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IIporokou 3aceqanus kapeapsl «CKC u I'l» ot «_ » 20__ 1. Ne
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1. ITacmopT OLEHOYHBIX MATEPHAJIOB (OLICHOYHBIX CPECTB)

OrneHo4HBIE MaTepUalbl (OLIEHOYHBIE CPECTBA) MPUIIararoTcs K pabodel mporpaMMe JUCHUIUINHBL U
NpPEJCTaBIsieT COO0OH COBOKYIMHOCTh KOHTPOJBHO-MU3MEPHUTEIBHBIX MAaTepHaioB (THIOBBIC 3a1auu
(3amanust), KOHTPOJIbHBIE PAOOTHI, TECTHI U JIP.) U METOJIOB MX MCIOJIB30BAHUS, MIPEAHAZHAYCHHBIX IS
M3MEPEHUs YPOBHS JOCTHKEHHS 00yJarOIMMCsl YCTAaHOBJICHHBIX Pe3yIbTaTOB O0yUYCHUSI.

OneHouHble MaTepuasbl (OLEHOUHBIE CPEACTBA) MCHOJb3YIOTCA IPU NPOBEACHUM TEKYILIEro

KOHTPOJISl YCIIEBAEMOCTH U ITPOMEKYTOUHOM aTTeCTallui 00y4aroIuXcsl.

1.1 . Ilepeyenb KoMneTeHUM, (POPMHPYEMBbIX IMCHHUIIJIMHOM,

¢ yKa3aHMeM 3TanoB ux popmuposanus B npouecce ocsoeHuss OIIOII

[lepeuens KoMneTeHIMN, POPMUPYEMBIX B MPOLIECCE U3YUEHUS TUCHUTIIMHBL:
OIIK-2: Crioco0OeH OCyIIEeCTBIATh OCHOBHBIE (DYHKIIHH YIIPABICHUS] CEPBUCHOM JEITEIBHOCTHIO.

OIIK-3: Criocoben obecrieunBath TpeOyeMoe KadecTBO MPOIECCOB OKa3aHMs YCIYT B M30paHHOM
chepe npodeccHoHATBHON e TETHHOCTH.

KoneuHnbiMU pe3ynbTaTaMu OCBOCHUS JUCIUTIIMHBI SBISIOTCS C(HOPMUPOBAHHBIE KOTHUTHBHBIC
JNECKPUTITOPBl  «3HATBY», «YMEThY», «BIAJIETh», pACHUCAHHBIE IO OTACIbHBIM  KOMIIETCHIIHSM.
dopMHpOBaHUE IECKPUTITOPOB TPOUCXOIUT B TEUCHUE BCETO CEMECTpa IO dTaraM B paMKaX KOHTAKTHOU
paboThl, BKIIIOYAIOUIEH pa3fMyYHble BHIbl 3aHITUA W CAMOCTOSITENbHOW paboThl, C MPUMEHEHHEM

paznuuHbIX popM U MeTOI0B 00ydeHus (Tadu. 1).



Tabmuna 1 ®opMupoBaHre KOMIIETSHIMHA B POLIECCE N3YUSHHSI TUCITUIIIIHHBI

Kon YposeHb JleckpunTopsl KOMIIETCHIIUH Bun yueOHBIX Kontponmpyem OneHouYHbIE MaTepHalIbl Kpurepun
KOMIIETEHI[UH|  OCBOEHHUS (pe3ynbTaThl 00yueHus, TIOKA3aTeqd | 3aHSATHi, paboThL, b€ pa3zeiibl U (oLIEHOUHBIE CpPENICTBA), OLICHUBAHUS
JOCTHYKEHUS pe3ysibTaTa oOyyeHus, (GOpMBI U METOTBI TEMBI HMICTIONb3yeMBIE JUIS OLIEHKH | KOMIIeTeHImii*
KOTOpBIE 00YJaIOLTHIICS MOKET 00y4eHus, JUCIUTUTAHBI YPOBHS
MPOJAEMOHCTPUPOBATH) CroCcoOCTBYIOIINE c(hopMUPOBAaHHOCTH
(OpMUPOBAHUIO U KOMIIETSHIIHT
Pa3BUTHIO
KOMTICTEHITHH?
3HATDL Jlexnun, 1.1-1.19 Bomnpocsl k 3x3ameRy, OTBeTHI Ha
OIlK-2.1 3HaeT OCHOBHBIC METOJBI W IPHEMBI MIPaKTUICCKHEC 2.1-2.21 BOIIPOCHI JUISl YCTHOTO 9K3aMEHAIMOHH
IJIAaHUPOBAHUS, OpraHu3aiuu, | 3aHATHA (YCTHBIN ompoca, MpaKTUYecKHe bI€ BOIIPOCHI;
MOTHBAIUI u KOOPTMHAITHH 0Tpoc), 3alaHus OTBETHI HA
NEeATENBHOCTH npeanpustuii | CPC (nomaminee BOITPOCHI IS
(mopazneneHmin) MPEANPUITAN 3aJjaHue) YCTHBIX
cdepbl cepBuca win aApyrux chepax, B | Mo3srosoit mrypm, OTIPOCOB,
KOTOPBIX HeoOXxoauMo | paboTa B MajbIX BBITIOJTHEHHE
OCYILIECTBIICHUE CEpBHCHO rpynmnax, MPaKTUYECKOU
OIIK-2 NEeSITeNIbHOCTH, a TaKXKe COJIep:KaHue aHaJIN3 paboThl U ee
OCHOBHBIX MPOLIECCOB OpraHU3aluu IIPAKTHYECKUX 3aIuTa 1o
CepBHCa HA MPEIIPUITHH, pabot KOHTPOJIbHBIM
MICUXOJIOTUYECKHE 0COOEHHOCTH pelieHne BOIIPOCaM B
MOTpeOUTENs B MPOLIecce CEPBUCHON TBOPUYECKUX 3a/1a4, dopme
JeSITeNIbHOCTH pOJIEBBIE UTPHI, cobecenoBaHuUs,
OIIK-2.2: YMeer ompeaenaTh MW M 3a7add | TPCHUHIH, aHAJIU3 MOAr0TOBKA
yIpaBICHUS CTPYKTYPHBIMU CHUTyalui COOOIIeHUN U
MoApa3IeNICHUsIMU IpeIIpUITHIA JOKJIaJIOB K
cdepsl cepBuca WK Ipyrux chepax, B MPAKTHYECKUM
KOTOPBIX HE00X0IMMO 3aHATUSM

! JlekOHHbIE 3aHATHS, MPAKTUIECKHUE 3aHATHS, TAOOPATOPHBIE 3aHATHSI, CAMOCTOSTENbHAS paboTa

2 H€O6XO,HI/IMO YKa3aTb aKTUBHBIC U UHTCPAKTUBHBIC METOAbI 06y‘l€HI/I${ (HaanMep, HWHTCPAKTUBHAs JICKI M, pa60Ta B MaJIbIX I'pynmax, METOAbl MO3roBOro mirypma, peicHue TBOPUYCCKUX 3a/1a4,
pa60Ta B Ipynrax, MmpoCKTHbBIC METOAbI 06yqu1/1$[, POJICBBIC UT'PbI, TDCHUHI'W, AHAJIN3 CI/ITyaL[I/Iﬁ 1 MMHUTAIIMOHHBIX Moneneﬁ u ,Z[p.), CHOCO6CTBy}OIIII/Ie PA3BUTHIO Y O6y‘IaIOHII/IXC$I HaBBIKOB
KOMaH,Z[HOﬁ pa6OTBI, MEKIHNIHOCTHOM KOMMYHUKAIIUU, OPUHATHSA pemeHm?I, JIMACPCKUX KaUCCTB

8 Vxkazatb HOMEpa TEM B COOTBCTCTBHUU C pa60qef/'1 nporpaMMoﬁ JHUCHUITIIINHBI

4HGO6XO,Z[I/IMO BbI6paTL KpI/ITCpI/Iﬁ OIICHUBAHUs KOMIICTCHIIMU: ITOCCIIACEMOCTD 3aH$ITPII>'I; MOATOTOBKAa K MPAKTUYCCKUM 3aHATUAM; NOAIOTOBKA K J'Ia60paT0prIM 3aHATUAM,; OTBETHI Ha BOIIPOCHL
npenogaBaTeyisl B paMKax 3aHATHUSA; TOATOTOBKA JOKJIAA0B, 3CCC, pe(bepaTOB; YMCHHEC OTBCYATHh Ha BOIMPOCHI IO TCMC MPAKTUYCCKUX pa60T, IO3HAaBaTCJIbHAs1 aKTUBHOCTHb Ha 3aHATHUAX, KA4CCTBO
IIOATOTOBKH pe(bepaTOB u HpeBGHTaHI/Ieﬁ 0 pasaciiaM JUCHUIUIMHBI, KOHTPOJIbHBIC paﬁOTLI, OK3aMCHbI, YMCHUC ACJIaTh BbIBOJABI U JIP.



OCYILECTBIICHUE CEPBUCHOM
NESTEIbHOCTH,  YMEET  OLEHUBATh
coJiep’KaHue OCHOBHBIX
MICUXOJIOTUIECKUX 0coOeHHOCTeH
noTpeduTens, ero TpeOOBaHWH TpU
OpraHu3aluu CEPBUCHOM
NEeSITENIbHOCTH,

HCII0JIb30BATh CHOCOOBI M MEXaHU3MBbI
BBISIBJICHUS noTpeOHOCTEeH

MOTPEOUTEIIT B TMPOIECCE CEPBHUCHOM
JEeSITEIIbHOCTH

OIIK 2.3:

Bnaneer METOJaMU KOHTPOJIA
NEATEIIBHOCTH NpEeANPUATAN
(moapasneneHuii) MpeanpUsITU
cdepsl cepBuca Wiu Ipyrux cepax, B
KOTOPBIX Heo0X0IUMO
OCYILIECTBJIEHUE CEpPBHCHOM

NEeATENbHOCTH, BIIAJICET HaBBIKAMHU
paboTHl B KOHTAKTHOM 30HE,

OTIBITOM OIICHKH OCHOBHBIX
TICUXOJOTHYECKUX ocobeHHOCTEH
noTpeduTens B mpolecce
B3aUMO/ICHCTBUS B YCJIOBUSX

KOHTAKTHOM 30HBI

1,2,3,4,5,6




1.2 . Onucanue nokasarejei u KPUHTEPUEB OLICHUBAHUA KOMIIeTEeHIIMIi Ha PAa3JIHYHBIX
ITanax ux (l)OpMHpOBaHI/IH, OIIMCAHHUEC IIKAJ OCHUBAHUSA

OuenuBaHue pe3ynbTaToB 00y4eHMs IO AUCLUIUIMHE OCYILECTBIISETCS B COOTBETCTBUH C
[TonoxeHneM o TEKyIleM KOHTPOJIE U IPOMEXYTOUHOM aTTecTali 00y4aromuxcsl.

[lo mucumnnuHe «CepBUCHAs [EATEIBHOCTbY IPEAYCMOTPEHBI CIEAYIOIIME BB
KOHTpPOJISl: TEKYLIUH KOHTPOJb (OCYLIECTBIEHHE KOHTPOJII BCEX BHJIOB ayJIUTOPHON U
BHEAYAUTOPHOU AEATEIHHOCTH 0OYUYaIOMIETOCs C IEeBI0 MOTyYeHHs IEpBUYHON HH(GOpMAIHH O
XOJIE YCBOEHUS OT/EIbHBIX 3JIEMEHTOB COJEPKAHUsI AUCLUUILINHDI); IPOMEXKYTOUHAs aTTeCTalus
(oLleHMBaeTCs YPOBEHb U KAUECTBO MOATOTOBKH 10 AUCLHUIIIIMHE B LIEJIOM).

Texkymuii KOHTPOJIb B CEMECTPE MPOBOAMUTCS C IIEJIbI0 OOECIEeUEeHHUs] CBOEBPEMEHHOM
0o0paTHOW CBsI3M, [UISI KOPPEKIMH OOY4YeHUS, AaKTUBHU3AlMU CAMOCTOSTEIBHOW PabOTHI
oOyvaroruxcsi. Texkymuii KOHTPOJb CIYKUT [UIsi OICHKA 00béMa M YpPOBHS YCBOCHHS
oOyuarouumcsi yueOHOro MaTepuasia 0JIHOTO WM HECKOJBKHUX pa3esioB AUCHUIIIUHBI (MOIYIIS)
B COOTBETCTBHUH € €€ pabouell MporpaMMou U OIpeenseTcs pe3ylbTaTaMyi TEKYIEro KOHTPOJIs
3HAHUH 00YYaIOLIUXCSL.

Texkymuii KOHTPOJIb OCYIIECTBISETCS JBa pa3a B CEMECTpP IO KaJeHJapHOMY Tpaduky
y4eOHOTO mpoIiecca.

Texymuit KOHTpOJIb MpeanojiaraeT HauucieHHe OajuloB 3a BBINOJHEHHE pa3IHMYHBIX
BUJIOB paboT. Pe3ynpTaThl TEKyIIEro KOHTPOJS MOJBOAATCS MO IIKaje OalsIbHO-PEUTHHTOBOM
CUCTEMBI. PernaMeHT GayuTbHO-PEUTHHIOBOM CHUCTeMBI ompenereH [lonoxenneM o cucreme
«KOHTpOJIb ycrieBaeMOCTH U PEUTHUHT 00yUYaIOLIUXCSD».

Texkymuil KOHTPOJb SBIAETCS pEe3yIbTaTOM OLEHKH 3HAaHWW, YMEHWM, HaBBIKOB U
MPUOOPETEHHBIX KOMIIETEHIMHA OO0y4Jalomuxcsi Mo BceMy OOBEMY ydeOHOW JUCIUIUIMHEI,
M3YYEHHOMY B CEMECTpe, B KOTOpPOM CTOUT (hopMa KOHTPOJS B COOTBETCTBUU C Y4E€OHBIM
TJTAHOM.

Texkymuii KOHTPOJb YCHEBAEMOCTH MpEAycCMaTpUBAeT OLEHUBAHUE XOJa OCBOCHUS
JTUCHMIUTMHBL: TEOPETUYECKUX OCHOB U MPAKTUYECKON YacTH — He MPeIyCMOTPEeH Ha 3204HOM
dopme 00yueHus.

[IpomexyTrouHas arrecTanus no aucuuiuinae «CepBUCHas A€ATEIbHOCTD)» MPOBOANUTCS B
dhopme 3K3aMeHa.

B Tabn. 2 mpuBeneHo BecoBOe pacmpejesieHne 0ajuioB M IKaja OLICHUBAHUS 10 BUIAM
KOHTPOJIbHBIX MEPOTIPUSATHH.

Tabmuna 2 . BecoBoe pacnpeneneHue OauioB M IIKajda OLIGHHWBAaHUSA 10 BUIAM
KOHTPOJIbHBIX MEPOTIPUSATHI
Tekymuii KOHTPOJIb IIpomexyrou Hrorosoe
(50 6annos®) Has KOJINYECTBO
broxk 1 broxk 2 aTTecTanus 0aJIoB 10
(50 6aioB) | pesynbraTam
TEKYIIETO
KOHTPOJIS U
IPOMEKYTOU
HOU
aTTecTaluu

° Bup 3aHaTuil 00 AuMcUMILIMHE (JIEKLUMOHHBIE, IIPAKTUYECKHE, 1a0OpPaTOpHbIE) OHNPENeiseTcs y4eOHbIM ILIAHOM.
KomnmdecTBo cTONOIOB TaOIHIBI KOPPEKTHPYETCS B 3aBUCHMOCTH OT BHIOB 3aHATHH, NPEAYCMOTPEHHBIX y4eOHBIM
TUTAHOM.

Pacnipenenenue 6amnoB 1mo 6J10kaM,o0 KaKAOMY BHAY 3aHATHH B paMKaXxX AWCHUILIMHBI ONPEAEISIET IPeroiaBaTelb.
Pacnipenenenue 6ayuioB Mo AMCHUILIMHE YTBEP)KAAETCS MPOTOKOIOM 3aceAaHust Kaerphl.

ITo 3a04Hoi popme 0O0yUeHHST MEPONPHUSTHS TEKYIIEro KOHTPOJIS HE MPEAYCMOTPEHBI.




JlexumoHn | Ilpaktu | Jlabopar | Jlekumon | IIpaktuu | JlaGopat Menee 41
HbIE YECKUE | OpHbIE HBIE ecKue OpHBIE or 0 1o 50 | Gayma —
3aHATUS | 3aHATH | 3aHATHS | 3aHATUSA | 3aHATHS | 3aHATHA OannoB HEY/IOBJIETBO
Xy s (Y1) (Z1) (X2) (Y2) (Z2) PHUTEIIBHO;
5 15 - 10 20 - 41-60 —
Cymma 6aioB 3a 1 6imok =20 | Cymma 6aiioB 3a 2 6110k =30 YOBJIETBOPHU
TenbHO; 61-
80 — xoporo;
81-100 6anma
— OTJIMYHO

Jiis ompeneneHus (PaKTHUECKUX OICHOK KaXKJIOTO TMOKA3aTeNsl BBICTABJISIOTCS CIICIYIONINE
Oasel (Tab1.3):
Tabmuna 3— Pacripeienieare 0aJiIoB 1O JTUCIIUATUTHHE

Bun yue6HbIx paboT no Konuuecmeo 6annos
TMCIUTUTAHE
1 6nox ‘ 2 onok
Texywuti konmpons (50 b6annos)

[Tocemienue 3aHsATHIT 5 5
Brimonaenune 3aJaHui o

mucuumuHe (YO), B ToM ducie:

yctHbIi ompoc (YO) 5 10
npaktruaeckue 3aganus (113) 10 15

Ipomescymounas ammecmayus (50 6annos)

DOk3ameH no aucuuruinHe «CepBHUCHasl AEATEIbHOCTH» MPOBOAUTCA B NMUCbMEHHON (opme B
BHJIE OTBETOB Ha BOMPOCHI I IPOMEKYTOUHOM arTecTanuu.3agaHue JUisl 3K3aMeHa COCTOUT U3
3 BompocoB. IlepBblii W BTOpPOH BOMPOC TMO3BOJISIIOT MPOKOHTPOJIMPOBATH 3HAHUSA
oOydJarorerocs, TpeTud — yMEHHUS W HaBBIKW. [IpaBUSIbHBIE OTBETHI Ha TEPBBI M BTOPOU
BOIIPOCHI OIIEHUBAIOTCS B 15 Gamuios, TpeTuit — B 20 6ayioB. 3a HEBEPHO BBHIMOITHEHHOE 3aJaHIE
— 0 GasnoB.

Cymma 0as/u10B o gucuumuiuae 100 6a/uioB

Ok3aMeH sBisercs (OPMOW HMTOTOBOW OIEHKM KauyecTBa OCBOCHUSI OOYYarOIIMMCS
00pa3oBaTeIbHOW TPOTrpaMMbl TIO JAMCHUILUIMHE B IEJIOM WJIM IO pa3ieidy JucuuIuiuHbl. [lo
pe3yibTaTaM dK3aMeHa O0YyYarolIeMycCsl BBICTABISIETCS OIICHKA «OTIUYHOY, «XOPOIIOY,
«YIIOBJICTBOPUTEILHOY, WIN «HEYIOBICTBOPUTEIBHOY.

Onenka «oTimyao» (81-100 6amutoB) BBICTABISCTCSA 00YJAIOMIEMYCS, €CIIH:

- oOyuaromumiicss Habpaj Mo TEeKyIIEeMy KOHTPOJI HEOOXOAMMBIC U JIOCTATOYHBIC Oalibl
JUISL BLICTABJIEHUS OLIEHKU aBTOMATOM®;

- 00y4aroNIMiics 3HaeT, TOHUMAECT OCHOBHBIC TIOJIOKECHUS TUCIUILTUHBI, JEMOHCTPUPYET
yMEHHUE MPUMEHATh MX VIS BBITIOJHECHUS 33J]aHHs, B KOTOPOM HET SIBHO yYKa3aHHBIX CIIOCOOOB
peleHus;

- 00y4YaroLIUiicsS aHATU3UPYET AIIEMEHTHI, YCTAHABIMBACT CBS3H MEXIYy HUMH, CBOJUT HX
B €IMHYIO CUCTEMY, CITIOCOOEH BBIJIBUHYTH HJICI0, CIIPOEKTUPOBATh M MPE3EHTOBATH CBOM MPOEKT
(petenue);

- OTBET 00YYaIOIIErocs Mo TEOPETHUECKOMY U MPAKTHUECKOMY MaTepHally, COJepKaleMycs
B BOMNpOCAX OHK3aMEHALIMOHHOTO Ouiera, SBISETCS TOJIHBIM, U YIOBIETBOpPSET TpPeOOBAHUAM
MPOrPaMMBbI AUCHUTUIHHBI;

6 KommgectBo n YCII0BUA MOJYYCHUS H606X0,Z[I/IMLIX 1 JOCTAaTOYHBIX JJIS IMOJTYYCHUA aBTOMATA 0asioB OIPCACITICHbL
IlonoxeHnnem o cucteme ((KOHTpOJ'IL YCIICBAaCMOCTH U peﬁTHHl" 06yqa}01111/1xc>1»



- oOyuarommiics TPOAEMOHCTPUPOBAT  CBOOOJHOE  BJIAJCHHE  KOHIENTYAJIbHO-
MOHATUMHBIM  aIllapaTOM, HAY4YHbIM S3BIKOM M  TEPMHHOJIOTMEH  COOTBETCTBYIOILIEH
JMCIUTUINHBI;

- Ha JIOTIOJTHUTEINIbHBIE BOTIPOCHI MTPETo1aBaTelisi 00yJaronuiicst 1ajl IpaBUIbHBIE OTBETHI.

Kommereniust (1) wim ee 4actb (1) chOpMHUPOBAHBI Ha BBICOKOM YPOBHE (YpOBEHH 3)
(cM. Tabm. 1).

Omuenka «xoporiioy (61-80 0ansioB) BeICTaBIISAETCS 00YUAIOIIEMYCSI, €CITH:

- 00y4aromMiicsl 3HAeT, IOHUMAET OCHOBHBIE MOJIOKEHUS TUCIUTUIMHBL, IEMOHCTPUPYET
YMEHHE MPHUMEHATh UX JUIS BBIIIOJHEHHS 3a/laHMsl, B KOTOPOM HET SIBHO YKa3aHHBIX CIIOCOOOB
peleH s, aHAIM3UPYET IEMEHTHI, YCTAaHABIMBACT CBSA3H MEXKy HUMU;

- OTBET 10 TEOPETHYECKOMY Marepuaily, COJAEp)KalleMycs B  BOIpOcax
9K3aMEHAIIMOHHOTO OWJIeTa, SIBISETCA IOJHBIM, WM YaCTHYHO TIIOJHBIM W YJOBIETBOPSET
TpeOOBaHMUSAM TPOTPAMMBI, HO HE BCET/Ia JIAeTCsS TOYHOE, YBEPEHHOE M apryMEHTHPOBAHHOE
W3JI0KEHHUE MaTepHuaa;

- Ha JIOTIOJTHUTENIbHBIE BOTIPOCHI IIPETIOIaBaTeNsl 00YJatOUIHACs all PaBUIIbHBIC OTBETHI;

- oOydJaromuiicss TpOJAEMOHCTPUPOBAT BJIAJCHHE TEPMHHOJIOTHEH COOTBETCTBYIOIICH
JVCTIMTUTAHEL.

Komnerenius (1) unu ee yacth (1) copMupoBaHbl Ha CpeAHEM YpOBHE (YPOBEHD 2) (CM.
Tabm. 1).

OreHka «ynoBaeTBOpUTebHO» (41-60 6amioB) BEICTABISETCS 00YUarOMEMYCs, CCITH:

- oOyyaromuiicsi 3HaeT W BOCIPOW3BOIWT OCHOBHBIC ITOJIOKEHHS JUCIHUIUTAHBI B
COOTBETCTBUHU C 3aJ]aHWEM, NMPUMEHSET WX JUIsl BBITIOJHEHUS THIIOBOTO 3aJaHUs B KOTOPOM
OYEBHJIEH CTIOCO0 pEelleHus;

- oOydarmuiicss TPOJEMOHCTPUpPOBaT 0a30BbIe 3HAHUS BAKHEUIIHUX Ppa3/ieiioB
JTUCHMIUTMHBI U COJIEp>KaHus JEKIIMOHHOTO Kypca;

- y oOyuaromerocs HMEIOTCS 3aTpyJHEHHs] B HUCIOJb30BaHUU HAYYHO-MOHSITHHHOTO
anmnapara B TepMHUHOJIOTHHU Kypca;

- HECMOTpsl Ha HEJAOCTAaTOYHOCTh 3HAHUN, OOy4alomMiicss HMeeTcs CTpeMJIeHHE
JIOTUYECKH YETKO MOCTPOUTH OTBET, YTO CBHJETEIHCTBYET O BO3MOKHOCTH TMOCJIEAYIOIIETO
0oOy4eHHs.

Kommnerenrus (u) v ee yacts (1) chopMHpOBaHbI Ha 6a30BOM ypoBHE (YpOBEHH 1) (cM.
Tabm. 1).

OrneHKa «HEYJTOBJICTBOPHUTENIBbHO» (MeHee 41 Oama) BBICTaBISETCS OOydYaroIIeMycs,
€CIIU:

- oOyuvaromuiics UMeeT MPEJICTaBICHUE O COJACPKAHUU TUCIUILIUHBI, HO HE 3HAeT
OCHOBHbIE TOJIOKEHUS (TEMbl, pa3fesia, 3aKOHa U T.l.), K KOTOPOMY OTHOCUTCSl 3a/laHue, He
CHOCOOEH BBIMOJIHUTH 3a/laHUE C OYEBHMJHBIM pEHICHHEM, HE BJIaJieeT HaBbIKAMH HaXOJUTh
CTpaTEernuecKoro aHajin3a, pa3paboTKU U OCYIIECTBICHUS CTPATErUH OpPraHu3alluu;

- y oOyuarolerocss UIMEITCs CYIIeCTBEHHbIE MPOoOebl B 3HAHUHM OCHOBHOTO MaTepuaia
0 TUCIUIUINHE;

- B IpoIllecce OTBETA M0 TEOPETHUYECKOMY MaTepHally, CoAepKalieMycs B BOIIPOcax
9K3aMEHAlMOHHOTO OMeTa, TOMYIIeHbI MPUHIUITHAIBHBIE OIIMOKY MTPH U3JI0KEHUU MaTepuaa.

Komnerenmus(u) wim ee 9acth (1) He cPOPMUPOBAHBI.

1.3. MeTogu4eckne MaTepuaJbl, ONpeAesONye NPoueaypbl OHeHUBAHUS 3HAHUH,
YMeHHii, HABBIKOB U (MJ1M) ONbITA AeSITeIbHOCTH

OneHuBaHuEe  pe3yabTaToB OOy4YeHHs CTYACHTOB 1o  aucuuruinHe«CepBHUCHAs
JESATEITBHOCTBY OCYIIECTBIISICTCS 110 PErJIAMEHTY TPOMEKYTOYHOM aTTECTaIHH.

@DopMBI TPOMEKYTOUHOTO KOHTPOJISI 3HAHUI:

- yctHbIH ompoc (YO);



- npaktuyeckue 3aaanus (113);

[IpopaboTka KOHCIIEKTa JEKIMH 1 Y9eOHON JTUTEepaTyphl OCYIIECTBISETCS CTYACHTAMH B
TEYEHHUE BCETO CEMECTpa, IOCiIEe W3ydyeHUs HOBOM TeMbl. [lepeueHb BONIPOCOB JUIsl YCTHOIO
ompoca ormnpeneneH coaep:kanuem Tembl B PIIJI M MeTOAMYECKHMMH pPEKOMEHIALMSMH [0
U3YYEHHUIO TUCLHUIUIMHBIL.

Texkymuii KOHTPOJIb B CEMECTPE MPOBOJUTCS C LENbi0 OOECHeUeHUs: CBOEBPEMEHHOMN
00paTHOM CBs3HU, ISl KOPPEKIUU 00YIeHUs], aKTUBU3ALUN CAMOCTOSTEIbHONH PadOTHI CTY/IEHTOB.
Pesynbrarhl TeKyiiero KOHTPOJS MOJBOIATCSA MO MIKale OalIbHO-PEUTHUHTOBOM CHCTEMBI,
peanusyemoint B JAI'TY.

3amura NpakTUYECKUX 3a/laHui MPOU3BOAUTCS CTYIEHTOM B JIEHb WX BBIIOJHEHHS B
COOTBETCTBUHU C IUIaHOM-TpadukoM. llpenogaBarens mpoBepsSieT MPaBHIBHOCTH BBITOJIHEHHUS
[IPaKTUYECKOIO 3aJaHUsl CTYAEHTOM, KOHTPOJUPYET 3HAHUE CTYAEHTOM IPOMIEHHOTrO
MaTepuaia ¢ MOMOUIbI0 KOHTPOJIbHBIX BOIIPOCOB WM TECTUPOBAHMUSL.

OneHka KOMIETEHTHOCTH OCYILLIECTBIISIETCS CIENYIOIIMM 00pa3oM: B IMPOLIECCE 3alllUThI
BBISIBJISIETCS MH(OPMALIMOHHAsE KOMIIETEHTHOCTh B COOTBETCTBUHM C IPAKTHMUECKUM 33JaHUEM,
3aTeM IpernojaBaTesieM JaeTcs KOMIUIEKCHAs OLEHKA AEATEeIbHOCTU CTYCHTA.

BbICOKyI0 OLIEHKY MOJy4aroT CTYAEHTHI, KOTOpble NpHU MOATOTOBKE Marepuana s
CaMOCTOSITEJIBHOM PabOThl CyMeNIM CaMOCTOSITEIbHO COCTaBUThH JIOTMUECKUW IJIaH K TeMe M
peanM3oBaTth €ro, cobpaTb JIOCTaTOYHBbIM (aKTUYECKHIl Marepual, T[OKa3aTb CBA3b
paccMarpuBaeMoOil TeMbl C COBPEMEHHBIMM MpoOiieMaMH HaykKd H  OOIecTBa, Co
CHEIHAIbHOCThIO CTYJEHTa M KaKOB aBTOPCKUN BKIJIAJ B CHCTEMAaTH3alUIO, CTPYKTYpUPOBaHUE
Marepuana.

OneHka KauyecTBa IMOJAIOTOBKM Ha OCHOBAHMU BBITIOJIHEHHBIX 3aJlaHUl  BeeTcs
npenogaBaTessiM (¢ oOCYyKJIEHHEeM pPe3ylbTaToB), Oayulbl HAYUCISIOTCS B 3aBUCUMOCTH OT
CJIO’KHOCTH 3aJJaHUsl.

HTOoroBblii KOHTPOJIL OCBOCHUSI YMEHHUS U YCBOCHHBIX 3HAHUW AUCHUIUIMHBI «CepBUCHAsS
NESATENBHOCThY» OCYLIECTBISIETCA B IPOLIECCE MPOMEXKYTOUHOM aTTECTallMd Ha 3K3aMEHeE.
VYcnoBueM J0MycKa K SK3aMEHY SIBIISIETCA MOJIOKUTENIbHASI aTTECTAlUs 10 BCEM MPAKTHUYECKUM
paboTtam y4eOHOM AMCUUIUIMHBI, KIIOUYEBBIM TEOPETUUECKUM BOTIPOCAM JTUCIIUTUIMHEI.

2. KoHTpoJbHBbIe 321aHus (1eMOBEPCHH) /1JIs1 OLleHKH 3HAHUIi, yMeHH i, HABBIKOB U
(M1H) OMBITA 1EATEJILHOCTH, XapaKTEePU3YIOIIUX 3Tanbl (OPMUPOBAHUA
KOMIIETEeHIIMi B mpolecce 0CBOeHNsI 00pa30BaTe/IbHOH NMPOrPaMMBbl

2.1. 3agaHus IS OlleHMBAHUS Pe3yJbTATOB 00yUYeHHsl B BUjie 3HAHU I

Bomnpocsl 1J1s1 yecTHOr0 onpoca (10Kj1aaa, coOo01eHuns )

1. Tpanchopmanuu B chepe obcnyxkuBanus B XVIII B.

2. Ocobennoctu pa3Butus cdepsl cepBuca B XIX B.

3. OcCHOBHBIE XapaKTepUCTUKHU cepbl ObITa U yciyr Hadyaiga XX B.

4. OcobenHoctu pa3BuTHs chep cepBHca 3a pydekoM

5. Hctopuueckue (akTopsl, OnpeaeauBIINe CIEHUPHUKY POCCHIICKOIO cepBuca.

6. [IpoGnemsl, ¢ KOTOpBIMU CTalKuBaeTcs Poccus Ha MyTH K CEPBUCHOMY
oO11ecTBy.

7. CooTHOlIeHNEe MOHATUI «CEPBUCY, «OOCITY)KUBAHUE» U «YCIIyTay.

8. CepBHcHas JeATENbHOCTh KaKk 0c00as pasHOBUAHOCTD JIESATEIBLHOCTH YEJIOBEKA.

9. [ToHsITHE «KOHTAaKTHON 30HBD» B CEPBUCHOU NIESATEIHHOCTH.

10.  IlonsTHe ycimyru, OCHOBHbIE XapaKTEPUCTHKH YCIYT.



11.
12.
13.
14,
15.
16.
17.
cepBuca
18.
19.
20.
21.
22.
23.

Ycenyru B 00IIecTBax APeBHETO MUPA.

Ycnyru B cpenHeBeKOBOM oOmiecTBe 3amanHoit EBporbl.

VYcnyru u cepBUCHas AeSITENbHOCTh B 00mecTse HoBoro BpemeHu.

VYcinyru U cepBUCHas AEATEILHOCTh B COBPEMEHHOM MUDE.

Ponb cuctemsr o6pa3oBanus B (OPMUPOBAHUH CIICIUATUCTOB c(hepbl cepBuca
Crnenuduka nperocTaBIeHUs CEPBUCHBIX YCIYT B TypH3ME.

JlenoBoe oOmieHne B nMpo(hecCHOHAIBHON JIesATeNIbHOCTH paboTHUKA cepbl

ConmanbHO-KYIbTYPHBIH CEpBHC, KaK BUA MPOPECCHOHATBHON IEATEIbHOCTH
TpaHCTIOPTHBINA CEPBUC, KaK BHJ MPOPECCHOHATBHON NEATEITHBHOCTH
TexHONOTHUECKUIT CepBHUC, KaK BUA MPOPECCHOHATBHON NEATETHLHOCTH
WNudopmanioHHbIi cepBHC, KaK BHJ MPO(ECCHOHAIBHONW JEATEIIbHOCTH
Cdepa 6biTa 1 yeayr B Poccun B XVIII B.

OcoOenHoctu pa3BuTus cdepsl ObiTa U ycnyr B Poccun B nepBoii nojgoBuHE

XIX B. — maganme XX B. (70 1917 r.)

24,
25.
26.
1980-x rr.
27.
28.
COCTOSIHHE.
29.
30.
31.
32.
33.
34,
JNEATENBHOCTH.
35.
36.
37.
38.
NEATENBHOCTH.
39.
40.

Pazputne cdepsl ObiToBBIX yeryr B nepuoxa ¢ 1917 — 1939 rr.
Cdepa Obita u yenyr B 1940 — nepBoit monosune 1960-x rr.
Pa3zBuTHe coBerckoro cepuca Bo BTopoi mosiopuHe 1960 — mepBoii mosioBuHE

PasButHe cOBETCKOTO cepBHCa B TOJIbI NEPECTPONKH.
Passutne cepsuca B Poccun B 1990-e — Hauanmo XXI B, coBpeMeHHOE

Buabl coBpeMeHHOTO cepBHCa U MOAXOIbI K €r0 OCYIIECTBICHHUIO
PazButHe cepBuCHOI AEsATENBHOCTH B chepe Typusma.

3HaueHHE CEpBHCA B peayiM3aIlui MOTPeOHOCTEH JTMYHOCTH.

KauecTBo yciyr ¢ Touku 3peHHUs HOTpeOuTes

Hctopuueckuii onbiT Poccun B pa3BuTUM cepBuUCaA.

OO6bekTuBHasE 00YCIOBIEHHOCTh BO3HUKHOBEHHS U PAa3BUTHUSL CEPBUCHOM

BrusiHue cepBuca Ha COIMAIBHYIO CpPELy.

Pexnama kak BUJ CEpBHCHOUN IEATEIBHOCTH.

MeTopl COBEPIICHCTBOBAHUS CEPBUCHON JCATEIHHOCTH.
CoumanbHble MPEANOCHIIKA BOSHUKHOBEHUS U Pa3BUTHS CEPBUCHOM

CepBuc Kak cuctema obecriedeHuss KOM(POPTHON KUZHEACATEIILHOCTH JIFO/ICH.
Cdepa cepBuca Kak croco0 yA0BJICTBOPEHHUS OOIIECCTBEHHBIX MOTPEOHOCTEH

Kpumepuu oyenusanus ycmuozo onpoca (0oxknaoa, coodujenus):
MaxkcumanbHas olleHKa — 5 0aJuIoB.
5 OamioB - CTaBUTCSA, €CIM CTYICHT: TOJHO M AapryMEHTHUPOBAaHO OTBEYAET IO

COACPIKAHUIO

BOIIpOCa; 06Hapy>KI/IBaeT IIOHUMAaHHUE MaTcprala, MOKCET 000CHOBATh CBOH

CYXXKACHHUA, NPUMCHHUTb 3HAHHA HaA IPAKTHKE, IPUBECTU HCO6XO,I[I/IMBIe IIPpUMCPLI; HU3Jaract
MaTcpurall oCjaCaA0BaTCJIbHO U IIPABUJIBHO, C CO6J'IIO,Z[CHI/I6M HCTOpH‘ICCKOﬁ u XpOHOJ'IOFH‘lGCKOﬁ
IIOCJICIOBATCIBHOCTH,

4 Gamna - CTaBUTCs, €CJIU CTYACHT Aa€T OTBCET, YI[OBJ'IGTBOprIOH_[I/Iﬁ TEM XKC Tpe6OBaHI/I$IM,

HO JIOTYCKaeT
3 Gamn

1-2 OIJ_II/I6KI/I, KOTOPBIC CaM KC UCITPABIISACT.
a - CTaBUTCH, CCJIN CTYACHT O6H8.py>KI/IBaeT 3HaAaHHUC WM INOHHUMAaHHMC OCHOBHBIX

MOJOKEHUM HAHHOTO 3alaHus, HO H3JIara€t Marepual HCIOJIHO W OOIYCKACT HETOYHOCTU B

OmpeeNeHUN
JI0Ka3aTeJIbHO

HNOHATHH WU  (HOpMYIMPOBKE NpaBWII; HE YMEET JOCTaTOYHO TIIIyOOKO H
00OCHOBaTh CBOM CYXJEHHUS M NPHUBECTH CBOM IMPHUMEpHI; M3JaraeT Marepual

HCMIOCJICAOBATCIIBHO U JOITYCKACT OIIINOKH.



1-2 OQamma - cCTaBUTCS, €COM CTyAEHT OOHApy)KMBaeT HE3HAHHE OTBETa Ha

COOTBETCTBYIOIIEE 3a/IaHUE, JIOIYCKAaeT OIMMOKM B (OPMYIHMPOBKE OIpPEACICHUH M TpaBui,
HCKaXKAIOIUE UX CMBICI, OECHOPSIIOYHO U HEYBEPEHHO U3J1araeT MaTepuall.

ogakrwnE

BOl'lpOCI)I K 3K3aMEHYy
«Ceancnaﬂ JACATCJIBbHOCTDB»

CepBuc, Kak 0coObIi BUJ JESITEIBHOCTH

CepBucHas 1eATeNbHOCTh: IOHATHE, 3a7a4, PYHKLIHH.

CooTHoIIEHNE IOHATUN «CEPBUCY, «OOCITYKUBAHUE» U KyCIIyTay.

Ponb cepBuCHOM A€SITENBHOCTU B COLIMATIBHO-IKOHOMUYECKOM KU3HU CTPAHBI.
VYcenyra kak crienuduyeckuil NpoayKT CEpBUCHOM esiTeIbHOCTH. Bubl ycyr.
VYcenyra kak moJie3sHoe IeHCTBHE, €€ colManbHas pojb. BUIbI yCIIyr Mo NpUHIHAITY

BCIICCTBECHHOCTH, HCBCIICCTBECHHOCTH

7.
8.
9.

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

[Tonstre yenyru. Knaccudukanust ycnyr no (pyHKIHOHAIBHOM HAIllPaBJI€HHOCTH
Bupl cepBUCHOM IEATEIBHOCTH IO OTPACIEBOM MPUHAITIEKHOCTH

Bunei cepuca no I''A. ABanecoBoit

[lo3umoHnpoBaHe CEPBUCHBIX YCIYT

Pa3BuTHe cepBuca B MUPOBOM HCTOPUYECKOM ITPOIECCE

Pa3ButHe cdeprl ycayr U cepBUCHOM IEATEIBHOCTH B POCCUHCKOM 00I1IeCTBE
O01as XxapaKTepUCTUKA COLIMATIbHO-KYJIBTYPHOT'O CEpBHCA

OO01as XxapaKTepUCTUKA TEXHUYECKOTO U TEXHOJIOTMUECKOT0 CepBHCa

CepBucHas 1eATeIbHOCTb KaK CIIOCO0 YAOBIETBOPEHHUS MOTPEOHOCTEN MOTpeOUTENS
[TonsiTHe «oOcCTyKMBaHUS» B CEPBUCHOM JIEATEIILHOCTH

@DopMbI U METOABI 0OCTYKUBAaHUS HACETICHHUS.

[ToHATHE «KOHTAKTHOW 30HBI» KaK Cepbl pean3aii CEPBUCHON IeATETLHOCTH.
TexHonorus peain3aluv CEpBUCHON IEATEIBHOCTH B KOHTAKTHOM 30HE

@DaKTOpBI, BAUAIONINE HA TIOKYATEIbCKOE TIOBEICHUE

[Ipouiecc mpuHATHS peleHus NOTpeOuTeNeM: celu(ruIeckue aceKThl MOKYIKH yCIIyT
[ToTpeOuTenu yciyr: TUIIOJIOTHYECKNE XapaKTEPUCTUKU U CEPBUCHOE MTOBE/ICHUE
CepBucHO€E B3aMMOJCHCTBHE B IIPOLIECCE NIPENOCTABICHUS YCIYyT U

KoHuuKThI B cdepe cepBrca U UX pa3pelieHHe.

MapKeTHHIOBbIE KOMMYHUKALIMY B CEPBUCHOM AEATEIBHOCTH.

Kynbrypa cepBuca u 3THYECKHE OCHOBBI CEPBUCHON JEATEIbHOCTH.

CepBuCHas A€ATEIBHOCTb: IOHATHE O CTUJIE OOCITYyKUBaHH IOTpeOuTENei, OCHOBHbBIE

MpaBuiIa 00CTy)KHUBaHUSI.

28.
29.
30.
31.
32.
33.
34.
35.
36.
37.
38.
39.
40.
41.
42.
43.

[IpodeccrnonanpHbIe CITIOCOOHOCTH paboTHHKA cephl cepBHUCca

MoTtuBalys qesiTeIbHOCTH paboTHUKA cepbl cepBrca

[lepconan, kak OCHOBHOE 3BEHO B CEPBUCHOM JIESATEIHLHOCTH

YcnoBust U cpeacTBa Tpy/ia CrienuanucTa cepsl cepBuca.
[TpodeccronaibHO-3HAYMMBIEC Ka4eCTBA U CBOWCTBA CIeMAaINCTa chepbl CepBUC
TpeboBanus moTpeduTeNeH K NpeanpusTusM chepbl cepBuca.

Oco0eHHOCTH MPEIOCTABIICHUS! CEPBUCHBIX YCIYT B TYpU3ME.

Typucr, kak moTpeOUTENb yCayT, GaKTOPhl, BIUSIONIME Ha BEIOOP OT/AbIXA
Oco0eHHOCTH TTPEIOCTABIIEHHUSI CEPBUCHBIX YCIYT B TOCTUHUIIAX.
XapakTepucTUKa MOCIEnPOJa)KHOTO CEPBUCHOTO 00CTYKHBaHUSI.
XapakTepucTuKa CEpBUCHOM AEITETLHOCTU B chepe A0cyra.

CepBucHas 1eATeNbHOCTh B PECTOPAaHHOM OM3HECE.

Oco0eHHOCTH TTPEIOCTABIIEHHUSI CEPBUCHBIX YCIYT HA MPEINPHUITHIX aBTOCEPBUCA
Oco0eHHOCTH IPEOCTABIIEHHUS] CEPBUCHBIX HH(POPMAIIMOHHBIX YCITYT.

[ToHsiTHE «KauecTBa CEPBUCHBIX YCIYT)

@DaKTOpBI, OTPEAETSIONINE KAaUeCTBO YCIIYT.



44,  Cranpaptu3zanus B yIpaBJI€HUU KaYECTBOM YCIIyT

45.  OueHka KOHKYPEHTOCTIOCOOHOCTH CEPBHCHBIX YCIyT

46.  Ilepconan: mpaBwWia M OpraHU3aIvs 0OCITy>KUBaHHS TOTPEOUTENEH yCIIyT

47.  3HauyeHHE CEpBUCHOMU JESITEILHOCTH B YCIOBUSAX COBpEMEHHOM Poccum.

48.  Ilcuxosorn4eckue M OpPraHU3aluOHHO-TICUXOJIOTUYECKUE aCTIeKThl CEPBUCHOM
JEeATEITbHOCTH.

49.  CoBpeMeHHas KyJIbTypa CepBHCa: STHYECKHE U ICTETHUECKHE aCIIeKThl CEPBUCHOM
JEATEITbHOCTH.

50.  Cepsuc kak cucrema obecrieueHus: KoOM(POPTHON KUZHEACATEIBHOCTH JIIOICH.

2.2 3ajanus 1Jisl OLEHUBAHUSA Pe3yJIbTATOB B BH/Ie BJIaJeHUHii U YMEeHUH

HpaKTuqecm/le 3aJaHus
mo JTMCIHMIIJIMHE «CepBI/ICHaﬂ ACHATECJIbHOCTD»

1. CocraBpTe KOJEKC PEYECBOTO TIOBEACHHS CIICIUAINCTA COIHMATBHO-KYJIBTYPHOTO
cepuca. IIpm 3TOM mocTapalTech y4ecTb ICUXOJOTMYECKHH, 3THYECKUM, 3TUKETHBIA U
SI3BIKOBOM KOMTIOHEHTHI.

2. B pekmaMHOM areHTCTBE BO3HHKIIA CIICAYIOMIAs CHUTyaIus: HECBOCBPEMEHHOE
BBITIOJTHEHUE 3aKa3a Ha MOJUTpadUIecKyro MPOJYKIIUIO0 PEKIAMHOTO XapakTepa B THIOTpadun
BCJIC/JICTBHE TIOJIOMKH 00OpyaoBaHHs. [lOAroTOBRTE pedb, KOTOpAs CrIaJUT BO3HHUKIIYIO
KOH(DJIUKTHYIO CHTYAIlMIO0 C KIUSHTOM, ONMHUPAsCh HA MPHUHIIMITBI YTHKH U C UCIOJH30BAHUEM
PEYEBBIX STUKETHBIX (POPMYIL.

3. BeiOepure KOHKpETHBIE MPEeANPHUATHs chepbl CepBUCa PEalIbHO CYIECTBYIONIUE HA
peiake ycayr r.Bomromoncka. Ecnu Obl Bel pabGoTanu Ha JaHHBIX OPEIIPUATHSX, KaKUMH
crocob6aMu, METoJaMH, MEpaMH MPUBJICKAIH KINEHTOB K M0JIb30BAaHUIO HOBBIMU BUIaMU YCIIYT.

4. Yacro, moiydas Kakyl-TO YCIYry, MOTPEOUTENb MBITAETCS €IlIe «BBITOBOPUTHCS,
paccka3aTh 0 CBOMX NpoOiemax. A y MEHeI)Kepa B JJaHHBIM MOMEHT HET BPEMEHHU Ha JIMILIHUE
pasroBopsl. Kak OH MOCTYNUT B JaHHOM CHUTyalMu, 4TOOBI MOTPEOUTENS HE «OTIYTHYTb», HE
obuners ero?

5. Beimenure cdepbl mpakTHUECKON NEATETBHOCTH, C KOTOPhIMH OyaeT CBs3aHa
CEpBHCHAS JIEATEIILHOCTh B OyAyILIEM.

6. HM3noxute cBoro Touky 3peHus: «lloyemy emie 10 Havana MPeNOCTABIICHUS YCIYT'U
HEOOXOMMO BBISBUTH MOTPEOHOCTH TOTPEOUTEIISI.

7. llpuBenuTe mpuMepbl OPraHU3alUd KOHTAKTHON 30HBI HA MPEIIPUITHUSIX CEpBHCA T.
Boarononcka.

8. IIpemnoxure cnocoObl MOTUBALIMH MTOTPEOUTENEH TYPPUPMBI

9. [Ilpemioxute crnocoObl MOTHBALIMM TOTpeOUTENEH MPEANPHUATHS OOIIECTBEHHOTO
MUTaHUS

10. IIpemnoxxute criocoObl MOTHBAITUU TTOTPEOUTENICH TOCTHHHUIIBI.

11. Uznoxwurte TpeGoBaHUS K paOOTHUKY KOHTAKTHOMN 30HBI.

12. KakoBbl JeicTBHS ~ pabOTHHMKA cepBHCAa C  MOJOOHBIM  IOTPEOUTENIEM:
«IIEMOHCTPUPYET yBEpEeHHYIO (pOpMy MOBEIEHUs, OH MOXKET BCTYHaTh B CIOP C MEHEIKEPOM,
yMeeT apryMEHTUPOBATh CBOIO TMO3UIIMI0, MOXET TMPOSBIATH YIPSAMCTBO, HEIOBEPUYUBO
OTHOCHUTCSI K MeHeKepy. PasroBop o niene BeleT KECTKO, MBITAETCsA MPOU3BECTH BIEUATICHUE
Ha MEHeJKepa COOCTBEHHOW Ba)KHOCTBIO, CCHUTAETCS HA KOHKYPEHIIMIO U 3HAHWE CUTYyalluu Ha
PBIHKE»

13. KakoBsl nmelicTBUsA pabOTHUKA cepBUCa C MOJOOHBIM MOTPEOUTENEM: «CTapaercs
MePEeCTIOPUTh MEHEKepa, TEMOHCTPUPYET CBOM UCKIIOUMUTEIbHBIC 3HAHMS, CTapaeTcs HAy4HTh
ero paborte, xBacTaeTcs BIajJeHHEeM HWHGOpMAIMel, BBIABUTaeT HEYMECTHBIC BO3pPaXKECHHUS,
MBITAETCS YAMYUTH MEHEKepa B HEKOMIIETEHTHOCTH



14. KakoBbl JeiicTBUsi pabOTHHKAa cepBHCAa C MOJOOHBIM TOTPEOHTENIEM: «OYEHb
pasroBOPYMBLIM, 00Ja7aeT pPa3BUTHIM YYyBCTBOM IOMOpa, JOOpOKEIAaTeNeH, PacloJIOKEH K
KOHTAaKTy C MEHEKEPOM, JIETKO MAET Ha KOHTAKT, JIOCTaTOYHO JOBEPYMB, €rO JIETKO YOCIHTb,
MIPUBES BECKUE apTyMEHTBD

15. KakoBsI neiicTBus pabOTHUKA CepBHCa C TOJOOHBIM MOTPEOUTENEM: «3aCTCHUUBBIH,
MIOCTOSTHHO COMHEBAETCsl; MPOSIBIAET OECIIOKOWCTBO, MOJO3PUTEIBHOCTh, €My OBIBaCT TPYIHO
NPUHATH pelIeHHe, OH CKJIOHEH HCKAaTh HEIOCTAaTKH B TOBApe WM YCIyre, HaKe NPUHSIB
peleHne, COMHEBAETCS B €0 MPABHILHOCTHY

16. KakoBbl xgedicTBUs pabOTHMKA cepBHCa C NOJOOHBIM TMOTpeOUTENEM: «OOBIYHO
OTBEYAET Ha BOMPOCHI OJTHOCIIOKHO, JINOO0 BooO1Ie MOTUuT. Co3/1aeTCsl BlleYaTJI€HUE, YTO OH BCE
BpeMsi 0 YeM-TO JAyMaeT, MPOSBISAET 03a00UYE€HHOCTh BEIOOPOM, HEOOUTUTENEH, KPUTHYEH, YacTo
OTBEYAET BOIPOCOM Ha BOIIPOCH

17.  KakxoBsl aelicTBug paOOTHHKA cepBHCAa C MOJOOHBIM MOTPEOUTENEM: «HA KaXKI0€
Ballle MPEUI0KEHUE, TAKOW MOTPEOUTENh TOTOB MIPUBECTH MHOYKECTBO apryMEHTOB, TIOYEMY TOT
TOBAap WM yciayra eMy He moaxosatr. OH HEJTOBEpYMB, MOJIO3PUTENEH, CYUTAET, YTO €r0 XOTAT
00MaHyTh, HE JTIOOUT PUCK, JTIO0YIO TIEPEMEHY PACCMaTPUBAET KaK Yrpo3y; Yallle BCETO HACTPOCH
HETaTUBHOY.

18. KakoBel pelicTBUS pabOTHMKA cepBHCAa C MOMOOHBIM TIOTPEOHWTENEM: «JacTO
BCTYIAET B CHOPBI C MEHEDKEPOM, OBICTPO pa3IpakaeTcs, MPOSBISIET arpeCCHBHOCTD, JIETKO
BIIAJA€T B THEB, €ro Jjerko oomaetb. CKIOHEH K moOede r000H LEHOM, CYUTAETCS TOJILKO CO
CBOMM MHEHHEM»

19. KakoBwl JedicTBUS paOOTHHWKA CEpBHCA C IOJOOHBIM IMOTPEOUTENIEM: «BHJIHAT B
MEHeIDKepe, TPEKIe BCETO0 UYEIOBEKa, KOTOPHI MOXKET NMPUHECTH eMy MoJb3y. [loTpeburens
HACTPOCH KOHCTPYKTHBHO, 3aWHTEPECOBAH, PEIINTEICH, yBEpeH B ceOe, OpPHEHTHpOBaH Ha
npuoOpeTeHue ToBapa WM yciayru. B mporiecce B3aMMOJEHCTBUS ¢ MEHEIKEPOM OH 3afaeT
BOIPOCHI O KOMITAHUH, TIPOAYKTE, YCIYTe, MPOSIBISIET YMEHUE CITYIIATh.

20. Cnpoc Ha TypUCTCKHE M TOCTUHHYHBIE YCIYTH MOJBEPKEH CE30HHBIM KOJICOaHUSIM.
[Ipennoxure, KakuM 0Opa3oM CHHU3UTH ATOT ()AaKTOp B LIEHTPax 3aropoJHOTO OTIbIXa T.
BoaroagoHcka.

21. KiMeHT roCTHMHMIIBI BbIPAa3WJl HEAOBOJIBCTBO MPENIOCTABICHHBIM HOMEPOM, TaK Kak,
[0 €ro MHEHUIO, OH HE COOTBETCTBYET TpeOoBaHUS K KaTeropuu Homepa. CorjacHO JOroBOpPY
KIIMEHT ObLT pasMelleH B HoMep KJlacca «alapTaMeHT», OJJHAKO ILIOMAIb ero cocTaniseT 30 M2,
OTCYTCTBYET 3JIEKTpHUEcKas IJIUTa JUIsl MpUroToBieHus numu. [Ipas au knuent?

22. KakuMu pecypcamu, TMO3BOJISIOUIMMU pPa3BUBaTh CEpBHUCHYIO cdepy, obmamaer
PocToBckas o6acts

23. OOwscuute BeipakeHue B. Jlans «Ycayra, 4To xi1e06-CoJib: 1e710 B3aUMHOEY.

24. BpiOepute KOHKpETHbIE MpEeAnpusaTHs chepbl cepBUca pealibHO CYHIECTBYIOIIHUE Ha
peiake yeayr r.Boaromoncka.llpemioxure MeponpusaTus, KOTOPbIE MOTYT MO3BOJIUThH MMOBBICUTD
KayeCTBO MPEIOCTABISIEMbBIX YCIIYT.

25. Chopmynupyiite mpaBuiia, KOTOPBIM CIEIyeT MPHUAEPKUBATHCS MPH padoTe C
)anobaMu moTpeduTenen.

Kputepuu oneHku:

«5» (OTJ'II/I‘-IHO)I BBITIOJIHCHBI BCC 3aJJaHUA HpaKTquCKOﬁ pa6OTBI, CTYACHT YCTKO U 0e3 omunoboK
OTBCTUJI Ha BCC KOHTPOJIbHBIC BOIIPOCHI.

«4» (XOpOI_HO)Z BBITIOJTHCHBI BCC 3a1aHUA HpaKTH‘leCKOﬁ pa6OTBI; CTYACHT OTBCETUJI HA BCC
KOHTPOJIBHBIC BOIIPOCHI C 3aMCHYAHUAMU.

«3» (y,[[OBJICTBOpI/ITeJIBHO)Z BBITIOJTHCHBI BCC 3aIaHUA HpaKTquCKOﬁ pa6OTBI C 3aMCUYaHUAMU,
CTYACHT OTBCTUJI Ha BC€ KOHTPOJILHBIC BOIIPOCHI C 3aMCUYAHUAMMU.

«2» (He 33‘-ITCHO)Z CTYACHT HEC BBITIOJIHUII UJIX BBITIOJIHUJI HCIIPABUIIBHO 3aJaHUA HpaKTHqCCKOﬁ
pa6OTBI; CTYACHT OTBCTHUJI KOHTPOJIbHBIC BOIIPOCHI C OIIMOKAMH WJIM HE OTBETUII HA
KOHTPOJIBHBIC BOIIPOCHI.



Otuer paccmaTpuBaeTcss Kak KpUTEPHUH OLIEHKM TOJBKO IIPHU BBINOJHEHUU CTYIEHTOM
NpakTU4ecKoi paboThl. CTyIEHT He JONMYCKaeTcs K 3alluTe NpaKTH4YecKoil paboTbiOes ee
BBIIIOJIHEHUS.

2.3 TunosBble IK3aMECHAIIMOHHBIC MaTE€PHAJIbI

[Ipumep 3x3aMeHAITMOHHOTO 3aaHus IO JucHUIITHHE «CepBUCHAs JEATEIHLHOCTHY

P
(IITY)
MunuctepctBo 00pa3oBanus u Hayku Poccuiickoit deneparnun
denepanbHOE TOCYIAPCTBEHHOE OI0KETHOE 00pa30BaTEIBLHOE YUPEKICHUE
BBICILIETO 00pa30BaHUs
«IOHCKOU T'OCYIAPCTBEHHBII TEXHUYECKUN YHHUBEPCUTET»
®akynpTeTTeXHOJIOTUH U MEHEDKMEHT
Kadenpa ConnanbHO-KyIbTYPHBIA CEPBUC U TYMAaHUTAPHBIE TUCITUTLIMHbI
Hucunnnuna CepBUCHas AEATEIBHOCTD
BUIET Nel
Ha 201 /201 yueOHbIi roj
1. CepBuc, kak 0coObIil BU IEITEITHHOCTH
2. Kynbrypa cepBuca 1 STHYECKHE OCHOBBI CEPBUCHON JICATCIIEHOCTH.

3. [IpakTrdeckoe 3a1aHue.

3aB.kadenpoit B.U. Ky3nernon
( moarmuce) (®.1.0.) (mata

Memoouxa @opmuposanus oyeHKU U KpUMEpUU OYEHUBAHUSL NPOMENCYMOYHOU
ammecmayuu (9K3aMeH): MAKCUMAaJIBHOE KOJIMYECTBO OAJIIOB TPH MTOJTHOM PACKPHITUH BOIIPOCOB
Y BEPHOM PELICHUH MPAaKTUIECKOH 3a/1aun Ousera:

1 Teopetnueckwnii Bonpoc (1 yposens) -10 6annos;

2 TeopeTH4ecKuil Bonpoc (2 yposens) -15 6amnos;

3 mpaktuyeckas 3agada (3 yposenn) -25 6aos;

Uroro: sx3amen — 50 6amios.

CTpykTypa OLIEHOUHBIX MaTepuajioB (OLIEHOYHBIX CPEJCTB), MO3BOJIAIOIIUX OLEHUTDH
YpOBEHb KOMIIETEHIMH, CPOPMHUPOBAHHBIA y OOYYArOMIMXCS MPU HU3YyYCHUH IUCHUTIIMHBI
«CepBHCHas IEATEIBHOCTHY MpPUBEJICH B Ta0HIIE 4.



Tab6numa 4 - OneHoYHbIe MaTepualbl (OIIEHOYHBIE CPEJCTBA) MO IUCIUILIAHE
«CepBuUCHas 1€ATEITLHOCTHY

Kommeren

OneHouHbIe CpeJICTBA

OneHouHbI€ CpesicTBa

OneHouHbIE CPEICTBA

3HaThb TEKYITUH HPOMEIKYTO YMmers TEeKYyLUN HPOMEXKYTO Bnanets TEeKyIUI HPOMENRYTOH
st YHBIN YHBIN HBIN
KOHTPOJTb KOHTPOJTb KOHTPOJITh
KOHTPOJTb KOHTPOJITb KOHTPOJTb

OIIK-2 |OIlK-2.1 3naet|He Bompocer k|OINIK 2.2 VYwmeer|He Bompocer  k|OIK 2.3|He Bompocer  k

OCHOBHBIE METOJIBI|IPEAYCMOT [9K3aMeHy |ompenenats 1enu ujnpexycmoTp| YO, I, C.  |Bmageer MPEyCMOTPE | TPAKTHYECKO

u MIPUEMBI| pEH Ha|Nel-50 3a/la4d  yIpaBJICHUs| €H Ha|[IpakTrnueck |MeToqamu H Ha 3a04HOM| i1 paboTe

IIJIJAHUPOBAHUS, 3a04YHOM CTPYKTYPHBIMH 3a04YHOM V€ 3aJIaHUs|KOHTPOJIS dopme Ne 1-25

OpraHu3aIu, dhopme TOIPa3ACIICHUSIMHU dbopme Ne 1-25 JEATETLHOCTH 00y4eHUs 3a/IaHust K|

MOTHBAIIUU n|00yJYeHus MPEanpusATH  cepbl| 00yIeHUs TPEIIPUSTHHA MPaKTUIECKA

KOOpAMHAIIH cepBuca WM JPYTHUX (mozmpaszaeneHuit) M 3aHATUAM

EeATEHLHOCTH chepax, B KOTOPBIX MpEANPUITHI 1,2,3,4,5,6

MPEANPUSITHI HE0OXO MO chepsl  cepBuca

(monpaznencHuin) OCYIIIECTBIICHUE WIn IPYTUX

MPEANPUSITHI CEepPBUCHOM chepax, B

cdepsl cepBuca NeSTEeNbHOCTH, YMEeT KOTOPBIX

WIH JIpyrux OLICHUBATh HE00X01UMMO

cdepax, B KOTOPbIX coJiepxKaHue OCYILECTBIICHUE

HE00X01UMO OCHOBHBIX CEpBUCHOM

OCYIIECTBIICHHE IICUXOJIOTHYECKUX NeSITebHOCTH,

CEepBUCHOM 0coOeHHOCTeH BJIaJieeT

NeATelNbHOCTH,  a notpeouTerns, ero HaBbIKAMHU

TaKXe CoJep)KaHue TpeGoBaHU npu paboThI B

OCHOBHBIX OpraHu3auu KOHTAKTHOM

IIPOLIECCOB CEpPBUCHOU 30HE,

OpraHu3aluu NeSITeIbHOCTH, OTBITOM  OIICHKH

cepBuca Ha UCIIOJIb30BaTh OCHOBHBIX

NPENPUATHH, CrocoOBbl U MICUXOJIOTUYECKU

MICUXOJIOTUYECKUE MEXaHU3MBbI X ocobeHHOCTeH

0COOEHHOCTH BBISIBIICHUS norpeburens B

noTpeouTens B noTpeOHOCTeH Iporecce




OrneHOYHBIE CPEACTBA OueHouHbI€ CpeicTBa OrneHOoYHBIE CpEICTBA
Komnieren . | IPOMEXYTO . | IPOMEKYTO . | OpOMEKyTOU
3HaThb TEKYIIUH p YT Ymeth TEKYIIUN P T Brnaners TEKYIIHUN p T
s YHBIN YHBIN HBIH
KOHTPOJIb KOHTPOJIb KOHTPOJIb
KOHTPOJIb KOHTPOJIb KOHTPOJIb
nporecce noTpeduTens B B3aUMOJICHCTBUS
CEPBUCHOM IIpoIIECCE  CEPBHCHOU B YCIIOBHSIX
JeSITEIbHOCTH JeSITEIbHOCTH KOHTaKTHOU 30HBI
[Ipumeuanue
* 6epercs u3 PII]]

** caava mpakTUYecKuX padoT, 3amuTa KypcoBoro npoekra, PI'P u T.1.




Kapra tecToBbIX 3a1aHUIT

Komnerennuss OIIK-2. CnocoGeH oOCyIIECTBIATh OCHOBHBIE (YHKIIMH YIPABICHHS
CEpPBHUCHOM AESATEIBbHOCTHIO

HMumukarop OIIK-2.3 Brageer MeTonamMu KOHTPOJS JAEATEIBHOCTH IPEIIPUATHHA
(moxpazaeneHuil) npeanpusaTHiA cepsl cepBrca WM Apyrux chepax, B KOTOPHIX HEOOXO0AUMO
OCYILIECTBIICHUE CEPBUCHON 1E€ATEIbHOCTH

JAucuunumna: CepBUCHas AESTEIBHOCTD
Omnucanue Tecra:

1. Tect coctoutr u3 70 3agaHuii, KOTOPbIE MPOBEPSIOT YPOBEHb OCBOEHHUS KOMIIETEHIIUI
oOyuatomerocs. [lpu TectmpoBaHWM KakaoMmy oOydaromemycs mpemiaraetcss 30 TECTOBBIX
3aJlaHui 10 15 OTKPBITOrO U 3aKPBHITOTO TUIIOB Pa3HbIX YPOBHEW CI0KHOCTH.

2. 3a mpaBUJIBHBIA OTBET TECTOBOTO 3aJaHUsl 00yJaronuiics nojay4daer | ycioBHBIN Oaml, 3a
HenpaBWiIbHbIM oTBeT — O OamnoB. Ilo OkOHYaHMM TECTHMpPOBAHMS, CHCTEMa aBTOMAaTHUYECKU
onpeeNsieT «3apab0TaHHbI UTOTOBBIA OaJI» MO TECTY, COTIACHO KPUTEPUSAM OLIEHKH

3 MakcumanbHas o0mas cymma 0ajuloB 3a BCE MpaBWIIbHBIE OTBETHI cocramiser — 100
0aoB.

4. TecT ycHemHo MpoOiAeH, eciiu OO0ydaromuiicss TpaBUuiIbHO OTBETHI Ha 70% TECTOBBIX
3amanuii (61 Gam).

5. Ha mpoxo’xJaeHne TeCTUpOBaHUS, BKJIIOYas OpPraHU3allMOHHBIH MOMEHT, 00y4aroluMcs
oTtBOJUTCS He Oojee 45 MunyT. Ha kaxkioe TecroBoe 3a1aHue B CpeHeM 1o 1,5 MUHYTHI.

6. OOyuarouiemMycs MpPeJOCTaBIsAETCS OJHA TMOMBITKA JJIs MPOXOXKAECHUS KOMIIbIOTEPHOTO
TECTUPOBAHUS.

Koan¢pukaropomrecTa 1o AMCHUIUIMHE SBISIETCS pasen padoueil mporpammsl «4. CTpykTypa U
CoJIepKaHue JUCITUTUTHHBI (MOTYIIS )
KoMmiuiekT TecToBBIX 3a1aHU I

3anaHus 3aKpHITOr0 THIIA
3ananus aJbLTEPHATHBHOIO BbIOOpaA
Buvibepume 00un npasunvrwiii omeem

IIpocrtsie (1 ypoBeHb)

Bapuant Nel

1. Kakue Tpu K/I110Y€eBbIX MOHATHS UCTIOJIB3YIOTCS MPH ONpeaeIeHUH CepBHUca:
A)omnpoc, mpodeccrnoHanr3M, Ka4eCTBO;

B)ycayra, cipoc, crienuaiucr;

B)aesiteJiIbHOCTB, NOTPEOHOCTH U YCJIYra.

2. Kakmue riaBHble (OpMBbI 4YeJOBEYECKOH [esiTeJJbHOCTH II0JIOKEHbI B  OCHOBY
KJIaccuGUKAIUM CEPBUCHOM /1eSITeIbHOCTH:

A)uccnenoBarenbckas;

b)noTpebutensckas (moap30BaTeNbCKast);

B)ueHHOCTHO-OpHEHTAIMOHHAS.

3. K 0CHOBHBIM yCJIyraM B FOCTHHUYHOM OHM3Hece He OTHOCUTCS:
A)OpoHNpOBaHHE HOMEPOB;

b)npuem u paszmenienue;

B)pacuet npu BbIe3 €.

4. K HanpaBJIeHH1I0 KOMMYHMKATHBHOM CEPBUCHOM 1eATEJIbHOCTH MOKHO OTHECTH:
A)pexinaMHble YCIYTH;



B)opranusanuio koHpepeHuuii, BHICTABOK, 1EPeroBOpoB, o01eHus B UnTepHere;
B)ncuxoauarnoctuky.

S. ®akTopHl, He BIUAOLINE HA PAa3BUTHE CEPBUCHOM AeATEJbHOCTH:
A)ypoBeHb pa3BUTHSI SKOHOMMKH U XO35ICTBEHHASI CHCTEMA;

b)Mopane 1 KynbTypHBIE TPaIULUH, CJIOKUBIIMECS B JAaHHOM OOIIECTBE;
B)oOmecTBeHHbIE CTPYKTYPbI: NOJUTHYECKHE NAPTHH.

6. B yem 3akJIr0uaeTcst HEOCA32eMOCTh YCJIYIH:

A)nporuecc npeaocTaBiIeHUsl U MOTPEOIEHUS YCIYT IPOTEKAET OJHOBPEMEHHO, U MOTPEOUTENN
SIBJISIOTCS HETIOCPEACTBEHHBIMHM YYaCTHUKAMHM 3TOT'O IIPOLiecca;

B)ycnyru He MOryT ObITH IPOTECTUPOBAHBI M OLIEHEHBI IIPEK/E, YEM MOKYNATEIb UX OIUIATUT;
B)onu Bo MHOrOM 3aBHCAT 0T KBaiu(puKkanuu paboTHUKA, €ro HHAMBUAYAJIbHO-
JIMYHOCTHBIX YePT M HACTPOCHHUSI.

Cpenne —cJio:kHbIe (2 ypoBeHb)

7. CocrosiHMe YeJI0BeKa, CKJIAAbIBAIOLIeeCs HA OCHOBE NPOTHBOPEYHUs] MEKIY UMEKIIHMMCH
U HeOOXOMUMBbIM (WJIM T€M, YTO KAKeTCs YeJ0BeKY He00X0AMMbIM) M NMOOYyxKIalollee ero K
AeSITeJIbHOCTH 0 YCTPAHEHHUI0 JAHHOT0 NPOTUBOPEYHS, ITO:

A)cmpoc;

b)notpebHOCTS;

B)moTuBanus.

8. OTiIMYUTENbHBIMM 0COOEHHOCTSIMM YCJIYT SIBJISIFOTCS:
A)Hepa3phIBHOCTh TPOU3BOJICTBA M MIOTPEOJICHUS YCIIYTH;
b)HecoxpaHsieMOCTh yCJyT;

B)ne3abbiBaeMOCTh yCITyT.

9. Moa meTogom uau GopMoii 00CTY;KMBAHUSA CileyeT MOHMMATh:
A)omnpeesieHHbIH CIIOCO0 NMPeI0CTABJIEHNS YCJIYT 3aKa34YNKY;
b)npenocrasnenue nundopmManuu KIHEHTY;

B)okazanue yciayru KIHeHTy.

10. CepBucHasi 1eSITEJIbHOCTb — ITO:

A)aKTHBHOCTB JIIO/Ieii, BCTYNAKIIMX B cienuuyeckne B3aUMOAeiiCTBUSA M0 PeaIn3aluu
001IIeCTBEHHBIX, ITPYNNOBBIX U HHANBUAYATBHBIX YCJIYT;

b)ynpasnenue npeanpusitueM cdepbl cepBrca (Harpumep, aBTOCEPBUCOM, OaHKOM);
B)npoaykr tpyna, nosie3nsiii 3pdekt koToporo BeIcTynaer B (hopme ToBapa.

11. Ycayra o0Jiagaer cijeaylOIIUMI Ka4eCTBAMHU:
A)CTOCOOHOCTh K XpaHEHHIO M TPAHCTIOPTUPOBKE;
B)HeoTneIMMOCTD OT CBOEr0 HCTOYHHKA;
B)Hen3MeHHOCTHIO KavyecTBa.

12. K HeKOMMep4eCKHM yCJIyraMm OTHOCHT:
A)yciyru npeanpusTuil Typu3Ma U OTAbIXA;
b)ycayru opranusanuii 001IeCTBEHHOTO MUTAHUS;
B)ycayru 6;1arorsopurtenbHbIX (pOHIO0B.

13. Hesblo cepBUCHOI JeATEJIbHOCTH SABJISETCS:



A)y10BJIETBOPEHUE YeJI0BeYeCKHX MOTPeOHOCTEN;
b)uccnenoBanue ppiHKa yCiyr;
B)npousBojictBo ycnyr.

14. KoHTaKTHOI1 30HOI He SIBJsIEeTCH:
A)30Ha peMOHTA OLITOBOM TEeXHUKH;
Bb)pabouee mecTo mapukmaxepa;
B)pabouee mecto cromaTosnora.

15. Iloay4yeHue ycjayru 6e3 JUYHOr0 B3aUMO/IECTBHS ¢ MCIIOJHUTEIEM YCJIYyI'H HA3BIBAKOT:
A)0eCKOHTAKTHBIM;
B)popmanbhbiv;

e OecIUIaTHBIM.

16. ®usuyeckue NOTPedGHOCTH ITO NOTPEOHOCTH B:
A)B 00IIECTBEHHOM JIESITEIILHOCTH,

b)Bo cHe;

B)B TBOpueckoil 1eATeabHOCTH.

17. MeTtoab! ynoBJjieTBOpeHHst cepoii cepBUCa YeJI0BEYEeCKUX MOTPeOHOCTEl:
A)0eCKOHTAKTHOE 00CTy:KUBaHUE;

b)pupmennoe obcnyxuBanue;

B)uedopmanbHoe 06cayKuBaHUE.

18. Ilpouecc NpUHATHS PelIEHUs] MOTPeOUTEIeM COCTOUT U3 CJAEAYIOMMX CTAAUIM:
A)nouck uHpOpMaIru, 0OCO3HAHUE TTPOOIIEMBI, OIIEHKA BAPUAHTOB, PEIICHHUE O TTOKYIIKE.
b)oco3nanue npodaeMbl, NOUCK HHPOPMAIIUH, OLIEHKA BADUAHTOB, PellIecHHE 0 MOKYIIKe,
peakuusi Ha NOKYIMKY.

B)peaknus Ha OKYIIKY, MOUCK HHGOPMAIIHH, OCO3HAHUE MTPOOIEMBI, pEIICHUE O

ITOKYIIKE, peaklus Ha IOKYIIKY.

19. B npakTu4ecKoii NCUX0J0TMH BbIIEJSIIOT YeThIpe MEKIUYHOCTHBIX PACCTOSHMS.
HNHTHMHOE paccTosinue - o0ueHne OJM3KMX WK XOPOIIO 3HAKOMBIX JIK/eil.

A)0 — 45¢cm;

b)45 — 120 cwm;

B)120 — 400 cm.

20. PpaHyaii3uHT 3TO:

A)KOMIIAHUA-BJIA/eJIell U3BECTHOM TOProBoii MapKH pa3peniaeTr Apyroii KOMIaHUU
CTABUTH 3Ty TOPIrOBYI0O MapPKY HA CBOIO NMPOAYKIIUIO, HO MPU 3TOM I0JIy4YaeT NPaBo
KOHTPOJIS Ka4ecTBA MPOAYKLIMHU, IEPBOHAYAIbHBII B3HOC U MPOLEHT OT BaJ10BOM
NpuObLIN.;

b)xoMmnanus-Bnaaenen u3BECTHONH TOPTOBOM MapKy pa3pelaeT Apyroid KOMIaHUHM CTAaBUTh ATY
TOProBYIO MapKy Ha CBOIO MPOAYKLHIO, HO IIPH 3TOM IOJIY4aeT MPaBO KOHTPOJIS KAaueCTBa;
B)xomMmnanus-Bnaaener H3BECTHOW TOProBOi MapKu MpoJaeT TOProBYIO MapKy Apyroi
KOMIIaHHH.

21. Bueminue ¢akTopsbl, BJIHSIIONME HA MOKYNATEIbCKOE MOBeIeHHE:
A)coumabHBINA CTATYC;

b)BrIrona;

B)motus.



22. XapaKkTepuCTHKa YCJYTI:
A)HeomnpeaeIeHHOCTh Ka4ecTBA;
b)moryt HakannuBatbes;
B)nepenaya co6CTBEHHOCTH.

Caoxnble (3 ypoBeHb)

23. XapaKTepucTHKa TOBApOB:
A)HEOTHOPOIHOCTb;
b)unauBuayanbHOCTB;
B)ocsizaemocTh.

24. Buabl cepBuca 1o cogepxxanuio pador. ’Kecrkuii cepBuc 3T10:

A)BKJIIOUYAeT B cedsl Bce YCJIYTH 0 NMOJAepPKAHUI0 padoTOCIIOCOOHOCTH, 0€30TKA3HOCTH U
3a/laHHBIX IApaMeTPOB pPadoThI (BbINOJIHEHHE HOPMATHBOB, PerJaMeHTUPYIOLIUX
BBINIOJIHEHHE YCJIYTH);

b)BKirodaeT KOMIUIEKC HHTEIEKTYaIbHBIX YCIYT, CBS3aHHBIX ¢ Oosiee 3 (eKTUBHOM
SKCIUTyaTalleil ToBapa B KOHKPETHBIX YCIOBHIX PaOOThI Y JaHHOTO OTPEOUTENS, a TAKXKE C
paciupeHreM cepsl oJIE3HOCTH TOBapa JUIsl HETO;

B)cepBuc He CBsI3aH ¢ MPOIaHHBIM TOBAPOM, OKAa3aHHOM YCIIYTOM, a HalleJIeH Ha MO IIep>KaHne
XOPOILIUX B3aUMOOTHOLIEHUH ¢ IOTpeOUTEIEM.

25. Pazpa6oTka HOBBIX TOBAPOB M YCJIYI: CX0JCTBa U pasjnuns. OCHOBHbIE CX0ACTBA:

A)pa3padaTbIBalOTCs IS TOT0, YTOOBI 00eCIeYnTh pelleHne nNpodJjaeM NoKynareJis,
yI0BJeTBOpPEeHHE UM BHITO1Y;

B)cooTBeTcTBHE TEXHUYECKUM YCIOBUSIM U CTaHAAPTaM:

B)tpebyetr MHOTHX pecypcoB, TaKHX Kak ChIpbe, MoayhadpukarTel, pabovas CHUIa U SHEPTHSL.

3agaHusi HA YCTAHOBJIEHHE COOTBETCTBHUS

Yemanosume coomsememeue medxncoy nesvim U npasvim cmoioyamu.
IIpocrteie (1 ypoBeHb)

26 YCTaHOBUTE COOTBETCTBHE:

(1B, 2A,3B)
(

1)Kakwue u3 mepednciIeHHsIX yeayr B | A)MarepuanbHO-IpeoOpasoBaTeibHas;
KJIaccu(uKaum, MPUHITON y
POCCHICKHMX yYEHBIX, HE BKIIFOUEHBI B
CEpBUCHYIO JIEATEIILHOCTD MO chepam
€€ OCYILECTBJICHHUSL:

2)Kakue rnaBHbIe (OPMBI b)BbI30B Takcy;
YeJI0BEYECKOM JEATENBHOCTH
MI0JIO’KEHBI B OCHOBY KJIacCU(UKALIUU




CEpPBHUCHOM JEATEIbHOCTH:

3) Kakue 13 nepeunciieHHbIX yCIyr B)Hay4HO-UCCIEN0BATEIbCKUE YCIYTH;

pecTopaHa OTHOCSITCS K
BCIIOMOTATENbHBIM?

27 YCTaHOBUTE COOTBETCTBUE:
(1B, 2A, 3B)

1)Peknama, sxcnepTusa, A)pusnonornueckre moTpedHOCTH, MOTPEOHOCTH B
IICUXOMAarHOCTHKa, 0€301aCHOCTH 1 OJIaromoydun, MoTpeOHOCTh B
UMHDKMEUKEPCKUE YCIYTH, M00BU (MMPUHAIIICKHOCTH KOMY-TTH00),
XYZ0KECTBEHHO-0()OPMHUTEIHCKUE HOTPEOHOCTh B YBaXKEHHUH, TIOTPEOHOCTH B

YCIIYTH — 3TO 00J1aCTh CEpBHUCA B: caMopean3aIiu (CaMOyTBEPKICHUH );

2). Uepapxust moTpeOHOCTEM B)LIEHHOCTHO-OPUEHTALIMOHHOM €SI TEIbHOCTH;

npeaAcTacT B BUAC JICCTHULIBI U3 TIATH
CTYIICHEH:

3)JIokanbHOE MPOCTPAHCTBO, I B)KOHTaKTHasl 30Ha;

UCIIOJIHUTENb YCIYTH
B3aMMOJIEHCTBYET ¢ OTPEOUTENEM,
3TO:

Cpenne-cioxnbie (2 ypoBeHb)

28 YCcTaHOBUTE COOTBETCTBUE:
(1B, 2B, 3A)
(

1) B yeM 3aKkiir04aeTCcs HECOXPAHIEMOCTh
YCIIYT:

A)IesITeNbHOCTh UCTIOTHUTEIIS TIPH
HEIOCPEJACTBEHHOM KOHTAaKTe C
noTpeduTeneM yciayru;

2) OTAMYUTENbHBIMU 0COOEHHOCTSIMH YCIYT
SIBJISIFOTCSL:

B)OHI/I BO MHOI'OM 3aBHUCAT OT KBaJ'II/I(bI/IKaI_II/II/I
pa6OTHI/IKa, €TI0 HHIWMBUAYaJIbHO-IMYHOCTHBIX
YEPT U HACTPOCHHU .

3) Ob6cnyxuBaHue 310:

B)Heocs3aeMOCTh YCIIyT;

29 Y cTaHOBUTE COOTBETCTBUE:
(1B6,2A,3B)

()

1)CepBuc — 310:

A)MHXUHUPUHT, 00CTY)KMBaHUE
000pyI0BaHUS, JTU3UHT;

2) IIpon3BOACTBEHHBIE YCIYTH — 3TO:

B)3T0 0CcOOBIl BHI YeI0BEUECKOM
JEATEIIbHOCTH, KOTOPBIM HaIlpaBJICH Ha
yIOBJIETBOPEHUE MOTPeOHOCTEH KITUEHTA




IyTE€M OKa3aHUs yCIyr

3) Ycuyru no peructpauyy TpaHCHOPTHBIX B)rocynapcTBEeHHBIMU;
CPEJCTB SIBJISIIOTCS:

30 YcTaHoBUTE COOTBETCTBUE:
(1B, 2A,3b)
1). KonTakTHas 30Ha — 3TO A)xaoba.
2)YCTHOE WM TMCBMEHHOE BBIPAKECHHE b)B CaMOBBIpAKECHUMU;

MPETCH3UH MOTPEOUTEIIS IO TIOBOY
00CITy>)KMBaHUS — ITO:

3) CounanbHble MOTPEOHOCTH 3TO B)OTIPE/ICTICHHOE MECTO KOHTAKTa KIIMEHTA U
MOTPeOHOCTH B: COTpYJIHHKA CEPBUCHOM CEpBHI.

31 YcTaHOBHUTE COOTBETCTBUE:

( 1B, 2B, 3A)

1). Mertozs! ynoBieTBopeHus chepoit A)co cTanaapTU3alMen yCayT u

CepBHUCA YEJIIOBEUECKUX MOTPEOHOCTEH: 0€301aCHOCTBIO MpoIiecca 00CTYKUBAHUS

2). TIporiecc MPUHSTHS PEIICHHUS b)oOcnyxuBanue Ha oMy

MOTPeOUTENIEM COCTOUT U3 CIEAYIOMIHNX

CTaguit:

3). KauecTBo ycnyr TecHO nepernieTaeTcs: B)oco3nanue npo0ieMbl, IOUCK
nH(pOpPMalIMH, OLIEHKAa BAPUAHTOB, PELICHUE O
MOKYIIKE, PEaKIis Ha MOKYIIKY.

32 VY cTaHOBUTE COOTBETCTBHE:
(1B, 2A,3b)

1) Buenraue (akTopbl, BIUSIOUIAE HA A) e TenbHOCTB, NMPOLECC;
MOKYyNaTeIbCKOe MOBEICHHUE

2) XapaKkTepucTuka YCIyr: B)nepenaua cobcTBEHHOCTH.




3) XapakTepucThKa TOBApOB:

B)pedepentasie rpynmsi;

33 VYcraHoBUTE COOTBETCTBUE:
(16,2B,3A)

1)Buasl cepBuca 1o coepkaHuio padorT.
Msrkuii cepBuc 3T10:

A)Bcrpeua u npoBOIbI;

2) Pa3paboTka HOBBIX TOBapOB U YCIYT:
CXO/ACTBO U paznnuusi. OCHOBHBIE PA3IUYUSL:

b)BKItoUaeT KOMIUIEKC MHTEIEKTYaIbHBIX
yCIIyT, CBA3aHHBIX ¢ Oosee 3 dekTuBHON
JKCIUTyaTalieil ToBapa B KOHKPETHBIX
YCIOBUSAX pabOThl Y TaHHOTO MOTpeOuTENs, a
TaKXke C PacCIIMPeHUEM Cepsbl OJIE3HOCTH
TOBapa JyIs Hero;

3) Uto takoe Tpanchep?

B)COOTBCTCTBHG TEXHUYECKUM YCIIOBUAM U
cTaggapTam;

34 YcTaHOBHUTE COOTBETCTBUE:
(1b,2A,3B )

1)3akonH [JaCHUT, 9TO
BCsIKasl MPaBHJIbHASI MBICITb JIOJIKHA OBITh.

A)HUCKITIOYEHHOTO TPETHETO

2) 3akoH IJ1aCHT,
YTO U3 JIBYX MPOTHUBOPEYAIIHNX CYXICHUN
OJTHO JIOJKHO OBITh UICTHHHBIM, a JPYroe
JIO’)KHBIM, U HE MOKET OBITh TPETHETO
CYXJICHHUS, UCTUHHOTO 10 OTHOILIEHUIO K
TOMY K€ MPEAMETY B TO K€ CaMOe BpeMsl —
3TO 3aKOH.

B),Z[OCTaTOLIHOFO OCHOBAaHMUA

3)3akoH [JIaCHT, 9TO
KaKJ1asi MBICJIb B TIPEIeiaX OJTHOTO
paccyXJeHus, OJTHOTO 10Ka3aTeIbCTBa,
OJIHOW TEOPUHU JIOJKHA OCTaBAThCS
HEU3MEHHOM, COXPAHSTH OJIHO U TO XKe
COJIepXKaHue.

B)roxnectra

Caoxubie (3 ypoBeHb)

35 YcTraHoBUTE COOTBETCTBUE:
(1B, 2B, 3A)

1) Uponus — aro:

| A)ymecTHOCTH




2) Uponus u Melo3uC — 3TO pa3HOBUAHOCTH | b)3aBblllIeHNE OLIEHKH C LIENbIO €€
. ITOHUKEHUS

3)KauecTBO peun, npu3BaHHOE perynupoBath | B)antudpasuca

peueBOe MOBEIECHUE, — JTO:

3ajaHusA OTKPBITOrO THIIA
3ajaHus Ha 10NIOTHEHHE

Hanuwume nponyujeHroe Cjiloe6o.

IIpocreie (1 ypoBeHb)

36.Takoii BuI yCITyrH, KOTOPBINA HE aeT KIMEHTY IpaBa COOCTBEHHOCTH HA YTO-JINO0
Ha3bIBACTCS (cepBuc)

37. lIIIInpoko pacpocTpaHEeHHBIH BT ICATEILHOCTH, KOTOPBIH HCTOPHYECKH
00yCIoBJIEH MpoLieccaMu caMo00eciedeHNs U POJACTBEHHON B3aMOIIOMOIIU, KOTOPBIN
OpPraHMYHO BMHCAJICS B OTHOIIEHUS PHIHOYHOTO 0OMEHAHA3bIBACTCS (cepBucHasn
AeSiITeJIbHOCTD)

38. OTHomIeHNE MEX Ty TIPOAABIIOM U TIOKYIIaTeIeM, KOTOPOE PacTIHYTO BO BpeMEHHU
Ha3bIBACTCS (o0cayxuBaHue)

39. MecTo npenocTaBiIeHUs YCIYT, T/I€ pAOOTHHUK CEPBUCA B3aUMOICHCTBYET C KIIMEHTaMHU
Ha3bIBACTCS (KOHTAKTHAsI 30HA)

40.Pe3ynbTar HEMOCPEACTBEHHOTO B3aUMOCHCTBYS MOTPEOUTENS U IPOU3BOAUTENS HITN
coOCTBEHHas ACITEIbHOCTh TPOU3BOUTENS IO YIOBIETBOPEHHIO MOTPEOHOCTEH
noTpeduTeneiiHa3pIBacTCs (ycayra)

41.HeB03MOXHOCTh MPOIEMOHCTPUPOBATH, IOMIPOOOBATH, TPAHCIIOPTUPOBATH, XPAHUTh, U3y4YaTh U
T.J. YCAYT'y IO MOMEHTA €€ MOJTyYeHHs HIIN
oTpeOJIeHUHA3bIBACTCS (Heocs132€MOCTh)

42. Tpeanpusitie, OpraHA3ais WK IPEANPHHAMATENb, OKa3bIBAIOLIAE YCIYTY MOTPEOUTENIO
Ha3bIBaeTCs (MCTIOJIHMTEJIb)

Cpenne-ci10:xHbIE (2 ypOBEHb)

43. I'paxk1aHuH, NOTYYAIOLIUH, 3aKa3bIBAIOIINH JTMO0 UMEIOIIUI HaMepEHUE MOJTyIUTh WIH
3aKa3aTh YCIYTH JJIs JIMYHBIX HYXJl Ha3bIBAETCH (moTpeduTeb)

44.CoBOKYIHOCTb IOJIE3HBIX CBOMCTB YCIYI'H, HEMOCPEICTBEHHO HAIPABJICHHBIX HA yJIOB-
JIETBOPEHUE TOM UM HHOW NOTPEOHOCTH YeNlOBeKa Ha3bIBaeTCs (Tmos1e3HbINM
3¢ pexT ot yciayru)

45.BoccraHoBleHNE (U3MEHEHHE, COXpaHEeHHe) MOTPeOUTETHCKUX CBOMCTB TOBapa,
CO3/IaHMe I10 3aKa3y HOBOTO M3JIeNHUs, MIepeMeleHne, CO3JaHne YCIOBU moTpedieHus,



o0ecrieyeHre WK MOJIEPKAHUE 3J0POBb, JYXOBHOE MU (PU3HUECKOE pa3BUTHE TUYHOCTH,
MOBBIIIEHUE MPO(PECCHOHATBHOTO MAaCTEPCTBA HA3bIBACTCS (pe3yabTaT ycJIyru)

46. AGcTpaKTHas, TEOPETUYECKAss MOJETb TOTO WJIM WHOTO BHJIA CEPBUCHOM JIEATEIBHOCTH
Ha3bIBACTCS (upeanbHad yciayra)

47. KoHKpeTHbIE MaTepuaIbHbIC IEHCTBUS, HAIPABIICHHBIC HA YOBICTBOPCHHE
MOTpeOHOCTEH TOTPEOUTENISI HA3bIBAETCS (peasibHas1 ycJyra)

48. Yciyru, yaoBIIETBOPSIIONINE MaTepUaIbHbIC TOTPEOHOCTH JIOICH
Ha3bIBAIOTCS (MaTepuaJibHbIE YCIYTH)

49.Ycnyru, yIoBIETBOPSIONINE TyXOBHBIE, MHTEIUIEKTYaIbHBIE TIOTPEOHOCTH JTFO/ICH 1
MOJIEP’KUBAOIIME UX HOPMAIbHYIO )KU3HEAESITEIbHOCTD
Ha3bIBAIOTCSA (counabHO-KYJIbTYPHBIE YCJIYTH)

50. CoBOKYIHOCTPH MPEANPHUATHH, OpraHU3auil 1 GU3MIECKUX JIUI, OKa3bIBAIOIIIHX
YCIYyTH HACEJIEHUIO HAa3bIBAETCS (cdepa obCTy:KMBAHUS HACEJIEHUSA)

51.Bceo0iue nepBuyHbIE TOTPEOHOCTH KUZHEAESATEILHOCTH OpraHu3Ma, HOpMaJIbHOTO
(YHKIIMOHUPOBAHUS, MUTAHUS, TOTPEOHOCTH PACHIMPEHUS KU3HEHHOTO MTPOCTPAHCTBA
Ha3bIBAIOTCS (0nonrornyeckue) MOTPEOHOCTH

52.TlorpebHOCTH B CPEACTBAX U YCIOBHUSAX YAOBIETBOPEHHUS OMOIOrMYECKHMX, COLHATBHBIX U
IyXOBHBIX MTOTPEOHOCTEH HA3BIBAIOTCS (MaTepHaJIbHbIE)TOTPEOHOCTH

53. O0benuHsIeT YCIIyTH, IIeJIEBOE 3HAYCHHE KOTOPBIX MPEIOIPEAEIICHO HEMOCPEICTBEHHO
MpeIMETOM TOProBOM CACIKU U HAIIPABJIEHO Ha MaTepUabHBIN MPOAYKT U
MOJIb30BATEIHA3BIBACTCS (mpsimoii)cepBuC

54.KocBeHHBII cepBUC 0OBIYHO HAIPaBJIeH HE HA OOBEKT TOPrOBOIl CICNIKH, a aH CO3/IaHue
ONaronpusATHBIX YCIOBUM, 00€CTIeYNBAIOLIUX JOJITOCPOYHOE B3aUMOBBITOTHOE
COTPYJIHUYECTBOHA3BIBACTCS (KOCBEHHBIN)CEPBUC

55.CepBuC, KOTOPBIA BKIIOYAET B c€0s1 BCE YCIYTH, CBA3AHHBIC C TIOIJIEPIKAHUEM
paboTocrnocoOHOCTH, OE30TKA3HOCTH U 3aJIaHHBIX ITapaMeTpoB pabOThI TOBapa
Ha3bIBaCTCs (>KeCcTKMIT)

56.CepBuc, BKIIOYAIOMIUNA BECh KOMIUIEKT UHTEIEKTYalbHBIX YCIYT, CBSI3aHHBIX C
WHIUBUAyalIU3aluei, T.e. ¢ 6osee 3(h(HeKTUBHOM HKCIUTyaTallMel TOBapa B KOHKYPEHTHBIX
yCIOBUSAX pabOThl y JAaHHOTO MOTPEOUTENSI HA3bIBAETCS (MSATKHIT)

57. CepBuC cBsI3aH C MOATOTOBKOW U3 IS IPEICTABICHUS MOTEHIIMATILHOMY H
peanbHOMY MMOKYNATEIOHA3bIBAETCS (mpeanpoaaKHbIii)

58. 3aka34uK, 3aKIIOYHB JIOTOBOP C MPEANPUITHEM CEPBHCA, IOTyJaeT MpaBo Ha
OTIepaTUBHOE 00CTYKMBAHUE, MPOBEICHUE TUIAHOBBIX MPO(UIAKTHUYECKUX MPOIEAYp B TEUCHUE
CpOKa JIEUCTBUS TOrOBOPAHA3BIBACTCS (aboHeMeHTHOE 00CTyKNBAHNE)

59. Cucrema 3TajJOHHBIX TPYIOBBIX HOPM, BBICOKUX JYXOBHBIX IIEGHHOCTEH U STUKU
MOBEJIEHUS1, TPUHIUIIBI KOTOPOM COTIACYIOTCA KaK ¢ HAlIMOHAJIBHBIMHU U PETUTHO3HBIMU
TPaIUIUSAMU CTPAHBI, TAK U C COBPEMEHHBIMU TPEOOBAHUSIMU MUPOBBIX CTaHAapPTOB
00CTyKMBaHUS M OTPAKAIOT KAYECTBEHHOE OOCITY)KHBAaHUE



MOTpeOuTENeHHAZBIBACTCS (KyJbTypa cepBHCa)

60. CoBOKyIMHOCTH TpeOOBaHUI 1 HOPM HPABCTBEHHOCTU K PaOOTHUKAM CEPBUCHBIX (DUPM,
KOTOpBIE B 00s3aTEIbHOM MOPSAKE JOJDKHBI OBITh PEANM30BaHBI B MPOIECCE BBIMOJIHEHUS UMU
CBOMX CIIY)KEOHBIX OOs3aHHOCTEH Ha3bIBACTCS (mpodeccuoHaTbHO-CIYKeOHAS
3THKA)

61. OGecrieyenne 6€30TKA3HOTO JUTUTEIFHOTO pecypca paboThl B TapaHTHWHBINA U
MIOCTTapaHTUHUHBIN NEPHO]] TEXHUUECKUX CPECTB MHANBUAYAIHOTO NIOJb30BaHUs 32 CUET
«IMPOJIBUHYTON» NMPOU3BOICTBEHHON TEXHOJOTUU MPOMBIIIIEHHBIX IPEANPUATUN B BUE CETU UX
CEPBHCHBIX MOAPA3JICIICHUN PETHOHAILHOTO XapaKTepa U 3a CUET CO3/IaHuUs IUPOKON CEeTH
MEJIKUX aBTOHOMHBIX 00CTYXUBAIOLIUX MPEANPUATHI U MacTEPCKUX.

Ha3bIBAETCA (TeXHUYECKHUIl CepBuUC)

62.Ilporecc ynoBiIETBOPEHHS MOTPEOHOCTEH OTACTBHBIX TPAXKIaH U 0OIIECTBEHHBIX
CTPYKTYp B OJy4YEeHUH UHPOPMAINH, €€ Tiepeaue U pacpoCTpaHEHUU
Ha3bIBACTCS (MudopMannoHHO-KOMMYHHKAUMOHHBIN CEPBHC)

63.0ka3aHue yclIyT B yIOBJIETBOPEHUH TOTPEOHOCTEN Ipak/iaH B TUIHOM
MIPOCTPAHCTBEHHOM IIEPEMELIECHUN HAa3bIBACTCS (TpaHCIOPTHBIN CEPBUC)

64. CepBHC OXBaTBIBACT WIMPOKHI CIEKTp B OOJACTH YAOBJIETBOPEHHUS COIHATHHO-
KYJIbTYPHBIX, HWHTEJUICKTYaJIbHBIX, OWONCUXO(PU3NOIOTUYECKUX, PEKPEAMOHHBIX W WHBIX
MOTPeOHOCTEN TpaXKIaH Ha3bIBACTCS (ryMaHUTApPHBIH )

65.CepBric, 0XBaTHIBAIOIINI MHTEUIEKTYaIBHYIO AEATEIBHOCTh B 00JaCTH (DMHAHCOBBIX YCIYT,
CTPaxOBaHUs, CACTOK C HEABMKMMOCTBIO, OyXTaJITEPCKOTO ydeTa U ayauTa, JTUIIEH3MOHHOW TOPTOBIIN U
mpouee Ha3bIBACTCS (AKOHOMUYECKHH)

66.CepBuc, 001aCTh paCIpOCTPAHEHUSI KOTOPOTO MOYKET BApbUPOBATH OT MPEAOCTABICHUS
KOHCYJIbTAIIMOHHBIX U 55 MPaKTHUYECKUX YCIYT Pa30BOro Xapakrepa A0 OQHUIHAIbLHO
0(OPMIIEHHOTO MOKU3HEHHOTO 00CITYKUBaHUS KJIMEHTA

Ha3bIBACTCS (ropuanyecKmin)

CaoxHble (3 ypoBeHb)

67. CepBuC, KOTOPBII COMYTCTBYET YEIOBEKY Ha MPOTSHKEHUU BCEH €ro akKTUBHOMN
TBOPUYECKOM KU3HU HA3BIBACTCS (oOpa3oBaTeIbLHbIN)

68. JlearenbHOCTh, HaMpaBJIeHHAs HAa Pa3pabOTKy U YCTAaHOBJIEHHUE TPeOOBaHU, HOPM,
MIPaBUJI, XapaKTEPUCTHUK, KaK 00sS3aTeIbHBIX JUIsl BHITIOTHEHUS, TAK U PEKOMEH/IyeMBbIX,
obecrnieunBaroias MpaBo MOTpeOUTeNs Ha MpUoOpEeTeHNe yCIyTr HaAIeKalero KayecTna 3a
MIpUEMIIEMYIO 1IEHY, a TaKXKe MpaBo Ha 0€30MaCHOCTh U KOM(POPTHOCTH TPy Aa
Ha3bIBaeTCH (cTaHaapTHU3aIKA)

69.Ycnyra, mporiecc 00CTyKUBaHUS, A1 KOTOPBIX pa3pabaThIBAIOT TE WU HHBIS
TpeOOBaHUS, XapaKTEPUCTHKH, TApaMeTphI, MpaBuIIa U T. II.
Ha3bIBAETCH (o0beKT)cTAaHAAPTH3ALUH



70.JloxkymeHT, comeprKamiuii 00s13aTeIbHbIC IPABOBBIE HOPMBI, IPHHSTHIE OPTAaHOM BJIACTH

Ha3bIBaeTCs (persiamer)
Kapra y4era TecTOBBIX 3a1aHuil (BapuaHT 1)
Kowmmerenmus | OITK2. CriocoGeH oCcyIecTBIATh OCHOBHBIE (DYHKIIHH YIIPABJICHHS CEPBUCHOM
JIESITeTbHOCTBIO
Nupuxarop OI1K-2.3 Bnaseer MeTojaMi KOHTPOJIS ICATEIHHOCTH TPEIPUITAN
(mopazencHuii) mpeAnpusaTHiA cepsl cepBrca Wi IPYrux chepax, B KOTOPBIX
HE0OX0JMMO OCYIIECTBICHUE CEPBUCHOM NIEATEIILHOCTH
Jucuuminna | CepBHUCHAs NEATENBHOCTH
TectoBble 3ajaHUs Hroro
YpoBeHb 3aKpBITOTO THIIA OTKpBITOrO THIA
OCBOCHUS AnbTepHaTUBHBIN VYcraHoBIiIeHHE
BBIOOD COOTBETCTBUSA/ Ha nomonnenue
MOCJIeI0BATEILHOCTH
1.1.1 (20%) 5) 2 7 14
1.1.2  (70%) 17 7 24 48
1.1.3  (10%) 3 1 4 8
Uroro: 25 . 10 . 35 mir. 70 mit.
KapTa y4era TecTOBBIX 3aJaHUii (BAPUAHT 2)
Kommnerenmus | OITK2. CriocoGeH ocymiecTBIsATh OCHOBHBIE (DYHKITUU YIIPABICHUS CEPBUCHOU
JESTETbHOCTBIO
Nupukarop OIIK-2.3 Bnageetr MeTo1aMu KOHTPOJISI IEATEILHOCTH MPEITPUATHI
(monmpazneneHuit) mpeanpusTuii chepsl cepBrca WM APYyTrux chepax, B KOTOPHIX
HE0OX0IMMO OCYIIECTBIEHUE CEPBUCHOM I€ATEIbHOCTH
Juciunauna | CepBuCHas O€ATENBHOCT
YpoBeHb TecToBLIE 3aMaHNS
OCBOEHUS 3aKpBITOTO THIIA OTKpBITOrO THNA

YcranoBneHnue
COOTBETCTBUSI/ Y CTAHOBIIEH
M€ TI0CIIEN0BATEILHOCTH

AJBTEpHATHBHOTO

BBIOOpa Ha momonmaenne
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1. Kakue Tpn
KJII0YeBbIX MOHATHUS
HCMOJb3YIOTCH NPH
oInpe/ieJIeHUM CepBHCAa:
A)ompoc,
npodeccuoHamu3M,
Ka4yecTBO;

b)ycnyra, cpoc,
CHEIHAIIUCT;
B)nesiTeJIbHOCTD,
NOTPeOHOCTD H
yeayra.

2. Kakue riiaBHbBIE
¢dopmbl yesoBeUeCKOM
AesiTeIbHOCTH
MOJIO3KEHBI B OCHOBY
KJIaccupurkanumn
CePBUCHOM
AesiTeIbHOCTHU:
A)uccrnenoBaTesbCcKasi;
b)norpeburensckas
(monp30BaTeNbCKas);
B)uenHocTHO-
OpPHEHTAIMOHHAS.

3. K 0CHOBHBIM
yciayram B
TOCTUHHYHOM Ou3Hece
He OTHOCHUTCS:
A)OpoHupoBaHue
HOMEpOB;

b)npuem u
pa3MelIeHue;

B)pacuer npu BbIe3fe.
4. K nanpaBjieHUI0
KOMMYHHKATHBHOM
CepPBUCHOM
AeATeJIbHOCTH MOKHO
OTHECTH:
A)pekiiaMHBIE YCITYTH;
b)opranuszanuio
KOH(epeHIHi,
BBICTABOK,
1eperoBopos,
0o01IeHus B
HNurepuere;
B)ncuxoanarHocTuky.

5. dDaKrTopsbl, He

BJIMAIOLIHE Ha
pa3BUTHE CEPBHCHOM
AeATe1bHOCTHU:

A)ypoBeHb pa3BUTHSA

26 YcranoBure

COOTBETCTBUE:
1)Kakue u3

NEPEYHCIICHHBIX YCIYT B
KJIaccu(UKaIHH,
IIPUHATON Y POCCHUMCKUX
YUYCHBIX, HE BKIIFOUCHBI B
CEpBUCHYIO
NS TeIBHOCTH 110 chepam
€€ OCYIIECTBIICHHS:

2)Kaxwue rinaBHble (GopMbI
YEJI0BEUECKOU
NESTETLHOCTH
MOJIOKEHBI B OCHOBY
KJaccuuranum
CEpPBHCHOI
JeSTeTbHOCTH:

3) Kakue u3
MEePEUYHUCIICHHBIX YCIIYT
pecTtopaHa OTHOCSITCS K
BCIIOMOTaTEJIbHBIM?
A)MarepuanbHO-
npeoOpaszoBaTebHas;
B)BBI30B Takcw;
B)nayyHo-
HCCIIEIOBATENbCKIE
yCIIyru;

27 YcraHOBUTE
COOTBETCTBHE:

1)Peknama, 3KcriepTusa,
MICUXOAUArHOCTHKA,
UMUHKMEUKEPCKHUE
YCIyTH, XyA0KECTBEHHO-
0(hOpPMUTENBCKUE YCIYTH
— 3TO 00acTh cepBuUca B:
2).

Hepapxus noTpebHOCTE
il mpeacTaer B BUJE
JIECTHULBI U3 TSTH
CTYIICHEM:

3)JIokanbHOE
MPOCTPAHCTBO, T'1Ie
WCIIOJTHUTEIb YCIYTH
B3aMMOJICUCTBYET C
notpeouTenem,

9T0:  A)PHU3UOIOTUYECK

Takoi BUx yciyru,
KOTOPBIN HE JAET KIMECHTY
npaBa cOOCTBEHHOCTH Ha
4T0-JIM00

Ha3bIBAETCS

37. lllupoxko
pacrnpoCTpaHECHHbBIN BUT
JIeATEIIbHOCTH, KOTOPBIN
UCTOPUYECKH 00YCIIOBIIEH
npoLeccamu
camoobecrieueHus: u
POACTBEHHOM
B3aUMOIIOMOIIN, KOTOPBIN
OpraHUYHO BIHCAJICS B
OTHOIIEHMS PpIHOYHOTO
0oOMeHaHa3bIBaeTCs

38. OtHomIEeHNE MEX Ty
MIPOJIABIIOM H
MOKYyIIaTeIeM, KOTOpoe
PacTSIHYTO BO BPEMEHH
Ha3bIBACTCS

39. Mecto
MIPEIOCTABJICHUS YCIYT,
r7e pabOTHUK cepBUCa
B3aUMOJICUCTBYET C
KJIUEHTaMH
Ha3bIBAETCS
40.Pe3ynbTar
HENOCPEACTBEHHOTO
B3aUMOCUCTBUA
nmoTpeouTens u
MIPOU3BOIUTENIS WIH
coOCTBEHHAas
JeSITeNIbHOCTh
MIPOM3BOIUTEIS T10
YIOBJIETBOPEHUIO
noTpebHoCcTEeH
noTpeOuTeNneiiHa3bIBACTCS

41.HeB03MOKHOCTE
IIPOJICMOHCTPUPOBATD,
onpoOoBaTh,
TPaHCTIOPTUPOBATb,
XpaHUTh, U3y4aTh U T.1.
YCIyTy 10 MOMEHTA €€
MOJIyYEHUS WIH
NOTpeOIeHUIHA3BIBACTCS_

42. Tpenmpusitie, OpraHu3arus
VJIH TIPEIPUHAMATEIIb,
OKa3bIBAIOLINE YCIIYTY




SKOHOMHKH U
XO3SMICTBEHHAs
CUCTEMA;

B)mopane u
KYJIBTYPHBIE TPATUIIIH,
CJIOXKHBIIMECS B
IAHHOM OOIIIECTBE;
B)oO01ecTBeHHBIE
CTPYKTYPBbI: MOJUTHY
ecKHe MapTHH.

6. B yem 3aki0uaercs
HeoCsA32eMOCTh
yCayru:

A)nporecc
MIPEIOCTaBJICHUS U
OTpeOIIeHUs yCIyr
MPOTEKAET
OJIHOBPEMEHHO, U
MTOTPEOUTEINHN SBIISTFOTCS
HEMOCPECTBEHHBIMU
y4aCTHUKAaMU 3TOTO
npolecca;

b)ycnyru He Mmoryr
OBITH TPOTECTHUPOBAHBI
U OLICHEHBI MPEeX/IE,
YeM MOKyMnaTeab uxX
OTLIATUT;

B)onu Bo MHOTOM
3aBHCHAT OT
KBaJMpuKanmumn
padoTHHMKA, ero
HHIMBUAYAJIbHO-
JIMYHOCTHBIX YepT U
HACTPOEHMSI.

ue noTpeOHOCTH,
noTpeOHOCTH B
0€30MacHOCTH U
Osaromnosyuuy,
noTpeOHOCTH B JIIOOBH
(mMpUHATIEKHOCTH KOMY-
1100), TOTpeOHOCTh B
YBa)XEHUHU, TOTPEOHOCTh
B CaMOpeaH3alu
(caMOyTBEpK/IEHUN);
b)uenHocTHO-
OPUEHTALIMOHHOMN
NeSITeTbHOCTH,
B)KOHTaKTHasl 30Ha;

MOTPEOUTEIIO
Ha3bIBaeTCs
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7. Cocrosinue
YyeJIOBEKa,
CKJIAJbIBalOIeecss Ha
OCHOBe MPOTHBOpPEYHUs
MEXK1y MMEIOIMMCS U
HeOOX0AMMbIM  (MJIH
TeM, YTO KAaXKeTCsd
YyeJI0BeKy
HEe00X0IMMBbIM) /|
nodyxnampilee ero K
AesiTeIbHOCTH no
YCTPAHEHUI0 [IAHHOI'O
NMPOTHBOPEYHS, ITO:
A)cmpoc;
Bb)notpebHOCTS;
B)moTuBaums.

8. OTiamYuTebHBIMHA
0COOEHHOCTSIMHU YCJIYyT
SIBJISIIOTCS S
A)HepazpbIBHOCTH
MIPOU3BO/ICTBA U
MOTpeOJICHUS YCIYTH;
B)necoxpansemocTb
yeayr;
B)ne3abriBaeMOCTh
YCIIYT.

9. Ioa meToaoM UM
dopmoii
00CTy:KUBAHUS
cjaenyeT NOHUMATD:
A)onpeneseHHbII
crocoo
NpeaocTaBJIeHUA
YCJIYT 3aKa34UKY;
b)npenocrasnenue
uH(bOpPMaIIUU KIHEHTY;
B)okazanue ycnyru
KJIUEHTY.

10. CepBucHas
AeATeJIbHOCTb — 3TO:
A)aKTHUBHOCTD JIIOIEN,
BCTYNAKOIIMX B
cneurduyeckue
B3aUMOJACHCTBUSA MO
peanu3anuu
001IeCTBEHHDIX,
rPpyNNoBbIX H
HHIMBUAYAJIbHBIX
yCJIyT;

b)ynpasnenue
MpEeAnpUsITHEM CephI
cepBHca (HanpuMmep,

28 VYcranoBure
COOTBETCTBHUE
1) B 4em 3akmrodaercs
HECOXPaHSAEMOCTb YCIIYT:
2) OTIMYUTEIHLHBIMU
OCOOEHHOCTSIMU YCIIYT
SIBJISIFOTCSL:
3) Ob6cnmyxuBaHuE ATO:
A)IeATEIBHOCTD
WCIIOJTHUTEIIS TIPU
HEIMOCPEICTBEHHOM
KOHTAaKTE C
HOTpEeOUTENEM YCIIYTH;
b)oHu BO MHOTOM
3aBUCAT OT
KBaJIM(pUKALIMU
paboTHUKa, €ro
WHIUBHTyaJIbHO-
JUYHOCTHBIX YepT U
HAaCTPOCHHUSI.
B)Heocs3aeMOCTh yCayrT;
29 YcraHnoBute
COOTBETCTBHE:
1)CepBuc — 310:
2) [Tpon3BOICTBEHHBIE
YCIIYTH — 3TO:

3) Ycayru no
perucTpamnuu
TPAHCHOPTHBIX CPEACTB
SIBJISTFOTCSL:
A)UHXKUHUPUHT,
00CITy>)KMBaHUE
000pyTI0BaHMUsI, TU3HHT
B)3T0 0COOBIi BH]I
YeJIOBEUECKOU
JIeATEIIbHOCTH, KOTOPBII
HarpaBJieH Ha
YIOBJIETBOPEHUE
MOTpPeOHOCTEHN KIIMEHTa
MyTEM OKa3aHMs YCIyr
B)rocynapcTBEeHHBIMU
30.YcraHnoBure
COOTBETCTBHUEC

1). KonTakTHas 30Ha —
3TO

2)YcTHOC WM
MMCbMEHHOE BBIPAXKEHHUE
MPETEeH3UI MOTpeOuTeNs

43. I'paxxnaHuH,
MOJTy4YarOIIU K,
3aKa3bIBAIOIINIA OO
MMEIOLNUN HaMEpEHNE
MOJIYYUTh WIH 3aKa3aTh
YCIYTH JUTS TAYHBIX HYXKIT
Ha3bIBaeTCS

44 .CoBOKYNHOCTh
TMOJIE3HBIX CBOMCTB
YCIIYTH, HENOCPEICTBEHHO
HAIPABJICHHBIX HA Y/IOB-
JIETBOPEHUE TOM WIIM UHOUN
NOTPEeOHOCTH YeIoBeKa
HA3bIBACTCS
45.BoccTaHoBiieHe
(M3MeHEeHHe, COXpaHECHHE)
MOTPEOUTENHCKIX CBOWCTB
TOBapa, CO3AaHuUE IO
3aKa3y HOBOTO H3JIEIH,
nepeMeIieHue, Co31aHune
ycIoBUi NoTpedaeHus,
obecrieyeHue uin

o iIep KaHue 3I0POBbS,
JyXOBHOE WJIH
(bu3HIecKoe pa3BUTHE
JUYHOCTH, MOBBILLICHUE
poheCCUOHATBHOTO
MacTepcTBa

Ha3bIBAETCS

46. AOcTpakTHas,
TeopeTuyecKasi MOJIeNb
TOTO WJIM UHOTO BHJIA
CEPBHUCHOM AEATEIbHOCTU
Ha3bIBACTCS

47. KoHKpeTHBIC
MaTepuaIbHbIe NEHCTBYS,
HaIpaBJIEHHBIEC HA
YIOBJIETBOPEHUE
noTpebHoCcTeH
noTpeouTens
Ha3bIBaeTcs

48. Ycayru,
YIOBJIETBOPAIOLINE
MaTepuaIbHbIe
NOTpeOHOCTH JIFoeH
HA3bIBAIOTCH

49.Ycayru,
YIOBJIETBOPSIOLINE
JyXOBHBIE,
WHTEIJIEKTyaIbHbIC
MOTPeOHOCTH JIto/IeH U
MOIJIEPIKUBAOIIIUE MX
HOPMAaJIbHYIO




aBTOCEPBUCOM,
0OaHKOM);

B)nponykr tpyna,
noJie3HbIN 3¢ dext
KOTOPOTO BBICTYNAET B
¢dbopme ToBapa.

11. Ycayra obaanaer
cJIeyIIUMHU
Ka4yecTBaAMMU:
A)CriocoOHOCTB K
XPaHEHHIO U
TPaHCIIOPTUPOBKE;
b)HeoraeammocTh OT
CBOEro HCTOYHMKA;
B)HensmeHHOCTBIO
KayecTBa.

12. K
HEKOMMepYeCcKuM
ycJaIyraM OTHOCSIT:
A)ycayru npeanpusTui
Typu3Ma U OT/IbIXa;
b)ycnyru opranuzanuii
0OLIECTBEHHOTO
MTATAHUS;

B)ycayru
0J1aroTBOPUTEIbHBIX
¢ounnos.

13. Ileabio cepBUCHOI
AeATeJIbHOCTH
SIBJISIETCS:
A)ynoBJjieTBOpeHH e
YyeJI0BeYeCKHX
NMOTpeOHOCTEN;
b)uccnenoBanue peiHka
YCIIyT;

B)npousBoacTBo ycuyr.
14. KonTakTHOI 30HOI
He sIBJIsIeTCS:

A)30Ha peMOHTA
OBITOBOM TEXHUKMH;
b)pabouee mecto
napuKMaxepa;
B)pabouee mecto
cToMaroJora.

15. llosryyenune ycayru
0e3 JTUYHOrO
B3aMMOJACHCTBHS C
HCIOJHHUTEJIEM YCIyTrd
Ha3bIBAIOT:
A)0eCKOHTAKTHBIM;
B)bopmanbHbIM;
B)OecrnaTHbIM.

16. ®uzuueckue

10 TIOBOY
3) CounanbHble TOTPEOH
OCTH 3TO MOTPEOHOCTH
BOOCITY)KUBaHUS — 3TO:
A)xaioo0a.

b)B caMOBBIpaXKE€HNH;
B)OIIPEEIIEHHOE MECTO
KOHTAKTa KJIMEHTA U
COTPYJIHUKA CEPBUCHOM
cdepsl.

31 YcraHoBute
COOTBETCTBHE

1). Metoabl
yIIOBJIETBOPEHUS cepoit
CepBHCa YEIOBEUYCCKUX
noTpeOHOCTEN:

2). TIporiecc mpuHSATHS
pelIeHus noTpeduTenemM
COCTOHWT M3 CIIEIYIOIUX
craauii:3). KadecTBo
yCIIyT TECHO
nepemeraercsa: A)co
CTaHJIapTU3alUEH yCIyT
1 6€30MacCHOCThIO
npoiiecca 00CTy)KHBaHUS

b)oOcnyxuBanue Ha
JIOMY

B)oco3nanue npo0iemsl,
MOMCK UH(pOPMAIUH,
OIICHKA BapHUaHTOB,
pelleHre O MOKYIIKE,
peaxius Ha MOKYIIKY.

32 YcranoBute
COOTBETCTBHE

1) Bueminue

dakTopbl, BIUSIOLIUE HA

IMOKYIaTCJIbCKOC
IIOBCACHHUC

2) XapakTepucTuKa yci
yr: 3)

XapakTepucTHKa TOBapO
B:  A)IeATelIbHOCTb,
POLIECC;

Bb)nepenaua
COOCTBEHHOCTH.
B)pedepenTtHbie rpymnibr;

33 VYcranoBure

KHU3HCOACATCIIbHOCTD
Ha3bIBArOTCA

50. CoBOKYyIHOCTh
IIPEANPUATHIA,
OpraHu3alui u
(bU3HYECKUX JIUII,
OKa3bIBAIOIIUX YCIyTU
HaCEJICHUIO
HA3bIBACTCS
51.BceoOuue nepBuyHbIE
MOTpPeOHOCTH
KUZHEICATCIILHOCTH
OpraHu3Ma, HOpMaJbHOTO
(GyHKIIMOHUPOBaHMUS,
MATaHUs, MOTPEOHOCTH
paciupeHus )KU3HCHHOTO
IIPOCTPAHCTBA
HA3BIBAIOTCS
MOTPEeOHOCTH
52.ITorpebrocTr B
Cp€acTBax U yCJIOBUAX
YAOBJICTBOPCHU A
OHOJIOTUYECKHX,
COMUAJIBHBIX U TYXOBHBIX
moTpedHOoCTEH
Ha3bIBAIOTCS
_TMOTpeOHOCTH
53. O0benuHsET yCIyTH,
1[EJIEBOE 3HaYCHHE
KOTOPBIX IPEIOTNIPEAETICHO
HENOCPEACTBEHHO
peIMETOM TOPTOBOM
CIENKU U HAIPaBJICHO Ha
MaTepUaIbHBIA MPOIYKT U
M0JIb30BATEIISTHA3BIBACTCS_
CEPBHUC
54.KocBeHHBIH cepBHC
0OBIYHO HAMpaBIIEH HE HA
00BEKT TOProBOH CIIENKH,
a aH co3JlaHue
ONaronpusATHBIX YCIOBUH,
obecreynBaronmx
JOJITOCPOYHOE
B3aMMOBBITOTHOE
COTPYTHUYECTBOHA3HIBACT
csl CepBUC
55.CepBuc, KOTOpbIi
BKJIIOYAET B ce0s1 Bce
YCIyTH, CBS3aHHBIE C
MOJIEPIKAHUEM
paboTocrnocoOHOCTH,
0€30TKa3HOCTHU U




NOTPeOHOCTH 3TO
NOTPeOHOCTH B:

A)B 00OIIECTBEHHO
NeSITEeIbHOCTH,

B)Bo cHe;

B)B TBOpuECKOit
JeSATEITHHOCTH.

17. MeToanl
YI0BJIETBOPEHUSA
cepoii cepBuca
YeJ10BeYeCcKHuX
norpedHocTei:
A)DecKOHTAKTHOE
00CcJTy:KMBaHUeE;
b)pupmennoe
00CITy>)KMUBaHUE;
B)uedopmanbroe
00CITy>)KMBaHUE.

18. Ipomecc
NPUHATHS PeleHnst
norpeduresemM
COCTOMT M3
CJIeYIOIIMX CTAAMM:
A)nouck HHpOpMaIHH,
OCO3HAHUE TPOOIEMBI,
OIICHKA BapUaHTOB,
pEeIIeHHE O MOKYIIKE.
b)oco3nanmue
npoodIeMbl, MOUCK
uHopManum, OlleHKA
BAPUAHTOB, pellleHne
0 NMOKYIIKe, peaKiusi
HA MOKYIIKY.
B)peaxius Ha NOKYTIKY,
MOMCK UH(pOPMAIUH,
OCO3HaHHE MPOOIIEMBI,
pelieHue o

MOKYIIKE, peakiys Ha
TIOKYTIKY.

19. B npakTn4eckoi
NCHXO0JIOTHH
BBbIIEJISIIOT YeThIpe
MEKJINYHOCTHBIX
paccTosiHusI.
HNuaTnmuoe
paccrosinue -
o0meHue OJIM3KHX HJIH
XOPOIIO 3HAKOMBIX
Jrojaen.

A)0 — 45¢cm;
b)45 — 120 cwm;
B)120 — 400 cwm.
20.

COOTBCTCTBHUC!

1)Buael cepBuca no
COJIEpXKaHMIO paloT.
Msrkuit cepBuc 3710:

2) Pa3zpaboTka HOBBIX
TOBapOB U YCIIYT:
CXOJICTBO U PA3ITUYHSI.
OcHOBHbIE pa3IUyus:

3) Uro Takoe TpaHcdep?
A)BcTpeya u mpoBObI;
b)BKitouaeT KOMIUIEKC
MHTEJUIEKTYaTbHbBIX
YCIIYT, CBSI3aHHBIX C
6oiee a3 hexTUBHOM
JKCIUTyaTalMed ToBapa B
KOHKPETHBIX YCIOBHSAX
paboThl y TaHHOTO
MOTpeOUTEs, a TAKXKE C
paciupeHuem cdepbl
MI0JIE3HOCTH TOBapa JyIs
HETO;

B)cooTBercTBHE
TEXHUYECKUM YCIIOBUSIM
U CTaHJapTaM;

34 YcranoBute
COOTBETCTBHUE:
1)3aK0oH T1acuT, YTO
BCSIKasl TpaBUJIbHAS
MBICJTb JTI0JKHA OBITh.
2) 3aKOH TJIaCHUT, YTO U3
JBYX IMPOTUBOPEUALITUX
CYXICHUI OJHO JOJHKHO
OBITh HICTHHHBIM, a
JPYroe JIOXKHBIM, 1 He
MOXET OBITh TPETHETO
CYXIECHHUS, UICTUHHOTO
M0 OTHOUIECHHUIO K TOMY
K€ MIPEAMETY B TO XKe
caMmoe BpeMsl — 3TO
3aKOH.
3)3aKoH IIacuT, 4ToO
Ka)kK/1ast MBICJIb B
npejaenax o0JHOTO
paccyJIeHus, OJHOTO
JI0Ka3aTeNIbCTBA, OJHOM

3aJJaHHBIX [1ApaMETPOB
paboThI TOBapa
Ha3bIBACTCS
__56.Cepsuc,
BKJIIOUYAIOIINN BECH
KOMILIEKT
MHTEJUICKTYaJIbHBIX YCIYT,
CBSI3aHHBIX C
WHJUBHIyaJIM3aLUEH, T.€.
¢ 6o1ee a3 hexTuBHON
JKCILIyaTalue ToBapa B
KOHKYPEHTHBIX YCIOBUSIX
paboThl y TaHHOTO
noTpeduTeNs
Ha3bIBaeTCs
57. CepBucC CBsI3aH C
MOATOTOBKOM M3AENus s
[pe/ICTaBICHUS
MOTCHIIATHEHOMY 1
peaibHOMY
MOKYIIaTeTIOHa3bIBACTCS
58.
3aKa3unK, 3aKITFOYHNB
JOTOBOP C TMPEATIPUIATHEM
cepBHca, MOJIy4aeT MpaBo
Ha OIlepaTUBHOE
00CITy)KMBaHUE,
MPOBEJICHUE TJIAHOBBIX
POPUITAKTHIECKUX
MPOLEAYp B TE€UCHHE
CpOKa JIeUCTBUS
JIOTOBOpPAHA3bIBACTCA___
59. Cucrema
ATAIOHHBIX TPYIOBBIX
HOPM, BBICOKHX JTYXOBHBIX
LIEHHOCTEHN U 3THKHU
MOBE/ICHUS, TPUHIIUTIIBI
KOTOPO#1 COTNIaCyIOTCsl KaK
C HaIlMOHAJIbHBIMU U
PENUTHO3HBIMU
TpPaAUIUsIMU CTPAHBI, TAK
U C COBpEMEHHBIMU
TpeOOBaHUSIMU MUPOBBIX
CTaH/IapTOB
00CITy)KUBaHUS U
OTpaxaroT Ka4eCTBEHHOE

o0city)xuBaHue

noTpeOuTeNneifHa3bIBaeTCs
60.

CoBOKynHOCTB

TpeOOBaHUN U HOPM
HPaBCTBEHHOCTH K
pabOTHHUKAM CEPBUCHBIX




®paHyaii3uHI ITO:
A)KOMIIaHUS-
BJIa/ieJiel] M3BECTHOM
TOProBoil MapKHu
paspemiaer aApyroi
KOMIIAHUH CTABUTH
3Ty TOProOBYI0 MapKy
HA CBOI MPOAYKUHIO,
HO MPH ITOM TOJIy4YaeT
NMPaBO KOHTPOJIS
Ka4yecTBa NPOAYKIIUH,
MepBOHAYAJIbHBII
B3HOC U MPOUEHT OT
BaJIOBOIi NPUOBLIN.;
b)xomnanus-Bnanenei
H3BECTHOM TOPrOBOU
MapKH pa3periaer
JAPYro KOMIaHUU
CTaBUTH 3Ty TOPTOBYIO
MapKy Ha CBOIO
MPOAYKITUIO, HO TIPU
9TOM TIOJTy4aeT MpaBo
KOHTPOJISI KAa4eCTBa;
B)xommnanus-Bianenery
HU3BECTHOM TOProBOM
MapKH NpoAaeT
TOProOBYIO MapKy
Jpyrov KOMITaHHH.

21. BHemnue
dakroppl, BaUAWOIIHE
Ha

NOKYNaTeJbCKOe M0Be
JAeHue:
A)conuanbHbIi
CTaTycC;

b)BBIrona;

B)mortus.

22.

XapakTepucTuka ycia
yr:
A)HeonpenaeIeHHOCTD
Ka4ecTBa;

B)moryt
HaKaIJIUBaThCS;
B)nepenaua
COOCTBEHHOCTH.

TEOPHUH JIOJKHA
OCTaBaThCs HEM3MEHHOM,
COXPaHSATh OJHO U TO K€
coJiepKaHue.
A)UCKITIOUEHHOTO
TPETHETO
b)nocrarounoro
OCHOBaHUS
B)roxnectsa

¢dupmMm, KoTOpHIE B
0053aTEILHOM MOPSIIKE
JIOJKHEI OBITh
peain30BaHbl B IIpoLiecce
BBITIOJTHEHUS] MU CBOUX
CIyXeOHBIX 00s13aHHOCTEN
Ha3bIBAETCS

61. OGecrieuenne
0€30TKa3HOTrO
JUINTEIBHOTO pecypca
paboThl B rapaHTUIHBIN U
MIOCTTApaHTUWHBIN IEPHOJT
TEXHUYECKUX CPE/ICTB
WH/INBUYaJIbHOTO
M10JIb30BAHUS 32 CUET
«IIPOABUHYTOM»
MPOU3BOJACTBEHHOMN
TEXHOJIOTUU
MIPOMBIIIIJICHHBIX
NPEINPUSTHIA B BUIE CETH
UX CEPBUCHBIX
MOJIpa3IeICHUI
PErHOHAIBHOTO XapakTepa
U 32 CYET CO3JAaHUs
HIMPOKON CETH MEJKUX
ABTOHOMHBIX
00CITY>)KMBAIOIIINX
NPEINPUATHI U
MacTEpCKHX.

Ha3blBaeTcst
____62.Ilpouecc
YJIOBJIETBOPEHMUSI
HOTpeOHOCTEH OTIENIBHBIX
rpaxkJiaH U 0OIIEeCTBEHHBIX
CTPYKTYP B IIOJyYEHUU
uHpopMalLuy, ee nepeaade
U pacipoCTpaHEHUHU
Ha3bIBAETCS

63.0Oka3aHue yciyr B
yJIOBJIETBOPEHUH
notpeOHOCTEH rpaxaaH B
JUYHOM
HIPOCTPAHCTBEHHOM
NepEMEIEHUN
Ha3bIBAETCS

64. CepBuc oxBaTbIBaeT
HMIMPOKHUHA CHEKTp B
001acTH y10BIETBOPEHUS
COLIMABHO-KYJIBTYPHBIX,
MHTEJUIEKTYaJIbHBbIX,
Ononcuxoduznonorunyeck
UX, PEKpeallnOHHbIX U
MHBIX TOTpeOHOCTEN




rpaxxJaH

Ha3bIBACTCS

65.CepBric, OXBaTHIBAIOIINI
MHTEIUICKTYaJIbHYIO
JeATEIBHOCTh B 00JIaCTH
(DMHAHCOBBIX YCIYT,
CTpaxOoBaHusl, C/ICIIOK C
HCABUXUMOCTBIO,
OyXrajaTepcKoro yuera u
ayauTa, JUIEH3UOHHON
TOPIOBJIX U IIpoYee
HAa3bIBACTCS

66.Cepauc, 001acTb
pacrnpocTpaHeHus
KOTOpPOTO MOKET
BapbUpPOBATH OT
MPEIOCTABIICHUS
KOHCYJBTAIMOHHBIX U 55
MPAKTUYECKUX YCIYT
pPa3oBOTO Xapakrepa J10
o(UIIHATEHO
0(OPMIICHHOTO
MOXW3HEHHOTO
00CITy>)KMBaHUS KIHUEHTA
Ha3bIBAETCS

1.1.3

23.

XapakTepucTUKa TOBap
OB:
A)HEOHOPOTHOCTB;
b)uHIuBHIyaIBHOCTB;
B)ocsizaemocTb.

24. Buabl cepBuca no
CO/IEPKAHUI0 PadoT.
KecTkuii cepBucC 3TO:
A)BKJII04aeT B ce0sl
BCe YCJIYTH MO
MOJIePKAHUI0
padoTocnocoOHOCTH,
0€30TKa3HOCTH U
3aJJaHHBIX
napamMeTpoB padoTbl
(BbIIIOJIHEHH E
HOPMATHBOB,
perjiaMeHTHPYHIIHX
BbINIOJIHEHHE YCIYTH);
b)BKiro"aeT KoMIUIEKC
MHTEJUIEKTYyaJIbHbIX
YCIIYT, CBSI3aHHBIX C
6onee 3hdexkTuBHOM
JKCIUTyaTale Topapa
B KOHKPETHBIX
YCIOBUSX paObOTHI Y

1) Uponust — 310:

A)yMECTHOCTh

2) Uponus u meiiozuc —
3TO Pa3HOBUIAHOCTH ..

b)3aBbIlieHne O1eHKH C
LIENBIO €€ MOHKEHUS

3)KauectBoO peun,
NPU3BaHHOE
peryarpoBaTh PeUCBOC
MOBEJICHUE, — JTO:

B)antudpasuca

67. CepBuC, KOTOPBIH
COMYTCTBYET YeJIOBEKY Ha
MPOTSKEHUU BCEH €ro
AKTUBHOM TBOPUYECKOMW KU3HU
Ha3bIBACTCS
68. JleaTenbHOCTD,
HaIpaBlieHHas Ha pa3paboTKy
U yCTaHOBJIEHUE TPeOOBaHMUIA,
HOPM, TIPaBUII,
XapaKTePUCTHK, KaK
00s13aTeNbHBIX IS
BBITIOJTHEHHUS], TaK U
PEKOMEHIYEMBbIX,
obecreynBaroias mpaBo
noTpeduTens Ha
pHOOpETEHUE YCIyT
HaJJIeXKAIero KauyecTna 3a
MPUEMIIEMYIO LIEHY, a TaKkKe
paBo Ha 06€30MacHOCTh U
KOM(OpPTHOCTH TpyAa
Ha3bIBaeTCs
69.Ycnyra, npouecc
00cTyKUBaHUs, 7151 KOTOPBIX
pa3pabaThIBaIOT T€ WU HHBIE
TpeOoBaHu,
XapaKTEePUCTUKH, TAPaMETPHI,




JaHHOT'O HOTpCGI/ITCHH, nmpaBujia U T. II.

a TaKkxke ¢ Ha3bIBaeTCs

paciupeHueM cqepsl 70.JIokymMeHT, coepsKanuit
MOJIE3HOCTH TOBapa s 00s13aTeNIbHBIC TPABOBBIC
HEro; HOPMBI, IPHUHSITHIE OPTAHOM
B)cepBuc He cBsizaH ¢ BJIACTHU

IIPOJJTAHHBIM TOBAPOM, Ha3bIBaeTCs

OKa3aHHOM YCIIyTrou, a

HalleJIeH Ha

MOJ/IepKaHUE XOPOIIUX
B3aMMOOTHOIIICHUH C
OTpeOUTENEM.

25. PazpaboTka HOBBIX
TOBapOB M YCJIYT:
CXOJCTBA M PA3INYHUIL.
OcHOBHBIE CXO/CTBA:

A)pa3padaTbiBalOTCA
JUJIsl TOTO, YTOOBI
olecne4ynTh pelieHue
npod.;emM noxkymnareJs,
YIOBJIETBOPEHHE HJIN
BBITO11Y;
b)cootBeTcTBHE
TEXHUYECKUM YCIOBUSIM
U CTaHAapTam:
B)tpebyer MHOTHX
pEeCypCcoB, TaKUX Kak
CBIphE,
nory(aOpuKaThl,
pabouas cuna u
SHEprusl.

Hroro: 25 . 10 . 35 .

Kpurtepun oueHuBanus
Kputepun oueHuBaHus TeCTOBBIX 3aIaHUM

Kputepun oleHHUBaHUA: MPaBUIBHOE BBIIOJHCHHE OJHOTO TECTOBOTO  3aJaHUs
orieHnBaercs 1 6aiom, HerpaBuibHOE — () OaIOB.

MakcumanbHas o0mas cymma OalsloB 3a BCe NPaBUIBHBIC OTBETHI COCTABIISCT
HauBbIciIui 0aut — 100 6amos.
IIlkana ouneHMBAHUA Pe3yJdbTATOB KOMNBIOTEPHOTO0 TECTHPOBAHHUA O00yYAIOIIHXCH

(pexomeHryemast)

Onenka [IpolieHT BepHbIX OTBETOB bael
«YOBIIETBOPUTEIBHO 70-79% 61-75 6amioB
«XOpOLLIO» 80-90% 76-90 6amioB
«OTJIIMYHO» 91-100% 91-100 GanoB

Kirouu orBeTOB




TEC
TOB
bIX
3aa
aHHu

Homep n
BApPUAHT
NpaBuJib
HOI'0
oTBeTa

==

B)nesten
BHOCTH,
noTpedHO
CThb U

yclyra.

36

CEepBUC

B)uenno
CTHO-
OpHUEHTAI]
HOHHAas.

A)Oponn
poBaHue
HOMEPOB

b)opraun
U3a1uIo
KoH(pepe
HIU,
BBICTABO
K,
neperos
opoB,
0o0meHusn
B
HNuTepHe
Te;

B)oo6mec
TBEHHbIE
CTPYKTY
pul: 1O
JIUTHYEC
KHe
NapTHH.

B)onu BO
MHOI'OM
3aBHCAT
or
KBaIu(
HKalUH

37 | cepBUCHas IEATEIBHOCTH
38 o0cyXKUBaHUE
39 KOHTAKTHAas 30Ha
40

yciyra
41 Dcsa3aeMOCTh
4? | UCIOJIHUTEID




padoTHH
Ka, ero
WHINBH]
yaJabHO-
JIMYHOCT
HBIX
YepT "
HacTpoe
HHUS.

B)moruB
anus.

b)Hecox
paHsiemo
CTh

yeayr;

A)omnpen
eJIeHHbIi
crnocood
npeaocT
aBJIEHUS
yeJayr
3aKa34u

KY;

10

A)akTuB
HOCTh
JIo/eid,
BCTYINAI0
X B
cneungu
YyecKue
B3aUMO/I
eilicTBus
o
peaan3sa
10707
o0ecTn
€HHBIX,
rpynmnoB
bIX H
HHINBHU]
yaJIbHBIX

yCaIyr;

11

B)neorae
JUMOCTh
oT

43 noTpedurens

44 1oJie3HbIN 3 dexT oT ycinyru
45 | pe3ynbTaT ycuyru

46 ujeabHas yciayra

47 peanpHas yciayra




CBOEro
HCTOYHH
Ka;

12

B)ycayr
U
0,1aroTB
opuTeJb
HBIX
¢onos.

13

A)ynosJ
e€TBOPEH
ue
yeJioBeY
€CKHX
NnoTpedH
ocTeii;

14

A)3oHa

peMoHTAa
OLITOBOM
TEeXHUKH

15

A)becko
HTAKTH
bIM;

16

B)Bo
CHe;

17

A)becko
HTAKTHO
e
00cTyKH
BaHMe;

18

b)oco3na
HHE
npodiaem
bl, IIOMCK
uHpopMm
anum,
OllCHKA
BAPHAHT
OB,
pelieHue
0

48 | marepualibHbIE YCIyTU

49 COIMAITEHO-KYJIBTYPHBIE YCITYTH
50 chepa oOcy>)KMBaHUS HACETIECHUS
51 OHOJIOTHYECKHUE

52 | maTepualibHbIE

53 npsMoit

54 KOCBEHHBIN




NMOKYIKe
'
peakuus
Ha
NOKYIKY

19

A)0 -
45¢cm;

20

A)komna
HUS-
BJIajies1e

1|
U3BECTHO
i
TOProBo
i Mapku
paspema
erT
Apyroi
KOMIIaH
UM
CTABHUTh
Ty
TOProBy
10 MapKy
Ha CBOIO
NPOAYKIL
HI0, HO
npu
3TOM
noJiyyae
T NPaBo
KOHTPOJI
|
Ka4ecTB
a
NPOAYKIL
UM,
NnepBoOHA
YaJIbHbI
i B3HOC
"
NPOLCHT
oT
BaJ10BOM
NpuoObLI
u.;

55

KECTKUN

56

MSTKUH




21

A)conna
JbHBIA
CTaTyC;

22

A)
Heomnpes
€JIEeHHOC
Th
Ka4ecTB
a;

23

B)ocszae
MOCTb.

24

A)BKJIIO
yaer B
cedsi Bce
yCJIyTH
no
NMOJJIePK
aHHI0
padoroc
MoCco0HO
CTH,
0e30TKAa3
HOCTH U
3a/JaHHbI
X
napameT
poB
padoThI
(BBINOJIH
eHune
HOpMATH
BOB,
periiame
HTHPYIO
11175:¢
BbITIOJIHE
HHUE

yeayru);

25

A)paspa
0aTbIBa
0TCS
Jid) b
TOIrO,
9YTOOBI
odecnev

57 | mpeanpoaaxHbIi

58 a0OHEeMEHTHOE 00CTyKIBaHHE

59 KYJIbTypa cepBHUCa

60 npodeccHoHaATbHO-CITyKeOHAasT dTHKA
61 TEXHUYECKUH CEPBUC




UTh
peleHue
npoodJiem
noKynaTt
eJisl,
yI0BJIeT
BOpeHUeE
WIn
BBITO11Y;

26

1B,
2A,3b

27

1B, 2A,
3B

28

1B, 2B,
3A

29

1B,
2A,3B

30

1B,
2A,3B

31

1b, 2B,
3A

32

1B, 2A,

33

1B,2b,
3A, 41

34

1B,
2A,3B

35

1B, 2B,
3A

CCpBHCHOfI ACATCIIBHOCTBIO

62 WupopmaiioHHO-KOMMYHUKAITMOHHBIH CEPBUC
63 | TPaHCIIOPTHEII cepBUC
64 T'yMaHHUTapHBIN
65 | SKOHOMHUYEeCKHi
66 | ropuanYeCcKui
67 00pa3oBaTeNbHbII
68 | cranmapTu3anus
69 | oOBekT
70 perjiaMeHT
JdemoBepcus

KoMIieKT TecTOBBIX 3aJaHUH

Komnerenuuss OIIK-2. CnocoGeH oOCyIIECTBIATh OCHOBHBIE (DYHKIMH

yIpaBICHUS



Nupuxarop OIIK-2.3 Brmameer MerogamMu KOHTPOJSI ACSATEIBHOCTH TPEIIPUSTUHN
(moxpa3zaeneHuil) npeanpusaTHiA cepsl cepBrca WM Apyrux chepax, B KOTOPHIX HEOOXO0AUMO

OCYILIECTBIICHUE CEPBUCHOM 1E€ATEIBHOCTH
JAucuunumnaa: CepBUCHas AESTEIbHOCTD

3aganus aJIbTEPHATUBHOIO BbIOOPA
Buvibepume 00un npasunvuviii omeem

IIpocreie (1 ypoBeHb)
1. Kakue TpH K/1104eBbIX NOHATHS UCIOJIL3YIOTCS NPH ONpee/ieHHH cepBHca:
A)onpoc, npodeccuoHanusM, KauyecTBo;
Bb)ycnyra, cpoc, cnenuanuct;
B)nesitesiIbHOCTB, NOTPEOHOCTH U YCJIyra.

2. Kakume riaBHble (OPMBI YeIOBEYECKOH AesiITEIbHOCTH TMOJIOKEHBI B
KJIaccuGUKAIUM CEPBUCHOM /1eSITeIbHOCTH:

A)uccrnenoBarenbcKasi;

b)noTpeburensckas (mosb30BaTeNbCKast);

B)ueHHOCTHO-OpHEHTAMOHHAS.

Cpenne —cJi0:kHbI€e (2 YPOBEHb)

3. K 0CHOBHBIM ycjiyramMm B rOCTHHHYHOM OHU3Hece He OTHOCUTCS:
A)OpoHHpOBaHUE HOMEPOB;

b)npuem u pazmenieHue;

B)pacuer npu Bele3ze.

4. K HanpaBJ/ieHHI0 KOMMYHHUKATUBHOW CEPBUCHOM 1€ATEJIbHOCTH MOKHO OTHECTH
A)pekiiaMHBIE YCITyTH;

b)opranu3zauuio koH(pepeHUii, BLICTABOK, I1€PeroBopoB, o0meHust B UnTepHere;
B)nicuxoamarHocTuky.

5. ®akTopbl, He BJIMAIOIINE HA PAa3BUTHE CEPBUCHOM 1eATEJIHLHOCTH:
A)ypoBeHb pa3BUTHS SKOHOMHKH M XO3SHCTBEHHAsI CUCTEMA;

b)Mopans 1 KynbTypHBIE TPAIUINH, CJIOKUBIINECS B TJAHHOM OOIIECTBE;
B)oOmecTBeHHbIE CTPYKTYPbI: NOJUTHYECKHE NAPTHM.

6. B yem 3akJI04aeTcsi HEOCA32EMOCTh YCJIYIH:

OCHOBY

A)HpOI_ICCC MpeaoCTaBJICHUA U HOTpe6J'IeHI/ISI YCIYT IpOTCKACT OAHOBPEMCHHO, U HOTpC6I/ITeHI/I

ABJIIFOTCA HEIIOCPCACTBCHHBIMHU YYACTHUKAMU OTOI'O IIPOLIECCA;

E)ycnym HC MOT'yT OBITh MMPOTCCTUPOBAHBI U OLICHCHBI IIPCIKAC, UEM IOKYIIATCIIb UX OIUIATUT,

B)oHu BO MHOrOM 3aBHCAT OT KBaTU(PUKANU PA0OOTHUKA, €r0 MHAMBHIYAIbHO-
JIMYHOCTHBIX YePT U HACTPOEHM .

Cpenne —ci0:xHbI€e (2 YPOBEHb)



7. CocTosiHMEe YeI0BeKa, CKJIAAbIBaIOLeecs] HA OCHOBE NPOTHBOPEYHsl MeKIY UMEIIIIMCS
1 He0OXOAMMBIM (MJIM TeM, YTO KaKeTCs YeJI0BeKY Heo0X0AMMBbIM) U MO0y Kaalollee ero K
AeATeTbHOCTH 110 YCTPAHEHHIO JaHHOI0 IPOTHBOPEYHs, ITO:

A)cnpoc;

B)norpeGHOCTB;

B)MmotuBauus.

8. OTaM4YUTeILHBIMH 0COOCHHOCTSMH YCJIYT SBJISIOTCH:
A)Hepa3ppIBHOCTb ITPOM3BOJICTBA U MOTPEOJICHUS YCIYTH;
B)HecoxpansaeMocTh yCJayr;

B)He3abbiBaeMOCTh yCITYT.

9. ITox meToaoM uiM GOPMOIi 00CTYKUBAHUS CJIeAyeT MOHUMATH:
A)onpeesieHHbIH c10c00 MPeI0CTABICHUA YCIYT 3aKA34YUKY;
b)npenocraBnenne nuHpopManuu KINEHTY;

B)okazanue yciayru KIMeHTy.

CioxkHble (3 ypoBeHb)

10. CepBucHasl 1eATEJIBbHOCTh — ITO:

A)aKTHBHOCTB JIIO/el, BCTYNAKIIMX B crienuuyeckre B3aNMOACHCTBHS 110 Peau3aunu
001IIeCTBEHHBIX, TPYNNOBbIX U HHANBUAYATBHBIX YCJIYT;

Bb)ynpasnenue npennpusitueM cdepbl cepBuca (HampuMep, aBTOCEPBUCOM, OAHKOM);
B)nponykt tpyna, mose3nsiit 3¢ ekt KOTOporo BeICTYNaeT B (popme ToBapa.

3aganua Ha YCTAHOBJCHHE COOTBCTCTBUA.
Yemanosume coomeememeue /l/leDdey JlesblM U npaevim cmozz6uaMu.

IIpoctsie (1 ypoBeHb)
11 YcTranoBuTe cCOOTBETCTBHE:

(1B, 2A,3B)
(

1)Kakwue 13 nepednciIeHHsIxX yeayr B | A)MarepuaabHO-IpeoOpasoBaTe/ibHAas;
KIaccu(hUKALUK, IPUHATON y
POCCHICKHX yUEHBIX, HE BKIIOUEHBI B
CEPBHCHYIO JIEATENLHOCTB 110 chepam
ee OCYILIECTBICHHS:

2)Kakue rnaBubie popmbl b)BrI30B Takcu;
YEJI0BEUYECKOU IeATeTbHOCTH
TMIOJIOKEHBI B OCHOBY KJlaccupUKaIuu
CEPBUCHOM JESITEIbHOCTHU:

3) Kakue u3 nepeuncieHHbIX yCIyr B)Hay4HO-UCCIIEOBATEIBCKUE YCIYTH;
pecTopaHa OTHOCATCA K
BCIIOMOTaTeJIbHBIM?

CpeaHe-ci0:xHbIe (2 YPOBEHB)



12V cranoBure COOTBETCTBHUE:

(1B, 2A, 3B)
1)Peknama, skcneptusa, A)pusnonoruueckre noTpedHOCTH, MOTPEOHOCTH B
MICUXOIMarHOCTHKA, 6e30macHOCTH U 0J1aromnoIy4ny, IOTPEOHOCTH B

MMUJDKMEUKEPCKUE YCIYTH,
XY/10°)K€CTBEHHO-0()OPMUTEILCKIE
YCIIYTH — 3TO 00JIACTh CEPBHCA B:

M00BU (MIPUHAAIIEKHOCTH KOMY-TTH00),
MOTPEOHOCTH B YBAXKCHHH, IIOTPEOHOCTH B
camopeanu3anuu (CaMOyTBEPKACHUN);

2). Uepapxust motpeOHOCTEM
MpEJCTaeT B BUJIC JICCTHULBI U3 TISTH
CTYIICHEH:

B)LIEHHOCTHO-OPUEHTALIMOHHOM €SI TEIBbHOCTH;

3)JIokanbHOE MPOCTPAHCTBO, I
WCTIOJTHUTEIb YCIIYTH
B3aUMOJICHCTBYET C MOTpeOUTENIEM,
3TO:

B)xoHTakTHAas 30Ha;

13. VcTaHOBUTE COOTBETCTBHE:

YcTaHOBUTE COOTBETCTBHE:
(1B, 2B, 3A)

1) B yeM 3aKkiir04aeTCcss HECOXPAHIEMOCTh
YCIIYT:

A)IeITETEHOCTD UCTIOJTHUTES TIPU
HETIOCPEICTBEHHOM KOHTAKTE C
noTpeduTeneM yciayru;

2) OTAMYUTENbHBIMU 0COOEHHOCTSIMH YCIYT
SIBJISIFOTCSL:

B)OHI/I BO MHOT'OM 3aBHUCAT OT KBaJ'II/I(l)I/IKaI_II/II/I
pa6OTHI/IKa, €TI0 HHINBUAYaJIbHO-IMYHOCTHBIX
YEPT U HACTPOCHHA.

3) Ob6cmykuBaHUE ATO:

B)Heocs13aeMOCTh yCIyT;

14 YcTaHoBUTE COOTBETCTBHUE:
(1B6,2A,3B)

()

1)CepBuc — sr0:

A)MHXUHUPUHT, 00CITY)KHBaHHE
000pyI0BaHUS, JTU3UHT;

2) IIpon3BOACTBEHHBIE YCIYTH — 3TO:

B)3T0 0CcOOBII BHI YeI0BEUECKOM
JEATEIIbHOCTH, KOTOPBIM HaIlpaBJICH Ha
yIIOBJIETBOPEHUE MOTPEOHOCTEH KITUEHTA




IyTE€M OKa3aHUs yCIyr

3) Ycuyru no peructpauyy TpaHCHOPTHBIX B)rocynapcTBEeHHBIMU;
CPEJCTB SIBJISIIOTCS:

Caoxnble (3 ypoBeHb)

15 YcraHoBUTE COOTBETCTBHE:

(1B, 2A,3b)
1). KoHrtakTHas 30Ha — 3TO A)xano0a.
2)YCTHO€ WM TMCBMEHHOE BBIPAKECHHE b)B caMOBBIpaKE€HNH;

MPETCH3UH MMOTPEOUTEIIS IO TIOBOIY
00CITy>)KHBaHUS — ITO:

3) CounanpHble MOTPEOHOCTH 3TO B)OTIPE/ICTICHHOE MECTO KOHTAKTa KIIMEHTA U
MOTPeOHOCTH B: COTpYJIHHKA CEPBUCHOM CEPBHI.

3agaHust OTKPBITOIO THIIA

3agaHusa HA TONMOJHEHHE

Hanuwume nponyujeHroe Cioe6o.

IIpocrtsie (1 ypoBeHb)

16.Takoii BUa yCIyTH, KOTOPBIM HE TaeT KIMEHTY MpaBa COOCTBEHHOCTH Ha YTO-THO0
Ha3bIBaCTCs (cepBuc)

17 Illupoxo pacnpocTpaHEHHbIH BU 1EATEIBHOCTH, KOTOPBIM HCTOPUUYECKH 00YCIOBICH
mporeccaMmu caMmoo0ecredeHns U POACTBEHHON B3aMMOIIOMOIIH, KOTOPBI OpraHUYHO BITHCAJICS
B OTHOUICHHS PRIHOYHOTO OOMEHaHa3bIBAETCS (cepBuUCHAas 1eSIT€IbHOCTD)

18 OtHomIeHre MeX 1y MIPOAABIIOM U MOKYMaTeIeM, KOTOPOe PacTSIHYTO BO BpEMEHU
Ha3bIBAETCA (o0caay:xuBaHue)

Cpenne-cio:xHblie (2 ypOBeHb)

19.Mecto npenocTaBieHHs YCIYT, TJie paOOTHUK CepBUCA B3aUMOJICHCTBYET C KIMEHTaAMU
Ha3bIBaeTCs (KOHTaKTHAasl 30HA)

20.Pe3ynbraT HEMOCPEACTBEHHOTO B3aUMOJICHCTBUS MOTPEOUTENSI ¥ IPOU3BOIUTENS UIH
COOCTBEHHAs JIEATEILHOCTh MPOU3BOUTENS MO YAOBJIETBOPEHUIO MOTpeOHOCTEH
norpeduTeneitHa3bpIBaeTCs (ycayra)



21.HeB03MOKHOCTh MPOJIEMOHCTPUPOBATH, NOMIPOOOBATH, TPAHCIIOPTUPOBATH, XPAHUTD,
U3y4aThb U T.[. YCIYI'y 1O MOMEHTA €€ IMOJIyYEHUS UIIU
MOTPeOJICHUSTHA3BIBACTCS (HeocsA32eMOCTh)

22. Tlpeanpustre, OpraHU3alus WK MPeIIPUHAMATENb, OKa3bIBAIOIIHME YCIYTY MOTPEOUTENIO
Ha3bIBaeTCs (MCIIOJIHMTEJIb)
23. I'paxnaHuH, TOTYJalOUINA, 3aKa3bIBAIOIINN JINOO UMEIOINIT HAMEPEHUE TTOTyYUTh
WJIY 3aKa3aTh YCIIYTH JUJIS JIMYHBIX HYXK] HA3bIBACTCH (morpeduTen)

24.CoBOKYITHOCTb TIOJIE3HBIX CBOICTB yCIIYTH, HETIOCPEACTBEHHO HAIPABJICHHBIX HA YIOB-
JIETBOPEHHUE TOW UM UHOM MOTPEOHOCTH YEIOBEKA HA3hIBACTCS (1moJ1e3HbIH
3¢ dexr ot ycayrun)

25.BoccraHoBieHNE (M3MEHEHHE, COXpaHEeHNE) MTOTPEOUTETLCKIX CBOMCTB TOBApa,
CO3JaHME [0 3aKa3y HOBOTO U3/IENINs, IEPEMEIICHNE, CO3AaHNE YCIOBHUI NOTpeOIeHus,
obecrnieueHre WiK MojaJiep>KaHue 3J0POBbs, TyXOBHOE WM (PU3NUECKOE Pa3BUTHE JIUYHOCTH,
MOBBIIICHUE TIPO(PECCHOHATTEHOTO MAaCTEPCTBA HA3BIBACTCS (pe3yabTar ycJayrua)

26. AOCTpakTHas, TeOpEeTHIECKask MOJIeb TOTO WJIM HHOTO BHJIa CEPBUCHOMU JICATCIILHOCTH
HAa3bIBACTCS (upeasibHasl ycJayra)

27. KoHkpeTHbIE MaTepHaIbHBIE ICHCTBYSI, HAIPaBJICHHBIC HA YJIOBIETBOPEHHE
MoTpeOHOCTEN OTPEeOUTENS HA3bIBAETCS (peasibHas1 ycJyra)

28. Ycnyru, ynoBIeTBOPSIONINE MaTepUaIbHBIE TOTPEOHOCTH JTF0IeH

Ha3bIBAKOTCH (MaTepuaJibHbIE YCJIYTH)

.Caoxnbie (3 ypoBeHb)

29.Ycnyru, ynoBJETBOPSIOUIUE IyXOBHBIE, MHTEUIEKTYyallbHble MOTPEOHOCTH JOACH U
MOJIEP>KUBAIOIINE ux HOPMAJIbHYIO KU3ZHENEATEIbHOCTh
Ha3bIBAIOTCA (counaNbHO-KYJIbTYPHbIE YCJIYTH)

30. CoBOKYNHOCTb MNpPEINPUATHH, OpraHu3anuidi M (QU3MUECKUX JIUL, OKa3bIBAIOLIUX
YCIIYTH HaCeJICHUIO Ha3bIBAETCS (cepa 00cTy:KMBAHUSA HACEJICHUS)

Kirouu orBeTOB

Ne | Homep n BapuanT 16 | cepsuc
TeC | NPaBUJIbHOIO
TOB | OTBeTa

BIX
3a1
aHm

| =

B)aesiteibHOCTD, 17 | cepBUCHas E€ATETBbHOCTh




NnoTpedHOCTH U
ycayra.

B)uennocrHo-
OPUEHTAIMOHHAS.

A)OpoHupoBaHue
HOMEpOB;

b)opranuszauuio
KOH(epeHuuii,
BBICTABOK,
1eperoBopos,
o01LeHus B
HNurepHere;

B)o0mecTBeHHbIE
CTPYKTYpPBI: MOJI
UTHYECKHUE
NapTHH.

B)onu BO MHOrOM
3aBUCAT OT
KBaJMpuKanmumn
padoTHHMKA, ero
WHAUBUIYAJIbHO-
JIMYHOCTHBIX
yepT u
HACTPOCHMUHI.

B)moTuBanus.

b)Hecoxpansiemoc
Th YCJIYT;

A)onpenesieHHbII
crnocood
npeaocTaBjaeHust
YCJYT 3aKa34HuKY;
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A)aKTHMBHOCTH
JI0Jei,
BCTYNAIOIIMX B
cneunduyeckue
B3alMMOJAEHCTBUSA
Mo peaju3amun
001IeCTBEHHBIX,
rPyNINOBLIX H
HHIMBUAYAJIbHBIX

yeayrs

11

(1B, 2A,3B)

12

(1B,2A,3B)

13

(1B, 2A,3B)

14

( 1B, 2B,
3A)

15

(1B, 2B, 3A)

18 oOciy)xuBaHue

19 | xoHTaKTHas 30Ha

20 ycayra

21 HeocsA32eMOoCTh

22 HCMOJHUTEIb

23 | notpeburenn

24 | (mose3Hblii 3PpPheKT 0T yCJIyrn)
25 | pe3ynbTat yciyru

26 | uzeanbHas yciayra

27 | peanbHas yciyra

28 MaTepHaJdbHbIE YCIYTH

29 | conuaabHO-KYJbTYPHbIE YCJIYIH)
30 (cepa oOcTy:KMBAHUSI HACETICHHSA)









