIM IIEHHOCTSM, 3aIpocaM H
IpemouTcHusM moTpeCureneit. CHOCOOR M METO[EI HCCIEJIOBAHUS CEPBHCA, MCIONB3YEMEIX B
VCIIOBHSAX COMHATBLHO-KYABTYPHEIX Tpanchopmarpit B Poccun, kak conpansHoi cHCTeMBl HHIMBH-
JYaJIBHOTO 0GCIYKABAHNS C TOYKH 3PCHHA HAYKH O CEPBHCE — CEPBHCONOTHH.

Knaccuduranasa B CpaBHHATEIHHEIH aHAIH3 OCHOBHBIX 3TANOB DAa3BHTHA CEPBHCHOH Ies-
TENBHOCTH B POCCHH.

Dopma 3auamus — yCMHbL ONPOC, 2PYRN06as OUCKYCCUS, PeyeH3uposanue 6olCHynnenuy

Tema 3. CeppucHas {eATEIHHOCTh B PA3BHTHIX H PAIBHBAIOIHXCSH CTPAHAX
Kpyrnedt cTon. Ananms u cuemi(uka opraHH3alii CEPRUCHOM NEATEIbHOCTH B PA3BHTHIX
crpasax (BeI0Op CTPaHE OCYIIECTBILIETCA CTYACHTOM CAMOCTOATENRHO)
Kpyrnetii cron. AHAIH3 H CHEIH(HKA OPTaHU3ALME CCPBECHOM ICATEIBHOCTH B Pa3sBHBAIO-
IMIXCH cTpaBax (BHIOOP CTPAHEI OCYIIECTBIETCA CTYACHTOM CaMOCTOATENHHO)
Dopma 3auaMUL — OOKNA0BL, KPY2Ablli CHON

Tema 4. CTpykrypa cdepnl yeuyr u KiaccH(pHKaNHA THIOB H BHAOB YCIyr

AHAIH3 XH3HEHHOTO IUKIIA YCIIYT, OKa3bIBAEMbIX LIPESIIPAATHEM CEepRHCca B ropoje Buaau-
MHpE.

Mzyuenue u aHamu3 00bexToR knaccupukanun (yeryr) B OKIIM 2 (nepapxudeckuit MeTOx
Knacch(pMKALUH, TTOCICIOBATENHHEIA MeTO I, 061acTH IPHMEHEHHA, CTPYKTYpa KIacCH(pHKaTopa,
TETANA3AHS YCIIYT)

Dopma 3auamus —pazoop KOHKPEMHLIX CUMyayus

Tema 5. Peiaok yeayr
AHaiH3 COCTOSHMA M PA3BHTHS KOHKYPSHTHOH cpelibl Ha PhIHKAX yclyT Bragumupckoi 00-
nacTH (PHIHOK arpONPOMBIIDIEHHOTO KOMILIEKCE, PHIHOK 00pa3soBATENbHBIX YCIYT, PHIHOK MCIH-
TMHCKAX YCIYT, PHIHOK YCIYT B cdepe KyIbTYPHI, PHHOK YCIIyT KIIHIHO-KOMMYHAILHOTO X035TH-
CTBa, PHIHOK YCIYT NEPEBO30K HACCAXKHPOB HA3EMHBIM TPAHCHOPTOM, PHIHOK YCIIYT CBS3H, PBIHOK
YCIYT CONMATBHOTO 00CYKHBAHHS HACEICHHA H JIp. )
DopMa 3aHAMUSL - CEMUHAD-NPAKIMUKYM, AHATU3 CUMYAYUL
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Tema 6. KauecTBO H OlICHKa KAYeCTBA YCAYT

AHaM3 KagecTBa YCIyT, IPEOCTABIIEMBIX B OpPraHH3aisx chephl TypE3Ma H TOCTEIpH-
HMCTBA I'. BranuMupe.

Paspa6oTKa OIIPOCHOrO JIMCTA JUIS OLEHKH YZOBIETBOPEHHOCTH MOTPeOUTEII YCIIYTH.

Dopma 3aHAMUA - YCMHBLIE ORPOC, RPe3eHmayus

Tema 7. CepBucHas AeITeJLHOCTE KAX 00bEKT NPABOBLIX 0THOMEHHI

AHai3 OCHOBHEIX HOPMATHBHBIX H IIPaBOBBIX JOKYMEHTOB, PETYIHPYIOINHX CEPBHCHYIO
JesTeNsHOCT B Pocenn, Jlunensnposanie cepercHOR AeaTenpHocTH. CepTR(EKanus ycuyr.

Dopma 3QHAMUA - ZPYAROEAA OUCKYCCUSA, YCMHBLE ONpPOC

Tema 8. D dexTHBHOCTH CEPBUCHOH ACATEIALHOCTH

AHanH3 U cocTaplieHHe Tabyisl MoKa3aTeNeil KOHKYPEHTOCHOCOOHOCTH CEPBHCHOMH opra-
HU3aUMM H HX XapaKTEPHCTHK: KaueCTBO CEPBHCA, BpeMsl HCIOIHEHHA CCPBHCA, TOCTYMHOS KOJM-
4eCTBO NPENOCTABIIEMOrO CEPRICA, AOCTYIIHOCTh CEpBHCA, HHQOPMATHORHAA OCTYHHOCTh CEPBH-
ca, MOIIHOCTh CEPBHCA, PEHTa0eIbHOCTE CEpPRHCA, FHHOBAMOHHASL THOKOCTH CEPRUCA ¥ JIp.

[Tpoananu3dpoBaTh NpeIpUATHA CPEPLI CEPBHCA, OKAZHIBAIONINE YCIYTH HACCICHHUIO B TO-
pozne BiaguMup ¢ TOUKH 3peHHs BANCHHA dQEKTHBHOCTH CEPBHCA Ha HUX.

DopMa 3aHAMUA - YCIHBLEL ONPOC, GHANU3 CUMYAYUU

Tema 9. HudopmManuaonnniii ceppuce

Passutse cdephl yeayr B yEHOBUAX MU PpOBU3AIIHHE S3KOHOMUKH.

0620p CRM-cHCTeM (YIpaBlieHye B3aMMOOTHOINSHHAMHE C KIMEHTAME) HA LPEIIPHATHAX
COIMANLHO-KYIBTYPHOIO CEPBHCA H TYPH3MA.

ABTOMATH3AIMH MIPOIECCOB YIIPABJICHHS B3AHMOOTHOMICHHAMH C KITHCHTAMA B KOMIIAHHAX
Mayioro GusHECa. |

Dopma 3auamus - yemublil ORpoc, 2pynnoeas GUCKYCCUs, 3auuma UHOUSHOYAIbHbIX 3a0a-
HU.

4 cemecTp

Tema 10. Opranmzannsg obcay:kxHBanus DOTPedHTeIeH yeIayr
AHay3 CTPYKTYPBI H COCTABA YCIYT ¢ TOYKH 3pcHHMSA HOTpeOHTENA, aHAnm3 Mojcned of-
CITy’KHBAHHA ¥ ONEHKH YAOBICTBOPEHHOCTH, OPMHpOBAHNE NOKa3aTeNel M KpATepHEB Ka9ecTsa,
T[EHHOCTH H KOHKYPEHTOCIIOCOOHOCTH YCIIyT.
Dopma 3aHAMUA — QHATU3 U PAZOOP KOHKPEMHLIX cunyayuil, paboma & MArbix 2pynnax

Tema 11. HoBbie BHIBI YCIYT H HPOrpeccHBHbI¢ (hopMBI 00CTYKHBAHAS
AHanu3 7 XapaKTepPHCTHKA HOBEIX BHIOR YCIYT ¥ (OPM ODCIy)KHBAHMSA, HA IIPEAUPHATHAX TyPUCT-
CKOll HHAYCTpHH B ropoje Biagumape (BEIOOp KOHKPETHOTO HIPEANpPHATHA B cpepe TypH3Ma, Xa-
PAKTEPUCTHKA JAHHOTO MPEHIPHATHL HIH OPraHu3aliiy, ONHCAHAE HOBEIX BHJOB YCIYT, OHCAHHE
cr1oco00B, METONOB, MED, CO3MAHHEIX JUIL IPUBICIEHH KIMEHTOB K HCHOJB30BAHHIO HOBLIX BHIOB
yemyr).
Dopra 3aHAMUA — YCIMAHbLI ONPOC, AHANU3 U pasbop KOHKPEnHbix cumyayui

Tema 12. IlpodeccHonannHoe NoBEICHNE B CEPBHCHOI /IeSITe/IbHOCTH B KYJIbTYpa 00meHus ¢
KJIMenTaMH

AHanu3 mporecca B3auMONEHCTBAA ¢ KIMCHTAMH M €0 0COOSHHOCTH: MOTHB B3aUMOJEH-~
CTBYA H CTEIEHE €ET0 BaXHOCTH, CTPYKTYPa OTHOINCHNH ¢ IPE/ICTABHTENSAMH 0OIICCTBEHHBIX TPYIIIE
¥ MEXIHYHOCTHELIX OTHOIIEHHIT, OOMIeHHe ¢ Y4eTOM HHJIMBHAYAIBHBIX 3aliPOCOB H SMOMHOHAILHO-
TO COCTOSHHS MOTpeOHTEIs; PeryIapHOCTS, IEPHOAHYHOCTD B3aMMOJICHCTBHA KaK CO3JIaHHE TIep-
CONM(HITEPOBAHHON CPENBL; ICTETHUECKHE IECMEHTEL OKPYKAKOINEro IIPOCTPAHCTBA M ITHYCCKUC
HOPMEI M TIPABHJIA; PE3YIBTAT B3aHMOAEHCTBYS - (YHKIHOHANBHOE HA3HAUCHHEC YCHYTH, HIH 10~
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AE3HOCTh, KOTOpas ONCHUBAECTC 00HEKTHBHEIME H CYOHEKTHBHEIMH KaTeropusiMe (yAOBICTBODEH-
HOCTB/HEY{OBIETBOPEHHOCT IOTPSOHTEN).
CocragieHye TaOnEIE « DIeMeHTH KyIbTYPEL CEPBHCHOIO B3AMMOACHCTBHI H HX COJCpiKa-

HHEY.
Popma 3aHAMUS — YCHIHBLE ONPOC, GHATU3 cumyayutl, paboma 6 MabIx 2pYRnax

Tema 13. KonTaxTHas 30Ha
OpraHu3aiys TPOCTPANCTBA KOHTAKTHOM 30HBI CCPBHCHOIO NpPEANpUATHA (LPeAUIPHITHE
OIIpEneNAeTcs CTYACHTOM IO COTNIACOBAHMIO C HPENO/IABATENEM): IOMEIICHHE KOHTAKTHOM 30HBI H
ero KOMIOHEHTAMH, MpHIeTaomas K NPSANpHITHIO CEpPBHCA TEPPHTOPHA, PEKIAMHO-
XyJoxkecTBeHHOE 0pOPMICHHEe IPCAPHATHS cepBuca (BBIBECKa) ¢ 00O3HAYEHMEM (QYHKIMOHAIE-
HOH NPHHANICKHOCTH (B Ta0IAIHOH hopMme).
Dopma 3anamus - YCmitblli ONPOC, NPe3EHMAYUA, 3aUUMA UHOUGUOYANbHBIX 3A0AHUH

Tema 14. KoupaukThI 1 /10061 1pN 0GcIyRABaHAH KJIHCHTOB

TpeHUHr [ Pa3sBUTHA HABEIKOB 3((EKTHBHOTO PEINCHHA KOHQIMKTHBIX CHTyauui B cep-
BHCHOH tesTelbHOCTH «KOHGIMKTE B MpOIiecce OKA3aHus yCAYr: IMyTH HX paspellcHUs B CEPBHC-
HOl NeaTeNLHOCTHY.

Ormmacanre KOHQIHMKTHON CHTYallMHd HA CEPBHCHOM IIPEANPHATHH, YKa3aHHE POJIH B KOH-
dmxre (moTpebuTens WM pabOTHUK CEPBHCHOTO HMPENHPHATHA), NPHIHHA KOH(IMKTA, HCXOJ,
KkoRQUIMKTA, TPEICKEHHS CEPBUCHOMY NPENIPHSITHIO 110 YCTPAHEHHIO TONOOHBIX KOHIHMKTHEIX
CHTYALHi. _ |

PaboTa ¢ xanoGaMy KIMEHTOB M PEKIAMAIUMSME B TPOIECCE OCYNIECTRICHHUS CEPRUCHON
negrensaocTd, CHCTeMa YIIpaBIeHHs Kano0aMy B OPraHu3aqusxX TYPH3Ma H IO3UTHBHOTO MBILILIE-
HUs CIIEMHANACTOB CIIy:KOBI cepBuca. Knaccupuxanms xkano® w >qdexTHRHBIT anropatM jeii-
CTBHH.

DopMa 3aHAMUR — MPEHUHE, PAGOMA 6 MALLIX 2PYNNAX

Tema 15. Cepsrcnas JesdTeJIbHOCTE B HHAYCTPHH TYPH3MA H FOCTENPHAMCTBA
AHaTH3 KOMIUIEKCA TYPHCTCKHX: yoryr. Criemmdika MpeqoCcTaBlIeHAsS CCPBUCHBIX YCIYT B
TYPH3ME H HX IIOTPSOATENH.
Anamusz 'OCTa P 506902017 Typucrckue yenyru. Obmue TpeGopanus.
Dopma 3aHAMUA - YCIMHBLE ONPOC, 2PYNNOBAA OUCKYCCU

Tema 16. Knaccndmxanns rocTHHUL M IPYTHX CPEACTB Pa3MEIICHUS

OLEeHKa COOTBETCTBHA TOCTHHHYHOTO TIPEINIPHATHSI CHCTEME KIACCH(HKAI{MH TOCTHHHL M HHBIX
CPEIICTB pa3sMEMICHHA.

H3yucHHe 0cOOeHHOCTEH MOArOTORKM NOKYMEHTOB AJiA MOATEEPKACHHA COOTBETCTBHMA I'OCTHHHY-
HOTrO OpCaAnpHATHA CHCTEME I(J'IaCCHCl)HKaI_IHH.

Dopma 3ansamus — YCMHbiii ORPOC, AHAIU3 CUMYAYUIL.

Tema 17. Cepeuc na TpancnopTe
AHanu3 phIHKA TPAHCHOPTHEIX YCIYT BIaguMHPCKOTO perHoHa.
BEIOOp COBpEMEHHBIX METOJIOR M ONPEJIENIHIe TIEPCIEKTHREI TOIHIHOHHPOBAHNS CCPBUC-
HOH YCJIyTH Ha TPaHCIOPTE. '
Anamus I'OCTa P 5100656 Yciryrn Tpascioprabe. TepMUHEL ¥ OlpeeseHus.
Dopma 3auamus - YCMHBLI ONPOC, 2PYRNeas OUCKYCCUL

Tema 18. OcobennocTH Opra;uuzanuy NPeAOCTABICHHS rOCYAAPCTBEHHBIX H
MYHHITHIAJSBHBIX YCJIYT
AHaNKM3 rocyapcTBeHHOH mporpaMMel Briajmvupeko#t obnacti "CHukeHHE aIMHHHCTPa-
THBHBIX OaphepOB, ONTHMH3AUWH W IOBBINICHWE KAYeCTBa IIPESIAOCTABICHHA TOCY/APCTBEHHEIX H
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MYHHIATAIGHELX YCIIYT, B TOM HUHCIE Ha 6ase MHOTO(YHKIHOHANBHEIX HEHTPOB HPENOCTaBICHH
TOCYIapCTBEHHBIX M MYHHINAIBHEIX YCIyr Bo Braxuvupekoi obnactd, Ha 2014-2023 romer".
Dopma 3aHAMUA - YCIINBLE ONPOC, 3AUUMA UHOUGUOYANbHBIX 3Q0QNHUY

5. OIEHOYHBIE CPEJACTBA JAJISI TEKYIIETI'O KOHTPOJIA YCIIEBAEMOCTH,
MPOMEXYTOUYHOM ATTECTAITUU 10 UTOT'AM OCBOEHHS AUCITAILIANHBI
¥ YYEBHO-METOAAYECKOE OBECIIEYEHHE CAMOCTOSATEILHOU PABOThI
CTYAEHTOB

5.1, Texym@ii KOHTPOJAL YCHEBAEMOCTH

Texymuii KOHTPOJIL YCIIEBACMOCTH NIPOBOJHTCA B OpPME PEHTHHI-KOHTPOIA TPH pasa B Ce-
MecTp. THIIOBBIC TECTORHIE 3aJaHAS H BOOPOCHL Uil IIPOBEJEHUS TCKYIICTO KOHTPOIS MPHBE/ICHE]
HIDKE.

3 cemecTp

Occe no eonpocam oin peiimunz - Konmpona Nel

1. [{eHHOCTH, CO3AaBACMBIC CEPBECHOM JEATENRHOCTERIO,

2. llpoaranm3upyiite noTpeOHTEIEM, KAKMX YCIYT BEI ABIISETECH, H KaKyl cymMMmy BEI Tpa-
THTC HA Pa3IMUHEIE YCIYTH MECHIL,

3. Ilo BanreMy MHCHHIO, MOYKHO JIF IIPHOOPECTH YCIAYTY BIPOK?

4. Poje cepBHCE B KA3HH HHAWBH/IA.

5. Brmsrue cepBHca Ha CyIb0y H CHACTLE JIHOZEH.

6. Binanue ceMbH Ha PAa3BATHE CEPBHCA

Tecm k peamunz - Konmposo Ne2:
1. Bce meobdxoquMbie MepONPHATHS, MpeNHa3HaYeHHbIe A (PaAKTHIECKOT0 yAOBJIeTBODEHHS
CYIIECTBYIOMHAX NOTPeOHOCTEH, COCTABISIOT:
1) cepBUACHYIO ACATENEHOCTE; |
2) mpaBsa motpedureneii;
3) conmamsuyio cdepy;
4) 3aboTy rocyaapcTBa.
2. Ha poinKe cepBHCHBIX YCJIYT npeodiagaloT HpeAnpHsTHA:
1) KpyIHBIE NpeNIPAATHS [OCYAapCTBEHHOH POPMEI COOCTBEHHOCTH;
2) MenK#e IPeIIPHATHS JaCTHOM COGCTBEHHOCTH;
3) KpynHBIe IpeIIPAATHS JACTHOH (POPMBI COGCTBEHHOCTH;
4) MeIIKHe TPCATPHATHSA TOCYAAPCTBEHHOH POPMBI COOCTBCHHOCTH.
3. Buepgbie npaBa noTpedHTe/s! ObLIH NPOBO3TNAMEHLI B
1)1985r.;
21941 r,;
3)1962r,;
4) 1970r.
4, Kakue yoIyra 0OTHOCATCS K CONHATBHO-KYJIbTYPHBIM:
1) yenyrd KyAbTYpEL, CIIOpPTa, TYPH3Ma, OPTaHH3allBs OTABIXA H J0CYTd;
2) o0Opas3oBarellbHBIE YCIIYTH; -
3) ycnyru aBTOCEpBHCA;
4) ycnyrn uHIYCTPHH THTAHHAS.
3. Yeayra — 910 pe3yabTar:
1) HemOCPE/ICTBEHAOTO B3GHMOIECHCTBEA HCTIONHATEN U NOTPeOHTeN, a TakKe coOCTBEHHOH Jes-
TEJILHOCTH HCIIOMHUTENS YCIIYT 110 YIOBICTBOPEHHAIO MOTPeOBOCTH MOTPebHTENs YCITyT;
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2) TpyZoBoH NeATCIBHOCTH, B EPOIecce KOTOPOi co3naeTcs crenupaIccKkas noTpeduTenbHad cTo-
HAMOCTE;

3) caMopean3aliH MOKYIIATCIIA,

4) Her BepHOTO OTBETA.

6. HazoBHTe moacexktop cepnl cepBHCA:

1) mpOH3BOACTRO MATEPHAABHBIX YCIIYT,

2) mpon3BOACTEO HEMATCPHANBHBIX YCIYT;

3) yupasieHue;

4) condaibRoc O0CIyKHBaHHE,

7. HepequcanTe KIACCHOHKANNOHHBIC HPA3HAKH YCIYyT:

1) craHapTH3HPOBAHHAE M TBOPYECKHE YCIIYTH;

2) KoMMep4YeCKAC H HEKOMMEPUESCKHE YCITYTH;

3) 9HCTEIE H CMEUIAHHKIE YCITYTH;

4) Bce OTBETHI BEPHBIE

8. PoiHOK yCIyr - 9102

1) OCHOBHBIC KOMIIOHEHTHI MApPKCTHHIA;

2) (GYHKITHH MApKETHIITa;

3) cerMeHTH MapKETHHTa;

4) MapKeTHHIrOBas cpelia.

9. CepBHcHBIE YCJIYTH OTJIHIAIOTCH OT: TOBAPOB:

1) HeoCA32EMOCTEIY;

2) onpeeNeHHON CTOUMOCTEIO;

3) ciocoboM JOCTaBKHU MOKYNATENIO;

4) reTeporeHHOCTRIO. -

10. Paziaalor coeAyromme TARILL yCIIyr:

1) mpou3BOACTECHHEIS; '

2) mpodecCHOHAIBHEIE,

3) pactipesicnATENBHEIE;

4) noTpeOUTENBCKHAE. |

11. Ha xakoii cTagad >KH3HCHHOT0 RHKJIA YCAYTH OCYIIECTBIATCA aKTHBHbIEC PEKJIaMHBIE
MEpONpPHITHS ¥ MpoNarania:

1) crapun paspaboTKH YCIyTH;

2) cTanve BHEPEHU YCIYIH,;

3) cTajun pocTa HOTpeOICHMS;

4) craguu 3pesOCTH.

12. Crajus HACHIMIeHUs PHIHKA YCJIYI'0H XapaKkTepH3yercd:
1)-0bocTpeHsieM mponecca KOUKYPCHIHH,

2) npexpameHueM IPOU3BOACTBA YCAYTH B 3aMEHOH €€ Ha yCIIyI'y-HOBUHKY;
3) HEeMOCTOSHCTBOM KaYeCTBa YCIYT,

4) aKTHBHBIMH MApPKETHHTOBBIMH MEPOLPHSTHIMH.

13. Kakne xapaKTepHCTHKH NPHCYIH YCIYTaM:

1) HeoCcq3aeMOCTB;

2) HECOXPAHACMOCTh;

3) HEJOCTYIHOCTD;

4) HEIOCTOSHCTBO Ka4eCTBA.

14. ’KuzHepHbIH MUK YCIYTH 3TO:

1) MoMeHT noTpebNeHHs YCIyTH;

2) BpeMs ¢ MOMEHTA BEIX0/a YCIYTH Ha PHIHOK JI0 yX0Ja ¢ prHKa'
3) BpeMA OKa3aHKT YCIYIH;

4) HET BEPHOTO OTBETA.

15. ITpoH3BO/ICTRO | MOTPeGIeHHE YCIYT TeCHO B3aHMOCBA3aHLI H He MOKET OBITH pa3opBao
Bo Bpemenn. K kaKoii xapakTepHcTHKE yC.IyTH OTHOCHTBCH 310 YTBEPKICHAE:
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1) HEoCA3aEMOCTE;

2) HENOCTOSAHCTBO KAYeCTBa,

3) Hepa3pEIBHOCTH HPOH3BOACTBA K MOTPEOICHMS YCIYT,
4) BCEe OTBETHI BEPHEIE.

Hoxnadsr ona peitmunz - konmpoaa Ne3:

1. Hctopnueckoe pasBHTHE CEPBHCHOI NesSTeTLHOCTH H OCOOCHHOCTH €€ CTaHOBJICHHS
B COBPEMEHHOM MHDE

2. ANanu3 CepBHCHOH AESTENLHOCTH Ha IpeIpAITHA cdepsl TypH3Ma (Ha IMpHMEpe
KOHKPETHOTO IIPEATIPHUSATHS 110 BEIOODY CTY/IEHTA)

3. HHTepHET-CEPBHCHL B CEPBUCHOM IEATCIIBHOCTH

4. HudopMaioOHHEL] cepPBHC: NPOOIIEMEI H IEPCICKTHBEI PA3BATHL

5. I'noGanpHble HH(OPMATUOHHEIE CETH H CEPBHCHAA AEATEIbHOCTD

6. CepBuCHAs JeSTEISHOCTE B YCIOBHAX IM00aM3anyy: TCHACHIMA H IICPCICKTHURE

7. BpeHIHpOBaHAE KaK HHHOBALHOHHBIH WHCTPYMEHT MPOJBMKEHHA MPOAYKTa cep-
BHCHO#H AeSITCIHLHOCTH

8. HHHOBALIHH B COMOKYJIBTYPHOM CCPBUCE

9. KopriopaTtusHas KyJIsTypa B CEPBHCHOH JHEATEIRHOCTH

10.  Bimsnwe HAIMOHATHHBIX (PETHOHANBHBIX, NMPHPOJHO-KIMMATHIECKHX) 0COOSHHO-
CTCH Ha OpraHH3alHI) CePBHCa
11.  CeppucHas NeSTeILHOCTh Kak (JaKTOp KOHKYPEHTOCIOCOOHOCTH TIPE/IIPHATHS Cep-

BHCa

12.  CepBHC KaK colHaIbHbIA (HeHOMEH

13.  CepBHCHas JEATENBHOCTH KaK CMOCO0 Y/IOBJICTBOPEHHS OOIIECTBEHEBIX MOTPeGHO-
creit,

14. UMepenne pomd CepBHCHOH HEATEIHHOCTH B 3KOHOMHYECKOM H OOMIECTBEHHOM
PA3BHTHH. |

15.  CepsucHas ZeATeNbHOCTE KakK 9acTh COBPEMEHHON KyJIBETYPBL

16.  OcobGeHHOCTH pa3sBUTHA CEPBHCHOIT HeATENFHOCTH B COBpeMeHHOM Poccrnu.

17.  Opramusanus cepsuca Bo BaagumapckoM perHoHe: TpoOieMbl H ICPCIEKTHRET pas-
BATHS

18.  Kauecrro, Ge30naCHOCTE YCIYT B KyIbTYPa CEPBHCHOM JESTEIHLHOCTH

19.  CocnmaibHBIE IPOTPaMMEI TOSILHOCTH KIMEHTOB

20.  PazBurHe cepsl NPeNOCTABICHAS IOCYIAPCTBEHHBIX H MyHHIHMANLHEEX YCIIyT

21.  BH3Hec-HHKYGATOPH KAK MEXAHU3M PasBATHs Manoro GusHeca Poccun

22.  llopouneHue >)¢eKTHBHOCTH YIPABICHHUA MPESIIPHATHAME cephl TypH3Ma H Cep-
BHCA HA OCHOBE BHEJPeHUSA WHPOPMAIIMOHHEIX TEXHONOI M

23. O6na4yrprii cepBHC Ha IpeNpHATHAX Biagumupckoit obnacta

24,  TeHpaeHIWH pa3BUTHs PHIHKA 00pa30ORATENBHEIX YCIIYT

25.  Cucrema cOIMaNBHBIX YCIYT B coBpeMeHnoH Poccru

4 cemecrp

Huousudyanotsie 3a0aHUA 1O MOHUMOPUHZY KAYECmea 00CayHCUGAHUA ONA
peiimunz - koumpona Nel

1. BeiOpars u 0XapakTepH3NpoBaTh NpeanpuaTae cephl cepBHCa, TYpH3Ma H TOCTCIIPHAM-
CTB4, HA KOTOPOM OyIeT HPOBOJUTECS MOHHTOPHHT KauyecTBa 00CITy KABAHMS.

2. Pa3paboTaTh YeK-IHCT JUIA ONCHKA KadecTBa OOCHYKHBaHHMS ¢ YICTOM CHEIM(AKHA BEI-
Opannoil oprasm3anuy cepBHca. [IpoBecTH aHaMM3 ¢ DOMOINBIO YEK-TIHCTA B PACCMaTpHBaeMOoii op-
raHm3angy B cdepe cepBHCA, TYpU3Ma H FOCTEIIPHHAMCTBA M HHTEPIIPETHPORATL HONYYEHHEIE pe-
3YNLTATHL.



3. [pe/iyIoKuTh KOMILIEKC MEPOTIPHSTHH, HATIPABIEHHEIH Ha IOBHINICHAE Ka9cCTBA B IPO-
necce pe0CTABIeHHs YCiyT B cdiepe cepBHCa, TypU3Ma ¥ TOCTCIPHHMCTRA.

Tecmeol 01 peiimunz - Konmpons Ne2.

1. ChopmynapyiiTe 0CHOBHBIE HeJH PadoThl ¢ NOTpedHTeNEM:

a) NpHBICYCHKE KIIKEHTA;

0) sakpemienue NOTPEOHTEN B KAYECTRE MOCTOSHHOTO;

B) CO3/IaHHE KOHKYPCHTHOM CPEIbL;

I') HCTIOB30RAHHE NOTPEOHTENs Kak HOCHTEILT MOJNOKHTENBHOH HH(GOPMAIHH O NP PHATHE.

2. Cranaapt ofcayXUBaHHAA - 3TO:

a) BapHaHT MOCIENPOJAKHOro 00CHyKABAHHS, BKIIOYAIOILAH COBOKYITHOCTE BCEX KOMIIOHEHTOB,
HeoGX0MEMBIX I o0ecTiedeHus XeHCTBEHHOrO TeX00CIy KIHBAHKA CHCTEME] 000pYA0BAHHUS;

6) GopManu30BaHHbLIE K KOHKPETHIHPOBAHHEIC TPEOOBAHHKS K TeM NeHCTBHAM ICPCOHANA, KOTOPbIS
COTPYAHHKH JOJDKHEL COBEPINATE C ONPEENEHHOR NEPHOINYHOCTHIO, B OIPEACICHHOM NOPAIKE, B
OIpezieNieHHOE BPeMS HIIH B THIIMYHAIX CHTYAIHIX;

B) CHENEATA3APOBAHHEIC 00Pa3IIbl B HOPMEI MOBCACHKA NIEPCOHAA IIPH 0DCITYKHBAHH KINCHTOB,
HPeIIONArAloIIHe PETYIApHoe 00yYeHHE ¥ [IEPENOATOTOBKY pAGOTHHKOB KOMIIaHHH;

T') 0COBEIH BHI TeATCABHOCTH, HAIGICHHDIH Ha YIOBNETBOPEHAE IOTPCOHOCTEH KIIEHTOB IIyTeM
OKa3aHHs YCIIyT. :

3. Hepeuncure 0CHOBHBIE CTOPUHLI (rerioMena odmeHns:

a) DTHUYECKAS,

0) mepuenTHBHAS,

B) IICHXOJIOTHYECKAs;

I') HKHTEpaKTHBHAS,

1) KOMMYHHKATHBHAA.

4. Obecnedenne NPABUILHOTC KOHTAKTA ¢ MOCETHTEAMH MPEATIOIATACT MPOPecCHONANLHYIO
HMOATOTOBKY, KOTOPAfA BKIOYAET:

a) obyueHue mepcoHana GEICTPO OIpeie/sTh KOHQIHKTHEIE CHTYAIHHY;

6) obecneueHye MPOAABLOB YCIYT 3HAHUAMH O KaTETOPHSX KIHEHTOB, 00 HX IPe/IIOYTSHAAX;

B) obeclieueHHE IPOJABIOB YCIYT 3HAHKAME O TOBape, yCIyraxX, (4ToObI BHINHSIENH KOMICTCHT-
HEIMH B I71a3aX KIHEHTOB);

r) hopMupoBanure 00pasa MPEAIPHATHS, ATMOC(EPHl TOMEIICHIUS, MMHKA 00CIYKABAIOMCTO IIep-
conaya, 9To0H co34aTh JOBEPHE Y KIHECHTA 3apaHee;

1) BCE OTBETHI BEPHEL.

5. Konrakraas 30Ha — 3T0 coOMPpaTelbHOe NOHATHE, B COCTAB KOTOPOr0 BXOJHT KOMILIEKC
daxropos: ' :

a) PH3AYECKOro, COMHAIBEON0, ICHXOJIOTHIECKOTO XapaKkTepos;

6) Tpo)eCCHOHATBHOTO, QH3HYECKOTO, ICHXOMOTHYECKOr0, XapaKTepos;

B) CHXOJIOTHYECKOT0, IMYHOTO, MPOGECCHOHAILHOIO XapakTepo

6. Kak BeoGxoaumo cefs BecTH ¢ Bamel TOUKH 3peHns IPH 00CIyKHBAHHH KadeHTa?

a) TocrapaTsea NepefeNaTh KIHEHTa 33 HECKONBKO MUHYT OGLUCHUS ¢ HUM.

6) TIposBIATH BBLISPHKKY H TEPICHHS.

B) Hekorza He ocTaBNATh O€3 BHUMaHMs NPETEH3UH U BO3PAMKCHHS 3aKa3HHKOB.

r) Bepeus cebs, oTBeHaTh Ha IPYOOCTH PABHOTYLIMEM

7. CopMy IHpPYiTE OCHOBHBIEC NeIH PA0OTEI ¢ IOTPpedHTEIEeM:

4) MPHBICUCHHE KIHCHTA;

0) 3axperuiende NOTPeOHUTENA B KAYECTRE MOCTOSHHOTO;

B) CO3JaHHEe KOHKYPEHTHOH Cpepbl

I) MCIIOB30BANME OTPEGHTEN KK HOCHTENA NONOKUTENbHONH HH(OpMAIHK O TpeAPHATHH.

8. Ha3oBHATe IpHYMHHELI, TPENATCTBYON{HE 00pPAIIeHHIo MoTpebureei:

a) GOJIbIIOE PACCTOAHHE [0 NPENIPHATHA CepEl cepBHCa HITH HEYAOOHOE €10 PacHioNoKeHHe

6) orcyrcrHe yAo0CTB BO BPEMs OXH/IAHHS BHIIOIHCHUA HITH OKA3aHUs yCIyIH
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B) HECOOTBETCTBHE OKOHYATCIHHOM CTOMMOCTH 33Ka3a 110 CPaBHEHHIO ¢ IICPBOHAYANBHON

r) orcyTrcTBHE HHPOPMALHH O HEM

9. Kaxue noMemenus K GpouT-oducy cepBHCHOTO NpeAIpUATH?

a} pecenmH '

6) meperopopHas

B) CepBepHas

r) 30Ha OENEIXA AT COTPYAHHKOB

10. Kakne ycAyra AeMOHCTPHPYIOT (oJiee BBICOKHI ypoBeHbh HHHOBAIHN?

a) HH(OPMALMOHHEIE

6) TpaHCHOpPTHEIE

B) YCIYTH PO3HHYHOH TOProBiy

r) ¢uHaHCOBEIE

11. Kaxyw nadpopManuo ACOOIHATEIb 0032 I0BECTH A0 CBeJenHs MOTpeduTe/ s nocpen-
CTBOM pasMeleHHs B HOMeIleHAH FOCTHHANbI?

a) CBEJICHUA O TIPUCBOCHAY TOCTHHHIE KaTerOpHH;

0) cBezeIs O BpEMEHH 3ae371a (BEIC3/1a);

B) MEpedYeHb YCIYT, BXOJAINHX B IICHY HOMEpa;

I) HepedeHs N6roT, MPeJOCTABISEMBIX ITPH OKA3aHHH FOCTHHHYHEIX YCIYT.

12. Kakne BHIBI YCIYT HCHOJHHTEIh TOCTHHHIHBIX YCJayr 00s3aH 0e3 JOIMOJHHTEJLHOH
OILIATHI 110 HpPOoch0e moTpednTexsi?

a) BHI30B CKOPOi IOMOIIH;

6) moCcTABKA €I B HOMED,

B) YCIYTH MpaveyHOMH; ‘

r) mo0yaKa K ONpeieICHHOMY BPEMEHH.

13. Kakne KaTeropHM TOCTHHHI{ NPEANOJATAIOT NAPKOBKY y (1) BOAH3H HEeHTPAJILHOrO
BX0/1a /715l 0CTAHOBKH ABTOTPaHEHOPTa?

4) KaTeropus «JIBe 3Be3ABDY; |

6) KaTeropus «Tpd 3Be3bI»;

B) KaTeropusi «4eThIPE 3BE31bI»;

I') KaTeropus «IIsTh 3BE31».

14. Kaxne kaTerpHH rocTHHHIl NPEIIIOJIATAIOT IO yeJIyre ODHTAHHS 3ABTPAK «HIBEICKHI
cros» (7.00-10.00)?

a) KATETOPHS «JIBE 3BE3/BI»;

0) KaTeropHs «TPH 3BE3LDY;

B) KaTeTOpH4 «9ETEIPE 3BE3IBI»;

T') KATETOPHS «IIATDH 3BE3I).

15. Cmena moctesbHOro 0eabsi B TOCTHHHIE KATErOTHH <«I€ThIpe 3Be3NAbDy MOKHA 0CY-
IeCTBIAAThCR?

a) 1 pa3 B 5 nmeii;

0) 1 pa3 B 3 jusi;

B) | pas B 2 mHs.

Temot npezenmanitii Ona peiimunz - konmponn No3:

1. OcobenEOCTH OpraHu3ally KOHTAKTHOH 30HE! NIpeIIPHUATHH cepBHca.

2. TlcnxonornHyuecKkoe acleKTHl ponecca o0CTy KUBaHHL.

3. Cuennduxa 0OCIyKHBAHUSA PAa3HBIX CONHATBHLIX TPYIIT

4. 11poH3BOJICTBO YCIYT H CEPBHCHOTO NMpOAYKTa. |IpoW3po/icTBeHHEIE acHeKTsl Iporecca
o0cyxuBagns.

5. CepBHCHEIC YCITyTH aBTOCATIOHOB

6. BzaumojeiicTere ¢ riorpeduTeneM YCIYyT KaK yIIparJIeHdeckas 3aaqa.

7. CrienHANLHEIE IPOTpaMME] JIOSIIBHOCTH KIHEHTOB 0aHKa

8. CrpaxoBkie yciayrn
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9. CoBpeMCHHBIH CEPBHC B TOCTHHHIIAX, OTENAX

10. PemHOK yCiayr

11. Yenyru s 6m3neca (b2b)

12. PeIHOK TpaHCIIOPTHEIX YCIIYT

13. Yenyru gna mereii: Gu3Hec-HieH B cepe pasBiacdeHni B 00pa3oBaHus

14.ITone3HEIC CEPBUCHL T CTAPTanoR

15. Opranusamys CEPBYCA ¢ YICTOM HAIMOHATBHO-PETHOHATIBHEIX OCODEHHOCTEH 00CITy H-

BaHHA.

16. Oprammsanus cepsuca B TOCTHHHIEX BiaguMupckoro pernona: npoGiueMbl H OEPCIeK-
THBBI pa3BHTHA.
17. Bausaue nposesieHHs MEXTyHApOAHBIX MEpPOIpHATHH Ha paseaThe Biamumupckoro

pErnona.

18. HaTepakTHBHEIC COCOOEI B3aHMOEHCTBES ¢ NOTPEOHTEAMH 3KCKYPCHOHHBIX YCIIYT.
19. busnec-uacH B chpepe yCIyr.
20. MexayHapojHas KIacCHPHKAIEA H TAIE TOCTHHHL.

5.2. Ilpome:KyTOMHAS ATTECTANMA 10 HTOT'aM OCBOCHHA JUCIHUILIHHEI (339€T, SK3aMCH).

No kW

3 cemectp

Bonpocui k 3auemy no Jucyuniune
Poxe chephl cepBHca B YCIORHIX COBPEMEHHOMN MEPORBOM 3KOHOMHKH.
OCHOBHEIE BHIBI U CTPYKTYPa JICATETLHOCTH
Bus cepBHCHOMH IEATENLHOCTH.,
PeabHnuTAMOHHELA XapaKTep CepBACA.
HcTopHYecKHe TAIEI pa3BHTHS YCIyT H CCPBHCHOM JICHTEIBHOCTH
PoIis FOCYIApCTBCHHEIX MEXAHH3MOB B PA3BHTHH YCIIYT.
Cdepa ycnmyr: Tpu 3Tana pazBATHSA IHBRIM3AIAH - B JOHHAYCTPHAILHLIA, WHAY-

C’IpHEUILHBH/I H HOCTI/IHI[YCTPHHJII)HBIH

8.
9.
Amepuxu
10.
11.
12.
13.
14.
15.
16.
17.
18.
19.
20.
21.
22.
23.
24.
CTH
25.

IKOHOMHKE,

STankl CONAANMCTHIECKOrO Pa3BUTHS cephl yCIIyT.
XapakTepHCTHKA CEPBHCHOH nedrensHOcTH cTpaH 3amanHoii Esponsr m CesepHoit

IIpoItecchl HHAYCTPHATH3AIME H MOAEPHU3ANMA PA3BHBAIOIIAXCS CTPaH
Knaccuguranyis THIIOB H BUIOB YCIIYT,

MarepuansEsle yCIyTH.

ConaanbHO-KyIETYPHBIE YCIYTH

XapakTepHCTHKA YCIYT.

Xy3HeHHBN MK YCIYTH H CEPBHCHOTO IIPOAYKTA.

PoIHOK yeImyT H ero 3HaueHHe.

MupoBoii peHOK yCuyr

Cocrosnune, npo0OIeMbl K IEPCIEKTHRE] pa3BHTHA PBIHKA ycIyT Poccin
Mogens xadecTsa yCuIyT.

Meromaxa SERVQUAL

Merton «TauncTBennoro NoKynaTemisa»

MeToaE! OLICHKH YIOBICTBOPSHHOCTH OTPEORTENA YCIIYT oM.

D¢ hexTHBHOCTH CEpBUCHOM JCATCIBHOCTH U €€ OLEHKA.

Ananus KadecTBa YCIyT, HPEOCTABIIEMBIX NPeAHPHATHAMH Bna,unMHpcKon obna-

CyObexTsl MAJIOTO M CPEHETO TpeIIPAHIMATCIECTBA H WX 3HAYCHHC B CEPBHCHOM
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4 cemectTp

Bonpocet K 3x3ameny no oucyuniune
CepBHcHas AeATEIFHOCTD U €€ LeNH.
CepeurcHag AeaTe;IFHOCTE KaK (popMa yIOBIETBOpEeHHA HoTpebHOCTEH
Pons cdepsr cepBHCa B YCIOBHAX COBPECMEHHOH MAPOBOH SKOHOMEKH.
CepRHC | €r0 BHIEBI
Hcroprdeckue 3Talbl pa3BHTHS CEPBACHOM JNEATENHHOCTH
Coepa ycayr: Tpu sTana pa3BHTHS OUBHIM3ALUE - B JOMHIYCTPUANLHBIH, HHIY-

CTpHAJIbHBINA B MOCTHHAYCTPHAILHEIH.

8.

CepBHCHaFI ASATCIBHOCTE B PAa3BHBAIONIHXCA CTpaHax MHDPa

CepercHas NeATeNLHOCTE B Pa3BHTHIX CTpaHax MHpa

9. OcoGeHHOCTH CEpBUCHOH AeATeNbHOCTH B Poccnn

10.  VYeayra kak cnenmu@uIecKuii IpOAYKT CEPBHCHOH JEATEIIBHOCTH

11.  XapaxTepHCTHKAa MaTCpHANBHEIX YCIIYT

12.  Oprammsanus obCciayxuBanus notpebureneii yemyr

13. Hossle BHAHI yCIyT |

14.  TIporpeccusnsic $opME 00CITyXUBAHUAL

15.  HudopManHOHHEL CEpBHC

16.  MHHOBallHH B CEPBHCHOM NEATEILHOCTH

17. Kiaccmdwukays THIIOB U BUJIOB YCIYT

18.  JKu3HEHHENi HHKJ YCIYIH M CEPBHCHOTO mponykra. IlomsTre, (askl XH3HEHHOIO
KA BX COCHHdrKa. ;

19.  Ilomarme ceprudukamum ycuyr. OOs3aTenbHas H JoOpOBONBHAS CepPTHOHKAIHA B
cepe yenyr : :

20. «KonrakTHas 30Ha OOCIYKMBaHHSA», ¢¢ Ha3HAYCHUE H (PYHKIIHOHAIBHEIE 0COOEHHO-
CTH

2]1.  BuAB KOHTaKTHBHIX 30H H MX XapaKTEPHCTHKA

22, IIpocTpaHCTBO KOHTAKTHOM 30HEL TToHATHS «G3K-0hmCe» H «dponT-odhrcy

23.  Kynetypa o0lnenus ¢ KIMCHTaMH

24.  XanoObl H KOHQNHKTHL IPH OOCIYXHBAHUH KIHEHTOB

25.  IIporHBOpedHs CEpBHCHOM JCATCIEHOCTH

26.  IIpunmansl >¢ddexTHBHOTO penicHAA KOHGIMKTHRIX CHTYALH

27.  Poub u Mecto Poccrn B chepe MEXAYHApORON TOPTOBIIH YCIIyraMu

28.  Pwmox ycuyr Brajumapckoi obnacta

29.  KawecrBo H OIEHKA KA4eCTBA YCIyT

30. Mogenre kadecTBa yCIIyr |

31.  3ddexTHBHOCTE CEPBUCHOM JCATEIHFHOCTH H €€ OLEHKA.

32.  TlpodeccHoHaIEHOE NOBE/ICHHEE H 3THKET HA NPEANPHATHAX CEPBHCA

33.  Kopgekc mpodeccHOHAILHOH 3THKH

34,  OTHKA H 3THKET Tene(GOHHOr0 pasroBopa.

35.  OJTHRET COCTaRIICHM JICNOBEIX THCEM

36. Ionmarme cepruduxamuu ycayr. O0s3aTensHas ¥ A0OpPOBOIbHAA CepTHRUKALHS B
cepe yemayr _

37.  Tums norpebHTENCH (KIHEHTOB) H B3aHMOICHCTBHE ¢ HHMH

38.  VHbopManHOHHEIA CEpBHC

39. [udposmzamms ycuyr 1 pa3BHTHE EKTPOHHBIX CEPBHCOB.

40.  AproMarmzarisa OH3HEC-IPOLECCOB B chepe YCIyr.

41.  IlpuAIANH OpraHM3anuH OOCITyKHBAHAIC TOTPEONTEN.

42,  Knaccupukanus H XapakTepucTHKa (hopM 00CIyXuBaHUs BOTPEOHTENEH: 110 MECTY

OKa3aHHA YCIYr, CIOCO0y IMpHeMa 3aKa30B Ha YCIYTH, CPOKAM HCIIOJINCHHS 3aKa30B, 10 METOJaM
OpraHA3aliA B3AHMOJICHCTBIS ¢ MoTpeduTeneM, o cmocodaM pacdeTa, KOMIUIEKCHOE 0OCITyKHBa-

HHEC.
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43,  TloHATHS ¥ BHJBI TYPHCTCKHX H OKCKYPCHOHHBIX yciyT. OIleHKa H KOHTPOIb Kade-
CTBA HCHOIHEHHA TYPHCTCKHUX H 9KCKYPCHOHHEIX YCIIYT.

44,  O6cmyxHBaHEC TYPHCTOB H HACETCHHA B CPEJICTBAX pasMeINeHH s, Ha IpeIpHITHIX
o0HmEeCTBEHHOrO TIMTAaHH, B KYJIHTYPHO-Pa3BICKATENBHBIX YUPESKICHHAX

45.  CepsucHoe 00CTyXKHBAHHE JENOBEX MEPOIIPHATHI

46.  TpaHCHOpPTHBIE YCIYIH II0 IEPEMEINEHHIO IaCCHKEPOB, MaTepHANBGHBIX IEHHOCTEH.

47.  Be3omacHOCTE H KaYeCTBO TPAHCLIOPTHRIX YCIIYT.

48.  Texmomorus okazaHHs YCIyr B chepe HeTBIDKAMOCTH, B cyxkbax cepBica, ynpas-
TSIOMHX KOMIIABHIX, obcmyxusatomux MK]L 1 00BeKTH HEIBHKHMOCTH.

49,  Kpurepunm xnaccuduKamiy rOCTHHUYHBIX IPEAIPHATHN. THIEI TOCTHHAYHEIX MPEA-
mpuaTHi. OLEHKA COOTBETCTBIA TOCTHHHYHOTO NPEANPHATHA CHCTOME KIacCHPHKAIMHE FOCTHHHL

50. TlomsTeHe ¥ OCHOBHELIC HPHHIWIE IIPENOCTABIECHHUS T'OCYJAapCTBEHHBIX M MYHHIIH-
[IAJIBHBIX YCIIYT.

5.3.CamocTodaTeabHAA padoTa 00y a0MIErocs.

CamocTogTencHas paboTa CTYACHTOB 110 H3YYCHHIO JUCHHIUIHHBI BKIIOYAET CIEAYIOIIUE
BHBI paboT: H3yUeHHe MATepHalla, H3JI0KECHHOTO Ha JIEKIHAH; M3yICHIE MaTepHAala, BHIHECEHHOTO
HA IPaKTAYECKUC 3aHATH; TOATOTOBKA K HPAKTHYCCKHM 3aHATHAM, BEHIIOIHEHNE HHIHBHIYAIEHO-
ro 3afaHns (pedepar), MOATOTOBKA MpE3EHTAMH NOK/IaNa.

CaMoCTOSTENbHAS BHEAyJUTOPHAs paboTa o Kypey BKIOYAET H3y4CHHE YUeOHOH H HAYIHOM
JIATEPATYPEL, OBTOPESHHE JIGKIMOHHOTO MATepHAITa, IOATOTOBKY K PAKTHYCCKHM 3aHSTHIM, 8 TAKKE
K TeKyIneMy KOHTPOIIO M IPOMEKYTouHOH arrectamu. [IpakTHdecKue 3aHSTHS MpeIyCMATPUBAIOT
COBEPINICHCTBOBAHME HABBHIKOB PAGOTHI ¢ IIEPBOMCTOMHUKAMH, M3YUCHUS IPEAMETHOH CHCIHQHKH
Kypca. Borpockl, He pacCMOTPEHHBIE Ha JICKIUSIX | IPAKTAYECKHX 3aHATHIX, JOTNKHEI ObITh H3YYeHBI
OaxaaBpaMH B XOJe caMOCTOATenbHOH paboTel. KoATpons caMocTtosaTensHOM paborsr GakanaBpos
Hayl y4eOHOi mporpaMMoii Kypca OCYINECTBISCTC B X0ie IPAKTHYECKHX 3aHITHI METOJIOM YCTHOTO
OTpoca MM OTBETOB Ha BONPOCH TeM. B Xoze caMocTosTensnoil paboTel K&XEIH CTYEHT 00s3aH
[IPOYHTATH OCHOBHYIO H IO BO3MOXHOCTH JIOIOTHHUTENBHYIO JIATEPATYPY MO W3yuaeMoit Teme. O0y-
YarOIMUiHCS NOJDKeH TOTOBATHCS K IIPEACTOAINEMY IPAKTHYECKOMY 3aHATHIO IO BCEM, 0003HAYCHHBIM
B mporpamme BompocaM. He mposicHeHHBIe (THCKYCCHOHEBIC) B XOI€ CAMOCTOATENBHOM paboThl Bo-
HPOCHI CIEYET BBIIMCATH B KOHCUEKT JEKIME M BOOCIENCTBUM NPOACHATE MX Ha MPaKTHICCKAX 3a-
HATHSX.

CamMocTtoaTensHas paboTa BEITONHAESTCS CTYAEHTOM 110 3aJaHUIO NMPEOAABATENs, HO Oe3 ero
HEHOCPC/CTBEIHOTO YIACTHS.

Brpamu 3amanwii [0 BHEayIHTOPHOH caMOCTOATENbHOR paboTh! CTyNeHTa BHICTYIAIOT:

IS OBJAANCHHS 3HAHMAMH:

- yTeHHE TeKcTa (yaeOHHKa, IEPBOACTOYHAKA, IOMOIHATEILHON JIATCPATYPHL); COCTABIICHHE
TI71aHa TEKCTA;

-KOHCTIEKTHPOBAHHE TEKCTA;

-BEIIHCKH H3 TEKCT4;

-paboTa co CIOBapsSMH H CIIPABOYHHKAMH;

-yueOHO-HccnenoBaTenLCKas pabora;

-HCIIOJIB30BANEE KOMIIBIOTEPHOM TEXHAKH H VIHTEpHeTa M Ip. P BHIIOIHEHMH TBOPUECKHIX
NOMAIOHAX 3a0aHuH.

IUTA 3aKPEIUICHHS ¥ CHCTEMATHRAIMH 3HAHKH:

-paboTa ¢ KoHCIIeKTOM JeKiit (00padoTka TekcTa);

-nmoBTOpHAd paboTa HaJl yueOHEIM MaTepHANOM (IEKTPOHHOTO YUeOHHKA, IEPBOHCTOYHNKA,
JOIONHATENRHOH JIUTSPATYPEL);

-COCTARICHHE TIJIAHA M TE3UCOB OTBETA HA BOIIPOCH! HPOMEKYTOYHOI0 KOHTPOILS,

-aHanHTHIecKas 00paboTKka TeKcTa (AaHHOTHPOBAHHE, PENEH3WPOBaHHE, pedepHpOBaHHC,
KOHCTIEKT-aHaIH3 H Ap.);
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- TOATOTOBKA COOBINECHHH HA IPAKTHYECKOM 3aHSTHH U JIP. U GOPMEPOBAHKA YMEHUH H
HABEIKOB:

- IOATOTOBKA COOOUTEHHI 110 3aJaHHBIM TEMAM;

- pellIeHHE CHTYAUROHHBIX (1IpodecCHOHANBHEIX) 3aJaHuE;

[lpopaGoTka BOIpOCOB, BEIHOCHMBIX H2 CAMOCTOSTEILHOE H3yUYEeHHE COCTOHT B M3yd4EHHH,
KOHCHEKTHPOBAHMH U aHAIH3E JIATEPATYPHBIX HCTOYHHKOB.

Mertomaueckie PEKOMCHAAIMHAN II0 CAMOCTOSTEIBHOMY H3YYSHHIO BONPOCOB TEM JHCIH-
IUTHHEL

1. HeobxomuMo HpOYMTATEH JIMTCPATYPHBIC HCTOYHHKH, IIPOaHAIH3HPOBATH KAYECTBO H
IIOJIHOTY M3JI0KEHH MaTepraia 10 H3y4acMBIM BOIIPOCAM B JIMTEPATYPHBIX HCTOUHHKAX.

2. PexoMeHIyeTCS NHCEMEHHO COCTABATE CBOH BOIIPOCH K TEKCTY (HE MCHEE TPeX).

3. PexomenayeTca AaTh COOCTBEHHBIE KOMMEHTAPHH IPOYUTAHHOMY MAaTCPHAIY, apryMCH-
TAIHIO CBOEH HHTCPIIPCTAIIHH.

4. KonTpolb BEIOIHCHHS BHEAYTUTOPHOH caMOCTOATENLHOM PaboThl OCYIIECTRISCTCS HA
HPAKTUYIECKHK 3AHATHAX, HAIUBHAYATLHLIX H IPYIIIOBEIX KOHCYNBTANUNX, 3anTe pedepara, K-
3aMeHe. '

IIpamMepnas TeMaTHKa pedepaToB.

1. Cdepa rocrenpuumcrsa B Poccnn: moxazatens pa3BHTHI HHAYCTPHH

2, OueHka CEpBUCHOIC oﬁdnyxc%maaﬂm B TOCTHHHIAX # otenax Poccun

3. Illorpnmenme KauecTBa KIMEHTOOPHCHTHPOBAHHOIO CEPBHCA B TOCTHHHIEAX H APYTHX
CpEZICTBAX PasMCINCHHA ‘
. Opranusanus o6CTy)KHBAHHA Ha IPHMEpE OTEIA ...
CepBucHad AeATENBHOCTS IPCANPHATHI OOMECTBEHHOrO MUTAHAS Ha IIPAMEpE. ..
Be0-caliTsl rocTHHEL M HX BKIaJ| B IPABICYCHHC IOTPeOHTeNei
AHAIHM3 ¥ XapaKTePHCTHKA e TeNbHOCTH XOCTEI0B
Opranusanysa CEpBHCHOH JeATeNFHOCTH (HTHeC-IEATPOR HA IpEMEpe ropoaa Buaau-

% N o LR

MHpa

9. Bononrtepckas nesn‘enbﬂocm Kak WHCTPYMEHT OPTaHH3alHH CCPBHCHOIO OOCIy:xuBa-
HHSL ACTIOBBIX MEePOTIpHASATHIH

10. CocrosiAe ¥ MEPCTICKTHBEL Pa3BATHA CEPBHCA B HHIYCTPHH I'OCTCIPUEMCTBA IOpOJa
BrnamiMupa |

11. Amanus mpemocTaBICHAS PHEITOPCKHX YCIyT ropoza Bragumupa

12. IIpenmocraBienne ycIIyT HHIAABHYANBHBIME IPEANPHEMMATEIAMH, KaK OJHH U3 COOCO-
0oB yoBIETBOpEHUA 1IoTpeOHOCTEH HacemeHus

13. KauecTBo yCIIyT ceKTOpa XHIHITHO-KOMMYHAIBHOIO X03M1cTBa

14. KauecTtBo 0OcoyxuBanHsa aBTOMOEK Ha IpuMepe ropoja Bramumupa

15. CpaBHETENEHAS XapaKTEPHCTHKA KadccTBA OOCIY>KHBAaHKS B pecTopaHax ropoga Bna-
JUMHpa

16. IlepcrexTHRE pa3BATHA pHHKA (pUTHEC-YCIYT Ha IPHMEPE CHOPTHBHBIX KOMILIEKCOB
ropojaa Bnanumupa _

17. KoMmieke ycuyr napkoB Kak HHHOBAI[HOHHAS IUIOINAKA Pa3BHTHA POCCHHCKOM HHAIY-
CTPHH pa3BIICUcHHH

18. CorpemerHEBIE npobIEME CEpBHCA Ha IIPEMEpe PeCTOpaHOE ropoya Bnagamupa

19. KaueccTBOo cepBrca B HHAYCTPHA KpacoThl ropoja Biagrmmpa

20. IloBeimeHHEe KayecTBa KIHCHTOOPHCHTHPOBAHHOTO CEPBECA HA HPHMEPE MPeAIPUITH

TYPHCTCKOA HHIAYCTPHH

Ponx oneHouyHEX MaTepranos (POM) mia npoBenenns aTTecTallMy YPOBHS C(HOPMHPOBAH-
HOCTHKOMIIETEHITHH 00YUarOMIXCs 10 NUCIHILIHEES 0(GOPMISCTCS OTAEIBEHBIM JOKYMEHTOM.



T T R R P Ot R T E YT

6. VUIEBHO-METOJAHWYECKOE H HHOOPMAITHOHHOE OBECIIEYEHUE

JUCHHAILTHHBI
6.1. KnurooGecnmegacHHOCTE
Haumenosanue THTEpaTypH: aBTOp, HA3BaHAS, BHA W3/a- o m3pa- KHHUI"OOBECIIEYEHHOCTD
His, H3NATENLCIBO A Hamzie B 3IeKTporHOM KaTtanore O5C
{OcHOBHAA IHTEpPATYpa*
1.Pynerko JIJL. Cepereuas feATeNbHOCT: yueGHoe Toco- 2021 hitp://www.iprbookshop.1u/99368.htmi

6ue / Pynenko JLJI. — Mocksa : Jamkos 1 K, Ait ITu Jp
Menma, 2021. — 207 c.

Pezmmx, . A, CepeHCHas OeaTeNsHOCTS | yaeOmik / TLA. 2020 https://znanium.com/catalog/product/1087
Pesmuk, A.M. Mackaeea, 10.C. Tlonomapenko. — Mockea : 820

HWHOPA-M, 2020. — 202 ¢. — (Bricmee ofpazopanve:

Bakanaspuar). ’

Ceupnienxo, I0. I1. CepBACHAA EATEABROCTD : yaeOHOe 2019 hitps://znanium.com/catalog/product/1007
nocobue / 10, I1. Ceupuzenxo, B. B. Xmenes. — 2-¢ m3x,, 976

uenp. | gor. — Mocksa : HHOPA-M, 2019, — 174 ¢. —
(Beicimee oGpazopanne: bakalappHar).

- JlononpuTeAEHAA THTEPATYPA

1. Cepriic: opraHU3alis, YOpas/IcHHe, MapKeTHHAT [Dnek- 2019 http://www.iprbookshop.ru/85432.html
TPOHHLIH pecypc]: yaeOnnk mia Haxanaspor/ E.H. Bonx [
ap.].— DnexTpoH. TEKCTOREIE JaHHEE.— M. Hamkos u K,
2019.— 250 c.

2. Mamsmuma H.A. Cepsuconoraa: noTpeOHOCTH 9eN0BEKa 2019 http://www.iprbookshop.ru/83145.html
[Pnexrponnsii pecype]: yaeOHoe mocobue mm Oaxanaspos/
Mansmmea H.A., Epmakosa H.1.— 31exTpoH. TEKCTOBHE
manmste— M.: Jlamkos u K, Adi Il 3p Meémua, 2019.—
4. '

3.Bunorpaaosa C.A. Opraam3anys H NIaHAPOBAHUE AEH- 2019 http://www.iprbookshop.ru/83130.html
TENBHOCTH OpequpHATHi cepBuca {DIeKTpOHHEIH pecype]: '
yuebroe nocobre mis Gaxanarpos/ Burorpanosa C.A., Co-
pokuna H.B,, XXmanosa T.C.— DnexTpoH. T¢KCTOBEIC IaH-

nwie, — M.: Hamkos 1 K, Aii ITu Op Menna, 2019.— 207 c.

4. Tupdanosa JLP. HEHOBaIMOHHEAA K ATEHTHAN AEATE b 2019 hitp://www.iprbookshop.ni/83266.htm1
HOCTB [ DNEKTPOHHEL pecypc]: yae6HO-MeToaHIECcKoe [0~
cobue/ Tupdanosa JL.P.— DnekTpoH. TEKCTOBHIE JaHHEIC.—
Caparos: Aii [Tn Op Menna, 2019.—9%6 c.

5. Ueanop A.P. PectpykTypmzanus cheprl yeryr AKX 2016 hitp://www.iprbookshop.ru/41360 html
[Dmertporasii pecypc)/ Heanor A.P.— DAEKTPOH. TEKCTO-
Bhle gaHHeie— M.: Anpnana [abimmep, 2_016.— 200c¢.

6.2. IlepHoanveckue H3ANAS

1. Menemxment B Poccrn 1 3a pybexom
2. Cepsuc B Poccun 1 3a pybOexoM: CaliT CETEBOTO HAYYHOr0 XKypHaa.
3. Poccuriickuii xypHatl MeHemkMmeHTa, HaywHo-HccnenoBarensekuit xypHal H3man

mo wouimatyee Berciel mxonet MmenemxMenta CIIOIY
4. Hayunsii xypaat « CEPBHC PLUS»
3. JKypHan 0 KTHEHTCKOM ONBITE « TeppHTOpH:A KIIHCHTA»

6.3. HarepHer-pecypcbl

1. AnvunucTpauys BraauMupekoit o6macty - hitps://avo.ru/main

2. Ba3a NaHHBIX MCKYHAPOAHBIX HHJEKCOB Haydnoro mutupoBanus WebofScience -
webofscience.com
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3. bubnuorpadudeckas 1 pedepaTuBHas 6a3a JAHHBIX HAYYHBIX MyOmHKamui Scopus -

http://www.scopus.com/
4. Cnpagouno-npaeopas cacreMa «Koucymsrant [noc» - www.consultant.ru
5. denepansHOE areHTCTEO MO Typu3My P https: //www.russiatourism.ru
6. ®enepanns Pecropatopos u Oremsepos (OPrO) - http://frio.ru/
7. OnexrponHas O6ubmoTeyHas cucTeMa BilaguMMHDPCKOrO rocylapcTBeHHON0 YHHUBCD-

cateTa - http:/library.vlsu.rw/

8. DrexTpoHHEIE HaydHkle wHQOpManmOHHBIE pecypesl AmericanPhysicalSociety -
http://journals.aps.org

9. ONeKTpoHHBIE HaydHbic HHGOpPMAIMOHHBIE PECYpCHl H3JaTeNbeTBa Springer -
http://link springer.com

7. MATEPHAJIBHO-TEXHAYECKOE OBECIIEYEHHE JUCITUITIHHDbI

Jlns peanHzanii JAaHHOW JMCIHMIUIHHEI HMEKOTCH CHEHHANLHEIE TOMEIIEHHAS JUIs IPOBE/Ie-
HAS 3aHATHH JEKOUOHHOrO THIA, 3aHITHH NpaKTHIeCKOro/mabopaTropHOro THIIA, KypPCOBOro IpoeK-
THPOBAHKS (BEIIONHEHHS KYPCOBBIX pafor), rPYRNOBEIX M MEAMBHAYAILHBIX KOHCYJbTALHIM, TeE-
KYINEro KOHTPOJIL H IIPOMEKYTOUHOH aTTeCTalluH, a TAakKe MOMEILEHHS /IS CaMOCTOATENbHOM pa-
GOTHL: ayIMTOpHH, OCHALICHHBIE MYIBTH-MEAHa 00OpYAOBAHHEM, KOMITHIOTEPHBIC KIACCHI C HOCTYIIOM B
HHTEPHET, ayTHTOPHH 6&3 CeIHaabHOT00000py HOBAHHES.

IepeueHs HCNOE3YEMOTO MHIIEH3HOHHCTO IporpaMMHOTO obeciedenns: naker MS-Office,
MicrosoftWindows, 7-Zip, AcrobatReader; CIIC «Koncynprant ILmocy (MHCTANHpOBAHHELH pe-

cypc Bal'Vy).

IIpumedanne
B cOOTBETCTBHEH ¢ HOPMATHBHO-TIPABOBEIME AKTaMH ISl HHBAIHAOB | JIHI] ¢ OrPAHHYEHHEI-

MM BO3MOXKHOCTSAIMH 37I0POBBS MPH HEOGXOMMMOCTH TECTUPOBAHKEE MOXKET OEBITH IPOBEEGHO TOIBKO
B OHCHMEHHOH WA YCTHOH ¢opMe, a Takoke MOTYT OBITh HCIOJL30BAHLI APYTHE MATEPHANB! KOH-
TpOJIs KadecTha 3HaHMA, IpeAyCcMOTPeHHbE paboyei MporpaMMOoil JHCIHILIMHEL
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Pabodyio mporpamMmy COCTABHI Z/ﬁjﬁé}m LG Ter &

Penensenr e
(npexcrasmTens pabotoaarens): reH. gupekrop OO0 Typ. (prMaéf';

IIporpamma paccMoTpena H 0J00peHa Ha 3acenanuy Kadeaps : THC
TIporoxon Ne S B2 2/  rtoma

3asemyroui Kadeapoii W ST r/)/? /?
(®HO, no

Pafoyas mporpaMMa paccMOTpeHa H oZo0peHa Ha 3ace/aHHd Yy4eOHO-METOMMYECKOH KOMHCCHH
nanpapneRus: 4 A O3, TOCHAUUATHIE 2Lt
ITIpotokos Ne / or 4] K roma i L 2
TpejicegaTens KOMACCHH @ﬁx{ _,"“/%9[{- (/e % VA
./ /u (dUF, noanmcs)




