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1. EJIA OCBOEHWA JUCHUILIUHBI

Lensimu ocBOeHHs AUCUANIHEEl «CepBHCHAS KEATEIBHOCTRY SBIAKTCA CO3MAHHE CHCTEMBI
3HAHHHA O CEPBUCHOM NEATEIBHOCTH, YeIyrax, GpopMax obCcTyXuBaHHS H Crocobax GopMHpPOBaHHS
HOBBIX YCJIyT M IIPOTPECCHBHBIX METO/0B 00CTYKHUBAHNS.

3amauaMHi JACIMILTHHE] SBIISIOTCA:

¢  (HOpMHpOBAHHE PECACTABICHHS O CEPBUCHOR NEATEILHOCTH,

L4 OCBOEHHUE METOOOJOTHUICCKHX OCHOB OPTaHH3allH CCpBHCHOﬁ ACATCIBHOCTH,

®  ONpeleNcHHE MECTA CEPBUCA B XU3HECATEIRHOCTH YETIOBLKA,

*  H3yUeHHE HEPAPXHH YeNIOBEUECKHX MOTPeOHOCTEH;

®  V3yUEHHE KOMMYHHMKATHEHEIX ACTIEKTOB CEPBHCHOMN AEATEIBHOCTH,

e  (pOPMHpOBAHHE MPEACTABICHHA O IMPOIECCaX B PA3/MUHBIX OTPACiiX Cdepsl cepBrca U
0COBEHHOCTX OCYIIECTBICHHSE CEPBUCHBIX MPOIIECCOB.

2. MECTO JUCTTUILVIMHBI B CTPYKTYPE OIIOII BO

Jucrvmmea «CepBricHas 1eSTeTbHOCTDY ABISETCA THCUMIUIMHON IPOTPAMMBT TOITOTOBKH
manpasienus 38.03.06 Toprosoe zesno.

Jucruninaa npeacTasiseT coboff TPUKNaTHy0 HaydHYIO AHCIHMILIARY, B KOTOPOH NpHpa-
LICHHUE 3HAHHUHN TIPOMCXOMUT ONaromapst HCIIONB30BAHKIO PE3YITbTATOB HCCAENOBAHMH U pa3paboToK
B JPYIMX OTPAC/AX HAYKH, TAKMX KaK MApKETHMHT, COLHOJIOTHS, TICHXOIOIH, MEHEIKMEHT ¥ MHO-
IHX JPYTHX.

Kypc «CepBucHas AEATENBHOCTE) HMEET CYIIECTBEHHOE 3HAYCHHE B JKOHOMHKE, chepe
YIPaBRCHUS, B TOPTOBOH JA€ATEIBHOCTH. |

DTa ANCILHIIIMHE CBA3aHA ¢ APYTAMH THCHUILUIMHAMH, H3yHaeMbIMH 110 BPEMEHH IO ¥ [TOCTE
AamHoro Kypea. K uMciy takMx IMCHMINMHE oTHocATcs ««Ilcuxomorns nesosoro obLIeHUs,
«KoMmepdeckas NeSTeIbHOCTEY, « MapKeTHHT TOProsol ACATEIEHOCTH H TIp.

3. KOMIIETEHIIUHA OBYYAIOHIEI' OCSl, POPMUPYEMBIE B PE3YJ/IbTATE
OCBOEHMA AUCTTHUITJIMHBI (MOIY JI5T)

ITporecc w3ydeHUs AUCUHUIITHHBL HAlpaBieH Ha QOPMHMPOBAHHE NPOGECCHOHATLHON KOM-
neteHmrd — [1K-8:

* TOTOBHOCTH OOecneunBaTh HEOOXOJMMEIH YPOBEHB KadecTBa TOPTOBOTO OOCITyXuBa-
HUAL.

B pesympTare 0CBOSHHS IMCIMIUIEHE O0ydalomImMics JODKEH AEMOHCTPHPOBATE CIIEIYKO-
IIFE Pe3yNbTaThl 00pa30BaAHHS:

3HATD:

® BBl YCIYT U CEPBHUCHOH AESTCNLHOCTH, HX XapaKTEPHCTHKH;

e  COUMATBHBIC MPCAITOCHIUIKA BO3HMKHOBEHHS W DA3BUTHA CEPBUCHOH NEATEIBHOCTH, HC-
TOPHIO PA3BHTHS CEPBUCE;

® TEOPHIO OPraHM3aUMH CEPBHCHOTO OOCTyXWBaHHA B ChEpe NPEANIPHHUMATENLCTBRA,
(IIK-8)

® TEODHIO M NPAKTUKY CEPBHCA C YUETOM HAUMOHAILHEIX, PEIMOHAIBHBIX, ITHYECKHUX,
JeMOrpahHHUeECKIX ¥ [TPHPOHO-KIIMMATHYECKHX 0COOEHHOCTEH 00CTyKBaHH ],



¢ (OCHOBHBI¢ TIOHATHS H TCPMHHBI, BAKHEHIHE KOHUEMIHH, METO/IbI COBpeMCHHOfI cep-
BIICHOH JlesTeIbHOCTH, HanpapieHHoi Ha nmotpebureneii; (ITK-8)

e  HOBBIC TEXHOJOTHH B ChEpe YCIyr | CII0co0b! BHENPEHH HHHOBALMOHHBIX TEXHOOTHA
B CCPBHCHYIO JIEITENFHOCTD TOPTOBBIX IPEANPHSITHH. (TTIK-8)

YMETh!

e  BBIIENSTH COLMATHHOE 3HAYEHWE KOHTAKTA B CEPBHCHOM ICATENBHOCTH, B3aMMOCBA3b
OBIICHNS ¢ TTOTPeOUTENEM, MEXAHU3MBI JEHACTBHS K CIIOCOOBI HPOABIECHHUS 32KOHOB H 3aKOHOMEp-
HOCTEH B pasiHYHBIX THIAX MEXIHYHOCTHBIX OTHOUICHMH;

e  IIPHMEHATH COBPEMCHHBIC M WHHOBAIMOHHBIE TEXHOIOIHH, H HOBBIE POPMEL o0CTyXH-
BaHMs TTOTPEOHTENEH B CEPBHCHYIO IeSTENEHOCT TOPrOBBIX MPCINPHITHH. (TIK-8)

BJIa/IeTh:

e MeTONaMH OeCKOH(MDIHKTHBIX B3dHMOOTHOMIEHHH ¢ MOTPEOUTENEM B IMPONECCE CCPBHC-
HOM JesTETLHOCTH, ITHOKYIBTYPHOH JHBEPCHQHKALINYA CEPBHCHOM NESATETHHOCTH;

e  IIPHEMAaMF MPAKTHYECKOTO TPUMEHCHHA METONOB CEPBHCHOM NEATENLHOCTH; (TIK-8)

e  HARLIKAMHK OOMICHMS C KIMEHTAMH B IIPOLIECCE OCYIUECTBICHHS CEPBHCHOH ACATENBHO-
CTH, a TaKke IQPEKTHBHOIO paspeleHns KOHQIMKTOB.

4. CTPYKTYPA H COAEPKAHUE TUCHHILIAHBI (MOAYJIs)
O61was TPYIOEMKOCTb MCIMIIIMHEI COCTABIIAET 6 3a4ETHBIX eAMHHL, 216 Hacos.
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1 | CepsucHas nes-
TeNbHOCTB KaK
opMa yIOBJIETBO- 5 ] | 0,5/50%
peHus notpebHo-
cTell yenoBeKa

2 | TlpeanocelIKY 803-

HHKHO?&HHH cep- 5 ! | 0,5/50%
BHCHOI AeATeNnbHO-
CTH
3 | Cnemduka ycnyr 5 12 5 2 2/50%
Kak ToBapa :
4 | LieHHOCTD YCIYTH 5 2-3 2 2 2/50%
5 [ToseneHue
l'lOTpeﬁHTe,TIem H 5 3.4 2 4 10 3/50%
MpOuUece IPUHATHA
MMM pelleHHs
6 | Teopmiopraiisa- | 5 | 56 | 4 | 4 10 4/50% Peifrar-
e OOCTYKHBAHHSA KOHTpOIb |
7 1 KoHTakrHas 30Ha 3 7 2 2 10 2/50%
8 | OCHOBHEBIE METOABI
MPCHOCTABTEHI | 5\ 8.9 | 2| 4 10 3/50%
YCIIYT ¥ (hopMbI
OGCITY)KMBAHHS.
9 | Kauectsoobeny- | < | g9 | 4 | 2 10 3/50%

AHBAHISL H NPOM3-
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BOOUTEJIBHOCTD.-

10 | Obmepoccuiickue
CTAHIapTH! Kaye- 5 11 2 2 2/50%
CTBa

11 | Crpareruueckue Pejtrunr-
HapaBAeHUA U 5 12 2 2 6 2/50% KOHTpOIb 2
KOHKYPEHTOCNO-
CODHOCTD

12 | JKu3HeHHBIH UK
YCAYT

511314 | 4 4 6 4/50%

13 | CepeHuc — xomro-
HEHT NPOoJaXkH TO- 5 15 2 2 6 2/50%
BapoB

14 | BHyTpeHHe obcny-
MUBaHHUE OpraHH- 5 16 2 2 6 2/50%
3allHH

15 | HOoBBIE TEXHOIOTHH 2 5 6

2/50%
B chepe youyr

16 | PaspaboTka H co- . PeitTunr-

30aHHE HOBBIX 5 18 2 2 19 2/50% KOHTPOJB 3
YCRyT Kontponsras

pabora

Hroro 36 | 36 99 36/50% JK3aMeH (45)

COJEPKAHUE JUCITHATIJIUHBI

JleKUMOHHBIH KYPC

Tema 1. Cepsucrana deamenvrocmy Kaxk popma yoosiemsopenua nompebnocmell 4eloseKa

[louste o6 ycnyre u cepucHo# nestentHocTH. QyHKUMH cdepr! yoryr. CTpyktypa che-
PBl YCAYT W KiaccHGuxalud THIOB B BHAOB yeuyr. O6mepoccuiickue KiaccHDUKaTOpE! yeayr
HaceneHn. CepBHCONOTHA

Tema 2. Hpeonocslaku 803HUKHOSEHUA CEPEUCHOU DeAmeTbHOCHU

Yenyrd B 2moxy nepBOOBITHOOOIDMHHOTO cTposd. Ycmyru: Ha JpeeHem Bocroxe, B dpesneit
I'peuvn, JIpesnero Puma, Ha CpemHesexosoM BocToke, CpenHeBekoBoOl EBponbL DTanbl pasBHTHs
yeiryr B Poccun. Teopus TOCTHHAYCTpHATBHOTO 001ecTBa. [ aBHEIC GaxTOPhl pasBUTHS cdiephl YCIyT.

Tema 3. Cneuudghura yciyz kax mosapa

OBOIOISA MOHATUS «TOBApP». XapaKTePHCTUKY ycryr. OTIHYHE YCIYTH OT MaTepHalnbHO-
BEIIECTBEHHOTO ToBapa. OmnpemeneHHe IIEHHOCTH YCIyrdH., MoJjiens HeHHOCTH ycAayrd. OCHOBHEBIC
ONPEIEHEHUS ¥ NOHATHS >KU3HEHHOTO IHKJIA YCIIyT. YIIPaBICHHS JTallaMi JKH3HEHHOTO IIHKIIA CO-

MYTCTBYIOIIKX YCIYT.

Tema 4. Ilennocms yciyezu

OmnpeneneHre USHHOCTH YCIyri. Mojiesls IEHHOCTH YCIYTH.

Tema 5. Iosedenue nompebumeneti i RPOUECC RPUHAMUA UMH DeUIeHUA

Onpenencaue HOTpe6ﬁTenLCKoﬁ cpens! B chepe yeryr. Kimments! u ux norpebuoctu. Dak-
TOPBI, BIMANOUIME Ha MOKYIATeNnbCcKoe IOBeAcHKE. [Ipolecc NpHHATHS pelleHus MOTpeOHTEeNeM.
Crnenpgudeckre acreKTsl NOKYNKY yeayT. [loBegeHns noTpeduTenel AENOBBIX YCIYT,

Tema 6. Teopusa opzanu3zayuu 00CIyIcUEAHUA |

ObcmyxHBaHHE Kak cepBUcHaA chcTeMa. CHCTeMa CEpPBUCHBIX onepanmii. CrcteMa npeno-
cTarieHud yoryr. CHCTeMa MapKeTHHTa YCIYT

Tema 7. Konmaxmuasn 3ona

O6mue monoxenus. IIpocTpancTBo koHTakTa. [Ipouecc KOHTAKTa MEXKIY KIHEHTOM H HC-
nonautenem. Coaepxanue KoHTakTa. Pabora ¢ xanobamu norpeburencii. lpunnune >¢dextus-
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HOI'0 PEUICHUS KOHQUIMKTHEIX CHTYaIlWH

Tema 8. Ocrosnble Memodbl HPEOOCMAGNEHUA YCIIYZ U POPMbL QDCTYHCUBAHUA.

OCHOBHBIE METO/IBI TPEAOCTARICHUS YCIyT. PopMbI 00CTYKHBaHHS.

Tema 9. Kanecmeo 00Cayxncueanua u npou3e00umebHOCHb.

O6mme monoxenus. Ilokasarenn KadecTsa yoinyrd. Moznenb kadectsa yceayr. CepBucHele
rapanTu. [IpoM3BOMTENBHOCTE Tpyaa B cepe yermyr. OOBEKThI CTAHAAPTH3AMHA W HOMCHKIIATY-
pa ToKasaTeNleH KadecTBa yCIyTr. MeToIb! OTIpe/IeNeH s BeJIMUUHEl TToKasaTenell kauectsa. OTeeT-
CTBEHHOCTB IIpOAaBLa (MCIONHUTENS) Nepel NoTpebHTeneM.

Tema 10. Obwepoccuiickue cmandapmsl Ka4ecmea

OOBEKTHl CTAHAAPTH3AWH M HOMEHKIATYpa TOKasarenacHt KadecTBa ycuyr. MeTods
OTIpeJeNIeHHs] BETHYHHBI TOKa3aTelel kadecTra, OTBETCTBCHHOCTE NMPOJABLA (HCTIOTHHTENA) IEPen
noTpebuTeeM

Tema 11. Cmpamezuieckue HanpasieHuA U KOHKYPEHMOCROCcobnocme

IToHaTHe 0 KOHKYPEHTHBIX [peHMyIIecTBaX. KOHKYpeHTHasd OKpyxaomas cpeda. Breibop
ueneBblX  motTpebmrenmell.  Crparermm  co3QaEMA  KOHKYPEHTHBIX — IIPEHMYINECTB.  Ponb
CTAHIAPTHIAINH H T PEepeHIHALHE B BEIGOPE TOBAPHOH NMOTHTHKH

Tema 12, KuzueHusllt yuxan ycnyz

OcHOBHBIE oOnpeleNeHMs W TIOHATHS, YTpaBlNeHHMS JTalaMM JKM3HEHHOTO IHKJIa
COTTYTCTBYIOLIMX yCIYT

Tema 13. Cepguc — KoMRONEHM NPOOAHCH MOBAPOE

OCHOBHBIE TOJXO0/B] K OCYIIECTBIEHNIO cepBrca. OCHOBHBIE 33Jla4M CHCTEMBI cepBHca. Br-
Jbl CEPRHICA TI0 BPEMCHH €TI0 BHITOIHEHNSA. BHIB! cepBuca 10 ComepxanuIo paboT. IIpuermme ra-
PAHTHHHOTO OOCITYKUBAHUS. DKCIUTyaTaAlHOHHBIE HHCTPYKITUH

Tema 14. Buympenne obcayrncusaniie opzanu3auuu

CocTaBHBIE YACTH CHCTEMB! ACATCIIBHOCTH OPraHH3allMH. 3amavyd W QYHKOHE (ICHNTHTH-
MeHemxMenTa. Obecneyenye IeATENTBHOCTH IEPCOHANA. YIIPaBIEHHE IIPOCKTaMH I10 PasBHTHIO
HHGPaCTPYKTYPEI OPTaHM3aIHH U IKCILTyaTalus 00BeKTOB HHPPaCTPYKTYPEI

Tema 15. Hoevie mexnonozuu ¢ cpepe yeaye

OcHOBHBIE NOHATHA U onpenencHud. MadopManuoHHble TEXHONOTHA B cdepe yenyr. Ilpu-
YUHBE, IO KOTOPBIM (PUPMBI YCIYT HHBECTHPYIOT B HOBBIE TEXHONOrMH. OONACTH NIpUMEHEHHS HO-
BBHIX TEXHOJIOTHE B chepe yemyr. TexXHONOr#us Kak KOHKYPEHTHOE TIPSHMYIIECTRO. |

Tema 16. Pazpabomka u cO30aHUE HOGBIX YCAYZ

Karteropuu HoBO# poaykiuH. QakTOPEL, IBIMIOIMAESCA IPHYNHON CO3JaHMsI HOBBIX YCIIYT.

Pa3paboTKa HOBEIX TOBAPOB H YCIYT: CXOACTBO U pazitndusa. MHCTpYMEHTHE s pa3paboTku
yeryru. [Ipurnune paspaboTtku yenyr. [Iponece pa3paboTky yeinyrH. '

IlpakTHYecKHe 3AHATHA

Tema 3. Cneyugura ycaye kak moeapa

[IpakTrueckue 3ausTia 1 (2 yaca). OTBETHI Ha BOIIPOCH], AEJIOBBIE UTPBI ¥ MOKIIAIb]

Tema 4. Hennocme ycayzu '

[Mpaxruueckoe 3aasTre 2 (2 yaca) OTBETH HA BOMIPOCH!

Tema 5. Iloeedernue nompebumeneii u npouecc RPUHAMUA UMH PeUIEHUA

Ipakriyeckne 3aHATHS 3-4 (4 yaco). OTBETE! Ha BONPOCHL H JEJIOBAS UTPa

Tema 6. Teopua opzanuzanuu 06CAYICUBAHUA

TpaxTHaeckue 3aHaTHA 5-6 (4 yacos). OTBETHI Ha BONPOCH, J€I0BasT HIPa B TOKJIAIbI

Tema 7. Konmaxmnasn 3ona
[NpaxTtraeckue 3auATHA 7 (2 9acoB) OTBETH Ha BOIIPOCHI M JOKIAIE!



Tema 8. OcHogHBIE MEMOOBL NPEOOCMAGTCHUA YCIIY2 U (POPMBL OBCAYHCUBAHUA.
ITpaxtaueckue 3ansTus 8-9 (4 gacos) OTBETH! Ha BOMPOCH X NOKJIANB]

Tema 9. Kauecmeo 06cayxcusanus u npou3eo0LmenbHoCmb.,

IpaxTrueckue 3austus 10 (2 9aca) OTBETHI HA BONPOCH H JOKITANBI

Tema 10. Obwepoccuiickue cmanoapmyl Katecmsa

[IpaxTrueckue 3anaThd 11 (2 9aca). OTBETHI HA BOIIPOCKH! 1 PEIICHKC 3234
Tema 11. Cmpamezuneckue HanpasieHua u KOHKYPEHMOCROCOOHOCHD
[IpakTrueckHe 3aHaTHA 12 (2 yacos). OTBETH Ha BOIIPOCKH! H PEIICHHE 3a1a4
Tema 12. Kuznennstil uura yciye '
[TpakTuueckue 3a8ATHS 13-14 (4 waca). OTBETE HA BONPOCH H PEUICHAC 33139
Tema 13. Cepeuc — KoMnoreHm NPOGANCU MOBAPOE

[MpakTHueckne 3auatus 15 (2 yaca). CATYaHOHHEIE 3a1a49K (KEHCH)

Tema 14. Buympenne 00CAyHCUBAHUE OPZAHUIAUUU

TpaxTrdeckue 3ansTas 16 (2 yaca). CUTyalORHBIE 3a1a4n (KCHCET)

Tema 15. Hoevie mexnonozuu & cpepe yeayz

[paxtugeckue 3austust 17 (2 yaca). CHTyallMOHHBIE 381a4H (KeHChI)

Tema 16. Paspabomka u co30aHUE HOBbIX yCaye

Tpaxtrgeckre 3aaaTus 18 (2 gaca). cce

5. OBPA3OBATEJIbHBIE TEXHOJIOI'HH

Jexyuonniii mamepuan NOIDKEH MMETh IPOOIEMHBIH XapaKTep M OTpaXaTh IIpoduib MOAro-
TOBKM ciyinaresieidi. Ha yieknusix M3naratoTcss OCHOBHBIE TEOPETHYECKHE IMONOKEHHA 110 H3y4acMOH
TeMaTHKE. B mpoliecce M3/I0KEHUS BCErO JISKIIMOHHOTO MATEPHAIIA 110 BCEM TEMAM M3yYacMOM JHCIIH-
IUTMHE! TPHMEHSIOTCS HHPOPMAIHOHHO-KOMMYHPKAITHORHEIE TEXHONOTHH. [I0 KakIoH TeMe nexuu-
OHHOTO MaTeprana pa3paboTaHk! TPE3SHTALMH, KOTOPEIE IPEIOCTARIICHE] B NICKTPOHHOM BHIC.

Ilpaxmuyeckue 3auamusa TIPOBOASTCA METONOM TPYITOBOIO YNPAKHEHHS, OUEPATHBHOH
TPEHMPOBKH, HHAWBUIYANBHBIX YIIPAXHEHHH U TTOCIEAYIOIMM 00CYyKAcHHEM HX pemeHni. [Ipak-
TUYECKHE 3aHATHS TI0 THCIIHILTHHE BenyTcs: B GOopMe aKTHBHOTO OOYYEHHU ¥ HAalleIEHH! Ha 3aKpell-
NeHHe ¥ YrayOleHHe TeOPETHYECKHX 3HAHWM CTYINEeHTOB, NONYYEHHBIX Ha JIEKIIHAX H B IIPOLECCE
CaMOCTOITETEHOTO U3YUEHHS CIIEIHaTIbHOR JINTEPATYPEL :

6. OIEHOYHBIE CPEACTBA AJIsI TEKYIIETO KOHTPOJIS YCIIEBAEMOCTH,
NPOMEXKYTOYHOM ATTECTALUHA 10 UTOT'AM OCBOEHMS JUCHUILIMHLI
YYEBHO-METOJUYECKOE OBECIIEYEHHE CAMOCTOSTEJILHON PABOTEI

: CTYIEHTOB

Peiiriuar-koHTpoab Nel (1 sapuaHT)

1.Yemyra - aro:

a. Jli060e MEPOTIPHITHE HJTH BBITO/14, KOTOPLIC OJHAa CTOPOHA MOJKET NPEUIOKHTD APY-
rOf ¥ KOTOPBIE B OCHOBHOM HEOCA3aeMBI M HE IPHBOJIAIT K 3aBJAANCHHIO YeM-00;

b. Ocsa3aeMEle TEHCTRYS, HAPaBICHHBIC HA TOBAP WM UCIOBEKE,

c. Ocofbuli By YeIOBEHECKOH ACATCIPHOCTH, KOTOPBIM HAIIPABJIEH Ha YAOBJETBOpPEHHE
noTpeGHOCTEN KIHSHTA ITyTeM OKa3aHHs YCIYT, BOCTPEOOBAHHBIX OTAEbHBIMY JIFOBMHA, COUKATE-
HEIMHE [PYTINa WIH OpraHr3alisaMHy.

2. CepBHC — 3TO:



a. OcoBblit BUI YENOBEUECKOH AeATETBHOCTH, KOTOPhIH HAMPABICH Ha YAOBICTBOPEHUE
noTpedHOCTeH KIIIHeHTa TYTEM OKa3aHUs YCIIyT;

b. JIxo6oe MEepOTIpHUATHE HIK BEIT0I3, KOTOPHIE OHA CTOPOHA MOXKET NPEUIOKHTE APYTOH;

c. TIpennpoaaxHoe U rapaHTHIHOE 00CITYy)KHBAHHE.

3. CepeucHas DeATEIBHOCTE — 3TO:

a. AKTHUBHOCTD MIOJCH, BCTYNAIOMMX B ClIEMH(HIECKHE B3aUMOICHCTBHA MO peainsa-
TiH OOIIIECTBEHHBIX, IPYTITIOBBIX M HHAHBUIYAIBHEIX YCIIYT;

b. VIpaBlcHHE MpeAnIpusaTHeM cheprl cepBuca (HapuMep, aBTOCEPBHCOM, OaHKOM);

c. ITponykT Tpyna, DONMEe3HBIH 3(PQeKT KOTOpOro BEICTYNAcT B PopMe ToBapa.

4.Yenyra 0o01amaet CISOyOMAMH KaYECTBAMU:

a. Crroco0HOCTE K XpaHEHHIO ¥ TPaHCTIOPTHPOBKE;

b. HeotnenumMocTs OT CBOETO HCTOUHHKA;

c. HewnzMeHHOCTEIO KauecTBa.

5.11poU3BOACTBEHHBIE YCIYTH — 3TO!

a. Yciyra 0aHKOB, CTPaXOBBIX KOMITAHHH;

b. HmxurEpUHT, 00CIyXHBaHKE 000Dy NOBAHNMS, TH3UHT,
c. [laccaxxupckuii TpaHCTIOPT, TOPTOBI, 00pa30BaHHE.
6.PacnipeenuTenbHBIC YCTYTH BKIIOYAIOT:

a. MaccoBble KOMMYHHKAIIWK;

b. Ycayru TpaHcopTa, TOPTOBRIH, CBSI3H;

¢. KoucanTHHT, HHXHHMDHHT,

7.IlpodeccroHaNBHEIE YCITYTH OKA3BIBAIOT:

a. PazpnexaTenbHEIE YUPEKICHHUS,

b. Opraurzaniy o0INECTBEHHOTO MHTAHH,;

c. Pexmambrle KOMIaHKH.

8.001meCTBEHHBIMY YCNYTaMH SBILTFOTCS:

a. Tenepuznenue, paano, 00pa3oRaHHE;

b. Ycmyru, cBA3aHHEBIC C AOCYTOM;

c. Ychyru, CBSI3aHHBIE ¢ TPAHCIIOPTOM,

9. MaTepraneHble yCIYrH HAIIPABIEHE] Ha:

a. DopmupOBaHUE OTACTBHBIX TpeOOBaHUH NOTpeOUTENEH;
b. YaoBIETBOpPEHHE MaTepHalbHBIX HOTpeOHOCTEH;

C. YIOBIETBOPCHHE IYXOBHBIX IOTpeOHOCTEH.
10.Henmpou3BOACTREHHEIE YCIYTH — 3TO:

a. TpaHCHOpTHPOBKZ IPY30B;

b. Texumyeckoe obemyxxuranne 000pYIOBAHHS;

¢. YChnyrH 3ApaBOOXpPaHEHHA, KYJIBTYDBI.

11.K HeKOMMEpUECKHM yCIyraM OTHOCAT:

a. YCIyru npeanpUATHA TYPU3Ma M OTHbBIX4;

b. VYcnyru opragm3anuii 00IIECTBEHHOTO THTAHHS;

¢. Ycuyrn 01aroTBOPHTENBHBIX POHLOB.

12.¥Yenyru no perucTpaludy TpaHCHOPTHBIX CPEACTB ABIIAOTCS:
a. l'ocynapcTBeHHBIMY,

b. Hueanvuemvu,

¢. CmelaHHbIMHU,

13. M neanbHad yciayra — 37o:



a. AOcTpaxTHas TeopeTHYecKas MOJENb BHAA CEPBHCHOM ACATEIBHOCTH,
b. Composox/IeHHe TOBAPHO-MATEPHAIBHBIE LEHHOCTH, obrerdas ux obpalleHue;
c. Bce BUOBI TPOM3BOACTBEHHLIX YCITYT.

14.K neraTHMHBIM YCIIyraM OTHOCAT:

a. Heneramsusie yemyry,

b. Vcrmyru, IMeroInye KpUMHHANBHBIA OTTEHOK;

¢. YcmyrH, onoOpsieMble TOCYIapCTBOM H OOIIECTBOM.

[5.Yenyru xupypra SBRASIFOTCA:

a. JIu4HOCTHBIMHU,

b. HacambHbeMU;

¢. Henermrumasmva.

16.11enpt0 CEpBUCHOH AEITEIBEHOCTH ABIISETCS:

a. YIOBIETBOPEHHME YEIOBEYECKUX NOTPEDHOCTEMH;

b. Hccnenopanue peIHKA YCIYT;

c. Ilpom3eomcTBO yCNyT.

17.KonTaxTHas 30Ha — 3TO:

a. JIroboe mMecro, rie NpoU3BOAHTECA YCIAYTE,

b. Mecrto, rzie yeyra MOXeT XpaHUThCS;

c. OmpeneneHHOE MECTO KOHTAKTa KIIHEHTA ¥ COTPY/THHKA CEPBUCHOM cepsl.
18.KOHTaKTHOH 30HOH MOKET CHYHTATBCS: :
a. Crofika aAMHHHCTPATOPA B TOCTHHHUE;

b. Lex o peMoHTY 060py10BaHuS;

¢. CrpouTtesbpHAS IIOMIAIKA.

19.KoHTaxKTHOH 30HOM HE SBISIETCH:

a. 30Ha peMOHTA OBITOBOM TCXHHKH;

b. Pabouee mecTo mapuxmaxepa;

c. Pabougee mecTo cTromaronora.

20.IlpennponakHEI CEPBUC — 3TO: .

a. [apanTuitneii cepBuc;

b. IlocrerapaHTHHHEIH cepBHC;

c. Konceppauws, npopepka, 1eMOHCTPATHSL.

21 .T'apagTuitabiii cepsuc:

a. Bcernma 6ecnnaTHBIH;

b. Bcernma nnaTHerii;

c. Bribupaercs norpebutenem.

22 KecTkuii cepBUC — ITO:

a. Kommrekranus neodxoanmoil noxymeHTanwmedt nepesy mpogaxei;

b. Venyrn, cBasaHHBIE C MOLAEPKAHENEM pabOTOCIIOCOBGHOCTH TOBApA;

¢. HMupoammorHBIE pa3paboTKK, NPHMEHSEMBIE TIPETIPHATHEM CEPBHCA.
23.MArKuit cepsuc — 310:

a. PeMoHT 1 Hananka o60pyAOBaHHS;

b. IlpexsapuTensHas KOHCYJIbTaLUA TOTpebUTENEH;

¢. HHrenexTyalbHbIC YCIyTH, CBS3aHHEIC ¢ COBEPIIEHCTROBAHUEM ONPEAEIEHHOTO TORAPA.
24.IIpsamoii cepBHC HalpaBNieH Ha:

a. MaTepuaibHBI TPOAYKT U TTOIB30BATENS,

b. Cosnanue GnaronpusTHLIA YCTOBHI TIPH COBEPIICHHH TOPTOBLIX CACIOK;



C.

PeMOHT 1 00CTyXHBAHHE KORKPETHOrO 000pY/I0BAHHS.

25 Kynerypa cepsuca - 910:

a.

b.

c.

BRICOKHI KBATH()HKAITMOHHLIN YPOBEHE COTPYIHHKA CHEPE! CepBHCa;
OpraHn3alOHHO-TEXHONOFYECKHE YCIOBHS TPyAa COTPYAHNKA Chepbl CEpBHCa;
CucTeMa ITATOHHBIX TPYIOBEIX HOPM, TYXOBHBIX UEHHOCTEH U ITHKH TOBEICHHUA.

26.[1podeccHoHaNbHO-CAYKEOHAS ITHKA — 3TO!

a.

b.

YecTHOCTD H OpAA0YHOCTD TI0 OTHOUMEHHKY K OKPYXaKIIHM;
COBOKYIIHOCTh TpeGOBaHKE M HOPM HPABCTBEHHOCTH TO OTHOLICHHIO K pabOTHHKaM

CEepBHCHBIX GHPM;

C.

CoBIroaeHre ONpPeNeNeHHON MCTAHIHK B OTHOIIECHHUSX PabOTHAK-KITHEHT.

Peiiraur-kouTpoas Nel (2 BapuaHT)

1.

Kak HaseiBaercs paboTa, BRIIONHAEMas [N Y/IOBICTBOPEHHS HYXJI NoTpeOHTenei,

KOTOpas B OCHOBHOM HeOCH3atMa!

a. Ycmyro#

b. Tipou3BoACTBOM

c. BrrroseiM oOCTyRHBAHAEM

2. Kakast #3 GyHKImH He OTHOCHTCS K HETIPOH3BOJCTBEHHOM cdepe:

a. Pacnpenenennc u 0OMeH TOBapOB, MPOAYKTOB, BEIIECTB

b. IlpeoBpa3zoBaHuc BEIMECTB PHPOIBI C UENbI) HX IPUCIIOCODICHHS K YETOBEHECKUM I10-
TpeOHOCTSIM

¢. OxpaHa 00LICCTBEHHOrO MOPsIKa

d. ®opMupoBaHHE OOIMECTBEHHOTO CO3HAHHUA

3. Kakoit u3 MepeuvclIeHHBIX NPHHIATOB He TOIKEH OBITH MOTOXEH B OCHOBY Pas3BH-
THSA cQEpPBI YCIYT:

a. Makcumusanus TpubsUTH 3@ CUET CO3JaHH HOBBIX MOTPEOHOCTEH

b. Ycnyru Q0ImKHBI OBITH JOCTYITHB K&KAOMY WIeHy ofmectsa

¢. OTOXHECTBIATH chepy YCIyT ¢ OBITOBBIM 00CHYKHBAHAEM

[Tod CpOKOM OKa3aHUs yCIIyT HOHMMACTCA:
Bpems Ha 10ArOTOBHTENBHEIE PAOOTEL
Bpewmst Ha TPOH3BOACTBO YCITYT
Bpems OT mpreMa 3aKasa JI0 MOMEHTA BblIaun

[Ipwem u BEIIAYA YCHYT 3aKA3TUKY
TIpHHATHE 3aKa3a, ACTIONTHEHHE | BEIaYa 3aKa3quKy

4
a
b
c
5. W3 Kakux MpoleccOoB COCTOMT NPONECC OKa3aHUg YCIYT:
a
b
c

6.

[Tpou3BOICTBO YCIYr ¥ KOHTPOIb Ka4eCTBa HCHONHEHNS
J[Ip¥ KakoM H3 TPEX BO3MOXHEIX HCXOIOB KOH(IHKTOB CIIOp BBIAIPHIBACT OMUWH H3

Y9IaCTHHKOB!

a.
b.

o]

P oo oo N

Bo3BpaT K HCXOJIHOMY COCTOSIHHIO
JacTHuHOE paspelueHne KOHQIHKTa
[TonmHoe paspemieHHe KORGIUKTA.

. KaxoBe! crieruduaeckne oCOGeHHOCTY 00IeHHA B cdhepe 00CTyKUBaHHA:

TIponasel ¥ IMOKyIaTeN b PSACTAIOT APYT IEPe APYTOM Kak 00e3MHICHHBIEe QHrypb!
HeobXoauMo TOCTUraTh B3aNMOTIOHMMAHHS € TTOCETHTEIISAMH
HeoBX0AHMO MPOSBIATE BLICOKYIO KyTBTypy OOIIEHHS
Yro noJpazyMeBacTcs [MOA 3CTETHKOH 3aKa30B:
DTO KpacHBbLil BHCIMHKWHA BH H3JETIH



To OpradM3anys IPOCTPAHCTBA OKPYKAIOWEr0 3aKa3yhKa

310 3THYeCKHH 00NHK pabOTHUKOB 00CTYXKUBAHUS
YTO mOApa3yMeBaeTCs MO MOHATHEM «BBICOKOE KAYeCTBO» YCIyT!
[Ipepbinenne OxuAanKi TOTPeOHTENS 3a OONee HU3KYIO LICHY, YeM OH Mpearnosarant
VY moBaeTBOpEHKE TOTPEOHOCTH OTPEOHTENS 32 YCTAHOBIIEHHYIO IICHY
V IoBjeTBOpEeHRE OXKUITAHHE MOTPeOUTENS 38 BLICOKYIO LCHY
0. Kakoli sTranm He BKIHOYACTCH B MCTOAOHKY BBBIBJICHHUA OTHOCHTCABHOI'C KavcCTBa

= 0 opP oo o

YCIYT:
OueHka BaXHEHIINX ¢ TOUKH 3pEHHUA 10TpeOUTENA KPHTEPHEB
BrISBIIEHNE KPUTEPHEB, KOTOPEIE NPHBOJAT K IPHOOPETECHHIO YCIYT
BeissBreHNE HEHOBOTO MPEANOYTEHHS
1. C gero HauMHAETCA poIece pa3paboTKH HOBOK YCIYIH:
C npoBelcHAS pHIHOYHBIX HCIIBITAHUHR
C moHcKa MaeH HOBOH yCIIyru
c. C BHeapenus HOBOM yCIyru
12. C nOMOIIBEY 9ETO NMPENPHSITHE YCIYT MOKET YKPEITHTh CBOH IMO3KIIMK B KOHKYPEHTHOH
cpede, KpOME KaK ¢ IOMOIIBEO LEHR] H KaUeCTBa YCIYTH:
a. C IOMOIIBIC 3KOHOMHYECKHX pelleHHUH
b. C noMomb0 IMHKA IPEIHPUATHS H YCIYT
¢. C rnoMoImsio yBenHUIcHUs 00beMa IPOH3BOLCTRA
13.Kax M3MEHMIICA COCTAB MPOHU3BOAUTENICH YCIIyT B XOAE PHIHOYHBIX Npeobpa3oBaHuil B

P =0 op

Poccun:

a. YBenmAuMIach JONS TOCYIapCTBEHHBIX MIPCATPHS THIA

b. YBenwumnace J0A NPENNPUATHE 9aCTHO! H HETOCYNAPCTBEHHO (HOPM COOCTBEHHOCTH

¢. Hons ToCcynapCTBEHHBIX IPEANPHATHR H NPEANPHSITHE YacTHOM M HErOCYIApCTBEHHOM
thopM COOCTBEHHOCTH POBHA.

14. IIporpeccuBrbie GopMBI 0OCTYKUBAHUS TPUBAHLL:

a. [lpubrrxare yesyru K motpeburtemno

b. CoznaBaTe HOBbIE BHABI YCIYTH

C. Brenpsath ycnmyru Ha peIHKe

15. OT 9ero He 3aBHACHT OLIEHKA YCIYTH MOTpebUTEIEM:

a. Ot onerra ofpalesns K IpOH3BOIUTESIM TOX00HBIX YCIyT

b. OT JHYHEBIX XeNaHHEH KITHEHTA

¢. Ot BocnHTaHUs TOTPeONTENECKOTO CO3HAHMS KIHEHTa

16. Kaxoe M3 nepedrCeHHbIX KaueCTB HE NO/DKHO NMPHCYTCTBOBATH B MPOGECCHOHATEHOM
nioseeHun paboTHUKA Cheprl cepBHca:

a. BexuueocTs

b. YMeHWe HaBSI3BIBATE YCIYTH

c. KowmmerenrHocTs

17. Kaxnm TpeboBaHMIM MOKHO 0TBeuarh pabodee MECTO paboTHHKA cq)epm CepBHCa:

a. Jomxrao OBITE 00ecnedeno oporum obopynoBanneM

b. JomxHO obecnieunears 0630p oduca

¢. JomxHO OBITE BEASP:KAHA B SIPKOH 1IBETOBOM ramMme

18. Kaxoli u3 IepeynClIeHHBIX THATIOB PHCKA IMOOPasyMeBaeT HEPeXXWBaHHA HOKYIIATENs O
TOM, KaK YCIIyra NOBNUSET Ha €r0 UMHIK:

a. [lemxomorudeckuit puck
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b. OuzHUECKHH PHCK
c. ConuanbHbIH pHCK
19. Kakue noTpebHOCTH O6CCTBA IPH3BAHA YAOBICTBOPATE COEpa yCmyT:
a. Bce Bumbl noTpedHOCTEH
b. CounansHble TOTPeOHOCTH
¢. IlepsuuHble MOTPeOHOCTH
20. K omHoMy U3 myTeil criiaxxHBaHK CE30HHOIO XapaKTepa IPOU3BOACTBA YCIYT OTHOCHTBCA:
a. Xopomiee BBIIIOIHEHHE 3aKa30B
b. PeryampoBaHHe CE30HHBIX UEH Ha YCIYTH
¢. CHu3UTH 00BEM pealU3alnn
PeiiTunr-kourpoasb Ne2 (1 sapuanT)
Yro BKIOUACT B ¢€08 IKOHOMUHUECKHH KOMITIEKC!
Cdepy MaTepranbHOTO TPOM3BOLCTBA
MartepransHOE [TPOU3BOACTRO U HEMPOX3BOACTBEHHYIO COEpY
Coepy, B paMKax KOTOPOH Opragm3yercsd o0MeCTBO.
Yto sBnseTca BaKHESHIICH 3a0a4eit NpeIpUITHS ChEPEI YCIYT:
ObecrieueHne TOCTOSHHOTO pouecca 00CTyKBaHH!A HACETCHHAS
1Ipo3BOCTBO YCNYT, OTBEHAOIHX CIIPOCY HAaCEeIEeHHS
¢. YIOOBICTBOpPEHHE PacTyLIMX NOTPEOHOCTEH HACCIIEHHUS B YCIYTaX ¢ YYETOM KYIbTYPHBIX
ocoberrocTel
3. Kakoif A3 MepedncileHHbIX TPHHIUIIOB NOJKEH OBITH IIOJ0XEH B OCHOBY Pa3sBUTHA
ceprl yCIyT:
a. Cdepa cepsuca NO/DKHA pa3BHBATHCA B €AMHCTBE ¢ MATEPHAIBHBIM IIPOH3BOACTBOM
b. Makcumuszauus IpHOBINH TPEATPHSTAR
¢. Ycnyrd He DODKHEI OBITH JOCTYIIHEL BCEM HiIeHaMm ofmecTsa
4. Kax W3MeHHIICS COCTaB MPOH3BONUTENECH yCHyT B XOIe PBIHOYHBIX IpeoOpa3oBaHuil B
Pocenu:

TR N op =

a. YBemHurnach MOJNs TOCYAAPCTBEHHBIX NMPETPAATHH
b. bBonapnry:o 4acTh COCTABIAKT OpraHHU3alHK YaCTHOH M HErocyIapcTBeHHOH Gopm cob-
CTBEHHOCTH
¢. Jlons rOCyNapCTBEHHEIX H YaCTHBIX OpraHW3allni Ha peIHKE YCIYT pOBHA
5. Kakue Mojen# opraHH3allHOHHBIX CTPYKTYP BHIACIAIOT B COBPEMEHHOM MEHEDKMEHTE:!
a. MexaHH9eCKyIO H TEPMOJIHHAMHYESCKYIO
b. MeXaHHCTHYECKYIO M JHHAMHUECKYIO
¢. OpraHMyYecKyrO H MEXaHHCTHYECKYH)
6 Kakue moTpebHocTH 00WECTRA NPH3BAHA YIOBIETBOPATE chepa yeryr
a. Hneonorudeckue moTpedHOCTH
b. IlonutHyeckHe NOTPeOHOCTH
¢. ConnanpHble TOTPEOHOCTH
7 Iox cpoxoM OKa3aHHs YCIYTH TOHUMaeTCs
a. Bpems Ha MOATOTOBUTENBHO-3AKIIOIHTENBHBIE PA0OTH!
b. BpeMs Ha TpOU3BOICTBO YCIYTH
¢. Bpemst or MOMeHTa NpHeMa 3aKa3a 10 MOMEHTA BbIAaYH
8. Ha xaxom sTale npolecca COBEpIICHHs 3aKasa, NpoAaBly HEOOXOAUMO HCIIONB30-
BaTh HATJIAAHBIM MaTepHA, PEKIIAMHBIE [IPOCIIEKTHE, JEMOKCTPAIHIO Moeneit:
a. Ha nepsoM 3Tare - mepBoe NOCEEHHEe IPEANPHSITHS CepBUCa
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b. Ha BTOpOM 3Tame - NpUHATAL PEIICHAS CACNATE 3aKa3 WK OTKA3aThCs

¢. Ha rperbem aTare - COBEpIICHHE 3aKa3a UM OTKA3 OT HETO

9. [Ipu KakoM 13 TpeX BO3MOXKHBIX HCXOJOB KOHGIIHKTOB, CTIOP OCTAETCS HEPA3PELIEHHBIM:

a. Bo3Bpar K HCXONHOMY COCTOSHHIO

b. KoMmpoMuce B KOHQIHKTE

¢. IlomHoe paspelmeHue KOHDIAKTA

10. KyneTypa pedn paboTHHKA chephl cepBHCa — 3TO:

a. HopMaTHRHOCTE, COAEPKATENBHOCTD PeUH

b. DKCIPecCHBHOCTH PEHH

¢. Kareropu4rocTh peun

11. Crerrenn coBepIIEHCTBA KAKOTO ACTIEKTa 00CITY>KINBAHI XapakTepHU3yeT KyIBTypy CepBHCa:

a, TlcuxonoruaecKoro acnekTa oOCTyKUBaHUS

b. Opranm3anOHHO-TEXHOJIOIHYECKOTO aCIIeKTa

c. COBOKYITHOCTB 3THX aCHEKTOB CEPBHCHOH AEATENBHOCTH

12. Kakoe u3 Tpex COCTaBNISIOUIMX YacTEd KayecTBa [TOKA3bIBaeT, HACKONLKO YCIyra COOT-
BETCTBYET TOMY, 4TO ObLIO 3AITAHWPOBAHO IPOHRBOAUTEIIEM TOBAPA:

a. Tpebyemoe Ka4ecTBO

b. bazoBoe KadecTBO

¢. KemaeMoe xauecTBO

13. Ot bero 3aBUCHT OLIEHKA YCIYTH IOTpeOHTEnEM:

a. Ot onbITa TPOU3BOIUTEISA

b. Ot nuuHBIX xelaHuil KiueHTa

c. Ot BocUTaHus NOTPEOUTENBCKOIO COZHAHNA KIIHEHTA

14. Ha xaxo# ¢Tamuu XH3HEHHOTO IIMKIIa YCIYTH pacTyT OObEMBl PEan3aliy YCIYTH, 9TO
IIOZBOJISET IPEOJOIIETE TOYKY YOBITOYHOCTH:

a. Hacrannu 2 - BHENpEHUS

b. Hacraguw 3 - pocra

¢. Hacragun 4 — HaceIIEHNS pBIHKa

15. Kakas U3 Tpex KOHKYPEHTHBIX CTPAaTeruil IOApasyMeBacT COCPCAOTOYECHHE YCHITHH Ha
ONHOM WK HECKONBKUX CErMEHTAX PBIHKA U JOCTIDKEHHUE TaM JTHACPCTRA;

a. JlumepcTBO B 00MACTH 3aTpaT

b. Crparerus guBepcuuKanmy

c. CrpaTerus KOHHEHTpaLHUH

16. Kakum TpeGOBaHHSM JA0IKHO OTBeYaTs pabodce MecTo paboTHUKA cepsr cepBrca:

a. JlomxkHO OBITE OGECTIEYEeHO NOPOrHM 000Dy TIOBZHHEM

b. HomxHo obecrieunBaTh 0030p oduca

c. JlomxHo OBITE BRIACPKAHA B APKO LIBETOBOH ramme

17. CoBpemeHHBIE 3MaHAA NPCANPHATHH CEpBHCa NPEAIIONAraioT HCIIOMb30BANME CIIELYIO-
KX XyO0XKECTBEHHO-BBIPA3HTEIBHEIX CPEACTB!

a. [lepeuyens ToBapos

b. CpeacTsa KOMMYHHKALUH MEXIY IIPOM3BOINTENEM W IIOTpeOUTEIEM

¢. Hawmmenopanwue npeampuaTus, sMO1eMy, HHOOPMAIUIO O BHIAX YCIyTax
18. K10 pazpabotan Monenk kadecTBa yCIyr:

a. M. Bebep

b. A. Qaiions

¢. JI. beppu
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19. C uero HaUMHAETCS TIPOLIECC Pa3paboTKy HOBOH YCIYTH:

a. C mpoBeleHHs PHIHOYHBIX HCTIBITAHHH

b. C momcKa HICH HOBOH YCIYTH

¢. C HabmoneHHs 33 XOAOM BHEIPCHMS HOBOH yCIyTH

20. Kaxue ycryrs BXOIST B ACCOPTUMEHTHYHO TPYIIY «A»:

a. Ycyrwm HaxoIsUIHecs Ha CTaluy pocTa

b. Vciyrs HaxoAflpecs B CTaAWH 3PETIOCTH H HACHIIICHUA

c. yCJ’I}’l‘PI, HaAXOOAOTHCCA B I’IHHOB&HHOHHOﬁ CTaavH.

PeiiTHRr-KOBTPOIL Ne2 (2 BapHanT)

1. Kakoii W3 TEpeurCIeHHBIX BHIOB AEATEIBHOCTA HE OTHOCHTCS K HEIIPOM3BO/ICTBEH-

HOH chepe:

YCIyT:

a. TpaHCIOPT M CBA3B [0 0GCITY)KMBAHKIO OPraHU3allfil HETPOU3BOICTBEHHOR ChepEl
DUHAHCOBO-KPEANTHAN U CTPax0Bas NEATCIbHOCTE
XpaHeHHEe ¥ PON3BOACTRO IIPOAYKTOB
Ut BKIIOYAET B Ce0d TMOHATHE «CEPBACHAT SKOHOMHKA»:
[ no6aiM3anmo SKOHOMHIECKHX IPOIECCOB

b
c
2
a
b. BO3HWKHOBEHWE TICHXOIOTHYECKOM HANPKCHHOCTH HACEICHHA
¢. dopmupoBaHWE NOTPeOHOCTEH MOACH

d. Tlapenwne obmied KyJIbTYphI H DyXOBHOCTH OOIIECTBA

3. B xaxo# hopMe He JOMKHO OCYLIECTBISTECA IOCYAAPCTBEHHOE PETyIHPOBaHHE Cpeph!

Cy6cunuposauue otpebureneii 1 NPOU3BOIUTENCH YCIyT

B dopMe rocyapcTBEHHON COOCTBEHHOCTH Ha (AaKTOPHI IPOU3BOACTEA

B dopmMe neHOBON NHCKPHMHHAUMH

. Ha xoro pacripoctpansiotest «[Ipasuia GeIToBoro obcaykuBanus HaceneHus B PO»:

Ha BCE IOPHAMYECKUE JIMLA, HE3ABHCHMO OT OPTaHH3AIIMOHHO-TIPaBOBOH GOPMEL

Ha Bce IOpHINYECKHE MHUIA U TPAXK/IAH, 3aHUMAIIMXCS OKa3aHNeM yCIIyT

Ha nui, 3aHMMAarOIIKEXCs PY30BBIME IEPEBOIKAMHE

5. Kakoe #3 mepeducIcHHBIX TpodECCHOHANBHBIX KAJeCTB JOIDKHO HPUCYTCTBOBATH B

- N =

nosenxenuy padOTHHKA chephl CEPBHCA:

a. Mmugocepane

b. YMeHue HaBA3BIBATE KIUEHTY YCIYTY

¢. KowmmererTHOCTR

6. JlelcTBIS pabOTHHKOR IPEALPHITHS CEPBHCA TIPH BOSHUKHOBEHMH JKATOOBI OT KITH-

€HTA Ha HCKAYCCTBCHHOE O6CJT}7)KI'IB&HHEZ

CornmacuThbes ¢ %amoboit: «KIIHEHT BCErIa IpaBy
BrIcTpO peIuvTEH BOZHUKITYIO APOdieMy
IIpuBie4ys HOBOTO KITHEHTA

7. Kaxnm tpeboBaHHSM J0JKHO OTBEUaTh pabouee MECTO pabOTHHKA ChepsT cepBrca:

a

b

c

7

a. JomxHO OBITH OOCCIIEUSHO CAMBIM JOPOTHM 000DYI0BAHHEM
b. JomxHo obecrneunsars 0030p canoHa u CBOOO/Y IBIKCHHIN
¢. JIomKHO GBITh OGOPMIIECHO PEKIAMHBIME GyKJIETaMH | [ITaKaTaMH,
8. K geMy BCer/ia CTPEMUTBCS TIOKYTIATENb TIPH OLEHKE YCIyTH:
a. KonpeneseHHOMY HM COOTBETCTBHI) LCHBI M Ka4eCTBa

b. K BRLISBIEHHIO ITABHBIX XapaKTCPHCTHK YCIYTH

¢. «[lomOrHATE» YCIYTY MON CBOM OXHUNAHAS U NOTpeGHOCTH
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YCITYT:

9. Kakoit atan He BKNKYAETCS B METOIHKY BBIABICHHA OTHOCHTCIBHOTO KaqecTBa

a. OlueHKa BaXHEHIIUX ¢ TOUKH 3PEHHUS II0TPEOHTENST KPHTEPHEB

b. BoifBIEHHE KPHTEPHEB, KOTOPBIE TPHBOIAT K IPHOOPETEHHUIO YCIyT

c. BoiaBneHue UEHOBOTO IPE/TOUTEHHS

10. KaxuM o6pa3oM BBISBIAETCS COOTBETCTBHE YCIYT XapakTepy OOLIECTBEHHBIX MOTPeOHO-

a. Ilo pemeHHIO TUPEKTOPA CEPBACHOTO NPEATIPASTH

b. B xole cpaBHEHHs YCIYT-KOHKYPEHTOB

c. Meroxom ciyqaitnoro otbopa

11. B Kaxymo aCcCOPTUMEHTHYIO TPYIITY BXOJAT YCIYTH, HAXOMAMIHECS HA 3aKIIOIATCIBHOH

(aze cTaM¥ BHENPCHHS:

a. OcCHOBHYIO

b. TlonmepXKUBAIOUIYIO

c. Crparernyeckyo

d. PaspabaTeiBacMyro

12. Kakne MOREN# OPraHH3allMOHHBIX CTPYKTYP BBIACIAIOT B COBPEMEHHOM MEHEIKMEHTE:
a. MexaHHuecKyIo ¥ TEpMOAMHAMHYECCKYIO

b. MexaHHCTHYECKYIO X AHHAMHYECKYIO

¢. Opraauyeckyro H MEXaHUCTHYECKYIO

13. Ha xakol ¢Taau¥ XH3HEHHOTO UMK YCJIYTH OT KOJUIEKTHBa TpedyeTcs ycOBEpILICH-

CTBOBATE IIPEKHIOKD, THOO BHEIPHTL HOBYIO YCIYTY:

a. Hacranuu 2 ~ BHEAPEHHUS

b. Hacragum 3 — pocra

¢. Hacramgum 4 — HackIIUEHHS PHIHKA

d. Hacranum 5 — cOKpameHHs PEaTH3aluy yCIyT

14, KaxpM¥i CBOHCTBAMH YCIIYTH OIIPEACIISIETCS €€ KOHKYPEHTOCIIOCODHOCTE!

a. CsoiicTBaMH, KOTOPBIE TPEACTABISIIOT HHTEPEC M1 MOTpedrTeNns

b. CsolicTBaMH, KOTOPHIE TPENCTABISNKT HHTEPEC JUI CCPBUCHON OpraHm3alii
¢. CsolicTBaMH, KOTOPBIC NPE/ICTARISIIOT HHTEPEC I FOCYAapCTBa

15. KTo paspaloTa MEXaHHCTHYECKYIO MO/ICIb OPIraHI3alHOHHbIX CTPYKTYP:

a. M. Bebep
b. A. ®alions
c. JL beppu

16. Kakoii n3 nepedrclIeHHEIX TUIIOB PHCKOB TIOIPa3yMEBacT NEPEKUBAHUS [TOKYHaTels O

TOM, KaK YCIIYTa IOBIHACT Ha €r0 HMHIK

a. Ilemxonornyeckuit puck

b. Pusmaeckuii pucK

c. CoumansHBIH PHUCK

17. Kaxue motpefHOCTH 001IeCTBA IIPU3BAHA YIOBIETBOPATE cepa yenyr:
a. Bce Buab notpebrOCTEH

b. CounansHbie TOTPEOHOCTH

c. [lepBuuHble noTpeOHOCTH

18. C gero HaguHaeTcs Npolece pa3paboTKA HOBOH YCIYIH:

a. C npoBeIcHUS PHIHOYHEIX UCIIRITAHHE

b. C noucka uineu HOBOH yCIyTH
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c. C HabmomeHHs 38 X0J0M BHEXPEHHA HOBOH yCIyTrH

19. TIporpeccuBHbie GOPMEI 00CTYKHBAHUS PU3BAHEL:

a. [IpubmmxaTh yCIyry K IOTPEOHUTEIO

b. Co3napaTh HOBEIE BHOBI YCIYT

C. BHeapATh HOBBIE YCIYIH Ha PRIHOK

20. Kaxas #3 MepeuncICHHBIX YCIYT He SBISETCA YCIyrod phIHOUHOH HOBH3HEI
a. Yciyra, BEIWIENIASN HA HOBBIHM PBIHOK

b. VYcayra, paHee HMeOLIAS aHANOT Ha PBIHKE

c. Ycayra aust HOBOM ceps! IpHMEHEHHS.

Peiituar-koaTpoJs Ne3 (1 BapHaHT)

. Ut0 BKITHOYAET B C€0S IKOHOMHYECKUH KOMITIIEKC:

Chepy MarepHanTsHOIO IIPOU3BOACTBA

MaTepHarsHOEe TIPOU3BOACTBO H HENPOM3BOACTBEHHYIO chepy
Coepy, B paMKax KOTOPOH OpraHHU3yeTcs 00IECTBO.

Yro sengeTcs BaxHehme# 3anauel npeanpusTas chepsl yeIyr:
ObecneucHie TOCTOSHHOTO NIpoLecca OOCNYKHBaHH HaCENCHUA
[Tpon3BOACTBO YCIYT, OTBEYAIOUIMX CIIPOCY HACEICHUA

¢. Y IOBNETBOpEHHE PAcTYIIWX NOTpeOHOCTCH HACCICHHS B YCIYTaX ¢ YUETOM KYNBTYPHEBIX
ocobeHHoCTeH

SEE L N

3. Kaxo#l H3 NMepedHCNeHHBIX IPAHINIOB KODKCH OBITh MONOKEH B OCHOBY Pa3BHTHS
ceprr yeuyr:
a. Cdepa cepBuca I0DKHA PA3BUBATECS B €IHHCTBE C MATCPHANIBHEIM TIPOH3BOACTBOM

b. MaxcrmMuszanms nprOBIIH IPEINPHITHH
¢. Yemyrm He JODKHBI OBITH TOCTYTIHBI BCEM wieHaM oBmecTsa
4. Kax M3MeHMJICA COCTaB NPOM3BOIMTEIICH YCIYT B XOJie PBIHOYHBIX IpeoGpa3soBaHMil B
Poccun:
a. YBEIHUMIIACH JOJIS TOCYAAPCTBEHHBIX IPENIIPUSTHH
b. Bonbumy:o 9acTh COCTABIAIOT OPraHU3alMK YacTHOHM M HEroCyaapcTBeHHOM opm cob-
CTBEHHOCTH
c. Jons rocynapcTBEHHBIX M HaCTHBIX OPTAHH3ALME Ha PHIHKE yCIIYT POBHA
5. Kaxne MoJ1enn opraHi3aliOHHBIX CTPYKTYP BEIXENSIOT B COBPEMEHHOM MCHEIKMEHTE:
a. MexaHHUECKYIO U TEPMOIHHAMHIECKYH)
b. MeXaHHCTHYIECKYIO H UHAMHYECKYIO
¢. OprasuyecKyro 1 MEXaHHCTHUECKYIO
6 Kaxue notpebrocTH 06mecTBa IIpH3BaHa YAOBICTBOPATS chepa yCiuyr:
a. Hpeomormueckue motpebHOCTH
b. llomutuueckne noTpeGHOCTH
¢. ConunamsHele NOTpeGHOCTH
7 ITox cpokOM OKa3aHWS YCIIYTH MOHUMASTCS:
a. Bpems Ha MOATOTOBHTENHHO-3aKIIOUATENFHEIE pA0OTE
b. Bpems Ha mIpOH3BOICTBO YCIYTH
c. Bpems or MOMeHTa NpHeMa 3aKaza JI0 MOMEHTA BELIAYH
8. Ha xaxom otame mpomtecca COBEpIISHHS 3aKasa, IIPOJABLIY HEOOXOIMMO HCMOIB30~
BaTh HarJIAAHBIH MaTepHall, peKIaMHbIe TPOCIeKTH], IeMOHCTPALMIO MOJeNelt:
a. Ha nepsom arane - niepsoe rocellicHRe NpeaIpHATHS CEpPBHCa
b. Ha BTOpOM 3Tane - NpUHATHA pellieHud CeNaTh 3aKa3 HIH OTKa3aThes
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¢. Ha TPETBEM 3TAlIC - COBCPIICHHUC 3aKa3a HITH OTKa3 OT HEro
9. [TpH KAaKOM, U3 TPEX BO3MOXKHBIX HCXO0B KOHQIIMKTOB, CTIOP OCTACTCS HEPA3PEIICHHBIM!
a. Bo3Bpar X HCXOZHOMY COCTOSHUIO
b. Kommnpomucc B KOHQIHKTE
c. IlonHoe paspeuteHHe KOHQIHKTE
10. KynsTypa pedn paboTHMKA cHephl cepBHCa — 3TO:
HopMaTHBHOCTB, COAEPKATENBHOCTE PEUH
DKCIMPEeCCHBHOCTD PEYH
Kareropr4HOCTb peIH
1. C 4ero HauRHaAETCs npolece pa3paboTKi HOBOH yCITYIH:
C npoBeIeHrs PEIHOYHEIX HCIBITAHHH
C nomcKa HaeH HOBOH YCIyTH
C BHeZpeHHs HOBOH YCIYTH
12. C MOMOLLBIO YeT0 MPEApUITHE YCIYT MOKET YKPEITHTH CBOU MO3HLHH B KOHKYPEHTHOH
cpejie, KpoMe KakK ¢ ITOMOIIBIO IIEHE! M KaYeCTBA YCIYTH:
a. C noMOIIBK 3KOHOMHYECKHX PEIIEHHA
b. C moMOIIBI HMHKA TPCIIPUATHS H YCIYT
¢. C momoubio yeenndeHus odpeMa IpOoN3BOACTRA
13.Kak M3MeHWICS COCTaB NpOHM3BOAMTENel YCIyr B XoJe PhIHOYHBIX NpeobpasoBanuil B
Poccun:
a. YBeIW4MIIaCk I0JIS TOCY/IapCTBEHHBIX TIPEIIPHS THIHA
b. Veenwduinach HONS TPEANPHSITHM YACTHOH M HErOCyIapCTBEHHOH GopM COOCTBEHHOCTH
¢. Jlong ToCcymapcTBEHHBIX IPEANPHATHI U IPEANPHATHH YaCTHOH M HErocyJapCTBEeHHOH
(hopM cCODCTBEHHOCTH POBHA.
14. IIporpeccuBHble GOPMEI OOCTYKHUBAHUS TIPH3BAHEL
a. [lpubnmxars yCIyTH K NOTPeOHTENIO
b. Co3nasarb HOBBIE BHABI YCIAYTH

o gp =0 o

c. BHenmpaTe yCIayrd Ha peIHKE

15. OT 4ero He 3aBHCHT OLIEHKA YCIYTH ITOTPEOUTENEM:

a. Ot ombrra OOpPAIEHAS K IPOU3BOIUTENIM TOAOOHEBIX YCIYT

b. Ot IUYHBIX KeNaHWH KITHEHTA

¢. OT BocTHTaHHS TOTPEOUTENBCKOrO CO3HAHNA KITHECHTA

16. Kakoe M3 TEPEHHCIIEHHBIX KaYeCTB He JODKHO MPHCYTCTBOBaTh B MPO(ECCHOHATBHOM
noBeieHHH pabOTHHKA cephl CepBUCa:

a. BexnmBocTh

b. VYMeHWe HaBA3LIBATE YCILYTH

¢. KommnereHTHOCTE

17. KakmM TpeboBanusM JOIDKHO OTRedath pabodee MecTo paboTHHKa chepe! cepBHCa:

a. JIO/KHO GBITh 0DECTIEUEHO JOPOTHM 000Dy IOBAHHEM

b. JTomxuo obecrieynrark 0630p odiica

c. JlomxHO OBITH BBIEEPKAHA B APKOH IBETOBOM ramme

18. Kaxoil u3 YiepedHCIEHHBIX TUIIOB PHCKA NOAPAa3yMEeBACT NEPEXKUBAHUSA MOKYIATENS O
TOM, KaK YCIIyTa IOBIUSAET HA €70 HMHUIDK:

a. [lcExonmoruueckuil pucK

b. duzHyeckuii pHCK

¢. ConuanbHplll PHCK
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19. Kaxue norpebHocTH 06umiecTBa IPH3BaHa YIOBNETBOPATE Chepa yemyr:

a. Bce sums1 notpebHOCTER

b. CoumaneHbie TOTPEGHOCTH

¢. Ilepsrunble NOTPEOHOCTH

20. K oxHoMy W3 TyTeH CriIaKHBaHMs CE30HHOTO XapaKTepa IIPOH3BOACTRA YCIYT OTHO-

CHTBCH:

a. Xopolliee BLINOJHCHHE 3aKa30B
b. PerymupoBaHHe Ce30HHBIX LIEH Ha YCIYTH
¢. CHH3UTE 00BEM peanu3aiy.

PelirHHT-KORTPOIb Ne3 (2 BapHaHT)
1. Kakoif H3 nepedncieHHbIX BHAOB ACSTEILHOCTH HE OTHOCHTCA K HEIPOH3BOJICTBEH-

HOH cepe.

YCIIYT:

a. TpaHCHoOpT ¥ ¢BsA3b N0 OOCTYXKHBAHHIO OpraHu3aliil HENPOH3BOACTBEHHOH CHEPHI

b. ®uHaHCOBO-KPEJWTHAS U CTPaxoBas AEITENBHOCTD

¢. XpaHEHHe H MPOH3BOJACTBO IIPOAYKTOB

2 Yro BrI09aeT B ceOs TOHATHE «CEPBUCHAS SKOHOMHKAY:

a. I'mobammzaiio 3KOHOMHYECKUX TIPOLIECCOB

b. Bo3HHKHOBEHHE NCHXONOTHUECKON HANPSKEHHOCTH HACEICHU

¢. ®opMupoBaHHe MOTpedOHOCTEH MHoaei

d. Ilanenme oBmieH KynbTYpPB! H NYXOBHOCTH 00IIeCTBA

3. B kako# ¢popMe He JOIKHO OCYIIECTBIATECA TOCYIAPCTBEHHOE PEryIHpPOBaHHE ChEpHI

Cy6cupuposanne moTpebuTeneit u npousBomuTeNeH yeayr
b. B dopme rocynapctseHHON cOOCTBEHHOCTH Ha GaKTOPEI IPOM3BOACTRA

®

c. B dopme neHOBOMH DHCKPHMHHALINH

4. Ha koro pacnipoctpansrores «[lpasuia GerroBoro odcayxuBanus HaceneHusa B PO»:

a. Ha Bce ropuiiueckue mH1a, HE3aBHCHMO OT OPTraHH3AIMORHO-TIPaBOBOH (GOpME!

b. Ha Bce ropunmdeckie THNA H IPaXIAH, 3aHAMAIOIINXCA OKA3AHAEM YCIyT

¢. Ha nun, 3aEuMarommxcs rpy30BEIME EPEBO3KAMH

5. Kakoe w3 mepeuncreHHbIX NpodecCHOHaNBHBIX KAYECTR J0KHO TIPHCYTCTROBATE B

N0Be/ICHHH paboTHHKA ChEepE! cepBHCa:

a. Munocepare

b. YMeHHe HaBA3BIBATH KIACHTY YCIYyTY

¢. KomieTreHTHOCTB

6. LelicTers pabOTHHKOB IMPeANIPUSTHS CEPBHCA [IPH BOIHUKHOBEHNH KaI00BI OT KITH-

€HTa Ha HCKA4YSCTBEHHOS O6CJTY}KI/IB3HPI62

a. Cornacurscs ¢ xa1000M: «KJIHEHT BCEraa Ipasy

b. bricTpo pernTe BO3HUKIIYIO MpobieMy

¢. Ilpueneds HOBOTO KiIHEHTA

7. KaxuM TpeboBaHMIM NODKHO OTBEUATh pabouee MecTo paboTHHKA ChepH cepBHCa:
a. JlomxHo GBITE 0OECNEUeHO CAMEIM JOPOTHM 060Dy I0BaHHEM

b. Homxro obecreqnBars 0030p calioHa U cBOGOLY ABHKEHUI

¢. JlomkHo 6HITE 0QOPMIICHO peKTaMEBIMK OYKICTAMH M IIIaKaTaMHK

8. K 1eMy Bcerma CTpeMHTECS [TOKYIIATEINE NIPH OEHKE YCIIYTH:

a. K ompeneneHHOMY MM COOTBETCTBHIO I[EHEl M KAYECTBA

b. K BBLIBICHHIO IMTaBHBIX XapaKTEPUCTHK YCIYTH
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¢. «[lomoTHAaTH» YCAYTY MO CBOM OXHAHUS 1 MOTPEOHOCTH

9. Kakoll 3Tanm He BKIIOYAETCA B METOAHKY BBIIBJIEHHS OTHOCHTEIBHOIO KaueCTBa
YCIYT:

a. OrneHKa BaXHEHIONX ¢ TOUKH 3PEHUA MOTPeOUTENS KPHTEPHEB

b. BhIIBICHHE KPHTEPHEB, KOTOPHIE IPHBOAT K IPHOOPETCHHIO yCIyT

c. BrisBICHEE HEHOBOTO NIPEANIOYTCHHS

10. KaxuM 06pa3oM BEBIAETCS COOTBETCTBHE YCIYT XapaKTepy OOMIEeCTBEHHBIX HOTpeOHO-
CTEH:

a. [lo pelmweHHIO JUPEKTOPA CEPBUCHOTO NPEANPUATHAS

b. B xozme cpaBHCHMS YCIYr-KOHKYPEHTOB

¢. Merozom crygaiHOro otbopa

11. CTenens COBEPINEHCTBA, KAKOTO aclieKTa 00CIyKHBAHNA XapaKTEPU3YET KyNbTypy Cep-
BHCA:

a. TIcHXOMOTHYECKOTO acneKTa oOCyKUBaHHA

b. Oprann3aiHOHHO-TEXHOJOTHUECKOTO 4CTIEKTA

¢. COBOKYITHOCTB 3THX 4CIEKTOB CEPBHCHOH JEATEIBHOCTH

12. Kaxoe 3 Tpex COCTaBIAIOLINX YacTeH KaueCTBa [OKA3BIBACT, HACKOMBKO yCIyra CooT-
BETCTBYET TOMY, 9TO OBINO 3alUIaHKPOBAHO IPOH3BOAUTEIEM TOBApA!

a. Tpebyemoe Ka4ecTBo

b. BazoBoe kagecTBO

c. Kenaemoe xayecTso

13, OT 4ero 3aBHCHT OIIEHKa YCIYTH TOTpebHTETEM:

a. OrT omBITa IPOU3BOINTENS

b. Ot IMYHBIX XeNaHWH KIMEHTA

¢. Ot BoCTHTAHHS MTOTPEOUTEIBCKOTO CO3HAHUS KIAEHTA

14. Ha xako#l CTaOHH XU3HEHHOTO IHMKIA YCIYTH PacTyT OOBEMBI peami3aliy YCIyrH,
YTO MO3BOJISET IPEOJONETH TOUKY YOBITOUHOCTH: '

4. Ha CTaaMH 2 — BHEJIPCHHA

b. Ha cragum 3 —pocra

¢. HacTagud 4 — HaCHIEHNAT PHIHKA

15. Kakast #3 TpexX KOHKYPEHTHBIX CTPaTerHH [oApasyMeBaeT COCPeloTOUeHAE YCHIINM Ha
OJHOM HIJTH HECKOIBKHX CErMEHTax pEIHKA M JOCTH)XEHHE TaM JIHISPCTBA:

a. JlumepcTro B 00NacTH 3aTpaT

b. Crpaterus nrueepcHUKALHA

¢. Crparerus KOHUEHTpaIHU

16. KaxnuMm TpeGoBanusiM JOIDKHO OTBEYATh pabodee MecTo paboTHHKa cephl cepBHCa:

a. JomkHo OBITE 00ECIISUEHO TOPOTHM 000Dy IOBAHHEM

b. JlomxHo ofecnieurpars 0630p oduca

¢. JomkHO OBITE BEIIEPXKAHA B IPKOH 1(BETOBOH raMMe

17. CoBpeMeHHEIE 31aHUs MPEINPHITHI cepBrca MPEANONaraloT UCHOIb30RAHNE CIEAYHO-
IIHX XYO0XKECTBEHHO-BRIPA3HTEIBHEIX CPEACTB!

a. IlepeueHs TOBapOB

b. CpezncTa KOMMYHHKAIIHH MY IPOM3BOIUTENEM 1 IOTpeOHTEREM

¢. HawMeHOBaHHE MpeRIPHATHS, 3MOIEMY, HHQOPMAITHIO 0 BRAX yCIyTax

18. K10 pazpabotat Monens kagecTsa yclyr:

a. M. BeGep
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b.

c.

19.

a.
b.
C.

20.

a.
b.
c.

A. Qajions

JI. Beppu

C 1gero HauWHAETCA POTIECC Pa3pabOTKH HOBOM YCIyIH:
C npoBe1IeHUS PEIHOYHBIX HCIBITAHMH

C noucka waew HOBOH yCIyTH

C naOmoneHns 3a X0N0M BHEIPEHUS HOBOH yCyrn
Kakue ycimyrut BXOJST B aCCOPTUMEHTHYIO TPYIITY «A»:
Yeayrn Haxonsumrecs Ha CTali# pocTa

YenyTu Haxomampecs B CTaANH 3PEIOCTH M HACLIIEHAS
YCIyTH, HaxoqMImiecs B HEHOBAHOHHOM CTA/IMH,

BOHpOCbI K IK3aMcCHY

I
2.
3.
4
5
TypHU3Ma.

6.
7.

B3anMoOTHOIDEHHS Ha dTale MOCIENIPOIAKHOIO 00CIIy KHBAHHS.

B3auMOOTHOLEHHS! Ha 3Talle NMPelIPONAKHOTO OOCTyKHBAHHA.

Buner cepsuca. @upMeHHblit ceprrc.

Brap! ceprrACHOH NESTENBHOCTH

Brmer yemyr. [lepcnexkTHBHEIE BHAB YCIYT. YCIYTH COLHANBHO-KYNBTYPHOH cdeprl u

BHemHAs cpefia v CTPYKTYpa OpraHU3alum,
Bo3HMKHOBEHHWE W DPa3BUTHE pPBIHOYHBIX OTHOWEHHH. CoOlMalbHO-DKOHOMUYECKHE

IIPEAITIOCEUTIKH Pa3sBUTHA CEPBHUCA H CepBHCHOﬁ JACATCIBHOCTH B TOPOBIC.

8.
9.

10.

11
12.

Kamo6p! 1 KOHGIUKTEL B MIPOIECCE OCYILECTRIICHHS CEPBUCHON AEATENBHOCTH.

3a/(aqy ¥ IEMEHTHI CEPRUCHOH ACATCIEHOCTH.

3a/1a4y HOBBIX TEXHONOTHH B CEPBHCHON AATEIBHOCTH.

HMunuBuyaIbHBIR TIPEINPHHIMATEE,

WuaverayaibHBIH XapakTep MPOU3BOACTBA HA NPENNpPHATHAX ctepsl yeayr. Hunuen-

IyansHBIR TOIX0I K KITHEHTY.

13.

WrHOBaNMOHHBIA MCHE/DKMEHT Ha IPENPHATHIX cdeprl cepauca. Tennennuy B passu-

THH HOBBLIX TCXHOJIOTHH.

14.
15.

16.
17.
18.
19.
20,
21.
22,
23.
24,
25.
26.
27.
28.
29.
(pakTopos.
30.

Vicropus passuTHs CEpBUCHON JIEATEIBHOCTH U CEPBHUCA B MHPE.

Knaccuukanums ycuyr 1o paznddHsIM NPU3HAKAM,

KyneTypa cepsuca.

Jlorncruxa ceppuca.

Metononoruyeckas 0CHOBA CEPRUCHOH NedaTenbHOCTH. CepBHCOIOTHA.

Mognens xayecTBa 00CTY KHMBAHHUS.

HoBble BHIBI yCIyT ¥ MEPCIIEKTHBHBIE GOPMBI OOCITY KHUBAHM.

Onpenencrre U Ha3HAYCHME CCPBHUCHON ACSTCIIBHOCTH.

OpraHd3alHOHHBIC OCHOBEI CEPBUCHOM AeSATETBHOCTH,

Oprannzanns kak cucreMa. [loHsTHe, BUIbL, TIPH3HAKH OPraHU3ailvi,
Opranusauns cepBUCHOTO 0OCTYKHBAHHA B YCIOBUIX PRIHOYHBIX OTHOIICHUH.
OcHOBHBIE BUB HOBBIX TEXHOJIOTHH.

OcoOeHHOCTH HHHOBAIIHHA B CEPRHCE.

OcobeHHOCTH TIpenocTaBIeHHA YCIyT B Poccny (napckuit u coserckril nepromasl).
OcobenHoCcTH pa3palOTKH COMYTCTBYIONIHX YCIIYT.

OcobennocTr QyHKUIMOHHPOBAHMS TIPEIIIPUSTHS B 3aBHCHMOCTH OT BHEIUHMX ¥ BHYTPCHHUHX

HOCTpOGHI/IC OpTaHH3aHHOHHOﬁ MOICHH O6CJ'Iy3KI/IBaHHﬁ HACCIICHHKA.
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31. ITpeaupusTHS, OKA3BIBAIOLIHE YCITYTH HACETEHMIO: OCOOEHHOCTR QYHKUMOHHPOBAHHUA.

32. Tcuxonorus cmyk0BI cepBHCA.

33. Pazsutue obciyxusannsa B Poccry (Ha mpuMeEpe KOHKPETHOTO PETHOHA).

34. Pemecno xax GopMa VIOBIETBOPEHHS ONpEIEICHABIX NOTPEOHOCTEH B yCTyrax KOHKPETHOIO
YyeJIoBeKa.

35. Priok yeyr. CerMeHTHpOBaHHE DHIHKA YCIIYT.

36. CepBuCHas TIONATHKA NPEIITPHSTHS U MOAXOMS! K OCYLISCTRICHHIO CCPBACA. Y TOBIETBOPEHHE
moTpeOHOCTEI.

37. CepBHCHBIE YCITYTH ¥ pEKOMEHIYEMas OpTaHH3allHOHHAA MOAEHE 0OCITYKHBAHHA.

38. CoBpeMEHHEIH CEPBHC: €TI0 MTPHHEUMIIE M TEHAEHIHH.

39. CranmapTsl 0OCTYKHBAEHS ¥ KOHTPOIIb YIOBICTBOPEHHOCTH NTOTpeOHTENEH.

40. CTpyKTypa KOMIUIEKCHOTO 00CTy:KHBaHHS KIMECHTOB TOPTOBBIX [IPEATIPHATHH.

41, Taxtuka 00CIyKHBaHM Ha JTallaX CEPBHCHON mesaTernbHOCTH. lIpodeccHoHambHOE MoBeae-
HHE H NICHXONIOTHS 00CTYKUBaHHS.

42. TeHOeHIMH B CTPYKTYPE CITY’KOBI CEpBHCAa ¥ OCHOBHBIE 3a1a4H CITYXKOHL.

43. Yenyra. MarepuanbHBIE W HEMaTEPHANIBHEIE YCIIYTH: YIIPAaBICHHE, MAPKETHHT.

44. Yenyrd MaTepHaTbHBIC H HEMAaTepHabHEIE: 001as XapaKTePUCTHKA.

45. XapaKkTepucTHKA KOHTaKTa i KOHTAKTHOH 30HBEI.

46. Llem ¥ 3ana49u ASTEILHOCTH NPENNPUsITHI cepBHca.

47. Jrarbl OpraHA3alMOHHOrO CTAHOBIIEHHS CIIyKOBI CEpBHCA.

3aganust ¥ BONPOCHI AJISA CAMOCTOATEILHOH PaboThI CTYIEHTOB

XapakTepHoH 0COOEHHOCTBIO W3YUESHHUS AAHHOH JMCIMIUTHHEL SBIACTCS HWHTEHCH()MKAL(S
CaMOCTOATENbHOM paloTel CTyAeHTOB. [l CTYAEHTOB OYHOM (OPMBI IPEyCMOTPEHB! CIIEYIOMIHE
MHOWBHAyaANbHEIE TOMAITHIE 3a/1aHUs:

1. Hafitm nrbOpMALHIO Ha CTPAaHMIEX TEPHONWISCKOM ITe4aTH, I/l OCBELIAIOTCS YCTEXH,
aKTyalbHBIE TPOOIEeMBI B Cepe yCIyr Ha COBPEMEHHOM JTane. JlaTh XapakTepHCTHKY YCIYTH HA
OCHOBE HaliIlcHHOTO MaTepHana. JloKans!l B TEUCHHH CEMeCTpa

2. Co31aTs CBOKO KIACCHPHKAIIO YCITYT, MEIOIIMXCA Ha PHIHKE BlajmMupekon obmacTw.
Joknansl B TeueHnn cemecTpa

3. Tema 5. IloBenenue notpebuTeNnei 1 npowece NPHHITAL UME penrenns (10 yaca)

IIpoaHaTA3HpoBaTh Ha NPAKTHHECKOM IPHMEpPE TTOBEACHHE ITOTPEOUTENEH W IPOHEce MpH-
HATHS UMM PEIUCHUS 10 BEIOOPY TOPTOBOTO MPEANPHATAS (CTIEUH(UKa TOBAPOB BEIOUPACTCS Camo-
CTOATENBHO cTyAeHTaMH). OQOpMHUTEL H IPOBECTH B BUJIE JICTOBOH MBI

4. Tema 9. KagecTro 0OCAyXHBaHHA H IPOH3BOAUTENLHOCTE, (10 yaca)

- IIpoaHanu3upoBaTh KaK Ka4ecTBO OOCIY;KHBAHUS BIUACT Ha NPOU3BOIUTENBHOCTE YCIYT

- OueHuTh 0OLIEPOCCUUCKHE CTAHNAPTH KadecTRa

JoKIamsl M Ipe3cHTALNN

5. Tema 11. Crparerudeckue HaIpaBNeHU ¥ KOHKYPEHTOCIIOCOOHOCTE (6 uaca)

PaspabotaTk CTpaTernd CO3MaHHsS KOHKYPEHTHBIX IIPEHMYIIECTB TOPTOBOTO ITPEANPHSITHS
(1o BrIOOpY ¢TyneHTa) ¥ OHOPMHUTE B BHIE MPE3CHTAIIHH

6. Tema 12, XKusneHHBIH UK yenyT (6 daca)

Paszpaborarh mU3HCHHBIH LUK yCIyrd (110 BBIOOPY CTYNCHTA) H OGOPMHUTL IMHCHMCHHOH
bopme

7. Tema 13. CepBrc — ROMIOHEHT IPOJaKy TOBAPOR (6 gaca)

PaccmoTpers BHJIBI cepBHCA 110 BPEMEHH €T0 BHINOMHEHAS M IO COASPKaHHIO pabor.
OdopmuTs B BHOE JOKTaTa
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8. Tema 14. Buyrpenne obcnyxiBaHHe opranusaiuy (6 yaca)
3agaud ¥ QYHKIWMH (ICHIUTU-MEHEDKMEHTA HA KOHKPETHOM TOPTOBOM IPEANPUATHH.
OdopMHUTE B BHIE KOKITAAA H [IPCICHTALIHA
9. Tema 15. Hosele TexHONOrHH B cdepe yeuyr (6 gacos)
Cnenats 0630p nepnonmecmf/i TeYdaTH H HHTEPHET-HCTOYHHMKOB Ha TeMy «HoOBBIE TEXHO-
JIOTHH B TOProeiie», VIcoNp3yloTes 1M IaHHBIE TEXHOJIOTHE B POCCHACKHAX TOPTOBEIX MPEIPHSITH-
sx. ObopMHTE B BUIE JOK/IA/a # TPE3CHTAIHH.
10.Tema 16. Pa3zpaboTKa ¥ CO3JaHHe HOBBIX YCIYT (4 daca)
Kaxue, mo BaimeMy MHEHHIO, HOBBIE YCIYTH cleIyeT BHEIpPHTE B padory BramuMupCKuX
TOProBBIX Mpeanpustaii? OGopMATE B BUIE A0KIAAA
Yacres CPC oTBOJHTCA Ha MOATOTOBKY M HAIMMCAHUE KOHTPONMLHOH padoTH! (15 yacos).
TembI KOHTPOJIBHBIX padoT
1. AccOpTHMEHTHAs M MHHOBaLMOHHAs MOJMTHKA B cepe cepBuca.
2. 3BapybexHblit orbiT opraHu3auuy 3pEPeKTHBHOr0 QYHKUHOHUPOBAHHA CEPBUCHOH ned-
TEIBHOCTH.
3. MupusnmyamsHOe 00CTYyXHMBaHNE, KaK CAMOCTOATENRHBIA BHI CEPBHCHOH JEATEIIEHOCTH.
WunoBamum B cepe yeuyr.
HcropHs pa3sBUTHA U 0COOEHHOCTH cepBHca B Poccun.
Kateropun notpebuteinci ¥ 0coOCHHOCTH 00CTYKMBaHMS.
Krnaccudukanus U xapakTepHCTHKa OCHOBHBIX BHIOB CCPBHCHBIX YCIYT,
KoMMepaecKkre H HEKOMMEPUECKHE Opragi3allii CONHaTbHO-KYIbTYPHOH chepsl,
9. KOHHBHHH}I YOPaBJICHHR HH3HCHHBIM IHKIIOM YCITYT.
10. KopniopatusHas KyneTypa paDOTHHKOB CepBHCA.
11. MecTo ¥ ponb CEPBUCHOM NEATETBHOCTH B XKHU3HCACATCILHOCTH Y€JIOBEKA.
12. Mecto n ponb 00mIeHHS YIaCTHHKOB CEPBUCHOI CATENBEHOCTH,
13. Hosrie cyx05I cepsuca. [lepcieKTHBEI pa3BUTHS.
14. Obmerne KaK BU CEPBHCHOM IEATETBHOCTH,
15. Opraru3aunoHHO-TEXHONOTHUECKHE ACTIEKTHl CEPBHCA.
16. Opranuzauus obcnyxusaHus roTpedutenei.
17. OcHoOBHEIE 3TallkI IIpoIecca 00CHy HuBanus. QopMbl 0OCTYKHBAHMS,
18. OcobeHHOCTH pazpaboTKH COMYTCTBYIOLUIHX YCJIYT.
19. IlepcrieKTHBHBIE BHBI YCIYT B IIPOTPECCHBHEIE (POPMEI 00CTYKHBAHHA,
20. I1paBoBoe perynHpoBaHHE OTHOIICHUH B CEPBUCHOM IesITeNbHOCTH.
21. IIpEHUHIE FOCYAapCTBEHHOM ITOIMTHKH B Cdepe YCIyT.
22. TIpoBiremsl M TPYIHOCTH KINACCH(HKAINY YCIYT U CEPBHCHOH NESTENLHOCTH,
23. IIpobnemsl kadecTBa ¥ 6€30MACHOCTH YCIYT B MIPAKTHKE COBPEMEHHOTO CEPBHCA.
24. CepBHC H CEPBUCHBIE TEXHOJIOTHH.
25. CepBucHas ACATCIBHOCTE KAK COCTABHAS JacTh SKOHOMMKH.
26. CepBHCHas JeSTEIBHOCTE KakK dopMa yIOBICTBOPCHUS IOTPEOHOCTEH YeI0BeKa.
27. COBPEMEHHOE COCTOSHHE C(HEphI MIIATHBIX YCITYT.
28. CoBpeMeHHbIE TEXHONOTHH B Chepe cepBuca.
29. CranpmapTsl oOCTYXKHUBAHAS H COBCPLICHCTBOBAHHE KAYECTBA CEPBHCA.

® =N o

30. TpanuuroHHBIC H HHHOBALMOHHEIC CITYXOBI cepRHUCA.

31. Yenyra kak cieunu4ecKiit IpoayKT.

32. Yenyru B COBPEMEHHOM 0DIIECTBE.

33, Venyru u obcayuBaHue B HHPOPMAIHOHHOM 00IIeCTRe.
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7. YHEBHO-METOXMYECKOE H HH®OPMAHUOHHOE OBECTIEYEHHUE
JAUCIUIIIIMHBI (MO YJIS)

a) OCHOBHAHA JIMTEpaTypa:
1. Pomamommu, JK.A. Cepeucras pmestembHOCTH: yucOEmK / KA. PomaHoBmY,

C.JI. Kanaues. - 6-¢ u3z., nepepad. u gon. - M.: JTamkor u Ko, 2015, - 284 ¢. - ISBN 978-5-394-
01274-7. — Pesaim moctyna: http:// biblioclub.ru/index.php?page=booké&id=221313

2. Hepetuna, T.I'. OCHOBBI CEPBUCHOM NEATEIBHOCTH: Y4eOHO-METOOHIECKHH KOMIUIEKC /
T.I'. Hepernna. - 2-e U3, crep. - M.: ®unnTa, 2014. - 162 ¢: ui. - bubmorp. B xu. - ISBN 978-5-
9765-1415-7. — Pesxum noctyma: http:// biblioclub.rw/index.php?page=book&id=363395

3. Tapanoea, U.B. Cepeuconorus: yac6nuk / N.B. Tapanora, A.B. Tpyxaues. - Craspo-
nome:  Arpye, 2013. - 296 c. - ISBN 978-5-9596-0863-7. — Pexwum moctyma: http://
biblioclub.ru/index.php?page=book&id=232927

0) JOMONHHTEILHAS JTATEPATYPA:

1. CepsucHas mesTenbHOCTH: yaebuoe mocobue / mox pen. B.M. Illteituronsna. - Hosocu-
6upex: HI'TY, 2013. - 130 ¢. - ISBN 978-5-7782-2225-0. - Pexxum moctyma: http://biblioclub.ru/
index.php?page=book&id=229143

2. Tlponaxa ToBapoOB M YCIYT TI0 METOXY OEpPEKNTUBOrO MPOU3BOACTRA [DNEKTPOHHEDA pe-
cype] / Hxetime Bymex, Iommen JxoHe - M.: Amsnmra [labmamep, 2016. - Pexum OOCTYTIA:
http://www.studentlibrary.ru/book/ISBN9785961446197.html

3. IlepBOKiIaccHBIN cepBHC Kak KOHKYPEHTHOE TIPCHMYIIECTBO [DNEKTpOHHBIA pecype] /
Joxon Hloym; Ilep. ¢ amrm - 5-¢ m3a. - M : Aspnusa Ilabmamep, 2013. - Pexum Joctyna:
http://www.studentlibrary.ru/book/ISBN9785961422696.htm!

B) IepUHOIMIeCKHAE H3JaHAN

1. «MapKeTHET POZHHIHON TOPIOBIH»

2. «KommepcaHT»

3. «CoBpeMeHHAsT TOPTOBII»

4. «Poccuiickas TOProsus»

5. «Mapxetnnr B Poccuu u 3a pySexom»

6. «KoMmepaecku#i BeCTHHKY

r) nporpammeoe obecnedenue H HurepHer-pecypest:

1. Hauwomanenas Toprosas accommaras - http:/ www, ntarus. ru

2. HoeocTu M TeXHONOTMH TOProBoro OmsHeca. - http:/ www. torgrus. ru PocBusnecKon-
CANITHHT (MaTepuaihl aRATHTHISCKOro X 0030pHOT0 XapakTepa) - http:/ www. rbe. ru

3. Poccwmifckas TOProeis - hitp:/ www. rtpress. ru

4. HMudopManMOHHO-CIIPaBOYHEIE OTpaciieBble MHTEpHET-OPTANEl IO CEpPBHCHOH Hes-
TEIBHOCTH.

8. MATEPUAJBHO-TEXHUWYECKOE OBECIHEYEHUE
AACHUILIMHBI (MOY JIsT)

A1 MaTepHaNbHO-TEXHAIECKOTO 00eCIeUe s THCUMIUIHER «CEPRUCHAS JeATENbHOCT
MCTIONB3YIOTCSA aymuTOpHA ¢ 11K B KOMITBIOTEDHBIM IPOEKTOPOM, HAGOPE! CHAMIOB VIS JICKIHOH-
HBIX H NPaKTHICCKUX 3aHATHH, OTPAXAOIME HAYIHYIO M NPHKIAJHYIO NpoBGIeMAaTAKY HAHHOTO
Kypca, bumbmmoTexa MHCTHTYTa Manoro B cpensero 6msaeca Bal'y.
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Paboyas mporpaMma JMCUHMIUIMHEL COCTaBICHA B COOTBETCTBHH ¢ Tpebosanmsamu ®I'OC BO mo
nanpaeneruro 38.03.06 «Toprosoe nemox

PaGo4yro mporpaMMy COCTAaBHI £-. Wﬂ%‘( W W

Peuenzent
(npencraBuTens pabotomarens) OO0 «I° I/IHEPI“HOEY,

pPYKOBOAHMTENL OTHENa TepcoHana Merparosa O. B.

IIporpamma paccMoTpeHa 1 0100peHa Ha 3aceIaHuH Kade
ITporoxon Ne 6a ot 10 gexabps 2015 r.
3aBenyrommit Kadenpoi K.2.H., qoueHt Specs O.B.

:/7
Paboyas mporpamMma paccMOTpeHa W 0m06peHa Ha 3acelaHd# y4eOHO-METOIHMYECKOH KOMHCCHH

nanpasiaeHus 38.03.06 «Toprosoe neno»
rpotokos Ne 2 ot 14 gexabps 2015 r.

[Ipencenatens komuccuu [Homonkas O.I1. Nb\m
%




JUCT NNEPEYTBEPXIAEHUS
PABOYEN [TPOTPAMMBI IUCLUUIIIMHBI (MOAOVJIs)

Pabouas nporpamma ono6pena Ha 24724/ yaebuniii roa

3asenyromuit kapeapoit k.9.H., nou. Specs O.B.

Ipotokon 3acenanus xabeapsl Ne /' ot Z A i r(()ﬂa/
)

Paboyas nporpamma ono6pena na y4eOHBIH roa

[IpoTokon 3acenanus kapenpsr Ne oT rozna

3aBenyrouuit kathenpoi

Padouas nporpamma on00peHa Ha y4eOHBIi roa

[IpoTokon 3acenanus kadenpel Ne 0T rojia

3aBenmyromuii Kadeapoi

Pabouas nporpamma ogo0pena Ha y4eOHblii rox

IIpotokon 3acenanus kadeaper No oT rozaa

3aBenyromuii kadeapoit

Pabouas nporpamma ogo6pena Ha y4eOHBbIT roj

[Iporokon 3acenanuns kapeaper Ne oT roaa

3aBeayroiuuii kapeapoii




