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JIucr coryiacoBanus

OneHouyHble MaTepuabl (OLEHOYHBIE CPECTBA)IO AUCIUILIINHE
«CepBucHas 1eATeJIbHOCTDY

COCTaBJICHBI B COOTBETCTBHH C TpeboBaHusIMU DeiepaabHOr0 rocy1apcTBEHHOI0 00pa3oBaTeIbHOTO

CTaHJapTa BBICIIETO 0Opa30BaHMUS MO HATIPABJICHUIO TIOJTOTOBKU
43.03.01 CepBuc, npopuiap CepBUC TeXHMYECKUX CPE/ICTB

PaccmoTpenst u ogoOpeHsl Ha 3acenanuu kadenpsl « CoyuanbHo-KyabmypHulil Cepeuc u cyManumapuvie
oucyunaunsly IPoToKosa Ne 9 ot «22» anpens 2024 r.

Pa3paboTumk OlEHOYHBIX MaTepUaIoB (OLIEHOYHBIX CPEJICTB)
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JIucT BU3HPOBaHNSI OLIEHOYHBIX MATEPUAJIOB (OLEHOYHBIX CPEICTB)
Ha o4YepeaHoi yueOHbIN roj

OueHoyHble MaTepHaibl (OIEHOYHBIC CpeAcTBa) Mo auciuiuiiHe «CepBHCHAs —AEATEIBHOCTHY
MIPOAHATM3UPOBAHBI U IPU3HAHBI aKTYaJIbHBIMH IS Hcrionb3oBanust Ha 20_ - 20__ y4eOHBbIi roz.

[Tpotokon 3acenanus kadeapsl «CKC u I'JI» ot «__ » 20 1. Neo
3asenyrommii kadeapoit «CKC u I'I» B.1. Ky3uenon
« » 20 1.

OueHoyHble MaTepHaibl (OLEHOYHBIC CpeACTBa) MO auciuiuiiHe «CepBHCHAs —AEATEIBHOCTHY
MIPOaHATM3UPOBAHBI U IPU3HAHBI aKTyaJIbHBIMH IS Hcrionb3oBanust Ha 20_ - 20__ y4eOHbIi To.

[Tpotokon 3acenanus kadeapsl «CKC u I'JI» ot «__ » 20 1. Neo
3asenyrommii kadeapoit «CKC u I'I» B.U. Ky3nenos
« » 20 1.

OueHoyHble MaTepHaibl (OIEHOYHBIC CpeACTBa) Mo auciuiuiiHe «CepBHCHAs —AEATEIBHOCTHY
MIPOaHATM3UPOBAHBI U IPU3HAHBI aKTYaIbHBIMHE IS Hicrionb3oBaHust Ha 20_ - 20__ y4eOHBIH ToI.

[Iporoxon 3aceqanus kadeapsl «CKC u I'l» ot «__ » 20__ 1. No
3aBenyroumii kadenpoit «CKC u I'I» B.U. Ky3Henos
« » 20 1.

OueHounsle MaTepuaibl (OLIEHOYHBIE CpeAcTBa) 1o aucuuiuinHe «CepBHCHas —ACSTEIBHOCTHY
MPOaHATM3UPOBAHBI U IPU3HAHBI AKTYalbHBIMU Ui ucnofb3oBanus Ha 20_ - 20 y4eOHbIii rox.
[TpoTokomn 3acemanus xkapenpsl «CKC u I'J» ot «__ » 20__r. Ne
3aBenyroumii kadenpoit «CKC u I'I» B.U. Ky3Henos
« » 20__r.




Conepxanue

1 [TacmiopT OIEHOYHBIX MAaTEPUATIOB (OLIEHOYHBIX CPEJICTB)

1.1 [Nepevens KOMIETEHIMHA, POPMHUPYEMBIX TUCIHUILTHHON (MOyJIEM), C YKa3aHUEM STaIoOB X
dbopmupoBanus B iporecce ocBoenust OITOIT

1.2 Onucanue nmokasareseil 1 KpUTEpUEB OIIEHUBAHKS KOMIETEHIIMI Ha pa3IMYHBIX dTarax ux
dbopmupoBaHus

1.3 Meronnyeckue marepuaibl, ONpPEACISAIOIINe NPOLEAYpbl OLEHUBAHMUS 3HAHUM, yMEHU,
HaBBIKOB M (WJIM) OMNbBITA JAEATEIBHOCTH, XapaKTePU3YIOMIUX dTambl  (POPMUPOBAHUSA
KOMIIETEHIINH, ONMCaHKE IIKaJl OLlEHUBAHUS

2 KoHTponbHbIE 3a/1aHus (JEMOBEPCUM) JIsl OLIEHKU 3HAHWM, YMEHUH, HAaBBIKOB U (MJIM) OIBITA
NesTeIbHOCTH, XapaKTEPU3YIOLMX 3Tanbl (POPMUPOBAHUS KOMIIETEHIMH B IPOLIECCE OCBOCHUS
00pa3zoBaTeNbHON MPOTPAMMBI

aa

10

11



1. ITacnopT OLEHOYHBIX MATEPHAJIOB (OLIEHOYHBIX CPE/ICTB)

OrneHouHbIE MaTepUalibl (OLIEHOYHBIE CPEACTBA) MPUIIAraloTcs K paboueil mporpaMMe AUCIUIUINHBL U
IIpEeCTaBIsIET CcO00M COBOKYNHOCTh KOHTPOJIbHO-U3MEPHUTENBHBIX MAaTepUaIoB (TUIIOBBIE 3aJauu
(3amanusi), KOHTPOJIBHBIE PAOOTHI, TECTHI U JP.) U METOJOB MX HCIIOJIb30BAHUS, MPEAHAZHAUCHHBIX JUIS
U3MEPEHUs YPOBHS JOCTHKEHUS 00yUarOIIMMCsl YCTAaHOBJICHHBIX Pe3yJIbTaTOB O0YUYEeHHUS.

OneHouHble MaTepuaibl (OLEHOYHBIE CPEJICTBA) HCHONb3YIOTCA IpU TMPOBEIEHUM TEKYIIEro

KOHTPOJISI yCIIEBAEMOCTH U IIPOMEKYTOUHOM aTTECTAllMU 00YYarOIIUXCSl.

1.1 . Ilepeyenb KoMIeTeHIMI, (POPMHUPYEMBIX AUCHUIINHOM,

¢ YKa3aHueM 3TanoB ux popmupoBanus B npouecce ocsoenust OIOII

[lepeuenp KomMneTeHIUH, POPMUPYEMBIX B IIPOLIECCE U3YUEHUS AUCLIUITIINHBIL:

OIIK-2: Cnoco0OeH oCyniecTBIsITh OCHOBHBIE (DYHKITUH YIIPABICHUSI CEPBUCHOM NESTEIHLHOCTHIO;

OIIK-3: Cnocoben obecrieunBaTh TpeOyeMOe KaueCTBO MPOILECCOB OKAa3aHMS YCIyT B H30paHHOM
cepe npodeccuoHaTbHON AEATETBHOCTH.

KoHeuHbIMU pe3ysbTaTaMU OCBOEHMS JUCLMIUIMHBI SBIAIOTCA C(HOPMUPOBAHHBIE KOIHUTHUBHBIE
JIECKpUNTOPbl  «3HaTh», «YMETb», «BIAAETh», pPACIUCAaHHbIE [0 OTAEIbHBIM KOMIIETCHLUSM.
®opmupoBaHuE JECKPUIITOPOB IPOUCXOIUT B TEUEHHE BCETO CEMECTpA I10 ATAlaM B paMKaX KOHTAKTHOU
paboThl, BKIIOYAIOMICH pAa3JIMYHbIE BUABl 3aHATHH M CAMOCTOSTENBHOW pabOThl, ¢ NPUMEHEHHUEM

pa3nuuHbIX (HOpM U MeToZ0B 00yueHus (Tadm. 1).



Tabmuua 1 ®opMupoBaHre KOMIETEHIMN B MPOLIECCE U3YUEHUS] TUCIUIUIUHEI

Kon YpoBeHb JlecKpUIITOPBI KOMIICTCHITHH Bun yueOHBIX 3aHATHH, Kontponupy OIICHOYHBIC MAaTEPUAITBI Kpurepuu oriecHuBaHUS
KOMIICTEHII| OCBOCHUS (pe3ynbTaThl 00yUYCHHMS, TOKA3ATEIU JOCTHKCHHS paboTs?, eMbIe (OLIECHOYHBIE CPENCTBA), KOMIeTeHuit*
U pe3yibTata 00y4ueHsI, KOTOPhIC 00YYArOIIUIICS MOKET (hOpMBI U METOTBI pas3aensl u HCTIONB3YEMbIE JUISI
MIPOJAEMOHCTPUPOBATH ) o0yueHus, TEMBI OIICHKHU YPOBHS
CIOCOOCTBYIOIIHE JUCTIATUTAH c(OpMUPOBAHHOCTH
(dhopMUpOBaHUIO U B3 KOMIICTCHI[HH
PAa3BUTHIO KOMIETEHIIMU?
3uatb Jlexnuu, IpaKTHYECKUE 1.1-1.19 Bomnpocs! k 3k3aMeHy, OTBeTH Ha
OIlK-2.1 3HaeT OCHOBHBIE METONBI W TPHUEMBI IUTAHWPOBAHHS, | 3aHATUA (YCTHBIH ompoc), 2.1-2.21 BOIIPOCHI JUIsl YCTHOTO 9K3aMEHALMOHHBIC
OpTaHW3aIlNH, MOTHBAIIMK U KoopauHarmu aestensiocti | CPC (noMalnHee 3afaHue) OIpoca, IPaKTUIECKUE BOIPOCHI;
npennpuATHi  (MoapasaeneHuit) upeanpuatuii coepsl | Mosrosoii mrypmM, paboTa 3a[aHus OTBETHI HA BOTIPOCHI IS
cepBuca WM JAPYrux cdepax, B KOTOPBIX HEOOXOAUMO B MaJIBIX PyIIax, YCTHBIX OITPOCOB,
OCYIIIECTBJIICHHEC CEPBHUCHOU JEATCIBHOCTH, a TaKKke aHAITN3 MIPAKTHICCKUX BBIMOJTHEHHE MPAKTHYCCKOM
COJICpYKaHUE OCHOBHBIX MPOIIECCOB OPraHU3AIMH CEPBHCA pabot paboThI 1 ee 3aIIuTa 1o
Ha TPEANPHUITHH, TICUXOJIOTMICCKHE 0COOCHHOCTH pelIeHne TBOPYECKUX KOHTPOJILHBIM BOTIPOCaM B
MOTPEOUTEISI B MPOIIECCE CEPBHUCHOM JeATEIbHOCTH 3aj[a4, pOJIEBbIC UTPBI, (dopme cobecenoBanus,
OIIK-2.2: | YMeer ompenenaTs UeIM M 3aJaud  yIpaBICHUS TPEHUHIH, aHAIIN3 [IOJITOTOBKA COOOMIECHUH 1
CTPYKTYPHBIMH TIOAPA3ACICHUAMHU MPEANPUITHNA chHepbl cUTyaIui JTOKJIAJIOB K MPAKTHYCCKUM
cepBHCa WJIH JPYrux cdepax, B KOTOPHIX HEOOXOAUMO 3aHATHSIM

OCYIIECTBJIICHUE  CEPBHUCHOM  AEATEIBHOCTH, YMEET
OLIEHMBATh COJECP)KAaHWE OCHOBHBIX IICHXOJOTHYECKUX
0COOCHHOCTEH TOTpeduTens, ero TpeOOBaHUN IpH
OpraHHU3aIMH CEPBUCHOM JIESITEILHOCTH,

UCTIONIB30BaTh  CIIOCOOBI M MEXaHW3MBI  BBISBIICHHS
oTpeOHOCTeH moTpeduTenss B Tpolecce CEepBHCHOH
JIeATeNIbHOCTH

OIIK 2.3: Bmageer METOJaMU KOHTPOJISt NEeATEILHOCTH
npeanpusaTHid  (opasfeNeHnil) NpeAnpusITHd  cepbl
cepBUca WM Jpyrux cdepax, B KOTOPBIX HE0OX0ANMO
OCYIIECTBIIEHHE CEPBHCHOW JESITEIHHOCTH, BIAJEET
HaBbIKAMU pabOThl B KOHTAKTHOII 30He,

OIIBITOM OLICHKH OCHOBHBIX MICUXOJIOTHYECKHX
0coOEHHOCTEW MOTPEeOHTEIIs B IPOLIECCEe B3aUMOICHCTBUS

OIIK-2

! JlexurOHHBIE 3aHATHUS, IPAKTHIECKHIE 3AHATHS, 1a00PaTOPHBIE 3aHATHS, CAMOCTOATENbHAS paboTa
2 Heo6X0MMO yKa3aTh aKTHBHBIE M HHTEPAKTUBHBIE METOIBI 00ydeHHs (HapuMep, HHTEPaKTUBHAS JIEKIHs, paboTa B MAIbIX IPYIIaX, METOABI MO3TOBOIO IITypPMa, PEIIEHHE TBOPYECKHX 3a/ad,
paboTa B TpyImnax, MPOSKTHBIC METOIbI OOyUYCHHS, POJICBBIC WIPHI, TPCHUHTH, aHAJU3 CUTyallMd ¥ WMHTAI[MOHHBIX MOJCICH H Jp.), CIIOCOOCTBYIOIIUE PA3BUTHIO y OOYYAIONIMXCS HABBIKOB
KOMaHIHOH pabOThI, MEKINYHOCTHON KOMMYHUKALUH, IPUHATHS PELIEHUN, TUIEPCKUX KAaYECTB
b b 2
3 Ykazatb HOMEpa TEM B COOTBETCTBUU ¢ pabodel mporpaMMOi JUCIIUTLTAHBI
“Heo6x0auMO BHIOpaTh KPUTEPHH OLEHHUBAHHMS KOMIIETEHIH: MOCEMAEMOCTh 3aHATHH; MOArOTOBKA K MPAKTHYECKHM 3aHATHAM; MOATOTOBKA K JIA0OPATOPHBIM 3aHATHSAM; OTBETHI HA BOIPOCHI
MpernoaaBaTeis B paMKax 3aHsATH; ITOArOTOBKA JOKIAA0B, dcce, pedeparoB; yMEHHE OTBE€YATh HA BOIPOCHI II0 TEME IIPAKTHYECKHX pabOT, IMO3HABATeNbHAs] aKTHBHOCTh HA 3aHATHIX, KAYECTBO
B &
IMOATOTOBKH pedepaToB M IPEe3EHTALKEHN 10 pa3aeiiaM JUCIUILUIMHEI, KOHTPOJIbHEIE PA0OTHI, DK3aMEHBI, YMEHUE A€IaTh BHIBOIALI M JIP.
&



B YCJIOBUAX KOHTAKTHOI 30HEI

OIIK-3

3uaTh

OIIK-3.1 3HaeT mpoleAypy ONEHKH KadecTBa OKa3aHWs YCIyT B
CepBHCE HAa  OCHOBE  KIMEHTOOPHEHTHPOBAHHBIX
TEXHOJIOTUI

OIIK-3.2: | YMeer obecneunBaTh TpeOyeMoe KadecTBO IPOIECCOB
OKa3aHUsl YCIYyr B CEPBUCE B COOTBETCTBHH C
MEXAYHAPOJAHBIMH U HAIIMOHAIGHBIMY CTaHAapTaMu

OIIK 3.3: Braneer HaBbIKaMy OpraHHM3alMM INPOIECCa OKa3aHMs

YCIyT B COOTBETCTBUM C 3asABJICHHBIM KauCCTBOM

Jlexuuu, npakTuyeckue
3aHATHSA (YCTHBIA OIIPOC),
CPC (nomarnraee 3a1aHue)
Mos3rogoit mTypm, paborta

B MaJIbIX IpyIIIax,
aHAJIN3 MPAKTHIECKUX
pabot
pelIeHIE TBOPYECKUX
3aj1a4, pOJIEBbIE UTPBI,
TPEHHHTH, aHAJIN3
CUTyalui

1.1-1.19
2.1-2.21

Bormpocs! k 3x3aMeny,

BOIIPOCHI JUISl YCTHOTO

OIIpoca, IPaKTUIECKHUE
3a7aHus

OTBeTHI HA
SK3aMEHalMOHHBIE
BOIPOCHI;

OTBETHI HA BOTIPOCHI IS
YCTHBIX OITPOCOB,
BBIMIOJTHEHHE MPAKTHYCCKOM
paboTHI U ee 3ammTa Mo
KOHTPOJIBHBIM BOIPOCAM B
(dbopme cobecenoBanus,
[TOATOTOBKA COOOIIECHHH 1
JTOKJIQJIOB K MPAKTUIECKUM
3aHATUAM




1.2 . OnucaHue nokaszarejieil 1 KpUTEpHEB OllEHNBAHUS KOMIIETEHI[HII HA PA3JTHYHBIX
Tanax ux (opMHpoBaHUsA, ONIMCAHME IIKAJ OLleHMBAHUS

OneHuBaHue pe3yabTaTOB 00YUYEHMS 11O IUCLHUIUIMHE OCYLIECTBIISIETCS B COOTBETCTBUU C
[TonoxeHuneM o TeKylIeM KOHTPOJIE U IPOMEXYTOUYHON aTTeCTallui 00yJaroIuXcs.

Ilo npucuunnuHe «CepBUCHAs JEATENBHOCTHY IPEAYCMOTPEHBI CIEAYIOLUIUE BUIbI
KOHTPOJIS: TEKYUIMH KOHTPOJb (OCYLIECTBIEHHE KOHTPOJS BCEX BHUIOB ayJIUTOPHOH U
BHEAYJUTOPHOU JEATEIBHOCTH 00YYaIOLIErocs C LENbI0 MOTY4YEeHUs IEPBUUHON HH(POpMAIUH O
XOJI€ YCBOEHUS OTAEIbHBIX 3JIEMEHTOB COJEPKaHMsl IUCLUILIMHBI); IPOMEXYTOUHAsl aTTECTALUS
(oLleHMBAETCSl YPOBEHb U KaYECTBO OATOTOBKHU 110 TUCLUUIUIMHE B LIEJIOM).

Texkymmii KOHTPOJb B CEMECTpEe HPOBOIUTCS C IIEJIbI0 OOECIEYEeHUs CBOEBPEMEHHOMU
o0paTHOW CBSI3M, JJIsI KOPPEKIHMHM OOYyYeHHUs, AaKTHUBH3AIMU CAMOCTOSTEIBHONH pabOThI
oOyuatomuxcs. Tekymui KOHTPOJIb CIYKUT JJI OLEHKHM O0O0OBbEMAa M YpPOBHS YCBOCHMS
oOyuaromuMcsl yaeOHOro MaTepuasia OJHOTO UM HECKOJIBKUX Pa3/ieioB AUCUUILINHBI (MOIYIIS)
B COOTBETCTBUHU C €€ paboyell mporpaMMoii U orpeaesiseTcs: pe3yabTaTaMHu TeKYLIero KOHTPOJIs
3HAHUH 00yJarOIINXCS.

Texkymmii KOHTPOJIb OCYIIECTBIISIETCS JIBa pa3a B CEMECTp IO KaJeHJapHOMY rpaduky
y4eOHOro Ipolecca.

Texkymmii KOHTpOJIb NpeArnosiaraeT HadyucieHue OayIoB 3a BBINOJHEHHE Pa3IMYHBIX
BUJIOB paboT. Pe3ynbTaThl TEKyIIEro KOHTPOJIS MOJBOAATCA IO ILIKaje OalsIbHO-PEHTHHIOBOI
cucteMsl. PernaMenT GaibHO-peHTHHIOBOM cucTteMbl onpeneneH [lonoxxeHuem o cucreme
«KoHTpoJIb yCIIeBa€MOCTH U PEUTUHT 00YYAIOIIUXCSD).

Texkymmii KOHTPOJIb SBJISETCA pe3yJbTaTOM OLIEHKM 3HAaHUM, YMEHHH, HaBBIKOB U
IPUOOPETEHHBIX KOMIETEHIMH OO0yyarommxcs M0 BceMy O00bEMY ydeOHOW JMCUUIUIMHBI,
U3yYEHHOMY B CEMECTpe, B KOTOPOM CTOUT (hopMa KOHTPOJISI B COOTBETCTBHM C YUEOHBIM
IUTAHOM.

Texymuii KOHTPOJIb YCIEBAEMOCTH IIPEAYCMATPHUBAET OLCHUBAaHUE XOAA OCBOCHMS
JUCIUIIMHBL: TEOPETUYECKUX OCHOB M MPAKTHUUECKON YacTH — He MPeAyCMOTPeH Ha 3204YHOMH
¢popme 00yueHus.

[IpomexyTouHas arrecTanus no qucuuiuinie «CepBUCHas! 1€ATEIbHOCTEY» MPOBOJNUTCS B
dbopme sK3aMeHa.

B Tabn. 2 npuBeaeHo BecoBoe pacnpesesieHre OaJlJIOB U IIKaja OIEHWBAHMS 10 BUIAM
KOHTPOJIBHBIX MEPOIIPUATHH.

Tabnmuma 2 . BecoBoe pacmpeneneHue OaiioB W IIKanga OIEHUBAaHUS MO BUAAM
KOHTPOJIbHBIX MEPOIPHUATHIA
Texymuit KOHTPOJIb [IpomexyTou Hrorosoe
(50 6annos®) Hast KOJIUYECTBO
brok 1 biok 2 aTTecTalus 0aJlIoOB 110
(50 6amoB) | pesynbraTam
TEKYIIEeTO
KOHTPOJIS U
MIPOMEXKYTOU
HOU
aTTecTaIuu

5 Bua 3aHATHil 0O JMCHMILIMHE (JIEKUHMOHHBIE, ITPAKTUYECKUE, 1a00PATOPHBIE) ONPEENIETCS YUeOHbIM MIIAHOM.
KommgectBo cTon0110B TaOIHIIEI KOPPEKTHPYETCS B 3aBUCHMOCTH OT BHIOB 3aHITHH, MPEIyCMOTPEHHBIX YIEOHBIM
TUTAaHOM.

Pacnpenenenne 6ayutoB o 6JI0KaM, IO KaXXIOMY BHAY 3aHATHH B paMKax AWUCIUILINHEI OMPENeIsSeT MPero1aBaTelb.
Pacnpenenenne 6aoB 1Mo TUCIHIUIHHE YTBEPKIASTCS MIPOTOKOJIOM 3aceqaHus Kadenpsl.

ITo 3a04nOit hopmMe 00yUCHHS MEPOTIPUATHS TEKYIIEr0 KOHTPOJISA HE IPEAYCMOTPEHBI.




Jlexumon | Ilpaktu | Jlabopar | Jlekmuon | IIpaktuu | Jlabopat Memnee 41
HbIE YECKUE | OpHbIE HBbIE €cKue OpHBbIE or 0 1o 50 | Gamna —
3aHATHSA | 3aHSATH | 3aHATHSA | 3aHATUS | 3aHATHA | 3aHATHA OanoB HEY/IOBJICTBO
(X1 i (Y1) (Z1) (X2) (Y2) (Z2) PUTEIBbHO;
5 15 - 10 20 - 41-60 —
Cymma 6ammoB 3a 1 6mok =20 | Cymma 6amoB 3a 2 6mok =30 yAOBJIETBOPU
TeNnbHO;, 61-
80 — xoporo;
81-100 6anna
— OTIIMYHO

Jliis onpeneneHrs (paKTHUECKHX OICHOK Ka)KJIOrO IMOKa3aTelis BBICTABISIFOTCS CIICAYIOIINE
Oasel (Tabm.3):
Ta6mmma 3— Pacnipenenenue 6aJIjI0B MO JUCITUTIIMHE

Bun yueGHBIX paboT 1mo Konuuecmeo 6annos
JTUCIUILTNHE
1 60k \ 2 onok
Texywuii konmponw (50 6annos)

[Tocerenne 3agaTuil 5 5
Brimosnnenue 3alaHui o

qucturgae (YO), B ToM 4uclie:

yctHbIH orpoc (YO) 5 10
npakTuaeckue 3aganus (I113) 10 15

Ipomescymounas ammecmayust (50 6annos)

Ok3aMeH 1o aucuuiiHe «CepBUCHAsI EATENbHOCThY MPOBOAUTCS B IMHUCbMEHHOU (opme B
BUJIE OTBETOB Ha BOMIPOCH! JUIsl IPOMEXKYTOUYHOM arTecTanuu. 3aaHue Ijs SK3aMEHa COCTOUT
u3

3 BompocoB. IlepBblii W BTOpO BOMPOC TO3BOJISIOT HPOKOHTPOIHMPOBATH  3HAHUS
oOyuaromierocsi, TpeTui — yMEHUs U HaBbIKU. lIpaBUiIbHBIE OTBETHI HA TEPBBIM W BTOPOM
BOTIPOCHI OIIEHUBAIOTCs B 15 Gamnos, Tpetnii — B 20 6ayutoB. 3a HEBEPHO BBIMTOJIHEHHOE 3a/1aHIE
— 0 6amoB.

Cymma 6as10B no gucuuniune 100 6anios

Ok3aMeH sBisgercs (GOpMOIl HMTOrOBOM OIEHKM KayecTBa OCBOEHMs OOydarolMMCs
00pa3oBaTeNbHOW TPOTPaMMBI IO JUCIUIUIMHE B IIEJIOM WM IO pa3jieiy AUCHUIUTUHBL. [lo
pe3yJibTaTaM 3K3aMeHa O0YyYarolIeMycCsl BBICTABIISETCS OLIEHKA «OTJIIMYHOY», «XOPOILIOY,
«YOBJIETBOPUTEIILHOY, WIIH «HEYIOBIETBOPUTEIHHOY.

Ouenka «otnuHo» (81-100 GayioB) BEICTABISIETCS 00YUYAFOLIEMYCSI, SCIIH:

- oOyuaromuiicst Habpa 1Mo TeKyIeMy KOHTPOJIF0 HEOOXOIUMBIE M JIOCTATOYHBIE OaJIIIbI
JUIS BHICTABJICHHUS OIIEHKH aBTOMAToOM®,

- 00ydaronuiicsi 3HaeT, TOHUMAET OCHOBHBIE TTOJIOKEHUS TUCIUILINHBI, TEMOHCTPUPYET
YMEHUE MPUMEHATh UX JUIS BBIOJHEHMS 3a/laHUsl, B KOTOPOM HET SIBHO YKa3aHHBIX CIOCOOOB
peIIeHHS;

- 00yyJaroLuiics aHaIU3UPYET AIIEMEHTBI, YCTAaHABIMBAET CBSA3U MEXJy HUMHU, CBOJUT UX
B JIMHYIO CUCTEMY, CITOCOOCH BBIIBUHYTH HJICI0, CIIPOSKTUPOBATH M MPE3EHTOBATH CBOM MPOEKT
(peuieHue);

- OTBET OOYYAIOIIETOCS TI0 TEOPETHIYECKOMY M TPAKTUIECKOMY MaTepHaity, COAepKalieMycs
B BOMNpOCaX DHK3aMEHALIMOHHOTO Owujera, SBISETCS IMOJHBIM, U YJOBIETBOPSET TpeOOBaHUAM
POTPaMMBI TUCIIUTIIHHEL,

® KosnuecTBO U yC/I0BMS HOJy4eHHs! HEOOXOAUMBIX H JOCTATOUHBIX JJIsl [IOJIy4YEHHs aBTOMATa GaJlIOB OIpeeIeHbI
TTonoxennem o cucreMe «KOHTPOIIb yCIIeBaeMOCTH U PEUTHHT 00YUaIOIIIXCSD)



- oOyuarommiics TPOJEMOHCTPUPOBAI  CBOOOJHOE  BIIAJCHHE KOHIENTYalbHO-
NOHATUIHBIM  amnmaparoM, HayYHBIM SI3BIKOM H  TEPMHHOJIOTHEH  COOTBETCTBYIOLICH
JUCLUIUIMHBI,

- Ha JIONIOJHUTENIbHBIE BOTPOCHI MTPETI01aBaTelisl 00yJYaroIUiCs 1ai MPaBHIbHBIC OTBETHI.

Komnerenus (u) win ee 9acth (M) chOPMHPOBAHBI Ha BHICOKOM YpPOBHE (YpOBEHBH 3)
(cMm. Tabu. 1).

Orenka «xoportio» (61-80 6amioB) BEICTABISIETCS 00YUAIOIIEMYCS, €CIIH:

- oOyuarommiicsi 3HaeT, TOHUMAET OCHOBHBIE MOJIOKEHHS JUCIUIUIMHBI, JEMOHCTPUPYET
YMEHHE NPUMEHATh UX Ul BBIOJHEHUs 3a/laHusl, B KOTOPOM HET SIBHO YKa3aHHBIX CIIOCOOOB
pELICHHS; aHAIN3UPYET SJIEMEHTHI, YCTAHABIMBACT CBSI3U MEKIY HUMU;

- OTBeT IO TEOPETHYECKOMY MaTepuaidy, CcoJepXkaleMycss B  BOIpocax
HK3aMEHAIIMOHHOTO OwWjeTa, SBIAETCS MOJIHBIM, WM YaCTHYHO IOJHBIM U yJIOBJIECTBOPSET
TpeOOBaHUAM IPOrpaMMbl, HO HE BCerja JaeTcs TOYHOE, YBEPEHHOE U apryMEHTHPOBaHHOE
U3JI0KEHNE MaTepuana;

- Ha JIOTIOJIHUTEIIbHBIE BOIIPOCHI MpernojaBareis 00ydaronuics Aaj NpaBUIbHbIE OTBETHI;

- 00ydJaromuiicss TPOJEMOHCTPUPOBAT BIIAJCHWE TEPMUHOJOTHEH COOTBETCTBYIOIICH
JUCLUTUIMHBL.

Kommnerenmust (1) nim ee yacth (1) chOpMUPOBAHBI HA CPEeHEM YPOBHE (YPOBEHB 2) (CM.
tabm. 1).

OrieHKa «yA0BIeTBOPUTEHHOY (41-60 OayioB) BHICTABISCTCS 00YUYarOIIEMYCsl, SCITH:

- oO0yyaromuicsi 3HAaeT M BOCIPOU3BOAUT OCHOBHBIC IOJIOKEHHSI JAUCLUIUIMHBI B
COOTBETCTBUH C 3aJaHWEM, NMPHUMEHSET HMX JUIsl BBIIOJIHEHHUS THIIOBOTO 3aJaHUs B KOTOPOM
OYEBHJIEH CIIOCO0 pelleHMs;

- o0yvaromuiicss MPOAEMOHCTPUPOBAT 0a30BbIe 3HAHUS BAXHEUIIUX pa3/esioB
JUCLUIUIMHBL U COAEP KaHUs JIGKLIMOHHOTO Kypca;

- y oOyuaromierocss UMEIOTCS 3aTPyAHEHHUS B HCIIOJIB30BAaHUHM HAYYHO-TIOHATHWHOTO
anrnapara B TEpMHHOJIOTUH Kypca;

- HECMOTpsS Ha HEJOCTaTOYHOCTh 3HAHWK, OOYYAIOUIMICS WMEETCS CTpPEeMIICHHE
JIOTMYECKH YETKO IOCTPOMTH OTBET, YTO CBUAETENBCTBYET O BO3MOYKHOCTH MOCIEIYIOLIETO
00yueHwusl.

Komnerenmus (1) uinm ee yactb (1) copMupoBaHbl Ha 6a30BOM ypoBHE (YpoBeHb 1) (cM.
tabn. 1).

OrneHka «HeyaoBIeTBOpUTENbHO» (MeHee 41 Oamta) BbICTaBisieTcs oOydaromemycs,
€CITu:

- oOyuaromuiicss UMeeT NpEeACTaBICHUE O COJAEP)KaHUM TUCHMIUIMHBI, HO HE 3HaeT
OCHOBHBIE TIOJOXKEHHUsI (TeMbI, pa3zenia, 3aKOHa W T.J1.), K KOTOPOMY OTHOCHTCS 3aJlaHHe, He
CrocoO€H BBIMOJHUTH 3aJlaHHE C OYEBUIHBIM pEIICHHUEM, HE BJaJleeT HaBbIKAMH HaXOIUTh
CTPATETUYECKOTO aHAIN3a, pa3pabOTKH U OCYIIECTBIICHHS CTPATETUH OPTaHU3AIHH;

- y 00ydJaromerocst UMEIOTCs CyIeCTBEHHbIE TPOOeIbl B 3HAHMM OCHOBHOI'O MarepHaia
10 JUCLUIUINHE;

- B IIpoOIlecCe OTBETA MO TEOPETHUECKOMY MaTepHally, CoepKaleMycs B BOTIPOCcax
9K3aMEHAIlMOHHOTO OMIIeTa, JONMYIIeHbI IPUHLIUIHAIBHBIC OIIMOKY NP W3JI0KEHUH MaTepHaa.

Komnerennus(un) miu ee yacts (1) He cOPMUPOBAHBI.

1.3. MeToanyeckne MaTepuaJibl, ONpeaesonue Nnpoueaypbl OllecHMBAHUS 3HAHUIA,
YMEHUii, HABbIKOB U (MJIM) ONBITA JeSATeJIbHOCTH

OneHuBaHue  pe3yibTaTOB  OOYy4YEHUS  CTYJAEHTOB IO  JUCIUILIAHE
«CepBUCHASICSATENIBHOCTDY OCYLIECTBISETCS MO PErIaMEHTY MPOMEKYTOUHOU aTTECTALlUU.

DopMBbI MPOMEKYTOYHOTO KOHTPOJIS 3HAHUIA:

- yerubii onpoc (YO);



- npaktuaeckue 3ananus (113);

[TpopaboTKka KOHCIIEKTA JIEKIIUI U Y4eOHOUH TUTepaTyphl OCYIIECTBISETCS CTYyICHTAMU B
TEYEHUE BCETO CEMECTpPA, IMOCJIEe M3y4eHHs HOBOM Tembl. [lepeyeHp BONpPOCOB [jisi YCTHOTO
ompoca onpeneneH coaep:kanueM TeMmbl B PIIJI u MeTOIMYECKMMHM pPEKOMEHIALMSMH 10
W3YUYEHUIO TUCUHUIIIIUHBI.

Texymuii KOHTPOJIb B CEMECTpE NPOBOAMUTCA C IEIBbI0 O0ECIeueHUs] CBOCBPEMEHHOM
00paTHOM CBS3U, IS KOPPEKIHH 00YUYEeHHsI, aKTUBU3AI[UN CAMOCTOATEIHLHONU pabOThI CTYIEHTOB.
Pe3ynbTaThl TEKyIIETO KOHTPOJS MOABOMSATCS IO IIKaJle OaTbHO-PEHTHHTOBOM CHUCTEMBI,
peanuzyemoii B II'TY.

3ammMra mpaKkTUYECKUX 3aJaHuM NMPOU3BOJUTCS CTYJEHTOM B JI€Hb MX BBINOJIHEHUS B
COOTBETCTBUHM C IUIaHOM-Tpadukom. llpernomaBarens mpoBepsieT NMPAaBHIBHOCTH BBIMOIHEHUS
MPaKTUYECKOro0 3aJaHus CTYJEHTOM, KOHTPOJHUPYET 3HAaHHUE CTYJEHTOM MPONUJIECHHOTO
MaTepHuaa ¢ MOMOIIbK KOHTPOJIbHBIX BOIIPOCOB WJIM TECTUPOBAHUSA.

OreHKa KOMIIETEHTHOCTH OCYIIECTBIIACTCS CIEAYIOIUM 00pa3oM: B MPOLECCE 3alIUTHI
BBISBJISIETCS MH(QOPMAIIMOHHAs KOMIIETEHTHOCTh B COOTBETCTBHM C MPAKTUYECKUM 3aJlaHUEM,
3aTeM MPEToaBaTeIeM JaeTCsl KOMIUICKCHAs OIEHKA JIeATeTbHOCTH CTY/ICHTA.

BpiCOKyI0 OLIEHKY MOJy4yarT CTYIAEHThl, KOTOpbIE IpU MOATOTOBKE Marepuana s
CaMOCTOSITEIbHOW pabOThl CyMEJIH CaMOCTOATENIbHO COCTaBUTH JIOTUUECKHH IUIaH K TeME U
peanu3oBaTh ero, coOpaTb JOCTAaTOYHBIM (AKTUYECKUH MaTepuall, I[OKa3aThb CBA3b
paccMaTpuBaeMOd TEMBI C COBPEMEHHBIMH TMpoOjeMaMHd HayKd U OOIIECTBa, CO
CIIELUAJIbHOCTBIO CTYJICHTAa U KaKOB aBTOPCKUW BKJIAJ B CUCTEMATHU3ALUIO, CTPYKTYpUpPOBaHUE
MaTepuaia.

OueHka KkauecTBa TOJATOTOBKM HAa OCHOBAHMM BBINOJHEHHBIX 33JaHUA  BEHETCS
npenojaBaresisiM (C OOCYXIEHHEM pe3yJIbTaToOB), Oaibl HAYUCISIIOTCS B 3aBUCUMOCTH OT
CJI0’KHOCTH 3aJIaHUs.

NTOroBsiii KOHTPOJIb OCBOCHUS YMEHUSI M YCBOCHHBIX 3HAHUNU AUCHUIUTMHBI «CepBUCHAS
JEATEIbHOCThY» OCYILECTBIIAETCS B IPOILIECCE MPOMEXKYTOUHOW AaTTECTallMd Ha SK3aMEHeE.
VYcnoBueM Jomycka K 9K3aMEHY SIBIIETCS MOJOKHUTENbHASI aTTeCTAIHs TI0 BCEM MPAKTUYECKUM
paboTam y4eOHOM TUCIUTUINHBI, KIIFOUEBBIM TEOPETUYECKIM BOIIPOCAM JAUCIUILITHHBL.

2. KouTposbHbIe 3a1aHus (IeMOBEPCUH) sl OIleHKH 3HAHU, yMeHHii, HABBIKOB U
(nJIM) OMBITA JEeSITEIbHOCTH, XaPAKTEPU3YIOIIUX ITANbl GopMUpPOBAHUSA
KOMIIeTeHIIUi1 B IpoLecce 0CBOeHHsI 00pa3oBaTeIbHOM NPOrpaMMbl

2.1. 3apanus 1J1s1 OeHMBAHUS Pe3yJIbTATOB 00y4eHUsl B BU/Ie 3HAHUI

Bomnpocsl 11t yCTHOT0 onpoca (0KJiaga, Coo0eHmst)

1. Tpancopmanuu B chepe obcmyxuanus B XVIII B.

2. Ocob6ennoctu paszsutusi chepsl cepsuca B XIX B.

3. OcHOBHBIE XapaKTepUCTUKH cepbl ObiTa U ycayr Hadama XX B.

4, Ocobennoctu pa3BuTus chep cepBrca 3a pyoekoM

S. Hcropuyeckue ¢GaxTopbl, ONpeAeIUBIINE CHEIU(UKY POCCHIICKOTO cepBHCa.

6. [TpoOnembl, ¢ KOTOPBIMH CTaJKHBaeTcsi Poccust Ha MyTH K CEPBUCHOMY
00IIeCTBY.

7. CooTHOIIIEHNE TIOHATHI «CEPBHCY, «OOCITY)KUBAHUE» U «YCITyTay.

8. CepBHCHas IeATEIBHOCTh Kak 0co0asi pa3sHOBUAHOCTD JIEATEIBHOCTH YeJIOBEKa.

9. [ToHsITHE «KOHTAKTHOW 30HBI» B CEPBUCHOMW JESATEIBLHOCTH.

10.  TlomsTHE yCIIyTH, OCHOBHBIE XapaKTEPHUCTUKU YCIYT.



11.  Vcayru B o0miecTBax IpeBHETO MUpA.
12. VYcayru B cpenHeBeKOBOM oOmiecTBe 3amaaHoil EBporbl.

13. VYcnyru u cepBucHas JesTeNbHOCTh B oOmiectBe HoBoro BpemeHu.

14,  Vcayru u cepBuCHas AESITEIBHOCTb B COBPEMEHHOM MUDE.

15.  Poxaw cucrembl oOpazoBanusi B OPMUPOBAHUH CIICIIHAIUCTOB CPEphl cepBUCa

16.  Cnenuduka nperocTaBiIeHUs CEPBUCHBIX YCIYT B TypHU3ME.

17.  JlenoBoe obmieHre B MpohecCHOHATBHON NeATeIbHOCTH paOOTHUKA Chepbl
cepBuca

18.  CoumanbHO-KYJIBTYPHBIA CEpBHC, KaK BUJA MPO(EeCCHOHATBLHON NeATEIbHOCTH

19.  TpancnopTHbI CepBUC, KaK BUA MPOPECCUOHATIBHON IEATEIbHOCTH

20.  Texuonmormyeckuii cepBucC, KaKk BUJ MPOPECCHOHAIBHON NEATEIbHOCTH

21.  VudopmauuoHHBIH cepBHC, KaK BHJI NMPO(EeCCHOHAIBHON IeATEIIbHOCTH

22.  Cdepa 6biTa u yeayr B Poccun B XVIII B.

23 Ocobennoctu pa3Butus cdepsl ObITa U yciyr B Poccuu B mepBoii OJIOBUHE

XIX B. — Havanme XX B. (70 1917 r.)
24.  PasBurtume cepsl ObITOBBIX yeayr B nmepuof ¢ 1917 — 1939 rr.
25.  Cdepa 6piTa u yciyr B 1940 — nepBoii nonosune 1960-x rr.

26.  Pa3BuTHEe COBETCKOrO cepBHca BO BTopoii mosoBuHe 1960 — mepBoii monoBuHe
1980-x rr.

27.  Pa3BuTHE COBETCKOTO CEpPBHCA B T'OJbI NEPECTPOUKH.

28. PazButue cepuca B Poccuu B 1990-¢ — nauano XXI B, coBpemMeHHOE
COCTOSIHHE.

29.  Buabl COBpEMEHHOIr0 cepBHCca U MOAXO/bl K €ro OCYIIECTBICHUIO

30.  PasBuTHe CEepBHCHOW JESATEIBHOCTH B chepe Typu3ma.

31.  3HayeHue cepBHUCA B peaU3alM MOTPEOHOCTEH JTMYHOCTH.

32.  KadgecTBO yCIIyT ¢ TOYKH 3pEHHs MMOTPEOUTEIS

33. Hcropuueckuil onsIT Poccuu B pa3BUTUU CEpBHUCA.

34.  OObexTuBHAs OOYCIIOBIEHHOCTh BO3HUKHOBEHHUSI M Pa3BHUTHSI CEPBHCHOI
JESATEIIBHOCTH.

35.  BrmsHHe cepBHca Ha COLUMAIBHYIO CpEIy.

36.  Peknama Kak BHJl CEpBUCHOU JEATEIbHOCTH.

37. Meroasl COBEPIIEHCTBOBAHUS CEPBUCHOM JESITEIBHOCTH.

38.  ConuanbHble TPEANOCHUIKM BO3ZHUKHOBEHUS U Pa3BUTHUS CEPBUCHOU
JeSITEIbHOCTH.

39.  CepBuc kak cuctema obecrieueHUsi KOM(POPTHON KU3HEAEATEIbHOCTU JIFO/IEH.

40.  Cdepa cepuca kak crocod YIOBJICTBOPEHHS OOIIECTBEHHBIX MOTpPeOHOCTEH

Kpumepuu oyenusanus ycmnoeo onpoca (0oxknaoa, cooobujenus):
MaxkcuMaibHas oleHKa — 5 0aioB.

5 0amioB - CTaBUTCS, €CIH CTYJIEHT: MOJHO W apryMEHTHUPOBAHO OTBEYAET IO
COJIEp’KaHUIO BOIpOCa; OOHApy)XMBAaeT IOHHMMaHUE MaTepuaiga, MOXKET O00O0CHOBAaTh CBOU
CYXKICHHs, TPUMEHUTh 3HAHUS HA TPAKTHKE, MPUBECTH HEOOXOIUMBIC MPUMEPHI; H3JTaracT
MaTepua MocjeJ0BaTeIbHO U MPAaBUIBHO, C COOTIOAEHHEM UCTOPUYECKON M XPOHOJIOTHYECKON

NOoCICA0BAaTCIBHOCTH,

4 Ganna - CTaBUTCS, €CIIA CTYJEHT JAeT OTBET, yIOBIETBOPSIONINN TEM K€ TPEOOBaAHUSM,

HO JOITYCKacT 1-2 OI_HI/I6KI/I, KOTOPBIC CaM 7K€ UCITPABIIACT.

3 Oamma - CcTaBUTCS, €CIHM CTYJISHT OOHApy)XHWBaeT 3HAaHWE W TIOHMMAaHWE OCHOBHBIX
MIOJIO)KEHUH JTaHHOTO 3aJlaHus, HO M3JIaraeT MaTepuall HEMOJHO M JOIyCKAaeT HETOYHOCTH B
ONpeeNieHuy TMOHATHM WiIM (QOpMYyJTUPOBKE MpPaBWI; HE YMEET JOCTaTOYHO TIIyOOKO U
JI0Ka3aTeIbHO OOOCHOBATh CBOU CYXKJICHMS M NPUBECTH CBOU INPHUMEPHI; U3JaraeT Marepuan

HEMOCJIICA0OBATCIIBHO U AJOITYCKAcT OIITNOKH.



1-2 Gamma - craBUTCS, €cOM CTYAGHT OOHapy)XWBaeT HE3HaHME OTBETa Ha

COOTBETCTBYIOIIEE 3aJaHUE, MOIYCKaeT OUMOKH B (POpPMYIMPOBKE OIpENEIeHUNl U IpaBull,
HCKa)KAIOLINE UX CMBICII, OECIIOPSAA0YHO U HEYBEPEHHO HU3JIaraeT MaTepuall.

ook wnE

Bonpochl K 3k3aMeHy
«CepBucHas 1eATEJIbHOCTb)»

CepBuc, kak 0cOObIf BU JCATEILHOCTH

CepBucHas 1eATENBHOCTD: MOHATHE, 3a1a41, (PYHKLIUH.

CoOTHOLIEHNE TTIOHATHI «CEPBUCY, KOOCITY)KMBAHUEY U yCITYTay.

Ponb cepBUCHON AEATEIBHOCTH B COLUAIBHO-D)KOHOMUYECKON KU3HU CTPAHBbI.
VYemyra kak criequpruecKuil MpoayKT CEpBUCHOM NeATEIbHOCTH. Bupl yciyr.
VYcnyra Kak IoJe3HO€E IEHCTBUE, €€ COLMAIbHAs poJib. BUIBI yCIIyT 110 IPUHIUILY

BC€IICCTBCHHOCTH, HCBCICCTBCHHOCTHU

7.
8.
9.

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

[Tonsarue ycnyru. Knaccugukarus yciryr no pyHKIHOHAIBHOM HapaBIEHHOCTH
Bubl cepBUCHOM IEATENBHOCTH IO OTPACIEBOM MPUHAIICKHOCTH

Bunei cepuca o I'.A. ABanecoBoii

[To3uroHNpOBaHUE CEPBUCHBIX YCIYT

Pa3BuTHe cepBrca B MUPOBOM UCTOPUUYECKOM IpOIIECCE

PazButue chepsl yciryr 1 cepBUCHOM JESITEIbHOCTH B POCCUHCKOM 00I1IeCTBE
O011as XapakTepUCTUKA COLIMATIbBHO-KYJIbTYPHOTO CEpBHCA

OOw1ast xapakTepUCTHKa TEXHUYECKOTO U TEXHOJIOIMYECKOI'0 CepBUCa

CepBucHas 1eATEILHOCT KaK CIIOCO0 YAOBIETBOPEHHSI TOTpeOHOCTEH mOTpedunTes
[TonsATHe «0OCITY)KUBAaHUS» B CEPBUCHOM JESITEIBHOCTH

@opMBbl U METOABI OOCITYKUBAaHUS HACETICHUSI.

[ToHATHE «KOHTAKTHOW 30HBI» KaK C(ephl peann3aluy CEpBUCHOM 1EATEIIbHOCTH.
TexHonorus peanu3annuy CEpBUCHOMN IEATEIBHOCTH B KOHTAKTHOW 30HE

@DaxTOopHl, BAUSAIOLINE HA IOKYIATEIbCKOE TIOBEICHNE

[Ipouiecc npuHATHUSA peLIeHHs MOTpeOuTeNeM: ClIeMPUUIECKUE aCIIEKThI TOKYNKHU YCIyT
[ToTpeOuTenu yciryr: TUIIOJIOTHYECKHE XapaKTEPUCTUKU U CEPBUCHOE MTOBEICHUE
CepBucHoOe B3aMMOEHCTBHE B IPOLIECCE MTPEIOCTABICHUS YCIyTH

KoHduukTel B cdepe cepBuca U X pa3peleHHe.

MapkeTHHIroBble KOMMYHHKAIIMHN B CEPBUCHOM J1€ATEIbHOCTH.

KynsTypa cepBuca u 3TH4E€CKHE OCHOBBI CEPBUCHON JESATEIBHOCTH.

CepBucHas 1e4TelIbHOCTh: OHITHE O CTUJIE 00CITYKUBaHUS TOTPEOUTENEH, OCHOBHbBIE

npaBuia 00CITy)KUBaHUS.

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

[Ipodeccuonanbhbie criocoOHOCTH paboTHHKA chephl cepBHCca

MoTuBarus 1esiTeIbHOCTH paboTHHKA chephl cepBHca

ITepconan, kak OCHOBHOE 3BE€HO B CEPBHCHOMN JEATEIBHOCTH

VYcioBus U cpeicTBa Tpy/ia CIielaiiucTa cepsl cepBUca.
[TpodeccronanbHO-3HAYNMBIEC Ka4eCTBA U CBOMCTBA CHETIHATIHICTa chephl CepBHUC
TpeboBanus morpeduTeneil k mpeanpusATHsIM chepbl cepBHca.

OCOoOEHHOCTH TIPEIOCTABIICHHSI CEPBUCHBIX YCIYT B TypU3ME.

Typucr, kak noTpeduTeNb yciyr, (akTopsbl, BIUSAIONINE Ha BEIOOP OTAbIXA
Oco0eHHOCTH IPEIOCTABIEHUS! CEPBUCHBIX YCIYT B TOCTUHUIIAX.
XapakTeprCcTUKa MOCIENPOIAXKHOTO CEPBUCHOTO 00CTYKUBAHMUS.
XapakTepHuCcTHKa CepBUCHOM AEATENFHOCTH B chepe Jocyra.

CepBucHas 1eATENLHOCTh B pECTOPAaHHOM OM3HEce.

OCoOEHHOCTH TPEIOCTABIICHHS CEPBUCHBIX YCIYT Ha MPEANPHUATHSIX aBTOCEPBHCA
Oco6eHHOCTH MPEAOCTABICHHS CEPBUCHBIX MH(OPMALIMOHHBIX YCIYT.

[TonsiTHE «Ka4ecTBa CEPBUCHBIX YCIYT»

@DaKTOpBI, ONPeeNAIONUEe KAaYeCTBO YCIIYT.



44, Crangaptuzanys B ynpaBieHUH Kau€CTBOM yCIIyT

45.  OueHka KOHKYPEHTOCIOCOOHOCTH CEPBHCHBIX YCIIyT

46.  Tlepconan: mpaBuiia U OpraHU3AMs OOCTY)KUBAHUS MOTPEOUTENICH yCIIyT

47.  3HauyeHHE CEpPBUCHOM AESITEIBbHOCTU B yCIOBUSIX COBpeMeHHOM Poccum.

48.  Ilcuxonoruyeckue U OpraHu3allMOHHO-TICUXO0JOTHUYECKHE aCIIEKThl CEPBUCHOM
NeSITETLHOCTH.

49.  CoBpeMeHHas KyJlbTypa CepBUCA: 3TUYECKUE U 3CTETUUECKHE aCIIeKThl CEPBUCHOM
NeSITETbHOCTH.

50. CepBuc kak cucreMa obecrieueHuss KOM(POPTHOMN KH3HEEATSIbHOCTH JIFOICH.

2.2 3aganus 1JIsl OlleHHBAHUS Pe3yJIbTATOB B BH/I€ BJIAJeHHH U YMEeHUit

HpaKaneCKne 3aJJaHusA
o TMCHMIIJIMHE «CepBI/ICHaﬂ JACATCJIBbHOCTD)»

1. CocraBbTe KOJEKC pEYEBOTO IOBEICHUS CIEIHATUCTa COUUAIBHO-KYJIBTYPHOTO
cepBuca. IIpm 3TOM mocTapaiitech ydyecTb ICHUXOJOTMYECKMM, ITHUYECKUH, STUKETHBIM U
SI3BIKOBON KOMITOHEHTHI.

2. B peknamMHOM areHTCTBE BO3HUKJA CIEIYIOLIas CHUTyalUs: HECBOEBPEMEHHOE
BBITTOJIHEHHUE 3aKa3a Ha MONUTPaUIeCKyI0 IPOIYKIHIO PEKJIAMHOTO XapakTepa B TUNOrpadun
BCJIEJICTBHE TIOJIOMKH oOopynoBaHus. IloaroroBbre peub, KOTOpas CIVIAAMT BO3HUKILIYIO
KOH(IMKTHYIO CHUTYalMIO C KJIMEHTOM, ONMHPAsCh HA MPUHIMIBI 3TUKA U C UCIIOJIb30BaHUEM
PEUEBBIX STUKETHBIX (POPMYI.

3. Bribepure KOHKpeTHBIE MpeanpuaTusi chepbl cepBrca pealbHO CYNIECTBYIOIINE Ha
pbiHKe yciyr T. Bonromoncka. Ecnu Obl Bel paGoTanu Ha JaHHBIX NPEANPHUATHAX, KaKUMHU
croco0amu, METO/IaMH, MEpaMH TPUBJIEKAIN KIUEHTOB K TOJIb30BAHUIO HOBBIMU BUIAMH YCIIYT.

4. Yacro, nomyyast Kakylo-TO YCIIyry, NOTPeOUTENb MBITAETCS €IlIe «BBITOBOPUTHCS,
pacckaszatb 0 CBOMX mpoOieMax. A y MeHe/Kepa B JaHHBI MOMEHT HET BPEMEHH Ha JIMIITHHE
pasroBopsl. Kak OH MocTynmuT B JJaHHOM CHUTYyalluu, YTOOBI MOTPEOUTENs HE «OTHYTHYThb», HE
o0uzers ero?

5. Beozenure cdepbl NpakTUYECKOM JESITEIbHOCTH, C KOTOPBIMH OyIeT cBs3aHa
CepBUCHAsI IESITETHLHOCTh B Oy TyIIIEM.

6. MWznoxwure cBoro Touky 3peHus: «llouemy emie 10 Hayana MpeAOCTABICHUS YCIyTH
HE0OXO0MMO BBISIBUTh IOTPEOHOCTH MOTPEOUTEIS».

7. IlpuBenute mpuMmepsl OpraHU3alii KOHTAKTHOM 30HBI Ha MPEANPUATUSAX CEpBHUCA T.
Bonrononcka.

8. IIpemnoxxure criocoObl MOTUBALIMY NTOTpedUTENEN TyphUpMbI

9. Ipemnoxure crmocoObl MOTHUBAIMM MOTPEOUTENEH NPEANPUSATHS OOIMIECTBEHHOTO
NUTAHUSA

10. Tpemmoxxute CrIOCOOBI MOTHUBAITUH ITOTPEOUTEIICH TOCTHHHIIEI.

11. Wznoxwure TpeboBaHUS K paOOTHUKY KOHTAKTHOM 30HBI.

12. KakoBel jeidicTBUS paOOTHWKAa cepBHCa C  TOAOOHBIM  TOTPEOHTETIEM:
«JIEMOHCTPUPYET YBEPEHHYIO (DOpMY TIOBEICHHS, OH MOXET BCTYIaTh B CIOP C MEHEIKEPOM,
yMeeT apryMEeHTHpPOBAaTh CBOIO IIO3UIMIO, MOXET TMPOSBIATH YIPSIMCTBO, HEIOBEPUYHUBO
OTHOCHTCSI K MEHEDKepy. Pa3roBop o nene BeieT )KeCTKO, MBITaeTCs MPOU3BECTH BIICUATIICHHUE
Ha MEHeKepa COOCTBEHHOM Ba)KHOCTBIO, CCHUIAETCS Ha KOHKYPEHIIMIO U 3HaHUE CUTyallMM Ha
PBIHKE)

13. KakoBbl neiicTBus pabOTHHMKA cepBHCa C IOJAOOHBIM TMOTPEOHUTENEM: «CTapaercs
NEPECTIOPUTh MEHEIKepa, TEMOHCTPUPYET CBOM MCKITIOUMTEIbHBIC 3HAHMS, CTApAcTCs HAYYHTh
ero pabore, XBacTaeTcs BIaJeHMEM HH(GOpMAIMel, BBIABUIaeT HEYMECTHBIE BO3paKEHUS,
IBITACTCS YINYUTh MEHEIKEpa B HEKOMIIETEHTHOCTH



14. KakoBbel peiicTBUS pabOTHHMKAa CcepBHCAa C MOJOOHBIM TOTPEOUTENEM: «OYEHb
pa3TOBOPYMBBIA, 00JaaeT pPa3BUTHIM UYYyBCTBOM IOMOpA, J00pOXKeNnaTeNeH, PacHoNOKeH K
KOHTAaKTy C MEHEI)KepOM, JIETKO MJIET Ha KOHTAaKT, JOCTATOYHO JIOBEPUYUB, €T0 JIETKO yOeIUTh,
MIPHUBEIS BECKHE apTyMEHTHD)

15. KakoBsbI neiicTBUsI paOOTHHKA CEPBUCA C TIOJIOOHBIM MOTPEOUTENIEM: «3aCTEHYUBHIN,
MOCTOSTHHO COMHEBAETCS; MPOSIBIAET OECIOKONWCTBO, MOJO3PUTEIBHOCTh, €My OBIBAET TPYIHO
IOPUHATH pEIIEHUE, OH CKJIOHEH HCKaThb HEJOCTAaTKU B TOBape WM YCIyre, Jake IpPUHAB
peleHrne, COMHEBAETCS B €0 MPABUILHOCTIY

16. KakoBbl neiicTBUS pabOOTHHKA CEpBHCAa C IMOJOOHBIM TOTPEOUTEIEM: «OOBIYHO
OTBEYAET Ha BOIPOCHI OJTHOCIIONKHO, JINO0 BooOIIe MouuT. Co3/aeTcs BlieYaTieHue, 4To OH BCe
BpEMs O YeM-TO JYMAaeT, MPOSIBIISIET 03a00YEHHOCTh BHIOOPOM, HEOOIIUTEICH, KPUTHYEH, YaCTO
OTBEYAET BOIIPOCOM Ha BOIIPOCH

17. KakoBbl nelicTBusi paOOTHHKA CEepBHCAa C TOJOOHBIM IMOTPEOUTENEM: «HA KaXKI0e
Ballle MPEJIOKECHNE, TAKOW MOTPEOUTENIh TOTOB IPUBECTH MHOKECTBO apTYMEHTOB, IIOYEMY ITOT
TOBap WU yclyra eMy He moaxoasaT. OH HeJOBepYHB, MOJO3PUTEIICH, CUUTAET, YTO €T0 XOTST
00MaHyTb, HE JTIOOUT PUCK, JIIOOYIO IEPEMEHY pacCMaTPUBAET KaK yrpo3y; Yallle BCEro HaCTPOEH
HETraTUBHOY.

18. KakoBel peiicTBUSI pabOTHHMKA cepBHUCa C TOJOOHBIM IOTPEOHTENEM: «YaCTO
BCTYMAaeT B CIOPBI C MEHEHKEPOM, OBICTPO paslpaskaercsi, MPOSBISET arpeCCUBHOCTD, JIETKO
BIIAJa€T B T'HEB, €ro JIETKO o0uaeTh. CKIOHEH K modeae o00oM IIEHOH, CUMTaeTcsl TOJILKO CO
CBOMM MHEHHUEM

19. KakoBel JeiicTBUs paOOTHUKA CepBUCA C MOJOOHBIM MOTPEOUTENEM: «BUAHWT B
MEHE/Kepe, MPEeXJe BCEr0 4YeIOoBeKa, KOTOPBIH MOXKET MPUHECTH eMy Monb3y. [loTpedutens
HACTPOEH KOHCTPYKTHBHO, 3aMHTEPECOBAH, DPELINTEICH, YBEPeH B cebe, OpPHEHTHPOBaH Ha
npuoOpeTeHne ToBapa WU yCIyru. B mpoliecce B3aMMOIEHCTBHS C MEHEIHKEPOM OH 3aJaeT
BOTIPOCHI O KOMITAHUH, IIPOIYKTE, YCIyTe, MPOSBIIICT YMEHUE CIIYIIAThY.

20. Cropoc Ha TYpHCTCKHE M TOCTUHUYHBIC YCIYTU MOJIBEPKEH CE30HHBIM KOJICOAHUSIM.
[IpenyoxxuTe, KakuM 0O0pa3oM CHU3HTH A3TOT (aKkTOp B IEHTPAaX 3aropoOAHOTO OTAbIXA T.
Bonrononcka.

21. Kn#WeHT rOCTHHUIIBI BhIPA3Ui HEJAOBOJIBCTBO MPEAOCTABICHHBIM HOMEPOM, TaK Kak,
M0 €ro MHEHUIO, OH HE COOTBETCTBYET TpeOOBaHUS K KaTeropuu Homepa. CoriacHo JOTOBOPY
KIMEHT OBIT pa3MelieH B HOMep KJacca «amapTaMeHT», OHAKO MIOMAb ero cocTasgeT 30 M2,
OTCYTCTBYET dJIEKTpUYECKas IMINTa A7 MPUTroToBieHus numu. [1pas mu kiauent?

22. Kakumu pecypcamu, IO3BOJISIONIMME pa3BUBaTh CEPBHCHYIO cdepy, obOiamaer
PoctoBckast o6macthb

23. OOmwsicauTe BeIpakenue B. Jlans «Yciryra, 9o xj1e0-coib: Ie7I0 B3auMHOEY.

24. BpiOepuTe KOHKPETHBbIE TMPEANpUITUS CHEPHI CEpBUCA PEaTbHO CYUIECTBYIOIINE HA
peiaKe yerryT T.Bonromoncka. IlpemioxkuTe MeponpusTisi, KOTOPbIE MOTYT ITO3BOJIMTH TTOBBICUTH
KaueCTBO MPEIOCTABIISIEMBIX YCIIYT.

25. ChopmymupyiiTe mTpaBuiaa, KOTOPHIM CIEAYyeT TPHIEPKUBAThCI TpU padoTe ¢
xKaobaMu moTpeOuTenei.

Kpurepun oneHku:

«5» (OTIUYHO): BBITIOJIHEHBI BCE 3a/IaHMsI IPAKTUIECKON pabOTHI, CTYJIEHT YETKO U 6€3 OO0k
OTBETHUJI Ha BCE KOHTPOJIHHBIE BOITPOCHI.

«4» (XOpoI1110): BEITIOJHEHBI BCE 3aJaHUsI MPAKTUYECKON pabOThI; CTYIEHT OTBETHII Ha BCE
KOHTPOJIBHBIE BOMPOCHI C 3aMEYaHUSIMHU.

«3» (yIOBIETBOPUTENHHO): BBHITIOTHEHBI BCE 3aJaHUS IPAKTUUYECKON pabOThI C 3aMEUaHUSIMH,
CTYJICHT OTBETUJI Ha BCE KOHTPOJIbHBIE BOMPOCHI C 3aMEUaHUSIMHU.

«2» (He 3a4TeHO): CTYJICHT HE BBITIOJHWII I BHIMOIHIII HEMPABUIBHO 3aJaHUS MPAKTUYECKOM
paboThI; CTYJIEHT OTBETUJI KOHTPOJIbHBIE BOMPOCHI C OIIMOKaMH UM HE OTBETHJI Ha
KOHTPOJIbHBIE BOITPOCHI.



Otuer paccmaTpuBaeTCs KaK KPUTEPUH OLIEHKM TOJIBKO TIPU BBIOJIHEHUU
CTYJICHTOM MpPaKTUYECKON paboThl. CTYAEHT HE MOMYCKAeTCs K 3alUTe MPAKTHYCCKOMH
paboThI O€3 ec BBITOJIHEHUS.

2.3 TunoBble 3K3aMeHAIHOHHbIE MATEPHAJIBI

HpHMep 9K3aMCHAIIMOHHOI'O 3aJJaHus 110 JUCHUIIJIINHE ((CepBI/ICHaH JACATCIIBHOCTB»

(@

MunucrepcTBo 00pa3oBanus 1 Hayku Poccuiickoit @enepannn
®enepalibHOE TOCYJapCTBEHHOE OI0/KETHOE 00pa30BaTeIbHOe
YUpEXKICHUEBBICIIIET0 00pa3oBaHUs
«JIOHCKOUM TOCYJAPCTBEHHbBIM TEXHUYECKUI
YHUBEPCUTET»
@akynbTeT TeXHOIOruM U MEHEJDKMEHT
Kadenpa ConunanbHO-KYJIBTYPHBIA CEPBUC U TYMAHUTAPHBIE
nucuuiuinsbl/[ucnunnnia CepBUCHAs 1€ATEIbHOCTh
bUJ
ET Neo
1
Ha 201 /201_ yueOHbIii roj
1. Cepsuc, kak 0coOBbIil BUJI AEITETbHOCTH
2. KynbTypa cepBuca U STHUECKHE OCHOBBI CEPBUCHOM JCSITEILHOCTH.
3. [IpakTuueckoe 3aganue.
3aB.kadeapoit B.1. Ky3HeroB

( moanucek) (®.1.0.) (nara

Memoouka ¢opmuposanus oyenku u Kpumepuu OYeHUSAHUS NPOMENHCYMOUHOU
ammecmayuu (3K3aMeH): MaKCUMaJIbHOE KOJIMYECTBO OAJUIOB MPHU MOJIHOM PACKPBITHH
BOIIPOCOBH BEPHOM PEIICHUH MPAKTHYECKON 3a1aun Onera:

1 reoperuyeckuii Bonpoc (1 yposens) -10 danos;

2 TeopeTHYeCcKuii Borpoc (2 yposens) -15 danos,

3 mpakTuyeckas 3a1aya (3 yposens) -25 6aisos;

Hroro: sx3amen — 50 6amios.

INPUMEP

Kapra TecToBbIX 3a1aHuil

Komnerennuss OIIK-2. CrmocoGeH oCymIecTBISATh OCHOBHBIE (DYHKIUHM YIPaBICHHS
CEPBUCHOH JEATEIBHOCTBIO

HNuankarop OIIK-2.3 Brmageer MerogamMu KOHTPOJSI JEATEIBHOCTH TPEIIPUSTHHA
(moxpa3zaeneHuit) npeanpusATUid chepbl cepBuca WK Jpyrux chepax, B KOTOPBIX HEOOXOIMMO
OCYILECTBJIEHUE CEPBUCHOM JIESTEIIBHOCTH

Jucnnnumna: CepBUCHas NEATENBHOCTD
Onucanue Tecra:

1. Tect coctout u3 70 3amaHuil, KOTOphIE MPOBEPSIIOT YPOBEHb OCBOEHUS KOMIIETEHIIMH
oOyuaromierocs. Ilpu TectupoBanuu kaxkaomy oOyuwarouiemycs npemiaraercss 30 TecTOBBIX
3a/laHuil 0 15 OTKPBITOrO M 3aKPBITOrO THIOB Pa3HbIX YPOBHEH CIOKHOCTH.

2. 3a mpaBWIbHBIA OTBET TECTOBOTO 3a/IaHUs 00yJaronuiics moiaydaer | yCiIoBHBIN Oaml, 3a
HernpaBWwIbHBIA 0TBeT — 0 OamnoB. [0 OKOHUAaHMM TECTHPOBAHUS, CHUCTEMa ABTOMATHUYECKH
orpezenseT «3apadoTaHHbIM UTOTOBBIN OaJIy» MO TECTY, COTJIACHO KPUTEPUSM OLICHKH



3 MakcumanpHas o0masi cymMMa OajijloB 3a BCe IpaBWIIbHBIE OTBETHI cocrtaBisier — 100
6asuIoB.

4. Tect ycnemHo mpoiiieH, ecnu oOywarouuiicss npaBuibHO oTBeTH Ha 70% TECTOBBIX
3ajanuii (61 Gamn).

5. Ha mpoxoxaeHre TEeCTUpOBaHUS, BKJIIOYAs OPraHU3alMOHHBI MOMEHT, 00y4aromuMcs
oTrBoJUTCS He Oonee 45 MuHyT. Ha kaxkoe TecToBO€E 3a1aHKE B CpeIHEM 1O 1,5 MUHYTHI.

6. OOyuaroliemycs MPeJoCTaBIsSETCs OJIHA IMOMBITKA JJISl MPOXOXKICHHUS KOMIIBIOTEPHOTO
TECTUPOBAHUSI.

Koaudukaropom tecra 1o JUCHUITIMHE SIBISETCS pa3en padouei nporpammel «4. CTpyKTypa u
coJiepyKaHue AUCHUIIIMHBI (MOIYJIS)>»
KoMmmuiekT TecTOBbIX 3a1aHUH

3anaHus 3aKpbITOr0 THNA
3anaHus aJbTEPHATUBHOIO BbIOOPaA
Buvibepume ooun npasunvnoiii omeem

IIpocteie (1 ypoBens)

Bapuant Nel

1. Kakue Tpu K/1104eBbIX NOHATHS HCIIOJIb3YIOTCS NIPH ONpeieJieHHH CepBHCa:
A)ompoc, mpodeccuoHaIn3M, KauecTBO;

b)ycnyra, cipoc, crienuanucr;

B)nesiTe1bHOCTH, IOTPEOHOCTDH U yCJIyra.

2. Kakwue riaBHbie (OpMBI YeT0BEYECKOil /IesITeIbHOCTH MOJIOKEHBI B OCHOBY
KJIacCH(UKAIUM CEPBUCHOM /1esITeIbHOCTH:

A)uccnenoBaTenbCcKasi;

b)norpeburensckas (moap30BaTeNbCKast);

B)ueHHOCTHO-OpUEeHTAIIMOHHAS.

3. K 0CHOBHBIM ycJIyraM B TOCTHHUYHOM OM3Hece He OTHOCUTCS:
A)OpoHNpoOBaHNE HOMEPOB;

b)npuem u pa3menienue;

B)pacuer npu Bble3fe.

4. K HanpaBJ/ieHHI0 KOMMYHMKATHBHOH CEPBHUCHOM 1eATEJIbHOCTH MOKHO OTHECTH:
A)pekiaMHbIe YCIyTH;

b)opranuszaunuio koH(epeH Ui, BBICTABOK, IIePeroBopoB, o0menus B UHTepHere;
B)ncuxoauarHoctuky.

5. ®akTopHkl, He BIUAIOLIME HA Pa3BUTHE CEPBUCHOM AeATEJIbHOCTH:
A)ypOoBEeHb pa3BUTHSI SKOHOMHKH U XO35HCTBEHHAs CHCTEMA;

b)Mopanb 1 KynbTypHBIE TPAJAULIUH, CIOKHUBIIUECS B JAHHOM OOIIECTBE;
B)oOmecTBeHHbIE CTPYKTYPbI: MOJUTHYECKHE NAPTHH.

6. B yeM 3akJII04aeTcs HEOCSA32€MOCTh YCJIYIH:

A)npotiecc nperocTaBiIeHNs U MOTPeOIeHHs! YCIyT MPOTEKaeT OAHOBPEMEHHO, U MOTPeOuTeNn
ABJISIFOTCS HETTOCPEICTBEHHBIMU YYAaCTHUKAMU 3TOIO MPOIIECCa;

b)yciyru He MOTYT OBITH IPOTECTUPOBAHBI U OLIEHEHBI MPEKE, YeM MOKyNaTeIb UX OIUIATHT;
B)oHu BO MHOIOM 3aBHCAT 0T KBAJIN(PUKAIMU PAOOTHHKA, €r0 HHAMBUAYAJIbHO-
JIMYHOCTHBIX YePT H HACTPOCHHUS.



Cpenne —cJi0:xkHbIe (2 ypOoBeHb)

7. CocTosiHMe YesI0BEeKA, CKIAbIBAIOIIEECS HA OCHOBE NMPOTUBOPEYHUsT MEKIY UMEIOINMCS
U He0OXOAUMBIM (WJIH T€M, YTO KaKeTCsl YeJI0BEeKY He00X0AUMbIM) U NMOo0YyxkalIlee ero K
AeSTeJIbHOCTH M0 YCTPAHEHHUI0 JAHHOT0 MPOTHUBOPEY U, ITO:

A)crmpoc;

b)norpebHOCTS;

B)moTuBanusi.

8. OTIANYHTEIBLHBIMU 0COOEHHOCTSIMU YCJIYT SIBJISIIOTCS:
A)Hepa3pbIBHOCTh MPOU3BOCTBA U MOTPEOICHUS YCIYTH;
B)HecoxpaHsieMoCTh yCJIyT;

B)He3abbiBaeMOCTh YCIIYT.

9. Mox meroaom uim GpopMoii 06¢cTy:KUBAHHUA cIeTyeT MOHUMATh:
A)onpe/ieeHHBII c110c00 MPe0CTABICHHS YCIYT 3aKa34HKY;
b)npenocraBnenne nHMOPMaIK KIHEHTY;

B)okazanue yciyru KIUeHTy.

10. CepBucHas1 1eATEJILHOCTD — 3TO:

A)aKTHBHOCTD JIIO/Ied, BCTYNAIONIUX B clienu(pruyeckne B3auMOAeiCTBUSA M0 peain3aunu
001IeCTBEHHBIX, IPYNNOBBLIX M HHAUBHIYATbHBIX YCJIYT;

b)ynpasnenue npennpustaeM chepbl cepBrca (HampuMep, aBTOCEPBUCOM, OAHKOM);
B)mpoxyxkr Tpyna, mone3nsiid 3pPeKT KOTOPOro BEICTYIAET B (hopMe TOBapa.

11. Ycayra obaanaet cieAy0mMMi Ka4eCTBAMMU:
A)CnocOOHOCTh K XpaHEHUIO U TPAHCTIOPTHPOBKE;
B)HeoT€IMMOCTB OT CBOEI0 HCTOYHHUKA;
B)Hen3MeHHOCTBIO KayeCcTRBa.

12. K HeKkoMMepUYeCKUM yCJIyraM OTHOCSIT:
A)yCiyTu IpenpusTuid Typu3Ma U OT/IbIXa;
b)ycnyru opranuzanuii o01iecTBEHHOTO TUTAHUS;
B)ycayru 0J1arorBopuTebHbIX (POHI0B.

13. Heabio cepBUCHOI 1eSTEJILHOCTH SBJISIETCS:
A)y10BJIETBOPEHHUE YeT0BeYeCKUX MOTPEOHOCTelH
b)uccrnenoBanue pelHKa yCIyT;

B)npousBoicTBO ycuyr.

14. KoHTAKTHOM 30HOM He SIBJISIETCS
A)30Ha peMOHTA OBITOBOM TEXHUKH;
b)pabouee mecTo napukmaxepa;
B)pabouee mecto cTomarosora.

15. Mosyyenue ycryru 6e3 JJMYHOr0 B3aMMO/IeiiCTBHUS C MCIIOJTHUTE/IEM YCJIYTH HA3BIBAIOT:
A)0eCKOHTAKTHBIM;
b)dbopmanbabim;

e  OeCIIaTHBIM.



16. ®usnyeckue MOTPeOHOCTH ITO MOTPEOHOCTH B:
A)B 00IIIECTBEHHOM JIeITEILHOCTH,

B)Bo cHe;

B)B TBOpuECKOil 1€ATENBHOCTH.

17. MeToab! ynoBiaeTBopeHus: cepoii cepBuca 4ea0Be4eCKUX MOTpedHOoCTei:
A)OeCKOHTAKTHOe 00C/Iy;KHBAHNE;

b)pupmennoe obcmyxuBaHue;

B)nedopmanbHoe 00cmyKuBaHHE.

18. Ilpouecc NpUHATHA pelieHUs MOTpeduTeIeM COCTOMT U3 CJAeIYIOIMX CTAIHIi:
A)nonck nHdpopmanuu, 0co3HaHUE MPOOIEMBI, OIICHKA BAPHAHTOB, PEIICHHE O TOKYTIKE.
B)oco3nanue npodieMbl, NOMCK HH(pOPMALMK, OLleHKA BADUAHTOB, pellleHHe 0 MOKYIKe,
peakuus HA MOKYIKY.

B)peakuus Ha MOKyTIKY, MOMCK HH(OPMAIHH, OCO3HAHKE TPOOIEMBI, PELICHHE O

MOKYIIKE, peakuys Ha IOKYIIKY.

19. B npakTn4yeckoii NCUX0J0THH BbIIEJSIIOT YeThIpe MEKJIMYHOCTHBIX PACCTOSIHUSA.
HNuTHMHOE paccTosiHMe - 001IeHHe OJIU3KUX WJIH XOPOIIO 3HAKOMBIX JIIO/1eH.

A)0 — 45¢cm;

b)45 — 120 cwm;

B)120 — 400 cwm.

20. PpaH4yaii3uHT 3TO:

A)KoMIIaHUs-BJIajleJIel] H3BECTHON TOProBOM MapKHU pa3pelaer Apyroi KOMInaHuu
CTABUTH 3Ty TOPIrOBYI0 MaPKY HA CBOIO NPOAYKIMIO, HO IIPH 3TOM I10JIy4aeT NPaBo
KOHTPOJIA Ka4eCTBAa NPOAYKIMH, IEPBOHAYAIbHBIN B3HOC M NIPOLIEHT OT BAJI0BOI
NpuObLIN.;

b)xomnanus-Biaaenel n3BeCTHON TOProBOM MapKu paspelniaeT Jpyroi KOMIaHUH CTaBUTh 3Ty
TOPrOBYIO0 MapKy Ha CBOIO ITPOAYKLIMIO, HO IIPU HTOM I10IY4YaeT IIPaBO KOHTPOJIS KaYeCTBa,
B)xomnanus-Bianenen n3BeCTHON TOPrOBOW MapKH MPOJAET TOPTOBYIO MapKy JIPyroi
KOMITAHUH.

21. BHemiHue pakTOpPHbI, BJIUSIOIINE HA MOKYNATEJbCKOE NOBEICHHUeE:
A)conHaabHbIN CTATYC;

b)BeIrona;

B)motus.

22. XapakTepuCcTHKA YCJIYT:
A)HeomnpeneIeHHOCTh Ka4ecTBa;
b)MoryT HakannuBaThCs;
B)nepenaua cobcTBEHHOCTH.

Croxuble (3 ypoBeHb)

23. XapakTepuCTHKa TOBapOB:

A)HEOTHOPOTHOCTB;

b)unauBUAyanbHOCTB;

B)ocsizaemocTh.

24. Buabl cepBuca 1o coaepxaHuio pador. ’Kectkuii cepBuc 310:

A)BKJII0YAeT B ce0s Bce yCJIYTH N0 MOJAEPKAHUI0 PA00TOCIIOCOOHOCTH, 0€30TKA3HOCTH 1



3aJJaHHBIX IapaMeTPOB PadoThI (BHINOJIHEHHE HOPMATHBOB, PerJaMeHTHPYIOLIHX
BbITIOJIHEHHE YCJIYTH);

b)BKIIIOUaeT KOMILIEKC MHTEIIEKTYyalIbHBIX YCIYT, CBSI3aHHBIX C Ooiiee 3 deKTUBHOI
AKCIUTyaTalei ToBapa B KOHKPETHBIX YCIOBHUIX PaOOTHI y JAHHOTO MOTPEOUTENS, a TAKXKE C
pacuuperreM chepsl MOJIE3HOCTH TOBapa JIJIsl HETo;

B)cepBuc He cBsi3aH ¢ MPOJaHHBIM TOBAPOM, OKa3aHHOM YCITyTOM, a HalleJIeH Ha MOJIepKaHue
XOpOILIUX B3aUMOOTHOIIEHUH ¢ MOTpeOUTENneM.

25. Pa3pa0oTka HOBBIX TOBAPOB M YCJIYI: CX0ACTBa U pa3n4uusa. OCHOBHbIE CX0ACTBA:

A)pa3padaTbIBalOTCs 1JIS TOT0, YTOOBI 00eCeYUTh pelleHue nMpodJeM NoKynarTeJs,
YIOBJIETBOPEHHE UJIM BBITO1Y;

b)cooTBeTcTBHE TEXHUYECKUM YCIOBUSAM U CTaHIAPTaM:

B)Tpebyer MHOTHX pecypcoB, TaKuX KakK ChIpbe, Moiy(padpukatel, paboyast CuiIa U SHEPTHsL.

3anaHus HA YCTAHOBJICHHE COOTBETCTBUS

Yemanosume coomeemcemeue medxcoy negvim u npasvim cmoioyamu.
IIpocrtsie (1 ypoBeHb)

26 YCcTaHOBUTE COOTBETCTBUE:

(1B, 2A,3B)
(

1)Kaxue U3 mepeuncIeHHbIX yeIyT B | A)MaTepHaIbHO-TIPe0Opa3oBaTeIbHas,
KJIacCU(UKALUH, IPUHATON y
POCCHIICKUX YYEHBIX, HE BKJIIOUEHBI B
CEPBHCHYIO JIEATENBHOCTB 110 chepam
€€ OCYIIIECTBIIEHHS:

2)Kakue rnaBubie (hOpMBI b)BrbI30B Takcwy;
YeJI0BEUECKOM JIEATEITHLHOCTH
TIOJIOKEHBI B OCHOBY KJIacCHU(DUKAIIUN
CEPBUCHOM JESITEIbHOCTHU:

3) Kakue u3 nepedncieHHbIX yCIyr B)Hay4yHO-HCCIIe10BaTeNbCKHE YCIYTH;
pecTopaHa OTHOCATCS K
BCIIOMOTATEIbHBIM?

27 YcTaHOBUTE COOTBETCTBUE:

(1B, 2A, 3B)
1)Pexnama, sxkcneprusa, A)usnonornueckue NoTpedHOCTH, MOTPEOHOCTH B
NICUXOANAarHOCTHKa, 6e30macHOCTH U 0J1aronoayyiu, HOTpeOHOCTH B
UMUDKMEHKEPCKUE YCITYTH, M00BH (MPUHAIICKHOCTH KOMY-JIH00),
XYZ0KECTBEHHO-0()OpPMUTENBCKUE noTpeOHOCTh B YBaXKEHUH, TIOTPEOHOCTH B
YCIIYTH — 3TO 00J1aCTh CEpBHCA B: caMopean3aiuu (CaMOyTBEPKIACHUH);
2). Uepapxust moTpebHOCTEH B)IIEHHOCTHO-OPUEHTALIMOHHOM eI TEIbHOCTH;




npeacTacT B BUAC JICCTHULIBI U3 TIATU
CTYIICHEM:

3)JIokanbHOE IPOCTPAHCTBO, I/IE B)KOHTaKTHast 30Ha;

UCIIOJIHUTEIb YCIIyTH
B3aMMOJICHCTBYET C MOTPEeOUTENIEM,
3TO:

Cpenne-cijio:kHbIe (2 YPOBEHb)

28 YcTaHOBUTE COOTBETCTBHUE:
(1b, 2B, 3A)
(

1) B yem 3akiro4aeTcss HECOXPaHsAEMOCTh
YCIYT:

A)IesaTeIbHOCTb UCIIOJIHUTENS [IPU
HEIOCPEACTBEHHOM KOHTAKTE C
NOTpeOUTEIEM YCIYTH;

2) OTIUYUTENIBHBIMUA OCOOEHHOCTSIMU YCITYT
ABJISIOTCS:

B)OHI/I BO MHOI'OM 3aBHUCIAT OT KBaJ'II/I(bI/IKaI_[I/II/I
pa6OTHI/IKa, €ro HHANBUAY AJIbHO-JIMYHOCTHBIX
UCepT U HACTPOCHUA.

3) O6cmyx’uBaHUE 3TO:

B)Heocs13aeMOCTh YCIIyT;

29 YcTaHOBUTE COOTBETCTBHUE:
(16,2A,3B)

)

1)CepBuc — 370!

A)UHXUHUPUHT, 00CTYKUBAHUE
000py1I0BaHUs, JTU3UHT;

2) IIpon3BOJICTBEHHBIE YCIYTH — 3TO:

B)3T0 0COOBII BH]T YEIOBECUCCKOM
JIEATEeIIbHOCTH, KOTOPBIM HAIpaBJEH HA
yAOBJIETBOPEHHUE MOTPEOHOCTEN KITUEHTA
MyTE€M OKa3aHUs yCIYyT

3) Yciyru o peructparyu TpaHCIIOPTHBIX B)rocyaapcTBEHHBIMU;
CPEJICTB SIBJISFOTCSI:
30 Y cTaHOBUTE COOTBETCTBHUE:
(1B, 2A,3b)
1). KonTakTHas 30Ha — 3TO A)xano0a.

Z)YCTHOC HJIM IMCbMCHHOC BBIPAKCHUC

b)B caMOBBIpa)KEHUH;




MPETEH3UI MOTPEOUTENS IO TOBOLY
00CITy)KMBaHUS — 3TO:

3) ConmanbHble TOTPEOHOCTH 3TO
MOTPEOHOCTH B:

B)OIIPEJICIIECHHOE MECTO KOHTAKTA KJIIMEHTA U
COTPYJIHUKA CEPBUCHOMN CEPBHI.

31 YcraHOBUTE COOTBETCTBHUE:
( 1B, 2B, 3A)

1). Mertoabl yIoBIIeTBOpeHUs chepoit
CEepBHCA YEIOBCUCCKHUX MOTPEOHOCTEH:

A)co cTaHIapTU3aLMUEN YCIYyT U
0€30MacHOCThIO MpoIiecca 00CTyKUBAHUS

2). Iporecc NPUHATHS PEIICHUS
MOTPEeOUTENIEM COCTOUT U3 CIEAYIOIINX
CTaIIUN:

Bb)obcnyxuBanue Ha 1omy;

3). KauecTBO ycCiyr TECHO NEPENIIETACTCS:

B)oco3HaHue Mpo0IeMbl, ITOUCK

I/IH(I)OpMaLII/II/I, OLCHKA BApUAHTOB, PCHICHHC O

IMOKYIIKC, pC€aKl s Ha IIOKYIIKY.

32 Y cTaHOBUTE COOTBETCTBUE:
(1B, 2A,3b)

1) Bueminue GpakTopbl, BIHSIOLINE HA
IOKYTIaTeNIbCKOE TTOBEICHNE

A)nesTenbHOCTb, MPOLECC;

2) XapaKTepuCTUKa YCIyT:

Bb)nepenaya cobcTBEHHOCTH.

3) XapakTepucTrKa TOBapOB:

B)pedepenTtHbie rpynimsi;

33 VYcTaHOBUTE COOTBETCTBUE:

(1B,2B,3A)

1)Buasl cepBuca 1o coaepskanuio padorT.
Mrkuit cepBuc 310:

A)BcTpeua u npoBObI;




2) Pa3paboTka HOBBIX TOBAPOB U yCIIYT:
CXOJICTBO U pa3innuusi. OCHOBHBIE Pa3IudMs:

B)BKHIO‘-IaeT KOMIIJICKC UHTCJIJICKTYAaJIbHBIX
YCIIYT, CBSI3aHHBIX C Oosiee 3P heKTHBHOM
JKCILTyaTanueil ToBapa B KOHKPETHBIX
YCIIOBHSAX pabOThI Y JaHHOTO MOTPeOUTES, a
TaKXe C paciiupeHueM chepsl MOIe3HOCTH
TOBapa IS HETO;

3) Uto takoe Tpanchep?

B)cootsercTBrE TEXHUYECKUM YCITOBHAM U
CTaH/apTaM;

34 YcTaHOBUTE COOTBETCTBHUE:
(1b,2A,3B )

1)3akoH [JIACHUT, 9TO
BCSIKasl TPaBUJIbHAS MBICJIb JOJKHA OBITh.

A)UCKITIOYEHHOTO TPETHETO

2) 3aKoH IJ1aCHT,
YTO U3 ABYX MPOTUBOPEUAIIHNX CYKICHUM
OJIHO JIOJKHO OBITh UCTUHHBIM, a IPyroe
JIO’KHBIM, U HE MOXKET OBITh TPETHETO
CY>KJICHHSI, ICTUHHOTO 110 OTHOILIEHUIO K
TOMY JK€ MIPEAMETY B TO KE CAaMO€ BpeMst —
9TO 3aKOH.

B)I[OCT&TO‘IHOFO OCHOBAHUA

3)3akoH TJIaCHUT, 9TO
Ka)K71asi MBICJIb B IIpeJieiax OJIHOTO
PacCyXACHHMSI, OJTHOTO J0Ka3aTeIIbCTBA,
OJIHOI Teopuu JOHKHA OCTaBaAThCA
HEU3MEHHOM, COXPaHATh OHO U TO XKe
coJIepKaHue.

B)roxnectsa

Caoxubie (3 ypoBeHb)

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

1) Uponus — aro:

A)yMecTHOCTb

2) UpoHus u Meo3uc — 3TO Pa3HOBUIHOCTH

b)3aBbllieHre OIIEHKH C LIETBbIO €€
TIOHMKEHUS

3)KauecTBO peun, npu3BaHHOE PETYIUPOBATH
peueBoe NOBEJCHNUE, — ITO:

B)antudpaszuca

3agaHusi OTKPBITOrO THIIA
3aaanudg HA JONOJHEHHEe

Hanuwume nponyujeHroe Cjloeo.

IIpocteie (1 ypoBens)

36.Takoii BUJ yciIyru, KOTOPBIN HE JTaeT KIUEHTY MpaBa COOCTBEHHOCTH Ha YTO-JINO0




Ha3bIBACTCS (cepBuc)

37. lIIupoko pactpocTpaHEHHBIN BU ACSITSIBHOCTH, KOTOPBIN HCTOPUUYECKU 00YCIIOBIICH
MpoIecCaMy caMOOOECTICUCHUS U POACTBEHHON B3aUMOTIOMOIIH, KOTOPBI OPTAaHHYHO BITHCAJICS
B OTHOIICHUS PpIHOYHOTO OOMEHaHa3bIBAeTCS (cepBuCHAs 1eSITEJIbLHOCTD)

38. OtHomeHNEe MKy MPOJABIIOM U MOKYyTATeIeM, KOTOPOE PACTSIHYTO BO BPEMEHHU
Ha3bIBACTCS (o0cay:xuBaHue)

39. Mecro npenocTaBieHus YCIyT, I7ie pa0OTHHUK CepBHCa B3aUMOJACHCTBYET C KIIMEHTaMU
Ha3bIBACTCS (KOHTAKTHAas 30HA)

40.Pe3ynbpTaT HEMOCPEACTBEHHOT'O B3aUMOICHCTBUS IOTPEOUTENSI U TPOU3BOIUTENS HITH
coOCTBEHHAs A€ATEIbHOCTh MTPOU3BOUTENS MO YAOBIETBOPEHUIO TOTPEOHOCTEM
noTpeOuTeNneHHa3bIBACTCS (ycayra)

41.HeB0O3MOKHOCTB TPOJIEMOHCTPUPOBATH, ONIPOOOBATH, TPAHCIIOPTHPOBATH, XPAHUTH, U3Y4aTh
U T.JI. YCIYTY O MOMEHTA €€ TOJTYUYSHHS HIIN
nOTpeOICHUIHA3BIBACTCS (Heocs132eMOCTh)

42. Tlpennpusitie, OPraHU3aIys WK IPeANPUHUMATEITb, OKa3bIBAIOIIKE YCIYTy MOTPEOUTENIO
Ha3bIBaeTCsl (MCIIOJIHUTEJID)

CpenHe-cji0:KHbIE (2 ypOBeHb)

43. I'pakIaHH, TIOTYYAOIINH, 3aKa3bIBAIOIINI JINOO UMEIOIINI HaMEpEHHUE MOTyIUTh UITH
3aKa3aTh YCIYTH JUIS JIMYHBIX HYXK Ha3bIBACTCH (morpeduTeJIn)

44.CoBOKYMHOCTh TIOJIE3HBIX CBOMCTB YCIIyTH, HEMOCPEACTBEHHO HAMPABICHHBIX HA YIOB-
JIETBOPEHHE TOW MJIM MHOU MOTPEOHOCTH YelIOBEKa Ha3bIBACTCS (moJ1e3HbII
3P deKT oT yeayrun)

45.BoccTraHoBieHNe (M3MEHEHUE, COXpaHEHHUE) MOTPEOUTENLCKUX CBOMCTB TOBapa, CO3/IaHueE TI0
3aKa3y HOBOT'O M3/IeNINs, IEpEeMEIEHNE, CO3/1aHNE YCIOBUI MOTpelIeHns, o0ecrieueHrne uin
noJJIep>KaHUE 3A0POBbsl, TyXOBHOE WIH (PU3HUECKOe pa3BUTHE TUYHOCTH, MTOBBILICHHIE
po(hecCHOHATBHOTO MaCTEPCTBA HAa3bIBAETCS (pe3yJbTaT ycJayru)

46. AOcTpakTHas, TEOpEeTHYECKass MOJENb TOTO WM HHOTO BHJA CEPBUCHOW IESATEIHHOCTH
Ha3bIBACTCS (mpeanabHas ycjryra)

47. KoHKpeTHbIe MaTepHalibHbIC EHCTBUS, HAPABJICHHbIE HA yIOBIETBOPEHHE MOTpeOHOCTEH
MoTpeOuTeNsT HA3bIBAETCS (peajibHas ycjyra)

48. Ycmyru, yIOBIIETBOPSIONIAE MaTepraIbHbIe TOTPEOHOCTH JTIFOIeH
Ha3bIBAIOTCH (MaTepHaJIbHbIE YCIYTH)

49.Ycayru, yIOBIETBOPSIOIINE TyXOBHbBIC, HHTEIUIEKTyalbHbIE TOTPEOHOCTH JTI0IEH U
MOJIEP>KUBAIOIIME UX HOPMAIbHYIO KU3HEAESITEIbHOCTD
Ha3bIBAIOTCS (COoHANBbHO-KYJIbTYPHBIE YCJIYTH)




50. CoBOKYIHOCTH NpEeNNpPUATHI, OpraHu3aluil 1 GPU3NIECKUX JIHILI, OKa3bIBAIOIINX YCIyTH
HACEJICHUIO Ha3bIBACTCS (chepa oOcayxMBaHMSI HACEJIEHHS)

51.Bceobmue nepBUYHbIC TOTPEOHOCTH JKU3HEACATEIHHOCTH OPTaHU3Ma, HOPMaJIbHOTO
(YHKIIMOHUPOBAHHUS, TUTAHUS, TOTPEOHOCTH PACIIMUPEHUS KU3HEHHOTO ITPOCTPAHCTBA
Ha3bIBAIOTCS (0uostrornyeckue) nMoTpeOHOCTH

52.ITorpeGHOCTH B CPEICTBAX M YCIOBHSX YIOBIETBOPEHHUS OMOJIOTHUYECKHUX, COIMATBHBIX M JIyXOBHBIX
noTpeOHOCTEll Ha3bIBAIOTCS (MaTepuaJIbHBIE)TOTPEOHOCTH

53. O0benuHseT yciayru, 1eJIeBO€ 3HAaUeHHE KOTOPBIX MPEAOIPEACIICHO HEMOCPEICTBEHHO
IPEeIMETOM TOPrOBOM CAEIKU U HANpaBIE€HO HA MaTepUAIbHbBIN MPOAYKT U
II0JIb30BATEIIHA3BIBACTCS (mpsimoii)cepBuc

54.KocBeHHBIH cepBUC 00OBIYHO HAPABJICH HE HA 00BEKT TOPTOBOMU CHIEJKH, a aH CO3/IaHHE
OJ1aroNpUATHBIX YCIOBUHN, 00€CIIEUHNBAIOLINX J0JITOCPOYHOE B3aUMOBBIIOHOE
COTPYAHUYECTBOHA3BIBACTCS (KOoCBeHHBI)CEpBUC

55.CepBuC, KOTOPBIN BKIIOYAET B CeOSI BCE YCIIYTH, CBSI3aHHBIC C IMOICP)KaHUEM
paboTocrmocoOHOCTH, OE30TKA3HOCTH U 33JAHHBIX [TAPAaMETPOB PaOOTHI TOBapa
Ha3bIBACTCS ("KeCTKHUIl)

56.CepBuc, BKIIOYAIOIMINNA BECh KOMIUIEKT HHTEJUIEKTYaJIbHBIX YCIYT, CBA3aHHBIX C
WH/IMBUIyann3anuei, T.e. ¢ 6onee 3¢ (HeKTUBHON IKCIUTyaTaIlel ToBapa B KOHKYPEHTHBIX
YCIOBUSX pabOThl Y JAHHOTO OTPEOUTENS Ha3bIBAETCH (MArKuii)

57. CepBuc cBS3aH C MOATOTOBKON M3ENUS I MTPEICTABICHUS TOTSHIIMATEHOMY U PEaTbHOMY
MOKYITaTENOHA3BIBACTCS (mpeanpoaaKHbI)

58. 3aka3uuk, 3aKJIFOYMB JJOTOBOP C MPEANPHUATHEM CEPBHUCA, ITOTYIAET IIPABO HA ONEPATHBHOE
o0ciyKuBaHue, MPOBEICHNE TUTAHOBBIX MPOQUIAKTHUYECKUX MPOIeAyp B TEUCHHE CPOKa
JIEUCTBUSI IOTOBOPAHA3bIBACTCS (aboHeMeHTHOE 00CTy:KBAHNE)

59. Cucrema 3TalOHHBIX TPYAOBBIX HOPM, BBICOKUX JTYXOBHBIX IIEHHOCTEH M STUKU MOBEICHUS,
MMPUHIMUIIBI KOTOpOﬁ COTIaCyroTCA KaK ¢ HAlIUOHAJIbHBIMU U PCIIMTHUO3HBIMU TpaJulIUusAMU
CTpaHBbI, TaK U C COBPEMEHHBIMU TPEOOBAHHUSIMHI MUPOBBIX CTAHIAPTOB OOCITYKUBAHUS U
OTPaXKAIOT Ka4eCTBEHHOE 00CITy)KNBaHHUE TOTPEOUTEIICHHA3BIBACTCS (kyabTYypa
CepBHCA)

60. CoBOKyNMHOCTh TpeOOBaHMH M HOPM HPABCTBEHHOCTH K PAOOTHUKAM CEPBHUCHBIX (GHPM,
KOTOpPBIE B 00s3aTEITLHOM TIOPSIIKE JOJDKHBI OBITh PEATM30BaHBI B MPOIECCE BHIMTOJHEHUS HMH
CBOMX CIY)KEOHBIX OOS3aHHOCTEH Ha3bIBaeTCA (nmpodeccuoHATBbHO-CIY:KeOHAs
ITUKA)

61. O6ecrieuenne 0€30TKa3HOTO JTUTEIHHOTO pecypca padoThl B TApaHTHWHBINA U
MOCTrapaHTUHHBIN TEPHO TEXHUUYECKUX CPEJICTB MHUBHIYyaJIbHOTO MOJIb30BAHUS 32 CUET
((HpOﬂBHHYTOﬁ)> HpOPISBOJICTBCHHOfI TEXHOJIOTHH ITPOMBIIIJICHHBIX Hpe)IHpI/IS[TI/II\/'I B BHUJI€ CETHU UX
CEpBUCHBIX MMOJIpa3/IeCHNI PErHOHAILHOIO XapaKTepa U 3a CUET CO3/1aHus IUPOKOM ceTH
MEJIKUX aBTOHOMHBIX 00CTYKUBAIOUIUX MPEANPUATHI U MaCTEPCKUX.

Ha3bIBACTCH (TexHMYeCKHH cCepBHUC)

62.IIporecc y1oBieTBOpEHHsI MOTPEOHOCTEH OTAENIbHBIX IT'PaKJIaH U OOIECTBEHHBIX CTPYKTYD B
MOJTy4eHUU UHPOpMAIIH, e Tiepeiaue U paclpoCTpaHEeHU!
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Ha3bIBAETCS (MudopManuoOHHO-KOMMYHUKANMOHHBIH CEPBHC)

63.0xazaHue ycnyr B yJIOBIETBOPEHUU MOTPEOHOCTEH rpaskjaH B IMYHOM MPOCTPAHCTBEHHOM
NepeMELIEHUH Ha3bIBAETCS (TpPaHCNOPTHBIN CepBHC)

64. CepBuC OXBaThIBACT IIUPOKUHN CIIEKTP B 00JACTH yAOBIETBOPEHUSI COLUATBHO-KYIbTYPHBIX,
MHTEJJICKTYyalIbHBIX, OHONCUXO(DHU3UOIOTHYECKNX, PEKPEAllMOHHBIX M UWHBIX M[OTpeOHOCTEeH
TPaKJ1aH Ha3bIBACTCSA (rymMaHMTApPHBIH )

65.CepBuc, OXBaTHIBAOUIMI HHTECIUICKTYAIbHYIO JEATCIBHOCTh B 007aCTH (UHAHCOBBIX YCIYT,
CTpaxoBaHus, CACIOK C HEABUKMUMOCTBIO, 6yXFaJ'ITepCKOFO yuc€Ta U ayauTa, J'H/IL[CH3PIOHH01>1 TOPIroBJIN U
npouee Ha3bIBAECTCSA (AKOHOMMYECKHIT)

66.CepBuc, 00J1aCTh pacIipOCTPAHEHUS KOTOPOTO MOKET BaAPbUPOBATH OT MPEIOCTABICHUS
KOHCYJIbTAI[MOHHBIX U 55 MPaKTUYECKUX YCIYT Pa3oBOro xapakrepa /10 ohuinaibHo
0(OPMIICHHOTO TIOKU3HEHHOTO 00CITY )KHBAHHSI KJIIMCHTA

Ha3bIBACTCS (ropuan4yeckmin)

CaoxHble (3 ypoBeHb)

67. CepBucC, KOTOPBI COMMYTCTBYET YEIOBEKY HA MPOTSIXKEHUH BCEH €ro aKTHBHOMN
TBOPYECKOM KU3HU HA3BIBAETCS (oOpa3oBaTesbHBII)

68. lesiTenbHOCTD, HaNpaBlieHHas Ha pa3pabOTKy M YCTaHOBJIEHUE TPEOOBAHUH, HOPM,
IpaBUWJI, XapaKTEPHUCTHK, KaK 00s3aTEIbHBIX ISl BHITIOJIHEHHS, TaK U PEKOMEHyEMBIX,
o0ecrieunBaroIas MpaBo MOTPeOUTEIST Ha IPHOOPETEHUE YCITYT HAUISKAIIEro KauecTBa 3a
IpUEMIIEMYIO LIEHY, a TaKXKe MPaBo Ha 0e30MacHOCTh U KOM(POPTHOCTD TPyAa
Ha3bIBaeTcH (cTangapTusanms)

69.Ycnyra, nmporece 00cIyKUBaHUS, AIs1 KOTOPBIX pa3pabaThIBAIOT T€ WIN HHBIE
TpeOOBaHUs, XapaKTEPUCTHKH, TapaMeTPhbl, IPaBUIa U T. II.

Ha3bIBACTCHA (Oﬁ'beKT)CTaH)]apTI/IElaIIHI/I

70./lokymeHT, coiepKamuii 00s3aTeNbHbIC TIPAaBOBBIE HOPMBI, IPUHSATHIE OPTaHOM BJIACTH
Ha3bIBaeTcs (persiamer)

Kapra y4era TecTOBBIX 3a1aHuil (BapuaHT 1)

Komnerennust | OIIK2. CiocoGeH ocyIecTBIATh OCHOBHbIE (DYHKIIMM YIPaBJIEHUS CEPBUCHOMN
JeSITeNIbHOCThIO

Wnpukarop | OIIK-2.3 Binageetr MmeTogaMu KOHTPOJIS AESTEILHOCTH MPEIIPUATHIA
(mogpasnenenuil) npeanpusTHii chepsl cepBrca WK IPYrux cdepax, B KOTOPBIX
HE00XO0/IMMO OCYIIECTBICHUE CEPBUCHOM JESITEIbHOCTH

Juctumummna | CepBHCHas A€STEIbHOCTD

TecToBBIC 3aaHNS Htoro
YpoBeHb 3aKpbITOro TUIA OTKpBITOrO THIIA
OCBOCHUS AnbTepHaTUBHBIN VYcraHoBneHue
BBIOOp COOTBETCTBUS/ Ha nononnenune
MIOCJIEI0BATEIBHOCTH
111 (20%) 5 2 7 14
112 (70%) 17 7 24 48
113 (10%) 3 1 4 8




HUroro: ‘ 25 . ‘ 10 mT. ‘ 35 mr. ‘ 70 mT. ‘

Kapra y4yera TecTOBBIX 3a/1aHMid (BAPHAHT 2)

Kommnerenmus | OIIK2. CiocoOGeH ocyIecTBIsAT, OCHOBHBIC (DYHKITUHU YIIPABICHUS CEPBUCHON
JESITEIbHOCTHIO

Nunukarop OIIK-2.3 Biageetr MeTogaMu KOHTPOJIS EATEILHOCTH MPEATPUATHI
(mompaszaenenuii) npeanpuaTuil cepsl cepBuca WK APyrux chepax, B KOTOPhIX
HEOOXOMMO OCYIIECTBICHHE CEPBUCHOM JIEATEILHOCTH

Jucuurnmuna | CepBHUCHas NESATENIBLHOCTD

YpoBeHb TecToBble 3aaHUsI
OCBOCHUS 3aKpbITOTO THUIMA OTKpBITOrO TUIA
AJIbTepHATHBHOTO Ycranosnenue
BEIOOpaA COOTBETCTBHS/ Y CTAHOBIICH Ha momomuenune
W€ MOCIIeI0BATENbHOCTH




111

1. Kakue Tpu
KJIIOYEBbIX MOHATHUS
HCNOJb3YIOTCS IPH
onpejieJIeHUM cepBHca:
A)omnpoc,
npodeccroHanusm,
KauecTBO;

Bb)ycnyra, cnpoc,
CHEIUAJTUCT;
B)aesiteIbHOCTD,
NOTPeOHOCTH U
ycayra.

2. Kakme riaBHbIE
(¢opmbl yesioBeuyecKoOM
AeATeJILHOCTH
NOJI0KeHbl B OCHOBY
KJIacCu(puraAmun
CePBUCHOM
AesiTeJIbHOCTH:
A)uccrienoBarenbcKas;
b)norpeburenbckas
(monp30BaTeNbCKAs );
B)uennocrtHo-
OpHEHTAIMOHHAS.

3. K 0CHOBHBIM
yciayram B
TOCTHHHYHOM OM3Hece
He OTHOCUTCH:
A)OpoHnpoBaHue
HOMEpOB;

b)npuem u
pa3MelieHue;

B)pacuer npu Bbie3fe.
4. K HanpaBJieHH 10
KOMMYHHUKATUBHOM
CePBUCHOM
AeATEeJbHOCTH MOKHO
OTHECTH:
A)pekiaMHbIe YCIyTH;
B)opranusanuio
KOH(epeH1 Ui,
BBICTABOK,
NeperoBopos,
001IeHUA B
HNurepuere;
B)ncuxoauarHocTuky.

5. daxkTopsbl, He
BJIMSIIOLIME Ha
pa3BUTHE CEPBHCHOM
e TeJIbHOCTH:
A)ypoBeHb pa3BUTHS

26 VYcraHoBute

COOTBETCTBUE:
1)Kaxue u3

MePEYHCIICHHBIX YCIYT B
KJIacCU(PUKALIHH,
IIPUHATON Y POCCUMCKUX
YYEHBIX, HE BKJIFOUCHHI B
CEPBUCHYIO
NEeATEILHOCTH TI0 cepam
€€ OCYIIEeCTBICHHS:

2)Kakwue rinaBHbIe (OPMBI
YeJI0BEYECKOU

e TeTbHOCTH
MOJIO’KEHBI B OCHOBY
KJIaCCHU(PUKALTHH
CEpPBUCHOI
NeSTEeIbHOCTH:

3) Kakue u3
MIEPEUNCIICHHBIX YCIIyT
pecTopaHa OTHOCATCS K
BCIIOMOTaTeJIbHBIM?
A)MarepHuanbHO-
npeoOpaszoBareabHasi;
b)Br130B Takcuy;
B)nayuHno-
HCCTIEI0BATENbCKUE
YCIIyTH;

27 YcraHoBuTe
COOTBETCTBHE:

1)Pexnama, skcriepTusa,
TICUXOIMATHOCTHKA,
AMUIHKMENKEPCKHIE
YCIIYTH, XyA0KECTBEHHO-
0 OpMUTENBCKHUE YCIYTH
— 3TO 00JIacTh CEpBHCA B:
2).

Hepapxust morpedHOCTE
1 Ipe/ICTaeT B BUJIE
JIECTHUIIBI U3 TISATH
CTyNEHEN:

3)JIokanpHOE
MPOCTPAHCTBO, T]Ie
WCTIOHUTENb YCIYTH
B3aUMO/JICHCTBYET C
oTpeduTeneM,

3T0:  A)PHU3NOIOTHYECK

Takoli Bux yciyry,
KOTOpBIH HE JaeT KIMEHTY
mpaBa COOCTBEHHOCTH Ha
YTO-1100

Ha3bIBACTCS

37. llIupoxo
pacrnpoCTpaHEHHBIN BUT
JesITeIbHOCTH, KOTOPBIN
HCTOPUYECKH 00YCIIOBIEH
mporeccaMmu
caMoo0ecTieyeHus: u
POACTBEHHOI
B3aUMOIIOMOILH, KOTOPBII
OpPraHUYHO BIHCAJICS B
OTHOIICHUS PHIHOYHOTO
oOMeHa

Ha3bIBACTCS

38. OTtHomeHNE MEKITY
MIPOJABIIOM U
MOKyTaTeneM, KOTopoe
PacTSIHYTO BO BPEMEHH
Ha3bIBACTCS

39. Mecto
MPEIOCTAaBICHUS YCIYT,
rze pabOTHUK cepBuca
B3aMMO/ICICTBYET C
KITUEHTaMHU
Ha3bIBACTCS
40.Pe3ynbrar
HEMOCPECTBEHHOTO
B3aUMO/JICUCTBUS
noTpeduTens u
MIPOU3BOIUTENS HITH
COOCTBEHHAas
JeSTeTbHOCTD
MIPOU3BOIUTENIS TIO
YIOBJIETBOPEHHIO
notpebHoCTEN
norpedurenei
Ha3bIBACTCS
41.HeB03MOXXHOCTH
MIPOIEMOHCTPUPOBATH,
nonpo0OoBaTh,
TPaHCIIOPTUPOBATb,
XpaHUTh, H3y4aTh U T.].
yCIYTy 10 MOMEHTA ee
MOy YCHHS WITH
notpeOieHus
Ha3bIBACTCS

42. Tpenmnpusitie, OpraHu3aus
WM TIPENPUHUMATEb,
OKAa3bIBAIOIIUE YCITYTY




SKOHOMUKH U
XO035CTBEHHAs
CUCTEMA;

b)mopais u
KYJbTYpHBIC TPAJIULIUH,
CJIOKUBILNECA B
JIaHHOM OOIILIECTBE;
B)o6mecTBeHHbIE
CTPYKTYPbI: NOJUTHY
ecKHe MApTHH.

6. B uem 3akirouaercs
HeO0CA32eMOCTh
yCayru:

A)mporecc
IIPEIOCTABIICHUS U
oTpebIeHus yCIyr
MpPOTEKaeT
OJIHOBPEMEHHO, U
MOTPEOUTENH SBISIOTCS
HEINOCPEACTBEHHBIMU
YYaCTHUKaMHU 3TOTO
poriecca;

B)ycnyru ve moryt
OBITh IPOTECTUPOBAHBI
U OLICHEHBI MPEXJeE,
4yeM MOKyHaTesb uxX
OIIATHUT;

B)onu B0 MHOrOM
3aBHCHAT OT
KBaJIH(pUKauu
padoTHHKA, ero
HHAUBUIYAJIBHO-
JIMYHOCTHBIX YePT U
HACTPOEHMSI.

ue moTpeOHOCTH,
MOTPEeOHOCTH B
0€30MMacHOCTH U
0J1IaroTnoJTyYnH,
noTpeOHOCTH B JIIOOBU
(IpUHALJIEKHOCTH KOMY-
1160), TOTpeOHOCTh B
yBaXEHUHU, TOTPEOHOCTD
B caMOpeaTn3alnun
(caMOyTBEpXK/IEHUN);
b)11IeHHOCTHO-
OpHUEHTAIIMOHHOM
NeSTENILHOCTH,
B)xoHTaKkTHAasA 30Ha;

NOTPEeOHUTENIO
HA3bIBACTCH




1.1.2

7. Cocrosinue
YyeJI0BeKa,
CKJIAa/bIBalOIIeecs Ha
OCHOBe NPOTHBOPEYHUs:
MeKAy MMeIIUuMcs U
Heo0X0AUMBbIM  (MJIH
TeM, YTO KayKeTcs
YeJI0BeKy
He00X0IMMbIM) "
nodyxnampuee ero K
AeATeJIbHOCTH no
YCTPAHEHHMIO JAHHOIO
NPOTHBOPEYHs, ITO:
A)cmpoc;
b)morpebHoCTS;
B)moruBauus.

8. OTIHYUTEeIBLHBIMH
0CO0EHHOCTSAMH YCJIYT
SIBJISIIOTCSH
A)Hepa3pbIBHOCTh
IIPOU3BOJICTBA U
MOTpeOIieHUs yCIyTH;
B)necoxpanseMocTb
yeayrs;
B)ne3abpiBaeMOCTB
YCIyT.

9. IMox MeTOAOM HMJIH
(popmoit
00cTy:KMBaHUS
caenyeT NOHMMATh:
A)onpenesieHHbII
cnocod
NpeaoCcTaBIeHUSA
YCJIYT 3aKa34YHKY;
B)nipenocrasnenne
nH(pOPMALIUY KITUEHTY;
B)oxkazanue ycimyru
KJIUEHTY.

10. CepBucHas
AeATeJbHOCTD — 3TO:
A)aKTHBHOCTb JIIO/IEH,
BCTYNAOIINX B
cnenupuyecKue
B3aMMO/EHCTBUA 10
peanu3anuu
001eCTBEHHBIX,
TPYNINOBBIX H
HHIMBUAYAJIbHBIX
yeayrs;

b)ynpasnenue
MpearnpusiTieM chepsl
cepBuca (Hampumep,

28 Ycranosure
COOTBETCTBHUE
1) B duem 3akmrodaercs
HECOXPaHAEMOCTb YCIIYT:
2) OTnMYuTeIbHBIMU
0COOEHHOCTSIMH yCITyT
SIBJISTFOTCSI:
3) OGcCiTy )XKHBaHHE ITO:
A)IEATENIBHOCTh
HCTIOJIHUTEIS TTPU
HETMOCPEICTBEHHOM
KOHTaKTE C
nmoTpeduTesneM yCiyru;
b)oHu BO MHOrOM
3aBHUCHT OT
KBaJTH(DUKAITIH
paboTHHKA, €ro
WHJIMBU1yaJIbHO-
JINYHOCTHBIX YEPT U
HaCTPOCHHSI.
B)Heocs3aeMoCTh yCayr;
29 YcranoBure
COOTBETCTBHE:
1)CepBuc — 310:
2) [Tpon3BoACTBEHHbIE
YCIIYTH — 3TO:

3) Ycnyru no
perucTpanuu
TPAHCIIOPTHBIX CPEICTB
SIBJISTFOTCSL:
A)UH)XWUHUPUHT,
o0cCyKUBaHUE
000pyI0BaHUs, JTU3UHT;
B)3T0 0CcOOBIN BHT
YeJI0BEUYECKOU
JEeSATEIbHOCTH, KOTOPBIH
HaIpaBJIeH Ha
YAOBIIETBOPEHUE
MOTpeOHOCTEN KIMEeHTa
MyTEM OKa3aHUs yCIyT
B)rocynapcTBeHHBIMU
30.YcranoBute
COOTBETCTBHE

1). KonTakTHas 30Ha —
3TO

2)YcTHOE Ul
MMCHbMEHHOE BBIPAKEHUE
MIPETEeH3UI MOTpeOuTeNs

43. T'paxnanuH,
MOJTYYarOIIUT,
3aKa3bIBAIOIINN OO
HMMEIOIIUN HaMepeHue
MOJIYYHTh WM 3aKa3aTh
YCIIYTH JUIS TNYHBIX HYXK]
Ha3bIBaCTCA
44.CoBOKYITHOCTD
IIOJIE3HBIX CBOWCTB
YCIIyTH, HEMOCPEICTBEHHO
HaNpaBJICHHBIX HA
YAOBJIETBOPEHUE TON WIH
MHOU TOTPEOHOCTH
YeloBeKa

Ha3bIBACTCS
45.BoccTaHoBIIeHHE
(M3MeHEeHHe, COXpPAHECHHE)
MOTPEOUTEITLCKUX CBOWCTB
TOBapa, CO3/1aHue O
3aKa3y HOBOTO HM3JIEIHA,
nepeMenieHne, Co3aHme
yclI0BUi IOTpedIeHus,
o0ecrieueHue miu
MoJIIep KaHuE 3710POBBS,
JTyXOBHOE WJIH
¢busnveckoe pa3BuTHE
JTUYHOCTH, TTOBBILICHHUE
po¢eCCUOHAIBHOTO
MacTepcTBa

Ha3bIBACTCS

46. AGcTpakTHas,
TeopeThyecKast MOJIeNb
TOTO HJIM UHOTO BHUJIA
CEpPBUCHOM IESITEILHOCTH
Ha3bIBACTCS

47. KoHKpeTHbIe
MaTepuagbHbIe JeHCTBUS,
HarpaBJICHHBIC HA
y/IOBJIETBOPEHHE
notpeOHoCTEH
noTpeOuTeNs
Ha3bIBAETCS

48. Ycnyru,
YJIOBJIETBOPSIOIIHE
MaTepuaibHbIe
MOTPeOHOCTH Jro1el
Ha3bIBAIOTCS

49.Ycnyru,
yJIOBJIETBOPSIIOIINE
JTYXOBHBIE,
WHTEJUIEKTyallbHbIE
MOTPEOHOCTH JIIOACH U
MOIJICP>KUBAIOIINE MX




aBTOCEPBUCOM,
OaHKOM);

B)nponyxr tpyna,
oJIe3HbIN 3P ekt
KOTOPOT'O BBICTYIIAET B
(dhopme ToBapa.

11. Ycayra obaanaer
caelyIOIUMHU
Ka4yecTBaAMM:
A)CriocoOHOCTb K
XpaHEHHUIO U
TPaHCIIOPTUPOBKE;
B)Heotrneaumocts oT
CBOEro MCTOYHHNKA;
B)HensmMeHHOCThIO
KauyecTBna.

12. K
HEKOMMepPYeCKHM
ycJIyraM OTHOCSIT:
A)ycayru npeanpusTui
Typu3Ma U OT[bIXa;
b)ycnyru opranusanmuii
00LIIECTBEHHOT'O
MTUTAHUS;

B)ycayru
0J1arOTBOPUTEIbHBIX
¢onos.

13. Heabio cepBUCHOIA
AeATeTbHOCTH
SIBJISIETCS S
A)ynoBJieTBOpEHHE
YyeJI0BeYeCKHX
noTpedHOCTeI;
Bb)uccnenoBanue peiHka
YCIIyT;

B)npousBoncTBo yciyr.
14. KonTakTHOM 30HOM
He AIBJIAETCS:

A)30Ha peMOHTA
OBLITOBOM TEXHUKMH;
b)pabouee mecto
napuKMaxepa;
B)pabouee mecto
cToMartoJiora.

15. IosryueHue ycayru
0e3 JINYHOT O
B3anMMO/IeliCcTBUS €
UCTIOJTHUTEJIeM YCIyTH
Ha3bIBAIOT:
A)0eCKOHTAKTHBIM;
B)bopmanbHbiM;
B)0ecrnaTHbIM.

16. ®uznueckue

110 IOBOAY
3) ConmanbHble TOTPEOH
OCTHU 3TO MOTPEOHOCTH B
00CITyKUBaHUS — ITO:
A)xano0a.

b)B caMOBBIpaXXKEHUU;
B)OIPEICTICHHOE MECTO
KOHTaKTa KJIUEHTa U
COTPY/IHHKA CEPBUCHOM
cdepsl.

31 YcranoBute
COOTBETCTBHE

1). Metojibl
yAOBJIETBOpEeHUs cepoii
CepBHCAa YEIOBEUECKIX
OTpeOHOCTEH:

2). [pouecc npuHsATHS
pelIeHus MoTpeduTenemM
COCTOHT U3 CIEAYIONIIUX
craauii:3). KauectBo
YCIIyT TECHO
neperieTaercs: A)co
CTaHapTH3aAIUEH yCIyr
1 6€3011aCHOCThIO
rpoiiecca 00CITyKUBaHUS

b)oGcnyxuBanue Ha
JIOMy

B)oco3HaHue nmpo0iemsl,
MIOUCK MH(OPMALUH,
OLICHKA BapHUaHTOB,
pEIICHUE O MOKYIIKE,
peaKius Ha MOKYIIKY.

32 YcranoBute
COOTBETCTBHE

1) Buemraue

(baxTOpBI, BIUSIONINE HA

MOKYTIATeIbCKOe
MOBE/ICHUE

2) XapakTepucTuka yci
YT 3)

XapakTepucTuka TOBapo
B:  A)IeATenbHOCTb,
IIPOLIECC;

b)nepenaua
COOCTBEHHOCTH.
B)pedepenTtHbie rpynimsl;

33 VYcraHoBure

HOPMaJTbHYIO
KHU3HEACSITEIbHOCTD
Ha3bIBAIOTCS

50. CoBoKymHOCTh
NPEINPUITHH,
OpraHu3alui u
(hUBUYECKUX JIUIL,
OKa3bIBAIOIINX yCIyTH
HACEJICHUIO

Ha3bIBACTCS

51.Bceolmiue nepBUvHbBIC
noTpeOHOCTH
KHU3HECSATSIbHOCTH
OpraHu3Ma, HOpMaJILHOTO
(byHKIIMOHUPOBAHMS,
MUTaHUs, TOTPEOHOCTH
paciIMpeHusl >KU3HCHHOTO
MPOCTPAHCTBA
Ha3bIBAIOTCS
moTpeOHOCTH

52 .IlotpebHocTH B
CpPEACTBAaX U yCIOBUAX
YIOBJIETBOPEHUS
OHOJIOTHYECKHUX,
COIMAJIBHBIX U NYXOBHBIX
MOTpeOHOCTEH
Ha3bIBAIOTCS
_notpeOHOCTH

53. O6benuHseT ycnyru,
1[€JIEBOE 3HAUCHUE
KOTOPBIX MPEIOIPEesIeHO
HEMOCPEJCTBEHHO
IIPEAMETOM TOPTOBOM
C/IETKU U HApaBlIeHO Ha
MaTepHUATbHBIA TPOIYKT U
MOJIb30BaTENs
Ha3bIBACTCS ce
pBUC

54 KocBeHHBIN cepBUC
OOBIYHO HAIPaBJICH HE Ha
00BEKT TOPTOBOM CIEINKH,
a aH CO3JjaHHe
OJaronpusITHBIX YCIOBUH,
o0ecreunBaroIuX
JOIATOCPOYHOE
B3aMMOBBITOHOE
COTPYHUYECTBO
HA3BIBAETCS

uc

55.CepBHc, KOTOPBIi
BKJIIOYAET B ce0s1 Bce
YCITyTH, CBSI3aHHBIC C

cepB




NOTPeOHOCTH 3TO
MOTPEeOHOCTH B:

A)B 00111€CTBEHHOM
NeSITeNIbHOCTH,

B)Bo cHe;

B)B TBOpuUecKoOi
NEeSTEbHOCTH.

17. MeToanl
Y/10BJIETBOPEHUS
cepoii cepBuca
YeJ10BeYeCKNX
noTpedHOCTEI:
A)0eCKOHTAKTHOE
00C/Iy:KUBaHME;
B)bupmennoe
o0cITy)KMBaHUE;
B)uedpopmansHoe
o0cCiTyXKMBaHUE.

18. IIpomecc
NPUHSATHS pelleHust
norpeduTenemM
COCTOMUT U3
CJIeYIOIUX CTAANIM:
A)nouck napopmarum,
OCO3HaHUE POOIIEMBI,
OIICHKA BApPUAHTOB,
pelIeHre O MOKYTIKE.
B)ocozHanue
npoodJieMbl, NOUCK
HHopMannu, oneHKa
BAPUAHTOB, PeLICHUE
0 MOKYIIKe, peaKkuusi
HA NMOKYIIKY.
B)peaxuus Ha mokynky,
MOUCK MH(OPMAIIIH,
OCO3HaHUE POOJIEMBI,
penieHue o

IMOKYIIKE, peakiys Ha
TIOKYTIKY.

19. B npakTnueckoi
MCUXO0JIOTHH
BBIICJISIIOT YeThIpe
MEKJIHUYHOCTHBIX
paccTosiHus.
HNuTUMHOE
paccrosiHue -
o0ueHue OJIU3KUX HJIH
XOpOUIO 3HAKOMBIX
JII0/IeH.

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

COOTBCTCTBHUC!

1)Bubl cepBuca no
coJiep>kaHutio paboT.
Msrkuit cepBuc 3T0:

2) PazpaboTka HOBBIX
TOBAapOB U YCIYT:
CXOZCTBO U pa3Inyusl.
OcHoOBHbIE pa3Inyus:

3) Uro Takoe Tpanchep?
A)Bcrpeua u npoBobI;
b)BruttouaeT KomIuiekce
WHTEIUIEKTYalIbHBIX
YCIIYT, CBS3aHHBIX C
6omee 3¢ heKTUBHON
JKCIUTyaTanuei ToBapa B
KOHKPETHBIX YCIIOBHIX
paboThl y TaHHOTO
MOTPEOUTENs, a TAKKE C
paciuperuem chepsl
MIOJIE3HOCTH TOBapa s
HEro;

B)cooTBercTBue
TEXHUYECKUM YCIIOBUSM
U CTaHaapTam;

34 VYcranosure
COOTBETCTBHE:
1)3aKoH TIJIACHT, 9TO

BCSIKasl paBUIIbHAS
MBICJIb JJOJDKHA OBITh.

2) 3aKOH IJIaCHT, YTO U3
JIBYX MPOTUBOPEYAIINX
CYKICHHUH OJHO JOJIKHO
OBbITh UCTUHHBIM, a
JPyroe JIOXKHbIM, U HE
MOJKET OBITH TPETHETO
CYX/IEHUSI, UICTUHHOTO
10 OTHOLLEHUIO K TOMY
e MPEeAMETY B TO XKe
camoe Bpemsi — 3TO
3aKOH.

3)3aKoH raacur, 4To
Kak/1ast MBICITb B
npenenax 0JHOro
paccyXaeHHUsl, OTHOTO
JI0Ka3aTeNnbCTBa, OAHOM

MO PKAHUEM
paboTOCIIOCOOHOCTH,
0€30TKa3HOCTH U
3aJJaHHBIX TTApaMETPOB
paboThI TOBapa
Ha3bIBACTCS
__56.Cepguc,
BKJIFOYAIOIIINH BECH
KOMIUJICKT
WHTEIJUICKTYaJIbHBIX YCIYT,
CBSI3aHHBIX C
WH/IMBUyaTH3alIACH, T.€.
c 6osiee a3 heKTUBHOMN
IKCILTyaTaluei Topapa B
KOHKYPCHTHBIX yCIIOBUSX
paboThI y TaHHOTO
noTpeOUTENS
Ha3bIBaeTCs

57. CepBuc cBsI3aH ¢
MOATOTOBKOM M3ICIUS JJIst
MIPEICTABICHHUS
MOTCHIIUATHLHOMY H
peaIbHOMY MOKYIIATEITIO
HaspIBaeTcsl
58. 3aka3unk, 3aKIOUYHNB
JIOTOBOP C MPEANPUATHEM
cepBHCa, NOJIyYaeT IpaBo
Ha OIePaTHBHOE
o0cCITyKHBaHUE,
MIPOBEJICHUE TIAHOBBIX
npohUIAKTHIECKUX
MPOLIEAYP B TCUCHUE
CpoOKa JAeMCTBUS TOTOBOpA
HaspIBaeTcs
59. Cuctema TalOHHBIX
TPYJIOBBIX HOPM, BEICOKHX
TYXOBHBIX IIECHHOCTEH U
STUKHU TIOBEJICHUS,
MPUHIIMITE KOTOPOH
COTJIACYIOTCS KaK C
HAI[MOHAJILHBIMU U
PEITUTHO3HBIMA
TPaTUIMSIMUA CTPAHbI, TaK
U C COBPEMEHHBIMU
TpeOOBaHUSIMU MUPOBBIX
CTaHJIapPTOB
00CITyKUBaHUS U
OTpa)katOT Ka4eCTBEHHOE
o0CITyKUBaHUE
norpedureneit
HA3bIBAETCS

60. CoBOKYITHOCTh
TpeOOBaHUI U HOPM




@®paH4Yaii3uHT ITO:
A)koMnaHu-
BJIajieJiel] H3BeCTHOM
TOProBOi MapKu
paspemniaert Apyroi
KOMIIAHWH CTABUTH
3Ty TOProOBYI0 MapKy
Ha CBOI0 MPOAYKIHIO,
HO IIPH 3TOM IOJIy4YaeT
NPaBO KOHTPOJIA
Ka4ecTBa NPOAYKINH,
NMepPBOHAYAJILHBIH
B3HOC U NPOLIEHT OT
BaJIOBOM NMPUObLIN.;
b)xomnanus-Bianenen
W3BECTHOM TOProBOM
MapKu paspeuiaer
APYro KOMIIaHUHU
CTaBUTb 3Ty TOPTOBYIO
MapKy Ha CBOIO
MPOAYKIIHIO, HO IIPU
3TOM I0JIy4aeT NpaBo
KOHTPOJISI KAaUeCTBa;
B)xommnanusi-Bianenen
W3BECTHOM TOProBOM
MapKu MpojaaeT
TOPrOBYIO MapKy
JIPYroi KOMIIaHUU.

21. Bueminue
(daxTopsbl, BIUSAOIIME
HA

NMOKYINaTeJbCKOe MOBe
JAeHHe:
A)counaabHbII
CTATYC;

b)BrIroaa;

B)moTus.

22.

XapakTepucTHKa YyCiI
yr:
A)HeomnpeneeHHOCTD
Ka4yecTBa;

B)moryt
HaKaIJIuBaThCS;
B)nepenaua
COOCTBEHHOCTH.

TEOPUH JIOJKHA
0CTaBaThCs HEU3MEHHOM,
COXPAHSAThH OJTHO U TO K€
coepKaHue.
A)UCKIIFOUEHHOTO
TPETHETO
b)nocratounoro
OCHOBaHHS

B)roxnectsa

HPABCTBEHHOCTH K
pabOTHHKAM CEPBUCHBIX
¢upM, KOTOpBIC B
00s13aTeIbHOM TOPSJIKE
JIOJKHBI OBITh
pealin30BaHbI B Ipoliecce
BBITIOJTHEHUS] HMH CBOUX
CITYKEOHBIX 00s13aHHOCTEM
Ha3bIBACTCS

61. ObecnieueHue
0€30TKa3HOTO
JUTUTEIBHOTO pecypca
paboThI B rapaHTUHHBINA U
MOCTrapaHTUNHBIN NEPHOT
TEXHUYECKHUX CPEJICTB
UHIUBUAYATBHOTO
MIOJIb30BAHHUS 33 CUET
«IPOABUHYTON»
MIPOU3BOJICTBEHHOU
TEXHOJIOTUU
MIPOMBIIIITICHHBIX
MPEIIPUATHIA B BHJIC CCTH
UX CEPBUCHBIX
MOJpa3IeICHUI
PErHOHAIILHOTO XapaKkTepa
M 32 CUET CO3/IaHus
[IUPOKOM CETH MEJIKHX
ABTOHOMHBIX
00CITyKHBAIOITIX
MPEATPUITHI U
MacCTEePCKHX.

Ha3bIBAETCS

__ 62.IIpouecc
YIOBJIETBOPEHHS
NoTpeOHOCTEH OT/IENbHBIX
TpakJaH U 0OIIECTBEHHBIX
CTPYKTYpP B IOTyUYEeHUU
uH(popmMaluu, ee neperaye
U PacrpoCTpaHEHUH
Ha3bIBACTCS

63.0Oxka3aHue yciyr B
YIOBJIETBOPEHHUH
MOTpeOHOCTEH rpakIaH B
JTUIHOM
MPOCTPAaHCTBEHHOM
nepeMeIeHIH
HA3BIBACTCS

64. CepBUC OXBATHIBAET
IIUPOKUH CTIEKTP B
00J1aCTH yJIOBJIETBOPEHHS
COLIMATIbHO-KYJIbTYPHBIX,
WHTEIJUICKTYaITbHBIX,
O61oncuxo(U3noIOrHYecK
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WX, PEKPEALMOHHBIX U
WHBIX MOTpeOHOCTEN
rpakJaH

Ha3bIBACTCS

65.CepBuc, 0XBaThIBAIOIINAI
UHTEIUICKTYAIIbHYIO
JeATEIbHOCTD B 0071aCTH
(hPMHAHCOBBIX YCIyT,
CTPaxOBaHMsI, CIIEIIOK C
HEJIBHKUMOCTBIO,
OyXrajTepcKoro ydera u
aynuTa, TULCH3UOHHOU
TOPTOBIIH U IIPOYEE
Ha3bIBACTCS

66.CepBuc, 00J1acTh
pacrpocTpaHeHuUs
KOTOPOr'0 MOXET
BapbUPOBATH OT
MIPEA0CTaBIICHUS
KOHCYJIbTallMOHHBIX U 55
MPAKTUYECKUX yCIIyT
pa3oBoOro xapakrepa J10
oduIaIbHO
odopmiIeHHOTO
MOKM3HEHHOT'O
o0CITyKMBaHUS KIHCHTA
Ha3bIBACTCS

1.13

23.

XapakTepucTuka TOBap
OB:
A)HEOTHOPOTHOCTD;
b)unauBuyanbHOCTE;
B)ocsizaemocTh.

24. Buabl cepBuca 1o
coepKaHuI0 padoT.
KecTkuii cepBuc 3T0:
A)BKJIIOYAET B cedst
BCe YCJIYTH 110
NO/IIePKAHMIO
paboTtocnocodHOCTH,
0€30TKa3HOCTH H
3aJJaHHBIX
napamMeTpoB padoTbl
(BbINOJIHEHHE
HOPMATHBOB,
perjiaMeHTHPYIOUIUX
BBITNIOJIHEHHE YCJIYTH);
b)BKitouaeT KoMIiekce
MHTEJJIEKTyaJIbHbIX
YCIIYT, CBSI3aHHBIX C
6onee 3¢ hexkTUBHON
JKCILTyaTalMen ToBapa

1) Uponus — sro:

A)yMecTHOCTb

2) Uponus u meitosuc —
9TO Pa3HOBUJIHOCTH ..

b)3aBbIieHre OIEHKH C
1I€JIbIO €€ TTOHMKEHUS

3)KauecTBo peun,
MIPU3BaHHOE
peryaupoBaTh peueBoe
MOBEIEHUE, — 3TO:

B)antudpaszuca

67. CepBHC, KOTOPBIii
COITyTCTBYET YEJIOBEKY Ha
MIPOTSKEHUH BCEH €T0
aKTUBHOW TBOPYECKOM KU3HU
Ha3bIBACTCS
68. JlesTenpbHOCTD,
HaIpaBJieHHas Ha pa3paboTKy
U YCTaHOBJIEHUE TpeOOBaHUH,
HOPM, TIPaBHUII,
XapaKTePUCTHK, KaK
00s13aTeBHBIX IS
BBINOJIHEHUS, TaK U
PEKOMEHIYEMBIX,
o0ecrieunBaroIas mpaBo
noTpeduTens Ha
npuoOpeTeHue yciyr
Ha/IJIKAIIEro KayecTBa 3a
pUEMIIEMYIO LIEHY, a TaKXKe
mpaBo Ha 0€30MMacHOCTh U
KOM(OPTHOCTb Tpyaa
Ha3bIBaEeTCH
69.Ycanyra, npouecc
00cCIyKUBaHUs, 1151 KOTOPBIX
pa3padaThIBalOT T€ UM UHBIE




B KOHKPETHBIX
YCIOBHSX pabOTHI y
JTAHHOT'O ITOTpeOUTE,
a TaKxKe ¢
pacupenuemM chepbl
MIOJIE3HOCTH TOBapa Jyis
HEro;

B)cepsuc He cBs3aH ¢
MIPOJJaHHBIM TOBAPOM,
OKa3aHHOW yCIyrou, a
HalleJIEH Ha
MojAep>KaHue XOPOIINX
B3aMMOOTHOILICHU C
noTpeduTesnem.

25. Pa3paboTKa HOBBIX
TOBApOB H YCJIYT:
CXO/ICTBA M Pa3Iu4usl.
OcHoBHbBIE CX0/ACTBA:

A)pazpadaTbiBaloTcs
JUJISI TOTO, YTOOBI
o0ecrevyuTh pelieHue
npod;eM MoKynareJs,
yI0BJIeETBOPEHHE WUJIH
BBITOY;
b)cootBeTcTBHE
TEXHUYECKHUM YCIIOBUSIM
U CTaHJIapTaM:
B)rpebyer mHOTHX
PECYPCOB, TaKUX KaK
CBIpbE,
noiypabpukarsl,
pabouas cuna u
SHEprusl.

TpeGoBaHus,
XapaKTEePHUCTHKH, TTAPAMETPHI,
npaBuiIa U T. 0.

Ha3bIBaeTCs

70./lokyMeHT, coaep KaIii
o0s13aTeIbHBIC TIPAaBOBbIC
HOPMBI, IPHUHSTHIE OPraHOM
BJIACTH

Ha3bIBaeTCsA

Hroro:

25 . 10 mrT.

35 mir.

Kpurepuu oueHuBanust

Kpurtepnu oneHnBaHus TeCTOBBIX 3aJaHUIi

Kputepun oneHuBaHus: NpPaBUIbHOE BBIOJHEHHE
oueHuBaercs 1 6amiom, HenpaBuibHOe — () 6aIIOB.

MakcumanbHas oOmas cymma OalyioB 3a BCE INPABUIIbHBIE OTBETHI COCTABIISET

HausbIiciuui 0aur — 100 6atoB.

OJHOIro TECTOBOIo 3aJdaHHA

IIIkana ouneHUBaHUS Pe3yJbTATOB KOMIIBIOTEPHOIO TECTHUPOBAHUS O00y4arOIIMXCH

(pexomeHnayemast)

OneHka [Ipo1ieHT BEPHBIX OTBETOB bansl
«YJOBJIETBOPUTEIHHO» 70-79% 61-75 6amioB
«XOPOIIIO» 80-90% 76-90 6atoB
COTIIUIHO» 91-100% 91-100 GasoB




Kiaroun orBeToB

Ne | Homep u BapuaHT paBUIIBHOTO OTBETA 36 CepBHUC

TECT

OBBI

X

3aja

1505071

1 B)nesarensHOCTB, HIOTPEOHOCTD H 37 CepBUCHAs JIEATECITLHOCTh
ycIyra.

2 B)1iIeHHOCTHO-OpHEHTAIIMOHHASL. 38 o0cy)KUBaHUE

3 A)OpoHHpOBaHNE HOMEPOB; 39 KOHTAKTHas 30Ha

4 B)opranusamuio KoHpepeHIn, 40 yciyra
BBICTABOK, IIEPETOBOPOB, OOIICHHS B
WHtepHere;

5 B)oO1ecTBeHHBIE CTPYKTYPHI: 41 HEOCs3aeMOCTh
MOJIUTHYECKHUE MTAPTHH.

6 B)oHu BO MHOTOM 3aBHUCSAT OT 42 UCIIOJIHUTEITh
KBaJTM(UKAIMKA PAOOTHUKA, €TO
WH/IMBUY aJIbHO-TAYHOCTHBIX YEPT U
HACTPOCHHUSI.

7 B)moruBarusi. 43 nmoTpeOuTeh

8 b)HecoxpaHseMOCTh YCIyT; 44 noJie3HbId 3 ekt ot yeayru

9 A)omnpeneneHHblil criocod 45 pe3yNIbTaT YCIayTru
MIPEIOCTABJICHUS YCIIYT 3aKa3YHKY;

10 | A)aKTHBHOCTS JIO/ICH, BCTYTAIONINX B 46 ujeanbHas yciyra
cnenn(puyeckre B3auMoIeHCTBUS 1O
peanu3anuu OO0IIECTBEHHBIX,
TPYNIOBBIX U WHAUBUAYAIBHBIX YCIYT;

11 | b)HeoTnenMMOCTh OT CBOETO 47 peanbpHas yciyra
UCTOYHHUKA;

12 | B)ycnyru 6:1aroTBOpUTEIbHBIX (DOHIIOB. 48 MaTepuaibHbIE YCIYTU

13 | A)ynoBieTBOpeHHUE YEIOBEUECKUX 49 COLIMAJIbHO-KYJIbTYPHBIE YCIYTH
noTpeOHOCTEN;

14 | A)3oHa pemOHTa OBITOBOM TEXHUKH; 50 cdepa 00cy)KUBaHUS HACEJICHUS

15 | A)GeCKOHTaKTHBIM; 51 OHMOJIOTHYECKHE

16 | b)Bo cHe; 52 MaTepHaIbHbIC

17 | A)GeckoHTakTHOE OOCTY>KUBAHUE; 53 npsiMOi

18 | b)oco3nanue npodIeMbl, MOUCK 54 KOCBEHHBIN
nHpOpMaINH, OIIEHKa BAPHAHTOB,
peleHue o MOKyIKe, peaklus Ha
MTOKYTIKY.

19 | A)0—45cm; 55 JKECTKUI




20 | A)xommaHus-BIaAeNel] H3BECTHOM 56 MSATKHI
TOProBOM MapKH pa3pemiaeT Apyrou
KOMITAaHUU CTaBHUThH Ty TOPTOBYIO
MapKy Ha CBOIO MPOIYKIIHIO, HO TIPU
3TOM MOJIy4aeT IPaBO KOHTPOJIS
Ka4yecTBa MPOIYKIIHH, IEPBOHAYATbHBIN
B3HOC U TIPOIICHT OT BAJIOBOW MPHOBLIN. ;
21 | A)conuanabHBbIi CTATYyC; 57 PEANPOAKHBIN
22 A)HeomnpeneneHHOCTh KauecTBa; 58 a00HEMEHTHOE 00CITY)KHBaHHE
23 | B)ocszaeMocCTb. 59 KyJbTypa cepBHca
24 | A)Bkirouaet B ce0s Bce YCIIyTH 110 60 poQeCCUOHAITBHO-CITYKeOHas
MOJJIEPKAaHUI0 PAbOTOCIIOCOOHOCTH, ITHKA
0€30TKa3HOCTH ¥ 33J]aHHBIX TTApaMETPOB
paboThI (BBIMTOTHEHHE HOPMATHBOB,
pEriIaMEeHTHPYOIIUX BBIMIOJTHEHUE
yCIyru);
25 | A)paszpabaThIBaroTcs JJIs TOTO, YTOOBI 61 TEXHUYCCKUM CEPBUC
o0ecreynTh penieHne mpodiaeM
MOKYTIATeIsl, YAOBICTBOPEHHUE WITH
BBITONTY;
26 1B, 2A,3b 62 NudopmannonHo-
KOMMYHHKAITMOHHBII CEPBUC
27 1B, 2A, 3B 63 TPAHCIIOPTHBIN CEPBUC
28 1B, 2B, 3A 64 T'YMaHUTAPHbBIN
29 1B,2A,3B 65 SKOHOMHUYECKUHN
30 1B, 2A.3b 66 FOPUINICCKHUI
31 1B, 2B, 3A 67 00pa3oBaTebHbIN
32 1B, 2A, 68 CTaHJapTH3aLUs
33 1B,2B, 3A, 4I' 69 00BEKT
34 16, 2A,3B 70 perjiaMeHT
35 1b, 2B, 3A
JdemoBepcust

KoMILIEeKT TecTOBBIX 3aJaHuii

Komnerennus OIIK-2. CrmocoGeH oCymIecTBISATh OCHOBHBIE (DYHKIUH YIPaBICHHS
CEPBUCHOH JEATEIBHOCTBIO
HNuankarop OIIK-2.3 Brmageer MerogamMu KOHTPOJSI JEATEIBHOCTH TPEIIPUSTHIHA
(moxpasaeneHuit) npeanpusITUil chepbl cepBuca WM Apyrux chepax, B KOTOPHIX HEOOXOIUMO
OCYLIECTBIICHUE CEPBUCHOM IEATENBHOCTH

I[HCIIHH.TII/IH&I CepBI/ICHaH JACATCIIBHOCTD

3agaHus aJbTEPHATHBHOIO BhIOOpa
Buvibepume o0un npasunvusiii omeem




IIpoctbie (1 ypoBeHb)
1. Kakue Tpu KJI04eBbIX NOHATHUS UCNOJIbL3YIOTCH NPH ONpPede/IeHUN CepBHCa:
A)onpoc, mpodeccruoHanmsm, Ka4ecTBO;
Bb)ycnyra, cipoc, cieniuaiucr;
B)nesiTeqIbHOCTD, MOTPEOHOCTH U YCJIYra.

2. Kakue riaBHble ¢GOpMBI Yej0BEYECKOH IeSITeIbHOCTH TMOJ0XKEHbI B OCHOBY
KJIACCH(PMKALMU CEPBUCHOM /1T IbHOCTH:

A)uccrnenoBaTeabcKas;

b)norpeburenbckas (oab30BaTeIbCKast);

B)ueHHOCTHO-OpHEeHTALlMOHHAS.

Cpenne —cJi0:xHbIe (2 ypOoBeHb)

3. K 0CHOBHBIM yCJIyraM B TOCTHHUYHOM OM3Hece He OTHOCUTCS:
A)OpoHHUpOBaHNE HOMEPOB;

b)npuem u pa3menienue;

B)pacuet npu Beie3ze.

4. K HanpaBJ/iIeHHI0 KOMMYHMKATHBHO CEPBHCHOM /1eITeJIbHOCTH MOKHO OTHECTH:
A)pekiaMHbIe YCIyIH;

B)opranuszanuio koHpepeHumii, BbICTABOK, IePeroBopoB, o0menus B Unrepuere;
B)ncuxoauarnHoctuxy.

5. ®akTophbl, He BIMAIOIINE HA Pa3BUTHE CEPBUCHOI 1eATEJIbHOCTH:
A)ypoBEHb pa3BUTHSI SKOHOMHUKHU U XO35HCTBEHHAs! CUCTEMA;

b)Mopanb u KyabTypHBIE TPAIUIUH, CIOKUBIINECS B TAHHOM OOIIIECTBE;
B)oOmecTBeHHbIE CTPYKTYPbI: NOJUTHYECKHE MAPTHH.

6. B uem 3aKj109aeTcss HEOCA32EeMOCTh yciayru:

A)HpOHCCC MMpEeaoOCTaBJICHUA U HOTpe6J'IeHI/I}I YCIyT nNpOTCKaCcT OAHOBPEMCEHHO, U HOTpe6I/ITeJ'II/I
ABJIAIOTCA HECMMOCPEACTBCHHBIMHA YHACTHUKAMH 3TOI'0 IIpOLECCa,

B)ycnyr U HC MOT'YT OBITh MMPOTCCTUPOBAHBI U OLICHCHBI IPEKAC, YEM IMOKYIIATCIIb UX OIIATUT,
B)Ol—[l/l BO MHOI'OM 3aBMCHAT OT KBaJ’IHq)]/IKaIIHI/[ paﬁoTﬂmca, €ro MHAUBUAYAJIbHO-
JUYHOCTHBIX Y€PT U HACTPOCHUSI.

Cpenne —cJjioxHble (2 YpOBeHb)

7. CocTosiHMe YeJI0BEeKa, CKIAAbIBAIONICECS HA OCHOBE NMPOTUBOPEYHsT MEKIY MMEIINMCS
U He0OXOAUMBIM (WJIM T€M, YTO KAKeTCSl YeJIOBEKY He00X0AMMbIM) U MOOY:KIalolee ero K
AeATeJIbHOCTH M0 YCTPAHEHHUI0 JAHHOT0 MPOTHUBOPEYHS, ITO:

A)crmpoc;

b)norpe6HOCTS;

B)moruBauus.

8. OTiIMYHTEIBbHBIMU 0COOCHHOCTSIMH YCJIYT SIBJISIIOTCS:
A)Hepa3pbIBHOCTH MIPOU3BOJICTBA U MOTPEOJICHUS YCIYTH;
B)necoxpansiemocThb ycJIyr;

B)He3a0biBaeMOCTB yCiIyT.

9. Mox meToaom ujau Gpopmoii 06cTy:KHBAHUSA CJIeTyeT MOHUMATH:
A)onpeeseHHbIH CII0CO0 NMPeI0CTABICHHUA YCIYT 3aKA34YHKY;



b)nipenocrasnenne nHGOpMaLNK KIUCHTY;
B)okasanue yciyru KIMeHTy.

CJiio:kHbI€e (3 yPOBEHbD)

10. CepBucHasi 1eSITEJIbHOCTb — ITO:

A)aKTHBHOCTB JII0/Iel, BCTYNAKIIUX B clieu(pruyecKre B3aUMOJACHCTBUA M0 peain3aluuu
0011eCTBEHHBIX, TPYNIIOBbIX U MHIANBUAYAJIbHBIX YCJIYT;

b)ynpaenenue npeanpustuemM cepsl cepBrca (Hapumep, aBTOCEPBUCOM, OAHKOM);
B)npoaykT tpyna, mosne3usiit 3¢ ekt KoToporo BeICTynaeT B (hopme ToBapa.

33}131—[1/151 Ha YCTAHOBJICHUE COOTBETCTBUII.
Yemanosume coomeemcmeue Meofcdy J1€6bIM U NpAaABbIM cm0ﬂ6uaMu.

IIpocrtsie (1 ypoBeHb)
11 YcTranoBuTe COOTBETCTBHUE:

(1B, 2A,3B)
(

1)Kaxue U3 HepedyncIeHHbIX yCIyT B | A)MaTepUaIbHO-IPeOOpa3OBaTeIbHAs,
KIaccu(DMKAIUU, IPUHATON y
POCCHICKHX yYEeHBIX, HE BKIOUEHEI B
CEPBHCHYIO JIEATEIBHOCTB 110 chepam
€€ OCYIIECTBIIECHHS:

2)Kaxue rnaBubIie (HOpMBI b)BhbI30B Takcuy;
YeJIOBEUECKON NESITEIILHOCTH
MOJIO’KEHBI B OCHOBY KJIaCCH(PHKAIIUU
CEpPBHCHOM AESATEIbHOCTH:

3) Kakue u3 nepeuncieHHbIX ycIyr B)Hay4yHO-HCCIIe10BaTENbCKHE YCIYTH;
pecTopaHa OTHOCATCS K
BCIIOMOTaTeIbHbIM?

Cpenne-cj10:kHbIe (2 YPOBEHb)

12V cTaHoBUTE COOTBETCTBHE:

(1B, 2A, 3B)
1)Pexnama, sxkcneprusa, A)usnonoruueckue NoTpedHOCTH, MOTPEOHOCTH B
NICUXOANAarHOCTHKa, 6e30macHOCTH U 0J1aronoiayynu, HoTpeOHOCTH B
UMUDKMEHKEPCKUE YCITYTH, M00BH (MPUHAIICKHOCTH KOMY-JIH00),
XYZI0KECTBEHHO-0()OpPMUTENBCKUE noTpeOHOCTh B YBaXKEHUH, TIOTPEOHOCTH B
YCIIYTH — 3TO 00J1acTh CEpBHCa B: caMopean3aiuu (CaMOyTBEPKIACHUH);
2). Uepapxus motpeOGHOCTEH B)LIeHHOCTHO-OPUEHTALIMOHHOMN AESTEIBbHOCTH;
MIPEJICTAET B BUJIE JIECTHULIBI U3 MSATU
CTYyIICHEN:
3)JIokanbHOE IPOCTPAHCTBO, IAE B)KOHTaKTHas 30Ha;




WCIIOJIHUTEIIb YCITYTH
B3aMMOJICHCTBYET C MOTPEeOUTENEM,

3TO:

13. YcTaHOBUTE COOTBETCTBHUE:

VY CTaHOBUTE COOTBETCTBUE:

(1B, 2B, 3A)
1) B yem 3akiro4aercs HECOXPAHIEMOCTh A)AeSITeNEHOCTD UCTIOHUTEIS TPU
YCIIYT: HEIIOCPEICTBEHHOM KOHTAKTE C

NOTpeOUTEIEM YCIYTH;

2) OTIHYUTEIbHBIMA OCOOEHHOCTIMHU yciayr B)OHI/I BO MHOI'OM 3aBHUCIAT OT KBaJ'II/I(1)I/IKaI_[I/II/I
SABIIAKOTCA: pa6OTHI/IKa, €ro MHANBUAY AJIbHO-JIMYHOCTHBIX
YCpT U HACTPOCHMUA.

3) O6cmyx’UBaHUE 3TO: B)Heocs13aeMOoCTh YCIIyT;

14 YcTranoBuTE COOTBETCTBHUE:

(1b,2A,3B)
)
1)CepBuc — 370: A)MHXUHUPHUHT, 00CTyKUBaHHUE
000py1I0BaHUs, TU3UHT;
2) IIpon3BOJICTBEHHBIE YCIYTH — JTO: B)3T0 0cOOBIi BU]T YeTTOBEUECKON

NesITeIbHOCTH, KOTOPBIH HampaBiieH Ha
yI0BJIETBOPEHHUE MOTPEOHOCTEN KIIMEHTa
IyTEM OKa3aHHUs yCIIyT

3) Ycayru no peructpauyu TpaHCHOPTHBIX B)rocyiapCTBEHHBIMU;
CPEJICTB SIBISIIOTCSL:




Cao:xuble (3 ypoBeHb)

15 YcranoBuTe COOTBETCTBHUE:

(1B, 2A,3b)
1). KoHrtakTHas 30Ha — 3TO A)xkaioo0a.
2)Y CTHOE UJIU ITMCbMEHHOE BBIPAXKEHHUE Bb)B caMOBBIpa:KEHUH;

NPETEH3U MOTPEOUTENIS IO TIOBOTY
00CITy>)KMBaHUS — 3TO:

3) ConmanbHble MOTPEOHOCTH 3TO B)OIPE/ICIIEHHOE MECTO KOHTaKTa KJIIMEHTA U
MOTPEOHOCTH B: COTPYJIHUKA CEPBUCHOMU CEpBHI.

3amaHus OTKPHITOrO THIIA

3amaHusa HA JONOJTHEHHE

Hanuwume nponyujeHroe Cjloeo.

IIpoctsie (1 ypoBeHs)

16.Taxoii BUJ yciayru, KOTOPbII HE JaeT KJIIMEHTY MpaBa COOCTBEHHOCTH Ha YTO-IH00
Ha3bIBAETCS (cepBHuc)

17 HIupoxo pacrpoCTpaHEHHbIH BUJ 1EATETbHOCTH, KOTOPbIM HCTOPHUYECKU 00YCIIOBIIEH
poleccaMy caMoo0eceyeHrs U POACTBEHHON B3aUMOIIOMOIIIN, KOTOPBIA OPraHUYHO BIHMCAJICS B
OTHOILIEHHS PpIHOYHOT'O OOMEHA Ha3bIBAETCs (cepBHCHAs 1eSITEIbHOCTD)

18 OTHomeHne MeX 1y MPOIaBIIOM U MOKyHaTelleM, KOTOPOE PacTSIHYTO BO BpeMEH!
Ha3bIBACTCS (o0cay:KuUBaHME)

CpenHe-ci10:kHbIe (2 yPOBEHB)

19.Mecro npeaocTaBiIeHHs YCIYT, T/ie PA0OTHHUK CEpBUCA B3aUMOJCUCTBYET C KIIMEHTAMHU
HA3bIBACTCS (KOHTaKTHAasi 30HA)

20.Pe3ynbTaT HEMOCPEICTBEHHOTO B3aUMOCHCTBUS MOTPEOUTENS U IPOU3BOJUTENS UITH
COOCTBEHHAs I€ATEIbHOCTD IPOU3BOJUTEIS 110 YAOBIETBOPEHHIO TOTPEOHOCTEN OTpeduTenen
Ha3bIBACTCS (ycayra)

21.HeB03MOXHOCTH MPOJIEMOHCTPUPOBATD, TIONIPOOOBATH, TPAHCIIOPTUPOBATH, XPAHUTh, U3yUaTh
U T.J. yCIYTY 0 MOMEHTA €€ MOJyYeHHsI WM MOTPEeOIeHUs Ha3bIBACTCs (Heocs32eMOCTh)



22. Tlpequpustie, OpraHUu3alus Wid MPeANPUHIMATEb, OKA3bIBAIOLIKE YCIYTY ITOTPEOUTEIO
Ha3bIBaeTcs (MCIIOJIHUTEJIb)
23. I'paxxgaHuH, MOJTy4arolui, 3aKa3bIBAIOIINHI JTH0O0 UMEIOIINN HaMEepEeHUE MOIYYUTh WU
3aKa3aTh YCIYTH ISl JIMYHBIX HYXJ Ha3bIBACTCH (moTpeduTeEND)

24.COBOKYIHOCTb MOJIE3HBIX CBOWCTB yCIyTH, HETIOCPEICTBEHHO HAMIPABJICHHBIX HA YJIOB-
JIETBOPEHHE TOW WJIM MHOU MOTPEOHOCTH YelIOBEeKa Ha3bIBACTCS (moJie3HbIi 3PPeKT 0T

YCJIIYyIH)

25.BoccranoBienue (M3MEHEHHE, COXPaHEHUE) MOTPEOUTENECKUX CBOMCTB TOBApa, CO3JaHHE O
3aKka3zy HOBOTO W3IEIHs, IIEPEMEICHNE, CO3/IaHHUE YCIIOBHI TOTpeOIeHus, 00eceueHnEe Uil
MOIJIEpIKAaHUE 370POBbS, TyXOBHOE WIH (PU3MUECKOE pa3BUTHE TUIHOCTH, MOBBIIICHUE
npodecCHOHATBHOTO MacTepCTBA HA3bIBACTCS (pe3yabTaT yCayru)

26. AOcTpakTHas, TeOopeTHYecKas MOJieJb TOTO WM HHOTO BHUAA CEPBUCHON NEATEIbHOCTU
Ha3bIBACTCS (upeasibHas ycJyra)

27. KoHKpeTHbIe MaTepHaIbHbBIE ICHCTBUSA, HAIPABICHHBIE HA YIOBICTBOPEHUE TIOTPEOHOCTEH
oTpeOuTeNs HA3bIBAETCS (peanbHas yciayra)

28. Ycnyru, yAOBIETBOPAIONINE MAaTepUAIBbHBIE TOTPEOHOCTH JTIOACH
HA3bIBAIOTCH (MaTepuaJibHbIE YCJIYTH)

.Ciio:xxHbIe (3 ypoBeHb)

29.Yciyru, yAOBJIETBOPAIOLIME JyXOBHBIE, HHTEIUIEKTyallbHble TOTPEOHOCTH Joed U
NONJEP)KUBAIOIME MX HOPMAIbHYIO JKU3HEAESITEIbHOCTh Ha3bIBAIOTCA (couuaabHO-
KYJbTYpPHBIE YCJIYTH)

30. CoBOKYNHOCTh MpEeNNpUATUH, OpraHM3aluil U (U3NYECKUX JUI[, OKa3bIBAIOLUINX YCIyTH
HACEJICHUIO Ha3bIBAETCS (chepa oOciTy:KHBAHMS HACETCHUS)

Kioun orBeToB

Ne | Homep u BapuaHT 16 | cepsuc

TeC | MPaBUJIbLHOIO

TOB | OTBeTA

BIX

3a

aHu

i

1 B)nesiTteqibHOCTD, 17 | cepBuCHas NeATETLHOCTh
NOTpeOHOCTH U
yeayra.

2 B)uennoctHo- 18 o0OcyXKuBaHUE
OpPHEHTAIlMOHHAS.




A)OpoHupoBaHue
HOMEpPOB;

B)opranusanuro
KOH(pepeHuii,
BBICTABOK,
1eperoBopos,
o01eHust B
NurepHere;

B)o01ecTBeHHbIE
CTPYKTYPbI: MOJ
HTHYECKHE
NMapTHH.

B)onu Bo MHOTOM
3aBHUCAT OT
KBAJIH(PUKAIUAA
paboTHHMKA, €ro
HHIMBHUAYAJIBHO-
JIMYHOCTHBIX
YyepT u
HACTPOEHMUSI.

B)moTuBanusi.

b)Hecoxpansiemoc
Th YCJIYT;

A)omnpeneseHHbII
cnocod
NpeaocTaBjaeHus
YCJIYT 3aKa34YHMKY;

10

A)aKTMBHOCTH
Jroaen,
BCTYNAKIIMX B
cneuuduyeckue
B3auUMO/IeliCTBUA
10 peanu3auuu
0011eCTBEHHBIX,
TPyNIoOBbIX U
UHIMBHIYAJIbHBIX

YCJIyT;

11

(1B, 2A,3B)

12

(1B,2A,3B)

13

(1B, 2A,3B)

14

( 1B, 2B,
3A)

15

(1B, 2B, 3A)

19 | xoHTaKkTHas 30Ha

20 ycayra

21 HeoCsI32eMOCTh

22 UCIIOJIHUTEb

23 | notpedbuTeNh

24 | (moJie3Hblii 3pdeKT 0T yCJayrun)
25 | pe3ynbrar yciayru

26 | maeanbHas yciyra

27 | peampHas yciayra

28 MaTepuajJbHble YCJIYTH

29 | couMaJbHO-KYJbTYPHbIE YCJIYTH)
30 (cdepa 00cTy’)KMBAHUSI HACETICHHSA)




