MHWHOBPHAYKU POCCHUU

(henepanbHOE TOCYaPCTBEHHOE GIOUKETHOE 06PA30BATENBHOE YIPEKIEHHE BHICIIETO
obpa3oBanus
«Canxt-IleTepOyprekuit Tocy 1apCTBEHHBIN SKOHOMAIECKHH YHHBEPCHTET

w

Q5

Cepeucnasa oeamenvHocmp °

Paboyast nporpaMma JuCHMILIMHBI

HanpasieHue moarotosku/

43.03.03 I'ocmunuuroe deno
Creyuansnocme

Hanpasnennocts (mpodmis) nporpammer/
Opezanusayus u ynpasnenue 8 20cmunusHoM u pecmopanHom busrece

Creyuanusayus

YpoBeHb BBICLIET0 06pa3oBaHus Baxanaspuam

®opma 0O6yuenus ouHas

T'on HaGopa 2022
CocraBurens(u):

K.3.H, Muxaiinosa Kapuna Banepresna

Yacos 1o yueGHOMY Iu1aHy 144 Buabl konTpOJIA B cemecTpax:
B TOM YHCIIE:

KOHTaKTHas paboTta 48 OK3aMeH: ceMecTp 3

CaMoCTOsATeIbHAs paboTa 60

MPaKTUYeCKas NOArOTOBKA 0

YacoB Ha KOHTPOJIb 36

Pacnpene.neﬂne YacoB JTHCUMIIJIMHBI:

Cemectp: 3
Bun sansaruii Yacer
JlexnmoHHble 3aHATHS 20
IIpakTHyeckue 3aHATHs 28
JlaGopatopHsie paboTHI
HToro aynuropubIx yacoB 48
CamocTosrensHas paboTa 60
Yackl Ha KOHTPOJIb 36
Hroro akageMH4ecKHX 4acoB 144
O06mas TPyJ0eMKOCTh B 324€THBIX eIHHHIAX 4
Cankr-IletepOypr

2022



COJIEP)KAHUE

1. HEJIA OCBOEHUS JUCHHUIIJIAHBI ........c..cocviiiiiiiiiiiiiicintee e
2. MECTO JMCHUIIIMHBI B CTPYKTYPE OBPA3OBATEJBLHOM ITIPOTPAMMEGI ..............
3. INTAHUPYEMBIE PE3YJIBTATBI OBYUEHUSA 11O JUCHUIIJIMHE .............cccovvviiiinnn.
4. CTPYKTYPA U COAEPKAHUE JUCIAIIJIMHBI .........cccooiiiiiiiieceeeeeceee,

5. YAEBHO-METOJMYECKOE 1 THOPOPMALIMOHHOE OBECITIEYEHUE
JUACTIIATITIAIHDL. ..ot ee e s s ee s e e ee s s e es s ee s ses e ses e eeseeeeesesenean

5.1 PEKOMEHTYEMAST JIUTEPATYPA ...eouveenreeueeruteaieeteenteesttesutesateeseeseesseesseesaeesnseenseesseesseesasesasesseesseesses

5.2 IlepeyeHb JUIEH3HOHHOTO U CBOOOTHO PACTIPOCTPAHAEMOr0 MPOrPAMMHOI0 o0ecrnedeHus1, B
T.4. OTEYECTBEHHOI'O MPOM3BOMCTBRA .....eoviureritienrenreiieenttsreetesseetesresreessesreeseeare s s esnesneesnesreeseennesreeneenne

5.3 Ilepeuens nnpopManuoHHbIX cnpaBoyHbIX cucteM (MCC) u coBpeMeHHbIX

npodeccuoHANBHBIX 023 JAHHBIX (CIIBJL).......ccocoiiiiiiiiiiiiiec e
6. MATEPUAJIBHO-TEXHUYECKOE OBECIHIEYEHHUE JUCHUIIJIUHBI ...............ccoecvvneeennn.
7. METOAUYECKHUE YKA3AHUA )15 OBYYAIOIIEI'OCA 11O OCBOEHHUIO
JUCHHUIITIFHBL. .........ooiiiiiiiiiiiii ettt st st e e sn e s e se e s nesreeseene s 10
8. OCOBEHHOCTH OCBOEHU JUCHUIIJIMHBI AJ151 UHBAJIM OB U JINI C
OI'PAHUYEHHBIMUA BO3MOKHOCTAMU 3AOPOBDBS ..o 11
DOHJ OLEHOYHBIX CPEICTB........c.coiiitiiiieeee ettt sttt st s e s 12
1.1 KoHTpoJibHBIE BONPOCHI H 3aIaHUS K MPOMEKYTOUHOM ATTECTAIMM ....cc.veenveeneenrinrenreeneennees 12
1.2 TeMBI IIECBMEHHBIX PADOT ........eiiiuiieiureiiiieienieeeireeesreeesteeesseeesreeesmseesseesaseeesaseeesseeesnseesarenesareesnseeas 13
1.3 KOHTPOUIBHBIE TOUKH .....ccouvteiuteeaiererureenasetesnreesaseeessseesaseeaaseeessesessseesaseesasesesasessssseesssessaneresareessnees 13
1.4 JIpYrHe O0BEKTBI OIEHMBAHMSI .......ccoveeeureenureeeieeenreeesueeesseessseeesseessssesssseesssesessseessseesssseessseeessees 14
1.5 CaMoCTOATETBLHAST PADOTA OOYUATOLIETOCS .......eeeureeeireenureenieeenreesiseesnsseesaseeessseessseesssseessseessees 14
1.6 IIKka/1a OLEHUBAHUS PE3YIIBTATA ..couveeererenreerreeensreesateeesseeesaresessseesaseesaseeesasesessseessseesaneresareesssees 14



1. OEJH OCBOEHUSA JUCIHUIIJINHBI

Hean:

dopMupoOBaHUE CUCTEMbI 3HAHUH O TEXHOJIOTHU U IPUHLUIIAX 00CITyKUBaHUS,
IIOCTPOECHUHU KIIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUH U CEPBUCHBIX IIPOLIECCOB,
o0ecreunBaroIIuX MPeJOCTaBICHUE YCIYT pa3INdHbIM TUIIaM OTpeduTenei,
dbopMupOBaHUE HABBIKOB OPraHU3ALNHU JACSITEIbHOCTH KOHTAKTHOW 30HBI
npeanpusTis chepbl TOCTENPUUMCTBA U OOIIECTBEHHOTO MUTAHUS C YIETOM
COJIeprKaTeNIbHBIX 0COOEHHOCTEN ero ()YHKIIMOHUPOBAHUSI.

2. MECTO JJUCHUIIJIUHBI B CTPYKTYPE OBPA3OBATEJIbHOM
IHPOI'PAMMDBI

I[I/IC]_II/IHJIHHa b1.0 CepBI/ICHaH JCATCIBHOCTb OTHOCHUTCA K 00s13aTEIbHOM YaCTH

bnoxka 1.

3. INTAHUPYEMBIE PE3YJIBTATBI ObYYEHUA 11O JUCLHUIIJIMHE

Koa m HauMeHOBaHHue Koa n
KOMITETEHIMH HaUMEHOBAHME ILianupyemMble pe3yabTaThl 06yUeHHs M0
BBIITYCKHUKA HHAWKaTOpa MCIHIIHHE
JMOCTHXKEHUS
KOMIIeTeHIU
OIIK-3 - CnocobeH OIlK-3.1 - 3HaTh: NPOTrPECCUBHBIC (DOPMBI, METOJBI U TEXHOJIOTHIO
obecrieunBath Tpebyemoe OrieHuBaceT o0CITy’)KUBaHHS MOTpPeOUTENEH, MOJeTb TMOCTPOCHHUS
Ka4eCTBO MPOIIECCOB Ka4yecTBO OKa3aHMs | KaYyecTBa  yCIYyTH,  COZepKaHHE W CYI[HOCTb
OKa3aHUs YCIyT B ycnyr B chepe OpraHU3aIlMOHHO-TEXHOJOTHIESCKHUX MPOIIECCOB
u30paHHO# chepe TFOCTETIPUUMCTBA U | OOCITY)KMBaHUS, TOPSIOK  TOCTPOCHHS  CEPBHCHBIX
npodeccuoHabHOM 0OIIIeCTBEHHOTO MPOIIECCOB B KOHTAKTHON 30HE MpeanpusTus B cdepe
JESITETBPHOCTH MUTAHUS C YYETOM | TOCTENPHMMCTBA W OOMIECTBEHHOTO  IMHUTAHUSA B

MHCHUSA
norpedurenel u
3aHHTEPECOBAHHBIX
CTOPOH

COOTBETCTBHU C €r0 COJEPKATEIbHOW CHeIUPUKOH |
MIPUMCHACMBbIMUA KIIMCHTOOPHUCHTUPOBAHHBIMHU
TEXHOJIOTHSIMH,  TEXHOJOTHIO  B3aHUMOJEHCTBUSA  C
Pa3NUYHBIMU THUIIAMHU OTPeOUTENIeH B KOHTAKTHOM 30HE B
COOTBETCTBHUHM C YCTaHOBJIEHHBIMH NPHUHIOUNAMH MU
CTaHIapTaMu OOCITY)XKMBaHHs, TOPSIOOK pa3paboOTKH
CTaHJIapTOB 00CITy>KUBaHUS c YUYETOM
KIIMCHTOOPHUCHTHUPOBAHHBIX TEXHOJIOTUI

YMeTh: ONpenenATh pPe3yIbTATUBHOCTh IOCTPOEHHSA
KITMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUH MPEANPHUSITUS B
chepe roCcTENPUMMCTBA M OOIIECTBEHHOI'O THTAHHS ;
YCTaHOBUTH (haKTOphl, Biustonre Ha 3(HOEKTHBHOCTD
MIPOIIECCOB  OOCIY)KMBaHUS B 30HE;
OTIPENICIIATh LIEIecO00Pa3sHOCTh NPUMEHAEMBIX (opM H
METOAOB  CEPBHCHOIO  OOCIY)XHBAaHHS, OIPEICISITh
"pa3pbIBBI" KauecTBa IpU TOCTPOEHHU CEPBHUCHOTO
00CITy>)KUBaHUS; ONPEAEISTh KIIOYeBble TPeOOBaHUS K

KOHTAKTHOH




OopraHusanuu KOHTAKTHOM 30HBI OpeaAnpusaTd B cq)epe
TOCTCIIPUMUMCTBA U 06H_IeCTBeHHOI‘0 IMUTaHWAA.

Bnagerts: HaBBIKaMHU MOCTPOCHUS TEXHOJIOTHU
00CITyXKMBaHHSI Ha OCHOBE KJIMCHTOOPUCHTHUPOBAHHBIX
TEXHOJIOTHHA,  OIEHKH TPaMOTHOCTH  TIOCTPOCHHS
CEPBHCHBIX OTNEpallfiii W MPOLIECCOB HA MPEANPHITHA B
chepe roCTEIPUUMCTBA W OOIIECTBEHHOTO ITHTAHHUS B
COOTBETCTBHHM C €r0 COIEP)KAaTeIbHON CITeIn()HUKOM;
OnpeAeNicHUs] I[EHHOCTH  YCIyrd JUIsl  Pa3IMYHbBIX
CErMCHTOB TIOTpPEOUTENlell W «TOYEK TWpoBaia» NpHU
[IOCTPOCHUHU CEPBUCHOTO OOCTYKUBAHHSI.

OIIK-7 - CnocobeH OIlK-7.1 - 3HaTh: TEXHOJIOTUYECKYIO JIOKyMEHTAIIHIO,
obecnieunBath Oe3zomacHOCTh | OOecmeunBaeT PETIaMEHTHPYIOLIYIO eI TeIbHOCTD MPEANPHUATHS chepbl
o0cCITy>KuBaHHS 0e30macHOCTh TOCTETIPUMMCTBA W OOIIECTBEHHOTO MUTAHHUS; MOPSIOK
norpedurenei u 00CITy>KUBaHHUS B3aUMOJCHCTBUSL C Pa3IMYHBIMH  TOApa3AeiICHUSIMH
coOJroienre TpeOoBaHUi oTpeduTenei MIPEANPUITHAS CPephl TOCTETIPUIMCTBA M OOIIIECTBEHHOTO
3aWHTEPECOBAHHBIX CTOPOH | YCIyT MUTAHUS U IOTPEOUTENSIMU B MPOIecce 00CTyKUBaHUS C
HAa OCHOBAHWU BBITIOJHEHUSI | OpraHu3anuit Y4ETOM YCTAHOBJICHHBIX HOPM 0€30IacHOCTH
HOPM U TPABHII OXPAHEI chepsl
YMeTh: pa3pabaThiBaTh TEXHOJOTHYECKHE CXEMBl U
Tpyda U TEXHUKH TOCTCIIPUHUMCTBA U
ONPENENIATh  KIIOYECBBIC  TOJIOKEHHWS  CTaHJApTOB
0e30macHOCTH 0OIIECTBEHHOTO .
00CITy)KUBaHHS TIOTPEOUTENCH C yUETOM YCTAaHOBJICHHBIX
IIUTaHUA
HOpM 0€30I1acHOCTH.
BrnaneTh: mepBUYHBIMU HABBIKAMU MPUMEHEHUS TEXHUKH
0e301acHOCTH B TIpoIIecce 0OCITy)KUBaHUS, OXPaHbI TPyIa
MepcoHana MpeanpusITus cepbl TOCTEIPUUMCTBA U
OOIIECTBEHHOTO  MUTaHUs, pabOThl B  YCIOBHUSAX
BO3HHKHOBEHHS HEIITATHOMN CUTyallul Ha NpCANpUATUN
cepbl rOCTEIPUUMCTBA U OOIIECTBEHHOI'O ITUTAHUS.
4. CTPYKTYPA U COAEP KAHUE NNCIHUILJINHbI*
O0BeM TUCHUILINHBI
Homep n (akageMuYecKHe 4achl)
HANMEHOBaHUe Conenkanme Tic
)it HHe TUCIUTITHHBI
TeM u/uau p KonTakTHasn
pasuenoB/Tem pabora
CPO
3JIT I3 JIP

Pa3nea 1. Texnosorum obcayxuBanusi morpeduresneii. Ilopsagok opranusanuu paéoTbl KOHTAKTHOM

30HBbI

OcHOBHBIE TIOHATHS: CEpBHC, chepa

00CITy)KHBAHUS, IPOU3BOIUTENH yCIyT,
Tema 1. Beeaeune 8 | o rpeGuremn yemyr, okasanne yeyr. CepsrcHast
AMCLHILITHHY JEATENBHOCTh KaK OOBEKT HAYYHOTO aHalu3a. | 2 2 2
Cepercnas ) CepBHUC U CepBHCHAS JEATEILHOCTE — (DYHKIIUH,
AICATCIEHOCTE MECTO B DSKOHOMMYECKOH JEATENHHOCTH U B

colManbHBIX  B3ammogeiicTusax.  CepBHCHAs

NEATENBHOCTh B CTPYKTYpE  XO3SHCTBEHHOI
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npaktukd.  Cnemmduka  chepsl  cepBuca.
PaznooOpasue u BUAbI CEPBUCHON EATEIBHOCTH.
Knaccudukanust yeayr. O061masi xapakTepucTuka

OCHOBHBIX BHJIOB YCITyT. BuyTpennee
o0cy)KMBaHUE u CEPBUCHBII OusHec.
NuauBuayanbHOe o0cyKUBaHUE KaK

CaMOCTOSITENIbHBIM ~ BUJ  MpodeccroHalbHOM
nestenibHOCTH. OnpeneneHne LEeHHOCTH YCIyTH.
Mogenb IeHHOCTH YCIIYTH 3eUTamiis.

Tema 2.
CraHoBneHue u
pa3BUTHE
CEpPBUCHOI
JIeSITEIbHOCTH.
[IpoGiiems! n
TEeHACHIINN
pa3BUTHUS
CEpPBHUCHOI
JICSATEIILHOCTH.

OCHOBHBIE XapaKTEPUCTUKU Pa3BUTHS CEPBUCHOU
NESTeIbHOCTH B JOUHAYCTPUAILHOM OOLIECTBE.
OcCHOBHBIE XapaKTEPUCTUKU Pa3BUTHS CEPBUCHOU
NEeSITeIbHOCTY B HMHIYCTPUAIBbHOM OOLIECTBE.
OO01ecTBO MaccoBOro nmorpediieHus. Beigenenue
U pacmMpeHue c¢epbl ycIayr B CTPYKType
IIOCTUHAYCTPUAIbHON dKOHOMHUKU. Posib 1 MecTo
chepbl ycayr B COBPEMEHHOM HKOHOMUKE.
MupoBOil U POCCHMCKUN ONIBIT CTAHOBJICHUS M
pa3BuTHs cdepbl cepBuca. BoO3HHKHOBEHUE WU
pasButue cepBuca B Poccum.  PaszBurtue
HOPOMBIIIJICHHOTO IPOM3BOJICTBA KaK YCIOBHUE
pasButus cdepbl yeryr. CocTostHEe cephl yeayr
B JopeBomonnoHHol Poccun. Crpykrypa wu
passurue yciyr B CCCP. CocrosiHue ObITOBOTO
oOciy>)xuBaHusi B Poccum B IOCIEBOEHHBIX
ycnoBuax couuanusma. Ilepuon mepectpoiiku u
ero BIMsIHME Ha cepy cepBuca. BosHUKHOBEHME
ppiHKa yciayr. COBpPEMEHHOE COCTOSIHUE U
TEHJCHIIMY Pa3BUTHUSL CEPBUCHOM J1€ATEIbHOCTH.

Tema 3. Yenyra kak
pes3yibTaT
CEpPBUCHOI
JIeSITeIbHOCTH

Tpu ypoBus ToBapa mo Kotnepy. Yemyra kak
noHsTHe. TepMUHOIOTUS YCIIyTH B COOTBETCTBUH
¢ 'OCT P «Ycayru Hacenenuto. TepMHHBI U
HNOHATHUsD. OTJIIMYUTENBHBIE CBOWMCTBA YCIYr OT
toBapa. OOmmue uyeptsl ycinyr mo Kotaepy.
[Torpebutensckue cBoiictBa yciyr. IIpuHIMIIEL
coBpeMeHHOro cepsuca. (OCHOBHBIE 3aJlauH
CUCTEMBI CE€pBHCA MNPENUPUATH. Yciayra |
CEpPBHCHBII MPOJIYKT. bazoBas MOJIENTb
opranuzaiuu cepsl yciayr. YpoBHH CEPBHCHOTO
NpoAyKTa: 0a30Bbli YpOBEHb W BTOPUYHBII
ypoBeHb. BTOpHYHBII ypOBEHb CEPBHUCHOIO
MPOAYKTA: COMYTCTBYIOIIME U JIOMOJHUTENIbHbIE
YCIyTH, HMX  KJIIOYEBbIE  XapaKTEPUCTHKHU.
Ocobennoctn U crnenudpuka (HOpPMUPOBAHUS
CEPBHCHBIX MPOAYKTOB B Ccpepe rocTepruruMCTBa.
Oransl npouecca pa3padboTku yciayru. OCHOBHbIE
INPUHLMIBL  pa3pabOTKU U CO3JaHUsl YCIYyTH.
Konnenmus KU3HEHHOTO LUKJIa
yCIIyTH/CepBUCHOTO TPOAYKTa. DOPMBI U METO/IbI
00CTy)KUBaHUSL.

10

Tema 4.
IToctpoenue
CEpPBUCHOI

CepBuc kak ¢Qopma cyOBEKT-CyOBEKTHOTO
B3aUMOJICUCTBUSA. MecTo ® poyib  OOIICHHUS.
Ctpykrypa oO0meHus. Tum JIUYHOCTH — THUI

15
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ACSATCIBHOCTH B noTpeduTens. ITcuxonorus nporecca

KOHTaKTHO# 30He obcyxuBaHus. MexaHU3Mbl B3aUMOJIEHCTBUS B
NP NPUATHSL. oOmieHnu. B3anMOOTHOLIEHHs CHEeLUaNINuCcTa 10
Ocobennoctu CEpPBHUCY W KIHEHTa B MPOIECCE OCYIIECTBICHHS
B3aUMOJICHCTBHS C | CepBHCHOM JesTenbHOCTH. OCOOCHHOCTH PadOoThI
noTpeduTeneM. C  pa3sIMYHbBIMM  TUIAMU  [OTpeOUTEINEH.
Bocnpustue Koudpnuktet B cdepe cepBuca. PabGora ¢
cepBuca xKano0amMu ¥ KOH(IIMKTaMH TpU 00CTYKHBAHUU.
noTpeduTeneM [ToHsATHE «KOHTAKTHOW 30HBD» Kak CQepsl

peanu3anuu CepBUCHOM JeSITEbHOCTH.

[TpoctpancTBO KOHTAaKTA. Ocobennoctu

OpraHu3alMi KOHTakTHOM 30HbL. [locTpoeHue
mnpouecca KOHTAaKTa MEXAYy HCIOJIHUTENEM |
kaueHtoM.  IIpodeccuonanbHoe — moBeneHHe
pabOTHMKA KOHTAKTHOM 30HbI. CepBHUC-CUCTEMHAS
Matpuna. Kondmaukrel B cdepe cepBuca. Pabora ¢
xKanmo0amMu ¥ KOH(IIMKTaMH TpU 0OCTYyKHBAHUU.
[ToBenenue norpeduTeneit U (baxTopsl

noTpeOeHusl. MatepuaabHO-TEXHUYECKOES
oOecrieyeHHe KOHTAKTHOM 30HBI. Bocmnpusitie
cepBuca noTpeOuTEEM. Bocnpusrue

norpebureneM arpuOyTOB cepBuca. BriusHue
OXMJIaHWM  3aMHTEPECOBAHHBIX  CTOPOH  Ha
KauecTBO yciyru. BocmpusTie kadecTBa yCiIyTr
MpEANPUITHI cdepbl rOCTENPUHUMCTBA
noTpeduTesnem. AITUTUBHBIE u
MYJIbTUIUIMKATUBHBIE 3JIEMEHTHI 00CTYKUBaHUSI.

Paszpnea I1. IIponeccHbIii OAX0 K CEPBUCHOM JeSITEILHOCTH

IIpoueccHsIl TOAXOA B CEPBUCHOM AEATEIBHOCTH:
NOHATHE Tpollecca, KiacCu(pUKauUs MPOLEecCoB,
KOMIIOHEHTHI mporecca. OcoOeHHOCTH Tpolecca
OPOEKTHPOBaHUSA M Pa3pabOTKU  YCIyTH.

Crparerus MIPOIIECCOB. CpaBHHTENIbHAS
Tema 5. Cepaucas | XaPAKTEPUCTHKA MpoLeccoB.OCHOBHBIC — dTallbl
JeSTeIbHOCTh Kak | TNITAHUPOBAHUS CEpBUCHOTO mporiecca.
mporecc. Pa3paboTka CTPYKTypHBIX CXeM B CEpBHCE.
TexXHONOrus [IprMeHeHne CTPYKTYPHBIX CXEM B TOCTHHUYHOM 4
06 CITy KHBaHHS U pecrtopaHHoM OusHece. [lmaHupoBaHue u
noTpe6uTeNnei B CO3/IaHME CEPBHUCHBIX MPOAyKTOB. Pa3paboTka u
KOHTAaKTHOI 30He uepapxusi KaTeropuil HOBBIX BHUAOB YCIYT.

PennxnHMpUHT CEPBUCHBIX IIPOLIECCOB.

TexHoIOTHYECKUI LUKIT 00CITyKUBaHUS

noTpeduTens: mpuem, opopMieHUE, UCTIOTHEHUE,
BblJJaua 3aka3a. Pa3paboTka TEXHOJIOTHYECKUX
CXeM  CepBUCHBIX mporeccoB. [loBenenue
notpeduTeneil u pakTopsl NOTPedICHHUSL.

Tema 6. OcHoBHBIE | OCHOBHBIE W  BCIIOMOTATEJIbHBIE  IMPOLECCHI.
U BCIIOMOraTesibHble | BbIleIeHHEe OCHOBHBIX H  BCIIOMOTATEJIbHBIX

TIPOIIECCH B IpPOLECCOB  JUId  KPYNHOHM  OPraHM3alHH.
CEPBUCHOM OtrnnynTenbHBle  OCOOEHHOCTH — IPOLECCOB. 4
JEeSTENIbHOCTH. Vrpouennas cxema 00paTHBIX CBA3EH ITPOLIECCOB.
Hexommosuimst Knaccuduxanus OU3HEC-TIPOIIECCOB:
CCPBHUCHBIX BCPTUKAJIBHBIC W TOPHU30HTAJIIBHBIC TITPOLECCHI.
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MPOIECCOB Onucanne Ou3HEC-POIecCoB. JIeKOMITO3UIIHS
OHM3HEC-TIPOIIECCOB.
[IpaBuna OBITOBOTO OOCTY)KMBaHUS HACEICHUSI.
OObmepoccuiickue  Kiaccu(UKaTOppl  YCIyT
HacesneHuto. [IpaBuiia oka3aHus pa3IMYHbIX BHJIOB
yciyr. OCHOBHBIE TIpaBa MOTpeOHTENEH Mpu
oOciy>)xnuBaHuM. MoJiennb  KadecTBa  yCIYTH,
Tema 7. OCHOBaHHAsI Ha  paspbiBe. CraHgapTsl
Coorsercrsue 00CITy)KUBaHMSI. Cucrema CTaHapPTOB
ACATCIEHOCTH oOciykuBaHust — Tpeanpustas B chepe
TpEATpUATA rOCTENPUMMCTBA M OOIIECTBEHHOIO IUTaHUs.
cepsica Pazpa6oTka  CTaHIapTOB  OOCIYXXHBaHUS B
yCTaHOBIICHHBIM COOTBETCTBUHU c VHIUBU Ty aJIbHBIMH 2 4 6
HOpMaM. OCOOCHHOCTSIMU KOHKPETHOT'O THIIA TOTPEOHUTETIS.
OcobermocTu bezonacHocTh  ycimyru.  3HauY€HUE — TEXHHKH
(opmmporarms Oc3omacHocT B cepBuce.  OOecredeHue
CTaHAapTOB 0e30macHOCTH OOCTYy)KUBAaHUSI MOTpeOuTeNneld B
obcayKuBaHus KOHTAKTHOH 30He. TexHMKa 6E30IacHOCTH B
nporiecce 00CITy)KUBaHUS OTpeOUTEIS.
IlepBruHBIi 1 BTOPUYHBINA HHCTpYKTax. LleneBoi
U BHCIUIAHOBBIH  WHCTPYKTaX. TexHoJorHs
paboThl B HEIITATHBIX cHUTyauusx. OCHOBHbBIC
BUJIbl PUCKOB B CEPBHUCHOM JICSATEIHHOCTH.
KonTpoab: 36
Bcero no aucumiviuHe: 20 28 0 60

*3JIT — 3aHaTHS JIEKIUOHHOTO THIA, [13 — BCe BB 3aHITHI CEMUHAPCKOTO THIIA, KPOME J1a00paTOPHBIX
paoor, JIP — nabopaTopusie padotsl, CPO — camocrositenbHas paboTa o0ydaromerocs

5. YYEBHO-METO/IUMYECKOE U THOOPMALIMOHHOE
OBECIIEYEHME JUCIIUIIJINHbI

5.1 Pexomenayemas iuTepaTypa

Bbubauorpaduyeckoe onucanue u3gaHus (aBTOP, 3arjaBue, BUI,

DJIeKTPOHHBIE pecypchl
MeCTO M IO M31aHHsA, KOJ. CTP.)

Pe3nuk, 'anuna AnexcanapoBHa CepBUCHAs J€STEIBHOCTD :
'YueOHuk / [leH3eHckuit rocy1apCcTBEHHBIH YHUBEPCUTET
ApPXUTEKTYpHI U cTpouTenbcTBa Mocksa : OO0 "Hayuno- https://znanium.com/read?id=357472

m3narensckuii neHTp MHOPA-M", 2020 202 c.

PomanoBu4, XKopx Anexcanapoud. CepBUCHAS IESTEIBHOCTS :
Yuebnuk / Poccuiickuii 5kKOHOMUYECKH yHUBEpCcUTET UM. ['.B.
[MnexanoBa. 7. Mocksa : 3naTenbcko-TOproBast KOpIopaus https://znanium.com/read?id=358379

" TamkoB u K", 2019. 284 c.

[Toy, IxoH [IepBOKIIaCCHBIN CEPBUC KaK KOHKYPEHTHOE
npeumyIiecTBo 8, nor. u nepepad. Mocksa : OOO "AnbnuHa https://znanium.com/read?id=234883

[Mabmumep”, 2016 342 c.



https://znanium.com/read?id=357472
https://znanium.com/read?id=358379
https://znanium.com/read?id=234883

KoBu C.P. Cemb HaBBIKOB BEICOKO3()(EKTHUBHBIX JIt0Iei: MoIIHbIC
MHCTpYMEHTHI pa3BuTHs TnuHocTH / CtuBeH P. Koswu; Ilep. ¢ anr. - https://znanium.com/read?id=118975

9-e n3n. - M.: AJIBIIMHA ITABJIMIIEP, 2016. - 378 c.

5.2 [lepevyeHb JTULEH3MOHHOTO U CBOOOHO PACIPOCTPAHSIEMOI0
MPOrpaMMHOI0 odecrneyeHus, B T.4. 0Te4eCTBEHHOT0 IPOU3BOJACTBA

- 7-Zip
- OC AnbT obpazoBanue 10
- LibreOffice

5.3 llepeuenb nHpopManuOHHBIX cipaBo4HbIX cucteM (UCC) n
coBpeMeHHbIX npodeccuoHaabHbIX 0a3 naHHbIX (CIIB/I)

Ne HaumenoBanue CIIB/J/ UCC
1 DnekTponHas oubimroTeka Grebennikon.ru — www.grebennikon.ru
2. Hayunas snekrponnas 6ubnunoreka eLIBRARRY —www.elibrary.ru
3 Hayunas snekrponnas 6ubnnoreka KubepJlenuka — www.cyberleninka.ru
4 basa nannbix [IOJIITPE]] CripaBournku — Www.polpred.com
5. baza manaeix OECD Books, Papers & Statistics na mrargopme OECD iLibrary
www.oecd-ilibrary.org
CrpaBouHas nmpaBoBasi cucrema Koncynprantllntoc (MHCTaTUTMPOBAHHBIN pecypc
6.
CIIOI' DY mm www.consultant.ru)
7 CrnpaBounas npaBoBas cucrema «[’APAHT» (uncramnmupoBanusiii pecypc CII6I DY
' Wi WwWw.garant.ru)
8 udopmanmonHo-cripaBouHas cuctema «Koaekey» (MHCTaTMPOBaHHEIN pecypc
' CII6I DY wmm www . kodeks.ru)
9. DekTpoHHas oubroTeynas cuctema BOOK.ru - www.book.ru
10. DnexrponHas GuGmuoreunas cuctema O5C FOPAMT — www.urait.ru
1 QHeKTp0H§0-6H6nH0TeqHaﬂ cuctema SHAHUYM (ZNANIUM) —
WWW.znanium.com
12. OnexTpoHHas bubnuoreka CII0I'DY— opac.unecon.ru

6. MATEPUAJILHO-TEXHUYECKOE OBECTIEYEHUNE
TUCTUTLIAHBI

Jna peanuzanuu JaHHOW AUCIHUILIMHBI UMEIOTCS CHENHATIbHBIE TOMEIICHUS
JUI TPOBEICHUS 3aHATHUH JIEKIIMOHHOIO THIIA, 3aHSATHUH CEMHUHApPCKOTO THIIA,
KypCOBOTO TPOEKTUPOBAHUS (BBIMIOJHEHUS KYpPCOBBIX pabOT) TPYNIOBBIX U
VH/IMBUYAJIbHBIX KOHCYJIbTAlMKA, TEKYILIErO0 KOHTPOJSI W IPOMEXKYTOUYHOU
aTTECTAaIlNH, a TAKXKE MTOMEIIESHHUS 11T CAMOCTOSTEIIBHON paOOTHI.
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[Tomemnienus: ocCHaImIEHBl OOOPYJOBAaHUEM U TEXHHUYECKHUMHU CPEIICTBAMHU
oOyueHus.

[Tomemenust sl CaMOCTOSITENBHON pabOThl OOYYaAIONIMXCS OCHAIICHBI
KOMIIBIOTEPHON TEXHUKOW C BO3MOKHOCTBIO TOJKITIOUeHUS K ceTH "WHTepHeT" u
o0ecrnieueHrneM JOCTyTa B AJIEKTPOHHYI0 HH(POPMAIIHOHHO-00pa30BaTeIbHYIO CPEY

YHUBEPCUTETA.

HaumeHnoBanme yuyeOHBIX ayIMTOPHIi, NepeYeHb

Anpec
(MecTOMmOI0KEHME)
Y4eOHBIX ayIMTOPHI

Ayn. 312 VueOnas ayautopus (A7 TPOBEACHUS 3aHATHI JIEKIUOHHOTO THIA H
3aHATHA CEMHHAPCKOTO THIIA, KypCOBOI'O IMPOEKTHPOBAHMS (BBIIIOJHEHUS KypPCOBBIX
paboT), TpyNIOBBIX W HHIUBUIYaJbHBIX KOHCYJBTALMH, TEKYLIETO KOHTPOJISI U
MIPOMEKYTOYHOMN aTTECTaLUN), o0opynoBaHa MYJbTUMEAUHHBIM
koMmIutekcoM.CrieruanuznpoBanHas MeOenb u 00opymnoBanue: YueOHas Mmedens Ha 32
MOCaZ0YHBIX MECTa; pabodyee MeCTO MpenoaaBatelis, JOcKa MenoBas - 1 mr., cToi -
lmrr.,,  Ttym6a - lmr., Tpubyna -  lmr.Kommerorep Intel i3 2100
3.3/4Gb/500Gb/AserVV193 - 1 wr., Mynsrumenuiinbiii mpoextop NEC ME401X - 1
mrt. Habopsl 1eMOHCTpaMOHHOTO O0OPYIOBaHUS M Y4eOHO-HATIISAHBIX MMOCOOWH:
MYJbTHMEAUHHBIE MTPHUIIOKEHUS K JICKIMOHHBIM KypcaM M MPAKTHUECKUM 3aHSITHSIM,

WHTEPaKTHBHBIC Y4eOHO-HATISAHBIE TOCOOHSL.

190005, .
[leTepOypr,

Cankr-

7-5
KpacHoapwmeiickas yi1.,
I. 6-8, mom. 21H, 26H,
15H-19H, JI-3, JI-4, JI-
5, mut. A

Ayn. 208 YyeOHast aynmutopusi (Ui MPOBENEHHS 3aHATHH JIEKIIMOHHOTO THUMA W
3aHATUI CEMHHApPCKOTO THUIIA, KyPCOBOTO MPOCKTUPOBAHMS (BBITOIHEHUS KYPCOBBIX
paboT), TPYNIIOBBIX W HWHAWBUAYAIBbHBIX KOHCYJIBTAlWi, TEKYIIET0 KOHTPOIS W
MPOMEXYTOYHOM aTTecTanum), obopyioBaHa MYJIbTUMEINHHBIM
KoMIutekcoM. Criernaim3npoBanHas MeOens u 00opynoBanue: YueOHas medens Ha 40
MOCAJIOYHBIX MecT; pabodyee MeCTO MpenoaaBaTes, I0cka MenoBas - 1 mrT., cToI -
lmrr.,, Tymb6a - lmr., Ttpubyna - lmr.Kommeiotep B clntel i3 2100
3.3/4Gb/500Gb/AserVV193 - 1 wir., Mynsrumenuiinbiii mpoexktop NEC ME402X - 1
mrt. Habopsl IeMOHCTpaMOHHOTO O0OPYIOBaHUS M Y4eOHO-HATIISAHBIX MTOCOOWI:
MYJIbTUMEIMAHBIC TIPUIOKEHHS K JICKIIMOHHBIM KypcaM M MPaKTHYECKUM 3aHSTHSIM,

WHTEPaKTHBHBIC Y4eOHO-HATIISAHBIE TTOCOOHSL.

190005, .
[leTepOypr,

CaHnkr-

7-5
Kpacnoapwmeiickas yi.,
. 6-8, mom. 21H, 26H,
15H-19H, JI-3, JI-4, JI-
5, mut. A

Ayn. 410 YyeOHas aynuTopusi (JUis MPOBENEHHS 3aHSATHH JIEKIIMOHHOTO THUMA W
3aHATHHA CEMHHAPCKOTO THIIA, KypCOBOI'O MPOEKTHPOBAHMS (BBIOJHEHHS KypPCOBBIX
paboT), TPYNNOBBIX W HHIUBUIYaJbHBIX KOHCYJBTALUH, TEKYLIETO KOHTPOJIS U
MIPOMEKYTOUHOU aTTeCTallUN), o0opynoBaHa MYJbTHMEAUHHBIM
komIiekcoM.Criennanu3upoBanHas MeOenb u o0opyaoBanue: Y4yeOHast MeOenn Ha 32
MOCaZ0YHBIX MECT, pabouee MecTO NMpernoaaBaTens, J0cka MejoBas - 1 mrT., cTou -
3mr., TymM0a - lmr., Tpubyna - lmt. Mynstumenuniineiii npoexkrop Optoma x 400 - 1
mt., Kommyrarop Kramer V P242 - 1 wt. [lepeHOCHON MyJIbTUMEIMHHBIA KOMIUIEKT:
Hoytoyk HP 250 G6 1WYS58EA, Mynerumenuiiaeiii npoekrop LG PF1500G.
HabGopsl nmeMOHCTpanOHHOTO OOOpYNOBaHHUS W Y4eOHO-HAIJIATHBIX ITOCOOMIA:
MYJIbTUMEIUAHBIE TTPUIIOKEHHS K JEKIIMOHHBIM KypcaM M MPaKTHYECKUM 3aHITHAM,

WHTEPAaKTUBHbIE Y4eOHO-HArJISITHBIE TOCOOMSL.

190005, .
[eTepOypr,

CaHkrt-

7-1
Kpacnoapwmeiickas yi.,
I. 6-8, mom. 21H, 26H,
15H-19H, JI-3, JI-4, JI-
5, mut. A




/. METOANYECKHE YKA3AHUA JJIAA OBYUYAIOILET' OCH 11O
OCBOEHMHIO JUCIIUIIJIMHbI

[Ipuctynmass K UW3Y4YEHUIO JUCUUIUIMHBI, OOydYaromeMycs HEO0X0IuMO
O3HAKOMUTHCS CO CIIETYIONUMHU JOKYMEHTAMM:

- y4eOHO-METOIMYECKON JOKYMEHTAITUEH,

- JOKaJIbHBIMM  HOPMATUBHBIMU  aKTaMH,  PENIAMEHTHPYIOUIUMU
OCHOBHBIE  BOMPOCHl OpPraHM3AllMd M  OCYIIECTBICHHUS 00Opa30BaTeNbHOM
JESATEILHOCTH, B TOM YHCJIE PETJIaMEHTUPYIOIINE MOPSIIOK MPOBEACHUS TEKYILErO
KOHTPOJISl yCIIEBAEMOCTH U MPOMEKYTOYHOM aTTECTAIMU 00yYarouuxcs,

- rpaduKoM KOHCYJIbTAITHHA COTPYJIHUKOB npogeccopcko-
IPENoAaBaTeIbCKOrO COCTAaBA.

YpoBeHb W TIyOMHAa OCBOCHHS AWCITUIUIMHBI OMPESIISIOTCS aKTUBHOW H
CUCTEMATHYECKON paboToil 00y4aromuxcsi Ha JIEKIIMOHHBIX 3aHSTHUIX, 3aHATHUIX
CEMHUHAPCKOTO THIA, BBITOTHCHUEM CaMOCTOSATEIBLHON padOTHl, B TOM YHCIE B
YaCTH BBIJICIICHUS HanOOJIee 3HAYNMBIX M aKTyaIbHBIX MTPOOJIEM TSl JATBHEHUIIIETO
uzydeHusi. OcoObIM yCIOBHEM Kaue€CTBEHHOT'O OCBOCHHUS JIUCIMIUIMHBI SIBISETCS
apdeKkTuBHAS OpraHW3alys TpyJda, MO3BOJIAIONMIAs PaCIpeNeInuTh YUeOHYIO
Harpy3Ky paBHOMEPHO B COOTBETCTBUU C TpadUKoM y4eOHOro mpoiiecca.

[Ipu moAroToBKe K y4eOHBIM 3aHSATHUAM OOYYAIOIIMMCS MPEIOCTABIISICTCS
BO3MOXXHOCTh ~ TOCEIICHUS  KOHCYJbTAlMA  COTPYJHUKOB  MPOQECCOPCKO-
npenoaaBarenbckoro cocrtaBa CIIOI'DY cormacHo pacnucaHuio, YCTaHOBICHHOMY
B IrpauKe KOHCYJIbTAIUH.

AyauTtopHass U BHeaynUTOpHass paboTa o0Oydaromuxcsi JOJDKHA OBITh
HarpaBjeHa Ha (OpMUPOBAHUE!

— (QyHIaMEHTAJIbHBIX OCHOB MUPOBO33PEHUS o0yJaronmxcs u
€CTECTBEHHOHAYYHOTO TTO3HAHNS,

— Oa3uCHBIX 3HAHWHW, COOTBETCTBYIONIUX HAMPABICHUIO TOATOTOBKH M
3asiBJIEHHOW mpodeccuoHanbHOil 00macTu, (OPMHUPYIOIIUMX LEJIEBYI0 U
po(hecCHOHANFHYIO OCHOBY JUISI TIOATOTOBKH KaJIPOB;

— npodecCUOHANTBHBIX KOMIETEHIIMN OPUEHTHPOBAHHBIX HAa YIOBJIETBOPEHUE
MOTPEeOHOCTEN phIHKA TPY/A;

—  WHANBUAYAITHLHON TPACKTOPUHU MOCPEICTBOM OCBOCHHSI YHHUKAILHOTO Habopa
po(eCCHOHANBHBIX KOMIIETEHIIUNA JOTONHSIONUX KOMIIETEHTHOCTHYTO
MOJAENb  OOydYaromierocsi, 3a CYeT OpUEHTAllud Ha  KOHKPETHBIE
npodeccuoHanbHbIC CIICIUANTN3UPOBAaHHBIC 00JIaCTH 3HAHUMN, OTIPEACIISIEMBbIC
MIPEICTaBUTEISIMU PBIHKA TPY/Ia;

— METAHABBIKOB 00YYaIONIUXCs, TAKUX KaK: KOMaHJHas paboTa W JIUJIEPCTBO,
aHaIM3 JTaHHBIX, MU(GPOBBIC HABBIKK, pa3padOTKa U pean3alys MPOCKTOB,

MEXKYJIbTYPHOE B3aUMOJEHCTBUE.
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8. OCOBEHHOCTH OCBOEHUSA JUCHUIIJIMHBI 1JIs1 THBAJIN1OB
N Jin1 C O'PAHUYEHHBIMHA BO3MOKHOCTAMMU 310POBbSA

OO0yueHre 00yJarOIUXCs ¢ OTPAHHYESHHBIMA BO3MOYKHOCTSIMH 37I0POBbSI IIPH
HEOOXOJMMOCTH  OCYIIECTBIIIETCSI HA OCHOBE aJaNTHPOBAHHON  paboueit
IporpaMMbl  C  WCIIOJB30BAaHHEM  CICIHATBHBIX  METOJOB  OOydYeHUsS |
TUIAKTHYECKUX  MaTepHalioB, COCTaBICHHBIX C Y4YETOM  OCOOCHHOCTEH
MCUXO(PU3NYECKOTO PA3BUTHSA, WHAWBUAYAIbHBIX BO3MOXHOCTEH M COCTOSIHHS
3JI0POBBS TAKUX 0OyUaromuxcs (00yJaronierocs).

B memsx ocBoeHus ydeOHOM MporpamMMmbl JUCHHUIUIMHBI HHBAIAIAMH U
JUIAMA  C  OTPAaHMYCHHBIMH  BO3MOXHOCTSIMH  370POBbS ~ YHHBEPCHUTET
00€ECIIeYNBAET:

— JUJIs UHBAJIUJIOB M JIMI] C OTPAHUYEHHBIMU BO3MOXXHOCTSMHM 3JI0POBbSI IO
3PEHHUIO: pa3MENICHUE B JOCTYMHBIX IJI1 OOYyYarOlUXCs, SBISIFOUIUXCS CIICTIBIMU
Wik cnaboBUIAIIMMU, MeCTaX W B QJalTUPOBAHHON (QopMme CHpaBOYHOMN
uH(OpMAIMM O PACIHCAHUM YYEOHBIX 3aHATUH; NPHUCYTCTBUE ACCHUCTEHTA,
OKa3bIBaIOIIET0 00yYaroeMycsi HEOOXOJUMYIO TOMOIIb; BBIITYCK aJIbTEPHATUBHBIX
(GbopMaTOB METOAMYECKUX MaTepUaoB (KpyMHbIN MpUdT uinu aynnodansl);

— JUI1 MHBAJIXUJOB U JIALl ¢ OTPAaHUYEHHBIMUA BO3MOKHOCTSMU 310pPOBbs I10
CIIyXY: HaJUJIeKalllUMH 3ByKOBBIMU CPEJICTBAMH BOCIPOU3BENCHHE HHPOPMALINK;

— JUI1 VMHBAJIWIOB W JIMI C OIFPAaHUYECHHBIMU BO3MOXXHOCTAMH 310POBbBS,
MMEIOINX  HAPYLICHUS  OMOPHO-IBUTATENIBHOTO  ammapara:  BO3MOXHOCTH
OecnpensaTCTBEHHOTO TOCTYIa 00yJaronuxcsi B ydeOHbIEe TTOMEIIEHUS, TyaJleTHbIC
KOMHAThl U JApyrue momenieHust kadeapnl, a Takke NpeObIBaHHE B YKa3aHHBIX
MTOMEIICHUSIX.

OOGyuaromuecs 13 yuciaa uHBaIUI0B U jull ¢ OB3 obecrieueHbl ne4aTHBIMU
u (uaM) DIEKTPOHHBIMH  OOpa3oBaTeIbHBIMH  pecypcamMu B ¢dopmax,
aJIaNTHPOBAHHBIX K OTPAaHUYEHUSIM WX 3710poBbsi. OOpa3oBaHHe O0YUYAOIIUXCS C
OTPAaHUYCHHBIMH BO3MOXKHOCTSMH 37I0POBbSI MOXET OBITh OpPraHW30BAaHO Kak
COBMECTHO C JIPYTMUMU OOYYAIOMIMMHCS, TaK W B OTACJIBHBIX TPYyMNNax WU B
OTJICJIbHBIX OpTraHU3aIUsX.
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®OH/J ONEHOYHbBIX CPEACTB

1.1 KoHTpOJIbHBIE BONIPOCHI U 33/1aHNUS K IPOMEKYTOYHOI aTTecTAlluU

CepBucHas JeATEIBLHOCTh KaK OCOOBIM BHUA-YETOBEUECKOW maesaTenbHocTH. ColManbHO-
SKOHOMUYECKHE PYHKIIMUA CEPBUCHOM NIESATEIHHOCTH.
CepBucHas-1eTeIbHOCTh-KaK-CIIOCO0-YIOBIIETBOPEHUSA-TIOTpeOHOCTEH  4YenmoBeka.  Poib
CEPBHCHOM JIEATEIBHOCTH B MPOLIECCE YAOBIECTBOPEHHSI MOTPEOHOCTEMN

[Toaxoms! k KaccupUKAIMKA TUTIOB U BUIOB YCIYT.

Pa3ButHe cCepBUCHON NEATEITHPHOCTH B IOMHYCTPHAILHOM U UHIYCTPHUATHHOM OOIIECTBE.
Pacmmpenune  chepel  ycayr B CTPYKTYpe  TNOCTHHIYCTPHAIBHONH  DKOHOMMKH.
HNudopmaTuzamus v cepBU3aIus SKOHOMHUKH.

Hcropuueckoe pa3BUTHE CEPBUCHOH AeATenbHOCTH B Poccum: coctosiHHMEe cepbl yCiIyr B
nopeBoonnonHoi Poccun, crpykrypa u passutue yciyr B CCCP.
Hcropuueckoe pa3BUTHE CEPBUCHON aAeATeIbHOCTH B Poccuu: ObITOBOE 0OCITy:KMBaHUE
HACeJIEHHs B COBETCKHUI MEPHO/I, IIEPHUO]] TEPECTPONKH, BOSHUKHOBEHHE PHIHKA YCIIYT.
Oco0eHHOCTH POCCUICKOTO pbIHKA yciIyr. COBPEMEHHOE COCTOSHUE M TeHIICHIINH Pa3BUTHS
cdeps! ycayr B Poccun.
Bunbl cepBUCHOM eATeIbHOCTH. XapaKTEPUCTHKA OCHOBHBIX BUIOB YCIIYT.
Obmepoccuiickuii kKi1accuukaTop MPOAYKIUH MO BUAAM SKOHOMHYECKOW IESTEIbHOCTH:
CYILIHOCTb, Ha3HaYeHHE, OOBEKTHI U MOPSAA0K KIacCU(PUKALINKU, CTPYKTYpa KO/I0B.
OOmepoccuiickuii  kIacCU(GUKATOP BUIOB SKOHOMHUYECKOH JAEATEIbHOCTH: CYIIHOCTb,
Ha3Ha4YeHUEe, OOBEKTHI U MOPAAOK KiIacCUBHKALUM,CTPYKTYpa KOJOB.
Tpu yposns ToBapa o Kornepy.
Knaccugukaius u xapakrepucTika noTpeOdHocTeil B yciyrax 1 CepBUCHOM 0OCITyKUBaHUU.
Tepmunonorus yciayru. OcHoBHble OHATHS B cooTBeTcTBUM ¢ [[OCToMm
OTinunTenpHbIe-CBOMCTBA-YCIIyr-0T-TOBApOB.-I I[pon3BoACTBEHHBIE-U HOTpeOHUTENbCKHE
CBOMCTBA yCIIYT.
OcHoOBHBIE-3a/JauN-CUCTEMbI-CEpBUCA-TIPE AIPHUATHUS. - [pUHIIUIIBI COBPEMEHHOTO CEpBHCA.
[ToHsiTHE U YPOBHM CEPBUCHOTO MPOAYKTA.
Servuction mozesns kKak 6a30Basi MOJIENTb OpraHu3anun chepsl YCIyr.
JIOTOJTHUTENIbHBIE-U-COMY TCTBYIOIIHE-YCITyTH-B-CTPYKTYPE-CEPBUCHOTO MIPOIYKTa.
KoHnenmust )KH3HEHHOTO [UKJIA YCIYTH.
Mozens KauecTBa yCIIyrd, OCHOBaHHAs! Ha Pa3phIBeE.
Bocnpusitue norpedurenem aTpudyToB cepBHUCa.
[TonsTHe-nponecca-obcmyxuBanus.-[Ipeanponaxxnoe-u mocienpoiaxHoe 00cIy)KuBaHHeE.
@®opMBbI ¥ METO/IbI OOCITY)KUBAHHSI B CEPBUCHOM /1€ TETBHOCTH.
ITporeccHsIit MOIXO/ B CEPBUCHON AEATEIBHOCTH: BUABI TPOIIECCOB.
OcobeHHocTH npolecca NPOSKTUPOBAHKS U pa3pabOTKU YCIyTH.
Pa3pa0oTka CTPYKTYPHBIX CXEM B CEpBHUCE.
Pa3paboTka HOBBIX BUAOB yciyr. Mepapxus KaTeropuii HOBbIX BUAOBYCIYT.
ITopsmok-opranu3anuu-TeXHOJIOTHIECKOT0-1IUKIa-00CTy)KUBAaHUS-HA TIPEIIPUATHH ChEpHI
cepBuca.
IMTopsnok npuema u ohopMIICHUS 3aKa30B HA YCIYTH.
ITopsinok oka3aHust yciayr
OCHOBHBIC-I/I-BCHOMOF&TCJ’IBHLIC-HpOHeCCBI-B-CepBHCHOﬁ-HeHTeJ’IBHOCTH. OTnuuuTeIbHEIC
YepTHI IPOLIECCOB.
Krnaccudukarusa-ouzHec-nporeccoB:-ropu30HTaIbHbIE-H-BEPTHKAIbHBIE TPOLIECCHI.
JlekoMIo3uIus ¥ BUAbI OM3HEC-TIPOIIECCOB B CEPBUCHOM 1€ATEIIBHOCTH.
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35

Ilonstue u CYIIHOCTb KOHTAKTHOM 30HEI.

36  Crpykrypa oOmeHuss 1 0COOEHHOCTH OpPTaHW3allii MPOCTPAHCTBA KOHTakTa. OcoOeHHOCTH
opranm3anuu front office M TEXHOIOTHUECKOTO sApa.
37  TIlpomecc u cofepkaHre KOHTAKTa MKy UCTIOTHUTEIIEM M KIIMCHTOM.
38  Ilopsaok-B3auMOCHCTBHS-C-PA3IMIHBIMU-THITAMU-TIOTPEOUTEIICH-TIpH CEPBUCHOM
00CITyKUBaHWH.
39  Twumnbl 1 MEXaHU3MBI B3aUMOCHCTBHIA B OOLIICHHUH.
40  OO6meHnue kak (hopMa B3aUMOACHCTBHUS.
41 TIpodeccronampHOE TOBEJACHHE PAOOTHUKA KOHTAKTHOW 30HBI. D(PQPEKTUBHBIC HABBIKU
NIEPCOHAIBHOTO JIUICPCTBA.
42  Tlcuxonorus U TaKTUKa Mpolecca 00cay>KuBaHUs-Ha-3Tanax-CoBEPIICHUS 3aKa3a.
43  CTpyKTypH3auusi CEpBHCHBIX KOHTaKTOB. CepBUC-CUCTEMHAs! MaTPHLIA.
44  Tlonstue koHpHKTA. [Ipr3HAKK-U TPUYUHBI KOH(DIUKTOB B CEPBUCHOM JESATEIHLHOCTH.
45  Crnoco0Obl pa3penieHrs KOH(PIUKTOB B CEPBUCHON JEATEILHOCTH.
46  Opranuszanus paboTHI C KaJI0O0aMH KIIMEHTOB TIPH CEPBUCHOM OOCITY)KHBAHHUU.
47  CraHgapThl-00CITy)KUBaHUS: Ha3HAYCHHUE, KPUTEPUH, TIOPSIOK pa3pabOTKH.
48  Tlopsamok-QpyHKIMOHHUPOBAHUI-CEPBUCHOTO-TIPEITPUATHSA-B-HEILI TATHBIX
49  OGecneyenue 0€30MaCHOCTH AESATEIBLHOCTH CEPBUCHOTO MPEITPUSATHSL.
50 OmpeneneHrie LEHHOCTH YCIYyTH. YPaBHEHHE I[IEHHOCTH YCIYyTH, BOCIHPUHUMAEMOM
OTpeOHUTEIIEM.
51  Mogenb HEHHOCTH YCIYTH 3eiTamIls.
52 Peanu3auusi KIMEHTOOPHUEHTUPOBAHHBIX TEXHOJIOTUI B CEPBUCHOMN JEATEILHOCTH.
53  Omnpenenuth U 000CHOBATH OMIMOKY B TEXHOJIOTHYECKOM ITUKJIE 00CTY>KUBAHUSI.
54 Pa3paboTtatrh KpaTKHii coaepkaTebHbIN IPOEKT CTaHAApTa pabOTHI IEPCOHAIA B KOHTAKTHOM
30HE CEPBUCHOTO NPEANPHUATHUS sl OTPEICICHHON KaTeTOPUH MOTPEOUTEIEH.
55  OmnpeneneHue 31eMEHTOB CEPBUCHOTO OOCTYKUBAHMUS.
56  OmpeneneHre 0cOOEHHOCTEH OpraHU3alMy IPOCTPAHCTBA KOHTAKTA.
57  OmpeneneHue pe3ynbTaTOB CEPBUCHBIX MPOIIECCOB.
58  OmpeneneHne CTPYKTYpHBIX COCTABIISIIOUIMX AJIEMEHTAPHBIX ONEpaluidi M ONEepardoOHHBIX
MIPOIIECCOB CEPBUCHOTO OOCITYKUBAHMUS.
59  OmpeneneHne OTIUYUTENBHBIX OCOOEHHOCTEM MPOIECCOB CEPBHCHOTO
60  OmpeneneHre-0CHOBHBIX-H-BCIIOMOTATEIbHBIX-TIPOLIECCOB-CEPBUCHOTO 0OCTYKUBaHUSL.
1.2 TeMbl NUCbMEHHBIX PadoT
PaGoueit mporpamMmoii AUCIUTUIMHBI HE TIPSy CMOTPEHO.
1.3 KoHTpOJIbHBIE TOYKHU
Homep koHTpOJILHOI THII KOHTPOJILHOI Cnoco0 npoBeeHust Homepa tem
TOUKH TOYKH
1 Tect C IIOMOIIBLIO 1-4
TEXHUYECKUX CPEACTB
1 WH(HOPMAITIOHHBIX
CHCTEM
2 AmnanuTtHyeckas padoTta | yCTHO 4-6
3 Texkymuii KOHTPOJIb C MOMOIIBIO 1-7

TEXHUYECKUX CPEJCTB
1 MH)OPMALIMOHHBIX
CUCTEM
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1.4 JIpyrue 00beKThI OllecHUBAHUSA

Paboueit mporpaMMoli AUCIMILIAHBI HE MPETYCMOTPEHO.

1.5 CamocTrosiTesqibHasi padoTa 00y4aronerocst

HaumeHoBaHNs caMOCTOATEILHON PadoThI Homepa Tem
[ToaroToBka K 3K3aMeHy 1-7
Pemrenne mpodeccnoHaNbHBIX 33124 4-7
BrimonHenne qoManiHuX 3a1aHuil 4-7

1.6 llIka/1a oeHUBAHUSA Pe3yJIbTATA

[lkanel olleHUBaHUS U MPOLEAYPhl OLICHUBAHUS PE3yIbTaTOB OOyUEHUS IO
AUCHUILIMHE  pernameHTupyrorcss IlonmokeHnmeM O  TEKymieM  KOHTpOJIE
YCIEBAaEMOCTU U IMPOMEKYTOUHOM aTTECTAllMM OOYYaloUMXCs IO MpOorpaMMam
BbIcIIero oOpa3oBanus U [lonoxeHnem o 0auIbHO-PEUTUHTOBOM cucTEME.

Jnsa  oueHku cHOPMUPOBAHHOCTH pE3yibTaTOB OOyYEHHS M0 JUCUUIUIMHE
UCIIOJIB3YETCS 0AIJIBHO-PEHTHHIOBAsI CUCTEMA YCIIeBAeMOCTH 00y4a0IMXCH !

®opMOil HUTOrOBOrO0 KOHTPOJISL MO AUCLHUIUIMHE SIBJIAETCA 3K3aMeH (Wiu
U pepeHInpPOBaHHBIN 3a4€T), UTOrOBask OLIeHKa (POPMHUPYETCS B COOTBETCTBUU CO
IIKAJION, TPUBEJICHHOW HIKE B TAOJIHIIE:

banbl Or1eHka
<=54 HEYJOBJIETBOPUTEIHHO
55-69 yIOBIIETBOPUTEIILHO
70-84 XOPOIIIO
>=85 OTJIMYHO

IIkaJjia oueHUBAHUSA pPe3yJabTATA

2 (6amr mo 54) JeMoHCTpupyeT HemoHUMaHue poOieMbl. MHOTHE TpeOOBaHUS, MPEABIBISIEMBIC K
3aJIaHUI0 HE BBITIOIHEHBI.

JleMoHCTpUpyeTCs IEpBUYHOE BOCTIpHUATHE MaTepraia. PaboTa He3akoHUEHA U /WK
9TO TIATHAT.

3 (6amn 55-69) | JleMOHCTpHpYET YaCTHYHOE MTOHUMAaHKE MPOOIeMbl. BombIIMHCTBO TpebOBaHMiA,
MPEIbABISIEMBIX, K 33JJaHHUIO BBHITIOTHEHBI.

Bragenwue siieMeHTaMu 33JaHHOTO MaTepralia. B OCHOBHOM BBITIOTHEHHBIH
MaTcpuall MOHATCH U HOCUT HGHOCTHLII;‘I XapakTep.

4 (6amm 70-84) | JleMOHCTpUpYET 3HAYUTETBHOE TOHUMAHKE TPOOIEMBI 0003HAUYEHHON
JUCIIUILTUHON. Bee TpeboBaHws, MpeIbABISIeMbIC K 3aIaHUI0 BHITIOJTHECHBI.
CopeprxkaHne BBIIOTHEHHBIX 33/IaHUH PACKPBITO U PACCMOTPEHO C Pa3HBIX TOYEK
3pEHHSI.

14



5 (6amn 85-100) | JleMOHCTpPHpYET IOJIHOE TIOHUMaHKe po0sIeMbl. Bee TpeGoBaHwMsI, TIPEAbABIIEMBIE
K 33J[aHUI0 BBITIOJHEHBI.

ITpoIeMOHCTPUPOBAHO YBEPEHHOE BIIaJICHUE MATCPUATIOM JUCIHILIAHBI.
BbIMoTHEHHbIE 3aIaHHsT HOCST [EIOCTHBIX XapaKTep, BBIMOIHEHBI B TOJTHOM
00beMe, CTPYKTYPHUPOBAHEI, TPECTABICHBI PA3THYHBIC TOUKH 3PEHUS,
POIEMOHCTPUPOBAH TBOPYECKHUN TTOAXO/.
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