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1. IACIIOPT PABOYEM INPOT'PAMMBI YYEBHOM JUCIHUITIIUHBI
«CEPBUCHAMA JEATEJBHOCTDb B TYPU3ME U TOCTEIIPUUMCTBE»
1.1.MecTo 1MCHUIIMHBI B CTPYKTYP€e OCHOBHOM 00pa30BaTeIbHON POrpaMMbI:

YueOnass mucruruimHa «CepBUCHAsI JAEATETBHOCTh B TYpH3ME U TOCTEIPUHUMCTBEY» SBISICTCS
00s13aTeNIbHONM YacThI0 0OO0IIENPO(ECCHOHATBHOTO LKKIJIA OCHOBHOW 00pa3oBaTeilbHOW MpPOTrpamMMbl
cpenHero mpodeccuonansHoro obpazoBanus B coorBerctBuu ¢ ®I'OC CIIO mo cnenmambHOCTH
43.02.16 Typusm 1 rocCTEIPUUMCTRBO.

Oco00e 3HaUYCHHE TUCIUTINHA UMeeT TTpHu hopmupoBanuu 1 pazputau OK 01

Kon

HaumMmeHnoBaHue o0IUX KOMIIETEHITAI

OK 01

Bri6upath ciocoObl perienus 3a1a4 npodecCHOHANbHON AeSITENbHOCTH
MIPUMEHHUTEIBHO K PA3JIMUYHBIM KOHTEKCTaM

1.2. Ilnanupyemble pe3yJbTaThbl 0CBOEHHUS M CHUTLIHHBI

B pesynbrare u3ydeHus: AUCHUILTUHBI 00YYaIONIUICS JOIKEH:

ymembo

MIPOBOJIMTH ITOUCK B PA3JIMYHBIX MIOMCKOBBIX CUCTEMAX;
UCIIOJIb30BATh PA3JINYHbIC BUJIbI YICOHBIX U3JAHHIA;

MPUMEHSITh METOJUKH CaMOCTOSITEIIBHONH PabOThI ¢ y4eTOM OCOOEHHOCTEH
W3y4aeMOU JTUCIUILTUHBI;

OIKCHIBATH METOJIbl MOHUTOPUHTA PhIHKA YCIIYT;

BOCITPOM3BOJIUTH IIpaBujIa OOCITYKUBAHUS OTPEOUTENCH YCIyT

3Hamby.

B pe3ynbraTe 0cBOEHUS NUCUUIIIMHBI 00 yYaIOLIUICS 10JIKEH 3HATh!
HCTOPHIO U TEOPUU B cpepe Typu3Ma U FOCTEIIPUUMCTBA,
KJIacCU(UKALUN yCIYT U CEpBUCA;

METO/bl MOHUTOPHUHIA PHIHKA YCIIYT;

npaBuiia 00CITy>KUBaHUS TOTPEOUTEIICH YCIYT.




2. CTPYKTYPA U COJAEP)KAHUE YYEBHON JUCIUTIINHBI

2.1. O0beM y4eOHOH JUCHUIJIMHBI M BUAbI Y4eOHOI padoThI

Bupa yueOHoii padboThl

O0BeM B yacax

O0bem 00pa3zoBaTeIbHOM NMPOrpaMMbl y4eOHOM TUCIUTIIIHHBI 72
BT. U.:

TEOpEeTUIEeCKoe 00ydeHne 20
[PaKTUYECKUE 3aHATUS 22
Camocmosmenvhas paboma 22
Koucynpranuu 2
IIpomexyTouHas aTTecTAUUA (IK3aMeH) 6




2.2. TemaTn4yecKMii IJIAH U CoJepPKaAHNE YUeOHOH TUCHUNIMHBI

Koanl
KOMIIeTeHIINI 1
JIMYHOCTHBIX
HanmenoBanme OoneM, pe3yJIbTaToB,
Conep:xanue yuedOHOro MmaTrepuasa u popMbl OpraHU3alMH eI TeJLHOCTH 00yYaommXcst (¢hopMupoBaHUIO
pa3/ieJioB M TeM aKaj. 4.
KOTOPBIX
crnocodcTByer
3J1eMeHT
MpPOrpaMMbl
1 2 3 4
Pasnen 1. Teopernyeckue 0CHOBBI CEPBHCHOM 1eSITEJILHOCTH 32
Tema 1.1. OcHoBbl | Coaep:kanue yueOHOro MaTepHaJia 16 OK 01
TEOPUH YCJIyr [Tonsitue ycmyru. CBolcTBa yciyrd. THIBI yCIyT: MPOU3BOJICTBEHHBIE, PaCIIpEICIUTEIbHEIC,
npodeccuoHalIbHble, [OTpeduTeNnbCckue, oOmecTBeHHble. Knaccudukauus yeayr mo
NPUHIUIIAM: BEIIECTBEHHOCTH WM HEBEIIECTBEHHOCTH, MaTepHaJbHBIE W HEMaTepHabHBIC,
CTaHJApTU3UPOBAHHBIE U TBOPYECKHE,  IPOM3BOJICTBEHHbIC U HENPOU3BOJACTBEHHbIE,
KOMMEpYECKHE W HEKOMMEPUYECKHE, YHCThle W CMEIIAaHHBIE, WJICAIbHBIE | peallbHbIC, 4
JIETUTUMHBIE U HEJIETUTUMHBIE, TMYHOCTHBIE U OE€3JTUYHBIE, IPOCTHIE U CIOXKHBIE U T.JI. Y CIYTH
B COBPEMEHHOW SKOHOMHKE M MX OCOOCHHOCTH Kak ToBapa. PBIHOK yCIyT M ero 0COOEHHOCTH.
[Toxynarensckuii puck B cdepe yciayr. MapkeTHHroBas cpena HpPEINpUATHS CepBHUCA.
CerMeHTHpOBaHHE PHIHKA YCITYT.
B ToM 4nciie NPAKTHYECKHUX 3aHATHH 6
XapaKkTepuCTUKA OCHOBHBIX MOKa3aTeNen yciyr 6
CamocrosiTeibHAsA padoTa 00y4yalommMXxcst 6
Opranu3anus AesTeJIbHOCTH NPEANPUSITUS CEpBUCA 6
Tema 1.2. | Conep:xanue yueOHOT0 MaTepHaJia 16 OK 01
CymHocTb CepBuc Kak AedaTenbHOCTb. OCHOBHBIE 3a/laid COBPEMEHHOI'O CEpBHCA: KOHCYJIbTUPOBAHHE,
CHCTEMbI CEPBHCA | TIOATOTOBKA NIEPCOHANA U TOKYIATeNs, Nepeaada HeoOX0JMMON TeXHHUECKON JTOKYMEHTAIIHH,
JIOCTaBKa W3JeNusi, TNpPUBEACHUE H3eNus B pabouyee COCTOSHUE, OINEpaTHBHAs IMOCTaBKa
3armacHbIX vacTei, cOop u cuctemaruzanus uHpopMauuu, (HOpMHUPOBAHHE TOCTOSIHHON 4

KIIMEHTYpBl pbIHKA. Bunabl cepBucHON aedarenbHOCTH. (OCHOBHBIE BHJBL: TEXHUYECKHH,
TE€XHOJOTHYECKHM, HHPOPMAIIMOHHO-KOMMYHUKATUBHBIN, TPAHCIOPTHBIM, T'yMaHUTApHBIH.
Knaccugukaius cepBuca: 1Mo BpPEMEHHM €ro OCYIIECTBIEHHs, MO COIEpKaHUI0 paboT, 1O




HAIPaBIEHHOCTU YCIYT, 1O CTENEHU aJanTalMu K MOTpeOuTeNsM, 1Mo macmrady U T.A.
OcHOBHBIE MOAXOABI K OCYLIECTBIEHUIO Ce€pBHCA. TEHIEHIUU COBPEMEHHOIO CEpBUCA.
[TpuHIMIIBI COBPEMEHHOT'O CEPBHCA.

B ToM 4nc/ie NpaKTHYEeCKUX 3aHATHI 6
XapakTepucTuka KiaccupuKkaluyd NoTpeOHOCTeH B yciryrax 6
CamocrosiTeibHast padoTa 00y4YaomMXxcst 6
["apanTHitHOE 00CTY)XKHBaHUE 6
Pa3nes 2. Opranusanus cepBUCHOM /1esITeJIbHOCTH 32
Tema 2.1. | Copepxanue y4eOHOI0 MaTepuaJia 16
IIpenocrasiienue OcHOBHBIE XapaKTEPUCTHKH MAaTEPUANBHBIX U COIMAIBbHO-KYIBTYpPHBIX ycuyr. Cnernuduka OK 01
OCHOBHBIX BH/OB | IPEJOCTABICHUS YCIYT: IOMEUIEHHE, 000pYyI0BaHUE, IEPCOHA, OPTaHU3aLUsl 00CTyKUBAHUS,
yCJayr. ®opMBbl, | OCHOBHBIE TAIbl UCTIOTHEHHS yCIIyT. TpeOoBaHUs MO MPEIOCTABICHUIO YCIYT: 0053aTeIbHOCTh
MeTO/Ibl, NPaBWJIA | TIPEIIOKEHHS, HE00A3aTEIbHOCTD HCIIOIB30BAHUS KIIMEHTOM, JIACTHYHOCTH CEPBUCA, YA0OCTBO
00cI1y’KHBaHHA cepBrca, HHGOPMAIIMOHHAS OT/a4ya CepBUCa, pa3yMHas 1IEHOBas IMOJIMTUKA, TApAaHTHPOBAHHOE
norpeouresiei. COOTBETCTBUE MPOU3BOJCTBA CEPBUCY.
KauecTBO Cepauc kak notpedHocTh. Poib cepBrica B y10BIETBOPEHHUH MOTPEOHOCTEH YeIOBeKa.
CePBHUCHBIX @a3pl BBIOOpa MOTPEOUTENSIMH TOBAPOB U YCIYT: IIeNb, NPHHATUE PEIICHHS, JCHCTBUS,
yeayr yIIOBJIETBOPEHHE MOTPEOHOCTH.
®opmbl ¥ MeTO/IbI 00CTyXUBaHUS MoTpeduTeneil. @opMmel: 00CIyXHBaHUE NOTpeOUTENe B
CTAllMOHAPHBIX YCIIOBHSX, OOCIy)KMBaHHE MOTpeOUTENEH ¢ BbIE3I0OM Ha J10M, OECKOHTAKTHOE
0o0CIyMBaHUE IO MECTY >KUTEIbCTBA IMOTPeOUTENs, OOCITY)XKMBaHHE C HCIOJb30BaHUEM 6

OOMEHHBIX (OHJOB TOBapOB. MeToabl: OOCIYKHBAaHUE CHEIHATUCTOM II0 CEPBUCY,
caMooOCTyKUBaHUE, IKCIIPECC-00CTYKUBAHUE U T.]I.

OOcnyxuBaHue moTpeOuTeneld B KOHTAakTHOM 30He. [loHATHE «KOHTAKTHOM 30HBD».
CooTBeTcTBHE KOHTAaKTHOM 30HBI XapakTepy U COJACP)KAHUIO CEPBUCHOM JAESITENbHOCTU;
TEXHUYECKas OCHAIEHHOCTb; MOMEIIEHUs; 00pa3lbl M3JENui; ONUCaHHE YCIYr; CTOMMOCTb
YCIIYT.

[Toka3zarenu npoecCHOHAIILHOTO YPOBHSI EpCOHaNIa B KOHTAKTHOM 30He. [IpodeccronanbHble
KayecTBa COTPYJIHUKA: HE NPUUYUHATH NOTPEOUTENIO YCIyrd HeyaoOcTBa 0e3 KpaiiHei
HE00XO/IMMOCTH, HE JIOIyCKaTh BOBHUKHOBEHHUS y HETO OOJIC3HEHHBIX MJIM HETTPUSTHBIX
OILYIIEHUH, ObITh 00XOAUTENBHBIM, JIF00e3HbIM. KybTypa cepBuca.

[TpaBuna o6cmyxuBanus norpeduteneil. Cucrema 3aKOHOIATENBFHO-TIPABOBBIX, HOPMATHUBHBIX,
TEXHUYECKHUX JIOKYMEHTOB TI0 PETYIIMPOBAHUIO OTHOIICHUH MEKIY MCTIOIHUTEISIMHU




YCIYT U NOTPEOUTENS MU, YCTAHOBJICHHUIO TPABUJ KOHKYPEHTHOW OOpbOBI, OTrpaHHYEHUIO
PHCKOB.

JloroBop Kak OCHOBaHHUE JJIsl OKa3aHUs ycayT norpedurento. Pacropkenue norosopa.
OTBeTCTBEHHOCTH CTOPOH. Bo3Mmenienne yosiTkoB. HemocraTku okazanHoii yenyru. [Iponenypa
OILIAThI YCIYTH.

KauectBo ycmyru. KadectBo oOcmyxkuBanus. Cucrema mokazaTeliell ycIyr: Ha3HadeHUs,
0€30MacHOCTH,  HAJEKHOCTH,  COLMAJIBHOTO  HAa3HAYEHUs  YCIYr,  ICTETHYECKHUE,
UH(POPMATUBHOCTH YCIyT, MpodeccuoHanu3Ma mnepcoHana. OCHOBHBIE XapaKTEPUCTUKU
KaYeCTBEHHOCTU:  CBOEBPEMEHHOCTb,  CKOPOCTb,  KOM(OPTHOCTb, O3THKA, ICTETHUKA,
KOMIUIEKCHOCTb, ~ MH(OPMAaTHBHOCTb,  JOCTOBEPHOCTh,  JOCTYIMHOCTh,  O€30MAaCHOCTb,
9KOJIOTHYHOCTb U T.J. (TI0 IPUMEHEHHUIO).

KonTponb kauectBa yciayr. Cuctema KOHTpOJIS KauecTBa. MeTo1bl KOHTPOJIS: LIeJu
MpUMEHEHHUs, (U3UKO-CTATUCTUUYECKUE TIPU3HAKU U MPOLEAYPHl, (POPMUPOBAHHUE PE3YTHTATOB.
HopmarusHo-npaBoBas 6a3a: @3, IIpaBuna, cuctema 'OCTos.

B ToM Yuc/ie NPaKTHYECKUX 3aHATHI

YTouHEeHUE XapakTEPUCTUK U CHEU(PUKU IPETOCTABICHUE PA3IUYHbBIX YCIYT

OHpe,I[CJ'ICHI/IC Ka4ueCTBa CCPBUCHBIX YCIIYT

CamocrosiTejibHas padoTa 00yYarouuxcst

HopmatuBHO-IIpaBoBo€ 1oJie 0€30MacCHOCTH YCIIyT

OO INN |~

Tema 2.2.
OcymecrBienne

yCayr

Conep:xanue yueOHOTro MaTepuaJia

CoumanbHO-KyJIbTypHBIE yeIyrH. TypucTrdeckue yciayri. OKCKypCHOHHBIE YCIyTH. Buasl TypoB. Buel
TYPHUCTCKOI'O CEPBUCA: BHYTPEHHMI, BbE3JHOM, BBIE3IHOM, CAMOAESTENBHBIN Typu3M. Buibl cepBUCHOM
JIEATENIBHOCTH: YCIYTH TypoOIepaTopa, YCIYrM TypareHTa, YCIyI'H IpH CaMOJEATEIBHOM TypHU3ME,
9KCKYPCHOHHBIE YCIIYTH, YCIYTH MPEIIPHUATHS TUTAHNUS.

Kommnnekc ycuyr. JIoNONHUTENbHbBIE YCIYTHU.

B ToM 4nciie NPAKTHYECKHUX 3aHATHH

TypI/ICTCKI/Ie, OKCKYPCHOHHBIC, TOCTUHHWYHBIC YCIYIrM W YCIYru HNOpCANpUATASA MMUTAaHUA.
CDOpMPIpOBaHI/IC 1 TPOJABHUIKCHUC HOBBLIX YCJIYT B C(bepe Typu3Ma U TOCTCTIPUHUMCTBA

CamocTtosiTesibHass padoTa 00y4yalomMXxcst

OK 01

HopmartuBHO-1IpaBoBoe 1oJie 0€30MacHOCTH YCIIyT

KoHncyabranuu

IIpome:xxyToyHasi arrecTanus (IK3aMeH)

OINBA~PA O O

Bcero:




3. OCOBEHHOCTHU PEAJIM3ALIMU JIMCHUIIVIMHBI B OTHOWEHUU JINL U3 YA CJIA
HUHBAJUIO0B U JINL C OT'PAHUYEHHBIMH BO3MOKHOCTAMMU 3/10POBbSA

OOyyaronuecs ¢ OTpaHMYEHHBIMH BO3MOXKHOCTSMHU 3/I0pPOBbS, B OTJIWYHE OT OCTaJbHbBIX
00yJaromuxcsi, UMEIOT CBOM crien(udecKkue 0COOCHHOCTH BOCIIPHSITHS, TIEpepaboTKU MaTepuania.

[TonGop u pa3paboTka yueOHBIX MaTEPUAJIOB JOJHKHBI MPOU3BOJIUTCS C YYETOM TOTO, YTOOBI
MPEJOCTABIIATh ATOT MaTepHual B PA3MUYHBIX (OpMax Tak, YTOOBI MHBAIMIBI C HAPYLIICHUSAMHU CIIyXa
noyiydyainu HWH(OpMalnMi0 BH3yadbHO, C HAapyUICHUSIMH 3pEeHUS — ayAualbHO (Hampumep, ¢
UCTOJB30BAHUEM TPOTPAMM-CHHTE3aTOPOB pEYM) WM C MOMOINBI0 TU(HIOMHPOPMALMOHHBIX
YCTPOMCTB.

Br16op cpencTB u MeTo0B 00y4YeHHsI OCYIIECTBIISIETCS caMUM TpenojaBatensm. [Ipu stom B
00pa30BaTeNbHOM IPOLIECCe PEKOMEHIYETCSl UCIOIb30BaHUE COLUAIBHO-aKTUBHBIX U pe(IEeKCUBHBIX
METOAOB OOYYEHUS, TEXHOJOTHH COLMOKYIBTYPHOU peabMIMTAllMN C LENbI0 OKa3aHWs TOMOLIM B
YCTAHOBJICHUH MOJHOLEHHBIX MEXINYHOCTHBIX OTHOIICHHH C JPYTMMU OOYYarolIMMHCS, CO3TaHHUU
KOM(OPTHOTO ICUXOJIOTUIECKOTO KJIMMaTa B CTYACHYECKON TPYIIIIE.

CornacHo TpeOoBaHUSAM, YCTaHOBIEHHbIM MwuHOOpHayku Poccuu K HOpSAAKY peanu3ainuu
00pa3oBaTeNbHON NESTEILHOCTH B OTHOIIECHUH MHBAIM/IOB M JIUI] C OTPAHUYCHHBIMH BO3MOXKHOCTSIMHU
3JI0pOBbs, HEOOXOIUMO UMETH B BHLY, UTO:

1) MHBaNHIBI ¥ JIUIA C OTPAHUYCHHBIMUA BO3MOXXKHOCTSIMHU 37I0POBBS 110 3PEHUI0 UMEIOT IPaBO
MPUCYTCTBOBATh Ha 3aHATHUSAX BMECTE C aCCUCTEHTOM, OKA3bIBAIOIIUM O0y4YaromeMycss HeOOX0IUMYIO
MTOMOIIIB.

2) UHBANUABI U JHIIA C OTPAHUYCHHBIMU BO3MOKHOCTSIMU 3JIOPOBBS 0 CIIyXy UMEIOT IIPaBO Ha
MCTIOJIb30BaHNE 3BYKOYCHUJIMBAIOIIECH armapaTyphl.

[Ipn npoBegeHHM NPOMEXKYTOYHOW aTTECTAllMM MO JUCHUIUIMHE oOecreynBaeTcsl COONI0ICHHE
CIICAYIOMINX OOIINX TPEeOOBAHMIA:

- MIPOBEJICHUE ATTECTAINH I UHBAIHUJIOB B OJHON ayJUTOPHUH COBMECTHO C OO0YYarOIIMMHUCH,
HE SIBISIONIMMHCS WHBAJIWAAMHU, €CIM O5TO HE CO3[aeT TPYAHOCTEH /I HMHBAJTUAOB M HHBIX
oOyuaroluxcst Mpu MPOXO0KIEHUU TOCYIapCTBEHHOM UTOTOBOI aTTeCcTallNH;

- TPUCYTCTBHE B AayAWTOPUH ACCHCTEHTa (ACCHUCTEHTOB), OKA3bIBAIOIIETO OOYYaIOIIMMCS
WHBaJIMJIaM HEOOXOJIMMYI0 TEXHHYECKYIO TMOMOIIb C Y4€TOM HMX HHIUBUAYAIbHBIX OCOOEHHOCTEU
(3aHsATH pabouee MecTO, MepeABUIaThbcsa, NPOYUTaTh U O(GOPMHUTH 3aJaHue, oO0ImaThcad C
HK3aMEHATOPOM);

- TIOJIb30BAaHHE HEOOXOJWMBIMU OOYYAIOIIMMCS MHBAIUAaM TEXHHUYECKUMH CPEICTBAMH IIPH
MPOXOKJICHUH aTTECTAllUU C YU€TOM UX MHAWBUAYAIBHBIX OCOOCHHOCTEH;

- olecrieyeHre BO3MOXXHOCTH OECIPETSTCTBEHHOTO JOCTyNa OOYYaOUINXCS HWHBAJIHIOB B
ayJAMTOPUH, TyaJeTHbIE U IpYTHe NOMEIEHUs, a TaK)Ke UX MPeObIBaHUS B YKa3aHHBIX TOMELICHHUSX.

[Io mnwEcbMeHHOMY 3asBICHHIO OOYYaromerocss WHBAIHIA IPOJODKUTENFHOCTh  CHAYU
o0yJaroImuMcsl MHBAJIMJIOM HK3aMEHa MOXKET OBbITh yBEJIMYEHa 10 OTHOUICHHIO K YCTaHOBJIEHHOM
MPOIOIDKUTEIFHOCTH €0 CIauu:

- IPOJIOJKUTENBHOCTD C/Iaud 3K3aMEHa, IPOBOIMMOI0 B MUCBbMEHHON (opMme, - He OoJiee yeM Ha
90 MuHyT;

- MPOJOJDKUTENBHOCTh MOATOTOBKM OOYyYaroIlerocsi K OTBETY Ha JK3aMeHe, IMPOBOJMMOM B
yCTHOU opme, - He Oosiee ueM Ha 20 MUHYT;

B 3aBucuMOCTH OT MHIUBUAYAJIbHBIX OCOOCHHOCTEH OOYYaIOMIMXCSl C OrpaHUYEHHBIMHU
BO3MOYKHOCTSIMH 37I0POBBSI OpPTaHU3aIMsl 00ECIIeYNBACT BBIOJHEHHUE CIECAYIOIIUX TpeOOBaHWU TpH
MIPOBE/ICHUH ATTECTAIUH:

a) IS CIICTIBIX:

- 33J]aHUs U MHbIE MaTepHajbl JUI Cla4M 3K3aMeHa O(OpMIISIOTCA penbe(HO-TOUEUHBIM
mpudToM Bpaiins nim B BUIE IEKTPOHHOTO JTOKYMEHTA, JOCTYITHOTO C IMIOMOIIBI0 KOMITBIOTEpa CO
CNEeLUAIU3UPOBAHHBIM IIPOTPAMMHBIM 00ECTIEYEHHEM /IS CIIETbIX, JIN0O0 3aUUTHIBAIOTCS ACCUCTEHTOM;



- NHCbMEHHBIC 3aJ[aHMs BBINOJHIIOTCA OOydJalomMMHCS Ha Oymare penbe(HO-TOUECUHBIM
mpudToM Bpaiiins nim Ha KOMIBIOTEPE CO CHEIHATH3UPOBAHHBIM MTPOTPAMMHBIM 00ECTICUCHHEM JIJIs
CIIENBIX, 100 HAJUKTOBBIBAIOTCS ACCUCTEHTY

- TOpU  HEOOXOIUMOCTH  OOYYaIONIMMCS  TPEAOCTABISETCS  KOMIUIEKT  ITHCHMEHHBIX
NPUHAIIISKHOCTEH M Oymara aisi mucbMma penbedHOo-ToueuHbIM mpudToM Bpaiins, kommboTep co
CICIUATM3UPOBAHHBIM IPOTPAMMHBIM 00ECIICYCHHEM JIJIS CIICTIBIX;

0) ist c1aboBUISIINX:

- 3aJJaHKS U MHBIC MaTePUAIIBI [T CIaYH SK3aMeHa 0(OPMIIIOTCS] YBEITMYCHHBIM MIPU(TOM;

- o0becrnieurBaeTCsl MHIUBUIyAIbHOE paBHOMEPHOE ocBelieHue He meHee 300 Jirokc;

- NP HEOOXOTUMOCTH OOYYaIOUIMMCS IPEIOCTABISICTCS YBEIUYMBAIONIEE YCTPOUCTBO,
JOIyCKAETCs UCIIOb30BaHKUE YBEIMUMBAIOIIUX YCTPOUCTB, HMEIOLIUXCS y 00yUaroInXCs;

B) JUTS TIIXUX U CIIA0OCIBIIIANIUX, C TSHKEIBIMUA HAPYIICHUSIMU PEYH:

- obecrieunBaeTCs HAJIMYME 3BYKOYCHIIMBAIOIIEH amlmapaTrypbl KOJUIEKTUBHOTO IIOJIb30BaHMUS,
Opu  HEOOXOMUMOCTH  OOy4aromMMCSl  MPENOCTaBISIETCS  3BYKOYCHJIMBAKOINAS  ammaparypa
WH/IMBUYAJILHOTO MOJIb30BAHMS;

- TI0 WX YKEJIAHWIO UCIIBITAHHS TPOBOJISATCS B MUCBbMEHHOM (hopMe;

T) JUId JHI C HApyMICHWSMH OIOPHO-IBUTATEIBHOTO ammapara (TSHKeIbIMH HapyHICHUSMHU
JIBUTATEIbHBIX (DYHKIMI BEPXHUX KOHEUHOCTEH WM OTCYTCTBUEM BEPXHUX KOHCUHOCTEH):

- THUCbMEHHBIC  3aJaHUsl  BBIIOJHSIOTCS  OOydYalOUIMMHCS Ha  KOMIBIOTEpE  CO
CICIUAITM3UPOBAHHBIM IPOTPAMMHBIM 00ECIICYCHHEM HIIH HAaTMKTOBBIBAIOTCS ACCHCTEHTY;

- TI0 UX YKEJIAHWIO UCIIBITAaHHS TPOBOJISATCS B YCTHOM (hopme.

O HeoOxomuMmocTu oOecreueHus: CHEIHATbHBIX YCIOBUH Il TPOBEACHUS aTTECTAIUU
00yJaromuics TOMKEH COOOIINUTh MUCBMEHHO He Mmo3aHee, yeM 3a 10 mHel mo Havana arrectamun. K
3asIBJICHHIO TIPUJIATa0TCs TOKYMEHTBI, IIOATBEPKIAFOIINE HATMYHE Y 00yJaroIIerocsi WHANBUIYAIbHBIX
ocoOeHHOCTeH (TIpU OTCYTCTBHH YKa3aHHBIX JOKYMEHTOB B OpPTaHHU3AIINN ).

4. 3ATAHUS J1JISI CAMOCTOSTEJIBHOM PABOTHI OBYUAIOIINUXCS
4.1. ®opMbI caMOCTOATEIbHON Pa00THI 00y4arOIIUXCS

[Ipy myaHUPOBAHMU CAMOCTOSITENIbHOM BHEAyJUTOPHOW pabOThl 00yYarolMMCS MOTYT OBbITh
PEKOMEHIOBAHBbI CIIEAYIOLIUE BUbI 3aJaHUM:

Camocmosmenvnasn paboma Ne 1
Tema «Opeanusayus 0essmensHOCmu NPeoOnpuUsmus cepeucay
[{enb paGoThI: pa3paboTaTh OPraHU3AMOHHBIN IJIaH 110 BApHAHTaM:
A) CermMeHTHpOBaHME PBIHKA YCIYT
b) Iunamuka moTpeOUTENbCKOTO CIpOoca Ha IPOYKITHIO
B) MapkeTtunroBas cpezia npeAnpusTUs cepBuca

Camocmosmenvnas paboma Ne 2
Tema «I apanmuiinoe oocuysrcusanuey
Llenb paGoOThI: IPUMEHHUTh FAPAaHTUPOBAHHBIE 00SI3aTEILCTBA IO BapUAHTAM:
A) IIpyHUIMIIBI TAPAHTUIHHOTO OOCITY>KUBAHHS
b) ®ynkuuu rapanTun

Camocmosmenvras paboma Ne 3 u Ne 4
Tema «Hopmamusno-npasogoe nose b6esonacnocmu ycuyey»
[{enb pabOTHI: MPUMEHHUTH MIPABOBYIO 0a3y
A) ®enepanbHble 3aKOHBI



b) IIpaBuna
B) Cucrema 'OCToB

4.2. Bonnpocs! AJ151 caMOCTOSITeIbHON PadoThI

HaumeHoBaHue pa3/iejioB M TeM IUCUUNIMHBI/ dopmMupyemblie
CamocrosiTesibHas padoTa 00y4aOIMMXCs KOMIIeTeHIIUH
1 2
Tema 1.1. OcHOBBI OK 01
TEOPHH YCJIYyr
Tema 1.2. CyniHocTh CHCTEMBI CEPBHCA OK 01
Tema 2.1. IlpenocTraB/ieHue OCHOBHBIX BHI0OB yciayr. @opmbl, MeToasl, | OK 01
NnpaBuJIa 00CIyKUBAHUS
norpedureeii. KauecTBo cepBUCHBIX
yeayr
Tema 2.2. OcyuiecTBiIeHHE YCIYT OK 01

O 001N DN B~ WK =

K

4.3. [IpumepHasi TeMAaTHKA I0KJIA/I10B

Dopmupyemvie komnemenyuu — OK 01
. PBIHOK yCIIyT M €ro 0co0eHHOCTH
. Ilokynarenbckuii puck B cepe yciuyr
. MapkeTuHroBas cpefia mpearpusThs CepBUca
. CerMeHTHpOBaHNE PhIHKA YCIYT
. [IpuHIMITBI COBPEMEHHOTO CepBUCa
. 3a71a9u COBPEMEHHOT'0 CepBUCa
. OCHOBHBIE TIOJIXO/IbI K OCYIIIECTBIICHUIO CEpBUCA
. YcuseHne poid cepBuca B COBPEMEHHOM SKOHOMHKE
. Buzsl cepBuca no conepxanuio padot

5. 3SATAHUS JJISI MIPAKTUYECKWX 3AHATUI

[To nucuuIuIMHE NPEeAYCMOTPEHBI NPAKTUYECKUE 3aHATUS C HCIOJIb30BAaHUEM AKTHUBHBIX H
MHTEPAKTUBHBIX (POPM MpOBeIeHNUs 3aHATUH (pa30opa KOHKPETHBIX CUTYallul, TPYIIOBBIX JAUCKYCCUH)
B COYETAaHUH C BHEAYTUTOPHOM paboToil 11 OpMHUPOBAHUS U Pa3BUTHS OOIINX U MPO(ECCHOHATBHBIX

OMIIETEHITUN 00yJaroIuXCsl.
HaumeHnoBaHue pa3iesioB U TeM ®opmupyemble
AUCUHMILIUHBI/TIPAKTHYECKHE 3aAHATUS KOMIIeTeHIIUH
1 2
Pa3nes 1. TeopeTrnueckue 0CHOBbI CEPBHCHOM
AeSATETbHOCTH
Tema 1.1. OcHOBBI OK 01
TEOPHH YCJIYT
XapaKkTepuCTUKA OCHOBHBIX MOKa3aTeNen yCiIyr
Tema 1.2. CymHOCTb CHCTEMBI CEpPBHCA OK 01

XapakTepucTHKa KiIaccupUKaIi NOTpeOHOCTEH B ycayrax

Pa3nes 2. Opranusanusi CEpBHCHOM 1esiTeIbHOCTH




Tema 2.1. IlpemocraBjieHHMe OCHOBHBIX BHIOB YCJYT. OK 01
DopMbl, METO/IbI, MPABUJIA 00CTY:KUBAHUS
norpeoduTesieii. KayecTBo cepBUCHBIX

ycayr

YTOouHEeHHE XapaKTePUCTHK U CelU(PUKHN MPEAOCTaBICHHUE
Pa3IUYHBIX YCIYT

OmnpeJienenne KauecTBa CEPBUCHBIX yCIyT

Tema 2.2. OcymiecTBJIeHHE YCIAYT OK 01
Typucrckue, S5KCKypCUOHHBIE, TOCTUHUYHbBIE YCIYTH U YCIYTH
npeanpusTis nutanus. PopMUpoBaHHE U TPOIBUKEHUE
HOBBIX YCIYT B c(pepe Typu3Ma U TOCTENPUUMCTBA

6. YCJIOBUS PEAJIN3ALIAU ITIPOTPAMMbBI YYEBHOM JIUCHUILIAHBI

6.1. lis peasiu3anuu NPorpaMmbl JUCIHUIIIHHbI
Jlist peanmu3anuy IporpamMMbl y9eOHOW JTHCIHILIMHBI JOJDKHBI OBITH TIPETyCMOTPEH KaOWHET
COLMATIbHO-TYMaHUTAPHBIX TUCIUIUINH; ydeOHas ayauTOPHs IS TIPOBEACHUS 3aHATHHA JIEKIIMOHHOTO
TUTA, 3aHATHA CEMHUHAPCKOTO THIIA, TPYNIOBBIX W WHAWBHAYAIBHBIX KOHCYJIBTAIUH, TEKYIIETO
KOHTPOJISI M IPOMEXKYTOUHOM aTTeCcTalllK, OCHAIIEHHAs HA0OPOM JIEMOHCTPAIIMOHHOTO 000pyI0BaHUs
U y4eOHO-HAarJAJHBIMU TIOCOOMSIMM; TOMEIIEHUE Ui CaMOCTOSTENbHOM paloThl; OMOIMOTEKa,
YUTAJbHBIA 3a7 ¢ BhIXOAOM B MHTepHET B cooTBercTBUU ¢ OIl CIIO mo cnemuansHoctu 43.02.16
«Typu3M U roCTEPUUMCTBOY.
6.2. UndopmannoHHoe od0ecnevyeHue pean3anu MporpaMmmbl
Jis peanuzanuu mporpamMmbl OMOIHOTEYHBIH (BOHI 00pa3oBaTENBHON OpPraHWU3alMU JTOJKEH
UMETh TI€YaTHBIC W/WIM DSJIEKTPOHHBIE OOpa3oBaTeNbHbIC W WH(OOPMAIMOHHBIE PECYPCHI IS
HCII0JIb30BaHUs B 00pa30BaTEIbHOM MPOIIECCE.
6.2.1. DJeKTpPOHHbIE U3TAHUSA
1. Yepnuxos, B. I'. CepBuconorus: yueOHuk mis crio / B. I'. Uepaukos. - 2-e u3a. - Mocksa:
FOpaiir, 2026. - 252 ¢ - 978-5-534-18698-7. - Tekcrt: anexkrponHsiii / UKO IOpaiit: [caiit]. - URL:
https://urait.ru/bcode/589659 (nara obpamenus: 21.05.2026). - Pexxum goctyna: 1o momucke
2. bpaxuukos, M. A. CepBucounorusi: yueOHuk i crio / M. A. BpaxkHukoB. - 2-e u3f. - Mocksa:
HOpaiit, 2026. - 144 ¢ - 978-5-534-18703-8. - Tekcr: snexrponnsii / KO FOpaiit: [caiiT]. - URL:
https://urait.ru/bcode/589662 (nara obparenus: 21.05.2026). - Pexxum g0cTyma: Mo mOAMKUCKE

3. Tumoxuna, T. JI. T'octunnynslii cepBuc: yueOHuk ans cno / T. JI. TumoxuHa. - 2-¢ usm. -
Mocksa: Opaiit, 2026. - 297 ¢ - 978-5-534-14888-6. - Texcr: anexkrponnsiii // UKO HOpaiir: [caiit]. -
URL.: https://urait.ru/bcode/584009 (nata obpamienus: 21.05.2026). - Pexxum mocTyma: mo moAmucKe

6.2.2. DJIeKTpPOHHBIE pecypchl

1. Hayunas snexrponnas oubmmorexa eLIBRARY.RU https://elibrary.ru/

2. DOmnextpoHHas OubOmmoreuHas cuctema IOpaiit WzmarensctBo FOpaiir https:/biblio-
online.ru/

3. Ilnardopma «bubmmoxomiexrarop» http://www.bibliocomplectator.ru/

4.  OdurnmanbHBIHA CauT MunucrepcTBa dunancos Poccuiickoit denepannn
https://www.minfin.ru/

5. HubopMannoHHO-aHATUTHYECKUH KypHaT « DHHAHCOBBIN yYeT U ayauT» WWW.iph.spb.ru

6. OOpa3oBaTeibHbII HMHTEPHET-NOPTAT 10 HKOHOMHKE U YNPABJICHUIO MPEINPUITHEM.
http://www.eup.ru

7. CnpasouHo-npaBoBas cuctema «KoncynpranT ITmroc».



https://elibrary.ru/
https://biblio-online.ru/
https://biblio-online.ru/
http://www.bibliocomplectator.ru/
https://www.minfin.ru/ru/perfomance/
http://www.ipb.spb.ru/
http://www.eup.ru/

6.2.3. lonoJIHUTEIbHbIE HCTOYHUKHA

1. domxenko, I'. I1. Uctopus Typusma u rocrenpunmctBa: yueoruk s cro / I'. I1. Jlomkenko, FO.
C. llyrpuxk; I'. I1. Jomkenko, 1O. C. Ilyrpuk, A. W. UepeBkosa.. - 2-e uza. - Mocksa: Opaiit, 2026. -
226 ¢ - 978-5-534-10974-0. - Tekcr: onektponnbnii // WKO IOpaiit: [caiir]. - URL:
https://urait.ru/bcode/586970 (nara obpamenus: 21.05.2026). - Pexxum mocTyma: 1mo moamnucKke

2. Mopo3sosa, H. C. MeHemKMEeHT, MApKETHUHT U pEKJIaMa TOCTUHUYHOTO MPEIIPUSATHS :
y4eOHHK 11 cpeaHero nmpodeccruonanbaoro oopasoanus / H. C. Mopozosa, M. A. Mopo3oB. — 7-¢
u31., nepepad. u qorm. — Mocksa : U3mparensctBo KOpaiit, 2025. — 184 ¢. — (IIpodeccuonanpHoe
obpazoBanmne). — ISBN 978-5-534-21188-7. — Tekct : anekrpoHHbIi / OOpazoBarenbHas
wiatdopma Opaiir [caiit]. — URL: https://urait.ru/bcode/559517

3. OcHOBBI (PYHKITMOHUPOBAHMS CHCTEM cepBuca: yaeOHuk i crio / M. E. CraBpoBckuii, M. U.
Cupnopos, 1. H. KpaBuenko, A. B. Paryrkun, A. B. Konomeliuenko. - Mocksa: FOpaiir, 2026. - 190 ¢ -

978-5-534-17781-7. -  Tekcr: oanextponnsidi // HWKO  KOpait: [caiit]. - URL:
https://urait.ru/bcode/589464 (nara obpamenus: 21.05.2026). - Pexxum nocTymna: 1o mojamnucKe
4. TlpenocTaBieHHEe OJKCKYPCHOHHBIX yCIYr : YYeOHHMK W TPAKTUKyM JUJIS  CPEIHETro

npodeccruoHaabHOro 00pa3zoBanus / mox pexpakuueit T. B. Paccoxunoit. — 2-e 3., nmepepad. u ao1m. —
Mockga : U3narensctBo FOpaiit, 2025. — 262 ¢. — (IIpodeccuonansHoe oopazosanue). — ISBN 978-
5-534-18947-6. — Texkcr : anekTpoHHbIN / OOpazoBarenbHas miargopma KOpait [caiit]. — URL:
https://urait.ru/bcode/566584

5. Craxosa, JI. B. OcHoBBI Typu3ma: yueonuk i co / JI. B. Craxosa. - Mocksa: IOpaiir, 2026. -
330 ¢ - 978-5-534-18295-8. - Tekct: osnexktponHsid // HWKO IOpaiit: [caiit]. - URL:
https://urait.ru/bcode/589359 (nara obpamenus: 21.05.2026). - Pexxum mocTyma: 1o moarnucKe

6.3. O6s13aTeIbHOE MPOrPAMMHOE OOecTiedeHue
1. Astra Linux Special Edition «Cmonenck», «Opem»; PenOC ; OC "Anbt Pabouas cranmus" 10;
OC "Anbst Ob6pazoanue" 10.
2. MoiiOduc CrannapTHbIil 2, MoiitOduc O6pazoBanue, P7-Oduc
[Tpodeccuonansusiii, MoitOduc Crannaptasiii 3, MoitOduc [IpodeccnonanbHblit 3


https://urait.ru/bcode/566584

7. @OHJ OHUEHOYHBIX CPEACTB JJIsA NPOBEAEHUSA TEKYIIEI'O KOHTPOJIS U
IMPOMEXYTOYHOM ATTECTAIIMHA 11O JUCIHUILIMHE OII. 01 «CepBucHas
AeATeIbHOCTh B TYPU3Me U I'OCTENIPHUMCTBE»

7.1. MACHHOPT ®OHAA ONEHOYHBIX CPEACTB I10 JUCHUIIJIMHE

@DOHJT OIEHOYHBIX CpPEJICTB MpeAHA3HAUYEH JJs KOHTPOJS U OLEHKM O00pa3oBaTENbHbBIX
JTOCTIDKEHUHM 00ydJaromuxcs, OCBOMBHIMX mporpammy yueOHoi mucuurummabel OIL.01 «CepBuchas
NEeATEIbHOCTh B TypU3Me M TroctenpuumctBe» 1o crneruanbHoct CIIO 43.02.16 Typusm u
TOCTETIPUHMCTBO.

@DOoH/1 OLIEHOYHBIX CPEACTB pa3padboTaH B cooTBeTcTBUU ¢ TpeboBanmsimu PI'OC CIIO 43.02.16
Typusm u roctenpuuMcTBO U padouei mporpammoit quciuiuinabel OI1.01 «CepBucHas aesTeIbHOCTD B
TypU3ME U TOCTETIPUHMCTBE.

B pe3ynbraTe 0CBOSHMS TUCHUIUIMHBI 00YYarOIMICs TOJIKEH:
ymembo MIPOBOAUTD MOUCK B PA3JIMYHBIX MOMCKOBBIX CUCTEMAX;
WCIOJIb30BATh PA3IMYHBIC BU/IbI YUCOHBIX U3JAaHUM;
MPUMEHSITh METOJUKU CaMOCTOSITENIbHON paboOThl C y4EeTOM OCOOEHHOCTE!
W3y4aeMOU JUCUUIUINHBI;
OTHCHIBATh METOABl MOHUTOPUHTA PhIHKA YCIIYT;
BOCITPOM3BOJIUTH IIpaBujIa OOCITYKUBAHHS OTPEOUTENCH YCIyT
3Hamy: B pe3ynbrate 0cBOSHUS NUCHUTUIHHBI O0yUYaIOUIHIICS TOJKEH 3HATh:
UCTOPHIO U TEOpUH B cpepe Typr3ma U TOCTEIIPHIMCTBA,
KiaccupuKalui yciayr U cepBuUCa;
METOBI MOHUTOPHUHTA PHIHKA YCIIYT;
npaBmia 00CTyKUBaHUS IOTpeOUTENeH YCIIyT.

OcBouTh 001IMe KOMIETEHIIUN
Kon HanmenoBanue o01mx KOMIeTeHIIUN
OK 01 Bri6upath ciocoObl perienust 3a1a4 npoGeCcCHOHANBHON AeSITeTbHOCTH
MIPUMEHHUTEIHHO K Pa3IMYHBIM KOHTEKCTAM

7.2. IEPEYEHb KOHTPOJIMPYIOLIUX MEPOHPI/IHTI/\I‘I‘/‘I JJIsA ITPOBEJEHU A
TEKYHWET'O KOHTPOJISA U ITPOMEXYTOYHOU ATTECTAIIUU

IlepeyeHb KOHTPOJIMPYIOUIUX MEPONPUATHM JJII NIPOBENCHMS TEKYIIEro KOHTPOJIA IO
muciuminHe OI1.01 «CepBucHas 1eATenbHOCTb B TYPU3ME U TOCTEIPUUMCTBE Y.

Texymas arrecranus
Homep Hy >
aKTHYecKue OpMHpPOBaHHE
cemecTpa | TectupoBaHue Omnpoc P Joxknan pMHP
3alaHud nopr¢oJimo
3 + + + +

IlepeyeHb KOHTPOJHUPYIOMIMX MEPONPUATHI IS POBEICHUS TPOMEKYTOUHON aTTECTALUH T10
qucturnie OI1.01 «CepBucHast 1eAT€NbHOCTh B TYpU3ME U TOCTENPUUMCTBEY!

IIpome:kyTOouHas aTTeCTANMS
Homep
IIpomeskyTouHOE .
cemecTpa KypcoBas pa6ora P Y 3auer ¢ oneHKOH | JK3aMeH
TeCTHPOBaHHE
3 +

10



7.3. PE3YJIBTATBI OCBOEHUSA JUCIIUIIJIMHBI

Pe3yabTaThbl 00y4enns’ Kputepuu ouenku MeTtoabl OlleHKH
[lepeuens 3Hanuii, ocBauBaeMbIx | OnucaHue MeToJ10B | Tekyluii KOHTPOJIb:
B pPaMKaX TUCITUTLIAHBI: MOHHUTOPHHTA PBIHKA yCIYT; - TECTUPOBAHMUE;
3HAHWE HUCTOPUM M TEOpUU B | MPABUI o0cCiTy’kKMBaHHUE | - YCTHBIH OIPOC;
chepe Typu3Ma U | moTpeduTenei. - OIICHKA TIOJITOTOBJICHHBIX
rOCTEPUUMCTBA, 00y4JarIUMHUCS COOOIIEHUH,
3HaHUE KJIACCU(PUKAIMHA YCIyT U JIOKJIaJI0B, acce,
cepBHUCa; MYJIbTUMEAUMHBIX
3HaHHUE METOJ0B MOHHMTOpPHHTA IIPE3CHTAIHHA.
PBIHKA YCIIYT;
3HaHUE TPABWI OOCTYKHBAHUS DKkcnepTHas OLICHKA
OoTpeOuTeNe yCyr. BBIMIOJTHEHUSI ~ TIPAKTHYECKUX
3aJIaHUMN.
[lepeuens ymenuii, ocBanBaembix | Onucanue METOJIOB
B PaMKaXx JTUCITUTUTHHBI MOHHUTOPHHTA PBIHKA YCIIYT;
yMEHHE ONHUCHIBaTh  MeToAbl | BocmpousBenenue MpaBUII
MOHHUTOPHHIA PbIHKA YCIYT; oOciykK1UBaHHUE NOTpeOUTENEH;
yMEHHE Bocnpou3Boauts | [Togbop HOPMAaTHUBHO-
IpaBuIIa 0OCITYy)KUBaHUS | IPABOBBIX JOKYMEHTOB
notpeduTeneit ycuyr;
YMCHHE TIOWCKAa W TPUMEHEHUS
MIPABOBBIX IOKYMEHTOB.

7.4. OHI/ICAHI/IEUHOKA?.ATEJIEIK N KPUTEPUEB OLIEHUBAHUA
KOMIIETEHIUU HA PA3JIMYHBIX OTAITAX UX ®POPMUPOBAHUAA,
OIIMCAHHME IIKAJI OUEHUBAHMUAA.

Texkymmii KOHTPOJIb 3HaHUN MpeAcTaBiIsgeT CcO00M KOHTPOJIb OCBOEHHUS IMPOrPAMMHOIO
MaTtepuaiga y4eOHON IUCUUIUIMHBI, C LENbI0 CBOEBPEMEHHOM KOPpPEKUMH OOy4eHHs, aKTUBU3ALUU
CaMOCTOSITENIbHON pabOThI M MMPOBEPKU YPOBHS 3HAHUH M YMEHHMH 00ydarouiuxcs, CQOpMUPOBAHHOCTH

KOMIIETCHITUH.
IIpomexkyTOUYHBIH KOHTPOJIb TO JUCIHUIUIMHE TO3BOJSET OLECHUTh CHOPMHPOBAHHOCTH
KOMIETEHIIH:
Conep:xxanue yueOHOro MaTepuasia 1no
THn KOHTPOJIBLHOTO 3a/1aHUS
AUCUHMILINHE

Tema 1.1. OCHOBBI T€OPUH YCJIYT Bormpocsl k 3k3aMeny Bormpocs! k TectupoBanue,
YCTHOMY OIIPOCY | JOKJIaz
IIpakTueckue
3a/IaHus

Tema 1.2. CymiHOCTh CHCTEMbI Bormpocsl k 3k3aMeny Bormpocs! k TectupoBanue,

cepBuca YCTHOMY OIIPOCY JOKJ1aa
IIpakTrueckue
3aJIaHus

Tema 2.1. IlpenocraBiieHne 0CHOBHBIX | BOIIpoCH! K 9K3aMeHy Bomnpocs! k TectupoBanue

BUI0B yciayr. Dopmsbl,
npaBuiIa 00CJayKHBAHUSA

MEeTO/bI,

YCTHOMY OIIPOCY

1 B X04€ OLCHUBAHUA MOTYT OBITh YUYTCHBI INYHOCTHBIC PE3YJILTATHI.
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norpeoduTesieil. KauecTBo cepBHCHBIX [IpakTrueckue

ycJayr 3a/laHus

Tema 2.2. OcymecTBiIeHHE YCIYT Bonpocsl k 3k3aMeHy Bonpocer k TectupoBanue,
YCTHOMY OIIPOCY | JAOKJIa
[IpakTnueckue
3aJlaHus

7.4.1. KOMIIJIEKT OHEHOYHBIX CPEACTB AJIs1 TEKYIIEI'O KOHTPOJIA

Texymuii KOHTpPOJb 3HAHUM MpPEACTaBIAET COOOH KOHTPOJIb OCBOEHHS HPOrPaAaMMHOIO
MaTepuaia y4eOHOW IUCIUIUIMHBI, C IeNbI0 CBOEBPEMEHHOW KOPPEKIMU OOYYEHHs, aKTHBU3ALUHU
CaMOCTOSITENIbHON pabOThI M MPOBEPKU YPOBHS 3HAHUH M YMEHHMH 00ydarouiuxcs, ChQOpMUPOBAHHOCTH
KOMIIETEHIMH. Pe3yabTaThl TEKYIIEro KOHTPOJIS 3aHOCATCS B )KypHAJIbl yUCOHBIX 3aHATHH.

DopMBbI TEKYIIETO KOHTPOJISI 3HAHUM:

- YCTHBII OIpOC;

- BBIIIOJIHEHUE NTPAKTUYECKUX 3a/laHUM,

- TECTUPOBAHUE,;

- BBIIIOJIHEHUE U IIPE/ICTABICHHUE JOKIIAa.

[TpopaGoTka KOHCHIEKTa JEKUUH M y4eOHOM JUTEpaTypbl OCYIIECTBISETCS CTYAEHTaMU B
TEYEHHE BCEIO CEMECTPA, II0CIIE U3yUEHUSI HOBOM TEMBI.

[IpenogaBaTtenb KOHTPOJMPYET 3HAHHWE CTYJEHTOM IPOWIEHHOIO MaTrepuajga C IOMOIIBIO
KOHTPOJIbHBIX BOIIPOCOB WJIM TECTUPOBAHHS.

Bonpocekl Jisi TeKyIero KOHTPOoJisi 3HaHui (YCTHBIH ompoc)

Dopmupyemoie komnemenyuu — OK 01

RBOooo~NoOhwNE

0.
1.
12.
13.
14.
15.

PbIHOK yCiiyT 1 ero 0co0eHHOCTH

IToxynatenbsckuil puck B chepe ycayr

CermeHTHpOBaHHE PHIHKA YCIIYT

OcHOBHBIE TOJXO/BI K OCYIIECTBIEHUIO CEPBUCA

[IpuHIAIIBI COBPEMEHHOTO CEpBHCA

TenneHMM COBpEMEHHOTO cEpBUCA

[ToHsATHE KOHTAKTHOW 30HBI

CooTBeTcTBHE KOHTAKTHOM 30HBI XapaKTepy U COJEPIKAHUIO CEPBUCHOMN AEATEIbHOCTU
[Ipodeccuonanusm nepconana

KauecTBo yciyru

KauecTBo 00cnmyxuBanus

Cucrema nokasatesen yciayr

OcCHOBHBIE XapaKTEPUCTUKH KaueCTBEHHOCTHU

Bunel TypucTckoro ceppuca: BHyTpEHHUN, BbE3AHOM, BBIE3IHOM, CAMOIEATENbHBIN TYPU3M
Bunbl cepBUCHON J€STENBHOCTH: YCIYTH TypoliepaTopa, TypareHTa, yCiayru npu
CaMOJEJIBHOM TYPHU3M€, SKCKYPCUOHHBIE YCIYTH

IIpuMepHBIH NepedYeHb NPAKTHYECKHUX 3aJaHH 110 JUCHUILIMHE

Dopmupyemoie komnemenyuu — OK 01

Ilpakmuuecxoe 3a0anue Ne |
Tema «Xapakmepucmuka 0CHOBHbIX NOKa3amenetl yCcuy2y
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[{enb paboOThI — MPOBECTH CPABHUTEIILHBIN aHATTN3 OCHOBHBIX MTOKA3aTeNIel yCIyT U3 MEYaTHBIX U
anekTpoHHbIX CMU. 3aganue U METOIMKA BBIMOJHEHHS — UCIIOJIb3Ys KOHKPETHYIO CTATUCTHYECKYIO
JOKYMEHTAIUIO (Ta0NHIIbl), 00CYAUTH BOMIPOCHL:

1. CtpykTypa yciyr.

2. [lopyuieBoii noka3arensb.

3. YennHEIN Bec.

4. Napekc ¢puzndeckoro oobema.

5. JluHaMuKa 3a HECKOJIBKO JIeT (pOCT, MajieHue).

IIpakmuuecxoe 3a0anue Ne 2
Tema «Xapakmepucmuka Kiaccugurayuy nompeorHocmeti 8 yciyeax»

TBOp‘IeCKOG 3aJaHuc «XapaKTepI/ICTI/IKa OCHOBHBIX 3aa4 COBPECMCHHOI'O CEPBUCA IPUMCHHUTCIIBHO K

C(bepaM ACATCIBbHOCTHY IIPEAIIOIaract O6CY)KI[€HI/I€ U 3alllUTy pa60TbI C MCIOJIL30BaHUEM TEXHOJIOT I

MHTEPAKTUBHOTO 00y4eHus (paboTa B MalbIx rpynmnax, Tuckyccus). Llens paboTsl — n3yueHnue

KJ1accuuKkanuii moTpeOHOCTEN B yCIIyrax, BhIACJICHHE crieUUKH. 3aJaHIUEe M METOIUKA BBITTOTHEHUS

— UCTIOJIB3YS CIICUATBHYIO TUTEPATYPy, OXapaKTEPHU30BaATh MOTPEOHOCTH:

1. ITo pyHKIMOHANTBHOMY HA3HAYECHHUIO.

2. Ilo cyObekTy.

3. MecTHOrO ¥ BpEMEHHO MPOKUBAIOIIETO HACEICHUS.

4. Tlo uCTOYHMKAM YIOBJIETBOPEHUSI.

5. Ilo yacToTe BO3HUKHOBEHHUS.

6. Ilo ce3oHHOCTH.

7. XapaKTeprucTHKa OCHOBHBIX 33J]1a4 COBPEMEHHOI'O CepBHCa MMPUMEHUTEILHO K chepam
JICSITSILHOCTH.

Ilpakmuuecxoe 3a0anue Ne 3
Tema « Ymounenue xapaxmepucmuk u cneyugpuxu npedocmasienus pasiuyHulx yCeiyey

Iesb paboThI — H3y4YEeHUE TEOPUH U NPAKTUKU MPEIOCTABICHUS YCIYT, BbIIEICHUE CTIEHUPUKY.
3alaHue U METO/AMKA BBIITOJIHEHUS — MCTIONb3YA CIIEUAIBHYIO JINTEPATypY, a TAKKe COOCTBEHHBIE
HaOJI0ACHUS Ha IPEIIPUATHIX CEpBUCA, OXapaKTEepPU30BaTh YCIYTH:
. beiTOBBIE.
. Iaccasxxupckoro Tpancnopra.
. CBs3n.
. KnnuiHo-KOMMyHabHBIE.
. YupexxeHul KyIbTyphbl.
. OU3NYECKOM KYJIBTYpPBI U CIIOPTA.
. MequuuHckue.
. IIpaBoBoro xapaxrepa.
. bankos.
10. B cucteme ob6pazoBaHusl.
11. ToproBnu 1 0OIIECTBEHHOTO MTUTAHUSI.
Ipaxmuyeckoe 3a0anue Ne 4
Tema «Buvlboop chopm obcnyscusanus nompedbumenei 8 cmayuoHapuwix ycrosusax. Oyenka
yoosnemeopenrHocmu nompedoumeneil ycayeamu. Cucmema 002080peHHOCmeEN»

O 0 1N DN K W~

Lenb paboThI — H3ydeHUE 00CTYKUBAHUS OTPEOUTENEH, BbIICIIEHUE CIICIIU(PHUKH.
3aiaHue U METO/IMKA BBIITOJIHEHUS — UCTIONb3Ys CIEUAIBHYIO JINTEPATYPY, KOHKPETHYIO
JOKYMEHTAIUIO U 33Ja4n-CUTyallil, 0XapaKTepU30BaTh:

®opmbl 00CTYKUBAHUS.

1. B cranimoHapHBIX yCIOBHSIX.
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2. C BbIE3/I0OM Ha JIOM.

3. beckoHTakTHOE 0OCITYKHBAaHHE MO MECTY KUTEJIHCTBA MOTPEOUTES.
4. C ucnionp3oBaHuEeM 0OMEHHBIX (DOHIOB TOBApOB.

TexHoJI0THIO CTallMOHAPHOTO CEPBUCA.

1. OGcy)xUBaHHE CIIEITUAIMCTOM I10 CEPBUCY.

2. CamooOcmyKMBaHUE.

OTBEeTHYIO peaKUIO Ha YCIYTH.

1. OrcyrcTBHE XKa00.

2. OTcyTCTBHE IPETEH3MI O HAPYIIEHUSIX TOTPEOUTEIBCKHIX TPaB.

3. OtcyTcTBUE CyIcOHBIX CKOBBIX 3asBJICHUM.

4.TlpuMeHeHHe MOKa3aTeeil pe3yIbTaTUBHOCTH YCIIyTH (BHIOOpKaA, Ta00paTOPHBIE METO/IBI).
KonkpeTHyto 1oKyMeHTaluIO (JOr0BOP, KBUTAHIIUIO U T.J1.).

. HaumeHoBaHue, MECTOHAX O AEHUE UCTIOJHUTEIS.

. Bun ycinyru

. llena yciyru.

. Ucnonp3zyemble MaTepuasibl.

. OTMmeTKa 00 oriaTe MoTpeOUTEIIeM.

. Jlata mpriemMa 1 UCTIOJTHEHUS 3aKa3a.

. 'apanTHiiHBIE CPOKHU.

. Cnenuduxa ycmyr.

. JIOJ>KHOCTB U MOANHKCH JIMIIA, TPUHSBILErO 3aKa3; MOAMUCH OTPEOUTENs, CAABILIETO
3aKas.

O 0 IO\ DN B~ W=

Ilpaxmuuyeckoe 3a0anue Ne 5
Tema «Onpeodenenue kauecmea cepsuUCcHblX YCiy2y

L{enb paboOThI — MO3HAKOMHUTHCS C XaPaKTEPUCTUKAMU KAaYEeCTBEHHOCTH YCIIYT.
3a/laHue ¥ METO/MKA BBIIOJIHEHUS — UCTIONb3ysSd KOHKPETHYIO IOKYMEHTAIIUI0, 00CYIUTh
BOIIPOCHI:

. CBOCBpPEMEHHOCTb.

. CxopocTb.

. KomdoptHOCTS.

. OTHKa.

. DcTeTHKa.

. KommrekcHOCTE.

. UludopMaTUBHOCTbD.

. J10CTOBEpHOCTS.

. JocTynHoCTS.

10. be3omacHoCTb.

11. DKOIOTHYHOCTE.

O 001N DN B~ WK =

Ilpakmuuecxoe 3a0anue Neb
Tema «Typucmckue, S3KCKypCcUoHHble, CAHAMOPHO-KypopmHbie ycayeu. Popmuposanue u
NPOOBUIICEHUE HOBBIX MYPUCHICKUX YCTY2»

3aHATHE NpeIoaaraeT 00CyKIAeHNUE U 3alUTy paObOThI C UCIIOIb30BAaHUEM TEXHOJIOTUH
MHTEPaKTUBHOTO 00yueHus (paboTa B MaJbIX TPyIMax, JUCKYCCHS).

I1esb paboThI — MpOaHATU3UPOBATh HAIMYKE U OCYIIECTBICHUE YCIYT B TYpHU3ME.

3amaHue U METOJIMKA BBIOJHEHHUS — MUCIIOJIb3YsI KOHKPETHYIO TOKYMEHTALMIO U CaliThl TYpOIIepaTOpOB
U TYypareHToB, Je4eOHO-03/JOPOBUTENBHBIX YUPEKICHHUM, 0XapaKTepHU30BaTh:
1.ConanbHO-KyIbTYPHbIE YCIYTH (XapaKTEePUCTHKH).

2. Typucrckue yciyru.

3.OKCKYpCHOHHBIE YCIYTH (LeJIb IKCKYPCHH, OpTaHu3aIus pador).
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4.CaHaTOpHO-0310POBUTENBHBIE YCIYTH (KOMIUIEKC YCIYT).

5.®opMHUpOBaHUE HOBBIX TYPUCTCKHUX YCIIYT (YCIIYTH IO OpraHU3alUK IPOXKUBAHNUS, TUTAHUS
TYpPUCTOB; IPOBEACHUS MEPOIIPUATHI; YCIYI'H THA0B-IIEPEBOJUUKOB; KOMILIEKC

yCIIyr / TYpUCTHUYECKHH TPOAYKT; TOMOTHUTENIBHBIE YCIYTH).

6.ITpoBIKeHNE HOBBIX TYPUCTCKUX YCIYT (KOMILIEKC YCIYT / TYPUCTHUECKUH POTYKT,
OTJEJIbHBIE YCIIYTH, IOTIOJIHUTENIbHBIE YCIIYTH, U3yYeHHE OOIEeCTBEHHOTO MHEHUs, padoTa ¢
BHEIIHUMHU ILIEJICBBIMH ayIUTOPUAMH, (POPMHPOBAHNE TTOZUTUBHOT'O MHEHHUS O

KOHKPETHBIX yCIIyrax).

Ilpakmuuecroe 3a0anue Ne 7
Tema « Yuem cneyuguku npedocmasienus paziuyHulx YCayey

enp BBIOJIIHEHHS] KOHTPOJIBHOM pabOThl — aHAJIU3 MPAKTUKU MPEAOCTABICHUS YCIYT,
BBIJICJICHHE CTICIIU(UKH.

3ajiaHre ¥ METOMKA BBIMOIHEHUS — UCTIOJIB3Ys CIICHUANIbHYIO JTUTEPATYPY, COOCTBEHHBIE
HaOII0JICHUS HA TIPEANIPUATHSIX CEPBUCA, OXapaKTEPU30BaTh:

1. ITomemieHue.

2. O6opynoBaHue.

3. [lepconaun.

4. Opranuzanusi 00CITy>KUBaHUS.

5. OCHOBHBIE 3TaIlbl UCIIOJIHEHUS YCIIYT.

Ilpakmuuecxoe 3a0anue Ne 8
Tema «Ananuz Hanuyus u ocyujecmeieHus OmoenbHuIX YCiye 8 mypusme

L{enb BBIMTONHEHUSI KOHTPOJILHOM pabOThI — MPOaHAIM3UPOBATh HATUYKME U OCYILIECTBICHHUE YCIYT B
TypU3Me.

3a/ilaHue ¥ METOAMKA BBIIOJIHEHUS — UCTIONb3Ys CIICUANBbHYIO JIUTEPATyPy, COOCTBEHHBIE
HAOJIOACHUS HAa IPEIIPUSATHIX CEPBUCA, OXapaKTEPU30BaTh:

Typucrckue ycayru.

1. Buzibl TypHCTCKOTO CEpBHCA: BHYTPEHHUM, BHE3IHOM, BBIE3JTHOM, CAMOICATEIIbHBII
TypU3M.

2. Bunbl cepBUCHOMN NeATENBHOCTH: YCIIYTH TypoIiepaTopa, YCIYTd TypareHTa, yciayru
IIPU CaMOJIEATEIbHOM TypU3ME.

DKCKYpCUOHHBIE YCIIYTH.

1. Llenp 3KCKypCcHHU: 030pOBUTEIbHASL, TO3HABATENbHAS, TPO(ECCHOHAIBHO-eNI0Bas,
CIIOPTUBHAS, PEIUTUO3HAs U T.1.

2. OpraHu3anus 3KCKypCHH.

3. BpemeHHslii Bbl€3/1 B IeproJ] MeHee 24 4acoB.

4. IlyremecTtBue 06€3 HOYEBKHU.

5.Yciyru 3KCKypcoBoa.

CaHaTOpHO-0310POBUTEIIBHBIE YCIIYTH.

1. Kypopr.

2. Canaropui.

3. [TaHCHOHAT.

4. banbHeonoruyeckas Je4eOHuIA.

5. Kommiekc yenyr

IIpuMepHBbIe TEeCTOBbIE BONPOCHI MO IMCUMILIHHE
Dopmupyemvie komnemenuyuu — OK 01
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3amanme

Kirou k 3amanunio / ITaJIOHHLIN 0TBET

O0beM 3amau mpodecCHOHANBHON JEATeILHOCTH O0BEKTa
TOCTHHUYHOTO OW3HECa 3aBHCUT OT YPOBHS €ro CepBHCA.
Kakas cucrema kimaccudukamuu TOCTHHHI[ BHEIPEHa B
Poccun:

A) cucrema 3Be3q

B) cucrema OykB

B) cucrema 6amnos

I') cuctema pa3psaos

A

He06ompmoii TOCTHHUYHBIH KOMIUIEKC, PAaCIOJIOXCHHBIH
BIONHh AaBTOMOOWIBHBIX JOpPOT, Tpacc WIM IIOCCe,
MpeIHa3HAYEeHHBIH MIPEUMYILIECTBEHHO IE
KpaTKOBPEMEHHOTO MPOKUBAHUSA ABTOMOOMJIMCTOB,
MyTEIIECTBYONINX Ha aBTOMOOWIIE:

A) xocren

B) morens

B) anapr-oTens

I') Typbaza

AIMUHHCTpaTOp  3aya, HpPO(ECCHOHANBHBIE  3aJadu
KOTOPOTO CBSI3aHBI C PYKOBOACTBOM pPa0OTOW IIBEHIIApOB,
rapJepoOIIMKOB, TOPHUYHBIX, O(HUIMAHTOB, OapMEHOB,
yOOPIIUKOB 3aJI0B, TyaJIeTOB HAa3bIBACTCSI:

A) MeTpIoTens

B) mre-noBap

B) 3aBeayromiuii mpou3BOACTBOM

I') rmaBHBIN WHXKEHED

B mpodeccrnoHanbHbIC 3amauM KaKOro OW3HECa BXOIWT
obecrieueHHE TPUEIKUX JIIOACH IKIIbEM, NUTAHUCM U
OpraHM3aluel uX Jocyra 3To:

A) Typusm

B) uHAyCTpHs 0OIIECTBEHHOTO MUTAHUS

B) uHIyCTpHS rOCTENPUUMCTBA

I') uamycTpus pa3BiedeHni

A) KadecTBeHHOE pelieHHE MPOPECCHOHATBHBIX 3a1a4
00BEeKTOB cdepbl Typu3Ma U TOCTENPUUMCTBA BO
MHOTOM ONpEAENsAeTCs] NPUHLMIIOM CEPBUCHOM
JIeSITeNTLHOCTH, O3HAuYaIONIMA  BHUMATEIbHOE
OTHOIIIEHHE K TMOXEJTaHUAM KIMEHTA. Kax
HazbIBaeTCA JaHHBIM MPUHLMI?

KJ'[I/ICHTOOpI/IeHTI/IpOBaHHOCTL

[IpeaBapurenbvHblii 3aKka3 MECT U HOMEPOB B TOCTHHUIIE
Ha3bIBacTCA ...

OpoHupoBaHue

Typ, B KOTOPBIH BKJIFOUEHBI BCE BUIbI TYPUCTCKOTO CEPBUCA!
MepeIBKCHNE, MPOKUBAHKE, TUTAHUE HA3BIBACTCA. . ..

MMAKETHBIN TYp

B pecropan mnpuxomuT wmojonas Tmapa € MaJEHbKUM
pebeHkoM. PeOeHOK HauyMHAeT IIaUTh: KHJATh Ha TIOJ
BUWJIKH, C}lepFI/IBaTL CKaTepTL. KaKI/Ie peHleHI/IH JOJI>KHBI 6])ITI>
MIPUHSATHI 00CITY)KUBAIOIIUM TIEPCOHATIOM pecTOpaHa’?

OdunmanT A0KEH MPUHECTH PeOEHKY METCKHM
BBICOKHH CTYJl CO CTOJMKOM, IOJHATH C IOJIa
OpollleHHbIE MPEIMETHI, M0 Mepe BO3MOXKHOCTH
nocraparbcsi  JIOOBIMH ~ crocoO0aMu  3aHSATh
peOeHKa.

locTio He MOHpaBUIICS BUJ U3 OKHA €r0 HOMEpa, OH TPOCUT
nepeceyuTh ero B Jpyroi Homep. Kak agmMuHHCTpaTop
JIOJDKEH PEUTUTh TaHHYIO 3a71aqy?

Ecnu ectb cBOOOIHBIE HOMEPA MOXKHO
TIEPECENUTH C JAOTIIATON pa3HUIBI CTOUMOCTH
Ecom HeT, TO NpennoXuTh KOMIUIMMEHT |
OOBSACHUTH, YTO B CHIIy 3arpy>K€HHOCTH OTEJ,
OHH HE MOTYT ITPEIOCTABUTH FOCTIO APYTOil HOMEP

10.

Bbl pykoBOIUTENb TYpPUCTCKOH (UPMBI U TpPHUHUMACTE
pelieHre o BHIOOpE KaHIWAaTa Ha JOJDKHOCTh HadalbHHUKA
OTJieJia MprUeMa U pa3Melnenus rocreil. Kakumn kauectsamu
OH JoJbkeH oonagate? HaszoBuTe He MeHbIIE 2 Ka4ecTB.

OMmnarus /peIHTENFHOCTD /cMenocTs/
OTBETCTBEHHOCTh /KOMMYHHKa0EIbHOCTh
/OpraHn30BaHHOCTD/ BHUMATEILHOCTH/
rHOKOCTB/CTPECCOYCTONYNBOCTE/ ITYHKTYaJIbHOCTD
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Kpurepun u mkasna oueHnBanus (YCTHBIH 01IPocC)

Onenka

«OTJIHYHO»

«Xopouio» «YAOBJIETBOPUTECJIbHO»

«HEYAOBJIECTBOPUTECJIBLHO»

Tema packpsiTa B

Tema packpsiTa He B | Tema packpsita

Tema He packpsITa.

MIOJTHOM 00beMeE, IIOJIHOM 00bEME, HEJIOCTaTOYHO, Jloruka u3noxeHus,
BBICKA3bIBAHUS BBICKA3bIBaHUS B BBICKA3bIBAHUS IIpUMEPBI, BEIBOJBI U
CBSI3aHHBIE U OCHOBHOM HECBSI3aHHBIE U OTBETHI Ha BOIIPOCHI
JIOTUYHBIE, CBSI3aHHBIE U HenornyHele. Hayunass | OTCyTCTBYIOT.
HCII0JIb30BaHA JIOTUYHBIE, JIEKCUKA HE
Hay4Hasl JICKCHKA, HCII0JIb30BaHa WCIIOJIb30BaHA, HE
IIPUBEIECHBI HayyHas JIEKCHKa, IIPUBE/IECHBI IPUMEPBI.
npuMepsl. OTBETHI IIPUBEICHBI OTBeTHI HAa BOIPOCHI
JlaHbl B TIOJTHOM npumepsl. OTBETHI 3aBUCST OT IIOMOILU CO
o0Beme. Ha BOIIPOCHI JIaHbI CTOPOHBI
HE B MOJIHOM IIPENOIABATEII.
o0Beme.
Kpurepum u mkaja onueHuBaHusl (BbINOJHEHHE MPAKTHYECKHUX 3a1aHUI)
Onenka
«OTJIMYHO» «X0pouo» «YHAOBJIETBOPUTEJIBHO» | «HEY/AOBJIETBOPUTEIbHO»
I[Io mpaktnueckomy | Ilo nmpakTuueckomy | Ilo npakTuiyeckoMy | OTBET MO MPaKTUYECKOMY
3a/1aHUIO0 JIaH | 3a/1aHUIO0 JIaH | 3aIaHUI0 J]aH YaCTUYHBIN | 3a/IaHUIO HE J1aH
IIpaBWIbHBII OTBET U | IPaBWJIbHBII OTBET, | OTBET, HE C/€JIaH BbIBOJ
pPa3BEpHYTHIN BBIBOJL | HO  HE  CHENaH
BBIBO/I

Kpurepun n mkaja oneHuBanus (TeCTUPOBaHHE)

Yucao NpaBUJIbHBIX OTBE€TOB

Onenka

90-100% mpaBUIIBHBIX OTBETOB

O1leHKa «OTIIMIHO

70-89% TmpaBUILHBIX OTBETOB

OrneHka «xopoio»

51-69% npaBUIBHBIX OTBETOB

Or1eHKa «y/I0BIETBOPUTEIHHOY

Memnee 51 % npaBuiabHBIX OTBETOB

OI_[eHKa «HCYIOBJICTBOPUTCIIBHO»

7.4.2. KOMILJIEKT OLIEHOYHBIX CPEJICTB JJIsI IPOMEXKYTOYHOM ATTECTAIIUA

IIpumepHBIe BONPOCHI K IK3aMEeHY

Koumponupyemvie komnemenyuu — OK 01
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Ne i/t

3amanne

Kitrou k 3agannio / DTalOHHBINH OTBET

VYenyra. Buasl yenyr.

VYcmyra — KpaTKOBPEMEHHOE TOJIB30BaHNE MaTepHaIbHBIM OJ1aroM 6e3
npaBa 0€CCPOYHOTO BIaICHUs UM (apeHaa).

1. Ilo morpebHocTH: Martepuanbubie. Crosia BXOAAT, HAllpHUMep, OBITOBBIE,
JKUITMITHO-KOMMYHAJIbHBIE WJIN TPAHCIIOPTHBIE YCITyTH

Hematepuanbhble. Y 10BIETBOPSIONINE 1yXOBHBIE, HHTEIUIEKTyaIbHbIC,
(usnueckre u Apyrue HemaTepuaIbHbIE 3aIPOCHI TOTPEOUTENEH.

2. Mo cdepe npumMeHEHUS:

BriToBeIe (OBITOBOE OOCTYKMBAHUE, OTIBIX).

JlemoBrle (TexHIMUECKHE, (GPHHAHCOBBIC, HHTEIUICKTYaJIbHEIE).
CommanpHble (3apaBooxpanenue, yeayra mo OMC u riaTHBIE).
O6pa3zoBanue (00s3aTenpHOE (OeciaTHOE) M HA KOMMEPUYECKOW OCHOBE).
[Tpou3BoncTBeHHBIE (CBSI3aHHBIE C KCILTyaTallel 1 PEMOHTOM).

3. Ilo Buay moCTaBIIMKA:

YacTtHble (OT OTAEIBHOTO TPAXKIAHUHA).

KommMmepueckue (IpeaocTaBiIsioTcst OpUAMIECKUM JMIOM Ha IIaTHOM Win
OecrulaTHOW OCHOBE).

I"ocynapcTBeHHbIE (IPEJOCTABIISIFOTCS] TOCYAAPCTBOM).

Bunel cepBUCHON JEATEIBHOCTH.

BrITOBBIE yCIIyTH; YCIYTH TPy30BOT0 U IACCAXKUPCKOI0 TPAHCTIOPTa,
CBSI3U; )KUJIMIITHO-KOMMYHAJIbHBIE YCIIYTH; YCIyTH CUCTEMBI 00pa30oBaHus,
KyJIbTYPBI, TYPHCTCKO-3KCKYPCHOHHBIC YCIYTH; YCITyTH (PU3NIECKOM
KyJIBTYpBI U CHOPTA, MEAULIMHCKHE, CAHATOPHO-03J0POBUTEIIBHBIE YCIYTH;
PaBOBBIE YCIIYTH.

Knaccudukarms morpedHOCTEH
B CepBHCE.

[MoTpebHOCTH, yIOBIETBOPSIEMBIE YCIYTaMH, ITOAPA3ACISIOTCS IO
(hyHKIMOHATHFHOMY Ha3HAYCHHIO Ha YETHIpE TPYIIHL: 1) moTpeOHOCTH B
W3TOTOBJICHUH HOBBIX M3JEIHI; 2) TOTPEOHOCTH B BOCCTAHOBIICHUH,
PEMOHTE, TEXHUUECKOM 00CITy>KUBaHUH U3/EIHH; 3) CAaHUTAPHO-
THTUCHUYECKHE TIOTPEOHOCTH; 4) COIHATIBHO - KYJIBTYpPHBIC MOTPEOHOCTH.
B 3aBucuMocTH OT CyOBeKTa, NPEIbSBISIONIETO IOTPEOHOCTD, BBIJICISIOT
MOTPEOHOCTH MHJMBUAYYMA U KOJJICKTUBHBIE.

Drarbl npoiecca
00CTy)KMBaHUSI.

[Tpouecc oOcmykuBaHus B 00IIEM BHIE MOXKET BKIIIOUATh CIIEIYIOLIHE
9TaIBbL:

Berynnenne B koHTakT. PAOOTHHKN KOHTAaKTHO# 30HBI JIOJKHBI BBI3BATH Y
MOTEHIIMAIBHOTO 3aKa34MKa HHTEPEC U CIIPOBOIIPOBATH «OCO3HAHHE
MOTPEOHOCTH.

Omnpenenenne norpedHOcTeH KirenTa. OCHOBHAs 3a/1ad4a — YETKO
OTIPEIETNTh MOTPEOHOCTH KIIMEHTA, a TAK)KE MPUBJIEYb €T0 BHUMAaHUE K
KOHKPETHOH IpejylaraeMoil yCiryre u BKJIIOUYHTH €€ B HA0Op aJIbTepHATHB.
KoncynpTupoBaHue KineHTa. 3ajada — BBI3BaTh Y KIMEHTA PELICHUE
cenathb 3aka3. [locie nmosyyeHus ucuepnsiBatolei nHGopmanum
TMOTCHIMAJIBHBIC 3aKa3YUKU UHOTIa B TCUCHUC MJIMTCIIBHOTO NIEPHOIa
BpPEMEHH NPUHUMAIOT OKOHYATEIbHOE pemeHne. Ecim 3aka3unk Benér
cebs maccuBHO, HEOOXOMMO IIOMOYb MY OTIPEIEIUTRCS ¢ HabopoM
3HAYMMBIX KPUTEPHEB, a 3aTEM MPHHATH PEIIeHHe O IPHOOPETEHUN
yCIyTH.

OdopmireHne 3aka3a. 3aka3 KIMEHTa Ha OKa3aHHUE HEKOTOPBIX BUIOB
ycayr oopMIIsieTCsl TOrOBOPOM B IIMCHbMEHHOH (hopme.
ITpousBoncTBeHHbIH nporiece. [Tocie 3akmodeHus JoroBopa nporecc
00CITyKMBaHHS TOTPEOUTEIIST CMEHSIETCSI TPOU3BOICTBEHHBIM MIPOIIECCOM.
Briaua 3akaza notpeburento. [Tocie dero ciemayer rpaMoTHO OZOOPHUTH
nproOpeTeHne KINeHTa, T00IaroJapuTh ero 3a cIeJaHHbIN BEIOOp 1
MOTIPOIIATHCSI.

IToHsITHE KOHTAKTHOM 30HBI.

KonTtakTHas 30Ha — MECTO NPETOCTABICHUS YCIYT, T1e paOOTHUK
B3aMMO/JICHICTBYET C KIIMEHTaMHU WJIM OKA3bIBAECT UM T€ VTN MHBIE YCIYTH.
OT0 MOXeT OBITh (pr3HUECKOE MPOCTPAHCTBO, TAKOE KaK MPUEMHAS,
CTOMKa PEerucTPaIliy WIH Kacca, WM BUPTyaJbHOE MPOCTPAHCTBO, KaK
Mpy OOIIEHUH Yepe3 IIEKTPOHHYIO TIOUTY, Tele(OH WIIH CaMT.

B KOHTaKTHOM 30HE KIIMEHT MOXET MOJIYYHTh HHPOPMAIHNIO, 3a1aTh
BOIPOCHI, 0()OPMHTH 3aKa3 MU MOJTYIUTh HOAJIEPIKKY OT COTPYIHHKOB
KOMIIaHUU.
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ConnanbHO-KYJIBTYPHBIC YCITYTH
(TypHCTCKHE U DKCKYPCHOHHBIE).

Typucrckas yciyra — pe3yJsbTaT JesiTeIbHOCTH OpraHu3auu
(TYpHCTCKOTO NPEANPHUATHS) WIH HHANBUAYAIBHOTO IPEAPUHIMATENS
0 YAOBJIETBOPEHHIO IOTPEOHOCTEH TypHCTOB B OPraHU3aLUH U
OCYIIECTBIICHUHU Typa U €r0 OTICIbHBIX cocTaBistomux. K TypucTcknm
yCIyraM OTHOCSTCS, HAIPUMEP, Pa3MEIICHUE, TIEPEMEICHNE TypPHUCTOB,
obecrieueHne UX MUTaHUEM, IIOCEIIEHHE TEaTPOB, KOHIIEPTHBIX 3aJI0B,
My3€€B, KAPTHHHBIX Tajepei, IPUPOIHBIX H HCTOPHUECKHX 3aMIOBEIHUKOB,
MaMSTHUKOB UCTOPUH U KYJIBTYPBI, (eCTHBaIEH, CHOPTHBHBIX
COpPEBHOBaHUU.

DKCKypCHOHHAs yCIIyra — BHUJI COLIMAIbHO-KYJIBTYPHOU e TEIbHOCTH,
HarpaBJIeHHbIIl Ha OKa3aHUE yCIIyT JUIs yJOBJIETBOPEHHS [IO3HABATEIILHBIX
Y TyXOBHBIX IIOTPEOHOCTEH JIF0JIeH B X0JI€ UX TIEPEIBHKESHUS 10
MapuIpyTy npogecCHOHaIbHO OATOTOBICHHBIMH CHIEIUATUCTaMH
(3KCKypcoBomaMu). DKCKYPCHS IPECTABISET COOOH METOINIECKU
MPOYMaHHBIH ITOKA3 HKCKYPCOBOIOM TPYIINE JIUI OOBEKTOB
AHTPOTIOTEHHOTO ¥ (WJIM) IPUPOIHOTO TIPOUCXOXKICHUS B X0O/1€
MEPEBIDKCHNUS 110 MapIIPYTY, COMPOBOXKAAEMBII PACCKa30M O HUX H O
COOBITHSX, CBA3aHHBIX C HIMH.

ConpaibHO-KyJIbTYPHBIE YCIIyTH
(caHATOPHO-03TOPOBUTEIHHEIC).

CounanbHO-KyJIbTYPHBIC YCIYTH B pAMKaX CaHATOPHO-03/I0POBUTEIBHBIX
MPOTrpaMM HalpaBJIEHbl HA YKPEIUIEHUE 310POBbs U Pa3BUTUE TyXOBHOU
cdepsl TmuHOCTH. HEeKOTOpBIE BU/IBI TAKUX YCIIYT:

Mys3bikanbHas Tepanus. CoKoifHas penakcupyrolias My3bIKa 3ByUUT B
KabuHeTax, CONpOBOX/ast JIe4eOHbIH npouecc. JIErkue puTMU4HbIE
MHCTPYMEHTAJIbHbIE KOMIIO3ULIUY COIIPOBOXKIAIOT IPUEM nuuiy. Takxke
IIPOBOJSTCS CEAHCHI 03JOPOBUTEILHON MY3bIKH, I'I€ IPU IIPOCIIYIINBAHUH
KJIACCHYECKHX MPOU3BEICHNN HCIIOIB3YETCsl BUACOPS KPACUBEHIIINX
KapTHH IPUPOJIBL.

TaHneBanbHBIC TPOTPaMMBI. TaHIIBI HCHOIB3YIOTCS B PA3IMYHBIX (opmax
JIOCYTOBBIX IPOTrPaMM: TAaHLEBAIbHBIE BEYEPA, UTPOBBIE TIPOTPAMMBI,
KITyOBI JTIOOMTENEH PeTpO-TaHIEB U IPyTHE.

KynbprypHO-nocyrossie Meponpusatus. Hanpumep, Bctpeun, Oecens! u
IMMPOMOBECAN B MOJICJIBHBIX KOMHATaxX I BEPYIOIUX PA3JINIHBIX
KoH(eccuil.

ConuanbHO-KYIbTypHBIE YCIYyTH
(rocTHHHYHBIE).

K COIUAJIBHO-KYJIBTYPHBIM TOCTUHUYHBIM YCJIYT'aM OTHOCATCS, HAIPHUMED:
YCIyTH OpraHu3anuii ooecTBeHHOro nutanus (0ap, pecropa, kKade,
Oyder, nuBHOI1 6ap);

MarasuHsI (CyBEHHPHBIH, IPOAYKTOBBIH), TOPTOBBIE aBTOMATHI;
uH(ppacTpykTypa pasBiedeHnil (IMCKOTEKA, KA3MHO, HOYHOH KITy0, 3ai1
UTPOBBIX AaBTOMATOB, OHIIbSIP/IHAS);

IKCKYPCUOHHOE 00CITY)KHBAaHHE, YCIYTH THA0B-TIEPEBOIUYHKOB;
OpraHu3aiys MpoJaku OUIETOB B T€ATPhI, IUPK, HA KOHIIEPTHI U T.[1.;
TPaHCIOPTHBIE yciyru (OpOHUPOBaHIE OUIIETOB HA BCE BU/IbI TPAHCIIOPTA,
3aKa3 aBTOTPAHCIOPTA 10 3asIBKE TOCTEH, BHI30B TAKCH, IPOKAT
aBTOMOOWIICH).

ConmanbHO-KYIbTypHBIE YCIYyTH

(pusnueckast KynbTypa U CriopT).

CHexTp couManbHO-KYJIBTYPHBIX YCIIYT OTpacin «(husnuueckas KyabTypa u
CIOPT» MOXKHO KJIacCH(UIMPOBATH CIACAYIOIINM 00pa3oMm:

ITo hopme pacnpenernerus 0OUECTBEHHBIX (DOHIOB MOTPEOICHUS
BBIJIENIAIOT OecIuaTHbIe (YPOK (pU3NUeCcKON KyJIbTYpPHI B
00111e00pa3oBaTeNbHON MIKOJIE) U IUIATHBIE (3aHATHS B KOMMEPUYECKOM
(pU3KYITBTYpPHO-03/10pPOBUTEIHHOM IIEHTPE) YCIYTH.

ITo MOTHBaM IPOMU3BOACTBA YCIYTH MOTYT OBITH KOMMEPYECKUMHU
(ToTydeHue MpoOU3BOIUTENIEM MIPUOBUIH) THO0 HEKOMMEPYECKUMHU
(BBIMOJIHEHNE TTPOU3BOIUTEIIEM COIIMAIBHO BaXKHBIX (DyHKIMH, Hartpumep,
pasBuTHE GU3MUECKOH KyJIbTYpHI U CIIOPTa CPEAN eTel, NHBAIH/IOB,
JIFOJIEH OXKMIIOTO BO3PACTa).

ITo MOTHBaM MOTPEOICHUS Pa3IMYArOTCs YCIYTH JINYHOTO XapakTepa
(3aHATHS HU3MYECKOTO JINIA TUIABaHUEM B OaccelHe U T.I1.) U JICJIOBBIC
(apenna OacceifHa It TPOBEICHUS CIIOPTHBHBIX COPEBHOBAHHH U T.11.).
ITo hopme moTpedneHns COMaTBHO-KYIbTYPHBIE YCIYTH
MOJIPa3/IeNSAIOTCS Ha UHIUBHUIYaIbHbIE (CAMOCTOSTENbHbIE 3aHATHS
(pU3MUECKUMH YIPAKHEHUSIMHU M BUJIAMH CIIOPTA B CEKIIHSIX) M MacCOBBIC
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(KONNEKTUBHBIE 3aHATUS PU3NYECKUMH YIPAKHEHUSIMH U BUAAMH CIIOpTa
B CEKIUAX M T.II.).

[To xapakTepy MOTpeOHOCTH, AJIS yIOBIETBOPSHUS KOTOPOI
MpeHa3HAYEHBI YCIIYTH, X MOKHO KJIACCU(HUIIMPOBATH HA
(hU3KYNBTYpHO-CIIOPTUBHBIE (0OecreueHne 3aHATHI HU3NICCKUMHU
YIPAKHEHUSIMU U BHJIAMH CIIOPTA C PA3IMIHBIMU LEIAMH, B
pa3HO00Opa3HBIX OPTaHM3AIMOHHEIX (pOpPMaXx, ITIATHO JHO0 OECIUTaTHO U
T.I1.), 3pEJHUIIHBIE (JITYHOE IPUCYTCTBHE HA CIIOPTUBHBIX COPEBHOBAHMAX
100 MPOCMOTP MX MO TEIEBUACHHIO), KOHCYIbTAlIHOHHBIC
(mepcoHaNbHBIE KOHCYJIBTAIMH 110 CPEACTBAM, METOAaM U (opMam
3aHATUI (PU3NUECKUMU YIPaKHEHUSIMU, BUAAMH CIIOPTa, JIE4eOHOM
(u3nyecKoil KyIbTYpOH | T.IL).

10.

DopMBI 00CITYKUBAHUS
MOTpPeOUTEICH.

HexoTopsie ¢popMbl 00cTy)XKnBaHUS B O0IIECTBEHHOM MUTaHUU:
Camoo0ciyxruBaHue. B 3aBUCHMOCTH OT CTENEHH y4acTHs IIepCOHaNa 1
crioco0a moayy NPOAYKIUH ITOpa3iessieTcs Ha ITOJHOE H YaCTHYHOE.
Hanpumep, camoo0ciy>kxuBaHHE 110 IPHHIUITY «CBOOOIHOTO OTOKA
MOTpeOHuTENCH», Yepe3 TOProBble aBTOMATHI, 10 popmMe «kode-may3a
(rode-Opeiix)», mo hopme «mBenackoro crona (0ydera)y.
O6cnyxuBanne opunuantamu. Hampumep, 6aHKET 3a CTOJIOM ¢
YaCTHYHBIM 00CITy)KUBaHUEM O(UIIMaHTaMK, KOT/Ia O(HIINAHTHI
JIOCTABJISIOT MPOAYKIIMIO B 3aJI, PACCTABIISIOT CEPBUPOBOYHBIE OJII0/1a U
OYTBHUIKH C HATUTKAMH Ha CTOJIE, a 32 CTOJIOM MOTpeOUTENn 00CTyKUBaIOT
cebs caMOCTOSATENBHO.

OOcy>KMBaHUe IPU JOCTaBKe poayKiuu. Hanpumep, obcimyxuBanue B
MYTH CJICJIOBAHUSI MACCAKUPCKOTO TPAHCIIOPTA, B HOMEPaX TOCTUHHUIL U
JPYTHX CPEACTB pa3MelIeHHUs], KEHTEpHHT (BbIe3THOE 00CITYKUBAHHE).

11.

MeTtob! 00CITyKUBaHUS
MOTpeOUTETICH.

Hekotopble MeTOIBI 0OCITY)KUBaHUS TOTPEOUTENEH Ha IPEANPUATUSIX
OOIIECTBEHHOTO MTUTAHUS:

Camoo0bcnyxusanue. [loTpeduTtens caMocToATeNEHO 6epyT ¢
Pa3IaToOYHbBIX MPUIIABKOB XOJIOJHBIE OF0a M 3aKYCKH, Claakue Oirona u
HAIIUTKH, My4YHbIC KOHOUTEPCKUE U3/IeNNs, XJIeO U cTONOBEIe Tpudopsl. B
3aBUCHMOCTH OT y4aCTHUs [EPCOHANA B 0OCITYKUBAHHH PA3IHYAIOT MTOITHOE
M YaCTHYHOE CaMO0OOCTyKHBaHUE.

O6cnyxuBaHue nepcoHanoM. IIpumensercs Ha IpeANPHUATUAX, Tae
koMdOopT Urpaet Gosee BaKHYIO POJIb, YeM (aKTOp BpeMEHH
obcmyKuBaHusl.

Kombunnposannslii Metoa. IlpegycmarpuBaer coueTaHue ABYX
yKa3aHHBIX METO/I0B 00cmyxuBaHus. Hanpumep, npu 00ciTyKMBaHUH
YYaCTHUKOB COBEIIAHUH, KOH()EPEHIH, CHMIIO3HYMOB TOCTH
CaMOCTOSITENIPHO BHIOUPAIOT 3aKyCKH, I€CEPThI, HATUTKH U IPYTrue
U3JIeNUs Ha pa3laTOYHBIX NPHJIaBKax WK QypLIIETHBIX CTOJAX, a IIePBbIC
Y BTOpBIC 0JIF0J1a NOAAI0T O(HLHAHTEL

12.

[MpaBuna oOCITy)KUBaHUS
MOTpeOUTEICH.

1. TIpuBercTBHE U YCTAaHOBIIEHHE KOHTAKTA.
AKTHBHOE CITyllIaHHE U BHUMAaHHUE K JETasIM.
YBakeHHE K KJIIUCHTY U €r0 BPEMEHH.
[Ipo3payHOCTh ¥ YECTHOCTH B OOIICHUH.
ITonoxwuTenbHBIH HACTPOH U JOOPOKENATEIEHOCTb.
[Mpodeccronanusm 1 KOMIETEHTHOCTb.
I'pamoTHas peub U YETKOCTh B BBIPAXKEHUU MBICIIEH.
YMenue permaTth KOHQIUKTH ¥ HaXOUTh KOMIPOMHCCHI.
ITocTostHHAst 0OpaTHAs CBA3b U YIyUIIEHHE CEpBHUCA.

. 3aBepIIeHHe pa3roBopa 1 OJIArogapHOCTh 32 COTPYIAHUYECTBO.

13.

Omnnata ycmyr.

Hexortopsie criocoOBI OIUTATHI TYPHCTHYSCKUX YCIYT:

Jist ropuguaeckux Jinil. besHamuaHBINA IepeBO/T 10 IOTOBOPY, COTIIACHO
BBICTABJICHHOTO c4éTa, OHJIAiiH-IepeBo1 OaHKOBCKOU kapToii, QR-code
nepesoj, ChII-nepeBos.

Jnst pusmaeckux . OHTAHH-TIEPEBO/] IO CChITIKE OaHKa, OHJIAlH-
nepesox CBII, QR-code mepeson, Tinkoff Pay, Yandex Pay. K omiate
MIPUHUMAIOTCS OaHKOBCKHE KapTHI, BRITYIIICHHBIE HA TEPPUTOPHI
Poccwuiickoii @eneparmu: MasterCard, Visa, MUP.
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OmnnaiiH-omiara 6aHKOBCKOM KapToil. Ha ctpanuiie 6poHupoBaHust
YKa3bIBAIOT IaHHBIC BCEX TypPHCTOB M BBIOMPAIOT OIUIaTy KapToi. Ha xapte
3aMOpaKMBAETCS CyMMa, BCE YCIYTH 110 Typy WM OTEI0 OPOHUPYIOTCS, a
1eHa ukcupyercs. JIeHbI'M CIMCHIBAIOTCS TOIBKO ITOCIIE OATBEPKICHNSA
3aKasa.

Omnara HaMMYHBIME B 0(Hice KOMIAaHUH. [ 3TOro Hy>KHO HOJTyYHTh
cuéT y MCHEIKepa, TIOATBEP)KJAIONIEro OPOHNPOBAHHUE

14.

Ilokazarenu kauecTBa yciyr.

ITokazaTenn KauecTBa ycIyr — MepedeHb KaUYeCTBEHHBIX H/HIH
KOJIMYECTBEHHBIX XapaKTEPUCTUK, KOTOPbIE 00ECIIEYNBAIOT CLIOCOOHOCTD
YCIIYT yJOBJIETBOPATH MOTPEOHOCTH MOTPEOUTENS U BOBMOXKHOCTH OLIEHKH
YpOBHS KayecTBa. 1

Cornacao I'OCT P 52113-2014 «Ycnyru Hacenenuto. HomeHnkiaTypa
MoKa3aTesel KauecTBa yCJIyr» Moka3aTelau KadecTBa AesITcsa Ha
CIEIYIOIIHE TPYTIIBI:

[Toxa3zarenn Ha3HAUEHMS. XapaKTepU3yIOT HAOOP CBOMCTB yCIyTH,
OTIPECTSIONINI Kau4eCTBO BBINOTHEHNS (DYHKIMH, 1711 KOTOPBIX OHA
npenHa3HadeHa. Hampumep, cpennee BpeMs 0KuaHus 00CTy )KUBaHNSA
MOTPEOUTENSI MM MaTepHabHas U TEXHUYIecKas 0aza.

IMTokazaTtenn 6ezomacHocTH. K HUM OTHOCATCSI 6€30ITaCHOCTD AT KHU3HU
WM OKpY’KaroLIeH cpelibl, paraloHHasi 0e30MacHOCTb,
B3pBIBOOE30ITaCHOCTb.

IToxaszarenu HapéxHOCTH. K HUM OTHOCATCS HaAEKHOCTh pe3ybTaTa,
6€30TKa3HOCTb, IOJITOBEUYHOCTh, COXPAHHOCTh, CTOWKOCTh K BHEIIHUM
(hakropam.

IMokazarenu mpodhecCHOHATBHOTIO YPOBHS COTPYIHUKOB. K HUM OTHOCSATCS
YpPOBEHb MOATOTOBKH, HABBIKM M 3HAHUS, COOIIIOICHHE HOPM,
JOOpOXKENATETPHOCTh M BHUMATEINBHOCTD K KIIMCHTaM.

15.

KonTpoms n orieHKa KadecTBa
YCIyT.

KoHTpomb KagecTBa yCIIyr MOXKET BKIIFOUATh CIIEIYIOIINE METOMbL:
AHanuTHYeCKHHA. AHAIN3 COJIEPKAaHNUS JOKYMEHTOB, KOHTPOJIb MX
HaJIM4 ML, TIPaBUIBHOCTH O(YOPMIICHHSI, COOTBETCTBHS 3a7a4aM M [EJIsIM
YUpEXKICHUS.

Busyanbneiil. OcMOTp 31aHHI, TOMEIIEHUH, CPEACTB TEXHUUECKOTO
OCHAIIIEHUS C IIEJIbI0 KOHTPOJIS UX COCTOSIHUS U COOTBETCTBUS
TpeOOBaHUSIM.

Commonorudeckuit. Ompoc KJINEHTOB U MEPCOHaNa 0 KadecTBe
KOHKPETHBIX YCIIYT, OIIEHKa Pe3yJIbTaTOB OIpoca, HaOII0IeHHE 3a
KIINCHTaMH, aHKETUPOBaHHE.

OkcnepTHbI. JINUHOE MPHCYTCTBHE MPOBEPSIONINX IIPH IPEI0CTaBICHUH
OTZEJbHBIX BBI3BIBAIOIINX COMHEHHUE YCIIYT C LENbI0 YTOUHEHUS NX
Ka4yecTBa WM JIMYHOE O3HAKOMIIEHHE C OpraHu3aliel paboTsl 1o
MPE/I0CTaBIICHUIO TIOOOHBIX YCIIYT.

Merton cynepBusun. PeryisipHoe U CTpyKTypHpOBaHHOE 00CYKICHHUE
CJIOKHBIX CITy4aeB OKa3aHUs yCIyT KIMEHTaM, aHain3 3(p(heKTHBHOCTH
MPUMEHEHNS KOHKPETHBIMH CHEIIHATUCTaMHU METOJ0B M TEXHOJIOTHHA
paboThI M OLIEHKA JIOCTUTHYTHIX PE3yJIbTaTOB.

PaccMoTpeHnue u aHanu3 pexiamanuii, xano0 1 NpeTeH3ui K Ka4eCTBY U
CBOEBPEMEHHOCTH NPEIOCTABICHUS YCIIYT, a TaKXKe pa3pabaThIBaeMBbIX B
YUPEKACHUH MJIAHOB 110 YCTPAHEHUIO OTMEUEHHBIX HEIOCTaTKOB U
CTETICHN pEeaTN3alliH 3TUX TJIAHOB.

Or1eHKa Ka4ecTBa yCIyT MOXKET BKIIIOUATh CJIEIYIONINE KPUTEPHH:
COOTBETCTBHE YCIIYT TPeOOBaHMAM K UX COAEpKaHUI0 (00bEMY, CpOKaM,
Ka4eCTBY ITPEAOCTABICHHS), YCTAHOBJICHHBIM HOPMATHBHBIMH ITPABOBBIMU
aKTaMH;

HaJIMYKE Y UCTIOJIHUTENS YCIIyT KOMIIETEHTHOTO EPCOHANA,
HETIOCPEACTBEHHO 3a€HCTBOBAHHOTO B OKAa3aHUHU YCIIYT, TOCTATOYHOCTD
TaKOTO MEPCOHANA;

OTKPBITOCTH M JOCTYITHOCTh HH(OPMAIHH 00 MCIIONHUTENE YCIYT U
OKa3bIBAEMBIX YCIyTax;

HaJn4ne ¥ QyHKIIMOHNPOBAHNE CHCTEMBI MEHEDKMEHTA Ka4eCcTBa,
obecrieunBaroniel COOTBETCTBHE MPEJOCTABIAEMBIX YCIIyT
YCTaHOBJICHHBIM TPEeOOBaHHUSIM;
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OTCYTCTBHUE UCIIOJIHUTENS YCIYT B peecTpe HeT00pOCOBECTHBIX
MOCTABIIMKOB IO Pe3yIbTaTaM IPEJOCTABICHHS YCIyT B paMKax
WCTIOJTHEHHSI KOHTPAKTOB;
HaJIMYHE OIBITA U JEJIOBOH PEIyTalUH y UCTIOTHATEIS YCIyT;
yIOBIETBOPEHHOCTH MOTPEOUTENEH KaIECTBOM YCIIYT.

Kpurepun u mKkaJjbl OleHHBAHUSA IPOMEKYTOYHOM aTTECTALMH
IlIkaja u KpUTEpHH OL[EHKHU (IK3aMeH)

OT1au4Ho

Xopowo

Ya0BJj1eTBOPUTEIBHO

HeynoBiieTBOpUTEJIBHO

1. Marepuan u3iaoxeH
rPaMOTHO, B
ONPEACICHHON
JIOTUYECKON
MOCJIEI0BATEIBLHOCTH,
MIPaBUJIbHO MCIOJIB3YETCA
TEPMUHOJIOTHUS;

2. I[lokazano ymenue
WJUTIOCTPUPOBATH
TEOPETUYECKHUE
MOJIOKEHUSI KOHKPETHBIMU
MpUMepaMu, TPUMEHSTh
MX B HOBOW CUTYaIlNU;

3 [IpopemMoHCTpUPOBAHO
YCBOGHHUE paHee
U3yYEHHBIX
COITYTCTBYIOIIUX
BOIIPOCOB,
c(hOpMUPOBAHHOCTh
YMEHUH U 3HAHW;

4. OTBeT poO3BYyUaI
CaMOCTOATENLHO, 0€e3
HaABOISIIIUX BOHpOCOB.

1. OTBeT ynoBIIETBOPSIET
B OCHOBHOM TpeOOBaHUSIM
Ha OLICHKY «5», HO IIPU
9TOM MOXKET UMETh
CIIEYIOIINE HENOCTATKU:

2. B uznoxxenuu
JOMYIIEHBI HEOOIbIINE
MpoOeIIbl, He UCKA3HBIIIKE
coJiepKaHuE OTBETA;

3. JomyuieHsl OJUH - 1Ba
HeJloueTa P OCBEICHUH
OCHOBHOTO COZICP)KaHUS
OTBETa, UCTIPABJICHHBIC
10 3aMEYaHUIO0
MperoIaBaTels.

1. HenmosiHo nim
HEIIOCJIC0BATEIHLHO
PACKpBITO COICpIKAHUE
Marepuaiia, HO MoKa3aHo
o0111ee MOHUMAaHNE
BOIIpOca U
MPOJIEMOHCTPUPOBAHBI
YMEHHUSs, JOCTaTOYHbIE
U1 JalbHEUIIIEro
YCBOEHUSI MaTepuana.

2. menuce 3aTpyIHEHUS
WJIH JIOTIYIIEHbI OITHOKY B
ONPEAEIICHUH TTOHATHH,
HCII0JIb30BaHUU
TCPMHHOJIOIUH,
UCIIPaBJIEHHBIE M10CTIE
HECKOJIBKUX HaBOJAIINX
BOIIPOCOB;

3. IIpu HETOJTHOM 3HAHUH
TEOPETHYECKOTO
MaTepualia BbIsSBICHA
HEJIOCTAaTOYHAsI
c(hOpMUPOBAHHOCTh
YMEHUH U 3HAHWI.

1. Conepxanue
MaTepHalia He PacKphITO.

2. Omuoku B
Onpe/IeICHUH TIOHSATHH,
HE HCII0JIb30BaJIach
TEPMHHOJIOTHS B OTBETE.
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