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1. ITepedyenb MiIaHMPyeMBbIX Pe3yJIbTATOB 00yYeHHs MO0 TUCHHUILINHE, COOTHECEHHBIX C
IJIAHUPYEMBIMH pPe3y/IbTaTaMH OCBOCHHS 00pa30BaTe/IbHON NPOrpaMMbI

1.1. JucmumimHa «CepBUCHAs JCATEIBHOCTHY» OOCCIEUYMBAET OBJIAJICHUE CIEAYIOIIMMHI
KOMIIETCHIIMSIMU C YYETOM 3Tarna:

Kon HaumenoBanune Konx stamna | HamumenoBanue JTara
KOMIETEHIIMH | KOMIIETEHIIUU OCBOEHUS OCBOEHUSI KOMIIETCHIINH
KOMIETEHIIUH
OIIK-3 TOTOBHOCTD opranuzoBath | OIIK-3.1 FOTOBHOCTh ~ OPTraHU30BaTh
IIPOLIECC CEpBHCA, MPOBOJIUTH IIPOLIECC CEpBUCA
BBIOOP pecypcoB U CpPEICTB C
y4E€TOM TpeOoBaHUI
noTpeOuTens
OIIK OC-4 CIIOCOOHOCTh BbIABILATH, | OIIK OC-4.1 FOTOBHOCTb  OpPraHU30BAaTh
ompeAeniaTh W Ipenjiarath CEPBUCHYIO JCSTENbHOCTD
COLIMAJIBHO 3HAYUMBbIE BUJbI
ceppuca i MOTpeOuTens,
oO11ecTBa U rocy1apcTna.

1.2. B PE3YIbTATC OCBOCHU S NUCHHUIUINHBI Y CTYACHTOB NTOJIDKHBI OBITh C(bOpMPIpOBaHbI:

Kox  »srana Pe3ynbrarel 00yueHus
OCBOCHHUS
KOMIETEHIUU

OIIK-3.1 HA YpPOBHe 3HAHMIi: OCHOBHBIE IOHATHS, CYLUIHOCTb, IPUPOJA U XapakTep
CEpBHCHOM JESTEIBHOCTH; COCTaB U CTPYKTypa CEPBHUCHOH JEATEIbHOCTH;
cneuuduka CEpBUCHON JAEATENbHOCTH — Kak (OpMBbI  YIOBJIETBOPEHUS
NoTpeOHOCTEH YeNnoBeKa; CTPYKTypa CEPBHCHOTO NUPEANPUSATHS, (YHKIUU H
3aJlaud OCHOBHBIX CTPYKTYPHBIX IOApa3AeICHUN; CYIIHOCTh M IICUXOJOTHS
nporiecca OOCTYy)XMBaHWSI B TOCTHHHMIIAX (€ro JTambl, TEXHOJOTHYECKHUE
XapaKkTEepUCTHKH,  CTaHJApThl  OOCITyXUBaHMs W Jp.);  TpeOoBaHHA,
NpeIbSBISIEMblE K TPOCKTUPOBAHUIO CEPBUCHBIX MPOIYKTOB, IUIAHUPOBAHHIO
NeSITeIbHOCTH CEPBUCHOTO MPEINPUATHS U OLIEHKE ero 3()(h)eKTUBHOCTH; OCHOBBI
dopMHpOBaHUS ~ KAJPOBOW  TOJUTHKH HA  CEPBUCHOM  MPEIIPHUSATHH;
XapaKTepUCTHKa NUHHOBALMHN B CEPBUCHOM NEATEIbHOCTH,

OIIKOC-4.1 |ma ypoBHe YyMeHHMii: O00ecCleUuTh ONTUMAIbHYI0O  HHQPACTPYKTYpy
00CITy’)KUBaHUs C Y4ETOM HNPUPOIHBIX U COLMAIBHBIX (DaKTOPOB; MCIIOJIB30BATh
METO/Ibl OECKOH(DJIUKTHBIX B3aMMOOTHOIIEHUW C TMOTpeduTereM B Mpolecce
CepBUCHOM NesITebHOCTH; YUUTHIBATh METO/1bI STHOKYJIBTYPHOMH
TUBEPCU(PUKAIINA CEPBUCHOW ESATEIBHOCTH, BIAJETh NpPUEMaMH H3YYEHUS
JUYHOCTH  TOTpeOMTENs;  HCHOJIb30BaThb  METOJUKH  JMAarHOCTHPOBAHUS
MIOBEJICHUS U OKA3aHWs BIMSHUS HA TOTPEOUTEIS;

HA YPOBHe HABBIKOB: HCIOJb30BAHUS TEOPETUYECKUE 3HAHMS B pEIICHUHU
NPaKTUIECKUX TPOOJEeM CEPBUCHOM JEATEIBHOCTH, YMETh MPOBOIUTH OIEHKY
XO3SICTBEHHOM JEATENBbHOCTH, a TaKKe NPEANPUHUMATENIBCKUX, COLMAIbHBIX,
XYH0KECTBEHHO-ICTETHUECKUX, KYIbTYPHBIX aCIIEKTOB.

2. O0beM M MecTO IMCHUILTHHBI B cTpykType OIT BO

0O0neM QTUCHUILINHBI

O0beM TUCHUILJIMHBI, Yac.
Bcero Cemectp
1 | 2

Bupn y4eOHbIX 3aHATHI
H caMoCTosITeIbHas padoTa




| | 3
Ounasn ghopma odyuenusn
KonTakTHasi pa6oTa 00y4aroImuxcs ¢ 40 40
npenojgaBaresiemM, B TOM YHCJIE:
nexnuonHoro Tuma (JI) 20 20
nabopaTopHbie paOboThI (pakTHKYMEI) (JIP)
npakTudeckoro (cemuHapckoro) tuna (I113) 20 20
CamocTosiTeJibHasi padoTa 00y4Yaromuxcs 140 140
(CP)
ITpomMeskyTOYHASI ATTECTANUS dopma | Kypcosas Kypcosas
paboma, paboma,
IK3AMEH IK3AMEH
yac. 36 36
O01mas TPYI0eMKOCTh (4ac. / 3.e.) 216/6 216/6

Mecto qucuuninnsl B ctpykrype OII BO

HucuumuinHa b1.6.14 «CepBucHas 1eATelIbHOCTh» OCBAaUBAETCs BO 2 CEeMECTpe M0 OUHOU
dbopme oOyueHus1, 00IIast TPYJOEMKOCTh — 6 3a4€THBIX ©IUHMUII.

OcBoeHne JUCHMIUIMHBI ~ ONMpAaeTCs Ha MHUHMMAJIbHO HEOOXOOUMBIM  00beM
TEOPETUYECKUX 3HAHWKH B OOJACTH OCHOBHBIX MOTPEOHOCTEH W TCUXO(PU3UOIOTHUECKUX
BO3MOYKHOCTH Y€JIOBEKa U UX B3aMMOCBS3b C COLMAIbHON aKTHBHOCTBIO JTMYHOCTH, CTPYKTYpPbI
OOCITy’)KMBaHUS C YYETOM IMPHUPOTHBIX M COIMAIBHBIX (PAaKTOPOB, a TaKXKe Ha MPHOOpPETEHHBIC
paHee yMEHHsI U HaBBIKU, MOJTy4E€HHbIE IPU U3YYEHUN AUCLHUILIUH 0053aTeIbHON YacTH.

JucuuruimHa peanusyercs nocie n3ydenns qucuuiuiabl b1.5.13 «CepBuconorusy.

3. Copep:kaHue U CTPYKTYpPa AMCUMILINHBI

Ounas popma 0dyuenusn

O0beM TUCHHILIMHEI, Yac.

®opma
KonrTakTHas paﬁOTa TeKyIIero
o0yyarommuxces ¢ KOHTPOJIsS
Ne n/m Haumenosanue rem Bcero npenojaBareJieM 1o (01 ycneBaeMoCTH,
BH/JAM Y4eOHBIX 3aHITHIi IPOMEKYTOUHOM
J JP 113 aTTreCcTaluu
Tema 1 CraHoBreHME W DPa3BHUTHE
CEpPBUCHOI JIEATEIbHOCTH, 16 5 14
0COOEHHOCTH €€  Hay4dyHOro
aHaim3a.
Tema 2 | Knaccudukarus yciyr. 18 2 2 14 | Komtoksuym
Tema 3 | ['ocyngapcTtBenHOE
peryiaupoBaHue CEPBUCHOU 20 4 2 14
JIEATETbHOCTH.
Tema4 | CtpykTypa u Kiaccuukanus
PYKTYD puca 20 2 4 | 14 Orpoc
CEPBHCHOM JIESATENILHOCTH.
Tema 5 | CepBucHast HESITETHHOCTh Kak
mporecc  OOCITyKMBaHUS U
pont y 18 2 2 14 Huckyccus
MIPOM3BO/ICTBA CEpBHUCHBIX
MPOAYKTOB.
Tema 6 | KauecTBO M KynbpTypa cepBuca. 18 2 2 14 Omnpoc
Tema 7 | IHHOBamM B~ CEpBUCHOMU 18 5 2 14
JIeSITENIBHOCTH.
Tema 8 | Oprannzanus CEPBHCHOTO
p ! p 18 2 2 14 | Komnoksuym
MPETPHUITHSI.




Tema 9 | Bugsr MEHEIKMEHTa Ha 18 5 2 14
CEePBUCHOM TIPCIITPHSTHH.
Tema 10 | Ormenka 3 dexTHBHOCTH 16 2 14 Onpoc
CEPBUCHOTO MPEANPUITHSL.
[TpomexxyTouHas arTecTarus Kypcosas
36 pabora,
JK3aMEH
Bcero: 216 20 20 140

Conepmafme AUCIHHUIIIMHBI

Ne n/m Hauvenosanne Coaep:xanue TeM (pa3ieioB)
TeM (pa3/esioB)
Tema | CranoBnenme u | llpupoma m XapakTep CEpBHCHOHN MAeATEIbHOCTH. BimsHue HaydHO-
1 pasBHUTHE TEXHUYECKOro mporpecca Ha chepy ycnyr. Cnenmdurka pblHKa YCIyT.
CEpBUCHOM Ocobennoctu cdepsl yeayr. Crienuduka cCepBUCHON IESITETHHOCTH — KaK
JesSITEIbHOCTH, ¢dopma yIoOBIETBOpEHHsS NOTPEOHOCTEH uYenoBeKa. XapaKTepPHUCTHKa
OCOOCHHOCTH €€ | COIMalIbHO-KyNIbTypHOU ceprl. IIporpeccuBHbIe POpPMBI 0OCTYKUBAHMUSL.
Hay4HOI'O Kynerypa cepBuca. KonraktHas 3oHa. Ilcuxomorus mporecca
aHanm3a. obciyxuBaHus. XKamoObl M KOH(PIUKTHI MPH OOCTYKUBAHUH KIHEHTOB.
AHanmu3 CEepBUCHOW [EATEIBPHOCTH B 3alaJHOM HayKe Kak 3JIEMEHTa
9KOHOMHKH “o0mecTBa notpebyieHus”. Mertonbt aHanmm3a
COMOKYJIBLTYPHOI'0O CEpBHUCA B paMKaxX pPAa3HbBIX HAYYHBIX JUCHUILIIMH H
AQHAJTUTUYECKUX HAIPaBICHHUH.
Tema | Knaccudukamms | CoctaB u crpykrypa cdepsr yenyr. Kmaccudukammss yemyr 1o
2 YCIIYT. (YHKIIMOHANBHOHN HampaBieHHOCTH. OOIIepocCcHiickue KIacCH(PUKATOPHI
ycnyr HaceneHuro. Krnaccupukanms 1o oTpacieBoMy TPUHIIAITY.
Kommuiekcnas  kiaccupukanus — ycuyr.  CyIniHOCTR  COBPEMEHHOM
CEepPBUCHON  JMesATeNPHOCTH Kak o0co00oro BHJa B3aNMMOICHCTBHA
npousBoAuTened M moTtpeduteneit ycmyr. COOTHOLIEHHWE TMOHITUIR
“ycnyra”, “o0cnyxkuBanue”, “cepBUCHbIN npoaykT’. [lporecc co3ganus
TOBAapOB M NMPOAYKTOB CEPBHCHOIO HazHaueHUs. OCOOEHHOCTh YCIyT IO
CPaBHEHMIO C  BCLIHBIMM  HOpeAMETaMH,  ToBapamMH. Y CIyIH,
OPUCHTUPOBAHHBIC Ha WHIUBUAYAJIbHBIC, TPYIIIOBEIC, MacCCOBBIC
norpedHocTH. MHaycTpusi cepBuca. XapakTepuUCTHKa MOTpeOHTeNneit
coeprr ycmyr. IIpaBa morpeburens. Ilorpedurenbckuil cnpoc U €ro
KoJieOaHus (Ce30HHBIE, KPU3UCHBIC U JIP.).
Tema | ['ocymapctBennoe | IIpoOieMbl peryaupoBaHusl CEPBHCHOM IESTENbHOCTH Ha (heaepabHOM
3 peryaupoBaHue ypoBHe. DOpMUPOBaHHE PETHOHAIBHON KaJpOBOH IOJUTHKH Majoro
CEpPBUCHOI MpeNPUHIMATENICTBA B CEPBUCHOU JnesTensHOoCcTH KauecTBo ycmyru.
JeSITEbHOCTH. Cranpaptuzanus,  ceptudukanus.  JIMIEeH3UMpOBaHHME  CEPBUCHOMN
JeSITEIbHOCTH.




Ne n/m

HauMeHnoBaHue
TeM (pa3/iesioB)

Conep:xanue TeM (pa3aesioB)

Tema

Crtpykrypa "
KJTACCH(UKAITHSI
CEpPBHUCHOI
JIeSITebHOCTH.

Brinenenue pa3HbIX TUIOB, JOPM U Pa3HOBHIIHOCTEH CEpBUCA 110 Pa3HBIM
OCHOBAaHHUSIMH ¥ KpHUTEpUsM. Poib JOTMCTHKH B aHaln3e pa3iuYHBIX
pecypcHbIx eauHuI] cdepsl yeryr. Kimaccudukanus cepBuca B MpaKkTUKE
roCyJapCTBEHHOr0 perynupoBaHus cdepsl yciayr B Poccum u B psine
3apyOexHBIX  cTpaH. Pasnmunbple  Kiaccu(puKanmud  CEPBHUCHOM
JeSITeIbHOCTH HAYYHO-TEOPETUIECKOTO TUIaHa. Cdepa
IIPOM3BOJCTBEHHBIX U AEJOBBIX YCIYT: YCIYTH PECYPCHO-IHEPTeTHUECKUX
KOpIopanui, yciayru MH(pOpMalMOHHbIE, PEMOHTHbIE, KOHCAJITHHIOBBIE,
MapKeTUHIOBbIe, pekiamuble U Ap. Cdepa TOProBeIX YCIyTr - ONTOBas U
pO3HWYHAs TOproBis. /[[Ba Tuma yciyr, mpeJoCTaBsieMbIX HACEJCHHUIO:
COLMAIIPHOTO W HWHIMBUAYaJIbHOTO Xapakrepa. llepBblii THI: yciayru
JKU3HEOOeCIeUeHHs, YyJOBJICTBOPEHHUS MaTepUAIbHO-OBITOBBIX — HYXI
JIOICH: CTPOUTENBCTBO >KWIIBS, KHJIUIIHO-KOMMYHAIBHOE XO3SIHCTBO,
OBITOBOE M TPAHCIOPTHOE OOCIy’KHMBAaHUE, IIPEJOCTABICHUE HACEICHUIO
YCIIYT CBSI3M, PO3HUYHAsI TOPIoBIIA, OOIIECTBEHHOE NMUTanue. Bropoit tun
YCIIYT: YCIYTH COUUOKYJIBTYPHOH c(ephl, T.e. B OTPacisiX, JESITEIbHOCTh
KOTOPBIX HalleJJ€Ha Ha YIOBIETBOPEHHE COLHAIbHO-KYJIBTYPHBIX
3aIpOCOB  JIIOAEH, a TakKe Ha MOAJNEpKaHHE HUX HOPMaJIbHOU
JKU3HENIEATEIBPHOCTH KaK TpakIaH COBPEMEHHOTO OOIIECTBa - YCIyTHd
MEIUIMHCKHAE, PEKpealMoHHbIe YCIIyTH, COIMalbHOE OOecrecueHue,
oOpa3oBanme, (HUHAHCOBEIE  YCIYTW, T[paBOBOE, HAy4yHOE U
MH(POPMAITHOHHO-CITPABOYHOE o0ciyXrBaHME, MIPOU3BOCTBO
XYAOKCCTBECHHO-3CTCTUYCCKUX HCHHOCTGP'I " KYJBbTYPHBIX IIPOAYKTOB IJIA
WHIWBUAYaJIbHOTO Pa3BUTHs, OTHbIXa M pasBiedeHuil. [pyrue
pasHoBuaHOCTH Kiaccudukauuu ycuyr: 1. Ilo cnenuduke comepxanus:
CO3JIAI0IIME HOBBIE MOTPEOUTEIbHBIE CTOMMOCTH; BOCCTaHABIIMBAIOIIUE
NOTpPeOUTENbCKUE CBOMCTBA TOBapoB; OOCTYXHMBAalOLIWE 4YeJOBEKa
(mmuaOTO Xapaktepa); 2. Ilo Bumam Tpyna (oOcmyKuBaHHE YEIOBEKa,
PEMOHT TEXHUKH, OAHKOBCKHE OTEpallvK, HayuYHbIC UCCIACIOBAHUS U JP.);
3. Ilo xapakrtepy pacnpezesicHus 00IIECTBEHHBIX (DOHIOB MOTPEOICHUS -
IUIaTHBIE, OecIulaTHbIe (IS HE3aIIMIIEHHBIX CJIOEB HACEJIEHUs - NETeH,
WHBAJIHJIOB, TMOXWIBIX, O0nmbHBIX); 4. [lo Bumam mortpebnenws; 5. Ilo
¢dopmam oOcmyxuBaHusl (aOOHEMEHTHBIC, CPOYHBIE; TI0 MECTy paborTy,
JKUTEJIbCTBA, OTAbIXa U T.1.). Cnennduyeckue, peikue yCiIyru, a Takke
3aKOHOJATEIbHO 3aIpeleHHbIe Pa3HOBUAHOCTH yCIyroBOH
JeSITeTbHOCTH.

Tema

CepBucHas
JIESITETIBHOCT KaK
npoiiecc
obcmy)KuBaHUST U
MPOU3BO/ICTBA
CEPBUCHBIX
MIPOYKTOB.

CepBuc kak mpomecc. CBsi3b € JKOHOMHYECKOH KOHBIOHKTYPOHU.
OcoOeHHOCTH Tpolecca BHEAPEHHs HMHHOBAaUUK B cdepy YCIyr.
JKuzHeHHBII TMKI ycIyrm M ydeT ero ocobenHoctedl. [Iporecc
obciyxxuBanus mnorpedureneid. DopMbl OOCITYKMBaHUS M IOKa3aTelb
3arpar BpeMeHH. ColuanbHble U COUUATBHO-TICHX0JIOTHYECKUE aCTIEKThI
pabotel ¢ kiaueHTtamMu. lloHsATHE “KOHTakTHas 30Ha” W OCOOCHHOCTH
mporiecca OOCTYXHBaHUS KIMEHTOB B TPYIIOBBIX W HHIWBUAYAIbHBIX
Bumax  cepBuca. OcobOeHHOCTH ~ OOCTY)KHMBaHHWSI B JYXOBHO-
MO3HAaBaTEIbHBIX, XYJ0KECTBEHHO-3CTETUUECKUX o0macTsx
obmrectBeHHoW — mpakTtukd.  Crenuduka  oOCIy)KUBaHUS — PasHBIX
COIMANIBHBIX TPy (MHBAJIHMIOB, IE€TEH M MHOTOJETHBIX CEMEH, TTOKHUITBIX
moaei u ap.). KpeaTuBHO-ryMaHHUCTHUECKUH XapaKTep CEPBUCHBIX YCIyT
B cepe oOpa3oBaHus, CIOpTa, HAYYHOTO PAa3BUTHUS, 3ICTETHYECKOH
nesitenbHocTd.  [loHsITHE  CcepBUCHOTO  TpoayKkTa. PasHOBHAHOCTH
CEpBUCHOTO NPOJYKTa B pasHbIX c(epax CEepBHCHOW IESITENbHOCTH M
YCIIYT. IIponsBoacTso yCIIyT u CEPBHUCHOTO MPOJYKTA.
[Ipon3BoACTBEHHBIE aCTIEKTHI MpOIIecca 00CTYKUBAHMSL.




Ne n/m

HauMeHnoBaHue
TeM (pa3/iesioB)

Conep:xanue TeM (pa3aesioB)

Tema

KauectBo "
KyJbTypa cepBHUCa

MexayHapoHble ¥ HALIMOHAJIBHBIE, TOCYIaPCTBEHHbIE, OOIIECTBCHHBIE U
MPOM3BOJCTBEHHBIE TPEOOBAHHS K KAUECTBY CEPBHCHOU NEATEIBHOCTH, K
ycnyram. Okupaemple W (akTHYECKHE IMapaMeTphl KadyecTBa YCHYT.
CepBHCHBIE NPOAYKTHl Pa3sHOI'O YPOBHS KJIACCHOCTH, KOM(OPTHOCTH H
KadecTBEHHON ompeneneHHOCTH. OOBeKTHBHBIE H  CyOBEKTHBHBIC
TPYAHOCTH B OIpeJesieHHH KauecTBa U Oe3omacHocTH yeuyr. CTtangapTsl
KadecTBa, OE30MaCHOCTH YyCIyr pPa3sHOro Tuma (KOPIIOpaTHBHEIE,
rocyfapcTBeHHble U Ap.). KoHTpomb 3a KauecTBOM W 0O€30MacCHOCTHIO
yenyr. IIpobiema HOpMUpOBaHUS, JUICH3UPOBAHUA U CTaHIAPTH3ALUN
ycnyr. MexmyHapoaHbsle TpeOOBaHUsI K KauyecTBY M 0€301acHOCTH YCIYT.
[Ipobiema kadecTBa W 0€30MaCHOCTH YCIYT B Pa3HBIX O0JACTIX
CepBUCHOH aesaTensHOCTH. Pa3paboTka cucTeMbl mokasarenel KadecTBa U
0e30macHOCTH B pasHBIX oOnacTax cepBuca. [IpoOimema ympaBieHue
kagyectBOM  yciayr.  KoHTponmp — craHmaproB u  0€30macHOCTH
oOcnyxxuBanus. Ilonstue KynbTypsl cepBuca. COOTHOLICHHE «KAaueCTBa
YCIyr» M «KYJIbTYphl cepBUCa». PasinuHble NapaMeTpsl KyJIbTYpPbI
cepBhUCa B pa3HBIX CTpaHaX, B MEXIYHAapOJHOH TIpakTHKe oOMeHa
ycnyramu. [IpodeccuonanbHasi KynbTypa Kak OCHOBE KYJIBTYPBI
oOcimykuBaHHs. YPOBEHb JIUYHOTO MpOoQeccHoHau3Ma KaK IOoKa3aTelb
WMHAMBUIyaJIbHOW KyJIbTYphl 00cayxuBaHus. [Icuxonornyeckue acreKThl
KYJIBTYPBI CEpBUCA. DTUUECKUE OCHOBBI, 0COOEHHOCTHU JEJIOBOTO 3THKETA,
CITyeOHBIX OTHOIIECHHUH B CEPBUCHOM NIEATENHHOCTH.

Tema

HNunoBamuu B
CEpBUCHOI1
JIeATCITLHOCTH

MHnoBaoHHbIN MEHEPKMEHT B CEpPBUCHOMU ICSITEIILHOCTH.
Oco0eHHOCTH JKM3HEHHOTO NWKIa yciayrn. PpaHdaii3wmHr Kak (opma
Opra"m3ali Manoro OuszHeca. MepuaHmal3WHT Kak GopMa pO3IHHUYHOU
TOProBoil yciyru. MexayHapoaHas Topropis yciayramu. CepBuCHas
JACATCIIbHOCTh B 'OCTHHUIIAX U TypHCTCKOf/'I JCATCIIbHOCTU.

Tema

Opranuzanus
CEPBUCHOTO
TIPEATPUATHUSA.

Opranuzanust cepBHCa Kak HNpPEANPUHUMATENbCKAs AaKTHBHOCTh B
COBPEMEHHOM MHUPOBOH 3KOHOMHKE MHpE, B POCCHUMCKOM HKOHOMMKE.
OcoOcHHOCTH MEHEKMEeHTa B cdepe YCIyr W ero OTIWYhe OT
MEHEDKMEHTa B APYIMX 00JacTiaX 3KOHOMHKH. CepBHCHBIH Ou3HEC B
CTPYKTYpE BJIACTHBIX W TPABOBBIX OTHOIIEHWH. PasHOBHIHOCTH OM3HECa
B pa3HBIX o0nactsx cdepsl yeiayr. KpynHelid, cpenuii, mansiii Ou3HeC B
pasHBIX CTpaHax MHpa U B 00JaCTH MEXIYHapOJHOro 0OMEHa yCIyramH.
OpraHn3aliOHHO-UHTETPATUBHbIE (BHYTpUHUpPMEHHBIE u
Mexx(UpMeHHbIe) (OpPMBI MIPEeANpPUHAMATENILCTBA B CEPBHCHOU cdepe
(rmobGanbHBIE OOBEAMHEHMS, CTPATETHUYECKHE COI03€, COINIALICHUS O
COTpyAHHYECTBE, O ()paHUal3WHIE, KOHTAKTHl O MAapKeTHHIEe U Jp.).
OcoOeHHOCTH OpraHu3aiuu Ou3Heca cdepbl yCIyr B COBPEMEHHOM
Poccuu. Pa3mennenue mpeanpuHUMAaTeNbCTBa cepbl yCIyr B pasHBIX
peruoHax crpaHbl. POpMbI OpraHU3alMU KPYITHOTO, CPEAHEro, Majioro
Ou3Heca B pPOCCHICKON 3KOHOMHKe. busHec cdepsl yciayr Ha ypoBHe
MYHHLIATIATBHOTO XO3sTICTBA. WNnauButyansHO-THYHOCTHBIE u
COLMAJILHO-KOPIIOPAaTUBHBIE TNPENNOCHUIKM pa3BUTHs OuzHeca cdepbl
YCIIYT. BHyTpUNIpON3BOACTBEHHBIE ~ OCOOCHHOCTH  OpraHH3aluu
cepBUCHOTO Tpeanpuatust (PUpMbI, OpraHH3alluK, YIPESKJACHUS U Jp.).
OCHOBHBIE BHYTPUOPIaHU3ALIMOHHBIE THIIBI CEPBHUCHBIX NPEANPUATHH
(JTMHEHHBIH, (YHKLINOHAIBHBIH, JTUHEHHO-(QYHKINOHATBHBIH,
¢wmaneHpli U Jp.). Ponb opraHM3anuy CEpBUCHOM JAEATENBHOCTH C
TOYKH 3pPEHHS AMHAMUKHA M TUOKOCTH TPEATPUSATHS Ha KOHKYPEHIHIO,
Ka4ecTBO 00CITy>KUBaHUS U MOTPEOUTEIHCKHE 3aPOCHL.




Ne n/m

HauMeHnoBaHue
TeM (pa3/iesioB)

Conep:xanue TeM (pa3aesioB)

Tema

Bunasr
MEHE)KMEHTa Ha
CEpPBUCHOM
MIPEAMPUATAN

PasHOBHIHOCTH MEHEKMEHTa Ha MPEeANpUATHN 00cIykuBaHusA. OOmmii
MEHEDKMEHT M ero 3ajJauyd. Pa3BuThMe MapKeTWHTa, peKiIaMbl, MaOIUK
PUICHITH3 KaK COCO00B yNpaBieHHUs CEPBUCHBIM MPEINPUSTHEM U BUI
pearupoBaHusl Ha MOTPEOUTENbCKUN CIPOC, U3MEHEHHE SKOHOMHUYECKON
KOHBIOHKTYPHI. JIMHEWHBIA (MPOU3BOJACTBEHHBIN) MEHEPKMEHT W €ro
3agaud. B3aumopeicTBue ¢ MOTpeOUTENEM YCIyr Kak yIpaBieHYecKas
3afava. Vcronp30BaHue JIOTUCTUKU B aHANINM3€ TOBAPHBIX, (DUHAHCOBBIX,
MHQOPMALMOHHBIX M T.I. TNOTOKOB B cdepe ycmyr. «Jlorucruxa
CEpBUCHOTO  OTKIMKa». VIHHOBaIMOHHBIA  MEHEKMEHT.  Pomb
COLIMOKYJIbTYPHBIX WHHOBAIIMH B OPTaHU3alMM CEPBUCHOM JIESTETHHOCTH.
3HadyeHue aHauu3a, IPOCKTUPOBAHUS U BHEAPEHHUs MHHOBALUN B cdepe
yenyr.  CouuanbHBIE ~ MEHEIKMEHT, OCOOCHHOCTH  YIpPaBJICHUS
MEPCOHANOM CepBUCHOrO mnpeampuatus. Llenw, 3amaum u  oOmas
crnenrpuka KagpoBOIO MEHEKMEHTa Ha CEPBHCHOM MPENIPUATHH.
XapakTepucTuKa KaapoB cepbl ycayr B COBETCKUH Nepuog U B
HBIHEIIHEee BpeMs. 3apyOeKHbII ONBIT paboThl ¢ IEPCOHAIOM CEPBUCHOTO
npeanpusitusi.  OOpa3oBaTenbHBIH  ypOBEeHb,  Mpod)ecCHOHAaNIbHAS
MOJTrOTOBKA U IEPENOAroTOBKa KaApOB. YMEHHUE MepcoHaia padoTaTh C
KIMEeHTaMH. BHyTpudupMeHHbIE KOHQIMKTHI W KOHQIIMKTBL  C
MapTHEPaMH, c KIIUEHTaMHU. [Mpobnema (hopmupoBaHuii
pohecCHOHANPHON MOTHBAIMU M TIPO(ECCHOHATBHOTO 0TOOpa KaJipoB B
nenoM MexaHu3M COLMANbHOM 3aIlUThl PAaOOTHUKOB cdepbl YCIyT.
CoBeplICHCTBOBAaHHE KAueCTBO YCIyr U Tpouecc (HOpMHUpPOBaHUS
KyJIbTYpbl ~ OpPraHM3allud W  KagpOBOM  MOJUTUKU  CEPBHUCHOIO
OPEnPHUITHS.

Tema
10

Ornenka
s¢dhexTuBHOCTH
CEpBUCHOTO
TPEANPHUSITUS

PazHbie TeopeTnueckue M NPaKTHYECKH MOAXOABI K ONpeeIeHHI0 00meit
sddexTuBHOCTH PabOTHl TPEONpHUATHS CcepBHca. PecypcHO-3aTpaTHBIH
MOJXOM; €r0 UCXOJHBIC WENd, 3aJadd, TEeXHOJOTUU peanu3anud. Poib
SKOHOMHYECKOr0 aHaJIu3a B JAHHOM IOoAXoJe. PacmmpeHHslil noaxon k
aQHAIM3y MMEIOIIMXCS Ha MPEINPHATHA PECypcoB U HAXO0XKICHUIO
CHoco0OB MMHHMM3ALMHM 3aTpar. YdYacTHE pPYKOBOAMTENIEH pa3HBIX
MoJpa3JeficHuli W CIEIUAICTOB B JIAHHOM HAaNpaBlICHHH MOBBIIICHUS
sddextuBHOCTH. KoOMImiekcHbIEt moaxon K aHanmu3y 3¢ GHeKTHUBHOCTH
npeanpustus. HoBele HanpaBlieHNsT ONTUMH3AIMK PAOOTHI PENPUSITUSL
W paciIipeHHble ToKazaTenu dS(QEeKTUBHOCTH. YdYacTHe B JIaHHOM
HanpaBJICHUH BCETO MEPCOHAIA.

4.MatepuaJjibl TEKYLIEr0 KOHTPOJISI yclIeBaeMOCTH 00yuyaommxcsi U (POH/I OLEeHOYHBIX
CpPeACTB MPOMEKYTOYHOM aTTeCTAIMU MO AUCHUNINHE

4.1.

DopmbI

H METOAbBI TEKYIIECI0 KOHTPOJA YCIEBAEMOCTH oﬁyqalolunxm Hu

NPOMEKYTOYHOM aTTeCTALMH.

4.1.1.

B xoze peaimm3anni  JUCHUIIIINHBI <<CCpBI/ICHaSI ACATCIIbBHOCTE)»  HUCIHOJIb3YHOTCA
CICOYIOMHUE METOABI TEKYIIETO KOHTPOJIA YCIIEBAEMOCTH O6yanOHlHXC${I

— IIpH OTPOBCACHUN 3aHATHH JICKIIMOHHOI'O THIIA:
METOA HpO6HCMHOFO H3JI0KCHUA, (I)pOHTaJ'IBHBIC nu KOM6I/IHI/IpOBaHHBIC OITPOCHI

— [IpH NPpOBCACHUN 3aHATHH CCMHUHApPCKOI'0 TUIIA:

KOJJIOKBUYM,
OIpoc;




—  JUCKYCCHSL.

4.1.2. Dx3aMeH B BHJIE YCTHOTO COOECeIOBaHWS M 3alIUTHI MOATOTOBICHHOTO TBOPYECKOTO
3aJlaHUs B MaJIbIX IPYyIIax.

4.2. MaTepuajbl TEKYHIero KOHTPOJISl YCIIeBAeMOCTH 00y4AKOIIMXCS.

NS

N

10.
11.
12.
13.
14.
15.

16.
17.

18.

19.

20.

21.
22.

23.

TeMbl I KOJJIOKBHUYMA
OcHOBHBIE TIOJIXO/IBI K KJIACCU(UKAIIUN YCITYT.
MaTpu4HbBIN TOAXO0 K KJIaCCU(UKAIIUN YCITYT.
O06o0meHHas KiaccupUKaIys yCIayr M0 B3aNMOCBSI3aHHBIM KauyeCTBaM.
O6mepoccuiickue Ki1accuUKaTOpbl YCIYT HACEICHHUIO.

Bonpocs! 1151 NpoBeaeHUs ONPoca
CepBuc, CcepBUCHAas JEATENBHOCTb, cepa yciayr - ompeneneHus, (yHKIHHA, MECTO B
SKOHOMMYECKOH EATEIbHOCTH U B COUUAIBHBIX B3aUMOJCHCTBUIX.
CepBucHas 1€4TeIbHOCTh KaK MPEAMET HayYHO-TEOPETUYECKOT0 aHAIN3a.
CepBHCHass  JEATEIBHOCTh  KaK  CPEACTBO  YJOBJIETBOPEHMsSI  OOIIECTBEHHBIX U
WH/IMBUYAIIbHBIX TIOTPEOHOCTEH.
Hcropuyeckne (axTopbl, oOyciaBnuBaromue (GopMUpOBaHHE CEPBUCHON NESITEIHHOCTH B
pa3HBIX KyJbTypax U CTpaHax MUpa.
Hcropuyeckne U reo-KIMMaTH4eckue (akTopbl, oOyciIaBIuBaromue (GOPMHPOBAHUE
CEpBHMCHOM AeaTenbHOCTU B Poccuu.
OcoOeHHOCTH Pa3BUTHSI OTEYECTBEHHOM c(hephl YCIIyT B COBETCKUH MEPHO.
3HaueHUe LEPKOBHO-MOHACTBIPCKOW CpeAbl B Pa3BUTUM IYTECIIECTBUH, KYyJIbTYpHO-
XYyJ0’)KECTBEHHBIX, 00pa30BaTEIbHbIX, HDABCTBEHHBIX MPOLIECCOB B OOLIECTBE.
Ponp rocymapctBa M mpaBa B pa3sBUTHM c¢epbl YCIyr. YCIyrH TIoCyAapCTBEHHBIX
YUPEXKJIEHUH Ha MOTPEOUTEIILCKOM PbIHKE.
ConuanbHOe obecreueHue rocy1apeTBa Kak (pakTop pa3BUTHUS COLMATIBHOIO 00CTyKUBaHMUS.
CymHOCTh 3KOHOMHYECKHMX, HMYIIECTBEHHO-IIPABOBbIX, OPraHMU3AallMOHHBIX IEPEMEH B
OTEYECTBEHHOH cepe ycIyT B MOCTCOBETCKUIA MEPUO/I.
Pa3znuunble HanpaBIeHUs ¥ TUIIBI CEPBUCHOM IESTEIIbHOCTH. XapaKTEpPUCTUKA YCIyT B cdepe
IIPOU3BOJICTBA U JIEIOBBIX OTHOLICHHH.
PasnoBuHOCTH yenyr B counanbHOU chepe. MaTepuanbHble 1 HEeMaTepHalbHbIE YCIYTH.
Pa3zHOBHIHOCTH YCIYT B KYJABTYPHOH U XY10’KECTBEHHO-3CTETHUECKON cepe AeATeIbHOCTH.
Pa3HooOpasHble ycnyru B UHAYCTPUM pa3BICUEHUH U B CHOPTHUBHO-03/I0POBUTEIHHOM
OusHece.
Bunel ycayr, KOHQIHMKTYOMKE ¢ 00IIECTBEHHBIM MHEHUEM. 3aKOHOJATENbHO 3allpellieHHbIe
Pa3HOBUAHOCTH YCIIYT.
Mecto cdepsl yeIyr B COBPEMEHHOM 9KOHOMHYECKOM MPAKTHUKE.
OCOOEHHOCTh YCIIYTM KaK JKOHOMHYECKOr0 M Npo(ecCHOHATbHO-TEXHOIOIHYECKOI0
SBJICHUS.
CepBUCHBI MPOAYKT: ONPEACIEHUE, COCTAaBHbIE KOMIIOHEHTBI, IPOEKTHUPOBAHUE U
BHEJ[pEHUE.
CepBUCHBIE TEXHOJIOTUU: CYIIHOCTb, CTPYKTYpa, PAa3HOBUIHOCTH B pa3HbIX CErMEHTax
chepsl ycuyr.
Oco0eHHOCTH B3aMMOJAEUCTBHUS NPOM3BOJIUTENCH M TMOTpeOHTENel YCIyr B KOHTAaKTHBIX
30HaX CEPBUCHOTO MPEIIPUITHSL.
Bospacranue nHpopMalMOHHBIX TEXHOJIOTHIA B cepe YCIyT U Ha CEpBUCHOM MPEATIPHUATHH.
Paznuynble Gopmbl 0O0CITYyKMBaHHS; NMPUYUHBI UX MOCTOSHHOTO OOHOBJIEHHUS B IMPaKTHUKE
COBPEMEHHOI'0 CEpBHUCA.
WNHpycTpus cepBrca: CyIHOCTb, COCTaBHBIE YACTH, Pa3BUTHE B COBPEMEHHOM Poccun.
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24.

25.
26.

217.

28.
29.

30.

31.
32.
33.
34.
35.
36.
37.
38.
39.
40.
41.

42.
43.
44,
45.
46.
47.
48.

49.
50.

o w

HoBple ocobGeHHOCTH oOpraHuzanuu OH3HECa W pa3BUTHS CEPBHCHBIX TEXHOJOTUH B
npoleccax MeX,IyHapoJAHOTO OOMEHa yClIyraMH.

Poub mpeaAnpuHUMAaTENBCKUX LENeH B pa3BUTUH HEKOTOPBIX CErMEHTOB C(ephl YCIIYT.
3HayeHHue KPYMHOIO, CPEeIHEro M Majoro Ou3Heca B Pa3BUTHMU c(epbl YCIyr B pa3HbIX
CTpaHax.

OcoOeHHOCTH pa3BUTHUA MPENNpUATHI CcpeiHero M Majoro OusHeca B cdepe yciyr
coBpeMeHHOM Poccun.

KagecTBo ycnyr, noka3aTesin KauecTBa, yIpaBJIeHUE KaueCTBOM.

OcobeHHOCTH 0E30MacCHOCTH YCIyT B PAa3HBIX CEIMEHTaX CepBHCAa M Ha Pa3HBbIX CEPBUCHBIX
OPENPUATHSIX.

[Iponienypsl HOPMHUPOBAHUS, JHWIEH3UPOBAHUA M CEPTHU(PHUKAIMUA YCIYI: CYIIHOCTb,
Ha3HauYEHHE U JCHCTBHE B PA3HBIX CETMEHTAaX POCCUIICKOIO CepBuUCa.

CyImHOCT ¥ COCTaBHBIE KOMIIOHEHTHI KYJIBTYpPBI 00CITY>KUBaHUSI.

[TpodeccnonanbHbIN 3TUKET B AEATEIBHOCTH IIEPCOHAIIA CEPBUCHOTO MPEAIPUATHS.
3Ha4YeHHe 3CTETUYECKIX KOMIIOHEHTOB B IPOIECCE OOCITYKUBAHUS TOTPEOUTENEH.
Ha3znauenue, npupoza u pa3HOBHIHOCTH CEPBUCHBIX MHHOBALUH.

M HHOBaIIMOHHBIM MEHEPKMEHT CEPBUCHOTO MPEAIPUATHUS.

OcobeHHOCTH 00I1IEero MEHEPKMEHTA Ha CEPBUCHOM IPEAIPUATHH.

Tunsl 1 31eMEHTBl OPraHU3alMOHHON CTPYKTYpPbI CEPBUCHOTO MPEAPUSATHUS.

[ToBblienune 3¢ (peKTUBHOCTH pabOThI pa3HbIX MMOAPa3AEIeHUNA CEPBUCHOTO MPEANIPHUSITHUS.
Crienuduixa Mpon3BOACTBEHHOTO MEHEPKMEHTA Ha PAa3HBIX TUIAX CEPBUCHBIX MPEITPUATHIA.
KanpoBblit MEHEI)KMEHT CEPBUCHOTO MPEAIPUATHSL.

3HaueHue COLIMAJIbHBIX, npoeCCUOHATBHBIX, IICUXOJIOTMYECKUX KayecTB
npeanpuHUMaTesell 1 MEHEeKepoB, padoTaloMX B Ou3Hece cepbl YCIyr.

[Tpobnembr mpodeccuoHanbHOTO OTOOpa NepcoHana Ui pPa3HBIX BHIOB CEpBHCA W
KOHKPETHBIX CIIOCOO0B 00CITyKMUBaHUS KIUEHTOB.

[IpaBoBBIC, aIMIUHHUCTPATUBHBIE ¥ MOPAIbHBIC TPEOOBAHUS, MPEIBSIBISIEMbIE K IPOILIECCaM
o0cyXKUBaHUS TOTpeOUTENCH.

ConuanbHble M COUMAIBHO-TICUXOJIOTMYECKHUE AaCHeKThl B3aUMOJICHCTBUS IEpCcOHAIa
CEPBHUCHOTO IPEAIPUATHS C KIMEHTAMH.

[IpaBa mnoTpebuTeneii B COOTBETCTBHUM C 3aKOHOAATEIbCTBOM pa3HbIX CTpaH H
OTEUYECTBEHHBIM 3aKOHO/IATEIbCTBOM.

®uiocodust cepBuca: B MacmTabax OTpaciu, B JEATEIbHOCTH MEHEKMEHTA IPEIIPUSITUS,
Ha YpOBHE IPUHLIUIIOB PabOTHI EPCOHANA.

MapkeTuHroBasi ciy:k0a Ha CEpBUCHOM MPEANPUSTHH: CYIIHOCTb, (YHKIUHU, BUJIBI
JEATEIBHOCTH.

Crnernuduka pekiaMmbl CEPBUCHBIX MMPOAYKTOB U YCIIYT.

[To3ununoHMpoOBaHUE YCIYTH, CEPBUCHOTO MPOAYKTA Ha HOTPEOUTETHCKOM PhIHKE.

Pasnubie momxonmpl K - ompeneneHuto oOmied  3PQGEeKTUBHOCTH pabOThl  CEPBHUCHOTO
IPEIITPUATHSL.

Bonpocsl k 1ucKyccuu
B yewm 3akiro4aroTcsi OCHOBHBIE CIIO)KHOCTH OIpEIETICHHs KauecTBa yCIyr?
KoHuenmuss BOCIPUHATOTO MM OOBEKTHMBHOTO KadyecTBA JIEKUT B OCHOBE OIpEIEICHUS
KadyecTBa yciyr?
ITosicaute koHUENIMIO BocipuHATOro kadectsa K. I'ponpyca.
[lepeuncnure feTepMUHAHTHI KAYECTBA YCIYT.
Kakne KOMIOHEHTHI ONpeIeICHHON YCIyTrH B cepe TOCTUHUYHON JesTeIbHOCTH BKIIOYAIOT
TEXHUUYECKOE, (PYHKIIMOHAIBHOE Ka4eCTBO U COI[MAIbHOE KaueCTBO?
Kakue KOMIIOHEHTHI ONPEIEICHHON YCIYI'M B aBTOCEPBUCE BKJIKOYAIOT TEXHUUYECKOE,
(GyHKIIMOHAIBHOE KaYeCTBO U COLIUAJIbHOE KaueCTBO?
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7. Kakum 00pazoM MoOJenb KauecTBa YCIYr, OCHOBAaHHAs Ha pa3pbiBe, HCIOIB3YEeTCS IS
orpeneneHus kauecTa yciryr? OObsICHATE TPUYNHY BOSHUKHOBEHUS Pa3phIBOB B MOJICIIH.

8. KakoB MexaHW3M OLIEHKH MTPOYKTa MOTpedOuTenemM?

9. C KaKoif 1eJIbI0 OPraHu3aIlK BHEIPSIOT CEPBUCHBIC TapaHTHH?

10.  OCHOBHBIE COCTABJISIFOIINE KYIbTYPBI CEPBHCA U MIPUMEPHI HX PEaTU3aIl[ii Ha Pa3TUIHbIX
NPEINPUATHIX CEPBUCA.

4.3. OneHOYHbBIE CPEACTBA ISl IPOMEKYTOYHOM aTTeCTALMH.

4.3.1. TlepeyeHb KOMIIETEHIMII € yKa3aHMeM 3JTanoB uX (OPMHMPOBAHUA B Ipolecce

OCBOcHHMs 00pa30BaTeIbHON INPOIrpPaMMbI.

Iloka3atean wu KPUTEPUU OUNCHUBAHUA

KOMIIETEHI[UI HA PA3JIMYHBIX dTanax ux GopMupoBaHusi

Kon Haumenosanue Kon stana | Haumenosanue 3Tamna

KOMIICTCHIIUY | KOMIICTCHIIMHI OCBOCHUS OCBOCHUS KOMIICTCHIINU
KOMITETEHIIUN

OIIK-3 FOTOBHOCTb opranuzosath | OIIK-3.1 FOTOBHOCTb  OPraHU30BaTh

IpoIecC CepBHCA, POBOIUTH
BBIOOP PECYpPCOB M CPEICTB C

IMpouecc CCpBUca

y4eToM TpeOoBaHU
noTpeduTens
OIIK OC-4 CIIOCOOHOCTh BbIABIATH, | OIIK OC-4.1 FOTOBHOCTh  OpPraHU30BAThH

OmpeneNiaTb MW  Ipeiaratb
COIMAJIbHO 3HAYUMBIC BHJIBI
cepBuca s MOTpeOuTels,
00IIIeCTBA M TOCYIapCTBa

CEPBUCHYIO JESITENbHOCTD

Jran IHoka3zaTe/jb OLEHUBAHMA Kpurepnii ouennBanus
OCBOCHHUSA

KOMIICTCHIIMHA

OIIK-3.1 Ucnone3yer  cranmaptel  u | Pazpa®oTanbl TeXHOJIOTMH Ipolecca
IPYTYIO HOPMATHBHYIO | OOCITYy’)KUBaHHsI B OTIEJBHBIX BHJAX
JOKYMEHTAIlMI0 TIpU OILIEHKE, | CepBHUCa,
KOHTpOJIE KayecTBa U | MCTIONIb30BaHbl CTAHAAPTHI U JApyras
cepTuduKalMM U3JeNUi, padoT | HOpMAaTUBHAsE ~ JOKyMEHTalUus  IpH
U yCIyT; OLICHKE,  KOHTpOJIE  KadecTBa U
IrpaMOTHO paccyxaaer o | ceptudukanuu  u3Aenuil, pabor W
BaXHEHUIINX acIeKTax | yCiyr;
CEepBHCHOTO TNPOU3BOJICTBA, a | IPOJUArHOCTUPOBAHO MOBE/ICHNE
TaKkXe KayecTBa, 0€30MaCHOCTH | MOTpeOUTeNss U BIMSHUE HAa HEro C
U KyJIbTYpbI 00CITY)KMUBaHMS, MCIIOJIb30BaHUEM PA3JINYHBIX METO/OB;
middepeHMpyeT  pasiauyHble [ oneHeHa  3((eKTUBHOCTE  PabOTHI
CEepBHUCHBIE  TEXHOJIOTUM U | CEpBUCHOTO MPEANPUATHUS
¢bopmbl 00CITy’)KUBaHUS
KJINEHTOB

OIIK OC-4.1 Hcnonb3yer  cranmaptel U | PazpaboTanbl TEXHOJIOTMH Mpolecca
IPYTYIO HOPMAaTHBHYIO | OOCITYy’)KHBaHHUS B OTAENBHBIX BHJAX
JOKYMEHTAllMI0 IIpU OLIEHKE, | CEpBUCA;
KOHTpOJIe KauecTBa U | UCIIOJIb30BaHbl CTAaHJApThl U JApyras
cepTUUKAIMU U3AETHH, paboT | HOpMAaTUBHAs ~ JOKYMEHTalUsi  IpH
U YCIIYT; OLICHKE,  KOHTpoJIe  KadecTBa U
IPaMOTHO  paccykaaeT o | cepTuuKanuu u3Aenauid, paboT U
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Itan
OCBOCHHUA
KOMIIETEHIINH

Iloxa3zaTeanr onmeHHMBaHHSA

Kpurepnii oneHuBanns

BAKHEHUIINX acrneKrax
CEPBHCHOIO IIPOM3BOJCTBA, a
TakXke KayecTBa, 0€30MacHOCTU
U KyJbTYpPbI 00CTYKHBAHUS;

yenyr;
NpoaANarHoCTUpOBaHO IIOBCACHHC
HOTp€6I/ITeJ'I$I U BJIWJIHHUC HaA HEro C
HUCIIOJIB30OBAHUEM pa3J'II/I‘IHLIX METOOOB,

muddepeHIUpyeT  pas3iIUuHbIE | OLIEHEHA CTENEHb YOBIETBOPEHHOCTH

CEpBUCHBIE  TEXHOJOTMU | | MOTpeOHTENel MpeloCTaBIIeMbIMA UM

(bopmbl 00CIIy’)KMBaHUA | ycayraMu HpeJupusTHH  COLMAIBbHO-

KJINEHTOB KYJIBTYPHOI'O CEPBHCA;

orneHeHa  3(PdekTUBHOCT  PabOTHI
CEPBHUCHOI0 IPEIIPUSITUS
4.3.2. Tunosble OlleHOYHbIE CPeICTBA
IIpu oTBeTe Ha BOIpOC
chopmynupyiTe 1 000CHYHTE CBOIO MO3UIIHIO,
IIPUBEANTE KOHKPETHBIE IPUMEPBI:

1. CepBuc, cepBUCHAs IESITEIBHOCTH, cepa YyCIyr - ompenesneHusi, (pyHKIUH, MECTO B
SKOHOMMYECKOH IEATEIBHOCTH U B COLUAJIBHBIX B3aUMOJCHCTBUSIX.
2. CepBucHas 1e4TeIbHOCTb KaK PeAMET HayYHO-TEOPETUYECKOTO aHAIH3a.
3. CepBuCcHasi J€ATENBHOCTh KAaK CpPEACTBO  YAOBJIETBOPEHHUS  OOILECTBEHHBIX U
WH/IMBUYAJIbHBIX TIOTPEOHOCTEH.
4. Hcropuueckue ¢axTopsl, o0ycnapauBaromuye GopMUpOBaHUE CEPBUCHOM I€ATEIIbHOCTH
B Pa3sHBIX KYJbTypax U CTpaHax MHpA.
S. Hcropuueckne M reo-kiuMaTHueckue (hakTopsl, oOyciaBiuBarole (opMHUpOBaHUE
CEpPBHUCHOM AesTeNbHOCTH B Poccun.
6. Oco6eHHOCTH pa3BUTHUS OTEUECTBEHHOM c(epbl YCIYyT B COBETCKHUI EPHUOI.
7. 3HaueHue I[EpPKOBHO-MOHACTBIPCKOM cpeibl B Pa3BUTHM IYTELIECTBUM, KYJIbTYypHO-
XYA0KECTBEHHBIX, 00pa30BaTeNbHBIX, HPABCTBEHHBIX MTPOIIECCOB B OOIIIECTBE.
8. Ponp rocynmapctBa u mpaBa B pa3BUTUU c(epbl yCayr. YCIyrd TrocyJapCTBEHHBIX
YUPEKACHUN Ha NOTPEOUTETHCKOM PhIHKE.
9. ConnaneHoe oOecrieueHHe TocyJapcTBa Kak  (akTop pa3BUTHS  COIHMAIBHOTO
00CITy’)KUBaHMUSL.
10.  CymHOCTh PKOHOMHYECKHX, WMYIIECTBEHHO-TIPABOBBIX, OPTaHU3AIMOHHBIX TIEpPEMEH B
0TEYECTBEHHOH cepe ycIyT B MOCTCOBETCKUIA MEPUO/.
11. PaznuuHble HanpaBlIeHUS U TUIIBI CEPBUCHOU JEATEIIBHOCTU. XapaKTEPUCTUKA YCIYT B
cdepe Npou3BOJCTBA U JIETOBBIX OTHOLICHUH.
12. PaznoBuHOCTH yCayr B counanbHoOU chepe. MaTepuanbHble 1 HEMaTepHallbHbIE YCIYTH.
13. Pa3HOBMOHOCTM YycAyr B KYJbTYpHOH M  XYI0KECTBEHHO-DCTETHUECKOW cdepe
JESITEIbHOCTH.
14.  Pa3HooOpa3Hble YCIYT'M B MHIYCTPHUHM Pa3BICUEHUH U B CIIOPTHUBHO-0310POBHUTEIHHOM
Ou3Hece.
15. Buael ycayr, KOH(IUKTYIOUIME C OOLIECTBEHHBIM MHEHHEM. 3aKOHOJaTeIbHO
3arpelleHHble Pa3HOBUIHOCTH YCIIYT.
16.  Mecro cdepsl ycayr B COBpeMEHHON SKOHOMHYECKON MPaKTHKE.
17. Oco0eHHOCTh YCIYI'HM Kak 3KOHOMHYECKOro M Npo¢eCCHOHATbHO-TEXHOJIOTHYECKOro
ABJICHUS.
18.  CepBuCHBI TPOIYKT: ONpEACTCHHE, COCTaBHbIE KOMIIOHEHTHI, NPOCKTHPOBAHWE U
BHEJIPEHUE.
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19. CepBuCHBIE TEXHOJOTMH: CYIIHOCTb, CTPYKTypa, Pa3HOBUJHOCTU B Pa3HbIX CEIMEHTax
chepsl ycuyr.

20.  OcobeHHOCTH B3aMMOJEHCTBHS MPOU3BOAUTENCH U MOTpeOHUTENeH yCIyr B KOHTAKTHBIX
30HaX CEPBUCHOTO MPENIPUATHS.

21.  Bospacranue WH(POPMAIMOHHBIX TEXHOJIOTUH B cdepe yCIyr M Ha CEPBUCHOM
HPEANPUATHH.

22.  Paznmunbie popMbl OOCITYKMBAaHUS; IPUYMHBI UX MMOCTOSIHHOTO OOHOBIJICHHS B TPAKTHUKE
COBPEMEHHOI'0 CepBHCa.

23. NunycTpus cepBuca: CyIHOCTb, COCTaBHBIC YaCTH, Pa3BUTUE B COBPEMEHHOM Poccun.

24.  HoBble 0OCOOCHHOCTM OpraHu3alM OH3HEca U pa3BUTHS CEPBUCHBIX TEXHOJOIMH B
nporieccax MeX,IyHapoAHOTO OOMEHa yCIIyraMH.

25.  Ponp npeanpuHUMAaTENbCKUX LENEeH B pa3BUTUU HEKOTOPBIX CETMEHTOB C(ephl yCIYT.

26.  3HayeHHE KPYIHOTO, CPEIHEr0 M Maloro Ou3Heca B pa3BUTHU c(epbl YCIyr B pa3HBIX
CTpaHax.

27. Oco0eHHOCTH pa3BUTHS TPEINPHUITHNA CPEIHEr0 W Maloro Ou3Heca B cdepe yCiayr
coBpeMeHHou Poccun.

28.  KadecTBo ycnyr, MoKa3aTelld KauecTBa, YIIPaBJICHUE KaueCTBOM.

29.  OcobeHHOCTH 0€30MacHOCTH YCIYT B pa3HbIX CErMEHTax CepBUCAa W Ha Pa3HbIX
CEPBUCHBIX MPEIIPUATHSIX.

30.  IIpouenypsl HOPMHPOBAHHMSA, JIMLUEH3UPOBAHUA M CEPTU(DUKALUU YCIYr: CYIIHOCTb,
Ha3HAUYCHHE U JICUCTBHUE B PA3HBIX CETMEHTAX POCCHUIICKOTO CepBHUCA.

31.  CymHOCTb ¥ COCTaBHbIE KOMIIOHEHTHI KYJIbTYpPhl 00CITYKHBaHUSI.

32.  IIpodeccroHambHBIN 3TUKET B IEATEILHOCTH ITEPCOHATIA CEPBUCHOTO MPEIITPUSATHSI.

33.  3HayeHMe 3CTeTHYECKUX KOMIIOHEHTOB B IpoLiecce 00CIy)KUBaHUS TOTpeOUTENIEH.

34.  Hasnauenue, mpupoja v pa3HOBUIHOCTH CEPBUCHBIX MHHOBAIIHA.

35.  VIHHOBalMOHHBIA MEHEDKMEHT CEPBUCHOTO MPEIITPUATHUS.

36.  OcobGeHHOCTH O0IIETO MEHEHKMEHTA HAa CEPBUCHOM TPEATIPHUSITHH.

37.  Tunsl ¥ 31€MEeHThl OPraHU3allMOHHOMN CTPYKTYPBl CEPBUCHOTO MPEATIPUATHS.

38.  IloBbimienne 3¢ ¢GeKTUBHOCTH  pabOTHI  Pa3HBIX  MOAPA3JCICHUH  CEpBHUCHOTO
OPEIIpPUATHSL.

39. Croeummduka mPOU3BOJCTBEHHOTO MEHEKMEHTAa Ha pa3HBIX THIIAX CEPBUCHBIX
MIPEANPUATHIA.

40. KanpoBblil MEHEI)KMEHT CEPBUCHOTO MPEAITPUATHS.

41.  3HayeHue COLIMAJIBHBIX, npogeccuoHaIbHbIX, IICUXOJIOTHYECKUX Ka4yecTB
MpeANnpUHUMATENIel 1 MEHEKEPOB, paboTaromux B Ou3Hece cepsl yCyr.

42.  TlIpobrnembl mpodeccuoHaIbHOro OTOOpa MepcoHana JUlsl pa3HbIX BHJIOB CEpBHCAa U
KOHKPETHBIX CIIOCOOOB 00CITYKUBAHUS KIIMEHTOB.

43.  IlpaBoBble, aJMUHUCTPaTHBHbIE M MOpalbHble TpeOOBaHUs, NPEABABISIEMbIE K
mpoiieccam 00CTyKHBaHUS TOTpeOUTENEH.

44,  CoumanpHble M COLHMAIBHO-TICUXOJIOTUYECKHUE AaCIMeKThl B3aWMOJICHCTBUSA NepcoHaia
CEpBUCHOTO TPEATIPUATHS C KIMEHTAMHU.

45.  IlpaBa mnotpebuTeneld B COOTBETCTBUM C 3aKOHOJATEIbCTBOM pasHBIX CTpaH U
OTEYECTBEHHBIM 3aKOHO/IATEIIHCTBOM.

46.  O®wmocodpus cepBuca: B MacmTabax oOTpaciu, B JEATEIbHOCTH MEHEIKMEHTa
TPEINPUSATHSI, HA YPOBHE MIPUHIIUIIOB Pa0OTHI IEPCOHATIA.

47.  MapkeTuHroBas ciyk0a Ha CEpPBUCHOM IMPEINPUATHHU: CYIIHOCTb, (YHKIIMH, BUIBI
NeSITETTHHOCTH.

48.  Crneuuduka pexjgambl CEPBUCHBIX MPOIYKTOB U YCIIYT.

49.  Tlo3uMOHMPOBAHWE YCIIYTH, CEPBIUCHOTO MPOIYKTa Ha MOTPEOUTEILCKOM PHIHKE.

50.  Pasupie mOAXOABl K oOmpeneneHur0 obmel 3(pGHEeKTHBHOCTH pabOThl CEPBUCHOTO
TPEIPUSTHS
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BapuaHThI TBOpYECKHUX 3aaHU 11 NIPOMEKYTOYHOM aTTeCTallul

1. OcHoBrIBasich Ha MaTpHuIax Mo kiaaccudukanuu ycnyr: «[Ipupona npeaocTaBieHus yciayr»
u «ocraBka yciyr» (mo K. JlaBmoky) mpuBecTH HpUMEpPHI COOTBETCTBYIOIIUX YCIYT M
000CHOBAThH UX BHIOOD.

2. M3yunTh OCOOCHHOCTH MOATOTOBKM M TPOBEICHHS SKCKYPCHIl B NPaBOCIABHBIX Xpamax.
CocTaBUTh KOHTPOJIBHBIM TEKCT 3KCKYPCHH.

3. IlpencraBbTe ceds B poiM HHCIEKTOPA, IPOBEPSIONIETO pabOTy MPEeaIpUsATHI cepsl yCiyr.
OnummMre KpUTEpUH, IO KOTOPHIM BBl OyJeTe OLIEHMBAThb MX KauecTBO CepBUCA U
IIPEIOCTABIAEMBIX yCIyr. MoskeTe Jin Bbl OIPEAEIUTh CTENEHb YIOBIETBOPEHHOCTH WU
HEY/I0BJIETBOPEHHOCTH KIMEHTOB, €CIIU 1A, TO KaK?

4. Bsibepure KaKoe-J1100 NpeANnpUsTHE COLIMAIBHO-KYJIBTYPHOT'O cepBuca,
MPEIOCTABIISAIONIEIO YCIYrH, HampaBlieHHble Ha moTpebutensa. Pazpalotaiite cTpateruu
MOBEJICHUS TIEPCOHANA C PA3HBIMH NICUXOTUIIAMH KJIMEHTOB B IPOLIECCEe BHIOOpA U MOKYIKH
YCIIYT WJIA TOBApOB.

5. Paccmotputre Ha npumepax KOHKPETHBIX NMPEANPUATHN COLUAIbHO-KYJIBTYPHOTO CEpPBHUCA,
KakuM 00pa3oM UHTEpbEp I[IOMEIIEHUs, B KOTOPOM TPOBOJUTCS OOCITy>KMBaHUE
NOTpeOUTENEH, BIMAET Ha CTENEHb WX YIAOBIETBOPEHHOCTH U 3()(HEeKTUBHOCTH pabOTHI
oOciyxuBatomiero nepconana? IlpuBeaure pacyersl.

6. Ilpoananu3upyiite NpUpPOIy BO3HUKHOBEHHS KOH(DIUKTA HA MPEANPHATHUAX COLUAIBHO-
KYJIbTYpHOTO cepBUca. PaccMoTpuTe Ha puMepe KOHKPETHBIX MPEANPUATUN BO3HUKAKOLINE
BUABl KOH(DIMKTOB, CMOAETHPYWHTE TOBEACHHE pPAa0OTHUKA TPEANPHUATHS CEpBUCA B
KOH(JIMKTHBIX CHUTYallMsIX B MpoOIEcce OOCTYKUBaHMUS U HAWAWTE BO3MOXKHBIC MYTH HX
paspelieHusl.

7. TlogrotoButh MaTepuan 00 OpraHHM3alMM IMPOCTPAHCTBA KOHTAKTHOM 30HBI PA3IUYHBIX
CEPBUCHBIX Tpeanpusatuii (0aHKW, OQPHUCHl MPEANPUATHH, MEIUIUHCKHE YUIPEHKICHUS,
TOCTUHUIBL, OYyTUKU U Tp.). BeigBUTH crnenuduueckne 0COOCHHOCTH OpPraHMU3aIMH 30HbBI
0OCITy’)KUBaHUS, 3CTETHYECKUE PEIICHUs, HAJTMYME CIEIUATBHOTO 000PYAOBaHUS, HATMINE
nepcoHasia (B KOJMYECTBE W MO JONKHOCTAM). Omnpenenuth yaoOCTBa U MPOOIEMBI,
KOTOpBIE CO3JAI0T JaHHBIE PELIeHUs IO 0(POPMIIEHUIO KOHTAKTHOM 30HBI JJIs1 HOTpeOUTEeH.

Hanucanue KypcoBoii padoThl 3aKperuisieT H3y4YeHue CTyAeHTAMH TeOPeTHYeCKOro
MaTepuajia U HMeeT IBOsIKOe 3HAYeHHUe:

BO-TIEPBBIX, OHA MPHUOOIIAET CTYACHTOB K TBOPYECKON paboTe €O CHenuarTbHON
JUTEPaTypoi o JUCUUIUIMHE, IPUYYaeT HAXOUTh B HEMl OCHOBHBIE MOJI0XKEHNUS, OTHOCSIINECS
K n30paHHOM npoOieme, moa0upaTh, 00pabdaThIBaTh U aHATM3UPOBATh KOHKPETHBIM MaTepua,
COCTABJIATH TAOJIMIBI U IMArpaMMbl U Ha UX OCHOBE JIeNIaTh MPaBUIIbHbIE BBIBOBI;

BO-BTOPBIX, OYyIYIIUI CIIENUAINCT MPUBBIKAET YETKO, IOCIEAOBATEIFHO U TPAaMOTHO
u3JaraTb CBOM MBICIIU MIPU aHAJIM3€ TEOPETUUECKUX MPOOIEM U YUUTCS TBOPUECKU NMPUMEHSATh
TEOPHIO CEPBUCHOM NIEATEITHLHOCTH, CBSA3BIBATD €€ C IPAKTUKOM.

VYcneniHoe BBINOJIHEHHE KypcOBOM pabOThl BO MHOTOM 3aBUCHUT OT TNPaBUIIbHOM
OpraHu3alli €€ MOJrOTOBKH M HANHMCaHWs, a TaKKe COOIIONIEHUS OCHOBHBIX TPEeOOBaHWH,
KOTOpBIE K Hel MPEeAbsBISIOTCS.

CootBercTBHE pabOThl MPENbABISEMBIM (OpMaNbHBIM TPEOOBAHUSAM  SIBISIETCA
COCTaBHOM YaCThIO OIIEHKH 3a KypCOBYIO padoOTy.

Brimonaenue kypcoBoi paboTel obecrieunBaeT oBinagaeHue 2 tana kommnerenuun OTTK-
2: cnocoOHOCTh K M3YyYEHHIO 0COOEHHOCTEH CEpPBUCHON YCIYTM U €€ POJIM B JKU3HU COLMYMa;
O3HAKOMJICHHIO C TPHHIWIIAMH OpPTaHMW3AllMU CEPBUCHON NEATEIBbHOCTH, MOKa3aTeIsIMH
KayecTBa YCIYr M OOCIY)XHBaHUS; O3HAKOMJICHHIO C COBPEMEHHBIM DPBIHKOM YCIYT;
MIPEJICTaBIICHHIO 00 OCHOBHBIX W TEPCIIEKTUBHBIX HAINPABIICHHUSIX CEPBHCHOW NESTEIHHOCTH,
npuoOpeTeHuto 0a30BBIX HABBIKOB MPAKTUYECKOH paboThl MO cOOpy HEOOXOIUMBIX
MaTepHaJIOB, UX KOMIUIEKCHOW OIIEHKE, aHAIN3Y W CUCTEMaTH3aIHH.
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Tembl KypcoBbIX padoT
CymIIHOCTh CepBHCa M MPOLIECCOB OOCITYKUBAHUSA: OCOOCHHOCTH TEOPETHYECKOTO aHAJIH3A.
Mecto cdepsl yeIyr B )KOHOMUYECKOH MPAKTHKE COBPEMEHHOTO OOIIECTBA.
OcHoBHBIE KTacCH(PHUKAMOHHBIE CXEMBI CEPBUCHOM JIESTEIBHOCTH U YCIYT.
Oco0eHHOCTH MEHEHDKMEHTA Ha TPEANPHUITHN CPEephl YCIYT.
OcobeHHOCTH pabOoTHI € IEPCOHATIOM Ha CEPBUCHOM IPETPHUSITHH.
[TonnmaHue KayecTBa YCIyT B IPAaKTUKE COBPEMEHHOT'O CEPBHCA.
Cucrembl oKa3aTesel KauecTBa M KyJIbTYphl 00CITYyKHBAHUS: MUPOBOM M POCCUICKUI OIBIT.
VYnpaBieHrne KauecTBOM 00CITy>KUBaHHUSL.
Kynbrypa obcmyxuBanus.

. bezomacHocTh 00CTYKUBaHMSI HA CEPBUCHOM NPEANIPUATHH.

. IIpaBoBBIC M aIMUHHCTPATHBHO-OPTaHU3ALMOHHbIE ACTIEKTHI 00CTYKHBAaHUS ITOTPEOUTEIICH.

. MexayHapogHbIii OOMEH yCIyraMu.

. OcoOeHHOCTH MapKETUHIOBOM CITyKOBI Ha CEPBUCHOM IPETPHUITHH.

. IIpou3BOJACTBEHHBIE W  OPraHU3allMOHHO-TEXHOJIOTUYECKHE CTOPOHBI  OOCIY>KUBAHHS

KJIMEHTOB CEPBUCHOTO MPEIIPUATHS.
[TorpebuTenn W TeEpCOHANT CEPBUCHOTO TNPEANPHUATHS: HOPMBI, B3aUMOICHUCTBUS U
HICUXOJIOTUYECKUE OCOOCHHOCTH.

3HaYeHrE MHHOBAIMN B ICATEIILHOCTH CEPBUCHOTO MPENPUATHSI.

Crienuduka TypUCTCKOIO CEpBUCA Ha Pa3HBIX €ro ATaax U B Pa3HbIX CEIMEHTAaX.
OCoOeHHOCTH CepBHUCa B YUPEKACHUSAX KYIbTYPhI, B HHIYCTPUU Pa3BICUCHUH.
[TpeanpuHMMaTenbCTBO B OTEUECTBEHHOU cdepe yciyr (Jinbo Ha nmpuMepe KakoW-To OJHOU
00J1acTH ycIyr, OHOTO peruoHa wiu ropoga PD).

Posib IOTUCTUKM B Pa3BUTUU CEPBUCHOM J1€ATEIBHOCTH.

Pabora c s)xanobamMu KJIMEHTOB CEPBUCHOTO IPEAIPUSITHSL.

OcobeHHOCTH O00YCTpOMCTBa KOHTAKTHBIX 30H Ha CEPBUCHOM MpPEANpPUATUU (MHTEphEp,
obopynoBanue, pabodre U MecTa KIUEHTA).

HoBsble opMbl 00cykMBaHUS B MHIYCTPUU pa3BiIeUYEHUI.

CyImHOCTh ¥ OnpeieTIeHNe )KU3HEHHOTO IIUKIIA YCIYTH (CEPBUCHOTO MPOIYKTA).
Oco0eHHOCTH OCTHPOIAXKHOTO 00CTYKMBAaHUS B Chepe YCIyT.

BianmopeiicTBre MeHeKepa ¢ MOTPEOUTENSIMH YCITYT KaK yrpaBlieHUIecKas 3aaaqa.

AHanu3 KpUTEpHeB M KauecTB JIMYHOCTH MO OTOOpYy TMepcoHajna Uil CEpPBHCHOIO
TPEIIPUSATHSL.

Posnb 3TUKH U J1€I0BOTO ATUKETA B MpoLiecce 00CITyKUBaHUS KIHEHTOB.

[Tokazarensp 3arpar BpeMEHH, KaK KPHUTEpHUH KadecTBa OOCIY)KMBAaHUS Ha CEPBHCHOM
HpPENPUATHH.

Hcropruyeckre u cCOBpeMeHHbIE 0COOCHHOCTH pa3BUTHS cepbl yciyr B Poccum.
ConuanbHble YCIYTH: CYIIHOCTh, OCHOBAHUE JUUIsl BBIUJICHEHUS, pA3HOBUTHOCTH.
KynbTypHBIE yCIIyTH: CYIIHOCTh, OCHOBAHUE JIJISl BRIYJICHEHHUSI, PA3HOBHIHOCTH.

Ponb acTeTnueckoro ¢akropa B 00CTyKMBaHUU MOTPEOUTENIEH.

TypucTtckue yciyru: CylHOCTb, OCHOBAHHUE JIJIsl BRIYICHEHUS, PA3HOBUTHOCTH.

Ikana oueHnBaHUA

Onenka TpeGoBanus Kk 3HAHUAM

OlLieHKa «OTJIMYHO» BBICTABIISIETCS CTYJICHTY, €CIIU:

- pa3paboTaHbl TEXHOJIOTMH Tpoliecca OOCIYy)KMBaHHUSI B OTAENbHBIX
5, «omauunoy BUJIaX CEPBUCA;

- WCIIOJIb30BaHbl CTAHIAPTHI M Jpyras HOPMATHUBHAS JOKyMEHTAITUS
MpH OlIEHKe, KOHTPOJIE KauecTBa W cepTU(UKAIMKN M3Aenuid, padoT u
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yemyr;
- IPOIMATHOCTHPOBAHO MOBEACHUE MOTPEOUTEIS U BIMSHUE HA HETO C
UCIIOJIb30BaHUEM Pa3JIMYHbIX METOJIOB;

- orieHeHa 3(h(HEeKTUBHOCTH PAOOTHI CEPBUCHOTO TPEATIPUITHS;

- TPaMOTHO MOJTrOTOBJCHO M 3aIUIICHO TBOPYECKOE 3aJaHue, JaHbI
OTBETHI HA BOIPOCHIL.

4, «xopouwio»

OneHka «X0poIl0» BBICTABIIAETCS CTYAEHTY, €CIIU OH:

- TBEPJO 3HAET MAaTEepUaJl, IPAMOTHO U II0 CYILECTBY M3JIaracT €ro, He
JIOIyCKasi CYHIECTBEHHBIX HETOYHOCTEM B OTBET€ Ha BOIPOC,
IIPAaBUJILHO IIPUMEHSAET TEOPETUYECKHUE IIOJIOKEHUS IIPU PELICHUH
IPAaKTUYECKUX BOIIPOCOB M 3a/1a4, BiaJieeT HEOOXOAUMbIMHY HaBbIKAMU
U IIPUEMAaMU UX BBITNIOJHEHUS;

- J€MOHCTPHUPYET IOHUMAaHUE CIEUU(UKU CEPBUCHOM JIEATEIBbHOCTH,
YCBOMJ KJIacCU(UKAIMIO YCIYT, MpPU OTBETE HA 3K3aMEHAIIMOHHBIN
OUJIeT JIEMOHCTPUPYET 3HAHME TOCYJApPCTBEHHOI'O peryJupOBaHUs
CEPBUCHOM JI€ATEIBHOCTH, IOHUMAHUE MOHATHIM Ka4eCTBO U KYJIbTypa
cepBUCa, OJHAKO OTBET HOCUT CIIMUIIKOM OOOOINEHHBIH U
OIMCATENIbHBIA XapaKTep;

- y4yeOHbIe JOCTH)KEHUSI B CEMECTPOBBIM NEepHOJ U pPe3yibTaThl
pyOEKHOI0 KOHTPOJISI IEMOHCTPUPYIOT XOPOUIYIO CTENEHb OBJIAJACHUS
ITPOrPaMMHBIM MAaTE€PUATIOM.

3,
«yooenemeopume
JIbHOY

OHCHKa «YOOBJICTBOPUTCIIBHO» BBICTABJIACTCA CTYACHTY, €CJIN OH:

- MMEET 3HaHMs TOJBKO OCHOBHOIO MaTrepuajga, HO HE YCBOWJ €ro
JleTanei, JOIyCKaeT HETOYHOCTH, HEIOCTAaTOYHO IIPaBUIIbHBIC
(GOpMyYIMPOBKH, HapyLIEHUs JIOTHYECKOH I0CIe10BaTeIbHOCTH B
H3JI0KCHUU TIPpOTrpaMMHOI'0 Marcpurajia, HCIBITBIBACT 3aTPYyAHCHUA
IIPY BBINOJIHEHUH MTPAKTUYECKUX PadoT;

- MIMEeT JINIIb OOILIMe NMPEACTABICHUS O PacCMaTPUBAEMOM BOIPOCE,
BJIAZICET TEPMHUHOJIOTUEN CEPBUCHOU NEATEIBHOCTU B OrPAaHUYECHHOM
o0beMe, HEe 3HAET COBPEMEHHOW KiIaccu(UKAMM YCIYT, MOHSATUI
KaueCTBO U KyJIbTypa CEpPBUCA,

- y4yeOHbIe JOCTH)KEHHS B CEMECTPOBBIM IEPUOJl U Pe3yJbTaThl
pyOexHOro KOHTPOJIA JIEMOHCTPUPYIOT JOCTAaTOYHYIO
(YAOBIETBOPUTENbHYIO)  CTENEHb  OBJAJCHHUS  HPOrPaMMHBIM
MaTepUaIOM.

2,
«HEey00811emeopu
MenbHO»

OrneHka «HEey10BIETBOPUTEIBHO» BBICTABIISETCS CTYEHTY, KOTOPBIN:
- HE 3HAeT 3HAYUTEIBbHOM YacTH MPOrpaMMHOIO MaTepuaina,
JIOTYCKaeT CYUIECTBEHHbIE OLIMOKH, HEYBEPEHHO, C OOJBIIMMHU
3aTPYy[HEHUSIMHM BBINOJHAET HpaKTHYeCKHe padoThl (Kak MpaBHIIO,
OIICHKAa «HCYIAOBJICTBOPUTCIIbHO» CTABUTCA CTYACHTaAM, KOTOPBLIC HC
MOTYT MpPOAODKUTH OOydeHHe Oe3 OMOJIHUTEIbHBIX 3aHATUH 110
COOTBETCTBYIOIIECH JUCITUIUIHHE);

- B CeMecTpe CTYACHT HE BBIIOJHUI I[OJOXKEHHOTO 00Bbema
CaMOCTOSITENIbHOM paboThl, CHUCTEMATHUECKHU IMPOIYCKal 3aHsTHS,
HK3aMEHAIIMOHHBIM OTBET HOCUT (pparMeHTapHBIN XapakTep;

- ydeOHble JOCTM)KEHHS B CEMECTPOBBIM IEPUOJI U PEe3yJbTaThl
pPYOEKHOTO  KOHTpOJIL ~ JIeMOHCTPHPYIOT — HEBBICOKYIO  CTENEHb
OBJIAJICHUSA TPOTPaMMHBIM MaTCpUajIioOM 110 MUHHAMAaIbHOH TIaHKE.

4.4, MeTroanuecKue MaTepuasibl
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3ansatusa no aucuuiuinHe «CepBUCHAs JEATEIbHOCTH» IPEACTABICHBI CIEAYIOIIUMU
BHJIaMH PaOOTHI: JICKIIUU, TPAKTUYECKHUE 3aHATHS U CAMOCTOSITENIbHAs padoTa CTYJEHTOB.

Ha npakTtuyeckux 3aHATUSIX CTYAEHTBHI BBINOJHSIOT 3aJlaHUsl, CBA3aHHBIE C OCHOBAMH
CEPBHUCHOM JCATEIBHOCTH, YCIIyraxX, popMax o0CIyKHBaHUs, MPUHIUTIAX (POPMUPOBAHKS HOBBIX
YCIIYT C y4ETOM WHHOBAIIMI B TEXHHUKE, TEXHOJIOTHH, COIIMAILHO-3KOHOMHUYECKOH cdepe.

B pamMkax caMoCTOSTENBHOW pabOTBl CTYAEHTHI TOTOBSIT CaMOCTOSATEIBHO BOIPOCHI,
TOTOBSITCS K MTPAKTUYECKUM 3aHATUSIM, OCYILIECTBIISIFOT TOATOTOBKY K K3aMEHY.

Texymias arrecranus no aucuuIuimHe «CepBUCHAS ACATEIBHOCTDY MPOBOAUTCS B (hopMe
ompoca, KOJUIOKBUYMa M JHUCKYCCHH TIO OIEHUBAaHUIO (PAKTUYECKHX Pe3yJbTAaTOB OOyUYEHUS
CTYAEHTOB U OCYIIECTBIISIETCS BEAYIIUM MPENOIaBaTEIEM.

OObeKkTamMu OIICHUBAHUS BBICTYIIAOT:

— ydeOHas NUCHMIUIMHA (aKTUBHOCTh Ha 3aHATHUSAX, CBOECBPEMEHHOCTH BBITIOJIHCHHS
Pa3JIMYHBIX BUAOB 3aJIaHUM, MOCEIIAEMOCTh BCEX BUIOB 3aHATHI IO aTTECTyEMOM
JTUCIIUTIIINHE);

—  CTelEHb YCBOCHUS TEOPETUUECKUX 3HAHUI;

— YpOBEHb OBJAJACHUS MPAKTHYECKUMU YMEHHMSIMH M HaBBIKAMH 110 BCEM BHJaM
yueOHOI paboThI;

—  pe3yJibTaThl CAMOCTOSITENIbHOM paOOTHI.

AKTUBHOCTb CTYJ€HTa Ha 3aHATHUSAX OLEHUBAETCS IO €ro BBICTYIUIEHUSM IO BOIIPOCAM
MPaKTUYECKUX 3aHSATHH BO BpeMsl JUCKYCCHUM, KOJUIOKBUYMOB, BBINOJHEHUN TPYHIOBBIX
TBOPUYECKUX 3a/IaHUH U JOKJIAO0B.

CryaeHT nomyckaeTcs K 9K3aMEHy 10 AUCIUIUIMHE B CIydae BBITIOJIHEHHUS UM y4eOHOTO
IJlaHa 1O JWCUWIUIMHE: BBIIOJHEHHS BCEX 3aJaHUM U MEPOINPUATUN, NPEAyCMOTPEHHBIX
IporpaMMoil AUCUMILIMHBL (10 (OopMaM TEKYLIEro KOHTPOJISI) M BBINOJIHEHHOH KypCOBOM
paboTel. B cnyyae Hanmuuus yueOHOW 3aJ0JDKEHHOCTH CTYIEHT OTpadaThIBaeT MpPOMYIICHHBIC
3aHsATUA. OlIEHKa 3HaHUM CTYIEHTa HAa DK3aMEHE HOCHT KOMILJIEKCHBIA XapakTep, SBISETCS
OaJUTbHOM W OTIPEJICIACTCS €ro:

- OTBETOM Ha PK3aMCHE;
- y4eOHBIMU JTOCTHXKEHHUSIMU B CEMECTPOBBIN MEPUOI.

Kpumepuu ouyenueanusa ycmnozo onpoca

Pa3BepHyTBIli OTBET CTyIEHTa JOJDKEH IMPEACTaBIATh COOON CBSI3HOE, JIOTMYECKH
[OCJIEeI0BAaTEIbHOE COOOIIEHHE Ha 3a/laHHYI0 TeMy, IOKa3blBaThb €ro yMEHHE IPHUMEHSTh
OMpECACIICHHA, IIpaBUJia B KOHKPCTHBIX ClIydasX.

Kputepuu onieHnBaHMs BKJIIOYAIOT B Ce0:

1) NOJHOTY M MPaBUIBLHOCTH OTBETA;

2) cTeneHb OCO3HAHHOCTH, IOHUMaHUS U3y4eHHOT0;

3) s13p1K0BOE O(OPMIIEHHE OTBETA.

O1neHKa «OTJIIMYHO» CTaBUTCS, €CIIM CTYACHT IOJHO M3jaraer MaTepuas (OTBE4aeT Ha
BOIPOC), J1a€T MpaBWJIbHOE ONPEIECIICHNE OCHOBHBIX MOHSTHUN; OOHApYyXKHWBAE€T MOHUMaHUE
MaTepHalia, MOXKeT 00OCHOBAaTh CBOU CYXJEHHUS, NMPUMEHUTh 3HAHMUSA Ha NPAKTHKE, MPUBECTH
HEOOXOJUMBIE TNPUMEPHl HE TOJNBKO M3 Y4YeOHHWKA, HO U CAMOCTOATEIBHO COCTaBJICHHBIE;
U3JIaraeT Marepuain IIOCJIEI0BAaTEIbHO U IMPABWIBHO C TOYKM 3PEHUS HOPM JIMTEPATypHOIO
SI3BbIKA.

OneHka «XOpoLIo» CTaBUTCS, €CIU CTYACHT AAeT OTBET, YJOBIIETBOPSAIOIIMA TEM Ke
TpeOOBaHUSAM, YTO W IS OLEHKH «OTIMYHO», HO JIOMyCKaeT 1—2 OmuOKH, KOTOPBIE CaM JKe
UCTIPaBIIAET, U 1—2 HepoueTa B MOCIEI0BATEIBHOCTH U SI3bIKOBOM O(OPMIICHHH U3IaraeMoro.

O1neHKka «yAOBIETBOPUTEIIBHO» CTABUTCS, €CJIM CTYIAEHT OOHApyKUBAeT 3HAHUE WU
[IOHUMAHUE OCHOBHBIX IIOJIOKEHUW JAHHOW TEMBbI, HOT H3JIaraeT MaTepHUall HEMOJIHO U
JOTTYCKaeT HETOYHOCTH B OMNpeAeNeHUH NOHATUH uiIu (HOPMYJIHUPOBKE MpaBWI, HE yMeEeT
JIOCTaTOYHO TTyOOKO M JI0Ka3aTelbHO 0OOCHOBATh CBOM CYXJIEHHS U NMPUBECTU CBOU MPHUMEPHI;
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u3JaraeT MaTepuall HENOCJIEIOBATENbHO M JIOMYCKaeT OIIMOKM B SI3BIKOBOM O(OPMIICHUU
U3JIaraeMoro.

OrneHka «HEyIOBICTBOPUTEIBHO» CTABUTCS, €CIIM CTYIEHT OOHApy)KHMBaeT HE3HAHHE
OonbIIel YacTH COOTBETCTBYIOLIETO BOMNpOCa, JONycKaeT oOMmHOKH B  (HOPMYIHPOBKE
ONpEACICHUN U TPaBUJl, MCKAXKAIOUIME UX CMBICH, OECIOpPSI0YHO U HEYBEPEHHO H3JaraeT
matepuan. OneHka «2» OTMEYaeT TaKue HEJOCTaTKU B IOATOTOBKE, KOTOPBIE SBIISIOTCS
CEPbE3HBIM IPENATCTBUEM K YCIIEIIHOMY OBJIAJICHUIO IIOCIEAYIOIIUM MAaTEpHAJIOM.

Kpurepuu onieHuBaHMsI OTBETA CTY/IEHTA HA KOL10OKGUYMe:

OneHKka «OTJMYHO» BBICTABISETCA CTYAEHTY, €CIHM JEMOHCTPUPYIOTCS: INIyOOKOoe U
IIPOYHOE YCBOEHHE IPOTrPAaMMHOIO MaTepuaja IOJIHbIE, I10CJIENOBATEIbHbIE, I'PAMOTHBIE WU
JOTMYECKH W3JIaraeMble OTBEThl IPU BHJIOM3MEHEHUM 3aJjaHus, CBOOOJHOE BIAJCHUE
MaTepHaIoM, MPaBUIbHO 0OOCHOBAHHBIE IPUHSTHIEC PEIICHHUS.

OneHKka «XOpOLIO» BBHICTABISETCA CTYACHTY, €CIH JEMOHCTPUPYIOTCA: 3HAaHUE
IPOTPaMMHOTO MaTepHajja IpaMOTHOE M3JIOKEHHE, 0€3 CYIIECTBEHHBIX HETOYHOCTEH B OTBETE
Ha BONPOC, NPAaBMWIbHOE NIPUMEHEHHE TEOPETHUECKUX 3HAHMM; BJIaJeHHE HEOOXOIUMBIMU
HaBbIKaMU NP BINOJIHEHUH IPAKTUUECKUX 3ajau.

O1eHKa «y/0BJIETBOPUTEIbHO» BBICTABIIAETCS CTYIEHTY, €CIU JIEMOHCTPUPYIOTCS:
YCBOEHHE OCHOBHOI'O MaTepHalia, IpU OTBETE JIOIMYCKArOTCS HETOYHOCTH, IIPU OTBETE JAIOTCS
HEJI0CTaTOYHO IpaBUJIbHBIE (DOPMYIMPOBKH, HAPYIIAETCS MOCIEI0BATEIbHOCTh B H3JI0KEHUU
IIPOrpaMMHOr0 MaTepHralia, UMEIOTCS 3aTPYAHEHUS B BHIIIOJHEHUH MPAKTUYECKUX 3a/laHUM.

O1eHKa «Heyl10BJIeTBOPUTEIbHO» BbICTABISETCA CTYAEHTY, €CJIU JIEMOHCTPUPYIOTCS:
HE3HAHHE NPOTPAMMHOTO MaTepuayia, TMPU OTBETE BO3HUKAIOT OIIMOKH, 3aTPyAHEHHS TpH
BBINOJIHEHUH [TPAKTUYECKHUX paboT.

Kpumepuu npagunsnocmu omeemoe Ha 60npocsl 011 oucnyma

[Ipu ormeHke OTBETOB Ha BOMPOCHI JUCITYTa YYMUTHIBAETCA B IEPBYIO OYEPEIb YPOBEHB
TEOPETUUECKON MOATOTOBKH CTYACHTA, a TAK)KE YMEHHUE BBICKA3bIBaTh CBOE MHEHUE, OTCTAaUBATh
CBOIO TO3UIMIO, CIyIIaTh ¥ OICHUBATh pa3IUYHbIE TOYKU 3PEHHUS, KOHCTPYKTHBHO
MOJIEMU3UPOBATh, HAXOAUTh TOUKH COTPUKOCHOBEHUS Pa3HbIX MO3UIIHIA.

Kpumepuu ouenxku 2pynnosozo meopueckozo 3adanus (4aCTHYHO pPErJIaMEHTHPOBAHHOE
3aJaHye, MMEIOIIee HECTaHJApTHOE pEIIeHHE M IO03BOJISIOIIEE IUATHOCTHPOBATH YMEHHS,
MHTETPUPOBATh 3HAHUS PA3IUYHBIX 00JacTel, apryMEHTUPOBATh COOCTBEHHYIO TOUKY 3PEHHUs).

Kpurepun onenkn 0a30B0il cCMCTEMBbI 3HAHUI:

— CTETEeHb NIOHUMAaHHUsI CTYJIEHTOM y4eOHOT0o MaTepHaa;

— TeopeTudeckass 000CHOBAaHHOCTh PELICHUH, JIeXKalluX B OCHOBE 3aMbIC/Ia U BOIUIOLICHHBIX B
pe3ynbrare;

— Hay4HOCTh MOJX0/1a K PEIICHUIO 331a4K/3a/1aHus;

— BJIAJICHUE TEPMUHOJIOTHEN;

— JEMOHCTpalUsl MHTETpallii KOMIIETEHIMI (3aJI0)KEHHBIX Ha JTale 3aJaHusl Kak pe3yibTara
o0y4deHus).

Kpurtepun oueHKH TBOPYECKON YacTH:

— OPUTMHAJILHOCTB 3aMbICIIA;

— YpOBEHb HOBHU3HBI: KOMOHMHAIMsI paHee M3BECTHBIX CIOCOOOB NEATENBHOCTH MpPU pELICHUH
HOBOH mpoOieMbl /mpeoOpa3oBaHHME  M3BECTHBIX  CHOCOOOB MpH  pelIeHHMH  HOBOMU
poOJIeMbI/HOBAS UL,

— XapakTep TMpeACTaBICHUS pe3yabTaTOB (HAIJISHOCTh, O(GOPMIICHHE, JIOHECEHHE [0
CIymaTeneu u ip.).
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3HaHI/I$I, YMCHHS, HABBIKM CTYJACHTA Ha 3JK3aMCHC OLCHUBAIOTCA B COOTBCTCTBHUU C
OaJUTbHO-PEUTHHTOBON cucTeMo. OCHOBOW ISl OMNpPEICIICHHS OICHKH CIYXHT YpPOBEHBb
YCBOCHHUS CTYyJICHTAMH MaTepHualia, mpeayCMOTPEHHOTO TaHHOUW pabodeil mporpaMMoii.

5. MeToauueckue YKa3aHus AJsd oﬁyqammnxcﬂ 0 OCBOCHHIO TUCHUIIJIMHBI

[IpakTnueckue 3aHATHS AMCUMILIMHBL «CepBUCHAs AESITEIBHOCTH» IPENIOJAaraloT MX
IIPOBE/ICHUE B Pa3IMUHBIX (POPMax ¢ LEJIbIO BBISBJICHUS MOTYYEHHBIX 3HAHUH, YMEHUH, HABBIKOB
M KOMIIETEHIMI C NPOBEJEHUEM KOHTPOJIbHBIX Meponpusatuii. C nenplo obecrneueHus
YCIIEIIHOTO OOY4YEeHMs CTYIEHT JOJDKEH TIOTOBUTHCA K JIEKLUH, TOCKOJBKY OHA SBISAETCS
Ba)XHEHIIeH (opMOli OpraHu3ay yueOHOTo Mpolecca, MOCKOIbKY:

—  3HAKOMMT C HOBBIM Y4€OHBIM MaTe€pHUaJIOM;

—  pa3biACHSET yueOHbIE AIEMEHTHI, TPYAHbIE JJI1 IOHUMAaHMSI;

—  cHCTeMaTHU3MpyeT YUeOHBIH MaTepua;

—  OpHEHTHpPYET B yueOHOM Ipoliecce.

lloocomoeka k nexyuu 3aKII04aETCs B CIETYIOIIEM:

—  BHMMATeJIbHO IIPOYUTAlTe MaTepuai npeablIylei JeKIuy;

—  y3HaiiTe TeMy NpeacTosIIel JIeKUuU (110 TeMaTUYeCKOMY IIIaHy, 0 MH(pOpMaLuu
JIEKTOpA);

—  03HAaKOMBTECH C YUCOHBIM MaTEPHAIIOM IO YUCOHHUKY M YI€OHBIM ITOCOOUSM;

— IocTapailTech YACHUTb MECTO M3y4aeMOW TeMbl B CBOeH NpodeccrOHaIbHON
HOJTrOTOBKE;

—  3alUUIMTE BO3MOXKHbBIE BOIIPOCHI, KOTOPHIE BbI 33JJaAUTE JIEKTOPY Ha JIEKIUH.

lloocomoska Kk npakmuyeckum 3aHAMUIM:

— BHUMATEJIbHO MpOYMTalTe Marepuan JIeKUUH OTHOCALIMXCS K  JaHHOMY
CEMMHAPCKOMY 3aHATUIO, 03HAKOMBTECh C YYEOHBIM MaTepHaOM IO YYeOHUKY U
y4eOHBIM TTOCOOUSIM;

—  BBIIMIIUTE OCHOBHBIE TEPMUHBI,

—  OTBETHTE HA KOHTPOJIBHBIE BOIPOCHI IO CEMUHAPCKUM 3aHATHAM, TOTOBBTECH AATh
pa3BEpPHYTHIN OTBET HA Ka)KJbI U3 BOIIPOCOB;

—  YACHHUTE, Kakue yuyeOHbIE JIEMEHTHl OCTAJIUCh JUISl BaC HESICHBIMU U MOCTapalTech
NOJYyYUTh Ha HUX OTBET 3apaHee (0 CEMUHApPCKOIo 3aHATHS) BO BpeMs TEKYIIHUX
KOHCYJIbTallMi Mpero1aBaTers;

— TOTOBHUTHCS MOXHO HWHAMBHMIYaJbHO, MapaMM WM B COCTaBe MaJloil TpYIIBL,
nocienHue ABIA0TCs 3 (HeKTUBHBIMU (hopMaMU pabOTHI;

— pabouass mporpaMMa JUCHMIUIMHBI B YaCTH IIEJIeH, MEpPEeYHIO0 3HAHWUW, YMEHUH,
TEPMHHOB M YY€OHBIX BOIIPOCOB MOXET OBITh HCIOJb30BaHA BaMU B KadyeCTBE
OpPHUEHTHPA B OPraHU3aIMH O0yUCHHUS.

lloocomoska k skzameny. K 3K3aMeHy He0OXOIMMO TOTOBUTCS LI€JIEHANPABICHHO,
pEryJsipHO, CHCTEMaTHYeCKH U C MEepBbIX JHEH oOyueHHs Mo AaHHOW aucrumiuHe. [lonmbiTku
OCBOUTH JUCUUIUIMHY B MEPHOJ] 3a4ETHO-7K3aMEHAIIMOHHOM CEeCCHM, KaK MPAaBHJIO, MOKA3bIBAIOT
HE CIUIIKOM YJOBJIETBOPUTENbHbIE pe3yiabTaTbl. B camMoMm Hauyase wu3ydeHUs ydeOHOU
JTUCITUATITMHBI TO3HAKOMBTECh CO CIICAYIONIEH yueOHO-METOINYECKON JOKYMEHTAIUEH:

—  NpPOrpaMMOM JIUCIUIITUHBI;

— TEepeYHEeM 3HaHWM U yMEHUH, KOTOPBIMHU CTYJEHT JOJIKEH BIIAJETh;

—  TEeMaTMYeCKHUMHM IUTAHAMH JIEKIUH, CEMUHAPCKUX 3aHATHI;

—  KOHTPOJIbHBIMU MEPOIPHUATUSIMHU;

—  y4eOHMKOM, Y4eOHBIMM MOCOOMSMH 10 JUCLUIUIMHE, a TaKXe AJIEKTPOHHBIMHU

pecypcamu;

—  TIEpEeYHEM BOIIPOCOB JJIsl DK3aMEHA.
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ITocne sToro y Bac JOHKHO c(OpMUPOBATBHCS YETKOE MpeicTaBiIeHHEe 00 oObeMe U

Xapakrepe

3HAHUM W YMEHHMH, KOTOPHIMH Haao OyIeT OBIaneTh IO JIUCIHIUIUHE.

CucreMaTn4ecKkoe BBIIIOJIHEHUE Y4e€OHOH pabOThl Ha JIEKIUSAX M IPAKTHUUECKUX 3aHATHUAX
HO3BOJIMT YCIEIIHO OCBOUTh JUCLMILIMHY U CO3/1aTh XOPOLIYIO 0a3y AJs clauu SK3aMeHa.

CamocmosmenvHoe usyuenue mem 0ucuunﬂunbt

Ne TeMBI

BOHpOCbI, BBIHOCHMBIC HA CAMOCTOATEC/IbHOC U3YUCHUEC

CymHocTHasi ~ XapaKTEpUCTHKA  YCIYyTH, €€ COJCpKaHue M  crenuduka.
Knaccupukanmonnslii aHanu3 yciayru. IlpoGnemsl opraHuzanuu M peanu3anuu
ycayr. Kpurepuun v ncuxosiorndeckue MOTHUBBI BBIOOpa yCIyr KJIMEHTaMH: HaJTndne
nHOpMalKY; OLIYIIaeMbli PUCK; OBEPHE MapKe, OLIyIaeMble Ka4ecTBa YCIYIH.
@DaKTOpPHBIN aHAIN3 CHIEHU(PUIECKIX OCOOCHHOCTEH YCIIYT B KOHTEKCTE TEXHOJIOTHH
UX OpPraHu3aLuu.

AHanu3 TEXHOJIOTMH OpraHu3allMd OPEeIIpUsITHH cepBHcCa 10  33JaHHOMY
HaMpaBJICHUIO: HPUMEpPbI JEATENbHOCTH Pa3IMyHbIX (GupM, oOLIMe MOIXOABI K
TEXHOJIOTMH, COBPEMEHHBbIE TexHoJoruu. llpennaraemple K aHanu3y BHIBI
NEATEIbHOCTH: Opranuszanus CIIOPTHUBHBIX, KYJIBTYPHBIX MEpONPUATH,
KOpPIIOPATUBHBIX Npa3AHUKOB. OpraHusanys BbICTaBOK, IPE3EHTAIUH, MEPErOBOPOB;
OpraHu3alys peKjIaMHBIX YCIYyr. YCIYTH JEJIOBOrO I'OCTEIPUUMCTBA — OpPraHU3aLUsA
KOH(EpEeHIN, CEeMHHapOB, NPUEM JIEIOBbIX MapTHEpOB. KIIMHMHIOBBIE YCIYIH.
VYceiyru npa3qHUYHOrO areHTCTBA.

OcBOocHHE METO/JIOB ONHUCAHHS OW3HEC-TPOIIECCOB: TEKCTOBBIMA, TaOJUYHBIH,
rpaduyecKui, aaropuT™M  OMUCaHUS  OW3HEC-TPOIIECCOB, METOABl  cOopa
nHpopmanuu. OCBOGHHUE METOMOJIOTHI rpaduueckoro onucaHus OU3Hec-Mpolecca:
Omok-cxeMa, MeX(yHKIMOHaIbHas Onok-cxema, Merononorus WFD, notamms
Wopnono Jle Mapko u Ieitna Capcona; cranaaptst IDEFO, IDEF3; Meromonorus
BAAN. Ananu3 npuMepoB ONUCAaHUS OW3HEC-TIPOIIECCOB. AHAINU3 TNPUMEPOB
onucaHusl QYHKIIMOHATBLHON CTPYKTYPBI OM3HEC-TIPOIECCOB PA3HOTO YPOBHS.

CocraBieHue TekcTa SKCKypcuu. Mertonudyeckue OCOOEHHOCTH MOJATOTOBKH H
NPOBEJECHUS IKCKYPCUM MO PEIUTHO3HOM TEeMAaTHKE B MPaBOCIaBHBIX XpaMax.
CocraBieHrne KOHTPOJIbHOTO TEKCTA 3KCKYPCHU.

[Tonck w wu3ydyeHHWe HAYYHO-TEXHHYECKOHW WH(GOpPMAIlMU, OTEYECTBEHHOTO U
3apyOeKHOI0 OIbITa B CEpPBUCHOM AesTenbHocTU. Co3nanue npezentanuil. Pemenue
CUTYAIlMOHHBIX 3a/1a4.

6-7

q)OpMI/IpOBaHI/Ie YMCHHUA HUCCICAOBATH W PCAIMU30BbBIBATE MCETOAbI YHPABJICHUSA
KaduCCTBOM YCIyr, OCYHICCTBJIIATH MPON3BOACTBCHHO-TCXHOJIOTHYCCKYIO
ACATCIIbHOCTD, pa6OTaTL B «KOHTAKTHOM 30HE» Kak cq)epe peain3anuun CCpBHCHOﬁ
JACATCIIBHOCTH.

8-10

Onucanve ¥  oONTUMH3aUUs OM3HEC-TPOIIECCOB  MPEANPUSATHI  COLUATBHO-
KyJIbTypHOTO cepBuca. Pa3zpaboTka makera yciayr (MoauuUKamus YCIyr WU
IPE/UIOKEHNE HOBUHOK) CHUCTEMBI JIOCTaBKM YyCIyr B cdepe COIHalbHO-
KYJIBTYPHOT'O CEPBHCA.

OOyueHnue U1 ¢ OTPaHUUYEHHBIMU BO3MOXHOCTSIMU 3/10POBBSI OCYILIECTBISETCSA C YUETOM
MHAUBUAYaAIbHBIX MCUXO(PU3NYECKIX 0COOEHHOCTEH, a ISl MHBAINUJIOB TAKXKE B COOTBETCTBUH C
UH/IMBUYaJIbHOM IMpOorpaMMoi peaObMiuTanuMu WHBanuAa. s Jui ¢ HapylleHueMm clyxa
BO3MOXKHO IpeNOCTaBlIeHne MH(OPMAaLlUK BU3YyaJbHO (KpAaTKUH KOHCHEKT JIEKIUH, OCHOBHAS U
JIOTIOJTHUTENIbHAS JIUTEepaTypa), Ha JIEKIHMOHHBIX M TPAKTHUYECKUX 3aHATUSAX JIOIYCKaeTCs
MPUCYTCTBHE aCCUCTEHTA.
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OneHka 3HAaHMH CTYJIEHTOB Ha IPAKTHMUECKUX 3aHATUSAX OCYILIECTBIISIETCS HAa OCHOBE
IIMCbMEHHBIX KOHCIIEKTOB OTBETOB HA BOIIPOCHI, NMHUCBMEHHO BBIITOJHEHHBIX ITPAKTHYECKHX
3amanuii. Jlokiian Tak ke MOXKeT OBITh MPEIOCTABIICH B MUChMEHHOU dopme (B Bue pedepara),
IIPU 3TOM TpeOOBaHUS K COAEPIKAHUIO OCTAIOTCS TEMHU XK€, a TPeOOBaHUS K KAYECTBY M3JI0KEHUS
MaTepuaia (IIOHATHOCTb, KaUYECTBO PEYH, B3aUMOJEHCTBUE C AyJUTOPUEN U T. 1) 3aMEHSIOTCS Ha
COOTBETCTBYIOLIIME TpeOOBaHUS, NpPEIbABIsAEMble K IUCbMEHHBIM paboTaM (KayecTBO
opopMmieHHS TEKCTa M CHHCKAa JUTEPaTyphl, I'PaMOTHOCTh, HAJIWYHME HUTIOCTPALIMOHHBIX
MaTepHaJIoB U T.1.).

[IpomexyTouHas aTTecTanys Ui JIML C HAPYLIEHUSAMU ClIyXa IPOBOAUTCS B NICbMEHHOM
(dopme, Ipu 3TOM HCIIONIB3YIOTCA OOLMEe KPUTEpUU OLleHHBaHUsA. [Ipn HEOOXOIUMOCTH, BpeMs
MOJrOTOBKH Ha 9K3aMEHE MOXKET ObITh YBEITUYEHO.

JUies nun ¢ HapylIeHWeM 3pEeHMsl  JOIYCKAeTCs ayAMAlbHOE IPENOCTABICHUE
uHpOpMallMK, a TaKXKe HCIOIb30BAHUE HA JICKIMAX 3BYKO3AMHUCHIBAIOIIUX YCTPOWCTB.
JlomyckaeTcsi MNpHCYTCTBHE Ha 3aHATHSX ACCUCTEHTAa, OKAa3bIBAIOLIEr0  OOydyaromuMCs
HEOOXOUMYI0 TEXHUUYECKYIO MTOMOLIb. OLEHKAa 3HAHUI CTYJIEHTOB HAa CEMHUHAPCKUX 3aHATHUSAX
OCYILECTBIISICTCS B YCTHOM (hopMe (KaKk OTBETHI Ha BONPOCHL, TaK U IPAKTUYECKHE 3aJJaHUs).

[IpomexyTrouHas aTTecTauus AJis JIML C HapyUIEHUEM 3pEHUsl MPOBOJAUTCS YCTHO, HpHU
9TOM TEKCT 3aJaHMil IpeocTaBisgeTcss B (GopMe aaanTUPOBAHHOM JUIsl JIMI C HapylIeHHEM
3peHust (YKpYIMHEHHBIN WpPH)T), IPH OIIEHKE UCIOIB3YIOTCS O0IIHe KPUTEPUH OlleHnBaHus. [1pu
HE00XO0/IMMOCTH, BpEMsI ITOATOTOBKH Ha 3K3aMEHE MOKET OBITh YBEIUYEHO.

Jluna ¢ HapylIEHUsSIMU OIIOPHO-ABUIaTEIbHOIO ammnapaTa HE HYKIATCA B OCOOBIX
dopmax npenocraBieHuss yueOHbIX MaTepuanoB. OHAKO, C yU€TOM COCTOSHUS 3/I0pOBbsI 4aCTh
3aHATUH MOXKET OBITh peayn30BaHa JUCTAHIIMOHHO (mpu oMo cetu «HMuTepHeT»). Tak, npu
HEBO3MOKHOCTH IIOCEIIEHUs JEKIUOHHOTO 3aHATUS CTYACHT MOXKET BOCIIOJIb30BaThCs KPATKUM
KOHCIEKTOM JeKUuuu. [Ipu HEBO3MOXHOCTU MOCEUIEHMS] IMPAKTUYECKOrO 3aHATHUS CTYIEHT
JIOJDKEH IIPEIOCTaBUTh TMCbMEHHBIA KOHCIIEKT OTBETOB HA BOIPOCHI, INCBMEHHO BBINIOJHEHHOE
npakTudeckoe 3aganue. Jlokian Tak jke MOXKET OBITh IMPEJOCTaBlieH B MUChMEHHOH (opme (B
Buje pedepara), mpu 3TOM TpeOOBaHMS K COIEPKAHUIO OCTAIOTCA TEMHU K€, a TpeOOBaHUA K
KayeCcTBY M3JIOKEHUs MaTepuaia (MMOHATHOCTh, KAUeCTBO PEYM, B3aUMOJICHCTBUE C ayIUTOpUEN
U T. 1) 3aMEHSIOTCS Ha COOTBETCTBYIOIIME TpeOOBaHUS, MpEAbABIsIEMble K MHCbMEHHBIM
pabotam (kauecTBO OQOpPMIEHMSI TEKCTa M CIHMCKa JHUTEpaTypbl, T'PaMOTHOCTb, HaJU4He
WITIOCTPAIIMOHHBIX MaTepHAJIOB U T.1.).

[IpomMexyTouHas aTTecTalys AJs JIUL ¢ HApyIIEHUSIMU OIIOPHO-/IBUTaTEIBLHOTO armapara
NPOBOJUTCS Ha OOLIMX OCHOBAHHUAX, MPU HEOOXOIUMOCTH IpOLEAypa HK3aMeHa MOXKET ObITh
peayii30BaHa JHUCTAHIMOHHO (HampuMmep, mpu momoiu mnporpamMmsl Skype). [nst storo mo
JIOTOBOPEHHOCTH C TPEINOJABATEIEM CTYACHT B ONPEIECICHHOE BPEMs BBIXOJUT HA CBA3b AJIA
IIPOBEJCHUS TMPOLEIyphl dK3aMeHa. B TakoMm ciydae BONpPOCHI K SK3aMEHY M IMpPaKTUYECKOe
3aJjaHie BEIOMPAIOTCS CAMUM MPENO/aBaTeIeM.

6. YueOHas muTepatypa u pecypcbl HHPOPMAIMOHHO-TEJIeKOMMYHHUKAMOHHOM CeTH
«HHTEepHeT», yueOHO-MeTOoAMYecKoe oDecnedeHre CaMoCTOATeIbHOI padoThl
0o0y4arommxcs N0 JMCHHUILIMHE

6.1. OcHOBHas IUTEpATYypA.

1. YynkoB B.O. NunoBammm B cepBuce. Mcnonb3oBanue undorpadhun. COJIOH-ITPECC,
2014. http://www.iprbookshop.ru/26916

2. Pynenxko JLJL CepBuchas NEATEIbHOCTD. Jamkos " K, 2012.
http://www.iprbookshop.ru/4968

3. TapacoBa H.B. Cucrempr wmaccoBoro obciayxmBanus. OBC  ACB, 2012.
http://www.iprbookshop.ru/17695

6.2. JlononHUTENbHAS IUTEPATYpA.
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1. BunorpagoBa C.A., Copoxumna H.B., XpanoBa T.C. Opranuszanuss ¥ IUIAaHHUPOBAHHE
JeSATEeIBHOCTH NpeanpusaTrii cepBuca. lamkos u K, 2014. http://www.iprbookshop.ru/51018

6.3. YueOHo-MeToInuecKoe 00ecIeueHne CaMOCTOSTEIbHOM paboTHI.

1. MoposzoBa E.A., TuxonoBa 2./]. DxoHOMHKAa M OpraHu3anus MPEANPUATAN COLUATBHO-
KynbTypHOH cdepsrl. CI16. 2012.

2. E.IO. Hukonbckas. Crpareruu pa3BUTHS TOCTHMHHYHOTO KOMIUIeKca T. MockBbl. M.:
MI'MUT, 2010.

3. JL.A. Ilonos, E.}O, Hukonbckas. YnpasieHue nepcoHasoM TOCTUHUYHOTO HPEINPUSTHS B
ycioBuax kpusuca, 2011.

6.4. HopmaTuBHbIE IPaBOBbIE JOKYMEHTHI.

1. TOCT P 50646-2012 Ycnyru HaceneHuto. TepMUHBI U ONIpEACTICHUSI.

2.T'OCT P 50779.11-2000 CtatuctTuyeckoe yrpaBjieHUE KaueCTBOM. TepMUHBI U ONIPECICHUS.
3. TOCT P P 50762-2007 Ycuyru oOmecTtBeHHOro nutanus. Knaccupukanus npeanpustuit
00IIECTBEHHOTO TUTAHMS.

4. TOCT P 50935-96 O6mectBenHoe nmutanue. TpeboBaHus K 00CTYKUBAIOMIEMY TIEPCOHAITY.
5.TOCT P 51303-2013 Topros:isi. TepMHUHBI U OIIPEICTICHHUS.

6. TOCT P 51304-2009 Ycnyru po3HnyHO# Toprosiu. Ooduue TpedoBaHusl.

7.TOCT P 52113-2014 Ycnyru Hacenenuto. HomeHknaTypa nokasaresiei kayecTsa.

8. TOCT P MCO 9004-1- 94. Obmiee pyKOBOACTBO Ka4eCTBOM M AJIEMEHTHI CHUCTEMBI Ka4eCTBa.
Yacts 1: PykoBogsuiue ykazanus.

9. I'paxxnanckuii kogekc Poccuiickoit denepaunu (4acth neppas).

10. I'paxxganckuii konekc Poccuiickoit denepanuu (4actb BTOpas).

6.5. UnTepHer-pecypcesl.

1. http:/ www. garant.ru - Fapanr
2. CrpaBouHo-mipaBoBas cucrema «Koneke»
3. NupopmannonHo-cnpaBoyHas cucrema «Koncynbrant ITnrocy

6.6. IHbIE HCTOUHUKH.

1. Memmk C., Unarpam X. ['octuHnuHbIi Ou3Hec, yueOHuk/ nep ¢ anri. A.B. IlaBnoBa. M.:
IOHUTU-AAHA, 2005.

2. A.A. KokopuHa, A.B. Yepnsbiues. [lonroToBka cennanucToB MHIYCTPUN TOCTEIPUUMCTBA,
M.: AC IIJIIOC, 2006.

3. Kotnep ®, boysn J[lx., Meiiken3 J[Ix., Mapkerunr. ['ocrenpumnmctBo. Typusm. M.:
FOHUTMU, 2005.

7. MaTtepuanbHo-TexHU4YecKasi 6a3a, HHPOPMALMOHHbIE TEXHOJIOTHH, IPOrPaAMMHOE
olecrieyeHne 1 HH(POPMAILHOHHBIE CIPABOYHbIC CHCTEMBbI

CriennanbHble TIOMEIICHUS TPECTABISIOT COO0N yueOHbIEe ayTUTOPUU ISl TIPOBEICHHUS
3aHATUN JIEKIIMOHHOIO THIIA, 3aHATHM CEMHHAPCKOTO THIIA, KYpPCOBOTO MPOEKTUPOBAHUS
(BBITIOJIHEHUSI KYPCOBBIX padoT), TPYIIOBBIX W WHIUBUAYATbHBIX KOHCYIBTALUN, TEKYIIETO
KOHTPOJIA U HpOMe)I(YTOqHOﬁ aTTEeCTalluH, a TAKXKXE IIOMCIICHUA OJIs1 CaMOCTOSITEIILHOU pa6OTBI u
MOMEIIEHUST NIl XPaHEHUS U MPOQPHUIAKTUYECKOTO OOCITYKHMBaHUS y4yeOHOro 00OpyHOBaHUS.
CHGHI/IaJ'II)HBIe TIOMCIICHHUS YKOMIIJICKTOBAHBI CHGHH&HHSHPOB&HHOﬁ MeOENbI0 ¥ TEXHUUYECKUMU
cpeacTBaMu OOyUYEHHs, CIYXKAIlUMHU Ui TpeACTaBleHUs ydyeOHOW WH(pOpMaluu OOIBIION
ayJIMTOPHUH.

Jis  mpoBeneHUss ~— 3aHATHNA  JIGKIIMOHHOTO  THUMA  MpeAjaraloTcs  HabOpsI
JIEMOHCTPAIIMOHHOTO OOOpYAOBaHUS U Y4EOHO-HATSIHBIX IMOCOOW, OOeCreYynBaroIIne
TEMaTHUYECKHE UILTIOCTPAIIUH, COOTBETCTBYIOIINE pab0YNM YUeOHBIM MPOTPaMMaM TUCITUTUINH.
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[TomerieHust A7 CaMOCTOSITETLHON pabOThl O0YYAIOIIUXCS OCHAIIEHBI KOMIIBIOTEPHOMH
TEXHUKOW C BO3MOXKHOCTBIO MOJKItoueHus kK cetd "MHTepHer" M obecrmedeHHeM JOCTyIa B
AIIEKTPOHHYIO HHPOPMALMOHHO-00pa30BaTENbHYIO CPEly OpraHU3alllu.

AkazeMusi MPOBOJUT IMOCTOSHHYIO pabOTy MO CO3aHUI0 M CHUCTEMHOMY YIYUIICHHIO
YCIIOBUHM IOJIydyeHUsI 00pa30BaHUs JIOAbMHU C OIPAaHUYEHHBIMU BO3MOXKHOCTSIMHM 370pOBbsi. B
HACTOALIEE BpeMs 3/aHUS U TEPPUTOPUM AKAJIEMUU OCHAIICHbl JIM(TaMu Al NEPEBO3KU
MHBAJINJIOB B KOJIsSICKax, nopsaka 80% ayauTopuil 1 KOMIBIOTEPHBIX KJIACCOB MMEIOT JIBEPH,
COOTBETCTBYIOIIME TPeOOBAaHUSM HOPMAaTHUBOB, OOOPYIOBAHBI MMAHIYCHl IPU BXOJE B 3/1aHUs, a
TaKXe BHYTPH Y4€OHBIX KOPITYCOB M OOLICKUTHS, UMEIOTCS CIICIIMaTbHbBIC TyaleThl.

Kaxnpiii  oOyuaromuiics B TeueHHE Bcero rmepuojga oOyueHuss oOecredyeH
WH/IMBUIYAJIbHBIM HEOTPAHWYCHHBIM JIOCTYIIOM K HECKOJIBKHM 3JEKTPOHHO-OMOIMOTEYHBIM
cucrteMaM (DJIEKTPOHHBIM OMOIMOTEKAaM) U K 3JEKTPOHHOW MH(GOPMAIIMOHHO-00pa30BaTEIbHOM
cpele OpraHu3aluu. OJIEKTPOHHO-OMOMMOTEeYHass cucrema (dJIeKTpoHHas Oubnnoreka) u
JMIEKTpOHHAasT MH(OPMAIMOHHO-00pa3oBaTelbHas cpella 00ECIeurnBalOT BO3MOXKHOCT J0CTYIa
oOyyaromerocsi M3 JI000H TOYKH, B KOTOPOW HMeEeTcs JOCTyll K HH(OPMAIMOHHO-
TEJIeKOMMYHUKaIMOHHOMN ceTu «HTepHeT», Kak Ha TEpPUTOPUHN OpPraHU3alluU, TaK U BHE €.

Axkanemusi obecrieueHa HEOOXOIUMMBIM KOMIUIEKTOM JIMIEH3MOHHOIO IMPOTrpaMMHOIO
obecrieyeHus.

OOyuaromumcs oOecriedeH JocTyn (yOaleHHbIM JOCTYyI), B TOM 4MCIE B CIy4yae
MPUMEHEHUS JJIEKTPOHHOTO OOyuYeHUs, IHUCTAHIMOHHBIX O00pa30oBaTENbHBIX TEXHOJOTHH, K
COBPEMEHHBIM TPO(ECCHOHANBHBIM 0a3aM JaHHBIX W WH(GOPMAIMOHHBIM CHPAaBOYHBIM
CUCTEMaM.

OOyuaromuecs U3 4ucia JIMI C OFPaHUYEHHBIMU BO3MOXKHOCTSIMU 3/I0POBBSI 00€CIIEUEHbI
NeYaTHBIMK M (WJIM) DSJIEKTPOHHBIMH  OOpa3oBaTelbHBIMU  pecypcamMu B (opmax,
Q/IaTITUPOBAHHBIX K OTPaHUYCHHSIM UX 3/I0POBbSL.

OpranuzoBaH JOCTYII K CIEIYIOIINM 3JIEKTPOHHBIM pecypcaM:

Bloomberg

EBSCO Publishing

eLIBRARY.RU

Emerging Markets Information Service

Google Scholar (Google Axanemust)

IMF eLibrary -

JSTOR

New Palgrave Dictionary of Economics — DneKTpoHHBIH Cl10Bapb

OECD iLibrary

Oxford Handbooks Online

Polpred.com O630p CMU

Science Direct - XXypnansl usnatensctBa Elsevier mo 3KOHOMHKE W 3KOHOMETPHKE,
Ou3Hecy u puHaHCaM, COI[MAJIbHBIM HayKaM U IICUXO0JIOTUH, MaTEMAaTHKe U UH(OpPMaTUKE

SCOPUS

Web of Science

Wiley Online Library

World Bank Elibrary

ApxuBsl HayuHbIX )KypHaioB NEICON

NHTepHeT-cepBUC «AHTHUIUIATAATY

Cucrema IIpodeccrnonansHoro Ananusa PeinkoB u Komnanwuit « CITAPK»

9BbC Uznparenncrsa "Jlann"

OBC Opaiir

OnektponHas 6ubnuoteka M3marenbckoro noma «I peOGEHHUKOBY
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http://lib.ranepa.ru/base/world-bank-elibrary.html
http://lib.ranepa.ru/base/arhivu-nauchnuh-zhurnalov-neicon.html
http://lib.ranepa.ru/base/internet-servis--antiplagiat-.html
http://lib.ranepa.ru/base/sistema-professionalnogo-analiza-runkov-i-kompanii--spark-.html
http://lib.ranepa.ru/base/abs-izdatelstva--lan-.html
http://lib.ranepa.ru/base/abs-urait.html
http://lib.ranepa.ru/base/alektronnaja-biblioteka-izdatelskogo-doma--grebennikov-.html

