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1. HEJHA OCBOEHHUS TMCUUAILIHHBI

Heabro aucumnnmnne: «CepBHCHAS AeATENBHOCTE SBIISCTCS opmuporatue y ctynenros

KOMIETEHLMH B 06nacTh Oynylieil npodeccroHabHoM ACATCNBHOCTH B FOCTUHHYHOH cepe.

3adauu OUCHURAUNS! 3AKTIOYAIOTCS B PasBUTHH CIEAYWIUHX 3HAHUK, YMEHHMH W HAaBLIKOB
CTYNEHTOB:

- M3YHMCHHC TCOPCTHYECKHX M [IPAKTHUECKUX OCHOR OpraHy3ailliH CEPBHCHON AeATENLHOCTH
Ha NPCANPHATHSX KOHTAKTHOH 30HBI;

" M3YHEHHC OCHOBHBIX 3TaNlOB PA3BHTUS CCPBHUCHOI! AEATEJILHOCTH,

- OCBOCHHE ($OPM OpraHH3aLMH 00CIYKHBaHHS norpedureneit yeayr u COBPEMEHHBIX
MCTOLOB CEPBUCHOM AEATENBbHOCTH;

- YCBOCHHC NOHSTHA KOHT&KTHOHM 30HBI CEPBHCHBIX NPENNPUATHH, ICUXOIOIHYECKOI,
ITHYCCKOH U 3CTeTHYECKOH KYJBTYDPBI CCPBHCA;

— OCBOCHHME HOBBLIX BHIOB YCIIYT W TPOIPECCHBHBIX dbopm obcnyxupanus s CCPBUCHOI
HEATENLHOCTH.

2. MECTO JUCUUIIJIMHBI B CTPYKTYPE O OII BO

Hucuymmina «CepBHCHAS AESTCIBHOCTEY npencTasister codoit Baxuyw vacts OIOII o
HANPABICHUIO  MOArOTOBKH 43.03.03 T[ocTMHMYHOE 1eno ¥  oTHOCHTCS K 0Ds3aTeNLHBIM
JUCIHMILTMHAM 0a30BOH YacTH.

OTa  [WCHMIINHA MMEET JIOTHYCCKHE U METOAONOIHYCCKHE  B3aMMOJACHCTBHSI ¢
JUCHMIUTMHaMHU "BBejieHne B rocrenpuumceTBo”, «Opranusanus paGoThb! CTyx0bl TipHeMa wu
pasMeleHus», «MHHOBaUMl B rocTHHUYHOM 1enen, "MapKeTHHI' TOCTHHHYHOTO OpeanpusaTHs",
"CravziapTusalus u KOHTPONb KauecTa FOCTUHMYHBIX yenyr", "Opranuzaums U TexXHOMOrMs
pecTopanoro obenyxupanus” u apyrue.

Bee artu mucnummune POPMHPYIOT CXOMHE KOMIIETEHIMH. M3yuenue nporpammuoro
MATCpHata  JHCUMIUIMHEL «CepBUCHAA NEATENBHOCTE» B COYETAHMH H B3aMMOAEHCTBHH ¢
BBIUICHA3BAHHBIMU KYPCAMH CHOCOOCTBYIOT (POPMHPOBAHMUIO Y CTYAEHTOBR 3HAHHH M yMeHMH,
HEOOXOIMMBIX U151 Gy yHeit NPO(PECCHOHANLHON NEATENLHOCTH B FOCTHHHYHOI cepe

3. KOMIIETEHUHMH OB YYAIOLIED OCsl, POPMHUPYEMBIE B PE3VJILTATE
OCBOEHUSA AUCIIUTLIIMHBI (MOIYJIA)

B nponecce ocroenns mammoit AMCUMNNIKHHBL CTYACHT (opmupyer u JeMOHCTPUpYET
CIeLYIOUIHEe OOLEKYIbTYDHBIE M IPO(hecCHOHATBHBIC KOMITETEHITHH:

TOTOBHOCTBIO K CEPBHCHOH JIEATENBHOCTH B  COOTBETCTBMM ¢ ITHOKYJIbTYPHBIMH,
HCTOPUHCCKUMH W PJIMTHOSHBIMH  TPAJHNMSMY, K BBISBIEHHUIO notpedHocTel notpeburens,
(GOPMHPOBAHHIO TOCTHHUYHOTO HPOAYKTA, PA3BUTHIO KIMEHTYPHLIX OTHOLIEHH (I1IK-6);

FOTOBHOCTBIO IPUMCHATE COBPEMCHHBIE TEXHOJIOTHH TOCTHHUYHOIM JNEeATENbHOCTH B pabore ¢
notpedurenem ([TK-7);

POTOBHOCTBIO K IPHMCHEHHIO HHHOBAIMONHBIX TEXHOMOIHH B FOCTHHHYHOIN QCATCNBHOCTH U
HOBBIX (hopM 0OCTYKHBaHKS NOTpeGHTE N CH (IIK-11).

B pesynabrare ocsoenus mamnoil amenmnIHHL odyvarowuiics nomken JeMOHCTPUPOBATE
CICAYIOINHE Pe3ybTaThl 00pa3oBaHus

3nare:

- BUALL YCIIYT U CEPBUCHOM AEATENLHOCTH, UX XapaxTepucTuru (ITK6);

- [IPEANOCHIIIKA BOSHHKHOBEHHUS W PAa3sBHTHA CEPBUCHON ACATCIIBHOCTH, HCTOPHIO Pa3BHTHS
cepruca (I11K6);

- 0CODEHHOCTH OBCIIYKHBAHUS C yHeTOM STHOKYTBLTYPHBIX, UCTOPHYECKHX M PEIIMTHO3HAIX
Tpaguuui (11K-6)



- GOpMBI U MeTONbI 06CMy)HBaNM, XapaKTepHCTHKH KaYeCTBa OOCNYKHUBAHUS, OCHOBHBIC
MOTPeOHOCTH mOTpeGuTes, CTPYKTYPY OOCIYKHBRHUS C YYETOM COLMANBHBIX M MHBIX thaxTopos
(IIK-7);

- XapaKTEPHUCTHKY COBPEMEHHBIX TCXHOJIOrHEH npenocrasnenus yeayr (ITK-11)

- HOBBIC TEXHONOTUMY B chepe YCIYT HA NPEIPHATHAX FOCTHHUHOH unayctpuu (IIK-11)

- IOHATHE KOHTAKTHOM 30HBI, HPO(ECCHOHATEHYIO STHKY M 3TUKET, 3CTETHKY 00CITyKHBaHus,
OCHOBEI KOHGJMKTONOrHY (TTK-11)

Ymern:

- nuddepennuposars PasMHBIE CEPBHCHBIC TEXHONOTMH W (OPMEI o0cyKuBaHus
Knuentos (11K-7);

- HCNONb30BATE PA3HBIC NPHEMDbI M3YYCHHS NOTPeGHTENbCKUX 3apocoB, 0OpalaThed
KIMEHTaMH B CITy4ae MX HEYNOBOILCTBHs U xanob (11K-1 1);

~ IIPHMEHSATE METONB! JIMATHOCTUKH 1TOTPeGHOCTEH NOTpedUTENEH, MOTHBOB NOTpeGHTEICH
YCIYT, BBIACTATD INTABHBIE NCHXOIOIHYECKHE 0COBEHHOCTH norpedutens (11K -6, [TK-11)

- TPAMOTHO CYAHTL O BAXKHEHIINX aCHeKTaX CEPBHCHOIQ MPOU3BO/CTRA, & TAKIKEC KAuecTRa,
fe30nacHocTH | KynsTypbl 00cnyxkusanus ([1K-6, [TK-1 1)

- OCYLIECTBIATE NPOJBMIKEHHE YCITYT, OPraHH30BBIBATE H [IpoBOANTE neperosopsl ([TK-11)

- IPHMEHATH NPO}ECCHORANBHBIE 3HAHUS B chepe opranuzanun obenyxuBanua, paborarts B
KOHTaKTHOH 30H€ Kak B cdepe peatusanun CEPBHCHOH AeaTenbHoctH ([TK-11)

Baagers:

- KOHIIENITYaThHBIMH OCHOBAMY OPraHH3allMH MPeI0CTABNEHU YCIIYI ¢ y4eToM TpeboBaHMi
notpedutened,  COBPEMEHHBIX MHQOPMAMOHHBIX M KOMMYHHKAIHOHHbIX TEXHOJIOrHiA,
NIPUMEHAEMBIE B JIEATENBHOCTH OPraHU3alui, OKa3bIBAFOIILHX YCIYTH B rocTHHHYHOH chepe (TTK-6,
IK-11)

- TIpHEMAMU ICTIOBOIO 3THKETA, KYNLTYPbI PEvH, CIyKeOHBLIX OTHOLICHUI B npolecce
B3aMMO/ICHCTBHS C KNHEHTAMH U COTPYAHUKAMH NPEANPUATHH FOCTUHHYHON nHaycTpuH ([TK-1 1).

4. CTPYKTYPA U COAEP/KAHUE ANCHOUILIAHBI

MakcumansHas yueGHas Harpyska no JaHHOMN JAHCHHIIMHE cocTaraseT 252 vaca. Us nux:
KOIMHECTBO ay IMTOPHBIX HacoB 126 U3 HUX: 54 4yaca JIEKIMOHHBIX 3aHATUH, 72 Yaca NpaKTHYECKUX
3aHATHH. KonnuecTro yacos, oTBOgHMOE Ha CaMOCTOATE/IBHYIO padOTy CTYAEHTOB, COCTaBIgeT 99
“acoB. Mrorosas aTTecramMs NO NpeAMETY JK3aMEH. Ofwmas TpynoeMKOCTE AHCIMTLIMHEL
cocrapiAeT 252 yaca WiId 7 3a9eTHBIX eQHHMLL.



Ne Paznen pucLmnnutel Buae yueGHoi paboTsl, Obbem Dopma
BKNFOYaA yuebHoii TEKYLIEro
CaMOCTOATENBHYI) paboTy | paboTsl ¢ KOHTPONSA
E. CTYIEHTOB NPHMEHEHH | YCMEBAEMOCTH
o b 1 TPYAOEMKOCTB {B Yacax) em (no Heaenam
§ § N > MHTEPaKTH cemecTpa)
5 = = = BHBIX Dopma
] 5 = 3 = & O § METOA0B (B | MPOMENKYTOUH
z 21 E5 B = | vacax /%) | oii aTtectauun
;_i: % E 53 © o (no
= E ceMecTpam)
1. | Pazaen 1.  Teopernueckme | 3 12 ] 12 19
OCHOBBI CEPBHCHOI
AeATEALHOCTH
Tema.l.1, CepsHc Kak | 3 1-2 | 4 4 4 4 (50%)
cneurdrIecKkuii 32}
AEATENBHOCTH
Tema 1.2. Ponb w npemnocwiaku | 3 34 4 4 4 4 (50%) peHTHHE-
pPaIBHTHA CEPBHCHOM KOHTPOJB Nel
JEATENILHOCTH
Tema 1.3. Hcropus paseurus | 3 56 | 4 4 2 4 (50%)
cepBuca B Poccun
2. | Pazaen 2. Yeayra Kak | 3 249 | 24 26
crieuHprIecKuii NpogyKT
CEPBHCHONH AeATENBLHOCTH
Tema 2.1. Crpykrypa cdeps | 3 7-8 | 4 4 2 4 (50%) peliTHHr-
YCIYr U knaccuuKkaluns THIIOB | KoHTpONs Ne2
BHI0B YCITYr
Tema 2.2. PriHOK yemyr 3 9- | 4 4 4 4 (50%)
10
Tema 2.3. KauecTso v ouenka 3 I1- | 8 3 I2 8 (50%)
Ka4ecTsa ycayr 14
Tema 2.4. CeparcHoe 3 I5- | 4 4 8 4 (50%) peHTuHr-
NpPOM3BOICTBRO 16 KOHTpOJIb Ne3
Tema 2.5. DpdexTHRHOCTE 3 17- 1 4 4 - 4 (50%)
CEPBHCHOH NeATeNIbHOCTH 18
Hroro 3a cemectp 36| 36 36 36/50% 3avyer
3. | Pazaen 3. Ocuosnl 4 101 20 28
OpraBN3auHH CePBHCHOM
AesTeNBHOCTH
Tewma 3.1. Opranusauns 4 14 | 4 8 8 8 (66 %) peHTHHI-
oBcnyxnsanus notpebureneii KOHTpOnb Nel
yenyr
Tema 3.2. Opranuszauus padouero 4 56 | 2 4 8 4 (66 %)
MECTa Ha NPEANPUATHH CEpPBUCa
Tema 3.3. HudopMauuonsbiii 4 7-8§ | 2 4 4 4 (66 %)
CEpPBHC
Tema 3.4. Hosble Buasl yenyr u 4 9- 2 4 8 4 (66 %)
NpOrpeccHBbIe GOPMEI 16
o0cayxunBanus
4. | Pasges 4. DTHK2 M NCHX0J0MHS 4 8 16 38
CEPBHCHON AEATENLHOCTH
Tema 4.1 MNpodeccronansnoe 4 I1- | 2 4 10 4 (66 %) pEATHHI-
NOBEREHUE M ITHKET 12 KOHTPOTBNe2
Tema 4.2, Kyastypa o8wenns ¢ 4 13- 2 4 8 4 (66 %)
KNHueHTaMu 14
Tema 4.3. KontakTHas 30Ha 4 15- | 2 4 6 4 (66 %)
| 16 J




Tema 4.4. Hanobbl v kOHGIMKTLI 4 17- | 2 4 11 4 (66 %) peATHHT-
NPH ODCTYRMBAHMH KITMEHTOB 18 KOHTPOJIL Ne3
FOCTUHHYHOH cihepe
Hroro 3a cemectp 18] 36 63 36/66% Ixsamen (27)
HTOTro 54| 72 99 72/57% 3aver,
3IK3ameH (27)

Conepxanne QHCHHLINHLI
Paznea 1. Teoperuyeckne ocHorr CEePBHCHOH JesTeJLHOCTH
Tema.1.1. Cepeuc xak CHCUMDHYECKHI BU IEATELHOCTH.

HesrenpHocTs yenopexa. CTPYKTYpa JMedTeqbHOCTH ueloBeKa: CYOBEKT, 1ENh, CPEeACTRO,
AeHicTBye, pesysstar. [loTpeGHoCTh U ee 3Hauenue B paseuThu cepsuca. Ilowstue u cymmnocTs
CEPBHCHOH estTenbHocTH. [IpoTusopeyuns CEPBHCHOH JI€ATEILHOCTH,

Cepeuc xak aesTensmocts. CepBucras aesTenbHOCTE Kax GopMa ymosnerBopenus
norpedHocTel. Kinaccubukauns u X8PaKTCPUCTHKA NOTPeGHOCTEH B ycnyrax u B CEPBHCHOM
00CIIy)KHBAHHH

Tema 1.2. Pons u npennocriixu Pa3BHUTHS CEPBUCHOM AEATENBHOCTH

Vicropus pasentns cepucHol esTelbHOCTH H €¢ OCOOEHHOCTH Ha 3Talax Pa3BUTHA
LMBHIM3AIMK OBLIECTBA. DTaNBl PasBHTHS IMBHIH3ALHY: AOUHIYCTPHATbHBIA, HHAYCTPHANLHBIH,
NOCTHHAYCTPHATLHBIH,

DTanbl COUUATICTUYECKOIO Pa3sBUTHA Chepbl ycrmyr. Poslb cepBHCHON JlesTelnHOCTH B
COUHANBHO-3KOHOMHYECKOH KH3HHU U COLMATIBHEIC IPETOCBINKH €€ Pa3BUTHS.

CepaucHble c1yxKO5I Kak HHCTUTYT (POPMUPOBAHHS PA3YMHBIX noTpedHocTel yenoreka

Tema 1.3. Mcropus passutus ceppHca B Poccnmn

OKOHOMHYECKAs HCTOPHA  KIACCOBOLO obuiecrea B Poccuiickoii FiMnepun.  Dramnm
COLHANHCTHYECKOTO  pasBUTHA  cdepsl  yoryr. Victoprueckue ocofennocty  BOHMKHOBEHHS
CEPBHCHOH JleaTensHOCTH B Poccun.

Pazpen 2. Yeayra kak CNENHPUIECKUI NPOAYKT cepBUCHOMH NeaTeaLRoCTH
Tema 2.1. CtpykTypa ciheps YCIIYT M KTaccHQUKALES THIIOB H BUJIOB YCIIyr

Crpykrypa cdepsr yemyr, Knaccudukaums tunos u pugor yenyr. PeanpHoe priHOuHOE
IpoCTpancTBo. BupTyanbHoe pelHOuHOE npocTpaHcTBO. [loTpebutensckue cpoiicTra YCIIYTH,
JKu3nennslii uukn yemyr.

Husepcudrikauns cepBucHON qeATETbHOCTH.

Tema 2.2. PeiHok yeyr

PrIHOK ycuyr u ero xapakTeprcTni,

Muposo# peiHOK yenyr: CTPYKTYpa, OCHOBHbIE TCHIEHIUM, HEPCNEKTHRL W pobireMel
PASBATHA COBPEMCHHOTO MUPOBOTO PhIHKA yeiyT. Pone u MecTo Poccuy Ha MHPOBOM DEIHKE YCIYT.

CospemenHelii ppiHoK yenyr Poccuu: COCTOSIHHE, MPODNEMBI ¥ [IEPCIIEKTHBBI PA3BHTHS.

Bnanumupckas  o6acts: COCTOAHME,  [OTEHUHAN W [IEPCHEKTHBDI pasBUTHA
NOTPEOUTENECKOTO PhIHKA YCIYT peruoHa.

Tema 2.3. Kauectso u ouenka kavecrra yCiIyr

KauecTso yenyr: ocnosmsie noaxoms: k H3YHCHHIO TOHATHA. OOBEKTHEHOE M CYOLEKTHRHOE
Ka4eCTBO.

DaxTopel, HPOpMUDPYIOLIHME KAYeCTRO ycryr. lpuHIHITE! COBITOBOH MOMHTHEH NpennpusaTHii
cepeuca. KagecTeo w nokasatenu xavecrsa yeayr. Mozgens kawectBa yemyr. MeTomsl oleniu
Ka4ecTBa yCIyr.



CrannapTel oOCTy®UBaHUs: TOHATHE, 11€H, 0OLEKT H YPOBEHb CTAHAAPTH3aLHH YCJIVT.
®eacpanbubii 3akoH "O cTangapruzanuu B Poccuiickoit ®enepanmu” ot 29.06.2015 N 162-03

[lonatue cepruduramun yenyr. Obssarensuas u 100poBONBHAT cepTH(HKauus B cdepe
YCIIyT. JIneH3HpOBaHHE OTACTLHBIX BUIOR JesTe/bHOCTH.

3akod P® o1 07.02.1992 N 2300-1 (pex. ot 18.04.2018) "O sammurte npas riotpebureeii”

Ynpasienue KaueCTBOM yCIyT, KOHTPO/Ib CTaHJapTOB M D€30IaCHOCTH 00CTYXHRAHHUS

Tema 2.4. Cepsucnoe npou3goacTRo.

Ilpouseoncteo.  Tlpon3BoAcTBEeHHBIH — HPOLYKT. Topap wm  ycnyra kak  Buasl
MPOU3BOACTBEHHOIO mHpoaykra. Kanutan B npoMsBojcTse. Coneunduxa obopora xanmrtana B
CCPBUCHOM  IIDOM3BOACTBE. MHTCNNEKTYyalbHBI KaNHMTan W €ro npuMeHcHHe B CEPBUCHOM
AEATENLHOCTH.

CTOHMOCTE B TpPOM3BOJACTBE TOBAPOB H ycuyr. Tpynosas TEOPHUA CTOHMOCTH M €&
MPHMEHEHWE B IPOU3BOACTBE YCIIyT. M3/epKKH IPOH3BO/ICTBA B CEPBUCHOM ICATE IbHOCTH.

Uena yenyrn. Lennocts yenyru.

CepBrcHas opranu3anms, eé OCHOBHBIE XapaKTEPHCTHKH,

[lonsitne npennpusarua. CepsucHoe npenmpustie. Bumsl CEPBUCHBIX IPEANPHATHH H
crenuuKa OpraHu3aluy IPOU3BOJCTBA HA HHX.

Maiioe npennpusTHe, OpraHU3aMs IPOU3BOICTEA, YOPABJICHHE W 3HAYEHWE B CEPBUCHOM
AKOHOMHKE.

Opanyafi3uHr ¥ GpaHYaH3UHIOBBIC NpPEINPHATHA B CCPBHCHOM  MPOHU3BOJCTBE.
Opranusanus, ynpapicHHe # 3HAUCHHE B CEPBHCHON 3KOHOMHMKE.

Tema 2.5. DdPeKkTHBHOCTE CepPRUCHOI NeATENBHOCTH

OPGEKTHBHOCTE  CepBHCHON NeATENLHOCTH M ce oleHka, Buemmss 3¢ PeKTHBHOCTD.
BryTtpenuss s¢peKTHBHOCTS.

lonsitae counanbuoi 3 GeKTHBHOCTH CEPBUCHON NeSTENBHOCTH,

OueHka yIOBIETBOPEHHOCTH NOTPEGUTENA yCIyroi. MeTosl OleHKY YIOBIETROPEHHOCTH
noTpedUTeNs YCIyToM.

Paznen 3. OcHOBBI 0praHU3aLHY CePBUCHOI TeATEIbLHOCTH
Tema 3.1. Opranmzanus o6cnyskuBaHmS noTpeGuTeNeit ycnyr
[Ipouecc obcyxupanus. Lens, 3a1aun 1 TpUHIMITLL npouecca 06CyKUBaHUS.
Kmaccnuxanus u xapaktepucTika GopM o6y KUBaHAA noTpeduTeNe: Mo MeCTy OKa3aHus
YEINyT, Coco0y HpHEMa 3aKa30B Ha YCIYTH, CPOKaM HCIONHEHHS 3aKa30B, 110 METOaM OpraHH3alHu
B3aMMOICHCTBHS ¢ IOTpeOHTENEM, [0 CrIocobaM pacyeTa, KOMILUIEKCHOE odcyKMBaHHE.
CyIHOCTE, BHABI # METOIBI MAPKETHHTOBBIX HCCIIENOBAHMIL. Ynyumenue obciryXUBaHus Ha
OCHOBE MAapKETHHTOBBIX Hccnefoanuid. KadecTso ofcayxuanus mnorpeBurencii. Yporenn
00CIy>KMBaHMs TOTpeOUTENEH.
Tema 3.2. Opranusanus paGouero MecTa Ha NPENIPUATHHI cepBHca
Hayunas oprammsanus Tpyma u ee dywkumm. SproHomuxa padouero Mecra: TOHATHE U
GyHKIHH,
YcnoBus W pexuM  Tpyaa  06CIVKMBAOLIETO IepcoHana B pasnuuHbX  cdepax
00CTyKUBAHUA.
Tema 3.3. Mudopmanmonnsrii cepruc
VnpopMmannosnaei CEpBHC 17} HHTEPHET-3KOHOMHKA. OcHOBHBIE  DJICMEHTHI
HB(GOPMaLMOHHOrO cepBrca. MeXaHn3M MHGOPMALMOHHOTO cepBHca



OcroBHBIE Brbl BHYOPMALHOHHBIX yeuyT. | [udposrzanus YCIAYT ¥ Pa3sBHTHE 3JIEKTPOHHBIX

CEPBUCOR,
Tema 3.4. Hosble BHIBI YCIIYT # IpOrpeccuBHbIe dopmbl 06CTyKMBAHHS

BHeApeHHue HOBBIX BUIOB YC/IYT H TPOrPECCHBHBIX (popm obenyxuBanus. UHHOBALMOHHLIE
IPOUCCChl KaK (paKTOp H3MEHEHHS CEPBUCHOM NeSTeNbHOCTH

Vnnosauuu B rocTuHRYHON chepe. [Tpuunns coznanus u BHEIPEHMs HOBBIX YCNIYT. BiHsnue
BHEIPCHUA HOBBIX BU/IOB YCIIYT M (JOPM 0OCTYKHBAHMA.

DOpMHPOBAHHE CTPATErMH ¥ TAKTHKH yNpaBleHHS NPEANPHATHAMH CEPBHCA, OCHOBAHHBIX
Ha BHEAPCHUU HOBBIX BHIOB YCIIYT.

Paszaen 4. d1uxa n nenxonorus cepsrcnoii nesTensHOCTH
Tema 4.1 IIpodeccuonansroe mose/ieHne 1 yTuKeT

ITonsTue mpodeccHonanbHoTro U 4CI0BOTO STHKETA., Hopwmbl 1 npaenna npodeccuonansuoro
3THKETA. DTHYECKAs KyJIBETYpa cepBRica.

Crentuduxa aenosoit stuku. OBime npoGreMs! NMpoeCCUOHANLHON ITHKH

OcHoBHBIE KaTeropuy >THKH. I1poQ)ecCHOHANBHAT THKA. CywmHocTh npodeccHoHaIBHOM
ITHKH pabOTHHKOB 06cTyxuBanus. Kojeke NpOQECCHOHANBHON ITUKH.

Obume npaBuna cnyxeGHON KyIbTypbL.

Kirouesbie GakTophl HMHKA.

DTHKA 1 STHKET TenedOHHOTO PasroBopa. ITHKET COCTABIEHHA ACIOBBIX HHCEM ITHUCCKHE
npo0iemMbl HHPOPMALIHOHHOTO CEPBHCA.

Tema 4.2. Kynsrypa o61menus ¢ KuenTaMu

Homsttue o kynbType obienns. KynisTypa o6iuenus PabOTHHKOR ¢ KIIMeHTaMu. KoMIOHEHTEI
KYIBTYpPDbI 0Otuenns. BosaeficTere KynbTyphl Ha nosencHue NoTpeduTeNs,

OCHOBBI KOPTIIOPATURHOMN KYNbTYPbI FOCTHHHYHEIX npeanpustiit. OblecTBeHHAsS penyTalts
(vpmer. [TpoGnema counansHoM OTBETCTEEHHOCTH. Kynbrypa peuu cnetmanicra Ha npenpusTHix
H OpraHM3alusaX roCTHHON HH/YCTPHH.

Tema 4.3. KonraktHas 30Ha

TToHsiTHE O «KOHTAKTHOM 30HE». PA3HOBMAHOCTH KOHTAKTHON 3OHLL Hpoctpancrso
konTakTa. ObLenne 1 B3aUMOACHCTBHE ¢ KNIHEHTAMH. B3aHMOOTHOINEHHS ClICHMATUCTA 10 CEPBHCY
M KJIMEATa B TIPOUECCE OCYLIECTBNEHUS CEPBUCHON NeATENbHOCTH. OCOGEHHOCTH JIMUHOCTHBIX
XapaKTepHCTHK paGOTHHKOB KOHTAKTHOH 30HbI IIpodeccHOHANBHOE MOBEIEHME paboTHHKA
KOHTAKTHOH 30HEI

DTUKET pabOTHUKA KOHTAKTHOHN 30HEI.

Tema 4.4. Kano6b1 1 KOHPIHKTE TpH 0DCIY>KHBaHMU KIIMEHTOB

[Torstue o xanobe. [loHATHE O koHpaukTe. Kondmuxronorus. [MosuTHpHas CTOpOHA
KoH(pnukTa. Tunonorus xoH$IHKTOB. Buzsl KOHGMUKTOB. Ilpuuuner koHdankToB. Croco6b
paspelueHus KOHGMHUKTOR, KonduMKT B CepBUCHOM IeATEIBHOCTH.



5. OBPA3OBATEJILHBIE TEXHOJIOTUU

B cootsercrBuu ¢ TpeBoBanuamu OIOC BO no manpasnensnio moarorosku peanuzanug
KOMIETEHTHOCTHOIQ MNOAXO0AA JOJKHA IPENYCMATPUBACT IIHPOKOE UCIONL30BAHHE B y4eBHOM
IPONCCCE aKTHBHBIX H HHTCPAKTUBHBIX (OPM NPOBEEHNS 3aHSTHIL

IIprmep HCONB30BAHUS OCHOBHEBIX AKTHBHBIX 1 HUHTCPAKTUBHBIX METOJOR B JIEKIIMOHHbIX U
MPAaKTHYIECKAX 3AHATHAX (AYMTOPHbIE 3aHSATHA) {obwee komadecTBo 72 yaca 3a onuH CceMecTp) 1o
pasnenam

Paznen Merton (hopma) Ooee
Konuuecteo wacos
(mo paznenam)

Paznen 1. Teopetuueckue | Jlexnuu c OpyUMeHeHreM | 24
OCHOBLI CEePBHCHO HHd)OpmauHOHHo—}cOMMyHHKauHOHHme
e TeILHOCTH TeXHONOTUH. CeMHHAD-THCYT.

Pazmen 2. VYeryra kax Jlexunonnsie, cemunapckue samstas ¢ | 48
cnennHuecKuil NPOAYKT | IPUMEHEHHEM vHGOpMalnorHo-
CePBUCHOI NeATeNLHOCTH KOMMYHHKaIIHOHHBIX TEXHONOTUH
(MyIbTHMEHA npeseHTauus). PaBora r
MAEIX rpynnax. CemuHap.

Paznen 3. OcHosrr | Jlexkmuu ¢ IpHMeHeHueM | 30
OpraHH3alluN CEePBUCHON | MH(OPMAIIMOHHO-KOMMYHHKAHOHHBIX
AeATEILHOCTH TexHostorul. Cemunap. Jlenosas urpa.
Pazpen 4. Ituka v neuxonorus Jlexumonuere, CEMHHApPCKHUE 3aHATHA ¢ | 24
CePBHCHOMH NeATeJLHOCTH TIPUMEHCHUEM HUH)OPMALIUOHHO-
KOMMYHHUKAUHOHHBIX TEXHOIOIMK
(MynapTHME (M2 npeseHTanus). Pabora g
Maneix rpynnax. Tpenunr. Cemunap.
Henogas urpa. J

OcHoBHBIE BHABI yueGHO paboThl M0 AUCHMIITHHE «Cepeucnan  Odesmeabrocmpy»:
NpOGIEMHBIE IEKIUH, NEKIHH H IPAKTHYCCKHAS 1aHATHS ¢ npumenenueM MKT, nexuus — quckyceus
aKTHBHBIC METOJBI NMPOBCACHUS 3aHATHH, 3aHITHA 33 KPYIIBIM CTONIOM, OOY4YEHHE C MIMPOKHM
HCIIONBL30BAHNEM CHTYAIIHOHHEIX 33724,

Y aeiwHbIH Bec 3aHATHI, TPOBO/IMMBIX B MHTEPAKTUBHBIX (hopMax, ONpENENIAETC THABHOM
HENB0  (MUCCHEH) IpOrpaMMbl, OCOBEHHOCTDHIO KOHTHHTEHTA OOY4alouMxcs M COmep)KaHHeM
KOHKPETHLIX IHUCLHIIIHH, ¥ B LIE0M B Y4eOHOM NMPOUECCe OHM TOJKHEL COCTaBJIATE He MeHee 20 %
AyIWTOPHBIX 3aHATHH (Onpeaenseres TpebosanusmMu PIOC ¢ yuetom cieundbuxu OTIOIN). 3ansTug
JICKUMOHHOTO THIIA IS COOTBETCTBYIOWMX IPYNI CTYNEHTOB COCTABISIOT 50 % ayauropHbIX
3aHATHH (onpenensercs cootsercTRyomnM OI'OC).

Ilpu urennn nexumit cnenyer ITHPOKO HCMONB30BaTh PasHOOOPA3HBIC HAISHBIC yueOHbIe
nmocobus  (pa3gaTouHsii MaTepHan) W Npe3CHTALMOHHBIH Matepuan. Psan  jgexkuuoHHBIX W
MPAKTAYECKAX 3aHATHH NPEANONAraeT COBMEIMIEHHE TeX HIIH MHAIX METO/I0B, KaK OpPaBHIIO, 3TO
podIIeMHAs JIEKIHS ¢ IPUMEHEHKeM MeToxos UKT.

C nenero dopmuponanus u Pa3BUTHA IPODPECCHOHANBHBIX HABBHIKOR obydaroImxes, B
Y4COHOM NpoIecce OMKHBI IIMPOKO MCIIONb30BATHCS AKTHBHBIC W HHTEPaKTHBHEIC (QOPMBI



TPOBCACHUA IPAKTHYECKUX 3aHATHH B TOM YMCIE: CEMUHAPHI B UATOrOBOM peXHMe, TUCKYCCHHA (B
TOM YMCIIE — TPYIINIOBEIE), 1p.

CamocrosTeabnan  pabora CTY/ICHTOB nonpasymeBacT paboTy 10Ji PYKOBOICTBOM
MPENnofasaTeIc (KOHCY IbTAllMK H IOMOIE [IPH BHITIONHEHNH MPAKTHYECKHUX 3aRaHui, IOATOTOBKU
MPC3CHTALMOHHBIX MATEPHAII0B, TOATOTOBKA H BLHIOIHEHHUE KYPCOBO pabOTBL, IOArOTOBKA K 3a4eTy
H PCHTHHI-KOHTPOIIO) U HHIHBHAYAIBHYIO paboTy cTynenTa ¢ [IK u B cetn INTERNET (pazpaborka
HHINBUAYAIBEHBIX 3K TPOHHBIX HOPTGOIHO, MY IbTHMEIHA IIPE3CHTALINH ), & TaKkKe PaboTy Hay4HOH!
oubmoreke Bnl'Y u B o6iacTHOI Hay4yHOH OubIMoTEKE.

6. OUEHOYHBIE CPEJCTBA 1N TEKYHIEI'O KOHTPOJIH YCIIEBAEMOCTU,
MPOMEXKYTOYHOI ATTECTAIUHU 11O HTOI'AM OCBOEHUS AUCHHUIIJIMHBI U
YYEBHO-METOANYECKOE OBECTIEMEHUE CAMOCTOSATEJBHOI PAGOTBHI
CTYIAEHTOB

OCHOBHBIM OLEHOYHBIM CPEICTBOM TEKYIIETO KOHTPOJIA YCIIEBAE€MOCTH SBISETCA PEHTHHT
KOHTpOJIL. Beero no auenunumue nposoautses 6 peitTuur- KOHTpOI,

3 cemectp
Heperit peiituar korTpous. [loaroToBuTs 3cce Mo BOIIpOCAM,

HcToky uenoBeYsoCTH, UX 3HAYEHHE B KUIHH obuecTsa.
IennocrtH, cozgapaeMute CePBHCHON ACSTEIbHOCTRLQ.
Pons cepriica B u3HK MHMBRIA.

Brusnne cepuca na cynnby u cuacthe roseii.

Biusanue cembyu Ha pazeuTie CepBHCa

R I S O N

Bropoii peiitunr konrpons. Bemonsenne HHJIMBUIYaNBHBIX 330aHHMIA.

Anamuz W cneuuduka oOpraHHzanuu CCPBHCHOH JICATENBHOCTH B DPa3BUTBIX WM
pasBHBAOIIKMXCA CTPaHaxX (BBIOOD CTPAHB! OCYLIECTRIACTCS CTYNEHTOM CaMOCTOATEILHO)
TpeboBanns k obopmienuIo 3a1aHUS: TEKCT MoKeH GLITS HaOpaH B TEKCTOBOM PENAKTOPE

MS WORD, Times New Roman 14, HWHTEpBa, 1,5.

Tpetuii peiiTHar KOHTPOIE.

Ionaroroska Te3ucor no npobnemam u nepernexTupam Pa3sBUTHA CCPBHCHOM JIEATEILHOCTH
(TemarHka GopMUPYeTCH CaMOCTOATENEHO, HCXOIS 13 Hay4YHBIX HHTEPECOB CTYAEHTA)
Tpeboranus k ogopmiennio craten

IlpaBuna odopmienus marepuanos: Teker crarbu OpPEe/ICTaBNAECTCSA B BUIE OTACTBHOIO
haitna B popmarte MS Word.

Obbem mybomikauny ot 4 110 6 crp., uipuT Times New Roman, kerms {pazMep bykn) - 14;
MEXIYCTPOUHBIN HHTEPBaAl — 1.5; BolpaBHHBAHME TeCT4 110 UIHPHHE; IIOJISA: BEPX. — 2 CM, HHXKH. — 2
CM, JIEB. — 3 ¢M, IpaB. — 2 cM.

Besi coepxamasca B matepuaie rpaduka — cxemsi, (bOPMYIIBI, PUCYHKHM NOTKHBI OLITH
npesacrasnensl B ¢popmarte JPEG mwmm TIFF (paspewenue ne menee 300 dpi). Bee rpaduyeckue
MaTepuanbl AOIDKHBI OBITH 03aIVIaBNEHBI M IIPOHYMEPOBaHbL CHOCKH OQOPMIIAIOTCA CILIOLIHOMN
HyMEpallned Mo TeKcTy B KBaapaTHbIX ckoGkax [1]. Croucox JUTEPATYPhl B KOHLE CTATHH,
O(OpPMIIEHHBIH B COOTBETCTBHM ¢ TpebGosannamu TOCT P 7.0.5-2008.

CTpyKTypy MarephanoR MIUPHYECKOTO HCCHEROBAHUS nenecoobpasHo BLIJIEDKUBATE B
OOINCIIPMHATOH NOrMKe: BBeeHue B npobieMy MCCNENOBAHMSA, OPraHW3alUd H  METOIb!




HCCHENI0BAHUS, PE3YIILTATEl H UX aHAJIH3, BHIBOIEL
Marepuanbl TomkHEl cogepxats annoTamuio (300-600 3HakoB ¢ npobenamMmu) B KJIK4eBsle
cioa (He Gonee 10 ¢IOR) HA PYCCKOM M AHTTIHIACKOM S3BIKAX.

4 cemectp
IlepBeiii pefiTunr KoHTPOE.
lloaroroska noxnana
Ilpumepnas memamuxa doxnados
(Modicem Gbime pacuUpena ¢ yuemom unmepecos cmyoenmos)
I Hcropuyeckoe pasputie CepBUCHOH JESATENBHOCTH H 0COBEHHOCTH € CTAHOBICHUS B
COBPEMEHHOM MHpe
2. KynsTypa cepBHCHOM ACSATEIRHOCTH B FOCTHHHLE (Ha NPHMEpPE KOHKPETHOH TOCTHHHIIBI
TI0 BBIOODY CTYHeHTa)
3. MHTepHeT-CepBHCH B TOCTHHHYHOM HHAYCTPUH
MHbOpManHOHHEIH cepBHC: IPOGIEMBI U MEPCNEKTUBET Pa3BHTHSA
AHUMaUHOHHBIA CEPBHC B FOCTHHHYHOM cdepe
I'nobanbrbie MHQOPMALIMOHHEIE CETH M CEPBUCHAS AEATENbHOCTD

S

CepBHCHAs JESTENLHOCTD B YCIOBHX [M0GANM3AMMH! TECHACHUMH W [EPCIEKTHBREI

8. bpenaupopaHHE KaK HHHOBALMOHHbIA HHCTPYMEHT IIPOJIBUKEHHUS IPOAYKTA CCPBUCHOMN
JAeATEIbHOCTH

9. TlporpeccurHbie GpopMbl OGCTYKUBAHHS B FOCTHHUYHON chepe

10. ®panyaitsunr kak GpopMa OpraHH3auHK MaToro GH3Hecd B CEPBUCHOH JEATCILHOCTH

I'l. Kopniopatusrast kyn1eTypa B cepBUCHOI nesTeabHOCTH

12. CocTossHHE M NEPCIEKTHBBI PA3BUTHA POCCHHCKOIO FOCTUHHYHOTO X03MHCTRA

13. Oprasu3auus cepBHCca Ipu IPOAAXKAX FOCTHHAYHOTO NMPOAYKTA

14. Bnugnue HanuoHANGHBIX (pErMOHANBHBIX, MPUPOIHO-KITHMATHYECKUX) 0cODEHHOCTEH
Hd OPraHH3aluK CEPBHCA

15. CepBucHad jleATembHOCTE  Kak  (akToOp KOHKYPEHTOCTIOCOBHOCTH  I'OCTHHHYHOTO
IpPEAIPUATHS

16. CoseplIeHCTBOBAHME CEPBHCA HA NIPEAAPHATHIK TOCTHHMYHOrO GH3neca

17. CepBuc KaK conMaIbHbIN heHoMeH

18. CepBrcHas neaATENLHOCT KakK cI0co6 yAORIETRBOPEHHS OBIIECTBEHHBIX NOTPEeOHOCTECH.

19. M3MepeHue pOTM CEPBHCHOW AEHTEIBHOCTH B DKOHOMHYECKOM M OBIIECTBEHHOM
Pa3BUTHH.

20. CeppHcHas 1eSTENBHOCTE KAK YacTh COBPEMEHHOMN KYABTYPHI,

21. OcoOeHHOCTH PasBHTHS CEPBUCHON EATENLHOCTH B coBpeMeHHOH Poccun,

22. Opranusauus cepsrca B0 BianuMupekom peruoue: HPOBIIEMBI U TTePCTIEKTUBBI Pa3BUTHA

23. Kauectso, Ge30macHOCTS yC/IyT H KyabTYypa CCPBHCHOH IeATC/ILHOCTH

24. DIEKTPOHHAA KOMMEDLMS KaK YacTh CEPBHCHOM JESTEIbHOCTH B COBPEMEHHOM
obiectee.

25. CepBuC B TOCTHHHLIAX, OTEJAX: HHAMBHIYAIEHOE obcnyXuBanne

26. CepsHC M OCHOBHBIC QOPMBI YEMOBCYECKOH e TETLHOCTH.

27. DTHKO-NICUXONIOTHYECKHE 0COGEHHOCTH B3aUMOOTHOIIEHHH CRCIMAIINCTA 110 CEPBUCY U
KJIHEHTA.

28. IlpodeccHOHATBHLIN KOJEKC CEIHATIMUCTA O CEPBHCY.

29. CneumanpHble HPOrpaMMBI NOSILHOCTH KIHEHTOB



30. Tocynapcteennas  nonutika & chepe  npemocTarieHus FOCYJapCTBEHHBIX U
MYHHLUMINAIBHBIX YCIYT

31. Cranaapre! okazaqus yeuyr

Tpebopanus k odpopmirenuo HOT W ER

Texer ngowiaga nomxen Gorrh HabpaH B TEKCTOBOM penakrope MS WORD, o6uwee
KOJIHHECTBO CTPaHUI HEYATHOTO TEKCTa - He MeHee 4, Times New Roman 14, uuTtepsan, 1,5.

Hoxnan momxna HmeTh THUTYTBHBIH JTHCT ¢ HAHMCHOBAHHEM BVY3a, xadenper, Temn
npeseHTauun padorsl, ®UO crynenrta u IPETIONIABATE NS, MeCTa HATUCAHMSA H roJa.

CTpaHHUBI NOMKHEI GbITh IPOHYMEPOBAHEI;  00A3aTE/IBHB!  MPABUITLHO opopmIIeHHbIe
NIOCTPAHHHbIE CHOCKH MJIM BHYTPH TEKCTA.

Ilpu ucnonszoBanuy HcTouHHKOR CICIYET B CHOCKE WIIM CCBLIKE YKA3bIBATLCH HCTOUHMHK
38MMCTBOBAHHA.

Bropoit peiitunr KOHTPOIb.

. HaszoBure npuuumnml OPraHu3auuy  OOCHYKHBAHMIO NOTpeGUTENCH 1 KOMIUIEKC
MCPOUPUATHH, HAlIPABJICHHDBIX HA PEATH3AIIHIO YTHX NPHHIUIIOB.
Ilepeuncanre daxTopsl, Brusomue Ha padoty ¢ nmorpeburenem
Hatite oupenenenne HOT
Hepeuncnure 3anauu HOT
Hepeuncnure gpyuxuun HOT
Yto BKMoYaeT opraumsanms TPYIOBBIX NPOLECcCoR?
Kakue stansr HOT Beizensior 5 Pocenn
C KakuMH wu3BecTHBLIMM MCCICROBATENAMH, NPOMBIUUIEHHHKAMH CBS3aAHO pasBUTHE
IIKOJIBL HAYYHOI'O yNIpaBIcHUS?

9. Yro BrIrOYaeT opranu3ans TPYIOBBIX NTPOLECCOR?

PN AW

1. Kakme ycmyru ACMOHCTPUPYIOT BHICOKHH YPOBEHE HHHOBAIIHH?

12. Hasosute crpany, sanuMaiomee 1 MECTO B MHPE IT0 HHHOBALIHOHHOCTH

13. Kaxoe mecto 3anmmaet Pocenu g PEHTHHI'C CTPAH [10 MHHOBALMSM B Mupe?

14. Hazosure (baxTops! yenewHocTy CCPBHCHBLIX UHHOBAIIMIA

15. [lepeuncinte kakue ¢ pameit Touxy SPEHUA HAPABIICHHS! YCNYT, MOJb3YKYTCS 32BHIHBIM
CIPOCOM B 110CHeAHHE 2-3 Toja

16. Kakue dopmer o6cnyskusanus OTHOCATCH K IIPOrPECCHBHBIM?

17. Haiite onpenesnenne "TOCTHHHUYHEIM ycayram”

18. Kakyo wnHpopmaunio MCTIONHUTENL  00s3aH JOBECTHM [0 cReneHus notpeburens
MOCPEACTBOM pa3sMELUCHHS Ha BBIBECKe, PaCIIONOXKEHHOH OKONO BXO4a B TFOCTHHHILY, WX B
NOMEMIEHUH TOCTHHUUEL?

19. Yto Takoe "6ponnposanne"?

20. Kakoe MakcMManbHOE KOIHYECTRO HOMCDPOB ZOTKHE UMETh FMOCTHHULA, OTHOCSLLALCH K
KaTCropuH «mMajoe Cpe/ICTBO pasMenienus"?

21. Hasoewure ycnosus FapanTHPOBAHHOIO H HErapaHTHPOBAHHOI'O OpOHMpOBaHHS?

22. Kakue BHABI YCIYT HCIOTHHTED FOCTHHUYHBIX yenyr obsizan 6e3 NononauuTensHoi
OIL1aThbl 110 NpOCkOC NoTpebuTes?

23. B ueM 3akmouaercy CYIMHOCTE NPOGECCHOHATBHON 3TUKY pabOTHHKOB 06CyKHBAHM?

24. Kakue TtpeBopanus NpOQECCHOHANBHON  3THKH [IPCABABIAIOTCE  pabOTHHKAM
00CITY KHBaHMs?

25. B 4em 3aknrouaercs nowsTue ITHUECKOH KyabType cepruca?

26. Yro BKAKOUaeTCs B 06mpe IpaBuna CyxebHoN KynbTyphi?



27. HazoBure ocHOBHEIE paBuita TCIEPOHHOrO STHKETA
28. Yro BKIIOYAET B cebs MAMATKA 1o KyIbTYpe 00CnyKuBaHus?
Bbmonnenne uujmMBHAyansHbIX 3a0aHH.

3apanue Ne 1.

PaspaGoraiite «mamaTki» HPOGhECCHOHATLHOTO HOBEACHHS paboTHHKA TrOCTHHHYHOH
HHIYCTPHUH.

Koutpoasusie Bonpoce::

L. Yto momkno BKmiOuats B ceby NpodeCCHOHATEHOE MOBEICHHE paboTnuka cdepsr
ceppuca?

2. OcobenHoctr npodeccHonansHoro TIOBEACHNA CICUNATIUCT FOCTUHHYHOHN cepbL.

3. Yro Takoe kynpTypa obuenns?

4. Uro takoe mobeznocTs?

Tpernit peiituar kourpoas.
Hpumeprnas memamuxa npesermaiiiii
(mosicem Bvime pacuupena c yiemoym unmepecos cmydenmog)

. Konraktras 30ma n ee ocobennocry s chepe rocTHHMMHOTO X034iCTRA.
- Ienxomnorus nponecca 00CTyKUBAHUS.
. Kanobrr u koudmuxre: mpu 00CIYKHBAHHH KIIMEHTOB.
. YCIIyIri, OpHEHTHPOBAHHEIE Ha HHIANBHIyanbHbLE, TPYIITOBBIE, MACCOBBIE MOTPEGHOCTH.
. Cnenndmka obeayxupanus Pa3HBIX COLMANLHBIX TPYMI.
- HopmaTueno-npasosas 6aza npejocrasnenus FOCTMHHYHBIX YCIYT.
- [lpaeuna npenoctapneHus roCTHHIYHBIX YCIYT.
. TpeboBanns Kk kauecTRyY rOCTHHHYHBIX YCIIYT.
. llpousBoacteo yenyr u CE€peuCHOrO nponykra. [lpoussoncreennsie acnexTer npouecca
odCIyKHBAHKA,

10. Bzanmoneticteue ¢ norpeburenem YCIIYr Kak yrnpasieHUYecKas 3a1aya.

1. CrienvansHble mporpaMmer ROSILHOCTH KIMEHTOB B TOCTUHUYHON Cepe

12. [Ipoeccuonanbhblii KoAeKe crienuanieTa KOHTaKTHOM 30HB! B FOCTHHHIE

13. CoBpeMennwiit cepauc B FOCTHHHIAX, OTENAX

14. Cucrema yiipapieHuns kauecTBoM YCITYT B TOCTHHHLE

15. PBIHOK rOCTHHUYHEIX yCIyr

16. Kopriopatupras xynsTypa B CEPBUCHOK NEATENBHOCTH MOCTHHHYHBIX KOMILIEKCOR

17. IlpoSnemp! u nepcnexTuse! paseutus COBPEMCHHOIO I'OCTHHMYHOTO CEpPBHCa

18.  llpaxtHka cepBuca ¢ YUETOM  HallHOHANBLHO-PETHOHANLHBIX  OCODEHHOCTE!
obcnyxuBaHus.

19. Opranusauns cepBuca B rocTuHuuax Brnaaumupekoro peruoua: npodneMsl U
MEPCIICKTHBELI PAa3BHTHA

20. Brusnue npoegenus MENIAYHAPOIHBIX MEPONPUATHIA HA pa3BUTHE TOCTUHMYHOM
HHTyCTPHH

OO0 ) N A R Lo R e

Tpebdosanus k odopmuennwo TIpe3eHTALIHH
Texer npesenranuu (ofuice koamuecTro CHanJoB OT 8) momsxeH ObITh HabpaH B TEKCTOBOM

penakrope MS POWER POINT.

IIpesenTauns momkHa uMeTs THTYNBHBI 1HCT © HanMeHoBanveM BY3a, xabenper, Tempr
fpeseHTanny paborst, ®UO cTymenta M IpenosaBaTess; MECTa HATHCAIHS M rojaa.

Crnaiigpl  [OMKHBL  6bITh [IPOHYMEPOBAHBL  00A3aTENbHBl  [IPABHIILHO OOpPMIIEHHBIC
IIOCTPaHHYHbIE CHOCKY HIIH BHYTPH TEKCTa.

Ilpn ucnone30BaHuM HCTOYHMKOB CJICAyeT B CHOCKE HIIH CCHUIKE YKa3bIBATLCH MCTOUHMEK

3aUMCTBOBaHUS,



CamocToareanHasn (BHeayauTopHasn) paboTa cTy/eHTOB
(0bmee xosmvecreo 108 YaCORB)
OcHoBHBIE BONpOCHI

1. Tlpupona yenyr. Oranuntensanie ocobeHHOCTH YCIIYTH OT TOBapa
2. B 4eM BBIpaXacTcs «CyBepeHuTeT noTpedHTensA»?
3. 3HayeHME CCPBUCHOM JEATENLHOCTH B YCIIOBHAX PBIHOYHEIX OTHOIHEHHIA,
4. Ilouemy ctepy yeiryr MoxHO Ha3BaTh chepoit, «rpounsBo e cBoGOIHOE BpeMs»?
5. Mctopryeckue peanocblTky BO3HUKHOBEHHS CCPBHCHOH ACATENLHOCTH B PoCCHH,
6 [laiiTe onpeaereHye nOHATHI «YCITyran, «CepBHCY», «00CTYKHBAHUEY.
7. Homenknatypa TpeGoBanuit M yCHOBHI, (opmupyIOIIas MoKa3aTenw, BIMSIONME Ha

3 PeKTUBHOCTD (BYHKIMOHUPOBAHHA NpeanpuATui chepst cepruca

8. DKOHOMHYECKAs CYIIHOCT CCPBHCHOH ACATCNBHOCTH.

9.OcHOBHBIE IPUHIKITEI Pa3paboTKy CTaHIapTa OOCTYIKUBAHMS,

10. IIpaeuna sddextusHoOro cepruca.

11. ®opmsel rocynapcTBeHHOM NOZLICPKKH COUMATBHOM chepsl B PD.

12. OcHoBHbIe MpaBa noTpefuTeNs, 3amumaeMple rOCYJapCTBOM,

13. Ocobennoctu Gopmuposanus PHIHOYHOTO W HEPBIHOYHOTO CEKTOPOB CQeps] YCIyT.
14. [IoHATHs: «KAYECTBO YCIYIHY», «KAYECTRO 00CTY KUBaHU .

15. OcHoRHEIE U BCOMOTATEBHBIE IIPOUECCHI TPOU3BOICTRA YCITYTH.

16. Opranu3alnoHHO-NPOR3BOACTEEHHbIE XapaKTePUCTHKK NPEINPHITHS chephl CEpRUCA.
17. Tlpouecc oxasanus yeayru. OcHOBB 3Tanbl i 0COBEHHOCTH.

18. KynbTypa ofcityxuBanms Kak nokasares Ka4yecTra.

19. Vnparnenue xauectrom CEpBHCA.

20. lenxonorus cepprica — OCHOBHbIE TOHATHS | 381a4H.

21. KnaccHMKaLUs MHIMBHAYAILHBIX XdPaKTCPHCTHK JIMYHOCTH YYACTHHKOB CEPRHCHOM

HEATCIILHOCTH.

30HBI.

22, TlewxoJ10THsi CEpBHCA HA OCHOBHBIX TAAX 00CITyKUBaHUS.
23. Ilpodeccronanbhas THKa u NPOIeCCHOHANRHOE TIOBEAEHYE PabOTHHKA KOHTAKTHOM

24 3cTeTHKa BHEINHETo 06uKa PabOTHHKA KOHTAKTHOMN 30HEL

25. Busbl KOHGIHKTOB B IIpolecce 00CIy)KHBAHHS H IyTH H paspeLeHus.

26. @opMeI OpraHU3alMK TPY/a B pamMKax GyHKIMOHHPOBAHHS CEPBUCHOTO NPEnNpUATHS.
27. Tlocpenuuueckue yenyru s IpEANPHHHMATENBCTBE. ATCHTCKMI 10r0BOP.

28. XapakrepucTHKa JOCYTOBRIX YCIYT B PaMKax COUMANBLHO-KYALTYPHOTO CEpBHCa.

29. MexnyHapoanslii o6men yeayramu.

30. Ocobennoctu opranuzayuu NOCACHPOAAKHOrO OOCTYIKUBAHHS,

31. BHIb! CONHANBHBIX YCIYT, NPEIOCTABIICMbIX TOCYNapCTBEHHBIMH YUPEKIEHISIMY,

32. TloHATHe W [PHHIMOBE  COMMANBHOrO OOCYKMBAHHS,  [IPe/lyCMOTPEHHBIE

3aKkoHoarenscTBOM Poccutickoi Oeneparmn.

33. INonsTHe «KOHTAKTHAN 30HaY. Pa3HOBMAHOCTH KOHTAKTHOM 30HEL

34. THIIBI OpraHU3aIHOHHBIX CTPYKTYDP CEPBUCHOTO NPEANPUATHS.

35. Tunel norpebureneit o COUHATBEHOMY TPOUCXOXKACHHIO, CTATYCY, TOXOAAM, BO3pacTy.
36. Jluynocth moTpedurtens CEPBUCHBIX yeyr. THnel morpeburtenedt no [IPHBBLIYKAM,

3anpocaM, KeJIaHHIM,

37. BoaneicTBre KyIbTYPBI Ha IOBE/ICHHE noTpebuTens.
38. OprauuzauucHHas KYJIbTYpa NpeaNpHATHSL.



39.5cTeTnKa BHEIHErO O(GOPMICHHS, MOTEPLEPA NMPEANPHATHA CepBHca i paboumx MecT

IepCoHAma,

40.3aBUCHMOCTh  CEPBUCHOH  JeSTelbHOCTH OT reorpaMueckux, IOCEIEHIECKHX,

AeMorpaHyeckix GakTopoe.

PHN RN —

Bonpocer k zavery (3 cemecTp)
Ponb cdepsl cepeuca B yerosusx COBPEMCHHOH MUPOBOH IKOHOMUKH,
OcHoBHBIe BHALI B CTPYKTYpa AEATE/IbHOCTH
Bunel cepeucHol nesTensHOCTH.
PeaGuuranonneit xapaktep cepsuca.
Hcropuyeckue stansl passutus yeiyr u CEPBHCHOH AEATEILHOCTH
Yenyru B cpenHeBeKoBoM odIecTee 3anatuoi EBpoiisl.
Ponb rocyzapereennbix Mexanusmos B PA3BHTUH YCITYT.
Cdepa ycryr: Tpu orama  passurus HMBUIIM3AUMH - B JIOHHAYCTPHALHBIH,

HHIYCTPHANIbHBIN H [IOCTHHAY CTPHATIbLHEIA.

9.

10

11
AMepukH

12.
13.
14.
15.
16.
7.
18.
19.
20.
21.
22.
23.
24.
25.
26.
27.
28.
29,

Ilepuon pasBUTHA «HAPORHEIX peMecesy u «TPOMBICIIOBY.
DTallbl COUMATHCTHYECKOTO PA3BHTHS ceps! ycnyr.
XapakrepucTHKa CepBMCHON JIeSTeTbHOCTH cTpan 3anazuod Eeponsr u CesepHoii

IMpoueccsr unaycrpuanusanny u Mojepusaumm Pa3sBUBAIOIIMXCA CTpaH
Knacenpurauus Tunos v Bugos YCIIYT.

XapakTepucTHKa ycayr. MaTepranbhbic yenyry. COUnanbHO-KyNbTYPHBIE YCIYTH
PasHOBUIROCTH yenyr W uX XapakTepucTuka.

JKM3HEHHBIH LHKN YCIYTH ¥ CepBHCHOTO NPOIYKTA.

PuIHOK yenyr u ero 3Hauenue.

MuUpPOBO# pPBIHOK yCiIyT

CoBpemenHBIit poiHOK yenyr Poccun: COCTOSIHHE, TIPOGEMEI H MEePCNEKTHBLL Pa3BUTH.
Mozens kauecTBa ycayr.

Metomuka SERVQUAL

Merton «TauncTrenHOrO (TaiiHoTO, CKPBITOI'0) MTOKYITATE/»

MeTo 161 OLICHKH KauecTBa YCIyT.

MeToAbI OLEHKH Y/I0BIETBOPEHHOCTH IOTpeOHTENs YCIyTOit.

Iopsanok obpasopaHus ceprECHOMN opranu3aimy.

D DeKTHBHOCTE CEPBHCHOM JIESTETEHOCTH U ce OLeHKA.

KauecrBo yenyr, npenocrapiseMuix IpeanpusTHaMK cdepel ceparca B r. Braonmupa
Knaccuguxarius cepBUCHBIX TIpeanpusTHii.

CyGBeKTBl MAIOTO M CPENHETO NpeNlpUHUMATEILCTEA U HX 3HAYEHUE B CEPBHUCHOMH

JKOHOMUKE.

30.

A e

CepaucHEL ppaHyaiizHAr,

Bonpocsr k 3x3ameny (4 cemecp)
CepBHCHas esTeILHOCTE H e Le)Iy.
Pome cheprr cepruca B yenosuax COBPEMEHHOH MHPOBOH 3KOHOMUKH.
CepBuc ¥ ero BUAEI
HcToprieckie aTarsl pasBUTHA CEPRHCHON ASATENbHOCTH
Pone cembu B ynosnerBopenuu norpeGuoctei TOPOJCKOTO HACEJEHUA B FOCYAAapCTBax

Hpesnero mupa u CpeaHHX BEKOB

6.

Ciepa ycmyr: Tpu oranma passuTHs UHBHIM3AUMYE - B JIOMHIYCTPUATLHBIN,

HHYCTPHAIBHBIA M HOCTHHAYCTPHATLHBIIL.

7.
8.

CepBHuCHAR IEATCIBHOCTD B Pa3BHBAKOLIHXCS CTpaHax MHpa
CepBHCHAA NEATENLHOCTD B PA3BHTHIX CTpaHax MHpa



9.

10.
11
12,
I3.
14,
I5.
16.
17.
18.
19.
20.
21.
22
23.
24.
25.
26.
27.
28.
29.
30.

-

31.
32.
33.
34,
35.
36.
37.
38.
39.
40.
4]1.
42,
43,
44,
45,
46.

OCOOCHHOCTY CepBHCHOMN ASATCHBHOCTH B PoccHy

ITalbl COMUANTHCTHYCCKOTO PA3BHTHS cepsl yeayr

Yenyra Kak crieHHuuecKuii mpoaykT CEPBUCHOH AeATEILHOCTH
XapakTepucTHKa MaTepHATbHBIX yCayr

Opranusauuns obetyxupaHus notpedureneit yeayr

Dtankl pasBUTHA 33 pyGexom Hay4YHOH OpraHu3aluy Tpyaa

Otans! paseutas B Poccuy Hayunoit OpTaHU3alyM Tpyaa

Opranusaluns TpyaoBbIX IIPoleccoB NPENNPUATHM CePBHCA

Bupryanshnoe i peanbhoe priHounoe IIPOCTPAHCTBO

Hosgrle BubI yenyr

[IporpeccuBurte hopmbl obcnyxuBanus

Nudopmanmonnsni cepruc

Opranuzauug paGogero Mecra Ha IPEANPHATHH CepBHCca

VHHOBAIIHY B CepBHCHOM AcaTeNbHOCTH

MHHoBanum B roctunnumoi cdepe

Knaccudukauus yemyr

«KOHTaKTHAA 30Ha 0BCIYKMBAHNA», €€ HASHAYEHUE U QYHKIMOHAILHBIE 0COBEHHOCTH
BuIbi KOHTaKTHLIX 30H ¥ ux XapaKTepHCTHKA

lipocTpancTBo KoHTAKTHO# 20HbL. [ToHsTHS «0oK-0duc» U «PpouT-0dhucy
Kynbrypa obienns ¢ KiHentamu

Kanober u konGAMKTE NpU 06CTYKUBAHHH KIMEHTOB B FOCTUHUYHOH chepe
[IpoTrBOpEUHS CCPRHCHON AesTENRHOCTH

Hpunnune: addexrusHoro peurenus KOH(MIHKTHBIX CHTYALHH

Postb u mecto Poceun B chepe MEKIYHAPOIHOM TOProORIN yClyramMu
Peinox yenyr Bragumupcexoit o6macra

Kauecteo n ouenka kavectsa yeyr

Mogens kadecTsa yenyr

JPPeKTUBHOCTE CEPBUCHOM AeSTeNbHOCTH

IIpoeccuonanshoe nopeaenue M 3TUKET Ha NPCANPUSTHSX CepBHCA
Kozexe npodeccronansroi atuku

OJTHKA H 3THKET TEIepOHHOrO pazrosopa.

3TI/IK€T COCTaBJICHHUA JCAOBRIX NNHCEM

OTHYeCKHE 1poGiIeMBl HHBOPMALHOHHOLO cepBuca.

llparuna ripefocTaBneHHs rocTHHHYHDIX yCIyT

IPPeKTHBHOCTL CePBUCHOI /eSTeNbHOCTH

OCHOBBI HOPMATHEHO-TIPABOBOTO PCTYyIIHPOBAHMS CEPBUCHON NEATCIBHOCTH
Cepsucnbli ppaHyaii3umr.

Tunet motpeburencit (KIIMEHTOB) B B3aMMOACHCTBYE C HUMHU

7. YYHEBHO-METOAWYECKOE 1 WHPOPMAITUOHHOE OBECIEYEHUE

AUCHHIIIUHBI «CEPBUCHAS AEATEABHOCTb»

OcnopHas auTepaTypa

1. Pyaenxo JIJI. Cepsuchas mestennhocts [SnekTponHEIt pecype]: y4edHoe nocobue/
Pynenxo JIJL - Dnektpon. Tekerosrie nanmbie.— M. - Hauikos u K, Aii ITu Dp Meana, 2017.— 208
¢.— PexuM pocrtyna: http://www.iprbookshop.ru/57229.html.— JBC «IPRbooks»

2. PomaHoBMu KA. CepBucHas  J1eaTe/BHOCTS [Snextponneiii  pecypc]:  yueGmux/
Pomanoeuy XK. A, Kanaues C.JT.— ODIIEKTPOH. TEKCTOBBIE JIaHHbIe.— M. - Hatuxor u K, 2015.— 284
¢.— Pexum nocryna: http://www.iprbookshop.ru/52309 htm!.— 3EC «IPRbooks»



Honeannrensnan aMreparypa

1. 3akou Poccuiickoit ®enepainn ot 07.02.1992 N 2300-1 (pen. o1 18.04.2018) "O 3auiute
npas notpedburenci”

2. Dcnepansusiit 3akon ot 05.02.2018 N 16-03 "O BHeceHMH H3MEHCHUH B PenepanbHbLii
3aKOH "0 COCHORAX TYPHUCTCKOIH JIEATE]ILHOCTH B Poccuiickoit Qenepanuu
"http://www.consultant.ru/law/hotdocs/52500. html/

3. locranornenne [lpasutenscrsa PO ot 09.10.2015 N 1085 (pen. ot 30.11.2018) "06
YTBEpXKAeHUH [IpaBuit npejocTaBACHHS TOCTHHUYHEBIX yenyr B Poceuiickoii Denepauun”

4. TOCT P 50691-2013 Veayru macenenuro. Mogene cuctemsr obeclieuenns kauectpa
YCIYT.

5. T'OCT P 52113-2014 Ycnyru nacenenuro. Howmenknarypa noxasareneii kayectea YCIIYT.

6. T'OCT P 54599 — 2011 Yenyru CPCACTS pasmeuwlenusd. O0wmre TpeGoBaHuS K yeuyram
CaHATOPHEB, IRHCUOHATOB, LICHTPOB OT/LIXA.

7. TOCT P 54606 — 2011 Yenyru ManeIx cpeAcTs pasMeinenus. O6ure TpeGopanus.

8. CepBuCHas AeITEABHOCTS [SnexTponHkii pecype]: yuebHoe mocobue/ B.A. Dypcos [u
Ap.J.— DIeKTpOH. TEKCTOBBIC aHHbBIE.— Crasponons: Cesepo-Kaekazckuii dbenepansubli
yRusepentet, 2015.— 148 ¢~ Pexnm noctyna: http://www.iprbookshop.rui/63244.html— 3EC
«IPRbooks»

9. Teérymxun, B.A. CepBHCHas [eSTeNbHOCTD: OCHOBHEIC NIOHATHA M COBpPEMEHHbIE
pOBIIEMBI (PErHOHANBHEI acIIeKT) [ IMEeKTPOHHEBIH pecype]: yuebHoe rocobue / B.A. Térymxun;
MHuHHCTEPCTBO 00pasoBaHus H Hayku Poccuiickoil ®eneparmn, Denepanbroe rocynapeTseHHoe
OroIpKkeTHOE  o0pazoBaTenbhoe YAPEKICHUE  BLICUIETO  TPO(GECCHONANBHOTO  06pasoBaHua
«TamBorcKuil rocyIapCTReHHEIN TexHMueCKuil YHUBCPCHUTET». - Tambor : M3narenscrso ©®IBEOY
BIIO «TT'TVY», 2015. - 125 ¢.

10. Opranusanus u [ITAHUPOBAHHE AEATCIBHOCTH MPENpUATHiL cepBuca [ DNeKTpOHHBIH
pecype]: yuebuoe nocobue/ T.H. KocTiouenko [ Ap.]-— DmexkTpoH. TexcTOBhie AaHHbIE.—
Crasponosts: CTaBponosbLeKui TOCYapCTBEHHBIM arpapHbiil yHuBepeutet, CexBoits, 2017.— 138
¢.— PexxuM noctyna: http://www.iprbookshop.ru/76044.html.— DEC «IPRbooksy

Il. Bunorpanosa C.A. Opranmsanus u IIIAHUPOBAHME NCATENBHOCTH NPeANPHATHH cepBrca
[DnexrponHblt pecype]: yueSHoe nocobue/ Bunorpanosa C.A., Copoxuna H.B., XXnanosa T.C.—
DNEKTPOH. TEKCTOBLIE RaHHbIE.—— M.: Hauikos u K, A#i [Tn Dp Menna, 2014.— 208 ¢.— Pexum
noctyna: http://www.iprbookshop.ru/15712. html.— DEC «IPRbooks»

12. XKynuna ET. Jusepcuduxauns nestensuoctu IPCANPUATHS [DIEKTPOHHBIA pecype]:
CIEUBBITYCK XKypHa/a "Macrtep nponax”/ Kynuna E.T., Kauy6a O.B., Markosa T.JL.- - DNEKTpOH.
TCKCTOBBIe  manHble.—  M.: Huren-Cumres, 2006— 201 c— Pexum  gocryna:
http://www iprbookshop.ru/916.html.— BC «IPRbooksy

13. Cucremel MaccoBoro o6enyKuBaHus [DNEKTPOHHBIH pecype]: MeToAHYeCKHe YKa3anus
K CEMWHAPCKUM 3aHATHAM 110 AUCUUITHHE «CepPBHCHAN ACHTENBHOCTE, ~ DNEKTPOH. TEKCTOBLIE
Aannble.— Jluneux: JInmeukuit rocyIapcTBeHHEBIH TeXHHUCCKMIT yuuBepeuteT, DbC ACB, 2012.——
24 ¢.— Pexxum noctyna: http://www.iprbookshop.ru/1 7695 .html.— JEC «IPRbooks»

14. Hasapxuna B.A. CepBHCHAs AeaTenbHOCTS, lIpaktaxym [DnexTpounsii pecypcel:
yuebHoe nocodue/ Hazapkuna B.A., Braasikuna 10.0., Wrednronsy B.U. — DNEKTPOH. TEKCTOBLIE
nannble.— HoBocubupek: Hosocubupckmit TOCYIapCTBEHHBIH TeXHHUYECKUI YHUBEpCHTET, 2014, —
100 ¢.— Pexum nocryna: http://www iprbookshop.ru/45014 html.- - BC «IPRbooks»



UutepHeT-pecypeni
Hayunpiit sxypran «Cepauc plusy - http://philosoph.ru/
AnMuHUCTpanus BraauMupekoit o6nacty - https://avo.ru/main
®enepauns Pectoparopos u Otensepos (®PuO) - http://frio.rw/
Onexrponnas GubnnoTeuHas cucrema IPRbooks - http://www iprbookshop.ru/
Wurepuet xypuan «Hotelier. PRO» - https://hotelier.pro

kW o =

8. MATEPHAJIBHO-TEXHHYECKOE OBECHEYEHUE ANCUUTIJIVHEBL
«CepBHCHAA 1eATeNBHOCTEY
Hexuuonnsie ayoumopuu noTKHB OBITH 00OPYIOBAHEl JOIKHEL ObITH 00OpynoBansI
MYLbMUMEOUUHBIMU CUCEMAMIL, Komnoromepamu (1oymoyk), sxparnom. Aynutopus 103-5, 305-5.
B kayecTBe MaTepranbHO-TEXHHUECKOTO 0BCCICUEHHS OUCUHITIMHBI HCIOJB30BAHEI:
ONEKTPOHHBlE  MYNBTHMEIMHHbIE CpeAcTBa  O0y4YeHMR MYJIbTHMEOHA IIPE3CHTALMK

HOJAFOTOBIEHBL ITO BCEM  pA3ACHaM  Kypca: BKIIOUAIOUIME JHArPAMMEL CXEMBI, TabNHIEI,
(oToMaTEPHANBI, HILTIOCTPAIHY.



Pabouas nporpamMma AHCHHMILTHHBI COCTaBIEHA B COOTBETCTBUH ¢ Tpedosanuamu OPI'OC BO
o HanpaeiaeHuto 43.03.03 T'octuHnYHOE 718710
IIpocduns "['ocTHHUYHOE U PECTOPAHHOE aAMUHHCTPUPOBAHKE"

Pabouyio nporpammy cocraBui
KaHIMJaT Nefarorndeckux Hayk, Cyxanora K.A.
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IIporpamma paccMoTpeHa H 0J00peHa Ha 3acenanuy Kadeapol
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Pabouas mporpamma paccMoTpeHa W OmOOpeHa Ha 3acelaHHH Y4YeOHO-METOIHYECKOH KOMHCCHU
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JUCT NEPEYTBEPKAEHU S

PABOYEI IPOr'PAM Mbl JIMCLIMITIHHBI (MOYJIS)

Pabouas nporpaMma ogo0pena Ha 2018/2019 yueGusblit ron

Hporoxou 3acenanus kadepu Nel ot 30.08.2018 roja
A

3apcayiowni kadeapol k.3.H,, gou. fpece O.B.

Padouas nporpamma onoGpena Ha
I Iporoxon 3acenanus kapenpst No

3aBeyoimni kageapoi

7

_ yueOHBINF roa

Pabouas nporpamma oJ00pena Ha
IfpoTokon 3acenanus kadeapb No

Sapenyrowuit kadeapoi

Pabouast nporpamma ono0peHa Ha
Itporokoi 3acepanus kadepei No

3aBeayiounit kadenpoi

Pabouas nporpamma ono0pena xva
IIpoTokou 3acenagus xadenpot Ne

3aselyroUMi Kadeapoit

oT roaa
yueOHbIi roa
oT roja
YYeOHBIH TOI
oT rojaa
yueOnplii ron
oT roja




