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HNHaexe 1M CUMILUIAHBI 110
yueOHOMY IJIAHY

HaumeHoBaHHe TUCHUILIMHBI

51.0.20

CEPBUCHAJA JEATEJBHOCTD

L[eﬂb HU3YyUCHUSA JUCHUIIIINHBI

ChopmupoBaTh  3HaAHUS O  3aKOHOMEPHOCTSX
(YHKIIMOHUPOBAHUSI  CEPBUCHOM  NI€ATEIbHOCTH U
YCTOMYMBYIO MOTHBALMI0 K OCBOCHUIO OCHOBHBIX
MIPUHIIMIIOB Pa0OTHI CEephl YCIYT B TYpU3ME.

MecTo qUCHUIUIMHEL B
ctpykrype OIIOIT

Jucunmnmna «CepBHCHAs JEATEIbHOCTH» BXOJHUT B
00513aTENIbHYIO YacTh.

Kommnerenmuu,
dbopMHUpyeMBIE B pe3yJIbTATE
OCBOCHUS JUCITUTLINHEI

OIIK-3,

ConepkaHue TUCIHUILTAHBI

1. CoumanpHble NPEANOCHUIKM BOZHUKHOBEHUS U
pa3BUTHS CEPBUCHOMN AESTEIbHOCTH.
Opranuzanys cepBUCHOU AEATEIbHOCTH.
VYcenyra kak cienuGu4eckuii IpoIyKT.
KauectBo yciyr.

IloHsITHE CEPBUCHBIX TEXHOJIOTUI

arwmn

OO01ast TpyA0E€MKOCTh
JUCLIUIIAHBI

OO6mas Tpyao€MKOCTh TUCIUIUIMHBI COCTaBISIET 3
3a4éTHBIX eauHuIBl 108 yacos

dopma MPOMEKYTOUHOM
aTTecTaluuu

3auer




COJEP)KAHUE

1. Ilenp W mepedeHb IUIAHUPYEMBIX pE3yJIbTaTOB OOY4YEHHS IO JIUCIHILIMHE,
COOTHECEHHBIX C IUJJAHUPYEMBIMH pe3yJbTaTaMd OCBOEHHUS  00pa30BaTENbHOM
IIPOrpaMMbI
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4acoB, BBIJCICHHBIX Ha KOHTAKTHYIO Pa0OTy OOydarommxcs ¢ IpernojaaBaTeneM (1o
BUJIAM 3aHATHI) U Ha CAMOCTOSITENIbHYIO PAa0OTy 00yUYaroIUXCsl

4. ConepxaHue QUCLUIUIMHBL, CTPYKTYPUPOBAHHOE IO TeMaM (paszesiaM) ¢ yKa3aHueMm
OTBEJICHHOI'0 Ha HUX KOJIMYECTBA aKaJEMUYECKIX YacOB U BUOB YUE€OHBIX 3aHATUI
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6. YueOHO-MeToqrueckoe o0ecneyeHre AUCHUILUINHBI
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OCBOCHMSI TUCLIUILIMHBI

8. Ilepeuenb pecypcoB HMH(OPMAIMOHHO-TEIEKOMMYHUKAIMOHHON ceTn «HTepHET»,
HEOOXOIUMBIX /111 OCBOCHUS IUCLUILIMHbI

9. Meronuueckue yka3aHus A 00y4aroLXcs 10 OCBOCHUIO JUCLUIUINHBI

10. IlepeyeHb MH(POPMALMOHHBIX TEXHOJIOTUH, HCHOIb3YEeMBIX IPH OCYIECTBICHUH
00pa30BaTeNbHOIO Ipolecca IO JUCHUIUIMHE, BKIIOYas IEPEeYeHb IPOrpPaMMHOIO
oOecnieyeHns U MH(MOPMAILIMOHHBIX CIIPABOYHBIX CUCTEM (IIPU HEOOXOIUMOCTH
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OCYILECTBIIEHHs] 00pa30BaTEIBHOTO MPOLEcca MO AUCLUILIMHE
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1. HEJIb U IIEPEYEHD IINTAHUPYEMBbIX PE3YJIbTATOB OBYUYEHMUA 11O
JUCIUIIVIMHE, COOTHECEHHBIX C INTAHUPYEMBIMU PE3YJIbTATAMU
OCBOEHUS OFPA30OBATEJBLHOM ITPOI'PAMMBI

Henp  mucumruimabl  «CepBHCHAs — ACATENBHOCTEY -  CPOPMHPOBATH 3HAaHUS O
3aKOHOMEPHOCTSIX (PYHKIIMOHUPOBAHUS CEPBUCHON JEATEILHOCTH M YCTOWYMBYIO MOTHBAILIUIO K
OCBOCHHIO OCHOBHBIX IIPHHIIUIIOB PabOTHI c(hephl YCIyT B TypU3ME.

B pesynbrare ocBoenust OITOII 6akanaBpa 00y4yaronIuiics T0JDKEH OBIAACTh CICIYIOIIMMHE
pe3ysbTaTaMu 00yYEHUS 10 JUCIUIUINHE:

Koanbt Pe3yabTaTsl IlepeyeHb MJIAHMPYEMBIX Pe3yJILTATOB
KOMIIeTeHIINH ocsoenus OITIOII 00y4eHMsI M0 IUCIUIJINHE
OIIK-3 Crniocoben obecneunBath | OI1K-3.1 3HaTh:

Tpedyemoe KauecTBO | crocoObl obecreueHus TpedyeMoro KauecTra
MIPOIIECCOB OKa3aHWs YCIyT | MPOIECCOB OKa3aHUs YCIyT B m30paHHOM chepe
B n30paHHOM chepe | nmpodeccuoHaNbHON IeATEILHOCTH,
npoheccuoHaIbHOM OIIK-3.2ymeTs:
JeSITeIIbHOCTH oOecreurBaTh TpeOyeMoe KaueCTBO MPOIECCOB

OKa3aHWs yCIyT B M30paHHOH cdepe

poeCCUOHATILHOM IEATEILHOCTH,
OIIK 3.3 Bnaners:

CIOCOOHOCTHIO 0OecreunBaTh Tpedyemoe

Ka4eCTBO MPOIIECCOB OKAa3aHUs YCIIYT B

n30paHHO# cdepe npodheccuoHaIbHOM

JIESITCIIBHOCTH

2. MECTO JUCIIMIIJIMHBI B CTPYKTYPE OIIOIl BAKAJIABPUATA

Hucuurmuimaa b1.B.20 «CepBucHas [eATENbHOCTh» OTHOCUTCS K O0s3aTeNbHOW YacTH
JuciumuinH yyeoHnoro miana 43.03.02 Typusm.

N3yueHune Kypca HEpa3pblBHO CBS3aHO C JPYIMMHU AMCUUIUIMHAMH, (HPOPMHUPYIOIIUMH Y
CTYZICHTOB HEOOXOAMMBIEC 3HAHUS i HABBIKH.

Jliss  yCHemIHOrO OCBOEHHUS Kypca CTYIEHTBl JOJDKHBI BJIAaJeTh KOMIIETEHLUSMH,
MIOJTYYCHHBIMHU TIPH U3YyYSHUH TUCIHMILIHH: « MeHeKMEHTY, «YTpaBieHue odpucomy. Jucuumimnaa
HeoOXoauMa sl TMPOJOJDKEHUsT Kypca M HM3YYEHMIO TOCIEAYIOIIMX JAWCHUIUIMH, TaKUX Kak:
«Opranuzanus TypuCTKOH HHIYCTpUN», «OpraHu3aiis MeXIyHAPOTHOTO TYPU3May.

Hucuummna B1.B.20 «CepBucHast AeATENBHOCT»  H3YydaeTcsl O0y4aroIMMHUCS OYHOMN
dbopMbI 00ydeHHsI U 3a04HOI opMblI 00yUeHuUs BO 4 cemecTpe.

Tunbl 3a1a4 TNpoQecCHOHANTBHON NEATENbHOCTH, K KOTOPBIM TOTOBHUTCS OOyYaroIuiics,
orpezeneHbl yueOHbIM IJIAHOM, @ HMEHHO:

— OpraHM3alMOHHO-YPaBICHYECKHI;

— TEXHOJIOTHYCCKHIA,

— CEPBHUCHBIM.

[lepeyerr  OCHOBHBIX O0BEKTOB (WM  oOjacTedl  3HaHUWSA)  MPOQPECCHOHAIBHON
JeSITeTbHOCTH BBIITYCKHUKOB:

—  TYPUCTCKMH  TPOIYKT,  BKJIIOYAIONIMA  OCHOBHBIC,  JOINOJHHUTENBHBIE U
COITYTCTBYIOILIUE TYpPUCTCKHE YCIYTH, ero pa3paboTka U IPOEKTHUPOBAHUE
IPOrpaMM TYPUCTCKOTO 0OCTY>KUBaHUS;

— TYPUCTCKHE OPraHU3alUU U OPTaHU3alUHU TYPUCTCKON UHTYCTPUH;

— TYPUCTCKHE PETUOHBI U TEPPUTOPHH;

—  TEXHOJOTHMM  OOCIYXHMBaHHMS  KJIMEHTOB, TEXHOJIOTMYECKas JOKYMEHTaluus U
nH(pOpPMAITMOHHBIE PECYPCHI;



— TOTpeOUTeNH TYPUCTCKOTO TMPOAYKTA, HX 3aMpOChl, MOTPEOHOCTH U KIIOYEBBIE
LEHHOCTH;
— IepBUYHBIC TPYAOBbIC KOJIJIEKTUBBI OpraHU3aluil TYPUCTCKONH HHAYCTPUU

3. OFbEM JUCIHUIIINHDBI B 3AUETHBIX EJMHALAX C YKAZAHUEM
KOJIMYECTBA AKAJJEMUYECKHX YACOB, BRIIEJTEHHBIX HA KOHTAKTHYIO
PABOTY OBYYAIOIIUXCS C IPENOJABATEJIEM (IIO BUJIAM 3AHSITHIN) M HA

CAMOCTOSITEJIBHYIO PABOTY OBYYAIOLIUXCS

OO6mast TpyA0EMKOCTh AUCIUIUIMHBI COCTaBlsieT 3 3aueTHhIX enunmi, 108 akagemuveckux
yaca.

3.1. O0béM TUCHHMILINHBI IO BHIaM Y4eOHbIX 3aHATHI (B yacax)

st ounoii popmbl 00yueHust
O61mas TpyA0EMKOCTh AUCHUIUIMHBI COCTaBIseT 3 3a4€THBIX enquHuIlbl 108 vacos

O0BLEM TUCHUIIINHBI Bcero yacos

O061mas TpPyA0EMKOCTh TUCIUTUIMHBI 108
KonraktHas paboTa 38
AynuropHas padoTa (Bcero): 38
Jlekuun 26
CeMuHaphbl, IPAKTUYECKUE 3aHATUS 12
CamocTosaTenbHas padota oOyuaromuxcs (Bcero) 70
3auer -

st 3a04HOi (popMBI 00yUeHH s
OO6mas TpyA0EMKOCTh TUCHHUIUINHBI cOcTaBisieT 3 3a4€THBIX equHuIlbpl 108 yacos

O0bEM TUCHUTIIMHBI

OO011ast TpyA0€MKOCTh TACIUILITAHBI 108
KonTakTHas pabora 8
AyauTtopHas pabora (Bcero): 12
Ulexunu 6
CeMUuHaphbI, IPAKTUICCKUE 3aHSATHUS 2
CamocTosTepHas padora oOydaromuxcs (Bcero) 96
3auer 4




4. COAEP)KAHUE JUCIUIIVIMHBI, CTPYKTYPUPOBAHHOE 110 TEMAM
(PA3JAEJIAM) C YKASAHUEM OTBEJEHHOI'O HA HUX KOJIMYECTBA
AKAJJEMAYECKHX YACOB Y BUIOB YYEBHBIX 3AHATHIA

4.1. Pa3gennl AUCHUILVIMHBI H TPYAOEMKOCTb IO BHIAM Y4YeOHBIX 3aHATHH (B
aKaJeMHUYeCKHX 4acax)

Ne HaumenoBanue Bcero KosuecTBo yacoB
TEMBI TEMBbI KonraktHas pabora Bueaynur. pabota
(aynuTopHas pabora)
Od0O | 300 Jlexnuu [TpakTuueckue Camocr. paboTa
OO0 | 300 | ODO 300 | OD®O | 300
1 CouunanbHbie
MIPEANOCHIIKU
BO3HUKHOBCHUS U 9 99 9 5 9 i 5 20
pa3BUTHUS
CEpPBHUCHOI
JeSITEIbHOCTH
2 Opranu3zanus
CEPBUCHOM 32 24 8 2 4 2 20 20
JeSTEILHOCTH
3 VYcenyra kak
CHeT(PpUICCKIIA 26 16 4 - 2 - 20 16
MPOJYKT
4 KauectBo ycmyr 11 22 4 2 2 - 5 20
5 [TonsTue
CEpBUCHBIX 30 20 8 - 2 - 20 20
TEXHOJIOTHI
Hroro 108 104 26 6 12 2 70 96
3auer - 4
Bcero o 108 108
JTUCIUTLINHE

4.2 Coaepxanue TMCHUILVINHBI, CTPYKTYPHPOBAHHOE 110 TeMaM (pa3jejiam)

Tema 1. CoumanbHble TPeINOCHUIKH BO3HUKHOBEHHUSI W Pa3BUTHUSI CEPBUCHOM
HAeATEeJBbHOCTH

Bo3HukHOBeHHEe mOTpeOHOCTE B  ycilIyrax Ha MPOTSHKEHUH HUCTOPHUHM  Pa3BUTHS
yenoBeyecTBa. [loTpeOHOCTH uyelloBeKa, BO3MOXHOCTM M MPUHLUMBI HX YIOBIETBOPEHHUS.
ConuanbHble MPEaNOChUIKM BOZHUKHOBEHHUS CEPBUCHOM AESITETBHOCTU U Pa3BUTHUS ChEPHI YCIYT.
[TousiTue o crnoco6ax u ¢popmax okazaHus yciayr. BozHukHOBeHHE U pa3BUTHE cepBuca B Poccun.
Pa3BuTHE MPOMBIIIJIEHHOTO TPOU3BOJICTBA KaK YCIOBUE pa3BUTUS C(Hephl yCIYT.

CoBpemenHoe nonstue cdepsl cepBuca. Bussl cepBuca. Buspl ycnyr (JiuuHble, 1yXOBHBIE,
UHAMBUAyalIbHbIE, COLIMAJIbHBIE M [Jp.) M UX Xapakrepuctuka. OCHOBHbIE TOAXOABI K
OCYILECTBIICHHIO  CepBUCA  (HETaTHUBHBIM; HCCIENOBATENbCKHM; cepBHC -  O00S3aHHOCTH
MIPOU3BOJUTENIS; CEPBUC — O0A3aHHOCTH MOCTABIIMKA; CEPBUC KaK XO3SIMICTBEHHAs NEATENbHOCTh U
Ap.).

[IpoTtuBOpeunss MeX1y TOBapOM U YCIYroi, UeanbHbIMU U pealbHBIMU yCIyTaMu, MEXIY
NOTPEOHOCTSAMH U BO3MOXKHOCTSIMU, MEXKAY CTaHAAPTU3ALMEH U WHAWBUIYAIU3alHeN YCIyTH.

Tema 2. Opranuszanusi CEpBUCHOM J1eSITEJIbHOCTH

OrtpacneBas cTpykTypa cdepsl cepBuca. PEIHOK yCiyT.

®opMupOBaHUE M CTPYKTypa PbIHKA YCIYyr, €ro 0coOeHHOCTH. PakTOpbl, BIMSIOIIUE Ha
dopmupoBanue ycinyru. Mepapxus motpedHocTedt u ycnyr. KOHKypeHIns: Ha PbIHKE YCIOyr U eé
pOJIb.




[IpennpusaTus, OCYIIECTBISIONINE CEPBUCHYIO JEATEIBHOCTh, WX Kilaccupukanmus u
xapakTepHele  ocobeHHocTH. CTpyKTypa TpennpuaTHil cepBUCa M HalpaBlICHUS  ee
COBEPILECHCTBOBAHMUSI.

@®opMbl OpraHM3alyu OOCITYXHBAHHUA HACEJICHHA. 3HAYEHHWE M CHOCOOBI ONTHMU3ALUHU
pasMenieHuss W pa3MepoB  cepBucHOro npenmpustus. Cdepbl peanuzaldd  CEpBUCHOM
JESTEIIbHOCTH.

[loHsiTHe «KOHTAKTHOW 30HBI» Kak cdeppl pealn3alMd CEPBUCHOU JESTENbHOCTH;
0COOEHHOCTH OpraHM3allMi KOHTAKTHOW 30HBI HAa CEPBHCHBIX Mpeanpustusax. CepBuc kak dopma
B3aMMOJICHCTBHS MKy CyOBEKTaMHU.

Kynerypa cepBuca u ee cocrasisrone. Ilcmxosiormueckasi KyJabTypa cepBHca:
MICHIXOJIOTHS CIYKOBI CEpBHCA, MICUXOJIOTHUS TpoLiecca 00CIyKUBaHUs TpU O()OPMIICHUU U BbIaue
3aka3a. IloHssiTHe 00 »JTHYeckOl KYyJbType cepBHca: I[podeccHuoHallbHAas JTHKAa B
npodeCcCHOHATBLHOMN IeATENIHOCTH, MPO(ECCHOHANBHOE MTOBEICHHE, KYJIbTypa 001IeHns pabOTHHKA
OpEeNNpHUsITHs CcepBHUCAa C MOTPEOUTENIMA YCIYI, STHKAa B3aWMOOTHOIICHUH B TPYJIOBOM
KOJUIEKTHBE, B O0IIeHNUHU ¢ noTpedutensMu. Hopmsl 1 npaBuia npoeccCuoHaIbHOTO MOBEACHUS U
stukera. Ilcuxonormueckne OCOOEHHOCTH JAelIOBOro oOmieHHs W ero crnenuduka B cdepe
oOciyxuBanusi. Pasnnunble cpeacTBa JelOBOro OOLIEHUS. JcTeTHYecKass KyJbTypa cepBHCaA:
TEXHHUYECKas 3CTETUKA W AM3aiiH, pojib Au3aiiHa 3aHUN U MOMENICHUN (IKCTEephep M UHTEPhEP),
oopmiieHUs yclyTH (YIIaKOBKH).

Ponb, BUABI M OCOOCHHOCTHM pEKJIaMbl B CEPBHUCE; ICUXOJOTHUYECKHUH, STUYECKHH H
ACTETUYECKUH aCTEeKThl peKjaMbl. JTUKA B3aMMOOTHOLIEHUH B TPYJIOBOM KOJUIEKTHBE, B OOLIECHUU
¢ moTpeOuTeIsIMI

HopMaTtuBHbIE JOKYMEHTBHI 10 OOCIYKHMBaHUIO HaceneHusd. 3akoH P® «O 3amure npas
notrpebureneit». IlpaBuia OwpiToBOro oOcCHyx)HBaHUS HaceneHus B Poccuiickoit ®eneparuu.
[IpaBoBOE perynupoBaHHE OTHOIICHUN B CEPBUCHOM jesTenbHOCTU. [IpaBa u o00s3aHHOCTH
YYaCTHHUKOB CEpBUCHOH zesTenbHOCTH. [IpaBuna odopmiieHus, nprueMa 1 BbIIauM 3aKasa.

Crpeccol B mporecce mpoheccuoHaNIbHON AeSITENbHOCTH, KOHQIUKTHBIE CUTYAllUd MEXITY
UCTIOJIHUTEIISIMU M TOTPEOUTENSIMU YCIIYT U UX YPEryJIHpOBaHUE.

Tema 3. Yciayra kak cneuupuyeckuii NpoayKT

VYenyra kak cneun@uyeckuid MpoAyKT pblHKAa. OCHOBHBIE pa3ivuusi TOBapa U YCIYTH.
OCHOBBI MapKETHHIOBOU JIeATEIbHOCTU B cepBuce. CIpoc Ha yCIyrd U THUIOJOTUS MAapKETHHTa.
N3yuenne norpeOHOCTEH yenoBeka Kak OCHOBa (POPMHUPOBAHUS CEPBUCHOM JI€ATEIbHOCTH.

OcHOBHbIE MPUHIUIBI IJIAHUPOBAHUS MAPKETUHIA B cepe yciyr (KOMIUIEKCHOCTh IIaHa
MapKeTUHIa, HEMpPEepbIBHOCTh IMpoliecca IUIAHUPOBAHMs, THOKOCTh W aJalTUBHOCTh IUJIaHA
MapKETHUHTa, SICHOCTh 1EJIEBhIX YCTAHOBOK, ONTUMHU3AIINS IJIaHA MapKeTUHTa U J1p.). OcobeHHOCTH
peanu3alMM KOMIUIEKca MapkeTHHra B cgepe cepBuca. OcoOEHHOCTH YCIOyr B KOHLEHIMU
MapkeTHHra. JKHM3HEHHBIH LMKJI YCIYTM M €ro OCHOBHBIE OJTambl (3Tam OBICTPOro pocTa,
NEPEXOIHBIN MEPHOJ, 3Tall 3pEJIOCTH, dTal ynaaka). PopMUpOBaHKE LIEHBI HA YCIYTy: NPUHIUIIBI
1eHoo0pazoBaHus B (PaKTOPHI, BIUSIOMINE HA IIEHOO00pa30BaHHME.

Tema 4. KauecTBo ycayr

Kputepun xauectBa yciyr U ypoOBEHb CEpBUCA: MOHATHS Ka4eCTBA U YPOBHSI OOCITY)KMBaHHUS
U KauectBa yciayru. OXujaHusi MOTpeOUTENel OT OKa3aHUs YCIyr MU HMX YAOBJIETBOPEHHE.
CocraBnsitolie kadectBa yciuyr U oOciyxkuBanus. [lokazarenn kadectBa yciyr, ypOBHS
oOcnyxuBanusi HaceneHus. CrocoObl U ¢Gopmbl okazaHus yciuyr. IlorpeOHocTH uenoBeka u
MIPUHIIMIIBI UX YJOBJIETBOPEHHUS B JESATEILHOCTH OpraHU3allui CEpBUCa.

[lonatue, 3HadeHHe M CHOCOOBI KOHTPOJS KadecTBa YCIyr M oOciyxuBaHus. I[lytu
MOBBILICHHS KayecTBa yCIyr U oOciyxuBaHus. CTaHAapThl 00CITyKUBaHUS KaK BHYTPEHHsISI popMa
KOHTPOJISI KayecTBa YCJIYr M OOCIYKMBaHHMS Ha NpeanpuaTusx cepBuca. Kpurepum kauecTpa
paboTel ®  CcrmocoObl  MOTHUBAIlMM  PA0OTHUKOB  CEPBUCHBIX  mpennpusatuil. KoHTposb
YJIOBJIETBOPEHHOCTH MOTPEOUTETCH YyCIIYT.

Tema 5. IloHsiTHe CEPBUCHBIX TEXHOJIOTH I

IlonsTe u copepkaHue CEPBUCHBIX TEXHOJOTUM. [I0HATHE HOBBIX BUJIOB YCIYT I pPbIHKA
U JJI JAHHOTO PETMOHA; HEOOXOAUMOCTh MPOJIBUKEHUSI Ha PHIHOK HOBBIX BUIOB yciyr. [loHsTue
dopMBl 0OCTYKUBaHUSI;, MPOrpeccuBHbIe (GopMbl 0OcTyx HBaHUs (aOOHEMEHTHOE O0OCITy>KUBAHHE,
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OECKOHTAKTHOE 0OCITY)KHBaHUE IO MECTY KUTEIHCTBA, TPUEM 3aKa30B 110 MECTY pabOTHI U T.1.).

BHenpenne HOBBIX BHMJOB YCIYyr M IPOTPECCHBHBIX (opM oOciyxuBaHus. Biusuue
pa3pabOTKW W TPOJIBWKCHUS HA PHIHOK HOBBIX BHIOB YCIyr M (GOpM O0OCTyXHBaHUS Ha
ce0eCTOMMOCTh | LIEHY YCIyTH, YAOBIETBOPEHHOCTh MOTPEOUTENECH aCCOPTUMEHTOM M KaueCTBOM
YCIIYT, YPOBHEM U Ka4eCTBOM OOCITY)KUBaHUSI.

I/IH[[I/IBI/IZ[yaJIBHOG 06CHy)KI/IBaHI/I€, KaK CaMOCTOSITEIILHBIN BUJ OCATCIIbHOCTH.

OneHka 3¢ (EeKTUBHOCTH BHEIPEHUS HOBBIX BHJIOB YCIYT U (hOPM OOCITY)KUBAHHSL.

4.3. Tembl NPaKTHYECKUX 3aHATHH

Tema 1. CoumanbHble NpPeINOCHIIKM BO3HHKHOBEHHSI W PAa3BUTHS CePBHCHOM
HAeATEeJbHOCTH

CoumanbHble TPEANOCHUIKM BO3HUKHOBEHUS! CEPBUCHON NEATEIBLHOCTH M Pa3BUTUS c(hepbl
YCIIYT.

Juddepenunanys 3aHATUNA U COUAIBHBIX POJICH B IMEPBOOBITHON KYJIBTYpE M apXau4eCKux
cooOuiecTBax. 3apoXkIEHUE U pa3BUTUE YCIYyr B OOIIECTBaxX JAPEBHEr0 Mupa. YCIyru B
CpeIHEBEKOBOM o01iecTBe 3anagHoil EBporbl.

CoBpemenHoe nonsTue cdepsl cepBuca. Bussl cepBuca. Buspl yciyr (JinuHble, 1yXOBHBIE,
VHMBUAYaJIbHbIE, COLIMAJIBHBIE U JP.) M UX XapaKTEPUCTHUKA.

Tema 2. Opranu3anusi CCpBMCHOM JeSITEJIbHOCTH

[IpennpusTus, OCYIIECTBISIIOIINE CEPBUCHYIO JESTENbHOCTb, HX Kilaccuukanus u
XapakTepHble 0COOEHHOCTH.

PazpaGoTtka craHmapToB OOCIYXKMBaHHMS: OCHOBHble wnenu u 3amadn. CoxepkaHue
KOPIIOPATUBHOT'O CTaHAapTa 00CIyKUBaHUS MOKyHaTeIe ¢ yueTOM KOPHOPAaTUBHBIX LIEHHOCTEH U
KyJnbTypbl. Pa3paboTka cTaHiapTa Ha OCHOBE TEXHUKH Ipogaxk. CTpyKTypa ueK-JIucTa i OLIEHKH
Ka4yecTBa 00CIy>KUBAHMSL.

Tema 3. Ycayra kak cneuupuyeckuii NpoayKT

VYenyra kak cneun@uyeckuid MpoAyKT pblHKAa. OCHOBHBIE pa3ivuusi TOBapa U YCIYTH.
[TpuHuMNBI K1accuUKaMKU yCIyr U UX XapakTepuCTUKH. OCHOBBI MapKETHHIOBOM JESATEIbHOCTH
B cepBuce. M3ydeHue mnoOTpeOHOCTEH uenoBeKa Kak OCHOBa (OPMHUPOBAHUS CEPBUCHOU
JIeSITEJIbHOCTH.

Tema 4. KauecTBo ycayr

Kpurepuu xauecTBa ycinyr U ypoBeHb Ce€pBHCa: OHATHS KaueCTBa U YPOBHS 00CTyKUBaHUS
U KkadectBa yciyru. CocrTapisioliue KadyecTBa YCIyr W oOciyxuBanus. [lokazaTenu kadecTBa
YCIIYT, YPOBHSI 00CIYKHBAHUs HACEIICHHU.

Tunel notpeduteneit u ocobeHHOCTH B3auMoJeiicTBue ¢ HUMH. OCOOEHHOCTH TPUMEHEHUS
3akoHa P® «O 3amuTe npaB noTpedUTENEii».

Tema S. IlonsiTHE CEPBUCHBIX TEXHOJIOIHH

[TonsiTre u conepkaHue CEpBUCHBIX TeXHOJOTUM. [ToHsITHE HOBBIX BUIOB YCIYT JIJISl PhIHKA
U JUUIs1 TAHHOTO PErvoHa; HE0OXOAUMOCTh MPOJIBUKEHUSI Ha PHIHOK HOBBIX BHJIOB yciyr. [loHsTue
dbopmbI 00CTYKHBaHUS, MPOTPecCUBHBIC (DOPMBI 0O0CTY)KUBaHUsl. [Icuxomorus cepBrca — OCHOBHBIE
MOHSTHUS U 3aJ1a4H.

4.4. Tembl caMOCTOSITEIbHBIX padoT

Tema 1. CoumanbHble TMPeINOCHIIKM BO3HUKHOBEHUSI W Pa3BUTHS CEPBHUCHOI
AeATeJIbHOCTH

1.CoBpemeHHOE MOHATHE CPepbl CEpBHUCa.

2.Bunsl cepuca. Buasl yciayr (MTMUHbIE, 1yXOBHBIC, HHAUBHUIyaTbHBIE, COIUANBHBIE U JIP.) U
VX XapaKTepUCTHKA.

Tema 2. Opranusanusi CpBHCHOM JesITeIbHOCTH

1.Conepxanue KOPIOPATUBHOTO CTaHAApTa OOCTY)KMBAHHUS TOKyHaTele C Yy4eToM
KOPIOPATUBHBIX [IEHHOCTEH U KYJIbTYPHI.

2.Pa3zpaboTka cTaHaapTa Ha OCHOBE TEXHHUKH TIPOJIAXK.

3.CTpyKTypa YeK-JIHcTa JUIst OI[CHKH KadecTBa 00CITyKUBaHUS.
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Tema 3. Ycayra kak cnenupuyeckuii MpoayKT
1.M3yuenne nmorpeOHOCTEH yesioBeKa Kak OCHOBA ((OPMUPOBAHMS CEPBUCHON AEATEIbHOCTH.

Tema 4. KauecTBO ycayr
1.Tunel moTpebuteneii u 0coOEHHOCTHM B3auMozelcTBue ¢ HUMH. 2.0co0eHHOCTH
npuMeHeHus 3akoHa P® «O 3amnure npaB moTpeouTeNIeii.

Tema S. IlonsiTHE CEPBUCHBIX TEXHOJIOIMH
1.Ilonsarue Gopmbl 00CITyKMBaHUS, MPOTpeccuBHBIE (GopMbl oOcTykuBaHus. 2.Ilcuxonorus
cepBHCa — OCHOBHBIE MTOHATHUS 1 3a]Ia4H.

5. KOHTPOJIb KAYECTBA OCBOEHMSA JUCIIAITJIMHBI

Texkymuil KOHTPOJIb M IIPOMEKYTOUYHAs aTTECTalUs OCYIIECTBISIOTCS B COOTBETCTBUM C
«ITonoxxeHuem o TeKyIIeM KOHTPOJIE YCIIEBAEMOCTH U MPOMEXKYTOUHON aTTeCcTalluy 00y4arouuxcs B
ABTOHOMHOH  HeKOMMepueckoil opraHuzanmuu «OOpa3zoBaTenbHas OpPraHU3alUs  BBICIIETO
00pa3oBaHUs» «Y HUBEPCUTET IKOHOMUKH U YIIPABICHUSD.

Bung npomexyrounoil arrecrauuu — - 3ader. DopMa MOpOBEAEHHUS MPOMEKYTOUHOM
aTTecTaluy — IMCbMEHHBIN 3a4eT.

@OH1 OLIECHOYHBIX CPEJCTB 10 AUCLMIUIMHE IIPUBEJEH B MpUIoKeHUAX K PIIJ]

6. YYHEBHO-METOAUYECKOE OBECIIEYEHUE JUCHUIIJINHBI

Masauuenko, B.JI. CepBuchas pgesrenbHOCTh : OnopHbId KOHcIeKkT Jeknuii/ B.JL
Masuuuenko. - Cumdepomnons: AHO"OOBO" "Y2V", 2020. - 115 c.

7. MIEPEYEHb OCHOBHOM Y JONMMOJTHUTEJBHON YYEFHOU JIUTEPATYPBI,
HEOBXOJIUMOM J1JIs1 OCBOEHUA JUCHUILIAH

1. Pagpiruna, E. I'. TexHONOTMH TOCTHUHUYHOW JEATEIBHOCTH : Y4eOHO-METOJAMYECKOe
nocoOue Mo OpraHMU3alUU CaMOCTOATENbHON pabOThl CTYAEHTOB IO HAMPABJICHUIO MOATOTOBKU
43.03.02 Typusm (mpoduns «TexHONOruss M OpraHu3anus TypOIEpaTOPCKOM U TypareHTCKOM
nesrenbHocT») / E. I'. Panpiruna. — Caparos : Al [Iu Op Menua, 2021. — 80 ¢. — ISBN 978-5-
4486-0051-7. — Tekcr : snextponnsnii // Lnudposoit obpazosarenbublii pecype IPR SMART :
[caiiT]. — URL: https://www.iprbookshop.ru/70285.html (mata ob6pamenus: 19.01.2026). —
Pesxxum nmoctyna: aiis apropusup. noab3osateneid. - DOI: https://doi.org/10.23682/70285

2. OpraHu3zanus TYPUCTCKOM MAEATENbHOCTH IO OTAEIBHBIM BHJAM Typu3Ma: oOrme
TpeboBaHusl 0€30MacHOCTH U crienuduka : yaebHnoe nocodbue st 6akanaBpos / cocraputenu H. C.
Koo6s13eB, E. B. KoOszeBa. — MockBa : Aii [Iu Ap Menua, 2022. — 123 c. — ISBN 978-5-4497-
1616-3. — Texkcr : anexTponHbi // Ludposoit odpazoBarensHbIid pecype IPR SMART : [caiit]. —
URL: https://www.iprbookshop.ru/119623.html (mata oOpamenus: 19.01.2026). — Pexum
JIOCTYTIA: TSl aBTOPU3UP. TIOTh30BaTENeH

0) IOomoJIHUTEJbHAS Y4eOHasl auTeparypa:

1. Pappiruna, E. T'. TeXHOJOrMHM TOCTHHWYHOM IEATENBHOCTH : y4eOHO-METOIUIECKOe
nocoOue MO OpraHu3alil CaMOCTOSITEIbHON pabOThl CTYACHTOB IO HANpPaBJIEHUIO MOJATOTOBKU
43.03.02 TypusMm (npodunb «TexHomoruss U opraHu3alusi TYpPOIEPaTOPCKOM M TypareHTCKOH
nesrenbHocTH») / E. T'. Panpiruna. — Capatos : At [1u Op Menua, 2021. — 80 c. — ISBN 978-
5-4486-0051-7. — Texct : anekrponnsii // Lludpooit obpazosarenbublii pecype IPR SMART :
[caiir]. — URL: https://www.iprbookshop.ru/70285.html (zara o6pamenus: 19.01.2026). —
PexxuMm moctyma: 1uis aBTopusup. monb3oBareneii. - DOI: https://doi.org/10.23682/70285

2. Osuapenko, H. IT Opranu3zanus rocTAHMYHOTO JeNa : yaeOHoe nocodue s 6axanaspos / H. T1
Ogsuapenko, JI. JI. Pynenko, U. B. bapamok. — Mocksa : JlamkoB u K, Ait [Tu Op Meana, 2021.
— 204 ¢. — ISBN 978-5-394-02514-3. — TeKcCT : 31eKTPOHHBIN // DNEeKTpOHHO-OMOINOTeYHAS
cucrema IPR BOOKS : [caiit]. — URL.: http://www.iprbookshop.ru/75213.html(xata obpareHmus:
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https://doi.org/10.23682/70285
https://doi.org/10.23682/70285
http://www.iprbookshop.ru/75213.html

19.01.2026). — Pexum gocTyma: IjIsi aBTOPU3HP. MOJIb30BaTECH
3. Panmomnopt, A. B. Ucropus Typusma B Poccun : yueGHoe mocodue / A. B. Panmonopr.
— Mocksa : Poccuiickuii yauBepcurer Tpancmopra (MUUT), 2020. — 267 c. — Tekcr :
anextpoHHed // Lludposoit obpazoBarensHbiii pecype IPR SMART : [caiit]. — URL:
https://www.iprbookshop.ru/115845.html (nara obparuenus: 19.01.2026). — Pexum mocrymna: s
ABTOPH3UP. MOJIb30BaTENICH

8. IEPEYHEHb PECYPCOB UH®OPMAILIMOHHO-
TEJJEKOMMYHUKAIIMOHHOM CETHA «MHTEPHET»,
HEOBXOJIMUMBIX JIsA OCBOEHUSA JUCHUIIVIMHBI

1. Madopmarmonno-npaBoBoii mopran «lapant»: o¢unmaneHelii  caiit. — URL:
http://www.garant.ru/ — TekcT: 3JIeKTpOHHBIN.
2. lludpoBoii obOpazoBatenbHbI pecypce «IPRsmarty: odunmansueiii caiit. — URL:

http://www.iprbookshop.ru/ — Tekct: 3J1eKTpOHHBII.

3. @enepaibHOE areHTCTBO 1O TypusMy MuUHuUCTEpCTBa KyabTyphl  Poccuiickoit
®enepannn: opunmansHelii caiit. — URL: http://russiatourism.ru/ — Tekct: 371eKTpOHHBIIA.

4. O¢unmansabiii cait PenepanbHOl ¢y 0bl rocygapcTBeHHol ctatuctuku PO (Poccrar)
[DnexTpoHHbIii pecypc]. — Pexum mocryma: https://rosstat.gov.ru/

9. METOAUYECKUE YKA3ZAHUA JJIS1 OBYYAIOIIUXCA
1O OCBOEHUMIO JMCIIMITJIMHbI

[Ipu nmpoBeneHun nexuuid, 1a00paTOPHBIX 3aHATUI, CaMOCTOSITEIbHON PabOTE CTYAECHTOB
MMPUMCHAIOTCA HHTCPAKTUBHBLIC (1)OpMI)I IMPOBCACHUA 3aHATHI C HCJIBIO MOTPYKCHHUA CTYACHTOB B
peanbHyl0 atMocepy Npo(ecCHOHATBHOTO COTPYAHHYECTBA 110 pa3pelleHuio MpoOlIieM,
ONTUMAJILHOW BBIPAOOTKM HaBBIKOB M KauecTB Oyayuiero crnenuanucra. MHTepakTUBHBIE (OpPMBI
OpOBEICHUS  3aHATUH  MpelanojaraloT oOydyeHHMe B  COTpyIHHYecTBe. Bce  ydyacTHUKH
00pa3oBaTeNpHOrO Tporecca (MPenoaaBaTeslb U CTYAEHTHI) B3aUMOICHCTBYIOT IPYr C JPYToM,
00MEeHMBaIOTCs MHPOpMaLell, COBMECTHO PELIAlOT POOIEMbI, MOAETHPYIOT CUTYAILHIO.

B yue6HOM mpoliecce UCTIOIb3YIOTCS HHTEPAKTUBHBIE (DOPMBI 3aHATH:

1) TBopueckoe 3ajaHue. BpimoJHEHHE TBOPYECKUX 3aJaHUil TpeOYOT OT CTyAeHTa
BOCIIPOM3BEJCHNE IIOJydeHHONW paHee uWHpopmMamuu B  Qopme, OmpenensieMoil
npernojiaBaTeneM, U TpeOyrolei TBOpYECKOro NoaxoAa.

2) I'pymmoBoe obcyxienue. ['pymmoBoe oOCyXIeHHE KOro-mOO BOMpPOCa HAMpaBICHO Ha
JOCTH>KEHUH JTYUIIEr0 B3aMMOIMOHUMAHHMS U CIIOCOOCTBYET JyYIIEMY YCBOCHHIO H3Y4aeMOro
Marepuana.

10. MIEPEYEHb TH®OPMAIIMOHHBIX TEXHOJIOT Ui, UCIIOJIb3YEMBIX ITPA
OCYHIECTBJIEHUU OBPA3OBATEJIBHOI'O MTPOIECCA 110 JIUCHUIIINHE,
BKJIIOYAS ITIEPEYEHD ITPOI'PAMMHOI'O OBECIIEYEHUA U
NHOOPMALMOHHBIX CITPABOYHbIX CUCTEM (ITPM HEOBXOJINMOCTHN)

B nporiecce IEKIIMOHHBIX M MPAKTUYECKHUX 3aHATUN UCTIOIB3YETCs Ceyrolee
IporpaMMHO€E 0OecIieueHue:

- porpamMmsl, o0ecrieunBaronme 10cTyn B ceth MHTepHeT (Hanpumep, «Google Chrome»);

- MIPOTrpaMMbl, IEMOHCTPAIIMK BUIE0 MaTepUalIoB (HapuMmep, mpourpeiBarenb « Windows
Media Player»);

- MIPOrPaMMBI JIJIsl IEMOHCTPAIIUU B CO3JaHus Tpe3eHTanuii (Hanpumep, «Microsoft
PowerPointy).

11.. OIUCAHUE MATEPUAJIBHO-TEXHUYECKOI'O OBECIIEYEHMUS,
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HEOBXOJINMOTI'O JJIA OCYIECTBJIEHUSA OBPA30BATEJIBHOI'O TIPOLECCA
o AMCIUIIVIMHE

Jns mpenojgaBaHusi AUCHMIUIMHBI HE TpeOyeTcs CHEIUalbHBIX MaTepHalbHO-TEXHUYECKHX
cpencTB (1abopaTopHOTO 00OPYIOBaHMS, KOMIBIOTEPHBIX KIAacCOB W T..). OJHAKO BO Bpems
JCKIMOHHBIX 3aHATUI, KOTOpbIE MPOBOASATCS B OOJBLIONW ayAMTOPUM, HMEETCS BO3MOXKHOCTH
UCIIOJIb30BATh IPOEKTOP JJISI JEMOHCTPALIUU CIIAiIOB, CXEM, TAOJIUIl U TIPOYEro MaTepuana.
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