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KA®EJIPA

AHTHKpHZ{HC]—[OE U KOPIIOPAaTUBHOC YIIPpAaBJICHUE

PacnpenesieHne 4acoB JUCHHUILINHBI 110 ceMecTpaM / KypcaMm

Cemectp
(<Kypc>.<CemecTtp Ha 2(1.2) 3@2.0)
Kypce>) Uroro
Henenn 16 16 4/6
Bun 3ansaruii viI | prn| vio| prm| vim| PI
Jlexmu 32 |32 |32 (32 |64 |64
IIpaxkTuueckue 32 |32 |32 (32 |64 |64
Hroro ayx. 64 |64 |64 [64 |128 128
KonTtaktHas padota 64 |64 |64 |64 |128]128
Cawm. pabora 44 144 (80 |80 | 124124
Yacel Ha KOHTPOJIb 36 (36 |36 |36
HUroro 108 | 108 | 180 | 180 [ 288 | 288
OCHOBAHMHME

YueOHbIH TUTaH YTBEPKIIEH YUEHBIM coBeTOM YHmBepcuteTa (mpotokoi Ne 9 ot 03.03.2026 1.).

[IporpamMmy cocraBwi(#): K.c.H., foneHt, Komaposa C.H.

3aB. kadeapoit: k.3.H., goueHT T.}O. Cuniok

Metoauueckuii CoBeT: A.3.H., JoueHT M.A. CypKukoB




1. HEJIX OCBOEHUSA TUCIUITJINHBI

1.1| Pa3BuTHE cHCTEMbI 3HAHMI B yNPABIEHHH CEPBHCHOI AeATEIBHOCTHIO. [IprHoOpeTeHrne HABBIKOB YHPABICHUS CEPBUCHBIMHU
TEXHOJIOTHAMHU MU HPOLECCaMHU B CEPBUCHOH AesaTensbHOCTH. OcBOeHHE HEOOXOAUMBIX YMEHUI M HABBIKOB IO IPOBEACHHIO
JMarHOCTUKH 0OBEKTOB CEPBHUCA, C LIEJIBIO OCYIIECTBICHUS KOHTPOJIS Ka4eCTBa M YIPABJICHHS CEPBHCHBIM IPEAIPHITHEM.

1.2

2. TPEBOBAHMUA K PE3YJIBTATAM OCBOEHUA JUCHUIIJIUHBI

OIIK-2. Cnioco6eH ocyliecTBJIsATh OCHOBHbIEC (DYHKIMH YIIPABJICHUS CEPBUCHOI JeATeIbHOCThIO

OIIK-3. CnocoGen obecneunBaTh TpedyemMoe Ka4ecTBO MPOLECCOB OKa3aHUsl YCJYr B U30paHHoil cdepe npodeccnoHaabHOI
AeATeTLHOCTH

B pe3ysibTaTte 0CBOCHHS JUCHMILIUHBI 00y4AIOIIMIICSH NOJIAKEH:

3HaTh:

OCHOBHI 1 CYITHOCTb CEpPBHCHOH nesATensHOCTH. DYHKINH yIIpaBlieHHe, WX 0COOCHHOCTH B YIIPABICHUH CEPBHUCHOM IEATEIHHOCTHIO.
Mertoabl ¥ HHCTPYMEHTHI TIOCTAHOBKY U MACHTU(DHUKAIINY LeJICH U 3a/1ad YIPaBICHNS CTPYKTYPHBIMH IOPa3IeICHUIMHE TIPEAIPHUATHHA
cdepsl cepBrca WM Ipyrux cdepax, B KOTOPbIX HEOOXOANMO OCYILECTBICHHE CEPBUCHON NEATENbHOCTH; CYLIHOCTb M COZCP)KAHUE
IUIAaHUPOBAHUS, OPraHW3alM{, MOTHBAMM W KOODAMHAIMU JESATENbHOCTH CTPYKTYPHBIX HOIpa3lNelCHUN NpeanpusaTuid (u
HpeNIpUATHil B IIETIOM) B cdepe CepBHCa W/WIH OCYIIECTBICHNS CEPBUCHON ACATETBHOCTH; IPHHITUIEL, (GOPMBI U METOIBI KOHTPOJISA
JEeSITeNbHOCTH MPEANPUSTUI CepBHCa U/HIH CEPBUCHOM AesTensHOCTH. OpraHu3anus ¥ yOpaBlIeHUE IMPOIeccaMd U TEXHOIOTUSMH Ha
CEPBUCHBIX NpeAnpusaTHsIX (coorHeceHo ¢ uuaukaropom OIIK 2.1)

Teopernueckne M MPAKTUUECKUE ACIEKTHI OINCHKM KadeCTBAa OKA3aHHS yCIyr B CEPBUCE HAa OCHOBE KIMEHTOOPHEHTHPOBAHHBIX
TEXHOJIOTHH; OCHOBHBIC MOJIOXEHUSI M NMPUHIMIIBI 0OecredeHHs] Ka4ecTBa IIPOLECCOB OKa3aHUs YCIyr Ha OCHOBE MEXIYHAPOIHBIX U
HaI[IOHAJIBHBIX CTAHApPTOB; OCHOBHBIC NPHHIMIBI, (OPMBI U METOABI (PYHKIMOHMPOBAHHS CHUCTEMBI OOECIICUECHHS 3asiBICHHOTO
ypoBHS KadecTBa ycruyr.Iloka3aTenn OmeHKH KadecTBa, a TAK)Ke METOABI, MHCTPYMEHTH K OCYIIECTBICHHIO AUAarHOCTHKH M KOHTPOJIS
KauecTBa IIPOLECCOB cepBuca.(cooTHeceHo ¢ nuankaropom OIIK 3.1)

Ymern:

[IpumeHATs (YHKIMM YOpaBICHUS B CEPBUCHOM AEATEIBHOCTH MPEANPUSATHA. VICHONB30BaTh OCHOBHBIE METOIBI WM IPHEMBI
IUIAaHUPOBAHMS, OPraHU3allid, MOTHUBALMM W KOOPAMHALMM JIEATEIBHOCTH MNpeRnpHATHH (ToApasieneHuil) npernpusiTHii cdepsl
cepBHCa WM APYrHX cdepax, B KOTOPHIX HEOOXOAMMO OCYIIECTBICHHE CEPBHCHOM NeATEeNbHOCTH . Pa3pabareiBaTh M IIPUMEHATDH
CEpPBUCHBIC TEXHOIOTHH B MPOIIECCE OCYIIECTBICHHS CEPBUCHON AEATEIBHOCTH, C YI€TOM TPeOOBaHUI MOTpednTENIeH B COBPEMEHHBIX
ycnoBuil. (cootHeceHo ¢ unauKaTopom OI1K 2.2)

OpraHu30BBIBaThH ¥ MPOBOIKTE JUATHOCTHKY OOBEKTOB CEPBHCA, & TAKKE OCYIIECTBIATh KOHTPOJIb KaueCTBa IMPEIOCTABIIEMbIX YCIyT
B cdepe cepBuca. Obecneynth TpeOyeMoe KauecTBO MPOILECCOB OKAa3aHUSl YCIYT B CEPBUCE B COOTBETCTBUH C MEXIYHAPOTHBIMHU U
HAIMOHANIPHBIMUA ~ CTAHIAPTAMH; IPHMCHATh COBPEMCHHBIC METOABI OLCHKMA KauecTBa OKa3aHHs YCIYyr C  y4eToM
KJIMECHTOOPHUCHTHPOBAHHBIX TEXHOJOTHIA; IPUMEHATh MEKIyHApOIAHBIC W HAllMOHANBHBIC CTAHIAPTHI B HENsAX OOSCIIeueHHs] KauyecTBa
MPOIIECCOB OKa3aHWsl YCJIyT CEPBUCHOW OpraHM3alli{; HCIOIb30BaTh METOIbI YIPABICHHS KAa4eCTBOM B IIEISIX OOCCIICUCHHUS
HEOOXOIUMOTO0 YpOBHS (DYHKIIMOHUPOBAHMS NPOIIecCOB 00cTykuBaHus. (cooTHeceHo ¢ nuaukaropom OIIK 3.2)

Baanernb:

HaBpikamMu mpUMEHEHHSI CUCTEMHOTO, MPOLECCHOTO M CHTYAIIMOHHOTO TOIX0Ja B yNpaBieHUW. crmonp30BaHus MPUEMOB U METOIOB
Uil pa3paboTKU, OpraHM3aldd W YIPABICHUS MPOIECCAMH CEpPBHCAa C LENbI0 CO3JAHUS ONTUMAJbHBIX YCIOBHI CEpBHUCHOU
JEITENIFHOCTH Ha MIPEANPUSATHH ; HaBBIKAMH MOCTAHOBKH IENIeH W 3a/1ad MPAaKTHUSCKOH JEATETBHOCTH CTPYKTYPHBIX HOIpa3aeIeHIH
npeanpusITuii cepsl cepBUCa; METOIAMH W TMpHEMaMH IUTAHUPOBAHUS, OPTaHMU3aIllMH, MOTHBAIIMU W KOOPAWHAIMU NEATEIHHOCTH
CTPYKTYpHBIX TIOApA3leNeHUN NpennpusaTHid (M TpeanpusITHid B 1eJIoM) B cdepe cepBHUCAa W/WIM OCYIIECTBICHHUS CEpBUCHOMN
JeSITENIbHOCTH; HABBIKAMH OCYILECTBICHHUS KOHTPOJIS JCATSIBHOCTU IPEIIPHATHI (TIOIpa3AeeHuii) MPEANpUsiTHIA cepbl cepBrca WK
JpyTuX cepax, B KOTOPHIX HEOOXOAUMO OCYIIECTBIICHIE CEPBUCHOMN IeATeNbHOCTH(CoOTHeceHO ¢ mHAnKaTtopoM OI1K 2.3)

HaBpikamMu Oka3aHUsI OKA3aHUE YCIYT B COOTBETCTBHH C 3asBJICHHBIM KaYeCTBOM, a TAKIKEC OLICHKM KayeCcTBa OKa3aHHs yCIyr Ha OCHOBE
KJIMEHTOOPHUCHTHPOBAHHBIX TEXHOIOTHIA; HAaBBIKAMH OIICHKH KadecTBa IPOIECCOB OOCITY)KHBAaHHA U pa3pabOTKH PEeKOMEHAAINN IO €To
MIPUBEICHUIO B COOTBETCTBHH C MEXIYHApOTHBIMH W HAI[MOHAIGHBIMH CTAaHJAPTaMH; HABBIKAMH PaOOTHI C JTOKYMEHTAI[HOHHBIM
o0ecriedeHneM CUCTEMBl YIPAaBJIEHHUS KaueCTBOM YCIYT; OMBITOM MPUMEHEHUS METOIOB U WHCTPYMEHTOB IO OCYIIECTBICHHUIO 3a
KOHTPOJIEM KaueCcTBa B MPOLIECCE OKA3aHUs YCIYT U ISSITEIILHOCTH CEPBUCHOTO pennpusitus (cooTHeceHo ¢ uaankaropom OIIK 3.3)

3. CTPYKTYPA U COAEP KAHUE TUCIUIIJINHBI

Pasnea 1. «TeopeTudeckue 0CHOBbI CEPBUCHOM AeATEIbLHOCTI

Buj 3ansitus / Cemectp /| KoauuectBo

pa6otsl / popma IMA Kypc 4acoB Kowmerernmun

Ne HauMeHoBaHHe TeMbl, KPaTKoe cofepKaHne




«CepBHUCHas AEATENBHOCTh Kak (hopMa yHOBIETBOPEHHs MNOTpeOHOCTEH
yenoBekanCdepa cepBrca: OCHOBHbIE MOHATHSA. BHIBI CEpBUCHOM
nesireibHoCTH. DyHKINHN CEepBUCHOM  nestensHOCTH.  [IpuHIMIBI
COBPEMECHHOTO CepBHCAa. PoIb CEpBHCHOI NEATENPHOCTH B COLUANIBHO-
9KOHOMHMYECKOW JKH3HH CTpaHbl. Crienuuka pbIHKa yCIIyT.

JIeKIIMOHHBIE 3aHATHS

OIIK-2
OIIK-3

1.2

«CepBHUCHasE AEATENBHOCTh Kak (hopMa yHOBIETBOPEHHs HOTpeOHOCTEH
yesoBeka»: [IoHATHE «TOTPEOHOCTH YETIOBEKaY.

Knaccudukanust norpe6HocTei.CyObeKTbl CEPBUCHON  AEATEILHOCTH.
Knaccudukarmu cepBuca. Poib cepBUCHOM AEATEIBHOCTH B COIMATBHO-
9KOHOMHUYECKOH JKH3HU cTpanbl. Crieruuka pbIHKa yCIyr

[Ipaxtuyeckue
3aHATHUSA

OIIK-2
OIIK-3

« Pa3HOBHIHOCTh CEpPBHCHBIX yCIyr W uXx Kiaccupukarus»: IloHsTHE
«ycilnyra» W €€ OCHOBHbIC CBOWCTBA. Monenb mpolecca OKa3aHHs
yenyru.Bunet  w pasHoBmmHOocTe  yeayrKmaccudumkammst  ycmyr
OO0nIepoccHiCKmii K1acCH(UKATOP YCIYT HACEICHUIO.

JIexIMOHHbBIC 3aHATHS

OIIK-2
OIIK-3

1.4

« Pa3HOBHIHOCTh CEpPBHCHBIX yCIyr W uX Kiaccupukarusy: IloHsTHE
«yCIIyra» W ee OCHOBHBIE CBOICTBa. Mozeib Ipouecca OKa3aHUs yCIyTH.
XKusnennsrit mukn  yenyru.  Knaccudukanmmm — yenyr.  Bumsr  u
pasHoBugHOCTh ycnyr. Knaccudukamus — yenyr.  OOGmepoccuiickuit
KJIACCU(PUKATOP YCIYT HAaCEIEeHHIO. AJITOPUTM CO3aHUsI HOBOH YCIIYT.

[IpaxTuyeckue
3aHATHSA

OIIK-2
OIIK-3

1.5

[Ipaktiueckoe 3aHATHE « TexHomorus pa3pabOTKM M CO3JaHUS HOBBIX
yciyr»

IIpaktnueckoe 3amanue: «Co3mail CBOM TOBap, MCHONB3YS CIEAYIOIIMN
9KOHOMHUYECKUI KOHCTPYKT: TOBap = MPOIYKT + yCiyray.

Lenb: B mpouecce UIpbl yYaCTHUK JOJDKHBI pa3paboTarh U ONUCaTh TOBap,
T10 TIPE/IOKEHHON CXEME M TIPE3EHTOBATh €ro.

[IpaxTuyeckue
3aHATHS

OIIK-2
OIIK-3

«KauectBo ycayr u  3¢ddexTHBHOCT  CEpBUCHOM
OPEINPUATHS» : MOHSTHE «KaueCcTBO YCITyTH»,
obciyxuBanus». HoMeHKIaTypa nokasarelnei kauecTsa yeiyr».

JCATCIbPHOCTH
«Ka4CCTBO

HCKHI/IOHHHC 3aHATUA

OIIK-2
OIIK-3

1.7

«KauectBo ycmyr u  3(QQEKTUBHOCT  CEPBHUCHOH  HEATEIBHOCTH
MIPEIPUATHA» HOHATHE «KayecTBO yCIyTu», «KayeCcTBO
oOciyxuBaHus». HomeHkarypa nokasarenei kadectBa yciyr». MeToasl
OLIEHKU KaueCTBa YCIyT.

[Ipaxtuyeckue
3aHATHS

OIIK-2
OIIK-3

1.8

«TeopeTnueckne acreKTsl oOpraHu3amun obcayxuBanus. KadectBo u
CTaHAAPTHI 00CTy)KHUBaHHsD): [I0HATHE «OOCTYKUBAHUSY.

Tousitie o crwie  oOCHy)XuBaHHs  KJIMeHTOB.KOHTakTHasE — 30HA.
CepBHCHBIE  TEXHOJIOTMH  00cCmyxuBaHHs. DOpMbI h  mporecc
obcyxuBanus morpeboureneit. Llemun pa3paboTku CTaHIApTOB KauecTBa
00CIy)KHBaHHS.

JIeKIIMOHHBIE 3aHATHSA

OIIK-2
OIIK-3

1.9

Ipakruueckoe 3aHsTHE « MeTOAB M3MEPEHHS KauecTBa 00CITyKUBAHUS»
Jlenosas nrpa «TaliHBIA TOKyTIaTENb

Lens: IlpoBecTn aHanu3 KadecTBa OOCIY)KHBAaHHA HAa IPEONPUATHH
cepBrca MeToioM « TalfHbIi NOKyHaTeNb)»

IpaxTHyeckne
3aHATHA

OIIK-2
OIIK-3

1.10

CaMoCTOsITeNIbHOE H3YUYEHHE OTIEIbHBIX BOIIPOCOB TEOPETHYECKOr0 Kypca:
1.IToTpeOHOCTH — NPEANOCBUIKA M MPOAYKT JESITSIbHOCTH 4EJIOBEKa.
2.0cHOBHBIE MTOAXOABI K pobieme norpedHocTeit B XXI Beke.

3. 5.®pomMM 0 MOTPEOHOCTAX YeIOBEKA.

4.Teopust ncuxoananusa 3.dpeiina.

5.A.Macnoy o kraccupuKanuu norpebHocTeit.

6. Wctopust pa3BuTHs HAMOHATIBHBIX OCOOCHHOCTEH MOTpeOIcHUsT B
Poccun.

7. IloTpeGHOCTH M OTPEOUTETBCKOE TIOBEICHHUE.

8. CepBHC Kak CHCTEMa MHIUBUIYaIbHOTO 00CITY)KHBAHUSL.

IloaroroBka ocymiectisiercs: ¢ ucnoib3oBanuem LibreOffice mporpammer
JOUCLUATIIMHBIOCTH.

CamocTosTelIbHAsS
pabora

OIIK-2
OIIK-3

Pasnen 2. «OpranuzauoHHbIe OCHOBBI CEPBHCHOI 1eSITeIbHOCTH

HaumeHoBaHue TEMbI, KpaTKoe co/iepKaHue

Bupa 3ausitus /
pa6otsl / popma ITA

Cemectp /
Kype

KosmuecTBo
4acoB

KommnereHnuu

2.1

«OCcoOCHHOCTH ~ OpraHu3alMd W (QYHKUHOHHPOBAHUS  CEPBHCHBIX
MPEANpUATHY: Kiaccuukaims npeanpustuii cepsuca. CyIHOCTHBIE
OCOOCHHOCTH BCEX CEpBHCHBIX OpraHu3aunuid. Pemyraums, HMHIDK

MIpepUATH cepbl cepBuca.

JIeKITMOHHBIE 3aHATHS

OIIK-2
OIIK-3

22

«OCcoOCHHOCTH ~ OpraHu3alMd W (QYHKIHOHHPOBAHUS  CEPBHCHBIX
MPEANpUATHY: KilaccuuKaims npeanpustuii cepsuca. CyIIHOCTHBIE
0COOCHHOCTH BCEX CEPBUCHBIX OpraHM3auuii. Meroasl W HHCTPYMEHTBI
OIICHKH peITyTaliy, UMHJDKA IPEATIPUSTHS Chepbl cepBuca.

[IpaxTudeckue
3aHATHA

OIIK-2
OIIK-3

2.3

«IlepcoHanm cepBHCHOIl OpraHW3alii KaK BeIyIIMH KOMIIOHEHT B
9 (eKTUBHON NEeATETBHOCTH CEPBUCHOTO TMPEANPHUITHSDY:  I[EPCOHAI
CepBUCHBIX  mpennpustuii. Pabora ¢ mepcoHansoM  CEpPBHCHOIO
npennpusitys.  [lokasareny JIMYHOCTHOIO MOTEHIMAlda  COTPYAHHUKA
CEpBUCHOTO  MpeAnpusATHsa. TpeOoBaHHMA K MEPCOHATY CEPBHCHOIO
TIPEIIPHATHSI.

HGKHI/IOHHHC 3aHATUA

OIIK-2
OIIK-3

24

Jenosas urpa:"Tlondop nepconana Ha npeanpusTie ceppuca’

IIpaxTHyeckne
3aHATHSA

OIIK-2
OIIK-3




2.5

«[loTpebuTenn ycmyr: THIONOTHYECKHE XapaKTePHUCTHKH U CEPBUCHOE
MOBE/ICHHUEY: 3HAYCHHWE THIONOTHIA moTpeduTeneit yciuyr.  Dramsbl
B3aUMOJICHCTBHSA C MOTPEOHTENEM B Tpoliecce 00CTyKUBaHHs. Tumonorus
nmoTpeburTeneil M Xapaktep HMX CepBUCHOro moBenenus. Ilpaea
MOTpeOHTENCH 10 MEKTYHAPOIHBIM TOKYMEHTaM.

JIeKIIMOHHBIE 3aHATHS

OIIK-2
OIIK-3

2.6

[ToTpebuTen yciayr: THUIOJIOTHYECKHUE XapaKTEPUCTUKH M CEPBUCHOE
nosenenne. Kareropum morpeOuteneid, OCOOCHHOCTH M IOAXOIBI K
o0cIy’)KMBaHUIO noTpeduTeneil B cepe ceppuca.

[IpaxTHyeckue
3aHATUSL

OIIK-2
OIIK-3

2.7

«JTHKa W TICHXONIOTHS CEPBUCHOM IEATENBHOCTH»: ICHXOJIOTHIECKUE
ACIEKTBl CEPBHCHOU JesTenpHOCTH. I[IOHATHE «KYIBTypa CepBHCa» H
«KynbTypa obOciyxuBaHus». IIpodeccHoHanbHas dSTHKa pabOTHHKA
cepBHCa M OCOOCHHOCTH MPO(ECCHOHAIBLHOTO MOBEACHHS. JCTETHYSCKAS
KyJbTypa pabotHuKa ceppuca. JKano0sl 1 KOHGIHKTHI B cepe ceppuca.

HCKHI/IOHHHC 3aHATUA

OIIK-2
OIIK-3

2.8

«JTHKa ¥ TICHXONOTHS CEPBHCHON HEATEIBHOCTHY»: ICHXOJOTHYCCKUE
ACIIeKTBl CEPBHUCHOW JIEATENHHOCTH. I[IOHSTHE «KYJBTypa CepBHCa» H
«KynpTypa obOciyxuBaHus». I[IpodeccHoHanbHas HTHKa pabOTHHKA
cepBHca M OCOOEHHOCTH MPO(ECCHOHATBHOTO MOBEACHHUS. DCTETHYESCKAs
KyJbTypa paboTHrKa cepBuca.)Kano0sl u koHGIHKTHL B cepe cepBuca.

[Ipaxtudeckue
3aHATHA

OIIK-2
OIIK-3

2.9

«KanoObl n KOH(IUKTHI B chepe cepBUca M UX pa3pelICHHUE»: TIOHITHE O
’Kaymobe , OCHOBHBIE NPHYHMHBI Xajlod morpebureneil B cdepe ceppuca.
Ionsitne, npuuuHBl W BbIABI KOH(IUKTOB B cdepe cepBuca. Tums
KOHGIUKTHBIX Ju4HOCTel. CriocoOsl pasperieHus KOHQIUKTOB B cedepe
CepBHCa.

JIeXIIMOHHBIE 3aHATUSA

OIIK-2
OIIK-3

2.10

«Kano6b! 1 KOHQIUKTEL B chepe cepBHCca M HX Pa3pelICHUE): IIOHATHE O
ajobe , OCHOBHBIC NMPUYHMHBI Kalo0 moTpeduTenell B cdepe cepBHca.
IMonsitve, NpUYMHBI M BbAbI KOHGIUMKTOB B cdepe cepBuca. THIIbI
KOH(IMKTHBIX JInuHOCTeH. CrocoObl pasperieHust KOHQIMKTOB B cedepe
cepBHuca.

IIpaxTHyeckue
3aHATHSA

OIIK-2
OIIK-3

2.11

CaMOCTOsTENIbHOE H3YUYEHHE OTICIBHBIX TEM TEOPETHIECKOro Kypca:
1. InopMaIioHHBIE TEXHOIOTHH B CEPE CepBHCa

2. NHdopMaoHHbIH CepBUC 1 HHTEPHET-DKOHOMHKA

3. DTHKa U STUKET HH)OPMALIHOHHOTO CepBUCa
4. [locpenHuveckne  ycayrm B COBPEMEHHOM
HpeINPUHAMATENICTBE

5. XapakTepHCTHKa TOCYTOBBIX yCIyT

6. OO01ast XapakTepUCTUKA COLUATIBHO-KYIBTYPHOU cepbl
7. MeskayHapoHasi TOProBis yciuyramu B cepe ycayr

8. OcobeHnHocTH cepsl cepBrca B coBpeMeHHol Poccuu.
9.BHenpeHne MHHOBaNMIT ¥ HOBBIX BHJIOB YCIIYT.

10. TenmeHIMN pa3BUTHS CEPBHCA B COBPEMEHHBIX yCIOBUSIX.

poccuiickoMm

TloaroroBka ocymecTisiercs ¢ ucrnons3oanueM LibreOffice. nporpammel
JIACUUTLINHBI

CamocTtosTeNnbHas
pabora

26

OIIK-2
OIIK-3

2.12

HOI[I‘OTOBKB. K HpOMe)KyTO'—IHOﬁ arTecraluu

3auer

OIIK-2
OIIK-3

Pa3nen 3. CymHocTh,crienn(p)uka 1 OCHOBHBIE MOAX0/IbI B YIIPABJIEHNH CEPBCHHOIL /1€

ATEJIBbHOCTHIO

HaumeHoBanue TEMbI, KPaTKoO€ CoACpKaHue

Bupj 3ausitus /
pabotsl / popma ITA

Cemecrtp /
Kypc

KoauuecTBo
4acoB

Komnerenuuu

3.1

CyLIHOCTP W OCHOBHBIC IIOAXOAbI B YIPABICHHH: CYOBEKT M OOBEKT
yrpasieHuss. DaKTOpbl BO3ACHCTBHS CPEAbl HA MPEANPHITHS WHIYCTPHH
TOCTENIPUUMCTBA ¥ Typu3Ma. CHTYallMOHHBIH, CUCTEMHBIH M MPOLECCHBIH
MOIXOZ B YIPaBICHHUH B chepe cepBrca. Bupl ynpaBIeHUSCKHX PEIICHHIT
U METOJIBI X pa3pabOoTKu.

HCKHI/IOHHHC 3aHATUA

OIIK-2
OIIK-3

32

CymiHOCTE M OCHOBHBIC IOAXOAbl B YIPABICHUU: CYOBEKT M OOBEKT
ynpasieHus.PakToOpbl BO3AEHCTBUS Cpelbl Ha MPEINPHATHS HHIYCTPUU
TOCTENPUUMCTBA U Typu3Mma. CUTYallMOHHBIH, CHCTEMHBI U MPOLECCHBIN
HOJIXOJ] B YIPABJIEHUH B cdepe cepBuca. Buasl ynpaBneHUecKuxX penieHuit
¥ METOJIbI UX pa3paboTKH.

ITpakTyeckue
3aHATHSA

OIIK-2
OIIK-3

33

Crenuduka ynpasiaeHus B cepe HHAYCTPUH TOCTEIIPUEMCTBA U TypU3Ma:
yIOpaBlIeHHE y YCIOBHUAX CEPBHCHOW OKOHOMHKH. OpraHusaunus
YIpaBJIeHUs Ha NPEANPHUATUAX FOCTEIPUUMCTBA U Typu3Ma. OCOOEHHOCTH
cereBoro OusHeca B cdepe HMHIYCTPUU TOCTEHNPHMUMCTBA U TypHU3MA.
Dpanuaif3uHrY ynpasisiole KOMIaHUH.

JIex1MoHHbIE 3aHATHS

OIIK-2
OIIK-3

34

Cneuuduxa ynpapiaeHus B cepe HHAYCTPHU TOCTEHPHUUMCTBA U TypU3Ma!
yIOpaBleHHEe Yy YCIOBUSX CEpBHCHOH dkoHOMuKH. Opranusanus
YIpaBJICHUS Ha MPEANPUATHIX TOCTEIPUAMCTBA U Typu3ma. OcoOeHHOCTH
cereBOro OusHeca B cdepe HMHAYCTPUU TOCTCHPHUMCTBA U TypHU3MA.
®paHvaii3uHT. Y yIpaBisIOIye KOMIIAHUH.

[paxTHyeckne
3aHATUSL

OIIK-2
OIIK-3

3.5

CaMOCTOSATENBHOE U3yUEHHE OTAEIBbHBIX TEM TEOPETHUECKOIO Kypca

1. Opanyail3uHr Kak (opma opraHu3anMK Majaoro OusHeca B
CEPBHUCHOMN AEATEIbHOCTH

2. MepuaHJaif3UHT Kak COBpeMeHHas (opma pO3HUYHOMN
TOPTOBIIU YCIIyTH

CamocTosTeIbHAS
pabora

40

OIIK-2
OIIK-3




3. Hcropusi pa3BUTHS MEXKIYHAPOIAHBIX M OTEUECTBEHHBIX TOCTUHHUYHBIX
enei.

4. Ucropusi pa3BUTHS MEXIYHApOAHBIX M OTCUECTBEHHBIX PECTOPAHHBIX
LeTeH.

5 Texuonoruu obecreuenns Oe3omacHoCcTH B cdepe HHIYCTPUH
rOCTENPUMMCTBA U TYpHU3Ma.

IMoxroroBka ocymecTBiseTcs ¢ ucnons3oBanueM LibreOffice. mporpammst
JMCIUIIMHBI

Paznen 4. ®yHKIHH MEHETKMEHTA B YIPABJIEHHH CEPBHCHOI JeATEJHLHOCTHIO HA MPEANPUATHAX HHIICTPUH
roCTeNPUUMTCBAA U TYpH3Ma

HaumeHoBaHue Tembl, KpaTKoe cojepkaHue

Bua 3ansitus /
padotsl / popma ITA

Cemectp /
Kypce

KosmnuecTBo
4acoB

Komnerenuuu

4.1

Crpareruss ¥ TakTUKa B YNPaBICHUM MPENPUATHEM  HMHIYCTPHU
TOCTETIPUMMCTBA M TYpU3Ma: e M UX KIaCCU(UKALUs B YIPaBICHUH.
TpeboBanust , mpeabsBIsIeMble K LEIIM  OPEANpUsITHS.MeTons
cTparernueckoro ananusza. OmnpeneneHHe MUCCHMHM M BbIOOp KOHLENIMU
MpeNNpUATHS UHIYCTPUM TocTenpuuMmcTBa M Typusma. Knaccudukarms
CTpaTeTHi NpeANpUsITHI HHIYCTPUHU TOCTENPHUIMCTBA B TYPU3Ma.

JIeKIIMOHHBIE 3aHATHS

OIIK-2
OIIK-3

4.2

Crparernss W TakTHKa B YIPAaBICHUH TNPEANPHATHEM  HHIYCTPUH
TOCTENPUMMCTBA M TYpU3Ma: LIENUM M UX KIacCU(UKALUs B YIPABICHUH.
TpeboBanust , mpexbsBIseMble K LeIIM  NPEAnpusTHs.Meronsl
cTparernueckoro ananuza. OmnpeneieHHe MHUCCHH M BBHIOOP KOHLCTIIHU
MPeINPHUATHS UHIYCTPUH TOCTENpHUUMCTBAa M Typusma. Knaccudukarms
CTpaTeruil NpeapUsITUii HHAYCTPUH TOCTEIIPUUMCTBA U TYyPU3Ma.

IIpaxTyeckue
3aHATHS

OIIK-2
OIIK-3

43

Opranuzanusi pabOTBl O YIPABICHUIO CEPBUCHBIM IPEANIPUATHEM:
LHeHTpalnu3auust ¥ JAeleHTpanu3anus. JlenernpoBaHue IOTHOMOYMH U
OTBeTCTBEHHOCTH. [lOoHATHE M BHIBI OPraHU3ALMOHHBIX CTPYKTYp, HX
nperMyIiecTBa H  HelocTarku.D((EeKTHBHOCTE  OpPraHMW3allMOHHBIX

CTPYKTYP.

JIeKIMOHHbBIE 3aHATHS

OIIK-2
OIIK-3

4.4

Opranuzanys paboTel IO YHOPABIEHHIO CEPBHCHBIM HPEINPUITHEM:
LEHTpaIu3alMsa U JeleHTpanu3anus. Jlenerupopanue MOIHOMOYMI M
OTBETCTBEHHOCTH. [loHATHE M BHUIbBI OPraHU3ALUOHHBIX CTPYKTYp, HX
MperMyIlecTBa U HeAocTaTKu.O(QEKTUBHOCTh  OpraHW3aLUOHHBIX

CTPYKTYD.

IpaxTHyeckue
3aHATHA

OIIK-2
OIIK-3

4.5

MoruBanus Kak (GpyHKINS MEHEDKMEHTa U €€ OCOOCHHOCTH B MHAYCTPUH
rOCTENIPUMMCTBA ¥ TypU3Ma: MOTHBALMA M CTUMynupoBaHue. Teopuu
MOTHBALUU. DJIEMEHTbI CUCTEMBI MOTHBALIUM M CIIOCOObI MOTHBUPOBAHUE
TpyAa Ha NPEINPUATUAX HHIYCTPHH TOCTCTIPUMMCTBA W TypHU3Ma.
OCOOEHHOCTH ~ CTHMYJIMPOBAaHHMS ~ Ha  HPEANPUSTUSIX  MHIYCTPHU
rOCTENIPUMMCTBA U TYpHU3Ma.

JIexIMoHHbBIE 3aHATHS

OIIK-2
OIIK-3

4.6

MoruBauus kKak (GyHKINS MEHEPKMEHTa U €€ OCOOCHHOCTU B UHIYCTPUU
TOCTENPUMMCTBA U Typu3Ma: MOTHBALUs U CTHMyIHpoBaHMe. Teopuu
MOTHBALUU. DJIEMEHTBI CUCTEMbI MOTHBALMA M CIOCOOBI MOTUBHPOBAHKE
Tpyla Ha MPEANPUATHAX HMHAYCTPUUM TOCTCNPUMMCTBA M TypH3Ma.
OcoOEHHOCTH ~ CTUMYJIMPOBAaHHMS ~ Ha  HPEANpPUATUSIX  MHIYCTPHU
rOCTENPUHMCTBA U TYpHU3Ma.

[Ipaxtuyeckue
3aHATHS

OIIK-2
OIIK-3

4.7

KoHTponb kak (QyHKLIMS MEHEKMEHTa U e 0COOCHHOCTH B YNpPaBICHUH
NpeANpUsITAEM B HHIYCTPUM TOCTENPUMMCTBA U TypuU3Ma: IIOHATHE H
Buapl  KoHTposs.Cucrema — KoHTpoiummHra.OpraHusamust — KOHTPOIS
KayecTBa YCIOyr M OOCIYKHMBaHUS Ha TNPEANPUATHAX HHIAYCTPUH
TOCTENPUUMCTBA U TypusMma. OpraHusanus KOHTPOJS 3a JAESATENbHOCTh
TepcoHalla Ha MPEANPUSATHSIX CepBHUCA.

JIexIMoOHHbBIE 3aHATHS

OIIK-2
OIIK-3

4.8

KonTpons kak QyHKIUA MEHEDKMEHTAa H ¢ OCOOCHHOCTH B YIPABICHHU
NPEANPUATHEM B HMHAYCTPUU TOCTEHNPHUHMCTBA W TypH3Ma: HOHATHE U
BuAbl  KoHTpons.Cuctema  KoHTpoyuiMHra.OpraHusalus — KOHTPOJS
KayecTBa yclIyr M OOCIYXMBaHMS HAa MPENNPUATUAX HHIYCTPUU
rOCTENIPUMMCTBA U Typu3Ma. OpraHusanus KOHTpOJS 3a JEATEIbHOCTb
TepcoHaJa Ha MPEANPUATHAX CEpBHUCA.

[IpaxTuyeckue
3aHATHS

OIIK-2
OIIK-3

4.9

Mertoabl ¥ CTUIM YNIPABIEHHS: METOBI yrpaBieHus. CTuu ynpasieHus U
ux knaccuukanus. Bilactb, BIWSHHE W JIMIEPCTBO B YIpPaBICHHU
NIEPCOHAJIOM IPEATIPUSITHUSL.

HCKHI/IOHHHC 3aHATUA

OIIK-2
OIIK-3

4.10

Mertozbl ¥ CTHIM yNIPABIECHUS: METOAB! yrpaBineHus. CTuim ynpaBieHus U
ux kiaccudukauus. BracTe, BiAMSHHME M JMAEPCTBO B  YIPaBICHUH
MIEPCOHAJIOM MPEANPUSITHSI.

IIpaxTHyeckue
3aHATHSA

OIIK-2
OIIK-3

4.11

VYnpaBneHne KayeCTBOM U KOHKYPEHTOCHOCOOHOCTBIO OOCITy)KMBaHHS Ha
MPENIPHUATHAX HHIYCTPUH TOCTCHPHUMCTBA W TypH3Ma: KadyeCTBO Kak
OCHOBa MEHE/DKMEHTa TOCTeNPUMMCTBA M Typusma. DopMupoBaHue H
OIICHKa TIOJIOKUTEIBHOTO HMHJDKA NPEANpPHUATHS. KOHKYpeHLIUS U
KOHKYPEHTOCIIOCOOHOCTh TPEIIPHUATHS B WHIYCTPUU TOCTEIIPUIMCTBA U
typusma. DopMHpOBaHHE MAPKETHHTOBOI CTPATErUH HPEINPUSITHSL.

HCKHI/IOHHHC 3aHATUA

OIIK-2
OIIK-3

4.12

VrpaBneHne KauecTBOM M KOHKYPEHTOCIIOCOOHOCTBIO OOCIY)XKHBaHHS Ha
MPEANPUATHAX HHIYCTPHUHM TOCTENPUUMCTBA U TypHU3Ma: KayecTBO Kak
OCHOBa MEHEIDKMEHTa TOCTECIPUUMCTBA M TypusMa. DopmmupoBanue u

IIpaxTHyeckue
3aHATHS

OIIK-2
OIIK-3




OLIEHKA

HOJIOKUTENIBHOTO  UMMIKA
KOHKYPEHTOCIOCOOHOCTh NMPEANPHATUS B MHIYCTPUH TOCTENPUMMCTBA U
typusma. DopMHpOBaHHE MAPKETUHTOBOM CTPATEr UK NPEANPUSITHSL.

NPEANpUATHA. KOHKYPEHIHA W

CamocrosiTenbHas OIIK-2

4.13 | Kypcoas pa6ota. [Iepeuens Tem npeacTapieH B NPUIOKEHUH | pabora 3 40 OIK-3
. OIIK-2

4.14 | IloaroroBka K MpOMEXKYTOUHOH aTTecTaluu Ok3aMeH 3 36 OIK-3

4. POHJ] OIEHOYHbBIX CPEICTB

Crpyktypa W comepkaHue (OHAA OLCHOYHBIX CPEIACTB U TMPOBEOCHUS TEKYLIErO KOHTPOJS M IIPOMEXYTOYHOW arTecTalluu
npezacTaieHsl B [Ipriokennu 1 k pabodeit mporpaMme JUCITUTLTHHEL.

5. YYHEBHO-METOAUYECKOE 1 THO®OPMAIIMOHHOE OBECIIEYEHUE JUCHUIIJIMHBI

5.1. YueOHble, HayYHbIe H METOAMYECKHE U3TAHUS

ABTOpBHI,
COCTaBHUTENN

3arnaBue

WznarenscTBO, IO

Bubnuoreka /
Konunuectro

Yexmapesa . B.

CepBHCHasI AEATENBHOCTD: YI€OHO-METOANIECKOE
rmocooue

HoBocubupck:
HoBocubupckuit
TOCyHapCTBEHHBIN
TEeXHUYECKUI YHUBEPCUTET,
2011

OBC «YHuBepcureTckas
OMOMMOTEeKa OHIIAIHY»

2 Oxoruna H. M. CepBHUCHasI ACATENBHOCTD: yueOHOe mocodue Womkap-Ona: [ToBomxkckuii | O5C «YHuBepcuteTckas
TOCyHapCTBEHHBIN 6ubnuoTeka oHIalH»
TEXHOJIOTMYECKUH
yauBepcuret, 2016
3 Oxotuna H. M. Cepsuconorus: yuebHOe mocodue Homkap-Ona: [ToBomxkckuii | O5C «YHuBepcuteTckas
rOCyAAapCTBEHHBIN O6ubnuoTeka OHIANH»
TEXHOJIOTMYECKUH
yHuBepcuret, 2017
4 |Manpmuna, H. A. YeoBeK H €ro HoTpebHOCTH Caparos: By3osckoe 9BC «IPR SMART»
obpasoBanue, 2013
5 Kono6osa, A. E. Yenosek u ero norpedbHoctH. [lorpednenue xak Caparos: CapaToBckuii 9BC «IPR SMART»
CONMAJIbHBIA HHCTHUTYT U MpoLecc: yueOHoe rOCYIapCTBEHHBIN
nocobue TEXHUYECKUI YHUBEPCUTET
umenu FO.A. TarapuHa,
9BbC ACB, 2016
6 Konomnesa H. A. YenoBek 1 ero NOTpeOGHOCTH B PIHOYHOI MOJIEITH Mockga, bepnun: Jupekr- | ObC «YuusepcuteTckas
KyJBTYpbL: yueOHOE TToco0ue Menmua, 2020 OuOIMOTEeKa OHJIANHY»
7 Hosuxkos, B. C. MeHeKMEHT B TypusMe: yuebHoe nocodue Mocksa: Knuronern, OBC «IPR SMART»
MATT €, 2006
8 EBctponos, H. A., MeHeKMEHT KauecTBa IPEINpUsITHI 1 MockBa: Akagemus 3BC «IPR SMART»
Kopneesa, B. M., opraHm3anuii: yaebHoe nocobue CTaHIapTU3ALHH,
Ba6rikus, C. B. METpPOJIOTHHU
cepruduxanuy, 2013
9 Masnpmmna, H. A., CepBHCONOrus: MOTPEOHOCTH YeTOBeKa: yueOHOoe Mocksa: Jlamkos u K, At 9BC «IPR SMART»
Epmaxosa, H. 1. mocodue i OakalaBpoB ITu Op Menua, 2019
10 | Pymenxo, JI. JI. CepBuCHasI AEATENLHOCTD: yueOHOe mocobue Mocksa: Jlamkos u K, At 3BC «IPR SMART»
ITu Op Menua, 2021
11 Crparerudeckuii MCHE/PKMEHT B COLMAIIBHO- benropon: benroponckuit OBC «YHuBepcHTETCKAs
KYJBTYPHOH JICATEIHOCTH: Y4EOHO-METOIMYECKOE | rOCYIapCTBEHHBII OuOIMOTEKA OHIAHY
nocobue WHCTUTYT UCKYCCTB U
KynbTypsbl, 2020
12 [Maukus 1O. E. Typuct: Bce 0 CHOPTHBHOM, 3KCKYPCHOHHOM, Mocksa: Typucr, 2017 ObC «YHuBepcureTckas

IKCTPEMAJIBHOM U 3K30TUYECKOM TYPU3ME U
O3J0POBUTECIBHOM OTABIXE: XKypHall

OuOIMOTEKA OHTIANHY

5.2. lIpodeccuonanbubie 6a3bl JaHHBIX U HHPOPMALHOHHDbIE CIPABOYHbIE CHCTEMbI

NCC "Koncynsrantllntoc"
NCC "Tapant”
IToptan oTKphITEIX HaHHBIX PD https://data.gov.ru/

5.3. IlepeyeHb MPOrPaAMMHOTO 0GecTIeYeHUS

Onepanuonnas cucrema PEJ] OC
LibreOffice




5.4. y‘leﬁHO-MeTO}ll/l‘leCKI/le MaTepuaJibl 1151 06yqaloumxca C OrpaHUY€HHBIMHU BO3MOKHOCTHAMM 3/10POBbA

IIpu HEOO6XOAMMOCTH IO 3aSBICHUIO 00YHYAIOIIETOCS ¢ OTPAaHHMYECHHBIMH BO3MOXKHOCTAMH 340POBbsl yueOHO-METOIUUCCKHE MaTepUaIbl
NPENOCTaBIAIOTCS B (hOpMax, aJanTHPOBAHHBIX K OIPAHMYEHHSM 30POBbS M BOCHPHUATHA MH(popManuu. s ML ¢ HapyIICHUSIMH
3peHus: B Gopme ayauodaiina; B meyaTHOH GpopMe yBENHUSHHBIM MpH(TOM. [ JIHI] ¢ HApYIICHUAMH cIyXa: B hopMe IEKTPOHHOTO
JIOKyMEHTA; B Ie4aTHON ¢opme. [ nuIl ¢ HapymIeHUSIMHA OMIOPHO-IBUIATEIIFHOTO ammapara: B ()opMe 3IeKTPOHHOTO JOKyMEHTa; B
neyaTHo Gopme.

6. MATEPUAJIBHO-TEXHUYECKOE OBECIIEYHEHHE IUCIIUITJINHBI

ITomermieHust st BceX BHIOB padOT, MPEIyCMOTPEHHBIX YYEOHBIM TUIAHOM, YKOMIUIEKTOBAHBI HEOOXOMUMOM CIEIHaTH3UPOBAHHON
y4eOHOIT MeOebI0 U TEXHUYECKUMH CPEICTBAMH O0YICHUSI:

- CTOJIBI, CTYJIBS;

- MEPCOHAIBLHBIN KOMITBIOTEP / HOYTOYK (TIEPEHOCHOI);

- POEKTOP;

- 9KpaH / HHTEpaKTUBHAS JJOCKA.

HOMCH.ICHI/IH JUIsA CaMOCTOSITCITEHOM pa6OTBI 06yqaroumxc;[ OCHalICHBI KOMHL}OTepHOf/‘I TEXHUKOH C BO3MOKHOCTBIO IOJKIOYCHHUSA K
cern "MHTepHET" M 00ECTICUeHNEM HOCTYTIA K MICKTPOHHON MH(OPMAIIMOHHO-00pa30BaTeIbHON Cpefe.

7. METOAUYECKHUE YKA3ZAHUSA JJISA OBYYAIOIIUXCSA 11O OCBOEHHUIO TN CITUITJINHBI

Meroandeckue yka3aHUS 10 OCBOSHHIO AUCIUIUTHHEI IpeicTaBieHs! B [Ipunoxennn 2 x pabodeil mporpaMMe TUCIIUIIIHHEL




®OH/I OHEHOYHbBIX CPEJACTB

Ipnnoxenne 1

1 Onucanune nmokasarejied u KPpUTEePpUEB OlICHUBAHUA KOMIIETeHIIUI Ha Pa3JIMYHBIX dTanax ux
(l)OpMHpOBaHI/Ifl, OIMMCAaHUE HIKAJ OUCHUBAHUSA

1.1 ITokxazaTenu u KPUTECPUU OLCHUBAHUA KOMHGTCHHHﬁZ

3VH, cocTaBisgiommue KOMIIETCHIIHIO

Ilokazaremn OLICHUBAaHHA

Kpurepun oneHnBanus

CpeacrtBa
OIICHUBAHHUS

OIIK-2: CriocoOeH OCyIIECTBIATE OCHOBHBIE (DYHKIMH YIPABICHHUS CEPBUCHOM NESITEIEHOCTHIO

3. OCHOBBI M CYIIHOCTH CEPBHCHOM | IIOMCK u coOop | monHOTA U | 2 ceMecTp: BONIPOCHI K
nestensHOCTH. DYHKIMK yTpaBieHUE, | HEOOXOIMMON COJIepKaTeNbHOCTh  OTBeTa; | 3auery (1-37), Tect
WX OCOOGHHOCTH B  YIIPaBJIECHHUH | JUTEPATYPHI, yYMEHHE IPUBOJMTS puMepsl; | (1-40),

CEpPBUCHOMN IEATENHOCTHIO. METOMBI U | HCIIOJIb30BAHUE yMEHHE MIOJIb30BAThCS | CAMOCTOSITENIbHAS
WHCTPYMEHTHI TIOCTAaHOBKH U | pa3nuyHBIX 0a3 MaHHBIX, | TOTOJHUTEIHHOMN pabota (3amanus 1-4),
uAeHTUQHUKAIMK LeNe W 3a/1ad | HCIOJIb30BAHHUE JUTEPaTypOH IIPU MOATOTOBKE | HHANBUILYaTbHOE
yIpaBiIeHUs CTPYKTYPHBIMH | COBPEMEHHBIX K 3aHATHSAM; COOTBETCTBHE | MPAKTHYECKOE
oApa3ACICHUSIMU MPEIIPUATHH | HHPOPMAITHOHHO- MpeAcTaBleHHOW B OTBeTax | 3ajanue (1-2), TeMbl
cdepsl cepBrca WM JAPYrHX cdepax, B | KOMMYHHKAIIHOHHBIX nHpopmanm  MaTepuanam | pedepaToB u
KOTOPBIX HEOOXOJIMMO OCYIIECTBICHHE | TEXHOJIOTHH U | JeKIUH u yuebHoil | mpesenTanuii  (1-40);
CEpBUCHOM JEATEILHOCTH; CYIIHOCTb U | TNI0OABHBIX JIUTEPATyphl, CBEICHUSM U3 | 3 ceMecTp: BONPOCHI K
cojiep>KaHue TUTAaHUPOBAHMS, | HH(GOPMAMOHHBIX MH(OPMALMOHHBIX PECYPCOB | IK3aMEHY (1-34),
OpTaHM3aINH, MOTHBALIUH U | pecypcoB WHTepHeT, 00OCHOBAaHHOCTH | Keifc-3amaya  (1-3),
KOOpPJMHALINN JIeSITEIIEHOCTH oOpareHus kK 6a3aM JaHHBIX; | JeTI0Bas urpa,
CTPYKTYPHBIX ToJpa3ieeHuH LIeJICHANPABICHHOCTh TTONCKA | MHIUBHIYJIEHOE
npeanpusaTHid (M TpeAnpusTHii B u oTbopa; 00BeM | IpaKTHIECKOe
meroM) B cdepe cepBHca  W/HIH BBITIOTHEHHBIX PaOOTHI 3amaHue,  TepedYcHb
OCYIIIECTBICHUS CEpPBUCHOU TEM KYypCOBBIX padoT
JIeSITEIbHOCTH; TPUHIMIBL, (OPMBI U (1-22)

METOIbl  KOHTPOJISI  JIeSITEIbHOCTH

MPEAIPUATHIA cepBuca u/vunm

CepBUCHOMU JIeSITENbHOCTH.

Opranusanus u yIpaBiieHHuE

npoueccaMl W TEXHOJIOTHSAMH — Ha

CEpPBUCHBIX MPEATIPUATHIX

Y. [IpumensaTs QyHKIUM yIIpaBIeHUs B | IOUCK u cbop | monHOTA U | 2 ceMecTp: BOIPOCHI K
CEpBUCHOU JIeSITEIEHOCTH | HEOOXOIMMOM COJIepKaTeIbHOCTh  OTBeTa; | 3adery (1-37), Tecr
MPEATIPUATHS. Hcnonp3oBath | IuTEpaTypsl, yMeHHUE PUBOJMTSH npumepsr; | (1-40),

OCHOBHBIE ~ METOABI U  TIPHEMBI | HCIIOJIIB30BAHHUC yMeHHe TIOJIb30BAThCS | CAMOCTOSITEIIbHAS
TUTaHUPOBAHMS, OpTaHW3aIUH, | PA3TUYHBIX 0a3 JaHHBIX, | JOTOIHUTEIEHON pabota (3amanus 1-4),
MOTHBALUH " KOOPJIMHAINHA | HCIIOJIb30BAHHUE JUTEPATYPOH IPU MOATOTOBKE | HHANBUIYaTbHOE
JIeSITEIbHOCTH MPEANPUATHI | COBPEMEHHBIX K 3aHSATHSAM; COOTBETCTBHE | MPAKTHYECKOE
(moapaszaencHuil) npeanpustuii chepbl | HHPOPMAITUOHHO- MpeAcTaBIeHHOW B OTBeTax | 3ajanue (1-2), TeMbl
cepBuca WM JAPYrHX cdepax, B | KOMMYHHKaI[HOHHBIX nHpopmanm  MaTepuanam | pedepatoB u
KOTOPBIX HEOOXOJIMMO OCYIIECTBICHHE | TEXHOJIOTHH U | JIEKIUU u yuebHoii | mpesenTanuii  (1-40);
CepBUCHOM JeATEIbHOCTH rJ100aIbHBIX JUTEpaTyphl, CBEACHUSIM U3 | 3 cemecTp: BOIPOCHI K
PazpabarbiBath u HNPUMEHSTH | HH)OPMAIIHOHHBIX MH(OPMALIMOHHBIX PECYPCOB | AK3aMEHY (1-34),
CEpBUCHBIE TEXHOJOTMH B HPOILECCE | pECYypCcoB WnrepHeT, 000CHOBaHHOCTH | Keifc-3amaya  (1-3),
OCYILIECTBIICHUS CEpBUCHOM oOpareHus kK 6a3aM JaHHBIX; | JeJI0Bas urpa,
JIeSITEIFHOCTH, C Y4eTOM TpeOOBaHMi LIeJICHANPABJICHHOCTh TTONCKA | HHIUBHIYJIEHOE
nmoTpeOuTene B COBPEMEHHBIX u oTOopa; 00BeM | IpaKTHIECKOE
YCIIOBUH BBINTOJTHEHHBIX pabOTHI 3aJjaHue,  MepeuCHb

TeM KYpPCOBBIX paboT

(1-22)




B. Haprikamu
CHCTEMHOTO, MIPOIIECCHOTO i
CUTYaIIMOHHOT O moaxoaa B
ynpasieHuu. Vcnoap30BaHus IPHEMOB
u METOZIOB UL  Pa3pabOTKH,
opraHu3anuu U yIpaBiIeHUS
mpolieccaMu  cepBrca c LIEJIBIO
CO3JaHMsl  ONTHUMAIbHBIX  YCIOBUI
CepBUCHOMU NEeSITENLHOCTH Ha
MPEIIPUATHH ; HABBIKAMU TTOCTAHOBKU
neyen u 3a7a4 MIPaKTUYECKOU
eI TEILHOCTH CTPYKTYPHBIX
TOIpa3ielICHU TPEATpUATHH ceprl

TIPUMECHCHUA

cepBrca; MeETOAaMH W TPHEMaMHu
TUTaHUPOBAHMS, OpTaHU3aIIH,
MOTHBAIIH u KOOpAWHAINH
JIEITEILHOCTH CTPYKTYPHBIX
MoJpa3/ieleHul  mpexnpusatuit (1
OPEONpUATHA B IeIoM) B cdepe
cepBuca n/unm OCYIIECTBIICHHS
CEpBUCHOW JIEATEIBHOCTH; HaBBIKAMU
OCYIIIECTBIICHUS KOHTPOJIS
JIEATETBHOCTH TIPEIPUSATHIHA

(moxpazneneHuit) mpeanpusATHiA chepol
ceppuca wWiM JOpyrux cdepax, B
KOTOPBIX HEOOXOANMO OCYIIIECTBICHUE
CEPBUCHOM AESITEIBHOCTH

IIOUCK "
HEOOXONMOI
JUTEPaTyphI,
HCIO0JIb30BaHNeE
pa3nuyHbIX 0a3 NaHHBIX,
HCIIOIL30BaHHE
COBPEMEHHBIX
nH(pOpMaMOHHO-
KOMMYHUKAI[HOHHBIX
TEXHOJIOTHH H
TI100aIbHBIX
HHPOPMAITMOHHBIX

pecypcoB

coop

MTOJTHOTA u
CONIEPXKATETPHOCTh  OTBETA,;
YMEHHE TPUBOANUTH ITPUMEPEI;
yMEHHE MTOJTE30BATHCS
JIOTIOJIHUTEIBHOU
JIMTEPATYPOH IIPU IOATOTOBKE
K 3aHATHSAM; COOTBETCTBHE
MpEeICTaBIEHHOH B OTBETax
HHpOpMAUK  MaTepHuajamM
JIEKLIUN u y4eOHOMI
JTUTEPaTyphl, CBEACHUSIM U3
HHPOPMAIIMOHHBIX PECYPCOB
WuTepHer; 000CHOBAaHHOCTH
obpamenns k 6a3aM JaHHBIX;
I[eJICHAIIPaBICHHOCTh TIOMCKA
u oTbopa; o0BeM
BBITIOJTHEHHBIX Pa0OTHI

2 ceMecTp: BOTIPOCHI K
3auery (1-37), Tect
(1-40),
CaMOCTOSTENIbHAS
pabora (3amanus 1-4),
WHAWBUIYAJIbHOC
MPaKTHYECKOE
3aganue (1-2), TeMsl
pedeparos u
npesedraruii  (1-40);
3 cemecTp: BOIPOCHI K
9K3aMEHY (1-34),
Kelic-3a1a4a (1-3),
JeoBast urpa,
WHIUBUyaNbHOE
MIPAaKTHYECKOe
3ajaHue,  TepeucHb
TEeM KypCOBBIX padoT
(1-22)

OIIK-3: Cnocoben obecneyusamv mpebyemoe Kauecmso npoyeccos OKA3aHus yCiye 6 u3opanHotl cghepe npogeccuoHanbHol

desamenbHOCU
3. Teopernueckue W MPAKTUUECKHE | TOUCK u cOop | monHOTA U | 2 ceMecTp: BOIIPOCHI K
aCrMeKThl OIICGHKH KadecTBa OKa3aHWs | HEOOXOAUMOM colepkatenbHOCTh  OTBeTa; | 3auety (1-37), Ttect
ycIyr B CEpBHCE Ha  OCHOBE | JIUTEPATYpHI, yMeHuUe PUBONTH pumepsr; | (1-40),
KJIMEHTOOPHUEHTUPOBAaHHBIX UCIIONIb30BaHKE yMeHHe MOJIb30BAThCS | CAMOCTOSTENIbHAS
TEXHOJIOTHi{; OCHOBHBIE TIOJIOKCHHUSI M | Pa3IMYHBIX 0a3 JaHHBIX, | JOTOJHUTEIEHON pabota (3amanus 1-4),
NPUHOUIBL  00ECHeYeHns KauecTBa | HCIOJIb30BaHUC JIUTEPATYpOH IPY MOATOTOBKE | MHANBUIYaTbHOE
MPOLIECCOB OKa3aHMs YCIYT Ha OCHOBE | COBPEMEHHBIX K 3aHATHAM; COOTBETCTBHE | MPAKTHUYECKOE
MEKAYHApOJHBIX W  HAIMOHAIBHBIX | HH(OPMAIIMOHHO- IIpeACTaBIeHHOH B oTBeTax | 3amanue (1-2), Tembl
CTaH/AApPTOB; OCHOBHBIC IPHHIMIBL, | KOMMYHHKAIIHOHHBIX nHpopmanu  MaTtepuanam | pedepaToB u
thopMBI u METOIBI | TEXHOJIOTHI U | JEKINH u yuebHoii | mpesenTaruii  (1-40);
(YHKINOHUPOBAHUS CHCTEMBI | TII00aIbHBIX JHUTEPATYpPhl, CBENCHUSM H3 | 3 ceMecTp: BOIPOCHI K
obecrieueHUs  3asBICHHOTO  YPOBHS | HH(POPMAIIMOHHBIX WHPOPMAIIMOHHBIX PECYPCOB | DK3aMEHY (1-34),
kauecTBa yciyr.[lokasarenn OIEHKH | pecypcoB Nureprer; 000CHOBAaHHOCTH | Keiic-3amaga  (1-3),
Ka4ecTBa, a  Takxke METO/Ib, oOparieHus kK 6a3aM JaHHBIX; | JeT0Bas urpa,
MHCTPYMEHTEI K OCYIIECTBJICHHUIO LeJICHANPaBICHHOCTh TONCKA | HHIUBHYJIbHOE
JMarHOCTUKM M KOHTPOJIS KadyecTBa u otbopa; 00beM | MpaKkTHYECKOe
MPOLIECCOB CEpBHUCa BBITTOJTHEHHBIX pabOThI 3aJjaHue,  IepeyueHb
TEM KypCOBBIX padoT
(1-22)
Y. OpraHu3oBbIBaTh ¥ TPOBOIUTH | MIOUCK u cbop | monHOTA U | 2 ceMecTp: BONPOCHI K
JMarHOCTUKY OOBEKTOB CEpBUCA, a | HEOOXOIMMOM COJIep)KaTeIbHOCTh  OTBeTa; | 3adery (1-37), Tecr
TaKKEe  OCYHIECTBIISATH  KOHTPOJb | JIUTEPATYPHI, yMeHHE PUBOIMTH npumepsr; | (1-40),
KayecTBa MpPEIOCTABIIEMbIX YCIYT B | HCIOJIB30BAHHUC yMeHHe TIOJIb30BAThCS | CAMOCTOSITEIIbHAS
chepe cepBuca. ObecrieunTsh | pa3nUyHBIX 0a3 MaHHBIX, | TOMIOJHUTEIHHOMN pabota (3amanus 1-4),
TpeOyeMoe  KayecTBO  MPOLECCOB | HCHOJIB30BAHUE JUTEPATYPOU IPH MOATOTOBKE | HHIMBUAYATEHOE
OKa3aHHS YCIYyIr B  CEPBHCE B | COBPEMEHHBIX K 3aHATHAM; COOTBETCTBHE | IPAKTHYECKOE
COOTBETCTBUH C MEXIYHAapOAHBIMH M | HH(POPMAIMOHHO- MpeACTaBlIeHHOW B OTBeTax | 3amanue (1-2), TeMbl
HalOHAJILHBIMH CTaHJapTaMH; | KOMMYHUKaMOHHBIX uHbopManuK  MaTepuaiaM | pedepaToB u
MIPUMEHSATh  COBPEMEHHBIE  METO/Ibl | TEXHOJOTUI U | JIEKLIUHU U yuebHoi | nmpesenrtaruii  (1-40);
OLIEHKM Ka4yecTBa OKa3aHWsl YCIYr C | [NI0O0ajbHBIX JUTEpaTyphl, CBEACHUSIM U3 | 3 cemecTp: BOMPOCHI K
y4eToM KJIMEHTOOPUEHTUPOBAHHBIX | MHPOPMAIIMOHHBIX MH(OPMALIMOHHBIX PECYPCOB | IK3aMEHY (1-34),
TEXHOJIOTHH; IIPUMEHSATH | PECYPCOB WnrepHeT; 00OCHOBaHHOCTH | Keifc-3amaya  (1-3),
MEKAYHApOAHBIE W HalMOHAJbHBIE oOpareHus kK 6a3aM JaHHBIX; | JeJ0Bast urpa,




CTaHAApPTBl B IEIIX OOEcIeUeHHs LIEJICHANPABJICHHOCTh TTONCKA | MHIMBHIYJIbHOE
Ka4yecTBa IPOLIECCOB OKAa3aHMs YCIyT u otbopa; 00BEM | IPaKTHYECKOE
CEpPBUCHOU OpraHU3aLUH; BBINTOJTHEHHBIX pabOTEHI 3aJjaHue,  MEepPEUCHb
UCIIONIb30BaTh METOABI  YHPaBJICHUS TE€M KYPCOBBIX padoT
KaueCTBOM B LeNAX oOecreueHus (1-22)
HEOOX0ANMOro YPOBHs

(YHKIIMOHHPOBAHUS MIPOIIECCOB

00CITy)KUBaHUS

B. HaBelkamMu oOKka3aHHs OKa3aHHE | TOMCK u cobop | monHOTA U | 2 ceMecTp: BONIPOCHI K
YCIYyT B COOTBETCTBHHU C 3asBICHHBIM | HEOOXOIMMOI CONlepXKaTeIbHOCTh  OTBeTa; | 3adery (1-37), Ttect
Ka4ecTBOM, a TAKXKE OICHKH KauecTBa | JIUTEPaTyphl, yMeHHe OpUBOANTE pumepst; | (1-40),

OKa3aHUA ycIyr Ha OCHOBE | HCTIOJIb30BaHNE yMeHHE MOJIb30BAThCS | CAMOCTOSTENbHAS
KJINEHTOOPUEHTUPOBAHHBIX pa3nuuHbIX 0a3 JaHHBIX, | IOTOJHHUTEIBHOM pabota (3amanus 1-4),
TEXHOJIOTHI;  HaBbHIKAMH  OLIEHKH | HCIIOJb30BaHUE JIUTEPATYPOH IPU MOATOTOBKE | MHAWBUIYaTbHOE
Ka4yecTBa IPOIECCOB OOCIYXKMBAaHHS U | COBPEMEHHBIX K 3aHSATHSAM; COOTBETCTBHE | MPAKTHYECKOE
pa3paboTKu peKOMeHJalui 1o ero | MHHOPMALMOHHO- Ipe/CTaBIeHHOW B oTBeTax | 3amanue (1-2), Tembl
NPUBEICHUI0O B  COOTBETCTBHU  C | KOMMYHHKAI[HOHHBIX nHpopmanmu  MaTtepuanam | pedepaToB u
MEXIyHapOAHBIMH W HAIIMOHAIBHBIMH | TEXHOJIOTHH U | JeKIUH u yueOHoil | nmpesenTanuid  (1-40);
CTaHAapTaMH; HaBBIKAMH pabOTHl C | INIOOATBHBIX JUTEPATyphl, CBEICHUSAM U3 | 3 ceMecTp: BONPOCHI K
JIOKYMEHTAIIMOHHBIM  o0ecrieueHneM | HH()OPMAIOHHBIX HHPOPMAIIMOHHBIX PECYPCOB | DK3aMEHY (1-34),
CHUCTEMBI  YIpPaBICHHS  KadeCTBOM | pECypcoB Hureprer; 000CHOBAaHHOCTH | Keiic-3amaga  (1-3),
YCIIYT; OTIBITOM IPUMEHEHHS METOI0B U oOparmeHus kK 6a3aM JaHHBIX; | J€TIOBast urpa,
MHCTPYMEHTOB 10 OCYIIECTBIICHHUIO 32 LIENICHANIPABICHHOCTh TTONCKA | MHIUBHIYaJIbHOE
KOHTpPOJIEM KauecTBa B IIpolecce u oToopa; 00BeM | IPaKTHYECKOe
OKa3aHus YCIyr W JeATelIbHOCTH BBINTOJTHEHHBIX pabOThI 3aJjaHue,  IepeyueHb

CEPBUCHOTO IIPENNPUATHUS

TEM KypCOBBIX padoT
(1-22)

1.2 IIkansl OLIEHUBAHUSA:

Texkymuii KOHTPOJIb YCIIEBAEMOCTM U IPOMEXKYTOYHAas aTTecTalMs OCYLIECTBIAETCA B paMKax
HaKOMHTEJILHOM 0aJuIbHO-peHTHHIOBOW cucTeMbl B 100-0anipHOM 1IKae:

3auer:

50-100 6amnsoB (3auTeHO)
0-49 6anoB (He 3aYTEHO)

JK3aMeH:

84-100 6ansoB (OLEHKa «OTIHMIHON)

67-83 GayuIoB (OLIEHKA «XOPOILIO)

50-66 GaytoB (OLIEHKA «yIOBJIETBOPHTEIHLHOY)
0-49 6amoB (OllEHKA «HEYIOBJICTBOPHTEIILHOY).

2 TunoBble KOHTPOJIbHbIE 3aJaHUSI WM MHbIE MaTepHaJibl, HeOOXOAUMBbIe JIf OUEHKH 3HAHWH, YMEHUIi,
HABBIKOB U (WJIH) ONBITA J1eSITeJIbHOCTH, XapaKTEePU3YIOIIMX 3TANbl GoPpMUPOBaHNS KOMIIETEHIIUI B IIpouecce
0CBOeHHsI 00pa30BaTe/IbHOI NPOrpaMMbl

B()l'lpOCLI K 3a4eTy

1. [aiiTe nonsiTue cepBuca ¥ ero ocHoBHbIE GpyHKINH. OOBSICHUTE IPUHIUITEI COBPEMEHHOTO CEPBHCA.

2. Packpoiite monsiTue cepBUC Kak (hOPMBI YETOBEUECKOM eI TEIILHOCTH.

3. Packpoiite moHsiTHE cepBUCa KaK CIIOCO0 YAOBIECTBOPEHHS TIOTPEOHOCTEH.

4. PackpoliTe noHsTHE CepBUCa KaK OCHOBHAs (opMma OKa3aHUsl yCIyT.

5. JaiiTe MOHATHE «CEPBUCHAS ICSITENBHOCTDY: TIOHSITUE ¥ BU/bl. BbIIeIMTE OOBEKTH U CYOBEKTHI CEpBHCHOM
JIESITETTBHOCTH.

6. Beinenure oTIMUMTENBHBIE TPH3HAKA CEPBUCHOW [ESTENFHOCTH HAa OCHOBE  CYOBEKTHO-CYOBEKTHBIX
OTHOLLIECHHI.

7. PackpoliTe MeTOABI ¥ IPUHIUIIBI CEPBUCHOM JEATEIBHOCTH.

8. Packpolite KynbTypy CEpBUCHOMN AEATEIBHOCTH KaK CI0XKHOE, MHOTOKOMIIOHEHTHOE MOHSTHE.

9. Jaiite monsTre cdepsl cepBuca. Packpoiite ocoberHocTH cepsl cepuca (yciyr).

10. Packpoiite QyHKIUM chepbl yCIyr.

11. PackpoiiTe moHsTHE «yciyra» Kak cCrnequ(uueckoro NpoayKTa CEpBHCHOH JaesTelabHOCTH. Packpoiite

00IIyI0 KITaCCU(PHUKAIIAIO YCIIYT.
12. PackpoiiTe oTIuanTeNEHBIE OCOOCHHOCTH YCIYTH.



13. OOBsacHUTE KIacCH(UKAIMIO YCIYT 10 IPUHIIUITY BEIIECTBEHHOCTH WMJIM HEBEIIEeCTBEHHOCTU. Packpoiite
kiaccudukammio yenyr no K. Jlasnoky.

14. PackpoiiTe MHPOBYIO MPAKTHKY KIACCU(PHUKAINA YCIYT.

15. IIponeMoHCTpUpPYHTE AITOPUTM BO3HUKHOBEHMSI HOBOM YCIIyTH.

16. PackpoiiTe cTagun >KW3HEHHOTO LKA YCIIYTH ¥ UX OCOOCHHOCTH.

17. PackpoliTe HOMeHKNaTypa moka3aTelneil kKauecTBa yCIyr U UX XapaKTePUCTUKU.

18. PackpoliTe MOHSATHE «KayecTBO YCIYI'W» M KayecTBO YCIYI'W C MO3UIMH noTpeburens. OTHOCHTENbHOE
Ka4ecTBO.

19. PackpoiiTe 3HaueHne cTaHgapTU3alKs B YIPABICHUH KAYECTBOM YCIIYTH.

20. Packpotite 3HaueHre cepTU(PHUKAINHN B YIIPABICHUN KAYE€CTBOM YCITyTH.

17. Packpotite monsatne «oOciwyxuBaHue». CTaHAapTH U HOPMBI OOCTYKUBAHHS.

18. [lepeuncnure U packpoiTe IporpeccUBHBIE (POPMBI 00CITY)KUBaHUSL.

19. PackpoiiTe 3HaueHNE KyJIbTypa CEpBHCA U KyJIbTypa 00CITyKHBaHHS B CEPBUCHOM JEATETBHOCTH.

20. PackpoiiTe MOHSATHE KKOHTAaKTHOW 30HBI», 0COOEHHOCTH KYJIbTYPHI OOIIEHNS PAOOTHUKA KOHTAKTHOH 30HBI.
21. [epeuncnure 1 packpoiite Kiaaccu(pUKaIHMIO IpeINPUSTHI cepBUCa.

22. OOBsicHUTE CYITHOCTHBIE OCOOEHHOCTH BCEX BHJIOB CEPBUCHOW OpraHM3allvy.

23. OOBsicHUTE OCHOBHBIE NPUHIIUITBI CTAHOBIICHUS MTPENPHATHIA, PUPMEI B chepe cepBuca.

24, Packpoiite ocHOBHbIE ycinoBust 3 (heKTHBHOTO (PyHKIMOHMPOBaHUS (300POBBsI) CEPBUCHOM OpraHU3allNH.
25. OOBsicCHUTE 3HAYCHUE PEITyTalluK, UMUKA IPEANIPUITHS, OpraHu3anuy chepbl cepBHCa.

26. PackpotiiTe 3HaUeHNE TIEPCOHAN CEPBUCHOI opranm3anui. PaboTa ¢ mepconaroM cdepsl cepBuca.

217. OOBsicHUTE 3HAUEHHE JMYHOCTHOTO IIOTEHIMAja COTPYOHHKA CEepBUCHON opraHm3anuu. OOOCHyiTe
3Ha4YEHHE NPEIbIBISIEMBIX TPEOOBaHMUI K IEpCOHATY c(hephl CepBHCa.

28. PackpoiiTe 3HaueHHE KyIbTypa AEATEIHHOCTH MIEPCOHANIa  CEPBUCHOW OpraHU3allHy.

29. PackpoiiTe TOHSATHE «IIOBEAEHHE MOTPEOWTENSH» ¥ 3HAYEHHE THIIOJOTMH TOTPEOHTENs B Tpolecce
cepBHca.

30. OnummTe ¥ MPOAEMOHCTPUPYHTE 3TaIbl B3aUMOJIEHCTBHS C IOTPEOUTENEM B ITPOIIecce 00CITyKUBAHHMS.
31. Packpoiite THIONOTHIO NOTPEOUTENEH CEPBUCHBIX YCIYT MO COIMANBHO- KYJIBTYPHBIM XapaKTepUCTHKaM.
32. Bblnenure  oTIMYMTENBHBIE NPHU3HAKK — MOTpeOMTENedl 1Mo  coluanbHO —  jAeMorpaduieckum
XapaKTEePUCTHUKAM .

33. Beinenure oTnuunTeNbHBIE TPU3HAKA TTOBEICHUS NOTPEOUTENEH YCIYT 1O COIHATBHO — IICUXOJIOTHIECKUM
XapaKTEPUCTHKAM.

34. Packpoiite mpaBa moTpeOUTENeH MO MEXIYHAPOAHBIM JOKYMEHTAM.

35. OOBsicHUTE 3HAUCHNE HOPMATUBHO — ITPABOBHIC OTHOIICHUH, pPETJIAMEHTHPYIOIIMX OTHOIIEHU B chepe
OKa3aHUsl yCIyT.

36. Packpoiite n 060cHyliTe 3HaUe€HHE BHEAPEHNI HHHOBALIMIT Y HOBBIX BHJOB YCIIYT.

37. Beinenure ocCHOBHBIE TEHACHIIMU pa3BUTHS c(hephl cepBHCca

Kpurepnu ouennBaHus:

- 50-100 GanyoB (3a4TeHO) - M3JIOKEHHBIH MaTepuai (aKTUYECKH BEpeH, HaJM4Yhe TIyOOKHX 3HaHMW B o0beMme
NPOHICHHO!N MPOrpaMMbl TUCIUIUTUHBI B COOTBETCTBHH C IMOCTABICHHBIMH MPOrPaMMO Kypca IEIsIMH U 3aJa4aMu
00y4eHHs; MpaBUJIbHBIC, YBEPCHHbBIC ACHCTBHS 110 MPUMEHECHHUIO MONYYCHHBIX 3HAHWI HA MPAKTUKE, TPAMOTHOE H
JIOTUYECKU CTPOWHOE M3JIOKEHHE MaTepHana IpH OTBETE, YCBOCHHWE OCHOBHOM M 3HAKOMCTBO C JOTOJHUTEIBHOM
JUTEPAaTYpOl HalM4Me TBEPIbIX 3HAHUH B 00BEME NPOHICHHOTO Kypca B COOTBETCTBHH C LIEISIMH OOy4eHHs,
JOITYCKAeTCs U3JIOKEHHE OTBETOB C OTACIBHBIMHU OMIMOKaMHM, YBEPEHHO MCIPABICHHBIMH HOCIE JOMOTHUTEIBHBIX
BOIIPOCOB; MPABHUJIbHBIE B LIEJIOM JEHCTBUS IO IPUMEHEHHIO 3HAHUH Ha NPAKTHKE

- 0-49 GayuioB (He 3a4TEHO) - OTBETHI HE CBS3aHbI C BOIPOCAMH, HAJIMUUE TPyObIX OMIMOOK B OTBETE, HEMOHUMAHUE
CYIIHOCTHU H3JIara€Moro Bonpoca, HCYMCHUEC IIPUMEHATD 3HAHU Ha IPAKTHUKE, HCYBEPECHHOCTH U HCTOYHOCTH OTBETOB
Ha AOTIOJTHUTCIIbHBIC 1 HABOAAIINE BOIIPOCHD).

Bonpocsl! k 3Kk3amMeHy
1. Packpoiite CyOBeKTH 1 OOBEKTHI B YIIPABICHIH CEPBUCHBIM TIPEAIIPUATHEM.
2. packpoiite GaKTOpbI BHEITHEH 1 BHYTPEHHEH Cpelibl, BO3ACHCTBYIOIINE Ha NEATEIbHOCTh OPTaHU3aIlIH.
3. OnuImmTe CUTYanOHHBIA, CHCTEMHBIN U TPOIIECCHBIHN TOXOIBI YIIPABICHHUS.
4. Busbl yripaBIeHUYECKHX PEIeHNI 1 METOABI X Pa3padOTKH.
5. Jlaiite nonsiTue «yciyra». Packpoiite kiaccu(uKaIuio yciyr.



6. [lonsTHe U CyIHOCTh MEHEUKMEHTA. BUabl 1 QYHKINHM MEHEDKMEHTA.

7. Packpoiite cnenn(uKy ynpaBIeHHs B YCIOBHIX CEPBHCHOM SKOHOMHKH

8. OOBsICHUTE OCHOBHBIE IPUHIIMITBI CTAHOBJICHHS M YIIPABJICHUS NPEANIPUATHH B cdepe cepBuca.

9. Packpoiite ocHOBHBIE YCIIOBHA 3P PEKTHBHOTO PYHKITHOHUPOBAHHUS (3TOPOBHS) CEPBUCHON OpraHU3AIIHH.

10. OOBsicHUTE 3HAYCHUE PEIyTalny, UMHIKA MIPEANPUSITHS, OpraHu3alnu chepsl cepBHca.

11. Packpoiite ¢paHuaii3unra kak ¢opma yrpasieHHsI CEpBUCHBIM MPEIIPHATHEM

12. PackpoiiTe 0COOCHHOCTH CETEBOTO OM3HECA B YIPABICHUN HH,YCTPUU TOCTCIPUUMCTBA U TYpU3Ma.

13. Conep:xanue, BUIBI ¥ IPUHIUIBI  IIJITAHUPOBAHUS.

14. Crparernueckoe INIaHUPOBAHUE B YIPABICHUH NPEIIPUATHSIMU CEPBUCA.

15.0mpenenenne MUCCHH U BRIOOP KOHIICTIIINH MIPEIIPUSATHS CEpBHCA

16. TpebGoBaHbs, IPEIBIBISIEMBIE K IIETSIM MPEINPUATHS B cepe cepBuca.

17. HenTpanu3anus u AeIEHTPAIN3ALUS YIPABICHUS

18. JlenerupoBaHue MOJHOMOYHUI U OTBETCTBEHHOCTH B YIIPaBJICHUU

19. IoHsiTHE ¥ BUIBI OPTaHU3AIMOHHBIX CTPYKTYP YIIPaBICHHS

20. OpraHu3allOHHBIE CTPYKTYPHI Ha MPEANPHUATHIX HHAYCTPUU TOCTENIPUIMCTBA U TypH3Ma B UX 3()(HEKTHBHOCTD.
21. MoruBayst Kak (GyHKIHS yIpaBieHHus. BUIpl cTUMYTHpOBaHHS

22. Oco0eHHOCTH CTUMYIIHPOBaHUS B chepe cepBuca.

23. Tlonstre u BUAB! KOHTpOd. OyHKIIMYU KOHTPOJIS.

24. Opranu3zanusi KOHTPOJISE KadecTBa YCIYyT U 00CITyKUBaHUsI Ha MPEANPUATHIX WHIYCTPUH TOCTEIPUUMCTBA U
TypHU3Ma.

25. Opranusanysi KOHTPOJIS 3a JEeATENFHOCTh MIEPCOHANA Ha MPEIIPHITHIX CEPBHCA.

26. PackpoiiTe MOHATHE «Ka4EeCTBO YCIYTH» M KAYECTBO YCIIYTH € MO3UIUHU oTpedbutenss. OTHOCHTENBHOE
Ka4ecTBO.

27. Kakne cucteMsl KayecTBa yCIyT HCIIOIb3YIOTCS ISl OLEHKH MPEATIPUSTHS HHIAYCTPHU TOCTETIPUUMCTBA 1
TypHU3Ma.

28. PackpbITh METOBI M3MEPEHNUS KauecTBa 00CITyKHBAHUSL.

29. PackpoiiTe METOIbI YIIPABIICHHS UX KJIACCU(DUKAITUIO.

30. OnuIuTe CTUIN YOPaBICHHS U UX Kiaccu(uKaius.

31. BiacTb, BIUSIHUE U JIMICPCTBO B YIIPABICHUH MEPCOHAIIOM MPEPHSTHSL.

32. YUro Takoe KOHKYPEHIHS M KOHKYPEHTOCTIOCOOHOCTH MPEINPHUSATHS B WHIYCTPHH TOCTETIPHUMCTBA U TypHu3Ma?
31. OxapakTepusyiiTe TISIThb KOHKYPEHTHBIX cocTaBistromux (cuin) M. [TopTepa (Ha nmpuMepe cepBUCHOTO
TIPEIIPUSITHS).

32. PackpoiiTe METO/IbI aHAIM3a MAapKETHHTOBBIX BO3MOXKHOCTEH U rmporiecc GOpMHUPOBaHNS MapKETHHIOBOH
CTpaTeruy CEpBUCHOTO MPEIIPHUSITHSI.

33. Packpolite 1 000CHYy#Te 3HaYeHNE BHEIPEHUH HHHOBAIMH | HOBBIX BUJIOB YCJIYT.

34. Beigenute OCHOBHBIE TEH/ICHIIMHU Pa3BUTHUS c(epbl HHAYCTPHU FOCTEIPUMMCTBA U TypHU3Ma B COBPEMEHHBIX
YCIIOBHSIX.

Kpurepnu ouennBanus:

e  oreHKa «omn4HO» (84-100 GaJIOB) BBICTABIISIETCSI, €CIHM U3JIOKEHHBIN MaTeprai (aKTHIeCKH BEPEH, HATNUUE
NIyOOKHMX HWCUEpPNBIBAIONIMX 3HAaHMH B O0bEME NPOWAEHHOH MpOrpaMMbl JUCHUIUIMHBI B COOTBETCTBUH C
MOCTABJICHHBIMHM TPOrPaMMOM Kypca LEIIMH W 3afadaMd OOYYEHHs; NpaBHJIbHBIC, YBEPEHHbBIC IICHCTBHUS TI0
NPUMEHEHHIO MOJYYEHHBIX 3HAaHWI Ha MPaKTHUKE, TPAMOTHOE M JIOTMYECKH CTPOMHOE M3JI0KEHHE Marepuana npu
OTBETE, YCBOCHHE OCHOBHOW M 3HAKOMCTBO C JIOTIOJTHUTEIILHOM JINTepaTypoi;
e  oueHka xoporoy (67-83 6amnoB) - HaJIWYKe TBEPABIX U JOCTATOYHO MOJHBIX 3HAHUI B 00beMe MPOHICHHON
MPOTPaMMBI TUCHHUILIMHBI B COOTBETCTBHH C LIETSIMU 00y4eHMs, IpaBUIIbHbIC AEHCTBHUS 110 IPUMEHEHHUIO 3HAHUH Ha
NpaKTUKE, YeTKOE M3JI0KCHUE MaTepuaa, JOMYCKAoTCS OTACIEHbBIC JJOTHYECKUE W CTHIIUCTHYESCKHUE ITOTPEIIHOCTH,
00y4aronMiics YCBOMJI OCHOBHYIO JINTEPaTypy, PEKOMEHIOBAaHHYIO B paboyell mporpaMMe AUCHUILUIHHEI,
e  OIICHKA «YAOBICTBOPUTEIHHO» (50-66 0aymioB) - HaIM4We TBEPABIX 3HAHUH B 00BeMe MPOUACHHOTO Kypca B
COOTBETCTBHH C LETAMH OOYUYECHHs, M3JI0)KCHUE OTBETOB C OTACJIBHBIMH OMIMOKAMH, YBEPEHHO HCIPaBIEHHBIMH
I0CJI€ AOTIOJHUTEIILHBIX BOIPOCOB; MPABUJIBHBIE B LIEJIOM JEHCTBUS 110 IPUMEHEHHIO 3HAaHUI Ha IIPaKTHKE;
e  OIICHKAa «HEYOBIeTBOPUTENBEHOY (0-49 OAJIOB) - OTBETHI HE CBA3aHBI C BOMPOCAMH, HATMYKE TPYOBIX OMIMOOK
B OTBETe, HEIOHMMAaHWE CYIIHOCTH H3JIaraeMoro BOIPOCa, HEYMEHHE INPHMEHITh 3HaHUS Ha IPaKTHKE,
HEYBEPEHHOCTh U HETOYHOCTh OTBETOB Ha JIOTIOJHHUTENBHbBIE U HABOASIINE BOIPOCHL.
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1.
a)
b)
c)

2.

Kakmue Tpu KJII04€BBIX NOHATHS HCMOJIB3YIOTCS PH ONpe/ieeHuNcepBHCa:
ompoc, MpoheCCHOHATI3M, Ka4eCTBO;

yciyra, Cpoc, CIeLUaIkCT;

JIeSITeIIbHOCTb, MOTPEOHOCTH U yCiIyra.

Kakue rjaBHbIe (l)OpM])l YeJIoBeYeCcKOH /1eATeJILHOCTH TMO0J0KEeHbI B OCHOBY

cepnsncnoﬁ AEATCIbHOCTH:

a)
b)
c)

3.
a)
b)
c)

4.
a)
b)
c)

5.
a)
b)
c)

6.
a)

UCCIIeI0BATEIIBCKAS;
moTpeOuTeNbCKas (TI0Th30BaTENBCKAs);
[IEHHOCTHO-OPUCHTAIIMOHHAS.

K ocHOBHBIM ycJIyraM B rOCTHHHYHOM OM3Hece He OTHOCHTCS:
OpoHHpOBaHNE HOMEPOB;

IIPHUEM U pa3MeIleHue;

pacueT IpHu BBIE3JIE.

K HanpaBJICHUIO KOMMyHl/lKaTl/lBHOﬁ cepsucuoﬁ ACATCJIbHOCTH MOKHOOTHECTH:
PCKIAMHBIC YCIIYTH,

OpraHu3anuro KOH(l)epeHHPIfI, BBICTABOK, IIEPETrOBOPOB, OGIHCHI/ISI B I/IHTepHeTe;
NCUXOJANArHOCTHUKY.

DaKTOpPHI, He BJMAIOLINE HA Pa3BHTHE CEPBHCHOM 1esITEILHOCTH:
YPOBEHb Pa3BUTHA SKOHOMUKHU U XO3IHCTBEHHAsI CHCTEMA,;
MOpajb ¥ KyJIbTypHBIE TPAAULINH, CIIOKUBIINECS B JaHHOM OOIIECTBE;

Kjaaccupukaumu

00IIECTBEHHBIE CTPYKTYPBI:OJIUTHUECKHE MAPTHH.

B 4eM 3ak/I04YaeTCs1 HEOCA32€MOCTD YCJIYIH:

MpOLIECC TPENOCTABICHUSI U TMOTPEOJICHUST yCIyr TMPOTEKaeT OIHOBPEMEHHO, W IOTPEOUTENN SBISIFOTCS
HEMOCPEJACTBEHHBIMU YYaCTHUKAMH 3TOTO MPOLIEecca;

b) YCIYyTu HC MOT'YT OLITH MPOTECTUPOBAHBI 1 OUECHCHBI MPEKAC, YEM IMOKYIATCIIbUX OILUIATUT,

C) OHM BO MHOI'OM 3aBUCAT OT KBaJ'II/I(I)I/IKaHI/II/I pa6OTHI/IKa, €r0 MHAUBUAYAJIBHO- JUYHOCTHBIX YEPT H
HACTPOCHMUHL.

7. Cocrosinue YEJI0BEKA, CKJIaJbIBAKOIIECeCT HAa OCHOBEC TIPOTUBOPEYHS MEKIY HMCIOIIMMCHA H

HeOﬁXOI[I/IMbIM (HJII(I TEM, YTO KAKETCHA YCJI0BEKY HeOﬁXOlIl/IMbIM) H noﬁyﬁmammee €ro K J1eAT¢JIbHOCTH 110
YCTPAHCHUIOAAHHOI'0 MIPOTUBOPEYHS, 3TO:

a)
b)
c)

8.
a)
b)
c)

9.
a)
b)
c)

10.

a)

b)
c)

11.

a)
b)
c)

12.

a)

crpoc;
MOTPEOHOCTb;
MOTHUBaL M.

OTIMYNTeTbHBIMU 0COOEHHOCTSIMH YCJIYT SBJISIIOTCS:
Hepa3pbIBHOCTH IIPOM3BOJICTBA U MMOTPEOIICHUS YCIYTH;
HECOXPaHIEMOCTb YCIIYT;

He3a0BIBaEMOCTh YCITYT.

ITox MmeTonoM uim gopmoii 00cTy;KUBAHUS CJIeAyeT NOHUMATD:
OTIPEIETICHHBII CIIOCO0 MPENOCTABICHHS YCIIYT 3aKa34UHKY;
IpefocTaBleHne HHPpOpPMaNH KIUEHTY;

OKa3aHHUE YCIIyTH KIUEHTY.

Ceancnaﬂ ACATECJIBbHOCTD — 3TO:

AKTHBHOCTH JIIOJIEH, BCTYNAIOUIMX B CrElU(UYECKHe B3aUMOJCHCTBHS IO peasu3alnud OOIIECTBEHHBIX,
TPYIIOBBIX U HHAWBUIYaIbHBIX YCIIYT;

yIIpaBJIeHUE NPEANPpUsSTHEM Cepbl cepBUca (HapuMep, aBTOCEPBUCOM,0aHKOM);
NPOJYKT TPY/a, NOJE3HBIN 3¢ PEKT KOTOPOTo BEICTYHAET B popMe ToBapa.

Yeayra o6aagaer ciieAylOIIMH Ka4eCTBAMM:
CIOCOOHOCTH K XPaHEHUIO U TPAHCIIOPTUPOBKE;
HEOT/IEIMMOCTh OT CBOET'O HCTOYHUKA,
HEM3MEHHOCTBIO Ka4eCTBa.

K HexoMMepUYecKHM yCIyraM OTHOCSIT:
YCIYTH NPEeINpUATHH TypU3Ma U OTIbIXA;



b) YCITyTH OpraHu3aIuii 00IIECTBEHHOTO THTAHHS;

c) YCITyTH 0JIaTOTBOPHUTENBHBIX (POHIOB.

13. Henbio cepBUCHOI AeATETLHOCTH SBJISETCS:

a) YJIOBIIETBOPEHUE YEIOBEYECKHUX TOTPEOHOCTEH;

b) MCCIeJOBaHHUE PHIHKA YCIIYT;

C) MPOM3BOJICTBO YCIIYT.

14. KonTakTHOI1 30HO0¥ He siBJsIeTCS:

a) 30Ha peMOHTa OBITOBOI TEXHHKH;

b) pabouee MeCTO mapuKMaxepa;

C) pabotee MECTO CTOMATOJIOTa.

15. Monyuyenue ycjyru 6e3 THYHOr0 B3aMMO/IeHCTBHUS ¢ HCIIOJTHUTEIeMYCIyTH Ha3bIBAIOT:

a) 0OECKOHTAKTHBIM;

b) (bopMabHBIM;

c) GecCIuIaTHBIM.

16. Du3uyeckue NOTPEGHOCTH ITO MOTPEOHOCTH B:

a) B OOIIIECTBEHHOM JeITEILHOCTH,

b) BO CHE;

)] B TBOpuECKOl 1€ATEIBHOCTH.

17. MeTtoasl y10B1eTBOpeHH c(hepoii cepBHCa YeJI0BeYeCKHX OTPeOHOCTel:

a) OEeCKOHTAKTHOE 00CITyKUBaHHE;

b) ¢bupMeHHOE 00CITYKUBAHNE,;

C) HedopMabHOE 00CTyKUBAHHE.

18. IIpouecc npuHATHSA pellleHUs] NOTPe0UTeIeM COCTOMT U3 CJIeNYHUIUXCTAANIM:

a) MOUCK MH(POPMAIIMHU, OCO3HAHNE POOJIEMBI, OLIEHKA BApUAHTOB, PEILICHNE OTIOKYIIKE.

b) Oco3HaHune npo0IIeMbl, ITOMCK HH(POPMAIMH, OlIEHKa BApHAHTOB, PELIEHHE OMOKYIKE, PEaKLUs Ha MOKYIIKY.
c) peakuusl Ha IMOKYIKY, TOMCK WH(OpMalud, OCO3HAHWE MNpPOOJIEMBI, PEHIeHHE O IOKYIKE, peakius Ha
MIOKYTIKY.

19. B mpakTnyeckoii NMCHXOJIOTMHM BBIAEISIOT 4YeTbIPe MEKINYHOCTHBIX paccrosinus. MHTHMHOE
paccrosinue - ob1eHne 0JM3KUX MU XOPOIIO 3HAKOMBIX JIIOJIeH.

a) 0—45cMm;

b) 45 -120 cm;

c) 120 — 400 cm.

20. @paHyaii3uHr 3TO:

a) KOMITaHHMsI-BJIa IeJIel] U3BECTHOM TOProBOW MapKH pa3pelaeT qpyroi

b) KOMITAaHWW CTaBUTH OTY TOPrOBYIO MapKy Ha CBOIO NMPOAYKIMIO, HO MPU ITOMIIONYYAeT IPaBo KOHTPOJISL
Ka4ecTBa MPOIYKIMH, IEPBOHAYAIBHBIN B3HOC U MPOLICHT OT BaJIOBOW NMPHOBUIN.;

c) KOMITAaHHSI-BJIa/IeJICI] U3BECTHOIM TOPrOBOW MapKH pa3peraeT qpyroi

d) KOMITAaHWW CTaBUTH 3TY TOPTOBYIO MapKy Ha CBOIO NMPOAYKIMIO, HO IIPU ATOMIIONYYAET IPaBO KOHTPOIISL
Ka4ecTBa;

e) KOMITaHHSI-BJIa/IEJIEI] N3BECTHON TOPTOBOI MapKy MPOAAET TOPrOBYIO MapKyApyTroil KOMIIaHHH.

21. Buemnue ¢akTophl, BJIHSIONIHE HA MOKYNATeJbCKOe TOBeIeHNe:

a) COIMAITBHBIN CTATYC;
b) BBITOJIA;
c) MOTHB.

22. XapakTepuCTHKa YCJYT:

a)
b)
c)

HEONPECACIICHHOCTb Ka4Y€CTBA,

MOTYT HaKarlJInBaTbCs,
nepeaada COOCTBEHHOCTH.

23. XapakTepucTHKa TOBapoOB:

a)
b)

HEOMTHOPOAHOCTH,
WHAWBUAYAJIBHOCTD,



C)  0OCsA3aEMOCTb.

24. KecTkmii cepBHC ITO:

a) BKITIOYAeT B ce0s BCe yCIYTH MO MOAEPKaHUIO PabOTOCIIOCOOHOCTH,

b) 0€30TKa3HOCTHU U 33JaHHBIX [TapaMEeTPOB PAOOTHI (BBHIIOIHEHHE HOPMATHBOB,PETIIAMEHTHPYIOLIIX
BBINOJIHEHHUE YCIYTH);

c) BKJIFOUaeT KOMIUIEKC HHTEIIEKTYalbHBIX YCIIYT, CBA3aHHBIX ¢ OoJiee 3 EeKTUBHOM IKCILTyaTalyeil ToBapa
B KOHKPETHBIX YCIOBUSIX Pa0OTHI Y

d) JTAHHOTO ITOTPEOUTEIS, a TaKKe C paclInpeHreM c(hepbl IT0JIE3HOCTH TOBapa JUISHETO;

e) CEepBUC HE CBSI3aH C MPOJAaHHBIM TOBAPOM, OKa3aHHOH YCIYTOi, a HallelIeH HAIO IEPKAHHE XOPOIINX

B3aMMOOTHOIIICHUH C HOTp€6I/IT€J'I€M.

25. Pa3pabdoTKa HOBBIX TOBAPOB M YCJIYI': CX0/ICTBA U pa3ianyus. OCHOBHBIECXOCTBA:

a) pa3pabaTbIBarOTCA IS TOTO, YTOOBI 00€CIeUNTh perIeHre IPOoOIeMITOKYTIaTeNs, YAOBICTBOPEHIE UIIN
BBITOLY;

b) COOTBETCTBHE TEXHUYECKHM yCIIOBUSAM U CTaHAAPTaM;

c) TpeOyeT MHOTHX PECYpPCOB, TAKMX KaK CHIPbE, MOy habpuKaTsl, paboyas CHiIad SHEPTHUSI.

26. Kakue U3 nepeyHcJIeHHBIX YCJIYT B KJIACCU(PUKALMM, IPUHATONH Y POCCHIICKUX YYEeHbIX, He BKJIIOYEHBI B
CEPBHCHYIO JIeSITEILHOCTD MO chepaM ee o0CyIeCTBIEHHS:

a) JKWIMIHO-KOMMYHAJIBHBIE YCIIyTH;
b) HAYYHO-HUCCIEI0BATEIbCKHIE YCITYTH;
C) YCIYTH CHCTEMBI 00Pa30BaHus, KyJIbTYPbL, TyPUCTCKO-3KCKYPCHOHHBIE YCITYTH

27. Kakmue riiaBHble ()OpPMBI UYeI0Be4eCKOil TeATeJIbHOCTH MOJI0KeHbI BOCHOBY KJaccHpukanum
CEPBUCHOI 1eSITeJIbHOCTHU:

a) MaTepuaIbHO-IIPeoOpa3oBaresbHas;
b) HCCIIEI0BATENLCKAS,
c) noTpebuTenbeKast (MoJb30BATENLCKAsN ).

28. Kakue 13 nepeync/IeHHbIX YCIYT PeCTOPAHA OTHOCSITCS KBCIIOMOTaTeJbHBIM?

a) Pe3epBupoBaHue CTOINKOB;

b) BeI130B Takcy;

C) KonaunmonupoBanue Bo3ayxa;

29. Peknama, DJKcmepTH3a, TNCHXOAHATHOCTHKA, HMH/UKMeliKepcKMe  YCJIYrH, XyHA0KeCTBEHHO-
odopMuUTeIbCKHE YCJIYTH — 3TO 00J1aCTh cepBHCA B:

a) MaTepHalbHO-TIPE0OPa30BATEIHLHOM NEATEIHLHOCTH;

b) MIO3HABATENBHOM IEATENIBHOCTH;

c) [IEHHOCTHO-OPHUEHTAMOHHON JIeITEIFHOCTH;

30. Mepapxust noTpedHOCTEl MpeacTaeT B BH/AE JEeCTHUIBI U3 MSITH CTyNeHei:

a) MOTPEOHOCTH B CaMOpEaIN3aIliH (CaMOYTBEPIKACHUH) MMOTPEOHOCTh B OC30MACHOCTH M OJIaromoTydnH,
(usmonoruueckre MOTpedHOCTH, MOTPEOHOCTH B JIIOOBH (TTPUHAJIEKHOCTH KOMY-JTH00), TOTPEOHOCTh B YBaKEHHH;

b) (hU3KOIOTHYECKUE MOTPEOHOCTH, MOTPEOHOCTh B OE30MACHOCTH U OJIAromoJydyduH, MOTPEOHOCTH B
mo0BH  (MIPUHAAJICKHOCTH  KOMY-THO0), TOTPEOHOCTh B  YBaXCHUH, MOTPEOHOCTH B CamMopeaIn3aiud
(caMOyTBepXICHHN);

c) MOTPeOHOCTH B TFOOBH (TIPUHAICKHOCTH KOMY-JIN00), TOTPEOHOCTh B YBAXKCHHUH, TOTPEOHOCTH B
0e30IacHOCTH ¥ OJIATOTIOIY9HH, TOTPEOHOCTH BcaMopeaTu3aliy (CaMOyTBEP KICHHIHN ), (PU3NOTIOTHIECKUE
MOTPEOHOCTH.

31. JIokajabHOE NPOCTPAHCTBO, Il¢ HCHOJHUTEIb YCIyTH B3aHMOACICTBYeT cIOTpeduTe1eM, 3T0:
a) KOHTAKTHAas 30Ha;
b) 3aJ1 OKUJAHUS;

C) KOMHATa /ISl IOCETHTENeH.



32. B yeM 3aKJII0YAETCH HECOXPAHSIEMOCTD YCJIYT:

a) MIPOLIECC MPENOCTABIICHHUS U MOTPEOICHUS yCIIyT IPOTEKAET OAHOBPEMEHHO, HITOTPEOUTEIH SBIISIOTCS
HEMOCPECTBEHHBIMU YUaCTHUKAMU 3TOr0 MPOLEcca;

b) YCIIYyIu HC MOT'YT OBITH OPOTECTUPOBAHBI 1 OLCHECHBI IIPEIKAC, YEM IMMOKYIATCIIbUX OILIATUT,

C) OHH BO MHOT'OM 3aBHCAT OT KBaJII/I(i)I/IKaLlI/II/I pa6OTHI/IKa, €ro THAUBUAYAJIBHO-JIMYHOCTHBIX YE€PT U
HACTpPOCHUA.

33. OTAMYNTETHHBIMH 0COOEHHOCTSIMH YCJIYT ABJISIIOTCS:
@) HeocA3aeMOCTh YCIIYT;

b) Hepa3pbIBHOCTh POU3BOJICTBA U MTOTPEOJICHUS YCIYTH;
C) He3abbIBAEMOCTH YCIIYT.

34. Obcity:kuBaHue ITO:
@) IesATeNLHOCTH HCTIOMHUTES MPH HEMOCPEICTBEHHOM KOHTAKTE C OTPEOUTENeMyCITyTH;
b) oxasanme ycnyrn norpe6utemo;

C) KOMILJICKC MEp 1O 06CJ'Iy)KI/IBaHI/IIO HaCCJICHUA.

35. CepBuc — 3T0:

@) 9TO 0COOBIi BU Y€TOBEUECKO AEATEIbHOCTH, KOTOPHII HAMIPABJIEH HAYIOBIECTBOPEHUE MOTPEOHOCTEH KITMEHTa
MyTeM OKa3aHHs YCIIVT;

b) mo6Goe MepompusATHE HITH BEITO/Ia, KOTOPHIE OJTHA CTOPOHA MOKET TPEIIOKHTEIPYTOM;

C) TPEeINpomaKHOE U TAPaHTHIHOE 00CITyKMBAHHE.

36. [Ipon3BoACTBEHHBbIE YCIYTH — 3TO:
a) ycrmyru 6aHKOB, CTPAXOBBIX KOMITAHHIL;

b) WHXWHUPUHT, O6CJ'Iy)KI/IBaHI/Ie O60py)10BaHI/I$[, JIN3UHT,

C) maccakupCKHii TPAHCTIOPT, TOPTOBJIs, 06Pa3OBaHKE.

37. Yeayru no perucTpaluy TPAHCHOPTHBIX CPEACTB SABJSIOTCS:
@) TocyJIapCTBEHHBIMH,

b) mneansubMu;
C) cMelmaHHBIMA.

38. KoHTakTHAas 30HA — J3TO:
a) ar000€e MeCTO, TJI€ POU3BOUTELCS YCIIyTa,

b) Mmecro, rie yciayra MoKeT XpaHUThCS,
C) oIpejelieHHOE MECTO KOHTAKTA KJIUEHTA U COTPYIHUKa CEPBUCHOM ChephL.

39. YeTHOE MM TECLMEHHO0E BhIPAMKEHHe MPETEH3Hil IMOTPeGHTE s 0 OBOXYO0OCIY;KHBAHUS — 3TO:
a) IOUCK HOHMMAHHMS;

b) npusbIB Kk coBecTH;
C) »anoba.

40. ConmnanpHble NOTPEOHOCTH ITO MIOTPEOHOCTH B:

a) B CaMOBBIPAKEHNUH;
b) B mosuanum;
C) B IKUIbE.

Kpurtepun oueHuBanusi:

(15-20 GastoB) BBICTABISIETCS 0OYUAOIIEMYCSI, ECJIM OH OTBETHII MpaBHiIbHO Ha 100-85% 3ananmii Tecta
(8-14 6amoB), eciu oOydaroIuiicss OTBETHI Ha 84-69% 3amaHuii TecTa;

(5-7 6annoB), eciu oOyvarowuiicst oTBeTHI Ha 68-50% 3anaHuii Tecta

(0-4 6annoB), eciu 00yJAarOIIMIACS OTBETHI MeHee YeM Ha 50% Tecra.



Cemectp 2
CamocTosiTesibHast padoTa

Saz[alme 1: YcTaHOBHUTE COOTBETCTBHE MEXY MOHATHEM U ONIPEACIICHUEM

Ihhexm om ycnyzu

Yenyea COBOKYITHOCTH IIOJIE3HBIX CBOWCTB YCIIyTH, HEIOCPEICTBEHHO HAIPABICHHBIX Ha
YAOBJIETBOPEHNE TOW MJIM HHOM MOTPEOHOCTH YelIOBEKa

Dynkyus ycayzu KOHKpPETHBIE =~ MaTepualbHbIE JCHCTBHS, HANpPaBICHHBIE Ha  YAOBICTBOPCHHE
noTpeOHOCTEH moTpeduTens

Ilone3nutii abCTpakTHas1, TEOPETUIECKast MOAETh TOTO MM MHOTO BUJIA CEPBUCHOW IESTEIbHOCTH

(BKJIFOYAeT TpaBWIIO OOCITYKMBAaHUS, CTaHOAPTHl KadyecTBa, TEXHOJIOTHIO OKAa3aHUS
YCIYTH)

ITompeoumens TpeNPHUSATHE, OPTAHU3AIS WK TIPEANPUHIMATEIb, OKa3bIBAOIINE

yeyau YCIYTy IOTPeOUTENI0

Hcnonnumens BOCCTaHOBJICHHE IOTPEOHTEILCKUX CBOICTB TOBapa, CO3/aHHE IO 3aKa3y HOBOTO

yeayeu U3JeNMs, IIEPeMEIICHHe, CO3[aHHE YCJIOBHH MNOTpeOieHus, oOecIeueHre W
MOAJCPKAHUE 370POBbS, JyXOBHOE WM (HU3MYECKOE pa3BUTHE JINYHOCTH,
IpodeCcCHOHANTBEHOTO
MacTepcTBa

Pesynbmam ycnyzu | TpaKIaHUH, MOJTYYarOLINil, 3aKa3bIBAIOIUN JTHOO HMEIOIINI HAMEPEHHE ITONYIUTh HIIH
3aKa3aTh YCIYTH ISl JINYHBIX HY XK/

Hoeanvhas ycnyea | HENOCPEACTBEHHOE OOCTY)KHBAaHHE HACENCHUs, CO3JaHHE KOMGMOPTHBIX YCIOBHUIA
YKU3HEMIEATENbHOCTH: B TPAHCIIOPTE, B OOIIECTBEHHBIX MECTaX, BO BPEMS OT/IbIXa

Peanvhasn ycnyza PpEe3yIbTAT HEIOCPEACTBEHHOTO B3aUMOICHCTBIS HCIIOJTHUTEIS U TOTPEOHUTENIS, a TaKKe

COOCTBEHHOW [eSATENbHOCTH HCIOJNHHUTEIS II0 YIOBIETBOPEHHIO HOTPEOHOCTH
moTpeOuTens

3amanue 2: PaccMOTpeTs 1 NMPEACTaBUTh XapaKTEPUCTUKY KIacCHU(MKAIMN yCIyT Ha KaTerOPHH, BUABI U THIIBI 110
Pa3UYHBIM KPUTEPUSIM B (hopMe TabauLbI 1.
Tab6auna 1 — XapakrepucTuka Kinaccuukanuii yeuyr

Bun xnaccudukanyu

1. ITo JloBnoky

Kpurepwuii (mpunnun) knaccudukaryu ([Ipumep knaccudukanyun yciyr

2. o Tumny ycnyr (BUIam AesTeTbHOCTH)

3. MaTepI/IaJ'IBHBIC 1 HEMATCPUAJTIbHBIC

4. OtpaceBas (IPOU3BOICTBEHHAS)

5. Tlo dopme omnatet

6. [IpocTble © KOMILJIEKCHBIE

3apganme 3: Pacnpenenure B TaOIUIE CICAYIONIME MPOAYKTHI IO TaOJIMIIE B 3aBUCHMOCTH OT COOTBETCTBHS B HUX
MaTepHAILHON U HEeMaTepPHAIbHONH COCTaBJISIONICH: KOH(ETHI, aBTOMOOWIIb, KOHCYJIbTAIMS HOTapuyca, (hyTOoKa,
TypHCTHYECKasi yciyra, IOCYJOMOEYHAas MalluHa, oOpa3oBaresibHas yciyra. J[OmoJHWTH TaOJHIly CBOMMH

pUMEpaMu.

100 % tosap | Tosap +ycnyra | Ycnyra +7o8ap [ 100 % ycnyra

3aganne 4:Yciyrd MOXKHO KiIacCU(UIMPOBATH B 3aBUCUMOCTH OT MTOKYIATEIbCKHX MOTUBOB. Kakue MOTHBBI OyayT
npeo0saiaTh MPH MPUHATHHA PEUICHUS O TIOKYIIKE CICYIOIIUX YCIYT:

®  [OKyIKa aDOHEMEHTa B CIIOPTKIYO;

" YCIYT'H CTOMATOJIOra;

= ycIyra MaHUKIOPIIH,

"  [IOKYIIKA TOBApPOB YepPe3 HHTEPHET;

" CIYI'¥ YaCTHOTO M3BO3a BMECTO 3aKa3a TAKCH;

"  YCIYTH IOPHCTA.



6. PackpoiiTe OTIMUMTENbHBIC XapaKTEPUCTHUKH YCIYT W NPUBEAWTE TPUMEPHI MX MPOSBICHUS B YCIyrax
MIPEIOCTABIISIEMBIX MIPEIIPUATHEM CEPBHUCA.

Oco0eHHOCTh B uem nposiBisiercs ITpumep
YCIyTd

Kpurtepuu oueHnBaHus:
MakcumaibHOE KOJIMYECTBO OaIOB, KOTOPOE CTYIIEHT MOKET HaOpaTh, BHIIONHUB 4 3ananust — 20 Oaios.

- CTyzeHTy BBICTaBIIAeTCs 5 OayoB, €ClU CTYACHT MIPAaBUIBHO U MOJIHO PACKPBUT OTBETH! Ha MTOCTaBJICHHBIE
BOTIPOCHI U 33/1aHUS;

Crynenty BbicTaBisiercs 0-4 6asioB, €CIH IOMYIIEHbI ONTHOKY U (WJIN) YACTHYHO OTBETHII HA TIOCTABJICHHbIE
BOIIPOCHI.

2 CemecTp
NuauBuayanbHoe nmpakTudeckoe 3aganue Nel

Heap 3axanus. ' 1acHOCT PHIHKA TO3BOJISIET MPEATIPISITHIO IPOBECTH MPSMOE CPAaBHEHHE CBOETO TTAKETa YCIYT C
MIPEUIOKEHISIMA KOHKYPEeHTOB. OTCI0/1a ¥ IPOMCXOIUT MOHATHE «OTHOCUTEIHHOE KA4eCTBOY» KOTOPOMY IPHUCYIIH
CIIEYIOIINE XapaKTePUCTHKU:

—  BO3MOXHOCTH CPaBHEHUS C YCIyTaMHU CaMBIX CHJIBHBIX KOHKYPEHTOB;

—  BO3MOXHOCTH PACCMOTPEHUS C TOYKH 3PCHUS TTOTPEOUTEIIS,

—  HE3aBUCHUMOCTH OT CTPYKTYPHI LIEH Ha IPENPUITUH;

—  BO3MOXKHOCTb OXBaTa HE TOJIBKO MaTepHAIIbHBIX, HO U HEMAaTEePUANIbHBIX yCIIyT, BKIIOYas TIOBEJICHUE

nepcoHana.

MeToauka BbISIBJIEHHSI OTHOCHTEILHOI0 KauecTBa BKJIIOYAET ABa ITana.

IepBsiii 3Tan. CreayeT BEICIATS BAKHEHINE C TOYKU 3peHHs moTpedurens kpurepun (5-10), koTopeie
MPUBOJST K MPUHATHIO PELICHUs] 0 MpHOOpeTeHnu ycayr. IIpu 3TOM LeHBI HE AOJDKHBI MPHHUMATHCS B pacder.
BaxxHOCTB BBIJICIICHHBIX KPUTEPUEB HEOOXOANMO COTIIACOBATh C MHEHHEM IIEPCOHANA, KOTOPBIH HEMOCPEICTBEHHO
KOHTaKTHPYET C MOTpeOnuTeNIeM U NMeET OOJIBIION OIBIT OOIIEHUS.

Bropoii 3Tan - ouneHka kpurepueB mo 5-10-0aymmpHON IIKane M IOCIeAyloliee CpaBHEHHE C TAKOH ke
OLICHKOM M/ICHTUYHBIX KPUTEPHEB HA BKHEHIIMX NPEANPUATHAX KOHKYpeHTax. YeM Oosblie OyJeT MpeArnpHsTHH,
TEM TOYHEE KPUTEPUH OTHOCHTEIILHOTO KauyecTBa, KOTOpBIC JIydlle M300pasuTh rpadMyeckd, B pe3yibTaTe 4ero
MOJYYUTCsl CBOEOOPa3HbIN MPOQUIb KauecTBa.

IIpumep npoBeneHuUs pacyeToB

IIpumep FDa(_I_)l/I‘{GCKOI‘O CIoco0a COMOCTABJIEHHS KAYeCTBA VCJIVI FOCTHHHYHBIX NMPEeINPUSATHIA.

[TycTh TOCTHHUYHBIC YCIIYTH C TOYKH 3PCHUS MOTPEOUTEINS XapaKTEPU3YIOTCS CICIYIONIMH KPUTEPHUIMH,
OIICHCHHBIMH TIOTPEOHUTENSIMA B OayutaX: pacloJIOKCHHE; KadecTBO IMUTAHWS; OE30IacHOCTh; KOMIETCHTHOCTH
MepCOHaNa; TPEATIOKCHHE [OMONHUTEIBHBIX YCIYT; YUCTOTa B HOMEpax, TyaueTe, IyIle; BEKIMBOCTh U
J0OpOXKENIaTeNIbHOCTD MepCoHalla; padoTa TeIeBU30pa, BHJIEO-, ayIMOaNIapaTyphl; THIINHA U MOBEACHUE COCENEH;
MeOesb B HoMepe.

ITo pe3ynpTaTam MpEACTABUTEIHLHOTO OMPOCa KCHEPTOB (MOTpeOUTENel) HAaXOAATC MO MATHOATEHON
IIKaJIe OCPETHEHHBIC OICHKU MPUBEACHHBIX KpUTEpHUeB st nanuoro npeanpustus (I1p) u Tpex ero koukypenTos Kl,
K2 u K3 (ta0ma. 1). OTu oleHKH HAHOCATCS Ha TpadiK U AeIaeTCs 3aKII0UYCHHUEC OTHOCUTEIBHO MOJI0KECHUS JaHHOTO
MPEIIPUATHS [0 CPABHEHHIO C €T0 KOHKypeHTaMu (puc. 1.).
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—p— IlpagnpnaTae
—— Konnypent M2

Puc. 1. [Ipo¢uib OTHOCHTENEHOTO Ka4eCTBA YCIIYT

VcxonHble qaHHbIe 115 IPUMEPa COCTABICHNE KAUeCTBA YCIyT NMPEAIPHUITHS rpadHIecKuM CIIoco60M

Tabnumal
Bapwmaxxy O
=] TMToKAIARTEN. Mp 1 K K3

1 Pacrnonosienne 5.0 3.5 4.5 a.0

2 Kavecrno MHTAHHA 4.0 3.5 3.0 4.5

3 BelonacHOCTh 1.5 5.0 4 .0 3,5

4 KoNMneTeHTHOCTE Depco- 4.0 3.5 3.0 4"6
HASTA

5 IIpeanoKeHMe AOTIOSI- 5.0 4.0 4.5 3.5
TEALHBIX YCIAYT

6 YUHcToTA B HOMERAX, 4.0 3.5 3.0 5.0
VaaeTe, AVELIIEe
BexnnpocTs B aobpoxKe-

i NATEALHOCTL 5,0 40 4.5 3.5
HepcoHana

8 PaGoTa TEMNeBnl1opa, 4.0 4.0 3.5 4.5
BILOSO, AYAMO

o THIIMHA 3 MOBCIEHMe 5.0 4.5 4,0 3,5
cocenei

10 MeSeith B HOMEDE 4.5 L0 4,5 3.5

3ananme: YcpeaHeHHBIE OLIEHKH KPUTEPHUEB KauecTBA Ui TOCTHHUYHOTO MPEANPHUATHS U TPeX ero KOHKYPEHTOB
npuBelneHbl B Tabiuie. HeoOXomuMo mNOCTpOUTh NpOGHIb OTHOCHTENHFHOIO KauyecTBa TOCTHMHUYHBIX YCIYT
NPEINPHATHS 110 OTHOIICHWIO K TPEM ero KOHKYpPEeHTaM W JaTh aHAIU3 IIOJIYyYeHHOro pesynbrara (BapuwaHTt
BBIOMpAETC 10 TIOCIEqHEN udpe B HOMEpe 3a4eTHON KHIKKH, HedeTHast nugpa — BapuanT Ne 1, uetHast nudpa —

BapuanT Ne2).
Bapnant Nel
HcxonHble JaHHBIE /15l TOCTPOECHHS MPO(PUIA OTHOCHTEILHOI0 KauyecTBa
Ne | Iloka3zaTenn IpeanpusTue KonkypenTt KonkypeHTt KonkypeHTt
Nel No2 Ne3

1 PacnoJio:keHue 1 45 2,5 3

2 KauyecTBOo nutanus 3,5 5 3,5 4

3 be3onacnocrn 2,5 4 4 3,5

4 KoMneTeHTHOCTH nepcoHaa 3,5 5 4,5 5

5 Mpenioxenne 3,5 2,5 4 5
JOMOJHUTETbHBIX YCIYT

6 YucroTa B HOMepax, TyaJjere, 5 4 5 2,5
ayuie




7 BeskauBocTh H 2 3,5 4 3,5
J100pOKeJIATEJIHLHOCTD
nepcoHaJjia

8 Padora TeneBu3opa, CBI3b, 4,5 3 45 5
ayMoannaparypbl

9 TummHa ¥ noBeAeHUue cocenaei 5 3,5 4 3,5

10 | Me6ean B HOMepe 5 45 4 2,5

Bapuant Ne2
Hcxoanbie TaHHbIE [JIs1 OCTPOEHUSI MPOQUJIST OTHOCHTEILHOI0 KAaYyecTBa
Ne | IMoka3zarenn Ilpeanpustue KonkypeHnt KonkypeHnt Konkypent
Nel No2 Ne3

1 Pacnogaoxenne 4 45 3,5 3

2 KauecTrBo muranus 45 5 3.5 4

3 Be3onacHocTh 5 4 4 45

4 KoMmeTeHTHOCTH epcoHaIa 3,5 5 3,5 5

5 Mpenoxenne 3,5 45 4 5
JIOTOJTHUTEJIbHBIX YCIYT

6 YucroTa B HOMepax, TyaJieTe, 4 5 3 3,5
ayiie

7 BexkauBocTh U 5 45 4 3,5
J00pOKeJIATEIbHOCTH
nepcoHajia

8 PaGoTa TesieBu30pa, CBS3b, 45 3 3,5 5
ayHoannaparypsbl

9 TUIIMHA ¥ IOBEJACHUE 5 45 4 45
coceneit

10 | MeGeanb B HOMepe 5 45 4 3,5

Kpurepuu oueHnBanus:

- 20 OawioB BBICTaBISIETCS OOYYAIOIIEMYCs, €CII OH IIEPEUHCIIsieT BCe

Maxkcumanbaoe koandectso 20 0auIoB 3a 3aaHueE:

CYHICCTBCHHBIC XapaKTCPUCTUKU

0003Ha4YE€HHOT0 B BOMpPOCE MPEAMETa U BO3MOXKHBIC BAPHUAHTHI JAJbHEHIIEr0 Pa3sBUTHS PELICHHUS! TPOOJIEMBbI,
€CII 3TO BO3MOXKHO, a TaKk€ MAKCHMAJIBHO IIHUPOKO MCIOJIb3YeT TEXHUYECKUE BO3MOXKHOCTU MPOrPaMMHBIX
MPOAYKTOB U pa3HOPOHBIE (POPMBI IIPEACTABICHHS HH(OPMAIINY;

- 19-10 OGamma ecnu

oOyuaromuiics

PacKpbUT  TOJBKO

4acTh

OCHOBHBIX

MPOAEMOHCTPUPOBAT HETOUHOCTh B MPEACTABICHUAX O MPEIMETE BOIIPOCA;
- 9-1 Gamna ecnu oOywaronmiicss 0003HAUMII OOIIYI0 TPAGKTOPHIO OTBETa, HO HE CMOI KOHKPETH3HUPOBAThH

OCHOBHBIC KOMITOHCHTBI,

MOJIOKEHUH

BOIIpOCa,

- 0 GammoB ecnu oOydaromuiics HE MPOIEMOHCTPHPOBAT 3HAHWN OCHOBHBIX TOHSTHH, MPEACTaBICHHH 00

N3y4aeMOM TIPEIMETE.

NuauBuayanbHoe NpakTH4eckoe 3aganue Ne2
3aganmne: [ToaroToBUTH MPE3CHTAIMIO KOHTAKTHOM 30HBI IPEATIPUATHS HHIYCTPUH TOCTEIPUUMCTBA (110

BEIOOPY CTYJCHTA) U BBIITOIHUTH OLIEHKY €€ paOOTHI TI0 IIPEICTaBICHHBIM KpuTepusaM B Tabmure 1. CoenaTs

BBIBOJIBI M JATh PEKOMEH IAITHH.

Taoaunal

Ne

Kpurepun
(B K)KIIpIif ITyHKT BHECTH OIMCAHKE 110 KPUTEPHIO)

O1eHKa

ITpumevanus

1-10 (bamsoB)

ATMocdepa IpoCTpaHCTBEHHOH Cpezbl

Ocrernyeckoe opopMIIeHIE

Pabora nepcoHajia B KOHTaKTHOU 30HE




IIcuxonornueckoe BOCIIpUATHE

Cuenapwuii 00CITyKHBaHUS

OO0t Oamt

3351:10011 3
PexomMennarmm:

1.
2.
3.

Kputepuu oueHnBanusi:

MaxkcumanbHoe koandecto 20 0aioB 3a 3aaHueE:
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19.

20 OamtoB BBICTAaBIETCS OOYdYalOIIEMYCs, €CIM OH IIEPEUYHCIIACT BCE  CYIIECTBEHHbIE XapaKTEPHCTUKH
0003Ha4YeHHOT0 B BOMpPOCE TPEAMETa U BO3MOXKHbBIE BAPUAHTHI JAaJbHEHIEr0 Pa3BUTHS PELICHUS TPOOJIEMBbI,
€CIT 3TO BO3MOXKHO, & TaKkeé MAKCHMAJIBHO IIHUPOKO MCIOJIB3YeT TEXHUYECKHE BO3MOXKHOCTU IPOrPaMMHBIX
MPOAYKTOB U pa3HOPOHBIE (POPMBI IIPEACTABICHHS HH(POPMALINY;

19-10 Oamna ecmm oOydwaromuiicss packpbul —TOJBKO YacTb OCHOBHBIX —IIOJIOXKEHMH — BOIpOCa,
MIPOAEMOHCTPUPOBAT HETOUHOCTh B MPEACTABICHUAX O NMPEIMETE BOIIPOCa;

9-1 Gannma ecnu oOydaromuiicst 0003HA4YMII OOIIYI0 TPAGKTOPHIO OTBETA, HO HE CMOT KOHKPETH3HMPOBATH
OCHOBHBIE KOMIIOHEHTBI;

0 GaymuroB ecnu oOydwarommiics He NMPOJEMOHCTPHPOBAN 3HAHWI OCHOBHBIX MOHSTHH, MpeAcTaBICHHUH 00
U3y4aeMOM IIpEeaMETe.

2 cemecTp
Tembl pedpepaToB u npe3eHTaAN U

CepBHC Kak 00IIECTBEHHOE M 9KOHOMHYECKOE SIBJICHHE

CounainbHble PeIOChUIKYA CEPBUCHOM IESTEIbHOCTH

Poss cepBHCHOM A€ATENTHLHOCTH B COIMATBHO-I)KOHOMHYECKOM Pa3BUTHHUCTPAHBI
CTpyKTypa 1 BUJBI CEPBUCHOM ESTETBHOCTH

CepBuCHas ISSITENBHOCTD KaK MPOLECC YAOBIETBOPEHHS ITOTPEOHOCTEH

VYenyra kak cnenupuyecknii NpoIyKT CEPBUCHOM NESTEIBHOCTH

OCHOBBI OpraHM3aINH CEPBUCHOM €A TETLHOCTH

Crnennduka okazaHUs Pa3IMIHBIX YCIyT B CEPBUCHOM IESATEINEHOCTH

OCHOBBI OpraHu3aluy pabounX MECT B MHIYyCTPUH MOJIBI U KPacOTHI
Opranuzanus 00cayKUBaHHs TOTpeOUTENei yciuyr

Crioco0s! 1 popMBI OpraHU3auK 00CTY)KUBAHNS OKa3aHUs yCIIyT

OcHoBHBIE NpaBuIIa 00CITYKMBAHUSI HACEIICHHS

KagecTBo ycnyr u o0ciry>KiuBaHue

Kymnprypa obcmyxuBanns Kak 6a30BbIi JIIEMEHT KaueCTBAOOCITy KUBAHHS

3¢ heKTHBHOCTD CEPBUCHOM AEATEILHOCTH

OTHKa ¥ ICUXOJIOTHSI CEPBUCHOM eI TEILHOCTH

OcobeHHOCTH TPOQECCHOHAIBHOTO MOBEJCHUS B chepe cepBuca

OTHKA ¥ IICHXOJIOTHS B3aMMOOTHOIIEHUH B TPYIOBOM KOJUIEKTHBE U BOOLIEHUH C TOTpEOUTEIEM

Cneumbnxa MEKINYHOCTHOTI'O O6HICHI/I${ pa6OTHI/IKOB CCpBHCHHXOpFaHI/ISaHI/Iﬁ u HOTpe6PITCJ'I€I>i B IIpo1ecce

OKa3aHHsl YCIIyTH.

20.
21.
22.
23.
24,

OCHOBHBIE IICUXO0JIOTUYECKHE TPUHIIMITBI B3aHMOOTHOLIEHHS C KIIMEHTOM.

Buzbl KOH(IMKTOB M CIIOCOOBI MX pa3pelleHHus

Oco0eHHOCTH CepPBUCHOMN JEATENBHOCTH B OTAENBHBIX OTPACIEBBIXIPYIIAX YCIyT.
[oHsTHE «yCIIyTray U e MECTO B CEPBHCHOM IESTEIBHOCTH.

OyHKIUHU chepsl yCIyT.



25. Crpykrypa cdepsl yciyr

26. Knaccudukarym THIOB 1 BUJOB YCIYT.

27 . COI_ll/IaJ'IbH])le MPEANOCHIIKYM BOBHUKHOBEHUSA U Pa3BUTUA C(l)ep])l cepBuUcCa.
28. Mecrto cepBrca B IOCTHHY CTPHAILHOM OOIIECTBE.

29. [TonsTHE «CcepBUCHOE OOIIECTBOY.

30. CraHOBIIEHHE U Pa3BUTHE HAYKH O CEPBHUCE - CEPBUCOJIOTHH.

31. Oranel pa3sutus chepsl yeryr B Poccun.

32. DBOJIONHS TOHATUH «TOBAP» U KYCIIyTay.

33. Omnpenenenne NEHHOCTH YCIIyTH.

34. OmnpeneneHne MOTPEOUTEIECKOHN CpeBl B chepe YCIyT.

35. Kiuents! ceps! yenayr 1 ux moTpedHoCTH.

36. ®dakTopsl, BAUSIOMINE Ha TOKYIATEILCKOE MTOBEJCHUE KIMEHTOB C(EPBIyCIIyT.
37. KoHTakTHas 30Ha U €€ XapaKTEePUCTUKH.

38. Pabora ¢ sxanob6amu moTpeduTeneit yemyr.

39. [TpuHIMIBE 3 GEKTUBHOTO penIeHNsI KOHQIMKTHBIX CUTYallnH.

40. OCHOBHBIE METOABI IPETOCTABICHNUS YCIYT M (POPMBI OOCITY )KUBaHHS.

Kpurtepuu oueHnBaHusi:
MaxkcumaipHoe KoandecTBo 20 0ayIoB 3a 3aIaHue:

- OOyuaromemycst BoictaBisiercs: 10-20 GamnoB 3a pedepat, ecnu H3M0XKEHHbIH MaTepuan (haKTHYSCKH
BEpEH, JEMOHCTPHPYETCS HAIN4YHe NIyOOKHX UCUEPIIBIBAIOIINX 3HAHUH B 00JIaCTH H3y4aeMOTro BOIPOCa, PaMOTHOE,
CBOOOJHOE M JIOTMYECKH CTPOHHOE H3JIOXKEHHe MaTepuana, >(Q(eKTUBHAS Npe3eHTalus OTPaKaeT M JOIOJHSET
OCHOBHBIE ITOJIOKEHHS pedepara.

- Obyuaroriemycs BeicTaBisieTcs 0-9 6ayioB 3a pedepaT, e He COOIOACHBI OTACIBHBIC HIIH BCE KPUTEPUN
MaKCHMaJIbHOM OLIEHKH.

3 cemecTp
Keiic-3amaua Nel
3aganue:
1. Wcnone3ys naHHBIC PUCYHKAa 1, yKakuTe (aKTOpbl BHEIIHEW W BHYTPEHHEH CpEIbl TOCTHHUIIBI
«Poccutickasy.
2. Kakue u3 31UX (PaKTOpOB M KaK BIUSIOT Ha JCATEIBHOCTH MPEANPHSTUS (CIIOCOOCTBYIOT YCHIICHHIO
MO3UIIAN TOCTUHHUIIEI HA PHIHKE WK K€ MOTYT IPUBECTU K YXYAIICHUIO ¢ TTO3UIIHI)?

Tpyoosvie, mamepuanvruvie, PUHAHCOBbIE, UHDOPMAYUOHHBIE U M. N. PECYPCbL NPEONPUSIMUSL, OP2AHUZAYUOHHAS
CMPYKMypa YnpasneHust ,Kopnopamuenas Kyasmypa u opyaue d1emMeHmbl

Daxkmopul eHeuinell cpedvt RPAMO20 6030€liCMEUs.
(KueHmbl, KOHKYpeHMmbl, AKYUOHEPHI, NOCMABWUKU NPOOYKYULU, MECMHble OP2aHbl 8ACMU)

Tloctuaumna «Poccuiickas», onpenenuB CHMOTOMBI KPHU3HUCHOM CHUTYaIlH, OOpaTHIIaCh 3a ITOMOINBI0 K
CHELHUATINCTaM IO yNPABICHIECKOMY KOHCAITHHTY AJISl YITy4IICHHS MTOJI0KEHHU TOCTHHHIBL. B KauecTBe HCXOIHOM
UHOOPMAUK O TEKyLIeM COCTOSHHM TOCTHHMIBI W BO3MOXKHBIX IEPCIICKTUBAX DPAa3BUTUS NaHHOTO Ou3Heca
co00mIanoCch ClieayIoIIee.

1. FocTuHUIA ABISCTCS SAMHCTBEHHOU B CBOEM poJie (YEThIPE 3BE3bl, yI00HOE MECTOPACIIONOKEHHUE - TICIIEXOTHAS
JIOCTYIHOCTh MaMSATHUKOB, 00BEKTOB TOKa3a) B CBOEM PErHoHe (YnCIeHHOCTh xutenedt 300 Thic. yel. - o0aacTHOU
LEHTD).



2. ImeroTcst 10TOBOPBI O COBMECTHOM JESITEILHOCTH C PSJIOM KPYITHBIX TOPOACKUX TYPUCTHUECKHX areHTCTB, a TAKKe
B IIpyrux roponax, 4ro obecmeunBaeT 100%-Hyro 3arpy3Ky TOCTHHHIBI IpH paboTe ¢ Tpymmamu Typuctos. B
OCTaJIbHbIE MEPHOJABbI 3arpy3ka HOMepHOro (oHga rocTuHHLBI cocTaBisier He Oosiee 40 %, 4ro OOBsICHSIETCS
CE30HHOCTBIO Crpoca Ha yciyru. [lpuBnedeHne «Henpo(UIBHBIX» KIUEHTOB U B MEXKCE30HHBIH Mepuoi TpedyeT
JOINOJIHUTEJIbHBIX 3aTpart.
3. l'ocTuHMIA pacnooKeHa B CTAPMHHOM OCOOHSIKE, YTO HAKJIaIbIBAET OIpe/IeJICHHbIE TPEOOBaHMS K €€ BHEIIHEMY
BU/ly (HEBO3MOXKHOCTh M3MEHEHUs BHEIIHEro OOJIMKa, YBEIMUYEHHUS 3TaKHOCTH). HeoOX0ANMOCTh PEeKOHCTPYKIINU
WJIM HOBOTO CTPOUTEJBCTBA OYEBHIHA.
4. CToMMOCT, HOMEPOB B TOCTHHHUIIC BBINIE, YeM y APYTHX TOCTHHHUII, 9TO O3HA4aeT Ooyiee BHICOKHI YPOBEHBb
o0CITy)KHBaHUS U
obecrieunBaet 0oJiee BHICOKUE Y IelIbHbIC TPUOBLIH, OHAKO O3HAYACT OPUEHTAIIMIO HA y3KHI CErMEHT PhIHKA.
5. Omryraercs HeJJOCTATOK KBANTU(HUIMPOBAHHBIX YIPABICHUYECKUX KaJpOB, MEHEKMEHT HPEANPUITUS HE UMEET
SCHBIX  CTPAaTeTMYECKUX  OPHEHTHPOB, OTCYTCTBYET BO3MOXXHOCTh  TOATOTOBKA W MEPEHNOATOTOBKU
KBaTM(UIMPOBAHHBIX Ka/IPOB B PETHOHAIBHBIX yUeOHBIX 3aBEICHUSIX.
6. Ilpennpusitie uMeeT Bce HEOOXOAUMBIE ISl e (PYHKIIMOHUPOBAHUSI KOMMYHHUKAIIMU: Ta3, BOJIA, 3JIEKTPUYECTBO,
KaHanu3auus. P KOMMyHUKalUi 1aBHO HE MOABEPrajics KallUuTaJbHOMY PEMOHTY. IH)KEHEpHBbIE CETH HaXOATCs B
BETXOM COCTOSIHUH, HX MOIIIHOCTH HEJOCTATOYHO JJIsl Pa3BUTHUS TOCTHHHUIIEL.
7. B mocnenHee BpeMs yBEIMYMBACTCS KOHKYPEHIMS CO CTOPOHBI TPEX3BE3I0YHBIX TOCTHHHUIIL, IIPETOCTABIISIONIIX
HOMepa IMOBBIIIEHHONH KOM(OPTHOCTH (JIFOKC U MOJYIIOKC).
8. CymiecTByeT Cpoc co CTOPOHBI TYPUCTUICCKHUX (DUPM IT0 3aKITFOUSHHIO JOJITOCPOYHBIX JOTOBOPOB HA pa3MeEIleHIe
TYPHCTOB, B TOM YKCJI€ TI0 JIHHUH JEJI0BOI0 TypH3MA.
9. OTCYTCTBYIOT COOCTBEHHBIC CPEACTBA TIPESATIPUATHS TSI OCYIISCTBIICHHS] WHBECTAIIMOHHBIX MIPOTPAMM, a TaKXKe
HET BO3MOYXHOCTH MOJYYEHUsI JJOCTYITHOTO JUIS PEIANPHUITUS KPEIUTA.
10. MimeeTcst TeHACHIIMS pOCTa KOJIMYECTBA HHOCTPAHHBIX TYPUCTOB, @ TAK)KE COOBITHIHOTO TypH3Ma.

KpuTepuu oneHKH:

MaxkcumanbHOe KoudyecTso 20 6auioB 3a 3aJaHue:

(20 6ayioB) - TIIYOOKOE W MPOYHOE YCBOCHHE MPOrPaMMHOTO MaTepHaia - MOJIHBIC, TOCIEI0BATEIbHEIC,
TPaMOTHBIC U JIOTHYCCKH H3JIaracMbIe OTBETHI - CBOOOJHO CIPABIISIONIMECS C MOCTABJICHHBIMU 3aJadyaMu, 3HAHUS
MaTte€puala, - IpaBUJIbHO O6OCHOBaHHBIe IIPUHATBIC PCIICHUSA, - BJIaJICHUC PA3HOCTOPOHHUMU HaBbIKAMU U IPUEMaMU
BBITIOJTHEHUA NPAKTHICCKUX pa60T.

(19-15 GammoB) - 3HaHWE MPOrPAMMHOIO MaTepHajia - IPAaMOTHOE H3JIOKEHHE, 0€3 CyIIeCTBEHHBIX
HETOYHOCTEH B OTBETE HA BOMPOC, - MPABUIBHOE MPUMEHEHHE TEOPETHUSCKUX 3HAHUIT - BlIaJIcHHE HEOOXOJMMbIMU
HaBBIKAMU TIPH BIOJHEHUH PAKTUYECKUX 32124

(14-9 6annoB) - yCcBOEHHE OCHOBHOI'O Marepualia - MPH OTBETE JOMYCKAIOTCS HETOYHOCTH - MPU OTBETE
HEIOCTaTOYHO TMPABIUIFHBIE (HOPMYIHPOBKH - HApPYIICHHWE ITOCICAOBATCIHLHOCTH B H3JOXKCHHH IMPOTPAMMHOTO
Marepuaa - 3aTPyAHCHUS B BBIMOJHEHHH PAKTUICCKUX 3aJaHUI

(8-1 6amnoB) — citaboe 3HAHKUE MPOTPAMMHOTO MaTepHUaa, - PH OTBETE BO3HUKAIOT OIIMOKHY - 3aTPYAHEHHS
MIPY BBITIOJIHCHUU MPAKTHYCCKUX PAOOT

(0 6a/m10B) - He 3HAHKME MPOTPAMMHOIO MaTepHaa, - Kelc-3a1adya He BBIIOTHEHA.

3 cemecTp
Keiic-3amaua No2
3aganmue: OnpeneneHue ¢ MOMOIIBI0 COBPEMEHHBIX METOIUK IICHXOT€OMETPHUIECKUX (POPM JIMIHOCTH ITOTpeOuTENeH
¥ pa3pab0TKa OCHOBHBIX PEKOMEHIAINH TOPrOBOMY IIEPCOHAITY.
[cuxoreomeTpust — yHHKalbHas IPaKTHYECKask CHCTeMa aHaiu3a JTnYHocTH. OHa 1M03BOIISET:

— MT'HOBEHHO OIIPEAETNTh GOopMy (WIIH, €CITN XOTHTE, THII, XOTS 3/IeCh €CTh Pa3INyusl) TMIHOCTH HHTEPECYIOLIETO
Bac 4eJIOBEKa U, ECTECTBEHHO, Ballly COOCTBEHHYIO (hOpMY;
— JaTh TOAPOOHYI0 XapaKTEPUCTUKY JIMYHBIX KauecTB W OCOOCHHOCTEH IIOBEleHMs JII00Oro uelloBeKa Ha
O6]>I}1€HHOM, TOHATHOM KaXX/I0MY S3bIKE;

— COCTaBUTb CLIGHAPHI TIOBENEHHUS ISl KaXKI0H (GOPMBI TIMYHOCTH B TUIIUYHBIX CUTYALUSIX. IcuxoreomeTpust
kak cuctema cioxmiaack B CIIA. ABtop atoii cuctembl Chro3eH JleUMHTep — CHEIMATUCT 0 COIUATbHON
[ICUXOJIOTHH.

Y4eHble NPEAIONIOKWIN, YTO, HANPUMEpP, UYEIOBEK-KPYyT, Mpuodperas ToBap, OyJeT OpPHEHTHPOBAaH Ha
TOX/IECTBEHHYIO ce0Oe TreoMmMeTpHdecKyro ¢opMy. 3agada NPOAABLOB — CBOCBPEMEHHOE OIPEIECNICHHE THIIA
noTpeduTesneil. ITo MOXKHO CAENaTh 10 BHELIHEMY BHIY, PyKOBOACTBYSCh ONMpPEACICHHBIMU MpU3Hakamu (Tadi. 1).



Tabmuma 1

OTanuuTeabHbIE NMPU3HAKHA noxynaTe.]Ieﬁ OCHOBHBIX IICUXOT€OMETPUIECCKHUX (l)OpM

OcHoBHAas
JHYHOCTH

¢dopma

OTanuurebHbIE NMPU3HAKHU NOKYIIATEJ/IsA

KBAJIPAT

CkoBaHHasl, HallpPsDKEHHAS 11034 TpsAMas CITUHA (B MOJIOKCHUU CUIS U CTOS); JIOKTH
IIPWKAThI K TYJIOBUILLY, KOTJIa YUTAET UIIU KECTUKYIUPYeET. TOUHBIE, CKYIbIE KECTHI;
OTCYTCTBHE OTBJIEKAOMUX (MM CMYIIAIOMMX) cobecenHruka MaHep. J[BkeHUs
eJIeHaNpaBJICHHbI, PACCUUTaHbl (OJHAKO UM HE XBaTaeT CBOOOZBI, OCOOEHHO B
CUTyallsAX, TpPH KOTOPBIX KBampaT WCHOBITEIBAET HampsDKEHHE, HEYIoOCTBO,
cTecHeHHe). MeaneHHas, «comuaHasy noxoaka (Ksagpat e O6eraer u He ckayer).
BeccrpacTHOe, HHYEro He BBIpaXKkarollee JHUIO «UTPOKa B TIOKEp», OCOOEHHO B
SMOIMOHATHHBIX CUTYaIUsAX.

Crporuii pexxuM JHSI. DTO — OIWH W3 TJIABHBIX CIIOCO0OB, C IMOMOIIBI0 KOTOPOTO
KBanmpatsl nenaror cBOW MUp MpeicKa3yeMbiM. PexkuM HHS He HapymiaeTcs Jdaxe B
BBIXOJTHBIC JTHU, IPA3IHUKU H OTITyCKHOE BpEMS.

[Tnanuposanue. KBaapaTsl HUUero He jenaroT 0e3 TOro, 4TOOBI HE CIIAHUPOBATH
aToro 3apanee. M mnsa sddekTHBHOrO B3ammMoneicTBus ¢ KpampaTtoMm mpocto
HEOOXOAMMO 3HATh €ro IJIaHBL

IlynkryanbHOCTb. « TOUHOCTH — BEXIMBOCTD KOpousiei» —3T1o AeBu3 KBaapara. Eciu
BBl Ha3HaymwIM BcTpedy ¢ KBampatom, He coMmHeBaiiTecb — OH OyJeT MHHYTa B
MUHYTY.

K ToBapam, kak mpaBuio, cpaszy He MpHKacaeTcs. 3agaeT 09eHb KOHKPETHBIC BOMIPOCHI
C IeTBI0 BBIICHEHUS TopoOHOCTel 0 ToBape. OMUH U3 MEPBBIX BOMPOCOB — IIEHA
TOBapa. BEICOKO IEHUT AEMOHCTPALIMIO TOBapa B JielcTBUU. OTpUIaTEIbHO pearupyer
Ha aKTHBHBIC mpojaxu. Cpasy HHYEro He MpHOOpeTacT, eMy HYKHO BpeMs Ha
obnymbiBaHue penieHus. KBaaparel He JrOOST TpaTUTh 3apa0OTaHHBIC JIEHBI'W Ha
IMYCTAKU U 6e3z[enym1<1/1. Yacel JOJDKHBI TOYHO ITOKa3bIBATH BPEMSA U CIIYKHUTH KakK
MOXXHO A0JIbIIC; UMCHHO

Takre 4Yacel KynmuT cebe KBaapar, m MMEHHO 3a 3TO KauecTBO YacOB OH T'OTOB
3amaTtuTe. M He THITAaliTeCh €ro MpPelIbCTUTHh 30J0THIM KOPITYCOM FIIH (OpPMOit
CTpEJIOK

TPEYI'OJBbHUK

YBepeHHas1, SHepruyuHas moxojaka (IUpoKui, TBep bl mar). [l1aBHOCTh ABHKEHHH.
JIBr>KeHUs Tella HallOMHHAIOT MATKHE BOJHBI, YTO TOBOPUT O MOJHOM KOHTPOJIE HaJ
co00ii: HUKaKOM CcyeThl WM HepemnTenbHOCTU. [llupokue, BhIpa3UTENbHbIE KECTHI.
ApceHan KecTOB HEBEJIMK, HO OHM TOYHBI M OMNpeAeTICHHBI (TIPUBIEKAOT BHUMAHUE
Ipyrux W xopomio uyuraioTcs). Hemponmmaemass macka. Ecnmm TpeyrombHuk He
3aX04eT, HUKTO HE Y3HAET, YTO TBOPUTCA y HEro B AyIIe B JAAHHBIH MOMEHT.
(Octopoxno! Tam moxer Kinokorats sipocts!) Ho Tpo3a paspasuTcst TOTBKO IO
CHUTHaJTy camMoro TpeyrosibHHKa (a OH BCET/Ia «3HACT», KOT/a M0JaTh TaKOH CHI'HAI).
BrIcTphIif KOHTaKT, MOMEHTAJIbHAS OIIEHKA CUTYaIllUH U OBICTpast PeaKIIHs.
IIponsutenensiit B3rmsih. C. JleluMHTEp CYMTAaeT 3TO MPSIMBIM - PE3YIbTaTOM
cnocodHocTH TpeyronpHMKa KOHLIEHTPHPOBATH BCIO CBOIO JHEPTUI0 Ha LEIH
MoMeHTa. Barmsn TpeyroinbHunka yacTto BBI3BIBaET HEyA0OCTBO y MapTHEpa IO
OOILEHHUIO €llle U TOTOMY, YTO B CIIydae

uHTepeca TpeyroabHUK OYTH HEOTPHIBHO CMOTPHT B ri1aza maptaepy. C. emmuHrep
IOPUBOIUT Taoke LUGPEL ecnu TpeyronbHUK 3aMHTEpEcOBaH, KOHTAKT IJia3
coctasisier 6onee 80% BpeMeHM 00IIEHHMS; €CIT HHTEPEC 0TCYTCTBYyeT — MeHee 50%.
AKTHBHBIH OTITycK. Typu3Mm, 0XoTa M pbIOasika, 3aHSITHE JIIOOMMBIM BHIIOM CHOpTa
3HAYNUTEIHHO OOJIBIIIE MOIXOIAT A1l TPEyTroNbHUKOB, YeM JIEKAHUE Ha TUISDKE MM Ha
JBaHe y ceds oMa. YyacTue B 00IECTBEHHBIX MEPONIPHUATHAX. TpeyrobHUKN
4acTo SBJISIOTCS YICHAMH CaMbIX PAa3JIMYHBIX OOIECTBEHHBIX OPTaHU3aLid, OHIIOB,
cor30B U T. 1. Hepenko oM camu X u Bo3rinaBisitoT. IlosTomy mnocemieHue




Pa3IUYIHOTO poaa coOpaHWii, TOPKECTBEHHBIX 3aceNaHuil, IPEe3eHTAMA U T. 1. —
OOBIYHBIH IYHKT B pa3jeie exeqHeBHnKa «HeoOXoanMo OBITEY.

Kopotkuii pa3roBop, B KOTOPOM BOIIPOCHI KaxyTcs ciaydyailHbIMU. [IpenmounTaror
pacckas o ToBape.

Co31ar0T Blie4aTJIEHUE BIACTU HAJ JIFOJbMHU

nPAMOYT'OJBHUK

Heyxmoxects. Ecitu kT0-TO OnpoKuaAbIBacT Ha ce0s (MK Ha qpyroro!) yamky ¢ kode
WIM 4YaeM, CMaxHvBaeT JIOKTEM Ba3y Ha IIOJI, «BJIETAE€T» B KaOMHET HayallbHUKA,
CIIOTKHYBILUCH B JIBEPSX WIJIM 3alENHBIIMCH 32 KOBEp, U T. J. U T. II. — BECbMa
BEPOSATHO, YTO AITOT HEKTO HAXOAWUTCS B «IPSAMOYTOJIEHOM» COCTOSHHH. Peskue,
oTpeiBUCTBIE  aBmkeHHs. (Co3maercss BHeUYaTIEHHWE, YTO JBIKCHHSA  PYK
[IpsmoyrompHUKa MPOUCXOMAT HE3AaBHCHMO OT Teia. MOryT HaOMIOmaThes pe3Kue
IBIDKCHUST TOJNIOBOHM, IIOJIEpTHBAaHME Tja3a, Iuleda, pPyKH. HepBHBIC peakmuu.
[IpsmoyrompHUKE dYacTo OOHAPYXKMBAIOT TMPH3HAKK HEPBHOTO HAMPSHKCHUS:
OapabaHAT (ManplaMM 1O CTONY, KPYTSAT WM TpbIBYT KapaHpam (pydky),
MOKANUTABAIOT (HEPBHOE «KXCKAHBE»), MOYECHIBAIOT PYKY, MOTUPAIOT PYKOH JIHIIO,
CIEIUISIIOT U PaCUEIUISIOT PYKH U T. II.

BeicTpo KpacHEIOT. Y JKEHIIMH, KpOMe TOTO, BO BpPEeMsi pa3roBopa Ha rjiaza MOTYT
OBICTPO HABOPAYMBATHCS CIIE3bI U TAKIKE OBICTPO HCUE3aTh.

Beraromuii B3MIAM; HEMPOJOIDKUTENBHBIM KOHTAaKT Tja3 MpH oOOmeHuw. |masza
[IpsmoyronpHUKa Kak OBl IBITAIOTCS OXBAaTHUTHh BCE, MEPENPHITMBAIOT C OIHOTO
00BEKTa HA IPYTOH, HUTIIC HE 33aJICPKUBASACH. DTO MOXKET pa3IpakaTh JPYTruX, KOraa
uM Tpedyercs BHIMaHue [IpsimoyronpauKa. HepBHOE XUXHKAHBE HITH CMEX.
Henpencka3zyembie kojcOaHWsS JBHTATCIbHON AKTHBHOCTH: OT BSJIOTO ITOKOS [0
CHJIBHOTO JIBHTaTEbHOTO BO30YX/JICHUS. 3a0bIBUNBOCTD U CKIIOHHOCTH TEPSATH BEIIH.
Boxkpyr Haxopsmierocs B 3ameniatesibcTBe [IpsSMOyroibHIKa IPOUCXOJUT TaK MHOTO
COOBITHH, YTO €My TPYAHO yCIEANUTh 3a BceM. HenyHkTyanbHOCTh. [IpssMoyroapHUKH
PEIKO MPUXOIST Kyaa-au0o (Ha ACIOBYIO BCTPEUY MIIM B T€aTpP) BOBPEMS; OHU JTHOO
OMAa3JbIBAIOT, JIMOO SIBISIOTCS — CIMIIKOM paHo. V30eranue KOHQIIMKTOB.
[IpsmoyronsHUKH M30ETa0T BCETo, 9TO MOYKET BHECTH B MX AYIIH JTOTIONHUTEIHHOE
cmsaTenne. OmHAKO B CHIIy CBOGH HEOCTOPOKHOCTH BCE JK€ IIOMANaloT B
3aTPYAHUTENFHOE TMOJOXKCHUE. [IOCTOSHHO MEHSIIOIIUECS HEMPOIOIIKUTEIBHEIC
yBiedeHus. [IpsSIMOYTONBHUK MOXET HadaTh KypUTh yTPOM W IIOKOHYHUTH C ITOH
TPUBBIYKOI K BEUEPy, PEIIUB C 3aBTPAITHETO JTHS 3aHATHCS THMHACTHUKOM, KOTOPYIO
MIOTOM MOJXKET CMEHHTh YBJeUeHHe TrosiofanueM, «bapcyuss mncuxonorusi». Ilo-
BUIUMOMY, HESCHOCTh Oyaymiero moOyxngaer IIpsSMOYroibHHKOB HHYEro He
BBIOPACKIBATH B TEUCHHE 3TOTO NIeproaa. Eciii MOMHHUTE 0 TOM, 9TO [IpsIMOYTroabHUKH
JUISl peaNn3aliii KaXXJO0ro CBOEro HOBOT'O PELICHUs (a2 MHOTIA MPOCTO M3 JKEeNaHUs
MpHOOPECTH YTO-TO HOBOE) YAaCTO MOKYIAIOT KaKHe-TO BEIlH, TEXHUKY, KHUTH U T. ]I,
TO K MOMEHTY BBIXOJIa U3 IIPSMOYTOIEHOTO» COCTOSHUS Y HUX MOXKET CKOIIUTHCS
JIoMa ¥ Ha paboveM MecTe MHOTO JIUITHUX OyMar, TUTepaTypsl U Bemei.

[Tonavany Bexer cebst poOKO, 3aCTEHYMBO, HEyBepeHHO. JKenmaHusi KymUTh YTO-TO
OIpeJieJIeHHOEe He T0Ka3biBaeT. MOXKET C/ieslaTh HECKOIBKO «3aX0JI0B», MPEXKIEe YeM
HAYHET Pa3roBOp O HAMEPEHUH KYMUTh TOBap. HeCKoIbKO pa3 MOXKET 3a/1aTh OJTHU U
Te K€ BONpPOChl. HEeBHUMATENBHO CITyIlIaeT OTBEThI, MOXKET IIPEPBIBATH COOECEIHHKA.




Ecnu BbIOOp BenMK, IepeckakuBaeT C oxHOro Ha apyroe. Co3zmaer J0kHOE
BIICYATIICHUE O CBOMX HaMepeHWsAX. MoXKeT MOKa3aTbCsl, YTO €My HPaBHTCS TOBap,
OJTHAKO OH TYT YK€ MOXET CTaTh PaBHOAYIIHBIM (TIPUYMHA — CKaYKH HACTPOCHUS)

KPYI'

JlobpoxenarenbHas, cepieuHas yiasloka n cMexX. Kpyru jro0sT u yMeroT cMesIThbes
3apa3UTeNbHO U HE OOUIHO.

PaccrnabnenHas, He HanpspkeHHas 1mo3a. OTCYTCTBHE CKOBAaHHOCTH B JIBIKEHHSIX.
YacTele KUBKH I'OJIOBOM B 3HAK MOAICPKKHU M 000peHus apyrux. ConpoBoxaaeMbie
yIBIOKOH, OHH MOTYT MPOM3BOAWTH BIICYATIEHHE YPE3MEPHONH ITOKOPHOCTH,
3aMCKUBaHUS W Jake (0COOCHHO, KOTa 3TO ENA0T )KEHIIWHBI) 3aUT PHIBAHHS.
«3epkasibHOe» TmOBezeHHE. Kpyrnm Oecco3HaTenbHO OTPaXkaloT (BOCTIPOM3BOISIT)
MHUMUKY, TT03bl W JIBIDKEHHS IapTHEPOB 10 oOmeHunio. [lo-BuauMoMy, BCiencTBre
CHUIPHOM KOHIIEHTpaIWM BHMMaHWS Ha mapTHepe Kpyr aBToMaTHdyecku
BOCIIPOM3BO/INT BBIPa3UTENbHBIE pEAKIUH COOECEJHUKA: pagocTb W TPYCTh,
BOOJYIIEBJICHUE U pa304apOBaHUeE U T.J.

[Tonubrit koHtakT Trna3. I[lo mamweM C. Jlemnmumnrep, co cTopoHbl Kpyra
MIPOAOJDKUTEIBHOCT KOHTAKTA IJ1a3 MpeBbimaeT 80% BpeMeHH Juajora; HHOTAa 3TO
BbI3bIBA€T Yy mapTHepoB (ocobenHo Yy KsanmpaToB) uyBcTBO auckomdopra.
TakTHIBHBIN KOHTAKT B mporecce obmenus. [lo-suaumomy, st Kpyros xapaktepHa
caMasi KOpOTKasi COlMaabHasl JUCTAHIMS, T. €. TO MUHIMAJIFHOE PACCTOSIHUE MEXKIY
MapTHEPaMH 10 OOLIEHHUIO, KOTOPOE €IlIe HE BHI3BIBAET Y HUX YyBCTBA HEYI0OCTBA MITH
tpeBoru. [losromy Kpyru, obmasick ¢ Ipyrumu, 9acTo CTPEMSITCS TIPUKOCHYTHCS K
MapTHEPY: B3ATh €T0 32 pyKy (10 pyKy) HJIH 3a JJOKOTh, JOTPOHYTHCS /10 HETO PYKOH,
CecThb pSAAOM, Kacadch HapTHepa IuledoM, W T.1. EctectBeHHo, yro KBagpatam u
TpeyronpHUKaM 3TO Aaneko He Bcerna HpaBuTcs. [loquepkHyTo noOpoXkKeIaTesHOe
npuBeTrcTBHe. Kpyram mnpocroe pyKOINo)KaTue KaKeTCs CIMIIKOM (hOpMabHBIM.
IToaTOoMy, IpUBETCTBYSI APYrOr0, OHU YaCTO MOKUMAIOT IPOTAHYTYIO UM PYKY JBYMs
pyKam# («JarieBUIHOE PYKOIIOKATHE» ) I MSITKO OepyT 00e pyKu mapTHepa B CBOU
pyku (0COOEHHO, KOTIa BCTPEYalOTCs >KEHIMUHBI). B HedopManbHOW 0O0CTaHOBKE
MYXXUYHHBI, 30pOBasiCh, MOTYT TakXKe CBOOOJHON pyKkoH OOHMMAaTh W CJIErKa
MOJI/IeP)KUBATh MApTHEPA, a )KEHIMHBI — OOMEHHBATHCS IPYT C JPYTOM IOLEITYSIMH.
KusnepanoctHas noxonaka. O6sraHo Kpyrm Gonpo miararor («kaTsrcs») K cBOEH
LENU, JEMOHCTPUPYsI CBOEH MOXOAKOM M OCAHKOM MOJOXKHTENbHYI0 YCTaHOBKY Ha
okpy>xarouii ux mup. Ung psaom ¢ kem-to, Kpyr, kak npaBuiio, nojacTpauBaeTcs K
MOXOJIKE IPYroro.

Yacto nepBbIM UIET HAa KOHTAKT ¢ IpoAaBLOM. B xon unyt

yIIBIOKa, KOMIUTUMEHTBI. Kpyry He npucyiia TOpoIIMBOCTh, HOCEHICHUEe Mara3uHa —
3TO COIMANBLHOE COOBITHE, CMBICIIOBBIM LIEHTPOM KOTOPOTO siBJsieTcst oouienue. Kpyru
MOTYT 3aroBapuBaTh C APYTHMH ITOCETHTEISIMH, 00CYKJast KaKk TOBap, TaK M MOTOY.
Penxo mpuxozsr ogau. Ilo mMarazmHam OOBIYHO XOIST C APY3bSIMH WM WICHAMH
ceMbu. YacTo AenaroT MOKYIKY 110 IPOCk0e Apy3el, 3HAKOMBIX WJIM WIIYT ISt KOTO-
TO MOJAAPOK.

Kpome BompocoB o0 ToBape UM yCIIyre MOTyT 3aaBaTh

MPOAABIlY BOIPOCHI IUYHOTO XapaKTepa.

B MOMeHT npuHATHSA pelieHHs: 0OBIYHO NPEPHIBAIOT Oecery

U Ha BpeMs yMOJIKAIOT

3UT3AT

CrpemutenpHast noxozxka. MicTuHHBIN 3ur3ar Bceraa KyAa-To cremuT. [lormoneHHbIi
OYpHBIM TIOTOKOM CBOMX HJEH, OH HECeTCs 10 KOPHUIOOpaM W YJWIaM, HE 3aMedas
HUYETro BOKPYT ce0sl, HaTANKUBAsACh HA JPYTUX JIOACH, a MHOTIA U cOMBas WX C HOT.
3HAKOMBIE M COCITYKHBIIBI 4aCTO OOMKAIOTCS Ha 3UT3aroB 3a TO, YTO OHH MPOJICTAIOT
MHUMO, HE TI03I0POBABIIUCH.

BricTpeie, TutaBHBIC OBMOKEHUS. J[BUOKeHUs 3Wr3ara siCHO OTPaKalOT HAMEPEHHS HX
X03siMHa, ObICTPBI U yBepeHHbI. JKuBas mumuka. K usBectHoit nmociopuie «Uto Ha
yMe, TO U Ha SI3bIKE», COBEPIICHHO CIPABEIUBON Ui 3Ur3ara, MOKHO J0OOaBUTh:




«Yrto Ha mymie, TO W HA JTUIE». MrHOBEHHBIE N3MEHEHHS MHMUKH COOTBETCTBYIOT
TUHAMU3MY BHYTPEHHETO MUpa 3UT3aroB.

«Bceumsamuiiy B3risig. Co3maeTcst BIieYaTIICHHUE, UTO Ta3a 3Ur3ara OXBaThIBalOT BCE
OJTHOBPEMEHHO, OJHAKO UX MOJIHHMEHOCHBIEC IBUKECHUS JHUIIEHBI «IIPAMOYTOJIbHON
HeyBepeHHocTH. Korma B Oecene ¢ kemM-To 3ursar BApPYr BCIIOMHHAaeT o
BBIHAIIMBAEMOMN MM HJIe€ WIIH, ITaue YasiHUs, Ha yM eMy IIPUXOAUT HOBasl HHTEpECHAs
MBICJIb, €T0 B3TJIAA CTAHOBUTCA COCPCAOTOUYCHHBIM, U OH CMOTPHUT Ha CO6€C€I[HI/IK3.
HEBUIAIIUM B30POM. 9T0 J1a€T OCHOBAHUE APYTHUM CUHUTATh 3ursara HeBHUMATEILHBIM
cobeceTHUKOM (YITO BO

MHOTHX CITy4asiX CIPaBeIJINBO).

OxwuBNeHHAs >KeCTHKYILImus. lllmpokwe, pa3MamucTble ABIDKEHHS PyK 3ursara,
BCErJa COIPOBOXKIAIOIINE €Tr0 pedb, KOTO-TO MOTYT 3aBOPaXHBaTh, KOTO-TO —
pa3BieKaTh, a KOTO-TO OTBIEKaTh W paszapaxarb. Kackam mo3. 3ursard B TEUCHHE
NEepBOIl MUHYTHI pa3roBopa € KeM-TO MOIYT IEPEMEHHUTh JECATOK I03. OTH
«aKkpobaTHuecKre yIpaXHEHUs, BBIIIOJIHIEMBIE ITEPE CaMbIMHU Ila3aMU apTHEPOB
3ursara, y OJHUX BBI3BIBAIOT YINIBIOKY, a JpYTHX, Ipexnie Bcero KBaaparos, sIBHO
pa3ApakaroT, MOCKOIbKY MELIAI0T COCPEeNOTOYNThCA. HepBHBIE NBMKEHHS M THKU.
OHH NOSIBIIAIOTCS Y 3UT3aroB TOT/AA, KOT/AAa X0 COOBITHI MOTHOCTHIO MPEICKa3yeM U,
CJICAOBATCIIbHO, BLIZBIBACT Y HHUX CKYKY W YYBCTBO )II/ICKOM(l)OpTa. HJ'II/ITCJ'[I)HLIG,
MHOTOCJIOBHBIE 3aCeIaHUs M COBEIIAHIS, I/Ie BCE MAET MO 0TpabOTaHHOMY TOJaMH
CIICHAPHIO, 3aCTABIIIOT 3UT3ara IepraTbCs B IPSMOM U IIEPEHOCHOM CMBICIIE.

Peskue xoneOanmst mBuratenbHOW akTmBHOCTA. Korma 3ursar oOmymbIBaeT u
Pa3BUBAET CBOIO OUEPETHYIO HUICI0, OH MOXET YacaMt He MIeBEIHUTHCS, 3a0paBIINCH,
€CIIM TO BO3MOXKHO, KyJa-HHOYAb Hojaibie oT Jroneii. Korma ke oH HaxomuTcs
cpeau Jirosieit 1 00IaeTcs C HUMH, BCE €T0 TEJI0 OXBayeHo ABMKeHHeM. Jpyrue yacto
TOBOPAT, 4TO 3Ur3araM HE3HAKOMO COCTOSIHHE MOKOs. BeICTpble NBHXKEHUS U peub,
CKa4K{ OT OJHOTO BOIpoca K APyromy. BBICTpO M OTKpOBEHHO, 0€3 CTeCHEHHS
OIICHMUBAIOT Ball TOBAp U COCTOSAHHUC BalluX JICII. B momeHT TIPUHATHA PCUHICHUA
YXOJHUT OT OOIICHUS U KaK ObI IOTPY’KaeTCs B ceOs

3aganue 2.
Pa3paboraiiTe peKOMEHIAIIMU TOPrOBOMY IMEPCOHATY HpU PaboTe C pPa3IMYHBIMU KIHEHTaMu. [IpemioxeHus
odopmute B TabIHIy 2.

Ta6mura 2
PexomMeHnaaumuu TOpropoMy nepcoHajy npu o0Cay;KMBAaHHU PA3JIMYHBIX KJIMEHTOB
Henocratkn TlosoxxurebHbIE MOMEHTHI Pexomenmanun
1 2 3

OTBeTHTHL HA BOIPOCHI:
1. IlepeuncnuTe OCHOBHBIE ICUXOT€OMETpHUECKHE (POPMBI IMUHOCTU MTOTPEOUTENEH U HA30BUTE OCHOBHBIC YEPTHI.
2. Kakoii Tnn moTpeOuTens, Ha Balll B3I, HaubOoee mpenoyTHTeNeH s nponasmna? [logemy?
3. Kakoii Tun motpebuTeneil 0XOTHEH coBepIIaeT MOKYTIKH?
4. Kaxoii Tun norpeduTene 1enaeT 4acTo UMITYJILCHBHBIE TIOKYITKU?
5. OueHuTe AEHCTBEHHOCTh JaHHOW METOAMKHU Ha IPaKTHKE.
[Tpu pemieHny CUTYalMOHHBIX 3a/1ad pa3peIieHo MMoJIb30BaThCsl KyPCOM JIEKIINH MIIH yd4eOHHKaMu.

Kputepuu oneHuBanus:
MaxkcumaiibHoe KoandecTBo 20 0aiIoB 3a 3a1aHue:

(20 6anmoB) - riryboOKOE W MPOYHOE YCBOCHUE MPOTPAMMHOTO MaTepHaia - TONHEIE, TOCIeI0BaTeIbHEIC,
TPaMOTHBIE W JIOTHYECKH H3J1araeMble OTBETHI - CBOOOJHO CIIPABIISIONIMECS C IIOCTABICHHBIMHU 33/1a4aMH, 3HAHUS



MaTepHana, - IpaBUIbHO 000CHOBaHHBIE IPHHATHIC PEIICHNUS, - BIaeHHEe Pa3HOCTOPOHHMMH HaBBIKAMU U IIPHEMaMH
BBINIOJIHEHHS IPAKTHYECKUX PadoT.

(19-15 GammoB) - 3HaHWE TPOTPAMMHOTO MarepHana - TPAMOTHOE H3JIOKEHHE, 0e3 CYIIECTBEHHBIX
HETOYHOCTEHl B OTBETE Ha BOIPOC, - MPAaBIIBHOS NPHMEHEHHE TEOPETHYCCKUX 3HAHHH - BIIaJICHUE HEOOXOMUMBIMH
HaBBIKaMH TIPH BHITIOJIHEHUH TIPAKTUYECKUX 32124

(14-96annoB) - ycBOCHHE OCHOBHOTO MaTepuaia - IPH OTBETE NOMYCKAKTCS HETOYHOCTH - MPU OTBETE
HEJIOCTaTOYHO NpaBHIbHbIE (DOPMYIHMPOBKH - HapylIeHHE IIOCIEeNIOBAaTEIbHOCTH B HW3JIOKEHHH HPOTPAaMMHOTO
MaTte€puralia - 3aTpyaAHCHHA B BBIITOJIHCHUHN ITPAKTUYCCKUX 3a}:[aHI/II71

(8-1 GamoB) — ci1aboe 3HAHKE MPOTPAMMHOTO MaTepHaa, - IPH OTBETE BOSHUKAIOT OIIMOKH - 3aTPYAHEHHS
IPY BEIIOJIHEHUHU NTPAKTHYECKHUX PadoT

(0 6amoB) - He 3HAHME MPOTPAMMHOTO MaTepHaa, - Kelic-3a1a4a He BBIIIOTHEHA.

Keiic-3agaua Ne3
Nel
3amaHue: caenaiTe BEIBOABI 110 TabHIE 1, 8 IMEHHO OTHOCUTEIHHO POIM MAaTEPUAIEHOTO CTUMYJINPOBAHUS
pabOTHMKOB, Ha KakOW IIEpCOHAN B MEPBYIO OUYEpEelb HANpaBICHAa MOTHBAIMA CTPaxoM, OT YEro 3aBHUCHUT
3((eKTHBHOCTh MOTHBALINH TIEPCOHAJIA OTEIIS.

OnHuM W3 BaKHEHIINX AacMEKTOB, XapaKTEPHU3YIOIIUX IIPUHATHIE B KOJUICKTHBE LEHHOCTH, SBISIETCS
MOTHBALUSI TPYI0BOTO NOBeieHHs1. OCHOBOIOIAraloniell CyThi0 COBPEMEHHOI KOHLIEIIINH YIIPABJICHUS IEPCOHATIOM
SBJSIETCSl MPU3HAHHWE DKOHOMHMYECKOW IIeJIeCOO0pPa3HOCTH KAaIlUTAIOBIOKECHUI B MpPUBJIEYEHHE MepcoHaa,
HOJJIep)KaHNe €ro TPYIOCIHOCOOHOCTH, CO3JlaHHMEe YCJOBHMH Ui Oojiee MOJHOTO BBISIBICHUS BO3MOXKHOCTEH M
CIIOCOOHOCTEM, 3aI0KEHHBIX B TMYHOCTH. [103TOMY BayKHBIE M3MEHEHUS B KaJPOBOH IOJIUTHKE, CTHIAX M METOJax
PYKOBOJICTBa NEPCOHAJIOM CBSI3aHBI C M3MEHEHHSIMHU B CHCTEME TPYAOBOH MOTHBAalMH. MOTHBAaLUS IO3BOJISET
o0ecIieunTh BOCCTAHOBJIEHHE CMBICIO00pasytomeil (GyHKIMH TpyAa, YTPaTUBIIEH CBOM IMO3WIMH B HBIHEIIHHX
9KOHOMHYECKHX YCIIOBHSX, BO3BpAIIEHNE HOPMAJIbHOW TPYIOCHOCOOHOCTH pabOTHHKOB M (pOPMHPOBAHHE HOBOTO
TPYIOBOTO CO3HAHUSI.

Ha TpynoByto MOTHBAanMIO BIUSIOT CIETYIOMINE TOKA3aTENH:

* cHCTEeMa SKOHOMHUYECKHX HOPMATHBOB U JITOT;

* YPOBEHb 3apabOTHON IIATHI ¥ CIIPABEUIMBOCTD PACHIPEICIICHHS TOXOI0B;
* YCJIOBUSI U COJIEPIKATEIBHOCTD TPY/a;

* IPU3HAHKE CO CTOPOHBI OKPYIKAIOIINX U KAPbEPHBIE COOOPaKEHUS;

* TBOPUYECKHI MOPBIB M UHTEpECHas paboTa;

* )KeJIaHUE CaMOYTBEPIUTHCS M TIOCTOSIHHBIN PHCK;

* )KECTKHE BHELTHNE KOMaH/bl, BHYTPEHHSS KYJIBTYpa U APYroe.

T'OTOBHOCTH M CTpeMJIEHHE YeNIOBEKa BBIMOJHATH CBOIO paboTy HAMIydlIIMM 00pa3oM paccMaTpUBaeTCs
OpraHM3alyell B KauecTBe KIIIOYEBOro (hakTopa ycrexa OpraHu3alii. 3HaHue MOTHBOB, MTOOY>KAAIOIINX YeJIOoBeKa K
TPYZy, ¥ MEXaHU3MOB X BO3HHKHOBEHUS ITO3BOJISICT Pa3padOTaTh CUCTEMY YIIPABICHHS IIEPCOHAIIOM.

PesynbraThl MccienoBaHMS psga OpraHW3aldil MHIYCTPHM TypH3Ma, B XOJ€ KOTOPOTO OIPOIICHHBIX
MOMIPOCHIIN YKa3aTh (haKTOPBI, BAXKHBIE ISl HUX MTPH BBIOOpE padOTHI, TOKA3aJIH, YTO OJHIM U3 OCHOBHBIX (DakTOpOB
ABIISICTCS MHTEpec K pabore. DTOT (pakTop omepenwyt IO 3HAYMMOCTH Takue (akTOphl, Kak 3apaboTHas Iniara,
MpU3HaHUE MPO(ECCHOHATBHOTO W JIMYHOTO JOCTOMHCTBA, IICUXOJOTHYECKUI KIMMAT B KOJUIEKTHBE, 0€3011aCHOCTh
(tabm.1).

Taoauna 1

ITepeyeHb (pakTOPOB, Ba2KHBIX /ISl IePCOHAIA IPH BbIOOpe padoThl, MO cTeNeHN YObIBAHUS HX

NPUBJIEKATEIbHOCTH
Kpurepuu MoTuBanumn Honst nepconana, BLIOpABIIMX AaHHbIH
KpuTepuid,%o
WHTepec k padote 52
Opranusanus Tpyaa 51
3apaboTHas mara 48
[Tpu3Hanue nmpodeccHoHaIbHOIO TIOCTOMHCTBA 46
CrpaBeyinBasi OLICHKA TpyJa 38
[cuxonornueckui KIMMar B KOJIJIEKTUBE 33
Bo3MokHOCTB MpodecCHOHATEHOTO pOoCcTa 29
Camopeanu3zanus 32
Lenenonaranue 22




BesomacHocThb 7

Ne 2
3amaHune: HaA30BUTE NPUYUUHBIL, 10 KOTOPBIM 3P (PEKTUBHOCTD JAHHBIX CUCTEM MOOLIPEHHMS [IEPCOHAIA MOXKET
C TCUCHUCM BpeMeHl/I yMeH])U_laTbCSI.

B MOCKOBCKHX rocTHHHIAX ceTh «Marriotty st popMupoBaHus y CIIyXKallux OTeNs YyBCTBA FOPAOCTH 32
CBOIO KOMITAaHHIO U COTIPHYACTHOCTH K AEATEIBHOCTH BCEH TOCTHHUYHOH LIENH B LIEJIOM C BHOBb ITOCTYITUBIINMHU Ha
paboTy COTpyIHUKAaMH TIPOBOJUTCS] OPHEHTHPOBOYHBIH HHCTPYKTaX, BO BpEeMs KOTOPOTO OHH Y3HAIOT 00 UCTOPHH
KOPIIOpalUH, X 3HAKOMAT C IPHHIMIAMH TOCTEIPUMMCTBA B Lenu «Marriotty: mpuBeTcTBylTe KaKIoro rocts ¢
yIbIOKOH; oOImaiTeck ¢ rocTeM B TEILIOH, cepaeyHOl, Jpy»Kelt00HOl MaHepe; PosABIIAiiTe HEMOAENIbHbINH HHTEPEC
K 3aIIpOCaM TOCTS M €T0 MpodjeMaM; 9eTKO BBIACHANTE MOTPEOHOCTH TOCTA M OyAbTe THOKH IPH YIOBICTBOPESHUH
ux; obOmamaiiTe BceMH HEOOXOAMMBIMHA 3HAHHUSAMH OTHOCHTENBHO CBOeH paboThl; He OoiTech NPHHUMATH
TIOJTHOLIEHHBIE PEIICHNS M OTBETCTBEHHOCTH B HMX. Kpome Toro, cirykammx 3HAKOMAT C CYLIECTBYIOIIMMH B
TFOCTUHUIIC KOMIICHCAIITMOHHBIMU U MIPEMHUAJIbHBIMU BBITIJIATAMHU, a TAKXKC C IIpaBUjIaM U TCXHUKHU 6630HaCHOCTI/I.

B TeueHne MCIIBITATENFHOTO CPOKA, KOTOPBIH MoXeT cocTaBisaTh 30, 60 miu 90 nHell, pabOTHUK MPOXOAUT
HECKOJIBKO aTTECTallii Ha COOTBETCTBUE 3aHMMAEMOM JOJDKHOCTH. A 3aTeM B TEUSHHUE MEPBHIX BYX JIET paOOTHUKA
aTTECTYIOT KaX<Ible MOJIT0/Ia, OCIIE JBYX JIeT paboThl - | pa3 B roz. Takas arTectanus HO3BOJISIET CAMUM Pa0OTHHKAM
YBHIETH HEJIOCTAaTKH CBOEH pabOTHI M YYECTh MX B JaJbHEHIIEM, a PYKOBOJICTBY JaeT BO3MOXKHOCTh HCIIOJIb30BATh
JAHHBIC ATTECTALMH JJISl TOOIPEHHS OTIIMIMBIIUXCS COTPYIHUKOB.

B mpouecce pabotsl B roctunuie nemu «Marriotty coTpyIHHUKaM TakKe MPEIOCTaBISAIOTCS CIEAYOIINe
COIIMAJIbHBIC JILTOTHI ¥ TAPAHTHH:

* MEIUIWHCKOE CTPaXOBaHME JJIsl COTPYJHHUKOB, MpopaboTtaBmux Ooinee 1 rona;

* opranu3anus moe3nok B IlogmockoBse U Ha UepHoe Mope, ¢ MpeloCTaBIeHHEM CKHAOK B pasMepe 60-90 % ot
CTOMMOCTH ITyTEBKH;

¢ NMPpEAOCTABJICHUEC BCEM COTPYAHUKAM TOCTHHMUI] IpaBa Ha CIICHHUAIbHYIO CKHUIKY, €CJIM OHU OCTAaHaBJIMBAIOTCA B
JF000M TOpOJie MUPa B TOCTHHUIIAX ceTh  «Marriotty;

* TpeocTaBlieHne OECIUIaTHOTO MUTaHMs (KaXIbld Mecsll MEHeDKep OTHelia pa3faeT KapTO4YKH Ha MUTaHUe, 110
KOTOPBIM MO>KHO 3aBTPaKaTh U 00€AaTh);

* COBMECTHOE NPa3IHOBAHUE OTAEIBHBIX JaT (TOJOBIIMHA OTKPBITUSI TOCTUHHIIBI, HOBBIH TO1 1 JIp.) AJIsl yKpETIICHUs
KOPHOPaTHBHOW KYJIBTYPHI.

Kpome 3Toro B ToCTHHHUIIAX CETH MPOBOJUTCS TAKXKE PS MOTHBALMOHHBIX ITPOTPAMM:
* WIyYIINH COTPYAHUK Mecsla». B KoHIle KaX10ro Mecs1ia BBIONPAOTCs MPETEHICHTHI Ha 3TO 3BaHKE, KOTOPHIE 3aTeM
MPUTJIANIAIOTCS HA 00€] B OAWH U3 OaHKETHBIX 3aJI0B TOCTHHUIIBL, T/Ie OOBSIBISCTCS IYUIINN COTPYIHUKY, TPUYEM
TaKUX COTPYIHHUKOB BA: (JIUI0» TOCTHHUIBI ¥ «CEPALE» TOCTHHHUIBL. DTH COTPYIHHUKHU MOIYYal0T MPHUIJIAIICHIE
Ha BouX B pecropan «['parimy» (Marriott) u neHexHy0 TIpeMHIo;
* WIy4IINil COTPYIHUK rojia» BbIOMpaeTcsi B KOHIE rojga. OH MoiydaeT MpUIJIallieHHe B PECTOpPaH M MOE3IKY Ha
Henemo B EBporny ¢ MpoKMBaHUEM B TISITU3BE3I0YHOM oTete ceth «Marriotty;
* WIYYIIHH CyrnepBan3ep» U «Iydlliuil MEeHeKep» BhIOUPAIOTCS KaXbIil KBapTall U B KOHIIE T0J1a.

Onnaxo 3¢ heKTHBHOCTH ATHX MOOLIPEHNH ¢ TEYEHUEM BPEMEHH YMEHBIIAETCS.

Ne 3

Hnst pasButust npodhecCHOHATBHOTO YPOBHS TEepcoHaia PYKOBOACTBO oTeneil «Marriothy mocrosHHO
MPOBOJIUT pa3lIMuHble MporpaMMbl o0ydenus. C 3TOH LeNnblo B OTAENE KaApoB €CTh CIIeHHaJIbHbIE COTPYIHUKU U
MEHeIDKephl Mo 00ydueHuro (TpeHepsi). CucTemMa MOATOTOBKM KaapoB B roctuHmiax «Marriotty mpemmomaraer
MOCTOSTHHOE COBEPIICHCTBOBaHHE Npodeccronannima nepconana. Kaxapiii CoOTpyiHUK, MPUXOIAIINI B KOMIIAHHIO,
oOyuaeTcs cBoeil pabore. CHCTEMHBIA MOAXOA B OOydYCHHMM MPEAINOJaracT: CO3JaHHe YYeOHOro MOCOOHs M0
CHeNHATBHOCTH (PYKOBOJICTBO); Pa3biACHEHHE pAOOTHHUKY €ro 00s3aHHOCTEH B X0Z€ Y4eOHBIX MPOTPaMM; TOIIAr0BOE
ONMCAaHUE TOTO, KAaK MPaBHIBHO BBIIOJIHATH KOHKPETHYIO pabOTy B COOTBETCTBYIOIIEH IPOHM3BOACTBEHHOMN
00CTaHOBKE; 3HAKOMCTBO CO CTaHAapTaMH OOCIY)KMBAaHUS KIMEHTa, CYHIECTBYIOIIMMH B KOMIIAHHH.
[TonoXXuTeTbHBIMU CTOPOHAMH TaKOTO OOYUYEeHHS SIBIAETCS TO, YTO PAOOTHUKAM HE NMPHUXOANUTCS UMIIPOBH3HPOBAThH
Ha TeMy KaueCTBEHHOI'O0 CEpBHCA W 3TO CIOCOOCTBYET Pa3BUTHIO MHIMBUAYaJIbHOCTH KOMIIAHUH, (POPMHUPOBAHHUIO
KOPHOPaTHUBHOW KYJIBTYPBI, CO3JJAHUIO MOJIOKUTEIHLHOTO UMHKA TOCTHHHIIBI Y TOTPEOUTEIS.

B rocrununax ceti «Marriott» mporpamma moBbliieHus KBATH(QUKAINK TPEACTABIACT COOOM HeMPepBIBHbIH
npouecc. COTpyIHUKH TaKKe MOCTOSHHO MPOXOAAT 0OyueHHE Ha OCHOBE TPEHHUHIOB. /[l IepcoHana pa3iaudHbIX
CiIy’k0 TOCTHHHUIIBI Pa3pabOTaHbl Kak OOIIME, TaK M CIEHHAIbHBIE IPOrpaMMbl TPEHUHIOB. JlaHHBIE TPEHUHIH
paccUMTaHBbI IO MPOTOJDKATEIIBHOCTH HA 1-2 THS.



TpeHNHIH HO3BOJISIOT B MMHTALMOHHOM PEXHME B YCIOBHAX KOJUISKTUBHOW PabOTHI CIIPOEKTHUPOBATH
peaJIbHble CHTYallMd U COOTBETCTBYIOLIME MM MOJENH MOBEACHHUS, yOenurbes B UX 3()GEKTUBHOCTH, HANTH MyTH
HepeHOca ONbITA HTPOBOIl PEaIbHOCTH B HACTOSIIYIO XKH3Hb. B TPEHHHIOBOM pe)HMeE Jierde npeoJosieTh COCTOSHUE
NO/IBEIICHHOCTH W LIEHHOCTHOW HEOIpPEeIeNICHHOCTH, TOOUThCS KOHCEHCyca B Ciydae CYIIECTBEHHOTO pPa3jInyus
MO3UIMKA pa3HOOOpasHbIX CyOBEKTOB Tpoliecca ynpasieHus. Takas rpymnmoBas paboTa MO3BOJISIET NpUoOpecTH
HaBBIKM COTPYAHUYECTBA B KOJUIEKTHBE, BBISBUTH JIMIEPOB, HOHATH CIEHU(UKY COLMATIBLHO-IICHXOIOTHYECKIX
OTHOIIEHHH, a TaKkXke CIOocOOCTBYeT (POPMHPOBAHMIO WM JANbHEWIIEMY pPa3BUTHIO KOPIIOPATUBHOW KYJIBTYpHI B
OpraHU3aLUH.

[MocTosiHHas cuctemMa 00y4YeHUs! BBICOKOI(D(EKTHBHA, HO UMEET Psifl HEJOCTATKOB, OCHOBHBIM M3 KOTOPBIX
SBIIETCSL TO, YTO AaHHBIE TPECHHWHIHW pa3paboTaHbl Uil BCeX rocTuHUi cetn «Marriotty, He3aBHCHMO OT HX
reorpadu4ecKkoil MPUHAIIEKHOCTH, T. €. 0e3 ydeTa KyJIbTYpHBIX LIEHHOCTEIl pPOCCHICKOrO NepcoHasla TOCTHHHIL,
c(OpMHPOBABIINXCS O BIMSHIEM HAILMOHAJBHBIX TPATULMH, OTEYECTBEHHOH CHCTEMBI 00pa30BaHMS MM MHBIX
COLIMAITBHBIX CTPYKTYP.

AHAJOTHYHBIC TPEHUHTU B OOJBIIEM WM MEHBIIEM 00beMe HCIONB3YIOTCS U B IPYrHX oTessix Poccum,
MPUHAISKAIINX KPYITHBIM MEXTyHapOIHBIM TOCTHHUYHBIM LemsIM. Tak, B HeNsaX MOJIepKaHus eMHON CUCTEMBI
LEHHOCTEH 1 MOoAX0aa K 00CITyKHBAHUIO TOCTEH B TOCTHHHUIIAX MEeXIyHaponHoi cetu «Radisson SAS» opranusyoT
KOPIOPATHBHBIC TPSHUHTH, IPOrPaMMbl 00YUCHHsI U MOBBIIICHUS KBanudukanun nepconana. Cerb «Radisson SAS»
AKTHBHO WCIIOJNB3YeT JJisi OOy4eHHs IepCOHana OAHY M3 CBOUX CaMbIX JWHAMUYHBIX IPOTPAaMM  ITOBBILICHUS
kBanugukanuu «Yes, | Canly. Llens 3T0ii mporpaMmbl IPUBUTH PHUIOCO(PHIO BHICOYAMIIIETO YPOBHSI 00CITY)KUBAHUS
BCeM 0e3 HCKIIFOYECHUS COTPYIHUKAM OTellsl. 3a IecsTh JIeT CyLIeCTBOBAaHMS JaHHOW IMPOrpaMMBI OHA CTaJla YacThIO
KOPIIOPATHBHOM KyabTyphl cetr «Radisson SASy.

3ag!a1me: OpEAJIONKUTE ACBATH TDECHUHI'OB JId IEPCOHAJIA CJ'Iy)K6LI IHUTaHHUA OTCJIA U 3 allOJIHUTE Ta6J'II/H_IyZ

Tpenunr O6ocHOBaHNE HEOOXOIMMOCTH TPEHUHTA

Kpurepun ounennpanus:

MaxkcumanbHOe KOJMYEeCTBO OaiioB, KOTOPOE ONWH CTYACHT MOXKET HaOpare 15 0aymioB, BBITOMHHUB 3
3aJaHusl.

CTyneHTy BBICTAaBISIETCSl 5 OanioB, €CIM CTYAEHT MPAaBHIBHO IIOJIHO PACKPHUT OTBETHI HAa ITOCTABICHHBIC
BOIIPOCHI Kelc-3a1a4H,

Crynenty BoicTaBisercs 0-4 0anioB, ecii  4acTHYHO OTBETHJI Ha ITOCTAaBJICHHBIC BOMPOCHI KEHC — 3a/1auul.

3 cemecTp
HesioBasi urpa

Br16op MecTa paboThl HY)KHO HAYMHATH C BEIOOpA PYKOBOIUTEIIS.
I'. Cenve

1 Tema (npo6aema, curyanusi): [Tonbop nepconana Ha npeanpusiTHE cepBrca (IPEINPHUATHE IO BEIOOPY KOMaH/IbI)
2 O:xujaaemble pe3yabTaThl: chopmynupoBars mHpodeccuoHalbHble TPeOOBaHMS K pPaOOTHHUKY, HCXOHAsS U3
0COOCHHOCTEW MPEANPHUATHS, U MMOJ00OpaTh N3 HECKOJBKHX KaHAWIATyp Hamboiee MOAXOISIIYIO ISl 3aMEIICHUS
BaKaHTHOM JOKHOCTH.

3 IlporpaMMa mnpoBeleHUs] /WM METOAUYECKHEe PEKOMEHJAllMM 110 TOJAroTOBKEe W mNpoBeaeHuo 1.
CdopmupoBaTh KOMaHABI 110 4-8 Yell., HCXOas U3 MPo(eCcCHOHABHBIX HHTEpecoB (5 MuH). Hanbosee parnoHaibHO
UMeTh He Oosee 6 KOMaHI.

2. OnpeaenuTh TUI MPEIIPUATHS U €r0 OPraHU3alMOHHO-TIPaBOBYIO (hopMmy (2 MHH).

3. OmnpenenuTs BaKaHTHYIO JOJDKHOCTH IIEPCOHaNIa, JJIsl KOTOpOH OyeT BeCTUCh T0A00p pabOTHUKOB (3 MUH).

4. PacripenienuTh poiy MeXy 4IeHaMH KOMaHIbI (3 MUH).

5. Tloctpouts MeronoM '"MozroBoro mTypMa' mnpodeccHoHanbHYI0 MoOzeidb padOTHHKA 1O (opMe MOJeNu-
PYKOBOIMTEIS, NPUBEICHHON B ma6bn. 1. (40 MuH).

6. [ToaroToBUTE/ OpUTHHATIBHOE PEKIIAMHOE OOBSBIICHHE B TazeTy 00bemMoM He Ooiree 30 cioB (10 muH),

7. PazpaboTtaTh MOz CITy>)keOHOH Kaphephl paboTHHKA B BuAe TaoOi. 2. (10 Mun).

8. IloAroTOBUTH BOMPOCH Il KOMaHA KOHKYpeHTOB (10 MuH).



9. IloATOTOBUTH MUTOTOBBIE JOKJIAALI KOMaHIBI 10 MOJEINH, peKiiaMe U Kapbepe, MPOJI0JDKUTEIBHOCTIO He Oomee 5
MuH. Jlokian aenaet "reHepaTop UAEH" WM OPraHu3aTop.

10. BoigenuTs U3 KOMaH/Ibl YWICHA JKIOPH U IaTh SKCIIEPTHYIO OIICHKY pe3yIbTaraM paboThl KOMaHI KOHKYPEHTOB IO
dhopme Tab. 3.

11. TTonBecTH UTOTH UTPHI U 1aTh OIICHKH PabOThI KOMAH/I.

Tabimma 1.
IIpodeccuoHanbHass MoIeTb paGovero MecTa

OneMeHThI MOJENU OCHOBHBIE XapaKTEePUCTUKH * Becosoit
KO3 GUIIECHT

1. Kagposrle maHHBIE

2. OnsIT paboTHHKA

3. IlpodeccrnonanbHbIe 3HAHUS

4. IIpodeccroHanbHBIC YMEHHS

5. JINYHOCTHBIE Ka4eCTBa

6. Ilcuxosorus THYHOCTH

7. 3n0poBbe i paboTOCTIOCOOHOCTH

8. YpoBeHs kBanmudukamm

9. CnyxeOHas Kapbepa

1 0. X0006wu (yBicuecHwus)

11. BpenHble NpUBBIUKY U HEAOCTATKU

12. Opranuzanus Tpyaa

1 3. Onnara Tpyna

14. Counanbusble Giara

15. ConnanpHble rapaHTHH

Urtoro: 1,0

KoHKkpeTHBIE XapaKTepHCTHKH BIHUCHIBAIOTCS TPpyNIon u3 tadm. 1.1.

Tabmma 2.
Mopen ciaysxe0HOH Kapbepbl

JomxHoCcTh Bospacr Omurata Croco0 3ausTHs OO0yuenune

Kpurepuu onennBanus:
MaxkcumansHoe koanuecTtBo 30 0asIoB 3a 3aIaHueE:




20-30 6annoB, eciau MPUHUMAET aKTUBHOE yyacThe B paboTe IPyIIIbl, peaiaraeT COOCTBEHHbIE BAPHAHTHI
pelieHus] MpoOaeMbl, BBICTYAeT OT MMEHM TPYIIBI C PEKOMEHIALMSIMU MO paccMaTpuBaeMoil mpobdiieme Jnbo
JIOTIOJIHSIET OTBETYHKA; IEMOHCTPUPYET MpeIBAPUTEIbHYI0 HHOOPMALIMOHHYIO TOTOBHOCTh B HI'PE

10-19 Oamna, ecny NpPUHUMAaeT aKTUBHOE Y4acTHe B paboOTe TIpyYIbl, Y4acTBYeT B OOCYXICHUSX,
BBICKAa3bIBACT TUIIOBLIC PEKOMCH AU T10 paCCManHBaeMOﬁ np06neMe, TOTOBUT BO3pPaXCHU OIITOHCHTaAM, OAHAKO
caM He BBICTYIAeT 1 HE JIOTIOJHSET OTBETUNKA; JEMOHCTPUPYET HHPOPMAMOHHYIO TOTOBHOCTH K Ur'pe

5-9 6anoB, ecay MPUHUMAET yYacTHE B 00CY>KAEHUH, OTHAKO COOCTBEHHOM TOUKHM 3PEHNUS HE BBICKA3BIBAET,
HE MOXET c(OpPMYJIHPOBATh OTBETOB HAa BO3PAXKECHUSI OIIMIOHEHTOB, HE BBICTYIAET OT UMEHU padoveil IpyIsl U HE
JIOTIOJIHSIET OTBETYHMKA; IEMOHCTPHUPYET a0yt HH(OOPMAIMOHHYIO [TOJTOTOBICHHOCTh K UTPE

0-4 Gamna, ecnu He MPUHMMAET ydacTusi B pabOTe TpyMIlbl, HE BBHICKA3bIBAET HUKAKHX CYXICHUH, HE
BBICTYIIAET OT UMEHH IPYIIIBI; JEMOHCTPUPYET MOTHYIO HEOCBEIOMIIEHHOCTD IO CYTH U3y4aeMOi MPOOIeMBl.

3 cemecTp
HNuauBuayaibHOE NPAKTHYECKOE 3aJaHue
3ananue:
1. OnpenenuTh OPraHU3aIHI0 CEPBUCA H €€ KOHKYPEHTOB
2. BbIgBUTB cocTaB (haKTOPOB BHYTPEHHEH M BHEUIHEH Cpebl ISl JaHHBIX OPTraHU3aliii (MCIOIb30BaATh MATPHILY
SWOT —ananuza A HarIIJHOCTH  (DAaKTOPOB)

1- Marpuny SWOT —ananau3a
CuibHBIE CTOPOHBI CnaOsle CTOPOHBI
1. 1.
2... 2....
BosmoxHoctu Yrpo3sl
1. 1.
2... 2...

3. YCTaHOBUTH KOJNYECTBO IKCIIEPTOB IO ONPENEIICHHIO KOMITJIEKCHBIX OLIEHOK ()aKTOPOB BHEIIHEW W BHYTPEHHEH
cpenpl, MpU TPYIIOBOH padoTe
(3HaYMMOCTH) M 3HAUCHHUS BHIOPAHHBIX (h)aKTOPOB.

MOTYT BBICTYIIUTH CaMH OOYyYaroluecs, JJs B3BEIICHHOW OLIEHKH BECOMOCTH

4. IIpoBecT HEOOXOAMMBIE PACUETHI 110 ONPECICHNI0 KOMILICKCHBIX OLIEHOK (aKTOPOB BHYTPEHHEH M BHEIIHEH
cpensl, BOSMOXKHOCTEH M YIpo3 M CHAENATh BBIBOJ O MOJOKEHUH PAacCMATPUBAEMOM OpPraHM3allUd OTHOCHUTENIBHO

KOHKYPEHTOB (pacueThl BHECTH B TaOIHIIBI 2,3).

2- CuibHbIE U cJ1a0ble CTOPOHBI ACATECJIbHOCTH KOHKYPUPYIOIIUX CEPBUCHDBIX l'lpel]ﬂplflflTﬂﬁ, 0aJLJIBI

BuyTpenuuit Be | basosas Konkypent Nel Konkypent Ne2 Konkypent Ne3
CTpaTern4ecKui c | opraHuzanus
(hakrop Onen | B3semen | Onen | Bssemen | Onen | Bssemen | Onen | B3pemen
Ka Hast Ka Hast Ka Hast Ka Hast
(akTo | omeHka ¢dakTo | omeHka (akTo | omeHka (hakTo | omeHKa
pa pa pa pa
CHJIbHBIE CTOPOHBI
1.KBanu¢unuposa | 0,2 | 5 1,00 3 0,60 4 0,80 3 0,60
HHBII IepCoHAN 0
2.
3......
Hroro 1,0 D D M D
CrnaOble CTOPOHBI
1.
2.
3..
Hroro
3- Bo3MOKHOCTH M YIpo3bl BHEIIIHEl cpe/ibl KOHKYPHPYIOIIHMX CEPBUCHBIX NMPeNpPUsITHIi, 0TI
Buytpennnit | Be | basosas Konkypent Nel Konkypent Ne2 Konkypent Ne3
CTpaTernyecK | ¢ | OpraHu3anms
uil pakrop Onenk | B3Bemenn | Ouenk | B3semenn | Ouenk | B3semrenn | Onenk | B3semenn
a as OLleHKa | a asi olleHKa | a asi olleHKa | a asi olleHKa
(axro ¢axro ¢axro ¢axro
pa pa pa pa
CusbHBIE CTOPOHBI
1.
2.




Htoro 1,0 » » M ||

CnaOble CTOPOHBI

3....
Hroro

5. Coznartp rpaduku 1,2 (qmarpaMmsbl), HOKA3bIBAIOIINE OTHOCUTEIbHYIO KOHKYPEHTHYIO IIO3UIHUIO MPEIIPHUSITHSL
OTACJIBHO I1O0 BHyTpeHHeM W BHCIIIHUM I1OKa3aTCJIsIM .
IIpumep Ha pucyHnke 1

KoummnekcHas omsHEA

CHIEHELL CTOPOH 4,
q

[

0 1 2 3 4 5

Konmmnercuas OLIEHEA CIabEIxN CTOpOH

Pucynok 1 — IlonoxeHne KOHKYpUPYIOLIIMX OPEINPUITHIA 0 KOMIJIEKCHBIM OLIEHKA BHEIIHEN Cpeibl OTHOCUTEIBHO
CHJIBHBIX M CITA0BIX CTOPOH

(+) - aTO moONOXKEHWE B CHCTEME KOOPAMHAT MPEANPUATHH KOHKYPEHTOB (Ha BamMX rpadukax 0003HAYUT
KOHKYpPEHTa COOCTBEHHBIM CHMBOJIOM MJIM YKa3aTh Ha3BaHUE MPEATIPHUATHI)

6. BpisiBuTh HamOosee BaxkHbIE (DAKTOPBI, ONpPENEISAIONINE IMPEUMYIIECTBO OpPraHU3alui 110 OTHOIICHHIO K
KOHKYpEHTaM, KOTOpPBIE MOTYT HCIIOJIb30BAaThCS NP pa3paboTKe CTPATETHH.

Kpurepuu oueHnBaHus:

MaxkcumanbHOe Ko4decTBo 15 0anios 3a 3agaHue:

— 15 OamnoB BbICTaBIIETCS OOYYaOIIEMYCs, €CIM OH IIEPEUUCIIAET BCE  CYIIECTBEHHbIE XapaKTEPHCTUKU
0003HaYECHHOTO B BOMpPOCE TPEAMETa U BO3MOXKHBIC BApHAHTHI JAJIbHEHIIETO Pa3BUTHS PEIICHUS MTPOOJIEMBI,
€CIIM 3TO BO3MOJKHO, & TaKXKe MAKCHMAJIbHO IIMPOKO HCIIOJB3YeT TEXHUYECKHE BO3MOXKHOCTH MPOrPaMMHBIX
MPOAYKTOB M pa3HOPOHBIE (POPMBI IIPEACTABICHHS HH(POPMALINY;

— 14-10 OGamma ecmu OOyYalOUIMIACS PACKPBUI TOJNBKO YacTh OCHOBHBIX TIOJIOKEHHH — BOTIpOCA,
MPOJEMOHCTPHPOBAT HETOYHOCTH B MIPEJCTABICHHUSX O IIPEAMETE BOTIPOCA;

— 9-1 bama ecnu oOydaromuiics 0003HAYMI OOLIYI0 TPACKTOPUIO OTBETA, HO HE CMOI' KOHKPETHU3HPOBATh
OCHOBHBIC KOMITIOHCHTHI,

— 0 OamwioB ecnu OOydarolMiics HE MPOAEMOHCTPUPOBAN 3HAHMH OCHOBHBIX TMOHSATHH, MpEJCTaBICHUN 00
U3y4aeMOM IIpeaMETe.

3 cemecTp
Ilepeyens TeM KypcoOBBIX padoT
1. OcoOGeHHOCTH Pa3BUTHSI CEPBUCHOM JeaTeNIbHOCTH B Poccuu: UCTOPHS M COBPEMEHHOCTb.
2. Ponb cepBUCHOM 1eATETPHOCTH B COLMAIIBHO-9KOHOMHUYECKON KU3HU CTPaHbI
3. CocTostHME ¥ TIEPCIIEKTUBbI Pa3BUTHS UHIYCTPHHU TocTenpuuMcTBa B Poccun
4. CocTosiHHE U IEPCIIEKTUBEI Pa3BUTHA Typu3Ma B Poccun



5. Ilonxonpl K yIpaBJIEHUIO CEPBUCHBIM IIPEATIPUATHEM B COBPEMEHHBIX YCIOBHSIX
6. OcobenHocTy 1 cenu(rKa yrpaBieHus IPEeIIpUsITHEM B cepe cepBrca (Ha mpumepe ....)
7. OCOOCHHOCTH OpTraHU3aINH CEPBUCHO NEATETHPHOCTH B OOJIACTH TypH3Ma(Ha IIpIMepe. . ...)
8. OcobeHHOCTH OpTaHU3aLNN CEPBUCHON ACATEINFHOCTH B HHIYCTPUHU TOCTEIIPUIMCTBA (HA IIPUMEpE. . ...)
9.®akTopsl BIMSHUS BHYTPEHHEH U BHEUIHEH Cpellbl Ha JAeSTeIbHOCTh CEPBUCHOTO IPHSTHS M CIIOCOOBI NX OLIEHKH
(Ha mpumepe......)
10. OcobenHOCTH (HOPMUPOBAHUS MICCUH H TIENICH CEPBUCHOTO MPEIpUATHs (Ha IpUMeEpe. . ...)
11. DTamnel ¥ GOPMHUPOBAHUE ITOJOKUTEIHLHOIO HMHUKA CEPBUCHOTO MPEINpUATH (Ha mpuMepe. . ...)
12.IToaxo/sl ¥ OCOOCHHOCTH YIPaBJICHHUS IIEPCOHANIOM B cdepe cepuca (Ha mpuMepe. ....)
13. ®opmupoBaHHe CHCTEMBI MOTHBALIMN Ha TIPEATIPUATHAX chephl cepBrca (Ha mpuMmepe.....)
14. DTmueckas KyJabTypa CepBHCA, OCOOCHHOCTH MpPOQECCHOHATBHOM STHKM M 3THKeTa B cdepe cepBuca (Ha
mpuMepe. . ...)
15. TpeumymecTBa ¥ HETOCTaTKM DPA3IMYHBIX CTWICH YIpaBieHHS, W BO3MOXKHOCTH HMX NpPHUMEHEHHE Ha
MIPEINpPHATHSIX chepy cepBuca
16. OcobenHocTH OOCITYXHMBaHHs IOTpeOHTENEHl B 3aBHCUMOCTH OT cdepbl CepBHCHON JesTelbHOCTH (Ha
mpuMepe. .....)
17. CoBpemeHHBIE CIIOCOOBI OpraHU3aluK MTO3UTUBHOW aTMOc(dephl MpoJaKk 1 00CIyKMBaHHS MOTpeduTeneld (Ha
npuMepe.....)
18. KouhnukTsl B chepe cepBuca U CIOCOOBI UX pa3pelicHus
19. VpaBieHue KaueCTBOM CEpBHCa U YCIIYT Ha MPEANPHUIATHH (Ha TIPHUMEpeE. . ...)
20. CoBpeMeHHBIE TEXHOJIOTHUH YIpaBJIeHUS B cepe cepBrca (Ha mpuMepe. . ...)
21. 'HHOBAIMOHHBIE TEXHOJIOTHH B cdepe yciyr (Ha mpumepe.....)
22. DKCKYpCHOHHBIH MEHEIDKMEHT (pa3paboTaTh SKCKYPCHIO)

Kpurtepuu oneHuBanus:

e 84-100 0aiIoB OLIEHKA «OTIMYHOY» BBICTABIISIETCS CTYCHTY, €CIIH TeMa KypCOBOM pabOThl paCKpbITa HOJIHOCTHIO
¥ TIOJTHOCTB. COOTBETCTBYET BHIOPAHHOI TEME;

e 67-83 Oa/UIOB OLICHKA «XOPOLIO», €CIIH TeMa KypcoBOH paboTsl packpbita Ha 70% M COOTBETCTBYET BEHIOpaHHOM
TEME;

e 50-66 6a/mIOB OLIEHKA «YIOBICTBOPUTEILHOY» €CIIM TeMa KypCOBOI pabOThI paCKphITa HE COBCEM COOTBETCTBYET
BBIOpaHHON TeMe;

e  0-49 GansoB olLIeHKA «HEYIOBJIETBOPUTEIHHOY €CIIH TeMa KypCOBOM pabOThI HE COOTBETCTBYET BHIOPAaHHOH TeMe.

3 Meroanueckue MaTepuabl, ONPEACSIONUE TPOIEAyPbl OLICHUBAHUS 3HAHUN, YMEHU, HABBIKOB U (MJIH)
OMBITA JCATCIBHOCTH, XapaKTECPU3YIOIIUX TAIbl (POPMUPOBAHKS KOMITCTCHIIUN

[porenypsl OllCHUBAHKS BKITIOYAIOT B CeOsl TEKYIIMIA KOHTPOJIb U MPOMEKYTOUHYIO aTTECTALUIO.

Texkymuii KOHTPOJIb YCIEBAa€MOCTH MPOBOJUTCS C  HUCIOJB30BAHMEM  OLIGHOYHBIX  CPEJCTB,
MIPEICTaBICHHBIX B I1. 2 TAHHOTO MPHUJIOKEHHUs. Pe3yIbTaThl TEKYIIET0 KOHTPOJIS TOBOJISATCS A0 CBEACHUS CTYICHTOB
JI0 IPOMEKYTOUYHON aTTeCTalllH.

Ipome:kyTOUHASI aTTECTAIUSA TIPOBOINTCS B JOpPME 3a¥eTa, SK3aMeHa, 3alIUTHl KypCOBOU paOOTHL.

3auem TPOBOAWTCS TIO PACHHCAHUIO MPOMEKYTOUHOW aTTECTAallMM B YCTHOM Buze. [IpoBepka OTBETOB M
OOBSBIICHUE PE3yNBTATOB MPOWU3BOAMTCS B JCHH 3aueTa. Pe3ymbTaThl aTTECTAIlM 3aHOCSTCS B BEIAOMOCTh H
3a4CTHYI0 KHIKKY cTyneHTa. CTYACHTBI, HE MPOIICIIINE MPOMEKYTOUHYIO aTTECTAlUI0 MO TpaduKy, ITOJKHEI
JIMKBUMPOBATh 33JI0JKEHHOCTD B YCTAHOBJIEHHOM IOPSJIKE

Ox3amen MPOBOAUTCS MO PACIUCAHUIO MPOMEKYTOYHOU aTTecTallMu B MUChbMEHHOM Bujie. KomuuecTBo
BOTIPOCOB B 3K3aMCHAIIMOHHOM 3ajaHuu — 2. [IpoBepka OTBETOB U OOBSBICHHUEC PE3YJIBTATOB MIPOU3BOIUTCS B JICHD
JK3aMeHa. Pe3ynbTaThl aTTecTalMyd 3aHOCITCS B BEAOMOCTh M 3aU€THYIO KHIDKKY cTyaeHta. CTyIeHTHl, He
MPOIIEANINE IPOMEXYTOUHYIO aTTECTAIHIO 0 TPaduKy, JOIDKHBI JTUKBUANPOBATH 330JDKEHHOCTD B yCTAHOBJICHHOM
MOPSAJIKE.

3awuma Kypcoeoii pabomul TIPOBOAWUTCS IO PACIHCAHHUIO MPOMEKYTOYHON aTTeCTaruu. Pe3ympTaThl
aTTECTALMU 3aHOCSATCS B BEAOMOCTb U 3aYETHYIO KHIXKKY CTYJIEHTA.






Ipnnoxenne 2
METOAMYECKUE YKA3AHUA 11O OCBOEHUIO JUCLIUTTJIMHBI

Mertoauueckue ykazaHus aipecoBaHbl CTyAEHTaM gcex (hopM 00ydeHHUSI.

Y4eOHBIM IJIAHOM IIPEYCMOTPEHBI CIICAYIOLINE B IbI 3aHATHIH:

- JIKINH;

- IPaKTHYECKUE 3aHATHA.

B xoze NEeKIMOHHBIX 3aHATHH PacCMaTPUBAIOTCSI TEMBI TIPEJICTABIEHHBIX MOAYJICH, JAl0TCA PEKOMEHAANN
JUISL CAMOCTOSITEIbHON pabOTHI M MOATOTOBKE K MPAKTUYECKIM 3aHSITHSIM.

B Xone mnpakTHUeCKMX 3aHATHI YIIyONSsIIOTCS W 3aKpeIUIIIOTCS 3HAaHMS CTYJEHTOB 1O POy
paccMOTPEHHBIX Ha JIEKIUSX BOIPOCOB, Pa3BHBAIOTCS YNPABICHUS KOHCAITHHTOBOW NEATEIBHOCTBIO, €€
peryaupoBaHKe; HaBBIKAMH  MEXIPO(PECCHOHAIBHOTO B3aUMO/ICHCTBYSL.

IIpu moAroTOBKE K MPAaKTUYECKUM 3aHATHAM KaXIblid CTYAEHT TOJIKEH:

— M3YYUTh PEKOMEH/IOBaHHYIO YUeOHYIO JINTEPaTypy;

— U3Y4YUTh KOHCIIEKTHI JIEKIIUH;

— IOATOTOBHUTH OTBETHI Ha BCE BOIIPOCHI 110 U3y4aeMOM TeMe.

ITo cormacoBaHuio ¢ IpenojaBaTeseM CTYAEHT MOXET MOATOTOBUTH pedepar. B mporecce moaroroBku K
MPaKTHYECKUM 3aHATHAM CTYJEHTHI MOTYT BOCIIOJIb30BATHCSA KOHCYIbTAUIMH HPETIOAaBaTENs.

Bompocsl, He pacCMOTpEHHBIE Ha JIEKIUAX 1 MPAKTUIECKUX 3aHATHSIX, JOJDKHBI OBITh U3Y4YeHBI CTyIeHTaMA
B XOJIE CaMOCTOSITEIbHON paboThl. KOHTpOIIb caMocTOATENbHOM pabOTHI CTYICHTOB HaJl y4eOHOM IporpaMMoii Kypca
OCYIIECTBIISICTCS. B XOJI€ 3aHATHUI TMOCPEACTBOM TECTUPOBAHWSA M IIPOBEPKH BBIMOJHEHHBIX HWHAWBUIYATBHBIX
MpaKTHYECKUX 3alaHuil. B xone camocTosiTenbHONH padOTHl KOXKIBIH CTYIAEHT O0s3aH MPOYUTATh OCHOBHYIO M IO
BO3MOKHOCTH JIOTIOJIHUTEIbHYIO JIUTEPATypy MO U3ydaeMOW TeMme, JONMOIHUTh KOHCIIEKTHI JEKIUH HEAOCTAIOLINM
MaTepHasioM, BBIMMCKAMHU W3 PEKOMEHIOBAHHBIX IEPBOUCTOYHHUKOB. BBIIEINTH HEMOHATHBIE TEPMHUHBI, HAUTH KX
3HAYCHHE B SHIUKIONEINIECKUX CIOBapPSX.

CTyneHT JOOJDKEH TOTOBUTHCA K MPEACTOSIIEMY MPAaKTHUYECKOMY 3aHITHIO MO BCEM, OOO3HAYCHHBIM B
paboteli mporpaMme JUCHUIIHHBI BOIPOCAM.

JUIsi TOATOTOBKHM K 3aHATHAM, TEKYIIEMY KOHTPONIO M MPOMEXKYTOYHOM aTTECTAallMH CTYAEHTHI MOTYT
BOCIIOJIb30BAThCSl  AJICKTPOHHO-OMONMMOTEUYHBIME ~ CHCTEMaMH. Taxke oOydarommecs MOTYT B3sTh Ha JIOM
HEOOXOANMYIO JIUTEpaTypy Ha aOOHEMEHTE YHHMBEPCHUTETCKOH OMOIMOTEKM WM BOCIOJIB30BATHCS YUTAIBHBIMHU
3aamH.
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