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1. lean u 3agaun AUCHUATIHMHBI
1.1 Henp qucuuruivHel — GopMUpOBaHUE KOMIIETEHIIHIA:
OIIK-2 CniocoGeH oCyIecTBIATh OCHOBHBIE (DYHKIIUU YIIPABJICHHS CEPBUCHOM JIEATETHHOCTHIO

1.2 Tumel 3aga4 npoQecCHOHANBHOU NeATeNbHOCTH, K KOTOPBIM TOTOBSTCS OOydYaroluecsi B paMKax
OCBOCHHUA NJUCHUIIIIUHBI:

- OpPraHU3alMOHHO-YIIPaBICHUYECKUN

- CEPBUCHBIN

1.3 JucuurniauHa OpHEHTHPOBAaHA Ha MOATOTOBKY OOydYaromuxcs K MpodeCCHOHAIBLHON JesATEIhHOCTH B
chepe: 40 CkBo3HbIE BUIBI TPO(DECCHOHAITBHON IEATEILHOCTH B IPOMBIIIJIEHHOCTH (B cepe opraHu3aiuu
U YNpaBieHUs MPOILIECCAMH TOCTIPOAAKHOTO OOCTY>KMBAHUS MPOMBIIUICHHON MNPOAYKIUH Pa3InYHOrO
Ha3HAYEHUS U CEPBUCHOM MOJIEPIKKHU €€ TIOTPEOUTEINECH )

1.4 B pesynbrare 0CBOCHHSI TUCIUILUIUHBI Y 00YYaroIMUXCsl TOJIKHBI ObITH COPMUPOBAHBI:

O0001IEeHHBIC TPYIOBBIE Kon n HanmeHoBaHMe
(hyHKUMY / TPYAOBBIC komriereHiu @I'OC BO,
(GbyHKUMY / TPYyAOBBIC U HEOOXOIMMOM ISt .
WnankaTopbl JOCTHXKEHHSI KOMIIETEHIHHA
npodeccroHaIbHbIE (hopMHpOBaHUS TPYAOBOTO
JeiicTBus (py HaTU9IUU WK Ipo(ecCHOHATBHOTO
npodcranaapra) nefcTBUS
OIIK-2 Criocoben BriOupaer u TpuUMEHSCT KIUECHTOOPHUEHTHUPOBAHHEIC
OCYIIECTBIISITh OCHOBHBIE ~ |TEXHOJNIOTHM W TIPAKTUYECKHUE TIPUEMBI YIPABICHUA
(hyHKIIUY yTIpaBIeHUS TIPOIIECCOM OOCITYKMBAHHS TIOTpeOUTENESH
CEpPBUCHOM JESATEIHLHOCTHIO

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

OIIK-2 CnocobeH OCYHIECTBISATh OCHOBHBIE (YHKIMHM YIPaBICHUS CEPBHCHOM
JeSITeIbHOCTHIO

Ne HanmenoBanme ®dopma oOydeHus
/1 JIACLIVIUINH,
Ounas 3aouHas
OTIPEJICIISIOIINX
(cemecTtp) (cemecTtp)
MEXTUCIUTUIMHAPHBIE STals e 31201346
CBSI3U
1|OcHOBHI yIIpaBiIeHUS + | + + | +

KATUITHBIM (hOHIOM
1 KOMMYHaJIbHOM

HH(paCTPYKTypoi
2 |CepBuc 00BEKTOB + + [+ |+ PR
npodeccrnoHaIbHON

JIEATETbHOCTH

3 |Ynpasnenue + T

KAITUITHBIM (hOHIOM
Y KOMMYHaJIbHOM
HH(paCTPYKTypoi

4| YrupasieHue + +
00BEKTaMH KUIJIOH U
KOMMeEpYECKOH
HE/IBIKUMOCTBIO

5| YopasneHue + +
MPEIIPUATUIMHU
CepBHCca U Typu3Ma




2. Mecto nucuuninabl B cTpykrype OIl 6akanaBpuara:

HucuunnuHa «CepBHUCHAs IESATENBHOCThY OTHOCHUTCA K o0si3arenbHOM yacTu ydyeOHoro mimanHa OIl mo

HanpasieHuto noarorosku 43.03.01 - Cepsuc.

HucuuminHa «CepBUCHAs A€ITEILHOCTBY U3y4aeTCs B 2 CEMECTPE.

3.00beM U coep:kaHMe TUCHUILTHHBI

3.1.00beM QUCLUMILIUHEL 4 3.€.
Ounas: 4 3.e.
3aouynas: 4 3.e.

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

O0mas Tpy10€éMKOCTb JMCIHUIITHHBI 144 144
KonTaktHas pabora 48 10
Jlexnuu (Jlekiun) 16 4
[Tpaktuueckue (IIpakr. pab.) 32 6
CamocrostenbHas pabota (CP) 60 125
DK3aMeH 36 9

3.2.ConepxaHue Kypca:

Ne HasBanue Bun yue6Ho# paboThl, yac. | @OpMBI TEKYILIETO
TEMBI pa31[ena/ TEMBbI Jlexknun Hp aAKT. CP KOHTPOJIA
pao.
o|3]o]3]0]3
2 cemectp
1 CepBucHas CobecenoBaHue;
NeSITeIbHOCTh KaK [TonroroBka
dhopma ) ) 4 1 6 |13 AIIEKTPOHHOU
YIOBJIETBOPEHUS Ipe3eHTaN
noTpeOHOCTEH
YeloBeKa
2 Bunst 1 popmer Brimonnenue
CEpPBUCHOU 2 1 4 1 8 | 16 IIPaKTUYECKUX
IESITENbHOCTH 3aJjaHUN
3 «KoHTakTHast 30Ha» Omnpoc;
Kak cdepa Brimonnenue
peanuzanuu 2 1 4 - 6 | 16 MPAKTUIECKHUX
CEpPBHUCHOI 3aJaHui
NeSITeIbBHOCTH
4 Knaccudukanus Brimonuenue
MpeanpUITUN ) |4 ~l10l16 MPAKTHYECKUX
CEpPBHUCHOTO 3aganuii; Onpoc;
o0CTyKUBaHU TectupoBanue
5 KauectBo yciyru Hayunsiit noknazg
KaK 00BEKT 2 - 6 1 8 | 16
yIpaBlIeHUS
6 Tumnonorus CobecenoBanue
norpeduTeneit u ) |4 1 2 | 16
IPUEMBI

00CTyKUBaHUS




7 Cucrema KauecTBa Brmonnenue
00CTyKUBaHUS MPAKTHYECKUX
KJIMCHTOB: ) | ) | 6 |16 3aJIaHUI;
OCHOBHBIE CobecenoBanue
COCTAaBIISIONINE U UX
B3aMMOCBS3b

8 CoBpeMeHHbIE Brinonnenne
TEXHOJIOTHH B MPAKTHYECKUX
CEpBUCHOM 2 1 4 1 8 | 16 | 3amanwmii; Onpoc;
EeATEILHOCTH CobecenoBaHue;

TecTtupoBaHue

Tema 1. CepBuCHasi 1eATEJBHOCTDH KaK (popma ynoBiaeTBOpeHHs noTpedHocTei YesoBeka (OIIK-2)

Jlexknus.
Ilenu u 3amaum mpeaMeTa «CEpBHCHAs NEATEIbHOCTb». TeopeTndeckue Moaxo/bl K MOHATHIO «CEPBHUCHAs
nestenbHOCThY. lloHAtus ycmyra. CBoiicTBa yciyru. DTamnbl pa3BUTUSL CEPBUCHOM AESITEIbHOCTH. Poib
CEpPBUCHOM [JEATEIBHOCTU B YNOBJIETBOPEHMM HOTpeOHOCTEH denoBeka. CepBUC KaK IOTPEOHOCTD.
OObexkTuBHasT M CyOBEKTHBHass CTOpoHa B ToOTpeOHOCTsAX. OrmpenerneHue 3HAUYEHUS CEPBHCHOM
AesTeIbHOCTH B nHppacTpykType XKKX.
IIpakTH4eckoe 3aHATHE.
1 Teopermdeckne noAXOAbI K MOHITHIO «CEPBUCHAS NEATEIBHOCTDY.
2 OmnpeneneHue 3HaYCHUS CEPBUCHON AEITEIBHOCTH B MHPPACTPYKTYPE TYPUCTUUECKOW UHTYCTPHH.
3 CepBuc Kak moTpeOHOCTb.
4 OObeKkTHBHAA U CyOBEKTHBHASI CTOPOHA B IOTPEOHOCTSIX.
5 Ponb cepBHUCHOM eATETLHOCTH B YAOBICTBOPEHUHU TOTPEOHOCTEHN YeIOBEKa.
6 OcHOBHBIE IOAXOAB! U IPUHIUIIBI OCYIIECTBIECHUS YCIIYT.
7 OObeKTUBHBIE (DAaKTOPHI, OMPEEIAIONINE Pa3BUTHE CPEPHI YCIYT B COBPEMEHHOM POCCHICKOM
oOmiecTBe.
3ajanus 1J151 CAMOCTOSITEJIbHOM PadoThlI.
1. 3yyeHue u cuctemMaTH3alys CpaBOYHbIX MAaTEPHAJIOB C HCIIOIB30BaHUEM INI00ATBHOM ceTH
«UaTepHeT», yueOHOM, HayYHOH U METOIUYECKON JIUTEPaTypbl, MAaTEPHAIIOB MEPUOTUUECKUX U3IaHHH C
MIPUBJICYCHUEM DJIEKTPOHHBIX CPEICTB OQUIIMATEHON, CTATUCTUYECKOM, IEPUOANMYECKON 1 HAyIHOU
MH(POPMALIUH 110 TUCIHUILIIHHE.
2. IlonroToBbTE ApryMEeHTUPOBAaHHBIE OTBETHI HA BOIPOCHI:
o [loHATHE M CYIIHOCTH CEPBUCHOM AECSATEILHOCTH.

o ConmanbHo-KyJIbTypHas chepa: FIEMEHThI, CTPYKTypa U (PyHKIHH.
o [lonsarue ycnyra.

o CBoiicTBO ycayru.

o [loHsTHE TOTPEOHOCTS.

o DakTophbl, ONpeaeNIoNNe Pa3BUTUE CPEPHI YCIYT.

Tema 2. Buabl 1 popmbl cepBucHoii aesitenbHocTH (OIIK-2)
Jlexknus.
[Tonatue BuAbl U (QOPMBI CEPBUCHOW JEATENBHOCTU. [pynmupoBKa CEpBUCHOH JESATEIBHOCTH IO
KPUTEPHSIM «HAIIPABICHHOCTH CEPBUCA» U «CTENEHb OCSA3aEMOCTH MPOLIECCa OOCTYKUBAHUSD.
Buel cepBUCHOM ESITENBHOCTH —
1) coOCTBEHHO CcepBUCHAs JESITEIbHOCTh, HAlpaBIE€HHAas Ha YJOBIETBOPEHUE WHAMBHUIYalIbHbIX
MOTpeOHOCTEHH;



2) NpOM3BOJCTBEHHO-TEXHOJIIOTMYECKAs CEPBHMCHAs JAEATEIbHOCTb, HAINpPAaBICHHAs HAa OpraHMU3alMI0 U
yIpaBJIEHUE MPOLIECCOM CO3aHus (OKa3aHUs) HeMaTepruaibHOTo Onara (yciyrn);

3) oOpraHu3alMOHHO-YNpAaBJIEHYECKasi CEpBHUCHAsl JESATEIbHOCTb, HallpaBlIeHHass Ha CO3JaHue U
PETYIUPOBAaHUE CEPBUCHBIX MPEANPUITHI U B3aUMOOTHOIIICHUH C MTOTpEeOUTENEM;

4) HayuyHO-HCCIIEOBATENbCKasi CEPBHUCHAsl JAEATEIbHOCTb, HAIPABJIECHHAs Ha aHAIM3 U HCCIIEJOBAHUE
XapaKTePUCTUK CEPBUCHOTO IPOU3BOACTBA, PHIHKA, TOTPEOUTEIIS.

BI/I[[IJI CepBHCHOﬁ ACATCIIBHOCTH B OCHOBHOM MPCANOJaratoT HCKOTOPbIC HOPMEI, 4 UMCHHO!

- ynoOcTBO cepBHca (YCIyTH ODKHBI MPETOCTABIATHCS BO BPEMsI, yCTPAUBAIOIIEE IIOTPEOUTEINS, B HY>)KHOM
MecTe);

- TapaHTHPOBAaHUE COOTBETCTBHS MPOU3BOJCTBA CEPBHUCY (T. €. TIOCETUTENh HE JODKEH OBITh TOCTABJICH B
YCIIOBHS «OOCITYX U ceOst cam»);

- uH(opMalMOHHAas OTAa4a cepBuca (K cepBUCHON MHGOPMAIUH JOJKHBI BHUMATEJIbHO MPUCTYIINBATHCS
PYKOBOJMTENN OPraHU3alMi, MEHEIKEPhI MOApa3eIeHu, MApKETOIOTH).

IIpakTnyeckoe 3ansATHE.
1. ITonsiTie BUABI M POPMBI CEPBUCHOM NESITETHLHOCTH.
2. Bugsl cepBrca o BpeMeHH OCYIIECTBEICHHUS, TI0 COIEPKaHUIO PadoT.
3. Ionsitre "gupmenHslii cepuc'.
4. ®opmbl 00CITY)KHBAHUS.
3ananus 1J151 CAMOCTOSITEILHOI padoThI.

1. IlpoBenuTe CpaBHUTENILHBIA aHHATIN3 OPraHU3alMK CEPBUCHOTO O0CTYKUBAHUS Ha BHICTABKaX U
sapMapKkax (KoH(QEepeHIHSIX).

2. Packpoiite cnenuduky cepBucHoro oociyxubanus XKKC.

3. Packpoiite 0COOCHHOCTH YIIpaBICHUSI CEPBUCHBIMU MEPOTIPUSTHIMHU.

Tema 3. «KoHTaKkTHas1 30HA» Kak cdepa peanusanum ceppucHoi neareabHocTH (OIIK-2)
Jlekumus.

[TonsiTHE W CYHIHOCTh «KOHTAaKTHasi 30Ha». OCHOBHas XapaKTEPUCTUKA, OCOOCHHOCTH OpTaHM3AIUU.
XapaKTepuCTHUKA TOHATUS «CXKaTash KOHTAKTHAs 30Ha». BiusHWE BHEIIHUX W BHYTPEHHUX (PaKkTOpoB Ha
OpraHM3alMl0 KOHTAKTHOW 30HBI. BHIBI MEXKIMYHOCTHBIX pAacCTOSAHHMI. B3anMOCBA3aHHBIE CTOPOHBI
obmenus. Buapl oOmenus. TUITBI COOTHOIICHUI MEXIY PEYEBBIM M HEPEUEBBIM COOOIIEHUSIMH. DTHICCKHE
U TICUXOJIOTMUECKHE acCMeKThl OOIeHus. YHHUBEpCaJdbHBIC TIpaBWja OOIIEHHs. OTambl Mpolecca
00CITy>)KUBaHHUSI.

IIpakTH4eckoe 3aHATHE.
1 TloHsiTHE U CYITHOCTh «KOHTAKTHAS 30HA.
2 OcHOBHas XapaKTePUCTUKA, 0COOCHHOCTH OpPTaHU3aIIHH.
3 XapakTepucTHKa MOHATHS «CoKarasi KOHTAKTHAs 30Hay.
4 BrnusHuE BHEIIHUX U BHYTPEHHUX (PAKTOPOB HA OPTaHHU3AINIO KOHTAKTHOU 30HBI.
5 Buapl MEXIUYHOCTHBIX PACCTOSHUH.
6 EQuHCTBO 3THKHU U TICUXOJIOTUU B CEPBUCHOM JESITEIBHOCTH.
7 TloHsiTHE KOMMYHHKAaTUBHOW KOMITIETEHIIUH.

5. DTHKa B3aUMOOTHOIIIEHUH B TPYJIOBOM KoJIeKTHUBE.CeMuHapckoe 3ansTue. [IoHsTue u cymHocTh
«KOHTaKTHasi 30Ha». OCHOBHAsl XapaKTEpUCTUKA, 0COOCHHOCTH OpPraHU3allH. XapaKTepUCTUKA TOHATHUS
«cKaTasi KOHTaKTHas 30Ha». BiusHue BHENTHUX U BHYTPEHHUX (DAaKTOPOB Ha OPraHU3alUI0 KOHTaKTHON
30HBI. BBl MEXITMYHOCTHBIX PACCTOSTHUM.

IIpakTH4eckoe 3aHATHE.

1. Monenb NpuHATHS peUIeHMs Ha IOKYTIKY YCIIyT.

2. TakTuka 00CITyKMBaHHUS Ha dTarax COBEPIICHUS 3aKa3a.
3. XanoObl 1 KOHGIUKTHI IPU 00CTYKUBAHUN KIMEHTOB.



4. Ctuiib 00CITy>)KUBaHHS KaK BbIpAa)KEHUE OOLTHOCTH KOJUIEKTHBA.
5. DTHKa B3aUMOOTHOIIIEHUI B TPYJIOBOM KOJIJIEKTUBE.
3anaHus AJ51 CAMOCTOSITEILHOI padoThI.
1 Packpoiite noHstue «pogeccuoHanbHas 3THKa», €€ CyIIHOCTh IJIs1 paOOTHUKOB 0OCITyKHBaHUS.

2 IlpoBenuTe CpaBHUTENBHBIN aHAIN3 TPOPECCHOHAIBHOTO TIOBEACHUS, COIIMAILHON poii pabOTHHKA
cepsuca; Komekce nmpodeccrnonanbHON ITUKU, OCHOBHBIC TTOJIOKCHHSL.

3 Uzyuure «TpeboBaHus, IpeabsABIsIEMbIC K UCIIOTHEHUIO COLIMAILHON POJI B paMKax
npo¢eCCHOHAIBHOTO TIOBEACHUS HA MIPEANPUATHHA CEPBUCAY.

4 TemnepaMeHT KakK XapaKTepUCTUKA MHIUBUAYATbHO-IICUXOJIOTHYECKIX OCOOEHHOCTEH UeoBeKa.

5 Briaenute He0OX0onMMbIe CIIOCOOHOCTH crienuaincTa cepsl cepBUca, BBICTYNAIOIIETO B POJIU
pabOTHUKA KOHTAKTHOM 30HBI.

Tema 4. Knaccnpukanus npeanpusituii cepsucHoro odcayxusanus (OIIK-2)
Jlexknus.
Knaccudukamuu npennpustuii cgepsl cepBrca, B 3aBUCUMOCTH OT UCIIOJIb3YEMbIX OCHOBaHMIA: 10 (opMam
COOCTBEHHOCTH; TIO0 OPraHU3ALMOHHO-NPAaBOBOM (opme; Mo 00beMy NesATeNbHOCTH; 10 Ha3HAYCHUIO U
COCTaBY NPEAOCTABIAEMBIX YCIIYT.

ITo popmam coOCTBEHHOCTH CEpPBUCHBIE OpPraHM3AIMM IMOAPA3AEISAIOTCS Ha: YacTHBIE, TOCYJapCTBEHHBIE,
MYHHIMITATbHBIE, TPUHAICKAIIMMH 00IIECTBEHHBIM OpPraHU3alUsIM U CMEIIaHHBIX (hOpM COOCTBEHHOCTH.

[To opranuzanuoHHo-1IpaBoBoi (popme mpeAnpusTusi chepsl cepBrca AEIATCS HA: FOCYJapCTBEHHBIE WU
MYHHIMIAIbHbIE YHUTAPHBIE MPENNpPUITHS; NPOU3BOJACTBEHHbIE U TMOTPEOUTENIBCKHE KOOIEPAaTHBBI;
X034iCTBEHHBIE TOBAPUIIIECTBA U OOIIECTBA.

IIo 061,eMy ACATCIIBHOCTU MOXHO BBIACIWUTL CCPBHUCHLIC OpPraHu3alliyi MNCPBHUYHOIO THUIIA, IPOCTHIC,
IMOBBIIICHHOI'O TUIIA U UHTCTPUPOBAHHBIC.

Knaccugukarus no Ha3Hau€HUIO U COCTABY yCIYT.
IIpakTnyeckoe 3ansATHE.
1. Opranu3annoHHO-TIpaBoBas popmMa NMpearpuaTus cepsl cepBuca
2. Knaccudukanus no Ha3HaAYE€HUIO U COCTABY YCIYT.
3. OcobeHnHoCTH NpeAnpusATUil chepbl 00CITyKUBAHHUSL.
4. Buasl v TUTIBI PEANPUATUHN Chepbl 00CTYKUBAHUS.
5. OyHKIMH TpeanpusTHii chepbl 00CTyKUBaHUS.
3aganus AJ151 CAMOCTOSITEIbHOM PadoThI.

1. M3yunte u npoBeaHTEe aHATN3 OTPACIEBOM KilaccuPUKanu cepsl yCIayr IeicTByomeil BO MHOTUX
cTpaHax, B ToM uucie B Poccuun.

2. Beienure psifi BAXKHBIX OCOOCHHOCTEW OpraHU3aIK TPOU3BOJCTBA U MPEIOCTABICHHS YCIYT.

3. Uzyunre u npoBenute aHanu3 yciayr «O0mepoccuiickuii kiaccudukarop yciayr Hacenenuo» OK 002-93
(OKYH), BBenennsriii ¢ 1 suBaps 1994 rona.

4. KakoBa cTpykTypa KOAOBOrO o0O0OO3Ha4YeHUs1 OO0bekTa Kiaccudukamuu 1o OO0Iepoccuiickomy
knaccudukaropy yciyr HaceneHuto OK 002-93 (OKVYH)?

Tema 5. KadecTBO ycayru kak o0bekT ynpasijenus (OIIK-2)
Jlexknus.

XapakTepucTUKa YCIyr: HAAEKHOCTb, MPEAYNPEAUTEIBHOCTb,  JTOBEPUTEIBHOCTb, JIOCTYIIHOCTD,
KOMMYHUKaTUBHOCTb, BHUMATEIbHOE OTHOIIeHHE. KauecTBO yciayru ¢ Touku 3peHus norpedurens. basosoe
kauecTBo. TpebOyemoe kadectBo. JKemaemoe kaduecTBO. OTHOCHTENBHOE KayecTBO. XapaKTEPHCTUKA
OCHOBHBIX BHUJIOB CEPBUCHBIX YCIYT.

[Ipemust JleMuHra - ArmoHcKas Harpajaa 3a YCHEIIHYIO pa3pa0OTKy W NPUMEHEHHE METOJOB YIpaBIICHUS
KauecTBOM B MaciiTabax Bcei kommanuu. HarpmonanbHas npemus mo kadectBy M. Bonnpumka, kpurepun
KOTOpO# chopmupoBanu GuIocopuio He TOILKO aMEPUKAHCKOTO, HO MUPOBOTO OM3HECa MOCIEIHUX JIET.
EBpomneiickasi mpemusi 1Mo KauecTBYy - 00Opasell B3aMMOBBITOJHOTO COTPYIHHUYECTBa opraHmzanuii EBpomsl
noz srugoi EBpomnelickoro Gpoxaa yrnpaBieHHst KAY€CTBOM.



IIpakTH4Yeckoe 3aHATHE.

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

2 BazoBoe kauecTBo. Tpebyemoe kauecTBo. JXKenmaemoe kauecTBO. OTHOCHTEIIBHOE Ka4eCTBO.

3 XapaKTepuCTHKa OCHOBHBIX BUJIOB CEPBUCHBIX YCIYT.

4 Mogpens kayectBa ycuyr K. ['ponpysa.

5 Mogens kauecTBa yCIyTH, OCHOBaHHAs Ha Pa3phIBeE.

6 TexHHUYECKOE KaueCTBO.

4. OyHKIIMOHAJILHOE KaYECTBO.

3aganus 1J151 CAMOCTOSITEJIbHOM PadoThlI.

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

2 O060CHYHTE KOHLEIINIO «HEUTPAIbHOU 30HBD.

Tema 6. Tunosiorusi norpeduresiei u npuembl oocayxxuBanns (OITK-2)
Jlexknus.
[TonsTre W KIaccU(UKAIUS TUIOJIOTUN KIHMEHTa U WX OCOOCHHOCTh B OOCTYXMBAaHHH MOTPEOUTEINS.
Kputepun TUMONOrMM KIMEHTA: OPUEHTHPYSCh HAa HUX IOBEACHUYECKYI0 AKTMBHOCTH M SMOLIMOHAIBbHYIO
or3bIBuMBOCTh (T. MynamkanoBa): 1) « AHAIUTHK» — eMy IPUCYIIU TACCUBHOCTH MOBEIEHUS U OTCYTCTBUE
HMOIMOHAIBHON OT3BIBYUMBOCTH. 2) «J{0OpsIK» — eMy HPUCYIIH MTACCUBHOCTH MOBEICHHS M AIMOIIMOHAIbHAS
OT3BIBYMBOCTD. 3) « AKTUBHUCT» - €My NPUCYIIY aKTUBHOCTh B MOBEJEHUM U OTCYTCTBUE OT3BIBUMBOCTU. 4)
«OHTy3HacT» - €My IpPHUCYIIM AKTUBHOCTb IOBEAEHUS M AMOLMOHAIbHAs OT3bIBYMBOCTH. KIMEHTAMHU.
[{BeTHas TUMONOTHSL, FEOMETPUUECKAS U AP.
PaboTta ¢ pa3nu4HBIMU KaT€TOPUSIMHU KIMEHTOB: «OOBIYHBIC» KIIMEHTHI, KITIOUEBbIC KIMEHTHI, VIP-KIHEeHTHI.
[TonsiTHE NOATBPHOCTD KIIMEHTOB. DTaIlbl CO3JaHUE TPOTPAMMBI JIOSUIBHOCTH.
IIpakTH4eckoe 3aHATHE.
1 Tlonsarue u kiaccuuKays TUTIONIOTHI KIUEHTA U UX 0COOCHHOCTh B 00CTY>KUBAHHUH MOTPEOUTEIIA.
2 Kpurepuu TUIOIOTUY KIMEHTA
3 1IBeTHas TUMOJNOTHA, FTEOMETPUYECKAs U JIp.
4 PaboTa ¢ pa3nTUYHBIMU KaT€rOPUsSMHU KIMEHTOB: «OOBIUHBIC)» KIIMEHTHI, KIIFOUEBbIe KJIMECHTHI,
VIP-KIIMEHTBHI.
5 TloHsiTHE NOSUIBHOCTD KIIUEHTOB.
6 DTarbl cCoO3aHle MPOrpaMMBbl JOSUTBHOCTH.
3anaHus AJ51 CAMOCTOSITeILHOI padoThI.
1. AHanu3 ¥ cocTaBlieHHE KOHCIIEKTa TPEHUHTOBBIX IIPOrpaMM, UCIIONb3YEMbIX B cepe o0ciykuBaHus (110
chepaM nesATETLHOCTH): paboTa ¢ BO3paKEHUSIMH; aKTUBHBIE TIPOAAKH; XOJOHBIC 3BOHKH; d(PPEeKTUBHOE
PYKOBOJCTBO U TI.
2. PazpaboraiiTe mporpammy JAJsl HCCIEOBAHUS «OXKHUIAHUH KITMEHTOB» KOHKPETHOM c(hepbl e TeTbHOCTH.
3. YrnyOneHHoe u3yuyeHrne MaTepHaioB TEMBI.

Tema 7. CucreMa kayecTBa 00CTy:KUBAHNS KJIHEHTOB: OCHOBHbIE COCTABJIAIOIINE U UX B3AHMOCBS3b
(OIIK-2)
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 TEXHOJIOTHMU B cepBUCHOI AesiTesibHOCTH (OIIK-2)
Jlekumus.

TeHaeHIIMM COBPEMEHHOIO CepBHCA: TMOBBbIINIEHHE TpPeOOBaHUNM K KBaIU(UKAIMKM CHEMUAINCTa II0
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 ObITOroBOr0 00CITy)KMBaHHUS KJIUEHTOB.

JKunuimHo-KOMMYHaIBFHOE X03HMCTBO KaK OTPaciib C(hephl yCIyT.

Crenunguka GopMUpoBaHUS PhIHKa KOMMYHAJIBHBIX YCIIYT. XapakTep MOTpeOieHus yCIyT.
IIpakTH4eckoe 3aHATHE.

TeHnneHIMK pa3BUTHS COBPEMEHHOTO CEPBUCHOTO OOCTY)KUBAHUS KIHMCHTOB.

Cdepa Ob1TOrOoBOrO0 00CTY)KUBAHUS KIHNECHTOB.

KuHIHO-KOMMYHATBbHOE X03HUCTBO KaK OTpaciib c(hepsl yCIyT.

Crentnuka popMupoBaHUS PHIHKA KOMMYHATBHBIX YCIIYT.
3aganus AJ151 CAaMOCTOSITEIbHOM PadoThlI.

1. PackpoiiTe MOHITHE U COCTABISIONINE «CTAHIAPTHI 0OCTYKUBAHUS KIIMEHTOB.

2. KonTpoms 3a cobmoaeHneM CTaHaapToB 00cmyxuBanust. OCHOBHBIE 3a]1a4d CTaHIaPTOB.

3. O0ocHy#iTe KpUTEpUH CTaHAAPTOB 00cTy)kuBanus notpedureneit XKKC.

4. Cnenuuika hopMHUpPOBAHUS PHIHKA YCITYT.

4. KoHTpO/Ib 3HAHUI 00yYAKOIIMXCS U THIIOBbIE OLIEHOYHbIE CPeACTBA
4.1. Pactipenenenue 6amios:

2 cemectp
* mocemaeMocTs — 10 0auIoB
*  TeKylwMii KoHTpoisb — 40 OannoB



KOHTPOJBHBIE Cpe3bl — 2 cpe3a mo 10 6amioB KaxabIi
npemMuaabHbie 0amisl — 20 6ayIoB
OTBET Ha 3k3aMmeHe: He Oornee 30 6amioB

Pacripenenenne 6aioB 1mo 3aJaHusIM:

No |HazBanue tembl | @opmbl Max. Mertonuka npoBeJeHUs 3aHIATUS U OIIEHKU
Te | /BHUI y4eOHOH |TEKylIero | KOI-BO
MBI paboThI KOHTpOs | Oamios
/ cpe3sl
1. CepBucHas Cobeceno 2 CobecenoBanue TPEAIIOIaraeT OPraHu3aIuio Oecenbl MPEnoIaBaTes
JIeSITEIIbHOCTh BaHUE CO CTyACHTaMH IO BOIIPOCAM MPAKTUIECKOTO 3aHATHUS C HENbIo Oonee
Kak popma 0OCTOSITEILHOTO BBISIBICHUS WX 3HAHUI MO ONpeAesIeHHOMY pa3/ieny,
YIOBIIETBOPEHHS TeMe, mpolieMe U T.1I.




nmoTpebHOCTEH
YeoBeKa

IToaroros
Ka
AIEKTPOHH
on
Mpe3eHTaI|
3071

[IpesenTaruisi MOATOTaBIWMBAcTCS IO OJHOMY M3  BOIIPOCOB
MPaKTHYECKOTO 3aHATUSA. [Ipu BBICTYIUICHHMH C Tpe3cHTaIueH
Heo0X0MMO 0o0paiaTh BHUMaHUE Ha TAKUE MOMCHTHI KakK:

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;
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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.

«KonTaktHas
30Ha» KaK
chepa
peanuzanun
CEpPBUCHOI
JESTeTbHOCTH

Ompoc

VYCTHBI  OMpOC  MOXKET TPUMEHSATHCS B Pas3iMyHbIX  (QopMax:
(bpOoHTANIBHBIN, WHIWBHUIYabHBIH, KOMOWHUpOBaHHBIA. OCHOBHBIC
KaueCTBa YCTHOTO OTBETA TOJJICIKAIIETO OIICHKE:

- IPaBWJIBHOCTH OTBETA IO COJCPIKAHUIO;

- TOJTHOTA U TITyOMHA OTBETA;

- CO3HATENLHOCTh OTBETA;

- JIOTHKa U3JIOKEHUST MaTepraa;

- palMOHATBHOCThH MCIIONB30BAHHBIX MPHEMOB M CITIOCOOOB PEIICHUS
TTOCTaBJICHHOH y4ueOHOU 3a/1auu;

- CBOEBPEMEHHOCTh M S(PQPEKTHBHOCTH HCIONB30BaHHS HATJISIHBIX
MOCOOUH ¥ TEXHUYECKUX CPEICTB TPU OTBETE;

- ACTIOJIb30BaHKE JIOTIOTHUTEIBHOTO MaTepraa;

- PpalMoHaNBHOCTh WCIIONB30BAHUS BPEMEHH,
3aJjaHue.

OTBCJACHHOI'O Ha

Brmonne
HHUE
MpaKkTUyec
KUX
3aJaHuH

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

2 Qamnga — CTYIEHT MPaBUJIBHO BBITIONHWI HE MEHEE IOJOBHHBI
paboThl WK AOMyCTHI He Oonee AByX IpyObIX OIMOOK, Wi He Ooiee
OJTHOU TpyOOif U OTHOW HErpyOOil OIMMOKKM W OJHOTO HEIOUYeTa, WU
He OoJee ABYyX-Tpex HErpyOBIX OIIMOOK, WM OTHOM HerpyOoi
OmMOKKA M TPeX HEJOYETOB, WM MPH OTCYTCTBHU OMIMOOK, HO TPH
HAJIMYUU YETHIPEX-TISITH HEIOYETOB.

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

Knaccupukanus
MpeaIpUATHI
CEPBUCHOTO
o0CITy)KHBaHUS

Brmonne
HHUE
MpaKkTUyec
KUX
3aJaHuH

3 Oaia — CTYACHT BBIIIOJHUI paboTy 0e3 OmMOOK U HEIOYETOB;

2 Qamnga — CTYIEHT MPaBUJIBHO BBINIONHWI HE MEHEE IOJOBHHBI
paboThl WK AOMyCTHI He Oonee AByX TpyObIX OIMOOK, Wi He Ooiee
OJTHOU TpyOOif U OHOW HErpyOOi OMMOKK W OJHOTO HENOYeTa, U
He Ooree ABYyX-Tpex HErpyOBIX OIIMOOK, WM OTHOM HerpyOoi
OmMOKKA M TPEX HEJOYETOB, WM MPH OTCYTCTBHU OMIMOOK, HO TPH
HAJIMYUU YETBIPEX-TISITH HEIOYETOB.

1 Gamn — CTyOEHT MpaBWIBHO BBIMOJIHWI He Ooiee 25% paboThl,
JOTYCTHIT HECKOJIBKO HEZ0UETOB MU Oojiee 3 TpyObIX omrOoK

Ormpoc

VYeTHBIE  OMpocC MOKET NPUMEHATHCS B Pa3iuyHBIX  (QopMax:
(poHTaNbHBIN, WHAWBUAYaAIbHBIA, KOMOMHUPOBaHHBIH. (OCHOBHBIE
Ka4yecTBa yCTHOTO OTBETA MOJJIEXKAILETO OLEHKE:

- IPaBWJIBHOCTH OTBETA 110 COAEP)KAHUIO;

- IOJTHOTA W TITyOMHA OTBETA;

- CO3HATEIBHOCTh OTBETA;

- JIOTHKA U3JI0KEHUS MaTepHana;

- palMOHANBHOCTH HCIIOJIB30BaHHBIX MIPUEMOB U CHOCOOOB peIICHUs
MOCTaBJICHHON y4eOHOH 3a/1auu;

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

- HCIIOJIb30BaHME JTOTIOJIHUTEIBHOTO MaTepuana;

-  PalMOHANBHOCTh HCIONB30BaHUS BpPEMEHH,
3aJlaHueE.

OTBCACHHOI'O Ha
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TecTupon

aHue(KOoH

TPOJIBLHBI
i cpe3)

10

10 Gamna — cTyAeHT mpaBwibHO oTBedaeT Ha 75-100% BompocoB B
TecTe

5 Ganna — CTyACHT NpaBHIbHO oTBedaeT Ha 50-74% BOmpoCoB B TecTe
3 0amn — CTyOeHT NpaBWIbHO OTBeuaeT Ha 25-50% BONpOCOB B TecTe.

1 6amn - meHee 25% MpaBUIIBHBIX OTBETOB 0aJNIOB HE JJAaCT

KauectBo
YCITyTH KaK
00BEKT
YIpaBICHHUS

Hayunerit
JTOKJIa]

Jlokniag moAroTaBIMBacTCS MO OMHOMY M3 BOIPOCOB MPAKTUYECKOTO
3aHaTUA. [Ipy BRICTYIIICHUH C MPE3eHTAIUuei HeoOXoauMo o0pamarh
BHUMAaHHE HA TAKHE MOMEHTHI KaK:

5 Oamna — conepkaHue MPE3CHTALMU: aKTyadbHOCTh TEMBI, TTOJTHOTA
€€ PaCKpBITUS, CMBICIOBOE COJICpXKAaHHME, COOTBETCTBHUE 3asBICHHOMN
TEMbl COJICPIKAHUIO, COOTBETCTBHE METOIUYCCKUM TpPESOOBaHUSAM
(memu. CCBUIKM Ha PECypChl, COOTBETCTBUE COACPXKAHHUS W
JUTEpaTyphl), TpaKTHYeCKas  HaNpaBICHHOCTh, COOTBETCTBUC
CoZlepaHus 3asBICHHOW (opMe, aJCKBAaTHOCTh HCITOIb30BaHUS
TEXHUYECKHUX CPEJICTB YUYEOHBIM 3aJa4yaM, MOCIEI0BaTeIbHOCTh U
JIOTUYHOCTH TIPE3CHTYEeMOTO MaTepuana;

- odopMicHHE Tpe3eHTalMH: 00heM (ONTHUMAIBLHOE KOJIUYECTBO),
MU3aiiH  (YMTAeMOCTh, HAJUYMe W COOTBETCTBHE Tpadukd U
aHUMaIlUY, 3BYKOBOE 0()OpMIICHUE, CTPYKTYPUPOBaHUE UH(POPMAIIHH,
COOTBETCTBHE  3asABJICHHBIM  TpPeOOBaHUSAM),  OPUTHHAIBHOCTH
oopMIIeHUS, ICTETUKA, UCTIOIH30BAHUE BOZMOKHOCTH TIPOTPAMMHOMN
CpeIbl, COOTBETCTBUE CTaHIapTaM O(POPMIICHHUS;

- JINYHOCTHBIC Ka4eCTBA: OPATOPCKHUE CIOCOOHOCTU. COONIOACHHE
periaMeHTa, AMOIMOHAILHOCTh, YMEHHE OTBETUTh Ha BOIPOCHI,
CUCTEMAaTH3UPOBaHHbIC, IIIyOOKHE ¥ TIOJHBIE 3HAHHUA TI0 BCEM
paszaenam mporpaMMel:

- CONep)KaHUE BBICTYIUICHUS: JIOTHYHOCTh W3JIOKCHUS Marepuaa,
PacKphITHE TEMBI, JOCTYIMHOCTh W3JOXKEHUS, IPPEKTUBHOCTH
npumenenus cpeacte MKT, cmocoObl W yCloBHSI JTOCTHIKEHUS
pe3yabTaTUBHOCTU U 3(H()EKTUBHOCTH ISl BBITIOJTHEHUS 33134 CBOCH
npoecCHOHALHOW WM Y4eOHOH NesATeNbHOCTH, J0Ka3aTeIbHOCTh
MPUHUMAEMbIX  pEIICHWH, yMEHHE  apryMEHTHpPOBAaTh  CBOMU
3aKJIIOYEHHS, BBIBOJIBL.

4 Oamma — TpE3CHTAlUS COOTBETCTBYET TEME, CTPYKTypa H
oopMIICHHE OTBEYACT BBINICTICPEUNCICHHBIM TPEOOBAHUSIM, CTYJICHT
CBOOOMHO  BNIAJEET MarepualioM, JEMOHCTPUpPYET TIIyOOKue,
CUCTEMAaTHU3UPOBAaHHBIC 3HAHUS, CBOOOMHO OTBEYACT HA BOIPOCHI
HCIONB3Ys MPO(ECCHOHATLHYIO TEPMHHOIOTHUIO

3 Oamna - mpe3cHTaMs COOTBETCTBYET TEMeE, CTPYKTypa OTBEYacT
BBINICTICPEYNCICHHBIM TPEOOBAaHUAM, CTYIACHT CBOOOJHO BJajieeT
MaTepuaioM, JIEMOHCTPUPYET TIIyOOKHE, CHUCTEeMAaTH3UPOBAaHHBIC

3HaHWs,  CBOOOJZHO  OTBEYaeT  HAa  BOINPOCHI  HCIIOJB3YS
npoeCCHOHATIBHYIO TEPMHHONOTHIO. B odopMmieHnHn uMeoTcs
HeopaboTKH.

2 Oamna — B CTPYKType W OQOPMIICHHM TNPE3EHTAlUHd HMEIOTCS
HenopaboOTKM, Marepuan MpeNcTaBIeH B  IPE3CHTalUd  He
paloHaIbHO, MAJIO WUTFOCTPATUBHOIO MaTrepHasa, CTyIEHT BIaJeeT
HemoMHOW HMH(popManueil mo TeMe, 3aTpyAHSETCSl C OTBETaMH Ha
3aJ1aBacMbI€ BOIPOCHI;

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

Tunonorus
noTpeduTenei n
MIPUEMEI
o0CITy)KHBaHUS

Cobeceno
BaHUE

CobecenoBanue mpeAIoaracT OpraHu3aluio Oeceabl MPenoaaBaTelis
CO CTYACHTaMH TI0 BOTIPOCaM MPAaKTUUECKOTO 3aHATHSA C LENbIo Oosee
OOCTOSITENIHOTO BBISIBIICHUS WX 3HAHHWH 10 ONPEACICHHOMY Pa3ieny,
Teme, npobieMe U T.II.
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Cucrema
Ka4yecTBa

o0CTyKBaHUS

KJIMCHTOB:
OCHOBHBIC

COCTaBJIAOIINEC

n ux
B3aMOCBA3b

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

JACATCIIBHOCTH

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.

TecTupoB

aHue(KOH

TPOJILHBI
i cpe3)

10

10 6amma — cTymeHT mpaBWIBHO OTBedaeT Ha 75-100% Bompocos B
TecTe

5 Ganya — CTyAEeHT MpaBMIIbHO oTBedaeT Ha 50-74% BOMpOCoB B TecTe
3 Gamy — CTy[IeHT NMPaBWIBHO OTBedaeT Ha 25-50% BOMpOCOB B TeCTe.

1 6amn - meHee 25% MpaBUIIBHBIX OTBETOB 0AJJIOB HE JAeT

ITocemaeMocThb

10

Crynent mocetnn He MeHee 70% IEKIMOHHBIX W TMPAKTHYECKHUX
3aHATUN

10.

[IpemuansHbie OaIbl

20

- 3a TPOCKT, BHIIOJHEHHBIM TO 3aka3dy paboromarens H
pearn30BaHHBIN Ha IpaKTHKE — 15 6asos;

- TOJTHOCTHIO MOATOTOBJICHHAS K MyOIMKAllUN CTaThsi [0 TEMaTuke B
paMKax qucuuIuiuHel — 10 6asos;

- mo0ena B MEXXPErMOHANBHOM onuMInazae — 15 6ansos;

- y4acTHE C JOKJaJoM BO BCEPOCCHMCKOM OMUMIIMAJE MO TEMaTHKE
n3y4yaeMoi qucuuiuinie — 15 6asos;

- myOnmuKamMs CTaTbMl IO TEMaTHKE H3y4yaeMoil TUCHUIUIMHBL B
cOOpHUKE CTyA€HYEeCKHX paboT / MarepualaX BCEPOCCHICKON
koH(epeHyHn / xxypHase u3 nepeuns BAK —5/15/20
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11. OTBeT Ha ’K3aMeHe 30 10-17 GamnoB - CTyHAEHT PacKpbll OCHOBHBIE BONPOCHI M 3aJaHUs

3aJlaHus OUJIeTa Ha OLCHKY "OTIHYHO".

Ounera Ha OUEHKY "ynoBineTBopuTensHO" ; 18-24 0amioB- cTymaeHT
pPacKpbll OCHOBHBIE BONPOCH W 3aJaHWi Owiera Ha OICHKY
"xopomo"; 25-30 GayIoB - CTYACHT PacKpbll OCHOBHBIE BOIPOCH U

12. |MHnuBunyanbHbIC 3aJaHUSA, 20 [IpoBecTH MOATOTOBUTENHHYIO pa0OTY IS MIOATOTOBKH JTOKJIAJIOB W3
C IIOMOUIBIO0 KOTOPBIX xypnaia "Cepsuc plus", "Counonoruueckue uccinenosanus” (30
MOXKHO Ha0paTh -BoripocoB); [Ipoxoxnenue tectupoBanust (30 BOIPOCOB) MO BCeMy
JIOTIOJTHUTEITEHBIC OaJLThI Kypcy muciuruinHe (10 6amioB)
13. HUroro 3a cemectp 100

HtoroBass omeHka 1O »dKk3aMmeHy BeicTaBisieTcss B 100-0ayibHON 1mikame W B TPaTUIIMOHHOMN

yerplpexOamipHoi  1mikane. IlepeBogy 100-0amnbHON  pEeHTHHTOBOW OLEHKM 1O  JUCIMILIIMHE
TPaIUIIMOHHYIO YETHIPEX0aTbHYIO OCYIIECTBISIETCS CIEAYIOIMM 00pa3oM:

B

100-6annpHas cucrema Tpagunuonnas cucrema
85 - 100 GannoB OTnuyHO
70 - 84 Gannos Xoporo
50 - 69 6aiuioB YIOBIETBOPUTEITHHO
Memnee 50 HeynosnerBoputenbHO
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4.2 TunoBsle OLICHOYHBIE CPEACTBA TEKYILIETO KOHTPOJIS
BrinoJiHeHHe NPAKTHYECKUX 3aJaHUM

Tema 2. Buasl u popMbI CEpBUCHOM AESATETBHOCTH
Samanue Ne 1.
[TpoBenuTe KIIacCH(PUKALNIO TPEATIPUATUN CPEephl CEPBHCA, OKA3BIBAIOIINE YCIYTH HACETICHUIO B T.
Tam6OoBe (0bOmactn).
3amanue Ne 2.
[TpoBeauTte ananmu3 paboThl IpeANnpuUATHA cepbl cepBrca (cortacHo kKiaccudukanuy u3 3aganus Ne 1),
OKa3bIBAIOIIINE YCIYTH HacenaeHuto B I.TamOoBe (00macTh)
3amanue Ne 3.
[lepeuncnure TOCTOMHCTBA M HEJOCTATKU B paboTe npeanpusTii 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?

Tema 3. «KonTakTHas 30Ha» Kak cepa peanzaluil CEpPBUCHOMN NEATETbHOCTH

1 Usyuute «TpeboBanusi, MpeabsBIsIEMbIC K UCITOTHEHUIO COIMAIBHON POJIH B pPaMKax
pohecCHOHANBHOTO MOBEACHUS Ha IPEIPUITUN CEPBUCAY.
2 TlpoBenure CpaBHUTEIbHBINA aHAIU3 HOPMATUBHBIX JTOKYMEHTOB, PETYJIHPYIOLINX

npodeccruoHanbHOE MOBEICHNE, COIMaNbHBIC poiin paboTHUKa cepBuca (Komeke nmpodeccrnonambHoi

STUKH).

Tema 4. Knaccuduxarus npeanpusTiii CEpBUCHOTO 00CTy>KUBAHUS

CocraBeTe Knaccmpmcaumo Ka4yeCTBa yCJIYT B CepBHCHOﬁ ACATCIIbHOCTHU U BBIACIIUTC HX OTIIMYHUTCIIbHBIC

XapPaKTCPUCTUKU: 0a3oBoe Ka4y€CTBO, Tpe6yeMoe Ka4€CTBO, XKCJIa€CMO€ Ka4C€CTBO, OTHOCUTCIIbHOC Ka4€CTBO.

Tema 7. Cucrema KadecTBa O6CJTy}I(I/IBaHI/I${ KIIMCHTOB: OCHOBHBIC COCTABJIAIONINEC U NX B3aUMOCBA3b



1. 3yunte coBpeMeHHbIE TPeOOBaHUS K KBAIN(UKAIINH, TOBEICHUIO COTPYIHUKOB CEpBHUCA U
paszpaboTaiite TpeOoBaHUs K 00CITYKHBAIOLIEMY TIEPCOHATY B MHIYCTPUHU CepBHUCA.

2. [ToaroToBbTE MAaMATKY AJIS CIIEHUAINCTA CEpPBHCA B IIpoliecce 00CITy)KUBAaHUsI TOTPEOUTEIS.

Tema 8. CoBpeMEHHBIE TEXHOJIOTUU B CEPBUCHOM 1€ATENBHOCTU
3aganue Ne 1.

PazpaOoraiite «maMaTKn» MPOPECCHOHANBHOTO TIOBEACHHWE pabOTHUKA TMPEeNNpUsiTHS CepBHCAa C
NOTPEOUTENIMH YCIIYT.

3amanue Ne 2.

PazpabotaiiTe «mamMsaTKi» KyJbTyphl OOIICHHS paOOTHUKA MIPEANPHUATHS CEPBHCA C IIOTPEOUTEISIMH YCITYT.
KoHTposnbHBIE BOIPOCHI:

YpoBHHM yIIpaBIICHUSI CEPBUCHBIM MTOBEJICHUEM: CTPATETHUYECKUIA U OTIEPATUBHBIM.

ITocnenoBarenbHOCTD ACHUCTBUN IIPU BHEAPEHUHU HOPM U CTaHIAPTOB.

Bo3MorkHbIe TpensSTCTBUS MpY BHEAPEHUU CTaHIapPTOB cepBHca. MeTonbl MpeoJoJeHHs MPENsTCTBUM.
Bnyrtpennnii PR uneonorun otnmyHoOro cepsuca.

Nk v -

OO0yueHue coTpyaTHUKOB (GpoHT-0duca.
Hayunbiii noxaajn

Tema 5. KauecTBO yciIyru Kak OObEKT YIpaBICHUS
Monens xkauectBa ycnyr K. I'ponpysa.
Mogens kauecTBa yCcayru, OCHOBaHHas Ha pa3pbIBeE.
TexHrn4eCcKoe Ka4eCTBO.
QOYHKINOHAIBHOE KaueCTBO.
IIpemus /Iemunra.
HamumonanwsHast npemus no kauectBy M. bonnpumxa.

NSk W=

EBpomneiickas npemus 1o KauecTBy.
Omnpoc

Tema 3. «KonTakTHas 30Ha» Kak cepa peanzaluil CEpPBUCHOMN NEATETBHOCTH
1 TloHATHE «KOHTAKTHOM 30HBI» ¥ OCHOBHBIC TPEOOBAHMUS.
2 Kynsrypa o0uieHust pabOTHUKA KOHTAKTHOM 30HBI C MOKYyIaTeIeM (3aKa34uKOM, TOCTEM).
3 3aKoHbl, ONpeAeAIoNIe TMHAMUKY ICUXUYECKUX MPOLIECCOB.
4 Dranbl 00CTyKUBaHUS KIMECHTA.
5 OCHOBHBIE TPUYHHBI KaT00 KIUEHTOB.

6 OcHOBHBIE TPUYMHBI KOH(IUKTOB MEXly paOOTHUKAaMU cepBHca U KireHTaMu. CriocoOs
pa3peuieHus U yCTpaHeHHUs KOH(IUKTOB.

Tema 4. Knaccuduxarus npeanpusTiii CEpBUCHOTO 00CTy>KUBAHUS
1. CtpyxkTypa obmmepoccuiickoro kinaccudukaropa yciayr Hacenenus OK 002-93.
2. Kakue rpymnmsl BkitodaeT kiaaccugpuxarop OK 002-93?

3. IlpoBeaute aHanmM3 CTPYKTypa W BUAOB CEPBUCHOW AEATEIHHOCTH, KAK MCTOYHHUKA YIOBIETBOPEHUS
pa3HOO0Pa3HBIX MOTPEOHOCTEN YeIOBeKa.

Tema 8. CoBpeMEeHHBIE TEXHOJIOTMHU B CEPBUCHOM NEATEIBHOCTH
1. OcobenHoCTH couabHON NOIUTUKY TIpU popmupoBanun chepst KKX.
2. Uadopmanmonnsie cuctemsl B JKKX.
3. YHuBepcanpHas yuetHas cucrema (YYC).
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IToaroroBka 3/IeKTPOHHOM NMpPe3eHTAUN

Tema 1. CepBucHas IeSITEIBHOCTH KakK (hopMa yIOBICTBOPECHUSI MOTPEOHOCTEH UeIoBeKa
[Ipennoceuiku BOSHUKHOBEHUS CEPBUCHOU JIEATENBHOCTH.
OTanbl pa3BUTHUS CEPBUCHOM NEATEIBHOCTH. JIpeBHUI MEPHUO/I.
Dranbl pa3BUTHSI CEPBUCHOM JieATenbHOCTU. CpeHEBEKOBBE.
OTanbl pa3BUTHUSI CEPBUCHOM AesiTebHOCTH. HoBOE Bpems
Pa3BuTue cepBucHOM neATebHOCTU B POCCUM B MPOCBETUTENBCKUI TTIEPUOL.
PazButune cepBUCHOM AesATENbHOCTH B Poccuu B peAnpuHUMATEIbCKAM EPHUO/I.

Nk W=

Pa3BuTue cepBUCHOM NEATEIBHOCTU B OPraHU3allMOHHO-EHTPAIU30BAHHbBIN ITIEPUO/.
PazBuTune cepBucHol aesarenbHOCTH B Poccuu B aIMMHUCTPAaTUBHO-HOPMATHUBHBIN M IEPEXOIHBINA MEPHOIBI.
1 1.  Ilpennocelaiky BO3HUKHOBEHUS CEPBUCHOM EATEIBHOCTH.
2 2. Dramnbl pa3BUTHS CEPBUCHON NEATEILHOCTH. J{peBHUN NTeprOI.
3 3. Drambl pa3BUTUSA CEPBUCHOMN JesATEIbHOCTH. CpeTHEBEKOBbE.
4 4. Dranbl pa3BUTHS CEPBUCHON nesTeapHOCTH. HoBOE Bpemst
5 5. Pa3ButHe CepBUCHOM IeATEIBHOCTH B Poccuu B IPOCBETUTENIBCKUH TIEPUOA.
6 6. Pa3BuTuHe CEpBUCHOM JeATEIBbHOCTH B Poccuu B nmpennpuHUMaTEIbCKUN IEPUOI.
7 7. PazBuTue cepBUCHOM AEATEIBHOCTH B OPTaHU3ALMOHHO-IEHTPATIN30BAHHbIN [TEPUO/.
PazBuTue cepBucHol nesarenbHOCTH B Poccuu B aIMMHUCTPAaTUBHO-HOPMATHUBHBIN M IEPEXOIHBIN MEPHOIBI.

ColecenoBanue

Tema 1. CepBucHas neITEIBHOCTH KakK (hopMa yIOBICTBOPECHUSI MOTPEOHOCTEH UeIoBeKa

1 CepBHCHas AeATENBHOCTD B Ipoliecce (OpMUPOBAHUS TTOTPEOHOCTEH.

2 ®opmbl yIOBIETBOPEHUS MTOTPEOHOCTH YEIOBEKA.

3 CpaBaurte noustue "Hyxaa" u "morpedHOCTH".

4 Bupasl moTpeOHOCTEH.

5 Pa3ymHbIE TOTPEOHOCTH.

6 Kiaccudukanust moTpeOHOCTEH UemoBeka.

7 HayuHble T€OpUH O MOTPEOHOCTSIX YeTOBEKa.

8 CyILIHOCTbh CEPBUCHOM AEATEIbHOCTH.

9 OcobeHHOCTH pa3BUTHUS CEPBUCHOM EATEIIEHOCTU B IOMHYCTPHAIHLHOM OOIIECTBE.
10 OcobeHHOCTH pa3BUTHS CEPBUCHOM ACATEIHPHOCTH B MHAYCTPHATILHOM OOIIECTBE.
11 OcobGeHHOCTH Pa3BUTHUSL CEPBUCHON JAEATEIBHOCTH B IOCTUHAYCTPHAIBHOM OOIIECTBE.

Tema 6. Tunonorus morpeduteneit U MprueMsl 00CITY>KUBAHUS
1. [TonaTue u kiaccuuKanys TUTIOIOTHH KJIMEHTA U UX 0COOCHHOCTH B 00CITY>)KMBaHUH TIOTPEOUTEIIS.
2. Kpurepun TUIIOJIOTUY KJIMEHTA.
3. Tunonoruu O. Pomxkepca.

4. JlogapHOCTHb. YCJIOBUS OOCTWI)KEHHS JIOSUIBHOCTH. BHIOBI JOSIbHOCTH. lloBemeHdeckas U
BOCIIPUHUMAEMAs JIOSUIbHOCTb.

5. Tunsl NOSTBHOCTU: UCTUHHASL, JIOKHAS, TATEHTHAS, OTCYTCTBYIOIIAS.
6. Cratyc JIOSAJIbHOCTH U €€ U3MEPEHUE.
7. IlporpaMMsl JOSUTBHOCTH U UX 3()(PEKTUBHOCTS.

Tema 7. Cucrema kauecTBa 0OCTY)KHBAHHS KIINEHTOB: OCHOBHBIC COCTABIISIOIINE U UX B3aUMOCBS3b
1 ®unocodus cepBrca U ee BIUIHUE HA 00CITy)KHUBaHHUE KITUEHTOB.
2 YciioBus IOBBIIICHHS KAY€CTBA 0OCITYKUBAaHUS KIIUEHTOB.



19
3 CucTeMHBIH IOAXO/ B IPOIIECcCE MOBBIIICHHS KauecTBa 00CTYKUBAHUS TIOTPEOUTEICH.

4 Pe3ynbTaTbl MOHUTOPUHTA JOJKHBI HAXOAUTh CBOE OTPAKEHUE B CHUCTEME MOTHUBAIUU M SIBISTHCS
OCHOBaHHEM JIs AOPabOTKU WIIK KOPPEKTUPOBKU CTaHIAPTOB.

5 DneMeHTEI CHCTEMEL.

Tema 8. CoBpeMEeHHBIE TEXHOJIOTMU B CEPBUCHOM NEATEIBHOCTH
1. Ilpoananu3upyite 5KOHOMUYECKUE IPUUNHBI, 00YCIOBIMBAIOIINE OPraHU3AIINIO0 CEPBUCHON CUCTEMBI.
2. Boigenure 1 000CHYHTE OCHOBHBIE KOMITOHEHTBI IPEANPOIaXKHOTO OOCTYKHUBAHHUSL.
3. [Ipsimble U KOCBEHHBIE (POPMBI, OKa3aHMsI, CEPBUCA.
4. ®upMeHHbIN CEpBUC.

TecTupoBanme

Tema 4. Knaccuduxarus npeanpusTiii CEpBUCHOTO 00CTy>KUBAHUS
Tecm Nel
Buvibepume 00un unu Heckonbko 6epHbIX 86ApUAHMOS, NPU OMCYMCMEUU 8APUAHIMOS BNULLUME C8OL OMEen.
1.  VYkaxuTe nmpuemsbl MpeBpaIIeHUS TOTPEOHOCTH B CIIPOC B CEPBUCHOM JIEATEIBHOCTH:
a) CHWKCHHE LIEHBI Ha YCIYTy
0) opraHu3arys peKiaMsbl
B) KOPPEKTUPOBKA XapaKTEPUCTUKU yCIyTH
T') BCE BBINICTICPEUUCIICHHBIC TTO3UILINN
2. B IlepBoOBITHOM 0OIIIECTBE MPUOPUTETHBIMU SIBIISITUCK:
a) UHIUBUAYyaIbHBIC TOTPEOHOCTH
0) o01IeCTBEHHBIE TOTPEOHOCTH
B) IOTPEOHOCTH B rocyaapcTBE U MpaBe
3. B Hayke nmomyuuia pacnpoCTpaHEHUE TEOPHS, YTO YEJIOBEK — 3TO MPEXK/E BCETO:
a) OMONIOTUYECKOE CYIIECTBO, MOTYMHEHHOE 3aKOHAM TTPHPOIBI
0) coruaabHOE CYIIECTBO, TOTYMHEHHOE OOIIECTBEHHOMY BIIHSIHUIO
B) OMOCOIMAIEHOE CYIIECTBO, TOAYUHEHHOE U MIPUPOJIE U OOIIECTBY
') KMEIOT MECTO BCE BBIIICTIEPEUUCIICHHbIE TEOPUU
4. CepBuCHas IeATEIBHOCTH HAMPABJICHA HA YIOBICTBOPCHHE:
a) TOJIBKO PYTHHHBIX MOTPEOHOCTEH
0) TOJBKO TBOPUECKHUX MOTPEeOHOCTEH
B) KOMIUIEKC PyTHHHBIX ¥ TBOPYECKHUX MOTPEOHOCTEH
5. CepBucHas eATeNbHOCTb — 3TO:
a) GOpMBI M METOABI MHIUBUIYATBHOTO OOCITY)KMBAaHHUS YEITOBEKA

0) BUJ JEATEIBHOCTH, HANpaBICHHBIH Ha YIOBIETBOPEHHE NOTPEOHOCTEH Iozed, XO3sICTBEHHBIN
MEXaHHU3M YIOBJIETBOPEHHs OOLIECTBEHHBIX U WHAWBUYATbHBIX OTPEOHOCTEH

B) IICHHOCTHBIC OPUEHTAIINH, 3aPOCHI, ICUXOJIOTHIECKOE CBOCOOpa3re U KUZHEHHBINM CTUIIb TUYHOCTH
6. B paMkax ryMaHHCTHYECKOTO IcuxoaHaau3a J.DOpomMM BBIBEI JIBa MOJycCa:

a) o0JaaHus

0) ObITHS

B) LIEJIH

7. Ha pa3zBuTue notrpebieHus ¢ COBpeMeHHO# Poccuu BIHSIIOT:

a) Mepexoj K ppIHOYHOMY MEXaHU3MY B HAIIMOHATHHON IKOHOMHUKE U IOCTHHYCTPUATBHOMY OOIIECTBY

0) mepexo K pPHIHOYHOMY MEXaHHW3MYy B HallMOHAJIbHOM 3KOHOMHUKE U 3HAYUTENbHAs OIopa Ha Tpaauluu
JOUHYCTPUAIBHOTO THUIIA TOTPEOICHUS

B) IIepexo/l K ppIHOYHOMY MEXaHH3My B HAallMOHAJIbHON SKOHOMUKE
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8. B coorBercTBUM € KOHLENIMEN TPEX CTAAUN pa3BUTHUA LUBWIM3ALMM YKa)KUTE MEPUOJ, B KOTOPOM
CJIOYKHJICSI CaMblil BRICOKMI YPOBEHB MOTPEOJICHNUS MaTepHaIbHBIX OJar U yCIyr:

a) JJOMHIYCTpHAIbHOE OOIIECTBO

0) UHTyCTPHAIIBHOTO 00IIIeCTBa

B) MOCTHH]yCTPHAIBLHOE O0IIECTBO

9. Ykaxxute Tpu acreKkTa CEpBUCHOM IESTEIbHOCTH:

a) (hopma 4eoBEeYECKOM eATENbHOCTH

0) opraHu3aIMOHHBINA MPOIIECC

B) CIIOCOO YIOBJIETBOPEHUS MOTPEOHOCTEH MHANBUIIOB U TPYIII JIOACH

T') OKa3aHUe yCIIyT

10. B cepBHCOIOTHY CYIIECTBYET MOHATHE HJICATBHOM YCIyTH, KOTOpasi BKIIIOYAET:
a) TEOPETUYECKYIO MOJIEIb, CTAHAAPTHI, IPaBUiIa 00CITY)KUBaHUS

0) KOHKpETHBIE MaTepuajIbHbIC ICHCTBUS, HAITPABJICHHbBIE HA UCTIONHUTEIS

B) COBOKYITHOCTb TOJIE3HBIX CBOWCTB YCIIyTH

11. B cepBHUCONIOTHH CYIIECTBYET NOHATHE PEaIbHON YCIYTH, KOTOPast BKIIIOYAET:
a) TEOPETUYECKYIO MOJIEIb, CTAHAAPTHI, IPaBUiIa 00CITY)KUBaHUS

0) KOHKpETHBIE MaTepuajbHbIC CHCTBYS, HAITPABICHHbBIE HA UCTIONHUTEISA

B) COBOKYITHOCTb TOJIE3HBIX CBOWCTB YCIIyTH

12. CouanbHO-KyJIBTYPHBIE YCIYTH — 3TO YCIYTH:

a) YIOBJIETBOPSIOLIUE TyXOBHbIE U MHTEJUIEKTyaJIbHbIE TOTPEOHOCTH JIIO/IeH U MOAIEPKUBAIOIIUE X
HOPMAaJIbHYIO KU3HEACSITEIbHOCTD

0) KOHKpETHbIE MaTepuajbHble ACHCTBUSI, HANIPaBJIECHHbIC HA UCTIOIHUTENS
B) COBOKYIHOCTbH MOJIE3HBIX CBOMCTB YCIyTH

13. K conmanbHO-KyJIbTYPHBIM yCIIyTaM OTHOCST:

a) MEIULIMHCKUE YCIyTH

0) yCIIyTH KyJIbTYPBI

B) YCIYTH TypHU3Ma

T') yciyru oOpa3oBaHUs

1) (PMHAHCOBBIE YCIYTH

14. YkaxuTe OTIUYHUTENIbHBIE 0COOCHHOCTH yCIIYT:

a) HEOCSI3aeMOCTb, HEJb3s1 XPAaHUTh, ATO JAEATEIbHOCTh, U3MEHUYHUBOCTD

0) KOHKpETHbIE MaTepuajbHble ACHCTBUSI, HANIPaBJIECHHbIC HA UCTIOIHUTENS
B) MOJIeIIb, CTAaHAAPTHI, MPaBUIa 0OCITYKUBaAHUS

15. YkaxuTe aBTOPOB PacCCMATPUBAIOIIUX TEOPETUUECKOE IOHUMAHNUE CEPBUCHOM JIEATEIIbHOCTH:
a) ABaHecoBa, XmeneB, PomanoBuu

0) Xmenes, KpaBuenko, [TaBnoBa

B) Epmios, banamos, Konormesa

Tema 8. CoBpeMEHHBIE TEXHOJIOTUU B CEPBUCHOM 1€ATENBHOCTU
TecTupoBanme Ne2: (10 0a/1710B)

Bblﬁepume 00UH UNU HECKOJIbKO BEPHLLX 6APUARMOG, NPpU OMCYymcmeuu 6apudrmos snuuiume c60ll omeem.

1.CepBucHas OeSTENBHOCTD — ITO:

2. Hyxna B ueM-mu00, 3aBUCSINAs OT KyJbTYPHOTO YPOBHS U MHAWBUIYAIBHOCTH Y€JIOBEKa — 3TO:
a) MOTpeOHOCTh

0) yciyra

B) JI€SATEIHLHOCTD

I') CEpPBUC



3. Yenyra — ato0:

3. BaxHeilme XapakTepUCTUKU YCITYT:

4. [TonumaHue CyIIHOCTH CEPBUCHOM IEATENBHOCTHU CBSI3aHO C TAKMMHU MOHATHSIMH KaK:
a) cepBuC, yciyra
0) MoTpeOHOCTH
B) JIESATEIHLHOCTD
') BCE BapUAHTHI

5. Pa3Buture ppIHKa yCIIyT OPUEHTUPOBAHO Ha:
a) CHCTEMY YIOBJIETBOPEHUS MOTpeOHOCTEH
0) Bueapenue IT-Texnomoruit
B) MacCOBOCTb MOTPEOICHUS TPEIOCTABISIEMBIX YCIYT
I') Ha HaceyieHue B Bo3pacte ot 15 no 40 ner

6. Ilon ka4ecTBOM yCITyTH TOHUMAETCS:
a) KOMILIEKC MX MOJIE3HBIX CBOMCTB, HOPMAaTUBHO-TEXHOJIOTHYECKUX XaPAKTEPUCTUK
0) moTpeduTenbCcKas OleHKa
B) CIIOCOOHOCTh OOBEKTUBHO OLIEHUTH MOJIE3HOCTD YCIYTH
T') HET BEPHOTO BapHaHTa

7. YPOBHH KauecTBa YCIIyTH:
a) BBICIIUN, CPEITHUMA, HUIIHHA
0) MaKpoypOBEeHb, MUKPOYPOBEHb
B) TIEPBBIi, BTOPOU, TPETHI
') MEXKTyHapOAHBINA, pETMOHAIbHBIN, HAIIMOHAJIbHBIN

8. Ocobast pa3HOBUAHOCTH 0€30MaCHOCTH B chepe YCIyT CBsI3aHa C:
a) 30pOBbEM, PUBNIECKUM COCTOSTHUEM, BHEIITHUM BUJIOM KIIHEHTA
0) YpPOBHEM OCBEIOMJICHHOCTH KJIHMEHTa 00 OKa3bIBAEMBIX yCIyTax
B) TIOJIUTHYECKUM CTPOEM CTPaHbI
T') HET BEPHOTO BapHaHTa

9. PomanoBuu B.K. paccmarpuBana cepBUCHYIO I€ATENBHOCTD KaK
a) BUJl YEJIOBEUECKOW AESITeNbHOCTH, HANpaBICHHBIA Ha YJOBIETBOPEHHUE MOTPEOHOCTEH KIMEHTa IyTeM
OKa3aHUs yCIyr
0) XO3sICTBEHHBIN MEXaHU3M YIOBJIETBOPCHUS OOIIECTBEHHBIX M MHANBUIYATbHBIX IOTPEOHOCTEH
B) aKTUBHOCTH JIIONICH, BBICTYMAIOMIUX B CHEMU(PUICCKAX B3aUMOJCHCTBHUSIX MO PEANM3AINH PA3THYHBIX
yCIIyT
r) o0nacTh 4YeIOBEUYECKHX B3aWMOOTHOIIEHUH, rae (opMHpYyeTcst OCOOBbIi CTWIIb B YIOBICTBOPEHUHU
norpedHoCcTEH

10. CBoiicTBa yCiIyT MOKHO pa3JesInTh Ha:

a) MPOM3BOJICTBEHHBIE, (PYHKITMOHAIBHBIC, TOTPEOUTEITHCKHE

0) IpOU3BOACTBEHHBIE, HEMPOU3BOACTBEHHBIE
B) OCsI3a€MBbI€, HEOCSI3aEMBbI
I') 10 HAIIPABJICHHOCTH (Ha TEJIO YeJIOBEKa, Ha CO3HAHUE YEJIOBEKA U T.1.)

11. Baxkable XapaKTEepUCTUKH YCIYT MAaCCAKUPCKOTO TPAHCIOPTA:

a) CKOPOCTh ¥l TOUHOCTb JIBHIKCHHUS

0) Mapka TpaHCIIopTa
B) COOJIOZICHUE TEXHOJIOTUYECKUX MPaBUIT
') OTBETCTBEHHOCTH 32 MapILIpyTHBIE JOPOTH

12. Kakue acrieKThbl pe3yJIbTaToB yCIyTH OIICHUBAET MOTPEOUTENH?
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a) pyHKIIMOHAIEHO-TIPAKTUIECKUE
0) MPON3BOACTBEHHO-(PU3NUECKUE
B) SKOHOMUYECKHUE
T') BCE BapUAHThI BEPHBI

13. Yrto BbICTYymaeT HOPMAaTHBHBIM YCJIOBHEM oOecneyeHHs  KayecTBa, O€30MacHOCTH H
KOHKYPEHTOCIIOCOOHOCTH yCIYT:
a) CTaHAapTU3ALMS
0) cepruduxamus
B) JINLIEH3UPOBaHUE
') MApKUPOBKA
14. Kakue cBoiicTBa yCiIyry JUIst OTpeOuTesnst Hanbosee BaXKHbI, U KOTOPbIE TECTHPYET OH caM?
a) MOTPEOUTENIbCKUE CBOMCTRA
0) MPOM3BOACTBEHHBIE
B) (OyHKIIMOHAJLHBIE
I') BCE IEPEUNCIICHHBIE
15. ITokynarenbCckas OLIEHKA KayeCTBa yCIYT:
a) y4eT MPOU3BOJICTBEHHO-(DU3NYECKUX TTOKa3aTeei
0) cyOBEKT OIIEHKH MOTPEOHOCTEH
B) Y4€T IPOHU3BOACTBEHHO-(U3NUECKHX MTOKa3aTee U CyOBbEeKT OLIEHKH MoTpeOHOCTEel
') HET BEPHOTO BapHaHTa

16. Kakas 4acTb TOJHOCTBIO YIOBJIETBOPEHHBIX KIMEHTOB KAauye€CTBOM YCIYyr (OT OOIIEro 4ucia BCexX
KJIIMCHTOB) CYUTAETCA OJarompusTHOM C TOYKH 3pPEHUS CTaHJApPTOB 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 yCiiyru 0OCHOBBIBAETCS Ha:

a) 5KOHOMHYECKOU COCTaBIISAIONICH

0) HOpMaTUBHO-TIPABOBOI Oaze

B) DKOHOMUYECKOW COCTABIISIONICH U HOPMATUBHO-TIPABOBOM Oa3e
') HET BEPHOTO BapHaHTa

19. HazoBuTe CBOICTBA, KOTOPBIE CO3AIOTCS B TIPOIIECCE MPOU3BOACTBA M IIPUOOPETAIOT IPKO BHIPAKCHHBIN
MaTepualbHO-PECYPCHBII TEXHUKO-TEXHOJIOTHUYECKUI XapaKTep

a) MPOU3BOJICTBEHHBIE
0) pyHKIIMOHATbHbIC
B) MOTPEOUTETHLCKIE
') KAYEeCTBEHHbIE

20. IlepeuncauTe CBOMCTBA YCIYyIH:
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BriOepuTe oMH WM HECKOJIBKO BEPHBIX BAPHAHTOB, IPU OTCYTCTBHH BAPHAHTOB BITUIIIUTE CBOM
oreT. TectupoBanue Ne2: (10 6amioB)

Bovibepume o0un unu HeCKONbLKO 8EPHLIX 8APUAHMOB, NPU OMCYMCMBEUY 8APUAHMOE 8NUULUME CBOLL OMEen.

1.CepBucHas 1esITEIbHOCTh — 3TO:

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

0) yciyra

B) JIESATEIHLHOCTD

T') CEpBHUC

3. Yenyra — ato0:

3. BaxkHeilmme XapakTepUCTUKU YCITYT:

4. [TonumaHue CyIIHOCTH CEPBUCHOM IEATENBHOCTHU CBSI3aHO C TAKMMHU MOHATHSIMH KaK:
a) CepBuC, yciyra

0) MoTpeOHOCTH

B) JIESATEIHLHOCTD

') BCE BapUAHTHI

5. Pa3Buture pbIHKa yCIIyT OPUEHTUPOBAHO Ha:

a) CHCTEMY YJIOBJIETBOPEHUS MOTpeOHOCTEH

0) Bueapenue [T-texnomoruit

B) MacCOBOCTb MOTPEOICHUS TPEIOCTABISIEMBIX YCIYT

I') Ha HaceJlieHue B Bo3pacte ot 15 no 40 ner

6. Ilon ka4ecTBOM yCITyTH TOHUMAETCS:

a) KOMILIEKC MX MOJIE3HBIX CBOMCTB, HOPMAaTUBHO-TEXHOJIIOTHYECKUX XaPAKTEPUCTUK
0) moTpeduTenbCcKas OlEeHKA

B) CIIOCOOHOCTh OOBEKTUBHO OLIEHUTH MOJIE3HOCTD YCIYTH

T') HET BEPHOTO BapHaHTa

7. YPOBHH KauecTBa YCIIyTH:

a) BBICIIUN, CPEITHUMA, HUIIHHA

0) MaKpoOypOBEeHb, MUKPOYPOBEHb

B) TIEPBBIi, BTOPOU, TPETHI

') MEXTyHApOAHBINU, PETMOHAIBHBIN, HAIIMOHAJIbHBIN

8. Ocobast pa3HOBUAHOCTH 0€30MaCHOCTH B chepe YCIyT CBsI3aHa C:
a) 30pOBbEM, PU3NIECKUM COCTOSTHUEM, BHEIITHUM BUIOM KJIIHEHTA
0) YpPOBHEM OCBEIOMJICHHOCTH KJIMEHTa 00 OKa3bIBAEMBIX yCITyTax
B) TIOJIUTHYECKUM CTPOEM CTPaHbI

T') HET BEPHOTO BapHaHTa

9. PomanoBuu B.K. paccmarpuBana cepBUCHYIO IE€ATENBHOCTD KaK

a) BUJl YEJIOBEUECKOW AESITeNbHOCTH, HANpaBJICHHBIA Ha YJOBIETBOPEHHUE MOTPEOHOCTEH KIMEHTa IyTeM
OKa3aHUs yCIyr

0) XO3sICTBEHHBIN MEXaHU3M YIOBJIECTBOPCHUS OOIIECTBEHHBIX M MHANBUIYAJTBHBIX IOTPEOHOCTEH
B) aKTUBHOCTH JIIONICH, BBICTYMAIOMIUX B CHEMUMUISCKAX B3aUMOJCHCTBHUAX MO PEANHM3ANH PA3THYHBIX
yciIyr



r) o0nacTe 4YeIOBEYECKHX B3aWMOOTHOIIEHUH, rae (opMHpyeTcst OCOOBbIi CTWIIb B YIOBICTBOPEHUHU

noTpedHOoCTEH
10. CBoiicTBa yClIyT MOXKHO pa3esIuTh Ha:
a) MPOM3BOJICTBEHHBIE, (PYHKITMOHAIBHBIC, TOTPEONUTEITHCKHE
0) IpOU3BOACTBEHHBIE, HEMPOU3BOACTBEHHBIE
B) OCsI3a€MbI€, HEOCSI3aEMBbI
I') 110 HAIIPABJICHHOCTH (Ha TEJIO YeJIOBEKa, Ha CO3HAHUE YEJIOBEKA U T.1.)
11. Baxkable XapaKTEepUCTUKH YCIYT MaCCA)KUPCKOTO TPAHCIOPTA:
a) CKOPOCTh M TOYHOCTH JTBM)KEHUS
0) Mapka TpaHCIIopTa
B) COOJIONICHUE TEXHOJIOTUYECKUX TPaBUIT
') OTBETCTBEHHOCTH 32 MapILIpyTHBIE JOPOTH
12. Kakue acrieKThbl pe3yJIbTaToB yCIyTH OIICHUBAET MOTPEOUTENH?
a) QYHKITMOHATBHO-TTPAKTUICCKHE
0) IpOU3BOACTBEHHO-(PU3UIECKHE
B) PKOHOMUYECKHE
I') BCE BapHaHThI BEPHbI

13. Yro BBICTYIIaeT HOPMATHBHBIM  YCJIOBHEM oOOecleueHus KadecTBa, 0Oe30MacHOCTH
KOHKYPEHTOCIIOCOOHOCTH YCIIYT:

a) CTaH apTU3AIIH
0) cepruduxanus
B) JIMIICH3UPOBAHNE
I') MapKUPOBKa
14. Kakue cBOMCTBA YCIyTH JIsl HOTPEOUTENSI HAanOO0JIee BaKHBI, M KOTOPBIE TECTUPYET OH cam?
a) NOTpeOUTETHCKUE CBOICTBA
0) MPON3BOICTBCHHBIC
B) (PyHKIIMOHAJIbHbIE
T') BCE TIEPEUNCIICHHBIC
15. Ilokynarenbckas OLIEHKA Ka4eCcTBa yCIIyT:
a) Y4eT IPOU3BOJICTBEHHO-(DU3NIECKUX TTOKa3aTesei
0) cyOBeKT OlleHKH oTpeOHOCTEel
B) y4Y€T NMPOM3BOACTBEHHO-(PU3NUECKHUX MTOKa3aTesiel U CyObEeKT OIIEHKH MOTpeOHOCTEN
I') HET BEPHOI'O BapuaHTa

n

16. Kakast 4acTb MOJIHOCTBIO YIOBJIETBOPEHHBIX KIMEHTOB Kaue€CTBOM YCIyr (OT 0OILIero ymcia Bcex
KJIMEHTOB) CYMTACTCS ONAarompusATHOW C TOYKH 3PEHHUS CTaHJApTOB KauecTBa B JaHHON CepBUCHOU

opraHu3anuu?
a) 25-30%
0) 50-70%
B) 10-15%
r) 80-85%

17. 'apaHTUIHBINA CEpPBUC:

a) Bceraa OecruraTHbIN

0) Bcera IIaTHbIN

B) BEIOMPAETCS TIOTPEOUTEIIEM
I') HET BEPHOT'O OTBETA

18. KauecTBO yCi1yru OCHOBBIBA€TCSA Ha!

24
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a) 5KOHOMHYECKOU COCTAaBIISAIONICH
0) HOpMaTUBHO-TIPABOBOI Oaze
B) DKOHOMHUYECKOW COCTABIISIONICH U HOPMATUBHO-TIPABOBOM Oa3e
T') HET BEPHOTO BapHaHTa

19. HazoBuTe cBOICTBA, KOTOPBIE CO3AIOTCS B TIPOIIECCE MPOU3BOACTBA M IIPUOOPETAIOT IPKO BHIPAKCHHBIN
MaTepHualbHO-PECYPCHBIN TEXHUKO-TEXHOJIOTHUYECKUI XapaKTep

a) MPOM3BOJICTBEHHBIE
0) GpyHKIIMOHATbHbIC
B) MOTPEOUTETHCKIE
') KAYEeCTBEHHbIE

20. IlepeuncauTe CBOMCTBA YCIYyIH:

Bribepute onvH MM HECKOJIBKO BEPHBIX BAPHAHTOB, IPU OTCYTCTBUH BaPUAHTOB BIUILIUTE CBOM OTBET.
4.3 TIpomexxyTouHas aTTecTalus M0 AUCIHUILINHE IPOBOAUTCS B GOopMe IK3aMeHa

Tunossie Bonpocekl 3xk3amena (OIIK-2)
1  OcoOeHHOCTH pa3BUTHS CEPBUCHOM ACATEIHHOCTH B JOUHYCTPHAIBHOM OOIIIECTBE.
2 OcobeHHOCTH pa3BUTHUSI CEPBUCHOM IEATEIILHOCTU B MHYCTPHAIHLHOM OOIIECTBE.
3 OcoOEHHOCTH pa3BUTHS CEPBUCHOM JEATEIHHOCTH B IOCTHHAYCTPHUATILHOM OOIIIECTBE.
4 OcoOeHHOCTH Pa3BUTHS OOIIECTBA B «MH(POPMAITMOHHOM OOIIIECTBEY.
5 TloHsiTHE YCIYT U €T0 PHIHOK.
6 Xapakrepucrtuka Mmetoanka nsMepenus kadectsa SERVQUAL,
7 XapaKTepucTHKa METOAMKa U3MEPEHHS MeToJl « TamHCTBEHHOTO (TalfHOTO, CKPBITOTO) MOKYIIATEs
(mystery shopping).
8 Xapakrepuctuka mozaenu kadectsa ycayr K. ['ponpysa.
9 XapakrepucTrka MOZIENIM Ka4eCTBa yCIyTy, OCHOBAaHHAs HA pa3phIBE.
10 XapakTepucTuka TEXHUYECKOrO KaueCTBO.
11 XapakrepucTtuka ()yHKIMOHAJIBHOTO Ka4eCTBO.
12 ®unocodus cepBuca u ee BIUSHUE HA 0O0CTY>KUBAHUE KIMEHTOB.
13 VYcnoBust MOBBINIEHUS KaueCcTBa 00CTYKUBAHUS KIIMEHTOB.
14 CuctemHBIH MOAXO0] B IPOIIECCE MOBBIIIEHUS Ka4eCcTBa 00CITy)KHBaHUS TTOTPpEeOUTEICH.
15 Oco0eHHOCTH KIIMEHTOPUEHTUPOBAHHOTO MOJIX0/1a K 00CTYKUBaHUIO.
16 OcoOeHHOCTH WHIWBHUIYAIBHOTO OOCITY)KMBAaHHE KaK CaMOCTOATEILHOTO BHUAA MPOQeCCHOHATHLHOMN
NESITEIbHOCTH.
17 YpoBHM ynpaBiieHUsI CEPBUCHBIM MMOBEICHUEM: CTPATETUYECKUM U OTIEPATUBHBIN.
18 IlocnenoBaTenbHOCTh AEUCTBUI IPU BHEAPEHUN HOPM U CTaHIApTOB.
19 Bo3MoxHBIE TPENATCTBUS MPHU BHEAPEHNUN CTAaHAAPTOB CEPBUCA. METObI MPEOJOJICHUS TTPEMATCTBUM.
20 BuyTtpenHnuii PR naeonoruu oTam4Horo cepBuca.
21 OOGyuenue corpyaHukoB ¢ppoHT-0duca. PazpaboTka mpoeKTOB BHEAPEHUS CUCTEM.
22 OcHOBHBIE 3a/1a4¥ CTaHAAPTOB OOCITYKHBAHUS KIMEHTOB.
23 CranmapTsl 00CITy)KMBaHHUS HACEJICHUS B PA3BUTHIX CTpaHaX (Ha MpUMeEPe KOHKPETHOM CTPaHbI).
24 OO0mue peKOMEHJAINH HCTIOIb30BAHUSI CBOETO BIUSHUSI.
25 Teopust 0 FOMUHUPYIOIIEH MOAATBHOCTH.
26 Tunonorus NoTpedHUTeENeH U MPUEeMbl 00CTYKUBAHUS.
27 TlcuxoreomeTpuyeckasi XapaKTepUCTHKA TUYHOCTH.



28 Dramsl npouecca o0CIyKuBaHHUA: cO0p MHPOPMAILIUN O KIUEHTE, MPE3CHTAIHsI YCIIyTH, 3aBEpILICHUE

CHIEIKH.

29 Tunbl NpUHATHUS PELIEHUH O MOKYIIKE.

30 CrerneHp BOBICUYEHHOCTH KJIIMEHTA.

31 Crparerust ¥ TaKTUKa MOBEACHUS CIIEIIUATUCTA.

32 XanoOwm KOHMIUKTHI TPU 00CITY)KMBAHWU KIIMNEHTOB.

33 Crunb 00CTyKUBaHHS KaK BBIPaKEHUE OOITHOCTH KOJIJIEKTHBA.

TunoBble 3axanus Ajs s3xk3amena (OIIK-2)
1. PaccmoTpeTs NpeIiosKeHHYIO CUTYAINIO U TIPEIJIOKUTh TPUEMBI IPUBIICYCHHS] BHUMAHUS KIIHMCHTA!

-Kiment 3axomur B Bamy typdupmy yxe He B mepBbId pa3, HO OTPaHUYMBACTCS TOJBKO MPOCMOTPOM

KaTaJIOIr'oB.

-PaccmoTpeTh mpeanoKeHHYI0 CHUTyalui0 OOCIY>KMBaHMS B KOHTAKTHOM 30HE M OOOCHOBaTh CTHIIb

oOmIeHHsI ¢ KOH(PIUKTHOU TUIHOCTHIO:

-Kimment typdupmsl (Mmyxurna npumepHo 50 J€T) MpocMOTpell 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

- HeoOs3aTeIbHOCTH MCIIOIB30BaHUS

- DIIaCTUYHOCTh CEPBUCA

- Yno0cTBO cepBuca

- AOCOJIIOTHOE COBEPIIIEHCTBO

- UndopmanmonHas otada cepBuca

- Pa3yMHa51 ECHOBad MOJIMTHUKA

- lapaHTHpOBaHHOE COOTBETCTBHE MIPOU3BOACTBA CEPBUCY.

3. Pa3paboraiite ctannapt oocmyxuBanus norpedureneit s XKKX.

4.4. Illkana orieHMBaHMsI IPOMEXKYTOUYHOU aTTECTALIUU

Orenka

KomrmeTenmn

Jeckpuntops! (ypOBHI) — OCHOBHBIC PU3HAKK OCBOCHUS (TIOKa3aTEIH
TOCTYOKCHHSI pe3YJIbTaTa)

«OTIIMYIHO
(85 - 100 6anoB)

OIIK-2

JIeMOHCTpUpPYET BBICOKUH YypOBEHb 3HAHWS W TOHUMAHUS IS
OpraHu3alli KOHTAaKTHOW 30HBI OOCIYXXHBAaHUS MOTPEOUTENCH,
OKa3aHHs YCIYyr W UCHOJb30BaHHUS KIMEHTOOPUEHTUPOBAHHBIX
TexHojoruii. OTBET NOCTPOEH JIOTUYHO, Marepuaj H3JaraerTcs
YETKO, SICHO, XOPOILUM SI3bIKOM, apryMEeHTHpoBaHO. OTBEYaeT MOITHO
Ha MOCTaBJICHHBIC BOIPOCHI

«XOPOIIIO»
(70 - 84 6amnoB)

OIIK-2

JleMOHCTpUpPYET XOpOLIMM YpPOBEHb 3HAHHMS M TMOHUMAaHUS s
OpraHM3ali KOHTaKTHOW 30HBI, OOCIY>KMBaHUS MOTpeduTeneit
OKa3aHUs yCIyI ¥ UCIHOJb30BaHUS KIMEHTOOPUEHTUPOBAHHBIX
TexHonoruii. OTBET NOCTPOEH JIOTUYHO, MaTephall Hu3Jaraercs
YETKO, SICHO, XOPOUINM SI3bIKOM, apryMEHTUPOBaHO. OTBEUaET MOJIHO
Ha TIOCTaBJIEHHBIE BOIPOCHI

«YZIOBJIETBOPUTEIHHON
(50 - 69 6amnoB)

OIIK-2

JleMoHCTpUpyeT Cia0blii ypOBeHb 3HAHUS W TOHUMAHUS IS
OpraHu3allMi KOHTAKTHOM 30HBI, OOCITY)XMBAaHUS MOTPEOHUTENCH,
OKa3aHUs YCIYyr W UCHOJb30BaHMUS KIMEHTOOPUEHTUPOBAHHBIX
texHonoruii. OTBET He Bcerga JIOTHYHO BBICTPOEH, MaTepHal
u3naraetcs 6e3 MPUMEHEHUS! HayYHOH TEPMUHOJIOTHH

26
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OIIK-2 JIeMOHCTpUpPYET OTCYTCTBME 3HAaHHMN M NMOHMMAHHWE K OpPraHU3alMU
KOHTAKTHOM 30HBI, OOCITy>KUBaHUS MOTPEOUTENEH, OKa3aHUs yCIyT U
UCTIOJIb30BaHMsI KIIMEHTOOPUEHTHUPOBAHHBIX TeXHONMOruil. He Moxer
NPUMEHUTh  TOJYYEHHBIE  3HAHUS B IpOo¢eCcCHOHAIBLHON
nesTeIbHOCTH. Ha BOmpoChl OTBETHTH HE MOXKET

«HEYIOBICTBOPUTEIHLHOY
(menee 50 6amioB)

5. Metoanueckue yKkazaHus JJisi 00y4al0UUXCsl IO OCBOCHHM IO TMCHUIIMHBI (MOXYJIA)

5.1 Meroauueckue yKa3aHus IO OpraHU3aIlUN CaMOCTOSITEIbHOI paboThl 00yUYaromuXCs:

[Ipuctynas K W3y4eHHUIO TUCIUIUIMHBI, B MEPBYIO ouepelb OOydaromuMcsi HEOOXOAMMO O3HAKOMUTHCS
comepkanremM padoueii mporpammbl aucturummabl (PIT[]), koTopas ompenenseT comepskaHue, oObeMm, a
TaKKe MOPSAIOK U3YUEHHsI U MTPEToAaBaHus yueOHOM TUCIUILIMHEL, €€ pa3/iena, YacTu.

Jlnist caMOCTOSTeNbHON pabOThl BAKHOE 3HaUCHUE UMEIOT paszieibl «O0beM U copepikaHue TUCIUILTHHBDY,
«Y4eOHO-MeToauuecKkoe U HH(popMaIimoHHOE 00ecTedeHne TUCIUILTMHBD U «MarepruaabHO-TEXHUIECKOe
obecriedeHre TUCIUILIMHEI, IPOrpaMMHOE obecrieueHue, mpodeccHoHaIbHbIe 0a3bl TaHHBIX U
MH(POPMALMOHHBIE CIIPABOYHBIC CUCTEMBI.

B pasgene «O0beM U conepkaHWe IUCIMIUIMHBD) YKa3bIBAIOTCS BCE pasfelibl M TEMbl H3y4aeMoil
JTMCLMUIUIMHBIL, @ TAK)KE BUJBI 3aHATHH U TNIAHUPYEMBbI 00bEM B aKaJJeMHUYECKUX Yacax.

B pasgene «YuebHO-MeTommyeckoe W HMH(OpMAIMOHHOE oOecreueHre AUCHUIUIMHBDY — yKa3aHa
pexoMeHayeMasi OCHOBHAs U IONIOJIHUTEIbHAS JINTEpATypa.

B pasgene «MarepuaabHO-TEXHUYECKOE OOECIeYeHne IUCLHUIUIMHBL, MPOrpaMMHOE OOecCIeyeHue,
npodeccruoHabHble 0a3bl JaHHBIX U HH()OPMAIMOHHBIE CIPABOYHBIC CHUCTEMBD» COAEPKUTCS MEpedyeHb
npodeccuoHaNbHBIX 0a3 JaHHBIX U HHPOPMAIIMOHHBIX CIIPABOYHBIX CHCTEM, HEOOXOIUMBIX AJISi OCBOCHHUS
JUCLUIUINHBL.

5.2 Pexomennanuu o0y4aromumcs o padbore ¢ TeOPETHUECKUMHU MaTepHallaMu 110 TUCIUILIIMHE

[Ipu uzyyennu u npopabOTKe TEOPETUUECKOr0 MaTepHaa HeoOX0AUMO:

- IPOCMOTPETH €IlIe pa3 npe3eHTaluo Jekuuu B cucteMe MOODLe, noBTOpUTh 3aKOHCIIEKTUPOBaHHBIN Ha
JEKUMOHHOM 3aHATUM MaTepual M JOMNOJIHUTh €ro € YYEeTOM PEKOMEHJOBAaHHOM IOMOIHUTEIbHOU
JIUTEPATYPBL;

- IIPY CAMOCTOSITEIBHOM M3yYE€HUH TEOPETUYECKON TEMBI CAENATh KOHCIIEKT, UCIOJIb3Ysl PEKOMEHIOBAHHBIE
B PII/] ucrounuku, npodeccruoHaibHble 0a3bl JaHHBIX U HHPOPMAIIMOHHBIE CIIPABOYHBIE CUCTEMBI:

- OTBETUTDH Ha BOIIPOCHI JIsl CAMOCTOATEIILHON pabOoThI, TTO TeMe MpecTaBieHHbIe B myHKTe 3.2 PIT/I.

- TP MOATOTOBKE K TEKYIIEMY KOHTPOJIIO HCIIOIb30BaTh MaTepralibl (hoHa oreHouHbIX cpencts (POC).
5.3 Pexomenmanuu mo paboTe ¢ HayYHOU U y4eOHOM JIUTepaTypoit

PabGoTa ¢ OCHOBHOM M JONOJIHUTENBHOM JHMTEPATYpOl SIBISETCS IIaBHOM (POpMOI caMOCTOATENbHOM
paboThl M HEoOXOoOMMa MPH MOATOTOBKE K YCTHOMY ONpPOCY Ha CEMUHApPCKUX 3aHATHAX, K Jebartam,
TECTHUPOBAaHUIO, 3Kk3aMeHy. OHa BKIIOYaeT MpopabOTKy JIEKIMOHHOTO MaTephalia M PEeKOMEHIOBAHHBIX
HCTOYHHMKOB U JINTEPATYPHI 110 TEMATHKE JIEKIIUH.

KoHCHeKT JIeKnu JOJKEeH coliepKaTh peepaTuBHYIO 3alIUCh OCHOBHBIX BOIPOCOB JICKIIUH, B TOM YHUCIIE C
ornopoii Ha pa3MmelieHHsle B cucteme MOODLe mpe3eHTany, OCHOBHBIX MCTOYHUKOB M JIMTEPATYphl IO
TeMaM, BBIBOJBI MO KaXAOMY Bompocy. KoHCeKT MOXKeT OBITh BBITIONHEH B paMKax pacliedyaTKd BbIIa4uH
MPe3eHTAlUi JIEKIUH WM B OTACNIBHOW TeTpaau mo mpeamery. OH JOKeH OBITh aKKypaTHBIM, XOPOIIO
YUTAaEMBbIM, HE COAEPIKaTh HE OTHOCALIYIOCS K TeMe HH(POPMAITUIO HITH PUCYHKH.

KoHcnieKThl HayyHOW JHUTEparypbl NMPU CaMOCTOSATENBHOM IOATOTOBKE K 3aHATHUAM JOJDKHBI CONEPIKaTh
OTBETHl HA KaX/blii TOCTAaBICHHBIH B TEME BOIPOC, MMETh CCHUIKY Ha HCTOYHHK HWH(POpPMALUU C
00s13aTeNbHBIM YKa3aHUEM aBTOpAa, HAa3BaHMS W TOJA W3AAHUS HCIOJNb3YeMOH HaydyHOW JHMTEpaTyphl.
KoHcniekT MoOXeT ObITh ONOpPHBIM (COAEpXAaTh JHUIIb OCHOBHBIC KIIIOUYEBBIC MO3MIIMH), HO TPH 3TOM
MO3BOJISIIOIMM  JIaTh TIOJIHBIA OTBET IO BOINPOCY, MOXET OBbITh NOAPOOHBIM. OO0beM KOHCHEKTa
OIIPENIETSAETCS CAMUM CTYIAECHTOM.

B nporecce paboThl ¢ OCHOBHOM U JOTIOTHUTEIIBHON JTUTEPATYPOI CTYICHT MOXKET:

- JenaTh 3allUCU IO XOAy 4YTE€HHA B BHJIE NPOCTOr0 WIM pPa3BEPHYTOrO IIaHa (co31aBaTh IEPEUYEHb
OCHOBHBIX BOIIPOCOB, PACCMOTPEHHBIX B UCTOYHHKE);
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- COCTaBJATH TE3HUCHl (LMTHpOBaHHE HauOoJee BAKHBIX MECT CTaTbu MJIM MOHOTpaduu, KOPOTKOE
U3JI0KEHUE OCHOBHBIX MBICJIEH aBTOpA);

- TOTOBUTH aHHOTAIMH (KpaTKoe 0000I1eHe OCHOBHBIX BOIIPOCOB PabOTHI);

- CO3/1aBaTh KOHCIIEKTHI (Pa3BEPHYTHIC TE3UCHI).

5.4. PexoMeHaIMy 10 OATOTOBKE K OTACIBHBIM 3a/IaHUSIM TEKYILETO KOHTPOJIS

CobecenoBanue MpennojaraeT OpraHu3aluio Oecelnpl MpernoAaBareist co CTyJEHTaMH [0 BOIpOcam
MPAKTHYECKOTO 3aHATUS C LEJbl0 Oojiee O0OCTOATEIHHOTO BBISBICHHUS UX 3HAHUN MO OINpeneIeHHOMY
pasgeny, TeMme, mpobieme U T.I. Bce wieHbl Ipynmbl MOTYT Y4acTBOBaTh B OOCYXKIEHUU, J00aBIATH
nH(pOpMaIUIO, TUCKYTUPOBATh, 3a/1aBaTh BOIIPOCHI  T.1.

YCTHBIA OMpOC MOXET TMPUMEHATHCS B pasaudHbIX (Qopmax: (QpoHTAIbHBIN, WHIWBUIYAIBHBIN,
KOMOMHUPOBaHHBIA. OCHOBHBIE KaU€CTBA YCTHOTO OTBETA MOJIJIEIKAIIETO OL[CHKE:

- IPaBUJILHOCTH OTBETA IO COJIEPIKAHUIO;

- IOJIHOTA U TITyOWHA OTBETA;

- CO3HATENIbHOCTh OTBETA;

- IOTUKa U3JI0KECHUS MaTepuaa;

- pPalMOHAJIBLHOCTh UCIIOJIb30BaHHBIX IPUEMOB U CTIOCOOOB PEIlIEHUS OCTABIEHHONW yueOHO! 3a/1auu;

- CBOEBPEMEHHOCTh M 3((PEKTUBHOCTH MCIIOIB30BAHUS HATNISAIHBIX MMOCOOMH M TEXHUYECKUX CPEICTB IPH
OTBETE;

- CTIOJIb30BAaHUE JIOTIOTHUTEIHHOTO MaTepHaa;

- palMOHAJIbLHOCTD UCIIOB30BAaHUSI BPEMEHU, OTBEJICHHOTO Ha 3a/1aHue.

YCTHBIM OIIPOC MOXKET CONPOBOXKAATHCS IMPE3ECHTALUEH, KOTOpas IMOATOTaBIMBAECTCA IO OAHOMY U3
BOIPOCOB MPAKTHYECKOTO 3aHATHUS. [Ipy BRICTYIUIEHHH ¢ Mpe3eHTalnueld HeoOXoauMo oOpamarb BHUIMaHUE
Ha TaKWe MOMEHTHI KaK:

- colep)KaHUE TPE3CHTALUU: aKTyaJlbHOCTh TEMbl, IOJIHOTA €€ PACKPBITHA, CMBICIOBOE COJAEp)KaHUE,
COOTBETCTBHE 3asBJIEHHOM TEMbI COJIEP)KaHUIO0, COOTBETCTBHE METOAUYECKUM TPEeOOBAHUAM (LIETTU. CCHUIKU
Ha PECYpChl. COOTBETCTBHUE COACpAHUS U JIMTEPATyphl), MpaKTHUeCKas HalpaBiIeHHOCTb, COOTBETCTBUE
cofiepaHusl 3asBICHHON (QopMe, aleKBaTHOCTh UCIOIb30BAHUSI TEXHUYECKHUX CPEACTB YUeOHBIM 3ajlauaM,
MOCJIEZIOBATENBHOCTD U JIOTUYHOCTDH MPE3EHTYEMOT0 MaTepuara;

- odopMiieHHE TMpe3eHTAlMU: 00bheM (OMTHUMaTbHOE KOJWYECTBO), AW3alH (YUTAEMOCTh, HAJIMYHE U
COOTBETCTBHE TpaUKd U aHUMAIMHM, 3ByKOBoe OQOpMIIEHHE, CTPYKTypUpOBaHHE UHOpMAINH,
COOTBETCTBHE 3asiBICHHBIM TpPEOOBAaHUSAM), OPUTHHAIBHOCTH O(OPMIIEHUS, SCTETHKA, HCIIOJIb30BaHUE
BO3MOXKHOCTH MPOTPAMMHOM CpPeibl, COOTBETCTBHE CTaHIAapTaM o(pOpMIICHUS;

- TMYHOCTHBIE KaueCTBa: OPATOPCKUE CIIOCOOHOCTH. COOMIOIEHUE pErIaMeHTa, SMOIIMOHATIBHOCTh, YMEHUE
OTBETUTH Ha BOIIPOCHI, CUCTEMaTU3UpOBaHHbIE, INTyOOKKE U MOIHbIE 3HAHUS 110 BCEM pasJiesaM IMporpaMMmbl:
- coepXaHWe BBICTYIUICHHUS: JIOTUYHOCTh H3JI0KEHHUS Marepualia, PacKpbITUE TEMBbI, JIOCTYIHOCTh
uznoxkenus, d3PpdextuBHOoCcTh npuMeHeHus cpeacts HWKT, cmocoObl u  yciaoBHs JIOCTHXKEHUSA
pPEe3yNBTaTUBHOCTH W 3(P(EKTUBHOCTH U1 BBIMOJHEHHS 3a/1a4d CBOeH MpOo(eCCHOHAIBHOW WM Y4eOHOU
NeSITeIbHOCTH, JJ0Ka3aTeIbHOCTh MPUHUMAEMBIX PEIICHUM, YMEHHE apryMEHTHPOBATh CBOM 3aKIIIOYCHUS,
BBIBO/IbI.

6. YueOHO-MeToAUYecKOe U HHPOPMALIMOHHOE 00ecrieYeHue TUCIHIINHBI

6.1 OcHOBHas nuTEpaTypa:

1. ABanecoBa [ A. CepBucCHas JeSTEILHOCTS : y4e0. T0co0. UIst CTyA. By30B. - M3a. 2-e, ucnp. u nom.. - M.:
Acnexr IIpecc, 2007. - 319 c.

2. Oxoruna H. M. CepsucHas npesaTenbHOCTh : ydyeOHoe mocobme. - Momkap-Omna: IloBomxckuit
rOCYJIapCTBEHHBIN TexHonoruueckuid ynumsepcutet, 2016. - 116 c. - Tekcr : snexrponnsiii // 3BC
«YHUBEpCUTETCKAS OubImoTeKa OHJIANH» [caitT]. - URL:

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

3. PomanoBuu XK. A., KamaueB C. JI. CepBucHasi AesiTeIbHOCTh : y4€OHUK. - 6-¢ U3, mepepad. u Jom.. -
Mocksa: JlamkoB u K°, 2018. - 284 c. - Tekcr : anekrponnsii // ObC «YHUBepcuTeTCKass OMOIMOTEKA
onaiiny» [caitt]. - URL: http://biblioclub.ru/index.php?page=book&i1d=496155
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6.2 JlonosHUTENBHAS IUTEpPATYpA:

1. KapnayxoBa B.K., Kpakosckas T.A. CepBucHas AesTeIbHOCTh : y4e0. mocol.. - 3-e¢ u3a., mepepad. u
not.. - PoctoB H//[: MapT, [@enukc], 2010. - 254 c.

2. Jloiiko O.T. CepBucHas A€SITEIBHOCTH : y4eb. mocodue st By30B. - 2-¢ u3id., crep.. - M.: Akagemus,
2010. - 304 c.

3. Byiinenxo, B. @. CepBucHast 1eaTenbHOCTD : ydeOHoe nmocodue. - Becb cpok oxpaHbl aBTOPCKOTO MPaBa;
CepBucHas aesrenbHoCTb. - KpacHonmap: FOxHbI MHCTUTYT MeHemxkmeHTta, 2006. - 167 c. - Teker :
anextpoHHbIi / [IPR BOOKS [caiit]. - URL: http://www.iprbookshop.ru/9581.html

4. byinenko, B. ®. CepBucHas aesaTenbHOCTb. OpraHu3alMOHHBIC, ITHUYECKHE M TCUXOJIOTHYECKHE
acrekTel : ydeOHoe mocobue. - Becbh cpok oxpaHbl aBTOpckoro mpaBa; CepBHCHas IeSTEIbHOCTb.

OpranuzalmoHHble, dTHYECKUE U ncuxonoruuec. - Kpacnonap: FOxHbI MHCTUTYT MeHemkMeHTa, 2007. -
146 c. - Texkcr : snextponnslii / IPR BOOKS [caiit]. - URL: http://www.iprbookshop.ru/9585.html

5. MantoxuH, U. C. CepBucHas 1esT€IbHOCTD : KOHCHEKT JiIeKIui. - 2024-01-18; CepBucHas AesT€IbHOCTD.
- Camapa: CaMapckuil roCyqapCTBEHHBIN apXUTEKTYPHO-CTPOUTENbHBIN yHUBEepcuTeT, ObC ACB, 2014. -
64 c. - Tekcr : anexkrponnsiii // IPR BOOKS [caiit]. - URL: http://www.iprbookshop.ru/29794.html

6. YUekmapesa, . B. CepBucHas nesTeIbHOCT : yueOHO-MeToanueckoe nocoowue. - 2025-02-05; CepBucHas
nesTenbHoCTh. - HoBocubupck: HoBocuOupckuit rocyiapcTBEHHbBIN TexHUUecKuil yauBepeuret, 2011. - 40
c. - Tekcr : anexrponnslii // [IPR BOOKS [caiir]. - URL: http://www.iprbookshop.ru/47716.html

7. @ypcos, B. A., Jlazapesa, H. B., Kanunun, U. B., Kyapsmos, O. A. CepBucHas 1esTeIbHOCTD : yueOHOe
nocobue. - Becbh cpox oxpaHbl aBTopckoro mpasa; CepBHCHas JAeATENbHOCTb. - (CTaBpOIOJb:
Ceepo-KaBkasckwmii denepanpbiii yauBepcuret, 2015. - 148 c. - Tekcr : anexrponnsiii / [IPR BOOKS
[caiiT]. - URL: http://www.iprbookshop.ru/63244.html

8. Térymkun, B. A. CepBuchHas nesreabHOCTb. OCHOBHBIC TOHSATHS U COBPEMEHHBIE IPOOIEMBI
(pernoHanbHBIN acmekT) : yueOHoe mocobOue. - Bech cpok oxpaHbl aBTopckoro mpasa; CepBHCHas
NesTeNbHOCTh. (OCHOBHBIE TIOHATUS M COBpeMeHHble mpobnmemsl (. - Tambos: TamOoBckmiA

rOCyIapCTBeHHBIN TexHuueckuii yauBepcuteT, ObC ACB, 2015. - 124 c. - Tekcr : snekrponssiit // IPR
BOOKS [caiit]. - URL: http://www.iprbookshop.ru/64569.html

9. Hazapkuna, B. A., CtpebkoBa, JI. H. CepBucHas 1esTeIbHOCTh (CXeMbI M TaOMUIBI) : yueOHOe nocodue.
- 2025-02-05; CepBucHas nesTenbHOCTh (cxeMbl W Tabmunbl). - Hoocubupck: HoBocuOupckuit
roCy/lapCTBEHHBIN TexHn4Yecknit yausepcuret, 2015. - 104 c. - Tekcr : snextponssiii / [IPR BOOKS [caiiT].
- URL: http://www.iprbookshop.ru/91518.html

10. Pomanosuu XK.A. CepBucHas IeaTenbHOCTD : yueOHHK. - MockBa: JlamkoB u K, 2013. - 284 c. - Tekcer :
anektponnbii  //  OBC  «KoHcynmbTaHT — CcTymeHTa By3a W MmeaBy3a  [cait]. - URL:
https://www.studentlibrary.ru/book/ISBN9785394012747.html

11. lreiaronen b. Y. CepBucHas nesarenbHOCTh : yueOHOe mocobue. - HoBocubupck: HoBocubupckmit
roCyJlapCTBEHHBIN TexHuueckuit ynmBepcuter, 2013. - 130 c. - Tekcr : osmekrponusiii // 3BC
«YHUBEPCUTETCKAS OmoOImoTeKa OHJIANH» [caiT]. - URL:
http://biblioclub.ru/index.php?page=book&id=229143

12. ®ypcor B. A., Jlazapesa H. B., Kanuaun U. B., Kynpsmos O. A. CepBucHas ASITEIBHOCTD : yueOHOE
nocobwue. - CraBponoisib: CeBepo-KaBkazckuit @enepanpabiii yauepcuteT (CKDY), 2015. - 148 c. - Teker :
anekTponnbii  //  OBC  «YHuBepcurerckas ~— OuOnmoTeKa  OHJIAMHY [caiir]. - URL:
http://biblioclub.ru/index.php?page=book&id=457959

6.3 VHbIe NCTOUHMKMU:

1. ITopran "I'ymanutapHoe oopazoBanue"” - http://www.humanities.edu.ru/
2. CpaBouHO-HH(POPMAIMOHHBIN MOpTan Sociosite - www.sociosite.net
3. ®enepanbhslii nopran «Poccuiickoe odpazoBanue» - http://www.edu.ru/

4. @enepanbHoe xpanwnunie «EnuHas komnmekuus 1HQPOBBIX  00pa30BaTENbHBIX PECYypCOB» -
http://school-collection.edu.ru/
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7. MaTepuaibHO-TeXHHYECKOe o0ecnedeHue M CHUILIMHBI, IPOrPpaMMHOe odecrieveHne,
npodeccuoHaIbHbIe 0a3bI JAHHBIX U HHPOPMAIIMOHHBbIE CTIPABOYHbIE CHCTEMbI

I[J'DI MMPOBCACHUA 3aHATUM TI0 JUCHUITIINHEC HGOGXO,Z[I/IMO CJICAyomee MarcpruaJIbHO-TCXHUYCCKOC
obOecrnieucHue: y‘-Ie6HI>Ie AyauTOpruun Jid TIPOBCACHUA 3aHATHI JICKIUOHHOI'O W CCMHUHAPCKOT0 THIIA,
rpynmnoBbIX W HWHIAWBHUAYAJIbHBIX KOHCYHLTaLII/If/’I, TCKYLICTO KOHTPOJA H HpOMe)KYTOqHOﬁ arrecranuu,
IIOMCIICHUA 1A CaMOCTOSITEIIHbHOM pa6OTI:I.

VYdeOHble ayTUTOPUN U MIOMEICHHUS JJIS1 CAMOCTOSTEIbHON pabOThl YKOMIUIEKTOBAHBI CHICIIMATM3UPOBAHHOM
MeOeNbI0 U TEXHUYECKUMHU CPEACTBAMH 00yUeHHUsI, CITy>KalllMMU JJIsl TIPeICTaBIeHus yueOHo nHpopManuu
OO0JIBIION ayTUTOPHH.

[TomereHus: 111 CaMOCTOSITEIbHON PabOThl YKOMITJIEKTOBAHBI KOMIIBIOTEPHOW TEXHUKOM C BO3MOXKHOCTBIO
MOAKITFOYEHHUS K ceTn "UnTepuer” u obecrieueHreM JloCTyna B AIEKTPOHHYIO
MH(pOPMAITMOHHO-00pa30BaTEILHYIO CPeNy YHUBEPCUTETA.

Jlnst mpoBeeHusl 3aHATHI JIEKIIMOHHOTO THIIAa UCTIONB3YIOTCS HA0OPBI IEMOHCTPAILIMOHHOTO 000PYI0BaHUS,
o0ecreYnBarole TEMaTHIEeCKHE WILTIOCTPAIH (TIPOEKTOP, HOYTOYK, SKpaH/ MHTEPaKTUBHAS JOCKA).

Jlunien3nonHoe U cBOOOIHO paclpoCTpaHsIeMOe MPOrpaMMHOE 0OecTiedeHHe:
Onepanuonnas cucrema "Anst O6pazoBanue"

IBM SPSS Statistics 20

1C:IIpenmpusitue 8.2 (8.2.18.61) yuebnas

DNEeKTPOHHBIN nepuoanueckui cnpaBounuk "Cructema TAPAHT"

Kaspersky Endpoint Security mans OusHeca - Cranmaptasiii Russian Edition. 1500-2499 Node 1 year
Educational Renewal Licence

Skype
Omneparmonnas cuctema Microsoft Windows XP SP3
Statistica Base 10 for Windows RU

ITpodeccronanbhplie 6a3bl JaHHBIX U UHPOPMAITMOHHBIE CIIPABOYHBIE CUCTEMBI:
1. Poccuiickast rocynapctBeHHas ononuoreka. — URL: https://www.rsl.ru

2. KoHncynpranT ctymeHta. ['ymMaHuTapHbIe HayKd: 3JICKTPOHHO-OMOMMoreuHas cucrema. — URL:
https://www.studentlibrary.ru
3. DIEKTPOHHBIN Karajor DyHIaMEeHTaIbHON OnOIMOTEeKH TI'V. - URL:

http://biblio.tsutmb.ru/elektronnyij-katalog

JyIeKTpPOHHAs HH(POPMALIMOHHO-00pa3oBaTesIbHas cpeaa
https://auth.tsutmb.ru/authorize?response type=code&client id=moodle&state=xyz
B3anMoneiicTBue mpernomaBaTenss W CTYJCHTa B Tpolecce OOyYeHHUs OCYHIECTBISIETCS MOCPEICTBOM
MYJIBTUMEIHUHHBIX, THIIEPTEKCTOBBIX, CETEBBIX, TEICKOMMYHUKAIIHOHHBIX TEXHOJIOTHH, HUCHOJIB3YEMBIX B

ANIEKTPOHHOH HH()OPMAIIMOHHO-00Pa30BaTEIILHON CPEIe YHUBEPCHUTETA.



