MuHucTepcTBO 00pazoBaHusa U HAYKH Poccuiickol ®enepaunn
denepanpHOE roCcyIapCcTBEHHOE OIOMKETHOE 00pa30BaTENbHOE YUPEKIACHUE
BEICIIET0 00pa3oBaHuA
«BraguMuapcKnii rocy1apcTBeHHbBIH YH

Pome

OpEEEHYa

TOJETOBBIX»

aiilieal AA. ITandunos
« AUy LARbc N 2016 .

PABOYASA ITPOTPAMMA JUCITAILIAHBI

CEPBUCHAS NEATEJIBHOCTD

Hanpap/leHHe OAT0TOBKH 43.03.03 TOCTHMHWYHOE OEJIO

IIpoduas nporpamma moaroroekn  [OCTHMHWYHOE 11 PECTOPAHHOE
AIMUHVCTPUPOBAHHUE

YpoBeHBb BBICHIET0 00pa30BaAHHSA BAKAJIABPUAT

®opma 00ydeHus OYHAA

TG, | T, [Ipaktiy. | Jlabopar. CPC, @opma IpOMEXKYTOU-
Cemectp 3aHATHA, | paboTHl, HOTO KOHTPOJIS
3ad. ef1, 9ac Hac. gac.
Jac. Jac. (oK3./3a9eT)

3 3;108 18 36 54 3auer
- 4; 144 18 36 63 KP, Ox3amen (27)
Uroro 7,252 36 72 117 3auet/

KP, Ox3amen (27)

Bramumup 2016




1. HEJIN OCBOEHHA TUCUHUIIJTHHBI

Uensiver ocBoeHHs THCIMIIIMHE! «CepBHCHAA NESTEIBHOCTDY SBISIOTCS CO3MAHNUE CHCTEMbI
3HaHWH O CEPBHCHOH JICATENBHOCTH, yCIyrax, gopMax obcmyxuBanus U crtocoGax GopMupoBaHHs
HOBBIX YCJIYT H HPOrPECCHBHEIX METONOB 0OCTYKABAHHS.

3amavaM¥ NUCHHIUIHEEI SIBJLTIOTCA:

*  QopMupoBaHNeE IPENCTABICHNS O CEPRACHOI JesITeIBHOCTH,

L J OCBOCHHC MCTOIOJIOTHYECKHUX OCHORB OpraHu3anuH CepBI/ICHOI‘;I ACATCIBEHOCTH,

®  ONpCASNCHHE MECTa CCPBHUCA B KU3HEASATENBHOCTH YEIOBEKA,

*  M3YYCHHE HEPAPXHH TETOBEIECKHUX MOTpeOHOCTEH;

®  M3Y9ICHHEC KOMMYHUKATHBHbIX 4CTIEKTOR CEPBHCHOM JAEATEILHOCTH;

*  (opMHpOBaHHeE IPEICTABICHUA O [POLECCAX B PA3THIHBIX OTpacIX ceprl cepBHca u
0cOOEHHOCTAX OCYHIECTRICHHA CSPBHCHBIX IIPOTIECCOB.

2. MECTO JUCITHILIAHBI B CTPYKTYPE OIIOII BO

Hucuummna «CepBHCHAS IEATeNLHOCTRY SIBISETCS  MHCIATLIMHOLN yaeOHOTO TiaHa
HanpasieHnd 43.03.03 I'ocTuHHYIHOE FEN0.

JucHuImHa NpencTasnseT coboi NPHKIANHYIO HAYIHYIO NUCIIITHNY, B KOTOpo# rpupa-
IICHHAE 3HAHKH IIPOUCXOTHT GIIArojaps HCIOMB30BAHMIO PE3Y/IbTATOB HCCIICOBAHHIL H Pa3paboTOK
B ADYTHX OTPaClsiX HAYKH, TAKUX KaK MApKETHHT, COLHONIOTHS, IICHXOJIOTHS, MEHEMKMCEHT H MHO-
THX JPYTHX.

Kypc «CepBHcras aeqTeTBHOCTE» HMEET CYLIECTBEHHOE 3HAYCHHE B DKOHOMIUKE, chepe
YNPAB/ICHUS, B TOCTHHHYHOH, PECTOPAHHOM, TYPHCTCKOHN, COMMATEHO-KYTBTYPHOM AeSTebHOCTH.

Ota AHCITHIINWHA CBSA3aHA ¢ APYTHMH JTUCITHIITHHAMH, H3YYaCMBIMH 110 BPEMCHH OO0 H IIOCIC
JaHHoro Kypea. K 9uemy Takux DHCIMILIHE oTHOCATCH «KymeTyportorusy, «BeencHue B crietHab-
HOCTBY, «BBE/ICHHE B TOCTENPUAMCTBOY, « TeXHOIOTHE TOCTHHUTHON AEATENBHOCTHY, «JlOTONHH-
TEJIBHBIC YCIYTH FOCTHHMYHOTO TIPCATPHSATHS, «MapKeTHHT TOCTHHHYHOTO IPEATIPHATHSY H M.

3. KOMIIETEHIHUA OB YYAIOINEI OCH, ®OPMHPYEMEIE B PE3YJIBTATE
OCBOEHMS THCIUIIIUHBI (MOXY.JISD)

Ilponece H3yHeHHs TUCIUIIIMEE] HAIPABIEH Ha GQOPMHEPOBAHHUE CIEAYIOLINX

- IpoeccronanbHEX KoMeternuii (ITK):

¢ TOTOBHOCTE K CCPBHCHOH JEATENEHOCTH B COOTBETCTBHH C 3THOKYJIBTYPHEIMH, HCTOPH-
HECKAMH { PENUTHO3HBIMA TPaJHMIHAMH; TOTOBHOCTE K BBIABJICHHIO ToTpeGHOCTEH moTpeGuTens,
hOpMIPOBaHHAO TOCTHHHYHOTO IPORYKTa, KIHEHTYPHBIX OTHOIIEHHI (IIK-6);

® TOTOBHOCTH NMPMMEHATH COBPEMEHHBIC TEXHONOTHH TOCTHHHYHOM IESTENBPHOCTH B pa-
6ote ¢ noTpedurenem ([IK-7);

¢ TOTOBHOCTE K NPHMCHEHHIO MHHOBAIIMOHHEIX TEXHOJOTHH B TOCTHHHYHOM NENTENBHO-
CTH H HOBEIX $opM OBCTyKuBaHHA moTpebuTeneit (TTK-11).

B pesyasTare OCBOCHHS THCUMIUIMHB! OGYYAIOMMHCS IOJDKEH NEMOHCTPHPOBATE CIEDYIO-
IIIHE Pe3yIbTaTEl 00pa30BAHKS:

3HATh:

®  BHIBI YCIIYT H CEPBHUCHOMN HeATENLHOCTH, HX XapakTepucTuxy; (11K-6)



TOPHIO pa3BHTHA cepBHca; (IIK-6)

4 COITMANBEHEIC LIPCAIIOCHUIKH BO3HMKHOBEHHUT H Pa3sBUTHA CCpBHCHOﬁ ACATCIBEHOCTH, UC-

¢ TCOPHKO OpraHM3aN{M CEPBHCHOrO OOCTYXHBaHWs B chepe NpeampHHEMATCILCTRA;

(IIK-6)

® OCHOBHBIC TOHATHS K TEPMHUHEI, BaKHeHIIHE KOHUEIIIMH, METOAE COBDEMEHHOM cep-
BHCHOH HeATeNbHOCTH, HallpaBlleHHO Ha norpebuTerteit; (TIK-7)
®  HOBBIC TEXHOJIOTHH B Cepe YCIyT H crocoOk! BHEAPEHHS HHHOBANIMOHHEIX TEXHOIOTHI
B CCPBHCHYIO I€ATEIPHOCTD FOCTUHUYHEX IpeanpusTit, (IIK-11)

YMETB:

®  BBIICIATE COIMANBHOE 3HAYEHHE KOHTAKTA B CEPBHCHON NESTENHHOCTH, B3aHMOCEA3b
OOLIEHUS ¢ MOTpeBHTENEM, MEXaHHIMBI IEHCTBUI M CiOCOGEI IPOSRIICHAS 3aKOHOB H 3aKOHOMED-
HOCTEH B Pa3MHYHbIX THITAX MEXIMYHOCTHAIX OTHOmMeHwmT; (I1K-6)

¢ [PHMCHATH COBPEMCHHEIC H HHHOBAIHOHHEIE TEXHONOTHH, H HOBBIC HOPMBI OBCITYIKH-
BaH¥A NOTPEOHTENEH B CEPBUCHYIO ASATENBHOCTS TOCTHHUYHBIX npeanpuatai. (IIK-7, TIK-11)

BIIaaeTh:

® METOnaMM OECKOH(IIMKTHBIX B3AHMOOTHONICHHI ¢ MOTPEGATENEM B TPOIIECCE CEPBHC-
HO} JeATENBHOCTH, STHOKYIBTYPHOM TMBEPCHOHKALINT CEPBUCHOM IEATEBHOCTH, (1IK-6)

® [pHCMaMH [PAKTUYECKOro NPHMEHEHHA METOHOB CEepBHCHOH jestensHocTH; (IIK-6,
I1K-7, IIK-11)
®  HaBEIKAMH ODIICHHS C KITMEHTAMM B MPOLECCE OCYIIECTBIEHHS CEPBACHON JeATENbHO-
CTH, & TakoKe 3 (GEeKTHBHOTO paspererns koupmHkTOB; (I1K-6)

4. CTPYKTYPA U COAEP)KAHWUE JTHCIUILIUHBI (MOAYJIS)
Ofmas TpyI0eMKOCTE AUCIHILIHHE] COCTABIAET 7 3a4eTHBIX eNHUI, 252 Yaca.

Bune! yaeGrol paloTsl, BRIIOUAT Ca-
MOCTOATENBHY K PaboTy CTYAEHTOR 1

DOpPMEI TeKYILErO

@ OfbeM yueb- | KoHTpONA ycme-
?,‘ ?YHOEMKOCTB I(B Hacax) HOH pag:ml, Bgzzmocﬁm
e Paszen (tema) g % § ué §_ C IPHMEHEHR- | (Mo Heensam ce-
wn IHCIHIITHHEL z E E| Ex &7 2. & oM HHTEpaKk- Mecmpa),
3 5 5! 8= 25 38 9 = | THEHBIX MeTO- | dopMa MpoMesy-
5| 3 Eg5 &g 28 O = OB TOYHOI
| = £ \cé - E‘ | (B 4acax / %) ATTECTALIHH
= |5 S {ro cemecmpany
1 | CepeucHas neg-
TEJILHOCTE KaK
tdopMa ymosnerso- | 3 | 12 2 4 6 3/50%
penus morpedHO-
cTeli yesoBeKa
2 | IpednochLIKH BO3-
PMRHORSIMACD” 13 134 2 | 4 6 3/50%
BHMCHOM NeATeNbHO-
CTH
3 | Crieimdwka yenyr 3| 56 2 4 6 3/50% Peitrunr-
KaK ToBapa KOHTpOJIL 1
4 | LeHnoeTs yeyrH 3178 2 4 6 3/50%
5 | Ioeenenne
noTpeburenei 1 3 9- 2 4 6 3/50%
npolece MpHHSATHA 10
HMH pelleHus
6 | Teopus opraxusa- 3 11- 2 4 6 3/50% Petituur-
UMK 00CaYKHBaHUA 12 KOHTpPOJIb 2
7 | KoHrakTHas 30Ha 3 | 13- 2 4 6 3/50%
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8 | OcHoBHBIE METOOB!
MpeIOCTaBNeHHA 3 15- 2 4 6 3/50%
YCIYT U (POpMEI 16
0BcITyKHBaHMSL.
9 | KayecTso o6cimy- 17 Pei
KHBAHMA M MOM3- | 3 2 | 4 6 3/50% CHTHHF
18 KOHTPONb 3
BOJMTENBHOCTS.
Hroro 18 36 54 27/50% 3auer
10 | Ofwepoccuiickue
CTAaHOApTH Kade- 4  1-2 2 4 9 3/50%
CTBa
11 | Crpateradeckue
HAIPABJICHUA H 4 | 35 3 6 9 4,5/50% Peltrunr-
KOBKYPEHTOCHIO- KOHTpOJIb |
cobHOCTE
12 | JXM3HeHHBIH [THKT 4 | 6.8 3 6 9 4.5/50%
YCIIyr
13 | Cepsuc — KoMIO- 9.
HEHT IPOJAXKH TO- 4 1 3 6 9 4,5/50%
BapoB
14 | Buyrpenne o6cmy- N
KHBAHHUE OpraHH- R 6 9 4,5/50% Petfrusr-
— 14 KOHTPOJIE 2
15 | HoBsle TexHONOrHH 4 15- 5 4 9 3/50%
B chepe yeryr 16
16 | Paspabotka u co- 17- —
304HME HOBEIX 4 18 2 4 9 3/50% VITHET
yenyr KOHTPONS 3
Hroro 18 36 63 | KP 27/50% Ox3ameH (27)
3ayer/
0
Beero 36 | 72 117 54/50% KP, Sxaamen

COAEPKAHHUE JUCHUTLJIMHBI

JIeKIIHOHHBIH KVp¢

Tema 1. Cepsucnan deamensnocms Kax gopma Yooenemeopenun nompebrocmeii yenoeexa

Hougtre 06 ycnyre u cepBHCHOM NeATensrocTH. DyHKIMKT ctepsr yerayr. CtpykTypa cde-
DBl YCIYT ¥ KIACCH(HKAIA THIIOB H BHAOB ycayr. O6mepoccriickue KITAacCHGHKATOPE! YCIIyT
HaCCICHHIO. CepBHCOJTOFHH

Tema 2. IIpednocoiiku 803HUKHOGEHUA CEPEUCHOT deAMEeNbHOCIL

Yenyru B 210Xy NMepBOOBITHOOGIIMEHOTO CTPOS. Yenyru: Ha JlpesHem Boctoke, B Ipesueit
I'perwn, Jlpesnero Puma, Ha Cpemnesexosom Boctoxe, Cpenresekosoit EBporsl. Sraner pasentis
yeayr B Poccun. Teoprs MOCTHH Iy CTpHATEHOTO obmecTsa. IIapHbIe dbaxToper pa3BuTHS cheprI YCIYT.

Tema 3. Cneuugpuxa ycayz kak mosapa

IBOIOLHMA TOHATHSA «TOBAP». XAPAKTEPHCTHKH yeayr. OTnuyme yCiIyru OT MaTepualbHO-
BELIECTBEHHOTO TOBapa. OnpeaeNeHHe NEHHOCTH YCIyrH. Mojienh IeHHOCTH yenyru. OcHoBHEIE
ONMPENCNCHNA M IIOHATHS KH3HEHHOIO IIMKIIA YCTYT. YTIPABICHHS STAIAMH KHU3HEHHOTO [IMKIA CO-
NYTCTBYIOUIHX YCIIYT.

Tema 4. Llennocms yeayzu

Onpenenenwe neHHOCTH yeryrH. Mozens neaHOCTH YCHYTH.

Tema 5. Hlosederue nompebumeneii u npoyecc RPUHAMUA UMU DEUICHUA

Orpenenenne moTpeSuTenbCKOH CpesI B cpepe yemyr. Knmente! u ux notpeSHocTH. Dak-

4




TOPE!, BAXSIOMHE HA MOKYNATENBCKOE NMOBCHCHHE. [IPOLECC NPHMHATHS PEIUEHHS MOTpeSHTETEM.
Crennduyeckre acnexTs! TOKynkH yciayr. [loBenerna HoTpeGuTenel TeI0BHX YCIIYT.

Tema 6. Teopus opzanuzayuu obcayyncusanun

ObcnyxuBanue Kak cepBucHas cucrema. CHCTEMA CEPBHCHBIX oneparmi. Crucrema npemo-
craBiieHus yCIyT. CucTeMa MapKeTHH A yCIyT

Tema 7. Koumaxmuan 3ona

O6mue nonoxeHus. IIpocTparcTBo KOHTaKTa. IIpOLECce KOHTAKTA MEXKIY KIHEHTOM H HC-
nonuuteneM. Conepxanue KoHTakTa. Pabota ¢ xarmobamu moTpeGHTCIeH. [puanumer >¢gdexrre-
HOTO pellIcHNs KOHGIHKTHBIX CHTYAIMH

Tema 8. Ocrosnvie Memoodvl npedocmagienus yeayz u opmsi obcaycusanua.

OCHOBHBIC METOIBI NPENOCTABIACHUS yCIyr. POpMEl 0GCIYKHUBAHA. Ob6cnyxuBanne Kak
cepeucHad cucrema. CHCTeMa CepBHMCHBIX omeparuit. CucTeMa HOpeaoCTaBICHAS yeayr. Cucrema
MapKeTHHTa YCIIYT.

Tema 9. Kauecmeso o6cay»cusania u npou3eo0umenbHocme.

O6mue nonoxenns. Ilokasaremn xadectra ycmxyrn. Mojens xauecTsa yeayr. CepeuCHEBIE
rapaHTHH. 1IpOM3BOAKTENBHOCTD TPYIa B cdepe yeuyr. OGBEKTol CTARAAPTHIALMH 1 HOMEHKJIATy-
pa MoxasaTeNncH KadecTsa yemyr. MeTombl Olpeeiie s BEMMUHHEL TIoKas3aTesel xauectsa. OTBeT-
CTBCHHOCTH [POJaBId (MCOONHHUTEIT) Tepel HoTpeduTeneM.

Tema 10. Obwepoccuiickue cmandapmsl Kawecmea

OOBexThl CTaHAAPTH3AIME M HOMEHKNATypa NOKasaTenleil KadecTsa yenyr. Metonsr
OTIpCIe/ICHUS BEIMIMHEI I0KA3aTENICH KadecTBa. OTBETCTBEHHOCT HpOAaBLa (HCIOIHATEA) Iepes
noTpeduTEIEM

Tema 11. Cmpamezuneckue HANPasenus u KOHKYPEHMOCROCOBHOCMY

Homarre 0 KOHKYPEHTHHIX IpeMMymecTBax. KOHKypenTHas OKpyxaromas cpena. Bribop
UeNeBBIX — mOTpeOureneil.  CTparerMu  CO3JaHHA  KOHKYPEHTHBIX — NpEHMYyMecT. Pors
CTAHIapTH3AUUM U THPDEPSHITMAIMH B BHIOOPE TOBAPHOH ITOTHTHKY

Tema 12. ZKuznennsiii yur yeaye

OcHOBHBIE ONpENCNCHHA ¥ IOHATHS. YUpPAaBNeHHS OJTAMAMH OKH3HEHHOTO ITHKIA
COIMYTCTBYIOLIMX YCIYT

Tema 13. Cepsuc — komnoHenm Rpoda3cu moeapos

OCHOBHBIE TIOIIXOMEI K OCYINECTBICHNIO cepBrca. OCHOBHBIE 3aaTH CHCTEMBI cepBHca. Bu-
ABI CEPBUCA TI0 BPEMEHH €TO BRIIONHEeHHS. Buasr cepuca mo comepxanuio paboT. TIpuHIMIE! ra-
PAHTHHHOTO OOCITyXMBaHHS, DKCITyaTallHOBHEIE HHCTPYKITHH

Tema 14. Buympenne obcayxycusaniue opzanuzayuu

CocTaBHBIC 9acTH CHCTEMB NEATENHHOCTH OPraHHM3alAd. 3aj1aud M OYHKUMH (QICHIATH-
MeHeIkMeHTa. OBECHIedeHHe NESTENBHOCTH TePCOHANa. YTpPaBIeHHe TTPOSKTAMH I10 PAsBHTHIO
MH(PACTPYKTYPHI OPTaHHU3aIHH H IKCIUTYaTalks 00BEKTOR HHMPACTPYKTyPEI

Tema 15. Hogvle mexnonozuu 6 cihepe ycayz

OcHOBHBIC MOHATHS H onpeaeTeHud. MudopManuoHHbEEe TEXHONOIHA B cepe yeayr. Ipu-
YHHBI, IO KOTOPHIM GUPMEI YCIYT WHBECTHPYIOT B HOBBIE TeXHOTOTHH. OBTacTH NpUMEHEHUs HO-
BBIX TexHONOruit B cdepe ycryr. TexHOMOIHS Kak KOHKYPEHTHOE HPEAMYIITECTRO.

Tema 16. Pazpabomka u cozdarnue HoebIX yeiye

Kareropun nosolt nposykums. PakTopsl, SBISIOLINECS IPHYHHOM CO3MaHHs HOBBIK YCIIYT,

PaspaGoTka HOBBIX TOBApOB M YCIYT: CXOICTBO H Pasiudud. MHCTpYMEHTSI A7t pa3paboTK
yenyra, pusigins: paspaGotku yenyr. Ilpoliece paspaboTka yenyry.



HpakTHYeckHe 3aHATHS

Tema 1. Cepsucran deamenvrocms Kkax gopma Yooenemeopenua nompedrocmeii yenosexa
lpaktiaecxue saHsTHs -2 (4 gaca). OTBeTH HA BOIIPOCHI, TECT U JAOKIIAJbI
Tema 2. IIpeonocsinku 603HUKHOSERUA CEPEUCHON DdeAMENbHOCIILL
[Ipaxtuueckne 3ansTis 3-4 (4 gaca). OtBeTs! Ha BOIIPOCEI H JOKJIA B

Tema 3. Cneuugpuxa ycnyz kax mosapa

IIpakTrgeckue 3aHATHS 5-6 (4 9aca). OTBers Ha BOTIPOCHI, €JIOBBIE HI'DHI H JOKIA/bI]
Tema 4. Ilennocme yoayzu

IpaxTiyeckue sausTas 7-8 (4 yaca) OTBETE! Ha BONPOCH

Tema 5. Ilosedenue nompebumeneit u npoyece RPUHAMUA UMU PElHEeHUA
ITpaxTiaeckue 3anaTus 6-7 (4 yaca). OTBETH Ha BOTIPOCE! ¥ AETIOBas HIPa

Tema 6. Teopusn opzanusauuu obcayscuganun

Ipaktuaeckne 3agaTas 9-10 (4 gacos). OTBeTH Ha BOTIPOCHI, AEIIOBAS MTPA B JOKJIAIE
Tema 7. Konmaxmnan 3ona

IIpaxTugeckue 3apaTus 11-12 (4 gacor) OteeTs! HA BOIIPOCE] H JOKNAIEI

Tema 8. Ocnogrbie Memodvt npedocmasnenus yeayz u hopmer obcayncueanun.,
IpaxTiyeckue 3auatns 13-14 (4 gacop) Oteers Ha BOTIPOCHI H JIOKNA/IB!

Tema 9. Kauecmeo obenyscueanun u npouszsodumensrocne.

IpaxTuyeckre sanatus 15-16 (4 gaca) OTBETH Ha BONPOCH! M KOK/IAIB]

Tema 10. Obwepoccuiickue cmanoapmer kauecmea

Ilpaxtraeckue 3aHsTHS 17-18 (4 waca). OreeTs Ha BOIIPOCHI H PELICHHE 33134
Tema 11. Cmpamezuyecxue nanpasnenus u KOHKYPEeHmMOoCnRocoonocme
IIpaxTwyeckune sansTus 19-20 (6 wacos). OTBeTH Ha BOIIPOCHI ¥ PELIEHHE 3a0ay
Tema 12. Kuznennutii uurn yciye

IIpaktaueckue 3aHsTHs 21- (6 yaca). OTBeTE Ha BOIIPOCHI H PELICHHE 3814
Tema 13. Cepeuc — komnonenm npodancu mosapos

IIpaxruyeckue sansaThs 27-28 (6 waca). CHTYaUMOHHEIE 3a1a9H (xeltcrr)

Tema 14. Brympenne obcnyxcusanie opzanuszayuu

IIpaxtuyeckne sapatus 29-30 (6 yaca). CHTYaUHOHHBIE 330291 (xeticer)

Tema 15. Hosvie mexnonozuu ¢ cghepe ycayz

Ilpaktudeckne 3ansTus 31-34 (4 gacos). CHTYalUHOHHEIE 3a7aun (xeitcer)

Tema 16. Paspabomxa u co3danue Hoswix yciyz

IIpaxtrdeckune 3ansThs 35-36 (4 qaca). Jcce

5. OBPA3OBATEJIbHBLIE TEXHOJIOTUA

Jlexyuonnvii mamepuan JOIDKEH UMETH TIPOGIEMHBLHA XapaxTep ¥ OTpakaTh IPOdHITE 1OITo-
TOBKHA Cyluareel. Ha JNCKIMAX U3MararoTcs OCHOBHBIE TEOPETHUYECKHE MONOKEHHS 110 H3y4YaeMoH
TeMaTHKe. B Hponecce H3NOMKeH s BCero JIEKIHOHHOTO MATEPHAIA TI0 BCeM TEMAaM M3Yy4aeMOU JTUCIIH-
IUTHHB] IPUMEHSIOTCS HHGOPMAIlMOHEHO-KOMMYHHMKALMOHHEIC TeXHONOTHY. 110 Kol Teme JIeKITH-
OHHOTO MaTepHana pa3paboTans] MPEe3EHTAHH, KOTOPEIE IPENOCTABIEHET B SNEKTPOHHOM BHJIE.

Ilpaxmuveckue 3anamus TPOBOISATC METOIOM TPYIIOBOTO VIPOKHEHHA, OICPATHBHOM
TPCHUPOBKH, HHIMBH/YANBHBIX YIIPaXKHCHHH H IIOCTELYIOMIM OBCYKICHHEM X pemrenni. [Tpak-
THHCCKHC 3aHATHA 110 UCUHUILTHHE BEAYTCS B GOpMe aKTHBHOIO OOYUCHHS W HAllCIeHR Ha 3aKper-
NeHHe ¥ YrIybleHHe TEOpeTHYECKHX 3HAHWH CTYACHTOB, [OIYYCHHBIX Ha MEeKIHIX H B IIPOLecce
CaMOCTOATENEHOTO U3YYEHHS CIeHHATBHON THTEpPaTyPBL



6. OIEHOYHBIE CPEACTBA AJIA TEKYIIET'O KOHTPOJIA YCIIEBAEMOCTH,
IMPOMEXYTOYHOH ATTECTAITHH 110 ATOI'AM OCBOEHHS] AUCHHUITIJIMHBL 1
YYEBHO-METOIMYECKOE OBECIIEYEHHE CAMOCTOSITEJILHOM PABOTLI
CTYJAEHTOB

Peiitanr-konTpoas Nel, 3 cemectp

1.¥enyra - aro:

a. JI1060e MeponpHATHE HTH BBITOE, KOTOPEIE ONHA CTOPOHZ MOXET IPEANOKHTE IPy-
TOH B KOTOphIE B OCHOBHOM HEOCS32EMEI B HE NPHBOIAT K 3aBIAACHHIO YeM-JIHGO;

b. Ocsi3aeMBIe IeHCTBHA, HANPABICHHbIE HA TOB2P MK YCTOBEKA,

C. Oco0BIi BHI 4e0BEUECKOM NAESTENBHOCTH, KOTOPHIH HaIPABJICH Ha YOBIETBOPEHHE
NOTPeSHOCTEH KIMEHTA MyTeM OKA3aHHS YCIIYT, BOCTPEGOBAHHEIX OTHETHHBIMH TIOJ(EMH, COLHUANTB-
HBIMH I'DYIIITA HIIH OPTaHA3aIHIMHY.

2. Cepsuc — 310!

a. Oco6Biit BUA de10BeYeCKOM ACATENBHOCTH, KOTOPBIH HANPABIEH Ha YAOBJIETBOPECHHUE
noTPeOHOCTEH KIIMEHTA ITyTeM OKa3aHHs YCIIyT,

b. JIro6oe MepOIpHATIE HITH BHITONa, KOTOPhIE ONHA CTOPOHA MOXKET IIPEITONKHTE APYTOH;

C. IIpenmponaxHoe U rapaHTHiiHOE 06CITyKHBaHHE.

3. CepBHCHAs NESTEXBHOCTD — 3TO:

a. AKTUBHOCTD THONEH, BCTYTIAIONIXX B CHIEHH(DHIECKHE B3AUMOIEHCTBHS 10 peannsa-
LMH OOIECTBEHHBIX, TPYIIIOBEIX H HHANBHAYAIBHEIX YCIIYT,

b. Ympasnenue npenpuATHeM cepEl ceparca (Hampumep, aBTOCEPBHCOM, OaHKOM);

C. Ipoayxt Tpyma, monmesnrnt sdpdext kotoporo ricTymaeT B hopme TOBapa.

4.¥Ycnyra obnamaeT CleayIOMAME KAYECTBAMH;

a. CHoCOGHOCTB K XPaHEHHIO H TPAHCTIOPTHPOBKE;

b. HeoTmenmmocTs OT CBOETO HCTOYHEKA,

c. HemsmeRHOCTBIO KauecTsa.

5.1IpoH3BOACTBEHHEIE YCIYTH — 3TO:

a. Ycnyrm 62HKOB, CTPAXOBBIX KOMITAHHIL,

b. VmxuuupwHHT, 06CTy)HBaHHE 060PYNOBAHNS, IM3HAT,
c. llaccaxupckuit TpaHCIIOpT, TOProBis, 06pa3oBaHHe.
6.PacnipeenuTe TBHEIE YCITyTH BRIFOUAIOT:

a. MaccoBble KOMMYHHKAIHE;

b. Ycmyrm TpaHCnopTa, TOProBiy, CBA3H;

¢. KorcanTHHr, MHKHHUDWAT.

7.1IpodeccronanbHEE YCIYTH OKA36IBAIOT:

a. PasprnexaTenbHBIE yUpexIeHHS,

b. Opranmsanuu o0mEeCTBEHHOTO MATAHMK,

¢. PexmamubIe KOMIIaHHH.

8.O0MEeCTBCHHBIME YCIYTAMM SIBIISIOTCS:

a. Teneemmenue, pagmo, obpazoBanue;

b. VYemyrn, cea3asmbie ¢ qocyroM;

¢. Ycoyru, CBA3aHHEIC C TPRHCIIOPTOM.

9.MaTepHaTeHEIE YCITYTH HAIPABICHE! Ha:

a. DopMHUpPOBaHHME OTIEIbHEIX TpeCOBaHHUI MOTPeOHTE eI ;



b. ViosneTBopeHME MaTepHANBHEIX MOTPeOHOCTE;

C. YIOBIETBOPCHHE AYXOBHBIX MMOTPCOHOCTEH.
10.Henpou3BonCTBEHHEIE YCAYTH — 3TO:

a. TpaHCTOpPTHPOBKA IPy30B;

b. Texamaeckoe oberyxuBanne 0G0pPYIOBAHHS,

C. YCIyrH 30paBOOXpaHEHHS, KYIbTYPEL.

11.K HEKOMMEPYECKUM YCIIVTaM OTHOCHT:

a. YCIoyru npelnpHsTHI TypU3Ma M OTIbIXa;

b. Vciryru opraauzanuii o0UIeCTBEHHOTO MHTAHNS,

C. YCIyru GnaroTBOPHTENBHEIX GOHIOB.

12.¥cnyru 10 peTHCTpalHy TPAaHCIOPTHEIX CPEICTE ABNSIOTCS:
a. T'ocymapcTBeHHBIMH;

b. HMneanbasmMH;

c. CMmemanuemMA,

13.Mneanbras yenyra — 910:

a. ADCTpaKTHas TEOPETHYECKAT MOAETE BHIA CEPBUCHOM AEATCIEHOCTH,
b. ConpoBoxieHHE TOBAPHO-MATEPHANLHEIE HEHHOCTH, 00Ieryas ux obpamenne;
¢. Bce BAIBI IpOA3BOACTBEHABIX YCIYT.

14.K neruTHMHBM yCIyraM OTHOCAT:

a. Heneramsuvre ycmyry;

b. VYeayrm, uMeromne XpHUMHHAIBHBIN OTTEHOK;

c. Ycuyry, onodpseMsle rocyIapcTBOM K 0DIECTBOM,
15.¥Ycenyru xupypra SBiIsgioTcs:

a. JIHYHOCTHBIMHE,

b. WpeansupmMH;

c. HenerutuMHBIME.

16.11es16r0 CEPBUCHOH NESITEIBHOCTH ABISAETCS:

a. YIOBIETBODCHHE YETIOBEUECKHX NOTPeOHOCTEN;

b. HccnenoBanue prIHKA YCIIYT,

c. IIpomseomcTeo yCumyr.

17.KonTaxkTHad 30Ha — 3TO:

a. JIroGoe MecTo, Fle NPOU3BONMTECS YCIIYTA,

b. Mecro, rae yciryra MOXeT XpaHUTBCS;

c. OnpenescHHOE MECTO KOHTAKTa KIHCHTA ¥ COTPYIHHKA CEPBUCHOM ChepHr.
18. KoHTaKTHOI 30HO# MOXKCT CUMTATHCS:

a. Croiika aIMHHECTPATOPA B FOCTHHHIE;

b. Iex mo peMonTY 06OpyIOBaHNMS,

¢. CrpouTensHas MIOMAIKA.

19.KonTakTHOH 30HOi He ABISETCS:

a. 3oHa peMOHTa OBITOBOM TEXHHKY;

b. Pabouee MecTo mapnkmaxepa;

¢. Pabouee mecTo cTOMATONIOTA,

20.IIpemIpoiasKHbIi CEPBHC — DTO;

a. ['apanTwmiinbii cepBuc;

b. TlocnerapauTuitHeiil cepsuc;

¢. Konceppaums, npoeepka, IeMoHCTpanEs.



21.I'apanTHHHEIL cepBuC:
a. Bcerga Oecrimaraeiit;

b.
c.

Bceerna mnatwasiii;
Bribupaetcs notpeGurenem.

22.XKectxmnit cepeuc — ato:

a.
b.

C.

Kommiextauus HeobxoxuMol ToxyMeHTaIHEH nepen Ipoaaxkei;
Yenyrn, cessaHHEIe ¢ TToUIepkaHueM paboTOCIOCOBHOCTH TOBAapa,
I/IHHOBaIIPIOHHBIe pa3pa60TKH, IIpHMEHICMEIS HpeI[IIpHHTHeM CCpBHCa.

23 Msarkuii cepBHC — 3T0:

a.
b.
c.

PeMOHT 1 Hananka oGopynoBanms;
IIpensapurenbHas KOHCYIBTAHS TOTPEGHTENCI;
VHTennekTyabasIe YCIYTH, CBI3aHHbBIE ¢ COBEPIICHCTBORAHMEM OTIPEAETIEHHOTO TOBApA.

24.1lpsaMoii cepBrC HAPABIEH HA!

a.
b.
c.

MarepransHsIi IPOAYKT U MOME30BATEIIS,
Co3snanre GraronpraTHEL yenopHit TIPH COBEPIICHHMH TOPIOBBIX CIENOK;
PeMOHT 1 06CTyXHBaHHE KOHKPETHOTO o6opynoBanys.

25.KynsTypa ceppuca - 310:

a.
b.
C.

Beicoknii KBaMu$UKANMOHHBIH YPOBEHE COTPYIHAKA cephl cepBHCa;
Opras{3anHORHO-TEXHONOTHIECKUE YCTOBHS TPY LA COTPYIHHKA CEepE cepBHCa;
CrcTeMa 3TalOHHEIX TPYAOBBIX HOPM, TYXOBHBIX IEHHOCTEH H HTHKH IIOBCIEHMS.

26.ITpodeccHoraTbHO-CIyKeOHAS STHKA ~ 3T0:

a.

b.

YecTHOCTE ¥ TOPATOTHOCTS IO OTHOIIEHHIO K OKPYKAOLIHMM;
CoBoxynHOCTE TpeGOBaHHH H HOPM HPABCTBCHHOCTH IO OTHOINCHHIO K paboTHHKaM

CepPBHCHBIX HPM;

c.

Cobmonenne onpeneneHHOM JUCTAHIME B OTHOLIEHHSX PadOTHUK-K/THEHT.

PefTuHr-KOHTpOJBL Ne2, 3 cemecTp

1.

Kax masbipaeTcs pabora, BEITOTHseMas IS YIOBICTBOPEHHS HYXKH MOTpeOHTENEH,

KOTOpasd B OCHOBHOM HeOCq3aeMa:

a. Ycmyroi

b. TIpoussomcTrOM

¢. briToBRIM 06cnyRHEBAHMEM

2. Kaxas u3 GpyHkumit He OTHOCUTCS K HEIPOH3BOACTBEHHOM chepe:

a. Pacnpenenenre  oOMEH TOBapOB, IPOIYKTOB, BEMIECTR

b. IIpeoGpaszoBaHme BEMECTB IPHPOIDI C HEBK HX TIPACTIOCOOIEHES K YEIOBEYECKHM I10-
TpebHOCTIM

¢. OxpaHa OOLIECTBEHHOTO TOPIAKa

d. Qopmuposanue OBIECTBEHHOrO CO3HARMS

3. Kaxoli u3 mepeuncreHHEIX IPHHIIMIIOR HE JOMKEH GhITh IOTOXEH B OCHOBY pa3BH-
THSI CEPEI yCIyT:

a. Makcamuzannst IpEOBDTH 32 CYET CO31AHHS HOBBIX TOTPeGHOCTE!

b. Yeryru momxs! GHIT HOCTYHHBI KAXKIOMY wWIeHy o0ImecTBa

¢. OroxpecTBIaTs cdepy yCeIyT ¢ GEITOBEM OGCITyKABAHIEM

4. Ilox cpoxoM OKa3aHMA YCIIYT NOHEMACTCS:

a. Bpems Ha NOATOTOBHTENBHEIE PabOTHI

b. BpeMs Ha IPOM3BOACTBO YCIyT

¢. Bpems or npuema 3aKasa 10 MOMeHTa BELIAYH



5. M3 KaxuX IPONECCOB COCTOMT MPOLECC OKA3AHHS YCIYT:

a. llpueM u BplIaua yCIyT 32Ka3qHKy

b. IlpuHsaTHe 3aKa3a, HCIONHEHHE H BELIAYA 3AKA3UHKY

¢. TIpOM3BOACTBO YCIYT B KOHTPOIE KAYECTBA HCTIOMHEHHS

6. IIpu KaKoM U3 TpeX BO3MOXHBIX HCXOOB KOHMIHKTOB CHOD BRIMTPBIBAET OIHH U3

Y4aCTHHKOB:

VCIIYT:

a. Bo3Bpar x HCXOTHOMY COCTOAHHIO

b. YacTwaHoe pazpemenue koH(IIKTA

¢. Ilommoe paspemenne KoHQIHKTA.

7. Kakosel cienindugeckne ocobeHHOCTH OGIEHnS B cdepe 06CTy KUBAHHA:

a. llpozasen m moxymarens npeacTaT ApyT nepes ApYyroM Kak 00e3nuIeHHbie QUrypsl
b. HeobxoaMMo IOCTHTATh B3aMMONOHHMAHMS C IIOCETHTEIAMHE

¢.  Heo6x0aumO NpOSIBIATE BEICOKYIO KYNBTYPY OOIIEHHS

8 Yo mompasyMeBaeTCs MO ICTETHKOH 3aKa30B:

a. 3TO KpacwBBIH BHEITHUY BHI H3IE AR

b. 3To opraHMsanus IpOCTPAHCTBA OKPYXKAIOIMETO 3aKA3TAKA

¢. OJT0 sTHTECKHH 00K paGOTHUKOB OBCTYKHBAHHS

9 HTO NOAPa3yMEBACTCA NIOA HOHITHEM «BBICOKOE KAYECTBOY YCIIYT:

a. lIpeBbIteHue oxmanAl TOTPeGHTENT 3a 6oNiee HU3KYIO LEHY, YeM OH [peanonaran
b. YxomnersopeHHe MOTPEOHOCTH NOTPeOUTENS 32 YCTAHORNEHHYIO HeHy

¢. YIOBNETBOPEHHE OXHARHMH TOTPEOHTEIN 38 BEICOKYIO LEHY

10.  Kaxolf sTan He BKIIOYACTCS B METONHKY BBISBICHMS OTHOCHTENBHOTO KA4YECTBA

a. OuenKa BOXHEHIIAX ¢ TOUKH 3pCHHS OTPeOHTENA KPUTEPHEB

b. BelaBIeHHe KPHTEPHEB, KOTOPHIE IPHBOIAT K MPHOGPETEHHIO YCIIyT

¢. BrIiBIeHME NEHOBOrO MpeMIOYTeRNS

11. C "ero naumHaeTCs Iponecc paspaboTKH HOBOH yCTyTH:

a. C npoBeneHHsT PEIHOYHBIX HCITBLITAHHH

b. C moncka unen HOBOH yeayru

¢. C BHEIOpEHHS HOBOM yCIyTH

12. C noMompe:o 9ero OpeaupHsTHE YCIyT MOKeT YKPEITHTD CBOH TIO3MIAH B KOHKYPEHTHORH

Cpelie, KPOME KaK ¢ TIOMOIIBIO IIEHB! M KAYeCTBA YCIYTH!

a. C IOMOMIBIO IKOHOMHUECKHX PEINEHHIt

b. C nomommpro EMHIKA NPEINPHATHI X YCIIYT

¢. C momomero yBemHyeHHs 00BeMAa TPON3BOICTRA

13.Kax M3MEHHNCA COCTaB NPOM3BONMTENEH YCIYT B XONE PEHOYHBIX IPeO6PAzOBAHMI B

Poccuu:

a. YBERMHYMIACH JOMA FOCYNAPCTBEHHBIX MIPE IPHATHIL
b. VYBemuumnace n0JIA NpeANpHATHN YaCTHOH | HETOCYNapCTBEHHOH hOopM CODCTBEHHOCTH
¢. Jlons rocymapCTBEHHBIX NPEANPUATHH ¥ NPEIIPUSTHI YACTHOM H HEroCynapcTBEHHOH

¢$opM cOOCTBEHHOCTH POBHA.

14, TIporpeccuBrble GOPMBI 0OCITYKHBAHKS PH3BAHEL:
a. IIpubmmxaTe yenyru K motpebuTeTHo

b. Co3nasare HOBBIC BHIBI YCIYTH

C. BHenpaTs ycnyru Ha pHIHKE

15. OT 4ero He 3aBHCHT OIIEHKA YCIYTH IOTpebUTENEM:
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a. Ot omsira 0OpameHns K NPOH3BOIUTENSM MOAOGHBIX YeIyT

b. Ot THYHEIX XeNaHdN KMHeHTa

¢.  OT BOCTIHTAHHS TOTPEOUTENBCKOTO COHARMS KIIHEHTA

16. Kaxoe H3 IMEepeunCICHHBIX Ka9eCTB HE MO0JDKHO IPHCYTCTBOBATH B IIPOMECCHOHATHHOM
NOBEICHUH pabOTHHKA cHephl CEpRHCa:

a. BexmocTh

b. YmeHue HaBA3EBATE yCIyTH

c. KommerentHOCTS

17. Kaxum TpebGoBaHKAM NOIDKHO OTBeYaTh pabodee MecTo paboTHuKa cheprl cepBuca:

a. JlomxHo GeITe ofecniedeHo 10poraM 060pyIOBaHAEM

b. HMomxro obecneunBats 0630p ohuca

¢. JomxHo GBITH BEIIEPKAHA B APKOH IIBETOBOM ramMme

18. Kakolf M3 MEPEUHCIEHHBIX THIOB PHCKa IIOApasyMeBaeT MIEPSIKUBARAA TTOKYIATENT O
TOM, K&K YCIIyTa ITOBIAAET HA €70 HMHJIK:

a. Ilemxomormueckwuii puck

b. ®wmsugeckuii puck

¢. ConnaneHeiit puck

19. Kaxue notpeGrocTH 061MecTBA IPH3BAHA YIOBIETBOPATE cthepa ycmyr:

a. Bce Bunrr notpedHOCTE

b. ConmansHble NOTpeOHOCTH

c. IlepsrdHble moTpeCHOCTH

20. K omsoMYy U3 ITyTei CIIIasKABAHKS CE30HHOTO XapaKTepa MPOX3BOACTBA YCIYT OTHOCHTBCS;

a. Xopomee BEIMOIHEHHE 3aKA30B

b. Perynuposanue ce30HHEIX UEH Ha YCIYTH

¢. CHuzuth 00BEM peam3anum

Peiirunr-konTpoas Ne3, 3 cemecrp

1. Yro BKIFOTAET B ce0s SKOHOMHYECKHH KOMILIEKC:

a. Cdepy MaTepHambHOTO MPOU3BOACTRA

b. MarepuanbHOE NIPOU3BOACTBO ¥ HEMPOH3BOACTBEHHYIO chepy

¢. Cdepy, B paMKax KOTOPOil Opranuzyercs ofmecTso.

2, Hro sBIsteTCa BakHEHIICH 3ana4elt IPEANPUATHS Cheps! YCIayr:

a. ObecmeyeHne NOCTOAHHOTO NpoLecca 06CTyKHBAHHMS HACETCHHIS

b. TIpou3BOACTBO YCIYT, OTBEYAROIIAX COPOCY HACCIIEHIS

C. YIOBJIETBOpEHHE PACTYIIUX NOTPeGHOCTEH HACENEHHS B YCIYTax ¢ YIeTOM KYJIBTYPHEIX
ocobeHHOCTEEH

3. Kakoll U3 NMEePEeYHCITCHHBIX NIPHHIIMIIOB JOTKEH OBITh JIOJOXKEH B OCHOBY pDa3BHUTHSH
cthepr! yeayr:

a. Cdepa cepprca TOMKHA PA3BUBATHCS B EIMHCTRE C MATEPHAILHBIM IIPOM3BOJICTBOM

b. MakcrMuB3anus TpUGHLTH IpeATPASTHIL

C. YCIyru He ZOIDKHEI OBITH JOCTYIHEL BCEM WICHAM O6IIecTBa

4. Kak M3MEHHICS COCTaB NMPOM3BOAUTENEH YCIYT B XONE PHIHOTHEIK npeobpasoBanuil B
Poccunu:

a. YBelHM9HIacs A0/ FOCYNaPCTBEHHBIX peMIpHATHH

b. BONBIMyIO YacTh COCTABNSIOT OpPTaHM3AlHK YacTHOH H HETOCYAapCTBEHHOR dopm cob-
CTBEHHOCTH

¢. Jlons rocyIapCTBEHHBIX M YACTHEIX OPTaHHU3ALMI Ha PEIHKE YCIYT pOBHa

Il



5. Kaxne Mozenn opranH3aliHOHHEIX CTPYKTYD BBIETISIOT B COBPEMEHHOM MECHEIKMEHTE:
a. MexaHH4ecKkyIo i TepMOIRHAMIYECKYIO
b. MexaHuCTHYIECKYHO H JMHAMAYECKYIO
¢. OpraEu¥ecKyo H MEXaHHCTAYECKYIO
6 Kakue notpebroctr ofmecTsa npr3sana YIOBIETBOPATE chepa yemyr
a. HMpeonormueckue norpebHocTH
b. TlomutHueckHe noTpeGHOCTH
c. ConuaneHble HOTPeBHOCTH
7 ITox cpoxoM OKa3aHHA YCIYTH IOHUMAETCS
a. Bpems Ha MOATOTORMTENEHO-3aK KON TENEHEIE paGOTE
b. Bpems na npoussoacTso yeryru
¢. Bpems oT MOMEHT2 npuema 3aKa3a 10 MOMEHTA BHUIAYH
8. Ha xakom sTame mporecca cosepiIeHHs 3akasa, IIPOAaBIy HEOOXQIMHMMO HCIIOB30-
BaTh HalJLHBIH MaTCPHa), PEKTAMHEEIE IPOCIIEKTEI, IEMOHCTPAIMIO MOZeNei;
a. Ha nepsom sTane - mepsoe nocemeHne mpeaIpHITIS CEPBHCA
b. Ha BTOpoM 3Tare - NIPUHATHA PEINEHHs CASTATh 38Ka3 HITH 0TKA3ATHCS
¢. Ha TpeTsem aTane - coBepIIeHyE 3aKa3a Wi OTKA3 OT HErO
9. IIpu KaKoM U3 TpeX BO3MOKHBIX HCXOIOB KOH(MIIMKTOB, CIIOP OCTAETCS HEpPa3pelleHHbIM:
a. Bo3BparT x HCXOMHOMY COCTOSIHHIO
b. Kommpomucce B KoHGIHKTE
¢. [lomHoe paspemenne koHGIHKTA
10. KymeTypa peun paGoTHEKA cdhepsl cepBHCa — 3TO:
a. HOpM4aTHBHOCTB, COAEPKATENEHOCTD PEUH
b. OKCIIPeCCHBHOCTD pedn
c. Kareropuurocts peun
11. CremeHs COBEPIIEHCTBA KAKOIO aCIeKTa OOy KHUBAHHS XapaKTCPH3YeT KyJIBTypy CEpBHCA:
a. Ilcuxonorugeckoro acnexta OGCTyKUBaHASL
b. OpraHM3auHOHHO-TEXHOIOTMYECKOTO acIeKTa
¢. COBOKYIMHOCTB 3THX aCIIEKTOB CEPBUCHOM [eATeIBHOCTH
12. Kakoe @3 Tpex COCTaBIIOIMX YacTeil KAadecTBA IOKA3BIBACT, HACKOTHKO yCIyTa COOT-
BETCTBYET TOMY, 9TO OBUIO 3alIaHUPOBAHO IPOM3BOLHTEIEM TORAPA:
a. Tpebyemoe kadecTBO
b. BazoBoe KauecTBO
¢. Kemaemoe kavecTBo
13. OT 4ero 3aBHCHUT OLECHKA YCIYTH NOTpeOHTENEM:
a. OT onBITa IPOU3BONMTEINSL
b. OT MMYHEBX XeTanuil KITHEHTa
¢.  OT BOCIHTaHUA TOTPEOUTENBCKOTO COHAHMSA KITHEHTA
14, Ha xaxo#l cTafun KH3HEHHOTO IHKJIA YCIYTH PACTYT 0GBEMBI peaH3aluy VCIIYTH, 9TO
TIO3BOJISIET IPEOJOIIETh TOYKY YOBRITOYHOCTH:
a. Ha ctammu 2 - BHeApenns
b. Ha cramuu 3 - pocta
c. Ha cragnm 4 — nacenuenus peluka
15. Kakas u3 Tpex KOHKYPEHTHBIX CTpaTeTkll MOIApasyMeBaeT COCPCHOTOYEHHE YCHIIHMH Ha
OJIHOM HITH HECKOJIbKUX CEIMEHTaX PHIHKA M JOCTHXXEHHE TaM JTHAEPCTBA:
a. JlmzaepctBo B 06nactu 3arpar
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b. Crpaterus qusepcubukarmm

¢. CrpaTerus KOHUIEHTpAMH

16. Kakim TpeGoBanIIM IODKHO 0TBEYATH paboyee MecTo paboTHuKa cheprl cepBHca;

a. JIoIKHO OBITE 06ecnedeHO NOPOrUM 000Dy IOBAHHEM

b. Jomxxo obecnednsats 0630p oprca

¢. Jomxno GBITE BEIZEpIKAHA B APKOH I[BETOBOM TaMMe

17. CoBpeMeHHbIe 37aHHs NPEANPUSTHI CEPBECA TIPEANIONATAIOT HCIIOIb30BAHHE CIIe Y0~
ITHX XyIIO)KECTBCHHO-BI:IpaBHTSIIBHBTX CPEACTE.

a. IlepeyeHs ToBapos

b. CpencTea KOMMYHHKALHH MEXTY TIPOU3BOUTENEM H noTpebuTenem

¢. HammMenosamme mpeanmpusTis, sMOIEMy, HEGOPMAIIHAIO O BHIAX yCIyTax
8. KTo paspaborar Momens KxavecTsa yCayr:
M. BeGep
A, Qations
JI. beppu
19. C gero maumHaercs mponece paspaGoTKH HOBOM YCIIyTH;
C mpoBefieHHs PRIHOYHBIX MCIEITAHMI

b. C noucka uxen HOBOM yCIyTH

¢. C Hab)IOMeHMS 33 XOHOM BHEIPEHUS HOBOH YCIIyrH

20. Kaxvie yCITyTH BXONIT B ACCOPTHMEHTHYIO TPYIIITY «Ax:

a. YcIyrH HaxoAgIIHecs Ha CTalud PocTa

b. Yenyru Haxonsmuecs B CTaIWH 3PETOCTH H HACHIICHHS

C. YciyrH, HaxoIAIMHecs B MHHOBAUMORHOMN CTa HH.

Pedirunr-konTposas Nel, 4 cemecrp

1. Kaxo#f u3 mepedncleHEbIX BHIOB JESTEIBHOCTH HE OTHOCHTCS K HETPOU3BOACTRCH-
HOH chepe:

a. TpaHCIopT K CBA3b 10 OOCITY)KHBAHUIO OPraHH3AMHAL HEPOU3BOACTREHHOM cheprr

b. DHEHAHCOBO-KPEIUTHAL M CTPAXOBas NESTEIBHOCTD

¢. XpaHeHHe 4 IIPOU3BOACTBO POAYKTOB

2 Hro BKIIOYAET B ¢e05 MOHATHE «CEPBHCHAS SKOHOMEKAN:
a. T'noSanmsammio 5KOHOMHYECKHX NPOIIECCOB
b
C.
d
3

TP =

o

Bo3sHUKHOBeHUE ICHXOTOTHIECKOH HAIPAKEHHOCTH HaCeIIeHHS
PopMHpOBaHHE TOTpeCHOCTEH oeH
. Ilagenne obmell KyIETYPE! H TyXOBHOCTH OBIIECTRA
. B xaxoii $popMe He MOKHO OCYIECTBIATECS [OCYIAPCTBEHHOE perynupoBarue cheps
YCIyT:
a. Cybcuampoparne noTpeSHTeNel X IPOM3BOTUTENEH YCIyT
b. B dopme rocynapcTseHHO# cOBCTBERHOCTH Ha (akTOPHI IIPOH3BOACTBA
c. B dopme neHoroit nHCKpEMHBAIIH
4. Ha xoro pacripoctpansiotes «[IpaBnia 61rToBoro o6enyxrsanns nacencuus s POy
a. Ha Bce ropuamdeckue Muna, He3aBHCHMO 0T OPraHH3aAUHOHHO-TIPABORO dopmer
b. Ha Bce ropuandeckue THIIa ¥ rpaxkiaH, 3aHHMAIOMIIXCA OKAZAHAEM YCIIyT
¢. Ha mui, 3aHAMArOmuXcs Ipy30BEIME TePEBO3KAMHE
5. Kakoe #3 mepeyncieHHBIX NpodeccHOHATBHBIX KA9eCTB I0KHO IIPHCYTCTBOBATH B
TOBeICHHH paboTHHKA cdhepEr cepBHCa:
a. Mmunocepnue
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b.
c.
6.
eHTa Ha H

a.
b

c.
7

a.
b.
c.
8

a.
b

c.
9

YCIyT:

CTeH:
a.
b.
C.

11

VYMEHHE HaBA3EIBATH KITHEHTY YCIYTY
KommerentroCTE
HeficTrs paGOTHHKOB HPEANPHUATHS CEPBHCA TIPH BOIHHKHOBEHHH 3KANOGH OT KIIH-
€KaYEeCTBEHHOE OBCITyKHBAHIC!
Cornacutees ¢ xKano6oi: KIMEHT BCETIa MpaBy
BeicTpo permuts BosHMKIIYIO TpoGieMy
IIpuBieds HOBOrO KIMEHTa

- Kaxum tpeboBanmsam nomxHo otBedats paGouee MecTo paboTHAKA cdreprr ceprrca:

HomxHo GBITE 06ecneueHo caMBIM AOPOTHM 060pYI0BaHEEM
HoxHo o6ecnieunpath 0630p CalOHa H CBOOOLY JIBHIKEHHMIH
HOKHO GBITH 0GOPMITEHO PEKITAMHBIMA GYKIETaMH X IIAKaTAMH,

K gCMY BCCTHA CTPEMUTECS ITOKYIIATEIb ITPH OLCHKE YCIIYyTH:

K onpenenernOMY UM COOTBETCTBMIO IIEHH! U KAYECTBA
K BELBJIEHHMIO ITIABHBIX XaPaKTEPUCTHK YCITYTH
«ITomornare» yCIyTy IO CBOM OXHNAHMA H TOTPEOHOCTH
Kaxolf stam He BKIIOYAaeTCS B METONMKY BBLISBIEHHS OTHOCHTEIBHOIO KAUeCTBA

OneHxa BaXHEHIIAX ¢ TOYKH 3PEHHS NOTPeGHTENT KPHTEPHEB
BEIAB/IEHHe KPUTEPHEB, KOTOPHIC IPHBOAIT K IPHOGPETEHHIO YCIyT
Brissnenne OEHOBOIO NIPEANOYTCHH S
- Kaxwim 06pasoM BELTBISIETCS COOTBETCTBHE YCITYT XapakTepy oOMIeCTREHHbIX noTpedHo-

Ilo pemennIo TUpeKTOpa CEPBUCHOTO NPEANPHITHS
B xone cpaBHeHNS yCHyr-KOHKYPEHTOR
Metomom ciyuaiinoro ot6opa
. B KaKy10 aCCOPTHMEHTHYIO IPYIIY BXOAT YCIYTH, HAXOMAUIHECS Ha 3aKTIOUHTENBHON

dase cTanuy BHEAPCHHUS:

a.
b.
c.
d.

12.

a.
b.
c.
13

OcHoeHyIO

[oanepxuBaronryo

Crparermgeckyio

PaspabarsiBaemyo

Kakwe MOZie/IM OpraHuM3alliORHEIX CTPYKTYP BEUIEISIOT B COBPEMCHHOM MeHELKMEHTe:
Mexanugeckyro ¥ TEPMOAHHAMHYECKYIO

MeXaHRCTAYECKYIO H TTHAMHYECKYIO

OpranngecKyIo U MEXaHHCTHIECKYIO

. Ha xaxoli cramumy XM3HEHHOTO IMKJIA YCIYTH OT KOJNIEKTHRA TpebyeTcs ycoBepIeH-

CTBOBATH IPEXKHIOK0, THGO BHEAPHTE HOBYIO YCIVTY:

a.
b.
C.
d.
14
a.
b.
c.
15

Ha cranuu 2 — BHepeHus
Ha cragum 3 — pocra
Ha cTamun 4 — HachINEHUS PEHKA
Ha cTamuu 5 — COKpaIleHHs peatu3aag yeayT

- Kaxnmu cBO¥icTBaME YCITyTH OLPEAEHSETCS €8 KOHKYPEHTOCIIOCOBHOCTE:
CBoticTBamMu, KOTOPHIE MPEACTABIAIOT HHTEPEC IS HOTpeGHTeNs
CroiicTBaMI, KOTOPEIE IPEICTABIAKT HHTEPEC A CEPBHCHON OpraHu3alim
CBolfcTBamu, KOTOpEIE IIPENCTABIIOT HHTEPEC T TOCYAapCTBa

- K10 paspaboTan MeXaHHCTHYECKYIO MOZENb OPTaHA3aIHOHHEBIX CTPYKTYP:
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a. M. Bebep
b. A. Qaiions
c. JL beppu
16. Kaxol 3 mepeyHCICHHBIX THIIOB PHCKOB TIONPA3yMEBAET TICPEXKHBAHUA TOKYTIATENS O
TOM, KaK YCJIYra MOBIHACT HA erQ HMHIDK
a. Ilcmxomormyeckmii pacK
b. Ousmyeckuii pruck
ComnaneHeI prick
. Kakue moTpeSHocTn 06mecTsa NpusBana yAOBICTBOPATE cpepa yeIryr:
Bcee Buzer notpebrocTel
ConganeHele IOTPEOHOCTH
IIepBigneie noTpebuocTH
. C Jero naguHaeTcs MpolLece paspaboTKA HOBOR YCIIYIH:
C mpoBeIeHHA PEIHOYHEIX HCIIBITAHMI
C nowmcka uaen HOBOM yCIyTH
C HalymozeHus 32 X0NOM BHEAPEHHUS HOBOH YCIyTH
- IIporpeccusHeie GOpMBI 06CITYKHBAHHS TIPH3BAHBL
IIpudmikaTh yCIyry K noTpebuTeo
Co3pmaBaTh HOBEIE BHIB! YCIIYT
BuespsaTs HOBBIE YCIIyTH HA PEIHOK
- Kaxas u3s nmepeuncneHHEX yeIyT He ABISETCA YCITyTOM PBIHOYHOM HOBH3IHBI
Ycmyra, BeIUTEIIAS HA HOBBUA PEIHOK
Yemyra, panee uMeIOImMas aHANOT HA PRIHKE
¢. Ycryra ans HOBo# cephl IPUMEHEHHS.
PediTHHr-KOBTpONE Ne2, 4 cemecTp
1. Yto BKIOTAET B cebst DKOHOMHUECKH KOMITEKC:
a. Cdepy MaTepHansHOTO NPOH3BOACTBA
Matepuaibroe TPOM3BOICTBO  HEPOM3BOACTREHHYIO chepy
c. Cdepy, B pamkax KoTOpo# oprammsyeTcs obIIecTBO,
2, Hro aBiseTcs BakHeHel 3a1a49ell npemprITHS cdepsl yemyr:
a. ObecnedeHre NOCTOSHHOTO [TPOLECca OOCTYKMBAHNS HACCIEHHS
b. IIpoH3BOACTBO YCIyT, OTBEYAIOUMX CIPOCY HACEICHHS
C. YIOBNETBOPEHHE PACTYLIMX MOTPeGHOCTEH HaCelleHAS B YCTYTaX ¢ Y4eToM KYJNBTYPHBIX
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3. Kako#l u3 nepeucneHHEIX NPHHOMIOB AODKEH OBITD MOIOKEH B OCHOBY Da3BHTHS
cepsr yCIyT:

a. Cdepa cepsrCca TOMKHA PA3BHBATECS B €IMHCTBE ¢ MaTePHATEHBIM [IPOHM3BOIACTEOM

b. Maxcumusanus TprGLUIM OpeaNpHATHH

¢. Ycnyru He JOMDKHBI OBITH JOCTYIIHEI BCEM WiIeHAM 00IIeCcTRA

4. Kak #3MEHHIICS COCTaB NPOH3BOJMTENEH YCIYT B XOO€ PLIHOYHBEIX IpeoOpa3oBaHHi B
Poccnn:

a. YBENMYHIIACEH TOJIS TOCYNAPCTBEHHEIX NIPEAIPUSTHI

b. BoNBIIYIO HacTh COCTABIAIOT OPTaHM3ALMA 9aCTHOM M HeroCyapCTBEHHOM bopM ¢cob-
CTBEHHOCTH

c. Jlons rocynapcTBEHHBIX M YACTHBIX OPraHM3allKii Ha PHIHKE YCIIYT POBHA

5. Kakue Mozenm# 0praHu3allMOHHBIX CTPYKTYP BEIAEISIOT B COBPEMEHHOM MEHEKMCHTE:
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MexanuaecKyIo H TepMOIMHAMUIECKYIO
MexanHCTHYECKYIO H THHAMHYECKYIO
OpraEudecKyio H MEXaHHCTHIECKYIO
Kakue notpeGrocTH 06ImecTBa IpH3BaKa YIOBIETBOPSTE ciepa yemyr:
Wneonormueckre notpebHOCTH
[TomaTHueckue noTpebHOCTH
ConnansHrie moTpeGHOCTH
HOI[ CPOKOM OKd3aHHS YCIYTH IIOHUMACTCH:
Bpems Ha IOArOTOBHTEILHO-3aKTIOYATENBHEIE paboTh!
Bpems Ba npon3soacTso yeayra
BpeMS{ OT MOMCHTA OPHEMA 38Ka3a IO MOMEHTA BBIIAYH
Ha xaxoM sTame npomecca COBepIIEHHs 3axasza, TIPOXABIY HEOOXOIHMO HCIOIB30-
BaTk HATJISIHBIM MaTePHaN, PeKTAMHEIEC TPOCNEKTHI, IEMOHCTPAIMIO MOJIEel:
a. Ha repeom sTane - neppoe MoceleHne NPeNpHSTHS CEpBHca
b. Ha BTOpOM 3TaIle - IPHHSTHA PEMICHAS CAeTaTh 3aKa3 HIH OTKA3aThCS
c. Ha TpereeM sTamne - cOBepIUCHUE 3aKa3a MM OTKA3 OT HETO
9. Ipu kaxom, 13 Tpex BOIMOKHBIX HCXOZO0B KOH(ITHKTOE, CIIOp OCTaCTCH HEPA3PEIICHHBIM:
a. Bo3spat x ucxomHOMY cocTosHmIO
Komnpomuce B koHpIHMKTE
¢. Ilommoe pazpemicHue koHdIHKTA
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10. Kynetypa peun paGoTHyiKa cepsl cepBrca — 3T0;
a. HopMaTHBHOCTE, COAEPKATENBHOCTE pedn

b. DKCIPeCCHBHOCTE peun

¢. Kareropuanocts pean

I1. C uero HauwHaeTcs mponece pa3paboTKu HOBOM YCIyIH:

a. C NpoBeAeHUS PBIHOYHEIX HCITHITAHMH

b. C noucka naen HOBOM yCIyrH

¢. C BHenpeHHS HOBOH YC/IyTH

12. C moMommp1o 9ero MpeAnprsTHe YCIYT MOKET YKPEITHTh CBOH TIO3HITHHA B KOHKYPEHTHOM
Cpe/ie, KpOMe KaK C [IOMOMIBIO IIEHB! H KaYeCTRa YCIyTH:

a. C IOMOIIEIO S5KOHOMHYECKHX PEHICHHH

b. C moMOINIBIO HMEIKA IPEINPUITAS H YCIYT

¢. C moMomieio yBemmaeHAS 00beMa IPOH3BOICTBA

13 Kax m3MeHmICA cocTaB NPOM3BOJHTENEH VCIYT B X0Ac PBIHOYHBIX IIpeoGpasoBanuii B
Poceum:

2. YBENHYMIACH JOJII FOCYNAPCTBEHHEIX IIPEMIPUITHIA

b. YBenwumiace KON NpeanpUATHE 9ACTHOM U HEroCcynapcTBeHHOH bopM coGCTBEHHOCTH

¢. Jlons rocynapCTBEHHEIX NPeAUPHATAR ¥ MPEATPHITHIA YacTHOR 1 HETOCYIapCTBEHHOM
dopM coOCTBEHHOCTH POBHA.

14. [IporpeccuBrbie GopMBI 0OGCTYKHBAHHS IPH3BAHEL:

a. IlpubmuxaTs yCayTH K noTpebHTEmO

b. Co3znaBaTk HOBbIE BHOLI YCIYTH

¢. BHeIpaTs yelyTH Ha phiHKe

15. OT 4ero He 3aBHCHT OLEHKA YCITYTH ITOTpebHTENEM;

a. Or omsiTa oSpamenus Kk TPOM3BOAATENIM TOAOGHEIX YCIyT

b. Ot mMUHEIX XxeNaHul KIHeHTa



¢.  OT BOCIIHTaHUS TOTPeBHTENLCKOTO CO3HARMS KITHEHTA
16. Kakoe W3 mepeuncieHHRIX KAYeCTB HE JOTDKHO IIPACYTCTBOBATE B NIIPOGECCHOHATBHOM
IIOBCICHHH paboTHNKA cepBI cepBHCa:
a. Bexnusocts
b. Ymenne HaBA3BIBaTE YCITYTH
¢. KommerentHocts
17. Kaxum TpeGoBaHmaM HOIDKHO OTBEYaTs pabodee MecTo paboTHEKa chepsl ceparca:
a. JlomxHo 6BITH obecmedeHo JoporkM oGopyHoBaHHEM
b. JomxHo obecreunBats 0630p odca
¢. JomKHO GBITH BEIIEPXKAHA B APKOM IBETOBOM ramMme
18. Kako#f H3 mepeyHCNeHHBIX THNOB pHCKa NOAPAa3syMEBACT NMEPEKHBAHHUS [TOKYIATENS O
TOM, KaK yCIIyra TIOBITHSET Ha €10 HMUIDK;
a. Ilcwxonorudeckuit puck
b. ®uznyeckuit prck
¢. CommareHbil prck
19. Kaxue norpeGHOCTH 06mecTBa npu3sana YAOBIIETBOPATE Chepa yeyr:
a. Bce Buas! morpebHOCTEH
b. ConmansBEE MOTPeGHOCTH
¢. Ilepuunble noTpebuoOCTH
20. K omHOMY M3 IyTel CIIaXHBaHHAA Ce30HHOTO XapaxkTepa IPOM3BOLACTBA YCAYT OTHO-
CHTBCH:
a. Xopomee BEINOTHEHHE 3aKA30B
b. Perympopanve ce30HHEIX el Ha YCaIyTH
¢. CHu3ATH 00BeM peam3aluy.
Pefirunr-xoaTpoas Ne3, 4 cemectp
1. Kako# 13 nepedicleHHEIX BHAOB JEATEIBHOCTH He OTHOCHTCS K HEIIPOH3BOICTBEH-
HO# ciepe.
a. Tpancnopt u cBA3B 110 OBCITYKUBAHMIO OpraHm3amHit HETIDOH3BOACTBEHHOH chephi
b. ®@yHaHCOBO-KpeqUTHAS M CTPaxoBad AeSTeIbHOCTE
¢. XpaHeHWe H POHM3BOACTBO IIPOLYKTOR
2. 170 BK1IHOYAET B ceOs NOHATHE «CEPBHCHAS SKOHOMHKAY:
a. ['moSanm3anyio 5KOHOMUYECKHX TIPONECCOR
BO3HHKHOBEHHE ICHXOIOTHIECKOH HANPSIKEHHOCTH HACCICHUS
DopMHpoBaHHe OTpeBHOCTEH Monei
agenwe obmeit XyIbTypPH ¥ IYXOBHOCTH OBITECTBA
B xaxoif opme He TOIKHO OCYITECTRIATECS TOCYHAPCTEEHHOE peryiHpoBanue cheps

W eo o

YCIIYT:
CyGcunupoanne norpebuteneii ¥ NpOU3BOIUTENTEH YCIyT
B dopme rocymapcteenroit coGCTEERHOCTH Ha $aKTOpPEI MPOU3ROICTRA
B ¢opMe neHoBOH AMCKpHMAHAIHH
Ha koro pacnipoctpaustores «Ipasmia 6e1rosoro o0CITy:XMBaHHs HACENeHHS B PD»;
Ha Bce ropundeckye TuIa, HE3aBHCUMO OT OPTaHM3aHOHHO-TIPABOBOH HOPMEI
Ha Bce ropuanyeckrie THIA U MpaxiaH, 3aHUMAIONTHXCS OKazaHHeM yeuyr
¢. Ha ym, sanuMarommxcs rpy30BsIME TepeBO3KaMH
5. Kakoe 3 mepeuncieHHBIX podheccHOHaTBHBIX KAYeCTR TODKHO OpHCYTCTBOBATE B
NoReCHUH paboTHHKA cheps! cepBHCa:

er ho o
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a. Munocepane

b. VMenme HaBsS3bIBATE KINMEHTY YCIYTY

¢. Komnerenmtnocts

6. HeticTBus paGoTHAKOB MpemnpusTHA CEPBHCA NIPH BO3HUKHOBECHHH JXKAIOOHI OT KIIH-

€HTa Ha HCKAYSCTBEHHOS 06CJIy KHBAHHC:

YCIIYT:

CTe:

BHCa.

a. Cormacutscs ¢ xano6oi: «XIHeHT Beerna IIpaBy
b. BBICTPO PetmHTE BOZHUKIIYO mpobnemy
¢. Ilpueneds HOROTO KIHeHTA
7. KaxuM TpeboBaHHAM TOJDKHO OTBEUaTh paGodee MecTo paboTHHKa chephl cepBuca;
a. JIomxHO OBITE 06ECIedeHO CaMbM OOPOTHM O0OpPYIOBAHAEM
b. Jomxwo obecneynsats 0630p canona u cBOOOIY DBMKEHHIT
¢. Jlomkno 6BITE 0DOPMIERO peKIaAMHBIME OyKIIeTaMM M IIIaKaTaMu
- K gemy Bcerna cTpemuthes mokymarens npu onerxe YCIYTH:
K onpeneneHHOMY BM COOTBETCTBHIO [EHE! H KaUeCTEA
K BBIIBICHHIO TIABHEIX XapaKTEPHCTHK YCIYTH
«IlomorHaTE» yCIyry mon cBOM OXHIAHUS NOTPEeOHOCTH
Kako¥i stanm me BrmowaeTcs B MCTOIMKY BEIABICHHS OTHOCHTEIRHOTO KavyecTBa

v e o o

a. OIeHKa BXHEHIHX ¢ TOUKY 3peHUs TTOTpeGHTeNs KpHTEepHEB

b. BsIsBNEHME KPHTEPHUEB, KOTOPEIE IPHBOIAT K NPpHOOPETERHIO YCITYT

¢. BrisiBieHHe NEHOBOTO NpeanoYTEHHUS

10. Kakum 06pa3oM BHISBISETCS COOTBETCTBHE YCITYT XapakTepy O0IMEeCTBEHHEIX TOTPeOHO-

a. Ilo pemeHuIo TUpPEKTOpa CEPBUCHOTO OpeANpPUATHS

b. B xone cpaBHeHHs yCIyT-KOHKYPEHTOB

¢. Meromom ciygaiHoro ot6opa

11. Crenenr coBepIIeHCTBA, KAKOTO aclieKTa 06CITyKHBAHMS XapaKTepUu3yeT KYIBTYpY cep-

a. 1ICHXOMOrMYecKoro acmekTa o6CIyKHBAHKS

b. OprarH3anUOHHO-TEXHONOIHYECKOTO aCIICKTA

¢. COBOKYITHOCTB 9THX aCIEKTOB CePBACHOMN AEATETBHOCTH

12. Kakoe U3 Tpex COCTaBIAIOMMX YacTel KayecTsa TIOKa3BIBAECT, HACKOJIBKO YCIYIa COOT-

BETCTBYET TOMY, 9T0 ORUIO 3allIaHMPOBAHO IPOM3BOIUTENEM TOBApaA:

a. Tpebyemoe kauecTBO

b. DBasoBoe kauecTBO

c. Kemaemoe kagecTBo

13. Ot 9ero 3aBHCHT OIICHKA YCIyTH NOTpeGHTEIEM:

a. Or onerTa Npou3BOAUTENS

b. Ot JuHLIX KeTaHul KIHeHTa

¢. O BoCIMTaHNS MOTPEGHTETHCKOTO CO3HARAS KIIHEHTA

14, Ha xaxoif cTamuH KU3HEHHOTO IHKIA YCIYTH PacTyT 0OBEME! pealH3aluud YCyTH,

HTO MO3BOIHAET MPCOAOIETE TOUKY YGBITOT-IHOCTI/II

a. HaCTaauH 2 — BHeIpeHHd

b. ®acTamum 3 — pocra

C. Ha CTaJMH 4 — HacHIIIEHHs PEIHKA

15. Kakast U3 Tpex KOHKYPeHTHBIX CTpaTeruit NoIpasyMeBacT COCPECIOTOUEHHE YCHIIMI Ha
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QJHOM UH HECKONBKHX CSIrMEHTAX PBIBKa d JOCTHXXCHUE TaM THACpCTRA:

a.
b.
c.

JlugepcTBo B 06nacTH 3aTpat
Crparterns nuBepcHduKamn
Crpaterns KOHIEeHTpayy

16. KakuM TpeGosaHusM JOMKHO OTBEYATE pabouee MecTo paGoOTHHKA ChepsI ceprrca:

a.
b.
c.

Hoinxeo 6BITE 0GecneueHo Toporam obopyznoBaunem
Homxro obecneumBats 0630p oduca
JomxHo GBITE BEIZEpaHa B APKOH IBETOBOMH raMMe

17. CoBpemennbIe 3MaHuA IpeANPHATHIA CEPBHCA NPEATIONAral0T UCHOIb30BAHEE CJIEAYIO-
IIAX XYIOXECTBEHHO-BEIPA3UTENBHEIX CPEICTR!

a.
b.
c.
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IIepegens ToBapos
CpencTsa KOMMYHHKAIHE MEXTY TIDOH3BOAUTENEM H noTpebuTeNeM
Hawumenosanwe npeanpustas, sm61eMy, HEGOPMAIHIO 0 BHIaX yeiIyrax

. Ko paspaGorar Monens xagecrra yemyr:

M. Bebep
A. Daitons
JI. beppn

- C gero HaumHaeTes nponece paspaboTKi HOBOH YCIIYTH:

C npoBeneHns pBIHOYHBIX HCITBITAHMI
C nomcka Hien HOBOM yCIyTH
C Habmroferns 3a XO[OM BHEIPEHUs HOBOK YCIYTH

- Kaxme yciyrn BXoast B accopTumeHTHYI0 rpymmmy «Ax:

VYCIyrH HAXOMFIIHECs Ha CTANME pocTa
YCIyry HaXOSIIReCs B CTAIUH 3PEIOCTH U HACLIIEHUS
Yenyra, HaxomAImuecs B MEHOBAIMOHHOMN CTAIHN.

Boupocei k 3a9eTy (3k3ameny)

= W

Lh

TYpH3Ma.
6.

7.

BzammooTHOMmEn s Ha sTane IOCICTIPONAXKHOTO 00CTYKHBAHHUS.

B3auMOOTHONIEHHS Ha STAlE IPEATIPOAANKHOTO o0CIyKMBaHUA.

Bunwr cepruca. QupMeHHEIH cepBHc.

Bunsr ceprucHOM nesrensHOCTH

Brnsr yenyr. IlepciieKTHBHBIE BHIB YCIIYT. YCIyra conMansHO-KyIbTy pHOR cheprr u

BHew#ss cpeia # cTpyKTypa oprannzalmy.
BO3ZHUKHOBEHHE W DasBATHE PHIHOYHBIX OTHOIICHMIL. CounansHO-3KOHOMHYECKHE

TPCANOCEUIKH PasBATHS CEPBHCA H CEPBHCHOM ACATENBHOCTH B FOCTHHATHOM MHIYCTPHIL.

8.
9.

10.
11.
12,

KanoGer ¥ KORQIAKTH B PONECCe OCYMECTBICHAS CEPBHCHOU OeATELHOCTH.

3anaqH ¥ JIEMEHThI CEPBHCHOMN NeATENLHOCTH.

3a/1a91 HOBBIX TEXHOIOTHH B CEPBHCHOMN AEATENHHOCTH.

W MBHYaTEHEN TPEIPARAMATES.

MHimBanyansHBI XapakTep NMPOH3BOICTEA HA OPEANPHATHAX chepst yeuyr. UHauRu-

QyanbHBIH IOAXOM K KIIHEHTY.

13.

VIHHOBAUHOHHBI MEHEKMEHT Ha TIPE/IPHATHIX chepsr cepuca. TeHneHny B passu-

THH HOBBIX TEXHONOTHI.

14.
15.
16.

HcTopus pa3BHTHS CEpBUCHOM eSTEEHOCTH 1 CEpBHCA B MHpE.
Kraccuduxanms yenyr no pasiudHsmM opu3HakaM.
Kynstypa ceppuca.



17. Jloructuka cepBHca.

18. MeTomonornyecKas OCHOBA CepBHCHOH AeSTEIBHOCTH. Cepeuconorus.

19. Monens xadecTsa 06CTYKHBAHHSL.

20. Hoesie BAIBI yCITyT M MEPCTICKTABHBIE GOPMBI 06CITYKHBAHMSL.

21. Onpenenerne H Ha3sHAYECHHE CEPBHCHOI JESTEIBHOCTH,

22. OpranusalluOHHEIE OCHOBBI CEPBHCHO AeSTeTbHOCTH.

23. Oprannsanms Kax cucteMa. IIoHATHe, BHIEI, pH3HAKA OpTaHH3aIHH.

24. OpranmMsanus CEepBHCHOTO O0OCTyKHBAHMS B YCIIOBHAX PEIHQYHEIX OTHOLIEHHIA,

25. OcHOBHEIC BHABI HOBBIX TEXHOJOIHIL.

26. OcoOeHROCTH HHHOBALIMM B CEPBHCE.

27. OcobeHHOCTH IPeNOCTaBIEHHS YCIYT B PoccHH (LTapcKui B COBETCKMI TIEPHOIIEY).

28. OcoleHHOCTH pa3spaboTKi COMYICTBYIOMMX YCIYT.

29. OcobernocTH (YHKIMOHMPOBAHHA TPEITIPHITHS B 3ABHCHMOCTH OT BHEINHHX K BHYTPEHHHX
axTopos.

30. TlocTpoeHme OpraHM3aOHHON MOAEH OOCTYKHBAHHAS HACEIICHH.

31. [lpenmpuaTHs, 0Ka3BIBAIOIINE YCTYTH HACEICHHIO! 0COBEHHOCTH QYHKIMOHHPOBAHHS,

32, ITewxonorus ciyx0ObI CEpBHCA.

33. Paspurie obciyxuBanua B PoccHu (Ha NpuMepe KOHKPETHOTO PETHOHA).

34. Pemecno kak $opMa YIORIETBOPEHNS ONPCACNEHHBX IOTpeGHOCTeH B YeIyrax KOHKpPEeTHOTO
JeJIOBeKa.

35. Pemok yenyr. CerMeHTHPOBAHKE PEIHKA YCIYT.

36. CeprrcHAs MOMMTHK MPEANPHASTHS W TIOAXOIB! K OCYIIECTRICHYIO CEPBHCA. Y IOBIETBOPCHHE
noTpeCHOCTEI.

37. CepBHCHBIE YCIYTH H PEKOMEHIYEMAs OpPraHu3aAOHHAsS MOIEh obCIyKUBaHHS.

38. CoBpeMEHHEIH CEPBHC: €0 NPUHLHAIIE H TCHICHLIH.

39. CranjapTe1 O6CITyKHBAHMS H KOHTPOJE YIOBIETBOPEHHOCTH noTpeSuTeNnci.

40. CTpyKTypa KOMIUIEKCHOT'O 00CYKMBAaHAT KITHEHTOB FOCTHHUI],

41. TaxTiKa OOCITY)UBAHMS HA JTATIAX CEPBHCHON AEITENBHOCTH. Ipotheccronansroe noeee-
HHE H ICHXOIOTHT 00CTyKUBAHHS,

42. TeRNeHINA B CTPYKTYPE CIIyXOBI CEPBHUCA H OCHOBHbIE 3a0a4K CILyXKOEBL

43. Ycnyra. MarepuansHele M HeMaTeprallbHbIe YCIYTH: YIPABICHHE, MapKETHHT.

44, Yeryru MaTepHaNbHBIE H HEMaTepHAIbHEIE: 061as XapaKTePHCTHKA.

45. XapaKTepHCTHKA KOHTAKTA ¥ KOHTAKTHOM 30HEL

46. llenn ¥ 3a1a9m JeSTCIEHOCTH IpeANPHSATHE CEPBHCA.

47. Dransl OpraHH3alMOHHOTO CTAHOBJIEHHS CITYKOBI CEpBHCa.

3apaHus U BOIIPOCKHI LTS CAMOCTOATEILHOM PaGoThI CTYAEHTOB

XapakTepHO# OCOGEHHOCTBIO M3YHEHHS NAHHOH NHMCIMIUIRHB SBISCTCS WHTCHCHbHKALMS
CaMOCTOATENbHON PaGoThI CTYAEHTOB. 114 CTyIeHTOR 0WHOH QOPMEI MPemyCMOTPEHEL CIEAYIOIIIHE
HHIUBHIYAIBHBIC TOMAITHAE 382 Hus;

1. Haiitu wHGOpMalMIO Ha CTPaHHIAX HEPHOAWIECKOH MEHATH, € OCBEINAIOTCS VCIIEXH,
aKTyalbHEIE NPOOTIEMBI B Cepe yCIyT Ha COBPEMEHHOM JTane. J[aTs XapaKTEPUCTHKY VCIYIH Ha
OCHOBE HAWIECHHOTO MaTepHaia. JIOKIazisl B TEYEHHH ceMecTpa

2. Cosniath cBOIO KIACCHUKAIMIO YCIYT, HMEIOMAXCS HA PHIHKS Bragumupcekolt o6nacTa.
Hoxnanel B TE9eHHH ceMecTpa

3. Tema 7. IToBeneHue noTpeGHTENCH ¥ IIPOLIECC IPHHATHS UMY PEITCHHS (2 gaca)

1IpoaraM3¥poBaTh Ha NPaKTHYECKOM IIpHMepe IIOBEJeHAe OTpeGHTeel 1 TIpoLece MpH-
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HATHA UMH DEIICHAS 10 BBIGOPY yCIYT TOCTHHHIBI MM PECTOPAHA. OdopMuTts u mpoBecTH BHIE

ACJIOBO

HACOB).

H UTpBI

4. Tema 9. KavecTso o6¢myxuBanms u NPOM3BOMHTENLHOCTE. (2 Jaca)

- IlpoaranusmpoBare Kak Ka4ecTBO OGCIIYKHBARKS BIHLET Ha IIPOH3BOMMTEIEHOCTE YCIYT

- OLeHuTE 06mePOCCHICKIE CTARIAPTEI KAYeCTRA

Hoxnmanb: 1 npesenTauy

OcroBHas yacts CPC B 3 CEMECTpe OTBOXHMTCH Ha MOArOTOBKY ¥ HalmcaHue pedepaTa (14

Temet pedeparor 3 cemectp
1. AccoprHMeHTHas B HHHOBAaNMOHHAS MOTHTHKA B cdepe ceppuca.
2. 3apyGexHBIH OBIT OpraHH3AIUH s dexTuBHOrO GYHKUHOEMpPOBAHHS CEPBHUCHOH nes-

TCIBHOCTH.

3. HummBumyamsHOE 0GCTYKIBAHWE, KAK CAMOCTOSTE IbHEL BHI CCPBHCHOH JeATEMLHOCTH.
4. HVuHOBaumy B chepe yeIyT.

5. Hcropms passutis # 0cobeHROCTH cepBrca B Poccr.

6. Kareropuu notpebuteneif u ocobennocTr 06CIyKUBaHHUS.

7. Krnaccubuxarus o XapaKTEpECTHKA OCHOBHEIX BHJIOB CEPBHUCHBIX YCIVT.

8. KoMMepueckne n HeKOMMepUCCKHE OpraHH3alNH CONHATEHO-KYNBTYPHOM Céhepsr.
9. KoHuenmus ynpaeleHus XU3HESHEEIM MHKIOM YCIIYT.

10. KopriopatasHas KyneTypa paboTHIKOB CepBHCa.

11. MecTo # posib CepBHCHOM AeATeNbHOCTH B KH3HE e TEILHOCTH YeIOBeKa.

12. MecTo u poib 0BIIEHHS YHACTHHKOR CCPBUCHOH NEATCIBEHOCTH.

13. Hosrre cnysxGhi cepsrca. Ilepenextars pPa3sBHTHA.

14. O6menne Kak BHL CEPBUCHOMN NAESITETbHOCTH.

15. OpraHA3anAOHHO-TEXHOMOTHICCKHE ACTIEKThI cepBHCa.

16. Opranuzamms obcnyxuBanus morpeGuteei.

17. OcHoBHEIe JTallB! HpoTecca 05CTyKUBAHS. DOpMBI 0BCTYKMBAHHA.

18. Ocobennoctn paspaGotku COTMYTCTBYIOIIHAX YCIyT.,

19. IlepcniexTHBHEIE BHAE YCIYT B OPOTPECCHBHEIE POPMEL OGCITYHBAHHS,

20. TlpaBoBo€ perypoBaHHE OTHOLIEHHIE B CEPBHCHOH NEATENEHOCTH.

21. TIpHHIMIE] TOCYAAPCTBEHHON IOTHTHKH B cdepe yeyr.

22. IlpoGuieMsl ¥ TPYAHOCTH KITACCH(HMKAIIEH YCIYT U CEPBHCHON MeqTeIbHOCTH.
23. Ilpobnems! kauecTsa u 6e30aCHOCTH YCITYT B IPAaKTHKE COBPEMEHHOTO CEpPBHCA.
24. CepBHC 1 CepBHCHEIE TEXHOIOTHH.

25. CepBucHas NeATENBHOCTE KaK COCTABHAA HACTh BKOHOMEKEL

26. CepBHCHas NEATENBHOCTE KaK hopMa YIOBIETBOPEHHS TOTPEOHOCTEH qeoBeKa.
27. CoBpeMeHHOE COCTOSTHHE CHEPHI LTATHBIX YCIIyT.

28. CoBpemerHBIE TEXHONOIHY B chepe CepBHCa.

29. Crannaprs! 0GCIY)KUBAHHAS ¥ COBEPIIEHCTROBAHNE KAYECTRA CEpBHCA.

30. TpanHITHOHHEIE H HHHOBALMMOHHLIE CyKOBI CepBHCA.

31. Yemyra xax crienHduYeckuit TpoLyKT.

32. Yemyrn B COBpeMEHHOM 0OIIECTRE.

33. Yenyru u obcmyxuBanre B THGOPMANMOEHOM 06IIecTBe.

5. Tema 11. CTpaTernyeckne HalpaBIeHuS 1 KOHKYPEHTOCTIOCOOHOCTE (3 yaca)
PaspaboTats cTparerum cosjgaHHA KOHKYDEHTHEIX NPCAMYINECTB [OCTHHHMIE! (110 BEIGOPY
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CTyIeHTa) H 0OPMHTE B BHIE IPE3CHTALHH

6. Tema 12. KusueHHBI K yeayr (2 gaca)

PaspaGoTars xw3HEHHBIH MUK YCIYTH (10 BHGOPY CTymeHTa) M OohOPMHTE TTHCEMEHHOM
popme

7. Tema 13. CepBHC — KOMIDOHEHT IPOAAXKM TOBAPOS (2 gaca)

PaccmoTpers BHABI cepBHca 0 BpeMEHH €TI0 BHUIONHEHHS M IO CoIepannio pabdort.
OdopmuTs B BUIE DOKIana

8. Tema 14. BuyTtpenne o6cnyxuBanue opranusanuy (3 gaca)

3aad B QYHKUME QICHIUTH-MEHEIKMEHTa Ha KOHKDETHOM NpeAIpHSTHH. OgopMHuTE B
BHJIE JOKIaa U TPe3eHTAIMH

9. Tema 13. Hosble TexHOMOTHH B cdepe yemyr (5 gacos)

Crenats 0630p NepHOAHIECKOH NEIATH H MHTCPHET-MCTOYHMKOB Ha TeMy «HoBbIe Texmo-
NIOTHH B MUPOBOK TOCTHHHYHON (PECTOPaHHOMH) HHAYCTPHEY. MICHOMB3YIOTCS M JAHHBIE TEXHOIO-
THH POCCHHCKMME OTE/IbePaMH U pecTopatapamu. OGOpMHTE B BUZE TOKNAMA U IPE3CHTAHHA.

10.Tema 16. PaspaboTxa 1 co3naHHe HOBBIX youyT (3 gaca)

Kakue, Mo BamieMy MHEHHIO, HOBHIE YCIYTH CEAyeT BHEAPHTH B paboty Brmamumupckux
FOCTHHHD ¥ pecTopanoB? OQopMHTS B BHIE JOKIana

Tembr kypeoBrIx pador 4 cemecTp

1. CoBepilteHCTBOBaHHE CEPBHCHON IeATENEHOCTH FOCTHHHTHOTO NpeanpuaTHs (Ha Upu-
MCPC KOHKPETHOMN MOCTHHUIIED)

2. CoBepIeHCTBOBaHNE CEPBACHON IEATEIBHOCTH TOCTHHHYHOTO MPEANPHSTHS (Ha pu-
MEpE KOHKPETHOTO PECTOpaHa IPH TOCTHHHIIE)

3. CoBepIICHCTBOBAHNE CEPBHCHOM XSSTEIBHOCTH TOCTHHUYHOTO KOMIIIEKCa (Ha NpHMeEpe
KOHKPETHOIO FOCTHHHYHOTO KOMILICKCA)

4. OpraHuzanys CEpBUCA FOCTHHHYHOIO NPEANDPHATHS (HA IIPEMEPE KOHKPETHOM I'OCTH-
HHIIbI HJIH PECTOPAHA [PY FOCTHHHIE, HIH FOCTHHHYHOTO KOMILIEKCA)

7. YAEBHO-METOJUYECKOE U HHOPOPMAIIMOHHOE OFECTIEYEHUE
TUCITATLINHEL (MOXYJIS)

a) OCHOBHAN JTHTEPATYPA:

1. Hepernuna, T.I'. OcHOBBI CEpBHCHOM NeSTENBHOCTH: Y9eGHO-METONNHECKH KOMILTEKC /
T.I'. Hepernna. - 2-¢ u31., crep. - M.: ®@mnTa, 2014. - 162 ¢.. - ISBN 978-5-9765-1415-7. - Pexum
nocryna: http://biblioclub.rw/index.php?page=book&id=363395

2. Tapanosa, V.B. Ceppuconorus: yue6uux / U.B. TapaHora, A.B. Tpyxaues. - Craspo-
mone:  Arpyc, 2013. - 296 c. - ISBN 978-5-9596-0863-7. - Pewum mocTyna:
http://biblioclub.ru/index.php?page=book&id=232927

3. CepeucHad neaTensHOCTE: yaeOHOe nocobue / mox pena. B, Ilteituronsa. - HosocH-
bupck: HITY, 2013. - 130 ¢ - ISBN 078-5-7782-2225-0, - Pexum IocTyna:
http://biblioclub.rnv/index.php?page=book&id=229143

0) ONOTHATENBHAS JIATEPATYPA:

1. Kasaxesuu, T.A. OpraHu3amys ¥ [IaHUPOBAHUE IEATEILHOCTH TIPEeNNPUATHH CepBca:
yuebroe nmocobue / T.A. Kasakeswa. - CII6.: LT "Harepmemus”, 2014. - 186 c. - ISBN 978-5-
4383-0039-7. — Pexxum moctyma: http://biblioclub.ru/index.php?page=book&id=225942

2. Mapxermnr yenyr [DaekTporHSBI pecype] / Cursiea M. M. - M.: Jlamkos u K. — Pe-
KHM HocTyma: http://www.studentlibrary.ru/book/ISBN9785394020902 him]
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3. IlepBOKIACCHBIH CEPBHC KAK KOHKYDEHTHOE MPEHMYIIECTBO [OnexTpoHHEI pecype] /
oxon Ioym; Ilep. ¢ amrm - 5-e w3y - M.: AnbmomHa IMTaGnumep. — Pexum gmocryma:
http://www.studentlibrary.ru/book/ISBN9785961422696.html

B) IEPHOTHICCKAE H3NAHUS

1. «locTununa u pecTopan: Gu3HEC W yIpasicHue» - Usmaremscteo OO0 «HU3narenscTno
XocmuTanaTy. Bexymuit Ceuran3snposas b Ky pHAI [T IPO(BECCUOHATIOB HHIYCTPHH TOCTE-
TIPUHAMCTBA.

2. «Tocturmunoe meno» - U] «llanopama». ITpodeccroHanbHbi KYPHAT UL CIICIHATH-
CTOB B OpraHM3allHOHHOH, MApKeTHHIOBOH W (QHHAHCOBO-XO3THCTBEHHOM chepax nesTeNsHOCTH
NPEATIPHS THA HHIYCTPHM TOCTEIPHUMCTBA.

3. «Otmen npomax» - U] «PecToparHEIE BEIOMOCTHY. Wsnanme, npennasnagernoe s
1po¢ECCHOHAIOB PECTOPAHHOTO H TOCTHHITHOTO GH3HECA.

4. «Orens» - Uspnarenscteo «Xsmmu [pecey. [epromuueckoe H3IaHHE, NOCBAIEHHOE BO-
TpOCaM MOCTHHUYHOTO OM3HeCa H HHIYCTPHH TOCTENPHEMCTBA.

5. «Orens. CoBpemennsi 6usnecy - Usgarenscrso 000 «Harma menoas npeccay». Crie-
THATH3UPOBAHHBI XYPHAT U IPodeCCHOHANOB OTENEHOTO GH3HECA.

r) nporpamvuoe obecnicaeane # MHTEPRET-pecypebt:

1. VHTepHeT-H31aHHeE 0 BHICOKHX TeXHOMOTHAX hitp://www.cnews.ru,

2. NedopManroHRO-KOHCAITHHTOBKI TEHTp II0 JNIEKTpOHHOMY Om3Hecy http://www.e-
commerce.ru.

3. HWndopManyoEHO-CIIpaBOYHEIE OTpacieBEe VHTepHeT-IOPTANB! 10 CepBHCHON [es-
TEJBHOCTH.

4. HadopMaruoHHbIH CIPaBOYHHK «CaHaTOPHO-KYPOPTHOE JICUEHHEY,

5. FocTuHMIa U pecTopaH: 6H3HeEC W yIpaBIeHHe // http://prohotel.ru/catalog-8723/0/.

6. Kypoptasie Benomoct // http://www.kved.rw/.

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

8. MATEPUAJIBHO-TEXHHYECKOE OBECIIEYEHUE
AACIUILTAHLI (MOIYJIST)

A MaTepHansHO-TEXHHIECKOTO 00eCIe e Hus NHCIATIIHHE] «CepBHCHAsT HEATCIBLHOCTEY
HCTIONB3YIOTCA ayATOpHA ¢ IIK H KOMIIBIOTEPHBIM NMPOEKTOPOM, HaGOPH CAMI0B Ui eKIHOH-
HBIX M TPaKTHICCKHX 3aHATAH, OTPAKAIOMKME Hay9HYIO M NPHKIALHYR NpoONEMATHKY AaHHOIO
Kypca, bubnrotexa MHCTHTYTa MaToro u cpenrero 6usneca Bal'V.
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