MMHOBPHAYKHU POCCHH

B N
%, PNy &
% =

DenepanbHOE FOCYAAPCTBEHHOE OFOKETHOE 00Pa30BaTEIbHOE YUPESIKICHUE
BbICLIIEr0 00pa30BaHUs
«Poccuiickuil rocy1apCcTBeHHbIN I'YMAHUTAPHbIA YHHBEPCUTET»
(PI'OY BO «PI'TY»)

OAKVIIBTET BOCTOKOBE/JIEHUA 1 COUUAJIBHO-KOMMVYHUKATHUBHBIX HAVK
Kadenpa oO1miecTBeHHBIX CBSI3€H, Typr3Ma U TOCTEIPUUMCTBA

TEXHOJIOT'MU CEPBUCHOM JEATEJBHOCTH

PABOYAS ITPOTPAMMA JJUCITUTIJIMHBI

43.03.02 «Typuzmy»

Koo u naumernosarnue HanpaejleHus noaeomogku/cneuuaﬂbnocmu

«TexHoJ0rUs M OpraHu3alus SKCKYPCHOHHBIX YCIYT (MEXAYHAPOIHBIA TYPU3M)»

Haumenosanue nanpasiennocmu (npoguns)/ cneyuanusayuu

YpoBeHb BhIcIIEero o0pa3oBaHus: Oakanaspuam

dopma O0y4YEeHHUSA: OUHAA, OYHO-3A0UHAS

PII/I amantupoBaHa s Ui
C OTPAaHUYECHHBIMU BO3MOXKHOCTSAMH
310pOBbSI U UHBAJIUIOB

Mockga 2022



TexXHOI0rnu CepBUCHOM ACATEIBHOCTH
Pabouast nporpamMma TUCHMIUIMHBL (MOOY/i51)

CocraBurenb(n):
K.3.H., noueHT, noneHt kadenpst OCTul” N.C. KitoueBckas
K.3.H., I01eHT, AoueHT kadeapsl OCTul” A.U. Mocanés

YTBEPXJ/IEHO
[TpoTokoun 3acenanus kadenpbt
Ne 8 or 31.03.2022r




OI'JIABJIEHHUE
1. TTOSCHHMTCIIBHAS BATTHICKA ......uvvreeesiusreeeesassseeesassssasssssssesesasssesesssssssesssnsssssesasssssessasssssssnssssesssnsssseessses 4
1.1, Tleab M 32JaUM TUMCIHHMIIIIHHDBI .....oooiittiteeiittritesssteressssteeesssssesesssssssesssssessesasssssesassseesssssseessss 4
1.2. IlepevyeHb NJIAHUPYEMBIX Pe3yJIbTATOB 00YUYEeHHUSs MO TUCHHUILINHE, COOTHECEHHBIX €
HHIUKATOPAMH JOCTUMKEHUS KOMITETEHIIMI ........uveiitiiiiiiiitiiitiesiee et e siee e et siee b sine et e neee e 4
1.3. MecTO JTUCUMIITIMHBI B CTPYKTYPe 00Pa30BATEILHOM MPOTPAMMBDBL.......cccoiiiiiiieniiirieeniiinneanns 5
2. CTPYKTYPA HCTIHIIIITHHDBL. .....veuvesttestesseesseessesseesseasstassesseasseaseesse e st sse e ke e seaseeabe e beass e e be e beennenneenbeennennes )
3. COHCPIKAHUE JTACIIHTIIIIIHBL. 1. .. vvveeutreesssteesssneessssessssssssssesssssesssssesssssesssssesssssesssssessnssesssssesssssssnseessnsnsens 6
4. OOpa30BATEIBHBIE TEXHOIOTHH ....eeuvviesreesrieserssreassesssseessesssneessesasneessesasseesseessneessesasneesneessneessessneees 9
5. OIeHKA UTAHUPYEMBIX PE3YITBTATOB OOYUCHIS ... ccuvevviteesriasristeeseassesieesteesesseesseassessee s esnesneennens 11
5.1  CHCTEMA OIEHMBAHMSI. .........ceeeeiiuureeeaiittereesiteeeesaasseeeaaasteseesassseeeaasreeeeassseesssnsseeesassseeessnnes 11
5.2 Kpurepuu BbICTABJICHHS OMEHKH MO JUCIIHIIIIIHE .......ccceeiieiatieiureaieasieeaeeesineaseesieesneeenes 11
5.3  OueHouyHbIe cpecTBa (MaTepHaJbl) IJIA TEKYIIEr0o KOHTPOJIsSI yCIIeBAeMOCTH,
NMPOMEKYTOUYHOMH ATTECTANMHU 00YYAIOIIMXCS MO THCIIHMIITTHHE ......ooovviiiiiaieenieeeiiesineasieesieeeeee e 12
6. VYdeOHO-MeToauUYecKOe U HHDOPMAITMOHHOE OOCCTICUCHHUE TUCITHILTAHBL . vvvvvvvveessvreessseeessseeessenas 27
6.1 CHHCOK HCTOYHHKOB M JTUTEPATYPDI ...ovviviiniiiiiiiietiaiiesieesteasesseesteasesseesneasnesssesseesnesnnennes 27
6.2 IlepeueHnb pecypcoB HHGOPMALMOHHO-TeIeKOMMYHUKANIMOHHOH ceTn « AHTEpHETY. ... 28
6.3 IIpodeccuonaibHbie 6a3bl JAHHBIX H HHPOPMAIHOHHO-CIIPABOYHBIE CUCTEMBI ............ 28
7. MarepualbHO-TEXHHYECKOE 00CCTICUCHHME TUCIIUIIITHHBI 1...vvveesreeessreesssreessssesssssessssnessnseessseessssees 28
8. O6ecneuenue 00pa30BaTEIBLHOTO MPOIIECCa JIJIS JIUII C OTPAHHYECHHBIMUA BO3MOYKHOCTSIMHU
3ITOPOBBST F HTHBAITHIIOB ..vvteutvtesttsesstesesssesssssssesssesssssesssssssssssssssssssssssssssssssssssssssssessssssssssesssssesnnsssssnsesssnes 28
9. METOUUCCKUE MATCPHAITBL ... .eeuvviasteessreasteesuseasteessseassesssseasesssseasesssseensesssseessesssseessessnsessssssnsesssnens 29
9.1 IlaaHbl ceMHHAPCKHX/ MPAKTHYECKUX/ JTA00PATOPHBIX 3AHATHH .....oovvvviviiiieiiieiieeee 29
9.2 Metoanyeckne peKOMEHIANUH MO MOATOTOBKE MUCBMEHHBIX PADOT ........covvvvriieiirnnnnne 35
0.3 TIHDBIE MATEPHAIIBI.....c.uvviiiiieitieeesittestttesstaeessteeessbeesastessasseesasbeesssbeesasbesassbeeansseesssessseesanseeens 36

[Ipunoxxenue 1. AHHOTaLKA pabodel TPOrPAMMBI JUCIIUTUIMHBI ....cc.vviiureeniriesreesnreareessneeneessnesnneesnneas 38



1. MosicuuTeNLHAA 3alIHCKA
1.1. Heanb u 320294 AUCHUILIHHBI

Henp nucuuruimHbl — (GOPMUPOBAHUE Yy CTYACHTOB MBIIUICHUS, Oa3UPYIOMIETOCS Ha 3HAHUU
OCHOB CEPBHUCHOH [IEATENBbHOCTU JJS OCYLIECTBICHHS WX MPO(ECCHOHAIBHOW IESITEIbHOCTH Ha
TYpUCTCKOM, TOCTUHUYHOM U JIPYTMX PBIHKAaX, CBA3aHHBIX C yCIyraMu, Ha OCHOBAHHMU TMOTYYCHHS
HEOOXOIMMBIX TEOPETUYECKUX 3HAHUH U (POPMHUPOBAHUS MPAKTHUECKUX HABBIKOB B 00JIACTH CepBHCA.

3aia4yu TUCHUIUIUHBIL:

BBISIBJICHHE HCTOPUYECKUX 3TAllOB Pa3BUTHS YCIYI M CEPBUCHOH JAEATENbHOCTU B Pa3HbIX
CTpaHax MHpa;

- OIIpE/IETICHUE CYLIHOCTHOTO XapaKTepa CEPBUCHON [JEATEIBHOCTH U €€ MECTO B
CTPYKType OOIIeCTBEHHOMN MPaKTUKH;

- U3yuYeHHE TEPMUHOJIOTUU H OCBOCHUE 0Aa30BBIX OCHOB CEPBUCHOM JICATEIBHOCTH;

- O3HAaKOMJICHHE C TEOPHEH U MPAKTUKOM cepBrca OOCTyKIUBAHMUS;

- OCBOCHHE CO/ICP)KaHUSI CEPBUCHOM AEATEIBHOCTH M CYLITHOCTH CEPBHCA OOCIYKHUBAHUS
KIIMEHTOB;

- O3HaKOMJIEHHE OyIyIUX CIELUATNCTOB C pa3HbIMU BUAAMU CEPBUCHOU JEATEIILHOCTH U
KYJIBTYpOH CepBHCa;

- OBJIQZICHUE CTYJEHTaMH OpraHM3allMOHHBIMM IOAXOAAMM, METOJAaMU U IpaBUIaAMU
OpraHM3alliy U yIpaBIeHHs CEPBUCOM B c(hepe Malloro U cpeaHero OusHeca;

- M3y4EHHE aCCOPTUMEHTA U KauecTBa YCIYT CEPBHUCA, U UX OCOOCHHOCTEH;

- paccMOTpeHHE B3aMMOOTHOIICHUN CHEIHATMCTOB MO CEepPBUCY U MOTpeOuTeneil B
IIPOLIECCE OCYIIECTBICHUS CEPBUCHOW JIEATENbHOCTH C YYETOM HAIMOHAJIBHBIX, PETHMOHAJIbHBIX,
ATUYECKUX, AeMOTrpaduIeCcKUX, MPUPOIHO-KIMMATHIECKUX 0COOEHHOCTEN 00CTYKUBAHUS

1.2. IlepeyeHb NJIAHUPYEMBIX Pe3yJIbTATOB 00y4YeHHUsI 10 TUCHHIIJIMHE, COOTHECEHHBIX €
HHIMKATOPAMH JOCTHKEHHs] KOMIIeTeHIUIH

KoMnerennus Nuaukaropsl Pe3yabTarbl 00yueHust
(Ko 1 HAMMEHOBaHUE) KOMIIeTeHIU I
(kK01 ¥ HAMMEHOBAHUE)
[1K-3 - I'oToB K I1K-3.1 - JIomkeH ymeTh 3HaTh: 0COOEHHOCTH OpraHU3aLIH
peanusaiuu NpoeKToB B OKa3bIBaTh TYpHUCTaM CEPBHUCHOM JESITETbHOCTU
TYPUCTCKON UHyCTpUHU MIOMOIIb B BBIOOpE YMeTh: UCTI0IB30BaTh 3HAHUS [
TYPUCTCKUX HAIlpaBICHUH, | OPraHU3alNN MEXIyHapOJIHON
TYPUCTCKUX MApIIPyTOB, CEPBHUCHOM JESITETbHOCTU
BPEMEHM NPOBEICHUS Bnaners: HaBbIKaMy IPUMEHEHUS
TYPUCTCKOH MOE3]IKU 3HAHUU OpraHMU3aIMH JIEATEIbHOCTH B
00J1aCTH MEXTyHapOJHON CEpBUCHOM
JIeSITEIIbHOCTH
[1K-3.3 - JlomkeH ymeTh 3HaTh: poJib U MPEANOCHUIKYA Pa3BUTHUS
IIPEOCTABIIATH CEpBHUCHOM aearenbHOCcTU. CepBUCHAs
nH(pOpMaLIHIO 00 YCIOBUSAX | I€ATENBHOCTh U YIOBIETBOPEHUE
JI0TOBOpA, 3aKIF0YEHHOTO notpeOHOCTEH yenoBeka. Yciyra Kak
MEXKY TypOIIEpaTOpOM U cnenupuYecKuil MpoIyKT CEpBUCHOM
TYypareHTOM, pEIN3YIOIETO | 1eATENbHOCTH
TYPHUCTCKUI IPOJYKT YMeTh: OnpeaenaTs posb U
IIPEIIIOCBUIKY Pa3BUTHS CEPBUCHON
JIeATEIbHOCTH. AHAIN3UPOBaTh
byHkuuu cdepsl yeayr. OnpeaensiTs
pOJIb CEPBUCHOM IESATEILHOCTH B
YAOBJIETBOPEHUH MOTpeOHOCTEN




YeJI0BeKa.
Bragets: MeTogaMu onpeieeHust
POJIH U TIPEANOCHUIOK Pa3BUTHUS
CEpPBHUCHOM JeATeIbHOCTH. MeTomamu
aHanm3a GyHkuuu chepsl yCIyr.
Meronamu aHann3a pa3BUTHS YCIyT U
CEpPBHUCHOM AEATEIBLHOCTH B
POCCHUICKOM 00IIIeCTBE

1.3. MecTo JTHCHUIIMHBI B CTPYKTYpe 00pa3oBaTe/IbHON MPOrpaMMbl

Jucturinia (Mo0ynb) «TeXHOJOTMH CEPBHCHOM NESATEIBHOCTHY» OTHOCHTCS K 4YacTh OJIoKa
ydeOHoro miaHa, GopMupyeMOi y4aCTHHKaMH 00pa30BaTeIbHBIX OTHOIICHUH.

JIns OCBOGHHMS JMCUMIUIMHBI  (MOOy/is) HEOOXOMUMBI 3HAHUSA, YMEHHS U BIAJCHHS,
c(OpMHPOBAHHBIC B XOJ¢ M3YUYCHHS CIACIYIOIIUX JUCIMILIMH U MPOXOXKICHHUS MPAKTHK: DKOHOMHUKA
BricuaticHuii, [loBegeHYeckass KOHOMHKA B TYPHHAYCTpHH, WHGOpPMAIIMOHHBICE TEXHOJOTHH B
TypusMme, Pa3spaboTka KOHIEIIUN TYPUCTCKON ycayrd, OCHOBbI TOCTHHUYHOMN JIEATEIbHOCTH.

B pesynbTare OCBOCHMS AMCIMILIMHBI (M0O0Yis) HOPMHUPYIOTCS 3HAHHS, YMCHUS U BIIAJCHHS,
HEOOXOAUMBIC I HM3Y4YCHHs CICAYIOIUX JUCHUIUIMH M TMPOXOXACHHUS MpakTHK: [IpuHsaTHe
yIPaBACHYECKUX PEHICHHH B HHIYCTPUH TypH3Ma, BHYTPUKOPIOPATHBHOE  YIpaBJICHHE,
OpraHu3annoHHO-yIpaBIeHYeCKas TPAKTHKA.

2. CTpyKTYpa THCHUIIHHBI
O6mas TpyA0EMKOCTh TUCHUIUIMHBI cocTaBisieT 3 3.€., 108 akagemuueckux daca (0B).

CTpyKTypa JUCHUILIMHBI 1151 04HOH (POPMBbI 00yUeHUSI

O6bem guctuIiuHbl B (OpME KOHTAKTHOM pPabOThl 0OydYaromuxcsi ¢ TMeAarormiecKuMu
paboTHUKaMu ¥ (WIIK) JUIAMH, TPUBIEKaEMbIMH K peaju3aluu 00pa30BaTeIbHOW MpPOrpamMMbl HA
WHBIX YCIIOBUSIX, IPU MTPOBEICHUH YICOHBIX 3aHSATHH:

Cemectp | Tun yueOHBIX 3aHATHIA KonnuectBo
4acoB
4 Jlekun 18
4 CeMuHapsl 24
Bcero: 42

O6beM AUCUMIUIUHBL (MOyJIs1) B hOpME CaMOCTOSITENIbHON pabOThl 00YYAIOIIMUXCS COCTABIISET
66 akameMuueckux yaca(oB).

CTpyKTypa AUCHUILIMHBI /151 04HO-3204HOI (popMBbI 00yUeHUA

O6bemM auctuIIMHBL B (OpME KOHTAKTHOW pPabOThl 0OydYaroumuxcsi ¢ TMeAarormiecKuMu
paboTHUKaMu ¥ (WJIK) JHUIIAMH, TPUBIEKAEMBIMH K peajn3aluud 00pa3oBaTeIbHOW MpOTpamMMbl Ha
WHBIX YCJIOBHSX, IPU MTPOBEICHUH YUCOHBIX 3aHITHUIM:

Cemectp | Tun yueOHBIX 3aHATHIA KonnuectBo
4acoB
7 Jlexuun 8
7 CemMuHapbl 16
Bcero: 24

O0beM TuCHMITIMHBI (MOYJIS) B (hOpME CaMOCTOSITEbHON pabOThl 00YYAIOIUXCS COCTABIISET
84 akanmemmueckux yaca(oB).




. Couepmalme AUCHUITJIMHbI

HaumeHnoBaHue pasjaesa
JTUCIHHUIIINHEI

Conep:xkanue

CepBHUCHas IATEIBHOCTD, KaK
(dhopMa yJI0BIETBOPECHUS
YeJIOBEUECKHUX MOTPEOHOCTEM

[TonsTne «mmoTpedHOCTNY. [lesITenbHOCTh KaK MpOLEecC
yA0BIETBOpeHUs NOoTpeOHOCTEN. CyIIHOCTD YCIYT U UX
polb B COBpEMEHHOW »JKOHOMuKe. OrmpenencHue
CepBHUCa U CEPBUCHOM

nesrenbHocTH. Kilaccudukaums M XapakTepUCTHKU
NOTPEOHOCTEN B yCIyrax u CEpBUCHOM OOCITYKHUBAHHH.
DKOHOMUYECKHE, COLIMAJIbHBIE OTPeOHOCTH.
MortuBanst 1 MotuBupytomme Qakrtopel. Teopuu
motuBauu. Ilpouecc yaoBiaeTBopeHUs: MOTPEOHOCTH.

XapakTepucruka noTpeouTens. DaxkTopsl,
OKa3bIBAIOIINE BIIMSTHHUE Ha  IIOKYIIATEJIbCKOE
IIOBE/ICHUE:! JIMYHOCTHBIE, COLIMAIbHBIE,

NICUXOJIOTUYECKUE, KYJIbTYPHOro mopsaka. Mozenb
MOKyIaTenbcKoro moseneHus. [lpomecc mnpuHATHS
pewenust o nokynke, yciayre. Cdepa cepBuca, Kak
crnoco0 BeaeHHss Ow3Heca, CGHOKYCHPOBAaHHBIM Ha
kiaueHTe. CepBUCHAas JEATENILHOCTH B TypHU3Me,
TOCTEIPUMMCTBE U PECTOPAaHHOM OM3HECE.

COI_II/IaJ'IBHbIe MMpCAITOChIIIKH
BO3HHUKHOBCHUA U PA3BUTHUA
CepBHCHOﬁ ACATCIIBHOCTH

Bospacratomee 3HaueHue cdepsl 00CITyKMBaHUS Ha
COBPEMEHHOM JTame. OBOJIOIUS IOHATHS TOBap.
ITpuHIMIIBI cCOBpEMEHHOTO cepBuca. OCHOBHBIE 3a7a4n
CUCTEMBI cepBHca. Buael cepBuca 1mo BpEMEHHM €ro
ocyumiectieHusi. PupmenHbli  cepBuc. (OCHOBHBIE
3aJjaud CHUCTEMBbl CEpBUCAa B COLMAIBHO-KYJIBTYpPHOU
chepe. Buapl cepBuca 10 comepiKaHUIO PadoOT.
OcHoBHBIE MOAXO/BI K OCYIIECTBIECHUIO cepBuca. Poib
CIEIMAJINCTA 110 CEPBUCY.

Bomnpocsl ncropuun pasBurtus
cepsuca B Poccun

Hcropuueckue STamnbl MOSBICHUS CEpBUCA. YCIYyTH B
NEepPBOOBITHON KYJbTYpE U apXauuecKHUx cOOOIIecTBax
(moucropuueckoe Bpewmsi). Huddepenunamnus 3aHATUN
U COIMAIBHBIX PoJieh. 3ap0KI€HNE U pa3BUTUE YCIIYT B
obmectBax apeHero mupa (3000-4000 rr. 7o HA. U V
B. H.3.). VYCIyrd B CpEIHEBEKOBOM OOIIECTBE.
Hudbdepennmanuss  xo3giicTBA M CO3JaHUE  YCIYT
HOBOTO  THUMNA. 3apOoXACHUE  KalUTAIUCTUYECKUX
OTHOLIEHUH B cdepe SKoHOMHMKH. Pa3Butme yciyr u
CEpPBUCHOM JEATENBbHOCTH B HWHIYCTPUAIBHOM U
MOCTUHIYCTPUATEHOM oO1ecTne. CepBucHas
JESTENBHOCTD B pa3BUBAIOILIUXCS CTpaHax.
CoeoOpa3zue oteuecTBeHHOUM cdeprl yeayr B Poccun.
X034iCTBEHHOE W OJTHOKYIBTYpHOE MHOT000pasue
poccHiickoro oOrmecTBa (Hapoabl C Pa3HBIM YKIAJI0OM
JKU3HM W TIPUBBIYKAMH, pa3inuHble penuruu). Poib
rOCy/IapCTBEHHBIX MEXaHU3MOB B Pa3BUTHUU YCIYT.
Pa3BuTHie €QMHOrO  XO3SIIICTBEHHOIO  MEXaHH3Ma.
BnusHue nonutuku Ha pa3BuTHE Yyciayr. PasBurtue
COIIMOKYJIbTYPHBIX YCIYI M JAPYTMX YCIYT B pa3Hble




NEepUoJIbl SKOHOMHUYECKOTro pa3BuTHs. Cdepa yciyr Kak
CaMOCTOsTeNIbHAs 00J1aCTh MPEIPUHIMATENbCTBA.
BnusHue — MHOYCTpUAJIBHOTO  IPOW3BOJCTBA  HA

OpraHHU3aIII0 YCIIYT. Pa3Butne CpEICTB
nepeABUKEHUS, MUIIEBOM MIPOMBIIIIICHHOCTH.
KpenntHo-0aHKOBCKHX yCIyr. YCIyrd B JIOCYyTOBOM
o0JacTy, 0COOEHHOCTH CBOOOIHOTO
BPEMSIIPETIPOBOKACHHUS. CraHoBieHue
WHyCTPUATILHOMN KYJbTYpHI, nepexo oT

TPAJIUIUOHHBIX K WHAYCTPHAIBLHO-MAaCcCOBBIM (hopmMam
pa3BuTHsA. YPOBEHb JKWU3HM HaceleHuss u cdepa
OOCIY)KUBaHUS B COBETCKMH UM  IOCTCOBETCKHU
nepuoabl. JInOepaabHO-PHIHOYHBIE PEOOPa3OBAHUS
1990-x romoB. ApmanTamms COIMAIBHOM ceprl K
PBIHOYHBIM YCIOBHSIM XO3SIICTBOBAHHSI.

[ToHsATHE «KOHTAKTHOM 30HBI» KaK
cdepbl peanu3auu CepBUCHOM
JEATSIbHOCTH

OmnpeneneHnne  «KOHTAKTHOM  30HBI».  JlenmeHue
«KOHTAKTHOM 30HBD» Ha BHUJIbI: TACCUBHASI M aKTHUBHAs.
OYHKIMKM MACCUBHON «KOHTAKTHOW 30HBD» U METOMBI
BO3JICUCTBUS C KJIIMEHTOM B €€ MpocTpaHcTBe. DYHKIIUU
U YPOBHU aKTUBHOCTU «KOHTAaKTHOM 30HBD. [lepBbiii
YpPOBEHb — IMEPBBI KOHTAKT C KJIMEHTOM. BTOpoi
YPOBEHb — BCIIOMOTATENbHBII CEepBUC, 00s3aTENbHBIM
CEpBUC, IIPEICTABICHHBIN KINEHTY. TpeTnii ypoBeHb —
JOTIOTHUTENBHBIN cepBuc. [lcuxonornueckas KyiabTypa
cepBHCa: IICUXOJIOTUS CIYXObl CepBHCa; TpyaoBas
JEeSTENIbHOCTh PabOTHUKOB cepbl  0OCITyKHUBaHUS.
Otuyeckas KyJlbTypa cepBuca: IpodeccuoHanbHas
3THKA; KyJIbTypa OOIIeHUS PaOOTHUKOB C KIMEHTAMH.
OcreTnueckas KyJIbTypa: TEXHHUYECKas JCTETHKa U
U3aiiH; 5CTETHUKa BHEIIHEro oGOpMIICHHS UHTEphepa
cepBuca U paboumx MeCT  OOCITY>KHBAIOIIETO
NepcoHana; BHENIHUM O0OMuMK pabOTHHKA. OTHUKET
pabOTHUKA «KOHTAKTHOM 30HbBD).

Bunael cepBuCHON IeATENBHOCTH

CoBpeMEHHBIN CEpPBUC, €r0 BUABI U IEPCIEKTUBBI
pa3BUTHS.  XapakTEpUCTUKAa  BUJOB  CEPBUCHOM
JEATENBHOCTH. Hayunsrii aHanus3 CEPBUCHON
nesitesnibHOCTH. CepBHCONOTHMsT — HayKa O CEpBHUCHOM
JEATEIbHOCTH. TeOopeTHYecKuil aHalu3 CEpBUCHOMU
JEATEIbHOCTH. MeTono0oTus  aHanu3a CEepBUCHOMU
JEATEIIBHOCTH. OKOHOMHYECKUH, COLMOJOTNYECKHH,
YIPaBICHYECKUN aHAJIU3 CEPBUCHOM JAESITEIBHOCTH.
CepBucHas JESTEIbHOCTD KaK BHYTpPEHHSS
(mcuxuyeckast) U BHeUHsAs ((pu3nueckas) aKTUBHOCTh
yenoBeka. CTpyKTypa [eATeNbHOCTH (ITOCTAaHOBKA
LIeJIM, OCO3HAHHUE 3aJa4, BhIpabOTKa IJlaHa JCHCTBUS).
BuyTpeHHue perynaropsl nelictBus. OCHOBHBIE BHIBI
NeSTeNIbHOCTH (Urpa, y4eHue, Tpyn). XapakTepucTUKa
JIESTEIIbHOCTH. 3HaHMsI, HAaBBIKM, YMEHUs, IPUBbIUKA,
OTIBIT.

B3anmooTHOIIEHUS CclielanncTa
10 CEPBUCY U TYPU3MY C KIIMEHTOM
B [IPOLIECCE OCYLIECTBICHUS

Cremuduka ycayr HWHAYCTPUM TOCTEIIPUMMCTBA U
Typusma. IlpoGnembl kadecTBa MPOAYKTa. Y CIOBHS
CO3JAaHMsI  KauyecTBEHHOro cepsuca. IlocTostHCTBO




CEpPBUCHOM JIESTENBHOCTU

KauecTBa OOCITyXHBaHHUS. YIydIlIeHHE KadecTBa
cepBuca Ha  TOPEANPUATHS  Cchepbl  COIUATBHO-
KyJIbTYPHOTO CEpBHCAa W Typu3Ma. B3anMMOOTHOIICHUS
CHEIHAINCTA TI0 CEPBUCY U MOTPEOUTENS C KIMECHTOM.
[Tonsite 06 obmenun. Ctpykrypa obmenus. Dopma,
CTHJIb, KYJIbTYypa OOIIEHUS. DTanbl B3aUMOICHCTBUSI.
OcoOeHHocTH  OOLIEHUS B  «KOHTAaKTHOM  30HE».
[Mcuxonmorudeckue 0COOEHHOCTH nporiecca
o0CITy>)KUBaHUSI. Mexanuzm MEXJIMYHOCTHBIX
B3aMMOOTHOIICHUH B TpoIiecce OOMEHHs. DTHIECKUE U
ACTETHYECKHE 0COOEHHOCTH CEPBHCHOM JIEATEILHOCTH.
Kamoowr u KOH(JIUKTBI c KJIMEHTAMH
(motpedutensamu). CriocoObl pazpenieHns KOHPIUKTOB.
HenoBoii  (mpodecCHOHAIBHO-CITY)KEOHBIN)  ATHKET.
dunocodust o0CITyKHBaHUS. TpeGoBanwmst K
00CITy)KUBaIOIIeMy NIEpCOHAIy. Monenb
POoeCCHOHAIBHOTO TTOBEICHUS.

Teopwust opranusanun
o0CITyKUBaHUS

CepBHCHas JedTelnbHOCTh Kak mporecc. CylHOCTh
OKa3aHUs yCIyr B COLIMAJIbHO-KYJIbTYPHOM CEpBHCE U
typusMe. Ortpaciau chepsl oOcimyxkuBanus. Hosble
BU/JIbl YCIIYT M IPOTPECCUBHBIE POPMBI 0OCITYKUBAHUS
KJIMEHTOB. CoBepI1ieHCTBOBaHUE cepBuca.
AJlanTaliOHHO-TMHAMHYECKHE XapaKTePUCTUKU
CEpBUCHOM JiesTeIbHOCTH. Pa3BuTHe cepBuca B paMKax
HSKOHOMUYECKON JesTeNbHOCTH (Majible, OoJiblIME U
CE30HHBIE  IUKJIBl  SKOHOMHYECKOH  KyJIbTYpHI).
XapakTepucTuka POCCUICKOMN SKOHOMHYECKOH
KOHBIOHKTYpbI. BHepenue nHHOBaMu B cepy yciyr.
JKu3HeHHBII LUK yCIYyrH W €ro OCOOCHHOCTH B
IPENIPUHUMATENBCKON  aesTenbHOCTH.  IloHsThe
mpouecca  obcmyxkuBaHus. Metogsl U Qopmbl
00CITy>KHBaHUS. Crnenuduxa 00CITy>KHBaHUSI.
Opranuzanus o00CIyXKMBaHMSI B KOHTaKTHOM 30He.
Buzsl o6cmykuBaHus B COLMANBHO-KYJIBTYPHOU cdepe.
3aKoH 0 3alIMTe paB MOTPEOUTEIS

Hpez[an;ITm{, OKa3bIBArOIme
YCIIyT' HaCCJIICHHUIO

OpraHuM3alluOHHO — TIpaBOBbIe (OPMBI CEPBUCHBIX
NPENNpPUATHH, OKa3bIBAIOIIUX DPA3JIUYHBIE YCIYTH.
Oco0eHHOCTH yIpaBJIeHUs CEPBUCHBIM HPEANPHUITHEM,
OCHOBHblE  (PyHKIMM ¥  33Ja4ud  YIpaBJICHUS.
OpranuzannoHHas CTPYKTypa CEpBHUCHOTO
MPENIPUATHS, €€ TUIIBI U OPraHU3aL[MOHHBIE MTOIXO/IBI.
ITpon3BOACTBEHHBI MEHEIKMEHT U OCHOBHBIE CTaJUU
cepBuca oOcCiIy X uBaHUS noTpeduteneid. TypOusHec u
ero OCOOCHHOCTU. JleSATeNbHOCTh TYpONEpPaTopoB H
TypareHToB. Buapl Typu3ma: BbE3IHOM, 3apyOeKHBIMH,
AKCTPEMANbHBIA, PEKPEallMOHHBIA, aBTOMOOWIIBHBIH,
nenooi. IlpeanpusTuss pecTOPaHHO-TOCTHHUYHOIO
6usHeca. OCOOEHHOCTH B3aUMOOTHOIIEHUH TyphHUpM ¢
IPeINPHUITHSIMI PECTOPAHHO-TOCTHHUYHOTO OM3HEca.

Pa3sHOBUIHOCTB yCIyT U UX
XapaKTEepPUCTHKA. MapKeTHHT yCayT

VYciyru B COBpEeMEHHOH SKOHOMHUKE. XapaKTepHCTHKA
yciyr. OcobeHHocTH pbiHKa yciyr. CoBpeMeHHOe
COCTOSIHWE M TEHAEHIMH pa3BUTHs chepbl YCIyT.




CocrosHue MupoBoro peiHKa ycayr. ConuanpHo-
HKOHOMHUYECKOE 3HaUCHUE U BUJIbI TYPHU3MA.
Knaccudukamuss yciayr W CEpBHCHBIX IPOIECCOB,
MaTepHalbHbIe u HeMaTepualbHbIe YCIIYTH.
Knaccudpukanus  ycimyr  mo  (QyHKIIMOHAIHHOU
HanpasieHHocTu. OOuiepoccuiickue KinaccupuKaTopbl
ycnyr  Haceienuto. Kinaccupukamuss — yciayr 1o
0TpaciaeBoOMy OPUHLUITY. KommuiekcHas
knaccupukanus  yeayr. Knaccudukanus yemyr mo
Crentony u J[xanmy, Yeisy, Illocraky, Xwmuiy.
ITo3unmroHnpoBaHuEe CEPBUCHBIX YCIyr. JKU3HEHHBIN
LUK TOBapa M YCIYyrd, OLIEHKAa KayecTBa YCIYT.
XapakTepUCTUKa OCHOBHBIX BH/IOB CEPBUCHBIX YCIYT.
ACCOPTHMEHT HOBBIX YyCIyr. 3ajaud M (QYHKLUU
MapKEeTUHTa CEpPBUCHOTO MPEANPHUATUS, MapPKETHHT
B3aMMOOTHOUICHUH OTPEOUTEIIS U IIEPCOHAIA.

10 | Teopus u mpakTHKa CEpBHUCA C TeppuTopualibHble acCHEKThl Pa3BUTUSL PHIHKA YCIYT.
y4eTOM HallMOHAIIbHBIX, CepBuc ¢ y4yeTOM HalMOHAIBHBIX, MPUPOTHO-
PETHOHAIBHBIX, STHHYECKHUX, KJIIMMaTHYECKUX U JIpYyrux 0COOEHHOCTEM
nemMorpaduuecKkux 1 NpupoaHoO- oOcnyxuBanusi. KOMMakTHBIA THII pBIHKA YCIYT.
KJIIMMAaTHYE€CKUX 0COOCHHOCTEN JucnepcHplii TUI  pblHKa ycuyr. PernonanbHas
o0CITyKUBaHUS KOHBIOHKTYpa pbIHKa yciyr. DakTopsl, BIUAIOIIME HA

MOTPEOUTETHCKOE IIOBEJICHUE:! na"amadTHO-
KIIMMaTHYEeCKHE M OSKOJIOTHMYECKHE YCIOBUS IKU3HU;
ATHO-HAIlMOHAJbHBIEC,  PEJIUTMO3HbIE U JApyrue
KyJbTYpHBIE TPAIUINH; TEPPUTOPUATIEHOE pa3/eiieHue
TpyJa ¥ COLUAIbHO-IKOHOMUYECKUE YCIOBHS >KU3HU
moneil.  OcHOBHble  TpeOOBaHHS  HAIMOHAJIBHBIX
CTaH/1apTOB. Pernonanbubie HOPMAaTHBHBIC
pPETrIaMEHTUPYIOIINE JOKYMEHTHI.

11 | UnpuBunyanbHOE 0OCITy)KUBaHHUE IIpouecc o0CITyKUBaHUS VHJVBHTy QJIbHBIX
KaK CaMOCTOSTEIbHBIN BU] notpeOuTeneif, ero OCHOBHbIE (OPMBI, METOJBl U
npodeccuoHaNbHOM EeATENIbHOCTH | paBwiia  oOciykuBaHus. IlporpeccuBHble  QoOpMBI

o0CIy)KUBaHUS ~ WHAMBHUIYAIbHBIX  MOTpPEOUTENEH.
OcHoBHbIE THUIIBI CEpBHCHBIX MOCPETHUKOB,
MIOCPEAHUYECKHE W JOCYroBble yCIyrd. BHenpenwne
HOBBIX (opM 0OCIHyXKHMBaHHS U HOBBIX BHUJOB
cepBUCHBIX yciyT. IIpaBoBoe obecnieueHne cepBUCHOM
JIeSITEIbHOCTH. Kanob6st u MIPETEH3UH
WHANBUAYATbHBIX TOTPEOUTENEH, 3alIUTa UX MPaB
4. Oopa3oBaTesibHbIe TEXHOJIOTHH
Ne |HammenoBanue Buabl yuedHbIX
. Oo0pa3oBaTe/ibHbIE TEXHOJIOTUH
n/n |pasaeJia 3aHSATHH
1 CepBucHas Jlexnug 1. O0630pHas JeKIust
NEeSTETbHOCTb, KaK Cemmunap 1. PazBepuyTas 6ecena ¢ o0CykaCHHEM TOKIaaa
dopma CamocTosiTenbHas KoHcynbTupoBaHue u mpoBepKa JOMAITHUX
YJIOBJIETBOPECHUS paborta 3aJaHUI MOCPECTBOM DJIEKTPOHHOM MOYTHI
YeJI0BEYECKUX
noTpeOHOoCTEN
2 CoruanbHble Jlexnug 2. O0630pHas JeKIus
MIPEATOCHUTKN CemuHap 2. Pa3BepHyTas 6ecena ¢ 00Cy)aeHHEM JOKIIA A,
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BO3HUKHOBEHUS U CamocTosiTenpHas Pemenne cuTyanimoHHBIX 3a/1a4.
pa3BUTHS CepBUCHOU  [paboTa KoHncynbTupoBanue u npoBepka JOMaIIHUX
JeATEIbHOCTH 3aIaHU IOCPEACTBOM DJIEKTPOHHOM ITOYTHI
3 Bomnpocs! nucropuu Jlexnus 3. O0630pHas JeKIus
pa3BHUTHUS CEPBHCA B Cemunap 3. PazBepnyTas Gecena ¢ 00CyKAeHHUEM TOKIIAA.
Poccun CamocTtosTenbHas Pemenne cutyanluoHHBIX 3a/1a4.
pabora KoHcynbTupoBaHue U mpoBepKa JOMAITHUX
3aJlaHui TOCPEICTBOM DJIEKTPOHHOI MOYTHI
4 Ilonsartue «xouTakTHou |Jlekmus 4. O0630pHas JeKIus
30HBD» KaK cepsl Cemunap 4. Pa3BepuyTas Oecena ¢ o0cyxJIeHUEM TOKIIA/a.
peanm3anuu cepBUcHOM |CamMocTOsITeNbHAS Pemenne cutyanmoHHBIX 3a/1a4.
NeSITeNIbHOCTH paborta KoncynbTupoBanue u npoBepka JOMaITHUX
3aJIaHUui TTOCPEICTBOM JICKTPOHHOM MOYTHI
5 Bunpl cepBucHoit Jlexuus 5 O0630pHas JeKIus
JeSTEIbHOCTH Cemunap 5. Pa3BepnyTas Oecena ¢ o0CykIeHUEM TOKIIA/IA.
CamocTosTenbHas Pemenne cutyaniMmoHHBIX 3a/1a4.
pabora KoHcyneTupoBaHue u mpoBepKa JOMAITHUX
3aJlaHui OCPEICTBOM JIEKTPOHHOM MOYTHI
6 BsaumoorHomenus Jlexnus 6 O0630pHas JeKIUs
CHEIHAIIICTA TI0 Cemunap 6. Pa3BepHyTas Oecena ¢ o0CykIeHUEM JTOKIIA/IA.
cepBucy u Typusmy ¢ |CaMocTosiTenbHas Pemenne cutyaniMoHHBIX 3a/1a4.
KJIMEHTOM B TIporiecce |pabota KoHcynbTupoBaHue u mpoBepka JOMAaITHUX
OCYIIECTBICHHS 3aJlaHui TOCPEICTBOM DJIEKTPOHHOM MOYTHI
CEpPBHUCHOI
JEeSITeIbHOCTH
7 Teopus opranuzamuu  |Jlexkuus 7 O0630pHas JIeKuus
o0CITyKUBaHUS Cemunap 7. Pa3BepnyTas Oecena ¢ oOcyxIeHUEM TOKIAa.
CamocTosiTenpHas Pemenue cutyanmoHHBIX 3a/1a4.
paborta KoHncynsTupoBanue u npoBepka JOMaIIHUX
3aJIaHUH TIOCPEJICTBOM DJICKTPOHHOM ITOYTHI
8 [IpenmpusTus, Jlexuus 8 O0630pHas AeKkIus
okasbiBaromque yoryru |Cemunap 8. PazBepuyTas 6ecena ¢ o0cyx)aeHuEM JOKIAA.
HACEJICHUIO CamocTosTenpHas Pemenne cuTyalniMoHHBIX 3a/1a4.
pabora KoHcyneTupoBaHue U mpoBepKa JOMAITHUX
3aJlaHui TOCPEICTBOM DIIEKTPOHHOM MOYTHI
9 PaznoBumHOCTE yemyr  |Jlekmus 9 O0630pHas JEeKIHs
U ux xapakrepuctuka. |CemuHap 9. Pa3BepnyTas Oecena ¢ o0cyIeHUEM JTOKIAA.
MapKeTHHT yCIyT CamocTosiTenpHas Pemenue cuTyanmoHHBIX 3a/1a4.
paborta KoHncynbTupoBanue u npoBepka JOMaITHUX
3aJIaHUH TIOCPEJICTBOM DJICKTPOHHOM ITOYTHI
10 |Teopus u mpakTHKa Jlexuus 10 O0630pHas AeKkIus
CepBHUCA C YUETOM Cemunap 10. PazBepuyTas 6ecena ¢ o0cyx)aeHUEM JOKIA .
HAI[MOHATIbHBIX, CamocTosTenpHas Pemenne cuTyaliMoHHBIX 3a/1a4.
PETHOHATBHBIX, pabota KoHcynmeTHpoBaHUe U MPOBEpKa TOMAITHUX
STHUYECKHUX, 3aJlaHui TTOCPEICTBOM DJIEKTPOHHOM MOYTHI
nemorpaduyeckux u
MIPUPOIHO-
KITMMAaTHIECKIX
ocoOeHHOCTeH
00CITy)KMBaHUS
11 |MuguBuayanpHOE Jlexmms 11 O0630pHas JTeKIUs
00CITyKMBaHUE KaK CemuHap 11. Pa3BepHyTas Oecena ¢ 00CykJI€HUEM JTOKIIaa.
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camoCTOSITeNbHBIN BUJ |CaMocTOsTENbHAS Pewrenne cutyalinoHHBIX 3a1a4.
npo¢ecCHOHATLHON pabota KoHcynpTupoBaHue u npoBepKa JOMAIIHUX
JeATEIbHOCTH 3aIaHU IOCPEACTBOM DJIEKTPOHHOM ITOYTHI

B nmepuon BpeMEHHOrO MPHOCTAHOBICHUS TIOCEHICHHUS OOYYArOIIMMHCS TOMEIICHUH U
tepputopuun PI'TY s opranuzanuu yuebHOro mnpoiiecca ¢ IpUMEHEHHEM 3JIEKTPOHHOTO 00y4YeHUs U
JTUCTAHIIMOHHBIX ~ O0pa30BAaTEIbHBIX TEXHOJOTUH MOTYT OBITh  HCIONB30BaHBI  CIICIYIOIIHE
o0pa3oBaTeNbHbIE TEXHOJIOTHH:

— BUJICO-JICKIINH;

— OHJIAWH-JIEKIIUH B PEKUME PEAIbBHOTO BPEMEHH;

— DJIGKTPOHHBIE YUYEOHUKH, YUeOHbIC TOCOOMS, HAYYHBIC U3/IaHUS B AJICKTPOHHOM BHUJIC U JIOCTYII
K MHBIM 3JIEKTPOHHBIM 00pa30BaTeIbHBIM pecypcam;

— CUCTEMBI JIJIsl SJIEKTPOHHOT'O TECTUPOBAHUS;

— KOHCYJIBTAIIMH C MCIIOJIb30BAHUEM TEJIEKOMMYHHUKAIIMOHHBIX CPEJICTB.

5. OnleHKa JIAHKUPYEMBIX Pe3yJbTATOB 00y4YeHUs

5.1 CucreMa oleHUBAHUSA

®opma KOHTPOJIA Makc. KoJIM4ecTBO 0aJ110B
3a ogny Bcero
paboty

Texkyuuii KOHTPOJIb:

- ompoc 5 6amoB 30 GamoB

- y4acTue B IUCKYCCUU Ha CEMUHApE 5 baynos 10 6amoB

- KOHTpOJIbHast paboTa (Temsl 1-5) 10 6amoB 10 6aymoB

- KOHTpOJIbHast paboTa (Tembl 6-11) 10 6amioB 10 6amoB

[TpoMexxyTouHas aTTecTalus — 3a4€T C OLIEHKON 40 6aynoB

HToro 3a cemectp 100 GaoB

[TomyueHHBII COBOKYIHBIN PE3YNbTAT KOHBEPTUPYETCS B TPAJAUIIMOHHYIO IIKAJIy OLICHOK U B
mKaty oneHok EBporeiickoil cucteMsl nepeHoca u HakorieHus kpeautos (European Credit Transfer
System; nanee — ECTS) B COOTBETCTBUU € TAOJIMIICH:

Ixana
100-6annpHast mkana | TpagunuoHHas mkana
ECTS
95100 OTJIUYHO A
83-94 B
68 — 82 XOpOIIIO 3a4TEHO C
56 - 67 JIOBJIETBOPUTEIILHO D
50 - 55 Y P E
20-49 FX
HEYIOBJIETBOPUTEIBLHO HE 3a4TEHO
0-19 F
5.2 Kpurtepuu BbICTABJIEHHUS OIEHKH MO TUCIUTLINHE
Baibl/ Ouenka nmo Kpurepun oueHku pe3yabTaToB 00y4eHUsl 1O AUCUHUIJIMHE
IMkana | gucHUIINHE
ECTS
100-83/ OTJINUYHO/ BricTaBnsiercs o0ydaromemMycsi, €ciii OH TITyO0KO U MPOYHO YCBOUI TEOPETUICCKUHN U
AB 3aYTEHO IIPAKTUYECKUH MaTepHal, MOXKET IIPOJEMOHCTPUPOBATh 3TO HA 3aHATUAX U B X0
’ IIPOMEXYTOYHOM aTTeCTallUHU.
OOyuaronuicst NCUEPIBIBAIOLIE U JIOTHYECKH CTPOWHO M3JIaraeT y4eOHbI MaTepHal,
YMECT yBA3BIBATbH TCOPHUIO C HpaKTHKOfI, CIIPABJIACTCA C pCHICHUEM 3a/1a4
HpO(I)CCCHOHaHLHOﬁ HanpaBJICHHOCTH BBICOKOT'O YPOBHS CJIOKHOCTH, IMPABUJIBHO
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Banael/
HIxana
ECTS

OueHka nmo
AUCUUILINHE

Kpurtepun oneHkH pe3yJibTATOB 00y4eHHUsI 0 AUCHUILINHE

000CHOBBIBAET IIPHHSATHIE PELICHUS.

CB0OOIHO OpHEHTHPYETCS B yUeOHOU 1 Tpo(ecCHOHAIBHON IUTepaType.
O1eHKa M0 AUCIMIUIMHE BBICTABILIFOTCS 00yJaronieMycs ¢ y4ETOM pe3yIbTaToB
TEKyLIEW U IPOMEXYTOUHOM aTTECTALIMH.

KomnereHnny, 3aKperui€HHbIE 32 JUCHUIITHHOMN, COPMUPOBAHBI HA YPOBHE —
«BBICOKHI».

82-68/

xopomro/
3a4TCHO

BricTaBnseTcs o0y4aromemMycs, €CIH OH 3HAeT TEOPETUICCKUN M MPaKTHISCKUN
Marepua, FpaMOTHO H IO CYIIECTBY M3JIaraeT ero Ha 3aHATHAX U B X0/
MIPOMEKYTOUHON aTTeCTallUH, HE IOMyCKasl CyIIECTBEHHBIX HETOUYHOCTEH.
OO6yuatonuiicss IpPaBUIBHO IPUMEHIET TEOPETUUECKUE TTOJI0KEHUS IPU PELICHUN
MpaKTHYECKUX 33/1a4 Npo(hecCHOHATBLHOM HAPaBISHHOCTH Pa3HOTO YPOBHS
CJIOKHOCTH, BJIaZieeT HEOOXOAMMBIMHE IJISl TOTO HaBbIKAaMU M PUEMaMH.
JlocTaTo4HO XOpOIIO OPUEHTHPYETCS B yueOHOH 1 NpodhecCHOHATIbHOM IUTeparype.
O1eHKa 1o AUCIMIUIMHE BBICTABISIFOTCS 00yYaronieMycs ¢ y4éToM pe3yIbTaToB
TEKyLIEW U IPOMEXYTOUHOM aTTECTALIMH.

KomnereHnny, 3aKperuiéHHbIE 32 JUCHUITHHOHN, COOPMUPOBAHBI HA YPOBHE —
«XOPOLIMIA».

67-50/
D,E

yIOBJIETBO-
pureabHo/
3a4TCHO

BeicraBnsercst oOydaromeMycs, €M OH 3HaeT Ha 6a30BOM ypOBHE TEOPETHUECKUH U
MpaKTHYECKUI MaTepHall, JOMyCKAeT OTASIbHBIE OMIMOKH IIPU €T0 M3JI0KEHUH Ha
3aHATHSX U B X0€ IPOMEKYTOUHON aTTECTALlUH.

OO0y4aronuiicss UCTIBITHIBAET ONpeeIEHHbIE 3aTPYJHEHUS B IPUMEHEHUU
TEOPETHYECKUX MOJIOKEHUH MPH PEIICHUH MTPAKTHUECKHUX 3a]1au NMPopheCcCHOHATBHON
HaIpaBJIEHHOCTH CTaHIApPTHOTO YPOBHS CJIOKHOCTH, BJIaJleeT HEOOXOUMBIMH IS
9TOro 6a30BHIMH HaBBIKAMH U MPHEMAMHU.

JleMOHCTpHpYeT N0CTaTOYHBII ypOBEHb 3HAHUS Y4eOHOM TUTEepaTyphl 110 JUCIUIUINHE.
OrieHKa Mo JUCLHUIUIMHE BBICTABILIIOTCA 00yUaromeMycs ¢ y4ETOM pe3yIbTaToB
TEKyIEeH ¥ IPOMEXYTOYHOHN aTTECTALIH.

KomnereHnny, 3aKperuiéHHbIE 32 JUCHUIIHHOMN, COOPMUPOBAHBI HA YPOBHE —
«JIOCTATOYHBIN».

49-0/
F,FX

HEYIOBJICT-
BOpUTEILHO/
HE 3a4TECHO

BeicraBnsercst oOygaromeMycs, €Cli OH He 3HAaeT Ha 6a30BOM yPOBHE TEOPETHUECKHIN
Y IPaKTUYECKUH MaTepHal, A0IyCcKaeT rpyOble OIMOKH IIPU €ro M3JI0KEHUH Ha
3aHATUAX U B X0JI€ IPOMEXXYTOUHOH aTTECTAIHH.

OOyuaronuicst NCTIBITHIBACT CEPhE3HbIE 3aTPYAHCHHS B TPUMEHEHUN TEOPETHUECKUX
TOJIOKEHHH MPH PEIICHUHU MMPAKTUUECKHX 3aJ1a4 MPOoeCcCHOHAIbHON HAPaBISHHOCTH
CTaH/IapTHOT'O YPOBHS CII0KHOCTH, HE BIlaJieeT HEOOXOIUMBIMH ISl 3TOTO HaBBIKAMH U
IpUEMAMH.

JeMoHcTpHpyeT (parMeHTapHble 3HaHHST Y4eOHOIl JIUTepaTyphl 110 TUCLUIIIIMHE.
O1ieHKa 1Mo AMCIMIUIMHE BBICTABISIFOTCS 00yYaronieMycs ¢ y4€ToM pe3yJIbTaToB
TEKyIIeH ¥ IPOMEKYTOYHOH aTTeCTaluN.

KomrmieTeHInM Ha ypOBHE «I0CTaTOYHBII», 3aKPETUIEHHbIC 32 TUCIUILTMHON, HE
c(hOpPMHUPOBAHEL.

5.3 OueHouHnble cpeacTBa (MaTepHaJibl) [JIsl TEKYIIEro KOHTPOJISI YyCIeBaeMOCTH,
NMPOMEKYTOUYHOM aTTeCTANNH 00y4YAIOIIUXCS N0 TUCHUIIUHE
KoHTposibHBIE BOIPOCHI 7151 TPOBEACHUS 3aU€Ta C OLIEHKOM

1. Juddepennmanus 3aHITHI U COIMATBHBIX POJIEH B MEPBOOBITHON KyJIbTYpe M apXaU4eCKHX
CcOO00IIIeCTBAX.

2

O 0 3 O L AW

. 3apox/IeHUE U Pa3BUTHE YCIYT B OOIIECTBAaX APEBHETO MUPA.

. Ycnyru B cpeiHEBEKOBOM 0011ecTBe 3amaiHoi EBporbl.

. BusiHne MHAyCTpUanbHOIO MPOU3BOJICTBA HA CEPBUCHYIO JEATEIBHOCTD.
. CepBucHas J€SITEILHOCTD B O0IIECTBE MOCTUHAYCTPUATIHLHOTO TUIIA.

. CepBuCHas A€ATEIBLHOCTD B Pa3BUBAIOINXCS CTpaHaXx.

. O0bexTuBHBIE (DAaKTOPHI Pa3BUTHS X034HCTBOBAaHUS U yciIyr B Poccum.

. Ponb rocyapcTBEHHBIX MEXaHU3MOB B Pa3BUTHH YCIIYT.

. OTedecTBEHHbIE YCIYTH: OT TPAIUIIMOHHBIX ()OPM K COBPEMEHHBIM.
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10. YpoBeHp Xu3HM HacelaeHUss U cdepa OOCITYyKMBAHUS B COBETCKMH W TIOCTCOBETCKHU
MIEPUOJIBI.

11. Merononoruueckue OCHOBbI M MEXAUCUUIUIMHAPHBIA XapakTep Hay4yHOro aHalu3a
CEpPBUCHOM JIESTEIbHOCTH.

12. [loxxox K U3y4EHUIO CEPBUCHOM JI€ATEILHOCTH B paMKaX «0OLIECTBEHHOIO OTPEOIEHUS.

13. Teoperndyeckne OCHOBaHMSA aHAIM3a CEPBUCHOM JEATENBHOCTH IOCTUHIYCTPUAIBHOTO
oOmiecTBa.

14. Knaccudukanus yciayr u CEpBUCHOH IESTETbHOCTH B HAYYHOM aHAJIM3e.

15. DxoHOMHYECKAs CYIIIHOCTh CEPBUCHOU JIESITEIIHLHOCTH.

16. CepBuCHast 1eATEIBHOCTh B CTPYKTYPE X03HCTBEHHOU MTPAKTUKU.

17. CepBucHas AesTeNbHOCTh KaK CII0CO0 yJIOBJIETBOPEHUS OOIIECTBEHHBIX NOTPEOHOCTEH.

18. 3aBHCHMOCTH CEPBUCHOH [JEATEIBHOCTH OT Teorpauyeckux, IOCEICHUECKUX |
nemMorpaduueckux (HaKTopoB.

19. T'ocynapcTBeHHO-IIPAaBOBOE PETYJIUPOBAHHE CEPBHCHOM JAEATEIBHOCTH W BBITIOJIHEHUE
rOCyJapCTBOM CEPBUCHBIX (DYHKIHUIA.

20. Mi3MeHeHue poid CEPBUCHOM IEATEILHOCTH B 9KOHOMUYECKOM U OOIIIECTBEHHOM Pa3BUTHH.

21. UnTeHcudukanus MexayHapoIHOro oOMeHa yCiIyramy.

22. DKOHOMHYECKHE M OpPraHW3alMOHHBIC ACIEKTHI CEPBUCHON NEATEITLHOCTH COBPEMEHHOTO
TUIA.

23. CepBucCHast 1€ATEIBHOCTh KaK IIPOLIECC U €T0 CBSA3b C SKOHOMUYECKON KOHBIOHKTYPOM.

24. OcobeHHOCTH Mpoliecca BHEAPEHUS HHHOBAIHH B cepy yCIyT.

25. JKu3HEHHBII LUK YCIyrd M Y4YeT €ro OcCOOEHHOCTEH B NPEeAIPUHHUMATEIbCKOU
NesITebHOCTH.

26. IIpobnema kayecTBa U OE30IMACHOCTH YCIIYT B IIPAKTUKE COBPEMEHHOTO CEpPBUCA.

27. YupapieHue Ka4eCTBOM yCIIyT, KOHTPOJIb CTaHAAPTOB U 0€30MaCHOCTH 00CTYKUBaHHUS.

28. KynbsTypa cepBuca.

29. DTUYecKHe OCHOBBI, JIEJIOBOM ATUKET U 3CTETUYECKHE aCIIEKThl CEPBUCHOM NEATEIbHOCTH.

30. OcobeHHOCTH TpennpuHUMATENbCTBA cephl yCIyr u crenuduka ero pa3MelieHus Ha
teppuropuun Poccun.

31. CepBHCHBI OM3HEC B CTPYKTYpE BIACTHBIX M UMYIIECTBEHHO-TIPABOBBIX OTHOIIEHUHA Ha
MecTax.

32. VHauBHIyadbHO-JIMYHOCTHBIE W COLMAIBHO-KOPIIOPATUBHBIE TMPEANOCHUIKH Pa3BUTH
CEpBHUCHOTO OM3HECA.

33. Ocob6eHHOCTH 00ILIEro yNpaBIeHHUs] CEPBUCHBIM MTPEANPUATHEM.

34. Opranu3anMoHHas CTPYKTYpa CEpPBUCHOTO IPEATIPUATHS.

35. IIpou3BOACTBEHHBII MEHEKMEHT.

36. Micnosnp30BaHne OCHOB COLMAIIBHOTO MEHEKMEHTA Ha CEpPBUCHOM MPEATIPUATHH.

37. MeHepKMEHT nepcoHaa.

38. B3aumoseiicTBre ¢ MOTpeOUTENSIMU YCIYT KaK yIpaBieHYecKas 3a1aua.

39. Ctparerust 1 TAKTUKAa MapKETHUHIa CEPBUCHOTO IIPEIITPUSITHSL.

40. Onpenenenue o6uei 3¢ (hekTHBHOCTH pabOTHI MPEANIPHUITHS CEPBUCA.

3agaHus M CHTyallly A1 BBINOJHECHHUS JOMALIHEr 0 3aJaHus

1. BriGepute ycayry, ¢ KOTOpOH BBl XOpOIIO 3HAKOMBI W OIICHUTE €€ KadecTBO |
KOHKYpPEHTOCIIOCOOHOCTh B pPaMKax CPaBHUTENBHOTO aHAJIM3a CEpBUCHOM JIEATENHOCTU JIBYX
OTHOMPOGMIBbHBIX TpeanpusaTuidl. ONUIINTE Ballk OXUIAHUS U CTENEHb YAOBIETBOPEHHOCTU HX
CEPBUCOM.

2. IlpeacraBbTe ce0si B pOJIM MHCIIEKTOPA, MPOBEPSIONIET0 padoTy NpeanpusTuil chepsl yCiyr.
Onuumre KpUTEPHH, IO KOTOPHIM BbI Oy/JieTe OLlEHUBATh UX KayecTBO cepBHCca U yciyr. Moxere Jn
BbI OIIPENIEIUTh CTENIEHb YIOBJIETBOPEHHOCTH UM HEYAOBJIETBOPEHHOCTH KJIMEHTOB, €CIIU Ja, TO KaK?
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3. Beibepure Kakyro-au60 ¢GupMy, TPEAOCTaBISAIONIYIO YCIYTH, HalpaBlIeHHbIE Ha
notpedurens. PazpaboTaiite cTpaTernu MoBEACHUS MEPCOHANA C Pa3HBIMU IICUXOTHUIIAMU KIIMEHTOB B
rpolecce BbI0opa U MOKYIKH YCIIyT WK TOBApOB.

4. BcrioMHHUTE, KOTJa BaM MPUILIOCH B IMOCJIETHEE BPEMsI CTOJIKHYTHCS C OOCITYKHBaHHEM
10X0ro kadectBa. OMUILKUTE CBOE MOBEJACHHUE U MMOBEACHUE COTPYIHUKOB MPEANPUATHS cepBuca. YeM
3aKOHYMJICS Balll TAHHBIN KOHTAKT U YTO BbI BBIHECIIH U3 3TOTO JUIsI ce0s1?

5. OnumwuTe CHUTyaluio, MPU KOTOPOW BBl CTAIM MOTEPAHHBIM KivueHTOM. [louemy Boi
MPEKPATUIIN TIOKYIIKY TOBapa ATOW (pUpMBbI (YCIyTH 3TOW (PUPMBI) U3-32 HU3KOTO Ka4eCTBa, HU3KOTO
YpOBHA 0OCIyXUBaHUS U T.A. YTo moimKHA nenath Gupma JUisl TOro 4ToObl BHOBb BO3BPAaTUTh CBOETO
MOCTOSTHHOTO KieHTa? OOOCHYHTE CBOM OTBET.

6. Pacckaxute, oObscHUTE, B 4eM CyTh a0OHEMEHTHOTO OOCIYXHBaHHs, OCCKOHTAKTHOMN
dbopMbI  00CITy)KMBaHHsI, OOCTY)KMBaHUS C TIOMOIIBIO OOMEHHOro (oHAa MamMH U TPHOOPOB,
BBIE3JTHOTO 00cTy>kKnBaHus. Kakue «iockl 1 MUHYChD» HECYT OHU KITUEHTY U CEPBUCHOM QUPMBI?

7. Kakum o00pa3oM HHTEphEp TIOMEIICHHUS, B KOTOPOM TIPOBOJAUTCS OOCITYKHBaHUE
norpedureneii, BAMSIET HAa CTENEHb WX YIOBJICTBOPEHHOCTH U 3((EKTHUBHOCTH pabOThI
obciyxuBaromiero nepconana? [lpuBeaure mpuMepsl U pacueThbl

8. Ouenure curyanuio. Knuent rooput: «B Moem camare ¢ KpeBeTKaMH CaMU KPEBETKHU
orcyTcTBytoT». Odummant: «O#, uzBunute. Ceituac». [locne ywero Oeper Omomo u yxoaut. ['ocTh
CUJIUT B HEJJOYMeHUU U uepe3 10 MUHYT MOHMUMAeT, 4To OUIIHAHT HE COOUpAETCsl CHOBA MOJIXOIUTh U
pemats npobiemy. KimeHT Bbimen w3 cebsi, 3asBICHHBIA cepBUC cedst He ompaBian. OH TpeOyeT
aJIMMHHCTPAIINIO, TPO3UTCS HE BEPHYTHCS OOJbIE, >KATyeTCs Ha OCHOBHYIO HpOOJieMy WM BCE
KOCBEHHBIC.

9. KnueHt 3asBnsieT, 4YTO CTOJIMK HE MOAXOAUT JIJIsl HErO, IOTOMY YTO «TSHET C JBEPH», a eMy
ceidac 3TOT CKBO3HSIK JUCKOM(DOPTEH U Jake omaceH Jyist 3A0poBbsi. OQHUIMAHT yIansieTcsl BBIACHUTD,
€CTh JIM1 BO3MOXHOCTh MepecajuTb. AJIMUHUCTPATOP MPUKUABIBAECT BAPUAHTHI, HA YTO YXOJIUT BpEMS.
OdwunuanT yxe OTBIEKAaeTCs Ha TOTPEOHOCTH JPYTHUX CTOJIOB, QJMHHUCTPATOP BBIACHUIIA, YTO
BapHAHTOB HET, WM €CTh HO 3HAYUTENHHO IMO3KEe U COOOIIUTH 00 3TOM KIMEHTY He TocuuTalia
HY)KHBIM, TIPEIIOJIOXKHUB, YTO 3TO chenaer opuiuaHT. KIHEeHT ke He TOJydYMB OOpaTHOW CBSI3U
CBOEBPEMEHHO, CTPEMUTEIHHO HAKAIIJIMBACT HAMIPSHKEHUE U 3JUTCA.

IIpumepHbIe 3a1aHUA 1JI51 AyAUTOPHOM KOHTPOJIbHON PadoThI

Hwuwxe npuBoasrcs omnpeneneHuss BaXKHEWIIMX TEPMHUHOB IO JaHHOM Teme. BriOepure
IIPaBWJIBHOE OINPENEICHHE ISl KaKIOr0 TEPMUHA U3 CIIUCKA:

1. Cdepa ycmayr.

2. BHyTpeHHee o00cnyKUBaHHUe

3. lenoBble (mpodeccOHaIbHbIE) YCIYTH.

4. IHCTUTYLIMOHAJIBHBIE YCIIYyTH.

5. [loTpeburens.

6. IloTpeburenbckue yCiayr.

7. llpennoxenue.

8. IlpoBaiinep.

9. [Ipony1ieHT.

10. Cdepa obcayKUBaHUS.

a. Cucrema oTpacieil HapOJHOTO XO3SHCTBA, MPOIYKThl, MOTPEOUTENHCKAs CTOMMOCTD
KOTOPBIX BBIpakaeTcsi B MpPeNOCTaBIeHUU yaoOcTB. B cdepe ycnmyr tpyn He marepuanusyercs B
Bellax.

b. Ycayru, KoTopble OKa3bIBalOTCS MPEANPUATUSAM, OPTaHU3ALMAM, YUPESKICHUAM U JIPYTUM
XO3SIIICTBEHHO-YNIPABICHYECKUM CTPYKTypaM, a TaKXkKe OTIEIbHbIM (U3NYECKUM JIUIAM, 4YTO
CIOCOOCTBYET yCIEUIHOM NMpo(ecCHOHANBHOM NesITeIbHOCTH W TOTYUYESHUIO TPUOBLUIH.

c. IlorpeburensimMu yciyr SBISIOTCS (uU3MUEcKUe JULa, Ledb MOJy4YeHUs yCIyr -
yJIOBJIETBOPEHHE JIMYHBIX OTPEOHOCTEH, NCTOYHUK OIIATHI - TMYHBIE CPEJICTBA ITUX JIMIL.
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d. To KOIMYECTBO M KAyeCTBO YCIYT, a TAK)KE COIYTCTBYIOIIMX UM MaTepHalbHBIX TOBApOB,
KOTOpOE MPOIYLEHTHI TOTOBHI MPEIOCTaBUTh KOHKPETHOMY MOTPEOUTENI0 B KOHKPETHOE BpEMS U B
KOHKPETHOM MecTe.

e. dusnueckoe IUIO, UMEIOIUN HaMEpeHHE MPHOOpecTH MO0 NPUOOPETAIOUINA HITH
UCIOJb3YIOIUI TOBapbl, pabOThl YCIyTM HCKIIOUUTENBHO Ul JIMYHBIX IieJie, He CBS3aHHBIX C
W3BJICUCHUEM MTPHUOBLIH.

f. CoBOKyImHOCTh OTpaciiell X03siiCTBa, MPOIYKIMsS KOTOPHIX BBICTYNAeT B BHUJE YCIYT. g.
ITocTaBuuk yciayr

h. Yecayru, norpedurensMu KOTOPBIX BBICTYNAIOT HE (U3MYECKHE JIUIA, a NPEeANpUsTHus,
OpraHM3alMM, YUPEKIECHUS U IPYTHe X035HCTBEHHO-YIIPaBIECHYECKHE CTPYKTYPBI.

1. Yeayru, npefocTaBisieMble BCEM MOAPAa3IeNeHUsIM U Cily>k0aM BHYTPU OpraHU3alUM JUIs
MOAJEP)KAHUS JKU3HEIEATEIBHOCTH CaMOM OpraHu3aluu. YCIyr'H Takoro poja BKJIKOYAIOT TakKue
¢byHKIMH, Kak 00pa0oTKa NaHHBIX, yOOpKa IOMEIIEHUH, UHXKEHEpHbIE Pa3pabOTKH M TEXHUYECKOe
oOciyxuBanue. KimeHTamMu B JaHHOW cHUCTeME SBISIOTCS pPAa3JIMYHbIE OTHENbl TMPEeNNpUATHS,
HY’KJAIOLUECS B ITUX YCIIyTax.

j. Ilpon3BoauTens ycuyr.

Knrou: 1-a, 2-i, 3-b, 4-h, 5-¢, 6-c, 7-d, 8-g, 9-j, 10-f

OO0pa3upl TeCTOB /Ui NMPOBeIeHHs] 3a4eTa W NMPOMEKYTOUYHON aTTecTallMU MO HTOram
OCBOCHUS THUCHMILIMHBI, 2 TAKIKe 1JI51 KOHTPOJIS CAMOCTOSTEIbHOI pa0doThl 00y4aroerocs

Tecer Ne 1

1. Kak Ha3biBaercsi padora, BhIIOJIHAEMAs AJIsl YAOBJIETBOPEHUS HYKI NOTpedOHMTe eH,
KOTOpasi B OCHOBHOM Heocsi3aema:

a) yciyrou

0) MPOM3BOJICTBOM

B) OBITOBBIM 00CITYy)KMBaHHEM

2. Kakasi u3 gyHKUM He OTHOCUTCS K HENMPOU3BOACTBEHHOI cepe:

a) pacrpezenenrue 1 0OMEH TOBapOB, MPOAYKTOB, BEIIECTB

0) mpeoOpa3oBaHHME BEIIECTB MPHUPOJLI C IENbI0 WX MPUCIOCOOTICHUS K YETOBEYECKUM
MOTPEOHOCTAM

B) OXpaHa OOLIECTBEHHOIO MOPSAIKa

r) opMUpOBaHHE OOIIECTBEHHOTO CO3HAHMS

3. Kakoii u3 nepeuncjaeHHBIX NPUHIIUIIOB He J0JKeH OBbITH MM0JI0KeH B OCHOBY Pa3BUTHS
cepsl ycayr:

a) MaKCUMM3aIis IpUOBLIN 3a CUET CO3/1aHUsl HOBBIX NMOTpeOHOCTEN

0) yCcIyTu JOMKHBI OBITh TOCTYITHBI K&KIOMY YJIeHY 00IIecTBa

B) OTOXECTBIATH c(hepy YCIYyT ¢ OBITOBBIM OOCTYKMBAaHUEM

4. ITox cpoxkoM oka3aHus yCJIyT NOHUMAETCS:

a) BpeMs Ha MOJIFOTOBUTENbHBIE PA0OTHI

0) BpeMs Ha MPOU3BOCTBO YCIyT

B) BpeMs OT IpHeMa 3aKka3a 0 MOMEHTA BbIJIaun

5. M3 kakux npoueccoB COCTOMT NMPOLEcC OKA3AHUS YCJIYT:

a) IPUEM | BbIJIada yCIYyT 3aKa3YHKy

0) mpHUHSATHE 3aKa3a, NCTIOJTHEHHUE U BbIlada 3aKa3uuKy

B) MMPOU3BOJICTBO YCIIYT ¥ KOHTPOJIb Ka4€CTBA MCIIOJTHEHHSI

6. Ilpn xkakoM U3 TpexX BO3MOMKHBIX HCX0/0B KOH(IHUKTOB CIOP BbLIMIPHIBAET OJAMH W3
Y4aCTHHKOB:

a) BO3BpAT K UCXOTHOMY COCTOSTHUIO

0) yacTuyHOE paspenieHrne KoH(IMKTa

B) MOJIHOE pa3pelieHue KOH(IUKTA.

7. KakoBbl cienuguyeckue 0co0eHHOCTH 0011eHUs B cpepe 00CTy:;KMBaAHUS:
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a) MpoJiaBell ¥ MOKYIaTeNb MPeICTaIoT APYT Nepe]] APYroM Kak 00e3TuYeHHbIe (PUTYpPbI
0) HeoOXOIUMO TOCTUTATh B3AUMOIIOHUMAHUS C MIOCETUTEIISIMU

B) HEOOXOAMMO IPOSBISATH BHICOKYIO KYJIbTYPY OOIICHUS

8. Uto nmoapa3ymeBaeTcs mo/l ICTETHKOM 3aKa30B:

a) 9TO KpacHBBIN BHEITHUN BHUJI U3ACIUN

0) 3TO OpraHu3aIys MPOCTPAHCTBA OKPYIKAIOIIETO 3aKa3UHKa

B) OTO ATUYECKUI OOJIMK paOOTHUKOB OOCITYKUBAHHS

9. Uto moapa3ymeBaeTcs Mo/l MOHATHEM «BbICOKOE KA4eCTBO)» YCJIYT:

a) MPEBBILLICHUE 0XKUAAHUN OTpedUTeNs 3a 60Iee HU3KYIO LIEHY, YEM OH Ipe/rnoiarai
0) yIOBJIETBOPEHHE MOTPEOHOCTH OTPEOUTES 32 YCTAHOBICHHYIO IICHY

B) YJIOBJIETBOPEHHUE OKUIAHUM MOTPEOUTENIS 32 BHICOKYIO LIEHY

10. Kakoii >Tan He BKJIIOYAETCS] B METOAUKY BbISIBJE€HHS] OTHOCHTEJLHOI0 KadecTBa

a) OIIEHKA BYKHEHIINX C TOYKHU 3PEHUS MIOTPEOUTEIISE KPUTEPHEB

0) BBIABICHHE KPUTEPHUEB, KOTOPbIE IPUBOIAT K IPUOOPETEHUIO YCIIyT

B) BBISIBJICHUE [IEHOBOI'O IIPEIIOYTEHUS

11. C yero HauuHaeTCs1 MpoLecc pa3padoTKH HOBOM yCJIYI'u:

a) ¢ IPOBEJCHUS PHIHOYHBIX HCIIBITAHUM

0) ¢ moucka ujeu HOBOH yCIyru

B) C BHEJIPEHMsI HOBOH yCIIyTH

12. C pnomMompbl 4Yero mnpegnpusTHE YCJIAYI MOKeT YKpPenuTh CBOM NO3HIUH B

KOHKypeHTHOﬁ cpeae, KpoMe Kak ¢ moMoubi0 HEHbI U Ka4YeCTBa YCJIYyIu:

a) C MOMOIIBIO SKOHOMHYECKUX PELICHUH

0) ¢ IOMOIIbIO UMH/IKA NPEANPUATUS U YCIYT

B) C IIOMOIIBIO YBEJIMYEHHsI 00beMa MPOU3BOICTBA

13.Kak u3MeHHJICSI COCTAB NMPOU3BOMTEIEl YCJIYr B X0/[e PHIHOYHBIX NMpeodpa3oBanuii B

Poccun:

a) yBeJIMYMIACh JIOJISl TOCYIapCTBEHHBIX MPEANIPUATHI
0) yBeIMUMIACh 10JI NPEANPUATHIA YaCTHON M HEroCyAapCTBEHHOM (hopM COOCTBEHHOCTH
B) J10JIsl TOCYAApCTBEHHBIX NPEANPUITUN U IPEIPUITUNA YACTHON U HEroCyAapCTBEHHON (hopM

COOCTBEHHOCTH POBHa.

14. IIporpeccuBHbIe (POPMBI 00CTYKUBAHUS NIPU3BAHBI:

a) NpuOIMXKaTh YCIYTH K MOTPEOUTEIIO

0) co3gaBaTh HOBbIE BUJIbI YCIIYTH

B) BHEJPATH YCIYT'H Ha PhIHKE

15. OT 4ero He 3aBHCHUT OLIEHKA YCJIYTH MOTpeOHUTEeM:

a) OT OMbITa OOpAIEHNS K TPOU3BOAUTEISM MOJOOHBIX YCIYyT

0) OT JIMYHBIX JKETTAHUW KITMEHTa

B) OT BOCIIMTaHUS MOTPEOUTEIHCKOIO CO3HAHUS KIIMEHTa

16. Kakoe M3 mnepeynciIeHHBIX KayecTB He JIOJUKHO TMNPHCYTCTBOBaTh B

npogeccnoHaILHOM NOBeCeHNH Pa00THHKA cepbl cepBuca:

a) BE&XJIMBOCTh

0) yMeHue HaBs3bIBaTh YCIyTH

B) KOMIIETEHTHOCTb

17. Kakum Tpe6oBaHMAM J0/ZKHO OTBeYATh padodyee MecTO pad0THHKA c(hepbl cepBUca:
a) IOJKHO OBITH 00€CIeYeHo J0POruM 000pyI0BaHHEM

0) nowkHO obecrieunBaTh 0030p oduca

B) JIOJKHO OBITH BbIAEpKaHa B SPKOH IIBETOBOM TaMMe

18. Kakoii u3 nepe4ucJIeHHbIX THIIOB PHCKA NOAPa3yMeBaeT NepPeKUBAHUS NMOKYNATEJIs 0

TOM, Kak ycJjyra mnoBJusi€T Ha €ro UMUK

a) TMICUXOJIOTUYECKUI PUCK
0) puznueckuii puck
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B) COIIMAJIBHBINA PUCK

19. Kakue noTrpeOHOCTH 00111eCTBa MPU3BAHA YI0BJIETBOPATH c(hepa ycJyr:

a) BC€ BUJIbI MOTPEOHOCTEH

0) conmasibHbIe TOTPEOHOCTH

B) IEPBUYHBIC MOTPEOHOCTH

20. K oaHomMy u3 myTeil CIVIa’KUBAHUSI CE30HHOT0 XapakKTepa NPOM3BOACTBA YCJIYT
OTHOCUTBCS:

a) Xopollee BBIIOJIHEHNUE 3aKa30B

0) peryJiMpoBaHHUe CE30HHBIX 1IEH Ha YCIYTU

B) CHU3UTH 00BbEM pealIn3alnu.

Tect Ne 2

1. Yro BK/II0OYaeT B ce0sl IKOHOMUYECKUI KOMILIEKC:

a) chepy MaTepHanIbHOTO MPOU3BOACTBA

0) MaTepuaabHOE MTPOU3BOJICTBO U HEMPOU3BOJICTBEHHYIO chepy

B) chepy, B paMKax KOTOPOM OpPraHu3yeTcsi OOIIECTRO.

2. Uro aBasieTcs BaxkKHeilleil 3a1aveii npeanpusaTus cepbl yciayr:

a) obecrieueHne MOCTOSHHOTO IpoIecca 00CTyKUBaHUS HACEICHUS

0) MPOU3BOJICTBO YCIIYT OTBEYAIOIIUX CIPOCY HACEICHUS

B) YIOBJIETBOPEHHE PACTYIIMX MOTPEOHOCTEH HAceJIeHHs] B YCIyrax ¢ y4eTOM KYJbTYPHBIX
ocoOeHHOCTeH

3. Kakoii U3 nepe4mncjieHHbIX NMPUHUMIIOB J0JKEH ObITHh MOJ0KEH B OCHOBY Pa3BUTHA
chepnl yeayr:

a) cepa cepBuca AOKHA Pa3BUBATHCA B €MHCTBE C MaTepUaIbHBIM ITPOU3BOJICTBOM

0) MakcUMHU3alMsl IPUObUIN MTPEANPUATHIA

B) YCJIYTH HE JOJKHBI OBITh JIOCTYITHBI BCEM YWI€HaM OOIIecTBa

4. Kak u3MeHMJICS COCTAB NPOM3BOANTEIel YCJIYyr B X0/le PbIHOYHBIX IIpeodpa3oBaHuil B
Poccuu:

a) yBeIMUYMIACh JOJIS TOCYIapCTBEHHBIX NPEATPUATUI

0) OoybIIyI0 YacTh COCTaBJISIIOT OpPraHW3alMM YacTHOM U HErocylapcTBeHHOH (opm
COOCTBEHHOCTHU

B) JIOJISI TOCYAAPCTBEHHBIX M YACTHBIX OPraHU3allui Ha PhIHKE YCIYT pOBHA

5. Kakue Mozeqnm OpraHu3allMOHHBIX CTPYKTYP BbIIEJSIIOT B COBPEMEHHOM
MEHeIKMEeHTe:

a) MEXaHUYECKYIO U TEPMOJANHAMUYECKYIO

0) MEXaHUCTUYECKYIO U TUHAMUYECKYIO

B) OPTaHUYECKYI0 U MEXaHUCTHUECKYIO

6. Kaxue norped6HoCTH 001I€CTBA MPU3BAHA YAOBJIETBOPATH chepa ycJayr

a) UJEOJOTNYEeCKUe MOTPeOHOCTH

0) noauTHYECKHe NOTPEOHOCTH

B) cOlLlMaJIbHbIE TOTPEOHOCTH

7. ITox cpoKkoM OKa3aHUA YCJAYTd NIOHUMAETCH

a) BpeMs Ha MOJArOTOBUTEIbHO-3aKII0UUTEIbHbIE PA0OTHI

0) BpeMsi Ha MPOU3BOJCTBO YCIYTH

B) BpeMs OT MOMEHTa IpueMa 3akas3a 0 MOMEHTa BblAaun

8. Ha xakoMm 3Tamne nmpouecca coBepuieHHs 3aKa3a, IPpoJaBIy He00X0AMMO HCI0JIb30BaTh
HATJISIAHBINA MaTepuaJ, peKjJaMHble NPOCNeKThbl, 1eMOHCTPALUIO MO/IeJIeii:

a) Ha IEPBOM JTaIle - IIEPBOE MOCEIICHUE TPEAIPUATHS CEpBUCA

0) Ha BTOPOM 3TaIne - MPUHATHS PEIIeHUs CeNaTh 3aKa3 I 0TKa3aThCs

B) Ha TPETHEM ITAIlE - COBEPLICHHE 3aKa3a WM OTKAa3 OT HETO

9. Ipm kakoM, U3 TpexX BO3MOXKHBIX HCXO0A0B KOH(PJIMKTOB, CHOpP OCTaercs
Hepa3peleHHbIM:

a) BO3BPAT K UCXOJHOMY COCTOSIHHIO
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0) KOMIIPOMHCC B KOH(DITUKTE

B) MOJIHOE pa3pelieHue KOH(INKTa

10. KyabTypa peun padoTHUKA cepbl cepBHCA — ITO:

a) HOPMAaTUBHOCTb, CO/IEPKATEIBbHOCTD PEUn

0) SKCIIPECCUBHOCTh P

B) KaTETOPUYHOCTDH peyun

11. CreneHb COBEpPIIEHCTBA KAKOr0 ACHEKTa O0CHAY:KHUBAHHUS XapaKTepU3yeT KYJIbTYPY
cepBHca:

a) MICUXOJIOTUYECKOr0 acleKTa 00CITy KUBaHUs

0) OpraHM3alMOHHO-TEXHOJIOTMYECKOTO acleKTa

B) COBOKYITHOCTb 3TUX ACIIEKTOB CEPBUCHOM J1€ATEIILHOCTH

12. Kakoe u3 Tpex COCTaBJSIIOIIUMX YacTeil KayecTBa MOKa3bIBaeT, HACKOJIbKO ycCJayra
COOTBETCTBYET TOMY, YTO ObLJIO 3aIVIAHMPOBAHO NPOU3BOANTEIEM TOBapa:

a) TpedyemMoe KauecTBO

0) 6a30BOE Ka4eCTBO

B) JKeJIaeMOe KaueCTBO

13. OT 4ero 3aBHCHT OLICHKA YCJYIH IOTPeOuTEIeM:

a) OT OIIbITA [TPOU3BOIUTEIIS

0) OT JIMYHBIX JKEJTAaHUN KIIMEHTa

B) OT BOCIIMTAHUS [TOTPEOUTENBCKOIO CO3HAHMSI KIINEHTA

14. Ha kakoil cTaguu KU3HEHHOI0 HHUKJIA YCJIYTH PACTYT 00beMbl peaju3aluu yCJayru,
YTO MO3BOJIsSIET MPEe00JIeTh TOUKY YOBITOYHOCTH:

a) Ha CTAAUHU 2 - BHEPEHUS

0) Ha ctaguu 3 - pocrta

B) Ha CTaJM 4 — HACBILLICHUS PbIHKA

15. Kakasi M3 TpexX KOHKYPEHTHBIX CTPAaTeruii moapasyMeBaeT COCpeJOTOYeHHE yCHIHI
HA OIHOM MJIM HECKOJILKMX CerMeHTAaX PbIHKA M JOCTHKEHHe TaM JIH/IepCcTBa:

a) TUACPCTBO B 00JIACTH 3aTpat

0) cTpaTerus TUBEpCUPUKAITIN

B) CTpaTerus KOHICHTPALUU

16. Kakum TpeGoBaHNAM N0JIKHO OTBe4aTh padouyee MecTo padoTHHKA cepbl cepBuca:

a) TOJKHO OBITH 00ECIIEYEHO TI0POTUM

o0opyaoBaHHEM

0) nomxHO o0ecnieunBaTh 0030p oduca

B) JIOJDKHO OBIThH BBIJIEpKaHa B IPKOM IIBETOBOW raMMe

17. CoBpemMeHHble 31aHUsI TPEeINPUATHH cepBHCAa NPEANOJaralT HCNOJIb30BaHHUE
CJIeyIOLIHX XY/105KeCTBEHHO-BbIPA3UTEeIbHbIX CPEJACTB:

a) mepeueHb TOBApOB

0) cpeacTBa KOMMYHHUKAIIMM MEXy TPOM3BOIUTENIEM U OTPEOUTEIEM

B) HAMMEHOBaHUE NPEIIPUITUSL, IMOJIEMY, HH(OPMALIMIO O BUAAX YCIyrax

18. KTo paspaboray Moaeb Ka4ecTBa yCJIyr:

a) M. BebGep

0) A. ®aiionb

B) JI. beppu

19. C yero HaunHaeTcs1 Mpouecc pa3padoTKy HOBOM yCIyIH:

a) C TIPOBEJICHHSI PHIHOYHBIX UCTIBITAHUN

0) c moucka ujen HOBOH YCIyTH

B) C HaOJIIO/IEHU 3a XOJIOM BHEJIPEHUSI HOBOM yCIIyTH

20. Kakue ycJIyru BXOAST B ACCOPTHMEHTHYIO IPYIITY «A»:

a) yCJIyTH HaxoJsIIMecs Ha CTaluu pocTa

0) yciyru HaxoAsIIMecs B CTaJlH 3pEJIOCTH U HACBILICHUS

B) YCIIyTH HaXOJSIINAECS B MHHOBAIIMOHHOM CTa/INH.
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Tecr Ne 3

1. Kakoii u3 nepe4ucjJeHHbIX BH/IOB /1eSITeJIbHOCTH He OTHOCUTCSI K HENMPOM3BOACTBEHHOM
cepe:

a) TPAHCHOPT U CBSI3b MO 0OCITY>KUBAHHUIO OPTraHU3aLUi HEITPOU3BOACTBEHHOH cephl

0) puHAHCOBO-KPEIUTHAS M CTPAXOBas ICSITEIBHOCTD

B) XpaHEHHE U MPOU3BOJICTBO MPOTYKTOB

2. YTo BKJIIOYAET B Ce0A MOHSATHE «CEPBUCHASI IKOHOMHKA»:

a) ro0aNn3annio SJKOHOMUYECKHX TPOLIECCOB

0) BOBHUKHOBEHHE NICUXOJIOTMYECKOI HANPSKEHHOCTH HACETICHUS

B) opMupoBaHue MOTPEOHOCTEH JIFOACH

T') MaJIecHUE OOIIEH KYJIbTYPhl U JYXOBHOCTH OOIIECTBA

3. B kakoii ¢hopme He I0JKHO OCYIIECTBIATHCH IOCYyAapCTBEHHOE peryJinpoBaHue chepsl
yCayr:

a) cyOcunupoBaHue moTpeduTeneii 1 mMporu3BOAUTENCH yCIyT

0) B popMe rocy1apcTBEHHON COOCTBEHHOCTH Ha (haKTOPHI MPOU3BOJICTBA

B) B (hopMe 1IeHOBOW AUCKPUMHHAITUH

4. Ha xoro pacnpocrpansiores «IIpaBuiia 0bITOBOro 00cay:KuBanus HaceeHus B P@y»:

a) Ha BCE IOPUINYECKHE JINIA, HE3aBUCUMO OT OPTaHU3AI[IOHHO-TIPABOBON (hOPMBI

0) Ha BCe IOPUINYECKUE JIUIA U TPAKJIaH, 3aHUMAIOIINUXCS OKa3aHUEM

yCIyT

B) Ha JIUI] 3aHUMAIOIINXCS TPY30BBIMU NIEPEBO3KAMU

5. Kakoe u3 mepe4yucjJeHHbIX NMPodecCHOHATBHBIX Ka4yecTB J0JLKHO NMPHCYTCTBOBATH B
MoBeJleHNH Pad0THUKA cepbl cepBUCca:

a) MIJIOCepane

0) yMeHHEe HaBA3bIBATh KIIMEHTY YCIyTY

B) KOMIIETEHTHOCTb

6. [eiictBusi pa0OTHUKOB NPEANPUATHS CEPBHCA NPH BO3HUKHOBEHHH KAJI00bI OT
KJIMEeHTa Ha HeKaYeCcTBeHHOoe 00C/Ty:KUBaHue:

a) COTTIACUTHCS C KAIOOOU: «KIMEHT BCEria paBy

0) OBICTPO PELINTH BO3HUKIIYIO ITPOOIEMY

B) NIPHUBJIEYb HOBOT'O KIMEHTA

7. KakuMm Tpe0oBaHUAM J0JI:KHO OTBeYaTh pafouyee MecTO paboTHHKA cepbl cepBHca:

a) TOJHKHO OBITH 00ECTIEYeHO CAMbIM JIOPOTHM 000PYI0BaHHEM

0) mopKHO obOecreunBaTh 0030 cajloHa U CBOOOY TBHXKEHUM

B) JIOJDKHO OBITH 0(pOPMIIEHO peKIaMHBIMU OyKJIeTaMH U IIaKaTaMH,

8. K yemy Bceraa crpeMuThCsl MOKYNATeb MPH OlleHKE YCJIYTH:

a) K ONpe/IeJICHHOMY UM COOTBETCTBUIO IIEHbI U KaueCTBa

0) K BBISIBIICHHIO TJIABHBIX XapaKTEPUCTUK YCIYTH

B) «IIOJIOTHATBY» YCIIYTY MOJl CBOU OKUJAAHUS U MOTPEOHOCTH

9. Kakoii 3Tan He BKJIHOYaeTcs B METOAUKY BbISIBJIEHHS OTHOCHTEJIbHOI0 Ka4yecTBa
yeayr:

a) OIIEHKA BYKHEHIINX C TOYKHU 3PEHUS IIOTPEOUTEIST KPUTEPHEB

0) BBISIBJICHHE KPUTEPHEB, KOTOPbIE MIPUBOIAT K MPUOOPETEHUIO YCIIyT

B) BBISIBJICHUE IICHOBOT'O MIPEATIOYTEHUS

10. Kakum o00pa3oM BBISIBJSIETCH COOTBETCTBHE YCJIAYI XapakTepy O0O0IIeCTBEHHBIX
NoTpedHOCTe:

a) MO PELICHUIO JUPEKTOpa CEPBUCHOTO MPEIIPUATHS

0) B X0/1e CpaBHEHUS yCIyTr-KOHKYPEHTOB

B) METOJIOM CJIy4aifHOro oToopa

11. B kakyw acCOPTHMEHTHYI [IPyNIy BXOJAT YCJAYIH, HaxXoAsimigecss Ha
3aK/JII0YHMTEIbHON (ase cTaguu BHEAPEHH:

a) OCHOBHYIO
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0) MoACPIKUBAIOIITY IO

B) CTPATETUYECKYIO

I') pa3pabaThIBaeMyI0

12. Kakme MojeqH OPraHU3alMOHHBIX CTPYKTYP BBIICJSIOT B COBPEMEHHOM

MEHeIKMEeHTe:

a) MEXaHUYECKYIO U TEPMOJAMHAMUYECKYIO

0) MEXaHUCTUYECKYIO M TMHAMUYECKYIO

B) OPTaHUYECKYI0 U MEXaHUCTHUECKYIO

13. Ha kakoil cragum KM3HEHHOI0 UIMKJIA YCJIYI'M OT KOJ/UIEKTHBA Tpedyercst

YCOBEPLIEHCTBOBATD NPE/KHIOI0, TH00 BHEPUTH HOBYIO YCJIYIY:

0 TOM,

a) Ha CTaauu 2 - BHEAPEHUs

0) Ha craguu 3 - pocrta

B) Ha CTaJMH 4 - HACBILIEHUS PbIHKA

') Ha CTaJIuu 5 - COKPALIEHUsI peasIn3aliy yCiIyT

14. Kakumu cBOMCTBaAMH YCJIYTH ONpeaeJsieTcsl ee KOHKYPEHTOCIOCOOHOCTh:
a) CBOMCTBaMU, KOTOPBIE MPEACTABIAIOT HHTEPEC I HOTPEOUTENS

0) cBoOliCTBaMH, KOTOpBIE MPEACTABISAIOT HHTEPEC AJII CEPBUCHON OpraHU3aIiH
B) CBOWMCTBaMHU, KOTOPBIE IIPEJICTABIISIIOT HHTEPEC JJIsl TOCYJapCTBa

15. KTo pa3padoTaj MeXaHHCTHYECKYI0 MO/IeJIb OPraHU3aMOHHBIX CTPYKTYP:
a) M. BebGep

0) A. ®aiionb

B) JI. beppu

16. Kakoii U3 nepe4yucJeHHbIX THIIOB PUCKOB NOAPa3yMeBaeT Nepe;KMBAHUs MOKYIaTeIst
KaK yCJIyra NoBJUsieT HA ero MMH/K

a) TMICUXOJIOTUYECKUI PUCK

0) huzmdeckuii prcK

B) COLIMAbHBIN PUCK

17. Kakue notpe6HocTH 0011€CTBA IPU3BAHA YA0BJIETBOPATH chepa ycJayr:
a) BC€ BU/IbI MOTPEOHOCTEH

0) couManbHble MOTPEOHOCTH

B) NEPBUYHBIE TOTPEOHOCTH

18. C yero HaunHaeTcs1 mpouecc pa3padoTKu HOBOM yCJIyIH:

a) ¢ IPOBEJICHUS PHIHOYHBIX HCIIBITAHHUHA

0) ¢ moucka ujeu HOBOM yCIyrH

B) C HaOJIO/ICHUA 32 XOJIOM BHEJIPEHUSI HOBOM yCIyTH

19. IIporpeccuBHbIe (POPMBI 00CTYKUBAHUS IPU3BAHBI:

a) mpuOIMXKaTh YCIyTry K HOTPEOUTEIIO

0) co3gaBaTh HOBbIE BUJIbI YCIIYT

B) BHE/IPSATH HOBBIE YCIYTH HAa PHIHOK

20. Kakasi U3 nepe4mciIeHHBIX YCJIYT He SABJSETCS YCIYroi pbIHOYHOH HOBU3HBI
a) ycIiyra, BbIIIEIIIas Ha HOBBIH PHIHOK

0) yciyra, paHee UMEIOIIasi aHAJIOT Ha PhIHKE

B) yciyra JijIsl HOBOH cpepbl MpUMEHEHUSI.

Tect Ne 4

1. Yo BK/II0OYAET B ce0sl IKOHOMUYECKH I KOMILIEKC:

a) cepy MaTepuaIbHOTO IPOU3BOICTBA

0) MaTrepHuaIbHOE MPOU3BOACTBO U HEMPOU3BOJACTBEHHYIO chepy

B) cepy, B paMKax KOTOPOMH OpraHu3yercsi 00IIeCTBO.

2. Yro aBasieTcs BaxkHeilel 3a1aveii npeanpusaTus cepsl ycayr:

a) o0ecrneyeHne MOCTOSTHHOTO MpoIecca 00CTyKUBaHUST HACETICHUS

0) IPOM3BOJICTBO YCIYT OTBEYAIOIUX CIPOCY HACETICHUs
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B) YJOBJIETBOPEHUE DPACTYLIMX MOTPEOHOCTEH HACENEHUs B yCIyrax ¢ y4e€TOM KyJIbTYypHBIX
ocoOeHHOCTeH

3. Kakoii U3 nepeync/ieHHbIX NMPHUHIUIOB J0J/KeH ObITH MOJIOKEH B OCHOBY Pa3BUTHS
chepnl yeayr:

a) cdepa cepBuca J0JDKHA Pa3BUBATHCSA B €IUHCTBE C MaTE€PUaAIbHBIM ITPOU3BOICTBOM

0) MakcUMM3aLUs TPUOBUIN TPEANPUATHN

B) YCIIyTH HE JJOJKHBI OBITh IOCTYIIHBI BCEM UJIE€HaM O0ILeCcTBa

4. Kak M3MeHWICSl COCTAB NMPOU3BOANTE/IEH YCJIYr B X0/1e PLIHOYHBIX Npeo0pa3oBaHuii B
Poccun:

a) yBeIMUYMWIACh JOJIS TOCYIapCTBEHHBIX MTPEANIPUATHI

6) OOJbIIYyI0 YacTb COCTABISAIOT OpraHU3alMM YacTHOM M HErocyJapCTBEHHOH ¢opm
COOCTBEHHOCTH

B) J10JIs1 TOCYAAPCTBEHHBIX M YACTHBIX OpraHU3aluii Ha ppIHKE YCIyT pOBHA

5. Kakue MoJenu OpPraHU3allMOHHBIX CTPYKTYP BBbIIEISIOT B COBPEMEHHOM
MeHe/I’KMeHTe:

a) MEXaHUYECKYIO U TEPMOJANHAMUYECKYIO

0) MEXaHUCTUYECKYIO U TUHAMUYECKYIO

B) OPTaHUYECKYI0 U MEXaHUCTHUECKYIO

6. Kakue morpedHOCTH 00111€CTBA IPU3BAaHA YI0BJETBOPATH chepa ycJayr:

a) UJE0JIOTNYECKUE MOTPEOHOCTH

0) MOJIUTHYECKHE TOTPEOHOCTH

B) COLlMAJIbHBIE IOTPEOHOCTH

7. Iloa cpoKkoM OKa3aHUs YCJIYI'M HOHMMAETCH:

a) BpeMs Ha MOJArOTOBUTEIbHO-3aKII0UUTEIbHbIE PA0OTHI

0) BpeMs Ha MPOU3BOJICTBO YCIYTH

B) BpeMs OT MOMEHTA IpueMa 3aKas3a 0 MOMEHTA Bblauu

8. Ha xakoMm 3Tane npouecca copepuieHus 3aKa3a, NpoJaBly He00X0IUMO MCI0JIb30BATh
HATJISIAHBINA MaTepuaJl, peKJaMHble NPOCNeKThbl, JeMOHCTPAILUIO MO/IeJIeil:

a) Ha IEPBOM 3Talle - IepBOE MOCELICHUE PEANIPUITUS CepBUCa

0) Ha BTOPOM 3TaIe - MPUHATHS pEIIeHUs CAeNaTh 3aKa3 I 0TKa3aThCs

B) Ha TPEThEM JTaIle - COBEPIIEHUE 3aKa3a UM OTKa3 OT HETo

9. Ilpm kakoM, U3 TpexX BO3MOKHBIX MCXOJ0B KOH(IMKTOB, CIIOp OCTaeTcs
Hepa3pelleHHbIM:

a) BO3BPAT K UCXOJHOMY COCTOSIHUIO

0) KOMIIPOMHUCC B KOH(JIUKTE

B) TMOJIHOE pa3pelieHne KOH(PIUKTa

10. KyibTypa peun padGoTHHKA cepbl cepBHCA — ITO:

a) HOPMAaTHUBHOCTb, COAECPKATEILHOCTb PeUn

0) PKCIIPECCUBHOCTb PEUH

B) KaTETOPUYHOCTDh peyun

11. C yero HaunHaeTCs1 Mpouecc pa3padoTKH HOBOM yCIyIH:

a) C POBEJICHHS PHIHOYHBIX UCTIBITAHUN

0) c moucka ujaeu HOBOM yCIIyTH

B) C BHEJIPEHMsI HOBOH yCIIyTH

12. C pnomMombl 4Yero mnpeAnpusTHE YCJIYI MOKeT YKPenuTh CBOM NO3HIUH B
KOHKYPEHTHOH cpeje, KpoMe KaK ¢ IOMOIIbIO IeHbl M Ka4eCcTBAa YCJIYI'H:

a) C IOMOUIbI0 IKOHOMUYECKUX PEIIECHUN

0) ¢ TOMOIIbIO UMH/IXKA MPEAIPUITUS U YCIYT

B) C IOMOIIBIO YBETHMUEHHs 00beMa MPOU3BOICTBA

13.Kak u3MeHUJICS COCTaB NMPOM3BOAUTE/ICH YCIYI B X0[¢ PbIHOYHBIX Npeodpa3oBaHuii B
Poccun:

a) yBeJIMYMIAach JOJISl TOCYIapCTBEHHBIX MPEANPUATHI
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0) yBeTMYMIIaCh JIOJISI IPEINPUATAN YaCTHOM M HETOCYJapCTBEHHOM (hOPM COOCTBEHHOCTH

B) JIOJISl TOCYAAPCTBEHHBIX MPEANPHUATAN U MPEINPUATHI YaCTHOM U HErocynapcTBEHHOU hopm
COOCTBEHHOCTH POBHA.

14. IIporpeccuBHbIe (POPMBI 00CTYKUBAHNS IPU3BAHBI:

a) IpuOJIMXKaTh YCIYTH K OTPEOUTEITIO

0) co3gaBaTh HOBbIE BUJIbI YCIIYTH

B) BHE/PATH YCIYTU Ha PhIHKE

15. OT 4ero He 3aBMCHUT OLIEHKA yCJYI'H NOTPedUTEIEeM:

a) OT OIbITa 0OpalleHUs K IPOU3BOIUTENSIM MOAOOHBIX YCIyT

0) OT JIMYHBIX JKEJTAHUW KIIMEHTa

B) OT BOCIIUTAHUS TOTPEOUTENHCKOIO CO3HAHMSI KIIMEHTA

16. Kakoe wu3 mnepevyHCJeHHBbIX KadecTB He JIOJUKHO IPHCYTCTBOBATHL B
npodeccuoHaJILHOM NOBeAeHUN padoTHUKA cepbl cepBHca:

a) BeXKJIIMBOCTh

0) yMeHUe HaBsI3bIBATh YCIYTH

B) KOMIIETEHTHOCTh

17. Kakum Tpe0OBaHMSIM JI0JI)KHO OTBe4YaTh padouyee MecTo padoTHHKA cepbl cepBHca:

a) JIOJDKHO OBITH 00ECIIeYeHOo JOPOruM 000pyTI0BaHUEM

0) mopkHO obecrieunBaTh 0030p oduca

B) JIOJKHO OBITH BblAEpXKaHa B APKOM IIBETOBOM IraMMe

18. Kakoii u3 nepe4yucJIeHHbIX THIIOB PHCKA NOAPa3yMeBaeT MepeKUBAHUA MOKYNATe sl 0
TOM, KaK ycJIyra noBJjusieT Ha ero UMHUIK:

a) TMCUXOJIOTUYECKUI PUCK

0) huzmdeckuii prcK

B) COLIMAbHBIN PUCK

19. Kakue norpe6HocTH 0011eCTBA IPU3BAHA YAOBJIETBOPATH chepa ycayr:

a) BCE€ BUJIbI MOTPEOHOCTEH

0) couManbHble MOTPEOHOCTU

B) IEPBUYHBIC MOTPEOHOCTH

20. K oanomy M3 myTeil CriIakMBaHHUsI Ce30HHOr0 XapaKTepa NPOM3BOACTBA YCJIYT
OTHOCUTBCH:

a) Xopolilee BBIIMOJIHEHNUE 3aKa30B

0) pery1MpoBaHue CE30HHbBIX LIEH Ha YCIyTH

B) CHU3UTh 00BbEM pealln3alii.

Tecr Ne 5

1. Kakoii u3 nepe4nc/jieHHbIX BU/I0B /IeSITeJIbHOCTH He OTHOCUTCS K HENPOU3BOACTBEHHO
cepe.

a) TPAHCHOPT U CBA3b MO OOCITYKUBAHUIO OpraHU3alMi HEMTPOU3BOICTBEHHON c(hephl

0) GpuHAHCOBO-KpEIUTHAS U CTPAxXoBas AEATEIbHOCTD

B) XpaHEHHE U IPOU3BOJICTBO IPOIYKTOB

2. YTo BKIIOYAET B ce0Osl MIOHATHE «CEPBUCHAS IKOHOMMKA»:

a) rodann3alnio 3KOHOMUYECKHUX TPOLIECCOB

0) BO3HUKHOBEHUE NICUXOJIOTHYECKOI HAPSPKEHHOCTH HACEeNICHUS

B) popMupOBaHUE NOTPEOHOCTEH N0 1ei

I') majieHue o01Iel Ky IbTyphl U TyXOBHOCTH 0OIIIecTBa

3. B kakoii (popme He J0JIZKHO OCYHIECTBJIATHCH IOCYy1apCTBEHHOE PeryJiupoBaHue cepsol
ycayr:

a) cyOcuaupoBaHue MOTPEOUTENCH U TPOU3BOUTENICH YCITyT

6) B popme rocy1apcTBEHHON COOCTBEHHOCTH Ha (haKTOPBI IPOU3BOJCTBA

B) B popMe IIEeHOBOM TUCKPUMUHAIIUU

4. Ha koro pacnpocrpansiiorest «IIpaBuiia 6bITOBOro 00cay:KnBaHus HacejieHUusi B POy»:

a) Ha BCe I0pUMYECKHUE JINIIA, HE3aBUCUMO OT OPraHU3allMOHHO-TIPaBOBON (hOPMBI
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0) Ha BCe IOpUINYECKHE JTUIA U TPaK]aH, 3aHUMAIOIIUXCS OKa3aHUEM YCITIyT

B) Ha JIUI] 3aHUMAIOIINXCS TPY30BBIMU TIEPEBO3KAMU

5. Kakoe u3 nmepeuymcjieHHbIX NMPO(eCcCHOHAIBLHBIX KA4YeCTB J0JKHO NMPUCYTCTBOBATH B
NOBeleHNH Pad0THHKA c(epbl cepBUca:

a) MIJIOCEpIHe

0) yMEeHME HaBA3bIBATH KIMEHTY yCIyTY

B) KOMIIETEHTHOCTb

6. JleiictBuUsi Pa0OTHHUKOB NpPeANPHATHS CePBHCA NPH BO3HUKHOBEHHHM 3JKAJ00bI OT
KJINEHTAa HA HeKauyecTBeHHOe 00c/1y:KMBaHue:

a) COTJIACUTHCS C HKATOOOH: «KIMEHT BCET/a MPaB»

0) OBICTPO PEIIUTh BOSHUKIITYIO ITPOOIEMY

B) IPUBJIEYb HOBOT'O KJIIMEHTA

7. KakuM Tpe0oBaHHMSM [10JI2KHO OTBe4aTh padouyee MecTo pad0oTHUKA cepbl cepBuca:

a) JIOJDKHO OBITH 00ECIIEYEeHO CaMBbIM JIOPOTUM 000pYAOBaHHEM

0) 1oJDKHO obOecrieunBaTh 0030 cajloHa M CBOOOY JBHKESHUM

B) JIOJDKHO OBITH 0(pOPMIICHO pEKIIAMHBIMU OYKJIETaMH U TUIaKaTaMH,

8. K uemy Bceraa cTpeMUTBHCSl IOKYNATE b TP OLlEHKE YCJIYIHU:

a) K OIpe/IeJICHHOMY UM COOTBETCTBUIO LIEHBI U KayecTBa

0) K BBISIBIICHHUIO TTIABHBIX XapaKTEPUCTUK YCIYyTH

B) «IIOJIOTHATHY» YCIYTY IO/l CBOM OXHIAHUS U NOTPEOHOCTH

9. Kakoil 3Tan He BKJIYAETCHA B METOAWKY BbISIBJEHHUSI OTHOCHTEJIbHOI0 KadecTBa
yCayr:

a) OlICHKAa BaKHEHUIIINX ¢ TOUKH 3PEHUSI TOTPEOUTENsI KpUTEPUEB

0) BBISIBJIEHHE KPUTEPHUEB, KOTOPbIE IPUBOJAAT K IPUOOPETEHUIO YCIIYT

B) BBISIBJICHHE [[EHOBOT'O MPEIOYTEHUS

10. Kakum o0pa3oM BbISIBJSIETCH COOTBETCTBHE YCJIAYI XapakTepy 00IecTBeHHBIX
NMOTpPeOHOCTE:

a) 110 PEUICHUIO IUPEKTOPA CEPBUCHOTO IPEIIPUSITUS

0) B X0/Ie CpaBHEHUS yCIyr-KOHKYPEHTOB

B) METOJIOM CITy4ailHOTO OTOOpa

11. CreneHb COBEpPIICHCTBA, KAKOr0 acleKTa 00CIy:KHBAHUS XapaKTepu3yeT KyJbTYpy
cepBHca:

a) MCUXOJIOTUYECKOT0 acleKTa 00CTy KUBaHUs

0) OpraHM3aIMOHHO-TEXHOJIOTHYECKOTO aCIeKTa

B) COBOKYITHOCTb 3TUX ACIMIEKTOB CEPBUCHOM J1€ATEILHOCTH

12. Kakoe u3 Tpex COCTABJISIONIUX 4YacTell KayecTBa NMOKa3bIBaeT, HACKOJBKO YCJIyra
COOTBETCTBYET TOMY, YTO ObLI0 3aIJIAHHPOBAHO NIPOM3BOAUTEIEM TOBapa:

a) TpedyemMoe KaueCTBO

0) 6a30BO€ Ka4eCTBO

B) JK€JIaeMO€ KayecTBO

13. OT 4ero 3aBHCHUT OLICHKA YCJYIH IOTPeOuTEIeM:

a) OT OIIbITA TPOU3BOIUTEIIS

0) OT TUYHBIX YKEIAHUN KITUEHTa

B) OT BOCIIMUTAHUS TOTPEOUTENHCKOIO CO3HAHMSI KIINEHTA

14. Ha kakoii cTaJuy KM3HEHHOr0 HMKJIA YCJAYTH PAcTyT 00beMbl peajiu3auuu YCayru,
YTO MO3BOJISIET MPe00J1eTh TOUKY YOBITOUYHOCTH:

a) Ha CTaJIUU 2 - BHEAPEHUS

0) Ha ctaguu 3 - pocTta

B) Ha CTaJANM 4 — HACBILLIEHUS PhIHKA

15. Kakasi M3 Tpex KOHKYPEHTHBIX CTpPaTeruii moapasymMeBaer COCpeI0TOYEeHHE YCHUJIUM
HA OITHOM MJIM HECKOJIBKHX CeTMEeHTAX PHIHKA M JOCTH:KEHUE TaM JIUAepPCcTBa:

a) JINJIEPCTBO B 00OJIACTH 3aTpaT
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0) cTpaterust TUBepCcUPUKAITIT

B) CTpaTerus KOHICHTPALUU

16. Kakum Tpe0oBaHMSAM I0JIKHO OTBe4YaTh padouee MecTo padoTHHKA cepbl cepBHca:

a) JIOJDKHO OBITH 00ecIeueHo JOPOruM 000pyTI0BaHUEM

0) mopkHO obecrieunBaTh 0030p odrca

B) JIOJKHO OBITH BblIEpKaHa B ApKOM IIBETOBOM IraMMe

17. CoBpeMeHHBbIe 3JaHUS TPEANPUATHH CepBHCA TMPEANOJATAIOT HCIO0Jb30BAHUE
CJIeYIOLIHX XY/10KeCTBEHHO-BbIPA3UTeIbHbIX CPEACTB:

a) repeyeHb TOBApOB

0) cpeacTBa KOMMYHHUKAIIMHA MEXy TPOM3BOIUTENIEM U IOTPEOUTEIEM

B) HAMMEHOBaHUE MPEANPUITHS, YMOTIeMy, HH(GOPMAIUIO O BUIAaX YCIyrax

18. KTo pa3paboray Moaenb KayecTBa yCJIyr:

a) M. BebGep

0) A. ®aiionb

B) JI. beppu

19. C yero HaunHaeTcs1 mpouecc pa3padoTKH HOBOM yCIyIH:

a) ¢ IPOBEJICHUS PHIHOYHBIX HCIIBITAHUM

0) ¢ moucka ujieu HOBOM yCIyru

B) C HaOJIIO/ICHUA 32 XOJIOM BHEJIPEHUSI HOBOM yCIIyTH

20. Kakue ycjyru BXoAT B aCCOPTUMEHTHYIO IPYIILY «A»:

a) YCIIyTH HaxOJsIIMecs Ha CTauu PocTa

0) yCIyru HaXOJSAIMECs B CTAIUU 3PEJIOCTH U HACHIIICHUS

B) YCJIYTH HaXOJAIIUECS B MHHOBALIMOHHOW CTaJuu

Tect Ne 6

1. Kak Ha3biBaercsi padora, BhIOJIHAEMAs AJIs1 YAOBJIETBOPEHUS HYXKI NMOTpedOHMTeeH,
KOTOpasi B OCHOBHOM Heocsi3aema:

a) yciyrou

0) MPON3BOJICTBOM

B) OBITOBBIM 00CITYy)KMBaHHEM

2. Kakasi u3 gyHKUMA He OTHOCUTCS K HENMPOU3BOACTBEHHOI cepe:

a) pacrmpeneseHue 1 0OMEeH TOBApOB, POITYKTOB, BEIIECTB

0) mpeoOpa3oBaHHME BEIIECTB MPHUPOJLI C IENbI0 WX MPUCIHOCOOTICHUS K YETOBEYSCKUM
MOTPEOHOCTAM

B) OXpaHa OOLIECTBEHHOI'O MOPSIKa

r) opMUpOBaHHE OOIIECTBEHHOTO CO3HAHMS

3. Kakoii 3 nepeuncjaeHHbIX NPUHIIUIIOB He J0JKeH OBbITH M0JIOKEH B OCHOBY Pa3BHTHS
cepsl ycayr:

a) MaKCUMM3aIis IpUOBLIN 3a CUET CO3/1aHusl HOBBIX NMOTpeOHOCTEN

0) yCcIyTu JOMKHBI OBITh TOCTYITHBI K&KIOMY YJIeHY 0o0IIecTBa

B) OTOXJECTBIATH c(hepy YCIyT ¢ OBITOBBIM OOCTYKMBAaHUEM

4. ITox cpoxkoM oka3aHHUsl yCJIyT NOHUMAETCS:

a) BpeMs Ha MOJIFOTOBUTENbHBIE PA0OTHI

0) BpeMsi Ha MPOU3BOCTBO YCIyT

B) BpeMs OT IpHeMa 3aKka3a JJ0 MOMEHTA BbIJIaun

5. 13 kakuX NpoLeccoB COCTOUT MPOLECC OKAa3aHUA YCJIYI:

a) IPHUEM | BbIJIada yCIYyT 3aKa3YHKy

0) npuHATHE 3aKa3a, UCTIOJIHEHUE U BblJIaua 3aKa3uuKy

B) MMPOU3BOJICTBO YCIYT U KOHTPOJIb Ka4€CTBA MCITOJTHEHHSI

6. Ilpn xkakoM U3 TpexX BO3MOMKHBIX HCX0/0B KOH(IHUKTOB CHOP BbLIMIPHIBAeT OJAMH W3
YY4aCTHHKOB:

a) BO3BpAT K UCXO/IHOMY COCTOSTHUIO

0) yacTuyHOE paspenieHne KoH(PIMKTa
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B) TIOJIHOE pa3pelieHne KOH(IUKTA.

7. KakoBbl cienuguyeckue 0cod0eHHOCTH 001ieHNs B cepe 00CTy)KMBAHUSA:

a) MpoJiaBell ¥ MOKYIaTelb MPeICTaIoT APYT Nepe]] APYroM Kak 00e3TuYeHHbIe PUTypPbI

0) HeoOXOIUMO JTOCTUTATh B3AUMOIIOHUMAHUS C MIOCETUTEIISIMU

B) HEOOXOAMMO HPOSBISATH BHICOKYIO KYJIbTYPY OOIICHUS

8. Uto noapasymeBaeTcs moJ ICTETHKON 3aKa30B:

a) 9TO KpacHBBIN BHEITHUN BHJI U3ACIUN

0) 9TO opraHu3aLys IPOCTPAHCTBA OKPY’KAIOIIETr0 3aKa3yuKa

B) OTO ATUYECKUIA OOJIMK paOOTHUKOB OOCITYKUBAHUS

9. Yto noapasymeBaeTcs MO/ NOHATHEM «BbICOKOE KA4eCTBO» YCJIYT:

a) MPEBBILICHUE OXKUAAHUN TOTpeOUTENs 3a 60JIee HU3KYIO IIeHY, YeM OH IpeJoiarall

0) yIOBJIETBOPEHHE MOTPEOHOCTH OTPEOUTEIS 32 YCTAHOBICHHYIO IICHY

B) YJIOBJIETBOPEHHUE OKUIAHUM MOTPEOUTENs 32 BHICOKYIO LIEHY

10. Kakoii 3Tan He BKJIIOYAETCSI B METOAUKY BbISIBJICHHMS OTHOCHTEJBHOI0 KadecTBa
yCayr:

a) OIIEHKA BYKHEUIINX C TOYKHU 3PEHUS MIOTPEOUTENS KPUTEPHEB

0) BBISIBJICHHE KPUTEPHUEB, KOTOPbIE MPUBOJAAT K IPHUOOPETEHUIO YCITYT

B) BBISIBJICHUE [IEHOBOI'O IIPEIIOYTEHUS

11. B Kkakyw accOPTHMEHTHYI0 TIpynmy BXOAST YCJIYIrH, HaxoJsiliuecs Ha
3aK/JII0YMTEJbHOM (a3e cTaguu BHEAPEHUs:

a) OCHOBHYIO

0) MoACP>KUBAIOIITY IO

B) CTpaTETUYECKYIO

T') pa3pabaTeIBaeMyI0

12. Kakme Moaed OpPraHM3alMOHHBIX CTPYKTYP BBIICJAIOT B COBPEMEHHOM
MEeHeKMeHTe:

a) MEXaHMYECKYIO U TEPMOJAMHAMUYECKYIO

0) MEXaHUCTUYECKYIO U TMHAMUYECKYIO

B) OPTaHUYECKYI0 U MEXaHUCTHUECKYIO

13. Ha kakoif cTaguMm SKM3HEHHOI0 WIMKJIA YCJIYI'M OT KOJUIEKTHBA Tpedyercs
YCOBEpPIICHCTBOBATDH MPEKHION, IM00 BHEAPUTH HOBYIO YCJIYTY:

a) Ha CTaJuu 2 - BHEAPEHUs

6) Ha cTaauu 3 - pocTa

B) Ha CTaJHH 4 - HACBILLIEHUS PbIHKA

') Ha CTaJIMU 5 - COKPALICHUS pealn3aluu yCiIyr

14. Kakumu cBoiicTBaMu yCJIYTH ONpeae/isieTcsi ee KOHKYPEHTOCIOCOOHOCTh:

a) CBOMCTBaMU, KOTOPBIE NMPEACTABIAIOT HHTEPEC Ul HOTPEOUTENS

0) cBolicTBaMM, KOTOpbIE NMPEACTABISAIOT HHTEPEC AJIs1 CEPBUCHON OpraHU3aluu

B) CBOICTBaMH, KOTOpBIE PEACTABIISIIOT HHTEPEC I TOCYJapcTBa

15. KTo pa3padoran MeXaHMCTHYECKYI0 MO/IeJIb OPraHU3AIMUOHHBIX CTPYKTYP:

a) M. BebGep

0) A. ®aiionn

B) JI. beppu

16. Kakoii U3 nepe4ucJeHHbIX THIIOB PHCKOB MOAPAa3yMeBaeT MepPeKMBAHUA MOKYNATeJIs
0 TOM, KaK yCJIyra IoBJIMSIeT HA ero HMHU/IK:

a) TMCHUXOJIOTUYECKUI pPUCK

0) pusnyeckuit puck

B) COLIMAIbHBINA PUCK

17. Kakue norpeOHOCTH 00111eCTBA MPU3BAHA YI0BJIETBOPATH c(hepa ycJyr:

a) BC€ BUJIBI MOTPEOHOCTEH

0) colmabHble TOTPEOHOCTH

B) MIEpBUYHBIE TOTPEOHOCTH
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18. C 4yero HaunHaeTcs npouecc pa3padoTKy HOBOM yCJIyIH:
a) ¢ IPOBEJICHUS PHIHOYHBIX HCIIBITAHUH

0) ¢ moucKa uieu HOBOH YCITyTH

B) C HaOJIIO/IEHUS 3a XOJIOM BHEJIPEHUsI HOBOM yCIIyTH

19. IIporpeccuBHbie (hOPMBI 00CTY:KUBAHUS NIPU3BAHBI:

a) NpuOIMXKATh YCIYTY K OTPEOUTEIIO

0) co31aBaTh HOBBIC BHJIBI YCITYT

B) BHE/IPSTH HOBBIC YCIYTH HA PHIHOK

20. Kakasi M3 nepe4ucJIeHHbIX YCJIYT He SIBJISIeTCS YCJIYroil phIHOYHOW HOBH3HbI
a) yCIIyra, BhIIIEIIIas Ha HOBBIH PEIHOK

0) yciyra, paHee UMEIOIIast aHAJIOT Ha PHIHKE

B) ycCIIyra JijIsl HOBOU Cepbl IPUMEHEHHUS.

IIpumepHas TeMaTHKA T0KJIA/10B

. [lcuxonoruueckue aceKkThl CEPBUCHON JESITEIbHOCTH.

. Yciryra: KaTeropuajibHbli aHAIU3.

. CepBucCHas A€ATEIbHOCTD U TOTPEOHOCTH YEJIOBEKA.

. MarepuanbHble yCIyry Kak IpOAYKT MaTEPUAIIBHOIO IPOU3BOJCTBA.

. Ilcuxonorudeckne acmekTbl MPOoGECCHOHANBHON AESITENbHOCTH PAOOTHHKA «KOHTAKTHOM

DN D W N =

30HBI
. IIponiecc 06cTy)KUBaHUS: COLMATIBHO-TICUX0JIOIMYECKHM aCIeKT.

. CoLMOKYIbTYpHBIN aHAIN3 TIOHATUS «CEPBUCY.

. IIpodeccnonanbHO-3THYECKHE OCHOBBI I€ATEIBHOCTU PaOOTHUKA KOHTAKTHOM 30HBI.

. UcTopuyeckuil acrieKT BO3SHUKHOBEHMSI U Pa3BUTHUS YCIIYT.

10. ITpaBoBO€E peryanpoBaHuEe OTHOLIEHUN B CEPBUCHOM JESATEIBHOCTH.

11. OcoGeHHOCTH OBITOBOTO OOCTYKHUBaHHS B chepe Typu3Ma.

12. nHOBaLMOHHBIH (hOpMBI 0OCITY)KUBaHUS B chepe Typu3Ma.

13. MapkeTtuHr cepsl yCIIyT.

14. Ouenka kauecTBa yciyr B cepe TypusMa.

15. CouMoKynbTYpHBIN aHAJIU3 MOBEIEHUS TOTPEOUTENS HA PhIHKE YCIYT.

16. HoBble popmbl 06cmyKuBaHMs B cepe Typu3mMa.

17. UnquButyanbHOE 00CTY)KHMBaHHUE KaK CAMOCTOSITEIIbHBINA BUJT JCSTETHHOCTH B TYPU3ME.
18. IIcuxonornyeckne MexaHU3Mbl B3aUMOJCHCTBUS MEXKIY «KIMEHTOM» U «IIPOJIAaBLIOM.
19. Oxuganust pOCCUMCKOTO MOTPEOUTENS OT 00CITYXHBaHUA B cPepe COBPEMEHHOTO TypuU3Ma.
20. KynbTypa o01ieHus crienuanicra, paboTaromero B chepe yciyr.

21. KoHuukTHBIE cUTyalluU B cpepe TypUCTCKUX YCIYT.

22. O61eHne Kak (pakTop B3aMMOBIIUSHUS B BEIOOpE MOTPEOUTENEM YCITYTH.

23. Beibop moTpebutenem yciayr B chepe Typusma: 1eMorpapuieckuii acrekT.

24. DTUKO-aKCHOJIOTUYECKUI acleKT BbIOOpa yCIIyTu OTpeduTeaeM B cepe Typu3ma.

25. dunocodckre acneKThl CEPBUCHON JESTENbHOCTH.

26. AHanu3 OTpaciieBOi CTPYKTYpPHI chephl yCIyT.

27. KynpTypa KOpEHHOTO HaceJeHHs Kak (aKkTop BIUSHUSA Ha cepy YCIYyT B TypU3Me.

28. AHanu3 TYpUCTCKUX YCIIYT B MOJIHUKYJIBTYPHOM OOIIECTBE.

29. DcreTnyecke aceKThl CEpBUCHON IEATEIbHOCTH.

30. PazButue cepsl yciyr 3a pyoexoM.

31. KommyHnukarmuu B chepe cepBuca.

32. KonkypeHuus B cepe 00cayKuBaHHS

33. ®akTopsl pa3BUTHS CEPBHCA.

34. Otukert B chepe oOCIyKUBaHUS.

e BN o)}

O
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6. YueOHO-MeTOAMYECKOe U HH(POPMAIHOHHOE 00ecnieyeHne T CIUUTIITHHBI
6.1 CnHMcoK HCTOYHHMKOB U JUTEPATYpPhI
Hcrounuku
OcHoBHbIE
BockomoBrnu H. A. MapkeTuHr TypHCTCKHX ycuyr: y4eOnuk IOuwmrtu-Jlana, 2015 /
http://biblioclub.ru/index.php?page=book red&id=114712&sr=1
Konommit H. A. HoBas skoHOMHMKa — SKOHOMHUKA BII€YaT/ICHUH: yueOHoe mocobue. / H. A.
Konomuit / MHCTUTYT HMCTOPUHM, MEXKAYHApOAHBIX M COLHUAIBHBIX HccienoBanuii OnbpOopckoro
ynuBepcurera, 2010. — 329 c. (4 7k3.)
Kotnep ®@., boysn /I)xonH, Meiikens /[xeliMmc. MapKeTHHT: TOCTEIPHUMCTBO, TYPU3M: YIeOHHUK
M.: FOuutn-Jlana, 2015 / http://biblioclub.ru/index.php?page=book red&id=114713&sr=1
Paccoxnna T. B. MeHeKMEHT TypUCTCKUX AecThHanui: yuyeOHHK M.: CoBeTckuil cropr,
2014 / http://biblioclub.ru/index.php?page=author_red&id=97885
Hazapka B. A., Banaasikuna FO. O. Boporunukosa E. FO., Komaposa O. C., Manerun C. C.
Buapl w TeHmeHnuu pa3BUTHSA Typusma: yudeOHoe mocobme Homocubupck: HITY, 2014
http://biblioclub.ru/index.php?page=book _red&id=436302&sr=1 6.

IloBenenue noTpeduTenei M.: IOnuTu-/lana, 2015
http://biblioclub.ru/index.php?page=book red&id=119438&sr=1
JlononHUTEIbHBIE

HenucoBa E. C. IloBenmenue morpeduteneii: yueOHO-TipakTHuecKkoe mocobue JlucuuruimHa:
MapkeTuHr M.: EBpazuiickuii OTKPBITHII WHCTUTYT, 2010

http://biblioclub.ru/index.php?page=book_red&id=444059&sr=1

HuTerpupoBaHHble MapKETUHTOBbIE KOMMYHHKanuu: ydeOHuk M.: HOnwurtu-/lana, 2015
http://biblioclub.ru/index.php?page=book red&id=112216&sr=1

KpapranbnoB B. A. Typusm: yuyeOunuk M.: @unancel u cratuctuka, 2014
http://biblioclub.ru/index.php?page=book red&id=221449&sr=1

TpycoBa H. M., Myxamenuesa C. A., Kmtoes 0. B. Typusm: MexauCUUIUIMHAPHBIN aCIEKT:

KOHCIIEKT JEKIHAN Kemeposo: KemI'VKH, 2015
http://biblioclub.ru/index.php?page=book_red&id=438391&sr=1

Jluteparypa

OcHoBHas

1) Ceupunenko, 1O. I1. CepBucHas 1eaTeIbHOCTh B 00CITYKUBAaHUM HACEJICHUS [ DIEKTPOHHBIN
pecypc] : YuebHoe mocobue / 0. I1. CBupuaenko. - Mocksa : Jlamkos u K, 2012. - 220 c¢. - ISBN
978-5-394-01503-8. - Tekcr : anexktponnsiit. - URL: https://new.znanium.com/catalog/product/415409
(mata obpamenus: 08.01.2020)

2) Heperuna, T.I'. Opranuzanus cepBUCHOHN IESATENbHOCTH : y4e0.- METOJl, KOMIUIEKC JUIs
CTYACHTOB BBICIIUX MPO(ECCHOHANBHBIX YUPEKICHUA JTHEBHOM M 3a04HOM (opm oOyueHUs
cnenuanbHOCTH «ConuManbHO-KYJIbTYpHBIA cepBuc u Typusm» / T.I'. Heperuna. - 4-e usn., crep. -
Mocksa ®JIMHTA, 2019. - 102 c. - ISBN 978-5-9765-1205-4. - Texcrt : snexktpoHHbIH. - URL:
https://new.znanium.com/catalog/product/1040128 (nara obpamenus: 08.01.2020)

3) Pomanosuu, XK. A. CepBucnas nearenbHocTs / Pomanosuu XK.A., Kanaues C.JI., - 6-e uzn. -
Mocksa :JlamkoB u K, 2017. - 284 c.: ISBN 978-5-394-01274-7. - Tekct : amektpoHHbIit. - URL:
https://new.znanium.com/catalog/product/430365 (nara o6pamenus: 08.01.2020)

4) Pesnuk, I'. A. CepBucHas nestenbHOCTb : ydeOHuk / [.A.Pe3nuk, A.M. Mackaesa,

10.C. Ilonomapenko. — MockBa : HMHO®OPA-M, 2018. — 202 c.— (Bsicmee obOpa3oBaHue:
bakanaspuar). — www.dx.doi.org/10.12737/2680. - ISBN 978-5-16-101214-7. - Tekct
anekTpoHHbld. - URL: https://new.znanium.com/catalog/product/967867 (mara oOparieHus:
08.01.2020)

5) Ceupuaenko, FO. I1. CepBucHas aestensHOCTh : yuebd. mocooue / KO.I1. CBupuaenxo, B.B.
XMmeneB. — 2-¢ w3a., uchp. U jgon. — Mocksa : MH®PA-M, 2019. — 174 c. — (Bsicmee
obpaszoBanue: bakamaBpuat). — Www.dx.doi.org/10.12737/23520. - ISBN 978-5-16-105613-4. -


http://biblioclub.ru/index.php?page=book_red&id=114712&sr=1
http://biblioclub.ru/index.php?page=book_red&id=114713&sr=1
http://biblioclub.ru/index.php?page=author_red&id=97885
http://biblioclub.ru/index.php?page=book_red&id=119438&sr=1
http://biblioclub.ru/index.php?page=book_red&id=112216&sr=1
http://biblioclub.ru/index.php?page=book_red&id=221449&sr=1
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Tekcr : anexrponnsiid. - URL: https://new.znanium.com/catalog/product/1007976 (nara oGparieHwus:
08.01.2020)

JononuurenbHas

[TpuBanoBa, M.B. MHHOBallMOHHAsA AEATENBHOCTh KaK ()aKTOpP COBEPILIEHCTBOBAHMS COBITOBOM
NOJMTUKY TIpeAnpusits chepsl cepBuca; @opym mononsix yuensix. 2019. Ne 2 (30). C. 1237-1242. -
URL.: https://elibrary.ru

6.2 IlepeueHnb pecypcoB HHGOPMALHOHHO-TETEKOMMYHUKANIMOHHOH ceTn « AHTEpHET».
https://buyingbusinesstravel.com.ru/glossary/term/MICE/
https://www.mice.ru/
https://www.coral.ru/concepts/korporativniy-otdih/corporate-travel/
HarnronanbsHas snextponnas oubimorexka (HOB) www.rusneb.ru
ELibrary.ru Hayunas snextponnas 6ubianorexa Www.elibrary.ru
Onekrponnas oudiauoreka Grebennikon.ru www.grebennikon.ru
Cambridge University Press
ProQuest Dissertation & Theses Global
SAGE Journals
Taylor and Francis
JSTOR

6.3 IIpodeccuoHanbHble 6a3bl JAHHBIX H HHPOPMALMOHHO-CIIPABOYHbIE CHCTEMbI
Joctym k npodeccronanpubiM 0a3am nanubix: https://liber.rsuh.ru/ru/bases

WHopmanoHHbIE CIIPABOYHBIE CUCTEMBI:
1. Koncynbrant Ilmoc
2. Tapanr

7. MaTepuajibHO-TeXHHYECKOe ofecreyeHue JUCHUILIHHBI

Jns obecnieyeHWs  JUCHMIUIMHBI ~ HCTOJB3YeTCS  MaTepHalbHO-TEXHUYECKas  0aza
00pa30BaTEeNbHOTO yUpEKICHUS: y4eOHbIe ayAUTOPHUM, OCHAIIEHHBIE KOMIIBIOTEPOM U MPOEKTOPOM
JUTSL IEMOHCTpAIMU y4eOHbIX MaTePUAIIOB.

CocraB nmporpaMMHOT0 00€CTICUeHHUS:
1. Windows

2. Microsoft Office

3. Kaspersky Endpoint Security

8. Obecneuenne 00pa3oBaTeJLHOrO MpoIecca AJisl JHUI ¢ OrPAHUYEHHBIMH BO3MOKHOCTSMH
310POBbSI H HHBAJTHI0B

B xonme peanmmzanuu IUCHUIIIIMHBI WCIOJIB3YIOTCSA CIEAYIONINE JOTOJHUTEIBHBIE METO b
o0ydeHHsl, TEKYyIIEero KOHTPOJSI YCIHEBAEMOCTH W TPOMEXKYTOUHOW aTTecTalMu OOYyYaromMXcs B
3aBUCUMOCTH OT UX UHIAUBUIYATBHBIX OCOOCHHOCTEH:

® Il CIENbIX W CIA0OBHIAAIMINX: JIEKIMH OGOPMIISIOTCS B BHJIE DJIEKTPOHHOTO JTOKYMEHTA,
JOCTYITHOTO C TIOMOIIBI0 KOMIBIOTEPA CO CIENHUATU3UPOBAHHBIM IMPOTPAMMHBIM OOECIICUeHUEM;
MMUCbMEHHBIC 3a/laHUsI BBITIOJIHSIIOTCS HAa KOMITBIOTEPE CO CIEIHATM3UPOBAHHBIM POTPAMMHBIM
o0OecrieueHreM WM MOTYT OBITh 3aMEHEHBI YCTHBIM OTBETOM; OOECII€UMBACTCS WHIUBUAYyaTbHOE
paBHOMepHOe ocBerieHue He MeHee 300 JIOKC; I BBIMOJHEHUS 3aJaHUsl MPU HEOOXOIUMOCTH
MIPEIOCTABIICTCS YBEIMYMUBAIOIIEE YCTPOMCTBO, BO3MOXKHO TAaKXKE€ HCIOJIB30BaHHE COOCTBEHHBIX


https://elibrary.ru/item.asp?id=38693540
https://elibrary.ru/item.asp?id=38693540
https://elibrary.ru/contents.asp?id=38693152
https://elibrary.ru/contents.asp?id=38693152&selid=38693540
https://elibrary.ru/
https://buyingbusinesstravel.com.ru/glossary/term/MICE/
https://www.mice.ru/
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YBEIIMYUBAIONINX YCTPOUCTB; MUCHMEHHBIC 3a/IaHHs ODOPMIISIFOTCS YBEJIIMYCHHBIM MPU(TOM; SK3aMEH
1 324€T MPOBOJIATCS B YCTHOM (pOpME UITH BBITIOJHSAIOTCS B MUCbMEHHOM (pOopMe Ha KOMIIBIOTEpE.

o [UIsl TIyXUX W CIaOOCHBIIIANNX: JISKIIMH O(QOPMIIIOTCS B BHJIE SJCKTPOHHOTO JIOKYMEHTA,
mu00  TPEJOCTaBISETCS  3BYKOYCHJIMBAIONIAS — ammaparypa HMHIWBUIYaTbHOTO  IIOJIb30BAHHS,
MMUChbMCHHBIC 3aJ[aHUsl BBIMOJHSIOTCS Ha KOMITBIOTEPE B IHCBMEHHOW (opMe; dK3aMeH M 3a4ér
MIPOBOATCS B MUCBMEHHOM (JOpME Ha KOMITBIOTEPE; BO3MOXKHO MPOBEICHUE B (POPME TECTUPOBAHMSL.

® JUIsl JIUI[ C HApYUICHUSIMH OIOPHO-IBHUTaTEIILHOTO amnmapara: JeKIUH OQOPMIISIOTCS B BHIE
AJIEKTPOHHOTO JIOKYMEHTa, JIOCTYITHOTO C TIIOMOIIBIO KOMIIBIOTEpa CO CIECHUATH3HUPOBAHHBIM
MPOrpaMMHBIM ~ OOECIIEYeHHEM; MHCHMEHHBIC 3aJaHWsl BBIMOJHSIOTCS HAa KOMIBIOTEPE CO
CTCIUAITM3UPOBAHHBIM IPOTPAMMHBIM 00eCIIeueHUEM; IK3aMEeH U 3a4€T MPOBOJATCS B YCTHOH hopme
WJIH BBITIOJTHSIIOTCS B MUCBMEHHOM (popMe Ha KOMIIBIOTEpE.

[Tpu HEOOXOMUMOCTH TPETyCMaTPUBACTCS YBEITUYCHUE BPEMEHH IS TIOATOTOBKU OTBETA.

[Ipoueaypa mpoBEACHUS MPOMEKYTOUHOM aTTECTAIUU JJIsi OOyYaIOIIUXCSl YCTAHABIUBACTCS C
Y4ETOM MX MHIUBHIYaTBHBIX MCUXO(U3NIeCKX ocobeHHOCcTel. [IpoMexyTouHast arTecTaiusi MOXKeT
MIPOBOJIUTHCS B HECKOJBKO ATATIOB.

[Ipy mpoBeseHWW TPOLECAYPHl OLCHHBAHUS PE3YJIbTaTOB OOYUYCHHS IpEIyCMaTpHUBaeTCs
WCIIOJIb30BAaHUE TEXHUYECKUX CPENICTB, HEOOXOAMMBIX B CBSI3M C WHIUBUIYAJTbHBIMA OCOOCHHOCTSIMHU
oOyyarommxcsi. OTH CpeACTBA MOTYT ObITh MPEAOCTABICHBI YHUBEPCUTETOM, WJIH MOTYT
MCIIOJIB30BaThCsl COOCTBEHHBIE TEXHHUECKUE CPENICTBA.

[TpoBenenue nporueaypbl OICHUBAaHUS PE3YJIbTaTOB OOYUYCHHSI JOIMYCKACTCS C UCIOJIb30BaHHEM
JTUCTAHIIMOHHBIX 00Pa30BaTEIIbHBIX TEXHOJIOTHH.

ObecneunBaeTcst 10oCcTynl K HMHGOPMAMOHHBIM U OuOIMOrpaduueckuM pecypcaM B CETH
WuTepHeT U1 Kaxaoro odydvaromierocs B GopMax, aalTUPOBAHHBIX K OTPAHUYCHUSM UX 3JI0POBBS U
BOCIIPHATHS UHPOPMALIUY:

e Ui CICNBIX W CIA0OBUISIIUX: B TEYaTHOM Qopme yBeIW4YeHHbIM MIpupToM, B (opme
3JIEKTPOHHOTO IOKYMEHTa, B (hopme ayauodaiina.

® JIUIS TITyXUX | CI1a0O0CIBIIANINX: B IEYaTHON Gopme, B popMe IIEKTPOHHOTO TOKYMEHTA.

e Uil 00YYAIOMINXCSI ¢ HAPYIICHUSIMU OIOPHO-IBUTATEIILHOTO arrapara: B Ie4aTHON Gopme, B
(dbopMe AIEKTPOHHOTO JJOKYMEHTa, B (hopme ayauodaiina.

VY4eOHble ayIUTOpUU MAJIsE BCEX BHUJIOB KOHTAKTHOM M CaMOCTOSITENBHON paboOThI, HaydHas
OMOIMOTEKa W WHBIE TIOMENICHUsI JiJIi OOyYeHHsS OCHAIECHBI CHEIUaIbHBIM O0OpYyJIOBaHUEM U
y4eOHBIMU MECTaMH ¢ TEXHUUYECKUMU CPEJICTBAMU O0yUEHUS:

® ISl CIIENBIX U CJIA0OBUSAIIMX: YCTPOWCTBOM JJIsi CKAHUPOBAHMS M UTeHUs ¢ Kamepoir SARA
CE; nucruteem Bpaitns PAC Mate 20; npunTtepom bpaiinsg EmBraille ViewPlus;

oIl TUIyXUX M CJIa0OCHBIIIANINX: aBTOMATH3UPOBAHHBIM pPabOYMM MECTOM JUIsl JIFOAEH C
HapylUIeHHEM CIyXa U cIabOCHbIIIANINX; aKyCTUYECKUI YCUITUTEIh U KOJIOHKH,

o isi OOyYaroOIMXCs C HapYHICHUSMH OIMOPHO-IBUTATENFHOTO ammapaTa: MepeIBUKHBIMHU,
perynupyeMbiMu  dproHomudeckumu napramu CH-1; KOMIBIOTEpPHON TEXHUKOH CO CHEIHalbHBIM
MIPOrpaMMHBIM 0OecTIeYeHUEM.

9. MeToanyeckue MaTepHuaJIbl

9.1 Mnanbl ceMUHAPCKUX/ MPAKTHYECKHUX/ JIA0OPATOPHBIX 3aHATHIT

Cemunapl: Cepsucnaa oOeamenvbHocmsv , Kak ¢hopma yoo61emeopeHus ueno6eyecKux
nompeonocmeii (24)

[1nan 3anaTHA

1. TeopeTnueckuii aHaNM3 MEXAYHAPOAHOU CEPBUCHOM JESATEIBHOCTH.

2.CepBuCHas AEATENbHOCTh KaK BHYTPEHHSISI U BHELIHSS aKTHUBHOCTHh 4esnoBeka. OCHOBHbIE
BHJIBI ICSITEIBHOCTH (MTpa, yUCHUE, TPY).

3.CTpyKTypa CEpBUCHOM E€ATETbHOCTH.

4. XapakTepuCTHUKa CEPBUCHOM JEATEIHHOCTH (3HAHUS, HABBIKU, YU€HHE, TPUBBIYKA, OTBET).
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5.CepBucHas ACSITEIbHOCTb KaK COCTaBHAsl 4YaCTh YKOHOMHUKH.
6.CepBHCHas 1ATEIBHOCTD KaK (hopMa yAOBIETBOPEHUS MOTPEOHOCTEN YeloBeKa.
7.CepBucHas ACITEILHOCTD B CTPYKTYPE COLIMATBHBIX OTHOILICHUH.

KoHTponbHbIe BONIPOCH! U 33/1aHUS

1.OxapakTepu3yiTe CyIIHOCTh TEOPETUYECKOTO IOHUMAHUS CEPBUCHOM €S TENIBHOCTH.

2.B ueM cocTOST TPYAHOCTH KJIACCU(UKALUU YCIYT CEPBUCHOM IEATEIbHOCTH?

3.00bsACcHHUTE, B 4YEM COCTOUT B3aWMOCBS3b M B3aMMO3aBUCHMOCTH TPYJOBOH NESTEIBHOCTH H
TICUXUKH.

4.B yeM cOCTOMT MpOIeCcC ACATEIBHOCTH pabOTHHKA chepsl yciyr?

5.KakoBbI HCTOUHUKHU aKTUBHOMW JEATEIBHOCTH YeIoBeKa?

6.KakoBbI ICMXOIOTHYECKNE KOMITOHEHTHI PA0OTHHKA KOHTAKTHOM 30HBI?

7.PackpoiiTe MecTO COBPEMEHHOM cephl CEPBUCA B CTPYKTYpPE HAITMOHATHHOW SKOHOMHUKH.

8.KakoBbl MpHU3HAKK CEPBUCHOM MAEATENBHOCTH Kak c¢epbl MPOU3BOJCTBA CEPBHCHBIX
MPOIAYKTOB?

9.Vkaxure oTiIM4HE Tpyaa B cpepe cepBrca OT Tpyia B IPOMBIIUIEHHOM IPOU3BOJICTBE

10. Yto o3HayaeT MOHATHUE «HUHIYCTPUS CEPBHCa», KaK YYHUTHIBAIOTCS MHOTOOOpa3HbIC
MHUBUAYaIbHbIE IOTPEOUTENBCKUE 3aIIPOCHI?

11. Kakue oOuiecTBeHHbIE H WHIUBUAYAIbHbIE TMOTPEOHOCTH MOTYT peall30BaThCsA
IIOCPEACTBOM CEPBUCHOM AEATEIbHOCTH COBPEMEHHOTO THIA?

12. Kakue (hakTopbl OKa3bpIBalOT BIMSHNE HA MOKYHIATeNbCKOE TIOBEIeHUE?

13. B yeM cOCTOUT MPUHSATHE PEIICHHS O MTOKYIIKEe TOBapa, yCiayru?

14. Kak BnusieT Ha pa3BUTUE CEPBUCHOM JIEATEIBHOCTH reorpaduieckuii paktop?

15. Kak B3aumocBs3aHbl JeMorpaduyeckue Iponeccs 1

CepBHCHAA

JIeATEeTLHOCTh B TOM WJIM MHOM CTpaHe?

16. PackpoiiTe CyIIHOCTh ¥ CTPYKTYPY COLIMATBHO-KYJIBTYPHOTO CEpPBUCA.

17. Kakum 00pa3oM MOryT ObIThb BKJIIOYEHBI B COBPEMEHHBII CEpBUC PE3YyJIbTAaThl HAayYHBIX
pa3paboTok

Cemunap2. Couuanvuvie npeonocvlIKU G03HUKHOBEHUA U  PA36UMUA  CEPBUCHOIL
deamenvrocmu. (1u)

[Inan 3anaTusS

1. XapakTepuctuka cepbl yCIayr Kak ObICTPO pacTyllel U NepCleKTUBHON OTpaciu.

2. Ponb cnienmanucTa mo cepBucy.

3. Ycayru u KU3HEeATeTbHOCTh JIF0CH B IEPBOOBITHOM COOOIIIECTBE.

4. 3apokieHre U pa3BUTHE yCcIyT B oOiiecTBax J[peBHero mupa.

5. Ycayru B cpeTHEBEKOBOM OOIIIECTBE.

6. Pa3BuTHe yclyr U CEpBUCHOM AEATENBHOCTH B MHIYCTPHAIBHOM M MOCTUHIYCTPHUAIBHOM
oO1miecTBe.

KOHTpOJ'II)HI)IC BOIIPOCHI ¥ 3aJlaHUsA

1.Pa3paboraiiTe MOJENb CIIEIUANNCTA TIO CEPBUCY.

2.YKaxkuTe IpUYMHBI OTCYTCTBHS YCIYT B IOUCTOPUUECKUX OOIIECTBAX.

3.HazoBute ¢akTopsl, ompeaenuBIIne MOSBIECHUE B OOLIECTBaX APEBHETO0 MHpa MPOQECCHiA,
CBA3aHHBIX C O6H.[€CTB€HHI)IMI/I yCiyraMu.

4.Kakue HOBBIE YCIYTH TOSBHIUCH B CPETHEBEKOBOM 0011IeCTBE?

5.0xapakTepusyiTe BaKHEUINE MTPU3HAKH CEPBUCA HHIYCTPHATHHOTO OOIIECTRA.

6.KakoBbl OTIIMYUTENBHBIE OCOOCHHOCTH, XapakKTEpHbIE Ui CEPBUCHON JesATeNbHOCTH,
Pa3BUBAIOIINXCS CTpaH?

7.YkaxuTte 0ObEKTUBHBIE YCIOBHS M BaKHeWIIne (pakTopsl, OMpEIeIonie pa3BUTHE YCIYT B
pOCCHIICKOM 001IIeCTBE.
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8.PackpoliTe BaXKHEHUIIINE OTIIMUNUTEIBHBIC YePTHI C(hephbl YCIyT COBETCKOTO MEpUo/a.
9.0numuTe OCHOBHBIE 3Tambl pPeGOPMUPOBAHHMS COBETCKOM cdepsl YyCIyr M yKaKuTe
0COOEHHOCTH 3TOT0 MpoIiecca B HACTOSIIEE BpeMsl.

Cemunap 3 Bonpocwt ucmopuu pazeumus cepeuca ¢ Poccuu (2u)
[1nan 3anaTus

1. Ocobennoctr pa3Butus cepBucHbIX yciyr B CCCP
2.CoBpeMeHHbIE 0COOCHHOCTH pa3BUTHs cepBuca B Poccun

3. Otnuyne B paboTe CEpPBUCHBIX NpeaAnpusiTuii B PO u 3a pyoexom
4. ®akTopsbl, BIUAIOIINE HA COBPEMEHHOE pa3BUTHE cepBuca B PD
5. OOcyxieHue qoKIaaa

KoHTpobHbIE BONIPOCH! U 3alaHUs

1. KakoBBI OTIMYUTENTBHBIE OCOOCHHOCTH, XapaKTEPHbIE Il CEPBUCHOMN JEATEIbHOCTH

B CCCP

2. OxapakTepu3yiiTe BaKHEHIIME TPU3HAKU cepBrca B PO

3. Kakue HOBbIE yCIIyTH OSIBUINCH B COBpEMEHHOMN Poccun

4. IlpoTuBOpeurs B OTHOLIEHUHU K HEKOTOPBIM BHJIaM yCIIyT, HAllpUMeEp: KOppHUAa, HAPKOMAHHUS
U T.IL.

5. PackpoiTe BaKHEWIIHME OTIMYUTENBbHBIE YEpPThl COBPEMEHHBIX BUIOB yciyr. Ilpusectn
IIPUMEPBI.

Cemunap 4 Ilonamue «KOHMAKMHOU 30HbL) KaK cepvl peanu3ayuu CcepeucHoll
oeamenvnocmu (1u)

Ilnan 3aHaTHA

1. TloHsiTHE W XapaKTEPHCTUKAa «KOHTAKTHOM 30HBI». Metoabl U (GOpMBI OOCITYKUBAHHS
oTpeOuTeNeH.

2. Ilpomuecc 0OCTyKUBAHHSL.

3. KauecTBO, 6€3011aCHOCTb YCIYT U KYJIbTypa CEPBUCHOM IESATEIbHOCTH.

4. 3aBHCUMOCTb CEPBHCHOMN JIEATENBHOCTH OT IMCUXOJOTUYECKUX, ITUYECKUX M ICTETUUYECKUX
(bakTopoB.

5. T'ocynapcTBEHHO-TIPABOBOE PETYIUPOBAHUE CEPBUCHOM JIEATEIIHHOCTH.

6.006cyxaeHue qoKiaaa

KoHTponbHbIE BONIPOCH! U 3a/1aHUS

1. Kakue 0COOEHHOCTH NHpPUCYLIM CEPBUCHOM JAeATeNbHOCTH coBpeMeHHOM Poccun? Uro
OTJINYAET U COMMKAET POCCUUCKUIN CEPBUC C MUPOBOM MTPAKTUKOM cepBuca?

2. KakoBbl BakHEHIIIME 3Tallbl Ipoliecca 00CIyKUBaHUs oTpeduTeneii?

3. Uto Takoe «KOHTaKTHas 30Ha» oOOcHyxuBaHusA? B ueM ee HazHaueHHE M KaKOBBI
(YyHKIMOHATIBHBIE OCOOEHHOCTH?

4. Yro Ha3bpiBaeTcsd MeTOJIOM U (popmoii oOciyxuBanus? [lepeunciante Ux pa3HOBUJHOCTH Ha
IIpUMeEpPe KOHKPETHOTO NIPEAIPUSTHSL.

5. PackpoiiTe NMOHMMaHHME KadecTBa CEPBHCHOW JACATENBHOCTH, 3aKPEIUICHHOE B MHUPOBOM
IIPAKTUKE YCIYT.

6. [Tepeuncimte BUABI OE30IMACHOCTH YCIIYT.

7. B 4eM cOCTOUT MPOLECC YIPABIECHUS KAYECTBOM yCITyT?

8. 13 yero ckiaapiBaeTcsl KyJlIbTypa CepBUCa B KOHKPETHOM 00111ecTBe?

9. PackpoiiTe CyIIHOCTb ATUKH 00CTYKMBAaHUS U NEPEUUCIUTE €€ OCHOBHBIE KOMITOHEHTHI.

Cemunap 5 : Buowl cepsucnoii deamenvnocmu (2u)

[Inan 3anaTus

1. Posib 11 BUJIBI CEPBUCHOM EATEILHOCTH B DKOHOMHUYECKOM U OOIIIECTBEHHOM Pa3BUTHH.
2. Oco0EHHOCTH 1 XapaKTEePUCTHUKA MPEANPUHUMATEIECTBA CPEPHI YCITYT.
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3. [lonsATHE ¥ IPEATNIOCHUIKY Pa3BUTHS CEPBUCHOTO OM3HECA.

4. Pectopannslii 6u3Hec B Poccun. PazBurtue, COBpeMeHHOE COCTOSIHUE.

5. Crpaterus U TakTHKa MapKETHHIa CEPBHUCHOTO MNPEIIPUSTHUS 1O PA3BUTUIO CEPBUCHOU
NESTEIbHOCTH.

6. D heKTUBHOCTH PAOOTHI MPEPHUATHS CEPBHUCA.

7. O0cyx1eHue qoKIaaa

KoHTposbHBIE BONPOCH U 33JaHUS

1. Kakue ¢axTopsl onpeaesstoT pa3BUTHE CEPBUCHOTO MPEAIPUHUMATENLCTBA B COBPEMEHHOM
Poccun?

2. B Kakux HampaBlE€HUSAX OTEYECTBEHHOI'O CEpBUCA Yallle BCEro pa3BUBACTCs
IIpeAIPUHUMATENBCKAs AESITEIbHOCTD?

3. OxapakTepusyiiTe JIMYHOCTHbIE NPEANOCBUIKM U HHAMBHUIyalbHbIE KauyeCcTBa YeJIOBEKa,
CIOCOOCTBYIOIIHE YCIICIIHOMY IPEANPHHUMATENLCTBY B chepe cepBHca.

4. KakoBbl COLMAIbHO-KOPIIOPATUBHBIE XAPAKTEPUCTUKHU POCCUICKOro OM3HEC-CII0s HAIIEro
BpeMEHU?

5. Uto Takoe cTpaTerus U TaKTMKa MapKeTHHIa CEPBUCHOTO NPEANPUATH?

6. B yem cocTosiT 0COOEHHOCTH CETMEHTHPOBAHUS BHYTPEHHErO MOTPEOUTENHCKOTO pPbIHKA
Poccun?

7. Kakme CymecTBylOT OCHOBHBIE TMOAXOAbl K  ONpPEACTHCHHIO  A(PPEKTUBHOCTH
IIPOU3BO/ICTBEHHBIX NPEANPUATHIA?

8. B dWem 3akitoyaercsi paCIIMPEHHBIN MOAX0J K ONpeaeseHH0 3((EKTHBHOCTH CEPBUCHOTO
npeanpusiTis?

Cemunap 6. Bzaumoomnowienusa cneyuaiucma no cepeéucy u mypusmy ¢ KIUeHmOM 8
npouecce ocyuwiecmenenus cepeucHoll oeameapvHocmu (2u)

IInan 3amaTus

1. [MTousarue ob6menus. Ctuinn oOIeHUS.

2. KoMMyHHMKaTUBHBIH ITpoLEcC.

3. BepbanbHbie 1 HeBepOaTbHbIE KOMMYHHUKAIIMH MTPOLIecca OOIIECHHUS.

4. Tlcuxonoruyeckas KyJibTypa cepBuca. [Icuxomorus mpoiecca 00CITyKUBaHUS.

5. Dtuueckas KynbTypa cepBuca. KynbTypa oOmieHuss paboTHUKa cdepbl yciayr c
oTpeduTeNEM.

6. DTuKeT pabOTHUKA KOHTAKTHOMN 30HBI.

7. DcteTryeckas KyJabTypa CepBHUCa.

8. OpraHu3anmoOHHO-TEXHOJIOTHYECKas KyJIbTypa CepBHCA.

9. TpeboBanus K 00CTYKMBAIOIIEMY TIEPCOHATY.

10. OGcyxaeHue noKIaaa

KoHTponbHbIE BONIPOCH! U 3a1aHUs

1. Tect Ha onpeaeneHne KOMMYHUKATUBHBIX U OPraHU3aTOPCKUX CIIOCOOHOCTEH.

2. OxapakTepu3yite pa3nuuHble cTHIM oOmeHus. Korna u kakue CTHIM NMPEearnoYTHTEIbHO
MIPUMEHSATH?

3. I3 uero ckiaapIBaeTcs KyJbTypa cepBHca B KOHKPETHOM 001ecTe?

4. Kakue tumsl TocTei Bol 3HaeTe? Kak moimkeH BecTu ce0st 00CTy KHBAIOIINUNA TepCOHa?

5. Kak u36exatb KOHQIUKTOB ¢ TOCTEM?

6. Uto Takoe cyrrectuBHoe obciykuBanue? [IpuBennure npuMepsi.

7. Packpoiite CyIHOCTb 00CITy>)KHBaHUS U NEPEUUCIUTE €€ OCHOBHBIE KOMITOHEHTHI.

Cemunap 7 Teopusa opzanuzayuu oociayycueanus(2u)
[1nan 3anaTus
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1. Pa3Butne cepBrca B paMKax JKOHOMHYECKOW ACATEIBHOCTH (Malible, OOJBIIHE U
CE30HHBIE ITUKIIBl SKOHOMUYECKOUN KYIBTYPHI).

2. XapakTepuCTUKa POCCUNCKON YKOHOMHYECKONH KOHBIOHKTYPBI.

3 Buenpenue nHHOBaIuu B cepy yCiyr.

4. JKu3HEeHHBIH LUKII yCIyTH U €r0 0COOEHHOCTH B MPEANPUHUMATEIBCKON e TEIIbHOCTH.

5 Bunbr 00cmy)kuBaHUS B COIMANILHO-KYIBTYPHOMU cdepe.

6 OO6cyxaeHue qoKnana

KOHTpOJIBHBIC BOIIPOCHI ¥ 3aJlaHUsA

1. OCHOBHbBIE IPUYHHBI ONPEEISIONINE PA3BUTHE CEPBUCHOTO MPEAIPUHIMATEIbCTBA

2. KOHBIOHKTYpa pbIHKA CEPBUCHBIX YCIIYT: OT UErO OHA 3aBUCHUT

3. Posnb uHHOBaIMIA B Pa3BUTHUN OOCITYKUBAHUS

4. Cragumn )KIIT ux xapakrepuctuka

5. Ocob6enHoctu 00ciyXuBaHUs. Pojb JIMYHOCTHBIX KAayecTB CIELUATUCTa CEPBHCHOM
cepsl

Cemunap8: Ilpeanpusitusi, 0Ka3pIBalolue YCJYrd HaceJeHHnIo (24)
IInan 3aHATHA
1. Opranu3anoOHHO — MPaBOBbIE (POPMBI CEPBUCHBIX MPEIIPUATHH, OKA3bIBAIOIIUX PA3TNIHBIE
YCIIYTH.
. Oco0eHHOCTH yNpaBIEHUS! CEPBUCHBIM NPEATIPUATUEM.
. Typbu3znec u ero 0cCOOEHHOCTH.
. UcTopust BOSHUKHOBEHUS TOCTUHHYHOTO JIeTIa.
. CraHoBNIeHME TOCTUHUYHOTO Jena B Poccun.
. [IpeanpusiTist pecTopaHHO-TOCTUHUYHOTO OM3HECA.
. CoBpeMeHHBIH 3Tan pa3BUTHs UHAYCTPUHU FOCTEIPUUMCTBA.
. Typuctudeckoe u IKCKypCHOHHOE 00CITy)KHBaHHE.
. O6cyxaeHue noknana

O 00 1 N D K~ W

KoHTponbHbIE BONIPOCHI U 3a1aHUs

1. OxapakTepusyiTe BaKHEUIIINE YePThI CEPBHCA HAa Pa3HBIX dTarax €ro pa3BUTHSL.

2. VYkaxuTe OOBEKTHBHBIE YCIOBUS M BakHeHmue (akTopel, ONpEAeNsAIolne pa3BUTHE
CepBHCa B POCCUICKOM OOIIECTBE.

3. Kak npoxoauio pa3BuTue TypusMa U TOCTHHUYHOIO X03stiicTBa B Poccun?

4. Kakue 5KOHOMUYECKHE KaTEerOpUU BXOJAT B TEPMUH «TypU3M»?

5. Kakue oTpaciy 3KOHOMHUKH COCTaBIISIIOT HHPPACTPYKTYpY Typusma?

6. UTo BaM M3BECTHO 00 MHAYCTPUHU Pa3BICUCHUN?

7. Ha3oBUTE KpUTEPUHU POTHO3UPOBAHUS PA3BUTHUS TYPUCTHUECKOW HHPPACTPYKTYPBI.

8. PacckakuTe 0 KOHLIETIUU Pa3BUTHS TypHU3Ma 10 MECTAM PEJIUTHO3HBIX CBSITHIHb.

9. JlaliTe xapakTepUCTUKY COBPEMEHHON TOCTUHUYHOM 6a3bl Poccuu.

10. Pacckaxkxute 0 BaXKHOCTH 0O€ecIieUeHHsI MUTaHUEM MPOKUBAIOIIMX B TOCTUHHUIIAX TpaxKiaH?

11. OObsicHUTE TOJAUTUKY TOCTUHUII, HAIIPABJICHHYIO Ha MHIUBHUIYaJbHbIC U OTIIMYUTEIIbHbIE
OT JPYTUX TOCTUHMII TpHEeMbI o0cyxuBanus. [IpuBeaure npumepsl.

12. JlaiiTe paciIMpEeHHOE TOJKOBAaHNE TEPMUHA «TOCTUHULIAY.

13. Kakue TUIbl COBPEMEHHBIX TOCTUHUIL] BaM U3BECTHBI?

14. Kakue cucteMsl kiraccu(UKaluy roCTUHHUIL BaM U3BECTHBI?

15. [laliTe paclIUpeHHOE TOJKOBAaHUE TEPMHUHA «TOCTUHUYHAS CEThY.

16. B ueM cocTouT Hepa3pbIBHAS CBSA3b TYPU3Ma U TOCTUHUYHOTO Jena’?

17. HazoBuTE CTpaHbl C BBICOKMM YPOBHEM Pa3BUTHS TypU3Ma U TaliTe EMY XapaKTEPHUCTHKY.

18. KakoBo 3HaueHnE Typu3Ma B COBpPEMEHHOM MHUpE?

19. Ha xakue TypucTUYECKHE 30HBI TOAPA3IEISAIOT TEPPUTOpUI0 PD?
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20. Yo BBI moJIpa3yMeBaeTe Mo TEXHOJIOTHEH 00CTy)KMBAaHUS B TypHu3Me?

Cemunap 9: Paznosuonocms yciyz u ux xapaxmepucmuka. Mapkemune ycaye (2u)
[1nan 3anaTus

1. I[Tonsitust u knaccudukanus ycnyr. Kpurepuu kinaccuduxarum.

2. Huxn yenyru. [Ipouecc mokynku-noTpeOaeHus.

3. Oco0GeHHOCTH KU3HEHHOTO [UKJIA YCIYTH B PEANPUHUMATENILCKON AESITeIbHOCTH.
4. KayecTBO yChyr.

5. IIpou3BOJCTBO yCIYT.

6. Yrpasienue yciyramu.

7. O0cyxeHne qoKIaaa

KoHTpobHbIE BONIPOCH! U 3alaHUs

1. B 4eM COCTOMT TPYIOHOCTh KJAacCH(PUKALMU YCIyr W CEpBUCHOH nesTenbHOCTH? Kak
IIPEOJOJIEBAOTCS 3TH TPYJHOCTU B IIPAKTUKE Pa3HBIX CTPAH U B MUPOBON SKOHOMHKE?

2. ComoctaBbTe MEXIy COOOH pa3HbIe TUIBI KIACCU(PHUKAIMU YCIYT. YKaKHUTE MPEHUMYIIECTBA
Y OIpaHUYEHHE Pa3HBIX THIIOB KIACCUPUKALIH.

3. Packpoiite MecTo coBpeMeHHOH chepbl cepBUca B CTPYKTYpE HAIIHOHAIbHOW YKOHOMHKH.

4. Kakum 00pa3oM MOXXHO HCIIOJIb30BaThb B CEPBHCHOM IPOM3BOJICTBE 3HAHHME O KU3HEHHOM
LUKJIE yciayru?

5. Ilepeuncnute BUbI OE30MIACHOCTH YCIYT.

6. B ueM cocTout nporiecc ynpapieHUus Ka4eCTBOM YCIyT?

Cemunap 10. Teopusi 1 NTPaKTHKA CEPBHUCA C YYETOM PErHOHAJILHO-TEPPUTOPUATBHBIX U
HHAUBHUIYAJBHBIX 0COOCHHOCTEH 00C/y)KMBAHUA KJINEHTOB (24)

[1nan 3anaTus

1. TeppuTOpHaJIbHBIE ACTIEKTHI Pa3BUTHSI PhIHKA YCIIYT.

2. CepBHC C Y4ETOM HAalMOHAIBHBIX, MPHPOJHO-KIMMATUYECKUX M JPYTUX OCOOCHHOCTEH
00CITyKUBaHUSI.

3. PernoHanbHasi KOHBIOHKTYPA PBIHKA YCITYT.

4. TIpouecc oOcTy>KUBaHUSI WHANBUAYAIbHBIX MTOTpEOUTENEH, €r0 OCHOBHBIE (HOPMBI, METO/IBI
U TIpaBUJIa OOCITYKUBaHMUSL.

5. IlporpeccuBHbie HOPMBI OOCTYKHUBAHUS HHAWBUYaTbHBIX TOTPEOUTEIEH.

6. OCHOBHBIE THITHI CEPBUCHBIX TTOCPEIHUKOB, TOCPEAHHYSCKHEC U JIOCYTOBBIC YCIYTH.

7. BHenpeHue HOBBIX (JOPM OOCITY>KMBAHHSI U HOBBIX BUIOB CEPBUCHBIX YCIIYT.

8. [IpaBoBOE OOecreyeHne CEPBUCHON NEITEILHOCTH.

9. O6cyxneHue AoKIaaa

KoHTponbHbIE BONIPOCH! U 3a1aHUs

1. B yem 3akiro4aroTCsi TEpPUTOPUATILHBIE ACIIEKThI PA3BUTHUS PHIHKA yCIyT?

2. HanmoHanbHble, IPUPOJHO-KIMMATHUECKUE U APYTUe OCOOEHHOCTH OOCITY>KUBAHMSL.

3. KoMnakTHbIH THI pbIHKA YCIYT. /JlucnepcHbIil TUIT pbIHKA YCITYT.

4. PernoHanpHasi KOHbIOHKTYpA PbIHKA YCIIYT.

5. @akTophl, BIUSIONIME HA TMOTPEOUTEIHCKOE MOBEICHHE: JIaHIMA(THO-KIMMAaTUUECKHE H
9KOJIOTMUECKUE YCIIOBUS KU3HU; STHOHALMOHAIIBHBIE, PEJINTHO3HBIE U JPYTUE KYJIbTYpHBIE TPaJULINN;
TEeppUTOpUATBHOE pa3/ieTIeHHe TPY/a U COIUATIbHO-3KOHOMUYECKHE YCIIOBUS KU3HU JIIOIEH.

6. OcHOBHBIE TpeOOBaHMS HAIMOHAIBHBIX CTAaHAApTOB. PernoHaqbHbIE HOpPMAaTHBHBIE
perJaMeHTHPYIOIINE JOKYMEHTHI.

7. OcobeHHOCTH 00CTYKUBaHUS MHAWBUIYAIbHBIX TOTpeOUTENEH, €ro OCHOBHBIE (DOPMBI.

8. OCHOBHbIE THIIbI CEPBUCHBIX TTOCPEIHUKOB,

9. laiiTe XapaKTEPUCTUKY IOCPEAHUUECKHUM U JIOCYTOBBIM YCIyraM.

10. B uem 3akirogaeTcsi IpaBOBOE 0OECTICUCHUE CEPBUCHOM IEATETLHOCTH?
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Cemunap 11: MHuauBuayajdbHOe O00CIy:)KMBaHHEe KaK CaMOCTOSITeJIbHBIN  BH]
npodeccuoHaAILHOM JeATeJIbHOCTH (24)
[1nan 3anaTus

1. [Ipouecc o6cnyxuBaHusI MHIUBUYaTbHBIX OTpeOUTENEH

2. OCHOBHBIE THITBI CEPBUCHBIX TOCPETHUKOB,

3. Buenpenne HOBBIX (GOopM 0OCITYy)KHMBaHHS U HOBBIX BUJOB CEPBUCHBIX YCIIYT

4. KanoOs! 1 peTeH3UN UHANBUIYAIBHBIX TOTPEOUTENICH, 3aIIMTa X TIPAB

KoHTponbHbIe BOPOCH! U 33/1aHUS

S. B uyem cocrosaT ocobeHHOCTHM TIporecca OOCITYKMBaHHS — MHIMBUAYAIbHBIX
norpedurenen

6. Kakwue THIbI CepBHCHBIX OCPEIHUKOB CYIIECTBYIOT. [lepeuncianTs u XxapakTepu3oBaTh

7. Kaxkue HoBbIe hopMBI 00CTY)KMBAHUS BBl 3HACTE

8. OxapakTepu30BaTh HOBbIC BUJIbI CEPBUCHBIX YCIYT, MOSBUBLIMECS B TIOCIIEIHEE BPEMs B
Halllel cTpaHe

9. [Tepeuncnuth U 0XapakTepU30BaTh HAMOOJIEE YACThIC MPUIHHBI )KaJI00 KIMCHTOB

10. B uem 3akitouaeTcs npaBoBoe oOecredeHne MpaB MHANBU Iy alIbHBIX TOTpeOuTenei

OOcyxienue nqoxiaaa

MaTepI/Ia.HI)HO-TeXHI/I‘-IGCKOG obecrieueHre 3aHsATHS:
KommnbroTep ¢ BBIXOJIOM B UHTEPHET.

YCTpoiicTBO BBIBOJA H300pakeHUSI.

3BYKOBBIE KOJIOHKHU.

9.2 MeTtoanyecKue peKOMeHAAlMH 10 NOAT0TOBKe NMCbMEHHbIX padoT

TpeOoBaHMsT K BBHINOJIHEHUIO MUCHMEHHBIX pPAa0OT: BBEICHHME, OCHOBHAs YacTh, CIIMCOK
mutepatypel. Pabota odopmiisiercss B COOTBETCTBUM C OOIIMMHU TpeOOBaHUAMU K O(GOPMIICHHIO
nucbMeHHbIX padot B PITY: http://liber.rsuh.ru/?q=node/1648.

Pacnpesnenenue TeM Ipe3eHTallMU MEXIY CTYyAE€HTaMHM U KOHCYJIbTHPOBAHUE OOydaeMbIX IO
BBITIOJTHEHUIO TUCbMEHHOM padOThI OCYIIECTBIISIETCS TAKXKE KaK U 1o pedepary.

[Tpuctynas Kk mOAroToBKE pabOThI B BHJIE 3JIEKTPOHHOM MPE3EHTALUU HEOOXOJUMO UCXOIUThH
U3 LeJell Mpe3eHTalMu U YCIOBUI €€ MpOYTeHMs, KaK IMpPaBUJIO, Takyl paboTy oOyuyaemble
MIPEACTABIIAIOT MPENOAABATENI0 HA MPOBEPKY I10 3JIEKTPOHHOU MOYTE, YTO MCKIIOYAET BO3MOKHOCTH
JIOTIOJTHUTEIbHBIX KOMMEHTAPUEB U MOSICHEHUH K IMpeACTaBICHHOMY MaTepuany. B nanHoi y4ueOHOI
JUCLUIUIMHE B NPE3EHTAllMM BAJKHO I10KA3aTh OCHOBHBIE PECYPCHI ISl Pa3BUTHS TypHU3Ma, a TaKXKe
CO3JJaHHBIE HA ATUX pecypcax TypPUCTCKUE EHTPBI, KypOPThI U KPYIIHBIE TYPUCTCKUE MapIIPYTHI.

[To cormacoBaHuIO C MpemnojaBaTeneM, MarTepuaiabl MUCbMEHHOW pabOThl M Mpe3eHTaluu
ctynent MmoxeT npeacrtaButh Ha CD/DVD-nucke (USB dudm-nucke).

DJEeKTpOHHbIE MPEe3eHTAlUU BBINOJHIIOTCA B nporpamme MS PowerPoint B Buze cnaiinoB B
CJIEYIOIIEM NOPSIKE:

. TUTYJbHBIHN JICT C 3ar0JIOBKOM TEMbI U aBTOPOM HCTIOJIHEHHSI TPE3CHTALIH;

. IUIaH Npe3eHTauu (5-6 MyHKTOB - 3TO MAKCUMYM);

. OCHOBHas 4acTh (He Oonee 10 cnaiios);

. 3aKyIoueHue (BbIBOM);

O6u1e TpeboBaHuUs K CTUIEBOMY O(OPMIICHHIO MTPE3ECHTAINH:

. JU3aiH JI0JKEH ObITh MPOCTHIM U JJAKOHUYHBIM;

. OCHOBHas II€JIb - YUTAEMOCTh, a He cyObeKTHBHas KpacoTa. [Ipu aToM He Hazo

BIIaJ[aTh B APYTYIO KPallHOCTh M MUCaTh Ha OEBIX JUCTaX YepHbIMU OYKBaMH - HE y BCEX 3TO
IIOJIy4YaeTCsl CTUIIBHO;

. L[BETOBAsi raMMa JI0JKHA COCTOSITh He 0oJiee UeM U3 IBYX-TPEX IIBETOB;

. BCerjga JOJDKHO OBITh JBa THIA CHAMIOB: Ui TUTYJIbHBIX, IUIAHOB M T.II. U JJIS
OCHOBHOTO TEKCTA;
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. pasmep mpudTa T0JDKEeH ObITh: 24-54 myHKTa (3arojoBok), 18-36 myHKTOB (OOBIYHBIN
TEKCT);

. TEKCT JOJDKEH OBITh CBEPHYT A0 KIIOYEBBIX CIOB U (pa3. IlomHbie pa3BepHyThIC
NPEMIOKEHUS Ha Clapfax TAaKUX IPE3EHTAlUd HCIOJIb3YIOTCS TOJIBKO Ipu LuTHpoBaHuu. Ilpu
HE0OXOUMOCTH, B ToJie «3aMeTKH K ciaiilaM» MOXKHO TPUBECTH KpaTKue KOMMEHTApUU WU
MIOSICHEHHUSI.

. Ka)KIBIH ClIaiij JOJKEH HMETh 3ar0JI0BOK;

. BCE CJIAWJIBI TOJKHBI OBITh BBIJIEPKAHBI B OJHOM CTHIIC;

. Ha KaXXJIOM CJIaiiJie JOJDKHO OBITh HE 00JIee TPeX MILTIOCTPAIINA;,

. CJIaliJIbI TOJOKHBI OBITH IPOHYMEPOBAHEI ¢ YKa3aHHeM OOIIeTro KOJIMYeCTBA CIANIOB;

. WCIIOIb30BaTh BCTPOCHHBIE d(PPEKTHl aHUMAIUM MOXHO TOJBKO, KOTja 0€3 3TOro He

oboiituch. OOBIYHO aHWMANMS HCIIOJIBb3YEeTCs JJIsl MPUBJICUYCHUS] BHUMAHUS Clyliatenel (Hampumep,
MOCIIEI0BATEIBHOE MOSIBICHUE YJIEMEHTOB JIMarpPaMMBbl).

* CIIMCKHM Ha CJaiiax He JOJDKHBI BKIIIOUaTh Oojiee 5-7 niieMeHTOB. ECIU 3JI€MEHTOB CITHMCKA
BCe- Taku OoJbllle, X JIydllle PACIONIOKHUTh B JIB€ KOJOHKH. B Tabmuuax He MOJKHO OBITH Oojee
YCTBIPEX CTPOK U YCTHIPECX CTOH6L[OB - B IPOTUBHOM CJIy4ac JaHHBIC B Ta6JII/II_Ie 6YI[YT OYCHb MCIIKUMHU
U TPYAHO PA3IUYUMBIMHU.

TpeGoBaHusi K KOHTPOJIbHOM padoTe

KontponbHast pabota mnpeacTtaBiser co0Oi OIWH M3 BHIOB CaMOCTOSITEIBHOW pPabOThI
obOydatomuxcs. [1o cyTn — 3TO M3JI0KEHHE OTBETOB Ha ONPEICIICHHBIC TCOPETHUECKHUE BOMPOCHI 110
y4eOHOW AUCLMILINHE, & TAK)XKE pelleHue MpaKTUYecKuX 3a1ad. KoHTpoibHbIe TPOBOAATCS AJIS TOTO,
9TOOBI Pa3BUTh y OOYUYAIONIUXCS CIIOCOOHOCTH K aHAJIM3y HAYYHOW W y4eOHOH JHMTeparypbl, yMECHUE
000011aTh, CUCTEMATU3UPOBATh U OLIEHUBATh MPAKTUYECKUI W HAy4YHBIH MaTepual, YKpemisiTh
HAaBBbIKM OBJIAACHUA TIIOHATUAMHAU OHpeﬂeﬂeHHOﬁ HaykKmu U T. M. HpI/I OLICHKC KOHTpOJ’IBHOfI
npenojaBaTellb PyKOBOACTBYIOTCS CIEIYIOIIMMH KPUTEPHUSIMHU:

— paboTta ObLIa BBIMOJIHEHA aBTOPOM CaMOCTOSITEIIHHO;

— oOyyaromuiicss moao0pan AOCTATOYHBIA CHHCOK JIMTEPATyphl, KOTOpas HeoOXoauma Jyis
OCMBICJIICHHUS TEMBbI KOHTpOJII:HOﬁ;

— aBTOp CyMeNl COCTaBUThb JIOTHUYECKH OOOCHOBAaHHBIM IIJIaH, KOTOPBIA COOTBETCTBYET
MIOCTaBJIEHHBIM 3a/1a4aM U c(HOpMYyIHPOBAHHOM 1I€JIH;

— oO0yuarouuiicss aHamu3upyeT MaTepuan;

—  KOHTpOJIbHasg paboTa OTBeYaeT BceM TPEOOBAaHUSM YETKOCTH  U3JIOKEHUS U
apryMEHTHPOBAHHOCTH, 00bEKTUBHOCTH M IOTUYHOCTH, TPAMOTHOCTH M KOPPEKTHOCTH;

— o0yuarouuiicst cymen 000CHOBAaTh CBOIO TOUKY 3PEHHUS;

— KOHTpOIIbHasi paboTa COOTBETCTBYET BCEM TPeOOBaHUAM MO 0POPMIICHHUIO;

— aBTOp 3alIUTWJI KOHTPOJIBHYIO W YCIICIIHO OTBETHJI Ha BCE BOIPOCHI IPEIOJIABATEIS.
KonTponbHast paboTta, BeIOTHEHHAs HEOPEXKHO, HE MO CBOEMY BapUaHTy, 0€3 COOJIIOIeHUs TpPaBUII,
MPEABSIBISIEMBIX K €€ O(OopMIICHHIO, BO3BpalIaeTcsi 0e3 MPOBEPKU C yKa3aHUEM MPUYHH, KOTOPHIE
JOBOJATCS 10 oOyyarorierocs. B aTom cinydae KOHTpolibHas paboTa BBITIOTHSAETCS TTOBTOPHO.

HpI/I BBISIBJICHUHN 3a)1aH1/1171, BBITIOJTHCHHBIX HECAMOCTOATCIIBHO, MNPCIoJaBaTCiib BIIPABEC
MPOBECTH 3allUTy CTYyACHTaMu CBOMX paboT. Ilo pesymbpraraM 3amuThl MpenojaBaTellb BBIHOCHUT
pernieHue JiMOO0 0 3a4eTe KOHTPOJIBHOU padoThl, OO 00 ee BO3BpaTe C N3MEHEHUEM BapuaHTa. 3alluTa
KOHTPOJIBHON pabOThI Mpe/noiaraeT cBOOOJHOE BIaJIEHUE CTYJIEHTOM MaTepuajoM, U3JI0)KEHHBIM B
paboTe 1 Xopoliee 3HaHUe YIeOHOM JTUTEpaTyphl, UCIOJIb30BAHHOMN IMPU HAITMCAHUU.

9.3 Uuble MaTepHAaJIbI
CamocrosTenbHas paboTa CTYJEHTOB B YacTW IMOATOTOBKM JIOKJIAZOB B BHJE JOMAIIHUX
3aJlaHUil  pealin3yeTcss Ha COOTBETCTBYIOIIMX 3aHATHUAX B BUAE JOKIJIAJOB-TIPE3€HTALUIl
MPOAOIDKUTENBHOCTBIO 5-10 MUHYT € MOCIEIYIOUMM O0CYKJIEHHEM — JUCKYCCHEeH M BBICTaBICHHEM
oueHkU. OOCyX/IeHUE JOKJIAJ0B U NIPE3CHTALUI IPOXOAUT B IUCKYCCHOHHOM (hopme.
BHocsTcs HeoO0XoauMble KOPPEKTHBBI M MPOBOAMTCS MOJATOTOBKA K BBICTYIUICHHSIM Ha
KOH(pepeHIMH Win GopyMe U OMyOJIMKOBAHUIO HAyUHBIX CTaTEH.
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CruMynoM n7s MCIIONB30BAHMs JJIEMEHTOB HAYYHOIO IIOMCKA MPH HM3YYCHUHM JUCLMILIMHBI
SIBJIAETCS OBBILIEHHBIN PEUTUHT IIPHU OLIEHKE OTEeNbHBIX BU10B CPC.
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IIpunoxenune 1. AHHOTAITHSA
paboueii mporpaMMbl JUCIUITIHHBL

AHHOTAIIUS PABOYEN ITPOT'PAMMBI TUCIHUILIAHBI

JucuumnuHa (MOIyJnb) peanu3yercs Ha (akylbTeTe BOCTOKOBEICHHS U COLMAIbHO-
KOMMYHUKaTHBHBIX HayK Kadeapoil 001iecTBEeHHBIX CBA3€H, Typr3Ma U TOCTEIIPUUMCTBA.

Henp aucuuiuimHbl — (HOPMHUPOBAHUE Yy CTYACHTOB MBILIUICHUS, Oa3UpYIOIIErocss HA 3HAHUU
OCHOB CEPBUCHOW JESATENbHOCTH IJIsi OCYIIECTBIEHHUS HMX MNpo(ecCHOHAIbHON AeATeIbHOCTH Ha
TYPUCTCKOM, TOCTUHUYHOM U JPYIHX PBIHKAX, CBA3aHHBIX C YCIyraMu, Ha OCHOBaHHM IIOJIYUYECHHS
HE0OXOMMBIX TEOPETUYECKUX 3HAHUM U (OPMUPOBAHHUS MTPAKTUUECKUX HABBIKOB B 00JIACTU CEpBHCA.

3ajaud TUCHUTIIIUHBIL:

BBISIBJICHHE HCTOPUYECKUX O3TAllOB PAa3BUTHS YCIYT M CEPBHUCHOHN JAESTEIbHOCTH B Pa3HBIX
CTpaHax MHpa;

- OIpe/ieJIeHNe CYIIHOCTHOTO XapakTepa CEpBUCHOW [EATENIbHOCTH U €€ MECTO B
CTPYKType OOIIECTBEHHOH MPaKTUKH,

- M3y4YeHHUE TEPMUHOIOTUU U OCBOEHUE 0a30BbIX OCHOB CEPBUCHOM NEATEIBHOCTH;

- 03HaKOMJIEHHE C TEOPHEN U PAKTUKOM cepBrca OOCITyKUBaHMUS;

- OCBOEHHE COZICPKAHMsI CEPBUCHON ACSITEILHOCTH U CYIIHOCTU CepBHUCA OOCITYKHUBAHUS
KJINEHTOB;

- O3HaKOMJIEHHE OyIyIUX CIEIUATNCTOB C pa3HBIMU BUAAMU CEPBUCHON NEATEIBHOCTH U
KYJIBTYpOH CEpBHCa;

- OBIIQZICHHE CTYAEHTaMH OpraHM3allMOHHBIMH TOAXOAAMH, METOJAaMU U TpaBUIAMH
OpTaHU3aIMH U YIIPABICHHUS CEPBUCOM B Chepe MaJioro U cpeiHero On3Heca;

- M3y4eHHEe aCCOPTHUMEHTA U KaueCTBa YCIYT CEpBHCA, U UX OCOOCHHOCTEH;

paccMOTpEHHE B3aMMOOTHOILIEHUI CHEUaJIUCTOB IO CEpBUCY M NOTpedUTesel B mpolecce

OCYIIECTBIICHUSI CEPBUCHOM JEATEILHOCTH C YYETOM HAI[MOHANBHBIX, PETHOHANBHBIX, ITHUYECKUX,
nemMorpaduuecKux, MPUPOIHO-KIMMATUUECKUX 0COOCHHOCTEH 00CTyKUBaHUS

Hucnurnnuna (Mo0y1b) HampaBieHa Ha GOPMUPOBAHUE CISAYIOMNUX KOMITETEHITUN:

[1K-3.1 - JIomxkeH yMeTh OKa3bIBaTh TYpPHCTaM IMOMOIIbL B BEIOOpE TYpUCTCKUX HampaBICHHM,
TYPUCTCKHAX MapIIPyTOB, BPEMEHH NPOBEACHUS TYPUCTCKOU MOE3IKU

[1K-3.3 - JlomkeH yMeTh IpeaoCcTaBIsATh HH(HOPMAIIUIO 00 YCIOBUSIX JI0TOBOPA, 3aKIIFOUEHHOTO
MEXJTy TYpOIIepaTopoOM U TYpPareHTOM, PEaTU3YIONIETr0 TYPUCTCKHM MPOTyKT

B pe3ynbrate 0cBOSHUS TUCIUIUIMHBI (MOAYJIS) 00yJaromuiics JOMKEH:

3HaTh: 0COOEHHOCTH OpPraHU3allMUd CEPBUCHOMN JEATEIHHOCTH

YMeTh: UCMIONB30BaTh 3HAHUS TSl OPTraHU3AIMHA MEXIYHAPOAHON CEPBUCHOM IeATETHbHOCTH

BJ'Ia)IeTI)I HaBbIKaMU TIPUMCHCHUSA 3HAaHUU opranu3anv JCATCIbHOCTU B oOJactu
MEXIyHApOAHON CEPBUCHOM 1eATETHbHOCTH

[To mucrumuivHe (MOAYJIO) MPEAyCMOTpEHa MPOMEXKYTOUYHasl arrecTanus B (opme 3auérta ¢
OIICHKO.

OO0mmas TpyA0eMKOCTh OCBOCHHS JTUCITUTUTHHBI (MOIYJISI) COCTABIISCT 3 3aUETHBIC SAMHUIIBI.



