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1. IEJIA OCBOEHUA TUCTIUITINHBI

Uensmvu ocBoerus aucuiumusl «CepBHCHAS AESTENBHOCTDY IBIAIOTCA CO3MaHHE CUCTEMBI
3HAHAH O CEPBHCHOM NEATeNBHOCTH, yenyrax, Gopmax 00CITYXHBAHHS B Cr1ocobax GopMUpOBaHHUs
HOBBIX YCJTYT M IIPOTPECCHBHBIX METONOB O0CIYKHBAHHMA.

3anavyaMH AHCIUHIUTHHEI SBIISIOTCH:

*  (HOPMHEPOBAHHME IIPENCTARNIEHHAS O CEPRUCHOMN ICATEILHOCTH,

®  OCBOCHHME METONOJIOTHMECKHX OCHOB OPTaHM3AINH CEPBUCHON ACATENBHOCTH,

¢ ONPCHOCTICHHUC MECTA CEPBHCA B KM3HEICATEIBHOCTH 4EIOBEKA,

*  H3Y4YCHHE HCPapXHH YeJOBCUECKUX HOTpeSHOCTEH;

¢ HU3YUCHHEC KOMMYHUKATHBHBIX aClIeKTOB CEPBUCHON NCATENBHOCTH,

* (opMHpOBaHHE MPEACTABICHAS O IIPOIIECCAX B PA3IMYHEIX oTpaciix cdepsl cepeuca u
0CODEHHOCTAX OCYINECTRIICHHUS CCPBHCHBIX IPOLECCOR,

2. MECTO JTUCIHHILTAHBI B CTPYKTYPE OIIOH BO

Hucnunmraa «CepBrcHas AESTEIBHOCTEY SBIAETCH TUCOUIUIMHON yueOHOTO fimaHa mo
HalpaBIECHHIO MOATOTOBKH 43.03.03 «I'ocTHHHYHOE memoy.

JAncinraRa TPenCTaBIAeT COB0H PHKIATHYIO HayIHYIO JAMCUHIUIHAY, B KOTOPOH IIpHpa-
MEHHE 3HAHUE IPOUCXONUT ONaroNaps HCTIONB30BAHMIO PE3YIBTATOB HCCTEIOBAHMI 1 paspaboTok
B JIPYTHX OTPACIIAX HAYKH, TAKMX KaK MapKETHHI, COITHONOTHS, ICHXOIOTHS, MEHEIKMEHT i MHO-
THX JIPYTHX.

Kypc «CepBricHast nedTeIbHOCTLY MMEET CYINECTBEHHOE 3HAYCHHE B IKOHOMHKE, Cepe
YIPaBICHHUS, B TOCTHHUYHOH, PECTOPaHHOH, TYPHCTCKOIA, COTANBHO-KYIBTYPHOH JEATENBHOCTH.

STa AUCUMAIUTHHA CBA3AHA C APYTHMH THCHHILTHHAME, H3yIaeMBIMH IO BPEMEHH 10 H I10CIe
AdaHHOro Kypea. K auciry Takvx mucipmiums otHocsTes «Brenenne B TOCTEIIPHEMCTBOY, « TeXHON0-
T'HH TOCTHRHIHOM NeATeEHOCTHY, «MapKeTHHI rOCTHHIYHOTO MPENIpPHAsTH) U np.

3. KOMIIETEHOWH OB YYAIOWET'OCsl, ®OPMUPYEMBIE B PE3VJILTATE
OCBOEHMA TUCOUWITJIUHEL (MOIY JIS)

lIponecc M3ydeHns IMCUMIITMAEI HANPAB/ICH Ha (QOPMUPOBAHME CIIEAYFOLHX

- ipoeCcCHOHaNBHEIX KoMmeTermmit (TIK):

* TOTOBHOCTB K CEPBHCHOH NEATEIBHOCTH B COOTBETCTBAH C 3THOKYIBTYPHBIMH, HCTOpU-
HCCKMMH ¥ pCTATHOSHBIMH TPAIUIHMSIMHE; TOTOBHOCTD K BBIABICHHIO NOTPeGHOCTEH MOTpeGuTes,
(hOPMHPOBAHMIO TOCTHHHYHOTO IPOLYKTA, KIHEHTYPHEIX OTHOLISHMH (IIK-6);

® TOTOBHOCTE TIPHMEHATH COBPEMEHHBLIC TEXHOIOTHH TOCTHHWYHON NESTENBHOCTH B Pa-
6ote ¢ norpeburenem (I1K-7);

¢ TOTOBHOCTH X IPHMCHEHHIO MHHOBALIMOHHBIX TEXHOJIOTHH B TOCTHHUYHOM JeATelBHO-
CTH ¥ HOBBIX HopM obcmyxuBanms norpeduteneit (JIK-11).

B pesymeTare 0CBOSHHS NUCUMILTAHE! OGYYarOUIMMCs AOIDKEH JICMOHCTPHPOBATE CIIERYHO-
IIHE PE3YIBTATHl 00pa30BaHHU:

3HATE:

®  BHIBI YCIYT ¥ CEPBHCHOM ACATENBHOCTH, MX Xapaktepuctrky; (1TK-6)

®  COIHAILHBIC IPENIOCHUIKH BOSHHKHOBCHHAS M Pa3BHTHS CEPBHCHOMN NESTELHOCTH, He-



TOPHIO pa3sBUTHA cepBHca; ([IK-6)

¢ TEOPHIO OPTAHH3ALUMK CEPBUCHOTO OOCTYXHBaHHA B cdepe NpelallpHHUMATENLCTRA,
(IIK-6)

®  OCHOBHBIC NOHATHS H TEPMHHBI, BAXHEHITNE KOHLETIIHE, METOIEI COBPEMEHHOH cep-
BHCHOH JIeATeLHOCTH, HANPABICHHOH Ha norpebuteneit; (IIK-7)

®  HOBBIE TEXHOJIOTHH B cepe YCIYT H CiocoObl BHSAPCHUS MHHOBAIMOHHBIX TEXHOIOTHIA
B CCPBHUCHYIO HEATENBHOCTh TOCTHHHYHEIX Npeanpratuil. (TIK-11)

YMETB:

®  BBIIC/ATH CONHATBHOC 3HAYCHHE KOHTAKTA B CEPBHCHOM MEATENILHOCTH, B3aHMOCBA3b
obIeHns ¢ ToTpebuTeNeM, MeXaHU3MBI JHCTBHA W CIIOCOGHI IIPOSBICHHAS 32KOHOB H 32KOHOME]-
HOCTEH B pa3sIMYHBEIX THIIAX MEXUIHIHOCTHBIX oTHOUeHME; ([TK-6)

® IPHMEHSTh COBPEMEHHBIE ¥ MHHOBAIHOHHEIEC TEXHOIOTHH, H HOBBIE (OPMBI 06CTyHH-
BaHHs MOTPEOHTENCH B CEPBUCHYIO IEATEIBHOCTh TOCTHHAYHBIX npennpustuit. (ITK-7, [TK-11)

BIIAQJETh:

¢ MeToJamu GeCKOHQIMKTHBIX B3aHMOOTHOMIEHHH C IIOTPeGHTENEM B IIPOUECCE CEpBHC-
HOH IeATENLHOCTH, 3THOKYIBTYPHOM MYBepCH(HKAINH CePBUCHOHN TesTenbHocTH; ([TK-6)

® TIpHEMAaMM IPaKTHYECKOr0 TPHMEHEHHA METOJOB CEpBHCHON NesremsHoctH, (IIK-6,
IIK-7, [1K-11})

* HaBEIKamM# OOIIEHHA C KIMCHTaMH B NPOIECCe OCYINCCTBICHHS CEPBUCHOH ICATeNbHO-
CTH, a TaKkxe 3 dexTHBHOrO paspemenns xoH(pIuKTOB; (TIK-6)

4. CTPYKTYPA U COTJEPXKAHUE JUCIAILINHBL (MOIY.JIS)
O6mas TpyZoeMKOCTh JUCIANNTKHED! COCTABIAET 7 3aYE€THRIX CAMHAIL, 252 uaca.

Bunn! yaebuoit paboTsl, Brirouag ca-
DOpME! TEKYLLIETO
o | MOCTOATENbHYIO paboTy cTyneHTOB H O6bem vae6- OHTDONIS VeI
g TPYI0EMKOCTE (B 4acax) oM Y KOHTPOIA yetie-
5 . ; HOH paboTsl, BaEMOCTH
No Paszen (tema) g‘ % 3 © 8 ¢ IpHMeHeHu- | (no #ederam ce-
11/_ b 3 | 2 i = 2 a | em AHTEpak- mecmpay,
. AMCLUATCTHHBL & E = § E e g 2309 = | THBHBIX MeTO- | (opMa pOMesxy-
5 §1 Z¢ g. = §_ gl C| & 0B TOYHO
T = E =t = g = (B yacax / %) aTTeCTalHHK
&R S (no cemecmpam)
1 | CepsucHas mes-
TEILHOCTE KAK
(popma yooenereo- | 3 | 1-2 | 4 4 8 4/50%
perus notpedHo-
CTeli 4emoBeka
2 | IlpenmoceUIKH BO3-
HHKHOBCHUACED- | 3 | 34 | 4 | 4 8 4/50%
BHCHOJ XesTearHO-
CTH
3 | Crenuduxa yemyr 3 | 5.6 4 4 g 4/50% PetiThar-
KaK ToBapa KOHTpOE |
4 | LleHHOCTB YCIYTH 3178 4 4 g 4/50%
5 | IloBenenue
notpeburenei u 3 9- 4 4 3 4150%
IPOLEcC NPHHATHS 10
UMY pEIIEHHA
6 | Teopus opramiza- 3 11- 4 4 8 4/50% PeitTyHr-
IMH 00CIy KHUBAHHA 12 KOHTpOJIE 2
7 | KonrakTrHas 30Ha 3 113;- 4 4 3 4/50%




8 | OcHoBHEIE MeTOaBL
NPEOOCTABIEHUA 3 15- 4 4 8 4/50%
VeIyr H (GOpMEL 16
0o0CyKUBAHWS,
9 | Kauectro 0bcy- N
KHBaHHA U IpoM3- | 3 17- 1 4 4 8 4/50% Pefrutr-
18 KOHTPONB 3
BOJUTEIBHOCTb.
Hroro 36 | 36 72 36/50% 3auet
10 | Obmepoccuiickue
CTaHIapTH! Kave- 4 | 12 2 4 2 3/50%
cTBa
11 | Crpareruyeckue
HalpasieHHd U 4| 36 4 g 4 6/50% PeHTHHT-
KOHKYpPEHTOCHO- KOHTPOJIE |
cobHocTh
12 | FKuzneHHABIH OHKT 4 7- 4 8 4 6/50%
YCIYT 10
13 | Ceperuc — KOMIIO- 11- Pei
nenr mpoxaxuTo- | 4 | o | 2 | 4 2 3/50% CHTHET
BapoB KOHTPOJb 2
14 | BryrpenHe o6ciTy- 13-
JKHBaHAE OpraHu- 4 14 2 4 2 3/50%
33IMH
15 | Hoesle TexrOMOrHE 4 15- 9 4 5 3/50%
B chepe yemyr 16
16 | PaspaboTka u co- 17 Peitt
31aHKE HOBHIX 4 2 4 2 3/50% CHTHHL-
yenyT i8 KOHTPOIIB 3
Hroro 18 36 18 | KP 27/50% DkiameH (36)
3auer/
3/500
Bceero 54 72 90 63/50% KP, Sxsamett (36)

COJEPXXAHWE TUCITAIINUHBI

JleKITHOHHBIHA KVPC

Tema 1. Cepsucnan deamenvrnocmy Kax gopma ydoenemeopenun nompebrocmeli yenosexa

IHonsrne o yeayre u cepeucHol nesrensrocTd. Oyskumu cdepsr yeuyr. CTpykTypa cde-
PBI yCInyr ¥ KiIacCHUKalus THIIOB M BHROB YCIyT. OGImepoccuiickue K1acCHPHKATOPE YCIyT
HaceneHHI0. CepBUCOIIOTHA

Tema 2. IIpeonocsiiku 603HUKHOBEHUA CEPEUCHOU OeAMEAbHOCHIN

Yenyra B 310Xy NepBoGHITHOOOIMHEOTO cTposi. Yeyru: Ha Jlpesnem Boctoke, B JIpeBHei
I'pernn, Jpeprero Puva, na Cpemmesexosom Boctoke, CpemHesexoroit Esponsr. Drankr passutvs
yemyr B Poccru. Teoprs OCTHHIYCTPHAIBHOTO 06mecTra. I'aBHbIe haxTophl passuTus cheps! YCIyT.

Tema 3. Cneyudhuxa ycayz kax mosapa

IBOTONHS NOHSATHS «TOBap». XapakTePUCTHKY YCIyT. OTIHIHE YCIYTH OT MaTePHATBHO-
BEIICCTBEHHOTO ToBapa. OUpeNeneHsc UeHHOCTH YCIyTH. MoIens HeHHOCTH yeiayrd, OCHOBHEE
OTIpEIEIICHN ¥ TOHATHSA JKH3HEHHOTO LIHKJIA YCIYT. YIpPaBIeHHS 3TAIIAMU KH3HEHHOIO UKIA CO-
IYTCTBYIOIIAX YCIIYT.

Tema 4. Lenrnocms yciyzu

Omnpenencane NEHAOCTH YCTYTH. MOJI€ls HEHHOCTH YCIYTH.

Tema 5. llosedenue nompebumeneii u npouecc RPUHAMUA UMU DEUHEHUA

Onpenenenre noTpeSHTEABCKON Cpeas! B chepe yeryT. KimeHTs! 1 ux norpebuoctn. Pax-
TOPBL, BMMIOIIKE Ha MOKYIATEIbCKOE MOBEACHHE. IIpolece NpHHATHS pelieHHs MOTpebuTeneM.
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Crrennduaeckne acleKTs! IOKYNKY ycryr. [loBeaenns nmoTpebureneil IeMOBLIX YCIYT.

Tema 6. Teopua opzanuzayuu o6cIyncueanus

O6cmyxuBaHue Kak cepBHCcHad cHcTeMa. CHcTeMa cepBuCHEBIX oneparuit,. CucreMa mpeao-
cTaBjIcHHs ycuyT. CucreMa MapKeTRHIa yCIIyr

Tema 7. Konmaxmuaa 30na

Obmue ronoxenus. IIpocTpancTBo KoHTakTa. [Iporece KOHTAKTA MEXKIY KIMEHTOM M HC-
ronuuteeM. Coneprxanne KoHTakTa. Pabota ¢ xamobamu noTpebureneii. IIpuaumns: abdexTns-
HOrO peleHns KOHGIUMKTHBIX CHTYAUHR

Tema 8. OcnosHbIie MemOObl RPEOOCMAGICHUA PCAY2Z U OPMBE OBCAYHCUBAHUA.

OCHOBHBIC METOJBI NPENOCTaBICHUA yeayr. @opmMel obcmyxkuBanust, OOCTYKMBAHHE Kak
cepBHCHas cucTeMa. CHcTema cepBHCHBIX omepanmii. Cucrema mpenoctasiends yenyr. Cucrema
MapKETHHIA YCIYT.

Tema 9. Kauecmeo obenyscueana u RpoU3600UMETbHOCHTD.

Obmme momoxenns. [lokasatenn Kadectea yeruyrd. Mogens kagectsa yenyr. CepeucHbe
rapanTrH. [Ipon3BoIHTENBHOCTE Tpyaa B cepe ycayr. OOBEeKTH CTAHAAPTH3ANMA ¥ HOMEHKIIATY -
pa nokazateneil KauecTBa ycIyT. MeToIs! Onpene/icHUs BEIMIMHEI TToKasaTenell kauectsa. OTeer-
CTBEHHOCTH IIPOJaBIia (MCIIOMHHATENS) IEPEN TIOTPCOUTENEM,

Tema 10. Obwepoccuiickue cmandapmsl Kauecmesa

OO0BeKTEl CcTaHAapTH3AIlMH W HOMEHKJIATypa IoKasaTelelf XadecTBa YCIyr, Metomas!
OTpeeTIeH s BEIIMYHHEI [I0Ka3aTe el KadecTsa. OTBETCTBEHHOCTE NPONABIE (MCIIOIHHTEIS) TIEPE
norpebureseM

Tema 11. Cmpamezuueckue HanpasIeHUA U KOHKYPEHMOCROCOOHOCHD

[Touatae 0 KOHKYPEHTHEIX NpeumymecTBax. KOHKypeHTHas oKpyxawomad cpena. BeiGop
mereBbIx  motpebmtened.  CTpareruM  CO3MaHHSA — KOHKYDEHTHBIX — NPCHMYILECTB. POk
CTaHIApTH3aUMHK H auddepenuuauy B BRIOOPE TOBAPHOH TTOTHTHKH

Tema 12. ZKuzHeHHbIH UUKN yCi1y2

OCHOBHBIE OINpeNcNeHMA H IIOHATHA. YIpPaBIEHUS ITAlAMH SKH3HCHHOIO [HKIA
COTEYTCTBYIOMIHX YCIYT

Tema 13. Cepsuc — KomnoHenm RPOOAdCH MOBAPOE

OcHoOBHBIE TOJXOABI K OCYINECCTBICHHIO cepBrca. OCHOBHEIE 3a/1a4M CHCTEMEI cepsuca, Bu-
JBI CEPBHUCA MO BPEMEHH €T0 BHITOMHEHUs, BHIBI cepBHca IO CONCpKaHUIO paboT. [IpuHIMnE! ra-
PaHTHI{HOTO 00CIYXKABaHKA. DKCIUTyaTallHOHHEIC HHCTPYKIIHA

Tema 14. Buympenne obcayncueanue opzanuzayuu

CocTaBHBIC 9acTH CHCTEMBI NEATENBHOCTH OpraHn3auui. 3ajadd W GyHKIHE (POCHITHTH-
MeHemxMeHTa. OOecnedeHne ACATENHHOCTH INMEpcoHaa. YIIPaBICHHE MPOSKTaMH N0 Pa3BUTHIO
HH(PPACTPYKTYPhI OPTaHH3AIHH K IKCIITYaTalns 00BEKTOB HHPPACTPYKTYPBI

Tema 15. Hogvie mexnonozuu 6 cihepe yciyz

OcHosHEle NOHATHA ¥ onpeencHus. MudopManuorHsie TexHOIOTHY B cdepe yeuyT. [pu-
YHHBI, IO KOTOPHIM (PHPMBI YCIYI HHBECTHPYIOT B HOBBIC TEXHONOrHH. OONACTH [IpUMEHEHHS HO-
BBIX TEXHOJIOTHH B chepe yeryr. TeXHONOTHS KaKk KOHKYPEHTHOE IIPEUMYINECTBO.

Tema 16. Pazpabomka u cO30AHUE HOBBIX YCly2

Kateropuu HOBOH npoayKIuH. DaKTOPEL, SBISIONIHECT TIPHIHHON CO3MaHMS HOBBIX VCIIYT.

Pa3paboTka HOBBIX TOBapOB H yCIYT: CXOACTBO H pa3iudus. THCTPYMEHTE! 1718 paspaboTin
yenyru, IIpuaumner paspabotku yemyr. Ilponecc pa3paboTKH yeIyry.



IIpakTHyecKne 3AHATHH

Tema 1. Cepsucran 0eamenbHOCmy KaK Qopma yoos1emeoperua nompebrocmeil 4enoseexa
ITpakTiaeckue 3ausatust 1-2 (4 gaca). OTBETH HA BOMPOCH, TECT M TOKIaIbI

Tema 2. IIpeonocwuiku 603HUKHOBEHUA CEPEUCHOI 0eAMETbHOCIN

IIpaxTigeckue 3aHATHS 3-4 (4 gaca). OTBETH Ha BOIPOCH! ¥ JOKJIAIEI

Tema 3. Creyudpura ycayz Kax moeapa

IpaxTuueckue 3aHATHA 5-6 (4 gaca). OTBETBI Ha BOIIPOCHI, JIEIOBEIE HIPHI H JOKIANL]
Tema 4. Heunocme yeayzu

IpaxTrdeckue 3auaTHA 7-8 (4 9aca) OTBETH! HA BONIPOCHI

Tema 5. Ilosedenue nompedumeeii u RPOUECC NPUHAMUA UMU DEULCHUA
ITpaxTiaeckue 3aasTHA 9-10 (4 gacos). OTBETH HA BOIPOCH H ENOBAS HIPa

Tema 6. Teopua opzanuzauuu 06CayHCUBAHUA

[pakTtrgeckue 3agaTUs 11-12 (4 yacos). OTBETHI Ha BOIIPOCHL, HEIOBAS HIPA B JOKIAbI

Tema 7. Konmaxkmnaa 30na

ITpakTraeckue 3aHATHA 13-14 (4 yacoB) OTBETH Ha BONMPOCH H TOKJIATEI

Tema 8. Ocrosrbie MEMOOVI RPECOCMABACHUA YCAY2Z U POPMYL OOCTYIHCUSAHUA.
IIpaxTaueckue 3anatus 15-16 (4 gacos) OTBETH Ha BOMPOCH! H JOKITAMBI

Tema 9. Kauecmego obcayxncusanus u npou3go0UmeibHOCmb.
[Mpaxtrueckue 3aHaTHA 17-18 (4 gaca) OTBETH Ha BONPOCHI M JOKIAIBI
Tema 10. Obuepoccuiickue cmandapmst Kauecmea

[IpakTuyeckue 3aHITAA 1-2 (4 yaca). OTBETEI Ha BONIPOCH ¥ peIleHHUe 3a1ay
Tema 11. Cmpamezuueckue HANPAGIACHUA U KOHKYDEHMOCROCOGHOCY
[TpakTHueckue 3ausTH 3-6 (8 yacos). OTBETH! Ha BONPOCH H PELICHHUE 3a1ay
Tema 12. Kuznennotii yuri yciye

TIpakrugeckue 3anstus 7-10 (8 gaca). OTBETHI Ha BOIIPOCH H peMIeHHE 3a1a4
Tema 13. Cepsuc — koMnoHeRm nPooas;cy moeeapos

Fpaxtaueckye 3aastug 11-12 (4 gaca). CaryanuoHHbIE 3a1a94 (KEHCEHI)
Tema 14. Buympenne obcnyxcueanue op2anusayui

[paxTraeckme 3auaTus 13-14 (4 gaca). CuTyannoHHEbIE 3a7a9H (KeHCH)
Tema 15. Hosvie mexnonozuu ¢ chepe yenyz

[TpaxTeraeckne 3aHATHA 15-16 (4 gaca). CHTyanHOHHEIE 3a0a9H (KeHCEI)
Tema 16. Pazpabomka u co30anue HOGbIX YCAy2

[paxrraeckue 3aHaTHA 17-18 (4 Haca). Dcce

5. OBPA3OBATEJILHBIE TEXHOJOI'IH

Hexyuonnvtii mamepuan NOIDKEH UMETh TPOOIEMHEIH XapaKTep ¥ OTPaXKATE MPOQHIL TIOIT0-
TOBKE Cymareneil. Ha NeKkmuax M37araroTcs OCHOBHBIE TEOPETHHYECKHE IONIOMEHMS IO H3y4aeMOHR
TeMaTHKe. B mpomecce H3I0KEHKS BCETO JEKIHOHHOTO MaTepHana o BeeM TeMaM H3y4aeMOH TucCIm-
IUTMHBI IPAMEHSIOTCS MHQOPMAITHOHHO-KOMMYHHKAIIMOHHBIE TEXHOIOTHH. 110 KaXIOH TeMme neKiu-
OHHOTO MaTepHaia pa3paboTaHbl IPe3EHTAIMH, KOTOPEIE IIPSIOCTARIICHE B 3JICKTPOHHOM BHIIC.

Ilpaxmuyveckue 3aHamus TPOBOAATCA METOIOM TPYNIIOBOTO YIPaXKHEHHS, OIEpaTHBHOM
TPEHUPOBKH, HHIHBAAYANEHBIX YIPAXKHEHHH H MOCTEAYIOMHM 00CY)IeHAeM UX pemneHui. [Ipak-
THYECKHE 3aHATHS [0 JUCIWIIIHHEE BeIyTcs B popMe akTHBHOTO 00YUSHHS W HAHENIeHBl Ha 3aKperl-
JEHHE U YTIYOIleHHE TEOPETHUECKUX 3HAHMH CTYICHTOB, MONYUYSHHBIX HA NEKIHUIX H B Ipolecce
CaMOCTOSTEIBHOIO H3YUEHHS CIIEIATEHOR TATepaTyPhl.



6. OHEHOYHLIE CPEICTBA JJA TEKYIIETO KOHTPOJIA YCIIEBAEMOCTH,
IIPOMEKYTOUYHOH ATTECTAIIMM IO UTOT'AM OCBOEHVSA JACUMILIMHB] 1
YUYEBHO-METO/JAYECKOE OBECHHEYEHUE CAMOCTOSATEJBHON PABOTHI
CTYJAEHTOB

Peiituar-koHTpOab Nel, 3 cemecTp

1.¥exyra —aTo:

a. JTioboe MeponpHITHE HIM BHIIOAd, KOTOPBIE OJHA CTOPOHA MOKET IPEVIONKUTD IpY-
roif ¥ KOTOpble B OCHOBHOM HEOCSI3aEMEI M He MIPUBOIAT K 3aBIIACHHIO YeM-IH00;

b. Ocs3acMbIC NeHCTBUS, HAIIPaBJICHHBIEC HA TOBAPD HIIH YEJIOBEKA,

o Oco0bIit BU UeHOBEYECKOH NEATENLHOCTH, KOTOPBIM HAllpaBJIeH Ha YIOBICTBOPEHUE
noTpeGHOCTEN KITMEHTA I[yTEM OKa3aHMs YCIyT, BOCTPEOOBAaHHBIX OTACNBHBIME JIOIBMH, CONUAND-
HBIMH T'DPYIIIA HITH OPraBUu3auHisaMH.

2. CepBHc — 3TO:

a. OcobBIit BUX YeMOBEIECKOH HEATENBHOCTH, KOTOPEIH HAIPaBJIeH HA YIOBICTROPEHHE
HOTpeOHOCTER KITHEHTA ITyTEM OKa3aHHs YCIIYT;

b. JIx060e MEPOTIPAATHE HIH BBII0Z1a, KOTOPLIE OHA CTOPOHA MOXKET NPEIIOXKITE JPYTOH;

C. [NpemmponaxkHoe H rapaHTHHHOE OOCIyKHBAHHE.

3. CepBucHas AeATENBHOCTE — 3TO:

a. AKTHBHOCTS JIFOJEH, BCTYHAIOMIMK B clenuduUecKie B3aUMOIEHCTBUS 10 peati3a-
UM OOINECTBEHHEIX, TPYIITOBBIX U WHIABUIYaIBHEIX YCIYT;

b. VYupaenenue npeanpusTUEM chEpHI cepBHCa (HaTpUMeED, aBTOCEPBUCOM, OaHKOM);

c. [poxyxT Tpy/aa, moie3HEH 3¢ (eKT KOTOPOTO BHICTYIIAET B opMe TOBapa.

4.Ycnyra obnagaet cleqyomuME KadeCTBAMHA:

a. CrocobHOCTE K XPaHSHHIO H TPAHCIIOPTHPORBKE;

b. HeoTnemMoCTE OT CBOSTO HCTOUHHKA,

c. HeH3MeHHOCTBIO KAIECTRA.

5.11pon3BOACTBEHHBIE YCIYTH — 3TO:

a. Ycmyru 6aHKOB, CTPaXOBBIX KOMITAHHIH;

b. WmxuanpuHr, obCIyKrBaHuE 000pyI0BaHHS, TU3HHT;
¢. Tlaccaxxupckuit TpaHCIIOPT, TOPTOBIs, 00paz0BaHHE.
6.PacopenenuTenbHbIE YCIYTH BKIIFOYAIOT:

a. MaccoBble KOMMYHHKAILIHH;

b. VYciayrm TpascnopTa, TOPrOBIH, CBSI3H;

¢. KoHcanTuHr, WHXVMHAPHHT.

7 IlpodeccHoHaNBHEIE YCIYIH OKa3bIBAIOT:

a. Pa3BnekarensHBIE YIPEKICHHS;

b. Oprammsamus 00WECTBEHHOTO INTaHHS;

c. PexmamMHBIE KOMITaHHH.

8.001meCTBEHHBIMY YCIIYTaMH SRIAIOTCS:

a. Temerumenue, pamuo, odpasoBaHue,

b. VYcayrm, cBA3aHHBIE ¢ IOCYTOM;

c. YCIyTH, CBS3aHHEIE ¢ TPAHCIIOPTOM.

9.MaTepHaIbHBEIC YCIIYTH HANpaBIeHb! Ha:

a. <DopMHpOBaHME OTACTBHEIX TpeOoBaHUHi moTpebuTeneii;
b. VYnmosnersBopeHUe MaTepHAIBLHEIX HOTpeOHOCTEH;



¢. YIoBJeTBOpeHHE IyXOBHBIX NOTPEOHOCTEN.
10.Henpou3BOACTBEHHBIE YCOYTH — 3TO:

a. TpaHCIIOPTHPOBKA IPY30B;

b. Texumueckoe oOCTy)HUBaHUE 000DYIOBAHHS,

¢. YCIyrH 3ApaBOOXpaHEHHs, KYIbTYPBL

11.K HeXxOMMEpPYECKHM YCITYTaM OTHOCAT:

a. YCIYTH OpeAnpHsaTHH TypH3Ma K OTABIXE,

b. Veayru oprauuzanuii o0IIeCTBEHHOTO THTAHKS;

¢. Yeiyru GraroTBOpPHTENBHBIX (GOHIOB.

12.VCIIyrH 0 perHCTPalliy TPAHCIOPTHEIX CPEACTB ABIAIOTCA:
a. l'ocymapCTBEHHBIMH;

b. HpneanpHBEIMH,

c. CMelaHHBIMH.

13.Mneanpyas ycnyra — 3TO:

a. AGCTpaKTHAas TEOPETHYECKAs MOAENb BHIA CEPBUCHOH NEATENBHOCTH;
b. CompoBoxieHHE TOBAPHO-MATEPHANBHEIE IEHHOCTH, 00eryast ux o0palleHue;
¢. Bce BHBI IPOU3BOCTBCHHBIX YCIIYT.

14 K NerETHMHBIM yCIIyTaM OTHOCHT:

a. HeneraneHbIe YCIIYTH;

b. Vcnyrd, HMeomye KpAMAHANBHBIH OTTEHOK;

¢. VYeayru, onobpseMble FOCyIapcTBOM H OOMECTBOM.
15.Venyra xapypra ABISKOTCA:

4. JIMYHOCTHEIMHE;

b. HpeanoHbIMA;

¢. HeneruTHMHBIMH.

16.enero cEpBACHOH ACSATCILHOCTH ABIIACTCS:

a. YIOBJIETBOpEHHE YEIOBEUESCKIX TOTPeOHOCTEH;

b. Hccnenosanre PEIHKE YCIYT;

c. IIpom3BOACTBO YCIyT.

17.KoHTakTHas 30HA — 3TO:

a. Jlioboe MecTo, TIe IPOH3BOIMTHLCH YCIIYTA,

b. MecTo, Iie YCIyTa MOXKeT XpaHHThCS,

¢. OmnpefieleHHOE MECTO KOHTAKTA KITMEHTA U COTPY/IHUKA CEPBUCHOH Chephl.
18.KOHTaKTHOH 30HO0H MOXKET CHATATB !

a. Croiika aIMAHACTPATOPA B I'OCTHHHUIIE;

b. Ilex mo peMOHTY O0OPYAOBAHHA,

¢. CrpoutenbHas IIOMIAIKA.

19.KoHTaKTHOI 30HOH HE ABIICTCA:

a. 3ona peMoHTa OBITOBOH TEXHHKH,

b. Pabodee MecTO MapHKMaxepa,

¢. Pabodgee MecTo cTOMATONIOTA.

20.IlpeanpomaxHEI# CEPBHC — 3TO:

a. TapanTHHHBI CEPBHC;

b. TlocrnerapadTHHHEIA CEPBUC;

¢. Komceprauus, nposepka, IeMOHCTPAIHS.
21.I'apaHTHIHBIH CEPBUC:



a. Bcerna GecnnmaTHEI;

b. Bcerma nnatHeri;

¢. Bribmpaercs norpedurenem.

22 )Kectkwuit cepBHC —~ 310!

a. Kommnekranua HeoOxoauMoil ZJoKyMeHTamelH Iepea npoaaxel;

b. Vemyrn, cea3anHEle ¢ No/epKaHHEM paboTOCTIOCOGHOCTH ToBapa;

¢. VIHHOBaIMOHHEIE pa3paloTKH, TpUMEHIEMEIE IPEANPUSITHEM CEPBHCA.

23.Msrkuit cepBHC — 3TO:

a. PeMoHT u Hanagka ofopynoBaHus;

b. IlpemBapHTenbHas KOHCYNBTAIUSA OTPEOUTENEH;

c. HTeNeKTyaTbHEIE YCTYTH, CBA3AHHBIC ¢ COBEPIIICHCTBOBAHUEM ONPEIENEHHOIO TOBAPA.

24.]Ipsvoii cepBHC HaNpaBJIcH HA;

a. MarepHaTeHBIH NPOLYKT H HONE30BATENS;

b. Cosnanne GmaronpHsATHEIE YCIORHIMA IPH COBEPITEHHH TOPIOBLIX CAEJIOK;

c. PemoHT u obcmyx)uBanme KOHKPETHOTO 0GOPYIOBAHE.

25.Kynerypa cepBHCa - 3TO:

a. BrICOKHi KBaTHGHUKANVOHHEIH YPOBEHb COTPYAHKKA CEePHI CEPBHCY;

b. OpraHH3alMOHHO-TEXHOIOTHIECKHE YCIOBHS TPYNd COTPYAHAKA chepB CepBACa;

¢. CHcreMa 3TATOHHBIX TPYIOBBIX HOPM, IyXOBHEIX IEHHOCTEH M OTHKH OBEICHHUS.

26.IIpodeccronanbHO-CIyXeOHAT ITHKA — 3TO:

a. YecTHOCTH H MOPSIOTHOCTE IO OTHOIISHHIO K OKPY KAKOLIHM;

b. CosoxkynHOCTE TpeGoBaHMH M HOPM HPaBCTBEHHOCTH 10 OTHOINEHHIO K pPabOTHHMKAM
CEPBUCHBIX GHPM;

¢. Cobmonenne oNpeaeeHHON MUCTAHIAH B OTHOINCHAAX PabOTHHK-KIIAESHT.

Peitrunr-xontpoanr Ne2, 3 cemecTp

1. Kak nasesaercs pa®ota, BEIONHAEMAS U YIOBIETBOPEHHS HYXI IOTpeOUTENEH,
KOTOpas B OCHOBHOM HeOCs3aeMa:
a. Ycuyro#

b. TlpomssoacTROM

c. DBrrroBEM 00CTYKHMBaHHEM

2. Kakas u3 QyHKIIMH He OTHOCHTCS K HEIPOH3BOACTBERHOU cdepe:

a. PacmpenencHue u oOMeH TOBApOB, [[POIYKTOB, BEINECTE

b. IlpecobpasoBanne BemecTB IPHPOIBL C LEMBIO HX MPUCIIOCOOIEHHS K YEIOBCUCCKIM T10-
TpeGHOCTAM

¢. Oxpara o0ImecTBEHHOTO MOpPIIKa

d. @opmupoBaHHE OOUIECTBEHHOTO CO3HAHUS

3. Kako#i u3 repedncienHbIX IPHHIMIOB He TO/DKEH OBITH MOJNOXKEH B OCHOBY Pa3BH-
TS cdepr! yCIyT:

a. MaxcuMu3anms TpHOBUTH 32 CYET CO37aHMA HOBBIX MOTpebHOCTelH

b. YcIayra RomKHE! ObITh JOCTYIHE K&KIOMY WICHY 0OIecTBa

c. OtoxmecTBisTh chepy YCIyT ¢ OBITOBEIM OOCTYKHBAHHEM

4 Hon cpokoM OKa3aHMs YCIYT IOHUMAETCS:

a. Bpems Ha TOATOTOBHTENbHBIE PaGoTH

b. Bpems Ha MpOM3BOICTBO YCIyT

¢. DBpems or npreMa 3axasa 40 MOMEHTA BEIZAYH

5. M3 KaKux IpoIeccoB COCTOHT MPOIECC OKA3AHMSA YCIIVT:



a. [Ipuem u BRIZaga yCIuyT 3aKa3ymKy

b. IlpmBaTHE 3aKasa, UCIIOTHEHHE U BHIJAYA 3aKA3UHKY

c. IIpoM3BOACTBO YCIYT M KOHTPOIE KAYCCTEA HCTIOIHEHUS

6. IIprr kaxoM M3 TPEX BO3MOMKHBIX HCXOJOB KOH(QIMKTOB CIOP BLIMIPLIBAET OJIHH H3

Y4aCTHHKOB:

YCIIYT:

a. Bo3BpaT KX HCXOTHOMY COCTOSIHHIO
b. YacTnuxoe paszpemeHne KOH(IHKTA
c. IlonHoe paspemenye KOHGIMKTA.
7. KakoBrI cienudHdeckre 0cOOEHHOCTH 00IeHHS B cdepe 00Ty KUBAHMS:
a. Tlpomasen H MOKYNATENb NPEACTAIOT TPYT NEPER APYTOM KaK 00e3HYeHHEIE QUTYPEI
. HeobxomumMo DOCTUraTh B3aMMOTIOHUMAEHHS C TOCETHTESIMHU
Heofx0a1Mo TIPOSBIATE BEICOKYIO KYNETYPY OOLIEHMS
Yro mogpazyMenaeTcs IO 3CTETUKOM 3aKa30B:
370 KpacHBEIH BHEUTHAH BUI H3NeTHi
OTo OpraHH3aHsa MPOCTPAHCTRA OKPYIKAIOMIETO 3aKA3YHKA
JTO 3THYEeCKUH 0OMUK pabOTHUKOB 0OCTYKHBAHHA
YTo nompasymesaeTes noj MOHATHEM (BBICOKOE KAICCTBOY YCIIYT:
IIpeBrimenre oxUIaHKH TOTpebHETeNA 32 GoNee HU3KYIO LEHY, YeM OH IpeaIoNaran
Y IoBIETBOPEHHE TOTPEOHOCTH NOTPeOUTENS 32 YCTAHOBISHHYIO NEHY
Y IOBIIETBOPEHHE OXKATAHMI 1TOTpeOUTENA 32 BEICOKYIO IIEHY
0. Kakoif 3Tan He BKIIIOYAECTCA B METOIUKY BBISBICHMA OTHOCHTEIBHOTO KAadecTBa

o

= © TP 0O P 0o

Ouenxa BaxHEHHINX ¢ TOUKH 3PEHHS TOTPECHUTENS KPUTCPUEB
BrissneHHe KPUTEPHEB, KOTOPBIE TPHBOIAT K IPHOGPETEHHIO YCIyT
BrisBiienye EHOBOTO [IPEANOUYTEHHSL
. C gero Ha9mHAETCs NPOUece pa3paboTKH HOBOM YCIYTH!
C mpoBeaeHHS PHIHOYHEIX HCIIBITAHAH
. C noucka uuen HOBOH yCIIyTH
C BHe#peHWA HOBOH YCIyTH
12. C nomMompio 9€ro NpepraTHe YCIyT MOXET YKPEITUTh CBOHY ITO3HIHH B KOHKYPEHTHOM

o ge =0 op
=0

cpeae, KpoM€ Kax € ITOMOINBIO IICHBI ¥ Ka49ECTBa YCIIVTH!

a. C MOMOIIBIO 3KOHOMHYECKHAX pelleHmnH

b. C noMoupK ¥MHAKA PEITPHATHS | YCIYT

c. C momomplo yBenudeHH 00beMa IPOH3BOACTBA

13.Kax H3MEHHIICA COCTaB NPOH3BOAMTENEH YCIYT B XOZE PHIHOYHBIX NIPcoOpazoBaHui B

Poccun:

a. YBEIHUHIACh NOJs MOCYJAPCTBEHHBIX TPEINPHATHIH
b. Ypemuuunace NoJs IPEANPHATHE HaCTHOH W HErOCYZAPCTBEHHOM GOPM COBCTBEHHOCTH
¢. Jlons rocynapeTREHHBIX NPEANPUATHH H TIPEANPHATAH JacTHOH ¥ HEroCyIapCTBEHHOM

GopM cOOCTBEHHOCTH pPOBHA.

14. IIporpeccuBHBIe GOPMBL 0OCTYKUBaHHS IIPH3BAHEL:

a. IlpuOmmxare yenyrn K HoTpeOuTeNEO

b. Co3maBaTs HOBEIC BHEI YCIYTH

c. BHeIpATE yCIyTH Ha PEIHKE

15. OT 4ero He 3aBHCHT OLICHKA YCIYTH NOTpeOHTeIeM:

a. Ot onbiTa obpameHus K MPOH3BOIHTEIIM IOAOOHBIX VCIVT
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b.
C.

16.

OT MAYHBIX XeJIaHHH KIHCHTA
OT BOCTIHTAHHS TOTPEONTENHCKOTO COZHAHNSA KIIMCHTA
Kakoe W3 MepedrceHHBIX KaqeCTB He JOJDKHO TPHCYTCTBOBATE B MPOGECCHOHATBHOM

noseneHUH paboTHAKA cEepEI CEPBHCa:

a.
b.
c.

17.

a.
b.

C.

18.

Bexmsocts

YMeHue HaBsA3BBaTh YCIYTH

KoMmeTeHTHOCTE

Kaxnm TpeboBarusM TOKHO OTBEYATh pabodee MecTo paboTHHKA cephl CepBACa:
Tomxao 65ITh 00ecnedero NoporuM 0bopyaoBaHHeM

HomxHo obecneunBars 0630p odrca

JomxHO OBITE BHIACPKAHA B IPKOH NBETOBON raMMe

Kaxol H3 NEpeuHCIeHHBIX THIIOB PHCKa MOAPA3YMEBAET NEPEKHBAHUSA NOKYIATENS O

TOM, KaK yCIIyra MOBIHACT Ha €0 HMHITK!

a.
b.
c.

19.

a.

20.

a.
b.

C.

[TeuxomorHuecKuit pUcK

OuzpuecKknil pucK

CouMasIbHBIM PHCK

Kakwe noTpeGHOCTH 00IecTBa MPH3BaHa YAOBIETBOPSTH Chepa yCIyT:
Bce Baxe: noTpedHOCTER

ConuansHbIe IOTpeOHOCTH

[Mepruanable TOTPEOHOCTH

K omsoMYy H3 IyTell CriIaHBaHus Ce30HHOTO XapaKTepa IIPOM3BOICTEA YCIIYT OTHOCHTBCS:
Xopoimee BHIIOTHEHHE 3aKa30B

Peryniupopasme Ce30HHBIX 1(EH Ha YCIYTH

CHH3UTE 00BEM pealn3aluH

PeliraHr-xoHTpOJIBL Ne3, 3 cemecTp

I Yro BrmoyaeT B ce0s 9KOHOMHYIECKHH KOMILIEKC:

a. Coepy MarepHaIbHOr0 MPOU3BOICTRA

b. MarepHaNbHOE NPOU3BOACTBO M HEIPOH3BOACTBEHHYIO cdepy

c. Coepy, B paMKax KOTOPOH OpraHu3yeTcs o0mecTEo.

2 UYto grisgercs BaxHekmeit 3aqadelt mpequpuaTas chephl yCuyT:

a. Obecrededne MOCTOSHHOTO Iipoliecca 00CIYKUBAHHS HACEICHHUS

b. TIpOM3BOACTBO YCIYT, OTBEUYAIOIIMX CIPOCY HACETICHUS

¢. YIOBIECTBOPEHHE pacTYIIHX IoTpeOHOCTEH HACSIEHHS B YCIyrax ¢ yHeTOM KyITbTYPHBIX
ocobeHHOCTEH

3. Kakoif u3 mepedncIeHHbIX IPHHIHIIOB JODKEH OBITh MOMOXEH B OCHOBY Pa3BHTHA
chepsl yeuyT:

a. Cdepa cepBrca JODKHA Pa3BHBATECA B STHHCTEE ¢ MATCPHAILHEIM POH3BOJICTBOM

b. Maxcamu3amis NpUOBLITH IPEIPHATHH

¢. Ycmyrm He A0DKHS! OBITH JOCTYIIHBI BCEM HlieHaM 00IIeCTBa

4, Kak M3MEHMIICS COCTAB IPOM3BONMTENEH YCIYT B XOIE PBIHOYHBIX NpeodpasoBaHHH B
Poccnn:

a. YBCIHYMIACH JOJS rOCYNapCTBEHHBIX IPEANPHATHH

b. BoNBIIYIO HACTh COCTABISIOT OPraHM3alMH YacTHOH M HEerocynapcTReHHOH GopM cob-
CTBEHHOCTH

C.

Jlons rocyaapcTBEEHEBIX ¥ YaCcTHBIX OpraHM3allui Ha pBIHKE YCIIyT pOBHA

5. Kaxne MoIe1H OpraHH3alHOHHEIX CTPYKTYD BBIACIAIOT B COBPEMEHHOM MEHEDKMEHTE!
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Mexanu4ecKylo u TepMOIHHAMHIECKYIO
MexaHACTHYIECKY O H AHHAMAICCKYHO
OprasfyecKy H MEXaHHCTHYECKYIO
Kakue noTpebuocTrt 00mecTsa Npu3Bana yIOBICTBOPATE chepa yeuyr
Wreonorudeckue notpeOHOCTH
[Tomatrueckue noTpebHOCTH
CoumansHble TOTpeOHOCTH
ITox cpOKOM OKazaHus YCIYTH HOHHMAeTCs
BpeMs Ha HOATOTOBHTEIBHO-3aKTIOUHTEILHEIE PaOOTEI
Bpems Ha TPOM3BOACTBO YCIYIH
Bpems 0T MOMEHTA IpHEM4 3aKa3a J0 MOMEHTA BBITAYH
8. Ha kakoM sTame mpouecca COBEPIICHHS 3aKa3a, NPOJABLY HEOOXOIHMO HCIOIb30-
BaTh HArNAAHLIL MaTepHA, PEKJIAMHbIE IPOCIIEKTHI, AEMOHCTPALIHIO MOIENCH:
a. Ha mepeoM sTamne - IepBOE IIOCEINEHNE IPEANPHUATHS CEPBHCA
b. Ha BTOpOM 3Tame - IPHHATHS PEIICHAA CAETATE 3aKa3 UM 0TKa3aThCs
c. Ha Tperpem aTarme - coBepIneHHE 3aKa3a WK OTKa3 OT HETO
0. TIpH KaKoM M3 TpeX BO3MOKHBIX HCXOJ0B KOH(IUKTOB, CIIOP OCTACTCA HEPA3PEIICHHBIM:
a. Bo3BpaT K HCXOIHOMY COCTOSHHMIO
b. KoMipoMucc B KOHPIHKTE
¢. Ilommoe pasperrcHHe KOH(IHKTA
10, KynmeTypa peunt paboTHMKA cephl cepBHca — 3TO:
a. HopMmarusHOCTB, CONCPKATENBHOCTE PEIH
b. DKCHpPEecCHBHOCTE PEUH
c. Kareropu4rocrs peud
11. CremeHb COBEPIIEHCTRA KAKOIO acleKTa O0CIyKMBaHNA XapaKTEPHU3YeT KyJIbTYPy CEpBHCA!
a. IlcHXOmOrHuecKkoro acnexTa o0CITy KHBaHUS
b. OpraHu3alMOHHO-TEXHOJIOTHIECKOI0 aclekTa
¢. COBOKYIHOCTE 9THX aCIIEKTOB CEPBHCHOH AEATEIBHOCTH
12. Kakoe #3 Tpex COCTaBIMIOMMX YacTel KadecTBa MOKA3BIBAET, HACKOIBKO YCIYId COOT-
BETCTBYET TOMY, UTO GBIIO 3arIaHHpPOBAHO MPOM3BOMTEIIEM TOBAPA:
a. TpebGyemoe KadecTBO
b. BasoBoe KauecTBO
¢. Kemaemoe xa4qecTBO
13. OT gero 3aBHCHUT OIICHKA YCIYTI'H OTpeOUTEIEM:
a. Ot onwlTa NPOU3BONUTEILA
b. OT THYHBIX XKeTaHWH KIMeHTa
¢. Or BocnuTaHHS TOTPEeOHTENBCKOTO CO3HAHUS KIAEHTA
14. Ha xaxoif cragud *XH3HCHHOTO MK YCIYTH PacTyT OOBEMEl peali3allii YCIyTH, 4TO
[03BOJIAET TPEOAOTETh TOIKY YOBITOYHOCTH:
a. Ha cranuu 2 - BHeApeHUs
b. Hacraguu 3 - pocra
¢. Ha craguu 4 — HaCLIIEHAS PHIHKA
15. Kakas 43 TpeX KOHKYPEHTHEIX CTPATETHil MOAPa3yMEBAET COCPENOTOUCHHE YCHIIHH HA
OJHOM HIIH HECKOJBKMX CETMEHTaX phIHKa M JOCTHXXCHUC TaM JIHMICPCTBA:
a. JlumepcTtBo B oONmacTH 3aTpatr
b. Crpaterus quBepcuHKalNK

CoE Ne op NG o
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c. Crparerus KOHIEHTpaluy

16. KaxkumM TpeGOBaHHSM JIOJDKHO OTBeYaTh pafouee MecTo paboTHHKA ChEpEI cepBHCa:

a. JlomkHO 6BITH 06ECIEYSHO AOPOTHM 000PYIOBAaHHEM

b. JomxHo obecreurBaTh 0630p odHca

¢. Jomkuo OBITL BEIZE:KAHA B APKOH I[BETOBOH raMme

17. CospeMeHHbIe 3[aHNS TPeNNPHATHI CepBHCA TIPEIONarardT HCIOMb30BAHUE CNEeLYHO-
IIHX XyZOKECTBESHHO-BEIPaSHTEIBHEIX CPELCTB:

a. IlepedeHE TOBapOB

b. Cpencrsa KOMMYHUKAIIHHE MEXUTY IIPOM3BOMUTENEM M IOTpeOHUTEIEM

¢. HaumeHosaHHE MPEeINPAATAS, MOneMy, HHOOPMALHUIO O BUIAX YCAYTax

18. Ko pa3zpaboTan MOAEIL KAYECTBA YCIIYT:

a. M. Bebep
b. A. Qatioms
c. JI. beppn

19. C gero HaurHaeTCs nponece pa3paboTKH HOBOM YCIIYTH:
a. C npoBeneHHs PRIHOYHBIX KCIBITAHHH
b. C momcka HACH HOBOH YCIIyTH
c. C mabmomeHud 3a X0I0M BHENPEHHA HOBOH YCIIYTH
20. Kak#e ycIyTs BXOJAT B aCCOPTHMEHTHYIO TPYHITY «A»:
a. YCImyru HaxOIOSINMecs Ha CTaliH pocTa
b. Yeiryru Haxomsimiecs B CTaAHH 3PETIOCTH K HAaCHIICHUS
¢. Yenyrn, Haxopsiiuecs B KEHOBAUMOHHOM CTaINH.
PeiiTuHr-KOHTpOaBL Nel, 4 cemecTp
1. Kaxoit 13 mepeyrcIeHHbIX BHAOB NEATENMHHOCTH HE OTHOCHTCS K HENPOM3BOACTBEH-
Holi chepe:
a. TpaHCHOPT H CBA3b M0 OGCIYXKUBAHAIO OPTaHH3aIHI HEPOU3BOICTEEHHOM Chephl
OHHAHCOBO-KPEIUTHAS U CTPaxoBas JeATENEHOCTE
XpaneHRe i MPOH3BOIACTBO TIPOTYKTOB
UYro BKIFOYAET B ¢€0 MOHATHE KCEPBUCHAS IKOHOMMKAN:
[ToSanu3alio SKOHOMHYECKHX JIPOLIECCOB
BO3HHKHOBEHHE IICHXOJIOTHIECKOH HANPMXEHHOCTH HaceeHU
c. dopmmposanue noTpebHOCTEH MoneH
[amenne obmiell KyIbTYPEI B TyXOBHOCTH 001mecTBa
B xaxoili ¢hopMe He HODKHO OCYLIECTRISTBCH IOCYAApCTBEHHOE PEryJHpOBaHHE Ceps

SRS

oo

yCIyT:
CyGcumupopasie DOTpeOUTENEH | IPOU3BOIUTENCH YCIYT
B dopmMe rocyaapcTBeHHOM COGCTBEHHOCTH Ha (PAKTOPBI IIPOM3BOACTBA
B dopMe neHOBOM THCKPHMHHAIWH
Ha xoro pacrpocTparszorcs «[Ipasuia ObIToBOro 06CIyKuBaHUA HacelleRus B POy
Ha Bce ropuudecKue ALa, He3aBHCHMO OT OPraHH3allHOHHO-TIPaBOBOM HOpPMBI
Ha Bce 1opuaudecKue MHNA U rpaXKIaH, 3aHHMAIOIIHXCS OKA3aHHeM YCIIYT
c. Ha i, 3aHVMAIOIIAXCS TPY30BBIMH [IEPEBO3KAMH
5. Kakxoe ¥3 mepeunciieHHBK NpodecCHOHAIBHBIX Ka49eCTB MODKHO MPHCYTCTBOBATE B
noseIcHUH pabOTHHKa chephl cepBHCa:
a. Munocepoue
b. YMerMe HaBI3BIBATh KIHEHTY YCIYTY

oP R0 o
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¢. KoMmereHTHOCTB
6. JleticTsrs pabOTHHKOB NPEAIPHATHI CEPBHCA IIPH BOIHMKHOBEHHH Xal00k OT KilH-

€HTA Ha HCKAYCCTBCHHOC 06CJTy)KI/IBaHPIe:

YCIYT:

cred:

a. CormacuTses ¢ xkanmoboH: «KIHEHT BCET/IA IPaB»

b. BHICTPO peIOMTH BOSHHKIIYIO IpoOneMy

¢. IlpwBieds HOBOTO KJIHEHTA

7. Kaxum TpefoBaHMsIM JOMKHO OTBeYaTh pabodee MecTo paboTHUKa Chepsl CepBHCa:
a. Jlomxao 6EITE 00ecTIeueHo caMbIM JOPOrMM 000pyHOBaHUEM

b. Jomxwuo ofGecnedrnBarh 0030p CATOHA H CBOOOIY JBHAKEHHH

¢. HomxHo OBITH 0GOPMICHO PEKITAMHBIME OYKIICTAMH H [1JIaKaTaMH,

8. K yeMy BCera CTPEMHTHCS NOKYIIATEND NIPH OLCHKE YOIy !

a. K onmpezmereHHOMY MM COOTBETCTBHIO IIEHH ¥ Ka4eCTRa

b. K BEIIBICHHIO TJIABHBIX XapaKTEPHCTHK YCIYTH

¢. «[logorHaTsy» yCIyTy O CBOH OKHAAHHA H TOTPEeOHOCTH

5. Kakoil 3Tam He BKIIOYACTCd B METONWKY BBIABICHMS OTHOCHTEIBHOTO KAueCTBA

a. Onenka BakueHOWX ¢ TOYKH 3PCHHA TOTPeOHTEI KPUTEPHEB

b. BHISBICHHE KPHTEPHER, KOTOPHIE IPEBOIT K MPHOOPETEHUIO YCIIYT

¢. BraBneHue HeHOBOTO NPEANOYTEHHSA

10. Kakum 06pa3oM BEIIBIASETCS COOTBETCTRHE YCIYT XapaxTepy OOMIECTBEHHBIX HOTPedHO-

a. [Ilo pemmeHnIo AUpPEKTOpa CEPBUCHOTO IPEIIPUS THS

b. B xome cpaBHEHHS yCIYT-KOHKYPEHTOB

¢c. MeTomom ciydaiiHoro oTbopa

11. B Kakyr acCOPTHMEHTHYIO TPYIITY BXOJAT YCIYTH, HAXOIALIHECs Ha 3aKTIOUHTEIBHOH

{aze cTauH BHCPEHHAS:

a. OcHOBHyIO

b. IlomaepXUBAIOIIYIO

c. CTpaTerm4ecKyro

d. PazpabaTeiBacMylo

12. Kaxkue MOZETH OpTraHM3allHOHEbIX CTPYKTYP BEIACIAIOT B COBPEMEHHOM MEHEIDKMEHTE!
a. MexagH9ecKyo H TepMOIHHAMHYECKYIO

b. MexaHHCTHYECKYIO ¥ THHAMHIECKYIO

¢. OpraHd4ecKylo H MEXaHHCTHYECKYIO

13. Ha xaxoif ¢Taj ¥ XM3HEHHOTO IMHKIA YCIYTH OT KOIUIEKTHBA TpedyeTcd yCOBEpLIEH-

CTBOBATH TIPEXKHIO, MO0 BHEAPHTE HOBYIO YCIYTY:

a. Hacranuu 2 — BHEOPSHHUS

b. Hacraguu 3 — pocTa

¢. Hacragnu 4 — HacBINCHMS PRIHKA

d. Hactanum 5 — COKpaleHs peaiu3alMy yClIyT

14. KaxuMu cBOMCTBAMH YCIIYTH ONPEIETIETCs €6 KOHKYPEHTOCTIOCOOHOCTS!

a. CpolicTBamu, KOTOPBIE IPEACTARILIIOT HHTEPEC IS TOTpeOHTEN

b. CpolicTBaMH, KOTOPEIE IPEACTABISIOT HHTEPEC I CEPBHCHOM OpraHH3aluH
c. CpolfcTBaMH, KOTOPHIC TIPESICTABISIOT HHTEPEC IS TOCYAapCTRa

15. Kto paspaboTan MeXaHACTHYECKYIO MOJENb OPraHH3alMOHHEIX CTPYKTYP:

a. M. Bebep
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b. A. @ajtons

c. JI. beppn

16. Kakoit M3 OepeqHCIEeHHBIX THIOR PHCKOB IOApPa3syMeBacT NEPEKUBAHNS ITOKYIIATENS O
TOM, KaK YCITyTa IIOBIHSET Ha er0 HMHIDK

a. [lcmxomorwaecKuii pHCK

b. ®dusndeckuii prucK

c. ConmaneHsii puck

17. Kakue notpebHOCTH 00INECTBa IPH3BaHA YIOBICTBOPATE cepa yCIyT:

a. Bce BumpI moTpebHOCTEMH

b. Commansasle MOTpedOHOCTH

¢. Ilepeuunsie noTpeOHOCTH

18. C gero nayunaercs IIpolece paspaboTKy HOBOM YCIyTH:

a. C mpOoBeAcHMS PRIHOYHBIX MCTIBITAaHHH

b. C mowcka BEAeH HOBOH yCIyTH

¢. C gabmopeHHs 3a X00M BHEAPEHUA HOBOH YCITYTH

19. ITporpeccuBHbIE HOPMEI 00CITYXUBAHHUS [IPH3BaHBL

a. [IpubamxaTe yCIyTy K HOTpeOHTEMO

b. Co3naBaTh HOBEIE BHABI YCIYT

¢. BHeapaTs HOBBIE YCIYTH Ha PEIHOK

20. Kaxaq B3 epevHCIeHHBIX YCIYT He sSIBIMeTCs YCIyrod pelHOYHOH HOBH3HEL

a. Yciyra, BEIIOEINIAsS Ha HOBBIH PEIHOK

b. Vcayra, paHee IMEIOINAS aHAJIOT Ha PHIHKE

¢. Yciyra nns EOBoH cdepsl IPHMEHEHHS.

PeliTHHr-KoRTpoas Ne2, 4 cemecTp

1 YTo BKIIOYAET B ce0s IKOHOMHUYECKUH KOMILIIEKC:

a. Cdepy MaTepHaTEHOTO IPOU3BOJICTRA

b. MarepHalbHOE IPOH3BOACTBO ¥ HENPOH3BOJACTBEHHYIO chepy

¢. Cdepy, B paMKax KOTOPOH OpraHH3yeTcs O0IIECTBO.

2 Yro gBIAETCS BOXHEHIICH 3amaged npeyupuATHS chepsl YCayT:

a. Obecmeuenne NOCTOSHHOTO Mponecca 00CTy)KUBaHUS HaCEICHHAA

b. TIpoH3BOACTBO YCIYT, OTBCHUAIOIIHK CIIPOCY HACEICHUS

¢. VYxoBlneTBOpeHHE pacTyIIHX IOTpeOHOCTEH HaceNeHHs B yCIYrax ¢ y4ETOM KyJIBTYPHAIX
ocobeHEOCTEH

3. Kakoit u3 mepevncIeHHBIX NPUANUIOR JOKeH OBITH MOTOXEH B OCHOBY Pa3BHTHA
ceprl yeIyT:

a. Chepa cepprca JODKHA Pa3BUBATHCS B €MUHCTBE ¢ MATEPHAIBHBIM IIPOH3BOACTBOM

b. Maxkcamuzanust puOBITY IPEIIPUSTIH

¢. Ycuyrd He JODKHEI OBITH JOCTYITHEI BCEM HIeHaM o0mecTsa

4. Kax W3MEHWIICA COCTaB MPOM3BODUTENEH YCIYI' B XOJC PBHIHOYHBIX Npeodpa3oBaHUM B
Poccun:

a. YBeIHUMIACEH MOJS TOCYJAPCTBEHHBIX NPEINPHITHI

b. Bompluyio 9acTh COCTABMSIOT OPraHHW3alUK YacTHOH M HErocyZapcTBEHHOH dopM cod-
CTBEHHOCTH

¢. Jlons rocynapCTBREHHBIX B 9aCTHHIX OpraHu3allMi Ha PRIHKE YCIYT pOBHA

5. Kaxkne MOICITH OpTaHHu3allHOHHBIX CTPYKTYD BBLACIAOT B COBPCMCHHOM MEHEKMEHTE!

a. MexaHH9eCKyI0 ¥ TEPMOINHAMHYECKYIO
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b. MexaHHCTHYIECKYIO ¥ JHHAMHYECKYIO
OpraandecKyio H MEXaHHCTHYECKYIO

e

6. Kaxue norpeGrocru 0fmecTsa Ipu3BaHa YAOBICTBOPATS cepa YCIyT:
a. Hgmeomormueckue noTpedHOCTH

b. TlomatHyeckue moTpeOHOCTH

¢. CoumansHbEIe TOTPeOHOCTH

7. IToa cpokoM oxasaHust YCITYTH IOHHMACTCS:

a. BpeMs Ha HONrOTOBHTENBHO-32KTIOYHMTEIBHEIE PaGOTHI

b. BpeMs Ha TPOH3BOACTBO YCIYTH

c. Bpems ot MoMeHTa nprema 3aKasa 1O MOMEHTA BEIIAUH

8. Ha xaxoM sTame mponecca COBEpPIICHHS 3aKasa, IpOAaBUy HEOGXOMHNMO HCIIONB30-
BaTh HaJITHEI MaTepHall, PEKJIAMHBIE IPOCHIEKTEL, IEMOHCTPALHEO MOJIETEH:

a. Ha nepBom oTane - neppoe NOCEIIEHHE MPENIPHATHS CCPBUCA

b. Ha Bropom aTane - NpHHATHS PEINCHHUS CASITATE 3aKa3 HIIH OTKA3aThCs

c. Ha tpetnemM sTane - coBeplenye 3aKka3a MM OTKA3 OT HETO

9. Ilpu KakoM, B3 TPEX BO3MOKHEIX HCXONOB KOH(ITHKTOB, CIIOp OCTAETCS HEPA3PEIIEHHbIM

a. Bo3BpaT K HCXOTHOMY COCTOSHHIO

b. KoMipomucc B KOH(ITHKTE

¢. llomHoe paspelmeHHe KOHDIHNKTA

10. KyneTypa peun paboTHHKa cEphl CCPBHCA — 3TO:

a. HopmaruerocTs, comepxaTeTbHOCTE pedr

b. OKCnpecCHBHOCTE pedn

c. KareropmunocTtb peau

11. C gyero HauuHacTCH NpoLece pa3paloTKH HOBOH YCIYTH:

a. C npoBcACHUS PHIHOYHBIX HCTIBITAHMA

b. C noucka HIeH HOBOH YCIYTH

c. C pHeapeHUS HOBOM YCIIyTH

12. C moMompI0 9ero NpeIPHATHE YCIYT MOKET YKPEITHTD CBOH NMO3HIUH B KOHKYPEHTHOMH
cpene, KpoMe Kak ¢ IIOMOIIBIO IEHB! M KadecTBa YCITyTH:

a. C TOMOIIBIO 3KOHOMHYECKHX PEINCHHH

b. C nmoMombi0 HMHIDKA NPEANIPUITHS U YCIYT

c. C nomomsio yBenHyeHHA 00beMa IPOH3BOICTBA

13.Kax H3MECHHICA COCTAB MPOH3IBOMUTENEH YCIYT B XOJAe PHIHOYHBIX IIpeodpa3oBaHvii B
Poccun:

a. YBEIMUMIIACH JOJIA IOCYAapCTBEHHBIX IIPEATIPHSTHH

b. YBemMunnack XOJIA NMPEANPHSATHI JACTHOH 3 HErOCYIAPCTBEHHOH HOpM COOCTBEHHOCTH

¢. Jons rocynapCTBeHHEIX NPEATPHATHI H NPEINpPHAITHIL YaCTHOM W HETOCYNapCTBEHHOM
(hopM cOBCTREHHOCTH pOBHA.

14. ITporpeccuBHbIe GOPMEI OOCITYKHBAHHUS TPH3BAHEL:

a. Ilpubnuxarb yCIyTH K NOTPEeSHTENIO

b. Co3maBaTh HOBEIC BHIBI YCIIYTH

c. BHenpsTs yciyru Ea peIHKE

15. Ot gero He 3aBUCHT OIIEHKA YCIYTH IOTPEOHTENEM:

a. Ort onblTa oOpamenns K IPOU3BOUTENAM TOAOOHBIX YCIYT

OT NHYHBIX JKeNaHWH KTHEeHTa
¢. OT BocIHTaHHS NOTPeBHTENBCKOTO COZHAHUS KIHEHTa
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16. Kaxoe n3 mepeynciieHnpX KasecTs HE JOIKHO MPHACYTCTBOBATL B MPO(GECCHOHATEHOM
noBeJcHUH paboTHHKA ChEpPHI CepBHCA: '

a. BexmsocTs

b. YMeHHEe HaBS3BIBATH YCIYTH

c. KomnerentHOCTE

17. Kakum TpeGoBanmsM J0KHO 0TBedaTh pabodce MecTo paboTHHKA cepr cepBica:

a. JomkHo ObITE obecrieueHo JoporuM oBopyaI0BaHHEM

b. HMomxro ofecneumnBars 0630p oduca

¢. JlomxHO OBITE BBIZAEPKAHA B IPKOY [BETOBOI raMme

18. Kako# 3 MepeuvCICHHBIX THIIOB PHCKA [OAPA3YMEBAET MEPCKHBAHKS OKYIATENS O
TOM, KaK YCJIyTa [IOBIHMAET Ha ero HMHDK:

a. Ilcmxomoruyeckwii pHCK

b. Ousmyeckuit puck

¢. ConmansHeIi pHCK

19. Kakwue notpebHOCTH 06IIECTBA IPH3BAHA YAOBIETBOPATE Chepa YCIyT:

a. Bce Buan norpebroctei

b. CormmanbHble IOTPeGHOCTH

IlepruynEle MOTpeOHOCTH

20. K ommomy u3 myreli criaxuBaRmsa Ce30HHOIO XapakTepa IPOU3BOACTBA YCAYT OTHO-
CUTBCSL:

a. Xopollee BHIIOTHEHHE 3aKa308

b. Perymuposanne Ce30HHBIX LIEH HA YCIEYTH

c. CHH3UTE 00BEM peaH3alIlHH.

Pefirunr-koHTpons Ne3, 4 ceMectp

1. Kakoit u3 IepeyncieHHEIX BHI0B JEATELHOCTH HE OTHOCHTCS K HENPOM3BOICTBCH-
HO# chepe.

a. Tpamcmopr u ¢BA3E M0 0OCTYKMBAHHIO OpPraHU3allHi HEPOU3BOACTBEHHOM cepb

b. OHHAHCOBO-KPECAUTHAA H CTPaX0Bas AeSTCILHOCTE

¢. XpaHeHHE H IIPOUBOICTRO IPONYKTOB

YTo BKIIFOIAET B ceOs NOHATHE «CEPBHCHAA IKOHOMHUKAY:

a. I'mobammzaluio SKOHOMHYIECKHX TIPOLECCOB

b. BosHuKHOBEHHE NICHXOJIOTMYIECKOM HATPAKEHHOCTH HACCICHHUA

c. Dopmuposanue notpebuOCTElH Momei

d. IlaneHme o0mel KyJIBTYpEI H AYXOBHOCTH OGIIECTBA

3. B xaxo#t dopme He TODKHO OCYIMECTBIATHCS TOCYIADCTBEHHOE PEryIHPOBAHHCS chepsr
VCIYT:

a. CybcumupoBanue noTpebHTENeH H IPON3BOAUTENEH YCIYT

b. B dopme rocynapcTeeHHOE cOBCTBEHHOCTH Ha $aKTOPHI IPOH3BOACTEA

c. B bopMe 11eHOBOH IHCKpHMUHALIAA

4. Ha xoro pacnpocTpansioTes «Ilpapmia GIToBOro o6CTy)KHBAHHS HaCeeHHs B POy

a. Ha Bce ropuamdeckue uma, HE3ABUCHMO 0T OPraHH3alHOHHO-TIPaBOBOi HOPMEI

b. Ha Bce ropunuueckue mana ¥ rpaxian, 3aHMMarOmIAXCs OKa3aHHeM yCITyT

¢. Ha min, 3aBEMAaIOIIXcs rpy30BEIMHA MEPEBO3KAMH

5. Kakoe u3 nepeducieHnbx mpodecCHOHANEHEIX KaYeCTB HOMKHO IPHCYTCTROBATE B
noBeeHnK pabOTHHKA chepEl CepBHCa:

a. Munocepaue
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b. VYMeHWe HaBABIBATE KIMEHTY YCIYTY
c. Komnereurnocts
6. JleficTBIS PaGOTHHKOB MPEINPHAATHS CEPRUCA IPH BOZHHKHOBECHHH KAI06L! OT KTk~

SHTA Ha HEKAYECTBEHHOE 0BCIyKHBanue:

YCIIYT:

cref:

BHCA.

a. CornacuTecs ¢ xanoboil: «KIHEHT BCera mpasy

b. BrICTpo pemmTs BOHUKIIYEO TpobieMy

¢. IIpuBrNedr HOBOTO KiMEHTA

7. KaxuM TpeGoBaHHsM JOMKHO OTBeYaTh pabouee MeCTo paboTHHKa cdeprr cepruca:
a. [lomxkHo GbITH 06ecIede o caMEIM A0pOTEM 000Dy LOBaHHAEM

b. JlomkHO 0becnieynBaTh 0630p CATOHA H CROGOLY ABIOKEHIT

¢. JlomxHO 66ITe 0HOPMIICHO peKTaAMHBIME GYKIICTAMM U TITAKATAME

8. K yeMy Bcerna CTpeMHTECS ITOKYIIATENb MTPH OEHKE YCIYTH:

a. K onmpenenenHoMy UM COOTBETCTBHIO HEHBI M KAYECTBA

b. K BBISBIEHHMIO INIaBHBIX X4PAKTEPHCTHK YCIYTH

¢. «lloforHarey ycIyry IOJ CBOM OXHAHHUS B IOTPEGHOCTH

9 KakoH sTanm He BKIIOYACTCS B METOAMKY BBISBICHHS OTHOCHTEIBHOIO KAYECTRA

a. OueHKa BaXHEHIINX ¢ TOUKY 3peHAA NOTpeOHTENS KPHTEPHER

b. BriBneHHe KpHTEpHER, KOTOPEIE IPHBOIAT K npHOGPETEHHIO YCIyT

¢. BrliBneHHe HEHOBOTO IPEANOITEHUS

10. KaxuM 06pasom BEIABIACTCS COOTBETCTBHE YCIYT Xapaxrepy oBImecTBeHHEIX IOTpebHO-

a. Ilo pelernIo IMPEKTOpPa CEPBHCHOTO TIPEAIPHSTHS

b. B xone cpaBHEHHS YCIYT-KOHKYPEHTOB

¢. MeTonxom caygaitnoro ot6opa

11. Crenenn coBepmeHcTRa, KAKOTO aCIIEKTa OGCIYKHUBAHHS XapaKTEPU3YeT KyIbTypy Cep-

a. Ilcuxonormueckoro acnekTa o6y xuBaHus

b. OpraHu3anMOHHO-TEXHOIOTHIECKOrO aCTIeKTa

¢.  COBOKYITHOCTB 3THX ACIIEKTOB CEPBHUCHON IS TEMEHOCTH

12. Kaxoe u3 Tpex cOCTaBIIONMMX YacTel Ka4ecTBa MOKA3BIBAET, HACKOMBKO yciyra cooT-

BETCTBYET TOMY, 4TO OB1IO 3anIaHHpPOBAHO TPOHM3BOAHTEIICM TOBapa.

a. Tpebyemoe xagecTBO

b. DBazoroe kaugecTBO

¢. JXKemaemoe kagecTsO

13. OT 4ero 3aBHCHT OIIEHKA YCIYTH IOTPESHTEIEM:

a. OT OnBITa IPOH3BOAKTENS

b. OT THYHEX XeNaRmH KIHEeHTa

¢. Ot BoCIHTaHHA HOTPEOHTETHCKOIO CO3HANMS KIIHEHTA

14. Ha xaxoli cTagMy KM3HEHHOTO IHKIIA YCIYTH PacTyT 00bEMEI peanH3auuu yCIyTH,

HTO HO3BOJLACT TIPEOLOJIETE TOUKY YGI:ITO"-IHOCTHZ

4. Ha CTAIWH 2 — BHEIPEHHS

b. Hacragmy 3 — pocTa

C. Ha CTaAuH 4 — HAacHIMEHUs PEIHKA

15. Kakast u3 Tpex KOHKYpEeHTHBIX CTPAaTeTHi TOpazyMeBaeT COCPEIOTOYEHHE YCHITHE Ha

OJIHOM MJIH HeCKONIBKHX CETMEHTaXx PBEIHKA U JOCTHXKCHUE TaM JRACPCTRA:
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a. Jlmpmepcteo B 0OmacTu 3arpar

b. Crparerus qusepcrbHKAIN

c. Crpaterus KOHUEHTpALHH

16. KaxaM TpeGoBanmsIM JOIKHO OTBeHaTh pabodee MecTo paboTHHKA ceps cepruca:

a. JlomxHO GBITE 00ECTIEYCHO DOPOTHM 0GOPYIOBAHNEM

b. Homxro obecreaupaTs 0630p ofHca

¢. Homxuo OHITH BEICp)KaHA B APKOH IIBETOBOH ramve

17. CoBpeMeHHbIE 30aHHUS MPEANPHATAN CEPBHCA NPEATONArAlOT KCIONB30BAHAE CIIEIYIO-
IIHX XYAOXECCTBEHHO-BEIPa3UTENBHEIK CPEACTR!

a. Ilepeyenp ToBapoB

b. Cpencrsa KOMMYHHKAIHH MEXIY IIPOM3BOAMUTENEM H TOTpeGHTEIEM

¢. Hanmenosanve npeanpusTus, sMOneMy, HHGOPMAIHIO 0 BUOAX yCIyrax

18. Kro paspaboTan MOIEb Ka4ecTra YCIIyT:

a, M. Bebep
b. A. ®aiions
c. JI beppm

19. C wero HaumnaeTcs npowece paspaboTKH HOBOH YCIYTH:

a. C npoBeneHHs PEIHOYHBIX HCITEITAHRIH

b. C mowcka HOeH HOBOH YCIIyTH

¢. C HabmoneHns 3a XOJIOM BHEAPEHHUs HOBOH YCIyTH

20. Kakue ycIyTH BXOJAT B ACCOPTHMEHTHYIO IPYIIILY «A»:

a. YCIIyTH, HaXxOMAIIHECS HA CTAIHH POCTA

b. YcuyrH, HaxomsImEecs B CTAAHH 3PEIOCTH H HACHILECHHS

¢. ¥YcayTw, HaxOmsmuecs B HHHOBAIMORHOM CTaIHH.

Bomnpocel k 3a4ery

1. Bupner cepuca. @UpMeHHEL CEPBHC.

2. Bmnsl cepBHCHOH IEATCILHOCTH

3. Buzer yomyr. TlepcrreKTHBHBIE BHIBI YCIYT. YCIYTH COUMATBHO-KYIBTYPHOMN chepet U
TYpH3MA.

4. Bremmsas cpena v CTPYKTYpa OpraHH3aliiH.

5. BO3HMKHOBEHHE H pa3BHTHE DBLIHOYHBIX OTHOMEHHYE. COLMANbHO-3KOHOMUYECKHE
NPCIITOCBUIKY PA3BUTHS CEPBHCA H CEPBUCHOM IESTENFHOCTH B TOCTHHHYHOM HHIYCTPHH.

6. 3anadd U 3TEMEHTHI CEPBHCHOM IEATENBHOCTH.

7. VIcTOpHS! pasBUTHS CEPBHCHOM NESTENBHOCTH U CEPBHCA B MHpE.

8. Knaccubuxanms ycayr o pa3IMuHEIM NPH3HAKAM.

9. Kymnerypa cepBuca.

10. MeTomoorrIeckas 0CHOBA CEPBUCHOM e TeIbHOCTH, CEpPBUCONOTHSL.

11. OmpenencHre u Ha3HAYECHHE CEPBHCHOM IESTEIBHOCTH.

12. Opranu3anHoBHble OCHOBHI CEPBHCHON IESTETEHOCTH.

13. OcobennrocTH NpeaocTaBIeHNs YCIyT B Poccuy (apckuit 1 coBeTCKmil [IEpHOAEI).

14. Passurre o6cmyxuBaEns B Poccuu (Ha mpEMepe KOBKPETHOTO PETHOHA).

15. PriHOK ycmyr. CerMeHTHPOBAHHE PHIHKA YCIIYT.

16. Yenyra, MatepranbHbIe B HeMaTCpHATBHEBIE YCIYTH: YIpaBIleHue, MapKeTHHT,

17. Yenmyru MatepransHble H HeMaTepHarbHble: 06IIas XapaKTeprcTHKA.

Bonpoce! k 3k3aMeHy

1. B3aMMOOTHOIIEHH Ha 3Tale HOCIENPOAAKHEOr0 06CTyKHBAHNA,
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2. B3auMOOTHOIIEHHA HA 3TaNe TPeAIPOAAKHOro 0OCITyKHBaHHS.

3. Buns! cepBrca. ©UpMEHHEBIH CEPBHUC.

4. BuIBI CCpBHCHOH AEATEIBHOCTH

5. Bmmpr ycnyr. IlepceKTHBHBIE BUIBI YCIyr. YCIYTH COMMANBHO-KYIBTYPHOK chephi U
TypH3Ma.

6. BHemmsa cpefla ¥ CTPYKTYPa OpraHM3aluH,

7. BO3HHKHOBEHWE ¥ pa3BUTHE pPHIHOYHBIX OTHOHICHHH. CONMallbHO-3KOHOMHYECKHE
HPenIOCEUIKM Pa3BUTHS CEPBHCa H CEPBHCHOM NEATETEHOCTH B TOCTUHHYHON HHIYCTPHH.

8. Xanob6r! u KOHGIHKTH B IPOLECCE OCYIIECTRICHHUS CEPBHCHOH NEATEILHOCTH,

9. 3amaud | 3EMEHTHI CEPBUCHOH JIEATEIHHOCTH.

10. 3agati HOBBIX TEXHOJIOTHH B CEPBHCHOH IEATENBHOCTH.

11. UnmuBuayanbHEIH TpeNIPHHHMATED.

12. ViH MBHOyalbHBIE XapPaKTep MPOU3BOACTBA HA MpeanpuaTHsx cdepsl yenyr. Mamusu-
AyanbHBI HOIXOM K KITHEHTY.

13. MIHHOBAIHOHHEBI MEHEKMEHT Ha IPEMNPUATHAIX chepsl cepeuca. TeHaeHIN B pa3BH-
THH HOBBIX TEXHOJIOTHIA,

14. VicTopust pa3BUTHA CEPBHCHOM IEATENLHOCTH H CCPBHCA B MUPE.

15. KnaccuHkaIms ycayr M0 pasTuIHbIM IIPH3HAKAM.

16. KymeTypa cepBuca.

17. JlorucTHKa cepBHCa.

18. MeTomoIorHuecKas 0CHOBA CepBHUCHOH IesTeNbHOCTH. CepBHCONOTHA.

19. Monens KadecTBa 00CTyKUBAHHU.

20. HoBsle BHBI YCAYT M MEPCICKTHBHEIE QOPMEI O0CTY KUBAHUA.

21. OnpeneneHue W Ha3HAYCHAE CCPBUCHOM ACATEIBHOCTH.

22. Oprauu3alliOHHEIE OCHOBBI CEPBHCHON AeATSILHOCTH.

23. Oprammsanus Kak cucremMa. HoasTHe, BUABL, TpH3HAKH OpraHH3allHH.

24. Opraru3alis CEPRUCHOTO 00CIyKHBAHNSA B YCIOBHMAX PBIHOYHBIX OTHOLICHHH.

25. OcHOBHEIE BHABI HOBBIX TEXHOJIOTHI.

26. OcoDeHHOCTH MHHOBAIIHHA B CEPBHCE,

27. OcoBeHHOCTH TIPenOCcTaBNeHnA yeryT B Poccuu (IapcKui B COBETCKHIE IEPHOLBL).

28. OcobeHrOCTH pa3paboTKH COMYTCTBYIOUHX YCIyT.

29. OcobernocTH (HYHKIMOHUPOBAHUS TPENPHATHS B 3aBHCHMOCTH OT BHELIHKMX W BHYTPEHHUX
(haxTopoB.

30. TlocTpocHHE OPraHU3aMOHHON MONeTH 00CTyKMBAHH!S HACEIICHU.

31. IpexnpusTHs, OKA3LIBAIOIIHE YCAYTH HACENEHAIO: 0COGEHHOCTH (yHKIHOHHPOBAHNS.

32. [emxonorus cryxObI cEpBHCA.

33. PassutHe obcmy:kuBanus B Poccrn (Ha mpaMepe KOBKPETHOTO PETHOHA).

34. Pemecno xax ¢opMa YIOBICTBOPEHHS ONPEAENEHHEBIX IIOTPeOHOCTEH B YCIyrax KOHKPETHOTO
YeI0OBeEKa.

35. Pomok yenyr. CerMEHTHPOBAHHE PhIHKA YCIIYT.

36, CepercHas MOMMTHKA NMPCIIPASTI M IOIXOMIB K OCYLUSCTRIICHHIO CEPBACA. Y IOBNIETBOPEHHE
noTpeOHOCTEH.

37. CepBHCHEIE YCIYTH B PEKOMEHyeMasl Opradi3allHOHHAs MOAENE 00CTyKUBAHHUSL.

38. CoBpeMCHHBII CEpBHC: €TO IIPHHIIMIE! ¥ TEHICHIMH.

39. CraHmapThl OOCIIY)XHBAHAA U KOHTPOJS YIOBICTBOPEHHOCTH IOTPEOHTENEH.

40. CTpyKTypa KOMIIEKCHOTO OOCITYXMBaHH KJIHEHTOB TOCTHHHIL.



41. TakTuka OOCIYKUBaHHS HA 3TANAX CEPBHCHOH AeATeIbHOCTH. [IpodeccHoHamsROe TOBEAC-
HHE H TICHXOJIOTHA OOCTY KUBAHUS,

42. TennenIMHE B CTPYKTYPE COyA0BI CEPBHCA U OCHOBHBIE 33/1a4M CYXKOEI.

43. Yeryra. MarepranbHble ¥ HEMATEPHAILHEIC YCIYTH: YIIPARICHHE, MAPKETHHT.

44. Yemyru MaTepHaTbHBIE H HEMaTepHATbHEIE: 00Ias XapaKTePHCTHKA.

45. XapaxkTeprCTHKAa KOHTAKTa H KOHTAKTHOH 30HEL.

46. Lles ¥ 33129y AeATETBHOCTH NPEATIPHATHI CepBUCa.

47. JTallkl OpraHU3alfHOHHOIO CTAHOBIIEHHS CIYKOBI CepBHCa.

3apanus ¥ BONPOCHI AJIA CAMOCTOATENBHOH paGoThI CTYAEHTOB

1. Hajith WHOpOpMAIMIO HA CTPAHAIEX NEPHOMMHYECKON MMEYATH, TIE OCBEINAKOTCS YCIEXH,
aKTyabHEIE IPOOIEMEI B cepe yCIyT Ha COBpeMeHHOM rane. J[aTh XapaKTEpPUCTHKY YCIVIH Ha
OCHOBE HalAeHHOTO MaTeprana. JloK1amgs! B TEICHHE CeMeCTpa

2. Co3naTh ¢BOIO KJIacCH(HKAMIO YCIYT, MMCIOIMXC Ha peiHKe Branumupcekoi obracty.
JloKIanel B TEICHHE CEMECTPa

3. IlpoaHanu3upoBaTh Ha NPaKTHYECKOM IIpHMEpE IOBCACHHE MOTpeGHTeNned W Tmpolece
IPUHATHS MMH PEIISHUS 10 BEIOODY YCIYT TOCTHHHIB! UK pecTopana. OQOpMHTE H IPOBECTH BH-
1€ JAENOBOH HIPHI

4. IlpoaHanW3MpoBaTh, KaK KA4yecTBO OOCTY:XHBAHWS BNHSET HA IPOM3BOAMTEILHOCTE
yeryr. OueHHTB 00IIEpOCCHHCKHAE CTaHapThl KadecTa. JIOKIaasl #H Ipe3cHTAUH

5. PazpaboTars cTpaTerus co3aHua KOHKYPEHTHBIX IPCHMYINCCTB FOCTHHUALEI (IO BEIGOPY
CTyZIeHTa) H 0pOPMHTE B BHAE NPE3CHTAIINH

6. PazpaboTaTh >XM3HEHHBIH UK YCIYTH (IO BEIOOPY CTYAEHTA) B OQOPMUTE MHCHMEHHOM
dopme

7. PaccMOTpeTh BHIBI CEPBHCA II0 BPEMEHH €TI0 BBIIOTHEHHS ¥ 1[I0 COACPKARHIO PaGoT.
Odopmuts B BUAE NOKIa1a

8. 3apaum u GyHKOUA QICHIATH-MEHEKMEHTA Ha KOHKPETHOM npeanpustun. OdopMHTE
B BHJC AOKNAka B NIPE3CHTAlNH

9. Crenars 0030p EpPHOARYIECKOM NMEYaTH W HHTEPHET-HCTOYHMKOB Ha TeMy «HoBbie Tex-
HOJIOTHH B MHpOBOH rocturH4HON (pectopaHHOH) nHxycTpun»,. MCnone3yoTea W JaHHABIE TEXHO-
NIOTHH POCCHHCKUMH OTENBEPaMH ¥ pecTopaTapaMu. OpOpMHUTE B BHAE AOKIANA M MIPEICHTALHHA.

10. Kax#e, 110 BalieMy MHEHHIO, HOBbIE YCIIYTH CIEIYET BHEIPHTE B paboTy BramuMupekux
rocTHHAI ¥ pecTopadHoB? OQopMHUTE B BUIE A0KIaIA

Temsl pedepaTor 3 cemecTp

1. AccopTrMeHTHas ¥ HHHOBAIIMOHHAS ITOMMTHKA B chepe CepBHCa.

2. 3apyOexHBI{ ONBIT OpraHM3alnH YPGEeKTHBHOrO QYHKIIHOHHPOBAHHS CEPBUCHON ICs-
TENBHOCTH.

3. HumuBuayanbHoOe 0OCTYKMBAHHE, KK CAMOCTOATEIBHEIH BH CEPBUCHOM AESTETHHOCTH.
HWuropanwu B cdepe yeayr.
Hctopus passuIng 1 ocobeHHOCTH cepBrca B Poccrn.
Kareropuu notpeburenci u ocofeHHOCTH 00CTyKHBAHHS.
Knaccnbuxarus 0 xapakTepHCTHKA OCHOBHBIX BHIOB CEPBHCHEBIX YCIIYT.
KoMmmepyeckre 3 HEKOMMEPUECKHE OPTaHU3AAH COITHANTBHO-KYIBTYPHOM Chephl.
Konuenius yipaBieHHs )KA3HEHHLM [IHKJIOM YCIyT.
10 KoprnopatrsHas kyneTypa pabOTHHKOB CEpBHCA.
11. MecTo 1 pob cepBHCHOH JeATENBHOCTH B XKH3HEISITEIBHOCTH YEIOBEKA.
12. MecTo ¥ poib o0IMEeHN YIaCTHHKOB CEPBHCHOM NeITEBHOCTH.

e N .
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13. Hoseie cayxG51 ceppuca. [lepciekTHBEI pasBuTHAL

14. Obruenne Kax B CePBUCHOM IEATENBEHOCTH.

15. Opranu3anmonHO-TEXHOIOIMYECKAE ACTIEKTHI CCPBHCA.

16. Opranasanus o6cxyXABaHKs IOTpeGHTENeH.

17. OcHopusie aTane! nponecea obcayxusanns. Popmet oOCTyKHBAHMA.

18. OcoGenHOCTH pa3paboTKM COMYTCTBYIOMHX YCIIYT.

19. IlepcriekTHBHEIE BUAEI YCRYT M IIPOTPECCHBHEIE Gbopme! 00cnyxuBaHAS.

20. TIpaBoBoe peryTHpoBaHHe OTHOINEHMH B CEpBHCHOM NeaTenbHOCTH.

21. IIprHIMIBT TOCY TAPCTBEHHOMN IOMUTHKH B chepe YCIIyT.

22. l1po6eMBI ¥ TPYAHOCTH KIIACCH BHKAIMH YCIYT ¥ CCPBUCHOM JesTeILHOCTH.

23. [Ipo6nemer kavecTBa i GE30NIACHOCTH YCIYT B NPaKTHKE COBPEMEHHOI'O CEPBHCA.

24. CepBuC M CepBHCHEIE TEXHOIOTHH.

25. CepBucHas JEATENBHOCTD KaK COCTABHAS 94CTH SKOHOMHAKE.

26. CeppucHAs DeSTENBHOCTS Kak hopma YAOBICTBOPEHHS MOTPeOHOCTEH yenoBexKa.

27. Cospemernoe cocTOsIHME CHEpHI TATHEIX YCIyT.

28. CospeMeHHEBIE TEXHONOTHH B chepe cepBACa.

29. CrarnapTe! 00CTyXHBaHUS U COBEPIICHCTBOBAHIE KAYECTRA CEepBHCA.

30. TpamMUMOHHETE H HHHOBALMOHHEIE CTYXObI CepBHCa.

31. Yemyra Kak crenu$pHIecKmit mpoayKT.

32. Yenyru B coBpeMeHHOM 061mecTBe.

33. Yenyru u ofcmyxuBanie B HHGOPMAUHOHHOM 06ImecTBe.

Temb1 KypcoBbIX padoT 4 cemecTp

1. CosepmencTBOBaHIE CEPBUCHON AEATSIBHOCTH FOCTHHHYHOIO NPEANIPUATHA (Ha [IPH-
MEPC KOHKPETHOM FOCTHHHIIBI)

2. COBEpIICHCTBOBAHHE CEPBUCHON NEATEIBHOCTH TOCTHEHYHOTO NpennpHATHS (HA IpU-
MEPE KOHKPETHOIO PeCTOPaHa TIPH T'OCTHHHIIE)

3. CoBepIneHCTROBaHHE CePBUCHOM NEATENHHOCTH TOCTHHHYIHOIO KOMILIEKCA (na npumMepe
KOHKPETHOI'0 TOCTHHHYHOIO KOMILIEKCA)

4. OpraHusamist cepBHCa TOCTHHHAYHOIO HpeANpHATAS (Ha IPUMEPEe KOHKPETHOH TOCTH-
HHL[bI HJIM PECTOPaHa IPH F'OCTHHHAIE, WM TOCTHHHIHOIO KOMILIEKCA)

7. YAEBHO-METOJUYECKOE U HH®OPMALIMOHHOE OBECHEYEHHE
AUCHUATIIMHBL (MOIY JIST)

a) OCHOBHAN JTUTEPATYpa:

1. Hepernna, T.I'. OCHOBBI CE€PBHCHOM JEATEABHOCTH: YIe0HO-METONUYECKHH KOMIIIEKC /
T.I'. Hepetuna. - 2-e u3n,, ctep. - M.: ®mmnra, 2014, - 162 c.. - ISBN 978-5-9765-1415-7. - Pexum
noctyna: http://biblioclub.ru/index.php?page=book&id=363395

2. Tapanosa, H.B. Cepeuconorus: yue6enx / 1.B. Taparmosa, A.B. Tpyxaues. - Craspo-
moms:  Arpye, 2013. - 296 c. - ISBN 978-5-9596-0863-7. - Pexum JIOCTYTA:
http://biblioclub.ru/index.php?page=book&id=232927

3. CepBHCHad JEATENBHOCTD: YaebHOE TocobHe / mox pen. b.M. Ulrefuromsna. - Hosocu-
Gupck: HITY, 2013. - 130 c. - ISBN 978-5-7782-2225-0. - Pesxun JaocTyna;
http://biblioclub.ru/index.php?page=book&id=229143

0) nonoaruTENEHAE MU TEPATYpa:

1. Kasaxesnd, T.A. Oprannsanus u miagEpOBaHHE NEATENBHOCTH NPCANPEATHH CepBHCa:
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yuebnoe nocobue / T.A. Kazakeswu. - CII6.: V1T "Marepmenns”, 2014. - 186 c. - ISBN 978-5-
4383-0039-7. — Pexum mocTtyma: hitp://biblioclub.ru/index. php?page=book&id=225942

2. Mapxetunr ycuyr [Onexrpornsiit pecype] / Cursesa M. M. - M.: JNammxos u K. — Pe-
XKHM JocTyma: http://www.studentlibrary.ru/book/ISBN9785394020902 . html

3. IllepBOKNaccHbI CEPBHC KAaK KOHKYPEHTHOE NPEHMYIIECTEO |SNeKTpOHHBIH pecype] /
Jbxon Iloym; Ilep. ¢ amrm. - 5-e wW3g. - M.: AmbnuHa [labnmmep. — PexuM noctyma:
http://www.studentlibrary.ru/book/ISBN9785961422696.html

B) NEpHOAHYECKNE HITAHUS

1. «locTHAMN2 B pecTopaH: OM3HeC M yrpasieHuey - M3natensero OO0 «3maTenbeTro
XocnutonaTay. Bemymuit crienmami3snpoBanHbIil KypHAT Ul IPOECCHOHATOR HHIYCTPHH TOCTe-
IPHHMCTBA.

2. «I’octunngroOe seno» - U «ITaropamay. ITpodeccHoBambHbIil XypHAT LIS CIICLUAAIH-
CTOB B OPraHM3aUMOHHOH, MapKETHHTOBOH M (MHAHCOBO-XO3SMHCTBEHHON chepax NesTEIBHOCTH
NpepHATHH MHAYCTPHH TOCTENPUHMCTEA.

3. «Otaen mpomax» - U] «PectopaHHble BemoMocTH». Msnanue, MpeiHa3HAYCHHOE I
NPOQECCHOHANIOB PECTOPAHHOTO H TOCTHHHYHOTO OH3HECA.

4. «Orenpy» - M3patemsctso «Xonmu Hpecey. [leproandeckoe w3ganme, MOCBIMIEHHOE BO-
IpOCaM FOCTHHUYHOTO OM3Heca M HHIYCTPHUY FOCTENPHAMCTBA.

5. «Ortems. CopemenHs 6m3necy - MagatemscrBo OO0 «Hawa nenopas mpeccas. Crre-
IHATM3HPOBAHHEIN KypHAT 1714 NpodeccroHantor oTeNbHOro OH3HECa,

I) nporpaMmuce obecrieuenne u Unrepuer-pecypcenr:

1. VuTepreT-HM37aHHE O BBICOKHX TEXHOIOTHIX hitp://www.cnews.ru.

2. HH}OpMalMOHHO-KOHCANTHHIOBRI LEHTP NO IEKTPOHHOMY Ou3Hecy http://www.e-
commerce.ru. '

3. HMHOpMaImmOHHO-CIPABOYHEIE OTPACIeBble MIHTCPHET-MOPTANbl [0 CEPRHCHOM mes-
TEIBHOCTH, '

4. HudopManuoHnEsIH cnpaBournK «CaHaTOPHO-KYPOPTHOE JTeUeHUE,

5. T'ocrunuua u pectopan: 6usnec u ynpasnenue // http://prohotel.rw/catalog-8723/0/.

6. Kypoprasie Benmomoctn // http://www.kved.ru/.

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

8. MATEPHAJIEHO-TEXHUUYECKOE OBECIIEYEHUE
JUCIHAILITHEI (MOIYJIS)

Jlis MaTepHANbHO-TEXHMIECKOTO 0BecHede s THCIMMILIAHEL «CEpBHCHAS NeATENBHOCTEY
UCIonb3ytoTed ayauTopus ¢ [IK M KOMIIBIOTEpHEIM IPOEKTOPOM, HabOpHl CIaiiIoB A4 NEKIHOH-
HBIX M IPAKTHYECKAX 3aHATHH, OTPAKAIOMHE HAYYHYI0 H NPHKIATHYIO NpobaeMaTHKy DaHHOIO
Kypca, budbmmorexa MHCTHTYTa Malloro | cpennero Gusneca Bnl'V.
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