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Leab ocBOeHUS TMCUMILINHBI:

CdhopmupoBaTh KOMIETEHIIMH B 00JIACTH OCHOB CEPBUCHOI I€ATEIIBHOCTH B COBPEMEHHOM MHpE
n B P®, ymenus omnepupoBaTb TEOPETHUECKUMH MOHATHSMH U HAayYHO-IIPAKTUYECKUMHU
npobiemMamu B cepe 3TOM eATENBHOCTH, BIAaJCHHUS NPO(PEecCHOHATBHOM TEMAaTUKOH U

3HAHUSIMU.
ILn1an kypca:
Ne ni/m Haumenosanue Conep:xkanue Tem (pa3esioB)
TeM (pa3iesioB)
Tema | CranoBnenme wu | [Ipupoma m xapaktep CepBHCHOI NesTeNbHOCTH. Brmsnue HaydHO-
1 pa3BHUTHE TEXHUYECKOTro mporpecca Ha cdepy ycayr. Crenuduka pblHKa YCIIYT.
CEPBHUCHOM Ocobennoctu coepsl yeayr. Crneunduka CepBUCHON NESITEIBHOCTUH —
JIeATEIIbHOCTH, Kak (hopMa yIOBJICTBOPSHHS MOTPEOHOCTEH YeoBeKa. XapaKTepHCTHKA
OCOOEHHOCTH €€ | COI[MaIbHO-KYJIbTYPHOU cdeph. IIporpeccuBHbIe (bopMEI
Hay4YHOTO obOciyxuBanusi. Kynprypa cepBuca. KonraktHas 3oma. [lcuxomorwus
aHam3a. mporiecca oociyxuBanus. JKano0bsl ¥ KOH(PIUKTH IPU 0OCTYKHBaHUN
KJIIMEHTOB. AHAIu3 CEPBUCHOU JEATEILHOCTH B 3alagHOM Hayke Kak
JJIEMEHTa 3KOHOMHUKHM “o0miecTBa moTpeOsieHus”. MeToubl aHaiu3a
COLIMOKYNFTYPHOTO CEpBHCA B PAMKaX Pa3HBIX HAYYHBIX TUCIHILINH H
AHAJIMTUYECKHUX HAIPaBICHHUH.
Tema | Knaccudukamms | CoctaB u crpykrypa cdepsr yenyr. Kiaccudukamus yeiryr 1mo
2 YCITYT. (hyHKIIMOHATEHOM HaIpPaBJICHHOCTH. Obmepoccuiickue
KJaccupuKaTopsl ycayr HaceneHuto. Knaccugukanus mo orpacieBoMy
npuHiuny.  KommiekcHas — kmaccudukamust — ycmyr.  CylIHOCTb
COBPEMCHHOH CEpBHCHOM JCATEILHOCTH Kak o0co0oro Buaa
B3aMMOJICHCTBYSI ~ TNPOU3BOAMUTENIEH W TOTpEOMTENeH  YCIyT.
CooTHomleHne TMOHATHN ‘“‘yciyra”, “oOcimyKuBaHuE”, “‘CEpBHCHBIN
mpoayktr”’. Ilpomecc co3maHus TOBapOB W TMPOAYKTOB CEPBHUCHOTO
HazHayeHus. OcCOOEHHOCTh YCIYr TIO CPaBHEHHIO C BEIIHBIMHU
peIMEeTaMH, TOBapamH. VYenyry, OpPUEHTHPOBAHHBIE Ha
VHAWBHUIyaJIbHBIE, TPYIIIOBBIE, MaccoBble MoTpedbHOCTH. WMHmycTpus
cepBuca. XapakTepucTuka TmoTtpedutenet cdepsl yemyr. Ilpasa
notpeburens. IloTpedutenbckuii cipoc U ero KonedaHust (Ce30HHBIE,
Tema | locymapctBenHo | [IpoGneMbl perynupoBaHus CEPBUCHOW JESITENBHOCTH Ha (ellepaibHOM
3 e perymiupoBaHue | ypoBHe. POpMHpOBaHNE PErHMOHAIBHOW KaJApPOBOM IMONUTHUKH Majloro
CEPBHCHOM MIpeIIPUHUMATEIhCTBA B CEPBUCHOM JAesiTenbHOCTH KadecTBO ycmyry.
JeSITETFHOCTH. Crapmaptuzanms, ceprudukanus. JIuneHsupoBaHwe  CEepBUCHOMN
JeSITeTBHOCTH.




Ne i/m

HanmenoBanue
TeM (pa3/iesioB)

Conep:xanue TeM (pa3iesoB)

Tema

Crpykrypa u
Kiaccuduranys
CEpPBUCHOU
JeSITETFHOCTH.

Brigenenne pasHeIX THIOB, GOPM H Pa3HOBUIHOCTEW CepBHCA II0
pa3HbIM OCHOBaHHMSIMH M KPUTEPHUSIM. PONb JIOTUCTHKU B aHaU3e
Pa3NUYHBIX pECYPCHBIX equHuIl chepbl yenyr. Kiaccudukanus cepsuca
B MIPaKTHKE TOCYIAPCTBEHHOTO peTymrpoBanus cdepsl ycuyr B Poccun
U B psfe 3apyOexXHBIX CTpaH. PaznnuHble Kiaccu(UKANN CEpBUCHON
JESITSIILHOCTH HAy4YHO-TEOPETHUUYECKOTO TUIaHa. Coepa
MPOU3BOJICTBEHHBIX W JICJIOBBIX  YCIYI:  YCIYTH  PECYpCHO-
SHEPreTUYECKUX KOPIOpaIui, YCIyru HH()OpMAIOHHBIE, PEMOHTHBIE,
KOHCaJITHHIOBbIC, MApKETUHTOBBIE, pekiaMubie U 1p. Chepa TOProBsix
yCIyr - ONTOBas W PO3HWYHAs ToproBis. JlBa Tuma yciyr,
MIPEIOCTABIISIEMBIX HACEJICHUIO: COLHAIbHOTO W WHAMBHYaJIbHOTO
xapakrepa. [1epBblid TUI: yCIyTH )KU3HEO0ECIICUSHHS, YIOBIECTBOPESHUS
MaTePUAILHO-OBITOBBIX ~ HYKJ  JIOACH:  CTPOUTEIICTBO  IKHJIBS,
KUINITHO-KOMMYHAQITBHOE ~ XO3SHCTBO, OBITOBOE U TPAaHCHOPTHOE
o0CITy)XKMBaHUE, TIPEIOCTaBICHNE HACEIICHUIO YCIYT CBSI3W, PO3HUYHAS
TOpPIrOBIS, OOIECTBEHHOE TMHUTaHHWE. BTOpoil THN yCIOyr: yCiayru
COLIMOKYJILTYPHOH c(ephl, T.e. B OTPaCisiX, JEATCILHOCTh KOTOPBIX
HaleliecHa Ha YOBJIETBOPEHHE COIMABHO-KYJABTYPHBIX 3allPOCOB
JIIOZIEH, a TaKKe Ha MOoJyIep KaHne UX HOPMATbHOM KU3HEIEATeTFHOCTH
KaK TpaXJaH COBPEMEHHOTO OOIIECTBAa - YCIYTM MEIHMIIMHCKUE,
PEKpeaioHHbIe YCIYTH, COLMaNbHOE o0ecreueHne, oOpa3oBaHHME,
(vHAHCOBBIE YCIYTH, TIPaBOBOE, HAaydHOE © HWHPOPMAINOHHO-
CIpaBOYHOE  OOCITy)KMBaHHWE,  IPOM3BOACTBO  XYHAOKECTBEHHO-
ACTETUYECKUX  IICHHOCTeH W  KYJIbTYPHBIX  INPOAYKTOB  JJISt
VHAWBHUIYaIbHOTO Ppa3BUTHSA, OTAbIXa | pa3BiedeHuid. J[lpyrue
pasHoBuaHOCTH Kiaccupukanuu ycryr: 1. [To cienuduke conepxanus:
CO3JIA0IIIe HOBBIE TIOTPEOUTENBHBIE CTOMMOCTH; BOCCTAHABIMBAIOLIHE
MMOTPEOUTENBCKIE CBOWCTBA TOBapoB; OOCITY)XHBAIOIHE YEIOBEKA
(tmuroTO Xapaktepa); 2. Ilo Bumam Tpyma (oOcimy)KWBaHHE YeIIOBEKa,
PEMOHT TEXHHKH, OAHKOBCKHE OICPAllUY, HAyYHbIC HCCICIOBAHHUS W
ap.); 3. Ilo xapakrepy pacnpeneicHus OOINECTBEHHBIX (DOHIOB
MOTpeOIeHnsT - TUIaTHBIe, OecIiaTHBIE (I HE3aNUIICHHBIX CIIOEB
HaceJeHUs - JeTed, WHBAIUIOB, MOXWIBIX, 00IpHBIX); 4. [lo BHmam
norpednenus; 5. [lo ¢opmam oOcmyxuBanusi (aOOHEMEHTHBIC,
CpPOYHBIC; TIO MeECTy padoTy, JKUTEIbCTBA, OTABIXa H T.IL).
Crnemmdudeckue, pemKkue YCIAyrd, a Takke 3aKOHOAATEIHHO

Tema

CepBucHas
JIeATEIbHOCTD
KaK nporece
00CITy’)KUBaHUSI H
MPOM3BOJICTBA
CEPBUCHBIX
MIPOIYKTOB.

CepBuc kak mporecc. CBs3b € JKOHOMHUYECKOM KOHBIOHKTYPOM.
Oco0eHHOCTH TIpoliecca BHEAPEHHWs WHHOBaMA B cdepy ycmyr.
JKv3HeHHBIH IMKI YCIYyTH M y4eT ero ocobeHHocrtei. Ilporecc
oOcmyxuBanus notpeduteneit. Gopmbl 00CTyKMBaHHS M IOKa3aTesb
3atpaT BpeMeHH. ConManbHble M COLMAIBHO-TICUXOJIOTHYECKUE
acmeKkThl paboThl ¢ KiMeHTamu. [loHsATHE ‘‘KOHTaKTHas 30HA” U
0COOEHHOCTH TIpolecca OOCTY)KWBaHHsI KIHUEHTOB B TPYIIOBBIX H
VHAMBHUIIYABbHBIX BHIaX cepBuca. OcoOeHHOCTH OOCITY)KHBaHUS B
JTyXOBHO-TTO3HABATENBHBIX, XYIOXKECTBEHHO-ICTETUYECKUX OOJACTSIX
obmecTBeHHOW mpakTukd. Crenuduka OOCTY)KMBaHHS — Pa3HBIX
COLMANIbHBIX Tpynn (MHBAJUIOB, JET€d W MHOTOJCTHBIX CEMeEH,
MOKWIBIX JOAed W 1p.). KpeaTHBHO-TYMaHHCTHYECKHI XapakTep
CEPBHCHBIX yCIyr B cdepe oOpa3oBaHUs, CIIOPTa, HAYYHOTO Pa3BUTHS,
JCTETUYECKOM  NeATEeNbHOCTH. IIOHSATHE  CEPBUCHOTO  IPOAYKTA.
Pa3HOBHIHOCTH CEPBHCHOTO MPOAYKTa B pasHbIX cdepax CepBUCHOI
IEeSITENFHOCTH M YCIIyT. [ IpoM3BOACTBO YCIYT W CEPBUCHOTO MPOAYKTA.
[Ipon3BoaCcTBEHHBIE ACTIEKTHI MPOIECCa OOCTYKUBAHMS.




Ne i/m

HanmenoBanue
TeM (pa3/iesioB)

Conep:xanue TeM (pa3iesoB)

Tema

KauectBO u
KYJIBTYpa
cepBuca

MexayHapoAHbIE U HallMOHAJbHBIE, FOCYIaPCTBEHHBIE, OOIIECTBEHHBIE
U TPOM3BOJACTBCHHBIE  TpeOOBaHHSA K  KauecTBy CEpPBUCHOM
JeqaTeNbHOCTH, K yciyram. Okuaaemble W (aKkTHYECKHe MapaMeTphl
KadecTBa yciyr. CepBHCHBIE NMPOAYKTHI Pa3sHOrO YPOBHSA KJIACCHOCTH,
KOM(pOPTHOCTH M Ka4eCTBCHHOH oOmpeneneHHOCTH. OOBEKTHBHBIC H
CYOBEKTUBHBIE TPYAHOCTH B OIpPEACICHUH KadecTBa M 0O€30MacHOCTH
yenyr. CraHmapTel KadecTBa, OE30MACHOCTH YCIYT pa3HOTO THMa
(xopnopaTuBHbIE, TOCYIAPCTBEHHbIE U Ap.). KOHTpOsb 32 KauecTBOM H
6e3omacHocThio yeryr. [Ipo0GiemMa HOpMUpPOBAHWUS, JTUIIEHIUPOBAHUS U
CTaHAAPTU3ALMH YCIyr. MeXayHapoaHble TpeOOBaHHS K KadyeCTBY H
6ezonacHocTu ycnyr. IlpoOnema kadecTBa M 0Ge30MACHOCTH YCIYT B
pasHbIX O0NACTSAX CEpPBHCHOW JiesTeIbHOCTH. Pa3paboTka cUCTEMBI
nokazaTesell kadecTBa M OE30IaCHOCTH B Pa3HBIX O0JACTSIX CEpBHUCA.
[Ipobnema ynpaBneHue kadecTBOM Yyciyr. KoHTponb cTaHIapToB H
OezomacHoct  oOciyxkuBaHus. lloHsiTME  KynbTypbl — cepBHCa.
COOTHOIIIEHHE «KayecTBa YCIAYr» M «KYIbTYphI CepBUCa». PaznnuHbie
napaMeTpsl KyJIbTyphl CEPBUCA B Pa3HbIX CTpPaHaX, B MEXAYHapOIJHON
IpakTuke ooMeHa yciayramu. [Ipodeccruonanbaas KyapTypa Kak OCHOBE
KyJAbTYPbl OOCITY)XMBaHHSA. YPOBEHb JMYHOIO IpodecCHOHanu3Ma Kak
MoKa3aTesb WMHIMBUIYaJIbHOM KYJBTYpPbI o0cTy>KUBaHusI.
[lcuxomornueckue acmeKThl KYIbTYphl CepBHCA. DTHYECKHE OCHOBEI,
OCOOCHHOCTH JIEJIOBOTO ITHUKETA, CIIYKEOHBIX OTHOIICHUN B CEPBUCHOM
NeATeIhbHOCTHU

Tema

WunoBamum B
CEpPBUCHOMU
JESTENLHOCTH

MNHHOBalMOHHBII ~ MEHEIKMEHT B  CEpPBUCHOW  JESATEIBHOCTH.
OCOOEHHOCTH XH3HEHHOTO IMKIa ycuyrd. DpaHyaii3uHr kak (opma
OpraHM3allii MaNoro Ou3Heca. MepyaHIaii3uHT Kak (opMa pO3HUIHOM
TOProBOi yciayru. MexayHaponHas TOprosis yciayramu. CepBucHas
JIEATENIbHOCTh B TOCTUHULAX U TYPUCTCKOM AEATEIbHOCTH.

Tema

Opraauzanus
CEpBUCHOTO
MPEANPUSATHSL.

Opranuzanys cepBuca Kak TNpeNNpUHUMATEIbCKas aKTHBHOCTH B
COBPEMEHHON MMPOBOM IKOHOMMKE MHUPE, B POCCUICKOH 3KOHOMHKE.
OcoOeHHOCTH MEHEIKMEHTa B cdepe YCIyr W €ro OTIHYHE OT
MEHEDKMEHTA B IPYTrHUX 00JacTsX 3KOHOMUKU. CepBUCHBIA OM3HEC B
CTPYKTYypE BIACTHBIX W MPaBOBBIX OTHOUICHWH. PazHOBHIHOCTH
Ou3Heca B pa3HbIX 00JacTsIx cdepsl ycuyr. KpynHeiid, cpeaHuil, Maiblii
OM3HEC B pa3HbIX CTPaHAX MHpPa U B 00J1aCTH MEXIyHApOIHOrO oOMeHa
ycrmyramu. OpraHu3aliiOHHO-WHTETpaTUBHBIE (BHYTpH(HPMEHHBIE U
Mexx(upMeHHbIe) (HOPMBI MPEANPUHUMATEILCTBA B CEPBUCHON cdepe
(rmoGanbHble OOBEMHEHHS, CTPATETMYECKHE COI03€, COTMAIeHHs O
COTpyAHUYECTBE, O (paHYal3UHIe, KOHTAKTbI O MAapKETHHIE U Ip.).
Oco0eHHOCTH OpraHu3anuu Ou3Heca cdepsl YCIyr B COBPEMEHHOH
Poccun. Pasmenienne npeanpruHAMATENbCTBA CPEpPhl YCIYT B pa3HBIX
peruoHax ctpanbl. POpMbI OpraHu3aliy KPYIMHOTO, CPEAHEr0, MaJIoro
Ou3Heca B pOCCHHCKOW HKOHOMHKE. busHec cdepbl yciyr Ha ypoBHE
MYHUIIMMIAILHOTO  XO3fHCTBa.  VHAMBHIYalbHO-IMYHOCTHBIE U
COLIMAJIbHO-KOPIIOPATUBHbIE MPEANOCHUIKA Pa3BUTHS Ou3Heca cgepsl
ycayr.  BHyTpumpousBOACTBEHHBIE  OCOOCHHOCTH  OpraHU3aLluu
CEpBUCHOTO NpeAnpusiTHsl (GUPMBI, OpraHU3alNHI, YIPEKIACHHUS U IIp.).
OCHOBHBIE BHYTPHOPTaHM3alMOHHBIE THUIIBI CEPBUCHBIX MPEANPUSTHH
(THHEWHBIH, (yHKIIMOHATBHBIN, JTUHEWHO- () YHKIIMOHATBHBIH,
(bunmmanpHBIE U np.). Ponb opraHm3anuu CEpBHUCHOM AESITEILHOCTH C
TOYKH 3pEHHs TUHAMHUKH M TMOKOCTH MPEANpPUATHS HA KOHKYPEHLHUIO,
KaueCcTBO 00CTY)KHBAaHHA U MOTPEOUTEIHCKHE 3aIIPOCHL.




HaumenoBanmue
Ne n/mm Conep:xanue TeM (pa3iesoB)
TeM (pa3/iesioB)

Tema | Buasl PasHOBHOHOCTM MEHEIKMEHTa Ha MPEONPHUITHH OOCITY>KUBaHUS.
9 MeHepkMenTa Ha | OOIMil MEHEHKMEHT U ero 3ajadyd. Passurue MapKeTUHIa, PEKJIaMBbl,
CEpBUCHOM nabiaMKk  pwiIedlIH3 Kak  CIOCOOOB  YNPAaBICHHS  CEPBUCHBIM
MIPENPUATUH NPEANpUATHEM M BHJl PEarMpoBaHHs Ha IMOTPeOUTEIBCKUH CIpOC,
HA3MCHEHHE SKOHOMUYECKOU KOHBIOHKTYPBI. JInnelnbIi

(Tpou3BOACTBEHHBINM) MEHEIKMEHT W €ro 3anaun. B3aumoneiicTBue ¢
moTpeduTeNIeM yCInyr Kak yrpaBieHdYeckas 3aaada. Vcmonp3oBaHue
JIOTUCTHKH B aHAJIN3€ TOBApPHBIX, (PMHAHCOBBIX, MH(POPMAIMOHHBIX U
T.I. TIOTOKOB B cdepe ycuyr. «JIoTMCTHKa CEepPBHCHOTO OTKIHKAy.
VHHOBaIIMOHHEIN MEHEDKMEHT. POb COIMOKYIBTYPHBIX WHHOBAIIU B
OpraHW3alldl  CEPBUCHOW  JICATENBHOCTH. 3HA4YCHHWE  aHaJW3a,
MPOCKTUPOBAaHUS ¥ BHEAPEHUS HMHHOBAIMi B cdepe  yciyr.
CoranpHbli MEHEPKMEHT, OCOOCHHOCTH YIIPABJICHUS IEPCOHAIOM
cepucHOro mpennpuatus. llemu, 3amaum w oOmas crenuduka
KaJpOBOTO MEHEHKMEHTa Ha CEPBHUCHOM MPEIIPUATHH.
XapakTepucTUKka KaJpoB CQepbl yCAyr B COBETCKUN IEpPHOA U B
HBIHEIIHEE BpeMs. 3apyOeXHBIH ONBIT PabOTBl € TMEPCOHAIOM
CEPBUCHOTO TIPS ATIPUATHS. O06pa3oBaTeILHBINH YpOBEHB,
npodeccnoHanmbHasl TMOATOTOBKA WM IIEPETIOArOTOBKA KaipoB. YMEHHE
nepcoHana paborarh ¢ KIMeHTaMu. BHyTpudupMeHHbIC KOH(PIUKTH U
KOH(IMKTBI ¢ MapTHepamu, ¢ kineHTamu. [IpoGrema dopmupoBanuii
npodecCHOHANBHOW MOTHUBAIIMU U MTPOPECCUOHANTBHOTO 0TOOPa KapoB
B IeJIoM MeXaHu3M COITMATBHON 3aIlUTHl PAaOOTHUKOB CQEphl YCIIYT.
CoBepleHCTBOBaHHE Ka4ecTBO YCIyr M mporecc (HopMUpOBaHUSL
KyIbTYpbl ~ OpPraHW3allii H  KagpOBOW  IOJNMTHKHA  CEPBHUCHOTO

Tema | Onenka PasHpie TeopeTHueckne M NPAKTHYECKH MOAXOABI K ONPEACICHHUIO
10 addextuBHOCTH | OOmeH 3¢ dexkTuBHOCTH paboOTHl TMpennpusATUs cepBuca. PecypcHo-
CEpPBHUCHOTO 3aTpaTHBIA TOIXOJ;, €ro WCXOAHBIC LIeNH, 3aJa4yd, TEeXHOJOTUH
NPEATIPUATHS peanusanuu. Poiab IKOHOMHUECKOTO aHalW3a B JaHHOM IOAXOJE.

Pacuimpennslii moaxon K aHalIW3y HUMEIOLUXCS Ha MPEANpUATHU
PECYPCOB M HAXOXIEHHIO CIIOCOOOB MHUHUMH3AIMH 3aTpar. YdacTHe
PYKOBOAUTENECH pPa3HBIX MOAPA3ICICHUA U CICIUATUCTOB B JAHHOM
HaNpaBJICHUN MOBBIMICHUS dPPeKTUBHOCTH. KOMIUIEKCHBINH MOAXOM K
aHam3y  3(QQeKTHBHOCTH  mpeanpusatus. HoBble  HampaBieHUs
ONTHMH3AIUN Pa0OTHl TIPESANIPUATHS W PACIIUPEHHBIC TIOKa3aTeld
3¢ ¢exkTUBHOCTU. YUacTHe B JAHHOM HANPABJICHUN BCETO MEPCOHAIA.

(I)OpMBI TEKYHIEro KOHTPOJIA " HpOMe)I(yTO‘lHOﬁ aTrecranum:

B xone peammzanuu aucuuiuiuHbl «CepBUCHAs AEATENBHOCTB» MCIOIB3YIOTCS CIENyHOIue
METO/Ibl TEKYIIET0 KOHTPOJISI yCIIEBAEMOCTH O0yJarOIINXCS:

— I[IpU MMPOBCACHNUN 3aHATHH JICKIIMOHHOI'O THUIIA:
MECTO HpO6J'IeMHOFO HN3JI0XKCHHA, (I)pOHTaJ'IBHBIe u KOM6I/IHI/IpOBaHHBIe OITIPOCHhI

— MPY IPOBE/ICHUY 3aHITUH CEMUHAPCKOTO THIIA!
—  KOJUIOKBUYM;
—  0ompoc;
— JTUCKyCCHSI.

DK3aMeH B BUJIE YCTHOTO COOECEIOBAHMS M 3aIUThI TIOJATOTOBICHHOTO TBOPUYECKOTO 3aJaHUs B
MaJbIX Tpynmnax.
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