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1. HEJH OCBOEHWUA JUCITUILINHBI

Ueabo ancnuniunns: «CeprucHAs AedaTeBHOCTR SBIISETCS bopMHpOBakKE ¥ CTYIEHTOR

KOMIIETEHLMI B 06nacTH Syaytuelt npodeccHoHaNLHOM ACSTENLHOCTH B IFOCTHHHYLOM chepe.

3adauu oucyunaunel 3aKMI0YaOTC B Pa3BHTHH CIICNYIOIUHX 3HAHHH, YMEHHH ¥ HABBIKOB
CTYJIEHTOB.

- H3YHCHHC TCOPCTUIECKUX M NPAKTHYECKUX OCHOB OPIAHH3AIIHM CEPRUCHON eATeNbHOCTH
Ha IPEeNIIPHATHAX KOHTAKTHOH 30HBI;

- H3YHYEHUC OCHOBHEIX 23TAllOB pPasBuTHsA cepsmcnoffi ACATCIBHOCTH;

- OCBOSHHE (OPM OpraHm3aumu 0GCAYKHBAHMS noTpeGUTENCH YCIyr M COBpPEMEHHBIX
METONOB CEPBHCHOH IEATCILHOCTH;

- YCBOCHME MOHATHS KOHTAKTHOH 30HBI CEPBHCHBIX NPEANPHATHH, MNCHXONOTHYCCKOM,
OTHUYECKOH H 3CTETHUECKON KYILTYPHI CEPBHCA;

— OCBOCHHMEC HOBBIX BUIOB YCIYT W IIPOTPECCHBHBIX (OPM OBCIYKUBAHHS B CEPBUCHOMR
JAESITETIBHOCTH,

2. MECTO JUCUHUILJIMHBI B CTPYKTYPE OITOII BO

Huctmmnuna «CepBrCHas IeSTEIbHOCTEY NIPEICTABNICT COBON Baxnyto yacts OIIOIT no
HalpaBIeHUtO TOAroToBKH 43.03.03 TOCTMHHYHOE [eN0 M OTHOCHTCH K OOS3aTelbHbIM
JUCIMIIIAHAM 0a30BOH YacTH.

JTa IWCHUMNIMHA MMEET JOTMYECKHE H  METONONOIHUYCCKHE B3aUMOACHCTBHS C
AMCUMTITHHAMY  "BBenienne B rocrenpuumcrtro”, «OpraHuzanus paboTel cayxk6pl npHeMa u
pasMellenns», «MHHOBALMM B TOCTHHHYHOM Aene», "MAapKeTHHI TFOCTHHHYHOIO IpernpuaTus”,
"CranpapTuzauus M KOHTPOJb KAYCCTBA TCOCTHMHMYHBIX yemyr”, "Opra#usauus W TeXHOIOTHS
PECTOPAHHOIO OOCTYKUBaHUA" U IpYIHeE.

Bee sTM aucnumiuHbL QOPMHPYIOT CXOMKHE KOMIIETCHIHM. M3sy4enue mnporpaMMmuoro
MaTepuaila AUCLMINTHHB  «CepBUCHAS JEATENLHOCTB» B COMETAHHM H  B3AMMOICHCTEHU G
BRIICHA3BAHHBIMH  KYpPCaMH CIHOCOOCTBYIOT (QOPMHPOBAHHMIO Y CTY/IEHTOBR 3HAHMH W YMEHHUH,
HEODXOAUMBIX Tt Oynylel MpodeccHOHANLHON AeSTeNbHOCTH B TOCTHHHYHOH cpepe

3. KOMIIETEHUMH OBYYAIOUIEFOCH, ®OPMUPYEMBIE B PE3VJILTATE
OCBOEHHUS NUCHMILIMHBI (MOAY.JIS)

B mpouecce ocBoeHus AaHHOW IHCLMIIMHBI CTYJEHT (GOPMHPYET W IEMOHCTPUDYET
CIenyIolHe OBMIEKYIbTYPHEIC U NPOHECCHOHAILHBIE KOMIETEHIIHH:

FOTOBHOCTBK) K CCPBHCHOH JCHTENBHOCTH B COOTBETCTBHH C STHOKYJIBTYPHBIMH,
HCTOPHHCCKUMM M DEMUTHO3HEIMM  TPAJMIHMAMHA, K BBIABICHHIO [OTpeGHOCTEN rnoTpeduIeny,
(POPMHPOBAHKIO TOCTHHHYHOIO NpOYKTa, pa3BUTHIO KIIHEHTYPHBIX OTHOIEHRH ([TK-6);

FOTOBHOCTLIO IPUMCHATE COBPEMEHHBIE TEXHOJIOTMM TOCTUHHYHON ICATENLHOCTH B paboTe ¢
notpeburenem (11K-7);

FOTOBHOCTBIO K IPUMEHCHHIO HHHOBAIIHOHHEIX TEXHOIOTHE B FOCTHHHYHON JeSTeNbHOCTH U
HOBBIX (popmM obcmyxuBanus notpebuteneii (ITK-1 1).

B pesynbraTe ocBOCHMS JaHHOR AMCHMILIMHEI 00yHaIolMHcs JI0KeH ACMOHCTPUPOBATh
CIICAYIOIIHE PEe3YJIbTaThl 00pa3zoBaHus

3nare:

" BHJIBI YCITYT W CEPBUCHON AeSATENBHOCTH, UX XapakTepucTuky (T1K6):

- IpCANIOCHUIKE BOSHUKHOBEHHA U PA3BUTHS CEPBUCHON IESTENBHOCTH, HCTOPHIO Pa3BUTHS
cepeuca (11K6);

- OCODCHHOCTH 00CNYXKUBAHHS ¢ YUETOM 3THOKYIBTYPHBIX, HCTOPUYECKMX H PENMIHO3ZHBIX
tpagunuii (ITIK-6)



- OPMBI B METO/IBI O6CITYKHBAHHA, XaPAKTEPUCTHKH KAYECTBA 00CAYKUBAHHUS, OCHOBHbIE
NOTPeOHOCTH MOTPEOUTENA, CTPYKTYPY OOCIYXHUBAHKS C YUETOM COLMATBHBIX H MHbIX ¢akTopoB
(ITK-7);

- XapaKTepUCTHKY COBPEMEHHBIX TEXHOJIOTHIE NpejiocTaBneHus yeuyr (I[TK-11)

- HOBBIE TEXHOJIOTHH B CEPE YCIYT HA IPCANPHATHAX TOCTHHIYHOMN unayctpuu (11IK-11)

- IOHATHE KOHTAKTHOH 30HDL, IPO(YECCHOHATBHYIO ITHKY H ITHKET, 3CTETUKY 06CHYKUBAHNA,
ocnosel KoH@MHKTONMOrMH ([TK-11)

Ymern:

- JH(PEPSHUHPOBATL DA3NUYHBIE CEPBUCHBIE TEXHONOTHH U bopMEl  oBCAYKHBaHMS
kyenTos ([1K-7);

- HMCMOJL30BATL DA3HBIC [IPHEMBI M3YHMCHHA MOTPEOMTEIBCKHX 3allpocoB, 0OpallaThcs ¢
KIINEHTaMHM B ClTyHae UX HeYAOBOILCTBHA U kaiob ([TK-11);

- IPHUMCHATE METOAB! IMATHOCTHKH NOTPeOHOCTEH noTpebuTeNeH, MOTHBOB HoTpeGHTeneit
YCJIYT, BRUICATE IIABHBIC [ICHXONIOrHYecKne ocobennoctu norpeburens ([1K -6, TIK-11)

- F'PaMOTHO CY/MTh O BaXKHEHINMX ACHEKTAX CEPBHCHOIO NPOH3BOACTERE, a4 TAKKE KA4eCTBa,
OesomacHoCTH M KynbTypo! 06cyxkusanus (TTK-6, ITK-11)

- OCYINECTBRIAATE NPOABIAKCHUE YCIIYT, OPTaHU30BBIBATL M IIPOBOIMTE reperosopsi (1TK-11)

- IPUMCHATh IPOGECCHOHANBHbIE 3HAHKS B Cepe OPraHU3aIiy 06Cy KHBAHAS, paboTtars B
KOHTaKTHOH 30HE Kak B cepe peanm3auny cepsucHol testenbroct (TTK-1 1)

Baaners:

- KOHUENTYaIbHBIMH OCHOBAMY OPTaHW3ALMK NIPENOCTABICHHS YCAYT ¢ YUeTOM TpeGoBaHMil
noTpeburened, COBPEMEHHBIX  HHGOPMAUMOHHBIX M KOMMYHHKALHOHHBIX TEXHOIOIMH,
IPUMCHAEMBIE B JEATCABHOCTH OpraHU3aliuH, OKa3bIBAKIIMX YCIYrd B FOCTHRUYHON cohepe (TK-6,
MK-11)

- NpUCMaMM JI€I0BOFO ITHKETA, KYJbTYPbl PEUH, CIly:KeOHBIX OTHOLIEHHH B mpolecce
B3aUMO/ICHCTBHA ¢ K/IMEHTAMH ¥ COTPYIHUKAMH TIPEANPHATHH FOCTHHHYHOM nHnyctpuu (11IK-11),

4. CTPYKTYPA U COJEP KAHUE NUCLHHTITHUHBI

Maxkcumanbhas yueOHas Harpyska o JaHHOH MHCUMIUIMHE cocTaBiseT 252 uaca. M3 Hux:
KOJHMHECTBO aYIMTOPHLIX 4acoB 126 U3 Hux: 54 yaca NEKLUHOHHBIX 3aHATHH, 72 Yaca MpPaKTHYECKAX
3aHATHH. KOomMuecTrO 4acoB, 0TBOMMMOE Ha CAMOCTOSTEIBHYIO paboTy CTyJeHTOB, COCTaBIgeT 99
yacoB. Mrorosas aTTecTaums nmo mpeaMery sk3aMed.  Q6mas TPYAOEMKOCTE IMCLHMILIHHBI
cocTaBiigeT 252 yaca MM 7 3a4eTHBIX SaUHMII,
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1. | Pazaen 1.  Teoperuueckue | 3 12 | 12 10
OCHOBBI CEPBHCHO#
AEATENBHOCTH
Tema.1.1. Cepsuc Kak | 3 1-2 | 4 4 4 4 {50%)
cneunduvecknii BRI
JEATENBHOCTH
Tema 1.2, Pone # npemnoceuixy | 3 34 | 4 4 4 4 (50%) PeHTHHT-
paseHTHA CepBUCHOM KOHTpOAb Nel
JEeATENbHOCTH
Tema 1.3. Hcropus passutus | 3 36 | 4 4 2 4 (50%)
cepesuca B Poccuu
2. | Pazpen 2.  Yenyra  kak | 3 24 24 26
cnenuPpuyIecKHi NpoayKT
CEPBUCHOH NEATENLHOCTH
Tema 2.1. Crpyktypa cdepnl | 3 7-8 | 4 4 2 4 (50%]) PEATHHT-
YCNYT W KnaccHdukauus TUIOB H KOHTpOb No2
BUJOB YCIIYT
Tema 2.2. PriHoK vemyr 3 9- 4 4 4 4 (50%)
10
Tema 2.3. KauecTso 1 ouenka 3 11- | 8 8 12 8 (50%)
KauecTBa yenyr 14
Tema 2.4, CeprucHoe 3 15- | 4 4 8 4 (50%) PEHTHHT-
fIPOU3BOACTBO 16 KOHTpOL No3
Tema 2.5. DdrpextusHOCTS 3 17- | 4 4 - 4 (50%)
CEPBHCHOMN JTeATENLHOCTH 18
Hroro 3a cemecrp 36| 36 36 36/50% 3auer
3. | Pazgen 3. OcHoBel 4 10| 20 28
OpPraHH3ALHH CEPBHCHOMN
JeATENBbHOCTH
Tema 3.1. Oprauuzaumus 4 1-4 | 4 8 8 8 (66 %) pe#TUHI -
olcny:xupatus motpedureneii KOHTpoJE Ne]
yeayr
Tema 3.2. Opranusauus paGouere | 4 5-6 | 2 4 8 4 (66 %)
MECTa Ha NPEANPUATHH CEpPBUCA
Tema 3.3, MHopmanuoHHslii 4 7-8 | 2 4 4 4 {66 %)
CEpPBHC
Tema 3.4. Hosele BHABI yenyr U 4 9- 2 4 8 4 (66 %)
NporpeccUBHbte HOpMel 10
00CYKHBAHWA
4. | Pasgen 4. ItHka W neuxonorus 4 8 16 38
CePBHUCHOH JeATeNbHOCTH
Tema 4.1 Mpodeccronansioe 4 ii- ] 2 4 10 4 (66 %) peiTHHr-
MOBEAEHHE M 3THKET 12 KOHTPOIbNe2
Tema 4.2, Kynerypa oGuwenus ¢ 4 13- ] 2 4 8 4 (66 %)
KIMEHTAMH 14
Tema 4.3. KowrakTtHas 30na 4 15- | 2 4 6 4 (66 %)
| 16




Tema 4.4. KanoSel u kKOHGNUKTEI 4 17- | 2 4 I1 4 (66 %) pefTHHT-
IIPH OGCAYKUBAHHN KIUSHTOB 18 KOHTpORh Ne3
FOCTHHH4HOI chepe
Urtoro 3a cemectp 18| 36 63 36/66% Jkzamen (27)
HTOro 54| 72 99 72/57% 3aver,
L IK3aMen (27)

Coaepixanue JHCHHNIHHBI
Pazneun 1. Teoperndeckue 0CHOBBI cepBMCHOI JesTeILHOCTH
Tema.1.1. CepBuc Kax cOENHPHUICCKUI BHA ESTCIBHOCTY.

Hesirenbnocts uenosexka. CTPYKTYpa A€STETBHOCTH UEIOBEKA: CYOBEKT, Hens, CPencTso,
AeHCTBHE, pe3yabTar. [loTpeOHOCTE U ee 3naucHUCe B pasBUTHH cepsuca. Ilonsatue u cymnocTs
CEPBUCHOH JEATENbHOCTH. [IpOTHBOPEUUs CEPBUCHOMN IeATENBHOCTH.

CepBuc kak gestesibHOCTb. CepBMCHAS [eSTEIBHOCTH KAK ¢opma ynosneTBOpeHuUs
notpebuocreil. Knacenbpuxanus u XAapaKkTCPHCTHKA [I0TPEOHOCTEH B YCNIYraX W B CEPBUCHOM
0OCIy KUBAHHH

Tema 1.2. Pons 1 ipeanoceiku paseutus CEPBHCHOM JESITCILHOCTH

VIcTopus pasBHTHs CepBHCHOM HeATENLHOCTH M ee 0COOEHHOCTH Ha JTanax pa3BUTHs
UMBHIM3AUME OOMIECTBA. DTANbl Pa3BUTHS LUMBHIH3AIMN: AOUHIYCTPUAITBHBIA, HHAYCTPHATLHBI,
NOCTHHAYCTPHATBHBIH.

Tankl COUMANNCTAYECKOTO Pa3BHTHS chepnt yemyr. Posb cepBHCHON AesSTENLHOCTH B
COLUMATBHO-SKOHOMIIECKOH HKU3HH U COLMATBHEIC IPEANOCHUIKH €€ PA3BHTHS.

CepercHble Ciiy kGBI KaK MHCTHTYT opMHpOBaHKS pazyMHBIX NOTPeOHOCTEl YeIoBeKa

Tema 1.3. Mictopus paseutus ceperca B Poccun

OKOHOMHYECKAs: MCTOPHS KJAaCCOBOrO OBIICCTBA B Poccuitckoit  Mmnepun. Sramm
COLMANNCTHYECKOrO  pa3sBHTHA  Cephl  yeryr. HcTopuueckue OCOBEHHOCTH BO3HHKHOBEHIS
CePBUCHOMH JeATenbHocTH B Poccuu.

Paszpen 2. Yenyra kax ecnennduuecknii [IDOAYKT CEPBHCHOH JeaTe/ILHOCTH
Tema 2.1. Crpyxrrypa chepht yeayr u KITACCH()MKAUNSA TUIIOB U BUIOB YCIYT

Crpykrypa chepel yenyr. Knaccudukauus TMOOB M BHIOB ycayr. Peanbhoe prinounoe
NPOCTPAHCTRO. BHPTYansHOE PHIHOYHOE MPOCTPAHCTEO. Iotpeburenscxne cpoifctea yeayru.
KY3HEHHBLH LUK YCIyT.

Husepcudrkanus ceppUCHON JIeATeILHOCTH.

Tema 2.2. Priok yenyr

PrinoK yeiryr u ero xapakTepuctugm.

MUpoBOH PBIHOK YCIyr: CTPYKTYpa, OCHOBHBIE TCHAEHIUY, HEPCNEKTHBBl M IIPOOIEMbI
Pa3BHTHSA COBPEMEHHOIO MHPOBOTO peIHKA Yenyr. Ponb u mecto Poceun Ha MHDOBOM PBIHKE YCIIVT.

CoepeMeHHBIH PBIHOK ety Pocenn: coctosnme, NPOGIEMBI M [IEPCIEKTUBEI PA3BHTHS,

Bramumupckas  ofmacte:  cocTosmue,  roreHnman  w [CPCIEKTHBB  Pa3BHTHSA
NOTPEOUTENHLCKOrO PEIHKA YCIIYT PErHOHA.

Tema 2.3. KauecTso u olenka kayecTsa YCIyT

KauecTBo yenyr: ocHOBHEIE 101X01BI K U3YHEHUIO MTOHATHA. OOBEKTUBHOC H CYOBEKTHBHOE
Ka4ecTBO.

DakTopel, POPMHUPYIONIHE KAYeCTBO yenyr. [Ipunnunne! cOuITOBOH MOMUTUKH NpeNpPUITHI
cepeuca. KadecTBo M MoKasaTenu kadvecTha ycayr. Mojenb KadecTsa yenyr. MeTonbl oLeHKH
Ka4ycCTRa YCIIyT.



CrangapTsl 06CIIyXKMBaHWA: MOHATHE, HeNH, OOBEKT W YPOBEHb CTAH/IAPTH3ALME YCTYT.
®enepanpubli 3akon "O crangapTualun B Poceuiickoit ®enepauun” ot 29.06.2015 N 162-03

[onstre ceprudukanuu yenyr. ObssarenbHas u nobposonbHas cepTHdHKALMS B cepe
yenyr. JIMIen3upoBalne OTACHbHBIX BULOB IEITEILHOCTH.

3axon P® ot 07.02.1992 N 2300-1 (pea. ot 18.04.2018) "O samuTe nipap norpebuTencii”

YNpaBleHHE Ka4eCTBOM YCITYT, KOHTPOIIb CTAHAAPTOB H 6E3011aCHOCTH 00CITYKHBAHMS

Tema 2.4. CepaurcHOE IPOM3BOACTBO.

Ilpoussoacreo.  IlpowssoacTsennsti  npomykT. Toeap ©  yesyra Kak — BHABL
IPOM3BOIACTBCHHOrO npojaykra. Kamutan s npouseoicte. Crieunduka obopoTa kamurana B
CCPBUCHOM IIPOM3BOACTBE. MHTEIICKTYanbHBIH KANHTal M €ro IPUMEHEHHE B CCPBICHOM
NEATENbHOCTH.

CronMocTh B NpOM3BOACTBE TOBAapOB M ycmyr. TpyZoBas TeOpHs CTOMUMOCTH M eé
NPUMCHEHHE B POU3BOJACTRE yCIyT. M3IepKKH MpOH3BOACTBA B CEPBUCHON NeSTeILHOCTH.

lena yenyru. LlenHocTs yenyry.

CepeucHas opranusanius, e€ OCHOBHBIC XapaKTePUCTHKH,

[onsitne npeanpusatua. CepBHCHOE NpemNpusATHe. BHABI CEPBHCHLIX MPEANPHITHH U
cneurduKka opragu3aniH NPOU3BOACTEA HA HHX.

Masoe npeanpusTHe, OpraHU3AlNA NPOM3BOACTBA, YIPABICHUE M 3HAYEHHE B CEPBUCHOM
3KOHOMHKE.

Opanuaii3uur v (QpaHyaH3HHTOBEIC [PENPHATHS B  CEPBUCHOM  IIPOH3BO/CTRE.
Opranuzauns, yipaBlcHHe H 3HAYEHHE B CEPBUCHOM IKOHOMHUKE.

Tema 2.5. DQQeKTHBHOCTE CEPBHCHOM NEATENPHOCTH

O eKTUBHOCTh CEPBUCHOH JEATENLHOCTH W ee oleHka. BHewnss 3(pdexTHBHOCTS.
BuyTtpennasa 3¢ ¢exTHBHOCTS.

[ousaTre connanbHol 3 QeKTHBHOCTY CEPBUCHON AEATENBHOCTH.

Ouetika yIOBIETBOPEHHOCTH NOTPeBUTENs yeIyroi. MeToLbl OLeHKH YAOBIETBOPEHHOCTH
noTpeduTens ycnyrom,

Pazaen 3. OcHOBBI OpPraHH3aUMH CEPBUCHOM JCHTEABHOCTH
Tema 3.1. Opranuzanmns obcayxuBanus norpeduTenet ycuyr
IIporecc obcnyxupanus. [lenp, 320241 M NIPUHIMITBI IPOLECCA 0OCTYKHBAHUSL.
Kraccndukauus u xapakrepucTrka GopM 00CIyKUBaHHS TOTPeOHTENEl ! 10 MECTY OKa3a s
ycnyr, cnocody npHeMa 3aKa3os Ha YCIIYTH, CpOKaM HCITONHEHUS 3aKA30B, 110 METO1aM OpraHH3aIiil
B3aUMOJEHCTBUS ¢ noTpeduTeNEM, 0 crocobaM pacyera, KOMIUICKCHOE 00CyKHBaHHE.
CyIUIHOCTb, BUIBI K METO/IBI MAPKETHHIOBBIX HCCIE/IOBaHMi. Y TyUIeHne 06Cy)KHBaHHS Ha
OCHOBE MAapKETHHFOBBIX HcCle/toBaHud. Kawecteo ofcmyxuBanHs mnorpebuteneil. YposcHb
obcayxuBanus norpeduTesien,
Tema 3.2. Opranusauus pabouero Mecta Ha NpealpUATHI cepBHca
Hayunas opraHusauvsa Tpyaa H ee¢ (YHKIHH. DProHOMHKa pabouero MecTa: MOHSTHE U
Gysruu.
Yenous M peXHM  TpyJa OOCTYXHBAIOWIETO [epCoHala B paziudHeX  cdepax
obcnyKHBaHUS.
Tema 3.3. Undopmanuonusli cepsrc
MndopmanMoHHBIE ~ CepBHC M HMHTEPHET-YKOHOMMKA. OCHOBHBIE  3JIEMEHTHI
UHGOPMALMOHHOTO cepBHca. MexaHH3M HHOOPMAIlHOHHOTO CepBHCa



OcHoeHble BUAB! UH(OPMALMOHHBIX yenyT. [ lndpoBusauus YCIIYT ¥ Pa3BUTHE JNEKTPOHHBIX

CEPBUCOB.
Tema 3.4. HoBbie BHIBI YCIIYT # IIPOrpecCHBHbIE dopmel o6CTyKUBaHUS

BHesperye HOBRIX BHIOB YCIYT H NPOrpPeCCHBHBIX ¢popm obenyxkuBanus. UHHOBALHOHHBIE
IPOIIECCEI KaK (DaKTOp H3MEHEHHS CEPBUCHOH NEATENLHOCTH

VInHoBauuu B rocTHHUYHOM chepe. [TpuanHD! cosanis u BHEIIPEHHs HOBBIX yeyr. Bausauue
BHCIAPEHHS HOBBIX BHIOB YCIIYT H (hopM 00CITy KUBaHHS.

d)OpMI/IpOBaHHe CTPpaTerui W TakKTUKH ¥YNpaBpjleHHA Hpe,[[HpI/I}ITHHMH CepBHCa, OCHOBaHHBIX
Ha BHCAPEHWH HOBLIX BHJIOB YCIYT.

Pazpen 4. ITHKA 1 NCHXO0I0THS CEPBHCHOI AeATENbHOCTH
Tema 4.1 Ilpodreccuonanbroe noBeaeHue u ITHKET

TlonsaTre npotdeccHOHATEHOTO U IeI0BOI0 ITHKETA. Hopms! u npasusia npodeccHonabROro
OTHKETA. JTHYECKas KYIbTypa cepBUCa.

Creunduka nenosoit stuxn. O6ume Npobnemsl NpohecCHOHATBHON YTHKH

OcHoenele KaTeropuu stuku. IpodeccHonarbuas >THKA. CymHocTs npodeccHOHaNBHOM
STHKH paboTHHKOB 00CTy)uBaHNA. Kogeke npodeccHOHATBHOM 3THKH,

O6mue mpaBuna cryxeOHOR KYIETYpBL.

KnroueBbie (axktopsl UMy KA.

ITHKA H ITUKET TENEPOHHOTO PasroBOpa. ITUKET COCTABNEHUA ICHOBBIX MHCEM ITHUCCKIUE
npodiieMbl HHPOPMAUNOHHOIO CepBUCA.

Tema 4.2. Kyaprypa of1leHs ¢ KIHeHTaMu

Ionstae 0 Ky/1bType 001eHns. KynbTypa ofIueHns paGoTHHKOR ¢ KIHeHTaMH. KoMIOHeH bl
KyJIBTYpBI 001menus. BoszeiicTere KyIbTyphl Ha TOBEIeHME noTpebuTens.

OCHOBLI KOPIIOPATHBHON KYJIBTYPBI TOCTHHUYHBIX npeanpusThii. O0IecTBeHHas penyTans
$upmer. IIpobiema connansuoi oteeTcraentnoctd. Kynsrypa PeUH CNCHMATMCTA HA TIPSOAIPHATHAX
H OpTaHU3ALKAX TOCTHHON HHAYCTPHUH,

Tema 4.3. KonTaktaas sona

HoHsTHE O «KOHTAaKTHOH 30HE». PA3HOBHIHOCTY KOHTAKTHON 3OHBL. [IpocTpancTio
KOHTaKTa. ObLueHye H B3aHMO/ICIHCTBHE ¢ KIHEHTaMK. B3auMO0THOMEH NS ClleLMaiueTa o CEPBUCY
M KJIHCHTA B MpOLECCe OCYUISCTBICHWS CEPBUCHOM AedTeNnbHOCTH. OCOGEHHOCTH TMYHOCTHBIX
XapakTePUCTHK pabOTHHKOB KOHTAKTHOH 30Mbl IIpodecCHOHANBHOE MOBEIEHHE paboTHHKA
KOHTaKTHOH 30HBI

DTHKET pabOTHUKA KOHTAKTHOMN 30HBL.

Tema 4.4. Kanobbl ¥ KOHPIMKTEI HPH 0BCTYKUBAHUN KIHCHTOBR

[lonstue o xanode. Ilonstie o xoHpukTe. Kondmukronorus. [losutuenas cropoua
xoHpukra. Tunosnorus koH@IHKTOB. Buabl KOHGIHKTOB. Hpuunner kouduuktos. Cnocobs
paspellleHus1 KOHGAUKTOB. KOHGIUKT B CEpBUCHOM NeSTENLHOCTH.



5. ObPA3OBATEJBHBIE TEXHOJIOI'HH

B coorsetcTRun ¢ tpebopanusmun ®IOC BO mo HapaBICHUIO MOJIOTOBKH pean3aliis
KOMIIETCHTHOCTHOI0 NIOAXOJA MONKHA MpEyCMaTpPMBaeT INHPOKOE WCTIONB30BAHME B y4eOHOM
pONECCe aKTHBHBIX M HHTEPAKTUBHBIX (GOPM [POBEACHUS 3aHATHUIL.

Hpumep ucmone3oBanus OCHOBHBIX AKTHBHBIX H WHTEPAKTHBHBIX METOJOB B JIEKIIHOHHBIX H
PaKTHHECKHX 3aHATHAX (ay AMTOPHBIE 32HATHA) (06lice KOMMYCCTES 72 Yaca 3a OJHH CeMecTp) 1o
pasjenam
Paznen Merton (popma) Obmwee
Komuuecreo wacos
(1o pazensam)

Pazpen 1.  Teopernueckue | Jlexiuu c NpUMEHeHueM | 24
OCHOBL! CEPBHCHOH | HHOPMALIMOHHO-KOMMYHHKAIIHOHHbIE
ACATENBHOCTH TCXHONOTHH. CeMHHAP-AKCITYT.

Paznen 2. Veayra kak Jlexunonnrle, cemunapckme samsTus ¢ | 48
cneuHpuIecKui NPOAYKT | IPHUMEHEHHEM MHGOPMAUHOHHO-
CCPBHCHOM AeATEILHOCTH KOMMYHHKaUMOHHBIX TEXHOJIOTHH
(MyneTUMenva npezentauus). Paborta B
MalbIX rpyinax. CeMunap.

Pazjten 3. OcHoes! | Jlexkuun c IpHMeHeHHeM | 30
OPraHH3aL MK CEPBHCHON | HHGOPMAIHONHO-KOMMYHUKALIHOHHbIX
NeATeIbHOCTH TexHonorui. Cemurap. Jenosas urpa.
Pazaes 4. ITuka v nenxostorus JIeKUMOHHBIE, CeMUHAPCKME 3aHATHd C | 24
CePBHCHOM AeATEeILHOCTH OPUMEHEHHEM MHPOPMALIHOHHO-
KOMMYHHKAILHOHHBIX TEXHOJIOTHH

(MynbTUMeIna npesentanus). Pabora
MagbIx  rpynnax. Tpenunr. Cemunap.

Henosas urpa, J

OcHOBHBIE BHABI y4eOHOH paGOTHI MO JHCLHIIIUHE «Cepesucnas  OeamenvHochmby:
MpoOIeMHbIE IEKIMH, NEKIHN H NPAKTHYCCKHE 3aHATHS C npumeHennem VKT, nexnns - nuckycens
AKTHBHBIC MCTO/bI NIPOBENICHHS 3aHATHH, 3aHATHS 3a KPYIVIBIM CTOJIOM, 0Dy4YEHHE C UIMPOKUM
UCIIONBb30BAHHEM CHTYAIIHOHHBIX 3334,

Y ielbHbIH Bec 3aHATUH, TPOBOJUMEBIX B MHTEPaKTHBHBIX QopMax, olpelenseTcs riIasHo
Ueabo (MMCCHCSH) MpOrpaMMel, 0COGEHHOCTHIO KOHTHHIEHTA OOYYarOUIUXCsi M COACP)KAHHEM
KOHKPCTHBIX JUCIMILTAH, ¥ B UE/IOM B y4eOHOM Npoliecce OHK AOJDKHE] COCTABIAT He Metee 20 %
ayAMTOPHBIX 3aHsATHI (onpenensgeTca TpeGoranuamu GLOC ¢ yueToM crnienuduxu OITOI). 3anarus
JICKIMOHHOTO THIIA JUIS COOTBETCTBYIOUIMX TPYHII CTYJEHTOB COCTaBIAOT 50 % Ay AU TOPHBIX
3aHATHH (ONIpeaenseTcs COOTBETCTRYIOMUM PI° OC).

I1py urenun jleKUHi CileIyeT WHPOKO MCIIONb30BATH paznooOpasHble HarisuHble yyeSHbie
nocoOus (pasaarouHslil maTepman) u DPE3CHTAlMOHHBIH  MaTepuan. Psgn  NeKIMOHHBIX ©
NPAKTHICCKUX 3aHATUH IIPEANONATacT COBMEINEHHE TeX HIIM HHBIX METOJIOB, KaK MPAaBHAQ, ITO
npobneMHas JIKLH ¢ NIpEMeHeHHeM MeToa0B MKT.

C uenbro opMupoBanus U pazBUTHSA NPOPECCHOHANLHBIX HABBIKOB 00yJaloIuXed, B
Y4eOHOM IPOLECCe TODKHBI LIMPOKO HCIOMB30BATLCA AKTUBHBIE H KHTCPAKTHBHEIE (HOpMBbI



POBEICHHS NPAKTAECKHX 3aHATHH B TOM YHCIIC: CEMUHAPHI B THANOTOBOM PEeXHME, IMCKYCCHE (B
TOM 4YHCIIE — FPYNNOBEIC), JIp.

CamocrosiTenbHass paGora cryneHToB nonpasymeBaeT paboTy I1IOX  PyKOBOJCTBOM
Ipenonasateselt (KOHCYIbTALME U IOMOLIb TIPH BBITOAHEHHY MPaKTHYECKUX 3aJaHM, IIOATOTOBKH
NPE3CHTALMORREIX MATEPHATIOB, MOArOTOBKA U BLINOJIHEHUE KyPCOBOH PabOTht, MOATOTOBKA K Ja4eTy
H PEHTHHI-KOHTPOJIK) H HHAHBHAYATLHYIO paboty ctyaenra ¢ [1K u B cet INTERNET (pazpabotka
MHIHBAAYLHBIX 3/IEKTPOHHBIX TOPTGHOIHO, MY TETHMEAMA NPE3CHTALIN), 2 TAKIKE padoTy HAay4HOH
bubnuotexe Bnl'V u B o6nacTHoit Hayunoit 6ubamorexke.

6. OUEHOYHBIE CPEJICTBA JJS TEKVIHEI'O KOHTPOJIS YCIIEBAEMOCTH,
HPOMEXYTOYHOMR ATTECTALIMH 110 UTOTAM OCBOEHUA TUCHUILIUHBLI A
YYEBHO-METOAWYECKOFE, OBECTIEYEHUE CAMOCTOATEABHON PABOTHI
CTYJAEHTOB

OCHOBHBIM OLEHOYHBIM CPEACTBOM TEKYILETO KOHTPOJIA YCIIEB2EMOCTH SBISETCH pEHTHHT
KOHTPOJIb. Beero no ucIumninge nposoanTses 6 peifTaur- KOHTpOI,

3 cemecrp
HepBbiit peltTHHr KOHTPO.IE. [TOArOTOBUTS cce 1O BOTIPOCAM.

Hetoku uenoseuHocTy, MX 3HAYEHNHE B KM3HUM 0OLIECTBA.
HennocTn, coznapaeMble cepBUCHOMN JEATENLHOCTHIO.
Ponp cepruca B ku3sHH HHOMBHIA.

Brnsuue cepsuca Ha ¢ynnby u cyacThe moei.

Brnusinue cempy Ha paszsutue ceperca

AN

Bropoii peiiTuar kouTposs. Bemonnenne WHIWBHYalbHbIX 338JaHui,

Anamuz wu  creuuduka opranuzanuu CCPBHCHOH ICATENBHOCTH B DPA3BUTHIX MM
Pa3sBUBAIOLIMXCA CTPaHAX (BBIOOD CTPaHbI OCYILECTRIAETCH CTYACHTOM CAMOCTOATEITBHO)
Tpebopanus k 0hOPMIEHHIO 3a0aHMS: TEKCT MODKEH GLITE HabpaH B TEKCTOBOM pellakTope

MS WORD, Times New Roman 14, HHTEpRAT, 1,5,

TpeTuii peiiTHHT KOHTPOID.

IToaroToska Te3ucor 1o mpobreMam u nepereKTHEAM Pa3sBUTHS CCPBHCHOH JIESTEIBLHOCTH
(TeMaTHKa GOPMHEPYETCS CAMOCTOATENBEHO, HCXOMS U3 HaY4YHbIX HHTCPECOB CTYy/IeHTa)
Tpeboranus k oGopMaeHHIO CTATEH

IlpaBuia odopmienns marepuanos: TekcT cTaThi NPENCTaBIsIeTCs: B BHAC OTAEIBHOIO
taiina B popmare MS Word.

O6vem nmybmukaunu ot 4 10 6 c1p., wpudT Times New Roman, kerin (pazmep Gyks) — 14;
MEXIYCTPOUHDBIH UHTCPBAI — 1.5; BLIPARHHBAHHE TECTA O IIHPUHE; NOJIA: BepX. — 2 CM, HHXKH. — 2
CM, JIEB. — 3 CM, npags. — 2 cM.

Bea conepxamancs B Marepuane rpaduxa — CXEMBI, (POPMYIIBI, PHCYHKH JIONKHBI OBITH
npencrasnensl B (opmare JPEG wm TIFF (paspewenue ue mence 300 dp1). Bee rpaduueckue
MaTeprabl MOJDKHBL OBITh O3arfaBieHbl M NPOHYMEpOBaHBL. CHOCKH 0GOPMNSIOTCH CILUIOIHON
HYMEpalkeH 1o TeKCTy B KBaipaTHBIX ckobkax [1]. Crimcok MTEPaTypei B KOHUE CTaTbH,
O(QOPMITEHHBIH B cOoTBeTCTBYHY ¢ TpeGoanuamu [OCT P 7.0.5-2008.

CTpYKTYpY MAaTepHallOB SMIMPHYECKOTO HCCIENOBAHAS 1en1ecoodpasHo BHIICPXKHBATE B
o0wenpuHATOR JlOrMKe: BBeacHME B MpoBJIeMy HMCCNENOBAHUS, OPraHM3aLUe M METOMbI




MCCIIe/IOBAHMS, Pe3YIILTAThl M MX aHAJIH3, BRIBOIEL.
Marepuans! TOKHE! coAepiarh anHoTanuio (300-600 3HAKOB ¢ npobenaMu) U KIKOYeBhIE
cnosa (He bonee 10 cOB) Ha PYCCKOM M aHIIIHACKOM S3bIKaX.

1.

4 cemecTp
IlepBebIii peiiTHHr KOHTPOIB.
Honroroeka noxnaja
IHpumepnas memamura doxaados
(ModKCem Boimb PACUUPEna ¢ Y4emom UHMEPecos CMYOeHmoe)
Hcropuueckoe pasputiie CepBHCHOM NEATENBHOCTH M 0COGEHHOCTH €¢ CTAHOBJICHUS B

COBPEMEHHOM MUpE

2.

Kynbrypa cepprcHOM AeSTENBHOCTH B TOCTHHHUE (HA IPHMEPE KOHKPETHON IOCTHHHIIBI

0 BRIOOPY CTYIAEHT#)

3. VIHTepHET-CEPBHUCH] B TOCTUHUYHOMN MHIYCTPHH

4.  MuopMauroHHBIH cepBHC: POGIEMBI 1 IEPCTIEKTHBB Pa3BHTHA

5. AHHMMAUMOHHBIH CEPBHC B TOCTHHHYHON cepe

6. Iobanbuble #HGOPMALHOHHBIE CETH H CEPBHCHAS JEATENLHOCTh

7. CepBHCHAA JCATENBHOCTD B YCOBUAX [MOGANTH3AIMHA: TEHACHIINA U NEPCIIEKTHREL

8. bpennupopaHHe Kak HHHOBAUMOHHEIA MHCTPYMEHT IIPOXBHKEHUS IPOAYKTA CEPBHCHOMN
IEATETILHOCTH

9. IlporpeccusHble GOpMBI OGCTYKHBAHUS B TOCTHHHYHOMN cdepe

10. ®panuaitsunr kak GopMa OpraHu3aUMH MANOro OM3HECA B CEPBHCHON ACATEIBHOCTH

['1l. KopnopatueHas KyIbTypa B CEpBUCHOM AEATENLHOCTH

12. CocTosgHue ¥ MEPCTIEKTHBBI PA3BUTHS POCCHIICKOIO TOCTHHHYHOIO X034iicTRA

13. Oprauun3aums cepBrica MPH OPOIAKAX FOCTUHAYHOTO HPO/IYKTA

14. Binsnue HaUMOHANBHEIX (PCrHOHAIBHBIX, NPUPOIHO-KAHMATHUYECKHX) 0coBeHHOCTei

Ha opraHuzaliuio CepBHUCa

IS.

CepBucHas JIEATENILHOCTH Kak  (PAKTOp KOHKYPEHTOCIOCOBHOCTH —TOCTHHMYHOIO

NpeanpusiTHS

16.
17.
18.
19.
PA3BUTHH.
20.
21.
22.
23.
24.
o01IecTBe.
25.
26.
27.

KIHCHTA.

28.
29.

CopeplIeHCTBOBAHHE CEPBUCA HA NPESANPHATHSX MOCTHHHYHOTO GU3Heca

CepBHuC Kak colMaTbHBIN QeHoMen

CepBHcHas JCATENBHOCTD KAK CNIOCO0 YIOBNETBOPEHUS OBLUECTREHHBIX HOTPEOHOCTEH.
HM3mepenue poaM CepBUCHON [ICATENBHOCTH B JKOHOMHYECKOM M OBLIECTBEHHOM

CepBucHas eATENBHOCTD KaK YaCTh COBPEMEHHOM KyIBTYPBI.

OcobenHOCTH pa3sBUTHA CEPBHCHON NEATENEHOCTY B COBPEMEHHOH Poccun.
Opranusaiins ceppuca BO BraMMupckoM peruone: mpo6aemMsl M HEpCIeKTHBB Pa3BHTHS
KauecTBo, 6e30nacHoCTb YCIIYT ¥ KyJIBTYPa CEPBUCHON JeITCIBHOCTH

DNICKTpOHHAT KOMMEPUMS KaK HacThb CCPBUCHON AEATENbHOCTH B COBPEMEHHOM

CepBHC B TOCTHHHIIAX, OTEIIAX: HHANBH/YATbHOE 0GCTY KHBAHHE
CepBuC H OCHOBHBIE (POPMbI HEIOBEHECKOH ACATENLHOCTH.
DTUKO-TICHXOJIOTHYECKHE 0COOCHHOCTH B3aUMOOTHOINEHHH ClIeI[UAICTa 110 CEPBHUCY U

IipodeccnonanbHplil KOQEKC CNENHANACTA TI0 CCPBUCY.
CnenuanbHBIC IPOrpaMMbl JTOSIBHOCTH KIHEHTOB



30. Tocynapctennas mnonutrka B cdepe  I[IpedOCTABIEHUS roOCyJapCcTREHHBIX H
MYHHIMIIQIBHBIX YCIVT

31. CrannapTel OKazaHHd yCIIyT

Tpebosanns k odopmienuro 1oknana

Texct noknama gomken GbiTh HaOpaH B TEKCTOBOM penaktope MS WORD, obmee
KOJHICCTBO CTPAHUI TTEHATHOTO TEKCTa - He MeHee 4, Times New Roman 14, untepean, 1,5.

Hoxian [omMKHA HMMeTh THUTYJIBHEIR JHCT ¢ HaWMEHOBAHHEM BVY3a, kadenpwi, temnr
npeserTaluy pabotel, ®UO cTynenTa i HpeloaaBaTens; MEcTa HAITUCAHUS M FO4.

Crpanuipl TOTKHBI ObITh [IPOHYMEPOBAHBL, OOS3ATENBHS] IpaBHIbHO  O(OpMIEeHHBIE
NOCTPaHUYHBIE CHOCKM HIIM BHYTPH TEKCTA.

ITpy MCIIONB30BAHUN HCTOYHMKOB CICAYET B CHOCKE HIIH CCBUIKE YKA3BLIBATHCS MCTOUHHK
3aUMCTBOBAHHS.

Bropo#i peiitTuHr koHTpOJID.

1. HazoBure npuHIMOLI oOpraHusauum  o6CHyKEBAHUIO NOTpeduTeleH W KOMILIEKC
MCPONPHATHH, HATPABJIEHHBIX HA PEATH3ALUIO 3TUX [IPHHLUIIOB.

2. Tlepeuncaure dakTopsl, BiHsOWKE HA paboTy ¢ MOTpeOUTENEM

3. Jlaite onpenenenue HOT

4. llepeuuncmute 3agayn HOT

5. Ilepeumcinre ¢pyuxmuu HOT

6. UTO BK/IKOYAET OpraHu3alus TPYAOBBIX IPOIECCOB?

7. Kaxue sranst HOT Beinenstor B Poccun

8. C KaKuMH M3BECTHBIMH HCCIE/OBATENAMHU, NPOMBILITICHHHKAMH CBA3AHO pa3BUTHE
IIKOJIBI HAYYHOTO YIpaBJIeHusa?

9. Uro BrmOvaET OpraMu3alys TPYAOBBIX NIPOIECCOB?

10. Kto wu3 Mcenenoearenedt mpobrieM OpraHM3aLMOHHOTO MOBEACHHS H YIIPABJICHHSA B
NPOM3BO/CTBEHHBIX OPraHH3alMAX BHEC OMPOMHBIM BKN&J B PA3BHTHM WKOJBl «UeiOBEYECKHX
OTHOLIEHUA»?

11. Kakue ycnyra 1eMOHCTPHPYIOT BLICOKHE YPOBEHD HHHOBAIIMH?

12. HazosuTe cTpany, 3aHMMArOLICE | MECTO B MUpPE 10 HHHOBALMOUHOCTH

13. Kakoe mecTo 3anumaet Poccii B peiiTHHTE CTPaH 10 HHHOBAIMAM B Mupe?

14. HazoruTe hakTOph! YCMEUIHOCTY CEPBHCHBIX HHHOBAIIMIL

15. IlepeuncnuTe kakue ¢ paieii TOUKH 3peHNs HAIIPABNCHHS YCIIYT, [MOJIB3YIOTCA 3aBUAHBIM
CIPOCOM B ITOCNEHUE 2-3 roaa

16. Kakue ¢popmet 06¢Ty:KUBaHHUS OTHOCATCA K IPOrPECCHRHBIM?

17. JaiTe onpeneneHue "TOCTHHUYHBIM yeayram"

13. Kakyio undopmauuro wucmonudrens obf3aH MOBECTH [0 CREICHHS noTpebuTeNns
TIOCPE/ICTBOM Pa3MCHIEHHA Ha BBIBECCKE, DAClONIOKEHHOH OKOIO BXOAA B FOCTMHHIY, WIH B
TIOMEIIECHUY TOCTHHMLIEI?

19. Yto Taxoe "OpounpoBanue™?

20. Kaxoe MaKcHMATbHOE KOJIHYECTBO HOMEPOB JI0JKHA MMETh TOCTHHHLA, OTHOCAINANCS K
KaTEropHH «Manoe CpefcTBO pasMelneHus”?

21. Hasosure ycrnoBHsA rapaHTHpOBaHHOTO M HEFAPAHTHPOBAHHOTO OpoHupoRaHuA?

22. Kakue BUABl YCIYT WCHONHMUTENb FOCTHHUYHBIX yenyr obszan 6e3 NONoIHUTEIBHON
OMaTHI 110 npockde notpeburens?

23. B 4eM 3aKIIOUaeTCs CYLMIHOCTE NPOHECCHOHANBHON ITHKH pabOTHUKOB 0OCTYKHBaHHs?

24. Kaxue TpeboBaHus TpPOGECcCHOHANBHON — ITHKH OPEIBABIAIOTCS  PadOTHUKAM
obcnyxuBanus?

25. B ueM 3akimoyaeTcs MoHATHE ITHHECKOJ KyIIbType cepeuca?

26. Yro BxmouaeTes B 0GLIHE IPABHIA CAYKeOHOI KyJBTYpBI?



27. HazouTe OCHOBHBIE NIpaBKIa TenedOHHOTO dTHKETA
28. Yto BrimouaeT B ceba mamgrTka no KyJabType 00CTyKuBaHus?
Brimonrenune unausuyansHbix 3ananmii.

3axanue Ne 1.

Paspaboraiite «aiamaTkmy IPOPECCHOHATLHOrO  [OBEdEH ! pabOTHUKA T'OCTHHHYHOH
WHJTYCTPHH,

Konrtpoanusie sonpocsr:

I. Hro pomxno BKiouwath B ceba NpOGECCHOHANLHOE TNIOBENeHHE padoTHHKa cdepsl
cepsuca?

2. OcobeHHOCTH TPOodeccHOHATEHOTO TOBEACHHS CICUHATHCTa FOCTHHHYHOM cdephl.

3. Yro Takoe KymbTypa 06menus?

4. Yro Takoe mobe3zHoCcTs?

Tpernii pefitunr koHTpoasL.
Hpumepras memamuxa npesenmanuii
(Modcem Buimb pucuwupena ¢ yuemom UHMEPECO8 CMYOeHmOog)

1. KonrakTHad 30Ha # ee 0cODEHHOCTH B ¢(hepe TOCTHHHYHOTO XO3SHCTRA.
2. Heuxonorus npouecca 06CTyKHBAHKS,
3. JKanobk! 1 KOHGIUKTE IpK 00CIYKMBAHHH KIIHEHTOB.
4. Yy, OpHEHTHPOBAHHBIE Ha HHIHBALYaNBHBIC, IPYIINOBbIE, MACCOBBIC OTPEOHOCTH.
5. Crenmduka 0GCTyKHBAHIA PA3HBIX COLUMATBHBIX rpym.
6. HopmaTueHo-nIpaBoBas 6a3a Ipe0CTaBNICHUS COCTHHAUHDIX YCITYT.,
7. IlpaBuna npenocrapaenns rOCTHHHYHEIX YCIYT.
8. TpeboBanms K KaUeCTRY rOCTHHUYHBIX YCIIYT.
. TIpOM3BOACTBO YCAYT U CEPBUCHOTO nponykta. [IpouseoncTeennbie acnexts npomnecca
00CTYKHBaHU.

10. B3anmopeticreue ¢ notpeburenem yenyr kax ylpagjiendeckas sajaya.

11. CrieunansHble MIPOrpaMmBel MOAILHOCTH KIMCHTOB B FOCTUHUYHOM coepe

12. [IpodeccHonanbHbI KOAEKC CHELMATHCTA KOHTAKTHOM 30HBI B TOCTHHHMIIE

13. CoBpeMeHHEIH CepBUC B FOCTMHMLAX, OTENISXK

14. CucteMa ynpasienust KauecTBOM YCAYT B FOCTHHULIE

15. PBIHOK rOCTHHUYHBIX yCIyT

16. Kopriopatupnas KyIsTypa B CepBHCHOM AeATEABHOCTH FOCTUHUUHbIX KOMITNEKCOB

17. 1poOmneMp! M MEPCNeKTHBEE PA3BUTHS COBPEMEHHOTO FOCTHHIYHOLO cepBHca

18.  Tlpaktuxa cepsaca ¢ yuerom HallMOHANBHO-PETHOHANBHBIX  OCOBEHHOCTE
00CTyKUBAHMS.

19. Opranusanms ceppuca B TOCTHHMIAX Branumupckoro  peruona: npoSnemsr
MEPCHEKTHRLI PA3BHTHUS

20. BiMsgHHE NPOBEHCHHUA MEX/YHAPOIHBIX MEPONPHSATHH Ha pPa3BUTHE TOCTHHMYHOM
HHAYCTPUH

O

Tpebosanus k odopmaenmio npesenranuu
Texer mpesentauuy (obluee xoIMYECTBO C1aMIOB OT 8) nomkeH OITh HabpaH B TEKCTOBOM
penaktope MS POWER POINT.
[lpesenTauuns m0mKHa UMETh THTYILHBIH THCT ¢ HauMenoBaHueM BY3a, kadenpsi, Temu
npesentankin pabotel, PHO cryzneHTa u npenoaasarens; MecTa HanMeaHMs 1 T4,
Craiigbl JOJDKHBI  OBITH POHYMEPOBAHbI, 00A3aTeNbHEl MPABUIALHO  OGOPMIIEHHBIE
HOCTPAHHYHBIC CHOCKM HJIM BHYTPH TEKCTA.

HpH HCNONB30BAHHH HCTOYHHKOB CICOAYET B CHOCKE HJIH CCBLIKE YKa3bIBaTbCHd HCTOUYHUK
3aMMCTBOBAaHHS.



CamocTosiTearHan (BHeayauTOpHAR) paboTa CTYIEHTOB
(obmee kosugecTEo 108 wacon)
OcHoBHBIE BONPOCH

1. Ipupona ycayr. OtnuunTensHble 0COGEHHOCTH YCIOyrd OT TOBapa
2. B 4em Bblpaxaercs «CyBepeHHTeT NoTpeBuTens»?
3. 3HateHne cepBUCHOM JEATENILHOCTH B YCIOBHAX PHIHOYHBIX OTHOICHHIA.
4. Ilouemy cdepy yenyr MoXHO HasBaTh cepoit, «IOPOMU3BOJIALLEH CBOOOIHOE BpeMs»?
5. Uctopuueckue HNpPEaTOCHUIKA BOSHHKHOBECHHA CEPBUCHON AeaTenhHOCTH B Poccuu,
6 Jaiite onpenenenne nOHATHI «yCIIyra», «CepBHC», «OOCTYKUBAHHEY.
7. Homenxnarypa TtpeGoBanuil u ycnosmii, QopMupyOLIas NOKa3arenu, BAHAIOUIME Ha

9GPEKTUBHOCTD PYHKIMONMPOBAHUS TTPEAIPHSITHIA ctheprl cepBrca

8. DKOHOMMYECKAs CYIUHOCTL CEPRUCHOMH NeSTENbHOCTH.

9.0CHOBHBIE IPMHLMIET pa3pabOTKH CTaH1apTa o0CnyXKUBAHHA.

10. IpaBuna spextusHoro cepruca.

11. ®opMBI rocy1apcTBEHHOM TOAIEPKKY COLHATBHOIH chepsl B PO.

12. OcHoBHBIE 1IpaBa MOTpebUTENs, 3aHIIAEMbIE rOCYAApCTBOM.

13. OcobennocTu GOpMHPOBAHHS PHIHOYHOTO B HEPBIHOYHOTO CEKTOPOB Chepht yCIYT.,
14. lloHATHA: «KauecTBO YCIyru», «KadecTBO 06CTYKHBAHUSY.

15. OcHoBHbIE H BCIIOMOTATENBHBIE POLECCH IPOU3BOACTBA YCIYTH.

16. Opranu3alMoHHO-IPOH3BO/ICTBEHHEIE XaPAKTEPHCTHKH HNPEANPUATHS chepsl ceprhca.
17. [lpouecc okasanus ycinyru. OCHOBBI 3TAlb B 0COOEHHOCTH.

18. KynpTypa ofcinys’uBaHna Kak [oKa3aTelb KaYecTBa.

19. YnpapieHue kayecTBOM cepayca.

20. [Icuxonorus ceprrca — OCHOBHDIC ITOHSTHS ¥ 331A4H.

21. Knaccndukauus MHAMBH/lyaNbHBIX XapAKTEPHCTHK JTHYHOCTH YYACTHHKOR CEPBHCHOI

HECATCIIBHOCTH.

30HBL

22. [leuxonorus cepBrca Ha OCHOBHBIX dTanax 06CITyKHBAHM.
23. IlpodeccuonarnsHas dTHKa H NpodecCHOHANBHOE TOBEIEHHE pabOTHHKA KOHTAKTHOM

24 DcreTuKa BHEMHEro 061uKa pabOTHHKA KOHTAKTHOM 30HEL.

25. Buzsl koHQUKTOB B IIponccee 06CHyKHUBaHUS | IyTH 1 paspeLicHYs.

26. DOPMEI OpraHHM3aIMH TPYAa B paMKax GyHKIMOHHPOBAHUS CEPBHCHOIO NpPeaIpULTHS.
27. Tocpennuyeckne YCIyry B IpeANpMHUMATEILCTRE. ATCHTCKHI JOTOBOP.

28. XapaKTepHCTHKA I0CYTOBBIX YCIIYT B PAMKax CONMATbHO-KYIBTYPHOIO CEPRHCA.

29. MexnyHapoaHbIil 0OMeH YCIyraMu.

30. OcobeHHOCTH OPraHM3aIMH TT0CICTPOAAKHOTO 06CTy KHBAHHA.

31. BHIBI COUMANBHBIX YCIIYT, MPEJIOCTABIACMBIX TOCYIAPCTBEHHBIMY VUPEKICHUAMH.

32. Tlomsme W  NpPUHLMIBL  COUMAIBHOTO  OGCIYXKHUBaHMS, IpenyCMOTPEHHBIC

3akonoxaresbeTteoM Poceutickoit Meaepanmy.

33. [lonATHE «KOHTAKTHAS 30Ha». Pa3sHOBHIHOCTH KOBTAKTHOMN 30HbI.

34. THIBI OPTaHU3AUHOHHBIX CTPYKTYD CEPBHCHOTO HPEINIPHSATH.

35. Tunsl norpeGuTeNel 110 COLMATLHOMY POUCXONKICHHIO, CTATYCY, IOXOIAM, BO3pACTY.
36. JIM4HOCTE nOTpeGHMTEIs CepBHCHBIX yeiyr. THIBI HOTpeOHTENe#l MO MPHBBIUKAM,

3alpocaM, XKCITaHHuAM,

37. BosaeHcTBAE KYARTYpBI Ha MOBE/IEHHE TOTPeGHTENS.
38. OpranusauMoHHas KyJIbTYPa IPeATpHATHS.



39.3cTeTnxa BHCWHErO OQOPMIIECHUA, UHTEPhEpa NIPEANPUATHS CEPBHCA M PaBOuMX MeCT

nepcoHana.

40.34BHCHMOCTL  CEDBMCHOH  JESITENBHOCTH  OT  reorpadHuecKux, NOCEIEHYECKHX,

Aemorpaduueckux GaxTopos.

FHO bW -

Bonpoce! k 3a1ery (3 cemectp)
Poub ceprl cepsrca B yCIOBHSX COBPEMEHHOM MHPOROH SKOHOMHKH.
OCHOBHBIC BUJIbI ¥ CTPYKTYPA JIEATENBHOCTH
Bune! cepucuoii nesrensrocTH.
PeabunuranuoHHsiit xapakTep ceppuca.
HMcroprieckue 3Tamnbl pasBUTHS YCIyT H CEPBUCHON AESTEILHOCTH
Yenyru B cpeasenekopoM obuiectBe 3ananuoi EBporsL.
Ponb rocy/1apcTBEHHBIX MEXAHM3MOB B PA3BUTHH YCITYT.
Cdepa ycnyr: Tpu 3Tama pasBUTHS LUBUAH3ANMHA - B JOUHIYCTPUATLHBIH,

HHIYCTPHATBHBIA H IIOCTUH/LYCTPHATLHBIH.

9

10.
I1.

AMepHKH

12.
13.
14.
15.
16.
I17.
18.
19.
20.
21.
22.
23.
24.
25.
26.
27.
28.
29.

[lepron pasBUTHA «HAPOIHBIX PEMECEN» U KIPOMBICIOBY.
Jranbl COMUANHCTHYECKOTO PA3BUTHS CHEPHI YCIIYT.
XapakTepuCTHKA CEePBUCHOH ACATENLHOCTH CTpaH 3anmamHoi Epponel u CeepHoii

[Iponecesl HHAYCTPHATM3AUNN ¥ MOJIEDHU3ALAN PA3BHBAIOLMXCS CTPaH
Knaccutukauns THIIOB 4 BUAOB YCHYT.

XapaxTepucTuKa yenyr. MaTepraibuble YCaIyT. ConnanbpHO-KyNbTypHBIE YCIYFH
PasnoBMAHOCTH yCIyr M X XapakTEpHCTHKA.

JKUM3HEHHBIA UMK YCIYTH ¥ CEPBHCHOTO MPOAYKTA.

PpIHOK yesyr u ero 3Havenue.

MHpoBO#t PBIHOK YCITYT

CoepeMeHHBIH poIHOK yeryr Pocenu: cocTosnne, IpoBeMbt U HEPCIICKTHBEI Pa3BHTHA.
Mounens kadecTBa yciuyr.

Meronuka SERVQUAL

Meroa «TanncTBeHHOTO (TAlIHOTO, CKPLITOIO) IOKYIIATENS»

MeToaB! OUEHKH Ka4ecTBa YCIIyT.

MeTo /b1 ONEHKH YIOBNETBOPEHHOCTH NOTPEOUTEN YCITYTOM.

[Topsnok oOpa3oBaHHA CePBHCHOM OPraHH3aLMH.

OPPeKTUBHOCTE CEPBHCHOMN AEATENBHOCTH U €€ OLICHKA.

Ka4ecTBo yciyr, IpesocTaBIseMbIX NPEANpPUITHIMU cephbl CePBHCA B T Bnamumupa
Kiaccudukaiusg ceprUCHBIX NPeaANPUSTHIL.

CyOBeKTbI Manoro ¥ CPefHero NpeanpUHMMATEIbCTBA M HX 3HAYEHHUE B CEepBUCHOMN

IKOHOMHKE.

30.

B

5.

CeprucHbI Qpanuaiizusr.

Bonpocer k 5x3ameny (4 cemecp)
CepBrcHas JeSTENBHOCTh U €€ LIeH.
Pounb cepe! cepBrca B yClIOBHAX COBPEMEHHO MUPOBOM 3KOHOMUKH.
CepBUC H €ro BHJE
Hcropudeckue 3Tansl pasBUTHA CEPBUCHOMN JIEATENBHOCTH
Pojk cembit B yIOBNETROPEHHH IOTPEOHOCTEH TOPOACKOTO HACETCHHS B FOCYLAPCTBAX

Jpernero mupa u CpenHux Bexos

6.

Céhepa ycuyr: Tpu 5Tana  pasBHTHS UMBWIH3AMH - B NOMHAYCTPHANbHBIN,

MHAYCTPHAIBHBIH YU IIOCTHHIYCTPHATBHEIH,

7.
8.

CepBHCHaA NEATENBHOCTD B PA3BHBAIOLIMXCA CTPAaHAX MHUpA
CepercHad IEATENLHOCTD B PA3BUTHIX CTPAHAX MHDA



9.

10.
11.
12.
13.
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.
41.
42.
43.
44,
45.
46.

Ocobennocty cepBucHoi gesTensHOCTH B Poccuu

OTanbl CONMATHCTHYECKOTO Pa3BHTHS cdeps! yenyr

Yenyra Kak crenududeckuit mpogykT CCPBHUCHOM NeSTENLHOCTH
XapaKkTePHCTHKA MaTCPUANBHEIX YCIIYT

Opranusanust 06cnyKuBaHms noTpedureneit yenyr

JTallbl Pa3BUTHA 33 PyGEKOM HAVYHOH OpraHU3aIy TpynAa

JTanel paserTas B Poccun HayuHol OpraHu3auvH Tpynaa

OpraHu3auma TPy OBBIX IPOLECCOB NPeANPHATHH cepBHca

BupTyaneHoe # peanbHOe peiHOYHOE NPOCTPaHCTRO

Hogbie Bunsr yenyr

[Iporpeccurnrie Ppopmbi obenyxubanus

MudopmaunonHslii cepauc

Opranusauus paboyero MecTa Ha MPEAIPUATHY cepBHCa

WHHoBanum B CepBUCHOMN Ie9TeNbHOCTH

VIHHOBaluM B rOCTHHHYHOH cdepe

Knacendukauns yenyr

«KonTakTHas 30Ha 06CIyKUBAHN», 66 HA3HAYCHHE M QYHKUKOHATbHBIE 0COBEHHOCTH
BUABI KOHTAKTHBIX 30H H MX XapaKTepHCTHKA

[Ipoctpancteo KonTakTHO#M 30HEL [TonaTHs «O3K-0HC» H «PpoHT-0PHCH
Kynerypa obimenus ¢ knnenramu

Kaso661 0 KOHDIUKTEL Ipy 0BCTYUBAHEM KTHEHTOR B FOCTHHIINON cthepe
[IpoTHBOpeYns cepBUCHOI NesTEIRHOCTH

Hpuuuunet s¢pdexrusnoro pemrenus KOHQIIUKTHBIX CHTyalMit

Ponb u mecTo Poccun B cepe MEXIYHAPOJHOH TOProBIH YCIyTaMH
Prinox yenyr BrnamuMupekoit o6nactu

KayecTso  owenka kauecTea yeuyr

Mozenb kadectsa yeiyr

D¢ deKTHBHOCTL CepBHCHOI IeSITEIBHOCTH

Hpodeccronanpuoe noBeneHHE M FTUKET Ha IPCANPUATUSX CEPBUCA
Koneke npodeccronanshoit stiku

DTHKA M ITHKET TeNe(GOHHOrO pa3rosopa.

BTPIKST COCTABNCHHA JICNOBBIX [THCEM

Jrudeckue npobiaemMsl HHYOPMALIMOHHOIO cepBHca.

IlpaBpuna npesoCTaBICHUA TOCTUHHYHBIX yeayr

S YEKTHBHOCTD CEPBUCHOMN ACATENNLHOCTH

OCHOBBI HOPMATHBHO-TIPABOBOTO PEryJIMPOBAHUA CEPBHCHOMN JIEATETBHOCTH
CepBucueit hppanyaitsunr.

Tune! norpebureneti (KIIMEHTOB) U B3aMMOJEHCTRHE C HUMU

7. VYUEBHO-METOJHYECKOE U HH®OPMAIIHOHHOE OGECIIEYEHUE

AACHUILIAHBI «CEPBUCHAS JEATEJABHOCTby

Ocnobnas 1urepatypa

1. Pynenxo JIJI. CepmucHas nesrensHOCTD [OnexTponHELi pecypc]: yueGHoe mocobue/
Pynenxo JLJI. - Dnexrpon. TekcToBbie nanHbie. — M. Hawikos 1 K, Aii 1T Dp Meaua, 2017.— 208
¢.— Pexum gocryna: http://www.iprbookshop.ru/57229.html.— 3BC «IPRbooks»

2. Pomanopnuy JK.A. CepuchHas AeATCITBHOCTS [DneKTPOHHEIH pecypc]:  yueOHMK/
Pomanosuu X.A., Kanaues C.JI.— DNEKTPOH. TEKCTORKIE AaHHbIe.— M. : Hamxkos u K, 2015.— 284
¢.— Pexum noctyna: http://www.iprbookshop.ru/52309 html.— 3EC «IPRbooks»



Jlomo/IHATeIbHAS AUTEPATYPA

1. 3akou Poccuiickoit ®eaepauun ot 07.02.1992 N 2300-1 (pe. ot 18.04.2018) "O zammure
npas notpedurenei”

2. enepaneHbii 3aKoH o1 05.02.2018 N 16-®3 "0 BHeceHnn n3MeneHuii B DesrepanbHbiil
3aKOH "O0  ocHOBaxX  TYPUCTCKOH  festensHOCTH B Poccuiickod  ®emepaumu
"http://www.consultant.ru/law/hotdocs/52500.html/

3. llocranoenenue llpaeutensersa PO ot 09.10.2015 N 1085 (pea. ot 30.11.2018) "06
yTeepxaeHnu [Ipasun npeaocTaBnenns rocTHHUYHBIX yelyr B Poccuiickoi ®eaepanun”

4. TOCT P 50691-2013 Ycayru HaceneHuro. Mozens CHCTEMBI 00ECIICUCHHS KAYecTBa
YCIyT.

5. T'OCT P 52113-2014 Yenyru nacenenuto. HomeHKknaTypa mokasateneit KauecTsa yeiyr.

6. T'OCT P 54599 — 2011 Vcayru cpencts pasmemenus. O6mue TpeGosanus K ycayram
CaHaTOPHEB, HaHCUOHATOB, IEHTPOB OT/BIXA.

7. TOCT P 54606 - 2011 Yeayru Manbix cpeacts pasMentenus. Obinme TpeBoBaHus.

8. Ceppucuas JeaTeNnbHOCTh [ XIeKTPOHHEIH pecype]: yuebHoe nocobue/ B.A. ®ypcos {u
Ap.]— OJEKTPOH. TeKCTOBbIE naHHbIe.—— CraBponons: Cesepo-Kapkasckuii  (enepanpHbIif
yHuBepenteT, 2015.— 148 c— Pexum aoctyna: http://www.iprbookshop.ru/63244.html.— 25C
«IPRbooks»

9. Térywkun, B.A. CepsucHas ACATENHHOCTH: OCHOBHBIE NOHATHS H COBPCMEHHEIE
NPOOJIEMB! (PErHOHANBHBIH acTeKT) [DIeKTPOHHBINA pecype]: yuebroe nocodue / B.A. TeéTyukuH;
MunucrepctBo obpasosanus u Hayku Poccuiickoii ®enepanun, Penepansoe rocyIapcTBEHHOR
OrojpkeTHOE  00pa3’OBATENbHOC — YYPEXKNEHHE BBICHICTO  NPO(ECCHOHANBHOrO  00pa30BAHUS
«TamBoOBCKHH rocy/IapCTBEHHEBIA TEXHHUYCCKUM yHUBEpCUTET». - Tambor : Usnarenscteo ®IBEOY
BI1O «TTTV», 2015.- 125 ¢.

10. Opranusauus W IJaHMpOBAaHHE AEATEILHOCTH NPEANPUATHH cCpBHca [DITEKTPOHHBIH
pecype]: yuebnoe mocobume/ T.H. Koctiowenko [u ap.].— DIeKTpoOH. TEKCTOBBIE JaHHBIC.—
Cragponois: CTaBponobckuil rOCYNapCTBEHHBIN arpapheiii yHuBepeurter, Cekpoits, 2017.— 138
¢.— Pexxum noctyna: http://www.iprbookshop.ru/76044 . html.-— DBC «IPRbooks»

1. Bunorpanosa C.A. Opranusanus 0 NIaHKPOBAHHE JEATEILHOCTH IPEUIPHATHI CepBHCa
[DnexTpoHHbIA pecype]: yuebnoe nocobue/ Bunorpanosa C.A., Copokuna H.B., Xnanopa T.C.—
DNEKTPOH. TEKCTOBLIC JanHbie.— M.: JawkoB u K, Al [Iu Op Menna, 2014.— 208 ¢.— Pexum
aoctyna: http://www.iprbookshop.ru/15712.html.— 3BC «IPRbooks»

12. Kymuna E.I'. Qusepcuduranms neaTensHOCTH HpepusTus [DiaeKTponHslii pecype]:
CIIEUBBINYCK XKypHana "Macrep nponax"/ Kymuna E.I'., Kauy6a O.B., Markosa T.J.— DuekrtpoH.
TeKCTOBbIe  AaHHbie.—  M.: Hnuren-Cunres, 2006.— 201 c¢— Pexum jpocryna:
http://www.iprbookshop.ru/916.html.— DBC «IPRbooks»

13. CucreMbl MaccoBOro o0CnykHMBaHHA [DIEKTPOHHLIH pecype]: METOAYECKHE YKAzaHUS
K CEMHHAPCKUM 3aHATHAM 110 RUCHHIIUHE «CepBUCHAs AEATENBHOCTEY — DJIEKTPOH. TEKCTOBBIC
AauHble.— Jluneuk: JlnneukHit rocyiapcTBeHHbHE TexHuYeckuit yausepeuter, D6C ACB, 2012 —
24 ¢ Pexum nocryna: http://www.iprbookshop.ru/17695.html.— DBC «IPRbooks»

14. Hasapxuna B.A. Cepeucnas neatenpHocTb. Ilpaktukym [DnexkTpoHHBIH pecypel:
yuebnoe nmocodbue/ Haszapkuna B.A ., Bnansikura F0.0., Uteitnronsn B.M.— DekTpon. TeKCTORbIE
JanHble.— Hosocubupck: HoBocuGHpekmii rocy 1apcTBEeHHBIA TEXHHUECKUH YHHBEpeHTeT, 2014.—
100 c.— Pexum noctyna: http://www.iprbookshop.ri/45014.html.— DBC «IPRbooks»



HurepHer-pecypeni
Hay4npiit xypuan «Cepauc plusy - http://philosoph.ru/
AnMunuctpauus Branumupcekoit o6macTy - https://avo.ru/main
®enepauns Pecropatopos u Orensepos (OPuO) - http://frio.ru/
nektponHas Gubnnoteunas cuctema IPRbooks - http://www.iprbookshop.ru/
Wareprert sxypran «Hotelier. PRO» - https://hotelier.pro

_Uﬁ_-h.b)l\.)»—-

8. MATEPUAJIBHO-TEXHHYECKOE OBECIIEYEHHE JUCLUTIIMHbI
«CepBHCHAA REATENLHOCTL
Hexyuonnsie aydumopuu n0JKub ObITE 0B0pyIOBaHBl JOIDKHLI GBITH obopyaosaub!
MPAOMUMEOUTHBIMUY CUCEMAM, KoMneromepamu (HOymoyx), sxpanonm. Aynutopus 103-5, 305-5.
B kayecTBe MatepuansHO-TeXHHUYECKOTO obecrneveHHs JUCUMILTHHBL MCTIONb30BAHBL:
DIEKTPOHHBIE  MYJIbTHMEAHITHbIE CPCACTBA  OOYHMEHHS MYyJIbTHMEIua MPE3eHTAIMH

[IOATOTOBICHBI TIO BCEM DAa3leilaM  Kypea: BKIIOYAOMIMeE AMarpamMel, CXEMBI, TabIHUbL,
(hoTomareprabl, HLTOCTpALHH.




Pabouasg nporpamMma AUCLMIUIMHBI COCTaBIIEHA B COOTBETCTBHH ¢ Tpedbosanusmu GI'OC BO
1o HanpasieHuo 43.03.03 ['ocTuHHUYHOE [1E710
IIpodune "I'ocTHHHYHOE U pecTOpaHHOE aIMHUHHCTPHPOBaHHE"

Pabouyro nporpammy cocTaBu1
KaHIUIAT NeJaroru4eckux Hayk, Cyxanosa K.A.
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PaGouas mporpaMma paccMOTpeHa M 0100peHa Ha 3aCE/aHMH  Y9EOHO-METOANYECKOH KOMUCCHH
nanpasnerus 4303 03 Apeszeeccevecos &W

Ipotokon Ne ot 30 of A¥ 1"0J1a 7

IIpencenarens KOMACCHH /Q,W (\qum}\

(CDI/IO Mo/MKCh )



JIMCT HEPEYTBEPXK/IEHHW S
PABOYEN NIPOT'PAM MbI JIMCUUATIJIUHEI (MOAYJIsI)

Padbouas nporpamma onodpena na 2018/2019 yyeGublii roa

IIporokou 3acenanmns kadenpor Nel ot 30.08.2018 rona é)
/4

3aseyromuit Kadenpoi K.2.4., joil. fApecs O.5.

/
Paboyas nporpamma oxoGpena Ha/ﬁ/ffz/g/w/ yueOHbIH roj
IIporokon 3acenanus kapenpot N/ ot AV rona

3apenyromui Kadepoi ,Wf aeef %”4{ / /? (;/ {

4 /
Pabouas nporpamma onodpena Ha yucOHBIH 1oJ1
lIpoTokou 3acenanus xadeapsr No oT roja

3aBelytommi Kadenpoi

Pabouas nporpamma onobpeHa Ha yueOHbIH 10o/1

[IpoTokou 3acenanus kadenpsr No oT rona

3aBenyroluii kadenpoit

Pabouas nporpamma oo0pena Ha yucOHBbIH TO]T

[Iporokon 3acenanus xageapnl No oT roga

3apeayromuid kadenpoit




