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OCBOCHHS AUCLUILIMHBI (MOAYJIS), O UX JKEIaHUIO pa3pabaTbIBaeTCs aJanTHPOBAHHAS K OTPAHUYEHHSIM X 3JJ0POBbs pabouast
porpamMMa JUCLHIUIUHEI (MOILYJIsT).

Pabouas mporpaMma AUCIUIUTHHBL
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Hamnpasnenue noarorosku: 43.03.01 Cepsuc
Hanpagsnennocts (npoduib): « DHHAHCOBBIN CEPBHUC»
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1. HEJIM U 3AJIAYY OCBOEHUSI JUCLIUIIIMHBI (MOLYJIST)

Hesab n3yyeHust ucuMIInHb: chopmuposath 3aaanasie OITOIT BO acnekTbl KOMIETEHIMHI.
3agauu M3y4eHUs AUCHUILIMHBI: cHOPMHUPOBATH 3aIJIAHUPOBAHHbBIE 00pa30BaTEIbHbIC PE3YJIbTAThI.
ObaacTb npogeccHoHANIBHOI T1eATeTbHOCTH

08 duHAHCH ¥ YKOHOMHUKA,

40 CxBo3HbIC BBl PO(ECCHOHATIBHO IESTEIHHOCTH B IPOMBIIICHHOCTH

2. MECTO JUCHMILTUHBI (MOAYJIsI) B CTPYKTYPE OBPA3OBATEJBbHOM ITPOTPAMMObI

Iuk (paszen) Ol |51.B

2.1|Tpe603amm K NMpeJBapUTeILHOI NOAr0TOBKE 00y4Yalomerocs:

Coaep)l(aHHe JUCIHUIIIMHBI 633preTC${ Ha MaTepuajic:

CepBucosorust

OCHOBHI MCHEPKMEHTA B CCPBHUCE

OCHOBBI 5KOHOMHYECKOM TCOpHU

2.2|Iucuunaunbl (MOAYJIH) U MPAKTHKH, IJ1 KOTOPHIX 0CBOEHHE JAHHOM TUCHUNINHDBI (MOXYJIsI) HE0OXO0HMO KaK
NpeAlecTBYOLIee:

MapkeTusr

YyeOHas npakTHKa (03HAKOMHTENIbHAS PAKTHKA)

3. KOMIIETEHL[Y OBYYAIOLIETOCSl, POPMUPYEMBIE B PE3YJIbTATE OCBOEHUS JUCLATIIAHBI
(MOZYJIS)

YK-5. CriocoGeH BOCIPUHUMATH MEKKY/IbTYPHOE Pa3HO0OOpa3ue 0011ecTBA B COMATBLHO-MCTOPHYECKOM, ITHYECKOM H
(¢uocodckomM KOHTEKCTAX

YK-5.1. HaxoauT u ucnosb3yeT He00X0AUMYIO JJIsl CAMOPA3BUTHSI H B3aUMO/AeiiCTBHUS € IPYTUMHU HH(OPMALHIO O
KYJbTYPHBIX 0COOEHHOCTSIX H TPAAMIUAX PA3JTHYHBIX CONMATBHBIX TPy

3HaeT: 0cOOEHHOCTU CEPBUCHOM JesaTenbHOCTH B Poccuiickoil denepanun u 3a pyoexoM; UCTOPUIO Pa3BUTHS CEPBUCA; OCHOBHBIE
TEHACHI[NH COCTOSHHSA M Pa3BUTHS pBIHKA ycIayr B Poccmiickoit ®eneparmy; 3apyOeKHBIH ONBIT OpraHM3amuy 3(hQeKTHBHOTO
(YHKIIMOHUPOBAHUS CEPBUCHON AESTENHbHOCTH.

YK-5.3. YMeeT ToJIepAHTHO H KOHCTPYKTHBHO B3aHMO/eHCTBOBATH C JIOAbMH € Y4eTOM MX COIMOKYJIBTYPHBIX 0COOEHHOCTei
B IeJISIX YCIEIHOr0 BINOJHEeHHUsI NPo¢eccHOHAIBHBIX 32124 ¥ YCHJIEHHUSI COIHATbHOI HHTerpanuu

BiasieeT: TEXHOIOIHEH IPOCKTHPOBAHMS CEPBUCHON JESTEIEHOCTH Ha OCHOBE PE3yNIBTaTOB H3YUCHHUsI OCOOCHHOCTEH KIIEHTOB.

IIK-5. CriocofeH kK pa3padoTKe U COBEPIIEHCTBOBAHUIO CHCTEMbI KJIHEHTCKHX OTHOLIEHUH € y4eTOM TPeOGOBaAHMIA OTPeOUTE IS

[1K-5.1 IlppMeHsieT KJIMEHTOOPHEHTHPOBAHHBbIE TEXHOJIOTMH B CEPBHCHOI 1eSITeJILHOCTH

3HaeT: MOHATUE «yCIyra», KINacCU(HUKALUIO YCIIYT, CBOUCTBA YCIYT; OHITUE U CYIIHOCTh CEPBUCHOM AEATEIbHOCTH, BUJBI CEPBUCHON
JIeSITeTbHOCTH; CYIIHOCTh KIIMEHTOOPHEHTHPOBAHHBIX TEXHOJIOTHI B CEPBUCHOM NIESITEIbHOCTH; MIOHATHUS «CEPBUC MPOIAXK», «CEPBHC
COTIPOBOKACHUS», U KBHYTPEHHUI CEPBUCH.

YMeeT: 000CHOBATH BEIOOD YCIYTH ¢ YYETOM MOTPEOHOCTEN KIMEHTA.

IIK-5.2 YuyacTByeT B pa3padoTKe CHCTeMbI KJIMEHTCKUX OTHOIIEHUIH

3HaeT: GOpMBI U METOJIbI OPraHNU3alUU 00CTYKUBaHHUS; TOKa3aTeIH 3P (HEKTUBHOCTH CEPBUCHON AESTENBHOCTH OPraHU3aLUHY;
COCTABIIAIOINIIE 3IEMEHTHI Ka9eCTBa 00CITyKHBAHUS KIHEHTOB; XapaKTEPUCTUKY OCHOBHBIX COCTABIIAIONINX KOHTAaKTHOI 30HEI;
IpaBuiIa 00CTY>KUBaHUs HOTPEOUTENICH B KOHTAaKTHOM 30HE, 0COOEHHOCTH OPraHU3allMU KOHTAKTHON 30HbI Ha NPENIPHUATUIX CepBUCa
B 3aBHCHMOCTH OT BHIA H THIIA YCIIYT.

VYmeer: paboTaTh B «KOHTaKTHOH 30HE» Kak cdepe pealn3allud CEpPBUCHOM [ESTENbHOCTH; B MOJEIBHOM CUTyalluu JaThb
KOHCYIBTAaIlHIO TI0 MPEJOCTaBIIEeMOH yCIyTe.

IIK-5.3 YyacTBYyeT B COBEpPIIEHCTBOBAHHH CHCTEMbI KJIMEHTCKUX OTHOIIEHUI

Ymeer: GopMynupoBaTh TpeOOBaHUS K COCTABIISIIOIIMM KOHTAKTHON 30HBI (PU3HYECKUM YCIIOBUSAM, KOMMYHHUKAaTHBHOM
KOMITETEHTHOCTH TIepCOHaa, MpodecCHOHANIN3MY IepcoHana); GopMyIMpoBaTh HANPaBICHHUs COBEPIICHCTBOBAHHUS CEPBUCHON
JIeSITeTIbHOCTH OpPraHU3allui B MOJCIIbHOM CUTYaIHH.

BrageeT: TEXHOJIOTHEH TPOSKTHPOBAHHUS KOHTAKTHON 30HBI HA MPEANIPUSITHH CEPBHCA.

4. CTPYKTYPA U COJAEPKAHUE JTUCIHUIIJIMHBI (MOYJIS)

Kon HaumenoBanme pa3zesioB U TeM /BUJ 3aHATHS/ Cemectp| YacoB | UnTepaxr.
3aHATHSI
Paznen 1. TeopeTnueckne M OpraHu3anMOHHbIe 0CHOBBI CEPBHCHOII 1eSITeJILHOCTH
1.1 IToHsiTHE ¥ CYIIHOCTH CEPBUCHOM AesTenbHOCTH /JIek/ 3 1 0
1.2 ITousiTue 1 cylmHOCTH CepBUCHON AestenbHocTH /I1p/ 3 1 0
1.3 TToHsITHE W CYNTHOCTH CEPBUCHON NesiTelbHOCTH /Cp/ 3 26 0
1.4 CepBHCHasI ACATEILHOCTH Kak GopMa yaoBJIETBOpeHus moTpedHOCcTeH /JIek/ 3 1 1
1.5 CepBHUCHAas AeATeIbHOCTh Kak (hopMa yIoBIeTBOpeHHs moTpedHocTei /IIp/ 3 1 0
1.6 CepBHCHasI ACATEIBHOCTH Kak GopMa yaoBIeTBopeHusl motpedHoctel /Cp/ 3 26 0
Paznen 2. Knaccupukanusi 1 XapakTepHCTHKA OCHOBHBIX BHAOB CEePBHCHBIX
yCJIyr
2.1 Knaccuduxkaims cepBUcHbIX yeuyr /Jlex/ 3 1 0
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2.2 Knaccuduxkarms cepuchsix ycuyr /Tlp/ 3 2 0
2.3 Knaccuduxkanms cepuchbix yeuyr /Cp/ 3 24 0
2.4 XapaKTepUCTHKa OCHOBHBIX BHJIOB CEPBHUCHBIX yciyT /JIek/ 3 1 0
2.5 XapakTepUCTHKa OCHOBHBIX BUJIOB CEpBUCHBIX ycuyr /TIp/ 3 2 0
2.6 XapaKkTepUCTHKA OCHOBHBIX BHJOB CEPBUCHBIX yciyr /Cp/ 3 24 0
Paznen 3. KauecTBo 1 moka3zarenu 3()¢eKTHBHOCTH CEPBHCHOM eI TeJHLHOCTH
31 KauecTBo cepBUCHBIX YcIyr. D¢ (hEKTUBHOCTh CEPBUCHON NEATEILHOCTH OpraHU3alK 3 1 1
/Jlex/
3.2 KauecTBo cepBucHbIX ycuyr /TIp/ 3 2 1
3.3 KauectBo cepBucHbix ycnyr /Cp/ 3 26 0
3.4 OddexkTHBHOCTH CEpBUCHOM NesiTeIbHOCTH opranu3anuu /I1p/ 3 2 1
3.5 Db PEeKTUBHOCTh CEPBUCHOM JIesITeIbHOCTY opranuzauu /Cp/ 3 24 0
Kypcosas pa6ora /Konc/ 3 4 0
Paznen 4. CoBpeMeHHOe COCTOSIHME U NEPCHEKTHBHbI PAa3BHTHSA CEePBHCHOIl
JesITeJTbHOCTH
4.1 OcCOOCHHOCTH — TIPEIIPUHUMATENILCKONH — cepBHCHOW  jaestenbHocTH. CepBHC U 3 1 1
UHTEHCUBHbIE TEXHOJIOTUH B CEPBUCHOM JesiTenbHocTy /JIex/
4.2 OcoOeHHOCTH — MpeaNpUHUMATEIbCKOH  cepBUCHOH  nedrenbHocTH. CepBUC U 3 2 0
WHTEHCHBHBIE TEXHOJIOTHH B CEPBUCHOM AesitenbsHoCcTH /TIp/
4.3 OcoOEHHOCTH ITPENPUHUMATEILCKON cepBUCHOM esTenbHocTH /Cp/ 3 22 0
4.4 CepBHC U HHTCHCUBHBIC TEXHOJOTHH B CEPBUCHOM esTensHocTH /Cp/ 3 22 0
5. OueHoYHbIE H METOAHYECKHE MATEPHAJIBI M0 JUCHHUIIJINHE (MOIYJII0)
5.1. Conep:xanue ayTMTOPHOI padoThHI MO TUCHUILIHHE (MOIYJIIO0)
3 cemecTp, 3 JieKIUH, 6 NpaAKTHYECKHUX 3aHATHI
Pa3nen 1. Teopernueckue U OpraHu3alOHHbIE OCHOBBI CEPBUCHOI IeSTeJHLHOCTH
Jlexums Ne 1 (1 gac)
IMoHsTHE U CYITHOCTDH CEPBUCHOMN NEATETHHOCTH
Bomnpocs! u 3aganus:
1. Coepa cepBrca: OCHOBHBIE TIOHSATHS (CEpBUC, CEPBHUCHAS JEATENLHOCTD, IIOTPEOHOCTD, YCIyTa, KU3HEHHBIH ITUKI YCIYTH,
o0cyXuBaHue, KylIbTypa CEpBHCa, KOHTAKTHAs 30Ha, KAUECTBO 0OCIyXKHUBaHUA U T.1.).
2. [TpUHIUITEI COBPEMEHHOTO CEepBHCa.
3. THIBI ¥ BUIIBI CEPBUCHOMN JEATEIEHOCTH.
4. Ponb cepBHCHOM AEATENBHOCTH B COLMAIBHO-OYKOHOMHUYECKOH JKU3HH CTPaHBl U COLMAIbHBIE MPEANOCHUIKA €€ Pa3BUTHSI.
CocrosiHIEe NOTPEOUTENHCKOTO PhIHKA YCIIYT.
5. [pexnpustus, yapexaeHus chepbl ceprca B Poccuu: 0coOeHHOCTH OpraHu3alud ¥ (yHKIIMOHUPOBAHHS.
IMpaktuueckoe 3ansitue Ne 1 (1 vac)
IMoHsTHE U CYIIHOCTH CEPBUCHOMN NESATETHHOCTH
Bormpocs! u 3aganus:
1. Codepa cepBrca: OCHOBHBIC TIOHATHS (CEpBUC, CEPBHUCHAS NESTENLHOCTD, IIOTPEOHOCTD, YCIyTa, KU3HEHHBIA IUKI YCIYTH,
o0cmyXxuBaHue, KylIbTypa CEpBHUCa, KOHTAKTHAs 30Ha, KAUYECTBO OOCITYXUBAHUS U T.1.).
2. [TpUHIUITEI COBPEMEHHOTO CEepBHCA.
3. Tunsl 1 BUZBI CEPBUCHOM JEATEIBHOCTH.
4. Ponb cepBHCHOM AEATENEHOCTH B COLMAIBHO-OKOHOMHUYECKOM JKU3HH CTPaHBl U COLMAIbHBIE MPEANOCHUIKA € Pa3BUTHSI.
CocrosiHIEe NOTPEOUTENHCKOTO PhIHKA YCIIYT.
5. [peanpustust, yapexnerus chepbl ceprca B Poccni: 0c006HHOCTH OpraHu3aliy H (yHKIIHOHUPOBaHHS.
6. IMepeuncanTb OCHOBHBIE IIPaBUiIa 0OCTYKUBAHUS OTpeOUTEINeH
Jlextust Ne 1 (1 gac)
CepBHUCHas AEATEIBHOCTH Kak (JOpMa yJOBIETBOPEHHUS TOTpeOHOCTEH
Bormpocs! u 3aganus:
1. Knaccugukanus n xapakTepucTuKa NOTPEOHOCTEH B yCIIyrax U CepBUCHOM OOCITyKHBaHHU.
2. @DOopMBI U METOABI OOCTY)KUBAHUSL.
IMpakTuaeckoe 3ansatue Ne 1 (1 gac)
CepBHUCHasI AEATEIBHOCTD KaK (popMa YIOBIETBOPEHHUS MMOTPEOHOCTEH
Bomnpocs! 1 3apanust:
1. Krnaccupukanus u xapakTepucTHKa NOTPEOHOCTEH B yCIIyrax U CEPBUCHOM O0CITY)KHUBaHHH.
2. @DOopMBI U METOABI OOCTY)KUBAHUSL.
3. Ha KOHKpeTHBIX IpUMepax MpoJIeMOHCTPHPOBATh, YTO CEPBUCHAS AESTENLHOCTD BBHICTYIIAeT OPMOH YIOBIETBOPEHUS
norpeGHOCTEN

Paznen 2. Kinaccudukauus v XapaKTepucTHKA OCHOBHBIX BH/I0B CEPBHCHBIX YCJIYT
Jlexmms Ne 2 (1 yac)
Knaccugukarys CepBUCHBIX yCIyT
Bompocs! u 3aganus:
1. Knaccuduxaiys BUI0B yCIyr.
2. Buabt 1 GOpMBI CEPBUCHOI IEATETLHOCTH.
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[Mpaktuueckoe 3ausitue Ne 2 (2 yaca)
Knaccugukanus CepBUCHBIX YCIyT
Bormpocsr u 3aganus:

1. Knaccuduxanus BUm0B yciyr.
2. Bugpsl 1 GOpMBI CEPBUCHOMN EATEILHOCTH.
3. Ha npumepe KOHKPETHBIX OpraHu3anuii chepsl yCayr IepedrcIuTh aCCOPTUMEHT OKa3bIBAEMBIX YCIYT U COOTHECTH HX C

KIaccu(UKANUSIMH BUIOB YCIYT
Jlexmms Ne 2 (1 gac)
XapaKkTepuCTUKa OCHOBHBIX BHJIOB CEPBUCHBIX YCIIYT
Bormpocsr u 3aganus:

1. MarepuaibHble YCIYTu: MOHATHE «MaTepUalibHas YCIIyray, crelu(uka MaTepUalbHBIX YCIYI, OCOOCHHOCTH CEpBUCHOM
JIeSITEeNbHOCTH.

2. XapaKkTepUCTHKAa MaTepUANIbHBIX YCIYT: OBITOBBIE YCIYTH, XHJIMIIHO-KOMMYHAJbHbBIE YCIYTH, YCIYI'H OOLIECTBEHHOIO
MIUTaHUS, YCIYTH TPAHCHIOPTA U T.JI.

3. ConuanabHO-KYJIBTYpPHBIE YCIYTH: HOHSATHE «COLMOKYIBTYpPHAs yCIyray, criennpuKa COIMOKYIbTYPHBIX YCIYT, 0COOEHHOCTH
CEPBHUCHOH 1€ATEITHHOCTH.

4. XapaKTepUCTHKA COLMOKYJIBTYPHBIX YCIIYT: YCIYTH KYJIbTYpHl, Typu3Ma, 00pa3oBaHus U T.JI.

IMpaktuueckoe 3ausitue Ne 3 (2 yaca)
XapaKkTepUCTHKA OCHOBHBIX BHJIOB CEPBUCHBIX YCIIYT
Bormpocsr u 3aganus:

1. MarepuanbHble YCIYru: MOHATHE «MaTepualibHas YCIIyray, crenu(uka MaTepUalbHBIX YCIYT, OCOOCHHOCTH CEpBUCHOM
JIeSITeNbHOCTH.

2. XapaKkTepUCTHKAa MAaTepUANIbHBIX YCIYT: OBITOBBIE YCIYTH, JXHIHIIHO-KOMMYHAJbHBIC YCIYTH, YCIYrH OOIIECTBEHHOTO
MIUTaHHUs, YCIYTH TPAHCIOPTa U T.JI.

3. ConuanabHO-KYJIBTYPHBIE YCIYTH: HOHSATHE «COLMOKYJBTYpPHAS yCIyray, criennpuKa COIMOKYIbTYPHBIX YCIYT, 0COOEHHOCTH
CEPBHUCHOM I€ATEITHHOCTH.

4. XapaKTepUCTHKA COLUOKYJIBTYPHBIX YCIIYT: YCIYTH KYJIbTYphI, TYpU3Ma, 00pa3oBaHus U T.1.

Paznea 3. KauecTBo M nokasaresn 3(p¢eKTHBHOCTH CePBHCHOI AesiTeIbHOCTH
Jlextus Ne 3 (1 gac)
KauecTBo cepBUCHBIX yCiyT. DG GeKTHBHOCTh CEPBUCHOM JEATEIbHOCTH OpraHU3aIN
Bonpocs! 1 3aanust:
1. KauecTBO CepBHCHBIX YCIYT: MOKA3aTeNy Ha3HAYESHHs, HaIE&KHOCTH, 6€30I1aCHOCTH, ICTETUIHOCTH, HHPOPMHUPOBATUBHOCTH,
COLMANBHOHN aPECHOCTU U T.1.
OO6cnyxuBaHue MOTpeOUTENeH B KOHTAKTHOM 30HE.
[TonsATHE M BUIIBI KOHTAKTHOH 30HBI. OCHOBHBIC MpaBHiIa 00CTYKUBaHUs TOTPEOUTENCH B KOHTAKTHOH 30HE.
Kynbrypa o0coyxuBaHus U €€ cocTaBIIsIONIHE.
Tumnosoruu MpoiaBIOB U MOTpeOUTENEH yCIyTH.
OpraHuzaius CEpBUCHOTO B3aMMOICHCTBHS. DTalbl CEPBUCHOTO B3aUMOJICHCTBUSL.
TexHuKH U IPUEMBI IPOAAK.
[Mokazarenu 3 PeKTUBHOCTH CEPBUCHOH NESATEIBHOCTH OpPraHU3allluH.
3apyOeKHBIH OITBIT 3PPEKTUBHOTO (YHKIMOHHPOBAHUS CEPBUCHOMN EITEILHOCTH OpTaHU3aIHH.
[Mpakruueckoe 3ansiTue Ne 4 (2 yaca)
KauecTBo cepBUCHBIX yCiIyr

wCoNog LN

Bomnpocs! u 3ananus:
1. KauecTBO CepBHCHBIX YCIIyT: OKa3aTeI! Ha3HAUCHUS, HAJIEKHOCTH, 0€30MaCHOCTH, S3CTETHIHOCTH, HHDOPMHPOBATHBHOCTH,
COIMAJILHON aApECHOCTH U T.1.
O6cmyxuBaHHe TOTpeOUTENeH B KOHTAKTHOI 30HE.
IMousiTue u BUIBI KOHTAaKTHOH 30HBI. OCHOBHBIE IIPaBUJIa 00CIY )KUBAHUS OTpeOuTeNel B KOHTAKTHOH 30HE.
KynbTypa 00cmyXUBaHUS U €€ COCTaBIISIONINE.
Tumnosoruu NpoJaBLOB U HOTPEOUTENEH yCIyTH.
OpraHu3aiys cepBICHOTO B3aUMOIEHCTBHS. DTaIlbl CEPBUCHOTO B3aNMOJICHCTBIIS.
TexHuKu 1 npUEMBI IIPOJaXK.
ITpeacTaBUTD )KU3HEHHBIH HUKII YCIYTU U OTPA3UTh €r0 OCOOEHHOCTH B IIPEANPUHUMATEIBCKON ESTEIbHOCTU
IMpakTnueckoe 3ausTue Ne 5 (2 yaca)
D¢ eKTUBHOCTD CEPBUCHOIT NEATEIPHOCTH OPTaHU3AIIH

N R~®N

Bomnpocs! u 3apanust:

1. IMokazarenu 3¢ GEeKTUBHOCTU CEPBUCHOMN JEATEIBHOCTH OpraHU3allu.

2. 3apyOekHbIH ONBIT 3G (GEKTUBHOTO (HYHKIMOHUPOBAHMS CEPBUCHON IESTENFHOCTH OPraHU3aLIH.

3. Ha KOHKpeTHBIX IpHMepax OLEeHHUTH 3()(EeKTHBHOCTH CEPBUCHOI IEATEIFHOCTH (B T.4. ¥ Ha IPUMEpax OpraHu3alii B chepe
TypHU3Ma)

Pa3znes 4. CoBpeMeHHOe COCTOSIHUE H NEPCIIEKTUBHbI PA3BUTHSI CEPBHCHOM 1esATeJIbHOCTH
Jlexmms Ne 3 (1 yac)
Oco0eHHOCTH IIpeIIPHUHUMATENBCKON CEpBUCHOM AesaTenbHOCTH. CepBUC U MHTEHCHBHBIE TEXHOIOTHU B CEPBUCHOM JESTEILHOCTU
Bomnpocs! u 3apanust:

1. Pa3BuTHE CEpPBUCHOI NEATENFHOCTH.
2. Pa3BuTHE TOTHCTHYECKOTO CEpPBHCA.
3. XapaxkTepucTHKa pbIHKa YCIYT U (akTopsl ero hOpMUPOBAHHSI.
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4. MapkeTHHIOBbIe, 3KOHOMHUUECKUE U (JMHAHCOBBIC aCTIEKThI ()YHKIIMOHUPOBAHUS MPEINPUATHIA cepBUca B Poccuiickoit
Denepanun.

5. [epcriekTHBHBIC HAaNIpaBlIeHHUS Pa3BUTHUS c(hephl cepBHCca

6. Cosznanue nHPOPMALMOHHBIX OaHKOB U 0a3 TaHHBIX B 00JIACTH MPUMEHEHUs TEXHUKH U TEXHOJIOTHI B cepe yCIyr.
7. WudopmarrioHHbIe TEXHOIOTHH B CEPBUCHON JIESITEILHOCTH.

8. TexHOJI0rusl NPOEKTUPOBAHUS CEPBUCHOMN JAEATEIILHOCTH B COOTBETCTBUU C OCOOEHHOCTSIMU KJIIMEHTOB.

[Tpakruueckoe 3ansTue Ne 6 (2 yaca)

OcoOCeHHOCTH MTPEeIPUHUMATEIBLCKON CEPBUCHOM JeaTeIbHOCTH. CepBHC M MHTCHCHBHBIC TEXHOJOTHU B CEPBUCHON JICATEILHOCTH
Bomnpocs! 1 3aanust:

1. Pa3Butne cepBUCHOI 1€ATETHHOCTH.
2. PasBuTHE JOrHCTHYECKOTO CepBHCa.
3. XapakTepUCTHKA PhIHKA YCIYT U PaKTOPhI ero GopMUpOBaHUSI.
4. MapkeTHHrOBbIe, 3KOHOMUUYECKUE U UHAHCOBBIE aCTIEKThl (PYHKIIMOHUPOBAHUS MPEIIPUSITHI cepBrca B Poccuiickoii
denepanyn.
5. [lepcniekTHBHBIE HanpaBieHUs Pa3BUTHUS c(epbl cepBHca
6. OTpa3uTh HOPMATUBHO-TIPABOBbIE ACIIEKTHI CEPBUCHOM J1€ATEIbHOCTH
7. Cosznanue nHPOPMALMOHHBIX OAaHKOB U 0a3 JaHHBIX B 00JIACTH MPUMEHEHHSI TEXHUKH U TEXHOJIOTHH B cepe yCIyr.
8. WudopmarrioHHbIe TEXHOIOTHH B CEPBUCHON JIESITEILHOCTH.
9. TexHOJ0rus NPOEKTUPOBAHUS CEPBUCHOM JEATEIILHOCTH B COOTBETCTBUU C OCOOCHHOCTSIMU KJIIMEHTOB.
10. OxapakTepu30BaTh HHGOPMAIOHHBIE TEXHOJIOTHH CEPBUCHOH NESTEIHHOCTH B TYPH3ME.
5.2. Conep:xanne caMOCTONATEIbLHON PaGoOThI MO AUCHHUIJIMHE (MOAYJIIO)
Copep:xkaHue 00513aTeIbHOM CAMOCTOSATeIbHOM PadOTHI 10 IMCIHUIIJIMHE
Ne n/m TeMbl THCIMIITITHHBI Coaep:xaHue CaMOCTOSITEIbHOI PadoThI IIpoayKThI 1eSITEILHOCTH
1 Ilonsitue u cymHocTh | [loaroroBeTe pasBepHYTHIE OTBET Ha TEMY: IMucemenHas pabora
CEPBUCHOM NIESATEIBHOCTH «[Ipennpusituss  cdepsl ceppuca B Poccum:
2 CepBucHasi OeSITETbHOCTh Kak ocoOeHHOCTH OopraHu3auu n
dhopma yIOBIETBOPEHHS | (YHKIHOHUPOBAHUSD).
norpeoHoCcTel
3 Knaccugpukanuss ~ cepBucHbix | Mcnonb3yss — mepUONMYECKHME — M3JAHHUA | IMucemenHas pabora
ycayr WntepueTr-pecypcesl oXapakTepusynTe
4 XapaxkTepucTruKa OCHOBHBIX | 3apyOEXHBIH ONBIT OopraHuzauu 3GQGEeKTHBHOM
BHUJIOB CEPBUCHBIX YCIIYT CepBHCHOﬁ JOCATCIIBHOCTH Ha IIPUMEPE (CTpaHa
110 BEIOODY).
5 KauecTBo cepBHCHBIX yCiIyT Ha npumepe KOHQIUKTHOM CUTyallK B IPOLIECCe IMucemenHas pabora
6 D DHexTHBHOCTD CEPBUCHOMN | CEPBUCHOTO B3aNMOJICUCTBHS nanTe
JCATEJIbHOCTH OpraHu3anuu PCKOMEH/IAIMH 110 €€ Pa3pelIeHHIO.
7 OcobenHocTH Ha nmpumepe KOHKpPETHOTO BHIA  YCIYTH IMucemenHas padora
MPEANPHUHUMATETbCKON OXapakTepu3ylHTe WHTECHCUBHBIE TEXHOJOTHU
CEPBHUCHOH N1€ATENbHOCTH CEPBHCHOM NEATEIBHOCTH.
8 Cepauc u WHTEHCUBHbIE
TEXHOJIOTMM B  CEpBUCHOMU
JICSITEIIbHOCTH
Copep:kaHue caMOCTOATEIbHOM PaboThI 10 AMCIMIIJIMHE HA BHIOOP
Ne ni/m TeMbl TUCHUTLINHBI Conep:xkaHue caMOCTOSITETbHOH padoThI I[IpoayKThI 1€ TeJILHOCTH
1 CepBHCHas IeATEIbHOCTD KaK Kakue MOTpeOHOCTH YZIOBJICTBOPSIOT IMucemenHas padora
(hopma yoBIETBOPEHUS NPEATPHUATHUS TOCTHHUYHOTO cepsuca?
nmoTpeOHOCTEH IIpuBenure 2 mpumepa moTpeOHOCTEH U
COOTBETCTBYIOIIME UM YCJIYTH TOCTHHHUYHOTO
cepBuca.
2 XapaKTepucTHKa OCHOBHBIX 3amonHuTe TAOIMLY: IMucemenHas padora
BUJIOB CEPBHUCHBIX YCIIyT Bun XapakTepucTuka
yCIyru
3 KauecTBo cepBHUCHBIX yciyT Onwumure 0COOEHHOCTH CEpBUCHOTO IMucemenHas pabora
B3aMMOJICUCTBUS B IpOLIECCe JINYHON MPOIaku
YCIYTH.
4 CepBHC 1 HHTCHCHBHBIC Kak paccuutbiBaeTcss NpUOBUIL OT OKa3aHHS IMucemenHas pabora
TEXHOJIOTHH B CEPBHCHOM YCIYT'H U €€ U3MEHEHHUE 32 CUET U3MCHEHHUS LICH,
JIeSITEIIbHOCTH 00bEeMa OKa3bIBAEMBIX YCIYT, CHIKEHHUS 3aTpaT?

5.3.00pa3oBaTesibHBIE TEXHOJIOTHH

Ilpyu  opraHu3auuu  U3ydeHUs  JUCHUMIUIMHBL  OygyT — MCIOJIB30BaHbl  CIEQYIOIIME  OOpa3oBaTElbHbIE  TEXHOJOTHUH:
nH(OPMALMOHHO-KOMMYHHKAI[IOHHBIE ~ TEXHOJIOTMH, TEXHOJIOTMS  OpPTaHM3alMM  CaMOCTOSTENbHOM  paboThl, TEXHOJIOTHS
pedaekcuBHOro 00yueHuUs, TEXHOJIOIHS MOAYABHOIO 00YyUYEHUs], TEXHOJIOI Ul UTPOBOr0 00y4YeHUs], TEXHOJIOTUH IPYIIOBOH AUCKycCuH,
MHTEPAKTUBHBIE TEXHOJOTHH, TEXHOJOTHS MNPOoOIEMHOro OOYYEHHMs, TEXHOJIOTHMs OpraHu3aluM YyueOHO-HCCIEeN0BATENbCKON
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JACATCIIBHOCTU, TCXHOJIOTHUSA IIPOCKTHOT'O O6y‘IeHH}I, TCXHOJIOTHS PA3BUTHUA KPUTUICCKOT'O MBIIIIJICHUSA.

5.4. Texyumii KOHTPO.1b, IPOME:KYTOUYHbII KOHTPO./1b U IPOMEKYTOUHAS aTTeCTALMs

BannpHO-peiiTrHrOBast KapTa AUCHUILIMHBL 0POpMIICHA KaK NPHIOKEHHE K paboueil mporpaMMe IUCIHUILIHHBL.
®DOHJ OIEHOYHBIX CPEACTB Ul MPOBEICHUS NMPOMEKYTOYHOH aTTeCTaly OOYYaromMXCs MO AUCHUIUIMHE O(QOPMIEH OTIEIbHBIM
JIOKYMEHTOM.

6. YHEBHO-METOANYECKOE I THOOPMAIIMOHHOE OBECIIEYEHHUE

6.1. Pexomennyemas 1urepatypa

6.1.1. OcHoBHas auTEpaTypa

ABTODHI, 3aryiaBue, CChUIKA Ha AJICKTPOHHYIO OHOIMOTEYHYIO W3narensctBO, rOX
COCTABUTENIU CHCTEMY
JI1.1 |Oxotuna H. M. CepBuCHas JEATEIBHOCTD : yueOHOe nocobue Homkap-Omna : IloBomkckuii

https://biblioclub.ru/index.php?page=book&id=459497 |rocymapCTBEHHBINH TEXHOIOTHUECKUI
yHuBepcurer, 2016

6.1.2. /lonoJHUTeIbHAS JUTEpaTypa

ABTODHI, 3aryaBue, CChUIKA Ha AJIEKTPOHHYIO OHOINOTEYHYIO WznarenscTBo, TOX
COCTABUTENH CHCTEMY
JI2.1 |T.H. Koctrouenko, |Opranmsamms u TJIAaHUPOBAHHE nesitennbHOCTH |CTaBpomnons : CexBoits, 2017
H.1O. Epmaxkosa, IpeNpUsITHii cepBuca : yueOHOoe Tocodue
10.B. Open https://biblioclub.ru/index.php?page=book&id=485037

6.2 Ilepeyens MporpaMMHOro odecreveHust

- Acrobat Reader DC

- Dr.Web Desktop Security Suite, Dr.Web Server Security Suite

- GIMP

- Microsoft Office 365 Pro Plus - subscription license (12 month).

- Microsoft Windows 10 Education

- XnView

- Apxusarop 7-Zip

6.3 IlepeyeHb HHPOPMAMOHHBIX CIPABOYHBIX CHCTEM, MPO(ecCHOHAIBbHBIX 023 TaHHBIX

- OBC «YHuBepcurerckas OMOIMOTEKa OHIIAWHY

- baspl nansbix Springer eBooks

- 1IC:UTC ITPOD BY3

- CIIC «I'’APAHT-AHanuTuk

- CIIC «Koncynbsrant-Ilmocy

7. MATEPUAJIBHO-TEXHUYECKOE OBECIIEYEHHME JUCHUIIJIMHBI (MOIY JIs1)

7.1|HaumeHOBaHME CIIEUAIBLHOTO MOMEILICHHUS: IOMEIIEHHE U1l CaMOCTOSTEIbHOM paboThl, UnTasnbHbli 3a1. OCHALICHHOCTS!
[K-4mT. ¢ BO3MOXHOCTBIO MOAKITIOUeHHsT K cetdn «lMHTepHeT» W obecredyeHMeM [OCTyNa B OJIEKTPOHHYIO
nHpopMaoHHo-00pa3oBarensHyto cpeny CI'CITY, IlucbMmeHHslH cTon-4 mt., [Tapra-2 mr.

7.2|HammeHOBaHNE CIIENUANBFHOTO TOMEIICHHA: ydeOHAsS ayaHTOPHS JUIA NPOBEACHUS JEKIMOHHBIX 3aHATHH, MPaKTHYECKUX
3aHATUI, KypCOBOTO NPOEKTUPOBAaHMS (BBIIOJHEHUS KYpPCOBBIX padoT), TPYNIOBBIX KOHCYJIBTALUH, HHIUBUAYATbHBIX
KOHCYNBTalli, TEKYyIIEro KOHTPOJSA, MPOMEXYTOYHOH arTectamuu, YdeOHas ayanTopmsa. OcCHaIEHHOCTh: MemnoBas
Jocka-1mr., Kommiexr yueOHoi Mebenu, HoyTOyK, IPOEKIMOHHOE 000pyA0oBaHNE (MYIbTUMEAUNHHBIN IPOEKTOP U KPaH).

8. METOANYECKHUE YKA3AHUS IO OCBOEHUIO JUCHHUIIJIMHBI (MOY JIST)

PaboTa HaJ TEOPETUYECKUM MaTEepHaIOM MPOMCXOAUT KPATKO, CXEMATUYHO, TIOCJIEA0BATEIbHO (PUKCHUPYIOTCS OCHOBHBIC TIOJIOXKEHHUS,
BBIBOZIBI, ()OPMYJIMPOBKH, OOOOIICHHS; MOMEYATh BAXKHBIC MBICIIH, BBIICIATH KIIIOYECBBIC CJIOBA, TEPMHHBL. [IpoBepka TEPMHUHOB,
MOHATHIA C MOMOIIBIO SHIUKIONCINH, CIIOBAPEH, CIIPABOYHUKOB C BBIMHMCHIBAHUEM TOJKOBaHWH B TeTpanb. O003HAYUTH BOIMPOCHI,
TepMHUHBI, MaTepHajl, KOTOPHIH BBI3BIBAET TPYAHOCTH, IOMETUTh U IOMBITATHCSI HAUTH OTBET B peKOMeHAyeMmol surteparype. Ecmu
CaMOCTOSITENIFHO HE yJaeTcs pa3o0paThcsi B MaTepuase, Heo0X0auMo chOpMyIIMpOBaTh BOTIPOC U 3a1aTh MPETIOAaBaTEIIIo.
[MpopaboTka paboueit mporpaMMBbl AUCIHUILIIMHBIL, YCIsAsS 0c000e BHUIMAaHHE 1IEISIM U 33/1a4aM, CTPYKTYpPE U COJIEPKAHUIO
IUACIUIUTMHBL. KOHCIIEKTHpOBaHWE WCTOYHHKOB, IMOATOTOBKA OTBETOB K KOHTPOJBHBIM BOIPOCAaM, IMPOCMOTP PEKOMEHIyeMOi
JUTEepaTypsl, paboTa ¢ HHGOPMAILIMOHHBIMH HCTOYHUKAMU B Pa3HBIX (opMaTax.

Taxoke B mporiecce H3y4eHus TUCIUTUINHBI METOIUIECKIE PEKOMEH A MOTYT OBITh U3JJaHBl OT/IENBHBIM TJOKYMEHTOM.
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[Ipunoxenue
BaibHO-peHTHHTOBAs KapTa AUCHUILTHHBI « CepBUCHAS JCATSIBHOCTDY
Kypc 2 Cemectp 3
Bun xontposns MunumansHoe MaxkcumansHoe
KOJIMYECTBO OaJLIIOB KOJIMYeCTBO 0ayuIoB
HaumeHoBaHue pazjena: «TeopeTnyeckue H OPraHU3allMOHHbIE OCHOBBI CEPBHCHOI 1eSITeIbHOCTH»
Tekymuuii KOHTPOJIb 10 pa3feny: 2 10
1 AynutopHas paborta 0 4
2 CamocrosrenbHas paboTa (crnenuanbHble 00s3aTeNbHbIe (POPMBI) 2 4
3 CamocrostenpHas pabota (crennaabHbie GOpMBI Ha BEIOOD) 0 2
KoHTposbHOE MEpOTIPHUSITHE 110 pa3ieity 9 15
IIpomesKkyTOUHBII KOHTPOJIb 11 25
HanmeHoBanue pa3neia: «Kiaccndukanms u XapaKTepHCTHKA OCHOBHBIX BHIOB CEPBHCHBIX YCJIYI»
Texymuii KOHTPOJIb 1O pa3feny: 2 10
1 AynutopHas pabota 0 4
2 CamocrosTenbHast paboTa (crenuaibHble 00s13aTenbHbIe (OPMBI) 2 4
3 CamocrosTenbHas paboTa (crenuanbHbie GopMbI Ha BEIOOD) 0 2
KoHTposibHOE MEPOTIPHUSITHE TI0 pa3Aeity 9 15
IIpomesxkyTOUHBII KOHTPOJIb 11 25
HaunmeHoBaHue pa3nesa: «KauecTo u nokasareiu 3¢)eKTHBHOCTH CEPBUCHOI1 1esITeTbHOCTH»
Texymmii KOHTPOJIb TI0 M pa3jieny: 1 10
1 AynutopHas pabora 0 4
2 CamocrosTenbHast paboTa (CrenuaibHble 00s13aTenbHbIe (OPMBI) 1 2
3 CamocrosTenbHas paboTa (crenuanbHbie GopMbl Ha BEIOOP) 0 2
KoHTponsHOE MeponpusiTie 1Mo pa3aeny 9 15
TIpoMexyTOYHBII KOHTPOJIb 10 25
HaunmenoBaHue pa3nena: «CoBpeMeHHOe COCTOSIHUE H MEPCNEKTHBBI PA3BUTHS CEPBHCHOI AesITEILHOCTH»
Texymuii KOHTPOIIb TIO pa3Aeny: 1 10
1 AynutopHas pabora 0 4
2 CamocrosTenbHast paboTa (CrenuaibHble 00s13aTenbHbIe (OPMBI) 1 2
3 CamocrosTenbHas paboTa (crenuaabHbie GOpMBI Ha BEIOOD) 0 4
KoHTposbHOE MEPONPHATHE 110 pa3ieny 9 15
TIpoMexyTOYHBII KOHTPOJIb 10 25
Ok3amen ([IpnbaBka K pe3yIbTaTy IPOMEKYTOYHOTO KOHTPOJISL HE MOKeT OBbITh Oonee 15 Gamios) 56 100
CeMecTpOBbIH PEHTHHT N0 AUCIUIIIIMHE (MTOTOBBIH KOHTPOJIB) 56 100
Buabl KOHTPOIISt [epeueHp WM IPUMEPHI 3aJaHUH, KPUTEPHU OLIEHKH U Tembl Uit ©3yUeHHUS 1 00pa30BaTENIbHbIEC Pe3yIbTaThI

KOJIMYECTBO 0AJIOB

TeKy[l_[l/Iﬁ KOHTPOJIb 110 pasaejnay «TeopeTW{ecm/Ie 1 OPraHUu3alluOHHBbIC OCHOBBI ceancnoifl JECATCJIBHOCTH

1 | AyauropHas pabora OreHuBaeTCs KOJIMYECTBO MPABUIIBHBIX OTBETOB 00y4aronierocs | [ToHSATHE U CYIIHOCTh CEPBUCHOM ACATEILHOCTH
Ha  3aHaTud  (BKJIIOYAs  JONOJHMTENbHbIE  Bompockl, | CepBHCHAs AEATENbHOCTh Kak opMa yaoBIETBOPEHUs TOTpeOHOCTEH
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MOCTABJICHHBIC B ITPOIIECCE 3aHATHS)

2 Ganna

® [IOJIHBI, JIOTUYHBINH OTBET HA MPAKTHYECKOM 3aHSATHH T10
OJTHOMY U3 BOIPOCOB, H3JI0’KECHHBIC 3aKOHOMEPHOCTH
WUTIOCTPUPOBAHBI IPUMEPAMH U3 CEPBUCHOM JICITEIBHOCTH;

® BBINONHEHBI BCE  33JaHUsl  MPAKTUUECKOH  paboThl,
MIPOAEMOHCTPUPOBAHEI OTIEPAIMH TIOHUMAaHHSI, AaHAJIN3a, OLICHKH,
MIPUMEHEHHUSI, BBIBOJIBI OTPaXaroT TEOpEeTHIECKHE
3aKOHOMEPHOCTH.

1 6amn

e OTBET Ha TMPAKTUYECKOM 3aHSATHH  CTPYKTYPHUPOBaH,
W3JI0KEHBl OCHOBHBIE 3aKOHOMEPHOCTH  (JIOTIOJIHEHHE 10
BOIPOCAM MPAKTHYECKOTO 3aHSTHS);

® BBINOJNHEHBI  BCE  3aJaHUss  MPAKTUYECKOH  paboTsl,
MIPOIEMOHCTPUPOBAHBI OTIEPALIMH TOHUMAHHUS, aHAJIN3A.

2 | CamocrostenbHas pabora (00s3arenbHble POPMBI)

IToAroToBbTE pPa3BEpHYTHI OTBET Ha Temy: «lIpeampusTHs
chepsl cepBuca B Poccuu: OCOOCHHOCTH OpraHH3allUd H
(GYHKIIMOHUPOBAHHUS.

Kpurepun onenkn:

1. Jana xapakTtepuctuka cdepe cepuca — 1 dam.

2. TlepeuwncrieHbl OCHOBHBIC HaTIpaBlicHHE B cepe yciayr B PO —
1 6amn.

3. Tlepeuncriensl opranuzanu chepsl YCIyr ¢ yKa3aHHEM HX
BUIOB — 1 Oam.

4. TlokazaHbl  OTJIMYHUTENBHBIE OCOOEHHOCTH  CEPBHUCHOU
neatenbHocTH B PO B cpaBHeHHH C 3apyOexHOH npakTukoil — 1
Oa.

O0pazoBaTenbHBIE PE3YIIBTATHI:

3HaeT: OCOOCHHOCTM CEpPBHCHOW jesTenbHOCTH B Poccuiickoit
@enepany U 3a pyOeXOM; UCTOPHIO PAa3BUTHS CEPBHCA; OCHOBHBIC
TCHJCHIIMU COCTOSHHS M Ppa3BUTHs pbIHKa ycuyr B Poccuiickoit
Odenepanyu;  3apyOCKHBI  ONBIT  OpraHu3aiu  SPEHEKTHBHOTO
(YHKIIMOHUPOBAHHS CEPBUCHOM JEATENHEHOCTH.

Bnageer: TexHomorneil mpoeKTUPOBAHUS CEPBUCHOM AESITEIFHOCTH HA
OCHOBE PE3yJbTATOB U3YYCHUS] OCOOCHHOCTEH KIIMEHTOB.

3HaeT: MOHATHE «yCIyra», KIacCH()UKaIMIO YCIYyr, CBOMCTBA YCIIYT;
MOHSTHE M CYIIHOCTh CEPBHCHON JCATEIBHOCTH, BHJBI CEPBUCHOU
JEATeNHbHOCTH; CYIIHOCTh KIMEHTOOPHEHTUPOBAHHBIX TEXHOJIOTHH B
CEpPBHUCHOI JIEATENHHOCTH; TMOHITUS «CEPBUC MPOJAXK», «CEPBUC
CONPOBOK/ICHHS», U «BHYTPEHHHI CEPBUCY.

Ymeer: 000CHOBaTh BEIOOP YCIYTH ¢ Y4€TOM NOTPEOHOCTEH KITMEeHTA.
3Haer: (HOPMBI U METOABI OpPTaHM3AIMU OOCITYKHBAHUS; MOKa3aTeln
3 PEKTHBHOCTH CepPBHUCHOM JIeATSILHOCTH OpTaHU3aIlNY;
COCTaBILIIOIIME DJEMEHTHl KadecTBa OOCIYXHBaHHs KIIMCHTOB;
XapaKTePUCTHKY OCHOBHBIX COCTABJISAIOIINX KOHTAaKTHOH 30HBI;
mpaBmia OOCHyXHMBaHHs MOTpeOuTenell B KOHTAKTHOM  30HE,
O0COOCHHOCTH OpraHM3allMd KOHTAKTHOH 30HBI Ha MPEANPHUITHIX
CepBHCa B 3aBICUMOCTH OT BHJa U THIIA YCIIYT.

VmeeT: paboTaTh B «KOHTaKTHOM 30HE» KakK cdepe peanusaiuu
CepBHCHOI  JEATENBHOCTH; B  MOJACNBHOH  CHTyallMud  JaTh
KOHCYJIBTALHIO 110 IPE0CTaBIIEMON yCiyre.

Ymeer: GopMynmupoBaTh TPeOOBaHUS K COCTABIISIOIINM KOHTAaKTHOW
30HbI ((PU3UUECKUM YCIOBHUSAM, KOMMYHHKATHBHOH KOMIETEHTHOCTH
nepcoHana, NpodecCHOHATM3MYy  IepcoHana);  (HOpMyJIHpPOBaTh
HalpaBIeHUs  COBEPIICHCTBOBAHHWS  CEPBUCHOW  JESATENHFHOCTH
OpraHM3alMy B MOJIEIbHON CUTYallUH.

Brnageer: TexHOJNOTHEH TNPOEKTUPOBaHHMs KOHTAKTHOM 30HBI Ha
IPEANPUIATHH CEPBHCA.

3 | CamocrostenpHas pabota (Ha BBIOOD)

Kaxkwe HOTPeOHOCTH YIOBIETBOPSIOT TpeIPUATUSL
rocTuHU4HOrO cepBuca? IIpuBeante 2 mpumepa notpedHocTel 1
COOTBETCTBYIOLIME UM YCIIyI' FOCTUHUYHOrO cepBuca. Kaxapiit
npumep — 1 Gas.

3HaeT: MOHATHE «YCIyra», KIacCH(MHUKAIMIO YCIyTr, CBOWCTBA YCIYT;
IMOHATHUEC U CYHIHOCTH CepBHCHOﬁ JACATCIIbHOCTH, BHUJbI CCpBHCHOﬁ
NEATeNbHOCTH; CYIIHOCTh KIIMEHTOOPUCHTHPOBAHHBIX TEXHOJIOTHI B
CEpPBHCHOM JIEATEIBHOCTH; MOHITHS «CEPBUC MPOJIAXK», «CEPBHUC
CONPOBOKICHHUS», U «BHYTPEHHHI CEPBUCY.

Ymeer: 000CHOBaTh BEIOOP YCIYTH ¢ Y46TOM NOTPEOHOCTEH KIIMEeHTA.

KontponsHOE MeponpusTre 1o pazneny — 9-15 damios

1) 3amaHue Ha  BOCIPOM3BEICHWE: HA  W3JIOKCHHUE
TEOPETUYECKOro BOIpoca (OLIEHUBAKOTCS: MojiHOTa (3 Oaa),
Hanmuue npuMmepoB (3 Oamra); MaKCHMalTbHOE KOJIUYECTBO
6as10B - 6)

[pumep 3amanus:

Hanumwure passBepHytbhlii oTBeT no Teme «Ponb cepBuUCHOH

Ilepedens TeM ISt BOCTIPOU3BEICHHUS:

Cdepa cepBuca: OCHOBHBIC TIOHATHS

Ponb cepBHCHOW AEsTENTFHOCTH B COIHMATHHO-IKOHOMUYECKON JKU3HU
CTpaHbI M COLUAIIbHBIE MTPEANOCHUIKH €€ pa3BUTHS

OpraHu3aiuoHHbIE OCHOBEI CEPBUCHOU JESITETHHOCTH

Tuns! ¥ BUABI CEpBUCHON JESITEILHOCTH
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Hampasnenne noarorosku: 43.03.01 CepBuc
Hanpagnennocts (npoduib): «DUHAHCOBBII CEpPBUC)
Pabouas nporpamma jucuuinHbl «CepBUCHAS AESATEIBHOCTDY

JIeSITeNIbHOCTH B COLIMANIEHO-?KOHOMUYECKOM )KU3HU CTPAHbD»
Kpurepun onenkn:

Kpurepuit bamsl
MIOJTHOTA H3JI0KEH H3JI0KEH
HOJHOCTBIO [IPEUMYLIECTBEHHO
3 Gama 2 Ganna
MPUMEPBI 3 npumepa 2 npumepa
WITIOCTPUPYIOT WLTIOCTPUPYET
TEOPEeTHYECKUE TEOpEeTHIECKHE
3aKOHOMEpPHOCTU | 3aKOHOMEPHOCTHU
3 Gamna 2 Ganna
2) 3amaHWe Ha T[OHUMaHWe: Ha BIAJCHUE IOHATHAMH
(ycraHoBIeHHE B3aUMOCBS3U MEXY MOHATHAMH);
MaKCHMaJIbHOE KOJINIECTBO OaiioB — 9.
IIpumep 3aganus:
Packpoiite B3aMMOCBSI3b TIOHATHHA «CEPBUCY», «CEpPBUCHAS

JeATEIILHOCTEY, KKYJIBTYypa CePBHCHON JIEITEIBHOCTI».
Kpurepun onenxu:

1.  Jlano nmonHoe onpeneneHue 1-ro nonsarus — 1 Gamr.

2. Tloka3aHa B3aMMOCBS3b MEXAy 2-MS TOHATHAMH — 2
Oanna.

CocTosiHHE MOTPEOUTETHCKOTO PHIHKA YCIIYT
Ilepconan: mpaBwia W oOpraHu3auus OOCTY)XKHMBaHHs TOTpeOHTeNei

yeayr

Knaccudukarnms mnorpeOHOCTEH B yciayrax M B CEPBHUCHOM
00CITy>)KUBaHUN

IlonsTust:

«cepBHCY, «cdepa cepBHCaA», «CEPBHCHAS NESATENBHOCTY, «KYIbTypa
CEPBHCHOI NeSATSTbHOCTI, «ycayray, «00CITy)KUBaHUEY,
«PEIOCTABIICHUE YCIYTH», «3aKa3 Ha YCIYTy», «HHIYCTPHS Chepbl
cepBuca», «HHOpacTpyKTypa chepsl CepBHCA»,  «IIEPCOHAIY,

«JIMYHOCTHBIM TIOTEHIMAJ COTPYIHHKA CEPBHUCHOM OpraHM3allum»,
«COLMaJIbHAS TPYIINAY, KIIOTPEOUTENINY, KOPraHU3alHsl CEpPBUCA»

Texkyumii KOHTPoJIb N0 pa3aeiy «Kaaccupukanus U xapakre

HCTUKA OCHOBHBIX BU/I0B CEPBUCHBIX YCJIYI»

1 | Aymuropnas pabota

OI.[eHI/IBaeTCSI KOJIMYCCTBO MPAaBUJIbHBIX OTBETOB 06yqa101_ueroc;l

Ha 3aHATUHU (BKH}O‘iaﬂ JOIIOJIHUTCIIbHBIC BOHpOCLI,
ITOCTaBJIEHHBIE B MTPOLIECCE 3AHATHS)

2 Gamna

° TOJTHBIM, JIOTUYHBIN OTBET Ha MPAKTHYECKOM 3aHITHH

o0 OJHOMY U3 BOIPOCOB, MH3JIOKCHHBIC 3aKOHOMEPHOCTHU
WITIOCTPUPOBAHBI IIPUMEPAMU U3 CepBHCHOﬁ JACATCIIbHOCTH,

° BBITMOJIHEHBI BCE 3aJlaHHsl TMPAKTHYECKOH paboThl,
NPOJIEMOHCTPUPOBAHBI ONIEpAIIMY TOHUMAHHUS, AaHAJIN3a, OLICHKH,
MIPUMEHEHUS, BBIBOJIBI OTpaKaroT TEOPETUYECKUE
3aKOHOMEPHOCTH.

1 6amn

. OTBET Ha NPAKTHYECKOM 3aHSATHU CTPYKTYpPHPOBaH,
WM3II0)KEHBI OCHOBHBIE 3aKOHOMEPHOCTH  ([OTIOJIHEHWE 10
BOIPOCAM MPAKTHIECKOTO 3aHATHA);

BBITTOTHEHBI BCE 3a1aHNAS MPAKTUICCKOM paboThI,

NIPOJIEMOHCTPUPOBAHBI ONEPALMU TIOHUMAHUS, AaHAIHU34.

2 | CamocrosrtenbHas paborta (00s3arenbHbie POPMBI)

Hcnons3ys nepuonuueckue wusganus u VHTepHET-pecypcbl
OXapakrepusyiire 3apyOeKHbIH OIIBIT OpraHu3anuu
3¢ GEeKTHUBHOM CEpPBUCHOM ACATEIILHOCTH Ha pUMepe (CTpaHa 1o

Knaccupukanus CepBUCHBIX YCIyT
XapakTeprucTHKa OCHOBHBIX BUJIOB CEPBUCHBIX YCIIYT

OO0pazoBaTenbHbIE PE3YJIBTATHI:

3HaeT: OCOOCHHOCTH CEpPBHCHOW JIeATENLHOCTH B Poccuiickoit
Oenepanuy U 3a pyOekKOM; HUCTOPUIO Pa3BUTHs CEPBHCA; OCHOBHBIC
TEHACHIINY COCTOSHHSI W pa3BUTUSI pBIHKAa ycruyr B Poccwmiickoit
@enepanuu;  3apyOeXHBIH  ONBIT  opraHusanu  3ddexTuBHOrO
(YHKIMOHUPOBAHHUS CEPBUCHOM JICATEIIbHOCTH.

Bnageer: TexHonmoruei mpoeKTUPOBaHUS CEPBUCHOM AESITEIbHOCTH HA
OCHOBE Pe3yJIbTaTOB M3y4eHUsI 0COOEHHOCTEH KIIMEHTOB.

3HaeT: MOHATHE YCIIYyray, KIaCCU(QHKALUIO YCIYT, CBOWCTBA YCIYT;
TIOHATHE W CYIIHOCTh CEPBUCHOHN JESATEILHOCTH, BHUIBI CEPBUCHOMN
JESITEIbHOCTH; CYIIHOCTh KIMEHTOOPUCHTUPOBAHHBIX TEXHOJIOTHI B
CEPBHUCHOHN JEATEIbHOCTH; TOHATUS «CEPBHC TMPOIAXK», «CEPBUC
COIPOBOXKICHUS», U «BHYTPEHHUH CEPBUCH.

YMeeT: 000CHOBaTh BEIOOP YCIYTH C YIETOM MOTPEOHOCTEH KIIMEHTA.
3HaeT: GOpMBI U METOABI OpPraHMU3aluK OOCITY)XMBaHHS, MOKa3aTeIH
3¢ GeKTUBHOCTH CEepBUCHOU eI TEILHOCTH OpTraHM3aINH;
COCTABIISIIOIIME  3JCMEHTHl KauyecTBa OOCHYXKHBAaHUS KJIMCHTOB,
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Hampasnenne noarorosku: 43.03.01 CepBuc
Hanpagnennocts (npoduib): «DUHAHCOBBII CEpPBUC)
Pabouas nporpamma jucuuinHbl «CepBUCHAS AESATEIBHOCTDY

BBIOODY).

Kpurepun onenku:

1. TlepeuncieHbl OCOOCHHOCTH CEpPBHCHON JEATEIBHOCTH B
COOTBETCTBHH C TPAJULMSAMH CTPaHbl — | Oami.

2. TlepeunciieHbI BUIBI CEPBUCHO AEATEIBHOCTH — | Oa.

3. Jlana KkpaTkas XapaKTepHCTHKa OpraHU3alMii CEpPBHCHOU
JeATENBHOCTH Ha TIPUMEpe OJHOHN yciayrd — 1 Gas.

4. OGo3HaYeHbl MEPCICKTUBHBIC HAIMPABICHUS CEPBHUCHOM
JeaTenbHoCTH — 1 GaI.

3 | CamocrostenbHas paboTta (Ha BBIOOD)

3anoyiHUTE TAONIHUIY:
Bug ycnyru

XapaKkTepucTuka

Kpurepun onenkn:

1. TlepeuucieHbl OCHOBHBIC BHIbI YCIYT, JaHa HUX KpaTKas
XapakTepucTuka — 1 Oam.

2. TlepeuucneHbl OCHOBHBIC BHIBI YCIOYT, JaHa HX IOJHASI
XapakTepucTHKa — 2 Oana.

XapaKTePUCTHKY OCHOBHBIX COCTABISIOIIMX KOHTAKTHOH 3OHBI;
mpaBuia OOCHY)KMBaHUS TOTpeOMTENel B  KOHTAKTHOW 30HE,
OCOOCHHOCTH OpraHM3allid KOHTAKTHOH 30HBI Ha MPEIIPHUITHIX
CepBHca B 3aBUCHMOCTH OT BUIA U THIIA YCIyT.

VYMeeT: paboTaTh B «KOHTAaKTHOW 30HE» Kak cdepe peanusaliu
CePBHUCHOIl  [EATEIBHOCTH, B  MOJACIBHOW  CHTyallMH  AaTh
KOHCYJIBTAIIUIO 10 PETOCTABIAEMOil yciyre.

VYmeer: ¢popmyanpoBaTs TpeGOBaHHS K COCTABJISIOIIMM KOHTAKTHOI
30HBI ((PU3UUECKUM YCIOBHSAM, KOMMYHHKATHBHON KOMIIETEHTHOCTH
nepcoHana, npodecCHOHANM3My  IepcoHana);  (GopMyaHpoBaTh
HaNpaBJICHUS  COBEPIICHCTBOBAHHMS  CEPBUCHOW  JIESTENHHOCTH
OpraHu3alliy B MOACIBHOW CUTYAIHH.

BrnageeT: TexXHOJNOTHEH MPOCKTUPOBaHHMS KOHTAKTHON 30HBI Ha
NPEIPUATAHH CEPBHUCA.

KonrponbHoe MeponpusTue 1o pazaeny — 9-15 6amuios

1) 3agmaHMe Ha  BOCHPOM3BEICHHE: HA  HU3JIOKEHUE
TEOPETHYECKOTO Bompoca (OIeHUBAIOTCS: MoyHoTa (3 Oana),
Hanuuue npumepoB (3 0Oajna); MakCUMalbHOE KOJIHYECTBO
6aiIoB - 6)

IIpumep 3aganus:

Hanwmmre pasBepHyThiii oTBeT mo Teme «Kaccudukarus
YCIIyT: MaTepUaNIbHbIE YCIYTH U UX XapaKTePUCTHKA»
Kpurepuu onenku:

Kpurepuit basiel
MOJTHOTA U3JI0KEH U3JI0KEH
IIOJIHOCTHIO IIPEUMYIIECTBEHHO
3 Gamna 2 Ganna
MIPUMEPHI 3 mpumepa 2 mpumepa
WUTIOCTPUPYIOT WLTIOCTPUPYET
TEOpEeTHYECKUe TEOpeTHYECKUe
MIOJI0KEHHUSI MIOJIOKEHHUS
3 bayuta 2 bayuia

2) 3aaHue Ha IOHHIMaHUE; MAKCUMAaTbHOE KOJIMIECTBO OaJIOB —
9.

Ipumep 3amanus:

«Ha mpuMepe KOHKpETHOH MOTPeOHOCTH KIIMEHTA OpraHU3aluu
cdepsl cepuca (Ha BbIOOP) 000CHYHTE BBIOOP YCIYrH W JaiiTe
KOHCYJIbTALUIO 110 YCIIyTe».

Kpurepun oneHku:

1. TlpuBenéuHas opranusaims oTHOCHTCS K cepe cepBuca — 1

IlepedyeHs TeM /15t BOCTIPOU3BEICHUS:

Knaccupukanus BUAOB yciayr

Buns! 1 hopMBbI CEpBUCHOM AEATENBHOCTH

XapakTepucTuKa OCHOBHBIX BHJOB CEPBUCHBIX YCIYT
MarepuaibHble yCIyTu

CounanabHO-KyIbTypHBIE YCIYTH

KauecTBo cepBUCHBIX yCcIyT

Iokazatenu 3¢ HEeKTHBHOCTH CEPBUCHON JIEITEILHOCTH OpTraHU3allin
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Hampasnenne noarorosku: 43.03.01 CepBuc
Hanpagnennocts (npoduib): «DUHAHCOBBII CEpPBUC)
Pabouas nporpamma jucuuinHbl «CepBUCHAS AESATEIBHOCTDY

Oa.

2. OmnucaHa KOHKpETHas MOTPEOHOCTh KiMeHTa — 2 Gasuia.

3. Ycnyra monoOpaHa B COOTBETCTBHH C HOTPEOHOCTBHIO
KJIMeHTa — 2 Oasia.

4. OmpeneneH Bua yciyru — 1 6am.

5. Jlana mompoOHas/KpaTkas XapaKTepPHUCTHKA
COOTBETCTBHH C BUIOM — 2 Oasa/l 6am.

6. PexoMeHIAIMK KJIMEHTY MOCJIeA0BaTeIbHbBI — | Oal.

yCcIyru B

Texyummii KoHTpoJIb M0 pa3aeny «KauecTBo 1 moka3zareau 3¢

CKTHBHOCTH cepnncnoﬁ ACATECIbHOCTH

1 | AyauropHas pabora

O1ieHUBAETCS KOJMUYECTBO MPABIIBHBIX OTBETOB 00YYAIOIIEroCs
Ha  3aHATUM  (BKJIOYas  JOMOJHHUTEIBbHBIE  BOIMPOCHI,
ITOCTABJIEHHBIE B MTPOIIECCE 3AHATHS)

2 Gamna

® TIOJHBIA, JIOTHYHBIH OTBET HA MPAKTHUYECKOM 3aHATHH 10
OMHOMY W3  BOMPOCOB, H3JIO0XKEHHbIE  3aKOHOMEPHOCTH
HLTIOCTPUPOBAHBI IPUMEPAMH U3 CEPBUCHOMN JIESITENLHOCTH,

® BBINOJNHEHBI  BCE  3aJaHUss  MPAKTUYECKOH  paboTsl,
MIPOIEMOHCTPHPOBAHBI OTIEPAIMH TOHMMAHHMS, aHAIN3a, OTIEHKH,
MIPUMEHEHHUSI, BBIBOJIBI OTPaXaroT TEOpEeTHIECKHE
3aKOHOMEPHOCTH.

1 Oamn

e OTBET Ha TPAKTHYECKOM 3aHATHH  CTPYKTYPHPOBAH,
M3JI0KEHBI  OCHOBHBIE 3aKOHOMEPHOCTH (JOTOJIHEHHE IO
BOIPOCAM MPAKTHYECKOTO 3aHSTHS);

BBIIIOJIHEHBI BCE 3a/1aHus MPaKTUYECKOU paboThL,

IPOACMOHCTPUPOBAHBI OTICpALIMU ITIOHUMAHUs, aHaJIn3a.

2 | CamocrosrtenbHas pabota (00s3arenbHbIe POPMBI)

Ha npumepe KOH(IUKTHON CUTyallud B IPOLECCE CEPBUCHOTO
B3aUMOJICHCTBUSA aiiTe peKOMEHIALMY 110 €€ Pa3PEIIEHHUIO.
Kpurepuu ouenku:

o OrmmcanHas cHUTyanus SBIAETCS KOH(GIMKTHOM (menoBoit
KOH(QUINKT), yKa3aHa e€ mpuuuHa — 1 6a.

o CdopmynupoBaHHEIE pEKOMEHAalMU
pa3peleHuio KOHQIUKTHON cutyanuu — 1 Gasmi.

CITOCOOCTBYIOT

3 | CamocrostenbHas paboTta (Ha BBIOOD)

Omumure 0COOSHHOCTH CEPBUCHOTO B3aUMOJCHCTBHS B
TpolLecce JTNYHOM MPOIaXH YCIIyTH.
Kpurepun oneHku:

1. TIlepeumcieHo He MeHee 3-X
0COOEHHOCTEH JIMYHBIX MPoAax — 1 Oas.
2. OnwucaHbl TUMBI PaOOTHHUKOB CEPBUCHOW OpraHU3alUH U
norpeduteneit o pemérke P.braeika-/[x.Moyron— 1 6ann.

3. TlpuBenmeHbl THUNBI TOBEACHHS NPOIABHOB(IIOMONIb U
MOJIICPIKKA, BOMIPOCHUTENILHOE, MOSICHUTENILHOE, TOHUMaHus) — 1
Oa.

4. OtMedeHbl

KOMMYHUKAIITUOHHBIX

npuémbl, mnoBblaonme 3)EeKTHBHOCTH

KauecTBo cepBuCHBIX ycimyr
D¢ (heKTHBHOCTD CEPBUCHOI JESITENBHOCTH OpraHn3aliu

OOpazoBaTenbHble PE3YJIBTATHI:

3HaeT: OCOOCHHOCTH CEpPBHCHOW JeATeNbHOCTH B Poccuiickoit
Denepanuu U 3a pyOeXOM; UCTOPHIO PAa3BUTUS CEPBUCA; OCHOBHBIC
TEHACHIINM COCTOSHHS M Pa3BUTHA pPHIHKA yCIyr B Poccuiickoif
Qenepanuy; 3apyOeXHBI  ONBIT  OpraHusanud  3(QexTHBHOro
(YHKIIMOHUPOBAHHS CEPBUCHOM AESATEIHHOCTH.

Brmazeet: TexHOMOTHEH NPOEKTUPOBAHMS CEPBUCHON AEATEIPHOCTH Ha
OCHOBE PE3yJIbTAaTOB U3YyYECHUS] 0COOCHHOCTE! KIMEHTOB.

3HaeT: MOHATHE «YCIyra», KIACCH(HUKAINIO YCIyT, CBOHCTBA YCIYT;
HOHATHE M CYLUIHOCTh CEPBUCHOIl AEATENbHOCTH, BHIbI CEPBHCHOMI
JEATEIFHOCTH; CYIHOCTh KINEHTOOPHEHTHPOBAHHBIX TEXHOJOTHUH B
CEpPBUCHOM JEATENHOCTH; IOHATUS «CEPBUC IPOJAXK», «CEPBUC
COTIPOBOKICHUS), M «BHYTPEHHHI CEPBHCY.

Ymeer: 000CHOBaTh BEIOOP YCIYTrH ¢ Y4€TOM NOTPEOHOCTEH KITMEeHTA.
3HaeT: GOPMBI M METOABI OPTaHM3ALNH OOCITY)KUBAHHS; ITOKA3aTEeIH
3¢ GEKTUBHOCTH CepBUCHOMN JIeSITeIbHOCTH OpraHu3aluy;
COCTaBIIONIME DIEMEHTHI KadecTBA OOCIHY)KHBAaHHS KJIHEHTOB;
XapaKTEPUCTUKY OCHOBHBIX COCTABJIAIOIIMX KOHTaKTHOH 30HBI;
mpaBmia  oOCIHyXHBaHHS TOTpeOHTenelf B KOHTaKTHOI  30HE,
O0COOCHHOCTU OpraHM3allud KOHTAKTHOH 30HBI Ha MPENIPUATUIX
cepBHca B 3aBUCHMOCTH OT BHJa ¥ THIA YCIIyT.

YMeeT: paboTaThb B «KOHTaKTHOH 30HE» Kak cdepe peanusaliu
CepPBUCHOIl  JEATETbHOCTH; B  MOAGNBHOM  CHTyaIliM  JOaThb
KOHCYJIBTALIUIO 110 IIPEOCTABIAEMOI ycyre.

VYmeer: GopMyaHpoBaTh TpeOOBaHHUSA K COCTABISIOIIMM KOHTaKTHOIT
30HBI ((PU3MUECKUM YCIOBHSAM, KOMMYHHMKATHBHOH KOMIETEHTHOCTH
mepcoHana, IpodeccHoHAmM3My — HepcoHama);  (OpMYIHpPOBATH
HAllPaBJICHUS  COBEPLICHCTBOBAHMSA  CEPBUCHOW  JIESTEILHOCTH
OpraHHU3alliH B MOAEIBHON CUTYaIHH.

Bnaneer: TexHosoruell MpPOEKTHPOBaHMsS KOHTAKTHOM 30HBI Ha
TPEMIPUATHH CEePBHCa.
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Hampasnenne noarorosku: 43.03.01 CepBuc
Hanpagnennocts (npoduib): «DUHAHCOBBII CEpPBUC)
Pabouas nporpamma jucuuinHbl «CepBUCHAS AESATEIBHOCTDY

JIMYHOW TpoAaxu (MOTEPSHHOE TPEHMYIIECTBO, IMOJBEICHUC
WTOTOB,  MOJpa3yMEBacMOE  COIVIaCHe,  OECIPOMTPHILIHAS
albTepPHATHBA, TOCICOHES  BO3paXKEHHE, MPEUMYLIECTBO
rocJeIHe MUHYTHI) — 1 Gasu.

KonTtponbHOE MeponpusThe 1o pazaeny — 9-15 damios

1) 3amaHne HA  BOCIPOU3BEICHHE: HA  HW3JIOKCHUE
TEOPETUYECKOro BOIpoca (OIEHUBAIOTCA: MmoiiHOTa (3 Oaa),
Hanmuue npuMepoB (3 Oajua); MakCUMallbHOE KOJIHYECTBO
6aI0B - 6)

Ipumep 3amaHus:

Hamummre pa3BepuyTsiii oTBeT 1o Teme: «KauecTBo cepBucHOi
JeATSITHBHOCTI

Kpurepun onenkn:

Kpurepuit baiel
HOJIHOTA U3J105KEH U3JI0KEH
MIOJTHOCTBIO MIPEUMYIIECTBEHHO
3 Gamna 2 Gamna
MIPUMEPHI 3 mpumepa 2 mpumepa
WUTIOCTPUPYIOT WUTIOCTPUPYET
TEOpEeTHIECKHE TEOpeTHIECKHe
HOJI0XKEHUS TIOJIOKEHHS
3 bama 2 banna

2) 3aj1aHle Ha MOHUMAaHUE: MAKCUMAIIbHOE KOJIMYECTBO OAJIIOB -
9.

IIpumep 3ananusa: «Ha mpumepe KOHCYJIBTallMOHHOW YCIYTH
OXapakTepHu3yiTe e€ moka3aTelu KauecTBa U BO3MOXKHOCTH €ro
OTIpEICIICHHS.

Kpurepun oneHku:

1. TIpuBeneHbl XapaKTEPUCTHKH YCIYI'H, COOTBETCTBYIOIUE
KOHCYyNbTanmu — 1 6asmr.

2. JlaHo ompeesieHHe KauecTBa KOHCYIbTallMOHHOM yciyru — 1
Oamr.

3. TlepeuncneHpl TOKa3aTeNd KavyecTBa, COOTBETCTBYIOIINE
KOHCYNBTAIIHOHHON yciyre — 1 Ga.

4. CdopMynarpoBaHbl KPUTEPUH, IO KOTOPHIM MOXHO OLICHUTH
rokasareny KadecTa — 3 Gasuia.

5. TlpenoxeH HHCTPYMEHT OIICHKH Ka4yecTBa
KOHCYJIbTAlMOHHOM ycIyrm © omnucana ero ¢opma B
COOTBETCTBHH C 3asBJICHHBIMU KpUTEpUsIMH — 3 GaJuia.

IlonsTust:

«IMYHAS TpOJaXka», «IPE3CHTALUs YCIyr», «KOHTaKTHas 30Hay,
«CEpBHCHOE  B3aMMOJCHCTBUE», «CTEPEOTUMHU3AIU, «(HAKTOPHI
YIOBJIETBOPEHHOCTH/HEYIOBIETBOPEHHOCTH IIpeI0CTaBICHUEM
YCIYTH», «KAa4ecTBO YCIyrH (OOCIY)XMBAaHUS), «CBOWCTBO YCIYTd
(00cmyXUBaHUS )», «IOKa3aTellb KauecTBa ycIuyrd (0OCIyKHBaHUSA)Y,
«Ka4eCTBO HCIIOJIHCHUS] YCIYTW», «KAueCTBO pPe3yiabTaTa YCIyTh»,
«BpeMs O0CITY)KUBAHUS», «CPOK HCIIONHEHHS YCIYTH», «IOKA3aTeln
3 GEKTHBHOCTH CEPBUCHO AEATETBHOCTIY, «(DOPMBI 00CTYKUBAHUSD»

TeKymm‘fl KOHTPOJIb 110 pasaejnay «COBpemem-loe COCTOSIHHUE U NEPCNEKTUBHbIC MHHOBAIIUH B ceancnoﬁ JACATCIBHOCTH)

1 | Ayauropnas pabota

O11eHUBAETCs KOIMUYECTBO MPABUIBLHBIX OTBETOB 00YJAOIIEr0oCs
Ha  3aHATHM  (BKJIIOYas  JOTOJHHTENBHBIE  BOIMPOCHI,
MTOCTABJICHHBIE B ITPOIIECCE 3AHATHS)

2 Ganna

OCOo0EHHOCTH MPEANPHUHUMATEIBCKOM CEPBUCHOM NIEATEIBHOCTH
CepBHC ¥ HHTEHCUBHbIE TEXHOJIOTHU B CEPBUCHOM J1EATEILHOCTH

OO0pazoBaTenbHbIE PE3YIIBTATHL:
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Hanpagnennocts (npoduib): «DUHAHCOBBII CEpPBUC)
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. TOJIHBIN, JIOTHYHBIA OTBET Ha MPAKTUYECKOM 3aHSITHH
[0 OJHOMY M3 BOIIPOCOB, H3JI0KEHHBIE 3aKOHOMEPHOCTH
WIUTIOCTPUPOBAHBI IPUMEPAME U3 CEPBUCHOM JIEATENBHOCTH;

. BBIIIOJIHEHBI BCE 3aJaHUs IPAKTHYECKOM paboThl,
[POJIEMOHCTPUPOBAHBI OTIEPAIIMH TOHUMAHHS, aHAJIN3A, OLICHKH,
NPUMEHEHUS, BEIBOJIBI OTPaKAIOT TEOPETHYECKHE
3aKOHOMEPHOCTH.

1 6amn

. OTBET HA IMPAKTHYECKOM 3aHSATHH CTPYKTYPHPOBAH,
U3JI0KEHBI  OCHOBHBIE 3aKOHOMEPHOCTH  (JONOJHEHHE IO
BOIIPOCAM MPAKTHYECKOTO 3aHATH);

BBIIIOJIHEHBI BCE 3a/aHUS  IPAKTHYECKOM
MPOJIEMOHCTPUPOBAHBI OIIEPAIIMH TIOHUMAHUS, aHAJIM3A.

paboTsl,

2 | CamocrostenbHas pabota (00s3aTenbHbIe (OPMBI)

Ha mnpumepe KOHKpeTHOTO BHAA YCIYTH OXapaKTepu3yhTe
HMHTEHCUBHBIE TEXHOJIOTUH CEPBUCHOH NEATEIbHOCTH.
Kpurepun onenkn:

1. OmnucaHbl XapakTepUCTHKU YCIYT'H, COOTBETICTBYIOLIUE €&
Buay — 1 Gamn.

2. OxapaxTepu3oBaHbl WHTEHCUBHbIE (OPMBI U METOABL,
WCTIONb3yeMble B TEXHOJIOTHH TPEIOCTABICHUS 3asBICHHOM
yeayru — 1 Gar.

3 | CamocrostenbHas pabota (Ha BBIOOD)

Kak paccuutbiBaeTcst MpuObLIb OT OKa3aHusa yciayru (1 6amn) u
ec HM3MCHEHHE 3a cueT u3MeHeHus IieH (1 Oamr), oObema
oka3biBaeMbIX yciyr (1 Oamn), camxenus 3arpar (1 Oamn).

3HaeT: OCOOSHHOCTM CEpPBHCHOW jesTensHOCTH B Poccuiickoit
@enepanu U 3a pyOeXOM; UCTOPHIO PAa3BUTHS CEPBHCA; OCHOBHBIE
TCHJCHIIMM COCTOSHHSI M Pa3BUTHs pPbIHKa yciuyr B Poccuiickoit
Odenepanyu;  3apyOCKHBI  ONBIT  OpraHu3anu  3PEHEKTHBHOTO
(YHKIIMOHUPOBAHHS CEPBUCHOM JEATEITHHOCTH.

Bnageer: TexHomorneil mpoeKTUPOBAHUS CEPBUCHOM AESITEIFHOCTH HA
OCHOBE PE3yJbTATOB U3YYCHUSI 0COOCHHOCTEH KIMEHTOB.

3HaeT: MOHATHE «yCIyra», KIacCH()UKaIMIO YCIyr, CBOMCTBA YCIYT;
MOHSTHE M CYIIHOCTh CEPBHCHON JEATEIBHOCTH, BHJBI CEPBUCHOU
JEATeNbHOCTH; CYIIHOCTh KIMEHTOOPHEHTUPOBAHHBIX TEXHOJIOTHH B
CCPBHUCHOIl JICATENHHOCTH; TOHITUS «CEPBUC IPOJAXK», «CEPBUC
CONPOBOK/ICHHS», U «BHYTPEHHHI CEPBUCY.

Ymeer: 000CHOBaTh BEIOOP YCIYTH ¢ Y4€TOM NOTPEOHOCTEH KITMEeHTA.
3Haer: (GOPMBI U METOABI OPTAaHM3AIMHU OOCITYKHBaHHS; MOKA3aTeIH
3 PEKTHBHOCTH CepPBHUCHOM JIeATSIBHOCTH OpTaHU3aIlNY;
COCTaBILIIOIIME DJEMEHTHl KadecTBa OOCIYXHBaHHs KIHEHTOB,;
XapaKTePUCTHKY OCHOBHBIX COCTABJISAIOIINX KOHTAaKTHOH 3OHBI,
mpaBuWia OOCITY)KMBaHUS TOTpeOMTENell B  KOHTAKTHOW  30HE,
O0COOCHHOCTH OpraHM3allid KOHTAKTHON 30HBI HAa MNPEANPHUSITHIX
CepBHCa B 3aBHCUMOCTH OT BHJa U THIIA YCIIYT.

VYMeeT: paboTaTh B «KOHTAaKTHOW 30HE» Kak cdepe peanusaliiu
CepBHCHOI  JEATENBHOCTH; B  MOJACNBHOH  CHTyallMH  JaTh
KOHCYJIBTAIHIO 110 IPEJIOCTaBIIEMOH yCiyre.

Ymeer: GopMynmupoBaTh TPeOOBaHHUS K COCTABISIONIMM KOHTAaKTHOW
30HbI ((PU3UUECKUM YCIOBHUSAM, KOMMYHHKATHBHOH KOMIETEHTHOCTH
nepcoHana, NpodecCHOHATH3MYy  IepcoHana);  (OpMyIHPOBATh
HarpaBJICHUS COBCPIICHCTBOBAHUSL CCpBI/ICHOﬁ JACATCIIBHOCTU
OpraHu3alyy B MOJIEIBHOM CHTYaIHH.

Brnageer: TexHONOTHEH TNPOEKTUPOBaHHMS KOHTAKTHOM 30HBI Ha
IPEANPUIATHH CEPBHCA.

KonrponbsHOE MeponpusTHe 1o pazaeny — 9-15 6amios

1) zamanue Ha moHuManue: CIPOEKTHPYHTE CEPBUCHYIO
JeATeIbHOCTh Ha OCHOBE PE3yJIbTAaTOB U3y4eHHs 0COOEHHOCTEH
KIIMEHTOB. MakcHuMalbHOE KOJTHIeCTBO 6aymuioB — 15.

Kpurepun oneHku:

OnucaHa KOHKPETHAsI CUTYallUs C YKa3aHUEM:

. pasmepa u Bua (OB) IeSATEIBHOCTH OpraHu3anuu — 1 6asmr;
e  OCHOBHBIX XapaKTEPHUCTHUK YCIIyT opranuzanuu — 1 6an;

e  IIeJeBOM TpyNIbl KJIMEHTOB (IIOJa, BO3pacra, I0Xona MU
HWHBIX 3HAYMMBIX XapaKTepPUCTUK) — 1 Oam;

o pe3yabTaTOB HM3Y4eHHUS OCOOCHHOCTEH IEeNeBOW TPYIIIbI
(3THOKYNBTYPHBIX, PEIMTHO3HBIX, UCTOPHYECKUX) — 1 Oart

O6ocHoBaHa HEOOXOAMMOCTh TNPOEKTUPOBAHUS CEPBHCHON

Ilepeuens TeM 111 BOCIIPOU3BEACHUS:

Pa3ButHe cepBUCHON AesATEIBHOCTH

Pa3BuTHE TOrUCTUUECKOTO CEPBHCA

XapakTepucTuKa pbIHKa YCIYT U (GakTopsl ero GopMUPOBAHUS
MapKeTUHIOBblE, ~ SKOHOMHUYECKHME€ M  (MHAHCOBBIE  ACIHEKTBHI
(GYHKIMOHUPOBAHMS NIpenpuaTHiA cepBuca B Poccuiickoit deneparmun
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Hampasnenne noarorosku: 43.03.01 CepBuc
Hanpagnennocts (npoduib): «DUHAHCOBBII CEpPBUC)
Pabouas nporpamma jucuuinHbl «CepBUCHAS AESATEIBHOCTDY

JeATETbHOCTH B COOTBETCTBUU C OCOOCHHOCTSIMH KIIUSHTOB — 3
Gamta

OO00CHOBaHBI, UCXO/S U3 CUTYAIUU:

e (haKTophl, OMpPENCNAIONINE MOTPEOUTETBCKOE MOBEICHUE
HCXOJIs M3 OCOOCHHOCTEH 1esIeBOW Tpymmbl — 1 Oa;

® XapakTepUCTHKH  YCIYyTH ¢ yd4eToM  (DaKTOpOB,
OTIPEICISAIONINX TOTPEOUTENBCKOE TTOBeIcHHE — 2 Garuia;

® pe3ynbTaThl ydeta (pakTOpOB B BBHIOOpE METONIOB U (Gopm
obOcyxuBanus — 1 Ga,

® pe3ynbTaThl ydeTra (PAaKTOPOB B ONPEIHCICHUM MPABHI
00CITy)KUBaHHS KJIMEHTOB — 1 Gaiu;

Hana omeHka (mpoOrHO3) pE3YIBTATUBHOCTH JAEUCTBUU 110
IIPOCKTUPOBAHUIO  CEPBUCHOM  JEATEIbHOCTH HAa  OCHOBE
PEe3yNIBTaTOB H3YYEHHUS 0COOCHHOCTEH KIMEHTOB B IPUBEICHHOM
cutyauu — 3 Oauia.

IToHsTUS: «CEPBUCHOE IPABOOTHOIIEHUE», «JOrOBOP B CEPBUCHOH
JEATEIbHOCTHY, «MHHOBALUA», «AHHOBAILIMOHHBIM [IUKIDY, (JTMLEH3M,
«cepTudUKanUDY

IIpomesxyTodHas aTTecTarys

[pexacTaBieHsl B (OH/IE OIIEHOYHBIX CPENICTB IS IPOMEKYTOUHOH aTTECTAIMH 110 JHCIUILUINHE
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