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MeToanueckne peKOMEHIAIKM COCTABIICHBI C YIETOM TpeboBaHUH (heaepaibHOTO
roCy/IapCTBEHHOT'0 00pa30BaTEIbHOTO CTaHJapTa BHICIIEro 00pa30BaHUs MOATOTOBKU
OakanaBpoB. B momoIis cTyieHTaM mpe/jiararoTcsi BOMPOCH! K 9K3aMEHY, TEMbI TOKIAJA0B JIJIs
YCTHOTO OIpOCa, MPAaKTUYECKUE 3aJJaHUsl, METOANYECKUE PEKOMEHIAIMHU K MPAKTUUYECKUM
3aHATHUSM, OCHOBHAS M JIOMIOJIHUTEIIbHAS JIUTEpaTypa.
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BBenenue
Lenpto ocBoeHMsT AUCHUILTMHBI «CepBHCHAsS ACATEIBLHOCTHY SBISETCS cPopMupoBaHUE
Yy CTYICHTOB CUCTEMbI Hay4YHbIX 3HAaHUN O COACP’KAHUU, CTPYKTYPE CEPBUCHOM AEATEIBHOCTH, O
TpeOOBAHUAX, KOTOPBIC OHU MPEABIBISIIOT K pabOTHHUKAM ChEephl yCIIyT

3anauu JUCIUIUINHBIL:
- (QopMupoBaHUE TEOPETHUYECKHX 3HAHUU O COJIEpP)KaHUU U CHenupuKe CEepBUCHOU
JEeSTEIbHOCTH, MTPAKTUUYECKON HAMpaBICHHOCTH CEPBUCHOI J1eATEIbHOCTH.
- (dopMupoBaHHE TPAKTHUYECKUX HABBIKOB CAMOCTOSITEIPHO OPHUCHTHPOBATHCS B
MHOT000Pa3uM CEPBUCHBIX YCIYT, YIUTHIBATh UX CHCHU(PHUKY IIPEIOCTABICHUS TOTPEOUTEITIO;
- (QopmupoBaHUE YMEHHUI HCIOJIB30BATh MOJTYYCHHBIE MPAKTUYCCKUE 3HAHUS C IEIHIO
COBEpIICHCTBOBAHUS CEPBUCHOMN ACSITEILHOCTU U OKa3aHUS YCIyT



MeTtoauyeckue peKOMeHAAlMH 110 MOATOTOBKE JOKJIa1a K YCTHOMY ONpPocy

Joknan sBisieTcst GOpMON CaMOCTOSITEIbHOW pabOThI CTYJEHTA, JOKJAJ JOHKEH OBITh
BBIMIOJIHEH B [1€YaTHOM BMJI€ U NPEACTABIEH HA MPAKTUYECKOM 3aHSATHH B COOTBETCTBUU C
3asBJIEHHON TeMoil. Jlokman roTtoBUTCs 1Mo chOPMUPOBAHHOMY IperojaBaTesieM MEepeyHIo
TEM JUII YCTHOTO ONpOca B paMKax CaMOCTOATEIBHOTO M3YYEHHUS AUCHUILTUHBL Pabota
JOJI’KHA OBITh HAMMCaHa MOHSATHBIM SI3bIKOM M TEXHUYECKH NMPaBUIbLHO 0QOpMIICHA.
Obwue mpebosanus Kk oopmienuio 00K1a0a:
Oymara hopmata A4,
TeKCT HabupaeTcs B pegakrope Word;
mpudt Tekcra — Times New Roman, pasmep 14;
pa3Mep mnosei: ciesa — 3 cM, crpasa — 1,5 ¢M, CHU3Y U CBEpXY — 110 2 cM;
MEXIyCTPOYHBINA HHTEPBAJ — ITOJyTOPHBIN;
OTCTYII NIEPBO cTpOoKH ab3ama — 1,25 cwm;
HyMepauus CTpaHUIL CKBO3Has. TUTYJIbHBIN JIUCT SIBJISIETCS [IEPBOM CTpaHULIEd (HOMEp He
ctaBuTcs). Homepa nocieayronx cTpaHull MPOCTaBISIFOTCS B HIDKHEM IIPaBOM YIILY;

e  KaXJbIi pa3jes1 peKOMEHIyeTCs HAUMHATh C HOBOW CTPaHULIbI.

[IpuBonuMbIE B TEKCTE€ LUTAaThl JOJDKHBI OBITh TOYHBIMM M HMETh CCBUIKY Ha
MEPBOMCTOYHUK (CM. HIKE TPEOOBAaHUS K LIUTUPOBAHUIO).

[Ipy HEyIOBIETBOPUTEIBLHOM  BBIOJIHEHUU JOoKiIaga (Tema HE pAacKpbITa,
00HapyXMBAETCs CYIIECTBEHHOE HEMOHMMAaHHE MPOOJIEMbl), OH BO3BpAILAETCS CTYACHTY Ha
I0pabOTKyY C y4e€TOM 3aMeYaHuil MPeroaaBaTels.

IIpu mnoaroToBke [oKiana GOPMUPYIOTCA HaBBIKM PAa0OTBHI C JUTEpaTypoil, eé
UTHPOBAaHUS W TPAaBWIBHOTO odopmieHuss paborbl. Takue HaBBIKM HEOOXOAMMBI M TIPU
MOJIFOTOBKE KYpPCOBOIl pabOThI, BEITYCKHON KBaTU(UKALMOHHON PabOTHI.

Obwue mpebosanus K YUMUPOBAHUIO

TeKkcT uuTaThl 3aKJII0YAETCsl B KaBbIYKU U PUBOJUTCS B TOM 'paMMaTH4ecKol (opme, B
KaKoH OH JIaH B UCTOYHMKE, C COXPAaHEHUEM OCOOCHHOCTEH aBTOPCKOTO HAITUCAHUS.

[Tpy uTHpOBaHUM Ka)kaash LIUTaTa JOJKHA COMPOBOXKIATHCS CCBIJIKOM HAa HCTOYHHK.
CchlIKH Ha JIUTEPaTypy B TeKCTe pabOThl MPUBOJATCS B KBaJpaTHBIX cKoOKax - [23, c. 95]. [Ipu
OJIHOBPEMEHHOH CChUIKE Ha HECKOJBKO JIMTEPATYPHBIX UCTOYHUKOB OHU NEPEUUCIIAIOTCS Yepes3
TOYKY C 3alliTOH, C COXpaHEHUEM IMOopsAKa CIIEJAOBaHUS B OOLIEM IepedHe JHUTepaTyphl,
Hanpumep [6; 10; 12].

IIpumepul OubaUOCpaduueckoco onucanus iumepamypbol

Ecnu kHura umeer oonoco agmopa:

Scuunkas, B. P. CounanbHoe BoCIMUTaHUE B KJIacce : TEOPUS M METOJIMKA : yued. mocodue
/ B. P. fAcuunkas ; nox pen. A. B. Myapuka. — M. : Akanemus, 2004. — 352 c.

Ecin xHMra uMmeer AByX aBTOPOB, TO B HayaJle ONMCAHMS YKa3bIBA€TCs IEPBBIM aBTOD,
MocJie 3arjlaBusl yKa3bIBAIOTCS CBEACHUS U O TIEPBOM, U O BTOPOM aBTOpax:

Hepkau, A. A. Axmeonorus : y4e6. mocobue / A.A. [epkau, B. I'. 3a3pikun. — CIIO. :
[Tutep, 2003. — 256 c.

Ecin xHura mmeer TpEX aBTOpPOB, TO B HAUYalO OIMCAHUS BBIHOCUTCSA IIEPBBIA aBTOD,
OCTaJIbHbIE aBTOPBI, BMECTE C MEPBBIM, IEPEUNCIISIIOTCS TOCIIE 3arjaBusi:

Kynuneina, B.H. MexnuunoctHoe o6menue: yuyeOnuk / B.H.Kynunema, H.B.
Kazapunosa, B.M. Ilorosbmia. — CIIG.: [Tutep, 2001. — 544 c.

Ecnu xHUra umeer uemvipe u 6onee asmopos, TO MOCIE 3arjiaBusl yKa3bIBAIOTCS TOJIBKO
NEePBBI aBTOP, Jaiee CIEeIYIOT CI0BA «H JIP.», 3aKJIIOYCHHbIE B KBaJpaTHbIE CKOOKU:

[Tenaroruka : yue6. mocooue / B. A. Cnacténun [u np.]. — 3-¢ u3n. — M. : [llkomna-IIpecc,
2000. - 512 c.

Ecnu xHura sBisieTcss 4acTbi0 MHOTOTOMHOTO W3JIaHUS, TO YKa3bIBa€TCS KOJIUYECTBO
TOMOB (WJIM KHHUT'), ¥ CCBIJIKA JIEIAaeTCsl Ha TOT TOM, KOTOPBIH MCIIONb30BaH B pabore. Hampumep:

Hewmog, P. C. Ilcuxonorus : B 3 xu. Ku. 3 : Ilcuxonuarnoctuka. Beeaenue B HaydyHOE




MICUXOJIOTHYECKOE HCCIIeIOBaHUE C DJIEMEHTaMU MareMatudeckoii craructuku / P. C. Hemos. —
4-e 3. — M. : BJIAZIOC, 2001. — 640 c.

IIpumep onucaHus IJ1aBbl U3 KHUTH

Xbemn, JI. MccnenoBanue u oneHka B ncuxojoruu juuHoctu / JI. Xeemn, 1. 3urnep //
Teopus nmuunoctu / JI. Xwemnn, J1. 3urnep ; nep. C. Menenesckas, Jl. Bukroposa. — CIIO. : ITutep,
2001. —T'n. 2. — C. 56-104.

B cnydae memamuueckoco cOopHuka mpyoos ONUCAHWE HMCTOUYHUKA HAYMHACTCS C
3aryiaBusl, Jajee Mocie KOCOM 4epThl YKa3bIBAE€TCs peAakTop (WM PEeIaKTOphl), ajee OluCaHue
CBe/leHU 00 M31aHNH, BBIXOIHBIC JAaHHBIE KaK B MPEIbIIyIINX ciydasx. Hampumep:

[lcuxonorunueckast Hayka B Poccun XX cronerus: mpobieMbl TEOPUH U UCTOPUU / MO
pen. A.B. bpynuinnckoro. — M.: M3natensctBo «MHCTUTYT nicuxosiorun PAH», 1997. — 320 c.

Ecnu 3aenasue knueu cocmoum u3 HeCKONbKUX NpeonodiceHull, MEXAy KOTOPbIMU B
UCTOYHHKE MH(OPMAIMHM OTCYTCTBYIOT 3HAKH NMPENUHAHUS, TO B ONMHUCAHUM 3TU MPEIOKECHUS
OTJEJSAIOT APYT OT Jpyra TOUKOM:

Kponuk, A. A. Kay3zomerpus. Meroasl caMOINO3HAHUS, TICUXOJUATHOCTUKU U
MICUXOTEPAIMU B MCUXOJOTUH xu3HeHHoro mytu / A. A. Kponuk, P. A. Axmepos. - M. : Cmsic,
2003. — 284 c.

NHorna xHHMra mmeer BTOpOE, yTOYHsIIee Ha3BaHue. OHO TakkKe NPUBOJIUTCA B
ONMCAHUU U OOBIYHO OTAEJSAETCS OT OCHOBHOI'O JABOETOUMEM U MUILIETCS C MaJEHbKOW OYKBBHI.
Hampumep:

[epBun, JI. [lcuxonmorust muyrocTH : Teopust U uccienosanus / JI. Ilepsun, O. J[xoH ;
nep. ¢ anri. M. C. XKamkoubsH ; nox pea. B. C. Maryna. — M. : Acnekr IIpecc, 2001. — 607 c.

Qenpamrenid, . WM. Ilcuxosmorus B3pocieHUs @ CTPYKTYPHO-COJEp>KaTelIbHbIC
XapaKTePUCTHUKU Ipoliecca Pa3BUTHUS JTUYHOCTH : u30panubie Tpyasl / [. M. @enpamreiin. — 2-e
n3a. — M. : @aunra, 2004. — 672 c.

CBeneHus, OTHOCALIMECS K 3arjaBUIO, COAEPKAIlyI0 WHGOpPMAIMIO, PACKPBIBAIOIIYIO U
MOSICHSIIOIIYI0O OCHOBHOE 3arjlaBU€, CBEICHHS O BHJIE, >KaHpPE, HA3HAUCHUU IPOU3BENICHUS,
yKa3bIBaIOT Yepe3 IBOCTOUNE C MAaTIEHbKON OYKBBI:

Credanenko, T. I'. OTHONCHXO0JIOTHS : YUEOHUK...

Aemopegepamul _Oduccepmayuii u __duccepmayuu B CIHUCKE JUTEPATypbl MPUBOIATCS
CJIEIYIOIIUM 00pa3oM:

XKanaruna, T. A. Ilcuxonornueckas npoduiaakTuka mpodecCHoHaTbHON aedopMaIun
JUYHOCTH TIPENoaaBaTelist By3a : JHC. ... I-pa MCUX0J. HayK. — TBepsn, 2004. — 309 c.

CaBuenko, H. A. CwmbICiOBbIeé YCTAaHOBKM KaK KOMIIOHEHT Hpo(ecCHOHANBHBIX
JUCTIO3UIIMKA CTYIEHTOB-TICUXOJIOTOB : aBTOped. auc. ... kana. ncuxod. Hayk / H. A. CaBueHko.
— PocroB-n//1., 2008. — 16 c.

[Tpumep onucaHusi cnpagouHbIX MAMEPUANOB:

CripaBo4HUK mpakTudeckoro ncuxosiora : Ilcuxorepamnus / coct. C.JI. ConoBbéBa. — M. :
ACT ; CII6 : CoBa, 2011. - 575 c.

Onucanue cmamet OCYIIECTBIISETCS CIETYIOIIUM 00pa3oMm:

Ccmamus 00H020 a8Mopa U3 COOPHUKA:

["aBpuiiosa, I'.I'. IIpoGieMbl HHBECTHPOBAHUS B HETOCYIaPCTBEHHBIE IEHCUOHHBIE (hOHIbI
/ T'.T". TaBpuiioBa // CtpaTerusi u TakTUKa yIpaBiIeHUs NPEIIPUITHEM B IEPEXOTHON SIKOHOMUKE
: MeaBYy3. ¢0. Hayd. Tp. / Bonr['TV ; mox pen. I'.C. Mep3nukunoii. — Bonrorpan, 2006. — Beim.
13- C. 273-279.

cmamos 08YX asmopos u3 cOOPHUKA.:

Epmonenxo, U. U. [IpoGiembl BHEApeHUs MPUHIUIIOB CTPATETHYECKOTO TUIaHUPOBAHUS
Ha TpennpuaTusX B coBpeMeHHoM ympasienuu / M. U. Epmonenxo, P. E. Ilymsman // X
PernonanpHas xoH(pepeHIMs MOJOJBIX HccieaoBareneir Bonrorpanckoit obmactu, 8-11 HOsO.
2005 r. / Boal'V [u np.]. — Bonrorpan, 2006. — Bein. 1. DxoHOMEKA U (UHAHCHI : TE3HUCHI JOKIL.
—C. 218-219.

cmambs mpEex asmopos u3 C6ODHMKCZ.'




Kpasnos, M. 10. Couunonorudeckuii acmekT MpoOJeMbl MOpPAIKAa B COBPEMEHHBIX
MexaucIuIInHapHbIX uccnenoBanusx / M. 1O Kpasuos, A. B. ConoBsésa, P. B. Smenko //
AKTyanbHbIE TIPOOJIEMBI UCTOPHH, TEOPUU M TEXHOJOTUU COLUAIBHOW paboTHI : cO. Hay4. CT. /
®I'OY BIIO «HoBoyepkacckas roc. Menwopar. akaueM.». — HoBouepkacck ; PoctoB u / .,
2007. — Bpm. 9. — C. 114-118.

cmamvs yemulpéx u Oosee asmopos u3 cOOpHuKa:

Ocobennoctu 3aboneBanuii u TpaBM y croprcmeHoB / JLM. [lembsinoBa [u ap.] //
3nopoBasi MOJoOJIekKb — Oyaymiee cTpanbl! : maTep. rop. MeXBY3. Hayd.-mpakT. Koud., T.
Bonrononck, 28 amp. 2011 r. / Bonrogonckuii unctutyt (punuana) FODY. - Bonrogonck, 2012.
—C. 83-88.

CmMamuvs 00H020 a8MoOpa U3 HCYPHALA:

Kamkapos, A. II. Ilpo6nemsr cemerinoro utenust / A. Il. Kamxkapos / Bocnuranue
MKOJIBHUKOB. -2012. - Ne 9. — C. 30-34.

Cmamwvs 08yX asmopos U3 HCypHaIa:

Huxonaes, B. A. CymHOCTh TpyIOBOI'O BOCIIUTAaHUS B COBPEMEHHBIX YCIOBUsX / B. A.
Huxkomnaes, B. A. IllomuH // Ilegaroruka. — 2011, - Ne 6. — C. 51-57.

CMamuvs mpéx asmopos U3 HCypHaua:

Pomamikun, K. M. Marematuka B mpoektax Haykoydenust / K. WM. Pomamkun, I'. H.
AsepbsiHOBa, A. C. [Iponun // ConpansHo-rymManuTapusie 3Hanus. — 2012. - Ne 3. — C. 135-144.

cmamus boiee mpéx asmopos U3 JHCypHaa:

Kondeccnonanpaple 0COOEHHOCTH pPEIMTHO3HON Bepbl M NPEACTAaBICHHHA O ee
counanbHbix pyakusax / FO. A. I'aBpunos [u np.] / Coumonoruueckuii uccienoanus. — 2005.
-Ne 6. — C. 46-56.

cmamuvs u3 eazemol:

l'onoaués, B. Jlonr muaTe:xom KpaceH: 0 Joirax mno 3apruiate paboTHHKaM OOJKETHOM
cdepst / B. T'onosaués // Tpyn. — 2006. — 3 amp. — C. 2.

IIpumepyul onucanus pecypca yoanreHno2o 0ocmyna:

Onextponnblii katamor I['TIHTH Poccum [OnekTpoHHBI pecypc] : 0a3a  JaHHBIX
COJIEP’KUT CBEIEHUS O BCeX BHJAax JMT., nocrynatomei B poun I'TIHTH Poccun. — DnekrpoH.
maH. (6 daitnoB, 511 T1eIC. 3amumceit). — M., [2009]. — Pexum pgoctyma

http://www.gpntb.ru/win/search/help/el-cat.html

OO6pa3oBaHue: UCCIEAOBAHO B MUpe = OIM.IU [DIeKTPOHHBIN pecypc] : MexayHap. Hayd.
nei. UHTEpHET-)KypHal ¢ OubiuoTexkoi-muno3utapueM / moj mnarpoHaxem Poc. Akan.
O6pazoBanus; ['oc. Hayd. men. 6-ku um. K.JI. Ymmuckoro. — M. : OIM.RU, 2001. — Pexum
noctyma : http://www.oim.ru.

JloceB, C. Kopnoparusabie cuctembl DI : Mexay MpoM3BOJACTBOM M TEXHOJIOTHEH
[Dnexrponnsrit pecype] / C. Jloces. — 2006. — Pesxxum noctyma : http://www.imag.ru/ID=622563

Axomnosa, JK. VicTopusi BOBHUKHOBEHHUSI U TIPABOBOTO PETYJIMPOBAaHUSI TOBAPHBIX 3HAKOB
[Dnextponnstii pecype] // [IpaBo u ynpasnenune. XXI Bek. — 2008. — Ne 4. — Pexkum focrtyma:
http://elibrary.ru/item.asp?id=16922586

Ecnmu B pabore HUTHPYIOTCS HECKOJIBKO CTareil W3 COOpPHHMKA TPYJAOB HJIH JKypHAaIa,

eIMHUIIAMH OMOIMOTpagUUECKOr0 ONMMCAHUS SIBISIOTCS KaKJas M3 JTHUX CTaTed, a He Bech
COOPHHK WJIN KYypHAJ.
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cepBuca
18.
19.
20.
21.
22.
23.

Tembl 10KI210B JI51 YCTHOTO ONPoca

Tpancdopmanuu B chepe obcayxkuBanus B X VIII B.

Ocobennoctu pa3putus chepsl cepBuca B XIX B.

OcHOBHBIEC XapaKTePUCTUKHU cephl ObITa U ycuyr Hayana XX B.
OcobennocTtu pa3BuTus chep cepBrca 3a pyoexom

Hcropuueckue GpakTopsl, ONpeaenuBIIne CenudruKy poCCHICKOTO CepBHcCa.
[Ipobnembl, ¢ KOTOPBIMH CTaJKUBaeTcs Poccus Ha MyTH K CEPBUCHOMY

CooTHOIIEHUE TOHATUH «CEPBUCY, «OOCITYKUBAHUE» U «YCITyTamy.

CepBucHas IeITeNbHOCTh KaK 0c00asi pa3HOBUIHOCTD JIE€SITEIIbHOCTH YEJIOBEKA.
[ToHsiTHE «KOHTAKTHOW 30HBD» B CEPBUCHOMN J€ATEIbHOCTH.

[TonsiTHE yClyru, OCHOBHBIE XapaKTEPUCTUKHU YCIIYT.

Ycayru B o01ecTBax IpEeBHET0 MHUPA.

Yenyru B cpeiHEBEKOBOM 001IecTBe 3anaanoi EBponsl.

Yenyru v cepBUCHAs AeSTEIbHOCT B o01iecTBe HoBoro Bpemenu.

VYciyru u cepBUCHAs A€ TEIBHOCTh B COBPEMEHHOM MUpE.

Ponw cucremsl 06pa3zoBanus B pOpMUPOBAHUU CIIEIIMATHCTOB c(hephl cepBuca
Crnenuduka npeaocTaBiIeHUs] CEPBUCHBIX YCIYT B TYpH3ME.

JenoBoe oOuieHrne B IpodeccuoHaIbHON NeATeNbHOCTH paboTHUKA Chephl

ConuanbHO-KYJIbTYPHBIH CEPBUC, KaK BUJ NPOHEcCHOHAIbHON AesSTeIbHOCTH
TpaHCTIOPTHBIN CepBUC, KaK BUI MTPO(PECCHOHATHHOHN e TeTbHOCTH
TexHonoruueckuit cepBuc, Kak BUA NpophecCuOHAIbHON AeSTENbHOCTH
WNudopmanmoHHbI CepBUC, KaK BHI MPOPECCHOHATBHOMN ACSITEIBHOCTH
Cdepa 6biTa 1 yeiyr B Poccun B XVIII B.

Ocobennoctu pa3Butus cepsl ObITa U ycnyr B Poccun B mepBoi MOJIOBUHE

XIX B. —navane XX B. (o 1917 r.)

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

PazButue chepsl 6pITOBBIX yeuyr B nepuoj ¢ 1917 — 1939 rr.
Cdepa 6piTa 1 yenyr B 1940 — nepBoii monosune 1960-x rr.
PazBuTne coBerckoro ceppuca Bo BTopoii nososune 1960 — nepBoii mojaoBuHe

Pa3BuTHne coBeTcKOro cepBuca B rojbl MepeCcTPOKH.
PasButue cepsuca B Poccun B 1990-¢ — nagano XXI B, coBpeMeHHOE

Buibl COBpeMEHHOT0 cepBUca U MOAXOABI K €r0 OCYIIECTBICHUIO
PasBuTHe cepBUCHOM IESITENBHOCTH B chepe TypusMa.

3HaYeHUe cepBHCca B peaau3aluu NoTpeOHOCTe IMYHOCTH.

KaudecTBo yciyr ¢ TOUKU 3peHHS] TOTPEOUTEINS

NcTopuueckuii onsiT Poccuu B pa3BUTUH cepBuca.

OObexTuBHASI 00YCIOBIEHHOCTh BOSHUKHOBEHHUS M PA3BUTHS CEPBUCHOM

ACATCIBHOCTH.

35.
36.
37.
38.

BinstHue cepBuca Ha COLMATIBHYIO CPENy.

Pexitama Kak BUJI CEPBUCHOM JEATEIBHOCTH.

MeTobl COBEPIIEHCTBOBAHUS CEPBUCHOMN NEATEIBHOCTH.
ConnanpHble NPEANOCHUIKA BOSHUKHOBEHUS U Pa3BUTHS CEPBUCHOU

JACATCIBHOCTH.

39.

CepBI/IC KaK cCHCTeMa 00ecCIieueHUs KOM(bOpTHOﬁ JKU3HEASSI TeIIbHOCTHU JII0IEH.

40.  Cdepa cepBuca Kak crmoco0 yJI0BJICTBOPEHHS 0OIIECTBEHHBIX MOTPEeOH OCTEH



ok wnE

BO]’[pOCBI K 3K3aME€HY IO JUCIHUIIJIMHE «Cepnncnaﬂ ACATECIbHOCTD»

CepBuc, Kak 0COOBIN BUJI IEATEIHBHOCTH

CepBucHas 1€ATEIBHOCTD: IIOHATHE, 3a7a4H, QyHKIUH.

CooTHoIIEHNE TOHITUH «CEPBUCY, «OOCITY)KMBAHUE» U «yCIIyTay.

Ponb cepBUCHOMN NEATEIBHOCTH B COLIMAIBHO-DKOHOMHUYECKOM KM3HU CTPaHBbI.
VYenyra kak cienu(pu4eckuil MpoIyKT CEPBUCHON AEATENbHOCTU. Buibl ycmyr.
VYcnyra Kak MoJe3Hoe IEeHCTBUE, €€ COLMaIbHas poiib. Buael yciyr o npuHuuny

BCIICCTBCHHOCTH, HCBCIICCTBCHHOCTHU

7.
8.
9.

10.
11.
12.
13.
14.
15.
16.
17.
18.
19.
20.
21.
22.
23.
24.
25.
26.
27.

[Tonsarue ycnyru. Knaccudukanus yciayr no GyHKIIMOHAIBHONW HAPAaBICHHOCTH
Buzpl cepBUCHOI 1€ TEBHOCTH 110 OTPACIIEBOM MTPUHAJICKHOCTH

Bunei cepsuca no I'.A. ABanecoBoil

[To3nunoHNpOBaHUE CEPBUCHBIX YCIIYT

Pa3Butue cepBrca B MUPOBOM HCTOPUYECKOM IIPOLIECCE

PazButue chepsl yciyr u cepBUCHOM JEATEIBHOCTH B POCCUICKOM 001IECTBE
OO01ast XapakTepuCTUKa COLIMAIbHO-KYJIBTYPHOTO CEpBUCA

OO1w1ast XxapakTepUCTHKA TEXHUYECKOI'O M TEXHOJIOTHYECKOT0 CepBHCa

CepBucHas 1eATEIBHOCT KaK CIIOCO0 YAOBIETBOPEHUS TOTPEOHOCTEH OTPEOUTEIS
[TonsATHE «OOCTYKUBAHUS» B CEPBUCHOM NEATEILHOCTH

@DOpMBI 1 METOABI OOCTYKUBAHHS HACCIICHHSL.

[ToHATHE «KOHTAKTHOM 30HBI» KaK C(epbl peau3alui CEpBUCHON NesITeIbHOCTH.
TexHonorus peanu3annuy CEpBUCHOMN AEATEIBHOCTH B KOHTAKTHOM 30HE

@DaKTophbl, BAUSIOIME HAa IOKYATEIbCKOE TOBE/ICHUE

[Iponiecc npuHATHS peIICHHs MOTPEOUTENEM: CIICHU(PHUIECKUE ACTIEKTHI TOKYIIKH YCIIyT
[ToTpeOuTenu yciyr: TUIIOJIOTHYECKUE XapaKTEePUCTUKU U CEPBUCHOE MTOBE/ICHHUE
CepBHCHOE B3aUMOJICHCTBHE B IIPOLIECCE NIPEIOCTABICHUS YCIYTH

KonduukTel B cepe cepBuca U UX pazpelieHue.

MapkeTHHroBble KOMMYHHUKAIMU B CEPBUCHOM JEATEILHOCTH.

KynbTypa cepBuca 1 3THUECKHE OCHOBBI CEPBUCHOM JI€ATENBHOCTH.

CepBucHas 1eATeIbHOCTh: OHITHE O CTUJIE OOCITYKUBAHUS TOTPEOUTENEH, OCHOBHBIE

npaBuia 00CITy>KUBaHUS.

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

[Ipodeccrnonanbhblie criocoOHOCTH pabOTHHKA cephl cepBUca

MoTuBanus nesTeabHOCTH paboTHUKA cephl cepBUca

ITepconan, kak OCHOBHOE 3BE€HO B CEPBUCHOI1 JESITEIbHOCTH

VYcnoBus U cpeAcTBa Tpy/Jla CrieUanucTa cepsl cepBHca.
[TpodeccronanbHO-3HAYNMBIE Ka4eCTBA M CBOMCTBA CIIeUANINCTa c(hephl CEPBUC
TpeboBanus morpeduTeneil kK NpeaAnpuaTUusM cepsl cepBuca.

Oco0eHHOCTH PEIOCTAaBIEHUS! CEPBUCHBIX YCIYT B TYpU3ME.

Typuct, kak noTpeduTens yciyr, (akTopsl, BIUSIOLINE HA BBIOOP OT/bIXa
Oco0eHHOCTH PEIOCTAaBIEHUSI CEPBUCHBIX YCIYT B TOCTUHUIIAX.
XapakTepuCcTHKa MOCIENPOAAXKHOIO CEPBUCHOIO 00CITYKUBaHMUS.
XapakTepHuCTHKa CEpBUCHOM JEATENFHOCTH B chepe rocyra.

CepBucHas 1eATENILHOCTh B PECTOPAaHHOM OHM3HEce.

OCoOEHHOCTH TPEIOCTABIICHHS CEPBUCHBIX YCIYT HA MPEINPHUSATHIX aBTOCEpBUCA
Oco6eHHOCTH MPeAOCTABICHHS CEPBUCHBIX MH()OPMAIIMOHHBIX YCIYT.
[TonsiTHE «Ka4ecTBa CEPBUCHBIX YCIYI»

@DaKTopBbI, ONPEENAIONNE KAaUeCTBO YCIYT.

CranmapTuzanys B yIpaBJI€HUH KaueCTBOM YCIyT

O1eHKa KOHKYPEHTOCIIOCOOHOCTH CEPBUCHBIX YCIIYT

ITepconan: nmpaBmiIa M OpraHu3anys 00CIy)KNBAaHHUS OTPEOUTENeH yCIyr
3HayeHHne CEpBUCHOM JIEATEILHOCTH B YCIOBHSIX COBpeMeHHoi Poccun.
Ilcuxomorndueckne n OpraHNU3alluOHHO-TICUXOJOTUYCCKUE aCIICKThI CepBHCHOﬁ

ACATCIIBHOCTH.



49.  CoBpeMeHHasl KyJIbTypa CepBUCA: ITHUECKUE U ICTETUUYCCKUE aCTIEKThI CEPBUCHOU
JIeSTEIbHOCTH.
50.  Cepsuc kak cucrema obdecredeHusi KOMPOPTHOH KU3HEACATESIHLHOCTH JIFOICH

IIpakTuyeckue 3agaHust
no aucuuniuHe «CepBucHAas 1eATEJIbHOCTDY

1. CocraBbTe KOJEKC pEYEBOro IOBEIEHHs CHELMAIMCTa COLMAIBHO-KYJIbTYPHOTO
ceppuca. Ilpu 3TOM mOCTapalTeCh YYECThb ICHUXOJOTHYECKHUM, STUYECKUN, ITUKETHBIM H
A3BIKOBON KOMITOHEHTHI.

2. B peknmamMHOM areHTCTBE BO3HHUKJIA CIEAYIONIAas CHTyalus: HECBOEBPEMEHHOE
BBINOJIHEHHE 3aKa3a Ha MOJUrpaduuecKyto NPOIYKIHIO PEKIAMHOrO Xapakrepa B Tunorpapuu
BCJICJICTBHE TIOJIOMKH 0oOopynoBaHus. lloaroroBeTe peyb, KOTOpas CriaJuT BO3HUKIIYIO
KOH(IMKTHYIO CUTYal[MI0 C KJIMEHTOM, ONHUPAACh HAa MPUHLMIIBI 3TUKU M C HCIOJIb30BaHUEM
PEUEBBIX STUKETHBIX (HOPMYII.

3. BriOepure KOHKpeTHbIE NMpeanpUATUs chepbl CEpBUCA PEATbHO CYIIECTBYIOIIUE Ha
peiHKe ycnyr T. Bonromoncka. Ecnu Ob1 Bel paGoTanu Ha JaHHBIX MPEANPUSTHIX, KAKUMHU
crioco0amu, METOAaMu, MEpaMy PUBJIEKAIN KJIMEHTOB K M0JIb30BaHUIO HOBBIMU BUJIaMH YCIIYT.

4. Yacro, momydasi KaKylO-TO YCIYTYy, IOTPEOWUTETb NBITACTCS €IIe «BBHITOBOPHTHCS,
pacckazaTb O cBoux mpoOsiemax. A y MeHekepa B JaHHBI MOMEHT HET BPEMEHM Ha JIMIIHUE
pasroBopbl. Kak OH NOCTYITUT B JAaHHOW CHUTYallMd, YTOOBI IMOTPEOUTENsS HE «OTHYTHYTH», HE
oouners ero?

5. Brmenure cdepbl NpaKTUYECKOH AEATENBHOCTH, C KOTOPBIMH OyneT CBsi3aHa
CepBUCHAsI JESATEIBHOCTD B OYIyIIEM.

6. MUznoxwure cBoro TouKy 3peHus: «[louemy eme 10 Havanga MpPeIOCTABICHUS YCIyTH
HE00XO0/IMMO BBISIBUTH OTPEOHOCTH MTOTPEOUTEINS.

7. TlpuBemute mpuMephl OPraHMU3alUU KOHTAKTHON 30HBI HA TPEANIPHUATUSX CEPBHUCA T.
Bosaromoncka.

8. IIpemnoxuTe crmocoObl MOTHBAIIMY TIOTpeOHTENEeH TYpPHUPMBI

9. IIpemnoxure cnocoObl MOTHUBAIMM NOTpEeOUTENeH NpeANnpUsTHS OOILIECTBEHHOTO
UTAHUS

10. Ilpensoxxute crnocoObl MOTUBALIMYU MOTpEOUTENENH TOCTUHUIIBI.

11. Usnoxwure TpeOoBaHUS K paOOTHUKY KOHTAKTHOW 30HBI.

12. KakoBel  neicTBUsI ~ paOOTHMKAa cepBUCAa C  TMOAOOHBIM  HOTPEOUTENEM:
«IIEMOHCTPUPYET YBEPEHHYIO ()OPMY TOBEACHHUS, OH MOXET BCTYNATh B CIIOP C MEHEKEPOM,
yMeeT apryMEeHTHpPOBAaTh CBOK MO3MIMIO, MOXXET HPOSBIATH YIPSAMCTBO, HEIOBEPUYHBO
OTHOCHTCSI K MEHEDKepy. Pa3roBop o jene BeleT jKeCTKO, MBITAETCS MPOU3BECTH BIICYATIICHHUE
Ha MEHeKepa COOCTBEHHOM Ba)KHOCTBIO, CChUIAETCS HAa KOHKYPEHLMIO U 3HAHHME CUTYalluM Ha
PBIHKE»

13. KakoBel neiicTBus paOOTHHKa cepBHCa C MOJOOHBIM MOTPEOUTENEM: «CTapaeTcs
NEPECTIOPUTh MEHEIKepa, TEMOHCTPUPYET CBOM HCKIIOYHTEIBHBIC 3HAHUS, CTAPACTCsl HAYYUTh
ero pabore, XBacTaeTrcs BIaJieHHEM HH(pOpMalMel, BbIIBUTA€T HEYMECTHBIC BO3PaXKEHMUS,
IBITACTCS YIMYUTH MEHEDKEPa B HEKOMIIETEHTHOCTH

14. KakoBbl pelicTBUs paOOTHHKAa CepBUCA C TMOAOOHBIM MOTPEOUTENEM: «OUYECHb
pa3TOBOPYMBEIA, 007aJaeT pPa3BUTHIM UYyBCTBOM IOMOpa, JOOpOXKENIATeNeH, PacIOIOKEH K
KOHTAKTy C MEHEIXKEpOM, JIETKO MJIET Ha KOHTAKT, JOCTATOYHO JIOBEPYMB, €0 JIETKO YOeIHTb,
NIPUBEISl BECKHE apTyMEHTBI»

15. KakoBsl aelicTBUs paOOTHHKA cepBUCa € MOAOOHBIM MOTPEOUTENEM: «3aCTCHUUBBIH,
MIOCTOSTHHO COMHEBAETCS; TPOSIBIIIET OECTOKONCTBO, MOIAO03PUTEIHHOCT, €My OBIBAET TPYIHO
NOPUHATH pElIeHHe, OH CKJIOHEH HCKaTh HEJAOCTaTKM B TOBape WM YyCIyre, Aake IMPHUHSB
pelIeHne, COMHEBAETCS B €T0 MPABUIHLHOCTH



16. KakoBbl nedcTBHsS pPaOOTHUKA CEpBHUCA C MOAOOHBIM MOTPEOUTENEM: «OOBIYHO
OTBEYaeT Ha BOMPOCHI OJTHOCIOXKHO, JIN00 BooOIIe MomuuT. Co3/1aeTcs BlieYaTieHe, YTO OH BCe
BpEMs O YEM-TO TyMaeT, IPOSBISAET 03a00YEHHOCTh BBIOOPOM, HEOOIIUTENIEH, KPUTUYCH, YaCTO
OTBEYaeT BOIIPOCOM Ha BOIIPOCH»

17. KaxoBbl neiicTBusi pabOTHHKA CEpBHCAa C MOJOOHBIM MOTPEOUTENIEM: «HA KaXKI0€
Ballle MpeAJIOKEeHNE, TAKOW MOTPeOUTENb TOTOB IPUBECTH MHOXKECTBO apIyMEHTOB, IOYEMY ITOT
TOBap WM yciayra eMy He moaxoisar. OH HeOBEpUUB, OJO3PUTENICH, CYUTALT, YTO €r0 XOTST
00MaHyTb, HE JTIOOUT PUCK, JIFOOYIO IIepeMEHy pacCMaTPUBAET KaK Yrpo3y; Yalle BCEro HaCTPOeH
HETaTUBHO.

18. KakoBwl jnelicTBUs pabOTHHKA CEpBUCAa C IMOAOOHBIM TMOTPEOUTEIEM: «JacTO
BCTYIIAET B CIIOPHI C MEHEIKEPOM, OBICTPO pa3apa)kaeTcsi, MPOSBISET arpecCUBHOCTH, JIETKO
BIIaJ]a€T B THEB, €ro Jierko oduaeth. CKIOHEH K mobene Jt000i 1eHO0#, cCUuTaeTcsl TOJIBKO CO
CBOMM MHEHHEM)

19. KakoBwl nelicTBUs pabOTHHKA CEpBHCAa C MOJAOOHBIM TOTPEOUTENEM: «BUIUT B
MEHEeKepe, MPEXKAEC BCEro YeloBeKa, KOTOPBIH MOXET NMPUHECTH eMy Moib3y. lloTpedburens
HACTPOEH KOHCTPYKTUBHO, 3aWHTEPECOBAH, PEIIMTENICH, YBEpEH B cebe, OpPHEeHTUPOBAH Ha
npuoOpeTeHne ToBapa WM YCIyTd. B mporecce B3aMMOAEWCTBUS C MEHEIKEPOM OH 33/1aeT
BOIPOCHI O KOMITAHUH, IPOJIYKTE, YCIYyTe, MPOSABIAET yMEHUE CIYIIAThHY.

20. Cmpoc Ha TypUCTCKHE U TOCTUHUYHBIC YCIYT'H MOJBEPKEH CE30HHBIM KOJICOAHUSIM.
[Ipennoxute, KakuM OOpa3oM CHHU3HUTH 3TOT (akTOp B IEHTpaxX 3aropogHOro OTAbIXa T.
Boaromoncka.

21. KnuMeHT roCTUHUIBI BBIpa3ui HEIOBOJIBCTBO MPEIOCTABIEHHBIM HOMEPOM, TaK Kak,
[0 €r0 MHEHHIO, OH HE COOTBETCTBYET TpeOOBaHMS K KaTeropuu Homepa. CorimacHo TOTOBOpPY
KJIMEHT ObLI PAa3MEILeH B HOMEp KIIAcca «allapTaMeHT», OHAKO ILIOMAb ero cocTaBiser 30 M?,
OTCYTCTBYET DJISKTpUYECKasl IUTUTA JIJIsl IPUTOTORICHU iy, [TpaB v kiueHT?

22. Kakumu pecypcamu, MO3BOJISIIOIIMMH pa3BUBaTh CEPBUCHYIO cdepy, oOnamaeT
PocroBckast ob6mactp

23. OOwsacuuTte Beipakenue B. Jlans «Ycmyra, 94To X71€6-cob: 1€710 B3aUMHOE.

24. BpiOepure KOHKPETHBIC MPEennpuaTusi cepbl CepBUCa PEANTbHO CYIIECTBYIOIINE Ha
peiHKe ycnyr T. Bonrogoncka. [Ipeanmokute MepompusiTHs, KOTOpble MOTYT MO3BOJIUTH
MOBBICUTH KaYECTBO MPEIOCTABIISIEMBIX YCITYT.

25. ChopmynupyiiTe mpaBuiia, KOTOPBIM CIEAyeT NPUACPKUBAThCA TpuU padoTe C
Kano0aMu roTpeduTene.

MeTtoauyeckue peKOMeH/IallMHU 10 NMOAT0TOBKE K MPAKTHYECKUM 3aHATHAM
no qucuuniuHe «CepBHCHAS 1eATEIbLHOCTDY
AJIs1 cTy/ieHTOB HanpaBjiaeHus noaroroBku 43.03.01 Cepsuc

3aI[aHI/IeZ OTBCTUTH HA BOIIPOCHI, IOATOTOBUTH 5-6 CHaﬁZLOB K BOIIPOCY, BBIYUUTDH
OMMpECACIICHUC HOHSITPIfI, TCPMHUHOB, H€06XOI[I/IMI)IX AJId PACKPBITHUA TCMBI.

3ansTue 1. CepBucHBIe YCJIYTH U UX KJIaccHPUKALUSA

OcHOBHBIE BOIIPOCHI:

IlonsaTue yciyru

CocraB u cTpykTypa chepsl yeiayr

Oomepoccuiickue kiaccu(PpUKaTOPhl YCIYT HACEIECHUIO

Busl cepBUCHOM IEATEIIBHOCTH IO OTPACIIEBON PUHAJIEAKHOCTH
KommekcHast kiaccudukanus yciuyr

[To3nMoHNpOBaHNE CEPBUCHBIX YCIYT

WNuauBuayanu3anus NoTpeOIeHUs] CEPBUCHBIX YCIyT

NoabkowhE



IpakTuyeckue 3aJaHuA:

1. Bribepure KOHKpeTHBIE TIpeAnpUsITHS chepbl cepBrca peaJbHO CYIISCTBYIONIUE HA
peiHKe ycryr T. Bomromoncka. Ecnm Obi Bel paGoTany Ha AaHHBIX MPENNPHUATHIX, KaKHUMU
crocobamu, METoJaMH, MepaMU MPUBJIEKAIN KIMEHTOB K OJIb30BaHUIO HOBBIMU BUJAMH YCIIYT.

2. Yacro, monmy4as Kakyl-TO YCIyTy, TOTPEOUTENh IBITACTCS €IIE «BBHITOBOPUTHCS,
paccka3aTb O CBOMX IpoOiemax. A y MeHemKepa B JaHHbI MOMEHT HET BPEMEHU Ha JIUIIHHE
paszroBopbl. Kak OH HOCTYIUT B JAQHHOW CHUTYalldd, YTOOBI IMOTPEOUTENs HE «OTHYTHYTh», HE
oouners ero?

3. OO0mwsacuuTe Beipakenue B. Jlans «Ycimyra, 94To X71€0-COJb: 1€710 B3aUMHOEY.

Tembt doknaoos, cooouenuii: 7, 10

3ansTue 2. KayecTBO cCepBHCHBIX YCJaYT M 3(PPEKTHBHOCTH CEPBUCHOM /1eATeIbHOCTH
npeanpusTus

OcHOBHbBIE BOIIPOCHI:

1. IloHsTHE «KauecTBa CEPBUCHBIX YCIYI»

2. KagecTBO yCiyr ¢ TOUYKH 3pEHHS TOTPEOUTEIS

3. Crannaptuzanus B yIpaBiIeHUU Ka4eCTBOM yCIyT

4. Ceprudukanus B ynpaBJIeHUN Ka4eCTBOM yCIyT

5. ITokazarenu 3 PeKTUBHOCTH CEPBUCHOM AEATEIIbHOCTH OpraHU3aluu

6. O1eHKa KOHKYPEHTOCIOCOOHOCTH CEPBUCHBIX YCIIYT

7. CucreMa OLIEHKH YPOBHS CEpBHCa HA MPEANPUITUIX CPEPbI cepBUCA

8. CoBpeMeHHasl KyJbTypa CepBUCA: ICHXOJOTMYECKUE, ITUYECKHE, ICTETUYECKHE U
OpraHU3aLMOHHO-TICUXOJIOTUYECKUE ACTIEKTHI.

9. CepBuc kak cucreMa odecriedeHus: KoM(pOpTHON KU3HEACATETLHOCTH JHOIEH.
IIpakTHyeckue 3agaHus:

1. CocraBbTe aHKETy M TNpOBEIUTE ONpPOC Ha TeMmy: «BblsBieHue mnorpeOHOCTEH
norpedbureneil B yciyrax (aBTocepBHCa, TOCTUHHYHOIO CEpPBHCA, COLUAIbHO-KYJIbTYPHOIO
cepBHUCa U T.IL.)»

2. KnueHT roctuHUIbI BBIPA3WIl HEAOBOJIBCTBO IPEJOCTABICHHBIM HOMEPOM, Tak
KaK, 110 €ro MHEHMIO, OH HE COOTBETCTBYET TpeOOoBaHUS K KaTeropuu Homepa. CoriacHo
JIOTOBOPY KJIMEHT OBLI pa3MelleH B HOMEp Kiacca «arnapTaMeHT», OJHAKO IUIOMIAJlb €ro
coctaBisgeT 30 M2, OTCYTCTBYET 3JIEKTpUYECKas IUIUTA JUIsl NpuroToBieHus nuimu. [Ipas s
KJIUEHT?

Tembt 0oknaoos, cooowenuii: 32,37,40.

IlepeyeHb OCHOBHOI M 10NIOJTHUTEJILHOM y4eOHOM JUTEPATYypPbl, HEOOX0AMMOM A5
OCBOCHHUSA TUCHHILIMHBI

Ne ABTOD HasBanue W3narenscTBO Bun Ton Anpec
/m W3IaHUS u3na- 3JIEKTPOHHOTO
HUSA pecypca
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