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[NosicuuTenbHas 3anucka
@onj oneHOUHBIX cpeacts (Hanee — GOC) i NPOMEKYTOUHON aTTeCTALUM 1O AUCHUIUINHE «CepBUCHAS IESTENbHOCTbY
pa3paboTaH B COOTBETCTBUH C TpeOOBaHUSAMH (pelepallbHOTO TOCYAaPCTBEHHOr0 00pa30BaTENIBHOTO CTaHIApTa BBICIIETO
oOpa3zoBaHusi — OakajaBpuaT o HampapiaeHuto noarorosku 43.03.01 CepBuc, yTBEpXKIEHHOIO IPHKAa30M MUHUCTEPCTBA
oOpazoBanus u Hayku Poccuiickoit ®enepanmu ot 8 wmronHs 2017 1. Ne 514; (3apeructpupoBaH MUHHCTEPCTBOM FOCTHIINU
Poccuiickoit ®epeparuu 29 wmons 2017 r., peructpauuonsslil Ne 47236), ¢ U3MEHEHUSIMU, BHECEHHBIMU IPUKa3aMu
MuHHCTEpCTBa HAYKH W BbIciiero oOpaszoBanus Poccuiickoit ®@eneparu ot 26 HosiOps 2020 r. Ne 1456 (3apeructpupoBaH
MunucrepctBoM roctuiuu Poccuiickoit @enepanun 27 mas 2021 r., peructparuonssiit Ne 63650) u ot 8 deppans 2021 r. Ne 83
(3apeructpupoBan MunuctepctBoM roctunuu Poccuiickoit @enepanuu 12 mapra 2021 r., peructpaunonssiii Ne 62739), ocHOBHO#
npodeccruoHanbHOM 00pa3oBaTeIbHON IporpaMMoi IO HampasieHuto noArotoBku 43.03.01 CepBuc, HanpaBlIeHHOCTH (IIPOQUIIB):
«DUHAHCOBBII CEepBHC» € ydeToM TpeOoBaHMH mpodeccuoHabHbIX cTaHaaptoB 40.053 «Crnenpanuct Mo OpraHu3alul
HOCTIIPOJAXKHOTO OOCIYXHMBaHUS U CEPBUCA», YTBEPXKJICHHBIH INpHKa3oM MUHHUCTEpCTBA TpyAa U COLMAIBHOM 3aluThI
Poccuiickoit ®denepanuu ot 31 oktsa6ps 2014 r. Ne 8641 (3apeructprpoBan MunmucTepcTBOM etk Poccuntickont denepanuu 24
HOs10pst 2014 1., peructpanuonuslii Ne 34867); 08.008 «Cnenuanuct no (pUHAHCOBOMY KOHCYJIBTHPOBAHHUIO», YTBEPKACHHBIN
MpHKa3oM MHHHUCTEpCTBA TPyJa U colualnbHOM 3amuThl Poccutickoit @eneparyu ot 19 mapra 2015 r. Ne 167H (3aperucTpupoBan
MunucrepcrBoMm roctuiu Poccuiickoilt ®enepanun 9 anperst 2015 r., perucrpaunonnsiii Ne 36805).

Lens @OC 11 NpoMEKYTOUHOH aTTECTAlMU — YCTAaHOBICHUE YPOBHS c(hopMUpoBaHHOCTH KoMnereHuui YK-5, ITK-7.
3agaun ®OC i1 NPOMEKYTOYHOM aTTecTallid - KOHTPOJIb KayeCcTBAa M YPOBHS JTOCTHIKCHHS PE3yJbTaTOB OOYyUCHHS
MHPYEMBIM B COOTBETCTBHU C y4€OHBIM IJIAHOM KOMIIETECHIIMSAM:

Komnerennus WNuaukatop PesynbTarel 00y4eHUs

VK-5. Crocoben | YK-5.1. Haxomur wu wucnonbs3yer | 3HaeT: OCOOCHHOCTH CEPBUCHOH HEATENILHOCTH B
BOCIIPHHUMATD HeoOXoauMyro st camopasBuTus U | Poccuiickoit @enepanyu u 3a pyOeKoM; UCTOPHIO
MEXKYIbTYpHOE B3aMMOJICHCTBHS c OPYTHMH | Pa3BUTHSL ~ CEpBHCA;  OCHOBHBIE  TECHACHIUH
pasHooOpasue obuiecTBa B | HH(OpMALHIO 0 KYJIBTYPHBIX | COCTOSIHMSI M pa3BUTHS PbIHKA ycIyr B Poccuiickoii
COLMABEHO- 0COOEHHOCTAX u Tpaguumsx | @enepaunu; 3apyOeKHBIH OMNBIT OpraHH3ALNH

HUCTOPHUYCCKOM, DTHUICCKOM

Pa3IMIHbIX COLNHAJIBHBIX I'PYIIIT

3 dexTUBHOro (YHKIMOHUPOBAHUS CEPBUCHON

u ¢dunocopckom JIESITEJIbHOCTH.
KOHTEKCTax VYK-5.3.  VYmeer TonepantHo u | Buageet: TEXHOJIOTHEN IIPOEKTUPOBaHUSA
KOHCTPYKTHBHO B3aUMOJICHCTBOBATh C | CEPBHCHOW NEATEILHOCTH Ha OCHOBE PE3yJIbTATOB
JFOIEMH c y4eToM UX | M3Y4YCHHS OCOOCHHOCTEH KIIMCHTOB.
COIIMOKYJBTYPHBIX OCOOEHHOCTEH B
HeTAX  YCHNCHIIHOTO  BBINOJIHCHHS
podeCcCHOHATBHBIX 3aau u
YCHJICHHS COLMAIBbHON MHTETPAluH
IK-5. Crniocoben k | TIK-5.1. IIpumensier | 3HaeT: MOHATHE «YCIIyray, KIacCUPHUKALHUIO YCIYT,
pa3paboTke U | KIMCHTOOPUCHTUPOBAHHBIC CBOJCTBA YCJIYT; MOHATHE M CYLIHOCTH CEPBHCHOM
COBEPIICHCTBOBAHHIO TEXHOJIOTHH B CEePBUCHOI! | NEATENBHOCTH, BHUIBI CEPBHUCHOH JESATEIBHOCTH;
CHCTEMBI KIIMEHTCKUX | IeATeTbHOCTH CYIIHOCTH KJIMEHTOOPUEHTHPOBAHHBIX TEXHOJIOTHI

OTHOLIEHHH C  y4eTOM
TpeOOBaHHUI MTOTPEOUTENS

B CepBHCHOﬁ ACATCIBHOCTU; TIOHATHUSA «CEPBUC
POy, «cepBHC CONPOBOXKACHHSD), u
«BHYTPEHHHUH CEPBUCY.
VYMeer: 000CHOBaTh BEIOOp YCIYrH ¢ y4ETOM
oTpeOHOCTEH KIIMEHTA.

TIK-5.2. VYuactByer B pa3paboTke
CUCTEMbI KIIMEHTCKUX OTHOILICHUN

3Haer:  (GOpPMBI M METOABI
0o0CITy)KUBaHHUS;  TOKa3aTesn
CEpBUCHOM JeSTEeIbHOCTU
COCTAaBJIAIOIINE 3JIEMEHTBI KayecTBa
o0cIiTy>)KuBaHUSA KIIUEHTOB; XapaKTepUCTUKY
OCHOBHBIX COCTaBJISAIOIIHX KOHTaKTHOMU 30HBI;
npaBwia  OOCIHY)KHMBaHUS — TOTpeOHTENeld B
KOHTaKTHOH 30HE, OCOOEHHOCTH OpraHM3alMu
KOHTAKTHOW 30HBI Ha MpPEIpHUSATHAX CepBUCAa B
3aBUCHUMOCTH OT BHJAa U THUIIA YCIIYT.

VYMeet: paboTaTh B «<KOHTAKTHOW 30HE» Kak cepe
peanu3aluyd  CEepBHCHOM  JESITeIbHOCTH; B
MOJICIbHOM CHUTyallud JaTh KOHCYJBTAIMIO I10
MPEIOCTABISIEMON yCITyTe.

OpraHu3aIuu
3¢ PEeKTUBHOCTH
OpraHu3allny;

TIK-5.3. VYuactyer B
COBEPIICHCTBOBAHUU CHCTEMbI
KIMCHTCKHX OTHOLICHHMIT

VYmeer: (dhopmynupoBatb TpeOOBaHUs K
COCTaBJISIIOIIMM KOHTAKTHOH 30HBI ((pusnueckum
YCJIOBUAM, KOMMyHHKaTHBHOﬁ KOMIICTCHTHOCTH
nepcoHana, MpoQecCHOHAM3MY  IepCcoHaja);
(hopmynupoBaTh HampasJIECHUS
COBCPIICHCTBOBAHUSI  CEPBHCHOM  JEATEIBHOCTH
OpraHu3alyy B MOJIEILHON CUTYaIHH.

Bunaneer: TEXHOJIOTHEH POEKTUPOBAHUS
KOHTaKTHOM 30HBI Ha IPEIIPUITHN CEpBHCa.

Io
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TpeboBaHKe K MPOLEAyPE OLECHKH:

TToMeneHne: KOMIBIOTEPHBIH Ki1ace

O06opynoBaHue: KOMIBIOTEP, KIIaBUATYpa, nepudepuiiHbie YCTpOUCTBa

MHCTpYMEHTBI: KaHIEISAPCKHE TPHHAICKHOCTH

Pacxoansle MaTepuansl: Oymara

JlocTyn K JOTMOJNHHUTENBHBIM CIIPaBOYHBIM MaTepHallaM: 3ampelieH (JUis TEeCTOBBIX 3aJaHuii), AOCTym K 0a3aM IaHHBIX,
UH(MOPMALIOHHO-CIIPABOYHBIM M [IOMCKOBBIM CHCTEMaM (ISl IPAKTHYECKHX PadoT).

Hopwmsbr Bpemenun: 20 MUHYT (Ha TECTOBBIC 3aaHus); 2 aKkaJeMHYECKUX 4Yaca (Ha BBIMOJHEHUE KAXKIOTO MPAKTHYECKOTO
3aj1anus); 4 akaJeMUIECKUX Jaca (Ha BBIMOJHEHHE Keica).

ITpoBepsieMble KOMIIETCHIHH (43 o1ior Bo):

VK-5. CrniocoOeH BOCHPHHHMATh MEXKYJIBTYpHOEC pPasHOOOpashe OOIecTBa B COLMAIBHO-HCTOPHYECKOM, 3THYECKOM H
¢buocopckoM KOHTEKCTaX

ITK-5. CnocobeH k pa3pabOTKe M COBEpIICHCTBOBAHHIO CHCTEMBI KIHMEHTCKHX OTHOIICHHH C y4eToM TpeOoBaHMil
MOTPeOUTEIISI

ITpoBepsieMble HHAMKATOPHI JOCTHKEHUS KOMIICTEHIIUH:

VYK-5.1. HaxoguT M HUCIOIB3yeT HEOOXOAUMYIO [JII CaMOpPa3BUTUS M B3aUMOJEHCTBHA C ApYrUMU HH(POpMALUIO O
KyJTBbTYPHBIX OCOOCHHOCTSAX M TPAIUINAX PA3TUIHBIX COHATBHBIX TPYII

IIK-5.1. IlpyuMeHseT KIMEeHTOOPUEHTUPOBAHHbBIE TEXHOJIOIUU B CEPBUCHOI A€ATEIbHOCTH

[IpoBepsiemMble pe3yinbTaThl 00Y4eHUs

3HaeT: 0COOCHHOCTH CEPBUCHOM JesrenbHOCTH B Poccuiickort ®enmepaiuu ¥ 32 pyOe:KOM; HCTOPHIO PAa3BUTHS CEpPBHUCA;
OCHOBHBIC TEHJICHIIMM COCTOSHHS W pa3BuUTHA pbIHKa ycinyr B Poccuiickoii ®enepaunu; 3apyOeKHBIH OIBIT OpraHU3alluu
3G deKkTHBHOrO (YHKIHOHMPOBAHMS CEPBUCHOH IEATEIHHOCTH; IOHSITHE «YCIyra», KIacCHOUKALHUIO YCIYT, CBOMCTBa YCIYT;
MOHATHE M CYI[HOCTh CEPBHCHOM JIESATEIBHOCTH, BHJBI CEPBHCHOW JESTENbHOCTH; CYIIHOCTh KIMEHTOOPHUEHTUPOBAHHBIX
TEXHOJIOTHI B CEpPBUCHOHN JIEATEILHOCTH; OHITHS «CEPBUC MPOJAXK», «CEPBUC COMPOBOXKICHH», M «BHYTPEHHHUH CEPBHCY.

Tun (popma) 3aaHus: TECTOBBIC 3aJJaHUS 3aKPBITOTO THUIIA
TIpuMep THUMOBBIX 3a7aHN# (OLIEHOYHBIC MAaTEPHATIBI):
TecroBble 3agaHus

1. Kakoe yTBepkIcHHE HEBEPHO:

a) Bbyksennsie kol B OKBDJI 2 He HECYT CaMOCTOSITENbHOM KOJOBOI HArpy3KH M 3HAYCHUS, T.K. HIECTU3HAYHOE UPPOBOE
KOJIOBOE 0003HAYEHHE SIBISETCS YHUKAIBHBIM JUIS KIIacCU(PUKATOPa B LIEJIOM;

b) PaccmaTpuBas cepBHCHYIO AEATEIBHOCTD Kak crielu(pHUECKUil TPy, HEOOXOJAUMO YIUTHIBATH XapaKTep YIOBICTBOPCHHUS
NOTPeOHOCTEH U MOJIENb MOTPEOIEHHS, KOTOPBIE OIPENEIIIIOTCS CTPYKTYPHBIMH (hPaKTOpaMU HCTOPUIECKH KOHKPETHOTO OOIIeCTBa;

c) CepBucHas JeATEIbHOCTh — 3TO Hay4Has OTpacib W y4deOHas NUCUHUIUIMHA, W3y4alolias CYI[HOCTh, 3aKOHOMEPHOCTH
BO3HMKHOBEHUS! W (YHKIMOHHPOBaHWS c(epsl cepBHCa KaK OOJACTH YENOBEUYECKOH JEeATENbHOCTH W OTHOCHUTENHHO
CaMOCTOSITENILHON YacTH 3KOHOMHYECKOH JKU3HU OOLIECTBA;

d) Tlo umcny mromeil, 3aHATBIX B cepe cepBHca, M pa3MepaM BKJIaja B HAIMOHAIBHBIA [OXOJ CCPBUCHBIC HAIPABICHHUS
JIeSITeTIbHOCTY B PAa3BUTHIX CTPaHAaX HE TOJILKO BBILIUIM HA YPOBEHb MAaTEPUAIILHOTO MPOU3BOJICTBA, HO M MPEB3OIILIH €T0.

2. Yciryrh, oka3piBaeMble HACEIEHHIO, MOYKHO MOJIPa3/IeNUTh Ha!

a) COIMAILHO-KYIbTYpPHbIC, HEMAaTEPUATbHBIC U CMEIIIAHHbIC,

b) marepuanbHbIe, HeMaTEepHATbHBIC H CMCIIAHHBIC,

C) MarepHajibHbIC U HEMATEPHAIbHBIC,

d) marepuanbHbIC, COLNATBHO-KYIBTYPHBIC M AOMOIHUTEIBHBIC.

3. Cornamenue Mexay NOTPEOUTENIEM U UCTIOJIHUTENIEM YCIIYTH, B COOTBETCTBUHU C KOTOPBIM HCIOJHUTENb YCIYyT NPUHHUMAET
Ha ce0s1 00s13aTeNnbCTBa OKa3aTh YCIyry:

a) J0roBOp OKa3aHus (MPEIOCTABICHUS) YCIIYT;

b) saka3 ma ycnyry;

C) TBepmas odepra;

d) cBobomaHas odepra.

4. C kakoii natel npukazom Poccrannapra ormeneno neiicreue OKBO/JI, OK/IIT, OKIIA, OKYH u OKII?

a) c 1 saBaps 2014 1.;

b) c 1 suBaps 2015 1,;

c) c 1 suBaps 2016 1.;

d) c 1 suBaps 2017 1.

5. Mo cpaBHenuto ¢ OKBD/I, B OKBD/I 2 koauyecTBO pa3/ienos:

a) YBEJIHYHUIOCH;

b) ymemnbmrmIoCs;

C) ocTragoch HEM3MEHHBIM.

6. PexpeanrioHHble ycayru o GyHKIIMOHAILHOW HAMPABJICHHOCTH OTHOCSTCS K:

a) yciyram, OpHCHTHPOBAHHBIM Ha IIPOU3BOICTBO;

b) ycmyram, opueHTHpOBaHHBIM Ha OOIIECTRO;

C) yciyram, OpUCHTHPOBAHHBIM Ha JOMAIIIHEEe X03sUCTBO;

d) ycmyram THYHOTO XapakTepa.

7. O6bexramu knaccudukamun 8 OKBI/] 2 senstoTcst:
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a) ToBapsI;
b) ycayru;

C) TOBaphI U YCIYTIH;
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d) BuUBI SKOHOMUYECKOU JIESITEILHOCTH.
8. B mIHPOKOM CMBICIIE CJI0BA CEPBHUC — 3TO:

a) UeNeHANpPaBICHHbIN

COLIMAJIBHBIA  IIPOLECC

pacmpocTpaHeHus 1 NoTpedieHus Oar.

b) mpemocrasnenue

yemyr,

IJIATEXKECTIOCOOHOTO CIipoca.

oOcity>)xuBaHue

monen

C) HeﬁCTBHC, MPpUHOCAIICE T0JIb3Yy, OKa3bIBaOIICC [TIOMOIIb.

B

9. Uto He OTHOCHUTCS K IPUHIAIIAM COBPEMEHHOTO CepBHUCa:
a) KomdoprrocTs mst notpebuTens;

b) KomrmiekcHOCTS cepBHCHOTO 0OCITY)KMBAHMUS;
c) HudopmarmoHHoe obecrieueHie MOTpeOUTeNs U IPOH3BOAUTENIS;
d) TIpuBaTHOCTH B MEKIMYHOCTHBIX KOHTAKTaX;

e) AZ[eI(BaTHOCTI) TCXHHUYCCKOI'O YPOBHS CEPBHUCHOTO 06CJ'Iy)I(I/IBaHI/I${ COBPEMCHHBIM Tpe6OBaHI/I$IM;

f) Bce BoIIenepeYncIIEHHOE.
10. Bepuo nu ytBepkaeHue: «Paciper uckyccrsa B nepuoa Bospoxkaenus (1300-1700 rr.) mokasasn, HACKOIBKO BaXKHBI JJISI

BSaHMOL[eﬁCTBHﬂ

cyOBeKTa

Ppa3iinIHbIX

u

00beKTa

B

xXone

chepax TIOBCEIHEBHOH IKHM3HM Ha

IMpoOu3BO/JCTBA,

OCHOBC

06II.ICCTB3. B LCJIOM M IJIA KOHKPECTHOTO YCJIOBEKAa B YACTHOCTH YAOBJICTBOPCHHUE HEOCA3ACMBIX HOTpe6HOCTeﬁ, CBs3aHHBIX HEC C
HOTpe6J’IeHI/IeM MaTepUaJIbHbIX 6J1ar, HO C O6HaHaHI/IeM OnaramMu HEMaTCpUAJIbHBIMU:

a) BepHO;

b) mesepHo.

Kirou:
1 2 3 4 5 6 8 9 10
b b b d a d a d a

Kpurtepun OlieHKH 3aJaHUS:
oreHka 5 6anoB («oTnaHO») — 9-10 MpaBUIIEHBIX OTBETOB;

oreHKa 4 Oaia («XopoIoy») — 7-8 npaBUIIbHBIX OTBETOB;

oreHka 3 0ana («yIoBICTBOPUTEIILHOY) — 5-6 MPaBUIIBHBIX OTBETOB,
OLICHKA («HEYIOBICTBOPUTEIHHO») — MEHEe 5 MPaBUIIbHBIX OTBETOB.

TIpoBepsieMble KOMIETEHIUH (i3 oriomn Bo):
VK-5. CniocobeH BOCIpHHAMATh MEXKYJIbTYpPHOE pa3zHooOpa3ue oOIiecTBa B COIMATbHO-UCTOPHUUECKOM, STHYECKOM U

¢$uocockoM KOHTEKCTaxX

TIK-5. CrmocobeH k pa3pabOTKe M COBEPIICHCTBOBAHMUIO CHUCTEMBI KJIMEHTCKMX OTHOUICHHH C y4eToM TpeOoBaHHM

notpedurens

TIpoBepsemble HHAMKATOPBI AOCTHKECHUS KOMIICTECHIIHA:
VK-5.1. HaxomuT W HCHONB3yeT HEOOXOIMMYIO ISl CaMOpPA3BUTUS M B3aUMOJCHCTBHS C JIPYTHMH HH(MOPMAIHIO O
KYJIBTYPHBIX OCOOCHHOCTSIX U TPAIUIMAX PA3JIMYHBIX COLMANBHBIX TPYIII
TIK-5.1. [IpumeHseT KIMEeHTOOPUEHTHPOBAHHbBIE TEXHOJIOTUU B CEPBUCHOM JIEATEIBHOCTU

TIpoBepsiemble pe3yabTaThl 00yUYCHUS:

3HaeT: 0COOCHHOCTH CEpBUCHOH IedtenbHOCTH B Poccwmiickoit denmepamum u 3a pyOexoM; HCTOPUIO Pa3BUTHS CEPBHCA;
OCHOBHBIE TEHACHIMHU COCTOSIHUS M Ppa3BUTUS pbIHKA yciayr B Poccuiickoit ®Deneparuu; 3apyOeXHBIH ONBIT OpraHU3alUU
3¢ dexTHBHOTO (HYHKIHOHMPOBAHUS CEPBUCHON NEATENBPHOCTH; HMOHATHE «YCIyra», KIacCH(HUKAIMIO YCIyT, CBOMCTBA YCIYT;
MOHSATHE M CYIIHOCTb CEPBHCHOH JESATENBbHOCTH, BUABI CEPBUCHOH MAEATENBHOCTH; CYIIHOCTh KIMEHTOOPHEHTHPOBAHHBIX
TEXHOJIOTHI B CEPBUCHOM JEATEILHOCTH; MOHITUS CEPBUC IPOJANK)», «CEPBUC COIPOBOKICHUA», U «BHYTPEHHUH CEPBUCH.

Ymeer: 000cHOBaTH BEIOOP YCIYrH ¢ Y4ETOM NOTPEOHOCTEH KIIMEHTA.

Tun (dbopma) 3a1aHus: IPAKTHUECKOE 3alaHNE
IpumMep THITOBBIX 3aaHMil (OIIEHOYHBIC MATEPHAIIBI):

IIpumep 1.

1) 3ajaHMe Ha BOCHPOM3BEICHHE: HA H3JIOKEHHE TEOPETHYECKOro BoIpoca (OleHMBaroTcs: monHorta (3 Oauia), Hamudue
npuMepoB (3 6asia); MaKCHMaIbHOE KOJINYECTBO OayIoB - 6)

IIpumep 3aganus:

Hamnummre pa3BepHyTHIit 0TBET 1O TeMe «PoJib CepBHUCHON AESITENFHOCTH B COLMATBHO-DKOHOMUYECKOH KU3HU CTPAHBD)

Kputepun ouenku:

Kpurepuit bamel
MOJIHOTA H3JI05KEH TIOJIHOCTHIO H3IJI0’KEH NPEUMYIIECTBEHHO
3 Gamta 2 bamna
MIPUMEPBI 3 nmpuMepa HILUTIOCTPUPYIOT TEOPETHUECKHE 2 npuMepa WLTIOCTPUPYET TEOPETHUECKHE
3aKOHOMEPHOCTH 3aKOHOMEPHOCTH
3 Oamna 2 Ganna

IepeueHpb TeM Tt BOCIPOU3BEICHHUS:
1. Cdepa cepBuca: OCHOBHBIC TIOHSTHS
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Pounb cepBUCHOI AEATENFHOCTH B COLUATILHO-3KOHOMHUECKOW KU3HHU CTPAHBI M COLIMANBHBIC TIPEANOCHIUIKH €€ pa3BUTHS
OpraHu3alyioHHbIE OCHOBBI CEPBUCHOM JAEATEIbHOCTH

Tunsl 1 BUIBI CEPBUCHON ACSITETLHOCTH

CocrosiHHe TOTPEOUTENHCKOTO PhIHKA YCIIYT

IepcoHan: npaBuiia U OpraHU3aIys 00CTyKHBaHUS MTOTPEOUTENCH

Knaccudukauus norpebHOCTEH B ycayrax u B CEpBUCHOM OOCITYKHBaHUHI

2) 3aJJaHie Ha TOHMMAaHHE: Ha BIIAJICHUEC MOHATHSAMH (YCTAHOBJICHHE B3aMMOCBS3H MEXKAY IMOHATHAMH);, MaKCHMAJIbHOE
KOJIM4YeCTBO OayioB — 9.

[Ipumep 3amanus:

PackpoiiTe B3auMOCBSI3b IOHATHH «CEPBUCY, «CEPBUCHAS IEATEILHOCTDY, «KYJIbTYpa CEPBUCHON AEATEILHOCTHY.

Kpurepun onenku:

1. Jlano nonHoe onpeneneHue 1-ro noxstus — 1 Gami.

IToka3aHa B3aMMOCBSI3b MEXKIY 2-Msl TIOHSTUSAMH — 2 Oaa.

Ilousarus:

«CEPBHCY», «CEpPBUC MPOJaXK», «cdepa CepBHCa», «CEPBHCHAS JCATEIBHOCTBY, «KYJIbTypa CEPBHUCHOHM IEATEIHHOCTH,
«ycityray, «00CIyXHBaHUE», «IPEAOCTABICHUE YCIYI'H», «3aKa3 Ha YCIYTy», «MHIYCTpUs chepbl cepBuca», «HMH(pacTpyKTypa
chepbl CcepBHCa», «CEPBUC COIMPOBOXKACHHS», «BHYTPCHHHH CEpPBUC», <JIMYHOCTHBIH TOTCHIMAN COTPYAHUKA CEPBHCHOU
OpraHu3alMN», «COLUANBHAS IPYIINAY, KIIOTPEOUTENINY, KOPraHNU3aIHs CEPBUCAY

[Ipumep 2:

1) 3amaHuMe Ha BOCHPOM3BEJCHME: HAa M3JIOKEHHE TEOPETHYECKOro Bompoca (OleHMBaoTCs: noiHoTa (3 Oaiuia), Hanuuue
npuMepoB (3 6aia); MaKCHMAaJIbHOE KOJINYECTBO OAIIOB - 6)

[Mpumep 3ananus:

Hanwumre pa3BepHyThIit 0TBET 10 TeMe «Kitaccudukaius ycinyr: MaTepHalibHbIC YCIYTH U UX XapaKTePUCTUKAY

Kputepuu oueHku:

Nogrwn

Kpurepuit baiel
IIOJIHOTA H3JI0)KEH ITOJTHOCTHIO M3JI0KEH MPEUMYIIECTBEHHO
3 Oaa 2 Oamia
MIPUMEPBI 3 mpuMepa WILTIOCTPUPYIOT TEOPETUUCCKUE MTOJIOKECHHUS 2 mpuMepa WLTIOCTPUPYET TEOPETHUECKHE
MOJIOXKECHUS
3 Gamia 2 Oamia

Iepedens TeM A1 BOCIPOM3BEICHHUS:
Knaccudukanus BUgoB yciayr
Bunst 1 popMBI CepBHCHOMN EATEIBHOCTH
XapaKTepUCTUKA OCHOBHBIX BUJJOB CEPBUCHBIX YCIIYT
MarepuanpHble yCIyrn
CouuanbHO-KyIbTypHBIE YCIYTH
KadectBo cepBucHsIx ycimyr
IToxazaTenu 3¢ (heKTUBHOCTU CEPBUCHOMN JICSITEILHOCTH B OPraHU3alluu
2) 3ajaHde Ha IOHIMAaHNe; MaKCHMaJbHOE KOJIMIeCTBO OamnoB — 9.
IIpumep 3aganus:
«Ha mpuMmepe KOHKPETHOH IOTPEOHOCTH KIIMEHTa OpTaHM3alMX (Ha BBIOOp) O0OOCHyHTe BBIOOp yCIyrHm H HaiiTe
KOHCYJIBTALUIO 110 YCIIyTe».
Kputepun oreHkw:
TIpuBenénHas opraHu3anyst OTHOCUTCS K cdepe cepuca — 1 Gas.
OrmicaHa KOHKpETHas MOTPeOHOCTh KIMEeHTa — 2 Oana.
VYcenyra nonoOpaHa B COOTBETCTBHH C MMOTPEOHOCTHIO KIIMEHTa — 2 Oasuia.
Ompenenen Bup yciayra — 1 6armr.
Jlana noapoOHas/kpaTkasi XapakTepUCTUKA YCIyTH B COOTBETCTBUM C BUIOM — 2 Gana/l Gam.
PeKOMEH,I[aHI/II/I KIIMEHTY MOCIeJ0BaTeIbHBI — | Oarm.
IIpumep 3:
1) 3amaHmMe Ha BOCHPOHM3BEICHHE: Ha HM3IOKCHHE TEOPETHUECKOTo BOMpoca (OIEHHBAIOTCS: MoNHOTa (3 Oamma), Hamwdue
nprMepoB (3 6asia); MaKCHMaIbHOE KOJINYECTBO OayIoB - 6)
Ipumep 3amanus:
Hanummre pazBepHyThIi 0TBET 10 TeMe: «KauecTBo cepBUCHON IeATEIbHOCTI
Kputepun oreHku:

NogsrwhE

agrwnE

Kpurepnit Banner
MOJIHOTA M3JI0KEH MOJHOCTHIO M3JI0KEH MPEUMYIIECTBEHHO
3 Gata 2 bamna
MIPUMEPBI 3 npuMmepa WUIIOCTPUPYIOT TEOPETHYECKUE | 2 MpHUMepa HILUTIOCTPUPYET TEOPETHYECKHUE TIO0KEHHS
TTOJIOXKCHUS
3 Oamna 2 banna
TTonsTus:

«IMYHas TPOAAXay, «IIPE3CHTAlUs YCIYr», «KOHTAKTHas 30HA», «CEPBHCHOE B3aUMOAEHCTBUE», «CTEPEOTHUIM3ALMY,
«(pakTOpEl  YHOBIETBOPEHHOCTH/HEYIOBICTBOPCHHOCTH IIPEHOCTaBICHUEM YCIYTH», «KadeCTBO YCIYrH (0OCIyKUBaHUA),
«CBOWMCTBO ycIIyru (OOCIyXKHBaHHUS)», «IIOKa3aTeNb KadecTBa YCIyTH (OOCIYXHBaHHUSA)», «Ka9eCTBO HCIOIHEHHS YCIYTH»,
«Ka4eCTBO PE3yJbTaTa yCIYTH», «BPeMs 0OCIY>KUBAHUS», «CPOK MCIIOIHEHHS YCIYTH», «H0Ka3aTenu 3(¢(GEeKTUBHOCTH CEPBHCHOMN
JeATENbHOCTI, «(OPMBI 00CITYKUBAHHSD)
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2) 3aaHKe Ha IOHHMMaHUe: MAKCUMAJIbHOE KOJIMYECTBO 0aioB - 9.
TIpumep 3amanus: «Ha npuMepe KOHCYIBTAIIMOHHOM YCIYTH OXapaKTepu3yiTe e€ moka3aTenn KaueCTBa U BO3MOXKHOCTH €ro
OTIpeneICHUSD).
Kpurepun oneHku:
[TpuBeneHs! XapaKTEPUCTUKH YCIYTH, COOTBETCTBYIOLIHE KOHCYAbTAIIMU — 1 Oast.
JaHo onpeienieHne KauecTBa KOHCYIbTAIIMOHHON yenyry — 1 Gam.
[NepeuncreHsl TOKa3aTeN Ka4ecTBa, COOTBETCTBYIOIINE KOHCYIbTAIMOHHOM yciyre — 1 Oas.
ChopMyaupoBaHbl KPUTEPHH, IO KOTOPBIM MOKHO OIICHHTH [TOKa3aTeln KadecTBa — 3 Gasa.
[IpemnokeH MHCTPYMEHT OIIEHKH KauecTBa KOHCYJIBTAMOHHOW YCIYTM M omucaHa ero ¢opma B COOTBETCTBHH C
3asBJICHHBIMU KpUTEPUIMU — 3 Oasa.

agrwdE

IpoBepsieMbie KOMIETEHIUH (45 o101 BO):

VK-5. CriocobGeH BOCIpHHAMATh MEXKYJIbTYpPHOE pa3HooOpas3ue oOIiecTBa B COIMATbHO-MCTOPHUUECKOM, STHYECKOM U
¢bunocopckoM KOHTEKCTaxX

IMK-5. CnocobGeHn k pa3paboOTKe M COBEPIICHCTBOBAHWIO CHCTEMBI KIMCHTCKUX OTHOIICHHH C Y4YeTOM TpeOOoBaHMIA
oTpeOUTEN

[TpoBepsieMble HHAUKATOPHI TOCTHXKEHHSI KOMITETCHIINA:

VK-5.3. YMeeT ToJiepaHTHO ¥ KOHCTPYKTHBHO B3aUMOICHCTBOBATH C JIFOJIbMH C YYETOM HX COIIMOKYJIBTYPHBIX OCOOCHHOCTEH
B I[EJISIX YCIEITHOTO BHIOJIHEHUS MPO(ECCHOHANBHBIX 3a/1ad M YCHJICHHUS COLIMaJIbHOM HHTErpaluu

I1K-5.2. YyactByeT B pa3paboTKe CUCTEMbI KJIMEHTCKUX OTHOIICHHH

I1K-5.3. YyacTByeT B COBEpIICHCTBOBAHUHU CUCTEMBI KJIMEHTCKHX OTHOIIECHHUH

TIpoBepsiembie pe3yabTaThl 00yUYECHUS:

3HaeT: GOPMBI K METOJIBI OPTaHU3AIMH O0CITYKUBAHUS, TOKa3aTenn 3)(HEeKTUBHOCTH CEPBUCHON SSATENFHOCTH OpraHU3aLUHT;
COCTABJISIFOIINE DJIEMEHTHI KauecTBa OOCIY)KMBaHHS KIMEHTOB; XapaKTEPUCTHKY OCHOBHBIX COCTABIISIOMIMX KOHTAKTHOW 30HBI;
npaBuia OOCIYXHBaHHs MOTpeOUTeNel B KOHTAKTHOW 30HE, OCOOEHHOCTH OPraHM3allMi KOHTAKTHOH 30HBI Ha MPEANPUATHSIX
CepBHca B 3aBICUMOCTH OT BHJIA U TUIIA YCIYT.

Ymeer: paboTarh B «KOHTAKTHOW 30HE» Kak cdepe pealn3allid CEPBUCHOH JESTENbHOCTH; B MOJEIBLHOW CHTYallud JaTh
KOHCYJIBbTAllMIO TI0 MPEeAOCTaBIsIeMOl yciyre; (GOpMyIHpoBaTh TPeOOBAHMS K COCTABILIFONIMM KOHTAKTHOW 30HBI ((PHU3NUECKHM
YCIIOBUSIM, KOMMYHHMKATUBHOW KOMIIETEHTHOCTH II€pCOHAa, MPOQECcCHOHATU3MY IepcoHana); (OpMyIHpPOBaTh HalpaBJICHHS
COBEPIIICHCTBOBAHHUS CEPBUCHOMN JISSITEILHOCTH OPraHU3allii B MOJICTBHON CUTYAIUH.

Brnaneer: TexHonoruel IpPOEKTUPOBAHUSI CEPBUCHON JEATEIBHOCTH HAa OCHOBE DE3yJIbTAaTOB WU3Y4EHHsS OCOOCHHOCTEH
KIIMEHTOB; TEXHOJIOTHEH IPOSKTHPOBAHMUS KOHTAKTHON 30HBI Ha MPEATIPUATHH CEPBHCA.

Tum (popma) 3ananus: Keic
1. CopoextupyiiTe CepBHUCHYIO JIESITEJLHOCTh Ha OCHOBE PE3YJIBTaTOB M3Yy4dEHUs OCOOCHHOCTEH KIMEHTOB (Ha IpuMepe
OpraHM3aImu chepsl YCIyr)
Kputepuu ouenku basel
OIUCHIBAET KOHKPETHYIO CUTYALHIO C yKa3aHUEM: 10
. pasMepa U BUIA (0B) AEATENBHOCTH OPraHU3ALUMY;
U OCHOBHBIX XapaKTEPUCTHUK YCIIyI' OpTaHHU3aIUu;
. LeJIEBOM TPyl KIUEHTOB (110713, BO3PAcTa, 10X0Ja U UHbIX 3HAUUMBIX XapaKTEPUCTUK);
. Pe3yIbTaTOB U3y4YEHUS OCOOCHHOCTEH! IeeBO TPyl (ITHOKYIBTYPHBIX, PETUTHO3HBIX,
UCTOPUYECKUX U T.1.)
000CHOBBIBAET HEOOXOIUMOCTh IPOEKTUPOBAHUS CEPBUCHOM 1ESATENFHOCTU B COOTBETCTBUU C 10
0COOEHHOCTSIMHU KIIHCHTOB
000CHOBBIBAET, UCXO/S U3 CUTYalUU: 20
. (haKTOPBI, ONIpeeIAIOMIE TOTPEONTENBCKOES TOBEEHHIE HCXOAS U3 0COOCHHOCTEH 1eTIeBOit
TPYIIIBI;
. XapaKTePUCTHKU YCIYTH C y4eTOM (haKTOPOB, ONPEASIIAIONIX TOTPEOUTENHCKOE TIOBEICHUE;
. pe3ybTaTHl ydeTa (akTopoB B BEIOOPE METOI0B 1 (POPM 0OCITYKHBaHNS;
o pe3yabTaThl yueTa (pakTopoB B ONPEICJICHUH IPAaBII 00CTyKMBAHUS KIMEHTOB,
JIaeT OLEHKY (TMIPOTHO3) Pe3yJIbTATUBHOCTH JICHCTBUI 110 MPOSKTUPOBAHUIO CEPBUCHOM JIESATEIBHOCTU HA 5
OCHOBE Pe3yJIbTaTOB U3Y4EHUs] OCOOEHHOCTEN KIMEHTOB B IPUBEJEHHON CUTyalu
2. PaspaboraiiTe mporpamMmy KOHCYJIBTHPOBAaHHs MOTPEOUTENS B IPOLIECCE CEPBUCHOTO B3aMMOACHCTBHA (Ha mpHUMepe
opraiusaiuu cepsl yeiyr)
Kputepuu ouenku basl
OIUCBHIBAET KOHKPETHYIO CUTYALHIO C yKa3aHUEM: 10
. BU1a(OB) IEATEIbHOCTU OpraHU3alHHU;
. YCIyr OpraHu3alMy, B TOM YKCJIE YCIIyTI KOHCYJIbTUPOBAHMS;
. 1LIeJIEBOM TPyl KIMEHTOB (013, BO3PAacTa, JOX0a M UHbIX 3HAUUMbIX XapAKTEPUCTHUK);
000CHOBBIBAET HEOOXOAUMOCTH Pa3pabOTKHU MPOrpaMMbl KOHCYJIbTUPOBAHUS OTPEOUTENS B IIpOLIECCe 10
CEPBHCHOTO B3aNMOJICHCTBUS
000CHOBBIBAET JEHUCTBUS 110 KAXKAOMY U3 I€PEUUCICHHBIX HaPaBICHUI, IPUBOJIS IPUMEPBI ITUX ACHCTBUIM 20
WU OOBSACHSS MX B3aHMOCBS3b:
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(uKcanys ey KOHCYIbTHPOBAHHS JUIsl BRIOPAHHON CUTYaIlNH;
BBIOOD (POPMBI KOHCYJIBTUPOBAHMUS;
OIIpe/IE/ICHHE 3TANOB KOHCYJIbTUPOBAHUS,
OIpesieieHHe METOA0B KOHCYIbTUPOBAHNUS,
OIlpeieieHHE NIPABUII KOHCYJIbTHPOBAHUS,
JlaeT OLIEHKY (IIPOrHO3) pe3yAbTaTUBHOCTU JEUCTBUI 110 pa3pabOTKe IPOrpaMMbl KOHCYIbTUPOBAHUS 5
HOTpeOUTENs B IPUBECHHON CUTyalluH
3. IIpoexTHpyeT KOHTAaKTHYIO 30HY Ha NPENPUSATUIX CepBHCA

Kpurepuu oueHku baser
OTNHKCHIBAET KOHKPETHYIO CUTYAIIUIO C YKa3aHUEM: 10
. pa3Mepa u BHIa(OB) JeATEILHOCTH OpraHHU3alNY;

. OCHOBHBIX XapaKTEPUCTUK YCIYT OpraHU3allvy;

. LIENICBO¥ TPYIIBI KIIMEHTOB (I0J1a, BO3pacTa, 0X0/Ja U HHBIX 3HAYNMBIX XapaKTEPUCTHK);

. IepcoHaIa OpraHu3aliy, Peaau3yIoNnIero 00CIyKUBaHHE KIUEHTOB;

. APXHUTEKTYPHO-TUIAHUPOBOYHBIX PEIICHUIT OpraHu3allvy,

000CHOBBIBACT HEOOXOIMMOCTB IIPOCKTHPOBAHNs KOHTAKTHOH 30HBI HA NPENPUSITHH CEPBHCA 10
000CHOBBIBACT, HCXO/IS U3 CUTYAIlUH: 20
. THUI KOHTaKTHOH 30HBI, aJeKBAaTHBIH yCIIyraM OpraHU3aliy U CUTYaLlIH;

. MOKa3aTeI KOHTAKTHON 30HEI;

. 9Tambl OPraHU3aI[ KOHTAKTHOM 30HBI;

. AITOPUTM CEPBUCHOTO ITOBEJCHHUSI IEPCOHANIA KOHTAKTHOM 30HBI;

JIaeT OLEHKY (IIPOTHO3) pe3yIbTaTUBHOCTH JEHCTBUIT 1O IIPOSKTHPOBAHUIO KOHTAKTHOM 30HBI B IPHBEACHHOW | 5
CHTYalluH

Metoandeckrue Matepualibl, ONpPECISIOIINe MPOUeTypy U KPUTCPUH OLICHHBAHUS C(POPMUPOBAHHOCTH KOMIETEHIMH NpHU
IIPOBE/ICHUH POMEXYTOYHOM aTTecTaluu

BBIOTHEHHBIC 3a/IaHUSI OLCHUBAIOTCSI TI0 HIKAJIC:

55%-69% BepHO BBHINOIHEHHBIX 3aaHUH — «yJOBIETBOPUTEIBEHOY;
70%-85% BepHO BBIIOJHEHHBIX 3aJaHIH — «XOPOLIOY;

86%-100% BepHO BBINOJIHEHHBIX 331aHUH — KOTIIMYHON.
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