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[NosicuuTenbHas 3anucka
®onj oneHouHbIX cpeacts (nanee — GOC) i NPOMEKYTOUHOU aTTeCTALUM 1O AUCHUIUIMHE «CepBUCHAS IESTENbHOCTbY
pa3paboTaH B COOTBETCTBUH C TpeOOBaHUSAMH (pelepallbHOTO TOCYAaPCTBEHHOr0 00pa30BaTENIBHOTO CTaHIApTa BBICIIETO
oOpa3zoBaHMsi — OakajaBpuaT IO HampapiaeHuto noxarorosku 43.03.01 Cepsuc, yTBEpXKIEHHOIO IpHKa3oM MuHUCTEpCTBa
oOpazoBanus u Hayku Poccuiickoit ®enepanmu ot 8 wmronHs 2017 1. Ne 514; (3apeructpupoBaH MUHHCTEPCTBOM FOCTHIINU
Poccuiickoit ®epepanuu 29 wmrons 2017 r., peructpauuoHsslit Ne 47236), ¢ U3MEHEHUSIMU, BHECEHHBIMH IIPUKA3aMU
MuHHCTEpCTBa HAYKH W BbIcIIero oOpaszoBanus Poccuiickoit ®enepanuu 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 MunuctepctBoMm roctuiinu Poccuiickoit denepannu 12 mapta 2021 r., perucrpanuonHslit Ne 62739), ocHOBHOIM
npodeccruoHanbHOM 00pa3oBaTeIbHON IporpaMMoi IO HampasieHuto noArotoBku 43.03.01 CepBuc, HanpaBlIeHHOCTH (IIPOQUIIB):
«DUHAHCOBBII CEpBHC» C ydeToM TpeOoBaHMN mpodeccHoHabHBIX cTaHaapToB 40.053 «Cnenmanuct 1o oOpraHu3aluu
HOCTIPOJAKHOIO OOCIYXHMBaHUS U CEPBUCA», YTBEPXKJICHHBIH NpukazoM 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 mno (GpuHaHCOBOMY KOHCYJIBTHPOBAHUIO», YTBEPMKJICHHBII
MpHKa3oM MHHHUCTEpCTBA TPyJa U colualnbHOM 3amuThl Poccutickoit @eneparyu ot 19 mapra 2015 r. Ne 167H (3aperucTpupoBan
MununctepcTBoM octuniuu Poccuiickoit @enepanyu 9 anpens 2015 r., peructpanuonssiii Ne 36805).

Lens @OC 11 NpoMEKYTOUHOH aTTECTAlMU — YCTAaHOBICHUE YPOBHS c(hopMUpoBaHHOCTH KoMnereHuui YK-5, ITK-7.
3amaun ®OC i NPOMEKYTOYHOM aTTecTalMd - KOHTPOJIb KayeCcTBa M YPOBHS JOCTIDKEHHS PE3yJIbTaTOB OOy4YCHHUS
MHPYEMBIM B COOTBETCTBHU C y4€OHBIM IJIAHOM KOMIIETECHIIMSAM:

Komnerennus WNuaukatop PesynbTarel 00y4eHUs
VK-5. Crocoben | YK-5.1. Haxomur wu wucnonbs3yer | 3HaeT: OCOOCHHOCTH CEPBUCHOM IEATENBHOCTH B
BOCHPUHUMATH HeoOxonuMyo Ui camopasButus u | Poccuiickoit @enepanuu u 3a pyOoexoM; 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
HUCTOPUUYECKOM, 3THUECKOM | PA3IMYHBIX COLHATBHBIX TPYIII 3¢ GeKTUBHOrO (YHKIUOHHUPOBAHUS CEPBUCHON
u ¢dunocopckom JIESITEJIbHOCTH.
KOHTEKCTax VYK-5.3.  VYmeer TonepantHo u | Buageet: TEXHOJIOTHEN IIPOEKTUPOBaHUSA
KOHCTPYKTHBHO B3aMMOJICHCTBOBATh C | CEPBUCHOW IEATENHHOCTH HA OCHOBE PE3YJIHTATOB
JIObMHU c y4eToM uX | U3y4eHUst OCOOCHHOCTEN KIMEHTOB.
COIIMOKYJBTYPHBIX OCOOEHHOCTEH B
LesIX  YCHEIIHOTO  BBIIOJIHEHUS
podeCcCHOHATBHBIX 3aau u
YCUJICHHSI COLUAIbHON HHTErpaluu
IK-5. Crniocoben k | TIK-5.1. IIpumensier | 3HaeT: MOHATHE «YCIIyray, KIacCUPHUKALHUIO YCIYT,
paspaboTke U | KIMEHTOOPUEHTUPOBAHHbIE CBOMCTBA YCIYT; IOHATHE U CYLUIHOCTb CEPBUCHOM
COBEPIIIEHCTBOBAHUIO TEXHOJIOTHU B CEpPBUCHOH | NEATENbHOCTH, BUIBI CEPBUCHOW JESATEIHHOCTH;
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 MPEINpHUATHAX CEepBUCA 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 MOJIEIHHON CUTYaIHH.

Bunaneer: TEXHOJIOTHEH POCKTUPOBAHUSI
KOHTaKTHOM 30HBI Ha IPEIIPUITHN CEpBHCa.

1o
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TpeboBaHue K MpoLEaype OLCHKH:

TToMeneHne: KOMIBIOTEPHBIH Ki1ace

O06opynoBaHue: KOMIBIOTEP, KIIaBUATYpA, nepudepuiiHbie YCTPOUCTBA

MHCTpYMEHTBI: KaHIEISPCKHE TPHHAIICKHOCTH

PacxonHbie MaTepHansl: Oymara

JlocTyn K JOTMOJNHHUTENBHBIM CIIPaBOYHBIM MaTepHaliaM: 3ampenieH (s TEeCTOBBIX 3aJaHuii), AOCTyNm K 0a3aM JaHHBIX,
HH(MOPMALIOHHO-CIIPABOYHBIM M [IOMCKOBBIM CHCTEMaM (IJIsI IPAKTHIECKHUX paboT).

Hopwmsbr Bpemenun: 20 MUHYT (Ha TECTOBBIC 3alaHus); 2 aKaJeMHUYECKHX 4aca (Ha BBITIOJIHCHUE KaXJOTro MPaKTHYSCKOTO
3aqaHus); 4 akaJJeMUIeCcKUX Yaca (Ha BBITIOJIHEHHUE Kekca).

ITpoBepsieMble KOMIIETCHIHH (43 o1ior Bo):

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

IIK-5. CnocobeH k pa3pabOTKe M COBEpIICHCTBOBAHWIO CHCTEMbBl KIHMEGHTCKHX OTHONICHHII C y4eToM TpeOOoBaHMI
MOTPeOUTEIISI

ITpoBepsieMble HHAMKATOPHI JOCTHKEHUS KOMIICTEHIIUH:

YK-5.1. HaxoguT ¥ UCHOIb3yeT HEOOXOMUMYKO [UIf CaMOPa3BUTHS M B3aUMOAEHCTBUS ¢ APYTrUMU HH(OPMAILMIO O
KyJTbTYPHBIX OCOOCHHOCTSIX M TPANUIMAX PA3THIHBIX COIUATBHBIX TPYII

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

[IpoBepsiemMble pe3yinbTaThl 00Y4eHUs

3HaeT: 0COOCHHOCTH CEPBUCHOHW JesrenbHOCTH B Poccuiickoit Depepanuu U 3a pyOeKOM; MCTOPHIO Pa3BUTHS CEpPBHUCA;
OCHOBHBIC TEHJICHIIMM COCTOSHHMS W pa3BuUTHA pblHKa ycnyr B Poccuiickoii denepaunu; 3apyOexHBIH OIBIT OpraHU3allUuM
3G dekTHBHOrO (YHKIHOHHPOBAHMS CEPBUCHOM IEATEIHHOCTH; MOHATHE «YCIyray, KIAacCH(HKALMIO YCIYT, CBOWCTBa YCIYT;
MOHATHE M CYI[HOCTh CEPBHCHOM JIESATEIBHOCTH, BHJBI CEPBUCHOW [EATEIBHOCTH; CYLUIHOCTh KIHMEHTOOPUEHTHPOBAHHBIX
TEXHOJIOTHI B CEpPBUCHOH JIEATEIILHOCTH; MOHITHUS «CEPBUC MPOJAXK», «CEPBUC COMPOBOXKACHHS), H «BHYTPEHHHUI CEPBUCH.

Tun (popma) 3a7aHusA: TECTOBBIC 3aaHUS 3aKPBITOTO TUIIA
TIpuMep THUMOBBIX 3a7aHNi (OLIEHOYHBIC MaTEPHAIIBI):
TecroBble 3agaHus

1. Kakoe yTBeprkIeHre HEBEpHO:

a) Bbyksennsie kol B OKBDJI 2 He HECYT CaMOCTOSITENbHOM KOJOBOI HArpy3KH M 3HAYCHUS, T.K. HIECTU3HAYHOE UPPOBOE
KOJIOBOE 0003HAaYCHHE SBIISIETCS] YHUKAIBHBIM JUTS KITacCH(BUKATOPa B LIEIIOM;

b) PaccmaTpuBas cepBHCHYIO AEATEIBHOCTD Kak CrielMDUUSCKU TP/, HEOOXOAUMO YUUTBHIBATh XapaKTep yIOBICTBOPEHHUS
NOTPeOHOCTEH U MOJIENb MOTPEOIEHHS, KOTOPBIE OIPENEIIIIOTCS CTPYKTYPHBIMH (hPaKTOpaMU HCTOPUIECKH KOHKPETHOTO OOIIeCTBa;

c) CepBuCcHas JIEATEIBHOCT — 3TO Hay4Has OTpacib M ydeOHas NUCLMIUIMHA, M3y4arolas CYIIHOCTb, 3aKOHOMEPHOCTH
BO3HMKHOBEHUS! W (YHKIMOHHPOBaHWS c(epsl cepBHCa KaK OOJACTH YENOBEUYECKOH JEeATENbHOCTH W OTHOCHUTENHHO
CaMOCTOSTEIbHON YaCTH SKOHOMHYECKOH KM3HU 00I1eCTBa;

d) Tlo umcny mromei, 3aHATHIX B cepe cepBuca, W pa3MepaM BKJIaja B HAIMOHAJBHBIA OXOJ CCPBUCHBIC HAIPABICHUS
JIeSITeTIbHOCTY B PAa3BUTHIX CTPaHAaX HE TOJILKO BBILIUIM HA YPOBEHb MAaTEPUAIILHOTO MPOU3BOJICTBA, HO M MPEB3OIILIH €T0.

2. Yciryrd, oka3plBaeMble HAaCEIEHHIO, MOYKHO MOJPa3IeNUTh Ha!

a) COIMATLHO-KYJIbTYpPHbIC, HEMAaTEPHATbHBIC U CMEIIIAHHbIC,

b) marepuanbHbIe, HeMaTEepHATbHBIC H CMCIIAHHBIC,

C) MarepHajibHbIC U HEMATEPHAIbHBIC,

d) marepuanbHbIC, COLNATBHO-KYIBTYPHBIC M AOMOIHUTEIBHBIC.

3. CornaieHue MexXay IOTPEeOUTENIEM U UCTIOJIHUTENIEM YCIIYTH, B COOTBETCTBUH C KOTOPBIM HCIIOJIHHUTEINb YCIYT IPHHUMAET
Ha ce0s1 00s13aTeNnbCTBa OKa3aTh yCIyry:

a) [I0roBop OKa3aHus (IPEIOCTABICHHS) YCIIYT;

b) saka3 ma ycnyry;

C) TBepmas odepra;

d) cBobomaHas odepra.

4. C kakoii natel npukazom Poccrannapra ormeneno neiicrsue OKB3/JI, OK/I, OKII, OKYH u OKII?

a) c 1 suBaps 2014 r.;

b) c 1 suBaps 2015 1,;

c) c 1 suBaps 2016 1.;

d) c 1 suBaps 2017 1.

5. o cpaBuenuto ¢ OKB3/I, B OKB3/] 2 xonn4yecTBO pa3ienos:

a) YBEJIHYHUIOCH;

b) ymemnbmrmIoCs;

C) ocTragoch HEM3MEHHBIM.

6. PexpeaniioHHbIe ycayru o (GyHKIIMOHAILHON HANPaBJICHHOCTH OTHOCSTCS K:

a) yciyram, OpHCHTHPOBAaHHBIM Ha IIPOU3BOICTBO;

b) ycmyram, opueHTHpOBaHHBIM Ha OOIIECTBRO;

C) yciyram, OpUCHTHPOBAHHBIM Ha JOMAIIIHEEe X03sUCTBO;

d) ycmyram THYHOTO XapakTepa.

7. O6wexramu kinaccupukanuu B OKBI/I 2 spnstores:
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a) ToBapsI;
b) ycayru;

C) TOBaphI U YCIYTIH;

®DoH/I OLICHOYHBIX CpEACTB j1d NPOBEACHUA l'[pOMe)KyTO'-IHOﬁ aTTeCTaluu

d) BuUBI SKOHOMUYECKOU JIESITEILHOCTH.
8. B mmpoxoM cMBbIcTIe cI0Ba CEPBHUC — ITO:

a) UeNeHANpPaBICHHbIN
pacmpocTpaHeHus 1 NoTpedieHus Oar.
b) mpemocrasnenue
IUIATEKECIIOCOOHOTO CIIpoca.
€) JleiicTBre, MPHHOCSILIEE HOJb3Y, OKa3bIBAIOIIEE TOMOLLIb.

COLIMAJIBHBIA  IIPOLECC

ycayr, oOCHy)XKMBaHHE JIIOJeH

BSaHMOL[eﬁCTBHﬂ

B

9. Uto HE OTHOCHUTCS K NMIPUHIIAIIAM COBPEMEHHOTO CepBHCa:
a) KomdoprrocTs mst notpebuTens;

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

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

f) Bce BoIIenepeYncIIEHHOE.
10. Bepno nu yrBepxnaenue: «Pacuser uckyccrsa B nepuoj Bozpoxaenus (1300-1700 rr.) mokasain, HACKOJIBKO BaXKHBI IS

Ppa3iinIHbIX

cyOBeKTa

u

00beKTa

B

xXone

chepax TIOBCEIHEBHOH IKHM3HM Ha

IMpoOu3BO/JCTBA,

OCHOBC

06II.ICCTBa B ICJIOM M IJI1 KOHKPECTHOTO YCJIOBECKAa B YaCTHOCTH YAOBJICTBOPCHUE HEOCA3aCMBIX HOTpe6HOCTeI>i, CBs3aHHBIX HC C
HOTpe6J’IeHI/IeM MaTepUaJIbHbIX 6J1ar, HO C O6HaHaHI/IeM OnaramMu HEMaTCpUAJIbHBIMU:

a) BepHO;

b) mesepHo.

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

Kputepuu oueHku 3agaHus:
oreHka 5 6anoB («oTnaHO») — 9-10 MpaBUIILHBIX OTBETOB;

oreHka 4 Oaia («Xopoio») — 7-8 nMpaBUIIBHBIX OTBETOB,;

oreHka 3 Oana («yIoBICTBOPUTEIILHOY) — 5-6 MPAaBUIIBHBIX OTBETOB,
OLICHKA («HEYJIOBJIETBOPUTEIILHO») — MEHEE 5 NPaBHIIbLHBIX OTBETOB.

TIpoBepsieMble KOMIETEHIUH (43 OIIOM BO):
VK-5. CniocobeH BOCIpHHAMATh MEXKYJIbTYpPHOE pa3zHooOpa3ue oOIiecTBa B COIMATbHO-UCTOPHUUECKOM, STHYECKOM U

¢$uocockoM KOHTEKCTaxX

TIK-5. CrmocobeH k pa3paboTKe M COBEPIICHCTBOBAHUIO CHCTEMBl KJIMEHTCKMX OTHOIICHHH C y4eToM TpeOOoBaHUit

notpeduTens

TIpoBepsiemble HHAMKATOPHI JOCTHKECHUS KOMIIETEHIIUNI:
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 KIMEeHTOOPUEHTUPOBAaHHBIE TEXHOJIOTHH B CEPBUCHOM 1EATEILHOCTH

IIpoBepsiemble pe3yabTaThl 00y4YEHHUS:

3HaeT: 0COOCHHOCTH CEpBUCHOH IedtenbHOCTH B Poccwmiickoit denmepamum u 3a pyOexoM; HCTOPUIO Pa3BUTHS CEPBHCA;
OCHOBHBIE TEHACHIMHU COCTOSIHUS M pa3BUTUS pbIHKA yciayr B Poccuiickoit ®enepanuu; 3apyOexHBIH ONBIT OpraHU3allUuy
3¢ dexTHBHOTO (HYHKIMOHMPOBAHUS CEPBHCHON NEATEIBHOCTH; IOHATHE «YCIyra», KIAcCH(UKAIWIO YCIyT, CBOMCTBA YCIYT;
MOHSATHE M CYIIHOCTb CEPBHCHOH JESATENBbHOCTH, BUABI CEPBUCHOH MAEATENBHOCTH; CYIIHOCTh KIMEHTOOPHEHTHPOBAHHBIX
TEXHOJIOTHI B CEpPBUCHOM JIESATEIbHOCTH; MOHAITUSL «CEPBUC MIPOJAKK», «CEPBUC COIMPOBOXKACHUA», U «BHYTPEHHUH CEPBUCH.

Ymeer: 000cHOBaTH BEIOOP YCIYrH ¢ Y4ETOM NOTPEOHOCTEH KIIMEHTA.

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

IIpumep 1.

1) 3amanne Ha BOCTIPOW3BEACHHE: Ha H3II0KEHHUE TEOPETHYECKOTO BOMpoca (OIEHHWBAIOTCS: MOiHOTA (3 Oamna), Haamdue
npuMepoB (3 6asia); MaKCHMaIbHOE KOJINYECTBO OayIoB - 6)

IIpumep 3aganus:

Hanummre pa3BepHyThIi 0TBET 110 TeMe «Ponb CEpBUCHOI N€SITENBHOCTH B COLMAILHO-I)KOHOMUYECKOH 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 Gamna 2 Ganna

IepeueHpb TeM Tt BOCIPOU3BEICHHUS:
1. Cdepa cepBuca: OCHOBHBIC TIOHSTHS

Crpanuua 4 u3 7




®DoH/I OLICHOYHBIX CpEACTB j1d NPOBEACHUA l'[pOMe)KyTO'-IHOﬁ aTTeCTaluu

Pounb cepBUCHOI AEATENFHOCTH B COLUATILHO-3KOHOMHUECKOW KU3HHU CTPAHBI M COLIMANBHBIC TIPEANOCHIUIKH €€ pa3BUTHS
OpraHu3alyioHHbIE OCHOBBI CEPBUCHOM JAEATEIbHOCTH

Tunsl 1 BUIBI CEPBUCHON AESITETHHOCTH

CocTrosiHHE TOTPEOUTENHCKOTO PhIHKA YCIIyT

IepcoHan: npaBuiia U OpraHU3aIys 00CTyKHBaHUS MTOTPEOUTENCH

Knaccudukauus norpebHOCTEH B ycayrax u B CEpBUCHOM OOCITYKHBaHUHI

2) 3aJjaHMe Ha TOHMMAaHHWE: Ha BIIAJICHUEC MOHATHUSAMH (YCTAHOBJICHHE B3aMMOCBS3H MEXKAY IMOHATHSIMH); MaKCHMAalIbHOE
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 TIOHSATUSAMH — 2 Oaa.

Ilousarus:

«CEPBHCY», «CEpPBUC MpOJaX», «cdepa cepBHCa», «CEPBHCHAS EATEIBHOCTBY, «KYJIbTypa CEPBHUCHOM JEATEIBLHOCTHY,
«ycityray, «00CIyXHBaHUE», «IPEAOCTABICHUE YCIYI'H», «3aKa3 Ha YCIYTy», «MHIYCTpUs chepbl cepBuca», «HMH(pacTpyKTypa
chepbl CcepBHCa», «CEPBUC COIMPOBOXKACHHS», «BHYTPEHHHH CEPBHC», «IMYHOCTHBIA IOTECHIMAT COTPYAHHUKA CEPBUCHOMN
OpraHu3alMN», «COLUANBHAS IPYIINAY, KIIOTPEOUTENINY, KOPraHNU3aIHs CEPBUCAY

[Ipumep 2:

1) 3amaHuMe Ha BOCHPOM3BEJCHME: Ha M3JIOKEHHE TEOPETHUYECKOro BOIpoca (OLEHUBAIOTCA: MojHOTa (3 Oayuia), Haiudue
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 H3JI0KEH ITOJTHOCTHIO W3JI0KEH MPEUMYIIIECTBEHHO
3 Oaa 2 Oamia
MIPUMEPBI 3 mpuMepa WILTIOCTPUPYIOT TEOPETUUCCKUE MTOJIOKECHHUS 2 mpuMepa WLTIOCTPUPYET TEOPETHUECKHE
MOJIOXKECHUS
3 Gamia 2 Oamia

IlepeueHs TeM U1 BOCTIPOU3BEICHHS:
Knaccudukanus BUgoB yciayr
Bunst 1 GopMbI cepBHCHOI IEATENTHHOCTH
XapaKTepUCTUKA OCHOBHBIX BUJJOB CEPBUCHBIX YCIIYT
MarepuanpHble yCIyrn
CouuanbHO-KyIbTypHBIE YCIYTH
KadectBo cepBucHsIx ycimyr
IToxazaTenu 3¢ (heKTUBHOCTU CEPBUCHOMN JICSITEILHOCTH B OPraHU3alluu
2) 3aJaHue Ha IOHHMaHUE; MaKCHMAaJIbHOE KOINIECTBO 0aiioB — 9.
IIpumep 3aganus:
«Ha mnpumepe KOHKpETHOW MOTPEOHOCTH KJHMEHTa OpraHu3anuu (Ha BBIOOP) OOOCHYiTEe BBIOOp YCIYyrH W JalTe
KOHCYJIBTALUIO 110 YCIIyTe».
Kpurepun oneHku:
TIpuBenénHas opraHu3anyst OTHOCUTCS K cdepe cepuca — 1 Gas.
OmnucaHa KOHKpeTHast HIOTpeOHOCTh KIIHeHTa — 2 faiia.
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[aLII/II/I KJIMEHTY TIOCIIeIoBaTeIbHBI — 1 Oasr.
IIpumep 3:
1) 3amanue Ha BOCTIPOWM3BEACHHE: HAa M3IIOKEHHUE TEOPETHUYECKOTO BOMpoca (OIeHHWBAIOTCS: MonHoTa (3 Oamna), Hajmmdue
nprMepoB (3 6asia); MaKCHMaIbHOE KOJINYECTBO OayIoB - 6)
Ipumep 3amanus:
Hanummre pazBepHyThIi 0TBET 10 TeMe: «KauecTBo cepBUCHON IeATEIbHOCTI
Kpurepun oneHku:

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, «IPE3CHTAlUsl YCIYr», «KOHTAKTHAs 30HA», «CEPBUCHOE B3aUMOJICHCTBUE», «CTEPEOTHIIH3ALUY,
«(pakTOpEl  YHOBIETBOPEHHOCTH/HEYIOBICTBOPCHHOCTH IIPEHOCTaBICHUEM YCIYTH», «KadeCTBO YCIYrH (0OCIyKUBaHUA),
«CBOWMCTBO ycIyru (OOCIyXKHBaHHUS)», «IIOKa3aTeNb KadecTBa YCIYTH (OOCIyXKHBAHHA)», «KAadeCTBO HCIONHEHHS 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 KOHCYIbTAlIMOHHOW YCIYTH OXapakTepu3yiTe e€ mokaszaTeian KadeCTBa U BO3MOXKHOCTHU €ro
OTIpeneICHUSD).
Kpurepun oneHku:
[TpuBeneHs! XapaKTEPUCTUKH YCIYTH, COOTBETCTBYIOLIHE KOHCYAbTAIIMU — 1 Oast.
JaHo onpeienieHne KauecTBa KOHCYIbTAIIMOHHOHN ycayru — 1 Gam.
[NepeuncreHsl OKa3aTeN Ka4eCcTBa, COOTBETCTBYIOIINE KOHCYIbTAIMOHHOM yciyre — 1 Oas.
ChopMyaupoBaHbl KPUTEPHH, IO KOTOPBIM MOKHO OIICHHTH [TOKa3aTeln KadecTBa — 3 Gasa.
IMpennokeH MHCTPYMEHT OLIEHKH KauyecTBa KOHCYJIBTALMOHHOW YCIYTH M oOmucaHa ero (opmMa B COOTBETCTBUH C
3asBJICHHBIMU KpUTEPUIMU — 3 Oasa.

agrwdE

IpoBepsieMble KOMIIETEHIHH (43 011011 BO):

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

IMIK-5. CnocobGern k pa3paboTKe M COBEPIICHCTBOBAHHIO CHCTEMBl KJIMEHTCKMX OTHOIICHWH C y4eToM TpeOoBaHUit
oTpeOUTEN

[TpoBepsieMble HHAUKATOPHI TOCTHKEHHSI KOMITETEHIIUI:

VK-5.3. YMeeT ToJiepaHTHO ¥ KOHCTPYKTHBHO B3aUMOICHCTBOBATH C JIFOJIbMH C YYETOM HX COIIMOKYJIBTYPHBIX OCOOCHHOCTEH
B I[EJISIX YCIEIIHOTO BHIOJIHEHUS NMPO(GECCHOHANBHBIX 33/1a4 U YCHIICHHUS COLUAIbHON HHTETpaliu

I1K-5.2. YyactByeT B pa3paboTKe CUCTEMbI KJIMEHTCKUX OTHOIICHHH

I1K-5.3. YyacTByeT B COBEpIICHCTBOBAHUHU CUCTEMBI KJIMEHTCKHX OTHOIIECHHUH

IIpoBepsieMble pe3yabTaThl 00y4EHHUS:

3HaeT: GOPMBI K METOJIBI OPTaHU3AMH O0CTYKUBAHUS; IOKa3aTeIH 3G HEKTHBHOCTH CEPBUCHOM AEATEIbHOCTH OpPTraHU3aLUH;
COCTABJIAIOIIUE 3JIEMEHTHl KauecTBa OOCIYKHMBaHHS KIMEHTOB; XapaKTEPUCTUKY OCHOBHBIX COCTABJIIOIIMX KOHTAKTHOH 30HBI,
npaBuia OOCIYXMBaHHs MOTpeOUTENell B KOHTAKTHOH 30HE, OCOOEHHOCTH OpTraHHM3allid KOHTAaKTHOW 30HBI Ha MPEANPUSTHIX
cepBrca B 3aBUCUMOCTH OT BHJIA U THIIA YCIIYT.

YMeeT: paboTaTh B «KOHTAKTHOH 30HE» Kak cdepe peanusalluu CEpBUCHOU JESATENbHOCTU; B MOJAENBHON CUTyallMM AaThb
KOHCYJIBTAllMIO TI0 MPEAOCTaBIsIeMON yciyre; (GOpMyIHpoBaTh TPeOOBAHMS K COCTABILIONIMM KOHTAKTHOH 30HBI ((H3HMIECKUM
YCIOBUSAM, KOMMYHHMKAaTHBHON KOMIIETEHTHOCTH II€pCOHaNa, NpodecCHOHANU3MY IepcoHana); (GopMyIupoBaTh HaIpaBlICHUS
COBEpPILECHCTBOBAHMUS CEPBUCHON AEATEIBHOCTH OPTaHU3alMU B MOJICIIbHON CUTYaIUH.

Brnaneer: TexHomoruel IPOEKTUPOBAHUSI CEPBUCHON JEATEIBHOCTH HA OCHOBE pPE3YJIbTATOB H3y4eHHsS OCOOCHHOCTEH
KIIMEHTOB; TEXHOJIOTHEH TPOEKTUPOBAHMS KOHTAKTHON 30HBI Ha MPEIIPHUATHN CEpBHCA.

Tun (popma) 3ananus: Keiic
1. CrnpoexTupyiiTe CEepBUCHYIO AESATEIbHOCTh HAa OCHOBE PE3YJIbTAaTOB H3Yy4YEHUs OCOOCHHOCTEl KIMEHTOB (Ha IpHMepe
OpraHM3aImu chepsl YCIyr)
Kputepuu ouenku basel
OIUCHIBAET KOHKPETHYIO CUTYALHIO C yKa3aHUEM: 10
. pasMepa U BUIA (0B) AEATENBHOCTH OPraHU3aLUM;
. OCHOBHBIX XapaKTE€PUCTHUK YCIYT OpraHu3aluy;
. L[eJIEBOM TPyl KIUEHTOB (110713, BO3PAcTa, J0X0Ja U UHbIX 3HAYUMbIX XapaKTePUCTHUK);
. Pe3yIbTaTOB U3y4YEHUS OCOOCHHOCTEH! IeeBO TPyl (ITHOKYIBTYPHBIX, PETUTHO3HBIX,
UCTOPUYECKUX U T.1.)
000CHOBBIBAET HEOOXOIUMOCTh IPOEKTUPOBAHUS CEPBUCHOM 1ESATENFHOCTU B COOTBETCTBUU C 10
0COOEHHOCTSIMHU KIIMEHTOB
000CHOBBIBAET, UCXO/S U3 CUTYalUU: 20
. (haKTOPBI, ONIpeeIAIOMIE TOTPEONTENBCKOES TOBEEHHIE HCXOAS U3 0COOCHHOCTEH 1eTIeBOit
TPYIIIBL;
. XapaKTePUCTHKU YCIYTH C y4eTOM (haKTOPOB, ONPEASIIAIONIX TOTPEOUTENHCKOE TIOBEICHUE;
. pe3yIbTaTH ydeTa ()akTopOB B BHIOOPE METO0B U (hOPM 0OCITYKHBaHNS;
o pe3ysbTaThl yueTa (pakTOpPOB B ONPEACICHUH IPABUI 00CITyKHBAaHUS KINEHTOB,
JIaeT OLIEHKY (IIPOTHO3) Pe3yIbTaTUBHOCTU JEHCTBUI [0 MPOSKTUPOBAHUIO CEPBUCHOI NeATEIHOCTH Ha 5
OCHOBE Pe3yJIbTaTOB U3Y4EHUs] OCOOCHHOCTEHN KIMEHTOB B IPUBEACHHOM CUTYyalluU
2. PaspaboraiiTe mporpamMmy KOHCYJIBTHPOBAHHS MOTPEOUTENs B IIPOLIECCE CEPBHCHOTO B3aMMOAEHCTBHA (Ha HpuMepe
opraiusaiuu cepsl yeiyr)
Kputepuu ouenku basl
OIUCBHIBAET KOHKPETHYIO CUTYALHIO C yKa3aHUEM: 10
. BU1a(OB) IEATEIbHOCTU OpraHU3alHHU;
o YCIIYT OpraHU3aluy, B TOM YHUCJIE YCIYT KOHCYJIbTHPOBAHHUS;
. 1LIeJIEBOM TPyl KIMEHTOB (013, BO3PAacTa, JOX0a M UHbIX 3HAUUMbIX XapAKTEPUCTHUK);
000CHOBBIBAET HEOOXOAUMOCTH Pa3pabOTKHU MPOrpaMMbl KOHCYJIbTUPOBAHUS OTPEOUTENS B IIpOLIECCe 10
CEPBHCHOTO B3aNMOJICHCTBUS
000CHOBBIBAET JEHUCTBUS 10 KAXKIOMY U3 IIEPEUUCIICHHBIX HAalIPaBICHUH, IPUBOIS IPUMEPBI STUX ACHCTBUI 20
WM 00BACHSSL UX B3aUMOCBSI3b:
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(uKcanys ey KOHCYIbTHPOBAHHS JUIsl BRIOPAHHON CUTYaIlNH;
BBIOOD (POPMBI KOHCYJIBTUPOBAHMUS;
OIIpe/IE/ICHHE 3TANOB KOHCYJIbTUPOBAHUS,
OIlpesieieHHe METOA0B KOHCYIbTHPOBAHNU,
OIlpeieieHHE NIPABUII KOHCYJIbTHPOBAHUS,
JlaeT OLIEHKY (IIPOrHO3) pe3yAbTaTUBHOCTU JEUCTBUI 110 pa3pabOTKe IPOrpaMMbl KOHCYIbTUPOBAHUS 5
HOTpeOUTENs B IPUBECHHON CUTyalluH
3. IIpoeKTupyeT KOHTAKTHYIO 30HY Ha NIPEINPUATHAX 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, PeaJu3yIoIero 00CIy)KUBaHHE KINEHTOB;

. APXHUTEKTYPHO-TUIAHUPOBOYHBIX PEIICHUIT OpraHu3allvy,

000CHOBBIBACT HEOOXOIMMOCTB IIPOCKTHPOBAHNs KOHTAKTHOH 30HBI HA NPENPUSITHH CEPBHCA 10
000CHOBBIBACT, HCXO/IS U3 CUTYAIlUH: 20
. THUI KOHTaKTHOH 30HBI, aJeKBAaTHBIH yCIIyraM OpraHU3aluy U CUTYaIHH;

. 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% BEepHO BBHINOIHEHHBIX 33aHUN — «YIOBJIECTBOPUTEIILHOY;
70%-85% BepHO BBITTOJHEHHBIX 3aJaHIH — «XOPOLIO»;

86%-100% BepHO BBINOJIHEHHBIX 331aHUH — «OTIIMYHON.
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