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[Mpu HamuuK 00yYaArOUIMXCS M3 YHCIA JIUL C OTPAaHUYEHHBIMHU BO3MOKHOCTSIMH 37I0POBbSI, KOTOPBIM HEOOXOIUM OCOOBIH OPSIOK
OCBOCHHMS AUCLMIUIMHBI (MOAYJIS), O UX JKEJTaHUIO pa3padaTbiBaeTCs aJaTHPOBAHHAS K OTPaHUYEHHSIM UX 37J0pOBbs pabouas

porpamMMa JUCLHIUIUHEI (MOILYJIsT).

Pabouas mporpaMma AUCIUIUTHHBL

Cepsncnaﬂ ACATCJIBbHOCTD

paspaborana B coorBercTBuu ¢ ®I'OC BO:

DepepabHbIi TOCYAapCTBEHHBIH 00pa30BaTENIbHBII CTAaHIAPT BHICIIET0 00pa3oBaHus — GaKalaBpHaT 110 HANPABICHHUIO TOATOTOBKU
43.03.01 CepBuc, yTBep K ICHHBIH nprKa3oM MuHucTepcTBa 00pasoBanus 1 Hayku Poccuiickoit denepanun ot 8 urons 2017 r. Ne 514

COCTaBJICHA HAa OCHOBAHUHA y‘IEGHOFO IJ1aHa:

Hamnpasnenue noarorosku: 43.03.01 Cepsuc
Hanpagsnennocts (npoduib): « DHHAHCOBBIN CEPBUC»

yrBepxkaeHHoro YuénsiM coeroM CI'CITY ot 24.09.2021 npotoxos Ne 2

Pa6ouas mporpamma oro0peHa Ha 3aceanuu Kadeapsl

YnpasieHus, cepBHCHBIX TEXHOJIOTHH U IKOHOMUYECKOT0 00pa30BaHMs

ITpoTokou ot 26.08.2021 r. Nel

IMepeyTBepxeHa Ha OCHOBaHUH peleHus ydeHoro cosera CI'CITY
[Iporokoin 3acemanus Yaernoro coera CI'CITY ot 25.02.2022 r. Ne7.
3aB. kapenpoii JI.. Oumman
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PaGoyast nporpamMma JuciuIInEbl «CepBUCHAS ASATEIBHOCTD)

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 CkBo3HbIC BHIbI TPO(HECCHOHATIBHO IESTEIHPHOCTH B IPOMBIIICHHOCTH

2. MECTO JUCHHUTIIUHBI (MOJYJISI) B CTPYKTYPE OBPA3OBATEJILHOM ITIPOT'PAMMBI

Iuka (paszen) OI: |B1.B.

2.1|Tpe603amm K NMpeJBapUTeILHOI NOAr0TOBKE 00y4Yalomerocs:

CO)ICp)KaHI/IC JUCIHUTIIIMHBI 6a31/1pyeTc51 Ha MaTepHajic:

CepBurcoorust

OCHOBEI MCHCP)KMCHTA B CCPBUCE

OCHOBBI 9dKOHOMHYECKOI TCOPUHU

2.2|ucuMIIMHbI (MOYJIM) H MPAKTHKH, IJISI KOTOPHIX 0CBOEHHE TAHHOW THCIUIIINHBI (MOAYJIsI) HEOOX0ANMMO KaK
npeaniecTByoNIee:

MapxkeTuHr

Y4eOnast mpakTrka (03HAKOMHTEIIbHASI IPAKTUKA)

3. KOMIIETEHIIMHX OBYYAIOIIEI'OCs, @OPMUPYEMBIE B PE3YJIbTATE OCBOEHUS JUCITUIIJINHbI
MOoAayJist)

YK-5. Crioco6eH BOCIPUHUMATH MEKKY/IbTYPHOE Pa3HO00pa3ue 0011eCTBA B COMATBLHO-MCTOPHYECKOM, ITHYECKOM H
(¢uocodckomM KOHTEKCTAX

YK-5.1. HaxoauT u HcnoJib3yeT He00X0AMMYI0 1JI8 CAMOPA3BUTHS U B3aHMOJEHCTBHA C APYTHMH HH(POPMALHIO O
KYJIbTYPHBIX 0COOCHHOCTSIX M TPAAHIHUAX PA3JIHYHbIX COUHAILHBIX IPYNI

3HaeT: 0COOEHHOCTH CEepPBHUCHOM JIesTeNbHOCTH B Poccuiickoit denepanuu U 3a pyOeKoM; HCTOPUIO Pa3BUTHS CEPBHCA; OCHOBHEIE
TEHJCHIIMM COCTOSHMS M DPa3BUTUS pbIHKAa ycinyr B Poccuiickoit ®denepanuu; 3apyOeKHbBIM ONBIT OopraHu3aluu 3GQEKTUBHOTO
(YHKIIMOHUPOBAHUS CEPBUCHON AESTENbHOCTH.

YK-5.3. YMeeT ToJIepAaHTHO H KOHCTPYKTHBHO B3aHMO/elCTBOBATH C JIIOABMH € Y4eTOM MX COMOKYJIbTYPHBIX 0CO0eHHOCTEil
B IeJISIX YCNEIHOr0 BINMOJHEHHUs NPo(decCHOHAIBLHBIX 32124 M YCUJIEHHs CONMAJIBLHOM MHTErpauuu

Brnaneer: TexHOnOTHEH MPOSKTHPOBAHUS CEPBUCHOM JIEATEILHOCTH HA OCHOBE PE3YJIBTATOB U3Y4EHHUsS] OCOOCHHOCTEH KIMEHTOB.

IIK-5. Crioco0eH Kk pa3padoTKe ¥ COBEPIIEHCTBOBAHUIO CHCTeMb] KJIHEHTCKHX OTHOIIEHUH ¢ Y4eTOM TPeOoBaHMii NOTpeduTe s

IIK-5.1 [lpuMeHsieT KJIHMEHTOOPHEHTHPOBAHHbIE TEXHOJIOTHH B CEPBHCHOI1 1eSITEJILHOCTH

3HaeT: MOHITHE KYCIyray, KIaCCH(PHUKAIUIO YCIYT, CBOUCTBA YCIYT; HOHATHE M CYLIHOCTh CEPBUCHOM CSITEIBHOCTH, BUIbI CEPBUCHOM
ACATCIIBHOCTH,; CYIITHOCTH KIIMCHTOOPUCHTUPOBAHHBIX TEXHOJIOTUH B CepBHCHOﬁ ACATCIIBHOCTHU; TIOHATUSA «CEPBUC MPOAAK), KCEPBUC
COIPOBOXKICHUSD, M «BHYTPEHHHUN CEPBHCY.

Ymeer: 000CHOBaTh BEIOOP YCIYTH € Y4ETOM NOTPEOHOCTEH KITMEHTA.

IK-5.2 YuacTByeT B pa3padoTKe CHCTEMbI KJIMEHTCKHX OTHOLIEHU

3HaeT: GOpMBI H METOJIBI OPTaHU3AIMH 00CTY)KHBaHHUS; MOKa3aTeH 3G (HEKTHBHOCTH CEPBUCHOM ASATENFHOCTH OPTaHH3aLIH;
COCTaBJISIFOIINE DJIEMEHTHI KauecTBa 00CITy)KUBAHHUS KIIMEHTOB; XapaKTEPUCTUKY OCHOBHBIX COCTABIISIOIINX KOHTAKTHOM 30HBI;
npaBHiIa 00CTY>KUBaHUS OTPEOUTENEH B KOHTAKTHOM 30HE, OCOOEHHOCTH OpPTaHU3aIMK KOHTAKTHOW 30HBI HA PEANPHUATHIX CepBUCa
B 3aBUCHMOCTH OT BHJIa U THIIA YCIIYT.

VYmeer: paboTaTh B «KOHTaKTHOW 30HE» Kak cdepe pealn3allid CEPBHCHOHW [IEsTENbHOCTH; B MOJACIBHONW CHTYyallMd AaTh
KOHCYJIBTALUIO 110 IPEIOCTABIAEMOM yCiyre.

IIK-5.3 YyacTBYyeT B COBEpPIIEHCTBOBAHUH CHCTEMbI KJIMEHTCKUX OTHOIIEHUI

Ymeet: GOpMyIHpOBaTh TPEOOBAHKS K COCTABIISIOIIMM KOHTAKTHOH 30HBI ((U3NUECKUM YCIOBUSIM, KOMMYHUKATUBHOM
KOMIIETEHTHOCTH NE€PCOHaa, TPohecCHOHANN3MY NIepcoHala); GopMyJIUpOBaTh HAIIPABICHUs COBEPIICHCTBOBAHHS CEPBUCHOI
JIeSITeIbHOCTH OPTraHU3allii B MOJICTIbHOM CUTYaIUH.

Brnaneer: TexHonornei mpoeKTHPOBaHNsi KOHTAKTHOW 30HBI Ha MPEIIPHUSITHN CEpPBHCA.

4. CTPYKTYPA H COJAEP KAHUE TUCIUIIJIMHBI (MOYJIST)

Kon HaumenoBanue pa3iesioB U TeM /Buja 3aHATHSI/ Cemectp | YacoB | UuTepakrT.
3aHATHS
Paznen 1. Teopernueckme ¥ OpPraHM3alMOHHbIE OCHOBBI CepPBUCHOM
AesITeJbHOCTH
1.1 TToHsITHE U CYIIHOCTH CEPBUCHOM AesATebHOCTH /JIek/ 3 2 0
1.2 TlonsiTre u cynHOCTh cepBUCHOH nesitenbHocTH /T1p/ 3 4 2
1.3 TloHsiTHE 1 CYITHOCTH CePBUCHOM AesitesnbHOCTH /Cp/ 3 10 0
1.4 CepBHUCHasI AEATEIBHOCTH Kak (popMa yIOBIETBOPEHHUs moTpeOdHoCcTel /JIek/ 3 2 0
1.5 CepBHUCHAsI AEATEIBHOCTH Kak (opMa yaoBIETBOpeHHUs oTpedHocTel /TIp/ 3 2 2
1.6 CepBHCHasI AEATEIBHOCTH KaK (opMa yaoBieTBOpeHus norpedHoctel /Cp/ 3 10 0

Paznen 2. Kinaccnpuxanusi M XapakTepuCTHKAa OCHOBHBIX BHJI0B CEPBHCHBIX
yeayr
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2.1 Knaccuduxkanus cepBucHbix ycuyr /Jlex/ 3 4 2
2.2 Knaccudukauus cepsucHbix yciuyr /IIp/ 3 4 0
2.3 Kuaccuguxanus cepBucHBIX yciyr /Cp/ 3 12 0
2.4 XapaKTepUCTHKAa OCHOBHBIX BHJIOB CEPBUCHBIX ycuyr /JIek/ 3 4 0
2.5 XapaKTepuCTHKA OCHOBHBIX BIJIOB CEpBHUCHBIX ycuyT /IIp/ 3 4 2
2.6 XapaKTepHUCTHKa OCHOBHBIX BHJIOB CEPBUCHBIX yciyT /Cp/ 3 12 0
Pa3nen 3. KauecTBo u noka3zarenu 3(p¢eKTHBHOCTH CEPBHCHOI 1eSITEJILHOCTH
3.1 KayecTBo cepBucHbIx ycuyr /Jlex/ 3 4 0
3.2 KauecTBo cepBucHbIX yeiyr /IIp/ 3 6 2
3.3 KauecTBo cepBUCHBIX yeiyr /Cp/ 3 16 0
3.4 O HeKTHBHOCTH CEPBUCHOM NIEATEIBHOCTH Opranu3anuu /Jlex/ 3 4 2
3.5 D¢ hEeKTUBHOCTh CEPBUCHOM JIESITEIbHOCTU opranuzanuu /IIp/ 3 8 4
3.6 D¢ beKTUBHOCTh CEPBUCHOM JIesITeNbHOCTY opranusaiuu /Cp/ 3 14 0
3.7 Kypcosas pabora /Komnc/ 3 3 0
Pasnean 4. CoBpeMeHHOe COCTOSIHME M TEPCHEKTHBHBLI Pa3BUTHSI CepBUCHOMH
AeSTeJbHOCTH
4.1 OCoOCHHOCTH MTPEIPHHUMATEIILCKON CEPBUCHOMN JIesTeIbHOCTH /JIek/ 3 4 0
4.2 Oco0eHHOCTH NpeIPUHUMATEIbCKON CEPBUCHOM AesiTenbHOCTH /TIp/ 3 4 0
4.3 OcoOCHHOCTH MPEIPHHUMATEIILCKON cepBUCHOM aesTenbHOCTH /Cp/ 3 20 0
4.4 CepBHC 1 HHTCHCUBHBIC TEXHOJIOTHU B CEPBUCHOM eATeIbHOCTH /JIek/ 3 4 0
4.5 CepBUC U HHTEHCUBHbIE TEXHOJIOTUH B CEPBUCHOM AesiTtenbHOCTH /TIp/ 3 12 0
4.6 CepBHUC U HHTEHCUBHbIE TEXHOJIOTUY B CEPBUCHOM AesiTenbHoCTH /Cp/ 3 10 0
5. OneHoYHbIe 1 MeTOANYECKHE MATEPHAJIBI IO AUCHHUILINHE (MOIY.II0)
5.1. Conep:xkaHue ayTHTOPHOI paGoThI MO AUCHUILIHHE (MOIYJII0)
3 cemecTp, 14 nexnmii, 22 NpaKTHYECKUX 3aHATUS
Pa3znen 1. TeopeTnyeckne H OPraHU3alMOHHbIE OCHOBBI CEPBHCHOI AesiTeIbHOCTH
Jlexuus Ne 1 (2 gaca)
ITonsTHE M CYIITHOCTH CEPBUCHOM JESITENFHOCTH
Bomnpocs! u 3aganus:
1. Codepa cepBrca: OCHOBHBIE MOHATHS (CEPBHC, CEPBUCHAS AEATEIBHOCTD, TIOTPEOHOCTD, YCIIyTa, )KU3HEHHBIH [IUKI YCIYTH,
o0cmyXuBaHue, KylIbTypa CEpBHCa, KOHTAKTHAs 30Ha, KAUeCTBO 0OCIyXKHUBaHUS U T.1.).
2. [TpUHIUITEI COBPEMEHHOTO CEepPBHCA.
3. Tunsl 1 BUZBI CEPBUCHOM JEATEIBHOCTH.
4. Ponb cepBUCHOH JEATENFHOCTH B COLMAIBHO-O9KOHOMHUYECKOH KH3HU CTPAHBI M COIMANbHBIE MPEINOChUIKH €€ Pa3BHUTHIL
CocrosiHIEe NOTPEOUTENHCKOTO PhIHKA YCIIYT.
5. Hpexnpustus, yapexaeHus chepbl ceprca B Poccuu: 0coOeHHOCTH OpraHu3alud ¥ (yHKIIMOHUPOBAHHS.
IMpakTuueckue 3anatus Ne 1-2 (4 gaca)
[oHsTHE W CYNTHOCTH CEPBUCHOMN NIESITENILHOCTH
Bomnpocs! u 3ananus:
1. Coepa cepBrca: OCHOBHBIE MOHATHS (CEPBHC, CEPBUCHAs AEATENBHOCTD, IOTPEOHOCTD, YCIIyTa, )KU3HEHHBIH [UKI YCIYTH,
o0cmyXuBaHue, KylIbTypa CEpBHUCa, KOHTAKTHAs 30Ha, KAUYECTBO OOCITYXUBAHUS U T.1.).
2. [TpUHIUITEI COBPEMEHHOTO CEepBHCa.
3. Tumnsl 1 BUZBI CEPBUCHOM JEATEIBHOCTH.
4. Ponb cepBUCHOHN JEATENFHOCTH B COLMAIBHO-OKOHOMHUYECKOH KH3HU CTPAHBI M COIMANbHBIE MPEINOChUIKH €€ Pa3BHUTHIL
CocrosiHIEe NOTPEOUTENHCKOTO PhIHKA YCIYT.
5. [pennpustus, yapexaenus chepsl ceppuca B Poccun: 0cOOCHHOCTH OpraHu3aliy 1 QyHKIIMOHUPOBAHHUS.
6. [NepeuncanTs OCHOBHBIE TIPaBHiIa OOCITY)KUBAHUS OTpeOHTENEH
Jlexius Ne 2 (2 gaca)
CepBHCHas TEATENHHOCTD Kak (hopMa yIOBIETBOPEHHS ITOTpeOHOCTEH
Bomnpocs! u 3ananust:
1. Krnaccupukanus u xapakTepucTHKa NOTPEOHOCTEH B YCIIyrax U CepBUCHOM OOCITY)KMBaHHU.
2. @DopMBI 1 METOABI OO0CTY>KUBAHUSL.
IIpaxruueckoe 3ansTre Ne 3 (2 gaca)
CepBuCHas IeATeNbHOCTh Kak (hOpMa yIOBIETBOPEHHS IOTPEOHOCTEH
Bompocs! u 3aganus:
1. Knaccugukanus n xapakTepucTUKa HOTPEOHOCTEH B yCIIyrax U CEpBUCHOM O0CITYKHBaHHU.
2. @DOopMBI U METOABI OOCTY)KUBAHUSL.
3. Ha KOHKpETHBIX IpUMepax MPOIeMOHCTPHPOBATh, YTO CEPBUCHAS IEIATCIBHOCTD BEICTYAET (HOPMOIl yIOBICTBOPCHHS
norpeGHOCTEN

Pazgen 2. Knaccugukanus 1 XapaKTepuCTHKA OCHOBHBIX BUAOB CEPBHCHBIX YCJIyT
Jlexym Ne 3-4 (4 gaca)
Knaccudukanus cepBUCHBIX YCIIyT
Bomnpocs! 1 3ananust:
1. Knaccuduxaiys BUmI0B yCIyr.
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2. Bunpl u GopMbI CEPBUCHOM EATEILHOCTH.
[Ipaktuueckue 3ansatust Ne 4-5 (4 gaca)
Kiaccnguxanus cepBUCHBIX YCIyT
Bomnpocsl 1 3ajaHus:

1. Knaccudukaiys BUI0B yCIyT.
2. Buzbt 1 GOpMBI CEPBUCHO# JeATETBHOCTH.
3. Ha npumepe KOHKPETHBIX OpraHu3anuii chepsl yCayr HepedrcIuTh aCCOPTUMEHT OKa3bIBAEMBIX YCIYT U COOTHECTH HX C

KIaccu(UKAIUsIMH BUIOB YCIYT
Jlexuuu Ne 5-6 (4 yvaca)
XapaKTepHUCTHKa OCHOBHBIX BHJIOB CEPBUCHBIX YCIYT
Bomnpocs! u 3aanust:

1. MarepuaibHble YCIyTH: MOHATHE «MaTepHalbHas yciIyra», cnenudrka MaTepHalbHBIX YCIIYT, 0COOCHHOCTH CEPBHUCHON
JIeSITeIbHOCTH.

2. XapakTepucTuKa MaTephabHBIX YCIYr: OBITOBBIE YCIYTH, >KWIUIIHO-KOMMYHAJIBHBIE YCIYTH, YCIYI'H OOLIECTBEHHOTO
MTUTAHUS, YCIYTH TPAaHCIIOpTa U T.1.

3. CounanbHO-KyJAbTYyPHBIE YCIYTH: HOHITHE «COLMOKYJIBTYPHAS YCIyray, Creludrka COMOKYIbTYPHBIX YCIYT, 0COOEHHOCTH
CEPBUCHOH JIESTEIBHOCTH.

4. XapaKkTepucThKa COMOKYIBTYPHBIX YCIIYT: YCIYTH KYJIbTYPBI, TypU3Ma, 00Opa3oBaHus H T.1I.

[pakruueckue 3ansatust Ne 6-7 (4 gaca)
XapaKkTepuCTHKa OCHOBHBIX BHIOB CEPBUCHBIX YCIYT
Bompockl u 3aaHus:

1. MarepHuanbHble YCIYTH: TOHATHE «MaTepHalbHasl yciIyra», cnenu(rka MaTepHalbHBIX YCIIYT, OCOOCHHOCTH CEPBHUCHON
JIeSITeTIbHOCTH.

2. XapaKTepuCTHKa MaTEepUABHBIX YCIYT: OBITOBBIE YCIYTH, KIIMIIHO-KOMMYHAIBHBIE YCIYTH, YCIYIH OOLIECTBEHHOTO
MTUTAHUS, YCIYTH TPAaHCIIOpTa U T.1I.

3. CounanbHO-KyJIbTYPHBIE YCIYTH: IOHITHE «COLMOKYJIBTYPHAS YCIyTay, Clelu(rKa COMOKYIbTYPHBIX YCIYT, 0COOEHHOCTH
CEpBHUCHOH 1€ATEIBHOCTH.

4. XapaKTepruCTHKA COMUOKYIBTYPHBIX YCIYT: YCIYTH KYIbTYpPhL, TypH3Ma, 00pa30BaHHs H T.1.

Pa3nen 3. KauecTBo 1 moka3zarenu 3¢)peKTUBHOCTH CEPBUCHOM TeITeIbHOCTH
Jlextum Ne 7-8 (4 gqaca)
KauecTBO CEpBUCHBIX YCIYyT
Bormpocsr u 3aganus:
1. KauecTBO CepBHUCHBIX YCIIyT: IOKa3aTeIH Ha3HAUCHUS, HaJIEKHOCTH, 0€30I1aCHOCTH, 3CTETUYHOCTH, HUHHOPMUPOBATUBHOCTH,
COIMANTbHOM aAPECHOCTH H T.1.
OO6cnyxuBaHue noTpeduTenel B KOHTAKTHOM 30He.
IMousiTue u BUABI KOHTAaKTHOH 30HBI. OCHOBHBIE IIpaBUiIa 00CIY>)KUBAHUS OTpeOuTeneil B KOHTAKTHOH 30He.
Kynbrypa 00CcTy)XUBaHUS U €€ COCTABIISIONIHE.
Tumnosoruu NpoJaBLOB ¥ HOTPEOUTENCH yCIyTH.
OpraHu3amys CEpBHCHOTO B3aNMOJICHCTBHS. JTaIlbl CEPBUCHOTO B3aHMOJEHCTBHSL.
TexHUKHN 1 TPUEMBI ITPOAAK.

NogohkwnN

[IpakTnaeckue 3anstust Ne 8-10 (6 gacos)
KauecTBo cepBHCHBIX yciayr
Bomnpocs! u 3ananus:
1. KauecTBO CEpBHUCHBIX YCIIyT: IOKa3aTeIH Ha3HAUCHUS, HAJEKHOCTH, 0€30I1aCHOCTH, S3CTETUYHOCTU, HHPOPMUPOBATUBHOCTH,
COLMAIbHON aJpeCHOCTH U T.J.
OO6cnyxuBaHue norpeduTenel B KOHTAKTHOM 30He.
[TonsaTHe 1 BUIBI KOHTAKTHOH 30HBI. OCHOBHBIE MpaBUiIa 0OCTYKUBaHUs TOTPeOUTENEeH B KOHTAKTHOH 30HE.
KynbTypa o0cayxuBaHus U €€ cocTaBIIsIOLIHE.
Tunosoruu MpoiaBIOB U OTpeOUTENEH yCIyTH.
Oprasuzanys CepBUCHOTO B3aUMOJICHCTBHS. JTallbl CEPBUCHOTO B3aUMOJEHCTBHUSI.
TexHuKH U PUEMBI IPOAAK.
[IpencraBuTh KU3HEHHBIN LIUKI YCIYTH U OTPA3UTh €T0 OCOOCHHOCTH B MPEANPUHUMATEIILCKON ACATEIbHOCTH
Jlexuuu Ne 9-10 (4 vaca)
O (eKTHBHOCTD CEPBUCHOI ESATEIBHOCTH OpraHu3aliu

NGO WN

Bomnpocs! u 3aganus:
1. IMokazarenu 3¢ (eKTUBHOCTH CEPBUCHON AEATEILHOCTH OPTaHU3aLNN.
2. 3apyOexxHbIH OIBIT 3((QeKTHBHOrO (QYHKIMOHUPOBAHUS CEPBUCHOI JeATENFHOCTH OpraHN3aHH.
IMpaktnueckue 3anatus Ne 11-14 (8 gacos)
D¢ (HeKTUBHOCTD CEPBUCHOM AEATEIBHOCTH OPTaHU3ANN
Bomnpocs! 1 3apanust:
3. Tloka3zarenu 3¢ (peKTHBHOCTH CEPBUCHOIT NEATEILHOCTH OPTaHU3AIHH.

4. 3apyOeKHBIH OIBIT 3G GEKTUBHOTO (YHKIMOHUPOBAHUS CEPBUCHOMN ASATEILHOCTH OpraHU3aIHH.
5. Ha KOHKpEeTHBIX IpuMepax OLeHUTH 3P PEKTHBHOCTD CEPBUCHOI IEATENBHOCTH (B T.4. U Ha IIPEMepax opraHm3aIuii B cdepe
TypHU3Ma)
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Paznen 4. CoBpeMeHHOe COCTOSIHUE U NePCIEeKTUBHBI PA3BUTHS CEPBHCHOM 1eSITEJIbHOCTH
Jlextmn Ne 11-12 (4 yaca)
OCcoOEHHOCTH MPEAIPUHUMATEIILCKON CEPBUCHOM JEATEIILHOCTH
Bomnpocs! 1 3aanust:

1. Pa3Butne cepBUCHO 1€ATETHHOCTH.

2. PasBuTHE JOrUCTHYECKOTO CEepBHCa.

3. XapaKkTepUCTHKA PbIHKA YCIYT U (aKTOphI ero (popMUpoBaHus.

4, MapKkeTHHIOBbIe, 3KOHOMHUUECKUE U (PMHAHCOBBIC aCTIEKThI ()YHKIIHOHUPOBAHUS TPEINPUATHI cepBUca B Poccuiickoit
Denepanun.

5. [epcriekTHBHBIC HAaNIpaBlIeHHUS Pa3BUTHUS c(hephl cepBHCca

Ipaxruueckue 3ansatust Ne 15-16 (4 gaca)
OcoOEHHOCTH MIPEAIPUHUMATEILCKON CEPBUCHOM JESTEILHOCTH
Bomnpocs! u 3aanust:

1. Pa3Butne cepBUCHOI 1€ATETHHOCTH.

2. Pa3BuUTHE JOTUCTUYECKOTO CEPBHCA.

3. XapakTepUCTHKA PhIHKA YCIYT U PaKTOPhI ero GopMUpOBaHUSI.

4. MapKeTHHIOBbIe, JKOHOMUYECKHE 1 (PHAHCOBBIC aCTICKThI ()YHKIIMOHUPOBAHHUS MPEINPUATHI cepBUca B Poccuiickoi
deneparyn.

5. IepcrieKTUBHBIC HATIPABICHHS PAa3BUTHS Chephl cepBUCa

6. OTpa3uTh HOPMAaTHBHO-TIPABOBHIE ACTIEKTHI CEPBHCHOM AEATEIBHOCTH

Jlextiuu Ne 13-14 (4 gaca)
CepBHC U HHTEHCUBHBIE TEXHOJIOTHHU B CEPBUCHOM JEATETBHOCTH
Bompockl u 3aaHus:

1. Co3nanue HHPOPMAITHOHHBIX OAHKOB U 0a3 JaHHBIX B 00JaCTH MPUMEHEHUS TEXHUKU M TEXHOJOTHH B chepe yCiIyr.
2. WHdopMaIoHHbIE TEXHOJIOTHH B CEPBUCHOMN JIESITEILHOCTH.
3. TexHOIOrHs MPOSKTUPOBAHHUSI CEPBUCHOM AESTEIBHOCTH B COOTBETCTBUH C OCOOCHHOCTSIMHU KIIMCHTOB.

[paktuueckue 3ansatust Ne 17-22 (12 yacoB)
CepBHC U HHTCHCUBHBIC TEXHOJIOTHH B CEPBUCHOM JICATEILHOCTH
Bonpocs! 1 3aanust:

1. Co3nanue HHPOPMAITHOHHBIX OAHKOB 1 0a3 JaHHBIX B 00JIACTH MPUMEHEHUS TEXHUKH U TEXHOJIOTHH B cepe YCIyT.
2 WHdopMaIoHHbIE TEXHOJIOTHH B CEPBUCHOMN JIESITENILHOCTH.

3. TexHOIOrHs MPOSKTUPOBAHKUSI CEPBUCHOM AEATEIBHOCTH B COOTBETCTBUH C OCOOCHHOCTSIMU KIIHEHTOB.

4 OxapakTepu30BaTh HHGOPMAIIMOHHBIC TEXHOJOTHH CEPBUCHOM AEATENLHOCTH B GUHAHCOBOH cdepe.

5.2. Conep:xanue caMoCTOSITeIbHOI PaGOTHI MO AMCUUNINHE (MOAYJIIO)

Copep:xaHne 00513aTeJIbHOI CAMOCTOSITEILHOI PaGOTHI M0 JHCHUILINHE

Ne n/n TeMbl JUCHUIIHHBI Cojep:kaHne caMoOCTOATEbHOI paGoThI MpoayKTbl NeATeLHOCTH
1 IonsaTue u cymHocTs | [ToarotoBbTe pa3BepHYTBIE OTBET HA TEMY: IMucemennas padora
CEPBUCHOM JIESTEIHHOCTH «Ipenmpusitust  cdepbr cepeuca B Poccuu:
2 CepBHCHas IEATENLHOCTh Kak | OCOOEHHOCTH OpraHu3aluu "
(I)opMa YAOBJIETBOPECHUS (I)yHKLII/IOHI/IpOBaHI/IH».
oTpeOHOCTE!
3 Knaccupukanmss cepBucHbIX | Mcmonp3yst —mepuoaudecKkue  HM3OaHUS | [Tucemennas pabora
ycayr HHTepHeT-pecypcsl oXapaxkTepusynTe
4 XapakTepUCTHKAa  OCHOBHBIX 3apyOekHBIN OIBIT Opranusaluu
BHUJIOB CEPBUCHBIX YCIIyT 3(1)(1)CKTI/IBHOI>'I CepBI/ICHOﬁ JACATCIIbHOCTU Ha
npuMepe (CTpaHa Imo BEIOOPY).
5 KavecTBo cepBUCHBIX yCiyr Ha npumepe KoH)IMKTHON cHTyanuu B [Tucemennas pabora
MPOLIECCE CEPBUCHOIO B3aMMOECHCTBUA naiiTe
6 OdeKTHBHOCTE  CEPBUCHOI | pexomenarim 1o eé paspeleHHo.
JIeSITEeIbHOCTH OPraHu3aliu
7 OcobenHoctu Ha mpumepe KOHKpETHOro BHUIA YCIYTH [Mucemennas pabora
IIPeAPUHAMATEIBCKON OXapaKTepU3yHTe HHTEHCHBHBIE TEXHOJOTUH
CEPBUCHOH JIESTEITbHOCTH CEPBUCHOM JeSITEIbHOCTH.
8 CepBC W  HMHTCHCHUBHBIC
TEXHOJIOTHM B  CEPBHCHOMU
JESTeIbHOCTH
Coaep:xanue caMOCTOSITeTbHON paGoThI O AUCHMIIJIMHE HA BHIGOP
Ne /i TemMbl TUCIUIIMHBI Coaep:kanue caMOCTOSITeTbHON padoThI MpoxykThl AesiTeabHOCTH
1 CepBucHas fesaTenbHocTs Kak | Kakue HoTpeOHOCTH YIIOBJIETBOPSIOT IMucemennas pabora
(bopmMa yIoBIeTBOpEHHS MPENPHUATUS TOCTHHUYHOTO cepsuca?
noTpedHoCTEH IMpuBenure 2 mnpumepa MOTpeOHOCTEH WU
COOTBETCTBYIOIINE UM YCIYTH TOCTUHHUYHOTO
cepBuca.

Crpanuua 6 u3 16




Hanpasnenne nogrorosxu: 43.03.01 Cepsuc
HanpasnerHocTs (po¢miib): «DHHAHCOBBIN CEPBHCH
Paboyas nporpamma JuciuIuinEbl «CepBUCHAS ASATEIBHOCTD)

2 XapakTeprucTHKa OCHOBHBIX 3anosHUTE TAOIUILY: [MuceMenHas pabora
BUJIOB CEPBHUCHBIX YCIIYT Bun XapakTepucTuka
yCIyTH
3 KauecTBO CEpBUCHBIX YCIyT Omnuure 0COOCHHOCTH CEpPBHCHOTO IMucepmenHas paborta
B3aMMOJECHCTBUS B IpolLecce JUYHON
MPOJIAXKH YCIIYTH.
4 CepBHUC U HHTEHCHUBHEIE Kak paccunTpiBaeTcss MpHOBUIE OT OKa3aHHA IMucemennas pabora
TEXHOJIOTHH B CEPBHCHOM YCIAYTH M €€ U3MEHCHHE 32 CYET W3MCHCHUS
JeSTeTbHOCTH IIeH, 00beMa OKa3bIBAEMBIX YCIIYT, CHHKEHHS
3arpat?

5.3.00pa3zoBaTe/ibHbIE TEXHOJIOTHH

Ilpn  opraHm3auuMu  W3y4YeHHWs  OUCHUIUIMHBI  OyIyT  HCIONB30BaHBI  CIEAYIOIIHMEe  O0Opa3oBaTeNbHBIE  TEXHOJIOTHU:
MHPOPMAMOHHO-KOMMYHUKAIIIOHHbIE ~ TEXHOJIOTMH, TEXHOJIOTHS OpTraHH3allid  CaMOCTOSTEIbHOW  pabOThl, TEXHOJOTHUS
pedaekcuBHOTO 00y9IeHHsI, TEXHOJIOTHS MOAYJILHOTO 00yUEHHsI, TEXHOJIOTHS HTPOBOTO O0YUEHNS, TEXHOJIOTHH IPYIIIOBOM JUCKYCCHH,
WHTEPAKTUBHBIE TEXHOJOTWH, TEXHOJIOTHS TPOOJIIEMHOTO OOYYeHHs, TEXHOJIOTHS OpraHM3alld Yy4eOHO-HCCIIe0BaTEeIbCKON
JIeSITEIbHOCTH, TEXHOJIOTHSI TPOEKTHOTO 00Y4EHHSI, TEXHOJIOTHS Pa3BUTHSI KDUTHUECKOTO MBIIILICHHSI.

5.4. Texymuii KOHTPO.1b, IPOMEKYTOYHBIH KOHTPOJIb H IPOMEKYTOYHASI ATTeCTALUS

BannpHO-peiiTuHroBast KapTa AUCHMILIMHBI 0popMIIeHa KaK MPUIOKEHHE K paboyel mporpaMMe JIUCIUIUIHHBL.
®DOHJT OLIEHOYHBIX CPEACTB IS MPOBENCHUS NPOMEKYTOYHON aTTECTAllMU OO0YYaIOIIUXCS IO JHCIMIUTMHE O(QOPMIICH OTIEeNbHBIM
JIOKYMEHTOM.

6. YHEBHO-METO/MYECKOE U THO®OPMAIIMOHHOE OBECIIEYEHHE

6.1. Pexomenayemas aurepatypa

6.1.1. OcHoBHast TUTEPaTypa

ABTODHI, 3arnaBue, CChUIKA Ha 3JICKTPOHHYIO OUOIMOTEUHYIO W3pnaTenscTBo, o
COCTABUTEIH CHCTEMY
JI1.1 Oxoruna H. M. CepBucHast JeSITEIBHOCTD : yueOHOE ocoOue Homkap-Ona : IToBomkckuit

https://biblioclub.ru/index.php?page=book&id=459497 rOCY/IapCTBEHHBIN TEXHOIOTHUECKHI
yauBepcuteT, 2016

6.1.2. JlonoHuTeIbHAS JIUTEPATYpPa

ABTOpBI, 3arnaBue, CChUIKa Ha 3JICKTPOHHYIO OUOIMOTEUHYIO WznarenscTBO, rox
COCTaBUTEIHN CHCTEMY
J12.1 T.H. Koctrouenko, |Opranuzanus 21 MIJIAHUPOBAHKE nearenbHocTH |CtaBponons : CexBoiis, 2017
H.1O. EpmakoBa, |mpeanpustuii cepsuca : yueOHOe mocodue
10.B. Open https://biblioclub.ru/index.php?page=book&id=485037
6.2 IlepevyeHb MpOrpaMMHOro obecrnev4eHust
- 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 Ilepeuenb HHGOPMALMOHHBIX CIPABOYHBIX CHCTeM, NPOodeccHOHAIbHBIX 023 JaHHBIX

- OBC «YHuBepcuterckas OUOIMOTEKa OHIAWHY

- baspl nansbix Springer eBooks

- 1C:UTC I[TPOD BV3

- CIIC «I'’APAHT-AnanuTuK»

- CIIC «Koncynprant-Ilmocy

7. MATEPHAJIBHO-TEXHUYECKOE OBECHEYEHUE TUCHUIIJIMHBI (MOY JIS)

7.1|HaumeHOBaHUE CHEUUATBLHOTO IOMELICHUS: TIOMEIICHHE JMJIsi CaMOCTOSATENILHOM paboThl, UWTanbHBIN 3all.
OcnamenHocts: ITK-4mrt. ¢ BO3MOMKHOCTBIO TMOJKIIOYEHHS K ceTu «VMHTepHeT» M obecneyeHWeM I0oCTyna B
3JIEKTPOHHYI0 HH(opMannoHHo-00pazoBarenbHyo cpeny CI'CITY, ITucbmeHHbI# cton-4 mT., [TapTa-2 mir.

7.2|HanmeHOBaHUE CIENUANBEHOTO IIOMENICHHS: YydeOHAs ayAWTOpPHsA JUIL TPOBCICHHS JICKIHOHHBIX 3aHSITHH,
MPaKTUIECKUX 3aHATHH, KypCOBOTO MPOEKTHPOBAHUS (BBIIOIHEHUS! KYPCOBBIX palbOT), TPYMIOBBIX KOHCYIbTALUH,
WHAWBHIYATbHBIX KOHCYNIBTAIWI, TEKYIIEro KOHTPONS, IPOMEKYTOYHON aTTecTamud, Y4eOHas ayJuTOpus.
OcHameHHOCT: MenoBasi nocka-lmr., Kommmekr yueOHOM MeGeny, HOYTOyK, NMPOEKLHMOHHOE OOOpYIOBaHME
(MyJIBTUMEANHHBINA OPOSKTOP U IKPaH).
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8. METOAUYECKHE YKA3AHUSA 10 OCBOEHUIO JUCIUIIJIMHBI (MOAYJIS)

Pabora Hax TEOPETUUECKUM MATEPHAIIOM IPOUCXOAUT KPATKO, CXEMATUYHO, ITOCIIEA0BATENHHO (PUKCUPYIOTCSI OCHOBHBIE ITOJIOXKEHHS,
BBIBOZBI, (pOpPMYIHpPOBKH, 00OOIICHHS; TOMEYaTh Ba)KHbIE MBICIIH, BBIJIENSATH KIIOYEBBIE CIIOBA, TepMHHBL. [IpoBepka TEpMHHOB,
MOHATHI C TOMOIIBIO SHIMKIIONEANHN, CIIOBAPEH, CIPABOYHUKOB C BBHINMKUCHIBAHHEM TOJKOBaHUI B TeTpalib. O003HAYUTH BOIPOCHI,
TEPMHUHBI, MaTe€pUa, KOTOPIA BBI3BIBAET TPYAHOCTH, IIOMETUTH W IOIMBITATHCS HANTH OTBET B PEKOMEHIyeMoil smuteparype. Ecnu
CaMOCTOSITETIHHO HE YAaeTcsl pa3o0parhes B MaTepralie, Heo0XoIuMo chopMyIHPOBATh BOIIPOC U 3a1aTh MPENOAaBaTeNIo.
[IpopaboTka paboueit mporpaMMbl AUCIMILIMHEL, YEIsAs 0c000e BHUMaHHE 1IEISIM U 3a/1a4aM, CTPYKTYPE U COJIEpKAHUIO
JTUCHUIUIMHEL.  KOHCTIeKTHpOBaHME HCTOYHUKOB, ITOATOTOBKA OTBETOB K KOHTPOJBHBIM BOIPOCAM, MPOCMOTP PEKOMEHIYeMOit
JUTEpaTypsl, pabora ¢ HHPOPMAITMOHHBIMU HCTOYHUKAMHU B Pa3HBIX GopMaTax.

Taxoke B mporiecce U3y4eHHs TUCIUIIMHBI METOANYECKIE PEKOMEHIAMN MOTYT OBITh U3/1aHbI OTJEIbHBIM JOKYMEHTOM.
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[Ipunoxenue
BaibHO-peHTHHTOBAs KapTa AUCHUILTHHBI « CepBUCHAS JCATSIBHOCTDY
Kypc 2 Cemectp 3
Bun xontposns MunumansHoe MaxkcumansHoe
KOJIMYECTBO OaJLIIOB KOJIMYeCTBO 0ayuIoB
HaumenoBanne pa3nena: «TeopeTnyeckne M OpraHN3alHOHHBIEC OCHOBBI CePBUCHOI IEATETLHOCTH
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
HaunmeHoBanue pa3neia: «Kiaccudpukanus 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
KoHTposbHOE MEPOTIPHUSITHE 10 pa3ieity 9 15
IIpomesxkyTOUHBII KOHTPOJIb 11 25
HaumeHoBaHue pa3nena: «KadecTBo 1 moka3artesn 3¢gpGpeKTHBHOCTH CEPBHCHO TesITeIbHOCTH
Texymmii KOHTPOJIb TI0 M pa3jieny: 1 10
1 AynutopHas pabora 0 4
2 CamocrosTenbHast paboTa (crnenuaibHbie 00s3aTeIbHbIe (HOPMBI) 1 2
3 CamocrosTenbHas paboTa (crenuanbHbie GopMbl Ha BEIOOP) 0 2
KoHTponsHOE MeponpusiTie 1Mo pa3aeny 9 15
TIpoMexyTOYHBII KOHTPOJIb 10 25
HanmenoBanue paznena: «CoBpeMeHHOe COCTOSIHHE M MEPCNEKTHBBI PA3BUTHS CEPBUCHOI 1eATeIbHOCTH»
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
TIpoMexyTOYHBIH KOHTPOJIb 10 25
Ok3ameH ([IpubaBka K pe3yIbTaTy HPOMEKYTOYHOI'O KOHTPOJISL HE MOXKET ObITh Oosiee 15 GamoB) 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

® [IOJHBIM, JIOTMYHBI OTBET Ha IMPAKTUYECKOM 3aHATHH IO
OMHOMY W3  BONPOCOB, H3JIO)KECHHBIE  3aKOHOMEPHOCTH
WUTIOCTPUPOBAHBI IPUMEPAMH U3 CEPBUCHOM JICITEIBHOCTH;

® BBINOJNHEHBI BCE  3aJaHUsl  OPAKTUYECKON  paboThl,
MIPOAEMOHCTPUPOBAHEI OTIEPAIMH TIOHUMAaHHSI, AaHAJIN3a, OLICHKH,
MIPUMEHEHHUSI, BBIBOJIBI OTPaXaroT TEOpeTHIECKHE
3aKOHOMEPHOCTH.

1 6amn

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

® BBINOJNHEHBI  BCE  3aJaHUss  MPAKTUYECKOH  paboTsl,
MIPOAEMOHCTPUPOBAHBI OTIepAIMU TIOHUMAHHS, aHAJIH3A.

2 | CamocrostenbHas pabora (00s3arenbHble POPMBI)

IToAroToBbTe pa3BepHYTHI OTBET Ha Temy: «lIpeanpusTus
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. Tlepeuncrensl opranuzanuu cepsl YCIyT ¢ yKa3aHHEM HX
BUIOB — 1 Oam.

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

O0pazoBaTenbHBIE PE3YIIBTATHI:

3HaeT: OCOOSHHOCTM CEpBHCHOW JearensHOCTH B Poccuiickoit
@enepann U 3a pyOeXOM; UCTOPHIO PAa3BUTHS CEPBHCA; OCHOBHBIE
TCHJCHIIMU COCTOSHHS M Ppa3BUTHs pbIHKa ycuyr B Poccuiickoit
Odenepanyu;  3apyOCKHBI  ONBIT  OpraHu3aiu  SPEHEKTHBHOTO
(YHKIIMOHUPOBAHHS CEPBUCHOM JEATENHEHOCTH.

Bnageer: TexHomornei mpoeKTUPOBAHUS CEPBUCHON AESITETLHOCTH HA
OCHOBE PE3yJbTATOB U3YYCHUSI 0COOCHHOCTEH KIMEHTOB.

3HaeT: MOHATHE «yCIyra», KIacCH()UKaIMIO YCIYyr, CBOMCTBA YCIIYT;
MOHSTHE M CYIIHOCTh CEPBHCHON JCATEIBHOCTH, BHJBI CEPBUCHOU
JEATeNbHOCTH; CYIIHOCTh KIMEHTOOPHEHTUPOBAHHBIX TEXHOJOTHH B
CEpPBHUCHOM JICATENbHOCTH; TOHITHS «CEPBUC MPOJAXK», «CEPBHUC
CONPOBOK/ICHHS», U «BHYTPEHHHI CEPBUCY.

Ymeer: 000CHOBaTh BEIOOP YCIYTH ¢ Y4€TOM NOTPEOHOCTEH KITMEeHTA.
3Haer: (HOPMBI U METOABI OpPTaHM3AIMU OOCITYKHBAHUS; MOKa3aTeln
3 PEKTHBHOCTH CEepPBUCHOI JIeSITSILHOCTH OpraHM3allvy;
COCTaBILIIOIIME DJEMEHTHl KadecTBa OOCIYXHBaHHs KIHEHTOB,
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.

VYMeeT: paboTaTh B «KOHTAaKTHOW 30HE» Kak cdepe peanusaiiu
CepBHCHOI  JEATENBHOCTH; B  MOJACNBHOH  CHTyallMud  JaTh
KOHCYJIBTALHIO 110 IPE0CTaBIIEMON yCiyre.

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

Brnageer: TexHOJNOTHEH TNPOEKTUPOBaHHMs KOHTAKTHOM 30HBI Ha
IPEANPUITHH CEPBHCA.

3 | CamocrostenbHas pabota (Ha BBIOOD)

Kaxkwe HOTPeOHOCTH YIOBIETBOPSIOT TpeIPUATUSL
rocTUHHYHOTO cepBuca? IIpuBeaunTte 2 npuMepa notpedHOCTEH 1
COOTBETCTBYIOLIME UM YCIIyI' FOCTUHUYHOrO cepBuca. Kaxapiit
npumep — 1 Gas.

3HaeT: MOHATHE «YCIyra», KIacCH(MHUKAIMIO YCIyTr, CBOWCTBA YCIYT;
IMOHATHUEC U CYHIHOCTH CCpBHCHOP’I JACATCIIBHOCTH, BHJbI CepBHCHOﬁ
JEATENbHOCTH; CYIIHOCTh KIMEHTOOPHEHTUPOBAHHBIX TEXHOJIOTHI B
CEpPBHCHOM JIEATEIBHOCTH; MOHITHS «CEPBUC MPOJIAXK», «CEPBHUC
CONPOBOKICHHUS», U «BHYTPEHHHI CEPBUCY.

Ymeer: 000CHOBaTh BEIOOP YCIYTH ¢ Y4ETOM NOTPEOHOCTEH KIIMEHTA.

KontponsHOE MeponpusTre 1o pazneny — 9-15 damios

1) 3amaHuMe Ha  BOCHpPOM3BEIEHHE: HAa  HM3JIOKEHHE
TEOPETUYECKOro BOIpoca (OLIEHUBAKOTCS: MojiHOTa (3 Oaa),
Hanmuue npuMmepoB (3 Oamra); MaKCHMalTbHOE KOJIUYECTBO
6as10B - 6)

[pumep 3amanus:

Hanumwure passBepHyTbhlii oTBeT nmo Teme «Ponb cepBHUCHOH

Ilepedens TeM ISt BOCTIPOU3BEICHHUS:

Cdepa cepBuca: OCHOBHBIC TIOHATHS

Ponb cepBHCHON AEsITENPHOCTH B COIHMATHHO-IKOHOMUYECKON JKHU3HU
CTpaHbI M COLUATIbHBIC MTPENOCHUIKH €€ pa3BUTHUS

OpraHu3aiuoHHbIE OCHOBEI CEPBUCHOU JESITETHHOCTH

Tuns! ¥ BUABI CEpBUCHON JESITEILHOCTH
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Hampasnenne noarorosku: 43.03.01 CepBuc
Hanpagnernocts (npoduib): «OUHAHCOBBII CEPBUCH
Pabouas nporpamma jucuuinHbl «CepBUCHAS AESATEIBHOCTDY

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

Kpurepuit bamsl
MIOJTHOTA H3JI0KEH H3JI0KEH
IIOJIHOCTHIO MIPEUMYIIECTBEHHO
3 Gama 2 Ganna
[IPUMEPBI 3 mpumepa 2 npumepa
WITIOCTPUPYIOT WLTIOCTPUPYET
TEOPEeTHYECKUE TEOpEeTHIECKHE
3aKOHOMEpPHOCTH | 3aKOHOMEPHOCTHU
3 Gamna 2 Ganna
2) 3amaHWe Ha T[OHUMaHWe: Ha BIAJCHUE IOHATHAMH
(ycranoBnenue B3aMMOCBS3H MEXTY MOHATHAMH);
MaKCHMaJIbHOE KOJINIECTBO OaiioB — 9.
IIpumep 3aganus:
Packpoiite B3aMMOCBSI3b TIOHATHHA «CEPBUCY», «CEpBUCHAS

JeATEIILHOCTEY, KKYJIBTYypa CePBHCHON JIEITEIBHOCTI».
Kpurepun onenku:

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 OpraHu3anus OOCITYXMBaHHUS MOTpeOHTENeH

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», «UHIYCTPHS chepbl
cepBuca», «HHOpacTpyKTypa chepsl CepBHCA»,  «IIEPCOHAIY,

«JIMYHOCTHBIM IIOTEHIMaJl COTPYAHUKA CEPBUCHOM OpraHU3aLun»,
«COLMaJIbHAS TPYIINAY, KIIOTPEOUTENINY, KOPraHU3alHsl CEpPBUCA»

Texyumii KOHTPoJIb N0 pa3nedy «Knaccupukanus u xapakre

PUCTHKA OCHOBHBIX BU10B 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¢ GEeKTHBHOM CEPBUCHOM ACATEIILHOCTH Ha IpUMepe (CTpaHa 1o

Knaccupukanusi CepBUCHBIX YCIyT
XapakTeprucTHKa OCHOBHBIX BUJIOB CEPBUCHBIX YCIIYT

OO0pazoBaTenbHbIE PE3YJIBTATHI:

3HaeT: OCOOCHHOCTH CEpPBHCHOW JeATeNbHOCTH B Poccuiickoit
Oenepanuy U 3a pyOekKOM; HUCTOPUIO Pa3BUTHs CEPBHCA; OCHOBHBIC
TEHACHIINY COCTOSHHSI W pa3BUTUSI pBIHKAa ycruyr B Poccwmiickoit
@enepanuy; 3apyOeXHBIH  ONBIT  OpraHusanud  3(QexTHBHOro
(YHKIMOHUPOBAHHUS CEPBUCHOM JICATEIIbHOCTH.

Brageer: TexHonmoruei mpoeKTUPOBAHUS CEPBUCHOM AESITEILHOCTU HA
OCHOBE Pe3yJIbTaTOB M3y4eHUsI 0COOEHHOCTEH KIIMEHTOB.

3HaeT: MOHATHE «YCIIYTay, KIACCU(PHUKALHUIO YCIYT, CBOWCTBA YCIYT;
TIOHATHE W CYIIHOCTh CEPBUCHOHN JESATEILHOCTH, BHUIBI CEPBUCHOMN
JESITEIbHOCTH; CYIIHOCTh KIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHU B
CEPBHUCHOHN JEATEIbHOCTH; TOHATUS «CEPBHC TMPOIAXK», «CEPBUC
COIPOBOXKICHUS», U «BHYTPEHHUH CEPBUCH.

YMeeT: 000CHOBaTh BEIOOP YCIIYTH C YIETOM NOTpeOHOCTEH KIMEHTa.
3HaeT: GOpMBI U METOABI OpPraHMU3aluK OOCITY)XMBaHHS, MOKa3aTeIH
3¢ GeKTUBHOCTH CEepBUCHOU JIeSITEILHOCTH OpraHu3aIliy;
COCTABIISIIOIIME  3JCMEHTHl KauyecTBa OOCHYXKHBAaHUS KJIMCHTOB,
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Hampasnenne noarorosku: 43.03.01 CepBuc
Hanpagnernocts (npoduib): «OUHAHCOBBII CEPBUCH
Pabouas nporpamma jucuuinHbl «CepBUCHAS AESATEIBHOCTDY

BBIOODY).

Kpurepun onenku:

1. TlepeuncieHbl OCOOCHHOCTH CEpPBHCHOI JEATCIBHOCTH B
COOTBETCTBHH C TPAJULMSAMH CTPaHbl — | Oami.

2. TlepeunciieHbI BUIBI CEPBUCHO AEATEIBHOCTH — | Oa.

3. Jlana KkpaTkas XapaKTepHCTHKa OpraHW3alMii CEepPBHCHOU
JeATENBHOCTH Ha TIPUMEpe OJHOHN yciayrd — 1 Gas.

4. OGo3HaYeHbl MEPCICKTUBHBIC HAIMPABICHUS CEPBHUCHOM
JesaTenbHoCTH — 1 GaI.

3 | CamocrostenbHas paboTta (Ha BBIOOD)

3anoyiHUTE TAONIHUIY:
Bug ycnyru

XapaKkTepucTuka

Kpurepun onenkn:

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

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

XapaKTePUCTHKY OCHOBHBIX COCTABISIOIIMX KOHTAKTHOH 3OHBI;
mpaBuia OOCITY)KMBaHUS TOTpeOMTENed B  KOHTAaKTHOW  30HE,
OCOOCHHOCTH OpraHM3allid KOHTAKTHOH 30HBI Ha MPEIIPHUITHIX
CepBHCa B 3aBUCHMOCTH OT BU/A U THIIA YCIYT.

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

VYmeer: ¢popmyanpoBaTs TpeGOBaHHS K COCTABJISIOIIMM KOHTAKTHOI
30HBI ((PU3UUECKUM YCIOBHSAM, KOMMYHHKATHBHON KOMIETEHTHOCTH
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 (OlEHUBAIOTCS: TONHOTA (3 Oanna),
Hanuuue npumepoB (3 0Oajna); MakCUMalbHOE KOJIHYECTBO
6aiIoB - 6)

IIpumep 3aganus:

Hanwmmre pasBepHyThiii oTBeT mo Teme «Kaccudukarus
YCIIyT: MaTepUaNIbHbIE YCIYTH U UX XapaKTePUCTHKA»
Kpurepun oneHku:

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.

[pumep 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 aJ1st BOCIIPOU3BEICHUS:

Knaccupukanus BUAOB yciayr

Buns! 1 hopMBbI CEpBUCHOM AEATENBHOCTH

XapakTepucTuKa OCHOBHBIX BHJOB CEPBUCHBIX YCIIYT
MarepuaibHble yCIyTu

CounanabHO-KyIbTypHBIE YCIYTH

KauecTBo cepBUCHBIX yCcIyT

IokazaTenu 3 HEeKTUBHOCTH CEPBUCHON IESTENFHOCTH OpraHU3aliH
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Hampasnenne noarorosku: 43.03.01 CepBuc
Hanpagnernocts (npoduib): «OUHAHCOBBII CEPBUCH
Pabouas nporpamma jucuuinHbl «CepBUCHAS AESATEIBHOCTDY

Oa.

2. OmnucaHa KOHKpETHas MOTPEOHOCTh KiKMeHTa — 2 Oasuia.

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

4. OmpeneneH Bua yciyru — 1 6am.

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

6. PexoMeHIAIMK KJIMEHTY MOCJIeA0BaTeIbHbBI — | Oal.

YCIyrd 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  3aJaHUsi  OPAKTUYECKOH  paboThl,
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(IMKTHON 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

KOMMYHHUKalIMUOHHBIX

npuémbl, mnoBblaonme 3)EeKTHBHOCTH

KauecTBo cepBuCHBIX ycimyr
D¢ (heKTHBHOCTD CEPBUCHOI ESITENBHOCTH OpraHnu3aliy

OOpazoBaTenbHble PE3YJIBTATHI:

3HaeT: OCOOCHHOCTH CEpPBHCHOW JeATeNbHOCTH B Poccuiickoit
Denepanuu U 3a pyOeXOM; UCTOPHIO PAa3BUTUS CEPBUCA; OCHOBHBIC
TEHACHIINM COCTOSHHS M Pa3BUTHA pPHIHKA yCIyr B Poccuiickoif
@enepanuy; 3apyOeXHBIH ONBIT  opraHusanud  3QdexTuBHOrO
(YHKIIMOHUPOBAHHS CEPBUCHOM AESATEIHHOCTH.

Brmazeet: TexHONMOTHEH NPOSKTUPOBAHMS CEPBUCHON IEATENFHOCTH 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
CEpPBHUCHOI JEATENbHOCTH; IOHATUS «CEPBUC IIPOJAXK», «CEPBUC
COTIPOBOKACHUS», U «BHYTPECHHHUH 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 COCTABISAIOIIMX KOHTAaKTHOH 3O0HBI;
mpaBmia  oOCIHyXHBaHHS TOTpeOHTenelf B KOHTaKTHOI  30HE,
O0COOCHHOCTU OpraHM3allud KOHTAKTHOH 30HBI Ha MPENIPUATUIX
cepBHca B 3aBUCHMOCTH OT BHJa ¥ THIIA YCIIYT.

YMeeT: paboTaThb B «KOHTaKTHOH 30HE» Kak cdepe peanusaliu
CepPBUCHOIl  NEATENbHOCTH; B  MOAGNBHONM  CHTyaIliM  JaThb
KOHCYJIBTALIUIO 110 IIPEOCTABIAEMOI ycyre.

VYmeer: GopMyaHpoBaTh TpeOOBaHHUSA K COCTABISIOIIMM KOHTaKTHOIT
30HBI ((PU3MUECKUM YCIOBHSAM, KOMMYHMKATHBHOH KOMIIETEHTHOCTH
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
Hanpagnernocts (npoduib): «OUHAHCOBBII CEPBUCH
Pabouas nporpamma jucuuinHbl «CepBUCHAS AESATEIBHOCTDY

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

KonTponbHOE MeponpusiTHe 1o pazneny — 9-15 damios

1) 3amaHne HA  BOCIPOU3BEICHHE: HA  HU3JIOKCHUC
TEOPETUYECKOro BOIpoca (OIEHUBAIOTCA: MmoiiHOTa (3 Oaa),
Hanmuue npuMepoB (3 Oajua); MakCUMallbHOE KOJIHYECTBO
6aI0B - 6)

Ipumep 3amaHus:

Hamummre pa3BepuyTsiii oTBeT 1o Teme: «KauecTBo cepBucHoit
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) 3a7aHre Ha MOHUMaHKWe: MAaKCUMAITbHOE KOJTMIECTBO OAIIOB -
9.

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

Kpurepun oneHku:

1. TIpuBeneHsbl XapaKTEPUCTUKU YCIYTH, COOTBETCTBYIOIINE
KOHCYIbTanuu — 1 asmr.

2. JlaHo ompeesieHHe KauecTBa KOHCYIbTallMOHHOM yciyru — 1
Oamr.

3. Tlepeuuncnensl moka3areian Ka4ecTBa, COOTBETCTBYIOIINE
KOHCYNBTAIIHOHHON yciyre — 1 Ga.

4. CdopMyarpoBaHbl KPUTEPUH, IO KOTOPHIM MOXHO OIICHUTH
rokasareny KadecTa — 3 Gasuia.

5. TlpenoxeH HHCTPYMEHT OLICHKH KayecTBa
KOHCYJIBTAIIMOHHOM yCIIyTH U OTHcaHa ero gopma B
COOTBETCTBHH C 3asBJICHHBIMU KpUTEpUsIMH — 3 GaJuia.

IlonsTust:

«JIMYHAS IPOJIaXKay», «IIPE3EHTAIHs YCIYT», «KOHTAKTHAs 30Ha,
«CEPBHCHOE B3aUMOJICHCTBHEY, «CTEPEOTHIU3ALUSY, «(DaKTOPBI
YIOBJIETBOPEHHOCTH/HEYAOBIETBOPEHHOCTH MIPEJOCTABICHUEM
YCIYTH», «Ka4eCTBO YCIYTH (0OCTYKUBAHUS), «CBOWCTBO YCIYTH
(06cmyXuBaHUs )», «IIOKA3aTeIb Ka4ecTBa YCIyr (00CTyKHBaHUA )y,
«Ka4eCTBO HCTIOIHEHHS YCIYT'H», «KA4eCTBO PE3yJIbTaTa YCIyTrH»,
«BpeMs1 00CITy)KHBAHUS», «CPOK UCIONHEHHUS YCIYTHY, «IIOKa3aTeNn

3 PEKTHBHOCTH CEPBUCHOM JEATEIBHOCTIY, «(DOPMBI 00CTYKUBAHUS

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

1

AyautopHas 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

O0pazoBaTenbHbIE PE3YJIBTATHL:
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. TOJIHBIN, JIOTHYHBIA OTBET Ha MPAKTUYECKOM 3aHSITHH
[0 OJHOMY M3 BOIIPOCOB, H3JI0KEHHBIE 3aKOHOMEPHOCTH
WIUTIOCTPUPOBAHBI IPUMEPAME U3 CEPBUCHOM JIEATENBHOCTH;

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

1 6amn

. OTBET HA IMPAKTHYECKOM 3aHSATHH CTPYKTYPHPOBAH,
U3JI0KEHbI  OCHOBHBIE 3aKOHOMEPHOCTH  (JONOJIHEHHE 110
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 1eH (1 Oamwr), 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 JEATEIBHOCTH.

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 KIHEHTOOPHEHTUPOBAHHBIX TEXHOJOTHH 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 OOCITYKUBAHUS; MOKa3aTeln
3 PEKTHBHOCTH CepPBHUCHOM JIeATSIBHOCTH OpTaHU3aIlNY;
COCTaBILIIOIIME DJEMEHTHl KadecTBa OOCIYXHBaHHs KIHEHTOB,;
XapaKTePUCTHKY OCHOBHBIX COCTABJISAIOIINX KOHTAaKTHOH 3OHBI,
mpaBuWia OOCITY)KMBaHUS TOTpeOMTENell B  KOHTAKTHOW  30HE,
OCOOCHHOCTH OpraHM3alliid KOHTAKTHOW 30HBI HAa MPEIIPHUITHIX
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 COCTABIISIOIINM 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
KJIMEHTOB. MakcuMalbHOE KOJIHIecTBO 6aymioB — 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 IPYNIIBI KIMEHTOB (II0J1a, BO3pacTa, 10X0/Aa U
HWHBIX 3HAYMMBIX XapaKTepUCTHK) — 1 6amr;

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
(GYHKIIMOHUPOBAHMS IPENpUATHH cepBrca B Poccuiickoii denepanmu
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JeATETbHOCTH B COOTBETCTBUU C OCOOCHHOCTSIMH KIIUSHTOB — 3
Gamta

OO60CHOBaHBI, 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
obOcmyxuBanus — 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 IPUBEICHHON
cutyauu — 3 Oauia.

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

IIpomesxyTodHas aTTecTarys

[pexncTaBieHsl B (OH/IE OIIEHOYHBIX CPENICTB ISl IPOMEKYTOYHON aTTeCTAlUH 10 TUCIUIUINHE
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