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1.

Ilepevyens MUIAHMPYEMBbIX Pe3yJIbTATOB 00YUYeHHs 110 JUCHUIINHE,
COOTHECEHHBIX C IVIAHMPYEMBbIMHU pe3yJIbTaTaMH 0CBOCHHS 00pa30BaTeIbHOM
NPOrpamMMmblI

Hucunminaa B1.0.02.05 OcCHOBBI CEpBUCHOUN JIESITEIBHOCTH OOECIICUUBAET
dbopmupoBaHre y 00YUYaIOIIUXCS CASAYIOMUX TPO(hEeCCHOHATBFHBIX KOMITCTCHITHA:

OTO/TD Kox |HammenoBan Kon HaumenoBa | O0pa3oBaTe/ibHbIN pe3yJbTar
" KoMIere ue MHIUKATOPA HUE
PEKBU3HUT HIHMHA |KOMIETEHUH | JOCTHKEHHMS | HHAUKATOpa
bl [1C " KOMIIETEeHUH | JOCTHKEHUS
(npu i KOMIIeTeHIU
Hanuyuu) i
- OIIK-1. |Cmocoben OIlK-1.2. Hemonctpupy |OITK-1.2. 3-6
pemars eT 3Haert TpeOOBaHUS K KOPPEKTHOM
npodeccuoHan KOPPEKTHYI0  |IIOCTaHOBKE MPO(eCCHOHATBHBIX
BHBIE 33]1a4H IIOCTAaHOBKY  [3a[a4 B CEPBHCHOM AEATENBHOCTH
Ha OCHOBE npodeccuona | (1enb, 00BEKT 00CTy)KUBAHHUS,
3HaHW (Ha JBHBIX 337124, |CTaHAApThI Ka4ecTBa,
MIPOMEKYTOUH HCIIOIB3YS OrpaHUYEHUS]); COAEPIKAHHIE
OM ypOBHE) KaTeropualibH |KaTerOpHalbHOTO anmnapara
3KOHOMHMYECKO bl anmapar SKOHOMUYECKOU, OpraHU3allHOHHOU
u, SKOHOMUYECK |H YIPaBICHYECKOU TEOpUH B
OpraHHu3aloH OH, KOHTEKCTE CepBHUCa
HOH U opranm3anuon [OIIK-1.2. V-6
YIIPABJIECHYECK HOM U YMeeT KOppeKTHO (hOPMYIIMPOBATH
0l Teopuu yhpaBlieHUYeCcK |MpodecCHOHAIbHbIE 3a0aull B
0i1 Teopuit cthepe cepBrca, UCTIONB3YA
MOHATUIHBIN anmnapar
9KOHOMHYECKOW, OPraHU3al[MIOHHON
Y yHpaBIEHYECKOH TEOPHil;
BBIJIETISITH B 3a/1a4€ LIENb
00CITy>)KUBaHHS, YCIIOBHS OKa3aHUs
YCIIyTH, KPUTEPHH KaueCTBa
CepBHCA U OXKHUTAEMbIE PE3YIIbTAThI

2. O0beM 1 MeCTO JUCHMILIMHBI (MOYJIS]) B CTPYKTYpPe 00pa3oBaTeibHOM

NporpaMMmbl

OO0mumii 00beM TUCIUTIITUHBI

4,00 3.e., 144 ax.uac

KonrtakTtHas paboTta oOyyaromuxcsi ¢ MpenojaBareieM MO BHAaM Y4eOHbIX
3aHATHI: 87 ak. 4ac Ha KOHTAKTHYIO pa0doTy ¢ mpernojaBareneM, u3 Hux 36 ak.qac
30 ak.
CaMOCTOSITENIbHYIO paboTy oOyuarommxcs 9 ak.4ac.,Ha KOHCYJIbTAIUUA TEpe.

Ha Jekuud ©u 36 ak.yaC Ha MPAKTUYECKUE 3aHATHS. yac, Ha

SK3aMEHOM 2 aKk.4aC, KOHTaKTHas1 pa60Ta Ha aTTeCTallMi0 B IICPHOL

’K3aMEHALMOHHBIX ceccui 13 ak.dac,Ha caMOCTOsITeNbHas paboTa Ha MOATOTOBKY
K 3K3aMeHy 18 ak.yac,



b1.0.02.05 OcHOBBI CepBUCHOM JEATEIBHOCTH pPean3yercs Ha 2-0M Kypce B
3-M ceMecTpe ToCIie U3YUSHUS UCITUTUINH:

-O01mMii MEHETKMEHT

-Metozsl cOopa 1 aHanKM3a yrnpaBlieHYeCKON HHOpMAITUN



3. Conepxxanne U CTPYKTYpPa AMCUHUILIMHBI (MOXYJIA)

3.1. CTpyKTypa AUCHUIUIMHBI (MOJTYJISI)
Ounas ¢hopma obyuenus

Nen/m | HaumeHoBaHue O0beM IMCHMIIMHBI, AK.YAC ®opma
TeM U (HJIH) BCEI'O KonTakTHasi padora 00y4armmxcs CamocrosiTesibHast TeKyLIero
pasziesos ¢ IpenofasaTeieM 0 BUJAM Y4eOHbIX 3aHATHH pabora KOHTPOJIA
Ilepuoa TeopeTnyeckoro 00y4eHus Ilepuon ycneBaeMoCTH,
NPOMEKYTOYHOH MPOMEKYTOYHOM
aTTrecTaluu aTrecTauuu
(ceccun)
3ansaTus 3ansTusn UK | KCP | KD Kar | K | CPxp | CP3k Cp
JIEKIIMOHHOTI'0 CeMHHAPCKOro TIK | 0
THIIA THIIA H
JI BJ1 JIP 113 T
p
0
J
b
PA3JIEJI 1. TEOPETUYECKME OCHOBBI CEPBUCHOM JIESITEJIBHOCTU
Tema CymHocTs W 6 2 0 0 2 0 0 0 0 0 0 2 TectupoBanue,
1.1. coJiepKaHue KonTpoasHoe
CEpPBHUCHOI 3aJlaHue
JESITEIbHOCTH
Tema Ycmyra KaK 6 2 0 0 2 0 0 0 0 0 0 2 TectupoBanue,
1.2. SKOHOMUYECKas KontponbHoe
KaTeropusi: 3a/laHue
CBONCTBA u
KJ1accuukarms
Tema Ponp chepbl 6 2 0 0 2 0 0 0 0 0 0 2 TecTupoBanue,
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1.3. yCiIyr B KoHTtponbHOe
COBPEMEHHOM 3a7laHue
HYKOHOMUKE

Tema Hctopus 6 2 0 0 2 0 0 0 0 0 0 TectupoBanue,

14. pazBUTHS u KoHnTtponbHoe
HBOJIIOIUS 3aJjaHKe
CEpPBUCHOI
JeSATeIbHOCTH

PA3JIEJI 2. OPTAHU3AILIMS U TEXHOJIOT' MM CEPBUCHOM JNESTEJIBHOCTH

Tema Opranuzanus 6 2 0 0 2 0 0 0 0 0 0 TectupoBanue,

2.1, CEPBUCHOM KonTtponbHoe
JeSTeIbHOCTH 3aJaHue
Ha MPEANPHUITUN

Tema [Tpomecc 6 2 0 0 2 0 0 0 0 0 0 TecTupoBanue,

2.2. OKa3aHMs KontponbHoe
YCIIYTH: 3aJlaHKe
CTPYKTypa "

ATaIIbI

Tema TexHOMOTHH 6 2 0 0 2 0 0 0 0 0 0 TectupoBanwue,

2.3. 00CITy’)KUBaHUS KonTpoasHoe
KIINECHTOB 3aJIaHKe

Tema Cranpaptuzanu 6 2 0 0 2 0 0 0 0 0 0 TectupoBanue,

24.. s " KontponbHoe
pernameHTanus 3a/laHue
CEpPBHUCHOI
JeSITeIbHOCTH

Tema [udposuzarms 6 2 0 0 2 0 0 0 0 0 0 TectupoBanue,

2.5. U WHHOBALlUH B KontponbHoe
chepe ycayr 3a/1aHNe

PA3JIEJI 3. YIIPABJIEHUE KAYECTBOM M B3AUMOJIEMCTBMEM C TIOTPEEUTEJISIMUA

Tema KagectBo yciyr 6 2 0 0 2 0 0 0 0 0 0 TectupoBanue,

3.1. U METOJbl €ro KontponbHoe
OIICHKHU 3aJlaHue




Tema Ynpasnenue 6 2 0 0 2 0 0 0 0 0 0 2 TecTupoBanue,

3.2. KaueCTBOM KontponbHoe
CEpBUCHOM 3aJlaHKe
JESTeIbHOCTH

Tema IToBeneuue 5 2 0 0 2 0 0 0 0 0 0 1 TecTupoBanue,

3.3. norpeduTenei KonTtponsHoe
B cepe ycuyr 3aJlaHKe

Tema KommyHnukarm 5 2 0 0 2 0 0 0 0 0 0 1 TectupoBanue,

3.4. U U KyJIbTypa KoHnTtponbHoe
o0CITy KUBaHUS 3a/1aHNe
KITUCHTOB

Tema VYnpasnenue 5 2 0 0 0 0 0 0 0 0 1 TectupoBanue,

3.5. KOH(JIMKTaMHU U 2 KonTtponbHoe
xKaynobamu 3a/iaHue
KITUCHTOB

PA3JIEJ 4. YIIPABJIEHUE CEPBUCHOM JESATEJILHOCTBIO 1 PABBUTHUE BU3HECA

Tema VYnpasnenue 5 2 0 0 2 0 0 0 0 0 0 1 TectupoBanue,

4.1.. CEPBUCHBIM KontponbHoe
PENPUSTHEM 3aJlaHKe

Tema MapxkeTuHr 5 2 0 0 2 0 0 0 0 0 0 1 TectupoBanue,

4.2. yCIIyT KonTpoasHoe

3aJlaHKe

Tema DKOHOMHUYECKa 5 2 0 0 2 0 0 0 0 0 0 1 TectupoBanue,

4.3. o KontponbHoe
3¢ pexTUBHOCTH 3aJlaHue
CEpPBUCHOM
JESTEIbHOCTH

Tema Ilepconan B 5 2 0 0 0 0 0 0 0 0 1 TectupoBanue,

4.4, chepe  ycuyr: 2 KonTpoasHoe
ylpaBlieHUe U 3aaHKe
MOTHBAITHS

[IpomexxyTounas 2 13 9 18 DK3aMeH

aTTecTanus

Hroro | 144 36 0 0 36 0 0 2 13 9 18 30




Hcnonvzyemvle cokpawyenus:

JI - nexumu - 3aHATHS, TPEIyCMaTPUBAIOIIE TPEUMYILECTBEHHYIO Tepeaady yueOHoH nHpopmMannyu o0ydaromumMes e1arornyecKUMI paOOTHIKAMU OpTaHU3aluy U (WIIH) JHLAMH,
MPUBJICKAEMBIMH OpPTaHU3ALUEH K peaan3aliii 00pa30BaTEeIbHBIX IPOrPAMM Ha WHBIX YCIOBHSX,).

BJI - Buneo aexkmuu.

JIP - mabopaTtopHbie paboTEHI.

13 - mpakTIyeckue 3aHATHS (32 UCKIIIOYCHUEM JTA00paTOPHBIX PadoT).

UK - uHauBHyabHbIE KOHCYJIbTAlNH.

KCP - KOHTpOJIb CAMOCTOSITEIEHOM PaboThI

KD - koHCynbTAIMU IEpe 9K3aMEHOM

KatTak - kOHTaKTHas paboTa Ha aTTECTAIMIO B IIEPHO]] SK3aMEHAI[IOHHBIX CECCHUI

CPxp - camocTosiTesibHast paboTa Ha IIOATOTOBKY KypCOBOW pabOThl/ KypCcOBOT'O ITPOEKTA.

CPak - camocTosiTenbHast paboTa Ha HOATOTOBKY K K3aMEHY.

CP - camocrosiTenpHAs paboTa B CEMECTpe Ha MOATOTOBKY K yUeOHBIM 3aHATHSM.



3.2. CoaepxkaHue TUCIUILIUHBI

PA3JIEJI 1. TEOPETUYECKHUE OCHOBBI CEPBUCHOM
AEATEJBHOCTHA

Tema 1.1. CymHocTh W CcOAep:KaAHHE CEPBHCHOHM [1eAITEJbHOCTH
OIIK-1.2

PaccMaTpuBaroTcsi TEOpEeTHUECKHE MOJIXOJbl K OINPEAEICHUI0 CEPBUCHOU
NESTEIBHOCTH, €€ MECTO B CUCTEME OOILECTBEHHOTO IPOU3BOACTBA U IKOHOMUKHU
B 1IEJIOM. AHAJIU3UPYIOTCS OCHOBHBIE XapaKTEPUCTHUKU CEPBUCA, €TI0 OTIMYUS OT
MaTepUaIbHOIO MPOU3BOACTBA, a TaKXKe (PYHKIMH, BBIIOJIHAEMBIE B IpOIECCE
yIOBJIETBOPEHUS IOTPEOHOCTEN MOTPEOUTENEH.

Tema 1.2. Yeayra kKak JKOHOMHYECKAsi KAaTeropusi: CBOWCTBA M
kiaaccupuxanust OINK-1.2

N3yyaeTcs TOHATHE YCIYTH Kak CICMU(PUISCKOTO TPOAYKTa TPYIa,
packpbeiBaloTCa €€ KIIIOYEBBIE CBOMCTBA (HEOCA3a€MOCTh, HECOXPAHIEMOCTD,
HEOTAECIUMOCTh OT MCTOYHHWKA W BApUATHBHOCTH KadecTBa). PaccmaTpuBaroTcs
OCHOBHBIC TIOJIXOJIBI K KJTaCCU(HUKAIMK YCIIYT 1O Pa3IMIHbIM KpuTepusMm (chepa
NeSTeILHOCTH, CTENIEHb YYacTHsI MOTPEOUTENS, ypOBEHb CTAHIAPTU3AIUHU U JIP.).

Tema 1.3. Poanb cepbl yeayr B coBpemenHoii 3xkonomuke OIK-1.2

AHanmm3upyeTcss 3HadeHue cgepbl YCIyr B CTPYKType HAllMOHAJIBHOW H
MHUPOBOM SKOHOMHKH, €€ Bkiaa B BBII, 3aHATOCT M coluaibHOE pa3BUTHE.
PaccMaTtpuBaroTCsl  TEHIEHIIMM  pPOCTa  CEPBUCHOTO  CEKTOpa,  BIMSHUE
riio0anu3aiuu u Hu(ppoBU3alvKi Ha €ro pa3BUTHE.

Tema 1.4. UcTopusi pa3sBUTHA U IBOJIOIHUS CEPBUCHOM /1eATEJILHOCTH
OIIK-1.2

OcBemarorcs 3Tanbl CTAHOBJIEHUS U PA3BUTHSI CEPBUCHOM AEATEIBHOCTH OT
TPaJAMLIMOHHBIX (OPM OOCITYyKUBaHUS 10 COBPEMEHHBIX CEPBUCHBIX MOJENEH.
PaccmaTpuBaroTcss HM3MEHEHUSI B XapakTepe YCIyr I0J BIUSHUEM HAy4YHO-
TEXHUUYECKOTO Mporpecca U TpaHchopMauy NOTPeOUTENbCKUX MPEATOYTEHUHN.

PA3JIEJI 2. OPTAHU3AIIAA U TEXHOJIOT MU CEPBUCHOM
JAEATEJBHOCTHU

Tema 2.1. Opranu3anusi CepBUCHOI JeATEJbHOCTH HA NMPeANPUSITUH
OIIK-1.2

N3ydarorcss  opraHuzaimoHHble (HOPMBI U CTPYKTYPhl  CEPBHUCHBIX
MPEINPUITUN, TIPUHITUIIBI MOCTPOCHUS MPOLIECCOB 00CITy>)KMBaHUS.
PaccmarpuBaroTcst GyHKIMM TOJpa3eieHi, paclpeesieHe OTBETCTBEHHOCTH,
a TaK)Ke 0COOCHHOCTH yIPaBJIEHUS CEPBUCHBIMU OTIEpaIUSIMHU.
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Tema 2.2. [Ipouecc okazanus ycayru: cTpykrypa u 3tansl OIIK-1.2

AHanmu3upyeTcsi KWU3HEHHBIH IIMKJI YCIYTM W OCHOBHBIE OTarllbl
B3aMMOJICUCTBUS C KJIMEHTOM: OT BBISBIICHUS TOTPEOHOCTH J0 TOCTCEPBHCHOTO
COMPOBOXKICHUS. PaccMaTpuBarOTCS MOJCIHM CEPBUCHBIX TMPOIECCOB W WX
OTITUMM3AITHS.

Tema 2.3. Texnosnorun oociay:xuBanusi kiuentos OIIK-1.2

PaccMaTtpuBaroTcsi COBpeMEHHBIE METOABI U TEXHOJIOTHH B3aWMOJICHCTBUS
C KJINCHTaMH, BKJIFOYas MEPCOHAIM3UPOBAHHOE 00CTY)KHBaHNE, OMHUKAaHATIHHBIC
KOMMYHHKAIIMM ¥ HWCIOJb30BaHNE HMU(POBBIX WHCTPYMEHTOB. AHAIU3UPYIOTCS
bakTopsl, Bausdronme Ha 3QPEKTUBHOCTb 00CITYKUBaAHUS.

Tema 2.4. Cranpapru3anuss ¥ perjlaMeHTallUsl  CEPBHUCHOI
nesreabHocTu OIIK-1.2

N3yuaroTcsi HOpMAaTHBHBIC JOKYMEHTBI W CTaHAAPTHI, PETYJIHUPYIOIIHE
MIPOIIECCHl OKa3aHus yclIyT. PaccMaTpuBarOTCs BOMPOCHI pa3paboOTKK CTaHIapTOB
0OCTy>KUBaHMS, X BHEJIPEHUSI U KOHTPOJISI HCTIOJTHEHUS.

Tema 2.5. [lu¢gpoBuszanusi u uHHOBauu B cepe ycayr OIIK-1.2

AHanu3upyloTCd COBpPEMEHHbIE LU(POBBIE PEMIEHHS B CEPBUCHOMN
NEATEIIBHOCTH (CRM-cucremsl, OHJIaNH-TIIaT(OPMBI, aBTOMAaTHU3aLUs
npoueccoB). PaccMaTpuBaeTcs BIIMSHHE HWHHOBAllMM HAa KadyecTBO YCIyr U
KOHKYPEHTOCIIOCOOHOCTb MPEANPUATHI.

PA3JIEJI 3. YHIPABJIEHUE KAYECTBOM U B3AUMOJIEMCTBUEM C
HOTPEBUTEJIAMUAU

Tema 3.1. KauectBo ycayr u metoasl ero onenku OITK-2.1

PaccmarpuBaeTcst MOHATHE KauecTBa yCIyT U €ro cnenuurka B CpaBHEHUU
C Ka4eCTBOM TOBApOB. M3y4aroTcss METOIbI OLEHKH KadyeCTBa, BKIIOYASl OMPOCHI
KJIMEHTOB, UHACKCHI YOBJIETBOPEHHOCTH U Mozenu (Harmpumep, SERVQUAL).

Tema 3.2. YnpaBieHnue kauecTBOM cepBUCHOI AesTeqbHOcTH OITK-2.1

AHaM3UPYIOTCS CUCTEMBI YIPABJICHUS KaueCTBOM B cdepe YCiyr,
BKIIIOYAss MEXKIyHapOAHbIE CTaHIApPThl W TOAXOIbl K  HENPEepHIBHOMY
ylydimieHuto. PaccmarpuBaroTCsi MHCTPYMEHTBI KOHTPOJSL U TOBBIIICHUS
Ka4yecTBa.

Tema 3.3. [loBenenue norpeduresieii B cepe ycayr OIK-2.1

NzygaroTcss (akTOphl, BIHUAIOIIME HAa BBIOOP M BOCIPHUATHE YCIYT
norpeOuTeassMu. PaccMaTpuBaloTCs MOJCIH  MOTPEOMTEILCKOIO IMOBEACHMS,
OKUJaHHS KIIMEHTOB M OCOOCHHOCTH MPUHATHS PELICHUH B chepe yCyr.

Tema 3.4. KoMMyHuKanmum M KyJbTypa OOC/IY:KHUBAHMS KJIMEHTOB
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OIIK-2.1

PaccmatpuBarorcst mpuHImMnbl 3¢G(GEKTUBHOTO OOIMICHUS C KIUEHTaMH,
CTaHJAPTHI JIEJIOBOM KOMMYHHUKAIMU U 3THKA OOCTY>KMBaHUA. AHAIU3UPYETCA
POJIb KOPIIOPATUBHOM KYJIBTYPHI B (POPMHUPOBAHUH KIIMEHTCKOTO OIBITA.

Tema 3.5. ¥YmnpapjeHue KOHQPJIMKTAMH H 3KaJ00aMHM KJIMEHTOB
OIIK-2.1

W3yvaroTcsi NpUYMHBI BO3HUKHOBEHUS KOH(UIMKTOB B  Ipoliecce
OOCIIy’KMBaHUS U METOJbI UX IpeJoTBpalleHus. PaccMaTpuBaroTCsl TEXHOIOTMU
paboThI ¢ xanodaMu, criocoObl BOCCTAHOBIIEHUS JIOSIIBHOCTH KIMEHTOB.

PA3JIEJI 4. YIIPABJIEHUE CEPBUCHOM JESATEJBHOCTBIO U
PA3BBUTHUE BU3HECA

Tema 4.1. Ynpasienue cepBucHbiM npeanpusituem OIIK-2.1

PaccmarpuBaroTcsi mpuHUMIBL U (QYHKUMUA YIpaBieHUS B cdepe YCIyT,
BKJIIOYAsl  IUIAHUPOBAHHME,  OpPraHU3alyi0, MOTHBAalMIO W  KOHTPOJIb.
AHanu3upyoTcsa 0COOCHHOCTH YNPABIIEHUS CEPBUCHBIMU OpraHU3aLASIMH.

Tema 4.2. Mapkerunr ycayr OIIK-2.1

N3ygaroTrcsi ocoOeHHOCTM MapKeTHMHra B cdepe yciayr, BKIOuas
koHuenmuio 7P, popmMupoBaHue LIEHHOCTH JJIsl KJIUEHTA U MPOJIBUKECHHUE YCIIYT.
PaccmaTpuBaroTCst MHCTpYMEHTBI IPUBJICUEHUS U YACpKAHUS KIUEHTOB.

Tema 4.3. Jxonomuueckasi 3PPeKTUBHOCTH CEPBUCHOI 1eATEILHOCTH
OIIK-2.1

AHanmu3upyroTcss  nokazarend  3(Q(PEKTUBHOCTH  pabOThl  CEPBUCHBIX
NPEANPUITANA, METOJbl OLEHKM 3aTpaT M pe3yJbTaToB. PaccMmarpuBaroTcs
MOAXO/IbI K TIOBBIIIIEHUIO PEHTA0CILHOCTH U ONITUMHU3AIIUN PECYPCOB.

Tema 4.4. Ilepconan B cdepe yciayr: ynpapjieHMe W MOTHBALUS
OIIK-2.1

N3ygaroTcsi OCOOCHHOCTH YMpaBJiCHHS TEPCOHAIIOM B  CEPBUCHOU
NeSATEeIbHOCTH, TpeOOBaHMA K KOMIIETCHIUSM COTPYJHUKOB M METOJbl UX
pa3BuTHs. PaccmaTpuBaroTcs CUCTEMbl MOTUBAITMU M CTUMYJIUPOBAHUS TPyAa.
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4. Tunbl OIEHOYHBIX MATEPHAJIOB, MOKAa3aTeJd M KpPUTEPUH
OlleCHUBAHUA

4.1. Ouenounsie Marepuanbl 1o gucuumuinHe b1.0.02.05 OcHoBbI
CEPBUCHOW JIESITEIBHOCTH BXOAST B COCTaB OIEHOYHBIX MATEPHAIOB IO
oOpazoBarenbHOM TporpamMme. COBOKYMHOCTH OIIEHOYHBIX MATEPUAJIOB TIO
BCEM JUCHUIUIMHAM (MOZYJIIM) OOpa30oBaTeIbHON MPOTPaMMBI COCTaBIISIOT
dona oueHounsix cpencts (mainee - DOC). OOC wucnonb3lyercs mpu
MPOBEICHUH TEKYILIETO KOHTPOJIS YCIIEBAEMOCTH U IIPOMEKYTOUHOM aTTeCTalllu
oOydarommxcss C  IeJbl0  OICHUBAaHUA  JIOCTHKEHHUS  00y4aroluMuUcs
IJIAaHUPYEMBIX PE3YIbTaTOB 00YUYEHUS.

4.2. ®OC pa3paboTaH Kak KOMIUIEKC MPOBEPOUHBIX 3aJJaHUN Pa3IUYHOTO

TUIIA U YPOBHS CIOKHOCTH, BKIIFOYAE€T KPUTEPHUH U IIKAJIbI OLEHUBAHUS, a TAKXKE
«KJIHOYM» MpaBWiIbHBIX 0TBETOB. POC popmMupyercs Kak OTAEIbHBIN TOKYMEHT
Y XpaHUTCA B JJIEKTPOHHOM BHJIE, nocTyn K @OC npenocTaBieH OrpaHuYEHHOMY
KpyTY JIHII.

4.3. JIns caMoCTOSITENIbHON paboThl OOydaroluXcsli MpH MOATOTOBKE K
TEKYIIEMY KOHTPOJIO yCIIEBAEMOCTH M MPOMEXYTOUYHOM aTTeCTallud B pabouux
porpamMmax JUCLUILIMH pa3MELIeHbl TUIIOBBIE IPOBEPOYHBIEC 3aJaHUs, KOTOPBIE
MO>XHO YCIIOBHO pa3elIUTh Ha 3aJaHus 3aKpbITOrO0, KOMOMHUPOBAHHOTO H
OTKpPBITOTO TUIIOB.

3ajaHus 3aKpBITOTO TUIA - 3TO TECTOBBIC 3aJaHUsS, B KOTOPBIX KaKIbIA
BOIIPOC  COIMPOBOXKJAETCS TOTOBBIMU BAapUaHTAMH OTBETOB, W3 KOTOPBIX
HEO0O0XOMMO BbIOpaTh OJMH WM HECKOJIBKO MPAaBUIIbHBIX.

3amaHusi KOMOMHMPOBAHHOIO THIIA - 3TO TECTOBBIE 3a/laHUs, B KOTOPBIX
KKl BOIPOC CONPOBOXAAETCS TOTOBBIMU BAPUAHTAMU OTBETOB, U3 KOTOPBIX
HE0OX0JMMO BBIOpATh OJWH WM HECKOJIbKO TPABWJIBHBIX U OOOCHOBATh CBOM
BBIOOD.

3amaHusl OTKPBITOTO THUIA - 3TO 3a/JaHMsI, B KOTOPHIX Ha KaXXJIbIi BOIPOC
JIOJIKEH OBITh MPEAJIOKEH Pa3BEPHYThIII 00O0OCHOBAaHHBIN OTBET.

B 3aBucuMoCTM OT THNA 3aJaHdAs PEKOMEHIOBAaHbI OIpEICICHHASA
NIOCJIEIOBATEIBHOCTh  BBINIOJIHEHWS UM CHCTEMA OLICHUBAHUS  BBINOJHEHUS
3aJaHUM.

13



4.4. Tunsl SaﬂaHHﬁ, COCHAPHH BBIIIOJIHCHUA, KPUTCPUHW OICHHUBAHUA

TUIT SATAHUA NMHCTPYKLIMA CIHEHAPHMU BbITIOJIHEHUW A KPUTEPUM ONEHMBAHUA
3aaHue 3aKpBITOrO ITpounTaiite TEKCT, | .BHMMaTenpHO MPOYUTATh TEKCT 3aJaHUs U ITOHATH, OTBeT cunTaeTcs BEpHBIM, €CIIH
THUIIA C BELIOOPOM BbIOEpUTE YTO B KQ4E€CTBE OTBETA OXKUIACTCS TOJBKO OJUH U3 NPaBUIBHO YKa3aHa [uQpa wuiu

OJIHOTO MPaBUILHOTO
OTBETA U3 HECKOJIbKUX
BapHaHTOB
MPEII0KEHHBIX

HpaBHJ’IBHBIfI OTBCT

MPEIOKEHHBIX BAPUAHTOB.

2. BHuMaTenpHO MPOYUTATh PEASIOKEHHBIE
BapHaHTHI OTBETA.

3. BeIOpaTh OJMH BEPHBII OTBET.

4. 3anucarb TOJIBKO HOMEp (Uiu OYKBY) BBIOPAaHHOTO
BapHaHTa OTBeTa (Hanpumep, 3 uiau B).

OykBa

BallaHI/IC 3aKpPbITOI'O
THUIIAa Ha YCTAaHOBJICHUC
COOTBCTCTBUA

[TpouwnTaiite TEKCT U
YCTaHOBUTE
COOTBETCTBHUE

1.BHUMAaTeNpHO NPOYUTATh TEKCT 3aJaHUS U IOHSTD,
YTO B KQUECTBE OTBETA OXKHJIAIOTCS Maphl SJIEMEHTOB.
2. BHuMartenpHO NpOYUTaTh 00a CIIUCKA: CIIUCOK 1 -
BOTIPOCHI, YTBEPKICHHUS, (PaKThI, ITIOHATHS U T.1.;
CIHCOK 2 - yTBEpPXKI€HHs, CBOMCTBA OOBEKTOB U T.JI.
3. ConocTaBUTh IEMEHTHI CIIUCKA 1 ¢ AneMeHTaMu
crnucka 2, copMUpOBaTh Mapbl 3JIEMEHTOB.

4. 3anucarb nonapHo OyKBbI U IU(DpHI (B
3aBUCUMOCTH OT 3aJlaHMsI) BApUaHTOB OTBETa
(manpumep, Al unu b4).

OTBeT cunuTaeTcs BEPHbIM, €CIIU
NPaBUIBHO YKa3aHbI LU Pl HITH
OyKBBI

3ajaHue 3aKpbhITOro
THUIIAa C BEIOOPOM
HECKOJIbKHX
IMPpaBUJIbHBIX OTBCTOB
13 HECKOJIBKUX
BapUaHTOB
MPEAI0KEHHBIX

IIpounTaiite TeKCT,
BBIOEpUTE
MIPABUJILHBIE OTBETHI

1 .BHMMaTenpHO MPOYUTATh TEKCT 3aJaHUS U NTOHSATH,
YTO B KAYECTBE OTBETA OKUAETCS HECKOIBKO
IIPABWJIBHBIX OTBETOB U3 IIPEIJIOKEHHBIX BAPUAHTOB.
2. BHMMaTenpHO MPOYUTATh MPEAIOKEHHBIE
BapHaHT-Thl OTBETA.

3. BbiOpaTh HECKOJIBKO MPAaBUIIbHBIX OTBETOB.

4. 3anucaTh TOJIBKO HOMepa (MK OYKBBI)
BbIOpaHHOTO BapuaHTa oTBeTa (Hampumep, 1 4 nimm A
).

OTBeT cunTaeTcs BEPHbIM, €CITU
MIPaBUIHHO YCTAHOBJICHBI BCE
COOTBETCTBUS (ITO3ULMH U3
OJIHOTO CTOJI011a BEPHO
COIIOCTAaBJIEHbI C O3ULIUAMU
JIPYTOTO)

3agaHue 3aKphITOTO
TUIA HA YCTAHOBJICHUE

[IpounTaiite TEKCT U
YCTaHOBUTE

1. BHMMaTENbHO MPOYUTATh TEKCT 3aaHUS U
MMOHSTh, UTO B KAUECTBE OTBETA OXKUIACTCS

OTBeT cunTaercs BCPHBIM, €CIIN
IMPpaBUJILHO YKAa3dHa BCA
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IIOCJICA0BATCIbHOCTHU

noCICcaA0BaTCIbHOCTDb

MI0CJIEIOBATEIBHOCTD HJIEMEHTOB.

2. BHuMmarenbHO MPOYUTATh MPEATIOKEHHBIE
BapHAHTHI OTBETA.

3. [TocTpouth BEpHYIO MOCIEOBATENLHOCTD U3
MPEIIOKEHHBIX 3JIEMEHTOB.

4. 3anucath OyKBBI/IIUGPHI (B 3aBUCUMOCTH OT
3aJlaHus1) BAPUAHTOB OTBETA B HYKHOU
1ocJieIoBaTeIbHOCTH (Hanpumep, bBA wmm 135).

MOCJIEIOBATEIBHOCTD UMD

3ananue
KOMOMHHPOBAHHOTO
THUIIa C BHIOOPOM
OJIHOTO MPaBUIHLHOTO
OTBETA U3
PEJIOKEHHBIX U
000CcHOBaHHEM BBIOOpA

[IpounTaiite TEKCT,
BBIOCpHTE
MPaBUIbHBIN OTBET U
3aMUIINTE
apryMEHTHI,
000CHOBBIBAIOIIUE
BbIOOp OTBETA

1.BHUMaTENhHO MPOYUTATH TEKCT 3aJaHUS U TIOHSTD,
YTO B Ka4eCTBE OTBETA 0XKHUAAETCS TOJIBKO OJUH U3
NPEUIOKEHHBIX BAPHAHTOB.

2. BHMaTenbHO MPOYUTATh MPEATIOKEHHBIE
BapHUaHTHI OTBETA.

3. BeiOpaTh 0JIMH BEpHBII OTBET.

4. 3anucarb TOJIbKO HOMEp (U OYKBY) BBIOPAaHHOTO
BapHaHTa OTBETA.

5. 3anucath apryMeHTbl, 000CHOBBIBAIOLINE BBIOOD
oTBeTa (Hanmpumep, 4 TEKCT 000CHOBaHUSA).

OTBeT cuuTaeTcst BEpHbIM, €CIIH
IPaBUJIBHO YKa3aHa Iudpa uim
OyKBa U MPUBEACHbI
KOPPEKTHBIE aPTyMEHTHI,
UCTIOJIb3YEMbIE TIPH BHIOOPE
OTBETa

3aiaHue OTKPBITOTO
THUIIA C Pa3BEPHYTHIM
OTBETOM

[IpounTaiite TEKCT U
3alUIINTE
pa3BEpHYTHIN
000CHOBaHHBII OTBET

1. BanmarensHO MMPOYHTaATh TCKCT 3aJlaHUS U ITIOHATH
CYTb BOIIpOCa.

2.Ilponymathb JIOTUKY U MOJHOTY OTBETA.

3.3amucarb OTBET, HCIIOJIB3YS YETKUE KOMIIAKTHbIE
(bOpMyJIHPOBKHU.

4.B cny4ae pacdeTHOM 3aauu, 3aMcaTh pelieHue u
OTBET

OTBeT cuuTaeTcs BEpHbIM:
1. OTcyTcTBHE (haKTHUECKUX
OIINOOK.

2. PackpbiTe o0bema
HCIIOJIb3yEMBIX MOHATUI
(mosiHOTa OTBETA).
3.060CHOBaHHOCTH OTBETA
(HanMuue apryMeHTOB).

4. Jlornueckast
MIOCJIE0BATEIBHOCTD
U3JIaraeMoro Marepuaia.
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45. OOmas mKana OIEHMBAHUS PE3yJbTAaTOB TEKYLIEro KOHTPOJI
yCIEeBAaEMOCTU U TMPOMEKYTOYHOM aTTecTali OOydaloluXCcsl C MPUMEHEHHEM
BPC Jonenxoro ¢gumumara PAHXul'C.

HUrorosas ECTS
oaJlIbHAA TpaguunonHasi cucrema bunapnast Jst Tpann- ,
cueTema | momn | MLiet
OIICHKAa CHCTeMBbI
90-100 OTianyHO A P/ Passed
80-89 B P/ Passed
3auTeHo
75-79 Xoporo C | P/Passed
70-74 VY 1OBJIETBOPUTEIIHLHO B P/ Passed
60-69 & p E P/ Passed
0-59 HeynoBneTBopuTeapHO He 3auteno F F/Failed

CooTHoleHne Oa/IOB 32 TEKYIIMA KOHTPOJb  YCIIEBAEMOCTH U
IIPOMEKYTOUHYIO  aTTECTAlUI0, a TAaKXKEe IOBTOPHYK)  MPOMEXKYTOUYHYIO
aTTeCTaLUIO:

MaxkcumanbHas MaxkcumanbHas MaxkcumanbHas MaxkcumanbHas
cymMMa 0ajuioB 3a cymMMa 0aJijioB 3a UTOTOBast cymMMa 0ajuioB 3a
TEKYIIUHA KOHTPOJIb MIPOMEKYTOUYHY IO OayuIbHas TMOBTOPHYIO
yCIIEBAEMOCTH aTTeCTalLMIO OIICHKA MPOMEKYTOUHYIO
aTTEeCTAlLNIO
100 6amnoB 100 6amnoB 100 6annoB 100 6an10B
5. @opMbl aTTECTALIMHM, THUIIOBbIE OLEHOYHBbIE MATEPHAJBI s

TEKYIICIr0 KOHTPOJIA YCHEBACMOCTH oﬁyqammnxca, KPUTECPpMH H IKAJbI
OLICHUBAHMA 110 KOHTPOJbHBIM TOYKaM

5.1. B xopge peammzaumu mucuuiuimHbl b1.0.02.05 OcHOBBI cepBUCHOM
NEATEIBHOCTH ~ UCHOJB3YIOTCSA — ciaeayrone (OpMbl  TEKYIIEro  KOHTPOJISA
yCIeBaeMOCTH oOydaromuxcs (B TOM 4YHCIIE, 33JlaHUsl K KOHTPOJIbHBIM TOYKaM):
JOKJIaJl, OIIPOC, TECTUPOBAHNE, KOHTPOJIBHOE 3aaHHUE.

Cucrema orieHMBaHMsI 3HAHUHN IO BUAAM YU4E€OHOU JIeATeTbHOCTH

Kpurepuu onieHuBaHUs TECTOBBIX 3aJaHUN:

Baml Onucanue kpurepus
9 Csoiie 70%  |OOy4aromumMcst MaTepuail OCBOEH IMOJIHOCThIO, 0e3
NPaBUIbHBIX  [CYIIECTBEHHBIX OIIHOOK.




OTBCTOB.

Cepimie 50%  (OOyuaromuMcs Matepuail OCBOEH HE MOJIHOCTHIO,
1 NpaBUWIBHBIX  [MMEIOTCS 3HAYUTENbHbIC TPOOEIbl B 3HAHUSX.
OTBETOB.
Menee 50%  |OOyyaromumcsi MaTepuall HE OCBOCH, 3HaHUS
0 NpaBWIBHBIX  [00yYaroerocs Huxe 6a30BOro ypOBHS.
OTBETOB.

Kpurepnuu onieHMBaHNMS KOHTPOJIBHBIX 3aJaHUM:

banbr

Ornucanue Kputepus

3-2

o0BeEME.

O6yanOIHI/IMCH 3aJaHuC BBIIIOJIHCHO 0e3 omMOOK U B IOJTHOM

OOyyaromuMcsi B 1I€JIOM  3aJlaHU€ BBITIOJTHEHO, HMEIOTCS
OTJICJIbHBIC HETOYHOCTH HIJIM HEIOCTATOYHO IOJIHBIC OTBETHI, HE
coaeprKaIre onmoOoK.

BEPHO.

VY oOyuaronierocsi OTCYTCTBYIOT OTBEThl Ha OOJIBIIIMHCTBO
BOIIPOCOB 3aJlauM, 3aJJaHUE HE BBINOJHEHO WJIM BBIOJHEHO HE

5.2. Tunosbie

OOCHOYHBIC MAaTCpHaJlbl I  TCKYIICTO  KOHTPOJIA

yCIIeBaEMOCTH 00yYaroIuXcs (BHE KOHTPOJIBHBIX TOYEK):

PA3JIEJ 1. TEOPETUYECKHUE OCHOBBI CEPBUCHOH

AEATEJBHOCTH

Tema 1.1. CymHoCTb U cOiep:KaHHe CEPBUCHOI 1eITeILHOCTH

TecToBrle 3amanus

Tect 1.

BHUMaTENBHO NPOYUTATh TEKCT 33JaHUS W IHOHSTh, YTO B Ka4eCTBE OTBETA
OKHJIAETCS TOJIBKO OAMH U3 IIPEIIOKEHHBIX BAPUAHTOB.

BHUMaTENBHO MPOYUTATH MIPEIIOKEHHBIE BAPUAHTHI OTBETA.

BriOpaTh 01uH BEpHBIN OTBET.

3anucarh TOJIbKO OYKBY BRIOpDAaHHOTO BapHaHTa OTBETA.

YTo MOHUMAETCS TOJ] CEPBUCHOM JIEATEIBHOCTHIO?

a) MPOU3BOJICTBO MaTepPHAIIbHBIX OJIar;

0) AeSATEIbHOCTHh IO OKAa3aHMIO YCIIYT, HAIpaBJICHHAs Ha YJIOBJICTBOPCHHE
MOTPEOHOCTEH KIMEHTA;

B) UCKIIIOUHUTEIHLHO TOPTrOBas JIeATEILHOCTD;
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r) puHaHCOBBIE ONEPALIMH MPEITPUITHS.

Uto sIBIIIETCS OCHOBHBIM PE3YyJIbTaTOM CEPBUCHON NEATEILHOCTH?
a) ToBap;

0) ycnyra,

B) IPUOBLIb;

I') CBIPBE.

Kaxkoil npusHak HanOoJiee XxapakTepeH Il CEPBUCHOM 1€ATEbHOCTH?
a) BO3MOXXHOCTh XpaHEHHS pe3yibTara;

0) HemaTepuaIbHBINA XapaKkTep pe3yIbTaTa;

B) HE3aBUCUMOCTb OT MOTPEOUTEIS;

I') CTaHJAPTU3UPOBAHHOE IPOU3BOJICTBO.

Yro BeICTyHaeT 00bEKTOM CEPBUCHOM JIEATEITHBHOCTH?
a) o0opy10BaHUE;

0) MoTpeOHOCTH KIIMCHTA;

B) MPOM3BOJICTBEHHBIC PECYPCHI;

') (UHAHCOBBIE AKTHUBHI.

Kaxkas pyHKms XxapakrepHa JJi1 CEpBUCHOM AESTENbHOCTH?
a) MPOU3BOJICTBEHHAS;

0) yAOBJIETBOPEHUE UHAUBUAYAJIbHBIX TOTPEOHOCTEM;

B) 10OBIBarOIIAs;

I') 9KCIIOPTHASI.

Tect 2.

BauMarenbHO MpoumMTaTh TEKCT 3aJaHUsS U MOHATH, YTO B Ka4eCTBE OTBETA
OKHMJIA€TCSl HECKOJIBKO TIPABUJILHBIX OTBETOB U3 MPEIJIOKECHHBIX BAPUAHTOB.

BauMarenbHO npounTaTh NPEAJIOKEHHBIC BAPUAHTHI OTBETA.

BriOpaTh HECKOIBKO MTPAaBUIIBHBIX OTBETOB.

3anucaTh TOJIBKO OYKBBI BRIOPAaHHBIX BAPHAHTOB OTBETA.

Kakne xapakTepUCTUKH OTHOCATCS] K CEPBUCHOM ESITENBHOCTH?
a) HEOCA3aEMOCTh Pe3yJIbTaTa;

0) HEOTAEIMMOCTh OT UCTOYHHUKA OKa3aHUS,

B) BOBMOXHOCTb CKJIaJIMPOBAHUS;

') BApUATUBHOCTh KaueCTBa;

1) 00si3aTeNibHas MaTepPUaIbHOCTh pPe3yJIbTaTa.

Kakue BUbI 1eTEIBHOCTH OTHOCSTCA K cpepe ycayr?
a) TOCTUHUYHOE O00CITyKHBaHHUE;

0) TpaHCIIOPTHBIE YCIIYTH;

B) MIPOMBIIICHHOE MPOU3BO/ICTBO;
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') MEIUIIMHCKUE YCIYTH;
1) oOpa3oBaTeIbHbIC YCIIYTH.

Kakue ¢pyHKIMY BBINOJIHSAET CEPBUCHAS AEATEIbHOCTD?
a) yJIOBJIETBOPEHHE MOTPeOHOCTE;

0) popmupoBaHUE KIMESHTCKOH JIOSIHLHOCTH;

B) 700BIYA IPUPOJHBIX PECYPCOB;

T) conranbHas QyHKIHUS;

1) IepepacIpeieieHUue TI0XO0I0B.

Tect 3.

BHuMartenbHO MpounTaTh TEKCT 3aJaHUs U TMOHATh, YTO B KaueCTBE OTBETA
0’KHJAETCS MOCIIECA0BATEILHOCTD DJIEMEHTOB.

BauMartenbHO npounTaTh MpeAIoKeHHbIC BApUAHThI OTBETA.

[TocTpouTts BEpHYIO MOCIEI0BATEILHOCTD U3 MPEAJIOKEHHBIX 2JIEMEHTOB.

3anucarh OyKBBI BAPHAHTOB OTBETOB B HY>KHOM IMOCIIEIOBATEILHOCTH.

YcTaHOBUTE JIOTMYECKYIO  TOCJIEA0BATEIIBHOCTh IIpoOIlecca  CEPBUCHOM
JIeSITCIbHOCTH:

a) MpeOCTaBICHUE YCIYTH,;

0) BBISIBIICHHE NMOTPEOHOCTEN KIUEHTA;

B) OIICHKA yJIOBJICTBOPEHHOCTH KIIUEHTA;

') MOJIFOTOBKA U OpraHU3alus 00CITyKUBAHMUS;

1) YCTAaHOBJICHUE KOHTAKTa C KJIIUEHTOM.

KonTtponbsHble 3a1anus

KonTtponrHoe 3ananue 1.

OnpenenuTh MO0 KIMEHTOB, BOCIOJIB30BABIIUXCS YCIYTOM, €ciu oOiiee
KOJIMYECTBO MOTEHIUATBHBIX KIHMEHTOB cocTaBisieT 2 000 denoBek, a GpakTUUECKH
o0cmysxeHo 650 uenoBek. PaccuntaTh mokaszaresnp B MPOIICHTAX.

KontponrsHoe 3ananue 2.

[Ipoananu3upoBaTh CYIIHOCTh CEPBUCHOM [JEATEIBHOCTH W PACKPBITh €€
OCHOBHBIE€ XapaKTEPUCTUKU (HEOCA3a€MOCTh, HEOTIEIUMOCTb, BapUATHUBHOCTH
KauecTBa, HeCOXpaHsAeMOCTh). OOOCHOBATh MX BIIMSHUE HAa OPraHU3aLHMIO Mpolecca
00CITyKUBaHUS KIIUEHTOB.

Tema 1.2. VYeayra kak 3KOHOMHYECKAsi KaTeropusi: CBoOiicTBa M
Kiaaccupuxanms

TecToBBIE 3a1aHUS
Tect 1.

BaumarennHO [MpoYUuTaTh TCKCT 3aJdaHUSA W IIOHATH, YTO B Ka4CCTBC OTBCTA
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0XKNAaCTCA TOJBKO OJWMH M3 IPCAJIOKCHHBIX BAPHUAHTOB.

BaumarensHO NpoYUTAaTh NMPCAIIOKCHHBIC BApHAHTbI OTBCTA.

BriOpath 0/1uH BepHBIN OTBET.
3anucarh TOJIbKO OYKBY BRIOpAaHHOTO BapHaHTa OTBETA.

Yro npeacTasiseT co0o0il yciyra Kak 9JKOHOMUYeCcKasi KaTeropus?

a) MaTepUaIbHbII NPOAYKT MPOU3BOJICTBA;

0) JIesATeNbHOCTh, HANpaBICHHAs Ha CO3JaHUE I0JIE3HOro H(deKrTa s

OTpeOUTENS;
B) COBOKYITHOCTb (DMHAHCOBBIX OTEPALINIA;
I') TOBap JJIUTEILHOIO XPaHEHUSI.

Kaxkoe cBoICTBO YCIyTH O3HAYACT HCBO3MOKHOCTD eé XpaHCHI/ISI?

a) HeOCsI3aeMOCTh;
0) BapuaTUBHOCTb;
B) HECOXPAHSIEMOCTh;
') HEOTJEIUMOCTb.

Uto 03HAYaET HEOCA3aEMOCTD YCIyTH?

a) yCIIyTy MOKHO TOTPOTAaTh;

0) yciyra uMeeT MaTepualibHyIo (hopmy;

B) yciyra He UMeeT (PU3NYECKOTO BBIPAKEHUS;
T) ycllyra Bcerjia CTaHIapTH3UpOBaHa.

Kakoe CBOWCTBO yCiayrm CBSI3aHO C 3aBUCUMOCTBIO

UCIIOJTHUTENSA?
a) HECOXPAHSIEMOCTB;
0) BapuaTUBHOCTB;
B) HEOCSI3a€MOCTH;
I') YHUBEPCAIbHOCTb.

K kakoii kareropuu oTHOCSTCSI 00pa3oBaTEIbHbIE YCIyTH?

a) MPOU3BOJICTBEHHBIE;
0) MaTepuasbHbIE,

B) COLIMAJIbHBIE;

I') 100BIBAIOIIIHE.

Tect 2.

KadyeCTBa

oT

BaumarensHO IpoYUuTaTh TCKCT 3aJdaHUSA W IIOHATH, YTO B Ka4CCTBC OTBCTA
0K IACTCA HCCKOJIBKO IIPABUJIBHBIX OTBCTOB M3 IIPCATOKCHHBIX BAPUAHTOB.

BaumarensHO MMpO4YUTaTh IIPCAIIOKCHHBIC BAPHUAHTBI OTBCTA.

Br16paTh HECKOJIBKO MPABUIILHBIX OTBETOB.

3anucaTh TOJIBKO OYKBBI BRIOPAHHBIX BAPUAHTOB OTBETA.
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Kaxkue cBolicTBa xapakTepHbl JJi YCIyT?
a) HEOCA3aEMOCTh;

0) HECOXPaHSAEMOCTh;

B) MaTEPHUAIBbHOCTB;

I') HEOTJACIUMOCTh OT HCTOYHHKA;

1) BApUATUBHOCTH KaueCTBa.

Kaxune mpu3Haku HCTIOIB3YIOTCS IS KilacCu(DUKAITIN yCITyT?
a) cepa IeATeTbHOCTH;

0) cTerneHb y4acTus KIUCHTA,

B) YPOBEHb CTaHIAPTH3AIINN;

T') [IBET YCIIYTH;

1) crioco0 OKa3aHMus.

Kakue BubI yCiIyr OTHOCATCS K COLIMAIbHBIM?
a) MEIUIIMHCKUE;

0) oOpazoBaTelbHbIE;

B) TPAHCIIOPTHBIE;

') CTPaxOBbIE;

1) KyJIbTYpHBIE.

Tect 3.

BHuMmaTenbHO MpOYMTATh TEKCT 3aJaHUA W MOHSTh, UTO B Ka4yeCTBE OTBETA
0KMJAETCS TOCIEA0BATEIBLHOCTD 3JIEMEHTOB.

BHuMmaTenpHO MpOYNTATH MIPEAJI0KEHHBIE BAPUAHTBI OTBETA.

[TocTpouTts BEpHYIO MOCIEI0BATENBHOCTD U3 NPEII0KEHHBIX AJIEMEHTOB.

3anucaTth OyKBbI BAPMAHTOB OTBETOB B HY)KHOM MOCIIE0BATEIILHOCTH.

YcTaHoBUTE OCEI0BATENBHOCTh (POPMUPOBAHUS YCITYTHU:
a) moTpedJIeHUE yCIyTH;

0) co3laHue yciyru;

B) BOBHHMKHOBEHHUE NOTPEOHOCTH;

') OKa3aHue yCJIyTH;

1) OLICHKA pe3yJibTaTa.

Kontponrhoe 3ananue 1.

Onpenenuth A0I0 HEMATEPUCTBEHHBIX XapaKTEPUCTUK YCIYyTH, €CIIH U3 5
KJIFOUEBBIX CBOMCTB yciayru 4 OTHOCATCS K HeMarepuaibHbIM. Paccuurtarh
MOKa3aTelb B MPOIEHTAX.

KontponrHoe 3ananue 2.
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[Ipoananu3upoBaTh  OCHOBHBIE  CBOMCTBAa  yCIyrd  (HEOCSA3aEMOCTh,
HECOXPaHsAEMOCTh, HEOTAEIMMOCTh, BAPUATUBHOCTh) U PACKPBITH UX BIUSHHUE Ha
MPOoLIeCC YIPABJICHUS KAYECTBOM B CEPBUCHOM JIEATETLHOCTH.

Tema 1.3. Poab cdepsl yciIyr B cOBpeMeHHOH IKOHOMHKe

TectoBble 3a1aHuA

Tecr 1.

BHuMaTenbHO MpOYMTATH TEKCT 3aJaHUS U MOHATH, YTO B KAYECTBE OTBETA
0>KMJAETCS TOJIBKO OJMH U3 MPEIIOAKECHHBIX BAPUAHTOB.

BHuMartenbHO NpounTaTh NPEAJIOKEHHBIE BADUAHTHI OTBETA.

BriOpath 0/1uH BepHBIN OTBET.

3anucaTh TOJIbKO OYKBY BRIOpDAaHHOTO BapHaHTa OTBETA.

KakxoBa ocHOBHast poJib Cepbl YCIYT B COBPEMEHHON SKOHOMUKE?
a) MMPOU3BOJICTBO CHIPHSI;

0) yIoBJIETBOpEHUE NTOTPEOHOCTEH HAceIeHUS U OU3HECa;

B) UCKIIFOUUTEIBHO 3KCIIOPT TOBApPOB;

I') HAaKOIUICHHE MaTepUaIbHBIX 3aacoB.

Kakoii nokazarenb oTpaxkaeT BKJIaa cPephl YCIYT B SKOHOMUKY CTpaHbI?
a) YpOBEHb UHDIIALINH;

0) BaJIOBO BHYTPEHHUU MTPOJIYKT;

B) KypC BJIIOTHI;

I') TOCYJapCTBEHHBII JTOJT.

Kakas TenaeHuusa xapakTepHa s COBpEMEHHON Y3KOHOMUKU ?
a) cokpaiteHue chepsl yCiyT;

0) poct nonu yciyr B BBII;

B) MOJIHBIN NIEPEXO/1 K CEIbCKOMY XO35HCTBY;

') 0TKa3 OT UU(PPOBBIX TEXHOJIOTUH.

UTto cnocoOCTBYET pa3BUTUIO CHEphI yCIIyT?
a) CHHKCHHE YPOBHS 00pa3oBaHMs;

0) pa3BUTHE TEXHOJIOTHI U IUPPOBU3ALUY;
B) YMEHbIIIEHHE MOTPEOHOCTEN HACEJICHHUS;
') COKpaIlleHUe 3aHATOCTH.

Kakas ¢pyHkius cdepsl yciayr UMeeT COLMalbHbIN XapakTep?
a) 100bIYa PECYPCOB;

0) MOBBILICHHE KAUeCTBA KU3HU HACEJICHUS;

B) IIPOU3BOJICTBO 00OPYI0BAHNUS,
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I') SKCTHIOPT CHIPBA.

Tecr 2.

BHuMaTenpHO MpoOYMTaTh TEKCT 3a/aHUs U MOHATh, YTO B KayeCTBE OTBETa
OKUJAETCSA HECKOJIBKO MTPaBUJIBHBIX OTBETOB U3 MPEIJI0KEHHBIX BAPUAHTOB.

BHUMaTENBHO MPOYUTATH MPENIOKEHHBIE BAPUAHTHI OTBETA.

BrIOpaTh HECKOJIBKO MPAaBUIIbHBIX OTBETOB.

3anucaTh TOJIbKO OYKBbI BBIOPAHHBIX BApUAHTOB OTBETA.

Kakue QpyHkunu BEIIOTHSET cepa yCIayTr B 3KOHOMUKE?
a) yOBIETBOPEHHUE MOTPEOHOCTEN HACEIICHNUS;

0) oOecIieuceHHE 3aHATOCTH,

B) 10OBIYA MOJIE3HBIX NCKOTIAEMBIX;

I') pa3BUTHE YEJIOBEYECKOT0 KaluTaja;

1) IOBBILLIEHUE KA4eCTBA KU3HU.

Kakue otpacinu oTHOCATCA K chepe ycayr?
a) TPaHCIIOPT;

0) 31paBOOXpPaHEHHE;

B) IPOMBIIUIEHHOCTb;

r) 00pa3oBaHue;

1) TYPHU3M.

Kaxkue dakTopbl cnocoOCTBYIOT pocTy cepbl yciayr?
a) ypOaHuzanus;

0) pa3BuTHEe HHPOPMAIIMOHHBIX TEXHOJIOTUH;

B) CHU)KCHHE YPOBHS JIOXOJIOB;

I') rI00aIM3aIus SJKOHOMHUKH;

1) pOCT ITOTPEOHOCTEH HACETICHHS.

Tect 3.

BHUMaTENbHO TIPOYUTATh TEKCT 3aJaHWs W TIOHSTh, YTO B KAa4eCTBE OTBETA
0’KUIa€TCS MOCIIEN0BATENHLHOCTE DJIEMEHTOB.

BHUMaTEeNbHO MTPOYNTATH IPEIIOKCHHBIC BAPHAHTHI OTBETA.

ITocTpouTh BepHYIO MOCIEIOBATETHLHOCTD U3 TPEIJIOKEHHBIX 3JIEMEHTOB.

3anmcaTth OyKBBI BAPHAHTOB OTBETOB B HY)KHOM MOCIIEA0BATEIIBHOCTH.

VY CTaHOBHUTE JIOTHYECKYHO IOCIICAOBATEIILHOCTh BIMSHUS chepbl ycayr Ha
YKOHOMHKY:

a) POCT KauecTBa KU3HU HACEIICHUS;

0) pa3BuTHE CPEPBI YCIYT;

B) YBEJIIMUYCHHE 3aHSATOCTH;

r) poct BBII;

1) IOBBIIIIEHUE CITPOCa Ha YCITYTH.
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KonTponbHoe 3ananue 1.

PaccuutaTh nomto cdepsl yeayr B akoHOMuKe, eciu oo BBIT cocraBnser
5 tpnH py06., a Bkian chepsl ycayr - 3 TpiaH pyO. OmpenenuTs MokaszaTellb B
MIPOIIEHTAX.

KontponrsHoe 3ananue 2.

[Ipoananu3upoBaTh poiib cdepbl yCIyr B COBPEMEHHONW 3KOHOMHUKE H
pPackphIThb €€ BIMSHUE Ha 3aHATOCTb HACEJCHUS, YPOBEHb XWU3HH WM pa3BUTHE
YeJIOBEYECKOrO KaluTaa.

Tema 1.4. UcTopusi pa3BUTHS U 3BOJIIOLMS CEPBUCHOM JAeATeJIbHOCTH

TectoBble 3a7aHUs
Tecr 1.

BHUMaTENBHO NPOYUTATh TEKCT 33JaHUS U IOHSTh, YTO B Ka4eCTBE OTBETA
OKMJIAeTCS TOJIBKO OJMH U3 IIPEIIOKEHHBIX BAPUAHTOB.

BHuMaTeNnbHO MPOYUTATH MPEAJIOKEHHBIE BAPUAHTHI OTBETA.

BrIOpaTh 01uH BEpHBINA OTBET.

3anucaTh TOJIBKO OYKBY BRIOpDAHHOTO BapHaHTa OTBETA.

Ha kakom »5Tame pa3BUTHS SKOHOMHKH cdepa YCIyr Hadaja aKTHBHO
dbopmupoBatbes?

a) arpapHbIi 3Tar;

0) UHTyCTpUATIbHBIN JTaI,

B) IOCTUH/IyCTPHUAJIbHBIN 3Tarl;

I') IEPBOOBITHBIN ATarl.

Urto crano KIHYeBbIM (PAKTOPOM Pa3BUTUS CEPBUCHOM AesATENbHOCTU B XX-
XXI Bekax?

a) COKpaIeHNuEe TEXHOJIOTU;

0) Hay4YHO-TEXHUYECKHUI MpOrpecc;

B) YMEHBIIICHUE YUCICHHOCTH HACEICHNUS,

') OTKa3 OT TOPTOBJIU.

Kakas  0ocoOE€HHOCTP  XapakTepHa JJII  COBPEMEHHOM  CEpBHCHOMU
JEATEIIbHOCTH?

a) OpUEHTALMS TOJBKO Ha TPOU3BOACTBO TOBAPOB;

0) ctanmapTuzanus 0e3 yuera KIUCHTa,

B) KJIIMEHTOOPUEHTUPOBAHHOCTD U MEPCOHAIU3ALMS YCIIYT;

I') OTCYTCTBUE TEXHOJIOTUH.

YTO MPOUCXOAMUIIO C YCIYTraMy B MHIYCTPUAIbHBIN NeprUoA?
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a) MOJHOCTHIO OTCYTCTBOBAIY;

0) HOCWJIM BCTIOMOTaTeJIbHBINA XapaKTep M0 OTHOIIEHUIO K TPOU3BOCTRBY;
B) OBLJIM OCHOBHOM OTPacCiibl0 SKOHOMUKH;

I') 3aMEHUJIN MPOMBIIIIICHHOCTD.

Kakoii aTan xapakTepusyeTcsi JOMUHUPOBAHUEM CPEPHI YCIYyT B SKOHOMHKE?
a) arpapHbIii;

0) UHAYCTPHUATBHBIIA;

B) IOCTUHAYCTPHUATBHBIN;

T) JIOUHTyCTPUATbHBII.

Tect 2.

BaumarensHO IMpOo4YUTaTh TCKCT 3aJdHUS U IIOHATH, YTO B Ka4YCCTBC OTBCTA
0K IACTCA HCCKOJIBKO IIPABUJIBHBIX OTBCTOB M3 IIPCAIOKCHHBIX BAPHUAHTOB.

BaumarensHO IMPpOYUTAaTh IIPCAJIOKCHHBIC BAPHUAHTBI OTBCTA.

BI)I6paTB HCCKOJIBKO IIPpaBHUJIbHBIX OTBCTOB.

3anucaTh TOJIBKO 6YKBI>I BI)I6paHHBIX BApPpHAHTOB OTBCTA.

Kaxkue (hakTopbl MOBIUSIN HA pa3BUTUE CEPBUCHOM IEATETLHOCTH?
a) HAy4YHO-TEXHUYECKUH TPOrpecc;

0) ypbanuzarusi;

B) pa3BUTHE LHU(PPOBBIX TEXHOJIOTHIA;

') CHUKEHUE MOTPEOHOCTEN HACeIeHNS,

1) TII00aIn3aIms.

Kaxkue xapakTepucTUK IpUCYII COBPEMEHHOMY 3TaIly pa3BUTUS cepBUca?
a) ¢ poBU3AIHS;

0) nmepcoHanM3aIMs yCIyT;

B) CHH)KEHHUE KauyecTBa 00CITy KHBAHUS;

') pa3BUTHE OHJIAH-CEPBUCOB;

1) OpUCHTAITUS HA KIUEHTA.

Kakwue sTansl pa3BuTHSA CEPBUCHOM AEATEIBHOCTH BBIAEISAIOT?
a) TOUHIYCTPUAIbHBIN;

0) UHIyCTpUATIBHBIH;

B) NOCTUHAYCTPHUAIbHBIN;

r) “HGOPMAIIMOHHBIN;

1) OMOJIOTHYECKUM.

TecT 3.

BaumarennHO IpOoYUTaTh TCKCT 3aJdaHUSA W IIOHATH, YTO B Ka4CCTBC OTBCTA
OXNAAacCTCiA IOCIACAOBATCIbHOCTD DJICMCHTOB.
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BaumarensHO NpoYUTAaTh NPCAIIOKCHHBIC BAPpHAHTbI OTBCTA.
HOCTpOI/ITB BEPHYIO ITOCIICA0BATCIbHOCTD U3 IMPCAJIOKCHHBIX 3JICMCHTOB.
3anucarhb 6YKBI)I BapHaHTOB OTBCTOB B HY)I(HOP'I IHOCJICAOBATCIbHOCTH.

VcranoBure IIOCJIEIOBATEIBHOCTD JTAIlOB pa3BUTHUS CEepPBUCHOM
JIeSTCIbHOCTH.

a) MIOCTUHIY CTPUATTBLHBIN JTAIT;

0) JOUMHIYCTpHANIbHBIN JTAal;

B) WHYCTPUAILHBIN JTaIT;

r) HupoBOH FTAI;

1) TPAIUITMOHHBIC (DOPMBI 0OCITYKUBAHU.

KontposnbHoe 3aganue 1.

PaccuuTath TeMi pocta 10m cepbl yCIyT, €Clu B UHIYCTPUATIbHBIN TIEPHO/T
oHa cocrasisia 30%, a B mocTUHAyCTpUalnbHbId - 65%. Omnpenenutrb pocT B
MPOIEHTHBIX MYHKTaX.

KontponrsHoe 3ananue 2.

IIpoananusupoBaTh HBOJIIOLIHAIO CEpBHUCHOMI NEeSATENbHOCTU oT
JOWHIYCTPUAIBHOTO K COBPEMEHHOMY 3Tany. BbIIenuTh KIIOYEBbIE M3MEHEHUS B
XapakTepe yCIyr U pakTopax UX pa3BUTHSL.

PA3JIEJ 2. OPTAHU3ALIMS U TEXHOJIOI'MU CEPBUCHOH
JAEATEJBHOCTHA

Tema 2.1. Opranu3zanusi cepBUCHOM J1eATEJTbHOCTH HA NPeANPUSITHH
TecToBrle 3amanus

Tecr 1.

BHuMaTenbHO MPOYUTATh TEKCT 33JaHUs U TOHSTh, YTO B Ka4€CTBE OTBETA
OKUJIA€TCS TOJIBKO OAMH U3 MPEAJI0KEHHBIX BAPHAHTOB.

BHuMaTenbHO MPOUYUTATh MPEAIOKEHHBIE BAPUAHTHI OTBETA.

BriOpaTh 01uH BEpHBINA OTBET.

3anucaTh TOJIbKO OYKBY BRIOPDAHHOTO BapHaHTa OTBETA.

UTo BKIIIOUAET OpraHu3alus CEpBUCHOM NESITEIbHOCTH HA IPEANPUATUN?

a) TOJIbKO MPOU3BOJCTBO TOBAPOB;

0) cucTeMy IpOLECCOB M0 OKA3aHUIO YCIYT U B3aUMOJICHCTBUIO C KJIMEHTAMU;
B) UCKIIIOUUTETLHO (PMHAHCOBBIC OTEpaITiy;

T') CKJIaJUPOBaHUE MTPOAYKIUH.

26



Kakas ctpykTypa xapakTepHa [Uisi CEpBUCHOTO MPEAIPUSITHS?

a) TOJIBKO JIMHEWHAS;

0) rubKas opraHu3aloOHHAs CTPYKTYpa, OpPUEHTUPOBAHHAS HA KIIMEHTA;
B) UCKJIIOUUTEIBHO HepapXuyeckasi 0e3 U3MEHEHUN;

') OTCYTCTBYET CTPYKTYpa.

Uto sBIAETCS KITFOYEBBIM 3JIEMEHTOM OpPTaHHU3aIliy cepBuca’?
a) o0opy/1I0BaHUE;

0) KJIMCHT;

B) CKJIAI;

I') CBIPBE.

Kaxkast pyHKIMS OTHOCUTCS K YIIPABJICHUIO CEPBUCHOM JIEATEIbHOCTHIO?
a) 100bIYa peCypcoB;

0) MIaHUPOBaHHUE TIPOIIECCOB 0OCITYKUBAHUS;

B) IIPOU3BOJICTBO CHIPhS;

I') 9KCIIOPT TOBAPOB.

Urto onpenensier 3pPeKTUBHOCTb OPraHU3aLNKU CEPBUCHOM JEATEIBHOCTU?
a) TOJIBKO KOJIMYECTBO COTPYAHUKOB;

0) ypOBEHb KayecTBa OOCTYKMBAHUS U YJIOBJIECTBOPEHHOCTh KJIIMEHTOB,;

B) HAJIMYHE CKIIAJIOB;

r') 00bEM MPOU3BO/ICTBA.

Tect 2.

BHuMaTenbHO MpOYNTATh TEKCT 3a/JlaHus U MOHSTh, UTO B KauyeCTBE OTBETA
0’KMJIA€TCSl HECKOJIBKO MPAaBUJIBHBIX OTBETOB U3 MPEJIOKEHHBIX BAPUAHTOB.

BHuMaTenbHO MpOYXTATh MPEJI0KEHHbIC BAPUAHTHI OTBETA.

BriOpaTh HECKOIBKO MTPAaBUIIBHBIX OTBETOB.

3anucath TOJIbKO OYKBBI BRIOPAHHBIX BAPHAHTOB OTBETA.

Kakue aneMeHThI BKIIIOYAET OpraHu3alus CEPBUCHON JAEATEIbHOCTU?
a) mepcoHa,

0) mporiecchbl 00CTy)KUBaHUS;

B) 000pyI0BaHUE;

T') KJIMEHTHI;

1) IPUPOIHBIE PECYPCHI.

Kakue ¢hyHKIMH BBIOTHSIET OPraHU3aIvs CEPBUCA HA TIPEATIPUATHN?
a) TUIAaHUPOBAHUE;

0) opraHuzarus;

B) MOTHUBAIUSA [IEPCOHANA;

) 100bIYa CHIPHS;

1) KOHTPOJIb KAYEeCTBA.
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Kakue gaxTopsl BIUSIOT HA OPTaHU3AIHUIO CEPBUCHON JESATEIIEHOCTH?
a) ypoBeHb KBATM(UKAINN TIEPCOHAIIA;

0) TEXHOJIOTUM OOCTY>KMBAHUS;

B) TOTPEOHOCTH KJIUEHTOB;

') MOTOHBIC YCIOBUA (BCET1a);

1) OpTaHU3AIMOHHAS CTPYKTYpAa.

Tecr 3.

BHHMaTeIbHO TPOYHMTATh TEKCT 3aJaHUS M IOHSATH, YTO B KAa4eCTBE OTBETA
OKUAAETCA MOCIIE0BATEILHOCTD YIIEMEHTOB.

BHHMaTeIbHO IPOYUTATH MPEIIOKEHHBIC BAPHAHTHI OTBETA.

[TocTpouTh BepHYIO MOCIEIOBATEILHOCTD U3 MPEAIOKEHHBIX JIEMEHTOB.

3anucath OYKBBI BAPHAHTOB OTBETOB B HY)KHOU ITOCJIEIOBATEIIEHOCTH.

YcTaHOBHTE TIOCIIEIOBATEIHPHOCTS OPTAaHU3AIMHA CEPBUCHOMN JCSITETLHOCTH:

a) KOHTPOJIb Ka4ecTBa 00CTy)KUBAHUS;

0) aHanu3 MOTPeOHOCTEN KIMEHTOB;

B) pa3paboTKa MPOIECCOB OOCITYKUBAHNUS;

) peanu3anus yCciyr;

1) TUNTAaHUPOBAHUE JICSITEITHHOCTH.

KontponrsHoe 3ananue 1.

Omnpenenuts K03()PUIMEHT 3arpy3Ku MepcoHaNa, eCiau MPEeaIpUiITHe MOXKET
obcimyxuth 500 KIMEHTOB B JeHb, a (paktuuecku obcmyxkuBaeT 350. PaccumraTh
MoKa3aTeNb B MPOIICHTAX.

KonTtponrHoe 3ananue 2.

[Ipoananu3upoBaTh OPraHU3aIUI0 CEPBUCHON JCSITEIBHOCTH HA IPEANPUITUH
U PACKPBITh POJb CTPYKTYphl, TEPCOHAla ¥ TMPOIECCOB OOCITY)KUBAHUS B
o0ecrieueHnr KauecTBa yCIIyT.

Tema 2.2. Tlpouecc oka3zaHusi yCJIYIru: CTPYKTYpa M 3Talnbl
TecroBble 3a1aHMs

Tecr 1.

BHuMaTenpHO MpoYHMTaTh TEKCT 3a/JaHUs M TOHSTH, YTO B KauyeCTBE OTBETA
OXKUAAETCS TOJBKO OJIMH U3 TMPEIIOKCHHBIX BAPUAHTOB.

BHuMaTenpHO MpOYUTATh MPEAIoKEHHbIE BAPHAHTHI OTBETA.

BriOpath o1uH BEpHBIN OTBET.

3anucath TOJIbKO OYKBY BRIOPAHHOT'O BapHaHTa OTBETA.

Uro mpencTaBisieT co00ii MpoIece OKa3aHus yCIyTH?
a) TOJIbKO MPOU3BOJICTBO TOBAPA;
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0) COBOKYIHOCTb MOCHEAOBATENbHBIX JIEUCTBUI 1O yIOBJIETBOPEHUIO
NOTpeOHOCTEN KINEeHTa;

B) ()MHAHCOBBIE PACUETHI MPEAIPUITHS;

I') CKJIAIMPOBaHUE MPOIAYKIIUH.

Kaxkoii aTamn sBisieTcs HadallbHBIM B IIPOLIECCE OKA3aHUs yCIyru?
a) OIleHKa KayeCTBa,;

0) BbISIBJICHHE MTOTPEOHOCTEH KIMEHTA;

B) 3aBEpIICHUE OOCTYKUBAHUS;

') KOHTPOJIb 3aTpar.

UTo MpOUCXOANUT HA dTATE OKA3aHMSI YCIYTH?

a) aHaJIM3 PbIHKA;

0) HENmOCpEeJCTBEHHOE B3aWMOJICHCTBHE C KIMEHTOM M TPEAOCTaBICHHE
YCIIyTH;

B) pa3paboTKa CTpaTeruu;

') COCTaBJICHUE OTYETHOCTH.

Kakoi1 aTan cremyer nociie okasaHus yciryru?
a) ITHOPUPOBAHUE KIIMEHTA;

0) OlLIEHKa yJAOBJIETBOPECHHOCTH KIIMEHTA,

B) COKpAIllCHHE 3aTparT;

I') 3aKyIIKa PECypCoB.

Yto ABJISCTCS KIIFOUEBBIM 3JIEMEHTOM IIPOIecca OKa3aHMsl YCITyTH?
a) o0opy10BaHUE;

0) KJIMEHT U ero MoTpeOHOCTH;

B) CKJIaJI;

T) CBIPBE.

Tect 2.

BHUMaTENbHO TIPOYUTATh TEKCT 3aJaHWs W TIOHSTh, YTO B KAa4eCTBE OTBETA
OKHJIA€TCSI HECKOJIBKO MPABUIIBHBIX OTBETOB M3 MIPEIJIOKCHHBIX BAPHAHTOB.

BHUMaTEeNbHO MTPOYNTATH IPEIIOKCHHBIC BAPHAHTHI OTBETA.

BrI1OpaTh HECKOJIBKO MPABHIILHBIX OTBETOB.

3anucaTh TOJIBKO OYKBBI BRIOPAaHHBIX BAPUAHTOB OTBETA.

Kakwue stamsl BKIIIOUaET MpoIiecc OKa3aHus yCcIryru?
a) BBISIBJICHHE MMOTPEOHOCTEH;

0) moAroToBKa OOCITYKUBAHUS;

B) OKa3aHUE YCIYyTH;

I') OLIEHKA pe3yJbTaTa;

1) 10OBIYa PECYPCOB.
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Kaxkue (hakTopsl BIUSIOT Ha MPOLECC OKA3aHUS YCIyTh?
a) kBanuuUKaIus MepcoHana;

0) OXKUJAaHUS KIIUEHTA;

B) TEXHOJIOTUU OOCITY>KUBAHUS,

I') clly4aliHble IPUPOJIHBIC SBJICHUS (BCETIa);

1) CTaHAapThl KAYeCTBA.

Kakne  xapaktepuctuku  BaxHB I 3¢G(GEKTUBHOTO  TIpoliecca
oOCTy>KUBaHUS?

a) CKOPOCTh 00CITy)KHBaHUS;

0) KaueCTBO yCIIyTH;

B) OpUECHTAIIMS HA KITUCHTA,

') MITHOPUPOBAHUE OOPATHOU CBSI3H;

1) COTTIACOBAaHHOCTH JICHCTBUH TIepcoHAIa.

Tect 3.

BauMartenbHO mpouMTaTh TEKCT 3aJaHUs W TOHATH, YTO B KauyeCTBE OTBETA
0’KHJAETCS MOCIIEA0BATEILHOCTD DJIEMEHTOB.

BHuMaTeTbHO TPOYNTATH NIPEIIOKCHHBIC BAPHAHTHI OTBETA.

[TocTpouTs BepHYIO MTOCIECIOBATEIHLHOCTD U3 TPEIJIOKEHHBIX 3JIEMEHTOB.

3anmcaTh OYKBBI BApUAHTOB OTBETOB B HY>KHOU MTOCIICIOBATEIHHOCTH.

YcTaHoBHUTE NOCIEI0BATEIBHOCTh 3TAOB MPOLIECCa OKA3aHUS YCIYTH:
a) OLIEHKA yJIOBJIETBOPEHHOCTH KJIMEHTA;

0) OKa3aHue yCIyTu;

B) BBISIBJIEHUE TIOTPEOHOCTENH;

I') IOATOTOBKA 00CITY>KUBaHUS;

1) yCTAaHOBJICHHE KOHTAKTa C KJIMEHTOM.

KonTtponrHoe 3ananue 1.

Paccuutate kod(duimeHT 3aBepimi€éHHOCTH oOcTykuBaHus, ecnu u3 120
oOpallleHui KJIMEHTOB IMOJHOCThIO 00ciykeHo 96. Omnpenenuth MOKa3arelb B
MPOIICHTAX.

KontponrsHoe 3ananue 2.

[Ipoananu3upoBaTh CTPYKTYpy MpoOLEcca OKa3aHHUsl YCIYTM U PACKPHITH
COJEpP/KAaHUE €ro OCHOBHBIX 3TanoB. OOOCHOBaTh 3HAYEHHE KaXKAOrO ATama Jyis
o0ecrniedyeHnsl KauecTBa 00CITyKUBaHMSL.

Tema 2.3. TexHosorumn o0c/1y:KUBaHUS KJIUEHTOB

TecToBrle 3amanus
Tecr 1.
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BHuMarenbHO MpOYMTATh TEKCT 3aJaHUS U IMOHATh, YTO B Kauy€CTBE OTBETA
0’KMJIAETCS TOJIBKO OJIMH U3 MPEAJIOKEHHBIX BAPUAHTOB.

BHuMartenbHO NpounTaTh NPEAJIOKEHHBIE BADUAHTHI OTBETA.

BriOpath 0/1uH BEepHBIN OTBET.

3anucaTh TOJIbKO OYKBY BRIOpAaHHOTO BapHaHTa OTBETA.

Yto noHuMaeTCs Mo TEXHOJIOTUSIMHU OOCITYKHUBAHUS KITMEHTOB?

a) TOJIbKO TEXHUYECKOE 000PYI0BaHHE MTPEATIPHUSITHS;

0) COBOKYMHOCTh METOJIOB, HHCTPYMEHTOB M IPOLIECCOB B3aUMOJICHCTBUS C
KIIUCHTaMH;

B) UCKJIIOUUTEIHHO (DMHAHCOBBIE OTIEPAIIHH;

T') IPOU3BOICTBEHHBIE TEXHOJIOTHH.

Uto siBNISETCS KIIOYEBOM 1IETIbI0 TEXHOJIOTHI 00CTyKUBaHUS?
a) YBEJIMYEHUE CKJIAJCKUX 3aIacoB;

0) MOBBIIICHKUE YOBJICTBOPEHHOCTH KIIMEHTOB;

B) COKpAIlIEHHUE [IePCOHAIA;

I') YBEJTUYECHHUE MPOU3BOJICTBEHHBIX MOILITHOCTEM.

Kakas TtexHonmorusi HampaBjeHa Ha YNpPaBJICHUE B3aUMOOTHOILICHHUSIMU C
KJIUCHTaMHu?

a) ERP;

0) CRM;

B) HRM;

r) SCM.

UTto 03HaYaeT OMHUKAHAIBHOCTh B OOCTYKUBAHUH KIIMEHTOB?

a) UCTOJB30BaHKE OJJHOTO KaHaja CBSI3H;

0) oTKa3 OT UMPOBBIX TEXHOJOTHUIA;

B) MHTETpaIvs Pa3IUYHBIX KaHAJIOB B3aUMOJICHCTBUSI C KIIUEHTOM;
') OrpaHuyYeHue OOIIEeHNs C KIIMEHTaAMHU.

Kakoit Qaxktop Hambonee BauseT Ha SPPEKTUBHOCTb TEXHOJIOTUU
oOcTy KuBaHUs?

a) CJIy4allHOCTb;

0) ypoBeHb KBaNU(UKAIMU EPCOHANA;

B) OTCYTCTBHE CTaHJapPTOB;

I') MUHUMU3aIIMsI KOHTAaKTOB C KIIMEHTaMH.

Tecr 2.
BauMarenbHO mpouMTaTh TEKCT 3aJaHUS W IOHATH, YTO B KauyeCTBE OTBETa

0K IAaCTCA HCCKOJIBKO IIPABUJIBHBIX OTBCTOB M3 IIPCATOKCHHBIX BAPUAHTOB.
BaumarennHO MMpO4YUTAaTh INIPCAIIOKCHHBIC BAPHUAHTBI OTBCTA.
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BBI6paTB HECKOJIBKO ITPaBUJIbHBIX OTBCTOB.
3anucaTh TOJILKO 6YKBBI BBI6paHHI>IX BAapUaHTOB OTBCTA.

Kakue TeXHOJIOTHH HCTIONB3YIOTCS B 00CITY)KUBAaHUH KITUEHTOB?
a) CRM-cucremsr;

0) OHJIal{H-YaThI;

B) MOOWJIbHBIE TIPHIIOKCHHS;

r) 100BIYa PEeCypCoB;

J1) aBTOMAaTU3aI1s MPOIIECCOB.

Kakue xapakTepruCTUKNA COBPEMEHHBIX TEXHOJIOTHI 00CTyKUBAHUS?
a) MepCcoHANIU3aLUs yCIIYT;

0) mudpoBuzaIus;

B) OPHCHTAIIMA HA KIIMCHTA;

') MTHOPUPOBAHUE OOPATHOW CBSI3H;

1) CKOPOCTh O0CITy >KUBaHHS.

Kakue npeumyiecTsa 1at0T TEXHOJIOTMH 00CTyKUBAaHUsA?
a) MOBBILIEHUE KaYyeCTBA yCIIYT;

0) ynydilleHHe KOMMYHUKAIUU C KIMEHTaMU;

B) CHUKEHUE YJIOBJIETBOPEHHOCTH KIMEHTOB;

I') ONTUMHU3ALMS TIPOLECCOB;

1) pOCT JIOSUTbHOCTH KJIMEHTOB.

Tect 3.

BHuMmaTenbHO MpouynTaTh TEKCT 3aJaHUs U MOHATH, UTO B KauyeCTBE OTBETA
0>KMJAETCs TTOCIIEA0BATENBHOCTD JJIEMEHTOB.

BHuMmaTenpHO MpOYnTATh MPEAJI0KEHHBIE BAPUAHTBI OTBETA.

[TocTpouTts BEpHYIO MOCIEI0BATENBHOCTD U3 NPEIJIOKEHHBIX JJIEMEHTOB.

3anucaTth OyKBbl BAPMAHTOB OTBETOB B HY>KHOM MOCIIE0BATEIILHOCTH.

YcTaHOBUTE TOCIIENOBATENBHOCTh BHEAPEHUS TEXHOJOTUHA O0O0CITyKUBaHUS
KITUEHTOB:

a) aHAJIM3 MOTPEOHOCTEN KIIUEHTOB;

0) BBIOOP TEXHOJIOTHUH;

B) BHEJIPEHUE CUCTEMBI;

I) oleHKa 3 PEeKTUBHOCTH;

1) o0yueHure TepcoHarna.

Kontponrhoe 3ananue 1.

Paccuurath ypoBeHb aBTOMaTH3aIMK OOCTYyXkuBaHus, ecau u3 200 omepanuii
150 BBIMOMHSIOTCS C HCMOIB30BAHMEM HHUQPPOBBIX TEXHOJNOTHI. OnpenenuTh
MOKa3aTelb B MPOIEHTAX.
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KonTponbHoe 3ananue 2.

[Ipoananu3upoBaTh COBPEMEHHBIE TEXHOJOTHHM OOCITY)KUBaHUS KIHWEHTOB U
PacKphITh HUX POJIb B TOBBIIICHWH KadyeCcTBa YCIYI U KOHKYPEHTOCIOCOOHOCTH
MPEATPUSATHS.

Tema 2.4. CTaHnameaum{ H periiaMeHTalnsd CepBHCHOﬁ ACATCJIbHOCTH

TecToBrIe 3amanus
Tect 1.

BHuMartenbHO MpOYMTATh TEKCT 3aJaHUS U IMOHATh, YTO B KA4yECTBE OTBETA
0’KHMJIAETCS TOJIBKO OJIMH U3 MPEAJIOKEHHBIX BAPUAHTOB.

BHumaTenpHO pOYUTATh MIPEAJI0KEHHBIE BAPUAHTHI OTBETA.

Bri6path 0/1uH BEpHBIN OTBET.

3anucaTh TOJIbKO OYKBY BRIOpAaHHOTO BapHaHTa OTBETA.

Uto moHMMaeTcs Mo CTaHAAPTU3ALUEN B CEPBUCHOM JESITEIBHOCTH?
a) clly4aifHOE BBINIOJIHEHUE YCIIYT;

0) yCTaHOBJICHHE €ITMHBIX TPEOOBAHUI U HOPM OKa3aHUs yCIyT;

B) OTKa3 OT PETJIaMEHTOB;

I') YBEJIMYEHHUE YHCIIA KIIUEHTOB.

Uto ABISETCSI OCHOBHBIM JOKYMEHTOM, PETYJIUPYIOIIAM  TMPOIECCHI
oOCITy>KUBaHUS?

a) peKJIaMHbIN OYKJIET;

0) craHgapT 0OCITyKUBAHUS,

B) ()MHAHCOBBIN OTYET;

') 10TOBOP apEH/IbI.

KakoBa nienb persiaMmeHTanum CepBUCHON IESITETBHOCTH ?
a) YCIIO)KHEHHUE MPOIIECCOB;

0) obecrnieueHre CTaOMIIBHOTO Ka4eCcTBa YCIYT;

B) CHMKEHUE KOHTPOJIS;

') OTKa3 OT 00y4YeHus MepcoHara.

Urto BKIIIOYAET CTaHAAPT OOCTYKHUBAHUS?

a) TOJIBKO (PMHAHCOBBIE TIOKA3ATEIH;

0) mpaBuia ¥ MPOIEAYPHl B3aUMOJICHCTBUSA C KIIMEHTAMU;
B) IIPOU3BOJICTBEHHBIE HOPMBI;

T') CKJIAJCKHE OIEepaIvH.

Uro siBisieTcs pe3yJIbTaTOM BHEJIPEHUSI CTAHIaPTOB?
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a) CHMKCHHE KauecTBa yCIyT;

0) MOBBIIICHHE KaYyeCTBa U €AMHOOO0pa3Hs 00CTy KUBAHMUS;
B) OTKa3 OT KOHTPOJIS;

') YMCHBIIIEHNE OTBETCTBEHHOCTH MEPCOHAIA.

Tect 2.

BHUMaTENbHO MPOYUTATh TEKCT 33JaHUS U MOHSATh, YTO B Ka4e€CTBE OTBETA
OKHJIA€TCS1 HECKOJBKO MPABUIIBHBIX OTBETOB M3 MIPEIJI0KEHHBIX BAPHAHTOB.

BHUMaTENBHO MPOYUTATH MPEIIOKEHHBIE BAPUAHTHI OTBETA.

BrIOpaTh HECKOJIBKO MPABUIIbHBIX OTBETOB.

3anucaTh TOJIbKO OYKBBI BBIOpaHHBIX BAPUAHTOB OTBETA.

Kakue 3neMeHTHI BKITIOYaeT CTaHAapTU3AINS CEPBUCHOMN IeATETHHOCTHU?
a) pa3paboTKa CTaHJapTOB;

0) BHEJPECHUE PETIIAMECHTOB,

B) KOHTPOJIb UCTIOJTHCHHSI,

') MITHOPUPOBaHUE TPeOOBaHNUI;

1) o0y4yeHue nepcoHana.

Kakue npenmyiecTBa 1aet cTaHaapTA3aus ?

a) cTaOUJIBHOCTh KaYECTBA YCIIYT;

0) noBbIIeHHE 3PPEKTUBHOCTU PabOTHI;

B) CHUKEHUE YJIOBJIETBOPEHHOCTH KIMEHTOB;

I') YIPOILIEHUE KOHTPOJIS;

1) (opMHpoBaHUE €AUHOTO YPOBHS 00CTYKUBaHUSI.

Kakue 1oKyMeHTBI UCTIOJIB3YIOTCS JJI PErflaMeHTalluu cepBrca’?
a) MTHCTPYKIIUH;

0) crangapThl 00CTY>KUBAHUS;

B) TEXHOJIOTUYECKUE KAPTHI;

T') CIy4aiHbIe pelIeHHs COTPYAHUKOB;

1) pErJIaMEHTBhI.

Tect 3.

BHuMarenpHO MpoOYMTATh TEKCT 3aJaHUS U IMOHATH, YTO B KAa4€CTBE OTBETA
OKHJIAETCs NOCIIEIOBATENBHOCTD JJIEMEHTOB.

BauMarensHO pouuTaTh NpEAJIOKEHHbIE BADUAHThI OTBETA.

ITocTpouTh BEpHYIO MOCIE0BATEIBHOCTD U3 ITPEJIOKEHHBIX JIEMEHTOB.

3anucaTh OyKBbl BAPHAHTOB OTBETOB B HY>KHOM MOCJIEIOBATETLHOCTH.

YcraHoBute MMOoCJICAOBATCIIBHOCTL IIPOHECCa CTaHAAPTHU3aAlIUH CGpBHCHOfI
JACATCIBbHOCTH:
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a) KOHTPOJIb BBITTOJIHEHUS CTAH/IAPTOB;
0) pa3paboTka CTaHIaPTOB,;

B) BHE/IPEHUE CTaHIApTOB;

I') aHAJIM3 TEKYIUX MPOIIECCOB,;

1) oOy4eHue epcoHana.

KoHntposbHoe 3ananue 1.

Paccuntats ypoBeHb COOMIOACHMS CTaHAAPTOB, eciid U3 120 mpoBEepeHHBIX
onepanuii 102 BBHIMOTHEHBI B COOTBETCTBHH C YCTAHOBJIEHHBIMH TPEOOBaHUSMHU.
OmnpenenuTts NoKa3aTenb B IPOLIEHTAX.

KontponrsHoe 3ananue 2.

[Ipoananu3upoBaTh poJib CTAHAAPTU3ALMHM U PErJIaMEHTAllUU B CEPBHUCHOM
NEeSATENbHOCTH. PackpbITh MX 3HaueHHe [UIsI OOECHeueHusT KauyecTBa YCIyr U
YIPABJICHHS [IEPCOHAIOM.

Tema 2.5. llndpoBusanusi U MTHHOBAIUM B chepe yCayr
TecToBbI€ 3a1aHUA

Tecr 1.

BHuMartenbHO mpouuTaTh TEKCT 3aJaHUs W TMOHATh, YTO B KaueCTBE OTBETA
OKHMJIA€TCS TOJIBKO OJIUH U3 MPEAJIOKEHHBIX BAPUAHTOB.

BHuMartenbHO npounTaTh MPEAJIOKEHHBIC BAPUAHTHI OTBETA.

BriOpaTh 0/1uH BepHBI OTBET.

3anucaTh TOJIHKO OYKBY BRIOpDAaHHOTO BapHaHTa OTBETA.

Uto monnmaetcs noj mudposu3anueit B chepe ycayr?

a) OTKa3 OT MCIIOJb30BaHUS TEXHOJIOTHI;

0) BHeApEeHUE ITU(PPOBBIX TEXHOJIOTUH B MPOIECCHI OKa3aHUs YCIIYT;
B) YBEJIMYCHHE YUCIIA COTPYIHUKOB;

I') IepeXo/I K MPOU3BOICTBY TOBAPOB.

Uro siBNIeTCS MPUMEPOM LIMPPOBOM TEXHOJIOTUU B cepBUCce?
a) OyMa)KHBII KypHaJl yuera;

06) CRM-cucrema;

B) YCTHOE OOIIEHUE;

') py4HOU pacuer.

KakoBa ocHOBHas 11€/1b BHEIPEHUSI MHHOBAINM B cepe ycmyr?
a) YCIIO’KHEHHUE MPOILIECCOB;

0) moBbINICHHE KayecTBa U 2P(HEKTUBHOCTH OOCITYKUBaHNUS,

B) CHMKEHUE YPOBHS 00CITY KHUBAHUS;
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F) OTKa3 OT KIIMCHTOB.

Yro xapakTepusyet nupoByIo TpaHCHOPMAILIMIO CEPBUCHOM JIEATETbHOCTH?
a) UCIOJB30BAHUE TOJIBKO TPATUIIMOHHBIX METOJIOB;

0) aBTOMaTH3aIMs U UHTETpaIus MpoLeCcCoB;

B) OTKa3 OT JIaHHBIX;

I') CHUKEHUE CKOPOCTU 0OCITYKUBaHUSI.

Kakoii s ekt naet uudposuzarus s KIMEHTOB?
a) yBEJIMUEHUE BPEMEHU 00CTYKUBAHUS;

0) MOBBILIIEHHE JOCTYITHOCTH U Y00CTBA YCIYT;

B) CHMIKEHUE KayecTBa yCIIyT;

') orpaHuYeHue BHIOODA.

Tect 2.

BHuMartenbHO MpoYMTaTh TEKCT 3aJaHUS U IIOHATH, YTO B KA4E€CTBE OTBETA
0’KMJIA€TCSI HECKOJIBKO IPABUIIBHBIX OTBETOB U3 MPEIIIOKEHHBIX BAPUAHTOB.

BHuMartensHO MpounTaTh NPEAJIOKEHHBIE BADUAHTHI OTBETA.

BrIOpaTh HECKOJIBKO MPABUIIbHBIX OTBETOB.

3anucaTh TOJBKO OYKBbI BBIOPAHHBIX BAPUAHTOB OTBETA.

Kakue TexHomornuu OTHOCATCS K HU(PPOBU3ALNU YCITYT?
a) MOOMJIbHBIE TPUIIOKEHUS;

0) oHIaNH-TIIAT(HOPMBIL;

B) UCKYCCTBEHHBIN UHTEIIEKT;

) py4HOU TPyX;

1) aBTOMaTU3UPOBAHHBIE CUCTEMBI.

Kakue npeumyiecTsa 1aet HuppoBrU3aLys CEpBUCHON AESITEIbHOCTH?
a) MOBBIILIEHUE CKOPOCTU 00CTYKUBAHUS;

0) yJIyullleHre KauecTBa yCIyT;

B) CHIDKEHHE TIPO3PAYHOCTH MPOIIECCOB;

I') IepcoHaIMU3aIus 00CTy)KUBaAHUS;

1) OTITUMU3AIUs 3aTpart.

Kakue nnHOBaIuu npuMeHstoTcs B chepe ycayr?
a) 4aT-00ThlI;

0) DJIEKTPOHHBIE TUTATEKU;

B) BUPTYaJIbHbIE ACCUCTEHTHI;

') OTKa3 OT TEXHOJIOTU;

1) OHJIaitH-OpOHUPOBAHHUE.

TecT 3.
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BHuMaTensHO MpOUYUTaTh TEKCT 3a7aHus M MOHATH, YTO B KauecTBE OTBETA
OXKHJIaeTCsI MOCIIEI0BATEILHOCTh 3JIEMEHTOB.

BHuMaTensHO pounTaTh MpeIoKeHHbIE BApUAaHThl OTBETA.

[TocTpouTh BEpHYIO MOCIENOBATEIBLHOCTD U3 MPEII0KEHHBIX JIEMEHTOB.

3anucath OyKBBI BAPHAHTOB OTBETOB B HY)KHOM IMOCJIEZIOBATEILHOCTH.

YcTaHOBUTE TMOCIIEIOBATENFHOCTh BHEAPEHUS LU(GPOBBIX TEXHOJIOTUN B
CEPBHUCHOM JIEITEIbHOCTH:

a) orieHKa 3 ¢GeKTUBHOCTH;

0) aHanM3 MOTpPeOHOCTEN U MPOIIECCOB;

B) BHEJIPEHUE TEXHOJIOTUM;

r') BEIOOP LU(POBBIX pEIICHMIA;

1) oOy4eHue epcoHana.

KonTtponrsHoe 3ananue 1.

Paccuurtate ypoBeHb nmdpoBuzanuu yciayr, eciu u3 300 omepammit 210
BBITIOJIHAIOTCS C UCIIOJIb30BaHUEM ITU(DPOBBIX TEXHOJIOTUN. ONpeAeIUTh MOKa3aTeNb
B IIPOLICHTAX.

KontponrsHoe 3ananue 2.

[Ipoananu3upoBath BAMSHUE LHUPPOBHU3AIMU W MHHOBAIMI Ha pa3BUTHE
CEepPBUCHOM JeATEIbHOCTH. PacKpbITh MX POJIb B MOBBIIMIEHUH KAaveCTBA YCIyT U
KOHKYPEHTOCIIOCOOHOCTH MPEANPUATHS.

PA3JIEJI 3. YIPABJIEHUE KAYHECTBOM 1
B3AUMOIENCTBUEM C IOTPEBUTEJISAMUA

Tema 3.1. KauecTBO ycJIyr U MeTObI €r0 OLIEHKH

TecroBble 3a1aHus

Tecr 1.

BHuMaTenbHO MPOYUTATh TEKCT 33JaHUs U TOHSTh, YTO B KaueCTBE OTBETA
OKUJIA€TCS TOJIBKO OAMH U3 MPEAJI0KEHHBIX BAPUAHTOB.

BHuMaTenbHO MPOUYUTATh MPEAIOKEHHBIE BAPUAHTHI OTBETA.

BbiOpaTh 01uH BEpHBI OTBET.

3anucaTh TOJIbKO OYKBY BRIOpDAaHHOTO BapHaHTa OTBETA.

UYTo moHMMAETCs 01 KAaYeCTBOM YCIIYTH?

a) KOJINYECTBO OKa3aHHBIX YCIYT;

0) cTeneHb COOTBETCTBUSA YCIYTU OKUJAHUSAM U TPEOOBAaHUSAM KIHEHTA;
B) CTOUMOCTb YCIYTH;

I') CKOPOCTb IIPOM3BOJICTBA TOBApa.

Kaxoit mokazatenr Hauboyiee 4acTO WCHOJB3YeTCS IS OICHKM KauyecTBa
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ycayr?
a) YpOBEHb MHDJIALINH;
0) yAOBIIETBOPEHHOCTh KIIMEHTOB;
B) 00beM IIPOU3BOJICTBA;
I') YUCJICHHOCTh MEepCOHAIA.

Uro siBisieTCsl 0COOEHHOCTHIO OLICHKU Ka4ecTBa yCIyr?

a) BO3MOHOCTh TOYHOTO U3MEPEHUS 10 OKa3aHUs YCIYyTH;
0) cyOBEKTUBHOCTH BOCIIPUSITUS KIIUEHTOM;

B) TIOJTHOE OTCYTCTBHE KPUTEPHEB,

') HE3aBUCUMOCTh OT KJIMCHTA.

Kakoii MeTon wWcmonb3yercs i OIEHKH KadecTBa YCIyr Ha OCHOBE
OKUJAHUIA U BOCTIPUSATHUS KIMCHTA?

a) SERVQUAL;

6) SWOT-ananus;

B) ABC-ananus;

r) PEST-ananus.

Urto BIUsAET HA KAYECTBO YCIYyTH B HAMOONbILIEH CTEIEHU?
a) CKJIQJICKHE 3aIachl;

0) mepcoHal, OKa3bIBAIOIIUMN YCIYTY;

B) pa3Mep NpearpusiTus;

r) 00BbeM NMpoJaXK.

Tect 2.

BauMarenbHO mpouMTaTh TEKCT 3a7aHUs W TMOHATh, YTO B KaueCTBE OTBETA
OKHMJIA€TCSl HECKOJIBKO TIPABUJILHBIX OTBETOB U3 MPEIJIOKECHHBIX BAPUAHTOB.

BauMarenbHO npounTaTh IPEAJIOKEHHBIC BAPUAHTHI OTBETA.

Br1OpaTh HECKOIBKO MTPAaBUIIBHBIX OTBETOB.

3anucarth TOJIbKO OYKBBI BRIOPAHHBIX BAPHAHTOB OTBETA.

Kakue mokaszaTenu UCTIOIB3YIOTCS AJISl OLIEHKH KauecTBa yCIyr?
a) YOBIETBOPEHHOCTh KIMEHTOB;

0) ypOBEHb MOBTOPHBIX OOpAIICHMIA;

B) CKOPOCTb OOCITY>KUBaHUS,

r) 00beM MPOU3BOJICTBA;

1) KOJIMYECTBO Kajo0.

Kaxue MeToapl IpUMEHSIOTCS JIJIsl OIICHKH KauecTBa yCIIyT?
a) OIPOCHI KJIMEHTOB;

0) aHKETUPOBAHUE;

B) Metol SERVQUAL;

r) OyXrajnTepcKuil yuer;
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1) aHAJIU3 YKaJI00 U MPEITI0KEHUH.

Kakue gaxTopsl BIUSIOT Ha BOCIIPUATHE KaueCTBa yCIyTH?
a) OKHJIaHUS KIIMCHTA;

0) kB pUKaIMs IIepcoHaa;

B) YPOBEHb KOMMYHHUKAITUH;

T') IBET 000PYI0BaHMSI;

1) YCIOBHS OOCTYKUBaHUSI.

Tect 3.

BaumarennHO MMpOYUTATh TCKCT 3aJdaHUA WU IMOHATb, YTO B KAa4YCCTBC OTBCTA
OXXMNAacCTCs IOCIACAOBATCIbHOCTL 3JICMCHTOB.

BaumarensHO IMPpOYUTATh IIPCHAIIOKCHHBIC BAPUAHTBI OTBCTA.

HOCTpOI/ITB BCPHYIO IIOCICAOBATCIILHOCTD U3 IMPCAJIOKCHHBIX 3JICMCHTOB.

3anucarhb 6YKBI>I BapHaHTOB OTBCTOB B HY)KHOﬁ IIOCJICAOBATCIIbHOCTH.

Y cTaHoBUTE TIOCIIEIOBATEIHLHOCTD OIEHKH KaueCTBa YCIYTH:
a) hbopMupoBaHUE PEKOMEHAAIUHI 0 YJIYUIICHUIO;

0) cOOp TaHHBIX OT KJIUEHTOB;

B) aHAJIN3 TTOJIYYCHHBIX PE3yJIbTaTOB;

T') OIpeiesieHne KpUTEPUEB KauecTBa;

1) OIICHKA YJIOBJIETBOPEHHOCTH KJIMEHTOB.

KonTponbHbie 3ananus

KonTtponrHoe 3ananue 1.

Paccuntate WMHAEKC YIOBIETBOPEHHOCTHM KJIWMEHTOB, ecian u3 200
onpoueHHbIX 150 oLeHWIN ycayry Kak KauecTBeHHY. OnpenenuTh MoKa3areib B
MPOIIEHTAX.

KontponrsHoe 3ananue 2.

[Ipoananu3upoBaTh CYUIHOCTh KA4yeCTBAa YCIYr M PACKPBITh OCHOBHBIE
METO/IbI €ro oleHKH. OO0CHOBATh 3HaYEHHE KaueCcTBa JJI1 KOHKYPEHTOCIIOCOOHOCTH
NPEANPUATHS.

Tema 3.2. YnpaBjieHne Ka4eCTBOM CEPBUCHOI 1eSITeJIbHOCTH

TecroBble 3a1anus

Tecr 1.

BHuMaTenpHO MpouMTaTh TEKCT 3a/JaHus U MOHATh, YTO B KayecTBE OTBETA

OXKHMIACTCA TOJIBKO OAWH M3 IPCATO0KCHHBIX BAPUAHTOB.
BaumarennHO MMpO4YUTAaTh INIPCAIIOKCHHBIC BAPHUAHTBI OTBCTA.
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BriOpath 0/1uH BepHBIN OTBET.
3anucaTh TOJIbKO OYKBY BRIOpDAHHOTO BapHaHTa OTBETA.

Yrto moHUMaeTCs MoJ yIpaBJIeHHEM KadeCTBOM B CEPBUCHOMN JACATETLHOCTH?
a) yBeJIM4YeHUEe 00beMa IIpoJIaxK;

0) cuctema Mep Mo OOECICUCHHUIO U YIYUIICHUIO Ka4eCTBa yCIIyT;

B) COKpAIIICHUE TIEPCOHAIA;

I') paCUIMPEHHE CKIIAJICKHX 3aI1acoB.

Kakas 1ienp ynpasiieHus: Ka4eCTBOM yCIyT?

a) CHUKEHHUE 3aTpaT JII0OOU 11eHOM;

0) oOecrieueHre COOTBETCTBUS YCIYT TPEOOBAHUSIM U OKUJAHUSIM KIHEHTOB;
B) YBEJIMYCHUE TIPOU3BOJICTBA TOBAPOB;

I') 0OTKa3 OT KOHTPOJIS.

Kakoli mogxo/ nmpeanoiaraet HENpepbIBHOE YIYUlIEHUE KauecTBa?
a) TQM (Total Quality Management);

6) SWOT-ananus;

B) PEST-ananus;

r) ABC-ananus.

Yto sABIIETCS OCHOBHBIM OOBEKTOM yTIPABIICHUS KAYECTBOM B CEpBHCE?
a) o0OpyI0BaHUE;

0) mpoliecc OKa3aHus yCIIyIH;

B) CKJIQJICKHE 3aMachl;

r) pUHAHCOBBIC OTYETHI.

Yrto crmocoOCTBYET MOBBIIIEHUIO KAYeCTBA YCIyT?
a) OTCYTCTBUE CTaHJIapTOB;

0) oOydJeHue IepcoHaa;

B) CHU)KECHUE KOHTPOJIS;

I') YMEHBIIIEHNE B3aUMOJICUCTBUS C KIIMEHTOM.

Tect 2.

BHuMartenbHO mpouMTaTh TEKCT 3aJaHUs U TMOHATh, YTO B KaueCTBE OTBETA
O’KHMJIA€TCSl HECKOJIBKO MPABUJIbHBIX OTBETOB U3 MPEIJIOKEHHBIX BAPUAHTOB.

BauMartenbHO npounTaTh MpeAJIOKEHHbIC BAPUAHTHI OTBETA.

BriOpaTh HECKOIBKO MPAaBUIIBHBIX OTBETOB.

3anucaTh TOJIBKO OYKBBI BRIOPAHHBIX BAPUAHTOB OTBETA.

Kakue 35eMeHTBI BKITIOYaeT CHCTEMa YITPABIICHUS Ka4eCTBOM?
a) cTaHAapThI 00CITYKUBAHUS,

0) KOHTPOJIb Ka4eCTBa;

B) 00y4eHHE TIepCcoHaa;
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') ITHOPUPOBAHHUE KajI00 KIMEHTOB;
1) aHAJIU3 YJOBJIETBOPEHHOCTH KIIMEHTOB.

Kakue MeTopl UCIIONIB3YIOTCS B YIIPABICHUH KAYECTBOM YCIyT?
a) TQM;

0) KOHTPOJIb KauecTBa;

B) CTAaTUCTUYECKHUI aHAIU3;

I') CIIy4aiHbIE PEIICHUs [IEPCOHAIIA;

1) ayIUT Ka4ecTBa.

Kaxue (hakTopsl BIUSIOT Ha KAYECTBO YIIPABICHUS CEPBUCOM?
a) KBanmu(UKaIus epcoHana;

0) HAJIMYKE CTaHIapTOB;

B) TEXHOJIOTUU OOCITY>KUBAHUS,

') IOT0/1a;

1) cucTeMa KOHTPOJISL.

Tect 3.

BHuMaTenbHO TIPOYNTATh TEKCT 33JaHUs W TIOHITh, YTO B Ka4€CTBE OTBETA
0’KUJIA€TCS MOCJIET0BATENHLHOCTD DJIEMEHTOB.

BauMaTeIbHO TPOUYNTATH IPEIIOKCHHBIC BAPHAHTHI OTBETA.

[TocTpouTs BepHYIO MTOCIECIOBATEIHFHOCTD U3 TPEIJIOKEHHBIX 3JIEMEHTOB.

3anmcaTh OYKBBI BApUAHTOB OTBETOB B HY)KHOU MTOCIICIOBATEIHHOCTH.

VY cTaHoBUTE NOCIIE0BATENBHOCTD MPOIIECCa YIIPABICHUS KAU€CTBOM YCIIYT:
a) aHaJIu3 Pe3yJIbTATOB KOHTPOJIS;

0) yCTaHOBJICHHE CTaHJIapTOB KA4eCTBA;

B) BHEJPECHUE YIIyUIICHUH;

') KOHTPOJIb KAYECTBA YCIYT;

1) OLICHKA YJOBJIETBOPEHHOCTHU KIIMEHTOB.

KontponrsHoe 3ananue 1.

PaccuntaTte ypoBEHBb COOTBETCTBUS CTaHAapTaM KadecTtBa, ecid u3 180
MPOBEPEHHBIX omnepauuid 162 COOTBETCTBYIOT YCTAaHOBJICHHBIM TpPEOOBAHUSIM.
OnpenenuTs OKa3aTelb B MPOLICHTAX.

KontponrsHoe 3ananue 2.

[Ipoananu3upoBath CHUCTEMY YINpPABICHUS KAayeCTBOM B  CEPBHUCHOMU
JIESITEIBHOCTH M PACKpPbITh POJIb CTaHIAAPTOB, KOHTPOJISI U 0Oy4YeHHs NepcoHala B
o0ecrnieueHn CTaOUIbHOIO KauecTBa YCIYT.

Tema 3.3. [loBenenune norpedureeii B cepe ycayr
TectoBble 3ananuA
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Tect 1.

BHUMaTENBHO NIPOYUTATh TEKCT 33JaHUS W IOHSTh, YTO B Ka4eCTBE OTBETA
OKHJIAeTCs TOJIBKO OAVH U3 IIPEIIOKEHHBIX BAPUAHTOB.

BHUMaTENBHO TPOYUTATE IPEIIOKECHHBIC BAPUAHTHI OTBETA.

BrIOpaTh 01MH BEpHBINA OTBET.

3anucaTh TOJIbKO OYKBY BRIOpDAaHHOI'O BapHaHTa OTBETA.

Urto u3yyaeT moBeaeHue moTpeduTeneii B chepe ycmyr?

a) TEXHOJIOTHIO IPOU3BOCTBA TOBAPOB;

0) mpolecchl MPUHATHAS PENICHWH W JEUCTBUS KIMCHTOB IPU BBIOOpE U
MOTPEOJICHUH YCITYT;

B) (UHAHCOBYIO OTUYETHOCTD NIPEIPHUSITHIA;

T') CKIIAQJCKYIO JIOTUCTHKY.

Yro ABISIETCS OCHOBHBIM (DaKTOPOM, BIIMSIONIAM Ha BBIOOP yCITyTH?
a) BeT 000PYAOBAHUS;

0) MOTPeOHOCTH U OXKHMIaHUS KIMCHTA,;

B) IUIOLIAAb PEIPUATHUS;

I') KOJIMYECTBO COTPYAHHKOB.

Kakoi1 sTam npenmecTByeT noKynke yciayru?
a) MOCTHPOJIaKHOE 00CITYKUBAHUE;

0) oco3HaHUE NOTPEOHOCTH;

B) KOHTPOJIb KaY€CTBA;

') TPaHCHOPTUPOBKA TOBApa.

Urto BiHsET HA yAOBJICTBOPEHHOCTh MOTPEOUTEIIS YCIyT?
a) TOJIBKO 1I€HA;

0) COOTBETCTBUE OKUJAHUHN U TIOJIYYEHHOTO PE3yibTaTa,
B) KOJIMYECTBO COTPYAHUKOB;

r) 00beM MPOU3BOJICTBA.

Kaxkoe moBeeHne KIIMEHTa CBSI3aHO C TIOBTOPHBIM OOPAIICHUEM 32 YCITyTOM?
a) ciiyyaifHOE TTOBEJICHHUE;

0) JIOSUTBHOCTB;

B) OTKas3;

I') IPOTECT.

Tecr 2.
BauMarenbHO mpounMTaTh TEKCT 3aJaHUsS W IMOHATH, YTO B KauyeCTBE OTBETA

0K IAaCTCA HCCKOJIBKO IIPABUJIBHBIX OTBCTOB M3 IIPCATOKCHHBIX BAPUAHTOB.
BaumarennHO MMpO4YUTAaTh INIPCAIIOKCHHBIC BAPHUAHTBI OTBCTA.

42



BBI6paTB HECKOJIBKO ITPaBUJIbHBIX OTBCTOB.
3anucaTh TOJILKO 6YKBBI BBI6paHHI>IX BAapUaHTOB OTBCTA.

Kakue gaxTopsl BIUSIOT Ha MOBEICHUE MMOTPEeOUTEICH?
a) JIMYHbBIC TTIOTPEOHOCTH;

0) ypoBEHb 10X0/1a;

B) COLIMAJIBHOE OKPYKEHUE;

T) LIBET JIOTOTHUIIA BCET/IA;

1) KyJIbTYpHBIE OCOOCHHOCTH.

Kakwue 3tamnsl BKIIIOUAET MpOoIlecC MPUHATHS peIIeHUs oTpedouTenem?
a) OCO3HAaHHE NMOTPEOHOCTH;

0) nmouck uHpopMaIuu;

B) OIIEHKA aJbTCPHATHB;

T') IPOU3BOJCTBO YCIIYTH;

1) IPUHSITHE PEILICHUSI.

Kakue tunel noBeeHus noTpeOuTeNnen BbIIEISIOT?
a) pallMOHAILHOE;

0) UMITYJIbCUBHOE;

B) IPOU3BOJICTBEHHOE;

T) JIOSJILHOE;

1) ciiy4aiiHoe.

Tect 3.

BHuMmaTenbHO MpouynTaTh TEKCT 3aJaHUs U MOHATH, UTO B KauyeCTBE OTBETA
0’KMJAETCS TOCIEA0BATEIBHOCTD 3JIEMEHTOB.

BHuMmaTenpHO MpOYnTATh MPEAJI0KEHHBIE BAPUAHTBI OTBETA.

[TocTpouTts BEpHYIO MOCIEI0BATENBHOCTD U3 NPEIJIOKEHHBIX JJIEMEHTOB.

3anucaTth OyKBbl BAPMAHTOB OTBETOB B HY>KHOM MOCIIE0BATEIILHOCTH.

YcTaHoBUTE  TIOCTENOBATENBHOCTH  MpoIlecca  NPHUHATHAS — PEIICHUS
MOTPEOUTENIEM YCITYTH:

a) OLIEHKA aJIbTEPHATUB;

0) oco3HaHUE NOTPEOHOCTH;

B) NOKYTIKa yCIyTH;

I') IOMCK UHPOpPMaLIUK;

1) OLICHKA pe3yJIbTaTa.

Kontponrhoe 3ananue 1.

Paccuntate k03 uHeHT MOBTOPHBIX oOpamieHuit, ecau u3 250 KIMEHTOB
100 Bocmob30BaATUCH YCIYTOM TOBTOPHO. ONpeenuTh MoKa3aTeab B IPOIIEHTaX.
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KonTposnbHoe 3ananue 2.

[Ipoananu3upoBaTh MoBeAcHUE MOTpeOUTene B cepe yciayr u pacKpbITh
BIIUSIHUE TIOTPEOHOCTEM, OXUJIAHMM W  YpOBHS  YyJOBJICTBOPEHHOCTH Ha
dhopMupOBaHUE JIOSILHOCTH KIIMEHTOB.

Tema 3.4. KoMMyHUKAIIUM ¥ KYJbTYPa 00CTYyKUBAHUSI KIIHEHTOB
TecToBrIe 3amanus
Tect 1.

BHuMaTenbHO MpOYMTATH TEKCT 3aJaHUA W MOHSATh, YTO B Ka4eCTBE OTBETA
0’KHMJIAETCS TOJIBKO OJIMH U3 MPEAJIOKEHHBIX BAPUAHTOB.

BHuMarenbHO Npo4nTaTh NPEAJIOKEHHBIE BAPUAHTHI OTBETA.

BriOpath 01uH BEpHBIN OTBET.

3anucaTh TOJIbKO OYKBY BRIOpAaHHOTO BapHaHTa OTBETA.

Uto moHMMaeTCs 10/ KOMMYHHUKAIUSIMU B chepe oOcyKkuBaHus?

a) TOJBKO Tiepenada GUHAHCOBBIX JaHHBIX;

0) nporecc oOMeHa uHpopmaIuend MeX 1y IEPCOHATIOM U KJIMEHTaAMU;
B) CKJIQJICKas JIOTUCTHKA,

I') IPOU3BOACTBO TOBAPOB.

Yro sBiIeTCS OCHOBOM 3P (HEKTUBHOrO OOIIEHUS C KIUEHTOM?
a) UTHOPUPOBAHKE 3aIIPOCOB,;

0) yMeHHe ciaylaTh U NOHUMATh KIIMEHTA;

B) YBEJIMUEHHUE MTPOJIaXK JIFOOOM 1IEHOM;

I') HCIIOJIb30BAaHNE CI0KHON TEPMHUHOJIOTUH.

UT0 BXOJUT B KYJIBTYPY 0OCITYyKUBAHUS?

a) TOJIbKO BHEITHUM BHU]I 37IaHUS,;

0) HOPMBI TTOBEJICHUS M CTAaHIAPThI B3aUMOCHCTBHUS C KIIMEHTAMU;
B) 00bE€M MTPOU3BOCTBA;

T') CKJIaJICKasl CHCTEMA.

Kaxkoii paktop Haubosiee BIMsSET Ha KAYECTBO KOMMYHHUKALINH?
a) CJIy4allHOCTb;

0) npodeccuoHaIu3M NepcoHaa;

B) KOJINYECTBO COTPYAHUKOB;

T) IJI0maas oduca.

Uro sBriseTcs pe3yiabTaToM d(PPEeKTUBHON KOMMYHUKAITMH C KITHEHTOM?

a) yBeIn4eHue KOH(MINKTOB;
0) MOBBINICHHE YOBJICTBOPEHHOCTH KIIMEHTOB;
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B) CHIDKEHUE Ka4eCTBa yCIIyT;
') OTKa3 OT 00CITyKUBaHUSI.

Tect 2.

BHUMaTENbHO POYUTATh TEKCT 33JaHUs W HOHSATh, YTO B Ka4e€CTBE OTBETA
OKHJIA€TCSl HECKOJBKO MPABUIIBHBIX OTBETOB M3 NIPEIJI0KEHHBIX BAPHAHTOB.

BHUMaTENBHO MPOYUTATH MPEIIOKEHHBIE BAPUAHTHI OTBETA.

BrIOpaTh HECKOJIBKO NMPABUIIbHBIX OTBETOB.

3anucaTh TOJIbKO OYKBbI BBIODAHHBIX BApUAHTOB OTBETA.

Kaxkue sanmemMeHThl BKIIFOYAeT MPOIecC KOMMYHHUKAITAN ?
a) OTIpaBUTEIb HH(POPMALIHH;

0) nmony4Jatenb HHGOPMAaIIUH;

B) KaHaJl Iiepeiayu;

I') CKJIaJl POy KIIUU;

1) 0OpaTHast CBSI3b.

Kaxkue cocTaBistonme OTHOCATCA K KyJIbType OOCITYKUBAHUS?
a) BEXKJIMBOCTD MEPCOHANA;

0) cTaHAapTHI TOBEJICHMUS;

B) BHEILIHUI BUJI COTPYAHHUKOB;

I') IPOU3BOJCTBEHHBIE HOPMBI;

1) ATUKa OOIICHHUSI.

Kakuve HaBbIKM Ba)KHBI JJI1 KOMMYHUKAIIUHU C KITUECHTaMU?
a) aKTUBHOE CJIYILIaHUE;

0) oMmaTus;

B) arpeCcCUBHOE MTOBEICHUE;

I) SICHOE BBIPAXKECHUE MBICIIEH;

1) YMEHHUE pelIaTh KOHPIUKTHI.

Tect 3.

BHuMarenpHO MpoOYMTATh TEKCT 3aJaHUS U IMOHATH, YTO B KAa4€CTBE OTBETA
OKHJJAETCS MOCIIEI0BATEIBHOCTD JJIEMEHTOB.

BHuMartenpHO MpounTaTh NPEAJIOKEHHBIE BADUAHTHI OTBETA.

ITocTpouTh BEpHYIO MOCIEI0BATENBHOCTD U3 IPEIJIOKEHHBIX 2JIEMEHTOB.

3anucarh OyKBBI BAPHAHTOB OTBETOB B HY>KHOM MOCJIEIOBATEILHOCTH.

YcTaHoBUTE NOCIIEI0BATEIBHOCTh MPOIIECCa KOMMYHHUKAIIUH C KIIMEHTOM:
a) MoJydyeHrne oOpaTHOM CBS3H;

0) nepenava napopmanuu;

B) YCTaHOBJICHUE KOHTAaKTa,
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T') BoCIpusATHe HHPOPMAIUHN KIHEHTOM;
1) aHAJIU3 MOTPEOHOCTEH KIIMEHTA.

KontposnbHoe 3aganue 1.

Paccuntate xoadduimeHT >hPEeKTUBHOCTH KOMMYHHKanuu, eciau u3 200
B3aUMOJEUCTBUI ¢ knueHTamu 170 3aBepmmivch ycnemHo (0€3 KOH(IMKTOB).
OmnpenenuTth MoKa3aTesb B MPOLICHTAX.

KontponrsHoe 3ananue 2.

[Tpoanamu3upoBaTh pPOJIb KOMMYHHUKAIIMA W KYJIbTYpbl OOCITY)XHBaHUS B
chepe yciuyr. Packpeith BiausiHHE MPOGECCHOHAIBHOTO OOIICHUS IEepCOHAla Ha
yJIOBJICTBOPEHHOCTH KIIMEHTOB M KAYECTBO CEPBHUCA.

Tema 3.5. Ynpapiienne KOHPJIMKTAMHU M KAJT00aMH KJIUEHTOB
TecToBble 3a1anus
Tecr 1.

BHuMaTenbHO IPOYUTATh TEKCT 33JaHUs W TMOHSATh, YTO B Ka4e€CTBE OTBETA
OKHJIA€TCS TOJIBKO OAMH U3 MPEAJIOKEHHBIX BAPHAHTOB.

BHuMaTeNnbHO MPOYUTATH MPEIOKEHHBIE BAPUAHTHI OTBETA.

BrIOpaTh 01uH BEpHBINA OTBET.

3anucaTh TOJIbKO OYKBY BRIOpDAaHHOIO BapHaHTa OTBETA.

Uto moHnmaeTcs 1moj; KOHQIMKTOM B cepe yciyr?

a) yCIIeITHOE B3aUMOJICHCTBUE C KIIUEHTOM;

0) CTOJIKHOBEHHWE WHTEPECOB MEXKIY KIMEHTOM M OpraHu3alued Wiu
MIEPCOHAJIOM;

B) IIPOIIECC MPOJIAKHU TOBAPA;

T') CKJIaJCKas oneparusi.

UYro sBNIE€TCS OCHOBHOM MPUYUHON KOH(PIMKTOB B CEPBUCHOM JI€ATEILHOCTH?
a) N30BITOK KJIIMEHTOB;

0) HECOOTBETCTBUE O’KMJIAHUW KIIMEHTA U KaU4eCTBA YCIyTH;

B) BBICOKasl IPUOBLIb IPEANPUSATHUS;

') aBTOMAaTU3aIUs MPOIECCOB.

Yro Takoe xanoba KiaueHTa?

a) ¢popMa 01aroTapHOCTH;

0) BeIpa)KCHHE HEIOBOJIHCTBA YCIYTOM WM 00CITy KUBAaHUEM;
B) ((MHAHCOBBIN OTYET;

T') peKJIaMHOE COOOIIICHHE.
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Kaxkoii nogxon Haubonee 3¢ dpextuBeH mpu padbore ¢ KoHGIUKTaMu?
a) UTHOPUPOBAHUE KIIMCHTA;

0) KOHCTPYKTHUBHOE pa3pelieHue KOH(PIMKTA;

B) OTKa3 OT OOCTyKHBaHMUSI;

T') yBEJIMUYEHUE IICH.

Yro sBIIAETCA LIETBIO yIPaBiICHUS KOH(IUKTaMU?

a) yBeJIMUYEHHUE Ynciaa KOH(DIUKTOB;

0) coxpaHeHHE KIIMEHTAa U BOCCTAHOBJICHHUE €T0 yI0BICTBOPEHHOCTH;
B) COKpAIIICHUE TIEPCOHAIA;

I') CHUKEHUE Ka4eCTBa YCIYT.

Tect 2.

BHuMarenbHO IpoYMTaTh TEKCT 3aJaHUsA U IMOHATH, YTO B KAayeCTBE OTBETA
0’KMJIA€TCSI HECKOJIBKO IPABUIIBHBIX OTBETOB U3 IPEIJIOKEHHBIX BAPUAHTOB.

BHuMartenbHO pouuTaTh NPEAJIOKEHHBIC BADUAHTBI OTBETA.

Bb106paTh HECKOJIBKO IPABUIIBHBIX OTBETOB.

3anucaTh TOJBKO OYKBbI BBIOPAHHBIX BAPUAHTOB OTBETA.

Kakue npuanHbI MOTYT BBI3BIBaTh KOH(MDIUKTHI C KITUCHTAMH?
a) HU3KOE KaueCTBO YCIyTH;

0) 3aBbIIIICHHBIC 0KUIaHUS KIMCHTA;

B) TUIOXast KOMMYHHKAITHS;

I') IpoeCCUOHAIN3M NIEPCOHAA;

1) HapyLIEHHE CTaHAAPTOB 00CITyKUBAHHUS.

Kaxue MeToapl uCTIONB3YIOTCS )1 yIpaBieHUs] KOHGIUKTaMu?
a) IEPErOBOPHI;

0) UTHOpUPOBAHUE HKATI00;

B) KOMIIEHCAIIUU KIIMEHTaM;

I') arpeCCUBHOE MOBE/ICHUE;

1) I3BUHEHHE U Pa3bsICHEHUE CUTYaIlUH.

Kaxkue sTansl BKItoyaeT padoTta ¢ xano0aMu KIMEHTOB?
a) IpUeEM Kano0bI;

0) aHanu3 CUTyaluu;

B) yCTpaHEHHUE POOIEMBbI;

') UTHOPUPOBAHUE OOpAIICHUS;

1) oOpaTHasi CBS3b KIUCHTY.

TecT 3.

BaumarennHO IpOYUTaTb TCKCT 3adaHUA U IIOHATH, YTO B KAa4YCCTBC OTBCTA

47



OXKHNAACTCA ITOCICAOBATCIBHOCTD JICMCHTOB.
BaumarensHO NpoYUTAaTh NMPCAIIOKCHHBIC BApHAHTbI OTBCTA.
HOCTpOI/ITI) BCPHYIO IIOCICAOBATCIIBHOCTD U3 IMPCAJIOKCHHBIX 3JICMCHTOB.
3anucarhb 6YKBI)I BapHaHTOB OTBCTOB B Hy>KHOﬁ IIOoCJICA0BATCIIBHOCTH.

Y cTaHoBUTE TTOCIIEOBATENHPHOCTD PA0OTHI € Kaja000i KIUeHTA:
a) aHaJM3 MPUYHHBI )KaJ00BI;

0) MpUHATHE KATOOBI;

B) IPEOCTABIICHUE PEIICHUS KIIUEHTY;

I') yCTpaHEHHE MPOOIIEMBbI;

1) ¢ukcanust oOpaIeHus.

KoHnTtposnbHble 3a1anus
KonTtponrsHoe 3ananue 1.

Paccunrtath K03 (GHUIUEHT YIOBIETBOPEHHOTO YPEryJIUPOBAHUS Kajao0, eciu
u3 80 xano0 68 ObUIM pelieHbl B MOJb3y KiaueHTa. OnpenenuTh Moka3aTelb B
MPOIICHTAX.

KontponrsHoe 3ananue 2.

[Ipoananu3upoBaTh NPUUYUHBI BOZHUKHOBEHUS! KOH(IUKTOB B chepe ycayr u
PACKpBITh METOJIBI UX NIPEIOTBPAIICHHS U 3PPEKTUBHOTO pa3pelCHUs.

PA3JIEJI 4. YIIPABJIEHUE CEPBUCHOM JESATEJBHOCTBIO N
PA3BBUTHUE BU3HECA

Tema 4.1. YnpasJ/ieHUe cepBUCHBIM NPeINPUATHEM
TectoBble 3a1aHuA

Tecr 1.

BHuMaTenpHO TpoYMTaTh TEKCT 3a/JaHUs U MOHSATH, YTO B KayeCTBE OTBETa
OKUAAETCS TOJBKO OJIMH U3 TMPEIOKEHHBIX BAPUAHTOB.

BHuMaTenpHO MPOYUTATh MPEAIoKEHHbIC BAPHAHTHI OTBETA.

BriOpaTh 01uH BEpHBIN OTBET.

3anucath TOJIbKO OYKBY BRIOPAaHHOT'O BapHaHTa OTBETA.

UTo noHUMAaETCA MO yIPABIECHUEM CEPBUCHBIM MPEANIPUITUECM?

a) yNpaBJI€HUE TOJIBKO CKJIaJICKUMU 3allaCaMy;

0) COBOKYMHOCTh (DYHKITUH TIO TJIAHUPOBAHHIO, OPTaHU3AIMK, MOTUBAITUN U
KOHTPOJIKO CEPBUCHOU JIESITEIbHOCTH;
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B) TOJIbKO (DMHAHCOBBIE OTIEPAIIHH;
T') TPOM3BOJICTBO TOBAPOB.

Kaxkas pyHkuus ynpasieHus cBsi3aHa ¢ TOCTAaHOBKOM 1ieeit?
a) KOHTPOJIb;

0) IIaHUPOBAHHUE;

B) MOTHUBAITH,

I') KOOpAHHALIMS.

Uto sSBIAETCS KITFOYEBBIM OOBEKTOM YIIPABICHUS B CEPBUCHOM TPEITPUATHHN ?
a) o00Opy/1I0BaHUE;

0) mporiecc oka3zaHus yCIyT U MIEPCOHAT,

B) CBIPBE;

T') CKJIaJ.

Kaxoit npuHIMN ynpaBieHUs HauOoJjee BaxkeH B cepe yciryr?
a) OpHUEHTAITUS Ha ITPOU3BOJICTBO;

0) opueHTalus Ha KIIMCHTA,

B) OpPUEHTALIMS HA CKIIAJT;

I') OpHEHTAIIUS Ha PECYPChl 0€3 ydyeTa KIIMeHTa.

Yro obecrnieunBaeT KOHTPOJIb B yIPABICHUH CEPBUCHBIM MPEATIPUATHEM?
a) yBeJIMUEHUE 3aTparT;

0) COOTBETCTBHUE PE3YJIbTATOB YCTAHOBJICHHBIM CTaHIAPTAM;

B) OTKa3 OT CTaHJapTOB;

I') CHUKEHHE KauecTBa YCIyT.

Tect 2.

BauMarenbHO mpouMTaTh TEKCT 3aJaHUs W TOHATH, YTO B KauyeCTBE OTBETA
O’KHMJIA€TCSl HECKOJIBKO TIPABUJILHBIX OTBETOB U3 MPEIJIOKECHHBIX BAPUAHTOB.

BauMarenbHO npounTaTh IpeAIOKEHHBIC BApUAHTHI OTBETA.

Br1OpaTh HECKOJIBKO MPABUIILHBIX OTBETOB.

3anmcaTh TOJIBKO OYKBBI BRIOPAaHHBIX BAPUAHTOB OTBETA.

Kakune QyHKIMM BKIIIOUAET YIIPaBICHUE CEPBUCHBIM NPEANPUIATHEM ?
a) MJIAaHUPOBAHUE;

0) opraHu3zarus;

B) MOTHBAIMs [IEPCOHATIA;

r) 100bIYa PECypCoB;

1) KOHTPOJIb.

Kakue dakroppl BmusiOoT Ha 3(PQPEKTUBHOCTH YINPABICHUS CEPBUCHBIM

npeanpusiTueM?
a) KBanmu(pUKaIus nepcoHana;
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0) TEXHOJIOTUM OOCTYKHUBaHMUSI;

B) CTPYKTYpa YIIpPaBJICHUS;

I') clly4aiiHble COOBITHSI BCET/Ia;

1) YpOBEHb KIMEHTCKOTO CEpPBHCA.

Kaxkue 3nmeMeHThl OTHOCATCS K CUCTEME YIPABICHUS?
a) eI,

0) mepcoHal;

B) MPOIIECCHI;

I') CKJIAJICKHE 3aIachl KaKk eTMHCTBEHHBIN AJICMEHT;
1) KOHTPOJIb.

Tect 3.

BauMarenbHO mpouMTaTh TEKCT 3aJaHUs W TOHATh, YTO B KauyeCTBE OTBETa
0>KHJIaeTCS MOCIEI0OBATEILHOCTD 3JI€MEHTOB.

BHuUMaTenbHO MPOYUTATH NPEITI0KEHHBIC BAPUAHTHI OTBETA.

[TocTpouTth BEpHYIO MOCIEI0BATEILHOCTD U3 MPEAJIOKEHHBIX JIEMEHTOB.

3anucarh OyKBBI BAPHAHTOB OTBETOB B HY>KHOM IMOCIICIOBATECILHOCTH.

YcraHoBUTE  MOCHEAOBATENBHOCTh  (YHKIMI  yIOpaBICHUS CEPBHCHBIM
NPEANPUATUEM:

a) KOHTPOJIb;

0) MOTHBAIIHUSI;

B) IUIAaHUPOBAHMUE;

') OpraHu3alusi;

1) aHaJIU3 pe3yIbTaTOB.

KonTtponrhoe 3ananue 1.

Paccuntath kK03(h(GUIMEHT BHINOJHEHUS TIaHA OOCITYXHUBAaHUS, €CJIH IJIaH
cocrapimsier 1000 xnmeHToB, a dakTuuecku obcmyxeno 850. Omnpenenutsb
MOKa3aTelb B MPOICHTAaX.

KontponrsHoe 3ananue 2.

[Ipoananu3upoBaTh CHUCTEMY YMPABICHUS CEPBUCHBIM TNPEANPUATHEM H
PacKphBITh POJib (PYHKIMI yrnpaBieHus (IUIAaHWPOBAaHHWE, OpPTaHU3alMs, MOTHUBAIIN,
KOHTpPOJIb) B o0ecreyeHnr 3P (HEKTUBHOCTH I€ATEIbHOCTH.

Tema 4.2. MapkeTHHT yCJayr

TectoBbIe 3anaHuA

Tect 1.

BaumarennHO [MpoYUuTaTh TCKCT 3aJdaHUSA W IIOHATH, YTO B Ka4CCTBC OTBCTA
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0’KMJIAETCS TOJIBKO OJIMH U3 MPEAJIOKEHHBIX BAPUAHTOB.
BHuMartenbHO nNpounTaTh NPEAJIOKEHHBIE BADUAHTHI OTBETA.
BriOpath 0/1uH BepHBIN OTBET.
3anucarh TOJIbKO OYKBY BRIOpAaHHOTO BapHaHTa OTBETA.

Yto moHMMAETCS TT0T MAPKETUHTOM YCITyT?

a) MPOM3BOJICTBO TOBAPOB IS TIPOJAKH,

0) ACATENPHOCTh TO TPOJBIKECHUIO, (DOPMHUPOBAHHUIO W YJIOBJICTBOPECHHIO
cCrIpoca Ha YCITyTH;

B) CKJIaJICKas JIOTUCTHKA,

) QUHAHCOBBINA y4YeT.

Kaxkast 0coOeHHOCTB XapaKTepHa JJIsi MApKCTHHTA YCITyT?
a) OPUCHTAITUS TOJIBKO Ha MPOJIYKT;

0) opueHTalMs Ha KJIIMEHTa U €ro MOTPEOHOCTH;

B) OTCYTCTBHE KOHKYPCHITUU;

I') HICKIIIOUCHUE KOMMYHHUKAIIUHA C KJIMECHTOM.

UTto BKIIIOYAET KOMILIEKC MapKeTuHra ycuyr (7P)?

a) TOJBKO II€Ha U MPOAYKT;

0) TpOIYKT, IIeHa, MECTO, MPOJBIKEHUE, MEPCOHAN, MPOoIEecC, PU3NIECKOe
OKPYKEHUE;

B) TOJIBKO IMPOU3BOJCTBO U COBIT;

I') TOJBKO peKyiama.

Kaxkoii snement MAapKCTHUHI'A YCIYT CBA3aH C HepCOHaJIOM?
a) Product;

0) People;

B) Place;

r) Price.

Uto sSBIsETCS LETBI0 MApPKETHHTA YCIYT?

a) CHI)KEHHE KauecTBa yCIyT;

0) yZI0BIETBOpPEHUE MOTPEOHOCTEN KIIMEHTOB U MOJyYeHUE TPUOBLIH;
B) OTKa3 OT KOHKYPEHIUU;

') YMEHbBIIIEHUE CIIpOoca.

Tect 2.

BHuMmaTenbHO MpouynTaTh TEKCT 3aJaHUA W MOHSATh, UTO B KayeCTBE OTBETA
0>KMJAETCS] HECKOJIBKO MPABUWIBHBIX OTBETOB U3 MPEJIOAKECHHBIX BAPUAHTOB.

BHuMmaTenbHO poYnTaTh MPEAJI0KEHHBIE BAPUAHTBI OTBETA.

Br16paTh HECKOJIBKO MPABUIILHBIX OTBETOB.

3anucaTh TOJIBKO OYKBBI BRIOPAHHBIX BAPUAHTOB OTBETA.
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Kakue aneMeHThI BXOAST B KOMILIEKC MapKeTHHTra ycuyr (7P)?
a) IPOJYKT (service);

0) 1eHa;

B) MPOJIBIKEHHUE;

I') CKJIQJICKHUE 3amachl Kak KIIIOUEBOM 2JIEMEHT;

1) IEPCOHAL.

Kakue MHCTpYMEHTBI UCTIONIb3YIOTCSA B MAPKETHUHTE yCITyT?
a) pexiama;

0) PR;

B) IIU(PPOBOI MAPKETHUHT;

T') CIy4aitHbIe TIPOTaXKH;

1) CTUMYJIMPOBaHUE COBITA.

Kakue ocoOeHHOCTH XapaKTepHBI JJIs1 YCIYT Kak 00beKTa MapKeTHHTa?
a) HEOCA3aEMOCTh;

0) HEOT/ICIUMOCTBH OT IpoIlecca OKa3aHus;

B) BOBMOYKHOCTb XPaHEHUS;

') BApPUATUBHOCTh KaueCTBa;

1) HECOXPAHSIEMOCTb.

Tect 3.

BHuMmaTenbHO MpOYMTATh TEKCT 3aJaHUA W MOHSTh, UTO B Ka4yeCTBE OTBETA
02KMJAETCs MTOCIIEA0BATEILHOCTD JIEMEHTOB.

BHuMmaTenpHO MpOYNTATH MIPEAJI0KEHHBIE BAPUAHTBI OTBETA.

[TocTpouTts BEpHYIO MOCIEI0BATENBHOCTD U3 NPEIJIOKEHHBIX JIEMEHTOB.

3anucaTth OyKBbI BAPMAHTOB OTBETOB B HY)KHOM MOCIIE0BATEIILHOCTH.

VY cTaHOBHUTE TIOCIIEIOBATEIFHOCTD JJIEMEHTOB MapkeTuHra yciyr (7P):
a) mepcoHa,

0) npoayKT;

B) IPOJIBUKEHUE;

T) IIeHa;

1) Tpolecc.

KontponsHoe 3ananue 1.

Paccuurate k0rhdunmeT 3 PeKTUBHOCTH MAPKETUHTOBOM KaMIIaHWH, €CIIU
3 500 mpuBnedyeHHbIX KIUMEHTOB 120 coBepuiiy MOKYNKy yciyru. Onpenenurhb
1oKa3aTeib B MPOLICHTAX.

KontponrHoe 3ananue 2.
[Ipoananu3npoBath OCOOCHHOCTH MAapKETUHTA YCIYT W PACKPBITh POJb
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KoMIjiekca 7P B (opMHpOBAaHMM  KOHKYPEHTOCIIOCOOHOCTH  CEPBUCHOTO
NPEANPUATHS.

Tema 4.3. JxoHomuveckasi 3PPeKTUBHOCTH CEPBUCHOM J1eATETbHOCTH
TecToBbIe 3a1aHUA

Tecr 1.

BHuMartenbHO IpOYMTATh TEKCT 3aJaHUS U IMOHATH, YTO B KAa4ECTBE OTBETA
0KHMJIAETCS TOJIBKO OJIMH U3 IIPEIJIOKEHHBIX BAPUAHTOB.

BHuMartenbHO MpounTaTh NPEAJIOKEHHBIE BADUAHTBI OTBETA.

BrIOpaTh 01MH BEpHBIN OTBET.

3anucath TOJIbKO OyKBY BBIOPAHHOI'O BapHaHTa OTBETA.

Uro mnoHHMMaeTcss TMOj SKOHOMHUYECKOHW HS(P(PEKTUBHOCTHIO CEPBUCHOMU
JESITEILHOCTU?

a) YBEJIMYEHUE KOJIMYECTBA COTPYIHUKOB;

0) COOTHOIIIEHUE TIOJYYEHHOTO Pe3yibTaTa U 3aTPauyeHHBIX PECYPCOB;

B) POCT CKJIQJICKMX 3aIacoB;

T') YBETUYCHHUE TUIOIIAIA TTPEATPUSITHS.

Kakoii moka3zaresnp yalie BCero UCroiab3yeTcs s OleHKU 3 PeKTUBHOCTH?
a) ce0eCTOMMOCTh NPOAYKIUY;

0) npuObLIb;

B) KypC BaJIIOT;

I') YUCIIEHHOCTh HACEICHUS.

UYrto oTpaxkaeT peHTa0eIbHOCTh YCIYT?

a) YPOBEHb YJIOBJIECTBOPEHHOCTH KIIUEHTOB,;
0) TOXOAHOCTh CEPBUCHOM ACSITEIBHOCTH;
B) KOJIMYECTBO KJIUCHTOB;

T') IJIOIA b TTPEATPUSTHS.

UYTo0 OTHOCHUTCA K 3aTpaTaM B CEPBUCHOU EATEIIBHOCTH?
a) TOJIbKO NPHUOBLIb;

0) pacxojbl Ha epcoHall, 000PyA0BaHUE U MAaTEPUAIBI;
B) TOJIBKO JTOXOBI;

I') KOJIMYECTBO KIMEHTOB.

Kaxoit ¢pakTop moBbIIaeT 3KOHOMUUYECKYIO 3P HEKTUBHOCTH?
a) CHIDKEHHE KauecTBa yCIIyT;

0) onTUMU3AIIKS 3aTPAT MPU COXPAHEHUU KaYeCTBa;

B) OTKa3 OT KJIUEHTOB;

T') YBETUYCHUE BPEMEHHU OOCTYKUBAHMUSI.

53



Tecr 2.

BHuMaTenpHO MpoOYMTaTh TEKCT 3a/aHUs U MOHATh, YTO B KayeCTBE OTBETa
OKUJAETCA HECKOJIBKO MPaBUIIbHBIX OTBETOB U3 MPEII0KEHHBIX BAPHUAHTOB.

BHuUMaTenpHO IPOYUTATH MIPENTIOKEHHBIE BAPUAHTHI OTBETA.

BrIOpaTh HECKOJIBKO MPABUIIbHBIX OTBETOB.

3anucaTh TOJIbKO OYKBbI BBIODAaHHBIX BApUAHTOB OTBETA.

Kakue mokazaTenn HCIONB3YIOTCS I ONEHKH 3(PGEKTHBHOCTH CEPBHCHOU
NEATEIHLHOCTU?

a) MpUOBLIb;

0) peHTabEIbHOCTH;

B) ce0eCTOMMOCTb;

') YpOBEeHb HHQJIAIINH;

1) MPOU3BOUTEIHHOCTD TPY/IA.

Kakue gaxTopsl BIUSAIOT HA 3KOHOMUYECKYIO 3()(PEKTUBHOCTD yCITyTr?
a) Ka4eCTBO OOCITyKUBAHUS,

0) ypoBEHb 3aTpar;

B) TEXHOJIOTUU 00CITY>KHBaHUS;

T') CIy4ailHble TTOTOHBIEC YCIOBUS BCET/IA;

1) KBaJIM(pUKaIus rnepcoHana.

Kaxkue nanpaBieHus noBbieHus: 3 PEKTUBHOCTHU CYILIECTBYIOT?
a) aBTOMaTH3alus [IPOLIECCOB;

0) CHIIKEHUE 3aTparT;

B) MOBBIIICHNE KaYeCTBa YCIyT;

I') ATHOPUPOBAHUE KIIMEHTOB;

1) ONITUMU3ALUS PECYPCOB.

Tect 3.

BHuMaTenbHO TIPOYUTATh TEKCT 33JaHUs W TIOHSTh, YTO B KAa4eCTBE OTBETA
05KUIAETCS MOCIIET0BATENLHOCTD DJIEMEHTOB.

BHUMaTEeNbHO MTPOYNTATH IPEIIOKCHHBIC BAPHAHTHI OTBETA.

ITocTpouTh BepHYIO MOCIEIOBATETHLHOCTD U3 TPEIJIOKEHHBIX 3JIEMEHTOB.

3anucaTh OyKBBI BAPMAHTOB OTBETOB B HY>KHOM MOCJICIOBATEIHHOCTH.

YcTaHOBUTE TMOCIIEIOBATEILHOCTh aHAIM3a SKOHOMUYECKON 3(h(PeKTUBHOCTH
CEPBUCHOM JESITEIbHOCTH:

a) pacuer 3aTpar;

0) omnpeenacHne J0X0I0B;

B) pacuer nokasateneit 3 PeKTUBHOCTH;

') aHaJIU3 PE3YJIbTATOB;

1) MPUHATHAE YIIPABICHUECKUX PEIICHUM.
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KonTposnbHoe 3ananue 1.
PaccuntaTth peHTabeNbHOCTH YCIyT, eciiu qoxoj coctasiser 600 000 pyO., a
3atpatsl - 450 000 pyoO.

KonTposbHoe 3aganue 2.

[Ipoananu3upoBaTh SKOHOMUYECKYIO 3¢ (HeKTUBHOCTH CEPBUCHOI
JIESITEIBHOCTH W PacKpbITh OCHOBHBIE IIOKa3aTelld €€ OICHKU (MPHObLIb,
PEHTAa0EIbHOCTh, CEOECTOUMOCTD).

Tema 4.4. Ilepconan B cdepe ycayr: ynpapjieHHe U MOTUBALUS
TecToBrIe 3amanus

Tecr 1.

BHUMaTENBHO NIPOYUTATh TEKCT 33JaHUS W IOHSTh, YTO B Ka4eCTBE OTBETA
OKMJIAETCs TOJIBKO OJMH U3 IIPEIIOKECHHBIX BAPUAHTOB.

BHUMaTENBHO TPOYUTATH IPEIIOKECHHBIE BADUAHTHI OTBETA.

Bri6path 0/1uH BEpHBIN OTBET.

3anucaTh TOJIBKO OYKBY BRIOPAHHOTO BapHaHTa OTBETA.

Uto sBNIAETCS KIIFOYEBBIM pecypcoM B chepe ycyr?
a) o00OpyI0BaHUE;

0) nmepcoHai;

B) CKJIQJICKHE 3amachl;

I') CBIPBE.

Uto moHMMaeTCs 1101 MOTUBalIUEH repcoHana’?

a) MPOIIECC XPaHEHUSI TOBAPOB;

0) moOy>kaeHue CoTpyTHUKOB K 3 PeKkTuBHOM padoTe;
B) TPAHCTIOPTUPOBKA MPOAYKITHH;

r) OyXraiaTepcKuil yJer.

Kakas cucrema MOTMBallMi OTHOCUTCA K MAaTEPUATIbHON?
a) MoxBaja pyKOBOIAUTES;

0) 3apaboTHas 1uIaTa u MPeMUHU;

B) 00y4YeHHE MepcoHana;

I') KOPIIOpAaTUBHAS KYJbTYpa.

Uto sBIISETCS LENBIO YITPaBICHUS TIEPCOHATIOM B CEPBUCHOU JEATEIHLHOCTH?

a) COKpallleHHE KJIMEHTOB,;

0) oOecneuenne dPdexTuBHON PabOTHI COTPYAHMKOB M  KayecTBa
00CITyKHBaHMUS;

B) YBEJIMUEHUE CKJIAJI0B;

T') CHIDKEHHUE 3aTpart JIF000M 1IEHOH.
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Kakoii hakTop Hanbosnee BIHUSIET HA KAYECTBO yCIyT?
a) o0opy10BaHUE;

0) KBaIMpUKAIUsI 1 MOTHBAITUS TIEPCOHAa;

B) IUTOIIAb MPEATPUSATHUS;

T') TPAHCTIOPT.

Tecr 2.

BHUMaTENbHO TPOYUTATh TEKCT 33JaHUS U MOHAThb, YTO B KaueCTBE OTBETA
OKHJIA€TCS1 HECKOJBKO MPABUIIBHBIX OTBETOB M3 MIPEIJI0KEHHBIX BAPHAHTOB.

BHUMaTENBHO MPOYUTATH MPEIIOKEHHBIE BAPUAHTHI OTBETA.

BrIOpaTh HECKOJIBKO MPABUIIbHBIX OTBETOB.

3anucaTh TOJIbKO OYKBbI BBIODAHHBIX BApUAHTOB OTBETA.

Kakue MeTopl MOTHBAIIUY TIEpCOHAIIA CYIIECTBYIOT?
a) MaTepuaibHbIe CTUMYJIBI,

0) HemarepuagbHasi MOTUBAIIUS;

B) HaKa3aHUs;

I') pa3BUTHE KaphePhl;

1) ATHOPUPOBAHNE COTPYIHUKOB.

Kaxkue anmeMeHTh OTHOCATCS K CHCTEME YIIPaBIICHUS TIEPCOHATIOM?
a) mo100p KaJpoB;

0) oOyueHue u pa3BUTHUE;

B) MOTHBALUS;

I') CKJIaJICKasl JIOTUCTHUKA,;

1) oleHKa 3(PPEeKTUBHOCTU PAOOTHI.

Kaxue daxTopsl noseimatoT 3¢ HEKTUBHOCTH MIepcoHaa B chepe ycayr?
a) nmpodeccuoHaIbHOE 00yUYCHUE;

0) crpaBeIMBasi CUCTEMa OIIAThl TPY/a;

B) OTCYTCTBHE KOHTPOJIS;

r) OJ1aronpusTHBIA KIIMMAT B KOJIJIEKTHBE;

1) YETKHE CTaHJapThl pabOTHI.

Tect 3.

BHuMartenbHO mpouMTaTh TEKCT 3aJaHUs U TMOHATh, YTO B KaueCTBE OTBETA
0’KHJAETCS MOCJICA0BATEILHOCTD DJIEMEHTOB.

BHuMartenbHO npounTaTh MpeAJIOKEHHbIC BAPUAHTHI OTBETA.

[TocTpouTh BEpHYIO NOCIE0BATEIBHOCTD U3 MPEJI0KEHHBIX 3JIEMEHTOB.

3anucaTth OyKBBI BAPMAHTOB OTBETOB B HY)KHOM MOCIIE0BATEIILHOCTH.

YcraHoBute MOCJICAOBATCIIBHOCTL YIIPABJICHHUA IICPCOHAIIOM B CepBHCHOﬁ

JEATEIIbHOCTH:
a) MOTHBAIIMS TIEPCOHAIA;
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0) orieHka 3(pPeKTUBHOCTH PaOOTHI;
B) moAOOp NepcoHaia;

r) o0y4eHue COTPYIHUKOB;

1) opraHu3aIus Tpy/aa.

KoHntposbHoe 3a1anue 1.
Paccuntath kK03h(OUIMEHT TEKy4eCTH KaApOB, €CIIM 3a TOJ[ YBOJWIOCH 12
COTPYZHUKOB, a CPETHECTIMCOYHAS YUCIEHHOCTD cOCTaBisAeT 120 yemoBek.

KontponrsHoe 3ananue 2.

[Tpoananu3upoBaTh posib MepCOHaNa B cepe YCIyr M PacCKpbITh BIUSHHE
CHUCTEMbl MOTHBAIlMM Ha KayecTBO OOCTyXUBaHUS H 3(P(HEKTUBHOCTH PabOTHI
pEANPUITHS.

5.3. OmMH WIM HECKOJIBKO TEMaTUYECKUX OJOKOB  JUCIUILIMHBI
3aBEpIIAIOTCS KOHTpOdbHOM ToukoM (mamee - KT). Tekymuii KOHTpOJIb
YCIIEBAEMOCTH IO AUCUUILIMHE mnpenycMarpuBaeT Tpu KT B TeueHwe mnepuona
OCBOCHHSI TUCLUATIIINHBI.

MakcumanbHOE KOJMYECTBO OaioB 3a jro0oi Ttum pador B pamkax KT
coctasisieT 100 (cTo) 6aios.

Pacnpenenenne BecoBbix KoddduuuentoB no KT B pamkax Tekyliero
KOHTPOJIS [0 TUCLHILIMHE.

HaumenoBanue MakcumaiibHOE Koaddunment Beca | Pe3ynbrat KOHTPOJIBHON
KOHTPOJIbHOU KOJINYECTBO OAJIZIOB | KOHTPOJBHOM TOYKM | TOYKH, YYACTBYIOLIHUH B
TOYKH 3a paboTy B paMKax (OopMUPOBAHUU UTOTOBOU
KT, xoTopoe Moxer 0aNIbHOM OLIEHKHU 1O
HaOpath JUCLUILINHE (OTpaXkaeTcst
oOyyaromuiics B )kypHaie bPC B C/10)
KT 1 100 0,5 5
KT 2 100 0,5 5
KT 3 100 0,5 5
KT 4 100 0,5 S
Uroro: X 0,20 20

5.4. ®opmyia pacuera pe3yibTaTa KOHTPOJIbHOW TOYKH:
Pe3ynbrar KOHTpOJbHON TOukH = KonnuecTBo OayioB 3a paboTy B paMKax
KT X KoaddurmeHt Beca KOHTPOJIbHON TOUKH.

KT-1.
Pa3pen 1

TemaTnka DOKJIAJIOB:

57



1.Ponb ¥ 3HaYeHUE CEPBUCHOM NESITEIHHOCTH B COBPEMEHHOM 3KOHOMMKE
(pa3Buthe cohepbl ycayr, e€ Bkiaa B BBII, 3aHATOCTh, BIMSHHUE Ha KayeCTBO
YKU3HU HACEIICHUS )

1. OcoOeHHOCTH yCHOyrd Kak CHEelU(pUYECKOr0 IKOHOMHYECKOTO
npoayKTa (HEoCsI3aeMOCTh, HECOXPAHSIEMOCTh, HEOTIEIMMOCTb, BAPUATUBHOCTH
Ka4yeCTBa)

2. [MudpoBuzamus CepBUCHON IEATEIHLHOCTH W TpaHCPOpPMAIUS PHIHKA
ycryr  (CRM-cuctembl,  OHJAWH-CEPBHUCHI,  HMCKYCCTBEHHBIM  WHTEIUICKT,
OMHHKAaHAaJIbHBIC TEXHOJIOTHH )

3. YrpasieHrue KadyeCTBOM YCIYT W TOBBLIIICHHE YIOBJICTBOPCHHOCTH
KIIMEHTOB (CTaHMApPThI OOCITYyXKMBaHWS, METOABl OIICHKH KadecTBa, MOJEIb
SERVQUAL)

4, [lepconan B cdepe  ycayr  Kak  KiIo4YeBOM  (hakTop
KOHKYPEHTOCIIOCOOHOCTH TPEANpusiTUs (MOTHUBAIMS, 00yueHUe, KOpIopaThuBHas
KyJIbTYypa, BJIUSHUE TIEPCOHAla Ha KAYECTBO CEpBHCA)

5. OBOJIIOLMS ~ CEPBUCHOM  JEATENBHOCTU:  OT  PEMECIEHHOIO
0OCITyKMBaHU 10 LU(PPOBBIX IKOCUCTEM.

6. CpaBHUTENBHBIN aHaIU3 WHAYCTPUAIBHOW W IMOCTHUHIYCTPUAIBHOU
MOJEJEN CEPBUCA: CIABUT LIEHHOCTH OT TOBApa K yCIIyTe.

7. Mopnens «TpeyronbHuk cepBuca» K. AnpOpexTa Kak HHCTPYMEHT
aHaJaM3a NPOBAJIOB B KJIIMEHTCKOM OIIBITE.

8. Apnantanus — paclIUpEeHHOro Komiuiekca MapketuHra (7P) «x
cnenu(puKe OKa3aHUs HEOCA3aEMBIX YCIIYT.

Q. Konuenmuss «momeHtoB wuctuHb» fHa Kapm3ona: ympasieHue

TOYKAMH KOHTaKTa C KIHEHTOM.

10. Mopens anamuza paspeiBoB  (GAP-monens) [lapacypamana:
JIMarHOCTHKA PACXO0XKICHUN MEXITy 0XKHIaHUEM U BOCIIPUSTHEM YCIIYTH.

11. BrnusgHMe TEXHOJOTUYECKHX YKJIaJ0B Ha (opMarhl cepBHCA: OT
IIPAYEYHOU 10 MAPKETILIENCA U MOANUCOK.

12.  Teopus nokonenut (X, Y, Z, Anbda) Kkak OCHOBA JIJIsi CETMEHTAIUN U
NePCOHAIN3ALMH CEPBUCHBIX MPEJIOKEHUH.

13. CepBucHas OesSTENBHOCTh KaK CHCTEMa: B3aMMOCBS3b MAaTEpPUAIBHO-
TEXHUUYECKOH 0a3bl, MepcoHaa U TEXHOJIOTHH 00CITyKUBaHNUS.

14. Tpancpopmauus TEOPETHUYECKMX OCHOB CEpBHCA TMOJ BIUSHUEM
1aT(OPMEHHON SKOHOMUKH Y IIEPUHTa (COBMECTHOTO MOTPEOIEHUA).

Kpurepun onenuBanus goknaaa:

Kpurepun onenkun Hg:;?ggH Onuncanue kpurepus
Coxeprane i JleTanbHoE, MOCJIeAOBATEIbHOE
PACKPHITHE TeMbI 0-20 OMMCAHUE BCEX 3TANOB C KOHKPETHBIMU
IpuUMepamu
['pamOTHOCTD 0-20 CobmrofieHsl Bce MpaBuiia TpaMMaTHKH,
W3JI0KEHHUSI opdorpaduu 1 nyHKTYyauu
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Enusblii  cTWIb  U3JI0KEHUS, TOYHBIE
. 0-20 (bOopMyITUPOBKH, YMECTHOE
HCIIOJIb30BaHUE TEPMUHOB,
JJAKOHUYHOCTD
Yérkas [IOCJIEI0BATEIILHOCTD
) P — 0-20 U3JIOKEHUSI, JIOTUUECKUE CBSI3U MEKITY
YacTAMU TEKCTa, apryMEHTBI
TIOITBEPIKIAIOT BBIBOIBI
VHUKaIbHBIN MOJIXO/I K TEME,
OpHIHHATHHOCTD 0-20 HECTaHJapTHbHIE pelieHus,
WHHOBAIlMOHHBIE HJIEH, COOCTBEHHAas
MO3UIIUs aBTOPa
HToro MakcMMaJIbHO: 100
KT - 2.
Omnpoc:
Bonpocs! miist onpoca:
1. B ueMm pa3zHuiia Mexay TEXHOJIOTHYECKUM IIPOILIECCOM M IMPOIECCOM
00CITyKUBaHUS KIINEHTOB Ha IPUMEPE KOHKPETHOMN yCITyTu?
2. KakoBbl OCHOBHBIE 3Tambl MOCTPOCHUS KiIHeHTCKoro mytu (Customer
Journey Map) u aJ1s1 4ero Hy>KHbl TOYKH KOHTaKTa?
3. Kak BpIOparh ontumanbHyto (GopMy opranuzanuu cepBuca (ppoHT-
oduc u 63k-0(puc) B 3aBUCUMOCTH OT THUIIA YCIYyTH?
4, Kakue crangaptel oOcnyxkuBanusi (SOP, cKpuIThbl, periamMeHTbl)
SBJISFOTCST 00S13aTEILHBIMHU JIJIS1 MACCOBOT'O CEpPBHCA U MTOYEMY?
S. Kak opranuzoBath cucreMy YympasieHusi ouepeasmu (odimaiiH u
OHJIAWH) /11 MUHUMH3AIIUU TTOTEPh KIIMEHTOB?
6. Kakue TeXHOIOTHuY MO3BOJISIIOT MEPCOHATN3UPOBATh YCIYTy Ha dTare
€€ MPOU3BOJICTBA 0€3 MOTEPH CKOPOCTH OOCTYKUBAHMS?
7. B dem cyTh MeToza «TaitHbIi okynatensy (Mystery Shopping) u kax
aHAJIM3UPOBATh €TI0 PE3YIIBTATHI?
8. Kak cnpoekTupoBaTh anroput™ AEUCTBUN COTPYAHUKA B HEIUTATHOU
cuTyanuu (xanoda, popc-Maxxop, KOHMIUKT)?
Q. Kakue cyiiecTByOT MOJIeNM 3alMCH Ha CEPBUC (KOJUI-LIEHTp, 4aT-00T,

MPUJIOKEHUE, TEPMUHAI) U UX BJIMSHUE HA MPOMYCKHYIO CITIOCOOHOCTH?

10. Kak oneHuTh 5JKOHOMUYECKYI0 3(D(PEKTUBHOCTH BHEAPEHUS LIMPPOBOI
texHonoruu (CRM, BumIKeT, MOOWUJIBHOE TPUIOKEHHE) B CYIIECTBYIOIIUN
CEpPBUCHBIH Tporecc?

11. Kak opranuzoBaTh cucteMy cOopa u oOpabOTKM 0OpaTHOWM CBS3U OT
KJINEHTOB TIOCJIE OKa3aHUS yCIyTu?

12. Kakue cymiecTBYIOT MOJEIH YIPABICHUS CEPBUCHBIM IEPCOHAIOM
(JInHeiHasA, MaTpUYHas, MPOEKTHAs) U JJIsl KAKUX TUIOB YCIIYT OHHU MOJIXOMISIT?
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13. B dyem pasHuna mexay (ppoHT-oducoMm (KOHTaKTHas 30HA) M O3K-
opucoM (BHYTpEHHHE TIPOIlECChl) W Kak o0O0eCcneunTh UX OEecCIIOBHOE
B3aUMOJICHCTBHUE?

14, Kakue TexHoJoTrHuYeckue pemreHus (OHIaH-3aMKuch, 4YaT-O0THI,
TEPMUHAJIBI cCaMO0OCITyKUBaHMs1) Harbosee 3pHEKTUBHBI JJIsI CHIDKCHHUST BPEMEHHU
OKHMJIAHUS yCITyTH?

15. Kak copoektupoBaTh CHUCTEMY MOTHBAIMH COTPYIHUKOB CEpPBHCA,
OPHMEHTHPOBAHHYI0 Ha Ka4deCTBO OOCIY)XMBaHUSA, a HE TOJBKO HA KOJIMYECTBO
BBITIOJTHEHHBIX OTIEpaITHii?

Kpurepun onenuBanus onpoca:

JnanazoH 6aJoB Onucanue Kputepus

OOyuaronuiicsi TOJHO HW3JIaraer marepuan (OTBe4aeT Ha
BONPOC), JaeT TMpaBWJIBHOE OMpPEIEICHHE OCHOBHBIX
MOHATUH; OOHApYXKWBAaeT IMOHMMAaHHWE MaTepuaia, MOXKET|
85-100 00OCHOBaTh CBOM CYXACHHS, TPUMCHHUTH 3HAHUSI HA
MpPaKTUKE, TPUBECTH HEOOXOIUMBIC TTPUMEPHI HE TOJBKO U3
y49eOHUKa, HO M CaMOCTOSITEIbHO COCTABJICHHBIC, H3JIaraet
MaTepual TMOCIEIOBAaTEIbHO U MPABUIBHO C TOYKH 3PEHUS
HOPM JIUTEPATYPHOTO SI3bIKA.

OOyuwaromuiics JaeT OTBET, YIOBJIETBOPAIOIIUNA TEM K€
TpeOOBAHUM, YTO U JUISI OLIEHKU «OTJIMYHO», HO JTOMYCKAET|
1-2 ommOKuU, KOTOpPHIE CaM K€ UCTIPaBIIsieT, U 1-2 HemoveTa B
MOCJIEI0BATEIbHOCTH U SA3BIKOBOM odopmIIeHUH
M3JIaraeMoro.

65-84

OOyuaronuiicss oOHapyXMBaeT 3HAHWE W I[MOHUMaHUE
OCHOBHBIX TMOJIOKCHUW JAHHOW TE€MbI, HO U3J1aracT MaTepual
HETOJHO U JIOMYyCKAeT HETOYHOCTH B OMPENICICHUM TTOHSITHI
iy (HOPMYJIMPOBKE MPABWII, HE YMEET AOCTATOYHO TIIyOOKO
M JIOKa3aTelIbHO OOOCHOBAaTh CBOM CYXKICHHUS W TPUBECTU
CBOM TPUMEPHI; M3JaraeT mMaTepuan HEMOCJIeI0BATEIbHO U
ITOTMTYCKAET OUTMOKHU B A3BIKOBOM O(DOPMIICHHH M3J1araeMoro.

55-64

OOyuaromuiics  OOHapy’>KMBaeT  HE3HAHUWE  BOIPOCaA,
0-54 ITOTycKaeT OmUOKU B (POPMYJIHPOBKE OINPEICICHUN |
MpaBuj, HWCKWKAIOIMIME WX CMBICH, OCCHOPSAIOYHO W
HEYBEPEHHO M3JIaraeT MaTepuall.

KT - 3.
Pa3znen 3

TecToBBIE 3a1aHUSA C UHCTPYKIMEN MO BHIIIOJIHEHHUIO:
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TECT 1. BeiO0p HECKOIBKUX MPAaBUIBLHBIX OTBETOB
3amanue 1.1.

BHuMaTenpHO MpouyuTaTh TEKCT 3a/aHusl U MOHATh, YTO B KAayECTBE OTBETA
OKUJAETCSA HECKOJIBKO MTPaBUIJIBHBIX OTBETOB U3 MPEIIOKEHHBIX BAPUAHTOB.

BHUMaTENBHO MPOYNTATH MPENIOKEHHBIE BAPUAHTHI OTBETA.

BrIOpaTh HECKOJIBKO MPABUIIbHBIX OTBETOB.

3anucaTh TOJIbKO OYKBbI BBIODAHHBIX BApUAHTOB OTBETA.

K snemenTaM cepBUCHOI TESITEITEHOCTH OTHOCSTCS:
a) mepcoHal

0) mporecc 0OCITyKUBaHUS

B) IOTPEOUTEID

T') CBIPBE KaK B MPOU3BOJICTBE

1) yciyra
3aganue 1.2.

K cBolicTBam yciryru OTHOCSTCS:

a) HeOCsSI3aeMOCTh

0) COXpaHseMOCTh

B) HEOTIEIMMOCTH OT IpoLiecca OKa3aHus
') BApPUATUBHOCTh KaueCcTBa

1) BOBMOKHOCTb CKJIaJIMPOBaHUS

3amanue 1.3.

K gyHKIMsIM CepBUCHO AESITEIIBHOCTH OTHOCSATCS:
a) yJ0BJIETBOPEHHUE MOTPEOHOCTEN KIMEHTOB

0) popmMHupoBaHUE KIIMEHTCKOM JOSIIBHOCTH

B) IIPOU3BOJICTBO CHIPbSI

) conuaibHas QyHKIHS

1) TIOTUCTUYECKAs] PYyHKIUS

3amanue 1.4.

K rexnonorusm nudposuzanmu B chepe yCiayr OTHOCSTCS:
a) CRM-cucremsl

0) oHMaH-TIaTHOPMBI

B) OyMaKHBIE )KypHAJIbI ydeTa

') MOOMJIHHBIC TIPUIIOKCHUS

1) UICKYCCTBEHHBIN UHTEIUIEKT

3amanue 1.5.
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K moka3zarensim kauecTBa yCIyr OTHOCSITCS:
a) YJIOBJIETBOPEHHOCTh KJIMEHTOB

0) KOJIMYECTBO >KaJI00

B) CKOPOCTb 00CITY>KHBaHUS

r) 00BbeM MPOU3BOJICTBA TOBAPOB

1) IOBTOPHBIE 00OpalIeHUsI KIIMEHTOB

3ananue 1.6.

K snementam mapketunra yciuyr (7P) otHocsaTcs:
a) IpoayKT (yciyra)

0) neHa

B) IIPOJIBUKEHHUE

I') CKJIaJICKHE 3aIachl

1) IepcoHa

3ananue 1.7.

K npuunHam KOH(MIUKTOB B cpepe yCIyr OTHOCSTCS:
a) HECOOTBETCTBUE OKUAAHUM KIIMEHTA

0) HHU3KOE Ka4yeCTBO OOCITYKUBAHHUSI

B) BBICOKAsl KBaJIM(PUKALIMS MepcoHana

T) I0Xasi KOMMYHUKaIUs

1) COOJIIOICHUE CTAaHIAPTOB OOCITYKUBAHUS

3amanue 1.8.

K xapakTrepucTukam COBPEMEHHOTO CEPBUCHOTO MPEIITPUATUS OTHOCATCS:
a) KJIMEHTOOPUEHTUPOBAHHOCTh

0) nudpoBU3aIUs POIECCOB

B) UITHOPUPOBAHNE CTaH/IaPTOB

I') THOKOCTh YIpaBJIECHUS

1) OpUEHTAIUS TOJIBKO Ha MIPOU3BOACTBO

TECT 2. Ycra"HoBieHre IOCIEI0BATEILHOCTH

3amanue 2.1.

BHumaTenbHO NpoYMTATh TEKCT 3aJaHUsS M IOHATh, YTO B KAadye€CTBE OTBETA
0KHJIAaeTCs ITOCJIEN0BATEIBHOCTD DJIEMEHTOB.

BHuMmaTenbHO MpoYrTaTh MPEII0KEHHbIC BAPUAHTHI OTBETA.

ITocTpouTh BEpHYIO MOCIE0BATEIBHOCTD U3 ITPEIJIOKEHHBIX JIEMEHTOB.
3anucath OyKBBI BAPHAHTOB OTBETOB B HY>KHOM IMOCJIEIOBATEILHOCTH.

62



Omnpenenurte Mocaea0BaTEIHLHOCTD MPOIECCa OKa3aHUS YCITYTH:
a) BBISIBJICHHE MOTPEOHOCTEH KIIMEHTa

0) yCTaHOBJICHHE KOHTaKTa

B) OKa3aHUE YCIyTH

I') OIICHKA YJIOBJIETBOPEHHOCTH

1) TOATOTOBKA Mpoliecca 00CTy>KUBaHUS

3aganue 2.2.

YcTaHoBUTE TOCTEAOBATEIBHOCT Pa3BUTHS CEPBUCHOM ESTEIBHOCTH:
a) MOCTUH/TyCTPUATbHBIN 3TaIl

0) MHAYCTpHUATBHBIN ATAM

B) 1 (poBOI 1AM

I') JOMHIYCTPUAIBLHBIN 3TaIl

1) pa3BUTHE TPATUIIMOHHBIX YCIyT

3amanue 2.3.

Omnpenennrte mocneA0BaTEIbHOCTh BHEAPEHUS CTAHIAPTH3AINH B CEPBUCE:
a) pa3zpaboTKa CTaHJapTOB

0) BHeIpEeHUE CTaHAApTOB

B) 00y4YeHHEe nepcoHana

') KOHTPOJIb UCIIOJTHEHUS

1) KOPPEKTUPOBKA CTaHIapTOB

3aganue 2.4.

Y cTanoBUTE TIOCIIEIOBATENHHOCTD MpOIiecca padOThI C KIMEHTCKOM sKalo00H:
a) MPUEM KaJIo0bI

0) aHaIM3 CUTYallUH

B) yCTpaHEHHUE POOIeMbl

I') IPEJOCTABICHUE OTBETA KIIMEHTY

n) dbukcaius oopalieHus

3amanue 2.5.

Omnpenenure MOCIEIOBATEIHFHOCTh (POPMUPOBAHUS KaYECTBA YCITYyTH:
a) OKUJIaHUS KIIMEHTA

0) oxazaHue yCcIyTu

B) BOCIIPUSITUE PE3yIbTaTa

T') OIIEHKA YJOBJIETBOPEHHOCTH

1) hopMUPOBAHUE OIbITA KIIMCHTA

3amanue 2.6.
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YcTaHOBHTE TIOCTIEIOBATEIBHOCTD YIIPABICHUS CEPBUCHBIM TIPEIITPUITUEM:
a) MJIaHUPOBAHUE

0) opra"uzanus

B) MOTHBAITUS TIEpCOHAIA

') KOHTPOJIb

1) aHAJIU3 PE3yJIbTaTOB

Kpurepnn onieHMBaHMS TECTOBBIX 3aJaHUN:

JlnanazoH 6amios

Onucanue Kputepus

Cabiie 80% mpaBuiIbHBIXIOOyUaromuncs JIEMOHCTPHUPYET
85-100 OTBETOB. ryOOKOo€ T[I03HaHHE€ B OCBOCHHOM
MaTtepuase.
Cebimie 70% mpaBwibHBIXOOyUaOmMUMCcs  MaTeprall  OCBOEH
65-84 OTBETOB. MOJIHOCTBIO,  0€3  CYIIECTBEHHBIX
OLIMOOK.
Cebiie 50% npaBuiIbHBIXOOyYaOIMMC MaTepuail OCBOEH HE
55-64 OTBETOB. MOJTHOCTBIO, UMEIOTCSl 3HAYUTEIIbHbBIC
MpoOesbl B 3HAHUSX.
Menee 50% mnpaBmibHBIX[(OOYYAONIMMCST MaTepral HE OCBOEH,
0-54 OTBETOB. 3HAHUS oOy4aromierocs HUXKE
0a30BOT0 YPOBHSI.
KT - 4.
Pa3znen 4

KonTponpHble 3ananus:

3anada 1. Ananuz 3¢p(HEeKTUBHOCTH CEPBUCHOM JEATEIBHOCTU

B opranuzanuu cdepsl yeiIyr YUCIEHHOCTh KIMEHTOB 3a IO/l COCTaBmiIa 95
000 genoBek. M3 HUX MOBTOPHO BOCIOIB30BAIUCH yeayramu 38 000 yenoBexk.
["onoBas BeIpyuka npeanpusatus coctapuia 28 500 000 py6.

Tpebyercs:

PaccunTtath K03 PUIIMEHT MOBTOPHBIX OOPAIICHHUIN KIHNEHTOB.
OmpenenuTth CpeTHMIA T0OXO] HA OJJHOTO KJIMEeHTa (B pyo.).

3agaya 2. OueHka CTpYKTypbl CEPBUCHOTO MPEATPUSATUS

CtpykTypa 3aTpat npeanpusaTusi cpepbl yCIyT:
nepcoHain - 45%
MaTepHalbl U pacxoaHuku - 20%
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MapKeTHHT - 15%

udpossie TexHonoruu - 10%

aIMUHUCTpPATUBHBIE pacxosl - 10%

OO6muit 610/KeT 3aTpart coctapiseT 12 000 000 pyo.

Tpebyetcs: paccunTaTh CyMMy IO KaX/10My HalpaBJI€HUIO.
3anaya 3. CpaBHEHHE MOJIEIEH CEPBUCHBIX PEANPUATUN

JIaHBI XapaKTEPUCTUKHU ABYX OPraHU3ALUN:
Opranuzanus A:

BBICOKAs CTaHJApPTU3aLUs YCIyT

pa3BuTas HuppoBU3ALIHS

OpHEHTAalMs Ha MacCOBOT'O KJIMEHTA
Opranuzanus b:

UHAUBUY ATBHBIA TIOJIXO0/

HU3KUI YPOBEHb CTaHAApTU3ALUU
BBICOKAasi THOKOCTh 00CTYKUBaHUS

Tpebyetcsi: onpeAenuTs THIT CEPBUCHON MOJICIH.
3anada 4. Ouenka 3¢pPekTUBHOCTH U(PpOBU3ALIMY CEPBUCA

Jlo Buenpenus CRM-cucteMbl 00paboTKa 0JJHOTO OOpallleHHs KIIMEHTa

3anumaia 15 munyT. [locnie BHenpenus - 6 munyT. B nens oopadareiBaercsa 800
oOpaleHui.

TpeOyeTcsi: paccuuTaTh YJKOHOMHUIO BPDEMEHHU B JIEHb (B MUHYTaX).
3anauda 5. Pacuer noka3zaresns yJOBJIETBOPEHHOCTH KJIMEHTOB

N3 1 200 onporieHHBIX KIHEHTOB 960 OIEHUIN Ka4eCTBO OOCTY>KUBAHUS

KaK BBICOKOC€.

TpeOyeTcs: paccuuTaTh WHIAEKC YAOBICTBOPEHHOCTH KIIMECHTOB.
3anada 6. Ananuz 2((EeKTUBHOCTH MEPCOHAIA

B cepBucHoii koMnanuu padoraer 50 COTpyJHUKOB. 3a MeCs1 OHU

obciyxunu 10 000 kKIMeHTOB.

TpeOyeTcs: onpenenuTsh CPEeHIOK HArPy3Ky Ha OJTHOTO COTPYIHUKA.
3anmaua 7. OneHka 3KoHOMHUYECKOU 3(h(PEKTUBHOCTH CepBUCa

Hoxox npeanpusitus - 9 600 000 pyoO.
Pacxompt - 7 200 000 py®.
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Tpebyetcs: onpenenuTs NpUObLIL U PEHTA0CIBHOCTb.
3anaya 8. AHaMU3 CTPYKTYPhI KIMEHTCKUX OOpalieHHi

OO0pareHnst KIIMEHTOB pacIpe/IeICHBI CISAYIOIUM 00pa3oM:

KauecTBO yciyru - 50%

BpeMs OKHIaHus - 25%

nena - 15%

npoyne npuaussl - 10%

Bcero o6pamennii - 4 000.

TpeOyeTcs: onpenenuTh KOJIMYECTBO OOPAIICHHH MO KaKI0M KaTEeropuu.

KpI/ITepI/II/I OLICHUBAHUS KOHTPOJIBHBIX SaﬂaHI/IfI:

Jlnana3on 6ajuioB Onucanue Kputepust
85-100 OOy4aronuMest 3aJJaHU€ BBITMIOJHEHO 0€3 OMIMOOK M B MOJHOM
o0BbeMme.
OOyuaromuyMcss B II€JIOM  3aJaHUE BBIMOJHEHO, HWMEIOTCS
65-84 OTJIeJIbHBIE HETOYHOCTH WJIM HEJOCTATOYHO TMOJIHBIE OTBETHI, HE

COACPKAIINC OIIIMOOK.

O6y‘{aIOIHI/IMC5I AOITYIICHBI OTACIIBHBIC OITNOKH IIpHu

55-64

BBITIOJIHEHUH 3aJaHUS

VY oOyuyaromerocss OTCYTCTBYIOT OTBEThHI Ha OOJIBIIIMHCTBO
0-54 BOIIPOCOB 33aJlauM, 3aJJaHUE HE BBINOJHEHO WJIM BBIOJHEHO HE

BEPHO.

5.5. OmnwMcanue JAOMOJHUTENBHBIX MaTEepUalOB MW  000pYIOBaHUS,
HEOOXOIUMBIX JIJISl BBIMOJTHEHHUS TPOBEPOYHBIX 3aaHUi (npu Heobxooumocmu).

Jlns  pemieHuss KOHTPOJBHBIX 3aJlaHUi  oOydJaromeMmycsl pa3periacTcs
HCTIOJIb30BAHUE KAIBKYJISATOPA.

6. DopMbl NPOMEKYTOYHOM aTTECTALUM, KPUTEPUUM U LIKAJIA
OLICHMBAHUS, TUIIOBbIC OLICHOYHbIC MATEPHUAJIbI 10 JUCHMILIMHE

6.1. TlpomexxyTouHas aTTecTalus TPOBOJUTCS B MHUCHMEHHOW Qopme.
OOyuaronuiicss TOJIydaeT »SK3aMEHAIlMOHHBIM OWJieT ¢ BapuaHTaMH 3aj1ad.
OOyyaromuiics MojaydaeT YMCThble MapKUPOBAHHBIC JIUCTHI OyMaru sl 3amuce
pelieHust 3ajgav, 3aTeM MpUCTyHaeT K pemeHuto. Heobxoaumo naTh OTBET B
NMCbMEHHOM BHUJE, MOAPOOHO H3JIOKUB XOJl PpELIEHUs, MpU HEOOXOJIUMOCTH
3aBEPUINTH PELIEHUE BBIBOJAMH.

PA3JEJI 1. TEOPETUYECKUE OCHOBBI CEPBUCHOM
JAEATEJBHOCTHA
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Tema 1.1. CymiHOCTH U COepPKAHUE CEPBUCHOM 1eSITEJIbHOCTH

1. 3amanus OTKPBHITOTO THUIA
1.1. Bommpockl OTKpPBITOTO THIIA

1. TlonsiTue CepBUCHOM AEATEILHOCTU U €€ MECTO B CUCTEME SKOHOMHUUYECKUX

OTHOIIIEHUU

2. OCHOBHBIE XapaKTEPUCTHUKU CEPBHUCHOM JIEATENBHOCTH Kak (Hopmbl

HYKOHOMHUYECKOU aKTUBHOCTHU

3. OTnu4re CepBUCHOM AESITENFHOCTH OT MAaTEPUaIbHOTO MPOU3BO/ICTBA

4. CynHoCTh HEMATEPUATBHOIO XapaKkTepa yCIyT B CEPBUCHOM AESITEIBHOCTH
5. Ponp uenoBeueckoro gakropa B CEpBUCHOI 1€ATEIHHOCTH

6. OcHOBHBIEC (DYHKIIMM CEPBUCHOMN JEATEILHOCTH B COBPEMEHHON IKOHOMUKE
7. B3aMOCBsI3b CEpBUCHON JESATENBHOCTH U YAOBJIETBOPEHUSI MOTPEOHOCTEM

HaCCJICHUA

1.2. KoHTpoibHbIC 3aJJaHUS
3aganue 1

Opranmszanust cepbr ycinyr okxaszsiBaer 2 000 ycimyr B mecsn. Ilocne

BHCAPCHM HOBBIX OPraHHU3allMOHHBIX ITOAXOI0B!:

o0beM ycyr yBemmuuiics 110 2 600
KOJIMYECTBO ajo0 cHu3miIock ¢ 150 1o 90
YPOBEHB YAOBJIETBOPEHHOCTH KIIMEHTOB BBIPOC ¢ 78% 10 92%

Tpebyercs:
Onpenenuts pocT obObema yciayr (B aOCOMIOTHOM W OTHOCHUTEIHLHOM

BBIPAXKEHUN ).

PaccunTaTh CHIKEHHME KOJTMYECTBA Kajlo0.
OrnpenenuTh H3MEHEHHE YPOBHS YIOBJIECTBOPEHHOCTH KIIMEHTOB.
Cnenatb BbIBOJ 00 3 (PEKTUBHOCTH U3MEHEHU B CEPBUCHOM JEATCIBHOCTH.

3amanue 2
Pacnpenenure xapakKTe€pUCTUKH MO KATETOPHUSIM:

XapaKTEPUCTHUKHU:
HEOCS3a€MOCTh, BO3MOKHOCTb XPaHEHMs, HEOTIAEIMMOCTb OT Ipolecca

Npou3BoOACTBA, MATCPHAJIbHOCTb, HN3MCHUHUMBOCTH Kau€CTBd, HCBO3MOXHOCTDH
HAaKOIIJICHHUA 3aI1aCOB

2. 3agaHusi KOMOMHUPOBAHHOTO TUIIA
2.1. TectoBbie 3a1anusi ¢ 000OCHOBaHHUEM BBHIOOpA

Conep:xanue 3a1aHust
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Uto sBHsSETCS CYIIHOCTHIO CEPBUCHOW JACSITEIBHOCTH? a) MPOM3BOJCTBO TOBAapOB O)
OKa3aHMe yCIyT B) 100bIUa PECYPCOB T') YIIPABICHHE KATUTAIOM

Kakas xapakTepucTuka sBISETCS KIIOYEBOM [UIsl yCiIyr? a) MaTepuaibHOCTh 0)
HEOCS3a€MOCTh B) CKJIaIUPYEMOCTD T') CTAHIAPTU3UPOBAHHOCTD

OcHoBHast (yHKIHMS CEpBUCHOM JEATEIBHOCTH: a) YIOBIETBOPEHHE MOTpeOHOCTEH
3 | ximeHToB ©0) M00BIYa CBHIPbS B) MPOU3BOACTBO OOOPYIOBaHUS T) TPaHCHOPTUPOBKA

pecypcoB

3. 3aaHud 3aKpbITOro TUIA
3.1. TectoBBIE 3a/1aHUS
Tect 1

BauMmaTenpHO TpoUYnTaTh TEKCT 3aJaHWsl M BHIOpATh OJMH BEPHBINH OTBET.
3anucaTh TOJIbKO OYKBY.

Uro sABIISIETCS OCHOBHOM LIEJIBIO CEPBUCHOM AEATEIIHLHOCTU?

a) YBEIIMYEHUE TIPON3BOICTBEHHBIX 3aTpaT

0) yIoBIETBOpPEHHE MOTPEOHOCTEH TOTpeOUTEINIeH

B) HAKOIUJICHHE MaTepUaIbHBIX PECYPCOB

I') COKpaIIeHUE Ka4yeCcTBa yCIyT

OtBeT: 0

Tect 2

BHuMaTenbHO MPOYNTATh TEKCT 3a1aHUSI U BIOPATh HECKOJIBKO MPABHIIbHBIX
OTBETOB. 3aIUCaTh TOJbKO OYKBHI.

K OCHOBHBIM XapaKTepUCTUKAM CEPBUCHOM JAEATEIBHOCTH OTHOCSTCS:

a) HEOCSA3aEMOCTh

0) I3MEHUYMBOCTH KauecTBa

B) MaT€pUaAIIbHOCTh MPOTyKIUU

I') HEOTJIEIMMOCTh POU3BOICTBA U NOTPEOICHUS

1) BO3MOKHOCTb XpPaHEHHUs YCIYT1

OtBeT: 2,0, T

Tema 1.2 VYcayra kak 3JKOHOMHYECKAs KAaTeropus: CBOWCTBA M

KIaccupuxanms

1. 3amaHus OTKPHITOTO THIIA
1.1. Borpockl OTKpBITOrO TUNA
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1. [ToHsiTHE yCIIyTH KaK SKOHOMUYECKOI KaTeropuu

2. OCHOBHbBIE OTJIMYUS YCIYTH OT MaTepHaJIbHOIO TOBapa

3. KiroueBble cBoicTBa yciyr (HEOCS3a€MOCTh, HEOTACIHUMOCTD,
U3MEHYHBOCTb, HECOXPAHIEMOCTD)

4. [TpryrHBI HECOXPAHAEMOCTH YCIIYT U €€ BIUsHUE Ha OU3HEC

3) Knaccudukanus ycnyr no GyHKIIMOHATEHOMY HA3HAYCHUIO

6. Knaccudukanus ycayr no ypoBHIO B3aUMOACHCTBUS ¢ TOTpedUTEIEM

7 Poie ycnyr B (hopMupOBaHHH CTPYKTYPBI COBPEMEHHOW YKOHOMUKHU

8 OcoGenHoctu 11eH000pa3oBaHus B cepe ycayr

1.2. KoHTponbHbIE 3aJaHUS
3ananue 1

CGpBI/ICHaH KOMITaHUSA AHAJIIM3HUPYCT XAPAKTCPHUCTHKHU IIPCAOCTABIIACMBIX

YCIyT:

yCJIyra He MOXET ObITh COXpaHEHa Ha CKJIaJl

KAueCTBO YCIyTH 3aBUCUT OT KOHKPETHOI'O UCTIOJIHUTEIIS
yciIyra noTpeoJisieTcsi B MOMEHT €€ OKa3aHUs

pe3yJIbTaT YCIYTH HEJb3s MOTPOraTh WK U3MEPUTh (PU3HUECKU

3amanne 2
Pacnpenenure BUAbI yCIAYT MO KJIaCCU(UKAITMOHHBIM TPYIIaM:

YCIIYyTH:
oOpa3oBaTenbHbIE YCIYTH, TPAHCHOPTHBIE YCIYTH, OAHKOBCKHE YCIYTH,

MCIUIMHCKHUC YCIIYTH, OBITOBEIE YCIYIu, KOHCAJITUHIOBBIC YCIYT'H

[To HanpaBieHUIO HA TOTPEOUTEIIA:
OBITOBBIC YCITYTH
oOpa3oBarenbHbIE YCIYTH
KOHCAJITUHTOBBIC YCITyTH

2. 3amanusi KOMOMHUPOBAHHOTO THUIIA
2.1. TectoBbie 3aaHusi ¢ 000CHOBaHKEM BhIOOpA

Ne Conep:xxanue 3a1aHust

1 Kakoe cBOMCTBO OT/IMUaeT yciayry OT ToBapa? a) MaTepuaabHOCTh 0) BO3MOXKHOCTH
XpaHEHUs B) HEOCSA3aeMOCTb I') CTaHJapTHU3ALUS
Uto o03HaYaeT HECOXPAHSEMOCTh YCIyTH? a) yCIyry MOXXHO XpaHHTh Ha CKiaae 0)

2 yCIIyTa CyIIEeCTBYET TOJIHKO B MOMEHT OKa3aHUS B) YCIYTY MOKHO JKCIIOPTUPOBATH T)
YCIIYTY MOXKHO KOITUPOBATh

3 Uro BAMSET Ha Ka4ecTBO ycIyru? a) TOJIbKO OOOpyAoBaHWE O) TOJNBKO IIEHA B)

YeJIOBEYECKHI (PaKTOp T') TOIBKO ChIPhE
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3. 3ajanud 3aKpbITOro TUIA

3.1. TectoBbIE 3a1aHUA
Tect 1

BHuMartenpHO mpoYHMTaTh TEKCT 3aJaHusl U BBIOpATh OJWH BEPHBIA OTBET.
3anucaTh TOJIbKO OYKBY.

Kakoe cBO#CTBO XapakTepHO IJi yCIyT?
a) MaTepUaIbHOCTD

0) CKIIaANPyEeMOCTh

B) HEOCS3aEMOCTh

T') HEU3MEHSAEMOCTb

Tect 2

BaumarensHO IMPpOYUTATh TCKCT 3aJdHUSA U BBI6paTI> HCCKOJIBKO ITPaBUJIbHBIX
OTBETOB. 3amucaTh TOJIBKO 6YKBI>I.

Kakwue cBoiicTBa OTHOCATCS K yciyram?
a) HeOCsSI3aeMOCTh

0) UI3MEHYHNBOCTh KaueCTBa

B) BOBMOYKHOCTh XpaHEHUS

I') HECOXPaHAEMOCTb

1) MaT€pUaIBLHOCTh

Tema 1.3. Poab cdepsbl ycayr B COBpeMEeHHOM IKOHOMHUKE
1. 3aganus OTKPBHITOTO THUIA
1.1. Bomnpocsl OTKPHITOrO THIIA

1. ITonsiTre chepsl ycayr u €€ MeCTO B CTPYKTYpe HallMOHATbHON SKOHOMHKHU

2. Poab TpETHYHOTO CEKTOpa SKOHOMHUKH B COBPEMEHHOM Pa3BUTHU CTPaH

3. OCHOBHBIE TEHICHIIMHM Pa3BUTHS CQepbl YCIyr B MOCTHHIYCTPUATHHON
YKOHOMUKE

4. Bnusinue chepbl yCIyr Ha 3aHATOCTb HACEICHUS

5. 3HaueHue yciyr B (GOpMUPOBAHUM BaJIOBOTO BHyTpeHHero npoaykra (BBII)

6. dakTopsl pocTa chepsl yCIyT B COBPEMEHHONW YKOHOMHUKE

7. B3anmocBsi3b cepbl YCIyT U YPOBHS KU3HU HACCIICHUS

8. Ponb nudpoBuzammu B pa3Butuu chepsl yCIyr

1.2. KoHTpoabHbIE 3aJaHUS
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3amanue 1

B »kxoHOMUKE CTpaHbl CTPYKTyYpa 3aHATOCTH BbBIINVIAUT CIACAYIOIIHNM

obpazom:

CeJILCKOE XO03sCTBO - 12%
MIPOMBITIUICHHOCTSH - 38%

cdepa ycnyr - 50%

Uepes 5 nmer nokaszarenyu N3MEHUIINCH:
CEJTBCKOE XO3SMCTBO - 8%
MPOMBITIUIEHHOCTH - 30%

chepa yenyr - 62%

Tpebyercs:

Onpenenuts U3MEHEHHUE 10K CPepbl YCIyT (B MPOLIEHTHBIX ITyHKTAaX).
PaccuuTath poct gosu chepsl yeiuyr (B OTHOCUTEIIBHOM BBHIPKEHUH ).
CnenaTh BBIBOJI O TCHJICHIIUM PA3BUTHS YIKOHOMUKH.

3ananue 2

Pacnipenenure oTpaciu mo cCeKTopaM SKOHOMUKH:

OTpaciu:

OaHKOBCKHME yCIyrd, J00b¥a yrisg, oOpa3oBaHue, MNPOU3BOICTBO

aBTOMOOWUJIEH, 3PABOOXPAHEHHE, CETLCKOE X035MUCTBO, Typu3M, [ T-ycnyru

2. 3amanusi KOMOMHUPOBAHHOTO THUIIA
2.1. TectoBblie 3agaHusi ¢ 000CHOBaHKEM BhIOOpA

Ne Coaep:xaHue 3a1aHus
KakoBa ocHoBHast posib chepsl YCIyr B SKOHOMHUKE? a) COKpaIIeHHE MPOU3BOACTBA 0)
1 o0ecrieyeHne TNOTPeOHOCTEM HaceleHHs B Yyciayrax B) CHIDKEHHE 3aHATOCTU T)
yMmenblieHue BBIT
Yrto XapakTepHO Ul MOCTHHIYCTPUAIbHON SKOHOMUKH? a) TOMUHUPOBAHHUE CEIbCKOTO
2 X03s1iicTBa 0) TOMUHUPOBAHUE IMPOMBIIUIEHHOCTH B) JOMUHHUPOBAHHUE CPEPHI YCIYT T)
OTCYTCTBHUE YCIIYT
3 Kaxoit pakTop Hambomee crnocoOCTBYeT pocTy cdephl YCayr? a) CHIKCHUE TEXHOJIOTHIMA

0) ypOanu3anus ¥ nMQpoBU3alIKS B) YMEHBIIEHHE JOXOJIOB I') COKpaIlleHHE HACEICHUS

3. 3agaHus 3aKpbITOrO THUIA
3.1. TecroBble 3agaHust
Tect 1

BaumarennHO Ipo4YuTaTh TCKCT 3aJaHUA H BI)I6paTB (0105151 BCpHBIfI OTBCT.

3anucaTh TOJBKO OYKBY.

Kaxkoii CCKTOP O9KOHOMHMKH SABJIACTCA BCAYIIHMM B IOCTUHAYCTPHUAIIBHOM
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oOmectBe?
a) IePBUYHBII
0) BTOpUYHBIN
B) TPETUUHBII
I') arpapHsbIii

Tect 2

BHUMaTENbHO MPOYUTATH TEKCT 3a1aHMSI U BBIOPATh HECKOIBKO MPABUIIBHBIX
OTBETOB. 3aIIMCaTh TOJBKO OYKBBI.

Kakue otpacnu oTHOCATCA K chepe ycmyr?
a) oOpazoBaHue

0) 31paBOOXpaHCHHE

B) CEJIbCKOE XO3SMCTBO

r) 0aHKOBCKOE OOCITyKUBAaHUE

J1) POMBIIIIJIEHHOE MMPOU3BOJICTBO

Tema 1.4 UcTopusi pa3BUTHSA W IBOJIIOIUS CEPBUCHOM 1€eATEJIbHOCTH
1. 3aganus OTKPBITOTO THIA
1.1. Bomnpocsl OTKPBHITOrO TUIIA

1. DTansl KCTOPUYECKOTO PA3BUTHS CEPBUCHOU AEATEILHOCTH

2. OcOOEHHOCTH cepBHUCa B IOMHAYCTpUAIbHBINA IEPUO]

3. Pa3BuTue cdepbl yciayr B 310Xy NPOMBIIUIEHHOW PEBOJIIOLUN

4. ®opMupoBaHUE CEPBUCHON SKOHOMUKH B XX BEKe

5. Ilepexoa kK MOCTUHAYCTPUATBLHOMY OOILIECTBY U €r0 BIUSHUE HA CEPBUC

6. Poib Hay4HO-TEXHUYECKOTO MTPOrpecca B IBOJIOLUN YCIYT

7. Bmusnue uudpoBU3aMi Ha COBPEMEHHBIM OTall Pa3BUTHS CEPBUCHOU
NEATEIIbHOCTH

8. OcHoBHBIEC TeHACHIINU TpaHCchopmanmu cepBrcHOM cdepbl B XXI Beke

1.2. KoHTponbHBIC 3a1aHUS
3amanue 1

Hctopuueckoe pa3BUTHE CEPBUCHOM JIE€ATEIBHOCTH MOXKHO YCJIOBHO
MPEICTaBUTH CICTYIONTUM 00pa3oM:

JOMHYCTpHAIBbHBIN 3Tan: 10% yciiyr B CTpyKType 3KOHOMUKH

WHIYCTpUAJbHBIN 3Tart: 25% ycayr

MOCTUH/TY CTPUANIBHBIN dTam: 65% yciyr

udposoii atam: §0% ycmyr
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Tpedyercs:
Onpenenuts MPUPOCT AOJIU YCIYT OT AOUHIYCTPUAIBHOTO J0 HUPPOBOro

sTana (B ILIL.).

PaccunTaTh OTHOCUTEIBHBIN POCT IOJIH YCITYT.
CrenaTp BBIBOJ O XapaKTepe IBOJIIOLIMU CEPBUCHON JEATEIBHOCTH.

3amadue 2

Pacripenenure XapakTepUCTUKM N0 MCTOPUYECKUM 3TanaM Pa3BUTHUSA

cepBuca:

XapaKTEPUCTUKHU:
pPEMECIIEHHBIE YCIIYTH, MacCOBOE IMPOMBIIIJIEHHOE ITPOU3BOJICTBO, LIM(PPOBBIE

CCPBUCKHI, JIMTHOC O6CJIy}KI/IBaHI/Ie, dBTOMaTHu3anusg ImpouccCos, JIOKaJIbHBIA 0OMEH
yciayramMu, ri100aIbHbBIE OHJIElﬁH-HJ'I&T(bOpMBI

2. 3agaHusi KOMOMHUPOBAHHOTO TUIIA

2.1. TectoBblie 3aaHusi ¢ 000CHOBaHKEM BhIOOpa

Ne Coaep:xanue 3a1aHust

1 Uro xapakTepHO [JIsl JOUHIYCTPHAIBHOTO JTama pa3BUTHs cepBuca? a) uudposbie
wiatopmel ) peMeciaeHHOe o0cTyKMBaHUE B) aBTomMatu3aius 1) M-cepBuch
Kakoii ¢akrop Hanbonee moBiusul Ha pa3BuTHE cepBuca B XX Beke? a) CHI)KCHUE

2 TEXHOJIOTHI 0) MPOMBILIICHHAS! PEBOJIIOIUS B) MCYE3HOBEHHUE TOPOJIOB T') COKpAICHUE
TOPTOBIIU

3 Uto siBnsieTcss mpu3HAKOM IUGPOBOTO dTama pa3BUTHS cepBuca? a) pydyHOUl Tpyn 0)

JIOKaJIbHBIE PHIHKU B) OHJIAHH-TIIaT(GOPMBI I') HATypalbHbII 00MeH

3. 3agaHus 3aKpbITOrO THUIA
3.1. TecroBble 3agaHus

Tecr 1
BHuMartenbHO mpodyuTaTh TEKCT 3aJlaHUsl U BBIOpaTh OJWH BEPHBIA OTBET.

3anucaTh TOJBKO OYKBY.

Kakoil »sTtam pa3BuTHs cepBUCa CBS3aH C TMOSBICHUEM LHU(PPOBBIX

TEXHOJIOTUN?

a) TOUHAYCTPUATbHBIN
0) UHIyCTpUATIbHBIN

B) IOCTHH/TYCTPHAIIbHBIN
r) nudpoBoi

Tect 2
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BaumarensHO IIPpOYUTATb TCKCT 3aJaHUs U BbI6paTI> HCCKOJIBKO ITpaBUJIbHBIX
OTBETOB. 3anucaTh TOJbKO 6YKBI>I.

Kakue nporieccbl OTHOCSTCS K 9BOJIIOLUHN CEPBUCHOM 1A TETLHOCTHU?
a) aBTOMaTH3alus yCIyT

0) pa3BuTHE OHJIANH-TIIATPOPM

B) MEPEXO0JI K PYYHOMY TPYLy

I) ro0anu3anus CEpBUCOB

1) cokpareHue chepsl yeiIyr

PA3JEJI 2. OPTAHU3AIIUA U TEXHOJIOT MU CEPBUCHOM
AEATEJBHOCTHU

Tema 2.1. Opranusanus CepBUCHOM AeSITEJIbHOCTH HA MPeINPUATHN
1. 3agaHust OTKPBITOTO THUIIA
1.1. Bomnpocsl OTKPBITOrO TUIIA

1. [loHsATHE OpraHU3alMK CEPBUCHON JAEATENBHOCTU HA IPEANPUATUN

2. OCHOBHBIE AJIEMEHTHI CHCTEMBI OpTaHU3AIUU CepBUCa

3. OyHKIIMOHANBHAS CTPYKTYpa CEPBUCHOTO MPEATPUATHS

4. Ponb  ympaBl€HYECKUMX TMOJpA3JEiICHUI B OpraHu3aliud CEpBUCHOM
NEATEIIbHOCTH

5. [IpuHunsl opranu3anuy 00CIyKMBaHUS KIMEHTOB

6. OCOOEHHOCTH OpraHu3ali CEPBUCHBIX IPOLECCOB B PA3IUYHBIX THUIAX
MPEINPUATUN

7. B3auMoCBs13b OpraHU3allMOHHON CTPYKTYpPBI U KaUeCTBa 00CITYyKMUBaHUSI

8. Poinb mepconasia B opraHuzaiii CEpBUCHON JeSATEIbHOCTH

1.2. KoHTponbHbIE 3aJaHUS
3amanue 1

CepBHCHOE TPEANPUATHE UMEET CIEAYIOIIYIO CTPYKTYpPY:
OTJEI MpUEMA 3aKa30B

POU3BOJICTBEHHBIN (MCIIOJIHUTENbHBIN) OTIEN

OTJZI€] KOHTPOJIS Ka4eCcTBa

OT/Ie]I padOTHI ¢ KIIMCHTaMHU

B IMPpOLCCCC aHaJIn3a BBISABIICHO!

BpeMs 00paboTKu 3aka3a - 40 MUHYT
YPOBEHb MOBTOPHBIX oOparieHuit - 18%
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YPOBEHbB yAOBJICTBOPEHHOCTH KJIMEHTOB - 82%

[Tocne peopranu3zaiuu:

BpeMs 00pabOTKH 3aKa3a - 25 MUHYT
noBTOpHBIC oOparieHus - 10%
YAOBJIETBOPEHHOCTH - 93%

Tpebyercs:

OnpenenuTh COKpallleHHe BpeMeHrn 00pabOoTKH 3aKka3a (B MUHyTax U %).
Paccuntarh cHMKEHHE TOBTOPHBIX OOpaICHHIA.

OnpenenuTts pocT yAOBIETBOPEHHOCTH KIIMEHTOB.

Cnenatb BbIBOJ 00 3(()EKTUBHOCTH OPraHU3alMOHHON CTPYKTYPHI.

3amanue 2

PaCHpe,Z[CJII/ITC 9JICMCHTBI 11O Q)YHKHHOHaJIBHBIM rpymnmaamM CCPBHUCHOIO

MPEANPUATHS:

AJIEMEHTBI:
NpuéM 3aKa3oB, OyXrajaTepusi, OKa3aHHE YCIYTd, MapKETHUHI, KOHTPOJb

kauectBa, HR-oTaen, rexuudeckoe o0caykuBaHue, paboTa ¢ KIMEHTaMH

KonTposib 1 B3aUMOIENCTBUE C KIMEHTAMMU:

KOHTPOJIb KaueCcTBa

paboTa ¢ KIIMeHTaMu

2. 3agaHusi KOMOMHUPOBAHHOTO TUIIA

2.1. TectoBble 3a1anusi ¢ 000CHOBaHHUEM BBHIOOpA

Ne Coaepixanue 3a1aHus
Uro sBAsSETCS LENbI0 OpraHU3allii CEPBUCHOM NEATENHHOCTU? a) yBEIUYEHHUE 3aTpaT

1 0) obecnieuenune >Gp(HEeKTUBHOTO 0OCITYKUBAHUS KIMEHTOB B) COKpAICeHHE MEepcoHama
') CHUKCHHE KauecTBa YCIyT

2 Kaxoit a5ieMeHT SBIISIETCS] KITFOUEBBIM B CEPBUCHOM TMIPEANPUITHH? a) 000pyaoBaHue 0)
NEpCOHAJ B) CKJIAJ| I') TPAHCHOPT

3 Urto BiMsieT Ha KaYECTBO OpraHU3AIMH CepBHca? a) CTPYKTypa MPeanpusTus 0) IBET

3/1aHMsI B) KOJIMUYECTBO PEKJIAMBbI T') pazMep oduca

3. 3aiaHus 3aKpbITOro TUIIA
3.1. TecToBbIe 3agaHus
Tect 1

BaumarennHO Ipo4YuTaTh TCKCT 3aJaHUA H BI)I6paTB OAHMH BCpHBIfI OTBCT.
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3anucaTh TOJBKO OYKBY.

Uto  sBisieTCS  OCHOBHOM  (DYHKIIMEW  opraHu3alldd  CEPBHUCHOMU
NesITeNbHOCTH?

a) MPOU3BOJICTBO TOBAPOB

0) oOecrnieyeHne mporecca OKa3aHus yCiIyr

B) 100BIYA PECYPCOB

') XpaHEHUE NPOAYKIUU

Tect 2

BaumarennHO [IpoYUTaTh TCKCT 3a/[aHUA U BBI6paTB HCCKOJIBKO ITPpaBUJIBHBIX
OTBETOB. 3aIucaTh TOJbKO 6YKBI>I.

Kakwue a5meMeHThI BXOJAT B OpraHU3aI[ui0 CEPBUCHOTO MPEANPUSTHS ?
a) oTzIeN 00CITyKUBaHUS KIIMECHTOB

0) MpOM3BOACTBEHHBIN OTICI

B) OT/ICJI KOHTPOJIS KauecTBa

I') IPUPOJIHBIE PECYPCHI

1) MapKETUHTOBBIN OT/EI

Tema 2.2 IIpouecc oxkazaHus yCJAYIH: CTPYKTYPa M 3TAIBI

1. 3aganus OTKpBITOTO THIA
1.1. Bonmpock! OTKpBITOrO THNA

. [loHATHE NIpoLIECCa OKAa3aHUs YCIIYTH

. OCHOBHBIE 3TaNbl )KU3HEHHOT'O LIUKJIA YCIYTH

. OCOOEHHOCTH MPOEKTUPOBAHUS YCIYTH

. Pone mpeiBapUTENBHOTO 3Tana B OKa3aHUH YCIYTH

. DTan HEMOCPEACTBEHHOTO IIPEIOCTABIEHUS YCIYTH U €r0 XapaKTepUCTHKA
. [locTcepBHCHOE 00CITY)KMBAHUE U €70 3HAYECHUE

. B3auMocBs3b Tanos mpouecca OKazaHus yCIyr

. @akTophl, BIUAIONIME HA 3(PPEKTUBHOCTD MPOIECCa OKa3aHUS YCIYTH

coO~NO OIS WN -

1.2. KoHTponbHBIC 3a1aHUS
3amanue 1

CepBHCcHass opraHuzalnMs IPEeAOoCTaBIsIeT YCIYry, HpoLecc KOTOPOM
BKJIFOYAET JTallbL:

[Ipuém 3asBKH
Koncynpranus knueHra
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Brimonnenue ycinyru
KonTponp kauecTBa
OO6parHas cBsI3b

B xojie ananu3a BBISBIEHO:

CpellHee BpeMs BBIIIOJHEHUS npouecca - 60 MUHYT

[IOCJIE ONTUMU3ALMH Mpouecca - 42 MUHYThI

KOJIMYECTBO IMOBTOPHBIX OOpalieHuii cHusuinock ¢ 20% no 12%
YAOBJIETBOPEHHOCTh KIMEHTOB BbIpociia ¢ 80% 110 92%

Tpebyercs:

OnpenenuTh COKpallleHHe BpeMeHU Tpoliecca (B MUHYTaxX U %).

Paccunrarh cHUKCHHE TTOBTOPHBIX OOpAIICHHIA.

Omnpenenuts pOCT YIOBJICTBOPEHHOCTH KIIMEHTOB.

Cnenate BBIBOJ 00 S()PEKTUBHOCTH ONTUMM3AIMU MPOIECCa OKa3zaHUs
YCIIyTH.

3amadue 2

Pacnipenenure nericTBUsA MO TAnaM Npouecca OKa3aHus yCIIyru:

NEUCTBUSL:

oopMIIEHUE 3a8BKHU, BBIIIOJHEHUE YCIYTH, aHAIU3 NOTPEOHOCTEN KIIMEHTA,
oOpaTHas CBsA3b, KOHTPOJb KaYECTBA, KOHCYJbTUPOBAHUE, MOJrOTOBKA pecypca

2. 3amanusi KOMOMHUPOBAHHOTO THUIIA
2.1. TectoBble 3agaHus ¢ 0O0OCHOBAHHUEM BhIOOpA

Ne Conep:xanue 3a1aHUs

1 Kakoii sTam siBisieTcsi HauaJbHBIM B TIPOIIECCe OKa3aHUs yCIYTH? a) BBITIOJIHEHUE YCIYTH
0) KOHTPOJIb KaueCTBa B) aHAJN3 MOTPEOHOCTEN KJIMEHTa T') o0paTHas CBA3b

2 UTo OTHOCHUTCS K 3aBepIIaroieMy 3Tany ycayru? a) opopmiieHue 3asiBK 0) BBITTOJTHEHUE
YCIYTH B) 00paTHast CBSA3b I') KOHCYJIbTUPOBAHHE
Uro oOecneunBaeT 3((PEeKTUBHOCTH TMpolecca OKa3aHWUsA YCIyru? a) OTCYTCTBUE

3 CTPYKTYpHI 0) TOCIE0BATEIIBHOCTh 3TAloOB B) CIYYalHOCTh JIEUCTBHI T') OTCYTCTBHE
KOHTPOJISI

3. 3a1aHus 3aKpbITOTO TUIIA
3.1. TecToBbIe 3agaHus

Tect 1

BaumaTenpbHO MpounTaTh TEKCT 3a/JaHMsl M BHIOpATh OJIMH BEPHBIN OTBET.
3anucaTh TOJIBKO OYKBY.

UTo siBAsieTCS MEPBBIM 3TANIOM Ipoliecca OKa3aHus yCiayru?
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a) BBITIOJIHEHUE YCITYTH

0) aHaIM3 MOTPEOHOCTEN KIIMEHTa
B) KOHTPOJIb Ka4eCTBa

r) oOpaTHas CBS3b

Tect 2

BHuMaTeapHO MPOYUTATh TEKCT 3aJaHUs M BHIOPATh HECKOJIBKO MPABHIIBHBIX
OTBETOB. 3aIIMCaTh TOJBKO OYKBBI.

Kakwue 3tamnsl BXOIAT B IPOIECC OKA3aHUSI YCIyTH?
a) MpeBapUTENbHBIN Tal

0) aTan oKazaHus yCIyrd

B) 9Tall 3aBEpIICHUS U 0OPaTHOM CBS3H

I') 3Taln MPOU3BOJICTBA CHIPbS

J1) 9TaIl XpaHEeHUs MPOAYKIIUU

Tema 2.3 TexHoJI0THH 00CIY;KUBAHUS KJINCHTOB
1. 3aganus OTKPBITOTO THIA
1.1. Bormpock! OTKpBITOrO THNA

. [loHsiTue TexHONIOTU 0OCITY>KUBAHUS KIMEHTOB B cpepe yclIyr

. OCHOBHBIE COBPEMEHHBIE TEXHOJIOTUH KJIMEHTCKOTO CEPBHCA

. Pone CRM-cuctem B opranu3anuy 00CIIyKUBaHUS KIHNEHTOB

. 3HaueHHe 4aT-00TOB U BUPTYaJIbHBIX ACCUCTEHTOB B CEPBUCE

. OMHUKaHalIbHOE O00CITY>KHBAHHUE KIIMEHTOB: CYITHOCTh U OCOOCHHOCTH
. Texnonoruu nepcoHaM3auu 00CITyKUBaHUS KIIMEHTOB

. Bnustnue 1iudpoBbIX TEXHOJIOTUH HA CKOPOCTh U Ka4€CTBO CEPBHUCA

. Ponp aBTOMaTH3a1MK B B3aUMOJEUCTBUN C KIMEHTAMHU

O~NO OIS WN -

1.2. KoHTpoabHbIC 3aJaHUS
3amanue 1

CepBucHasi KOMIIaHUSI BHEIPHJIA CIEAYIOUINE TEXHOJOTHH OOCTYKUBAHUS
KITUEHTOB:

CRM-cuctema 1151 yripaBiieHUs KIIMEHTCKOM 0a30i

4aT-00T JIJIs1 IEPBUYHON 00paOOTKH 3alpOCOB

OHJIaliH-(hopMa 3asBOK

CUCTEMa aBTOMATHYECKUX YBEIOMIICHUN

J1o BHEApEHUS:

cpeaHee BpeMsl OTBETa - 45 MUHYT
YPOBEHb YJOBIETBOPEHHOCTH - /8%
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KOJIMYECTBO 00paboTaHHbIX oOparieHuii - 1 200 B Mecsiiy

[Tocne BHeApeHUS:

cpeaHee BpeMsi oTBeTa - 18 MUHYT

YPOBEHbB yAOBIETBOPEHHOCTH - 92%

KOJIMYECTBO 00paboTaHHBIX oOparmierHwuii - 1 800 B mecsiy

Tpebyercs:

OrnpenenuTh COKpallleHHe BPEMEHU OTBETa (B MUHYTaxX U %).
PaccuuTath pocT KommdecTBa 00paboTaHHBIX 0OpaICHU.
Onpenenuts pocT yIOBIETBOPEHHOCTH KIMEHTOB.

Cnenath BbIBO 00 3(p(pEeKTUBHOCTH BHEIPEHUS TEXHOJIOTHH.

3aganue 2
Pacnipenenure TEXHOJIOTUH MO KAaTETOPHUSIM:

TEXHOJIOTHH:
CRM-cucrema, 4ar-60T, TeinepoHHOE OOCTYy)XKMBaHHE, OMHHMKaHAJIbHAS

matdgopma, OyMakHbIE AaHKEThI, OHJIAMH-GOpMa 3adBOK, pydHas oOpaboTKa
3aIpOCOB, CUCTEMA YBEAOMIICHUN

2. 3amanusi KOMOMHUPOBAHHOTO THUIIA

2.1. TectoBblie 3aaHusi ¢ 000CHOBaHKEM BhIOOpa

Ne Conep:xanue 3a1aHus
Uro sBiseTCS IEThI0 TEXHOJOTHHA OOCTYyXKMBAaHUS KIHMEHTOB? a) YCIOXHEHHE
1 nporeccoB 0) MOBBIIIEHHE KadecTBa M CKOPOCTH OOCITY)XMBAaHUS B) YBEIMYEHUE
OyMaxHOU palbOTHI I') CHUIKEHUE PO3PAuYHOCTH
2 UYro obecneunBaer CRM-cuctema? a) ynpaBieHHE KIUEHTCKUMHU JaHHBIMU O)
IIPOM3BOJICTBO TOBAPOB B) CKJIAJICKON YUET I') TPAHCHOPTHPOBKY
Kakoe npenmyImecTBo AaeT OMHUKaHAJIbHOE 00CITy)KHBaHUE? ) OrpaHUYCHHE KaHAJIOB
3 cBs3M O) eAuHOEe B3aUMOJEICTBUE Yepe3 pa3Hble KaHAJIbl B) OTKa3 OT KJIMEHTOB T)

CHMIKCHHUEC CKOPOCTH pa6OTH

3. 3agaHus 3aKpbITOrO THUIA
3.1. TecroBble 3agaHus

Tect 1

BaumarennHO Ipo4YuTaTh TCKCT 3aJaHUA H BI)I6paTB (0105151 BCpHBIfI OTBCT.

3anucaTh TOJIBKO OYKBY.

Kaxkas TeXxHOJIOTHS OTHOCUTCSI K COBPEMEHHBIM CEPBUCHBIM TEXHOJIOTUSAM?
a) OyMaXKHBII KypHaJl yyera
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0) yatr-60T
B) pyuHasi 00paboTKa 3asBOK
T') apXUB JOKYMEHTOB

Tect 2

BHuMaTeapHO MPOYUTATh TEKCT 3aJJaHHsI U BHIOPATh HECKOJIBKO MPAaBHIIbHBIX
OTBETOB. 3aIIMCaTh TOJBKO OYKBBI.

Kaxune TexHomoruu oTHOCATCS K TUGPOBOMY 00CTY)KMBAaHUIO KIIMEHTOB?
a) CRM-cuctemsbl

0) 4aT-00THI

B) OMHHUKaHaJIbHbIE TIaT(HOPMBI

r) OyMa)KHbIC aHKEThI

1) OHJIaitH-(OPMBI 3aBOK

Tema 2.4 Cranpapruzanuss ¥  perjylaMeHTAlMsl CEPBHUCHOM
HeSITeJIbHOCTH

1. 3aganus OTKPBITOTO THIA

1.1. Bormpock! OTKpBITOrO THNA

[ToHsiTHE cTaHAApPTU3ALUH B CEPBUCHOU IESITEIbHOCTH

Ponb pernameHTanuu npoeccoB 00CIyKUBaHUS KJIUEHTOB
OcHOBHBIE BUJIbI CTAH/IAPTOB Ka4€CTBA YCIYT

3HaYeHUE BHYTPEHHUX PEIVIAMEHTOB Ha CEPBUCHOM IPEANPUITUN
CBs13b cTaHJAPTU3AIIMN U TIOBBIIIEHUS KaueCTBa 0OCITYKUBAHUS
JIoKyMEHTHpOBaHUE MPOLIECCOB OKAa3aHUS YCIYT

KoHTposb cobitoieHns CTaHIapTOB 00CTYKUBAHUS

Bnusnaue crangapTu3anyy Ha KOHKYPEHTOCTIOCOOHOCTD MPEANPUSTHS

O~NOThWDE

1.3. KoHTponbHBIC 3a/1aHHUS
3amanue 1

CepBucHas opraHuzaius BHEIpWIa CTaHIApPT OOCITY>KUBAHUS KIUEHTOB,
BKJTIOUATOIIINN

BpeMsl OTBETA Ha 3ampoc - He OoJiee 15 MUHYT

00s3aTeIbHOE MPUBETCTBUE KIIMEHTA

(bUKCHPOBAHHBIN CIICHApUA KOHCYJIbTAIIUU

00s13aTeIbHBIN cOOp 0OpPATHOM CBS3H

Jlo BHEIpEeHWs CTaHAAPTOB:

cpeaHee BpeMsl OTBETA - 35 MUHYT
YPOBEHb YJOBJIETBOPEHHOCTH - /9%
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KOJIMYECTBO x)ajto0 - 120 B mecsin

[Tocne BHeApeHUS:

cpeaHee BpeMsi oTBeTa - 14 MUHYT
YPOBEHbB yAOBIETBOPEHHOCTH - 91%
KOJIMYECTBO *ajo0 - 60 B mecsn

Tpebyercs:

OrnpenenuTh COKpallleHHe BPEMEHU OTBETa (B MUHYTaxX U %).
PaccunTtaTh CHUKEHHE KOJIMIECTBA Kalo0.

Omnpenenuts pocT YIOBJIETBOPEHHOCTH KIIMEHTOB.

Cnenath BbIBO 00 3D PEKTUBHOCTH CTaHAAPTHU3AIUH.
3anganue 2

PaCHpe,Z[CJII/ITC QJICMCHTHEI 110 KaTCTOpHUAM:

DJICMCHTHI:

BHyTpeHHUil perinament, ['OCT, cuenapuii o0OciyXKHBaHuS,

KA4eCTBa, JOJDKHOCTHAsT HWHCTPYKLHMS, CIIy4aWHbIE JEUCTBUS
cranaaptel SO, HHIMBHUIYaNbHBINA TOAXO0A 0€3 MpaBHII

2. 3amanusi KOMOMHUPOBAHHOTO THUIIA
2.1. TectoBblie 3agaHusi ¢ 000CHOBaHKEM BhIOOpA

KOHTPOJIb
nepcoHasa,

Conep:xanue 3a1aHUs

Uto sBiIs€TCS 1ENbIO CTaHIAPTU3AIMH YCIyr? a) YCIOXHEHHWE TIPOILEecCOB 0)
obecrnieueHrne CTaOMIBLHOTO KayecTBa OOCHYKMBAHMSI B) CHIDKEHHE MPO3PAUYHOCTH T)

YMCHBIICHHUEC KOHTPOJIA

Uro BKJIIOYAET perjaMeHTalMsl CEPBHCHOM NIeATeNbHOCTH? a) cilydaiiHble AeHCTBUS 0)
(¢uKcUpoBaHHbIE TpPaBWJIAa W MPOLELYpPhl B) OTCYTCTBUE HHCTPYKLIMH T') XaOTHYHOE

o0CTyKUBaHUE

Kakoit a¢ ekt naer BHeApeHHE CTaHAAPTOB OOCTYKUBaHUA? a) yXyALICHHE KauecTBa 0)

CHIDKEHHE CKOPOCTH OOCIYKHMBAaHHS B) TIOBBIIIEHHE CTaOUIBHOCTU
yBeJIMYEHHE OINOOK

KadecTtBa T)

3. 3aianus 3aKpbITOro TUIIA
3.1. TectoBbIe 3agaHus
Tect 1

BHUMaTENBPHO TIPOYNTATh TEKCT 3aJaHMS M BBIOpATh OJMH BEPHBIH OTBET.
3anucaTh TOJIBKO OYKBY.

Urto siBJISIETCSI OCHOBHOM 11€JIBI0 CTAHAPTU3ALMH CEPBUCHOM JIESITEILHOCTH?
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O~NO OIS WN -

a) yBeJIMUEHHUE Xaoca B Mpolieccax

0) obecrieueHne CTaOMIBHOTO KauecTBa yCIyT
B) CHIDKEHUE KOHTPOJIS

') OTKa3 OT PETJIaMEHTOB

Tect 2

BHuMaTeapHO MPOYUTATh TEKCT 3aJaHUs M BHIOPATh HECKOJIBKO MPABHIIBHBIX
OTBETOB. 3aIIMCaTh TOJBKO OYKBBI.

Kaxkue 3j1eMEeHTBI OTHOCSATCS K CTaHAapTU3alnun CepBHCHOﬁ I[C}ITGJ'II)HOCTI/I?

a) 'OCT

0) BHYTpPEHHHUE PETJIaMEHTHI

B) CIICHapUH OOCTYKMBaHUSI

I') CIy4dailHble JEUCTBUS TIEpcoHala
n) ctangapTel [SO

Tema 2.5 llndppoBusanus 1 UHHOBaN UM B cdepe ycayr
1. 3aganus OTKPBITOTO THIA
1.1. Bormpock! OTKpBITOrO THNA

. [lonarue uudposusanuu B chepe CepBUCHON NeATETbHOCTH
. OcHOBHBIE HampaBiaeHUs HU(GPOBOM TpaHCHOPMALIUH YCITYT
. Posib nHHOBALIMI B pa3BUTUM CEPBUCHBIX MPEANPUAITUI

. BnustHue nudpoBbIX TEXHOJIOTUH HA KAYECTBO OOCITYKUBAHUS KIMEHTOB
. Mcrionb30BaHNEe NCKYCCTBEHHOTO MHTEIJIEKTA B Chepe yCIyT
. 3nauenue 6oabpmmx gaHHbIX (Big Data) ais cepBUCHBIX opranu3aiui
. [Inardpopmennsie OM3HEC-MOIEIH B chepe yCIayTr
. Pucku nmudpoBuzanmu cepBUCHON JAESTEIHHOCTH

1.2. KoHTpoabHbIC 3aJaHUS
3amanue 1

CepBucHasi KOMIIaHUS BHEIpIIIA U(PPOBBIC HHHOBAITUH:
OHJTaH-TUIaTdOpMa 3aKa30B

CHCTEMa NCKYCCTBEHHOTO MHTEJUIEKTa JJisi 00pabOTKH 3asBOK
aHajguTHKa Ha ocHoBe Big Data

aBTOMATU3MPOBAHHAS CUCTEMA YBEIOMIICHHM

J1o BHEApEHUS:

cpenHee BpeMst 00padoTKH 3asBKH - 50 MUHYT
KOJINYECTBO 00paboTaHHBIX 3as9BOK - 1 500 B MecsiIl
YIOBJIETBOPEHHOCTH KIHEHTOB - 80%
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[Tocne BHEnpeHus:

cpeaHee BpeMst 00paboTKH 3asBKH - 20 MUHYT
KOJIMYECTBO 00pabOTaHHBIX 3asBOK - 2 400 B MecsIIy
YAOBJIETBOPEHHOCTH KJIMEHTOB - 93%

Tpebyercs:

OnpenenuTs COKpallleHHe BpeMEHU 00pabOTKH 3asiBKU (B MUHYTax U %).
PaccuuTath pocT KoauuecTBa 00pabOTaHHBIX 3asBOK.

Omnpenenuts pocT YIOBIETBOPEHHOCTH KIIMEHTOB.

Cnenatb BbIBOJ 00 3 (HEKTUBHOCTH LIU(PPOBU3ALINH.

3aganue 2
Pacnipenenure TEXHOJIOTUH MO KAaTETOPHUSIM:

TE€XHOJIOTUU:
UCKYCCTBEHHBIN WHTEIIEKT, Big Data, OyMakHbIii JOKYMEHTOOOOPOT,

oOnavyHble CEpBUCHI, OJIOKYEHH, pydHas o00paboTka 3asBOK, LHU(PPOBEIC
1aTHopMBI, TeJIePOHHOE OOCTYKHUBAHUE

2. 3amanusi KOMOMHUPOBAHHOTO THUIIA
2.1. TectoBblie 3aaHusi ¢ 000CHOBaHKEM BhIOOpa

Ne Coaep:xaHue 3a1aHus
Uro sBISETCS OCHOBHOM IIENBbI0 MU(PPOBU3ANMU YCIyr? a) yCIOKHEHHE IMPOIECCOB 0)

1 noBbIlIeHNE YP(PEKTUBHOCTH M KAa4eCTBa CEPBUCA B) yBeIUYEHHE OyMa)XHOW pabOTHI T)
CHIDKEHHE TPO3PAYHOCTH

9 Uro OTHOCHUTCS K HMHHOBAlUsIM B cepBUce? a) pydHas o0paboTka 0) MCKYCCTBEHHBIH
MHTEJUIEKT B) OyMa)kHble (OPMBI I') apXUBUPOBAHHUE JOKYMEHTOB

3 Kakoit apdext maer Big Data B cepBuce? a) cHUKeHHE KauecTBa 0) MUTHOpHUPOBaHUE

KJIMEHTOB B) aHAJIU3 MMOBECHMSI KIIMEHTOB I') YMEHbLICHHE HH()OpMaLUU

3. 3agaHus 3aKpbITOrO THUIA

3.1. TecToBbIe 3agaHus
Tect 1

BuaumarensHo MMpoOYUTaTb TCKCT 3addHUA U BBI6paTB OIHUH BCpHBIﬁ OTBCT.

3anucaTh TOJBKO OYKBY.

Kakas TexHosmorust OTHOCUTCS K IIU(PPOBBIM HHHOBAIUSIM B cepBUce?
a) OyMaKHbIE KypHaJIbl

0) UCKYCCTBEHHBIN MHTEIIEKT

B) pyuHasi 00paboTKa 3asiBOK
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r) TesiepOHHBIC KHUTH
Tect 2

BHuMaTeapHO IPOYUTATh TEKCT 3aJJaHUs U BBIOPATh HECKOJIBKO MTPABUIIBHBIX
OTBETOB. 3aIIMCaTh TOJBKO OYKBBI.

Kakue TexHOMOTHN OTHOCATCA K HU(POBU3ALIUN CEPBUCHOM IEATEIHHOCTH?
a) Big Data

0) 001a4HbIC TEXHOJIOTHH

B) UCKYCCTBEHHBI WHTEIUICKT

r) OyMaXKHBII JOKYMEHTOO0OpOT

1) 1udpoBbIe TIATHOPMBI

PA3JEJI 3. YIPABJIEHUE KAUECTBOM U B3AUMOJIEMCTBHUEM C
HOTPEBUTEJIAMUAU

Tema 3.1 KauecTBO yCJIyIr M1 MeTOABI €r0 OLEHKH
1. 3aganus OTKPBITOTO THIA
1.1. Bormpock! OTKpBITOrO THNA

. [lonsiTHE KaUueCcTBa yCIyTH B CEPBUCHOM AESTEIBHOCTU

. OCHOBHBIE XapaKTEPUCTUKN KA4E€CTBA YCIYT

. Kputepuu o1ieHKH KauecTBa CEpBUCHOTO OOCITYKUBAHUS

. CyObeKTUBHBIN U OOBEKTUBHBIN MOJX0/1 K OLICHKE Ka4eCcTBa YCIyT

. Mopenp 0u1aHui ¥ BOCHPUATHS KQ4eCTBA YCIIYTU

. Pons moTpeOuTess B OlICHKE KauecTBa 00CITy KUBAHUS

. OCHOBHBIE METO/IbI U3MEPEHNUS KaueCTBa YCIyT

. 3HaUeHHE KayecTBa yCIyT JIsl KOHKYPEHTOCIIOCOOHOCTH NPEIpUITHS

O~NO OIS WN -

1.2. KoHTpoabHbIC 3aJaHUS
3amanue 1

CepBucHas opraHu3anus MPOBOJUT OIEHKY KadecTBa YCIYT MO CIEIYIONIIM
MIOKA3aTeIsIM:

O’KHJTaeMO€ KauyeCcTBO 0O0CTYKUBaHUS (110 ompocy KireHToB) - 90%

(dakTHueckoe BocIpusiTue kauectna - /8%

KOJM4eCTBO kajo0 - 110 B mecsiy

MOCJIe BHEIPEHUS CTaHJapTOB KadecTBa: Bocupustue - 88%, sxano0sI - 60

TpeOyeTcs:

OnpenenuTs pa3pbiB MKy OKHIAHUEM U BOCTIPUITHEM KadecTBa (B %).
PaccunTtaTh n3aMeHeHHE BOCTIPUATHS KQ4eCTBA MOCIIE BHEPEHUS CTaHIapTOB.
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OrnpenenuTh CHUKEHUE KOIMYECTBA 5Kajo0.
Cnenatb BbIBOJ 00 3(p(PEKTUBHOCTU YIIPABJICHHS KAYECTBOM.

3amanue 2
Pacnpenenure nokasareyu no KaTeropusiM OlIEHKH Ka4eCcTBa YCIYT:

ITOKA3aTEIIN:
BpeMs OOCITy>KMBaHUS, YIAOBJIETBOPEHHOCTh KIIMEHTOB, KOJIMYECTBO XKayoo,

I(BaJ'II/ICbI/IKaI_II/IH IIEpCcoHala, CKOPOCTb BBIIOJIHCHHUA YCIIYT'H, YPOBCHbL ITOBTOPHBLIX
06p3H.[6HHI>i, BHEIITHUM BHU/JI IICPCOHAJIA, TOYHOCTDb BBIIIOJIHCHUA YCIIYTH

2. 3anaHus KOMOMHUPOBAHHOTO TUIIA
2.1. TecroBble 3aaHs C 0OOCHOBaHHEM BBIOOpA

Ne Conep:kanue 3a1aHusl
Uto oTHOCUTCS K CyOBEKTHUBHBIM ITOKa3aTelisiM KadecTBa? a) BpeMs OOCITyXHBaHUS O
1 YIIOBJICTBOPEHHOCTh ~ KJIMEHTAa B) KOJMYECTBO OMIMOOK T) TPOU3BOJUTEIHHOCTE
000pyI0BaHUs
5 Kakoii ¢akTop BiuseT Ha KauecTBO ycnyru? a) ToJIbKO 00opyaoBaHue 0) TOJBKO IIeHA B
MIEPCOHAJI ¥ MIPOIIECC OOCITYKUBAHMUSI T') TOJBKO peKiaMa
Uto OTHOCUTCS K CyOBCKTHUBHBIM ITOKa3aTelsiM KadecTBa? a) Bpems OOCITyKHBaHHUS O
3 YIIOBJICTBOPEHHOCTh ~ KJIMEHTa B) KOJMYECTBO OMIMOOK T) TPOHM3BOJUTEIHHOCTE

000pyI0BaHUs

3. 3aaHus 3aKpbITOro TUIIA
3.1. TectoBbIE 3a1aHUA

Tect 1

BaumarensHO IMpOYUTATh TCKCT 3aJaHUA U BBI6paTB (0105151 BCpHBIﬁ OTBCT.

3anucaTh TOJBKO OYKBY.

Yto sBISAETCS OCHOBHBIM KPUTEPHUEM KavueCcTBa YCIyTH?
a) 1leHa yCIyTu

0) COOTBETCTBUE OKHMIAHUIM KIIMCHTA

B) pa3Mep KOMIaHUU

') KOJIMYECTBO COTPYAHUKOB

Tect 2

BaumarennHO IMpOo4YUTaTh TCKCT 3alaHUSA U BBI6paTI) HCCKOJIBKO IIPaBUJIBHBIX

OTBETOB. 3aMucaTh TOJIBKO OYKBHI.

Kakue mokaszaTtenu OTHOCSTCS K KAY€CTBY YCIYT?
a) YJIOBJIETBOPEHHOCTh KJIMEHTOB
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0) Bpemsi 00CITy>KUBaHUS

B) KOJIMYECTBO KaJl00

) 00BeM MPOU3BOICTBA TOBAPOB
1) TOYHOCTH BBITIOJIHEHUS YCITYTH

Tema 3.2 Yupas/ieHHe Ka4eCTBOM CEPBHUCHOM [1eAATeJIbHOCTH

1. 3agaHus OTKPHITOrO TUIA
1.1. Bonpock! OTKpBITOrO THIIA

[TonsaTHe ynpaBiieHUs] KAUECTBOM B CEPBUCHOM ESITEILHOCTH
OCHOBHBIE PUHIIUIIBI CUCTEMBI YIIPABJICHUS KAU€CTBOM YCIIyT

Ponb craniapToB KayecTBa B CEPBUCHBIX OpraHU3aIusaX
NHCTpyMEHTBI KOHTPOJISI KaueCTBA yCIyT

DTanbl BHEAPEHUS! CUCTEMBI YIIPABIICHUS KA4€CTBOM

Ponp nepcoHnana B CUCTEME YIPABICHUS KAUECTBOM

3HadeHre 0OpaTHOM CBS3M B YJIYUIIIEHUN KaueCTBa YCIyT

CBsi3b  ympaBieHUST  KAu4eCTBOM M KOHKYPEHTOCIOCOOHOCTH
TIPS ANPUSTHS

NGO~ WDE

1.2. KoHTponbHBIE 3aJaHUS
3amanne 1

CepBucHas oOpraHu3aiusi BHEIPHJIA CHCTEMY YIIPABJICHHUS KayeCTBOM,
BKJIFOYAIOLIYIO:

CTaHIaPTHl OOCTYKUBAHUS KIMCHTOB

PETYJISIPHBIA KOHTPOJIb Ka4eCTBa yCIyT

CUCTEMY OOpaTHOM CBS3U

oOydeHue nepcoHana

J1o BHEAPEHUS CUCTEMBI:

YPOBEHb YJOBJICTBOPEHHOCTH KIUEHTOB - 76%
KOJIM4EeCTBO )aino0 - 140 B Mecs1l

cpeaHee BpeMst 00CTyKUBaHUs - 48 MUHYT

[Tocne BHEOpEHUS:

YPOBEHB yAOBJICTBOPEHHOCTH KJIMEHTOB - 91%
KOJINYECTBO kajio0 - 70 B mecsl

cpenHee BpeMs o0cimykuBaHus - 30 MUHYT

TpeOyeTcs:

PaccunraTh cHUKEHUE BpeMEHU 00CTYKUBaHUs (B MUHYTax U %).
OnpenenuTh CHUKEHUE KOTMYECTBA 5Kajo0.
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Ornpenenuts pocT yAOBIETBOPEHHOCTH KIIMEHTOB.
Cnenatb BbIBOJ 00 3P (PEKTUBHOCTH CUCTEMBI YIIPABIEHUS KAU€CTBOM.

3amanue 2

Pacnpez[eJH/ITe QJICMCHTEI ITO KaTCTOPUAM CUCTCMbI YITPABJICHHA KAYCCTBOM!
OJICMCHTHI:

CTaHAApThl OOCIy>XMBaHUs, KOHTPOJIb KayecTBa, OOy4YEHUE IEepCOoHaa,

Clly4yailHble JEUCTBUS COTPYAHUKOB, OOpaTHasl CBA3b, OTCYTCTBHE pPErJIaMEHTOB,
ayJIMT KayecTBa, MOTUBALM IIEPCOHAIIA

Ne Conep:kanue 3a1aHusl

1 OcHoOBHasl 1IeTb YMPaBJICHUS KAa4eCTBOM YCIyr? a) yBelMYCHHE 3aTpaT O) MOBBIIICHHE
KauecTBa 00CIyKMBaHUs B) CHUKEHHE MePCOHaa I') YMEHbIICHUE KOHTPOJIS

9 UTto siBNIsieTCA KIIFOUEBBIM 3JIEMEHTOM CHUCTEMBI KauecTBa? a) CIy4alHOCTh MPOLIECCOB 0)
CTaHJIapPThl OOCITYKMBAHUS B) OTCYTCTBUE KOHTPOJIA I') XaO0TUYHasl paboTa

3 UTO mOo3BOJISET YAYULIUTh KAYECTBO YCIYT? a) OTCYTCTBHE OOpaTHOM CBSI3M 0) KOHTPOJIb

Y aHaJIu3 MMPOLIECCOB B) UTHOPUPOBAHKE KIMEHTOB I') YMEHbIIIEHUE 00yUYeHHs IIepcoHana

3. 3ajaHus 3aKpHITOTO TUIA
3.1. TectoBbIE 3a1aHUA

Tect 1

BaumarennHO MMpoOYUTAaTb TCKCT 3addaHUSA U BBI6paTB OAHH BCpHBIﬁ OTBCT.

3anucaTh TOJBKO OYKBY.

Uro sBJISIETCSI OCHOBHOM LIEJIBIO YIPABICHUS KAYECTBOM YCIYyT?
a) CHUKEHHUE PACX0JI0B JIFOOOM 1IEHOM

0) MOBBIIICHHE KauecTBa OOCTYKUBAHUS KJIMEHTOB

B) YBEJIMUEHHE Xa0ca B MpoIeccax

') OTKa3 OT CTaHIapTOB

Tect 2

BaumarensHO IIPpOYUTATh TCKCT 3aJdaHUA U BBI6paTB HCCKOJIBKO ITPaBUJIBHBIX

OTBETOB. 3aMuCcaTh TOJIBKO OYKBBHI.

Kakue aeMeHThI BXOIAT B CHCTEMY YIIPABIICHUS KaYe€CTBOM yCIIyT?
a) CTaHJAPThI OOCTY>KMBAHUS

0) KOHTPOJIb KauecTBa

B) oOy4eHHe nepcoHala
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T) CIy4aifHble IeWCTBUS COTPYTHUKOB
1) oOpaTHas CBSI3b

Tema 3.3 [loBenenue morpeduresiei B cepe yciayr

1. 3agaHus OTKPHITOrO TUMA
1.1. Borpock! OTKpBITOrO THIA

. [lonatue nmoBeneHus moTpeduTeneii B chepe ycuyr

. DaKTOpPHI, BIUSIONINE HA TIOBEICHUE TOTPEOUTENCH

. [Iponiecc mpUHATHUS pENICHUs O TIOKYIIKE YCIyTH

. Ponb oxxuiaHnii moTpeOuTeneil B OLIEHKE CEpBUCA

. [ToHsITHE MOSITBHOCTH KIIMEHTOB U CITOCOOBI €€ POPMUPOBaAHUS

. [lcuxonoruveckre 0COOEHHOCTH TTOTPEOICHUS YCIyT

. Biusinue kauectBa o0CiTy)KMBaHUs Ha MTOBEIEHUE MTOTpeOUTENEH
. Poib 0T3BIBOB 1 peKOMEH a1l B BEIOOpE YCIyT

O~NO OIS~ WN -

1.2. KoHTpoibHbIC 3aJJaHUS
3amanne 1

CepBHCHasI OpTaHHU3AIUs ITPOBENIA UCCEAOBAHNE TOBEICHUS KIIMCHTOB:
JIOJISI HOCTOSIHHBIX KIIMEHTOB - 55%

JIOJIST HOBBIX KJIMEHTOB - 45%

YPOBEHB YIOBICTBOPEHHOCTH - 80%

[Tocne BHenpeHHs: IpOrpaMMBbl JOSUTBHOCTH:
JIOJISI IIOCTOSIHHBIX KJIIMEHTOB - /0%

JIOJISI HOBBIX KJIMEHTOB - 30%

YPOBEHB yJAOBIETBOPEHHOCTH - 92%

Tpebyercs:

Onpenens pocT 10U MOCTOSIHHBIX KJIMEHTOB (B I.I1. U %).
OnpenenuTh U3MEHEHHE 107U HOBBIX KJIMEHTOB.
PaccuuTaTh poCT y0BIECTBOPEHHOCTH KIUEHTOB.
Cnenatb BBIBOJ O BIUSIHUU TTPOTPAMMBbI JIOSUTBHOCTH.

3amanue 2

Pacnipenenure pakTopbl BIUSHUS HA TTOBEACHUE MOTPEOUTEIICH:

(akTophI:

IIEHa YCIyTH, YPOBEHB JI0X0]1a, KAYECTBO OOCITYKUBAHHUS, PEKJIamMa, OT3bIBbI
KJIMEHTOB, JIMYHBIE TIPEINOYTCHHS, CKOPOCTh OOCITY)KMBaHUS, COIHMAIbHOE
OKpY)KEHHE
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2. 3aanusi KOMOMHUPOBAHHOTO THUTIA
2.1. TectoBbie 3agaHust ¢ 000CHOBaHHEM BhIOOpa

Ne Conep:kanue 3a1aHusl

1 Uto siBisieTcss OCHOBHBIM (haKTOpOM TIOBEACHUsI moTpeduteneii? a) nper oduca 0)
KAaueCTBO YCIIYTH B) pa3Mep 3/1aHus T') KOJTHYECTBO COTPYHUKOB

9 Uro xapakTepu3yeT JIOsUIbHOTO KJIHMEHTa? a) Ciy4ailHble MOKYIKH O0) peryisipHoe
oOpalieHue K OJJHOH KOMITAHUH B) OTKa3 OT YCIYT ') OTCYTCTBUE BHIOOPA

3 Urto BIMsIET HA pElICHUE O MOKYIKE YCIyru? a) TOJbKO IeHa 0) KoMIUIeKC (GaKTOpPOB B)

TOJIBKO PEKJIaMa I') TOJbKO MHEHHME COTPYIHUKOB

3. 3aanus 3aKpbITOro TUIA
3.1. TectoBbIE 3a1aHUA

Tect 1

BaumarennrHO Mpo4YUTaTbh TCKCT 3addHUSA U BBI6paTB OAHH BepHBIfI OTBCT.

3anucaTh TOJIBKO OYKBY.

Yro sBII€TCS OCHOBOM (POPMUPOBAHUS MTOBEAEHUS TOTpeOUTENEH yCayr?
a) CIIy4aifHOCTh
0) COBOKYITHOCTb SKOHOMMUYECKUX U MICUXO0JIOTHYECKUX (PaKTOPOB

B) TOJILKO peKjIama
I') TOJIBKO IIeHa

Tect 2

BaumarennHO poYUTaTh TCKCT 3aJaHNA U BBI6paTB HCCKOJIBKO IMTPpaBUJIbHBIX

OTBETOB. 3aIUCaTh TOJbKO OYKBEI.

Kakue ¢akTopsl BIUsIOT Ha TOBEJCHUE MOTpeOUTENEH yCayr?
a) Ka4eCTBO OOCITyKUBaHUS

0) 1leHa yciIyru

B) JIMYHBIE TPEIOYTCHHUS

T) LBET 31aHUS

1) OT3bIBBI KJIMEHTOB

Tema 3.4 KoMmMyHuKanuM U KyJbTypa 00CIyKMBAHUS KIHEHTOB

1. 3aganus OTKPHITOTO THUIA
1.1. Bonpock! OTKpBITOrO THNA

1. [loHsATHE KOMMYHUKALIMM B CEPBUCHOU NEATEIHHOCTU
2. Posib KOMMYHUKaIMI B TIpoliecce 00CITy>KMUBaHUSI KIIMEHTOB
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3. OcHOBHbBIE BUJIbI KOMMYHHUKalIUN B cpepe yciayr

4. TToHsiTHE KyNbTYpBI 00CITY>KMBaHUS KIIUEHTOB

5. DnemMeHThI MPOPECCUOHAIBHON ITUKHU NIEPCOHANa

6. 3HaueHue HeBepOATbHON KOMMYHHUKAIIMU B CEPBUCE

7. Bausinue KyabTypbl 0OCITYKUBaHUS HA YAOBIETBOPEHHOCTh KIMEHTOB
8. bapbepbl KOMMYHUKAIIMK B CEPBUCHOMN JEATEIHHOCTH

1.2. KoHTponbHbIE 3aJaHUS
3ananue 1

CepBucHas OpraHU3aIys OICHIIA KAYeCTBO KOMMYHHUKAITUH TIEpCOHaa;
yPOBEHb IMTOHUMAaHMS KJIIMEHTA C TiepBoro odpamienus - /0%

KOJIMYECTBO MTOBTOPHBIX OOpAIlICHUH M3-3a HEJOMOHUMaHUs - 25%
yIOBJIETBOPEHHOCTh KJIMEHTOB - /8%

[Tocne oOyueHus nepcoHaia KOMMYHHUKAIITMOHHBIM HABBIKAM:
ypOBEHb NMMOHUMaHMs KineHTa - 90%

noBTOpHBIE oOpameHus - 10%

YIOBJIETBOPEHHOCTH KITHEHTOB - 92%

TpeOyercs:

PaccunTaTh pocT ypoBHS MOHUMaHUA KJIHEHTA (B I.II. U %).
OnpenenuTh CHUKEHUE TOBTOPHBIX 0OpalIeHUH.
Onpenenuts pocT yIOBJIETBOPEHHOCTH KIIMEHTOB.

CrenaTh BBIBOJ O pOJIM KOMMYHHKAIMH B CEPBUCE.

3amanue 2

Pacrnipenenure 31eMeHTHI 10 BUAAM KOMMYHHUKAIUU:

AJIEMEHTHI:

YCTHasl peub, JeTO0Basi MEePEnucKa, *KECThl, JIEKTPOHHAS MM0YTa, WHTOHAIINS
rojioca, BHEIIHUIA BH]I IEPCOHAJIA, YaT-0011IeHHE, TeIe(OHHBIA Pa3roBop

2. 3amanusi KOMOMHUPOBAHHOTO THUIIA
2.1. TectoBblie 3a7aHus ¢ 000OCHOBaHHUEM BhIOOpa

Ne Conep:xanue 3a1aHUs

Uto sBiseTcs 1ebI0 KOMMYHHUKAIMM B CepBHCE? a) yBelW4YeHHUE KOH(MIUKTOB O)

1 3¢ (heKTHBHOE B3aUMOJACHCTBHE C KIMEHTOM B) CHU)KEHHE OOIICHHS T') UTHOPUPOBAHUE
KITMECHTA

5 Yro oTHOCUTCS K HeBepOalIbHOM KOMMYHUKALMHU? a) 3JIEKTPOHHOE MUCHMO 0) JKECTHI B)
TeaeQOHHBIN pa3roBop r) yaT

3 Uro dopmupyeT KylbTypy OOCIyKMBaHHs? a) TOJBKO 00OpyJIoBaHHE 0) IOBeIEHHE
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\ MepCOHAJIa ¥ CTAaHJAPTHI OOIIEHUS B) TOJIBKO pEeKJIaMa I') TOJIbKO IIeHa

3. 3agaHus 3aKpBITOrO THIIA
3.1. TecroBble 3anaHus

Tect 1

BaumarensHO IMpo4YuTaTh TCKCT 3aJaHUA H BBI6paTI> OJAHH BCpHBIﬁ OTBCT.

3anucaTh TOJIBKO OYKBY.

Uro siBrsieTcst OCHOBOM 3(PEeKTUBHBIX KOMMYHUKAIIMK B cepBHce?
a) UTHOPUPOBAHKE KIIMEHTA

0) moHMMaHue TOTPEOHOCTEN KIIMeHTa

B) OTCYTCTBHE OOIIICHHUSI

T) clly4aliHble JEHCTBUS

Tect 2

BaumarensHO IMPpOYUTATh TCKCT 3adHUA U BBI6paTI> HCCKOJIBKO ITPaBUJIbHBIX

OTBETOB. 3aIKUCaTh TOJHKO 6}7KBI>I.

coONO OIS~ WN -

Kakue s1eMeHTbI OTHOCSTCS K KyJIbType 00CITy>)KUBaHUS KIIMEHTOB?
a) BeXIIMBOCTh IIEpPCOHANA

0) co0Jr0/IeHHE CTaHIapTOB OOIICHUS

B) HITHOPHPOBAHNE KJIMCHTOB

r) npodeccuoHaNbHas 3THKA

1) rpy0oe noBeeHHe

Tema 3.5 YnpasiieHne KOHQPIUMKTAMH U KAJT00aMU KJINEHTOB

1. 3agaHust OTKPBITOTO THUIIA
1.1. Borpockl OTKpBITOrO THNA

. [lonatue kOHPIUKTOB B chepe CEPBUCHON AEATETLHOCTH

. OCHOBHBIE TPUUMHBI BO3SHUKHOBEHMSI KOH(DIUKTOB C KIMEHTaMU

. Turnbl KOHOIUKTHBIX CUTYaIlUN B CEPBUCE

. IloHATHE KIMEHTCKOM *Kaja00bl U €€ POJIb B YIPABICHUH KaU€CTBOM
. DTansl padboThI C )kano00aMu KIUEHTOB

. Metozs! yperynupoBaHus KOHQIUKTHBIX CUTYalUM

. Ponb mepcoHana B mpe1oTBpanieHu KOHQIUKTOB

. 3HaYEHHUE CUCTEMBI “CEpPBUCHOTO BOCCTAHOBJICHHS

1.2. KoHTponbHbIE 3aaHHS
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3amanue 1

CepBucHas opranu3anus GUKCUPYET MOKa3aTeNn KOHMIUKTHBIX CUTYAIIHA:
KOJIMUECTBO ayio0 - 150 B Mecsn

JI0JIs YperyJIMpOBaHHBIX KOH(PIUKTOB - 60%

YpOBEHb YIOBIETBOPEHHOCTH KJIIMEHTOB MOCIe yperyiaupoBanus - /0%

[Tocne BHEAPEHUS CUCTEMBI YIIPABICHHUS KaT00aMU:
KOJINYECTBO kaJiod - 80 B MecsiIy

TI0JIS ypeTyIUPOBaHHBIX KOH(PIHUKTOB - 90%
YPOBEHb YIOBJICTBOPEHHOCTH - 88%

Tpebyercs:
Paccuntarh CHIKEHUE KOJTMYECTBA KaI00 (B aOCOIOTHOM U OTHOCHUTEIBHOM

BBIPKECHHH ).

OrnpenenuTs poCT JOJIU yPEeryJIupOBaHHBIX KOH(MIUKTOB.
PaccunTaTh poCT y0BIETBOPEHHOCTH KIIUEHTOB.
Cnenath BbIBOJ 00 9(p(PEKTUBHOCTU CUCTEMBI YIIPaBIEHUs KOH(IUKTaAMU.

3amanne 2
Pacnipegenure neiictBus 1o Tanam padoThl € )KaJloOamu:

JICHCTBUA:
MPUHATHE KaJIoObl, aHadu3 MNPUYMHBI KOH(MJIWKTA, W3BUHEHHE KIIUEHTY,

yCTpAaHEHHE MpOoOJIEMBbI, perucTpauus oOpallleHus, KOHTPOJb pE3yJbTara,
UTHOPUPOBAHME Kal00bl, MIOBTOPHBIN KOHTAKT C KJIMEHTOM

2. 3agaHusi KOMOMHUPOBAHHOTO TUIIA
2.1. TectoBble 3a1anusi ¢ 000OCHOBAHHEM BBHIOOpA

Ne Conep:xaHue 3a1aHus
OcHoBHas 11eJ1b YIpaBJIeHUs: KOH()IUKTaAMH B cepBUCE? a) YBEIMUYEHHE 5Kajl00 0) CHUKEHUE
1 KOH(UINKTOB W TIOBBIIICHWE YAOBJICTBOPEHHOCTH B) WIHOPUPOBAaHHE KJIHMEHTOB T
CHIJKEHHME KayecTBa
2 UTo siBiIsieTCst IEPBBIM ATAOM padOTHI € XKano00i? a) ycTpaHeHue MpoOaeMbl 0) MPUHATH
U pUKcanys xKajao0bl B) HaKa3aHUE COTPYIHUKA I') HTHOPUPOBAHUE
Uto Takoe cepBHCHOE BOCCTaHOBIEHHWE? a) OTKa3 OT KIWEeHTa O) JeWCTBHUS TIQ
3 UCTPABJICHUIO OMIMOKM O0OCTyXKMBAaHUS B) HMTHOPHPOBAHHE >KAJIOOBI T) YBEIWYEHUE

KOH(JIMKTOB

3. 3agaHust 3aKpbITOrO THUIA

3.1. TecTtoBbIe 3agaHus
Tect 1

92



BaumarensHO IMpOYUTATb TCKCT 3aJaHUA U BBI6paTB OJAHH BCpHBIﬁ OTBCT.

3anucaTh TOJBKO OYKBY.

Yto sSBIsICTCS OCHOBHOM II€ITBIO YIIPABICHUS KOHPIMKTAMH B CEpBHUCE?
a) YBeJIMYCHHUE Kajao0

0) cHIKEeHHE KOH(IMKTOB U MOBBIIIEHUE YAOBIECTBOPEHHOCTH KIIUEHTOB
B) HITHOPUPOBAHUE KIUECHTOB

I') COKpaleHue o0CIyKUBaHUs

Tect 2

BaumarennHO I[IpOYUTATh TCKCT 3alaHUA U BBIGpaTB HCCKOJIBKO ITPpaBUJIbHBIX

OTBETOB. 3aIucaTh TOJbKO 6YKBI>I.

coONO OIS~ WN -

Kaxkue neiicTBUsI OTHOCATCS K YNPABICHUIO KajJ00aMu KIMEHTOB?
a) perucTpaius oopalieHus

0) aHaTU3 NPUIUHBI TPOOTIEMBI

B) YCTpaHEHHUE HEJOCTATKOB

I') ITHOPUPOBAHUE KIIMEHTA

1) KOHTPOJIb pe3yJibTaTa

PA3JIEJ 4. YIIPABJIEHUE CEPBUCHOM JIESATEJbHOCTBIO U
PA3ZBUTHUE BU3HECA

Tema 4.1 Ynpasienue cepBUCHBIM NpeANPUATHEM

1. 3agaHust OTKPBITOTO THUIIA
1.1. Borpockl OTKpBITOrO THNA

. [ToHsTHE ynIpaBIeHUs CEPBUCHBIM IIPEANIPUATHEM

. OcHOBHBIE (QDYHKIIMH yIIpaBJICHUS B chepe ycayr

. CTpaTernyeckoe u onepaTMuBHOE YIIPABICHUE CEPBUCHON OpraHU3alnen
. OCOOEHHOCTH yIpaBiI€HUS! CEPBUCHBIM MPEATPUATHEM

. Oprann3anOHHAs CTPYKTYypa YIIPABIECHUS CEPBUCHOM KOMIIaHUEN

. Ponb pykoBoauTENS B CEPBUCHOM AEATEIBHOCTH

. BnustHue xauectBa ynpasieHus Ha 3QPEKTUBHOCTD MPEANPUATHS

. CoBpeMeHHbBIE MOAXO0/IbI K YIIPABJICHUIO CEPBUCHBIMU OPTaHU3ALASIMU

1.2. KoHTpoabHbIE 3aIaHUs
3ananue 1

CepBucHOE IpEANPUITHE UMEET CIECAYIOIINE TOKA3aTENN:
KOJIMYECTBO 0OCITYKEHHBIX KIUEeHTOB - 3 000 B MecsIn
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cpeaHee BpeMst o0caykuBanus - 40 MUHYT
YPOBEHB yJAOBJIETBOPEHHOCTH - 82%

[Tocne BHEAPEHUST HOBOW CUCTEMBI YIIPaBICHHUS:
KOJIMYECTBO KJIMEHTOB - 3 600

cpelHee BpeMs 00CITyKUBaHUSA - 28 MUHYT
YPOBEHb YIOBICTBOPEHHOCTH - 91%

Tpebyercs:
PaccuuTath pocT KonmdecTBa KIMEHTOB (B a0COIIOTHOM M OTHOCHUTEIEHOM

BBIPAKECHHH ).

OnpenenuTth COKpaIIeHUE BPEMEHU OOCITYKUBAHMSL.
PaccuuTaTh pocT y10BIETBOPEHHOCTH KIIMEHTOB.
Cnenath BbIBOJ 00 3P (PEKTUBHOCTH yIPABICHUS PEIITPUITHEM.

3amadue 2

Pacnipenenure QpyHKIIMU yrpaBIeHUs MO KaTETOPUSIM:

(yHKIHA:
IJIaHUPOBAHKE, KOHTPOJIb, MOTUBAIIUS MIEPCOHAJIA, OpTaHU3ALMs TPOLIECCOB,

y4eT peCypcoB, MApKETUHT, KOOPAUHALUS pa0OThl, IPUHATUE PEIIECHUN

2. 3amanusi KOMOMHUPOBAHHOTO THUIIA
2.1. TectoBblie 3agaHusi ¢ 000CHOBaHKEM BhIOOpA

Ne Coaep:xanue 3a1aHusl
OcHoBHasi 1eNnb YNpaBICHUsS] CEPBUCHBIM MpENNpHUsATHEM? a) YBEIMYEeHHE Xaoca 0)

1 noBbleHNe 3()(HEKTUBHOCTH pabOThl M KadyecTBa YCIYr B) CHHM)KEHHE KOHTPOJIS T)
YMEHbIIIEHHE IEpCOHAJIa

5 Yro siBisieTcs KiItoueBOW (QyHKLUMEH ynpaBieHus? a) IuiaHupoBaHue 0) ClIy4ailHOCTh B)
UTHOPHPOBAHHE MPOLIECCOB T') OTKA3 OT KOHTPOJIS

3 Uto BimsieT Ha 3P(HEKTUBHOCTH YIIPaBICHUSA? a) CTPYKTypa U METO/ABI yIpaBieHuUsi 0)

1[BET o(rica B) KOJIMYECTBO PEKJIAMBI I') BHEIIHUN BUJ 3JaHUSI

3. 3aanus 3aKpbITOro TUIIA
3.1. TecToBbIe 3agaHus

Tect 1

BaumarensHO Ipo4YuTaTh TCKCT 3aJaHUA H BI)I6paTB (0105151 BCpHBIfI OTBCT.

3anucaTh TOJIBKO OYKBY.

Uro  sBnsieTcs  OCHOBHOM  (yHKIMEW  YNpaBICHUS  CEPBUCHBIM
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MpEaNpUsITUEM?

a) ciry4yaiiHbIe JeHCTBUS

0) opranuzaiys 1 KOOpAUHAIUS IPOILECCOB
B) UITHOPUPOBAHKE KIIMEHTOB

') OTCYTCTBHUE TUIAHUPOBAHUS

Tect 2

BaumarennHo [IpoYUTaTh TCKCT 3a/[aHUA U BBI6paTB HCCKOJIBKO ITPpaBUJIBHBIX

OTBETOB. 3aIIMCaTh TOJBKO OYKBBI.

Kakune hyHKIMH OTHOCSTCS K YIPABJICHUIO CEPBUCHBIM MPEATIPHUITHEM ?
a) TUTaHUPOBAHUE

0) KOHTPOJIb

B) KOOPAUHAIIHS

T') CIy4dailHbIe AEHCTBUSA

1) IPUHATHE PEIICHUN

Tema 4.2 MapKeTHHT yCayr
1. 3aganus OTKpBITOTO THUIA
1.1. Bormpock!l OTKpBITOrO THIIA

1. [ToHsATHE MapKeTHHTA YCIyT U €r0 0COOCHHOCTH
2. Crienturika koMIiekca MapkeTuara B cepe yciyr (7P)
3. Ponb moTpeOuTens B MAapKETUHTE YCITyT
4. ®opMUpOBaHUE U YIIPABICHUE CIIPOCOM Ha YCIyTU
5. To3urmoHnpoBaHue CEPBUCHOTO MPEATNPUATUS
6. Kananbl mpoABMKEHHS YCITYT HA PHIHKE
7. Bausinue kauecTBa 00CITy)KMBaHUSI HA MAPKETUHTOBBIE PE3YIIbTAThI
8. Lludporoii MmapkeTuHr B chepe yciyr
1.2. KoHTponbHbIE 3aJaHUS
3amanue 1
CepBHuCHas ~ KOMITaHHMSI ~ QHAIM3UPYET  pE3yJbTaThl  MapKETHHTOBOU
NEeATeTLHOCTH:

KOJIMYECTBO KJIIMEHTOB J0 peKJIaMHOM Kammanuu - 2 500
nocie kamnanuu - 3 200

ypOBeHb y3HaBaeMocTu Openza - 60% — 78%
KOHBepcus oOpaieHuii B 3akasbl - 35% — 50%

TpeOyercs:
Paccunrarh poct KoaMvecTBa KIMEHTOB (B aOCOFOTHOM M OTHOCHUTEIIBHOM
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BBIPAKEHUH ).

OnpenenuTh poCT y3HaBaeMOCTU OpeH a.
PaccuuTtaTh n3MeHeHNE KOHBEPCUU OOpaIlleHHH.
Cnenatb BbIBOJ 00 3P PEKTUBHOCTH MAPKETUHTOBOM KaMIIaHUU.

3ananue 2
Pacnpenenure 351eMEeHTHI 110 KOMILIEKCY MapkeTuHra ycuyr (7P):

AJIIEMEHTBHI:
yciyra, IIeHa, MPOJBHKEHHE, TMEpCOHAN, TpoIecC O0OCTyKUBAaHUA,

bu3ndecKkoe OKpY)KEHHEe, KaHajbl pACTpENeICHHs, peKiaama, KBaaupuKarus
COTPYJHUKOB, KIIMEHTCKUN CEPBUC

2. 3aanusi KOMOMHUPOBAHHOTO THUIIA
2.1. TectoBble 3agaHus ¢ 000OCHOBaHHEM BhIOOpA

Ne Conep:kanue 3a1aHusl

1 Oco0eHHOCTh MapKEeTHHra YCIyr 3aKJII0YaeTcss B TOM, YTO: a) MPOJAIOTCS TOJIBKO
TOBaphI 0) ycayra Heocsi3aeMa B) OTCYTCTBYET MOTPEOUTEIb I') HET KOHKYPEHIIMH

2 UYrto BXxoauT B KOMIUIEKC 7P? a) mpoayKT 0) 1ieHa B) MPOU3BOJICTBO T') MPOJABHKCHUE

3 ['maBHass 1enp MapKeTWHra YciIyr? a) CHUKEHUE KIHWEHTOB O) YJIOBIETBOpEHUE

NOTPEOHOCTEH KIMEHTOB B) OTKa3 OT KOHKYPEHIIMH I') YBEIMYEHHUE 3aTpaT

3. 3aanud 3aKpbITOrO TUIIA
3.1. TecToBbIC 3agaHusA

Tect 1

BaumarensHO Npo4YuTaTh TCKCT 3aJaHUA H BI)I6paTI> OJAHH BepHBII;'I OTBCT.

3amnucarh TOJIBKO OYKBY.

Yro sBsieTcst 0COOEHHOCThIO MapKETUHTa yCITyT?
a) MaTepUaIbHOCTh NPOAYKTA

0) HeoCsA3aeMOCTh YCIIYTH

B) OTCYTCTBHE KIIMEHTOB

') OTCYTCTBUE KOHKYPEHIIHH

Tect 2

BaumarensHO IIPpO4YUTATh TCKCT 3aldaHUA U BBI6paTB HCCKOJIBKO ITPaBUJIbHBIX

OTBETOB. 3aMucaTh TOJIBKO OYKBBHI.

Kakwue sieMeHThI BXOIAT B MapKeTHHT yciyT (7P)?
a) IPOJIYKT
0) neHa
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B) IIPOJIBUKEHUE
T') IPOU3BOJICTBO CHIPhS
1) TIEpCOHAI

Tema 4.3 IxonHomnueckasi 3GGPeKTHBHOCTH CEPBUCHOM IeSITEJIbHOCTH

1. 3agaHus OTKPHITOrO TUIA
1.1. Borpock! OTKpBITOrO THINA

1. [TousATHE SKOHOMUYECKOH 3P HEKTUBHOCTH B chepe yCIayT

2. OcHoBHBIE TTOKa3aTeau 3H(PEKTUBHOCTH CEPBUCHOM 1€ATEIHLHOCTH

3. [IpubbLIs ¥ peHTa0ETBHOCTH B CEPBUCHBIX OPTaHU3AIUSIX

4. 3atpaThl U UX POJb B OlICHKE 3P (HEKTUBHOCTH YCIyT

5. MeTtoapl  OLIGHKM  SKOHOMUYECKOM  A(PPEKTUBHOCTH  CEPBUCHOTO
MPEANPUATUS

6. BiusHue kauecTBa yCiIyr Ha SKOHOMUYECKUE PE3YIIbTaThl

7. COOTHOLIEHHE JOXOJI0B U pacxooB B chepe yciayr

8. Posip npou3BOAUTENBHOCTH TPYla B CEPBUCHOM EATEIbHOCTH

1.2. KoHTponbHBIE 3aJaHUS
3amanne 1

CepBucHOE MpEeANpUSITHE UMEET cleAyronme (UHAHCOBBIC MOKA3aTENH 3a
MECSIIL;:

BbIpyuKka - 1 200 000 py6.

3arpatsl - 800 000 py0.

[Tocne onTuMH3au NPOLECCOB:
BeIpyuka - 1 500 000 py®.
3atpatsl - 900 000 pyo.

TpeOyercs:

PaccuntaTh mpuOBLIL 0 U TIOCIIC U3MEHECHUIA.

Onpenenuts poct TpuObUIM (B aOCOMIOTHOM U OTHOCUTEIBHOM
BBIPKECHHH ).

PaccunTtaTh peHTa0ENbHOCTH 10 U TOCIIE ONTUMHU3ALIUN.

Cnenatb BbIBOJ 00 3(pPEKTUBHOCTH U3MEHEHUH.

3ananue 2
Pacnipenenute nmokazarenu mo kareropusim 3PQGEeKTUBHOCTH:
MOKa3aTeIH:

BBIpyYKa,  3aTparhl,  NpHObUIb,  yIOBJICTBOPEHHOCTh  KJIHEHTOB,
pPEHTAa0EeIbHOCTh, KOJIMYECTBO OOCITYKEHHBIX KJIMEHTOB, C€OECTOMMOCTb YCIYTH,
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CKOpOCTH O6CJ'IY)KI/IB3HI/ISI

2. 3aanusi KOMOMHUPOBAHHOTO THUIIA
2.1. TectoBble 3agaHus ¢ 000OCHOBaHHEM BhIOOpa

Ne Coaep:xaHue 3a1aHus

1 OcHOBHOI TIOKa3aTeslb 3KOHOMHUYEcKor A dexTuBHOCTU? a) 11BET Ohuca 0) mpUOBLIL B)
KOJIMYECTBO COTPYTHHKOB T') peKjiama

9 UTto xapakTepu3yeT peHTa0eIbHOCTh? a) OTHOIICHHE MPUOBUIH K 3aTpaTaM 0) KOJTUYECTBO
KJIMEHTOB B) TUIONIA/Ib OHca I') YpOBEHb IIyMa

3 Uto BIMsIET HA YKOHOMHUYECKYIO 3(D(PEKTUBHOCTh YCIyr? a) KaueCTBO OOCITY>KHBaHHS O)

ciy4aiiHbie PaKTOphI B) IIBET 3[aHUS T') pa3Mep Mebenu

3. 3aanus 3aKpbITOrO TUIIA
3.1. TectoBBIE 3a/1aHUS
Tect 1

BaumarennHO Mpo4YUTaTb TCKCT 3addHUSA U BBI6paTB OAHH BepHBIfI OTBCT.

3anucaTh TOJIbKO OYKBY.

UYro sBISICTCS TIIaBHBIM TTOKa3aTeIeM SKOHOMUYECKOH 3 pexTuBHOCTH?
a) KOJIMYeCTBO MeOemH

0) npuObLIL

B) IIBET HHTEPhEpa

T') TUIOMIA/Ib 3/1aHUs

Tect 2

BaumarennHO [poYUTaTh TCKCT 3aJaHNA U BBI6paTB HCCKOJIBKO IMTPpaBUJIbHBIX

OTBETOB. 3alUCaTh TOJbKO OYKBEI.

Kakue mokaszaTenu OTHOCATCA K DKOHOMHYECKOM 3(PQPEKTUBHOCTH

CEpPBHUCHOM JIESITEILHOCTH?

a) MpuOBLIb

0) peHTa0eIbHOCTh

B) 3aTpaThl

') BHELIHUN BUJ IEpCOHANIA
1) BBIpyUYKa

Tema 4.4 Ilepconas B cdepe ycJayr: ynpapjieHue 1 MOTUBALUSA

1. 3aganus OTKPHITOTO THUIA
1.1. Bonpock! oTKpeITOrO THNA
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Posib nepconana B cepBUCHOMN AESITENIBHOCTH

Oco0GeHHOCTH YIIpaBJIeHUs [IEPCOHAIOM B cepe yCIyT

OcCHOBHBIE (PYHKIIMH YIPABJIECHUS [IEPCOHATIOM

[TonsiTue MOTHBALIMM TPYJa B CEPBUCHBIX OPTaHU3ALMIX
MartepuaiibHble 1 HEMaTEPHAIbHBIE METO/IbI MOTHBALIUU

Bnusinue xkBanugukanuu nepcoHana Ha KauecTBO YCIyT

Cucrema 00y4yeHUs U pa3BUTHSI COTPYJIHUKOB B CEPBHCE

®daxkTopbl yI0BJIETBOPEHHOCTH NIEPCOHAJIA U UX BIIMSIHHUE HA KIIMEHTOB

LONoakrwWdE

1.2. KoHTponbHbIE 3aJaHUS
3ananue |

CepBucHas opraHu3aius BHeJI[puia CHCTEMY MOTHBAIIUU TTEPCOHANIA:
CpEIHss MPOU3BOIUTEIBLHOCTh COTPYIHUKA - 85 €TUHUIL YCIIYTH B MECSI]
YPOBEHbB yIOBJICTBOPEHHOCTH NepcoHana - /2%

TeKy4ecTh KaapoB - 18%

[Tocne BHEnpEHNSI MOTUBALIMOHHOW IPOTPAMMBI:

MPOU3BOAUTENBHOCTG - 110 equnu
YIOBJIETBOPEHHOCTH MepcoHana - 88%
TeKy4ecTb KaJipoB - 9%

Tpebyercs:

PaccunTaTh pocT Npou3BOAUTENBHOCTH Tpya (B €AMHUALIAX U %).
OnpeneauTs pocT YI0BIESTBOPEHHOCTH TTEpCOHAa.

PaccunTaTh CHMKEHHE TEKYYECTH KaJIpOB.

Cnenatpb BbIBOA 00 3 (PEKTUBHOCTH CHCTEMBI MOTHBAITUH.

3amanue 2
Pacnpenenure MeTOIbl MOTUBALIMU IO KATETOPUSIM:

METO/bI:
3apaboTHas Ij1aTa, MPEMUHU, KapbepHbIA pOCT, NpHU3HAHUE, MWTpadbl,

oOydeHue, ruOKuii rpaduk, KOprnopaTuBHas KyJbTypa

2. 3agaHusi KOMOMHUPOBAHHOTO TUIIA
2.1. TectoBbie 3a1anusi ¢ 000OCHOBaHHUEM BBHIOOpA

Ne Conep:xanue 3a1aHUs

1 OcHoBHasi 1enb MOTHUBALlMM TiepcoHasa? a) CHIKEHHE 3apIuiarhl 0) MOBBILICHHE
3¢ EKTUBHOCTH TPYAA B) YBEJIWYCHHUE KOH(IUKTOB I') COKpallleHHEe MepCcoHaa

2 UYTo OTHOCHTCSI K HEMaTepUaJIbHOM MOTHBaIMK? a) mpeMusi 0) 3apruiata B) MIPU3HAHUE T)
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mTpad

3 Kakoii ¢axTop BiausieT Ha Ka4yecTBO yCJIyr? a) MOTUBAIMS MepcoHana 0) LBET 3AaHUS B)
mIomasps opuca r) medesnb

3. 3agaHus 3aKpBITOrO THIA
3.1. TectoBbIE 3a1aHUA

Tect 1

BHumaTenbHO MpouYuTaTh TEKCT 3a/JaHMsl U BBIOpaTh OJIMH BEPHBIN OTBET.
3anucaTh TOJBKO OYKBY.

Uto sBISE€TCS KIIOYEBHIM (PaKTOPOM Kav4ecTBa YCIyT?
a) o0opy10BaHUE

0) nepconain

B) UHTEPHEP

) pexiama

Tect 2

BaumarensHO IMPpO4YUTATh TCKCT 3aJdHUA U BBI6paTI> HCCKOJIBKO IIPaBUJIBHBIX
OTBETOB. 3aIUCaTh TOJHKO 6YKBI>I.

Kakue MeToapl OTHOCSTCSI K MOTUBAILlMU TIEpcoHaa?
a) 3apaboTHas TiaTa

0) npemuun

B) KapbEPHBII pOCT

I) cllydaliHble HaKa3aHUs

1) IPU3HAHUE

6.3. Kpurepun u mkana onennBanust Ha ocHoBe bPC.

[NPUMEPHAA TEMATHUKA KYPCOBBIX PABOT

1. CepBucHast JeATEIBHOCTb, €€ CYIIHOCTh M POJIb B PBIHOYHOMU

9KOHOMHMHKE.

2. Hctopusi pa3BUTHS CEPBUCHOM NEITEIBHOCTH W cdepbl yciayr B

Poccun.

3. Krnaccudukanuss M XapaKTepucThKa MOTPEOHOCTEH B yciyrax M

CEpBUCHOM 00CITy>KMBaHHH.
4. CerMeHTUPOBaHHUE PHIHKA YCIYT IO TPEM OCHOBHBIM TPYIIIaM.
5. CoBpeMeHHbII cepBUC, BUBI, MPOOIEMBI U TIEPCIIEKTUBBI Pa3BUTHS.
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6. [Tocpennuueckue yCIYTH, OKa3bIBa€MbIC CEPBUCHBIMU
NpEANPUSTUIMU Pa3IUYHOTO (GYHKIIMOHATHHOTO Ha3HAYECHUs u
OpraHU3allMOHHO MPABOBOM (HOPMBL.

7. CuctemMa yOpaBJICHHS CEPBUCHBIM NPEANPHUATHEM, OCHOBHBIE
GYHKIUH 1 3a/1a4H.

8. OpraHu3alMoOHHAas CTPYKTYpa YNPABJIECHUS CEPBUCHOTO MPEANPUATHS,
€€ THUIIbl U OPTaHU3AIMOHHBIE TTOAXO/IbI.

9. Ilpou3BOJACTBEHHBIH MEHEIKMEHT, OCOOCHHOCTHU OOCITYKHUBAHUS
MOTpeOUTENIeH B KOHTAKTHON M OECKOHTAKTHOM 30HaX.

10. OcHoBHbIE BHUIBI CEpBUCAa OOCITYKMBAHMS, ATalbl U CTPATErHH
npolecca MpoJaxu.

11. Ilpouecc obOciykuBaHUS TMOTPEOUTENEH, €ro OCHOBHBIE (OPMBI,
METO/Ibl ¥ TIPAaBUIIA.

12. IlporpeccuBHbie (HOpMBI OOCIY>XKHMBAaHUS W METOJbI MPOAAK, UX
OCOOEHHOCTH.

13. OcHOBHBIE THUIIBI TOPrOBBIX TOCPEJHUKOB U ITOCTaBIIMKOB,
YYaCTBYIOIIMX B CUCTEME paclpeieNICHus], UX YCIYTH.

14. IlpaBoBoe oOecrieueHUE CEPBUCHOM JCSTEIBLHOCTH, JXAJIOOBI U
MpEeTeH3UU MoTpeduTenel. 3amTa npas noTpeduTenei.

15. MapkeTuHr B3aUMOOTHOIICHUN OOCITYKUBAIOIIEro MepcoHana |
NOTpeOUTENeH B pa3IMUHbIX TUIAX MPEINPUSTUN CEpBUCA.

16. CepBucHasgs JAesATEIBHOCTh KaK COCTaBHAsg 4YacThb KyJIbTYpbl
YEJIOBEUECKOro 00IIecTBa.

17. DTrueckre HOPMBI OOIIEHUS U ACTETUYECKUE ACTIEKTHI CEPBUCHOM
NEeSATEIbHOCTH.

18.  MopaibHO-HPaBCTBEHHbIM  XapakTep Majoro Ou3zHeca U
MpEANPUHUMATENEN.

19. TlcuxoTurbl U NCUXOKOMIUIEKCHI MOTPEOUTENEH, MCUXO0JIOTHYECKHUe

ACIICKThI IIpoLccCa O6CJ'Iy)KI/IBaHI/I$I.
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20. CoBpemeHHbIE CIOCOObI OpraHU3allMd TO3UTHUBHON aTMocdepbl
IpoAax U OOCITYKUBaHUS OTPEOUTEICH.

21. Knaccudukanusi yciayr M CEpPBUCHBIX MPOIECCOB, OCOOEHHOCTH
MaTepHUaIbHBIX 1 HEMATEPUAIIbHBIX YCIIYT.

22. Ycayra Kak 3KOHOMHMYECKAs KaTEropusi, €€ >KU3HEHHBIM LUK,
KauecTBO U 0€30MacHOCTb.

23. XapakTepHUCTUKa OCHOBHBIX BUIOB CEPBUCHBIX YCIIyI, HOBBIE BHJbI
OTE€UECTBEHHBIX YCIYT.

24. ACCOPTMMEHT OCHOBHBIX U JIONOJHHUTENBHBIX YCIYT, IOJIHOTA
cepBHca 00CTYKMBaHUS TOTPEOUTEIEH.

25. OOyyeHue TiepcOHANla CEPBHUCHBIX MPEANPUATAA B  LEJAX
MOBBIIICHUS KauecTBa OOCITYKUBAHHS U KOHKYPEHTOCIIOCOOHOCTH.

26. CymHocTh  ® KjIaccuukanus — NpeaIpUHUMATENbCTBA,
OTJINYUTEIIbHbBIC 0COOEHHOCTHU TOProBO-KOMMEPUYECKOTO
IpeANPUHUMATEIHCTBA.

27. Wctopust pa3BUTHS POCCUHCKOTO MNpEANpUHUMATENBCTBA B cdepe
cepBHCa.

28. HaamBuAyabHO-TUYHOCTHBIE W  COLMANIBHBIE  MPEANOCHUIKU
BO3HMKHOBEHUS U Pa3BUTHSI CEPBUCHOM JEATENBHOCTH.

29.  3aBUCMMOCTb  KauecTBa  CEPBUCHOM  JEATEIBHOCTH  OT
reorpau4ecKux, 1eMorpapuueckux U HallMOHATBHBIX (HaKTOPOB.

30. Ctparerusi ¥ TaKTUKa MAPKETUHTA CEPBUCHOIO MPENPUATHS, PUCK.

31. PBIHOK yCIIYT M €ro pa3HOBUIHOCTH, aHAJIU3 TEHACHLWN Pa3BUTHUS U
MPOJIaK TOBAPOB /yCIIyT/.

32. MapKeTHHIOBBIA HMHCTPYMEHTapuid M €ro UCIHOJb30BAaHUE B
CEPBUCHOM JESITEIIbHOCTH.

33. Ycnyra, ee cymHoOCTh, GOPMUPOBAHKE U TTOBEJICHUE HA PHIHKE.

34. lleHoBas MOJMTHKAa B CEPBUCHOW JAESTENBHOCTH, €€ OCHOBHBIC

HaIpaBJICHUS U OIIEHKA MOJIE3HOCTH YCIIYT.
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35. OcoOEHHOCTH MEXAYHAapOJHOW TOPIOBIM YCIyI'aMH, €€ poOJb U
NEPCIIEKTUBBI Pa3BUTHSL.

36. IlosiBneHHEe Ha PHIHKE HOBBIX BHJIOB YCIYI, MX OCOOEHHOCTU H
Ha3HAYCHHE.

37. OpraHu3alMOHHO-TIPaBOBbIE (POPMBI XO3AWCTBOBAHUS U (HAKTOPHI,
OKa3bIBAIOIINE BIUSHUE HAa UX BBIOOP B cepe yCIyT.

38. Pucku B cdepe masioro 6u3Heca U MyTH UX CHUKCHUSI.

39. CepBucHass [eATENbHOCTh KaK TIpoOLlECC U €ro CBsi3b C
HKOHOMUYECKON KOHBIOHKTYPOI Ha PBIHKE.

40. OcoOeHHOCTH BHEAPEHHS WHHOBALUMK B c(epy yCIayr, JHU3UHT U
bpaH4a3UHT.

41. XXu3HEHHBI LMK CEPBUCHOTO MPOAYKTa /TOBap, yciayra/ W €ro
3HAa4YCHHE B CEPBUCHOMU JCSITEIHHOCTH.

42. CepBUCHBIE TEXHOJOTHMH, (GOPMBI U METOIbl OOCITYKUBaHUS
NOTpEOUTENEH.

43. DTuueckas KyJbTypa CEpBUCA, OCOOEHHOCTH Mpo(dhecCHOHAIBHOM
ITHKU U STUKETA.

44.  OpraHM3allHOHHO-TEXHOJIOTMYECKAs  KyJbTypa CEpBHCA, €€
0COOEHHOCTH U d()PEKTUBHOCTD.

45. VYmnpaBneHue KOHTAKTaMH M pOJIb KJIMEHTA B CEPBUCHOU

ACATCIBHOCTH.
KPUTEP1UN OLUEHVBAHU A PE3VIJIBTAT B
BAJIJTAX
JlaH TONHBINM, B JIOTMYECKOM IIOCJIENOBATEIBbHOCTH Pa3BEPHYTHIN 90-100

OTBET Ha IIOCTaBJIEHHBIM BOMNPOC, TJI€ OH MPOJAEMOHCTPUPOBAI
3HaHUS TIpeIMeTa B TOJHOM oObeMe Yy4ueOHOH Iporpammsl,
JIOCTaTOYHO IIyOOKO OCMBICIMBAET NUCUUIUIMHY, CAMOCTOSATENBHO,
U MCUEPNBIBAIOLIE OTBEYAET HA JIONOJHUTEIbHBIE BOIPOCHI,
MIPUBOJUT COOCTBEHHbBIE IIPUMEPBI o npo0OieMaTuke
[IOCTABJIEHHOTO BOIIPOCA, PEIINI MPEAJIOKEHHBIE NPAKTHUECKUE
3aaHus 6e3 omuooK

Jlan pa3BepHYTBI OTBET Ha IIOCTABJIEHHBIM BOIpOC, TJE 75-89
oOydaroluicss JEeMOHCTPUpPYET 3HaHHsS, NPUOOpPETEeHHbIE Ha
JEKIMOHHBIX M CEMHHAPCKUX 3aHATUAX, a TaKKe I0JyuYeHHbIE
MOCPENICTBOM H3yUYeHHsI 00S3aTeIbHBIX yUEOHBIX MaTEpHaIOB IO
Kypcy, JaeT apryMEHTHPOBAaHHbIE OTBETHI, MPUBOJIUT MPHUMEPHI, B
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OTBETE€ TMPUCYTCTBYET CBOOOJHOE BIIAJICHHE MOHOJIOIHMYECKOMN
peublo, JIOTUYHOCTh U TMOCIENOBAaTEIbHOCTh oOTBeTa. OpHako
JIOTyCKaeTcsi HETOYHOCTh B OTBeTe. Pemmmn mpenioKeHHbIe
MIPAKTUYECKHE 3/I1aHUs C HEOOJIBITUMHU HETOYHOCTSIMH.

JlaH oTBeT, CBUACTEIBCTBYIOIINI B OCHOBHOM O 3HAaHUH IMPOIIECCOB 60-74
A3y4aeMON  JUCUMILIMHBI, OTIUYAIOIIMHACA  HEJOCTATOUYHOM
IyOMHOM W TIOJIHOTOM pACKpPBITUS TEMbI, 3HAaHHEM OCHOBHBIX
BOIIPOCOB TEOPHH, Clad0 chopMHUpOBAaHHBIMUA HABBIKAMHU aHAIH3a
SBJICHUH,  TPOIECCOB,  HEJOCTAaTOYHBIM  YMEHHEM  JIaBaTh
apryMEHTHPOBAHHBIE OTBETHI 5 MIPUBOIUTH MIPUMEPHI,
HEJIOCTAaTOYHO CBOOOIHBIM BIJIAJICHUEM MOHOJOTHYECKOH PEUblo,
JIOTUYHOCTBIO M TOCJIEIOBAaTeILHOCThIO OTBeTa. Jlomyckaercs
HECKOJIbKO  OIMMOOK B  COJAEP)KAHMM OTBETa W  PEIICHUH
IIPAKTHUYECKUX 3aJaHUM.

JlaH OTBeT, KOTOPBIA COAEPKUT PsJ CEPbE3HBIX HETOUHOCTEH, 1-59
OOHapYXKUBAIONINI HE3HAHWE IMPOIECCOB M3y4aeMOW MPEAMETHOMN
o0jacTd, OTIMYAIOLIUICS HErNIyOOKHM  PAaCKpBITHEM  TEMBI,
HE3HAHWEM OCHOBHBIX BOIIPOCOB TEOpPUH, HEC(HOPMUPOBAHHBIMH
HaBbIKAMHM aHaju3a SBJEHUMW, IPOIECCOB, HEYMEHUEM [aBaTh

apryMeHTHPOBaHHbIE OTBETHI, ciabbIM BJIaJICHUEM
MOHOJIOTHYECKOU peyublo, OTCYTCTBHEM JIOTUYHOCTHU U
OCJIEI0OBATECIILHOCTH. BriBobI TIOBEPXHOCTHBI. Pemenne

IMPAKTUICCKUX 3aJJaHul HE BBIIIOJIHCHO, T.€C. 06y11a101111/n71c51 HC
CIIOCOOEH OTBETUTH Ha BOIIPOCBI OAXKE MpU JOIMOJHUTCIIBHBIX
HaBOIAIIMX BOIIPOCAX IPCIIOAaBaTCIIA.

6.4. Jlna pemieHusT KOHTPOJIBHBIX 3aJlaHUi OOYyYaromeMycs pasperiacTcs
MCTIOJIb30BaHUE KATBKYJISATOPA.

7. MeToguvecKkue MaTePHaJIbl 0 OCBOEHHIO M CHUIIMHBI (MOTYJISA)

[ToaroToBKa K JICKLUSIM.

['maBHOE B mepuoa MOATOTOBKM K JIEKIIMOHHBIM 3aHSATHUSIM - HAy4YHThCS
METOJIaM CaMOCTOSATEJIBHOIO YMCTBEHHOI'O TpyJa, CO3HATEIbHO pPa3BUBATh CBOU
TBOPUYECKUE CIIOCOOHOCTH M OBJIJIEBaTh HAaBbIKAMHU TBOpUYECKOW paboThI. st aTOTO
HEOOXOJMMO CTpOro CcoONo/aTh AWCIHUIUIMHY YueObl W moBeaeHHs. UYeTkoe
MJIAHUPOBAHUE CBOETO pPab04Yero BpPEMEHW M OTIbIXa SBISIETCS HEO0OXOIUMbBIM
YCJIOBHEM [l YCHEIIHOW CaMOCTOSITEIbHOW paboThl. B OCHOBY ero HyXHO
MOJIOKHUTH pabodre MpOTpaMMbl M3y4aeMbIX B ceMecTpe auciuiuiiH. Kaxmomy
oOyyJaroliemMycsi CIeAyeT COCTABIATh €KEHENEIbHBIM U CEMECTPOBBIH TIJIaHbI PaOOTHI,
a TaKkKe IUIaH Ha Kaxawlid pabouuii nenb. C Beuepa Bcerjaa HaJao paclpeneisiTh
paboTy Ha 3aBTpaIlIHUM JIeHb. B KOHIIE Ka)XI0TO JHS 11e51eC000pa3HO MOIBOIUTH UTOT
paboThI: TIIATEILHO MPOBEPUTH, BCE JIM BBHIMIOJIHEHO MO0 HAMEUEHHOMY IUIaHy, HE
OBUIO JIM KaKWUX-THMOO OTCTYIUIGHHM, a €ciu ObUIM, [0 KaKoW MpPUYHUHE OTO
npousonuio.  HyXHO  OCyIIECTBISATH  CAMOKOHTPOJb, KOTOPBIM  SIBJISAETCS
HEOOXOJMMMBIM  yCIIOBMEM  ycmemHod  y4eObl. Ecam 9Tto-TO  ocranoch
HEBBITIOJIHEHHBIM, HEOOXOJMMO U3BICKATh BpeMsl MJisi 3aBEPIICHUS OSTOM YacTh
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pa6OTBI, HC YMCHbIIAas oO0beMa HEACIBHOI'O I1JIaHA.

CamocrosiTenbHas paboTa Ha JIEKIUH.

Crnyiianue U 3anuch JICKIUHN - CII0KHBIA BUJT BY30BCKOU ay TUTOPHON paOOTHI.
BuumartenbHOe — cyllaHME€ W KOHCHEKTHpOBaHWE  JIGKIMWA  MpeArnojaraer
MHTEHCUBHYIO YMCTBEHHYIO JAESATENbHOCTh oOyyaronierocs. Kparkue 3anucu JeKiuii,
UX KOHCIIEKTUPOBAHHE MIOMOTaeT yCBOUTh y4eOHbIM Marepuan. KoHCnekT sBisercs
MOJIE3HBIM TOTJA, KOTJa 3alMCaHO CaMO€ CYUIECTBEHHOE, OCHOBHOE U CIIEJIAHO 3TO
camMuM oOydaromuMmcsa. He Hago cTpeMuThCs 3amucarh JOCIOBHO BCIO JIEKIIHIO.
Takoe «KOHCTIEKTHPOBAHKE)» MPUHOCUT OOJIbIIE BpeAa, YeM MOJIb3bl. 3aMUCh JIEKIIUN
PEKOMEHJIyeTCSI BECTH 110 BO3MOXXHOCTH COOCTBEHHBIMH  (HOPMYJIHPOBKAMHU.
KenaTenbHO 3amyCh OCYLIECTBIATH HA OJHOW CTPAHHUIE, a CIAEAYIOIIYIO OCTABIISTH
JUIsL TIpOpabOTKU y4eOHOro MaTepualia CaMOCTOSITEIbHO B JIOMAITHUX YCIIOBHUSX.
KoHcriekT Jnekiuu Jyyiie Moapa3feisTh Ha IyHKTHI, maparpadsl, cobironas
KpPacHYyIO CTPOKY. DTOMY B OOJIBIION CTENEHU OYyIyT CIIOCOOCTBOBATH MYHKTHI TIaHA
JIEKIIUU, TPEJIOKEHHBIE MpenoiaBarensaM. [[puHIunuaibHbple MecTa, ONpeeIeHuUs,
bopMyIIBI U IPYTO€ CIEAYET COMPOBOXKAATH 3aMEUAHUSIMU «BAXKHOY, «OCO00 BAXKHO,
«XOpOUIO 3alMOMHHUTHY» MU T.M. MOXHO Jenarh 3TO W C IMOMOIIBIO Pa3HOIBETHBIX
MapKepoB WU pydek. Jlydmie ecnum oHM OyIyT COOCTBEHHBIMH, 4YTOOBI HE
MPUXOAWIOCH TPOCUTh MX y OAHOKYPCHHKOB M TEM CaMbIM HE OTBJIEKATh WX BO
BpeMs Jjekuuu. llenecooOpa3Ho pa3paboTaTh COOCTBEHHYIO —«MapKorpaduio»
(3HauKW, CUMBOJBI), COKpaileHus cioB. He numHuMm OyJaeT ¥ U3y4EeHHE OCHOB
creHorpaduu. PaboTas HaJl KOHCIIEKTOM JIEKILIM, BCEria HEOOXOIMMO HCIIOIb30BATh
HE TOJIbKO YYEOHHK, HO U Ty JINTEPATypy, KOTOPYIO JAOMOJIHUTEIBHO PEKOMEHA0BAI
aextop. IMeHHO Takasi cepbe3Hasi, KponoTiauBas padoTa C JICKIUOHHBIM MaTepUaIoM
MO3BOJIUT IITyOOKO OBJIAJIETh 3HAHUSIMU.

[ToAroToBKa K MPAKTUYECKUM 3aHSATHSM.

[ToAroTOBKY K KaKIOMY MPAKTHYECKOMY 3aHATHIO KaKIbIH O0ydaroIuiics
JOJDKEH HayaTh C O3HAKOMIIEHHSI C IUIAHOM IPAKTUYECKOTO 3aHATHS, KOTOPBIN
OTPaXKaeT CoJEpkKAHUE INPEMIOKEHHOW TeMbl. THIaTeNbHOE MPOAYMBIBAHUE U
M3y4YEHUE BONPOCOB IUJIAHA OCHOBBIBAETCS Ha NPOpPabOTKE TEKYIIEro Marepuaa
JeKIHUHU, a 3aTeM M3y4YeHHs] O0O0s3aTeIbHOM W JONOJHUTENbHOM JIUTEpaTyphl,
PEKOMEHAOBAaHHYI0 K JaHHOM TeMe. Ha OCHOBE WMHIMBUAYAIBHBIX IMPEANOYTEHUN
oOyyaroniemMycsi HeOOXO0JAMMO CaMOCTOSATENBLHO BBIOPATh TEMY AOKIaAa Mo mpodieme
MPAKTUYECKOIO 3aHATUS U MO BO3MOXXHOCTH MOATOTOBUTH MO HEMY IMPE3CHTALIUIO.
Ecnu nporpaMMoil AMCHUIUIMHBI MPELYCMOTPEHO BBINOJHEHUE MPAKTHYECKOrO
3aJlaHdsl, TO €ro HEeOOXOAMMO BBIMOJHUTH C YUYETOM MPEIOKEHHON HMHCTPYKUUU
(yctHo wnmm 10 mucbMeHHO). Bce HOBBIE TOHSATHS MO M3y4aeMoOil TeMe HeoOXO0aUMO
BBIYYUTh HAaU3yCTh U BHECTH B IJIOCCAPUiA, KOTOPBIH LieJIecO00pa3HO BECTH C CAMOI0O
Havaja wu3y4yeHUs Kypca. Pe3ynmpraT Takoi paboThl JOJKEH MpPOSBUTHCS B
CIIOCOOHOCTH OOYy4Yaromierocsi CBOOOJHO OTBETUTh HAa TEOPETUYECKUE BOMPOCHI
PAKTHUYECKOTO 3aHATHS, €r0 BBICTYIUICHUU U YYAaCTUH B KOJIJIEKTUBHOM OOCYKACHUU
BOIIPOCOB M3Yy4aeMOW TEMbI, IPABUJIBHOM BBIIIOJIHEHUH IMPAKTUYECKUX 3aJaHUil U
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KOHTPOJIbHBIX PadoT.

CrpyKTypa NpakTH4YECKOIO 3aHATHS:

B 3aBucuMOCTH OT cofep:KaHUsi U KOJIMYECTBA OTBEICHHOTO BPEMEHHM Ha
M3YUYCHHE KaXIOW TEMbI MOXET MPAKTUYECKOE 3aHATHUE COCTOSTh U3 UYETBIPEX-TISATU
YacTeu:

1. O6cyxaeHne TEOPEeTUYECKUX BOIPOCOB, OINPEACICHHBIX MPOTrPaMMOi
JUCUUTUINHBI.

2. Jlokmam W / wWiau BBICTYIUICHHE C TIPE3CHTAlMAMH 110 TIpoldsieme
MPaKTUYECKOTO 3aHITHS.

3. O6cyxneHre BICTYIUIEHUN IO TeME - TUCKYCCHSL.

4. BrobInonHeHWE MPaKTUYECKOTO 3aJaHUsl C MOCIEAYIOIUM pa3z0opom
MOJIYYEHHBIX Pe3yJIbTaTOB UM O0CYKIEHNE MTPAKTUYECKOTO 3a/1aHUsl, BHITTOJIHEHHOTO
JIOMa, €CJIU 3TO MPEyCMOTPEHO MPOrPAMMOIA.

5. IloaBeeHne UTOTOB 3aHATHUS.

[lepBas yacTh - 0OCYX/IE€HUE TEOPETUYECKUX BOIPOCOB - MPOBOJUTCS B BUJE
¢poHTanbHOM OeceAbl CO BCeM TIPYNION M BKIOYAET BBIOOPOUYHYIO IPOBEPKY
IIPENOIaBaTeIeM TEOPETHYECKHUX 3HAaHUU 00yYaroImxcs. [IpumepHas
IPOJOJKUTEIBHOCTD - 10 15 MuHyT. BTOpas 4acth - BRICTYIUIEHHME O0YYarOIIUXCS C
JOKJIa1aMH, KOTOPbIE JTOJKHBI COMPOBOXKIATHCS MPE3CHTALUSIMU C LEIbI0 YCHIICHUS
HaIJISIIHOCTH BOCIHPUSATHSA, 1O OJHOMY M3 BONPOCOB MPAKTHUYECKOrO 3aHSTHSL.
OOs3aTenpHBI 3JIEMEHT JOKJaJa - MPEACTaBICHUE M aHAJIW3 CTaTUCTUYECKUX
JAHHBIX, 00OCHOBAHHME COLIMAJIBHBIX MOCIIEICTBUIA JIFOOOr0 3KOHOMHYECKOro (hakTa,
sBieHusT iy mpouecca. [Ipumepnas npopomkutenbHocTs - 20-25 Munyt. Ilocne
JOKJIA/I0OB CIIEAYET UX 00CYKIeHUe - TUCKyccus. B Xoae 3Toro 3rama npakTH4eCKOro
3aHATUS MOTYT OBITh 3a/laHbl YTOUHSIOLIUE BOMPOCHl K Jokiaguukam. [Ipumepnas
MPOAOJDKUTEILHOCT - 10 15-20 muHyT. Ecim mnporpamMMoil mpeaycMOTPEHO
BBIIIOJIHEHHE IPAKTUYECKOIO0 3aJaHhsg B paMKaX KOHKPETHOHM TEMBI, TO
IPENOJABATENSIMA  ONPENEIAETCS €ro COJEpKaHWue M JaeTcsl BpPEMS Ha €ro
BBITNIOJIHEHHE, @ 3aTeM UJEeT 00CyXxaAeHHue pe3ysbTaToB. Ecnu mpakTuueckoe 3aaHue
JOJKHO OBLIIO OBITH BBIIIOJIHEHO JI0Ma, TO HA MPAKTUUYECKOM 3aHATUHU MPEnoJaBaTellb
NpoOBEpSEeT  €ro  BBIMNOJHEHWE  (YyCTHO  WiIM  nucbMeHHO).  [IpumepHas
NPOJOIKUTEILHOCT, - 15-20 wMunyT. [logBeneHreM UWTOTOB 3aKaHYMBACTCS
npakTuyeckoe 3ansatre. OOydaronmmcs JOJKHbI ObITh OOBSBIEHBI OLIEHKH 32 PaboTy
Y JIaHbl UX YeTKre 00ocHoBaHus. [IpuMepHas MpoI0KUTETBHOCTD - 5 MUHYT.

PaboTa ¢ nuTeparypHbIMH HCTOYHUKAMHU.

B nmnpomecce mNOATOTOBKM K MPAKTUYECKUM 3aHATHSAM, OOYYarOIIUMCS
HEOoOX0auMO 00paTUTh 0CO0O€ BHHMMAaHHE HAa CAMOCTOATEIbHOE HW3y4YEeHHE
PEKOMEHJIOBAaHHOW Yy4eOHO-METOAMYECKON (a TakkKe HAyYHOM | TOIYJISIPHON)
autepaTypsl. CamocrosiTenbHas paboTa ¢ y4yeOHMKaMH, YYEOHBIMU IOCOOUSIMHU,
HAay4YHOW, CIIPABOYHOM M MOMYJISIPHOM JIMTEPATYPOM, MATEPUAIAMHU IMEPUOIUUECKUX
u3ganuii u  VHTepHeTa, CTaTUCTUYECKUMHU JIaHHBIMM SBJIIETCS  Haubosee
3¢(GEeKTUBHBIM ~ METOJOM  I[OJIyY€HHS  3HAHWUW, TO3BOJSET  3HAUUTEIHHO
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aKTHBU3MPOBATh TIpollecC oOBIaaeHWs WH(opMalmer, crocodcTByer Ooree
TTyOOKOMY YCBOGHHIO M3Y4aeMOro Marepuana, (GOpMUPYET Yy OOYYarOUIMXCsl CBOE
OTHOIICHHE K KOHKpEeTHOW mpolOiieme. Bojee TiayOOKOMy pPacKpBITHIO BOIPOCOB
CIIOCOOCTBYET 3HAKOMCTBO C JOMOJHUTEIBHOH IJUTEpaTypod, pPEeKOMEHIOBAaHHOW
IpEenoaaBaTelieM, YTO MTO3BOJISIET 00YUAIOIINMCSI IPOSIBUTH CBOIO HHIMBHYTbHOCTh
B paMKaxX BBICTYIUICHHSI HA 3aHATUSAX, BBIIBUTh HIMPOKHH CIEKTP MHEHHUU I10
u3y4aeMoi mpobieme.

8. VYueOnas  JurTepaTypa W pecypchl  MH(pOPMALHMOHHO-
TeJIeKOMMYHHKAIMOHHO ceT UHTEepHeT

8.1. OcHoBHas JuTEpaTypa

1. Baummna A.B. Opranmzanuss W IUIaHUPOBAHHE JIEATEIILHOCTHU
NpEeANnpuATA cepBuca : ydebHoe nocobue s By30B / A. B. Bacununa, T. B.
TemsikoBa - Caukt - IletepOypr : Jlanb, 2023. - 224 ¢. - TekcT : 3AEKTPOHHBIH. -
URL: https://lanbook.com/catalog/nauki-ob-obshchestve/organizatsiya-i-
planirovanie-deyatelnosti-predpriyatiy-servisa/

2.Ceupuaenko HO.II. CepBucHas JA€SITEIBHOCTh B OOCITYKHMBaHUU
HaceneHus: yueOHoe nocooue / FO .II. CBupuaenko, B.B. Xmenes. - 4-e¢ uzj.,
ctep. - Cankr - I[lerepOypr: Jlanp, 2025. - 192¢. - ISBN 978-5-507-54094-5. -
Texcr : oamekrponnbii. -  URL:  https://lanbook.com/catalog/nauki-ob-
obshchestve/servisnaya-deyatelnost-v-obsluzhivanii-naseleniya2/

8.2. lonosiHUTEILHAS JIUTEPATYpPa

1. O6 ocHOBax ob6ciyxuBaHus rpaxkaan B Poccuiickoit denepanyn: HayqyHO-
MpaKTUYeCKuii KoMMeHTapuil k denepanbHoMy 3akoHy oT 28 aexadpst 2013 1. Ne
442-03 (noctareiinbiii) / E.I'. Azaposa, H.B. Autonosa, H.C. Boskosa [u np.] ;
otB. pen. H.B. Ilytumo. - MockBa : HWMHCTUTYT 3akOHOZATENBCTBA U
CpaBHUTENBHOrO IpaBoBeaeHus npu lIpaBurensctBe Poccuiickonn ®enepanuu :
NH®PA-M, 2021. - 272 c. - ISBN 978-5-16-109837-0. - Tekcr : 2neKTpOHHBIN. -
URL.: https://znanium.ru/catalog/product/1841261

2. Jluna#i, T. II. OcHOBBI COLMAIBLHO-OBITOBOIO OOCITY>KUBAHUA : y4eOHOE
nocobue / T. I1. JIumaii. - Mocksa : lupekr-Menna, 2020. - 178 c. - ISBN 978-5-
4499-0698-4. - Tekcr : AIIEKTPOHHBIH. - URL:
https://znanium.ru/catalog/product/1990964

8.3. HopmaTuBHBIE JOKYMEHTHI
[Toctanosnenne [IpaButensctBa PO ot 21 centsadps 2020 r. N 1514 "O6
yTBepxkaeHun [IpaBun 66ITOBOr0 00CITy)KUBaHUS HaceleHUs"

8.4. UnTepHeT-pecypcehl
https://www.zakonrf.info/postanovlenie-pravitelstvo-rf-1514-21092020/
https://cyberleninka.ru/
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https://lanbook.com/catalog/nauki-ob-obshchestve/organizatsiya-i-planirovanie-deyatelnosti-predpriyatiy-servisa/
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https://www.zakonrf.info/postanovlenie-pravitelstvo-rf-1514-21092020/
https://cyberleninka.ru/

Koncynprantllimtoc: cripaBouHas mpaBoBas ctema http://www.consultant.ru/
CrpaBouno-npaBoBas cucrema «[”APAHT» http://www.garant.ru

9. MarepuajbHO-TeXHMYeCKasi 0a3a, uHGOPMAIMOHHbIE TEXHOJIOIWH,
nporpamMMHoe odecriedenre 1 HHPOPMANMOHHBbIE CIPABOYHbIE CHCTEMbI

Jlnis mpoBesieHUsT Y4eOHBIX 3aHSATHH, MPEeIyCMOTPEHHBIX 00pa30BaTEIbHON
IPOrpaMMOii, 3aKpEIUICHbl ayTMTOPUHN COTJIIACHO PACIHMCAHUIO YUEOHBIX 3aHSATHI:
paboyee MeCTO NpemnojaBarelisi, M[OCAJOYHbIE MECTa IO  KOJHYECTBY
oOyuJaromuxcs, J0CKa MEJoBasi, MePCOHAIbHBI KOMIBIOTEP C JTUICH3UPOBAHHBIM
IpPOrpaMMHBIM OOecTriedeHreM OOIIEro Ha3HAuYCHUs, MyJIbTUMEIUHHBIN TPOEKTOD,
DKpaH, NHTEPAKTUBHAS NIAHEIb.

[TepedeHb MPOrpaMMHOTO 00ECIICUCHHMS:
JIuiieH3MOHHOE W CBOOOJHO  pACIpOCTpPaHIEMOE  MPOrPaMMHOC
oOecrieyeHre, B TOM YHUCIIe OTeYeCTBEHHOTo pou3BoacTea: - MTC-link

[lepeyenr mpodecCHOHANBHBIX 0a3 JaHHBIX W MHGOPMAIIMOHHBIX
CIIPAaBOYHBIX CUCTEM:

baza nanubeIx Accoumnanuu MeHemkepoB Poccun Www.amr.ru

[Topran npodeccHoHAIEHOTO COOOIIECTBAa MEHEKEPOB WWW.e-xecutive.ru
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