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ABTOp:

noreHT kadenpet CKC u I'/l, kana. ncuxoin. Hayk C.B. EBenkas

MeTtonudeckue peKOMEHAAINKU COCTABIEHBI ¢ yU4ETOM TpeOoBaHU (enepalbHOTO
rOCyIapCTBEHHOTO 00pa30BaTEILHOTO CTAHIAPTA BBICIIETO 00pa30BaHUs TIOJTOTOBKU
OakanaBpoB. B momoInp cTyeHTaM npejiararoTcsi BOIPOCH K AK3aMEHY, TEMbI TIOKJIAI0B JIJIs
YCTHOTO OIpOca, MPAaKTHYECKUE 3aJJaHUs, METOANYECKUE PEKOMEHAAIINH K TPAKTUYECKUM
3aHATHUSAM, OCHOBHAS M JIOMIOJIHUTENIbHAS IUTEpaTypa.
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BBenenue
Lenpto ocBoeHMS TUCIUTIINHBI «CepBHUCHAs ACATEIHHOCTDY SBISIETCS CHOPMHPOBAHHE
y CTYICHTOB CUCTEMBbI Hay4HbIX 3HAHUHN O COACPIKAHUU, CTPYKTYPE CEPBUCHOM JIEATEIBbHOCTH, O
TpeOOBaHUAX, KOTOPBIC OHU MPEIBSABIAIOT K paOOTHHUKAM CEphI yCIyT

3amayn JUCUMIINHEL:
- (opMHUPOBAHHE TCOPETUYCCKHX 3HAHUH O COJCPKAHHHM U CHEHU(PUKE CEPBUCHOU
JeSATeNbHOCTH, TPAKTHYECKON HAPAaBICHHOCTH CEPBUCHOM JICATEITHHOCTH.
- (opMHpOBaHHE NPAKTHYCCKHX HABBIKOB CAMOCTOSATEIBHO OPHUEHTHPOBATHCS B
MHOT000Pa3uu CEPBUCHBIX YCIYT, YIUTHIBATh UX CHEIUPUKY ITPEIOCTABICHUS TOTPEOUTEITIO;
- (opmMupoBaHHE YMEHUI HUCIIOJH30BaTh MOJyUYECHHBIC TPAKTHUYCCKUE 3HAHUS C IEJIbIO
COBEPIICHCTBOBAHUS CEPBUCHOM JCSITEILHOCTH U OKa3aHUS YCIyT



MeTtoauyeckue peKOMeH/IalMH 110 MOAT0TOBKeE JOKJIaa K YCTHOMY OIIPoCy

Hoknan sBisercss GopMoON caMOCTOSTENbHON pabOThl CTYIEHTa, JOKIAJ JOJKEH ObITh
BBIIIOJIHEH B I1€YaTHOM BMJI€ U NPECTABIEH HA MPAKTUYECKOM 3aHATUU B COOTBETCTBUH C
3asBJICHHON TeMoM. Jloknajg roToBUTCS MO CHOPMUPOBAHHOMY IPENOAABATENIEM IEPEUHIO
TEM JUIsI YCTHOTO ONpOCa B PAaMKax CAMOCTOSITENHOTO W3yYeHHs TUCHMILIMHBL Pabora
JIOJKHA OBITh HalKcaHa MOHATHBIM SI3bIKOM M TEXHUYECKH MTPABUIIBHO O(hopMIIeHa.

Obwue mpebosanus kK 0ghopmaeHUuI OOKIA0A:
e Oymara ¢popmara A4;
TEeKCT Habupaetcs B pegakrope Word;
mpudt Tekcra — Times New Roman, pasmep 14;
pasmep mosei: cieBa — 3 M, cupasa — 1,5 ¢M, CHU3Y U CBepXY — 110 2 CM;
MEXIyCTPOYHBIA UHTEPBAJ — IIOJYyTOPHBIH;
OTCTYII NIepPBOM cTpoku ab3ana — 1,25 cm;
HyMepalus CTpaHUL| CKBO3Has. TUTYJIbHBIN JIUCT sSIBJIIETCS NEPBON CTpaHuLel (HoMep He
ctaBuTcs). Homepa nocnenyromumx cTpaHull IPOCTABIISAIOTCS B HUKHEM [IPaBOM YIJIY;

®  KaX/bli pa3ien peKOMeHAyeTCs HauuHaTh C HOBOM CTpaHUIIbI.

[IpuBoaMMBIE B TEKCTE€ ILMTAThl JOJDKHBI OBbITh TOYHBIMM M HMMETh CCBUIKY Ha
IIEPBOUCTOYHUK (CM. HMXKE TPEOOBAaHUS K LIUTUPOBAHUIO).

IIpy  HeylnOBIETBOPUTEIBHOM  BBINOJIHEHUM  JOKIaga (TemMa HE  PacKphbITa,
OOHapy>KUBAETCs CYIIECTBEHHOE HETIOHMMaHUE MpOOJIeMbI), OH BO3BPAIIACTCS CTYICHTY Ha
J0pabOTKY C y4ETOM 3aMeUYaHHui IpernoiaBaTes.

[Ipu moaroroBke mpoknaga (GOpMUPYIOTCS HaBBIKM pabOTBl ¢ JUTEpaTypoH, eé
LIUTUPOBAHUSA U MPABUIBHOIO OQopmieHHs paboThl. Takue HaBBIKM HEOOXOAMMBI M IIPH
MIOJITOTOBKE KYpPCOBOI pabOThI, BHITYCKHON KBAJIM(UKAIIMOHHON pabOTHI.

Obwue mpebosanus K yumuposanuo

TekcT UTaThl 3aKIIF0YaeTCs B KaBBIYKU U TPUBOJHUTCS B TOM rpaMMaTU4ecKoil popme, B
KaKoW OH JIJaH B MICTOYHHKE, C COXPAaHEHHEM 0COOEHHOCTEN aBTOPCKOI0 HAalTMCaHMSL.

[Ipu tuTHUpOBaHMM Kakaas LUTaTa JOJKHA COIMPOBOXKIATHCA CCHUIKOM Ha HMCTOYHHK.
CchulkM Ha TUTEpaTypy B TEKCTE pabOTHI MPUBOJATCS B KBaAPATHBIX cKOOKax - [23, c. 95]. Ilpu
OJTHOBPEMEHHOI CCHUIKE Ha HECKOJBKO JIMTEPATYPHBIX UCTOUYHUKOB OHH MEPEUUCISIOTCS Yepes3
TOYKY C 3amlsTod, C COXpaHEHHEeM MOpsjaKa CJeJOBaHHs B OOIIEM NEepeyHe JUTEpaTypshl,
nanpumep [6; 10; 12].

IIpumepyl 6ubnuoepaguuecko2o onucanus 1umepamypol

Ecnu xHura umeet odnozo asmopa:

Scuunkas, B. P. CounanbHoe BOCIIUTaHUE B KJIacce : TEOPUS U METOJUKA | yuel. mocooue
/ B. P. flcannkas ; nox pen. A. B. Mynpuxka. — M. : Akagemusi, 2004. — 352 c.

Ecnu xHura mMmeer IByX aBTOPOB, TO B Hayalle OMHUCAHUS YKa3bIBAC€TCS TMEPBBIA aBTOD,
MOCIIe 3arfiaBUsl YKa3bIBAIOTCS CBEJICHUS M O TIEPBOM, U O BTOPOM aBTOpax:

Hepkau, A. A. Axmeornorus : yue6. mocooue / A.A. Jlepkau, B. I'. 3a3sikun. — CIIO. :
ITutep, 2003. — 256 c.

Ecnmu xHura mmeer TpEx aBTOPOB, TO B HAYAIO OMUCAHHS BBIHOCUTCS TEPBBIA aBTOP,
ocTaJbHBIC aBTOPBI, BMECTE C MEPBBIM, IEPEUUCIISIOTCS MTOCIIE 3arIaBysl:

Kynunpeina, B.H. Mexmuunoctnoe o6menue: yueOnnk [/ B.H.Kynunemma, H.B.
Kazapunosa, B.M. Iloromnpmra. — CII6.: ITutep, 2001. — 544 c.

Ecnn xHUra numeer uemuipe u Oonee agmopos, TO MOCIE 3arjiaBUsl yKa3bIBalOTCS TOJBKO
MIEepBBIN aBTOP, Jajiee CIAEAYIOT CIOBa «H Jp.», 3aKII0YEHHbIE B KBaJpaTHbIE CKOOKU:

[Tenaroruka : yue6. mocooue / B. A. Cnacténun [u np.]. — 3-¢ u3a. — M. : llIkona-TIpecc,
2000. - 512 c.

Ecnu xHura sSIBISETCS YaCThl0 MHOTOTOMHOTO M3IAHMsI, TO YKA3bIBACTCS KOJIHMYECTBO
TOMOB (WJIM KHHT), U CCBIJIKA JIeJIaeTCs Ha TOT TOM, KOTOPBIM UCIOIB30BaH B padbore. Hanpumep:

Hemos, P. C. Ilcuxonorus : B 3 ka. Ku. 3 ! I[Icuxonuarnoctuka. Beenenvne B HayqHOE




IICUXOJIOTUYECKOE UCCIIENOBAHMUE C dIeMeHTaMu Martemarudeckoil craructuku / P. C. Hemos. —
4-e uzn. — M. : BJIAJIOC, 2001. — 640 c.

ITpymep onucaHus IIaBbl U3 KHUTH

Xbemn, JI. MccnenoBanue u orieHka B ricuxosioruu guanocty / JI. Xwemn, 1. 3urnep //
Teopus muunoctu / JI. Xwenn, 1. 3urnep ; nep. C. Menenesckas, J[. Buktoposa. — CII6. : ITutep,
2001. —I'n. 2. — C. 56-104.

B cnyuae memamuueckoco cOopnuka mpyodog ONUCaHUE HCTOYHUKA HAYMHAETCS C
3ariaBusl, Aajiee MOCe KOCOM YepThl yKa3bIBaeTCs PEJAKTOP (MM PENAKTOPHI), Aajiee ONUCaHHE
CBeJleHUH 00 n3aHNH, BBIXOAHbIE JJaHHbIE KaK B IpeAbIAyIIUX ciaydasx. Hanpumep:

[Icuxomornueckass Hayka B Poccun XX croserus: nmpoOiieMbl TEOPUH M UCTOPUU / TIO]
pen. A.B. bpymuackoro. — M.: MU3gatenbcetBo «MHCTUTYT icuxonorun PAHy, 1997. — 320 c.

Eciu 3aenasue knueu cocmoum u3 HECKOIbKUX NPeONodcenuti, MEXIY KOTOPbIMU B
UCTOYHHUKE MH(OPMALMM OTCYTCTBYIOT 3HAKU IPENUHAHMS, TO B ONUCAHUU 3TH HPEIJIOKEHUS
OTJIEJSIIOT IPYT OT Apyra TOYKOM:

Kponuk, A. A. Kay3omerpusa. Meroasl camMomno3HaHUs, ICUXOAMATHOCTUKH U
MICUXOTEPAINuy B ICHXOJIOTHH ku3HeHHOTO TyTH / A. A. Kponuk, P. A. Axmepos. - M. : Cmsica,
2003. — 284 c.

WNHorpa kHura umMeer BTOpOE, yTouHstoulee HazBaHue. OHO TakKe NPUBOIUTCS B
ONHCAaHUU U OOBIYHO OTAENSAETCS OT OCHOBHOI'O JABOETOYMEM U IMHUIIETCS C MaJIEHbKOW OYKBBI.
Hanpumep:

[epun, JI. [Icuxomorust muyaocTH : Teopust U uccnenoanus / JI. Ilepsun, O. JIKoH ;
nep. ¢ aura. M. C. XXamkoussH ; oz pen. B. C. Maryna. — M. : Acniekr IIpecc, 2001. — 607 c.

@enpmirerin, Jl. M. Ilcuxomorust B3poCieHHA  CTPYKTYPHO-COJEP)KAaTEIbHBIE
XapaKTePUCTHKH TPOIIecca Pa3BUTHUS JTMYHOCTH : u30pannsie Tpyasl / J[. V. @enpamreiin. — 2-e
n3a. — M. : @aunTa, 2004. — 672 c.

CBeneHus, OTHOCALIMECS K 3arjaBUIO, COJAEPXKALILYI0 MH(GOPMAIUIO, PACKPHIBAIOLIYIO U
MOSICHSIOUIYI0O OCHOBHOE 3arjlaBH€, CBEIEHUS O BHJE, >KaHpPE, HA3HAYCHWM IPOU3BEACHMS,
YKa3bIBaIOT Yepe3 JBOETOUYHE C MAIIEHbKOW OYKBBI:

Credanenko, T. I'. OTHONCHXO0JIOTHSA | YUEOHUK...

Aemopedhepamul _duccepmayuii u Ouccepmayuy B CIHUCKE JUTEPATypbl NPUBOAITCA
CIIEAYIOIINM 00pazoMm:

XKanaruna, T. A. Ilcuxonoruueckass npo@uiiakTuka NpopeccUoHaNbHON Aedopmanuu
JIMYHOCTH MpENoAaBaTelis By3a © JiHC. ... 1-pa ICUX0J. HayK. — TBepb, 2004. — 309 c.

CaBuenko, H. A. CwmpIcIOBbIE YCTAaHOBKM KakK KOMIIOHEHT Hpo(eCcCHOHAIbHBIX
JMCIIO3HMIIUI CTYJEHTOB-TIICUXOJIOTOB | aBToped. auc. ... kaHj. ncuxoin. Hayk / H. A. CaBueHko.
— Pocros-u//1., 2008. — 16 c.

[Tpumep onucaHus cnpagoyHvIX MAMepuanos:

CrnpaBouHuk npakTuueckoro ncuxosnora : Ilcuxorepanus / coct. C.JI. ConoBbéBa. — M. :
ACT ; CII6 : CoBa, 2011. - 575 c.

Onucanne cmameti OCYIIECTBIISETCS CIEAYIOMAM 00pa3oMm:

cmambs 00H020 asmopa u3 cOOpHUKa:

["aBpuiioBa, I'.I'. [Ipo6emMbl HHBECTHPOBAHUS B HETOCYIapPCTBEHHBIE TIEHCUOHHBIE (DOH/IBI
/T'.T". TaBpusnoBa // Ctparerus U TakTUKa yIpaBICHUs NPEANPUATUEM B TIEPEXOJHON SIKOHOMUKE
: MeaBYy3. c0. Hayd. Tp. / BonrI'TY ; mox pexn. I'.C. Mepznukunoii. — Bonrorpaza, 2006. — Beim.
13 - C. 273-279.

cmamus 08YX agmopos u3 COOPHUKA:

Epmonenxo, U. U. [IpoGnembl BHEApEeHUs MPUHIUIIOB CTPATETHYECKOTO TUIAHUPOBAHUS
Ha TpEANnpHuATHsIX B coBpeMeHHOM ympasienuu /| WU. W. Epmonenko, P. E. llymeman // X
PernonanpHas koHdepeHns MONOIBIX HccaenoBareneld Bonrorpaackoit obnactu, 8-11 HOs0.
2005 r. / Bonl'Y [u gp.]. — Bonrorpazn, 2006. — Bein. 1. DxoHOMHKA U (DUHAHCHI © TE3UCHI JOKJI.
—C. 218-219.

cmamus mpéx asmopos u3 cOOPHUKA:




KpasmoB, M. 10. Commonmornueckuii acmekT mNpoOJeMbl MOpSAKa B COBPEMEHHBIX
MEXIUCIUIUTMHAPHBIX uccnenoBanusx / M. FO Kpasmos, A. B. ConoBeéBa, P. B. fAmenko //
AKTyanbHble POOJIEMbl UCTOPUU, TEOPHUHU U TEXHOJOTHH COLUMAIBHON paboThl : ¢O0. Hay4. cT. /
®I'0OY BIIO «HoBouepkacckasi roc. Mennopar. akaaem.». — HoBouepkacck ; PocroB u / 1.,
2007. — Bpmm. 9. — C. 114-118.

cmamus yemulpéx u boJiee agmopos u3 COOPHUKA:

Ocobennoctu 3aboneBanmii 1 TpaBM y croprcmenoB / JILM. JlembsinoBa [u ap.] //
3mopoBasi MoJOIeXKb — Oyayiiee cTpaHbl! | Marep. TOp. MexBy3. Hayd.-mpakt. Koud., T.
Bonrogonck, 28 amp. 2011 r. / Bonrononckuit tHCTUTYT (dunuana) FODY. - Bonromounck, 2012.
—C. 83-88.

CmMamuvs 00H020 A8MOPA U3 HCYPHANA!

Kamkapos, A. I1. [Tpo6nemsl cemeiinoro urenus / A. I1. Kamkapos // Bocriutanue
IKOJIBHUKOB. -2012. - Ne 9. — C. 30-34.

cmamusi 08YX a8MOPO8 U3 HCYPHANA.

Hukomaes, B. A. CymHocTh TPy/I0BOrO BOCIIMTaHUS B COBPEMEHHBIX ycioBusx / B. A.
Huxkonaes, B. A. lomun // Ilegaroruka. — 2011. - Ne 6. — C. 51-57.

cmamuvs mpéx asmopos U3 JHCypHaia.

Pomamikun, K. M. Marematuka B mpoektax Haykoyuenus / K. . Pomamkun, I'. H.
AgeposiroBa, A. C. IIponun // CoruanbHo-rymanutapusie 3Hanus. — 2012, - Ne 3. — C. 135-144,

cmambs 601iee MPEX agmopos U3 HCypHaId:

Kondeccnonanpaple 0COOCHHOCTH PEIMTHO3HONH BEpbl W NPEACTAaBICHHHA O ee
corpanibHbIx GyHknusax / FO. A. I'aBpwiios [u ap.] // Counonoruueckuit uccieasoanus. — 2005.
- Ne 6. — C. 46-56.

CmMamusl u3 2azemoi.:

I'onoBaués, B. Jlonr miarexom KpaceH: 0 JIoJrax 1o 3apruiate paboTHUKaM OFOJKETHOU
cdepst / B. T'onosaués // Tpya. — 2006. — 3 anp. — C. 2.

Ipumepul onucanus pecypca yoaneHHo2o 0ocmyna:

OnextponHblii karanor [TIHTB Poccum [OnextpoHHbIi pecypc] : 0aza JaHHBIX
COJZIEpKUT CBEACHHUS O BCeX BUAAX JMT., noctynawomeil B ¢oua I'TIHTH Poccun. — DnekTpoH.
naH. (6 daiinoB, 511 TeIC. 3ammceir). — M., [2009]. - Pexum mgoctyna
http://www.gpntb.ru/win/search/help/el-cat.html

OObpazoBaHue: UcciIe0BaHO B MUPE = oim.ru [DJIEKTPOHHBIN pecypc] : MeKIyHap. Hayd.
nej. WHTEPHET-KypHal ¢ OuOmuoTekoi-mumno3utapueM /[ moja matpoHaxkem Poc. Axan.
O6pazoBanus; ['oc. nayu. mex. 0-ku um. K.J[. Ymmuckoro. — M. : OIM.RU, 2001. — Pexum
nocryna : http://www.oim.ru.

JloceB, C. Kopmnopatuubie cuctemsl Il @ Mexay mpou3BOICTBOM W TEXHOJOTHUEH
[Dnexrponnsiii pecypc] / C. Jloce. — 2006. — Pesxum goctyma @ http://www.imag.ru/ID=622563

Axomnosa, K. McTopusi BOSHUKHOBEHHS U MIPABOBOTO PETYIUPOBAHUS TOBAPHBIX 3HAKOB
[DnexTponnsIii pecypc] // IlpaBo u ynpasnenue. XXI Bek. — 2008. — Ne 4. — Pexxum goctyna:
http://elibrary.ru/item.asp?id=16922586

Eciu B paboTe HUTHPYIOTCS HECKOJIBKO cTaTeid M3 COOpHUKAa TPYIOB WIM >KypHaja,
eIMHUIIaMU OMOIMOrpagUUecKoro ONMMCAHUS SIBISIOTCS Kakaash M3 3TUX CTaTel, a HE BECh
COOPHHK HJIN KypHAJ.
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TeMbl J0KI210B [JIs1 YCTHOIO ONpOca

Tpanchopmanuu B chepe odcayxkuBanus B XVIII B.

Ocob6ennoctu pazsutus cdepsl cepBuca B XIX B.

OCHOBHBIE XapaKTepUCTUKH cdepbl ObITa U yCiIyr Havyasma XX B.
OcobenHoctu pa3Butus chep cepBuca 3a pyoekom

HcTtopuueckue (akTopbl, OMpeneiauBIIne COEHUPUKY POCCHIICKOTO cepBHca.
[TpoGiieMbl, ¢ KOTOpbIMU CTalIkuBaeTcs Poccus Ha MyTH K CEpBUCHOMY

CooTHOIIIEHNE TOHATHI «CEPBUCY, «OOCTYKMBAHUE» U «YCIIYTay.

CepBuCHas IEATEIBHOCTh KaK 0co0asi pa3sHOBUAHOCTD JIEATEIBHOCTH YEJIOBEKA.
IIoHsiTHE «KOHTAKTHOM 30HBI» B CEPBUCHOU NEATEIIBLHOCTH.

[ToHsATHE yCIyr'H, OCHOBHBIE XapaKTEPUCTUKH YCIIYT.

VYciyru B 001ecTBax APEBHETO MUPA.

VYciyru B cpeHeBekoBOM obiecTBe 3amnagHoid EBpomsl.

VYceiyru u cepBUCHas AeATeNbHOCTh B oOuiecTBe HoBoro BpemeHu.

VYciyru U cepBUCHas AEATENbHOCTh B COBPEMEHHOM MHMpE.

Poisb cuctembr oOpa3zoBanus B pOPMHUPOBAHUH CIIEHUAIACTOB cepsl cepBuca
Crienuduka npenocTaBieHus CEPBUCHBIX YCIYr B TypH3Me.

JlenoBoe oOmieHne B mpoeCCHOHATBHON NEATETLHOCTH PabOTHUKA ChephI

ConuanbHO-KYJIbTYpHBIH CEpBUC, KaK BUJ NPOPECCHOHATBHON JESTENbHOCTU
TpaHcOpTHBINA CepBUC, KaK BUJ NPO(ecCHOHAIBHON AeSITelbHOCTH
TexHonornyeckuit cepBuC, Kak BUJl NPOPECCHOHANIBHON NEATEIbHOCTU
HNHdpopMaloHHbIM cepBUC, KaK BHUJ NMPO(ECCHOHAIBHON eATeIbHOCTH
Cdepa OpiTa u ycnyr B Poccun B XVIII B.

OcobenHoctu pa3Butus cepsl ObITa U ycayr B Poccun B iepBoii mosoBuHe

XIX B. — Hagane XX B. (10 1917 1.)

24,
25.
26.
1980-x rr.
27.
28.
COCTOSIHUE.
29.
30.
31.
32.
33.
34.

PasBurtne chepst ObiToBBIX yeryr B mepuon ¢ 1917 — 1939 rr.
Cdepa Ob1Ta u ycnyr B 1940 — nepBoit nonosune 1960-x rr.
PasButne coBeTckoro cepsuca Bo BTOpoit monoBuHe 1960 — mepBoii momosuHe

Pa3BuTne cCOBETCKOro cepBHca B rOJbl MEPECTPOUKHU.
Pa3Butue cepsuca B Poccun B 1990-¢ — nauano XXI B, coBpemeHHOE

Buael coBpeMEHHOIO cepBUCa U MOAXOMBI K €r0 OCYIECTBICHUIO
PazButue cepBUCHOI AEATENBHOCTU B chepe Typu3Mma.

3HayeHue cepBUCa B peaju3alMy MOTpeOHOCTEH JIMYHOCTH.

KauecTBo yciyr ¢ TOUkH 3peHUs MOTpeOUTeNs

Hcropuueckuil onsIT Poccun B pa3BUTUHM cepBHCA.

OObexTuBHas 00YCIOBIEHHOCTh BO3HUKHOBEHHUS M Pa3BUTHUSL CEPBHCHOM

JACATCIIBHOCTH.

35.
36.
37.
38.

JACATCIIBHOCTH.

39.

BimsiHue cepBrca Ha COLMANIBHYIO CpENy.

Pexmama xak BUJ CEpBUCHOU AEATEIBHOCTH.

MeTtobl COBEPIIEHCTBOBAHUSI CEPBUCHOU JI€SITEIHHOCTH.
CounanbHble NPEANOCHUIKA BOZHUKHOBEHHUS U Pa3BUTHUSL CEPBUCHOU

CepBI/IC KaK CHCTeMa OOeCIICUCHUS KOM(I)OpTHOfI JKU3HEACATSIIbHOCTH JTIOACH.

40.  Cdepa cepBrca kak criocod yIOBJICTBOPSHHS OOIIECTBEHHBIX MOTPEOHOCTEH



oakrwdE

Bonpochbl k 3k3ameny no aucuuiinie «CepBucHast 1eITeIbHOCTb

CepBuc, kak 0coObIi BUJ JEATEIBHOCTH

CepBucHas 1eSTeNbHOCTD: TIOHATHE, 33/1a4H, (YHKIINH.

CooTHoOIIEHNE IOHATUH «CEPBUCY, «OOCTYKUBAHUE» U yCIIyTay.

Pounb cepBUCHOI A€ATETBHOCTH B COLUAIBHO-DKOHOMUYECKON KU3HU CTPAHBI.
VYcnyra kak cieruuyecKuii MpoIyKT CEPBUCHOM eATeIbHOCTH. BUbl ycuyr.
VYceayra Kak 1ojie3Hoe JEUCTBHE, €€ COLMaIbHAs POJIb. BUbI YCIYT IO IPUHLIUILY

BCIIECCTBECHHOCTH, HEBCIICCTBECHHOCTHU

7.
8.
9.

10.
11.
12.
13.
14.
15.
16.
17.
18.
19.
20.
21.
22.
23.
24,
25.
26.
217.

[Tonsarue ycnyru. Knaccudukanus yciyr no GpyHKIIMOHAIBHOM HAPaBIEHHOCTH
Buael cepBuCHON I€ATEIBHOCTH IO OTPACIEBON MPUHAIICKHOCTH

Bungsl cepuca o I'.A. ABaHecoBoit

[To3unmoHnpoBaHuEe CEPBUCHBIX YCIYT

Pa3Butue cepBruca B MUPOBOM HCTOPUYECKOM IpOLIECCE

Pa3BuTtne chepsl ycayr U cepBUCHON AESITEIbHOCTH B POCCUIICKOM 001IIECTBE
OO011as XapakTepUCTUKA COLIUAIbHO-KYJIBTYPHOI'O CEpBHCA

OO1w1ast xapaKTepUCTHKA TEXHUYECKOT0 U TEXHOJIOTMYECKOIO CepBHUCa

CepBucHas 1eATEILHOCT KaK CIIOCO0 YIOBJIETBOPEHHS MOTpeOHOCTEH MOTpeOnTeNs
[TonsATHE «OOCTYKUBAHUS» B CEPBUCHON AEATEIbHOCTU

@DopMbI U METO/1bI 00CITY>)KHBAaHUS HACEJICHUS.

[loHsiTHE «KOHTAKTHON 30HBI» KaK c(pephl pean3alii CEpBUCHON AESITEIbHOCTH.
TexHosnorus peanusanuy CEpBUCHOM IeSATEILHOCTH B KOHTAKTHOM 30HE

@DaxTopHl, BAUSIOLINE HA IOKYATEIbCKOE IIOBEICHUE

IIponiecc npuHATHS pelieHus noTpeduTeneM: cienGruyeckre acreKThl MOKYIKU YCIyT
[ToTpeOuTenu yciryr: TUIIOJIOTUIECKHE XapaKTEPUCTUKU U CEPBUCHOE TTOBEICHUE
CepBucHOE B3aMMOJECHCTBHE B IIPOLIECCE IPEIOCTABICHUS YCIYTH

Kondaukte! B chepe cepBuca u ux paspelieHue.

MapKkeTUHIroBble KOMMYHMKAIMHU B CEPBUCHOM AEATEIbHOCTH.

KynbTypa cepBuca u 3THUE€CKHE OCHOBBI CEPBUCHOM JESATENIbHOCTH.

CepBHCHAas 1€ATENIBHOCTD: TIOHATHE O CTHJIE OOCITYXUBaHUs OTpeOuTeneil, OCHOBHbIE

npaBuJia 00CITYKHUBaHUSI.

28.
29.
30.
31.
32.
33.
34.
35.
36.
37.
38.
39.
40.
41.
42.
43.
44,
45.
46.
47.
48.

[Ipodeccruonanbhbie criocoOHOCTH paboTHHKA chepbl cepBHca

MoTtuBanus 1esTeIbHOCTH paboTHHKA chepbl cepBHca

Ilepconan, kak OCHOBHOE 3B€HO B CEPBUCHOH J1€ATEIbHOCTH

VYcnoBus U cpecTBa Tpy/a ClielraniucTa cepsl cepBuca.
[IpodeccrnonanbHO-3HaUMMBbIE KaueCTBA M CBOMCTBA CIIeUaIiCTa chepbl CEpBUC
TpeboBanust morpeduTeneil k mpeanpusATHsIM chepbl cepBHca.

OcoOeHHOCTH NPEIOCTABICHNS CEPBUCHBIX YCIYT B TYpHU3ME.

TypucT, kak noTpedutens yciyr, GakTopsl, BIUSAIOUIME Ha BEIOOP OTIbIXA
Oco0eHHOCTH PEOCTAaBIECHUS CEPBUCHBIX YCIYT B TOCTUHUIIAX.
XapakTeprCcTUKa MOCJIEPOIaXKHOTO CEPBUCHOTO 00CITY)KUBaHUSI.
XapakTepucTHKa CEPBUCHOM IEATEILHOCTH B chepe Tocyra.

CepBucHas 1eATENTFHOCTh B pECTOPAaHHOM OU3HEce.

Oco0eHHOCTH PEOCTABICHHS CEPBUCHBIX YCIYT HA MPEINPUITHIX aBTOCEpBUCA
OcoOeHHOCTH MPETOCTABICHNS CEPBUCHBIX MH(POPMAITMOHHBIX YCIIYT.
IToHATHE «KayecTBa CEPBUCHBIX YCIYI»

@DaxTOpBl, ONPEAEIAIOLUINE KAUECTBO YCIIYT.

CrangapTuzanys B yrpaBiIeHUH Kaue€CTBOM YCIIyT

O1eHKa KOHKYPEHTOCIIOCOOHOCTH CEPBUCHBIX YCIYT

Ilepconan: mpaBuia u opranu3anus o0CIyKUBaHMsI MOTpeOuTeNneil yciuyr
3HaueHuE CEpBUCHON JEATENILHOCTH B YCIOBUSAX COBpEMEHHOH Poccun.
IIcuxonoruveckue U OpraHU3allMOHHO-TICUXOJIOTUYECKUE ACTIEKTHI CEPBUCHOMN

ACATCIIbHOCTH.



49.  CoBpeMeHHas KyJIbTypa CepBUCA: STHUECKUE U ICTETUICCKUE aCTIEKThI CEPBUCHOU
JESTEIILHOCTH.
50.  Cepsuc kak cucrema obecrieueHusi KoMGDOPTHON KU3HEIEATSILHOCTH JIFOICH

HpaKanecm/le 3alaHuA
o JTMCHMIIJINHE «CepBI/ICHaﬂ JACATCJIBHOCTD»

1. CocraBbTe KOJEKC pPEUEBOr0 IOBEICHUS CHEIUAINCTa COLUAIBHO-KYJIbTYPHOTO
cepBuca. Ilpu 3TOM mnoOCTapailTech y4ecTb ICHUXOJOTMYECKUN, 3TUYECKHH, STUKETHBIA U
SI3bIKOBOM KOMIIOHEHTBI.

2. B pexkmaMHOM areHTCTBE BO3HHUKIA CIEYIOLIas CUTyalMs: HECBOEBPEMEHHOE
BBINTOJIHEHUE 3aKa3a Ha MOJIUrpaduiecKyro IPOAYKIHIO PEKIAMHOTO XapakTepa B THIOTpadpuu
BCJIEJCTBHE MOJIOMKH 0OopynoBaHus. [loAroTroBbTe peub, KOTOpas CIVIAJUT BO3HMKILIYIO
KOH(UIMKTHYIO CHUTYallIO C KJIMEHTOM, ONMHPAsCh HA NMPUHIMIBI 3TUKA U C HCIIOJIb30BaHUEM
pEUeBBIX 3TUKETHBIX (popMyII.

3. BriOepure KOHKpeTHbIE MpEeAnpusTUs chepbl cepBUca PealbHO CYLIECTBYIOIINE Ha
pbiHKe yciyr T. Bonromoncka. Ecim 6b1 Bel paboTanin Ha AaHHBIX NPEeIIpUATUAX, KaKUMH
croco0amMu, METOIaMH, MEPaMH TPUBJICKATIHN KIIMEHTOB K ITOJIb30BaHUIO HOBBIMHU BHJIAMH YCITYT.

4. Yacro, noiyyasl KaKylo-TO YCIyTry, NOTPeOUTENb IBITAETCS €Ile «BBIIOBOPUTHCS,
pacckaszatb 0 CBOMX mpobOiiemMax. A y MeHeIkepa B JaHHBI MOMEHT HET BPEMEHHU Ha JIMIIHWE
pasroBopsl. Kak OH mocTynmut B JaHHOM CHUTYyalluu, YTOOBI MOTPEOUTEINsE HE OTIIYTHYTbY», HE
obueTs ero?

5. Bebzenure cdepbl NpakTUYECKON JESATEIBHOCTH, C KOTOPBIMHU OyAeT cBs3aHa
CepBUCHAS JESITEIBLHOCTD B OYIyIIEM.

6. Wznoxute cBoro Touky 3peHus: «llouemy emie 10 Hayana MperOCTABICHUS YCIYIH
HEO0OXOMMO BBISIBUTH TOTPEOHOCTH OTPEOUTEIISI.

7. IlpuBenute mpUMepbl OPraHMU3alUU KOHTAKTHOM 30HBI Ha MPEANPHUATUSAX CepBHUCA T.
Boarononcka.

8. IIpemnoxure criocoObl MOTHBALIUY TOTPEOUTENEH TYpHUPMBI

9. Ipemnoxure crnocoObl MOTHUBALMU MOTpeOuTENnel mpeanpusaTHs OoOIIeCTBEHHOIO
MTUTaHUS

10. IIpeanoxute cmocoObl MOTUBAIIUH MTOTPEOUTENCH TOCTHHHUIIBI.

11. Msnoxwure TpeOoBaHUS K paOOTHUKY KOHTAKTHON 30HBI.

12. KakoBel jgeWicTBUS  paOOTHWMKAa CepBHCa C  TOAOOHBIM  TIOTPEOHTEIEM:
«JIEMOHCTPHUPYET YBEPEHHYIO (OpMY MOBEIEHHUS, OH MOXET BCTYNATh B CIIOP C MEHEIKEPOM,
yMEET apryMEHTHpPOBATh CBOIO IIO3WIMIO, MOXET TMPOSBIATh YIPSIMCTBO, HEJOBEPUYHUBO
OTHOCHUTCSI K MEHeDKepy. Pa3roBop o jene BeleT jKeCTKO, MBITAeTCs MPOU3BECTH BIEUaTIICHUE
Ha MEHEIKepa COOCTBEHHON Ba)KHOCTBIO, CCHUTAETCS] Ha KOHKYPEHIIMIO W 3HAaHWE CUTYyaIlul Ha
PBIHKE»

13. KakoBbl neiicTBHs paOOTHHMKA CEpBUCA C TOAOOHBIM TOTPEOHTENEeM: «CTapaeTcs
NEPECHIOPUTh MEHEKepa, IEMOHCTPUPYET CBOM HCKIIIOUUTEIbHBIE 3HAHMSA, CTapaeTcs HaAy4UThb
ero paboTe, XBacTaeTrcs BIAJCHWEM WH(GOpPMAIWEH, BBIBUTACT HEYMECTHBIC BO3PaKEHUS,
IBITACTCA YIUYNUTh MEHEPKEPA B HEKOMITETEHTHOCTH

14. KakoBbl geilicTBUsi pabOTHHKAa cepBHCAa C MOJOOHBIM TOTPEOUTENEM: «OYEHb
Pa3TOBOPYMBEIA, 00JIaaeT PAa3BUTHIM YYBCTBOM IOMOpA, JOOpOKENIATENIeH, PACHOJOXKEeH K
KOHTAKTy C MEHEIXKEpOM, JIETKO HJET Ha KOHTAaKT, IOCTATOYHO JOBEPYMB, €r0 JETKO yOeauTh,
MIPHUBE/IS BECKHE apTyMEHTBI»

15. KakoBsl feiicTBusi pabOTHHKA CepBHCA ¢ MOJOOHBIM MOTPEOUTENEM: «3aCTCHUUBBIH,
MIOCTOSTHHO COMHEBAETCS; TPOSIBISIET OECITOKOWCTBO, MOJO3PUTENLHOCTh, €My OBIBa€T TPYIHO
NPUHATH peIIeHHe, OH CKJIOHEH HMCKAaTh HEJOCTAaTKH B TOBape MWK YCIyre, Jake NPUHSIB
peleHre, COMHEBAETCS B €r0 NMPABUILHOCTH



16. KakoBwl pneicTBHUs pabOTHHKA CEpBUCA C IMOJOOHBIM MOTPEOUTETEM: «OOBIYHO
OTBEYAET Ha BOMPOCHI OJTHOCIOKHO, INO0 BooOme Morunt. Co3aercst BlieyaTlIeHUe, YTO OH BCE
BpEMs O YEM-TO JlyMAaeT, MPOSBISET 03a00UE€HHOCTh BEIOOPOM, HEOOLIUTEIEH, KPUTUYEH, YacTO
OTBEYAET BOIIPOCOM Ha BOIIPOCH

17.  KakoBwl neiicTBus pabOTHHKa cepBUCAa C IMOAOOHBIM TOTPEOHTENEM: «HA KaKIoe
Ballle NIPEUIOKEHUE, TAKOW MOTPEOUTENH TOTOB MIPUBECTH MHOXKECTBO apPTyMEHTOB, TIOYEMY 3TOT
TOBAap WJIM yciayra eMy He noaxoisaT. OH HelOBepYMB, MOJO3PUTENIEH, CUUTAET, YTO €0 XOTAT
00MaHyTb, HE JIIOOUT PHCK, JTIOOYIO IIEpeMEHy pacCMaTpUBAET KaK Yrpo3y; Yalle BCero HacTpoeH
HEraTUBHO».

18. KakoBel geiicTBusi pabOTHHMKAa cepBHUCAa C TOJOOHBIM IOTPEOUTENEM: «4acCTO
BCTYIIA€T B CIIOPbI C MEHEIKEPOM, OBICTPO pa3jipa’kaercs, HMPOSBISIET arpeCCUBHOCTb, JIETKO
BHAJACT B THEB, €r0 JIETKO 00uaeTh. CKIOHEH K moOee 000 LEHOM, CYMTACTCS TOJILKO CO
CBOUM MHEHHEM)

19. KakoBbl neiicTBusi paOOTHHKA CepBUCA C MOJOOHBIM MOTpPEOUTENEeM: «BUIHWT B
MEHeJ[Kepe, MPEeKIe BCEro 4esoBeKa, KOTOPhIM MOXKET HMpUHECTH eMy mousb3y. lloTpeburens
HACTPOEH KOHCTPYKTHBHO, 3aMHTEPECOBAH, DPELIMTEICH, yYBEpeH B cebe, OpPHEeHTHPOBaH Ha
npuoOpeTeHue ToBapa MM yciayru. B mpouecce B3auMoOJEHCTBHSA ¢ MEHEIKEPOM OH 3aJaeT
BOTIPOCHI O KOMITAaHHUH, IPOYKTE, YCIYTe, MPOSIBIISIET YMEHHE CIIYIIATH.

20. Cnpoc Ha TypUCTCKHE U TOCTHMHUYHBIE YCIYTH MOJABEP)KEH CE30HHBIM KOJICOAHUSM.
[Ipemioxxkure, KakuM 00pa3oM CHU3HTH A3TOT (AKTOp B IIEHTPAX 3aropoJHOTO OTABIXa T.
Boarononcka.

21. KnueHT rocTMHMIBI BBIPA3Hl HEAOBOJILCTBO MPEJOCTaBIEHHBIM HOMEPOM, TaK Kak,
[I0 €r0 MHEHHIO, OH HE COOTBETCTBYET TpeOOoBaHUs K Kareropuu Homepa. CoriacHo AOroBopy
KIIMEHT OBLT pa3MEIICH B HOMEpP KJlacca «armapTaMeHT», OJTHAKO IUIONab ero cocranisier 30 Mm%,
OTCYTCTBYET 3JIEKTpUYECKas IUIUTA JUIsl IPUroToBIeHHs nuiy. [1paB nu knneHT?

22. Kakumu pecypcamul, IO3BOJISIONIMMH pPa3BUBATh CEPBHUCHYIO cdepy, obimamgaer
PocroBckas obnactb

23. OObsacuuTte Beipaxkenue B. Jlans «Yciyra, 9To Xned-coib: IeJI0 B3aUMHOE».

24. BpiOepuTe KOHKpETHBIE MPEANpUITUs chepbl cepBUCa PealbHO CYLIECTBYIOIINE Ha
peiHKe ycrmyr T. Bonromoncka. Ilpemnoxure MepONpHSTHS, KOTOPBIE MOTYT TI03BOJIUTH
MOBBICUTH Ka4€CTBO MPEIOCTABISIEMbIX YCIYT.

25. ChopmynupyiiTe mpaBuia, KOTOPBIM CIEAyeT TPHUACPKUBATHCS TpH padoTe ¢
Kanmobamu norpeOuTenei.

MeToanyeckue peKOMeHIaIUH M0 MOAT0TOBKE K MPAKTHYECKUM 3aHATHAM
no aucuumnauHe «CepBucHasi 1eSITeJIbHOCTb
AJIs cTyIeHTOB HanpasJienus moJaroroBku 43.03.01 CepBuc

3ajaHue: OTBETUTh HA BOIIPOCHI, TOATOTOBUTH 5-6 CIIaiI0B K BONPOCY, BEIYUYHUTH
oTpeieNieHue MOHATUH, TEPMUHOB, HEOOXOIUMBIX IS PACKPBITUS TEMBI.

3ansarue 1. CepBHUCHBIC YCJIYIH U UX KJIacCHPUKALUSA

OcHOBHBIE BOIIPOCHI:

ITonsTHe ycinyru

CoctaB ¥ cTpyKTypa chepbl yciayr

Ob6mepoccuiickue Ki1accuPpUKaTOpbl yCIyT HACEIEHUIO

Bunbl cepBUCHOMN AEATENTBHOCTH IO OTPACIEBON IPUHAJIEKHOCTH
KommnekcHas knaccudukanus yciyr

[To3uMoHNpPOBaHHUE CEPBUCHBIX YCIYT

WuauBuayanu3anus noTpedIeHHs CEpBUCHBIX YCIYT

NooakowdE



IIpakTHYeckHe 3a1aHUA:

1. BeiOepure KOHKpETHBIE NMpEeANpUATUs c(epbl CEpBUCA PEATbHO CYLIECTBYIOIINE HA
peiHke yciyr 1. Bonromoncka. Ecnu Obl Ber paGotanu Ha JaHHBIX NPEANPHUATHIX, KaKHUMU
crioco0amu, METOIaMH, MEPaMH MPUBJIEKAIN KIIMEHTOB K I10JIb30BAaHUIO HOBBIMU BHJIaMH YCIIYT.

2. Yacto, moiy4as KaKylo-TO YCIyry, NOTPEOUTENb MBITACTCS €IIe «BBHITOBOPUTHCS,
pacckaszatb 0 CBOUX IpoOiieMax. A y MeHeJkepa B JaHHBI MOMEHT HET BPEMEHU Ha JIMIIHUE
pasroBopsl. Kak OH MOCTYNUT B JaHHOW CUTYyalMu, 4TOOBI MOTPEOUTEN HE «OTIYTHYTb», HE
o0uneTs ero?

3. OOwsacuuTe Boipakenue B. [lans «Ycmyra, 4To XJ1e0-cob: 1EI0 B3aUMHOEY.

Temvl doknaoos, cooouenuii: 7, 10

3ansaTue 2. KayecTBO cepBHCHBIX YCJIYT U 3(P(PEeKTHBHOCTH CEPBUCHOM 1eATEIbLHOCTH
NnpeAnpUsITHSA

OcHOBHBIE BOIIPOCHI:
1. IloHsATHE «KauecTBa CEPBUCHBIX yCIyT»
2. KadecTBO yciyr ¢ TOUKH 3peHUs MOTpeOuTes
3. CrannapTuzanus B ynpaBIeHUU Kaue€CTBOM YCIIyT
4. Ceprudukanus B ypaBJIeHUN Ka4e€CTBOM YCIIyT
5. Ilokazarenu 3peKTUBHOCTH CEPBUCHOM JIEATELHOCTH OpraHu3aluu

6. OlieHKa KOHKYPEHTOCIOCOOHOCTH CEPBHUCHBIX YCIyT

7. CucteMa OLICHKHM YPOBHS cepBHCca Ha NPEANPUATHIX cephl cepBuca

8. CoBpeMeHHas KyJlbTypa CEpBHCA: TICHXOJOTHUECKUE, ITUIECKHE, SCTETUIECKHE
OpraHU3alOHHO-TICUXOJOTMYECKHE aCTIEKTHI.

9. Cepauc kak cuctema obdecredeHusi KoOM(pOPTHOH KU3HENCATEITHHOCTH JIFOJICH.
IIpakTuyeckue 3aJaHus:

1. CocraBbTe aHKeTy W MpOBEAUTE ONpPOC Ha TeMy: «BplsBiIeHHEe NOTpeOHOCTEH
norpeduteneil B yciayrax (aBTOcepBHCa, TOCTHHHYHOTO CEPBHCA, COLMAIBHO-KYIBTYPHOTO
CepBUCA U T.IL.)»

2. KnueHT rocTuHUIBI BBIpAa3HJl HEIOBOJIBCTBO IPENOCTABICHHBIM HOMEPOM, Tak
KakK, 110 €ro MHEHHIO, OH HE COOTBETCTBYeT TpeOoBaHHs K Kareropuu Homepa. CoriacHo
JIOTOBOPY KIJIMEHT ObII pa3MelleH B HOMEp Kiacca «amapTaMeHT», OJHAKO IJIOUaJb €ro
cocraBisieT 30 M2, OTCYTCTBYET d3JEKTpUuUecKas IUIMTA JUIsl IpUroToBieHusl nuuu. llpas nu
KJIUEHT?

Temvbt 0oknaoos, coobwenuii: 32,37,40.

IlepeyeHb OCHOBHOM M 10NOJTHMTEIbHOM Y4eOHOM JTUTEPATYPbI, HEOOXOAUMOM 1JIs1
OCBOCHUSA THCUMILINHBI

No ABTOp Hassanune WznarenscTBO Bun T'on Anpec
n/m U31aHUS Hh3z1a- 3JIEKTPOHHOTO
HUS pecypca

OcHOBHas IuTEparypa
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