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1. OBIIASI XAPAKTEPUCTHUKA PABOYEN TPOT'PAMMBI YUEBHOM

JUCHUIINHBI

1.1. MecTo AucuMILINHBI B CTPYKTYpPe OCHOBHOM 00pa30BaTe/IbHOM NPOrPaMMBbI:
VYuebnast aucuuruinHa «CepBHCHAsi JEATENbHOCTh B TYpU3ME M TOCTEIPUMMCTBE»

ABIIIETCSL 00s3aTeNIbHOI YacThi0 00IIenpodeccnOHANEHOTO IIUKIa OCHOBHOW 00pa3oBaTeilbHON
nporpammbel B cootBeTcTBUM ¢ DPI'OC CIIO mno cnemuansHoctu 43.02.16 Typusm wu
FOCTENPUUMCTBO.

Ocoboe 3HaYeHUE JUCIUITINHA uMeeT npu GpopmupoBanuu u pazsutuu OK 01-02, OK 04-

05, OK 09

1.2. llesb ¥ mJIaHUpPYyeMble Pe3yJbTAThl 0CBOEHUS THCIHHUIINHBI:
B pamkax mnporpamMMmbl y4eOHOW IUCHHUILIUHBI OOYYaIOIIMMUCS OCBAUBAIOTCS YMEHUS

U 3HaHUSA
Kon YMeHus 3HaHUsA
1K, OK
OK 01-02, OPOBOIUTH  TOUCK B pAa3IMYHBIX | HICTOPUM H TEOpUH B cdepe
OK 04-05, MIOMCKOBBIX CUCTEMAX; TypU3Ma U TOCTEIPUUMCTBA,
OK 09 MCIIOJIB30BaTh PA3JIMYHbIC BUIBI YUEOHBIX | KJacCH(UKAIUNA YCIYT U CEPBUCA;

W3TaHUI;

OPUMEHATh METOJMKH CaMOCTOSATENbHOM
paboTel ¢ yueToM
U3y4aeMoll TUCIMIIIINHEI,

ocob0eHHoCTEH

OTUCBHIBATh METObl MOHHUTOPHHIA pPbIHKA
YCIyT;

BOCITPOM3BOIUTH TPaBUiia OOCITYKUBAHUS
norpedureneit yciyr

METO/IOB MOHHTOPWHTA  pBIHKA
yCIyr;
paBuI 00CITy’)KNBaHUS

notpeduTenei yciyr.




2. CTPYKTYPA U COJAEP)KAHUE ITPOT' PAMMBI YYEBHOM TV CHUILIVHBI

2.1. O0beM yueOHOI JMCHUIIIMHBI M BUABI Y4e0HOH padoThl

Buj yueOHoi1 padoThI O0bem B yacax
O0Bem 00pa3oBaTeJIbHOM MPOrPpaMMbI Y4e€OHOM TUCIATIIIHHbI 81
BT. U..
TEOpeTUIeCcKoe 00ydeHne 38
IIPaAKTUYECKUE 3aHATUS 41
[IpomexyTouHAasl aTTEeCTALMSA 2




2.2. TemaTn4eckuii IJIaH U CO/iepKaHNe Y4eOHOH AU CHMIIINHBI

Koasl
KOMIIeTeHIH I 1
Oo0beMm, akan. 4 /
JMYHOCTHBIX
B TOM 4YHcJje B
e3yJIbTATOB
HaumeHnoBanue dopme pesy ’
Conep:xkanue y4ye0HOro MaTtepuasa u (pOpMbl OPraHU3aANUM JAeSITeJIbHOCTH 00y4a0IIMXCS . | bopmupoBanuio
pa3/iesioB M TeM NPaKTHYeCKOM
KOTOPBIX
NMOAT0TOBKH,
Crocoo0cTByeT
akaja 4
JJ1eMEeHT
NMPOrpaMMmblI
1 2 3 4
Pa3nen 1. TeopeTnueckue 0OCHOBBI CEPBHCHOM J1eSITEJILHOCTH 36/18
Tema 1.1. OcHoBbl | Conepxxanue y4eOHOr0 MaTepuasa 18 OK 01-02,
TEOPHH yCJIYr [lonstue ycmyru. CpoiicTBa yciayru. TuIbl yciyr: IpOU3BOJCTBEHHBIE, PacIpeIeIUTEIbHbBIE, OK 04-05,
npodeccuoHalbHbIe, TOTPEOUTENbCKIE, 00mecTBeHHbIe. Kiaccuukanus ycayr mo mpUHIUIAM: OK 09
BCIIECTBEHHOCTH  WJM  HEBEIIECTBEHHOCTH,  MaTepHajbHblE M  HEMaTepHajbHBIC,
CTaHJAPTHU3UPOBAaHHbIE W  TBOPYECKUE, IPOU3BOACTBEHHBbIE M  HENPOM3BOJCTBEHHBIE,
KOMMEpYECKHe U HEKOMMEpYecKHe, YHCThle U CMEIIaHHble, WJeallbHble U pealbHBbIE, 10
JIETUTUMHBIE U HEJIETUTUMHBIE, TUYHOCTHBIE ¥ O€3JTUYHBIE, IPOCThIE U CIOXKHBIE U T.J. YCIYTH B
COBPEMEHHOM SKOHOMHKE M UX OCOOCHHOCTH KaK TOBapa. PBIHOK yciayr M ero ocoOEHHOCTH.
[loxynarensckuil puck B cdepe yciayr. MapkeTuHroBas cpena HpPEIUIpPUSTHS CEpBHCA.
CerMeHTHpOBaHHE PBIHKA YCITYT.
B ToM uHciie IPaAaKTHYECKUX U JIA00PATOPHBIX 3aHATHI 8
XapaKkTeprcTUKa OCHOBHBIX MOKa3aTesaen yciayr 8
Tema 1.2. | Conep:kanue yueOHOro MaTepuaJjia 18 OK 01-02,
CymnocTn CepBuc kak aesaTenbHOCTh. OCHOBHBIE 3a7laull COBPEMEHHOTO CEpBHCA: KOHCYJIBTHPOBAHHE, OK 04-05,
CHCTEeMBbI CepBHCa MO/rOTOBKA MEpCOHAaja U IMOKYIarens, nepegadya HeoOXOAUMON TEeXHUYECKOW JTOKYMEHTAllUH, OK 09
JOCTaBKa W3JIENWs, TpPUBEICHWE W3JIeNus B pabdodyee COCTOSHHE, OIlEepaTWBHAS ITOCTaBKa 3

3amacHbIX 4YacTted, cOop W cucremaruzanus uHpopmanuu, GOPMUPOBAHHE MOCTOSHHOM

KIIMCHTYPBI pPBIHKA. BI/I}IBI CepBI/ICHOI\/’I JCATCIIBHOCTH. OcHOBHBIE BUBI: TeXHI/I'—IeCKI/II\/'I,

TEXHOJIOTUYECKUH, HH(POPMAIIMOHHO-KOMMYHUKATUBHBIM, TPAHCIOPTHBIH, TI'yMaHUTAPHBIM.




Knaccugukanus cepBuca: 1O BpPEMEHH €ro OCYIIECTBICHHUS, IO COJIEpKaHHIO padoT, IO
HaIPaBJIEHHOCTH YCIIYT, IO CTENIEHU aJlaliTallui K NOTpeOUuTeNsIM, 1o MaciuTady u T.1. OCHOBHBIE
MOAXOJbl K OCYIIECTBJICHUIO cepBHUca. TEHIEHIMM COBPEMEHHOIo cepBuca. [IpuHIumIbI
COBPEMEHHOI'O CEpBHCA.

B ToM 4nci/ie npaKTHYeCKHX U JIA00PATOPHBIX 3aHATHIA 10
XapakTepucTrKa KiacCu(pUKaIMU TOTPeOHOCTEH B yciyrax 10
Paznen 2. Opranusanus cepBUCHOM 1eSITeJIbHOCTH 43/23
Tema 2.1. | Copepxxanue yueOHOI0 MaTepuaa 21
IIpenocraBienne OCHOBHBIE XapaKTEPUCTUKH MAaTEPHAIBHBIX W COLMAIBHO-KYJIBTYpHBIX yciyr. Crnennguka OK 01-02,
OCHOBHBIX  BH/OB | IPEJJOCTABJICHUS YCIYI: IOMELIeHHe, 000pyJOBaHUE, MEPCOHA, OpraHU3alMs O0CTyKUBaHUS, OK 04-05,
YCJIyT. @®opMbl, | OCHOBHBIE 3Tallbl UCHOJIHEHUS yCiIyr. TpeOoBaHMs O MPEIOCTABIECHUIO YCIYT: 0053aTelbHOCTh OK 09
METOAbI, NPaBHJIA | IPEUIOKEHUs, HE00A3aTeIbHOCTh UCIOIb30BAHUS KIMEHTOM, 3JIaCTUYHOCTh CEpBHCA, YJ0OCTBO
00C/Ty)KUBAHUS cepBuca, UH(OpPMAIMOHHAsT OT/Aa4ya CEepBHCA, pa3yMHas II€HOBas IOJMTHKA, TapaHTUPOBAHHOE
norpedouTesei. COOTBETCTBHE MTPOU3BOICTBA CEPBUCY.
KauectBO Cepsuc kak motpeOHOCTh. Poib cepBrca B yI0BIETBOPEHUH TOTPEOHOCTEH YeioBeKa.
CepPBHCHBIX @a3pl BbIOOpa MOTPEOUTENSIMH TOBApPOB W YCIYT: Iiefb, NPUHSATHE pEIICHUs, IEHCTBHS,
yCayr YIIOBJIETBOPEHHE MOTPEOHOCTH.
@®opmMbl U MeTo/bl OOCIyXHBaHUS ToTpedutTeneil. Popmbl: 0OCHyX)HBaHHE NOTpeOUTENEeH B
CTAallMOHAPHBIX YCIIOBUSX, OOCIyXKMBaHUE MOTpeOuTeNneil ¢ BbIE3AOM Ha JIOM, OECKOHTAKTHOE
OOCITy’)KMBaHHE 110 MECTy JKUTENbCTBA MOTpeOUTENs, OOCIyKMBAaHHE C HCIOJIb30BAaHUEM 10

OOMEHHBIX (OHIOB TOBapoB. MeToapl: O00CIyXHMBaHHE CHEIMAJIMCTOM 10 CEpBUCY,
caMOOOCTy>KUBaHHUE, IKCIIPECC-00CTY)KUBAHHUE H T.]I.

OO6cnyxuBanue mnoTpebuTesneid B KOHTakTHOW 30HE. [loHSATHE «KOHTAKTHOW  30HBI».
CooTBeTCTBHE KOHTAKTHOW 30HBI XapakTepy W COJNEPKAHUIO CEPBUCHOM JIEATEIBHOCTH;
TEXHUYECKas OCHAILEHHOCTb; IOMEIleHus; o0pa3lpl W3/eIHil; ONMUCaHHe YCIYT; CTOMMOCTh
YCIIYT.

IToka3zarenu nmpodeccnOHaIBLHOTO YPOBHS IepcOHana B KOHTakTHOH 30He. [IpodeccuonanbHble
KayecTBa COTPYJHHMKA: HE MPUYMHATH IOTPEOUTENI0 YCIyru HeyaoOcTBa 0e3 KpaiiHei
HE00XO0AMMOCTH, HE JIOIMyCKaTh BOBHUKHOBEHHUS Y HETO OOJIE3HEHHBIX MJIM HETTPUSTHBIX
OLIYIIEHUH, OBITh 00XOIUTENbHBIM, JII00e3HbIM. KybTypa cepBuca.

[IpaBuna oGcnyxuBanust norpedureneii. CucreMa 3aKOHOJATENIbHO-TIPABOBBIX, HOPMATHUBHBIX,

6




TEXHUYECKUX TOKYMEHTOB IO PEryJIMPOBAaHUIO OTHOUICHUH MEXIY UCIIOTHUTEIIMH

YCIYT ¥ HOTPEOUTEISIMH, YCTAaHOBJICHUIO MTPABUII KOHKYPEHTHOH OOpHObI, OTPAaHUYCHUIO PUCKOB.
JloroBop Kak OCHOBaHUE JJIsl OKa3aHus yciyr norpedurento. Pacropkenue norosopa.
OTBeTCTBEHHOCTh CTOPOH. Bo3memienue yosiTkoB. Hemocratku okazanHoi ycmyru. [Iporeaypa
OILIaThI YCIYTH.

KauectBo ycnmyru. KadectBo oOcmyxuBanus. Cucrema mokasaTeneid yciayr: Ha3HAuYeHUS,
0€30MMacHOCTH, HaJIe)KHOCTH, COIIMAIbHOTO HA3HAYEHUSI YCIYT, 3CTeTHYEeCKUe, NHPOPMATUBHOCTH
yciyr, mnpodeccuoHanu3Ma 1nepcoHana. OCHOBHBIE — XapaKTEPUCTHKH  KaueCTBEHHOCTHU:
CBOEBPEMEHHOCTh,  CKOpPOCTb, = KOM(OpPTHOCTb,  JTHKA,  OCTETHKA,  KOMIUIEKCHOCTb,
MH(POPMATUBHOCT, JAOCTOBEPHOCTH, JOCTYIMHOCTh, O€30MaCHOCTh, JKOJOTUYHOCTH M T.H. (IO
[IPUMEHEHHIO).

KonTpons kauectBa yciayr. Cuctema KOHTpOJIS KauecTBa. MeTo bl KOHTPOJIS: LIE€TU

MIPUMEHEHUS], (PU3UKO-CTATUCTUUECKHE MPU3HAKU U TMPOLEAyphl, (POpMHUpOBAHUE PE3YTHTATOB.
HopmatusHo-nipaBoBas 6aza: @3, I[IpaBuna, cuctema 'OCTos.

B ToM umciie npaKTHYECKHUX U JIA00PATOPHBIX 3aHSITHIA 11
YTOo4YHEHNE XapaKTEPUCTHK U CIICIU(PHUKH MTPEIOCTABICHUE PA3IMYHBIX YCIYT )
Onpenenenre KayecTBa CEPBUCHBIX yCIyT 6
Tema 2.2. | Conep:xkanue y4ueOHOr0 MaTepuasia 22
OcymecrBienue ConnanbHO-KyIbTypHBIE yCIyTrd. TypUCTHUECKHE YyCIyrd. OKCKYpCHOHHBIE YCIyru. Buubl OK 01-02,
yeayr TypoB. BuIbl TYpUCTCKOrO cepBHCa: BHYTPEHHHUH, BBE3JHOW, BBIC3IHOM, CaMOIECATEIbHBIN OK 04-05,
Typu3M. Buzpl cepBUCHON IEATENBHOCTHU: YCIYTH TYpOIEpaTopa, yCIyru TypareHTa, yCIyru Ipu 10 OK 09
CaMOJESTEIbHOM TYPHU3ME, SKCKYPCUOHHBIE YCIIYTH, YCIYTH TPEIIPUITUS TUTAaHUSI.
Kommnekc ycnyr. JlonmoaHUTENbHBIE YCIYTH.
B ToM yuciie MpakTHYeCKUX U JIA00PATOPHBIX 3aHATHI 12
Typucrckue, SKCKypCHOHHBIE, TOCTMHHYHBIE YCIYTM U YCIYTH MPEANPUATHS IUTAHMSL. 12
dopmMupoBaHUEe U POIBUKEHNE HOBBIX YCIYT B cdepe Typu3Ma U roOCTEIPUUMCTBA
IIpomexyTouynas arrecranms (AuddepeHIMPOBAHHBIN 3a4eT) 2
Bceero: 81




3. YCJIOBUS PEAJIU3AIIMU TPOTPAMMBI YUEBHOM TV CHUILIMHBI

3.1. Jlas peanu3anmuM NpOrpaMMbl y4eOHOW JUCHHMILUIMHBI MPEIyCMOTPEHBI
cieayiolue crnenuajbHble IOMeIeHus

Kabuner obmenpodeccnoHaabHbIX JUCIUTUINH

— aBTOMaTH3UPOBAHHOE pabouee MECTO MPEIo1aBaTels;

— HaOOpHI IJIAKATOB;

— paboune MecTa 00yJaroIINUXCs;

— DJIEKTPOHHBIE CPEJICTBA OOYYCHHS/MHTCPAKTUBHBIE MOCOOWs / OHNAWH Kypchl (1O
MPEeIMETHOM 00JIaCTH);

— KOMIUIEKT y4eOHO-METOAMUYECKUX MaTEPHAJIOB Uil O0YJArOIIUXCS U MPETOAaBATES.

3.2. UuopmanoHHOe o0ecniedeHre peajn3aluu NporpaMmbl

3.2.1. OcHOBHBbIE NeYaTHbIE H JIEKTPOHHbIE U3TAHUS

1. Bpaxunukos, M. A. CepBucosorus : yueOHoe nocodue 1yist By3oB / M. A. bpakHUKOB.
— 2-¢ u3n., ucnp. u gon. — MockBa : MznmarensctBo IOpaiit, 2021. — 144 c¢. — (Boicmee
obOpazoBanue). — ISBN 978-5-534-13343-1. — Tekct : snexrponnsiii // ObC Kpaiit [caiiT]. —
URL.: https://urait.ru/bcode/476975

2. XwupatkoBa, XK. B. OCHOBBI 3KCKYPCHOHHOH NESATEIHHOCTH : YUCOHUK M MPAKTHKYM
Uit cpearero npodeccuonanbroro odpasosanus / K. B. XXupartkosa, T. B. Paccoxuna, X. ®.
OumnoBa. — MockBa : UsmarenmbcerBo [Opaiit, 2021. — 189 c. — (IlpodeccronanpHOe
obpazoBanme). — ISBN 978-5-534-13031-7. — Tekct : anexrponssiii // ObC KOpa#T [caliT]. —
URL.: https://urait.ru/bcode/476413

3. MUrnareesa, M. ®. Opranuzanus TypuCTCKOM A€ATENbHOCTHU : Y4eOHUK Ui By30B / .
®. UrnarbeBa. — 2-e u3a., nepepad. u gon. — Mocksa : M3narensctBo FOpaiit, 2021. — 392 c. —
(Beicuiee obpasoBanue). — ISBN 978-5-534-13873-3. — Tekcr : anekrponnsiii // DBC FOpaiit
[caitT]. — URL: https://urait.ru/bcode/470587

4. Pamennuk, [{. M. [IcuxonnarHocTuka B COIMATBHO-KYJIBTYPHOM CEPBUCE U TYPU3ME :
yaeOHOoe mocobue st cpenHero npodeccuoHanbHoro oopazosanus / J[. M. Pamenauk, O. B.
OpunIoBa. — 2-¢ W3., nepepad. u gom. — Mocksa : M3nmatenscrBo FOpaiit, 2021. — 212 ¢. —
(ITpoeccronansHoe oopazoBanue). — ISBN 978-5-534-10855-2. — Tekcr : anexTponHsIit / DBC
FOpaiir [caiiT]. — URL: https://urait.ru/bcode/475383

3.2.2. IonoJTHUTEIbHbIE HCTOYHUKHU

1. Anocoga, T. I'. Texnonoruu komdopra : yauednoe nmocodbue mis CIIO / T. I'. Arocona,
XK. TanueB. — 2-¢ m3n. — CaparoB, ExarepunOypr : IIpodoOpazoBanue, VYpaabCKuii
denepanpublii yHEBepcuTeT, 2019. — 71 ¢. — ISBN 978-5-4488-0407-6, 978-5-7996-2813-0. —
Tekct : aneKTpoHHBIA // DNEKTPOHHBIH pecypc mubpoBoil oOpazoBaTenbHOU cpeasl CIIO
PROFo0pasoBanue : [caiit]. — URL: https://profspo.ru/books/87883



4. KOHTPO.JIb U OLIEHKA PE3YJIbTATOB OCBOEHMSI
YYEBHOM JUCLUAILIUHBI

PesyabTaTnl 00yueHus

Kpurepun ouenku

MeToabl OLIEHKH

Ilepeuenb 3Hanu, | Onucanme METOI0B
OCBaMBaEMbIX B pamMKax | MOHUTOPUHTA PhIHKA YCIIYT;
JUCIUITAHBL: MpaBmII o0ciyKUBaHUE
3HAaHME WCTOPUU U TCOPHH B | MOTPeOUTENCH.

chepe Typu3Ma

Y TOCTENPUHMCTBA,

3HaHUE Kiaccu(uKauuil yciayr

U CEpBUCA;

3HaHHWE METOJ0B MOHUTOPHHTA

pBIHKA YCIIYT;

3HAaHWE MPaBUI OOCITY>KHBAHUS

noTpeduTeneit yciyr.

Ilepeuenb ymeHul, | Onucanue METOIOB
OCBaMBaEMBbIX B paMKax | MOHUTOPUHTA PhIHKA YCIIYT;
JUCITUTLIAHBI Bocnpoussenenue MpaBUII
YMEHHE OIUCHIBATh METOJIbI | OOCITy)KHUBaHHE

MOHUTOPHUHIA PbIHKA YCIIYT; noTpeduTenei;

yMEHUue BocpousBoauTh | [logbop HOPMAaTHBHO-
npaBuIIa 00CITyKMBaHUS | TPABOBBIX TOKYMEHTOB

noTpeduTenet ycnyr;
YMCHHUE IIOMCKa W NPHUMCHCHUSA
IMPaBOBbIX TOKYMCHTOB.

Tekyimuii KOHTPOJIb:

- TECTUPOBAHUE;

- YCTHBIH OIpOC;

- OLIEHKA MOJIrOTOBJIEHHBIX
00y4JarImuMucs
COOOIIIEHHI,
JIOKJIaJI0B,
MYJIbTUMETHIHHBIX

acce,
Mpe3CHTALH .
DKcrepTHas OIIEHKa

BBITIOJHEHUSI MPAKTUYECKUX
3aJIaHUM.




