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1. EJIH OCBOEHIA U CITATIIIMHBI

Hemnsamu oCBOCHHS AUCUMILIHHEL «CepBHCHAN JEATENLHOCTEY ABIAIOTCS CO3JAHHE CHCTEMBI
3HAHHH O CEPBUCHOM NESTENBHOCTH, YCIyTaX, PopMax oOCIy:XKUBaHHA U CHIOCO6ax HOPMHPOBAHMS
HOBBIX YCIYT H NPOTPECCHBHBIX METOZOB 0OCITYKHBAHMS.

3amadaMy JUCHHILTHHEL SBIITIOTCH:

e  (GOpMAPOBAHHE TIPEACTABICHHS O CEPBHCHOMN NEATENBHOCTH,

hd OCBOCHHC METONOJIOTHYSCKIX OCHOB OPraHHU3aIlHH CCpBHCHOﬁ AEATEIIBHOCTH,

¢  ONpEJCTCHUE MECTA CEPBHUCA B KM3HEACITEIRHOCTH YEI0BEKA,

*  H3YYCHHE HEPAPXMM YEIOBEUECKHX TOTpeOHOCTEH;

*  H3Y9YCHHE KOMMYHHKATHBHBIX ACTICKTOB CEPBHCHOM HEATEIEHOCTH,

* {QopmupoBaHue MpesCTAaBIEHNS O TPOLECCaX B PA3NUYHBIX OTPAcHsX ceps! cepBrca |
OCODEHHOCTSX OCYIIECTBICHHS CEPBHCHLIX IIPOIIECCOB.

2. MECTO TUCIIMITTMHBI B CTPYKTYPE OIIOII BO

Jcuammina «CepBHCHAS NeATeNbHOCTBY SBISETCS IMCHUILTAHON YuebHOro miaHa mo
HanpasiaeHu0 moaroToBkH 43.03.03 «'ocTuHAYHOE NENON.

Huciuiumaa IpeAcTasseT cob0i IPUKIALHYIO HAYYHYIO OHCIHIUIAHY, B KOTOPOH Ipupa-
IMEHHE 3HAHUA IPOUCXOINT OIaroaps HCTIONB30BAHHIO PE3YNBTATOR HCCIENOBAHNHE U paspaboToK
B IPYTHX OTPACNAX HAYKH, TAKHX KaK MAapKETHHT, COITHOJIOTH, IICHXOQJIOTHA, MCHEDKMEHT M MHO-
THX JPYTHX.

Kypc «CepBucHast nesaTenbHOCTE» HMEET CYIIECTECHHOE 3HAYCHWME B HKOHOMHKC, chepe
YTIPaBJIEHHs, B TOCTHHHIHOM, PECTOPaHHOM, TYPHCTCKOH, COLMANBHO-KYTBTYPHOR AeATeTLHOCTH.

O1a JHCHHIIMKHHA CBA3aHa ¢ JPYTHMH JUCITHIITMHAMH, H3YyJaCMBIMH 10 BDEMEHH IO H II0CNE
AaHHOTO Kypea. K umMeiy Takux IMCIHILIHE OTHOCATCS «BBeleHue B rocTenpHUMETBOY, « TeXHOM0-
I'AH TOCTHHHYIHOH OCATCIIEHOCTHY, ((MapKCTHHI‘ TOCTHHHYHOTO IPESINIPUATHAY H Hp.

3. KOMIIETEHIIUH OB YYAIOIIEI' OCSI, ®°OPMHPYEMBIE B PE3YJIbTATE
OCBOEHMS JUCHUTLIAHEL (MO/LY JIST)

Hpolece u3y9eHAs MMCIUTIIARE] HAIIPaBICH Ha GOPMHPOBAHKE CIEMYIOIIHX

- mpoeccHonanpHbIX KoMreTeHwH (11K):

® TOTOBHOCTE K CEPBHCHOH NEATCABHOCTH B COOTBETCTBHM ¢ ITHOKYILTYPHBIMH, HCTODPH-
HECKMMH ¥ PEJIMIHO3HBIMHA TPAIHIHAMHU; TOTOBHOCTE K BBIABICHHIO NOTPEOHOCTEH MOTpebHTENs,
(opMHpORaHKIO TOCTHHHYHOIO NIPOAYKTA, KIHEHTYpHBIX oTHOmeHmH ([TK-6);

¢ T[OTOBHOCTH NPHMEHSTH COBPEMEHHEIE TEXHOIOTHH T'OCTHHHYHOHN NEATENBRHOCTH B pa-
6ote ¢ moTpebutenem (ITIK-7);

® TOTOBHOCTH K IIPUMEHEHHIO MHHOBAIMOHHEIX TEXHOJOTHH B IFOCTHHWYHOH MesTelbHO-
CTH H HOBBIX (hopM obcmyxwuBanus norpedurenei (11K-11).

B pesynsrare oCBOeHMS OUCIMIUIMHBI 00YHAIOMIHIACK TOMKCH NEMOHCTPHPORATH CIIEAYHO-
IIHE PE3YNBTATHl 00Pa30BaHHS:

3HATE!

®  BHIBI YCHYT H CEPBHCHOH NEATEIBHOCTH, WX XapakTeprerury; (ITK-6)

®  CONMaNbHBIC NPENNOCEUIKH BO3HMKHOBCHHS H Pa3sBHTHA CCPBHCHOM NEATENHHOCTH, HC-



TOPHIO pa3BuTHs ceperca; (11K-6)

® TEOpHI) OpraHM3allMH CEPBHCHOTO OGCHyxuBaHWS B cdepe IpeANPUHHMATENBCTRA;

(LIK-6)

b OCHOBHBIC ITOHATHA H TCPMHHBI, BaXKHCHINNE KOHIENIIHY, METOIBI COBpeMeHHOfI cep-

BHCHOM JESTENBHOCTH, HAaNpaBleHHOH Ha oTpebureneit; (I1IK-7)

*  HOBBIC TEXHOJOTHH B cdepe YCIyT H cliocoOBl BHENPEHHS MHHOBAUMOHHEIX TEXHOIOFMH
B CEPBUCHYIO eI TeIbHOCTE TOCTHHHIHBIX npeanpuaTyil. (TIK-11)

YMETh!

e  BLIICSIATH COIHANLHOC 3HAYCHHME KOHTAKTA B CEPBHCHOM JeSTETBHOCTH, B3aMMOCBS3H
OBIEeHAa ¢ OTPeOUTENeM, MEXAHH3ME ZEHCTBHS M CIIOCOOE! IIPOSBIICHHS 3aKOHOB W 3aKOHOMEP-
HOCTel B pa3sMIHBIX THIAX MEXTHIHOCTHEIX oTHOmMeHMH; (ITK-6)

¢ TPHMEHSATH COBPEMECHHBIC M HHHOBAIIHOHHBIC TEXHOJOTHH, H HOBBIE (OPMEI OOCITYXKH-
BaHMA MOTpeOHUTENEH B CEPBUCHYIO ACATENBHOCTS TOCTHHUYHBIX npeanpusatui. (11K-7, [TK-11)

BIIAOCTh:

e MetoxaMH OeCKOH(IMKTHEIX B3aMMOOTHOIIEHHIL ¢ IIOTPeOUTENEM B NPOLIECCE CEPBHC-
HOM JIeATebHOCTH, STHOKYABTYPHOH AuBepcH(DHKAINN CePBHCHON AeaTenbROCTH; (1IK-6)

e [pHEMaMH TPAKTHUECKOTO TPHUMEHEHMS METONOB cepBucHOM neatenproctH; (IIK-6,
IIK-7, IIK-11)
e HaBBIKaMH OOIIEHHA ¢ KIHEHTAMH B IIPOLECCE OCYINECTRICHHS CEPBUCHOM AeSTENbHO-
CTH, a TaKkke 3P PexTHBHOTO paspemenns koH(GaKToB; (ITK-6)

4. CTPYKTYPA H COTEPKAHUE TUCITAILIIMHBI (MOIYJIA)
O0mas TpyN0eMKOCT: THCIUITIHHEI COCTABIIAET 7 3aU€THRIX COMHMIL, 252 Haca.

Burner yaeGHOH paboTsl, BRIIFOYas Ca-
MOCTOATENBHYIO palioTy CTYAECHTOB U

DOpMEL TEKYLLIETO

°§ TPYHOBMKOCT (B uacax) Oﬁ?eM yued- KOHTpOJIA yCIe-
I X X HOH paboTsl, BagMOCTH
Ne Paszen (rema) E‘ % § e 8 C IPUMEHEHH- | (Wo Hederam ce-
- z S = z | g - €M MHATEpaK- mecmpay,
n/n NCLIMILTHHbE 2 = E| Exl 28 & &
3 = g 8= egl 8 E = | THMBHBIX MeTO- | (opMa NpoMexKy-
) E £E cé-‘g g8 O = OB TOTHOM
e E \c E‘ = (B qacax / %) aTTECTALIHH
L% = < (no cemecmpam)
1 | CepBucHas nes-
TENBHOCTE KaK
tdopma yIoBIeTBO- 3] 12 4 4 8 4/50%
pexus norpebHo-
CTEH 9eOBEKA
2 | IlpenmoceLaxy BO3-
FMKHOBSHWA CP- | 3 | 3.4 { 4 | 4 8 4/50%
BHCHOH NeqTelsHO-
CTH
3 | Coewsrxa yeryr 3 | 56 4 4 3 4/50% PetiTunr-
Kak ToBapa KOHTpONBb 1
4 | [{eHBOCTS YCIYTH 3178 4 4 8 4/50%
5 | [oeenenme
noTpedurenei u 3 9- 4 4 3 4/50%
[pOLIECC NPHHEATHA 10
HMH PeIIeHKA
6 | Teopusa opraHnza- 3 11- 4 4 8 4/50% PediTunr-
LHE OBCITy)KMBAHIA 12 KOHTPOTS 2
7 | KoHrakrHaA 30Ha 3 1134— 4 4 g 4/50%




8 OCHOBHBIC MCTOIEI

TIPENOCTABNISHHES 3 15- 4 4 8 4/50%
yeuyr u GopMsl 16
0DCITY KHBAHAL.
9 | KagecTro 0bCITY- ..
KHBAHUA H POM3- | 3 17- 1 4 4 8 4/50% PeHTuHr-
18 KOHTPOIE 3
BOJMTENBHOCTE.
Hroro 36 | 36 72 36/50% 3aueT
10 | Obmepoccuiickie
CTaHIApTH Kade- 4 | 12 2 4 2 3/50%
CTBR
11 | Crpatermaeckue
HAIPABASHUS H 4|36 4 8 4 6/50% Peitrunr-
KOHKYPEHTOCTIO- KOHTpoJIb |
cOOHOCTE
12 | JK¥3HEeHHBIH VKT 4 7- 4 3 4 6/50%
YCIYT 10
I3 | CepsHc - KoMIIO- 11- R a—
) Q,
g:;{;Bnpoxa)KH TO- 4 12 2 4 2 3/50% KOHTPOD 2
14 | BHyTpeHEE obCiTy- 13-
XKHUBAHHE OPraHH- 4 14 2 4 2 3/50%
JalHy
15 | HoBsle TEXHOTIOIHH 4 15- 5 4 2 3/50%
B clhepe yeiyr 16
16 | Paspabotka u co- 17- PetiTHEL-
30AHUE HOBBIX 4 2 4 2 3/50% "
YCIYT 18 KOHTpOJB 3
Htoro 18 36 18 | KP 27/50% JK3aMeH (36)
Bcero s4 | 72 90 63/50% Sadet/

KP, Dx3amen (36)

COJEPXKXAHHUE JTHCHHUIIJIHHBI

JeknuoHHBIH KypC

Tema 1. Cepeucnan oeamenbHocmb KaK hopma yooeemeoperun nompebHocmeti 4enoeeka

[Touarre 06 yciIyre H CepBHCHOH neaTensHOCTH, DyHxumn cdepsl yenyr. CTpykTypa cde-
pHl YCIYT M KinaccudrKamus THIIOB M BHAOB ycuyr. Obmepoccriickae KIacCH(QUKATOPEI YCIyT

HaceneHu:o. CEpBHCOIOTUS

Tema 2. IlpeonocsLiKu 803HUKHOGEHUA CEPBUCHOU OeAmenbHOCmHU

Yenyru B smoxy mepBOOBITHOOONMMHHOTO CTpos. YCimyTH: Ha JpesHem Bocroke, B Jpesnci
I'penn, Jpeprero Puma, na CpennesexosoM Bocroke, CpemnesexoBoii Eponsl. Sransr pa3suTHs
yeiyr B Poccun. Teoprs nocTHHIyCTpHAIEHOTO 00mecTsa. ['T1aBHbBIE QaKTOPEI Pa3BHTHS CHEPHI YCITYT.

Tema 3. Cneyugpuxa yciyz kak mosapa

SBOMIOIMS TIOHATHS «TOBapy. XapaxTepHCTHKH yeiayT. OTIHYHEe YCIYTH OT MaTepHATBHO-
BELIECTBEHHOrO TOBapa. OnpeleneHue HEHHOCTH YCIyTH, MoJens UeHHOCTH yerayrd. OCHOBHBIE
ONpeACICHMS ¥ IOHSATHS JKM3HEHHOTO IMKIA YCIyT. YIIPaBICHUA 3TallaMy KH3HEHHOIO IMKIIa CO-
DYTCTBYIOIIMX YCIIYT.

Tema 4. Llennocms ycayzu

OrnpeneneHue NEHHOCTH yCIyrH. MOZens HEHHOCTH YCITYTH.

Tema 5. Hoeedenue nompebumeneit u npouecc NPUHANUA UMU PEUIEHUA

Onpenenenue norpedurensckolt cpenbl B chepe yenyr. KinneHTH W ux motpebHOCTH. Qak-
TOPBI, BAMSIOIIME HA MOKYIATEIBCKOS ROBEACHUE. IIpolece IIpHHSTHS pelleHus ToTpebuTeneM.
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Cnenuduueckne acmeKThl TOKYNKH yeiryT. [lopenenus motpeburenet 1eI0BBIX YCIYT.

Tema 6. Teopun opzanuzauuu 00CayHCUBAHUA

O6cnyxuBanne Kak cepsrcHas cucrema. CHcTeMa cepBHCHBIX onepanmit. Cucrema npero-
cTaBleEnd yeuyT. CucreMa MapKeTHHTA YCIyT

Tema 7. Konmaxmnaa 301a

Obmue nonoskerud. IIpoctpadcTBo KorTakTa. [Ipoiiece KOHTAKTa MEXIY KIMEHTOM H HC-
nomauteneM. Coxepxanue koHTakTa. Pabota ¢ xamobamu motpeburtenei. Ilpurumne! 3hheKTHB-
HOT'O PEUIEHNA KOHQUIHKTHBIX CHTYyallHii

Tema 8. OcHoGHBIE MEHOObL RPEOOCMAGAEHIUA YCIYZ 1t POPMbL ODCAYHCUEAHUA.

OcHOBHBIE METOAB IpPENOCTAaBACHHS YCIyT. QopMmel obcmyxusaHusd. OOCTYKUBaHHE Kak
cepeHcHad cucteMa. CHCTeMa CEpBHCHBIX onepanuii. CicTeMa IpenocTaBieHus yeuyr. Cuctema
MapKCTHHTa YCITyT.

Tema 9. Kauecmeo 00cayicusania U RPOUIE00UNENbHOCMb.

O6mpme momoxenus. [TokazaTenn kadecTBa yciuyra. Mozens kauecTBa ycemyr. CepBHCHEBIE
rapaHTwH. [[pOH3BOMUTENEHOCTE TPYAA B chepe yeruyr. OOBeKThI CTAHAPTHIAIMH H HOMCHKIIATY-
pa HoKasaresel KadecTsa YCIyT. MeTOIbI ONpeeicHHsT BEIMYMHEEI HoKasaresel kauyecrsa. OTBeT-
CTBEHHOCTb IPO/IaBIa (MCTIONHATENS) HEpeT MOTpeOuTEIEM.

Tema 10. Obwepoccuiickue cmanoapmst Kawecmea

OOBEeKTEl CTAHTApTH3AIMM H HOMEHKIATYpa I[OKasaTele KadecTBa yoiayr. Meronsr
OTIpeIEIeHHAS BEJIMYHHEI TOKasaTened KagecTsa. OTBETCTBECHHOCTE POAABLA (MCIIOIHATENS) TIEpE
noTpeduTENneM

Tema 11. Cmpamezuyeckue HANPAsNeHUA U KOHKYPEHMOCROCOOHOCMb

[lousTHe 0 KOHKYPEHTHEIX NpemmylnecTBax. KOHKypeHTHas OKpyxawomas cpena. BriGop
nenessix  Torpebuteneil.  CTpaTermm  CO3J@HHA — KOHKYPEHTHBIX — MpeMMyINecTs.  Poib
CTaHIApTH3aUAY | AudbepeHIManiy B BEIOOPE TOBAPHOH [TONHTHKH

Tema 12. Ku3znennsiii YUK ycaye

OCHOBHBEIE ONpEIENCHHs M IOHATHA. VYTPaBICHHUA OJTAllaMH JKU3HCHHOTO LMK
COIYTCTBYIOIIHX YCIYT

Tema 13. Cepsuc — KOMnOHEHM RPOOAICH MOGADOE

OCHOBHBIE TIOEXOZB! K OCYIECTRICHUIO cepsuca. OCHOBHEBIE 3a/lauM CHCTCMEI cepBrca. Bu-
JIbI CEPBHCA TI0 BpEMCHH €TI0 BEIIONHEHHA. BHIBI cepBuca N0 colepxanuio pabot. [IpuHumIb! ra-
PAHTHIHOrO 06CTyKHMBaHHA. DKCILTyaTalHOHHbIE HHCTPYKIHH

Tema 14. Buympernne o0cnyscusanue Opeanu3auuu

CoCTaBHBIE YaCTH CHCTEMBI AESTENBHOCTH OpTaHW3audH. 3ajadd B QyHKIUH QocHIMTH-
MeHemxkMeHTa. ObccredeHne IeATeILHOCTH TEPCOHaNa. Y IPABIICHHE NPOECKTAMH 110 PasBHTHIO
MHBPACTPYKTYPBI OPraHHU3AINHA U SKCILTyaTaus 00BEKTOB HHYPACTPYKTY PHI

Tema 15. Hossle mexnonrozuit 6 cepe yciye

OcHOBHBIC TIOHATHA M oupenenenns. MudopMaluoHHbIe TEXHONOTHH B cdepe ycnyr. Ipu-
YUHBI, TI0 KOTOPRIM (PHPMBI YCIYT MHBECTHPYIOT B HOBEIC TeXHONOTHH. OONacTi IPHMCHEHHS HO-
BRIX TeXHONOTHIL B cdepe ycIryr. TEXHONIOrNS KaK KOHKYPSHTHOE MPEHMYILECTBO.

Tema 16. Pazpabomka u co30aHUe HOBBIX YCY2

Kareropun HOBO# npomyKnpy. QPakTophl, ABIAIOMIMECS TPHIHHOA CO3NAHUST HOBBIX YCIYT.

PaspaBoTKka HOBEIX TOBAPOB U YCIYT: CXOACTBO K pasimaus. MECTpyMeHTEI 1ist pa3paboTKy
yemyry. IIpuBmuane paspaboTk yeryr. [Iponece paspaboTku yeIyTH.



IIpakTrayeckne 3aHATAN

Tema 1. Cepsucnan deamenvHocmb KaK (opma yO08nemeoperua ROMpeGHOCME Hen06eKa
ITpakrirgeckue 3agstus 1-2 (4 gaca). OTBeTH Ha BOMPOCH], TECT H TOKIAIEI

Tema 2. Ipeonocbliku 603HUKHOGEHUA CEPEUCHOTL OCAMENbHOCHIU

ITpaxrigeckne 3ausTus 3-4 (4 vaca). OTBETEI Ha BOIPOCHT W JOKIIA b

Tema 3. Cneyugpuxa yciryz Kak mosapa

[paxTiueckune 3anaTis 5-6 (4 yaca). OTBETH Ha BONIPOCH!, IETIOBBIC HTPEI B TOKJIAABI
Tema 4. Henrnocms yonyzu

[IpakTHdeckue 3aHATHA 7-8 (4 yaca) OTBETE Ha BOIPOCH

Tema 5. Ilosedenue nompebumeneil u npoyecc NPUHAMUA UMU PEUIEHUA
[Mpaxtuyeckue 3ansaTus 9-10 (4 yacor). OTBETH Ha BOIIPOCH ¥ JE10Bas HIpa

Tema 6. Teopua opzanuzayuu 06cayncuganus

IIpaxtraeckue 3anaTus 11-12 (4 9acos). OTBETHI Ha BONPOCHL, AEJIOBAA UIPa W JOKIAIEI
Tema 7. Konmaxmnasn 30Ha

[paxrugeckue 3auaTus [3-14 (4 wacop) OTBETEI Ha BOOPOCH U JOKIIATEI

Tema 8. Ocrosrble MEMOObL NPEOOCMAENEHUA YCIIYZ U QOPMBL 0OCAYHCUEAHUA.
IIpaxTrueckue 3aaaTHd 15-16 (4 vacor) OTBETE Ha BOIPOCH M JIOKJTAXEI

Tema 9. Kauecmeo obeayicueanua u npou3s00UMeIbHOCHb.

[Ipaxtadeckue 3a8sTHs 17-18 (4 yaca) OTBeTh! Ha BOIPOCH H TOKJIAIBI

Tema 10. Obwepoccuiickue cmaHOapmst Ka4ecmea

[TpaxTtrgeckue 3aHaTHA 1-2 (4 9aca). OTBETHI Ha BOTIPOCH M pelleHUe 3a0ay

Tema 11. Cmpamezuneckue HANPasIeHUA U KOHKYPERMOCROCOGHOCME
[IpaxTraeckue 3araTHs 3-6 (8 gacoB). OTBETH Ha BOMPOCH M PEIIEHHE 3383y

Tema 12. Kusnennoti uura ycayz

[TpaxTrdyeckue 3avsTHA 7-10 (8 yaca). OTBETEHI Ha BONPOCH H PEIIEHHE 3a1a4
Tema 13. Cepsuc — KOMNOHEHM RPOOANCH MOSAPOE

[Tpaktuueckue 3agatus 11-12 (4 yaca). CutyanmosHbIE 380290 (KSHCEI)
Tema 14. Buympenne 00CaysicUEAHUE OPZAHUIAUUN

Ilpaxtiugeckue 3auarus 13-14 (4 gaca). CuTyannonHbIe 3an0a9n (Keicsr)
Tema 15. Hogvie mexnonozuu g cpepe ycnye

IIpaktaueckue 3aHATHS 15-16 (4 gaca). CHTyannoHHbIe 3318494 (KelChl)
Tema 16, Pazpabomxa u co30anue HOBBIX yCye

ITpaktyeckue 3aHaTrHg 17-18 (4 gaca). Dcce

5. OBPA3OBATEJIBHBIE TEXHOJIOTHH

Hexyuonnsiti mamepuan NOIDKEH AMETH NPOONEMHLI Xapakrep U OTPaXarh IPOQHIL TOATo-
TOBKM Ciywratencd. Ha neKumsx H3mararoTcs OCHOBHBIE TEOPETHUECKHE MOIOKEHHS TI0 H3ydaeMOi
TeMaruke. B mpoLecce H3I0KEHNS BCETO JEKIIMOAROIO MaTEPHANA II0 BCEM TeMaM M3y4HaeMoH InCHH-
IIMHBI TPUMEHSIOTCE HH(POPMaIMOHHO-KOMMYHHKANMOHHBIE TEXHONOTHH. [lo xaxmno# reme nexuu-
OHHOTO MaTepuaa pa3paboTaHbl IPE3CHTAIMH, KOTOPHIE IPETOCTABICHEI B BACKTPOHHOM BHAE.

IIpaxmuyeckue 3auAmMuys TPOBONATCA METOINOM IDYNIIOBOTO YIPAXKHEHHS, OMNESPATHBHOH
TPEHUPOBKH, HHAHBHIYATEHBIX YIIPAKHEHHHA ¥ TOCIENYIOMNM o0Cy)IeHHeM HX pemmeHmil. [1pak-
THYECKHE 3aHATHA Y10 JUCHHUIIIMHE BEAYTCA B GopMe akTUBHOrC o0yueHMs M HallelIeHH! Ha 3aKpell-
JeHHEe M YriyONicHHE TEOPETHUYECKUX 3HAHWH CTY/IEHTOB, IOJIYMEHHBIX Ha JEKLHIX ¥ B IIPOICCCe
CaMOCTOSTENBHOTO M3YUeHHUS CICIHATBEHON MATepaTyphL.



6. OIEHOYHLIE CPEACTBA JUIA TEKYIIET'O KOHTPOJIA YCIIEBAEMOCTH,
MPOMEIXYTOYHOM ATTECTAIMH 110 UTOFAM OCBOEHHIS TUCHUILIINHLI A
YYEBHO-METOIMYECKOE OBECIIEYEHUE CAMOCTOATEJLHO PABOTBI
CTYJAEHTOB

Peiitunr-xonTpos Nel, 3 cemecTp

1.¥cnyra — 3to:

a. JIroboe MEpONIPHATHE UITH BEITOAA, KOTOPHIE OIHA CTOPOHA MOXKET IIPEIUIOKHTE APY-
roif ¥ KOTOphie B OCHOBHOM HEOCS3aeMEI H He MPHBOJAT K 3aBIaJeHHIO 4eM-THOO;

b. Ocg3aeMeie AeHCTBHA, HAMPABICHHBIC HA TOBAP W YSIIOBEKA;

c. OcoOblii BH 4e0BEUCCKOH NeITETRHOCTH, KOTOPBIH HalpaB/IeH Ha YIOBIETBOPEHUE
noTpeGHOCTEH KIIMEHTa IyTEM OKa3aHHs YCIYT, BOCTPeOOBAHHBIX OTACIBHEIMHE JIHOABMH, COMHATb-
HBIMH TI'PYIIIA MIIH OpraHHu3aldsIMHe.

2. CepsHc — 3T0:

a. OcoOpIi BU YEOBEUECKOH NeATEIBHOCTH, KOTODBIH HAIPABICH Ha YIOBIETBOPEHHE
10TpeOHOCTeH KIHEHTa IYTEM OKA3aHUA YCIIYT;

b. JhioGoe MEpOTpHsITHE K BBITOa, KOTOPbIE OZ[HA CTOPOHA MOKET TIPEIONUTS JpyToH;

C. [IpennpoaskHOe H rapadTHiiHOE 0OCTyKHBaHUE,

3. CepBrCHAs IeATETBHOCTD — 3TO:

a. AXTHBHOCTB JIIOJeH, BCTYIAIOIINX B celMdHHecKye B3aUMOINERCTBIA [0 peatnsa-
uH OOUIECTBEHHBIX, TPYTIIOBBIX M HHIABHIYATBHBIX YCIYT;

b. VYupaenenne npeaupusTaeM chepsl cepBrca (HapuMep, aBTOCEPBHCOM, OaHKOM);

c. IpoaykT Tpyna, mone3nsit 9d¢eKkT KOToporo BEICTYNacT B popme ToBapa.

4. Yemyra o6nanaer CleNyonMMy Ka9eCTBAMM:

a. CrnocoGHOCTE K XPaHEHUIO H TPaHCIIODTHPOBKE;

b. HeoTaemuMocTs OT CBOEr0 HCTOYHHKA,

c. Hen3sMeHHOCTBIO Ka9ecTBa.

5.I1pon3BOACTBEHHBIE YCAYTH — 3TO:

a. Ycnyra 6aHKOB, CTPaXOBBIX KOMIIAHHAMN;

b. HHxHHAPHHT, 00CTYKHBaHHE 000pYXOBAHHS, TH3HHT;
¢. Ilaccaxmpckuil TpaHCIOPT, TOPTOBIS, 00pa3oBaHHe.
6.PacupenenurensHbie YCIyTH BKIIOYALOT:

a. MaccoBple KOMMYHHKALIHH;

b. VYcnyrm TpascmopTa, TOPrOBIIH, CBA3H;

c. KorcarTusr, HHXMHHPHHT,

7. IlpodeccuonanoHble YCIYTH OKa3BIBAIOT!

a. PaspiaexaTenbHBIE YAPEKICHUS;

b. Opranuzamiu o6IIECTBEHEOTO MATAHUS;

c. PexnaMHEIE KOMITAHHH.

8.001mecTBEeHHEIME YCITyTaMH SBJIAIOTCS:

a. Tenesmpenue, paaro, 00pa3oBaHHUE;

b. VYenyru, cBA3aBHBIE C TOCYTOM;

c. Ycumyru, CBA3aHHEBIE C TPAHCIIOPTOM.

9 MaTepralbHble YCIYTH HallpaBIeHH! Ha:

a. @OopMHpOBaHHE OTHENBHBIX TpeOoBaHul NOTpedUTENeH;
b. VYaornerBopeHue MaTepHanbHBIX HOTpeOHOCTEH;



¢. YIOBIETBOpPEHHE TYyXOBHBIX OTPEOHOCTEN.
10.Hemrpou3BOACTBEHHBIE YCIYTH — 3TO:

a. TpaHCTIOPTHpPOBKA IPY30B;

b. TexHmueckoe oOCIyXABaHKE 0DOPYIOBAHUS;

c. Yciayra 3apaBoOXpaHeHNs, KyIbTyphL.

11.K HeKOMMEpYECKAM yCIIyTaM OTHOCHT:

a. YCIyTH NpealpHATHH TYPH3Ma W OTbIXa;

b. VYcayrm opraHrzanuii oOMecTBEHHOTO [TUTAHHS;

¢. Ycayru OnaroTBOpPHTEIBHEIX (POHAOB.

12.YCayTH 110 PETACTPAlHK TPAHCIIOPTHBIX CPEACTB ABIIAIOTCS:

a. locymapcTBeHHBEIMH;

b. HpeansHemMH;

c. CMemaHHBIMA.

13.¥neansHas ycnyra — 3T0:

a. AfcTpaxkTHas1 TeOpETHUECKast MOJEIEB BU/Ia CEPBHUCHOM JEATCIBEHOCTH;
b. ConpoBoXIeHHE TOBAPHO-MAaTEPHANBHBIE IEHHOCTH, 00JIerdas ux o0paleHne;
c. Bce BHIBI NPOH3BOACTBEHHEIX YCIVT.

14 K JeTMTHMHEIM YCIIYTaM OTHOCAT:

a. HemerambHEBIE YCIYTH;

b. Vcayrw, uMeroniyie KpHMHHAIBHBIA OTTEHOK;

c. Yciayrh, ogobpgeMble rOCyIapcTBOM H OOMIECTBOM.
15. ¥enyra xupypra siBISOTCS:

a. JIMYHOCTHRIMHU;

b. HMpecalpHbIMH;

¢. Henerurumusmvu.

16.11e1p10 CEPBUCHOR AESTCIBHOCTH ABIACTCS:

a. YIOBIETBOpPEHNE YENIOBEUECKUX NOTpedHOCTEiH;
b. HccnenoBaHWe pHIHKA YCIYT;

c. IIpom3BOACTBO YCIYT.

17 KoHTakTHag 30Ha — 3TO:

a. Jlxoboe MecTo, Ie IPOU3BOANTLCS YCIIYTa;

b. Mecto, rae yeryra MOXeT XpaBEUTECS;

¢. OmnpeneneHHOE MECTO KOHTaKTa KIIHEHTA ¥ COTPYAHHKA CCPBUCHOMH Ceprl.
18. KoHTakTHO# 30HOH MOXKET CIATATHCH:

a. Crolika aIMHHUCTPATOPA B TOCTHHHUILIE;

b. Ilex mo pemonty 060pynOBAHHS;

¢. CrpouTenbHas TUIOIIAIKA.

19.KoHTaxkTHO# 30H0H HE SBNSICTCA:

a. 30Ha peMOHTa OBITOBOM TEXHHUKH,;

b. Pabouee MecTo mapuKkMaxepa;

¢. Pabouee MecTo cromaTomora.
20.IIpenuponaxHeit CEpBHC — 3TO:

a. [apanTH#HLIHE cepBHC;

b. IlocnerapaHTHIHEIHA CEpBHC;

c. Koncepanus, mpoBepka, IeMOECTpANHS.
21.I'apaHTHHHBIN CEPBUC:



a. Bcerma 6ecrimaTHE;
b. Bceerma muarHbl;
¢. Beibupaercs morpedureneM.
22 XecTkuii cepBHC — ITO:
a. Kommexraums HeoOXomuMOHR TOKYMEHTallMeH nepes npoaaxes;
b. VYemyru, cBA3aHHBIE C NOAISPKaHAEM paboTococoDHOCTH TOBApa;
¢. VuHoBaumoHHEIE pa3pabOTKH, IPHMEHIEMEIE IIPeIIPHITHEM CEPBHCA.
23 MsArkuii cepBHC — 3TO:
a. PeMoMT ¥ HaTaaka 000OpyIOoBaHuS;
b. TlpexsapurenpHas KOHCYNETalHA ITOTpEOHTENEH;
¢. HHTennexTyambHEIE YCIYTH, CBI3aHHBIE C COBEPIICHCTBOBAHUEM OIIPEIESTIEHHOTO TOBAPA.
24.IIpsimMoit cepBHC HAIPABJIEH Ha:
a. MarepuansHBI IPOIYKT H IIOJIB30BATENS;
b. Coszanue GnaronpHsTHEI YCIOBHHE IIPH COBEPINEHHH TOPTOBBIX CHENOK,
¢. PemomT u 06cmy)uBanue KOHKPETHOTO 000PYI0BAHHS.
25 KynsTypa cepBrca - 3T0:
a. Beicoxuil KBATHHHUKAIMOHHEIH YPOBEHb COTPYIHHUKA CQEPEI CEPBHCE,
b. OpraHH3alHOHHO-TEXHOJOTHYECKHE YCIOBH TPy/da COTpYAHHUKA chephl cepBuca;
¢. CucTeMa 3TATOHHEIX TPYIOBBIX HOPM, AYXOBHBIX UEHHOCTEH U STHKH [OBEACHHA.
26.I1podeccroranbHO-CITyxebHad ITHKA — 3TO:
a. UYeCTHOCTH ¥ MOPATOYHOCTE MO OTHOIISHHIO K OKPYIKAIOIIHM;
b. CoBOxynmHOCTE TpeOOBaHMI ¥ HOPM HPABCTBEHHOCTH MO OTHOIICHMIO K pabOTHHKAM
CEPBHCHBIX QUPM;
c. Cobonenue ompeneieHHON TUCTAHITHH B OTHOIICHHAX PAOOTHHK-KIIMCHT.
Pefirunr-xourpons Ne2, 3 cemecTp
1. Kak massmaercs paboTa, BEIIONHIEMas JUIS YXOBICTBOPEHHUA HYXI TOTPEOHTENEH,
KOTOpast B OCHOBHOM HEocCg3aeMa:
Yenyroi
IIpousBoacTEOM
BEITOBEIM OOCTY>KHBAHAEM
Kaxas u3 QYHKUHIA He OTHOCHTCH K HEIPOU3BOACTBEHHOH chepe:
Pacripeneierie H 0OMeH TOBapOB, TPOAYKTOB, BELIECTS
b. IlpeoGpaszoBaHKe BEWECTB MPHPONE] ¢ LENBIO MX MPHCIIOCOOICHHS K YEJIOBEYECKHUM 110~
TpedHOCTAM
¢. Oxpana 0OMECTBEHHOrO NOPAIKA
d. DopmupoBanUe 00IIECTBEHHOTO COSHAHUA
3. Kaxoit B3 mepeyHCcieHHEIX IPHHOATIOB He AOIDKEH OBITH IOJIOKEH B OCHOBY Da3BH-
THS cepEl yeIayT:
a. MaxcuMmusanus NpHOBUIH 38 CYeT CO3TaHUs HOBBIX IIOTpeOHOCTEH
Venyru ZOMDKHBI GBITE OCTYITHEL KOKIOMY WICHY obmecTsa
OToxecTBIATE chepy YCIyT ¢ OBITOBBIM 0OCIIyKHBAaHHEM
ITom cpOKOM OKa3aHMs YCIIYT [TOHHMACTCS:
Bpemst Ha TOATOTOBHTEIBHEIE PabOTHI

poo op

opre T

BpeMms Ha IpOU3BOLCTBO YCIYT
¢. Bpems ot mpuema 3axasa [0 MOMEHTA BBIIAYH
5. VI3 Kakux MpoieccoB COCTOUT IPOLECC OKA3aHMA YCIIYT:



a. llpueM m BEIada yciIyT 3aKa3quKy

b. [IpmrATHE 3aKa3a, HCIIOHEHHE H BEIIAYA 3aKA3YUKY

c. IIpou3BoACTBO YCIYT ¥ KOHTPONBb KauecTBa HCIOIHEHHS

6. ITpu xaxom M3 TpeX BO3MOXHEIX HCXOJOB KOH(IHUKTOB CIOP BBIMTPHIBAST ONHH W3

YJaCTHUKOB!

VCIYT:

a. DBo3Bpar K UCXOMHOMY COCTOSHHIO

b. YacTurOE paspeImeHHe KOH(IHKTA

c. IlonHoe pa3pemeHHe KOH(PIUKTA.

7. KaxoBe! cnermududeckie ocodeHHOCTH 00meHns B cdhepe obCayxuBanus:

a. Ilpomaper ¥ mOKymnaTesas IPEACTAIOT APYT MEPEI IPYTOM Kak 00e3THUeHHbIE (PUTYPEI
b. HeobXoauMo DOCTHraTh B3aUMOIIOHUMAHMKA ¢ TOCETHTEIIMH

c. Heo0xommuMo MpoSBISTE BEICOKYIO KYIBTYPY OOLIEHHUS

8. Yro moapasyMeBaeTCs 0N ICTETHKOM 3aKa30B:

a. JTO KpaCHBEIM BHEITHAN BUJ H3ACTAR

b. 2To opranu3aIus NPOCTPaHCTRA OKPYKAIOIIETO 3aKa3ynKa

C. JTO 3THHECKHH 0OMUK padOTHUKOB OOCTYKUBAHHMS

9. Yo NoIpa3yMEBacTCd MOJ MIOHATHEM «BBICOKOC KA9CCTBOY» YCIIVT.

a. IIpessrmense oxxmmarMil MOTpeOHTENS 3a OoNee HU3KYIO LIEHY, Y€M OH TIPEIITIOJIAral
b. VYanosiersopeHHE NOTPeOHOCTH IOTPEOMTENA 34 YCTAHOBICHHYIO TIEHY

¢. YIOBIETBOPEHHE OXHMIAHMI NOTPEOHTENA 32 BEICOKYIO [ICHY

10.  Kaxo#f 3Tanm He BKTIOYACTCA B METOIOMKY BBIABICHHS OTHOCHTEIBHOIO KA4eCTBA

a. OneHka BaxXHEHITHX ¢ TOYKH 3PEHHS NOTPEOUTEINS KPUTEPUER

b. BrUiBIICHEE KDHTEPHER, KOTOPBIE IPHBOIAT K TIPHOOPETCHHIO YCIYT

c. DBomBrneHue NeHOBOTO IIpeINOYTEHUS

1. C gero yagyHaeTes mpouece pazpabOTKH HOBOH YCITyTH:

a. C mpoBeAeHHS PEIHOYHEIX HCIBITAHHH

b. C nowmcka Haen HOBOH ycIryTH

¢. C BHeZpeHHST HOBOH YCIVTH

12. C noMOIIBI0 4ero NpeIIpUATHE YCIYT MOKET YKPEIHTE CBOM IO3HLAK B KOHKYPEHTHOM

Cpele, KpOME Kak ¢ TOMOIIBIG HCHE! U KAa9CCTBa YCIIYIH:

a. C IOMOIIBIO IKOHOMHUECKUX PEIICHHH

b. C moMoumsio MMHIKE IPeIIPHITHS H YCIYT

c. C moMombio yBenIU4eHUs 00BeMa IPOH3BOICTRA

13.Kak m3MEHHICA COCTaB IPOM3BOTUTEHEH YCIylI' B XOJ€ PHIHOYHBIX Mpeobpazosanuii B

Poccun:

a. YBEIHYHIACH JOJNA TOCYAAPCTBEHHBIX IPEATIPASTHI
b. VYBemmummack 00 MpeINPHATHI 9aCTHOM M HETOCYIapCTBEHHOM GOPM COOCTBEHHOCTH
¢. Jlond rocymapCTBEHHBIX MPENNPUATHH ¥ IMPEIUPHITHYE YacTHOM ¥ HETOCYIapCTBEHHOM

¢dopM COOCTBEHHOCTH POBHA.

14. IlporpeccuBHEIE (POPMEI 00CTYKABAHHS IPH3BAHEL

a. [Ipubimmxare YCIYTH K IOTPEOATEITIO

b. Co3naBaTh HOBBIE BHABI YCIYTH

c. BHempsaTh yCIyTH Ha PBIHKE

15. OT yero He 3aBHCHT OLICHKA YCIYTH ToTpelHTeneM:

a. Ot onslTa 0OpaImeHAs K NPOU3BOIUTETIAM [IOTOOHEIX YCI/IYT



b. Ot nEYHBIX XeTaHAHE KIHEHTa

¢. OT BOCHOHTaHHSA IIOTPEOUTENBCKOIO COIHAHUS KIIHCHTA

16. Kaxoe U3 MepeYHCNEHHBIX Ka4eCTB He MOJDKHO IPHUCYTCTBOBATH B TPOdeccHOHaNBHOM
noseneHun paborHrKa cheprr cepsrca:

a. Bexmisocts

b. YMeHHe HABA3BIBATH YCIYTH

c. KomnereHTHOCTB

17. Kaxum Tpe©oBaHHAM JOIDKHO OTBEHATh pabogee MecTo paboTHHKaA cdeps! cepBuca:

a. Jomxso ObITE 00ecnedeHo noporuM o0opyaoBaHuEM

b. Homxuo obecrneunsath 0030p oduca

c. JomxHo OBITE BEIICPKAHA B IPKOIH IBETOBOH raMme

18. Kako#l u3 mepeyHCICHHBIX THIIOB PHCKA IIOADA3YMEBAET IIEPEXKHBAHMA IOKYIATEN O
TOM, KaK YCJIyTa OBITHAET Ha er0 HMHDK:

a. TlcHXOMOTHYECKIi PHCK

b. ®usnuecknil puck

¢. ConmamsHBI pHCK

19. Kaxue motpeGHocTH 00ImecTBa IPU3BaHA YAORIETBOPSATH cepa yeuyr:

a. Bce Buns motpebHOCTEH

b. CommaneHble OTPeOGHOCTH

¢. [Ilepruunsie moTpedHOCTH

20. K omgoMy 13 myTel CITIasKHBaHKSA CE30HHOT0 XapaKTepa IPOU3BOICTRA YCIYT OTHOCHTHCS:

a. Xopolee BHIIOIHEHHE 3aKa30B

b. PerymmpoBaHue CE30HHEBIX IIEH Ha YCIYTH

¢. CHuzuth 06BEM peaTH3auMmn

PetiTuar-kouTposas Ne3, 3 cemectTp

Uro BrmogaeT B cebs SKOHOMUIECKHH KOMIIICKC:
Cdepy MaTepHaTBEHOTO MPOU3BOACTRBA
MarepuansHOE IPOU3BOACTEO H HEIIPOH3BOACTBEHHYIO chepy
Coepy, B paMkax KOTOpPOH OpraHu3yeTcs o0IecTRo.
Uro senseTcs BaxXHEHMmeH 3anagef npeanpusTis ¢hepsl yCiIyr:

Ob6ecneueHne NOCTOSHHOTO IIpoLecca OOCTyKHBAHHS HACSICHUA
[IpoHU3BOACTBO YCIIYT, OTBEHUAIOUIHX CIIPOCY HACENEHHMS

¢. YIOBIETBOpEHHE PacTyINHX MoTpeOHOCTEY HACENEHHS B YCIIYIaX ¢ YUETOM KYJIbTYPHBIX
ocobeHHOCTEH

3. Kaxo#l U3 nepedyncieHHpIX IPHHIKIOB AODKEH OLITE TIOJOXKEH B OCHOBY PA3BHTHS
chepsl YCIyT:

a. Cdepa cepBrca I0KHA Pa3BHBATECS B €XUHCTBE ¢ MATEPHANBHBIM IPOH3BOICTBOM

b. Maxkcumusaius mpuGeUTH IPEOMPUATHI

c. YCIyTH HE IOJKHEI OBITH JOCTYTIHBI BCEM WICHAM 00IIeCTBa

4. Kax y3sMeHHIICH COCTaB NIPOM3BOMUTENEH YCIOYr B XOIe PBIHOYHBIX NpcoGpazoBaHHil B
Poccun:

a. YBelH9HIach NOJIL IOCYNAPCTBEHHBIX IIPEATPUATHH

b. Boabmyo YacTh COCTABILIOT OPraHH3ANNH YacTHOM M HEroCyHapCrBeHHOHM dopM cob-
CTBEHHOCTH

¢. Jlons rocyaapcTBeHHBIX H 9aCTHHIX OpraHH3aIMit Ha PRIHKE YCIYT POBHA

5. Kaxkue MoIeIH OpraHH3alHOHHBIX CTPYKTYD BEIAEISIOT B COBPCMCHHOM MEHEDKMEHTE!

opNoe o=
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a. MexaAHdecKkyro U TEpMOIMHAMAYECKYIO
MexaBNCTHYECKYIO H ZUHAMHYCCKYHO
OpraguHecKyIo # MEXaHACTHUECKYIO
Kaxue notpebaoctn o61ecTsa Npr3BaHa yI0BIETBOPSTE cdhepa yeryr
Hneonoruueckue norpebrocTH
[TomuTHyecKkue TOTpeOHOCTH
ConnansHble moTpedHOCTH
TTon cpoxoM OKazaHHs YCITYTH TOHMMAESTCH
BpeMs Ha 110roTOBHTENBHO-3KIIOUHTEIRHBIE pabOThI
BpeMs Ha TPOM3BOACTRO YCIYTH
BpeMs oT MoMeHTa IIpreMa 3aKa3a O MOMEHTE BRIIaYH
8. Ha xaxom asTame mpollecca COBEPIICHHS 3aKa3a, NPONABIY HEOGXOAMMO MCHOIB30-
BATH RATVIATHBIA MaTepHall, pEKIaMHEIC IIPOCIIEKTH, JEMOHCTPAIHIO MOIEICH:
a. Ha nepomM aTarme - mepBoe NOCEINEHHE NPEINPHATHS CEPBHCA
b. Ha BTOpoM 3Tane - OPHHATHS PEINECHHS CHENATh 3aKa3 WM OTKA3AThCH
c. Ha tpetsem aTane - coBepeHne 3aKaza WK OTKA3 OT HETO

9. IIpr KakoM M3 TPEX BO3MOXKHBIX HCXOZO0B KOHQIHKTOB, CIIOP OCTACTCS HEPa3peIICHHBIM:

a. Bo3Bpar K HCXOXHOMY COCTOSIHHIO

b. Kommpomuce B koubIHKTE

c. llonHoe paspemnenue KOHQIHKTA

10. KyneTypa peun paboTHHKA ¢cepEI cepBHCa — JTO:

a. HopMaTuBHOCTE, COACPKATENLHOCTD PEIH

b. OKCIpecCHBHOCTE peyH

¢. Kareropmanocts peun

11. Cremens coBepIIIEHCTBA KAKOTO ACTIEKTa 0OCITy KUBAHHA XapaKTepu3yeT KyIsTypy CepRHCA:

a. Ilcrxomormdeckoro acnekTa 06CTyKUBAHUA

b. Oprasu3anHoOHHO-TEXHOJIOIHYIECKOTO acleKTa

c. COBOKYHIHOCTH 3THX 4CHCKTOB CEPBHCHOM J€ITENbHOCTH

12. Kakoe 3 Tpex COCTABIAIOIMMX HaCTeH KauecTBa ITOKA3BIBACT, HACKONBKO YCIyTa COoOT-
BETCTBYET TOMY, YTO OBUIO 3aIUIAHHPOBAHO IPOM3BOIHTENEM TORAPA!

a. Tpebyemoe kadecTBO

b. Dba3osoe kagecTBO

c. Kemaemoe xagecTBO

13. OT yero 3aBUCHT ONEHKA YCIYTH IIOTPeOHTENEM:

a. Ot onpiTa NPOU3BOIATENS

b. Ot MMYHBIX XKETaHUH KTHCHTA

¢. Ot BocIHTaHHUA TOTPEOUTEIBCKOTO CO3HAHUA KITHEHTA

14, Ha xako#f cTamuy H3HEHHOrO IUKIIA YCIYTH PAacTyT 0GBEMbI pEaTH3aAH YCHyTH, TO
TIO3BOJLIET NPEOONETh TOUKY YOBRTOYHOCTH:

a. Hacramuu 2 - BHenpenns

b. Ha craauu 3 - pocta

¢. Hacrajum 4 — HaceIIeHNs pEIHKA

15. Kakas u3 Tpex KOHKYpPEHTHBIX CTpaTeTHi noipazyMeBaeT COCPEAOTOUCHHE YCUIMH Ha
O/THOM MUIH HECKOTIBKHX CETMEHTaX PBIHKA U JOCTH)KEHHUE TaM JTHIACPCTBA:

a. JlumepctBo B 0OnactH 3aTpat

b. Crpaterus quBepcaduxanun

e

O TP NS T O

12



¢. Crparérns KOHUEHTpALHH

16. Kaxum TpeSoBaHAAM MODKHO OTBedaTh padodee MecTo paboTHHKa cdephl cepBUCa:

a. JomxHO GBITH 00€CIeYeHO TOPOTHM 00OPYIOBAHHEM

b. Homxkao obecnegusats 0030p oduca

¢. JlomxHO OBITH BHAEPAKAHA B ApKOI I{BETOBOH raMme

17. CoBpeMeHHEIC 37aHMs NPEIIPHATHH CEpBHCA LPEUIOIArat0T UCIIOIb30BAHUE CHEAYIO-
IMKUX XYA0XKECTBEHHO-BbIPA3HTENBHBIX CPEACTB!

a. Ilepeyenr ToBapos

b. Cpencrea KOMMYHHUKAIIHH MEXIY IPOH3BOAMTENEM H TOTpedUTEIEM

¢. Haumenomanwue npennpusTas, sMOneMy, HFEQOPMAIIHIO 0 BUAAX YCIyTax

18. Ko pazpaboTan MOIENE Ka9eCTBa YCIYT:

a. M. Bebep

b. A. Qaitons

c. JI. beppn

19. C 4yero HaymHaeTcs npouece pa3paboTKY HOBOH yCIyTH:
a. C mpoBeneHHs DPHIHOYHBIX HCIIBITAHHM

b. C momcka uAaCH HOBOH YCIyTH

¢. C maObmoncHUS 3a XOIOM BHEAPEHHS HOBOH YCIYTH

20. Kaxue yciayTa BXOAST B aCCOPTHMEHTHYIO IPYIIITY «Awn:
a. YCIyru HaxosAIIHecsd Ha CTadHH POCTa

b. Yciayru Haxomsimuecs B CTATHH 3PENIOCTH M HaCHIIICHHS

¢. YCIyru, HaxQnsIHecs B AHHOBAMOHHOHN CTafuHy.
PeiiTuar-xoHTpoae Nel, 4 ceMecTp
1. Kakoit u3 nepeducIeHERIX BHOOB JEITEIBHOCTH HE OTHOCHUTCS K HEMPOHW3BOICTBEH-
HOH coepe:
a. TpaHCHOpT U CBA3b MO OOCTY>KMBAHUIO OPraHU3alVH HENPOU3BOIACTBEHHOH CPEPHI
OHHAHCOBO-KPEAUTHAS U CTPAX0Basl JeATENIbHOCTh
XpaHeHHE H IPOU3BOACTBO MPOIYKTOB
Uro BxmioYaeT B cebs NOHATHE «CEPBHCHAS IKOHOMHKA»!
I'mobanm3annio 3KOHOMHYIECKHX IIPOIECCOB
Bo3HUKHOBEHNE ICHXOIOrHYECKOH HANPSHIKEHHOCTH HACEICHHAS
DopmupoBaHne ToTpebHOCTEH MoaeH
[Tanenne oOmeit KyIbTYpPHL M JyXOBHOCTH 0DIIECTBA
3. B kako# ¢opMe He DOMKHO OCYINECTBIATECS TOCYJApPCTBEHHOE PETYIHPOBaHHE Ceps

TP Mo o

pop

YCIIYT:

a. CyOGcumipopaHue noTpeduTeneii ¥ NIPOU3ROIUTENEH YCIyT

b. B dopme rocygapcTBeHHON COOCTBEHHOCTH Ha (QaKTOPHI IPOU3BOICTBA

c. B dopme neHOBOH NTHCKPUMHHAIIHA

4. Ha xoro pacupocrpansixores «IIpasuna OpIToBoro o0CmyuBaHnus HaceneHus B POx»:

a. Ha Bce I0puIUUECKHE JINIA, HE3ABHCHMO OT OPraHH3alMOHHO-IIPaBOBOH HOpPMBI

b. Ha Bce ropuaudeckre TULa U TPaKAaH, 3aHHMAIOIIMXCS OKa3aHHUEM YCIYT

c. Ha mim, 3aHEMAIOIIMXCA IPY3OBBIME [IEPEBO3KAMHU

5. Kakoe 13 nepeduciieHHBIX NpoQecCHOHANBHBIX Ka4ECTB JO/DKHO IIPHCYTCTBOBATH B
noBegeHun paboTHHKA cdeprl cepBUCa:

a. Munocepaoue '

b. VYMeHHe HaBA3BIBATE KITHEHTY YCHYTY
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c. KommnerenTaOCTS

6. He#cteust paGOTHHKOB IPEANPHATHS CEPBHCA IPH BO3HUKHOBEHHH KaJIOOBI OT KITH-
€HTA Ha HEKAaYeCTBEHHOE OOCITy KMBaHHE:

a. CornacuThbes ¢ KanoOoH: «KIHEHT BeeTAa MpaB»

b. BBICTpO pemmuTH BOHUKIIYIO IPOGIEMY

¢. IIpuBieds HOBOIO KIMEHTA

7. Kakum TpeboBaHUAM IOKHO 0TBeHaTh pabGodee MecTo padoTHHKA cephl cepBuca:

a. JomxHo 65ITE 00ecIeYeHO CaMBIM JOPOTHM 0BOpYAOBaHUEM

b. HomxHo obecreunsarh 0030p caoHa M cBOOONY IBHIKECHHH

¢. JomxHo OBITE 0OPMICHO PEKTaMHBIME OYKJIETAMHE H IIJIAKATAMH,

8. K gemy Bcerna CTpeMHTHCA IIOKYNaTe b [IPH OLIEHKE YCIYIH:

a. K ompenereHHOMY HM COOTBETCTBHIO IICHBI H KaueCTBa

b. K BBISBIEHWIO IMaBHEIX XAPAKTEPHUCTHK YCITYTH

c. «llogorHaTe» YCIyTy IOJ CBOW OXHJIAHHS H TOTPeOHOCTH

9. Kako#f sran He BKIHOYACTCS B MCTONWKY BBISBICHMS OTHOCHTEIBHOIO Ka4decTBa
YCIIYT:

a. OneHxa BRXHEHIDNX ¢ TOYKH 3PCHAS TOTPeOUTENS KPHTEPHEB

b. BrliBIeHHE KPUTEPHEB, KOTOPHIE IPHBOIAT K NPHOOPETEHHIO YCIYT

c. BelaBieHHE IEHOBOTO NPEIOYTEHNS

10. Kaxum 06pa3oM BRIBIISETCS COOTBETCTBHE YCIYT XapakTepy oOUIeCTBEHHEIX MoTpedHOo-
cTe:

a. [lo pemeHMIO TMPEKTOPA CEPBHCHOTO TIPEATIPHUSTHS

b. B xoxe cpaBHEHM: YCIYT-KOHKYDEHTOB

c. Meronom coygaitnoro otGopa

11. B Kaky1o acCOPTHMEHTHYIO IPYIILY BXOJST YCIYTH, HAXO/SIMECS Ha 3aKTIOUHTETEHOM
(a3ze cTaaKuy BHEAPEHHS:

a. OCHOBHYIO

b. TlogaepxBaroIIyio

c. Crparermyeckyio

d. PazpabatriBacMmyro

12. Kaxyie Mozen® OpraHAZallMOHHEIX CTPYKTYD BEUIC/ISIOT B COBPEMEHHOM MeHEKMEHTe!

a. MexaHHYeCKYIO H TEPMOIMHAMHYIECKYIO

b. MexaHHCTHYECKYIO B JUHAMHYECKYIO

¢. OpraEwdecKyro H MEXaHUCTHYECKYIO

13. Ha xaxkoH cragiM XHM3HCHHOTO IMKNA YCIYTH OT KOJUIEKTUBA Tpedyercs yCOBEPIUEH-
CTBOBATh IPEXHIONW, THOO BHEAPUTH HOBYIO YCIYTY:

a. Ha cramuu 2 — BESOpeHns

b. Hacramam 3 — pocrta

¢. Ha cramuu 4 — HacwINEeHUS pBIHKA

d. Hacramuu 5 — COKpaIeHNs peali3alnyl YCIyT

14, KakuMu cBOHCTBAMH YCIIYTH OIPEACISIETCSH €€ KOHKYPEHTOCHOCOOHOCTR:

a. CeolfcTBaMu, KOTOPBIE [IPEACTABINIOT HHTEPEC ISt IOTpeduTe s

b. CrolicTBaMH, KOTOPEIE [IPEACTABISIOT URTEPEC ISl CEPBHCHOM OpraHU3alli

c. CsolicTBaMu, KOTOPHIE IIPEACTABIIAIOT HHTEPEC [N rocyAapcTBa

15. Kt0 pazpaboTan MeXaHHCTHIECKYIO MOAETh OPTraHH3allMOHHBIX CTPYKTYP:

a. M. Bebep
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b.

C.

A. Qations
JI. beppn

16. Kaxoif #3 nepeuncleHHBIX THIIOR PHCKOR IOAPA3yMEBAET MEPEKHBAHMSA NOKYIIATENS O
TOM, KaK yCJIyTa IIOBJIAAET Ha €0 MUK

a.

b.

C.

[Teuxonormyeckuit puck
DusnHecKui pACK
ConunansHelil pHCK

17. Kax#e noTpebHocTr obiiecTsa MpH3BaHa YIOBISTROPATE ¢dhepa yCiyT:

a.

b.

C.

Bce Buns1 notpebHocTeH
CounareHEsle MOTPEOHOCTH
[lepeuunbie MOTPeOHOCTH

18. C gero maumHaeTCa nponecc pa3paboTKH HOBOH YCIIYTH:

a.

b.

c.

C npoBeReHNs PEIHOYHBIX HCIBITAHEL
C noucka HaeH HOBOH YCIyTH
C malmoneHAs 33 XOIOM BHEIPEHHS HOBOH YCIyTH

19. IlporpeccrpHBIE QOPMBI O0CITYKUBAHHS TIPH3BAHEL:

a.

b.

C.

IIprbnmxaTh yeIyry K noTpeduTeio
Co3maBaTh HOBEIE BUIbI YCIYT
BHeApATE HOBRIE YCIIYTH Ha PBHIHOK

20. Kakas H3 IepeucIeHHEIX YCIYT He SBIAETCS YCIyTol pRIHOYHOM HOBM3HEI

a.

b.

C.

Yciryra, BEIMEANIAs Ha HOBBIA PHIHOK
VYemyra, paHee EMEIOHIas aHAJIOT Ha PEIHKE
Yemyra ang HOBOM Ceprl NPUMEHEHHS.

PeiitaAr-KOHTpOL Ne2, 4 cemecTp

1. Yro BKIKYAET B 05 IKOHOMWYECKMH KOMILIICKC:

a. Cdepy MaTepHATBHOTO IPOM3BOACTBA

b. MarepHarsHOS NPOU3BOICTRO H HEIIPOM3BOACTBEHHYIO Cchepy

c. Codepy, B paMKax KOTOPO OpraHu3yercs 00IIeCTsO.

2. Yo sBnseTca Baxxnelmel 3anadell npeanpuaTus chepsr yCmyr:

a. ObecnedeHne NOCTOSHEOIO IPONECCa OOCYKUBAHHMS HACEICHHS

b. IIpom3BOACTBO YCIyT, OTBEHAOIIHX CIIPOCY HACCICHHS

C. Y/IOBIETBOPEHHE PACTYIIMX NOTPeOHOCTE! Hace/leHHs B YCHYTaX ¢ YYeTOM KyNbTYPHBIX
ocobeHHOCTEH

3. Kaxoli U3 Mepeuuc/eHHBIX TPHHIMIIOB JOKCH OHTH IIONOKEH B OCHOBY PasBHUTHS
cepnr yeryr:

a. Cdepa cepBrca T0KHA Pa3sBHBATECS B €IHHCTBE C MATEPHANLHBIM IPOM3BOICTEOM

b. Makcamuzanus TprOBUTH TIPEANPHASTAR

¢. YcIyTH HE NOIDKHEI OHITH JOCTYIIHBI BCEM WiIeHaM obimecTsa

4. Kak u3MEHIICA COCTAaB IPOM3BOIMTENEH YCIYT B XOHE DPHIHOYHBIX NpeodpasoBaHMA B
Poccuu:

a. YBeNHYHIAchk NOJIS FOCYTapPCTREHHBIX IPEHITPHATHI

b. Bosbmyro wacTh COCTaBIsIOT OPraHU3alMH YacTHOM M HerocymapcTeerHOM dopM cob-
CTBEHHOCTH

C.

Jlonst TocyAapCTBEHHBIX H JAaCTHBIX OPraHU3allHil Ha PHIHKE YCIYT POBHA

5. Kakne MoJeIH OpraHyu3aliHoHHbIX CTPYKTYP BEIIETAIOT B COBPEMEHHOM MEHEIKMEHTE!

a.

MexaHW49eCKyI0 H TePMOIMHAMHYECKYIO
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MexaHUCTHYECKYIO H JMHAMHYECKYIO
OprasuduecKyIo H MEXaBEHCTHICCKYIO
Kakne noTpebHoCTH 00IIeCcTRa NPH3BAHA YIOBIETBOPATE Ciepa YCIIYr:
Wneonoruueckue moTpebHOCTH
IToymuruueckue moOTpeOHOCTH
ConmaneHsle OTpeOHOCTH
[ox cpoxkoM OKa3aHUs YCITYTH IOHUMACTCS:
Bpems Ha TOATOTOBUTENBHO-3aKIIOUHTENBHBIC paboTh
Bpems Ha IpOH3BONCTRO YCIYTH
Bpemst oT MOMEHTa IpHeMa 3aKa3a 10 MOMEHTA BEITAYH
8. Ha xakoM arare mpoIecca COBEpPIICHUS 3aKa3a, IIPOJABIY HEOOXOAMMO HCIIONE30-
BaTh HAIVINHBIH MaTepHAl, pEKJIAMHEIC TIPOCIEKTHI, JEMOHCTPAIHIO MOJEIIEH:
a. Ha nepsoM 3Tane - nepBoe NOCEINEHUE IPESANPHSITHS CEPBHCA
b. Ha BTopom srtane - NpUHSTHS PEINEHHs CASNATH 3aKa3 HITH OTKA3aThCs
¢. Ha tpetbem 3Tane - coBepIIeHHE 3aKa3a KK OTKA3 OT HETO
9. IIpr KakoM, 13 TpeX BO3MOKHBIX HCXOOB KOHGIHKTOB, CIIOP OCTAETCHA HEPA3PEIEHHEIM:
a. BOBBpﬁT K HCXOOHOMY COCTOAHHIO
b. Kommpommuce B xoHpIHKTE
c. IlomHoe paspemeHne KOHGMIHKTA
10. KynsTypa peuu paboTHEKA Chepl cepBHCa — ITO:
a. HopMaTHBHOCTE, COmEpPXaTeNBHOCT peun
b. DkcnpecCHBHOCTE pedn
c. Kareropuurnocrs peun
11. C gero HaynHaeTCA Nponece pa3palboTKki HOBOH YCIIyTrH:
a. C IpoBeneHHUs PEIHOYHBIX HCIBITAHMIH
b. C nowmcka Haew HOBOM YCIyTH
c. C BHeIOpeHHs HOBOH ycuyra
12, C noMOmer0 Yero NpeAIpHAITHE YCIYT MOKET YKPEITHTD CBOW ITO3HIIHH B KOHKYPEHTHOIH
cpefie, KpoMe KaK ¢ [IOMOIIBIO [EHE! H Ka9eCcTBa YCIYTH:
a. C DOMOIBIO YKOHOMHYECKHX PELUCHHH
b. C rroMompio UMHIKE NPSANPHATHS H YCIIYT
c. C moMomero yeenuuenus odbeMa MPOH3BOACTRA
13.Kak u3MeHHJICS COCTaB IIPOM3BOAMTENCH YCIYT B XOOE PEIHOYHBEIX MpeoOpa3oBaHuii B
Pocenn:
a. YBEIHIUIach JOJA FOCYaPCTBEHHEIX TIPEITPHITHI
b. Veenmumiack 10714 NPeANPHATAHR JaCTHOM U HEroCyapCTBEHHOM GopM COOCTBEHHOCTH
¢. Jonsa rocyAapCTBEHHBIX NIPEANPHATHN W NPEANPHATHH YACTHOM M HErOCyIapCTBEHHOM
thopM cOOCTBEHHOCTH POBHA.
14. IporpeccuBHbie POPMEI OOCTYKHBAHHSA NIPU3BAHEL
a. [IpubmmxaTh ycIyrH K noTpebuTeo
b. Co3paBaTt HOBHIE BHIEI YCIYTH
c. BHenpgre ycnyrn Ha peIHKE
15. OT 4ero He 3aBUCHT OLIEHKA YCIYTH OTpeOuTEmeM:
a. Ot onkrra obpameHus K HPOM3BOAUTEISM MTOAOOHEIX YCIyT
b. OT NHYHBIX XCaHWH KITHeHTa
c. Or BocnuTaHus NOTPeOHTENBCKOTO COZHAHMA KITHEHTA

TP Ne SR e T

+

e

16



16. Kakoe M3 TCPEIHCIEHEBIX KAYeCTB HE ITODKHO NPHCYTCTBOBATH B NPOQecCHOHATEHOM

noBeneHnn paboTHKa cephl cepBrca:

a. Bexameocrs

b. VYMeHMe HaBA3EIBATh YCIYTH

¢. KommerenrHocTs

17. Kakum TpeboBaHAAM JOIDKHO 0TBEdaTh pabodee MecTo paboTHHKA cephl cepBHCa:

a. Jomxwuo ObITE 06ecnedeHo JOpoTHM 000pYIOBaHHEM

b. Jomxno ofecrieunBats 0030p odHca

c. JomxHO OBITE BRIIECpXaHA B IpKOH IIBETOBOH ramMme

18. Kakoit u3 mepeyrciIeHHBIX THIIOB PHCKA MOAPa3yMEBacT NMEPEKUBAHHS MOKYMATeNns o

TOM, KaK yCIIyTra DOBIHACT Ha €TI0 UMUK

a. Ilcrxonormdeckuif pHCK

b. Ousmueckwmii pucK

c. CommansHbli PUCK

19. Kakre nmoTpebrOCTH 0GINECTBA IPU3BAHA YIOBIECTBOPATH chepa yeyr:

a, Bce Buasl notpebHOCTEH

b. CouuaneHbie 1OTPeOHOCTH

c. IlepBuumrie noTpebrOCTH

20. K oxsomMy M3 myTel Cria:xMBaHMs CE30HHOTO XapakTepa NMPOM3BOICTBA YCIYT OTHO-

CHTBCA.

a. Xopomee BHITONTHEHHUE 3aKa30B

b. PerymupoBarue ce30HHBIX LIEH Ha YCIYTH

¢. CHM3WTE O0OBEM peaNHM3aI¥H.

Peiitunr-koaTpoas Ne3, 4 cemecTp

1. Kaxojt u3 mepeurcienHbIX BUIOB JESTEILHOCTH He OTHOCHTCS K HEMPOH3BOICTREH-

HO# cdepe.

YCIYT:

a. TpaHcHOPT H CBA3E O OOCTYXHBAHHK) OPTAHH3AIHE HEMPOU3BOACTBEHHON cheps]
b. ®unascoBo-KpeIUTHAT W CTpaxoBag AEATEIbHOCTD

c. XpaHeHHE H IIPOH3BOJICTBO IPOIYKTOB

2. Y10 BKIIOTIAET B ce0s MOHATHE «CEPBUCHAS IKOHOMHKA?

a. ['mobamuzayio SKOHOMHUYECKUX IPOIECCOB

b. BoO3HMKHOBEHME ICHXONOIHIECKOH HAIPSHKEHHOCTH HACEIIEHNS

c. @opmupoBanHe noTpebHOCTEH Moaei

d. IlapeHme obimeil KyIBTYPH ¥ KyXOBHOCTH 0OlIecTBa

3. B xaxoii dopMe He MODKHO OCYHIECTBIATHCA TOCYIaPCTBEHHOE pPerylMpoBaHWe cheprl
a. Cybcunuporanue norpebuteneif ¥ mpou3BogUTENEH yeIyr

b. B tdopme rocyzapcTBeHHOR COOCTBEHHOCTH Ha (PAaKTOPHI IPOU3BOICTBA

¢. B dbopme neHOBOH AHCKPUMHHAUKHA

4. Ha xoro pacnpoctpanstorcs «lIpasmna 6p1ToBOTO 0bCTyKupanus HaceneHus 8 PO»:

a. Ha Bce ropunnaeckue numa, He3aBHCHMO OT OPraHU3aIlMOHHO-TIPaBoBOH GopME!

b. Ha Bce ropunudeckue IHUa ¥ IpaxJaH, 3aHAMAIOIIIXCS OKA3aHUEM YCIIyr

c. Ha i, 3aHAMar0II#XCst TPY30BEIMH TIEPEBO3KAMHA

5. Kakoe U3 MepedyHCcIeHHBIX Npo¢eCCHOHATLHBIX Ka9eCTB JHOJKHO MPHCYTCTBOBATE B

nopeneHuy paboTHUKA cdeprl cepBUCa:

a. Mumnocepare
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b.
c.
6.

YMeHne HaBA3BIBATh KIIHEHTY YCIIYTY
KommererTHOCTE
HeticTeust paGOTHUKOB NPEINPHATHS CEPBHCA [IPH BO3HHKHOBEHHHU XKATOGE! OT KITH-

CHTa Ha HCKAYCCTBCHHOE 060JTYHCPIB8.HHGZ

g PP N0 o

+
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YCIyT:

CTeH:

BHCa.

C.

12.

CormacuTses ¢ xanoboi: «KIMEeHT BCETaa Npas»
BEICTpO pemuTh BOZHHKINYKO TIpoOIeMy
IIpneneus HOROTO KIIHEHTA
KaxumM TpeSosanusmM A0DXKHO OTReYATh pabouee MecTo paGoTHHKA chepsl cepRIca:
HomxHo 65ITE 06ecTIeTeH0 CaMBIM JOPOTHM 000y I0BaHHEM
Homxro obecnegurars 0630p canoHa H CBOOONY HBHXKEHUH
JomxEo GBITE 0GOPMNEHO PEKTaMHBIME OYKIETAMM ¥ TIIAKaTaME
K yemy BCerna CTpEMHTECS IIOKYNIATelb HPH OLEHKE YTy ]:
K ompeneneHHOMY UM COOTBETCTBHIO IIEHEI H KAUECTRA
K BrISBICHMIO T71aBHBIX XapaKTEPHCTHK YCIyTH
«Ilomornarey yCayry noa CBOH OXHAAHHS B NOTPEOHOCTH
Kako#f sTam He BKMIOYAETCA B METOMHMKY BBHIABJICHHS OTHOCHTEILHOTO KAYECTRA

OueHka BaXHEHMIEX ¢ TOUKH 3PSHAS HOTPEOHTENT KPHTEPHED
Briaenenne KpuTepueB, KOTOPEIE IPHBOAT K IIPHOOPETEHMIO YCIYT
BrisBieHAE LIEHOBOr'O IIPEATIOYTEHHS
- Kaxum 06pa3oM BEIIBISETCS COOTBETCTBHE YCIYT XapakTepy olmecTBeHRBIX MoTpeGHO-

Ilo pemrennio aupeKTOPa CEPRHCHOIO NPEANPHATHS
B xo01e cpaBHEHMS YCIYT-KOHKYDPSHTOB
Meroaom crygaiinoro orbopa
- CICIIeHb COBEPHICHCTBA, KAKOTO acTieKTa 0GCIy)KMBAHAS XAPAKTEPHIYET KYNbTYpY Cep-

[enxonorugyeckoro acnekta o6CTyKHBaHHsT

Oprasn3anroOHHO-TEXHONOTHIECKOTO aclekTa

COBOKYTIHOCTE 3THX ACIEKTOB CEPBUCHOI EATeILHOCTH

Kakoe U3 Tpex cOCTaBNAOIMX HacTel Ka4ecTBa [OKA3bIBAET, HACKONBKO YCIyra COOT-

BETCTBYET TOMY, YTO GBIIO 3allTaHAPOBAHO IPOHU3BOAUTENEM TOBAPA:

C.

14.

Tpebyemoe kagecTBO

bazoBoe ka4ecTBO

Kemaemoe xauecTBo
. OT 9ero 3aBHCHT OICHKA YCIIYTH NOTpeOHTETeM:
Ot onbITa MpOU3BOAKTENS
Or mUYHEIX KeNaH\H KIHCeHTa
Ot BocnHTaHMS TOTPEOHTENBLCKOTO COSHAHUS KIIMEHTa

Ha xako#l cTanuu XH3HEHHOTO HWKJIA YCIYTH DACTYT OOBEMEI peaTn3aiuy YCIIYTH,

YTO MO3BOJET IPEOONETE TOUKY YOBITOYHOCTH:

a.
b.
c.
15
OIIHOM HJT

Ha CTaJMH 2 — BHEAPESHHS

Ha cTagd# 3 — pocTa

Ha CTaIMH 4 ~ HaCBINEHHUS PRIHKA
- Kaxast U3 Tpex KOHKYPEHTHBIX CTPATCTHH IIOXpasyMeBaeT COCPENOTOYEHHE YCHIMMA Ha
¥ HECKONBXAX CEIMEHTaX PHIHKA H JOCTHIKCHHE TaM JIHACPCTBA:



a. Jlunepcreo B 0671aCTH 3aTpaT

b. Crparerns THBEpCHQUKATTH

c. Crpareras KOHICHTPAUMH

16. Kaxum TpeGOBaHMAM AOJDKHO OTBEYATE pabodee MecTo paboTHMKA chephl cepBUCa:

a. JomxHO 6BITh 00ECTICUCHO AOPOTUM 000PYIOBAHHEM

b. JomxHo obecrneunBats 0630p oduca

c. JomkHo OBITH BEIACpPXAHA B SPKOH LBETOBOH raMMe

17. CoBpeMeHHBIe 3[aHKA OPEANPHATAN CepBHCa TIPEINONaTaioT HCIIONB30BAHNE CIERYIO-
[IHX XYI0KECTBEHBO-BEIPA3HTEABHEIX CPEICTB:

a. [lepedens ToBapoB

b. Cpencrea KOMMYHHKaIMK MEXIY TPOH3BOIUTENEM H IOTpEOHTEIEM

¢. HaummenoBanue npemipusiTis, sMOIeMy, HHQOPMAIMIO O BUAAX YCIyTax

18. K10 pazpaboTan MOIEAs KA4eCTBA YCIIYT:

a. M. Bebep
b. A. ®daitonms
c. JL beppu

19. C gero HaynHaeTCA TpoLece paspaboTkyu HOBOH yeiryru:

a. C mpoBemeHHS PEIHOYHEIX HCTBITAHMH

b. C moucka HeH HOBOH yCIyTH

¢. C HabmoneHHs 32 XONOM BHEpeHHS HOBOH yCIyrH

20. Kakre yCIIyTH BXOJST B aCCOPTUMEHTHYIO TPYINY «A»:

a. YCIyTH, HaxOmasmecs Ha CTa Il pocTa

b. Vcuyrm, Haxopsmuecs B CTaIHH 3PENOCTH K HACHIIEHMS

¢. YcayrH, HaXOISINWecs B MHHOBALMOHHOM CTaldH.

Bonpocel k 3a4eTy

1. Bwuzer cepBuca. GupMeHHEI cepBHC.

2. Bwumel cepBHUCHOH OEATENBHOCTH

3. Bupmer yemyr. TlepcriekTHBHEIE BHIBI YCIIYT. YCIYTH CONHANBHO-KYIRTYPHOH CQEpEl U
TypH3Ma.

4, BremmHaAs cpela ¥ CTPYKTYpa OpTaHH3alHH.

5. Bo3HuKHOBeHHWE ¥ pa3BHTHE pHIHOYHBIX OTHOIMeHHMH. CoIHManbHO-3KOHOMHYECKHE
NIPEATIOCHUIKH PA3BUTHS CEPBHCA M CEPBUCHON ASATEEHOCTH B TOCTHHHYHON HHIYCTPHH.

6. 3amau U MEMEHTHI CePBHCHOMN JeATCIBHOCTH.

7. Hcropus pasBHTHS CSPBHCHOH AeATENBHOCTH U CEPBHCA B MUDE.

8. Kmaccuduxanms yCIyT IO pasIudHEIM HPH3HAKAM.

9. KynwTypa cepruca.

10. Meromosorudeckas 0OCHOBA CCPBHCHOHN AeATENsHOCTH. CepBHCOMOTHSL.

11. Ompenenenue ¥ Ha3HAYEHUE CEPBHCHON JEATEIIBHOCTH,

12. Opraru3anuoHHBIE OCHOBBI CEPBHCHOH JATCILHOCTH.

13. OcobeHHOCTH npenocTaslienys YeuyT B Poccun (1apekuii ¥ COBETCKAH [IEPHOIET).

14. Pazeurie obcay:xuBanns B Poccry (Ha MpUMeEpe KOHKPETHOTO PErHoHa).

15. PriHOK yeryr. CErMEHTHPOBAHHME PHIHKA YCIIYT.

16. Ycayra. MarepHanbHble H HEMATepHaNbHEIE YCIYTH: YIIPaBIeHHE, MaDKETHHI.

17. Yeayrr MarepuanbHEe H HeMaTepHanbEbIe: 00MIas XapaKTepHCTHKa.

Bomnpocs! k 3K3aMenRy

1. B3aMMOOTHOWIEHHS Ha 3TAle IOCACIPONAKHOT0 00CTyKMBaHUA.
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2. B3auMOOTHOINEHHS Ha TallC TIPENIPOAAKHOTO OOCHyKUBAHHA.
3. Bumsi ceppuca. OupMeHHBIA CEPBHC.
4. Bunpl cepBACHOH NEATENBEHOCTH

5. Bugel yenyr. IlepclieKTHBHEIE BEOEI YCIYT. YCIYTH CONMATBHO-KYNBTYPHOH cdephl u
TypH3Ma.

6. BHewHss cpella H CTPYKTYpa OpraHyu3aldn.

7. BO3HHKHOBGHHE M DA3BUTHE DPHIHOWHBIX OTHOMEHHHE. CONHANLHO-IKOHOMHYECKHE
TPEANOCHUIKA PAa3BUTHS CEpPBHCA H CEPBHCHOMH TeATEBHOCTH B FOCTHHUYHON HHIYCTPHH.

8. KanoGwl 1 KOHGIHKTHL B TPOIECCE OCYIIECTBICHUS CEPBHCHOH ACATEIIBHOCTH.

9. 3azaud ¥ HIEMEHTH CEPBHCHON AEATEILHOCTH.

10. 3amayn HOBBIX TEXHOIOTHH B CEPBHCHOH NESTEIBHOCTH.

11. MemvBsuyaTbHEEL IPEITPHHEMATCT,

12. MHavBRAyATBHBI XapakTep TPOM3BONCTBA Ha IPEANpUATHAX chepwl yeyr. Mumusn-
JyallbHEIA NOIXOM K KITHCHTY.

13. VIHHOBAMHOHHEBIA MCHEDKMEHT Ha NPEANpHATIIX cephl cepprca. TeHISHIHH B pa3BU-
THH HOBBIX TEXHOJIOTHH.

14. HcTopus pa3BuTHS CEPBHCHOM JICATENBHOCTH H CEPBHCA B MUDE.

15. Knaccnpukanns yCIiyT 110 pa3iTYHbIM ITPH3HAKAM.

16. KynmeTypa cepBHCA.

17. JlorucTHKa cepBHCa.

18. MeTomonoraueckas OCHOBa CEpPBUCHOM IeATeNbHOCTH. CepBHCOIOTHS.

19. Moaens KagecTsa 0OCTyKHBAHH.

20. HoBBIe BHABI YCIYT M NEPCIEKTHREBIE GOPMBI OOCITY KHBAHHUSL.

21. OnpenencHUe B HA3HAYCHHE CEPBHCHOM AEATCIIBHOCTH.

22. OpraHd3anfoHHEIE OCHOBEI CEPBHCHOM JEsATETBHOCTH.

23. Oprasmsanus Kak cucrema. [lonsTHe, BUABL, IPH3HAKA OPraHH3aLHMH.

24. OpraHU3aIEs CepBUCHOTO OOCTYKHBAaH!A B YCTIOBHAX PEIHOYHEIX OTHOMICHUH.

25. OcHOBHbIC BHIB! HOBBIX TCXHOIOIHH,

26. OcobEeHHOCTH HHHOBALUHE B CEPRHCE.

27. OcoBeHHOCTH NPeIOCTABNEHHS YCIyT B PocCHH (TapCKuit 1 COBETCKME MEPHONB).

28. OcobernocTH pa3pabOTKH COMYTCTBYIOMAX YCIYT.

29. OcoBeHHOCTH (DYHKITMOHMPOBAHIS PETIPISITMS B 3aBHCHMOCTH OT BHEMIHHX M BHYTPEHHHMX
axTopos.

30. ITocTpocHHe OpraHA3allHOHHOMR MOJETH 00CIy KUBaH!S HACEICHHU.

31. [pemnpuaTys, OKa3bIBAIOLINE YCIYTH HACETEHHIO: 0COBEHHOCTH QYHKIIHOHHPOBAHH.

32. ITcuxomorus cIyK0bl CEPBHCA.

33. PazsutHe oGCny)uBaBma B Poccyu (Ha IpAMepe KOHKPETHOTO PETHOHE).

34. Pemecno kak (opMa Y/OBIETBOPEHI ONMPEAETICHHBIX MOTPEOBOCTEH B YCIyraX KOHKPETHOrO
YEI0BEKA.

35. Prmox yermyr. CerMeHTHpOBaHHE PHIHKA YCIIYT.

36. CepBrCcHas TIOTMTHKA TIPEIIPHUSTHS ¥ NOMXOIBI K OCYIIECCTRICHHIO CCPBHCA. Y IOBJIECTROPCHHE
oTpeOHOCTEH.

37. CepBHCHBIE YCIYTH W PEKOMEHIyeMas OpraHH3aHOHHA! MOACTD 0OCITy KIBaHKS.

38. CoBpeMeHHBIH CepBHC: €0 IPHHITHIE! H T¢HISHIHH.

39. CraBgapTsl OGCTyKHBAHHS U KOHTPOIb YIOBIETBOPEHHOCTH OTPEOHTENEH.

40. CTpykTypa KOMIUIEKCHOTO 0OCITyXHBaH¥S KITHCHTOB TOCTHHHMIL.



4], TaxThka OBCITYXMBAHKS HA JTAaX CEPBHCHON mesTensHOCTH. IIpodeccronatsHoe moBeae-
HHE U ICHXOIIOTHS 00CTy KUBaHNA.

42, TenneHUUH B CTPYKTYPE CIIyKOBI CEpBICa M OCHOBHBIE 33da4M CITYKOEI.

43. Yemyra. MarepranbHbBIe H HeMaTepRAIBHBIE YCIYIH: YIIPABICHUE, MAPKETHHT.

44, VeryTn MaTepHaTbHBIE U HEMATEPHAbHEIE: 0011ast XapaKTepHCTHKA.

45. XapakTepUCTHKA KOHTaKTa M KOHTAKTHOH 30HBL.

46. Hem 1 3a0a4d OeATENBHOCTH MPEATIPHATHH cepBHca.

47. DTansl OpraHu3aqHOHHOIO CTAHOBIEHHA CIYXOEI CepBHCa.

3amaHus ¥ BOHPOCHI AN% CAMOCTOATEIbHOM paboThl CTYACHTOB

1. Haitry wagpopMaIliio Ha CTPAHUIEAX NEPHOANISCKOH MEeUaTH, INIe OCBEMIAIOTCS YCIIEXH,
aKTyaJbHEIE IpobIeMet B cepe YCIyr Ha COBPEMEHHOM 3Tane. J(aTh XapakTepHCTHKY YCIYIH Ha
OCHOBE HAMACHHOTO Mareprana. JJOKIane! B TE4EHHE CEMECTPA

2. Cozpars cBOIO KiacCH(PHKAIMIO YCIIYT, HMEIOIMIXCA Ha phlHKe Brnamumupckol obmacTH.
JloKsamsl B TEUEHHE CeMeCTpa

3. Ilpoananu3npoBaTh Ha IPAKTUHYCCKOM IMpHMEpe NMOBeNeHHE noTpeburencit w mpouecc
IPUHATAS UMHE PEIICHES 0 BEIOOPY YCIYT FOCTHHHIE! WM pecTopaHa. OhOpMHUTE H IIPOBECTH BU-
7€ JeTOBOM HIPHI

4. TlpoaHamu3HpoBaTh, KAk KadeCTBO OOCTYXXHMBaHWS BIMSCT HAa IPOH3BOIUTEIHEHOCTE
yeiyr. OueHuTh 00mepocCHHCKAE CTAHAAPTE KayecTBa. JIOKNans: ¥ npeseHTanyH

5. PazpaboTaTk CTpaTeru CO3[aHHS KOHKYPEHTHBIX IIPEHMYINECTE TOCTHHHLE! (IT0 BEIOODY
CTYIleHTa) 1 oQOPMHTE B BHJIE IIPE3ECHTALIHH

6. Pa3zpaboTaTh XKHU3HEHHBIH IIHKIT YCIYTH (110 BHIOOPY CTYAEHTa) B 0QOPMHTE THCBMEHHOMH
(opme

7. PaccMmoTpeTs BHIBI CEpBHCA IO BPEMEHHM €ro BHIIONHEHHA H IO COAEpXaHWIo paboT.
O¢opmuTs B BAAE A0KITANA

8. 3agaun B QYHKIMK PICHITHTH-MEHEIKMEHTA Ha KOHKPETHOM Ipeanpustiud. OhopMuTth
B BHIIE JOKTaJa ¥ NPE3eHTAIHH

9. Chenars 0630p iepHOAMIeCKOH IMeYaTH ¥ MHTEPHET-UCTOUHHKOB Ha TeMy «HoBbie Tex-
HOJIOTHH B MHPOBOH IOCTHHAYHOH (pecTOpaHHOH) HHAYCTpHH». MICIIOTB3YIOTCS TH JAHHBIC TEXHO-
JIOFHH POCCHHCKWMH OTENbepaMH K pecToparapamu. OQOpMATE B BUIE JOKIaAa U MPE3CHTALMH.

10. Kaxue, no BamieMy MHEHHIO, HOBBIE YCIYTH CIeAyeT BHEAPUTE B paboTy Bramumupckux
TOCTHHHI B pecTopaHoB? OdopMuTE B BHIE NOKIaNd

Temn1 pedpepaTos 3 cemecTp

1. AccopTuMeHTHasd H HHHOBaUMOHHA] NONMTHKA B chepe CepBUCA.

2. 3apyOexHEBIH ONBIT opraHu3anyy 3Q(GEKTHBHOIO (YHKIMOHUPOBAHUS CCPBUCHOM mes-
TETHHOCTH.

3. MumaBunyatsHoe 00CTYKUBAHNE, KAK CAMOCTOSTENBHEIE BHIT CEPBHCHOM NESTEILHOCTH.

4, Hunopanuw B cepe yCIyT.

5. Hcropus passutns # oco0eHHOCTH cepBuca B Poccun.

6. Kareropuu norpedurenel n 0cOOCHHOCTH 0OCTYKUBAHHUS.

7. Kinaccuukanus U XapaKTepUCTHKA OCHOBHBIX BHIOB CEPBHCHBIX YCIYT.

8. Kommepueckie H HEKOMMEPIECKHE OpraHU3allii COMHATEHO-KYNLTYPHOM ChEpE!.

9. KoHuemuus ynpasneHus KH3HECHHBIM [IAKIOM YCITYT.

10. KoprtopaTHBHas KyIbTypa pabOOTHHKOB CEPBHCA.

11. MeCTO ¥ pONb CEPBHCHOH AEATENIBHOCTH B XXKH3HEAESITEILHOCTH YEIOBEKa.

12. MecTo ¥ poinb 00INeHHs Y9aCTHUKOB CEPBHCHOH AEATENBHOCTH.
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13. Hosele cy:x65! cepprca. [TepcnekruBn pasBUTHS.

14. O6menne KaK BUI CepBUCHOH AEATENEHOCTH.

15. OpraHu3alMOHHO-TEXHOMIOTHIECKHE ACTIEKThI CEPBHCA.

16. Opranmnzanus oGcnyxuBanus NOTpeduTenei.

17. OcHoBrEIe aTamEl mponecca 00y KuBanus. GOPMEI 06CITYKUBAHMSI.

18. OcobernsocTr pazpaboTKH COMYTCTBYIOMMX YCIYT.

19. TlepcnieKTMBHBIE BUABI YCITYT H IPOTPECCUBHEIE JOPMBI OOCIYKUBAHF,

20. IIpaBoBOE PETYTHPOBAHNE OTHOLICHUA B CEPBHCHOMN MESTENBHOCTH.

21. IlpuBOuIE] TOCYRApCTBEHHOM IONUTHKH B chepe yeIyr.

22. HpoG:1eMBl # TPYIHOCTH KIaCCHMUKALMHA YCIYT M CEPBUCHON NeSTEIBHOCTH.
23. [1pobrnemel xauecTa 1 6€30MACHOCTH YCIYT B IPAKTAKE COBPEMEHHOTO CEPBHCA.
24. CepBHC ¥ CEPBHCHBIE TEXHOIOTHH.

25. CepBucHas OeATENBHOCTE KaK COCTABHAA YaCTh SKOHOMHKH.

26. CepsucHas IeqTeNBHOCTE Kak GOpMa YIOBIETBOPEHNS TOTPEBHOCTEH YenoRexa.
27. CoBpeMeHHOE COCTOSHHE CHEPEI IIIATHBIX YCIYT.

28. CoBpeMEHHLIC TEXHONOIUH B chepe cepBrca.

29. Cranaapts! 06CITyXHBAHHS H COBEPIIEHCTEOBAHHE KaUeCTRA CEPBHCA.

30. TpaaMUHOHHEIE H HMHHOBAITHOHHBIC CITyXObI CCPBHCA.

31. Yenyra kak cnenuduueckuit IpogyKT.

32. VeryrH B cOBpeMeHHOM OOMIECTBE.

33. Ycnyru n ofcayxHBaHAe B MHGOPMAIHOHHOM O0IIECTRE.

Tembl KypcoBeIxX paboT 4 cemecTp

1. CoBepInCHCTBOBAaHME CEPBHCHOH JEATENHHOCTH TOCTHHHYHOTO NDENIPHSTHS (Ha IIPH-
MEpe KOHKPETHOM MOCTHHHIBL)

2. CoBepIIeHCTBOBAHAE CEPBUCHON AEATENBHOCTH TOCTHHHYHOTO TPEINpPHATAS (HA IpH-
Mepe KOHKPETHOrO PECTOPaHa IPH TOCTHHHEIIE)

3. CoBepIICHCTBOBAHHE CEPBUCHOM MEATENEHOCTH FOCTMHEIHOTO KOMIUIEKCA (Ha IpHMepe
KOHKPETHOTO TOCTHHHYHOTO KOMILIEKCA)

4. Opranusanus cepprca FOCTHHHYHOTO IIPERTIPHATHA (Ha NPHMEPE KOHKPETHOH FOCTH-
HHLOBI UTTH PCCTOPaHa NIPH NOCTHHHIEC, HAW INOCTHHHYHQIO KOMI’IJ’IGKC&)

7. VYA4EBHO-METOWYECKOE H HH®OPMAIIMOHHOE OBECIEYEHHIE
JUCITAILITHEL (MOYJIsT)

a) OCHOBHASN JIUTEPATYpaA:

1. Heperuna, T.I. OCHOBEI CCPBHCHOH ASATENPHOCTH: Y4eOHO-METONUYECKHI KOMIIIEKS /
T.I'. Heperuna. - 2-¢ u3p., crep. - M.: ®nunra, 2014. - 162 ¢.. - ISBN 978-5-9765-1415-7. - PexumM
noctyna: http://biblioclub.ru/index.php?page=book&id=363395

2. Tapanosa, .B. Cepeuconorus: yueGuux / .B. Tapanosa, A.B. Tpyxaues. - Ctaspo-
moms:  Arpye, 2013. - 296 c¢. - ISBN 978-5-9596-0863-7. - Pexum pgocryma:
http://biblioclub.ru/index.php?page=book&id=232927

3. CepeHcHas neaTelsHOCTE: Yaebroe mocodue / mox pen. B.U. llteituronsna. - Hosocu-
bupcx: HITY, 2013, - 130 c¢. - ISBN 978-5-7782-2225-0. - Pexum NOCTyna:
http://biblioclub.ru/index.php?page=book&id=229143

0) JomoNHHTEIbHASA NHTEPATYPA:

1. Kasaxepny, T.A. Opranu3samus # IITaHHPORAHHE JESTENBHOCTH MPEIIPHITHH CEpBHCA:
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yaebHoe mocobue / T.A. Kasakesuu. - ClI6.: M "Harepmenus”, 2014, - 186 c. - ISBN 978-5-
4383-0039-7, — Pesxxum moctyma: http://biblioclub.rw/index.php?page=book&id=225942

2. Mapketunr yeayr [Dnexrpounsdi pecype] / Cunsesa M. M. - M.: Hamkor u K. — Pe-
AEM JOCTYIIA: http://www.studentlibrary ru/book/ISBN9785394020902 . html

3. IlepRoxiTaccHEIA CEPBHC KaK KOHKYPEHTHOE IIPEHMYINECTBO [ODNEKTpOHHEBIN pecype] /
Jdxor Iloym; Ilep. ¢ amrm. - 5-e m3a. - M.: Anemmna [labmuamep. — PexwmM nmoctyna:
http://www.studentlibrary.ru/book/ISBN9785961422696.html

B) NEPHOIHIECKHE H3JAHHA

1. «[ocTanuna W pecTopaH: OH3HEC W ynpakleHue» - UsmarenbeTBo OO0 «HMzaarenseTBo
XocnrranaTyy. Bexymuii cnenuaT3upoRaHHbI XKyPHAI 151 TpO(EeCCHOHAIOB HEIYCTPHH TOCTe-
HPUAMCTBEA.

2. «loctunmvnoe neno» - U] «Ilaropamax. IlpodeccuoransHBId KypHaT WIS CEMHAIH-
CTOB B OPTaHH3aI[HOHHOM, MapKeTHHTOBOH M (HHAHCOBO-XO3SICTBEHHOH cdepax NesSTeNBHOCTH
IPEANPUATANR HHAYCTPHH FOCTEIPHHMCTBA.

3. «Otgen npomax» - MU]J1 «Pectopannsie BemoMocTu». W3nanve, npennazHadeHHOE ISt
IpodeCCHOHAIOB PECTOPAaHHOIO M TOCTHHHYHOTO BH3HECa.

4, «Oremp» - M3naTemscTBo «Xoammu [Ipecer. Ilepuoandeckoe A3aHIE, TOCBAIIEHHOE BO-
IpocaM TOCTHHIYHOrO OH3HECA M MHIyCTPUH TOCTEIIPHIMCTEA,

5. «Orens. CoBpeMeHHEI Ou3necy - M3natenscreo OO0 «Hama aenosas mpecca». Crre-
HA3UPOBAHHEIH WypHaT I IpodecCHOHANIOB OTeNBHOTO OH3HEeca.

r) mporpammuoe odecnedeHne u HuTepHer-pecypesi:

1. HurepreT-w3naHre 0 BEICOKMX TeXHOIOTHX http://www.cnews.ru.

2. MadopmManvoHHO-KOHCAITHHIOBEI IEHTP II0 3JIEKTPOHHOMY Om3Hecy http://www.e-
commerce.ru. ’

3. HudopmMaunoHHO-CIPABOYHLIE OTpacieBile VIHTEpHET-OPTANE NO CCPBHCHON jed-
TCILHOCTH.

4. WrdopmanmonHsli copaBodHUK «CaHATOPHO-KYPOPTHOE NEUCHHMEN.

5. Tocturnna ¥ pectopan: Ousnec U ynpasieHHe // http://prohotel.ru/catalog-8723/0/.

6. Kypoptasie Benomoctn // 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. MATEPHAJILHO-TEXHAYECKOE OBECIIEYEHUE
JACTIATLINHLL (MOYJIS)

Jns MaTepHaIbHO-TEXHMYECKOTO ofecnedenus AUCIMUIHHEl «CEpBUCHAS JETEBHOCTE
HCTIONB3YIoTCA ayauTopus ¢ [IK ¥ KOMIBIOTEPHBIM NPOSKTOPOM, HaGODEL CNafiioB 1S JTEKIIHOH-
HBIX H OPAKTHYECKMX 32HSTHIH, OTPAKAIONINE HAYYHYIO W NPHKIAJHYIO NPOBIEMATHKY HAHHOTO
Kypca, bubnmorexa MuetutyTa Manoro u cpenero 6usneca Bal'y.
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