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1. HEJIM OCBOEHMUSA JUCHUIIJIMHBI

Heaso aucuumianabl "'CepBHCHAsi JeSTEJIbHOCTb'' SBISETCA (OPMHUPOBAHHE Y
CTYJICHTOB KOMIIETCHIIMA B oOjacTu Oyaymeld mpodeccHoHambHOW JesITeNbHOCTH B cdepe
HEJBIKUMOCTH U KOMMYHAJIbHON HHPPACTPYKTYpHI.

3adauu OucyunauHpl 3aKJIIOYAIOTCSA B PA3BUTUHU CIEIYIOLIUX 3HAHUN, YMEHHUI U HABBIKOB
CTYJICHTOB:

-  HU3y4yeHUE TEOPETHUECKUX U MPAKTHUYECKUX OCHOB OpraHU3alUud CEPBHCHOMN
JESITEIIbHOCTH Ha IPEINPUITHIX KOHTAKTHON 30HBL;

- U3y4YCHHE OCHOBHBIX TAllOB PAa3BUTUS CEPBUCHOM JESITENBbHOCTH;

- ocBoeHue (GopM OpraHu3anMu OOCITY)KMBAaHUS MOTPEOUTENCH YCIyr U COBPEMEHHBIX
METOJIOB CEpPBUCHOW JeATeIbHOCTH B cdepe cepBUca HEABIKMMOCTH U KOMMYHalIbHOU
UHPPACTPYKTYPHI

- YCBOGHHUE MOHSATUS KOHTAKTHON 30HBI CEPBHUCHBIX NPEANPUSTUNA, TICUXOIOTUYECKOU,
ATUYECKON M ICTETUYECKOUN KYIbTYpPhl CEPBHUCA;

— OCBOEHHE MPaBUJ 00CITY>KMBAHUS HACEJICHUS U U3YUYCHUE MIPaB MOTPEeOUTENEH;

— OCBOCHHE HOBBIX BHUOB YCIYT M MPOTPECCUBHBIX (POPM OOCITYKMBAHUS, B TOM YHUCIIE
CEPBHCHOM JIEATEILHOCTHU B chepe HeABKMMOCTH U KOMMYHAIbHOU HHPPACTPYKTYPHI.

2. MECTO JUCIUIIJIMHBI B CTPYKTYPE OIIOII BO

Jucuunnuna «CepBucHas 1eATeIbHOCThY MpeacTaBiseT coooi Baxuyro yacts OITOII o
HarpaBieHuto noAarotoBku 43.03.01 CepBuc M OTHOCHTCS K 0O0s3aTEIbHBIM IUCIMILIMHAM
0a30BOH YacTH.

OTa JAUCHUIUIMHA HWMEET JIOTHYECKHEe U METOJOJIOTMUYECKHE B3aWMOJCHCTBUS C
nucuuninuHamMu - "CepBuconorus”, "BBeaenume B cnenuanbHocTh', "MapkeTuHr ycmyr',
"VopaBieHueM MHOTOKBapTUpHBIM JomMoM", "Puanropckue ycmyru", "TexHomormueckue
MpoILIeCChl B cepBUCE" U IpyTHE.

Bce stu muctuninuael GOpMUPYIOT CXOkKHE KOMIETeHIHH. V3ydeHue mporpaMmmMHOTO
Marepuana AUCHUIUINHBL «CepBHCHASl AeSITeJbHOCTH» B COYETAHUM U B3aUMOJIECHUCTBUM C
BBIIIICHA3BAHHBIMU KYPCaMH CIOCOOCTBYIOT (POPMHUPOBAHUIO y CTYJAEHTOB 3HAHUN W YMEHUH,
HEOOXOMUMBIX i Oymymied mpodeccnoHalbHON AeITenbHOCTH B cdepe HEIBUKHUMOCTH U
KOMMYHaJIbHON HHPPACTPYKTYPHI.

3. KOMIIETEHIUA OBYYAIOILIEI'OCs, ®OPMUPYEMBIE B
PE3YJBTATE OCBOEHUSA JTUCIHUIIJIMHBI (MO YJIA)
B mpouecce ocBoeHuss JaHHOW TUCHMIUIMHBI CTYAE€HT (OPMHUPYET U JEMOHCTPUPYET
clleAyIoMe o0IIEeKyIbTypHbIE U MPO(hecCHOHAIbHBIE KOMITETEHIIUH:

J OK 4 - cnocobHocTh paboTaTh B KOMaHJE, TOJIEPAHTHO BOCHPUHHUMATH
COLIMAJIbHBIE, ITHUYECKNE, KOH(PECCUOHAIbHbBIE U KYIbTYPHBIE PA3INYHUS

. OK 5 - criocoOHOCTh K cCaMOOpTraHU3aIK U CaMOO0pa30BaHMIO;

o [IK-2 TroTOBHOCT K IUIAHHPOBAHUIO IPOM3BOJICTBEHHO-XO035HCTBEHHON

JEATEbHOCTH TMPEANPUATUSI CEPBUCA B 3aBUCUMOCTH OT M3MEHEHMS] KOHBIOHKTYpPBHI PbIHKA U
crpoca noTpeduTene, B TOM YHCiie C Y4€TOM COLUaTbHON MOJUTHKU TOCY1apCTBa

o IIK-8 cmocobHOCTh K aAMBepcU(UKALMM  CEpBUCHOM  JESTENbHOCTH B
COOTBETCTBUH C ITHOKYJIbTYPHBIMH, HCTOPUYECKUMHU U PEIMTHO3HBIMU TPAJIULIUSIMU,

J [IK-9 cmocoOHOCTh BBIAENATH W YYUTHIBATH OCHOBHBIE TICHXOJOTHYECKHUE
0COOEHHOCTH TTOTPEOUTEINS B TIPOIIECCE CEPBUCHOM ACATEIHHOCTH

o I1K-10 roTOBHOCTbH K MPOBEAECHUIO SKCIEPTU3bI U (MJIN) TUArHOCTUKU OOBEKTOB
cepBuca

. IIK-11 roroBHOCT, K paboTe B KOHTAaKTHOW 30HE C MOTpedUTeNeM,

KOHCYJIbTUPOBAHMIO, COTJIACOBAHUIO BUA, POPMBI 1 00BEMa Ipoliecca cepBuca.



J I1K-12 roToBHOCTH K OCYIIECTBJICHHIO KOHTPOJII KauecTBa IpoIlecca CEpBHCa,
apaMeTPOB TEXHOJIOTUYECKUX MTPOLECCOB, HCIOIb3YEMBIX PECYPCOB

B pe3ynbpTare ocBOGHUS JAHHOW JUCIUILIMHBI 00YYarOIIUICS JOKEH JeMOHCTPHPOBATh
CJIeAYIOLIME Pe3ybTaThl 00pa30BaHUs

3HaTh!:

- OCHOBBI pabOTBl B KOMaHJIe, OCHOBBI COLIMAJIbHBIX, ITHUYECKUX, KOHPECCUOHATIbHBIX U
KYJIBTYPHBIX pa3iuuuii KJIMEHTOB B IIpolecce npegocrasieHus um yeiayru (OK 4)

- IPUHLUIBI CAMOOPIaHU3ALUU U €caMOOOpa30BaHMs, METOJbl M CHOCOOBI MOTY4EHUS
uH(opMaImu, HeoOXo MO 1J1si camooOpazoBanus (OK-5)

- OCHOBHBIE TIOHATHSI, COCTaB M CTPYKTYPY cepBUCHOM aestenbHocTH ( [TK6);

- 9JIEMEHTHl JTaloB IUIAHUPOBAHUS IPOU3BOJCTBEHHO-XO3SIICTBEHHON JIEATEIIEHOCTH
JKUJTUIITHO-KOMMYHAJILHOTO X03s1iiicTBa U cpepbl HeaBmxumocTH (11K 2)

-- ¢GopMBI M MeETOABl OOCTYXHMBAaHHUS, XapaKTEPUCTUKM KadecTBa OOCITYKHBaHUS,
OCHOBHBIE ITOTPEOHOCTHU MOTPEOUTENSL, CTPYKTYPY OOCITY’>KMBAaHUS C y4ETOM COLMAIBHBIX U MHBIX
daxropos (I1K-8)

- 0COOEHHOCTH 00CITYKMBAHUS C YI€TOM 3THOKYJIBTYPHBIX, HCTOPUYECKUX U PETUTHO3HBIX
tpaauimii (ITK-8)

- IPUHLUIBI ONPEAEICHNUs OCHOBHBIX IICUXO0JIOIMYECKMX OCOOCHHOCTEN MoTpeduTens Ha
HPEANPUATHSIX KUITUITHO-KOMMYHaIbHOTO X03sicTBa ([1K 9)

- HOBBIE TexHosoruu B cdepe yeuyr ( [1K-8)

- paBuUJIa MPEI0CTaBIeHUs yeayr cepuca B PO (T1K 10)

- TIOHATHE KOHTAKTHOH 30HBI, OCHOBHI NMPO()ECCHOHAIBHOW ATHKH U 3TUKETa B TPOIEcce
paboThI B KOHTAKTHOM 30HE C HOTPEOUTENEM, SCTETUKY 00CITY>KHBaHUS, OCHOBBI KOH(JINKTOIOTHUH
(TIK-11)

- OCHOBBI KOHTpPOJIs KauecTBa pouecca ceppuca (11K 12)

Ymers:

- OpraHu30BBIBaTh COOCTBEHHYIO JEATENbHOCTb M  JEATENBHOCTh  KOJUIEKTHUBA
ucnonHuTenen npennpustuii chepsl HeaprxkuMocTy 1 JXKKX (OK 4);

- TOJEpPAaHTHO BOCIPUHUMATH COLMAJIbHBIE, ATHUYECKHE, KOH(ECCHOHAIbHBIE WU
KynbTypHble paznuuus (OK 4);

- paboTaTh B KOMaH/ie, COBMECTHO pelas oommue npodeccuonanbublie 3anaun (OK 4)

- CaMOCTOSITEJIbHO KPHUTUYECKH MBICIUTh, OCYIIECTBIIATH TOWUCK HEOOXOIMMOM
uHopManuy, ¢ nocienyrouei ee uurepnperanueit (OK 5).

- IUTAHUPOBaTh  IPOW3BOACTBEHHO-XO3AWCTBEHHYIO  JIESTEIBHOCTh  TPEANIPHITUHI
KHUJIMIIHO-KOMMYHAJIBHOTO X03stiicTBa U chepbl Heamxkumoctu (T1IK 2)

- auddepeHuIupoBaTh pPa3InYHbIE CEPBUCHBIE TEXHOJOTUU U (OPMBI OOCITYKHBAHUS
kirentoB ( TTK-8, TTK-11);

- HCIOJB30BaTh COBPEMEHHBIE METOJBI ONPEACICHUS OCHOBHBIX ICHUXOJIOTHYECKUX
0COOCHHOCTEH moTpeduTeNs B mpoliecce cepBucHoil nesrenproctu (11K 9);

- IPUMEHSATH MPaBUJIA MPEIOCTABICHISI KOMMYHAIBHBIX YCIYT Ha TPEANPHUITHIX Chepbl
XKXK (IIK 10);

- UCIOJB30BaTh pa3Hble MPUEMbI U3YUEHHUS MOTPEOUTENBCKUX 3alPOCOB, 00palaThCs €
KJIMCHTAaMH B CJIy4ae UX HeYI0BOJIbCTBUS U kano0 ([TK-11);

- IPUMEHSTh METO/IbI IMATHOCTUKH TIOTPEOHOCTEH MOTPEOUTENCH, MOTUBOB TOTpEeOUTEECH
YCIIYT, BBICJISITH TJIAaBHBIC TICUXOJIOTHYeCKHe ocooeHHocTu noTpedurens (ITK-11)

- OTIpEETISTh CTpaTeruio 00HOBICHHs accopTumMenTa ycayr (ITK-8)

- TPAaMOTHO CYJUTh O BAKHEHIIIUX aclieKTaX CEpBUCHOTO MPOU3BOJICTBA, a TAK)KE KAYECTBA,
0e30macHOCTH U KyJIbTypbl oocykuBanus (ITK-11)

- IPOBOJIUTH UCCIIEIOBAHUS PBIHKA C 1IeTbI0 poaBmxkenue ycryr; (ITK-11)

- IPUMEHATH NpodeccHoHaIbHbIE 3HAaHUS B cpepe opraHu3alnu 00cIyKuBaHus, paboTaTh
B KOHTaKTHOM 30HE KaK B cepe peanuzanun cepBucHoil nesrensHoctr (ITK-11)

- IPUMEHATh HOBBIC TEXHOJOIHU B c(epe yclyr, HOBble (pOpPMbI 0OCITyKUBaHUS, B TOM
4HCIie BHEAPEHNE TeXHoNIoruid nHpopmannonHoro cepsuca ( [TK-11)



- YUUTBIBATh [1apaMeTPhl TEXHOJOTMYECKUX MPOLIECCOB, UCIOIb3YyeMbIX pecypcoB (11K 12).

Baapers:

- HaBbIKaMu PaboTel B komane (OK 4)

- HaBbIKAMU aHajdu3a KYJIbTYPHBIX SBJICHHM, MPOLECCOB MEXIUYHOCTHOTO H
MeXKyapTypHOro obmenus (OK 4)

- HaBBIKAMH CAMOCTOSATENIbHON paboThl, camoopranuzamuu (OK-5)

- CaMOCTOSITEIbHO KPUTUYECKH MBICIUTh, OCYILECTBIIATH MOUCK HEOOXOAMMOM
uHopManuu, ¢ nocieayomuei ee uarepnperanueii (OK-5)

- HaBbIKaMHM  IUIAHUPOBAaHUS  NPOU3BOJCTBEHHO-XO3SMCTBEHHOM  JIEATEIILHOCTH
MPEINPUATHS KUIUIIHO-KOMMYHAJIBHOTO X031CTBa U Cepbl HEIBUKUMOCTH B 3aBUCUMOCTH OT
U3MEHEHHUS KOHBIOHKTYPHI PbIHKA YCIYT M CIpoca MOTpeOHuTenel, B TOM YHUCIE C y4YETOM
coruanbHOM nmoauTuku rocyaapcersa (11K2);

- HaBbIKAMHM JUBEPCU(PHUKAIMH CEPBUCHOW JCATENBHOCTH B COOTBETCTBUU C
STHOKYJIBTYPHBIMHU, UICTOPUUECKUMHU U penurno3nsiMu Tpaauuusamu (11K 8).

- HCHIOJB30BAaTh COBPEMEHHBIE METOMABI ONPEICICHHUS OCHOBHBIX ICHUXOJIOTUYECKUX
ocoOeHHOCTel moTpeduTens B mporecce cepBucHoi aestenbHocTH (ITK 9);

- HaBBIKAMU TPEIOCTABIICHHS YCIYT Ha MPEANPHATUAX C(HEephl )KUITUITHO-KOMMYHAIBHOTO
xo3siicTBa 1 cepsl HeaBrmxkuMOocTH (11K 10);

- IpHEeMaMH JIEJIOBOTO ATHKETa, KYJIbTYPbl PEUH, CIyKeOHBIX OTHOUICHHWH B MpoIecce
B3aMMOJICHCTBHUS C KIUEHTAMH U COTPYAHHKAMHU TMPEANPUATUS KUIUIIHO-KOMMYHAIBHOTO
xo3sucTBa 1 chepsl Heasrmkumoctu (IT1K-11);

- HaBBIKAMH OO€CleueHUEe ONTUMAIbHOW HH(PACTPYKTYpHl OOCIYKMBAHHS C Y4ETOM
IPUPOIHBIX U colranbHbIX (hakropos (ITK11);

- HaBBIKAMHM OCYILECTBJICHHS KOHTPOJIA KadecTBa IIpollecca CepBHUCa, MapaMETPOB
TEXHOJOTMYECKHUX IPOLECCOB, UCIOIb3YyeMbIX pecypcoB (1K 12).

4. CTPYKTYPA U COAEP KAHUE JUCIUIIJIMHBbI

MaxkcumanbHast ydeOHasi Harpys3ka Mo JaHHOW JAMCHUIUIMHE cocTaBisieT 288 wacos. U3
HUX: KOJHMYECTBO ayAUTOPHBIX 4acoB 144 w3 Hux: 72 4Yaca JIEKIIMOHHBIX 3aHATHH, /2 dYaca
MPAKTUIECKHUX 3aHATHIA. KOTMYecTBO 9acoB, OTBOAMMOE Ha CAMOCTOSITEIIEHYIO pabOTy CTY/ICHTOB,
cocraBnsier 144 wyaca. HroroBas arrectanus MO TpeaMeTy 3adeT ¢ oleHkoid.  OOmas
TPYJAOEMKOCTh JUCIHUILTUHBI COCTaBIsieT 288 4acoB miy 8 3a4eTHBIX STUHUII.
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ConepxaHue IMCUMILTHHBI
Paszgea 1. Teoperuyeckue 0CHOBBI CEPBHCHOM JAeSITEJIbHOCTH
Tema.1.1. CepBuc kak cnenupuyeckuil BUa JesTEIbHOCTH.

JlearenbHOCTDh yenoBeka. CTpyKTypa JesTeIbHOCTH YelI0BeKa: CYOBeKT, 1elb, CPEJCTBO,
neiictBue, pesyibrar. [IoTpeOHOCTh U ee 3HaueHue B Pa3BUTHUU cepBHUca. [IoHATHE U CYIIHOCTh
CEPBHCHOM JIeATeNbHOCTH. [IpoTHBOpEUHs CEpBUCHOMN AESTEIBHOCTH.

CepBuc kak gedrenbHOCTb. CepBUCHAs JEATENbHOCTh Kak (opMa YIOBIETBOPEHHS
norpedHocTel. Knaccupukanus u xapakTepucTuka MoTpeOHOCTEH B yClyrax U B CEpBHUCHOM
00CITy>)KMBaHUHT

Tewma 1.2. Posib 1 peAnOCBUIKN Pa3BUTHS CEPBUCHOU JIESATEIIBHOCTH

Wctopusi pa3Butus CepBUCHOM NEATEIBHOCTH U €€ OCOOCHHOCTH Ha 3Tamnax pa3BUTUA
OUBUJIM3AaMM  oOmiecTBa.  OJTambl  pa3BUTHUS  LUMBUIM3ALUU:  JIOMHAYCTPUAIbHBIH,
WHAYCTPUAJIbHBIA, TOCTUHIYCTPHAIBHBIN.

OTansl COIMATUCTUYECKOTO pa3BUTHs chepbl yciyr. Ponb cepBUCHON AeATENbHOCTH B
COLIMAJIbHO-OKOHOMMYECKOM JKU3HU U COLMAIbHBIE IIPEAIIOCHUIKH €€ Pa3BUTHS.

CepBucHBIE CITy>KOBI KaK HHCTUTYT ()OPMHUPOBAHUS pa3yMHBIX MOTPeOHOCTEH YenoBeka

Tema 1.3. Mctopus pa3Butus cepBuca B Poccun



DKOHOMHYECKasi HMCTOpUs KiaccoBoro ooéOmiectBa B Poccuiickoit Mmmepuu. Irarbl
COIMATIUCTHYECKOTO pa3BUTUA cdepbl ycayr. Mcropudeckne OCOOCHHOCTH BO3HUKHOBEHUS
CEpPBHUCHOM JesATeNbHOCTH B Poccuu.

Paznea 2. Yeayra kak cnenuduyeckuii NPOAYKT CEPBUCHOM AeATeJIbHOCTH
Tema 2.1. CtpykTypa chepsl yCiayr U KiacCu(UKaIs TUIIOB U BUJIOB yCIIYT

Crtpykrypa cdepsl yenyr. Kiaccupukanus TMIIOB U BHAOB yCIyr. PeanbHoe pbIHOYHOE
POCTpaHCTBO. BupTyanbHOe pblHOUHOE MpocTpaHcTBO. [loTpeOuTenbckue CBOICTBA YCIyTH.
JKM3HEHHBIN UK YCIYT.

JluBepcudukanus CepBUCHON JAEATEIbHOCTH.

Tewma 2.2. PpiHOK ycayr

PbIHOK yCIIyT U €ro XapakTepUCTHUKH.

MupoBoil pBIHOK YCIIYT: CTPYKTypa, OCHOBHBIE TE€HJIEHLIMH, NEPCIIEKTUBBI U MPOOIEMbI
pa3BUTHS COBPEMEHHOTO MHUPOBOTO pbiHKa yciyr. Pons u mecto Poccun Ha MHpPOBOM pBIHKE
YCIIYT.

CoBpeMeHHbIH phIHOK yciyT Poccun: cocTosHue, TPOOIeMbl U IEPCIIEKTUBBI PA3BUTHAL.

Brnagumupckas o6nacTh:  COCTOSHME, TMOTEHIMAl M TMEPCHEKTUBBI  Pa3BUTHUS
NOTPEOUTENTBCKOTO PhIHKA YCIYT PErHOHa.

Tema 2.3. KauecTBO U OLIEHKA KauecTBa yCIyr

KagectBo ycimyr: OCHOBHBIE TMOIXOABl K H3Y4YeHHIO TOHATHSA. OOBEKTHBHOE U
CyOBEKTUBHOE Ka4eCTBO.

®daxTopsl, (hopMupymKe KauecTBO yciyr. KauecTBo oOcCiyXuBaHHs MOTPEOUTENEH.
YpoBeHb 06caykuBaHus norpeduteneid. [IpuHIMIbI cOBITOBOI MOMMTHKY NPEeaNpUiTUil B chepe
HenBrokuMocTH 1 JKKX.

MeTobl OLIEHKN Ka4ecTBa YCIIYT.

CrannapTel 00CIyXKMBaHUSA: MOHATHE, 11€IH, OOBEKT U YPOBEHb CTAHIAPTU3ALMUU YCIIYT.
®enepanbublit 3akoH "O crangaptuzanuu B Poccuiickoit deneparuu” ot 29.06.2015 N 162-D3

[Tonstue ceprudukanuu yciyr. O0s3aTenbHas U 100poBoyIbHAS cepTudukaius B chepe
YCIIYT.

3akon P® ot 07.02.1992 N 2300-1 (pexn. ot 18.04.2018) "O 3ammTe npas motpeduTeneit"”

MexnyHapoaHas cTaHAApTU3ALUS.

Tema 2.4. CepBucHOE IPOU3BOJCTBO

IIpousBoacreo. IIpomsBonacTBeHHBIM IpOAYKT. ToBap M yciyra Kak  BHJBI
IIPOU3BOJCTBEHHOr0 mpoaykTa. Kamurtan B mpousBozcte. Cneunduka obopoTa kamuraia B
CEPBUCHOM ITPOM3BOACTBE. VHTEIIEKTyallbHBIA KallMTal W €ro NPUMEHEHHE B CEPBHUCHOM
JIEATETbHOCTH.

CTonMOCTh B MPOW3BOJACTBE TOBApOB M yciayr. TpynoBas Teopuss CTOMMOCTH U €€
IIPUMEHEHHUE B IIPOU3BOJACTBE yCIIyr. M3aepKKu IpOU3BOACTBA B CEPBUCHOU JIEATEIBLHOCTH.

ena ycnyru. LleHHOCTH yCayru.

CepBucHas opranusanusi, €€ OCHOBHbIE XapaKTEPUCTHKH.

[Tonsatue npenmpustus. CepBucHoe mnpennpuarue. Buabl cepBUCHBIX NPEANPUATHI U
cnenuduka opraHu3ay MPOU3BOICTBA HA HUX.

Manoe npeanpuaTre, OpraHu3anys IPOU3BOACTBA, YIIPABICHUE U 3HAYEHUE B CEPBUCHON
SKOHOMHUKE.



®paHyaii3uHT W (paHYAN3UHTOBBIC TPEANPHUATHS B CEPBHUCHOM IIPOU3BOJCTBE.
Opranu3anusi, yupaBJieHHe U 3HAYCHUE B CEPBUCHON YKOHOMHUKE.

Tema 2.5. DhPekTUBHOCTD CEPBUCHON ACSITEILHOCTH
O} PeKTUBHOCTh CEPBUCHOUN ACATEILHOCTH M €€ OIeHKA. BHemHss 3QQPEeKTUBHOCTD.
Bryrpenuss 3 pekTuBHOCTD.
[TonsaTue conuanbHOM 3 (HEKTUBHOCTH CEPBUCHOM NIEATEITLHOCTH.
OneHka  yIOBJICTBOPEHHOCTH notpeOuTens YCIYTOH. Mertomabt OLICHKHU
YIIOBJIETBOPEHHOCTH MOTPEOUTEIS YCITYTOM.

Pasznen 3. OcHoBBI opranms3anum CepBHCHOﬁ HCATCJIbHOCTH

Tewma 3.1. Opranuzanus o0cy>KUBaHUS TOTPEOUTEIEH yCIyT
[Ipouecc o6cnyxuBanus. Lenp, 3a1a4u 1 NIPUHIMUIBI IpoIEecca 0OCTyKUBAHHUS.

Knaccudukanuss u xapakrepuctuka (GopMm OOCIYy)KHBaHUS IMOTPEOUTENICH: MO MeCTy
OKa3aHMs yCIyT, cnocoly mpreMa 3aKka3oB Ha yCIYTH, CPOKaM UCIOJTHEHHUS 3aKa30B, 10 METOIaM
OpraHu3alil B3aMMOJICHCTBHS C TMOTpeduTeneM, Mo cmocobaM pacuera, KOMILIEKCHOE
o0cy)KMUBaHUE.

CymrHocTh, BUIBI M METOJIBI MAPKETUHTOBBIX MCCIIEOBAHUH. YITydllIeHnEe 00CITyKUBAHHUS
HAa OCHOBE MAapKETHHIOBBIX UCCIICTOBAHHIA.

Tema 3.2. Opranuzanus pabo4yero MectTa Ha MPEIIPHUITHU CEPBUCA

Hayunas opranuzamnus Tpyaa u ee GyHKUUU. DproHOMHKa pabodero Mecra: MOHSITHE U
GbyHKIHH.

YcmoBust M pexHM Tpylna OOCTY)KHMBAIOLIETO TIEpCOHANa B Pa3NUYHBIX cdepax
00CITy>)KMBaHUS.

Tema 3.3. UnpopManimoHHblit cepBUC

WudopmManvoHHBII  CepBUC W WHTEPHET-DKOHOMHKA.  OCHOBHBIE  DJIEMEHTHI
WH(POPMALMOHHOTO cepBHca. MexaHn3M HHPOPMALMOHHOTO CEpBHCA

OcHoBHble BuAbl HHPOpMANMOHHBIX ycayr. [ludpoBuzamus yciayr u pa3BUTHE
AJIEKTPOHHBIX CEPBUCOB.

Tewma 3.4. HoBble BUABI yCIOyT U MPOTrpeccUBHBIE (OPMBI 0OCTYKUBAHUS

BHenpenne HOBBIX BHJOB YyCAYyT U TPOTPECCHUBHBIX (HOpM  OOCITYKMBaHHS.
VHHOBaIIMOHHBIE TPOIIECCH KakK (PaKTOp H3MEHEHUS CEPBUCHOM JIEITETLHOCTH

WNunoBanuu B cdepe HEIBMKUMOCTH W KOMMYHAITBHOW HH(PPACTPYKTYphl. [IpHauHbI
CO3MaHMSI W BHEAPCHUS HOBBIX YCIYyT BimsHHe BHEIPEHUS HOBBIX BHJIOB YCIyT U (GOpM
00CITy>)KMBaHUS.

dopMUpOBaHUE CTPATETHH M TAKTUKH YIIPABICHUS IPEIIPUITUSIMHA CEPBUCA, OCHOBAHHBIX
Ha BHEJPEHUU HOBBIX BUJIOB YCIIYT.

Pa3nes 4. JTuKa ¥ ICUX0JIOTMS CEPBHCHOM 1eATEILHOCTH
Tewma 4.1 IlpodeccronanbHOe TOBEACHUE U ITUKET

[lonatne mpodeccnoHaTbHOTO W  JENOBOrO  ATHKeTa. HopmMel ®  mpaBuia
poeCCHOHATHFHOTO dTUKETA. DTHYECKast KyJIbTypa CepBHCa.

Crneuunduka nenoBoit atuku. O61mue npobieMsl MpodeccnoHaIbHON 3TUKH

OcHoBHbIe KaTeropun 3TUKH. [Ipodeccnonanbhas 3tTuka. CymHOCTh TpoQecCHOHaTbHON
STUKH pabOTHUKOB 0OcykuBaHus. Konekc npodeccnonanbHOM 3THKH

OOmme mpaBuia ciry>xe0HON KyabTypbl. KittoueBbie pakTopbl UMUIKA.



OTUKa M DSTUKET TeaedOHHOrO pa3roBopa. OTHKET COCTABIEHUS JENOBBIX IHCEM
Ortryeckue mpodieMbl HHOOPMAIIMOHHOTO CEPBUCA.

Tewma 4.2. KynbTypa oO1IeHUS ¢ KIIMEHTaMU

[Tonste o kymbrype oOmenus. Kymbrypa oOmeHus paOOTHUKOB C KIUCHTAMH.
KomnoHeHTsI KynbTypsl 0011eHNS. Bo3elicTBrE KyJIbTyphl Ha IOBEACHUE [TOTPEOUTENS.

OcHOBBI KOPHMOpPAaTUBHOM KynbTypbl. OOmecTBeHHas pemnytauus ¢upmbl. [Ipobiema
coLMaIbHON 0TBeTCTBeHHOCTH. KybTypa peun paboTHUKA.

Tema 4.3. KonTakTHas 30Ha

[TonsiTue 0 «KOHTAKTHOM 30HE». Pa3HOBHMIHOCTH KOHTAaKTHOM 30HBI. [IpocTpaHcTBO
koHTakTa. OOIIEHHEe W B3aMMOJCHCTBHE C KIMEHTaMH. B3aMMOOTHOIIEHHS CIEIUATNCTA 10
CEpBHCY W KJIHMEHTAa B IMPOIECCE OCYIIECTBICHUS CEPBHCHOHN aearenbHOcTH. OcoOEeHHOCTH
JUYHOCTHBIX XapPaKTEPUCTUK PAOOTHHKOB KOHTAKTHOW 30HBI. [IpodeccrmoHanbHOE MOBEACHHE
pabOTHHKA KOHTAKTHOM 30HBI

OTukeT pabOTHUKA KOHTAKTHON 30HBI

Tema 4.4. )Kano6s! 1 KOHPIUKTHI TpU 00CTYKUBAaHUU KIHUEHTOB

[Tonstue o xano6e. Ilonarue o koHpaukTe. Kondnukronmorus. [lo3utuBHas cTopoHa
koH(pukTa. Tunonorus koHGaMKTOB. Buasl koHdnukToB. [Ipuunubl koHGIHKTOB. CrocoObI
paspenienus KoH(GIUKTOB. KOHDIUKT B CEpBUCHOM JEATEIHLHOCTH.

Pa3nen 5. CepBuC HeIBUKMMOCTH
Tema 5.1. CepBuC HEIBUKUMOCTH

[TonsiTHe cepBUCca HEABMKUMOCTH. TEXHOJIOTHS OKa3aHUs yCIyT B chepe HEABUKUMOCTH,
B CIy»0ax cepBHUCa, YIPABISIOMINUX KOMIAHUAX, 00CTYKUBAIOLIUX JKUJIbIC U HEXKWUIIbIC 3MaHUS U
COOPYKEHHsI, 00bEKTHI HEJIBUKUMOCTH.

Oco0OeHHOCTH  OKa3aHUS  JKWIHMIIHO-KOMMYHaJIbHBIX  ycayr.  [IpemoctaBneHue
KOMMYHAJbHBIX YCIYT COOCTBEHHHMKAM U IIOJIb30BAaTEsIM TMOMEIIEHUN B MHOTOKBAapPTHPHBIX
JIOMaXx M >KUJIBIX IOMOB.

Opranu3anus padoThl C HETUIATEIbITUKAMH 32 KIJIUIIHO-KOMMYHAIbHBIEC YCIIYTH. .

5.0BPA30OBATEJIBHBIE TEXHOJIOI'NA

B cootBerctBum ¢ tTpedboBanusimu ®I'OC BO no HanpaBieHUIO NOATOTOBKU peain3alus
KOMITIETEHTHOCTHOTO TOJX0Ja JOJKHA MPEIyCMAaTPUBACT IMIMPOKOE UCIOIb30BAHUE B YUEOHOM
MPOIIECCE AKTUBHBIX M MHTEPAKTUBHBIX ()OPM MIPOBEIACHHUS 3aHATHIA.

[Tpumep HCTIOIB30BAHUS OCHOBHBIX aKTUBHBIX U HHTEPAKTUBHBIX METOJIOB B JIEKIIMOHHBIX
Y MIPAKTHYECKUX 3aHATHSIX (ayAUTOPHBIE 3aHATH) (00IIIee KOJIUIECTBO 72 Yaca 3a OJIUH CEMECTD)
o paszzenam

Paznen Merton (popma) O6mee KommgecTtBo
9acoB (110 pa3zenam)
Pa3nes 1. Teoperuueckue ocHoBbI | JIekuun c npuMeHeHneM | 24
CePBUCHOM 1eATeIbHOCTH WH(POPMAITMOHHO-KOMMYHUKAIIMOHHBIE
TexHosoruii. CeMuHap-IucIyT.
Paznen 2. Yciayra kak | JlekunonHele, ceMuHapckue 3aHATHS c | 48
cnenuduyeckmii NPOAYKT | IPUMEHEHUEM uHGOPMAITMOHHO-
CePBHCHOI 1eATeIbHOCTH KOMMYHHKAITHOHHBIX TEXHOJIOTHH
(mynpTHMenua mpe3eHTarus). PaGorta B
MalblX Tpynmnax. CeMunap.




Pa3znea 3. OcHoBbl opranusanuu | Jlekuuu c npUMeHeHHeM | 24
CePBHUCHOI 1eATeIbHOCTH MH(POPMAIMOHHO-KOMMYHUKAIIMOHHBIX
texHosioruii. Cemunap. /lenoBas urpa.

Paznen 4. Druka m ncuxojorus | Jlekunonnele, cemuHapckue 3aHatus c | 40
CEePBHCHOM J1eSITeJIbHOCTH MPUMEHEHUEM nH()OpPMAITMOHHO-
KOMMYHHKAITHOHHBIX TEXHOJIOTHH
(MynpTHMenUa mpe3eHTarus). Padora B
ManpiXx Trpynnax. TpenHunr. CemuHap.
[enosas urpa.

Pa3nea 5. CepBuc HenBmaxumoctu | Jlekuuu c npUMeHeHueM | 8
MH(POPMAIMOHHO-KOMMYHUKAIIMOHHBIE
TEXHOJIOTHH.

OcHoBHbIE BUAbI yueOHOM paboThl mo aucuuiuinHe «Cepsuchas OesamenbHOCHbY:
npoOJieMHbIE JIKIUU, JIEKIUU U TpakThuueckue 3aHaAtus c npumenenueM WKT, nexuus —
JVICKYCCHSI aKTUBHBIE METO/BI MIPOBEICHUS 3aHATHHA, 3aHATHS 32 KPYIJIBIM CTOJIOM, O0ydeHHE C
HIMPOKUM UCIOIb30BAHUEM CUTYAlIMOHHBIX 3a7au.

VY nenbHBIN BEC 3aHATHIA, TPOBOIUMBIX B MHTEPAKTHBHBIX (POPMaX, ONpPEACIIeTCS TIIaBHOM
HEeNbI0 (MUCCHEN) MPOrpaMMbl, OCOOCHHOCTBIO KOHTHHTEHTA OOYYArOIUXCS U COJEpKaHHEM
KOHKPETHBIX TUCLUIUIMH, U B 1IEJIOM B y4€OHOM IPOLIECCE OHU JIOJIKHBI COCTAaBIJIATH HEe MeHee 20
% aynuTopHbIX 3aHsTHI (onpeaessiercs: TpeboBanusiMu PI'OC ¢ yyerom cneuuduxu OITOIT).
3aHATUS JIEKUMOHHOTO THUMA JUI1 COOTBETCTBYIOIIMX TIPYII CTYyAEHTOB cocTraBiaioT 50 %
ayJUTOPHBIX 3aHATHH (onpezensercs cooTBeTcTBy0mUM OI'OC).

ITpu yTeHnn AeKuui cieayeT MUPOKO UCTIONb30BaTh Pa3HOOOPA3HbIE HATTIAHbIE YUeOHbIe
nocoOus (pa3gaTovyHBIM MaTepHuall) W TPE3CHTAIMOHHBIM MaTepuasl. Psjg JeKIUOHHBIX U
MPAKTUYECKUX 3aHATUH MpeArnosaraeT COBMEUIEHUE T€X WM MHBIX METO/OB, KaK MPaBUio, 3TO
npoOaemMHas Jekius ¢ npuMenenuem metooB UKT.

C nenpto opmMupoBaHusi U pa3BUTHA MPO(ECCUOHATHHBIX HABBIKOB OOYYAIOIIUXCS, B
y4eOHOM Tpolecce JOKHBI HIMPOKO HCIOJIb30BAaThCSl aKTUBHBIE M MHTEPAKTHUBHBIE (HDOPMBI
IIPOBEJECHUS MPAKTUYECKUX 3aHATHI B TOM YHCIIE: CEMUHAPHI B INAJIOTOBOM PEKUME, TUCKYCCUU
(B TOM 4McIIe — IPYNIOBBIE), Jp.

CamocTosiTe1bHasi padoTa CTYJEHTOB IMOJpa3yMeBaeT paboOTy MOJA PYKOBOJCTBOM
npenogaBaresiell (KOHCYJIbTallUM M TOMOIIb IPH BBINOJIHEHUM TMPAKTUYECKUX 3aJaHUM,
MOJTOTOBKU IPE3EHTAIlMOHHBIX MaTepUaJIOB, MOJrOTOBKAa U BBINOJIHEHUE KYpCOBOM paboThI,
MOJICOTOBKA K 3a4eTy U PEUTHHI-KOHTPOJIIO) M MHAUBUAYaIbHYIO paboTy crynenta ¢ [1K u B cetn
INTERNET (pa3paboTka WHIMBHUIYyaJdbHBIX OJJIEKTPOHHBIX MNOPTHONHMO, MYJIbTHUMEIUA
IpEe3eHTAlNN), a TaKkke paboTy HayuHo# 6ubnuoTeke Bnl'Y u B oGmacTHON HayyHOM OHOAMOTEKE.

6. OHEHOYHBIE CPEJACTBA VIS TEKYIIEI'O KOHTPOJISI YCIIEBAEMOCTMU,
MPOMEXYTOYHOM ATTECTAIIMHA IO U'TOT'AM OCBOEHUA JUCIATLIMHBI
M YYEBHO-METOJINYECKOE OBECIIEYEHUE CAMOCTOSTEJIBHOM PABOTHI
CTYAEHTOB

OCHOBHBIM OIIEHOYHBIM CPEACTBOM TEKYIIET0 KOHTPOJIS YCIIEBAEMOCTH ABIISAETCS PEHTHHT

KOHTPOJIb. Beero mo auciurmmimHe mpoBOIUThCS 6 pEHTHHT- KOHTPOJISL.

3 cemecT
IlepBblii peHTUHI KOHTPOJIb. [I0ATr0OTOBUTE 3CCE MO BOMPOCAM.




1. MoxHO 71 cuuTaTh pabOTy MOJUTUYECKOTO KOHCYJIbTAHTA, CO3AABIIETO TOCTATOYHO
NO3UTUBHBINA 00pa3 kaHauzaara B aenyratsl ['ocymapcrBennoit Jymsl, yciyroit? [lpu ycnoBun,
YTO MpeABLIOOPHAs TOHKA JIJIsl KaH/IMJ1aTa 3aBepIInIack nopaxxenueM. OO0OCHYHTE CBOM OTBET.

2. Ilpoananu3upyiite kakyro cymMmy Bbl TpaTute Ha pa3iuyHble yCIyrd U TOBapbl 3a 1
MecCsL.

3. [To BameMy MHEHHUIO, MOKHO JIU IPHOOPECTH YCIYTy BIPOK?

4. B 4yeM COCTOUT MNPUHIMNHAIBLHOE OTIMYME B KJIACCU(PUKALMU YCIYT, Pa3IuYHbIX
KJaccuukanmii?

5. B 4em cx0/CTBO U pa3ivure ToBapa U yCiayru?

BTopoii peiiTHHI KOHTPOJIb. BhINOTHEHHE UHANBUTYaIbHBIX 3aJIaHHA.

Knaccupukauus u anaau3 padoThl NPeANPUATHIA CEPBHCA, OKA3BIBAIONIHE YCIYTH
HaceJleHHI0 ropoaa Biagumupa

Tabnuna 1 — Knaccudukanus ycmyr

Tabmuua 2. - Marpuia cerMeHTanuu ycuyr (moTpedurenei)

3amanme Ne 1.

[TpoBenuTe KIIacCH(PHUKAINIO TPEAIPUATHIA CHEPhI CEPBHCA, OKA3BIBAIOIINE YCIYTH HACEICHUIO B
roponax Brnagumupckoii o61actu (1o BEIOOPY CTYIEHTA).

3aganue Ne 2.

[TpoBeauTe ananu3 paboOTHI MPEANPHUATHIA chepbl cepBUca (COTIacHO Kilaccu(PHUKAIIUN U3 3a1aHUs
No 1), okaspiBaromme yclIyru HaceleHHI0 B ropoaax Bmamumupckoit obnactu (1o BeIOOpY
CTYyJICHTA)

3aganue Ne 3.

[lepeuncnure TOCTOMHCTBA M HEAOCTATKU B paboTe MpeanpusTHil cepbl cepBHca B ropojax
Bnagumupckoit o61actu (1o BEIOOPY CTYIEHTA).

KoHTpoJibHBIE BONIPOCHI:

KakoBa ponb npennpustuii chepsl cepBrca B 3koHOMU4eckoi cucteme Poccun?

TpeTnii peliTHHI KOHTPOJIb.
1. U3 mnpuBeneHHBIX OMNpeneleHUN TOTPEOUTENsI YCIYr BBIOEPUTE MPOMUCAHHOE B

npeamOyne 3akoHa «O 3amuTe npaB MOTpeOUTENE»:

a) 4eJIOBEK, PEryJIsIpHO MOKYMAIOMIUNA TOBAPHI MU YCIYTH;

0) rpaxJaHUH, UMEIOIIMN HaAMEpPEeHHE 3aKa3aTh WIM NMPHOOPECTH MO0 3aKa3bIBarOIIUi,
IprOOPETAIOLINIA MITH UCTIONIB3YIOIIUN YCITYTH UCKITIOUUTENBHO JUISl IMYHBIX HYX/1, HE CBA3aHHBIX
C U3BJICYCHUEM NTPUOBLIY;

B) (u3MYEeCKOe WINM IOPUIWYECKOE JIMI0, OCYIIECTBISIONIEE OIJIaTy JCHbraMH U
SIBIISTIOIIIEECS PHOOpETaTeIeM TOBapa WIIH YCIYTH.

2. OCHOBHBIM HOPMATHBHBIM JOKYMEHTOM, PETYJIHPYIOIIUM B COOTBETCTBHH C
®denepanbHbIM 3aKOHOM «O 3aIIKTe MpaB MOTPEOUTENCH OTHOIICHHUS MEXIY MOTPEOUTEISIMU 1
OPENPUATHIMU CEPBUCA, SBIISIOTCS. . .

a) IpaBUJIa OKa3aHUs YCIYT...

0) KoAeKChI MPo(hecCHOHATEHOMN ITUKY;

B) YCTaBbI CEPBUCHBIX OpTaHU3aI.

3. Uto U3 mnepeuyucIeHHOr0 MOKHO OTHECTH K CIoco0aM perylupoBaHHs KauecTBa
00CITy’)KNBaHUS HA COBPEMEHHOM MUPOBOM PBIHKE YCITyT?

a) mnyOnukamuss wWHPOpMaUM O pe3yiabTaTax JesATeIbHOCTH, HANpPaBJICHHOW Ha
MOBBILICHHE KaueCTBa OOCITYKHUBaHUS;



0) BBeZIcHUE 00s3aTEIIPHBIX MUHUMAJIbHBIX CTaHIaPTOB KayecTBa 0OCTy)KHUBAHUS;

B) BBeAeHHE ITpadoB pabOTHUKOB 3a NPEAOCTABICHHE HEKAYECTBEHHOW YCIYTH; T)
BBEJICHUE PErJIAMEHTUPYIOLIUX CTUMYJIOB;

1) CO37aHWe KOMHCCHUH IO PAacCMOTPEHHUIO BOIPOCOB HapyIIEHHUS NpoQecCHOHATHHON
ITHUKHU.

4. OcHOBOIIONAraIOUIMM HAMPaBICHUEM CTPATETHUYECKOI0 Pa3BUTHUS CEpPBHCA BBICTYIIAET:

a) COBEpILIECHCTBOBAaHHE PA3HOI0 PoAa TEXHOJOTUN M HCIOIb30BAHHE UX B CEPBHUCHOI
JeSITEIbHOCTH;

0) uccieqoBaHle BO3pACTAIOIINX NOTPEOHOCTEH MOTpeOUTeNelt U OpUEeHTAIUS Ha HUX;

B) COBEpLICHCTBOBAHUE THUIIOB YIPABJIECHUS, YMHOXXEHHE PAa3HOBUAHOCTEH YIpaBlICHUS
CEPBHUCHBIMU NPEANPUATUIMHU.

5. JledarenbHOCTb, HANpaBiCHHAs HA Pa3pabOTKy M YCTaHOBIIEHHE TpeOOBaHMIA, HOPM,
IpaBWI, XapaKTEPUCTUK, KaK oOOA3aTEIbHBIX [UIsl BBIIOJHEHUS, TaK U PEKOMEHAYEMBIX,
o0ecreunBarOIMX IPaBO MOTPEeOUTENS Ha MPUOOPETeHHE YCIyr HaJUIeKallero KadyecTBa 3a
MpPUEMIIEMYIO LIEHY, a TAaK)Ke MPaBo Ha 0€30MaCHOCTh M KOM(POPTHOCTH TPyAa, — 3TO. ..

a) cepBU3alUs YKOHOMUKH;

0) cerMeHTaIus PhIHKA;

B) CTaHJAPTHU3ALIUS YCIIYT.

6. YcTaHoBUTE COOTBETCTBUS. [ pynna cBONCTB ycayr

CaoiicTBa yciyru

1. [Ipon3BoICTBEHHBIE

2. OyHKIIMOHATIbHBIE

3. IloTpeburenbckue

A. CBoiicTBa, IpOBEpPKa HAJIUYMsI KOTOPBIX BO3MOYKHA TOJIBKO IIPU TIEPBOM OLIEHKE
KJIMEHTOM IIPEJIaraéMon yCiIyru

b. CoBokynHOCTh IOKa3zaTesei, OTpakalolMX Uil MoTpeduTeneil peaJbHOe KayecTBO
IPOIAYKIINH

B. CaoiicTBa, nmMeronue sipKo BbIpaKEHHbIE (U3UKOTEXHUUYECKHE CBOMCTBA, U KOTOPHIE
OCO3HAIOTCS B IPOLIecce MPOU3BOICTBA

7. HelicTBHEe, yIOCTOBEPSIONIEE IMOCPEACTBOM cepTHU(HKATa COOTBETCTBUS WJIM 3HaKa
COOTBETCTBHUS, UTO U3/IE€IIUE WM YCIyra COOTBETCTBYET ONPENEICHHBIM CTaHAaPTaM UJIU IPYTUM
HOPMAaTUBHBIM JOKyMEHTaM, — 3TO...

a) CTaHJapTH3aLMs;

0) cepTuduxanus;

B) KOHCHIOMEPU3M.

8.  VkaxuTe JONYyCTUMYIO BEIMYMHY PpACXOXKICHHUS MEXIy OXHUAAEMbIM U
MIPEIOCTABIIIEMBIM Kaue€CTBOM OOCITY)KMUBaHHUSI:

a) 5—7%;

6) 10-15%;

B) 20-25%);

r) 25-30%);

1) 35-40%.

9. YcranoBure coorBeTcTBUA. COCTABIIAIONINE Ka4eCTBA

. ®yHKIMOHAIBHOE KaY€CTBO

I1. Dtrueckoe (obmectBerHoe) III. TexHomornueckoe



A. KadectBo moTeHIMana, COCTOSIIEE W3  KPUTEPHUEB, OTHOCSAIIMXCA K
IPOM3BOJICTBEHHOMY COCTOSIHUIO TIPEATIPHATHN

b.KauecTBO mpouecca npeaocTaBieHUsl yCIyr, KOrJa MPOUCXOIUT HENOCPEACTBEHHOE
B3aMMO/ICHCTBUE C MIEPCOHAIIOM

B. KauectBo yOexnenus, 4to pa3padbarsiBaeéMble 1 IPEAOCTABIIIEMbIC YCIIYTH UCKIFOYAIOT
MPUYMHEHHUE Bpe/ia 30POBbIO U KU3HU KIIMEHTOB

10. TIpomomxuTte TpeIOKEHUE: «YCTHOE WM MUCbMEHHOE BBIPAKEHUE MPETCH3UM
NOTPEOUTENS IO TOBOLY OOCTY>KUBAHUS — 3TO. .. »:

a) O6JaroIapHoOCTh 3a 0OCTyKUBAHUE;

0) MOVCK TOHUMAHUS B CIIOKHUBILICHCS CUTYaIUU;

B) MPU3BIB K COBECTH HEPAIUBBIX pAOOTHHUKOB; T') )kai00a moTpeOuTers.

4 cemecTp
IlepBbIil peliTHHT KOHTPOJIb.

BrinosiHeHUE MHIMBUAYAIBHBIX 3aJaHUN.
3amanme Ne 1.
Pa3paboraiite «1aMaTK1» NpodecCHOHATBHOTO MOBEACHUS pabOTHUKA CHEPbI HEIBUKUMOCTH.
KonTposbHbIe BONPOCHI:
1. Yro momKkHO BKIIOYATh B ce0s mpodeccuoHanbHoe MmoBeneHne paboTHHUKA ceprl cepBrca?
2. Uro Takoe KyJibTypa o01eHus?
3. Uro Takoe m00€3HOCTH?

BTopoii peliTHHT KOHTPOJb. IIpumepnas memamuka npe3eHmayui
(Modicem bblmb pacuiupena ¢ y4emom uHmepecos CnmyoeHmos)

1. KonTakTHas 30Ha U €e 0COOEHHOCTH B JKUJIMIIHO-KOMMYHAJIbHOM XO031CTBE.

2. Ilcuxomnorus nporecca o0CIy>KUBaHUSL.

3. XKano6s! 1 KOHPIIUKTHI TPU OOCITYKUBAHUH KJIMEHTOB.

4. IlpenbsiBieHue NpeTeH3ni U yCTpaHEeHNe HapylleHnid. OTBETCTBEHHOCTb 32

HapylIeHHUE MPaBUJl IPEIOCTaBICHNUS KOMMYHAIBbHBIX yciIyr. KoHTposs 3a coOmtoaenrem
IIpaBuir.

5. IIpaBuia npenocTaBiIeHNUss KOMMYHAIBHBIX YCIIYT.

6. Yciyru, opueHTHpOBaHHbIE HAa MHIMBUAYalIbHBIE, TPYIIIIOBBIE, MACCOBBIE TOTPEOHOCTH.

7. Cneunduka 00CIyKUBaHUS Pa3HbIX COLUATBHBIX TPYIII.

8. IloHATHE CEPBUCHOTO NPOAYKTA.

9. HopmaTuBHO-nIpaBoBas 0a3a pe1ocTaBlIeHNs KOMMYHAIbHBIX YCIIYT.

10. TIpaBuna npenocTaBaeHUs KOMMYHAIBHBIX YCIYT COOCTBEHHUKAM M IOJIb30BATEISIM
MOMEIEHUI B MHOTOKBapTUPHBIX IOMaxX M JKUJIBIX IOMOB.

11. TpeGoBaHus K Ka4UeCTBY KOMMYHAJIBHBIX YCIYT.

12. IIpon3BOICTBO YCIYT M CEPBUCHOIO MPOAYyKTa. [I[pOM3BOACTBEHHBIE aCIIEKTHI ITPOLECCA
00CTyKUBaHUSI.

13. CranaapThl kKauecTBa, 0€30MaCHOCTH YCIYT pa3HOro THUIA.

14. KoHTpOIb 32 KaUECTBOM U OE30MACHOCTHIO YCITYT.

15. Ilpobnema kadyecTBa U GE30MACHOCTH YCIIYT B KMJIUITHO-KOMMYHAJILHOM XO03HCTBE.

16. BzaumogpeiicTBue ¢ moTpedUTENeM yCIyr KaK yIpaBieHYecKas 3a/1a4a.

17. IIpueM omiaThl )KWIAIIHO-KOMMYHAJIBHBIX YCIYT.

18. [IpaBoBbIe JOKYMEHTBI, PETJIAMEHTUPYIOIIHNE BHINOJIHEHNE CEPBUCHBIX padoT.

19. HopmaTHBEI YNCIEHHOCTH PYKOBOAMTEIIEH, CIEHUAIMCTOB U CIIyKalllUX B

cucreme KKX.

20. CocraBnenue mraTHOro pacnucanus npeanpusatus KKX.

21. Benenue xypHaia ydeTa 3asBOK I CEPBUCHOMN AESITEIbHOCTH.



TpebdoBanus K 0()OpMIIEHHUIO IPE3EeHTAUH
TekcT npesenTanuu (00IIee KOJIUIESCTBO CIAWIOB OT 8) JOMKEeH ObITh HAOpaH B TEKCTOBOM
penakrope MS WORD.
[Ipe3eHTarus 10JKHA UMETh TUTYJIBHBIN JIUCT ¢ HauMeHoBaHueM BY3a, kadeapsi, TeMbl

npesenTanyu padotel, MO cTyneHTa u mpernoiaBaTens; MeCTa HalMCaHHUs U TOJ1a.

Cnaiinpl JOMKHBI OBITH NPOHYMEPOBAHBI, 00S3aTeIbHBl MPABUIBHO OGOPMIICHHbBIC
IIOCTPAHUYHbBIE CHOCKH WJIM BHYTPH TEKCTA.

[Ipu ncnonp30BaHNM UCTOUYHUKOB CJIEAYET B CHOCKE WJIM CCBUIKE YKA3bIBAThCS UCTOYHUK
3aMMCTBOBAHUA.

TpeTHii peliTHHT KOHTPOJIb. [TIOAIOTOBKA JOKJIaaa

Ilpumepnaa memamuka 00K1a008
(Modcem bblmb pacuiupena ¢ y4emom uHmepecos CmyoeHmos)

1. Yenyru u s)Ku3HeIeATeIbHOCTS JIFOJIeH B TPAAULIMOHHBIX COOOIIECTBAX

2. Yciayru u cepBHCHAs ACSITETLHOCTH B OOIIECTBE COBPEMEHHOTO THTIA

3. O0bexTuBHBIE (hakTOpbl pa3BuTus chepsl yciuyr B PO

4. Ponb rocy1apCTBEHHBIX MEXaHU3MOB B Pa3BUTHH YCIYT

5. Pa3Butue manoro 6usneca B PO

6. OCcoOeHHOCTH OpraHU3alMOHHONW CTPYKTYPbI M IPOU3BOACTBEHHOI'O MEHEIKMEHTa Ha
NpeANPUSITUN CEpBUCA

TpebdoBanusi K 0(p)OpMIIEHUIO JOKJIAAA

Tekcr nmokmanma moibkeH ObITh HaOpaH B TekcTtoBoM penaktope MS WORD, o6miee
KOJINYECTBO CTPAHUI] IEYaTHOrO TEKCTa - He MeHee 4, Times New Roman 14, unrepsai, 1,5.

Jloknag AOKHA MMETh TUTYJIBHBIM JIHCT ¢ HauMeHoBaHueM BVY3a, xadenpsl, Tembl
npesentanun padotel, MO cTynenTa u mpenoaBaress; MecTa HallMCaHusl U To/1a.

Crpanuubl JOJMKHBI ObITh IPOHYMEPOBAHbI; 00s53aTENbHBI MPABUIBHO O(GOPMIICHHbIE
MOCTPAHUYHbBIE CHOCKH WJIM BHYTPH TEKCTA.

[Ipu ucnonb30BaHNKM UCTOYHUKOB CJIEAYET B CHOCKE WJIM CCHUIKE YKAa3bIBATHCS UCTOYHUK
3aMMCTBOBAHMSI.

CamocrosiTesibHAs (BHeayANTOPHasi) padoTa CTyAeHTOB
(odmee kouuecTBo 108 yaco)

OcHoBHbBIE BONIPOCHI
1. Ilpupona ycayr. OTauuuTenbHble 0COOEHHOCTH YCIYTH OT TOBapa
2. B 4ueM BBIpaKaeTcst «CyBEpEHUTET TOTPEOUTETSI»?
3. 3HaveHUe CePBUCHOM IEATETHLHOCTH B YCIOBUSAX PHIHOYHBIX OTHOIICHUH.
4. ITouemy cepy ycayr MOKHO Ha3BaTh Chepoid, «IIPOU3BOIAIIECH CBOOOTHOE BpEMsI»?
5. Ucropuyeckue npeArnochUIK BOSHUKHOBEHUSI CEpBUCHOM JIeATeNIbHOCTH B Poccun.
6 JlaiiTe onpeeneHre NOHATHH «yCIIyTra», «CepBHCY, «OOCTY>KUBAHHEY.
7. Homenkiatypa TpeOOBaHUI M yCIOBH, (popMupyIOlIas MOKa3aTeau, BIUSIONIME Ha

3¢ (HeKTUBHOCTH (PYHKIIMOHUPOBAHUS MIPENNPUITHI chephl cepBHCca

8. DKOHOMHUYECKasl CYIIIHOCTh CEPBUCHOM JISATEITBHOCTH.
9.0cHOBHBIC TIPUHITHITBI Pa3padOTKH CTaHIApTa 00CITY)KHBaHUSI.
10. [TpaBuia 3¢ GEeKTHBHOTO CEpBUCA.
11. ®opmbl rocyaapCcTBEHHOMN MOAAEPKKH COLMAIBbHOM cdepbl B PD.
12. OcHoBHBIE TIpaBa MOTPEOUTEIS, 3AIIUIIIAEMbIE TOCYJAPCTBOM.
13. Ocobennoctr (OPMHUPOBAHUS PHIHOYHOTO U HEPBIHOYHOTO CEKTOPOB C(EpPhI YCIYT.



14. TToHATHS: «KAYECTBO YCIYTHY, «KAYECTBO OOCITYKUBAHUSI.

15. OcHOBHBIE U BCIIOMOI'aTEIbHbIE IPOLECCH IPOU3BOJCTBA YCIYTH.

16. Opranu3anioHHO-TIPOU3BOICTBEHHBIEC XapaKTEPUCTHKH IPEANPHUATHS C(HEepbl cCepBuUCa.

17. Tlpouecc okazanus ycayru. OCHOBBI 3Talbl U 0COOCHHOCTH.

18. KynbTypa o6cinyxuBaHUs KaK MMOKa3aTeIh KauecTBa.

19. VnpapieHne Ka4eCTBOM CepBHCa.

20. Ilcuxonorus cepBuca — OCHOBHBIC MTOHITHS U 33JIa4H.

21. Knaccudukanusi MHIUBUAYAIbHBIX XapaKTEPUCTUK JIMYHOCTH YYaCTHUKOB CEPBUCHOM
JESITEIbHOCTH.

22. Ilcuxonorust cepBuca Ha OCHOBHBIX 3Tamax 0O0CITy>KUBAHHUSL.

23. IIpodeccrnonanbHas 3Tuka U npodeccnoHanTbHOE TTOBeIeHNE PaOOTHIKA KOHTAKTHON
30HBI.

24 DcreTuKa BHEUIHETO 00JIMKa paOOTHUKA KOHTAKTHON 30HBI.

25. Bupl KOH(GIMKTOB B Mpoliecce OOCTYKUBAHUS U IyTH U Pa3pelieHusl.

26. ®opMbl OpraHU3aUy TPyAa B paMKax (YHKIIMOHUPOBAHUS CEPBUCHOTO MIPEITPHUITHSL.

27. llocpenHUYECKUE YCIYTH B MPEANPUHUMATENBCTBE. ATEHTCKHI TOTOBOP.

28. XapaKTepuCTHKa JOCYTOBBIX YCIYT B paMKax COLUATbHO-KYJIBTYPHOTO CEpBHCA.

29. MexayHapoaHblii 0OMEH yCITyraMu.

30. OcoOEHHOCTH OpPTaHU3AINN TTOCTIETPOAAKHOTO O0CITY)KUBAHHUS.

31. Buasl conuanbHbIX YCIIYT, MIPEIOCTABISIEMBIX TOCYAaPCTBEHHBIMU YUPEKICHUSIMH.

32. TloHsATMe M NPUHLMIIBI COLUUAIBHOIO OOCIY)XMBaHMS, MPEILyCMOTPEHHbIE
3aKkoHoJiaTenbcTBOM Poccuiickoit denepanuu.

33. [loHATHE «KOHTAKTHAs 30Ha». Pa3HOBUIHOCTH KOHTAaKTHOM 30HBI.

34. Tunsl OpraHU3alMOHHBIX CTPYKTYpP CEPBUCHOTO MPEAIPUSATHS.

35. Tunel noTpeduTenelt o counanbHOMY IPOMCXOXKACHUIO, CTATyCY, 10X0/1aM, BO3pacTy.

36. JInyHOCTH MOTpEOUTENST CEPBUCHBIX ycayr. Tumbl moTpeOuTesell Mo MpPUBBIUKAM,
3amnpocam, KeJIaHUsIM.

37. Bo3nelicTBre KyJIbTYphl Ha TTOBEJCHUE TOTPEOUTES.

38. Opranu3anuoHHas KyJlbTypa MPeANpUsSTHS.

39.0cTeTrKa BHEUIHETO 0(pOpMIIEHNUS, HHTEpbepa NPEANPUITUS cepBUca U pabOUYUX MECT
nepcoHaia.

40.3aBUCUMOCTb CEpBUCHOM JEATEIBHOCTH OT Treorpapuueckux, IOCEIeHYECKUX,
nemorpaduueckux (hakToposB.

IIpumepHas TeMaTHKa KypPCOBBIX padoT

1. Hcropuyeckoe pa3BUTHE CEPBUCHOM JEATEIBHOCTM W OCOOCHHOCTH €€
CTaHOBJIEHUS] B COBPEMEHHOM MUpE

2. WNHudopManinoHHbIH cepBUC: TPOOIEMbI U TEPCHEKTUBBI Pa3BUTHUS
['moGanbHble HHPOPMAITMOHHBIE CETH U CEPBHUCHAS JI€ATEILHOCTh
CepBHCHBII MapKETUHT: OCOOEHHOCTHU M MTPOOJIEMBI pa3BUTHUS
KoHTakTHas 30Ha 1 KOMMYHUKAaTUBHOE IIPOCTPAHCTBO B CEPBUCHON JEATEIIBHOCTH
CepBucHas 1€4TEIbHOCTb B YCIOBUAX INI00ATN3ALNN: TEHACHIUN U MEPCIEKTUBbI

No ok

CereBbIe CEpBUCHBIC KOMITAHUU: TIPOOJIEMbI 1 OCOOCHHOCTH Pa3BUTHS
8. DJIeKTpOHHAs KOMMEPIHS KaK 4acTh CEPBUCHOU JACSITEILHOCTH B COBPEMEHHOM
oOmecTBe



9. NunuBuayanbHOE 00CTY)KHBAHHE KaK CAaMOCTOSATEIbHBIN BUJT TPOPECCHOHATBHON

JESTEIIbHOCTH

10.  IIudpoBbie TEXHOIOTHH ¥ KOMMYHUKAIUS: STUICCKIE OCOOCHHOCTH OpraHU3aIlluu
CBSI3U

11.  TIpodeccroHaNbHBIA KOJAEKC CIECIHATNCTa MO0 CEPBUCY WHHOBAIIMOHHBIE (DOPMBI
00cITy>)KMBaHUS

12. TocymapcTBeHHas MOJUTHKAa B cdepe MperoCTaBICHUs TOCYIapCTBCHHBIX |
MYHUIUTIATBHBIX YCIYT

13.  bpeHaupoBaHWe KaK WHHOBAIIMOHHBIA WHCTPYMEHT MPOJBMXKCHUS MPOJYKTA

CEpPBHUCHOM AEATEIbHOCTH

14.  TlporpeccuBHble popmbl oOcmyxuBanus B chepe JKKX

15.  @panuaii3uar kak ¢opma OpraHu3alUM MaJOro Ou3Heca B CEPBHCHOM
JeSITEIbBHOCTH

Bonpocsi 3auera:

1. CepBuc Kak cierupuIeCKUii BUI IEATCIbHOCTH.

2. Hcrtopus pa3BUTHS CEPBHCHOM JEATEIBHOCTH M €€ OCOOCHHOCTM Ha 3Tamax pa3BUTUSA
UUBUJIM3AaMU  o0liecTBa.  OTambl  pa3BUTHUS  LUMBUIM3ALUU:  JIOMHAYCTpUAJbHbIH,
WHyCTPUAJIbHBIN, IOCTUHYCTPUAIIbHBIN.

3. DTanbl CONMATNCTUIECKOTO Pa3BUTH c(hephl YCIIyT.

4. Ponb CepBUCHOM MAEITEIBPHOCTH B COLMAIBHO-3KOHOMHYECKOM JKHM3HM M COLIMAJIbHBIC
HPEINOCHIIKY €€ Pa3BUTHUS.

5. CepBuCHBIE CITY>KObI KaK HHCTUTYT (POPMHUPOBAHUS pa3yMHBIX OTPEOHOCTEN YeIoBeKa

6. cropuueckre 0cOOEHHOCTH BOZHUKHOBEHHUSI CEPBUCHOM JlesiTeNbHOCTH B Poccuu.

7. CTpykTypa cepbl yCIyr.

8. Kitaccuduxanus THIOB ¥ BUJIOB YCIYT.

9. Ilorpedburensckue cBoicTBa yciyru. JKU3HEHHBIN LUK yCIYT.

10. luBepcudukariust CEpBUCHON I€ATETHHOCTH.

11. PBIHOK yCIyT M €ro XapakTepUCTUKH.

12. MupoBOil PBIHOK YCIYyT: CTPYKTYypa, OCHOBHBIE TEHJCHIIMH, MEPCHEKTHUBBI U MPOOIEMbI
pa3BUTHS COBPEMEHHOTO MUPOBOT'O PhIHKA YCIIYT.

13. Pons 1 Mmecto Poccun Ha MUPOBOM PBIHKE YCIIYT.

14. CoBpeMeHHBII pbIHOK yciyr Poccuu: cocTosiHue, mpodaeMbl U EPCHEKTHUBBI Pa3BUTHS.

15. Bnagumupckas 06J1acTh: COCTOSIHUE, TTOTEHIIUAI U TEPCIIEKTUBBI pa3BUTHSI TOTPEOUTEIHCKOTO
pBIHKA YCIIYT pETHOHA.

16. KagecTBO yCiIyTr: OCHOBHBIE TTOJXOABI K M3y4eHUIO MOHATHSA. OOBEKTUBHOE U CyOBEKTUBHOE
Ka4yecTBO.

17. TlpuHuunel COBITOBOM MOJMTUKY NIpeaAnpusiTuii B cepe Heasmxumoctu 1 KKX.

18. MeTronp! OLIEHKH KauecTBa yCIyT.

19. CranmapTbl 00CIYy)XKMBAaHUS: MOHSATHE, LIEIH, OOBEKT M YPOBEHb CTaHJAPTH3AIMU YCIYT.
®enepanbHblil 3akoH "O crannaprusanuu B Poccuiickoit ®denepanun” ot 29.06.2015 N 162-D3
20. 3axoH P® ot 07.02.1992 N 2300-1 (pexn. ot 18.04.2018) "O 3amuTe npas norpeduteneir”

21. MexnayHapo/iHasi CTaHAApTU3ALMS.

22. ToBap u ycayra Kak BUJIbl IPOU3BOJACTBEHHOrO MpoaykTa. KanuTan B mpou3BOICTRBE.

23. Cnenuduka o60poTa KanmuTansa B CEpBUCHOM NPOU3BOACTBE. HTEIIEKTyaIbHBIN KanuTal U
€ro NPpUMEHEHUE B CEPBUCHON JESATEIbHOCTH.



24. CTOMMOCTH B MPOU3BOJCTBE TOBAPOB U YCIyT. TpynoBas TeOpUsi CTOMMOCTH U €€ MPUMEHEHHUE
B IIPOU3BOJICTBE YCIyr. M31ep kKU NpOU3BOACTBA B CEPBUCHOM AESTEIbHOCTH.
25. llena ycnyru. LleHHOCTD ycayru.
26. CepBucHas opranuzanus, €€ OCHOBHbIE XapaKTEPUCTUKH.
27. Ilonstue npeanpusarus. CepBUCHOE Hpeanpuathe. Buipl CEpBUCHBIX MNPEANPUATHI U
cnenuduKa opraHu3ay MPOU3BOICTBA HA HUX.
28. Manoe mpenrnpusTHe, OpraHu3als MPOU3BOJACTBA, YIPaBICHUE U 3HAUEHHE B CEPBHCHOMN
SKOHOMUKE.
29. ®panyaii3uHT U HpaHIA3UHTOBBIC IPEANPUATHS B CEPBUCHOM MPOU3BoIcTBE. Opranu3anus,
yIpaBJIEHUE U 3HAUEHUE B CEPBUCHOI 3KOHOMUKE.
30. DdheKTHBHOCTh CEPBHCHON JEATEIHPHOCTH W €€ OIlleHKa. BHemHss 3P¢eKTUBHOCTD.
Buytpenssist 3¢ (eKTHBHOCTb.
31. OueHka ya0BIETBOPEHHOCTH MOTPEOUTENS yCIyroi. MeToapl OLIEHKH YIOBJIETBOPEHHOCTH
MOTPEOUTENS YCIYTOM.

Bonpochl k 3a4eTy ¢ OLEHKOIi:
1. ITpouecc obcnyxuanus. Llenp, 3a1a4u ¥ NPUHIUIIBI IpOIEcca 00CTYKUBAHUS.
2. Knaccuduxarnus u xapakrepuctuka GopM 0O0CTyKUBaHUS MOTPEOUTENEH: 0 MECTy OKa3aHHs
yCIyT, CIOCO0Yy MpHeMa 3aKa30B Ha YCIYrH, CPOKaM HCIIOJHEHHsS 3aKa30B, 0 METOoJaM
OpraHM3alMy B3aUMOJICHCTBUS C MOTpeOUTENEeM, IO cHocodaM pacuera, KOMIUIEKCHOE
o0cmyKMUBaHUE.
3. CymHoCTb, BUJBl U METOJbl MAPKETUHIOBBIX MCCIEAOBaHUN. YiyulleHre o0CIyKUBAaHUS Ha
OCHOBE MapKETHHI'OBBIX HCCIIEIOBaHUN
4. Hayynas opraHu3auus Tpyaa U €€ (QyHKUMH. DProHOMHUKa pabodyero Mecra: MOHATHE U
¢byHkuuu. 5. YCIoBUS M PEeXUM Tpyla OOCIYKHBAIOILEro MEpcoHaja B PaziIMYHBIX chepax
00CITy’)KUBaHMUSL.
6. IHpopMaIimoHHBIN CEpBUC U UHTEPHET-IKOHOMHKA. OCHOBHBIE 3JIEMEHTHI HH(OPMAILIMOHHOTO
cepBuca. Mexann3m HHPOPMALIMOHHOTO cepBUca
7. OcHOBHBIE BUJIbI HTHPOPMAMOHHBIX yciyr. L{udopoBusanus yciayr u pa3BuTHE 2JIEKTPOHHBIX
CEpPBHCOB.
8. BHenpeHne HOBBIX BUAOB YCIYTI M IPOrPECCUBHBIX QopM oOciayxuBaHusA. VIHHOBAIMOHHBIE
npoliecchl Kak (pakTop U3MEHEHUsI CEPBUCHOM J1eATEILHOCTH
9. lnHOBanuu B cpepe HEABMKUMOCTH U KOMMYHaJIbHON HH(pacTpyKTyphl. [IpuunHbl co3naHus
U BHEJIPEHUS HOBBIX YCIIYT BiusiHue BHeIpeHUs: HOBBIX BUAOB YCIYT U (GOpM 00CITyKHBaHUS.
10. ®opMupOBaHUE CTPATETUU U TAKTUKH YIIPABICHUS MPEANPUATHIMU CEPBUCA, OCHOBAHHBIX HA
BHEJJPEHUU HOBBIX BUJIOB yCIYT.
11. ITonsTre MpodecCunoHaATBHOTO U AETOBOTO dTHKeTa. HOpMBI M1 TipaBmiia mpodeccrnoHaIbHOTO
ATHKETa. DTUYECKask KyJIbTypa cepBHcCa.
12. Cnenuduxka aenosoit s3tuku. Od1ue npodiaemsl MpodhecCuoHaTbHON TUKH
13. OcHoBHble Kareropuu 3THKHU. IIpodeccuonanbhas stuka. CymHOCTh MpOodhecCHOHATBHON
3TUKH PabOTHUKOB 00cyxkuBaHus. Koaekc npodeccnonanbHOM STHKH
14. O61mue npaBuiia ciy>keOHOM KyJIbTYpHI.
15. KnroueBble (pakTopbl UMUIKA.
16. DTuka u 3TUKET Tene(OHHOrO pa3roBopa. DTUKET COCTABICHUS JEIOBbIX MHCEM DTHYECKHE
npo0eMbl HHGOPMAIIMOHHOTO cepBuca. KynbTypa peun paboTHHUKA.
17. OcHoOBBI KOpmoOpaTUBHOW KynbTyphl. OOmecTtBeHHas penytanus (upmsel. IIpobiema
COLIMAJILHOM OTBETCTBEHHOCTH.



18. Tlonarne o «kOHTaKTHOM 30He». [IpocTpaHcTBO KOHTakTa. OOIICHUE W B3aUMOJICHCTBHE C
KITUEHTaMH. DTUKET pabOTHUKA KOHTAKTHOW 30HBI

19. Kondmukronorus. Tunonorus kKoHPIUKTOB. CriocoObl pazpemeHns KOHPINKTOB.

20. TTonsiTHe cepBUCa HEIBMKUMOCTH. TEXHOJIOTHS OKa3aHHs YCIyT B cepe HEBIIKUMOCTHU, B
cimyx0ax cepBHca, YIIPaBISIONINX KOMITAHUSAX, 0OCITYKUBAIOIINX JKUIIbIC U HEXWIbIE 3aHUs U
COOPYKEHHSI, 00BEKTHI HEIBMYKMMOCTH.

21. OcoOGeHHOCTH OKa3aHMsl KIJIUITHO-KOMMYHAIIBHBIX yCIyT. [IpenocraBieHrne KOMMyHaIbHBIX
yCIYT COOCTBEHHHMKAM M TIOJIb30BATEJISIM IMOMEIICHUH B MHOTOKBAPTHUPHBIX JIOMaxX U JKUJIBIX
JoMOB. 22. Opranu3zarus paboThl ¢ HEIJIATEIIIIMKAMU 32 KUJIUITHO-KOMMYHAJIbHBIE YCITYTH.

7. YYHEBHO-METOJNUYECKOE U THOOPMAIIMOHHOE OBECIIEYEHHUE
JAUCHUIIJIMHBI « CEPBUCHASA AEATEJIBHOCTb»
OcHoBHas JiuTepaTypa

1. Pynenxko JLJI. CepBuCHast EATEINBHOCTD [DICKTPOHHBIA pecypc]: ydeOHoe mocoome/
Pynenxo JIJI. - DnekrpoH. TekcroBble AanHbie.— M.: JlamkoB u K, Ait [Tu Op Meaua, 2017.—
208 c.— Pexxum noctyna: http://www.iprbookshop.ru/57229. html.— DBC «IPRbooks»

2. PomanoBuu XK. A. CepBucHas neATelNbHOCTh [DJEKTPOHHBIA pecypc]: yueOHHK/
Pomanosuu XK.A., Kanaue C.JI.— DnekTpoH. TekcTtoBble nanHbie.— M.: [lamkoB u K, 2015.—
284 c.— Pexxum nmoctyna: http://www.iprbookshop.ru/52309.html.— DBC «IPRbooks»

JlonoTHUTEIbHASI JIUTEPATypa

1. CepBucHas 1eaTebHOCTD [ DNEKTPOHHBIN pecypc]: yuebHoe nocobue/ B.A. @ypcos [u
ap.].— OnekTpoH. TekcToBble naHHble.— CraBpononb: CeBepo-KaBkasckuili (enepanbHblii
yauBepceuteT, 2015.— 148 ¢.— Pexxum noctyna: http://www.iprbookshop.ru/63244. . html.— 5bC
«IPRbooks»

2. Térymxun, B.A. CepBucHas AesTeIbHOCTb: OCHOBHbBIE MOHSATHS U COBPEMEHHBIE
poOeMbl (pernOHANTBHBIN aclIeKT) [ DIeKTPOHHBIN pecypc]: yueoHoe mocodue / B.A. Térymkusn;
MunucrepcTBo oOpa3zoBanus U Hayku Poccuiickoit @enepamnuu, denepanbHoe rocy1apcTBEHHOE
Oro/pKeTHOe 00pa3oBaTeNbHOE YUPEXKICHHE BBICHIET0 MPO(ecCHOHAIBHOTO 00pa3oBaHUs
«Tam0O0BCKuU rOCyapCTBEHHbIN TEXHUUECKUI YHUBEpCUTET». - Tam60B : M3narensctBo PI'BOY
BIIO «TT'TVY», 2015. - 125 c.

3. Opranm3anus ¥ TUTAHUPOBAHHE JEATEIHHOCTH TPEANPHITHN cepBUca [ DIEKTPOHHBIHN
pecypc]: yuebnoe mocodbue/ T.H. KocTrouenko [u ap.].— DNEKTpOH. TEKCTOBBIC JaHHBIC.—
CraBponons: CTaBpoINoJIbCKMI rOCYAapCTBEHHBIM arpapHslii yHHBepcuTeT, CekBoiis, 2017.—
138 ¢.— Pexxum nocryma: http://www.iprbookshop.ru/76044 . html.— DBC «IPRbooks»

4. BunorpagoBa C.A. OpraHuzaius W IUIAHUPOBAaHHUE [EATECILHOCTH MPEAIPHUATHI

cepBrca [DNEKTPOHHBIN pecypc]: ydeOHoe mocobue/ BunorpagoBa C.A., Copoxkuna H.B.,



Knanosa T.C.— DnekTpoH. TekcTtoBbie JaHHble.— M.: JlamkoB u K, At [1u Op Menua, 2014.—
208 c.— Pexum moctyna: http://www.iprbookshop.ru/15712 . html.— 5BC «IPRbooks»

5. Kymuna E.I'. luBepcudukanus nesTeIbHOCTH TPEINPHUITHS [ DISKTPOHHBINA pecypc:
crienBBITyCK >kypHana "Mactep mpomax"/ XKymuna E.I'., Kamyba O.b., Msrkosa T.JI.—
DNeKTpoH. TekcToBble naHHble.— M.: HaTen-Cunres, 2006.— 201 c.— Pexum pocryna:
http://www.iprbookshop.ru/916.html.— 3BC «IPRbooks»

6. CucteMbl MaccoBOT0 OOCITYKUBaHUS [ DJIEKTPOHHBIN pecypc]: METOAMYECKHE yKa3aHHs
K CEMHHAPCKUM 3aHATHM 10 HucuuIuinae «CepBUcHas AesITeIbHOCThY — DJIEKTPOH. TEKCTOBBIE
nanHble.— Jluneuk: Jlunmenkuii rocynapcTBeHHbIM TexHuueckuil yHuBepcuter, 9bC ACB,
2012.— 24 c.— Pexxum nocrymna: http://www.iprbookshop.ru/17695.html.— 9BC «IPRbooks»

7. Hazapkuna B.A. CepBucHas aesTenbHOCTh. [IpakTukym [DIeKTpOHHBIN pecypc]:
yuebHoe mocobue/ Hazapkuna B.A., Bmageikuna 1O.O., lteitnronsun b.J.— Dnektpos.
TEeKCTOBbIe JaHHble.— HoBocubupck: HoBocuOuUpCcKkuil rocyaapCTBEHHBIM TEXHUYECKUN
yuauBepcuteT, 2014.— 100 ¢.— Pexum noctyna: http://www.iprbookshop.ru/45014.html.— 5bC
«IPRbooks»

8. UBanoB A.P. Pectpykrypuzaius chepst yenyr XKKX [Dnextponnsiit pecypc]/ MiBaHos
A.P.— DnexTpoH. TekcToBble naHHble.— M.: AnpnunHa [labnumep, 2016.— 200 ¢.— Pexum
noctyna: http://www.iprbookshop.ru/41360.html.— 3BC «IPRbooks»

9. O mopsiake OCYIIECTBIEHHS NESATEIHHOCTH IO YIPABICHUIO MHOTOKBAPTHPHBIMHU
nomamu (ITocranoBnenue IlpaBurensctBa PO ot 15.05.2013 Ne416) (c m3MeHeHUsMU Ha 25
nexadbps 2015 roga)

10. IMocranosnenue IIpaButensctBa PO ot 6 mas 2011 r. N 354 O mpenocTaBieHHH
KOMMYHAJIBHBIX YCIYyT COOCTBEHHHKaM M TIOJIb30BATEISIM TOMEIIEHUA B MHOTOKBAPTHUPHBIX
JIOMax ¥ >KUJIBIX IOMOB (C n3MeHeHussMu Ha 9 centaops 2017 rona)

11. Ilpuka3 Munrpyna Poccunm ot 11.04.2014 N 233u (pex. ot 12.12.2016) "O6
YTBEpXKJIeHHH TpodeccuoHanbHoro craaapra "CHenuaaucT 1O YIPaBICHUIO IKUJTUIIHBIM

donnom" (3apeructpuponano B Muntocte Poccun 03.07.2014 N 32945)

HNurepHeT-pecypcsl
1. MuHUCTEpPCTBO CTPOUTENHCTBA U KUIUIIHO-KOMMYHAJILHOTO XO03siiicTBa Poccuiickoit
Ddeneparun - http://www.minstroyrf.ru/
2. JlemapTaMeHT KUIUIIHO-KOMMYHAJIBHOTO X0351CTBa AIMUHUCTpaMKU Braaumupckoit
obmactu - http://jkx.avo.ru/struktura
3. http://www.iprbookshop.ru/ - snexrponnas 6ubnuoreunas cucrema IPRbooks
4. https://gis-zkh.ru/ - TUC- XXKX


http://everest-dom.ru/d/873841/d/oporyadkeosushchestvleniyadeyatelnostipoupravleniyumnogokvartirnymidomami(postanovleniyep.pdf
http://everest-dom.ru/d/873841/d/oporyadkeosushchestvleniyadeyatelnostipoupravleniyumnogokvartirnymidomami(postanovleniyep.pdf
http://everest-dom.ru/d/873841/d/postanovleniyepravitelstvarfot6maya2011g.n354opredostavleniikommunalnykhuslugsobst.pdf
http://everest-dom.ru/d/873841/d/postanovleniyepravitelstvarfot6maya2011g.n354opredostavleniikommunalnykhuslugsobst.pdf
http://everest-dom.ru/d/873841/d/postanovleniyepravitelstvarfot6maya2011g.n354opredostavleniikommunalnykhuslugsobst.pdf
http://jkx.avo.ru/

8. MATEPUAJIBHO-TEXHUYECKOE OBECIHHEYEHUE JUCHUIIJIMHbI
«CepBHCHasl 1eATEJIbHOCTb
Jlekyuonuvle ayoumopuu nOKHBL OBITH 00OpPYIOBAHBI JOJDKHBI OBITH OOOPYIOBAaHbI

MYTbMUMEOUUHBIMU CUCeMaMU, KoMnbvlomepamu (Hoymoyk), skpanom. Aymutopus 103-5, 305-
5.

B kadecTBe MarepuaibHO-TEXHUIECKOTO 00ECIICUCHHS AUCIMIUTUHBI KCIIOb30BaHbI:

DJIEeKTPOHHBIC MYJIbTUMEIUIHBIC CpeACTBa OOYYeHHS MYJIbTUMEIUA MPE3CHTAIIUN
MOJrOTOBJICHBI IO BCEM pas3jieiaM Kypca: BKIIOYAIONIME JUArpaMMbl, CXEMbI, TaOJIHUIb,
dboTomMaTepuabl, HILTIOCTPALIUH.

PaGouas mporpamma IUCHUIUIMHBI COCTaBICHA B COOTBeTCTBHHU ¢ TpeboBanusmu OI'OC
BO no nanpasnenuto 43.03.01 Cepsuc

[Ipoduns "CepBrc HEABMKUMOCTH U KOMMYHAIIbHON HHPPACTPYKTYphI"



Pabouas nporpamma aucimmmug COCTaB/ICHA B COOTBETCTBHH ¢ TpeGoBarmuaMu O ocC
BO no nanpasnenmio 43.03.01 Cepauc
IIpouas "Cepeuc nemsumnmocts " KOMMYHAIBHON HHdpacTpykrypsr”

PaGouyio nporpaMmy coctasmuin 2L /
KaRjwaar nejarormyeckux nayk, Cyxanosa KA. (/- /
Penenzent 7,
(npencrasnrens paboTozxartens) / / xg; OB 28t Fie ppciesre &
" MCCTO paﬁom nofikroets, GHO,
HOIHCE) ol B2 e
Iporpamma pacemorpena u o.uoﬁpena Ha wceaannu xad)enpu Lo C
IIporokon Ne -~ or_SO5L7 = &
3asenyionmii kadpenpoii J u /el AT

7/ “(®HO, nonitmcs,)

PaGouas nporpaMma paccuorpeua H onobpeHa wa 3acenammy yaebno-mMetonuyeckoii KOMHCCHH

HarpaeiICHus V20207 GCprbie

I[Iporokon Ne OT 08 /7 ‘nona

Ipeacenarens komucenu ﬂl. [l ez s )7
WO, noanuce)




JIMCT NEPEYTBEPK/JIEHMS
PABOYEI TPOTPAMMBI U CITATITAHBI (MOYJIST)

Pabouast mporpamMmma ogo0OpeHa Ha y4eOHBIN TOT

[Tporokon 3acenanust kKageapnl Ne OT rojaa

3aBenyrommii kKageapoit

Pabouast mporpamMmma ogo0OpeHa Ha y4eOHBIN TOT

[Iporokon 3acenanus kadeapsl Ne oT rojaa

3aBenyronmii kKageapoi

Pabouas nporpamma ogoOpeHa Ha y4eOHBIN TOJT

[Iporokon 3acenanus kadpeapsl Ne OT roja

3aBenyromuii kageapoit




MunucrepcrBo o0pazoBanusi 1 Hayku Poccuiickoii @enepannu
denepanbHOE rocy1apCTBEHHOE OI0KETHOE 00pa30BaTEIbHOE YUPEXKICHUE
BBICIIET0 00pa30BaHUs
«BaaguMupcKuii rocy1apcTBeHHbI YHUBEPCUTET
uMeHH Asexkcanapa I'puropseBuya u Hukouas I'puropseBuda CToJ1eTOBBIX»
Baly)

WNucturyT

Kadenpa

AKTyanu3upoBaHHas

pabouast mporpamma
paccMoOTpeHa u o7j00peHa

Ha 3aceaHuu Kadenpsl
nporokoaNe  or 20 T
3aBenyrouuii kageapoit

(moanucs, PUO)
AKTyanu3anus pado4eil mporpaMMbl JUCHHUILINHBI

HAMMEHOBAHHUE lll/lC].ll/lH.JIl/lel)

Hanpasienue noaroToBku
[Tpoduns/mporpaMma MOArOTOBKH
YpoBeHb BbIcLIero 00pa3oBaHus
dopma o0yueHHs
Brnagumup 20
Pabouas mporpamMma yuyeOHOW JUCHMIUIMHBI aKTyaJM3HMpOBaHa B YAaCTH PEKOMEHIyeMOI
JIUTEPATYPHL.

AKTyaJ'II/ISaI_II/IH BBITTOJITHCHA:

(moamnuck, 10KHOCTE, DHO)

a) OCHOBHas JIuTeparypa: (ne bonee 5 kHue)
0) AONOJIHUTENbHAS IUTEpaTypa:
B) MEPHOANYECKIE N3TAaHHS:
B) UHTEPHET-PECYPCHI:




