[Tpunoxenue 5

denepanbHOE rOCYIapCTBEHHOE OIOKETHOE 00PAa30BATEIHHOE YUPEXKICHUE BBICILIETO
obpazoBanus « TaMOOBCKHUIA rocynapCTBEHHbIN yHUBEpcUTET uMenu [.P. Jlep:kaBuHay»
NHCTUTYT SKOHOMHKH, YIIPABJIEHUS U CEPBUCA
Kadenpa "CepBuc, Typusm 1 TOProBoe Jieio"

YTBEPX/AIO:

3

WHCTHT Y
IKOHONUA

)
o
(s)

J U
198 3An3
Ad2ud2

'S

Z0

PABOYAS ITPOT'PAMMA

no puciumuinae b1.B.9 CepBucHast 1esTenbHOCTh U TEXHOIOTUY TOCTUHUYHOTO CepBUCa
Hanpasnenue noaroroBku/cnenuaibHOCTh: 43.03.02 - Typusm

[Ipoduns/nanpasneHHoCcTh/cienranu3anus: Oprauuszanus U yupaBieHue NpeanpusTUusIMu
UHYCTPUU TypU3Ma U TOCTUHUYHOIO XO351UCTBA

YpoBeHb BbICIIEro 00pa3oBaHus: OakagaBpuaT
KBanudukanus: bakanasp

rojg Habopa: 2019

Tam6o0B, 2021



ABTOp NMpOrpamMmsbi:
Kannunar nemarornyeckux Hayk, noueHT Mopesa Cetiiana HukomnaeBna

Pabouas nporpamma cocrapnena B coorBeTcTBuu ¢ ®I'OC BO mno nampasienuto noaroroBku 43.03.02 -
TypusMm (ypoBeHs OakanaBpuara) (mpukas MunuctepcTBa oopasoBanus u Hayku PD ot «08» mrons 2017 r.
Ne 516).

Pabouas mporpamma npunsara Ha 3aceganuu Kadenpsr "CepBuc, Typusm u TOproBoe neno" «12» sHBaps
2021 r. IIporokom Ne 5

Paccmotpena u onoOpeHa Ha 3aceqaHuM Y4eHOro coBeTa MHCTUTyTa SKOHOMHKH, YIIPaBIEHUS U CEpPBUCA,
[IpoTtokon ot «20» sauBaps 2021 1. Ne 5.



COIEPXAHUE

B (5011708 BB 12 2 001 02 (0300200 00711 4

. Mecto muctiatIuHBL B CTPYKTYPE OIT OAKATABPA. ... uveenttintt et et e et e e e ee e e iee e eaeeeteeaeeaeenns 6

. O0OBEM U COMEPIKAHME TACTIATIITITHBL. . . ..\ vsussenssenteenseenneenseenneeneeeaseeeseanasanseanseanseenreenneenneans 6

. KorTpons 3HaHM# 00y4Jaronuxcst U TUTTOBBIC OITCHOUHBIE CPEICTBA. ... vtnureenrsenreenreenneenneenneenneenneans 11
. MeToandeckne ykazaHus I 00YUYAIOITAXCS 10 OCBOCHHUIO JUCITUTUTHHBI (MOJTYTIS) ..\ vveeeeeanreannannnns 29
. YueOHO-MeTonnYeCKOe U HH(POPMAIIMOHHOE 00CCIICUCHHE TUCIIMIIMHBL. . ... vvvsenransereereareareensannnns 31
. MarepuanbHO-TeXHUYECKOe obecrievueHue JICIIUTUTAHBI, MpOTrpaMMHOE obecrieveHue,

npodeccroHabHBIC 0a3bl TaHHBIX U WH(POPMAITHOHHBIE CITPABOTHBIC CHCTEMBL. . ...'vveeereenreanreansannns 32



1. lean u 3agaun AUCHUATIHMHBI
1.1 Henp qucuuruivHel — GopMUpOBaHUE KOMIIETEHIIHIA:

ITIK-2 CnocoGeHn opraHu3oBaTh MpoIecc 00CITyKHUBaHUS MOTpeOUTEIEH HA OCHOBE HOPMATHBHO-IIPABOBBIX
aKTOB, C YYETOM 3alpOCOB NOTpedUTENeH U MPUMEHEHUEM KIMEHTOPUEHTHPOBAHHBIX TEXHOIOTUN

[TK-4 CriocoGeH oCyIecTBIATh BHYTPEHHUE U BHEIIHUE PO ECCUOHATBLHBIE KOMMYHUKAIIUH

1.2 Tumel 3aga4 npogecCHOHANBHOU NEeATeNbHOCTH, K KOTOPBIM TOTOBSTCS OOydYaroluecsi B pamMKax

OCBOCHUA AUCHUIIIINHBI:
- CEPBUCHBIN

1.3 JlucumrinHa OpUEHTHPOBAHA Ha MOATOTOBKY OOydYaroHIMXCsl K Mpo(ecCHOHaIbHOM AEATEIbHOCTH B
chepe: 33 Cepsuc, OkazaHWE YCIYT HACEIEHUIO (TOPrOBIsl, TEXHUYECKOE OOCITY)XHBAHHE, DPEMOHT,
NPEOCTaBICHUE IEPCOHATIBHBIX YCIIYT, YCIYTH TOCTEIIPUUMCTBA, OOIIECTBEHHOE MUTAHUE U TIp. B cepax:
OKa3aHUC TYPUCTCKHUX, SKCKYPCUOHHBIX YCIYT HACCIICHHUIO U UHBIX YCIYT HCOGXOI[I/IMLIX IJId OpraHu3alvu 1
peanu3any  MyTeHIecTBUH; (opMHUpOBaHME, TPOABMKCHHE W peau3alusi TYPUCTCKOTO MPOAYKTa;
JeSTeIbHOCTh OOBEKTOB TYPUCTCKOM HH(QPACTPYKTYphl W TYPHCTCKUX CEpPBUCOB; INPOCKTHPOBAHHE B

Typu3Me)

1.4 B pe3ynbTare 0CBOCHHS JUCHUIUIMHBI y 00YYarOIUXCs TOJKHBI OBITH C(OPMHUPOBAHBIL:

O06001TIeHHBIEC TPYIOBEIE
(yHKIMH / TPYAOBBIC
(YHKIMY / TPYAOBBIC HIIH

Kon n HammenoBaHue
xommnereniuu ®I'OC BO,
HEOOXOOUMOM IS

npodeccroHaIbHEIC (hopMHpOBaHUS TPYIOBOTO
nercTBus (MIpH HAUTHIAH WIH PO eCCHOHATBLHOTO
npodcTangapra) TEHCTBUS

MHankaTopbl JOCTHKEHUS] KOMIIETEHIIAM

- B/02.6 B3aumoneiicteue
C IOTPEOUTEISAMU U
3aWHTEPECOBAHHBIMU
CTOPOHAMHU

[MK-2 Cnocoben
OpPraHHU30BaTh MPOIECC
o0CITy)KHBaHUS
norpeduTenel Ha OCHOBE
HOPMATHUBHO-TIPABOBBIX
AKTOB, C YYETOM 3aIpOCOB
noTpedurenei n
MPUMEHECHUEM
KIIMEHTOPUECHTUPOBAHHBIX
TEXHOJOTUIA

BLI6I/IpaeT U TOPUMCHACT KIHMCHTOOPUCHTUPOBAHHLIC
TCXHOJIOTUU TYPHUCTCKOI'O 06CJ'Iy>KI/IBaHI/I$I

- C IIpoBenenue

[1K-4 Crnocoben

OOecneunBacT I/IH(i)OpMaI_[I/IOHHOG KOHCYJIBTUPOBAHUC U

9KCKYpCcHi OCYILECTBIISITH BHYTPEHHUE |COMPOBOXKICHUE KIMEHTOB TYPUCTCKOTO MPEAIPUSITHS
- C/01.6 Pazpabotka Y BHEIITHUC

9KCKYpCcHi npodeccuoHaIbHEIE
- C/02.6 IIpoBeneHue KOMMYHHKAIIH

9KCKypCcuit

1.5 CormacoBanue MCKIUCHTUIITIMHAPHBIX CBsI3eH JAWUCIMIIINH, OGCCHG‘-II/IBEIIOH_II/IX OCBOCHHC KOMHGTGHHHﬁ:

[IK-2 CnocobGeHn opranu3oBaTh MpoIecC OOCTYy)KHMBaHUS TOTPEOUTENCH HAa OCHOBE
HOPMAaTHUBHO-TIPABOBBIX AaKTOB, C YYETOM 3alpOCOB IOTpeOHTENeld W TpPUMEHEHHEM
KIIMCHTOPUCHTUPOBAHHBIX TEXHOJIOTUI

Ne HaumenoBanue
/o JHCIUATLINH,
OTIPEICTISIONINX
MEXTUCITUTUTMHAPHBIS
CBSI3U

®dopma 00yueHus

Ounas
(cemectp)

3aouHas
(cemectp)

21314151617
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AnmanraruonHas
JUCIIUIUINHA IS
WHBAIUJIOB U JIUIL C
OB3 "Texnonoruu u
OpraHu3aIus
SKCKYPCHOHHOU U
BBICTABOYHOM
nearenpHoCcTH"

A»uManus B
WHIYCTPUU TypU3Ma

CepBHCHas MpaKTHKa

TexHOJIOTHH 1
OpTraHu3aIus
9KCKYPCUOHHOU 1
BBICTABOYHOM
JIeSITeIbHOCTH

TexHOJIOTHS IeTOBOTO
OOIIIeHHS B
WHIyCTpUN
TOCTETIPUAMCTBA

TexHoIOTHA B
OpTraHu3aIys
OTIEPaTOPCKUX U
areHTCKUX YCIyT

TexHoIOTHA B
OpTraHu3aIys
TYPHUCTCKOU
JIeITEIbHOCTH U
TOCTHHUYHOTO
XO3STMCTBA

TpancnopTHOE
o0cCTyXKHBaHUE
TYPUCTOB

[IK-4 CnocobeH OCyHIECTBIATh
KOMMYHUKAITUH

BHYTPCHHUC MW BHCIIHHC

Ne
n/m

HanmenoBanmue
JIMCITUILINH,
OTIPEICIISIIOITIX
MEKIUCIUTUTMHAPHEIE
CBSA3H

dopma oOyyeHus

Ounas
(cemectp)

3aounas
(cemectp)

4

5
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AnmanranuonHas
JUCIIUIUINHA JJIs
WHBAIUJIOB U JIUIL C
OB3 "Texnonoruu u
OpraHu3aLus
SKCKYPCHOHHOU U
BBICTABOYHOM
nearenpHoCcTH"

AH»uManus B
WHIYCTPUU TypU3Ma

WHTepuer
TEXHOJIOTUU U
peKiama B HHIYCTPHUH
TOCTENPUHUMCTBA

CepBHCHas IPaKTHKa

npodeccuoHanbHbIC



5 |TexHomOrNu " +
OpraHH3aIus
SKCKYPCHOHHOU U
BBICTaBOYHOM
JIeSITCIIBHOCTH

6 | Texnomorusa AemoBoro
00I1IeHHUS B
WHIYCTPUU
TOCTENPUUMCTBA

7 | TexHomorus u +
OpraHHU3aIus

OTIePaTOPCKUX U
areHTCKUX YCIIyT

2. MecTo nucuuiuiaabl B cTpykrype OII 0akanaBpuara:

I[I/ICI_[I/IHHI/IHa ((CepBI/ICHaH ACATCIBHOCTh UM TCXHOJOIMHW TOCTHUHUYHOTO CCPBUCA» OTHOCUTCA K YacCTH,

dbopMupyemMoii ydyaCTHHKaMH 0O0pa30BaTeIbHBIX OTHOIICHHIA,

noarotroBku 43.03.02 - Typuzm.

HI/ICHI/IHHI/IHa ((CepBI/ICHaH ACATCIBHOCTD U TEXHOJIOTHU TOCTUHUYHOI'O CEPBUCA» U3YHACTCs B 4 CEMECTPE.

3.00beM U coep:kaHMe TUCHUILTHHBI

3.1.00bpeM QUCLMILIUHEL 3 3.€.
Ounas: 3 3.e.
3aounas: 3 3.c.

yuebHoro 1wiana OIl mo HampaBiIeHHIO

. Ounas 3aoyHas
Bun yueGHOM paboTHI
(Bcero yacoB) | (Bcero 4yacon)

OO0mas Tpyn0éMKOCTb 1M CHUILTTHHBI 108 108
KonTaktHas pabora 36 12
Jlexuuu (Jlexummn) 18 6
[Tpaktuueckue (IIpakr. pab.) 18 6
CamocrosrenbHas padota (CP) 36 87
DK3aMeH 36 9

3.2.ConepxaHue Kypca:

Ne HasBanue Bun yue6HO# paboThl, yac. | @OpMBI TEKYIIETO
TEMBI pa31[ena/ TEMBbI Jleknun Hp aAKT. CP KOHTPOJIA
pao.
o|3]o]3]0]3
4 cemectp
1 CepBucHas CobecenoBaHue;
JESITeIbHOCTh KaK [ToaroroBka
opma IIEKTPOHHOM
g)z[(aneTBopeHm 2 b2 b4 npeseI:{TauHH
noTpeOHOCTEH
4eJI0BeKa
2 Bunst 1 popmer Beimonnenue
CEPBUCHOM NPaKTUYECKHX
,Z[CI;TGJIBHOCTI/I 2 I 4 I 4 12 p3az[aHI/H71;
TectupoBanue




3 «KoHTakTHas 30Ha» Ormpoc;

Kak cgepa Brinonnenue
peanu3anuu 4 1 2 - 4 112 IIPaKTUYECKUX
CEpPBHCHOI 3aJjaHUN
JIEeITEIILHOCTH

4 Knaccudukarus Brimonnenue
PEIIPUITHN MPAKTHYECKUX
CEpPBHUCHOTO 2 1 2 - 4 4 3aJaHuM;
00CTyKUBaHUS [TonroToBka yCTHBIX

BBICTYIUICHUU

5 KauectBo ycnyru HAay4YHbIN JTIOKJIA]]
KaK O0BEKT 2 - 2 1 6 | 12
yTpaBICHHUS

6 Tunonorus TecTtupoBanue;
noTpeduTeneit u ) i ) 1 6 | 12 ColOecenoBanue
MIPUEMBI
o0cITy)KMBaHUS

7 Cucrema KadecTBa Brimonnenue
o0CcITy)KUBaHUS MPAKTUIECKHUX
KJIMEHTOB: ) 1 ) 1 4 |12 3aJIaHHI;
OCHOBHEIE Co0OecenoBanue
COCTAaBJISIONINE U HX
B3aUMOCBS3b

8 CoBpeMeHHbIE Brinonnenue
TGXHOJIOI"I/IVI/I B ) 1 ) 1 4 | 1 HpaKTEI‘-IeCKI/IX
CEpBUCHOMU 3aganuii; Onpoc;
JIEATEIIbHOCTHU CobecenoBanue

Tema 1. CepBucHas 1eAiTeJILHOCTH Kak ¢gopma ynoBJjieTBOpeHnsi noTpedHocTeil YesioBeka (ITK-4)
Jlekumus.
Henu n 3amaun npeaMera «CEpBUCHAS AEATEIBHOCTHY». TeopeTudeckrne MOAXObl K MOHITHIO «CEpBHCHAS
nearebHOCTh». [loHaTus ycmyra. CBOMCTBa yCIyru. OTambl pa3BUTHS CEPBUCHOM AEATEIBHOCTH. Poiib
CEpPBUCHOM JEATENIBHOCTH B YAOBJIETBOPEHHM NOTpeOHOCTEel denmoBeka. CepBUC KaK MOTPEOHOCTD.
OObexkTuBHAasE U CyObEKTHBHasg CTOpOHa B moTpeOHOcTsAX. OrmpeneraeHre 3HAYEHHUs] CEPBUCHOM
NEATEIHFHOCTH B OOII[ECTBE.
IIpakTnyeckoe 3ansATHE.
1 Teoperuyeckue MOAXObI K MOHITHIO «CEPBUCHAS AEATEIBHOCTDY.
2 OmpeneneHue 3HAYCHHs] CEPBUCHOM NIEATEILHOCTH B HHPPACTPYKTYpEe TYPUCTUUECKON MHIYCTPHUH.
3 Cepsuc kak NOTPeOHOCTb.
4 OObeKkTUBHAS ¥ CYObEKTHBHAS CTOPOHA B MMOTPEOHOCTSX.
5 Ponb cepBHUCHOM ACATEIBHOCTH B YIOBIETBOPEHUN OTPEOHOCTEH UesioBeka.
6 OCHOBHBIE TOJIXO/AbI U IPUHIIUIIBI OCYIIECTBICHUS YCIYT.
7 OOBeKTUBHBIE (PAKTOPHI, OMPENEISAIONIE pa3BUTHE CHEphl YCIYT B COBPEMEHHOM POCCUKCKOM
o0riecTse.
3ananus AJ51 CAMOCTOSITeILHOI padoThI.
1. 3ydeHue u cucteMaTH3aus ClpaBOuYHbIX MaTepHalioB C UCIOIb30BAHUEM ITIO0AIBHOM ceTH
«HTepHeT?, yueOHOM, HAyYHON U METOIUYECCKOM JIUTEpaTyphl, MAaTEPHUAIIOB IEPHUOTUICCKUX U3IAHUN C
MIPUBJICUCHUEM DJICKTPOHHBIX CPEJCTB OUIINATILHOMN, CTATUCTUYECKON, IEPHOANIECCKON U HAYYHOU
nH(pOpMAIUH 10 AUCLHUIIINHE.
2. IloarotoBbTE apryMEHTUPOBAHHBIE OTBETHI HA BOIIPOCHI:
o lloHsATHE M CYIIHOCTBH CEPBUCHOM NEATEIBHOCTH.



o ConmanpHo-KyJIbTypHas cepa: FIEMEHThI, CTPYKTypa U (PyHKIHH.

ITonsiTue ycnyra.

CBOJCTBO yCIIyIH.

o [loHsTHE TOTPEOHOCTS.

o DakTophbl, ONpeaeNIone Pa3BUTUHE CHEPHI YCIYT.

Tema 2. Buasl u popmsbl cepBucHoii nesiteibHocTH (ITK-4)
Jlexknus.

[Tonatue BuAbl U (QOPMBI CEPBUCHOW JEATENBHOCTU. [pynmupoBKa CEpBUCHOH JESATEIBHOCTH IO
KPUTEPHSIM «HAIIPABICHHOCTH CEPBUCA» U «CTENEHb OCA3aEMOCTH MPOLIECCa OOCTYKUBAHUSD.

Buel cepBUCHOM ESITENBHOCTH —

1) coOCTBEeHHO CcepBUCHAs JESITEIbHOCTh, HANpaBICHHAas Ha YIOBJICTBOPEHUE WHIAMBHIYaTbHBIX
MOTpeOHOCTEHH;

2) TNPOW3BOJCTBCHHO-TEXHOJOTHYECKAs CEPBHCHAS JESITEIbHOCTh, HAINPABICHHAs Ha OPraHU3ALUI0 U
yIIpaBJICHUE MPOIECCOM CO3/IaHMs (OKa3aHHUs) HEMaTepHAJIbHOTO OJara (yCiayru);

3) oOpraHu3alMOHHO-YNpaBJICHUYECKas CEepBUCHAsl JesATeNIbHOCTh, HaNpaBleHHas Ha CO3JaHue U
PEryIupoBaHUE CEPBUCHBIX MPEANPUITUNA U B3aUMOOTHOILIEHUH C TOTpeOUTENEeM;

4) Hay4yHO-HCCIIEOBATENIbCKasi CEPBHUCHAsl AEATEIbHOCTb, HANpaBJieHHAs Ha aHAIM3 U UCCIIEJOBaHUE
XapaKTEePUCTHUK CEPBUCHOTO MTPOU3BOACTBA, PHIHKA, TOTPEOUTEINS.

BI/II[BI CepBI/ICHOI\/'I ACATCIIBHOCTH B OCHOBHOM IIpCAIIoJaratoT HEKOTOPbIC HOPMEBI, & UMCHHO!

- ynoOcTBO cepBuca (YCIyTrH JOJDKHBI IPEOCTABIATHCS BO BpeMs, yCTpauBarolee MoTpeOUTes, B Hy>KHOM
MecTe);

- TapaHTUPOBAHUE COOTBETCTBUS MPOU3BOJCTBA CEPBUCY (T. €. MOCETUTENh HE JIOJKEH OBITh IMOCTABJICH B
YCIIOBUS «00CITyXH ce0st cam»);

- nH(pOpMaLMOHHAs OTAa4a cepBuca (K CEpBUCHON MH(DOPMAIMH JOKHBI BHUMATEIBHO MPHUCITYIINBATHCS
PYKOBOJMTENN OPraHU3aLMNA, MEHEKEPHI TOIPA3ACIEHUIN, MAPKETOIOTH).

IIpakTH4Yeckoe 3aHATHE.
1. ITonsaTue BuabI U GOPMBI CEPBUCHOM ACSITEIHHOCTH.
2. Bugpl cepBuca 1o BpeMEeHH OCYIIECTBEICHUS, 110 COJEPKAHUIO PaloT.
3. [lonsatue "dupmeHHBIN cepBuUC".
4. ®opmbl 00CITy)KUBaHUSL.
3aganus AJ151 CAMOCTOSITEJIbHOM PadoThI.

1. IIpoBenuTe cpaBHUTENBbHBIN aHHATIN3 OpraHU3ali CEPBUCHOTO 00CTYKUBAaHUS HA BHICTABKAX U
sspMapkax (KoH(pepeHIHsIX ).

2. Packpoiite cieniuduKy CepBUCHOTO 0OCTY>KUBAHUS COIMMOKYJIBTYPHBIX MPEATPHUSITHIA.

3. Packpoiite 0cOOEHHOCTH YIIPaBICHHUS CEPBUCHBIMU MEPOTIPUATUIMHU.

Tema 3. «KoHTakTHas 30Ha» KaK cdepa peaJnu3annu cepBucHoil nesitenbHOCTH (ITK-4)
Jlexknus.

[ToHsiTHE W CYIIHOCTH «KOHTakTHass 30HA». OCHOBHAs XapaKTEPUCTHKA, OCOOCHHOCTH OpTaHU3aIIUU.
XapakTepucTuka MOHSITHS «C)KaTash KOHTAaKTHas 30Ha». BIusHWE BHEIIHUX M BHYTPEHHUX (PAKTOPOB Ha
OpraHM3alMil0 KOHTAKTHOW 30HBI. BHIBI MEXIMYHOCTHBIX pacCTOSHHUM. B3anMOCBA3aHHBIE CTOPOHBI
obmennst. Buabr oOmiennst. TUTIBI COOTHOIIEHUI MEXTy PEYEeBBIM U HEPEUCBBIM COOOIICHUSIMH. DTHUECKHE
U TICUXOJIOTUYECKHE AaCMeKThl OOIIeHMs. YHHBepCcalbHbIC TMpaBuia OOMICHHS. OJTambl Ipolecca
00CITy)KHBaHHUS.

IIpakTnyeckoe 3ansATHE.
1. Mogenb NpuHATHS peLICHUs HAa TOKYTIKY YCIYT.
2. TakTuka 00CITyKMBaHHUS Ha dTarax COBEPIICHUS 3aKa3a.



3. XanoObl 1 KOHGIUKTHI IPU 00CTYKUBAHUN KIMEHTOB.
4. Ctuiib 00CITy’)KUBaHMS KaK BbIpa)KEHUE OOLTHOCTHU KOJUIEKTHBA.
5. OTuKa B3aMMOOTHOIIEHUH B TPYIOBOM KOJJIEKTUBE.
3ajanus 1J151 CAMOCTOSITEJIbHOM PadoThlI.
1 Packpoiite nousTHe «mpodeccuoHagbHas TUKa», €€ CYIHOCTb JJIsi paOOTHUKOB 00CTYKHBaHUSI.

2 TlpoBeauTe CpaBHUTENBHBIN aHATN3 MPO(ECCHOHATBHOTO TTOBEACHHS, COIMATLHON POJIM paOOTHHUKA
cepsuca; Kogekc npodeccnoHanbHON STUKHA, OCHOBHBIE TIOJIOKEHUS.

3 Usyuute «TpeboBanusi, MpeabsBIsIEMbIC K UCTIOTHEHUIO COIMAILHON POJTH B PaMKax
npoecCHOHANBHOTO MOBEACHUS Ha IPEIPUITUN CEPBUCAY.

4 TemmepaMeHT KaK XapaKTepHUCTUKA MHAUBHUIYaIbHO-TICUX0JIOIMYECKUX OCOOCHHOCTEHN YeIoBeKa.

5 Brigenute HEOOXOIMMBIE CITIOCOOHOCTH clrienuaincTa cepsl cepBrca, BBICTYAIOIIETO B POJIU
paboTHHKA KOHTAKTHOM 30HBI.

Tema 4. Knaccupukauus npeanpuaTuii cepBucHoro oocay:xkuanus (I1K-2)
Jlekumus.
Knaccudukanuu npennpustuii cdepsl cepBrca, B 3aBUCUMOCTH OT UCIIOJIb3YEMbIX OCHOBAaHUM: 10 popmMam
COOCTBEHHOCTH; TIO OPTraHU3allMOHHO-TIPaBOBOM (opme; 1Mo o0beMy NESITEIBHOCTH, MO HAa3HAUYCHUIO M
COCTaBYy MPEAOCTABISEMBIX YCIYT.

ITo popmam cOOCTBEHHOCTH CEpPBUCHBIC OpPTaHM3AIMH IMOAPA3ACSIOTCS HA: YaCTHBIC, TOCYJapCTBEHHEIE,
MYHHIIUITATBHBIC, TPUHAICKAIIIME 0OIIECTBEHHBIM OPTraHU3aIlMsIM U CMEIIaHHBIX ()OpPM COOCTBEHHOCTH.

[To opranu3anMOHHO-NIPaBOBOM (GopMe MpeanpusTHs chepbl cepBUca ACTATCS Ha: TOCYyAapCTBEHHBIC WM
MYHUIUTAIbHBIE YHUTApHBIC TPENNPUATHS; TPOU3BOICTBEHHbIE W IOTPEOUTENBCKHE KOOIEPATUBBI;
XO35ICTBEHHBIEC TOBAPHUIIIECTBA M OOIIECTBA.

Ilo O6’beMy ACATCIIBHOCTH MOXHO BBIACIWUTL CCPBHUCHBIC OpraHu3allii IECPBHYHOIO THUIIA, IIPOCTHIC,
IMMOBBIIICHHOI'O TUIIA U HHTCTPUPOBAHHBIC.

Knaccudukanus no Ha3HAYEHUIO U COCTaBY yCIYT.
IIpakTH4eckoe 3aHATHE.
1. OpranuzanroHHO-TIpaBoBas hopma npeanpusTrs chepsl cepBrca
2. Knaccugukanus no Ha3HAYCHUIO U COCTaBY yCIYT.
3. OcoOGeHHOCTH MpeaAnpHUATUI chepbl 0OCTYKUBAHUS.
4. Bunbl v TUTIBI TIpEINPHUSITHIA chephbl 00CTYKUBAHUS.
5. OyHKIMH NPEATPUITHI chepbl 00CTyKHBaAHUSI.
3ananus AJ51 CAMOCTOSITEILHOI padoThI.
1. I3yunTe u mpoBeaMTEe aHATIU3 OTpaciieBoi Kiaccudukauu chepbl yeayr JeHCTBYIOMICH BO MHOTHX
CTpaHax, B ToM uucie B Poccun.
2. Boigenure psj BaxXHBIX 0COOEHHOCTEH OpraHU3alluy MPOU3BOJICTBA U MPEIOCTABICHUS YCIIYT.
3. Uzyuute u npoBeaute ananu3 ycuyr «Oomepoccuiickuii kinaccudukarop yciyr Hacenenuio» OK 002-93
(OKVYH), BBenennslii ¢ 1 ssuBapsa 1994 rona.
4. KaxoBa cCTpyKTypa KOAOBOro o00o3HaueHHs oObekTa Kiaccupukamuun mo OOmepoccuiickomy
knaccudukaropy yeuyr Hacenernuto OK 002-93 (OKYH)?

Tema 5. KauecTBo yciayru kak o0bekT ynpasienus (I1K-2)
Jlekumus.
XapakTepucTUKa  YCIOYr: HAJEXKHOCTb, NPEAyNPEIUTEIbHOCTh, JOBEPHUTEIBHOCTh, JOCTYNHOCTD,
KOMMYHHUKaTUBHOCTb, BHUMaTelIbHOE OTHOIIeHUe. KauecTBo yciayru ¢ ToukH 3peHust morpedutens. bazosoe
kagecTtBO. Tpebyemoe kadectBo. JKemaemoe kadecTBO. (OTHOCHUTEIBRHOE KadeCTBO. XapaKTePUCTHUKA
OCHOBHBIX BHJIOB CEPBUCHBIX YCIYT.
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[Tpemust JleMuHra - ArmoHcKas Harpajaa 3a YCHEIIHYIO pa3pa0OTKy W NPUMEHEHHE METOJOB YIpaBIICHUS
KauecTBOM B MaciiTabax Bcei kommaHuu. HarmonanbHas npemus o kadectBy M. Bonnpumka, kpurepun
KOTOpO# chopmupoBanu GuiIocopuio He TOILKO aMEPUKAHCKOTO, HO MUPOBOTO OWM3HEcCa MOCIEIHUX JIET.
EBpomneiickasi mpemMusi 1o KauecTBY - 00pasell B3aMMOBBITOJHOTO COTPYIHHUYECTBA opraHmzauuii EBpoms
noz srugoi EBpomnelickoro Gponaa yrnpaBieHHsI KAY€CTBOM.

IIpakTH4Yeckoe 3aHATHE.

1 XapaxkTepucTuka yciayr: HaIeXKHOCTb, IPEyNPEAUTEIbHOCTb, JOBEPUTEIbHOCTD, IOCTYITHOCTD,
KOMMYHHUKaTUBHOCTb, BHUMATEIbHOE OTHOIIEHHE. KauecTBO yciayru ¢ TOUKU 3peHust HoTpeOuTens.

2 BazoBoe kadecTBo. Tpebyemoe kauecTBo. XKenmaemoe kauecTBO. OTHOCHTEIIBHOE Ka4eCTBO.

3 XapaKTepucTruKa OCHOBHBIX BUJOB CEPBUCHBIX YCIIYT.

4 Mogens kayectBa ycuyr K. ['ponpysa.

5 Mogens kauecTBa yCIyTd, OCHOBaHHAs Ha Pa3phIBeE.

6 TexHHUYECKOE KaueCTBO.

4. @yHKIIMOHAJILHOE KaYECTBO.

3ajanus 1J151 CAMOCTOSITEJIbHOM PadoThlI.

1 M3yuure u npoBeanuTe CpaBHUTEIbHBIN aHAIN3 METOAUKN n3MepeHus kadectBa SERVQUAL, meton
«TamHCcTBEHHOTO (TafHOTO, CKPHITOrO) MoKymaress» (Mystery Shopping).

2 OO0oCHYHTE KOHIETIINIO «HEUTPAIbHOMN 30HBI.

Tema 6. Tunosiorust norpedureseil u npuemsl oocayxusanus (I1K-2)
Jlexknus.
[TonsTre W KIaccUUKAIUS TUIOJIOTUN KIHMEHTa W WX OCOOCHHOCTh B OOCTYXMBAHHH MOTPEOUTEINS.
Kputepun TUMONOrMM KIMEHTA: OPUEHTHPYSICh HA HUX IOBEACHUYECKYI0 AKTMBHOCTH M SMOLIMOHAIBHYIO
or3bIBuMBOCTD (T. MynamkanoBa): 1) « AHAIUTHK» — eMy IPUCYIIU NTACCUBHOCTH MOBEIEHUS U OTCYTCTBUE
HMOIMOHAIBHON OT3BIBYMBOCTH. 2) «J0OpsIK» — eMy HPUCYIIH MTACCUBHOCTH MOBEICHHS M AIMOIIMOHAIbHAS
OT3BIBYMBOCTD. 3) « AKTUBHUCT» - €My NPUCYIIU aKTUBHOCTb B MOBEJAECHUM U OTCYTCTBUE OT3BIBUMBOCTU. 4)
«OHTy3HacT» - €My IpPHUCYIIM AKTUBHOCTb IOBEIEHUS M AMOLMOHAJIbHAs OT3bIBYMBOCTH. KIMEHTAMHU.
[{BeTHas TUMONOTHSL, FEOMETPUUECKAS U AP.
PaboTta ¢ pa3nu4HBIMU KaT€TOPUSIMHU KIMEHTOB: «OOBIYHBIC» KIIMEHTHI, KIIIOUEBbIC KIUEHTHI, VIP-KIHEeHTHI.
IToHsATHE NOATBHOCTH KJIIMEHTOB. DTallbl CO3/IaHHE TPOTPaMMBbI JIOSATIbHOCTH.
IIpakTH4eckoe 3aHATHE.
1 Tlonsarue u kiaccuuKays TUTIONIOTHI KJIUEHTA U UX 0COOCHHOCTh B 00CTY>KUBAHHUH MOTPEOUTEIIA.
2 Kpurepuu TUIOIOTUY KIMEHTA
3 1IBeTHas TUMOJNOTHA, FEOMETPUYECKAs U JIp.

4 Pabora ¢ pa3IUYHBIMU KaTETOPUSMU KIMEHTOB: «OOBIYHBIC) KIIMEHTHI, KIIFOYEBbIC KITUCHTHI,
VIP-KIMeHTEI.

5 TloHsiTHE TOSUTBHOCTD KIIMEHTOB.
6 DTarbl CO3IaHle MPOrpaMMBbl JIOSUTBHOCTH.
3ananus AJ51 CAMOCTOSITEILHOI padoThI.
1. AHanu3 1 cocTaBeHHe KOHCIIEKTa TPEHUHTOBBIX MPOTrPaMM, UCIIONB3YeMbIX B cepe o0cayKuBaHUs (110
chepaM nesATEeTLHOCTH): paboTa ¢ BO3paKEHUSIMH; aKTUBHBIE TIPOAAKH; XOJOHBIC 3BOHKH; Y(PPEeKTUBHOE
PYKOBOJZICTBO U TA.
2. PazpaboraiiTe mporpammy JAJsl HCCIEOBAHUS «OXKHUIAHUH KITMEHTOB» KOHKPETHOM c(hepbl e TeTbHOCTH.

3. YrnyOneHHoe u3yueHrne MaTepHaioB TEMEI.

Tema 7. CucreMa kayecTBa 00CTy:KUBAHNS KJIHEHTOB: OCHOBHbIE COCTABJIAIOIINE U UX B3AHMOCBS3b
(ITK-4)
Jlexknus.
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@dunocodpust cepBuca M €€ BIUSHME HAa OOCIY)KMBaHHE KJIMEHTOB. YCJIOBHS IIOBBIIICHUS KauecTBa
oOciry>)kuBaHMs KJIMEHTOB. CHCTEMHBIH TOAXOA B TMpOIECCe IOBBIMIEHUS KadyecTBa OOCTYyKMBaHUS
norpeduTeneil: oTbop mepcoHana, COOTBETCTBYIOLIETO TPEOOBAaHUAM KIMEHTOPUEHTHPOBAHHOTO MOAX0AA K
00CITy’)KUBaHMIO; HAJIMYME YETKHX W TMOHATHBIX COTPYJHHMKAM IpaBWJI pabOThl C KIMEHTAMH, OIUCAHHE
OCHOBHBIX pabouux mponenyp («CraHmaproB oOCTyKMBaHUS KIHMEHTOBY»); HAJHMYUE CUCTEMBI OOy4EHUS,
KaKk BBOJHOTO, TaK M PETYISPHOTrO; HAJIMYME MOTHBAIMM (KaK MOHETApHOM, Tak M HEPHHAHCOBOII),
noOyXJaroleld COTPYIHUKOB COOMIONATh YCTAHOBJIEHHBIC CTAaHAAPThI OOCIYKMBAHHS, DPETYISPHBIA U
CHCTEMaTU4YEeCKHI KOHTPOJIb 33 COOIOCHHEM CTaHJApTOB U MPEIOCTABICHUE COTPYAHUKAM OObEKTUBHON
00OpaTHOM CBS3M 10 UTOT'aM OIICHKH.

IIpakTn4yeckoe 3ansATHE.
1 ®unocodus cepuca u ee BIUSIHAE Ha 00CITy)KHUBaHUE KITUCHTOB.
2 VYcioBus NOBBIIIEHHS Ka9eCTBa 00CTYKUBaHUS KJIMEHTOB.
3 CucTeMHBII MOIXO/T B IPOIECCE TOBBIIICHHS KA9eCTBA 00CITY>KUBaHUS IOTPEOUTEICH.
4 MOHUTOPUHT OOCTY)KUBAHUS KITHEHTOB.
3ananus AJ51 CAMOCTOSITEILHOI padoThI.

W3ydeHue u cucreMaTH3ausi MaTepralioB C UCIOJIb30BaHUEM IN00abHOM cetu «IHTepHeT» MaTepuanoB
MEePUOANYECKUX U3AaHUN U Hay4YHOUM MH(OPMALIUK PACCMOTPUTE CIIEAYIONINE HAPABICHUS:

o HoBble BUABI yCIyT ¢ MPUMEHEHHEM TEXHOJIOTUH HTEpHET.
o CoBepuieHCTBOBaHUE IIpoliecca MPUEMa-BbIJaul 3aKa30B.

o NnauBumayanbubie GopMbl 00CTyKUBAHUS.

Tema 8. CoBpeMeHHbIE TeXHOJIOTMHU B cepBUCHOM AesiteqbHocTH (ITK-2)
Jlekumus.

TenneHIMM COBPEMEHHOIO CepBHCA: TMOBBIIEHHME TpPeOOBaHWH K KBalu(UKALWK CHEIHAINCTa IO
00CITy’KMBaHHIO; HEOOXOAMMOCTh MOJEPHU3AIIMH ITPOU3BOJCTBEHHOIO ariapara; MOoBbIIeHnEe TPeOOBaHUIMA
K KauecTBY OOCITyKMBaHUsI BCIEICTBUE U3MEHEHUS OTHOLLIEHUIN MEXAy NMPOU3BOJUTENIEM U MOTPeOUTENEM;
UCTOLICHHE KMCTOYHUKOB €CTECTBEHHBIX PECYpPCOB M BO3pAaCTaHHE pOJIM BTOPUYHBIX; TEHACHLUS K
caMOOOCITy’)KMBaHUIO;  TMPOIECC aKTUBHOTO  HMHBECTHPOBaHMS B  HHQPACTPYKTypHBIE  OTpaCiH
(oOcnyKMBaOIIE OCHOBHOE MPOM3BOJICTBO M KH3Hb JIIONEH), KOTOPBIA Ha3bIBae€TCsA CEepBUCH3ALIUEH
HSKOHOMHUKH.

Cdepa ObITOroBOro 00CITy)KMBaHUS KIIMEHTOB UHAYCTPUHU TOCTETIPUUMCTBA.
IIpakTH4Yeckoe 3aHATHE.

1. TenpeHIMM pa3BUTHSI COBPEMEHHOTO CEPBUCHOTO OOCITY>)KUBAHHSI KITUCHTOB.

2. Cdepa OBITOTOBOTO 0OCITYKUBAHUS KITUECHTOB.

3ananHus AJ151 CAMOCTOSITEILHOI padoThI.
1. PackpoiiTe MOHATHE U COCTABISAIONINE «CTaHIAPTHI 00CTYKUBAHUS) KIIMEHTOB.
2. KonTposs 3a cobmtoaeHrneM CTanaapToB o0cmykuBaHust. OCHOBHBIE 3a[a4H CTaH/IaPTOB.
3. O0oCHYITE KPUTEPHUH CTAHIAPTOB OOCTYKUBAaHUS MIOTPEOUTENICH WHYCTPUH TOCTEIIPUUMCTBA.
4. Creruduka GopMUPOBAHUS PHIHKA YCITYT.

4. Konrpoab 3HaHMI 00y4alOLINXCS M THIIOBbIE OLICHOYHBbIE CPEICTBA
4.1. Pactipenenenue 0auioB:

4 cemecTp
*  TeKylMi KoHTpoisb — 50 OaoB
*  KOHTPOJIbHBIE Cpe3bl — 2 cpe3a no 10 6amioB KakapIid
* npemuanbHble 6amiel — 20 6amIoB
* OTBeT Ha ’Kk3aMeHe: He Oosnee 30 OamioB



Pacrnipenenenne 6aioB 1mo 3aJaHusIM:

No |HazBanue tembl | @opmbl Max. Mertonuka npoBeJAeHUs 3aHITUS U OIIEHKU
Te | /BHUI y4eOHOH |TEKylIero | KOJI-BO
MBI paboTsI KOHTpOJsl | Oamos
/ cpe3bl
1. CepsucHas Cobeceno 5 CobecenoBanune TPEAIIOIaracT OPraHu3aIuio Oecenbl MPenoIaBaTes
JIeSITEIbHOCTh BaHUE CO CTyACHTaMH IO BOIIPOCAM MPAKTUIECKOTO 3aHATHUS C HENbIo Oosee
Kak popma 0OCTOSITEILHOTO BBHISIBICHUS WX 3HAHUI 1O ONpeAesIeHHOMY pa3/ieny,
YIOBIIETBOPEHHUS TeMe, mpolieMe U T.1I.
norpebHOCTe! | TTomroToB 5 [Ipe3eHTanuss NOArOTaBIMBACTCA IO OJHOMY U3  BOIIPOCOB
€JIOBCKA Ka MpakTU4YeCcKoro 3aHATUs. [IpM BBICTYIUIGHMM C Mpe3eHTaluen
JJIEKTPOHH HeoO0XoAMMO oOpaiarh BHIMaHUE Ha TAKHE MOMEHTHI KakK:
oM 5 Oamna — comepkaHue MPE3eHTALWU: aKTyaJbHOCTh TEMBI, TTOJTHOTA
Mpe3eHTaIll €€ PacCKpBITHSA, CMBICIOBOE COJIEpKaHHME, COOTBETCTBHE 3asSBICHHOI
1071 TEMBbl COAEP)KaHWIO, COOTBETCTBHE METOJUYECKUM TpPEeOOBaHUSIM

(memm. CCBUIKM Ha PEcypchl, COOTBETCTBHE COACPNKAHHUA W
JTUTEpaTyphl), TpakTHYecKas  HaNpaBIeHHOCTb, COOTBETCTBHE
cofliepkaHusl 3asBICHHOH (QopMme, aleKBaTHOCTh HCIIOIL30BAHUS
TEXHUYECKUX CPEACTB y4eOHBIM 3aJavyaM, IOCIEeI0BaTeIbHOCTh U
JIOTUYHOCTH TIPE3EHTYEeMOTO MaTepraa;

- odopMiIcHHE Mpe3eHTalMKH: 00beM (ONTHUMAbHOE KOJMYECTRO),
IU3aiiH  (YUTaeMOCTh, HAJIMYWE ¥ COOTBETCTBHEC Tpaduku w
aHMMAIMH, 3ByKOBOE 0(OpMIICHHE, CTPYKTYpUPOBaHNE WHPOPMAIIHH,
COOTBETCTBHE  3asBICHHBIM  TpPeOOBaHUSAM),  OPHUTHHAIBHOCTH
odopmIIeHHs, 3CTETUKA, UCTIOIH30BAHNE BOZMOKHOCTH IPOTPAMMHOMN
Cpelpl, COOTBETCTBHE CTaHIapTaM OOPMIICHHUS;

- IMYHOCTHBIC KAuecTBa: OPATOPCKUE CIIOCOOHOCTH. COOIONEHHE
pernaMeHTa, AMOLMOHAIBFHOCTh, YMEHHE OTBETUTh Ha BOIIPOCHI,
CHUCTEMaTH3UPOBaHHBIE, IIIyOOKHE ¥ TIOJHBIE 3HAHHA TI0 BCEM
paszenam mporpaMMBl:

- colep)KaHWe BBICTYIUICHHUS: JIOTHYHOCTh W3JIOKEHHS Marepuana,
pPacKpbITHE TEMBI, JOCTYMHOCTh W3JOXKEHHUSA, IPPEKTHBHOCTH
npumenenus cpeacte MKT, cmocoObl W yCIOBHS OCTHIKEHUS
Pe3yNbTaTUBHOCTH M 3((EKTUBHOCTH JUTS BBITIONHEHUSI 3a/1a4 CBOCH
MpopeCCHOHANLHON WM Y4eOHOH JeSTeNbHOCTH, JOKa3aTeIbHOCTh
MPUHUMAEMBIX  pEIIeHWH, yMEeHHe  apryMeHTHpPOBaTh  CBOHU
3aKJTIOYEHHS, BEIBOIBI.

4 Oamra — TIpe3CHTANMsI COOTBETCTBYET TEMe, CTPYKTypa |
odopmIieHIEe 0TBEYAET BBHILIETIEPEUNCICHHBIM TPEOOBAHUSM, CTYICHT
CBOOOJIHO  BIIQJICET  MAaTepUalioM, JEMOHCTPHUPYET  DIyOOKHe,
CHUCTeMaTH3UPOBAaHHBIE 3HAHUS, CBOOONHO OTBEYAaeT Ha BOIIPOCHI
UCTIONB3YS TPO(ECCUOHATBHYIO TEPMUHOIOTHIO

3 Oamra - Tpe3eHTalMsI COOTBETCTBYET TeME, CTPYKTypa OTBEYaeT
BEINICTIEPEUNCIEHHBIM TPeOOBaHUSAM, CTYICHT CBOOOAHO BianeeT
MaTepuanoM, JEMOHCTPUPYEeT TIIyOOKHe, CHCTeMaTH3NPOBAaHHBIC

3HaHWs,  CBOOOJHO  OTBEYaeT  HAa  BONPOCHI  KCIIONB3Ys
npo(eCCHOHAIbHYI0 TEPMHUHOJIOTHIO. B odopmileHHH HMEIOTCS
HEZ0PaOOTKH.

2 Oamma — B CTpPYKType W O(GOPMIICHHHM TPE3CHTAIIMA HMEIOTCS
HeAOpaOOTKH, Marepuajg TMpeACTaBIeH B  Mpe3eHTaluh  He
paIoHaIbHO, MAJIO WIUTIOCTPATHBHOTO Marepuaia, CTYICHT BIaJeeT
HETIOTHON WH(GOpMAaIMEeH IO TeMe, 3aTPyIHSIETCS C OTBETaMH Ha
3aJlaBaeMbI€ BOTIPOCHI;

1 Gamma — B cTpykType W O(OPMIICHHHM TIPE3CHTAIIMH HMEIOTCS
HemOpaOOTKH, Marepuajg TMpeACTaBI€H B  Mpe3eHTAlMh  He
pamoHaIbHO, Mall0 WUTIOCTPATHMBHOTO Marepuala, CTyAeHT He
BrazeeT wH(popMaiueil mo TemMe, HE OTBEYaeT Ha  3aJl[aBacMbIe
BOTIPOCHI;
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Bunst u hopmbl
CEpBUCHOI
JeSITeTbHOCTH

Brmonne
HHUE
MpaKkTUyec
KUX
3aJaHuH

5 Oania — CTYACHT BBIIOJHUI paboTy 0e3 OmMOOK U HEIOUETOB;

4 Gamna — CTYOSHT BBINONHHWI paboTy, AOMYCTHB OIIMOKY M WIH
HEJIOYeT;

3 Oamma — CTYOGHT NpPaBWIGHO BBHIOJHWI HE MEHEE MOJOBUHBI
paboThl WK AOMyCTHI He Oonee AByX TpyObIX OIIMOOK, Wi He Ooiee
OJTHOU TpyOOil U OTHOW HErpyOOil OMMOKKM W OJHOTO HENOYEeTa, U
He Oosee ABYyX-Tpex HErpyOBIX OIIMOOK, WM OTHOM HerpyOoi
OmMOKKA M TPeX HEJOYETOB, WM MPHU OTCYTCTBHU OMIMOOK, HO TPH
HAJIMYHUU YETHIPEX-TISITH HEIOYETOB;

2 bayna — CTYACHT NMPaBHJIBHO BBIMIOJIHWI MEHEE HOJOBUHBI paboThI,
JOTMYCTHIT HECKOJIBKO HEA0UETOB;

1 Gamn — CTyOEHT MpaBWIBHO BBIMOJIHWI He Ooiee 25% paboThl,
JOIMYCTHIT HECKOJIBKO HEAOUETOB HIIH Oojiee 3 TpyObIX OIIHOOK.

TecTupoB

aHue(KOH

TPOJILHBI
i cpe3)

10

10 6amnoB — cTymeHT mpaBuiIbHO oTBeuaeT Ha 75-100% Bompocos B
TecTe

7-5 Oamra — cTyAeHT mpaBwibHO OoTBeuaeT Ha 50-74% BOmMpPOCOB B
TecTe

4-3 Gamnm — CTyOeHT MpaBUIBHO OTBedaeT Ha 25-50% BompocoB B
TecTe.

2-meHee 25% mpaBUIBHBIX OTBETOB 0AJUIOB HE AeT

«KoHTakTHasg
30Ha» Kak
cdepa
peanuzanuu
CEpBUCHOI
JIeSITCIIBHOCTH

Ormpoc

VYeTHBIE OMpocC MOKET NPUMEHATHCS B Pa3iMyHBIX  (QopMax:
(poHTaNbHBIN, WHAWBUAYaAIbHBIA, KOMOMHUPOBaHHBIH. (OCHOBHBIE
Ka4yecTBa yCTHOTO OTBETA MOJJIEHKAILETO OLEHKE:

- IPaBWJIBHOCTH OTBETA 110 COAEP)KAHUIO;

- IOJTHOTA W TITyOMHA OTBETA;

- CO3HATEIBHOCTh OTBETA;

- JIOTHKA U3JI0KEHUS MaTepuana;

- palMOHANBHOCThH HCIIOJB30BAaHHBIX MIPUEMOB U CHOCOOOB peIICHUs
MOCTaBJICHHON y4eOHOH 3a/1auu;

- CBOEBPEMEHHOCTh M 3(PPEKTHBHOCTb HCIHONb30BaHMS HATJISIHBIX
MOCOOMH M TEXHUUECKUX CPEACTB IPU OTBETE;

- HCIIOJIb30BaHME JTOTIOJIHUTEIBHOTO MaTeprana;

-  PalMOHANBHOCTh HCIONB30BaHUS BpPEMEHH,
3aJlaHueE.

OTBCACHHOI'O Ha

Brmonne
HHE
MIpaKkTH4eC
KUX
3aJaHuH

3 Oajyura — CTYIEHT BBITIONTHUI paboTy 6e3 OIMmMOO0K 1 HEJIOUETOB;

2 Oamia — CTYIEHT MPaBWIBHO BBITIONHWI HE MEHEE IOJIOBUHBI
paboTHI WK TOMYCTHI He Oojiee IBYX IpyOBIX OMHMOOK, WIH HE Ooliee
OITHOM TPyOO#t M OxHOM HETpyOO¥ OMMOKMA W OIHOTO HEAOoYeTa, WIIN
He Ooyiee IBYX-TpeX HETpyOBIX OIMWOOK, WM OXHOW HETpyOoit
OMMOKK M TPeX HEJ0YETOB, WM MPH OTCYTCTBHU OIIMOOK, HO TPH
HAJIMYHN YETHIPEX-TISTH HEIOYETOB.

1 Gamnm — CTymeHT NpaBWIBHO BBIMONHWI He Oomee 25% paboThl,
JOTTYCTHJI HECKOJILKO HEIOUETOB FIIH OoJiee 3 TpyOBIX OMMO0K

Kiraccudukanus
NpEANPUATUAN
CEPBHUCHOTO
00CITy>KUBaHUS

Brmonne
HHE
MpaKkTH4eC
KUX
3aJaHuH

3 Oajyura — CTYZIEHT BBITIOJTHUI paboTy 0e3 OIMmMOO0K 1 HEJIOUETOB;

2 Oamia — CTYIEHT MPaBWIBHO BBITIONHWI HE MEHEE IOJIOBUHBI
paboTHI WK TOMYCTHI He Oojiee IBYX IpyOBIX OMHOOK, WK He Ooliee
OITHOM TPyOO# M OxHOM HETpyOO¥ OMMOKM W OMHOTO HEAOoYeTa, WIIN
He OoJyiee IBYX-TpeX HETPyOBIX OIMWOOK, WM OXHOW HETpyOoit
OMMOKK W TPeX HEJ0YETOB, WM MPH OTCYTCTBHU OIIMOOK, HO TPH
HAJINYHN YETHIPEX-TISTH HEIOYETOB.

1 Gamnm — CTyaeHT MpaBWIBHO BBIMONHWI He Oomee 25% paboThl,
JOTTYCTHJI HECKOJILKO HEIOUETOB FIIH Oojiee 3 TpyOBIX OMMO0K
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IToaroros

Ka YCTHBIX

BBICTYILIIC
HUH

VYeTHBIE OMpocC MOKET NPUMEHATHCS B Pa3iMyHBIX  (QopMax:
(poHTaNbHBIN, WHAWBUAYaAIbHBIA, KOMOMHUpPOBaHHBIH. OCHOBHBIE
Ka4yecTBa yCTHOTO OTBETA MOJJIEXKAILETO OLEHKE:

- IPaBWJIBHOCTH OTBETA 110 COAEP)KAHUIO;

- IOJTHOTA W TITyOMHA OTBETA;

- CO3HATEIBHOCTh OTBETA;

- JIOTHKA U3JI0KEHUS MaTepuana;

- palMOHANBHOCThH HCIIOJB30BaHHBIX MIPUEMOB U CIOCOOOB peIICHUS
MOCTaBJICHHON y4eOHOH 3a/1auu;

- CBOEBPEMEHHOCTh M 3(PPEKTHBHOCTb HCHONb30BaHMS HATJISIHBIX
MOCOOMH M TEXHUUECKUX CPEACTB IPU OTBETE;

- HCIIOJIb30BaHME JTOTIOJIHUTEIBHOTO MaTepuana;

-  palMOHAIBHOCTh HCIOJNB30BAHHUA BpPEMEHH, OTBEJEHHOTO Ha
3aJlaHueE.
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KauectBo
YCITyTH KaK
00BEKT
YIpaBICHHUS

Hay4YHBII
JTOKJIa]

Jlokniaj moAroTaBIMBacTCS MO OJHOMY M3 BOIPOCOB MPAKTUYECKOTO
3aHaTUA. [Ipy BRICTYINICHUH C MPE3eHTaIUueil HeoOXoauMo o0pamarh
BHUMAaHHE HA TAKHE MOMEHTHI KaK:

5 Oamna — comepkaHue MPE3CHTALMU: aKTyadbHOCTh TEMBI, TOJTHOTA
€€ PaCKpBITUS, CMBICIOBOE COJCpXAHHME, COOTBETCTBHUE 3asBICHHOMN
TEMbl COMEPIKAHUIO, COOTBETCTBHE METOIUYCCKUM TPEOOBaHUSAM
(memu. CCBUIKM Ha PECypChl, COOTBETCTBUE COACPXKAHHUS W
JUTEpaTyphl), TpakTHYeCKas  HaNpaBICHHOCTh, COOTBETCTBUC
CoZlepaHMs 3asBICHHOW (opMe, aJCKBAaTHOCTh HCITOIb30BaHUS
TEXHUUYECKHUX CPEJCTB YUYEOHBIM 3aJa4yaM, TOCIEI0BaTeIbHOCTh U
JIOTUYHOCTH TIPE3CHTYEMOTO MaTepuana;

- odopMicHHE Tpe3eHTalMu: 00beM (ONTHUMAIBLHOE KOJIMYECTBO),
Mu3aiiH  (YMTAeMOCTh, HAJUYMe W COOTBETCTBHE TpaduKkd U
aHUMAaIlUY, 3ByKOBOE 0()OpMIICHUE, CTPYKTYPUPOBaHHE UH(POPMAIIHH,
COOTBETCTBHE  3asABICHHBIM  TpPeOOBaHUSAM),  OPUTHHAIBHOCTH
o opMIIeHUS, ICTETHUKA, UCTIOIH30BAHUE BOZMOKHOCTH TPOTPAMMHOMN
Cpelbl, COOTBETCTBUE CTaHIapTaM O(POPMIICHHUS;

- JINYHOCTHBIC Ka4eCTBA: OPATOPCKHUE CIOCOOHOCTU. COONIOACHHE
periaMeHTa, AMOIUOHAILHOCTh, YMEHHE OTBETUTh Ha BOIIPOCHI,
CUCTEMAaTH3UPOBaHHbIC, IIIyOOKHE ¥ TIOJHBIE 3HAHHUA TI0 BCEM
paszaenam mporpaMMmel:

- CONep)KaHUE BBICTYIUICHUS: JIOTHYHOCTh W3JIOKCHUS MarepHaa,
PacKphITHE TEMBI, JOCTYIMHOCTh W3JOXKEHUS, IPPEKTUBHOCTH
npumenenus cpenacte MKT, cmocoObl W ycloBHSI JTOCTHIKEHUS
pe3yabTaTUBHOCTU U 3(HD(HEKTUBHOCTH IS BBITIOJTHEHHS 33134 CBOCH
npoecCHOHALHOW WM Y4eOHOH NesATeNbHOCTH, J0Ka3aTeIbHOCTh
MPUHUMAEMbIX  pEIICHWH, yMEHHE  apryMEHTHpPOBAaTh  CBOM
3aKJIIOYEHHS, BBIBOJBL.

4 Oamma — TpE3CHTAlUs COOTBETCTBYET TEME, CTPYKTypa H
oopMIICHHE OTBEYACT BBINICTICPEUNCICHHBIM TPEOOBAHUSIM, CTYJICHT
CBOOOMHO  BNIAJEET MarepualioM, JEMOHCTPUPYET TIIyOOKue,
CUCTEMAaTHU3UPOBAaHHBIC 3HAHUS, CBOOOMHO OTBEYACT HA BOIPOCHI
WCIIONB3Ys MPO(ECCHOHATLHYIO TEPMHHOIOTHUIO

3 Oamna - mpe3cHTaMs COOTBETCTBYET TeME, CTPYKTypa OTBEYacT
BBINICTICPEYNCICHHBIM TPEOOBAaHUAM, CTYIACHT CBOOOJHO BJaueeT
MaTepuayioM, JIEMOHCTpUPYET TIIyOOKHE, CHUCTeMAaTH3UPOBAHHBIC

3HaHWs,  CBOOOZHO  OTBEYaeT  Ha  BOINPOCHI  HCIIOJNB3YS
npoeCCHOHATIBHYIO TEPMHHONOTHIO. B odopMmieHnHn uMeoTcs
HenopaboTKH.

2 Oamna — B CTPYKType W OQOPMIICHHM NPE3EHTAlUH HMEIOTCS
HenopaboOTKM, Marepuan MpeNcTaBIeH B  IPE3CHTalUd  He
paloHaIbHO, MAJIO WUTIOCTPATUBHOIO MaTepHasa, CTyIEHT BIaJeeT
HemoyMHOW HMH(poOpManueil mo TeMe, 3aTpyAHSETCsl C OTBETaMH Ha
3aJ1aBac€MbI€ BOIPOCHI;

1 Gamma — B CTpyKType U O(QOPMIIGHHHM TPE3CHTALUN HMEIOTCS
HenopaboOTKM, Marepuan MpeNcTaBIeH B  IPE3CHTalUd  He
panyoHaIbHO, Mall0 WUIIOCTPATMBHOTO Marepuana, CTyAeHT He
BiajgeeT wH(popMauueil Mo TemMe, HE OTBEYaeT Ha 3aJaBacMbIC
BOIIPOCHI;

Tunonorus
noTpeduTenei n
MIPUEMEI
o0CITy)KHBaHUS

TecTupon

aHue(KOoH

TPOJIBLHBI
i cpe3)

10

10 6annoB — CTyOCHT HpaBMIIbHO oTBeuaeT Ha 75-100% BompocoB B
TecTe

7-5 Oamia — cTyAeHT mpaBWiIbHO OTBeuaeT Ha 50-74% BOMPOCOB B
TecTe

4-3 Gamnm — CTYyOCHT NpaBUIBHO OTBedaeT Ha 25-50% BompocoB B
TecTe.

2-meHee 25% NpaBUIBHBIX OTBETOB 0AJUIOB HE TACT

Cobeceno
BaHHE

CobecenoBanure TIPEAIIOIaraeT OPraHu3aIuio Oecenbl MPEnoIaBaTeIs
CO CTYJICHTaMH TI0 BOTIPOCaM MPAaKTUIECKOTO 3aHATHS C IENbIo Ooiee
OOCTOSITEIBHOTO BBISBIICHUSI X 3HAHWH TI0 ONPE/ICICHHOMY pa3Jeny,
TeMe, mpodIeMe u T.IT.
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Cucrema
KauecTBa
o0CTyKBaHUS
KJTHCHTOB:
OCHOBHBIE
COCTABJISIONIHC
U UX
B3aUMOCBSI3b

Brmonne
HHUE
MpaKkTUyec
KUX
3aJaHuH

3 Gaia — CTYACHT BBIIIOJHWI paboTy 0e3 OmMOOK U HEIOYETOB;

2 Qamiga — CTYIEHT MPaBUJIBHO BBIIIOJNHWI HE MEHEE IOJOBHHBI
paboThl WK AOMyCTHI He Oonee AByX TpyObIX OIMOOK, Wi He Ooiee
OJTHOU TpyOOil U OTHOW HErpyOoil OMMOKKA W OJHOTO HEIOYeTa, WU
He OoJee ABYyX-Tpex HErpyOBIX OIIMOOK, WJIM OTHOM HerpyOoi
OmMOKKA M TPEX HEJOYETOB, WM MPH OTCYTCTBHU OLIMOOK, HO TPH
HAJIMYUU YETHIPEX-TISITH HEIOYETOB.

1 Gamn — CTYOEHT MpaBWIBHO BBINOJIHWI He Ooiee 25% paboThl,
JOTYCTHIT HECKOJIBKO HEZ0UETOB MU Oojiee 3 TpyObIX omrO0K

Cobeceno
BaHUE

CobecenoBanue npeAIoaracT OpraHu3aluio Oecebl MpenoaaBaTels
CO CTYAEHTaMH IO BOTIPOCaM MPAaKTUUECKOTO 3aHATHSA C LENbIo Oosee
OOCTOSITENIBHOTO BBISIBIICHUS WX 3HAHHWH IO ONPEACICHHOMY Pa3ieny,
Teme, npobieMe U T.II.

CoBpeMeHHbIE
TEXHOJIOTHU B
CEpBUCHOI
JIESATEIIbHOCTH

Brmonne
HHUE
MpaKkTUyec
KUX
3aJaHuH

3 Gania — CTYACHT BBIIOJHWI paboTy 0e3 OmMOOK U HEIOYETOB;

2 Qamjga — CTYIEHT MPaBUJIBHO BBIIIOJHWI HE MEHEE IOJOBHHBI
paboThl WM AOMyCTHI He Oonee AByX TpyObIX OIIMOOK, Wi He Ooiee
OJTHOU TpyOOil U OTHOW HErpyOoil OMMOKKA W OJHOTO HEIOYeTa, WU
He Ooree ABYyX-Tpex HErpyOBIX OIIMOOK, WM OTHOM HerpyOoi
OmMOKKA M TPEX HEJOYETOB, WM MPH OTCYTCTBHU OLIMOOK, HO TPH
HAJIMYUU YETHIPEX-TISITH HEIOYETOB.

1 Gamn — CTYOEHT MpaBWIBHO BBINOJIHWI He Ooiee 25% paboThl,
JOTYCTHIT HECKOJIBKO HEZ0UETOB MU Oojiee 3 TpyObIX omrO0K

Ormpoc

VYeTHBIE Ompoc MOKET NPUMEHATHCS B Pa3iMyHBIX  (QopMax:
(poHTaNbHBIN, WHAWBUAYaAIbHBIH, KOMOMHUPOBaHHBIH. (OCHOBHBIE
Ka4yecTBa yCTHOTO OTBETA MOJJIEXKAILETO OLEHKE:

- IPaBWJIBHOCTH OTBETA 110 COAEP)KAHUIO;

- IOJTHOTA W TITyOMHA OTBETA;

- CO3HATEIBHOCTh OTBETA;

- JIOTHKA U3JI0KEHUS MaTepHana;

- palMOHANBHOCThH HCIIOJIB30BaHHBIX MIPUEMOB U CIOCOOOB peIICHUS
MOCTaBJICHHON y4eOHOH 3a/1auu;

- CBOEBPEMEHHOCTh M 3(PPEKTHBHOCTb HCIHONb30BaHMS HATJISIHBIX
MOCOOMH M TEXHUUECKUX CPEACTB IPU OTBETE;

- HCIIOJIb30BaHME JTOTIOJIHUTEIBHOTO MaTeprana;

-  PalMOHAIBHOCTh HCIONB30BaHUS BpPEMEHH,
3aJlaHueE.

OTBCACHHOI'O Ha

Cobeceno
BaHHE

CobecenoBanue TPEAIIOIaracT OPraHu3aIuio 6ecenbl MPEenoIaBaTes
CO CTYJICHTaMH TI0 BOTIPOCaM MPAaKTUIECKOTO 3aHATHS C IENbIo Ooiee
OOCTOSITEIEHOTO BBISBIICHUS UX 3HAHWH TI0 ONPE/ICICHHOMY pa3Jeny,
TeMe, podIeMe H T.I1.

IIpemMuansHbIC OaITHI

20

- 32 TIPOEKT, BBHINIOJNHEHHBIA 10 3aka3ly paboromarens W
peann30BaHHbIN Ha MpaKkTHKE — 15 6aios;

- TIOJTHOCTBIO TIOJITOTOBJICHHAS K ITyOJMMKAIIMH CTAThsl M0 TEMaTHKE B
paMKax JUCIUIUTHHEI — 10 6auios;

- mobema B MEKPETHOHATLHOM omummuazae — 15 6aios;

- y4acTHhe € JOKJIaJOM BO BCEPOCCHUMCKOW OJMMIIMAJIE M0 TEMaTHKe
M3y4aeMoOM TUCITUTIINHE — 15 6aios;

- MmyONWKamusi CTaThMl 10 TEMaTUKE W3y4aeMOW IUCIHILIAHBI B
COOpPHHMKE CTyACHUECKMX paboT / MaTepuajigax BCEPOCCHICKOM
koH(pepeHIuy / xypHaie u3 nepeuns BAK —5/15/20

10.

OTBeT Ha DK3aMEHE

30

10-17 GammoB - CTYIEHT PAacKpBLI OCHOBHBIC BOIPOCHI W 3aJIaHUS
Owiera Ha OICHKY "ymoBiueTBoputenbHO" ; 18-24 GamioB- crymeHT
pacKpbll OCHOBHBIE BOTPOCHI W 3aJlaHWs Owiera Ha OICHKY
"xopomo"; 25-30 6amIoB - CTyACHT PacKpbLI OCHOBHEBIE BOIIPOCHI M
3aaHusl OnjIeTa Ha OIEeHKY "OTIIHIHO".
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11. |MuauBuayanbHbIC 3aJaHUs, 10 [IpoBecTH MOATOTOBUTENLHYIO pa0OTy IS MIOATOTOBKH JTOKJIAJIOB W3
C IIOMOIIBIO0 KOTOPBIX xypnaia "Cepsuc plus", "Counonoruueckue uccinenosanus” (30
MOXKHO Ha0paTh -BoripocoB); [Tpoxoxaenue tectuposanust (30 BOIPOCOB) MO BCeMy
JIOTIOJTHUTEINILHBIC OaJlThl Ha Kypcy nmuciuruinHe (10 6amioB)
9K3aMeHe
12. HUroro 3a cemectp 100

HtoroBass omeHka 1o »dk3aMmeHy BeicTaBisieTcss B 100-0ayibHON 1mikKame W B TPagUIIMOHHOMN

yerplpexOamipHol  1mkane. IlepeBogy 100-0annbHON  pEeHTHHTOBOW OLEHKM 1O  JUCIMILIMHE
TPaIUIIMOHHYIO YETHIPEX0aIbHYIO OCYIIECTBISIETCS CIEAYIOIIMM 00pa3oM:

B

100-6annpHas cucrema Tpagunuonnas cucrema
85 - 100 GannoB OTnuyHO
70 - 84 Gannos Xoporo
50 - 69 GaiuioB YIOBIETBOPUTEITHHO
Memnee 50 HeynosnerBoputenbHO

4.2 TunoBsle OLICHOYHBIE CPEACTBA TEKYILIETO KOHTPOJIS
BrinoJiHeHHe NPAKTHYECKUX 3aJaHUM

Tema 2. Buasl u popMbI CEpBUCHOM AESATETBHOCTH
Samanue Ne 1.

[TpoBenuTe KiaccuUKALUIO PEATIPUATHI cPephbl cepBUCa, OKA3bIBAIOIINE YCIYTH HACEIICHUIO B T.
Tam6OoBe (0bOmactn).

Baganue Ne 2.

[TpoBeauTte ananmu3 paboThl IpeANnpuUATHA cepbl cepBrca (cortacHo kKinaccudukanuu u3 3aganus Ne 1),
OKa3bIBAIOIINE YCIYTH HacenaeHuto B I.TamOoBe (00macTh)

3amanue Ne 3.

[lepeuncnure TOCTOMHCTBA M HEJOCTATKU B paboTe npeanpusatii chepsl cepBuca r.TamOose (ob6macTn)
KoHTposbHBIE BOTIPOCHT:

1. KakoBa ponb npeanpusituii cepbl cepBrca B SJKOHOMUUECKo cucteme Poccun?

2. Yro Takoe cdepa ciyr?

3. Yro Takoe COBpeMEHHOE MpeanpusTie chepsl cepBuca?

[IpuBeauTe mpuMep oca3aeMoil U HEOCA3aEMOM YCITYTH.

Tema 3. «KonTakTHast 30Ha» Kak cepa peanu3annuu CEpBUCHON JAeATETLHOCTH

1. IlpoBenuTe CpaBHUTENBHBINA aHATN3 TPOPECCHOHATFHOTO TTOBEICHUS, COIIMAIBHOM poi pabOTHUKA
cepsuca; Konekca npodeccnonaabHOM 3THKH, OCHOBHBIC MTOJIOXKEHUSI.

2. N3yunte «TpeboBanus, mpeabsBIsieMble K HCIIOTHEHUIO COLMAIHON POJIM B paMKax
po¢eCCHOHAIBHOTO IOBEACHUS Ha MPEAIPUATHH CEPBHCA».

Tema 4. Knaccuduxarus npeanpusTiii CEpBUCHOTO 00CTy>KUBAHUS

CocraBeTe Knaccmpmcaumo Ka4yeCTBa yCJIYT B CepBHCHOfI ACATCIIbHOCTHU U BBIACIIUTC HX OTIIMYHUTCIILHBIC
XapPaKTCPUCTUKU: 0a3oBoe Ka4y€CTBO, Tpe6yeMoe Ka4€CTBO, XKCJIa€CMO€ Ka4C€CTBO, OTHOCUTCIIbHOC Ka4€CTBO.

Tema 7. Cucrema kadecTBa 0OCITy>)KUBaHUS KIIMEHTOB: OCHOBHBIE COCTABJISIONINE U UX B3aUMOCBS3b
1. Pa3zpaboraiite TpeGoBaHuUS K 0OCTYKUBAIOIIEMY IEPCOHATY B HHIYCTPUU CEPBHUCA.
2. V3yunTe coBpeMeHHbIE TpeOOBaHUS K KBATH(DHUKAIMHN, TOBEICHUIO COTPYAHUKOB CEpPBHCA.
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Tema 8. CoBpeMEHHbBIE TEXHOJIOTUU B CEPBUCHOM 1€ATENBHOCTU
3apanme Ne 1.
PazpaOoraiite «maMaTKn» MpPO(PECCHOHANBHOTO TIOBEACHHWE pabOTHUKA TMPEeNNpUsiTHS CcepBUCAa C
NOTPEOUTENSIMH YCIIYT.
3amanue Ne 2.
PazpabotaiiTe «mamMsaTKi» KyJbTyphl OOIICHHS paOOTHUKA MIPEANPHUATHS CEPBHCA C IIOTPEOUTEISIMH YCITYT.
KoHTposnbHBIE BOIIPOCHI:
YpoBHHM yIIpaBIICHUSI CEPBUCHBIM MTOBEJICHUEM: CTPATETHYECKUIA U OTIEPATUBHBIM.
ITocnenoBarenbHOCTD ACHUCTBUN IIPU BHEAPEHUHU HOPM U CTAHIAPTOB.
Bo3MorkHbIe TpensSTCTBUS MpU BHEAPEHUU CTaHIaPTOB cepBrca. MeTonbl MpeoJoJeHHs MPENsITCTBUM.
Bnyrtpennnii PR uneonorun otnm4yHoOro cepsuca.

Nk v -

OOyueHue coTpyaHUKOB ppoHT-0duca.
HAYYHBIN TOKJIA/

Tema 5. KadecTBO yciIyru Kak OObEKT YIpaBICHUS
Monens kauectBa ycnyr K. I'ponpysa.
Mogens kauecTBa yCciayru, OCHOBaHHas Ha pa3pbIBeE.
TexHH4eCcKoe Ka4eCTBO.
QYHKINOHAIBHOE Kau€CTBO.
IIpemus /Iemunra.
HammonanwsHast npemus no kadectsy M. bonnpumxa.

o

EBpomneiickas npemus 1o KauecTBy.
Omnpoc

Tema 3. «KonTakTHas 30Ha» Kak cepa peanzaluil CEpPBUCHOM NEATETbHOCTH
1 TloHATHE «KOHTAKTHOM 30HBD» ¥ OCHOBHBIC TPEOOBAHMUS.
2 Kynsrypa obOuieHust pabOTHUKA KOHTAKTHOM 30HBI C MOKYyIaTeJIeM (3aKa34uKOM, TOCTEM).
3 3aKoHbl, ONpeneAIoNIe TMHAMUKY ICUXUYECKUX MPOLIECCOB.
4 Dranbl 00CTyKUBaHUS KIHEHTA.
5 OCHOBHBIE TPUYHHBI KAT00 KIUESHTOB.

6 OcHOBHBIE TPUYMHBI KOH(IUKTOB MEX1y paOOTHUKAaMU cepBHca U KireHTaMu. CriocoOb
pa3pelieHns U yCTpaHeHHUs KOH(IUKTOB.

Tema 8. CoBpeMEeHHBIE TEXHOJIOTMU B CEPBUCHOM NEATEIBHOCTH
1 YauduuumpoBaHHbIe qeiicTBUS TIepcoHaNa B cepe 00CITy>)KUBAaHHUS CETEBBIX KOMITAaHHA.

2 TlonsiTue OpeHaa U ero y3HaBaeMOCTH 3a CUET €AMHO00pa3us MopsAKa MPeA0CTaBICHUS YCIyT U
KauecTBa 00CTyKUBaHUS KIHEHTOB.

3 PaGouue nporenypsl.

4 Cranpapthl 00CITy)KUBaHUSL.
5 Kpurepuu cranaapTos.

6 Uneonorust o6cmyKUBaHusI.

IToaroroBKa yCTHBIX BBICTYILICHHH
Tewma 4. Knaccudukanus npeanpusaTuii CEpBUCHOTO 00CTyKUBaHUS

1. CtpykTrypa obmepoccuiickoro kinaccudukaropa yciayr HaceneHuss OK 002-93.
2. Kakue rpynmnsl BKiIroyaet kiaccupukarop OK 002-93?



3. IlpoBeaure aHanu3 CTPYKTypa M BHUAOB CEPBUCHON MAEATEIBHOCTH, KAK MCTOYHMKA YIOBIETBOPEHUS

Pa3HOO0Pa3HBIX MOTPEOHOCTEH YeIOBEKa.
IToaroroBka 3/IeKTPOHHOM NMpPe3eHTAUN

Tema 1. CepBucHas IeSITEIBHOCTH Kak (hopMa yIOBICTBOPECHHSI MOTPEOHOCTEH UeIoBeKa
1 TenpeHMU pa3BUTHS COBPEMEHHOI'O CEPBUCA.
2 VHHOBanMM Kak 3JIEMEHT TEXHUYECKOTO MPOTrpecca CEPBUCHOTO MPEATPUSITHS.
3 JluBepcudukaims Kak BUJ HHHOBAIIMOHHOTO H3MCHECHHUS.
4 Xapakrepuctuka HHPOpMaMOHHBIX TexHojorui B JKKX.
5 HWHdopmanoHHbIE TEXHOJIOTHH B C(epe yCIyT.
6 OOmactu nmpuMeHeHHs HHGOPMAIIMOHHBIX TexHoJoTHit B JKKX.

7 IlpoexTupoBaHue Mporecca 00CIyKMBaHUS B CEPBUCHOM JIEATEIPHOCTH: XapaKTEPUCTHKA U
OCHOBHBIE 3Tallbl.

8 HoBele TexHONOTHU B cepe YCIyT.
9 OGmactu nmpuMeHeHus HHGOPMAITMOHHBIX TexHooTHit B JKKX.
10 CepBuc 1 cepBHCHBIE TEXHOJIOTUU B OOILIECTBE.

CobecenoBanue

Tema 1. CepBucHas AeITeTbHOCTH Kak hopMa yIOBIETBOPEHUS OTPEOHOCTEH YeIoBeKa

1 CepBucHas nesTeILHOCTD B Iporiecce (GOpMHPOBAHUS MOTPEOHOCTEH.

2 ®opMbI yIOBIETBOPEHUS TOTPEOHOCTH YEIOBEKA.

3 CpaBnHute nonsitue "Hyxnaa" u "moTpedHOCTH".

4 Bupapl NOTpeOHOCTEH!.

5 Pa3ymHubIe TOTPEOHOCTH.

6 Knaccudukanus norpeOHOCTEH UenoBeKa.

7 HayuHble TEOpUHU O MOTPEOHOCTSX YEIOBEKA.

8 CymHOCTb CEpPBUCHOM JIEATENbHOCTH.

9 OcoOeHHOCTH pa3BUTHS CEPBUCHOMN JEATEIHLHOCTH B JOUHIYCTPHAIBHOM OOIIIECTBE.
10 OcoOeHHOCTH pa3BUTHSI CEPBUCHOM IEATETLHOCTH B UHIAYCTPHUATIBHOM OOIIECTBE.
11 OcoGeHHOCTH Pa3BUTHSI CEPBUCHOM JIEATEILHOCTH B MTOCTUHYCTPUAIBEHOM OOIIECTBE.

Tema 6. Tumonorust morpeduTEICH 1 MpUEMbl 00CTYKHUBaHUS
1. IlonsTHe 1 K1accupUKAIMs TUIOIOTUN KIMEHTa U UX OCOOCHHOCTh B OOCITY>KUBAaHUU TIOTPEOUTEIIS.
2. Kpurtepun TUIOJIOTUU KIIMEHTA.
3.Tunonoruu 3. Pomxkepca.

4. JlogabHOCTHb. YCIOBHUS JNOCTW)KEHHUS JIOSUIBHOCTH. Buapl JosSiabHOCTH. lloBemeHdeckas
BOCIIPUHUMAEMas JIOSUTbHOCTb.

5. Tumbl OSUTBHOCTHU: UCTUHHAS, JIOKHAS, JIATEHTHAsI, OTCYTCTBYIOIAS.
6. Cratyc JIOSUIBHOCTHU U €€ U3MEPEHMUE.
7. IIporpaMMBbl JIOSTTLHOCTH U X Y)PEKTUBHOCTD.

Tema 7. Cucrema kadecTBa 0OCITy>)KUBaHUS KIIMEHTOB: OCHOBHBIE COCTABJISIONINE U UX B3aUMOCBS3b
1 ®unocodus cepBuca u ee BIUSIHAE Ha 00CITy)KHBaHUE KITUCHTOB.
2 YcnoBus NOBBIIICHUS KaueCTBAa 0OCITY)KMBAaHHS KIIMEHTOB.
3 CucTeMHBIH OAXO B IPOIIECcCe MOBBIIICHHS KauecTBA 00CTYKHUBAHUS TIOTPEOUTEICH.

4 PCSYJ'II)TaTI)I MOHHUTOPHHI'Aa JOJKHBI HaXOAWUTH CBOC OTPAXKCHHUEC B CHUCTEMC MOTHBALIUU W SABJIATHCA

OCHOBaHHEM JIs AOPabOTKU WIIK KOPPEKTUPOBKU CTaHAAPTOB.
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20
5 DneMeHThl CUCTEMBL.

Tema 8. CoBpeMeHHBIE TEXHOJIOTUU B CEPBUCHOM IEATEIIHOCTH
1 TexHomoruu oOCTy>KUBaHHUS.
2 IIpodeccronaibHOE MOBEACHNUE TIEpCOHaNa B cepe 00CITy)KUBAaHHS CETEBBIX KOMITAaHHH.
3 Ilonstue 6penna.Paboune npormemaypsl.
4 Cranpapthl 00CITy)KUBaHUSL.

TecrupoBanue

Tema 2. Buasl u popMbI CEpBUCHOM AESATETBHOCTH
1. CepBucHas 1eSITEILHOCTD — ATO:

2. KonrakrtHas 30Ha — 3TO:

3. PaccTosHre MeX Ty MOTpEeOUTENIEM U IPOU3BOIUTEIIEM B KOHTAKTHOH 30HE JIOJHKHO COCTABIIATH:
a) ot 50cMm 10 1m

0) oT 1M 110 2M

B) oT 90cmc 10 1M

r) oT 70cMmc 10 1M

4. ®opma 00CITyKUBAHHUS — TO:

a) croco0 MPeaoCTaBICHUS YCIyT TOTPEOUTEITIO
0) cTraHIapT OOCTYKUBaHUS KIMCHTA

B) Ka4eCTBO OOCITYXKMBAHUS KIMEHTA

') HET BEPHOTO BapHaHTa

5. Ilepuon BpeMeHH, B T€UEHUE KOTOPOTO MOTPEOUTENb B3aUMOICHCTBYET C UCIIOJTHUTENIEM YCIYIH:
a) BpeMst 00CITy)KUBaHUS

0) pecypcHOEe BpeMs

B) HOPMAaTHBHOE BPEMsI

') HET BEPHOTO BapHaHTa

6. KoHTaKTHO! 30HOI MOXET CUUTAThCSA:
a) 1eX 10 PEeMOHTY 000py/IOBaHHUS

0) cToiika aAMUHUCTPATOPa B TOCTUHUIIC
B) CTPOUTEIbHAS IIOIIAJIKA

T') HET BEPHOTO BapHaHTa

7. BHeurnue GaxTopsl, BIUAIONIME HAa MTOKYHaTeIbCKOE OBEICHUE!
a) MOJIUTUIECKUE COOBITHE

0) coruaabHBIN CTaTyC

B) MOTHB

') UHTEpeC

8. BHyTpeHHue (pakTopsl, BIUAIOLINE HAa TOKYIIATEIbCKOE TOBEICHHE:
a) BO3pacT



0) KynbTypa
B) pOJ 3aHATUH, TUI INYHOCTH
I') HET BEPHOI'O BapuaHTa

9. B mpakTHuecKoil ICUXOJIOTMH BBIAEISAIOT YETHIPE MEAKIINYHOCTHBIX PACCTOSIHUS. YKaKUTE pACCTOSHUE
COLMAJIbHON AMCTaHIMK ((OopMabHBIE BCTPEUYH B OOIIIECTBEHHBIX MECTaX):

a) 120 - 400cm
0)45-120 cm
B) 400 - 750cm
') HET BEPHOTO BapHaHTa

10. ITox Mmetomamu unmu opMoi 00CTy)KMBaHUS TTOTPEOUTENCH ClIeyeT MOHUMATh:
a) croco0 MpeoCTaBIIeHUs YCIYT 3aKa3unKa

0) mpaBuUJia ¥ HOPMBI TIOBEJICHUS OOCITYKUBAIOIIIETO MTePCOHAIA

B) CaMOOOCITy>)KUBaHHE

T') HET BEPHOTO BapHaHTa

11. Yenyra — 310:

a) cTaHJapThl 00CTY)KUBAHUS KITUCHTA

0) ocsi3aeMble IEHCTBUS, HAIIPABJICHHbIE HAa TOBAP WM YeJIOBEKa

B) 3TO 0COOBIN BUJ YEIOBEUECCKOM JEATeILHOCTH, KOTOPBIN HATIPABIIEH HA YIOBIETBOPEHUE MOTPEOHOCTEH
KITMEHTA IyTEM OKa3aHUsl YCIIyT, BOCTPEOOBAHHBIX OT/ICITHHBIMU JIFOIBMH, COITUATBHBIMU TPy WIH
OpraHu3alusIMU

T') HET BEPHOTO BapHaHTa

12. Baemaue (GakTopshl, BIUSIONINE HA TIOBEICHUE MTOKYIATEIIS
a) pepepeHTHBIE TPYIIIBI

0) komdopT

B) IIPECTHXK

') HET BEPHOTO BapHaHTa

13. YcTHOE MM MUCBMEHHOE BBIPAXKCHHE MPETEH3UH OTPEOUTEISI IO TTIOBOTY OOCTY>KUBAHHS — ATO:
a) MOUCK MOHUMAHHUS

0) MPHU3BIB K COBECTH

B) kanoba

T') HET BEPHOTO BapHaHTa

14. TIpotiecc MpUHSTHS PEIICHUS MOTPEOUTEIEM COCTOUT U3 CICTYIONTUX CTaIUN

a) peakius Ha IMOKYTIKY, TOUCK WH(POPMALIMU, OCO3HAHUE MPOOJIEMBI, pEIIEHUE O MOKYIIKE, peaKIusl Ha
MOKYIIKY:

0) mouck uH(OpMAIH, 0CO3HAHHE MTPOOIEMBI, OLIEHKA BAPUAHTOB, PEILICHHE O MOKYITKE

B) OCO3HAaHUE MPOOJIEMBI, TOUCK UH(POPMALINU, OLIEHKA BapUAHTOB, PELICHHUE O MOKYIIKE, peaklys Ha
MOKYTIKY

T') HET BEPHOTO BapHaHTa

15. ITonmy4yenue ycmyru 6€3 TUIHOTO B3aUMOICHCTBHS C MCIIOJTHATEIEM YCIIyTH Ha3bIBAIOT:
a) 0ECKOHTaKTHBIM

0) popmanbHBIM

B) OCCILIaTHBIM



I') HET BEPHOI'O BapuaHTa

16. Kakue Tpu KIIFOYEBBIX MOHATHUS UCIIOIb3YIOTCS TP OIIPENEICHUH CEpBUCA
a) orpoc, mpoheCcCUOHAIN3M, KaueCTBO

0) ycmyra, crpoc, CrenuaIncT

B) J€SATEIHHOCTh, MOTPEOHOCTH M YCIyTa

I') HET BEPHOI'O BapuaHTa

17. Ilox metonom uiu popmMoii 00CTy>)KUBaHUS CIeTyeT IOHUMATh:
a) OIPeICIICHHBIN CIIOCO0 MPEIOCTABICHHS YCIYT 3aKa3UUKy

0) npenocTaBieHre HHPOPMALIUU KIUEHTY

B) OKa3aHUE YCIIyTU KIHEHTY

I') HET BEPHOI'O BapuaHTa

18. B npakTUueckoi MCUXOJIOTUHU BBIIEIAIOT YEThIPE MEKIMYHOCTHBIX paccTosHus. IlepconanbHas
JUCTaHIMS - HOPMAJIBHOE PACCTOSHUE [T OOIICHNUS 3HAKOMBIX JIIOICH

a) 0 —45cm

0)45-120 cm

B) 120 — 400 c™m

') HET BEPHOTO BapHaHTa

19. Cdepa obCimykuBaHUS HACEIEHUS — ITO:
a) COBOKYITHOCTb MPEANPUATHIA, OpraHu3aIfii ¥ GU3NUECKUX JIUII, OKa3bIBAIOIINX YCIYTH HACETICHUIO

0) AesATeNbHOCTh MPEANPUATUI U OpraHU3aluii, HallpaBJIeHHAs Ha Y/IOBJIETBOPEHKE OTpeOHOCTEN
HACEJICHHUS U MHOCTPAHHBIX TPaXK/IaH B TYPUCTCKUX U IKCKYPCUOHHBIX yCIIyTax

B) JI€ATEILHOCTb UCIIOJIHUTENS MPU HEMTOCPEICTBEHHOM KOHTAKTE C MOTPEOUTENIEM YCIIyTH
I') HET BEPHOI'O BapuaHTa

Tema 6. Tunonorus morpeduteneit U MprueMsl 00CITY>KUBAHUS
BbiGepuTe 01UH HJIM HECKOJBKO BEPHBIX BAPHAHTOB, MPH OTCYTCTBHM BAPHAHTOB BIUIINTE CBOM
OTBeT.
1.CepBucHas 1esITEIbHOCTh — 3TO:

2. Hyxna B ueM-1100, 3aBHUCsIIas OT KyJbTYPHOTO YPOBHS U MHAMBHUAYAIbHOCTH Y€JIOBEKa — 3TO:
a) noTpeOHOCTh

0) yciyra

B) JIESATEIHHOCTD

T') CEpBHUC

3. Yenyra — ato0:

3. Baxkneimune XxapakTEpUCTUKH YCIIYT:

4. IloHnMaHKe CyITHOCTH CEPBUCHOM JECATEIFHOCTH CBSI3aHO C TAKMMU ITOHATHSIMH KaK:
a) cepBuC, yciyra



0) moTpeOHOCTh
B) JIESATEIHLHOCTH
I') BCE BapUAHTHI

5. Pa3ButuHe ppIHKa yCIIyT OPUEHTUPOBAHO Ha!

a) CHCTEMY YIOBJIETBOPEHUS MOTpeOHOCTEH

0) Bueapenue [T-Texnomoruit

B) MacCOBOCTb MOTPEOICHUS TIPETIOCTABISIEMBIX YCIYT
I') Ha HaceyieHue B Bo3pacte ot 15 no 40 ner

6. Ilox KauecTBOM YCIyr TOHUMAETCS:

a) KOMILJIEKC MX MOJIE3HBIX CBOMCTB, HOPMAaTUBHO-TEXHOJIIOTUYECKUX XapaKTEPUCTUK
0) moTpedbuTenpCcKas OleHKa

B) CITOCOOHOCTHh OOBEKTUBHO OIICHUTH MOJE3HOCTh YCIYTH

I') HET BEPHOI'O BapuaHTa

7. YpOBHU Ka4ueCTBa yCIIyTH:

a) BBICIIUN, CPEITHUMA, HUIIHHA

0) MaKpOypOBEHb, MUKPOYPOBEHb

B) TIEPBBIi, BTOPOU, TPETHI

') MEXTyHApOAHBIN, pETMOHAbHBIN, HAIIMOHAJIbHBIN

8. Ocobas pa3HOBUIHOCTH 0€30MAaCHOCTHU B C(hepe YCIIyT CBs3aHa C:
a) 3710poBbEM, (PU3NIECKUM COCTOSTHUEM, BHEIITHUM BHIIOM KIIEHTA
0) YpOBHEM OCBEIOMIICHHOCTH KJIMEHTa 00 OKa3bIBAEMBIX yCIyTrax
B) MMOJIUTUYECKUM CTPOEM CTPAHBI

I') HET BEPHOI'O BapuaHTa

9. Pomanosuu B.K. paccmarpuBana cepBUCHYIO 1€ATEIBHOCTD KaKk

a) BUJl YEJIOBEUECKOW AESITeNbHOCTH, HANpaBJICHHBIA Ha YJOBIETBOPEHUE MOTPEOHOCTEH KIMEHTa IyTeM
OKa3aHUs yCIyT

0) XO3sICTBEHHBIN MEXaHU3M YIOBJIETBOPEHUS OOIIECTBEHHBIX M MHANBUIYATBHBIX IOTPEOHOCTEH

B) aKTUBHOCTH JIIONICH, BBICTYMAIOMIUX B CHEMUPUISCKAX B3aUMOJCHCTBHUAX MO PEANM3AINH PA3THYHBIX
yCIIyT

r) o0nacTh 4YeIOBEYECKHX B3aWMOOTHOIIEHUH, rae (opMHpyeTcst OCOOBbI CTWIIb B YIOBICTBOPEHUHU
noTpedHoCcTEH

10. CpolicTBa yCIIyr MOXKHO pa3ie/IUTh Ha:

a) IPOM3BOJICTBEHHbBIC, (PYHKIIMOHAIBHBIC, TOTPEOUTEIbCKHE

0) MPON3BOICTBEHHBIC, HETTPOU3BOJICTBECHHBIC

B) OCsI3a€MbI€, HEOCSA3aeMBbl

T') 110 HAIIPABJICHHOCTH (Ha TEJIO YEJIOBEKa, HA CO3HAHUE YEJIOBEKA U T.1.)

11. BaxxHble XapaKTEpPUCTUKH YCIIYT MACCAKUPCKOTO TPAHCIIOPTA:
a) CKOPOCTb U TOYHOCTb ABUXKCHUA

0) Mapka TpaHCIIopTa

B) COOJIIOZICHHE TEXHOJIIOTUYECKUX TPABUIT

') OTBETCTBEHHOCTH 32 MapILIpyTHBIE JOPOTH



12. Kakue acrieKTbl pe3ysbTaToB YCIyTd OLEHUBAET MOTPEOUTENDH?
a) GYHKITMOHAIBHO-TTPAKTUICCKHE

0) IpOU3BOACTBEHHO-(PU3UIECKHE

B) DKOHOMHUYECKHE

I') BCE BapUaHThl BEPHbI

13. UYro BhICTymaeT HOPMAaTHBHBIM  yCIIOBHEM  OOECIEYeHHs  KauecTBa, OE30MacHOCTH U
KOHKYPEHTOCHOCOOHOCTH YCIIYT:

a) CTaHAapTU3ALMS
0) cepruduxamus
B) JINLIEH3UPOBaHUE
') MApKUPOBKa

14. Kakue cBOMCTBa yCIyTH I TOTpEOUTENs Hanboiee BaXKHbBI, U KOTOPHIE TECTUPYET OH cam?
a) NOTpeOUTETHCKUE CBOICTBA

0) MPON3BOICTBCHHBIC

B) (PyHKIIMOHAJIbHbIE

T') BCE TIEPEUNCIICHHBIC

15. IlokynarenbCckasi OLIEHKA KaueCTBa YCIYT:

a) y4eT MPOU3BOJICTBEHHO-(DU3NYECKUX TTOKa3aTesei

0) cyOBEKT OIIEHKH MOTPEOHOCTEH

B) Y4€T IPOU3BOACTBEHHO-(U3NUECKHX MTOKa3aTee U CyOBbEeKT OLIEHKH MOoTpeOHOCTEeH
') HET BEPHOTO BapHaHTa

16. Kakas 4dacTb TOJHOCTBIO YIOBJIETBOPEHHBIX KIMEHTOB Kauye€CTBOM YCIYyr (OT OOIIEro 4mucia BCexX
KJIINCHTOB) CYUTAETCA OJarompusaTHOM C TOYKM 3pPEHUS CTaHIApPTOB KauyecTBa B JIAHHOW CEPBUCHOM
OpraHu3aiuu?

a) 25-30%

0) 50-70%

B) 10-15%

) 80-85%

17. 'apaHTUAHBINA CEPBUC:

a) Bcerga OecruraTHbII

0) Bcera miIaTHbIN

B) BBIOMpaeTcs moTpeOuTeIeM
T') HET BEpHOTO OTBETA

18. KauecTBO yCci1yru 0OCHOBBIBAETCS Ha:

a) 5KOHOMHYECKOU COCTaBIISAIONICH

0) HOpMAaTUBHO-TIPABOBOI Oa3ze

B) DKOHOMHUYECKOW COCTABIISIONICH U HOPMATUBHO-TIPABOBOM Oa3e
T') HET BEPHOTO BapHaHTa

19. HazoBuTe cBOMCTBA, KOTOPBIE CO3AIOTCS B TIPOIIECCE MPOU3BOACTBA M TIPUOOPETAIOT IPKO BBHIPAKCHHBIN
MaTepualbHO-PECYPCHBII TEXHUKO-TEXHOJIOTHUYECKUI XapaKTep

a) MPOU3BOJICTBEHHBIE
0) pyHKIIMOHATbHbIC
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B) MOTPEOUTENbCKHE
') KAaYEeCTBCHHBIC

20. Ilepeuncnute CBOMCTBA YCIYTH:

Buvibepume 0OuH unu HeCKONbKO 6EPHLIX 6APUAHINOE, NPU OMCYMCMEUU BAPUAHNOE GNUULUME CEOLL OMEE.
1.CepBucHas OeSTENBHOCTD — ITO:

2. Hyxna B ueM-1100, 3aBHUCsIIas OT KyJbTYPHOTO YPOBHS U MHAMBHUAYAIbHOCTH Y€JIOBEKa — 3TO:
a) noTpeOHOCTh

0) yciyra

B) JIESATEIHHOCTD

T') CEpBHUC

3. Yenyra — ato0:

3. Baxkneimune XxapakTEpUCTUKH YCIIYT:

4. [TonnmMaHue CYyIIHOCTH CEPBUCHOM NEATEILHOCTH CBSI3aHO C TAKUMHU MOHSITUSIMHU KaK:
a) cepBuC, yciyra

0) MoTpeOHOCTH

B) JIESATEIHLHOCTD

') BCE BapUAHTHI

5. Pa3BuTHe phIHKA YCIyT OPUEHTUPOBAHO Ha!

a) CUCTEMY YIOBJIETBOPEHUS MOTPEOHOCTEH

0) BHenpenue I'T-rexHomornii

B) MacCOBOCTb NMOTPEOICHUS PEAOCTABISAEMBIX YCIIYT
') Ha HaceJleHue B Bo3pacte oT 15 no 40 net

6. ITox kauecTBOM yCIIyId TOHUMAETCS:

a) KOMIUIEKC MX TOJIE3HBIX CBOWCTB, HOPMAaTUBHO-TEXHOJIOTMYECKUX XapAKTEPUCTUK
0) moTpeduTenbCcKas OleHKa

B) CIIOCOOHOCTh OOBEKTUBHO OLIEHUTH MOJIE3HOCTD YCIYTH

T') HET BEPHOTO BapHaHTa

7. YpOBHM Ka4yecTBa yCIyTH:

a) BBICILIUNA, CPEIHUMA, HU3IIHUMA

0) MaKpOypOBEHb, MUKPOYPOBEHB

B) IIEPBBIH, BTOPOil, TPETHUI

T') MEXTyHAapPOIHBINA, PETHOHATBHBIN, HAIITMOHAIbHBIN



8. Ocobas pa3HOBUIHOCTH 0€30MAaCHOCTHU B c(hepe YCIIyT CBs3aHa C:
a) 3710poBbEM, (PU3NIECKUM COCTOSHHUEM, BHEIITHUM BHIIOM KIIEHTA
0) YpPOBHEM OCBEIOMJICHHOCTH KJIMEHTa 00 OKa3bIBAEMBIX yCIyTrax
B) MOJIUTUYECKUM CTPOEM CTPAHBI

I') HET BEPHOI'O BapuaHTa

9. Pomanosuu B.K. paccmarpuBana cepBUCHYIO 1€ATEIBHOCTD KaKk

a) BUJl YEJIOBEUECKOW AESITeNbHOCTH, HANpaBJICHHBIA Ha YJOBIETBOPEHUE MOTPEOHOCTEH KIMEHTa IyTeM

OKa3aHUs yCIyr

0) XO3sCTBEHHBIN MEXaHU3M YIOBJIECTBOPCHUS OOIIECTBEHHBIX M MHIANBUAYATBHBIX IOTPEOHOCTEH

B) aKTUBHOCTbH JIIONICH, BBICTYMAIOMIUX B CHEMUPUISCKAX B3aUMOJCHCTBHUAX MO PEANM3AINH PA3THYHBIX

yciayr

r) o0nacTe 4YEIOBEYECKHX B3aWMOOTHOIIEHUH, rae (GopMHpyeTcst OCOOBbI CTWIIb B YIOBICTBOPEHUHU

noTpedHoCcTEH

10. CpolicTBa yCIIyr MOXKHO pa3e/IUTh Ha:

a) IPOM3BOJICTBEHHbBIE, (PYHKIIMOHAIbHBIC, ITOTPEOUTENbCKHE

0) MPOM3BOICTBEHHBIC, HETTPOU3BOJICTBECHHBIC

B) OCsI3a€MbI€, HEOCSA3aeMBbl

T') 110 HAIIPABJICHHOCTH (Ha TEJIO YEJIOBEKa, HA CO3HAHUE YEJIOBEKA U T.1.)

11. BaxxHble XapaKTEpUCTUKH YCIIYT MACCAKUPCKOTO TPAHCIIOPTA:
a) CKOPOCTb U TOYHOCTb ABUXKCHUA

0) Mapka TpaHCIIopTa

B) COOJIIOZICHHE TEXHOJIIOTUYECKUX TPABUIT

') OTBETCTBEHHOCTH 32 MapILIpyTHBIE JOPOTH

12. Kakue acnieKThl pe3y/IbTaToOB YCIyTH OIEHUBAET MOTPEOUTEIH?
a) pyHKIMOHAILHO-TIPAKTUIECKUE

0) MpON3BOACTBEHHO-(PU3NUECKUE

B) SKOHOMUYECKHUE

') BCE BapUAHThI BEPHBI

13. UYrto BeICTYymaeT HOPMATUBHBIM  YCIIOBUEM  OOECICYCHUS
KOHKYPEHTOCIIOCOOHOCTH YCIIYT:

a) CTaH apTU3ALIH
0) cepruduxanus
B) JIMIICH3UPOBAHNE
I') MapKUPOBKa

Ka4yeCTBa,

0€e301acHOCTH

14. Kakwue cBoiicTBa yCiryru 1js IOTpeduTesis Hanbosee BaXKHbI, U KOTOpbIe TECTHPYET OH cam?

a) MOTPEOUTEIIbCKUE CBOMCTRA
0) MPOM3BOACTBEHHEIE

B) (DyHKIIMOHATBHBIE

I') BCE IEPEUNCIICHHBIE

15. Ilokynarenbckas OllCHKa KadecTBa YCIyT:
a) Y4eT POU3BOJICTBEHHO-(DU3NIECKUX TTOKa3aTesei
0) cyOBeKT OlleHKH oTpeOHOCTEel

u
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B) Y4€T IPOU3BOACTBEHHO-(U3NUECKHX ITOKa3aTeNe U CyOBbEeKT OLIEHKH MOTpeOHOCTEeH
') HET BEPHOTO BapHaHTa

16. Kakas 4acTb TOJHOCTBIO YIOBJIETBOPEHHBIX KIMEHTOB KAauye€CTBOM YCIYyr (OT OOIIEro 4mucia BCexX
KJIINCHTOB) CYUTAETCA OJarompusaTHOM C TOYKM 3pPEHUS CTaHIApPTOB KauyecTBa B JIAHHOW CEPBUCHOM
OpraHu3aiuu?

a) 25-30%

0) 50-70%

B) 10-15%

) 80-85%

17. 'apaHTUAHBINA CEPBUC:

a) Bceraa OecruraTHbII

0) Bcera miIaTHbIN

B) BBIOMpaeTcs moTpeOuTeIeM
T') HET BEPHOTO OTBETA

18. KauecTBO yCciiyru 0OCHOBBIBAETCS Ha:

a) 5KOHOMHYECKOU COCTaBIISAIONICH

0) HOpMAaTUBHO-TIPABOBOI Oaze

B) DKOHOMUYECKOW COCTABIISIONICH U HOPMATUBHO-TIPABOBOM Oa3e
T') HET BEPHOTO BapHaHTa

19. HazoBuTe CBOICTBA, KOTOPBIE CO3MAIOTCS B TIPOIIECCE MPOU3BOACTBA M IIPUOOPETAIOT IPKO BHIPAKCHHBIN
MaTepualbHO-PECYPCHBIN TEXHUKO-TEXHOJIOTHUYECKUI XapaKTep

a) MPOM3BOJICTBEHHBIE
0) pyHKIIMOHATbHbIC
B) MOTPEOUTETHLCKIE
') KAYEeCTBEHHbIE

20. IlepeuncauTe cBOMCTBA YCIYyIH:

4.3 IIpomexxyTouHast aTTECTANU 110 AUCITUIUTHHE MPOBOAUTCS B hopMe dK3aMeHa

Tunosbie Bonpocskl 3k3amena (IIK-2, I1K-4)
1  OcobGeHHOCTH pa3BUTHS CEPBUCHOM NIEATEIHHOCTH B JOMHAYCTPHAILHOM OOIIECTBE.
2 OcoOeHHOCTH Pa3BUTHS CEPBUCHON JEATEILHOCTH B MHIYCTPUAILHOM OOIIECTBE.
3 OcoOeHHOCTH pa3BUTHS CEPBUCHOMN JESITEITLHOCTH B MMOCTHHAYCTPHUATLHOM OOIIECTBE.
4 OcoOeHHOCTH Pa3BUTHS OOIIECTBA B «MH(OPMAIIMIOHHOM OOIIECTBEY.
5 IlonsATHE YCIIYT U €r0 PHIHOK.
6 Xapakrepuctrka Metoguka uamepenns kadectsa SERVQUAL,
7 XapaKTepucTUKa METOAMKa HU3MEpEeHHs] MeTo]l « TauHCTBEHHOTO (TailHOTO, CKPBITOTO) MOKYIIATENs»
(mystery shopping).
8 Xapakrepuctuka Mozenu kauectsa yciuyr K. I'ponpysa.
9 XapakrepucTruka MOZEIINA Ka4eCTBa yCIyI', OCHOBAHHAs HA pa3phIBE.
10 XapakrepucTHKa TEXHUUECKOTO Ka4eCTBO.
11 Xapakrepuctuka GyHKIIMOHATHHOTO Ka4ECTBO.
12 ®unocodus cepBuca 1 ee BIUSIHUE HA 00CITYKUBAaHUE KIHEHTOB.



13 VYcnoBust MOBBINIEHUS KaueCcTBa 00CTYKUBAHUS KIIMEHTOB.

14 CuctemHBIH MOAXO0] B IPOIIECCE MOBBIIIEHUS Ka4eCTBa 00CITy )KHBaHUS TTOTPpEeOUTECH.

15 Oco0eHHOCTH KIIMEHTOPUEHTUPOBAHHOTO MOJIX0/1a K 00CTYKMBaHUIO.

16 OcoOeHHOCTH WHIWBHUIYyAIBHOTO OOCITY)KMBaHHE KaK CaMOCTOATEILHOTO BHUAA MPOQeCCHOHATHLHOMN
NESITEIbHOCTH.

17 YpoBHM ynpaBiieHUSI CEPBUCHBIM MMOBEICHUEM: CTPATETUUECKUM U OTIEPATUBHBIN.

18 IlocnenoBaTenbHOCTH AEUCTBUIN IIPU BHEAPEHUN HOPM U CTaHIApTOB.

19 Bo3MoxHBIE TPENATCTBUS MPHU BHEAPEHNUN CTAaHAAPTOB CEPBUCA. METObI MPEOJOJICHUS TTPEMATCTBUIM.

20 BuyTtpenHnuii PR naeonoruu oTam4Horo cepBuca.

21 OOGyuenue corpyaHukoB ¢ppoHT-0duca. PazpaboTka mMpoeKTOB BHEAPEHUS CUCTEM.

22 OcHOBHBIE 3a/1a4¥ CTaHAAPTOB OOCITYKHUBAHUS KIHMEHTOB.

23 CranmapTsl 00CITy)KMBaHHUS HACEJICHUS B PA3BUTHIX CTpaHaX (Ha MpUMeEPe KOHKPETHON CTPaHbI).

24 OO0mue peKOMEHJAINH HCIIOJIb30BAHUSI CBOETO BIUSHUSI.

25 Teopust 0 AOMUHUPYIOIIEH MOAATBHOCTH.

26 Tunonorus NoTpedHUTeNeH U NPUEeMbl 00CTYKUBAHUS.

27 TlcuxoreomeTpuyeckasi XapaKTepUCTHKA TUYHOCTH.

28 Dramsl npouecca o0CIyKuBaHHUA: cO0p MHPOPMAIIUN O KIUEHTE, MPE3CHTAIsl YCIIyTH, 3aBepIICHUE
CHEIIKH.

29 Tunbl NpUHATHUS PELIEHUH O MOKYIIKE.

30 CrerneHb BOBJICYEHHOCTH KIMEHTA.

31 Crparerust ¥ TaKTUKa MOBEACHUS CIICIIUATUCTA.

32 XKanoOwu KOHMIUKTHI TPU 00CITY)KUBAHUU KIIMEHTOB.

33 Crunb 00CTyKHBaHHSI KaK BBIPaKEHUE OOITHOCTHU KOJIJIEKTHBA.

TunoBble 3axanus s sxk3amena (IIK-2, ITK-4)
1. PaccMoTpeTh NpeIoKEeHHYIO CUTYaLUIO U NIPEIOKUTh IPHUEMBbI IPUBIICUEHHSI BHUMAaHUS KIIMEHTA:
-Kiment 3axomur B Bamy typdupmy yxe He B mepBbId pa3, HO OTPaHUYMBACTCS TOJBKO MPOCMOTPOM
KaTaJoroB.
-PaccmoTpers mpeanoKeHHYI0 CHUTyalui0 OOCIY>KMBaHMS B KOHTAKTHOM 30HE M OOOCHOBaTh CTHIIb
oOmIeHHsI ¢ KOH(PIUKTHOW TUIHOCTHIO:
-Kimment typdupmsl (Mmyxurna npumepHo 50 J€T) mMpocMOTpelT Bce KaTalord, BCe pEeKIaMHbIE MPOCTIEKTHI,
PACKpUTHKOBAJI BCE MPEAJIOKEHHBIE BapHAHTHI, 0OOCHOBBIBAas CBOM OTKa3bl HETaTUBHOW HMH(OpMaIMeH,
IIOJIy4YEHHOU OT CBOMX JPY3€U U 3HAKOMBIX.
2. Haitnure ommoky. Kakoi mpuHITUTT HE OTHOCUTCS K TIPUHIIUIIAM CEPBUCHOM NESITEIbHOCTH?
- O0s3aTeNIbHOCTD MPEIIOKECHHUS
- HeoGs13aTenbHOCTh HCTIOIB30BAHUS
- DIIaCTUYHOCTh CEPBUCA
- YnoOcTBO cepBuca
- AOCOJIIOTHOE COBEPIIIEHCTBO
- UndpopmannonHas otiada cepBuca
- PazymHas 1ieHOBast MOMTHKA
- NapanTuUpOBaHHOE COOTBETCTBHE IPOU3BOACTBA CEPBUCY.
3. Pa3paboraiite ctannapt oocmyxuBanus norpedureneit s XKKX.

4.4. Illkana orieHMBaHMsI IPOMEXKYTOUYHOU aTTECTALIUU
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Jeckpuntops! (ypOBHN) — OCHOBHBIC PU3HAKKA OCBOCHUS (TIOKa3aTeIH

Onenka Kommnerenrim
TOCTYKCHHSI pe3YJIBTaTa)
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«OTIIMYHOY
(85 - 100 6anoB)

[K-2

JIeMOHCTPUPYET BBICOKUN ypOBEHb 3HAHUS U IIOHMMaHHUs Ipolecca
(bopMHpOBaHUS TYPUCTCKOTO NMPOAYKTAa HA OCHOBE MWHHOBAIIMOHHBIX
TEXHOJIOTUM, IEMOHCTPUPYET 3HAHUSA KIMECHTOOPUEHTUPOBAHHBIX
TEXHOJIOTHH Tpouecca obcayxuBanusi. OTBET MOCTPOEH JOTMYHO,
MarepuaJl  M3JIaraeTcsi  4YeTKO, sCHO, XOpPOLIMM  SA3BIKOM,
apryMeHTupoBaHo. OTBEYAET MOJHO HA IIOCTABJIEHHBIE BOIIPOCHI.

[1K-4

JleMOHCTpUpyeT  BBICOKMHA  YPOBEHb  3HAHUW  TEXHOJIOTHUHU
o0CITyKUBaHUS TYpUCTOB c UCIIOJIb30BaHUEM
MH(OPMAITMOHHO-KOMMYHHUKATUBHBIX TEXHOJNOTHH. OTBET MOCTPOEH
JIOTUYHO, MaTepuall M3J1araeTcsi YeTKO, SICHO, XOPOILIUM SI3BIKOM,
aprymMeHTupoBaHo. OTBe4aeT MOJHO Ha MOCTABIEHHBIE BOMPOCHI.

«XOPOIIIO
(70 - 84 6amioB)

[1K-2

JleMOHCTpHUpYET XOpOIINi YPOBEHb 3HAaHUS M MOHUMAaHUS Ipolecca
(dbopMupoBaHus TYPUCTCKOTO MPOAYKTAa HA OCHOBE MHHOBAI[MOHHBIX
TEXHOJIOTHH, JEMOHCTPUPYET 3HAHUS KIUECHTOOPUEHTHUPOBAHHBIX
TEXHOJIIOTHH Tmpouecca oOcmyxuBaHUs. [IpuMeHseT MonmydYeHHbIe
3HAaHUA B MPAKTUYECKON NesTeNbHOCTH. OTBET MOCTPOEH JIOTHYHO,
MaTepua U3JIaraeTcsi XOPOUIUM SI3BIKOM.

[IK-4

JIeMOHCTpPUpPYET  XOpPOLIMH  ypOBEHb  3HAHMM  TEXHOJIOTUMU
00CITy>)KUBaHUS TYpUCTOB c UCIIOJIB30BaHUEM
MH(POPMALMOHHO-KOMMYHUKATUBHBIX TEXHOJOTHHA. OTBET MOCTPOEH
JIOTUYHO, MaTepuajl M3J1araercs 4eTKO, sCHO, XOPOLIUM S3BIKOM,
apryMeHTupoBaHo. OTBEYaeT Ha MOCTABIECHHBIE BOIPOCHI.

«YIOBJIETBOPUTEIHHO»
(50 - 69 6amnoB)

[K-2

JlemoHcTpHUpyeT cinabblii YpOBEHb 3HAHHIA IMpoliecca 00CTyKUBaHUS
NoTpeOUTENeH, ¢ Y4eTOM 3arpocoB MOTPeOUTENe 1 MpUMEHEHUEM
KJIMEHTOPUEHTUPOBAHHBIX TEXHOJIOTUH.

Cnabo mpuMeHSeT TOJy4YCHHBIE 3HAHUS B  IPAKTUYECKOU
NEeSATEIbHOCTH.

Cnabo BnazmeeT 3HAHMSMHU M HAaBBIKAMH NPHUMEHEHUS IOJyYEHHBIX
3HaHUH B MPOPECCHOHANBHOM eI TEIbHOCTH.

OTBerT He Bcerga JOTMYHO BBICTPOCH, MaTepuasl H3iaraercs 0e3
IIPUMEHEHNS HayYHON TEPMUHOJIOTHH.

[1K-4

JleMoHCTpUpyeT  cnaObli  ypOBEHb  3HAHMH  TEXHOJOTHUH
o0CTyKUBaHUS TYpUCTOB c HCIIOJIb30BaHUEM
nH(OPMAIIMOHHO-KOMMYHHUKATUBHBIX TeXHOJIOTU. OTBET He Bcerna
JIOTUYHO BBICTPOEH, MaTepuaj u3jiaraercs 6e3 MpuMeHEeHUs! Hay4dHOI
TEPMHUHOJIOTHH.

«HEYIOBICTBOPUTEILHOY
(menee 50 6amioB)

[1K-2

JleMOHCTpUpyeT OTCYTCTBME 3HAHUM W TOHHUMaHUE OCHOB IO
OpraHM3allK TYPUCTCKOU JAESITENTbHOCTH.

He Moxer mnpumeHSATh MOMyYEHHBIE 3HAHUS B MPAKTHYECKOU
NeSITeIbHOCTH.

He moxeT npumMeHUTHh MONy4YeHHbIE 3HAHUS B IpodeccroHaIbHOMN
nesiTebHOCTH. Ha BOMpOCkl OTBETUTH HE MOXKET.

[IK-4

JIeMOHCTpUpPYET OTCYTCTBHE 3HAHHWHA TEXHOJOTHUH OOCTYKUBaHUS
TYpUCTOB C HCIIOJIL30BaHUEM HH(POPMAIIMOHHO-KOMMYHUKATHBHBIX
TEXHOJIOTHIA.

He w™Moxer npuMeHSTh NOJNyYEHHBIE 3HAHUS B MPAKTUYECKOU
JIeATEIIHHOCTH.

He MoXxeT mpuMeHUTHh MONYyYCHHBIE 3HAHUS B MPOo(decCHOHAIBHON
JeATeIbHOCTU. Ha BOpOCHI OTBETUTH HE MOXKET.

5. Metoanueckue yKkazaHus JJisi 00y4al0UUXCsl 10 OCBOCHHMIO IMCIUILIMHBI (MOXYJIA)
5.1 Meroauueckue yKa3aHus IO OpraHU3aIlUN CaMOCTOSITEIbHOIM paboThl 00yUYaromuXCs:



[Ipuctynas K W3yYeHUIO TUCIUILIMHBI, B MEPBYIO Odepelb OOydaromuMcsi HEOOXOAMMO O3HAKOMHUTBCS
comepxaHueM paboueil mporpammbl nuctuiummabl (PITJ]), xotopas ompexaenser coaepxaHue, oObeMm, a
TaKKe MOPSAIOK U3YUCHHsI U MTPETIOaBaHus yIeOHOM TUCIUILINHEL, €€ pa3/iena, YacTu.

J171 caMOCTOSATENbHOM paboThl BaKHOE 3HaYEHHE UMEIOT paszeibl «O0beM U collepikaHne AUCIUTITMHBD),
«YuebHo-MeTonyeckoe U HHGOpMAIIMOHHOE 00ecrieyeHre TUCIUIUIUHB U «MaTepruaabHO-TEXHUYECKOe
o0ecriedyeHre AMCUUIUIMHBI, POrpaMMHoOe obecrieuenue, npodeccuoHaibHble 0a3bl TaHHBIX U
MH(OPMAIIMOHHBIE CIIPABOYHBIE CUCTEMBI».

B pazmene «O0beM u copepkaHHe AMCHUIUIMHBDY YKa3bIBAIOTCS BCE pas3leibl M TEMbl H3ydaeMoi
JTUCLMIUTMHBL, @ TAK)KE BUJIbI 3aHIATHI U TUTAHUPYEMBI 00BEM B aKaJIeMUYECKUX Yacax.

B pasgmene «YyeOHo-meTomumueckoe U HH(POpMaLMOHHOE oOecledyeHrne AMCHUIUIMHBDY — yKazaHa
pEKOMeH1yeMasi OCHOBHAsS U JOTIOJIHUTENbHAS JINTEpaTypa.

B paznmene «MarepuanbHO-TeXHUYECKOE OOeCIeueHue TUCIHUILIMHBL, TMPOrpaMMHOE oOecreueHue,
npodeccuoHanbHble 0a3bl JTaHHBIX W HWH(GOPMAIMOHHBIE CIPAaBOYHBIE CHCTEMBD» COACPKHUTCS IEepeueHb
npodeccuoHanbHbIX 0a3 JaHHBIX U MHPOPMALIMOHHBIX CIIPABOYHBIX CHCTEM, HEOOXOIUMBIX AJII OCBOCHHUS
JUCLUTIINHBL.

5.2 PexomeHnanuu o0y4aronumMcs o padore ¢ TEOpeTUYECKUMU MaTepuaiaMy Mo TUCIUIUINHE

[Tpu u3yuennu u npopaboTKe TEOPETUIECKOTO MaTepraia HeoOX0IuMO:

- IPOCMOTPETH €I1I€ pa3 npe3eHTaruo Jekuuu B cucteMe MOODLe, moBTOpUTh 3aKOHCIIEKTUPOBAHHBIN HA
JIEKIIMOHHOM 3aHSATUM MarepuaJl W JOMNOJHHUTh €ro € Yy4YEeTOM PEKOMEHJIOBAHHOM JOMOIHUTEIbHOU
JIUTEPaTypBhl;

- IIPY CAMOCTOATEILHOM U3YYEHHH TEOPETUYECKON TEMBI CAENATh KOHCIIEKT, UCIIOJIb3Yysl PEKOMEH/I0BAaHHbIE
B PI1/] ucrounuku, npodeccuoHabHbIE 0a3bl JaHHBIX U HHPOPMAIIMOHHBIC CIIPABOYHEBIC CHCTEMBI:

- OTBETUTH HA BOIIPOCHI JJIsi CAMOCTOSATENILHOW PabOTHI, 10 TeMe MpecTaBIeHHbIe B myHKTe 3.2 PI1/I.

- TP MOAATOTOBKE K TEKYILIEMY KOHTPOJIIO UCIIOIb30BaTh MaTepuaibl ¢poHna oueHouHbix cpeacts (POC).
5.3 Pexomennamuu 1o pabote ¢ Hay4HOU 1 yueOHOM uTepaTypoit

PaGota ¢ OCHOBHOW M JOTOJHUTEIBHOW JIUTEPATYpPOH SIBISICTCS TIJIaBHOM (OPMON CaMOCTOSTEIBHOU
paboThl U HeoOXoAMMa MpU TMOATOTOBKE K YCTHOMY OMNPOCY Ha CEMUHApCKUX 3aHATHAX, K Jebaram,
TECTUPOBaHHUIO, dK3aMeHy. OHa BKIIOYAaeT NMPOpPabOTKy JIEKIIMOHHOTO Marepualia U PEKOMEHIOBAaHHBIX
HMCTOYHUKOB U JINTEPATYPHI 10 TEMATUKE JICKLIUN.

Koncnekr nekuuu 1omkeH cofepxarb pedepaTuBHyI0 3alIMCh OCHOBHBIX BOIIPOCOB JIEKIIMH, B TOM YHCIIE C
onopoii Ha paszMemieHHbie B cucteMe MOODLe mpe3eHTany, OCHOBHBIX MCTOYHUKOB W JIUTEPATYpPbl IO
TeMaM, BBIBOJIBI MO KaKIOMY Bompocy. KoHCIEKT MoXeT ObITh BBHIMOJIHEH B paMKaX pacleyaTKd BbLAAYH
MIPE3CHTAIMI JIEKIMI WKW B OTAEIbHOW TeTpanu mo mpeamery. OH JOKEH OBITh aKKypaTHBIM, XOPOIIO
YUTAeMbIM, HE COJIEP’KaTh HE OTHOCALIYIOCS K TeMe HH(OPMAIIMIO UIH PUCYHKH.

KoHcnekTsl HaydyHON JIHUTEpaTyphl MPU CAMOCTOATEIBHOM MOATOTOBKE K 3aHATHAM JOJIKHBI COAEPKATh
OTBEThl HAa Kbl TMOCTaBIEHHBIH B TEME BOIPOC, MMETh CCBUIKY Ha MCTOYHUK HHYOpPMALUU C
00si3aTeNIbHBIM yKa3aHUEM aBTOpa, Ha3BaHUS U rofla M3JaHMsl HMCIOJIb3yeMOIl Hay4yHOH JHMTeparyphl.
KoncniekTr MoOXeT OBbITh OMOPHBIM (COIEp)KaTh JIMIIL OCHOBHBIE KIIIOUEBBIE IO3MIIMK), HO TPU 3TOM
MO3BOJIIONIMM JaTh TOJNHBIA OTBET IO BOMPOCY, MOXET ObITh NOAPOOHBIM. OOBEM KOHCIEKTa
ONPENEISETCS CAMUM CTYIEHTOM.

B nporiecce paboThl ¢ OCHOBHOM M JIONIOTHUTEIBHOM JTUTEPATypPOl CTYACHT MOXKET:

- JenaTh 3allMCU MO XOIy YTE€HHA B BHJIE NMPOCTOr0 WJIM pPa3BEPHYTOro IIaHa (co3gaBaTh INEpEeUYeHb
OCHOBHBIX BOIIPOCOB, PACCMOTPEHHBIX B UCTOUHHKE);

- COCTaBJIATH TE3UCHl (LUTHpPOBaHHE HamOOIee BaXKHBIX MECT CTaTbd WM MOHOTpaduu, KOPOTKOE
M3JI0KEHHE OCHOBHBIX MBICJICH aBTOpA);

- TOTOBUTBH aHHOTAITMH (KpaTKoe 0000IIeHHE OCHOBHBIX BOITPOCOB PadOTHI);

- co371aBaTh KOHCIIEKTHI (pa3BEPHYTHIE TE3HUCHI).

5.4. PexoMeH1alilny 110 OATOTOBKE K OTJEIbHBIM 33JJaHUSM TEKYILEro KOHTPOJIS

ColecenoBaHue TpeAnoyaraeT OpraHU3alui0 Oecelbl IMpernojaBaTess CcO CTYIEHTaMH II0 BOIPOCaM
MPAKTUYECKOTO 3aHATUS C LENblo 0ojiee OOCTOATENBHOTO BBISBICHUS MX 3HAHUN MO ONpEACICHHOMY
pasgeny, Teme, mpoOieMe W T.II. Bce WiIeHB TPyNIbl MOTYT Y4acTBOBaTh B OOCYKIEHUU, J00ABIATH
nH(pOpPMAIUIO, TUCKYTUPOBATh, 3a/1aBaTh BOIIPOCHI U T.1I.
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VYCTHBI ONMPOC MOXKET TPUMEHATHCS B  pasinyHbIX (opmax: (POHTANbHBIA, WHAWBUIYAIbHBIH,
KOMOMHUpPOBaHHbII. OCHOBHBIE KaU€CTBAa YCTHOTO OTBETA MOJIIEXKAILETO OICHKE:
- IPaBUIILHOCTH OTBETA IO COACPKAHUIO;
- IOJTHOTA U INIyOuHa OTBETA;
- CO3HATEJIBHOCTh OTBETA;
- JIOTMKA U3JI0KEHUS] MaTepHuaa,;
- PallMOHAIBLHOCTH MCTIONB30BAHHBIX IIPUEMOB U CIIOCOOOB PELIeHNs TOCTAaBICHHON yueOHOil 3a1auu;
- CBOEBPEMEHHOCTh M 3((EKTUBHOCTh MCIOJIb30BaHUS HANIAJHBIX TOCOOMH U TEXHUUYECKUX CPEICTB IPH
OTBETE;
- HCIOJIb30BAaHUE JOMOJHUTEIBHOIO MaTepHala;
- PallMOHATILHOCTH MCTIONB30BaHUS BPEMEHH, OTBEJICHHOTO Ha 3a/laHue.
VYCTHBI OIPOC MOMKET COINPOBOXKAATHCS IPE3EHTALMEH, KOTOpas IOArOTABIMBAECTCA IO OJHOMY U3
BOIPOCOB MPAaKTHUYECKOro 3aHATUsA. [Ipy BBICTYIUIEHNH ¢ mpe3eHTanuell HeoOXoAuMo oOpalars BHUIMaHUE
Ha TaKMe MOMEHTBHI KaK:
- cofep)KaHUE MPE3CHTAlMU: AKTYaJIbHOCTh TEMbI, MOJHOTA €€ PACKPBITUS, CMBICIOBOE COJAEp)KaHUE,
COOTBETCTBHE 3asIBICHHOW TEMBI COJIEPKAHHUIO, COOTBETCTBHE METOAMYECKUM TPEOOBaHUAM (II€TTH. CCHUIKU
Ha PeCypChl. COOTBETCTBHE COJEPXKaHHUS M JUTEPaTyphl), MPaKTHUECKasi HANpaBICHHOCTb, COOTBETCTBHE
coziepKaHus 3asiBICHHON (opMe, aleKBaTHOCTh UCIIOJIb30BaHHUS TEXHHUUECKUX CPEJCTB yUEOHBIM 3a1adam,
MOCIIEIOBATEILHOCTD U JIOTHYHOCTbH MPE3CHTYEMOT0 MaTrepuara;
- odopmileHHE Tpe3eHTaluu: 00beM (ONTUMAIbHOE KOJIMYECTBO), IHM3aiiH (YMTaeMOCTb, HAJIWYHE WU
COOTBETCTBHE TpapUKd W aHUMAIMM, 3BYKOBOE OQOpMIICHHE, CTPYKTYypUpOBaHHE HWH(POpPMALUH,
COOTBETCTBHE 3asBJICHHBIM TpPEOOBAHUSIM), OPUTHMHAIBHOCTH OGOPMIICHHS, 3CTETHKA, HCIIOIb30BaHHUE
BO3MO)KHOCTH ITPOTPaAaMMHOI CpeJibl, COOTBETCTBHE CTaHIapTaM 0(hOpMIICHUS;
- IMYHOCTHBIC Ka4eCTBa: OPATOPCKUE CIIOCOOHOCTH. COOMIONEHHE PErIaMEHTa, SMOLMOHAIBHOCTD, YMEHHUE
OTBETHTb Ha BOIPOCHI, CHCTEMAaTU3UPOBAHHBIE, TITyOOKHE 1 TIOIHbIE 3HAHUS 110 BCEM pa3JiesiaM IpOrpaMMBbl:
- COIep)KaHHE BBICTYIUICHUS: JIOTMYHOCTh M3JIOKEHUS Marepuasna, pacKpbITHE TEeMbl, JOCTYIHOCTb
u3noxkeHus, dPpdexTuBHOCT npuMeHeHus cpeactB  WKT, cmocoObl W  yCIOBHS  JTOCTHIKECHHUS
PE3yABTaTUBHOCTH M I(PGEKTUBHOCTH AJIsS BBIOTHEHUS 3a/ad CcBOed MpodeccHoHATbHOW WU yueOHOU
JeSITeIbHOCTH, J0KA3aTeIbHOCTh NMPUHUMAEMBIX PELICHUH, YMEHHE apryMEHTHUPOBATh CBOM 3aKJIIOUYCHUS,
BBIBOJIBI.

6. YueOHO-MeTOnM4YecKoe 1 HHPOPMALMOHHOE o0ecrieyeHre JUCHUIITHHbI

6.1 OcHoBHas UTEpaTYypa:

1. ABanecona I'A. CepBHCHas AESITEIBHOCTD : y4eO. M0co0. s CTya. By30B. - M3a. 2-e, ucrnp. u got.. - M.
Acnekr Ilpecc, 2007. - 319 c.

2. Oxormra H. M. CepBuchHas aesaTenpbHOCTh : ydeOHoe mocobme. - Homkap-Oma: I[loBomkckuit
TOCYJIapCTBEHHBIN TexHomoruyeckuii yHupepcutet, 2016. - 116 c¢. - Tekcr : smekrponHbii // OBC
«YHUBEPCUTETCKAS OmoOImoTeKa OHJIANH» [caiT]. - URL:

http://biblioclub.ru/index.php?page=book&id=459497

6.2 JlononHUTENBHAS IUTEpPATYpA:

1. PomanoBuy XK. A., Kamaue C. JI. CepBucHasi AeSITeTbHOCTh : Y4eOHUK. - 6-¢ U3M., mepepad. u JOI.. -
Mocksa: JlamkoB u K°, 2018. - 284 c. - Tekcr : anekrponnsiii / DBC «YHuBepcuteTckas OubiIMoreka
onnaitn» [caiit]. - URL: http://biblioclub.ru/index.php?page=book&id=496155

2. KapnayxoBa B.K., Kpakosckas T.A. CepBucHas nesTeabHOCTh @ y4eO. mocob.. - 3-e u3n., nepepad. u
nort.. - PoctoB u/J1: MapT, [@enukc], 2010. - 254 c.

3. Jloiiko O.T. CepBucHas AeATENBHOCTH : y4eO. mocodue ais By30B. - 2-€ U31., cTep.. - M.: Akagemus,
2010. - 304 c.

4. byinenko, B. @. CepBucHas neaTeIbHOCTD : yueOHOe mocooue. - Bech cpok oXpaHbl aBTOPCKOTO IPaBa;

CepBucHas paesatenbHOCTh. - KpacHomap: FOxHbli MHCTUTYT MeHemxMeHnTta, 2006. - 167 c. - Tekcrt :
anekTponHbii // [IPR BOOKS [caiit]. - URL: http://www.iprbookshop.ru/9581.html



5. byiinenko, B. ®. CepBuchHas aesTenbHOCTb. OpraHU3allMOHHBIC, HTUYECKHUE U TICUXOJOTUYECKUE
acmekThl : ydeOHoe mocobue. - Bechb cpok oxpanHbl aBTropckoro mpaBa; CepBuCHas JeSTEIbHOCTb.
OpranuzanyoHHble, STUYECKUE U ncuxonoruuec. - Kpacnomap: FOxHbIl HHCTUTYT MeHemkmenTa, 2007. -
146 c. - Tekct : anexrponHsiii / IPR BOOKS [caiit]. - URL: http://www.iprbookshop.ru/9585.html

6. MantoxuH, U. C. CepBucHas AeSITENBHOCTD : KOHCHEKT JeKuuid. - 2024-01-18; CepBucHas 1eAT€IbHOCTD.
- Camapa: Camapckuil rocyJapCTBEHHBIM apXUTEKTypHO-cTpouTenbHblid yHUBEpcuTeT, ObC ACB, 2014. -
64 c. - Tekcr : anekrponnsiii // IPR BOOKS [caiit]. - URL: http://www.iprbookshop.ru/29794.html

7. Uexmapena, . B. CepBucHas aesTenbHOCT : yueOHO-MeToaudeckoe nocooue. - 2025-02-05; CepBucHas

nesTeabHOCTh. - HoBocuOupck: HoBocuOMpckuii rocyiapcTBEHHBIN TeXHUYeCKuid yauBepeuret, 2011. - 40
c. - Texct : anexrponnsiii / IPR BOOKS [caiiT]. - URL: http://www.iprbookshop.ru/47716.html

8. dypcos, B. A., JIazapera, H. B., Kanunun, U. B., Kyapsamos, O. A. CepBucHast A€SITEIBHOCTD : yueOHOE
mocobme. - Becb cpok oxpanbl aBTopckoro mipaBa; CepBHCHas JesATEIbHOCTh. - (CTaBpOMOIb:
Ceepo-KaBkasckuii denepanbubiii yauepeuret, 2015. - 148 c. - Teker : anexrponnsiii / IPR BOOKS
[caiit]. - URL: http://www.iprbookshop.ru/63244.html

9. Térymkun, B. A. CepBucHas paestenbHOCTh. OCHOBHBIC TIOHSATHS M COBPEMEHHBIC MPOOIEMBI
(pernoHanbHBIA acmekT) : ydeOHoe mocoOme. - Bech cpok oxpaHbl aBTOpckoro mpapa; CepBucHas
nesaTeabHOCTh. (OCHOBHBIE TIOHATHS M COBpeMeHHble mipoOmembl (. - Tamb6oB: TamOoBCkuMiA
rocyIapcTBeHHbIN TexHudeckuil yauBepcutetr, DbC ACB, 2015. - 124 c. - Tekcr : snexrponnsii // IPR
BOOKS [caiit]. - URL: http://www.iprbookshop.ru/64569.html

10. Hazapkuna, B. A., Ctpebkoa, JI. H. CepBucHas AesTebHOCTH (CXEMBI U TaONHIIBI) : yueOHOE TTocoOue.
- 2025-02-05; CepBucHas nearenbHOCTh (cxembl W TaOmuibl). - HoBocubupck: HoBocubupckuit
rOCyJIapCTBEHHBIN TexHU4Yeckuil yauBepcuret, 2015. - 104 c. - Tekct : anexkrponnsiii / IPR BOOKS [caiT].
- URL: http://www.iprbookshop.ru/91518.html

11. Pomanosuy JK.A. CepBucHas AeATeNbHOCTD : yueOHUK. - Mocksa: JlamkoB u K, 2013. - 284 c. - Teker :
sanektpoHubii  //  OBC  «Koncymbrant  crymeHTa By3a M MeaBy3a  [caiit]. -  URL:
https://www.studentlibrary.ru/book/ISBN9785394012747 .html

12. Hreitaronsi; b. N. CepBucHast aesarenbHOCTh @ yuyebHoe nocobue. - HoBocubupcek: HoBocubupcekmii
rOCyJlapCTBEHHBIN TexHuueckuii ynuBepcuter, 2013. - 130 c. - Tekcr : nsnextponssiii // DBC
«YHUBEpPCUTETCKAS OunbIMoTeKa OHJIANH» [caitT]. - URL:
http://biblioclub.ru/index.php?page=book&id=229143

13. ®ypcoB B. A., Jlazapesa H. B., Kanunun U. B., Kyapsmos O. A. CepBucHast A€ATeIbHOCTD : yueOHOE
nocobwue. - CraBpomnonb: CeBepo-KaBkazckuit @enepansubiii yauBepcuteT (CKDY), 2015. - 148 ¢. - Tekcr :

sanektpoHusit  //  OBC  «YHuBepcuterckas ~— Oubnmoreka  onmaiim»  [caiit]. -  URL:
http://biblioclub.ru/index.php?page=book&id=457959

6.3 VlHble UCTOYHUKHU:

1. ITopran "I'ymanuTtapHoe oopazoanue" - http://www.humanities.edu.ru/
2. CripaBouHO-MH(POPMALIMOHHBINA IOpTa Sociosite - www.sociosite.net
3. ®epnepanbubiii TopTan «Poccuiickoe oopazoBanue» - http://www.edu.ru/

4. @enepanpHoe xpaHwmmnie «EnuHas koyuteknus 1HQPOBBIX 00pa3oBaTeNbHBIX pPECypcoB» -
http://school-collection.edu.ru/

7. MaTepuajbHO-TeXHHYeCKOe ofecneyeHHe TUCHUILINHBI, TPOrpaMMHOe obecrnedyeHue,
npogeccuoHa bHbIe 623bI JAHHBIX U HH(OPMALMOHHbIE CIPABOYHBIE CHCTEMbI

Jlnst mpoBeneHUWsl 3aHATHH MO JUCIMIUIMHE HEOOXOAWMO CIEIyHIlee MaTepUualbHO-TEXHUIECKOEe
obecriedeHre: ydeOHbIC ayIUTOPHH JUIsl TPOBEICHHS 3aHATHH JICKIMOHHOTO W CEMHHAPCKOTO THIIA,
TPYIIOBBIX W HMHIMBHUIYaJTbHBIX KOHCYJIBTAllMH, TEKYIIEr0 KOHTPOJIS W TNPOMEKYTOUHOW aTTECTAIlHH,
TIOMEIICHUS ISl CAMOCTOSITEIbHOM PabOoTHI.

VYdeOHbIe ayTUTOPHUN U IIOMEIICHUS ISl CAMOCTOSTEIILHON paOO0Thl YKOMIUIEKTOBAHBI CIICTIHATH3UPOBAHHOM
MeOeNbI0 U TEXHUYECKUMH CPEJICTBAMU OOYyUCHHMS, CIIY>KAIIUMH JIJIs1 TIPEICTABICHHS yueOHOW nHbOpMauu
OOJIBITION ayTUTOPHH.
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[TomerieHus U1t CaMOCTOSATENILHONW paOOThl YKOMIUIEKTOBAHBI KOMITBIOTEPHON TEXHUKOH C BO3MOXKHOCTBIO
MTOAKITFOYEHHUS K ceTh "Unrepuet" 51 obecrieueHneM JIOCTyIa B AIIEKTPOHHYO
MH(POPMALIMOHHO-00pa30BaTEIbHYIO CPEAy YHUBEPCUTETA.

Jlist mpoBeeHNs 3aHATHI JICKIIMOHHOTO THITA UCTIONB3YIOTCS HA0OPBI IEMOHCTPAIIHOHHOTO 000PYI0BaHUS,
o0ecreunBaIIfe TeMaTHYECKUE WILTIOCTpAUd (ITPOEKTOP, HOYTOYK, SKpaH/ MHTEPAKTUBHAS JTIOCKA).

JIuneH3noHHOE U CBOOOIHO pacHpOCTpaHsIeMOe MPOrpaMMHOE 00ecTiedYeHHE:
DNEeKTPOHHBIN nepuoanueckuii cnpaBounuk "Cuctema TAPAHT"
Anwr-UHBeCcT cymMM

7-Zip 9.20

Adobe Reader XI (11.0.08) - Russian Adobe Systems Incorporated 10.11.2014 187,00 MB 11.0.08
Oracle VM VirtualBox 3.2.10

CorelDRAW Graphics Suite X3

IBM SPSS Statistics 20

1C:IIpenmpusitue 8.2 (8.2.18.61) yuebnas

LibreOftice

Skype

Adobe Photoshop CS3

Omnepanmonnas cucrema Microsoft Windows XP SP3

Omneparmonnas cuctema "Anst O6pazoBanue"
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3. DNEeKTpOHHBIN KaTajor @yHIaMEHTaIbHON OoubmuoTeKn TTV. — URL:
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JJIeKTPOHHasi HH(POPMALIMOHHO-00pa30BaTe/IbHAsA Cpeaa
https://auth.tsutmb.ru/authorize?response type=code&client id=moodle&state=xyz
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