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OEJEPAJIbBHOE TOCYOJAPCTBEHHOE BIO/IKETHOE OBPA3OBATEJ/IBHOE
YUYPEXIEHME BbICHIETO ITPOPECCHMOHAJIBHOT'O OBPA3OBAHIISL

«POCCUUCKUW TOCYTAPCTBEHHBIVI YHUBEPCUTET
TYPU3MA 1 CEPBVICA»

CMK PI'yTuC

TecToBBIE 3a]aHNA

1. I[To Ty yCIIyr TOPrOBIIIO, TPAHCIIOPT, CBSI3b OTHOCST K yCIyTraM:
a) [Torpeburenbckum
0) O01IeCTBEHHBIM
B) PacnpenenurensHbiM

2. K mpoeccrnoHabHbIM yCiIyraMm OTHOCST:

a) WHXXUHUPHHI, JIN3WUHT, O6CJ'IY)KI/IB8.HI/IG U PCMOHT O60py,[[0BaHI/I$I.

0) 6aHKOBCKHE, CTPAaXOBbIe, (PMHAHCOBBIE, KOHCYIbTAIMOHHBIC, PEKIIAMHBIC YCIYTH

B) TeNEBUJICHHE, PaJIn0, 00pa3oBaHue, KyJabTypa
3. K ycnyram, opueHTHpOBaHHBIM Ha 00IIECTBO, OTHOCAT:

a) rocyAapCTBEHHBIE (TIPaBUTEIHCTBEHHBIE) YCIYTH

0) yCIIyru o TEXHUYECKOMY OOCITY>KMBAHHIO, HAJIAJIKE, HACTPONKE U PEMOHTY

IMPOU3BOJACTBCHHOI'O 06opyﬂ013aH1/1;1 N TCXHHUYCCKHUX CUCTCEM

B) apUKMaxepcKue, poToaTesbe, pa3HOOOpa3HbIC PEKPEAIIMOHHBIC YCIYTH U

HENPOU3BOJCTBEHHBIE BUIbI OBITOBOI'O OOCITY>KUBAHHUSL.
4. Ycnyra rocygapcTBEHHOTO CEPBHCA SIBIISETCS:
a) HEMPOM3BOJICTBEHHOM, KOMMEPUECKOM, pearbHOM, CTaH1apTU3UPOBAHHOM
0) MpPOU3BOJICTBEHHOW, KOMMEPUYECKOH, peallbHOM, JIESTUTUMHOMN
B) HEKOMMEpUYECKOI1, 001IeCTBEHHOMN, CTaHAapTU3UPOBAHHON, CIIOKHOM.
5. Yeayru 1o OTHOLIEHMIO K HUM roCy1apcTBa M OOILIECTBA PA3IMYAIOTCS Ha:
a) rOCy/1apCTBEHHBIE U HETOCYJapCTBEHHBIE

0) YUCTBIC U CMEIIIAaHHbBIC
B) JleruTUMHBIE ¥ HEJIETUTUMHEIC

6. Ycayru, nproOpeTaemMsbie JJIs JIMYHOTO MOTPEOICHUS 3a CUET JIMUHBIX CPECTB —

a) JIeJIOBbIE YCIyTH
0) MHCTUTYLIMOHATIbHBIE YCIYTU
B) MOTPEOUTENbCKHUE YCIYTH

7. Yciyru KOCMETOJIora — 3TO yCIyra, HallpaBJICHHAS
a) Ha YeJIoBeKa
0) HA CO3HAHHE YETIOBEeKa
B) Ha HEMaTepHaJIbHbIE aKTUBBI

8. baHKOBCKHME MHBECTUIIMY - 3TO yCIIyTa, HAllPpaBJICHHAs:
a) Ha CO3HAHUE YeJIOBEKa
0) Ha HeMaTepHuaJbHbIC AKTHUBBI
B) Ha (QU3UYECKUE 0OBEKTHI, HAXOAALINECS B COOCTBEHHOCTH YEIIOBEKa.
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OEJEPAJIbBHOE TOCYOJAPCTBEHHOE BIO/IKETHOE OBPA3OBATEJ/IBHOE CMK PI'YyTuC
YUYPEXIEHME BbICHIETO ITPOPECCHMOHAJIBHOT'O OBPA3OBAHIISL

«POCCUUCKUW TOCYTAPCTBEHHBIVI YHUBEPCUTET
TYPU3MA 1 CEPBVICA»

9.ToBap — aT0:

a) BCE, YTO MOXXET OBITh MPEUIOKEHO HA PBIHKE JUI YJOBICTBOPCHUS JKCJIAHUU WU
noTpeOHoCTEH

0) HeMaTepuaIbHbIC aKTUBBI, TIPOU3BOIUMBIC JUIS 1eJIel cObITa

B) pe3yJbTaT HEMOCPEICTBEHHOTO B3aWMOJICHCTBUS UCIIOIHUTENS U MOTPEOUTENS, a TaKXKe
COOCTBEHHOM JESITEIbHOCTH UCTIOIHUTEIIS IO YIOBJIECTBOPSHUIO TOTPEOHOCTH MTOTPEOUTEIS.

10. Cxema OIIpCACIICHU TOBapa Ha TPEX YPOBHAX: «3aMBbICIa», «PCaIbHOI'O0 HCIIOJIHCHUA) U
CIIOAKPCIUICHU A O A

a) T. JleBut
0) ®.Kotnep

B) Hyrnac Hopt

11. Ucxoast u3 Tpex ypoBHEW TOBapa, TaKue MOTPEOMTEIHCKHE CBOMCTBA, KaK TOBAPHBIM 3HAK,
(bupMEHHBIN CTUITb, KAYECTBO M HAJIEKHOCTh MPOAYKIINH, TU3aiH, YITaKOBKA OTHOCST K:

a) MEpPBOMY YPOBHIO (CTE€pKHEBAs BHIT0/1a)

0) BTOpoMy ypOBHIO (0a30BbIi TOBap)

B) Tperbemy ypOBHIO (03KH1a€MbIH TOBAp)

12. Ob11ecTBO, MHAUKATOPOM CPEphI )KU3HU KOTOPOTO, SBISETCS KOJIMYECTBO U KAUeCTBO YCIYT,
KOTOpBIE YEeJIOBEK MOXKET ce0e MO3BOJINTh

a) MOCTUH/1yCTPHAJIbHOE

0) MHIyCTpUaNbHOE

B) IOMHAYCTPHAJIBHOE

13. I'eTepOoreHHOCTh yCIYT MOApPa3yMeBaET, uTo:

a) YCIYTY HEBO3MO>KHO MPOJIEMOHCTPUPOBATH 0 €€ MOKYIKU

0) KauecTBO MPEIOCTABISEMON YCIYyTH MOXKET CUJIBHO H3MEHSTHCA B 3aBHCHUMOCTH OT
TOTO, KTO, KOT'/Ia U KaK €€ MPeI0CTaBIseT

B) bosbmias yacte ycayr wu3-3a TOT0, YTO OHHM OJHOBPEMEHHO TPOU3BOIATCS U
NOTPEOIIAIOTCS, HE MOXKET OBITh COXpaHEHA C IENbI0 TaTbHEHIIIeT0 CIOIb30BaHNUS.

14. MarepualbHO-BEILIECTBEHHBIN TOBAp B OTJIWYUH OT YCIIYTH:

a) sBISIETCS OCSA3aeMbIM OOBEKTOM, KOTOPBIH MOMET OBITh CO3JaH M MPOJAAH I
HCIIOJIb30BaH MO3XKe

0) Heocs3aeM

B) UIMEET HEONPEEIEHHOCTh KaueCTBa

15. Yenyra oTnuuaercsi OT MaTepualibHO-BEIIECTBEHHOTO TOBapa TEM, UTO:
a) MPOM3BOJICTBO, XPaHEHUE U PACIpe/IeIICHUE OT/ICICHO OT IIOTPEOICHUS
0) IpOM3BOJICTBO U NMOTPEOIEHNE OCYIIECTBISIOTCS OJHOBPEMEHHO
B) MaTCpHAIN3YETCA B BCIIU, MOXKET HAKAIIJIMBATbCA

16. K. JIaBiok onpeaensieT 4UCTYIO IEHHOCTh KaK:
a) HU3KYIO LIEHY
0) 9TO TO, YTO 5 MOTYyYaro 3a TO, YTO OT/IAI0
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B) 3TO TO, UTO 51 XOUY MOJYYUTh OT MPOAYKTA

17. OcHOBHOE U IMPUHIUIIHAIIBHOC OTJIMYUE YCIIYTrM OT TOBapa 3aKJIH0YaCTCA B CICAYIOIIEM:

a.
b.

C.

DTO OTUYXKJICHHBIH OT MPOU3BOJIUTENS PE3YIbTAT TPY/Ia

OT0 nepenaya NpoayKTa B ONTOBYIO M PO3ZHUYHYIO TOPTOBJIIO U MOCIEAYIOLIAs €ro
npojaxa

DaKTUYECKU NTPOU3BOJICTBO COBMELIEHO C MOTPEOICHHUEM.

18. Heocsi3aeMOCTh yCIyTH - 3TO

a.

b.

[Iponiecc npeagocTaBieHust 1 MOTPEOICHUS YCIYT TPOTEKAET OJJHOBPEMEHHO, U
HOTPEOUTENH SIBJISIIOTCS. HEMIOCPEICTBEHHBIMM YYAaCTHUKAMHU 3TOTO IpolLiecca

VYcinyru He MOTyT OBITh IPOTECTUPOBAHBI U OLIEHEHBI MIPEXKIE, UEM MOKYIATENb UX
OIJIATUT

Wx HemarepuanbHBIN XapakTep, APYTUMH CIOBaMH, YCIyra HE MOXKET OBITh MPEIIOKEeHA
KJIMEHTY B APYroi (hopMe 0 3aBEPIICHHS ITPOIEcca er0 00CTyKHUBAHUS.

19. HecoxpaHseMOCTh YCIIYT - 3TO:

a.

b.

IIponiecc npeaocTaBaeHust U NOTPEOIEHUS YCIIYT IPOTEKAET OJJHOBPEMEHHO, U
NOTPEOUTENH SIBJISIFOTCS] HEITOCPECTBEHHBIMU YYACTHUKAMU 3TOT'0 Mpoliecca

VYciyru He MOTYyT OBbITh IPOTECTUPOBAHbBI M OLICHEHBI IIPEXK/Ie, YEM MTOKYIATeNb UX
OILIATUT

Wx HemaTepHaabHBIN XapakTep, APYTUMHU CIIOBaMH, YCIyra HE MOXKET ObITh MTPeIoKeHa
KIIMEHTY B APYroil popme 110 3aBeplIeHus Ipolriecca ero o0CIyKUBaHUS

OHM BO MHOTOM 3aBHCAT OT KBaIH(UKaUU pabOTHHUKA, €r0 MHIUBUYaIbHO-
JUYHOCTHBIX YePT U HACTPOEHUS.

20. Cdepa ob6cmyKUBaHUS HACEJIEHUS — 3TO:

a.

b.

C.

COBOKYMHOCTb MPENNpPUATHI, OpraHn3aluil U (GU3NUECKUX JIUII, OKa3bIBAIOLINX YCIYTH
HACEJICHUIO

JlesTerIbHOCTb PEMIPHATHI M OpraHW3aliiid, HarpaBlieHHas! Ha y/IOBJIETBOPEHHE MOTpeOHOCTEH
HACEJICHNS K THOCTPAHHBIX TPAXKaH B TYPUCTCKUX M SKCKYPCHOHHBIX YCITyrax

JlesiTenbHOCTh UCIIOJIHUTEIS IPU HETIOCPEICTBEHHOM KOHTAKTE C MOTPEOUTENIEM YCIYTH.

21. Cormacuo MOACIHN «Servuctiony» k gactu KOMIIaHWH, BUJIMMOM 151 KJIMEHTA OTHOCSTCS:

a.
b.
C.
d.

ITepconan
TexHonornyeckoe sapo
DU3NYECKOE OKPYKEHHUE
Bcé€ BrienepeurciieHHoe.

22. CepBuCHas onepanus — 3To:

a.

b.

[Ipouecc, B xol1e KOTOPOrO MPOU3BOIUTCS OKOHYATEIbHAs cCOOpKa BCEX AJIEMEHTOB
CEPBHCHOTO MPOAYKTA U yCIyra MpeoCTaBIseTCs MOTPeOUTEIO

MIPOLIECC, B X0JI€ KOTOPOro 00pabaThIiBalOTCs BBOJUMBIE (DaKTOPHI M CO3/IAI0TCS
AJIEMEHTHI CEPBUCHOTO OOCTYKUBAHUS B BUE MPOIYKTa

[Ipouecc, B Xx0/1€ KOTOPOTO MPOU3BOAUTENH YEPE3 CTUMYIIALIUIO YyBCTBEHHOIO
BOCIIPUSTHUS CTAPAIOTCA JOCTABUTh KIIMEHTY 3CTETUUECKOE yA0BIeTBOpeHueE, [IpuBieun
€ro BHUMaHUE, BOCXUTUTh KPacOTOI

Her npaBunbsHOro otBeTa.
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23. Ycayra-3To...

a.

C.

M3MEHEHHE COCTOSHUS JINIA WM TOBapa, MPUHAIEKALIETO KaKOH-TH00 SKOHOMUYECKON
SIMHHUIIC, TIPOUCXOJISIIEE B PE3yIbTATe CATCIBHOCTH APYrOil IKOHOMHUYECKOHN €IMHHIIBI
C MPEBAPUTEIBHOTO COTIACHS MTEPBOM.

KOMIIJICKC O6$I33T€JIBHBIX AJI1 UCIIOJIHCHUS TIPaBUJI 06CJIy>KI/IBaHI/I5I KJIIMCHTOB, KOTOPLIC
NpU3BaHBl T'apaHTHPOBATh YCTAHOBJIECHHBIN YPOBCHb KadecTBa BCEX IPOM3BOANMBIX
onepauui.

3alMTa CTaHaapTa 00CIy)KUBaHUSI.

24 IToTrpebHOCTH — 3TO. ..

a.
b.

C.

YYBCTBO OLIYII[AEMON YEJIOBEKOM HEXBATKH Y€ro JIn0o.

HY/1a, IPUHSBILAS cleU(PUUECcKyt0 (JOpMYy B COOTBETCTBHM C KYJIBTYPHBIM YPOBHEM U
JMYHOCTBIO UHAUBUIA.

COBOKYITHOCTb CYILIECTBYIOIIMX U MOTEHIMAIbHBIX OKYIIaTeIel ToBapa.

25. ToBap no 3aMsbICay. ..

a.

3TO OCHOBHBIE BBITOJIbI, 00ECIICUeHNE TOBAPOM. 3a7iauya — BBISIBUTH CKPBITHIC 32 JTIOOBIM
TOBapOM TIOTPEOHOCTH W TpeJiaraTh HE CBOMCTBA 3TOTO TOBapa, a BBITOJBI OT €r0
MCIOJIb30BaHU.

XapakTEepU3yeTcsl YpPOBHEM KayecTBa, HAOOpPOM CBOWCTB, JU3aMHOM, MapOYHBIM
HA3BaHHUEM U YIIaKOBKOH.

3TO TOBAp B PEAJIbHOM HCIIOJIHCHUH, WUMEIOIIMKA JOTOJHUTEIBHBIE BBITOJbI, IIEHUMBIC
MOKyHaTeNsIMU: JOCTaBKa Ha JOM, MOHTaX, MOJKIIOUEHHE, YCIYTd CBSI3M, TapaHTUs
BO3BpATa JICHET B ClIy4ae BO3BpaTa TOBapa, KOHCYJIbTALUU JUIsl KITUEHTOB.

26. KiroueBbIM OTIIMYHMEM YCIIYTH OT TOBapa He SIBJISIETCS:

27.

28.

29.

®o0 o

Heocsazaemocts

Heonnopoanocts

OAHOBPEMEHHOCTh IPOU3BOCTBA U MOTPEOICHUS
[ToouepeaHOCTh MPOU3BOJICTBA U MOTPEOICHUS
Hecoxpansemocts

Ycenyru nensrces Ha 2 OobIINe TPYIIHL. ...

a.
b.
C.
d.

MarepuanbHble 1 HEMaTepUaIbHbIE
MarepuanbHble U JyXOBHBIE
MarepuanbHble U COUUATBHO-KYJIBTYPHBIE
MarepuanbHble U HI€aTIbHBIE.

K 4-m «He» xapakrepuctuku ycnyru HE otHocutes. ..

N N

HeotnennMocThs OT HCTOYHHMKA
HemarepuanbHocTh
HecoxpansemocTpb
Heocs3aemocth
HemocrostHCTBO

Bce oTBeThI BEpHBI.

K tumy notpeOuTenbCKux ycayr OTHOCUTCS:
a. Koncantunrosble ycnyru

b. Ycnyru kabenbHOTO TeleBHICHUS

C. Ycayru, peloCTaBIsIEMBIE B aTEIIbE.
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30. BeiOepute rpy1y, He BXOASIIYIO B KJIAaCCU(UKALIUIO YCIYT 1O MPU3HAKY BEIIECTBEHHOCTH -
HEBEIIECTBEHHOCTH:

a. Ocs3aemble AeWCTBUS HAIIPABJICHHbIE HA TEJIO YeJOBeKa

b. Heocsi3aemble neiicTBUS HaNpaBICHHBIC HA OCSI3aCMbIC aKTHBBI

C. Ocs3aemble AeCTBHSI HAIIPaBJICHHbBIE HA BEIIb

d. Heocsizaemble eiCTBHSI HAlIPABJICHHBIC HA CO3HAHKE YEJI0BEKa

€. Heocsizaemble neficTBuUSI HampaBieHHbIE HA HEOCS3aeMble aKTHBBI

f. Bce oTBeTHI BEpHBI.

31. K nmpodeccroHaIbHBIM yCITyTaM OTHOCSTCS:
d) KOHCAITHHIOBBIC;
b) TtpancnopTHbIC;
C) CTpaxoBbIE;
d) oO6pasoBanue.

32 UpeanpHas yciayra — 3TO:

a) ycayra, KOTopas OCYIIECTBIISIETCS [0 Y€TKO OTPA0OTAHHOMY aJITOPUTMY;

b) ompenenennoe meiicTBHE, HANMpPaBICHHOE HA YIOBJIECTBOPEHHE KOHKPETHOM
MOTPEeOHOCTH;

C) abcTpakTHAs TCOPETUYECKAs MOJIEIb JTF0O0TO U3 BHIOB CEPBUCHOM JIESITEIILHOCTH;
d) BcE BhIlIEIEPEYHCIICHHOE.

33 Ycnyra, noapasymeBaroniast HHIABUIYaTbHbINA MTOAX0/ K KJIMEHTY, Ha3bIBACTCS:
a) mpoheCcCHOHATLHOM’;

b) TBOpUYeckoii;

C) WuIcaTbHOM;

d) Her mpaBHIBHOTO OTBETA.

34 K BOCIpHHHUMAEMOMY KaueCTBY, KaK K 3JIEMEHTY LICHHOCTH YCIYTH, HE OTHOCHTCSL:
a) CcTHIb OOIICHHUS MPO/IABIA U TTOKYITATEJIS,

b) nu4HBIC MOTPEOHOCTH KIIUEHTA;

C) IieHa yCIyTH;

d) BHemIHME KOMMYHHKAIIUH.

35 CormacHo Momenu «Servuction», K 4yacTH KOMIIaHHH, BHIMMOW JUIS KJIMEHTa
OTHOCHUTCS:
a) TepcoHaw,;
b) TtexHomormueckoe sAPoO;
C) (dusHMyecKOe OKPYKCHUE;
d) BCE BhIIICTIEpPEUNCIIEHHOE.

36 Pacnonoxwure koHTakTHBIE 30HBI (0T 0 7m0 3) B MOpsAIKE YBETHUYEHUS 30HBI
HETOCPEICTBEHHOTO KOHTAKTa!

a) c)Karas KOHTAKTHas 30Ha;

b) ckpwiTas KOHTaKTHAs 30HA;

C) KOHTaKTHas 30Ha, pa3JieJIeHHAsl IPOCTPAHCTBOM;

d) xoHTakTHas 30Ha, pa3JeICHHAS CTOWKOM.

© PI'YTuC
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37 OcHOBHOE W TPHUHLUIHUAIBGHOE OTJIMYHE YCIYTH OT TOBapa 3aKiIIoyaeTcs B

CIICAYIOIIEM:

a. DTO OTUYKJEHHBIN OT MPOU3BOIUTEINS PE3YIbTAT TPYIa;

b. D10 nepenaya mpoayKTa B ONTOBYIO U PO3HUYHYIO TOPTOBIIO U TIOCIEAYIONIAs €r0
pojaxa,

C. ®dakTHYECKH MPOU3BOJCTBO COBMEIICHO C MOTPEOICHHEM;

d. TIpou3BOACTBO MOXKET OBITH yaICHO OT HOTPEOUTEIIS.

38 Heocs3aeMOCTh yCIyTH — 3TO:

a. Ilpomecc mpemocTaBiieHUs U TOTPEOJICHHUST YCIYr MPOTEKAET OJHOBPEMEHHO, U
MOTPEOUTEITH SBIISIFOTCS] HETTOCPEICTBCHHBIMU YYAaCTHHKAMU 3TOTO MpoIiecca

b. VYcnyru He MOTyT OBITH IPOTECTUPOBAHBI U OLICHEHBI MPEKIEC, YEM MOKYIATEIb UX
OTLIATUT

Cc. Hx HeMmaTepuallbHBI XapakTep, IPYIMMHU CIIOBaMH, yCIyra HE MOXET OBITh
npe/Uio’keHa KJIMEHTY B Jpyroil ¢opme 0 3aBeplIeHHs Ipolecca €ro
00CITyKHBaHUS;

d. BO3MOXXHOCTb OLIEHUTH KAYECTBO MOCIIE OMPEICIICHHBIX OTepPaIIH.

39 Ycnyra-sTo...

a. M3MCHEHHE COCTOSIHUS JIMIla WIA TOBapa, MPUHAUICKANETO KaKOU-IH00
SKOHOMHYECKOW EIUHUIE, MPOUCXONAINISE B PE3yIbTaTe NCATCIBHOCTH IPYron
9KOHOMHUYECKOH AMHUIIBI C IPEIIBAPUTEIIBHOTO COTIIACHUs TICPBOM.

b. kommuiekc 00s3aTENbHBIX JUISI WCIOIHEHUS TMPaBWII OOCITY)KHBAHHUS KIMEHTOB,
KOTOpBIC TPU3BAaHBI TapAaHTUPOBATh YCTAHOBJICHHBIH YPOBEHb KadecTBa BCEX
MPOU3BOAUMBIX OIEPALUH.

C. 3ammTa CTaHIapTa 00CTYKHUBAHHUS,

d. TpOmyKT YENOBEYECKOTO Tpyla, NPUHAUICHKAIIETO BTOPHYHOMY CEKTOPY

9KOHOMHKH, npennaraeMHﬁ Ha PBIHOK JIA TIPOJAAXKH.

40 IToTpebHOCTH —3TO. ..

a.
b.

HeXBaTKa 4ero-JI1oo;

HYX/a, NpUHsABIIASA creuupuyeckyro (GopMy B COOTBETCTBUU C KYJIbTYPHBIM
YPOBHEM U JIMYHOCTBIO MHAUBHAA,

COBOKYITHOCTb ~ CYIIECTBYIOIIMX M MOTEHIHMAJbHBIX  IOKYHNATEIbCKUX
BO3MOXKHOCTEH nokymnareneii ToBapa (ycinyru);

KellaHhe KJIMeHTa OOMEHSTh TOBap Ha JICHBTH.

41 KnroueBbIMU OTIIMYUSAMH YCJIyru OT TOBapa HE SABJIAIOTCA:

@roop o

Heocsazaemocth

Heonnopoanocts

OmHOBPEMEHHOCTH MIPOU3BOJICTBA U MIOTPEOICHUS
[TooyepegHOCTH IPOU3BOICTBA U MTOTPEOIICHUS
HecoxpansemocTs

BCE OTBEThI HEBEPHBI

BC€ OTBEThHI BEPHBI

42 Ycnyru aenarcst Ha 2 OOJbIITNE TPYIIIIBI:

a.
b.
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C. MarepuaibHble U COLUAIBHO-KYJIbTYPHBIE
d. MarepuanbHbie U UICaIbHBIC.

43 K 4-m «He» (o cBoiictBe ycnyru) HE otHOCHTCH. ..
Heotnenumocts OT UCTOUHUKA
HematepuanbHocTh

HecoxpansemocTts

HenocrosiHcTBO KauecTBa

Bce oTBeTsl BEpHBI.

®o00 o

44 K rpynrne noTpeOuTeNbCKUX YCIYT OTHOCSTCS:
a. Koncantunrossle ycimyru

b. Venyru tenesuaenus

C. Ycuyru, npeioctaBisieMble B aTellbe.

45 BpiOepuTte yciyru, KOTOpbIE SIBJISIOTCS UJ1€aJIbHBIMU:
a. YCIIyru Takcu

b. Yenyru cromaronora

C. Takux ycayr He cymecTByer

d. Yenyru aMmeprKkaHCKON MOJIeIH BeIeHUs On3Heca

46 MarepuanbHble yCIyry HallpaBJeHbl Ha:

a. dopmupoBaHHUE OTAEIBHBIX TpeOOBaHUM MOTpeOUTENEH
b. VYnoenerBopeHHe MaTepHaNbHBIX MOTPEOHOCTEH

C. YI0OBJIETBOpPEHME JYyXOBHBIX MOTpeOHOCTEN
d

Y,Z[OBJ'IGTBOpeHI/Ie HYXI U HOTpe6HOCTCI‘/’I HHAYCTpHUAJIBHOT'O O6IJ_ICCTB3..

47 HerpousBOACTBEHHbBIE YCIYTH — 3TO!

a. TpancnopTupoBKa rpy30B

b. Texuuueckoe oOCIyKUBaHHE 000PYIOBAHHUS
C. Ycuyru 31paBOOXpaHEHUs, KyJIbTYpPhI
d

C60pI<a HeO6XOI[I/IMBIX 9JICMCHTOB YCIIYTH B YUCTOM HHHOBAIITMOHHBIX TEXHOJIOTUI

00CITy>)KMBaHUS.

48 K HEKOMMEpPYECKHM yCIyraM OTHOCST:

a. Yciyru npeanpusaTHid Typu3Ma U OTAbIXa

b. VYcnyru opranusanmii 00IIECTBEHHOTO MATAHHS

C. Ycuyru 61aroTBOpUTENBHBIX (OHIOB

d. Ycayru pectaBpalldOHHBIX MACTEPCKUX M TEATPOB.

49 VYciyru 1o perucTpanyy TPaHCIOPTHBIX CPEJICTB SIBIISIOTCS:
a. TocymapcTBEeHHBIMH

b. WpeanbHpIMEU

c. CwMemnaHHbBIMU

d. Yucrtemmu

50 KonrakTHas 30Ha — 3T0:
a. Jlioboe mecTo, e MPOU3BOAUTHCS YCIIyra
b. Mecro, rue yciayra MOXeT XpaHUTBCS
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c. OmpeneneHHOE MECTO KOHTAKTa KIIMEHTA U COTPYAHUKA CEPBUCHOH c(hepsl.

51 KoHTaKTHOM 30HOM MOKET CYUTATHCS:

a. Crolika aIMUHUCTPATOpa B TOCTUHUIIC

b. ILlex mo peMoHTYy 000pyIOBaHUS

C. CrpowuTtenbHas TUIOMIAIKA

d. Toprosas mioiajka HHTEPHET-Mara3uHa

52 KOHTaKTHOW 30HOU HE SIBIISICTCS:

a. 30Ha peMOHTa OBITOBOW TEXHUKHU

b. PaGouee mecTo mapukmaxepa

c. Pabouee mecTo cromaronora

d. Pabota umxeHepa 1o Hajaake 000pyI0BaHUS.

53 Kakoro Tuma JHYHOCTH HE CYIIECTBYET:
a) Kpyr;
b) pomo;
C) 3wur3ar;
d) xBampar;
€) TpeyroJbHUK.

54 Mopens «servuction» otoopaxaer. ..
a) CTerneHb KOHTAKTa MPOM3BOIUTENS U TOTPEOUTENS YCITYTH;
b) MaHepy KOHTaKTa MPOM3BOAUTENS U TIOTPEOUTENS YCIYTH;
C) BpeMs KOHTaKTa MPOU3BOAMUTEINS U MOTPEOUTENSI YCIYTH;
d) mose3HOCTh KOHTAKTa MPOU3BOIUTENS U MTOTPEOUTENS YCIYTH.

55 IToTpebHOCTD B yciyrax, obecreueHHast HATUYHBIMH IEHEKHBIMU CPE/ICTBAMU

HaceJeHUsl, - 3TO:
a. KoHbIOHKTYpa prIHKA
b. Dnactuunocts crpoca
c. IlmarexecmnocoOHBIH cripoc
d. Chenuanu3upoBaHHBIN CIIPOC.

56 Cdepa yciryr npeacTaBisieT COOOM:
a) IlepBUYHBII CEKTOP YKOHOMHUKHU
b) BropuuHbIif CeKTOP IKOHOMUKH
C) TpeTudHbIid CEKTOP SKOHOMHKH

d) PeiHOYHYIO HHBPACTPYKTYPY.

57 K xoMnoHeHTaM IIEHHOCTH YCIIYTH OTHOCSTCS

a. BpeMs

b. BocipuHUMaeMoe kauecTBO

C. OCHOBHAsI U JIOTIOJTHUTEIbHAS YCIyTa (BO3MOKHOCTD MOTYYCHHS)
d. ceHCOpHBIE pa3IpaKUTENS

€. ICHa B CTOUMOCTHOM BBIPAKCHHUH

f. Bce OTBETHI BEpHBI

58 K koMIoHEHTaM HEIEHEKHOM [IEHbI OTHOCHT:
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a) BpeMs MMOKMCKa YCIIYTH, OKUIAHHS U BBITOJHCHUS;
b) mncuxomoruueckue TpaThl;

C) ¢u3uuecKue yCuus;

d) ceHcOpHBIC pa3ApaKUTEIIN;

€) JMYHBIN ONBIT IIEPCOHAIA.

59 Bribepute yciayru, KOTOpbIE SBISIOTCS UICaTbHBIMU YCIIyTaMu:

a. Ycayru Takcu
b. Yeayru cromaronora
C. Takux yciyr He CylIecTByeT

60 PactipenenuTenbHble YCIyTH BKIKOYALOT:

a. MaccoBble KOMMYHUKAITUU
b. VYcayru Tpancnoprta, TOProBid, CBSI3U
€. KoncanTuHr, UHXKUHUPUHT.

1. KOHTpOJIbHLIe BOIIPOCHI

IlepeyeHb KOHTPOJIBHBIX TBONPOCOB
1. Haiire ompeneneHue MOHATUAM «popma OOCIYXKUBAaHUS» U «METOJ OOCITYKUBaHUS
noTpeOuTenei».
2 Kakune coBpemeHHBIEe (OopMBI 00CITy)KuBaHMs Brl 3HaeTe?
3 B dWem cymHOCTh W OCOOECHHOCTH OOCTY)XMBAaHHUS TIOTpeOHTENed B CTaIlMOHAPHBIX
YCIIOBUSIX U C BBIE3ZOM Ha JI0M K notpedurensm? [IpuBenure npumepsl.
4 B yeM npenMyIecTBO OECKOHTAKTHOTO OOCITYyKUBAaHUS TOTpeOUTENEi?
5 aiite onpeseneHne NOHATUS «KOHTAKTHAsl 30Ha», IPUBEAUTE IPUMEPhl KOHTAKTHBIX 30H B
ctepe cepBuca.
6 Kakne TpeboBaHMsI MPEIBSIBISIOT K 0OCITY)KUBAIOIIEMY MIEPCOHATY B KOHTAKTHOM 30HE?
7 Pacckaxure, /00bsicHUTE/, B 4eM CyTh a0OHEMEHTHOTO OOCIYXUBaHUS, OOCITYKUBAHUS C
MOMOIIbI0 00MEHHOTO (hoHAAa MaluH U npudbopoB. Kakue «mockl 1 MUHYCBI» HECYT OHU
KIIMEHTY U CepBUCHON pupme?
8 Kakum o00pazomM WHHTEphep MOMEIICHUS, B KOTOPOM MPOBOJIUTCS OOCITYy)KHBaHUE
notpedureneil, BIUSET Ha CTENEHb UX YAOBIETBOPEHHOCTH U 3(PPEKTUBHOCTH PabOTHI
oOciyxuBatouiero nepconana? IlpuBenure npumepsl.
9 HazoBuTe 3Tamnbl )U3HEHHOTO IMKJIA YCIYTH U TIOYeMy 3TO HEOOXOAWMO 3HATh JIFOOOMY
peIpUHUMATENIO.
10 [Touemy npu OKa3aHUU YCIYT TaK BaXKHO YUUTHIBATH BpEMEHHOH (pakTop?
11 Tne mnorpeOuTenb CKOpee pPHCKYET CTOJKHYTHCS C HEITHYHBIM OOpalleHUueM
/obcmyxuBaHueM/ - B cpepe YCIyT WIH MPOU3BOJICTBEHHOU cepe u mouemy?
12 TlpuBeanTe MpUMEpPHI TOTO, KAK KOMITBIOTEPHBIE M TEIEKOMMYHHKAIIMOHHBIE TEXHOJIOTHH
B TEYEHHUE MOCJIETHUX JET U3MEHWIM T€ BUIBl YCIYr, KOTOPBIMU BBl HOJb30BAIUCH YK€
JTaBHO.
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10.
11.
12.
13.
14.

15.

16.
17.
18.
19.
20.
21.
22.
23.
24.

Hepe'{eﬂb BOIIPOCOB K 3K3aMEHY
KpaTKaH XapaKTCPUCTHKA 3TAIIOB pa3BUTH YCIIOBEYECKOI'O O6H_[CCTB3.

TexHOJIOrHYECKUE YPOBHH Pa3BUTHS YEIOBEUECTBA.

[TonsiTHE UHAYCTPUAILHOTO OOIIECTBA, €M0 0COOEHHOCTH. 3apOXKACHUE U Pa3BUTHE
yCIyT B OOLIECTBAX JIPEBHETO MHpA.

VYcnyru B cpeiHeBEeKOBOM ob1iecTse EBporbl.

VYcnyru B cpenneBekoBoM olriectBe Poccun.

[TonsiTe MHAYCTpPUATIBHOTO 001LIECTBA, €ro oco0eHHOCTU. MHAYyCTpraabHOe
IIPOU3BOJICTBO U CEPBHUCHAS JEATEIBHOCTD.

[TonsTHE MOCTUHAYCTPHATBLHOTO 00IIecTBa (MH(POPMALIMOHHAS PEBOIIOLINS, CEPBU3ALIMS
9KOHOMHUKHU U Jp.). [locTuHyCcTpHanbHOE MPOU3BOACTBO U KYJIbTypa U CEpBUCHAS
JeSITEIIbHOCTD.

['moGanpHbIe TIPOOIEMBI TOCTUHAYCTPHAIEHOTO O0IIECTBA M UX CBA3B CO chepoit
cepBuca.

[Tpusnaku ycayru. CpaBHUTENbHAS XapaKTePUCTUKA TOBAPOB U YCIYT.

ITonsTne yciyru. Buasl yciyr.

VYciyru conanbHOro nakera.

I'ocynapcTBeHHas yciyra. Bunbl rocyiapcTBEHHBIX YCIYT.

Mexaynapousie mozenu ycuyr (moaenu /1. Parmena, ®@. Kotnepa, M. butnepa u ap.)
CymrHocTh NOHTHS «c(epa ycmyry. DieMeHTs cheprl yeiyr. PeiHOK yeiayr. CyObeKThI
PBIHKA YCIIYT.

Heo6xo11nMble KOMIIOHEHTHI ¢(epbl YCIYT: CIPOC U MpeaokeHne. MeTo0I0rHuecKue
MOJXO0/1bI K IPOTHO3UPOBAHMIO CIIPOCa.

®dakTopHI, OIpeeTsomue Crpoc B chepe ycayr. HereHoBbie pakTopsl.

Oco0OeHHOCTH pBIHKA YCIIYT.

Crpareruu npeAnpUHUMATENBCKON JeSITeTbHOCTH B chepe YCIYT.

CepsucHas nonutrka crpad Esponst u CIIA.

CepBucHas nonutuka Poccun.

3akoHOAaTeNbHas 1 HOPMaTHBHAs 0a3bl cepBuUca.

[TpuHIMIBI OCYIIECTBICHNUS COBPEMEHHOTO cepBrca. OCHOBHBIE 3a/1auu Cephl CepBUCA.
OcHOBHBIE IOJXO/IbI K OCYIIIECTBIICHUIO CEPBUCA.

Bubl mpeanpoaakHOTo U MOCIETPOAaKHOTO CEPBHCA.
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217.
28.

29.
30.
31.
32.
33.
34.

35.
36.
37.
38.
39.
40.
41.
42.
43.
44,
45.
46.
47.

48.
49.
50.

. OCHOBHBIE BapHaHThl OpraHU3aluy CUCTEMBI CEPBHUCA.

. OcHOBHBIE 337]a4u TOCYJaPCTBEHHON U MYHUIIMIIAJIbHON Oopranu3auuu.. Mepsl 1o
yIy4IIeHuto cdepsl cepuca B IMY.

PernonanbHble acCIIEKThI TOCYJaPCTBEHHOTO CEPBHCA.

[TpoOaembl oTpaciy rocyJapCTBEHHOTO U MYHUIMIIAIBHOIO YIPABICHUS U MEPCIIEKTUBbI
pa3BUTHSL.

[TonsTHE NENOBOM penyTanuu.

Kynerypa cepsuca.

IToHATHE KOHTAKTHOM 30HBI 1 OCOOCHHOCTH MOBEJCHUS B HEH.

OTHYECKUE OCHOBBI U JEIOBOW ITUKET CEPBUCHOM IEATENBHOCTH.

DcTeTuuecKre KOMIOHEHTHI C(hephl CepBHCa.

[Tonsitre naHOBAIM B cpepe cepBruca. OCOOCHHOCTH BHEAPEHUSI MHHOBALUN B chepy
yeayr. [IpuMeps! yaauHbIX U HEYAauyHbIX HHHOBALMOHHBIX pelleHuil B cepe cepBuca.
Kusuennsrit mukn yeryra OKIY).

CrpaTeruu KOHKypeHIIMHU Ha pa3ianuHbIx dTanax JKIY.

Moenb HEHHOCTH YCIIYTH.

Knaccugukanus norpedbureneit. [lorpedburenbckoe nopeieHue.

KavecTBO 00C1ykMBaHUS U IPOU3BOAUTEIBHOCTb.

Crparernveckue HarpaBieHUsI U KOHKYPEHTOCTIOCOOHOCTh B Cpepe YCITyT.

®opMbl KOMMYHHKAIMHU B CEPBUCE.

Ponb 1 3HaueHne HeBepOaIbHBIX CIOCOOOB OOILIEHHUS.

MesxayHapoIHbIi OOMEH yCIyramy.

HuTepHeT -cepBUC B COBPEMEHHOM OOIIIECTBE.

HHupopmalinoHHbIE TEXHOJIOTUN CEPBUCHOM I€ATEIbHOCTH.

IIcuxonorudeckas KyiabTypa cepBHUCa.

TpeboBanus, npeabsBisieMble K TPOPEeCCHOHATBHOMY MOBEACHUIO PA0OTHUKA
KOHTaKTHOU 30HBI.

Kynbrypa o0uienus ¢ notpedutensmu. Kynbrypa peun paboTHHKAa KOHTAaKTHOM 30HBI.
Pabora ¢ xxanob6amu. KoHQIUKTHI ¢ KIMEHTaMu.

Crioco0b! 1 paBuIa pa3perieHuss KOHPIUKTHBIX CUTYaIU.
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12.
13.

Tunosbie NMPaAKTUYICCKUE 3aIaHUs
IIpumepHasi TeMaTHKa rPyNNOBbIX NPOEKTOB

CepBucHas 1e4TeIbHOCTh KaK 4YacTh KyJabTyphl Poccun.

CepBucHas 1e4TeIbHOCTb KaK yacTh KyabTypbl EBponbl n CHIA.

AHayn3 BO3MOKHBIX OpraHU3aLMOHHBIX (GOPM peanu3aluu cepBuca B chepe
roCyJapCTBEHHOI'O U MyHULIMIIAILHOTO YIIPABICHHUSL.

Amnanus pedopmupoBanus cheps yeryr B Poccun.

CereBas 5KOHOMHKA: MPOOJIEMBI U OCOOCHHOCTH Pa3BUTHUS

Ananu3 ocobennocteit pazsurtus chepst yeayr B CCCP u coBpemenHoii Poccun.
OBOJTIOLIMS TOCYAAPCTBEHHBIX YCIIYT U UX BJIMSHUE HA CTAHOBJICHHE OOIIECTBA.
ManunynupoBaHue NoTpeOUTEIbCKUM NoBeieHueM. OCHOBHBIE MTO/IXO/IbI.

CoBpemenHblii cepBruc PO: pobiieMbl 1 NEPCIIEKTUBBI Pa3BUTHS.

. DTHKa U 3TUKET ToCydapCTBEHHOI'O CEpBUCA. AHanun3 OCHOBHBIX IIpaBuJI.

11.

3aBUCHUMOCTh CEPBHUCHOM JIEATEIBHOCTH OT Teorpaduiyeckux u aeMorpadudeckux
(bakTopoB.

3aKoH 0 3amuTe npas noTpeduTeneil. Ananus cynedHol nmpakTuku Poccun u 3apyoexbsi.
Pa3paboTka MpUHIMIIOB KITMEHTOOPUEHTUPOBAHHOTO MOAX0/1a B PA3IMUHBIX OTPACIIAX
cepsl cepBrca (B OBITOBOM 00CTYKHBAaHUH, 00pa3oBaHNU, 0aHKOBCKOM CEKTOpE U T.1.)

Hepeqeﬂb BOIIPOCOB, BLIHOCMMBLIX Ha 06cy)1<}1e1me (HpaKTquCKI/Ie 3aHATUA B

(¢opme KpyriI0ro €TOI)

N oo g bk~ wDh e

©

10.

11.

[TonsiTHe 006 ycayre U CepBUCHOMN EATEIBHOCTH.

Cdepa ycayr B 00111€CTBEHHOM pa3/ieJICHUU Tpya.

OyHKIUU cPephl yCyT.

[TonsiTue "ycmyra".

OCOOeHHOCTH PhIHKA YCIYT.

CocraB oTpacineit cepbl yCiIyr.

Cdepa yCIIyT u dhopmupoBanme MMOCTUHIYCTPHATHHOTO oOmrecTna.
®daxTopsl pa3BUTHA CHEPHI YCIYT.

[IpuHIHUITBI COBPEMEHHOT'O CEpBHUCA B MHAYCTPUU TypU3Ma U CEpBHCA.

3a/1aui COBPEMEHHOT'O CepBHCa.

VYcunenue poiu TypuHIYCTPUH B COBPEMEHHOM YKOHOMUKE. Bo3aeiicTBue dhakTopoB
pocTa MOTPEOUTENHCKOW AKTUBHOCTH. DBOJIOLHS TIOHATHS CEPBHLC.

DUpPMEHHBIN CEPBUC U €I0 MPEUMYLIECTBA.
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17.
18.

19.

20.

21.

22.

23.

24.

25.

26.

27.

. OCHOBHBIE OJXO/BI K OCYIIECTBICHUIO CEPBHUCA B Pa3HBIX CTPAHAX..

. Ilokymarenbckuii puck B cepe OTEUeCTBEHHBIX YCIIYT.

. ConocraBbTe KU3HEHHBIN UK YCIYTH U ToBapa. [losgcHure pasnnuus.
. IlogOepure TOBaphl U yCIYTH, UK KOTOPBIX OJIMHAKOB.

. [lonGepure nmpumepsl TOBApOB U COMYTCTBYIOUIMX YCIYT B O0JIACTH TOCYAapCTBEHHOTO

yIpaBJIeHUs,, KOMMEPYECKOH 1E€ATEIbHOCTH, UCKYCCTBA.

PbIHOK MOTPEeOHUTENBCKHUX YCIIYT M €10 0COOEHHOCTH.

CocraBuTh npe3eHTanu0 Ta TeMy «COBPEMEHHBI CEpBUC B KOMMEpPLUN». 3aJaHHE
OpearnonaraeT aHajlu3 OJHOM M3 COBPEMEHHBIX KOMIIAHMM € pacKpblTHEM BceX
ocoOeHHOCTeH  OOCimyXUBaHMsS IOTpeOuTeNlell B Ipolecce MNPOAaXH TOBapay.
[TpesenTauus cocrout u3 10-15 cnaiinos.

OOBscHUTE, KaKUe TUIIBI YCIYT MMOMOTYT MMOTPEOUTEIIO YIOBIETBOPUTD KaXK/IbIi YPOBEHb
notpeOHOCTEH B nepapxuu norpedHocreit no Macnoy.

OOBbscHUTE, KaK BHEIIHUE U BHYTPEHHUE (DAKTOPHI BIMSIOT Ha MOSBICHNUE HALIMX
MOTPeOHOCTEN B yCIIyTrax.

[lepeuncnure OCHOBHbIE HCTOUHUKH MH(OPMALIUHU, UCTIOIb3yEMbIE MTOTEHIIMAIbHBIM
KJIMEHTOM JUIs IPUHATHS pellieHns o mokynke. Ha Bam B3riisi1, Kakoi U3 HUX SBJISIETCS
HaunOosee 3¢ HeKTUBHBIM?

Cy1iecTByeT MHEHHE, UTO, IPUHUMAs! pelIeHNe, KJIMEHT He CleyeT Kakoi-I11bo cxeMe, a
Jies1aeT CBOM BBHIOOD B O0JIbIIIEH MM MEHbIIIEH CTeNeHH ciaydaiiHo. KakoBa Baria mo3uuus
1o 3ToMy Borpocy? OTBeT 000CHYyiTe.

Kakue knaccugukanuu K1meHToB Bol 3Haete?

[Touemy noTpeOUTENN OLIEHUBAIOT YCIYTH HHAYE, YEM TOBapbI?

[Ipomecc oOcmykuBaHUs MMOTPEOUTENCH CEPBUCHBIX KOMIUIEKCOB, €0 OCHOBHBIE (DOPMBI,
METO/IbI U IIpaBUiIa 00CITYKUBaHUS.

CoBpemennble  ¢GopMbl  00CTyXHBaHUS moTpeOuTeneit ycmyr. OCHOBHBIE THIIBI
CEPBHCHBIX MTOCPETHUKOB, TIOCPETHUUECKHIE U JOCYTOBBIE YCIYTH.

[IpaBoBoe oOecmeuenue cheprl oOcTy)uBanus. JKanoOsl U MPETEH3UH MOTPEOUTENEH,

3alrTa Uux Ipas.
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