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1.  IEJb W 3AJAYM JUCTUTLINHEI

Heap mucuumianHbl: GopMHpOBaHHE CHUCTEMBI 3HAHMH O BHIax, GopMax W oObeMax
IPOLIECCOB  CEpBHCA, OOECHEUMBAIOUIMX IPEIOCTABICHHE YCIyr  Pa3IdYHBIM  THUIIAM
HOTpeOUTeNe B COOTBETCTBUHM C MX WHIUBHUIYaIbHBIMH OCOOCHHOCTSIMH, O IPOTPECCHBHBIX
dopmax u Meromax OOCHyX HBaHHA, (HOPMUPOBAHHME HABBIKOB OpraHu3anuu 3(PQGEeKTUBHON
pabOTBHl KOHTAKTHOM 30HBI C Y4€TOM OCOOEHHOCTEH (h)yHKIMOHUPOBAHUS MPENIpPUATHS chHEepb
CepBHUCa U PA3IMYHBIX THIIOB MOTPEOUTEINEH.

3agaun:
. chopMUpOBaTh Y 00YUAIOIINXCSI TPECTABICHUE O CYIITHOCTH, CTPYKTYpE, COJCPKAaHUU U
OTJIMYUTEIBHBIX OCOOEHHOCTSX CEPBUCHBIX IIPOIIECCOB;
. copMHpOBaTh Y OOYYAIOIIUXCS MPAKTUUYECKUE YMEHHS M HABBIKM MPEIOCTABICHHS

ycayr (B TOM 4YHCIIE NMPH OpraHu3aiuu (QyHKIIMOHUPOBAHHUS KOHTAKTHOH 30HBI MPEANIPHUSITHS
cdepsl cepBrca) pa3IMYHBIM THIIAM ITOTPEOUTENICH B COOTBETCTBUH C YCIOBUSMHU OOCITYKUBAHUS
U 0COOCHHOCTSIMH ()YHKIIMOHHPOBAHUS TPEANPHATHS CPEPhI CEPBUCA;

. JaTh MPEJICTABICHUE O MPOrPECCUBHBIX (hOpMax U METOAAX CEPBHUCHOTO OOCITYKUBaHUS,
0COOEHHOCTSIX UX MIPUMEHEHHS B CEPBUCHOM JICATEIILHOCTH PA3IMYHBIX MPEIIPHUSATHIA,

. chopMupoBaTh y OOYYAIOIIMUXCS HABBIKM OpraHu3anuu  3(PQPeKTUBHOW pabOTHI
KOHTAKTHOM 30HBI TPEANpHsTUs c(hepbl CepBUCA, BKIOYAs KOOPAMHAIMIO B3aUMOJCHCTBUI
(GYHKIIMOHATBHBIX MTOPA3ICIICHHA CEPBUCHOTO TIPS IITPHSITHS,

. chopMHpOBaTh y OOYyYarOIIUXCS MPAKTUYCCKHE YMEHHUS M HaBBIKU Pa3pabOTKH
TEXHOJOTHYECKHX M CTPYKTYPHBIX CXEeM OOCTY)XKWUBaHUS TOTpeOUTEeNed mpeanpustus chepsl
CepBHcCa, ONPEICIICHUS YPOBHEH M CTPYKTYPHBIX JIEMEHTOB CEPBUCHBIX IPOIYKTOB.

2. MECTO JUCIHUILIUHBI B CTPYKTYPE OBPA3OBATEJILHOM
INPOI'PAMMBI

Hucuunmuuaa b1.B.03  "CepBucHas nedrenbHOCTh" OTHOCHTCS K BapUaTUBHOM
yactu brioka 1, sBnsercss o00s3aTenbHONW Ui OCBOEHMsI OOydYaroImuMcsl Tocie BbIOOpa
oOyyaroluMcsl HalpaBJIe€HHOCTHU (TPOPUIIST) TPOrPaMMBI.

3. INVIAHUPYEMBIE PE3YJIbTATBI OBYUEHMUSA 1O JUCIHUIIVIMHE

HnaHpreMHe PE3YIIbTAThI 06y‘-IeHI/I$[ M0 JUCHUILUIMHE, COOTHCCCHHBIC C IIJIaHUPYCMbBIMU
pe3yibTaTaMu OCBOCHUA O6p8.30B3TCJ'ILHOI>i MporpaMMmbl IpC/ICTABJICHLI B T8.6J'II/II_IC 3.1.

Tabnmuna 3.1 — [lnanupyemble pe3ynbTaThl OOY4YEHHS MO TUCIUIUIMHE, COOTHECEHHBIE C
TJIAHUPYEMBIMU PE3yJIbTaTaMH OCBOCHMSI 00pa30BaTeIbLHOM MPOrpaMMBbl
Koa u
Orarsl [Tnanupyemsbie pe3ynbTaThl 00yUCHUS/UHIUKATOPEI
HalMEHOBaHHE o
(bopMHUpOBaHUS JOCTHKEHHS] KOMITETEHIIUH
KOMITETEeHIINU .
KOMITETeHIIM I (moxazaTenr OCBOCHHUSI KOMITETEHIINH)
BBIITYCKHHUKA
3HaTh: OCHOBHBIE MOJIOKEHUS OpraHu3aluuu
ONEpAaLlMOHHONW  JESTEIbHOCTH  KOHTAaKTHOW  30HBI
npennpusitus cepsuca 31 (TIK-1)
[K-1 - YMmers:  uaeHTUQUUUpPOBaTH  (QOPMBI M METOIBI
TOTOBHOCTBIO K . CEpBUCHOTO OOCIY)XMBaHMA ISl Pa3IUYHBIX BUAOB
[lepBrIii ypoBeHB
OpraHu3aIyu (HoporoBsi) KOHTaKTHBIX 30H; YCTaHOBHUTH (DaKTOpHI, BIHSIOLINE HA
KOHTaKTHOM 30HBI (l'ﬁ( 1)-1 3¢ (eKTHBHOCTD MPOIECCOB OOCTYKMBAHNUA B KOHTAKTHOMN
MPEaNpUSITHS 30HE; ONPEACIUTh KITI0UeBbIe TPeOOBAHUS K OpraHU3aluu
cepBuca KOHTaKTHON 30HBI CEpBUCHOTO MIPEINPUSITHUS;
ornpeneNnuTh (yHKIIMOHAIBHBIE 00SI3aHHOCTH Pa0OTHUKOB
KOHTAaKTHOW  30HBI;  oOecrmeyuBaTh  KOOPAWHALIUIO
JeHcTBUi co BCEMHU (YHKUIMOHAIBHBIMU




nozpasaeneHusmMu cepsucHoro npeanpustus Y1 (IIK-1)

Brnagers: HaBBIKAMH OMpeAETCHHUS MPUMEHSEMBIX Ha
NPEANpUITUIX cepBHCca GOPM U METOAOB OOCITY>KUBaHNUS,
OTIpeieNIeHs] CEPBHUCHBIX OMepaluii B COOTBETCTBHU C
JTOTKHOCTHBIMHU 00S3aHHOCTSIMHU paboTHHUKOB
KOHTaKTHOW  30HBI, yCTaHOBIEHUS  3()PEeKTHBHOTO
B3aUMOJICHCTBUSL C Pa3NUYHBIMH  [OJpa3aelIiCHUSIMHU
CEpBUCHOTO MPEANIPHUATHUS B Ipoliecce o0cmyxuBanus Bl

(TTIK-1)
K-9 — 3HaTh: OCOOCHHOCTM M CTAaHOAPTHI  CEPBUCHOU
COCOBHOCTIO JISATEIILHOCTHA,  OOYCIIOBIICHHBIC  STHOKYJIBTYPHBIMH,
BBLICATS I UCTOPUYECKUMU W  PEIUTHO3HBIMUA  TPAJAWIUSAMH U
E— } TICHXOJIOTHYECKUMH  OCOOCHHOCTAMH ToTpebuTenmst 31

OCHOBHELE [lepssrit YPOBEHb (TIK-9)
CHXOTOTHICCKHE (TIOpOrOBEIit) YMmeTh: BBIJICTIATh u YUUTHIBAThH OCHOBHBIC
(TIK-9) -1 TICUXOJIOTHYECKHE OCOOCHHOCTH MOTPEOUTENIS B IIpoIIecce

0Cc0OEHHOCTH

MOTpeOUTENS B
MPOLECCE CEPBUCHOMN

cepBrcHO# nesrenbHocTd Y1 (TTK-9)
Brnanetp: HaBblkamMu pPabOTBl C PAa3TUYHBIMH THUIIAMH
noTpebuTeneii B COOTBETCTBUM C HMX OCHOBHBIMH

JCATEIBHOCTH IICHXO0JI0rHYecKnMHU ocobennoctsmu Bl (ITK-9)
Jlexommozurust 11
3HaTh: (OPMBI U METOJBI, TEXHOJIOTHUIO OOCITYKHBaHUS
notpeduTenss B KOHTAKTHOH  30HE  CEPBHCHOTO
IK-11 - NPEANPHUSITHSL, 0COOEHHOCTH PadOTHI B KOHTAKTHOM 30HE C
TOTOBHOCTBIO K yu4eToM CHemupuKH TMpolecca CcepBuca M THMA
pabote B CEPBUCHOTO MPEANPHUSITHS; CTAHIAPTHI 00CTy)uBaHus 31
KOHTaKTHOU 30HE C ITepBblit ypoBeHD (1) (TIK-11)
MOTpeOuUTENIEM, (TIOpOTOBBIIT) YMeTh: OCYIIECTBIISITh B3aUMOJICUCTBUE,
KOHCYJIbTHPOBAHHUIO, (TIK-11) -1 KOHCYJbTHPOBAHHUE TIOTpEOUTENEH B KOHTAaKTHOW 30HE B

COTJIACOBaHHIO BH/IA,
¢dhopMbI 1 00BEMA
mpoliecca cepBrca

COOTBETCTBHUH C 33JaHHBIM BHIOM, ()OPMON U 00HEMOM
nporecca cepsuca Y1 (II) (TIK-11)

Bnaners: TexHomorusMu pabOTBl € TOTpeOHUTENeM B
KOHTaKTHOU 30HE TpePUSTHS, METOUKaMHU
KOHCYJIbTHPOBAHHMS, COIJIACOBaHMS BUAA, (GOPMBI U
oObema nporecca cepsuca Bl (1) (ITK-11)

OBBEM U CTPYKTYPA JUCHUIIJIMHBI

TpynoeMKOCTh JUCHUTIIMHBI COCTABISACT S5 3aueTHbIX eaunuil, 180 yacoB, U3 KOTOphIX 36
9acoOB CaMOCTOSTENIbHOM pabOoThI 00YyJaroIIerocs OTBOIUTCS Ha MOATOTOBKY M 3aIIUTY dK3aMeHa.
®dopma MPOMEXKYTOUHOM aTTecTaluu: KypcoBass pabora — 4 cemecTp, dk3ameH - 4

CEMECTDP.

PacnpeﬂeneHI/Ie (I)OH,Z[a BpEMCHH 110 TEMaM JUCHUIUIMHBI I10 OYHOM (l)opMe 06yquI/151

npeacTaBieHo B Tadmuie 4.1.

Tabnuua 4.1 — Pacnpenenenue ¢poHga BpeMEHH IO TEMaM JIUCIUTLINHBI

Howmep 1 HaumeHOBaHUE TEM

OO0BbeM IUCIHUIINHEI
(ax. gachl)

KonTakTHas
pabora
3JIT | 113 | JIP

CPO

1

Paznen 1. Ycnyra u cepBucHbI poaykT. [lopsaok opraHuzanuu padoOThI

KOHTAKTHOM 30HEL.




1.1. BBenenue B qucruiummHy « CepBHUCHAS IEITCILHOCTDY 2 4 10

1.2. CraHoBneHHE W pPa3BUTHE CEPBUCHOM HesTenbHOCTU. [Ipobiembl u 6 4 10
TCHJCHIINH PAa3BUTHUS CEPBUCHON JIESTEINFHOCTH.
1.3. Ycayra kak pe3ynbTaT CEpBHUCHOW JesTenbHOCTH. ba3oBas momens 10 8 15

OpraHU3alMi KOHTAKTHOU 30HBI.
Paznen 2. IlocTpoenue B3auMojeiicTBUil ¢ MoTpeOUTENeM B KOHTAaKTHOM
30HE mpeanpusTus cepsl ceppuca.

2.1. TexHOIOrMH CEPBUCHOH MAESITECIBHOCTH B KOHTAKTHOH 30HE 6 10 16
npeanpusitusi. OCOOCHHOCTH B3aMMOJICHCTBHS C MOTPEOUTEISIMHU.
2.2. Bocrpusitue cepBuca moTpeOuTeIeM. 6 8 12

Paznen 3. IlpoumeccHblii MOAXOJ K CEPBUCHOM JESATENBHOCTH IIpU
OpraHu3alyu paboThl KOHTAKTHOW 30HBI.

Tema 3.1. CepBucHas JAeATEIBLHOCT, KakK Ipormecc. TexHOoIorus 8 6 15
00CITy>KUBaHUsI TOTpeOUTeNeil B KOHTAKTHOM 30HE.

Tema 3.2. OcHOBHBIE W BCIIOMOTaTeNbHBIE NPOIECCHI B CEPBUCHOM 4 6 12
JEATSIbHOCTH.

Bcero no aucuuniuxe: 42 48 90

*3JIT — 3aHATHS TEKIUOHHOTO THIA, [13 — Bce BUABI 3aHATHI CEMHUHAPCKOTO THTIA, KpoMe Tab0paTOPHBIX
pa6ort, JIP — naboparopusie padoTsl, CPO — camocTosTenbHas paboTa 00ydaromerocs

S. COJAEPKAHUE PA3JIEJIOB U TEM JUCHUIIJIMHbI

Pazgen 1. Ycmyra u cepBucHbiii npoaykT. Ilopsanok opranuzanuu paboOThl KOHTAKTHOM
30HBI.

Tema 1.1. BBenenue B nucuuiuinHy «CepBUCHAs A€STEIbHOCTD)

OcHOBHbBIE MOHATHUSA: CEpPBUC, cepa 00CITyKUBaHUS, TPOU3BOIUTENN YCIYT, TOTPEOUTENH
yciyr, okazaHue ycayr. CepBucHas JESTENbHOCTh Kak OOBEKT HaydyHoro asanusza. CepBuc u
CepBUCHAsI JIEATENBHOCTh — (DYHKIMH, MECTO B SKOHOMUYECKOH NeATENbHOCTH M B COLIMAIbHBIX
B3auMoeicTBusX. CepBUCHAs AEATEIbHOCTh B CTPYKTYpPE XO3sHCTBEHHON mpakTHKu. Cnenuduka
cdepsl cepBuca. PazHooOpaszue u BUIBI CEPBUCHOM N1eATENbHOCTH. BHyTpeHHee o0cimyXuBaHUE U
cepBUCHBIN  OusHec. HMHmuBHayadbHOE  OOCIYyKMBaHHE  KAaK  CaMOCTOSITEIBHBIM  BUJ
npodecCHOHATBHOMN 1eATENTbHOCTH.

Tema 1.2. CraHOoBiIeHHE M pa3BUTHE CEPBUCHOMN AesTenbHOCTU. [IpobieMbl U TeHAEHUIUN
pa3BUTHUS CEPBUCHOM AEATEIbHOCTH.

OcCHOBHbBIE XapaKTEPUCTUKH Pa3BUTHUSI CEPBUCHOW NEATEIBHOCTH B JIOMHAYCTPUAIbHOM
obmiectBe. OCHOBHBIE XapaKTEPUCTHKU Pa3BUTHUS CEPBUCHOHN IEATENbHOCTH B HMHAYCTPHAIHLHOM
obmiectBe. OOmiecTBO MaccoBoro mnoTpedieHus. Beiienenume u pacmmpeHue cdepbl yciayr B
CTPYKTYp€ TNOCTMHIYCTPUAIbHOM HKOHOMHMKH. Poiab U MecTo cdepbl ycayr B COBpPEeMEHHOU
HSKOHOMHUKE. MUPOBOI M POCCUNCKHI OMBIT CTAHOBJIEHUS U pa3BUTHUs cepbl CEpBUCA.

Bo3HukHOBeHME U pa3BuTHE cepBuca B Poccun. PazButne npoMBIIUIEHHOTO NPOU3BOACTBA
Kak ycnoBue pa3Butus cdepsl ycnyr. CocrosiHue cdepbl ycayr B JOpeBOTIONMOHHON Poccum.
Crpyxkrypa u pazsutue yciayr B CCCP B rr. BeiToBO€ 00CiTy:)KnBaHNe HaceleHus B epuoa Benukoit
OteuecTtBeHHON BoOMHBL. CocTosiHue OBITOBOro oOCTyXHBaHUS B Poccuu B MOCIEBOEHHBIX
ycIoBUAX conpanu3Ma. [lepron nepecTpoiiku U ero BiIMsSHUE Ha cdepy cepBHuca. Bo3HUKHOBeHHE
pbiHKa yciyr. COBpeMEHHOE COCTOSIHME U TEHACHIIUN Pa3BUTHUSI CEPBUCHOM JIeATEIbHOCTH.

Tema 1.3. Yenyra kak pe3yibTaT CEpBUCHOM JesTeabHOCTH. bazoBas MoJienb opraHu3aium
KOHTaKTHOU 30HBI.

Tpu ypoBus ToBapa mo Koriepy. DBomonus yciayr ¥ HpeACTaBIeHMH 00 yciyrax.
Knaccudukanus u XapakTepucTuka MNOTpeOHOCTEH B yciayrax M CEpBHCHOM OOCIYKHBAaHUU.
VYenyru kak nonstue. Tepmunonorus yenyr. 'OCT P «Ycnyru Hacenenuto. TepMUHBI U TIOHATUSY.
OTnanuuTeNnbHBIe CBOMCTBA yciyT OoT ToBapa. Oommue yepthl yeayr nmo Kotnepy. [lotpeburenbckue
cBoiicTBa yciyr. Kimaccugukanus ycmayr. O61mas XxapakTepiucTiKa OCHOBHBIX BUOB YCIIYT.



Ycenyra U CepBHCHBIM MPOAYKT. YPOBHH CEPBUCHOTO MPOJYKTa: 0a30BBIA YPOBEHb W
BTOPUYHBIA  ypOBEHb. BTOpHUYHBI YpPOBEHb CEPBUCHOIO IIPOAYKTA: DJJIEMEHTbI U UX
xapakTtepucTuka. COnyTCTBYIOIIME M IONOJHUTEIBHBIE YCIYI'HM, UX KIIIOUEBBIE XapaKTEPUCTHUKH.
Ocobennoctu u crenuduka (GOPMHUPOBAHUS CEPBUCHBIX MPOAYKTOB B COLHUAIBHO-KYJIBTYPHOU
chepe.

[IpuHuMnIBl cOBpeMEHHOro cepBuca. OCHOBHBIE 3aJaud CHCTEMbI CEpBHUCA IPENNPHUATHS.
bazoBas Mojnenp opraHuzanuu cepsl yciayr: TEXHOJIOTMYECKOE SAPO, (PU3MUECKOE OKpYKEHHUE,
oOciyxuBatouii nepcoHan. [loHATHE «KOHTAKTHOH 30HBD» Kak c(epbl pealn3aluu CEpBHUCHOU
NeSITEeIbHOCTH. BBINOIHEHNWE CEepBUCHBIX Olepaluil B KOHTAaKTHOM 30He. OcoOeHHOCTH
(YHKIMOHUPOBAHUS TPEINPUATHH C BBICOKOW M HU3KOH CTENeHbI0 KOHTakTa. [IpocTpaHCTBO
KOHTakTa. (OCOOEHHOCTM  OpraHu3alM  KOHTAKTHOM  30HBL. ~ MaTepHalbHO-TEXHUYECKOE
oOecrieueHre KOHTAaKTHOM 30HBI. KoopauHaumsi IeHCTBUM NepcoHasla MPU OpraHu3aluu padboThl
KOHTaKTHOU 30HBI.

[IpaBuna OeiToBOTO OOCHY:XHMBaHUS HaceneHus. OOIEepoCCHiickie KIIacCH(PHUKATOPhI YCIyT
Hacenenuto: OKBDOJI, OKIIJI. OGecneyeHue O0€30maCHOCTH OOCTYXKHMBAaHHS TOTPEOUTENCH B
KOHTaKTHOU 30He. TexHomorus paboThl B HEIUTATHBIX CUTYalIHUSIX.

Paznen 2. IToctpoeHue B3anuMoieiicTBUI ¢ MOTpeOUTENIeM B KOHTAKTHOM 30HE MPEeANpHUATHS
cthepsl cepBuca.

Tema 2.1. TexHOIOTMM CEPBUCHOW JEATENBHOCTH B KOHTAKTHOW 30HE MpENIpUATHS.
Oco0OeHHOCTH B3aMMOJIEHCTBHS C TOTPEOUTENIMHU.

CepBuc kak ¢opma CyObEKT-CyOBEKTHOTO B3aMMOJEHCTBHsS. MecTo M poib OOIIEHUS.
OO6meHue kak B3auMoBiusiHue. OOIIEHHE KaK OTHOLIEHHE CIENUAINCTA 110 CEPBUCY U KIIUEHTA.
Crpykrypa obmenus. Tun auuHocTy — Tin norpedurens. [lcuxonorus npouecca 006CayKUBaHHUS.
MexaHu3Mbl B3aMMOJEICTBHS B 00IIEHNN. B3auMOOTHOIIEHNS ClIEUAINCTA 10 CEPBUCY U KIMEHTA
B IIPOLIECCE OCYILIECTBICHHUSI CEpBUCHON JesTeabHOCTH. OcoOeHHOCTH PAabOThl C pPa3IUYHBIMU
TUNIAMU T[IOTpeOUTENEe B 3aBUCUMOCTH OT COLMAIbHBIX, 3THUYECKHX, KOH(ECCHOHAIBHBIX H
KyJbTYpHbIX pa3nuuuid.  OcOOeHHOCTH paboThl C pPA3IMYHBIMM THUMAMU TMOTpeOHUTENed B
3aBUCHUMOCTH OT IICHXOJIOTMYECKUX ocoOeHHocTed. Ilpoliecc KOHTakTa MEXAy HCIOJIHUTENEM U
kiaueHToB. [IpodeccuonanbHoe noBeaeHne pabOTHUKA KOHTAKTHOM 30HBI.

CepBuc-cucTeMHasi MaTpulia: 3alUIIEHHOE s/IpO, NMpOHHUIaeMasl CUCTeMa, pearupyromas
cucreMa.  3aBUCUMOCTh  TpeOOBaHM K  mepcoHayly,  (OKYCHPOBaHHMIO  Omepaunui
Y TEXHOJIOTUYECKUM MHHOBALWSIM OT CTENEH! KOHTAKTa KIIMEHT—CEPBHCHAsI CUCTEMA.

Tema 2.2. BocnipusiTue cepBuca norpeduTesiem.

Monens kayecTBa yciayrd, OCHOBaHHas Ha pa3pbiBe. Bocnpusitie norpedurenem arpudyToB
cepBuca. BnusHMe OXHIaHUI 3aWHTEpEeCOBAaHHBIX CTOPOH Ha KadecTBO yciayru. KoHGmuKTHI B
chepe cepsuca. PaGora c xamobamu u KoH(pIUKTamMH Tpu oOcmykuBaHuu. I[loBeneHue
norpeduteneit u Qakropel norpednenus. CraHaapTbl oOcmyxkuBaHus. CucTemMa CTaHAApPTOB
00CTyXKUBaHUSI CEPBUCHOTO MpeanpusaTus. PazpaboTka cTaHIapTOB 00CIYKUBAHUS B COOTBETCTBUU
C MHIUBUYaJIbHBIMU OCOOCHHOCTSMHU KOHKPETHOTO TUIIa OTPEOUTE.

Paznmen 3. IlpomeccHbIit MOAXOJ K CEPBHCHOW AEATENBHOCTH TPU OPraHW3alud pabOTHI
KOHTaKTHOU 30HBI.

Tema 3.1. CepBHCHas [eATENTPHOCTh KaK Tporecc. TexXHOJIOTHs OOCITyKHBaHUS
notpeduTeneil B KOHTaKTHOM 30He.

Otambl Tporiecca pa3paboTku yciryrd. OCHOBHBIE MPUHIMIBI Pa3paOOTKH M CO3JaHUS
yenyrd. KoHuenmus >Ku3HEHHOTO LIMKJIa YCIIyTH/CEpBUCHOTO MPOIYKTA.

[IpomieccHBIif TIONXOM B CEPBUCHOW NEATEIHHOCTH: TIOHSTHE TIpoliecca, KiacChupUKaIus
IpOIIECCOB, KOMIOHEHTHI Mporecca. OOIacTH CepBUCHBIX ONEpaluii: yIpaBleHHE MPeIIpUsTHEM,
OTEpal[MOHHbIE TPOLECCHI, CTpaTerus, HHPPAaCTpyKTypa U MNpoaAyKT. DopMbl U METOJBI
oOciyxuBanus. OCoOEHHOCTH TIpolecca MPOEKTUPOBAaHUS W pa3paboTku ycinyru. Crparterus
npoueccoB. CpaBHUTEIbHAs XapaKTEPUCTHKA MPOLECCOB M HUX OTIMYUTENbHbIE OCOOEHHOCTH.
OcHOBHBIE 3Tanbl MJIAHUPOBAHUS CEPBUCHOTO Mpoliecca. Pa3paboTka U MpUMEHEHUE CTPYKTYPHBIX



cxeM B cepBuce. [lmanupoBanue M co3zgaHHE CEPBUCHBIX MPOAYKTOB. Pa3zpaboTka M uepapxus
KaTeropHil HOBBIX BUJOB YCIYT. PEMHKUHUPUHT CEPBUCHBIX MIPOLIECCOB.
TexHonornueckuii UK OOCIYKUBaHUS TOTpeOUTENs: MpHeM, o(opmileHUE, UCTIOTHEHHE,

BbIJla4da 3aKasa. Pa3pa60TKa TCXHOJIOTHYCCKUX CXCM CCPBUCHBIX MPOLCCCOB.

Tema 3.2. OCHOBHBIEC U BCIIOMOTATEIbHBIC MPOIECCHI B CEPBUCHOM /IS TETBHOCTH.

OCHOBHBIE U BCIIOMOraTeJILHLIE IMPOLCCCHhI. BBII[CJICHI/IC OCHOBHbBIX MW BCIIOMOTI'aTCIIbHBIX
IPOLIECCOB Il KPYMHOW opranu3aiuu. OTIHYUTEIbHbIE OCOOCHHOCTH TPOLECCOB. YTPOIICHHAS
cxema oOpaTHBIX cBsized mpormeccoB. Kraccudukanus OU3HEC-POIIECCOB: BEPTHKAIbHBIC H
rOpU30HTaNIbHBIE Tpotiecchl. KimtoueBbie 0COOCHHOCTH peanu3aiuu npoieccoB. Onucanue Ou3Hec-
npoiieccoB. JlekomMIo3uius Ou3HeC-IPOLECCOB.

6. 3AHATUA CEMUHAPCKOI'O TUIIA

Tabmuua 6.1 — [IpakTrueckue 3anatus/ Cemunapckue 3ausatus / JlJabopatopHbie paboThI

Bun 3anstus /

No Tembl Tema 3ansTust
OLIEHOYHOE CPEACTBO
1 2 3

1.1. [OmnpeneneHue NEHHOCTH YCITYTH. [13/Pemenue keiicoB
Mopnenr mnenHocTH ycryrw 3edtamist.  Apmantanus  yeryru - K |[13/Pemenwme keticos
COBPEMEHHBIM TPEOOBaHUM CIIPOCA.

1.2. |DOBomiomusi CEpBHCHOW  JesATENbHOCTH B  mocTUHAycTpuanbHOH |C3//luckyccus
SKOHOMUKE: MUPOBOM OIBIT
DBOJIIONMSI CEPBUCHOM JICSITEILHOCTH B Poccunu C3/uckyccust

1.3. |OcHoBHble ¢opMbl W MeTOABl oOciyxuBaHus B cepBucHoi |C3/IToaroroBka
NeSITeNbHOCTH: [IPEUMYILECTBA, HEIOCTAaTKH, XapaKTepHbIC [IPE3CHTALMH, pEeLICHHe
0CcOOEHHOCTH, MPUMEPBI CEPBUCHOrO 00cIyXuBaHHs. CpaBHUTEIBHBIN | IPAKTUUECKUX 33124
aHaJn3 OpM U METOIOB 00CITY)KHMBaHUS
CepBHCHBIH MPOJYKT B COLMAILHO-KYIBTYPHOM cepBHUce: cTpykTypa u|C3/ [Tonroroska
0COOEHHOCTH. Npe3eHTaLui, peleHue

NPAaKTUYECKUX 33134

KonraktHass 3oHa mpennpusitus B cucteme  obcmyxkuBanus|C3/Tloaroroska
notpeourens. OcHallleHHe KOHTAKTHOM 30HBI B 3aBHCHMOCTH OT|MPE3CHTAlUH, pelIeHUe
cneunpUKU NpeanpusiTis cepsl cepBHca. NPaKTUYECKUX 33134

2.1. |CrpykTypu3anusi CEpBHUCHBIX KOHTAaKTOB B COOTBETCTBUH C cepBHc-|I13/Pemenue
CUCTEMHOH Matrpulleii. 3aBUCHUMOCTh TpPEOOBAaHUN K MEPCOHANY H|MPAKTUYCCKHUX 3a1a4
CEPBUCHBIM ONEPALIUSIM B 3aBUCHMOCTH OT CTENIEHH KOHTAKTa.
Buapl cepBrca 0 BpeMEHH €ro BBINOIHEHHUS U 110 cofepkanuio pador |I13/Pemenne keiicos
PazpaboTka KopmopaTuBHOTO KoJeKca cepBHCHOW aearesnbHocTH.|C3/KomiokBuym
BnusiHue KopriopaTuBHON 3THKH Ha MPOQECCHOHATBHYIO IEATETFHOCTD
npeanpusTus cepsl cepBrca

2.2. |Pazpaborka craHmapToB BHyTpuHpMeHHOro obcmyxuBanua is|C3/uckyccus
npeanpusTus cepsl cepBuca.
IMopsimoxk 1 ocobeHHOCTH paspenieHuss KOH(GIUKTHBIX cuTyauuid B|I13/Pemenune keiicos
CEpPBUCHOM JIeSITENLHOCTH.
[Tokazarenu KayecTBa yCIyrd M CEPBUCHOTO MPOJIYKTA. [13/Pemenue Keiicos

3.1. |HccnenoBaHue >KU3HEHHOTO IIMKJIA CEPBUCHOTO POIYKTA [13/Pemenue Keiicos
Pa3paboTka CTPYKTYpHOH CXEMbI CEpPBUCHOTO NMPEIIPHUSITHS. [13/Pemenue Keiicos
PazpaboTka  TEXHONOTMYECKMX CXEM  CepBUCHBIX  mporeccos|[13/Pemenne keiicos
KOHTaKTHOW 30HBI IPEANPHUSITHS 10 33IaHHBIM YCIIOBHSIM.
OCHOBBI OITMCaHMSI ¥ IPOEKTUPOBAHHMSI TPOLIECCOB CEPBHCA. [13/Pemenue Keiicos
Pa3paboTka TEXHOJIOTHYECKOTO IIMKJIA [13/Pemenue Keiicos

3.2.  |OtnuuuTenbHBIE 0COOSHHOCTH CEPBUCHBIX MPOIECCOB. C3/duckyccus

OJeMeHTapHble ONEpaluy U OIEPAIMOHHbIE IPOLIECCHl CEPBHCHOIO
oOcCTyKMBaHH MTPH MTpreMe U 0(hOpMIICHHH 3aKa3a

T13/Pelienne KelcoB




DJeMeHTapHbIe ONepalul W ONepalroHHble mnpouecchl cepsucHoro|I13/Pemenue keticos
00CIIy>KUBaHHUS IPU UCIOJIHEHUH U BbLade 3aKa3a

OOnacTi CepBUCHBIX oOmepammii: cTparterus, uHpacTpykrypa u|ll3/Pemenne xeiicos
MTPOJIYKT; OTICPAITMOHHBIC MTPOIECCHI; YITPABICHUE MPEATTPHUSITHEM.

ITopsimoK NEKOMITO3HIIMK CEPBUCHBIX ITPOLIECCOB. [13/Pemenue keiicos

* 113 — npakTrueckue 3ausatTus, C3 — cemunapckue 3anstust, JIP — maboparopHbie paboThI
7. METOIUYECKUE YKA3ZAHUA JJISI OBYYAIOLIIUXCA
7.1. Meroauyeckue yKazaHus s 00y4al0UIerocs o 0CBOCHUIO M CUMILINHBI

Jliis popMupoBaHUS YETKOTO TPEACTABICHUS 00 00heMe M XapaKTepe 3HAHUN U yMEHHUI,
KOTOPBIMM Hajgo OyaeT oOBjJajeTh [0 AMCUMIUIMHE B CaMOM Hayalle ydeOHOro Kypca
00yYaromuics T0KEH 03HAKOMUTBCS ¢ y4eOHO-METOMUECKON JOKYMEHTAIHEH:

- paboueii mporpaMMOil TUCHUIUIMHBL: C LIEJISAMU U 33/1a4aMU IUCLUIUIMHEI, €€
CBS3SIMH C IPYTMMHU JUCIUIUIMHAMU 00pa30BaTeIbHOM MPOrPaMMBI, IEPEYHEM 3HAHUN U
YMEHMH, KOTOPBIMU B IIPOLIECCE OCBOEHUS AUCLUIUIMHBI JOJKEH BiIaleTh oOydaroluiics,

- HOPSAJKOM MPOBEACHUS TEKYILEr0 KOHTPOJISI YCIIEBAEMOCTU U IPOMEKYTOUHOM
aTTeCTaluu;

- rpadukoM KOHCYIbTAIMi MpenoiaBaTenei kageapsl.

CucremaTueckoe BBIIOJHEHHE Y4eOHOM paboThl Ha 3aHATHUAX JIEKIUOHHBIX U
CEMHHAPCKUX THIIOB, a TAaKXe BBIIIOJHEHUE CAMOCTOSTENbHON pabOThl MO3BOJUT YCHEIIHO
OCBOUTb AUCLUILIUHY.

B mpotiecce ocBoeHUs AUCHUIIIMHBI 00YyYaIOIUMCS CIIETYeT:

- CJIyLIaTh, KOHCIIEKTUPOBATh W3JIAra€Mblil IPErnoJaBaTeaeM MaTepHuall;

- CTaBUTh, 00CYXK/1aTh aKTyallbHbIE MPOOJIEMbI Kypca, ObITh aKTUBHBIM Ha
3aHATUSAX;

- 3a/1aBaTh MPENOAABATEIIO YTOUHSIOIINE BOIIPOCHI C IIENIBIO YSICHEHUS
TEOPETUYECKUX MOJIOKECHUM;

- BBITMOJIHATH 33JaHUSI TPAKTUYECKUX 3aHATUN MOJHOCTHIO U YCTaHOBJICHHbBIE
CPOKH.

[Ipun 3arTpyaHeHMSIX B BOCIHPHUSTHM MaTepuana cleAyeT OOpaTUThCS K OCHOBHBIM
JUTEpaTypHbIM HcTOUHMKaM. Ecin pazoOparbcs B Marepuaie HE yIaloch, TO OOpaTHTCA K
JekTopy (Mo rpaguKy ero KOHCYJbTallMi) WM K MPENoiaBaTeli0 Ha 3aHATHSIX CEMHHAPCKOTO
THUIIA.

OOyuvaromumMcs, NPOMYCTUBLIMM 3aHATHS (HE3aBHUCHUMO OT MpPHYMH), HE HMEIOIUM
MMCBbMEHHOTO PELIEHUs 3a7a4d WIN HE MOATOTOBUBIIUMCS K JJaHHOMY 3aHATHIO, PEKOMEHAYETCS
HE TIO3KE YeM B 2 - HEACNbHBIM CpPOK SBUTHCS HA KOHCYJIbTALMIO K IPENOAABATEN0 U
OTUUTATHCS 110 TEME.

7.2.  Opranu3anusi CaMOCTOSITEIbHOMH padoThI

[Ton camoctosiTenpbHON paboTON OO0yJaromMXCs TMOHUMAeTCs IUIaHupyemasi pabora
0o0ydJaronuxcs, HarpapjieHHas Ha (OpMUpOBaHUE YKa3aHHBIX KOMIIETEHIIUH, BBHITIOTHsEMAs BO
BHEAYJIMTOPHOE BPEeMs 10 33IaHUI0 U TIPU METOAMYECKOM PYKOBOJCTBE MperoaaBares, 6e3 ero
HEIMOCPEICTBEHHOTO YJacTHSI.

MeTtoaudeckoe 0OecledeHHe CaMOCTOSITENbHON pa0OTHl MPU HAIUYUU O0YyYaroIIHXCs
JUIl C OTPAaHWYECHHBIMH BO3MOXHOCTSIMU TIPEICTaBisieTcs B (opmax, aganTHPOBAaHHBIX K
OTPAaHUYEHUSIM UX 3JJOPOBBS.

Bunpl camocTosTensHON paboThI MO AUCITUTUIMHE MPEACTaBIeHBI B Tabmuie 7.2.1.



Tabmuna 7.2.1 — Opranu3zaius caMmoCTOSITeNILHON paboThl 00ydaromerocs

No .
Bun camocrosiTensHON paboThI
TEMBI
1.3 [ToaroroBka npe3eHTaui
1.1- N
13 [MoaroToBka K KOHTPOJILHON TOUKE
1.2,2. N
2392 [ToxroroBKa K TeMaTHYECKON AMCKYCCUHU
2.1. [MoxroroBka k mpoOJIeMHOMY CEMUHAPY
13,
21 Pemrenue cutyanmoHHBIX 3a1a4
4-6 [ToaroroBka Kk KOHTPOJIHHOW TOYKE
1.1.-
32 IToaroroBka k 3K3aMeHy
1.1.- .
39 Hamucanue kypcoBoit paboThl

Kaxnet Buxg CPO, ykazanubeii B Tabnmume 7.2.1 oOecreuyeH METOIUYECKUMH
MaTepuaIamH.

8. OBPA3OBATEJIBHBIE TEXHOJIOI'NHU

B  npenomaBanum  gucuumiuHel  «CepBHCHasg  JAEATEIBHOCTB»  HCIOJB3YIOTCS
pasHooOpa3Hbie 00pa3oBaTeNbHBIE TEXHOJOTUH KaK TPATUIMOHHBIE, TaK M C TPUMEHEHUEM
AKTHUBHBIX U UHTEPAKTUBHBIX METO/I0B O0yUEHUSI.

AKTUBHBIC M UHTEPAKTUBHBIC METOJIBI OOYyUEHHUS:

- TeMaTHueckas auckyccus (tema Ne 1.2,2.2,3.1,3.2);

TemaTudeckass AUCKyCCUSI - CIOCOO OOCYXIEHHUS TeMBbI (CIIOPHOTO WM MPOOJIEMHOTO
xapakTepa) B yueOHo# rpymre. Kak mpaBuiio, TMCKyCCHU OpraHU3YIOTCS B (hopMax TpynmoBOro
oOcyxaeHus wiu 1e6aToB.

TemaTtnueckast AUCKyCCHS MTPETYCMOTPEHA B PAMKAX CEMUHAPCKOTO 3aHSTHS «DBOJFOIIHS
CEpBUCHOM JIEATEILHOCTH B MOCTUHAYCTPHAIBHON SKOHOMUKE: MHUPOBOM M POCCHUMCKHUNA OIBITY.
JIs  TOATOTOBKM K TEMaTHYeCKOW JHCKYCCHHM CTyIE€HTaM HEOOXOIMMO CaMOCTOSITEIHHO
03HAKOMUTBCS C PEKOMEHIyeMOU JTUTepaTypoil 1 yMeTh 00OCHOBAaHHO OTBETHTh Ha CIEIyIOLINe
BOTIPOCHI:

- Kakue oOmme TeHOEHIMH pa3BUTHS CEPBUCHOTO CEKTOpa Hambosiee 3aMETHBI B
MHUPOBOM MaciuTade?

- Ilepeuncnure ¢axTopsl, OOYCIOBIMBAIOIIUE AKTHUBHOE pa3BUTHE Cc(epbl YCIyr B
MIOCTIETHUE JIECATUIICTHSI.

- Kakue conmanbHble M3MEHEHUsI CIIOCOOCTBYIOT PAa3BUTHIO CEPBUCHOM J1€ATEIBHOCTHU?

- CoBpeMeHHbIE TEHICHLIUN OM3HECa, HanboJsee 3HauuMble Il cpephl yCIIyT.

TemaTnueckass JUCKYCCHUS TpPEIYyCMOTpPEHa B paMKaX CEMHUHApCKOTO  3aHATHS
«Pa3paboTka cTaHAApTOB BHYTPU(DUPMEHHOTO OOCITYXUBAaHUS [UIsl TpennpusTus cepbl
cepBuca». J[Jsi MOATOTOBKM K TEMaTHYECKON TUCKYCCUHU CTYJ€HTaM HEOOXOMMO MOJrOTOBUTh
KpPaTKHid COJlepKATeIbHBIN TMPOEKT CTaHIapTa 1O padoTe TMepcoHalia KOHTAKTHOW 30HBI C
OTIpeNieIeHHBIM TUIIOM MOoTpeOuTens (1Mo BhIOOPY) MO Clenyrollied CTpyKType: Iielb, 3ahayH,
coJiepKaHne CTaHAapTa 00CITy)KUBaHUS TIPH pabOTe ¢ KOHKPETHBIM TUIIOM TIOTPEOUTEIS

TemaTnueckass JUCKYCCHUS TpPEIYyCMOTpPEHa B paMKaX CEMHUHApCKOTO  3aHATHS
«OTnHuYnTeIbHBIE 0COOEHHOCTH CEPBUCHBIX TPONECCOB». [l MOATOTOBKH K TEMaTHYECKOH
JMCKYCCHH CTYJIEHTaM He0OX0IMMO TIOJrOTOBUTH CIIEAYIOLIEe 3a/laHHe:

1. Jns nro0oro BBIOPAaHHOTO CEPBUCHOTO  HEOOXOIWMO OMpPEAEIUTh OCHOBHBIC M
BCIIOMOTaTeNbHbIE MIPOIIECCHl CEPBUCHOTO 00CTYKUBaHUS, (PYHKIIMOHA MTEPCOHANA 110 KaXIOMY



U3 TIPOIIECCOB.

2. Ha KOHKpeTHOM TMpUMEpEe CEePBUCHOTO TpoIlecca BBIOPAHHOTO CEPBUCHOTO
NPEINPUSATHS YCTAHOBUTE OTIMYUTEIIBHBIC XapaKTEPUCTHKH MPOLIECCA: XO3SHUH TMPOIIecca, BXOIbI
¥ BBIXOJIBI IPOLIECCa, PECYPCHI, MapaMeTphl MPoLecca, TOTPEOUTEb.

- Ketic-rexHosoruu (Tema Ne 1.1, 2.1-3.2)

Keiic-TexHONMOTMHM - BKJIIOYAET MOPSIOK PACCMOTPEHHUsS, aHaIM3a Kekhca, MOUCK H
NPE3CHTAIMIO PEIICHUs, BBIPAOOTKY 3KCIIEPTHOH OLICHKH, OMUPAIONICHCS Ha OIpeeICHHbIC

kpurepuu. Keic — pa3HOBHIHOCTb IPOU3BOJACTBEHHOM WM DKOHOMHYECKOW CHUTYalLlUH,
creuuanbHo  chOpMyIUpOBAaHHOM IpernojaBaTesieM JUIsl  aHalu3a, pEIIeHUs, OLEHKU
00yJaroMMHUCS.

B pamkax aucuuiuinHbel «CepBUCHAs JEATENBHOCTb» IPEIyCMOTPEHBI CIIEAYIOIINE
KelicoBble 3ananus: «OnpenesneHne NEHHOCTU ycayru», «Mojenb HEeHHOCTH YCIIyTH 3erTamils.
Ananranys yciayru K COBPEMEHHBIM TpeOOBaHUSAM crpoca», «Buiel cepBuca Mo BPEMEHH €ro
BBITIOJTHEHUS U 110 COJICPKAHUIO paboT», «[1opsamok u 0COOCHHOCTH pa3penieHus] KOH(DIUKTHBIX
CUTyallUd B CEpBUCHOM nesTenbHOCTH», «[loka3zaTenmum kauecTBa YCIYyTM M CEPBHUCHOIO
npoaykra», «lccinenoBaHue JKU3HEHHOTO LIMKIJIA CEPBUCHOrO TNpoaykra», «Pa3zpaboTka
CTPYKTYPHOM CXEeMbl CEpPBHUCHOIO Mpeanpustus», «Pa3paboTka TEXHOJOIMUECKUX CXEM
CEPBHUCHBIX IPOLECCOB KOHTAKTHOM 30HBI MPEINPUITHUS MO 33JaHHBIM YCIOBHUSAM», «OCHOBBI
ONHUCAHMsI U MPOEKTUPOBAHUS MPOLIECCOB cepBUcay, «Pa3paboTka TEXHOIOTMYECKOIO IMKIIA»,
«DJNeMEeHTapHbIe ONepald W ONEepPaliOHHBIE IPOLECCHl CEPBUCHOTO OOCITYKUBAHHUS MPU
npuemMe U O(QOpPMIIEHUM 3aKa3a», «JJIEMEHTapHblE OIEpalud M OMNepalMOHHbIC MPOLECCHI
CepBUCHOTO OOCITY)XMBaHUS TPU UCIIOJIHEHWH M BbIade 3akaza», «OO01acTé CepBUCHBIX
onepauuii: crparerusi, UHPPACTPyKTypa U NPOIYKT; ONEPALMOHHbIE IMPOLECCHI; YIpPaBICHHUE
npennpustTuem», «[lopsiok 1eKOMIIO3ULIMN CEPBUCHBIX MTPOLIECCOBY.

- aHaJIM3 KOHKPETHBIX cuTyarmii (Tema Ne 1.3, 2.1)

AHanu3 KOHKPETHBIX CUTyallui - aHAJIW3 IPEIJI0KEHHOW CUTYyallud, KaK COBOKYITHOCTH
(GakTOB M JaHHBIX, ONPEACISAIOIIMX TO WJIM HMHOE SIBJICHHE, HMEBIIEE MECTO B IPAKTHUKE,
KOTOPBIM B X0/JI¢ YUEOHBIX 3aHITUN JaeTcs OLCHKA.

Pemenne cuTyallMOHHBIX 3aJad MPEAIOJIAraeT COOTHECEHHE KOHKPETHBIX IPUMEPOB
CEPBHUCHBIX YCIYI W TPOAYKTOB C DJIEMEHTaMH CEpPBUC-CUCTEMHONM MAaTpULbl HAa OCHOBE
OTIpeieNIeHNUs CTENIEHN KOHTAKTa KIMEeHT-KaHaJl 00CITy>KUBaHHUSL.

[Ipn ananmu3e KOHKPETHBIX CHUTYallMil pEeKOMEHAYETCSl OTpa3uTh CIEAYIOIINE MO3ULUU:
IPEeUMYIIEeCTBA, HEIOCTATKU, XapaKTepHble OCOOEHHOCTH, KOHKPETHBIE MPUMEpPHI CEPBUCHOTO
00cIyXUBaHUS, THHOBALIMOHHBIE TIPUMEPBI IO KaXK10M (popme/MeToay oOCTyKUBAHUSI.

- npobneMHbIit ceMunap (Tema Ne 2.1)

[IpoOneMHBINT CceMHUHAp — BAXXKHEWIIMM TIOKa3aTeJIeM «IPOOJIEMHOCTHY XapakTepa
oOyueHMs sIBJISE€TCS HajMuuMe MO3HaBaTeNbHOM mpolnemsl. «[IpobGnema» MoxeT OBITh
chopMyJIMpOBaHa HAa OCHOBE MaTepHaliOB UCTOPUU HAYKH, COLIMATIbHOW MPAKTHKHU, B KOHTEKCTE
npeacrosiiel  npodeccuoHanbHONM  JesTenbHOCTH. CeMMHap  MpeanoyiaraeT  aKTUBHOE
BOBJICUEHHUE CTYJIEHTOB B IPOLECC 0OCYXKIEHUS U PELICHUS MMOCTABIEHHON MPOOJIeMBbl, TIPOLECC
MIOMCKA PEIICHUs HAIIPaBIIAETCS U KOHTPOJIUPYETCS MPENOIaBATEIEM.

[Ipn moaroroBke k mpoGieMHOMY ceMuHapy «Pa3paboTka KOpHOpaTHBHOTO KOJEKca
CepBUCHOM  JIEATENBHOCTH. BiMsHuME KOPIOpAaTHMBHOM OSTHKM Ha NPOPEeCcCCHOHATBHYIO
JEeSTENIbHOCTh MpeAnpusaTHs cdepsl cepBHCa» CTyA€HTaM HEOOXOAMMO CaMOCTOSATEIbHO
03HAKOMUTHCS C KOJIEKCAMH 3TUKU CEPBUCHBIX NPEANPUATHIA U pa3padoTaTh CTPYKTYpPY KoJeKca
KOPIOpPaTUBHOM O3THUKH BblOpaHHOrOo Bamu mnpeanpustusi cdepbl cepBuca (¢ KpaTKuM
o0ocHOBaHMEM WH(pOpPMALMK, BKIIOYaeMOW B oOmNpereNeHHble Bamu pasfensl Kojekca).
Jl1s TOrOTOBKK K MPOOJIEMHOMY CEMHUHApy CTYIEHTY HEOOXOIMMO OTBETUThH Ha CIIEYIOILIUE
BOIIPOCBI:

1. Kakue acnextsl paboThl nmpennpusitusi chepbl cepBuca Bbl BKilagpiBaeTe B MOHSATHE
"KoprnopaTtuBHas dTuka"?

2. OOocHyiiTe NpUYMHBI HEOOXOIUMOCTH pPa3pabOTKH Kojekca MNpodecCHOHATbHON



STUKU IS Tpennpustus cdepbl cepBuca. [IpenmyiiecTBa U MEpCHEKTUBHBIE PE3YIbTaThI
NPUHSITHS KOJEKca MPOGECCHOHATBHON YTHKHU Ha MPEANPUITHH cephl cepBuca.

3. KakoBbl, Ha Bam B3rian, akrtyaibHble MOpOOJEMbl KOPHOPATHUBHOW OJTHKM Ha
npennpusaTusix cdepsl cepuca? OOocHyiiTe Bamr oTBeT Ha OCHOBE NMPUBEACHHSI KOHKPETHBIX

IPUMEPOB.

4. TlpuBenuTe mpuUMepbl HauOOJee aKTYaJIbHBIX ATHYECKHX MPOOJIEM Ha MPEIIpUATHIX
chepbl cepBuca (MOXXHO Ha MpHUMEpPEe KOHKPETHOTO MPEINPUSTHUSI) U BO3MOMKHBIE MYTH HX

peLIeHusl.

5. O6GoCHYHTE 3HAUMMOCTD JISJIOBOTO 3THKETA JIS NPEANPHATHI chephl cepBuUca.

9. PECYPCHOE OBECIIEYEHHUE JUCIHUIIJIMHbI

9.1.

Tabmuua 9.1.1 — YueOHOo-MeTOoqMUeCKOe 00ecIeueHue TUCIIUILINHBL

Y4yeOHo-MeTOAMYECKOEe M HHPOPMALIMOHHOE 00ecTiedeHue TN CIUTIIUHbI

Knuroo6ecne4eHHOCTh

[1aba., 2016. - 378 c.

Bubauorpaduyeckoe onucaHue U31aHUA Ocnonuas/ KoJu-Bo. 3K3.

(aBTOp, 3ar;1aBUe, BUA, MECTO M IO/ U3JaHUs, KOJ. CTP.) AOHOTHHTETbHAS B Ouo0J1. DJIEKTPOHHbIE
JuTepaTypa CII6IDY pecypcsl

Pesnuk, I'.A.. CepBrcHas OeSITEIBHOCTD : YICOHUK /
[".A. Pesnuk, A.W. Mackaesa, }0.C. IToHoMapeHKo. OCHOBHAS ObC
— Mocksa : THDOPA-M, 2018. — 202 ¢. — ZNANIUM.
(Briciree obpazoBanme: bakagaBpuar).
PomanoBuy, K. A. CepBucHas 1esTeIbHOCTD:
'Yuebnuk / Pomanosuu XK. A., Kamaues C.JI., - 6-¢ ObC
n3a. - Mocksa :/lamko n K, 2017. - 284 c. OCHOBHAA ZNANIUM.
(baxanaspwuar).
[loyi, /1. IlepBoKIacCHBIN CepBUC KaK
KOHKYpEHTHOE npeumytiecTBo: ITocooune//l. 9bC
[[loyn.— 8, mom. u nepepadb .— Mocksa : OO0 FIOTIOTHHTCbHAA ZNANIUM.
"Anpnuna [Tabmumep", 2016 .— 342 c.
Emudepos, B.I'. buszHec-mpoiiecchl: perjaMeHTaIus 1 3BC
yrpasnenue : yaeOnuk / B.I'. Enudepos, B.B. Peniun.| nomonnutensHas 7N WUM
— Mocksa : UTHOPA-M, 2019. — 319 c. =
CaupuneHko, 0. I1. CepBucHas nesiTenbHOCTD B
obCITy:)KMBaHUK HacelneHus : Yuebnoe mocoowue / 10. 32bC
1. Cupuaenko. - Mocksa : Jlamkos u K, 2012. - 220 AOTOMHHTCIRHA ZNANIUM.
C.
Kogwu, C. CeMb HaBBIKOB BEICOKOA()()EKTHBHBIX
bTro/1eii: MOIIHbIE HHCTPYMEHTBI Pa3BUTHSI IMYHOCTH: 9bC
[TocoGue / Kosu C., - 9-e u3z. - Mocksa :Asbnna FIOTOMHITERHAA ZNANIUM.

Tabmuua 9.1.2 — IlepeueHb coBpeMeHHbIX podeccnoHanbHbIX 0a3 nanHbx (CITIBM)

Ne

Haumenosanue CIIB/]

Onekrponnas oubiarorexa Grebennikon.ru — www.grebennikon.ru

Hayunas snekrponnas oudiaunoreka eLIBRARRY — www.elibrary.ru

Hayunast snekrponnas 6udianoreka KubdepJlennka — www.cyberleninka.ru

baza nanneix [IOJITIPE/] CipaBounuku — Www.polpred.com

QPR WINF-

www.oecd-ilibrary.org

baza manusix OECD Books, Papers & Statistics wa mrardpopme OECD iLibrary —

Tabmuna 9.1.3 — Ilepeuens nnpopmaMoHHbIX cripaBoyHbIX cucteM (MCC)



http://new.znanium.com/go.php?id=967867
http://new.znanium.com/go.php?id=967867
http://new.znanium.com/go.php?id=430365
http://new.znanium.com/go.php?id=430365
http://new.znanium.com/go.php?id=610283
http://new.znanium.com/go.php?id=610283
http://new.znanium.com/go.php?id=1020015
http://new.znanium.com/go.php?id=1020015
http://new.znanium.com/go.php?id=415409
http://new.znanium.com/go.php?id=415409
http://new.znanium.com/go.php?id=923768
http://new.znanium.com/go.php?id=923768

No Haumenosanue UCC

1 | CopaBounass mpaBoBas cucreMa Koncynbrantllmoc (MHCTaNIMPOBAaHHBIN pecypc
CII6I'DY mmm www.consultant.ru)

2 | CopaBounas npaBoBasi cucrema «I’APAHT» (uncTammupoBanuslil pecype CIIGI DY nmun
www.garant.ru)

3 | UadopmanmonHo-cpaBouHas cucrema «Koaekc»  (MHCTALIMPOBAHHBIM — pecypc
CII6IY mmun www.kodeks.ru)

DnexTponnas oubmmoreunas cucrema BOOK. .ru - www.book.ru

DnekTponHas 6ubanoreunas cucrema D5C FOPAMT — www.urait.ru

DnekTpoHHo-0ubaKoTeuHas cuctema SHAHUYM (ZNANIUM) — www.znanium.com

~N| ool b~

DOnekrponHas oubarorexka CITIOI' DY - opac.unecon.ru

9.2. MarepuajbHO-TeXHHYECKOe o0ecrieyeHne yueOHOro mpoiecca

HJ’IH peainu3annuunu HaHHOﬁ JUCHUINNIMHBI HMMCIOTCA CIICOHMAJIbHBIC ITOMCIICHUA OJIA
IMPOBCACHUA 3aHATUH JCKIIMOHHOI'O  THIIA, 3aHATUH CCMHUHApPCKOro THuia, KypCOBOIro
IMPOCKTUPOBAHHA (BBIHOJIHCHI/IH KYPCOBBIX pa60T), TPYHNIIOBBIX W HHIAUBUAYAJIBbHBIX
KOHCYHBTaHHfI, TCKYLICTO KOHTPOJA U HpOMG)Ky’l'O‘-IHOﬁ arreCTalluyu, a TaKKC IMOMCHICHUA TJIA
CaMOCTOSITEIbHOM pa6OTbI.

Tabnuna 9.2.1 — Ilepeuens nporpammuoro odecneuenus (I10)

Ne Haumenoanue [10

/1
1 | Microsoft Windows Professional (KOHTPAKT No 244/20 «26» utonst 2020 r
2 | Microsoft Office Professional (KOHTPAKT No 244/20 «26» urons 2020 1)
3 | 7-Zip (freeware)

10. OCOBEHHOCTH OCBOEHUSA JTUCIUMIIJIMHBI 1J1s1 THBAJINJIOB U JINL]
C O'PAHUYEHHBIMH BO3MOXHOCTAMMU 3/10POBbA

OOydenue O0OydarOLMXCAd C OrPAaHUYEHHBIMH BO3MOXKHOCTSMHU  37I0POBbS  IpU
HEOOXOJUMOCTH OCYILECTBISIETCSI HAa OCHOBE aJalTHUPOBaHHOW pabouell mporpammsl C
UCTOJIb30BAaHUEM  CHENMAJIbHBIX METOJO0B OOy4eHHUS M JAUJAKTHUECKHUX MaTepHasos,
COCTaBJIEHHBIX C YYETOM OCOOEHHOCTEH NCUXO(U3NYECKOIO pa3BUTHUS, HWHAWBHUIYAJIbHBIX
BO3MOXHOCTEH U COCTOSHUS 3/10pOBbS TAKUX 00ydarouuxcs (00yyaromerocs).

B mensx ocBoeHMss ydeOHON NHpOTpaMMbl JWCHUIUIMHBI WHBAIHIAMH W JIMIAMH C
OTPaHUYEHHBIMU BO3MOXKHOCTSMU 37I0POBbsl Y HUBEPCUTET 00€CIICUNBAET:

— JUTST MHBAJIMJIOB W JIUI] C OTPAaHMYCHHBIMH BO3MOXXHOCTSIMH 37I0POBBS 110
3pEHHIO; pa3MelIeHHe B JOCTYMHBIX Ui OOYYaroUIUXCsl, SBISIOMIMXCS CIIENBIMH WIIH
CIa0OBUASIIMMHU, MECTaX U B aJaNTHPOBAHHON (opMe crpaBOYHOM HHPOpPMAIUU O
pacriucaHMM  y4yeOHBIX  3aHATHH;  NPUCYTCTBHE  ACCHCTEHTa,  OKa3bIBAIOLIETO
oOydaroneMycsi HEOOXOAMMYI0 TOMOIIb; BBINYCK albTEpHATHUBHBIX (OpPMaTOB
METOAMYECKHX MaTepHajoB (KpyHHbIH MpudT Ui ayanodaiiisl);

— JUTST MHBAJIMIOB W JIUI] C OTPAaHWYCHHBIMHA BO3MOXKHOCTSIMHU 3I0POBBSI IO
CIIyXY: HaJJIEKAIMMHU 3BYKOBBIMHU CPEJICTBAMH BOCIIPOM3BEIEHUE HH(OPMALINH;

— JUIT WHBAJIHMIIOB M JIMIl C OTPAaHHMYCHHBIMH BO3MOXHOCTSIMH 3I0POBBS,
UMEIOIIUX HapyLIEHUS OTIOPHO-/IBUTATEIILHOTO ammapara: BO3MOXHOCTb
OECIIPEmsITCTBEHHOTO JIOCTyMa OOyJaromuxcs B y4eOHbIE TOMEIICHUS, TyaJeTHbBIC
KOMHAaThl M Jpyrue IMoMelleHus Kadeapsl, a Takke IpeOblBaHWE B YyKa3aHHBIX



http://opac.unecon.ru/

HIOMETICHHUSX.

Ob6pa3zoBaHne 00y4yarOMUXCs C OTPaHUUYECHHBIMH BO3MOXXHOCTSIMU 3/10POBbSI MOXKET OBITh
OPraHU30BaHO KaK COBMECTHO C JIPYTUMH OOYYaIOUIMMUCS, TaK U B OTJEIBHBIX IPYINIaX WA B
OTJENBHBIX OPraHU3ALUSAX.

11.  ®OHJ OLEHOYHBIX CPEJICTB JJIsl [IPOBEJEHUS TEKYILEN 1
MPOMEKYTOYHOM ATTECTALIUU OBYYAIOIMXCSI O JUCLUNIUHE

@DOHJ OLEHOYHBIX CPEACTB AJI MPOBEACHUSI aTTeCTallUd YPOBHS C(HOPMUPOBAHHOCTH
KOMIIETCHIIMA OOydYalomuxcsi M0 JUCHUIUIMHE O(OpPMIIIEeTCS OTACIBHBIM JTOKYMEHTOM U
ABIISIETCS IPUIIOKEHUEM K pabouell mporpamme JTUCHUIUIMHBI (MOIYIIS).
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