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1. OBLIASA XAPAKTEPUCTHKA PABOYEM IMPOT'PAMMBI
YYEBHOU JUCIHUIIJIMHBI OI1.01 CEPBUCHASA AEATEJIBHOCTD

1.1. Mecro AMCHUILUIMHBI B CTPYKType 00pa30oBaTeibHOW MPOrpamMMbl
MOATOTOBKM CHEHHMAJNCTOB CpeJHero 3BeHa: yuyeOHas IUMCLUUIUIMHA BXOJIUT B
oOmenpodecCuOHANTBHBIN ITUKIL.

VY4eOHast TUCHUILIMHA UMEET MEXIPEAMETHbIE CBsI3U ¢ aucuuiuimHamu OI1.02
MeHeKMEHT U yNpaBIEHUE MEPCOHAIOM B >KWJIMIIHO-KOMMYHAJIBHOM XO3SMCTBE,
OI1.04 DxoHOMHKA OpraHM3allH KIIAITHO-KOMMYHAJIBHOTO xo3siicTBa, OI1.09
OCHOBBI PEANPUHUMATEIILCTBA.

1.2. Heapb u njiaHupyemble pe3yJibTAThl 0CBOEHUS Y4eOHOM TUCHUILUINHBI:
B pesynpraTe oOCBOECHMS yue€OHOW AUCHMILIUHBI OOYYAIOUIUICS J0JIKEH
yMeThb!
- co0noAaTh B MPOQECCHOHANBHON JAESITENBHOCTH IpaBWiia OOCITY>KUBaHUS
KJIUCHTOB;
— OTIpEeEIATh KPUTEPUHU KAueCTBA YCIYT B MPO(hecCHOHAIbHON 1eATEIbHOCTH;
— UCITI0JIB30BAaTh PA3JIMYHbBIE CPEICTBA JIEJIOBOTO OOIICHMUS;
— yIpaBisATh KOH(PIMKTaMH M CTpeccaMu B Mporecce NpodhecCuOHATbHON
NeSITEIbHOCTH;
— BBINOJIHATH TPEOOBAHUS ATUKHU B IPOPECCHOHATBHOMN AEATEIbHOCTH.
B pe3ynbraTe ocBOeHUS yU4EOHOU NUCITUIIIIMHBI O0YYaIOIIUICs H0JI7KEeH 3HATh:
— CoLlMajbHbIE TMPEANOCHUIKM BO3HUKHOBEHHS H  DPAa3BUTHUS  CEPBUCHOMU
TeSITEIbHOCTH;
— HOTPEOHOCTH Ye€JIOBEKa M MPUHLUIBI UX YJIOBJIETBOPEHUS B JEATEILHOCTU
OpraHu3alui CepBuUCa;
— BUJIbl CEPBUCHOM J1€ATEIbHOCTH;
— CYITHOCTb yCIYTH KaK Crenn(UIecKoro mpoayKTa;
— MOHATUE «KOHTAKTHOM 30HBI», Kak cdepbl pean3alud CEPBUCHOMN
JeSITeIIbHOCTH;
- OpraHu3aIMI0 OOCTY>KUBAHUS TIOTPEOUTENEH YCIIyT;
— npaBuia OOCITYXMBAaHMSI HACENEHHUS; CIOCOObl M (QOpPMBI OKa3aHWs YCHYT;
HOPMBI U TIpaBuiia IPOo(ECCHOHATLHOTO MOBEACHUS U ITHKETA;
— ATUKY B3aUMOOTHOIIEHWH B TPYJOBOM KOJUIEKTHBE, B OOLICHUH C
MOTPEOUTEIISIMU;
— KPUTEPUHU U COCTABJISIONINE KaueCTBa yCIYT;
— KyJbTYypY OOCITYyKHUBaHUS MOTPEOUTENEH;
- MICUXOJIOTUYECKHE 0COOCHHOCTH JIEJTIOBOT0 OOIIEHUS U €ro crneuduky B cdepe
00CITy>KUBaHMUSI.

O0mue xkommeTeHUMHu, (GopMuUpyeMble B pe3yJbTaTe OCBOCHHUS Y4COHOU
JUCITUTITUHBL:
OK O0l. BsiOupars cnocoObl pemeHus 3agad  npodecCHuOHATHHON
NeSATETLHOCTH MPUMEHUTEIFHO K PA3IMYHBIM KOHTEKCTAM.
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OK 02. OcymiecTBiasTh IOUCK, aHAIW3 M HHTEPHOpPETAIUI0 HWH(pOpMAIUH,
HE0OXOAMMOM sl BBIMOJIHEHUS 3a/1a4 Mpo(hecCUOHATBHOM NEeATeTbHOCTH.

OK 03. IlnmanupoBaTh U peaan3oBbIBaTh COOCTBEHHOE MPO(ECCHOHATBHOE U
JUYHOCTHOE Pa3BUTHE.

OK 04. PaGoTtaTh B KOJUIEKTHBE U KOMaHE, YPGHEeKTUBHO B3aUMOICHCTBOBATH
C KOJUJIeraMH, pyKOBOACTBOM, KIIMEHTAMH.

OK 05. OcymecTBiasiTh YCTHYIO U MHCbMEHHYI0 KOMMYHHKAIMIO Ha
rocygapctBeHHOM sA3bike Poccuiickoit ®enepanuum ¢ y4eToM OCOOEHHOCTEH
COLIMAJIBHOTO U KYJIbTYPHOTO KOHTEKCTA.

OK 06. [IposBiATH IPAXKIAHCKO-TTATPUOTHYECKY IO MTO3UIIUIO,
JEMOHCTPUPOBAaTh  OCO3HAHHOE  IIOBEJIEHWE Ha  OCHOBE  TPaJMIMOHHBIX
0O0IIIeYeI0BEYECKUX IEHHOCTEH.

OK 09. Hcnonps3zoBaTh HWH(POPMAIIMOHHBIE TEXHOJOTUU B MPO(HECCHOHATHEHON
NESATETLHOCTH.

IIpodeccuonanbHble KOMIeTeHIMH, popMUpyeMbIE B Pe3yIbTaTe OCBOCHUS
JTVCLUIUINHBI:

[MIK.1.1. Co3naBarh ycioBusi uisi KOM(OPTHOrO MPOXKUBAHUA B JOMAIIHEH
cpeze.

[IK.1.2. OOecneunBath COOMIOACHUE TIPABUJI CAHUTAPUU U TUTHEHBI,
AKCILTyaTallMi UMYIIECTBA U 000PYI0BaHUsI COOCTBEHHUKOB M HAHUMATEIEH.

[IK.1.3. OOecnieunBaTh  SKOHOMHBII  pacxoJ pPecypcoB  >KHIULIHO-
KOMMYHaJIbHBIX YCIIYT.

[IK.2.1. OpranuzoBaTb OCMOTpP OOBEKTOB  KWJIMIIIHO-KOMMYHAJIbHOTO
XO035MCTBA JJI1 YCTAHOBJIEHHUS BO3MOXHBIX NPUYMH BO3HUKHOBEHHS J€()EKTOB WU
BBIPA0OTKH MEp MO UX YCTPAHEHUIO.

[1K.2.2. Opranu3oBaTh pabOTy MO YCTPAHEHHIO OOHAPYXEHHBIX AEPEKTOB
O00BEKTOB JKUIUIIIHO-KOMMYHAJIBHOI'O X035 CTBA.

[MK.2.3. OcymecTBiasTh JAOKYMEHTAIIMOHHOE OGOpMIIEHHE PE3YJIbTaTOB
OCMOTPOB COCTOSTHUSI OOBEKTOB >KUIIMIIIHO-KOMMYHAJIBHOIO XO3SICTBA M Macropra
TOTOBHOCTU OOBEKTOB K 3KCIUTyaTallHUH.

[IK.2.4. OpranuzoBaTh pabOTBl 1O TMOJATOTOBKE OOBEKTOB  KHIIMIIHO-
KOMMYHQJIBHOTO XO35IMCTBA K CE30HHOM IKCIITyaTalluH.

[1K.2.5. Opranu3oBarb paOdOTHI AJIs1 BHITOJIHEHHS TEKYIIETO PEMOHTa 00BEKTOB
KUIUIIHO-KOMMYHAJIBHOTO  XO3SIICTBAa COTJIACHO JEHCTBYIOIIMM HOPMAaTHBHBIM
JOKyMEHTaM.

[IK.3.1. OcymecTBisaTh NpUeM 3asiBOK OT JHUCIETYEPCKON CIIyx Obl Ha
YCTPAaHEHUE YIIPABJISIOIEH OpPraHu3allued aBapui.

[1K.3.2. OpranuzoBaTh paOOThl MO YCTPAHEHUIO NPUYMH aBAPUU WU
MPEIOTBPAIICHUIO PACIPOCTPAHEHUS OCIEACTBUN aBapuu.

[1K.3.3. KontponupoBath pabOThl HHKEHEPHOTO O00OpYy/IOBaHHUS OOBEKTOB
KUJTUITHO-KOMMYHAJIBHOTO XO35IMCTBA.

[1K.3.4. KoHTpoaupoBaTh BHIIIOJIHEHUE YIPABISAIONIEH OpraHu3anuen 3asBoK.

[1K.3.5. Opranu3oBbIBaTh IECUCTBHS TUCIETYEPCKUX W aBAPUHHBIX CIIYXKO,
BUJIOB M CPOKOB BBITIOJIHEHHSI aBapUUHO-BOCCTAHOBUTEIBHBIX PA0OT YMPaBISIONICH
OpTraHU3AIMECH.



[1K.4.1. ObecneunBarh MPOBEICHUE PETJIAMEHTHBIX PabOT MO CAHUTAPHOMY
COJIEP)KaHUI0 U MPO(PECCHOHATLHON yOOpKe OOBEKTOB >KHIMIHO-KOMMYHAJIBHOTO
X0351UCTBA, OJIArOYCTPOMCTBY M 03€JICHEHUIO MPUJIETAIOIIEH TEPPUTOPHH.

[1K.4.2. Ob6ecneunBaTh aHTUTEPPOPUCTUUECKYIO O€30MaCHOCTh M 3aLIUTY
YepJlakoB, TMOJBAJIOB W TEXHMYECKUX MOANOJILEB OT HECAHKIMOHUPOBAHHOIO
MPOHUKHOBEHUSI.

[1K.4.3. KoHTpoinpoBaTh KadecTBO pabOT M COOJIIOJICHHE MPAaBUIHLHOTO
MPUMEHEHUSI MaTepHaOB, TEXHOJOTUM W TEPUOIUYHOCTH CE30HHOW YOOpKH
MPUJIETAIOIIEH TEPPUTOPHH.



2. CTPYKTYPA U COAEPKAHUE YYEBHOH JUCHUILIUHBI

2.1. O0bém yueOHOI TUCHUIJINHBI M BUABI Y4eOHOH padoThI

Bua yueOHoii padoThl

O0BéM yacoB

O0bem o0pa3oBaTeIbHOI HATPY3KH 94
CamocrosiTejibHas padoTa 6

YueOHasi HATPY3Ka BO B3aUMO/I€HCTBHH C MPENoaBaTejiemM 88
B TOM YHCIJIE:

TEOPETUIECKOe 00ydeHNe 46
nabopaTopHbIe pabOTHI (€CITH MPEITyCMOTPEHO) -

MIPaKTUYECKHE 3aHATHS (€CIIH MPETyCMOTPEHO) 34
KypcoBasi pabota (IpoekT) (eciau mpeayCMOTPEHO) -

KOHTPOJIbHAsE paboTa -

Koncynpranumn 2

[TpomexyTouHas arTecTanus - K3aMeH 6




2.2. MTHCTPYKIUA
[0 COCTABJIEHNIO padoyell MPOrpaMMbl y4eOHOH JUCHUIIIMHBI/MIPO(ECCHOHATBLHOT0 MOYJIS

Pabouas nmporpamma 1o y4eOHOM AuciuIuinHe/ipodeccuonanbHomMy moayno (aanee — PIT V]I/TIM) — yueOHO-METOUYECKUN JTOKYMEHT,
COCTaBJICHHBIN B COOTBETCTBUH C YU€OHBIM IIJIAHOM, B KOTOPOM OTpa)k€Ha MOCeI0BaTeIbHOCTh U3YyUEHHS U pacipeienenie o0beMa BpeMEeHH 10
pasaenam u temaM. KonmdaectBo wacos no PII YI/TIM BkimtoyaeT 00beM 00pa30BaTeNbHONW MPOTPAMMBI, COCTOSAILINN U3 Yy4eOHOH Harpy3Ku BO
B3aMMOJICHCTBHUH C MIPEToAaBaTeseM U BHEAYIUTOPHONU CaMOCTOSTENIbHOM pabOoThl 00yJaroIerocs.

@®opma PIT YI/IIM sBasiercs epunoit st npenogasareneid [AIIOY CO «TUIIK». PII Y/IIM Boctpebyercs npemnopaBaresieM Mpu
POEKTUPOBAHUU UM 00PA30BATEIBHOM JEATEIILHOCTH U SBISETCS COCTAaBHBIM KOMIIOHEHTOM 00pa30BaTeNlbHOM MpOrpamMMmBl.

ITpu cocrasnenuu PIT YV ]I/IIM HeoOX0IMMO y4eCTh CIEIyIOIIee:

1. Paccmotpenue u obeyxnenue PIT VI/TIM ocymecTBasieTcs: exeroano Ha 3aceaanusx padbouunx rpynn OII coorBercTByromero npodums. PIT
Y JI/TIM yTBep)KIaaeTcs TUPEKTOPOM, YTO OTPAKASTCS HA BTOPOM JIHCTE.

2. B rpade Nel «HaumeHoBaHMe pa3aesioB U TEMY MOCIEIOBATEIBHO ITAHUPYETCs BECh MaTeprai pabodeil mporpaMMel, pacrpeeieHHbIH Mo pa3aenam
Y TEMaM.

3.B rmpade N2 «Copepxanue yueOHOro MmaTepuana, JiabopaTopHble pabOThl M MPAKTUYECKHE 3aHATHS, KypcoBas padora (IIPOEKT)»
TIOCIICIOBATEIIBHO TUIAHUPYETCSI BECh MaTepruall pabodeli porpaMMEbl, PaclipeIelICHHbIN 110 AUAAKTHYCCKUM eTUHUIaM (Borpocam), Ne 1abopaTtopHbIX
paboT U MpakTUYecKuX 3aHsATuil. CienyeT BbIIENATh OCHOBHBIE TEMBI ¢ pa30MBKOM Ha 3aHsaTHs — 1 yac.

4. B rpage 3 «O0bEM 4acoB» CTaBUTCS APOOb, YUCIUTENIb KOTOPOM 03HAYaeT KOJIMYECTBO YacOB, OTBEIACHHBIX Ha 3aHATUE B JaHHBIA JICHb, a
3HaMEHaTelb — KOJIMYECTBO YacoB, MpoIIe/Iiee ¢ Hayana ydyeObnoro roga. Hanpumep, 1/1, 1/2, 1/3, 1/4, 1/5 u 1.4.

5. B rpade Ned4 «YpoBeHb OCBOCHHUS» YKa3bIBACTCSI YPOBEHb OCBOEHHUS TEMBbl B COOTBETCTBHHM C PEKOMEHAAIMSMU: 1 — 03HaKOMHTEIbHBIN
(y3HaBaHUE paHEe U3YYECHHBIX OOBEKTOB, CBOWCTB); 2 — PEMPOAYKTUBHBIN (BBIMOJHEHUE NEATEIHHOCTH MO 00pa3ily, MHCTPYKIUU WU IO
PYKOBOJICTBOM); 3 — IPOAYKTUBHBIH (IJITAHUPOBAHUE M CAMOCTOSTEIIFHOE BBIMIOJTHCHHE JCATSIILHOCTH, PEIICHUE MPOOIEMHBIX 3a/1a4)

6. B rpade 5 «Ne 3aHsTHIT» MOCIENIOBaTENbHO MPOCTABISAIOTCS HOMepa 3aHaTui (1.2.3....), KOTOpbIe TOMKHBI COOTBETCTBOBATH 3AIUCSM,

3a()UKCUPOBAHHBIM B JKypHaJie TEOPETUUECKUX 3aHATHHN 1O cooTBeTcTBYomuUM Y JI/TIM.

7.B rpadbe 6 «Bun 3aHATHS» TMIAHUPYIOTCS BUIBI y4EOHBIX 3aHSITHUN: JIEKIHs, CEMUHAp, JiabopaTopHas paboTa, MpakTHUYECKOe 3aHSITHE,
KOHTpOJIbHAsT paboTa, KOHCYJbTAIlMs, BBHITIOJHEHHUE KypCOBOM palbOThl, KOMOMHUPOBAHHBIM YpPOK, NI€JIOBasi WJIM poOJieBas Urpa, pasdoop
KOHKPETHBIX CUTYAIUi, ICUXOJIOTUYECKUN U WHOM TPEHUHT, KOMITBIOTEPHAsI CUMYJISIIHS, TPYIOBasi JUCKyccus (ycaoBHbe 0003HaueHus - JIP
— nabopaTtopHas padora; [13 — npaktudeckoe 3ausatue; KY - KOMOMHUPOBAHHBIN YPOK).

8. B rpade 7 «BHeaymuTopHas camocTosTelbHas paboTa» YKa3bIBAIOTCS BUABI BHEAYIUTOPHON CaMOCTOATEIbHOW paboThl (mpopaboTka
KOHCIIEKTOB 3aHATHH, CAMOCTOSITeNTbHAS PadoTa ¢ Y4eOHMKOM M HOPMATHBHOW JIUTEPATypO, pelIeHUE 3ajay, BHIMOIHEHHE OTUETHBIX paboT K
MPAKTUYECKUM 3aHATUSAM U JIa0OpaTOPHBIM paboTaM, BBIMIOJIHEHHWE pacdyeTHO-Tpaduueckux pabdoT, HamucaHue pedepaToB, MOATOTOBKA
Mpe3eHTAaIHi, TOATOTOBKA JOKIIAJ0B, MOATOTOBKA COOOIICHUN U JIp.).

9. B rpade Ne8 «KonudecTBo 4acoB» yKa3bIBae€TCsl KOJIMUYECTBO YacOB, OTBEIEHHOE Ha BHEAYAUTOPHYIO CAMOCTOSTENILHYIO padoTy.



2.3. TemaTu4eckuii IJIaH U coJep:KaHue Y4eOHOM TN CIUININHBI

HaunmeHoBaHue Copaepxxanue yueOHOro MmaTepuaJa, O0bem | YpoBenb Ne Bun BueayauTopHasn
pa3/iesioB U TeM JIabopaTopHble PadoThl H PAKTHYECKHUE YacoB | OCBOCHHS | 3aHATHUSA 3aHATHA CaMOCTOsITeIbHasi padoTa
3aHATHS, KypcoBasi padoTa (IpoeKT) 3aganue Kou-
BO
4acos
1 2 3 4 5 6 7 8
Pa3nea 1. CounanbHbie 8 1
NPeANOChIIKH
BO3HMKHOBEHMS 1
pa3BUTHS CEPBUCHOM
AeSITeJIbHOCTH.
Tema 1.1 Coaep:xanue yueOHOT0 MaTepHaJia 4
Bo3HukHOBEeHHE Bo3HukHOBeHHe moTpeOHOCTel B ycnyrax Ha | 1/1 1 1 Jlexuus-
CEpBHUCHOMN IPOTSKEHUH UCTOPUU PAa3BUTHSI YEIOBEUECTBA. Oecena
aestenpHOCTH. PasButne | CounanbHbie peANOChIIKHU BO3HUKHOBCHHSA 1/2 1 2 Jlexuus-
cepBHcCa B CEpBUCHON JICATEIILHOCTH W PAa3BUTUSA CQepsl Oecena
AOPCBOJIIOLIMOHHBIN YCIIYT.
Poccun. 1/3 1 3 Jextms-
BozHukHOBEHME U pa3BuTHe cepBuca B Poccun.
IIPE3EHTALNS
CocrosHue cdepbl yciayr B JOPEBOJIIOIMOHHOM 1/4 1 4 Jlexuus-
Poccun. MpEe3EHTalNs
Tema 1.2 Conep:xanue yueOHOTro MaTepHaJia 4
OcHoBHBIE 3TaIbI Crpykrypa u passurue ycayr B CCCP B 1918- 1/5 1 5 Jlexuus- ITonroroska 1
pa3BUTHS CEPBUCHOM 1940 rr. beiToBOE oOOCTy)XMBaHUE HACEICHHUS U Mpe3eHTalus pedepara Ha
nestenbHocTH B Poccuu B | mepuosa Benukoit OTedecTBEHHOM BOWHBI. temy: «Mcropus
XX u Xl Bekax. pa3BUTHUA
CEpBHUCA»
CocrosiHue OpITOBOrO OOCTyx)HMBaHUs B Poccuu B 1/6 1 6 Jlexus-
MOCJIEBOCHHBIX YCIOBUSAX COIMANIN3MA. IIpe3eHTalNs
[leprox mepectpoiiku u ero BimsHHE Ha chepy | 1/7 1 7 Jlexuus
cepBuca. BO3HNKHOBEHHE PBIHKA YCIIYT.
CoBpeMEHHOE COCTOSIHUE U TEHACHIUU Pa3BUTHS 1/8 1 8 Jlexmusg
CEpPBHCHOM AESATEIbHOCTH.
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Pazgen 2. ¥Ycayra kak

20

cneuupuyecKu
NPOAYKT.
Coaep:xaHue yueOHOIro MaTepuaJia 8
Tema 2. CymHOCTB Ycnyra kak cnenuduuecKkuii MpoAYKT PhIHKA. 1/9 1 9 KY
YCIyTH KaK OCHOBHBIE pa3JInYMs TOBAapa U yCIYTH. 1/10 1 10 KY
crenu(puIecKoro N3ydyenue moTpeOHOCTEW dYenoBeka Kak ocHosa | 1/11 1 11 Jlexuus- [TpopaboTka
HpOAYyKTa. (dbopMHpOBaHUS CEPBUCHOM EATEILHOCTH. Oecena KOHCIICKTa
3aHSTUS
[TorpebHOCTH  yenmoBeka W mpuHOMNel  ux | 1/12 1 12 Jlexus-
YIOBJIETBOPEHUSI B JEATEILHOCTH OpraHU3aIuil Oecena
cepBuca.
AHanu3 pa3iMYHBIX B3MIAOB M KOHuemuuit Ha | 1/13 2 13 I13
NOTPEOHOCTH 4YeJlOBEKa U pOJU  CepBUCAa B
YJIOBJIETBOPEHHUH ATHUX MOTPEOHOCTEH.
AHalM3 pa3IMYHbIX B3MVIAA0B W KOHUemwii Ha | 1/14 2 14 113
nOoTpeOHOCTH 4YeJOBEKa M pOJM CepBHUCAa B
YIOBJIETBOPEHUH 3TUX MOTPEOHOCTEH.
CpaBHHTEIBHBIH aHanu3  pasHbix  twnosB | 1/15 2 15 I13
KBaJTM(HUKAUN YCIYT U CEpBUCHOM JIEATEIBHOCTH,
BBISIBIICHHE WX TPEUMYIIECTB U OTPaHUYCHUH.
CpaBHUTENBHBIN aHaJIn3 pa3HbIX turnoB | 1/16 2 16 I13
KBATH(UKAIMKN YCIYT U CEPBUCHOMN NIESITEIBHOCTH,
BBISIBJICHHE UX IPEUMYIIECTB U OrpaHUUYEHHH.
Tema 2.2 Conep:xanue yueOHOro MaTepuaJia 12
Kommnnekc mapketnHra B | OcoOCHHOCTH peanu3alny KoMIuiekca Mapketunra | 1/17 1 17 KY
cdepe cepuca u B chepe cepBuca.
0COOEHHOCTH €r0 Oco0eHHOCTH yCIyT B KOHIENIINH MapKETHHTA. 1/18 1 18 KY
peam3anuu. JKU3HEHHBIN LUK YCIYTH U €r0 OCHOBHBIE 3Tallbl. 1/19 1 19 Jlexus-
Oecenma
JKv3HEHHBII IUKII YCIIYTH U €70 OCHOBHBIE ATAIllbI. 1/20 1 20 Jlexuus-
Oecenma
MapKeTHHTOBble KOMMYHHKAIIUU B chepe yCIyT. 1/21 1 21 Jlexuns-
Oecenma
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IIponBr>xeHue yciyr. 1/22 22 Jlexuus-
Oecena
Pa3paboTka MeponpusTHii 10 TpoaBMKeHH0 | 1/23 23 113
YCIIYT.
Pa3paboTka MeponpusTHii 10 OpoJaBMXeHHto | 1/24 24 113
YCIIYT.
Pa3paboTka MeponpusTHii 10 npoaBMKeHH0 | 1/25 25 113
YCIIYT.
Pa3paboTka MeponpusTHii 10 TpoaBMKeHHIO | 1/26 26 113
YCIIYT.
Pa3paboTka MeponpusaTHii 10 TpoaBMKeHHIO | 1/27 27 113
YCIIYT.
Pa3zpabotka Mepompusituii 1o mpojaBmwxkenuro | 1/28 28 I13
YCIYT.
Pa3nen 3. Opranusanus 32
CepBUCHOM
AeATeTbHOCTH.
Coaep:xanue yue0HOro MaTepHaJia 6
Tema 3.1 [TonsiTHE M cotep kaHUe CEPBUCHBIX TEXHOIOTHA. 1/29 29 Jlexums-
Opranuzanus Oecena
00CITy)KUBaHHS CrocoOsI ¥ (hOPMBI OKa3aHHUS YCIIYT. 1/30 30 Jlextust-
noTpeduTeneit yciyr. Oecena
[IporpeccuBnbie (hOPMBI OOCITYKUBAHUS. 1/31 31 Jlexuus-
Mpe3eHTalNs
[ToHsiTHEe HOBBIX BHIOB YCIYT Ui pbiHKa ¥ st | 1/32 32 Jlexuus-
JTAHHOTO PETHOHA. IPe3CHTAIHS
Heo0x0auMOoCTh MPOJBIKCHUS HA PHIHOK HOBBIX | 1/33 33 KY
BUJIOB YCIIYT.
HeoOxoauMocTs NpoJIBMKEHHS Ha PHIHOK HOBBHIX | 1/34 34 KY
BUJIOB YCIIYT.
Tema 3.2 Coaep:xanue yueOHOro MaTepHaJia 12
[TonsiTHE «KOHTaKTHOM [TonsiThe  KOHTaKTHOW  30HBI  Kak  cdepwr | 1/35 35 Jlexuus- CamocTosTenbHas
30HBI» CEPBHUCHBIX peanu3anuy CEpBUCHOMN JIeATEeIHbHOCTH. pe3eHTaINs pabora ¢

MIPEANPUATHI.

Y4EOHHKOM TIO
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IIcnxomorudueckas,
OTHYECKAs KYJIbTYypa
cepBuca

TeMme!
«KoHTakTHas
30Ha» Kak cdepa
peanu3auu
CEpPBUCHOI
JeSITETTbHOCTH

OcCOOEHHOCTH OpraHU3alMi KOHTAKTHOW 30HBI Ha | 1/36 36 Jleknus-

CEPBUCHBIX MPEIIPUATHUSIX. pe3eHTAIHS

CepBuc kak ¢opma B3aumojelcTBus wmexay | 1/37 37 KY

cyOBeKTaMu.

KynbTypa cepBuca u ee cocTaBisIoNIHe. 1/38 38 KY

[cuxonornyeckue 0COOEHHOCTH nenosoro | 1/39 39 Jlexmms-

obmenus wu ero cnenupuka B chepe JUCKYCCHSI

00CITy)KMBaHUSI.

[lonsatue 00 oTHyeckod KymbType cepsuca: | 1/40 40 Jlexuus-

npodecCHOHANIbHAsT  ATUKA, MPO(ecCHOHAIBHOE JTUCKYCCHUS

MoBe/leHNEe, KylbTypa oOmeHus paOOTHHKA

OPEINPUSATHS CEpBHCA C TOTPEOUTEISIMH YCIYT,

JTHUKA B3aMMOOTHOIICHUN B TPYAOBOM

KOJIJICKTHBE.

MogenupoBanne KOH(IMKTHBIX cuTyauuii B | 1/41 41 I13

TPYZOBOM KOJUIEKTHBE M CHOCOOBI UX pa3perieHus

B Tiporiecce nMpodhecCHOHATBHOM JesITETbHOCTH.

MopnenupoBanue KOH(IMKTHBIX —cuTyaruid B | 1/42 42 I13

TPY/ZOBOM KOJUIEKTHBE M CIIOCOOBI MX pa3perieHus

B poliecce NpodhecCHOHAIbHON JesITeIbHOCTH.

MojienupoBaHie W aHalW3 CUTyauuid ¢ mosuimit | 1/43 43 113

HOPM U TIpaBHJI NPO(EeCCHOHAIBHOTO MOBEACHUS U

ITHKETA.

MogenupoBaHue M aHaNIW3 CUTyaluid ¢ mo3uuuil | 1/44 44 I13

HOPM U TIPaBWJI MPO(EeCCHOHATBHOTO TTOBEICHUS H

ATHUKETA.

MogenupoBanre W aHaIW3 CHUTyaluil ¢ mosurmii | 1/45 45 113

HOPM U IIpaBUJI HpO(I)eCCI/IOHaJIBHOFO INOBCACHUA U
OTHUKCETA.
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MogenupoBanre ¥ aHaIW3 CHUTyaluii ¢ mosummii | 1/46 46 113
HOPM U TIPaBHJI NPO(ECCHOHANTBHOTO OBEICHUS U
ITHKETA.
Coaep:xanue yueOHOT0 MaTepHaJia 14
HopMaTuBHBIE JOKYMEHTHI 10 0OcCiyxuBauuto | 1/47 47 Jlexuus- [TpopaboTka
HaceneHus. 3akoH P® «O 3ammure 1pas JUCKyCCUs KOHCIIEKTa
noTpeouTeneii. 3aHATHUS
[MpaBuia ObITOBOrO OOCHYXKMBaHHMs HaceiacHus B | 1/48 48 Jlexuus-
Poccuiickoit deneparumu. JIUCKYCCHS
[IpaBuna npenocTaBiaeHUss KOMMYHAJIbHBIX YCIIYT. 1/49 49 Jlexuus-
Oecena
[lpaBoBoe  perymupoBanue  ortHomienudd B | 1/50 50 Jlexnus-
CEPBUCHOM JICATEILHOCTH. Oecena
[lpaBa W 00sA3aHHOCTH Yy4YaCTHUKOB cepBUCHOM | 1/51 51 Jlexuus-
Tema 3.3 JIESITEJIbHOCTH. Oecena
HopmaruHbie [lpaBa M 00sA3aHHOCTH Y4YaCTHUKOB cepBHCHO# | 1/52 52 Jlexuus-
JIOKYMEHTBI 110 JIESITEJIbHOCTH. Oecena
00CITyKUBAHUIO Henopasi urpa «KoHopumukTHele cuTyanuu Mexay | 1/53 53 I13
HaCEJICHUS U WCTIOJTHUTEIISIMU B TOTPEOUTEINISIMU YCITYT.
pEryJIinpoBaHue HenoBasi urpa «KoHbuukTHbIe cuTyarun Mexay | 1/54 54 I13
OTHOLICHHUH B CEPBUCHOM | UCTIOJTHUTEIISIMU U IIOTPEOUTEIISIMHA YCITYTY.
ACATCIIBHOCTH. HenoBasi urpa «KoudpmukTHele cuTyanuu Mexay | 1/55 55 I13
WCTIOJTHUTEIISIMU ¥ TOTPEOUTEIISIMU YCITYT.
HenoBasi urpa «KoHopmukTHele cuTyanuu Mexay | 1/56 56 I13
WCTIOJTHUTEIISIMU ¥ TTOTPEOUTEIISIMU YCITYT.
HenoBas wurpa «Ilpuem 3asBok aBapwuiiHo- | 1/57 S7 113
JUCTIIETUYEPCKON CITYKOBD».
HenoBas wurpa «[lpuem 3asBok aBapwuiiHo- | 1/58 58 I13
JIMCTIETYEPCKON CITY>KOBIY.
HenoBas wrpa «llpuem 3asBok aBapwuiiHo- | 1/59 59 I13
JIMCTIETYEPCKON CITY>KOBD».
HenoBas wurpa «llpuem 3asBok aBapwuiiHo- | 1/60 60 I13
JIMCTIETYEPCKON CITY>KOBIY.
Pa3znen 4 KauecTBo 20
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yeayr

Coaep:xanue yueOHOT0 MaTepHaJia 8

KauecTBO 1 ypoBeHb cepBHca: MOHATUS KauecTBa u | 1/61 61 Jlexuus-

YPOBHSI 00CITY)KMBaHUs M KAUECTBA YCIYTH. Oecenna

Cocrasisitonye KauecTBa yCIyr U 00CIyKUBaHUS. 1/62 62 Jlexuus-

Oecena

Tema 4.1 [Toka3aTenu KadecTBa YCIIyr, KauyectBa ¥ ypoBHs | 1/63 63 Jlexuus- [TpopaboTka
[Toxazarenu kauecTBa u 00cCIyXKMBaHUS HACETICHUS. JUCKyCCUs KOHCIIEKTa
YPOBHSI 00CTYKHBAaHUS 3aHSTUS
HaCeJICHUSL. 3HaueHMe U CIOCOOBI BBISICHEHUS Oxumanuil | 1/64 64 Jlexus-

noTpeduTeneil OT KayecTBa yCIyr. JIUCKYCCHSI

OmnpeneneHre KPUTEPUEB KayecTBa OKasbiBaeMbIX | 1/65 65 113

YCIIYT.

OmnpeneneHre KPUTEPUEB KayecTBa OKa3biBaecMbIX | 1/66 66 113

YCIIYT.

OmnpeneneHre KPUTEPUEB KayecTBa OKasbiBaeMbIX | 1/67 67 113

YCIIYT.

OmnpeneneHre KPUTEPUEB KayecTBa OKa3biBaeMbIX | 1/68 68 113

YCIIYT.
Tema 4.2 Copepxanue yueOHOIro MaTepuaJa 12
[TyTH IOBBILIEHHS [lonsitve, 3HaueHWe U CrmocoObl  KoHTposs | 1/69 69 Jlexrusi- [TpopaboTka
KayecTBa yCIyT U KauyecTBa YCIYT U 00CTy>KUBaHUS. Oecena KOHCIIEKTa
o0CTyKUBaHUS 3aHSITHS
HaCeIICHUS [lyru  noBbimeHuss  kadectBa  yenyr  wu | 1/70 70 Jlexnus-

00CITyKUBaHUSI. Oecena

CraHgapTel  OOCHyXMBaHHMsS Kak BHyTpeHHss | 1/71 71 Jlexuus-

dbopMa KOHTPOJISI Ka4eCcTBa YCIYT U 00CITy>KUBaHUS JTUCKYCCHSI

Ha TPENPUITHSX CEPBHUCA.

CraHgapTel  OOCHyXMBaHHMs Kak BHYTpeHHss | 1/72 72 Jlexuus-

dbopma KOHTPOJISI Ka4eCcTBa YCIAYT U OOCITYKUBaHUS JTUCKYCCHS

Ha MPENPUITUIX CEpBHUCA.

Kpurepun  kauectBa paborel W cmocoOwr | 1/73 73 Jlexnus-

MOTHBAIMH PAOOTHIUKOB CEPBUCHBIX MPEIMPUITUH. Oecena

Kourpons  ymoBieTBopeHHOCTH morpebutencii | 1/74 74 Jlekuus-
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YCIIYT. Oecena

Paspabotka  MeponpusTHii 1o  ymyumieHuro | 1/75 2 75 I13
Ka4yecTBa OOCIYXHMBaHUs MOTpeOHUTENEH yCcayr Ha
KOHKPETHOM IpUMepe.

PaspaboTka  Meponpustuii mo  yaydmenuto | 1/76 2 76 113
KauecTBa OOCIY)KMBAaHHS MOTPEOUTENICH yCIyr Ha
KOHKPETHOM TpUMeEpe.

Pa3zpabotka  mepomnpusTHii 10 ymywiieHuroo | 1/77 2 77 I13
KayecTBa OOCIyKUBaHMs MOTpeOUTeNel YCIyr Ha
KOHKPETHOM ITpHMeEpE.

PaspaboTka  Meponpusituii 1o yaydmenuto | 1/78 2 78 113
KadyecTBa OOCITy)KUBaHHsI MOTpeOUTENeH yCIyr Ha
KOHKPETHOM TIpUMeEpe.

Paspabotka  MeponpusTHi 1o  ymyumieHuo | 1/79 2 79 I13
KavyecTBa 0OCIYXHMBaHHUs MOTpeOHUTENeH yCayr Ha
KOHKPETHOM TpUMepe.

Paspabotka  MeponpustHii 1o  yiyumenuro | 1/80 2 80 I13
KavyecTBa OOCIyXHMBaHHUs MOTpeOHUTENeH yCayr Ha
KOHKPETHOM TpUMepe.

Koncynbranuu 2 Jaca
[TpomexyTouHas aTTecTanus - SK3aMeH 6
4acoB
O01béMm oOpa3oBaTebHON HATPY3KH — 94 yaca y4e0HOil HArpy3KH BO B3aHMOJEiicTBHE ¢ npenogaBarejem — 88 yacoB
CaMOCTOAITEIbHOI padoThl — 6 YacoB NPAaKTHYECKUX 3aHATHI — 34 yaca
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3. YCJIOBUS PEAJIN3AIIUU PABOYEM ITPOT'PAMMBI
YYEBHOU JUCHHUIIJIMHbI

3.1. TpeGoBaHusI K MUHUMAJILHOMY MaTepUAJIbHO-TEXHHYECKOMY O0ecneyeHHn 0
Peanuzamus paboueit mporpamMmsbl yueOHON JUCIUIUIMHBI TpeOyeT HaTuuus yueOHOTo
kabuHeTa «CepBUCHAS AEATEIbHOCTDY.

O0OopynoBanmne y4eOHOro KaOuHera:

- IOCA/I0YHBIE MECTAa MO KOJUYECTBY 00YUaIOUTNXCS;

- pabodee MecTo MpenoaBaTelis;

- paboyast mporpamMma.

TexHuveckue cpeacTBa 00y4YeHust:

- mocka untepaktuBHas ACTIVboard 64, mpoektop Tosiba XD 2000 (a1 paboTs ¢
WHTEPAKTUBHON JIOCKOW), KOMIUIEKT MOHTQKHOTO OOOpYyIOBaHUS (KpeIUICHHE IS
npoekTopa u kabenb VGA 15M), KoMIbloTep JUIsl MPEroaBaTes.

3.2. UndopMaunoHHoe o0ecnevyeHue 00yueHust

Ilepeuensb pekoMeHayeMbIX Y4eOHBIX U3IaHUI:

1) ABanecoBa I'.A CepBucHas aesTeabHOCTh: VcTopuueckas M COBpEeMEHHas
IIpaKTUKa, NPEeANpPUHUMATEIBCTBO, MEHEDKMEHT: YueOHoe mnocolOue.- M.: Acmekr
IIpecc, 2016.

2) 3akon Poccuiickoit @eneparuu ot 9 suBapsa 1996 r. Ne 2-®3 «O 3amure
paB MOTPEOUTENECI.

3) KazakeBuu T. A. CepBucHas nedarenbHOCTh: yueoHoe nocooue misa CIIO / T.
A. KazakeBwuu. - 2-¢ u3g., goi. - M.: U3gatensctBo FOpaiit, 2018. - 188 c.

4) Kopob6kosa C.H., KpaBuenko B.I., Opnos C.B., [TaBnosa WN.II. CepBucHas
NeATeNIbHOCTR: yueOHoe rmocoowue. CIIO0.: [Tutep, 2015.

5) Kymub6anoBa B.B. CepBucHas AedTeIbHOCTh. MAapKETUHT: YYEOHHK WU
npaktukym 1151 CI1O / B. B. Kynub6anoa. — M.: U3narenscto FOpaiit, 2018. - 259
C.

6) Mapkosa B./[. Mapketunr yciyr.- M.: ®uHaHCH U cTatuctuka, 2016.

7) IlpaBuna ObITOBOro 0oOcCiyXHBaHUs HaceiaeHus B Poccuiickoit denepanun.
/Y1B. IloctanoBnenuem IlpaBurennbctBa Poccuiickoit denepaunu ot 15.08.97 Ne
1025.

8) denunoB B.I'. Kynbrypa cepBuca: YueOHO-TIpakTHyeckoe mocooue.- M.:
[TPHUOP, 2016.

HNuTepHer-pecypcesbl:
9) https://biblio-online.ru/ — 9BC KOpaiit
10)  Kazakesuu, T. A. CepBucHas aesTeabHOCTh: yueOHoe nocodue mist CI1O
/T.A. Kazakeuu. - 2-¢ m3xa., mon. — M.: U3garenscTtBo IOpaiit, 2018. - 188 c. -
(Cepus: IlpodeccnonanpHoe obpazoanue). — ISBN 978-5-534-07804-6. - Pexum
noctymna: Www.biblio-online.ru/book/79981BF1-7F38-4187-9C2E-FAE62FB5B14D.
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4. KOHTPOJIb U OLIEHKA PE3YJIbTATOB OCBOEHMS
YYEBHOM JUCHUATIIMHBI
KOHTpOJIB N OHOCHKA PC3YyJIbTATOB OCBOCHHA AIUCHUIIIMHBI OCYHICCTBIISACTCA
npenogaBarcjicM B IIPOLHCCCC BbIITOJIHCHUA 06y‘{aIOIHI/IMI/ICH HWHAWBUAYAJIbHBIX
3aﬂaHHﬁ, ITPOCKTOB, I/ICCJ'IGILOBaHI/Iﬁ, YCTHOT'O U TIMICBbMCHHOI'O OIIPOCa, TCCTUPOBAHMUA.

Pe3ysabTarsl 00yyeHus @®opMbI U METOAbI KOHTPOJISI U OLlEHKH
(0CBOEHHBbIE YMEHMHsI, YCBOCHHbIE 3HAHMS) pe3yJabTaToB 00y4eHHsI
YMmerb:
— co0moaaTh B poheCCHOHATBHOM Habmonenue u OLICHKa  BBINOJIHEHUS
JeSITEIbHOCTH MpaBuiia 00CTyKUBaHUS IIPAKTUYECKUX 3aaHUM.
KJIUEHTOB;

- OIIPEAETSTh KPUTEPHH KaueCTBa
yCIIYT B Ipo(heCCHOHANBHON A TEIbHOCTH;
- UCIIOJIb30BaTh Pa3IMyYHbIC CPEICTBA
JIEJIOBOTO OOIICHUS,

- YIPaBIATh KOHQIUKTAMH U
cTpeccamH B Iporiecce mpophecCHOoHaTBHON
NeSITeTbHOCTH;

BBINIOJHATH TPEOOBAHHS ITUKH B
1po(hecCHOHATILHON e TENbHOCTH.

3HaTh:

- COIAJIbHbBIC npeanochliky | PpOHTANBHBIM  YCTHBIA  ONPOC,  TEKYLLUH
BO3HUKHOBEHHS U Pa3BUTHsS CEPBUCHOW | KOHTPOJIb, MHIMBUYaIbHBIC 3aJaHUS.
JIeSATEIbHOCTH;

- NOTPeOHOCTH YeJIOBEKa U MPUHIIMIIBI
UX  YHOBJIETBOPEHUS B  JACATEIbHOCTU
OpraHu3aIil CEpBHCA;

- BH/Ibl CEPBUCHOM JESTEIBHOCTH;

- CYILIHOCTb yCIIyru KaK
creun(uyeckoro NpoyKTa;

— MOHSATHE "KOHTAKTHOH 30HBI", Kak
chepnl peanu3anuu CEPBUCHOM
JESTEIILHOCTH;

- OpraHU3aLMI0 o0CITyKBaHUS
notpeduTeneit ycuyr;

- npaBwia OOCITY)XKMBaHHsI HacCEJICHHUS;
crocoObl U (OpPMBI OKa3aHUS yCIyT; HOPMBI
U MpaBujia NPOPECCHOHATBHOIO MOBEICHHS

U DTHKETA,

- ITUKY B3aMMOOTHOIICHHIA B
TPYJOBOM  KOJUIGKTHBE, B OOINEHUU C
MOTPEOUTETSIMU;

— KPUTEPUU U COCTABIIAIOIINE KauecTBa
YCIIyT;

- KYJIBTYPY o0CTyKUBaHUS
oTpeOuTeNeit;

MICUXOJIOTHYECKUE OCOOCHHOCTH JIEJIOBOTO
obmenuss u ero crneuuduky B chepe
00CTyKUBaHUS
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