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OEJEPAJIbBHOE TOCYOJAPCTBEHHOE BIO/IXKETHOE OBPA3OBATEJIBHOE CMK PIYTHUC
YYPEXXIEHME BbICIITETO OBPA30OBAHVIA

«POCCUVICKMW TOCYTAPCTBEHHBIVI YHUBEPCUTET

TYPU3MA 1 CEPBVICA» Aucm 2 us 48

1. AHHOTanms padoyeii NporpaMMbl TUCHUILINHBI (MOLYJIs1)

Hucuummuaa «CepBHC-IU3aliH» OTHOCHUTCS K JUCIUIUIMHAM 00S3aTeIbHOW YacTH
nporpammsl 43.03.03 I'octuHrYHOE €710 poduis «PecTopaHHbBIN OM3HEC».

W3ydenne naHHOW AMCUHUIUIMHBI Oa3MpyeTcsi Ha 3HAHUU IIKOJBHOH IMPOrpaMMbl IO
TYMaHUTapHBIM U O0IIECTBEHHBIM MPEAMETaM: UCTOPHS, O0IIECTBO3HAHUE.

JlucuuiuiiHa HanpaBieHa Ha pOpMUPOBaHUE CIIEAYIOUIMX KOMIIETEHIIMN BBIITYCKHHKA:
YK-4 - Crioco6eH oCylIeCcTBISTh JAeIOBYI0 KOMMYHHKAIIMIO B YCTHOW M MMUCbMEHHOM popMax Ha
rocyaapcTBeHHOM si3bike Poccuiickoit denepanuu 1 HHOCTpaHHOM(BIX) SI3bIKE (aX) B 4aCTH:
YK-4.1. Beibupaer ctuiab OOIIEHUS Ha TOCyJapCTBEHHOM si3bike Poccuiickoit ®denepanuu u
MHOCTPAHHOM SI3bIKE B 3aBUCUMOCTH OT LIEJIM U YCJIOBUM MapTHEPCTBA; aJalTUPYET pedb, CTHIIb
OOLIEHUS U A3BIK KECTOB K CUTYyallUsIM B3aUMO/IEHCTBHUS;

VYK-4.2. Beger nuanor ajisi COTpyAHUYECTBA B COIMAIBHON M MPO(ecCHOHATBHON cdepax;
VYK-4.3. Bexner nenoByro NepenucKy Ha rocy1apcTBEHHOM si3blke Poccuiickoit @enepanuu u
MHOCTPAaHHOM SI3bIKE C Y4ETOM OCOOCHHOCTEH CTUIIMCTUKY O(UIIHABHBIX U HEO(DUITHATIEHBIX
MUCEM U COIIMOKYIIBTYPHBIX pa3nuuuii B popmare KOppeCnoHICHIUH.

[1K-5. Cnocoben obecneunth (OPMHUPOBAHHWE W BHEAPEHHE KOPIIOPATUBHBIX CTAHAAPTOB WU
PErJamMeHToB MPOLIECCOB 00CITYKUBaHHsI, B COOTBETCTBUU OTPACIEBBIMU CTaHAApTaMH CEpBHUCA B
YacTHU:

[1K-5.1. Pa3pabaTpiBaeT BHYTPEHHHE CTaHIAPTHI U pEriaMeHThl MPOIECCOB OOCIYKMBAHUS Ha
YPOBHE MOJIpa3/IeIeHUs] OpraHU3aIMK U30paHHON cephl AeATEIbHOCTH,;

[1K-5.2. OOecneunBaeT BHEApPEHHWE pa3pabOTaHHBIX CTAHJAPTOB M  PErJaMeHTOB B
NPaKTUYECKYIO AEATEIBHOCTh OpTaHu3aiy n30panHoi mpodeccnoHaIbHOM cheps;

[1K-5.3. Opranusyer pa®oTy MO MOATOTOBKE U MPOXOKICHHUIO MPOLEIYPhl COOTBETCTBUS
JNEHCTBYIOIIMM OOILEOTpaciieBbIM CTaHJApTaM M CHUCTeMaM cepTU(UKAIMM Ha YpOBHE
JIeTIapTaMeHTOB (CITy»0, OTJeNI0B) OpraHU3auKi N30paHHON Cephl AesITeTbHOCTH.

CopepxaHue TUCLUIUIMHBI OXBAaThIBa€T KPYI BOINPOCOB, CBA3AHHBIX C COJAEPKAHHEM,
CTPYKTYpOH, TEXHOJOIMSAMHU CEpBHC-AM3aiiHa, KOPIOPAaTUBHBIX CTAHAAPTOB OOCITYXUBaHMUS,
yIpaBleHUEM KIMEHTCKUM ONBITOM B cepe pecTtopaHHoro 6usHeca. [Ipennaraemast mporpamma
OPUEHTUPOBaHA Ha O3HAKOMJICHUE CTYJEHTOB C HAYYHBIM IOJXOJOM HM3YUYEHHUS U OBJIAJCHUS
3HaHUSIMH O COJIEP KAHUHU, CTPYKTYpPE, TEXHOJIOTHI cepBUC-AN3aiiHa, U YIIPaBIEHUN KIMEHTCKUM
ONMBITOM B cdepe yclIyr MUTaHHUsA, a TakXKe O TEXHOJOTHSAX OOCITyKMBAaHUSA TOCTeH, u
BJIQ/ICIONIEr0 0a30BBIMH YMEHHUSIMHU NPHUMEHATh HW3YYEHHbIE TEXHOJIOTMM Ha NPAKTHKE, B
NPOM3BOJICTBEHHON  MpaKTHUKe, SBISAIOLICHCS 4YacThlo  00pa3oBaTelbHONM  MPOrpaMMbl
OakanaBpuara.

JlaHHBIN KypcC IO3BOJIUT OCBOMTH CTYJIEHTaM OCHOBHBIE MHCTPYMEHTBI M TEXHOJIOTUU
CepBHC-IM3aiiHa, PErJIaMEHTUPOBAHUS W CTAaHAAPTU3AaLMU YCIyr OOIIECTBEHHOI'O IUTaHUS,
HOJYYHUTh ONpe/eTICHHbIE HaBbIKH JJIS UCIIOJIb30BAaHUS UX B MPAKTHUECKON paboTe, CBA3aHHOM C
IUTAHUPOBAHUEM U MPOEKTUPOBAHUEM YCIIYTH, OPTaHU3alMed U KOHTPOJIEM MPOQecCHOHATbHON
JeSITeIbHOCTH Ha MPEANPUATUSAX PECTOPAHHOHN CPephl.

[IpenonaBanne IUCHUIUIMHBI BeneTcs Ha 2 kKypce B 4 cemectpe (ouHas Qopma
oOyuenus) u 4,5 cemectpax (3aouHast popma 00yUeHHsT) TPOIOJIKUTEIBHOCTBIO 18 Henenb.

OO61mas TpyA0€MKOCTh OCBOEHUS AUCLUUILINHBI Ul CTYI€HTOB OYHOU (hOpMBbI 00yUEHUS
cocraBnsieT 4 3au€THBIX eAuHMLbI, 144 wyaca. IIporpamMmoill JUCHMIUIMHBI MPERYCMOTPEHBI
JIEKIMOHHbIE 3aHATHSA (TIOBECTBOBATENbHBIE JIEKIIMU, JIEKIUU-AucKyccun) (16 yacoB), 3aHATUS
CEMMHApCKOro Tuma B (opMe: KPYIJIBIX CTOJIOB, CTYJEHUYECKHMX KOH(EpEeHIMH, CeMHHapOoB,
peLIeHNs CUTYallMOHHBIX 3a/1a4, BBIE3/IHBIX 3aHATHH, ICUXOJIOTHYECKUX TPEHUHTOB, OpHU(PHUHTOB,
TpyNIoOBBIX (acuiuTanuii (36 4acoB), KOHCYJbTAIIUN — 2 Yaca, IPOMEKYTOUHAs aTTeCTalus — 2
Yaca, caMOCTosATeNbHast paboTa oOyyaronuxcs (88 gacos).
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®EIEPAJIBHOE TOCYJAPCTBEHHOE BIOI>)KETHOE OBPA30BATEJTbBHOE CMK PTYTUC
VUPEXIEHVE BBICIIIETO OBPA3OBAHVSI

«POCCUVICKMW TOCYTAPCTBEHHBIVI YHUBEPCUTET

TYPU3MA 1 CEPBVICA» Aucm 3 us 48

OOmast TPyIOEMKOCTh OCBOCHHUSI JUCHMIUIMHBI JUIsl CTYACHTOB 3a04YHON (hOpMBI
o0yueHust coctaBiusieT 4 3au€THBIX enuHMNbl, 144 wdaca. [IporpaMMol JUCIUTIIMHBI
IPEIYCMOTPEHBI JICKITHOHHBIC 3aHATHs (IIOBECTBOBATENIBHBIC JICKIIMH, JIGKIUU-IUCKyccun) (6
4acoB), 3aHATUSI CEMHUHAPCKOTO THMa B (JOpME: KPYIJIBIX CTOJIOB, CTy/IEHYECKUX KOH(DepeHIHii,
CEMHUHAPOB, PEIICHUS CUTYAIIMOHHBIX 33]1a4, BBIC3IHBIX 3aHATHIA, IICUXOJOTUIECKIUX TPEHUHTOB,
OpuduHroB, rpynnoBeix (acwauranuii (6 4acoB), KOHCYJIbTAIlMA — 2 4Yaca, MPOMEKYTOUHAs
aTTecTanus — 2 yaca, CaMOCTOsATeNIbHas paboTa oOyuaroruxcst (128 yacos).

[TporpaMMoil mpenycMOTpPEeHbl CJIEAYIOUIMEe BUIbl KOHTPOJSA: TEKYIIUH KOHTpPOJb
yCIEeBaeMOCTH B (OPME TECTUPOBAHUS, KOHTPOJIHHOW pabOThI, MPEACTABICHHS TPYIIIOBOTO
NpOeKTa, MPOMEKYTOUYHAsE aTTecTanuss B (Gopme sk3ameHa (4 cemecTp) Al OYHOW (HOPMBI
o0yueHHst U 5 ceMecTp Ui 3a04HOM (HOpMBI O0yUCHHS.

2. IlepeyeHb mNJIAHUPYEMBIX Pe3yJbTATOB OO0y4YeHHS MO JUCHUILIUHE (MOAYJI0),
COOTHEeCeHHbIE € IVIAHUPYEMBbIMHU pe3yJIbTaATAMHU O0CBOECHHS 00pa30BaTeIbHON NPOrPaMMblI

Ne WNupekc [Tnanupyemble pe3yabTaTbl 00ydeHUs
NI | KOMIIETEHLUH, (KOMITETEHIINH, UHIMKATOPA UX JTOCTHKCHHS)
WHJUKaTOpa
ux
JOCTH>KCHMS
1. | VK4 CriocobeH OCyIIECTBIATh JIEIOBYI0 KOMMYHHUKAIMIO B YCTHOH U

MUCHPMEHHOW (OpMax Ha TOCYIapCTBEHHOM si3bike Poccuiickoit
denepanyun ¥ THOCTPAHHOM(BIX) sI3BIKE (aX) B YaCTH:

VK-4.1. Bri6upaet ctuinp o01IeHHs Ha TOCYIapCTBEHHOM si3bike Poccuiickoii
denepanyvi © MTHOCTPAHHOM SI3BIKE B 3aBUCHMOCTH OT IISJIA ¥ YCIIOBHIMA
MapTHEPCTBA; aIalITUPYET pedb, CTUIIb OOIICHHUS U S3bIK )KECTOB K
CUTYaIUsIM B3aHMOJICHCTBHSI,

VYK-4.2. Bener guanor mis coTpyaHUYECTBA B COLIMAIIBHOU U
npodeccuoHabHOU chepax;
VYK-4.3. Bener nenoByro nepenucky Ha rocy1apCTBEHHOM si3bIke Poccuiickon

®denepallii U UHOCTPAHHOM SI3bIKE C YUYETOM 0COOEHHOCTEMN
CTHJIUCTUKH O(PUIMAIBHBIX U HEO(PUIIMAIBHBIX ITHCEM U
COLIMOKYJIBTYPHBIX pa3inyuil B popMaTe KOPPECIIOHACHIINH.

2. | IIK-5 Crniocoben obecnieunth (HOpMUPOBAHHE M BHEAPEHHE KOPIOPATUBHBIX
CTaHIApTOB M  PErjJaMeHTOB  IPOLECCOB  OOCIYy)KUBaHUS, B
COOTBETCTBUH OTPACJIEBBIMU CTAHJAPTaMH CEPBHCA B YACTH:

I1K- 5.1. PazpabaTbhiBaeT BHYTpPEHHUE CTaHAApThl U PErJIaMEHThl IMPOIECCOB
o0CTyKMBaHUSI Ha ypOBHE MOJpa3/elieHUs] OpraHu3aluyd HU30paHHON
cdepsbl AesITeIbHOCTH;

I1K -5.2. ObecnieunBaeT BHEApeHNE pa3pabOTaHHBIX CTAHJIAPTOB U PErjlaMeHTOB
B TPAKTUYECKYI0  JEATEIbHOCTh  OpraHu3aluu  M30paHHON
npodeccuoHaIbHOU chephr,

I1K- 5.3. Opranuszyer paboTy IO MOATOTOBKE U MPOXOXKICHHUIO MPOLEILYpPbI
COOTBETCTBHUSl  JICMCTBYIOIIMM  OOIIEOTPACIECBEIM  CTaHIApTaM |
cucTeMaM cepTU(UKaLMU Ha YPOBHE JIETIapTaMEHTOB (CIIyk0, OT/IEI0B)
OpraHu3ayy u30paHHou chepbl 1eITeIbHOCTH.

3. Mecto qucuuniaunsl (MoayJsi) B crpykrype OITOIL:
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®EIEPAJIBHOE TOCYJAPCTBEHHOE BIOI>)KETHOE OBPA30BATEJTbBHOE CMK PTYTUC
VUPEXIEHVE BBICIIIETO OBPA3OBAHVSI

«POCCUVICKVV TOCYJAPCTBEHHBIV YHUBEPCUTET
TYPU3MA Y CEPBUCA» Nt 4 s 48

JucuuiuinHa «CepBuc-AM3aliH»  SBJSETCA YacTbi0 MEpBOro OJIOKa  IPOTrpaMMBI
OaxanaBpuata 43.03.03 'octuanyHOE neno npoduinb «PecropaHHbIil OM3HEC» U OTHOCHUTCA K
00s13aTeJIbHON YaCTH MPOrPaMMBbl.

OcCHOBHBIE TIOJIOKEHUS JUCUUIUIMHBI JOJDKHBI OBITh MCIOJIB30BAaHBI B JAJIbHEHIIEM MpU
U3YyYEHUH CIEIYIOIUX AUCIUIINH:
- WMHOCTpaHHBIN A3BIK
- TexHon0ruM Ae10BbIX KOMMYHHKAIMHA B IPOQECCUOHATIBHON 1€ TEIbHOCTH
- Brinonnenwne u 3amura BKP.

4. O0beM IMCUMILUIMHBI (MOAYJsI) B 3a4YeTHBIX €IMHMLAX C YKa3aHMEM KOJUYeCTBA
aKajeMMYeCKHX YacOB, BblJeJEeHHBIX HAa KOHTAKTHYI0O padoTy oOydamommxcsi C
npenojaaBarejeM (M0 BHAAM Y4eOHbIX 3aHATHI) M HAa CaMOCTOSITEJIbHYI0 PadoTy
00y4arIIHNXCH

OO1ast TPyA0E€MKOCTh AUCIUIUIMHBI COCTABIIACT 4 3aueTHBIX eauHuIlbl/ 144aka.yaca.

Ne Bunpl yueOHoM 1esTeIbHOCTH Cemectpsl
Bcero

n/m 4

1 | KonTakTHas padoTa 00y4yarouuxcs ¢ npemnojgaBarejieM 56 56

B TOM 4HUCJIC: - - B

1.1 | 3aHATHUS TEKIUOHHOTO THIIA 16 16
1.2 | 3aHATUS CEMUHAPCKOTO TUIIA, B TOM YHCIIE: 36 36
CeMuHapsl

JlabopaTopHbIie paboThI

[IpakTnueckue 3aHATHS 36 36
1.3 | KoncyabTanun 2 2
1.4 | ®dopMa NpoMeKYTOYHOI aTTeCTANMM (3a4eT, JK3aMeH) 2 2
IK3aMeH
2 | CamocTosiTeibHAsI padoTa 00y4YarOIHXCSI 88 88
3 OO0uas Tpy10eMKOCTh yac 144 144
3.e. 4 4

JL1s1 32049HOi (hopMBI 00YUCHHS:

Ne i/t Bunasl yaeOHO# AesTeNbHOCTH CemecTpsbl
Bcer
4 5
o
1 KonTtakTHasi pa6oTa 00y4arommxcs ¢ 16 2 14
npemnoaaBartejieM
B TOM 4YHCJIE: - - - -
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®ENEPAJIbHOE TOCYIAPCTBEHHOE BIOI)KETHOE OBPA3OBATE/TbBHOE CMK PTYTUC
_ YYPEXXIIEHME BBICITIETO OBPA3OBAHVSI
«POCCUNCKUN TOCYOJAPCTBEHHbBIVI YHUBEPCUTET —
TYPU3SMA 1 CEPBVCA» Aucm 5 us 48

11 3aHATHS TEKIMOHHOTO THIa 6 2 4
1.2 3aHATHSA CEMUHAPCKOTO THIIA, B TOM YHCIIE: 6 6

CeMuHapbl

JlabopaTopHbIie paboThI

[IpakTryeckue 3aHATUS 6 6
1.3 Kouncyabranuu 2 2
14 dopma NpoMeKyTOUHOI aTTecTalMu (3a4eT, 2 2

IK3aMeH) IK3aMeH
2 CamocrosiTe/ibHasi padoTa o0y4alouuxcs 128 34 94
3 OO0mas Tpy10eMKoCTb 144 36 108

yac 4 1 3

3.e.
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OEJTEPAJIBHOE TOCYJAPCTBEHHOE BIO/IKETHOE ObPA3OBATEJIBHOE CMK PI'YTUC
YYPEXIEHNME BbICIIETO OBPA30OBAHVIA

«POCCUVICKUY TOCYJAPCTBEHHBIVI YHVBEPCUTET
TYPU3MA VI CEPBUCA» Ao 6 us 48

5. Copep:kanue QUCHMIUIMHBI (MOAYJIfA), CTPYKTYPHPOBaHHOe MO TeMaM (pa3jejiaM) ¢ yKa3aHHEM OTBEJIEHHOI0 Ha HHUX KOJHYeCTBa
aKaJeMUYeCKUX YACOB M BHJI0B YUeOHBbIX 3aHATHI

st ounoii popmbl 00yUeHHsE

= HaumeHnoBanue HaumeHoBaHHE TeM JICKIIMIA,
=
8 pasnena MPAKTUUECKHUX pabor,
e 1aGOPATOPHBIX pa6or, | KoHrakTHas paboTa 00ydaroluxcs ¢ npernoaBarenem o
m
cemuHapos, CPO 3 =
5w ° & Q
° 1 - < 5 E Q = £ ; E
< s | E ¢ 558 g 5| 3
3 = Z 0w Z E s S 5 ow = s X
=5 s o A s X2 Q9 E oM T s HE S 13
S EE | 228 E i | 22 EE > z 3
s E5d] 22K Es < | 28 % & o (S
s sS85 S2E8E S S| §8E% & | §2
T o s e B 858 Eos|BEES @) S
1/1 Paznen 1. | 1. IIpoucxoxnenue cepsuc- | 1 [ToBecTBoBarens | 2 Kpyrusiit cton 5 Wzyuenne Hay4qHOH u Hay4HO-
Amnaromus J3aiiHa u ero Hast JIEKIUS METOJMUYECKOl 0a3pl IO IOCTaBJICHHOW
cepBHC-An3aiiHa NperMyIIecTBa npoOJyieMaTHKe, IIpeyCMaTpPHBAET
ucnosszoBanue IbC
2/1 2. CocrapJsitoniue u|l AxaneMudeckas 2 [IpakTuueckoe 5 [Tonbopka ompeaeneHuil cepBUC-AU3ANHA
MPUHIIMIIBI CEpBUC-AN3aiHa JIEKIMS 3aHsTHE B 13 UCTOYHUKOB 1, 3, 5
dopme
CTyI€HYECKOU
KOH(epeHInH
3/1 3. Crneuunduka yeayr | 1 Jlexuusi- 2 Kpyristiii cron 5 U3zyuenue Hay4HOH u Hay4HO-
NPEANPUSITUH PECTOPAHHOTO JICKYCCHSI METOJIMYECKOil 0a3pl IO I[OCTaBICHHOW
6m3Heca mpobieMaTuke, IIpeaycMaTpUBaeT
ucnons3oBanue ObC
4/1 4. Konuenuust | 2 Jlexuusi- 2 Kpyrasiii cTon 5 H3ydeHUe Hay4HOU u Hay4HO-
MOTPEOUTENHCKON TIEHHOCTH JIACKYCCHSL. METOINYECKOW ©0a3bl MO MOCTABICHHOM
PEeCTOpaHHBIX YCIyT mpobiemMaTuke
5,6/1 5. Hactpymentsl cepBuc- | 1 AxanemMudeckas 2 Kpyruelit cton 6 U3y4eHHe Hay4YHOHI u Hay4HO-

© PI'YTUC



®EJJEPAJIBHOE TOCYJAPCTBEHHOE BIO/IKETHOE OBPA30BATE/IBHOE CMK PTYTUC
VYUPEXIEHWME BBICIITEI'O OBPA30OBAHVIA
«POCCUNCKUN TOCYOJAPCTBEHHbBIVI YHUBEPCUTET
TYPU3MA "1 CEPBUCA» Aucm 7 us 48
u3aiHa JIEKLIUSA METOINYECKOH 0a3pl MO IIOCTaBJIEHHON
nmpobieMaTuke, IpeaycMaTpUBaeT
ucroib3oBanre IbC
6/1 6. Pectopannsrii cepBuc xak | 1 Jlexums- AKaneMHYeCKIHA H3ydeHHe Hay4IHOH " HaY9HO-
KOMITOHEHT TIPOAXKH JIICKYCCHSL. CeMHHap; METOIMYECKOH 0a3bl II0 ITOCTaBJIEHHOM
TOBApOB. 3acIIyIIMBaHHUE U nmpobieMaTuke, petreHme 3a1a4,
oOcykneHne IMOATOTOBKA K ayIUTOPHOMY
JIOKJIaI0B H TECTHPOBaHUIO
Mpe3eHTaIui
6/1 Kontpoasnas Touka 1 AynutopHoe
TeCTHPOBaHHE
7,8/1 7. IloBenenue notpedbureneit | 1 Jlexuus- Pemenue IlonroToBka K NpakTHYECKOMY 3aHSTHIO,
pPECTOpaHHBIX  yCOyr | JTUCKYCCHSL. CUTYaI[MOHHBIX MpeayCMaTPUBAIOIAs U3YyYCHHUE HAYYHO-
MPUHATHE UMH PCIICHUN 3a7a4 MPAKTUYECKOTO MaTepualia Mo 3aJaHHBIM
BOIIpOCaM
9,10/1 8. Teopust opranmzaiuu | 2 Jlexuus- BriesnHoe ITonroToBka K NMPakTHYECKOMY 3aHSTHIO,
obcmyKuBaHUsI. JTIUCKYCCHSL. MIPaKTHIECKOe MpeaycMaTpuBaronas u3ydyeHHue HaydHO-
3aHATHE MPAKTUYECKOTO MaTepualia 1Mo 3aJaHHBIM
BOIpOCam
11,12/1 Paznen 2. 9. Meronsl wuccienoBanus | 1 Jlexmms- [Icuxomornueck H3y4YeHHE Hay4yHOMU " Hay4HO-
VYnpasnenune KJIMEHTCKOT'O OIBITA. JIIACKYCCHSL. WA TPEHUHT METOAUYECKOW 0a3bl IO ITOCTaBJIEHHOMN
KIMEHTCKAM npooJeMaTuke, npeaycMaTpuBaeT
OIIBITOM ucnoip3oBanue DbC
12/1 KonTpoJbHasi Touka 2 AyautopHoe
TeCTHPOBaHHUE
13,14/1 10. JuzaiiH-MelnuieHue. | 2 Jlexmus- I'pynmnosast [ToaroroBka K MpakTUYECKOMY 3aHATHIO,
WHucTpy™MeHTapuii JIICKYCCHSL. (bacumuTaIys. MpeIyCMaTPUBAIOIAs U3yYCHUEC HAYYHO-
MPAaKTUYECKOTO Marepuaia IO 3aJaHHBIM
BOIIPOCaM
14,15/1 11. Ympasnenue | 1 Axagemuyeckas KpYIJIbIH CTOJI [Toaroroska K ayJUTOPHOMY
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DEJEPAJIBHOE TOCYOAPCTBEHHOE BHO/I’)KETHOE OBPA3OBATEJIbBHOE CMK PI'YTUC
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«POCCUNCKUN TOCYOJAPCTBEHHbBIVI YHUBEPCUTET
TYPU3MA VI CEPBVICA» Nt & s 45
KJIMEHTCKHUM OIIBITOM JIEKLIMS TECTHPOBAaHUIO (moBTOpCHNE
TEOPETUICCKOTO MaTepHaa)
15/1 KonTpoJibHas Touka 3. 1 KounrtpoabHas
pabora
16,17/1 12. Tlomwp3oBarenbckue u | 1 Jlexmus- 4 BriesgHoe 14 [ToaroroBka K NpakTUYECKOMY 3aHATHIO,
SKOHOMHUYECKHUE  METPHUKH. JTUCKYCCHSL. MPAaKTUIECKOS MpeyCMaTPUBAOIAs U3YYCHHUEC HAYYHO-
OCHOBBI CepTUPHUKAIINN 3aHsATHE MPAaKTUYECKOTO MaTepuaja Mo 3aJaHHBIM
BOTIPOCaM
18/1 13. Boponka ocHoBHBIX | 1 Axanemuyeckas 2 Bpudunr 17 paboTa Haa TPYMNIOBBIM  HPOCKTOM,
3TAaIoB B3aUMOJEICTBUS JIEKIHS MOJIrOTOBKA MPE3CHTAIIUH JJIs1 (PUHATBHOM
KJIHCHTA C POTYKTOM 3aIUTHI TPYIIOBOTO MPOSKTa
Koncynpramnus cTyaeHToB KoHucynbrarus
TIpEAIoaracT
paboty
npernoaBaTess
CO  CTYICHTaMH
nepej1 dK3aMeHOM
18/1 KonTpoasnas Touka 4. 4 IpencraBiaenn
e TpynmoBOro
NMPOEKTA,
C031aBAEMOI0
CTyIeHTaMH B
TeyeHue
ceMecTpa.
16 36 88
Koncynbranus 2
TTpoMeKyTOYHAsE aTTECTALMA IK3IAMEH 2
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OEJTEPAJIBHOE TOCYJAPCTBEHHOE BIO/IKETHOE ObPA3OBATEJIBHOE CMK PI'YTUC
YYPEXIEHNME BbICIIETO OBPA30OBAHVIA

«POCCUVICKUY TOCYJAPCTBEHHBIVI YHVBEPCUTET
TYPU3MA VI CEPBUCA» Ao 9 us 48

st 3a04HO# popmBbI 00yUeHHS

= HaunmenoBanue HaumenoBanne  TeM | Bunpbl yueOHbIX 3aHATHIT 1 pOPMBI X TPOBEICHUS
c:)( paznena JIEKIMH, MPaKTHYECKUX
2 pa6or, naGoparopubix | KOHTaKTHast paboTa 0OY4arOMXCs C MPEOaBaTeIeM
pabor, CEMHHApPOB, = =
. CPO S| 5E: g = g 5 £
e £ =8| s 858 E = 1% E g 5 s %
23 =S| 288 5E £ 1 E2E EZoF | g4 280
5 = T X o Q@ ¥ O 293 o9 S & T g S o Q =
= 8 S8 6E=x853 ~E{6ExEE8 |OF 6EC
11 L. Ipoucxoxaenue | 0,5 [ToBecTBOBaTeNbHAS 10 Uzydenne Hay4YHOU u HAY4HO-
CepBHUC IHM3aiiHa W €ro JeKIns METOIMYECKO 0a3bl MO IOCTaBICHHOMN
Paznen 1. | nmpeumyIecTBa npoOyieMaTHKe, IpexycMaTpUBAET
AHatomust ucnosaps3zoBanue IbC
cepBUC-IU3aiiHA
2/1 2. CocraBiusromue ¢ AxameMudeckas JIEKIHS 10 IMombopka  ompeneneHUH  CEPBHUCHOMN
TIPUHIIATIBL CepBHC- JIeSITeIbHOCTH U3 UCTOYHMKOB 1, 3, 5
nu3aiHa
3/1 3. Cneuuduka ycuyr | 0,5 Jlekuusi-qucKyccust. 0,5 Kpyrisiii cron 10 U3y4YeHHUe Hay4HOI u Hay4HO-
TIPEATIPUAATHN METOJIMYECKO 0a3bl MO IOCTaBICHHOMH
pecTopaHHOTO OM3HECa npoOyieMaTHKe, IpeycMaTpUBaeT
ucnosszoBanue IbC
4/1 4. Konnemus | 0,5 Jlexmms-qucKyccus. 0,5 Kpyrunsiit cton 10 H3ydeHHe HAYYHOI1 " Hay4HO-
MOTPEOUTENHCKOM METOJIMYEeCKO 0a3bl 1O TOCTaBICHHON
LIEHHOCTH npobieMaTuke
pECTOpaHHBIX YCIIyT
5,6/1 5. Wucrpymentst | 0,5 AxangeMudecKkas JeKIus 10 H3ydeHHe Hay4YHOH " Hay4HO-
CcepBHC-U3aiiHa METOJINYECKO ©0a3bl TIO0 TIOCTaBICHHON
npoOyieMaTHKe, npeaycMaTpUBaeT
ncnons3oBanue DbC
6/1 6. Pectopannsiit - 0,5 AxkaneMH4YecKHi 10 U3y4eHHe Hay4yHOH u Hay4HO-
CepBUC KaK KOMIIOHEHT ceMuHap; METOIUYEeCKOil 0a3bl MO MOCTABJICHHOMN
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TIPOJAXKH TOBAPOB. 3aCIylIMBaHUE W mpobieMaTuke, petmieHme 3amad,
obcyxneHnne MOJITOTOBKA K ayIUTOPHOMY
JTOKITaI0B u TECTHPOBAaHUIO
Mpe3eHTalni
6/1 KontponbHasi To4Ka 0,5 AynutopHoe
1 TeCTHPOBaHHE
7,8/1 7. IToBenenue 0,5 Pemenue 10 IlonroToBka K MpPakTU4YECKOMY 3aHATHIO,
moTpeOuTeNeH CUTYaIIMOHHBIX MpeaycMaTpUBarOIas W3ydeHHe HaydHO-
pEeCTOpaHHBIX YCIyT M 3amad MPaKTUIECKOTO MaTepHaia Mo 3aJaHHBIM
TIPUHSATHE UMHI BOIIpOCaM
peleHui
9,10/1 8. Teopus | 1 Jlexmus-qucKyccus. 0,5 BriesnHoe 10 ITonroToBka K MpPakTU4YECKOMY 3aHATHIO,
OpraHu3aIuu MPaKTUICCKOS MpeayCMaTPUBAIOIAs W3yUCHHE HAydHO-
o0ciTy)XKuBaHUS. 3aHATHE MPaKTUIECKOTO MaTepHaia Mo 3aJaHHBIM
BOIIpOCaM
11,12/1 9. Mertons! | 1 Jlexuus-guckyceus. 0,5 INcuxomormueckuit | 10 M3y4YeHHE Hay4HOMU u Hay4YHO-
Pasen 5 | uccnenoBaHus TPEHUHT METOJMYECCKONH 0a3bl M0 MOCTABJICHHOMN
Vrpasnenne KJIUEHTCKOTO OTIbITa npooeMaTuke, peaycMaTpUBacT
KITHEHTCKUM ucnons3oBanue DbC
OTIBITOM
12/1 KonTponbHasi TOYKa 0,5 AynuTopHoe
2 TecTHPOBaHUeE
13,14/1 10. Huzaiin- | 2 Jlexmmsi- TCKy CCHs. 0,5 I'pymmoBas 10 [MonroToBka K MPaKTUYECKOMY 3aHATHIO,
MBIIIUICHUE. dacumuTanus MpeayCcMaTpUBAIOIIAs W3yYeHHE HAyJHO-
WuctpymenTapwmii MPAaKTUYECKOTO MaTepHaia Mo 3aJaHHBIM
BOIIpOCaM
14,15/1 11.Yupaenaue 10 [ToaroroBka K ayIUTOPHOMY
KITUCHTCKUM OIIBITOM. TECTHPOBaHUIO (nmoBTOpCHME
TEOPETHIECKOTO MaTEpHaIIa)
15/1 KonTposibHass Touka 0,5 KonTpoJsbHas
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3. padora
16,17/1 12. TMonb3oBaTeNbCKUE 8 [ToaroroBka K MpakTUYECKOMY 3aHSTHIO,
u HSKOHOMHUYECKHE npeaycMaTpuBaroIias M3y4eHHe Hay4HO-
METpPUKH. OCHOBHI MPAaKTUIECKOTO MaTepHaia Mo 3aJaHHBIM
cepTudUKaITIH BOIIpOCaM
18/1 13. BopoHKa OCHOBHBIX 10 pabora Hajg TpPYNNOBBIM  NPOEKTOM,
3TaroB MOJATOTOBKA MpPEe3eHTaMy 1Sl (PMHAIBHON
B3aUMO/ICHCTBUS 3aIIUTHI TPYIIIIOBOIO POEKTA
KITUCHTA C TIPOAYKTOM
Koncynpramus Koncynprarus
CTY/CHTOB npeanojaraer  pabory
npernoiaBarens co
CTy/ICHTaMH nepen
9K3aMEHOM
18/1 KonTponbHasi To4ka 1 Ilpeacrasienue
4, IpyIIioBOro
NpoeKTa,
c031aBaeMoro
CTyAeHTaMH B
TedeHHe
cemMecTpa.
6 6 128
Koncynbranus 2
[IpomexxyTouHas arTecTanus JK3amMeH 2
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6. IlepeueHb yueOHO-METOAMYECKOr0 oOecmedeHUs] I CAMOCTOSITEJLHOW PadoThl

00y4aroIUXCcH MO JUCUMILIMHE (MOTYJII0)

Jlnist caMoCTOATENbHON PabOoThI MO AUCHUILIMHE 00YYarOIIUEcs UCHOIB3YIOT CIEAYIOIIee

y4eOHO-METOIMYECKOe 00eCTICUCHHE

Ne Tema, Tpy10eMKOCTH B aKa/1.4.

n/n

Y4yeOHO-MeTOAMYECKOE 0OecIIeueHE

1 AnHaTomus cepBUC-AU3aiiHa

u ero npeumyimiectsa (5/10)
cepBuc-au3aiina (5/10)
pecTopanHoro 6usneca (5/10)

OCHHOCTH PECTOPAHHBIX

(5/10)

(6/10)
6. Pecropannslii cepBHC Kak
KOMIIOHEHT MPOAAaXu TOBAPOB

(6/10)

1. IlpoucxoxxieHue cepBUC Au3aiiHa
2. CocraBisolmiie YU HPUHLMIIBI
3.Crenuduka yciayr MpennpusTuit

4. Konuenuuss mnOTPeOUTETHCKON

5. HHcTpymeHTBl cepBUC-AU3aiiHa

2 | YopaBiieHue KIMSHTCKHM OIBITOM
noTpeouTenei
PECTOpaHHBIX YCIYT H TNPUHATHE

7. IloBenenue

umu perrenwnii (5/10)

ceprudukarmu (14/8)

B3aUMOJICHCTBHUS KIIUEHTA C
npoaykrom (17/10)

8. Teopus OpraHu3aluu
obcmyxuBanus (5/10)

9. MeTtosl HCCJIEIOBAHUS
KJIMeHTCKoro ombita (5/10)

10. Ju3aifH-MBITIUICHHE.
WnctpymenTapuii (5/10)

11.  VYopaBneHue  KIMEHTCKUM
ombiToM (5/10)

12. [Tonb30Barenbckue

9KOHOMHYECKUC MCTPHKH. OCHOBBI

13. BopoHka OCHOBHBIX 3TAroOB

OcHoBHas1 JiUTEpaTypa

1. CepBuc: opranusanusi, ynpaBieHUE, MAPKETUHT:
yueOHuK st OakanaBpoB / E. H. Bonk, A. U.
3bipsiHOB, A. A. JIumnuuckas, H. B. Xapuronosa.
— Mocksa: M3gatenbcko-TOproBasi KOPHOpaLHs
«amkos u K°», 2022. — 249 c. - ISBN 978-5-
394-03140-3. - Tekct: snexrtponHsii. - URL:
https://znanium.ru/catalog/document?id=431948
(mata obparmenus: 23.02.2024). — Pexxum gocrynmna:
IO MOIHCKE

2. AiimanernuaoB T. A. PBIHOK TypHCTHYECKHX
yCIIyT: TOTPEOUTETHCKOE TOBEJACHUE | ILIaHbBI
poccusiH // Couuoorus. CraTHucTHKA.
[Ty6nmukanuu. OtpacneBbie 0030pbl. Beim. 2 (15) /
T. A. AinmanernunoB, B.M. I'punenko, O.A.
Honrosa; Amnanutuueckuii uentp HAOU. —
MockBa: HA®U, 2019. — 50 c.. - ISBN 2587-
9073. - Tekcr: osmekrponnsid. -  URL:
https://znanium.com/catalog/product/1031310
(mata obpamienus: 23.02.2024)

3. T'epacumoB  b. .  MapkeTuHrossle
HcCche0oBaHusl phIHKA: yuyeOHoe mocobue / b. U.

I'epacumoB, H. H. MosroB. — 2-e m3g. —
Mocka: POPYM: UHOPA-M, 2021. — 336 c.
— (ITpodeccuonanbHoe obpazoBanue). - ISBN

978-5-91134-811-3. - TekcT: DIEKTPOHHBIH. -
URL:
https://znanium.com/catalog/product/1068858
(mara oOpamenus: 23.02.2024). — Pexum
JOCTYTIA: IO TIOJIITUCKE.

4. KIneHTOOpHEeHTHUPOBAHHOCTH: MCCIEIOBAHMUS,
cTparerud, TexHonoruu: wmoHorpadus / JIL.C.
JlateimoBa, U.B. Jluncuu, O.K. Oiinep [u ap.]. —
Mocksa: HMH®PA-M, 2023. — 241 c. —
(Hayunast meicip). — DOI 10.12737/1058297. -
ISBN 978-5-16-015796-2. - TekcT: 37€KTPOHHBIH.

- URL:
https://znanium.com/catalog/product/1875215
(mata oOpamenms: 23.02.2024). — Pexum

JOCTYTIA: 110 TMOATMKCKE.
5. Ceupunenko 0. I1. CepBucHasi nesaTenbHOCTB:
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yuebnoe mocobue / FO.II. Csupumaenko, B.B.

XMeneB. — 2-¢ W3M., HCIp. W Aon. — MockBa:
NH®OPA-M, 2022. — 174 c. — (Broicmee
oOpasoBaHue: bakanaBpwuar). — DOl
10.12737/23520. - ISBN 978-5-16-014846-5. -
Tekcr: 3JICKTPOHHBIH. - URL.:
https://znanium.com/catalog/product/1836717

(mata oOpamenms: 23.02.2024). — Pexum

JIOCTYTIA: 110 TOATHKCKE.
6. Pesnuxk I'. A. CepBucHas JIeATEIbHOCTD:
yueOHuk / I'.A. Pesnuk, A.M. MackaeBa, 10.C.
[Tonomapenko. — MockBa: UHOPA-M, 2021. —
202 c. — (Cpemnee mnpodeccuoHaIbHOE
obpaszoBanme). - ISBN 978-5-16-016211-9. -
Tekcr: AIEKTPOHHBIN. - URL:
https://znanium.com/catalog/product/1241803
(mata oOpamenus: 25.10.2023). — Pexum
JOCTyTA: 1O MOJIMTUCKE.

JonosHUTeIbLHAS JUTEPaTypa

1. Yopasnenue npogaxamu : yaeOHO-
MpaKkTHYeCKoe rmocobdue s 6aKanaBpoB / aBT.-
coct. U. H. Ky3nenoB. — 3-¢ u3a1. — Mockaa :

N3 narenbcko-ToproBast koproparus «/lamkos u
K®», 2018. - 492 c. - ISBN 978-5-394-02640-9. -
Texct: anextponnsbIil. - URL:
https://znanium.com/catalog/product/1092999
(mata oopamienus: 23.02.2024). — Pexxum
JOCTyTA: 1O TOJITUCKE.

2. MapKeTHHT TOBapOB | YCIIYT : y4eO. mocobue /
A.B. Jlykuna. — 2-e u3z., gon. — M.: POPYM:
NH®OPA-M, 2021,
https://znanium.ru/catalog/document?id=375747

3. CepBuc: TepMHHBI M TIOHSTHUS: CJIOBAaph / MO
pen. O.4. Toiixmana. — MockBa: UHOPA-M,
2021. — 239 c¢. — (bubnmoreka crmoBapeit
«MH®PA-M»). - ISBN 978-5-16-014474-0. -
Tekcr: 3JIEKTPOHHBIMN. - URL:
https://znanium.com/catalog/product/1167070
(mata oOpamenus: 23.02.2024). — Pexum
JOCTyTA: 1O TIOJITUCKE.

7. ®OHJ OLEHOYHBIX CPEACTB JJIS NMPOBEACHHUS TeKylleld M NMPOMEKYTOYHON aTTrecTanuu

00y4aroIUXCcH M0 JUCUMILIMHE (MOTYJII0)
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7.1. IlepeyeHb KOMIETEHUMH C YyKa3aHMeM 3TanoB HX (OPMUPOBAHHUS B Ipolecce
0CBOeHHs1 00pa30BaTeIbHOI MPOrpaMMbl

Ne | Unpexc Conepxanue Pasnen B pesynbrare usydeHus pasziena JUCLHUILINHEL,
jaiig KOMIIC- KOMIICTCHIIMH JUCHUITIN o6ecnqu/IBa}0mer0 (bOpMPIpOBaHI/Ie KOMIICTCHIIMH (I/IH[[I/IKS.TOpa
TCHIUHA (I/IH)II/IKE[TOpa ux HEI, ux ,HOCTI/I)KCHI/IH) 06yanOHIHﬁCﬂ JOJDKCH!
y Z[OCTI/I)KGHI/I?I) obecreunB 3HATh yMETI) BJIAACTH
WHIOUKa 2310018507
TOpa UX ¢dhopmupo-
JOCTHXK BaHHUC
€HHs KOMIIE-
TEHIINU
(uuauKaTO
pa ux
JOCTHUXKCH
usi)
1. | YK-4 | CnocoGeH oCcyIIecTBIATh JeI0OBYI0O KOMMYHHUKALMIO B YCTHOM M MUCBMEHHOH (opmax
Ha TOCYAapCTBEHHOM s3blke Poccuiickoil @enepaluu 1 HHOCTPaHHOM(BIX) s3bIKE (ax)
B 4aCTH:
VK- Beibupaer ctunb | Temsr 4, | Knaccudukanm | OpranusoBath HaBBIKAMH
4.1 oO01IeHus Ha | 7, 8,9,11, | 0 1en0OBBIX mporiecc OpraHu3aIuu
rocygapcreeHsom | 12, 14 KOMMYHHKAIMN | JEJIOBOU o0cCIyKUBaHUS
A3BIKE norpeduTenei KOMMYHMKAIMM | C IPUMEHEHUEM
Poccniickoit TOCTHHUYHOIO U | IIPU COBPEMEHHBIX
®Denepanyu u PECTOPAaHHOTO IIPEIOCTABIIEHN | TEXHOJIOTHH JULs|
MHOCTPaHHOM IPOJYKTa, U PEeCTOpaHHOrO | (GOPMHPOBAHUS
A3BIKE B MOJIEIH IIPOJYKTa B U
3aBUCUMOCTH  OT MOTPEOUTENBCKO | paMKax CEpBUC- | MPEAOCTaBICHU
Head M yCIOBHA ro NOBEJCHMS, JA3aniHa 51 p€CTOpPaHHOT O
MMapTHEPCTBA; COBPEMEHHEIE HpOAYyKTa,
AIanTHPYyEeT pPEYb, TEXHOJIOTMH COOTBETCTBYHOII]
CTWJIb OOLIEHUS U 00CITy)KNUBaHUS €ro
SI3BIK  JKECTOB K Ha TpeOoBaHUSM
CUTyaluAM HIPEIPUATHIX norpeduTenei B
B3aMMO/ICHCTBHSI, HHIYCTPUH paMKax CepBHC-
VK- | Bemer amanor ais rOCTENPUUMCTBA nu3aiina.
4.2 COTpYJIHUYECTBA B B IIPOLIECCE
COLIMAJILHOW U cepBHC-U3aiiHa
pohecCuoHANIBHO
il cepax;
VK- Bener nenopyro
4.3 MIEPENNCKY Ha

TrOCYJIapCTBEHHOM
SI3BIKE
Poccuiickoit
denepauuu U
WHOCTPAaHHOM
A3BIKE C YUYETOM
0COOEHHOCTEH
CTHJINCTHKH
0obHUIIHATIEHBIX U
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oy TYPU3MA 1 CEPBVICA» Auem 15 us 50
HEO(PHUIMATTEHBIX
IUCEeM U
COLIMOKYJIBTYPHBIX
pazyinuuii B
dbopmare
KOPPECIIOHICHIIUU
2 | [IK-5 | Crocoben obecnieunth (hOpMUPOBAHHE M BHEAPEHHE KOPIOPATUBHBIX CTaHIAPTOB U
pErIaMeHTOB IIPOLECCOB 0OCIIY>)KUBaHUS, B COOTBETCTBUH OTPACIEBBIMU CTaHAAPTAMU
CEpBHCA B YaCTHU:
ITK- PazpabareiBaer Paznen 2 | IlpousBoacteen | PazpaGateiBath | HaBbikamu
5.1 BHYTPEHHHUE HO- BHYTPCHHHUE pa3paboTku
CTaHJAapThl U TEXHOJIOTUYECKU | CTAHJApThl U CTaHJapTOB
periamMeHTsbl € MPOLIECCHI perJamMeHTbl OTlEepalMOHHBIX
IPOLIECCOB 00CIIy>)KHBaHUSl | IIPOLIECCOB nporexyp
o0ciyKUBaHUs Ha 51 00CITy’)KUBaHUSL | CITyKO
YpOBHE OIEpALIMOHHBIE | HAa YPOBHE OpEANpUATHS
noJipa3/iesieHus IIpOLEAYPHI B MOJIpa3JeJIEHUsl | pECTOPaHHOMI
OpraHu3aluu chepe OpEaNpUATHS cdepsl B
n30paHHO# cepsl rOCTENPUUMCTBA | IUTAHUS B COOTBETCTBUHU C
NeSITebHOCTH; U pECTOpaHHOW | mpolecce 0TpacieBbIMU
JIESITEJIBHOCTH B | CEpBUC-M3aiiHa | CTaHJapTaMHU B
nporecce paMKax cepBHC-
CepBHC-IHM3aiiHa JIM3aiHa.
I1K- ObecnieunBaeT Paznen 2 | Ilpouecc PaspabarbiBate | HaBblkamu
5.2. BHEJIpEHUE pa3paboTKu BHYTPEHHHUE pa3paboTku
pa3paboTaHHbBIX CTaH/IapTOB CTaHAapTHI U METOJI0B
CTaH/IapTOB U ONEpALMOHHBIX | perjaMeHThbl BHEPEHUs
pETIaMEHTOB B IpoLEAyp IIPOLIECCOB pa3paboTaHHbI
MPAKTUYECKYIO CITYK0 00CITy’)KMBaHUS | X CTaH/IapTOB
JESATEIIBHOCTD TOCTUHUYHOT O Ha YpOBHE Y PErJIaMEHTOB
OpraHu3aluu OPENNpUATHS U | TIOAPA3JIEICHHs | B paMKax
n30paHHON IIPEITPUSTHS IIPEIITPUATHS CEpBHC-
poeCCHOHAIBHO pecTopaHHOM MUTAHHS B JA3aiHa.
it chepsr; cdepsl B porecce
COOTBETCTBUU C | CEpPBUC-
OTpacJIEBBIMU Jn3aiHa.
CTaHJapTaMH
K- Opranusyer Paznen 2 | TpeboBanus u OprannsoseiBar | HaBbikamu
5.3. paboty o HOPOLENYPBI b pabOTHI IO OLICHKHU
MOJIFOTOBKE U COOTBETCTBUS HOATOTOBKE H COOTBETCTBUS
OPOXOKACHUIO ACHUCTBYIOLINM MPOXOKACHHUIO OpeanpusaTUs
MIPOLENYPHI O6H.ICOTpaCJ'IeBI)I nmpoueaypsbl IIUTaAaHUuYg
COOTBETCTBUSA M CTaHZlapTaM H | COOTBCTCTBHUSA JIEUCTBYIOIIUM
JEeHCTBYIONM CHCTEMaM JIEACTBYIOIIAM o0uieoTpacnes
061E0TPaCIeBbIM cepTH(UKAIME | OOIEOTPACIEBBl | BIM CTAHHAPTAM
CTaHJapTaMm U Ha ypOBHE M CTaHAAPTaM U | ¥ CUCTEMaM
cHUCTEMAaM )IenapTaMeHTOB CUCTCMaM CepTI/I(i)I/IKaL[I/II/I
ceprHbUKaIIH HA (cmyxO, cepTudpuKanyuu Ha YPOBHE
OT/IEJIOB) Ha ypOBHEC JIeTIapTaMEHTOB
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OEJEPAJIbBHOE TOCYOJAPCTBEHHOE BIO/IKETHOE OBPA3OBATEJ/IBHOE
YYPEXXIEHME BbICIITETO OBPA30OBAHIA

\ «POCCUVICKMU TOCYTAPCTBEHHBIVI YHUBEPCUTET

CMK PI'YTHUC

pryl TYPU3MA V1 CEPBUCA» Auem 16 us 50
YpOBHE MpeAnpUsATUs JenapraMeHToB | (ciryko0,
JICTIapTaMEHTOB [MUTAaHUS B (cmyx0, OTJICJIOR)
(cyx0, OT/1e7I0B) nporecce OTJIEJIOB)

OpraHM3alum CepBHC-TU3aiiHa | TIPEANPUATHS

u30paHHO# cepsl IIMTaHUSA B

JIESITEILHOCTH. paMKax
MIPOEKTUPOBAHUS
PECTOPaHHOTO
MPOAYKTA

7.2. Onucanue nokasarejeil 1 KpuTepreB OLEHMBAHUS KOMIIETEHIMH HA Pa3HbIX 3TAanax
ux (opMHupoOBaHMS, ONIUCAHNE LKA OLleHMBAHUS

PesyabTar 00yyenus mo Iloxa3aTensn . JTan ocBOeHHA
Kpurepuii oueHuBanus
AUCHUIUINHE OlleHUBAHHUSA KOMIIETeHIIHH

3HaTh KIIaCCH(PHUKAIIHIIO CryaeHt

JeJIOBBIX KOMMYHUKAIMHA MIPOAEMOHCTPUPOBAI

norpedurenen 3HaHHUE KIacCu(UKAINN

TOCTUHUYHOTO U JIEJTOBBIX KOMMYHHKAITUH

PECTOPaHHOTO MPOIYKTA, norpedurenen

MOJIENH TOCTUHUYHOTO U

MOTPEOUTENHCKOTO pPECTOpaHHOTO MPOJIYKTa,

MIOBEICHNS, MOJIENN

COBpPEMEHHbBIE MOTPEOUTEIBCKOTO

TEXHOJIOTHH MOBEJIEHUS PECTOPaHHBIX

o0cCITy>KuBaHMA Ha yCIIyT, COBPEMEHHBIX

TPENPHUITUIX TEXHOJIOT U

WHAYCTPUHU 00CITyKUBaHHSI. 3akperuieHue

TOCTENPUUMCTBA B CTyneHT IeMOHCTPUPYET | CIOCOOHOCTH

npoliecce cepBuc- YMEHHE OpraHUu30BaTh OCYILIECTBIIATh

Jii3aiHa. AyTopHoe MPOIECC JETOBOM JIETIOBYIO

Yw™mets OpraHHU30BaTh KOMMYHHKAIIUH TIPH KOMMYHHKAIIUIO B

npotecc bi (N (0):10)5 TecTHpoBatue, NpeAOCTaBICHUN YCTHOU U
KOHTpOJIbHAs paboTa, .

KOMMYHHKaLUN npu HpelCTaBeHHe PECTOPaHHOTrO MPOAYKTa | MUCHBMEHHOU (hopMax

MIPEIOCTaBICHUH B paMKax CepBHC- Ha roCyJapCTBEHHOM
IPYIIIOBOTO MTPOEKTA . N

PECTOPAaHHOIO0 NPOIYKTa Ju3aifHa. si3p1Ke Poccuiickoit

B  IIpolecce  CepBHUC- Crynent nemoncTpupyer | @enepaunu u

Ju3aiiHa. BJIaJICHUE HABBIKAMU MHOCTPaHHOM(BIX)

Bitaners HaBbIKaMHU OpraHu3alux A3bIKe (aX) B paMKax

OpraHu3ayu 00CITy>KUBaHUS C cepBHC-AU3aiiHa.

00CTyXKUBaHHUS C MIPUMEHEHUEM

MIPUMEHEHUEM COBPEMEHHBIX

COBPEMEHHBIX TEXHOJIOTHH IS

TEXHOJIOTHH AJIs ¢dhopmupoBaHus 1

(bopMupoBaHUs U MIPEeIOCTABIICHUS

MIPEIOCTaBICHUS pEeCTOpaHHOTO

PECTOPAHHOTO MPOAYKTAa,

MPOAYKTa, COOTBETCTBYIOIIETO

COOTBETCTBYIOILIETO TpeOOBaHMIM

TpeOOBaHUSIM norpeduresen B

norpeduTenelt B paMKax MIPOLIECCE CEPBUC-

CcepBHC-M3alHA. Jli3aiiHa.
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DENEPAJIBHOE TOCYOAPCTBEHHOE BIOI’)KETHOE OBPA30OBATEJIbHOE CMK PIYyTUC
i _ VYPEXIEHVE BBICIIIETO OBPA3OBAHVAS
\ «POCCUNCKUN TOCYOJAPCTBEHHbBIVI YHUBEPCUTET
oy TYPU3MA V1 CEPBUCA» Auem 17 us 50
CryneHt

3HaTh NPOU3BOACTBEHHO- MIPOAEMOHCTPUPOBAIT
TEXHOJIOTHYECKUE 3HaHWE
MPOIIECCHI MIPOU3BOJCTBEHHO-
00CITy>)KUBaHHS u TEXHOJOTHUECKIX
oTIepaIioHHbIC MIPOIIECCOB
mpoueaypsl B cdepe 00CITyXKUBaHUS U
TOCTETIPUUMCTBA u OTIePaLuOHHBIX
PECTOPaHHOM npoLeayp B chepe 3akpemienue
JEATETLHOCTH B PECTOpaHHOM CIIOCOOHOCTH
nporecce cepBuc- JesITeIbHOCTH. pa3paboTku
Jh3aiHa. CryneHrt JEMOHCTPUPYET | BHYTPEHHUX
YMmeTs  pa3pabaThiBaTh yMeHHe pa3padaThIBaTh CTaH/IapTOB U
BHYTPEHHHE CTaHAAPTHl | AYAUTOPHOE BHYTPEHHHE CTAHIAPTB | perjaMeHTOB
u PEriiaMCeHThbl | TCCTUPOBAHUC, " pCTIIaMCHTBI HpOHeCCOB
MPOIECCOB KOHTPOJIbHAs paboTa, | MPOIECCOB 0OCITyKHBAHHS HA
o0CITyXKUBaHUS Ha | TMpe/ICTaBJICHNE oOcTyXKMBaHUs Ha ypoBHE
YpOBHE TIOApa3/CieHUs | TPYMIIOBOTO MPOEKTa | YPOBHE MOJpa3aelICHUS
MMpeaAINpuATHd NUTAHUA B MIpEeAIpUuATHA INTAHUA B HOI[paSIIeJIeHI/ISI
nporecce cepBuC- paMkax mpoektupoBanus | OPTaHH3allnN
JIM3aifHa. PECTOPAHHOTO MPOIYKTA. chepsl
Bianers HaBbIKAaMH CTyneHT n1eMOHCTpUpYET 00IIECTBEHHOTO
pa3paboTKN CTaHIapTOB BJIaJIcHUE HaBBIKAMU NUTAaHUS B paMKax
OTIepaIIOHHBIX pa3pabOTKu CTAaHAAPTOB | CepPBHUC-IU3AMHA.
MPOLIEAYP CITyk0 orepaIoHHBIX
MIPEITPUATHS MIPOLIEAYP CITYkKO
pectopanHoii chepsl B TIPEATTPHUSTHS
COOTBETCTBHHU c pecTopaHHoit cephl B
OTpacCJICBbIMU COOTBETCTBHUU C

CTaHJapTaMH B paMKax
cepBHC-IHU3alHA.

OTpaciIeBbIMU
CTaHJIapTaMH B pamMKax
CepBHC-/Ih3alHa.

3HaTh porecc CryneHT
pa3pabOTKH CTaHIApPTOB POJIEMOHCTPHPOBAIT
ONepaMOHHBIX 3HAHUEC
MPOLIEAYP CIIyx0 MIPOU3BOICTBEHHO-
TOCTHHHYHOTO TEXHOJIOTHYECKUX 3aKperenye
MPEANPUATHS 51 MIPOLIECCOB CIIOCOBHOCTH
Hpe):[HpI/ISITI/IiI 00CTyKUBaHUS U T ——
€CTOpaHHOH cdepbl B OlepaIMOHHbBIX

I(?OOTBETCTBI/II/I b c AyRuTOpHOE I 011)16LI B cepe BHEAPEHTE

TECTHPOBaHHE, POLELYP P pa3paboTaHHBIX
OTpacCJICBBIMU TOCTCIIPUMUMCTBA U

KOHTpOJIbHAS padoTa, N CTaH/IapTOB U
CTaH/IapTaMu. pecTopaHHoi

Npe/ICTaBICHHE perjiaMeHToB B
VMeTb  pa3pabarbiBaTh JeATSIILHOCTH.

IPYIIIOBOTO MPOEKTa MPAKTHIECKYIO
METO/IbI BHEAPECHUA CTyneHT IeMOHCTPHUPYET

ATEITHHOCTh

pa3paboTaHHBIX yMeHne paspaGatbiBate | 2o L CAPHOC
CTaH/IapTOB " BHYTpEHHHe cTanfaprel | 1P CATPIATHA
pErJIaMEHTOB. U perJIaMeHThI THUTaHW B POLIECCe
Bnanets HaBbIKaMH HPOLECCOB CEpBHUC-TT3aNHA.
pa3paboTKu METOJIOB 00CITy>)KMBaHUS Ha
BHEJIPEHHUS yYPOBHE MOApa3IeIICHHS
pa3paboTaHHBIX NPEANPUATHS INTAHUS B
CTaH/IapTOB " paMKax CepBHC-IU3aHa.
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\ «POCCUVICKMU TOCYTAPCTBEHHBIVI YHUBEPCUTET

®EIEPAJIBHOE TOCYJAPCTBEHHOE BIOI>)KETHOE OBPA30BATEJTbHOE CMK PTYTUC
VUPEXIEHVE BBICIIIETO OBPA3OBAHVSI

oy TYPU3MA V1 CEPBUCA» Auem 18 us 50
pETrIaMEHTOB B paMKax CTyIeHT IeMOHCTPUPYET
cepBUC-IU3aiiHa. BJIaJ€HHE HaBLIKAMU

pa3pabOTKH CTAaHIAPTOB
OTepaIOHHBIX
MIPOLEAYP CITYkKO
[IPEAPHUSITHS
pecTopaHHO# cephl B
COOTBETCTBUH C
OTpacJICBEIMU
CTaHIapPTaMHU.
CryneHt
3uate TpeOoBaHUS U HPOEMOHCTPHPOBAT
[IPOLIEAYPBI o
cgofBST}::I;Bm 3HaHWE TPpeOOBaHUN U
o MPOIIETYP COOTBETCTBHSI
JICHCTBYFOIHM HefiCTBy oM
00111e0TpaciIeEBBIM
HieoTp 00111e0TpaciIeBbIM
CTaHzapTaM 1 CHeTeMam CTaHJapTaM M CUCTEMaM
cepTHpUKaNIH fa cepTU(HKALNYU HA
YPOBHC  JICHIAPTAMCHTOB YPOBHE JIeNIapTaMEHTOB

CIIy X0 OT/IEJIOB
(ciyx0, A ) (cry6, OT/1ENOB) 3akperieHne
Hpe,Z[HpI/ISITI/IH IIMTAHUA B npe,z[an/mTI/m S — CHOCO6HOCTI/I
polecce CEPBHUC- ’

P uv P CTyneHT 1eMOHCTPUPYET OpraHu30BaTh
JI3aMHa. MeHIE Oprafm3opsBars | PAOOTY IO
YMeTs OpraHu3oBbIBATH Y p HOIrOTOBKE H

AGOTHI 110 OAFOTOBKE H paboTHI 1O MOATOTOBKE U Al
E OXOKICHIIO MIPOXOKIAEHUIO IIPOXOKACHUIO
Hpouea . AynutopHoe MPOLEAYPbI poLeayphl
c (I)) OTBeT)(/BI”)FBI/IH TECTHPOBAHHUE, COOTBETCTBUS COOTBCTCTBUSL
HeHCTBY LM KOHTPOJIbHAs paboTa, | JAEHCTBYHOIIUM JIEUCTBYIOIIAM
o6meoy ACICBLIM MPEJICTaBICHUE 00I1e0TPACICBBIM 00111e0TpacIeBbIM
CTaHILaTI’)[aM W crcrenay | TPYTTIOBOIO MPOEKTa CTaHJapTaM M CHCTEMaM | CTaHJapTaM U
cepTH q)rljxmaunn Ha CepTHU(UKALNY Ha cucTeMaM
YPOBHE  JIEMAPTAMEHTOB YPOBHE JCTIAPTAMEHTOB | cepTHHKAINH Ha
(cityx0 OT/ICJIOB) (c1yx0, oraenor) YPOBHE
HpeI[Hp,I/IHTI/IH [UTaHUS B TPCAPUATHI HTARAA B | nemapTaMeHTOB

IIPOLIECCE CEPBUC-
paMKax IPOEKTHUPOBAHHUS nfB:ﬁHa p (cmyx0, oTIENOB)
€CTOPAHHOI0 IIPOAYKTA. ' NPCANPUATH
II)Bna epn, HIE)lBiII}II(aMI/I CTyACHT ACMOHCTDHPYET | gy
A BJIAACHHUEC HABbIKAMU
OLIEHKU COOTBETCTBUSA OLCHKH COOTBETCTBHS
OPSANPHUITUAS  TUTAHHS HpCATPUATHS THTAHNS
JIEMCTBYIOIINM feifcTByIONMIM
o0I11e0TpacIeBbIM oBIIIEOTPACTERHIM
CTaHJapTaM W CHCTEMaMm CTAHZApTAM 1 CHCTEMaM
cepTudrKanuu Ha cepTHHKALIN Ha
YPOBHE JICHIApPTaMEHTOB yPOBHE JeNaAPTAMEHTOB
CIIyXO0, OTHEIOB).
(cayx®, ot ) (ciyx0, OT/1EI0B).

KpnTepml H IIKAJIa OLICHUBAHMS OCBOEHHUSA 3TANOB KOMIIETEHIIUI HA l'lpOMC)KyTO'-IHOfI

aTrrecraunumn

HOpHZ[OI(, KpUTCPUM U IIIKaJla OLICHUBAHHA OCBOCHHSA DOTAIlOB KOMHCTCHI_[I/Iﬁ Ha
HpOMG)KyTO‘IHOfI arTeCTal OMNpeaAcCIICTCA B COOTBETCTBHUH C ITonoxenuem o IMPOBEACHNN
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®EIEPAJIBHOE TOCYJAPCTBEHHOE BIOI>)KETHOE OBPA30BATEJTbHOE CMK PTYTUC
VUPEXIEHVE BBICIIIETO OBPA3OBAHVSI

«POCCUVICKMU TOCYTAPCTBEHHBIVI YHUBEPCUTET
TYPU3MA 1 CEPBVICA» Aucm 19 us 50

TEKYIIET0 KOHTPOJSl YCIIEBAEMOCTH M TMPOMEKYTOYHOW aTTECTAlMM OOYYarOIIUXCS TIO
o0pa3oBaTeNbHBIM MpPOrpaMMaM BBICHIETO O00pa3oBaHUs — WporpamMmam OakanaBpHara,
mporpaMMaM  MarucTparypbl, peainusyeMbiM 1o  ¢efepalbHbIM  T'OCYJapCTBEHHBIM
obpazoBarenbHbIM cTangapTam B ®DI'BOY BO «PT'YTUCY.

Buabl cpeacTB oneHMBaHUSA, IPUMEHSIEMbIX NIPH NPOBEACHNH TEKYNIero KOHTPOJIS
U LIKAJbl OLleHKM YPOBHSl 3HAHMI, YMEHUIl M HABBIKOB NPHU BBHINOJHEHHHU OTAEJbHBIX
(¢hop™ TekyIero KOHTPOJIs

Cpedcm@o OYeHrHuearusa — mecmuposanue

IIkaJia OLleHKU YPOBHSI 3HAHMI, YMEHHUIi M HABBIKOB IIPH PellIeHHH TeCTOBbIX 3aJaHUI

Kpurepum onenkun OlLlIEHKA
«5», ecmm (90 -100)% mpaBUIBHBIX
OTBETOB
BBITTOJTHEHO BEPHO 3aJITaHUH
«», ecmm (70 — 89)% mpaBUIBHBIX
OTBETOB
«3», ecmm (50 — 69)% mHpaBUIBHBIX
OTBETOB

«2», ecmu MeHee 50% INpaBUIBHBIX
OTBETOB

Cpeocmeo oyenusanus — 2pynnogou npoexm
IIIkaja OHEeHKH YPOBHSI 3HAHMIi, YMEHHH ¥ HaBBIKOB Ppa3padoTKH TIpPyNIIOBOI0
NPOEKTA

30-35 6an10B — MPOEKT COOTBETCTBYET OCHOBHBIM TPEeOOBAHHUSAM, MPEIbIBISEMBIM K
paboTaM JaHHOTO THUIIA: CAMOCTOSITENbHOCTh, KOMIIO3UIIMOHHAS CTPOWHOCTb: BBEJICHHUE
(aKTyaJIbHOCTh TEMBI, TNpeAMeT, OOBEKT HCCIIEIOBaHUs, LENH, 3a/laud), TeopeThyeckas u
IpaKTUYECKas YacTH, 3aKJIIOYeHHE;, MpEeJIOKEHHas TeMa pACKpbIBAeTCs SpKo, TIIIyOOKo,
apryMeHTHpoBaHo. [Ipu 00CyXIeHUN yYaCTHUKU MPOEKTa AT apryMEHTUPOBAaHHbIE, MOJIHbIE
OTBETHI.

25-29 0aJUI0B — IPOEKT COOTBETCTBYET OCHOBHBIM TPEOOBAaHUSAM, MPEABABISEMBIM K
paboTam JaHHOTO TUIA: BBEACHUE (AKTyalbHOCTh TEMBI, IPEAMET, 0OBEKT HCCIEA0BaHNUs, LIEH,
3aJaun), TeOopeTHYecKass M TpaKkTUYecKas dYacTu, 3akiaroueHue. [IpemnokeHHas Tema
packpbIBaeTcs PKO, IIyOOKO, apryMeHTHpoBaHo. [Ipu oOcykneHnn y4acTHUKU MPOEKTa JaioT
HETOJIHBIE, IOBEPXHOCTHBIE OTBETHI.

20-24 0a)I0B — TPOEKT COOTBETCTBYET OCHOBHBIM TPEOOBAaHUSAM, MPEABABISEMBIM K
paboTaM JaHHOTO THMA: BBeAEeHNE(AKTYaIbHOCTh TEMBI, IPEIMET, OOBEKT UCCIEI0BAHUS, IETIH,
3ajaun), TEOpeTHUYecKass W MpaKTU4yeckas YacTH, 3akitoueHue. OCHOBHbIE YacTH IPOEKTa
HEJ0CTaTOYHO MPOpabOTaHBI.

15-19 6aay0B — MPOEKT COOTBETCTBYET OCHOBHBIM TpPEOOBAHUSM, INPEIbSABIIEMBIM K
paboram namHoro THma. [IpemmokeHHas Tema pacKpbITa TMOBEepXHOCTHO. [Ipm oOcCyxmeHuH
YYaCTHHUKH MIPOEKTA JAOT MOBEPXHOCTHBIE OTBETHI.
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OEJEPAJIbBHOE TOCYOJAPCTBEHHOE BIO/IKETHOE OBPA3OBATEJ/IBHOE
YYPEXXIEHME BbICIITETO OBPA30OBAHIA

«POCCUVICKMU TOCYTAPCTBEHHBIVI YHUBEPCUTET

CMK PI'YTHUC

TYPU3MA 1 CEPBVICA» Aucm 20 us 50
10-14 o6amnoB — IlpeanoxkeHHas Tema pacKpbiTa IOBEPXHOCTHO,  OTCYTCTBYIOT
OTJEJIbHBIE 3JIEMEHTBl BBEJCHMs, 3aKIIOUYEHHUE;TEOpeTHUYecKass U IpaKTH4YecKas 4YacTH

HEI0CTaTOYHO MPOpPabOTaHBI.

Menee

10 0amioB — TIPOEKT HE

COOTBETCTBYCT

OCHOBHBIM Tpe60BaHI/I5IM,

IpeIbABIsEMBIM K paboTaM JaHHOTO TuMa. PaboTa HOCUT onucaTeIbHBIN XapakTep.

Buanl CpeacTB OLCHUBAHUSA, NPUMEHSACMLIX IIPU MNPOBCACHUM l'lpOMe)KyT()‘lHOﬁ
aTTeCTallui H IIKAJbI OLCHKHA YPOBHSHA 3HaHI/II71, yMeHI/Iﬁ U HABBIKOB IIPA UX BBINNOJIHCHUU

YCTHBIN ONMPOC/KOHTPOJIbHAS paboTa
IlkaJia ouHeHKH YPOBHS 3HAHUI, YMEHHii 1 HABBIKOB MPH YCTHOM OTBETe

one
HKa

Kpurepun ouennBanust

Tloxa3zaTen oeHNBAHUS

«5»

- MIOJTHO PacKpBITO
COZIep)KaHUE MaTepHaa;
- MaTepHan U3JI0KEH

rpaMOTHO, B ONPEACICHHON JIOTHYECKOM
MOCJIEJ0BATEIILHOCTH;

- MPOAEMOHCTPUPOBAHO
CHCTEMHOE u riryookoe 3HaHUE
MPOrPAMMHOI0 MaTEpHUana;

- TOYHO
TEPMUHOJIOTHS;

- MOKa3aHO
WTIOCTPUPOBATH TEOPETUYECKUE
MOJIO)KEHUSI ~KOHKPETHBIMH  IPUMEpPaMHU,
MPUMEHSTh UX B HOBOM CUTYyalluy;

- MPOAEMOHCTPUPOBAHO
YCBOEHHE paHee M3y4YEHHBIX
CONYTCTBYIOIINX BOIIPOCOB,
c(hOpMHUPOBAHHOCTH U YCTOMYUBOCTH
KOMIIETEHIINH, YMEHU U HABBIKOB;

HCIIOJIB3YCTCA

yMEHHE

- OTBET MPO3BYyYa
CaMOCTOSITEIBHO, oe3 HaBOIAIINX
BOIIPOCOB;

- MPOJIEMOHCTPHPOBAHA
CIIOCOOHOCTh ~ TBOPYECKH  MPUMEHSTH
3HAHUE Teopuu K pEeLIEHHIO
po¢eCCHOHABHBIX 3a]1aY,

- MIPOJEMOHCTPHPOBAHO

3HaHUE COBPEMEHHOH yuyeOHOW M HayuyHOU
JIUTEPaTypHl;

- JOMYIIEHbI
HETOYHOCTHU pu
BTOPOCTEIIEHHBIX  BOIIPOCOB,
HCIIPABISIOTCS 110 3aMEYaHUI0

ogHa — JIBE
OCBCIICHUHU
KOTOpBIE

- OO6yuarouuiics
NOKa3bIBa€T  BCECTOPOHHHE U
ryOOKHe 3HaHHA IPOrPaAMMHOTO

MaTtepuana,

- 3HaHHE OCHOBHOU H
JIOTIOTHUTEILHON JIUTEPATYPhI;

— MOCNIEIOBATENbHO U
YETKO OTBEYAET HA BONPOCHI OMIIeTa
U JIONOJTHUTENIbHBIE BOIIPOCHI,

— YBEPEHHO
OPUEHTHUPYETCS B  MPOOJIEMHBIX
CUTYaIIUsX;

- JEMOHCTPHUPYET
CIIOCOOHOCTh MIPUMEHSITh
TEOPETUYECKHE 3HAHMS JUISl aHaTH3a
MPAKTUYCCKUX CI/ITyaHI/II\/'I, aciarb
NPaBUIbHBIE BBIBOJBI, MPOSBISET
TBOPYECKHE CIOCOOHOCTH B
MOHUMAaHUH, U3TI0KEHU U u
HNCITOJIB30BaAHUHN mporpaMMHOro
MaTepuana,

- MOJITBEPKIAET
MIOJTHOE€ OCBOCHHE KOMIICTCHIIHI,
MPEeIyCMOTPEHHBIX MIPOTPAMMOit

— BOIIPOCHI n3JjararoTcs

- oOyJaronuics
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PryTuC

OEJEPAJIbBHOE TOCYOJAPCTBEHHOE BIO/IKETHOE OBPA3OBATEJ/IBHOE
YYPEXXIEHME BbICIITETO OBPA30OBAHIA

\ «POCCUVICKMU TOCYTAPCTBEHHBIVI YHUBEPCUTET
TYPU3MA 1 CEPBVICA»

CMK PI'YTHUC

Aucem 21 uz 50

«4»

CHCTEMAaTH3MPOBAHO H MOCIIEA0BATEIBHO;
- MIPOJEMOHCTPUPOBAHO
YMEHHUE aHaJIM3MPOBATh MaTephall, OJHAKO
HE BCE BBIBOJIbI HOCAT apryMEHTUPOBAHHBIN

U JT0Ka3aTesIbHBIN XapaKkTep;

- POIEMOHCTPUPOBAHO
YCBOCHHE OCHOBHO# JIUTEPATYPBI.

- OTBET  YJOBJIETBOPSIET B
OCHOBHOM TPeOOBaHMSIM Ha OLIEHKY «5», HO
[IPY 3TOM MMEET OJIUH U3 HEJOCTATKOB:

- a) B MU3JIOXKCHUH JIOMYIICHBI
HEOOJbIIMEe TPOOETBl, HE HCKA3WUBIIUE
COZIep)KaHUE OTBETA;

MOKa3bIBAET MMOJIHOE 3HAHHE

- IPOrpaMMHOTO
Marepualia, OCHOBHOUN 1

— OIIOJTHUTEILHOMN
JIUTEPaTyphl;

- JTaeT ITIOJIHBIE OTBETHI
Ha TEOPETUYECKUE BOIPOCHI OmIIeTa
u JIOTIOJTHHUTEIIbHEIC BOIIPOCHI,
JIOTyCKasi HEKOTOPbIE HETOUHOCTH;

- PaBUIILHO
MIPUMEHSIET TEOPETUYECKUE
MOJIOKEHUS K OI[EHKE MPAKTUYECKUX
CUTYaLM;

«3»

- 0) IomylIeHbl OJUH — JBa - JEMOHCTPHUPYET
HE0YeTa TMPU OCBEIICHHWH OCHOBHOTO | XOPOIIUH YPOBEHb OCBOCHHUS
coJlepKaHUsi OTBETa, HCIPABICHHBIE IO | MaTepuasia u B LIEJIOM
3aMEYaHMIO TIPETI0/1aBaTelIs; MOATBEPKIAET OCBOCHUE

— B) JIONYINEHBI OMIMOKA WM | KOMIIETEHIMH, IIPELyCMOTPEHHBIX
Ooslee JByX HEIOYETOB IPHU OCBEIICHUH | IPOrpPaMMOi
BTOPOCTETICHHBIX  BOIPOCOB,  KOTOPBIC
JIETKO  WCHPABISIIOTCA IO  3aMEYaHUIo
MIpEeno/iaBaTeis

— HETIOJTHO W — oOyyaromuics
HETOCJIeI0BaTEIbHO PaCKpBITO | MOKA3bIBAET 3HAHUE OCHOBHOTO
colepkaHue MaTepuaia, HO TIOKa3aHO - MaTepuana B o0beme,
ob1ee INIOHMMAaHHNEC BOIIpoOCa A | HEOOXOOUMOM IS npeL[CTO;{meﬁ
IIPOAECMOHCTPUPOBAHEI YMEHUS, | Npo(heCCHOHAIBHON JEATENbHOCTH;

JOCTAaTOYHBIE I JAJIbHEUIIEro YCBOEHUs
MaTepuana,

- YCBOEHBI OCHOBHBIE
KaTeropuuM II0  pacCMaTpuBaeMOMYy H
JOTIOJIHUTEIBHBIM BOIIPOCaM;

- MMEIIUCh 3aTPYJHEHUS WU
JONyIIEHbl  OMMOKM B OMNpeAeNeHUn
MIOHATUM, HUCIOJIB30BAHUU TEPMHUHOJIOTHH,
HCIIPABIICHHBIE ocJe HECKOJIBKUX
HaBOJAIIUX BOIIPOCOB;

- IIpU  HENOJHOM  3HAHUHU
TEOPETUYECKOTO0  MaTepuana  BbIABIICHA
HEJ0CTaTOYHas c(OpPMHPOBAHHOCTH
KOMIIETEHIIMM, yMEHUH W  HAaBBIKOB,
CTYJIEHT HE MOXKET NPUMEHUTb TEOPHUIO B
HOBOH CUTYalVH;

- MIPOJIEMOHCTPUPOBAHO
YCBOEHUE OCHOBHOU JIUTEPATYPBI

OoTBETE  Ha
BOIIPOCHI ounera u
JIOTIOJTHUTETIPHBIE ~ BOMPOCHI  HE
JIOMyCcKaeT TrpyObIX OMIMOOK, HO
WCTIBITHIBAET 3aTpyAHEHUS B
H0CJIEI0BATEIbHOCTH ux
W3JI0KCHUS;

- HE B IIOJHOM Mepe
JI€MOHCTPHUPYET CIOCOOHOCTh
MPUMEHSTh TEOPETHUECKUE 3HAHUS
ISt aHam3a PaKTUYECKUX
CUTyaIui;

- MOJITBEPKTALT
OCBOCHHE KOMIIETEHITUH,
MPEYCMOTPEHHBIX MPOrpaMMOi Ha
MUHHUMAJIBHO JIOITYCTUMOM YPOBHE

- npu

— HE  PaCKphITO  OCHOBHOE
cojiep)kaHue y4eOHOTO MaTepuaa;
— 00Hapy)XeHO HE3HaHUE WIH

— oOyJaronuiicss uMeer
CYIIIECTBEHHBIC MTPOOEIBI B 3HAHHSIX
OCHOBHOTO y4eOHOTO Marepuaia 1o
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HEMOHMMaHue Oosbliell wim  Haubonee
BaXHOH yacTu yuyeOHOro MaTepuaa;

- JOIIYILIICHbI omnOKu B
OIIPEACIICHUU IIOHATUH, pu
UCIOJIb30BAHUN TEPMHUHOJIOTMH, KOTOPBIE
HE  WCIPABJIECHBl  IIOCIE  HECKOJBKHUX
HaBOJSAILUX BOIIPOCOB.

- HE c(OpMHUPOBAHBI
KOMIIETEHIINY, YMEHMSI 1 HAaBBIKU.

JTUCIUTLUIHE;

- HE croco0eH
apryMEHTHPOBAHO u
MOCIIEZIOBATEIbHO  €r0  W3Jararh,
JOTMyCKaeT TpyOble OmHuOKH B
OTBETax, HEMPABWJIBHO OTBEYAET Ha
3aJjaBacMbIc BOIIPOCHI WIN
3aTPYIHSETCS C OTBETOM;

- HE MOATBEPIKIALT
OCBOCHHE KOMITCTCHITHIA,
MIPETyCMOTPEHHBIX MPOTPAMMOI

7.3. TunoBble KOHTPOJIbHbIE 32]aHUS WJIH UHbIE MATEPUAJIbI, HE00X0AMMbIE 1JIsl OLlEHKH
3HAHMH, YMEHHUH, HABBIKOB M (MJIH) ONBITA [AEATEJbHOCTH, XaPAKTEPHU3YIIIUX 3TANbI
(opMupoBaHUA KOMIIETEHUMH B poLiecce OCBOeHHs 00pa30BaTeIbLHOI MPOrpaMMBbl.

Howmep Henenu
cenmMecTnNnAa

Pazgen gucCIUIUIMHEL,
00ecIIeunBaroOMnii
(dopmupoBaHue
KOMITETCHITNH (WITH ee
YacTH)

3aJaHusA

Bug n COACPIKAHNEC KOHTPOJIBbHOI'O

TpeGoBanust K BBHITIOJIHEHUIO
KOHTPOJIBHOI'O 3aaHUs U
CpOKaM cJ1auu

Pa3zgen 1. Agaromus
CepBHC-IU3aliHa

KoHTposbHOE TECTUpOBaHUE

TectupoBanue coctouT u3 30
BOIIPOCOB C TPEMsI
BapHaHTaMHU OTBETA.
HeoOxoaumo Bb1OpaTh 1
BEPHBIN OTBET U3 TPEX
npeaioxkeHHbIx. Pabora
orieHuBaercs 1o 10-u 6anpHOM
cucteme. B pabore
nomyckaercst He 6onee 1
OLIMOOK /715 osTydeHus 9
OaitoB, He Ooee 3 omuOoK
JUTSE ToTydeHust 8 6asioB, He
0oJiee 5 omnOOK MJIst
noJTydeHus 7 0anioB, He
OoJiee 7 omnOOK ISt
nosrydeHus 6 0anios, He
6oxee 15 ommboOK st
nosrydeHus 5 0anios, He
6omee 20 ommbOoOK It
noiyyenus 4 6ayios, Oomnee
20 ommbok — 3 baia
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Pa3nen 1. Agatomusa

KoHTposbHOE TECTUpOBaHUE

TectupoBanue cocrout u3 30
BOIIPOCOB C TpeMs
BapHaHTAMH OTBETA.
Heo6xoaumo BeiOpaTh 1
BEPHBIN OTBET U3 TPEX
npeiokeHHbIX. PaboTa
onennBaercs no 10-u GanbHOMI
cucreme. B pabore
noryckaercst He 6onee 1
omMOOK ISl TOJTy4YeHus 9
6amioB, He OoJee 3 OMMOOK
JUIS TIOJTy4YeHHs 8 OallioB, He
Ooinee 5 omuOOK 11
nojiy4yeHus 7 0aJuioB, HE
Oonee 7 omuOOK 11t
noJjiy4yeHus 6 0aJjIoB, HE
ooitee 15 ommobOOK mIst
NoJIy4YeHus 5 0aJljIoB, HE
oonee 20 ommbOK It
nonydenus 4 6annos, Oonee
20 ommbok — 3 Gasta

i
— )
cepBuUC-IM3aliHa
Paznen 2.
3 VYnpasnenue

KIIMEHTCKHUM OIIBITOM

KonTtponbHas pabora

KontponbHas paboTa cocTouT
u3 12 Bonpocos. HeoOxoaumo
MIOJTHO ¥ TOYHO PACKPHITH CYTh
Bonpoca. Pabota orieHuBaeTCs
1o 10-u OanmbpHOM cucTeMe.
[Tpu packpsitun 100%
BOMPOCOB CTYJICHT MOTy4YaeT
10 6amnos, 75% - ot 8 1o 7
oamra, 50% - 6-5 6amnos, 25%
- 4-2 6aymios, 10% - 1 Gamn.
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Paznen 2.
Ynpasienue
KJIIMEHTCKUM OTIBITOM

17,18

['pynnoBoit mpoeKT, KOTOPHIK
MpeAyCMaTPUBAET pa3padOTKy
yCIIyTH (Ha BBIOOP T'PYIIIIHI),
CO3/IaHHE €ro MaKeTa, aHaJIu3
1L[EeJIeBOY ayIMTOPUH, BAPUAHTHI
MMO3UIIMOHUPOBAHUSA, OIICHKY
KauecTBa, IJIaH MPOJIBHXKEHUS,
MAapKETHUHTOBBIN aHAIU3

pLIHO‘lHOﬁ Cpeabl, BOSMOKHOCTb

MIPHUMCHCHUSA
KOMMYHHKAIIUOHHBIX

TEXHOJIOTHH, OIMMCAHNE IICHOBOM
1 aCCOPTUMEHTHOM MOJTUTUKHU Ha

5 net. IIpoekT BhINOIHSAETCA

MOATAHO (C KKI0H Heaenel oH

10JIy4aeT HOBOE HAIIOJHEHUE)
IPYIION CTYJIEHTOB B TEYECHHE
BCEr0 CEMECTPa, 10 OKOHYAHUU
IIPEICTABIISETCS IPE3EHTALUS
MIPOJYKTa CO BCEMHU IJIaHAMH U
pacueramu.

ITpoekt onienuBaercs o 15-
TU OaTBHOM LIKaJe.
VYuursiBaroTcs
OpUTHHAIILHOCTD UJICH,
KauecTBO U Pa3HOOOpasue
UCIIOJIb3YEMBIX METO/IOB
aHaJHM3a U pacyera,
BO3MOKHOCTH MCIIOJIb30BAHUS
yciyru (IpoayKTa) B
peaqbHOM KOMMEPUYECKOM
KHU3HH, Tpaduueckoe
UCIIOJTHEHHE MTPOEKTa B BUJIE
npe3eHTanuy Ha 15-18
CJIaiI0B.

Onenka 15 nogpasymeaer
UCIIOJTHEHHE MPOEKTa C
Y4ETOM BCEX MPEIBbSIBICHHBIX
TpeboBaHMii, oneHka 13-11 —
YaCTHYHOE MCITOJIb30BAHUE
COBPEMEHHBIX METOJIOB
CO3/TaHUS U TIPOABMKCHUS
yciyru (IpoAyKTa) Ha PHIHOK,
orernka 10-8 — HeakkypaTHOE
UCIIOJTHEHUE rpauuecKoi
YaCcTH MPOCKTA,
HeJ0CTaTo4YHas pa3paboTka
UJICH U €€ BOILIOMICHUSI.
Onenka 7-5 — yactuynoe
WCIIOJTHEHUE TIPOCKTA,
HEBO3MOXXHOCTH €T0
peanu3anuy B KOMMEPUYECKOU
JKM3HH, OlleHKa 4-1 —
BBITIOJTHEHHUE YaCTH MPOCKTA,
HEOKOHUYEHHOCTH,
HEaKKYpPaTHOCTh KOHEYHBIX
pE3YJILTATOB.

Hepeqeﬂb OLICHOYHBIX CPEACTB:

KonTponbHas Touka 1.
1. ITo Ty ycayr TOProBitO, TPAHCIIOPT, CBA3b OTHOCAT K yCIIyraM:

a) [TorpebuTensckum
6) OO01IeCTBEHHBIM
B) PacnpenenurenbHbIM

2. K npodeccnoHambHbIM yCIIyraM OTHOCST:
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a) MH)KMHUPUHT, JIU3UHT, 00CITy)KMBaHUE U PEMOHT 000pyIOBaHHUS.

0) 6aHKOBCKHUE, CTpaxoBble, ((MHAHCOBBIE, KOHCYJIbTALIMOHHBIC, PEKJIAMHBIE YCITYyTH

B) TEJIEBHJICHHE, PAIH0, 00pa3oBaHue, KyJIbTypa
3. K yciyram, opueHTHpOBaHHBIM Ha O0IIECTBO, OTHOCST:

a) rOCyJIapCTBEHHbIE (PABUTEIBCTBEHHBIE) YCIYTH

0) ycIyru o TeXHHYECKOMY 00CITYKUBAaHUIO, HAJIaJIKe, HACTPOMKE U PEMOHTY
MIPOM3BOJICTBEHHOTO 000PYAOBAHUS U TEXHUIECKUX CUCTEM

B) apuKMaxepckue, poroarenne, pazHooOpa3Hble peKPEaluOHHbIE YCIYTH U
HENIPOU3BOJICTBECHHBIE BUBI OBITOBOIO OOCTYKUBAHUSI.

4. Yciryra rocy1apcTBEHHOI'O CE€pBHCA SIBIIETCS:
a) HEIIPOU3BOJICTBEHHOM, KOMMEPUECKOIl, peallbHOM, CTaHJapTU3UPOBAHHON
0) NpOM3BOJICTBEHHOM, KOMMEPUECKOM, peanbHOM, TerMTUMHON
B) HEKOMMEPYECKOU, OOLIECTBEHHOM, CTaHJapTU3UPOBAHHOMN, CII0KHOM.
5. Yeayru 1o OTHOLIEHMIO K HUM rOCy1apcTBa M OOLIECTBA PA3INYaIOTCS HA:
a) rOCyAapCTBEHHBIE U HETOCYIapCTBEHHbIE

0) YHCTBIC M CMECIIIAHHBIC
B) JIeruTHMHBIE ¥ HEJICTUTUMHBIC

6. Ycayru, mpuoOpeTaemMbie sl IMYHOTO MOTPEOICHUS 32 CUET JIMYHBIX CPEJCTB — ITO:

a) IeTIOBBIC YCIYTH
0) MTHCTUTYLIMOHAJIbHbIE YCIYTH
B) OTPEOUTENBCKUE YCITYTH

7. Yeayru KOCMEToIIora — 3T0 yCiyra, HallpaBJIeHHas:

a) Ha YeJIoBeKa

0) Ha CO3HAHKE YEJIOBEKA

B) HAa HEMaTEPHAIILHBIC AKTHBBI

8. bBaHKOBCKME MHBECTUITNH - 3TO YCITyTa, HalpaBJICHHAS:
a) Ha CO3HAHUE YeTIOBEKa

0) Ha HeMaTepHalbHbIC AKTHBBI

B) Ha (pusmyeckre 0ObEKThI, HaXOAAIINECS B COOCTBEHHOCTH YEJIOBEKA.

9. ToBap — 3T0:

a) BCC, YTO MOXKCET OBITh MNPpEAJIOKEHO Ha PBIHKC I YAOBJICTBOPCHUA JKeJTaHud W

noTpebHOCTEHN
0) HeMaTepuaabHbIC AKTUBBI, IPOU3BOIUMBIC JUIS IIeJIel COBITa

B) pe3yJIbTaT HEMOCPEICTBEHHOI'O B3aUMOJICHCTBUS HUCIONHHUTENS U TOTPEOHUTENs, a TaKxke
COOCTBEHHOM EATEIBHOCTH UCIIOJHUTENS 110 YIOBJIETBOPEHUIO MOTPEOHOCTH OTPEOUTENS.
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10. Cxema OIIPECACIICHUA TOBapa Ha TPEX YPOBHAX: «3aMbICiiay, «PCAJIbHOI'O0 HCIIOJIHCHUSA» U
CMOAKPCIUICHU A ONIHUCA:

a) T. JleBut
6) ®@. Kotnep
B) Jyrnac Hopt

11. Mcxonst u3 Tpex ypoBHEH TOBapa, TaKue MOTPEOUTENHLCKUE CBOMCTBA, KaK TOBAPHBIN 3HAK,
(bupMEHHBIN CTUITb, KAYECTBO M HAJICKHOCTh MPOAYKIINHU, AU3ailH, yIIAaKOBKA OTHOCHT K:

a) MepBOMY YPOBHIO (CTE€p>KHEBAsI BHITO/IA)
0) BTOpOMY ypOBHIO (6a30BBIii TOBAP)
B) TpeTbemy ypoBHIO (0KHIaEMBIH TOBAP)

12. O6H_IGCTBO, HHAUKATOPOM C(I)epbl JKU3HH KOTOPOTO, ABJISICTCS KOJIMYECTBO U KAY€CTBO YCIIYT,
KOTOPBIC YCTIOBCK MOXKCT cebe m03BOJIUTE

a) IOCTUHAYCTPHAJIbHOE
0) uHAyCTpUaIbHOE
B) IOMHAYCTPHAJIbHOE

13. I'eTepOoreHHOCTh YCIIYT MOJAPa3yMeEBAET, UTo:

a) yCIAyTry HEBO3MOYKHO MPOJEMOHCTPUPOBATH JI0 €€ MOKYITKH

0) KaueCTBO MPEAOCTABISAEMON YCIyTH MOKET CHIIBHO U3MEHATHCS B 3aBUCUMOCTH OT TOTO, KTO,
KOT/Ia M KaK €€ MPeA0CTaBIIseT

B) bonbias yacTe yciayr u3-3a TOro, YTO OHH OJHOBPEMEHHO MPOU3BOJATCS U MOTPEONISIOTCS,
HE MOXXET OBITh COXpaHEeHa C IEJIbI0 JAIbHEHUIIIEer0 UCTIOIb30BaHMS.

14. MarepualibHO-BEILIECTBEHHBIN TOBap B OTJIMYUH OT YCIYTH:

a) SABJIACTCS OCA3aCEMbIM O6T)CKTOM, KOTOpBIfI MOXET OBITh CO3aaH W MMpoJaaH HUJIM HUCII0Jb30BaH
HO3Xe

0) Heocs3aeM

B) IMEET HEOMpeAeIeHHOCTh KauecTBa

15. Yenyra oTnuyaeTcsl OT MaTepHalIbHO-BEIIECTBEHHOTO TOBAapa T€M, UTO:
a) MPOU3BOJICTBO, XPAHEHUE U PACIIPEICTICHHE OT/IEIICHO OT MOTPeOIeHUs
0) MPOU3BOJICTBO U OTPEOJICHHE OCYIIECTBIISIFOTCS OJTHOBPEMEHHO
B) MaTepUAIU3YETCS B BEIIH, MOKET HAKATUIUBATHCS
16. K. JIaBnok onpenensieT 4uCTyIO HEHHOCTh KaK:

a) HU3KYIO LIEHY

0) 9TO TO, YTO 5 MOITYYalo 3a TO, YTO OT/AAI0
B) 3TO TO, YTO S XOUY MOJYYHUTh OT MPOIYKTa
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17. OcHOBHOE U IMPUHIUIIHAIBHOC OTIIMYUE YCIIYT'H OT TOBapa 3aKJI0YaCTCA B CICAYIOIIEM:

a) DTO OTUYKACHHBIA OT IPOU3BOIUTENS PE3YJIbTAT TPY/Ia
0) DTo nepegava NPoaAyKTa B ONTOBYIO U PO3HUYHYIO TOPTOBIIIO U MOCIEAYIONIAs €r0 Mpoaxa
B) DakTUYECKH IPOU3BOJICTBO COBMEIICHO C IOTPEOIICHUEM.

18. HeocsizaemoCTh yCiIyru — 310

a) [Ipouecc mpenocrapneHus: U NOTPeOICHUS YCIYT MPOTEKAET OJTHOBPEMEHHO, U TOTPEOUTETN
ABJIIOTCS HENIOCPEACTBEHHBIMU YYAaCTHUKAMHU 3TOT0 Mpoliecca

0) Yciyru He MOTYT OBITh TPOTECTUPOBAHBI U OLICHEHBI MPEXK]IE, YeM MOKYIaTelb UX OIJIaTUT
B) IX HemaTepuanbHblil XapakTep, APyTUMHU CIIOBaMH, YCIyra HE MOXKET ObITh IIPEJIOKEHA
KIIMEHTY B JPYyroil popme 10 3aBepIIeHUs Ipolecca ero 00CIyKuBaHus.

19. HecoxpaHsieMOCTb yCIIyT - 3TO:

a) [Iponiecc npenocraBieHus 1 NOTPeOIEHUS YCIyT IPOTEKAeT OJJHOBPEMEHHO, U IOTpeOUTENIN
SABJISIFOTCS HEITOCPEACTBEHHBIMM YYaCTHUKAMM 3TOTO IIpolecca

6) Ycayru He MOTYT ObITh IPOTECTUPOBAHBI M OLIEHEHBI IIPEXK/JIE, YEM MOKYIIATeNb UX OIUIaTUT
B) IX HemaTepuanbHbIil XapakTep, APyTUMHU CII0BaMH, YCIyra HE MOXKET ObITh IIPEJIOKEHA
KJIMEHTY B pyroi (hopme 10 3aBepILeHHs IPOLEcca ero 00CIyKUBaHUS

r) OHM BO MHOTOM 3aBHCAT OT KBaTH(PUKAINU paOOTHHUKA, €r0 HHINBHYaJTbHO-THYHOCTHBIX
4YepT U HACTPOCHUSL.

20. Cdepa ob6cmyKUBaHHS HACEIEHHS — 3TO:

a) COBOKYITHOCTb MPEANPUIATUH, OpraHu3aluil U (PU3NYECKHX JIUL], OKA3bIBAIOLIUX YCIYTH
HACEJICHUIO

0) [lesTenbHOCTD MPEANPUATHIA M OpraHU3alvid, HarpaBlieHHAs Ha Y/IOBIIETBOPEHHE TIOTPEOHOCTEH
HACEJICHUS K THOCTPAHHBIX TPAXKIaH B TYPUCTCKUX M OKCKYPCHOHHBIX YCITyTax

B) [lesATenbHOCTh UCTIOTHUTES IPH HEMOCPEICTBEHHOM KOHTAKTE C MOTPEOUTENIEM YCIIyTH.

21. CormacHo Mozenu «Servuction» K yacTé KOMITAHUH, BUIAMOM [Tl KIIMEHTA OTHOCSTCS:
a) [lepconan

0) TexHoMOTHYECKOE SAPO

B) ®u3NUeCcKoe OKpYKECHUE

r) Bcé BhlenepeuncienHoe.

22. CepBuCHas onepanus — 3To:

a) [Iponece, B X0/71€ KOTOPOTO MPOU3BOIUTCS OKOHYATENbHAsE COOpKa BCEX AIIEMEHTOB
CEpBUCHOIO IPOAYKTA U YCIyra IpeoCTaBIIsAeTCs IOTPEOUTEINIO

0) mpo1iecc, B X0Jie KOTOPOro 00padaThIBatOTCs BBOAUMBIE (PaKTOPBI U CO3AI0TCS HIEMEHTHI
CEPBHUCHOr0 00CITYKHUBaHUS B BUJE NMPOIyKTa

B) IIporecc, B x0€e KOTOPOro NPOU3BOJUTENN YEPE3 CTUMYJISLIUIO YYBCTBEHHOTO BOCIIPUATHS
CTaparoTcs JOCTaBUTh KIIMEHTY ACTETUYECKOe yAoBIeTBOpeHue, [IpuBieus ero BHUMaHue,
BOCXUTHUTB KPacoTOu

r) Her npaBunsHOro oTBETA.
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23. Ycuyra-3To. ..

a) U3MEHEHHE COCTOSIHUS JIMIAa WM TOBapa, NMPUHAUIKAIIEro KaKoH-TH00 IKOHOMHYECKON
€IMHUIIe, TPOUCXOMSIIEe B pe3yJbTaTe NCATEIBHOCTH APYrOod SKOHOMHUYECKOW EIUHHIBI C
IPEIBAPUTEIIFHOTO COTJIACHS IEPBOH.

0) KOMIUIEKC OO0s3aTENbHBIX U HCIOJIHEHHUS TNpaBWII OOCITYy)KWBAaHUS KIHMEHTOB, KOTOPHIC
NPU3BaHbI TapAaHTUPOBATH YCTAHOBJICHHBIN YPOBEHb Kau€CTBA BCEX MPOM3BOANMBIX OTIEPALIHIA.
B) 3aIllUTa CTAHJApTa OOCTY>KUBAHHS.

24 IloTpebHOCTH — 3TO. ..

a) YyBCTBO OILlYIIIa€MOI U€JI0BEKOM HEXBATKHU 4ero Juoo.

0) HyXIa, OpuHsABLIas creuu(puyeckyro GopMy B COOTBETCTBHM C KYyJBTYpHBIM YPOBHEM U
JIMYHOCTBIO HHAWBHUA.

B) COBOKYITHOCTh CYIIECTBYIOLIUX U MOTEHLIUAIBHBIX IOKYyNAaTelel ToBapa.

25. ToBap 1o 3aMmbICHy...

a) 3TO OCHOBHBIE BBIT'OJIbl, OOECIIEYEHHE TOBApOM. 3ajiaya — BBIABUTH CKPBITHIE 3a JIIOOBIM
TOBAapOM NOTPEOHOCTHM M TMpeiaraTb HE CBOMCTBa 3TOrO TOBapa, a BBITOABI OT €ro
UCII0JIb30BaHUS.

0) xapakTepu3yercss ypoBHEM KadecTBa, HAOOpPOM CBOMCTB, JU3allHOM, MapOYHbIM Ha3BaHUEM U
YIIAKOBKOM.

B) 9TO TOBap B pEaJbHOM HCIIOJIHEHUHU, WMEIOLIUN JOMOJHUTEIbHBIE BBITOJBI, LIEHUMbIE
MOKYyIIaTEIsAMU: JOCTaBKa Ha JIOM, MOHTAX, IOAKIIOYEHHUE, YCIYTU CBS3H, FapaHTHs BO3BpaTa
JICHET B CJIy4ae BO3BpaTa TOBapa, KOHCYJIBTALUU IJIs1 KJIMEHTOB.

26. KiroueBbIM OTIIMYHMEM YCIYTH OT TOBapa HE SIBISIETCSA:

a) HeocsizaemocTh

6) HeognopoaHocThb

B) OTHOBPEMEHHOCTh MPOU3BOJICTBA U MOTPEOICHUS
r) [ToouepenHOCTH MPOU3BOACTBA U MOTPEOICHUS

n) Hecoxpansiemoctsb

27. Ycnyru genarcst Ha 2 OOJbIINE TPYIIIHL. . ..

a) MarepuanbHble U HeMaTepuaibHbIC

0) MarepuanbHble U JyXOBHbIE

B) MaTepuanbHbIe U COLMANbHO-KYJIBTYPHbIE
r) MarepuanbHbIe 1 UjieaibHbIC.

28. K 4-m «He» xapaxrepuctuku ycinyru HE otHocuTCS. ..
a) HeoTnenumocThs OT HCTOYHUKA

0) HemarepuanbHOCTB

B) Hecoxpansemoctsb

r) Heocsizaemocth

1) HenoctosincTBO
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e) Bce oTBeTHI BEpHBI.

29. K tummy noTpeOuTeIbCKUX YCIyT OTHOCUTCS:
a) KoHcantunrossle yciyru

0) Ycayru kabenbHOro TeIeBUACHUS

¢) Ycayru, npeiocTaBiisieMble B aTelbe.

30. Beibepute rpyriny, He BXOASIIYIO B KIACCU(UKAIMIO YCIYT TIO MPU3HAKY BEIICCTBCHHOCTH -
HEBEILIECTBEHHOCTH:

a) Ocsi3aemble JEeHCTBUS HAMPABIICHHBIE HA TEJIO YeJIOBEKa

0) Heocs3aemble 1eiicTBUS HAIIpaBJICHHBIC HA OCSA3aEMbIC aKTHUBBI

B) Ocsi3aemble IeWCTBUS HAIIPABJICHHBIEC HA BEIb

r) Heocs3aembie nelicTBUS HaIpaBICHHbIC HA CO3HAHUE YEIOBEKa

1) Heocsizaemble 1eCTBUSI HAIIpaBICHHBIC HA HEOCA3aEMbI€ aKTHUBBI

e) Bce oTBeTHI BepHBI.

KonTpoabHasi Touka 2.

1. K mpodeccrnonanpHbIM ycimyraMm OTHOCSTCS:

a) KOHCAJITHHTOBBIC;

b) TPaHCIIOPTHbIC;

C) CTpPaxoBbIC;

d) obpa3zoBaHue.

2. WneanpHas ycimyra — 3T0:

a) yciyra, KOTopasi OCyILIECTBIISIETCS [0 YETKO OTPA0OTaHHOMY aJIrOpUTMY;

b) OIpe/IeIeHHOE JIHCTBUE, HATIPABJICHHOE HA Y/IOBJICTBOPEHUE KOHKPETHOM MOTPEOHOCTH;
c) abcTpaKTHast TEOPETHYECKAsi MOJIEIb JIFOOOT0 U3 BUIOB CEPBUCHOI ACATEIBHOCTH;

d) BCE BBIIIETICPEUUCICHHOE.

3. VYenyra, moapa3yMeBaroiias HHAMBHIYaTbHBIN MOAXO/ K KIUEHTY, Ha3bIBACTCSL:

a) npoecCHOHAIBHOM;

b) TBOPYECKOIA;

c) HeaIbHOM;

d) HET NMPaBHJIBHOTO OTBETA.

4. K BocnipHHUMaeMOMY Ka4eCTBY, KaK K JJIEMEHTY IIEHHOCTH YCIIyTH, HE OTHOCUTCS:

a) CTHJIb OOIICHHS IPOJIABLIA U TOKYIIATEIs;

b) JNYHBIE TOTPEOHOCTH KITUEHTA,

C) LeHa YCIYTH;

d) BHEIIHUE KOMMYHHKAIINH.

5. CornacHo Mozenu «Servuction», K 4acTu KOMIIAaHHHU, BUITUMOM ISl KITMEHTa OTHOCUTCS:
a) MEPCOHAT;

b) TEXHOJIOTHYECKOE S/IPO;

C) (u3HUEcKoe OKPYIKEHHE,;

d) BCE BBILICIIEPEUNCIICHHOE.

6. Pacnonoxxute koHTakTHBIE 30HBI (0T 0 10 3) B MOpsIKE yBETUYECHUS 30HBI HETIOCPEACTBEHHOTO
KOHTAaKTa!

a) C)KaTas KOHTAKTHAs 30Ha;

b) CKpBITasi KOHTAKTHAs 30HA;
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C) KOHTaKTHas 30Ha, pa3jeJIeHHAs TPOCTPAHCTBOM;
d) KOHTaKTHAs 30Ha, pa3Ie/IcHHas CTONKOM.

Ortser: b-0, a-1,d-2, c-4

7. OcHoBHOE U MMPUHOUIIAAIBHOC OTJIMYUC YCIIYTU OT TOBApa 3aKJIK0OYACTCA B CIICAYIOIIEM:

a.

b.
c.
d

3TO OTUYKJICHHBIN OT MPOU3BOIUTENS PE3yIbTAT TPYAA;

3T0 mepenava NpoayKTa B ONTOBYIO M POSHUYHYIO TOPTOBIIIO U MOCTEIYIOUIas €ro MpoaaxKa;
dakTHYECKH POU3BOICTBO COBMEIIECHO C MOTPEOIICHUEM;

[Tpon3BOACTBO MOXKET OBITH YJJAIEHO OT MOTPEOHUTEIIS.

8.CepBuc-nu3aiiH — 3T10:

a0CTpaKkTHasi TEOpPETHYECKass MOJENIb OCHOBHBIX BHIOB CEPBHCHOMU
JeATETbHOCTH

YAOBJIETBOPEHUE TOTPEOHOCTEH, CBA3AaHHBIX C  BEIICCTBEHHOM
HaIPaBJIECHHOCTBIO JEHCTBUSA

METOHOJIOTHA, KOTOpad HNOMOIracTt YIy4dlIUTb B3aUMOJICUCTBUEC
KOMIIaHWH C KIIMCHTaMU

BU3YyaJIn3alusd IMPpOAYKTA, HaIlpaBJICHHAA Ha (bOpMI/IpOBaHI/Ie
IMOBBIIICHHOI'O CITpOCa

9. Ycayra-aro...

a.

W3MEHEHUE COCTOSIHHSI JIMIlAa WM TOBapa, MPUHAJICKANIETO KaKOH-THO0 SKOHOMHUYECKOM

€AMHUIIe, NPOHCXOASALICe B pe3yjibTaTe JESITEIbHOCTH JAPYrOM 3KOHOMHYECKOW E€AWHUIBI C
IPEBAPUTEILHOIO COIJIACHs IIEPBOH.

b.

KOMILIEKC 00sI3aTeIbHBIX JJI1 UCTIOJIHCHUS TIpaBUJI O6CJ'Iy)KI/IBaHI/I$I KJIIMCHTOB, KOTOPbIC IIPU3BAHbL

rapaHTUPOBATh YCTaHOBHeHHBIﬁ YPOBCHDb Ka4€CTBA BCCX MPONU3BOAUMBIX onepaunﬁ.

C.
d.

3aIuTa CTaHAapTa 00CTyKUBaHYS,
MPOAYKT YEIOBEUECKOrOo TpyHda, MNPUHAMISKAINIETO BTOPUYHOMY CEKTOPY OSKOHOMUKH,

npezmaraeMLn‘/'I Ha PBIHOK IS ITPOJAKHU.

10./1ompebrocmu — 370. ..

a.
b.

HEXBATKa 4ero-amoo;
HYX/1a, TpuHsBIIas crenuduyeckyro (GopMy B COOTBETCTBHM C KYJIbTYpPHBIM YpPOBHEM H

JIMYHOCTBIO HHAHWBH A,

C.

COBOKYITHOCTB CYHICCTBYIOIINX U MOTCHIUAJIbHBIX IMOKYTIATCIIbCKUX BO3MOKHOCTEH HOKynaTeHefI

ToBapa (yCiIyTH);

d.

’KeJIaHHE KIIUECHTA OOMCHSTh TOBAap Ha JACHBI'U.

11.MajinaceTsl B cepBHC-AU3aliHe — 3TO:

a.

b.

nporiecc  (GOpPMHUPOBaHHS ~ 0O0pa3a  IEJIOCTHOTO  TpeaMeTa,  HEMOCPEICTBEHHO
BO3/ICHCTBYIOIIETO HA AaHATTU3aTOPhI

noOyXJeHue K JCUCTBHI0O W HEoTheMJieMas dYacTh J000ro mpodecCHoHATbHOTO |
JUYHOCTHOTO POCTa

HaOOp mpaBui, YOEXIEHUH, MOAX0A0B, KOTOPHIMHU YEJIOBEK PYKOBOJICTBYETCS IIpH
MPUHSITUU PEIICHUN
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d. ycrosBuiascs ¢opma OBITHS 4YelIOBEKa B MHUpE, HAXOMAsAlIas CBOE BBIPAKCHUE B €0
NesITeIbHOCTH, HHTEpECaX, YOSIKIEHUAX

12. Ycnyru pensites Ha 2 OOJbIIME TPYIIIBL:

a. MarepuanbHble 1 HeMaTeprUabHbIe

b. MatepuanbHble U JyXOBHBIE

C. MatepuanbHble U COLMANBHO-KYJIbTYPHBIE
d. MarepuanbHble U HcalbHbIE.

13. K 4-m «He» (o cBoiictBe ycimyru) HE otHOCHTCS. ..
HeoraenumocTs OT HCTOYHMKA

HematepuanbHOCTb

HecoxpansemocTtsb

HenocrosHcTBO KadecTBa

Bce oTBeThI BEpHBI.

Po0 o

14. K rpynme noTpeOUTeIbCKUX YCIyT OTHOCATCS:
a. KoncantuHrossle yciyru

b. Veayru teneBunenust

C. Yciyru, IpeiocTaBisieMbIE B aTEIIbE.

15. BeiOepure yciryru, KOTOpbIE SIBISIOTCS U1€aIbHBIMU:
a. YCyru Takcu

b. Veayru ctomatonora

C. Takux ycnyr He CylIecTBYyeT

d. Ycnyru aMmepukaHCKO# MojiesIn BeJicHHs On3Heca

16.MarepuasibHble YCIIyT'H HallpaBJICHbI Ha:

a. dopmMupoBaHue OTAEIbHBIX TPeOOBaHUH MOTpeOUTENEH

b. VY noBneTBOpeHNE MaTepUaIbHBIX TOTpeOHOCTEH

C. VY 1oBiIeTBOpPEHNE TyXOBHBIX TOTPEOHOCTEH

d. VY noBieTBOpEHNE HYKA U TOTPEOHOCTEN MHLyCTPUAIBHOTO OOIIECTBA.

17.Henpon3BOACTBEHHBIE YCIYTH — 3TO:

a. TpaHcniopTupOBKa rpy30B

b. TexHndeckoe oOCIyXMBaHNE 000PYTOBaHUS

C. VYciyru 31paBooXpaHeHus], KyJIbTYPbl

d. COopka HEOOXOAWMBIX DJIEMEHTOB YCIYIM B YYeTOM HHHOBAI[MOHHBIX TEXHOJOTHH
00CITy)KMBaHMUS.

18.K HEeKOMMEpUYECKHM yCITyraM OTHOCSIT:

VYceayru npeanpusTHiA Typu3Ma | OTAbIXa

Ycayru opranu3anuii 00IEeCTBEHHOTO MUTaHHS
VYcyru 61aroTBOpUTENBLHBIX (HOHIOB

VYcayru pectaBpallMOHHBIX MACTEPCKUX M TEATPOB.

oo

19.Yciyru o peructpanuu TPaHCIIOPTHBIX CPEICTB SBJISIIOTCS:

a. l'ocynapcTBeHHBIME
b. NneanbHBIMU
C. CMenaHHpIMUA
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d. YucTeiMU
20.KonTakTHas 30Ha — 3TO:
a. JIro6oe MecTo, T/ie POU3BOAUTECS YCIIyTa
b. MecTo, r/ie yciayra MOXKeT XPaHUThCSI
C. OrnpeieNieHHOE MECTO KOHTAKTA KIIMEHTA W COTPYIHUKA CEPBUCHOM CEPBI.

21.KoHTakTHOIT 30HOI MOYKET CUATATHCS:

a.

b.
c.
d.

Crolika aIMUHUCTPATOPA B TOCTUHHUIIC
Lex mo peMoHTY 000pyAOBaHHUS
CrpowuTenbHas IDIOMAIKA

Toprosas 1uiomaaka HHTEPHET-Mara3nHa

22 KoHTaKTHOIT 30HOI HE ABJISIETCS:

a.

b.
C.
d.

30Ha peMOHTa OBITOBOM TEXHUKHU

Pabouee mecTo nmapukmaxepa

PaGouee mecTo cromarosnora

Pabora umxeHepa mo Hamagke 000pyTOBaHHSL.

23. Kakoro Tuna JIMTYHOCTH HE CYLIECTBYET:

a)
b)
c)
d)
€)

KpyT;

pomO;

3UT3ar;
KBaJ[par;
TPEYTOJIbHUK.

24. Mopenb «Servuctiony orodpaskaer...

a)
b)
c)
d)

CTeIleHb KOHTAKTa MPOU3BOAUTENS U IOTPEOUTEIIS YCIIyTH;
MaHepy KOHTaKTa MPOU3BOJUTENS U TIOTPEOUTENS YCIYTH;
BpeMsI KOHTaKTa MMPOU3BOJIUTENSI U TIOTPEOUTENS YCIIyTH;
MOJIE3HOCTh KOHTAKTa MMPOU3BOIUTENS U TIOTPEOUTENS YCIIyTH.

25. IloTpeOHOCTH B yciryrax, 00ecreueHHasi HATMYHBIMH JICHS)KHBIMU CPEICTBAMU HACEJICHHUS, -

9TO:

oo

Konbronkrypa priHka
3J1acTUYHOCTH CIIpoca
[TnarexxecnocoOHbIH CIpPOC
Crienmanyn3upoBaHHBIH CIIpocC.

26. Cepa ycyr npeactaBisieT COOOM:

a)
b)
c)
d)

[TepBUYHBIM CEKTOP IKOHOMUKH
Bropuunblii CEKTOp SKOHOMUKHU
TpeTuuHbIA CEKTOP SKOHOMHUKHU
PerHOYHYIO HHDpACTPYKTYDPY.

27. K KOMIOHEHTaM [IEHHOCTH YCIYTU OTHOCATCS:

a. BpemsI

b. BoctipuHuMaeMoe KauecTBO

C. OCHOBHAsI U JOTIOJHHUTENbHAS YCIIyTra (BO3MOKHOCTD TOJTYUYCHHUS)
d. ceHCOpHBIE pa3IpPaKUTENS

€. [IeHa B CTOUMOCTHOM BBbIPa)KEHUH

f. Bce 0TBETHI BEpHBI
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28. K xoMImoHeHTaM HeAEeHEKHOU [IEHBI OTHOCAT:
a) BpeMs MMOKCKA YCIYTH, OKHIAHUS U BBITIOJHEHUS,
b) mcuxomoruueckue TPATHI;
C) ¢usnueckue ycuius;
d) ceHcopHBIC pa3aPAKUTEIH;
€) JMYHBIN OMBIT IEPCOHAIA.
29. BeibepuTe yciayru, KOTOPhIE SIBISIOTCS UICATbHBIMU YCITyTaMH:
a. YcIiIyru Takcu
b. Yeayru ctomarosnora
C. Takux ycnyr He cymecTByer

30.PacnpenenurenbHble YCIYTH BKIOYAIOT:
a. MaccoBrlie KOMMYHHKaIUnu
b. VYcayru tpancnopTa, TOprosiu, cBA3u
C. KoncanTuHr, MHXUHUPHUHT.

KonTtposabHas Touka 3.

1. Jlalite ompeaeneHue TOHATHIM «(Qopma OOCIYyXKHBaHHS» € «METOJI OOCITYKUBAHUS
noTpeouTenein.

2. Kakue coBpeMeHHbIE HHCTPYMEHTHI cepBUC-n3aiiHa Bbl 3HaeTe?

3. B uem cymHOCT M 0OCOOEHHOCTH OOCITYXMBaHUS MOTpeOUTENel B CTaLlMOHAPHBIX
YCIIOBHSX H C BBIE3JIOM Ha oM K norpedutensm? [IpuBenute mpuMepsl.

4. B yem npenmyiecTBo 0ECKOHTAKTHOTO 00CITy>KMBaHUS TOTpeOUTEnen?

5. JlaiiTe omperesieHue TOHITHS «KOHTAaKTHas 30HA», MPHUBEIUTE MPHUMEPHl KOHTAKTHBIX
30H B cdepe cepBuca.

6. Kakue TpeboBaHus NpeIbsABISIOT K 00CTYKUBAIOIIEMY IIEpCOHANTY B KOHTAaKTHON 30HE?
7. Pacckaxute, /00bscHUTE/, B 4eM CyTh A0OHEMEHTHOTO0 OOCITY>KUBaHHs, 0OCTYKUBAHHUS C

OMOIIbI0 OOMeHHOro (hoHAa MamMH U npudopoB. Kakue «uirocsl 1 MUHYCBI» HECYT OHU
KJIMEHTY U cepBHCHOM (upme? Kakue MHCTpyMEHTHI cepBHC-Au3aiiHa B 3Toi (hopMe MOXKHO
NPUMEHUTH?

8. Kakum o00Opa3oM wuHTEphep IOMEIIEHUS, B KOTOPOM IPOBOJAUTCS OOCIYy>KHUBaHHE
noTrpeduTeneil, BIMAET HA CTENEHb HUX YJOBJIETBOPEHHOCTH U 3(P(EKTUBHOCTh pPaOOTHI
oOcuy>xuBatoniero nepconana? [lpuseaure npumepsl.

9. HazoBure 3Tansl KU3HEHHOTO LUKJIA YCIYTH U IOYEMY 3TO HEOOXOJIMMO 3HATh JTI0OOMY
peanpUHUMATEIIO.

10. [Touemy npu oka3zaHUU YCIYT TaK BaKHO YUUTHIBaTh BpeMEHHOHU (akTop?

11. T'me mnoTpebuTenb CKOpee PpHUCKYET CTOJKHYTbCS C HEITHUHBIM OOpallieHueM
/obcmy)uBanreM/ - B cpepe yCIIyT WIIM MPOU3BOJICTBEHHOM cepe U moueMy?

12.  IIpuBenute npuUMepsl TOrO, KaK KOMIBIOTEPHBIE U TEJIEKOMMYHHUKAIIMOHHBIE TEXHOJIOTHH

B TCUYCHHC MTOCIICAHUX JICT U3MCHHJIN T€ BUABI YCIIYTI', KOTOPBIMH BBI IOJIB30BAJIUCH YIKE JABHO.

KoHnTpoJubHas Touka 4.
IIpuMepHas TeMaTUKa IPYNIIOBBIX IIPOEKTOB
1. CepBucHas AesaTenbHOCTb KaK 4acTh KyJlbTypbl Poccun.
2. CepBHCHas AEATENBHOCTb KaK yacTh KyJIbTypsl EBpomnbl u CIIA.
3. AHanm3 BO3MOKHBIX OPTaHU3AIMOHHBIX ()OPM peai3aliu cepBrca B chepe TypuzMa u
TOCTENPUHUMCTBA.
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CoNoOA~WNE

[EEN
o

11.
12.
13.

14.
15.
16.
17.

18.
19.
20.
21.
22.

23.
24.
25.
26.
27.
28.

Amnanus pedopmupoBanus chepsl yciyr B Poccun.

CepBuc-nu3aiia: npo0iaemMbl 1 0COOEHHOCTH Pa3BUTHUS

AHann3 0cOOCHHOCTEH pa3BUTHS CEPBUC-IM3aliHA B COBpeMeHHo# Poccum.
DOBOJIONUS YCIAYT U UX BIMSHUE HA CTAHOBJICHHE OOIIECTBA.
ManumynupoBaHie MOTPeOUTENECKUM MoBeAeHneM. OCHOBHBIE TIOIXO/IbI.
CoBpeMeHHbI cepBuC PD: mpobieMbl M MEPCIIEKTUBBI Pa3BUTHSA.

. DTHUKA U 3TUKET CepBUCA. AHAIN3 OCHOBHBIX MPABUIL.
. 3aBUCUMOCTB CEPBUCHOM JIESITEIILHOCTH OT reorpaduueckux u qeMorpaduuecKux

(bakTopoB.

. 3aKO0H 0 3alIMTe MpaB nmorpeduresneii (TyprucroB). AHanu3 cyneOHol npaktuku Poccun

3apyOeKbsl.

. Pa3pa60TI<a IMPUHIUIIOB KIMCHTOOPHUCHTUPOBAHHOI'O IIOAXO0da B PA3JIMYHBIX OTPACIIAX

cdepsl cepBuca (B ObITOBOM 00CITYKUBaHUH, 00pa30BaHUU, TYpU3ME, TOCTUHUYHOM
JieTie, peCTOPaHHOM OOCITY>KUBAHUH U T.11.)

Bonpocs! k 3x3ameny.

[TpeumymiecTBa cepBuc-nu3aitHa

Cocrasisitonye cepBuc-au3aiHa

[TpuHIMIBI cCepBUC-TU3aiiHa

HNHCTpyMEHTBI cepBUC-AU3alHA

CyIHOCTh TPEH/IBOUNHTA, IPUMEPHI

[Mpununs cocraBnenns CIM

Cymnocts Service Blueprint

Kpartkast xapakTepuCTHKA STAIlOB pa3BUTHUS YEIOBEYECKOTO OOIIECTBA.
TexHoJOrMYeCKNe ypOBHH Pa3BUTHS YEJIOBEUECTBA.

. IloHsiTEe MHAYCTPHUATILHOTO O0OIIECTBA, €T0 0COOEHHOCTH. 3apOKICHHUE U Pa3BUTHE

yCIyT B OOIIECTBAX JIPEBHETO MHPA.

VYcenyru B cpeiHeBEKOBOM 0011ecTBe EBpOTIIHL.

VYcnyru B cpeieBekoBoM olriectBe Poccun.

[TonsiTve MHAYCTpHAILHOTO 001IECTBA, €ro ocoO0eHHOCTU. UHAyCcTpHanbHOe
IIPOU3BOJICTBO U CEPBHUCHAS JEATEIBHOCTD.

IIpuMeHeHne qu3aiiH-MBbIIUICHUS

HMHCTpyMEHTBI Pa3BUTHUS CEPBUCHOTO MBIIICHUS

Orarnbl 1U3aliH-MBIIUICHUS

[ToHsTHE OCTUHAYCTPUAIEHOTO 001IecTBa (MH(OPMALIMOHHAS PEBOIOLINS, CEPBU3ALIMS
HSKOHOMUKH U Ap.). [locTHHAYCTpUanbHOE IPOU3BOACTBO U CEPBUCHAS ACSITENBHOCTD.
Hepapxust 1 nupaMuia NoTpeOUTETbCKUX METPUK

IToxxuzHeHnHas crouMocTh KimenTa, Customer Lifetime Value wmm LTV
CroumocTs npuBieueHus kiueHToB, Customer Acquisition Cost umu CAC
BopoHka 0CHOBHBIX 3TanoB B3auMoJIeHCTBUS KiueHTa ¢ mpoaykroM mwi AAARRR
['moGanpHbIe MPoOIEMbI TOCTUHAYCTPHATILHOTO O0IIECTBA U UX CBA3b €O chepoit
cepBuca

[Tpusnaku ycinyru. CpaBHUTENbHAS XapaKTEPUCTHUKA TOBAPOB U YCIYT.

ITonsiTne yciyru. Buner ycmyr.

MeTtob1 Hecne10BaHUS KIIMEHTCKOTO OINbITa

[TpyHIMIIBI SMOIIMOHATILHOTO UHTEIJIEKTa

Konuenmus noTpeduTenbckoi IEeHHOCTH

Metoanka Customer Journey uim «kapTa MyTeIeCTBUSI ITOTPEOUTENSD
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TYPU3MA 1 CEPBVICA» Aucm 35 us 50

29. Kapta sMmaTuu ¥ IpUHIUIIBI €€ COCTaBIICHUS

30. [IpuHLIMIIBI BOBJICYEHUS M10JIb30BaTENEH

31. Ycnyru conuanbHOro MaKeTa.

32. I'ocynapcTBeHHas yciyra. Buzbl rocy1apCTBEHHBIX YCIYT.

33. MexnayHapoabie Mojaenu ycuyr (moaenu J{. Patmena, @. Kotiepa, M. butHepa u ap.)

34. CyuHocTh MOHATHS «cdepa yciayr». DieMeHTsl cepbl yeayr. PeiHOK yeimyr. CyOBbeKTh
PBIHKA YCIIYT.

35. HeoOxoanMble KOMIOHEHTHI chepbl YCIIyT: CIPOC U NpeasokeHre. MeTo10J0rnuecKue
MOJXO0/IbI K IPOTHO3UPOBAHHIO CITPOCA.

36. ®akTopsl, onpenestomue crpoc B cepe ycinyr. HereHoBsie pakTopsl.

37. OcoOEHHOCTH PBHIHKA YCIIYT.

38. Crpareruu npeapuHIMATEIbCKOMN 1eATEIbHOCTH B c(hepe yCIyT.

39. CepBucnas nonutuka ctpad EBporer u CHIA.

40. Cepucnas nonutuka Poccun.

41. 3akoHonarenbHasi U HOpMaTUBHAs 0a3bl CEpBUCA.

42. TIpMHLHUIIBI OCYILECTBIICHHUS COBPEMEHHOI0 cepBuca. OCHOBHbIE 33/1a4M c(hepbl cepBHCA.

43. OCHOBHBIC MTOJXO/BI K OCYIIECTBICHUIO CEPBHCA.

44. Busipl Ipeanpo1aXkHOTO U OCIENPOAaKHOTO CepBUCa.

45. OCHOBHbIE BapUaHThl OpraHU3alMU CUCTEMbI CEPBUCA.

46. OcHOBHbIE 33/1a4l OPraHU3aMK B 00J1aCTH CEPBUCHBIX TEXHOJIOIH. Mepsl 1o
YIIyqIIeHUIO cephl CepBHCA.

47. PernoHaJIbHbIE aclIeKThl CEpBUCA.

48. TIpoGiieMbl CEpBUCHON OTPACTH U TIEPCIIEKTUBEI PAa3BUTHSL.

49. TlonaTue AeNOBOI pemyTaluu.

50. KynbTypa cepsuca.

51. IloHATHE KOHTAaKTHOM 30HBI U OCOOCHHOCTH MOBEJCHUS B HEM.

52. DTuveckne OCHOBBI M JICIOBOM TUKET CEPBUCHOM NIEATETHHOCTH.

53. DcTeTnueckre KOMIOHEHTHI c(peprl cepBuca.

54. Tlonsitue nHHOBAIUH B chepe cepBuca. OCOOCHHOCTH BHEJIPEHUSI MHHOBAIIUN B cepy
ycayr. [IpuMeps! yauHbIX U HEYJJauHbIX MHHOBALMOHHBIX pelleHuil B cepe yCiyT.

55. Kusznennsiit 1k yeayru OKLLY).

56. CtpaTeruu KOHKypeHIIMH Ha pa3nuyHbIxX dTanax JKIY.

57. Moienb 1IEeHHOCTH YCITYTH.

58. Knaccudukanuus norpedureneii. [lorpedurensckoe noseaeHue.

59. KagecTBo 00CTyKMBaHUS U TIPOU3BOAUTEIHHOCTb.

60. Ctparernueckue HalpaBIeHUs U KOHKYPEHTOCIIOCOOHOCTh B cpepe yCIyT.

61. ®opMBI KOMMYHHUKAIIUK C TIOTPEOUTEISIMH yCITYT.

62. Ponb 1 3HaUeHNE HEBEpOATIBHBIX CIOCOOOB OOIICHMUS.

63. MexayHapoaHbIi 0OMEH yCITyTaMH.

64. lnTepHeT -cepBUC B COBPEMEHHOM OOIIECTBE.

65. MadopmanoHHbIe TEXHOJIOTHH CEPBUCHOM JESITETHHOCTH.

66. Ilcuxomoruueckas KyJIbTypa CepBHCA.

67. TpeboBaHUs, IPEeIBSIBIIEMbIE K IPOPECCHOHATHPHOMY TOBEJICHHIO paOOTHHKA
KOHTAKTHOM 30HBI.

68. Kynbrypa obmenwust ¢ norpedurensimu. KympTypa peun paboTHHKAa KOHTAKTHOM 30HBI.

69. Pabora c xanobamu. KoHQIUKTHI ¢ KIIMEHTaMHu.

70. Crioco0b! 1 IpaBHiIa pa3penieHns KOHPIUKTHBIX CUTYAITHH.
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VUPEXIEHVE BBICIIIETO OBPA3OBAHVSI

«POCCUVICKMU TOCYTAPCTBEHHBIVI YHUBEPCUTET
TYPU3MA 1 CEPBVICA» Aucm 36 us 50

3aganus nmo oueHke cGpopMHUPOBAHHOCTH KommeTeHunu YK-4
3adanus 3aKpeimozo muna (mecmut)

[ER

Ycayra, noapazyMeBaomas HHANBHAYAJbHBINA MOAX0] K KJIMEHTY, Ha3bIBaeTCH:
KoJ1-Bo npaBHJIBLHBIX 0TBETOB - 1

npodeccruoHambHas

TBOpYECKas

nacajibHas

HCT NPaBHUJIBHOI'O OTBETA

N|IRIWIN|F

OcHOGHOE U NPUHUURUATIbHOE OMIIULYUE YCIYZU Ol MO0BADPA 3AKAIOUACHICA 8 CLeOYIOueM:
KoJ1-Bo mpaBHJILHBIX OTBETOB - 1

OT0 OTUYXICHHBIM OT IPOU3BOAUTENS PE3yIbTAT TPYAA

OTo nepenaya NpoayKTa B ONTOBYIO M PO3HUYHYIO TOPTOBJIO U MOCTIEAYIOLIAsl €ro Mpoaaxa

DaKTHIeCKH MTPOU3BOACTBO COBMEIICHO C MOTPeOIeHIEM

[Tpon3BOACTBO MOXKET OBITh YJIAJICHO OT MOTPEOUTEIS

WA WIN|F

Ilompebnocmu —370:
Kos1-Bo npaBHJIbHBIX 0TBETOB - 1

=

HEXBATKa 4ero-imoo

N

HYyX7a, NpHUHABLIAsS crenupuieckyro (GopMy B COOTBETCTBHM C KyJbTYPHBIM YPOBHEM H
JMYHOCTHIO MHAMBUIA

3 COBOKYITHOCTb CYHIECCTBYIOMINX U NOTCHIUAJIBHBIX MOKYIATCIbCKHUX BO3MOXKHOCTEH HOKynaTCHCﬁ
ToBapa (yCIyru)

4 JKeJlaHUE KIMEHTa OOMEHATh TOBAap Ha ACHBIU
4 CepBuc-au3aiin — 310:
Kos1-B0O NpaBHJIbHBIX 0TBETOB - 1
1 abcTpakTHasi TEOPETUYECKasi MOJIEb OCHOBHBIX BHJIOB CEPBUCHOM JIESITEIBHOCTH
2 YZIOBJIETBOPEHUE TOTPEOHOCTEN, CBSI3aHHBIX C BEILIECTBEHHON HANPABICHHOCTHIO NEHCTBUS
3 METOJI0JIOTHSI, KOTOpasi IOMOTAET YIYUIIUTh B3aUMOJIEMCTBHE KOMIIAHUU C KIHEHTaAMH
4 BU3yaJM3alys IPOYKTa, HalpaBJieHHast Ha GopMUpOBaHHE MOBBIIIEHHOTO CITPOca
5 K zpynne nompeoumenscxkux yciyz OmHocamcsa:
KoJ1-Bo IpaBHIIBHBIX 0TBETOB - 1
1 KoHCanTHHroBbIE YCIYTH
2 Ycnyru TeneBuieHUs
3 Typuctckue yciayru
4 MenunmacKre yeIyra
6 Ilompeonocms 6 yciayzax, obecneyenHas HATUYHBIMU OCHEHCHBIMU CPEOCMEAMU HACEIeHUS, -
Imo:
Kos1-B0o mpaBHJIbHBIX 0TBETOB - 1
1 KonbloHKTYpa phIHKa
2 OIacTUYHOCTB cIpoca
3 ITnatexxecnocoOHBIH CrIPoOC
4 Crenmanu3upoBaHHBIN CIIpoC
7 Cdhepa ycnye npeocmaensem coooii:
KoJ1-Bo IpaBHJILHBIX 0TBETOB - 1
1 IlepBHUYHBIN CEKTOP IKOHOMHUKH
2 BTopuuHblii CEKTOP 9KOHOMUKH
3 TpeTUUHbLI CEKTOP SKOHOMUKHU
4 Mopnens sxoHoMuKH Pumepa-Knapka
8 Ilpouyecc npunamus pewienus 0 NOKynKe COCIOUm u3 ciedyiouux cmaouii:
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KoJ1-Bo npaBHJIBLHBIX 0TBETOB - 1

1 [MTouck nadopManmy, OlieHKa BApUaHTOB, PELICHUE O MOKYIIKE, OCO3HAHNE MPOOIEMBbI, peaKIHs
Ha MOKYIIKY

2 Oco3Hanne mpobieMbl, TONCK WH(GOPMAIIIH, OIIEHKAa BAPHAHTOB, IPUHSITHE PEUICHHUS O TIOKYTIKE,
peakiys Ha MOKYIIKY

w

OcozHanne npo01eMbl, OLIEHKa BAPUAHTOB, PEaKIKs Ha MOKYIKY, peakiys Ha MOKYIKY

I

3aBHUCHT OT KaTErOpPHH MPOAYKTA

©

K Kommepueckum ucmounukam uHpopmayuu, KOMopslMu noab3yemca nompeoumens npu
NpUHAMUYU PEeUeHUs 0 NOKYNKe OMHOCAM:
KoJ1-Bo npaBHJIBLHBIX 0TBETOB - 1

CMU

JIMYHEIA OIBIT

BbIcTaBKH, YIIAKOBKA

AIWIN(F

PedepenTHbie Tpynmbl

=
o

IIpodeccnonannHas 3ITHKA UMeeT 3HAYEHHE, PEKIe BCEro sl Mpodeccuii, 00 beKTOM
KOTOPBIX SIBJISIETCSI:
Kos1-Bo npaBHJIbHBIX 0TBETOB - 1

IPaBo

rOCy/IapCTBO

YCJIOBCK

AIWIN|F-

KyJIbTypa

[
(=Y

PaccmaTtpuBaer npodeccHOHAIBHOE NOBeJcHHEe Pa0OTHHKA KAK HOPMAaTHBHO 3aJaHHOE,
NpeanucaHHoe TeMH WM HHBIMU HPAaBCTBEHHBIMU HOPMaMM — 3TO:
KoJ1-Bo IpaBHIIBHBIX 0TBETOB - 1

podeCCHOHATbHAS STHKA

MECTadTHUKa

HOpMATHBHAA 5TUKaA

AIWIN(F

CcricnyalibHas 9THUKa

[N
N

Cy]].[eCTByeT NMOHATHE «TPE€X TOUYECK B3IJAAa», TO €CTb MeECTa, KyJda Bbl CMOTPHUTE IIPH
Oﬁlllel-ll/ll/l. 3ona l'lpO(l)eCCI/IOHa.]'IbHI)IX KOHTAaKTOB, 10BE€PUS, HAXOAUTCH:
Kou-Bo NMPpaBUJIbHBIX OTBETOB - 1

B TPECYTrOJIbHUKEC, OUCPYCHHBIM IJIa3aMH U pTOM

B 30He 10a cobecenHmka

B 30He moabopojka

AIWIN|(F

B 30He 11a3 cobecegHuKa

=
w

Ypasuenue K. Jlagnoka evienaoum kax:
KoJi1-Bo paBMWILHBIX 0TBETOB - 1

CymMa BceX M3/IepkKeK, KOTOpble TEPIHUT HOTPEOUTENb IPH NPUOOPETEHUH YCIYTH

PasHuiia Mex1y 00IeiH IEHHOCThIO U OOIIMMU H3JIePIKKaAMH

CymMa BceX BBITOJI, KOTOPbIE MOJTyYaeT MOTpeOUTeNh P MPUOOPETEHUH YCITYTH

AIWIN(F

P a3HUIla MCKAY BPEMCHHBLIMHU 3aTPATAMU U BbII'OJdaMU OT IOJYUCHHUA IMMPOAYKTA

14 Cmaousn nacotuwjenusn 6 KLY coomeemcmeyem cnedyrouiemy onucanuio:
KoJ1-BO npaBWILHBIX OTBETOB - 1

1 [IpuObLTF HE3HAUNTENBHA WIIH BOBCE OTCYTCTBYET, CEPhE3HBIE 3aTPAThl HA CTUMYJIUPOBAaHNE
crpoca, TeMIl cObITa NPOAYKIKHU OYeHb HU30K

2 Crna0ast KOHKYpEeHLIUS, peKiiaMa HMeeT HAITOMUHAIOIUHI XapakTep, ONTUMH3ALIUS aCCOPTUMEHTA,
MOTPeOUTENH-KOHCEPBATOPHI

3 MakcuMasbHbIH YPOBEHb KOHKYPEHIINH, [IEHa UMEET TEH/ICHIINIO K CHIDKEHHIO,
CTaOMJIM3UPYIOTCS TEMITBI COBITA

4 I'enepupoBaHue Uaew MPeIOCTaBICHUS YCIIyTH, IPOTHOZUPOBAHKE €€ OCHOBHBIX PECYPCOB,
pa3paboTKa CTpaTeruy MapKeTHHTa
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15 IIpouecc, mocpeacTBOM KOTOPOro HWHAMBH/ OTOMpPAaeT, OPraHu3yeT W HHTEPHpeTHPYET
NOCTYNAIy0 HHGOPMALHUIO /S CO3AAHHA 3HAYMMOII KAPTHHBI OKPY:KAIOLIEro MHupa,
Ha3bIBAIOT:

KoJ1-Bo npaBHJIBLHBIX 0TBETOB - 1

OIIYIIICHHEM

BOCIIPUATUCM

MOTHBaIen

AW IN|F-

aHaJIM30M

3aoanus omkpoimozo muna (Ilpakmuyueckue/cumyayuonnuvle 3a0auu, 60nPocyl U np.)
3ananue 1. Ha nmeperoBopax o cejike HOBbI yYaCTHUK 3aMETHUJI, YTO MEHEIDKEP IO MpojiakaM
oOpamaeTcsi K  y4aCTHHKaM  HE(QOpMaabHO U  HUCIHOJB3YeT  «ThD»  -OOpalleHHe.
[IpoKOMMEHTUPYITE TaHHYIO CUTYyalUI0. Y KQKHUTE, B KAKUX CIIy4asiX 3TO JAOIYCTUMO.

3a,I[aHI/I€ 2. Hepe‘lI/ICHI/ITC IMPUEMBI, KOTOPBIC ITOMOT'YT 3aBOCBATh NOBCPUC KIIUCHTA.

3a,I[aHI/I€ 3. HepeqnanTe OCHOBHBIC ITIOBCACHYCCKUC OIIINOKU COTPYAHUKOB PpECTOpaHa,
KOHTAKTUPYIOIIHX C KIMCHTOM.

3amanue 4. Onuimure OTKPBITYI0 I[03y HpPU JIE€JOBOM OOILIEHUU «COTPYIHUK-KIUEHT).
OObsicHuTe, MIOYEMy UMEHHO OHa 3(ppeKxTHuBHA.

3amanue 5. Ilepen MeHeEmXKepoM KIMEHTCKOrO OTAENa CTOMT 3ajJada U3MEpEHHus
KJINEHTOOPUEHTUPOBAHHOCTH COTPYIHHMKOB pecTopaHa. Kakue MHCTpyMEHTBI CepBUC-IHU3alHA

OH MOXCT HpI/IMeHI/ITB?

3aganue 6. OQHUM U3 MPUHIMIIOB KIMEHTOOPHUEHTUPOBAHHOCTHU SIBJISIETCS SMIATUS U IIIyOOKOe
IIOHUMAaHue KJIMeHTa. Kakoil ”HCTpyMEHT CepBUC-IU3aliHA COOTBETCTBYET JAHHOMY ITPUHIUITY.

3ananue 7. B Kakux ciiydasiX yMECTHO MPUMEHSTh KapTy dMIIaTuN?
3ananue 8. Ilepedncnure OCHOBHBIE COCTABIIAIONINE KBAIPAHTA IIOTPEOUTENS.
3ananue 9. Kakue HHCTpyMEHTHI cepBHC-IU3aliHa TOMOTYT BU3yaJIU3allMH KIIMEHTCKOTO OIbITa?

3amanue 10. Menemxepy KJIMEHTCKOU CITYXKOBI HE00XOAMMO MTOBBICUTH
KITMEHTOOPUEHTUPOBAHHOCTD OTAeNa. [IpecTaBpTe alnropuT™ AeUCTBUN A1 UCTIOTHUTEIIS.

3ananue 11. [IpyuHIMI TAKTUYHOCTU U JEIUKATHOCTH O3HAYAET. . ...
3ananue 12. Ha meperoBopax O COTPYAHMYECTBE KJIMEHT yIIEN OT TEMbl KOHTPAKTa U TPATUT
BpeMsi coTpyAaHUKOB. CdopMymupyiTe psI BOMPOCOB, KOTOPHIE IMOMOTYT TaKTUYHO U

npo¢eCCHOHATIBHO MPUITH K IPABUIBHOMY PE3yJIbTaTy.

3amanue 13. [lpu mnpoBeaeHHHM TEPETOBOPOB O CHAETKE COTPYAHUK HCIHOIB3YeT TpUeM
nepedpaszupoBanus. Kakue dpassl oH yroTpedmser?

3ananue 14. Ilpemnoxute ¢pasy/gpas3sl, KOTOpble MOMOTYT HHTEPHPETHUPOBATH MpPEIMET
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®EIEPAJIBHOE TOCYJAPCTBEHHOE BIOI>)KETHOE OBPA30BATEJTbHOE CMK PTYTUC

Aucem 39 uz 50

JISTIOBOTO Pa3roBopa.

3ananue 15. B opuce nocneanee BpeMs Cloxuiaach HanpspkeHHas atMocdepa. Kimentsr Hayanu
9T0 3amMedaTh. COCTaBbTE COBETHI JIJIS IEPCOHAIIA, KOTOPBIC TIOMOTYT CHH3UTh YPOBEHb CTpEcca.
3ananue 16. [IpencraBbre onpeaeneHue cepBuc-au3aitna. Uem nu3ailH MOXXET MOMOYb CEpBUCY?

3apanue 17. Cnocodnocmv moeapa unu yciayeu yooejiemeopumsv HOMPEOHOCHb WU

obecneuums 6b1200011 noKynameii 5mo -

3aganue 18. Paccmaevme 6 npasuibHom nopsaoke OYKebl, COOmMEEmMCmeEyuiue pynnam
nompeoumeneii Ha kaxcoom u3 smanoe KT (cpynna — yughpa):

Kounceparopsl

Pannee OOMBITMHCTBO Hosatops!

TTo3gHee OONMBIIMHCTBO

KM3HEHHbIM LMKA TOBapa

OGuem
npopax

PaapaboTka ]

Breppe- PocT 3penocrb Cnan Bpe;u

Hue

3ananue 20. Conocmagvme ghopmul obcayscusanus ¢ ux cooeprcanuem (yugpa-oyxkea):

1. AGoHEMEHTHOE

VCIIOJIHUTENS YCIYTH

a)He MpernoiaracT
BHU3yaJILHOTO o0IIeHUS

HETMOCPEICTBEHHOTO
noTpeouTens u

2. beckoHTaKkTHOE

b) sakirouyaercss B mpeoCcTaBICHHH YCIYT IO
MecTy  pabOTbl WM  MECTy  JKHUTEIbCTBa
CHeNMANBHON OpHUraIoN MPeANPHITHS CEpPBHCA.

3. CrammmonapHoe

C)3aKa3uuK, 3aKJIIOYMB JIOTOBOP C MPEANPHUATHEM
cepBHca, TIOJlydaeT MpaBO Ha OIEpaTHBHOE
o0cyxuBaHue, MIPOBEJICHNE IJIAHOBBIX
NPOPUIAKTHYECKUX MPOIEyp B TEUEHUE CPOKa
JICHCTBHSI IOTOBOpA

4.IlepenBmxHoe

d) MoJIpa3yMeBaeT oOcyxuBaHue B
CHENUANTM3UPOBAHHOM MeCTe ¢ TNPUMEHEHHEM
npo¢ecCHOHANTBEHOTO 00opyJoBaHUS u

IMPUBJICYCHHUEM ITOATOTOBJIICHHOT'O IICPCOHAJIA

3ananue 21. Pacnonoyxcume konmaxkmmuote 30nvl (om 0 0o 3) 6 nopaoke yeenuueHus 30Hbl
HEenocpeoCcmeenHoz0 8U3YaNbHO20 KOHMAKMA C Kiuenmom (oykea-uyugpa):
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OENEPAJIBHOE TOCYOAPCTBEHHOE BXOJIKETHOE OBPA30BATE/IbHOE CMK PIYyTUC
(? _ YYPEXEHVE BbICHIET'O OBPASOBAHVIA
\f/| «POCCUVICKUI TOCYJAPCTBEHHbIVI YHUBEPCUTET
)/ TYPU3MA VI CEPBUCA> Auem 40 us 50
A. cxatast KOHTaKTHas 30Ha 3
b. ckpeITas KOHTaKTHas 30Ha 1

B. koHTakTHas 30Ha, pasaciiCHHas NpOCTPAHCTBOM 2

I'. KOHTaKTHasl 30Ha, pa3JCJICHHAs] CTOUKON 0

3ananue 22. B oduc Bomen knueHT. OH 00LIMTENEH, pa3BA3eH, UCIIOIB3YET «ThD) - OOIICHHE.
OmnpenenuTe THI KIMEHTA 110 TeOMETpUIecKoMy npu3HaKy. CocTaBbTe MpaBuiia padOTHI C HUM.

3amanne 23. B oduc Bomen kimueHt. CKOBaHHas, HampspDkeHHas 1o3a (“3aXaTocTh’),
paccuuTaHHBIC JBW)XCHHS, TOYHBIE, CKYIbIE JKECTbl, MEJICHHAas ‘“‘CoMuaHas’ TIOXOJKa,
OeccrpactHoe suio. OnpeaenuTe TUN KIWEHTa MO TreoMeTpudyeckoMmy mpusHaky. CocTaBbTe
npaBuiia paboThI C HUM.

3amanue 24. B oduc Bomen kimueHT. CHOKOWHBIC, IUIABHBIC, YBEPEHHBIC JIBMIKCHUS,
BBIPA3HUTEIbHBIC JKECThI, HETOPOIUIMBBI, HO BCEM BHIOM IIOKa3bIBAIOT, YTO HMX BpPEMS JOPOro
CTOUT, IPOHUIIATEILHBINA, BCE MTOIMEUYAIOIIHIA B3TJISA, OBICTPBIN KOHTAKT, MOMCHTAJIbHAS OIICHKA
CUTyaIluu ¥ MTHOBEHHAs peakius (MHOT/Ia TIOBOJIBHO “syoBUTas”). ONpeaenuTe THI KIKNSHTa 110
reoMeTpuueckomy nmpusHaky. CoctaBbTe IpaBmiia PabOTHI C HAM.

3agaue 25. B oduc Bomen ximeHt. B onexne u BHemHEM OO0JMKe: HEOPEKHOCTh W
HepsIUIMBOCTh, TAK)KE BO3MOXKHA M OpHEHTAlMsl Ha cymepMony. bBbeICTpble aBHXKEHUS,
O’KHMBJICHHAS )KECTUKYJISIIIHS, )KMBAsi MUMUKA, “‘BCEBUSALTUN " B3TJIISAT

B nuanorax yacto nmepeOuBaeT: MEHEKEp HE yCIeBAaeT OTBETUTh Ha OJUH BOIPOC, KaK OT HEro
yKe JKIyT OTBETa Ha JAPYroi. BeICTpo M OTKPOBEHHO, O€3 BCSIKOTO CTECHEHUS OLICHUBAIOT Balll
OPOAYKT M COCTOsIHME Jjed KomnaHuu. Ompenenure THUI KIMEHTa 10 TE€OMETPUYECKOMY
IpPU3HAKY. CocraBbTe npaBuiIa paboThI C HUM.

3ananue 26. CooTHecuTe OMNpejelieHne KIMEHTa 0 TeOMETPUYECKOMY IPHU3HAKy C €ro
noTpeOUTENTHCKUM TIOBeieHUeM (1udpa — OykBa):

1. 3urzar A.CoOpaH, cocpeloTOueH, Cephe3eH, MPEKPACHO
OCBEJIOMJICH

2. Kpyr b.Camonto6us, CaMOYBEpEH, MPUAUPYUB,
MTOTYEPKHYTO MOJIEH

3. Ksampar B.JTto6o3HareneH, cMell, He yBepeH B ceOe, TOTOB
K OTKPBITHSIM ¥ HOBUHKAM, UMIYJIbCHBCH

4. TpeyroapHUK I".O6muTenen, SMOLIMOHAJIEH, HaBS34UB,
JIOBEPYHB, MTOJIATIINB

3aganue 27. YpaBHenue neHHoctr yciyru K. JlaBioka 3By4YuT Kak...:

3ananue 28. MeHemxkepy HEOOXOJUMO OMUCATh IIEHHOCTh YCIYrd MO JocTaBKe efbl. Kakyro
MOJIE€JIb MOXHO €MY ITOPEKOMEHI0BaTh?

3a,Z[aHI/IC 29. B coOoTBeTCTBHU C YPaBHCHHUCM K. JlaBroka 3amoiaHuTe CBO60,[[HBIC T10JIA:

IlenHocTs, BocripuHUMaemasi | O01masi MeHHOCT JIS KITMEHTA OO6mmme W3AepKKA JUISI KIIMCHTA

KJIUEHTOM A. 1.
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®EJEPAJIBHOE FOCYJAPCTBEHHOE BIOI>)KETHOE OBPA30OBATEJTbHOE CMK PIYTUC
@ _ VUPEXIEHME BbICIIET'O OBPA3OBAHVI
\ «POCCUNCKUN TOCYOAPCTBEHHBIV YHUBEPCUTET
ooyl TYPU3MA U CEPBVICA» Aucm 41 us 50
b. 2.
B. 3.
I. 4.

3amanue 30.CormacHo Mojenu ueHHOcTH yciyru B. 3eiiramns 6ok  «BocmpuHmmaemoe
Ka4eCcTBOY» COACPIKHT B cele...:

3amanne 31. CormacHo Mozaenu neHHocTH ycinyru B. 3edtamns Omok «Hemenexnas meHa»
COJICPKHUT B cebe...:

3ananue 32. Pacnosiokxute B NPAaBUIBHOM MOPSAKE ATalbl HMPUHATHUS PELIEHUS] O IOKYIKE
(undpa — OykBa):

1. A.Peakuys Ha IOKYIIKY

b.ITouck nadopmarmu

B.Bo3HukHOBEHHE MOTPEOHOCTH

I".HenocpeACTBEHHO MOKYTKa

gl Wi

. PamxuposaHue

3aganue 33.1lepeunciaure KOMIIOHEHTHI CEPBUC-AU3aiHA:

3ananue 34. [lepen MeHeKEPOM OT/eNIa CEPBUCHBIX OIEpaIliid MOCTaBJIeHA 3aja4a UCCIIeI0BATh
KOHKYPEHTHYIO cpeny. Kakoil HHCTpyMEHT cepBUC-/IM3aiiHa eMy CTOUT IPUMEHHTbD.

3ananue 35. Haitnure omimuus mexay CIM u Service Blueprint?

BaﬂaHI/Ie 36. MGTO)IOJ'IOI‘I/IH, KOTOpasaA 1OMOTacT YJIYyUYUIUTb B3aUMOJCHCTBUE KOMIIAHMH C
KIIMCHTaMHM Ha3bIBACTCA

3amanue 37. Cnabass KOHKYpEHIHS, peKiiaMa MMEeT HAIIOMHUHAIONIUN XapaKTep, ONTHMH3AIUs
ACCOPTHUMEHTA, TOTPEOUTETN-KOHCEPBATOPBI — 3TO CTATHS YKU3HEHHOTO IIMKJIA.

3ananue 38. IlpodeccuoHanbHas 3THKAa — 3TO NMPO(ECCHOHAIBHOE MOBEAEHUE PAOOTHUKA KaK
NPEINICaHHOE TEMU WM MHBIMH HPaBCTBEHHBIMH HOPMaMH

3ananue 39. YopolueHHas KapTa SMIaTUU — 3TO

3ananue 40. AKTHBHOE CIIyIIaHUE, KaK IPUEM ITOMOXKET

3ananus no oueHke chopmupoBanHoctu xkommerenuuu IMK-5
3aoanus 3aKkpeimozo muna (mecmut)

1 Teopusi MOTPeOUTEJBCKOI0 NMOBEACHHUS NpeAIaraer, 4Yro NnorpeduTe]b CTPEMHUTCS
MAaKCHMH3HUPOBATh:
KoJ1-BO npaBUJILHBIX 0TBETOB - 1

1 pa3HUIly MeXAy oOuIel U mpeneabHON M0JI€3HOCThIO

2 00IIYI0 MOJIEe3HOCTh
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3 MpeIeIbHYIO MOJIE3HOCTh

4 KaXXAYH0 M3 IICPCUMCICHHBIX BCIIMYNH

2 IloBenenue morpeduTesiei — 3To:
Ko.1-B0 IpaBHJIbHBIX OTBETOB - 1

1 HAOOp NEHCTBUH, MpeANpUHUMAEMbIX JIOAbMHU IPU MOKYIKE U MOTpeOJICHUH TOBApOB
(yemyr)

JENCTBUS, MPEANISCTBYIOIIHNE MTPOLIECCY MOKYIIKU

ocobasi popma MCUXOJIOTHH, CBOMCTBEHHAS JIFOJSIM, YaCTO COBEPILAIOIIMM MOKYIIKU

Hu OJVIH U3 BAPpHMAHTOB HEC ABJIACTCA BEPHBIM

Wik Ww|iN

Tun knuenma «Kpyz» coomeemcmayem ciedyroujemy OnuUcCanuio:
Ko0J1-BO npaBUJILHBIX 0TBETOB - 1

Co0OpaH, cocpeioTOueH, CePhE3CH, MPEKPACHO OCBEIOMIICH

OO0mmTeNeH, SMOIMOHAJICH, HABSI3YUB, JOBEPUHUB, MOAATIIMB

.HI-O603HaTCJ'ICH, CMCJI, HC YBCPCH B ce6e, T'OTOB K OTKPBITHAM W HOBHHKaM

Camormo0uB, caMOyBepeH, MPUIUPYHB, TOTICPKHYTO MOJICH

AP IWON|F-

K Komnonenmam yennocmu yciyeu He OMHOCAMCA:
KoJ1-B0o npaBuJIbLHBIX OTBETOB - 1

OcHOBHas U AOIOJHUTCIIBHBIC YCIIYTI'H

CeHCOpHBIE pa3IpaKUTENH

HCHa B CTOMMOCTHOM BBIPAXKCHUU

HoBuszHa npoaykra

Ol WN|F-

Llennocms ycayeu, nepconana, umMuoica KOMRAHUU U CEPEUCA OMHOCAM K:
Ko.1-B0 npaBHJIbHBIX 0TBETOB - 1

I{eHHOCTH, BOCTIPUHUMAEMON KJIMEHTOM

OO0uwmM H3zIepKKaM

OO01MUM 1IEHHOCTAM

BHyTpeHHUE npucyiye npu3Haku yCciayru

DB WIN|F

Bocnpunumaemuwiit puck u decnokoiicmeo ommuocam K:
KoJ1-B0O npaBuJILHBIX 0TBETOB - 1

CeHCOpHBIM pa3IpasKUTENSIM

PU3NYECKUM YCUIIHSIM

IIcuxonorunueckum Tparam

OKOHOMUH BPEMEHHU IIPU NMOTPEOJICHUHU YCIYTH

N[ BARIWIN|EF

Maiinacersl B cepBUC-AU3aiiHe — ITO:
KoJ1-B0 npaBuJILHBIX 0TBETOB - 1

1 npouecc  ¢GopMUpoBaHHS ~ OOpa3a  LEJIOCTHOIO  IpeIMeTa,  HEeMOCPeICTBEHHO
BO3CHUCTBYIOLIETO HA aHAJIH3ATOPbI

2 noOy»XJeHue K JEeUCTBHI0O W HEOTheMJIeMas dYacTh JIFOOOTr0 MPOQPECCHOHAIBHOTO H
JUYHOCTHOTO POCTa

3 HaOboOp mpaBwil, YyOeXJAEHWUH, MOAXO/I0B, KOTOPBIMU 4YEJIOBEK PYKOBOJICTBYETCS NpH
NPUHATHH PEeLIeHUN

4 ycTosiBIasicss (hopma OBITHS dYeJOBEKa B MHUpPE, HAXOMAAMIas CBOE BBIPAXKEHHUE B €ro
JIESITENIbHOCTH, MHTEpecax, YOk ICHUSIX

8 HNudpacTpykTypa Kak KOMIIOHEHT CepBHC-IH3aiiHA BKJIIOYaeT B ce0s:
KoJ1-BO npaBUJILHBIX 0TBETOB - 1

1 CoTpyJIHUKH KOMTIAaHUHU

2 Beb6-cTpanuna caiita KOMOaHUU
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3 [Tpouieaypa oka3aHus yCIyTH

4 Pemennie Bompoca uepe3 ciyk0y Mo IepKKU KOMIaHUH

9 IIyTh KJIMEHTa B cepBHUC-IU3aliHE — ITO:

KoJ1-BO NpaBUWJILHBIX 0TBETOB - 1

1 3TO nporecc (GopMUPOBaHUS HUMUKA OpeHJa B TEUCHHE JJIUTENLHOTO Iepuojaa uepes
oOpa3oBanue 100aBOYHOW  ILIEHHOCTH, SMOLMOHAJIBHOIO JHOO  palMOHAIBLHOTO
«o0elanus» TOProBoil MapKu

2 KOHKpETHast HKOHOMHYECKAs CUTYyaIHs Ha JTAaHHBIHI MOMEHT Ha
onpeeéHHOM PbhIHKe TOBapOB (YCIYT) WK B OTJEIbHON OTPACiii SKOHOMUKH.

3 cbop, KimaccupuKamyMs W aHanM3 HWHPOPMALMKM O CUTyallMd Ha pBIHKE: IICHAX,
KOHKYPEHTax, M0JIb30BATENSIX U APYTHUX.

4 AKTUBHBIA HMCCIIEOBATENBCKHIA TPOIECC, KOTOPBHIA MPOXOJUT MOKYNAaTelh Ha IyTH OT
BO3HHUKHOBEHHUS 3aJaud, KOTOPYIO HY)XHO PEIINTh 0 IMOKYNKH, KOTOpas €My B 3TOM
TIOMOJKET.

10 9OMOIHOHAJIBLHBIH HHTELIEKT — 3TO:

KoJ1-Bo npaBuJIbLHBIX OTBETOB - 1

1 CucremMa cyXJIeHUH, KOTOpas UCHOIB3YETCs Ul aHAIM3a BEUIeH ¢ KPUTHYECKOH TOUYKHU
3peHust U COOBITHH ¢ (POPMYITHPOBAHNEM OOOCHOBAHHBIX BHIBOJOB U MO3BOJISIET BEHIHOCUTH
000CHOBaHHbIE OILICHKH, MHTEPIIPETAlMU, a TaKKe€ KOPPEKTHO MPUMEHSTH IOJIyUYCHHBIC
pe3ybTaThl

2 CIOCOOHOCTh Paclo3HaBaTh SMOIMH, HAMEPEHUs, MOTHBAIIMIO, JKEIaHUS CBOM U JPYIHX
JIOJeH U yIpaBJIsTh 3TUM

3 KadecTBO mCcHXHMKH, cOCTOsIIee U3 CIOCOOHOCTH OCO3HABaThb HOBBIE CHUTYalluH,
CHOCOOHOCTM K OOYYEHHI0O M 3allOMHHAHUIO Ha OCHOBE OIbITAa, I[OHUMAHUIO U
NPUMEHEHHI0 aO0CTPaKTHBIX KOHIICMIUH, ¥ WCIONB30BaHUIO CBOMX 3HAHWUU JUIs
yIpaBJIEHUS] OKPY KaroIleH yenoBeKa cpeioi.

4 CocTosiHME TICUXMYECKOM JKM3HM OpraHu3Ma, BbIpa)karolieecsi B CYOBEKTHBHOM
NEepeXKMBAHUU COOBITMI BHEIIHEro MHpa M, a Takke B OT4éTe 00 3TUX COOBITHUSAX U
OTBETHOW PEaKIMU Ha ITU COOBITHS

11 | B cepBuc-gu3aiine Customer Journey Map — 3to:

KoJ1-B0 npaBuJILHBIX 0TBETOB - 1

1 BCE TOYKM KOHTAaKTa MOTPEOUTENs C MPOJYKTOM WM OpEeHIOM ¢ MOMEHTa IEepBOro
COIIPHKOCHOBEHUS

2 3TO TMOPTPETHl IMOJb30BATENCH, KaXKIbI W3 KOTOPHIX MPEICTABISAET ONPENCICHHYI0 MOJIENb
TIOBEJICHHS

3 MakKeT, KOTOPbII MMUTHPYET B3aUMOJICHCTBHE MOJIb30BaTeNIsl C MHTEp(ecoM MpoeKTa

4 ['enepupoBaHue UeH MPeJOCTaBICHHUS YCIIyTH, IPOTHO3UPOBAHUE €€ OCHOBHBIX
peCypcoB, pa3paboTKa cTpaTeruu MapKeTHHIra

12 | IlporoTHNIMPOBaHUE B CEPBUC-IM3aiiHE — ITO:

Ko.1-B0 npaBUJIbHBIX 0TBETOB - 1

1 AKTUBHOE COZICHWCTBUE YAOBIETBOPEHUIO HMHINBUIYaTIbHBIX U KOJIEKTUBHBIX
noTpeOHOCTEH TFoIel B pa3IHuHBIX chepax MOBCETHEBHOW )KU3HH Yepe3 MPOU3BOJICTBO
MaTepUalbHBIX M TyXOBHBIX Ojar

2 KapTa, 0TOOpaXKaroIas AeUCTBHUS KIMEHTA, €r0 MBICIH, SMOIIUU U TIPOOJIEMBI, C KOTOPBIMU
OH CTaJIKUBaETCs

3 psLT ACWCTBUH, KOTOPBIE SIBIISTIOTCS HHCTPYMEHTAMHU TSI TPOU3BOJICTBA IIEHHOCTH, OHH
MOTYT CO3/IaTh LIEHHOCTh, HO CaMH He SIBJIIIOTCSL CAMOCTOSITEIIbHON IIEHHOCTBIO

4 MaKeT, KOTOPhIii HMUTHPYET B3aUMOJICHCTBHE TOJIb30BaTEIs C HHTEp(deHCcoM poeKTa
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13 Oco3HaBaeMasi 4YeJ0BEKOM HQOGXOI[I/IMOCTB HMETh YTO-JIH00 AJIA moAAepKaHUusl
KU3HEACATCIbHOCTH U PAa3BUTHSA - 3TO:
Koia-Bo NMPpaBUJIbHBIX OTBETOB - 1

JKCJIaHHUC

CO3HaHHC

NOTPeOHOCTh

AWIN|IF

MOTHUBALIMA

14 | BHyTpeHHe COCTOSIHHME YeJOBEeKa, KOTOpOe CBSI3aHO ¢ €ro HAaCTPpOeHHMeM B
KOHKPETHbIN MOMEHT - ITO:
KoJ1-B0 npaBuJILHBIX 0TBETOB - 1

SMOLIUSA

MOTPEeOHOCTh

1

2

3 YYBCTBO
4 MBICJIb

15 | Cornacho mnupamuae mnorpedHocTeil A.Maciioy, 4ejloBedyecKHe IOTPeOHOCTH,
OTHOCSIIMECS] K NOTPeOHOCTSIM BbICIIEr0 YPOBHS, HA3bIBAIOTCS:
Ko.1-B0 npaBHJIbHBIX 0TBETOB - 1

(1)I/ISI/IOJ'IOI‘I/I‘ICCKI/IMI/I

AYXOBHBIMUA

OK3MCTCHIIMAJIbHBIMHA

AIWIN|F

coMaJIbHBIMHU

3adanua omkpeimozo muna (llpakmuueckue/cumyayuontsie 3a0aqu, 60nPOCsvL U np.)

3apanue 1.
1. Tpoananm3upyiite maHHyto cuTyauuto. [logymaeTre, BO3MOXKHO JH OJarompusiTHOE

3aBEepIICHHE Beuepa sl peCTOpaHa v KIHNEHTOB.
2. CMOKeT I 3TOT PECTOpPaH UCIPABUTH MOJIOKEHUE U YAEPKATh MOCTOSHHBIX KIHMEHTOB?
Ot yero 310 OyneT 3aBUCETH?
Jaiite 2 BapuaHTa MPOTHUBOIIOIOKHOTO Pa3BUTHUS COOBITUH.
OnumuTe omuOKH aIMUHUCTPATOPA.
5. CrouT 1M y4WUTHIBaTh JAHHBIA KeWC AJsi KOPPEKTUPOBKH CTAaHAAPTOB OOCITY>KWBAaHUS
TAHHOU KOMITaHUMH.

~ow

Pecropan. Cymnpykeckas mapa, Ha HPOTSIKEHMH 2 JIET SIBJSIOUIAsCSl KIMEHTOM ATOrO
pecropaHa, 3a 2 IHs 3aKa3aJjla CTOJIMK Ha 4 ]IS Ipa3THOBAaHUS TOIOBIINHEI CBOeH cBabObI. [Ipu
3aKa3e ¢ MPUHUMAIOIIUM 3aKa3 COTPYJHUKOM pecTopaHa ObUIO OrOBOPEHO, YTO JUIsl CYyNpyToB
OCTaBAT UX JIOOUMBIN CTOJMK y OKHA. Tak e 3apaHee ObLJIO COTacoBaHHO U MeH0. Cynpyru u
UX FOCTU MpHUOBUIN B PECTOPaH K HA3HAYEHHOMY BPEMEHHU B IIPEKPACHOM HACTPOEHHH, 00Cy K 1ast
61110/1a, KOTOpbIE UM MPEACTOUT OTBEAATh U MPEABKYIIast Beuep B MPUATHON TUXOI 00CTaHOBKE
B JIpy’KE€CKOW KOMITaHUU. 3aiiisl B 3aJ1 peCTOpaHa, OHU OOHAPY’KHUBAIOT BMECTO IPUTOTOBICHHOTO
K Y’)KHHY UX CTOJIMKA, OH 3aBaJIeH IPsA3HON nocyoil. OHM CTOAT B LIEHTPE 3aJ1a, OXKUAAS, YTO K
HUM TOJOMAET KTO-TO W3 MEpCOoHala M NPOSCHUT cuTyanutr. Cynpyr HaUMHAeT HEPBHHUYATH,
Cymnpyra U Jpy3bsl €r0 YCIIOKauBaroT, CYNpyra OTIPABIIICTCS HA MMOUMCKHU aIMUHHUCTpATOpa 3aja.
AnMuHHUCTpaTOpa oHAa OOHAPYKUBAET B CIYKEOHOM MOMENIEHUH 3a YaIIKOW Kode U CUraperoil.
IIpu BUAE KIMEHTKHU aIMUHUCTPATOP MOCIEIIHO BCKAKUBAET U UHTEPECYETCS YTO CIIYyUUIIOCH.

KimmenTtka: «9T0 MBI XOTHM y3HaTh, YTO CIIYYWJIOCh! Y HAC 3aKa3aH CTOJMK Ha YETBEPHIX
Ha 19:00. Ham cron He yOpaH u He cepBupoBaH. Ham He y100HO nepe] HallluMU TOCTSMU.»
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Anmunuctpartop: «be3oOpaszue! Hamm nrogu coBceM pasyumiuch padotars. Ceifvac
IPOBEPI0, KTO M3 OQHUIMAHTOB OOCIIYy)KHBAaeT 3TOT CTOJ M YCTOIO pPa3HOC. A Bbl IOKa
noxoxauTe .

OdunmanTtka, KOTOPYIO BbI3Bal aJAMHUHUCTpATOp, HE oOpallas BHUMAaHUSA Ha TO, YTO
KJIMEHTKAa HAaXOOUTCA PAJOM M C HMHTepecoM HaOmonmaer 3a mpoucxoasumm: «Hy u dro!
[Togymaems, cron He yOpan! Bcero- to nmomyaca npomwio. Mornu Obl M 0MO3JaTh HEMHOTO.
MHe HyXKHO OBLIO OTIIY4HTHCS Ha HeHanoaro. Ceifyac Bce CAearom.

VXoauT B 3all, ¢ HENPHUSI3HBIO IJISIHYB Ha KIMEHTKY. AJIMHHMCTPATOp, HCIBITHIBAs
HEJIOBKOCTh, KJIMEHTKe: «Buaure, xak pazbontancs mepcoHan. Hukakoro ciagy ¢ HUMHU HET.
Crapble Kaapbl yXOJAT, a HOBble paboTaTh HE 3acTaBullb. Bee neno B Hamem aupekTtope. B
pecropaHe He MOSBISAETCA M IUIATHT opuipantam rpomu. Yto ¢ HuX norpelyems? bynere
/1aTh MI0Ka OCBOOO/IAT Balll CTOJIMK WM CSIIETE 3@ CBOOOIHBIN?»

KinuenTka: «Ckonbko 3aiiMeT OArOTOBKA HAIIETO CTOJIMKA?)

AnmuHucTpaTop, pasBoas pykamu: « C  TakuM [E€pCOHAJIOM HHUYEro HE MOry
rapaHTUPOBATHY.

Knunentka: «JlaBaiiTe MOCMOTpPUM, Kakue CTOJIMKM CBOOOAHBI, U TOTJa Mbl IPUMEM
pereHue»

JlamMa BO3BpaIaeTcsi K CBOEMY CYHpPYTy U TOCTSM, OHH BMECTE C MYXKEM H3BHHSAIOTCA
nepes CBOMMHU JPY3bsIMU 3a 3a/I€PKKY, TE CMEIOTCSI U ITPOcAT He OecriokouThed. Jlama cool1aer,
4TO MPEJUIOKUIM Ha BBIOODP: *JaTh CBOM CTOJMK WM 3aHATh 000 cBOOOIHBINA. YBUIEB, C
KaKoil CKOpOCThIO o(uImaHTKa yOHWpaeT WX CTOJ, Jpy3bs pPEIAT 3aHITh CBOOOIHBIM.
AJMMHHCTpAaTOp C€OOOLIAeT, YTO Ha YETBEPbIX CBOOOJEH TOJNBKO OIMH CTOJN PAJOM C
MY3BIKaHTaMH. Y CTaB OT OXKHJIAHUS, CyNIPYTH U TOCTU PEUIAIOT 3aHATh 3TOT CTOJ.

3aganue 2. Typucrckas KOMIOaHUS NPUHSUIM HA pabOTy MOJIOJOTO U CITIOCOOHOTO MEHEIKepa 1o
npoaaxe (Tonpko 4To okoHuuBIIEro PI'YTuC), KoTophlif mpeBOCXOAHO CIIpaBIIseTCs ¢ pabOTOM.
OH 1mpoBe yKe HECKOJIBKO MPE3EHTAIIUN TypOB, U KJIIMEHTHI UM OYEHB JOBOJIBHEI.

Bwmecrte ¢ TeM OH pe30K M 3aHOCYMB B OOIICHUH C APYTUMU PabOTHHUKAMHU, OCOOEHHO C
00CITy>KHBAIOIIUM TEPCOHATIOM. PYKOBOIUTENh KaXK/IbIH JI€HB MOJy4aeT TAKOTO POJa CUTHAIBI, a
CETOHSI MMOCTYIUIIO MUCbMEHHOE 3asBIIEHUE OT CEKPETaps MO MOBOJLY €Tr0 rPpyOOCTH.

Kakue 3ameuanust u kakuM 00pa3oM HEOOXOIUMO cJeiaTh MOJIOJOMY CHEIHAIHCTY,
4TOOBI U3MEHUTH €T0 CTHIIb OOIeHHs B KoyiekTuBe? Kakue ycTaHOBKHM HEOOXOAMMO BHEAPUTH
B KOJUIEKTUB?

3aganue 3. 3BoHuT KilneHT 1 04eHb pa3pakK€eHHO KPUYUT Ha Bac, IPUMEHSs Jake HEYMECTHYIO
OpaHb, n3-3a OUIMOKHU BaIIEro KOJUIETH.

Bamu nevictBus?

3ananue 4. Bamum HemocpencTBEeHHBIC MOTYMHEHHBIE MEX Ty COO0H 00CY)Iar0T U BBICMEUBAIOT
KITMEHTa, KOTOPBIA OCTaBWII HA HUX kanol0y Bamm aeiictBus?

3aga}me 5. CocraBbTe IMPUHOHUIIBI KIUCHTOOPUCHTUPOBAHHOI'O IIOAXO4Aa [JIsI KOMIIAHHU B
COCTOAHHH HaCBIHIeHHOﬁ KOHKYPCHIIHH.

3ananue 6. Bam 3BoHuT Ham KimeHT, HO ero BOmpoc — HE B Balleil KOMIIETCHIIMM U BBl HE
3HAEeTe Ha KOTO NePeKIounTh. Bamu neiictus?
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3ananme 7. Onummre OTKPBHITYIO MO3Y MpPU JAEJIOBOM OOLICHHHM «COTPYIHUK-KIHEHT.
OO0BsicHUTE, TOYeMy UMEHHO OHa d(peKkTUBHA.

332!3]—[]/16 8. Hepez[ MCHCPKEPOM  KIIMEHTCKOIro OTAc€jIa CTOUT 3ajJada HU3MCPCHHA
KIIMCHTOOPUCHTUPOBAHHOCTU COTPYAHUKOB OTACIIA. Kakue HHCTPYMCHTBI cepBHc-;[maﬁHa OH
MOXCT HpI/IMeHI/ITB?

3ananue 9. OqHUM U3 NPUHIUIIOB KIMEHTOOPHUEHTUPOBAHHOCTH SIBJIIETCS AIMIIATUS U IIyOoKoe
IIOHUMaHue KJIMeHTa. Kakoil THCTpYMEHT CepBUC-IU3aliHA COOTBETCTBYET JAHHOMY IIPUHIUITY.

3ananue 10. YrpaBieHne KIMSHTCKAM OIBITOM WM customer experience — 3T1o...:
3ananue 11. ChopmynupyiiTe TpH KJIFOUEBbIX KOMIETEHIIMM COTPYAHUKA KIIMEHTCKOIO CEpBUCAL:
3aganue 12. J{ns Kakux 11e51€i COCTaBISIOTCS CTAHIAPThl KJIMEHTCKOIO CEpBUCA B KOMITAHUU ?

3aganue 13. Kakue pa3zesnbl BKIIOUYEHbI B CTaHAAPThI 00CITYKUBAHUSI KIIMEHTOB?

3ag!a1me 14. Hepe‘II/ICHI/ITC OTallbl COCTABJICHUS KIIMCHTCKUX CTAHJAapTOB O6CJ'Iy>KI/IBaHI/I$I.

3aganue 15. MokeT M COTPYIHUK CEPBHCHON CIyX OBl OTKJIOHATHCA OT KOPHOPATHUBHBIX
CTaHJapTOB?

3aganue 16. HazoBure mnpuuuHBL, KOTOpHIE Ha Balll B3IJISA, 3aTOPMAaKMBAIOT pa3BUTHE
KaueCTBEHHOT'O CEpBHCA M CO3/IaHMsI CTaHIapTOB oOCTykuBaHus B Poccum.

3ananue 17. CoTpyIHUKY KIMEHTCKOIO CepBHCAa IOCTABMIM 3ajady OOy4YeHMs KOJUIer JJis
MOBBILICHUSI KayecTBa CepBUCAa M KOPPEKTHPOBKM CTaHAApTOB oOcimykuBaHusa. Kakue
MHCTPYMEHTBI MOKHO €My IIOPEKOMEHI0BATh?

3aganue 18. Jlns xoHTposst pabOThl KOMIIAHUM MCIOJNB3YIOT OIpPENEICHHbIE METPHUKU.
[Tepeuncnure OCHOBHBIE U3 HUX.

OtBer: [lokazarens moku3HeHHOM  ueHHoctu  kiueHta (LTV), CSAT  (unpekc
ynoBietBopeHHocTH), CES (mokazarens ycuiumii)

3ananue 19. CoTpyaHuKY CIIy>KObl KJIMEHTCKOTO CEpBHCAa IOCTaBJIE€HA 3ajada pacCUUTaTh
OCHOBHbIE ~ METpUKM  otThena. llpeaynokure  KaHaibl, 1O KOTOPHIM  HEOOXOAMMO
B3aMMOJEMCTBOBATH I pacueTa METPHK.

3aganue 20. [lepeuncnnre OCHOBHBIE JEHCTBUS 111 BHEIPEHUST CUCTEMBI KIIMEHTCKOIO CEPBHUCA.

3ananue 21. [Ipogasen obemnraer 6ecruiaTHyo H0cTaBKy mpu 3akaze oT 4 000 p., B IpHIIOKEHUN
00 sTOoM cooOraer kpynHblid OanHep. KineHT HaOupaeT B KOP3UHY MPOAYKTHI — YacTh M3 HUX
BecoBble — M jenaeT 3aka3 Ha 4 100 p. Ilpumeuanne Ha cTpaHuile 3akaza: «Baumanume. Bec
HEKOTOPBIX TOBAPOB MOKET OTKIOHSITHCS B OOJBIIYIO WIIM MEHBIIYIO CTOPOHY. OKOHYaTeNbHas
CTOMMOCTh TOBAapOB OyJeT yka3zaHa B 4eke». Kypbep mocTaBisieT MpoayKThl Ha cymMmy 3 987 p.
(BecoBbIe MPOYKTHI BBIIUIM JCIIEBJIE, YeM MpHU 3aKasze), U B ueke kiaueHT Buaut + 200 p. 3a
noctaBky. OxumgaHusi 0OMaHyTHI, CEpPBUC CpadoTan oTpUIaTenbHO. Kak MOXHO MCTIPaBUTh ATY
OLINOKY.
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3apanme 22. Kiuent 10 et moapsn 3aka3biBai KO JHIO POXKIACHUS TOPT B KOHIUTEPCKON Ha
yray. ['otoBunu ero 3a tpu aus. Konaurepckas 3akpbliach, U KJIMEHT oOpaiaercs K Bam. Bam
CPOK U3TOTOBJICHUS — sATh qHEH. KineHT HenoBosieH: «MHe paHbllie JIeJaiu 3a TpU, IOYeMY Bbl
TaK He MOKETe, BbI TI0Xasg KOMIaHus». Kak MOYKHO UCIIPaBUTh 3Ty CUTYAIHIO.

3ananme 23. KakoBa cTaHIapTHasi CTPYKTYpa KJIMEHTCKOTO CEpBHCA OHJIANH.

3aganue 24. Kakue MHCTpyMEHTBHI aHAJUTHUKUA MOXHO MCIOJNb30BaTh Uil pabOThI ¢ CaWTOM
KOMITaHUH.

3ananue 25. Kakue criocoObI OIIIATHI [[EI€CO00Pa3HO MPEIIOKUTH KITUCHTAM.
3ananue 26. Kakue kaHaibl 00s3aTeNIbHBI TSI XOPOIIETO KIIMEHTCKOTo cepBuca?

3ananue 27. [lepeunciure BUAbI CBSA3HU, KOTOPbIE MOTYT OBbITh YAOOHBI KJIMEHTAM

3aganue 28. Mara3suH TOBapoB Ui JKUBOTHBIX, B KOTOpOM 3a JAeHb M3 50 mokynareneit 35
3aKa3bIBalOT MO TenedoHy (BXOIAIIME 3BOHKHM KIMEHTOB U3 rpymmbl «BKonrakrey), a cpennuit
yek nokynku — 800 p. Ecau He no3BoHsTcs Bcero 10 KIMEHTOB, BiIajienel] Mara3uHa eKeHeBHO
oynet tepath 8 000 p. B mecsiy morepu coctassat 240 000 p. Ha pa3roBop ¢ 0THUM KJIUEHTOM I10
tenedoHy IPOJaBell TPAaTUT MUHUMYM 5—7 MHUHYT, TO €CTh 4 4aca pabodero BpeMEHU B JCHb.
O4eBHAHO, YTO MPEANPHUHUMATETI0 HEOOX0IMMO pa3BUBaTh KaHA MPOAaX M0 TenedoHy, nHaye
OH TepsieT NPUObLIb. YTO MOKHO NMPEJIOKUTH JIJIS pELIEHUs 3TOM 3a1auu?

3aganue 29. KakoBbl nmperMyIecTBa OTA€IbHOTO KaHalla Jisl 3BOHKOB OT KJIMEHTOB?

3apanue 30. Ceifuac B KOMIMaHUM MOXHO YBHAETH cienyromue ¢passl: «Jobpuiii oenv. Ilo
emopuuxkam mvl pabomaem c¢ 9 oo 18. Cetiuac yoce no3ono, u nac nem 6 oguce. Moi omeemum
eéam Ha noumy 3aempa 0o 12.00». Umm tax: «Cneyuanucm yama omeeuaem no 0yousam ¢ 9 oo
18. Mu1 obpabomaem sauie coobujenue 6 oaudxcaviwull pabouuii deHv 0o obeda. Omeem Oyoem
omnpasnen Ha e-mail, komopuvlil vl ykazaiuy. Kakum obpazom MOMCHO ucnpasumv 2mom
Hedocmamox?

3aganue 31. Kakyio 1osib3y HECyT AJisl CEPBUCHON KOMIIaHUM 4aT-0O0TBHI.

3aganue 32. /Insg OosibIIMHCTBA NOTpPEOUTENEH ONpPENENSIIONIYI0 pOJib B IOKYIKE HIpaeT
CKOpOCTh MoJIy4eHHs: ToBapa. 31 % mpeanoyuTaer moiayyaTh 3aKa3aHHOE B TOT K€ JIeHb, 26 %
COTJIACHBI MOJ0XKAAaTh HECKOJIBKO JTHEH. [lepeuncauTe KitoueBble KPUTEPUH KaueCTBa JOCTaBKHU.

3ananme 33. /laiite onpeneneHrne TEPMHUHY «IIPOrpamMMa JOsUTbHOCTH

3aganue 34. Kakue npo6iieMbl MOKHO PELIUTH C TOMOIIBIO TPOTrPAMMBI JIOSUTBHOCTH?

3aganue 35. Kakyue KOMIIOHEHTBI COAEPKUT ITOCTOSIHHAS TPOTPaAMMBI JIOSUIBHOCTH?

3aganue 36. HaGop neiicTBuii, mpennpUHUMAaeMbIX JIOJbMU HpPHU MOKYIKE U MOTpeOJIeHUn
TOBapoOB (YCJIyr) Ha3bIBAIOT

3aganue 37. PazpaboTka KIMEHTCKUX CTaHAAPTOB OOCIY>KMBAaHUS BKIIIOYAET CIIEAYIOIINE
ATaIbI
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3ananue 38. MaxkeT, KOTOpbIii UMHTHPYET B3aUMOJCHCTBUE IOJIb30BaTeNsl ¢ MHTepdericom
IPOEKTa Ha3bIBAIOT

3ananue 39. Be6-cTpanuna caiita KOMIaHUU SBIISCTCS

3ananme 40. HoBusHa npojiykTa — 3T0 KOMIOHEHT YCIIYTH.

3ananue 41. Ha a¢ppexTuBHYI0 OpraHu3aIiio 00CIyKUBaHUs TTOTPEOUTENS BIUSIOT:
1. .

2. TexHuueckue, aIMUHUCTPATHBHBIC, MAPKETUHTOBBIC H SKOHOMHYECKUE CUCTEMBI
TIPE TP THS

3. [IpumeHsieMbie METOBI 00CITYKUBAHHUSI

3ananue 42. Meton 0OCTyXKHUBaHUS TOTPEOUTENEH — 3TO

3ananue 43. ®opma 06cIy)KUBaHUS TOTPEOUTEINEH — ITO

3ananue 44. IlpuBenure npumMepsl NPUMEHEHUS CEpBUC-AM3aliHa B OU3HECE.

3ananme 45. AHanu3 [OaHHBIX, B3aMMOJIEHCTBHE C IIOJb30BaTEIsIMH M KOMaHIOH
pa3pabOTUMKOB, CO3/IaHUE U ONITUMHU3AIINIO ITPOIIECCOB — ATO

3aganne 46. OOBSACHUTE CMBICI HCIOJIB30BAaHUS IPOTOTUIIMPOBAHUS B paboTe cepBHUC-
Ji3anHepa.

3ananue 47. [IpumepoMm pesynbTaTa CEpBHC-IH3aiiHA MOKET CTaTh:
3ananue 48. IlonpoOHbIe MpeaCcTaBIEHUS O KaX/JI0M CErMEHTE 11eJIEBOM ayAUTOPUH Ha

MMPpUMEPE KOHKPECTHOT'O IMOKYIIAaTCJIA. CHCI_II/IaJ'II/ICT ACTAaJIbHO OIIKCBIBACT a6CTpaKTHOFO
YCJIIOBCKA, €TI0 MHTCPECHI, IPUBBIYKH U 00u - 3TO

3aganue 49. MHCTpyMEHT, UCIIOJIb3YyEeMBIH ISl CHU)KEHHUS 3aTpaT Ha pa3paboTKy perieHus —
3TO

3ananue 50. CepBuc-nu3aiiHep A0JKEH 001a1aTh CIeIyIOIMMHI HaBbIKaMHU:

3aganue S1. IlepeuniciuTe OCHOBHBIE TPEKH CEPBUC-IH3aIHA.

3ananme 52. ........ — OJIMH W3 OCHOBHBIX 3TAloB MpH pa3paboTKe CepBHUCA, 3/1€Ch Mbl U3yYaeM
KOHTeKCT JKM3HEHHOH cuTyaluu, MOHMMAaeM, KaK YCTPOEHBI TEKyIIHE CEPBUCHI M H3ydaeM
TEKYILLUN OIBIT JIIOJEH.

3apanue 53. Ilepeuncinure OCHOBHBIE METOABI N3YUEHUS KIMEHTCKOTO OIBITA.

3ananue 54. Ilepeuncinure OCHOBHBIE HAIIPABIEHUS, HA KOTOPBIE BIUSAET CEPBUC-IU3ANH.

3ananme 55. Kapra nyTu kiimeHTa MO3BOJISIET MOHSATH:

3aganue 56. Ilpu cocraBneHNM KapThl MyTH KIHEHTa HEOOXOAUMO:
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3apanue 57. Yrto Takoe nu3alH-CIPUHT?

3aganue 58. Kapra skocucreMsl cepBuca — 3T0:

3aganue 59. Ayaut cepBUCHBIX MPOLIECCOB — 3TO:

3aganue 60. Kapra cepBUCHBIX HHHOBAIUI — 3TO:

3aganme 61. O6o03HaubTE NMpeumMyLiecTBa Helpocereit, .

3ananue 62. Ilpomecc co3gaHus M COBEPUICHCTBOBAHUS CEpBUCA JOJDKEH OBITH HAIlCNIeH Ha
yIOBJIETBOPEHHE HOTPEOHOCTEH M OXKUAAaHUM IoJib30BaTeNneil. YdacThe moJjbp30BaTeiei B

mporecce pa3pabOTKH U TECTHPOBAHUS CEPBUCA TIO3BOJISCT YIECTh UX MHEHUE U MPEAIOYTCHUS.
DTOT NPUHIUI CEPBUC-IN3aiiHA HA3BIBAETCS

3aganme 63. CepBuc Au3ailH yYUTHIBACT B3aUMOJCHCTBHE M 3aBUCHUMOCTH Pa3IMYHBIX
aeMeHTOB cepBuca. Kaxgas aeranp MoJDKHA OBITH MpOAyMaHa C TOYKM 3PEHHS €€ BKJIaja B
0011y10 PYHKIIMOHAIBHOCTh CEpBUCA. DTOT MPHUHIIUI CEPBUC-/IN3aiHA HA3bIBACTCS .
3aganue 64. CepBuc paccmarpuBaeTcsi Kak Ha0Op TIpOLIECCOB, B paMKax KOTOPBIX
MOJIb30BaTeIb B3aUMOJICUCTBYET C cepBUCOM. [Ipu mpoeKkTHpoBaHHHM cepBUCAa HEOOXOAMMO
VYHUTHIBATh MOCIEAOBATEIHHOCTh JCHCTBUI TONB30BaTeNsl M OOECHEYHTh €My YAOOHBIA W
JIOTUYHBIN MyTh B3aUMOJACUCTBUS. DTOT MPUHIUI CEPBUC-IMU3aiiHA HAa3bIBACTCS
3ananme 65. [[u3aitH-MBITIUICHHE — 3TO:

3aganue 66. Kakue ommOKy MOKHO COBEPIIUTH MPU COCTABIEHUU KapThl MOJIb30BATENA?
3ananue 67. Personas B cepBuc-aAn3aiiHe — 3TO:

3ananue 68. Stakeholders maps cepBucHOro nu3zaitHa — 3To:

3aganue 69. Kakumu MeTogaMu 1 HHCTPYMEHTaMHU MOJIb3YIOTCS PU CEPBUC AU3aiiHe?
3ananue 70. [IpeumyiiecTBa UCTIOIL30BaHUS CEPBUC IU3aiiHA B OM3HECE SIBIISIIOTCA:

3aganue 71. CepBuc qu3aiiH BKIIIOYAaeT B c€0sl HECKOJIbKO KJIIOUYEBBIX KOMIIOHEHTOB, KOTOPbIE
IIOMOTAIOT CO03/1aBaTh (PQPEKTUBHBIE U yJIOOHBIE CEpBUCHI JUIs Mojb3oBarenel. Ilepeuncnure
HEKOTOpBIC U3 HUX:

3aganue 72. Co3gaHue M COBEPIICHCTBOBAHME CEPBHCA SIBISIOTCS HENPEPBIBHBIM ITPOLIECCOM.
WtepaTuBHBIM MOIXOA MpearnojaraeT MOocCieI0BaTelbHOE YIyUIIeHHe CepBHCa Ha OCHOBE

o0paTHON CBSI3M OT TMOJb30BaTeNIed M CTATUCTUKHU HCIIOJIb30BAHUS CEpBHUCA. DTOT MPUHIUI
CEpBHC-I13aliHa Ha3bIBACTCA

3ananue 73. Kaxnmas menoub mMeeT 3HaueHue B cepBuce. Ocoboe BHMMaHUE YAENSETCS
MEJKUM JIeTalisiM, KOTOpPhIE MOTYT BIHATH Ha BOCIPHUATAE M HWCIOJIB30BaHUE CEPBHUCA
MOJIb30BaTeeM. 37ech Jake HeOONbIne U3MEHEHHUST MOTYT CeNaTh CEPBHUC Topa3fo yaoOHee
win 3 dexTruBHEe. DTOT MPUHIUI CEpBUC-AN3aiiHa Ha3bIBAETCA. . .
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3ananue 74. CepBuc-au3aiiH NIMPOKO MPUMEHSETCS B PA3IMUYHBIX cdepax NesTeTbHOCTH s
yJIy4IIEeHHUs 0JIb30BaTENIbCKOr0 onbITa. [IpuBeauTe HEKOTOPBIE IPUMEPHI:

3apanue 75. OpraHu3alMOHHBIA TpPUEM, MPEACTABISIONIUNA COOOW pPa3HOBUAHOCTH WIIN
COYETaHUE METOJI0B 00CITYKMBAaHUS IOTPEOUTENCH ITO

7.4. Conep:xanue 3aHATHIA CEMUHAPCKOI0 THIIA.

[TpakTuyeckas paboTa 3aKiroyaeTcs B BBIIOJHEHMHM CTYAEHTaMM II0J] PYKOBOJCTBOM
npernojiaBaTessi KOMIUIEKCa y4YeOHBIX 3aJaHMN HAmpaBlICHHBIX HA YCBOGHHE HAy4dHO-
TEOPETUYECKMX OCHOB Y4YeOHOM JUCLUIUIMHBI, TNPUOOPETEHHE NPAKTUYECKUX HABBIKOB
OBJIQ/ICHUSI METOAAMU MTPAKTHYECKON pabOTHI C IPUMEHEHUEM COBPEMEHHBIX WH(POPMAIIMOHHBIX
U KOMMYHHMKAIIMOHHBIX TeXHoJoruil. [IpakTuueckue 3aHsATHS COCOOCTBYIOT OoJiee TIyOOKOMYy
NOHMMAHUIO TEOPETUYECKOr0 MaTepuasa yueOHOro Kypca, a Takke pa3BUTHIO, (POPMHUPOBAHUIO
U CTaHOBJICHHUIO PA3JIMYHBIX YPOBHEHW COCTABIAIOLIMX MPO(EeCCHOHAIBHOW KOMIIETEHTHOCTH
cTyaeHToB. OCHOBOM MpakTUKyMa BBICTYNAIOT THUIIOBBIE CUTYallUH, C KOTOPBIMHU JIOJKEH
CHPABJIATHCS CHELUAINUCT B 00J1aCTH CepBUCA HA NPEANPUATUAX TYPUCTCKON OTPACIH.

Buabl npakTHYecKHX 3aHATHIA:
- Kpyruslii crour,
- CtyneHueckas KOHpepeHIus,
- Pemienue cutyalioHHbIX 3ajad4,
- Bole3iHbIe IpakTUYeCKUe 3aHATHS,
- [Icuxonornyecknii TPEHUHT

IIpakTnueckoe 3ansaTue 1.

Bun npaktuueckoro 3ausatus: « Kpyrislii cTom»

Tewma u conepxkanue 3anatus: [IporcxoxaeHne cepBUC Iu3aiiHa U €ro IPEUMYILECTBa
[IpakTuyeckoe 3aHATHE, NpeLycMaTpuBaroliee OOCYXJIEHHE CTYACHTaMH HCTOPUYECKHX
BOIPOCOB BOSHMKHOBEHMS U HBOJIIOLIMU CEPBUCHOM EATEIbHOCTH.

[lens 3ansATHA: B mpouecce n3ydeHns TEMBI CIEIyEeT COCPENIOTOYUTHCS HAa TEPMUHAX U
MOHSTUSIX, HUCIOJIb3YEMBIX B COBPEMEHHOHN CEpPBUCHON NEATEIbHOCTH — «CEPBHUCY», «YCIYyTray,
«cthepa oOCHyXHBaHUS», «KYJIbTypa CEpPBUCA», «CEPBUC-AU3AIH», «CEPBUC-MBIIUICHUE,
«3MOLMOHAIILHBIA UHTEIJIEKTY, «ITYTh KJIUEHTa» U JIp.
[TpakTnyeckue HaBbIKU: CTyeHTaM HEOOXOIUMO YSICHUTh OTJIMYMTEIbHbIE OCOOEHHOCTH YCIyT
B CpaBHEHUH, HampHUMep, C TOBApOM — HX HEOCSI3aeMOCThb, M3MEHYMBOCTb I10 KauyecTBY,
HEBO3MOXXHOCTb MX XpaHeHHs. Takke Ba)XKHO YCBOUTH NMPUHIMIIBI U OTIIMYUTEIbHbBIE PU3HAKH
CEpPBHUCHOM JESATETbHOCTH.
Bonpocsl, BEIHOCUMBIE Ha 00CYX/IEHUE:
1. TTonsiTue cepBUC-AN3aTHE U CEPBUCHOM AEATETLHOCTH.
2. Ciepa ycayr B 00ILIECTBEHHOM Pa3/IeleHUH Tpya.
3. @yHkuu chepsl yCIyr.
4.Ilonstue "ycmyra".
5.0co0eHHOCTH PBIHKA YCITYT.
6.CoctaB oTpacieii chepbl ycIyr.
7.Chepa yCIIyr u dbopmupoBaHue MOCTHUHAYCTPHATHLHOTO oO01ecTBa.
8. MakTOphl Pa3BUTHUS CHEPHI YCIYT.

IIpooonxcumenvrocms 3ansamusi — 2 waca (ounas gpopma)
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IIpakTnyeckoe 3ansiTue 2.
Bun npaktuaeckoro 3ansatus: «CtyneHueckas KOH(pepeHIns»
Tema u conepxanue 3anatusi: COCTaBISAIOMINE U IPUHLUIIBI CEpPBHUC-IH3aliHA
Bomnpocel, BHIHOCUMBIE Ha 00CYX/IeHUE
1. TlpuHUMIBI COBPEMEHHOTO CEpBUCA B MHIyCTPUU U CEpPBUCA.
2. 3amauu COBPEMEHHOTO CEPBHCA M CEPBHC-AM3aiiHA.
3. VYcuneHue poiid TYpUHAYCTPUU B COBpEMEHHOM s3koHOMUKE. Bo3nelicTBue dhakTopoB
pocTa MOTpPeOUTENHCKOM aKTUBHOCTHU. DBOJIIOLUS MMOHATHS CEPBUC-TU3AIH.
4. TlpuHIUIIBI CEepBHC-IU3aiiHA
5. ®DupMeHHBIN CEPBUC U €T0 NPEUMYILECTBA.
6. OcCHOBHBIE MTOAXO/IbI K OCYIIECTBICHHUIO CEPBUCA B Pa3HBIX CTpaHaXx.
Llens 3aHATHS: W3YyYUTh MPOOJIEMATHKY (OPMHUPOBAHUS CEpPBHCHOTO obmiectBa PO,
OTIPEeIUTh OCHOBHBIE MTPOOIIEMBI
[IpakTHyeckne HABBIKK: 3HATh OCOOEHHOCTH NMPOECKTHPOBAHUS CEPBHCHOTO MPOAYKTA B
COOTBETCTBUU C 3THOKYJIbTYPHBIMU, UCTOPUUECKUMU U PETUTHO3HBIMU TPAAULIUSIMHU
IIpooonxcumenvrocmo 3ansamust — 2 waca (ounas gpopma).

IIpakTnyeckoe 3ansTue 3.

Bun npaktuueckoro 3anatus: « Kpyrislii ctom»

Tewma u conepkanue 3anarusi: Criennduka yciayr Kak ToBapa.

[IpakTHyeckoe 3aHATHE, NpeAycMaTpHUBarollee OOCYKIEHHWE B BUAE KPYIJIOrO CTOJIA
COBPEMEHHBIX MOAXO0/I0B K (DYHKITUSAM U IPUHIMIIAM COBPEMEHHOT'O CEepBUCA U OKa3aHUsI YCIIYT.

[IpencraBuTh Npe3eHTALUIO JOKIAa!

1. Tlokynarenbckuii puck B cpepe OTEUECTBEHHBIX YCIYT.
2. PBIHOK TOCTMHUYHBIX YCIYT U €r0 OCOOEHHOCTH.

[lenp 3aHATHSA: M3Yy4YUTh OCOOEHHOCTH pa3BUTHUs cepBuca B Poccu u 3a pyOexowm,
NpEeJCTaBUTh OTYET O MPOJIeNIaHHON paboTe.

[IpakTHdyeckne HaBBIKK: IOHUMATh M aHAJTM3UPOBATh MHUPOBO33PEHUYECKHE, COIMATBHO U
JUYHOCTHO 3HAuuMMble QuiIocopckue MpodseMbl, MPOSABIATh MATPUOTU3M, TPYAOI0OHEe H
IPaXXIaHCKYI0 OTBETCTBEHHOCTb

IIpooonscumenvrocms 3anamus — 2 waca (ounas gopma), 0,5 uaca (3aounasn ghopma).

IIpakTnyeckoe 3ansaTue 4.
Bua mpaktudeckoro 3aHITHS: KPYTIIbIA CTOJ
Tewma u conepskanue 3anatus: KoHuenius noTpeOuTebCKOM EHHOCTH
L{enb 3aHATHS: H3YYUTh PA3IHIHBIC TIOIXOBI K OIICHKE MOTPEOUTEIBCKOM IIEHHOCTH.
Hanwucats scce, MOCBsIIEHHOE CUCTEME TPE0CTaBIEHUs cepBUCOB B PD.
[TpakTHdeckre HaBBIKM: 3HATh O IIOBEJACHUU IOTPEOUTENCH, KPUTEPUAX KadecTBa
uH(GOpPMaIIUK B Pa3BUTHH MMOCTHHAYCTPUATHHOTO 00IIIeCTBa
IIpooonsicumenvrocmo 3auamus — 2 yaca (ounas goopma), 0,5 uaca (3aounas popma).

IIpakTHyeckoe 3aHsATHE S.
Bua npakTrdeckoro 3aHATHs: KPYTJIbIA CTOJ
Tema u conepxanue 3aHATHs: THCTpYMEHTBI CEpBUC-AN3aliHA
Bomnpocsl, BBIHOCHMBIE Ha 00CYXKJIeHHE:
1.ComnocTaBbTe JKU3HEHHBIN LIUKJI yCIIyry U ToBapa. [losicauTe paznuyus.
2. ITonbGepute TOBApHI U YCIYTH, UK KOTOPBIX OJIMHAKOB.
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3. Tlogbepute mpuUMEpbl TOBAPOB M COMYTCTBYIOUIMX YCIYr B OOJACTH TOCYAapCTBEHHOTO
yIpaBJICHUs, KOMMEPUYECKOH JIeATEIIbHOCTH, MUCKYCCTBA.
4. ComocTaBbTe HHCTPYMEHTBI CEPBHUC-U3aliHA B PA3IMYHBIX 00IACTAX MPEAOCTABICHHS YCIIYT.
Llenb 3aHATHS: U3YYUTh HHCTPYMEHTHI CEPBHC-IH3aiHA.
[TpakTHdeckne HABBIKK: TIOHMMATh W aHAIH3UPOBATh AIPPEKTUBHOCTH MPUMEHEHHUS
UHCTPYMEHTOB CEpBHUC-TU3aliHA
IIpooonxcumenvrocms 3ansamust — 2 waca (ounas gpopma).

IIpakTHyeckoe 3ansaTHE 6.

Bun nmpakTrueckoro 3aHATUs: MIPeICTaBICHHUE MTPEe3ECHTAIIHIA

Tema u conepkanue 3anatus: CepBUC KaK KOMIIOHEHT ITPOJIaXKH TOBAPOB.

3amaHue 115 CeMHUHAPCKOTO 3aHATHUS:

CocraButh npe3eHTanuo Ta TeMy «COBpPEMEHHBIH CEpBUC B KOMMEpLUHN». 3ajaHue
MperoiaraeT aHaJIu3 OAHOW M3 COBPEMEHHBIX KOMIIAHHMM C PacKphITHEM BCEX OCOOEHHOCTEH
o0CITy)KUBaHUs MMOTPEOUTENICH B MpoIiecce Mpoaaxku ToBapay. IIpesenramus cocrout u3 10-15
CJIalI0B.

Lenb 3aHATHSA: U3yUUTh CEPBUCHBIE TEXHOJIOTUH B MPOLIECCE IPOJaKU TOBAPOB.

[IpakTyeckre HaBBIKM: BIAAETh CIOCOOHOCTHIO IMOHUMATh M  aHAJIU3UPOBATH
B3alMOCBS3b 00CIIy>)KMBaHHsI U TOPTOBIIH.

IIpooonsicumenvrocmo 3auamus — 2 uaca (ounasn gpopma), 1 wac (3aounas ¢popma).

IIpakTn4yeckoe 3ansaTue 7.

Bu npaktudeckoro 3ansatus: case-study/ Pemienue cuTyalMoOHHbBIX 3a71a4
Tema u conepxanue 3anatus: [loBeaeHue norpeduTeneil U MPUHITHE UMHU PELICHHMA
[TepconnumpoBaHHOE MPEIIOKEHUE CEPBUCHOTO MPOAYKTA TIO3BOJISET BBIICITUTH HanboIIee
Ba)KHbIE, C TOUKH 3PEHHSI CEPBUCOJIOTHH, ACTIEKThI PACKPBIBAIOIIUE OCOOCHHOCTH NOTPEOIICHUS:
- IEpCOHU(UKALINS OCYIIECTBIISIETCS 33 CUET M3MEHEHUS OT/ACTbHBIX MaTePHAIBHBIX U
HeMaTepUaibHbIX KOMIIOHEHTOB MPOJYKTa, HO HE IpeAroaraeT i3MeHeHus: 6a30BOro MpoayKra
WIN €TO UJIEH;
- QJIaTITUPOBAHHbIE XapaKTEPUCTUKH (OPMUPYIOTCS TOJIBKO C yUaCTHEM MOTPEOUTENS;
- IEpCOHU(UKALINS MOXKET OCYIIECTBIISTHCS TOJIBKO 32 CUET CEPBHUCA.

Ilenp 3aHATHSA: 3aKpenUTh MOJYYEHHbIE B XOJ€ JIEKIIMOHHOTO 3aHATUS 3HAHUA,
npuodpectu ¢GyHIaMEHTaJIbHbIE 3HAHUS O MOBEACHUU MOTPEOUTENs, MOTPEOHOCTAX B PA3HBIX
UCTOPUYECKHX 3I10XaX

[IpakTHyeckne HABBIKM: W3YYHUTh KOHIIETITyalbHBIE OCHOBBI CEPBHCOJIOTUH U
paccMOTPETh aCMEKThl COBPEMEHHOI'0 MOTPeOICHHS
IIpooonscumenvrocmo 3auamus — 4 yaca (ounas goopma), 0,5 uaca (3aounas gpopma).

IIpakTuyeckoe 3ansitue 8.
Bun nmpakTHueckoro 3aHATUS: UHTEPAKTUBHOE BBIE3IHOE 3aHATHE
Tema u comepkanue 3aHsaTHSA: Teopusi opraHu3anuu 00CITyKUBaHUsI. BBIE3THOE MPAKTUUECKOE
3aHATHE, IIPELYCMaTPUBAIOLLEE ITOCECILCHUE BBICTABKU
1. OObsicHUTE, KaKuE TUIIBI YCIYT IIOMOTYT MOTPEOUTENIO yA0BIETBOPUTH KaXKIbIi yPOBEHb
notpeGHOCTeH B nepapxuu norpedHocreit mo Macnoy.
2. OOBsICHUTE, KaK BHEUTHHE ¥ BHYTPEHHHE (DaKTOPHI BIMSIOT HA MOSBICHUE HAIIIAX
noTpeOHOCTEH B yCIyrax.
3. TlepeunciuTe OCHOBHBIE UCTOYHUKH MH(POPMAIINH, UCTIOIH3yEeMbIe TOTEHIIHATHHBIM
KJIMEHTOM I IPUHSTHS PELIEHUs 0 MOKynke. Ha Bamn B3ruis, Kakoi U3 HUX SIBIISAETCS
Haubosee 3phekTUBHBIM?
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4. CymecTByeT MHEHHE, YTO, IPUHUMAs PEIICHUE, KIUEHT He CIIeAyeT KaKon-Inbo cxeme, a
JIeJ1aeT CBOM BHIOOD B OOJIbIIEH MIIM MEHbIIEH cTeneHu ciayyaitHo. Kakoa Bara no3uuus mno
sTOMY Bompocy? OTBeT 000CHYyHTE.

5. Kakue xnaccudukanuu KirueHToB Bbl 3HaeTe?

6. Ilouemy moTpeOUTENN OLIEHUBAIOT YCIIyTH HHAYE, YEM TOBAPHI?

[enb 3aHATHA: U3YUYUTh [ICUXOTUIIBI KJIMEHTOB U OCOOEHHOCTH OOCITYKHUBaHUS KIMEHTOB
B chepe 00CTyKHUBAHHUS.

[IpakTyeckre HaABBIKM: HAaBbIKAMHM  IPOEKTUPOBAHUS  PA3NIUYHBIX  BApUAHTOB
00CITy )KHBaHUS

IIpooonsicumenvrocmo 3auamus — 4 yaca (ounas chopma), 0,5 uaca (3aounas popma).

IIpakTuyeckoe 3ansiTue 9.
By mpakTHYecKoro 3aHATHS: ICUXOJIOTHYSCKHIA TPCHUHT
Tema u conepkanue 3aHATHUS: MeToIbl HCCIEI0BaHUS KIIMEHTCKOTO OIBITA.
1. CoBpemennsie (opmbl o0CIyXuBaHHsI ToTpeOuTened ycmyr. (OCHOBHBIC THITBI
CEPBHCHBIX MMOCPETHUKOB, IOCPETHUYECKUE U JOCYTOBBIE YCIYTH.
2. TlpaBoBoe oOecmeuenne cdepsl oOcyxkuBanus. JKanoObl U mpeTeH3un morpeduTenei,
3alUTa UX Mpas.
Llenp 3aHATHA: U3YyYUTHh METOMBI MCCIIEAOBAHMS KIHMEHTCKOTO OIBITa, OCHOBHBIC TOYKH
KOHTAKTa C MPOJIyTOM.
[TpakTHYeckre HABBIKW: BJIAJECTh HaBBIKAMH (DOPMHUPOBAHUS CEPBHUCHOTO IMPOIYKTA H
OTHOUICHUH ¢ TOTPEOUTEISIMU
IIpooonxcumenvrocms 3ansamusi — 2 waca (ounas gpopma), 1 wac (3aounas ghopma).

IIpakTuyeckoe 3ansaTue 10.

By npakTHuecKoro 3aHATUSA: KPYIJIBIA CTOJ

[{enb 3aHATHS: paCCMOTPETH OCHOBHBIE METO/IbI IIPEIOCTABIECHUS YCIyT
Tema u conepxkanue 3anatus: JusaH-MpinuieHue. MHCTpyMeHTapuid.

IToaroToBka M NpeACTaBICHUE PE3ECHTALMN K TOKIAdy:

1. TloctpoeHue B3aMMOOTHOLIEHUH KIMEHT-KOHTAaKTHbIM mepconan (I1. K. Mumie, Ix. I
Moppuc, M. P. Conomon, K. Cynpenant, [Ix. A. 3enuen, U. Ix. ['yrman u np.).

2. Hcnonb3oBaHue Mojeneld MaccoBOTO OOCITY)KMBAaHUSI IPH OIpPENEIEHUH MOILIHOCTH
opranmzaruu chepsr ycayr (I'. Baraep, E. Bentuiens, 1O.U. Peokukos, X. Taxa, I'.IL.
®omuH u ap.).

3. Jlu3aH-MBIIIICHUE Kak 0a30BBIH HABBIK CIICIIHATICTA
[enb 3aHATHS: U3YUUTh NOAXOABI K U3aHH-MBIIUICHUIO
[TpakTHyeckue HaBBIKU: BIAJETh HaBbIKAMH PabOThl C KOMIBIOTEPOM KakK CpPEJICTBOM

ynpaBieHus: HHpopmaruei
IIpooonxcumenvrocms 3ansamusi — 2 waca (ounas gpopma), 1 wac (3aounas gpopma).

IIpakTHyeckoe 3ansitue 11.

Bu mpakTHUeCKOro 3aHATHUS: KPYTJIBbIA CTOJ

Tema u comepkanue 3aHATHS: YTIpaBJIeHHE KIIMEHTCKUM OTBITOM
IIpooonscumenvrocms 3auamus — 2 uaca (ounas gpopma)

IIpakTnyeckoe 3ansaTue 12.

Bun npaktudeckoro 3aHsATHS: Bble3nHoe mpakTHYecKOe 3aHATHE, MpelycMaTpUBarolee
MOCEIIEHUE BHICTaBKH, paboTa B rpyImie

Tema u coneprkanue 3ansatus: [lonb3oBarenbckue 1 SJKOHOMUUECKUE METPUKHI

© PI'YTHUC




®EIEPAJIBHOE TOCYJAPCTBEHHOE BIOI>)KETHOE OBPA30BATEJTbHOE CMK PTYTUC
VUPEXIEHVE BBICIIIETO OBPA3OBAHVSI

«POCCUVICKMU TOCYTAPCTBEHHBIVI YHUBEPCUTET —
TYPU3MA 1 CEPBVICA» Aucm 54 us 50

Llens 3ansATHSA: pa3paboTaTh W OMUCATh MPOLECC MEPCOHATM3AIMM MPOAyKTa (Ha
npumepe). IlpeacraButh rpaduveckyro Moxaenb. IIpeacTaBUTh CUCTEMY MOJIB30BATEIBCKUX U
YKOHOMUYECKUX METPHK

[IpakTHyeckre HaBBIKU: 3HATh OCOOCHHOCTH MPOCKTUPOBAHUS CEPBUCHOTO MPOAYKTA Ha
OCHOBE TI0JIb30BATEIHCKUX U YKOHOMUYECKUX METPHK.

IIpooonsicumenvrocmo 3auamus — 4 uaca (ounas gpopma).

IMpakTuyeckoe 3ansaTue 13.

Bun mpakTryeckoro 3aHATHS: MpeICTaBlIeHUE MPE3eHTAlUl M0 pe3yibTaTaMm padoThl B
MUKpOTPYIIax
Tema wu coxepxaHue 3aHATHA: BOpPOHKAa OCHOBHBIX JTaloB B3aUMOACWUCTBUS KIIMEHTA
C IPOAYKTOM
KOHTpOJIbHAas TOUKa 4

[IpakTuueckoe 3aHsATHE, MpeayCMaTpUBAIOIIEe MPEACTABICHIE PE3YIbTaTOB Pa3padOTKU
TPYIIIOBOTO MPOEKTA B TPYIINAX.

Lenb 3aHATHS: TPOJAEMOHCTPUPOBATH 3HAHUS, TIOJTYYEHHbIC Ha JIEKIIMOHHBIX 3aHATHSIX

[TpakTHYeckre HABBIKW: BJIAJIETh HABBIKAMH (DOPMHPOBAHUS CEPBHUCHOTO IMPOIYKTA H
OTHOUICHUH C TOTPEOUTEISIMU

IIpooonscumenvrocms 3auamusi — 6 uacog (ounas gopma), 1 wac (3aounas gpopma).

8. IlepeyeHb OCHOBHOW W JONMOJHUTEJIbHON Yy4eOHOW JHTEpPaTyphbl; NMepevyeHb PecypcoB
HHG(OPMALMOHHO-TEJIEKOMMYHHUKALMOHHOM ceTH «HHTepHET, nepeYyeHb
HH(OPMAIMOHHBIX TEXHOJIOTHH, HCIOJIb3yeMbIX MPH OCYIIECTBJIEHUM 00pa30BaTeJIbHOIO
npouecca 1no JHCHUIVIAHE (MOAYJI0), BK/IOYasi NepedyeHb MPOrpaMMHOro odecnedyeHus M
MH(OPMALMOHHBIX CIIPABOYHBIX CHCTeM (MPU HEOOXOAUMOCTH)

8.1 OcHoBHas auTEpaTypa

1. CepBuc: opranusanus, yrpasjieHle, MapKeTHHT: yueOHuK ais Oakanaspos / E. H. Bonk, A. .
3bipsiHOB, A. A. Jlumnunckas, H. B. XapuronoBa. — MockBa: M3nartenbcko-Topronas
koproparust  «JlamkoB um K%, 2022. — 249 c. - ISBN 978-5-394-03140-3. - Texkcrt:
snexktpouHbIi. - URL: https://znanium.ru/catalog/document?id=431948

(mata oopamienus: 23.02.2024). — Pexxum gocTyma: 1Mo MOIHCKe

2. AiimanetauHoB T. A. PBIHOK TYpUCTHYECKHMX YCIIYT: MOTPEOUTENIBCKOE MOBEAECHUE U TJIaHbI
poccusH // Counonorus. Cratuctuka. [Tyomukanuu. OtpacieBbie 0030pbl. Beim. 2 (15) / T. A.
AiimaneraunoB, B.U. I'punenko, O.A. [Jonrosa; Ananutuueckuid nentp HA®U. — Mocksa:
HA®U, 2019. — 50 c.. - ISBN 2587-9073. - Tekcr: onektponssri. - URL:
https://znanium.com/catalog/product/1031310

(mata obpamenus: 23.02.2024)

3. T'epacumoB b. WM. MapkeTuHroBble HccieloBaHMS pblHKa: y4yeOHoe mocobue / b. W.
I'epacumoB, H. H. Mo3ros. — 2-¢ uzn. — MockBa: ®OPYM: UH®PA-M, 2021. — 336 ¢c. —
(ITpoeccuonansroe obpazobanue). - ISBN 978-5-91134-811-3. - Tekcr: anekrponHsiit. - URL:
https://znanium.com/catalog/product/1068858

(mata oopamenus: 23.02.2024). — Pexxum 1ocTyma: mo MmoJImucKe.

4. KIneHTOOpUEHTUPOBAHHOCTh: HMCCIICIOBAHUSI, CTpATEruu, TexHoioruu: Monorpadwus / JI.C.
Jlateimosa, M.B. Jluncun, O.K. Oiinep [u ap.]. — Mocksa: UHOPA-M, 2023. — 241 c. —
(Hayunass wmbicip). — DOl 10.12737/1058297. - ISBN 978-5-16-015796-2. - TekcrT:
anekTpoHHbIi. - URL: https://znanium.com/catalog/product/1875215
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PryTuC

(mata oopamenus: 23.02.2024). — Pexxum 1ocTymna: mo moImucKe.

5. Ceupugenko 1O. I1. CepBucHas nesrenbHOCTh: yaeOHoe nocodue / FO.I1. Ceupuaenko, B.B.
XwmeneB. — 2-¢ u3f., ucnp. u gon. — MockBa: UHOPA-M, 2022. — 174 c. — (Beicuiee
obpaszoBanue: bakamaBpuar). — DOI 10.12737/23520. - ISBN 978-5-16-014846-5. - Tekcr:
anekTpoHHbIA. - URL: https://znanium.com/catalog/product/1836717

(mata oopamenus: 23.02.2024). — Peskum 10cTyma: mo moImucKe.

6. Pesnuk I'. A. CepBucHas nestenbHOCTh: yueOHuk / I'.A. Pesnmk, A.M. Mackaesa, 10.C.
ITonomapenko. — MockBa: UHO®PA-M, 2021. — 202 c. — (Cpennee mnpodeccuoHaIbHOE
oOpazoBanme). - ISBN  978-5-16-016211-9. - Tekctr: osnekrponnsni. - URL:
https://znanium.com/catalog/product/1241803

(mata oopamenus: 25.10.2023). — Pexxum gocTymna: 1o Mo ImucKe.

8.2 JlomostHUTEIbHAS JIUTEpaTypa

1. YopaBnenue npogaxamu : yd4eOHO-TIpaKTUYECKOe mocodue aiist 6akanaBpoB / aBT.-coctT. M. H.
Ky3nenos. — 3-e uzn. — Mocksa : M3naTenbcko-Topropas kopropaius «Jlamkos u K», 2018.
-492 c. - ISBN 978-5-394-02640-9. - Tekcr: anexTpoHHsIi. - URL:
https://znanium.com/catalog/product/1092999

(mata oopamenus: 23.02.2024). — Pesxum 1ocTyma: mo moImucKe.

2. MapkeTHHT TOBapoB U ycIyT : yueb. mocobue / A.B. Jlykuna. — 2-e uzn., nom. — M.:
DOOPYM: UHDOPA-M, 2021, https://znanium.ru/catalog/document?id=375747

3. CepBuc: TepMuHbl 1 OHATHS: cioBapb / mof pea. O.4. Nolixmana. — MockBa: UHOPA-M,
2021. — 239 c. — (bubmmoreka cnoBapeit «MTHDOPA-M»). - ISBN 978-5-16-014474-0. - Tekcr:
snekTponnsbii. - URL: https://znanium.com/catalog/product/1167070

(mata oopamenus: 23.02.2024). — Pesxum 10cTyma: mo Mo ImucKe.

8.3. IlepeueHb pecypcoB HH(POPMALHOHHO-TeJIeKOMMYHUKALMOHHOM ceTH «MHTepHeT»

1. OnexrponHo-6nbaMoTeunas cucrema ZNANIUM: Pexum noctyna: https://znanium.com/

2. Hayunas snextponHas 6ubnuoreka E-library (mHpopmanimoHHo-cripaBodHas cuctema):
Pesxxum nmocryna: http://www.e-library.ru/

3. CnpaBouHas IpaBoBas cucrema (CIIC) KoHcynbTanT [Tmroc: Pexum
nocryma: https://www.consultant.ru/

8.4. Ilepeuenr mnporpaMMHOro oo0ecneyeHHsl, COBPeMEHHBIX NPO(ecCHOHAJBHBIX 0a3
JAHHBIX M ”HGOPMAIMOHHBIX CIIPABOYHBIX CHCTEMaM

1. Microsoft Windows

2. Microsoft Office

3. Hudopmarmonnas cnpaBodHas cucteMa «IHTEpHET-BepCHs CIIPaBOYHO-TIPABOBOM CHCTEMBI
“I'apanT”» (mHpOPMAITHOHHO-TIPABOBOM nopTan «apanT.py»)
Pexum nocryna: http://www.garant.ru

4. TlpodeccuonanbHas 6a3a gaHHbIX «DenepanbHas ciyk0a rocyaapCTBEHHON CTaTHCTUKI»
Pexxwum nocryna: https://rosstat.gov.ru\

5. TlpodeccuonanbHas 6a3a COLMOJIOIMYECKHUX JaHHBIX Bcepoccuilckoro IeHTpa H3y4YeHHs
obmectBeHHoro maenus (BIIMOM) Pexxum noctyna: https://bd.wciom.ru/

6. ®DenepanbHbIii WHOPMAMOHHBIN (OHI cTaHAapTOB (MpodeccroHanbHas 0a3a JTaHHBIX,
«Poccuiickuit WHCTUTYT CTaHAapTU3ALIN) Pexum Jocryna:
https://www.gostinfo.ru/pages/Maintask/fund/

7. Hospitality Online Expo. Texuonoruu. WuuoBaruu. Omnbit. MexayHapoaHas OHJIAH-
BBICTaBKa TEXHOJIOTUH WHIYCTPHUHU TOCTETIPUHUMCTBA
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Pexum  noctyma:  https://hotelier.pro/news/item/itogi-vystavki-hospitality-online-expo-i-
ssylki-na-poleznye-materialy/
8. Tlopran nmpo rocrunuynsklii 6usHec (Pro Hotel): Pexxum nocryna: http://prohotel.ru/

9. Meroauyeckue YKa3aHUsA sl 00y4al0IIUXCH 110 OCBOECHUIO JUCUMILIMHBI (MOXYJIs)

[Ipouecc u3ydenuss aucuuiUinHbl «CepBUC-IU3aH» MpelycMaTpUBACT ayIUTOPHYIO
(paboTa Ha IEKIHMSIX M MPAKTUYECKUX 3aHATHSIX) M BHEAYJUTOPHYIO (CaMOIOATOTOBKA K
JICKIUSAM U MPAKTUYECKUM 3aHATUSAM) pabOTy 00y4aromerocs.

B kauectBe OCHOBHOM MeTOnWMKH 0OyueHHs Oblja BHIOpaHa METOAMKA, BKIIOYAIOIAS -

COBOKYITHOCTb ~ HPUEMOB, C  IMOMOIIBI0  KOTOPBIX TMPOUCXOAUT  ILIeJICHAMPABICHHO
OpraHU30BaHHbIM, IUIAHOMEPHO U CUCTEMAaTHYECKU OCYLIECTBIIIEMBIM MpolecC OBIaJECHUs
3HAHUSAMU, YMEHUSIMHU U HABBIKAMH.

B kauectBe OCHOBHBIX ()OpM OpraHu3allMM Y4eOHOro Ipolecca MO JAUCLHUIIIMHE
«CepBHCc-Tu3aiiH» B TNpeIaraeMod METOJMKEe OOYy4YeHHs] BBICTYMAlOT JIEKIIMOHHBIE U
NPaKTUYECKHE 3aHATHS (C UCIOIB30BAHUEM MHTEPAKTUBHBIX TEXHOJIOTHH OOydYeHHs ), a TaK ke
camocTosTeNbHas padoTa 00yJaromuxcs.

- IeKUUU
Beoonas nexyus HaMedaeT OCHOBHBIE MPOOJEMBbl Kypca B IIEJIOM WU €ro pasiena. B Hee
BKJIIOUYAIOTCS «KJIFOUYEBBIE)» BOIIPOCHI, IOHUMAaHHE KOTOPBIX MTO3BOJISIET JIyYllle YCBOUTh MaTepHUa
MOCIEAYIONUX TEM UJIH CAMOCTOSITENIbHO pa300paThCs B HEM;

Jlekyuu — Ouckyccus, THE COJAEp)KaHUE TIOJAETCsl 4Yepe3 CEepUI0  BOIPOCOB, Ha
KOTOpBIE CITyIIAaTeNb JOJDKEH OTBeYaTh HETIOCPEICTBEHHO B X0/I€ JICKIIUH;

Axademuueckas nekyusi - 3T0 TPAAUIIMOHHO By30BCKas yueOHas jekuus. /s Hee XxapaKTepHBI
BBICOKMI HAay4HBIH ypOBEHb, TE€OpPETHYECKHE aOCTpaKLUU, UMEIOLIHe OOJbIIOoe MPAKTUYECKOe
3HaueHue. CTuiab TakoW JIeKUMM - 4YeTKUH IUIaH, CcTporas JIOTMKa, YyOeauTeabHbIe
JIOKa3aTeIbCTBA, KpPAaTKUE BBIBOJBI TeopeTHueckue 3aHATUS (JEKIHMH) OpPraHM3YIOTCS 10
notokaM. Ha nexknusx wu3naratoTcss TeMbl JUCHUIUIMHBL, PEIyCMOTPEHHbIE paboueit
IpOrpaMMOii, aKLIEHTUPYEeTCsl BHUMaHHe Ha HauboJiee MPUHIMITHAIBHBIX M CIO0XKHBIX BOIPOCAX
JUCIUIUIMHBI, YCTaHABIMBAIOTCS BOIPOCHI JJISi CaMOCTOSITENIbHON mpopaboTku. Koncnekr
JeKIMi sBisieTcss 06a30i MpH MOATOTOBKE K MPAKTHMUECKUM 3aHATHUSAM, K HK3aMeHaM, a Takke
CaMOCTOSATENIbHON HayYHOU JEATEIbHOCTH.

W3noxeHne JEKIMOHHOTO MaTepuaiga PEeKOMEHAYeTCs MPOBOAUTH B MYJIbTUMEIUHHON
dopme (mpesenrtanmii). CMbIcioBasi Harpy3ka JIEKIIMHM CMEIIAETCS B CTOPOHY OT HW3JIOKEHUS
TEOPETUYECKOro Marepuaia K (OpMHUPOBAHUIO MOTHBALIMK CAMOCTOSTEILHOTO O0yUeHHs uepes
MIOCTaHOBKY MpoOsieM oOydeHHs M MOKa3 MyTed pelieHus NpodecCUOHATBHBIX MPOOJIeEM B
paMKkax Toil uiau uHOW TeMbl. IIpyu 3TOM OCHOBHBIM METO/IOM BEICHHS JIEKIIMU SBISIETCS METOJ
POOJIEMHOTO U3JI0KEHHsI MaTepHara.

- IPAKTUYECKHE 3aHATH

[IpakTnueckue 3aHsaTUs TO AucuUIIUHE «CepBUC-IHU3aiiH» MPOBOAATCA C LENbIO
nproOpeTeHNs] MPaKTUYECKUX HABBIKOB B O0JIACTH MAapKETHHIa, OCHOBHBIX CTPAaTEruil U TaKTHUK,
KOMITJIEKCAa MAPKETHHTA U MApKETHHTOBBIX UCCIICIOBAHUIA.

[TpakTudeckas paboTa 3aKiIIOYaeTCs B BBINOJIHEHUH CTYJIEHTaMH, IOJl PYKOBOJCTBOM
npenojaBaTesnisi, KOMIUIEKca Y4YeOHbIX 3aJaHUll HalpaBJICHHbIX Ha YCBOGHHE Hay4yHO-
TEOPETUYECKHX OCHOB MAapKETHHIa, MPHOOpPETeHHEe NPAKTUUYECKUX HABBIKOB OBJIAJCHUA
METOJaMH MPAKTHYECKOH pabOThl C TPUMEHEHHWEM COBPEMEHHBIX WH(POPMAIMOHHBIX U
KOMMYHHUKAIIHOHHBIX TE€XHOJIOTMHA. BBINOIHEHUS mpakTHyeckoii paboThl CTYIEHTHI IPOU3BOIAT B
MMCbMEHHOM BHUJE, B BHUJC MNPE3CHTAMA M JOKJIAJOB, a Takxke dcce U pedeparoB. Oruer
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IIPEIOCTABIISAETCS IPENOAABATENI0, BEAYIIEMY JAHHBIN MPEAMET, B AJIEKTPOHHOM M I1€YaTHOM
BUJIE.

[IpakTUyeckue 3aHATUS CIIOCOOCTBYIOT OoJiee IIyOOKOMY TOHUMAHUIO TEOPETHYECKOTO
MaTepuana yueOHOro Kypca, a TakKe pa3BUTHIO, ((OPMUPOBAHHUIO U CTAHOBJICHUIO PA3TIMYHBIX
YPOBHEW  COCTaBISIOMIMX NPOPECCHOHATBHOM  KOMIIETEHTHOCTH  CTyJeHTOB. OCHOBOM
MpaKkTUKyMa BBICTYNAKOT TUIIOBBIE 33Ja4M, KOTOpbIE JOJKEH YMETh peIlaTh CIELHUAINCT B
001acTH cepBHca Ha MPEIIPUATUIX TEXHUIECKOTO CEPBHUCA aBTOMOOHIICH.

[Ipn wu3ydyennn gucuuiuiMHbl «CepBHC-AU3aiH» HMCHOJB3YIOTCS CIECAYIOUIUE BHUAbI
IIPaKTUYECKUX 3aHITHUIM:

1.Meton «KpyrJblii ¢cTo»

"Kpyrablii cton" mpoBOJIUTCS C LENbIO:

- KOMIUIEKCHOT'O 00CY>KJ€HUsI COBPEMEHHBIX aKTyaJIbHBIX POOJIEM Kypca;

- PaCCMOTPEHMIO IUCKYCCUOHHBIX BOIIPOCOB U3 KypcCa;

- OCMBbICJICHHE W O000O0IIEHHE OTEUYECTBEHHOTO M 3apyOeKHOTro OMbITa MO KYpCy.
"Kpyraslii cron" XapakTepu3yeTcsi BBIHECEHMEM Ha OOCYXKIEHUE IIUPOKUX TEOpPETUKO-
IPAKTUYECKUX TEM, & TaKXK€ aKTHMBHOCTHIO CTYJIEHTOB, KaK B IIOCTAaHOBKE BOIPOCOB, TaK U B
o0111eM 00CYXIEHUH ¢ IPEnojaBaTesIMH.

JUisi KOHCTPYKTHUBHOI'O OOCYXJEHHUs TeMbl IpenojaBaTeib OIpEAEseT Y3JI0BbIE
npo0aeMbl, TOTOBUT M MPOBOAUT METOJUYECKOE COBEIAHUE, B XOJe KOTOpPOro o0cCyKaaercs
IPOEKT JUCKYCCUU M OIpefeNnseTcs MeToquKa nposeaeHus "kpyrioro crona". Llenecoobpasno
IIPOBECTU KOHCYJIBTAIMIO JJIsl CTYIE€HTOB, HA KOTOPOI OPEKOMEH10BaTh UM COOTBETCTBYIOLLYIO
JUTEpaTypy IO TEME.

2.I'pynnoBoii mpoekrt. [IpermonaBatens mpemyaraeT Temy s MPOEKTa, NMpUIAeT e
ONpEENICHHBI XapaKTep IO KOHTaKTaM, NPOJODKUTEIbHOCTH MPOBEICHUS, KOJIUYECTBY
ydacTHUKOB. Omnpezensercs TUI MpOoeKTa, npodsiema, 1eidb M 3aaadd npoekTa. O0s3aTenbHO
yKa3bIBaeTcsl y4eOHbII MaTepuall 1Mo npeaMeTaM, KOTOpbIi mpeanosaraeTrcs 3a1eiCTBOBATh JUIs
pelIeHusT YKa3aHHOM mpoOsieMbl, a TakXke KakuM o00pa3oM pe3yiabTaTbl NpPOEKTa OyIyT
o(opMIIeHBI, KaKyl0 MPaKTHYECKYI0/TEOPETUUECKYIO 3HAUUMOCTh 3TOT MPOEKT UMEET U B KaKOH
obnactu. Taxke HE0OOXOAMMO pa3padoTaTh CTPYKTYPY CBOETO IMPOEKTAa, HAMETUTb METObI
MCCJIEIOBaHMSI, NICTOYHUKU MH(OpMaLIUU, CPOPMYIUPOBATH THIIOTE3bI PEIICHUS TPOOIEMBI.

[IpenomaBatens pacnpenensieT poiad B CBOEH Trpyrme, 4YTOObl KaXKIbIM TPHHSIT B
UCCJIEJOBaHUH, O(POPMIIEHUH U OOCYKICHUH PE3yJIbTaTOB CAMOE AKTUBHOE y4acTHE.

3.Case-study/Penienne CHTyalHOHHBIX 3aJa4 - aHAJIM3 pPEATbHBIX MPOOJIEMHBIX
CHUTYalluii, IMEBIIUX MECTO B COOTBETCTBYIOIEH 00JIaCTH MPOPECCUOHATBHOM AEATEIBHOCTH, U
ITOMCK BAPUAHTOB JIy4YIIUX PEHICHUHN.

4. Brole3gHoe 3aHsiTHe - DBBIE3AHBIM SBISETCS OPraHM30BaHHOE MEPOIPHATHE,
POBOIMMOE 33 TEPPUTOPUCH YHHUBEPCHUTETA, C LENbIO MPOBEACHHS HAYYHO-UCCIICI0BATEIbCKUX
paboT, BOCIUTATENBHBIX MEPONPUSATHHA, ITOCEHICHUS YUPEKICHUH 00pa3oBaHUs, KyJIbTYPHI,
3ApaBOOXPAHCHUA, JIA OpraHu3ali APYTIUX KYJIbTYPHO-AOCYT'OBBIX, O6p330BaTeJ'H)HI)IX n
03JIOPOBUTENBHBIX (OPM JESITENBHOCTH, a TaK)KE Pa3IMYHBIX BHUJOB 3aHATHH IO y4eOHBIM
nporpammam BY3a.

5. IlcuxoJioruyecKkuii TpeHUHT

- camocTosTeNnbHas paboTa 00yyaronmxcs
[lenplo caMOCTOSTENbHONW (BHEAYIUTOPHOH) paboThl OO0ydYaromuxcs —SBISETCS
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o0yuyeHHe HaBbIKaM pabOThI C HAYYHO-TEOPETUYECKOH, MEPUOANYECKON, HAyYHO-TEXHUYECKOU
JUTEPATypoOd M TEXHUYECKOH JOKyMEHTalMel, HEOOXOOUMBIMHU sl YINIyOJIEHHOro HU3y4YeHHus
quciuiuinHel  «CepBHUC-AU3aliH», a TaKKe Ppa3BUTHE Y HUX YCTOMYMBBIX CIIOCOOHOCTEH K
CaMOCTOSITEJIbHOMY M3YUYECHHUIO U U3JI0KEHHIO I10JTy4eHHON MH(OpMaIuHy.
OCHOBHBIMH 331a4aMH CaMOCTOSATEIBHOM paboThl 00YYAIOLINXCS SIBJISIOTCS:
— OoBJajJeHHe (QyHIAMEHTAIbHBIMHA 3HAHUSIMH;
— HapaboTka mpoeCCHOHATBHBIX HABBIKOB;
— IpUOOpEeTEeHHE ONbITa TBOPUYECKOM U UCCIIE0BATENBCKOM AEATEIbHOCTH;
— Ppa3BUTHE TBOPYECKONM HWHUIMATHUBBI, CAMOCTOATEIBHOCTH M OTBETCTBEHHOCTHU
CTYJICHTOB.
CamocrostenbHas  pabora  cTyaeHTOB 1o  jgucuumiunHe  «CepBHC-An3aiH»
o0ecreynBaer:
— 3aKpeIUIeHUE 3HAHUM, IOJY4YEHHBIX CTyJE€HTaMH B IIpOLleCCE€ JIEKIMOHHBIX U
IIPAKTUYECKUX 3aHATUMH;
— (QopmupoBaHHE HaBBIKOB pabOTHI ¢ MEPHOAMUYECKON, HAYUYHO-TEXHUYECKOH uTepaTypoi
Y TEXHUYECKON JOKYMEHTALUH;
— TIpuoOpeTeHHe ONbITa TBOPUYECKOH U UCCIIE0BATENbCKOM A€ATEIbHOCTH;
— pa3BUTHE TBOPYECKOW MHULIUATHUBBI, CAMOCTOATEIBHOCTH U OTBETCTBEHHOCTH CTY/IEHTOB.

CamocrosTenpHas padoTa sIBISETCS 003aTeIBHOM ISl KAKIOT0 00YYaromerocs.

®opMBbI CAaMOCTOATEIBHOM PadoThI

[lepeuens TeM caMOCTOSATENBHON PAOOTHI CTYACHTOB IO MOATOTOBKE K JICKIIMOHHBIM H
INPAKTUYECKUM 3aHSATHSIM COOTBETCTBYET TEMaTUYeCKOMY IIIaHy palOodeld MporpaMmbl
JUCITUTIAHBI.

CamocrosiTenpHast paboTa CTyIeHTa MPeAyCMaTPUBAET CIAEAYIOIINE BUABI paOOT:
npeaycMaTpuBaeT CleAyIoUIre BUuAbl padoT: n3yuyeHre HaydHOH M HaydHO-METOJMYeCKOi Oa3bl
MO0 TOCTaBIIGHHOW TMpo0JjemMaTHKe, MpeaycMaTpuBaeT ucnoiab3oBanue ObC, MmoaroroBka K
MPaKTUYECKOMY 3aHATHIO, MPEayCcMaTpUBAIOLIasl U3YyYEHUE HAYYHO-TIPAKTUYECKOTO MaTepualia
[0 3a/JaHHBIM BOIIpOCAaM, IIOJrOTOBKAa NPE3EHTALlMM IO WTOTaM BBICTaBKH, IOJrOTOBKA
npe3eHTaluu Uit (UHATBHON 3alUThI TPYIIIOBOTO MPOEKTA.

10. MaTepuajbHO-TexHHYecKasi 0a3a, HeoOXoaUMAasi /151 OCYIIECTBJICHUS
00pa3oBaTeILHOIO NMpoIecca Mo AMCUUILIHHE (MOTYJII0):

VY4eOuble 3aHsATUsA 10 AucuuiuinHe «CepBUC-TU3aliH» MPOBOASATCS B CIEIYIONINX
000pyTIOBaHHBIX YICOHBIX KaOMHETaX:

. HaumenoBanue 060pyJ0BaHHBIX y4€OHBIX KAOMHETOB, OOBHEKTOB
Bun y4eOHBIX 3aHATHIT 1O .
JUIsL IPOBEIEHUS MPAKTHUECKUX 3aHATHH ¢ IIepeuHeM OCHOBHOTO
JTUCLUTUIAHE
o0opyIoBaHUs
3aHATUS IEKIUOHHOTO | yueOHas ayJuTOpus, CrieUaIn3upoBaHHast yueOHas MeOelb
THUIIA, TPYIIIIOBBIE U TCO: BHJICOMTPOCKITMOHHOE 00opyI0BaHKE/TIEPEHOCHOE
UH/IUBUIYaJIbHbIE BUJICONPOEKIIMOHHOE 000pyA0BaHHE
KOHCYJIbTAIlH, TEKYIIUHA | ToCcKa
KOHTPOJIb,
IPOMEKYTOYHAS
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aTrecranus

3aHATHA CCMHHApPCKOIo
THIIA

yueOHas ayJUTOpHs, Clielnaiu3upoBaHHas yueOHas MeOelb

TCO: BH/JICOTIPOCKITMOHHOE 000py0BaHUE/TIEPEHOCHOE
BHUJICOMTPOCKIIMOHHOE 000PYI0BaHUE
JI0CKa

CamocrosTenpHas pabora
o0yyJaronmxcs

MOMEIIEHHUE JUTSI CAMOCTOSATENBHOM padoThI,

cnenuanusupoBanHas yueOHas mebens, TCO: BuAeOnpOeKIIMOHHOE
o0opyaoBaHUe, aBTOMAaTU3UpOBaHHbIE paboune MecTa CTYIEHTOB C
BO3MO>KHOCTBIO BBIXOJIa B MH(OPMAIIMOHHOA
TEJICKOMMYHUKAIIMOHHYIO ceTh "MHTepHeT", nocKa;

[Tomemienue A CaMOCTOSITENBHOW pabOThl B YWTAILHOM 3alie]

HayuHno-TexHuueckoi OoubIMOTEKU YHUBEPCUTETA,
ClielMaTu3upoBaHHas y4yeOHas MeOenb aBTOMAaTHU3HPOBAHHBIC
paboune MecTta CTYIEHTOB C BO3MOXKHOCTBIO  BBIXOJIA|

MH(}OPMaLOHHO-TEIIEKOMMYHHUKAI[UOHHYIO cetb «MHTEpHETY,
UHTEpPaKTUBHAs JOCKA
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