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bakanasp

Heab ocBOeHUS TMCUMILINHBI:

CdopmupoBaTh KOMIETEHIIMH B 00JIACTH OCHOB CEPBUCHOMN JIESATEIHHOCTH B COBPEMEHHOM MUPE
u B PO, ymeHus omnepupoBaTh TEOPETUYECKUMHU MOHATHAMH W HAayYHO-TPAKTHYECKUMU
npobieMaMu B cdepe ITOH [eATeNbHOCTH, BIaJeHUS MNPOPECCHOHATBHOW TEMaTUKOH U

3HaHUAMU.

Iliian kypca:

Ne n/m

HaunmeHnoBaHnue
TeM (pa3jiesioB)

Conep:xanue TeM (pa3jiesioB)

Tema
1

CraHOBIICHHE U
pa3ButHe
CEpPBUCHOM
JIEITENHHOCTH,
OCOOEHHOCTU €€
Hay4YHOTO
aHaIM3a.

IIpupona m xapakrep CEpBUCHOM JE€ATEIbHOCTH. BiMsHHE Hay4HO-
TEXHUYECKOro mporpecca Ha cdepy ycmyr. Crnenuduka pblHKa yCIyT.
OcobenHoctu cdepsl yeryr. Cennduka cepBUCHON NeATETFHOCTH — KaK
¢dopma yIOBIETBOpEHHsI TOTPEOHOCTEH 4YenoBeKa. XapaKTepPHCTHKA
COITHATBHO-KYJIBTYPHOU cepsl. IIporpeccuBHbIe (hopMbI
oOcnyxxuBanusa. Kynbrypa cepBuca. KonrtaktHas 3oHa. llcuxomorus
nporiecca oociyxkuBanus. JKamoObl M KOH(PIUKTEL TIPU 00CITY)KHBaHUN
KJIMEHTOB. AHajJN3 CEpBUCHOMN NEATENbHOCTH B 3alaJHON HayKe Kak
JJIEeMEHTa IKOHOMHUKHM “‘o0mmiecTBa moTpeOiieHus”. MeToapl aHaim3a
COLIMOKYJIFTYPHOTO CEpBHCA B PaMKax pa3HbIX HAYYHBIX AMCLUIUIMH U
AHATUTHYCCKUX HATPABICHHH.

Tema

Knaccuduxarms
YCIIyT.

CoctaB u ctpykrypa cdepsl yciuyr. Kiaccudukamus yceiayr 1o
(GYHKIMOHATBHON HaIpaBJIe€HHOCTH. O6miepoccuiickue
KJaccu(UKaTopsl yciayr Hacenenuto. Knaccupukanus no orpacieBomy
npuHiuiy.  KommnekcHas — knaccudukanus — yeayr.  CymHocTb
COBPEMEHHOW  CEPBHMCHOWM  JCATEIBLHOCTH Kak  0co0oro  Buja
B3aUMOJICUCTBHSI ~ TPOM3BOJUTENEH W TOTpedWTeNneld  yCiyrT.
CooTHomieHre TOHATHH “‘yciyra”, “oOcimyxuBaHue”, “‘CepBHCHBIN
nponykt’. IIpomecc co3gaHws TOBapOB M MPOIYKTOB CEPBHUCHOTO
HazHaueHus. OCOOEHHOCTh YCIYr TI0 CpPaBHEHHIO C BEIIHBIMHU
npeaMeTaMH, TOBapaMH. Yenyrn, OPHEHTHUPOBAHHBIE Ha
WHIWBUAYyaJbHBIE, TPYIIOBBIE, MaccoBble MOTpeOHOCTH. MHIycTpus
cepBuca. XapakTepuctuka moTpeduteneit cdepsr ycayr. Ilpasa
norpedurens. [loTpeburenbckuii cipoc u ero kojeOaHUs (CE30HHBIE,
KPHU3UCHBIE U IP.).




HaunmeHnoBanue

Ne ni/m Tem (paz1eon) Conep:xanue TeM (pa3ieioB)

Tema | I'ocymapcrBenno | IIpoOnemsbl perynmupoBaHus CEpBUCHON NEATENBHOCTH Ha (heJepasbHOM

3 e perynupoBanue | ypoHe. dopmMupoBaHue peruoHaIbLHOM KaJApOBOM MOMUTHKUA MAajoro
CEPBUCHOM MpEeANPUHUMATEIBCTBA B CEPBUCHON AesiTenbHOCTH KauecTBo yciyru.
JESATEIbHOCTH. Crangaptuzamusi, ceprtudukanusa. JlumensmpoBanwe  CepBHUCHOU

JIEATEIbHOCTH.

Tema | CtpykTypa v | Beiienenrne pasHbIX TUIOB, (OPM W Pa3HOBHHOCTEH CepBHCA IO

4 KJIacCU(UKAIMA | pa3HBIM OCHOBAaHMSMH U KpUTEpHAM. PoOnb JOTHCTHKH B aHaIW3e
CEpPBUCHOI Pa3IMYHBIX PECYpPCHBIX ennHUIl cepsl yeryr. Kinaccuduxamnms cepBuca
JIESTEIbHOCTH. B MPAKTUKE TOCYIapCTBEHHOTO peryupoBanus cepsl yciayr B Poccuu n

B psze 3apyOeXHBIX CTpaH. Pa3nmyHble KIIACCH(HUKAIMH CEPBUCHOU
NeATCITLHOCTH HayYHO-TEOPETHYECKOTO TIaHa. Cdepa
NPOM3BOJACTBEHHBIX M JENOBBIX  YCIYI:  YCIYTH  PECypCHO-
SHEPreTHYCCKUX KOPHOpalui, YCIyrd HH(QpOpPMAaIMOHHBIE, PEMOHTHBIC,
KOHCAQJITHHTOBBIE, MAPKETUHTOBBIE, pekinamMubie U ap. Chepa TOopropuix
ycIOyr - oONnToBas W pO3HMYHas Toproeias. JIBa Tuma ycuyr,
MPEJOCTAaBISIEMbIX HACEICHUIO: COIHUAIbHOTO M WHAWBUAYaIHLHOTO
xapakrtepa. llepBbIil THIT: yCIIyTH )KU3HEOOECTICUeHNS, YAOBIETBOPEHHS
MaTepUaNbHO-OBITOBBIX ~ HYXKI[  JIIOJIEH:  CTPOUTENIbCTBO  IKHIIBA,
JKUITUIIHO-KOMMYHAJIBHOE ~ XO3SICTBO, OBITOBOE M TPAaHCIOPTHOE
oOcyXUBaHUe, MPEAOCTABICHNE HACEIEHUIO YCIYT CBS3H, PO3HUYHAS
TOProOBIIsl, OOIIECTBEHHOE NHUTaHWE. BTOpOW TWI yCIyr: YCIyTH
COLIMOKYJBTYPHOH cdephl, T.e. B OTpacisX, AEATEIbHOCTh KOTOPBIX
HalleJIeHa Ha YJOBJETBOPEHHE COIMANBHO-KYJIBTYPHBIX 3allPOCOB
JOJIeH, a TaKKe Ha MOAJepKaHNe MX HOPMaTbHOHN KU3HEICATEIIPHOCTH
KaKk TpaxIaH COBPEMEHHOTO OOIIecTBa - YCIyTH MEAWLUHCKHE,
pPEKpealoOHHbIE YCIYTH, COLUaJbHOE o0ecreueHne, o0pa3oBaHue,
(MHAHCOBBIE yCIyTH, TMPaBOBOE, HAydHOe W HWHPOPMAIMOHHO-
CIIpaBOYHOE  OOCHy)XKHBaHHWE,  MPOW3BOACTBO  XYAO0XKECTBEHHO-
3CTETUYECKUX  IICHHOCTEH M  KYJBTYPHBIX  MPOJYKTOB  JJIs
WHJAMBUIyaJIbHOTO Pa3BUTHS, OTAbIXa U paspiedeHuit. J[pyrue
pasHOBUIHOCTH Kiaccuduraryu yciyr: 1. [lo cneruduke conepxanust:
CO3JIaI0IIME HOBBIE MOTPEOUTEIBHBIE CTOMMOCTH; BOCCTaHABIMBAIOIIHE
MOTPEOUTENHCKME CBOWCTBA TOBApPOB; OOCIY)KHBAIOIIUE YeJIOBEKA
(mmyaOTO XapakTepa); 2. Ilo Bumam Tpyma (oOcimyKMBaHWE UYEIOBEKa,
PEMOHT TEXHUKH, OAaHKOBCKHE OTIEpallii, HAyYHbIE NCCIETOBAHUS U JIP.);
3. ITo xapakTepy pacrpeneneHus o0ImeCTBEHHBIX (OHIO0B MOTPeOICHUS
- TUTaTHBIE, OecTaTHbIe (17151 He3aIUIIIeHHBIX CIIOEB HACEICHUS - IETEH,
WHBAJIHJIOB, MOXWIBIX, 00nmbHEIX); 4. Ilo Bumam morpebnenwus; 5. Ilo
¢dopmam obciykuBaHUs (a0OHEMEHTHBIE, CPOYHBIC; TI0 MECTY PadoTy,
JKUTENILCTBA, OTIbIXA U T.IL.). Creruduueckue, peIKue YCIyrH, a TaKxKe
3aKOHOAATETHHO 3arpenieHHbIe Pa3HOBUIHOCTH YCIyTOBOH
JeSITeTbHOCTH.




Ne n/m

HauMeHnoBaHue
TeM (pa3/iesioB)

Conep:xanue TeM (pa3ieioB)

Tema

CepBucHast
JesITeNbHOCTh
Kak nporecc
o0CITy)XKMBaHHUA U
MPOM3BOJICTBA
CEpBUCHBIX
HPOYKTOB.

CepBuc kak mporecc. CBsi3p € OSKOHOMHYECKOW KOHBIOHKTYPOM.
OcobeHHOCTH Tpoliecca BHEIPEHUs HHHOBaLMi B cdepy yciyr.
KuzHeHHBIld MK YCIyrd H y4eT ero ocobeHHocted. IIpomecc
obciyxuBaHus morpeduteneii. GopMbeI OOCITY)KMBaHWS W TIOKa3aTellb
3arpat BpeMeHH. ColuanbHble U COLUAIbHO-TICUXOJOTMYECKHE aCTIEKThI
paboTel ¢ knueHTamu. [loHATHE “KOHTaKTHAas 30HA” M OCOOCHHOCTH
nporecca 0OCIyXHUBAaHUS KIMEHTOB B TPYIIOBBIX M MHIUBHUIYaIbHBIX
Bugax cepBuca. OcoOeHHOCTH  OOCTyXHBaHHS B  JTyXOBHO-
MO3HABATENbHBIX, XYA0KECTBEHHO-ICTETHYECKHX 00yacTIx
oOmecTBeHHOW mpakTukd. Crenuduka 0OCITyKUBaHUS  Pa3HBIX
COLMANBHBIX TIpynn (MHBAJIMIOB, NETEH W MHOIOAETHBIX CEMEH,
MNOXHUIBIX Jrofed u 1p.). KpeaTuBHO-TyMaHHUCTHYECKUH XapakTep
CEpBUCHBIX ycIyr B cdepe oOpa3zoBaHUs, CIIOPTA, HAYYHOTO Pa3BUTHUS,
JCTETHUYECKON  JesTenbHOCTH. lloHsTHE CepBHCHOIO  IPOAYKTA.
Pa3HOBHIHOCTH CEPBHCHOrO NPOIYKTa B Pa3HbIX cepax cepBUCHOU
JESTEeIBHOCTH B yCIyrT. [Ipon3BOACTBO yCIyTr U CEPBUCHOTO MPOIYKTA.
[Tpon3BOACTBEHHBIE ACTIEKTHI MPOIEcca 0OCTYKUBaHUSL.

Tema

KauectBo )58
KyJIbTypa
cepBuca

MexyHapoaHbIe U HallMOHAIBHbIE, TOCYIapCTBEHHbIE, O0IECTBEHHBIC
Y TIPOU3BOJICTBEHHBIE TPEOOBAHMS K KAYECTBY CEPBUCHOM JAEATEIBHOCTH,
k yciuyram. OxugaeMble U (aKTHYECKHE MapaMeTphl KadyecTBa YCIIyT.
CepBHUCHBIC TPOJYKTHI PAa3HOTO YPOBHS KJIACCHOCTH, KOM(MOPTHOCTH U
Ka4eCTBEHHOW ompeneneHHOCTH. OOBEKTUBHBIE M CyOBEKTHBHBIC
TPYAHOCTH B ONIPEACICHNH Ka4ecTBa U 6e30nmacHocTH yciayr. CTanaapThl
KauecTBa, OE30IIaCHOCTH YCIYr pa3sHOro THIa (KOPIOpPAaTHBHBIC,
rocyapcTBeHHble U Jp.). KOHTpoib 3a kKauecTBOM M 0€30MacHOCTHIO
yeayr. [IpoGiiema HOpMHpOBaHUS, JIMIIEH3UPOBAHHS M CTAaHIAPTH3AIMN
yenyr. MexyHapoJHble TpeOOBaHHs K KaUeCTBY U O€30IIaCHOCTH YCIIYT.
[lpobnema kadecTBa M OE30IACHOCTH YCIYr B pasHbIX 00JacTIX
CEpBHCHOM AesTeabHOCTH. Pa3paboTka cucteMbl MoKa3areneil KauecTsa
1 0e30MacHOCTH B Pa3HBIX oOnacTsax cepBuca. [Ipobiema ympasieHne
KayecTBOM  yciyr. KoHTponab  craHmapToB ©W  0€30MacHOCTH
obcmyxuBanus. [loHsaTre KynbTypsl cepBrca. COOTHOIICHNE «KAavyecTBa
YCIYI» M «KYyJbTYpbl CEpBUCa». PasznuuHble MapaMerpsl KyJbTypbl
CepBHCa B pa3HbIX CTpaHax, B MEXKIYHApOIHOW TMpaKTHKe oOMeHa
yeayramu.  [IpodeccroHanbHast KynbTypa KakK OCHOBE KYJBTYPHI
o0cmy)XBaHUs. YPOBEHb JIMYHOTO MPO(ECcCHOHANIN3MA KaK MOKa3aTeb
WHAMBHUIyaJIbHOW  KyNbTypbl — oOcmykuBaHus. llcuxomormdeckue
aCTeKThl KYJbTYpbl CEpBHCA. JTHUYECKHE OCHOBBI, OCOOEHHOCTH
JIETIOBOTO ATHKETA, CITy>KEOHBIX OTHOLICHHUH B CEPBUCHO JAEATEIBHOCTH.

Tema

WunoBanuun B
CEpPBUCHOM
JIESATEIbHOCTH

NHHOBaMOHHBIA ~ MEHEI)KMEHT B  CEPBUCHOM  JIEATEIILHOCTH.
Oco0eHHOCTH KMU3HEHHOTO IHKIa yciayru. dpaHdail3uHr Kak (opma
opra"m3aiuy Majioro ousHeca. MepuaHnai3uHT Kak (opMa POSHUYHOU
TOProBoil yciayru. MexayHapoaHas TOpropis yciyramu. CepBUCHas
JeATeTLHOCTh B TOCTUHHIIAX U TYPUCTCKOMN JACSITEIIEHOCTH.




Ne n/m

HauMeHnoBaHue
TeM (pa3/iesioB)

Conep:xanue TeM (pa3ieioB)

Tema

Opraam3anus
CEpBUCHOTO
MIPENPUSITHS.

Opranuzanyst cepBHCAa KakK HpPEANPUHUMATENbCKAs AKTUBHOCTH B
COBPEMEHHOM MHUPOBOI KOHOMHMKE MHpPE, B POCCUMCKON 3KOHOMUKE.
OcoOcHHOCTH MEHEIKMEHTa B cdepe YCIyr W ero OTIMYHE OT
MEHE/DKMEHTa B JIPYTHX o0sacTsax SKoHOMUKH. CepBHCHBIN OW3HEC B
CTPYKTYpE BJIACTHBIX U IPABOBBIX OTHOIIEHUH. PasHOBHIHOCTH OM3HECa
B pa3HbIX obsacTax cdepsl yeryr. KpynHeiid, cpennuii, Mansiii OusHec B
pa3HbIX CTpaHaX MUPA U B 0071aCTH MEKIYHAPOJHOIO OOMEHA YCIyTraMH.
Opraau3anmoHHO-HHTETPAaTUBHEIE (BHYTpH(pHpPMEHHBIE u
MexxdupMeHHble) (OpMBI MpeANpUHUMATENILCTBA B CEPBUCHOH cdepe
(rmobanbHBle OOBEAMHEHUS, CTpAaTETHYECKHE CO03€, COTJAICHHS O
COTpYAHHUYECTBE, O (paHUali3UHIe, KOHTAKTBI O MAapKETHUHIe W Ap.).
Oco0eHHOCTH oOpraHu3anuu OusHeca cepbl ycoyr B COBPEMEHHOMH
Poccuu. Pasmemienne mpeanpuHUMAaTeabcTBA Cepbl YCIYyr B PasHBIX
peruoHax ctpansl. PopMBl OPraHU3aLKUU KPYIHOTO, CPEJHETO, MajIoro
Om3HECa B POCCHICKON AKOHOMHKE. buszHec cdepbl yciayr Ha ypoBHE
MYHUIUIIAJIIBHOT'O XO3SHCTBA. I/IHI[I/IBI/II[yaIIBHO'HI/I‘-IHOCTHble u
COLIMANILHO-KOPTIOPAaTUBHEBIC TPEANOCHIIKH pPa3BUTHS OusHeca cdepbl
yciayr.  BHyTpUNpOM3BOACTBEHHBIE  OCOOCHHOCTH  OpraHU3aLMH
CEpBUCHOTO TpennpusiTHsi (GUPMBI, OpraHU3aLWHU, YUPEKACHUS U Ap.).
OcHOBHBIE BHYTPHMOPIaHHU3ALMOHHBIE THUIBI CEPBUCHBIX MPEANPHUITHH
(TMHEHHBIH, (hyHKITMOHATBHEIH, JMUHEHHO-(PYHKIIMOHATBHBIN,
¢bunmmaneHBI U np.). Pomb opraHmzanuu CEpBHCHON AESITETHHOCTH C
TOYKHU 3pCHHA JUHAMUKU U FI/I6KOCTI/I MIpCANpUATUA Ha KOHKYPCHIHIO,
Ka4eCTBO OOCITY)KMBAHUSA U MIOTPEOUTEITHCKUE 3aTIPOCHI.

Tema

Bunnl
MEHEKMEHTa Ha
CEPBUCHOM
NPEIIPUATUH

PazHOBHIHOCTH MEHEIHKMEHTA Ha IPEANPHUITAN 00cTy)KkuBanus. OOmmit
MEHEDKMEHT U ero 3agadd. Pa3BuTHe MapKeTHHIa, PEKIaMbl, MAaOIUK
PHIICHIITH3 KaK CIIOCOO0B YIPAaBJICHHUS! CEPBUCHBIM NPEANIPUATHEM U BH]L
pearupoBaHus Ha MOTPEOUTENBCKUN CIIPOC, M3MEHEHNE IKOHOMUYECKON
KOHBIOHKTYPHI. JIMHEHHBIN (TTPOM3BOACTBEHHBIH) MEHEKMEHT U €ro
3agaun. B3aumoneiicTBue ¢ morpeOuTeneM yciayr Kak yHnpaBieH4YecKas
3ajaya. Vcnonp30BaHue JOTUCTHKY B aHATU3E TOBAPHBIX, (DMHAHCOBBIX,
WHQOPMAIMOHHBIX M T.II. TMOTOKOB B cdepe ycuyr. «Jlorucruka
CEpBUCHOIO  OTKJIMKa». VIHHOBallMOHHBIM  MeHEeKMEHT. Poinb
COLIMOKYJNBTYPHBIX ~ WHHOBAlMA B OpraHM3alldil  CEPBHCHOMN
JeSITeIbHOCTH. 3HAueHWE aHalnu3a, MPOCKTHPOBAaHHUS W BHEAPCHHS
uHHOBaMK B cepe yciyr. CouuanbHplii MEHEDKMEHT, OCOOCHHOCTH
yIpaBlieHHs TIEPCOHAJIOM CepBUCHOTO mpeanpusatus. Llenu, 3amaun u
oOmias  crenuuka KagpoOBOTO  MEHE/DKMEHTa Ha  CEPBUCHOM
OPEANPHUITUH. XapaKTepUCTUKA KaJpoB cQepsl YCIYyr B COBETCKUH
NIEPUO] U B HBIHEIIHEE BpeMsl. 3apyOeKHbIH OIBIT pabOThI C IEPCOHATIOM
CEpBUCHOTO MPEIIPUSITHSI. O6pazoBaTenbHbIHI YPOBEHB,
npodeccuoHaNbHas MOJArOTOBKA M IMEPErnoJroToBKa KaJIpoB. YMeHHe
nepcoHana padoTaTh ¢ KJIMEHTaMH. BHyTpuupMeHHbIe KOHPIUKTH U
KOH(IIUKTBI C TMapTHepamu, ¢ KiueHTamu. [IpoOiiema (opmupoBanuit
po(h)eCCHOHAIBHON MOTHBAIIMKA U MPO(EecCHOHAILHOI0 0TOOpa KaIpoB
B 1eJIoM MeXaHM3M COLMAIbHOW 3aIlIUThl PaOOTHHUKOB CQephl YCIyT.
CoBepIICHCTBOBAaHHE KadeCcTBO YCIyr M mpouecc (HOpMHUpPOBaHUS
KyJIbTYpPbl ~ OpraHW3allid ¥  KaJpOBOW IOJIMTHKH  CEPBUCHOTO
OPEANPHUSITHS.




HaumenoBanue
Ne ni/m Conep:xanue TeM (pa3ieioB)
TeM (pa3/iesioB)

Tema | Ormenka Pasznbie TeopeTHUecKue U MPaKTHYECKH IMOIXOBI K OTIPEISIICHHITO 001Iei
10 ¢ pexTrBHOCTH | 3G (EKTUBHOCTH Pa0bOTHl MPEANPHATHSI cepBHca. PecypcHO-3aTpaTHBIN
CEpBUCHOTO MOJXOJ; €r0 MCXOAHBIE IIEJH, 3a/a4d, TEXHOJOTHH peanu3anuu. Pomb
HpeATPUATHSL HKOHOMHMYECKOTO aHaJIM3a B JaHHOM IoaXxoje. PacmmpeHHbIi moaxon K

aHaM3y WMCIOIUXCS Ha MPEANPHITHU PECYPCOB W HAXOKIACHUIO
CIoCOOOB MUHHMMHM3AIMK 3aTpaT. YUYacTHE PYKOBOJIUTENCH pa3HBIX
MOJpa3JeNICHHH U CICIUATUCTOB B JJAHHOM HAIPABICHUM TOBBIICHUS
s dextnBHOCTH. KoMImiekcHbp moaxon K aHamm3y 3¢ ¢heKTHBHOCTH
npennpustus. HoBble HaltpaBiieHUs] ONTUMU3ALUU PA00THI IPEATIPUITHS
W paclIMpeHHbIC TokKa3aTenu 3((OEKTUBHOCTH. YUacTHEe B JaHHOM
HaINpaBJICHUH BCETO MEPCOHAIA.

@opMblI TeKYIEr0 KOHTPOJISI U MPOMEKYTOUHOI aTTecTAlMU:

B xonme peamm3anun JUCHUIIINHBI «CepBI/ICHaFI ACATCIIBHOCTE» HCIIOJIB3YIOTCA CJIICAYIOIIUC
METOJbI TCKYLICTO KOHTPOJIAA YCIICBACMOCTHU 06yqa101u14xc51:

— IIPY IPOBEJCHUU 3aHATHH JIEKLIMOHHOIO TUIIA!
METO/ TPOOJIEMHOTO H3JI0KEHUS, PPOHTAILHBIE 1 KOMOMHHUPOBAHHBIE OIIPOCHI

— TP MIPOBEJICHUH 3aHITHI CEMUHAPCKOTO TUTIA!
—  KOJUJIOKBUYM;
— OIpoc;
— JIUCKYCCHS.

DK3aMeH B BHJIE YCTHOTO coOeceI0BaHMsI U 3alllUThl MOATOTOBIEHHOIO TBOPUECKOTO 3aJaHus B
MaJibIX Tpymmax.
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