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PaGouyas mporpamMa qucnuIUIMHbl CepBUCHAS EATEIBHOCTh COCTABIECHA B COOTBETCTBHH C
tpeGoBanusmu PI'OC BO no wampasnenmio mnoxarotoBku 43.03.03 T'octurmyHOE €0 (YTB.
npukazoM  MwunoOpHayku Poccuu ot 04.12.2015r. Nel432) u IlopsaxoM opraHusanua u
OCYIIICCTBJICHPI}I o6pa3013aTeJ11>Hon AEATENLHOCTH 10 00pa3oBaTeNbHBIM POrpaMMaM BBICIIEro
06pa3013a1msr nporpawaM GaKanaBpuata, MporpaMMaM ’ CIENHAIHTETa, [porpamMmam
MarucTpaTyphl (y'rB npuxa3zoM Muno6prayku Poccun ot 05.04.2017r. Ne 301).

H
Py s Tevsgly

PabGouas mporpamma pa3paboTaHa Ha OCHOBaHMHM paboueil MporpamMMbl, COCTABJIEHHOM
Knouko WM.JI., kaHI.TeXH.HayK., JOUEHTOM Kadeaphl au3aiHa W TEXHOJIOTHH BiaauBOCTOKCKOro
roCyJJapCTBEHHOT'O YHUBEPCUTETA IKOHOMUKHU U CEpBHCa

. YTBepkneHa Ha 3acenanuy Kadenpsl Jluzaiina u Texnonorui ot 14.03.2018r, mporoxon Ne
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CocraButens: Camoxmna JI.C., crapmmwmii mnpenojaBarens Kadeapbl TpaHCIOPTHBIX
IIPOIIECCOB, CEPBHUCA U U3alHa

YTBepkaeHa Ha 3acejaHuu Kadeapsl OT « '7 77» 76 2018 T., IpOTOKOI Ne A0

3aBenyromuii kadeapoi (pazpaboTunka) [ 7 &% H.B. CrapuukoBa
« P 06 2018r. /

3aBenyroumii kadenpoii (BelTycKaromeit) &”4 / H.B. CrapuukoBa

«0F» 06 2018r.




1 Llenb 1 3agaym ocBoeHUA AUCLMNIIUHBI

Lesabio ocBoOeHHsT THCHUTNINHBI «CepBUCHAS IESTEIBHOCTDY SBISIETCS] CO3/ITaHUE CHCTEMBI
3HaHUH O CEPBHCHOM JIEATENBLHOCTH, yCIyrax, (hopMax oOCIyKUBaHUsS, IPUHIUIAX (OPMHUPOBAHHUS
HOBBIX YCIIYT C Y4€TOM MHHOBAIMH B TEXHUKE, TEXHOJIOTHHU, COLMAILHO-YKOHOMHYECKOH cdepe.

3apaveii nucuunMHbI «CepBHUCHAs JESITEIBHOCTDY ABISIETCA (POPMUPOBAHUE Y CTYJCHTOB
IIEJIOCTHOTO TIPEJCTABICHUSI O CEPBUCHOW JEATCIFHOCTH, BKJIIOYAIONMICH CIIEAYIOIINE BHIIBL:
CepBUCHAsI, TPOU3BOACTBEHHO-TEXHOJOTHYECKAsl, OPTraHU3aI[OHHO-YIIpaBICHUECKasi, Hay4HO-
HCCIIEeI0BATEIbCKAs, HA OCHOBE CHCTEMHOT'O MOJX0/a K PELICHUI0 pobieM cdepsl cepBuca.

2 MMepeyeHb nNNaHuMpyeMbix pe3ynbTaToB OOy4YeHUAs NO AUCLMUNIINHE
(Moaoynk), COOTHECEeHHbIX C MNJIaHUpyeMbiMU  pe3ynbTaTaMu  OCBOEHUA
obpa3oBaTesibHOM NporpamMmmbl

[InanupyemMbIMH pe3ysbTaTaMd OOydYeHHUsS 1O IUCHMIUIMHE, SBJSIOTCS 3HAHUSA, YMEHUS,
BIAJCHUSI W/MIAM ONBIT JEATENBHOCTH, XapaKTepU3YIOIIHME HTallbl/ypOBHH (OPMHPOBAHUSA
KOMIIETEHIIM ¥ OOECIEeYMBAIOIIME JOCTH)KEHUE IUIAHUPYEMBIX pe3yJbTaToB  OCBOCHUS
oOpa3oBaTeNbHON MporpamMmbl B LejoM. Ilepeyenb kommeTeHUuH, GOPMHUPYEMBIX B pe3yibTare
W3YYEHHUs TUCLUIUIMHBL, IPUBEAEH B Tadbaule 1.

Tabnuna 1 — @opmupyemble KOMIETEHIIUU

Hassanue OITOITI BO Komnerenmun HasBanue CocTaBJSIOIINE KOMIIETEHIIUU
(cokpamieHHOE KOMITIETEHIIUN
Ha3BaHHE)
T'oroBHOCTBIO K 3HaHus: - crienu UKy TEXHOIOTHIECKUX
CEepBHUCHOM MIPOLIECCOB,
JEeATEIBHOCTH B HCTIONB3YEMBIX JUISl OKa3aHUsI yCIIyT
COOTBETCTBUHU B cepe
C 9THOKYJIBTYPHBIMH, CepBHCa U TypHU3Ma
HUCTOPHYECKHMH 1 VMeHus: - aHAIM3UPOBATH TEXHOJIOTHYECKHE
PEIUTHO3HBIMH MPOLECCH B TOCTHHHILAX U IPYTHX
43.03.03 TPaANIUsIMY, CpelCcTBaxX pa3MeIleHus,
«["ocTHMYHOE TIK-6 K BBISIBJIICHHIO obecrieunBaTh
JEII0Y notpedHOCTeH 3¢ PeKTHBHYIO OpraHU3aIUI0
HoTpeOHTeNs, (YHKIIMOHAIBHBIX TIPOIIECCOB
(opmupoBaHHUIO Bianenus: - BJIaJIETh HaBbIKAMH OpraHU3alluU
TOCTUHUYHOTO (YHKIIMOHATIBLHBIX TIPOLIECCOB B
IpOaYyKTa, TOCTUHHUIIAX
Pa3BUTHIO U IPYTHX CPEJICTBAX pa3MeleHUs,
KIMCHTYPHBIX COOTBETCTBYIOIINX 3anpocam
OTHOLIEHUH noTpeduTenei

3 MecTo AUCUMNNMHLI B CTPYKType o6pa3oBaTesnibHOM NporpamMmbi

Huctmmumna «CepBucHas  nestensHocTh» (B.1.B.09) oTHocHuTCS K  IUCHHITIHHAM
BapuatuBHoi vactu OIIOIl no nanpaBnenuto moarotoBku 43.03.03 ['octunmunoe neno. s
crynentoB HampanieHuss 43.03.03 TocTuHMYHOE [e0 W3yYeHWe IUCHUIUIMHBI CTPOWTCS Ha
KOMIIETEHIIUSX, CPOPMHUPOBAHHBIX Ha MpPENbIIyIIeM YpPOBHE OOpa3oBaHHs, a MMEHHO 0a30BOM
miathopmMord s ocBoeHHS  «CepBHCHOM  JCATENHHOCTH»  SIBISIETCS  YUEOHBIM  KypC
«CepBHUCOJIOTHS», B pe3yJabTaTe OCBOCHUS KOTOPOTO CTYAEHTHI JIOJKHBI BJaJIleTh OCHOBHBIMHU
MOHATUSIMH, KOHIIENIMSIMHA B OOJACTH CEpBHCA, OTCYECTBEHHBIMH W 3apyOeKHBIMH TEOPUSIMHU
notpeGHOCTeH, onpeaensomux (GopMupoBaHHEe COBPEMEHHOro cepBuca. [Ipu ocBoeHUM IaHHON
TUCHHTUTMHBL  psZi  TPOQECCHOHANBHBIX W OOMIEKYJIbTYPHBIX KOMIIETCHIIUH OJHOBPEMEHHO
dopmupyercs ciaenyromumu guctumaraamMu OITOIT:

* Tlcuxonorusa

» Conuonorus

» IIpodeccuonanpHas 3TUKa U STUKET

» IlpaBoBeneHue



*  DKOHOMHKA

OcBoeHHME MaHHOW IUCIHMIUITMHBI HEOOXOMUMO Ui YCIIEITHOTO OCBOCHHS CIIEAYIOIINX
TUCHUIUTHH:  «J[e7oBble KOMMYHHKAIIMM B CepBHCe U Typu3Mme», «OCHOBBI OpraHU3aIHH
npeanpusTHii cepbl cepBrucay, « [eXHUKA U TEXHOJIOTHS Ha MPEIIPUATHIX CEPBUCA U TYPU3May.

Jlnist ocBOCHHMSI Y4€OHOM AMCIUIUIMHBI, CTYACHTBI TOJOKHBI BIAJCTh CICIYIONUMH 3HAHUAMU
Y KOMITCTCHIIUSIMHU:

* 3HATh ¥ MIOHUMATh MOTPEOHOCTH YeIIOBEKa, GUIOCO(PHIO CEpBHCA;

* WMETh HaBBIKU OOIICHUS,

* OBITb CIIOCOOHBIMH K POJIH JCATEIILHOCTH, YIIPABICHHs (MAHUITYJISAIUN YSIOBEKOM Yepes
MOTPEOHOCTH).

Ha 3HaHMsAX, yMEHHUSX W HaBbIKaM, MPHOOpPETAEMBbIX B MPOLECCE H3YUCHHS TaHHON
JMCIATUTHHBI Oa3upyeTcst mpodecCuoHaNbHast MPAKTHKA BBITYCKHHKA.

4. O6beM gUCLMUNIINHDI

O0beM NUCUUIUIMHBI B 3a4ETHBIX E€AMHUIIAX C YKa3aHHEM KOJIMYeCTBa aKaJeMHYECKHX
YacoB, BBIJCIICHHBIX HA KOHTAKTHYIO padoTy ¢ o0yJaromumucs (1o BUAaM y4eOHBIX 3aHITHN) U Ha
CaMOCTOSITENbHYIO paboTy 1o BceM dopMaM oOyueHus, mpuBeieH B Tabmuie 2.

Tabnuma 2 — O61mas TpyA0eMKOCTh AUCHUTIINHBI

Haszganue OIIOII | ®opma Wunexc Cemect | Tpynoe | OO0beM KOHTaKTHOI paboOTHI (yac) CPC dopma
00yueH p/ MKOCTh aTTEeCTAInI
ust Kypc
3.E.) Bceero AynuropHas Bueaynurop

Has

JIeK npak | nab A KCP

43.03.03 0390 | B.1.B.09 2 3 35 12 14 9 73 D
T'octuHIYHOE
JIeN0

5 CTpyKTypa u cogepxaHme AUCLUMNIIUHDI
5.1 CTpyKTypa AUCLUNIINHBI

Tematuueckuil 1maaH, OTpaskaroIUi colepKaHnue TUCIUIUIMHEI (TIepeYeHb Pa3/ielioB U TEM),
CTPYKTYpPUPOBAHHOE 110 BUJAM YYeOHBIX 3aHATUN C yKa3aHHEM HX OOBEMOB B COOTBETCTBHUU C
yueOHBIM TIJIAaHOM, TIPUBE/IEH B TabmuIle 3.

Tabnuma 3 — CTpyKTypa IUCHUTUIMHBI

No HazBanwue Temsr Bun 3ansaTus O6vem | Komn-Bo yacos B CPC
gac WHTCPAKTUBHOU
u
JNIEKTPOHHOM
dhopme
1 CepBucHas nesTeIbHOCTh KakK Gopma Jlexus 1 0,5
yJIOBJIETBOPEHUSI MOTPEOHOCTEN YeJIOBeKa
VYciyru ¥ )KU3HE eI TENbHOCTh JIFOJIEN B [IpakTrueckoe 1 0,5 4
TPaJIMIIMOHHBIX COO0IIECTBAX 3aHATHE
2 CounanbHO-3KOHOMUYECKUE (HaKTOPHI Jlexuus 1 0,5 6
pas3BuUTHs Ceprl CepBUCa
3 [TpuHINTIEI KITACCU(PUKAIH YCITYT U UX Jlexnus 1 0,5
XapaKTePUCTUKU
[IpakTHueckoe 1 0,5 5
3aHsTHE
4 IIpousBoacTBo yciyr Jlexuus 1 0,5 4
Pa3zpaboTka cTaHmapTOB OOCITYKUBAHUS: [IpakTHueckoe 2 1 4

OCHOBHBIC LICJIM U 3aJa41 3aHATHC




5 OcobenHocTH (HyHKIMOHUPOBAHUS Jlexuus 1 0,5 4
OT/ICNBHBIX TPYII YCIyT

[cuxomnorus cepBUCHOM NeATEIbHOCTH [IpakTuaeckoe 2 1 4
3aHATHE
6 KonTakTHast 30Ha Kak chepa peaan3alin Jlexuus 1 0,5 4
CEpPBUCHOM NIEeSITEIHHOCTH
OcoOeHHOoCTH (PYHKITMOHUPOBAHUS [IpakTHueckoe 2 1 4
KOHTAaKTHOW 30HBI IPEATIPHUATHS CepBUCA 3aHsTHE
7 l'ocynapcTBeHHOE perynupoBaHue Jlexuus 1 0,5 4
CEpPBUCHOM NIEeSITEILHOCTH
[IpakTuueckoe 2 1 4
3aHATHE
8 [MoBenenue norpedbutencii u GakTopbl Jlexuus 1 0,5 4
TOTpeOIeHNUS
Tunel noTpeduTenel 1 0coOEHHOCTH [IpaxTHueckoe 2 1 4
B3aMMO/ICICTBUE C HUIMHU 3aHsTHE
9 MapkeTHHr yciyr Jlexnus 1 0,5 4
®dopmupoBaHHe MapKETUHTOBBIX cTpaTeruil | [IpakTudeckoe 2 1 6
Pa3BUTHS TPEATIPUATHUI chephl cepBUCca 3aHATHE
10 | DTuyeckas KyabTypa cepBUCca Jlexuus 1 0,5 4
11 JcTeTrKa cepBuca Jlexmus 1 0,5 4
12 | Urorosoe 3ausarue 1 0,5
Hroro 26 13 73

5.2 CopgepxaHne AUCLUMNNMUHbI

1.Tema 1 Cepsucnana oeamenvnocms Kaxk ¢hopma yooeiemeopeHus nompeoHocmell
yenogeka (IeKLUs)

VYenyru u KU3HENeATeNbHOCTh JII0JIeH B TPaJUIMOHHBIX COOOIIEeCTBaX. 3apoXKAECHUE U
pazButue ycayr. CouuanbHble TNPEANOCHUIKM BO3HUKHOBEHUS U Pa3BUTHUSA  CEPBUCHOM
NeSITETbHOCTH.

VYcenyru U cepBUCHasl 1€ATENbHOCTh B OOIIECTBE COBPEMEHHOro Tuma. Pa3Butue yciyr u
cdepsl cepBuca B poccuiickoM obiecTBe. OTeUeCTBEHHbIE YCIYIH: OT TPAaJULMOHHBIX (HOPM K
COBPEMEHHOMY IPEJICTaBICHHUIO.

OmnpeneneHne MOHATHH «CEPBUCY, «IEATEIBHOCTBY, KyCIyra», «odcmyxkuBanuey». Ilpupona
ycIyr. 3Ha4YeHUE CEPBUCHON JEATENIbHOCTH B YCIOBUSAX PHIHOYHBIX OTHOLIEHHH.

Jumepamypa no meme

1.[TaBnoBa I'. KO.CepBucHas A€SITENBHOCTD: yued. Mocodue /Uisl CTYIEHTOB BY30B, O0YY. TI0
cneunanpHocTd "Col.-KynbTypHbIi cepBuc u Typusm" / I'. 1O. [TaBnosa. - M. : KHOPYC, 2016. -
176 c.

@Dopmel u memoOvl TIPOBEACHUS 3aHATUH NO TeMme, MpHUMEHseMble 00pa3oBaTeNIbHbIE
TEXHOJIOTHMH: 3aHATHE MPOBOAUTCS B (opMe JeKIUH B CONMPOBOXKIACHUM MPE3EHTAMOHHBIX
MaTepHaoB

Dopma meKyujeco KORmpOA — TECTOBOE 3aJJaHHe

Buowvt camocmoamenvnoil no02omoeku cmyoenmog no meme - BHIIIOJIHEHUE 33aJJaHUN 110
TEKyIIeMY KOHTPOJIIO

2.Tema 2 Coyuanvno-skonomuueckue gaxmopul pazeumus cghepul cepsuca (JICKIus)

CepBucHas N€ATENbHOCTh KAaK COCTaBHAs 4acTh YKOHOMHMKH. DKOHOMHYECKas CYIIHOCTh
CEpPBHUCHOM JESATETbHOCTH.

Homenknatypa TpeboBaHmii U ycnoBuii, (GopMmupyomas TmoKa3aTeNnu , BIHUSIONIME Ha
abdexTuBHOCTE GYHKIUOHUPOBaHUS cdepsl cepBuca. DaKTOPh, BIHAIONIME Ha JOCTIKCHHE
BBICOKHMX [IOKa3zarejael 3KOoHOMHYeCKOH 3((EeKTUBHOCTH (YHKIIMOHHPOBAHUS cdepbl CepBHCA.



@DakTOphl BHEIIHEW U BHYTPEHHEN CPEIbI.

ConunansHas 3¢dexkTuBHOCTh cdepbl cepBuca. CoONHMAIBHO — SKOHOMHYECKOE BIIHSHUE
pa3Butus cepbl yCIAyr Ha pa3iudHble MOTPEOUTENhCKUE YPOBHU. IIpHHIUIBI pa3BUTHS Chepbl
yeayr. [lpaBuna agdexruBHoro ceppuca. Ctanaapt oOCITyKHUBaHUS

Jlumepamypa no meme

1.ITaBnosa I'. KO.CepBucHas aesTenbHOCTh: y4e0. MocoOue il CTYASHTOB BY30B, 00y4. 1O
cnennanapHocTd "Cor.-KynbTypHbId cepBuc u Typusm" / I'. 1O. [1aBnosa. - M. : KHOPYC, 2016. -
176 c.

2. PomanoBuu JK.A.CepBucHasi NeSTENbHOCTh: YYeOHHK s cTyaeHTOB By30B / XK. A.
Pomanosuu, C. JI. KanayeB ; mox obmr. pexa. XK. A. PomanoBuua. - 6-e u3z., nepepad. u gom. - M. :
HamxoB u K°, 2013. - 284 c.

Dopmbl u mMemoOvl npoeedeHus 3aAHATUN 1O TeMe, IMpHUMEHseMble 00pa30BaTENIbHbBIC
TEXHOJIOTUM : 3aHATHE MPOBOAMTCS B (opMe JEKIMH B COMPOBOKIACHUU MPE3CHTAIIMOHHBIX
MaTepuasoB

Dopma meKyujeco KORmMpOJA — TECTOBOE 3aJJaHUE

Buowt camocmoamenvHoii n0020moeKu CTYJACHTOB IO TEME - BBIMOJIHEHHUE 33JaHUN IO
TEKYIIEMY KOHTPOJIIO

3.Tema 3 Ilpunyunwt knaccugukayuu ycayz u ux xapaxmepucmuxu (JCKIus)

CymHocTh ycayr U uxXx ocoOeHHOCTH. MaTepuanbHble W HEMaTepHalbHBIE YCIYTH.
OTnu4HTeNbHBIC XapaKTEPUCTUKH U TIPU3HAKH .

PaccmMoTpenue mMOHATHS yCIyrd B TMPAaBOBOM U TEOPETUYECKOM acmekTax. MeTojsl
KJaccu(uKaum ycuyr. XapakTepucTuka ycuyr. Tumsl yeiayr. JKu3HeHHbIH UK YCITyTH.

Jlumepamypa no meme

1.ITaBnosa I'. KO.CepBucHas aesTenbHOCTh: y4e€0. MOCOOue ISl CTYASHTOB BY30B, 00y4. IO
cnenuangsHocTd "Coll.-KynbTypHbIi cepsuc u Typusm" / I'. FO. [TaBnoBa. - M. : KHOPYC, 2016. -
176 c.

2. Konomnesa H. A. CepBucomnorusi (4eoBek U ero morpeObHOCTH): yuel. mocobue [ans
CTYIEeHTOB BYy30B|, o0yu. o HampaB. 43.03.01 "Cepsuc" / H. A. Konomnesa ; Brnaguocrtok. roc.
YH-T 3KOHOMUKH U cepBHca. - 2-€ U3/., oM. - Brnagusoctok : U3a-80 BI'YOC, 2015. - 220 c.

3.Ynameoa M. B. Cepsucomorus. YenoBek M ero moTpeOHOCTH: yd4ed. mocoOue st
cTyneHTOB By30B / M. B. Ynansnosa, E. B. Haymosa. - 2-e u3z., crep. - M. : Omera-JI, 2012. - 105
c. : ui. - (bubnmoTtexa BpICHIEH LIKOJbI).

Dopmvl u memoovl npoeedenHusn 3aHAmMuUIL 10 TeMe, MpHUMEHsAeMble 00pa3oBaTeNbHbIC
TEXHOJIOTUH: 3aHSATHE MPOBOIUTCS B (GopMe JEKIUH B COMPOBOKACHUU MPE3CHTAIIMOHHBIX
MaTepHaoB

Dopma meKyujeco KORmMpOJA — TECTOBOE 3aJJaHHe

Buowi camocmoamenvnoii no02omoeku cmyoeHmosé no meme - BBIIIOJHEHUE 3aJaHUN 110
TEKyIIEMY KOHTPOJIIO

4.Tema 4 Ilpouzeoocmeo yciyz (NeKius)

Moenb OCHOBHBIX Cep 4eT0BEUeCKOl eI TeTbHOCTH.

Ompenenenne chepbr ycnyr. Cektopbl B cdepe ycayr. OcCoOEHHOCTH PBIHOYHOTO |
HEPBIHOYHOTO ceKTOpOB. Criennduyueckre 4epThl PhIHKA YCIYT.

OpraHn3anrOHHO-TIPON3BOICTBEHHBIE XAPAKTEPUCTHKH TPEANPHITAS chepbl CcepBHCca.
®opmbl opranu3auu Tpyaa . OpranuzanuoHHas KyabTypa IpeanpusITus

[Ipomnecc okazanus ycimyru. OCHOBBI ATaIbl 1 OCOOCHHOCTH.

NuauBuayanbHOe 00CIyXUBaHUE Kak cdepa mpodeccnoHanbHOM 1eITeTbHOCTH

Jlumepamypa no meme

1.ITaBnoBa I'. KO.CepBucHas nesTenbHOCTh: y4e0. MocoOue s CTyJEHTOB BY30B, 00YY. 1O
cnenuangsHocTd "Coll.-KynbTypHbIi cepsuc u TypusMm" / I'. FO. ITaBnoBa. - M. : KHOPVYC, 2016. -
176 c.



2 T'ykoBa O.H. OcHOBBI mNpeAnpHHUMATENBLCKOM MAEATENbHOCTH B c(epe cepBuca
(XO3sIICTBEHHBIE W TIPABOBBIC AaCMHEKTHI): y4eO. mocoOue i CTYJAEHTOB BY30B, OOy4. TIO
nporpamMam 6akanaBpuata o Harpasi. 100100 "Cepsuc" / O. H. I'ykoBa, E. H. Slctpe6osa. - M. :
DOOPYM : UHDPA-M, 2015. - 176 c. - (Boiciee odpazoBanue : bakanaBpuar).

3.Teopust opraHumzanuu: Yy4eOHO-TIPAKT. IMOCOOME IO mporpaMmaMm OakamaBpCKOH
noarotoBku / [aBT.-cocT. O. B. Hemomyxko] ; BraguBocToK. roc. yH-T SKOHOMHUKH U CEpBHCA. -
Bnanusoctoxk : M3a-Bo BI'YOC, 2015. - 80 c.

Dopmbl u mMemoovl npoeedeHusn 3AHAMUI TI0 TeMe, NMPHUMEHseMble 00pa3oBaTelIbHbIC
TEXHOJIOTHH: 3aHATHE MPOBOAUTCS B (OpMe JEKIHH B COMPOBOXKICHHUH TPE3CHTAIMOHHBIX
MaTepuasoB

Dopma meKyuieco KORmMpOJA — TECTOBOE 3aJJaHUE

Buowt camocmoamenvnoii no020mogku cmyoeHmog no meme - BbIIIOJIHEHUE 33aJaHUN 110
TEKYIIEMY KOHTPOJIIO

o.Tema 5 Ocobennocmu ynKyuoHuUposanus omoenbHvlX 2pynn ycaye (IeKuus)

[Tpusnaku rpananuu ycnyr. [locpeqHudeckue yciayru B MpeAlpuHUMATEIbCTBE. ATEHTCKUN
JOTOBOpP. XapaKTEPUCTHUKA TOCYTOBBIX YCIyT. MeKIyHapoIHAS TOPTOBJIS YCIIYTaMH.

Oco0eHHOCTH OpraHU3aI|H MOCIETIPOJAKHOTO 00CTYKIUBAHUSI.

[Tonsitre u TIPUHIIATIBI COLMATBHOTO o0CITyKHBaHUS MIPETyCMOTPCHHBIE
3akoHoAaTenbcTBOM Poccuiickoit ®exepanuu. Buabl COUaNbHBIX YCIYT, MPEAOCTaBISEMBIX
rOCYIapCTBEHHBIMHU yUPEKICHUAMU. KOHTPOJIh KauecTBa COMMAILHOM ITOMOIIH TPECTapeIIbIM.

JIumepamypa no meme

1.ITaBnosa I'. }O. CepBucHas nesiTebHOCTh: yue0. mocobue ajisi CTyACHTOB BY30B, 00yU. 1O
cnenuangsHocTd "Coll.-KynbTypHbIi cepsuc u TypusMm" / I'. FO. ITaBnoBa. - M. : KHOPVYC, 2016. -
176 c.

2.bysnoBa M.O. IlpaBo comnuanbHOro obecreueHus: y4eb. mocodue is CTyIECHTOB BY30B/
M. O. bysHosa, C. 1. Ko63eBa, 3. A. Konaparsesa. - 4-¢ u3a., nepepad. u mgom. - M. : KHOPVYC,
2016. - 480 c. - (bakanaBpuar).

Dopmbl u memoovl npoeedeHus 3AHAMUI TIO TeMe, TPUMEHsSEMble 00pa3oBaTEIbHBIC
TEXHOJIOTHH : 3aHITHE TMPOBOIUTCS B ¢opMe JEKIUU B COMPOBONKACHUM TMPE3CHTAIMOHHBIX
MaTepUajoB

Dopma meKyuie2o KOHmpOJA — TECTOBOE 3aJJaHNE

Buowvt camocmoamenvnoit n0020moeku cmyoenmoe no meme - BHIIIOJHEHHUE 33IaHUU 110
TEKYyIIeMY KOHTPOJIIIO

6. Tema 6 Kommaxmmnasa 30na Kak cgepa peanusayuu cepeucHoOll OeamenabHocCmu
(Jexuus)

[IoHsiTHE O «KOHTAaKTHOM 30HE». Pa3HOBMAHOCTM KOHTakTHOW 30HBI. I[IpocTtpancTBO
koHTakTa. Conepkanue KkoHTakTa. OOIIeHHe U B3auMoielicTBrE ¢ KiaueHTaMu. KynbTypa oOuieHus
pabOTHUKOB ¢ KiHeHTaMd. KOMIIOHEHTBHI KynbTyphl OOIIeHHs. Bo3aeilcTBue KymnbTypbl Ha
MOBEJICHUE TTOTPEeOUTENS.

B3auMooTHoOIIEHHs creHalucTa MO CEPBUCY M KIMEHTAa B MPOIECCE OCYIIECTBICHUS
cepBucHON nesTenbHOCTH. KoHdnukronorus. [lo3utuBHas cropoHa koHGuukTa. Tumonorus
koH(puKTOB. KOHGMIUKT B cepBucHON aesTenbHOCTH. CrnocoObl BbIXOAA W3 KOH(DIUKTOB B
CEpPBHUCHOM JESATEIbHOCTH.

Oco0eHHOCTH THYHOCTHBIX XapaKTePUCTHK paOOTHUKOB KOHTAKTHOM 30HBI

JIumepamypa no meme

1. PomanoBuu XX.A.CepBHuCHas IesSTENbHOCTh: Y4€OHUK JUIsI CTyIEHTOB By30B / XK. A.
PomanoBuu, C. JI. Kamaues ; mox o6m. pen. XK. A. PomanoBuya. - 6-¢ u3j., mepepad. u joir. - M. :
JamkoB u K°, 2013. - 284 c.

2 Ceupunenko HO.I1. CepBucHas IesATeNBHOCTE: y4e0. mocodue s CTyAeHTOB By30B / HO.
1. CBupuaenko, B. B. Xmenes. - M. : Anbsdpa-M : UHOPA-M, 2012. - 208 c.



3. Benemunckuit B. I'.CepBucHas nesTeNbHOCTh: y4eOHUK JUIs CTyAeHTOB By3oB / B. T.
Benenunckuii. - M. : KHOPYC, 2010. - 176 c.

@opmbl u mMemoobl NPO6eOeHUA 3AHAMUIL TIO TeMe, TPHUMEHSIEMbIE 00pa30BaTEIbHBIE
TEXHOJIOTUHM : 3aHITHE MPOBOIUTCS B ¢opMe JEKIUU B COIMPOBOXKACHUM MPE3CHTAIMOHHBIX
MaTepUajoB

Dopma meKyujeco KOHmMpOJA — TECTOBOE 3aJ]aHKe

Buowt camocmoamenvnoil no02omoeku cmyoeHmos no meme - BHIIIOJIHEHUE 3aJJaHUN 110
TEKYyIIeMY KOHTPOJIIO

7.Tema 7 I'ocyoapcmeennoe pezyiuposanue cepeucHoul oesameabHocmu (JISKIHs)

Ponb moTpebuTeneit u npousBoauTeNnel Ha peiHKE yCIyr. CyBepeHUTET MOTPEOUTEIS.

3akoH P® «O 3amure npaB norpedureneii». OCHOBHBIE ONPEACICHUs, IPUHITHIC B 3aKOHE.
[IpaBooTHOLIEHUS, perynrpyemMble 3akoHOM. OCHOBHBIE IpaBa MoTpeduTesneu.

I'ocynapcTBeHHbIE OpraHbl U O0IIECTBEHHbBIE OPraHU3allii, OCYILIECTBIISIONINE 3aIIUTY MPaB
norpeourenei.

[ToTpeburensckoe BocuTanue. Teopus MOTPEOUTEIHCKOTO MOBECHHUS.

[TpaBwia okazaHusl yciayr OOIIECTBEHHOrO MUTAaHUS. [IpaBuiia CEpBUCHOTO OOCITYKHBAHHUS
HacesieHus PO.

Jumepamypa no meme

1.0 3ammure mpaB morpeburtenei: 3akoH Poccuiickoit ®eneparuum Ne 2300-1 - M.
[Tpocnexr, 2013. - 32 c.

2I'ykoBa O. H. OcHOBBI mNpeANpUHUMATEIBCKON JIEATEIHbHOCTH B cdepe cepBuca
(XO3siCTBEHHBIE W TPAaBOBBIC AaCHEKTHI): y4yeO. mocobue Uisi CTYyJeHTOB BY30B, 00yd. IIO
nporpammam OakanaBpuata no Hampasi. 100100 "Cepsuc" / O. H. I'ykoBa, E. H. Sctpeboa. - M. :
OOPYM : UHDPA-M, 2015. - 176 c. - (Boicuiee odpazoBanue : bakanaBpuar).

Dopmbl u mMemoovl npoeedeHuUsn 3AHAMUI TI0 TeMe, NMPHUMEHsEMble 00pa3OBaTEIbHbBIC
TEXHOJIOTHH : 3aHITHE IPOBOIUTCS B (opMe JICKIMU B COIMPOBOXICHHH TPE3CHTAIMOHHBIX
MaTepHuaoB

Dopma meKyuieco KORmMpOJA — TECTOBOE 3aJJaHHe

Buowi camocmoamenvnoii no02omoeku cmyoeHmosé no meme - BBIIIOJIHEHUE 3aJaHUN 110
TEKYIIEMY KOHTPOJIIO

8.Tema 8 Iloseoenue nompeoumeneii u ghakmopvl nompeodrenusn (JISKIHs)

Tunbel nmorpeOuteneil m B3aumozeWcTBUE ¢ HUMHU. JIMUHOCTH MOTpeOUTENS CEPBUCHBIX
yeayr. Tumbl morpeOuTenel Mo NpUBBIUKAM, 3alpocaM, >KelaHusM. THuIbl MmoTpeduTened Mo
COLIMAJIbHOMY NPOUCXO0KJICHHIO, CTATyCy, 10X0/1aM, BO3pacTy.

CymHocts mnoBeneHust mnorpebuteneid. IlpunHuunel  ¢opmupoBaHHMs  NPaBUIBHOIO
NpeJCTaBIeHUs O OBeIEHUH oTpeduTeneil. MeToabl n3ydyeHus oBeAeHUs NoTpeduTenen

[Iponiecc npuHATHS pemeHust o moKynke. OCHOBHBIE 3TaIlbI.

Jumepamypa no meme

1. y6posun U. A.IloBenenue norpedbureneit: yued. mocodue [1s cTyieHToB By30B] / 1. A.
Hy6poBuH. - 4-¢ uzn. - M. : Jlamkos u K*, 2012. - 312 c.

2.ITaBnoa I'. FO. CepBucHas eATENBHOCTE: y4e0. TocoOue IS CTYJACHTOB BY30B, 00yY. 11O
cneunanapHocTd "Col.-KynbTypHbIH cepBuc u Typusm" / I'. 1O. ITaBnosa. - M. : KHOPYC, 2016. -
176 c.

Dopmvl u mMemoovl npoeedenHusn 3aHAmMUIL 10 TeMe, MpHUMEHseMble 00pa3oBaTeNbHbIC
TEXHOJIOTUH: 3aHSATHE MPOBOMUTCS B (GopMe JIEKIUH B COMPOBOKIACHHUU MPE3CHTAIIMOHHBIX
MaTepHaoB

Dopma meKyujeco KORmpOJA — TECTOBOE 3aJJaHNe

Buowvt camocmoamenvnoil no020moeKu cmyoenmos no meme - BbIIIOJIHEHUE 33JJaHUN 110
TEKyIIeMY KOHTPOJIIO



9.Tema 9 Mapkemunez yciyz (1eK1us)

PoiHOK yciyr. Busibl ppIHKOB yCIyT

Onpenenenne MapkeTuHra yciayr. OCHOBHbIE KOMIIOHEHTHI MapkeTuHra. CyliecTByolue
KoHUen . OCHOBHbIE TPUHIIUIIBI MAPKETHUHTA, OTPAXKAIOIINE €TI0 CYIUTHOCTb.

MapkeTuHrosas cpeja NpeanpusaTus cepBuca. BHeIHsAs UM BHYTpeHHsA cpenbl. IlosHbli
[UKJI MAPKETUHIOBOM TOJUTHKHU Ha MPEANPUATUSIX CEpPBUCA.

Buyrpennuii mapketunr npeanpustus. COCTaBIAIOINIME W CYHUIHOCTh BHYTPEHHETO
MapKeTHHTa IPEINpUITHI cepBuca.

Jlumepamypa no meme

1.ITcuxonoruvyecknue mMpoOIeMbl COBPEMEHHOT0 OM3Heca: ¢0. Hayd. cT. / OTB. pead. : B. A.
[rpoo, H. JI. IBanoBa, H. B. AntonoBa. - M. : U3a. nom T'oc. yH-Ta-Bbicil. mIK. S5KOHOMUKH,
2011. - 343,[1] c.

2. lusnoBa C. H. Mapketunr cdeps! ycnyr: yuaed. mocodue aisi CTyJSHTOB BY30B, 00y4. 110
crenuansHocTd "Mapketunr” / C. H. lusnoBa, A. DO. Illte3ens. - M. : Maructp : UHOPA-M,
2015.-192 c.

Dopmbl u memoovl npoeedeHuUsn 3AHAMUN TI0 TeMe, NMPUMEHsSEMble 00pa30BaTEIbHbBIE
TEXHOJIOTUM : 3aHSATHE IPOBOAMUTCS B (hopMe JEKIMH B COIMPOBOKICHUU MPE3CHTAIIMOHHBIX
MaTepuasoB

Dopma meKyujeco KORmpOJA — TECTOBOE 3aJJaHHe

Buowt camocmoamenvnoii no02omoeKku cmyoenmos no meme - BBITIOIHEHUE 3aJJaHUI 110
TEKYIIEMY KOHTPOJIIO

10.Tema 10 dmuueckas Kynomypa cepeuca (1CKIU)

[Ipodeccrnonanbhas »THKa paOOTHUKOB CEpPBUCA.

[TpodeccrnonansHoe MoBeaeHNE paOOTHUKA KOHTAKTHOM 30HBI . Kojekc npodeccrnonanbHON
STUKU PAaOOTHUKOB OOCITYKUBaHUS.

ConuanbHO-3THYECKHE HOPMBI B CEPBUCHOM JIEATEITLHOCTH .

JIumepamypa no meme

1. PomanoBuu JK.A. CepBuCHasl A€SATE€IbHOCTh: Y4EOHUK ISl CTYAEHTOB BY30B / XK. A.
PomanoBuu, C. JI. Kanaues ; mox o6mi. pen. XK. A. PomanoBuya. - 6-e u3a., nepepad. u goim. - M. :
HamxoB u K°, 2013. - 284 c.

2 IlaBrmoma JI. I'. [lenoBble KOMMYHUKAlUW: Y4€OHUK ISl CTYICHTOB BY30B, O0ydY. IO
Harpasi. moAroT. "Menemxment", "Oxonomuka" (6akanaspuat) / JI. I'. TlaBnosa, E. 0. Kamaesa.
- M. : KHOPYC, 2016. - 300 c. - (bakanaBpuar).

3. Benenmuuckuii B. I'. CepBucHas nesTenbHOCTh: y4eOHHMK IS CTYIEHTOB By30B / B. T
Benenunckuii. - M. : KHOPVYC, 2010. - 176 c.

Dopmbl u memoovl npoeedeHus 3AHAMUN TIO TeMe, TpPUMEHseMble 00pa30oBaTeIbHbIE
TEXHOJIOTHUH: 3aHATHE MPOBOAUTCS B (opMe IEKIHUH B COMPOBOXKACHHUM TMPE3CHTAIMOHHBIX
MaTepHuajoB

Dopma meKyuiezo KOHmMpoOAA — TECTOBOE 3aJaHUE

Buowvt camocmoamenvnoit n0020moeKku cmyoenHmoe no meme - BbIIIOJHEHHUE 33IaHUU 110
TEKYIIEMY KOHTPOJIIO

11. Tema 11 Icmemuka cepsuca (nexis)

[TonsiTHE TeXHUUECKOM 3CTeTUKU U Au3aiiHa. OOBEKTHI AU3aiiHa Ha IPEIIPUITUSIX CEpBUCA.

OcreTndeckne CBOMCTBa U3AeIui (YCIIyr). DCTETHUECKHE NTOKA3aTENN YCIIYT.

OcTeTnKa peKnaMsl. 3aJ1au peKiIamsbl MPEATPUITHI CepBHUCa

OcTeTndyeckue OCOOCHHOCTH MHTEpbepa KOHTAaKTHOW 30HBI MpPENNpUATHIl cepBuca.
CpenctBa scteTudeckoro ohpopmiieHus gacaaa 3aaHus

DcTeTrKa BHEIIHEro 00JuKa pabOTHIKA KOHTAKTHOM 30HBI.

Jumepamypa no meme



1. PomanoBuu XK.A.CepBucHasi OesTEIbHOCTh: YU4E€OHHMK Ui CTyAeHTOB By30B / XK. A.
PomanoBuu, C. JI. KanageB ; mox obmr. pexa. XK. A. PomanoBuua. - 6-e u3z., mepepad. u gom. - M. :
HamxoB u K°, 2013. - 284 c.

2 berukoB B. B. Ocrernka: yueOHuK a1 ctyaeHToB By30B / B. B. berukos. - M. : KHOPYC,
2016. - 528 c.

3. Benenunckuit B. I'. CepBucHas AesTeNbHOCTh: YYeOHHMK IJIS CTyAeHTOB By30B / B. T
Benenunckuii. - M. : KHOPVYC, 2010. - 176 c.

Dopmbl u memoovl npoeedeHUs 3AHAMUI TIO TEMe, NPUMEHsSEMble 00pa3oBaTEIbHbIC
TEXHOJIOTHH: 3aHATHE MPOBOAUTCS B (OpMe JIEKIMH B COMPOBOXKICHHUH TPE3CHTAIMOHHBIX
MaTepHaoB

Dopma meKyuiezo KOHmMpOAA — TECTOBOE 3aaHUE

Buowvt camocmoamenvnoit n0020moeKku cmyoenmoe no meme - BbIIIOJHECHHUE 3aJIaHUH 110
TEKYIIEMY KOHTPOJIIO

Hepeqeﬂb TEM NMPAKTUYECCKUX 3aHATHH

12. Tema 1 « Ycayeu u sncuznedeamenvbHoOCmy 1100€ll 6 MPAOUWUOHHBIX COOOULECHBAX)
(muckyccust U 00CyXKIAeHHE TOATOTOBICHHOIO MaTepHraa)

Temamuxa obcyscoeHus:

1.1 Juddepenumanus 3aHATAH U COLMATBHBIX POJEH B MEPBOOBITHOM KyIbType U
apXandecKux CoO0IIecTBax

1.2 3apoxaeHue u pa3BUTHE YCIyT B 00IIecTBax APEBHETO MUPa

1.3 Ycayru B cpenHeBekoBoM ob1ecTBe 3anaaHoit EBporibt

Jlumepamypa no meme

1.[TaBnoBa I'. FO. CepBucHas AesTEIBHOCTD: yued. mocoOue Jjisi CTYIEHTOB BY30B, 00y4. 110
cneunanbHocTy "Coll.-KynbTypHbIH cepuc u Typusm" / I'. 1O. ITaBnosa. - M. : KHOPVYC, 2016. -
176 c.

2.http://biblioclub.ru/index.php?page=book red&id=221313&sr=1

Dopmbl u MemoObl TIPOBENIECHUS 3aHATHM O TeMe, NMpHUMEHseMble 00pa3oBaTeIbHbIC
TEXHOJIOTUM: 3aHATHE MPOBOJUTCS B (QOpME IUCKYCCHM U OOCYXIEHHS IOJTrOTOBIEHHOTO
MaTepuaia

Dopma meKkyuieco KORmpoaa — UHAUBUyalbHas OLIEHKA MPEICTaBIEHHOIO0 MaTepuaia B
pedepatuBHOl hopme

Buowv camocmoamenvhoiit no0zomoeku cmyoenmog no meme - NojArotToBka pedepara B
paMKax caMOCTOSITEIbHOTO U3YUEHHSI 3aJaHHON TEMBI

13. Tema 2 «Pazpabomka cmanoapmoe o0OCAYHCUGAHUA: OCHOBHbIE UeaU U 3a0auu)
(muckyccusi, 006paboTKa, AeTanu3allus U CHCTeMaTH3alldsd MONYYEHHBIX pe3ylIbTaToB IO TeMe
UCCIICIOBaHMS B PAMKaX CaMOCTOSITEIbHON pabOThI CTy/IEHTA)

Omanwi pabom:

2.1 CopnepxaHne KOPHMOPATUBHOTO CTaHJapTa OOCIYKMBaHUS TOKyHaTene ¢ ydérom
KOPIOPATUBHBIX IIEHHOCTEH U KYIbTYPHI.

2.2 Pa3zpaboTka cTaH/1apTa Ha OCHOBE TEXHUKH MPOJIAK.

2.3 CTpyKTypa 4eK-JIMCTa ISl OLIEHKH KaueCTBa OOCTYKHBaHHUSI.

Jlumepamypa no meme

1. http://consult-plus.biz/standarty-obsluzhivaniya-klientov-razrabotka-i-vnedrenie

2. http://4service-group.com/

3. http://www.marketing.spb.ru/lib-mm/tactics/service_standarts.htm

@Dopmbl u MemoObl TIPOBENICHUS 3aHATHH 1O TeMe, NMpHUMEHseMble 00pa3oBaTeIbHbIE
TEXHOJIOTHH: 3aHATHE MPOBOAUTCS B (opMe TUCKYCCHH U OOCYXIEHUS TMOArOTOBICHHOTO
Marepuana

Dopma meKyuwiezo KOHmMpoAa — VHAUBHUIyallbHAS OLIEHKA MPEACTaBIEHHOTO MaTepHala B



http://consult-plus.biz/standarty-obsluzhivaniya-klientov-razrabotka-i-vnedrenie
http://4service-group.com/
http://www.marketing.spb.ru/lib-mm/tactics/service_standarts.htm

pedeparuBHOii popme
Buowt camocmoamenvhoii no02omoeKku cmyoeHnmoe no meme - TMOJITOTOBKa pedepara B
paMKax caMOCTOSATEIbHOIO U3Y4YEHHUS 3alaHHOM TEMBI

14. Tema 3 «llpunyunvl Knaccugukayuu yciye u ux xapakmepucmukuy (IUCKycCUsS U
MpeJICTaBICHUE MPE3CHTALUN U3yYeHHBIX HH()OPMALMOHHBIX 0a3 U 00pabOTaHHBIX MaTEPUAJIOB IO
TEeMe MCCIIEOBAHUS B PaMKaX CaMOCTOSATEIHHOU PabOTHI CTYACHTA)

Xapaxmepucmuka smanog pabomvl Ha 3aHAMUU.

Hcnone3yss uHpOpManmoHHbIe  0a3bl  JAaHHBIX  MOATOTOBUTH  MYJIBTUMEIUIHYIO
npe3eHTanuio (GOpMUPOBAHUS HOBOW yCIyrd B peruoHe. [lokazaTeslbHO MPOMILIIOCTPUPOBATH
CYIIIECTBOBAHME YCIYTH U €€ HOBU3HY. KimaccudummpoBarh yclyry mo U3BECTHBIM IMPU3HAKAM.

JIumepamypa no meme

1.ITaBnosa I'. }O. CepBucHas nesiTeabHOCTh: yue0. mocodue A CTYJAECHTOB BY30B, 00y4Y. 1O
crenanbHOCcTH "Colr.-KynbTypHBIN cepBuc u Typusm" / I'. 0. Ilasnosa. - M. : KHOPYC, 2016. -
176 c.

2. Konomiesa H. A. CepBucomnorusi (4ejgoBek M ero morpeOHOCTH): yuel. mocobue [amns
CTYACHTOB BY30B], 00yd. o Hampas. 43.03.01 "Cepsuc" / H. A. Konomuesa ; BmaguBocTok. roc.
YH-T 9KOHOMHUKH U CepBHCa. - 2-¢ u3]., A0I. - BrnaguBoctok : U3n-8o BI'YOC, 2015. - 220 c.

3.Ynameoa M. B. Cepsuconorus. YenoBek U ero moTrpeOHOCTH: y4ebd. mocodue s
CTyneHTOB By30B / M. B. Ynansnosa, E. B. Haymosa. - 2-e u3z., crep. - M. : Omera-JI, 2012. - 105
c. : mi. - (bubnmoreka BICIICH IIIKOJIBI).

Dopmbl u mMemoovl npoeedeHusn 3AHAMUI TI0 TeMe, MPHUMEHseMble 00pa3oBaTelIbHbIC
TEXHOJIOTHH: 3aHSATHE IMPOBOIUTCS B (OpME NUCKYCCHMH W MPEACTABICHHS TPE3CHTAIMOHHBIX
MaTepuaioB, C()OPMHUPOBAHHBIX HA OCHOBE H3y4YeHHS HWH(OpPMALMOHHBIX 0a3 U 00pabOTKH
MaTepUaoB IO TEME UCCIICOBAHMS B pAMKaX CAMOCTOSITEIILHOW pabOThI CTyIeHTA

Dopma meKyuie2o KOHmpOaA — UHIUBUIYyalbHAs OIEHKA MIPEICTABICHHBIX MAaTEPUaJIOB

Buowt camocmoamenvnoii no02omoexku cmyoenmog no meme - BbIIIOJHEHUE 33JaHUS 110
TEKYyIIeMY KOHTPOJIIO

15. Tema 4 «Tunvr nompedumeneil u ocovennocmu e3aumoodeiicmeue ¢ Humu» (yCTHas
KOMMYHHKAIIHS IO TEME)

Hanpaesnenus obcyscoenus:

4.1Crpatudukanus norpedburensckux rpynn. [Ipuznaku rpaganuu norpedutene

4.2  Crumb )U3HU IOTpeOUTENEH U ero BIUsSHUE Ha TIOBEACHUE TPYIIIbI.

4.3  CymHOCTb IOBEJCHHS MOTPEOUTETICH.

Jumepamypa no meme

1. dy6poun U. A. [loBenenue nmorpedbureneit: yued. nmocobue [y cTyneHToB By30B] / U.
A. lyopoBuH. - 4-e u3n. - M. : Jlamkos u K*, 2012. - 312 c.

2.ITaBnoBa I'. 0. CepBucHas NeATENbHOCTE: y4e0. TocoOue JIsl CTYJACHTOB BY30B, 00yY. 11O
cneunanbHocTh "Coll.-KynbTypHbIH cepuc U Typusm" / I'. 1O. ITaBnosa. - M. : KHOPVYC, 2016. -
176 c.

3.Ilcuxonoruueckue mpodIeMbl COBpEMEHHOro Ou3Heca: cO. Hayd. cT. / OTB. pen. : B. A.
IITpoo, H. JI. UBanoBa, H. B. AxtoHoBa. - M. : U3a. nom ['oc. yH-Ta-BeIcil. mIK. S5KOHOMUKH,
2011. - 343,[1] c.

Dopmbl u memoovl npoeedeHusn 3aAHAMUI TI0 TeMe, NPUMEHsEeMble 00pa3oBaTEIbHbIE
TEXHOJIOTUH : 3aHATHE TPOBOAUTCSA B (hOpME YCTHOU IPYIIOBON KOMMYHHKAIIMU B COMPOBOXKICHUH
MPE3CHTAIIMOHHBIX MaTEPHAJIOB, BHIMIOJIHEHHBIX B PAMKAX CAMOCTOSITEIIbHON pabOTHI CTYIEHTOB

Dopma meKyuiezo KOHmpoaa — VHIUBUAyalIbHAs OL[CHKa

Buowt camocmoamenvnoit noo2omoeku cmyoeHmoé no meme - BBIIOJHEHUE
IPE3EHTAIIMOHHBIX MaTEPHAJIOB M0 TEKYIEMY KOHTPOJIIIO



16. Tema 5 «Cqhepa peanusauuu cepeucHoil OeameabHOCMU - KOHMAKMHAA 30HA»
(ucTosb30BaHUE MPOEKTHOT'O METO/IA TI0 3asBJICHHON TEME)

Xapaxmepucmuka smanog pabomul HA 3AHAMUU.

Hcnonb3yss mpOEKTHBI METOJA TMpeajaraercs IMOATOTOBUTh MaTepuan 00 OpraHu3aluu
MPOCTPAHCTBA KOHTAKTHOW 30HBI PA3JIMYHBIX CEPBHUCHBIX MpEeANnpUATHH (0aHKH, OQUCHI
OPENNPUATHH, MeI.YyUpexKIeHUs, TOCTHUHHIIbI, OYTHKH, CallOHBl KpacoThl M 1p.). BbIABUTH
cneuuduyeckre OCOOCHHOCTH OpraHU3alMd 30HBI OOCIY)KMBAHHS, SCTETUYECKHUE pEIICHUS,
HAJIMYUE CIEeNHUaIbHOr0 000pYAOBaHUsA, HAIWYUE MEepcoHaa (B KOJIMYECTBE M IO JOJKHOCTSIM).
Omnpenenuth ynobcTtBa M NpPOOJIEMbI, KOTOPBIE CO3JAIOT JaHHBIE DPEUICHUs MO O(GOPMIICHUIO
KOHTaKTHOM 30HBI JJIsl TOTpEeOUTENeH.

Jlumepamypa no meme

1. PomanoBuu XX.A. CepBucHas ACSITEIBHOCTb: y4eOHUK JUIsl CTyAEHTOB By30B / K. A.
Pomanoswuu, C. JI. Kanages ; mox o6m1. pen. XX. A. PomanoBuua. - 6-¢ u3z., nepepad. u gor. - M. :
JamkoB u K°, 2013. - 284 c.

2 Ceupunenko HO.I1. CepBucHas nesTeNbHOCTE: y4e0. mocoOue s cTyAeHToB By30B / TO.
I1. CBupuaenko, B. B. Xmenes. - M. : Anpda-M : UHOPA-M, 2012. - 208 c.

3. Beneguuckuii B. I'. CepBucHast nesATeNbHOCTh: YYeOHHUK JUIsl CTYICHTOB By30B / B. T.
Benenunckuii. - M. : KHOPYC, 2010. - 176 c.

Dopmbl u memoovl nNpoeedeHusn 3AHAMUN 110 TeMe, NPUMEHsSEMble 00pa30BaTEJIbHbIE
TEXHOJIOTHH : 3aHSATHE MPOBOIUTCS B opMe IpyHNOBOM AMCKYCCHUU MO UTOTaM WHAMBHUAYAIbHBIX
JIOKJIAJIOB B COIIPOBOX/ICHUH MPE3ECHTAMOHHBIX MaTEPUAIIOB (KOJIJIaKa)

Dopma meKyuie2o KOHmpOaA — UHIUBUyalbHAas OLEHKA

Buowvl camocmoamenvnoit no02omoseku cmyoenmos no meme — HOpMUPOBAHKE JTOKIA/A,
KOTOPBI JOJIKEH COMPOBOXKIATHCS HIIIIOCTPATUBHBIM MaTepHalioM (BO3MOXHO HCIOJIB30BaHUE
KOJUTaXa).

17. Tema 6 «@Dopmuposanue MaAPKeMUH208bIX CHMPAMEZUll PA3GUMUA NPEONPUAMUTL
cghepul cepeucay (ycTHas KOMMYHHKAIHS 0 OOBSBICHHOMN 3apaHee TEME)

Hanpaenenus oocyscoenusi:

l.®akToppl BHEMIHEW W  BHYTPEHHEW cpeapl, Baugomue Ha IPPEKTUBHOCTD
(GYHKITMOHUPOBAHMUSI IPESATPUATHI CepBHUCa.

2. BHyTpeHHUN MapKETHHT TPEIIPUITUS

3. Pa3paboTka cTpareruu npoiBUKEeHUs ToBapa (yciyru).

Jumepamypa no meme

1.[Tcuxonornyeckue mpoOIeMbl COBPEMEHHOr0 Ou3Heca: ¢0. Hayd. cT. / OTB. pead. : B. A.
[lrpoo, H. JI. IBanoBa, H. B. AntonoBa. - M. : 1U3a. nom T'oc. yH-Ta-BeIcll. 1IK. S5KOHOMUKH,
2011. - 343[1] c.

2. lusnoBa C. H. Mapketunr cdepsl ycnyr: yued. mocodue ajsi CTYASHTOB By30B, 00yd. IO
crnenuanbHoctd "Mapketunr" / C. H. lusnoBa, A. O. Illtesens. - M. : Maructp : UHOPA-M,
2015.- 192 c.

Dopmbl u memoovl npoeedeHusn 3aHAMUN 10 TeMe, NMPUMEHseMble 00pa30BaTeIbHbIC
TEXHOJIOTHH: 3aHSATHE MPOBOIUTCS B OPME YCTHOU IPYyMIOBOH KOMMYHUKAIIHH

Dopma meKywiezo KOHmMpoOa — aHAIN3 JICJIOBBIX CUTyalUud (aHaJW3 CUTYyalllH, TaHHOW B
BUJIE TEKCTOBOTO, TpadUYecKOro WM yCTHOTO MaTepuana, BuaeoduibMa, THO0 aHaIu3 BapUaHTOB
pelieHus: mpooyieMbl, BHIOOP ONTUMAJILHOTO BapUaHTa)

Buowvt camocmoamenvnoil no02omoeéku cmyoenmog no meme - BHIIIOJIHEHUE 33JJaHUN 110
TEKyIIeMY KOHTPOJIIO

18.Tema 7 «locyoapcmeenno-npagosoe pezyiuposanue CepeucHoOi O0essmeaibHOCHU»
(pelieHHe KeicoB, CBS3aHHBIX C MpUMeHeHHeM 3akoHa P «O 3amure mpaB morpeduteneii» B
paMKax U3y4eHHUS TEMBbI)

Jumepamypa no meme



1.0 3amure mpaB norpebureneii: 3akoH Poccuiickoit ®emepaumu Ne 2300-1 - M.
IIpocnekt, 2013. - 32 c.

2I'ykoBa O. H. OcHOBBI HpeaNpUHUMATENBCKON AEATEIBHOCTH B cdepe cepBuca
(XO3sIICTBEHHBIE W TIPABOBBIC AaCHEKTHI): y4eO. MmocoOue s CTYICHTOB BY30B, O0yd. IO
nporpamMam 6akanaBpuata o Harpasi. 100100 "Cepsuc" / O. H. I'ykosa, E. H. Slctpe6osa. - M. :
DOOPYM : UHDPA-M, 2015. - 176 c. - (Boiciee obpazoBanue : bakanaBpuar).

@opmbl u mMemoobl nNPoGedeHUs 3AHAMUI TIO TeMe, NMPUMEHsSEMble 00pa30BaTeIbHBIC
TEXHOJIOTUH : 3aHSATHE TIPOBOIAMUTCS B (JOPME PEIICHUS KEWCOB, CBSI3aHHBIX C MPUMEHEHHEM 3aKOHA
P® «O 3amuTe npas norpeduTeneii» B paMKax U3y4eHUS TEMBI.

Dopma meKyweco0 KOHmMpOaa — WHAUBUIYAJIbHBIA ONPOC W 3allUTa BbIIOJIHEHHBIX
3aJIaHUH.
Buovt camocmoamenvnoit noo2omoeku cmyoeHmoe no meme — CaMOCTOATEIbHOE

uzyuenne 3akoHa P® «O 3ammre mpaB moTpeOuTenel» W BBIMOJHEHHE aHAIW3a IO JKanobam
notpeOuTesnei Ha ToBaphl yCIyry HEHaIJIeKalllero KayecTBa B BHIOPAaHHOM CErMEHTE CEepBUCA.

19.Tema 8 «llcuxonozusa cepeucnoil oOeamenvHocmuy (IUCKycCUs U OOCYXICHUE
MIOJIrOTOBJICHHOTO MaTepHaia 1o TeMe)

Hanpaesnenus obcyscoenus:

8.1. Ilcuxonorusi cepBrca — OCHOBHBIE TIOHITHS U 33]a4H

8.2. Knaccuduxanus WHANBUAYAIBHBIX XapaKTEPUCTUK JIMYHOCTH YYACTHUKOB CEPBHCHOM
JeSITeTbHOCTH

8.3. IlonsTHe «3TUKM CepBUCHOM nesTenbHOCTHY. [IpodeccronanbHas sTUKA.

8.4. IlpodeccuonanbHoe MoBeneHNE PAOOTHUKA KOHTAKTHOW 30HBI.

8.5. Bunpl KOHPIUKTOB B Iporiecce 00CTy>KUBaHUS U TIyTH U pa3perieHus

Jlumepamypa no meme

1.I1aBnoBa I'. FO. CepBucHas esTeNbHOCTh: yuel. mocobue Juisi CTYACHTOB BY30B, 00y4. 1O
cnenuanbHocTH "Corl.-KynbTypHbIH cepuc u Typusm" / I. 1O. [TaBnosa. - M. : KHOPYC, 2016. -
176 c.

2.Ilcuxonoruveckue mMpooOJIeMbl COBpEMEHHOTO Om3Heca: ¢0. Hayd. cT. / OTB. pend. : B. A.
[lrpoo, H. JI. IBanoBa, H. B. AntonoBa. - M. : 1U3a. nom T'oc. yH-Ta-Beicul. 1IK. S5KOHOMUKH,
2011. - 343[1] c.

3.PemernukoBa K. B. Opranu3zanuontas KOH(IUKTOIOTHS: yueld. MocoOue s CTYACHTOB
By30B / K. B. Pemernukosa ; I'oc. yH-T - Bricmias mkona sxoHomuku. - M. : UHOPA-M, 2013. -
175 c. - (Boiciiee obpa3oBaHue).

4.AsumoB Cepreii IIpogaxu, neperoBopsl: npaktuka, npumepsl / C. Asumos. - CIIO. :
[Tutep, 2015. - 320 c. : mi. - (Cam cebe mcuxosior).

Dopmbl u memoovl npoeedeHusn 3aHAMUN TI0 TeMe, NPUMEHsEMble 00pa3oBaTEJIbHbIE
TEXHOJIOTHH : 3aHITHE MTPOBOAUTCA B (hOpME YCTHOM TPYMIIOBON KOMMYHUKAIIUN

Dopma meKyuieco KOHmMpPONA — aHAIU3 JICJOBBIX CUTyallMid (aHaJIN3 CUTYalluH, JaHHOU B
BUJIE TEKCTOBOTO, TpaduiyecKoro WM yCTHOTO MaTepuana, BuaeoduibMa, THO0 aHaIu3 BapUaHTOB
perieHus npo0ieMbl, BBIOOP ONTUMAIbHOIO BapHaHTa)

Buowvt camocmoamenvnoil no02omoeku cmy0eHmoeé no meme - BHIIIOJIHEHUE 33JJaHUN 110
TEKYIEeMY KOHTPOJTO

6. MeToanyeckue YKa3aHuAa ans oquarou.wlxcn no OCBOEHNIO ANCLUUNJTINHDbI

JIeKIMOHHBIN KypC PacKpbhIBAET OCHOBHBIE MOJIOKEHHS KaXXIOW TE€MbI, OCBELIAET CTENEHb
pa3pabOTaHHOCTH U CYLIECTBYIOIIME MPOOJIEMbl MX H3YyUEHHUsS, PACKPBIBAET CIOCOOBI aHaln3a
UCcCeAyeMbIX siBIeHWU. B Hayane KaKqoro JEKIMOHHOIO 3aHATHS MPOBOAMUTCS TECTUPOBAHUE Ha
oTIpeieJICHUE CTENICHN YCBOCHHS MaTepualia peablayIei JeKIUU.

[IpoBeneHne NPAKTUYECKUX 3aHITUNA MPEANOiaraeT KOHKPETH3AIlUI0 W  YrIyOJIeHHYIO
npopabOTKy JIEKIIMOHHOTO MaTepuasa, 3aKperjieHHe H3y4aeMbIX BOIPOCOB IYTEM COEIMHEHUs



MOJYYCHHBIX TEOPETHYECKUX 3HAHUH C PEUICHHEM KOHKPETHBIX MPAaKTUYECKUX 3a/1ad B 001acTu
W3YYEHHUS TEOPETUUYECKUX OCHOB CEPBUCHOM EATEIHHOCTH MO 0071aCTSIM MPUMEHEHHUS.

[TonroToBka K MPakTHYECKUM 3aHATHUSAM MO3BOJSET: PACHIMPHUTH KPYro30p; 03HAKOMHTHCS
CO 3HAYUTEIBHBIM KOJIMYECTBOM JIUTEPATYpPHhI; CIOCOOCTBYET MPUOOPETEHUIO CTY/IEHTAMU HAaBBIKOB
CaMOCTOSITEJIbHOTO  TBOPUYECKOTO PEIICHUS MPaKTHUECKUX 33734, pPa3BUBAECT MBIIUICHHUE;
npuobmaer Oyaymiero OakanaBpa K TPAKTUYECKOM JEATENbHOCTH B paMKax BbIOpaHHOIO
HampaBieHusi. B KkadecTBE CaMOCTOATENbHOW pabOTHI MPEAINOoaraeTcsi MOATOTOBKA KOPOTKHX
cool1ieHuit, nouck uHpopmauuu B cetu MHTepHET, rpynmnoBas paboTa Haja POJEBBIMU UTPAMU,
BBINOJIHEHHE TBOPUYECKUX MPOEKTOB B BUJIE NMPE3CHTAIINI UM BUICOPOIUKOB.

B yuebHoMm mporiecce ¢ 1enbio GOpMUPOBAHUS U Pa3BUTHS MPO(ECCHOHATBLHBIX HABBHIKOB
00y4aromuxcst MUCIONb3YIOTCSI AKTUBHBIE W HMHTEPAKTUBHBIE (OPMBI MPOBEACHUS 3aHATUH
(mpoGJIeMHBIC JICKIIUH, TUCKYCCUHN) B COUCTAaHUH C BHEAYTUTOPHOMN (CaMOCTOATEIIbHOMN ) pabOTOM.

[Ipy MOATrOTOBKE MpPE3CHTAIMOHHBIX MAaTEpPHAOB HEOOXOAMMO YUUTHIBATH CIEAYIOIINE
TpeOOBaHUS:

- K COJICPKAHUIO — JIEMOHCTpAIUS TITyOOKOT0 MOHMMAaHHUS OMUCHIBAEMBIX MPOIECCOB,
XOpOILIO CTPYKTYPUPOBAHHBIN, JJOTHUYHO OPTaHW30BAaHHBIM MaTepHall, IPeICTaBICHNE WHTEPECHBIX
MaTepHaloB, TPAaMOTHOE HCIIOJIb30BaHUE CIEIHAIBHON TEPMUHOJIOTHH;

- K BH3yaJbHOW I[0Jaye Marepuajlia — COOTBETCTBHE OGOPMIICHUS CIIAi0B
COJIepKaHUI0, TPAMOTHBIM IOJ00p MapamMeTpoB MPH(Ta (TEKCT JOIHKEH XOPOIIO YUTATHCS), YETKO
CTPYKTYpUPOBAHHBII HEOOJBIIOTO 00beMa TEKCT Ha OJJTHOM cJjaiijie, OTCYyTCTBHE IPaMMAaTUYECKUX U
CUHTaKCUYECKHUX OIINOOK.

CaMocrosiTenbHasi paboTa CTyIEHTOB HallpaBlieHa Ha YriayOJieHHe MOJyYeHHBIX 3HAHUHU U
YMEHUH, CAaMOCTOSITEIbHOE H3y4eHHE HEKOTOPHIX TEM Kypca, MoA00p U MOATOTOBKY MaTepraia Jis
BBITMIOJTHEHUS MPAKTUYECKUX 3aHITHIA; B OTBETaX HAa KOHTPOJbHBIE BOMPOCH! AJIs OIIEHKU KauecTBa
YCBOGHHUSI TUCIIMILIITHHEI.

[Ipy yyacTUM B MPAKTUYECKUX 3aHATUAX CTYIEHTY HEOOXOIMMO YYHTHIBAThH CIEHUDUKY
JUCHUTUTMHBI, HAIPABICHHYIO Ha IMOHMMAaHUE BCEX TEOPETUYECKUX M TPHUKIAJHBIX AaCHEKTOB
CEPBHCHOM JIeATENbHOCTU. B COOTBETCTBHH C BBILICIIEPEUUCICHHBIMI UHTEPAKTUBHBIMU (hOpMaMu
NPOBEICHUS 3aHIATUH TIPEAIoiaraeTcsi COONIOJIEHUE CIEAYIONNX TpPeOOBaHMIA: yCTaHOBJICHUE
HMOIMOHANBHBIX KOHTAaKTOB MEXYy y4allUMHCS, JEMOHCTpalus yMeHUs paboTaTb B KOMaHJE,
CHOCOOHOCTh TIPUCITYIIUBAThCS K MHEHHIO CBOMX TOBApHINEH, K TPOSIBICHUIO TBOPUYECTBA W
daHTa3uM, KOMMYHHMKAOEIbHOCTH, AaKTUBHOM JKM3HEHHOW mo3unuu. Ha 3aHATHM BBICOKO
OLICHUBAIOTCS  TPOSIBIICHHME  WHAWBUAYAILHOCTH, CBOOOJBI  CAMOBBIPAKEHHS, AKTHBHAs
JeSITeIbHOCTD, B3aUMOYB)KEHUE U JEMOKPATUYHOCTb.

[Ipu u3ydeHnuu Kypca cieayer, pexk/ae BCero, UCIoiab30BaTh yUeOHUKH, yueOHbIE TOCOOMUS,
yKa3aHHbIE B CIIMUCKE OCHOBHOM M JOMOJHHUTENbHOHN JMUTEpaTypsl, a Takxke VHTepHeT-pecypchl,
MOJIHOTEKCTOBBIE 0a3bl JTAaHHBIX, pacrosiokeHHble Ha caiite BI'YOC B pasnene: bubnuoreka. B
HACTOsIIIlee BpEMsl CYILIECTBYET JOBOJBHO OOLIMPHBIM CHHUCOK JIUTEPATyphbl, IOCBAIIEHHON
PacCMOTPEHHIO CaMbIX Pa3HOOOPA3HBIX BOIMPOCOB CEPBUCHOM NesTenbHOCTH. CIUCOK JINTEPATYPHI,
NpeJCTaBICHHbIM B yueOHOH Mporpamme, COIEp>KUT MHPOPMALMOHHO-aHAIUTUYECKUH MaTepuail,
KOTOPBII BCECTOPOHHE PACKPBHIBAET COJEP)KaHHWE IUCIHIUIMHBI U oOecrieunBaeT 3(QeKTHBHOCTD
CaMOCTOSITENIbHOW palbOThl CTYIEHTOB IpPH IOATOTOBKE K 3aHATHSM, a TaKKe MPHU HAMUCAHUU
KOHTPOJIbHBIX pabOT CTy/IeHTaMH 3a04HOI (OopMBbI 00yUEHUS.

IIpy mMOArOoTOBKE K 3aHATHUSAM IO JMCHUIUIMHE CTYAEHTHI MOTYT BOCIOJb30BATHCS
IIPE3EHTAlMOHHBIMU MaTepHallaMM, pa3MelleHHbIMA Ha caiite BI'YOC.

DK3aMeH MO JUCLUUIUIMHE MPOBOAMTCS B (OpPME IIEKTPOHHOTO TECTUPOBAHUS IO BCEM
TEMaM.

JUisi KOHTPOJsI KayecTBa OCBOCHMS JMCLMIUIMHBI HUCIOJB3YeTCs CHUCTeMa pPEeHTHHIOBOM
ouenkn B coorBerctBuM ¢ CK-CTO-I1JI-04-1.113-2014 «PeliTuHroBass cucreMa OLEHKH
YCIIEBAEMOCTH CTYJIEHTOBY». DK3aMEH BBICTABISIETCA MPH YCIOBUU MOJIY4YEHUsl OAJIOB B CyMME OT
61 no 100 6anoB.

Jns cryneHTOB OYHOM (opMbl 00ydeHHUs TNPOBOAMTCSA TepBasi M BTOpas TEKyLIas



aTTecTalrs, Ha OCHOBAaHUHM KOTOPBIX BBICTABIISICTCS MPOMEKYTOUYHAS (CEMECTPOBAsi) aTTECTALUU B
cemectpe. Ha mepByro Tekymryro arrecranuio BeiHOCUTCS 40 OaymoB, Ha BTOpylo - 60 Oamios.
O61ee pacripeeneHue 0alIoB:

— neknuu (40 6anna);

— npaktuueckue 3anatus (40 6amios);

— ak3ameH (20 6aioB).

7. MNepeyeHb y4yeOHO-meTOAUYECKOro obecne4vyeHuUs ONnsi CaMOCTOATENIbHOM
paboTbl obyyarLWmxcsa no AMcUnninHe

1.1 Ilepeuens u memamuxka camocmoameabHviX padom cmyoeHmos no OUCUUnIUHE
1. YCIyTH 1 )KU3HEACSITeIbHOCTD JIFOACH B TPAJIUIIMOHHBIX COOOIIECTBAX

2 Ycayru v cepBUCHAS S TEIBHOCTH B OOIIECTBE COBPEMEHHOTO THIIA

3 OObexTuBHBIE (PAKTOPHI pa3BUTHS CPepbl ycayT B PO

4. Ponb rocymapcTBEHHBIX MEXaHU3MOB B Pa3BUTUU YCIIYT

5 PasButne manoro 6usneca B PD

6. Oco0eHHOCTH OPTaHU3AIMOHHON CTPYKTYPHI ¥ IIPOU3BOACTBEHHOTO MEHEKMEHTA

Ha MpCAINIpUusTU CCPBUCA

7.2 KonmponsHble 60npocwl 071 cAMOCMOAMENbHOU OYeHKU KA1ecmea 0C60eHUs
YUeOHOIl OucCyUnIUHbL.

1. CepBucHas 1eATeNbHOCTD, €€ CYLIHOCTD.

2. Yenogek u ero norpedbHoct. Knaccudukanus norpedHOCTEH.

3. CepBuc kak yciyra. OCHOBHbIE XapaKTEPUCTUKU YCIIYT.

4.0co0eHHOCTH KI1acCU(UKALUHU YCITYT.

5. Ilpupoxa ycayr. OTIn4uTenbHbIE 0COOEHHOCTH YCIIYTH OT TOBapa

6. B ueM BbIpakaeTcs «CyBEpEeHUTET HOTPEOUTENSI»?

7. 3HaueHue CEpBUCHOM IEATEIBHOCTH B YCIOBUSAX PHIHOYHBIX OTHOLLEHUI.

8. Ilouemy cepy yciayr MOKHO Ha3BaTh CPepoid, «IIPOU3BOIAIIECH CBOOOTHOE BpEMSI»?

9. Uctopuueckue mpeanochulku BOZHUKHOBEHUSI CEPBUCHOM AesiTenbHOCTUH B Poccun.

10 [aiite onpenenieHue NOHITHH «yCIIyTay, «CEepBHUCY, «OOCITYKUBAHHUEY.

11. Homenknatypa TpeOoBaHUN U YCIOBHH, (GOpMHUpYIOMIAs IMOKAa3aTeIu , BIUSIONINE HA
3P PEKTUBHOCTD (PYHKIIMOHUPOBAHUS MPEANPUATHIA chepbl cepBUca

12. DxoHOMHUYECKAs CYITHOCTh CEPBUCHOM EATETHHOCTH.

13.OcHOBHBIE IPUHLIHUITBI PA3pabOTKU CTaHAapTa 00CITyKUBaHUS.

14. ®axToppl BHEIIHEW M BHYTPEHHEH Cpelbl, BIMSIONIME Ha JOCTH)KEHHE BBICOKHX
nokasaresei SJKOHOMHUECKON APPEKTUBHOCTH (DYHKIIMOHUPOBAHUS NPEANPHUATHN Cephl cepBUCa.

15. [IpaBuna ¢ pexTuBHOrO cepBuca.

16. ®opMbI rOCYAAPCTBEHHOM MOIEPKKH colManbHOi chepsl B POD.

17. OcHOBHBbIE NTpaBa NOTPEOUTENS, 3aIUIIAEMbIE TOCYJAPCTBOM.

18. BHyTpeHHMI MapKETUHT HA IPEIIIPUATHH CEPBHCA.

19.0cHOBHBIE TPUHITUTIBI PA3BUTHUS CHEPHI YCITYT.

20. Dramsl 00CTy)KUBaHUS TOTPEOUTES

21. OcobenHoctu (OPMUPOBAHUS PHIHOUHOTO U HEPHIHOUHOTO CEKTOPOB C(hephl YCIyT.

22. TIoHATHSA: «KAueCTBO YCIYTH», «KaueCTBO OOCITY>KUBAHUS».

23. OCHOBHBIE U BCIOMOTATEIbHBIE TPOIIECCHI TPOU3BOJICTBA YCIYTH.

24. Opranu3anoHHO-TIPOU3BOJICTBEHHBIE XaPaKTEePUCTUKH MTPEIPUATHS chepbl cepBuca.

25. IIpomnecc okazanus yciayru. OCHOBBI ATAIbl © OCOOCHHOCTH.

26. Kynbrypa o0cmyKuBaHHs Kak MMOKa3aTellb KauecTBa.

27. YrpaBineHue KaueCTBOM CEPBUCA.

28. Ilpu3Haku rpajganuu yciyr.

29. ®akTOopHI, BIUSIONINE HA IOBEICHNUE MTOTpeOUTENEH.



30. IIcuxonorus cepBrca — OCHOBHBIE MMOHSATHUS U 3a/1a4H.

31. Knaccudukanus WHIUBUAYATHHBIX XapaKTEPUCTHK JTUYHOCTH YYACTHUKOB CEPBUCHOM
JESTEIIbHOCTH.

32. Ilcuxosorus cepBuca Ha OCHOBHBIX 3Tanax oO0CITy>KUBaHHUSL.

33. IloHsATHE ¥ OCHOBHBIE KATETOPUU «3TUKH CEPBUCHOM €A TEINBHOCTI.

34. IlpodeccuonanbHas THKa M NPOQPEecCHOHANbHOE MOBEACHHE PAOOTHUKA KOHTAKTHOM
30HBI.

35. DcreTrka BHENTHETO 00JIMKa paOOTHMKA KOHTAKTHOM 30HBI.

36. Buapl KOHQIMKTOB B IpoIiecce 0OCTYKUBAHHS U IIyTH U Pa3peIieHusl.

37. ®opMbl OpraHu3alyy Tpyaa B paMKax (yHKIMOHUPOBAHUS CEPBUCHOTO IPEANPUATHSL.

38. IlocpenHuyeckue yCiayru B IpeANpUHUMATENLCTBE. ATEHTCKUN JOTOBOP.

39. XapakTepHucTUKa 10CYTOBBIX YCIIYT B paMKax COLMAIbHO-KYJIbTYPHOTO CEPBHCA.

40. MextyHapOaHbII 0OMEH yCIIyraMmu.

41. Oco0eHHOCTH OpraHNU3aLUH ITOCIEIPOAAXKHOI0 00CTyKUBaHHUS.

42. Buapl COLMAIBHBIX YCIYT, IPEIOCTABIIIEMbIX FOCYIAPCTBEHHBIMU YUPEKICHUSAMHU.

43. Tlonsatue ¥  OPUHLUUIBI  COLMAIBHOIO  OOCIYXHBaHHUSA, IPEAYCMOTPEHHbIE
3aKoHoAarenbCcTBOM Pocculickoit denepanuu.

44 Cnenuduka ycayr u oOCIyKuBaHus B chepe rocTenpuruMCTBA.

45. CoBpeMEHHbIE TEHJCHIIUHN PAa3BUTHUS TOCTUHUYHBIX YCIIYT.

46. Tlotpedburenbckoe Bocnutanue . [lorpeOUTenbCKuii SKCTpEMU3M.

47. Cneun¢uka yciayr u 00CITyKUBaHHUS B OOIIECTBEHHOM ITUTAHHH.

48. TeneHIUH pa3BUTH yCIyT 00LIECTBEHHOrO NUTaHus B Poccun u 3a pyOexxom.

49. Cneun¢uka yciayr u 0OCITy>)KUBAHHSI B MHAYCTPUH JIOCYTa M Pa3BICYCHUN

50. ITpoctpanctBo KoHTakTa. CosepkaHle KOHTAKTA.

51. IloHsiTHE «KOHTAKTHAs 30Ha». Pa3HOBUAHOCTH KOHTAKTHON 30HBI.

52. YnpaBieHue cepBUCHBIM MPEIIPUATUEM: LIENH, 33/1a4H, (YHKLIIUN PYKOBOJCTBA.

53. Tumnbl OpraHu3alvOHHBIX CTPYKTYpP CEPBUCHOTO MPEATIPUATHS.

54. Tunbl noTpeduTeNel Mo COUaIbHOMY IPOUCXOKICHHUIO, CTAaTyCy, J0X0AaM, BO3PacCTy.

55. Tunbl noTpeduTeneil ¥ B3auMOIEHCTBUE C HUMHU.

56. JIuuHOCTH MOTpPEOUTENs CEPBUCHBIX YCIyr. TUObBl NOTpeOUTENeH MO NpHUBBIYKAM,
3arnpocam, KeJIaHUsIM.

57. KynbTypa o61ieHust pabOTHUKOB C KIIMEHTaMHU.

58. BoznelicTBue KyJIbTyphl Ha TTOBEJCHUE TOTPEOUTENS.

59. Crparerndyeckue pelieHus MO0 KOMIUIEKCY MapKeTHHTa Ha MpeanpHsITUusiX cdepsl
cepBHca.

60. Opranu3anoHHas KyJIbTypa MPEANPUATHS.

61. Tunonorus koHGIUKTOB. KOHPIMKT B CEPBUCHOI IEATETHHOCTH.

62.OcteTuka BHELIHET0 O(QOPMIICHHs, UHTEpbepa MPEeNNpUATUS CepBUCAa U paboduX MECT
nepcoHaia.

63. Crioco0bl BbIX0OJIa U3 KOH(QIIMKTOB B CEPBUCHON J€STEIbHOCTH.

64.3aBUCHUMOCTb ~ CEpBHCHOM  JESATENBHOCTH OT Teorpaduyeckux, IOCEIEeHYECKHUX,
nemorpaguueckux (hakToposB.

7.3  Memoouueckue pekomenoayuu no opzanusayuu CPC

OCHOBHBIMU BUAAMH CaMOCTOSTEIHbHON Pa0OTHI CTYICHTOB SIBIISIFOTCS :

1. ycBOoeHHE coJepKaHHs KOHCIEKTa JEeKIWA Ha 0a3e pPEeKOMEHJIOBAaHHOW OCHOBHOW M
JOTIOTHUTEIIFHOU y4eOHON NUTEpaTyphl, BKItOUas MHPOPMAIIMOHHBIE 00pa30BaTENIbHBIE PECYPCHI
(97K TpOHHBIE YUEOHUKH, SJIEKTPOHHBIE OMOIUOTEKH U Ip.);

2.M10JITOTOBKA K MPAKTUYECKUM 3aHSATHUSIM;

3.MOATOTOBKA MPE3EHTAIMOHHBIX MaTEPHAJIOB;



4.BBITIOJIHEHUE JOMAIIHUX 3aJaHU B BUAEC WHIUBUAYAIBHBIX pabOT MO OTICIbHBIM
paszenam coJiepKaHus TUCITUTIINH. .

8. ®OHA OLeHOYHbIX CPeACTB AN NPOoBeAeHNs NPOMEXYTOYHON aTTecTauum

B cootBerctBuu c¢ TtpeboBanusimu PI'OC BO gns arrectaumu oOydaromuxcs Ha
COOTBETCTBUE HMX MEPCOHAIBHBIX JOCTHKEHHM IJIAaHUPYEeMbIM pe3yJabTaTaM OOYy4YeHHs 110
JTUCITUTLINHE cO3/1aHbl PoHBI o1leHOUHbIX cpencTB ([Ipunoxenue 1).

9. [llepeyeHb OCHOBHOM W AOONONIHUTENbLHOW Y4eOHOM nUTepaTypbl,
Heo6XxoAUMOW ANA OCBOEHUA AUCLUUNIUHLI (MoaynA)

a) OCHO8Has Iumepamypa

1.ITaBnosa I'. }O. CepBucHas nesiTeabHOCTh: yue0. mocodue ajisi CTYACHTOB BY30B, 00yY. 1O
cneunanbHocTh "Coll.-KynbTypHbIH cepuc u Typusm" / I'. 1O. I[TaBnosa. - M. : KHOPYC, 2016. -
176 c.

2. PomanoBuy XKX.A. CepBucHas NesSTEIBHOCTh: Y4EOHHMK JUIsI CTYICHTOB By30B / XK. A.
Pomanosuu, C. JI. KanaueB ; mox oomr. pexa. XK. A. PomanoBuua. - 6-e u3z., nepepad. u gorm. - M. :
HamxoB u K°, 2013. - 284 c.

3 Csupupnenko HO.I1. CepBucHas nesTenbHOCTh: yuel. mocoOue ams cTyaeHToB By30B / FO.
I1. CBupuaenko, B. B. Xmenes. - M. : Anbda-M : UHOPA-M, 2012. - 208 c.

4 Pynenxko .JIJI. CepBucHas nestenbHOCTh: yueb. mocobue / JI. JI. Pynenko. - M. : JlamkoB
n K* 2012. - 208 c.

0) OononHumenvHas 1umepamypa

1.Benenunckuii, B.I'. CepBuchas nestenpHOCTh: YueOnuk / B.I'. Benenuuckuii. - M.: Kno-
Pyc, 2010. - 176 c.

2.ABanecoBa, ['.A. CepBucHas aedrenbHOCTh: VcTopuueckas um coBpeMeHHas NpPaKTHKa,
HpeANpUHUMATEIbCTBO, MEHEIKMEHT: Yueb. mocobue / I'.A.ABanecoBa. — M.: Acnekr Ilpecc,
2004. - 318 c.

3.oymn, dx. ITepBokiaccHbIi cepBUC Kak KOHKYpeHTHoe npeumyiiectso / Jix.[Hoymn.- M.:
Aunbrnuna-TTa6mumep, 2011. — 338 ¢. - (+DVD-POM).

4.0 3ammrte mpaB mnoTpedurteneii: 3akoH Poccuiickoit ®enmepannu Ne 2300-1 - M. :
[Tpocnexr, 2013. - 32 c.

5.TykoBa O. H. OcHOBBI NpeaNpUHUMATENbCKON JAEATENbHOCTH B cdepe cepBuca
(XO34MCTBEHHBIE M TIPABOBbIE AacCMHeKThl): yueOd. mocoOue Juisi CTYIAEHTOB BY30B, O0yY. IIO
nporpamMMam 6akanaBpuata 1o Harpasi. 100100 "Cepsuc" / O. H. I'ykoBa, E. H. SIctpe6osa. - M. :
DOOPYM : UHDPA-M, 2015. - 176 c. - (Boicuiee odpazoBanue : bakanaBpuar).

6. Konoruiea H. A. Cepsucosiorusi (4esioBek M €ro morpeOHocTH): yued. mocobue [is
CTyJeHTOB BYy30B], 0o0yu. o HampaB. 43.03.01 "Cepsuc" / H. A. Kononnesa ; Bnagusoctok. roc.
YH-T 3KOHOMHUKH U cepBHca. - 2-€ U3/., oM. - Brnagusoctok : U3a-80 BI'YOC, 2015. - 220 c.

7.YnaneiioBa M. B. CepBuconorusa. YenoBek u ero morpedbHOCTH: y4ded. mocoOue ist
CTyneHTOB By30B / M. B. Ynansnosa, E. B. Haymosa. - 2-e u3z., crep. - M. : Omera-JI, 2012. - 105
c. : ui. - (bubnuoTtexa BpICHIEH IIKOJbI).

8.Kotnep, ®.Mapketunr. ['ocrenpuuMcTBO U TypusM: YueOHuk mis By3oB / @. Kotnep,
Ix. boysn , Jlxx. Meitkens; [lep. ¢ anri. moxg pen. P. b. Hoznpesoii. — M.: OHUTH, 1998. 560 c.

9.0pranmM3anus ¥ IUIAHUPOBAHUE JIEATEIBHOCTH NpEANpUsATHil cdepsl cepBuca: yuel.
nocobue [Ans CTyAEHTOB BY30B, 00y4. mo Hampabi. noarotoBku 100100 bakxamaBp B obnactu
ceppucal / O. H. I'ykoBa. - M. : ®OPYM, 2012. - 160 c. - (Breicuiee oOpa3oBanue : bakanaBpuar).

10.®enuos, B.I'. Kynerypa cepBuca: YueOHo-npakruueckoe nocooue / B.I'. denmos. — M.:
ITPUOP, 2000. - 189 c.

11.bysnoBa M.O. IlpaBo comumansHOTO 0OecTieueHus: yue0. mocooue sl CTYJACHTOB BY30B/
M. O. bysnHosa, C. 1. Ko63eBa, 3. A. KonapatseBa. - 4-¢ u3z., nepepad. u gom. - M. : KHOPVYC,



2016. - 480 c. - (bakanaBpuar).

12 lyoposun U. A. [ToBenenue nmotpedureneii: yued. mocodue [ ctyaeHToB By30B] / U.
A. JlyopoBuH. - 4-¢ u3n. - M. : JlamkoB u K*, 2012. - 312 c.

13.ITcuxonoruveckue mpoOIeMbl COBpeMEHHOro Om3Heca: ¢0. Hayd. cT. / OTB. pea. : B. A.
[lrpoo, H. JI. iBanoBa, H. B. AntonoBa. - M. : U3a. nom T'oc. yH-Ta-Bbicil. mIK. S5KOHOMUKH,
2011. - 343,[1] c.

14.PemernukoBa K. B. OpranuzanuonHast KOHQIUKTOJIOTHS: yueb. mocoOue Uit CTYICHTOB
By30B / K. B. Pemernukosa ; ['oc. yH-T - Beicmias mkosna 3xkoHoMmukHd. - M. : UTHOPA-M, 2013. -
175 c. - (Beicuiee oOpa3oBanue).

15.A3umoB Cepre#i [Iponaxku, meperoBopsl: npakTtuka, npumepsl / C. Azumon. - CIIO. :
[Tutep, 2015. - 320 c. : un. - (Cam cebe mcuxoior).

16.lusinoBa C. H. MapkeTtunr cdepsl ycnyr: y4ued. mocodue i CTYACHTOB By30B, 00yY. 11O
cnenuanbHoctu "Mapketunr" / C. H. [QusHoBa, A. D. Illtezens. - M. : Maructp : UHOPA-M,
2015.- 192 c.

17.Hayunbsle ¥ Hay4YHO-TIpaKTHYECKHE >XypHaibl: «COBpEeMEHHBIE TPOOJIEMBI CepBHCA H
Typusmay, «Cepsuc plus», «Mapketunr B Poccuu u 3a pyoesxkom», «I1sa1b 3B€31», U 1p.

18. Ilanosa JI. I'. [leioBbIc KOMMYHUKAIMK: YYCOHUK JJIs CTYIEHTOB BY30B, O0ydY. IO
Hanpasil. moArotT. "MenemkmenT", "Okonomuka" (6akanaspuar) / JI. I'. [TaBnosa, E. FO. Kamaesa.
- M. : KHOPYC, 2016. - 300 c. - (bakaraBpuar)

19. beiukoB B. B. Ocreruka: yueOHuk s cryzneHToB By3oB / B. B. Bbrukos. - M. :
KHOPYVYC, 2016. - 528 c.3. Benenunckuii B. I'.CepBucHast Ae4TeIbHOCTD: YI€OHHK ISl CTYJCHTOB
By30B / B. I'. Benenuuckuii. - M. : KHOPYC, 2010. - 176 c.

10. MepeyeHb pecypcoB MH(POPMALMOHHO - TENIEKOMMYHUKaLMOHHOW CeTU
«UAHTEpHeT»

IMosHOoTEeKCTOBBIE 0A3bI JAHHBIX

1. OBC znanium.com [DnekTpoHHBIH pecypc]. Pexxum goctymna: http://www.znanium.com/

2. OBC «YHuBepcurerckas O6ubnmnoreka online» [DnekTpoHHBIH pecypc]. Pexxum nocryma:
http://www.biblioclub.ru/

3. DnektpoHHas OubOmmoreunas cucremMa eLIBRARY.RU [Onekrponnsiii pecypc]. Pexum
nocryna: http://aclient.integrum.ru/.

4. DnexTpoHHas OubOIMOTeKa AuccepTanuii [DiekTpoHHbIM pecype]. Pexxum pocryna:
http://diss.rsl.ru/.

6. Kumxubiii marazun DesignerBOOKS. Pexxum moctyna: http://www.designerbooks.ru/.

HNuTepHeT-pecypcnl

http://ru.wikipedia.org

AJIMHHUCTpaTHBHBIH yrpaBlieHYeCKuit moprai - http://www.aup.ru/

becrutatabie 6ubmuorexu cetu - http://www.finansy.ru/publ.htm

bubnmoreka yueOHOM 1 HayuHO# mutepatypbl PITY - http://www.vusnet.ru/biblio
Enunoe okHO mocTymma Kk 00pa3oBaTeibHBIM pecypcam - http://window.edu.ru
Poccwuiickuii o6mieodpazoBarenbHbIid moprain - http://www.school.edu.ru/default.asp
http://consult-plus.biz

http://4service-group.com

N~ WNE

11. MaTepMaanO-TeXHM‘-IeCKOG obecneyeHne AUCLMUNIIUHBI

3aHATHS POBOJISATCS B AyAUTOPHIX, 00€CIIEUSHHBIX CISIYIOIIUM 000PYI0BaHHEM:
1. IIpoexTop — 1 mr.

2. Buneomarautodon — 1 mir.

3. [lepconanbHbII KOMIBIOTEp — | TIT.

4, Ycunurens — 1 mr.


http://www.znanium.com/
http://www.biblioclub.ru/
http://aclient.integrum.ru/
http://diss.rsl.ru/
http://www.designerbooks.ru/
http://consult-plus.biz/

o. baza miis pagumomukpodona - 1mr.
OkpaH - 1.
1. Jocka mapkepHast — 1 mr.

o

12. CnoBapb OCHOBHbIX TEPMUHOB (NpU HEOGXOAUMOCTH)

BHyTpeHHuii MapkeTMHI - MapKeTHHI, HAlpaBICHHBIH Ha CIyXalluX CcaMoro
NPEIIPUSATHSL.

M3roroBurtenn - opraHu3anus HE3aBUCHUMO OT €€ OpPraHU3alMOHHO-IIPaBOBOH (hOpMEI, a
TAaKKE€ HWHIAUBUAYAIbHBIA  NpPEINPUHUMATENb, [POU3BOASILIME TOBapbl s  pealu3alUu
MOTPEOUTEIISAM;

HcnoanuTesb OpraHu3anus HE3aBUCMMO OT €€ OpraHU3al[MOHHO-TIPaBOBOW (OpPMBI, a
TaKXe WHAMBUIYAIbHbBIM MpPEIIpUHUMATENb, BBIIOIHAOIINE paOdOThl WM OKa3bIBAIOILIUE YCIIYTH
NOTPEOUTENSAM IO BO3ME3IHOMY J0IOBOPY

KonTakTHasi 30Ha - MECTO NpeNOCTaBJICHUs YCIYr, rae paObOTHHUK B3aUMOJEHCTBYET C
KJIMEHTaMH.

MapkeTHMHr ycJIyr - OTpaciib COBPEMEHHOIO MAapKEeTHWHIa, HaydHas IUCLMILIMHA,
u3ydammas OCOOEHHOCTHM MAapKETUHIOBOM JESITENbHOCTH OpraHMU3allui, BOBJICYEHHBIX B
HPEOCTABICHUE YCIYT.

OO0cay:kuBaHue - 3TO JI00OE JCHCTBHE, COBEPIIAEMOE OJHOW CTOPOHOW ISt JIPYTOid
CTOPOHBI, HUMEIOIllee HeMaTepHaJIbHBIM XapakTep U HE MNPHUBOJMAIIEE K BO3HUKHOBEHMIO IpaBa
COOCTBEHHOCTHU Ha 4TO ObI TO HU OBLIO

IToBenenne morpeduTeneii - onpenensercs Kak JEHCTBHS, NPEANPUHUMAEMbIE JIIOJbMHU
IpU IPUOOPETEHNH, TOTPEOIEHUN TOBAPOB U YCIIYT U U30aBJIEHUS OT HUX.

ITorpedurtesns - rpaxkaaHUH, UMEIOIIUN HaMepeHHe 3aKa3aTh WM IMpHoOpecTH JmbO
3aKa3bIBAIOLIHIA, TPHOOPETAIONINIA HITH UCTIONB3YIONIHA TOBaphl (pPabOThI, YCIIYTH) UCKIIIOYUTEIHHO
JUIs JIMYHBIX, CEMEWHBIX, JOMAallHUX M HUHBIX HYXKI, HE CBSI3aHHBIX C OCYILIECTBICHHEM
MPEAIPUHUMATETBCKON

IToTrpedHOCTH - OTpakeHHWE B CO3HAHHUU YEJIOBEKAa HEOOXOJUMOCTH MOJYYEHHUS Yero-To
YKU3HEHHO Ba)KHOTO0, MOOY>K/IA0ILEro €ro K aKkTUBHOM 1ieJIeHaNpaBIeHHON AESITETbHOCTH.

IIpoaaBen opranu3zaiysi HE3aBUCHUMO OT €€ OpraHU3alMOHHO-TIPAaBOBOM (OPMBI, a TaKKe
VHAUBUAYAJIbHBIN NpeIIpUHUMATENb, PEaIU3yIOLIe TOBAPhl MOTPEOUTENSM 10 J0rOBOPY KYIUIU-
NPOJaXH; CTAHJAPT - FOCYJapCTBEHHbIN CTaHIApT, CAHUTAPHbIE HOPMBI U MIPaBUJIa, CTPOUTENIbHBIE
HOpPMBI UM TIpaBUja U JIPYrHe JTOKYMEHTBHI, KOTOpPblEé B COOTBETCTBUU C 3aKOHOM YCTaHaBJIMBAIOT
o0s13aTeNbHbIe TPeOOBAaHUS K KaueCTBY TOBApoB (padoT, yCiyr).

CepBuc - cuctema co3/1aHus, MPeIOCTaBICHUS U TTOTPEOJICHHS YCIyT

CepBuCHasti  [1eSITEJIBHOCTL -  COBOKYIIHOCTb  OTpaci€il  NPOM3BOJACTBEHHOM U
HEMPOU3BOJCTBEHHON  cdepbl, OOBEIUHEHHBIX OOIIHOCTHIO  BBIMOJMHAEMOW  (QYHKIHH -
HEMOCPEACTBEHHOTO yIOBJIETBOPEHUSI NOTPEOHOCTEH HaceIeH s B yCayrax.

Cranaapr o0Cay;KMBaHHSl - 3TO KOMIUIEKC OOS3aTENbHBIX JUIsl UCIOJHEHHS MpPaBHII
00CITy’)KUBaHUS KIIMEHTOB, KOTOPbIE NMPU3BaHbl TAPAHTUPOBATh YCTAHOBJIEHHBIH YpOBEHb KauecTBa
BCEX MPOU3BOAUMBIX YCIYT.

CyBepeHUTeT MOTPeOUTEJISI 5TO MPABO M pealbHas BO3MOXKHOCTh B PAMKaX MMEIOIINUXCS B
pamMKax HMMEIOIIMXCS CPeICTB NMPHUOOPECTH BCE, YTO MOTPEOUTENbh CUMTACT HYXKHBIM, a TaKke
CcBOOOHBIN BBIOOD MPOJIaBIIa, MECTA, BPDEMEHHU U JIPYTUX YCIOBHIA MPUOOpETEHUs

PoiHoK ycayr - chepa oOMeHa , OpraHu30BaHHas MO 3aKOHAM TOBAapHOI'O MPOU3BOJCTBA U
oOparneHus

Yeayra — BUI J1eATENbHOCTH, HANpaBlIE€HHBIA HA yAOBJIETBOPEHHE MOTPEOHOCTEN ApYyrux
JINLI, 3a UCKJIFOUEHUEM JIEATEIbHOCTH, OCYLIECTBIISIEMON HA OCHOBE TPYIOBBIX IIPAaBOOTHOIIEHUH.


http://ru.wikipedia.org/wiki/%D0%9C%D0%B0%D1%80%D0%BA%D0%B5%D1%82%D0%B8%D0%BD%D0%B3
http://ru.wikipedia.org/wiki/%D0%A3%D1%81%D0%BB%D1%83%D0%B3%D0%B8
http://ru.wikipedia.org/wiki/%D0%9F%D1%80%D0%B5%D0%B4%D0%BF%D1%80%D0%B8%D0%BD%D0%B8%D0%BC%D0%B0%D1%82%D0%B5%D0%BB%D1%8C%D1%81%D1%82%D0%B2%D0%BE

