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CTpyKTypa M cofepkaHue IMCHHUIIMHBI

1. Heau u 3aga4m AMCUUIIMHBI, €€ MeCTO B y4eOHOM mpouecce

Lenp wu3ydyeHHs OUCHUIUIMHBI — KOMIUIEKCHOE IIPEACTaBICHUE O 3aJayax,
HAIPaBJICHUAX M METOAAX CEPBHCHON JEATEIbHOCTH, O3HAKOMJIEHHE C COBPEMEHHBIM
PBIHKOM ycIyT; opMupoBaHHe y OyAyiero OakajiaBpa KOMILIEKCAa 3HAHUM, YMEHUHN U
HABBIKOB B CEPBUCHOW JAEATENHLHOCTH, MPECTaBICHHE 00 OCHOBHBIX M NMEPCIEKTHUBHBIX
HAIPABJICHUAX CEPBUCHOM JEATENBHOCTH; a TaKK€ CO3JJaHUE CHUCTEMbl 3HAaHUU O
CEPBHUCHOM JEATENBHOCTH, YCIyrax, popmax o0CIyKUBaHUS, IPUHLIUNAX (OPMUPOBAHUS
HOBBIX YCIIYT C YY4E€TOM MHHOBALUM B TEXHUKE, TEXHOJIOTHH, COLIUATBbHO-?KOHOMUYECKOU
chepe.

3agayamMu OCBOEHUS JUCIUIUIMHBI SIBISETCS:

M3yueHHe 0COOCHHOCTEHW CEpPBUCHOM YCIYTH U €€ POJIU B KU3HU COIIUYMa;

O3HAKOMJICHHE C NPUHUOUIIAMH OpPraHU3alli  CEPBUCHOM  JEATEIbHOCTH,
MOKA3aTEesIMU KayecTBa yCIyT U 00CTyKUBAaHMUS;

YIIIyOJICHHE TEOPETHYECKUX 3HAHWW B CEPBUCHOM JEATEIBHOCTH IyTEM
HCIIOJIb30BAaHMS CPEJCTB SIKOHOMUYECKOTO M MAaTEMAaTUYECKOI0 aHAIN3a U COBPEMEHHBIX
KOMITBIOTEPHBIX U HHPOPMAIIMOHHBIX TEXHOJIOTHIA;

OBJIaJIECHUE OCHOBAMHM METOJIOJIOTMM HCCIIEIOBAaHUSl CEPBUCHOM JESTEIBHOCTH B
TYPUCTUYECKOM M TOCTUHUYHOM OH3HECE;

npuobpereHrne 6a30BbIX HABBIKOB MPAKTHICCKON pabOTHI IO cOOPY HEOOXOUMBIX
MaTEepUaIOB, X KOMIUIEKCHOM OLIEHKE, aHAIN3y U CUCTEMAaTU3AlINH;

2. Mecto nucuumiunsl B ctpykrype OIIOII BO

HuctuminHa «CepBUcCHas JESTENBHOCTH» BXOAUT B YacTh, (HOPMHUPYEMYIO
y4aCTHUKaMH 00pa30BaTelbHbIX OTHOIICHUH pabouero yueOHOro miaHa.

CopepxaHue NUCUUIUIMHBL ABISETCA JOTHYECKUM MPOAOHKEHHEM COIEpKaHUS
JucHUIUIMH: «BBenenue B cnenuanbHOCThY», «KynbTypa HHIYCTpUU TOCTENPUUMCTBAY, U
CIY>)KAT OCHOBOM JIIi  OCBOEHHUS  AUCHUIUIMHBI  «Te€XHOJIOrMs TOCTUHUYHOMN
NesTeNbHOCTHY, «IHHOBAIIMOHHBIE TEXHOJIOTMH B TOCTUHUYHON UHTyCTPUNY.

Kypc «CepBucHas [eATE€IbHOCTb» SIBISETCA HEOOXOIAUMOW ISl OCBOCHHS
npodeCCHOHATBHON KOMITETCHITNH 10 HarpaBiieHuto moaroToBku 43.03.03 I'octuHHYHOE
JIeNI0, a TaKXkKe, CaMOCTOSITEJIbHOIO 3aHATUS HAy4YHO-HCCIEA0BAaTEIbCKONH paboToit
CTYJIEHTa M HAIMCAHMSI BBIITYCKHOMN KBaNU(UKAIIMOHHON paboThI.

3. TpeGoBaHus K pe3yJbTaTaM OCBOEHHS COAEPKAHUS TUCIMIJINHBI

KO,I[ 1 HAUMCHOBAHUEC

NHpaukatopsl JOCTHXKEHUN

Ilepeuens nmuaHupyeMbIx

KOMIIETEHIINN KOMIIETEHIINN PE3yIIbTaTOB
(110 peanmM3yemMoil TUCITUILINHE)
K-2. K-2.1. dopmupyer 3HATH!.
Cnocoben MPUMEHSATH | CHeH(HUKAIINIO yCIIyT CreU(pUKAIMIO YCITYT
TEXHOJIOTHH OOCITY)KUBAHUS C | OpTaHu3aIuit cthepsr opranmuzanuii cepbl
Y4eTOM  TEXHOJIOTMYECKHMX | TOCTCIPUUMCTBA U OOIECTBEHHOI'O TOCTETIPUUMCTBA U
HOBAIU B | MUTaHWsI HAa OCHOBE COBPEMEHHBIX 0OIIIECTBEHHOTO MMUTAHUS Ha
npodeccruoHaabHOM chepe TEXHOJOTUI OCHOBE COBPEMEHHBIX
TEXHOJIOTHH,
yMeThb:

hopmupoBaTh crieruUKAIIIO
YCIIyT OpraHu3anuii chepbl
TOCTECTIPUUMCTBA U
0OIIIECTBEHHOTO MMUTAHUS Ha
OCHOBE COBPEMEHHBIX
TEXHOJIOTHH,
BJIA/IETh:




HaBBIKAMH (OPMUPOBAHHS
crienuUKaIy yCIyr
OpraHu3anui cepsl
TOCTCIIPUHUMCTBA U
0OIIIeCTBEHHOTO TTUTAHUS Ha
OCHOBEC COBPCMCHHBIX
TEXHOJIOTHH,;

4. CTpyKTYypa U coiep:KaHue TUCHUTIMHBI
4.1. O06beM yueOHOM TUCHMILIMHBI H BUbI Y4eOH0#l padoThl

. O0bem yacoB (3a4. ef1.)
Buna yueOHoii padoThI
QOunas popma 3aounas popma
OO0mas yyeOHasi Harpy3ka (Bcero) 288 288
(8 3au4. en) (8 3au4. em)

Oo0s13aTe/ibHAsE KOHTAKTHAs padoTa (Bcero) 108 20
B TOM 4HCJIE:
Jlexuun 54 10
CeMmuHapcKue 3aHITHS - -
[IpakTryeckue 3aHATHS 54 10
JlabopaTopHble paboThI - -
Kypcosast pabora (KypcoBoOii MPOEKT) - -
Hpyrue  (opmMbl ¥ METOABI  OpraHHW3aIUU - -
00pa3zoBaTeIbHOTO mporiecca (pacuemno-
epaguyeckue pabomol, THINBUAYIbHBIC 331aHUS U
CamocTrosiTeJibHAs padoTa cTyaeHTa (BCero) 180 268
dopma arTecTanuu 9K3aMeH 9K3aMeH

4.2. Conep:kaHue pa3ieioB TUCIUINTHHBI

Tema 1. Ilpupooa u xapakmep cepeucHoil 0eamenbHoCmu

OCHOBHBIE TIOHATHSI U CYIIHOCTh CEpPBUCHOM JesaTenbHOCTH. CepBHCHaA

JeATeTbHOCTh Kak (opMa yAOBJIETBOPEHHS MOTpeOHOCTel uenoBeka. Crnenuduka pblHKa
ycayr. Buabl cepBUCHOM A€ATEIBHOCTH.
Tema 2. Cmanoenenue u pazgumue cepeéucHoll 0esmenbHocmu

CouuanbHble  MPEANOCHUIKM  BO3HUKHOBEHMSI  CEPBUCHOM  JESATEIbHOCTH.
Oco0eHHOCTH CEpPBUCHOM AesATeNbHOCTH B Poccum.

Tema 3. Couyuanvno-kKyaromypnas cghepa

XapakTepucTuka COUMaIbHO-KyIbTypHOU cdepbl. [IporpeccuBubie  popmbl

obcmyxuBanus. KynbTypa cepBuca.

Tema 4. Ilcuxonozus npoyecca 00CaysHcueanus

[ToHsiTHE «KOHTAKTHOM 30HB». TakTHKa 00CITyXuBaHUs. JKanmoObl 1 KOHPIUKTHI TpU
oOcnyxuBaHuu. [IpuHIMIIBI BeI€HUS TAPTHEPCKOM Oecebl.

Tema 6. Knaccuguxayusn ycnyz cocmunuunozo cepeuca

PasHoBumHOCTH ycayr W MX XapakTtepuctuka. Krnaccudukanus yciayr Mo
¢yHKIMOHANBHOW  HampaBieHHOCTH.  OOmepoccuiickue — KiIacCH(PUKATOpbl  yCIIyT
HaceneHuto. Kiaccudukanus ycayr 1o orpacieBoMy mnpuHuuny. KommiekchHas
KJ1accuuUKaIus yCciyr.

Tema 7. Teopusa opzanuzayuu 00caysHcuganus

[Ipennpustus, oOKasplBarOIIMEe yCIyrd HaceineHuto. OpraHusanus Ipolecca

4



00CITyKUBaHMUS.

Tema 8. [Tocyoapcmeennoe u pecuonanvhHoe pezyiupoeanue CepeUcHoll
deamenpHOCIU

KauecTtBo yciyru B cepBucHoOi aestenbHocTH. CTaHaapTU3anus U cepTuQUKanus B
YIPaBJIEHUU KauecTBOM yciuyr. JIuneHsupoBanue yciayr. MeTonbl peryJiupoBaHusl phIHKA
YCIIYT.

Tema 9. Xapakmepucmuka uHHOGAYUIL 8 CEPBUCHOIL OeAMETbHOCIU

NHHOBAaIIMOHHBIA MEHEIKMEHT B CEpPBUCHOW JesATenbHOCTH. (OCcOOEHHOCTH
YKU3HEHHOTO IUKJIa YCIYTH.

Tema 10. Ocobennocmu hyHKUUOHUPOBAHUA OMOCTILHBIX CPYNR YCIY2

Cdepa ObiToBOrO 00CITYy*)XMBaHus HaceneHus. [locpennnyeckue yciayru. JlocyroBbie
yciyru. CepBHUCHas J€ATENbHOCTh B TOCTUHULIAX. TypHUCTCKas AESITENbHOCTb.

4.3. Jlekuuun

Ne Ha3BaHue Tembl O0bem yacoB

n/n Ounasn | 3aouHasn
dbopma dbopma

1. [Ipupoja u xapakTep CEpBUCHOM JIETENILHOCTH 2 2
2. CraHoBII€HHE U Pa3BUTHE CEPBUCHOM JEATEILHOCTU 6
3. CoumanbHo-KyabTypHas chepa 4 2
4. [Ncuxomnorus mpomecca 00CITyKMBaHHS 6
5 Ortuueckas KyJabTypa ceppuca. [Ipodeccrnonanbaoe oBeaeHue u 6 2

' 9THKA B3aMOOTHOIIECHUI B cpepe cepBuca
6. Knaccudukanus yciyr rOCTHHUYHOTO CEpPBHCA 6
7. Teopus opranuzanuu 006cay>KUBaHUs 6 2
8. ["ocynapcTBeHHOE M pErHOHAIbHOE PErYJIMPOBAHUE CEPBUCHOM 6

JIeATEIbHOCTH
9. XapaKkTepuCTUKa MHHOBAIMA B CEPBUCHOM JICATEILHOCTH 6 2
10. | OcobeHHOCTH (PYHKIIMOHUPOBAHMSI OT/IENbHBIX TPy YCIYT 6
Hroro: 54 10
4.4. IlpakTuueckne (CeMUHAPCKHUE) 3aHATHS

Ne Ha3sBaHnue TemMbl O0bem yacoB

n/n Ounas 3aouHasn
dbopma dopma

1. [Ipupona 1 XapakTep CEpBUCHOU AEATEIBHOCTU 4 2
2. CraHoBII€HHE U Pa3BUTHE CEPBUCHOM AEATEILHOCTU 6
3. CoumanbHO-KynbTypHast cepa 6 2
4. [Icuxonorus npouecca 00CIyKUBaHUS 6
5 OTHdeckast KyabTypa cepsuca. [IpodeccronansHoe noBeieHne u 6 2

' 9THKA B3aMMOOTHOIIIEHHH B cpepe cepBrca
6. Kiaccugukanust yciyr roOCTHHUYHOTO CepBHUCa 6
7. Teopust opranuzanyu 00CIy>KUBaHUS 6 2
8. I'ocynapcTBeHHOE M PErHOHAIBHOE PETYyIMPOBaHUE CEPBUCHON 4

JESITEIBHOCTH

9. XapakTepucTUKa MHHOBAIMI B CEPBUCHOM ESTEIIBHOCTH 4 2
10. | OcoOeHHOCTH (PYHKIIMOHUPOBAHUS OTJCIBHBIX TPYIII YCIYT 6
Hroro: 54 10




4.6. CamocTosiTe/IbHAsI pa00Ta CTY/IEHTOB

Ne Ha3BaHnue TemMbl Bun CPC O0bem yacoB
n/n Ounasn | 3aouynas
¢popma ¢popma
[Tpupona u xapakrep [ToaroToBka K MpakTHYECKUM 3aHATHSIM,
CGpBHCHOfI IEeITEIBHOCTH CaMOCTOSTEIBHBIA MOMCK UCTOYHUKOB
1. HayYHO-TEXHUYECKOH HH(popManuy, 18 12
MOJTrOTOBKA OTBETOB Ha MPE/ICTaBICHHBIC
BOIIPOCHIL.
CranoBiieHue 1 pa3Butie | I[loAroroBka K NpakTHMYECKUM 3aHATHAM,
CepBHCHOﬁ IEeSITEeIbHOCTH CaMOCTOSATENBHBIA TOUCK UCTOYHUKOB
2. HayYHO-TEXHUYECKOW HH(popManuy, 18 12
MOJrOTOBKA OTBETOB HA MPECTABJICHHBIE
BOIIPOCHIL.
CoumanbHO-KynbTypHast | IloAroToBka Kk NpakTHYECKUM 3aHATUSM,
chepa CaMOCTOSITEIbHBIHN TOUCK UICTOYHUKOB
3. Hay4YHO-TEXHUYECKOW HH(popMauy, 18 12
MOJrOTOBKA OTBETOB Ha MpEICTaBICHHBIC
BOIPOCHIL.
[Tcuxonorus mpoiecca ITonroroBka K MPaKTHYECKUM 3aHITHAM,
00CITyKMBAaHUS CaMOCTOSITETIbHBIN MOUCK UICTOYHUKOB
4. HayYHO-TEXHUYECKOW nH(popMaIuy, 18 16
MOJrOTOBKA OTBETOB HA MPEICTABJICHHBIC
BOIIPOCHIL.
OTHueckas KyJabTypa [MoaroToBka K MpakTHYECKUM 3aHITHSIM,
cepBuca. CaMOCTOATCIIbHBIN IIOUCK HICTOYHHUKOB
5 IIpodeccrnoHaIbHOe Hay4YHO-TEXHUYECKOW HH(popMamuy, 18 1o
: TOBEJICHHE ¥ STHKA MOJrOTOBKA OTBETOB Ha MPEICTABJICHHBIC
B3AMMOOTHOLICHMI B BOIIPOCHI B BUJIC Iv)e(bepaTOB, acce,
BBICTYIIJICHUH, JOKJIa0B.
cdepe cepBuca
Knaccuduxanus yciyr [ToaroToBka K IPaKTUYECKUM 3aHATHSM,
TOCTUHUYHOI'O CEpBHUCA CaMOCTOATCIIbHBIN IIOUCK UICTOYHHUKOB
6. Hay4YHO-TEXHUYECKOW HH(popMamuy, 18 16
MOJrOTOBKA OTBETOB Ha MPEICTaBJICHHBIE
BOIPOCHIL.
Teopus opraHu3anyuu [MoaroToBka K MPaKTHYECKUM 3aHSTHSIM,
00CITyKUBAHUS CaMOCTOSITETIbHBIN MOUCK UICTOYHUKOB
1. HayYHO-TEXHUYECKOW nH(popMaIuy, 18 12
MOJIrOTOBKA OTBETOB Ha MPEJICTABICHHBIC
BOIIPOCHIL.
I'ocynapctBenHoe u [loaroToBka K MpakTHYECKUM 3aHATHUSIM,
PETHOHAIIBHOE CaMOCTOSITETILHBIH MOUCK UICTOYHUKOB
8. peryIHpoBaHKe HayYHO-TEXHUYECKOW nHpopMaImy, 18 12
CepBUCHOI MOJrOTOBKA OTBETOB Ha MPE/CTaBJICHHBIE
JIEATENBbHOCTH BOHPOCHL.
XapakTeprucTuka [MoaroToBka K MPakTHYECKUM 3aHSITHSIM,
I/IHHOBa]_[I/Iﬁ B CepBHCHOﬁ CaMOCTOSTENbHBIA MOUCK UCTOYHUKOB
9. NESTETbHOCTH Hay4YHO-TEXHHYECKOH HH(MOPMALUH, 18 12
MOJITOTOBKA OTBETOB Ha MPEJICTABIICHHBIC
BOIIPOCHIL.
OcobenHoctu [loaroToBka K MPakTHYECKUM 3aHATHUSIM,
(YHKIIMOHUPOBAHHS CaMOCTOSITETILHBIN MOUCK UICTOYHUKOB
10. | orpmenpHBIX IPYIII yCIIyT HayYHO-TEXHUYECKOW nHpopMaImy, 18 12
MOJrOTOBKA OTBETOB Ha MPE/ICTaBICHHBIE
BOIPOCHIL.
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| Hroro: | | 180 | 268

4.7. KypcoBble padoThl/mpoeKkThl 10 jaucuuiviude «CepBucHasi
NeSITeJIbHOCTD) He NMPeAnoJaralTcs y4eOHbIM IJIAHOM.

5. O0pa3oBare/ibHbIE TEXHOJOTHH

[IpenogaBanue MUCHUIUIMHBI BEAETCS C MPUMEHEHHEM CIIEAYIOIIUX BHUIOB
00pa3oBaTeIbHBIX TEXHOJIOTUH:

TPaJUIIMOHHBIE OOBSCHUTEILHO-WILTIOCTPATUBHBIE TEXHOJOTHHU, KOTOPBIE
00ecCreynBalOT AOCTYTHOCTh Y4€OHOTrO MaTepuania Jjisi OOJIBIIMHCTBA CTYJIEHTOB,
CUCTEMHOCTh, OTPAaOOTAaHHOCTh OPraHU3AMOHHBIX (DOPM U MPUBBIYHBIX METOOB,
OTHOCHUTEJIBHO MaJlble 3aTPaThl BPEMEHHU;

TEXHOJIOTUA TMPOOJIEMHOTO OOy4YeHHUs, HalpaBJICHHbIE Ha pPa3BUTHE
MO03HABATEIbHON aKTUBHOCTH, TBOPYECKOM CaMOCTOSITENIBHOCTH CTYJIEHTOB U
MPEANoJaralore Nocie0BaTeNIbHOE U LEIEHANPABICHHOE BBIIBUKEHUE MEpPe]
CTYJICHTOM II03HABaTEIBHBIX 3aJ1a4, pa3pelIeHne KOTOPHIX TMO3BOJSET CTyIEHTaM
aKTUBHO YCBaWBaTh 3HAHMUA (MCIOJB3YIOTCS TOHWCKOBBIE METOJBI, IOCTAaHOBKA
MO3HABATENbHBIX 3a]1a4);

TEXHOJIOTHH pPa3BHUBAIOIIETO OOYYEHHS, TO3BOJSIONIUE OPHEHTUPOBATH
y4eOHBIN TIPOIECC HAa TOTEHIIMATBHBIE BO3MOXKHOCTHU CTY/ICHTOB, UX PEAIN3AINIO U
pa3BUTHE;

TEXHOJIOTUU KOHIIEHTPUPOBAHHOTO OOY4Y€HHUS, CyTh KOTOPBIX COCTOWUT B
CO3JaHMM  MAaKCUMaJdbHO  OJM3KOM K  €CTECTBEHHBIM  ICHUXOJOTUYECKUM
OCOOCHHOCTSIM UE€JIOBEYECKOTO BOCIPHUATHS CTPYKTYphl ydeOHOro Ipolecca U
KOTOpBIE€ JAaI0T BO3MO>KHOCTh IJIyOOKOTO M CHCTEMHOTO0 H3YYEHHs COJIEpKaHUs
y4eOHBIX TUCIUILINH 32 CYET O0BEAMHECHHUS 3aHATUN B TEMAaTUYECKHE OJIOKH;

TEXHOJIOTUH MOJYJILHOTO OOy4YeHHs, MAIOIIe BO3MOXKHOCTH OOECIeUeHUs
ruOKOCTH TIpoIiecca 00yUeHUs, alalTallil €r0 K MHAUBUAYaTbHBIM MOTPEOHOCTSIM
U OCOOEHHOCTSIM  oOOywaromuxcsi (IPUMEHSIIOTCA, Kak  M[paBujo, MpHU
CaMOCTOSITETLHOM OOYYEHHH CTYICHTOB 110 MHAWBHIyAIbHOMY yUeOHOMY TIIIaHY);

TexHoJioTun  Ju(dPepeHunpoBaHHOrO  O0ydeHHus,  00ecleUnBarOIINe
BO3MOXXHOCTh CO37IaHHsl ONTHUMAJBHBIX YCJIOBUW [JIsi Pa3BUTHS HMHTEPECOB U
CIIOCOOHOCTEM  CTYJEHTOB, B TOM YHCJI€ U CTYAEHTOB C OCOOBIMHU
o0pa3oBaTeIbHBIMU TTOTPEOHOCTSIMHU, YTO TO3BOJISIET PEaiM30BaTh B KYJIbTYpPHO-
o0pa3oBaTeILHOM MPOCTPAHCTBE YHUBEPCUTETa HWICI0 CO3JaHUS  PaBHBIX
BO3MOXKHOCTEH JIs1 MOJTy4eHUst 00pa30BaHUs

TEXHOJIOTUA aKTUBHOTO (KOHTEKCTHOTO) OOYy4YEHHS, C MOMOIIBI0 KOTOPBIX
OCYILIECTBISICTCS MOJAEIMPOBAHUE MPEAMETHOIO, MPOOJIEMHOIO M COIHAIBLHOTO
coaepkaHusi  Oyaymed — mpodecCHOHANbHOM — NEATEIbHOCTH  CTYJIEHTOB
(MCTIONB3YIOTCS aKTUBHBIC M MHTEPAKTUBHBIC METOJIbI OOyYCHHUS) U T. .

MakcumanbHasi 3¢()EKTUBHOCTh MEAArOrM4ecKoro mpolecca JI0CTUTaeTCs
MyTeM KOHCTPYHPOBAHUS ONTUMAIBHOTO KOMITJIEKCA MEAAroTHYeCKUX TEXHOIOTHI
U (MIM) WX DJIEMEHTOB HA JMYHOCTHO-OPUEHTHPOBAHHOMW, [EATEIHHOCTHOM,
JTUAIOTUYECKON OCHOBE M MCTOJB30BaHUS HEOOXOAMMBIX COBPEMEHHBIX CPEICTB
oOyueHus.
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3. Hazapkuna B.A., CepBucHas nesTeabHOCTh (CXeMbl M Tabmuibl): yueO. mocobue /
Hazapkuna B.A. - HoBocubupck: MUzn-sBo HI'TY, 2015. - 104 ¢. - ISBN 978-5-7782-2796-5 -
Texkct:  asnextponnwnii // DObC  "Koncymbrant  crymenra":  [caiit]. -  URL:
http://www.studentlibrary.ru/book/ISBN9785778227965.html

4. Hazapkuna B.A., CepBucHas aestenbHOCTh. [IpakTukyMm: yueb. mocodue / Hazapkuna
B.A. - HoBocubupck: Mzn-so HI'TY, 2014. - 100 c. - ISBN 978-5-7782-2529-9 - Tekcr:
AJIEKTPOHHBIN // 9BC "KoncynpTant cTyneHra': [caiiT]. - URL:
http://www.studentlibrary.ru/book/ISBN9785778225299.html

5. 3Baropckas JIL.M., Teopus W TpakTHKa COIUATBHO-KYJIBTYPHOTO CEpBHCa: Yy4eO.
nocobue / 3aropckas JI.M. - HoBocubupck: MUzn-so HI'TY, 2013. - 78 ¢. - ISBN 978-5-7782-
2239-7 - Tekct: oanekrponneii // DBC "KoncymeranT crymenra': [caiit]. - URL:
http://www.studentlibrary.ru/book/ISBN9785778222397.html

6. Csupumenko FO.II., CepBucHas IeSITEIBHOCTh B OOCITY)KUBAaHHHM HaceleHHs /
Ceupuaenko lO. I1. - M.: JlamkoB u K, 2012. - 220 c. - ISBN 978-5-394-01503-8 - Tekcr:
AJIEKTPOHHBIN // 9BC "KoncynbTant cTyneHra': [caiT]. - URL:
http://www.studentlibrary.ru/book/ISBN9785394015038.html

7. PomanoBuu XK.A., CepBucHas nestenpHOCTh / Pomanosud XK. A. - M.: Jlamkos u K,
2013. - 284 c. - ISBN 978-5-394-01274-7 - Texkct: snextponsbiii // OBC "KoncynbTant
cryaenra: [caiit]. - URL: http://www.studentlibrary.ru/book/ISBN9785394012747.html

8. H.U. Haseigenko, T.B.KpanuBa. CepBrcHas nestenbHOCTh: YdeOHOe mocobue. - /
KemepoBckuil TeXHONOTMUECKUH MHCTUTYT MHILEBOM MpoMbliieHHocTH. - Kemeposo, 2008. —
110c.

9. Jlotiko O.T. CepBucHas aeaTenbHOCTb: Y4eO.mocodue. /Tom. momutex. yH-T. — TOMCK,
2003. - 164 c.

10. T'ocreBa JI.®. CepBucHas HesATeNbHOCTH: ydeOHOe mocooue. — Bomorma: Bol TV,
2005.- c.

11. Kapnayxosa B.K., Kpakosckas T.A. CepBucHas aedaTeabHOCTh: yueOHOe rnocodue /
[Tox o6mr. pen. FO.M. Kpakockoro. — M: UKL «MapT»; Poctos u//l: M3narenbckuit eHTp
«MapT», 2006. — 256c¢. (Cepust «Typusm u cepBucy).

12. Pomanosuu X.A., Kanaues C.JI. CepBucHas nestenbHOCTh: YueOHuk / [Toa obur. pen.
npod. XK. A. PomanoBuua. — M.: Uznarenscko-ToproBas kopropamus «lamkoB u K», 2006. —
284c.

0) 10MOJIHUTE/ILHAS JINTEepaTypa

1. ABanecoBa I'. A. CepBucHas IeATENbHOCTh: UCTOPHUS M COBpPEMEHHasl MPaKTHKa,
peIPUHUMATEIBCTBO, MEHEDKMEHT: y4el. rmocodue i CTyAEHTOB BYy30B. — M.: Acmekr
ITpecc, 2010.

2. Beenenue B cieninaibHOCTD: HCTOPHS CEPBUCA: yU4eOHOE ITOCOOHE TSI CTYICHTOB BY30B,
00y4aromuxcsi Mo CEpBUCHBIM criennanbHocTsIM — M.: UHOPA-M, 2009.

3. Brnacosa T.U. IlpodeccuonanbHoe u aenoBoe oOuieHne B chepe TypuzMa: yueOHoe
mocodue. — CII6, 2010.

4. I'yuun B.B., TTaxomos B. /1., [Ipuxoasko E.I1. CepBuchoe npaBo: Yue6. mocodbue. — M.:
HamkoB u K, 2011.
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I') HHTEPHET-PecypcChl:

1. Hayunas onextponnas Oubimmoreka Elibrary — Pexum npocryma: URL:
http://elibrary.ru/

2. CnpaBounas npasoBas cuctema «Koncynbrant Ilmoc» — Pexxum nocryna: URL:
https://www.consultant.ru/sys/

3. Hayuynas OuGmuoreka umenn A.H. Komsieea — Pexum goctynma: URL:

http://biblio.dahluniver.ru/

7. MaTtepuajibHO-TeXHHUYECKOE M MPOrpaMMHoe o0ecriedeHue JUCHUIINHbI

OcBoeHHE  JTUCLMILIMHBI «CepBHCHas  JEATEIbHOCTH IpeanojaaraeT
UCIIOJIb30BAHUE  AKAaJEMHUUYECKUX ayJUTOpPHiI, COOTBETCTBYIOIIMX JEHCTBYIOIINM
CaHWTAPHBIM U MTPOTUBOMNOKAPHBIM IIPABUJIAM U HOPMaM.

[Ipouee: pabouee MecTo MpenoaaBaTeis, OCHAUIEHHOE KOMIBIOTEPOM C JOCTYIIOM
B IHTEpHET.


http://elibrary.ru/
https://www.consultant.ru/sys/

[TporpamMmMHOe obOecTieueHNHE:

DOYHKIHMOHAIbHOE
Ha3HAYeHue

becmiiaTHoe mporpaMMHoe
obecnevyeHue

CcbLIKH

OducHbIi TakeT

Libre Office 6.3.1

https://www.libreoffice.org/

https://ru.wikipedia.org/wiki/LibreOffice

OHCpaHI/IOHHaH CHCTCMaA

UBUNTU 19.04

https://ubuntu.com/

https://ru.wikipedia.org/wiki/Ubuntu

Bbpayzep

FirefoxMozilla

http://www.mozilla.org/ru/firefox/fx

Bbpayzep

Opera

http://www.opera.com

ITouTOoBBIH KIIMEHT

MozillaThunderbird

http://www.mozilla.org/ru/thunderbird

®daitn-MeHe mKep

FarManager

http://www.farmanager.com/download.php

Apxuatop

7Zip

http://www.7-zip.org/

I'paduueckuii pegakrop

GIMP (GNU Image
Manipulation Program)

http://www.gimp.org/

http://gimp.ru/viewpage.php?page id=8

http://ru.wikipedia.org/wiki/GIMP

Penaxrop PDF

PDFCreator

http://www.pdfforge.org/pdfcreator

Aynuorneiiep

VLC

http://www.videolan.org/vic/
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https://www.libreoffice.org/
https://ru.wikipedia.org/wiki/LibreOffice
https://ubuntu.com/
https://ru.wikipedia.org/wiki/Ubuntu
http://www.mozilla.org/ru/firefox/fx
http://www.opera.com/
http://www.mozilla.org/ru/thunderbird
http://www.farmanager.com/download.php
http://www.7-zip.org/
http://www.gimp.org/
http://gimp.ru/viewpage.php?page_id=8
http://ru.wikipedia.org/wiki/GIMP
http://www.pdfforge.org/pdfcreator
http://www.videolan.org/vlc/

8. OnleHOYHbIE CPeACTBA MO IMCHUIIMHE

IHacoopr
OLICHOYHBIX CPEICTB MO0 Y4eOHO IMCUUIIHHE
«CepBuCHas 1eATEJIbHOCTDY

Onucanue ypoBHel c(hOpPMUPOBAHHOCTU U KPUTEPUEB OLICHUBAHUS
KOMITETEHIIUM Ha ATanax ux GOpMHPOBAHUA B XO/1€ U3YUCHUS JTUCIUTIINHBI

rtan Kon YpoBHH Kputepun

KOMIIETeHII U copmupoBan OLeHUBAHHUS KOMIIETEHI[UH

HOCTH
KOMIETEHIINHT

= IloporoBpiii | 3HATH:

= CHEIU(UKAIMIO YCIYT OpraHu3amnuii cepsl
= 2 TOCTENPUMMCTBA M OOIIECTBEHHOTO MHTAaHUS Ha
E g OCHOBE COBPEMEHHBIX TE€XHOJIOTHIl;
2 % COBpPEMEHHbBIC TEXHOJIOTMH OKa3aHHs YCIYT B
g % opram3anmsx  cepsl  rOCTEIPUMMCTBA |
C] @ 0OIIIECTBEHHOTO MTUTaHUSA, OTBEUAIOIIUX
e = TpeOOBaHUSAM MOTpEeOUTENICH IO CPOKaM, IICHE H

2 YPOBHIO KayecTBa OOCIYXHMBaHHS, a TakKkKe

g TpeOOBaHUSIM OE30MMaCHOCTH,

§ Ba3osblii YMeETh:

z . OTIPEIETISITH CBOIO POJIh B KOMAaH/I€ U CTaBHUTh

5 & (hopMupoBaTh crienU(BUKANNIO YCIIyT OpraHU3aIHuN
= g e c(hepbl rOCTENPUUMCTBA U OOIIECTBCHHOTO MU TAHUS
S t S Ha OCHOBE COBPEMEHHBIX TEXHOJIOTHIA;
g B E MIPUMEHATh  COBPEMEHHBIE  TEXHOJOTHH
5 N g5 OKa3aHWs YCIyr B  OpraHm3ainmsx  cQepsl
=) é E § TOCTETIPUMMCTBA W OOIIECTBEHHOTO  THTaHHS,

58 OTBEUAIONINX TPEOOBaHUAM IOTpeOHTENeH IO

S & CpOKaM, IIeHE M YPOBHIO KaueCTBa 00CTyKHUBaHHUS, &

= é TaKke TpeOoBaHHUIM 0€30I1aCHOCTH,

8 m Bruicokuid BJIAJETD:

§ HaBbIKaMU (DOPMHUPOBaHUS ClIeNU(PUKATIN
= x yCoIIyr opraHusanui cepsl TOCTCIPUUMCTBA U
E a OOIIIECTBEHHOTO MMUTAHUS HA OCHOBE COBPEMEHHBIX
2 = TEXHOJIOTHIA;
e § HaBBIKAMH  TPUMEHEHHUS  COBPEMEHHBIX
= = TEXHOJIOTMH OKa3aHWsi YCIyI B OPraHU3aIUIX
g ; cheppl  TOCTEIPUMMCTBA W OOIIECTBEHHOIO
= 3 MTUTAHMS, OTBEUAIOIINX TpeOOBaHUSIM
® S MOTpeOuTENeH 1O CpoKaMm, IeHE U POBHIO KauecTBa

2 00CTyKUBaHUS, a TaKKe TpeOOBaHUSIM

© 0€e30I1aCHOCTH,
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[lepeuenb koMneTeHIUH (3JIEMEHTOB KOMITETEHLIU ), HOPMHUPYEMBIX B
pe3yibTaTe OCBOCHUS yUeOHON AUCIIUIUINHEI.

No DopMynHpOBKA WNHpukaTopsl JOCTHXKEHU] Tembl -
n/m | £ KOHTPOJIUPYEMOM KOMIICTCHIIUN y4eOHOH w 2
2 KOMIIETEHIINU (o TUCTIATUIHE) JUUCTIATUTAHBI = a:>
2 2 8 =
o] = © 9
= s g =
= = 5 o
© M = &
< = 3
= g =
o =25
> e
1 MK-2. | Cnocoben npumensts | ITK-2.1. ®opmupyert | Tema 1. [Ipupooa u 3,4
TEXHOJIOTHH cnerpdukanmoo  yciIyr xapaxmep
0OCITy’>)KUBaHHS C y4YETOM | OpraHu3aIui cdepsr CepBUCHOLL
TEXHOJIOTHYECKUX TOCTETIPUIMCTBA " dessmenbHOCIU
HOBAIUH B | OOILLECTBEHHOIO IMUTAHUS Tema 2.
npodecCHOHANTEHON Ha OCHOBE COBPEMEHHBIX Cmanosnenue u
chepe TEXHOJIOTHI pazeumue
cepeucHoll
desimenvHOCHU
Tema 6.
Knaccupurayus
yenye
20CMUHUYHO20
cepsuca
Tema 10.
Ocobennocmu
PYHKYUOHUPOBAHUSL
OMOENbHBIX 2PYNN
yenye

Tema 3. oyuanvHo-
KyIbmypHas cgepa
Tema 4.
Icuxonoeus
npoyecca
00CIyHCUBAHUSA
Tema 5.
Omuueckasn
KYIbmypa cepsuca
Tema 7.
Teopus
opeanuzayuu
00CIYIHCUBAHUSA
Tema 8.
Tocyoapcmeennoe
U pecuoHaIbHOE
pezyiuposanue
cepeucHoll
desmenbHOCU
Tema 9.
Xapaxmepucmuxka
UHHOBAYUIL 8
cepsucHoll
desimenbHoCmuU
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ITokazarenu u KPUTCPHU OLICHHUBAHUA KOMHeTeHHHﬁ, OIMHMCAHNEC IIKaJ OCHNBAaHUA

No Kog WNHpukaropsl IInanupyemslie KonTponupyemsbie 2 -
KOMITETEHIINU JOCTIDKEHHH | pe3yNbTaThl 00yUYeHHUS 110 TEMbI Y4eOHOMH § s 3
=
/o KOMIIETEHIINU JVCIIUTITAHE JUCTIATUTAHBI S ZF o
5 g2
=5 &
Z8°
s
1. ® 3HaTth: cneuudukanuto | Tema 1. Ilpupooa u
(] o
= 2 yCIyr OpraHu3aIun xapaxmep ’g
< 5 cdepbl TOCTETPUAMCTBA U CEpBUCHOLL z
s g OOIIECTBEHHOTO0 THUTAHUS oesamenbHoCmu =
<)
s E Ha OCHOBE COBPEMEHHBIX Tema 2. o
§ = TEXHOIIOTHIA Cmanognenue u %
<
o = yMeTb: (hopmupoBaTh paszeumue =
3 g crenu(UKAIMio  yCIyT CepeuUCHoll =
Q 9
S 5 OpraHu3aiun cepbl oesimenbHOCuU g
N—
& % TOCTEPUUMCTBA u Tema 6. 2
@ = obmecTBeHHoro nutanus | Knaccughuxayus X
Q
= 2 Ha OCHOBE COBPEMEHHBIX yeaye E
§ S TEXHOJIOTHI 20CMUHUYHO20 E
S = BJIA/IETh: HaBBIKAMH cepsuca S
” g dopmupoBanus Tema 10. =
S = =
& g crieIU(pUKaIIH yCIyT Ocobennocmu =
% E = opraHuszaryi chepsl | @yuryuonuposanus %
&5 E'E TOCTENTPUUMCTBA U | OMOeIbHbIX 2PYNn &
g 58 OOIIIECTBEHHOTO TTUTAHUS yenye, ;
0 = % Ha OCHOBE cOBpeMeHHbIX | Tema 3. oyuanvho- | Z
(0] = o =
. ¥a) .
o ; 8k TEXHOJIOTHIA, Kynemyphas cgpepa | 3
E= Tema 4. D)
é e S 3 2
O = = Icuxonoeus 2
o g8 npoyecca =
= 2 ;n; 00CIyHCUBAHUSA é
5 ‘E 3 Tema 5. e
= = Omuueckas 9
a,
é E KyIbmypa cepeuca o
8 g Tema 7. =
° 9 Teopus =
E <
= g opeanuzayuu =
= = obcyocusanus z
g =, Tema 8. S
» = Tocvo 3)
S 5 ocyoapcmeennoe u | 3
2 o pecuoHanbHOe S
= o pezyauposganiue =
0] o Q
S =3 CepeucHoll =i
g é desimenbHoCmu 8
E 5] 3
= S Tema 9. S
() . o
S i Xapaxmepucmuxa =t
N o
S D UHHOBAYUIL 6 %
S = cepeucHoll S
desimenbHOCU

1. Tunosble TeCTOBLIE 3aJaHUA

1. neanvHas ycimyra — 3TO

(nopozosvlii yposeHv)
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a) abcTpakTHas1, TeOpeTUYeCcKasi MOJIeb TOTO WJIK UHOTO BUJA CEPBUCHOM JESATEIbHOCTH.
Omna BKJTIOYAET MpaBuiia 00CTyKHUBaHUS HACEICHHUS, CTAaHIaPThl KAYeCTBAa, TEXHOJIOTUIO OKAa3aHUs
YCITyTH.

0) 9TO KOHKpETHbIE MaTepualbHble JCHCTBHUS, HANpaBICHHbIE Ha YJOBJIETBOPEHHE
norpedHocTel moTpedutens. OTH YCIYrd HWHIUBUIYAIU3UPOBAHBI [0 HCIOJHUTENSM,
noTpeOUTEeNSIM, KOHKPETHBIM YCIOBHSIM UX OKa3aHHUS.

B) 9TO yCIIyra, yJI0BJIETBOPSIOLIAas MaTepHalIbHbIE TOTPEOHOCTH JIOACH

2. PeanbHas ycimyra — 310

a) 9TO ycCIIyTa, YJIOBJIETBOPSIOIIAs MaTepHalbHbIE TOTPEOHOCTH JIIOIEH.

0) KOHKpETHbIE MaTepUalbHbIC JEHCTBHSA, HANpPaBICHHbIE Ha YAOBJIECTBOPEHHE
notpebHocTeil moTpebutens. OTU  yCIyTd HHIMBUIYATU3UPOBAHBI IO  HCIOJIHUTENSM,
NOTPEOUTENSIM, KOHKPETHBIM YCIOBUSM MX OKa3aHUS.

B) 3TO yCIIyra, yAOBJIETBOPSIONIAs JyXOBHbIC, HHTEIUIEKTYalbHbIe TOTPEOHOCTH JIOACH U
NOJJICP>KUBAIONIAs UX HOPMAIIbHYIO KU3HEIEATEIbHOCTb.

3. MarepuaibHbl€ YCIYTH - 3TO

a) 3TO YCIIyTH, YJOBJIETBOPSIONIUE TyXOBHbIC, MHTEIUIEKTYaJIbHbIE MIOTPEOHOCTH JTIO/ICH U
MOJIEP>KUBAIOIIUE UX HOPMAIBbHYIO KU3HEICSATEIbHOCTD.

0) 9TO yCIIyTH, yIOBJIETBOPSIONINE MaTePHAIbHBIE TIOTPEOHOCTH JFO/ICH.

B) 9TO KOHKpETHbIE MaTepHalIbHbIC ICHCTBUS, HAINpaBJICHHBbICE Ha YJAOBIETBOPEHHUE
notpeOHOCTEel MOTpeOUTENS.

4. Cdepa oOcayKuBaHUS HACENIEHUS — ATO

a) COBOKYITHOCTb MPEIIPUATHI, OpraHn3aiuil 1 (GU3NYECKUX JIUI], OKA3bIBAIOIINX YCIYTH
HACEJICHUIO.

0) IeATeTbHOCTh WCIOJIHUTENEH MPH HETOCPEJACTBEHHOM KOHTAKTE C HMOTPEOUTEISIMH
YCIIYT.

5. Yciyra — 310

a) 9TO JACSITENbHOCTb HCIIOIHUTENS, MPOXOAsIas MPU HEMOCPEACTBEHHOM KOHTAaKTE C
OTpeOUTENIEM.

0) oOcmyxuBaHHME TOTpeOUTENel, OCyllecTBIsgeMOoe JHOO B CIEHUATM3UPOBAHHBIX
MOMEMICHUSX CEPBUCHOTO MPEIIPHUSATHSL, THOO0 B JIFOOOM JJPyrOM MeECTe.

B) paboTa (COBOKYIHOCTh MEPONPHUATHII), BBINOJIHIEMas ISl yAOBJIETBOPEHUS HYXKA U
noTpeOHOCTEH KIIMEHTOB, 00J1aJar01ast 3aKOHYEHHOCTHIO U UMEFOINAs OTIPE/IETIEHHYI0 CTOMMOCTb.

6. OTIMYUTENBHBIMU OCOOEHHOCTSIMU YCIYT SIBJISIFOTCS:

a) HEOCA3aEMOCTh;

0) OT4YKJIEHHOCTb OT IIPOU3BOINUTEIS;

B) H3MEHUYMBOCTH 110 CBOUM KaueCTBaM;

I') HEBO3MO>KHOCTb XpaHEHHUS;

7. Kakue notpeOHOCTH OTHOCSTCS K 6a30BbIM OTPEOHOCTSIM?

a) OMoNMOTUYeCcKue

0) sTUYECKHE

B) MaTepuaibHbIe

I') COLIMATIbHBIE

8. Kak xnaccupuimpyrorcss HoOTpeOHOCTH M0 UCTOYHHUKAM (KaHajlaM) YJIOBJIETBOPEHUS

a) HE YAOBJIETBOPsIEMbIC IOTPEOHOCTH;

0) TOTPeOHOCTH, YIOBJIETBOPSIEMbIE B CUCTEME CEPBUCHOTO 0OCTYKUBAHUS;

B) IOTPEOHOCTH, YAOBIETBOPSEMBIE ITyTEM CaMOOOCITYKHUBaHHUSI.

I') IOTPeOHOCTH, yIOBJIETBOPsIEeMble WHANBH Y aTbHBIMH MTPEIIPUHUMATEIISIMU;

9. I1o yacToTe BO3HUKHOBEHUS OTPEOHOCTH OBIBAIOT:

a) IepPUOINYECKUE;

0) mo3TaIHeIe;

B) HEIIPEPBIBHO MPOJIOKAIOIINECS;

I') SIU30AUYECKUE.
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10. B ueM 0cOOEHHOCTH pPBIHKA YCIYT B OTJIMYUE OT PHIHKA TOBAPOB?

a) JUIs phIHKA YCIYT XapaKTepHa OOJIbIlasi CTENEHb JOKAIU3aluU U TIPUBA3aHHOCTH €ro K
MECTHOCTH;

0) PBIHOK YCIIYT OTJIMYAeTCs 3HAYUTEIBHON CEerMEeHTaINeH;

B) PBIHOK YCIIYT OTJIMYAETCs HE OOJIBIION KOHBIOHKTYPHOCTBIO U MPENICKa3yeMOCThIO;

T') PBIHOK YCIIYT XapaKTepu3yeTcs OOJIbIINM TUHAMU3MOM U THOKOCTBIO;

11. ITo macmTaby cepBHUC IETUTCS Ha:

a) JIOKaJIbHBIN,

0) perMOHAJILHBIN,

B) TOCYIapCTBEHHBIH,

') MEXIyHapOAHbIN.

12. Tlo cTeneHn aganTanuy K MOTPEOUTEISIM CEPBUC JISTUTCS Ha!

a) CTaHAapTU3UPOBAHHBIN;

0) MHIMBUAYAJIbHBIN;

B) TPYIIIOBO;

13. [1o HanpaBJIEHHOCTHU YCIIYT CEPBUC JIETUTCS Ha:

a) KOCBEHHBII CepBUC;

0) cTaHIapTHBII CEPBHC;

B) IIPSIMOM CEpPBUC;

14. 1o conepkanuto paboOT CEPBUC ACTUTCA HA:

a) MPsIMOIA CEPBHLC;

0) MSATKHIA cepBUC

B) )KECTKHI CepBUC;

15. Ilo BpeMeHM OCYIIECTBIECHUS CEPBUC JIEIUTCA Ha!

a) MOCJIENPOJAXKHBII CEpPBUC;

0) JONIPOIAXKHBIN CEPBHUC;

B) IIPEIIPOAaKHBIN CEpPBUC;

16. UcrionHUTEND YCIYTH — 3TO:

a) TpeanpusTHe, OpraHu3alus WK [peANpPUHUMATENb, OKa3bIBAIOIIUE YCIYTY
MOTPEOUTETTIO;

0) npennpusTHe, OpraHu3alys WK NpeANpPHHUMATENb YA0BIETBOPAIOLINE TOTPEOHOCTH
JIIOJIEH;

17. CouunasibHO-KyJIbTypHBIE YCIYTH — 3TO

a) yCIIyTH, YAOBJIETBOPSIOIINE MaTepHaTbHbBIE TIOTPEOHOCTH JIIOACH U MOIICPKUBAIOIITHE
UX HOPMAJIbHYIO KHU3HEEATEIbHOCTb.

0) ycimyrH, YIOBIETBOPSIOIINE JYXOBHBIC, MHTEIUICKTYaJbHBIE MOTPEOHOCTH JIIOJEH WU
HOJIEP>KUBAIOLINE X HOPMAIIBHYIO KU3HEIEATEIbHOCTb.

18. OcHOBOI CepBUCHOM JCSATEILHOCTH SIBIISTFOTCS:

a) epCcoHaJ, BBIMOJIHAIOLINN 00CTyKMBaHNE,

0) cpeacTBa oOCTyKMBaHUS,

B) BpeMsl 00CITyKUBaHMUS;

I') yCJIOBUS OOCITYKUBaHUS.

19. Opranu3zaiioHHO-yIIpaBiIeHUECKas paboTa CEpBUCHOTO MPEINPUATHS BKIIOYAET:

a) BOCCTAaHOBJICHHE (M3MEHEHHE, COXpaHEHHE) MOTPEOUTEIbCKAX CBOWCTB TOBapa WIIH
yCIIyTH;

0) opraHu3aIo KOHTAKTHON 30HBI U1 OOILIEHHS C TOTPEOUTENEM YCIYyTH;

B) O00pP COTPYIHUKOB, 00JIaIAI0IINX ICUXOJOTHUYECKUMH CIIOCOOHOCTSIMU JUTsl pabOThI
C IOTPEOUTEISIMU;

I') IJIAHUPOBAHUE CEPBHCHOM IESITEIbHOCTH OpraHU3alMy, MPOTHO3UPOBAHHE Pa3BUTHUS
OpraHu3aIy IPH U3MEHEHUN PBIHKA WM aCCOPTUMEHTA yCIIyT;

20. Kakue nmotpeOHOCTH B HEpAPXUU MOTPEOHOCTEN UTPAIOT ONPEAEISIONLYIO POJIb:

a) MaTepHUaJIbHBIE;
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0) coruaabHEbIC,

B) JYXOBHBIE;

21. Llenb cepBUCHOM NEATEIBLHOCTHU:

a) yIOBJIETBOPEHHUE MOTPEOHOCTEH HACEIICHHUS B yCITyTraxX.

0) BOCCTaHOBJICHHE (M3MEHEHHE, COXPAHECHHE) MOTPEOUTEIHCKUX CBOWCTB TOBapa WM
YCIIyTH;

B) 0OcCnyXHMBaHHUE TOTpeOUTENeH, OCYILIECTBIgeMOe JHOO0 B CHEHMATU3UPOBAHHBIX
MOMEIIEHUSX CEPBUCHOTO MPEANIPHUATHS, THOO B JIFOOOM JAPYyrOM MECTE;

22. B 3aBUcMMOCTH OT CyOBEKTa, MNPEIbSBIAIONIETO MOTPEOHOCTh, BBILACISAIOT
HOTPEOHOCTH:

a) MHAUBUAYYMa;

0) BpEMEHHO TIPOKUBAIOIICTO HACEICHHUS,

B) KOJIJICKTUBHBIE;

I') MECTHOT'O HACEJICHNUS,

23. OGcmyKuBaHUE — 3TO:

a) JEATEeIbHOCTh WCIIOJHUTEIS TPH HEMOCPEICTBEHHOM KOHTaKTE C IMOTpeOuTeIeM
YCIIyTH;

0) COBOKYIHOCThH IIOJIG3HBIX CBOWCTB YCIIyTH, HEMOCPEIACTBCHHO HAIIPABJIICHHBIX Ha
YAOBJIETBOPEHHUE TOM HIIM MHOU MOTPEOHOCTH YeIOBEKA.

Meroanueckue peKoMeHIaluu:
IIpu ucnonvzosanuu hopmsr mexyujeco konmpons « Tecmuposanuey
CMYyOeHmam Mo2ym npeona2armcs 3a0aHus Ha OYMaxicHoM Hocumese.
Kpurtepuu u mkana orieHUBaHUS 110 OIICHOYHOMY CPEJICTBY «TECTHPOBAHHE)

[IIxana oueHnBaHUA Kpurepuii onenuBanus
(nHTEpBAN OAIIIOB)

5 85 -100% mpaBHUIBHBIX OTBETOB

4 71-85% npaBUIBHBIX OTBETOB

3 61-70% npaBUIbHBIX OTBETOB

2 60% mpaBUIBHBIX OTBETOB U HHMKE

2. Bompocel a5 00cy:kaeHusi (MHIMBHAYAJbHbIE 3aaHUS)
(nopozosvlii yposeHv)
1) Pa3nmuuHbIe MOIXO/bI K TIOHITHIO «CEPBUCY», «CEPBUCHAS ACATCILHOCTDY.
2) Tlonstre «ycmyray. OTINYUTENbHBIE 0COOCHHOCTH YCIIYT.
3) @Oyukmu chepsbl yCIyr.
4) OcoOEHHOCTH PBIHKA YCIYT.
5) Cepsuc kak Gopma 4er0BeUeCKOM IeATSILHOCTH.
6) CepBuCHas IeITEIBHOCTh KaK CIIOCO0 yIOBICTBOPEHHS ITOTPEOHOCTEN.
7) TloTpeOHOCTH COBPEMEHHOTO YeJI0BEKa U BO3MOKHOCTH CEpBHCA.
8) Kiaccudukanms cepBUCHOM AEATETBHOCTH.
9) 3apoxaeHuE U pa3BUTHE YCIYT B aHTUYHOE BPEMsI.
10) OcoGennoctH cepBUCHOI nesTensHOCTH B CpeiHeBekoBbe 1 HoBoE Bpems.
11) Pa3Butue cepBUCa B 3MOXY HHYCTPUATH3AIINH.
12) CepBuC U IOCTUHTY CTPUATBHOE OOIIECTBO.
13) Pa3BuTHE cepBHCca B IOCOBETCKHIA TEPHO/I.
14) Oco6ennoctu u npodiiems cepsuca B CCCP.
15) CoBpeMeHHbIe TEHCHIIMH U MPOIIECCHl B CUCTEME CepBHCa.
16) XapakTepucTrKa COIHaTbHO-KYJIBTYPHOU CEpHI.

16



17) XapakTepucTHKa COLHAIBHO-KYJIBTYPHOTO cepBHCa M chepbl  KyJIbTYpPHOMR
NeSITETbHOCTH.

18) IporpeccuBHbie GOPMBI OOCITYKUBAHHS.

19) Kynbrypa cepBuca u KyJibTypa 00CITyKHBaHUS

20) JlaTh onpejieieHue MOHATHIO «KOHTAKTHAsI 30Ha». [IpruBeCTH MpUMEpbl KOHTAKTHBIX 30H
Pa3IMYHBIX CEPBUCHBIX MPEIMTPUATHIH.

21) OcOoOCHHOCTH OCHAIIEHUS KKOHTAKTHOM 30HBD».

22) OcoOeHHOCTH PA0OTHI CHCIIMATMCTOB 110 CEPBHUCY B KKOHTAKTHOM 30HEY.

23) TpeOoBaHusi K CIIOBaM U JCUCTBHAM OOCIY)KHBAIOIIETO MEPCOHAAa B «KOHTAKTHOM
30HEY.

24) Xanoosl 1 KOHGIUKTEI Ipu 00cTykuBaHKK. CITOCOOBI pa3perieHns KOHPIUKTOB.

25) HeoOxoauMocTh KiaccuUKaIUK yCIyT.

26) OtpacieBas Kiaaccu(uKaIus yCiyr.

27) Kinaccudukanust yciayr 1o pyHKIIMOHAIbHOH HAIPaBICHHOCTH.

28) JIBOMCTBEHHBIM XapakTep yCyT.

29) OGepoccuiickue KiaccuGuKaTophl yCiyT.

30) Kinaccudukarus mpeAnpusThii, OKa3bIBAIOIIMX YCIYTH HACEICHHIO.

31) CriocoObI IpeAOCTaBICHHSI YCIYT OpraHU3aIusIMU Chephl yCIyT.

32) ®aktopsl, BAUSONIKE HA PAOOTY ¢ HOTPEOUTEIIEM.

33) Opranusarus mnpoiecca 00CITy>KUBaHuUs.

34) lath ompenesicHHE KavyecTBa YCIyTH M OOCIY)KHBAaHHUS, MEPEUYUCIUTh U PACKPBITH
BOKHEHIINE  XapaKTEPUCTUKH  yCIOYTH, OOECIeYMBAaIOIIUE €€  CHOCOOHOCTh
YJIOBJICTBOPSITH MOTPEOHOCTH KIITMEHTA.

35) KauecTBoO yCityru ¢ MO3UIHMH TOTPEOUTEIS.

36) OTHOCHUTEIILHOE KaYeCTRO.

37) Lenb, 00bEKT, 00/1aCTh ¥ YPOBHH CTaH AP THU3AIMH.

38) Onpenenenne cepTuduKaImm, CHCTEMa CepTHHUKAIHH.

39) Obs3atenpHast U TOOPOBOJIbHAS CEPTHDUKALIHSL.

40) CyurHoCTb JTUICH3UPOBAHHS.

41) OcoOeHHOCTH POIEcca JIUIIEH3UPOBAHHMS.

42) 'uHOBAMs1, MHHOBAIIMOHHAS J€ATEIbHOCTh, HHHOBAI[HOHHBIH MpOIece.

43) PackpbITh MOHATHS: HpaHdaii3uHr, Pppandaisep, ppaHyaii3u, posITy.

44) CymHOCTh MepYaHiaii3uHra.

45) OcoOEeHHOCTH KU3HEHHOTO IMKJIA YCIYTH.

46) Cdepa ObITOBOr0 00CITY)KHBaHHS HACCTCHHS.

47) I[MocpenHUYECKUE YCITYTH.

48) JIocyroBbI€ YCITyTH.

49) CepBucHas JAeITEIBHOCTh B TOCTHHHUIIAX.

50) TypucTckas IesTeIbHOCTb.

Kpurepuu u 1mikana oljeHuBaHus 10 OLIEHOYHOMY CPEICTBY
«MHIUBUAYAJIBHOE 3aJaHUE

IIIxana oneHUBaHUA Kpurepuii onieHnBanus
(nHTEpBA OAJITOB)
5 Hoxnan (cooOmieHue) mpeacTaBieH(0) Ha BBICOKOM ypPOBHE

(cTymeHT B IOJHOM O0OBEME OCBETHWJI  PACCMATPUBAEMYIO
npoOJIeMaTuKy, MpUBET apryMEHTHI B MOJb3y CBOMX CYXKICHHIH,
BJIa/Ie€T NPOPUIbHBIM MOHATHIHBIM (KaTeropuanbHbIM) allllapaTomM
U T.1L.)

4 Hoxmnan (coobmenne) mpeactapieH(0) Ha CpeTHEM YPOBHE (CTYyACHT
B IICJIOM OCBETHJI PAacCMaTpPHBAEMYI0 MPOOJIEMATHKY, TMPUBET
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apryMEHTbl B II0JIb3y CBOMX CYKJIEHUM, JIOIYCTUB HEKOTOPBIC
HETOYHOCTH U T.11.)

3 Hoxnan (cooOiieHue) npeacTaBieH(0) Ha HU3KOM YpOBHE (CTYACHT
JOMYCTHJI CYIIECTBEHHBIC HETOYHOCTH, H3JIOKUI MaTepual ¢
omMOKaMy, HE BIIQJAECET B JOCTATOYHOM CTENEHH MPOQHIEHBIM
KaTerOpUaIbHBIM anapaToM M T.I1.)

2 Joxuan (cooOmieHne) mpencTaBicH(0) Ha HEYIOBICTBOPUTEIILHOM
YpOBHE WJIM HE TPEJACTaBlieH (CTYACHT HE TOTOB, HE BBHIOJHWUII
3aJlaHKe U T.I1.)

3. Pa3HoypoBHeBbIe 321a4M U 3aJaHUS
(6azoswiil yposenn)

3aganue 1. Ynpaxuenue «IIpuBercreue»

BexummBocTe B cdepe oOciyxkuBaHUS NpeArnosaraeT npexzae Bcero mnpuserctsue. C
JPEBHUX BPEMEH JIIOAM OKa3blBalOT APYr APYry MOYTEHHE MOCPEICTBOM IPUBETCTBUS. XOTS
3TUKETOM IPENYCMOTPEHO, YTO IEPBBIM 30pOBACTCA MY’KUMHA C JKCHIIMHOW, MIIAJIIMKA IO
BO3PAaCTy CO CTapIIUM, HIDKECTOSIIMN 10 JOJDKHOCTH C BBIIIECTOANINM, TO B cdepe
00CITy’)KHBaHUS HE CTOUT COOIO/IaTh 3TH IPaBUJiIA U JIydlle IOINPUBETCTBOBATH CBOETO KIMEHTA
HIEPBBIM.

Korna BXoauT KineHT, pabOTHUKY HYKHO CJIeJIaTh JIETKUH OKJIOH TOJIOBBI U YJIBIOHYThCH,
NPUBETCTBYS KJIIMEHTA OAHUM M3 OOMICTIPUHSATHIX BhIpaskeHU: «/100OpbIii 1eHby, «3MpaBCTBYHTE,
«Pazpl ¢ BAMH BCTPETUTHCA» U T.Jl. C COOTBETCTBYIOIIEH HHTOHALIUEH.

3aoanue zpynne. Paz0elitecb Ha mapsl, pacrpeaenutre poiu. [Ipourpaiite pasaudHbie
BapHaHTbI IPUBETCTBUSL, IOMEHANTECH POJISIMU M IPOAHAIN3UPYHUTE, KAKHE YyBCTBA U HACTPOECHUE
BBI3BIBAIOT Y BaC pa3jiMyHble (POPMBI IPHUBETCTBUSI.

3ananme 2. Ynpaxknenue «HeBepOaibHoe noBeeHue»

WHorma BaXkHast 7S 3aKIIIOYCHUS CICIIKH HH()OPMAIHS OTPayKaeTcsi B BEIPAKCHUH JIMIIA,
JKecTax M 103ax KJIMEHTa. DTU CpeAcTBa HeBepOaJIbHOro OOIIEHHs BO3AEHCTBYIOT U Ha KJIMEHTA,
1oMOrasi yCUJIMTh 3HaUY€HHUE CJI0OB pabOTHUKA CepBHCa.

Jns Toro utoObl HaydyuThCsl 3(PPEKTUBHO HCMONB30BaTh JAHHBIM pecypc yOexaeHus,
HE00X0JUMO TPEHUPOBATHCS.

3aoanue zpynne

1. TlompoOyiiTe yCWINTh C IOMOIIBIO >KECTOB CleAylomue Qpasbl, KOTOpbIE BBI
pOoM3HOCUTE, 001Iasch ¢ kineHToM: «Harra pupma yBepeHHO uyBCTBYeT ce0si Ha peIHKe», «Hara
3a00Ta — 4TOOBI BBl UyBCTBOBaJIN ce€0s1 KOM(POpTHO», «BbI MOkeTe HaM oBepsATh», «MbI Bceraa
TOTOBBI K COTPYJHHUECTBY ¢ BaMu». [ToHabmrogaiite, Kakue xecThbl ObIIIM HCII0JIb30BaHbI BO BPEMsI
Oecenbl.

2. Ioroopure ¢ cobeceqHUKOM 3 MHUHYTHI. CKOJBKO >KECTOB U MHUKPOABMKEHHH BbI
yJIoBHIN?

3apanme 3: IloaroroBuTh Marepuana o0 OpraHM3aLUU MPOCTPAHCTBA KOHTAKTHOM 30HBI
Pa3IUYHBIX CEPBUCHBIX MPENNPUATHH (OaHKH, OPHUCH TPEAIPUITUN, METULIUHCKUE YUPEKACHMUS,
TOCTHUHMLBI, OyTMKM W T1p.). BbIABUTH crnenuduyeckue OCOOEHHOCTH OpraHU3allii 30HbBI
00CITyKUBaHUS, SCTETHUUECKHUE PELICHMs, HAJIW4YUE CIEHUAIbHOIO O0OpYyIOBaHUS, HalUuue
nepcoHalia (B KOJIMYECTBE U MO TOJKHOCTSM).

Onpenenuth yaoO6cTBa M MpoOJeMbl, KOTOpbIE CO3MAIOT JaHHbIE pEHIeHHUs IO
opOpMIICHHIO KOHTAKTHOM 30HBI Ui moTpeduteneit. Jlokman o0s3aTeabHO  JTOJKEH
COTPOBOXKAATHCS UJUTIOCTPATUBHBIM MaTEPHATIOM.

3ananne 4. « AHTOHAIIN»

UtoOb1 3 dekTnBHO 00mAaThCs ¢ KJIMEHTaMH, HEOOXOIMMO XOPOIIO BIAJETh CBOECH
WHTOHALMEN U YMETh C €€ NTOMOLIBIO NIEPEAABATH PA3IMUHbIE OTTEHKH YyBCTB. DMOLMOHAIBHAS
MHTOHALlMA  TIO3BOJIAET  OOpamaTbCsi  HEMOCPENCTBEHHO K  MOTPEOHOCTSM  KJIMEHTA.
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HccnenoBaHusiMi yCTaHOBJIEHO, YTO MHQOpMAIMs, NepeJaHHas CIylIaTeNi0 BhIpa3uTeIbHBIM

TOHOM, 3allOMHMHAETCsl B IOJITOpa pa3a Jydlle. Brlpa3uTenbHOE€ HHTOHALMOHHOE YTEHHE,

HanpuMep, IUKTOPOB Pajivo, BBI3BbIBACT Yy ciyluaTenel sipkue oOpasHble mpencrtaBieHus. C

NOMOIIBIO  IIUPOTHl  JAMANa3oHa COOCTBEHHOTO TIojoca W ICHUXOJIOTMYECKHUX — Tay3,

MOIYEPKHUBAIOIINX 3HAYMMBbIE CJIOBA, TOBOPSIIHI OKa3bIBa€T CHIILHOE BIIMSHUE HA COOECEeTHUKA.
3aoanue zpynne

1. IIpousnecure ¢pasy «Uro Bel xoTuTEe MHE CKa3aTh?» ¢ KaKOW-ITHOO WHTOHAIUEH,
CIIyLIATENH OJIKHBI OIPEAENINTh, YTO Bl IPU TOM YYBCTBYETE MJIM XOTUTE BBIPA3UTh.

2. Ilpousnecute ¢pasy «Hama ycimyra ogHa U3 caMbIX JYYIIMX» C Pa3InYHON
MHTOHALMEH: ¢ pa3JpakeHUEM, C COMHEHHUEM, C PaBHOIAYIIHUEM, C FOPAOCTHIO, C UHTEPECOM, C
BOCXHUIICHHEM, C HAIIOPOM, ¢ MoHuMaHueM. CllyIIaTenau T0JKHBI ONPeIeUTh, Kakash MHTOHAIUS
BBI3BIBACT OOJIbINIEE JKEIAHNUE COTPYIHUYATh.

3. Ilpousnecute onHy U Ty e ¢pa3y cCHayana Kak OObIUHYIO, a 3aT€M Jejas May3bl U
BBIJICNISAE TOJIOCOM 3Ha4yMMble ciioBa. OOpaTtuTe BHHMaHHE, KaK MEHSETCS CMBICI M CTHIIb
BbICKa3bIBaHUSI.

AKTHBHOE CITyIIaHHE TO3BOJIAET 3aBOEBATh JOBEpPHE KIMEHTa, COOpaTh MaKCHUMAaJbHO
NONHYI0 MH(OpPMAIMIO O €ero uHTepecax, NOTPEOHOCTIX, JKETaHWSIX U yOeIUTEeIbHO
BO3/ICIICTBOBATH HA €0 PELICHHUE.

Korna knuenTa unm mapTHepa He CIYMIAIOT, TO €ro 3aXBaThIBAIOT YMOIIUU, M OH HE MOXKET
neicTBOBaTh pasyMHO M d(ddexTBHO. MeEHemKep, HE CIyHIAlONIMi KIWEHTA, IMPOSBIISICT
HEYBAKUTEIHHOE OTHOIICHHE K TEM LIEHHOCTSAM, O KOTOpBIX roBoputca. Kak ceds BeaeT mioxoi
ciymarensb? OH 00BIYHO:

— CTapaeTcsi He CMOTPETh Ha KJIIMEHTA;

— HUMeeT 103y, KOTOopas JIEMOHCTPUPYET, YTO OH HE CIIyIIAeT: PYKH CKPEIEHbl, HOra
MOKA4YMBAETCA, KOPITYC Tela OTKJIOHEH Ha3al;

— FOBOPUT PE3KO MJIM HETEPIIEINBO U TOJIOCOM OTTAJIKUBAET, CKYYaeT BO BPEMsI pa3roBopa
WIH MIPE3PUTENHHO BOCIPUHUMACT MPEIOKCHHUS,

— HEOXHU/IAHHO MEHSIET TEMY Pa3roBOpa U UTHOPUPYET TO, O UEM TOBOPUIOCH.

Xopomuii ciymarenb NoJAepKUBAECT:

— BU3YAJIbHBIN KOHTAKT. Eciu BbI coGupaeTech FOBOPHTb ¢ KEM-TO, TO CMOTPHTE
Ha Hero. ['71a3a He TONbKO 3epKao AyIIH, HO U 3€pKajio TOro, KaK Bbl BOCIIPUHUMAETE IPYTOro.

— S3bIK TEJIA. Ilpu oO0meHnHn BaXHO COXPaHSATh OTKPBITYIO MO3MIIMIO, TOKa3bIBas
UHTEpEC K COOECEeTHUKY.

— TOH N CKOPOCTbH PEYMN. Ilpu BHMMaTenbHOM CIIyLIaHMM TOH Balllero rojoca
TapMOHHUPYET C FOJIOCOM INapTHEpa. 1'0JI0COM MOXHO INepenaTh TEIUIOTY, 3aMHTEPECOBAHHOCTb,
3HAUYMMOCTD ISl HAC MHEHUS cOOeceIHHKa.

— HEMUBMEHHOCTD IIPEJJMETA PA3I'OBOPA. Xopommii ciaymaTesib IO3BOJISIET
co0eceIHUKY caMOMY OIPEENIUTh TEMY Pa3roBopa.

[ToTpenupyiiTe npHeMbl aKTUBHOTO CIyIIaHUS (KMBAaHHE TOJIOBOM, BOIPOC-3X0 WU
«TIOITyTalCKNUe» BOMPOCHI, TOBTOPEHHUE, IEpePOopMYyTHpPOBaHNE, OTPpAXKEHHUE IMOITUI) B Oecee.

CrapaiiTecb MaKCUMaJIbHO TOYHO «BO3BpallaTb» CMBICI BBICKA3bIBAHHUSA C IIOMOIIBIO
JIpYTUX CIIOB, «BO3BpAalllaTh» WHTOHALMIO coOecenHrKa. OOBIYHO NPU TOUYHOM «IIOTAJaHUN»
npreMa akKTUBHOTO CIyIIaHUsl COOECeHUK YyTh 3aMETHO KMBAET rOJIOBOM.

MeToanueckre peKOMEeHIAINH:

Ha ocnose uzyuenuss OCHOBHBIX MEOPEMUYECKUX NONONCEHUU Cclledyem
cghopmynuposams cobcmeeHHOe O0OO0CHOBAHHOE MHEHUe no npoodremam u
BO3MONCHBIM NYMAM UX PeuleHuss 8 OAHHOU 00IACU YAPAGIEHUSL (8 3A8UCUMOCTU
OmM KOHKPEeMmHoU NOCMAHOBKU 80NPOCa).
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KpI/ITCpI/II/I 1 IIKaJa OOCHUBAHUA 110 OLICHOYHOMY CPEACTBY

«pa3HOYPOBHEBBIE 3aAaHUS U 3a0a4H)

[[Ixana oneHUBaHUS
(nHTEpBaN OAIIOB)

Kpurepuu onenuBanus

5

OOyyaromuiicst MOJHOCTBIO M MPABUIBHO BBIMTOJHWI 3a0anue. [Tokazan
OTJIMYHBIC 3HAHMS, YMEHUS U BJIaJICHHS HABBIKAMH TPUMEHEHHS UX TTPH
peleHnH 3aa4 B PaMKaxyCBOEGHHOro yueOHoro marepuaina. Pabota
opopmieHa akKypaTHO B COOTBETCTBHH C MPEIbSIBISIEMbIMU
TpeOOBaHUSIMU

OOyyaromuiicss BBIOJHII 3aJaHWe C HEOOJBIIMMH HETOYHOCTSIMU.
[oxazain xopouire 3HaHHUs, YMEHHUS U BIJICHUS HABBIKAMH [TPHUMEHECHHS
UX TPHU PEHICHUH 337ad B paMKax OCBOGHHOTO y4eOHOro marepuaina.
Ectb HepocTaTku B opopmieHnn paboTh

OOyuaronuiicss BBITOJHIII 33/1aHUE C CYIIECTBEHHBIMA HETOYHOCTSIMH.
Ilokazanm  yZnOBIETBOPUTENBHBIE 3HAHWS, YMEHUS U  BIAJCHUA
HaBbIKAMM NIPUMEHEHUs WX IIPU PEIICHUH 3a1ad

OOyuaromnuiicst BBIMOJHWJ 3aJaHHe HeNpaBWwiIbHO. [lpu BbIONHEHUY
0o0yyaromuics MpoAeMOHCTPUPOBAT HEJIOCTATOUHBI YPOBEHb 3HAHUM,)
YMEHUW W BIAJCHUS WMHU MPUPELICHUU 337a4 B paMKaX YCBOEHHOIO
y4eOHOro Marepuaia

4. TlpakTnuyeckoe (MPUKJIATHOE) 3aJaHNE

(3axnouumenbHulil YyPoseHs)

B mnponecce uzyuenus mucummuinHbl «CepBUCHAs NEATEIBHOCTBY» [IJISl OBJIAJICHUS
MPAKTUYECKUMH HaBBIKAMU CTYJEHTHI pa0OTAaIOT ¢ KelicaMu (CUTYal[MOHHBIMH 33/1a4aMH ).

Keiic (B mepeBoje ¢ aHri. - ciaydail) mpenacraBiisieT coO0l MpOoOJIEMHYIO CUTYAIIHUIO,
npeajaraeMyro CTyJeHTaM B KauecTBE 3a7auu JJIs aHAIKU3a U [TOMCKa PeIIeHHUS.

Kelic — ommcanwe cuTyanu, KOTOpas BO3HUKaeT B Ipolecce pa3paboOTKH,

IIPOM3BOJICTBA U 0OMEHa TOBapoB M yciyr. CUTyallMy, Kak IpaBUio, CBA3aHbl C TIOBEJCHUEM
MIOKyIIaTess, KOTOpOoe TPYIHO IPeAcKa3aTb WIA M3MEPUTh, B TAKUX KEHCax HET SICHOIO
peleHust ¥ J0CTaTOUHOro KojnuecTBa MHPpopMaruu. OObIYHO Keic COAEPIKUT CXeMaTHUECKOe

CJIOBCCHO€ OIIMCAaHUEC, CTATUCTUYCCKUEC JaHHBIC, 4 TAKXKEC MHCHUA U CY)KI[CHI/HI.

Jl71g ycrienmHoro aHajan3a KeicoB cleAyeT MpUIepKUBATHCS psijia IPUHIIUIIOB:

* UCTIONB3YWUTE 3HAHUS, TIOJTYUYECHHBIE B TIPOIIECCE JEKIIMOHHOTO Kypca;

* BHMMATEJHHO YHTaliTe KEHC AN O3HAKOMIIEHHUS C MMeroleics uHbopmaiueii, He
TOpOHI/ITGCI) C BBIBOJaMU,

* He CMEIINBANTe MPEMONI0KEeHUS ¢ haKTaMu.

AHanu3 Kerca JOJKEH OCYIIECTBISITECA B ONPEICIICHHON MOCIIEI0BATEIbHOCTH

1 Beigenenue npoOieMsl.

2 Tlouck (akToB 10 JTaHHOU IpoldsieMe.

3 PaccMoTpeHue anbTepHATUBHBIX PEIICHUN.

4 Bri6op 000CHOBAHHOTO PEIICHHUS.

Keiic-3aganue 1: Yacto, momydas Kakym-TO YCIYTy, KIHEHT TMBITAeTCS eIIe
«BBITOBOPHUTHCS», paccka3aTh O CBOMX IpoOieMax. A y MEHeIKepa B JaHHBII MOMEHT HET
BPEMEHH Ha JIMIIHUE pa3roBOphl. Kak OH MOCTYNMHUT B JAHHOW CUTYallld, YTOOBI KIMEHTa He
«OTIYTHYTHY», HE 00ueTh ero? [IpeanoxxuTe CBou BapHaHTHI.

Keiic-3aganue 2: BcnomanTe, KOTJa BaM MPUIILIOCH B TIOCTIEAHEE BPEMSI CTOJIKHYTHCS C
00cITy>)KMBaHUEM IUTIOXOro KadecTBa. OMUIIUTE CBOE TOBEACHHE M TIOBEACHHE COTPYJIHHKOB
npeanpusaTs cepruca. Yem 3aKOHUMIICS Balll JAHHBIA KOHTAKT M YTO BBl BBIHECIH M3 STOTO IS

cebsa?
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Keiic-3amanue 3: Ilcuxomorm oOHapyXwiHM, 4TO cpeaud (PakTopoB, BO3OYKIAIOUTUX
HMOIMH, MEPBOE MECTO 3aHssIa My3bIKa, BTOPOE — TPOraTelbHbIE CLEHBbl U3 KMHO(PHIBMOB U
JUTEPATYpPHBIX NpOU3BeACHUN. My3bIKalbHas ICUXOTEpanus 4Ype3BbIYAHHO JEHCTBEHHA JIs
pPEaKTUBHBIX COCTOSAHMU. ['7e, B Kakux BUJAaX CEpBUCA MOXXHO MCIIONb30BaThb IPUMEHEHHE
MY3bIKH?

Keiic-3ananne 4. YnpasieHue KauecTBOM YCJIYIH

Ilpakmuueckoe 3a0anue: NIPOAHATUZUPYIUTE OCHOBHBIE KAUECTBEHHBIE XapaKTEPUCTUKU
HNOHATHS «yciyra». Ha Bai B3risig, MOKHO J1M yIIpaBiATh Ka4€CTBOM Ha IIPEANPUATHUAX cepBHCca?
3anonHuTe TabauIy.

IIpodJema

IpuunnbI

IMocaencrBus

YnpasieHue

[Tpobnema
CerMEHTAIUH o
BBITOJIaM —
pacxoxaeHue B
OKUJJAaHUSIX
norpeodurenei u
peakuuu
MIPOU3BOIUTEIIS

OO0cyxnast OHHA U TE
xKe KOMITOHEHTBI
YCIIyTH CTOPOHBI
TOBOPSIT «pa3HBIX
S3BIKAX»,  MOITOMY
bupma nMeeT
JIOKHBIC
Npe/ICTaBICHUS 0
MPEIIMTOYTESHUSIX
noTpeodurtenei

Pasnoe TonkoBaHue
COCTABJISIOIINX
MIOJTHOLIEHHOT O
00CITy )KMBaHUS
OOHapYKUTCS TO3KE,
U KIMeHT  Oyner
4yBCTBOBaTh  ceO0s
00OMaHyTBIM. 910
HETaTUBHO OTPA3HTCA
Ha €ro OTHOILICHHUSIX C
¢bupmoit

TmarensHOE
H3y4YeHue
MPEAIIOYTEHUIA
notpeodurenen c
BBIJICJICHUEM
0COOEHHOCTEH
Ka)KJIO0r0  CErMEHTa.
Cocrasienne
MIPOrPaMMBbI
CTUMYJIMPOBAaHUS  C
Y4eTOM TPpeOOBAHMIA 1

HOKEeJIaHUH

[IpoGnema
MO3ULIMOHUPOBAHUS —
PYKOBOAMTENH 3HALOT,
4ero XOTAT ux
noTpeOuTeNnu, HO HE
CIOCOOHBI MJM  HE
KENarT
YZIOBJIETBOPUTH
oTpeOHOCTH
Oxa3aHHas yciyra He
COOTBETCTBYET
pabouum
crenupuKanusm
Ycnyra B peanbHOM
WCIIOJIHEHU U HE
COOTBETCTBYET
oOenanusImM
Oxuganus
norpeodurenen B
OTHOILIEHNUU
nprodperaeMoit
yCIIyTu
ONPABIAIUCH

Keiic-3aganne 5: TexHosiorus MepyaHaaii3MHra Kak TOproBoi ycayru...

Mepuanaaii3uHT — KOMIUIEKC MEPOIPUATHI (BBIKIJIaJIKa TOBapa, pa3MeleHUE PEKIaMHbIX
MaTepUasoB), HAIIPaBICHHBIX Ha BBIJECIEHUE TOBApPOB B MECTax IMPOJaX, IPUBJICUYEHUE K HUM
BHUMaHUs U NOOYKIAOIIMX MOKYIaTeNeld coBepuiaTh MOKYIKH.

IToncunTtano, uro 2/3 Bcex pelIeHMH O TMOKYIKE NPUHUMAETCS HEMOCPEICTBEHHO B
Maraszune. [lortomy, Hanpumep, B CILIA ypoBeHb 3aTpaT Ha pekjiaMy B MECTax MPOJaK 3aHUMAET
3-e mecto. Ha pemienue nokymnaresns o mpuoOpETEeHUH TOTO UM MHOTO TOBapa HEMOCPEICTBEHHO
21
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B MarasuHe BJIMSIOT clleAylolye (akTopbl: y3HABAEMOCTb TOBApa; Li€HA TOBApa; BHEIIHUIN BH]
TOBapa, YIAKOBKAa; pEKIaMHO-MH(pOPMALlMOHHbIE MaTepuajbl B  MecTaX IMPOJAXH;
IpUBJIEKaTeIbHAas BBIKJIAJKA, JTOCTYIIHOCTh TOBapa; (pupMeHHOe 00OpylOBaHUE; CIELUAJIbHbIE
aKIIMH, JIETYCTalluy, JIOTEPEN U JIp.; MHEHUE JIIOJIeH O TOBape.

OcHoBHO¥ 3a/1a4eil MepUaHAali3UHIa SBJISIETCS yBEJIIMYEHHE 00beMa IPOo1axk TOBAapa yepes3
PO3HUYHYIO CETb.

OcHoBHbIE (DyHKIUM CIIy:KObI MepuaHAal3MHIa JUIsl yBEIMUYeHHs o0beMa MpoJax B
MarasuHax CleIyloIIue:

pa3MelleHre TOBapa B Mara3uHe;

pacroyio’)keHle B MarasMHe peKJIaMHO-MH()OPMAIMOHHBIX MaTepHalioB U (hUPMEHHOTO
000py10BaHuUS;

OpraHu3alys epeBOIHbIX 3aKa30B;

cOOp MapKETUHTOBOM MH(POPMAIIHH;

KOHTPOJIb 32 COCTOSHHUEM JIeJl B PO3HUYHON CeTH (HACBHIIIEHHOCTh TOBapoM, pabora
JUCTPUOBIOTOPOB U TOPrOBBIX IPEACTABUTENEH ).

Pasmewenue mosapa 6 maecazune. Ilpu pazMenieHMH ToBapa B MarasuHe HEOOXOJIUMO
YUUTBIBATh CIIEyIOIIEe:

PacrnosoKeHUe TOUKHU MPOJaXKU B CAMOM MarasuHe;

pacroio’keHre ToBapa OTHOCUTEIBHO MOKYNATeIbCKOI0 MOTOKA;

pacrojoKeHue ToBapa OTHOCUTEIBHO TOBAPOB KOHKYPUPYIOLIUX MapOK;

00beM, 3aHMMAEMBbIH TOBAPOM Ha CTEJUIAXKE.

B CHIA cymecrByer kommanust Selling Area Marketing Inc., xoropas cHaOxkaer
IPOM3BOUTENEH, peau3ylouX CBOM TOBapbl Yepe3 PO3HUUYHYIO CETh, JAaHHBIMU 00 ypOBHE
npoaax. braromaps 3ToMy NpPOM3BOIUTENH MOMY4Yar0T WH(POpPMAIMI0O O COBITE, KaKk CBOEH
OPOAYKIUH, TaK M NMPOJYKLIHU KOHKYPEHTOB. B COOTBETCTBUU C 3TUMM JaHHBIMH OTBOAMTCS
MECTO JJIsl pa3MEUICHUs] TOBAapOB Ha MOJKaxX Mara3suHa. B Poccum ke Ha CEroaHSIIIHUN JEHb
pasMelleHre TOBapa B Mara3uHax 4acTo 3aBHCUT OT aIMUHHCTPALIMU Mara3uHoB.

3anaya ciyXObl MepuyaHJal3MHIa INpU OpraHU3alUU NEPEeBOAHBIX 3aKa30B - IIPH
IOCEIIEHUN Mara3uHa OTCIEXHUBaTh HaJlM4yhe AacCOpPTUMEHTa ToBapa I[POU3BOJUTENS U
CBOEBPEMEHHO JIeJ1aTh 3aKa3 Ha HEJOCTAIOINE TO3ULUH.

Bonpocwi ona obcyrcoenun:

1. KakoBa posp MepuaH/aii3uHIa B HOBBIIEHUH KOHKYPEHTOCIIOCOOHOCTH NMPEANPUATHS?

2. B kakux ycloBHUSX poJib U 3HAUCHHE MepYaH/aii3unra OyayT Bo3pacraTh?

3. Kak npumenuth koHuenuuioo mepyanpaisuara k yciayram CKCuT (rocTuHHYHOTO
cepBuca, JKKX)? [Ipusenute npumepsl.

4. Kax nposiBiisieTcs 3aMHTEPECOBAHHOCTh B MEPUaHJali3UHT€ CO CTOPOHBI TPOU3BOIUTEIS,
MOCPEAHMKA U NTOKyHaTess?

Keiic-3aganmne 6: BcmomHnTe, KOT]a BAaM MIPUIIUIOCH B MTOCIIEIHEE BPEMsI CTOIKHYTBCS C
00CITy’)KUBaHUEM IIIOXOro KadecTBa. ONUIINTE CBOE IMOBEAEHHUE U MOBEICHHE COTPYAHHUKOB
peanpusITHs ceppruca. YeM 3aKOHUMJIICS Balll JAHHBIA KOHTAKT U YTO BbI BBIHECIHU U3 3TOTO JUIS
cebs?

Keiic-3ananue 7: Ynpa:xxauenue «Bonpocbn»

[IpaBUIBHO TMOCTaBIEHHBIE BOMPOCH! MO3BOJIAIOT MOJy4YaTh HYXKHYIO HMHGPOpPMALUI0 U
aKTUBHO YNPAaBIATh XOIOM JenoBoil Oecenpl. Ilepedopmynupyiite creayrolue 3aKpbIThie
BOIIPOCHI CHAauYala B OTKPBITHIE, IOTOM B aJIbTEPHATUBHBIE: «BbI XOTHUTE 3aKIOYUTH JOTOBOP?»,
«BaMm noaxoasaT HamM yciaoBus?», «S mory Bam uem-HHOY 15 TOMOYB?» U JIP.

[TpopaboTaiite X, couerast BOIPOCH! C MPUEMaMU aKTUBHOT'O CIYIIaHUS, TPOAHATU3UPYHTE
cuTyauuu. Hanummre cnucok OTKPHITHIX U albTEPHATUBHBIX BOIIPOCOB, HEOOXOAUMBIX MPU
COBEPULICHHH 3aKa3a.
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KpI/ITCpI/II/I 1 IIKaJa OOCHUBAHUA 110 OLICHOYHOMY CPEACTBY
(IIPAKTHUICCKOC 3aAAHUCH

[IIxana oneHUBaHUA Kpurepuii onieHuBaHus
(nHTEpBAN OAIIIOB)
5 [IpakTuyeckne 3agaHusi BBIIOJHEHBI HA BBICOKOM  YpPOBHE
(mpaBusIbHBIE 0TBETHI J1aHbl HAa 90-100% BompocoB/3anay)
4 [IpakTuyeckne 3agaHWs  BBIIOJHEHBI Ha CPEJHEM YpOBHE
(mpaBuJIbHBIC OTBETHI JIaHbl Ha 75-89% Bompocos/3aaa4)
3 [IpakTuyeckue 3agaHus  BBINOJIHEHB HAa  HHU3KOM  YpPOBHE
(mpaBuiIbHBIE OTBETHI J1aHbl Ha 50-74% Bompocos/3aaa4)
2 [IpakTiyeckue 3aJaHus BBIIOJHEHB HAa HEYAOBICTBOPUTEIHHOM
YpOBHE (IpaBUJIbHBIE OTBETHI JaHBI MeHee ueM Ha 50%)

NS

©CoNo O

11.

12.

13.

14.
15.
16.
17.
18.

19.
20.

21.
22.
23.

24,
25.
26.

5. OueHoYHbIE CPEACTBA JJIs MPOMEKYTOYHON aTTeCTAIHH
(3x3amen)

CepBucHas yciyra u €e BUJIbI.

CepBucHas 1€ATeIbHOCTh U TOTPEOHOCTH YEIOBEKA.

Cnyx0a cepBuca u ee QyHKIHH

Hcropuyeckoe pa3BUTHE CEPBUCHOM JEATEIILHOCTH M OCOOCHHOCTU €€ CTAHOBJICHHS B
COBPEMEHHOM MUDE.

Hcropust pa3BUTHS CEPBUCHBIX YCIYT B CTpaHax MUpa (CTpaHa Ha BHIOOD).

Tpanuuuu cepBrca B pa3HbIX CTpaHax MHpA.

CepBucHas 1eATeIbHOCTh KaK YacCTh KYJIbTYpPHI.

DTHYECKHE OCHOBBI U 3CTETUYECKHE aCIIEKTHI CGpBHCHOﬁ JACATCIIbHOCTH.

KyinbTypa cepBrica 1 3TUKETa B KOHKPETHOW CTpaHe (CTpaHa Ha BHIOOD).

. Ilcuxomoruueckass KyJIbTypa CepBHCA: IICHXOJOTUS CIyXObl CcepBUCa; TpPyHOBas

JESTEIbHOCTh PAOOTHUKOB CEpbl 00CITYKUBAHHUS.

OTudeckass KyJnbTypa cepBuca: TNpoQecCHOHaNbHAs JTHKA; KyJbTypa OOLICHHS
pabOTHUKOB C KIIMEHTAMH.

OcreTnyeckass KyJbTypa: TEXHHYECKass JCTETHKAa M JW3aiiH; OJCTETHKA BHEUIHETO
oopmieHHus HMHTepbepa MPEeINpUsATHI cepBUca W pabO4YMX MeCT OOCITyKHBAIOILIETO
nepcoHalla; BHEUTHUI 00JIMK pabOTHUKA.

ITpaBoBoe obecneuenue cdepnl obcmykuBanHus. KanoObl U MpeTeH3uHu NoTpeOuTeNnei,
3alIUTa UX Mpas.

Knaccugukanus ycnyr no @. Kornepy.

Knaccugukaius cTaTHCTUYECKH yUUTHIBAEMBIX YCITYT.

KommnekcHast kiaccudukanus yciyr.

CoBpemMeHHbIe (HOPMBI 00CITYKUBAHMUS.

CymHOCTh U 0COOEHHOCTH 00CITy>KHBaHUS MOTpeOUTENeN B CTALIMOHAPHBIX YCIOBUSAX U C
BBIE3/IOM Ha JIOM K ITOTPEOUTEIISIM.

beckoHTakTHOE 00CITY)XKHBaHUE TOTPEOUTENEH.

KadecTBO ycnmyrm Kak KOMIUIEKC, COJAEpKallMi KavyecTBO MOTEHIMaja, Tpolecca U
KYJIbTYPBI.

XapakTepHucTHKa MaKeTa MeKayHapoaHbIx cranaapToB ISO cepun 9000-2000.
[Tpobnemb! kauecTBa U 6€30MACHOCTH YCIYT B IPAKTUKE COBPEMEHHOTO CEpBHCA.
XapakTepHble 4epThl (paHdaii3uHTa, KaKk (HOPMBI IPEANPUHIMATEIECKOM IeATEIIEHOCTH.
[TpeumymiectBa ppaHdaii3MHTOBOM CUCTEMBI.

IIpenmy1ecTBa TEXHOJIOTUN MEPYAHIAN3UHTA.

OcCHOBHBIE BU/IbI YCIIYT, BXOJAIINE B TYPUCTUUYECKYIO IPOTPAMMY.

OCHOBBI KOMIUIEKCHOTO O0CITY’)KHBaHUS TYPUCTOB.
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27. OcoOEHHOCTH CePBUCHOTO 0OCITY)KMBAaHUS B TOCTUHHUIIAX.

28. CepBHCHOE 00CTyKMBaHNE COBEIIAHU, KOH(EPEHIIHIA, BBICTABOK.
29. Opranusanys pa3BiIedeHUH Kak cepa CepBUCHOM IEATEIFHOCTH.
30. Opranu3anys MuTaHus Kak KOMIUIEKC CEPBUCHBIX YCIYT.

Kpurepnn u mkana oneHUBaHUS K POMEXYTOUYHON aTTECTALIUN

«IK3aMCH»

HamwmonanpHas nikasa

XapakTepucTrKa 3HaHUs MPEMETa U OTBETOB

OoTIINYHO (5)

CryneHT 1y0OKO U B MOJHOM 00BEME BaeeT MPOrpaMMHBIM
MaTepuagoM. ['paMOTHO, HCUEpNBIBAIOIIE M JIOTHYHO €ro
M3JIaraeT B yCTHOW WM NMUChbMEHHOW (opme. [Ipu 3TOM 3Haer
PEKOMEHIOBAaHHYIO JIUTEPATYPy, IMPOSABIAET TBOPYECKUHN MTOAXOL
B OTBETaxX Ha BOIPOCHl M MPABUIBHO OOOCHOBBIBAET NMPHUHSITHIC
pElIeHNsA, XOpOLIO BIANEET YMEHUSMU M HaBBIKAMU IIpU
BBIITOJIHCHUM IPAKTUYECKUX 3a1a4.

xoporo (4)

CryzneHT 3HaeT NporpamMMHbI MaTepuall, TPaMOTHO U IO CYTH
U3JaraeT €ro B YCTHOM MM MUCBMEHHOW (opme, Hommyckas
HE3HAYUTEJIbHbIE HETOYHOCTH B YTBEP)KICHUSX, TPAKTOBKAX,
OIIpeIeJIEHUSIX M KaTeropusix WM HE3HAYUTEIbHOE KOJIUYECTBO
omn6Ook. Ilpu sTOM BiageeT HEOOXOAMMBIMU YMEHHUSIMH U
HaBBbIKAMU IPU BBIIOJHEHUH IPAKTUYECKUX 3a/1a4.

YAOBJIETBOPUTENHHO (3)

CTyzneHT 3HaeT TOJbKO OCHOBHOM IIpOrpaMMHBIA MaTepual,
JIOTYCKaeT HETOYHOCTH, HEJAOCTATOYHO 4€TKHE (POPMYITHPOBKH,
HETIOCJIEeI0BATENIbHOCTh B OTBETaX, M3JaraéMbIX B YCTHOW WIH
nucbMeHHOM ¢opme. Ilpu STOM HEZOCTaTOYHO BJAJACET
YMEHUSMH U HaBbIKAMU TIPH BBIMOJIHEHUU MPAKTUYCCKUX 3a]1ad.
Jomnyckaet 10 30% ommOOK B U3JIaraeMbIX OTBETaX.

HE YJIOBJIETBOPUTEILHO (2)

CryneHT He 3HaeT 3HAYMTEIBHOM YacTH MPOTrPaMMHOTO
Matepuana. [Ipu 3ToM AomyckaeT NPUHIMIHAIBHBIE OIIUOKU B
JI0KA3aTeNIbCTBAX, B TPAKTOBKE MOHATUN U KATETOPHA, POSIBISET
HU3KYIO KyJIbTYpY 3HAHHUH, HE BJIaJICE€T OCHOBHBIMU YMEHUSMHU U
HaBBIKAMHU TPU BBHIMOJHEHUU TNpakTUYecKux 3amad. CTyaeHT
OTKAa3bIBAETCS] OT OTBETOB HA JONOJHUTEIBHBIE BOIIPOCHI
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JIucT u3MeHeHU ¥ 1ONOJTHEHUM

n/a

Bunsl nononneHuii u
H3MEHEHUH

Jlata 1 HOMep MpoTOKOIa
3aceiaHus Kaeapbl
(xadenp), Ha KOTOPOM
OBLIN PacCMOTPEHBI U
0/100pEeHbI U3MEHEHUS U
JIOTIOJTHCHHSI

Iloamuce
(c pactupoBKOI)
3aBeyIoniero kageapoi
(3aBenyromux Kadenpamu)
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