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1. HEJIX OCBOEHMA JUCHUAIIJIMHBI

1.1 | Pa3BuTHE cCHCTEeMBl 3HaHMH B YNPABICHUU CEPBHCHON JAEATENBHOCTHIO. IIpmoOpeTeHHMe HAaBBIKOB  YIIPABICHUS
CepBUCHBIMH TEXHOJIOTHAMH M IIPOIECCaMH B CEpBHUCHOI aesTenbHOCTH. OcBOeHHE HEOOXOAMMBIX YMEHUH M HABBIKOB
[0 TPOBEICHUIO IHMarHOCTHKM OOBEKTOB CEpBHCA, C IIENbI0 OCYIIECTBICHHS KOHTPOJS KauyecTBa M YIPAaBICHHS
CEPBUCHBIM NPEAIPUATUEM.

1.2

1.3

1.4

2. TPEBOBAHMUA K PE3YJIBTATAM OCBOEHMUA IUCIIUITJINHBI

OIIK-3: CnocobeH o0ecnieynBaTh TpedyeMoe Ka4eCcTBO IPOLECCOB OKa3aHMs yCJayr B H30paHHOil cdepe npodeccnoHaIbLHOI
AesITeJbHOCTH

OIIK-2: CniocodeH ocyIecTBIsITH OCHOBHBIE PYHKIMU YIPaBJIeHHUsI CEPBUCHOIT 1eAITeJIbHOCTHIO

B pe3yabTaTre OCBOCHUA TUCHUIIIMHBI oﬁyqamumﬁm JOJIZKCH

3HaTh:

OCHOBBI W CYIIHOCTh CEpBHCHON JedrensHOCTH. @OYHKIMH YIpaBlIeHHE, WX OCOOCHHOCTH B YIPAaBICHHH CEPBUCHOMN
JeATeNbHOCTBI0. MeTombl M HHCTPYMEHThl IIOCTAHOBKM M HACHTU(GUKAUMU Leneil U 3agad  yOpaBlICHUs CTPYKTypHBIMU
HoZpa3eleHUs M TPENnpusITuid cdepsl cepBhUca WM JApyrHX cdepax, B KOTOPBIX HEOOXOJMMO OCYIIECTBICHHE CEPBHCHOM
JIESITEIbHOCTH; CYIIHOCTh U COJEpXKaHWE IUIAHUPOBAHUS, OpraHU3allud, MOTUBAUUM U KOOPAMHALUU JEATEIBbHOCTH CTPYKTYPHBIX
HOApa3feNeHI MpeAnpusTHii (M HpeAnpusATHii B IEIOM) B cdepe CepBHCa W/MIM OCYLIECTBICHUS CEPBHCHON JESTENBbHOCTH,;
NPUHIMIBL, (OPMBI U METOABI KOHTPOJS IEATENBHOCTH NPEANPUATHH CepBHCA W/WIM CEPBHCHOW nesTenbHocTH. OpraHuzanus u
yIIpaBJICHHE MPONECCaMH W TEXHOJOTHAMHU Ha CEPBUCHBIX MPEIIPHATHAX (CooTHECeHO ¢ mHauKaropoM OITK 2.1)

Teoperuueckue U IMPAKTUUECKUE AaCIEKThl OLEHKU KadecTBa OKa3aHWsA YCIYyr B CEPBUCE HA OCHOBE KIMEHTOOPHUEHTUPOBAHHBIX
TEXHOJIOTHH; OCHOBHBIE NOJIOXKEHHS U MPHHIUIBI 00eCIeUeHUs Ka4ecTBa MPOIECCOB OKA3aHUS YCIyT Ha OCHOBE MEXIYHApOIHBIX U
HallMOHATHHBIX CTaH/IApPTOB; OCHOBHBIC NMPUHIMIIBIL, (OPMBI U METOABl (DYHKIMOHMPOBAaHUS CHUCTEMBI OOeCHEUYEHHs 3asBICHHOTO
ypoBHsl KadecTBa yciayr.llokasarenu OLIEHKM KadecTBa, a TaKK€ METOJbl, MHCTPYMEHTBI K OCYILECTBJICHHMIO JUArHOCTUKU U
KOHTPOJISI KauecTBa IPOIECCOB cepBuca.(cooTHeceHO ¢ maankaropom OIIK 3.1)

Ymerb:

IIpumensTs (QyHKIMH yNpaBiIeHUS B CEPBUCHON NEATENBHOCTH NPEANPHITHS. VICIOMB30BaTh OCHOBHBIE METOABI M TPUEMBI
TUIAHUPOBAHUSI, OPraHM3alUKM, MOTHUBALMK W KOOPAMHALMH JCATSIbHOCTH NpPEANpUATHil (ToxpasmeneHuil) MpeanpusTuii ceps
CepBHCa WIH JPYTHX cdepax, B KOTOPHIX HEOOXOIMMO OCYIIECTBICHHE CEPBHCHON HEATCIBHOCTH . Pa3pabareiBath W IPHUMEHSTH
CEpBHCHBIC TEXHOJOTMH B IIPOIECCE OCYIIECTBIICHUS CEPBUCHON NEATENBHOCTH, C YYeToM TpeOoBaHWII TOTpeOHTeNe B
COBPEMEHHBIX YCIOBHH. (COOTHeceHO ¢ mHankaropom OIIK 2.2)

OpraHu30BBIBATh U MPOBOIUTH TUAHOCTUKY OOBCKTOB CEPBHCA, a TAKXKE OCYLICCTBIIATH KOHTPOJIb Ka4ecTBa MPEIOCTABISIEMBIX
ycayr B cdepe cepuca. OOecrednth TpeOyeMoe KadecTBO IIPOIECCOB OKa3aHHS YCIyr B CEpBHCE B COOTBETCTBUH C
MEXIYHApOAHBIMH W HAIMOHAIBHBIMHA CTaHIAapTaMH; TPUMEHATh COBPEMEHHBIE METOIBI OIEHKH KadecTBa OKa3aHUS YCIYT C
YYETOM KJIMEHTOOPHUCHTHPOBAHHBIX TEXHOJOTHH; NPUMEHITh MEXIYHAPOIHBIC M HAMOHAIBHBIC CTaHIAPTHI B LEIAX OOCCIICUCHHUS
KayecTBa IMPOLIECCOB OKa3aHWs YCIYr CEPBUCHOW OpraHW3alli¥; WCIOJIb30BaTh METOIBl YIPABICHUS KAadeCTBOM B IEIIX
obecriedeHns HEOOXOIMMOTO YPOBHS ()YHKIIMOHUPOBAHUS MPOIIECCOB 00CTyKuBaHus. (cooTHeceHo ¢ uHaukaropom OIIK 3.2)

Bnagern:

MMeeT HaBBIKM NMPUMEHEHHsI CHCTEMHOTO, MPOIECCHOTO M CHTYalMOHHOTO ITOJXOAa B yIpaBileHHH. Mcrone3yer mpHeMbl B METOMBI
JUIl pa3pabOTKM, OpPTaHW3aMM W YIPaBIEHHWS IIPOIECCAMH CEpBHCA C IIENBI0 CO3MAHUS ONTHMATBHBIX YCIOBHH CEpBUCHOMN
JEATEeNbHOCTH HAa TNPEANPUSTHM ; HaBbIKAMM IIOCTAHOBKM LieJIeH W 3a1ad  INPaKTUYECKOM JEATENbHOCTH CTPYKTYPHBIX
Hozipa3eIeHuil NPenpusITuii cdepsl cepBruca; METOAAMH M NpUEMaMM IUIAHUPOBAHUS, OpraHW3alliM, MOTHBALMHA W KOOPAWHALMA
JIEITSIIFHOCTH CTPYKTYPHBIX TOApa3feNeHUH MpPeANpUATHH (M TpeANpUSATHH B IIEJIOM) B cdepe CepBHCa W/WIH OCYIIECTBICHUS
CEpPBHCHOH JESATEIPHOCTH; HABBIKAMH OCYIIECTBICHUS KOHTPOJIS JESATENbHOCTH TNPEeANpHATHH (TOgpasaeNeHuil) NpeanpuaTuii
chepbl cepBuca AU JApyrux cdepax, B KOTOPbIX HEOOXOAMMO OCYLIECTBICHHUE CEPBUCHOM JESITEIbHOCTH(COOTHECEHO C
unaukaropom OIIK 2.3)

HaBelkaMn oOka3aHWsI OKa3aHHE yCIyT B COOTBETCTBHH C 3aSABJICHHBIM KaueCTBOM, a Talkke OICHKM KadeCcTBAa OKA3aHMS YCIyT Ha
OCHOBE KJIHMCHTOOPUEHTHPOBAHHBIX TEXHOJOIMH; HaBbIKAMH OLIEHKM KadeCTBa IPOLECCOB OOCIYXKHMBaHUS M pa3spabOTKH
PEKOMEHIAMK 0 €ro NMPUBEICHHIO B COOTBETCTBHM C MEXKIYHApPOIHBIMH M HAUIMOHATHHBIMH CTaHIapTaMH; HaBBIKAMH PabOTHI C
JOKyMEHTAIIMOHHEIM O0ECIIe4eHHEeM CHCTEMBI YIPaBIEHHUS KadeCTBOM YCIYT; ONBITOM IPHMEHEHHS METOIO0B M WHCTPYMEHTOB IO
OCYIIECTBICHUIO 33 KOHTPOJIEM Ka4ecTBa B IIPOIECCE OKA3aHHUA YCIyT U AEATEIBHOCTH CEPBHCHOTO MPEANPHATHS (COOTHECEHO C
unaukaropom OIIK 3.3)

3. CTPYKTYPA U COAEPKAHUE JJUCIIUITJIMHBI

Pasnen 1. «TeopeTudyeckue OCHOBbI CEPBHCHOM 1eATEJIbHOCTID)




Cemectp

Komneren-

Ne HanmeHnoBanue Tems! / Bun 3ansiTus Yacos Jlurepartypa
/ Kypc IHH
«CepBucHas JeATEITBHOCTD KaK ¢dopma YIOBIETBOPEHHS 1.1 7112 7113
notpebHocTel uenoBeka»Cdepa cepBuca: OCHOBHBbIE MOHATUS. Buasl J'II. 4’ J'[l. 5’ J'[l' 6,
CepBUCHOH  jaesrenbHOCTH.DyHKINUN CEepPBUCHOH  JIEATEIHLHOCTH. OIIK-3, [ S
1.1 . 2 2 J1.7,J12.1, J12.2,
ITpuHIUIBI COBpEMEHHOrO cepBUCa. Ponb CcepBUCHON NEATENBHOCTH B OIIK-2 2.3 J12.4. 2.5
COIMATBHO-)KOHOMHUUECKOH Jku3HM cTpaHbl. Creruduka phIHKA " J'[2. 6’ -
yeayr. / Jlek / '
JI1.1, J11.2, JI11.3,
« Pa3HOBHIHOCTH CEPBHCHBIX YCIYT M MX Kinaccudukanus»: I[loHsTune 1.4 715 116
«yclyra» U €€ OCHOBHBIE CBOMcTBa. MoJenp Impolecca OKa3aHUs OIIK-3, R
1.2 2 8 JI1.7,J12.1, J12.2,
yenyru.Bugsl  uw pasHoBunmHocTh  ycnyr.Knaccudukamms — ycmyr. OIIK-2 3 2.4 712.5
Oo6mepoccuiickuii knaccudukarop yciayr HaceneHuro. / Cp / = J'[Z‘ 6’ -
N JI.1, JI1.2, JI1.3,
«KagectBo yeryr u 3QQEKTHBHOCTH CEPBHCHOH IESATENBHOCTH 1.4 1.5 116
OPEINPUATHSY MOHATHUE «Ka4eCTBO YCILyTH», «Ka4ecTBO OIIK-3, TN e A
1.3 . 2 2 J1.7,J12.1, J12.2,
obcnyxuBanus». HoMeHkIaTypa Tmokasareneil kadecTtBa yciayr». / OIIK-2 3. 0.4 J12.5
Jlex / ‘ ,H2.6, -
«TeopeTndeckue acHeKThl OpraHU3aUU OOCHyxuBaHHA. KauecTBo H 1.1 7112 7113
CTaHAapTHl 00CTyXKUBaHUS»: [ToHATHE «OOCITY>KUBAHUS. J'II. 4’ J'[l. 5’ J'[l' 6,
IMonsatne o cTHae oOOCHyXWBaHUsA KIHMeHTOB.KOHTakTHas  30Ha. OIIK-3, R i
1.4 2 8 J1.7,J12.1, J12.2,
CepBHCHBIE ~ TEXHOJOTHH  0OCITyx)HBaHUSL. DOpMBI U TIIpomecc OIIK-2 2.3 J12.4. 2.5
obOcmyxxuBanusi  motpebureneir. Lemn pa3paboTku  CTaHIAPTOB - J'[2. 6’ -
KkauecTBa oocyxuBanus. / Cp / )
CaMOCTOATENPHOE HU3YYEHHE OTAEIBbHBIX BOIPOCOB TEOPETHUECKOIO
Kypca:
1.IToTpeGHOCTH — TPEANOChUTKA U MPOAYKT IESITEIbHOCTH YeNOBEKa.
2.0cHOBHBIE TIOAXOBI K TpobiieMe moTpedHocTeit B X XI Beke.
3. 3.®poMM 0 TOTPEOHOCTSAX YETIOBEKA. JI1.1, JI1.2, JI1.3,
4.Teopust ncuxoananusza 3.Dpeiina. OIK-3 JI1.4, JI1.5, JI1.6,
1.5 |5.A.Macnoy o knaccudpukaiy NoTpedHOCTEH. 2 18 OHK-Z’ JI1.7,J12.1, J12.2,
6. Wctopusi pa3sBUTHS HAUMOHATBHBIX OCOOCHHOCTEH TOTpEOJICHHS B JI2.3,J12.4, J12.5,
Poccun. J2.6
7. lloTpebHOCTH 1 TOTPEOUTETHCKOE TIOBEACHUE.
8. CepBuC Kak cuCTEMa HHIAUBUAYATBHOTO OOCTYKHUBAHUS.
IMogroToBka  ocymiecTBiusiercss ¢ ucnonb3oBanmeM — LibreOffice
mporpamMMsl aucruumasioctd. / Cp /
Pa3znen 2. «OpraHu3aliOHHbIE OCHOBBI CEPBUCHOM JeATeIbHOCTH
Ne HaumenoBanue tems! / Bun 3ansatus Cemecrp Yacos Komneren- Jlutepatypa
/ Kypc HUH
«OcobeHHOCTH OpraHM3alil W (YHKIMOHHPOBAHMS  CEPBHCHBIX JI1.1, J11.2, JI1.3,
TPEANPUATUIR: KJ1acCU(p UKL TIPEeIIPUSTHIA cepBuca. OIK-3 JI1.4, JI1.5, JI1.6,
2.1 |CymHocTHBIE 0COOCHHOCTH BCEX CEPBHCHBIX OpraHu3anuii. MeTos 2 8 OHK-Z’ JI.7,J12.1, J12.2,
W MHCTPYMEHTHl OICHKH pEMyTalHud, UMHIDKA TPEINPHATHS cheps J12.3,J12.4, J12.5,
cepsuca. / Cp / J12.6
«IlepcoHanm cepBUCHOW OpraHM3alli Kak BEAYIIMH KOMIIOHEHT B 1.1 112 7113
3 PEeKTUBHON NEATETPHOCTH CEPBUCHOTO IPEANPUATHSDY: IEPCOHAT J'Ill 4’ J'Il. 5’ J'[]. 6,
CEepBUCHBIX mpeanpuatuil. Pabora ¢ mnepcoHaTIOM CEPBUCHOTO OIIK-3, P
2.2 2 8 J1.7,J712.1, J12.2,
npennpusatud. Ilokazarenn JIMYHOCTHOIO NOTEHLUMANA COTPYAHUKA OIIK-2 3 2.4 2.5
CEpBHCHOTO TpennpusaThs. TpeOoBaHHA K IEPCOHATY CEPBHCHOTO " JI2. 6’ "
npeanpusitus. / Cp / ]
«[lorpeburenmt  yciyr:  THIIOJOTHYECKHE  XapaKTEPHUCTHUKH u JI1.1, JI1.2, JI1.3,
CEpPBHICHOE MOBEACHHE»: 3HAYCHHE THIIOJIOTHUH MOTpeOHuTeneil yciyr. OIK-3 JI1.4, JIL.5, JI1.6,
2.3 |Oranbl B3aMMOAEUCTBUS C MOTpPEeOUTETEM B IpoLecce OO0CTy>KHUBAHUS. 2 8 OHK-Z’ JI1.7,J12.1, J12.2,
Tumosorust moTpeduTeNneld W XapakTep WX CEPBHUCHOTO IOBEICHHS. JI2.3,J12.4, J12.5,
ITpaBa noTpeduTeneit Mo MexIyHapoIHBIM HoKyMeHTaMm. / Cp / J2.6
IMoTpebuTenn ycayr: THIOJIOTHYECKHE XapaKTEPUCTUKH U CEPBUCHOE JI1.1, J11.2, JI1.3,
noBenenue. Kareropum mnorpebureneil, 0COOEHHOCTH W MOIXOABI K OIK-3 JI1.4, J11.5, JI1.6,
2.4 | obciyxuBanuio moTpeduTenei B chepe ceppuca. 2 2 OHK-Z’ JI1.7,J12.1, J12.2,
J12.3,J12.4,J12.5,
/Mp/ J12.6
«ITUKa M TICUXOJIOTHSI CEPBHUCHOM IESATEILHOCTH»: INCHUXOJOTHYECKUE JI1.1, JI1.2, JI1.3,
55 |acTeKTHl CEepBUCHON aesTenbHOCTH. [IOHSTHE «KyNbTypa CEpBHCa» H 5 ) OIIK-3, JI1.4, J11.5, JI1.6,
" |«xymprypa obchyxuBarus». IlpodeccnonanbHas 3THKa pabOTHHKA OIIK-2 J1.7,J12.1, J12.2,
cepBuca U OCOOEHHOCTH  NPO(eCCHOHATBHOTO MIOBEICHHUSI. J12.3,J12.4,J12.5,




OcTeTHyeckas KyJabTypa paObOTHHKa cepBHca. JKamoObl M KOH(IMKTHI

B cepe ceppuca. / [Ip / 2.6
«OTHKa U TICUXOJOTHUS CEPBUCHOW AEATETBHOCTH»: IICHXOJIOTHYECKHE 1.1 7112 7113
aCIeKThl CEPBUCHON NeATENbHOCTH. [IOHSTHE «KyIbTypa CEepBHCa» U J'II. 4’ J'[l. 5’ J'[l' 6,
«KyJIbTypa oOOCHyXHBaHusm». IIpodecCHOHaTbHAT 3THKA pabOTHHKA OIIK-3, R
2.6 2 4 J1.7,J12.1, J12.2,
ceppuca H  OCOOGHHOCTH  NPO(ECCHOHATBHOTO MTOBEICHHUSI. OIIK-2
J12.3,J12.4, J12.5,
OcTernueckas KyIbTypa paboTHHKA cepBUca.)KanoOsl U KOH(MIUKTH B .6
ctepe cepsuca. / Cp / )
«KamoOer ¥ KOHQIUKTEI B cdepe CcepBHCa M HX paspeUICHUC):
o JI.1, JI1.2, JI1.3,
MOHATHE O JXKa00e , OCHOBHBIE TNPHYUHBI XKaIo0 mMoTpeduTenei B
JI1.4, JI1.5, JI1.6,
chepe cepBuca. IloHsTue, NpUUUHBI U BBIABI KOHGIIMKTOB B cdepe OIIK-3,
2.7 M 2 8 J1.7,J12.1, J12.2,
cepBuca. Tumbl KOHPAMKTHBIX JUYHOCTeH. CrocoObl pasperieHus OIIK-2
J12.3,J12.4, J12.5,
KOH(DJIMKTOB B cedepe cepBuca. .6
/Cp/ )
CaMOoCTOsATeN HOE H3YUEHUE OTIENBHBIX TEM TEOPETHYECKOTO Kypca:
1. e OopMannoHHBIE TEXHOJIOTHUH B CEpPEe CepBHCa
2. IH(popMannoHHEIH CEPBHUC M HHTEPHET-9KOHOMHKA
3. OTHKa ¥ 3TUKET UH()OPMAIMOHHOTO CEepBHCA
4. TlocpenHuyeckue YCIyTd B COBPEMEHHOM  POCCHHCKOM
MpeANPUHAMATEIHCTBE
S. XapakTepucTUKa JOCYTOBBIX YCIIyT
6. OOmas XapakTepUCTUKa COLUATBHO-KYIBTYPHOU Cdepsl JI.1, JI1.2, JI1.3,
7. MexayHapoaHas TOPIOBIs yCiIyraMu B cepe yCiyr OIK-3 JI1.4, J11.5, JI1.6,
2.8 |8. Ocobennoctu chepbl ceprca B COBpeMeHHOH Poccnu. 2 26 OHK-Z’ JI1.7,J12.1, J12.2,
9.BHenpeHye HHHOBALUM U HOBBIX BUJIOB YCIIYT. J12.3,J12.4, J12.5,
10. TenneHIMHU Pa3BUTHUS CEPBUCA B COBPEMEHHBIX YCIIOBUSX. J12.6
IMogroToBka ocymecTBisieTcss ¢  ucnomb3oBanneMm  LibreOffice.
MPOTPaMMBbI TUCHUATUINHBI
/Cp/
JI1.1, JI1.2, JI1.3,
JI1.4, JI1.5, JI1.6,
2.9 | /3auér/ 2 4 %gllg’ J1.7,J12.1, 112.2,
JI2.3,J12.4, J12.5,
J12.6
Pazgen 3. CymHocTb,cienu(pyika U OCHOBHbIE MIOAX0AbI B YIIPABJIEHHH CEPBCHHOM 1esITeIbHOCTHIO
Ne HaunmenoBanue Temsl / Bun 3ansiTus Cemecrp Yacos Komneren- Jlurepartypa
/ Kypc IHH
CyIIHOCTh U OCHOBHBIE IMOJIXOMABI B YIPAaBICHHU: CYOBEKT M OOBEKT JI1.1, J11.2, JI1.3,
yrpaBieHus. QakTopel  BO3ACHCTBUA  CpPeAbl  Ha  MPEINPHUITHS OITK-3 JI1.4, J11.5, JI1.6,
3.1 |MHAYCTPUH TOCTENPHHMMCTBA M Typu3Ma. CHTYallMOHHBIH, CHCTEMHBII 3 2 OHK-Z’ J1.7,J12.1, J12.2,
W TPOLECCHBI MOAXOJN B YHOpaBlICHUH B cdepe cepBuca. Buusl JI2.3,J12.4,J12.5,
YIPaBICHYSCKUX PEIICHUH U METOMIBI UX pa3paboTkw. / JIek / J12.6
Crnenuduka ympaBieHuss B cdepe HHAYCTPHUH TOCTENPHUUMCTBA U 1.1 7112 7113
Typu3Ma:  ympaBJieHME Y  YCIOBHSX  CEPBUCHOW  SKOHOMHKH. Hl. 4’ J'[l' 5’ J'[l. 6’
Opranusanusi ynopaBjieHHs Ha NPEANPUATUAX TOCTEIPUUMCTBA U OIIK-3, oA 1 Tm A
3.2 3 28 J1.7,J12.1, J12.2,
Typm3Ma. OcoOeHHOCTH ceTeBoro Om3Heca B cdepe HHAYCTPUH OIIK-2 3 .4 712.5
TOCTETIPUUMCTBA W TypusMma.  DpaHuaii3unr.y  ynpabisioniue - J'[2. 6’ "
xommnanuu. / Cp / '
CaMOoCTOsATENbHOE U3YUEHUE OTIENbHBIX TEM TEOPETUYECKOIO Kypca
1. Opanuaii3uHr Kak (Gopma OpraHM3alUK Majloro OW3Heca B
CEpBHUCHOH EATEIbHOCTU
2. MepyaHaaii3uHT Kak COBpeMeHHas (opMa pPO3HHYHON
TOPTOBIIHN YCIYTH 1.1 112 113
3. Hcropuss pa3BUTHS  MEKAYHAPOIHBIX U  OTEYECTBEHHBIX T e 1 £
. JI1.4, JI1.5, JI1.6,
TOCTHUHHYHBIX LIETIEH. OIIK-3,
3.3 4.  Hcropus A3BUTUSL  MEXIYHApOAHBIX U OTEYECTBEHHBIX 3 36 OIIK-2 1.7, 12,1, J12.2,
' pai  pa HYHApOR 2.3, J12.4, J12.5,
PECTOPaHHBIX IIETIeH. .6

5 Texuomorun obecrnedyeHns Oe30macHOCTH B cdepe UHIYCTPHU
TOCTEPUUMCTBA U TYPU3MA.
LibreOffice.

HOI[FOTOBKa OCYHIECTBIISICTCA C HCII0JIb30BAHUCM

TMporpaMmbl JUCHUITIIMHBL




| /Cp/

Pazgen 4. ®yHKI MU MEHEIKMEHTA B YIIPABJICHHU CEPBHCHOM eSITEJIbHOCTBIO HA NPENPUATUAX HHALCTPUH
rocTenpuUMTCBAaa U TypH3Ma

Cemectp

Komneren-

Ne HaumenoBanue Temsl / Bun 3ansatus Yacos JlutepaTtypa
/ Kypc IHH
Crparernss ¥ TakTHKa B YIPaBICHUM NPEIUIPUITHEM WHIYCTPHH
TOCTETIPUMMCTBA W TypuU3Ma: LeId W UuX Kilaccupukauus B JI1.1, JI1.2, JI1.3,
YIPaBJICHHUH. TpeboBanus , TIpEebSBISIEMbIC K LeJsIM OITK-3 JI1.4, J11.5, JI1.6,
4.1 |npennpustusa.Metoasl — cTparermueckoro  ananuza.  OnpeneneHue 3 2 OHK-2’ JI1.7,J712.1, J12.2,
MUCCHM M BBIOOp  KOHLEMIMHM  OPEANpPUSITHS  WHIYCTPHUU J12.3,J12.4, J12.5,
rOCTENPUUMCTBA n  TypusMma. Knaccuduxarms cTpareruit J12.6
TPEANPUATHI HHITYyCTPUH TOCTETIPUUMCTBA U Typu3Ma. / Jlek /
Opraauzanust paboThl MO YIPABIEHUIO CEPBUCHBIM MPEANPUATHEM: JI1.1, J11.2, JI1.3,
LHEHTpAIN3AMs W JeleHTpanu3anus. JlenerupoaHne MOJTHOMOYHMHA H OITK-3 JI1.4, J11.5, JI1.6,
4.2 | orBercTBeHHOCTHU. IIOHATHE M BUABI OPraHU3ALUOHHBIX CTPYKTYp, UX 3 2 OHK-2’ J1.7,J12.1, J12.2,
MpeuMyliecTBa H  HEJOCTaTKU.DPPEKTUBHOCT  OPTaHW3ALMOHHBIX JI2.3,J12.4,J12.5,
ctpyktyp. / Ilp / J12.6
MoTuBaiust Kak (YHKIMS MEHEIKMEHTa H €€ OCOOCHHOCTH B
WHIYCTPUM  TOCTENPUUMCTBA W TypHU3Ma: MOTHBAIUS u JI1.1, J11.2, JI1.3,
CcTUMyJupoBaHue. Teopuum  MoTUBaUUM.  OJEMEHTHl  CHCTEMBI OITK-3 JI1.4, JI1.5, JI1.6,
4.3 |MoTHMBaIMM H CIOCOOBI MOTHBHPOBAHHE TPYAa Ha TPEIIPHATHIX 3 30 OHK-2’ J1.7,J12.1, J12.2,
WHAYCTPUU TOCTEIIPUUMCTBA u TypHU3Ma. OcobenHoctu J12.3,J12.4,J12.5,
CTUMYJIUPOBaHUSI Ha MNPENNPUATHSIX HUHAYCTPUM TOCTENPUMMCTBA U J12.6
typuszma. /Cp/
KonTpons kak (QyHKOHS MEHE[DKMEHTa H €€ OCOOCHHOCTH B
YOpaBICHUM MOPEANpHUSATHEM B HWHAYCTPHUM TOCTENPUUMCTBA H JI.1, JI1.2, JI1.3,
Typu3Ma: MOHSITHE u BHJIBI koHTpostst.Cucrema OIK-3 JI1.4, J11.5, JI1.6,
4.4 | xouTposmuHra.Opranuzamus KOHTPOJISt KayecTBa  YCIyr W 3 35 OHK-2’ JI1.7,J712.1, J12.2,
0oOCITyXKMBaHHS Ha MPEINPUATHAX HHIYCTPUH TOCTEIPHUHMCTBA H J12.3,J12.4, J12.5,
TypuszMa. OpraHusanusi KOHTpPOJIL 3a JeSTEeIbHOCTh MEepCOHala Ha J12.6
npeanpusTusax cepsuca. / Cp /
JI1.1, JI1.2, JI1.3,
Metonsl W CTHIM  yOpaBJICHUs: Merony ympaeieHus. Cruim OITK-3 JI1.4, J11.5, JI1.6,
4.5 |ympaBieHHss M WX KiaccUUKarusa. BiacTe, BIWSHHE W JUAEPCTBO B 3 30 OHK-2’ JI1.7,J712.1, J12.2,
yIpaBleHUH nepcoHanoM npexnpustus. / Cp / J12.3,J12.4, J12.5,
J12.6
YnpaBneHne KauyecTBOM H KOHKYPEHTOCIOCOOHOCTBIO OOCITY>KHBAHUS
Ha OPEINPHUATUAX HHIYCTPUU TOCTENPUUMCTBA M TYpHU3Ma: KadeCcTBO JI1.1, J11.2, JI1.3,
KaK OCHOBa  MEHE/DKMEHTa  TOCTCPUUMCTBA W TypHU3Ma. OITK-3 JI1.4, JI1.5, JI1.6,
4.6 | PopMHupOBaHHE M OLEHKA IOJOXKHUTEIBHOTO HMHIKA IPEIIPUATHSA. 3 2 OHK-2’ JI.7,J12.1, J12.2,
KOHKYPEHLUSI U KOHKYPEHTOCIIOCOOHOCTh MPEANPHUSITHS B WHIYCTPHUU JI2.3,J12.4,J12.5,
TOCTCIIPHUMCTBA W Typu3Mma.  (opMHpOBaHHE  MAapKETHHTOBOM J12.6
cTparernu npeanpusaTus. / Jlek /
YrpaBneHne KadyecTBOM H KOHKYPEHTOCIIOCOOHOCTBIO OOCITYKHBAaHUS
Ha TPEANPHUATUAX HHIYCTPUU TOCTEPUUMCTBA M TypH3Ma: KadeCTBO JI.1, JI1.2, JI1.3,
Kak  OCHOBa  MEHEDKMEHTa  TIOCTENPUUMCTBA W TypU3Ma. OIK-3 JI1.4, J11.5, JI1.6,
4.7 | ®opMHUpOBaHUE M OLICHKA MOJOXMUTEJIBHOTO HMMUAXKA INPENIPUATHS. 3 4 OHK-2’ JI1.7,J12.1, J12.2,
KOHKYPEHLUSI H KOHKYPEHTOCIIOCOOHOCTh HPEANpPUSATUS B UHIYCTPHU J12.3,J12.4, J12.5,
TOCTCIIPUUMCTBA W Typu3ma.  (OpMHpOBaHHE  MAapKETHHTOBOM J12.6
crparernu npeanpustas. / Ip /
KypcoBas pabota (TeMbl KypcOBBIX paboT B mnpuioxkeHun Nel JI1.1, JI1.2, JI1.3,
43 paboueii mporpamMMBsi. ) 3 0 OIIK-3, JI1.4, J11.5, JI1.6,
’ IMomroroBka  ocymiecTBisercss ¢ ucnoib3oBanueM  LibreOffice OIIK-2 JI1.7,J12.1, J12.2,
nporpamMmbl qucuuIuinHe. / KP / J12.3,J12.4, J12.6
JI.1, JI1.2, JI1.3,
OIIK-3, JI1.4, JI1.5, JI1.6,
4.9 |/ Oxsamen / 3 9 OIIK-2 1.7, 2.1, 12.2,
J12.3,J12.4, J12.6

4. ®OH/JI OLIEHOYHBIX CPEJCTB

CtpykTypa U conepkanne (oHHa OLEHOYHBIX CPEACTB JUIS MPOBEICHUS TEKYIIEH M NPOMEXYTOUHOH aTTeCTaluH IIPEACTABICHBI
Ipunoxennn 1 k pabodeit mporpaMMe AUCIATUINHEL.




5. YA4EBHO-METOAUYECKOE U THOOPMAIIMOHHOE OBECIIEYEHHUE TUCIUITJINHBI

5.1. OcHoBHasi uTEpaTypa

ABTODBI, 3ariaBue H3nparenscTBO, 1O Komnnu-Bo
JI1.1 [Yexmapepal. B. CepBHCHas JIEATEIBHOCTD: YIeOHO-METOANIECKOE HoBocubupck: https://biblioclub.ru/inde
nocobue Hoocubupckuit x.php?
TOCYyIapCTBEHHBIN page=book&id=228USZ6
TEXHUYECKUI HCOTPaHMICHHBIN
yauBepcureT, 2011 JOCTYII ISt
3aperuCTPUPOBAHHBIX
T10JIb30BareNnen
JI1.2 | Mumryposa U. B. MeHePKMEHT B TOCTHHUYHO-TYPUCTHYECKOM Pocros w//1: 3n-Bo PI'OY 52
omsHece: yueb. mocodue (PUHX), 2017
JI1.3 [ Oxotuna H. M. CepBucHas 1eSTETBHOCTE: Y4eOHOE oco0me Homkap-Ona: https://biblioclub.ru/inde
IToBoJDKCKUiT x.php?
TOCY/IapCTBEHHBIH page=book&id=459497
TEXHOJIOTHYECKUI HEOIPAHUICHHDIH
yHuBepcurer, 2016 JIOCTYTI JUISt
3apEeruCTPUPOBAHHBIX
0JIb30BaTeNei
JI1.4 | Oxoruna H. M. Cepsuconorus: yaebHoe nmocodue Womkap-Ona: https://biblioclub.ru/inde
IToBomkcKuUit X.php?
FOCY}IapCTBeHHLIﬁ page=book&1d=483707
TeXHOJIOTUYECKHiA HEOTPAHUICHHBIH
yHuBepcurer, 2017 AOCTYI U
3apEruCTPUPOBAHHBIX
T10JIb30Barenen
JI1.5 [Manbmuna, H. A., CepBHCOIOTHS: TOTPEOHOCTH YeNIOBEKa: yueOHOE Mocksa: [lamxos u K, At https://www.iprbooksho
Epmakoga, H. 1. mocobue s GakanaBpoB ITu Op Menua, 2019 p-ru/83145.html
HEOrpaHUYEHHBIN
JOCTYII JUTst
3aperuCTPUPOBAHHBIX
T10JIb30BaTeNnen
JI1.6 | Pynenxo, JI. JI. CepBuCHas eATEIBHOCTD: Y4eOHOe mocodue Mocksa: [lamkos u K, A https://www.iprbooksho
ITu Op Menua, 2021 p-ru/99368.html
HEOTPaHUYEHHbBIN
JOCTYII JUTst
3apEruCTPUPOBAHHBIX
T10JIb30Barenen
J1.7 Crparern4eckuii MEHEUKMEHT B COL[HATbHO- Benropox: beraropoackuii | https://biblioclub.ru/inde
KYJILTYPHOH JIEATENHHOCTH: yI€OHO-METOIMIECKOE | rOCYNapCTBEHHBIN x.php?
mnocooue WHCTUTYT UCKYCCTB U page=book&id=6 15919
KynsTypsl, 2020 HEOTPaHUYEHHBIN
JOCTYIT JUTst
3aperuCTPUPOBAHHBIX
T0JIb30Barenen
5.2. lonoJHuTEIbHAS JIUTEPATYypa
ABTODBI, 3ariaBue H3nparenscTBO, TONI Komnua-Bo
J2.1 | ®enuos B.T. KynpTypa roctuHIYHO-TYpHCTCKOTO cepBuca: yued. | Pocros v//l: ®ennkc, 2008 69
nocoGue 1yt CTYACHTOB, 00YYAIOMINXCS 110 CIIELl.
"ConHuanbHO-KyIbTYyp. CEPBUC U TypU3M" 1
"Cepsuc"
JI2.2 [Manbemmna, H. A. YesnoBek u ero NoTpeOHOCTH Caparos: By3oBckoe https://www.iprbooksho
obpasosanue, 2013 p-ru/17783.html
HEOIPaHWYCHHBIH
JOCTYIT JUTst
3aperuCTPUPOBAHHBIX
0JIb30Barenen
JI2.3 [KomnoGoga, A. E. Yenosek u ero notpedHocTH. [loTpedienue kak Caparos: CapaToBCKHIi https://www.iprbooksho
COLMATGHBIA HHCTHTYT U MpoIecc: yueOHoe rOCyIapCTBEHHBIN p-ru/76532.html
nocobne TEXHUYECKUN YHUBEPCUTET HEOTPaHIICHHBII
nmenu 10.A. T'arapuHa, JOCTyI At
9BC ACB, 2016 3apEruCTPUPOBAHHBIX

MOJIE30BaTENEH




ABTODBI, 3arnaBue H3parenscTBO, 1O Komnnu-Bo
JI2.4 | Konomnera H. A. YesoBek u ero NOTPeOHOCTH B PHIHOYHOM MOJICITH Mocksa, bepnun: Iupekt- | https:/biblioclub.ru/inde
KYJIBTYpBI: yueOHOEe ocooue Menua, 2020 x.php?
page=book&id=599892
HEOTpaHUYEHHbIN
JOCTYTI JUTS
3aperucTPUPOBAHHBIX
T0JIb30Baresnen
JI2.5 |Hosukos, B. C. MeHeKMeHT B Typu3Me: ydeOHOe mocodue Mocksa: Kaurogen, https://www.iprbooksho
MATT (], 2006 p.ru/3780.html
HEOTpaHUYEHHBIN
JOCTYII JUTst
3apErUCTPUPOBAHHBIX
T10JIb30BaTeNnen
JI2.6 | Esctpomnos, H. A., MeHEeKMEHT KauecTBa MPEANPHUITHI U Mocksa: AkaneMust https://www.iprbooksho
Kopueesa, B. M., opraHu3anuii: yuebHoe nocodue CTaHJapTU3ALHH, p-ru/44346.html
baobikun, C. B. METPOJIOTUU U HEOTpaHUYEHHbIN
ceprudukanum, 2013 AOCTyH ANt
3apETHCTPUPOBAHHBIX
T10JIb30Baresnen

5.3 IIpoeccnonaabpHbIe 6a3bI JTAHHBIX 1 HHGOPMAIIMOHHBIE CIIPABOYHbIE CHCTEMBI

NCC "KoncynprantlInroc"

HCC "Tapant"http://www.internet.garant.ru/

Ioptan oTkpeIThIX MaHHBIX PO https://data.gov.ru/

DenepanpHbIl 00pa3oBarensHbIl mopran «OxoHomuka Comuornorus MenemxMeHT» http://ecsocman.hse.ru
baza craructrueckux aanHbsix Poccrara http://www.gks.ru/

®deneparbHOE areHTCTBO MO TypHu3My https:/tourism.gov.ru/

5.4. IlepeyeHb NporpaMMHOro odecrnev4eHust

Onepanuonnas cucrema PEJI OC
LibreOffice

5.5. YueGHO-MeTOAMYEeCKHE MAaTePHAJIbI ISl CTYIeHTOB ¢ OTPAHMYEHHbIMHU BO3MOKHOCTSIMHU 30POBbSI

Ilpn HEOOXOAWMOCTH MO 3aiBICHHUIO OOYYAIOMIETOCS C OTPaHWYCHHBIMH BO3MOXHOCTSIMH 37I0pPOBBSI  y4eOHO-METOIUYECKHE
MaTepHaIbl MPEAOCTABIAIOTCA B (OpPMax, agaNTHPOBAHHBIX K OTPAHWYCHUSIM 3/0pPOBbS M BOCHpHUATHS WHpopMmarmu. [ms mmi ¢
HapyLIeHUsIMUA 3peHus: B (opMme aynuodaiina; B medarHOH (opMme yBemHUeHHBIM mIpudToM. s TUI ¢ HapyLIIEHUSIMH CIyXa: B
(opMe 3NIEKTPOHHOTO JOKYMEHTa; B IedarHoi Qopme. [lns JHIl ¢ HapymIEHHSIMH OIOPHO-ABUTATENBHOrO amnmapara: B (opme
3NIEKTPOHHOTO TOKYMEHTa; B TIeYaTHOH (opme.

6. MATEPUAJIBHO-TEXHUYECKOE OBECIIEYEHUME TUCHUIIJINHBI

ITomemienus: Ans BceX BHIOB pabOT, MPEAyCMOTPEHHBIX y4eOHBIM IUIAHOM, YKOMILJIEKTOBaHBI HEOOXOIMMOH CHElHMATU3UpOBAHHOMN
y4eOHON MeOeIbIO N TEXHUYECKUMHU CPEACTBAMH OO0YUCHUSL:

- CTOJIBI, CTYJIbS;

- IEPCOHAITBHBIA KOMITBIOTEP / HOYTOYK (IIEPEHOCHOIT);

- IPOEKTOP;

- 9KpaH / THTEePaKTHBHAS JJOCKa.

7. METOAUWYECKHE YKA3AHUA J1JIA OBYYAIOIIUXCA 110 OCBOEHHIO U CIIUITJINHBI

MCTOJII/I‘-IGCKI/IC YKazaHus 10 OCBOCHUIO JUCHHUIIIIMHBI IIPEACTABJICHBI B HpI/IJ'IO)KCHI/II/I 2K pa60‘I€f/‘I nporpamMmme JUCHUIIIIUHBI.




®OH/JI OHEHOYHbIX CPEJICTB

Ipuioxkenne 1

1 OnucaHue nokKa3saTe/ied M KpuTepreB OLleHUBAHUA KOMIIEeTEHIIUH HA Pa3/IMYHbIX
3Tanax ux ¢opMHUPOBaHMA, ONIMCAHUE HIKAJ OLleHUBAHUSA

1.1 Ilokasarenu U KpUTEPUH OLICHUBAHUS KOMITCTCHIIHIA:

3VYH, cocrasistomue [Tokazarenu Kpurepun CpencrtBa

KOMIIETEHIIUIO OLIEHUBaHU OLICHUBaHUS OLIEHUBaHMS
OIIK-2: CriocobeH  OCyIIECTBISATh OCHOBHbIE (DYHKIMM  YIpPaBICHHS  CEpBUCHOU
JIeSITEIIbHOCTBIO
3. OcCHOBBI M CYHIHOCTb | [IOUCK u cbop | momHOTa u | B3 - (sonpocwl k
CEPBHCHON JIEATEIHHOCTH. | HEOOXOIUMOMA COJEPKATEIbHOCTD sauemy)
OyHKUMUU YIpaBIEHUE, UX | IUTEpaTyphl, OTBETA; ymenne | B9 - (sonpocer x
0COOEHHOCTH B YIIPABJICHHUH | HCIIOIb30BAHHE NPUBOAKTH IpAMepS; | 2K3AMEnY)
CEpBUCHOM IEATEIbHOCTBIO. | pa3IMYHBIX 0a3 | ymeHue ggﬁecmb’
Metoapl W WHCTPYMEHTHI | JaHHBIX, I10JIb30BaThCS

o camocmosAameslbHaA

HOCTaHOBKH U | UCIIOJIb30BaHHE JIONIOJTHUTEIbHON paboma
UACHTU(DUKAIMK LEeNed U | COBPEMEHHBIX JAUTEpaTypon IPM | 03— eicel,
3aja4 yIpaBJIeHUs | ”HPOPMALIUOHHO- HOJrOTOBKE K| cumyayuonnvie
CTPYKTYPHBIMH KOMMYHHKALMOHHEIX | 3aHATHAM; sadayu,
NOJIpa3IeJICHUsIMHU TEXHOJIOTUH U | COOTBETCTBUE UTT3-
NpEANPUITHI cdepsl | 1I100aTbHBIX IPEICTABICHHON B |, .5, o0 dyanvioe
cepBuca  WMIM  JpPYrux | MHQOPMAIMOHHBIX | OTBETaX HHPOpPMALUU npaxmuseckoe
cdepax, B KOTOPBIX | PECYPCOB Matepuanam  JIeKIHH | o500
HE00X0IUMO u y4eOHOii | pr7. pepepam ¢
OCYIIIECTBJIEHUE CEPBUCHOM JUTEPATYPHI, npesenmayueti,
JESATENIBHOCTH; CYILIHOCTD U CBEICHUIM w3 | .
coJiepKaHue MH(OPMALIMOHHBIX denosas(ponesas)
IUTAHUPOBAHMUA, pecypcoB HHrepHeT; uepa
OpraHu3ali, MOTUBALIUU U 000CHOBAHHOCTb KP-kypcosas
KOOpPJIMHALIUH oOpamenuss k 0azam patoma
JeSITEIIbBHOCTH JTAHHBIX;
CTPYKTYPHBIX LIeJIEHANPaBICHHOCTh
nojipa3iesieHui moucKka U 0TOOpa;
IpeapUsATHHA (n 00BbEM BBINOIHEHHBIX
OpeNnpusITHii B 1LEJI0M) B paboThI
chepe cepBuca  W/UIHU
OCYIIECTBJIEHUSI CEPBUCHOMU
JESATEIBHOCTH;
OpUHLMIBL,  GOPMBI U
METO/IBI KOHTPOJIS
JeSITEIIbBHOCTH
peanpUsATHHA cepBHca
u/unu CEPBUCHOM
JESATEBHOCTH.
Opranuzanust "




yIpaBJIeHUE  MpolleccaMu
n TEXHOJIOTUSAMHU Ha
CEPBUCHBIX MPEIIPUATHIX

Y. IlpuMeHATh (QYHKIUH | TOUCK u cOop | mosHOTA u | B3 - (sonpocul k
yIpaBJIEHUS B CEPBUCHOM | HEOOXOAUMOU COJICPIKATCIBbHOCTD sauemy)
JIeATeIIbHOCTH JINTEPATYPHI, OTBETA; ymenne | B9 - (sonpocer x
TPEATTPUSTHSL. HCIIOJIb30BaHHUE MPUBOIUTE IPUMEPHI; oKksamey)
Hcnonp30BaTh  OCHOBHBIE | PA3JIMYHBIX 6a3 | ymenue g’;ﬁecmw
METO/IbI u IIPUEMBI | JaHHBIX, NONb30BATECH MO NS
IUIAHUPOBAHMS, HCII0JIb30BaHNE JOTONTHHTEIbHOMH paboma
OpraHu3ai, MOTUBALIMU U | COBPEMEHHBIX JIUTEpaTypon IPH | 03— eicel,
KOOpJUHALNH UH(pOPMAIMOHHO- IIOJIrOTOBKE K| cumyayuonnvie
JeSITEIbBHOCTH KOMMYHMKAIIMOHHBIX | 3aHATHUSM; sadauu,
IIPENITPUATHH TEXHOJIOTUH U | COOTBETCTBUE UIT3-
(moapazneneHuii) IJ100aJIbHBIX NPEACTABICHHOH B |, . 5, o0 dyanshoe
IIPEIITPUATHH cdepsl | UHQOPMAIIMOHHBIX | OTBETaX MH(OpMaIUK npakmuseckoe
cepBHca  WIM  JPYTHX | PECYPCOB MatepuanaM JCKLHH | 450000
chepax, B KOTOPBIX u y4eOHOii | pr7. pedepam ¢
HE0OXO0IMMO JUTEPATYPHI, npesenmayuet,
OCYILIECTBIICHUE CEPBUCHOMN CBEICHUIM w3 | .
JeSITEIbHOCTH UH(POPMALIMOHHBIX denosas(poresas)
Pa3pabaTbIBaTh U pecypcoB HMHrepHeT; uepa
PUMEHSITh CEpBHCHBIE 000CHOBAHHOCTb KP-kypcosas
TEXHOJOTHMIl B Ipolecce oOpamieHuss kK 0Oa3am padom
OCYIIIECTBJICHUSI CEPBUCHOM JTAaHHBIX;
JEATEIIBHOCTH, C Y4ETOM LIEJIEHAIIPABJIEHHOCTD
TpeOoBaHull moTpeduTenen moucka U 0TOOpAa;
B COBPEMEHHBIX yCIIOBHI. 00BbEM BBINOIHEHHBIX

paboThl
B. Nwmeer HAaBBIKH | IIOMCK u cOop | mosmHOTA u | B3 - (6onpocwr k
NPUMEHEHHUS CHCTEMHOTIO, | He0OOXO0IMMOM COJIepIKAaTEIbHOCTD sauemy)
IIPOLIECCHOTO U | IUTEpaTyphl, OTBETA; ymenue | B9 - (sonpocer x
CHTYaI[MOHHOTO IOJX0JIa B | HCIIOJIb30BaHUE TIPUBOIUTH TIpUMepBL; | 2K3aMeny)
ynpasiaeHud. Mcnonb3yeT | pa3ianyuHbIX 6a3 | ymeHue ggfecmbl
OpUEeMbl U METOABl  JUIS | JAHHBIX, T10JIb30BaThCA CAMOCTOAMeTb NS
pa3paboTKH, OpraHU3aLUH | UCTIOJIb30BAaHHE JIOTIOTHUTEIbHON paboma
U YIpaBJIEHUS MPOLECCaMH | COBPEMEHHBIX JAUTEepaTypon PH | 03— ericel,
cepBHca C LEJbI0 | UH(OPMAIIMOHHO- MIOATOTOBKE K| cumyayuonnvie
CO3JaHMSI  ONTHUMAJbHBIX | KOMMYHHUKAIIMOHHBIX | 3aHATHUSIM; sadauu,
yCIIOBUM CEPBHUCHOM | TEXHOJIOTUM U | COOTBETCTBUE HUIT3-
JeSITEIIbBHOCTH Ha | I100abHBIX IPCJCTAaBICHHON B |, 5 o0 dyanshoe
OPEANpUSTHA ; HaBBIKAMH | MHQOPMAIIMOHHBIX | OTBETaX HHPOPMALIUU npaxmuseckoe
MOCTAHOBKHU LI U 3a/1a4 | pecypcoB MaTepuanam JCKUMH | oo 500
[IPaKTUYECKON 5 y4eOHOii | pr7. pepepam ¢
JeSITEIIbBHOCTH JUTEPaTyphl, npesenmayuer,
CTPYKTYPHBIX CBEICHUIM u3
Nopa3IeJICHNI MH(pOPMaLMOHHBIX
IPEANPUITUI cepsl pecypcoB HHTepHeT;




CEpBUCA; METOJaMH n
npueMaM IMJIaHUPOBAHUA,
OpraHu3anuv, MOTUBAIlUU U

KOOPIUHAIINH
JESITeIIbHOCTH
CTPYKTYPHBIX
nopa3ieIeHUM
HIPEANPUITUI (n
OpEeNNpUsITHii B 1LEJIOM) B
chepe cepBuca  W/UIHU
OCYIIIECTBIICHUS] CEPBUCHOI
JESITEIIbHOCTH; HaBBIKaMU
OCYIIECTBIICHUSI KOHTPOJIS
JESTSIIbHOCTH
NPEANPUATHI
(mompazneneHuin)
IpeNPUATHIA cdepbl
cepBHCa WU  JAPYTUX
chepax, B KOTOPBIX
HE00X0UMO
OCYIIIECTBIICHUE CEPBUCHOM
JESITCIIbHOCTH

000CHOBAHHOCTb
oOpameHuss k 0azam
JTAHHBIX;
I[EeJICHANIPABICHHOCTh
MOMCKa MW 0OTOOpa;
00bEM BBIITOJTHECHHBIX
paboThl

HH-
oenosas(ponesas)
uepa
KP-xypcosas
pabom

OIIK-3: Cnocoben obecrieunBaTh TpeOyemMoe KaueCTBO OKa3aHUs yCIyr B

PO EeCCHOHAIBHON e TEIHHOCTH

n3bpaHHol chepe

3. Teopernueckue u
HpaKTH‘-IeCKI/Ie ACIICKThI
OIIEHKH KayecTBa
OKa3aHHs YCIyr B CEpPBHCE
Ha OCHOBE
KJ'II/IGHTOOpI/IeHTI/IpOBaHHBIX
TEXHOJIOTHIA; OCHOBHEIE
ITIOJIOKCHUSA U HpI/IHIII/IHI)I
obecnieyeHus KayecTBa
MPOIIECCOB OKa3aHUs YCIIyT
Ha OCHOBE MEXTYHAPOTHBIX

u HallMOHATBHBIX
CTaHJapTOB; OCHOBHBIE
OpUHLMIBL,  GOPMBI U
METO/IbI
GYHKIIMOHUPOBAHUS
CUCTEMBI obecrieyeHus
3asIBJICHHOTO YpOBHS
KauecTBa

ycnyr.Ilokazatenu OLeHKH
KauecTBa, a TaKKe METOJbI,
WHCTPYMEHTHI K
OCYIIIECTBIICHUIO
JUAarHOCTHUKA W KOHTPOJIA
KauecTBa MIPOLIECCOB
CepBHCa.

MOMCK u
HE00X 0 TUMOI
JTUTEPATYPHI,
HCIIOJIE30BaHKE
Pa3IMYHBIX
JIAHHBIX,
HCIIOJIb30BAHKE
COBPEMEHHBIX
UH(pOpPMAaIMOHHO-
KOMMYHHKAITHOHHBIX
TEXHOJOT Ui u
ri100aJIbHBIX
MH(OPMALIMOHHBIX

pecypcoB

coop

0a3

II0JIHOTA "
COJZIEPIKATENBHOCTD
OTBETA; yMEHHUE
MIPUBOJUTH NIPUMEPBI;
yMeHue

MIOJIB30BAThCSA
JOTIOJIHUTEIbHOU
JUTEPATYPOU npu
IIOATOTOBKE K
3aHATHUSAM;
COOTBETCTBHUE

MpPEJCTABICHHON B
oTBeTax UH(OpMaIIH
MaTepHuagaM JICKIHH
u yueOHOM
JUTEPATYPHI,
CBEICHHSIM
WH(POPMAITMOHHBIX
pecypcoB HuTepHerT;
000CHOBAaHHOCTh
oOpamenuss k 0azam
JTAHHBIX;
IeJICHAPaBICHHOCTh
nmoucka u  oTOOpa;
00bEeM BBITTOJTHEHHBIX
paboThI

n3

B3 - (sonpocwr k
3ayemy)

B2 - (sonpocwr k
IK3AMEHY)
T-mecmoi

CP-
camocmosmenvHas
paboma

C3 -  keiicul,
cumyayuoHHvle
3a0auu,

HII3-
UHOUBUOYATILHOE
npakmuyeckoe
3a0anue,

PII- pegpepam c
npeszenmayuetl,
HH-
Oenosas(ponesas)
uepa)
KP-xypcosas
pabom




Y. OpranuzoBbIBaTh U | HOUCK u cOop | moaHOTA u | B3 - (sonpocwi k
NPOBOJIUTH  JUArHOCTHKY | HEOOXOIMMOM COICPIKATCIbHOCTD sauemy)

00BEKTOB CEepBHCA, a TAKXKE | IUTEPATYyPHI, OTBETA; ymenue | B - (sonpocer Kk
OCYIIECTBIIATH  KOHTPOJIb | HCIIOIBb30BAHHE I[PUBOJUTH PUMEpSL; | 2K3AMENnY)
KayecTBa pa3IUYHbIX 6a3 | ymenue g’;ﬁecm o
IIPEIOCTABISEMBIX YCIYT B | JAHHBIX, 10JIb30BaThCs CANOCTOAMeT NS
chepe CEepBHUCA. | HCIIOJIb30BaHHE JIONOJIHUTEIBbHON paboma
Obecneunts  TpeOyeMoe | COBpEeMEHHBIX JUTEpaTypon pH | 03— eicel,
Ka4eCcTBO IIPOLIECCOB | UHPOPMALIMOHHO- HOJrOTOBKE K| cumyayuonnvie
OKa3aHHUs YCIIYT B CEPBUCE B | KOMMYHHMKAIIMOHHBIX | 3aHATHUSM; sadauu,
COOTBETCTBUU C | TEXHOJIOTUH U | COOTBETCTBHE UIT3-
MEX1YHapOAHBIMU U | I100aJIbHBIX IPCACTABICHHOH B |, 5 o0 dyanshoe
HallMOHAJIbHBIMU MHGOPMALIMOHHBIX | OTBeTax MH(opMauu npaxmuseckoe
CTaHJapTaMH; IPUMEHSTH | PECYPCOB MatepuaiaM JCKLHH | 45000
COBpPEMEHHbBIE METO/1bI U y4eOHOii | pr7. pepepam ¢
OLICHKM Ka4eCTBa OKa3aHMs JUTEPATYpHL, npesenmayuet,
ycayr c y4eToM CBEJICHUSIM w3 |
KJIMEHTOOPUEHTUPOBAHHBIX UH(POPMALIMOHHBIX denosas(ponesas)
TEXHOJIOTUH;  MPUMEHSAThH pecypcoB HMHTepHeT; uepa
MEXIyHApOIHbIC u 000CHOBaHHOCTE KP-kypcosas
HallMOHAJIbHbIE CTaHJAPTHI oOpamieHuss kK 0Oa3am padom

B IeIAX  oOecreyeHust JIAHHBIX

Ka4yecTBa IIPOLIECCOB 1eJIeHANpPaBIEHHOCTh

OKa3aHUsl yCIyT CEpBUCHOMI noucka u 0TOOpa;

OpraHu3aluy; 00bEM BBIMOJTHEHHBIX

HCII0JIb30BaTh METO/IbI paboThI

yIpaBJIeHUs] KayeCTBOM B

LEJsIX o0ecrnieueHus

HE00X0IMMOT0 YPOBHS

(GYHKIIMOHUPOBAHUS

POIIECCOB 00CTYKMBAHUS

B. HasrikamMu oOKa3aHHA | IOUCK u cOop | moHOTA u | B3 - (sonpocsi k
OKa3aHMe ycayr B | HEOOXOMMOI COJICPIKATCIBbHOCTD sauemy)
COOTBETCTBUU C | IUTEPATYPHI, OTBETA, ymenne | B9 - (sonpocer x
3asBJICHHBIM Ka4eCTBOM, a | HCIOJI30BaHHUE NPUBOIHTH TIpHMepsr; | 2KIdMeny)

TaKK€  OLIEHKM KauecTBa | pa3jIMyYHbIX 0a3 | ymeHue ggfecm o
OKa3aHUs YCIYI Ha OCHOBE | JaHHBIX, NONb30BaThCA CAMOCTOAMETbHA
KINEHTOOPUEHTHPOBAHHEIX | HCIIONb30BAHHE JOTONHUTENbHOH paboma
TEXHOJIOTH; HaBBIKAMU | COBPEMEHHBIX JIUTEpaTypon P | '3 ericel,
OLICHKH KayecTBa | MH(HOPMALIMOHHO- MO/ATOTOBKE K| cumyayuonnvie
IPOIIECCOB OOCTYXMBaHHS | KOMMYHUKALIMOHHBIX | 3aHATHM; sadauu,

u pa3paboTKH | TEXHOJIOTUI U | COOTBETCTBUE UTT3-
peKOMEeHJaluil 1O  €ro | rIo0anbHBIX IPCACTABICHHOH B |, 5 o0 dyanvioe
MPUBEICHUIO MH(OPMALIMOHHBIX OTBeTax UH(OpMAINH npaxmuseckoe
COOTBETCTBUU C | pecypcoB Matepuanam JCKIUHH | 50500
MEX1yHApOAHBIMU u u y4eOHoH | pry. pedhepam ¢
HaIlMOHAJIbHBIMU JUTEPATYPHI, npesenmayueti,
CTaHJapTaMH;  HaBbIKAMU CBEICHUSIM w3 |

paboThI C MH(POPMAIMOHHBIX denosas(poresas)
JOKYMEHTAIUOHHBIM pecypcos UHTepHeT; |, 2pa
o0ecrieyeHueM  CHUCTEMBI 000CHOBaHHOCTb KP-kypcosas
YIPaBJICHUS KaueCTBOM obOpameHust Kk 06azam

pabom




YCIyr, OIIITOM JaHHBIX,

NPUMEHEHUS METOJOB U LeJICHANIPaBIECHHOCTh
MHCTPYMEHTOB o nmoucka U  0TOOpAa;
OCYILIECTBIICHUIO 3a 00BEM BBIIOTHCHHBIX
KOHTPOJIEM KayecTBa B paboThI

IpoLecce OKa3aHUsl yCIyT U
NeATEIILHOCTH CEPBHUCHOTO
OPEINPUSTHS

1.2 lIIxanbl OLlEHUBAHUA:

Texymuii KOHTPOJb YCIIEBAEMOCTH W MPOMEKYTOYHASI aTTECTAllUsl OCYIIECTBISICTCS B
paMKax HaKOIMUTEJIbHON OATbHO-peUTHHTOBOM crcTembl B 100-0aubHOM 1IKae:

3aver:

50-100 6amnoB (3auer)

0-49 GamnoB (He3auer)

JK3aMeH:

84-100 6ayoB (OLIEHKA «OTIMYHO)

67-83 6ayuIoB (OIIEHKA «XOPOIIO»)

50-66 6amIoB (OIIEHKA «YIOBIETBOPUTEIHLHO)
0-49 6anoB (OLIEHKa «HEYOBIETBOPUTEIHLHO).

2 TunoBbie KOHTPOJILHBIE 3aJaHUsI WJIN HHbIE MaTepHaJibl, HEO0X0AUMbIe AJIA OLeHKH
3HAHUM, YMEHMI, HABbIKOB U (MJIM) ONbITA AeATEe/JbHOCTH, XapaKTePU3YIILIHUX 3Talbl
dopmupoBaHUsI KOMIETEHIMI B MpPOLeCcCe OCBOEHUA 060pa30BaTe/IbHOM NPOrpaMMbl

BOITPOCHI
2 cemecTp
K 3a4eTy MO0 JHCHMILJIHNHE «YpPaBJIieHHe CePBUCHOM 1esITeIbHOCTBIO»:
1. JlaiiTe mnoHATHE cepBUCA U €ro OCHOBHbIE (YHKIMHU. OOBIACHUTE NPUHIMIIBI
COBPEMEHHOT'0 CepBHCa.
2. PackpoiiTe nonsTue cepBuc Kak GOpPMbI YETOBEUECKON JESITETbHOCTH.
3. PackpoiiTe noHsTHe cepBUca Kak croco0 yI0BIETBOPEHUS TOTPEOHOCTEM.
4. PackpoiiTe nmoHsiTHe cepBUca Kak OCHOBHas (popMa OKa3aHHs yCIYT.
5. JlaiiTe TOHATHE «CEPBUCHAS JEATEIHHOCTH»: TOHSATHE W BHUIBL. Bbienute oObEKTH |
CYyOBEKTBI CEPBUCHOM JESITETHHOCTH.
6. Brienure oTUUMTENBHBIC TPU3HAKU CEPBUCHON NESITETHHOCTH HA OCHOBE CYOBEKTHO-
CYOBEKTHBIX OTHOLICHHUH.
7. PackpoiiTe MeTobl ¥ MPUHLIUIIBI CEPBUCHOM JI€ATEIEHOCTH.
8. PackpoiiTe KynbTypy CEpBHCHOH JESITEIBHOCTH KaK CJIO0XHOE, MHOTOKOMIIOHEHTHOE
MIOHSITHE.
9. Jaiite nonsitue ceprl cepuca. Packpoiite ocobeHHOCTH cdhepbl cepBuca (YCIyT).
10. Packpoiite GpyHkiuu chepst yciyr.
11. Packpoiite nmoHsATHE «ycayra» Kak crenuduyecKoro MpoayKkTa CEpBUCHOMN e TEIHHOCTH.
Packpoiite 0011yro K1acCH(PUKAIMIO YCITYT.
12. PackpoiiTe oTanunTeNbHbIe 0COOCHHOCTH YCIYTH.
13. OObsicHUTEe  KIacCU(UKALMIO  YCIYT 1O OPUHIUIY  BEIIECTBEHHOCTH WU

HEBEeIECTBEHHOCTHU. Packpoiite kmaccudukanmio ycayr no K. JlaBmoky.



14. Packpoiite MHpOBYIO MpaKTHKY Ki1acCHU(pUKAIUSA YCIYT.

15. IIponeMOHCTPUPYHTE aITOPUTM BO3HUKHOBEHUS HOBOM YCIIYTH.

16. Packpoiite cTagnu )KU3HEHHOTO [UKJIA YCIYTH ¥ UX OCOOCHHOCTH.

17. Packpolite HOMEHKJIATypa I0Ka3aTeaed KayeCTBa yCIYT U UX XapaKTEPUCTUKHU.

18. PackpoiiTe moHATHE «Ka4eCTBO YCIYTHW» U Ka4eCTBO YCIYTH C MO3UIMU NOTPEOUTEIIS.
OTHOCHUTENIBHOE KaueCTBO.

19. PackpoiiTe 3HaueHue cTaHAapTU3alKs B YIPABIECHUH KaYECTBOM YCIyTH.

20. Packpoiite 3HaueHHE cepTU(UKAIIMN B YIIPABICHUH KAYECTBOM YCIYTH.

17. Packpotite monsitue «oOcaykuBanuey. CTaHaapThl 1 GOPMbI OOCTY)KUBAHHUS.

18. [lepeuncnure u packpoiiTe mporpeccuBHbIC (OPMBI OOCTYKUBAHHSL.

19. PackpoiiTe 3HaueHHMe KyabTypa CepBHCAa M KyJIbTypa OOCITY)KUBAaHHS B CEPBHUCHOU
JESTEIIbHOCTH.

20. PackpoiiTe MOHATHE «KOHTAKTHOW 30HBI», 0COOCHHOCTH KYJIbTYpBI OOIIECHUST paOOTHHKA
KOHTAKTHOM 30HBI.

21. Ilepeuncaure u packpoiite kiaaccu(puKauio NpeaArpUsITUl cepBUca.

22. OOBscHUTE CYIIHOCTHBIE 0COOEHHOCTH BCEX BUJIOB CEPBHCHOM OpraHU3aLuy.

23. OOBscHUTE OCHOBHBIE TPUHLIUIIBI CTAHOBIICHUS IPEANPUATHH, GUPMBI B chepe cepBHca.
24, Packpoiite ocHOBHBIe ycnoBus — 3(QeKTHBHOrO (YHKIMOHUPOBAHUS (310POBBS)
CEPBUCHOM OpraHU3aLAH.

25. OObsicHUTE 3HaYEHHE peNyTaluy, UMHJIKa IPEANPUATUS, OpraHu3aluu cepsbl cepBUca.
26. PackpoiiTe 3HaueHIE TIEpCOHAT CEPBUCHON opranu3anuu. Pabora ¢ mepcoHaiom chepsl
cepBuca.

217. OOBbsicHUTE 3HAYEHHME JTMYHOCTHOTO MOTEHLMANIa COTPYJHHKA CEPBUCHOM OpraHU3aIlUH.
OO6ocHyiiTe 3HaYeHNE NPeAbABIsIEMbIX TPEOOBAaHUI K TEPCOHATY Cephl cepBUCa.

28. Packpoiite 3HaueHUE KyapTypa A€ATEIbHOCTH NIEPCOHANIA  CEPBUCHOW OpraHU3aliy.
29. PackpoiiTe mnoHATHE «OBEJIEHUE MOTPEOUTEIIS» U 3HaYSHNE TUIIOJIOTMH TOTPEeOUTEN B
IPOLIECCE CEepBUCA.

30. Onummre U IpOAEMOHCTPUPYHTE 3TaIbl B3aUMOIEUCTBUS C IOTPEOUTETIEM B Ipoliecce
00CITy>)KMBaHUS.

31. Packpoiite Tunonoruto norpeduTeneld CEpBUCHBIX YCIYT MO COLUAIbHO- KYJIbTYPHBIM
XapaKTEpUCTHKAM.

32. Beienure oTanuuTeNnbHble IPU3HAKK OTPEOUTENEH 110 COLMAIBHO — IeMOrpaduIecKuM
XapaKTEPUCTHKAM .

33. Boiienure oTauunTeNbHBIE IPU3HAKY TOBEACHUS TOTPEOUTENEH YCIIYT MO COLUAIBHO —
MICUXOJIOTHYECKUM XapaKTePUCTHKAM.

34. Packpoiite mnpaBa notpeduteneidl Mo MEXAYHAPOIHBIM JOKYMEHTaM.

35. OObsicHUTE 3HAaUY€HHWE HOPMATHBHO — IPABOBbIE OTHOLIEHHWH, periiaMeHTUPYIOIINX
OTHOLIEHUsI B cpepe OKazaHUS yCIYT.

36. Packpoiite u 000cHy#iTe 3HaUeHNE BHEAPEHNI NHHOBAIIMIT 1 HOBBIX BUOB YCIIYT.

37. Briienure ocHOBHbIE TEHAECHIIMH Pa3BUTHS cepbl cepBHCa

Kpurepun onenuBanus:

OLleHKM  «3auTeHO»  3aCHyKMBAae€T  CTYIEHT, OOHApyKUBIIMH  BCECTOPOHHEE,
cUcTeMaTHYeckoe M TIIyOOKOoe 3HaHME Y4eOHOro M HOPMATHBHOTO MarepHaja, yYMEHOIIUi
CBOOOJHO BBINOJIHAThH 3aJaHMsl, NPEAYCMOTPEHHBbIE MPOTrPaMMON, YCBOMBIIMI OCHOBHYIO M
3HAKOMBIN C TOTIOJIHUTEIBLHON JINTepaTypoil, peKOMEH10BaHHOH Kadenpoi.



Taxke OIEHKAa «3a4TEHO» BBICTABJIACTCS CTYACHTAM, OOHAPYXHBIIUM TOJHOE 3HAHHUEC
y4eOHOTO MaTepHalia, YCIEIIHO BBIMONHSIONIMM IPEIYCMOTPEHHBIE B TPOTpaMMe 3aaHHs,
YCBOMBIIIMM OCHOBHYIO JIUTEpaTypy, PEKOMEHIOBAHHYIO Kadeapoi, IeMOHCTPHUPYIOIIHE
CHUCTEMaTHUYECKUI XapaKTep 3HaHWH 10 JUCHIUIUIMHE W CHOCOOHBIE K MX CaMOCTOSTEIBHOMY
MOTIOJTHCHUIO ¥ OOHOBJICHHIO B XOJIe JaJIbHEWIe ydeOHOH paboThl M MpodeCcCHOHATHHON
NeSITETTHHOCTH.

Hakonern, omeHKOW «3a4T€HO» OILIEHWBAIOTCS OTBETHI CTYACHTOB, MOKA3aBIINX 3HAHHE
OCHOBHOTO y4eOHOro Marepuana B oObeMe, HeOOXOIMMOM s JajbHEWIIeld ydeObl U B
npeiacTosimell  pabore 1O  Tpodeccuu, CHPABISIONIUXCS C  BBINOJHEHUEM  3aJIaHuM,
NPEIYCMOTPEHHBIX MPOrPAMMOM, HO JOIMYCTHBIIUM IOTPEITHOCTH B OTBETE HA SK3aMEHE U TPHU
BBITIOJTHCHUH KOHTPOJIBHBIX 3aJlaHUl, HE HOCANINE MNPHHIMIIUAIBLHOTO XapakTepa, Koraa
YCTAHOBJIEHO, YTO CTYJCHT 00J1a1aeT HEOOXOAMMBIMU 3HAHUSIMU JUIS MIOCIIAYIOIIETO YCTPAaHCHHUS
YKa3aHHBIX MOTPEIIHOCTEH MO/I PYKOBOJICTBOM IIPEIO1aBaTerIs.

O1eHKa «HE3aYTCHO» BBICTABISCTCS CTYJCHTaM, OOHAPYXHBIIUM TPOOEThl B 3HAHUIX
OCHOBHOTO Y4eOHOTO Marepualia, JOMYCKAIOIIMM MPUHIMITHAIBHBIC OIMUOKU B BBITOJHCHUU
NPEIYCMOTPEHHBIX TpOrpaMMoil 3anaHuid. Takoil OIEHKH 3aciy)KHBAIOT OTBETHI CTYIICHTOB,
HOCSIIIINE HECHCTEMAaTU3UPOBAHHBIN, OTPBIBOYHEIH, TOBEPXHOCTHEIN XapaKTep, KOTJa CTYACHT He
MIOHMMAET CYIIECTBA M3JIaraeMbIX UM BOIIPOCOB, YTO CBUJCTEIBCTBYET O TOM, YTO CTYACHT HE
MOJKET JaJIbIIIe IPOI0HKATh 00YUEeHNE WIIM TIPUCTYIIATh K TPO()EeCCHOHAIBHOM e TEIIbHOCTH 0e3
JIOTIOJTHUTEIIbHBIX 3aHATHIA MO0 COOTBETCTBYIOIICH TUCIIMILIMHE

BOIIPOCHI
3 cemecTp
K 9K3aMeHY 110 JUCHHUILINHE «YTIpaBJieHHe CePBUCHOM 1eATeJIbHOCTBIOM:
1. Packpoiite cyOBbeKThl 1 OOBEKTHI B YIPAaBIE€HUU CEPBUCHBIM TPEANPUATUEM.
2. packpoiiTe (pakTopbl BHELUIHEH U BHYTPEHHEN Cpeibl, BO3ACHCTBYIOIINE HA JESITEIbHOCTD
OpraHH3alHy.
3. Onummure CUTYyalMOHHBIN, CHCTEMHBIA U IIPOLIECCHBIN ITOXO/IbI YIIPABICHUS.
4. Buapl ynpaBineHUECKUX PELICHUH U METOJIbI UX Pa3pabOTKu.
5. daitte nonsiTue «yciyray. PackpoiTe kiaccuukanuo yciyr.
6. [TonsiTue u CyniHOCTh MEHEIKMEHTa. Buabl 1 pyHKIIMHM MEHEI)KMEHTA.
7. Packpoiite criennpuKy yrnpaBieHUs B YCIOBHUSAX CEPBUCHON IKOHOMHUKHU
8. OOBsiCHHTE OCHOBHBIE TPUHITUIIB CTAHOBIICHHS U YIIPABIICHHS MIPEIIPUATHI B cdepe
cepBHca.
9. Packpoiite ocHOBHbIE ycl0BHS 3P (HEKTUBHOTO (PYHKIIMOHUPOBAHUS (30POBbsI) CEPBUCHOM
OpraHM3alIiHy.
10. O0bscHUTE 3HAYCHHE PEMyTaIlH, UMHKA IPENPUATHS, OpraHu3aluu cepsl cepBuca.
11. PackpoiiTe ¢ppanyaiizunra kak ¢popma yrnpaBieHHs] CEPBUCHBIM MTPENPUITHEM
12. PackpoiiTe 0coOeHHOCTH ceTeBOro OM3Heca B yIpaBiIeHUH WHIYCTPUM FOCTEIPUUMCTBA U
TypHU3Ma.
13. Coneprxanue, BUABI M IPUHIUIBI [UIAHUPOBAHMUSL.
14. Ctparernueckoe IIaHUPOBAHUE B YIIPABICHUH NIPEATIPUATUSIMHI CEPBHUCA.
15.0mnpenenenue MUCCHH U BBIOOP KOHIEMIIUY MPEANIPHUITHS CepBUCa
16. TpeGoBaHbs, MpeIbABISIEMbIE K LEIAM NPEANPUATHS B cepe cepBuca.
17. LlenTpanu3anus U JeleHTpaIu3alys yIpaBIeHus
18. [IenerupoBaHue MOJTHOMOYUN U OTBETCTBEHHOCTH B YIIPaBJIECHUH
19. IToHsiTHE W BUABI OPTAHU3AIMOHHBIX CTPYKTYP YIPaBICHUS



20. Opranu3anMOHHBIE CTPYKTYPBI Ha IPEANPUATUAX UHyCTPUU T'OCTEIPUUMCTBA U TypU3Ma U
uX 3PPEKTUBHOCTD.

21. MotuBanus kaKk (GyHKIUsS ynpaBieHus. Buapl ctumynrpoBanus

22. OcCOOCHHOCTH CTUMYJIHPOBAHUS B cpepe cepBHca.

23. IlonsaTue u BuAbl KOHTPOJsA. DyHKIMN KOHTPOJIS.

24. Opranu3zanusi KOHTpOJII KadecTBa YCIYT U 00CIyKUBaHUs HA MPEANPUATUAX UHAYCTPUU
rOCTEIPUUMCTBA U TypU3Ma.

25. Opranu3zanus KOHTPOJIA 3a ACSTEIbHOCTD IEPCOHANA HA IPEAIPUATHSIX CEPBHCA.

26. PackpoiiTe MOHITHE «Ka4eCTBO YCIYTU» U Ka4eCTBO YCIYIH € MO3ULUU OTPEOUTEIS.
OTHOCHTEIBHOE KaYECTBO.

27. Kakue cuctemMbl Ka4yecTBa YCIIYT UCIIOJIb3YIOTCA JUIsl OLIEHKU IPEAIPUATHS HHAYCTPUU
roCTENPUMMCTBA U TypU3Ma.

28. PackpbITh METO/IbI U3MEPEHUS KaUeCTBA 00CTYKUBAHUS.

29. PackpoiiTe METO/Ibl yIIpaBJIeHUs UX KJIACCU(PUKALIUIO.

30. OnuiuTe CTUIN YIPABICHUS U X KJIaccuUKaIus.

31. Baacte, BusiHME U TMIEPCTBO B YIIPABICHUH [IEPCOHAIIOM IIPEIIPUITHS.

32. Yro Takoe KOHKYPEHILIHS U KOHKYPEHTOCIIOCOOHOCTh MPEANPUITUS B UHLyCTPUU
roCTENPUUMCTBA U Typu3Ma?

31. OxapakTepu3yiiTe MATh KOHKYPEHTHBIX cocTaBistomux (cui) M. Iloprepa (Ha nmpumepe
CEPBHUCHOIO IIPEIPUITHS).

32. PackpoiiTe METO/IbI aHAJIN3a MAapKETUHIOBBIX BO3MOKHOCTEH U Ipouecc GopMUpOBaHUS
MapKETUHIOBOM CTPaTEruy CEPBUCHOTO MPEAIPUATHUS.

33. Packpoiite u 0o00cHyliTe 3HaU€HNE BHEAPEHNI NHHOBAIIMIT 1 HOBBIX BU/IOB YCIIYT.

34. Beiienure OCHOBHbIE TEHACHIIMH Pa3BUTHS c(epbl HHAYCTPUU TOCTEIPUUMCTBA U TYpU3Ma
B COBPEMEHHBIX yCIIOBHSX.

Kpurepun onenuBanus:

e omeHka «ommuHO» (84-100 OayioB) BBICTABISICTCS, €CJIM HW3JIOKCHHBIM  Marepual
dakTUyecKu BepeH, Halu4he TIyOOKUX HCUEPHBIBAIOIIMX 3HAHUH B 00bEeMe MPOMIEHHOM
MPOrpaMMbl JAUCIMILIAHBI B COOTBETCTBHUHU C IOCTABJICHHBIMHU IMPOTPAMMOMN Kypca TEISIMH U
3alayaMu 0Oy4YeHUsl; paBUIIbHbIC, YBEPEHHBIE JEHCTBHS MO MPUMEHEHHUIO TOMyUYEeHHBIX 3HAHUIA
Ha MPAKTHUKE, TPAMOTHOE M JIOTHYECKH CTPOHHOE M3JI0KEHHE MaTephalia TIPH OTBETE, YCBOCHUE
OCHOBHOI ¥ 3HAKOMCTBO C JIOTIOJTHUTENHHOU TUTEPATyPOIi;
e oreHka xopoioy» (67-83 0amIoB) - HaIW4YKE TBEPAbIX W JOCTATOYHO TMOJIHBIX 3HAHUH B
o0beMe TPOUIEHHOW TMpOTrpamMMbl JUCHUIUIMHBI B COOTBETCTBHHM C IEISIMH OOydYeHUs,
MPAaBWJIbHBIC JCHCTBHSI TI0 MPUMEHEHHUIO 3HAHWIA Ha MPAKTHKE, YeTKOe HM3JIOKCHHE MaTepHala,
JIOTTYCKAIOTCS OTJENbHBIE JJOTHYECKHE U CTUIIMCTUYECKUE TTOTPEITHOCTH, 00YUarOIIUIACS YCBOMIT
OCHOBHYIO JINTEPATYPY, PEKOMEHIOBAHHYIO B pabodell mporpaMme JTUCIUTIINHBL,
e OllEeHKa «ymoBieTBopuTenbHO» (50-66 06aminoB) - HamW4We TBEPAbIX 3HAHUU B 00BeMe
MIPOMICHHOTO Kypca B COOTBETCTBUU C IEISIMH OOYUYCHHS, M3JI0KCHHE OTBETOB C OTICIBHBIMU
OIIMOKaMH, YBEPEHHO UCIIPABIEHHBIMHU TOCTIE JOMOTHUTENBHBIX BOIPOCOB; MPABUIBHBIC B [IEJIOM
JIEUCTBUSA MO MPUMEHEHUIO 3HAHUW HA MPAKTUKE;
e  OIlIEHKA «HEYIOBIETBOPUTENHHOY (0-49 GaioB) - OTBETHI HE CBSI3aHBI C BOIIPOCAMH, HAJTMYHE
rpyObIX OIMUOOK B OTBETE, HEIIOHUMAaHUE CYIITHOCTH H3JIaraeMoro BOIIPOCa, HEYMEHHUE IPUMEHSTh
3HAHMS Ha MPaKTUKE, HEYBEPEHHOCTh U HETOUHOCTh OTBETOB Ha JIOTIOJTHUTEIHHBIC U HABOSIIINE
BOTIPOCHI.
2 ceMecTp
TecT nucbMeHHBIN



o AMCHMIIJIMHE «anaBJIeHne ceancnoﬁ ACATECIbHOCTBIO»

3apanme: BoiOpameb 00uH npasuibHblil omeem

1.
a)
b)
c)

2.

a)
b)

c)

3.
a)
b)
c)

4.
a)
b)
c)

S.
a)
b)
c)

Kakmue Tpu ki1104eBbIX NOHATHS UCIIOJIB3YIOTCH NIPH ONpeAe/eHUMCcepBrca:
orpoc, NpodecCUoHaIN3M, KaueCTBO;

ycllyra, CIpoc, CIELHAIIUCT;

JEeSITeNIbHOCTD, TOTPEOHOCTH U yCIyTa.

Kakue riaaBHble (OpMBI 4YesiOBe4YeCKON JAeSiTeJIbHOCTH IO0JI0KEHbI B OCHOBY
KJIaccu(puKanuy CePBUCHOM 1eITeJIbHOCTH:

HCCJIeIOBATENbCKAS,
noTpeOuTenbcKas (I0JIb30BaTEIbCKas);
LEHHOCTHO-OPUEHTAIlMOHHAS.

K ocHOBHBIM ycJIyramM B rOCTHHHYHOM OH3Hece He OTHOCHTCS:
OpOHUpPOBaHNE HOMEPOB;

IIPUEM U pa3MEIICHNUE;

pacder mpu BEIE3JIC.

K HanpaB/ieHHI0 KOMMYHHKATHBHON CEPBUCHOM NeATEIbHOCTH MOKHOOTHECTH:
pEKIIaMHBIE YCIIYIH;

OpraHM3aIIo KOHPEpEeHIUH, BLICTABOK, IEPEroBOpoB, 001eHus B IHTEepHeTE;
[ICUXOIUATrHOCTHKY.

DaKTOpbI, He BJIUSIOLINE HA PAa3BUTHE CEPBUCHOM 1eATeIbHOCTH:

YPOBEHb Pa3BUTHSI SKOHOMUKH U XO3SIIICTBEHHAs CUCTEMA;

MopaJlb U KyJIbTypHbIE TPaJIUIIH, CIIO’KUBIINECS B JAHHOM OOIIIECTBE;
OOLIECTBEHHBIE CTPYKTYPBl:  MOJUTUYECKHE

HapTUH.

6.
a)

B 4eMm 3ak/I04aeTcsi HEOCA32€MOCTh YCJIYTH:

Ipolecc MPeJOCTaBIEHUs M TOTPEOJIEHUS YCIyr MPOTEKaeT OAHOBPEMEHHO,

NOTPEeOUTENH ABISIOTCS HENOCPEICTBEHHBIMU YYaCTHUKAaMH 3TOTO MPOIiecca;
YCIIyTH HE MOT'YT OBITh IPOTECTUPOBAHBI U OLICHEHBI IPEXKE, YEM MTOKYNATEIbUX OIJIATUT;
OHU BO MHOT'OM 3aBHCST OT KBaIU(UKaUU pabOTHUKA, €T0 MHIMBUAYATbHO-THYHOCTHBIX
4epT U HaCTPOCHHS.

b)
c)

7.

a)
b)

c)

8.
a)
b)
c)

n

Cocrosinne 4ejiOBeKa, CKJAJAbIBAIONEeCss HA OCHOBe MNPOTHBOPEYHs] MeEKIY
HMEIIIMMCH M HeoOXOAMMBbIM (MJIM TeM, 4YTO KaKeTCH 4YeJOBEKY He00X0AMMbIM) U
noody:kaaoiee ero K JesiTeJJbHOCTH 10 YCTPAHEHUIOAHHOT0 POTUBOPEYHs, ITO:

CIpoc;
MOTPEeOHOCTH;
MOTHBAIIHSL.

OTAMYUTETbHBIMH 0COOEHHOCTSMH YCJIYT SIBJISAIOTCS:
HEPa3pBIBHOCTH TPOU3BOJICTBA U TIOTPEOJICHUS YCITYTH;
HECOXPAHSIEMOCTh YCIIYT;

He3a0bIBa€MOCTh YCIIYT.

IHox meTomom um popMoii 00CTyKUBAHMS CJIeyeT IOHUMATh:
OTIpeICNIEHHBIN CIIOCO0 MPEIOCTABIICHUS YCIYT 3aKa34UKY;



b)
c)

10.
a)

npeaocTaBlieHre HHPOPMALIUU KIUEHTY;
OKa3aHHE YCIYTH KIHEHTY.

CepBI/ICHaﬂ AEATEJIBbHOCTD — 3TO:
AKTUBHOCTDb HIOIIGIZ, BCTYyIIAarOIIMX B CHGLII/I(l)I/I‘-IeCKI/Ie B3aI/IMOI[eI\/JICTBI/I$I 1o peajin3dau

06H.I€CTB€HHBIX, I'PYIIIOBBIX U HHAWUBUAYAJIIBHBIX YCIIYT,

b) yIpaBJIeHUE MIPEIIPUATHEM ChEPhI cepBUca (HapUMep, aBTOCEPBUCOM,0aHKOM);

C) HPOIYKT TPYAA, MOJIe3HbIH 3PPEKT KOTOPOro BHICTYMAET B popMe TOBapa.

11. Yciayra odJiajgaer ciaeaylomyMi Ka4ecTBAMU:

a) CIIOCOOHOCTH K XPaHEHHIO U TPAHCIIOPTHPOBKE;

b) HEOTIEIMMOCTD OT CBOETO HCTOYHHUKA,;

C) HEHM3MEHHOCTBIO KaueCcTBa.

12. K HexoMMepUecKnM ycayramM OTHOCST:

a) YCIIYTH MPEIIPUATHN TypH3Ma U OT/bIXA,

b) YCIAYTH OpraHu3aiuii 00MECTBEHHOTO TUTAHUS;

C) yCIIyTU 01arOTBOPUTEIBHBIX (DOHJIOB.

13. IleibI0 CepBUCHOI 1eATEIbHOCTH SIBJISIETCSI:

a) yIIOBJICTBOPEHHE YEIIOBEYCCKUX TIOTPEOHOCTEI;

b) UCCIIeIOBAaHKUE PHIHKA YCIIYT;

C) MIPOU3BOJICTBO yCIYT.

14. KoHTakTHOM 30H0i He ABJIAETCH:

a) 30Ha peMOHTa OBITOBOM TEXHHKH;

b) pabouee MecTo apuKMaxepa;

c) pabodee MECTO CTOMAToJIOTa.

15. Monyyenne yciayrm 0e3 JHYHOTO B3AUMOJEHCTBHS € HCHOJHHTEIEM YCJIYyTH
HA3bIBAKOT:

a) OECKOHTaKTHBIM;

b) (bopManbHbIM;

c) OeCIUTaTHBIM.

16. duznyeckne NOTPEOHOCTH ITO MOTPEOHOCTH B:

a) B OOIIIECTBEHHOM JEATEILHOCTH,

b) BO CHE;

c) B TBOpUecKkoi AeATENBHOCTH.

17. Mertoab! y1oBJIeTBOpeHNs cepoii cepBrCa YeT0BeYeCKHUX NOTPeOHOCTeN:

a) 0EeCKOHTAKTHOE 00CTy)KHBaHUE;

b) bupmMeHHOE 00CTYKUBAHUE;

C) HeopMaTbHOE 00CTy)KHBAHHE.

18. IMpouecc NpUHSITHS PellIEHUsI MOTPeOUTEIEM COCTOUT U3 CJIEAYHOIIUXCTATUI:
a) NOMCK MH(pOPMAIIH, OCO3HAHHE TIPOOJIEMBI, OlIEHKA BapUAHTOB, PEIIIEHUE OTIOKYITKE.
b) Oco3Hanue MmpoOJeMbl, TOUCK MH(OpPMAIINK, OIIEHKA BApHAHTOB, PEIICHHE OTOKYIIKE,

peaxkus Ha MOKYIIKY.

c)

peakius Ha MOKYIKY, TOMCK WH(POPMAIIMH, OCO3HAHHUE MPOOJIEMBI, PEIICHHE OMOKYIIKE,

peaxkus Ha MOKYIIKY.

19.

B npaKTuqecxoﬁ NMCUXOJOI'MHA BBIACIAKT Y€ThIPEC MECKINYHOCTHBIXPACCTOAHUSA.



HMHTHMHOE paccTosiHUE - 00IIeHHe OJM3KUX HJTH XOPOIIIO0 3HAKOMBIX JIIO/I€ii.
a) 0—45cm;

b) 45 - 120 cm;

c) 120 — 400 cm.

20. dpaHya3uHT 3TO:

a) KOMITaHMI-BJIa/Ie]Iel] U3BECTHOW TOProBOM MApKU pa3pelacT Jpyrou

b) KOMIIaHUM CTaBUTh ATy TOPrOBYIO MapKy Ha CBOXO IPOAYKLIHIO, HO IPX 3TOMIIOJIYYaEeT
PaBO KOHTPOJIS KaYeCTBA MPOAYKIIHH, TEPBOHAYATBHBIN B3HOC U IIPOLIEHT OT BAJIOBOW MPUOBLIH.;
c) KOMIIaHUA-BIIAJIENIel] U3BECTHOM TOProBOM MapKH pa3pelaeT Apyron

d) KOMIIAaHUM CTaBUTh ATy TOProBYIO MapKy Ha CBOIO IPOAYKILIMIO, HO IPU 3TOMIIOIYYaET
IIPaBO KOHTPOJISI KA4eCTBa;

e) KOMITaHMS-BJIaJIeIel] M3BECTHOM TOPrOBOM MAapKH IIPOJAET TOPrOBYHO MAapKy APYrou
KOMIIaHUH.

21. BuemHue (pakTOpbI, BJAMAIOIINE HA MOKYNATEJIbCKOE TOBeIeHUE:
a) COIIMAJIbHBIN CTATYC;

b) BBITOJ1A;

C) MOTHB.

22. XapaKTepucTuKa YCJIyr:
d)  HEOIIPE/ICIICHHOCTh KaueCTBa;

b)  Moryr HakarIMBaTHCS;
C) mepemaya COOCTBEHHOCTH.

23. XapakTepucTHKAa TOBApoOB:
a) HEOJHOPOIHOCTH;

b) WHIMBHUIYATBHOCTD;

C) 0CsI3aeMOCTb.

24. ’KecTkuii cepBuUC ITO:

a) BKJIIOYAET B ce0s BCE YCIIYTH 0 MOAJIEPKAHUIO PaOOTOCIIOCOOHOCTH,

b) 0€30TKa3HOCTH M 3a/IaHHBIX MapaMeTPOB PabOTHI (BHIMOIHEHUE HOPMATHBOB,
pErIaMeHTHPYIOLIUX BINOJIHEHHE YCIYTH);

C) BKJIIOUAET KOMILIEKC HHTEIJIEKTYaJIbHBIX YCIIYT, CBSI3aHHBIX ¢ Ooiiee 3¢ HeKTUBHON
HKCIUTyaTalei ToBapa B KOHKPETHBIX YCIOBUAX paboTHI Y

d) JAHHOTO MOTPEOUTEs, a TAKXKE C PACHIMPEHUEM CEPhI OJIE3HOCTH TOBapa JUISHETrO;
e) CEepBUC HE CBS3aH ¢ MPOJIaHHBIM TOBAapOM, OKa3aHHOM yCIIyroi, a HalleJIeH Ha

noJJIep>KaHUE XOPOIIUX B3aUMOOTHOILEHUH C MOTpeOUTENEM.

25. Pa3pa6oTka HOBBIX TOBAPOB M YCJIYI: CX0ACTBA U pa3inyusi. OCHOBHBIECXOCTBA:
a) pa3pabaTbIBatOTCA IJIs1 TOrO, YTOOBI 00ECTIeUUTh PelIeHne MPoOIeMITOKyaTes,
YIIOBJIETBOPEHHE WU BBITOJLY;

b) COOTBETCTBUE TEXHMUYESCKUM YCIIOBUSAM U CTaHIApTaM;
C) TpeOyeT MHOTHX PECYpPCOB, TAKUX KaK ChIpbe, oryhadpuKaThl, paboyas cuiian
SHEprusl.

26. Kakue U3 nepe4ucjeHHBIX YCIYT B KiIaccupuKauM, NPUHATONH Y POCCHIICKUX YUYeHBIX,
He BKJIIOYEHbI B CEPBHCHYIO J1eSITeJILHOCTh 10 c(hepam ee ocylecTBICHHUS

a) KUINITHO-KOMMYHaJIbHbIE YCIYTH;



b) HAYYHO-MCCIIEIOBATEIbCKHIE YCIYTH;
c) YCIIYTH CHCTEMBbI 00pa30BaHHUs, KYJIbTYPbI, TYPUCTCKO-IKCKYPCHOHHBIC YCIYTU

27. Kakue riaBHble GopMbI YeJI0BeYECKON esiTeJIbHOCTH MOJI0KEeHbI BOCHOBY
KjIaccu(puKan Uy CePBUCHOM 1eITeJIbHOCTH:

a) MaTepHuaIbHO-TIPeoOpa3oBaTeIbHas;
b) HCCIIeI0BATEIbCKAs,
C) notpedurenbekas (IMoIb30BaTEIbCKAS ).

28. Kakue u3 MNEPECINCJICHHBIX YCIYI peCTOpaHa OTHOCHATCH KBCIIOMOTIaTeJIbHbIM ?

a) Pe3epBupoBaHue CTOIUKOB;
b) Br130B Takcw;
c) KoHauimoHnpoBaHue BO31yXa;

29. Peksama, DJKcHmepTH3a,  TNCHXOAHATHOCTHKA,  HMHWIKMeliKepcKHe  YCJIyTH,
XY/107KeCTBEHHO-0()OPMHUTEIbCKHE YCIYTH — 3TO 00JI1aCTh CepBHCA B:

a) MaTepUaIbHO-IIPe00pa30BaTEIbLHOM NeATEeIbHOCTH;
b) MO3HABATEIBHON JIEATEIbHOCTH;
C) LIEHHOCTHO-OPHEHTALIMOHHOMN J1eATeIbHOCTH;

30. Uepapxusi noTpedHOCTEll MpeAcTaeT B BU/e JIECTHULBI U3 NATH CTyNeHel:

a) NOTPEOHOCTH B caMoOpealin3aiuy (CaMOyTBEPKICHUH ) TOTPEOHOCTh B O€30MaCHOCTH U
Onmaronony4nd, (QHU3NOIOTMYECKHE MOTPEOHOCTH, MOTPEOHOCTh B JIIOOBU (TMPHHAICKHOCTH
KOMY-J1100), TOTPeOHOCTh B YBaXKEHUU;

b) dbu3noIorNUecKre MOTPEOHOCTH, MOTPEOHOCTh B 0OE30MACHOCTH M OJAromnojaydyuu,
noTpeOHOCTH B JI0OBHU (ITPUHAIIEKHOCTH KOMY-TH00), TOTPEOHOCTD B yBaXKEHUH, TIOTPEOHOCTD B
camopeau3aluu (CaMOyTBEPKICHHUHN);

c) NoTpeOHOCTH B JIFOOBH (MPUHAAIEKHOCTH KOMY-TTH00), TOTPEOHOCTh B YBaXKEHUH,
MOTPeOHOCTH B 6€30MaCHOCTH U OJIarOMOIyYuH, TOTPEOHOCTh BCaMOpeaTu3aliu
(camoyTBepkJIeHNH), PU3HOTOTHYECKHE TOTPEOHOCTH.

31. JlokajbHOE MPOCTPAHCTBO, I/le HCIIOJTHHUTEIb YCIYTH B3aUMO/IeCTBYeT ¢
norpeduresnem, 3T0:

a) KOHTAKTHAas 30Ha;
b) 3aJ1 OXKUIaHMS;
c) KOMHAaTa IS IOCETUTEIIEH.

32. B ueM 3aKJII0YA€TCSl HECOXPAHSIEMOCTD YCJIYT:

a) TpoIIecC MPEIOCTABICHHS U MTOTPEOICHUS YCIYyT IPOTEKAET OTHOBPEMEHHO, U
HOTpe6I/ITeJ'II/I SABJIAOTCA HCIIOCPEACTBEHHBIMU YUYaCTHUKAMM 3TOI'0 ITPOLECCa;

b) YCIIYTH HE MOTYT OBITh MPOTECTUPOBAHBI M OLIEHEHBI TPEK/IC, UeM MOKYIATEIhUX
OTLIIATUT;

C) OHM BO MHOT'OM 3aBHCST OT KBaTHU(PHUKAIUU paOOTHUKA, €r0 UHINBUIYaJIbHO-
JUYHOCTHBIX YEPT U HACTPOCHHUSI.

33. OTanYUTEIbHBIMH 0COOEHHOCTSIMH YCJIYT SIBJISIIOTCS:
a) HeoCs3aeMOCTb YCIIYT;

b) Hepa3pbIBHOCTH MPOU3BOICTBA U MOTPEOICHUS YCIYTH;

C) He3a0BIBaEMOCTh YCIYT.



34. Ob6cay:xuBaHme 3TO:
a) JIeATebHOCTh UCIIOIHUTEIS IPU HEIIOCPEICTBEHHOM KOHTAKTE C MOTPEOUTENEMYCIYTH;

b) okasaHue ycayru moTpeOUTeio;
C) KOMIUIEKC Mep 110 00CTYKUBAHUIO HACCIICHUSL.

35. CepBuc — 3710:

a) 9TO 0COOBII BUJI YEIIOBEUECKOM ICSTEILHOCTH, KOTOPBIH HAIIPaBJICH HAYIOBICTBOPCHHUE
NOTPEOHOCTEN KIMEHTA IIyTEM OKa3aHUsl YCIIYT;

b) noboe MeponpHsTHE WK BBIr0/Ia, KOTOPBIE OJJHA CTOPOHA MOXKET HPEIOKHUTHAPYTOM;
C) mpeanpoaKHOE U FrapaHTUITHOE 00CTy )KUBaHHE.

36. IIpou3BoACTBEHHBbIE YCJIYTH — ITO:
a) yciuyru OaHKOB, CTPaxOBbIX KOMITAHHIA;

b) uHXUHUPHHT, 00CITY)KUBaHUE 000PY/I0BAHNUS, IU3UHT;
C) maccaXMpCKHii TPAHCIIOPT, TOPTOBIIS,, 00pa30BaHUE.

37. Ycayru mo perucTpauui TPAHCHOPTHBIX CPEACTB SIBJISIIOTCS:
a) rocyaapCTBEHHBIMH;

b) uacanbHBIMUY;
C) CMELIaHHBIMH.

38. KoHTaKkTHAd 30HA — 3TO:
a) m000¢e MecTo, IJIe MPOU3BOIUTHCS YCIyTa;

b) MecTo, rjae yciayra MOKET XpaHUThCS,
C) ompe/ereHHOEe MECTO KOHTAKTa KIIHEHTa U COTPYIHUKA CEPBUCHOMU c(ephl.

39. YcTHOE WM MUCbMEHHOE BhIPaskeHHe MPeTeH3uil MoTpeduTeSIsi M0 MOBOAY
00CJIy:KMBaHHS — ITO:

@) TIOMCK MOHMMAaHUS;

b) npussIB k coBecTH;
C) xamoba.

40. CouuanbHbie NOTPEOHOCTH 3TO MOTPeOHOCTH B:

a) B CAaMOBBIPAKCHUH;
b) B mo3nanuwu;
C) B XKHIIbE.

Kpurepun onenkn:

(15-20 6amoB) BEICTaBIISICTCS O0YYAIONIEMYCsl, €CIIM OH OTBETHII IpaBmiIbHO Ha 100-85%
3aJlaHU TecTa
(8-14 6amoB), eciu oOyuaromuiics oTBeTHI Ha 84-69% 3a1aHuii TecTa,
(5-7 6ayoB), eciu oOyuarommiicss oTBeTHI Ha 68-50% 3amaHuii Tecta
(0-5 6aoB), ecin 0OyUaroIIMiicss OTBETHI MeHee yeM Ha 50% TecTa.

Cemectp 2
CamocrosiTesbHasi padora
N0 JUCHUIINHE «YTIPaABJIeHHEe CEPBUCHOM 1eSITeIbHOCTHIO)



3ananue 1: YcTaHOBUTE COOTBETCTBUE MEXKY IMOHITUEM U ONPEIEICHUEM

Yenyea COBOKYIHOCTbh  IOJIE3HBIX CBOMCTB  YCIyTH, HEMOCPEJICTBEHHO
HampaBJICHHBIX Ha YIOBIETBOPEHHWE TOM WIM MHOW MNOTpPeOHOCTU
4eJI0BEKa

@yukyus ycaiyeu | KOHKpPETHbIE — MaTepHallbHble  JICWCTBUSA,  HaIlpaBJICHHbIE  Ha
yJIOBJICTBOPEHHE MOTPpeOHOCTEH TOTpeOUuTENsI

Ilonesnwuii abcTpakTHas, TeOpEeTUIEeCKasi MOJICNb TOTO MIJIM MHOTO BUa CEPBUCHON

Ighpexm om | NeSATENbHOCTH (BKJIIOYAET TMPaBUIO OOCIYKHMBAaHUSA, CTaHIAPTHI

yeayzu Ka4yeCTBa, TCXHOJIOTHIO OKa3aHHUs YCIIYTH)

Ilompeoumens MpeanpusaTHe, OpraHu3alys Wi IpeIpUHUMATENb, OKa3bIBAIOIINE

yeayau yCIIYTy IOTPEOUTEIIO

Hcnonnumens BOCCTAHOBJICHHE MOTPEOUTENbCKUX CBOWCTB TOBapa, CO3JaHHUE IIO

yeayeu 3aKa3y HOBOI'O HW3J€NMs, IEpEeMElIeHHe, CO3JaHue  YCIOBUMU
noTpebiieHus, o0ecrieueHrne Wil MOJAJIep:KaHue 30POBbS, TYXOBHOE
WM PU3UIECKOE PA3BUTHE JIMIHOCTH, MPOPECCHOHATBHOTO
MacTepcTBa

Pe3ynomam TPOKJAHUH, TOJY4YalOIIUi, 3aKa3bIBAOIIMK OO0  MMEIOIUH

yeayeu HaMEepeHHe MOJYUYUTh WIN 3aKa3aTh YCIYTH NI TUYHBIX HYXK]T

Hoeanvnasn HEMOCPEICTBEHHOE o0cCTyKMBaHUE HAceJIeHus, CO3JIaHHNE

yeayea KOM(MOPTHBIX YCIIOBUH KH3HEAEATEILHOCTU: B TpaHCIOPTE, B
0OIIIECTBEHHBIX MECTaX, BO BPEMSI OT/IbIXa

Peanvnasn yciyea | pe3ylnbTaT HENOCPEACTBEHHOIO B3aWMOJICHCTBUSA HCHOJIHUTENS U
noTpedurens, a Takke COOCTBEHHOU AEATEIHHOCTU UCIOJIHUTENS TI0
yJIOBJIETBOPEHHUIO NOTPEOHOCTH MOTPEOUTENS

3ananme 2: PaccMOTpeTh U MpeACTaBUTh XapaKTEPUCTHKY KiIacCU(UKALUI YCIIyT Ha KaTeropyH,

BU/IbI U TUIIBI IO Pa3IMYHBIM KpUTEPUSIM B (popme Tabaub 1.

Tabauna 1 — XapakrtepucTtuka kiaccudukanuit ycuyr

(mpunuun) Ilpumep kiaccupukauuu
ycIyr

Kpurepuit

Bun knaccuduxanyu
KJaccuukanum

1. ITo JloBnoky

2. Tlo tuny yecayr (Bugam
JESTEIIbHOCTH )

3. MarepuanbHbie U
HeMaTepHuaIbHbIE

4, OTtpacneBas
(Ipou3BOICTBEHHAS )

5. [To dhopme ommaTer
6. [IpocThie U KOMIUIEKCHBIE

3ananme 3: Pacnpenenurte B TabiuIie CleAyIONIME MPOAYKTH MO TalbiMIle B 3aBUCUMOCTU OT
COOTBETCTBUS B HUX MaT€pUAIbHON 1 HEMaTEepUAJIbHOM COCTaBIIAIONIEH: KOH(ETHI, aBTOMOOMIIb,
KOHCYJIbTAllMsl HOTapuyca, (QyrOoska, TypHUCTHYecKas YCIyra, IOCYyJOMOEYHas MalllHa,
obOpasoBarenbHas yciyra. JJomoTHUTh TabIUIly CBOMMHU TTPUMEPAMH.



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

3aganue 4: Yciayru MOXHO KJIaCCH(HUIIMPOBATH B 3aBUCUMOCTH OT TOKYIATEeIbCKHUX MOTHBOB.
Kakue MOTUBBI OyyT MIpeo0iaiaTh Mpy MPUHITAN PEIICHUS O TTOKYIIKE CIAEAYIONINX YCIIYT:

" [OKyIKa abOHEMEHTa B CIIOPTKIYO;

"  YCIIYTU CTOMATOJIOTa;

" yCiIyra MaHHKIOPIIH;

" [IOKYIIKa TOBAapOB Yepe3 HHTCPHET;

" CIYr¥ YaCTHOTO M3B0O3a BMECTO 3aKa3a TaKCH;

"  YCIIYTH IOPHCTA.
6. PackpoiiTe OTIMYUTEIbHBIC XapAKTEPUCTUKU YCIYT U MPUBEANUTE IIPUMEPHI UX MPOSBICHUS B
yCITyTax Mpe0CTaBIsEMBIX TIPEIIPUITAECM CEPBHCA.

Oco0eHHOCTh B uem nposBasiercs [Ipumep
yCIIyTH

Kpurepun onenkmn:
MaxkcumanbHOe KOJHYECTBO OaijioB, KOTOPOE CTYACHT MOXKET HaOpaTh, BBHINOJHUB 4

3amanns — 20 0aios.

- CTyneHTy BBICTaBISIETCS 5 OalIoB, €CIH CTYACHT MPABUIBHO U MOJIHO PACKPBLT OTBETHI
Ha TMOCTaBJICHHbBIE BOMIPOCHI U 3a/1aHUS;

Crynenty BeictaBinsieTcs: 0-4 6asioB, €Ciiy AOMYIIEHbI OITUOKHU U (UITN) YaCTUYHO OTBETHUI
Ha TMOCTaBJICHHBIE BOTPOCHI.

2 Cemectp
NuauBuayanbsHoe npakTuyeckoe 3aganue Nel
10 JMCHHUILIHHE «YTIPaBJICHHE CEPBUCHOM JeATeJIbHOCTHIO»
OneHKa OTHOCHTEIBHOI0 Ka4eCcTBa yCJIYT NpeanpusiTus rpadpuuecKkuM crnocodom.

Heab 3aganus. ['71aCHOCTb pBIHKA [TO3BOJISET IPEANPUATHIO IIPOBECTH IIPSIMOE CPABHEHUE
CBOETO IaKeTa YCIyT ¢ NPEeI0KEHUAMI KOHKYPEHTOB. OTCI0/1a M IPOUCXOIUT MOHSATHE
«OTHOCHTEIBHOE KaYECTBO» KOTOPOMY IPUCYINU CIEAYIOINE XapaKTEPUCTUKHU:

— BO3MOHOCTb CPaBHEHHUs C YCIIyT'aMH CaMbIX CUJIIbHBIX KOHKYPEHTOB;

— BO3MOXKHOCTb PAaCCMOTPEHHS C TOUKH 3pEHUs MOTPEOUTES;

— HE3aBHCHMOCTb OT CTPYKTYPHI LIEH Ha IPEANPUATHH;

— BO3MOKHOCTb OXBaTa HE TOJILKO MaTEPUAJIbHBIX, HO U HEMaTEPUAJIbHBIX YCIIYT, BKJIKOYast

MOBEJICHNE NIEPCOHAIA.

MeTtoauKka BbISIBJIEHHSI OTHOCUTEILHOI0 KauecTBAa BKJIIOYAET /1Ba ITana.
IlepBoiii dTan. Ciaeayer BHIICTUTh BAXKHEHIIINE C TOYKH 3PSHUS TOTPEOUTENS] KPUTEPUH
(5-10), xoTOpBIC MPHUBOMAAT K NMPHHATHIO PEUICHUS O MpHoOpeTeHuu ycuyr. [Ipu 3ToM 1eHbI He



JIOJDKHBI IPUHUMATBCS B pacyeT. Ba)KHOCTb BBIJICIIEHHBIX KPUTEPHEB HEOOXOAUMO COIIacOBaTh C
MHEHHEM I[E€PCOHAaja, KOTOPBIA HEMOCPEICTBEHHO KOHTAKTUPYET C MOTPEOUTENIeM M HMEET
0O0JIBIION OIBIT OOIICHUSI.

Bropoii 3Tan - orienka kputepues no 5-10-0aipHOM mIKaie U mocieayoiee CpaBHEeHNE
C TAKOM K€ OLEHKOW MJICHTUYHBIX KPUTEPUEB HA BAKHEHIINX IIPEANPUATHAX KOHKYpEeHTax. YeM
Oosnbiie OyaeT npeanpuaTuii, TeM TOYHee KPUTEPUN OTHOCUTENIBHOTO KauyecTBa, KOTOPhIE JTy4Ile
n300pa3uTh rpauuecKy, B pe3yabTaTe Yero MoJIy4uTCcsi CBO€0Opa3HbIi Mpo¢uib KayecTsa.
[Tpumep npoBencHMs pacueToOB

IIpumep rpadpuyeckoro cnocod0a CONOCTABJICHUA KAYeCTBA VCIAVI FTOCTHHHYHBIX
npeInpuATHI.

[TycTp TOCTHHHMYHBIE YCIAYIH C TOYKH 3pEHHS TOTPEOUTENS XapaKTepU3YIOTCS
CIEYIOIIUMU KPUTEPHUSIMH, OLICHEHHBIMU MOTPEOUTEISIMU B Oallax: pacloyioKEeHHE; KaueCTBO
nuTaHus; 0€30MacHOCTh; KOMIIETEHTHOCTh MEPCOHANA; MPEUIOKEHUE AOMOIHUTEIbHBIX YCIYT;
YHCTOTa B HOMEpax, TyajeTe, AYyIIE; BEeXIMBOCTh M JOOPOKEIAaTeIbHOCTh MEepcoHana; pabora
TEJEeBU30pa, BUACO-, ayAHOaNapaTyphl; TUIINHA U MTOBEJCHUE coceieii; MmeOeh B HoMepe.

[To pe3ynbraram mpeaCTaBUTEIBLHOTO OMPOCa IKCHEPTOB (MOTpeOUTENE) HaXOATCs 1O
NATUOAJUIBHOM  IIKaJle OCPEAHEHHbIE OLIEHKM TPUBEACHHBIX KPUTEPUEB JUIS JIAHHOTO
npeanpusitst (IIp) u Tpex ero koukypentoB Kl, K2 u K3 (tabmn. 1). DT oleHKH HAHOCATCS Ha
rpaduKk ¥ JenaeTrcs 3aKII0YEHHE OTHOCHTEIBHO IIOJIOKEHUS [AHHOTO MPEIIPUATHS 10
CPaBHEHHMIO C €ro KOHKypeHTaMu (puc. 1.).
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Puc. 1. Ilpo¢unbs OTHOCUTENHHOTO KaYeCcTBa YCIYT

HcxoaHble JaHHBIE [ PUMEpPA COCTaBIIEHUE KaueCTBA YCIYT MPENNPUSITHS rpapruueckum
CII0CO00OM

Taomumnal



- Bapwuauxy O
Mo IMoxKAISTEAS g K1 wa w3

1 Pacnonox=HeiHe 5.0 3.5 4.5 a.0

2 KauecTno MTMTAHMA 4.0 3.5 3.0 4.5

3 Be3onacHOCTh 4.5 5.0 4.0 3,5

4 KoNMTTeTeHTHOCTE ITepCco- 4,0 3.5 3.0 4"6
HAMTA

5 TIpeanoeHNe MOTIOSTI- 5.0 4.0 4.5 3.5
TENLHBIX VWCAYT

6 YuocrToTa B HOMEPDAX, 4.0 3.5 3,0 5.0
TvaneTe, AYIILE
BexcnitpocTs 1 aobpoixe-

T NATEABHOCTbL 5,0 40 4.5 3.5
IepCcoHana

8 PaGoTa TEMNeBNIOPa, 4.0 4.0 3,5 4.5
BILOSCO, AYAHMO

o THIIIMHA 3 MOPEJEeHHe 5.0 4.5 4,0 3.5
cocenert

10 MeSenkr B HOMEDE 4.5 4.0 4.5 3.5

3aua1me: preI[HeHHBIG OLOCHKHU KPUTCPUCB KA4YCCTBA JII TOCTUHHUYHOI'O IIPCAIIPUATUA U TPEX

€0 KOHKYPCHTOB IIPHUBCIACHLI B Ta6J'II/II_IC. H606XOI[I/IMO IMOCTPOUTD HpO(bI/IJ'Ib OTHOCHTCIIbHOI'O
KaueCTBa 'OCTUHUYHBIX YCIYI' MPCAIPUATUA 11O OTHOHMICHUIO K TPEM €ro KOHKYPCHTAM U HaTb

aHaJIW3 NOJy4yeHHOro pe3ynbrara (BapuanT BbIOMpaeTcs mo mnociegHedl mudpe

B HOMeEpe
3a4eTHOH KHIKKH, HedeTHas nudpa — Bapuant Ne 1, yetHas uudpa — Bapuant Ne2).
Bapuant Nel
Hcxoanble JaHHbIE VIS TOCTPOEHUs MPOQUJISI OTHOCUTEIHLHOI0 KayecTBa
Ne | [lokaszaresn Ipennpusitue | Konkypenr | Konkypent | KonkypeHrt
Nel No2 Ne3

1 | Pacnosoxkenune 1 4,5 2,5 3

2 | KayecTBO nuTaHus 3,5 5 3,5 4

3 | Be3onacHocTh 25 4 4 3,5

4 | KomnereHTHOCTH 3,5 5 4,5 5
nepcoHajaa

5 | pennoxenne 3,5 2,5 4 5
JAOTOJHUTEIbHBIX YCIYT

6 | Yncrora B HOMepax, 5 4 5 2,5
TyaJiere, aylie

7 | Be:IMBOCTD H 2 3,5 4 3,5
A00pokKeJIATEeJIbHOCTh
nepcoHaIa

8 | Pabora TejieBH30pA, 4,5 3 4,5 5
CBSI3b,
ayaMoannapartyphbl

9 THIINHA U IOBeJEHHE 5 3,5 4 3,5
coceaei

10 | Meb6esib B HOMepe 5 4.5 4 2,5

Bapuant Ne2



Hcxoanbie AAaHHBIE NJI MOCTPOCHUSA IIpO(l)I/IJIﬂ OTHOCHUTCJ/IBHOI'0O Ka4YeCcTBa

Ne | Iloxa3zareinn Ipeanpustue | Konkypenr | Konukypenr | KoHKypeHT
Nel Ne2 Ne3

1 | Pacnojoxenue 4 45 3,5 3

2 | KayecTBO nMTAHUA 4.5 5 3.5 4

3 | Be3omacHocTh 5 4 4 45

4 | KoMIeTeHTHOCTh 3,5 5 3,5 5
nepcoHaja

5 | Ilpensioxenue 3,5 45 4 5
JTOMOJTHUTEIbHBIX YCJIYT

6 | Yucrora B HOMepax, 4 5 3 3,5
TyaJjere, aylie

7 | BeskauBoCTh M 5 45 4 3,5
A00pOKeJIATEIbHOCTH
nepcoHajia

8 | Padora TesieBu30pa, 4,5 3 3,5 5
CBAI3b,
ayIHoanmnapaTypsbl

9 | TumIMHA ¥ IOBeACHUE 5 45 4 45
cocenaeii

10 | Me6ean B HOMepe 5 4,5 4 3,5

Kpurepun oneHku:
MakcumanbHoe KoauyecTtBo 20 0auioB 3a 3ajaHue:

- 20 OamnoB BbICTaBIseTCS OOy4aroOIIEMYCsl, €CTM OH IEPEeYHCIsieT BCe  CYIIECTBEHHBIE

XapaKTepPUCTUKH O0O3HAYEHHOT0 B BONpPOCE TMpeAMeTa M BO3MOXKHBIE BapHUAHTHI
JaTbHEHNILEro pa3BUTHsI PELIeHUs] MPOOJIEMbl, €CIIM 3TO BO3MOXKHO, a TaK)Ke MaKCUMAaIbHO
MHUPOKO UCTIOJIB3YET TCXHUYCCKUC BO3MOKHOCTH ITPOTrpaMMHBIX IPOAYKTOB U PA3HOPOJIHBIC
(bopMBI ipeicTaBIeHUs] HHPOPMALIUHY;

19-10 6amta ecim 00y4arONHMACS PACKPBLT TOJIBKO YacTh OCHOBHBIX MOJIOKCHHUN BOIIPOCA,
IPOIEMOHCTPUPOBAJI HETOYHOCTD B IPE/ICTaBICHHUSX O MPEeIMETe BOIPOCa;

9-1 Gayura ecmm oOydwaromuiics 0003HAuMII OOMHIYIO TPACKTOPHUIO OTBETA, HO HE CMOT
KOHKPETH3HPOBATh OCHOBHBIE KOMIIOHEHTHI;

0 OGamnoB ecnu oOywaronuiics HE MPOJEMOHCTPUPOBAT 3HAHUN OCHOBHBIX TOHSTHH,
NpeCTaBICHUN 00 H3y4aeMOM IpeIMETe.

2 cemecTp
NuauBuayanbHoe MpakTHYecKoe 3ajaHue Ne2
10 TUCHHUIJINHE «YTIPaBJIeHUE CEPBUCHOM 1eSTeJIbHOCTHIO»
AHa/IM3 KOHTAKTHOH 30HbI

33}13HI/ICZ IToaroroBuTh MMPE3CHTANIO KOHTAKTHOM 30HEI npeanpusaATusd UHAYyCTPpUHU
TOCTCTIpPUUMCTBA (HO BLI60py CTy,[[CHTa) " BBIIIOJIHUTH OLICHKY €€ paGOTLI 1o
MMpEaACTaBJICHHBIM KPHUTCPUAM B TaGJ’II/II_IC 1. CIICJ'IaTB BBIBOJIbI U 1aTh PCKOMCHAINU.

Tadauual
No Kpurepun Ouenka [Ipumeuanus
(B KaXXIpIii MyHKT BHECTH OMNMCAHUE MO0 KPUTEPUIO) 1-10 (6annoB)
1 | Atmocdepa mpocTpaHCTBEHHOU Cpebl




2 | Dcretndeckoe ohopmIICHIE
3 | PaboTa mepcoHasia B KOHTAaKTHOM 30HE
4 | [lcuxonoruueckoe BOCIPUSTHE
5. | Cuenapuii 00CTy)KMBaHUS
OO61muit 6amn

BoBompr:

PexomMenmarmu:

1.

2.

3.

Kputepun onenkmn:

Maxkcumanbuoe konnyectBo 20 0ayuioB 3a 3aaHUE:

HoOooOo~No OO E

©

[EE
=
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20 OGamoB BBICTABISIETCS OOYYAIOIIEMYCsl, €CIM OH IEPEUMCISIET BCE  CYIIECTBEHHBIC
XapaKTEePUCTUKK OOO3HAYEHHOTO B BONpPOCE MpeIMeTa M BO3MOXKHBIE BapHAHTHI
JATbHEHIIIET0 Pa3BUTHSI PELICHUS MPOOJIEMBI, €CIIH 3TO BO3MOXKHO, 8 TAK)KE MaKCHMAaIbHO
IIMPOKO UCTIOB3YET TEXHUYECKHE BO3MOKHOCTHU MPOTrPAMMHBIX IPOIYKTOB M Pa3HOPOIHEIE

(dbopMBI TipeicTaBlIeHUs HH(pOpMAIUH;

19-10 Gamia ecnu 0OyyaromMIAC PaCKPbUI TOJBKO YaCTh OCHOBHBIX MOJIOXKEHUH BoIpoca,

MPOACMOHCTPHUPOBATI HETOYHOCTE B MPCACTABIICHUAX O IMPEAMETE BOIIPOCA,

9-1 Gamna ecnu obOydaromuiics 0003HAUYMUI OOMIYI0 TPAeKTOPHIO OTBETa, HO HE CMOT

KOHKPECTU3HUPOBATH OCHOBHBIC KOMITIOHCHTBI;

0 OGamnoB ecnu oOywaromuiics HE MPOJEMOHCTPUPOBAT 3HAHUN OCHOBHBIX TOHSTHIH,

npecTaBiIeHui 00 U3y4aeMoM MpeaMeTe.

2 cemecTp
TeMmbl pedepaToB U Npe3eHTALMA
10 JMCUMILIMHE «YTIPaBJIeHUe CEPBUCHOM AeSITeJIbHOCTHIO»

CepBuc Kak 00IIECTBEHHOE U IKOHOMHYECKOE SIBIICHUE

ConmanbHble TPEANOCHIIKH CEPBUCHOM AATEIbHOCTU

Posib cepBUCHOH 1€ATENBHOCTH B COIIMATIBHO-3KOHOMUYECKOM Pa3BUTUUCTPAHbI
CrtpyKkTypa U BUBI CEPBUCHOI JeSATEILHOCTH

CepBHCHas 1€ATEIHOCTD KaK MPOLIECC YIOBIETBOPEHHsSI OTpeOHOCTEH
VYenyra kak crienupuuecKuil MpoayKT CEpBUCHOM IesITeIbHOCTH
OCHOBBI OpraHu3aIuK CEPBUCHON JEATEIbHOCTH

Criermuduika okazaHus pa3IMYHBIX YCIYT B CEPBUCHOM JCATEIBHOCTH
OCHOBBI OpraHu3anuu pabounux MECT B HHIYCTPUU MOIBI U KPacOTHI
Opranu3zanus o0CIy)KMBaHUsI TOTpeOUTeNel yeiayr

Crioco6b! 1 hopMBI OpraHU3auy 00CITY>KUBAHHSI OKa3aHHsI yCIyT
OcHoBHBIE paBUIIa 00CTYKMBaHUS HACEICHUS




13.  KauecTBo yciuyr u o6CIyKUBaHHE

14.  Kynbrypa ob6cinykuBaHus Kak 0a30BbIi 3JI€MEHT KaueCTBA0OCTyKMBAHUS
15. DddexkTHBHOCTS CEPBUCHOI AEATENILHOCTH

16.  DTuxa u ICHXOJIOrUs CEPBUCHOI JEATENLHOCTH

17.  OcobennocTu npodeccHoHaTLHOro NoBeaeHus B cepe cepBuca

18.  DrTuxa u ncUX00rUs B3aMMOOTHOILIEHHUH B TPYI0BOM KOJIIEKTHBE H BOOIIEHHH C
noTpeduTeIeM

19. Cneuuduka MexITHIHOCTHOTO OOIIECHUS pAGOTHUKOB CEPBUCHBIXOPraHU3aLHI 1
HOTpeOuTeNeH B mporecce OKa3aHus yCIIyTH.

20.  OcHOBHbIE ICHXOJOTHYECKUE TPUHIIUIIBI B3AUMOOTHOIIECHHUS ¢ KJIHEHTOM.
21.  Buzabl KOHQIUKTOB M CIOCOOBI MX Pa3pPEILECHHUs

22.  OcobGEeHHOCTH CEPBHCHOM IEATENBHOCTH B OTAEIBHBIX OTPACIEBBIXIPYIIIAX yCIIYT.
23.  TlousaTHe «ycayra» ¥ €€ MECTO B CEPBHCHOM JIEATENIBHOCTH.

24.  ®ynkuuum cdepsl ycuyr.

25.  Crpykrypa cdepsl ycayr

26.  Knaccu(uKaluu TUIOB U BUIOB YCIYT.

27.  CouuanbHble OPeANOChUIKE BOSHUKHOBEHMS M Pa3BUTHS c(ephl CepBHCA.
28.  Mecro cepBuca B IIOCTHH/YCTPHAILHOM OOLIECTBE.

29.  TlousTHe «CEPBUCHOE OOIIECTBOY.

30.  CraHoBJ€eHNE ¥ Pa3BUTHE HAYKH O CEPBUCE - CEPBUCOJIOTHUH.

31.  Dransl pasutus cdepsl yeiyr B Poccum.

32.  DBosouys IOHATUI «TOBAP» U «YCIIYTa.

33.  Omnpenenenne LEHHOCTH YCITYTH.

34.  Onpenenenue NOTPeOUTENLCKOI cpeibl B chepe YCIyT.

35.  KiumeHTHI chephl yCIyr U MX HOTPEOHOCTH.

36.  dakTopsl, BAMSIONIKE HA TOKYIATEILCKOE MOBEIEHNE KIMEHTOB ChephIyCIIyT.
37. KoHTaKkTHas 30Ha ¥ €€ XapaKTEPHCTHKH.

38.  Pa6ora c sxano6amu noTpebuTENEit yCIyT.

39.  Ipunuunsi 5pPeKTHBHOTO pelieHus KOH(IMKTHBIX CHTYaIHIA.

40.  OcHOBHBIE METO/IBI TIPEJOCTABIEHUS YCIYT U (OPMBI 0OCTYKUBAHMS.

Kpurepunu onenkmn:
MakcumanbHoe koiauuecTBo 20 6ayioB 3a 3aaHue:

- OOyuaromemycst  BbicTaBisiercs 20 6ayioB 3a pedepar, ecim U3JI0KEeHHBIH MaTepual
(aKTHUECKH BepeH, JeMOHCTPUPYETCS] HAJMUUe TITyOOKHUX MCUEPITBIBAIOIINX 3HAHUI B 00JacTh
U3y4aeMoro BOIIPOCa, IPaMOTHOE, CBOOOJHOE U JIOTUYECKH CTPOMHOE M3JI0OXKEHHE MaTepuana,
¢ PeKTUBHAS TPE3CHTAIHS OTPAXKAET U JOTOJIHSIET OCHOBHBIE TIOJIOKEHUS pedepara.

- OOyuaromemycsi  BbicTaBigercs 0-9  GamioB 3a pedepaT, ecid He COOMIOJIEHBI
OTJENTbHBIC WIIN BCE KPUTEPHH MAaKCUMAITbHOW OIIEHKH.

3 cemecTp

Keiic-3agaua Nel
10 TUCIHUIJINHE «YTIPaBJIeHUE CEPBUCHOIM 1eTeJIbHOCTHIO»

3ananue:



1. Vcnone3yst naHHble pUCYHKa 1, yKaxxuTe ()aKTOphl BHEIIHEH M BHYTPEHHEU Cpeibl
roctuHuInl «Poccumickasy.

2. Kaxue u3 3Tux (pakTopoB U KaK BIUSIOT Ha JACATEIbHOCTD MPEANPHUITUS (CIOCOOCTBYIOT
YCUJIEHUIO MTO3ULMH TOCTUHUIIBI HA PHIHKE MJIU K€ MOTYT IIPUBECTH K YXYALICHUIO €€ MO3ULuil)?

Tpyoosvie, mamepuanvhuie, unancosvie, UHGOPMAYUOHHBIE U M. H. PECYPCbl NPEONPUAMUSL, OPSAHUIAYUOHHAS
CMPYKMYypa YpasieHus ,KOpRopamueHas Kyavmypa u opyeue d1emMeHmyl

Daxkmopwl eHeutHell cpedvl NPAMOZO0 6030€lCHIBUS
(KueHmol, KOHKYPEHMbl, AKYUOHEPDI, NOCMABUUKY  NPOOYKYUU, MECTHbIE OP2AHbl 61ACHIU)

[octuamma «Poccuiickas», onpeeiuB CUMITOMBI KPU3HCHON CHUTYyallld, 00paTuiach 3a
MOMOILBI0 K CHELUAJUCTaM [0 YIPABICHUYECKOMY KOHCAJITUHIY IS YJIYYIICHUS TMOJIOKEHUS
TOCTUHUIBL. B KadecTBe WCXOAHONH WHGPOPMAIMU O TEKYHNIEM COCTOSHUU TOCTHHHIBI U
BO3MOJXKHBIX MEPCIIEKTHUBAX Pa3BUTHUS JAHHOTO OM3HECA COOOIIANOCH CeIyIOIIee.

1. ToctuHuna sBiseTcs €AMHCTBEHHOH B CBOeM pojJe (uYeTbipe 3Be3fbl, YyI00HOe
MECTOPACIOJIOKEHNE - TICIMIEXOAHAs! JOCTYMHOCTh NMAaMATHUKOB, OOBEKTOB IIOKa3a) B CBOEM
peruoHe (yrciaeHHOCTb xutenen 300 Thic. yel. - 001acTHON LEHTD).
2. HmerTcs AOTOBOPHI O COBMECTHOM JIEATENIBHOCTH C PSIIOM KPYIHBIX TOPOJCKUX
TYPUCTUYECKHX areHTCTB, a TaKKe B JAPYrHX ropojaax, yto obdecrneunBaer 100%-Hyro 3arpy3ky
TOCTHHHIIBI TIpH paboTe ¢ TrpynmaMu TYpHCTOB. B ocTaibHBIE MepHOAbl 3arpy3ka HOMEPHOTO
¢doHa rocTUHUIBI cocTaBisieT He 6onee 40 %, 4To 00BACHIETCS CE30HHOCTBIO CITPOCa Ha YCIYTH.
[TpuBneueHme «HENPOPHILHBIX» KIMEHTOB M B MEKCE30HHBIN MEPHO TPEOYET JOTOTHUTEIBHBIX
3arpar.
3. ToctuHHMIIa pacriofio’)keHa B CTApUHHOM OCOOHSIKE, YTO HAKJIAABIBACT OIpeeICHHbIE
TpeOOBaHUs K €€ BHEIIHEMY By (HEBO3MOXKHOCTh U3MEHEHMsI BHEIIHEr0 O0JIMKa, YBEIMUCHUS
ATaXHOCTH). HE0OX0IMMOCTh PEKOHCTPYKIIHH WIIH HOBOTO CTPOUTENILCTBA OUEBU/IHA.

IRLLL LTO8 4. CTOUMOCTh HOMEPOB B T'OCTHHHULIE BBIILIE, YEM Y
. JIPYTUX TOCTUHUI], YTO O3HAdaeT 0oJjiee BBICOKHIA
. YPOBEHb O0CITY>KHBaHUS U
oOecnieunBaeT 06ojee BHICOKUE YJENIbHbIE MPUObLIH,
OJTHAKO O3HAa4YaeT OPUEHTALMI0 HAa Y3KMHA CErMEHT
PBIHKA.
5. Omrymaercsi HEAOCTaTOK KBaJTU(HUIIMPOBAHHBIX
YIIPaBICHYECKUX KaJIpoB, MEHEKMEHT
NPEaNpusATHs HE HMMEeT SCHBIX CTpPaTerMyecKux
OpPUEHTHPOB, OTCYTCTBYET BO3MOXKHOCTh HOJATOTOBKU U MEPETOATOTOBKH KBAIU(DUITUPOBAHHBIX
KaJ[pOB B PETUOHAIBHBIX YICOHBIX 3aBEICHUSIX.
6. [Ipennpusitie UMeeT Bce He0OXOAUMBIE TS €€ PYHKIMOHUPOBAHUS KOMMYHHKAIIMU: a3, BOJA,
DIIEKTPUUYECTBO, KaHANM3aIus. Psl KOMMYHHKAalWii JaBHO HE TIOJBEPrajcs KalHMTaTbHOMY
peMoHTY. MHKeHepHbIe CEeTH HAXOAATCS B BETXOM COCTOSIHUHM, MX MOUTHOCTH HEAOCTATOYHO JUIs
Pa3BUTHS TOCTHHHUIIBL.
7. B mocneanee BpeMsl yBEITMUMBACTCA KOHKYPEHIUSI CO CTOPOHBI TPEX3BE3JA0YHBIX MOCTHHHII,
MIPEIOCTABIIAIONINX HOMEPA MOBBIIEHHON KOM(OPTHOCTH (JTFOKC U TOTYITIOKC).

_ .
KOCBEHHO20 6030eticmeust .0

(aKkoHOMMKE, NONKTUKA,
npaso, huanko-
reorpacpuueckme

YCNOBUA)

bakTopbt
BHyTpEHHEen
cpenb!

» *
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8. CyIiecTByeT CIpoOC CO CTOPOHBI TYPUCTHYECKHUX (UPM IO 3aKIIOUYCHHUIO TOJTOCPOUYHBIX
JIOTOBOPOB HA pa3MelIeHHe TYPUCTOB, B TOM YHCIIE IO JUHUH JIEJI0BOTO TypHU3Ma.
9. OTCYTCTBYIOT COOCTBEHHBIE CPEICTBA MPEINPUATHUS JUIS OCYIIECTBICHUS WHBECTULIMOHHBIX
IIpOrpaMM, a Takke HET BO3MOYKHOCTHU MOJTyYEHUS IOCTYITHOTO JJIsl MPEANpUATUS KpeauTa.
10. meercss TeHAEHLMSI POCTa KOJMYECTBA MHOCTPAHHBIX TYPHUCTOB, & TAKXKE COOBITMHHOIO
TypU3Ma.

Kpurepum ouenku:

MaxkcumanbsHoe KoimmuecTBo 20 0aJUIoB 3a 3a1aHue:

(20 GamwtoB) - TIYOOKOE M MPOYHOE YCBOCHHE MPOrPAMMHOIO MaTepHaia - IMOJHBIC,
MOCIIeI0BATEIbHBIC, TPAMOTHBIC M IOTUYECKH U3JIaraeMbIe OTBETHI - CBOOOHO CIPABIISIONIUECS C
MOCTaBIICHHBIMU 33]a4aMU, 3HAHUS MaTepUaIIa, - PABUIHHO 00OCHOBAHHBIC IPUHSTHIC PEIICHHUS,
- BIIQJICHHE Pa3HOCTOPOHHUMU HABBIKAMH U IPHUEMAaMU BBITIOJTHEHHS MPAKTUICCKUX PaboT.

(19-15 GamioB) - 3HaHHME MPOrPaMMHOIO MaTepHajga - IPaMOTHOE H3JIOXKeHue, 0e3
CYIIECTBEHHBIX HETOYHOCTEH B OTBETE Ha BONPOC, - MPABHIBLHOE MPHUMEHEHHE TEOPETHUECKUX
3HAHWI - BJIaJICHUE HEOOXOJMMBIMH HABBIKAMHU MIPU BBIMOJHEHHH PAKTUYCCKUX 3a/1a4

(14-96a1710B) - yCBOCHHE OCHOBHOTI'O MaTepualia - MPH OTBETE JOMYCKAIOTCS HETOYHOCTH
- IPU OTBETE HEJIOCTATOYHO MPaBUIIbHBIC (DOPMYIUPOBKHU - HAPYIICHHE TIOCICIOBATEILHOCTU B
M3JI0’)KEHUH TIPOTPAMMHOT0 MaTepHaa - 3aTPyIHEHHUS B BBITIOJTHCHUH MMPAKTUICCKUX 33 JaHUI

(8-1 GamtoB) — crmaboe 3HAHWE MPOrPAMMHOTO MaTepuasia, - MPU OTBETE BO3HUKAIOT
OIIMOKY - 3aTPyIHEHUS TIPH BBITIOJTHCHUH ITPAKTUICCKUX PaboT

(0 6ay1OB) - HE 3HAHUE TPOrPAMMHOTO MaTepHala, - Kelc-3a/1a4a He BBITIOJIHEHA.

3 cemecTp
Keiic-3agaua Ne2
10 JMCUMILIMHE «YIPaBJeHUe CEPBUCHOM AeSITeJIbHOCTHIO»
«IIcuxoreomerpusi popM JTUYHOCTH»

3aganue: OmpeneneHUEe C MOMOIILI0 COBPEMEHHBIX METOJUK TMCHUXOT€OMETPHUYECKHX (POopM
JUYHOCTH MOTpeOuTeneit u pazpadoTka OCHOBHBIX PEKOMEHIAINI TOPrOBOMY IEPCOHATY.

[lcuxoreoMeTpusi — YHUKalbHAs MpakTUYecKas cuUcTeMa aHanmm3a JugHocTH. OHa
MIO3BOJISIET:

— MTHOBEHHO ONpeIeNUTh (hopMy (WITH, €CITH XOTHTE, THIT, XOTS 3/I1eCh €CTh PA3JIMUHs ) TUIHOCTH
WHTEPECYIOIIEro Bac YeJIOBEKa U, €CTECTBEHHO, Ballly COOCTBEHHYIO opMYy;

— J1aTh MOAPOOHYIO XapaKTePUCTHKY JUYHBIX KaYeCTB U OCOOCHHOCTEH MOBENEHHUS I00O0TO
YeloBeKa Ha OOBIICHHOM, TTIOHSITHOM Ka)JIOMY SI3BIKE;

— COCTaBUTh CIICHApU TOBENEHUsS JUIS KaXKIO0W (OPMBI TUYHOCTH B TUIHYHBIX CHUTYaIUSX.

[lcuxoreomerpusi kak cucrema cinoxunach B CIIA. ABtrop aToi cuctembl Chlo3eH
JlemmuHTep — CIEeNUaIKCT M0 COIUATBHOMN IICHXOJIOTHH.

VYueHble TPENNONIOKUIN, YTO, HalpUMEp, UYEIOBEK-KPYT, HpHoOpeTas ToBap, OyaeT
OpUEHTUPOBAaH Ha TOXJICSCTBECHHYIO ceOe TreoMeTpudYeckyro ¢opmy. 3amada MPOJaBIOB —
CBOCBPEMEHHOE ONpEJICIICHHE THIIA TOTPeOuTeNeld. IT0 MOXKHO CJAeNaTh 10 BHENTHEMY BHY,
PYKOBOJICTBYSICh OIPEICICHHBIMY MpH3HaKamu (Tadu. 1).

Tab6muna 1
OTanyuTeIbHbIEe MPU3HAKH MOKYNAaTe el 0CHOBHBIX NMCHX0reOMeTpu4YecKux (popm



OcHoBHasi (popma
JIMYHOCTH

OT1anvureabHbIE NPU3HAKHU MOKYyIaTeasd

KBAJIPAT

CxoBaHHas1, HaNpsDKEHHAast 1103a: MpsiMasi CIIMHA (B MOJOKEHUU CUS U
CTOs); JIOKTM HOpWXKaTbl K TYJOBMIIY, KOIZJa YWUTaeT WIH
KECTUKYIUpyeT. TouHbIe, CKYIIbIE JKECThI; OTCYTCTBHE OTBJICKAIOLINX
(v CMYIIIAFOIIIHX ) cobeceHUKa MaHep. JIBrOKeHUs
LieJICHANPABJIEHHbl, PAacCYUTaHbl (OJHAKO UM HE XBaTaeT CBOOOJBI,
OCOOEHHO B CHUTyallUsiXx, IOpU KOTopelx KBajpar wucnbIThIBacT
HanpsDKeHUe, HeynoOCTBO, cTecHeHue). MeieHHas, «COJHIHAs
noxojka (KBagpar He Oeraer u He CKayer).

beccrpacTHoe, HMYEro HE BbIpAXKaloOIIEE JIMLO «UIPOKa B IOKEPY,
0COOEHHO B YMOLIMOHAJIBHBIX CUTYaLUsX.

Crporuii pexum JHs. ITO — OJUH U3 IVIABHBIX CIIOCOOOB, C MOMOILBIO
KoToporo KBazpars! nenaroT CBOM MUp NpeAcKazyeMbIM. Pexum qHs He
HapyIlIaeTcs Jake B BBIXOAHBIE IHU, TIPA3IHUKH U OTIIYCKHOE BpeMs.
[TnanupoBanue. KBazparsl Huuero He nenarorT 0e3 TOro, 4roObl He
CIUTAaHUPOBATH 3TOT0 3apanee. U mis s dexkTuBHOTrO B3auMoieiicTBHs C
KBaznpaToM npocTo He00X01MMO 3HATh €ro IJIaHbl.

IIynkTyanbHOCTb. «TOYHOCTh — BEKIIMBOCTb KOPOJIEW» —ITO JIE€BU3
KBagpara. Ecim Bbl HazHauwim BeTpeuy ¢ KBamgparom, He
COMHeBaiTech — OH OyJleT MUHYTa B MUHYTY.

K TtoBapam, kak mnpaBuio, cpa3dy HE IpUKAacaercs. 3anaeT O4YEHb
KOHKPETHBIE BOMPOCHI C IENIbI0 BBISICHEHUS MOJAPOOHOCTEN O ToBape.
OouH W3 1NepBBIX BONPOCOB — II€Ha ToOBapa. BBICOKO ILIEHHUT
JEMOHCTpalMIo ToBapa B JAeicTBuM. OTpULIATENBHO pEarupyeTr Ha
aKTHBHBIE MTpojaxu. Cpa3zy HUUEro He MPHOOpETaeT, EMy HYKHO BpeMs
Ha o0aymbiBaHue pemieHus. KBajgpartel He J100ST  TpaTUTh
3apaboTaHHbIE JE€HBI'M Ha MYCTAKM M Oe3aenymku. Yacbl JOJKHBI
TOYHO MOKAa3bIBaTh BPEMS U CIY’KUTh KaK MOXHO J0JIbIIE; UMEHHO
Takue 4acel Kynut cebe KBaapar, 1 HMEHHO 3a 3TO Ka4eCTBO YacOB OH
rOTOB 3aIUIaTUTh. M1 HE NMBITAUTECH €70 MPEIBCTUTD 30JI0THIM KOPITYCOM
win (OpMOM CTpPENoK

TPEYT'OJIBHUK

VBepeHHas, HHEpruyHas moxojaka (IIMPOKWH, TBEpPAbIA Iar).
[InaBHOCTH NBHOKEHUM. [[BHO>KEHUS Tella HATOMUHAKOT MSTKHE BOJIHBI,
YTO TOBOPUT O MOJIHOM KOHTpOJIE€ HaJl COOON: HUKAKOW CyeThl WU
HepemuTenbHOCTH. [llupokue, BbIpa3sUTENbHBIE KECTHL. ApceHal
JKECTOB HEBEJIHMK, HO OHU TOYHBI M ONpEAETCHHbI (IIPUBICKAIOT
BHHUMaHUeE JIpyrux 1 xopoio ynrarorcs). Henmponnnaemas macka. Ecin
TpeyrojJbHUK HE 3aX0YET, HUKTO HE Y3HACT, YTO TBOPUTCS Y HETO B
nyiie B 1aHHbIM MOMEHT. (OctopoxHo! TaM MOXKeT KJIOKOTaTh IPOCTh!)
Ho rpo3sa pa3zpasutcs ToiabKo 1o curHaity camoro TpeyroyibHuka (a oH
BCETJla «3HAeT», KOTJa TOoJaTh TAaKOW CUTHAN). BBICTpBIA KOHTakKT,
MOMEHTAaJIbHAasI OLIEHKA CUTYaIlMH U ObICTpas peaKiiysl.




ITponsurensHplii  B3rasa. C. JlemnuHrep c4yuTaer 3TO  MPSMBIM
pE3yJIbTaTOM CIHOCOOHOCTH TpeyroibHMKa KOHLEHTPUPOBATH BCIO
CBOI0 DBHEPIUI0 Ha Leaud MoMeHTa. Bisrisa TpeyronbHHkKa yacTo
BBI3BIBACT HEYI00CTBO y MapTHEPA MO OOIIECHHIO eIlle ¥ TIOTOMY, YTO B
ciyyae

uHTepeca TpeyroJbHUK OYTH HEOTPHIBHO CMOTPUT B IJ1a3a MapTHEPY.
C. Jlennuarep mnpuBOAUT Takke 1Udpel: ecaum  TpeyroJbHHUK
3aMHTEpecOBaH, KOHTAKT TI1a3 coctaBisier Oonee 80% BpemeHHU
0011IeHHUsT; €ClIi UHTepeC OTCYTCTBYeT — MeHee 50%.

AKTUBHBIA OTIyCK. Typu3Mm, oXoTa W pblOajiKa, 3aHATHE JIOOMMBIM
BUJIOM CIIOpTa 3HAYUTENBHO OOJbllIE MOAXOAAT A TpeyrosibHUKOB,
YeM JIe)KaHWE Ha TUIDKE WIM Ha AWBaHe Yy ce0s noMa. YdyacTue B
OOIIECTBEHHBIX MEPOTIPUATHUSIX. TPEYyrONbHUKU

4acTo SBISIOTCA YICHAMH CaMbIX pPa3jMYHBIX OOIIECTBEHHBIX
opranuszanuii, ¢GoHIOB, CO030B U T. N. Hepeako oHM camMu HUX U
BO3MIaBIsAtOT. [loaTOMy TMocemieHue pa3iuyHOro poja coOpaHwHid,
TOPYKECTBEHHBIX 3aCEAAHUN, TPE3CHTAMNA U T. . — OOBIYHBIN MYHKT
B pazjene exxenneBHuKa «Heobxoaumo ObIThY.

KopoTkuii pa3roBop, B KOTOPOM BOMNPOCHl KaXyTCSl CIy4alHBIMH.
[IpenmounTaroT pacckas o ToBape.

Coznarot BrieyaTieHUe BIACTH HAJl JIIOAbMU

HPAMOYI'OJbHUK

Heykmtoxects. Eciin KTO-TO ONpOoKubIBaeT Ha cedst (wiin Ha apyroro!)
Yamky ¢ Kode UM YaeM, CMaXHMBaeT JIOKTEM Ba3y Ha I10JI, «BJIETAET» B
KaOMHEeT HayaJlbHHUKA, CIOTKHYBUIMCH B JABEPSX WIIM 3al€NUBIINCH 32
KOBEp, U T. [I. U T. I1. — BEChbMa BEPOSITHO, UTO 3TOT HEKTO HAXOAUTCS B
«IIPSIMOYTOJIBHOM» COCTOSIHUM. Pe3kue, OTpBIBUCTBIE JBH)KEHUS.
CoznaeTcsi BHeYaTieHHME, 4YTO JABMXKEHHA pyK [IpsMoyroibHuka
OPOMCXOJAT HE3aBUCUMO OT Tena. MoryT HabmoJaTbes pe3Kue
JBIKEHHSI TOJIOBOM, MOJEpPruBaHME Tjasa, Iuleda, pyku. HepsHble
peakuuu. [IpsAMOyroabHUKH 4acTO 0OHAPYKUBAIOT MPU3HAKU HEPBHOTO
HanpspkeHus: OapabaHAT (MajbllaMd MO CTONY, KPYTSAT WIH TPHI3YT
KapaHgam  (pydky), IOKAlUIMBAalOT  (HEPBHOE  «KXEKaHbEY),
MIOYECHIBAIOT PYKY, MOTHPAIOT PYKOHU JIMIIO, CHEIUISIOT U PACLEIISIOT
PYKH U T. ]I

beicTpO KpacHEIOT. Y KEHIIHMH, KpOME TOro, BO BpeMsl pa3roBopa Ha
IJ1a3a MOTYT OBICTPO HABOPAYUBATHCS CII€3bI U TAK)KE OBICTPO UCUE3aTh.
Beraromuii B3ris1; HEMPOIOIKUTEIBHBIM KOHTAKT IJ1a3 IPU OOIIEHUH.
I'maza IlpsmoyroipbHMKa Kak Obl MBITAIOTCS OXBaTHTh  BCE,
NEePENphIrKBaAIOT C OJHOr0 00BEKTa Ha IPYToi, HUT e HE 33/1€P)KUBAsICh.
OTO MOXET pasfpaxarb APYruX, KOraa UM TpedyeTcs BHUMaHHE
[IpssmoyronbHuKa. HepBHOE XUXHWKaHBE WIIH CMEX.

Hemnpenckasyemple kosie0aHUs ABUTATEIbHON aKTUBHOCTH: OT BSUIOTO
MOKOsl JI0 CHJIBHOTO JIBUTATEJILHOTO BO30YX/eHUs. 3a0bIBUMBOCTH U
CKJIOHHOCTh TEpATh BeIlM. BOKpyr Haxoxduierocs B 3aMelIaTeIbCTBE




[TpsMoOyronbHUKA MPOUCXOAUT TaK MHOTO COOBITHI, YTO €My TPYIHO
ycienuTth 3a BceM. HenyHkryanbHOCTh. IIpsAMOYrosbHHKM penko
NPUXOJAT Kya-1u0o (Ha AETOBYIO BCTPEUy MM B TeaTp) BOBPEMsI; OHU
a00 Omas;abIBalOT, JHOO SBIAIOTCA CIHMIIKOM paHo. M30eranue
KOH(UIMKTOB. [IpAMOYroJbHUKY U30€ratoT BCEro, YTO MOKET BHECTH B
UX JAyIIU [JOIOJHUTENbHOe cMsATeHue. OJHAako B CHIy CBOEH
HEOCTOPOXKHOCTH BCE K€ IONAJA0T B 3aTPYAHUTEIIBHOE MOJI0KEHUE.
[TocTossHHO ~ MEHSIOIUMECS]  HENpPOJOJDKUTENbHBIE  YBJICUCHMS.
[TpAMOYTONBHUK MOKET Ha4yaTh KypUTh YTPOM M MOKOHYHTH C ITOU
«MPUBBIYKOW» K BeYEpy, PEIIMB C 3aBTPAIIHEro JHS 3aHATHCA
TUMHACTHKOW, KOTOPYIO IIOTOM MOXET CMEHUTh yBJIICUCHHE
rojoganueMm, «bapcyubs mncuxonorus». llo-BUAMMOMY, HESCHOCTh
Oynyiero nodyxnaaer IIpsMOyrolbHUKOB HUYEro HE BbIOPACHIBATH B
Te4yeHue 3Toro nepuosa. Eciu moMHuTh 0 TOM, 4TO [IpsIMOYyroapHUKH
JUIS peai3alii KakJJoro CBOEro HOBOT'O PEUIeHUs (a MHOra MpoCTo
U3 JKeJNaHus MPUOOPECTH YTO-TO HOBOE) YaCTO MOKYMAIOT KaKue-TO
BEIIM, TEXHUKY, KHUTM U T. 1., TO K MOMEHTY BBIXOJa W3
«IPSIMOYTOJIBHOT0» COCTOSIHHSL Y HUX MOXET CKONHTHCS J0Ma W Ha
pabouem MecTe MHOTO JIMIITHUX Oymar, TUTepaTyphl U BEIIeH.
[Tonawany Benmer cebs poOKO, 3acTeHYMBO, HeyBepeHHo. JKemaHus
KyIOUTb YTO-TO OIIPEJIEJICHHOE HE IOKa3blBaeT. MOXET caenarb
HECKOJIBKO «3aXO0J0B», MPEXKIEC YeM HAyHET Pa3roBOp O HaMEpPEHHUH
KynuTh ToBap. Heckosbko pa3 MOXKET 3a/1aTh OJHU U T€ e BOIPOCHI.
HeBHMMATENBHO CITyIIaeT OTBETHI, MOXKET NMPEPHIBATH COOECETHHKA.
Ecnu BbIOOp BeNMK, NepeckakuBaeT ¢ ofHoro Ha japyroe. Coznaer
JIO’)KHOE BIIEYATIIEHHE O CBOMX HaMepeHUsX. MOXKeT MoKa3aThbCsl, UYTO
eMy HpaBUTCS TOBAp, OJHAKO OH TYT )K€ MOXET CTaTh PaBHOAYIIHBIM
(mpu4MHA — CKAYKHU HACTPOECHUS)

KPYI'

JoGpoxenarenbHasi, cepaeuHas yapiOka u cmex. Kpyru qro0sT 1 ymeror
CMESIThCS 3apPa3UTENbHO U HEe OOUIHO.

Paccnabnennas, He HampsbkeHHas 1mo3a. OTCYTCTBHE CKOBaHHOCTH B
JIBUKEHUSX.

YacTele KMBKM TOJIOBOW B 3HAK MOJICPKKU U ONOOpPEHUS APYTHUX.
ConpoBoxk/iaeMble yIbIOKOH, OHM MOTYT MPOU3BOJUTH BIEUATICHUE
Ype3MepHOIl MOKOPHOCTH, 3aWCKUBaHMS WM Jaxe (0coOeHHO, Korjaa
9TO JIETAIOT KEHITMHBI) 3aUTPHIBAHUS.

«3epkanbHOe» moBeAeHHe. Kpyrn Oecco3HAaTenhbHO — OTpaXkaroT
(BOCIIPOU3BO/IAT) MUMUKY, MTO3bI U IBIXKEHUS TAPTHEPOB 110 OOIIEHUIO.
[lo-BuauMomMy, BCIIECTBHE CHJIBHOM KOHILIEHTpAallMd BHHMAaHUS Ha
naptHepe Kpyr aBTOMaTH4ecKM BOCHPOU3BOAUT BBIPA3UTENIbHbBIC
peakuuu coOeceHHKa: pajoCTb U TPYCTb, BOOAYLIEBICHUE W
pa3odapoBaHUE U T.JI.

[Tonuerit konTakt raas. [1o ganueim C. demnunrep, co ctoponsl Kpyra
MIPOJIOJKUTENIBHOCT KOHTakTa Tya3 mnpesblmaer 80% BpemeHu




JManora; HHOTIa 3TO BBI3bIBAET y MapTHEpOB (ocoOeHHO y KBanparon)
9yBCTBO AUCKOM(OpTa. TaKTUIBHBIA KOHTAKT B MPOLECCE OOIICHUS.
[To-Bunumomy, g KpyroB xapakrtepHa camasi KOpOTKas COLMaIbHas
JUCTAHLMS, T. €. TO MUHUMAaJIbHOE PACCTOSIHUE MEX/y IapTHEPAMHU 110
OOIIEHHUI0, KOTOPOE €llIe HE BBI3bIBAET Y HUX YyBCTBA HEYA00CTBA MU
tpeBoru. Ilostomy Kpyru, oOmasce ¢ Opyrumu, 4acTo CTPEMSTCS
IPUKOCHYThCSI K HapTHEpY: B3ATb €ro 3a pykKy (oA pyKy) WM 3a
JIOKOTb, TIOTPOHYTHCS 10 HETO PYKOM, CECTh PAAOM, Kacasch MapTHepa
mieyom, u T.4. EcrectBeHHOo, yTo KBaaparam u TpeyrojibHuUKam 3TO
JaneKko He Bcerna HpaBurTcsa. [lomgyepkHyTo 10OpokenareabHOe
npusBercTBue. Kpyram mnpocroe pykomo)kaTHE KayKeTCsl CIMILKOM
¢dopmanbabIM. [T03TOMY, TPUBETCTBYSI IPYTOT0, OHU YACTO MOKUMAIOT
HOPOTSHYTYIO UM PYKY IBYMs pyKaMHu («JalleBUJHOE PYKOIOMKATHUEY)
WK MATKO O6epyT o0e pyku MmapTHepa B CBOM PyKH (OCOOEHHO, KOrna
BCTPEYAIOTCS JKEHIUUHBI). B HedopmanbHO 00CTaHOBKE MY>KUMHBI,
3I0pOBasACh, MOT'YT TakXe CBOOOJHOM pykoil OOHHMMaTh U cllerka
HOJIEP>KUBATh NapTHEPa, a JKEHIIUHBl — OOMEHUBATHCS PYT C APYroM
nonenysmu. JKusHepamoctHas moxoaka. OOwsraHO Kpyrm 06ompo
HIararoT («KaTATCs») K CBOEH LIeNU, JEMOHCTPUPYsI CBOEH MOXOJKON U
OCAHKOH ITOJIOKUTEIbHYI0 YCTAaHOBKY Ha OKpYyXKaromui ux mMup. Mg
psaoM ¢ kem-To, Kpyr, kak npaBuio, HOJCTPAWBAETCA K IOXOJKE
Jpyroro.

Yacro nepBbIM HIET HA KOHTAKT ¢ POAABLOM. B xon uayr

yiaplOKa, KoOMIUIMMEHThl. Kpyry He mpucymia TOpOIUIMBOCTS,
MOCEIIEHUEe Mara3uHa — 3TO COLHUAJIbHOE COOBITHE, CMBICIOBBIM
LEHTPOM KOTOpOro sBiseTcs obmenue. Kpyru moryt 3aroBapuath ¢
JIpYTMMH TIOCETUTENSIMH, 00CyX/as Kak ToBap, Tak U morony. Penko
npuxoadar oaHu. Ilo marasmHam OOBIYHO XOIAT C JAPY3bSIMH WIH
wieHaMu cembH. YacTo nenaroT MNOKYNKM [0 MpocbOe japyseid,
3HAKOMBIX WJIM HMILYT AJI KOrO-TO MOJApOK.

Kpome BonmpocoB 0 TOBape WK ycIyre MOryT 3a1aBaTh

IIPOJABILy BOIIPOCHI JIMYHOTO XapakTepa.

B MOMeHT npuHsTHS pelieHnss 0ObIYHO MPEPHIBAIOT Oecery

Y Ha BpeMs YMOJIKaIOT

3UI'3AT

CrpemutenbHas noxojka. ICTUHHBINA 3Ur3ar Bcerjga KyAa-To CIEIINT.
[TormomenHslii OypHBIM TIOTOKOM CBOMX HJEH, OH HECeTCsA II0
KOpPHUIOpaM U YJIHIaM, HE 3aMeuasi HI4ero BOKPYT ce0sl, HaTaIKUBasICh
HA JApPYruxX JIOoJAed, a WHOrAa U cOuBas WX C HOT. 3HaKOMbIE U
COCITY>KMBIIBI YaCTO OOMKAIOTCS Ha 3UT3aroB 3a TO, YTO OHH MPOJIETAIOT
MHMO, HE MO30POBaBILINUCh.

broicTpble, miaBHble ABUXKEHUS. J[BH>keHHs 3ur3ara sSICHO OTpakaroT
HaMEpeHUsI UX XO35MHAa, OBICTPHI W yBepeHHHBI. JKuBas mumuka. K
M3BECTHOM mocioBulle «UTO Ha yMe, TO M Ha SI3BIKE», COBEPIIEHHO
CIIpaBeUTMBOM JJI 3Ur3ara, MOXHO 100aBUTh: «UTo Ha Aymie, TO U Ha




aune». MrHoBeHHbIE U3MEHEHUSI MUMHUKH COOTBETCTBYIOT JUHAMU3ZMY
BHYTPEHHET0 MUpa 3Ur3aros.

«Bcesupamuii» B3rsaa. Co3maercst BIeYaTIIEHHWE, YTO Ijia3a 3urisara
OXBAaTBIBAIOT BCE OJJHOBPEMEHHO, OJJTHAKO X MOJHUEHOCHBIE IBUKEHUS
JIMILEHBI «IPSIMOYTOJIbHON» HeyBepeHHOoCcTH. Korja B Oecene ¢ keM-To
3ursar BApPYr BCIIOMHUHAET O BBIHAIIMBACMOM MM HJEEC WM, I1ade
YassHWsl, HA YM €My IIPUXOJUT HOBAsi MHTEPECHAs MBICIb, €0 B3IV
CTAaHOBUTCS COCPEJOTOYEHHBIM, M OH CMOTPUT Ha coOeceqHHKa
HEBU/SAIIMM B30pOM. ODTO JAa€T OCHOBAHUE APYIMM CUMTATh 3urs3ara
HEBHUMATEJIBHBIM COOECETHUKOM (4TO BO

MHOTHUX CITy4yasiX CIIpaBeaJIuBO).

OxuBneHHas xecTukyasauus. lupokue, pasmaincTeie JBUKEHUS PYK
3urszara, BCErJa COINPOBOXKAAIOIIME €ro pedb, KOro-TO MOTYT
3aBOPaKMBATh, KOrO-TO — pAa3BIEKaTb, a KOIO-TO OTBJIEKaTb U
pazgpaxars. Kackaxm mno3. 3ursaru B TEUEHUE IEPBOM MHHYTHI
pasroBopa € KEM-TO MOIYT IEPEMEHMTb JECATOK I103. OTH
«aKpoOaTHUYECKUE YIPAKHEHMS», BBIIOJIHIEMbIE II€pel CaMbIMU
rjla3aMy MapTHEPOB 3Ur3ara, y OJHUX BBI3BIBAIOT YJBIOKY, a JIPYIHX,
npexae Bcero KBaapaToB, SIBHO pa3apaxaroT, MOCKOJIbKY MEIIAIOT
cocpenorounthecs. HepBHble ABMKEeHHA U TUKU. OHU NOSIBISIOTCS Y
3ur3aroB TOrja, KOrjaa XoJ COOBITUH IMOJHOCTBIO MPEJCKa3yeM U,
CJIEZIOBATENIbHO, BBI3BIBAET y HUX CKYKY M UYYBCTBO AMCKOM(QOpTa.
JlnnrenbHble, MHOTOCIIOBHBIE 3aCEAAHNS U COBEIIAHNS, TJI€ BCE UJIET 110
0TpabOTaHHOMY TOJJaMM CLIEHApHIO, 3aCTaBJISIOT 3Ur3ara Jieprarbes B
IIPSIMOM U TIEPEHOCHOM CMBICIIE.

Peskue konebanus paurarenbHoM axkTuBHocTH. Korma 3ursar
00yMbIBAa€T U pa3BUBAET CBOIO OUYEPEIHYIO UJICI0, OH MOXKET YacaMu
HE IIEBEIMTHCS, 3a0paBIINCh, €CIM 3TO BO3MOXKHO, Kyda-HUOYIb
nojanele oT drofed. Koraa ke OH HaxOOUTCS Cpeau JIOAEH u
o0I11aeTCsi ¢ HUMH, BCE €r0 TeJI0 0XBAa4YeHO JBIKeHHeM. [Ipyrue yacto
TOBOPST, 4YTO 3Ur3araM HE3HaKOMO COCTOSIHME IIOKOs. beicTphie
JBUKEHHS U pedb, CKaUKH OT OJHOTO BOIpOCa K IpyroMy. beicTpo u
OTKPOBEHHO, 0€3 CTECHEHUS OLIEHUBAIOT Balll TOBAP U COCTOSHUE BaILIUX
nen. B MOMEHT NpuHSATHSA pelleHHs YXOAUT OT OOIIeHHS U Kak Obl
norpy»xaetcst B ce0s

3aganue 2.

Pa3pabotaiiTe pekoMeHJalMKd TOProBOMY IEpCOHANY MpHU paboTe ¢ Pa3TUYHBIMU KIMEHTaMH.
[Tpennoxxenust opopmure B Tabuy 2.

Tabmuna 2

PexomeHnganum TOproBoMy nepcoHasy Npu 00CayKUBAHUHU PA3JIMYHBIX KIHEHTOB

Henocratku

ITonoxxurenrHbIe MOMEHTEL |PekoMeHnmanun




OTBeTUTH HA BONPOCHI:
1. IlepeuncianTe OCHOBHBIEC IICUXOT€OMETPUUECKHE (POPMBI INYHOCTU MOTpeOUTENel U Ha30BUTE
OCHOBHBIE YEPTBHI.
2. Kakoit Tun motpeburensi, Ha Balll B3I/, Hanbosee mpeAnouTuTeaeH s npoaasua? [ouemy?
3. Kakoit Tun notpebuTeeil 0XOTHEH COBEPIIAET MOKYITKH?
4. Kakoii Tun notpeduTeneit geaaeT 4acTo UMITYJIbCUBHBIE TOKYIIKHU?
5. OueHute IeHCTBEHHOCTh JaHHONW METOJUKHU Ha IMPAKTUKE.

[Ipu pemieHny CUTYallMOHHBIX 3a7a4 Pa3pelIeHO MOJb30BaThCS KYpPCOM JIEKIIUN WU
y4eOHUKaMHU.

Kpurepum ouenku:
Maxkcumansaoe KommndectBo 20 0aJUI0B 3a 3aJaHue:

(20 GamtoB) - TIyOOKOE M MPOYHOE YCBOCHHE MPOTPAMMHOIO MarepHaja - IMOJHBIC,
MI0CJICIOBATENIbHBIC, TPAMOTHBIC U JIOTUYECKU M3JIaraeMbIe OTBETHI - CBOOOTHO CIIPABJISIOLIHECS C
MIOCTABJICHHBIMU 33]la4aMy, 3HAaHHS MaTepHala, - MPaBHILHO 00OOCHOBAHHbBIE IPUHSATHIC PCILICHHS,
- BJIaACHUC Pa3HOCTOPOHHUMM HABBIKAMU U IPHUEMAaMU BBITIOJIHCHUSA NPAKTHICCKUX pa60T.

(19-15 GawioB) - 3HAHME MPOrPaMMHOIO MaTepuayna - TPaMOTHOE H3JIOKEHHe, Oe3
CYIICCTBCHHBIX HETOYHOCTEH B OTBETEC Ha BOIIPOC, - MPABUJIBHOC NPUMCHCHHUEC TCOPCTHYCCKUX
3HAHUH - BJIAICHUC HeO6XOI[I/IMI)IMI/I HaBbIKaMU IIPHU BBIITOJHCHUHN NPAKTUYCCKUX 3a1a4

(14-96a0B) - ycBOGHHE OCHOBHOTO Marepuaia - IpH OTBETE JOMYCKAITCs HETOYHOCTH
- IpU OTBETE HEJOCTATOYHO MPaBUIIbHBIE (YOPMYIUPOBKHU - HAPYLICHHE TOCIEI0BATEIbHOCTU B
U3JI0KCHUHU TIPOTPAMMHOI0 MaTepHaa - 3aTPyIHEHUS B BBITIOJTHCHUH MPAKTHUECKUX 3aJaHUN

(8-1 GamnoB) — crnaboe 3HaHHWE MPOrPAMMHOIO Marepuaia, - MPH OTBETE BO3HHKAOT
OIIMOKY - 3aTPyIHEHUS IIPU BHIIIOJHEHUH MTPAKTUYECKUX padoT

(0 6ayoB) - HE 3HAHUE TPOTPAMMHOTO MaTepHaa, - Kelic-3a/1aua He BBITIOJIHEHA.

3 cemecTp
Keilic-3agauya Ne3
10 JMCUHHUIJINHE «YTPaB/IeHUEe CEPBUCHOM 1eSTeJIbHOCTbIO»

Keiic-3agaua 1

3ananmue: caenaiTe BEIBOABI 1O Ta0auIE 1, a UIMEHHO OTHOCUTEIIBHO POJI MAaTEPUATTLHOTO
CTUMYJHPOBaHUSI paOOTHHUKOB, HA KAaKOH MEpPCOHAN B MEPBYIO OYepeh HAMpaBiIeHa MOTHBAIUSI
CTpaxoM, OT 4ero 3aBUCUT 3((HEKTUBHOCTH MOTHBAIIAU TTEPCOHAJIA OTEIIA.

OaHUM U3 BaKHEUINX ACTIEKTOB, XapaKTEPU3YIOLIUX MMPUHATHIE B KOJJIEKTUBE [IEHHOCTH,
SABJSICTCS MOTHBALMS TPYJAOBOro moBeAeHus. (OCHOBOMOJAraromend CyThIO COBPEMEHHOM
KOHIENIINH YIPaBIECHUS TIEPCOHATIOM SIBJISIETCS MPU3HAHUE YKOHOMHYECKOH I1e1ecO000pa3HOCTH
KA TAIOBIIOKECHHUH B IPUBJICUCHHE TIEPCOHANIA, TTOJIEPYKAHNE €T0 TPYI0CITOCOOHOCTH, CO3/ITaHUE
YCIIOBUH [7Isi OoJiee TMOJIHOTO BBISIBICHUS BO3MOXKHOCTEH M CIOCOOHOCTEH, 3aJI0KCHHBIX B
auyHocTH. [10aTOMY BaXkHbIE U3MEHEHHSI B KaJpOBOW MOJIMTHKE, CTUISIX X METO/IaX PYKOBOJCTBA
MIEPCOHAJIOM CBSI3aHbl C U3MEHEHUSIMUA B CUCTEME TPYAOBOW MOTHBAUWH. MOTUBaIMs TO3BOJIAET



00ecreynTh BOCCTAaHOBIIEHHE CMBICI000pa3yroeil GyHKIUN Tpy/aa, yTpaTUBILEH CBOM O3ULIUU
B HBIHEITHUX JKOHOMHYECKHX YCIOBHUSAX, BO3BpAIllEHHEC HOPMAIBHOM TPYAOCIIOCOOHOCTH
paboOTHUKOB ¥ POPMHUPOBAHUE HOBOTO TPYIOBOTO CO3HAHHUS.

Ha TpynoByr0 MOTHBAIIMIO BIMSIOT CACAYIONMINE MTOKA3ATENH:

® CUCTEMAa DKOHOMHUYCCKUX HOpMaTI/IBOB U JbI'OT,

* YPOBEHB 3apa0OTHOM IIJIATHI U CIIPABEUTMBOCTD PACIIPEACIICHHSI I0X0/I0B;

* YCJIOBUS U COJIEPKATEIBHOCTD TPY/A;

* IPU3HAHUE CO CTOPOHBI OKPYXKAIOIIUX U KaphePHBIC COOOPAKCHHUS;

* TBOPYECKHIA TOPHIB U HHTEPECHAS paboTa;

* J)KeJIaHUEe CaMOYTBEPIUTHCS M TIOCTOSTHHBIN PUCK;

¢ XKC€CTKHEC BHCIIIHUEC KOMAaH/bI, BHYTpeHHHH Ky.]IBTypa 158 ,upyroe.

['OTOBHOCTh M CTpeMJICHHE YeJIOBEKa BBINMOIHATH CBOIO pabOTy HAWIY4IIMM 00pa3oM
paccMaTpuBaeTCs OpraHu3allMell B KayecTBe KIFOUYEBOro (hakTopa ycrexa OpraHu3aiui. 3HaHHUE
MOTHBOB, TOOYXIAIOIIMX YEJIOBEKa K TPyAy, M MEXaHHU3MOB WX BO3HUKHOBEHHS ITO3BOJISET
pa3paboTaTh CUCTEMY YIIPaBJICHUS TIEPCOHATIOM.

Pesynbrathl wiccnenoBaHus psAa OpraHu3alldii MHAYCTPUU TypuU3Ma, B X0JZleé KOTOPOTO
OTIPOLICHHBIX MMONPOCHIIN YKa3aTh (PaKTOPbI, BaXKHBIE JUII HUX MPH BEIOOpE paboTHI, MOKA3alH,
YTO OJAHUM M3 OCHOBHBIX (DaKTOpPOB SIBIIICTCS MHTEpeC K padore. DTOT (akTOp Omepeaus 1o
3HAUYMMOCTH Takue (aKTOPhI, Kak 3apadoTHAS TUIaTa, MPU3HAHUE IPO(ECCHOHATBFHOTO U JIMYHOTO
JOCTOMHCTBA, IICKXOJOTHYECKUI KIIMMAT B KOJUIEKTUBE, Oe30macHoCTh (Tadm. 1).

Taoauna 1

Ilepeyenb pakTOPOB, BAsKHBIX /IS IEPCOHAJIA PU BHIOOPe PadoThl, 110 CTENEHU
yObIBAHUS UX NPUBJIEKATEJIbHOCTH

KpuTepuu MoTuBanum JloJ1s1 mepcoHasia, BLIOPaBIIMX JAHHBIN
Kpurtepuii, %
WuTepec k pabdorte 52
Opranuzanus Tpyaa 51
3apaboTHas Tuiata 48
[Tpu3nanue npodeccuoHanIbHOTO 46
JIOCTOWHCTBA
CrpaBeyinBas OIICHKA TPyJia 38
[Tcux0I0THYeCKUil KIIMMaT B KOJUIEKTUBE 33
Bo3MokHOCTB TIPOdecCHOHATBHOTO pocTa 29
Camopeanuzanus 32
[ememonaranue 22
besonacHocTh 7

Keiic-3agaua 2
3ajganue: HA30BUTE PUYHHBI, 10 KOTOPHIM 3()(HEKTUBHOCT JaHHBIX CHCTEM MOOIIPEHHUS
HepCOHaﬂa MOXKET C TCUCHUECM BpeMeHI/I YMeHI)HIaTI)CH.

B MockoBckux roctuHmIiax cetu «Marriotty mist popMuUpOBaHUS y CIIyKAIIUX OTEJs
YyBCTBa I'OPAOCTH 3a CBOIO KOMIIAHUIO U COIPUYACTHOCTU K JEATEIBbHOCTU BCEW IOCTUHUYHOU
LIEIH B 11€JIOM C BHOBB [TOCTYIUBUIMMH Ha pabOTy COTpYAHUKAMH IPOBOAUTCS OPUEHTUPOBOYHBIN
UHCTPYKTaXX, BO BPEMs KOTOPOTO OHM Y3HAIOT 00 HCTOPUM KOPHOpALMU, HUX 3HAKOMSAT C
NPUHIMIIAMA TOCTEIPUUMCTBA B 1enu «Marriotty: mpuBeTCTBYHTE KaXIOT0 TOCTS C YIBIOKOMH;
o0IIaiTeCh ¢ TOCTEM B TEIUION, CEpACYHON, APYKETOOHONH MaHepe; MPOSIBIISIHTE HETTOAeIbHBIN
MHTEpEC K 3alpocaM IocTsd U ero npolsieMaM; 4eTKO BBIACHSITE NOTpeOHOCTH rocTs U OyapTe
ruOKM TIpU yJOBJIETBOPEHUHU MX; OOJIafaiiTe BCEMU HEOOXOIUMBIMU 3HAHUSMHU OTHOCHUTEIBHO



CBOEH paboTHI; He 00iTeCh MPUHUMATH MTOJIHOIICHHBIE PEIIEHUSI K OTBETCTBEHHOCTH B HUX. KpoMme
TOTO, CIYXalluX 3HAKOMAT C CYHIECTBYIOULIMMH B TIOCTHHHUIE KOMIICHCALIMOHHBIMUA U
MPEMHUATBLHBIMU BBITUIATAMU, 2 TAKXKE C MMPABUJIAM U TEXHUKH 0€30IaCHOCTH.

B TedeHune ucnbITaTEILHOrO CpOKa, KOTOPbIA MOXET cocTaBiaTh 30, 60 mmu 90 nuei,
PabOTHHUK MPOXOJUT HECKOJIBKO aTTECTALMM Ha COOTBETCTBUE 3aHUMAEMOM JTOJDKHOCTH. A 3aTeM
B TEUEHHUE MEPBbIX JIBYX JIET pa0OTHHUKA aTTECTYIOT KaXK/ble MOJT0a, ocie ABYX JeT padboTsl - 1
pa3 B roj. Takas arrecraius Mo3BOJISIET CAaMUM paOOTHHKAM YBUIETh HEIOCTATKH CBOCH PabOTHI
U Y4eCTb MX B JAJIbHEWIIEM, a PYKOBOJACTBY JAa€T BO3MOXKHOCTb HCIOJIb30BaTh JIaHHbIE
aTTECTAllMU ISl MOOIIPEHUS OTIMYUBIINXCS COTPYIHUKOB.

B mportiecce paboTel B roctunuIe 1iend «Marriott»y coTpyaHuKaM Takke MpeT10CTaBIIOTCS
CJIEIYIOIIME COIMATbHBIC ILIOTHI U TAPAHTUU:

* METUIIMHCKOE CTPaxoBaHUE JJIsl COTPYAHHUKOB, MpopadboTaBinx 6omuee 1 rozaa;

» opranuzanus noe3nok B IlogMockoBbe U Ha UYepHoe Mope, ¢ MPENOCTaBICHHUEM CKUIOK B
pa3zmepe 60-90 % OT CTOMMOCTH ITYTEBKH;

* MPEAOCTaBICHUE BCEM COTPYJIHHUKAM TOCTHHHI] MpaBa Ha CHEHUAIbHYIO CKHUIKY, €CIH OHHU
OCTaHABJIMBAIOTCS B JIIOOOM ropojie MUpa B TOCTHHHIIAX ceT  «Marriotty;

* NIPEOCTABJICHUE OECIIIaTHOTO MUTAHMS (KaXKIBIH MECSI] MEHEKEp OTIesa pa3/iaeT KapTOUKH
Ha MHUTaHKe, TI0 KOTOPHIM MOKHO 3aBTpaKaTh U 00€1aTh);

* COBMECTHOE IPa3THOBAHUE OTMEIbHBIX AaT (FOJIOBIIMHA OTKPBITUSA TOCTUHMIIBI, HOBBIN TOI 1
Ip.) A7sl YKpeIUIeHHsI KOPHOPaTUBHOU KYJIbTYPBHI.

Kpome 3Toro B rocTUHHUIIAX CETH MPOBOAUTCS TAKKE PSIJI MOTUBALIMOHHBIX MPOTPAMM:

* IYYIIUN COTPYIHUK MecAla». B KOHIlE Kaxa0ro Mecsia BRIOUPAIOTCs MPETEHACHTHI Ha 3TO
3BaHHE, KOTOPBIC 3aTeM NPUTJIANIAIOTCA HAa 00ed B OJMH M3 OAHKETHBIX 3aJI0B TOCTHUHUIIBI, T]IE
OOBSBISACTCS WIYULINI COTPYTHUKY, IPUYEM TaKUX COTPYJHUKOB J[BA: «IHUIIO» TOCTHHHIIBI U
«Cep1e» TOCTUHMIIBL. DTH COTPYAHUKH TOJIYJatOT MPUTIIALIEHUE HA IBOUX B pecTopaH «I paruu»
(Marriott) u reHeXKHYIO TPEMHIO;

* IyYIIUH COTPYAHMK TOJa» BEIOMpaeTcs B KOHIIE roja. OH moyJdaeT MpUIJIalieHue B pECTOpaH
U MO€3]IKY Ha Henenmo B EBpony ¢ MpoKUBaHUEM B MIATH3BE3I0YHOM oTee cetu «Marriotty,

* WIYyYLIHN cynepBaizepy U «IydlInil MEHeIKep» BIOUPAIOTCS KaXK bl KBapTaj U B KOHIIE I0/a.

Opnnaxo 3(h(peKTUBHOCTH ATHX MOOMIPEHUN C TEYCHHEM BPEMEHH YMEHBIIIAeTCS.

Keiic-3apaua 3

Jlst pa3BuThs mpoeCCHOHATBHOTO YPOBHSI TIEPCOHANIA PYKOBOJICTBO oTeseil «Marriotty
MOCTOSTHHO MPOBOJUT pa3iMuHble MporpaMMbl 00ydyeHus. C 3Toi Lenblo B OT/eNe KaJpoB €CTh
CHelalibHbIe COTPYIHUKN U MEHEIKEPHI 110 00yueHuto (TpeHepbl). Cuctema moAroToBKH KaJapoB
B roctuHHIax «Marriotty mpenmnosnaraeT mOCTOSHHOE COBEPIIEHCTBOBaHUE MPOGECCHOHATN3MA
nepcoHasna. Kaxaplii COTpyAHHMK, NPUXOIALIMI B KOMIIaHHIO, OOydaercs cBoed pabore.
CucTteMHbIH 0X01 B 00y4eHUH MPEATIONIAraeT: co3Aanue yueOHoro nocoous 1o cnenuaibHOCTH
(PYKOBOJICTBO); pa3bsiCHEHHE pPaOOTHUKY ero oOs3aHHOCTEHl B XoJe Y4YeOHBIX MpOorpamm;
MOIIIaroBOE ONMKCAHKE TOT0, KaK MPABUIBHO BBIMOJIHATH KOHKPETHYIO paboTy B COOTBETCTBYIOIIEH
IPOM3BOJICTBEHHON OOCTaHOBKE; 3HAKOMCTBO CO CTaHAapTaMu OOCTYy)XMBAaHUS KIIMEHTA,
CYIIECTBYIOIIMMHU B KOMIAHHUU. [10J0OKUTETHHBIMA CTOPOHAMH TaKOTO OOYYEHUS SIBISIETCS TO,
91O pabOTHUKAaM HE MPUXOIUTCS WMIIPOBU3UPOBATh HA TEMYy KAa4eCTBEHHOTO CEPBHCA W ITO
CHOCOOCTBYET PAa3BUTHIO HHIUBUAYAJHHOCTH KOMITAHWUH, (OPMHPOBAHUIO KOPIIOPATUBHON
KYJIBTYPBI, CO3JJaHUIO MOJIOKUTEIHHOTO UMUIKA TOCTUHHIIBI Y TOTPEOUTEIIS.

B rocrunmnax cetu «Marriott» mporpamMma MoBBIIICHHS KBaTH(UKAIMU MPEACTABIISCT
coboii HenpepbIBHBIHN mporiecc. COTPYAHUKH TaKkKe MOCTOSTHHO MPOXOIAT 00y4eHHe Ha OCHOBE
TPEeHUHTOB. {751 mepcoHana pas3iIMyHBIX CIIY>KO TOCTHHHUIBI pa3pabOTaHbl Kak oOIMe, Tak U



CriellManbHble IPOrPaMMbl TPEHUHIOB. JlaHHBIE TPEHUHTU PacCUMTAHBI 110 MPOJOKUTEIIEHOCTH
Ha 1-2 gns.

TpeHuHrH MO3BOJSAIOT B MMHUTALIMOHHOM DPEXHME B YCIOBUSAX KOJJIGKTHMBHOH PaOOTHI
CIPOEKTHPOBATH PEaJbHbIC CUTYaIlUH U COOTBETCTBYIOIINE UM MOJIENIN TTOBECHUS, YOSIUTHCA B
ux 3((HeKTUBHOCTH, HAUTH MYTH NIEpEHOCA OIbITa UTPOBON PEATHLHOCTH B HACTOSIIYIO KU3Hb. B
TPEHUHIOBOM pEXHME Jierde MpeoJojeTh COCTOSHUE IIOJBEIIEHHOCTH M II€HHOCTHOM
HEOIPEJECIEHHOCTH, JOOUThCA KOHCEHCYyca B Cllydyae CYIIECTBEHHOIO pa3iuuus HO3MLUH
pa3sHOOOpa3HbIX CYOBEKTOB Ipoliecca ympaBieHus. Takas rpymnmnoBas paboTa IO3BOJISET
IpUOOpECTH HABBIKM COTPYIHUYECTBA B KOJUIEKTUBE, BBIABUTBH JIMIEPOB, MOHATH CHELU(PUKY
COLMAIBHO-TICUXOJIOTHYECKAX ~OTHOUICHHWH, a Takke CHOCOOCTBYeT (OPMHPOBAHUIO U
JanbHEHIIeMy pa3BUTHIO KOPIIOPATHUBHOM KYJIBTYpPhI B OpPraHU3aIUH.

[TocTrosiHHas cucremMa oOydeHUs BBICOKOI(p(EKTHBHA, HO HMMEET psJ HEJOCTaTKOB,
OCHOBHBIM U3 KOTOPBIX SIBIISIETCS TO, YTO JAHHBIC TPEHUHTH pa3paboTaHbl I BCEX TOCTUHUI] CETH
«Marriott», He3aBHCHMO OT UX reorpaguYecKoil NPUHAMICKHOCTH, T. €. 0e3 ydera KyIbTyPHBIX
LIEHHOCTEH POCCUICKOrO IMepcoHaja TOCTUHUL, C(HOPMHUPOBABIIMXCS O]l  BIUSHUEM
HAllMOHAJIBHBIX TPaJULMMA, OTEYECTBEHHOM CHCTEMbl OOPa30BaHUS MJIM HMHBIX COLMAIBHBIX
CTPYKTYP.

AHAJIOTUYHBIE TPEHUHTH B OOJIBIIIEM WJIM MEHBIIEM 00bEME HCIIONB3YIOTCS U B APYTUX
oremsix Poccuu, mpuHamIekamux KPYMHBIM MEKIYHApOIHBIM TOCTHHHUYHBIM IemsiM. Tak, B
HENAX TOJJIEP)KaHUsT €IUHOW CHUCTEMBbI IIEHHOCTEH M TOJX0Ja K OOCITYKMBAaHHUIO TOCTEH B
TOCTHHUIIAX MEeXIyHapoaHoit cetn «Radisson SAS» opraHu3yloT KOPIOpaTHBHBIC TPEHHHIH,
porpaMMbl 00yYEHHS U MOBbIIICHHS KBauukanuu nepcorana. Cers «Radisson SASy akTHBHO
UCTONB3yeT A OOydueHHsl IepcoHala OJHY M3 CBOMX CaMbIX JWHAMUYHBIX MPOTrpaMM
nosbineHus kBamudukanuun «Yes, | Canl». Ileas 3Toif mporpamMMbl HpuBUTH (huiocoduio
BBICOYANIIIEro YpOBHs OOCITYy>KUBAaHUS BCeM 0€3 HCKITIOUEHUsI COTPYIHUKAM OTelIsl. 3a IeCATh JIeT
CYIIECTBOBaHMs JaHHOW MpOrpaMMbl OHA CTajla YacTbi0 KOPIOPATHBHON KyJIBTYphl CETH
«Radisson SAS».

332!31—[“6: MNPpEAIOXKUTE NCBATH TPECHUHI OB JJIA IIEPCOHAJIA CJ'IY)K6I)I IINTAaHUA OTCJIA U 3 alIOJIHUTC
Ta0IHILy:

TpeHI/IHI‘ OO6ocHOBaHHE HeO6XOI[I/IMOCTI/I TPCHUHT'A

Kpurepum oueHku:

MakcumanbHOE KOJTUYECTBO OAJTOB, KOTOPOE OJIMH CTYICHT MOKET HaOpaTh, BHITIOJIHUB 3
Kelc 3amadusg — 15 0amnos.

CryneHTy BBICTaBIsIeTCS 5 0ANIOB, €CIM CTYJASHT MPABHILHO MOTHO PACKPBLT OTBETHI Ha
IIOCTaBJICHHBIE BOIIPOCHI KEHC-3aa4H;

Crynenty BbicTaBisiercst 0-4 0aiyioB, €Clid  YaCTUYHO OTBETHJI HA TIOCTaBICHHBIC
BOIIPOCHI KEWC — 3a7a4H.

3 cemecTp

JesioBast urpa
10 JUCHMILINHE «YTPaBJIeHHe CEPBUCHOM 1eSITeJIbHOCTHIO»



Br16op MecTa paboThl HY’)KHO HAaYMHATH C BRIOOPA PYKOBOJIMTEIIS.
I Cenve

1 Tema (mpo6.iema, cutyanus): [logbop nepconana Ha npeanpusitue cepBuca (IpeanpusTUe Mo
BbIOOPY KOMaH/1bl)

2 Oxuaaemple pe3yabTarbl. CHOPMYIUPOBaTh MpodeccCHOHaIbHBIC TPEOOBaHUS K PaOOTHUKY,
UCXOMs U3 OCOOCHHOCTEH MpeanpuaTus, U 1moao0parh W3 HECKONbKUX KaHIUAATyp Haubojee
MOJIXOISIIYIO JUIS 3aMEIEHUS] BAKAHTHOM TOJIKHOCTH.

3 IlporpaMma npoBedeHHsl H/HIIH METOTHYECKHE PEKOMEHIAIMH 10 MOAT0TOBKe H MpoBexeHunio 1.
CdopmupoBats KoMaHbl MO 4-8 4Yemn., UCXOAs U3 MPOPECCHOHATBHBIX HWHTEPECOB (5 MHH).
HaubGonee pannonanbHo UMeTh He Oosiee 6 KOMaH]I.

2. OnpenenuTh TUI OPEIIPUSITUS U €r0 OPTaHU3allMOHHO-TIPaBOBYIO (hopmy (2 MUH).

3. OmnpenenuTh BaKaHTHYIO JIOJDKHOCTh IE€pCOHaNa, I KOTOpPOMl OyJIeT BeCcTHCh MoAOOp
pabOTHHUKOB (3 MHUH).

4. PactipeienuTh poiid MEXAY WICHAMH KOMaHAbI (3 MUH).

5. Iloctpouts MeTOOM "MO3rOBOTO ITYypMa" MPohecCHOHATBEHYIO MOIeNIb PA0OTHHKA 110 opMme
MOJIEIN-PYKOBOJUTENS, IPUBEIEHHON B mab.. 1. (40 MuH).

6. [TonroroBUTH/OpUTHHATILHOE PEKIIAMHOE O0bsIBIIEHUE B Ta3eTy o0bemoM He Oonee 30 cioB (10
MUH),

7. PazpaboTaTh MoJenb ci1ykeOHOil Kapbephl paboTHUKA B Buae T1add. 2. (10 muH).

8. IloaroToBuTH BOMPOCH! sl KOMaHJ KOHKYpeHTOB (10 MuH).

9. TloaroToBUTh WTOTOBBIE JOKJIAAbl KOMaHABI 1O MOJENH, peKIaMe U Kapbepe,
MIPOJIOJDKUTENILHOCTRIO He OoJiee 5 MuH. Jloknaz nenaet "renepaTtop uaeil" uim opraHusarop.

10. BeienuTh W3 KOMaHABI YE€HA XKIOPH U JaTh SKCIEPTHYIO OLEHKY pe3yiabTaTaMm palOoThI
KOMaH/]l KOHKYPEHTOB 110 opMme Taodr. 3.

11. TlogBecTy UTOTH UTPBI U JaTh OLEHKU PAaOOTHI KOMAH]I.

Tabmuma 1.
IIpodeccnonanbHas moaeab pabouero Mmecra

DNeMEHTHI MOJIENH OcHOBHBIE XapaKTEPUCTUKH * Becosoii
K03 punreHT

1. KagpoBble 1aHHBIE

2. OnbIT paboTHHKA

3. IIpodeccuonanbHbie 3HAHUS

4. IlpodeccrnonanbHbIE YMEHHS

5. JIUuHOCTHBIE KaUueCcTBa

6. Ilcuxosorus JUYHOCTHA

7. 3n0poBbe U
paboToCrmocoOHOCTh

8. YpoBeHb KBaM(pUKAIIUN




9. CityxebHas Kapbepa

1 0. Xo66wu (yBiieueHus )

11. Bpenanbie NpyBBIYKU U
HEJOCTATKU

12. Opranuzanus Tpyaa

1 3. Omnara Tpyna

14. CounanpHble OJiara

15. ConuanbHble rapaHTUH

Hroro: 1,0

KoHnkpeTHble XapaKTepUCTUKH BIMCHIBAIOTCS Ipynnoi u3 tadma. 1.1.

Tabnuna 2.
MogaeJb ciry:ke0HOM Kapbepbl

JIOJDKHOCTB Bo3spacr Ormutara Crioco06 3ansaTus OOyuenue

Kpurtepumn ouenku:

MaxkcumanbpHoe KonruecTBo 30 GanoB 3a 3aaHue:

20-30 GaiyioB, eciu MPUHUMAET aKTUBHOE ydacThe B paboTe TpyHIbl, peajgaraeT coOCTBEHHBIS
BapUaHTHI PEIICHHs TPOOJIEMBI, BEICTYIIAET OT UMEHH T'PYIIBI ¢ PEKOMEHIAIMSAMH 10 paccMaTpUBaeMoi
npobiemMe nMOO JIOMONHSET OTBETYMKA; JEMOHCTPHUPYET TNpEeABAPUTENBbHYI0 HWH(POPMAIIMOHHYIO
TOTOBHOCTB B UTPE

10-19 6amna, ecay MpUHUMAET aKTUBHOE y4acTHe B pabOTe TPYIIIBI, YIaCTBYET B 0OCYKIECHUSIX,
BBICKA3bIBAaCT THIOBBIE PEKOMEHAAIMM [0 paccMaTpuBaeMoi MpobjeMe, TOTOBHT BO3pPaKEHUS
OTIIOHEHTAaM, OJTHAKO CaM He BBICTYIAeT M HE JOTOJIHIET OTBETUNKA; IEMOHCTPUPYET HHPOPMATOHHYIO
TOTOBHOCTB K HT'PE

5-9 Gami0B, eciaM NpPUHUMAET ydacTHE B OOCYXKICHHM, OJHAKO COOCTBEHHOM TOYKU 3PEHHUS HE
BBICKa3bIBACT, HE MOXKET c(hOPMYIMPOBATH OTBETOB HA BO3PAYKEHHUSI OIIMIOHEHTOB, HE BBICTYIIAET OT UMEHU
paboueil rpynmbl W HE JONOJHAET OTBETYMKA; JAEMOHCTPUPYET Cilaldylo HWHPOPMALUOHHYIO
MOJTrOTOBJIEHHOCTb K UTPE

0-4 Gayna, eciiv He IPUHUMAET YYacTHsI B paboTe TPYIIIbI, HE BHICKA3bIBAET HUKAKHUX CYKJICHH,
HE BBICTYNAeT OT UMEHHU TPYIIbI; AEMOHCTPUPYET HOJHYI) HEOCBEJOMIIEHHOCTH IO CYTH H3y4aeMOu
npoOJIeMBl.

3 cemecTp
NuauBuayajibHOE MPAKTHYECKOE 3a/IaHHe

nmo IUCIHUIIJINHE «anaB.neHne cepnncnoifl ACATCIABbHOCTHIO»
3aganue:

1. OnpeaenuTh OpraHU3aIMIo CEPBUCA U €€ KOHKYPEHTOB



2. BoisButh coctaB (pakTOpoB BHYTPEHHEH M BHEIIHEW Cpeabl JJIs JaHHBIX OpTraHW3alui

(ucrionp3oBath Matpurly SWOT —ananuza 11t HarsIgHOCTH  (DAKTOPOB)

1- Marpuny SWOT -ananu3sa
CunbHbIE CTOPOHBI Crnabble CTOPOHBI
1. 1.
2... 2....
Bo3mokHocTH Yrpo3bl
1. 1.
2... 2...

3. YCTaHOBUTH KOJMYECTBO OSKCIIEPTOB IO OMNPEICICHHUI0 KOMIUIEKCHBIX OIEHOK (DakTOpoB
BHEIIHEW H BHYTPEHHEW  Cpeabl, NpU TPYHIoBOM pabdote
oOyuJaromuecs, JUisi B3BEHICHHON OLEHKH BECOMOCTH (3HaYMMOCTH) U 3HAYEHHs] BBHIOPAHHBIX
(hakTopoB.

MOI'YT BBICTYIIUTb CaMHU

4. TlpoBect HEOOXOAMMBIC PACYETHl MO OMPEACICHUIO KOMIUIEKCHBIX OLIEHOK (pakTopoB
BHYTPEHHEN M BHEIIHEW CpeIbl, BO3MOXXHOCTEW WU yIrpo3 W CHEJIaTh BBIBOJ O IOJIOKECHHH

paccMaTpuBaeMOl  OpraHU3allii OTHOCHTEILHO KOHKYPEHTOB (pacyeThl BHECTH B TaOHUIIbI 2,3).

2- CuibHbBIE M cJIa0ble CTOPOHBI NEATC/IBbHOCTH KOHKYPHPYHOUIIMX CEPBHCHBIX

npeAnpUsATHiA, 0aJJIbI

Buyrtpennunii | Be | ba3zoBas Konkypent Nel | Konkypent Ne2 | KonkypeHt Ne3
CTpaTEeTMYeCKu | C | OpraHu3alys
it dakrop Ornen | B3seme | Ouen | B3seme | Ouen | B3seme | Ouen | B3peme
Ka HHas Ka HHasl Ka HHas Ka HHasl
¢dakT | omenka | ¢akT | omeHka | akt | omeHka | (akt | oneHka
opa opa opa opa
CuiibHBIE CTOPOHBI
1.KBamupummp |0, |5 1,00 3 0,60 4 0,80 3 0,60
OBaHHBIN 20
NIEPCOHAT
2.
3......
Hroro 1, 2 > 2 R
0
CnaOble CTOPOHBI
1.
2.
3....
Hroro

3- Bo3MOXHOCTHM M YIrpo3bl

NpeanpusiTHii, 0aJJIbI

BHEILIHEH cpelbl

KOHKYPHUPYIOIIHUX CePBHCHBIX

Buyrpenn | B | bazosas Konkypent Nel | Konkypent Ne2 | KonkypeHnt Ne3
un €c | OpraHu3anus
cTpareruye Omnen | B3seme | Onen | B3seme | Omen | B3peme | Omen | B3seme
CKHH Ka HHas Ka HHas Ka HHas Ka HHas
dakrop ¢akt | omeHka | akT | omeHka | gakT | oueHka | (aKkT | OlleHKa
opa opa opa opa
CHIIbHBIE CTOPOHBI

1.

2.

3......




Hroro 1, > > > >
0
Cnabbie CTOPOHBI
1.
2.
3....
Uroro

5. Co3marp rpaduku 1,2 (auarpammbl), MOKA3bIBAIONINE OTHOCUTEIBHYIO KOHKYPEHTHYIO
HO3ULUIO IPEAIPUATHS OTJIEIBHO 10 BHYTPEHHEM U BHEIIHUM [TOKA3aTENSIM .
IIpumep Ha pucynke 1

FouMnioskcHaT OUeHEA

CHIBHEIX CTOPOH 4,
3
4
3| + +
2
1 + +

o 1 2 3 4 3
Kommnercnas onenxa caadBIx cTOPOH

Pucynok 1 — [lonoxxeHue KOHKYpHUPYIOIUX NPEANPUATHH 10 KOMIUIEKCHBIM OLIEHKA BHEIIHEN Cpellbl OTHOCUTENIBHO CUIIBHBIX U
cyabBIX CTOPOH

(+) - 9TO MONOKEHUE B CHCTEME KOOPAMHAT MPEANPUATHI KOHKYPSHTOB (Ha BaluX rpadukax
0003HAYUT KOHKYpPEHTa COOCTBEHHBIM CUMBOJIOM WJIM yKa3aTh Ha3BaHUE MPEITPUATHIN)

6. BeisiBuTh Hambosiee BakHbIE (DAKTOPBI, ONPEENSIONIME MPEUMYIIECTBO OpPraHU3aluu I10
OTHOILEHHIO K KOHKYpEHTaM, KOTOpbIe MOT'YT MCIIOJIb30BaThCS MPH pa3pabOTKe CTPaTETHH.

Kputepun onenkmu:
MaxkcuMaIbHOE KOJIMYECTBO 15 0aiuioB 3a 3aaHue:

— 15 OamioB BhICTaBNSETCH OOYYAIOIIEMYCs, €CIM OH [EPEYUCIIIeT BCE CYILECTBEHHBIE
XapakTepUCTHKA O0O3HAYEHHOT0 B BOIMpOCE MpeAMeTa M BO3MOXHBIC BapHUaHThl JajbHEHIIIEro
Pa3BUTHSL pELEHUs] TPOOJIEMBI, €CIIM 3TO BO3MOXKHO, & TaKKE MAKCHMAJBbHO IIMPOKO HCIONB3YeT
TEXHUYECKHE BO3MOXHOCTH IPOTPAMMHBIX TPOJYKTOB ¥ Pa3sHOPOIHbIE (POPMBI TpeNCTaBICHUS
nH(popMaIuy;

— 14-10 Gannma ecnu OOy4YarOIIMHCS PAacKpbUI TOJBKO YacTh OCHOBHBIX IOJIOXKEHHMH BOIpPOCa,
MPOJIEMOHCTPHUPOBAl HETOYHOCTH B MPEACTABIICHUAX O IIPEIMETE BOIPOCa,;

— 9-1 Oamma ecnu oOyyarommiics 0003HAYMJI OOIIYyKD TPAeKTOPUIO OTBETAa, HO HE CMOT
KOHKPETHU3UPOBATh OCHOBHBIC KOMITOHCHTEI,

— 0 6amroB eciu 00y4JaONIUIACS HE TPOIEMOHCTPHUPOBAJI 3HAHU OCHOBHBIX TIOHATHH, TPECTABICHUIA
00 M3ydaeMoM IpenMeTe.

3 cemecTp



IlepeyeHb TeM KypCOBBIX padoT
N0 JUCHUIIMHE «YTIPaBJieHHe CEPBUCHOM 1eSITeIbHOCTHIO)

1. OcobenHocTu pa3BUTHSI CEPBUCHON NEATENBHOCTH B Poccuu: UCTOpHS U COBPEMEHHOCTb.

2. Ponb cepBUCHOI IEITETLHOCTH B COLIMAIBHO-3KOHOMUYECKOH JKU3HU CTPAHBI

3. CocTosiHME U IEPCIEKTUBHI Pa3BUTHSI HHIYCTPUH rocTerpuuMcTsa B Poccun

4. CocTosiHME U TIEPCIIEKTUBBI pa3BUTHS TypusMa B Poccuu

5. IMonxoapl K yIpaBIEHUIO CEPBUCHBIM MPEIIPUATHEM B COBPEMEHHBIX YCIOBHSIX

6. OcobeHHOCTH 1 crien(UKa YIpaBJICHUS IPEANPUATHEM B cepe cepBuca (Ha Ipumepe ....)

7. OcoOeHHOCTH OpTaHHU3AIMH CEPBUCHOM NEATEIILHOCTH B 00JIAaCTH Typu3Ma(Ha IIpUMepe. . ...)

8. OcobeHHOCTH OpraHU3alMi CEPBHUCHOM NEATENbHOCTH B MHJYCTPUM TOCTENPUUMCTBA (HA

npumepe. ....)

9.daKTOphI BIMSAHUS BHYTPEHHEH M BHEIIHEH Cpeibl Ha NEATENbHOCTh CEPBUCHOTO MPHUATHUS U

CIIOCOOBI MIX OIIEHKH (Ha IIPUMEDE. ....)

10. Ocobennocti GopMUPOBAHUS MUCCUH U LIEJIeH CEPBUCHOTO MPEANPHUATH (Ha IPUMEpE. . ...)
11. Dranel U ¢opMUpPOBaHHE  MOJIOXKUTEIHLHOTO HMMHJKA CEPBHCHOTO MPEANpHUATHS (Ha

npuMepe. ....)

12.IToxo161 1 OCOOCHHOCTH YIIPaBIICHUS TIEPCOHATIOM B chepe cepBuca (Ha mpumepe.....)

13. ®opMupoBaHre CUCTEMBI MOTUBAIIMU Ha IPEANPUATUAX chephl cepBUca (Ha IPUMEDE. ....)

14. DTudeckas KylbTypa cepBHCa, OCOOCHHOCTH MPO(GECCHOHATBLHON 3TUKU M STHKETA B cdepe

cepBuca (Ha mpumepe.....)

15. TlpeumyiiecTBa M HEIOCTATKU PA3NIUYHBIX CTUJICH yMOpaBlIeHUS, U BO3MOKHOCTH HX

NpUMEHEHHE Ha MpeInpusTHIX cepy cepBuca

16. OcobGeHHOCTH OOCITYKMBaHHs MOTpeOuTeNneil B 3aBUCUMOCTH OT Cdepbl CepBUCHON

NeSITebHOCTH (Ha IpUMeEpe. . ...)

17. CoBpeMeHHBbIE CITOCOObI OpraHMU3allMU MMO3UTHBHON aTMocepbl MpoJak U 00CITyKUBaHUS

noTpedutenedt (Ha mpumepe.....)

18. KondmukTsl B chepe cepBrca U CiocoObl UX pa3perieHus

19. YopasieHue Kka4eCTBOM CEpBHUCA U YCIYT HA MIPEANPUITHH (HA IPUMEDPE.....)

20. CoBpeMeHHbIE TEXHOJOTUU YIpaBJIeHHs B cepe cepBuca (Ha MpuMepe.....)

21. lHHOBaIMOHHBIE TEXHOJIOTUH B cepe ycuyr (Ha mpumepe. ....)

22. DKCKYpCHOHHBIN MEHEIKMEHT (pa3paboTaTh 3KCKYPCHIO)

Kpurtepuu onenuBanus:

e OlLIeHKa «oTanuHO» (84-100 6amioB);

e orenka xoporoy (67-83 6aios);

e OIICHKA «yJIOBJIETBOPUTENHHOY (50-66 OamioB);
e OIICHKA «HEYJOBIETBOpUTENLHOY (0-49 OamioB).

3 MeTtoaudecKue MaTeprallbl, ONPEAEIAIOINE TPOLEAYPbl OLICHUBAHNS 3HAHUM, YMEHHH,
HABBIKOB U (WJIN) OIBITA JESATEIbHOCTH, XapaKTEPU3YIOIIUX 3TaIlbl (POPMUPOBAHUS KOMIIETEHLIUH

[Iporietypsl OLIEHMBAHMS BKIIOYAIOT B CE0Sl TEKYIIMHA KOHTPOJIb M IMPOMEKYTOUHYIO
aTTECTALUIO.

Tekymuil KOHTPOJIb YCIIEBAEMOCTH IIPOBOJUTCS C HCIOJIB30BAHUEM OLEHOYHBIX
CPEICTB, IpPEACTABICHHBIX B II. 2 JAHHOTO NPUJIOXKEHUS. Pe3ynbTaThl TEKYLIEro KOHTPOJSA
JOBOJATCS 10 CBEICHUSA CTYJEHTOB IO TPOMEXYTOYHOM aTTECTallUH.



IIpome:xkyTouHast aTTecTalusi NPOBOAWUTCS B (opme 3auera, 3K3aMeHa, 3alUTHI
KYpCOBOM pabOTBHI.

3auem MPOBOAMTCS IO PACIIHCAHUIO TIPOMEKYTOUYHON aTTECTAllMU B YCTHOM BHJIE.

Ok3ameH POBOJUTCA IO PACIICAHUIO IIPOMEXYTOYHOM aTTECTAllUN B TUCBMEHHOM BHUJIE.
KosmgyecTBO BONPOCOB B 3K3aMEHAIMOHHOM 3agaHuu — 2. IIpoBepka OTBETOB U OOBSBICHHUE
PE3YJIbTATOB MPOU3BOIUTCS B JICHb SK3aMEHa. Pe3ynbTaThl aTTECTAlH 3aHOCATCS B BEIOMOCTb
M 3a4ETHYIO0 KHIDKKY cTyfaeHTa. CTyIeHTHI, HE MPOIIEANINE MPOMEKYTOYHYIO aTTECTALHUIO 110
rpaduKy cecCHu, TOKHBI IMKBUANPOBATH 33/10JDKEHHOCTh B YCTAHOBJIEHHOM ITOPSI/IKE.

3awuma xypcosoil pabomel TPOBOANTCS IO OKOHYAHHH TEOPETUYECKOTO OOYUCHHS 10
Hauasa SK3aMEHAIMOHHOM ceccuu. Pe3ybTaTel arTecTaly 3aHOCATCS B BEIOMOCTD M 3aUETHYIO
KHUXKKY CTY/CHTA.



IIpunoxenne 2
METOAUYECKUE YKA3AHIA 110 OCBOEHUIO JUCHUITIJIMHBI

MeTtoauyeckue yka3aHus afpecoBaHbl CTyI€HTaM 6cex popM 00yUueHHUsI.

VY4eOHBIM MJIAHOM MPEYCMOTPEHBI CIIETYIOIINE BUJIbI 3aHATHIA:

- JICKLIHH;

- PAKTUYECKUE 3aHSITHSL.

B xone neKUMOHHBIX 3aHSATUA PAcCCMATPUBAIOTCS TEMbl IPEACTABICHHBIX MOMAYJEH,
JAIOTCSl PEKOMEHAALINHU JJI CAMOCTOSITENIbHOIM paboThl M MOATOTOBKE K MPAKTUYECKUM 3aHITHSIM.

B xone mpakTudeckux 3aHATUN YriyOJsSiOTCS M 3aKpeIUISioTCS 3HAHUS CTYACHTOB IO
pANy pacCMOTPEHHBIX Ha JIEKIMSAX BOMNPOCOB, PA3BUBAIOTCS YIPABICHUS KOHCAITUHIOBOM
JEeSTENIbHOCTBIO, €€ PETryJIMPOBAHNE; HABBIKAMU MEXIPOPECCHOHATHHOTO B3aUMOICHCTBUS.

[Ipu moAroTOBKE K MPAKTUUECKUM 3aHSATHIM KaXKIbI CTYACHT JIOJDKEH:

— U3yYUTh PEKOMEHIOBAHHYIO YUEOHYIO JTUTEPaATyPYy;

— U3YYUTHh KOHCIIEKTHI JICKIIUA;

— MIOArOTOBUTH OTBETHI HA BCE BOIIPOCHI 110 U3y4AEMOM TEME.

ITo cornmacoBaHuIO ¢ MpernoaBaTeieM CTyIeHT MOXKET MOAT0TOBUTE pedepar. B mporecce
MOATOTOBKUA K NMPAKTHYECKUM 3aHATUSAM CTYIEHTHI MOT'YT BOCIIOJb30BAThCSl KOHCYJbTAIUSIMU
MIPEno1aBaTells.

Bonpocel, He paccMOTpeHHbIE Ha JIEKIUSAX M MPAKTUYECKUX 3aHATHSAX, TOJIKHBI OBITH
M3Y4YEHBI CTYJIEHTaMH B XOJI€ CaMOCTOSTEIbHOU paboThl. KOHTpOIh caMOCTOSITENIBHOM paOOThI
CTYJICHTOB HaJl y4eOHOM MTporpaMMoOil Kypca OCYIIECTBIISETCS B XO/€ 3aHATUM METOJIOM YCTHOTO
omnpoca. B xone camocrosTenbHON paOOThl KaKIbli CTYIEHT 00s13aH MIPOYUTATh OCHOBHYIO U IO
BO3MOKHOCTH JIOMTOJTHUTEIBHYIO JIUTEPATYPY MO H3YyHaeMOM TEME, JOTIOJHUTh KOHCIIEKTHI JICKIIHI
HEJIOCTAIOIIMM MaTepUajioM, BBIITUCKAMU M3 PEKOMEH/JIOBAHHBIX MEPBOUCTOYHUKOB. BhIIenUTh
HEIOHSATHBIE TEPMUHBI, HAUTH UX 3HAUEHHUE B SHIMKIIONEIUYECKUX CIOBApPSIX.

CTyaeHT [OJKEH TOTOBUTHCS K MPEACTOSIIEMY IMPAKTHYECKOMY 3aHITHIO IO BCEM,
0003HaYeHHBIM B paboueil mporpaMme TUCIUTUTMHEBI BOIIPOCaM.

JInsi mOATrOTOBKM K 3aHATHUSM, TEKYIIEMY KOHTPOJIIO M TMPOMEKYTOYHOM aTTecTaluu
CTYJIGHTBI MOTYT  BOCIIOJIb30BaTbCSl  AJIEKTPOHHO-OMOIMOTEYHBIMH  CHCTEMaMH. Takke
oOyuJaroluecss MOTr'yT B35Th Ha JJOM HEOOXOAUMYIO JINTEPATypy Ha A0OHEMEHTE YHUBEPCUTETCKON
OMOJIMOTEKH UM BOCTIOJIB30BATHCS YUTATHHBIMU 3aJIAMH.



