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HHIYCTPHH rOCTENPUMMCTBA
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I'ox nadopa - 2023

OLIEHOYHBIE CPEJCTBA JJIs1 MIPOBEJEHUS NPOMEXYTOUYHOM ATTECTALIUA
OBYYAIOIIUXCHA ITO AUCIUIIJIMHE (MOYJIIO)

1. O6mme cBegeHnst

1. | Kadenpa CepBuca u Typuzma

2. | HampaBJjieHHE MOATOTOBKH 44.03.04 ITpodeccuonanpbHoe 00ydeHue (1o 0TpacsiM)
3. | Hanpasnennocts (mpodmis) | CepBUC MHIYCTPHH TOCTEIPHHMCTBA

4. | JuctummHaa (MOAYJb) CepBucHas 1eATebHOCTh

5. | ®opma oOyueHus oyHas

6. | ['on HabGopa 2023

2. IlepevyeHb KOMIETEHIIUH

YK-9: CriocobeH mpuHUMAaTh 000CHOBaHHbIE SKOHOMUYECKUE PEIICHHUS B PA3IMIHBIX 00IACTAX
KU3HEACATCIIBHOCTU

OIIK-1: CnocobeH OCymIeCTBIATh MPOPECCHOHANBHYIO JCATEIBHOCTh B COOTBETCTBUU C
HOPMATHBHBIMU IIPABOBBIMH aKTaMHu B cpepe 0Opa3oBaHus U HOpMaMU MPOGeCCHOHATBHON 3TUKU

3. KpnTeplm U nMoKa3arTreJiu OIiCHUBAaHUA KOMHeTeHIII/Iﬁ Ha Ppa3s/iMIHBIX 3Tanax ux
¢popmupoBanus

Q)opMz;T::;aHnﬂ ®opmupyema KpuTepuu u nokasareiu OleHMBAHUSI KOMIIeTeH LM i ®OpMBI KOHTPOIsI
KOMIIeTeH I A copmupoBaHHOCT
(pPasaeJibl, TeMbI | KOMIETeHIMsI 3HATE: YMeTh: BaageTs: U KOMIIeTe HIMi
JMCIMILIHHBI)
CepsucHas 1.IlonsTHst ycnyru, AHanu3HpOBaTh 1. Cnocobroctsio | Occe,
JIeITeNTLHOCTh CepBHCHOU nH(OpPMAIHIO. HCIIOJIb30BATh TpyNIoBas
Kak ¢dopma JIeSI TENTLHOCTH. OCHOBBI JMCKYCCHS
YIOBJIETBOPEHU 2.Oynkyun  chepsl SKOHOMUYECKUX
s moTpedHoCTer VK-9 YCIIYT. 3HaHUH npu
YyeJIoBeKa. OIK-1 3. Knaccudukaimio OLIEHKE
TUIIOB W BUJIOB 3¢ peKTUBHOCTH
YCIIYT. Ppe3yNIbTaTOB
JIEATeIbHOCTH B
pasnuuHbIX cdepax
2.KareropuanbHbl
M anmnapaToM
[ToBenenue 1.Knaccudukanm | 1.Bwraensats u | 1. CmocobHocthio | Pedepar,
noTpeduTeNeH. U KIHEHTOB, WX | YYUTHIBaTh pa3pabarbiBaTh TpYNIOBast
oTpeOHOCTH OCHOBHBIE TEXHOJIOTUH JMCKYCCHS
2.DakTopHI, IICUXOJIOTUYECKH | TIpoliecca CEpBHCaA,
YK-9 BITUSIIOIIINE Ha | € OCOOCHHOCTH | Pa3BHBATh
OIK-1 MTOKYIAaTENbCKOE MOTPEOUTENsT B | CHCTEMBI
TIOBE/ICHHE. nporecce KITMEHTCKHUX
3.Crenn¢uyecku | CEpBHUCHOM OTHOILIEHUH c
e aCTIeKTHI | JIESITENbHOCTH. y4eToM
MOKYIIKH YCITYT. TpeboBaHui
4 TToBenenue MOTPEOUTEIS




norpeduTenei 2.KateropuanbHbl
JIETIOBBIX YCIIYT. M arnmapaTroM
Teopus 1.0cHOBBI AnannzupoBartb 1. Cnocobnoctsio | Kelic-3ananue,
OpraHu3aIiu OpraHM3aIiu nHOpPMAIIHIO. K NPUMEHEHUIO | TpYyNIoBas
00CITy>)KUBaHHSI. TEOpHUn COBPEMEHHBIX JIMCKYCCHUS
00CITy>KUBaHHS. CEPBHCHBIX
TEXHOJIOTHH B
YK-9 mporiecce
OIK-1 MPEIOCTaBICHUS
YCIIyT,
COOTBETCTBYIOLIUX
TpeOOBaHUSIM
notpeouTeneit
2.KareropuanbHbl
M aImnapaToM
Opranuzauus 1.0OcHOBHEIE AHanuzupoBath 1. CmnocobHoctbiO | 3aganue Ha
CEepBHCHON METOJIBI nH(OpPMAIHIO. HCIIOJIb30BATh TIOHUMaHHue
JIeITeNTbHOCTH. TIPEOCTaBIICHUS o01enpaBoBbIe TEpMHHOB
YCIIYT. 3HaHUS B | Kelic-3aJaHue,
2.®Popmbl pa3nuuHBIX cepax | rpymmoBas
o0CITy>KUBaHUS. JeATeNIbHOCTH, B | JMCKYCCHUS
VK-9 3.Iloka3arenu TOM  4HCcIe ¢
OIK-1 Ka4yecTBa YCIyTH. ydaetom
4.Mopenb COLMANIEHOM
Ka4ecTBa yCIIyT. TTOJIUTUKA
5.CepBHUCHEIE TOCyapcTBa,
TapaHTHU. MEXIyHapOIHOTO
u POCCHICKOTO
mpaBa.
2.KareropuanbHbl
M anmapaToM
Nmunmx GupMel. 1.Teopernueckue | AHaTU3UPOBAThH 1. Cnocobnoctsio | Keiic-3ananue
OCHOBBI MHQOpPMAIIHIO. pa3zpabarbiBaTh
(hopmMupOBaHUs TEXHOJIOTUU
UMHJDKA. npoliecca cepBHca,
2.JlenoBoit 3TUKET pa3BUBaTh
YK-9 CHCTEMBI
OIIK-1 KIIMEHTCKHUX
OTHOLLIEHUH c
y4eToM
TpeGoBaHMIA
notpeouTens
2.KareropuaibHbl
M aImnapaToM

IIIkajia oueHNBasi B paMKax 0 a/1JIbHO-PETHHIOBOIl CHCTEMBI
«2» - 60 6amnoB 1 MeHee, «3» - 61-80 6amnoB, «4» - 81-90 6axn0B, «5» - 91-100 GamioB.

IPUBA3BIBACT

YCBOCHHBIE

HAayY4YHBbIC

4.1.9cce
Banusbl XapaKTepUCTHKH BbINIOJHEHUS] COYMHEHUSI-PACCYKICHUS
4 - CTYZEHT IITyOOKO U BCECTOPOHHE YCBOUI MPOOIIEMY;

- YBEpPEHHO, JIOTMYHO, IIOCJIENOBATEIIbHO M TPaMOTHO H3J1araeT CBOU
CYXEHUS;
- ONUpasCh Ha 3HAHUSA OCHOBHOW UM JIOMOJHUTEIBHOW JIUTEPATypbl, TECHO
HOJIOKEHUSI  C

MPAKTUYECKOMN




eI TENIbHOCTRIO;
- yMeJ0 000CHOBBIBAET U apryMEHTUPYET BBIABUTAEMBIC UM UJIEH;
- IeJaeT BBIBOIBI U 0000 IIEHHS.

- CTyJIEHT I'PAMOTHO M 10 CYLIECTBY U3J1araeT MaTepua;

- HE JIOMYCKAET CYIIECTBEHHBIX HETOYHOCTEH;

- YBS3BIBAET YCBOCHHBIE 3HAHUSI C IPAKTUYECKOU e TEIbHOCTbIO;
- ApTYMEHTUPYET CBOU CYKICHHUS;

- JIeJIaeT BHIBOZBI U 0000 IICHNUS.

- TEMa PACKpbITa HEJOCTATOYHO YETKO U MOJIHO;

- JIOMyCKaeT HeCyIIeCTBEHHBIC OIMOKN U HETOUHOCTH;

- UCTIBITBIBAET 3aTPYAHEHHUS B TPAKTUUYECKOM NMPUMEHEHUM 3HAHUI;
- ¢1a00 apryMeHTHpPYET CBOU CYXJICHHUS;

- 3aTpyAHseTcsl B OPMYJIUPOBAHUU BBHIBOJIOB U 0000IIIEHUH.

- CTYZICHT He YCBOWJI 3HAUUTEIbHON YacTH MPOOJIEeMBlI;

- IONIYCKaeT CYIIECTBEHHbIE OIINOKN U HETOYHOCTH IIPU PACCMOTPEHUH €€;
- UCHBITBIBAET TPYAHOCTH B IIPAKTUYECKOM IPUMEHEHUH 3HAHUII;

- HE MOXET apryMEHTHPOBATh CBOU CYKICHMUS;

- He (OpMYJIMPYET BBIBOJOB U 0000ILIEHUI.

4.2.Pedepar

Baniabl

XapakTepuCTHKH BbINIOJIHeHUs pedepaTa

4

- CTYZIEHT ITyOOKO U BCECTOPOHHE YCBOUJI IIPOOJIEMY;

- YBEPEHHO, JIOTUYHO, ITOCJIEA0BATEILHO U IPAMOTHO €0 M3JIaraer;

- ONHUpasiCh Ha 3HAHMS OCHOBHOM M JONOJHUTEIbHOW JMTEPATyphl, TECHO
IpPUBS3BIBAET  YCBOGHHBIC HAaYYHbIC TIIOJIOKEHHS C  IPAKTHYECKOil
JeSATEbHOCTHIO;

- yMeJio 00OCHOBBIBAET U apryMEHTUPYET BBIIBUTAaEMbIC UM UJICH;

- IeNaeT BBIBOALI U 0000IICHUS ;

- cBOOOIHO BJIAJICET NOHSATHIMHU

- CTYJCHT TBEPAO YCBOMJ TEMY, I'PAMOTHO W IO CYIISCTBY H3JaraeT ee,
OIUPAsICh HA 3HAHUSI OCHOBHOM JINTEPATYPHI;

- HE IOMYCKAeT CyIIeCTBEHHBIX HETOYHOCTEH;

- YBSI3BIBACT YCBOCHHBIE 3HAHUS C MPAKTUIECKOHN eI TETbHOCTHIO;

- apryMEHTHPYET Hay4YHbIE MOJIOKEHUS;

- IeJIaeT BBIBOJBI M 0000IIEHNS ;

- BJIAJIEET CUCTEMOM OCHOBHBIX ITOHSATHI

- T€Ma PacKpbITa HEAOCTATOYHO YETKO U IOJHO, TO €CTh CTYJEHT OCBOMII
npobiieMy, 1O CYLIECTBY H3JlaraeT ee, OMNUpasiCh Ha 3HAHUA TOJBKO
OCHOBHOM JIMTEPATYPBIL;

- JIOIYCKaeT HEeCYLIECTBEHHbIE OMOKN U HETOUHOCTH;

- UCTIBITHIBACT 3aTPYAHEHUS B IPAKTUYECKOM NMPUMEHEHUYN 3HAHH;

- ¢1a00 apryMeHTHPYET HayuHbIE MOJI0KECHHUS,;

- 3aTpyAHsIeTCs B (DOPMYJIMPOBAHUY BBIBOJIOB U 00OOIICHMIA;

- YaCTUYHO BJIAJICET CUCTEMOU NOHATUI

- CTYZICHT HE YCBOWJI 3HAYUTEIHHON YacTH MPOOJIEMBI,

- IOMYCKAaeT CYIIECTBEHHBIE OMMOKN U HETOYHOCTH MPU PACCMOTPEHUH €€;
- UCTIBITBIBAET TPYIHOCTH B TPAKTUYECKOM MTPUMEHECHUN 3HAHUMH;

- HE MOXKET apryMEHTHPOBATh HAYYHBIC TTOJIOKEHUS;

- He (hOpMYIIMPYET BHIBOJOB M 0000IIICHUIA;

- HE BJIQJICET MOHSITUWHBIM aImnapaToM




4.3 .3agaHue HA MIOHUMAaHHe TEPMHHOB (TEPMHHOJIOTHYECKHIA TECT)

[TporieHT mpaBMIIBHBIX OTBETOB Jo 60 61-80 81-100

KonmdecTtBo 6aioB 3a penieHHbIH TeCT 1 3 5

4.4. BolnnoJIHEHHE Kelic - 3aaHus]
Banusl Kpurepuu oneHuBanus
4 — M3J0KEHHE MaTepHuaa JIOTHYHO, FPAaMOTHO, 0e3 OINOO0K;

— cBOOOAHOE BIIaJieHNE PO eCcCHOHATLHON TEPMHUHOJIOTUEH;

— YMEHHE BBICKAa3bIBaTh U 00OCHOBATh CBOM CYXKJICHUS,

— CTYNEHT JaeT YETKWUM, IMOJHBIN, MPaBUIbHBI OTBET HA TEOPETUUYECKHUE
BOIIPOCHI;

— CTYAEHT OPraHU3yeT CBS3b TCOPUU C MPAKTHKOM.

3 — CTYJIEHT TPaMOTHO H3JlaraeT MaTepHall; OPUECHTUPYETCS B MaTepuale,
BIajiceT NPO(EeCCHOHATBHOW  TEPMHHOJOTHEH, OCO3HAHHO MPHUMEHSET
TEOPETHYECKUE 3HAHUS JIJISl PEIIeHUs Kelica, HO coiepkaHue U Gopma OTBeTa
UMEIOT OTAENIbHbIE HETOUHOCTH;

— OTBET MpPaBWJIbHBIM, MOJHBIA, C HE3HAYUTEIbHBIMH HETOYHOCTAMHU WIIU
HEJOCTATOYHO MOJIHBIN.
2 — CTYIEHT Hu3JlaraeT MaTepHhall HEIMOJIHO, HEMOCIe0BaTebHO, JTOMYyCKaeT
HETOYHOCTH B ONPEACIICHUU TOHATUH, B MPUMCHEHUU 3HAHWUU JUIA PEIICHHS
Kelica, He MOXeT J0Ka3aTelIbHO 000CHOBATh CBOM CYXKJICHHUS,

— O0OHapy>KuBaeTcsi HEAOCTaTOYHO TIyOOKOe TOHMMAaHUE M3YyYEHHOTO
MaTepuaia.
1 — OTCYTCTBYIOT HEOOXOAMMBIE TEOPETUUECKIE 3HAHUS; TOMYLIICHBI OITHOKH
B OIPEICIICHUH ITOHSATHH, NCKaXKEH HX CMBICII, HE PEIIeH Kelic;

— B OTBETE CTYyJICHTA NPOSBISAETCS HE3HAHWE OCHOBHOIO MaTepuaja
y4eOHOU MPOrpaMMBbl, JOIMYCKAIOTCS TPpyOble OMMOKH B U3T0KEHUU, HE MOKET
MPUMEHSTh 3HAHUS JJIS PEHICHMs Keiica.

4.5. OueHka y4yacTusi CTyAeHTa B IPYNIIOBOii IUCKYCCHH

HaumeHoBaHue Kpurepus bauisl
YeTKo 1 apryMEeHTHPOBAHHO OTCTAaUBAET CBOK TOUYKY 3pEHUS
OTBeuyaeT Ha BOIIPOCHI ONIIOHEHTOB

Max koJinuecTBO 6aJ1J10B
Hltpadubie  Oamipl  (HapylleHME  NpaBWJI  BEIEHMS]  JIUCKYCCHH,
HEKOPPEKTHOCTh MTOBEIEHUS U T.[1.)

RN

S. TunoBble KOHTPOJIbHbIE 3aJIaHHSI U MeTOJHYEeCKHe MaTepHaJbl, ONpeAesIoNe
npoueaypbl OLEHUBAHUS 3HAHMI, YMEHMii, HABBLIKOB M (WJHM) ONbBITA AesITeJIbHOCTH,
XapaKTepu3ywummx JTanbl (OPMHPOBAHUS KOMIeTEHUMIi B IHpouecce OCBOCHMA
o0pa3oBaTe/1bHOM NPOrPaMMbI.

5.1.9¢cce
BBIHOJ'IHCHI/IG 9CCEC Ha TeMy ((CepBI/ICHaSI OCATCIIBHOCTH B COBpeMeHHOﬁ KHU3HN)).

5.2.Pedepar
Temsl pedepaToB:
e DBOJIOLUS TIOHATUS TOBapH.
e OTimyue yclyru OT MaT€pHaIbHO-BEILIECTBEHHOI'O TOBapa.
e Mogenb HEHHOCTH YCIyTH.



e Kiaccuukanuu KIMEHTOB U UX HOTPEOHOCTH.
e DaxTOpPbI, BAUAIOIIME HA TOKYIATEIbCKOE MIOBE/ICHUE.
e [loBenenue norpeduTesel NEI0BBIX YCIYT.

5.3. TunoBoe 3ajaHne HA MOHUMAHUE TEPMUHOB
Hwxe npuBOmsTCS ompeneieHus BaKHEHIIMX TEPMUHOB IO JaHHOH Teme. BriOepuTte
MpaBUJILHOE OMpeJlesIeHU e I KaXI0ro TepMUHA U3 CIIHUCKA!
1. Cdepa ycayr.

BryTtpennee o0cinykuBaHue.

JlenoBble (MpogeccuoHaNbHbIE) YCITYTH.

NHcTuTynimoHanbHbIE YCIIYTH.

ITorpeburens.

ITorpedurensckue yciayr.

IIpennoxenue.

[IpoBatizep.

[IponyueHr.
. Cepa oOcmyxuBaHusl.

CooNOIRWN

[N
o

a. Cucrema orpacieil HapoIHOIo X035 CTBa, NPOLYKThI, IOTPEOUTENHCKAs CTOUMOCTh
KOTOPBIX BBIpa)kaeTcsi B IpeAocTaBieHMM yRoOcTB. B cdepe ycayr tpyn He
MaTepUaIn3yeTcs B BEIIax.

b. VYcmyru, koTopsle OKa3bIBalOTCS MPEANPHATHSAM, OpPraHH3aLUsAM, YIPEKICHUAM U
JAPYTUM  XO3SIICTBEHHO-YIIPaBJICHYECKUM CTPYKTypaM, a TaKXkKe OTACIbHbIM
¢u3nUecKuM  JUIAM, YTO  CIOCOOCTBYET  YCHEmHOW  MpodeccHoHaTbHON
NESTeIbHOCTU WJIHA MOJIyYEHUIO TPUOBLIH.

c. Ilorpeburensimu yciayr sSBISAIOTCS (U3MYECKHE JMLA, IeJIb MOJY4YeHUS YCIYT -
YIIOBJICTBOPEHNE JHMYHBIX MOTPEOHOCTEH, MCTOYHHUK OIUIATHl - JIMYHBIE CPEACTBA
ATUX JIULL.

d. To KONMYECTBO M KAa4YEeCTBO YCIYT, a TAKIKE COMYTCTBYIOLIMX UM MaTepHAIIbHBIX
TOBApOB, KOTOPOE MPOYLEHTHI TOTOBBI MPEAOCTABUTH KOHKPETHOMY MOTPEOUTEIIO
B KOHKPETHOE BpeMs U B KOHKPETHOM MeEcCTe.

e. dusmnueckoe IUI0, UMEIOIINNA HAMEPEHUE TPUOOPECTH MO0 NMPUOOpETAIOINN W
UCHOJB3YIOIINNA TOBaphl, padOThl YCIYrd HUCKIOYUTENBHO IS JIMYHBIX LENeH, He
CBSI3aHHBIX C U3BJIEYEHUEM NMPUOBIIH.

f. CoBokymHOCTH oOTpacieil XO03SCTBa, MPOAYKIUS KOTOPBIX BBICTYMAaeT B BUJC
YCIIYT.

g. IlocraBmuk ycmyr

h. VYcmyrn, mnorpeOuTeNssMH KOTOPHIX BBICTYNAIOT HE (HU3MYECKHe JIHLa, a
NPEANpUATUs,  OpraHu3allMM,  YYPEeXKIEHUs U JpyrHe  XO3SIMCTBEHHO-
YIPaBICHYECKUE CTPYKTYPHI.

I. Ycmyru, nmpemocraBisieMble BCEM IOJApa3leNeHHsAM U CIyx0aM BHYTpH
OpraHu3aluy JUId MOAJep KaHus KU3HEAEITeIbHOCTH caMOl OpraHu3aluu. Y Cciayru
TAaKOr'0 poja BKJIIOYAIOT Takue (QYHKIUHM, Kak o0paboTka JaHHBIX, yOOpka
MIOMEIIEHHH, HHKEHEPHbIE Pa3pabOTKU U TeXHUYECKOoe obcmykuBanue. Kinuenramu
B JIAaHHOM CHCTEME SIBJISIOTCS pa3IMyHbIe OTAENbl NPEANpUsTUs, HYKIAIOIIUEecs B
ATUX YyCIyrax.

j.  TlpomsBoguTenb yCIyr.

Kawu: 1-a, 2-i, 3-b, 4-h, 5-¢, 6-c, 7-d, 8-g, 9-j, 10-f.

1.4. llpumep keiic-3axanus



AmepukaHCckuil puman snonckord komnanuu Honda, aiist Toro 4To0b cO31aTh B KOMIIAaHUHU
atMochepy paBeHCTBA, YIPa3IHWUI TpPaJUIMOHHBIE MPUBUIIETUHM pPYyKOBojacTBa. Her Oombiie
OTAENBHBIX aBTOCTOSHOK. Bce mutaroTcst B oqHOM Kaderepun. PykoBomutenu u paboune HOCAT
onuHaKoByl0 yHHpopMy. KpoMe 3Tux cumBonmueckux xectoB Honda moormipsier ydactue cBoux
pabounx B NPUHATHUHM PELIEHHM, pa3pabOoTKe pacHucaHUsl CBEpPXypOUHOW pabOThl U CMEH, YTO
Bcerja ObLJIO MPEeporaTuBoid MEHEKMEHTA. YKPEIUISIOT JIW paBHblE OTHOLIEHUSI COTPYJHUKOB Ha
paboTe HX TMpeAaHHOCTh cBoed kKommanuu? Ilpeanoxure cBoum wujaew i TOAJIEPKAHUS
KOPIIOPATUBHOM KYJIbTYpbl COTPYIHUKOB.

PasbsicHeHns

BbICOKOro ypoBHS MOTHMBALlMM COTPYJHUKOB MOXKHO JOCTMYb TOJBKO TOIZA, KOrJa
PYKOBOJCTBO IMPOHUKHETCS HOBOM (uinocodueld MeHeI)KMEHTa, OCHOBAaHHON Ha yJOBIIETBOPEHUU
YeJIOBEYECKUX M HMOLMOHAIBHBIX HYXKJI COTPYAHHKOB. TOJNBKO Tak MOXKHO TOBBICUTH HX
MOpaJIbHBIM HACTPOW M YKPENUTh MPEJaHHOCTh (GupMe. A 3TO, B CBOIO OYepelb, - OCHOBA IS
CO3/1aHHU MOJOXKUTEIbHOI0 BHYTPEHHET0 UMHU)Ka KOMIIAaHUM B ria3ax nokynarens. CoTpyaHHKH,
KOTOpbI€ JOBOJIbHBI KOMIIAHUEW U PaOOTOM, MOJHBI PHEPrUU. A 3Ta dHEprus npeoodpazyercs B
OnaroxenaTeslbHOE, MO3UTUBHOE OTHOLIEHME K IOKymaTenato. UTo ke MNpencTaBisiloT coOoid
YeJI0BeYeCKHEe U SMOIMOHAIbHBIE TOTPEOHOCTH COTPYAHUKOB? BOT HECKOIBKO OTBETOB:

o CoTpyIHHMKH XOTAT UMETh MPEICTABICHUE O CBOCH KOMITAHUHU U TOPIUTHCS €IO.

o PaGoTHUKH HYKIAIOTCS B YBKEHUU CO CTOPOHBI PYKOBOJICTBA.

o OHU XOTAT, YTOOBI MEXJAY HHUMH M WX PYKOBOJUTEISIMH CYIIECTBOBAlla SICHAs
JIByXCTOPOHHSISI CBSI3b.

o COTpYAHHMKH CTPEMSTCSI K TBOPYECKOM pabOTe, BHECS JIMYHBIN BKJIA]] B JOCTHIKCHUS
KOMITaHHH.

. OHU HYXKJIAIOTCSI B OJT00pEHUH.

. OHU HYXJAIOTCI B TOM, YTOOBI OCOOCHHO XOpOIIO HCIOJHEHHas pabora Obuia

OTMEUYEHA MEHEIKEPOM.
e  OHHU XOTAT NPOJBUTATHCS 110 CIIyXO0e.
3agaum, peniaemMbie B Mpolecce peaju3aiuu MeToaa case-study:

1. OcymiectBienne MpoOIEMHOT0 CTPYKTYpPUPOBAHMS, MPEIIONArarollero BhIIeIeHIe
KOMILJIEKCa MPOOJIeEM CUTYalluH, UX TUIOJOTUH, XapaKTepUCTUK, MOCIEACTBUH, MyTell pa3pelieHus
(mpo6eMHBIH aHaIH3).

2. OmpeneneHrue XapaKTepUCTHK, CTPYKTYPbl CUTYyallUd, €€ (YHKIIHM, B3aUMOJICHCTBUS C
OKpY’KaloIlel U BHYTPEHHEN cpeioi (CHCTEMHBIN aHaIN3).

3. YcraHOBIeHUE MPUYUH, KOTOpPbIE€ MPUBEIM K BO3HUKHOBEHMIO JIaHHOW CUTyallud, U
CJIEJICTBUI €€ pa3BepThIBaHUs (IPUUMHHO-CJIEICTBEHHBIN aHAJN3).

4. JluarHocTMKa cCOAEp)KaHUS JIEATEIBHOCTM B CHUTyallUH, €€ MOJEIMPOBAHUE U
ontuMu3anus (IIpakceoJOrHuecKuil aHaIn3).

5. IloctpoeHne cucTeMbl OLEHOK CUTYallMM, €€ COCTaBIIIOUIMX, YCJIOBHM, IOCJIEICTBHIA,
JEHCTBYIOIIUX JIUIT (AKCHOJTOTUYECKUN aHATIN3).

6. IloaroroBka mpencka3aHUd  OTHOCUTEIBHO  BEPOSATHOIO, IOTEHIHAIBHOTO U
JKENaTeNbHOro OyAyLero (IpOorHoCTUYECKUM aHaIu3).

7. BpipaboTka peKoOMeHAalUi OTHOCUTENBbHO MOBEACHMS ACHCTBYIOMIMX JIMI CHTyal[uu
(pexomMeHaTeNIbHbIA aHAIH3).

8. Pa3paboTka mporpaMMm JIesATEIBPHOCTH B JaHHOW CHUTyaruu (IIPOrpamMMHO-IIEJIEBOM
aHajm3).

PemeHue keiicoB peKOMeHyeTCsl MPOBOJANTH B 5 3TANOB:

[TepBblit 3Tan — 3HAKOMCTBO C CUTYyalllel, € 0COOEHHOCTSIMH.

Bropoit sTtam — BbIENEHHME OCHOBHOM MpoOJieMbl (OCHOBHBIX MpOOJEM), BBHIICTICHHE
(bakTOpOB U MEePCOHAIHIA, KOTOPBIE MOTYT peabHO BO3/I€HCTBOBATH.

Tperuit aTan — npeIoKEHUE KOHUENIUN UK TEM JUJI «MO3TOBOTO IITYPMa».

UeTBepThIil ATan — aHAJIU3 MOCIEICTBUNA MPUHSITHS TOTO UM UHOTO PEIICHHUS.



[larelii 3Tanm — pemieHwe Keilca — MPeaoKEeHUE OAHOIO WM HECKOJbKHUX BapUaHTOB

(mocenoBaTeNbHOCTH ICHCTBUI), yKa3aHWE HA BO3MOXKHOE BO3HMKHOBEHHUE MPOOJIEM, MEXaHU3MbI
UX NPEIOTBPALLECHUS U PELLEHUS.

RONME

~

10.

1.5.I'pynnoBasi AMcKyccust
Ponb cdepsl yciryr B 00IIIECTBEHHOM pa3/ielieHUU TPY/a.
Kaxum 00pazomM MOXHO MOBBICUTh LIEHHOCTh YCITYTH ?
Pa3znooOpa3Hblie K1accupUKanuy KJIMEHTOB: PEUMYIIECTBA U HEAOCTATKH.
OCHOBHBIE TICHXOJOTHYECKHE (PAKTOPBI, CyOBEKTUBHO OOYCIIOBIHMBAIOUINE EIUHOIMYHOE
NpUSATHE PELICHHUS 1ETOBBIX (PM3UUECKUX JIMIl U UHCTUTYIIMOHAIBHBIX CTPYKTYP.
Kakyto menb cTaBUT mepen coboil cepBUCHAs OpraHu3allys, MPEIOoCTaBIIsIs MOTPEOUTENIM
KOMIUIEKCHYIO YCIIyTy?
OcoOeHHOCTH  OpraHW3alii  MPOCTPAHCTBA KOHTAKTa B  Pa3IMYHBIX  CEPBUCHBIX
IPEANPHITHSX .
B 1em npenmyIecTBo OECKOHTAKTHOTO 00CITYKHBaHHUS OTPEOHTENeH ?
KaknuMm 00pa3oM agMHUHHUCTpAIMH TPEANIPHATHS YAA€TCs TPEAOTBPATHTH IEPEXO0]] MPOAYKTa
B CTAUIO criaua?
OxapakTepusyiTe COCTOSIHUE (PICUITUTU-CITYKO B POCCUHCKHX KOMITAHUSIX.
[TpuBenuTe MpUMEPHI UCIOJIL30BaHUS HH(DOPMAIIMOHHBIX TEXHOJIOTUI B Pa3IMUHBIX Chepax
o0CTyKMBaHUS MOTPEOUTENEH.

5.7. Bonpocsl K 3K3aMeHy

[Tonsatue o0 ycnyre u cepBUcHOM aesTenbHOCTH. DyHKINU chepbl yCIyT.

Ctpyxktypa chepsl ycnyr U kinaccuuKanus THIIOB U BHIOB YCIYT.

Ob1mepoccuiickue Kiaaccu PUKaToOpbl yCIyT HACEICHHIO.

Teopust MOCTUHYCTPUATBHOIO OOLIECTBA.

Oransl pazButus yciyr B Poccun.

OBOJIONMS MTOHATHS «TOBap».

Xapakrepuctuku ycayr. OTiandue ycllyru OT MaTepUaabHO-BEIECTBEHHOIO TOBapa.

OmnpeneneHne EHHOCTH yCIyru. Mojenb IeHHOCTH YCITyTH.

Omnpenenenue morpeduTenpckoi cpensl B cepe yemyr. Knaccupukanum KIMEHTOB, UX

NOTPeOHOCTH.

10. ®axTopsl, BAMSIOMIKE HAa TOKYATEIbCKOE ITOBEICHUE.

11. Crenuduueckue acrekThl MOKYNKU yciyr. [loBenenue notpeduTeneit 1eI0BbIX YCIYT.

12. Cucrema cepBHCHBIX OIEpaIHii.

13. Cucrema npeaocTaBiIeHHS YCIIYT.

14. Cucrema MapKeTUHIa ycIyr.

15. IIpocTpaHCTBO KOHTaKTa, MPOLECC KOHTaKTa MEXKIY KJIMEHTOM M HUCIOIHHUTEINEM,
cofiepyKaHUE KOHTAKTA.

16. Pabota ¢ xamobamMu moTpeOUTENNeH, MPUHIMIIBI 3P HEKTUBHOTO PEIICHUs] KOH(DIMKTHBIX
CUTYalHil.

17. OcHoBHBIE METOMBI TPENOCTaBICHUS yCIyT. DOopMbl 00CTyKUBAHUS.

18. IToka3aTemu kauecTBa yciyru. Mojens kadectBa yciryr. CepBUCHBIC TapaHT HH.

19. O6bekTHI cTaHgapTU3ALMK M HOMEHKIIATypa IMoKa3aTelleil KadyecTBa yCIyr.

20. MeTozp! ompeneneHus BETHMYUHBI MOoKa3aTesneld kadecTBa. OTBETCTBEHHOCTh MPOJABIIA
(ucrosHUTENS) epe] TOTPEOUTEIIEM.

21. OcHOBHBIC OMPENETCHUS U TTOHATHS )KU3HEHHOTO IIUKJIA YCITYT.

22. YrpaBieHue dTanaMu )KU3HCHHOT'O IIUKJIa COMYTCTBYIOIIUX YCITYT.

23. KonkypeHTHas okpyskaromas cpeaa. Beioop 1ieneBbix notpedureneii.

24. CtpaTeruu CO3/IaHHUS KOHKYPEHTHBIX TpeuMylnecTtB. Poib cTaHmapTH3aluu U
nuddepeHuanuy B BBIOOpe TOBAPHOW MOTUTHKY.

25. OCcHOBHBIE TOIXOABI K OCYIIECTBICHHIO cepBrca. OCHOBHBIE 3a/1a4H CHCTEMBI CEpBHUCA.

26. Bubl cepBuca 1o BpeMEHH €ro BBIIOJIHEHUS. BUIBI cepBHCa MO COACPKAHUIO padoT.

wCoNOOR~RWNE



27.
28.

29.
30.
31.
32.
33.
34.
35.
36.

37.

38

[IpuHIUTIBI TapaHTHITHOTO 00 CTYKMBaHUs. DKCILTyaTaIl[AOHHBIE UHCTPYKIUHU.
Texuuueckoe obcmyxkuBaHue U peMoHT. CTpyKTypa ciyxObl cepBuca U (UpPMEHHBIN
CEepBHC.

CocTaBHbIE YaCTU CHCTEMBI JCITEIbHOCTH OpraHu3auu. 3a1a4u U QyHKIIUH (PICUITIUTH -
MEHEIKMEHTA.

OOlecrieueHre JESITEIBHOCTH IE€pCOHajia. YIpaBiIeHHE NPOEKTaMH [0 Pa3BUTHUIO
MHQPACTPYKTYPBl OpraHU3aUU U IKCILUTyaTalusi 00beKTOB HH(PPACTPYKTYPHI.
WHupopMaIimoHHbIE TEXHOJIOTUH B Cepe yCIyT.

OO6nacTy MpUMEHEHHsSI HOBBIX TEXHOJIOTHI B chepe yCIIyT.

Kareropun HoBOW mnpoaykiuu. Pa3paGoTka HOBBIX TOBapoOB M YCIYT: CXOJCTBO H
paznuaus.

WuctpymenTsl s paspabotku yciayru. Ilpunnumer paspabotku yemyr. Ilpomecc
pa3paboTKH YCIyTH.

Teopetnueckue OCHOBBI (hopMUpOBaHHS WUMHKA. POl KOJUIGKTHBA B CO3IaHHH
UMUIKA (PUPMBI.

[Togxoapl K ONpENEIeHUI0 COAEP)KaHUA U BOCIPUITUS JEJIOBOM 3THUKUA U COLMAJIBHOM
OTBETCTBEHHOCTHU B OH3HECe.

[TpobGiieMbl MOpPaIbHO-ITHYECKUX KadecTB pykoBoauTens. CBOAbI U KOAEKCHl Kak
CpeaCTBa MO3UTUBHOIO PETYIUPOBAHUS IPEANPUHUMATENIbCKOM 1€ATEIbHOCTH.

. JlenoBoit aTukeT — hopma BeIpaKEHUS JEITOBON ITHKH.



