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,ﬁ@ _ y‘—[PE)Iﬁ(HEHV[E BBICIIET'O OBPA3QBAHVI$I PIYTUC
N «POCCUMNCKNN TOCYOJAPCTBEHHBIVI YHUBEPCUTET
TYPU3SMA 1 CEPBUCA»
PrYTUC Aucm 2
CO/IEPXKAHUE

OO0mas xapakTepucTuKa padoyeii mporpaMMbl IMCHUILIMHBI

CTpykTypa u cofep:kaHue y4eOHOH JUCIHUILIMHBI

MeToan4yeckne yKa3aHus 10 NMPOBeJIeHUI0 MPAKTUYECKUX 3aHATHII/CEMUHAPOB,
3aHATHI B opMe NPAKTHYECKOH MOATOTOBKH (IPH HAJIUYHMH), HCAMOCTOATEIbHOM
padore

DoHJ O1LIEHOYHBIX CpeacTB IMCUUIIJINHBI

YcaoBusa peaimdanuu nporpaMmmbl THCHUIIIMHBI

HNudopmanuonnoe odecrneyeHne peajsn3anuu NporpaMmmal
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1.0BIIIASI XAPAKTEPUCTUKA PABOYEM ITIPOI'PAMMBI JUCIHUTIIUHBI
OI1.01. CEPBUCHASA JEATEJBHOCTD B TYPU3ME U I'OCTEIIPUNMCTBE

1.1 MecTo AMCHMILIMHBI B CTPYKTYpPe OCHOBHOM 00pa30BaTe/ibHOI NPOrpaMMbI:
VYueOnas nucuuruinHa «CepBUCHas EATEIbHOCTh B TYpU3ME M FOCTEIPUUMCTBEY SIBIISIETCA
00s3aTeNIbHOM  YacThi0  00HIeNpO(eCCHOHAIBHOTO LMKJIAa OCHOBHOH MpodeccHoHaNbHOMI
obpazoBarenbHOl nporpamMmbl B cooTBeTcTBUM ¢ PI'OC no cnenumanprocty 43.02.16 Typusm u
FOCTETIPUUMCTBO.
Ocoboe 3HaueHue MUCHMIUIMHA uMeeT npu dopmupoBanuu U pazputur OK 01-02, OK
04-05, OK 09
1.2 Heab u miianupyembie pe3yabTaThl 0CBOEHUS JUCHHUILINHBI:
B pamkax mporpaMMbl y4eOHON AMCHMILIAHBI OOYYAIOIIMMHUCS OCBAaWBAIOTCS YMEHUS U

3HaHUS
Kon
TIK, OK YMenus 3HaHus
OK 01- | mpoBOIUTH TTOMCK B | HICTOpHH WM TEOpUH B  cdepe  Typusma
02, OK | paznuuHbIX MOMCKOBBIX | U TOCTENIPUHUMCTBA,
04-05, CUCTEMaX; KJIaCCU(UKAIIUN YCIYT B CEPBHUCA;
OK 09 HCII0JIb30BaTh pa3iuyHbIe | METOJI0B MOHUTOPUHIA PbIHKA YCIIYT;
BU/JIbI YYEOHBIX W3/IaHU; IIPABHII OOCITYKHBaHUS MIOTPEOUTEICH YCITYT.
MIPUMEHSATH METOJIUKHU
CaMOCTOSITENIbHOM  paboThl €
y4E€TOM ocoOeHHocTe
M3Yy4aeMOM TUCIUIUIMHBI;
OIMCHIBATh METO/IbI
MOHMTOPHHIA PbIHKA YCIIYT;
BOCIIPOM3BOAUTH npaBuiIa
o0cyXUBaHUSl TOTpedOuTENnei
ycaIyr
Koo HaumeHnoesaHue o6ujux komnemeHyuii
JIP Onpedeisilomcsa 8 coomeemcmaeuu ¢ npo2pammoti 60cnUMaHus
JIP. 13. Boinonustonuit npogeccuoHaabHble HaBBIKU B cpepe TOCTUHUYHOTIO Jela
JIP 14. JemoHcTpupylomuii  npodeccuoHalbHblE HAaBBIKK B cdepe mypusma U
eocmenpuumcmasa ¢ yaetom crieninpuku cyonrekra Poccuiickoii @eneparumn
JIP 15. Brimonustonuit TpynoBeie GyHKINU B chEpe 0KA3aHUA 20CIMUHUYHBIX YCLY2
JIP 16. CriocoOHbIi aHAJIN3UPOBATh IIPOU3BOJCTBEHHbIE CUTYyaluH, ObICTPO
NPUHUMAIOIINN pellieHNe B HECTaHAAPTHBIX CUTYaIUsIX
JIP 17. [IposiBnsitolIMit MHTEPEC W CTPEMIIEHHE K Mpoleccy OOyudeHHUs, HENpPEpPHIBHOMY
00pa30BaHUIO, BIACIOUINII MHHOBAIMOHHBIMU METOAMU U TEXHOJIOTUSIMHU
JIP 18. [TposiBnsromuii KadecTBa COLMAIBHO 3peNod JMYHOCTH, OOJajaroliedl 4eTKoi
coUMaIbHOW mo3uuuedl u  ymewomed 3((EeKTUBHO NPUMEHSTh  HaBBIKU
0eCKOH(IUKTHOTO OOIIEHUs B TPO(PECCHOHATBHOMN NeSTETbHOCTH
JIP 19. HemoHcTpupytonuii  npodecCHOHANBHBIE  HABBIKM  MPU  TPEAOCTaBICHUU
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TOCTUHHYHBIX YCIIYT

JIP 20. JleMOHCTpHpYIOIUiT  HPAaBCTBEHHBIE MPUHLUIBI JUYHOCTHU M CIIOCOOHOTO
BBITOJIHATH (DYHKIIUH TPaXKTaHUHA, PAOOTHUKA M CEMbsHUHA.
JIP 21. JIeMOHCTpHpYIOIMK OCO3HaHUE PO MpodeccroHana cdepsl rOCTENPUUMCTBA,

YYBCTBa OTBECTCTBCHHOCTH IIEPECT BBIGpaHHOﬁ CIICOHUAJIBHOCTBIO, BBICOKHUIM YPOBCHB
azalTanuy 1 ConruaIn3alli B COBPEMCHHBIX YCIIOBUAX
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«POCCUMCKHUM TOCYTAPCTBEHHBIVI YHUBEPCUTET
TYPU3MA V1 CEPBVCA»

CMK
PIYTUC

Auem 5

2.CTPYKTYPA U COJEP)KAHUE YYEBHOM JUCIUTIJIAHBI
2.1. O6bem yueOHOH TUCHMILIMHBI M BUIbI Y4e0HOIT padoThI

Bupa yueOHoii padoThl

O0BeM B yacax

O0bem o0pa3oBaTeIbHOI MPOrpaMMbl Y4eOHOM JMCIHUIITHHBI 80
6 m.u. 6 hopme npaxmuyeckoi NOO20MOBKU (eciu npedycmMompeno)
BT. U.:
TEOpPETUYECKOEe 00yIeHnE 30
nabopaTtopHbIe pabOTHI (eciu npedyCMOmpeHo) -
MPAKTUYECKUE 3aHSITUS (eciu npedyCMOmpeHo) 32
KypcoBasi pabota (IpoeKT) (eciu npedycmompeHro OJis

cneyuanvbHocmelr) )
KOHTPOJIbHASI paboTa (eciu npedycmompeno) -
Camocmosmenvras paboma 4
Koncynomayus k sxzameny 2
IIpomMe:kyTOUHAsI aTTECTAIUS - IK3aMeH - 4 ceMecTp 12
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,g@ YYPEXIEHVE BBICIIIETO OBPA3OBAHVIS PIYTUC
. «POCCUMNCKUN TOCYOJAPCTBEHHBIVI YHUBEPCUTET
TYPU3SMA " CEPBUCA»
PrYTUC Aucm 6
2.2. TemaTH4yecKHi NJIAH U colep:KaHue YUeOHOH TUCHHUIINHBI «CepBUCHASA J1eSITeJILHOCTh B TYPH3Me U FOCTENPHUMCTBE»
Koanl
KOMIIeTeHIM I
OobeMm, akan. u/ 1
U JIMYHOCTHBIX
B TOM 4HcJIe B
pe3yJbTaToB,
HaumenoBanue Conep:xanue yueOHOro Marepuasia u (popmMbl OPpraHu3anuu JesiTeJIbHOCTH dopme (bopMHpOBaHHIO
pa3aesioB U TeM 00y4arIIMXCs NMPaKTHYECKOM pMHp
KOTOPBIX
NMOAr0TOBKH,
crocoocTByeT
akajg 4
3JIeMeHT
NPOrpamMMbl
1 2 3 4
Paznen 1. TeopeTnuyeckne 0CHOBBI CEPBHCHOM TeATEIbLHOCTH 14/16/2
Tema 1.1. OcnoBbl | Coepxkanue y4eOHOro MaTepuaja 18 OK 01-02,
TEOPHUH YCJIYyr Ilonstne  ycnyrn.  CoiictBa  ycayru.  Tumbr  yeuyr: IIPOU3BOJICTBEHHEIE, OK 04-05,
pacrnpenenuTeabHbIe, npoQeCCUOHANIbHBIE, MOTPEeOUTETHCKHE, 0O0IIIeCTBEHHBIE. OK 09
Knaccudukanus ycinyr 1O TNpUHIUIAM: BEHIECTBEHHOCTH WJIM HEBEUIECTBEHHOCTH,
MarepuaibHbIC Y HEMaTepHaIbHbIE, CTaHJaPTU3UPOBAHHBIE Y TBOPYECKHUE,
MIPOU3BOJICTBEHHBIE U HENIPOU3BOJCTBEHHbIE, KOMMEPUYECKHE W HEKOMMEPUYECKHE, YHCThIE 10
Y CMEIIaHHbIe, WJealbHbIE W peajbHbIC, JICTUTUMHBICE U HEJIETUTUMHBIC, JTHUYHOCTHBIE
1 O€e3IMYHBbIe, TPOCTHIE U CIOKHBIE W T.J. YCIYTH B COBPEMEHHON HKOHOMHUKE H HX
0COOEHHOCTH Kak ToBapa. PeIHOK yciyT u ero oco0eHHocTH. [lokymarenbckuit puck B cdepe
yciyr. MapkeTuHroBast cpejia npeanpusatus cepprca. CErMeHTHPOBAHHUE PhIHKA YCIIYT.
B ToM yunciie MpakTHYeCKUX U JIA00PATOPHBIX 3aHATHI 8
XapakTepruCTUKa OCHOBHBIX MTOKa3aTelen yciuyr
CamocrosiTesibHas padoTa 00y4arOMMXCs
[ToaroroBuTh COOOIIIEHNE C MYILTUMEIUWHON TIpe3eHTanel Ha teMy:. "Victopus cepBuca 4
B Pa3HBIX CTpaHaX Ha Pa3HBIX dTanax’
Tema 1.2. | Conep:xxaHue yueOHOro MaTepuaJa 12 OK 01-02,
CymHocTh CepBuc Kak nesTenbHOCTh. OCHOBHBIE 3a/1a4U COBPEMEHHOI'0 CEpPBUCA: KOHCYJIBTHPOBAHUE, 4 OK 04-05,

6
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,g@ _ YYPEXIEHVE BbICIIETO OBPA3OBAHVSI PIYTUC
. «POCCUMNCKUN TOCYOJAPCTBEHHBIVI YHUBEPCUTET
TYPU3MA V1 CEPBUICA»
PrYTUC Aucm 7
CHCTEMBbI cepBHCa MOATOTOBKA  IEPCOHAJIa W IOKymaTessd, Iepeaada  HeoOXOAMMOM  TeXHUYECKOH OK 09
JNOKYMEHTAllM{, JIOCTaBKa W3/JE/IMs, NpHUBEIECHUE WU3Jeius B pabodee COCTOSHUE,
olepaTUBHAas IIOCTaBKa 3alacHbIX dYacTeil, cOop U cucremarusanus HHopMauu,
¢dbopMHpOBaHHE TIOCTOSHHOW KJIMEHTYPHl pbIHKA. BHIBI CEpBUCHON JEATETBHOCTH.
OcHOBHbBIE BUJBI: TEXHUYECKHM, TEXHOJOTHYECKUH, MH(OPMAIMOHHO-KOMMYHHUKATUBHBIMH,
TPaHCHOPTHBIM, ryMaHUTapHbd. Kiaccudukamms  cepBuca: 1O  BPEMEHH  €ro
OCYILLIECTBJICHHSI, IO COAEPKAHUIO paboOT, IO HANpaBIEHHOCTH YCIYr, MO CTENEeHU
aJlanTaluy K MOTpeduTeNsaM, mo macmrady u T.1. OCHOBHBIE MOIXOABI K OCYIIECTBICHUIO
cepBuca. TeHeHIIMH COBpeMEeHHOro cepBuca. [IpHHIMIIBI COBPEMEHHOI'0 CEepBHCA.
B ToM yunciie MpaKTHYeCKUX U JA00PATOPHBIX 3aHATHI 8
XapakTepuCTHKA KJIaCCU(PHUKAIMU TOTPeOHOCTEH B yCIyrax 8
CamocrosiTesibHas padoTa 00yYarOIuXcst
Paznes 2. Opranusanusi CGpBHCHOM J1esiTeTbHOCTH 16/16
Tema 2.1. | Conep:xkanue y4ueOHOr0 MaTepuajia 18
IIpenocraBiienue OCHOBHbBIE XapaKTEPUCTHUKU MaTepUAIbHBIX U COLUAIBHO-KYIbTYpHBIX yciuyr. Crneunguka OK 01-02,
OCHOBHBIX  BHM/JOB | [IPEIOCTABJIICHUs  YCIyI: IIOMEIIEeHHe, O0OpyJIOBaHUE, IEpPCOHA],  OpraHu3alus OK 04-05,
yCayr. ®opmbl, | 00CTYKMBaHUS, OCHOBHBIE 3Talbl HCIOJHEHHs yciyr. TpeOoBaHMS O MPEAOCTABICHHIO OK 09
MeTO[bl, IPAaBWJIA | YCIYT: 0053aTENbHOCTh NPEJIOKEHHS, HEO0O0S3aTENbHOCTh HCIOJIB30BAaHUS KIMEHTOM,
00ciIyKUBAHUA 3JIACTUYHOCTh CEpBHCA, YAOOCTBO cepBHUCca, MHPOPMALMOHHAs OTAaya CepBHCa, pa3yMHas
norpeoduTeJiei. LIEHOBasl MOJUTHUKA, FTAPAaHTUPOBAHHOE COOTBETCTBHUE IPOU3BO/ICTBA CEPBUCY.
KauectBoO Cepsuc kak norpeOHocTh. Posb cepBrca B y10BIE€TBOPEHUH TOTPEOHOCTEH UesloBeKa.
CePBUCHBIX ®a3pl BpIOOpa MOTPEOUTENSIMU TOBAapOB U YCIYT: IeNib, MPHUHITHE pEIIeHUs, JeHCTBUS, 10
yeayr yJIOBJIETBOPEHHUE TOTPEOHOCTH.

®opMbl 1 METOABI 00CITyXKUBaHUsI ToTpeduTeneil. @opmbl: 00CTyKUBaHUE MTOTpeOUTENEH B
CTallMOHAPHBIX  YCJIOBUSAX, OOCIy)XHMBaHUE MOTpeOuTeNell ¢ BBIE3JOM HA  JIOM,
OECKOHTaKTHOE OOCIYy)XMBaHHE IO MECTy JKUTEIbCTBA MOTpeOUTENs, OOCIy)KHBaHHUE C
UCIOJIb30BaHUEM OOMEHHBIX (POHIOB TOBapoB. MeTOAbI: 00CTyKHUBaHHE CIELUATUCTOM IO
CEPBUCY, CaMOOOCITy)KHUBaHUE, YKCIIPecc-00CTy)KMBaHUE U T.JI.

OO6cnyxuBaHue mnoTpedUTENe B KOHTAKTHOH 30He. IlOHSATHE «KOHTAKTHOW 30HBI».
CoOTBETCTBHE KOHTAaKTHOW 30HBI XapaKTepy H CONEPKAHHWIO CEPBHCHOW IESTEIbHOCTH;




T ®EEPAJIBHOE TOCYIAPCTBEHHOE BIO/I>)KETHOE OBPA30OBATEJIBHOE CMK

,ﬁ@ _ YYPEXIEHVE BbICIIETO OBPA3OBAHVSI PTYTVIC

. «POCCUUNCKUUN TOCYOAPCTBEHHBIVI YHUBEPCUTET

TYPU3MA " CEPBUCA»
PrYTUC Aucm 8
TEXHHYECKas OCHAIEHHOCTh; MOMEIEHUS; 00pa3iibl U3/ENINi; ONMKUCAHUE YCIIYT; CTOUMOCTh
YCIIYT.
[Tokazarenn  mpodeccHOHANbHOTO  ypOBHS ~ MepcoHalla B KOHTAaKTHOW  30HE.
[Ipodeccnonanbubie KadecTBa COTPYIHWKA: HE MNPHUYUHATH IOTPEOUTENI0  yCIyrU
HeynoOcTtBa 0Oe3 KpaiiHell HEoOXOJUMOCTH, HE [OIMYCKaTh BO3HUKHOBEHHSI y HETO
00JIC3HEHHBIX MM HETPUSATHBIX
OLIYIIEHUH, OBITh 00XOIUTENbHBIM, TF00e3HbIM. KybTypa cepBuca.
[IpaBuna  oOcmyxuBanusi  moTpeOuteneii.  Cucrtema  3aKOHOAATEIHLHO-TIPABOBBIX,
HOPMAaTUBHBIX, TEXHHUYECKUX JOKYMEHTOB IO PETryJIUPOBAHUIO OTHOLICHUH MEXIy
WCTIOTHUTEISIMU
yCIyr W NOTPEOUTENSIMU, YCTAHOBIIEHUIO TMPABWJI KOHKYPEHTHOW OOpBHOBI, OTrpaHUYCHUIO
PHCKOB.
JloroBop Kak OCHOBaHUE JJIsl OKa3aHus yCIyr notpedutento. Pacropkenue norosopa.
OTBeTCTBEHHOCTh CTOpPOH. Bo3memienune yObpITKOB. HemocTaTku oOka3aHHOW —yCIyrH.
[Iponienypa onnaTel yCiayru.
KauectBo ycnyru. KauectBo oOciyxkuBanusi. CucteMa mokasareliel yCiyr: Ha3HAuYeHUs,
0€30MacHOCTH,  HAJEKHOCTH, COIMATBHOTO  HAa3HAYEHHMs]  YCIYr, OCTETHUYECKHE,
MH(POPMATUBHOCTU YCIyr, npodeccuoHanuzMa nepcoHana. OCHOBHBIE XapaKTEPUCTUKH
KaueCTBEHHOCTH: CBOEBPEMEHHOCTh, CKOPOCTh, KOM(OPTHOCTb, O3THKA, OCTETHKA,
KOMIUIEKCHOCTh, ~HMH(OPMATUBHOCTh, JOCTOBEPHOCTh, JIOCTYIMHOCTh, O€30MaCHOCTbD,
9KOJIOTHYHOCTH U T.J. (TI0 TPUMEHEHHUIO).
KonTpons kauectBa ycayr. Cuctema KOHTPOJIS KauecTBa. MeTo bl KOHTPOJIS: LIETH
MPUMEHEHUS,  (PU3UKO-CTATUCTUYECKUE  TPHU3HAKA W NMpoUeaypsl, (GOpMUPOBaHUE
pesynbTaToB. HopMmatuBHO-nipaBoBas 6aza: ®3, [Ipasuna, cucrema 'OCTos.
B ToM 4unciie NPaKTHYECKUX U JJA00PaTOPHBIX 3aHATHIA 8
YTouHEeHNE XapaKTePUCTUK U CICIIM(UKH NMPEJOCTABICHHUE PA3INYHBIX YCIYT 4
OrnpeziesieHne KauecTBa CEPBUCHBIX YCIIYT 4
CamocrosiTesibHas padoTa 00y4aOIMIMXCH
Tema 2.2. | Conep:kaHue y4ueOHOr0 MaTepuajia 14
OcyumecrBiaenune ConnanbHO-KyIbTypHBIE YCIYTH. TypHCTHYECKHE YCIyTH. DKCKYPCHOHHBIE YCIYTH. BHUIBI TypoOB. 6 OK 01-02,

Bunel TypucTCKOro cepBrca: BHYTPEHHUH, BbE3AHOM, BBIE3IHOM, CaMOAEATENbHbIN Typu3M. Busl
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,g@ _ YYPEXIEHVE BbICIIETO OBPA3OBAHVSI PIYTUC

N «POCCUMNCKUN TOCYOJAPCTBEHHbIV YHUBEPCUTET

TYPU3MA U CEPBUCA»
PrYTUC Aucm 9
ycayr CEPBUCHOU JIEATENBHOCTU: YCIyTH TypOIEPATOPa, YCIYI'U TypareHTa, YCIyrd IpHU CaMOAEITEIbHOM OK 04-05,

TYpHU3ME, SKCKYPCHUOHHBIE YCIYTH, YCIYTH NPEANPUATHS TUTaHUS. OK 09
Kommekce ycnyr. J[onogHUTENbHbBIE YCIYTH.
B ToM 4nciie npakTHYECKUX M J1a00PATOPHBIX 3aHATHI 8
TypucTckue, 3KCKYpCUOHHBIC, TOCTUHUYHBIC YCIYTH W YCIYTd MPEANPUATHS TTUTAHUS. 8
@dopMupOBaHNE U POJIBHKEHNE HOBBIX YCIYT B cepe Typu3Ma U rOCTEHIPUUMCTBA
CamocrosiTesibHas padoTa 00yyaumuxcst

Koncyabranus 2
IIpome:xyTOUHASI ATTECTALUSA 12
Bcero: 80

Jlis XapakTepUCTUKU YPOBHS OCBOSHMSI yUeOHOT0 MaTepuala UCIOJIb3YIOTCS CEAYIOIINE 0003HAYCHHUSL:

— O3HAKOMMTEJbHBIN (Y3HABaHHE paHee N3YUEHHbIX 00ObEKTOB, CBOMCTB);

— penpOayKTUBHBIH (BBINOJIHEHHE JESITEILHOCTH M0 00pa3ily, UHCTPYKIMH WIH O] PyKOBOJICTBOM)

— IPOAYKTUBHBIN (IIJITAHUPOBAHUE U CAMOCTOSITEIIbHOE BBIIOJIHEHUE AESITEIbHOCTH, PEeLIeHHE MPOOIEMHBIX 3aa4)




T OEIEPAJIBHOE TOCYJAPCTBEHHOE BIOIPKETHOE OBPA30OBATEJIBHOE CMK
,;1@ _ YUYPEXIEHVE BBICIIIETO OBPA3OBAHMSI PIYTVC
N «POCCUMNCKNN TOCYOJAPCTBEHHBIVI YHUBEPCUTET
TYPU3SMA 1 CEPBUCA»
PryTUC Aucm 10

3.MeToanyeckne yka3aHusi 0 MPOBEIEHHIO MPAKTHYECKHUX 3aHIATHIT/cCEeMUHAPOB,
3aHATHIH B opMe NPAKTHYECKOi MOATOTOBKH (IIPH HAJIMYMH),H CAMOCTOSATEILHOI padoTe

Meroaudeckue ykazaHus MpeaHasHadeHbl juisi oOydvarontuxcs mo OIIOIT CITIO mo
cnenuanbHocTd 43.02.16 TypusM W TOCTEIPHUUMCTBO, H3YYAIOUIMX Y4YEOHYIO AUCHUILIUHY
«CepBuUCHas IEATENLHOCTh B TYPU3ME U TOCTEIIPUUMCTBEY, MOTYT UCIOJIb30BaThCS HAa YU€OHBIX
3aHATHUSIX, KOTOpBIE IPOBOIATCS IO PYKOBOACTBOM IIPENOAABATENS, U JJIs BBINOJIHEHUSA
NPaKTUYECKUX paboT, IPeayCMOTPEHHBIX pabodell MporpaMMoi.

3.1. TemaTruka n coaepikaHue NMPAKTUYECCKUX SaHﬂTHﬁ/ceMHHaPOB

Ilpakmuueckoe 3anamue 1.
Tema: OCHOBBI TEOPHH YCJIYT
Conepxkanne: XapaKTEepUCTHKA OCHOBHBIX TTOKa3aTeNen yciIyr

Ilpakmuueckoe 3anamue 2.
Tema: CymHOCTB CHCTEMBI CEPBHCA
Copnepxanme: XapaKTEpUCTHKA KIACCH(PHUKAIIMN TTOTPEOHOCTEH B yCIIyrax

Ilpakmuueckoe 3anamue 3.

Tema: IIpeaocTraBiieHHe OCHOBHBIX BHAOB Yyciayr. ®opmbl, MeTOAbl, NpaBWJa
o0cayxuBaHus norpeduTesieil. KauecTBo cepBHUCHBIX YCIyr

Copepxanue: YTOYHEHHE XapaKTEPUCTUK U CHEHUPHUKU NPEIOCTaBICHUE pPA3IUYHBIX
yciyr. Onpenenenne KauecTBa CEpBUCHBIX yCIyT

Ilpakmuueckoe 3anamue 4.

Tema: OcymecTBiIeHHE yCIyT

Copepxanue: Typucrckue, 5KCKypCHOHHBIE, TOCTUHUYHBIE YCIIYTH U YCIIYTH MPEANPUATHS
nuTtaHus. PopMUpOBaHNE U IPOABMKEHHUE HOBBIX YCIIYT B chepe Typu3Ma U rOCTEIPUUMCTBA

3.2. TeMaTuKa U coJep:KaHHE CAMOCTOSITEILHOH padoThI

CamocrosarenbHass paboTa SBISIETCS HEOThEMJIEMOM 4acTbio 00pa3oBaTEIbHOIO
nporecca, CBA3aHHOTO ¢ (POPMHUPOBAHHEM KOMIIETCHIINI 00yJarOmiXCsl.

KoHtponbs camocTosiTeTbHON pabOThl CTYJEHTOB OCYIIECTBIISAETCS B TEUEHHE BCETrO
cemectpa. [IpemogaBarens caMOCTOSTENBHO OmpenenseT (pOpMBI KOHTPOIS CaMOCTOSTEIbHOU
paboTBl CTYACHTOB B 3aBUCHMOCTH OT COJACp)KaHUS pa3felioB M TEM, BBIHOCHMBIX Ha
CaMOCTOSITENIbHOE M3ydeHue. TakuMu (popMaMu MOTYT SIBIATHCS: TECTUPOBAHUE, KOHTPOJIbHBIE
paboTsl, pedepatst u ap.

TeMaTHKka M coepKaHue

Camocmosmenvras paboma 1.
Tema: OCHOBBI TeOpPHMH YCJIYT
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CopneprxaHue: OATOTOBUTh COOOIIEHNE € MYJIbTUMEAUHHON Ipe3eHTallMell Ha TeMy:
"HcTopust cepBuca B pa3HbIX CTpaHax Ha pa3HbIX dTanax"”

4. ®oHJ OLIEHOYHBIX CPEICTB JUCIUNIMHBI

4.1. Pe3yJbTaThl OCBOEHHUSI YUeOHOM TMCUMILUINHBI, MO/JIe)KaIUe IPOBEPKe

DopMBI MPOMEKYTOUHOHN aTTECTAIIUU TI0 CEMECTPaM:

Ne cemecTpa

PopMa KOHTPOJIA

3

DK3aMeH

B pesynprare mpoMexyTOYHOH aTTecTaluu MO y4eOHON IUCLMIUIMHE OCYIIECTBISIETCS
KOMIIJIEKCHAsI TPOBEPKa CICIYIOIUX YMEHUH U 3HaHUH, a TakKe (OPMHUPOBAHUS KOMITETCHIIUN:

PesyabTaThl 00yyeHusi: yMeHusl,

IToxka3aTeu oLleHKH

dopMa KOHTPOJIA

pe3yJbTarTa U OLlCHMBAHUSA
3HAHUSA

Ymers: YnMmeer Texymmit
- [pPOBOJUTH MOUCK B PAa3JIMYHBbIX | - IPOBOAUTH INOMCK B | KOHTPOJIb:
IIOMCKOBBIX CUCTEMAX; pa3IMYHBIX IIOMCKOBBIX | - YCTHBIH OIIPOC;
HCII0JIb30BaTh pa3ianyuHbIe BUJIBI | CUCTEMAX; - OLICHKA
y4eOHBIX U3JJaHUI; HCII0JIb30BaTh pa3auuHbIE | IOATOTOBJIEHHBIX
HIPUMEHSITh METOJIMKH | BUJIbl Y4€OHBIX U3aHUII; 00yJaroImuMHCs
CaMOCTOSITENIbHOW pabOThl € y4eTOM | IPUMEHSTh METOAMKH | COOOILEHUI c
0coOeHHOCTEeH U3y4aeMo#l | caMOCTOSITETbHOM PabOTHl € | MyJIbTUMEIUNHBIMU
JUCLIUIIVHBL, Y4ETOM 0cOOEHHOCTEH | Mpe3eHTalusAMH,
ONMCHIBaTh ~ METOABl ~ MOHUTOPUHIA | U3y4aeMOW JUCIUIINHBL; TECTUPOBAHUE.
pBIHKA YCIIYT; OINMCHIBATh METO/IbI
BOCIPOU3BOAUTD IpaBUJia | MOHUTOPUHTA PhIHKA YCIIYT; DKcnepTHas
00CITy’)KUBaHUs OTpeduTeNnet yciyr BOCIIPOM3BOAMTD ITpaBUIIa OLIEHKa

00cIyXUBaHUS IOTpeOUTENEH | BBINOJIHEHUS

YCIIyT IIPAKTUYECKUX
3HaTh: 3Haer 3aJlaHuM.
- UCTOPHM U TEOpHH B cepe TypusMa | - UCTOPHUIO U Teoputo B chepe | IIpomMexyTounsiin

U TOCTENPUHMCTBA,

KJaccu(uKaluil yciuyr U cepBHca;
METOJIOB MOHUTOPUHTA PhIHKA YCIIYT;
npaBWiI OOCITYKUBaHHUS TMOTpedHuTenen

YCIIYT.

TypHA3Ma U TOCTENPUUMCTBA,
KJIaCCHU(PUKAIUIO ycIyr
U CEpBHCA;

METOJIbl MOHUTOPWHTA pBIHKA
yeayr;

npaBuUIIa 00CTyKUBaHUS
MoTpeOuTeNne yCmyr.

KOHTpOJIb B ¢opme
HK3aMeHa

dopmMHpyeMble KOMIIETEHIUU:

Kon ¢popmupyemoii
KOMIIeTCHIIUH

HaumenoBanue KOMIICTCHIIM U

®opMbI U METOABI
KOHTPOJISAA ¥ OIleHKH
pe3yJabTaToB 00y4eHHsI
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OK 01

BbiOuparh CrocoObl perieHus 3aaad
npodeccCHOHATbHON ~ IeATEIBHOCTH
PUMEHUTEIBHO

K pa3JIMYHBIM KOHTCKCTaM

OK 02

Hcrnonb30BaTh COBpEMEHHBIC
CpelICTBa MOUCKA, aHAJIH3a

U MHTepIpeTanuu nHhopmanuu,

u I/IH(bOpMaI_H/IOHHBIe TEXHOJIOTHUHU AJIA
BBIMTOJTHEHUS 33124
podecCHOHALHOM e TEIbHOCTH

OK 04

DddekTHBHO B3aUMOJICHCTBOBATH
u paboratb
B KOJUIEKTUBE U KOMaHE

OK 05

OcCy1ecTBIATh YCTHYIO

Y IACbMEHHYI0 KOMMYHHUKALIUIO
Ha TOCYJapCTBEHHOM SI3bIKE
Poccuiickoit denepanuu ¢ yuetom
0COOCHHOCTEH COIUAJIBHOTO

U KYJIbTYPHOT'O KOHTEKCTa

OK 09

[Tonmp30Batbes mpodeccnoHaIbHON
JIOKYMEHTaLUEN

Ha rOCyapCTBEHHOM

Y UHOCTPAHHOM SI3bIKaX

Tekyimuii KOHTPOJIb:

- TECTOBBIE 33JIaHU,

-YCTHBIN OIpPOC;

- OLIEHKA MOJIrOTOBJIEHHBIX
00ydJaronMucs COOOIICHHIMA

C My.HLTHMCIIHﬁHBIMH
MMpE3CHTAINAMMU.
:‘)KCHepTHaﬂ OLICHKAa

BBIIIOJIHECHUS IPAKTUYECKUX
3aJlaHNM.

IIpomMeXyTOUHBIN  KOHTPOJIb
B (hopMe 3K3aMeHa

4.2. MeToMka NpMMeHEeHUs KOHTPOJIbHO-U3MePHUTeJbHbBIX MATEPHAIOB
KoHnTponb 3HaHui 00y4aromumxcsi BKIOYAET: TeKYIUH KOHTPOJIb B (hopMe HAOIIOACHUS U
OLIEHKHU MPaKTHUYECKUX 3aJlaHH, OLEHKH MHAWBUAYAIbHOW pabOThl HA MPAKTUYECKUX 3aHATHUSAX,

TECTUPOBAHUC.

HpOMe)KYTO‘lHYIO aTTeCTalluIoO B (I)opMe OK3aMCHa

4.3. KOHTpOJIbHO-I/IZ{MepI/ITeJ'IbHI)Ie MaTepuaJibl BRKJIKYAIOT:

4.3.1. TunoBsble 3a1aHUS 1JIs1 OLEHKH 3HAHUI M YMEHHIl TeKyllero KOHTPOJisi
KoHTpomb 1 o1eHKa pe3yIbTaTOB OCBOSHHS TEMBI OCYIIECTBIIICTCS MPETNOAaBaTeIeM B polecce
BBITIOJTHEHHS 00YYarOIIUMHUCS WHIUBUAYAIbHBIX 33/IaHUN B BHUJIE OTBETOB Ha BOIPOCHI, OTBETHI
CTYACHTOB COO6III€HI/II\/’I C MYHBTHMCHHﬁHLIMH MPE3CHTAUAMUA, TCCTUPOBAHUC.

Koumponbno — usmepumenvhvie mamepuanvl Onsi mMeKyuje2o KOHMPOAs NO Y4eOHOU

oucyuniure

IIpumepHbIe TecTOBbIE 32 JaHUSA

1. Kakue TpH KJIIOUEBBIX TOHATHUS HCIIOJIB3YIOTCS IIPH ONPEAETICHUN CepBHUCa:
1. omnpoc, npodeccroHann3M, KauecTBo;
2. ychyra, Cupoc, CIEeHaINCT;
3. JeATeiapbHOCTh, HOTPEOHOCTh U yCITyTa.

2. Kakue riaBHble (DOPMBI YETOBEUECKON JIEATEIBHOCTH IMOJIOKEHBI B OCHOBY KJIacCU(UKALIUN

CCpBHCHOfI ACATCIIBHOCTHU

1. wuccnegoBaTeNbCKAas;
2. moTtpeOuTenbeKas (I0JIb30BaTeNbCKas );
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3. LHECHHOCTHO-OPUCHTALIMOHHASA.

3. K OCHOBHBIM yciyram B FOCTUHUYHOM OU3HECe HE OTHOCUTCS:
1. OponupoBaHUE HOMEPOB;
2. TpHUEM M pa3MEIlEHHE;
3. pacuer mpH BbIe3JIe.

4. K HarnpaBjeHUI0 KOMMYHUKATUBHON CEPBUCHOM I€ITEIBHOCTH MOKHO OTHECTH:
1. peknamHble yCIYyTH;
2. opraHuzanuio KoH(epeHIHid, BEICTABOK, IEPETOBOPOB, 00meHus: B IHTepHETE;
3. TCHXOJUarHOCTHUKY.

5. @axkTOopHl, HE BIMAIOIINAE HA PA3BUTHE CEPBUCHOMN ACSTEIBHOCTH:
1. ypoBeHb pa3BUTHS S3KOHOMHUKHU U XO3HCTBEHHAs! CUCTEMA;
2. MopaJib ¥ KyJIbTYPHBIC TPAIHIINH, CIOKHUBIIUECS B JAHHOM OOIIECTBE;
3. 00LIecTBEHHbIE CTPYKTYPHBI: MOJIUTHYECKUE TAPTUH.

6. B yem 3akirodaercs HEOCA3aEMOCTh yCIIyTH:
1. mpouecc npenocraBiaeHUs U NOTPEOIEHUS YCIYT IPOTEKAET OJHOBPEMEHHO, U
HOTPEOUTENH SIBJISIOTCS. HENIOCPEICTBEHHBIMHM YYAaCTHUKAMU 3TOTO MPOLECCa;
2. YCIYTH HE MOTYT OBITh IPOTECTHPOBAHBI U OLIEHEHBI MPEXK/E, YEM TOKYIATeh UX
OILIATUT;
3. OHHM BO MHOTOM 3aBHCAT OT KBaTH(UKAUU pabOTHHKA, €T0 WHANBHIYaTbHO-
JUYHOCTHBIX YEPT U HACTPOCHHUS.

7. CocTosiHUE YeTIOBEeKa, CKIIIbIBAIOIIEeeCs Ha OCHOBE MPOTHBOPEUHS MEXKAY UMEIOIIUMCS U
HEOOXOIUMBIM (MJTU TEM, UTO KaXKETCS YeJIOBEKY HEOOXOIMMBIM) M MOOYK/IA0IIIEe €ro K
JIeATEIbHOCTH M0 YCTPAHEHHUIO JaHHOTO MPOTUBOPEUHs, ITO:

1. cmpoc;

2. TOTpPeOHOCTH;

3. MOTHBaIHAL.

8. OTINYUTENBEHBIMU OCOOEHHOCTSIMU YCIIYT SIBJSIFOTCS:
1. Hepa3pbIBHOCTH MPOU3BOJICTBA U MOTPEOICHUS YCIYTH;
2. HECOXpaHSIEMOCTh YCIYT;
3. He3a0bIBaeMOCTb YCIIYT.

9. Ilog MeTo0M Mt GOPMOI 0OCTYKUBAHUS CIIEyeT TOHUMATB!
1. omnpeneneHHsbIH criocob NpeaOCTaBICHHS YCIYT 3aKa3uuKYy;
2. mpenocTaBieHUE HH(OPMAIMH KITUEHTY;
3. OKa3zaHWE YCIIYTH KIIUCHTY.

10. CepBHCHast 1EATENBHOCTD — ITO:
1. aKTHUBHOCTH JIIOJICH, BCTYNAIOIINX B crieH(PUIecKre B3auMOJICHCTBHS 1O PeaTH3ainu
0O0I1eCTBEHHBIX, TPYNIOBBIX U MHIUBHUYaJIbHBIX YCIYT;
2. yIpaBlieHUE MpeanpusTueM chepsl cepBrca (HarpuMep, aBTOCEPBUCOM, OAaHKOM);
3. TMPOIYKT TPy[a, MOJIe3HbIH 3PEKT KOTOPOTo BEICTYyIAET B (hopme ToBapa.
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11. Yenyra o6magaeT cneayonmMi KaYeCTBAMMU:
1. crmocoOHOCTh K XPaHEHHIO U TPAHCTIOPTUPOBKE;
2. HEOTACIUMOCTS OT CBOCI'O HCTOYHHUKA,
3. HEW3MEHHOCTHIO Ka4yecTBa.

12. K HEeKOMMEpYECKUM yCJIyraM OTHOCST:
1. ycayru npennpusTHil Typru3Ma U OTIbIXA;
2. ycCIyru opraHu3anuil oOIIeCTBEHHOTO MUTAHNUS;
3. ycmyru 01aroTBOPUTENbHBIX (POHIOB.

13. Llenbto cepBUCHON AEATENbHOCTH SBISIETCS:
1. ynoBnerBopeHHE YEIOBEUECKUX MTOTPEOHOCTEN;
2. WCCIIeIO0BaHKE PBIHKA YCIIYT;
3. TMpPOU3BOACTBO YCIYT.

14. KoHTakTHOM 30HOI HE SIBJISICTCS:
1. 30Ha peMoHTa OBITOBOI TEXHUKU;
2. pabodee MeCTO IapuKMaxepa;
3. pabouee MecTO CTOMATOJIOTA.

15. Ilony4yenue ycayru 6€3 TUYHOTO B3aUMOJICHCTBUSI C UCTIOJTHUTENIEM YCIYTH Ha3bIBAIOT:
1. OCCKOHTaKTHBIM;
2. (opMaIbHBIM;
3. OecruiaTHbBIM.

16. ®uznyeckne NOTPEOHOCTH ITO MOTPEOHOCTH B:
1. B oOlIECTBEHHON AEITEILHOCTH,
2. BO CHE;
3. B TBOPYECKOH NIEATETHLHOCTH.

17. Meroas! ynoBneTBopeHus chepoil cepBrca 4eI0BEYECKUX MOTPEOHOCTEM:
1. OGeckoHTaKTHOE 0OCITY)XKMBAaHUE;
2. (upmeHHOe 00CITy>)KUBAHHE;
3. HedopMalbHOE 00CITyKUBaHUE.

18. Ilporecc NpuHATHS peLIeHUs TOTPEOUTENEM COCTOUT U3 CIECAYIOIINX CTAIHMA:
1. mouck uHpopmaiuu, oco3HaHHe MPOOIEMbI, OLIEHKAa BAPHAHTOB, PELICHHE O MOKYIIKE.
2. 0co3HaHHe MPOoOJIEeMBI, MOMCK HH(OPMAIIMH, OLIEHKA BAPHAHTOB, PELLICHHE O MOKYIIKE,
peaxius Ha MOKYIIKY.
3. peakuus Ha MOKYIIKY, TOUCK MH(OPMaIUH, OCO3HaAHHE TPOOIIEMBbI, peLlICHHE O MOKYIIKE,
peaxius Ha MOKYIIKY.

19. B nmpakTH4eCcKOM MCUXOJIOTUH BBIACISIIOT YEThIPE MEXKITUYHOCTHBIX paccTosiHuA. UHTUMHOE
paccTosiHue - 00IIeHNe OMM3KUX WM XOPOIIO 3HAKOMBIX JTFO/ICH.

1. 0-45cm;

2. 45-120 cm;
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3. 120400 cm.

20. ®paHyaii3uHT 3TO:

1. xommnaHus-Biaznenel U3BECTHOM TOPTOBOIM MapKy pa3pelIaeT Jpyroil KOMIaHUU CTaBUTh
3Ty TOPrOBYIO MapKy Ha CBOXO IPOAYKLHUIO, HO IIPH 3TOM I10IYy4aeT IIPaBO KOHTPOJIS
KayecTBa IPOJYKLUH, [IEpBOHAYAIbHBIN B3HOC U MPOLIEHT OT BaJOBOW IPUOBLIN.;

2. KOMIIaHHMA-BIIaJelel] U3BECTHOM TOProBON MapKy pa3pelaeT Apyroi KOMIaHUU CTaBUTh
3Ty TOPrOBYIO MapKy Ha CBOIO ITPOJYKLIMIO, HO IIPU 3TOM IOJIY4aeT IPaBO KOHTPOJIS
Ka4yecTBa,

3. KOMIaHMs-BJIaJeNel] H3BECTHOM TOProBO MapKH MPOAAET TOPTrOBYIO MapKy APYTOii
KOMIIaHUH.

21. Buemnue (HakTopsl, BIUSIONIME HA TOKYATENIbCKOE MOBEICHHUE:
1. couwuaneHbIN CTATYC;
2. BBITOJA;
3. MOTHB.

22. XapakTepucTUKa yCIyr:
1. HeompeneneHHOCTh KauyecTBa;
2. MOTYT HaKalJuBaThCs;
3. mepenada COOCTBEHHOCTH.

23. XapakTepuCcTHKa TOBAPOB:
1. HeoAHOPOAHOCTH;
2. WHAWBHIYAIBHOCTB;
3. 0CsI3aeMOCTb.

24. Pa3zpaboTKa HOBBIX TOBapOB U YCIYT: CXOACTBA U pa3nuyusi. OCHOBHbIE CXOJICTBA!
1. pa3pabaTbIBatoTCs 7151 TOTO, YTOOBI 00ECTIEUNUTD PEIICHUE TPOOJIEM MOKYTIaTes,
YIOBJIETBOPEHUE UJIH BBITOAY;
2. COOTBETCTBHE TEXHHUYECKUM YCIIOBHSIM U CTaHIapTaM:
3. TpebyeT MHOTHX PECYPCOB, TAaKUX KaK ChIpbe, MOoIy(hadpukaTsl, paboyas CHlia U SJHEPTHUSL.

Kiaro4u Kk TecTOBBIM 3aaHUSIM:

1-c, 11-b, 21-a,
2-c, 12-c, 22-a,
3-a, 13-a, 23-c,
4-b, 14-a, 24-a,
5-c, 15-a,
6-C, 16-b,
7-c, 17-a,
8-b, 18-b,
9-a, 19-a,
10-a, 20-a,
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TecToBble 3a1aHus.

Kpurtepun oeHku TecToB

Pe3ynbpTaThl OLIEHUBAIOTCS CIEAYIOIIUM 00pa3oM:
«HEYIOBJIETBOPUTENBHO» - < 50 % MpaBUIILHBIX OTBETOB;
«yAOBIETBOPUTENBHO» - 50-69 % npaBUIBHBIX OTBETOB;
«xopo1o» - 69-85 % npaBUIIbHBIX OTBETOB;

«OTIMYHO» - > 85 % NpaBWIBHBIX OTBETOB

4.3.2. TunoBble 3a/1aHNs Il OLEHKH 3HAHUI U yMeHHii MPOMEKYTOUHOI aTTecTalNu

Konmponvno — usmepumenvhvle mamepuansl 015 NPOMENCYMOYHOU ammecmayuy no
VuebHOU Jucyuniune

IIpumepHBbIe BONPOCHI K IK3aMeHY

1. Bonpocsl a1 npoMeKYTOUHON aTTECTALMH:

1. OcHOBBI TEOpHUHU YCIYT

2. Ilonsitue ycnyru. CBOMCTBA yCIyTH.

3. Tumel  ychayr:  NpPOW3BOACTBEHHBIE,  pacIlpeleNUTeNbHBIe,  MPOo(ecCHOHANbHEIE,
NOTpeOUTENHCKUE, OOIIECTBEHHBIE.

4. Knaccuduxamuss ycayr MO MPUHLIMIIAM: BEIIECTBEHHOCTH WJIM HEBELECTBEHHOCTH,
MaTepuaibHble U HEMATEpUAJIbHbIE, CTAHIAPTU3UPOBAHHBIE U TBOPUYECKUE, ITPOU3BOJCTBEHHBIE
Y HEMPOU3BOACTBEHHbIE, KOMMEPUYECKHE U HEKOMMEPUYECKHUE, YNCThIE U CMELIaHHbIE, H/1€aIbHbIE
U pealibHble, JETUTUMHBIE U HEJIETUTUMHBIC, JIMYHOCTHbIE M O€3JIMYHbIE, IPOCThIE W CIO0XHbIE
U T.JI.

5. Ycinyru B COBpeMEHHOM SKOHOMHUKE M UX OCOOCHHOCTH KaK TOBapa.

6.PerHOK yCiryT 1 ero ocooeHHOCTH. [ToKynaTensCkuii pucK B cepe yCIyr.

7.MapkeTHHroBast cpejia NpeArpHsITUs CepBHUCA.

8.CermMeHTHpOBaHHE PBIHKA YCITYT.

9. CyIIHOCTb CUCTEMBI CEpBHCA

10.CepBuc kak nestenbHOCTb. OCHOBHBIE 33/1a4M COBPEMEHHOTO CEpBHCA: KOHCYJIbTHPOBAHUE,
IOJArOTOBKA IEpcoHalia M MOKyIaTens, neperaya HeoOXOAMMOM TeXHHYECKON IOKyMEHTAllUH,
JOCTaBKa W3JeNus, MpHUBEACHUE W3JeNIus B pabodee COCTOSHUE, OIepaTUBHAs IIOCTAaBKa
3amacHbIX 4YacTei, cOop | cucTemarusanus HWHPOpMaLuU, (OPMHUPOBAHUE MOCTOSHHOU
KIIMEHTYpPBI PhIHKA.

11. Buasl cepBUCHOH JesTenbHOCTH. OCHOBHBIE BUJABI: TEXHHUYECKUM, TEXHOJOTHMUYECKHUH,
MH(OPMaLMOHHO-KOMMYHUKATUBHBIN, TPAHCIIOPTHBIN, TYMaHUTAPHBIN.

12. Knaccudukanus cepBuca: Mo BpEMEHH €ro OCYLIECTBICHHS, MO COAEP)KaHUIO padoT, Mo
HAIPABJIEHHOCTH YCIYT, MO0 CTENEHW aJanTalid K MOTpeOHuTeNsM, Mo MacmrTady u T.a. 13.
OcHoOBHBIE IOJXO/BI K OCYIIECTBIIEHUIO CEPBUCA.

14 TenpeHnuu COBpeMEHHOTO cepBHca. [[pUHITUITEI COBPEMEHHOTO CEpBHCA.

15. OcHOBHBIE XapaKTEPUCTUKN MaTEPHATIBHBIX U COLUAIBHO-KYJIBTYPHBIX YCIYT.

16. Cneuuduka npenocraBieHus yCiIyr: MoMeIleHHe, 000pyIoBaHKe, epcoHall, OpraHnu3aIus
00CTyKUBaHUS, OCHOBHBIE 3TAIbI UCTIOJTHEHUSI YCIIYT.
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17. TpebGoBanus MO MPEAOCTABICHUIO YCIYT: 0053aTeIbHOCT MPEIJIOKEHHS, HE00I3aTEIHbHOCTh
UCTIOJIb30BaHUSI KJIMEHTOM, OJJIACTUYHOCTh CEpBHUCA, YIOOCTBO cepBHca, HH(POPMALUOHHAS
OTJlaya CepBUCa, pa3yMHas L[EHOBas MOJUTHKA, TapaHTUPOBAHHOE COOTBETCTBUE MPOU3BOJICTBA
CEepBUCY.

18. CepBuc kak notpedHOCTh. Poiib cepBuca B y10BIETBOPEHUH MOTPEOHOCTEN YEeTTOBEKA.

19. ®a3pr BbIOOpa MOTPEOUTENSIMH TOBApOB M YCHYT: €N, MPUHATHE PELICHUS, ACHCTBUS,
yIIOBJIETBOPEHHE MOTPEOHOCTH.

20. ®opMBI 1 METOIBI OOCITYKUBAHHSI TOTPEOUTEIEH.

21. ®opwmbl: 00CIyXHMBaHHUE IOTPEOWTENICH B CTAIlMOHAPHBIX YCJIOBUAX, OOCTY)KHBaHHE
noTpeOuTeNneil ¢ BBIE3TOM Ha JIOM, OECKOHTAKTHOE OOCITY)XMBAaHHE IO MECTY >KUTEIbCTBA
noTpedurensi, 00CIy>KMBaHHE C UCTIOJIb30BAaHUEM OOMEHHBIX (DOHIOB TOBAPOB.

22. Meronbl: OOCITYy)XHBAaHHE CIEIHAIMCTOM II0 CEPBHUCY, CaMOOOCTYXUBaHUE, DKCIIPECC-
o0ciyXKUBaHUE U T.1.

23. O0cmyXuBaHUE MOTPEOUTENICH B KOHTAKTHOU 30HE. [[OHATHE «KOHTAKTHOU 30HBI.

24. CoOTBETCTBHE KOHTAaKTHOW 30HBI XapakTepy M COACPKAHUIO CEPBHCHOW IEATEIbHOCTH;
TEXHUYECKas OCHAIICHHOCTh; IMOMEIIEHUs; O0pas3lbl M3AENUil; OMUCAHHE YCIYTr; CTOMMOCTH
YCIIYT.

25. llokazatenu mnpoecCHOHANBHOIO  YpOBHSA IEpCOHaTa B  KOHTAKTHOH  30HE.
[TpodeccnonanbHple KauyecTBa COTPYJHHKA: HE NMPUYMHATH MOTPEOUTENIO YCIYTH HEyaoOCTBa
0e3 kpaiiHeld HEOOXOAMMOCTH, HE JIOMYCKaTh BO3HUKHOBEHHUS Y HEro OOJE3HEHHBIX WU
HETPUSATHBIX OILIYIICHUH, OBITh 00XOAUTEILHBIM, JTI00C3HBIM.

26. KynbsTypa cepBuca.

27. IlpaBumna o6cyKMBaHUS TOTPEOUTETICH.

28. Cucrema 3aKOHOJATEIbHO-TIPABOBBIX, HOPMATUBHBIX, TEXHUYECKUX JOKYMEHTOB I10
PETYIUPOBAHHUIO OTHOIIECHUH MEXY MCIONHUTEISIMA YCIIYT M MMOTPEOUTENISIMHU, YCTAaHOBIICHHIO
NpaBUJI KOHKYPEHTHOI O0pBhObI, OTPaHUYEHUIO PUCKOB.

29. JIoroBop Kak OCHOBAaHHE IS OKa3aHUS YCIyT oTpedbuTento. Pacropkenue gorosopa.
OTBETCTBEHHOCTH CTOPOH.

30. Bo3memenue yobITkoB. HemoctaTku OKa3aHHOM yCIyTH.

31. IIpouenypa oriaTel yCIayr.

32. KagectBo ycnyru. KauectBo o0CTy KHBaHMS.

33. Cucrtema mnokazaTeneil yCIyr: Ha3Ha4deHHUs, O€30MaCHOCTH, HAAEKHOCTH, COLMAJIbHOIO
Ha3HAYEHUS YCIYT, 3CTETUYECKHEe, MHPOPMATUBHOCTH YCIYT, MpodeccCHOHATN3Ma NepCoHaa.
34. OcHOBHBIE XapaKTEPUCTUKU Kaue€CTBEHHOCTU: CBOEBPEMEHHOCTh, CKOPOCTh, KOM(POPTHOCTb,
ITHKA, OCTETHKA, KOMIUIEKCHOCTh, HMH()OPMAaTUBHOCTh, JIOCTOBEPHOCTh, JIOCTYITHOCTb,
0€3011aCHOCTb, HIKOJIOTUYHOCTH U T.J. (TI0 TPUMEHEHHUIO).

35.KoHTposb kadecTBa yciayr. Cuctema KOHTPOJIS KadecTBa. MeToIbI KOHTPOJIS: TeITH
OpUMEHEeHHs, (PU3NKO-CTaTUCTUYECKUE MPU3HAKU U MPOLEenyphl, (OPMUPOBAHHUE PE3YyJIbTATOB.
36. HopmaTtuBHO-1IpaBoBas 6a3za: @3, [Ipasmia, cucrema [OCTos.

37. CounalibHO-KyJIbTypHBIE YCIIYTH.

38. Typuctudeckue yCiayrH.

39. DKCKYpPCHOHHBIE YCITYTH.

40. Bumer TypoB. Bumbl TypHCTCKOTO cepBHCa: BHYTPCHHWH, BBE3IHOH, BBIC3IHOM,
CaMOJICATENbHBIN TypU3M.

41. Bupapl CepBHUCHOW NEATEIBHOCTH: YCIYTH TYpOIepaTropa, YCIyrH TypareHrta, yCIyrH Tpu
CaMO/IEATEIbHOM TypU3Me, SKCKYPCHOHHBIE YCIYTH, YCIYTH MPEANPUATHS MUTAHHUS.

42. Kommuieke yciyr. JlonogHUTENbHBIE YCIYTH.
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43. TypucTckue, 3KCKYpCUOHHBIE, TOCTHHUYHBIC YCIYTH U YCIYTH MPEIIPUATHS TTUTAHHSL.

44 . dopMupoBaHHE U MPOIBMKEHUE HOBBIX YCIYT B cpepe Typu3Ma H rOCTEIIPUUMCTBA

4.4. Kputepuu 4 noKa3aTtejii OLleHMBAHUA
KpnTeplm H NMMOoKa3aTe/In OCHUNBAaHNA

I[JIH TEKYIIETO0 KOHTPOJIsA

Onen
Ka

dopmMa KOHTPOJIA

Kpurepun
OLICHMBaHHUHA

Iloka3aresn oneHUBaHUS

«5»

CaMmocTosgTenpHas
MpaKTHYecKast
pabora

ITomHoOTA,
MOCJIEI0BATEILHOCTh
1 JIOTUYHOCTH

OTBETa

OTBeTHI HA TIOCTABJICHHBIC BOIPOCHI
M3J1araroTCs JIOTHYHO, IOCIEI0BATEIHHO
U HEe TPEOYIOT JTOMOJHUTEIIBHBIX
nosicienuid. ITosHO packpbIBaloTCS
PUYUHHO-CJICICTBEHHBIC CBSI3U MEXKTY
SIBJICHUSIMU U COOBITUAMH. [lenarorcs
000CHOBaHHEIE BBIBOJILI.
JIeMOHCTPHUPYIOTCS TIYOOKHE 3HAHHUSI
0a30BBIX HOPMATHBHO-TIPABOBEIX aKTOB.
Cobmro1at0TCss HOPMBI TUTEPATyPHOM
peun

«4»

CamocrosiTenbHas |
MpaKTHYeCKast
pabota

ITonHoTa,
MOCJIeI0BaTE
JIBHOCTBb U
JIOTHYHOCTD
OTBETa

OTBeThI Ha IOCTABJICHHBIE BOITPOCHI
M3JIararTCs CUCTEMAaTU3UPOBAHO U
1oCJIe10BaTenbHO. ba3oBbie
HOPMAaTHUBHO-TIPABOBBIC aKThI
VCIIOJIb3YIOTCS], HO B HEIOCTATOYHOM
o0beme. MaTtepuain usznaraercs
yBEpEHHO. PacKpbIThl IPUUUHHO-
CIIEJICTBEHHBIE CBS3H MEXKAY SBJICHUSIMU
U coObITUAMU. [leMoHCTpupyeTcs
YMEHHUE aHAIU3UPOBATh MaTepHUal,
OJIHAKO HE BCE BBIBOJIBI HOCAT
apryMEHTUPOBAHHBIN M 10KA3aTEIbHBIN
xapakTep. Co0Ir01at0TCsl HOPMBI
JIUTEPATYPHOU pedn

«3»

CamMmocTogTenpHas u
MpaKTHIeCKast
pabota

IlonHorTa,
MMOCJIEJ0BATEIHLHOCTh
U JTOTUYHOCTD
OTBETa

JlomyckaroTcs HapyllIeHUs B
MIOCJIEZI0BATEIbHOCTH U3JI0KEHHUS.
NmeroTcst ynoMuHaHus 00 OTAETbHBIX
0a30BBIX HOPMATUBHO-TIPABOBBIX aKTaX.
HemnomnHo packpbIBatOTCs IPUYUHHO-
CJIE/ICTBEHHBIE CBSI3U MEKY SABJICHUSAMU
U COOBITHSMHU. J[eMOHCTPUPYIOTCS
ITIOBEPXHOCTHBIE 3HAHMS BOIPOCA, C
TPYJIOM PEILIAIOTCS KOHKPETHBIE 3a7auH.
NMmeroTcs 3aTpyIHEHUS C BBIBOJIAMH.
JlomyckaroTcs HapyleHUsl HOpM
JUTEPATYPHOU pedn
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«2» CamocrogrenpHas u | [lomHoTa, Marepuan uznaraercs
MpaKTUyecKas IIOCJIEAOBATENIHLHOCTD | HEMIOCIEI0BATEILHO, COMBUMBO, HE
paborta M JIOTUYHOCTH MPEJCTABIISIET ONMPEICTICHHON CUCTEMBbI
OTBETa 3HaHUM 110 guctuIuimHe. He

PAacCKpbIBaIOTCS] IPUUYUHHO-
CJIEZICTBEHHBIE CBSA3U MEKY SBJICHUSIMU
u coObITUsAMU. He nmpoBoauTcs anamus.
BriBoab oTCcyTCTBYIOT. OTBETHI Ha
JOTIOJIHUTEIbHBIE BOIIPOCHI
OTCYTCTBYIOT. IMEIOTCS 3aMeTHbIE
HapyLIEHUs HOPM JINTEPATypPHOH peyHn.

JlJist MpOMEeKYTOYHOM aTTecTaluu

Onenka

dopma KOHTPOJIA

Kpurepun
OLICHMBaHUS

Iloxka3aTequ oHeHUBAHUA

«5»

JuddepeHnrpoBaHHbIT
3ayeT  (KOHTPOJIbHbBIE
BOITPOCHI)

ITonHoTa,
MOCJIEA0BATEIILHOCTh
M JIOTUHYHOCTb OTBETA

OTtBeThI Ha MIOCTABJICHHBIC
BOTIPOCHl  HM3JIATAIOTCS  JIOTHYHO,
IIOCJICIOBATEIbHO M HE TPEOYIOT
JIOTIOJTHATETHHBIX MTOSICHCHHU.
[ToyIHO pacKpBIBAIOTCS HMPUYUHHO-
CIICJICTBEHHBIC  CBS3M  MEXIY
SIBJICHUSIMU u COOBITHSIMU.
JHenarorcs 000CHOBaHHBIC
BBIBOJIBI. JleMOoHCTpHUpYIOTCS
IyOOKHue 3HAHUS 0a30BbIX
HOPMATHUBHO-TIPABOBBIX aKTOB.
CoOmmronarorcst HOPMBI
JUTEepaTypHOU peun

«“4»

HNuddepennrpoBanHbIit
3a4eT  (KOHTPOJIbHBIE
BOIIPOCHI)

ITomHOTA,
MOCIIE0BaTEIbHOCTh
1 JIOTUYHOCTH OTBECTA

OTBeTsl Ha [IOCTABJICHHBIE
BOIIPOCHI U3JIaratoTCs
CUCTEMAaTU3UPOBAHO U
IIOCJIE0BATENBHO. basoBble
HOPMAaTUBHO-TIPAaBOBBIE aKTBbI
HCIOJIB3YIOTCH, HO B
HEIOCTAaTOYHOM o0neMe.
Martepuan u3naraercsi yBEPEHHO.
PackpsIThI IIPUYHAHHO-
CIIEICTBEHHBIE  CBA3M  MEXIY
SBJICHUSIMU u COOBITHUSMHU.
JlemoHcTpHpyeTcs YMEHHE
aHAJIM3UPOBATh MaTepHall, OJHAKO
HE BCE BBIBOJIbI HOCSIT
apryMEHTHUPOBAHHBII u
JI0Ka3aTeNbHbBIN XapakTep.
CoOmronarorcs HOPMBI
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JUTEepaTypHOU peun

HuddepenurpoBaHHbIit
3a4eT  (KOHTPOJBHBIC
BOIIPOCHI)

«3»

ITomHoTA,
MOCJIEI0BATEILHOCTh
" JIOTUYHOCTH OTBECTA

JlomyckaroTcs  HapylleHWs B
II0CJIEJOBATEIBHOCTU  U3JI0KEHUS.

Nwmerores YIIOMUHAHUS 00
OT/JENbHBIX 0a30BBIX HOPMAaTHBHO-
IIPaBOBBIX aKTax. Henonno
pacKphIBalOTCA IPUYMHHO-
CIIECTBEHHBIE  CBA3M  MEXIY
SBJICHUSIMU u COOBITHSIMH.
JemoHCTpHUpYIOTCSA

MOBEPXHOCTHBIE 3HAHUS BOIIPOCA,
C TPYAOM PEWAKTCH KOHKPETHBIE
3amaun. Mwmerores 3aTpyaHeHus ¢
BBIBOJAMH. Homyckarorcst
HapylIEHUsT HOPM JIUTEPATYpPHOU
peun

JuddepeHnrpoBaHHbIT
3ayeT  (KOHTPOJIbHbBIE
BOITPOCHI)

«2»

ITonHoTa,
MOCJICA0BATEIILHOCTh
M JIOTUHYHOCTb OTBETA

Marepuan u3jaraercs
HEIOCJIE0BATEILHO, COMBYMBO, HE
MIPEICTABIISICT OTIpeICTICHHOMN
CUCTEMBI 3HAHHUU IO JOUCLUIIIINHEC.
He packpeiBaroTcsi NOpPUYMHHO-
CIICICTBEHHBIC  CBS3M  MEXKIY
SIBJICHUSIMA M coObITHsIMH. He
IIPOBOANUTCA aHaJIN3. BI)IBOI[I)I
OTCYTCTBYIOT. OTtBeTbl Ha
JOIIOJIHUTCIIbHBIC BOIIPOCHI
OTCYTCTBYIOT. IMEIOTCSl 3aMeTHBIE
HapylIeHUsT HOPM JINTEpaTypHOMN
peun.

5.YCJIOBHUSA PEAJIM3ALIUMA TPOI'PAMMBI TN CIUTIJINHBI

5.1.lns  peanusanum

NporpamMmsl
NpeayCMOTPEHBI CJIeAYI0IHe ClIelHATbHbIC TIOMEIICHUS

y4eOHoi

JAUCHHUIIIIMHBI JOJIKHBI ObITh

Jnst peanuzanuy mporpaMMbl y4eOHOW JUCIHUIUIMHBI TpeOyeTcs Haluyue ydeOHOTO
kabuHeTa «ConuanbHO-TYMAaHUTAPHBIX AUCHIUTIIHH.
Crnemmanmm3upoBanHas yueOHas Mmebens. TCO: [lepeHocHOE BUACONPOSKIIMOHHOE 000PYI0BaHUE
JUIs Ipe3eHTaluii, HoyToyk. Jlocka. Habop yueOHO-HATrTIAIHBIX TOCOOUH.

6.MudopmannoHHoe obecneyeHHe Peaiu3aluu MPOrpaMMbl
Jia peanuzauuu nporpaMMmbl OMOIMOTEYHBIH (OHI 00pa3oBaTENbHON OpraHu3aluu
UMeeT Ie4yaTHble W/MIM 3JIEKTPOHHbIE 00pa3oBaTelibHbIE U MH(POPMALMOHHBIE PECypChl IS
UCIIONTb30BaHus B oOpasoBarenbHOM Tporecce. [Ipu dopmupoBanum OmbimnoredHoro ¢onHma
oOpa3oBaTesibHas OpraHu3alus BeIOMpana He MEHee OJJHOTO MU3JaHMs U3 MEePEUNCIICHHBIX HUXKE
NICYATHBIX M3/IaHUH M (WIH) DIIEKTPOHHBIX M3/IaHUI B KayecTBE OCHOBHOTO, MPH 3TOM CITHUCOK,

JOITIOJIHCH HOBBIMH HU3AaHUSIMU.

6.1. OcHOBHBIE MEYATHBIE U YJIEKTPOHHBIE U3IAHUS
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