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BBEJEHHE

Cdepa ycayr mpenctaBisieT co00i OBICTPOPACTYIIYIO OTPACIb IKOHOMHUKH.
OHa BBITIOJTHACT T€ XK€ (QYHKIHH, 9YTO W IPOMBIIUIEHHOCT, & IMEHHO — CO3IaHUE
pabounx MecT, oOeCcreYeHre MOCTYILUICHHUIA B OFOJIKET, MPUBIICYCHUES MHBECTHIIUN
B DKOHOMHKY. YJIOBJICTBOPEHHE PACTYIIUX MOTPEOHOCTEH KIUCHTOB B Pa3HO00-
Pa3HBIX yCIyrax Ha BBICOKOM KYJbTYPHOM YPOBHE SIBIISICTCSI BaXKHEHUIIICH 3amaveit
cepbl YCIyT | KaXI0ro e mpeArnpusTus.

PasBurtue moTpebiaeHus yCIyr B CTpaHax ¢ BBICOKOPA3BUTOM MPOMBIILICH-
HOCTBIO SIBIISICTCS OJTHAM U3 CAMBIX 3HAYHUTENILHBIX SBJICHUN YKOHOMHUYCCKOW KU3-
Hu XXI Beka. [Torpebnenne yciryr He3aMEeTHO HAYMHAET MpeodiaaaTh Hall MoTpedie-
HHEM MHOTOYHCIICHHBIX Omar. B MeXIyHapomHOW TOpropie MOCTOSHHO BO3pacTaeT
Joms yeuryr. TeMItsl pocTa MEPOBOTO PBIHKA YCIYT B JIBAa pa3a MPEBBIIAIOT TEMITBI
pocra Toprosi ToBapamu. Ha cepy ycimyr B HACTOSIIMI MOMEHT IIPUXOIUTCSI OKOJIO
60 % BaJIOBOTO HAMOHATEHOTO MPOIYKTA 3aMafHbIX IeMOKPATHUECKUX CTpaH. TakuMm
o0pazoM, cdepa ycIyr — KpyIHEHIINI KOMITOHEHT MAPOBOH SKOHOMHUKH.

Ha coBpeMeHHOM 3Tame pa3BUTHS CEPBHUCHBIX MPEIIPUATHI OTMEYAIOTCS
3HAYUTEIIBHBIC M3MEHCHHS B IPOIIECCE MPOU3BOJACTBA TOBAPOB M ycuyr. Homwie
COLMAILHO-)KOHOMHYECKHE YCIIOBHS TOCTABHIM TIEPEH CEPBHCHBIMU IPEIIPU-
SATUSIMH HOBBIC 33J]aui. B KauecTBE OCHOBHBIX U3 HUX MOXKHO BBIICIHTE. Pa3BUTUC
KOHKYPCHTOCIIOCOOHOTO CEepBHCa; pa3padoTKa M HCIOJIb30BAHUE HOBBIX TEXHOJO-
T Kak B IpoIecce MPOU3BOJICTBA M TPOABIKCHHS YCIYT, TaK W B IpoIiecce
yIpaBiIeHUs; TIOUCK HOBBIX, Oonee 3(p(peKTHBHBIX MEXaHW3MOB B3aWMOJCHCTBUS
cepBHCa ¢ KOMIIOHEHTAMH STHHYECKON KyIbTYPbI; IIOATOTOBKY CHEIIHAIHICTOB.

B ycioBusix cOBpeMEHHOTO Pa3BUTHSI POCCUMCKON 3KOHOMHUKH CTaHOBSITCS
Bce Oosiee HEOOXOUMBIMH BBICOKOKBATH()UIIMPOBAHHBIE CIICIIUATMCTEI B 00JIACTH
CepBHCa, OCO3HAIOIINE, YTO TJIABHBIM OPHEHTHUPOM IIPOM3BOJACTBA M MPOJAXKHU yC-
JIYT CTAHOBSTCSI MOTPEOHOCTHU M CIPOC KOHKPETHBIX IPYIIIT HOTPEOUTEICH.



EJb W 3AIAYT JUCHUTIIAHBI

Nzyuenne muctmmmmabl «CepBUCHAs EATEILHOCTDY TI03BOJISIET Oy IyIiM padoT-
HHMKaM TOCTHHHUYHOTO XO3SHCTBA IPUMEHUTH OCHOBHBIC TIPUHITUTIBI X METOJIBI COBPEMEH-
HOTO CepBHca B paboTe MPEIIPISTHIA HHITYCTPHH TypH3Ma, TOCTENPHHUMCTBA U KYPOPTOB.

Ienp kypca — co3maHue CHCTEMBI 3HAHHWI O CEPBHCHOW JCATEILHOCTH, YC-
nyraX, Gpopmax oOCITyKMBaHHS W CTIoc00ax (OpPMHUPOBAHMS HOBBIX YCIYT U IMPO-
TPECCHBHBIX METO/IaX 00CITY)KMBaHUS B MHAYCTPUH FOCTCIIPUIMCTBA.

3amaun TUCIUTLIIINHEL

— cpopMHPOBATH MPEICTABICHUE O CEPBUCHOW ACATEILHOCTH, ONPEACIUTh
MECTO CEpBHCa B )KN3HEACATEIEHOCTH YEIOBEKA,;

— paccMOTpETh OCHOBHBIC KOMIIOHCHTBI, IPUHLIUIIBI M POJIb CEPBUCA B JCsI-
TEJNBHOCTH MPEANPHUATHI HHAYCTPUH TOCTCTIPHIMCTBA,;

— U3y4YUTHh OCOOCHHOCTH OpPraHU3aIlU CEPBUCHOTO 00CITYKUBAHHS, OPTaHU-
3alMOHHBIE CTPYKTYPHI CIIYKO cepBHUca U ee (YyHKINH, CTAHAAPTH 00CTYKUBAHUSA
Y BOIIPOCHI KA4eCTBa YCIYT;

— MPOaHAJM3UPOBATH TEHICHIINHA COBPEMEHHOTO CEpPBHCA B HHIYCTPUHU TOC-
TEIPUUMCTBA.

Jucunmmnaa «CepBUCHAS EATETHHOCTDY SBISETCS TUCHHUIUTMHON 0a30BOH
yactu npodeccuonansroro 1ukia GI'OC BIIO mo HampaBiICHUIO HOATOTOBKU
101100.62 I'ocTHHHYHOE AETO.

TPEBOBAHMUSA K PE3YJIBTATAM
OCBOEHMUSA JUCIIUAITJINHBI

Iponecc ocBoenus aucummumHbl «CepBHCHas ASSITEILHOCTE) HAlpaBieH Ha
(hopMHpoOBaHKE U pa3BUTHE OOIIEKYILTYPHBIX U IMTPOPECCHOHATHHBIX KOMITSTSHITHIA.

B pesynmprare OCBOCHHS AMCIUIUIMHBI OOYyYaromuiics MOJDKEH 00yanaTh
CIEeTYIOMNMHE 00MEeKyNbTYpHBIMU KomneTeHnusMu (OK):

— CITOCOOHOCTBHIO K 00OOIICHHIO, aHATN3Y, BOCTIPUATHIO WH(MOPMAIIUH, TI0-
CTaHOBKE IIeJM U BBIOOpY myTeit e€ noctmxenus (OK-1);

— TOTOBHOCTBIO COOJIIO/IaTh ATHYECKHE W MPABOBBIE HOPMBI, PETyJIMPYIOLIHE
OTHOIIICHUS YEJIOBEKA C YEIIOBEKOM, OOIIECTBOM, OKpyxkaromiei cpenoit (OK-5);

— TOTOBHOCTBIO K KOOIEPALMK C KoJuleramu, OeCKOH(IMKTHOH paboTe B KOJ-
JICKTHBE, OBITh TOJEPAHTHBIM K STHHYECKHM, HAIMOHAIBHBIM, PACOBBIM, KOH(ECCHO-
HAJTBHBIM Pa3IHMIUsIM, K BOCTIPHATHIO KYJIBTYPHI M 00bIMacB cTpal 1 HapooB (OK-6);

— MOHMMAHWEM COIMATHHON 3HAYMMOCTH CBOEH Oymymiel mpodeccy, BHICOKOM
MOTHBAIIUEH K TIPOPECCHOHAITBFHOM IeSITebHOCTH B MHIyCcTpuH roctenpunmctsa (OK-9).

B pesynbraTte OCBOCHMS NUCLUIUIMHBI OOYydYaloIIMiics AOJDKEH 00janarh
CJIeTyIOLTMMU MTpodeccHoHaIbHbIMU KommneTeHusMu (ITK):

nPOU3B0OCMEEHHO-MEXHONO2ULECKAS OesIMENbHOCHb

— TOTOBHOCTBIO K pa3pabOTKe M NPEJOCTAaBICHUIO KaueCTBEHHOIO T'OCTH-
HUYHOTO IIPOJYKTa, B COOTBETCTBHHU ¢ TpeboBanusiMu notpeduresst (IK-3);

OpP2aHU3AYUOHHO-YNPABIEHYEeCKAs 0esiMelbHOCb!

— cHocoOHOCTBIO K paboTe B TPYAOBBIX KOJUIEKTHUBAX MPEANPUATHA WHIY-
ctpuu rocrenpunmctsa (I1K-7);
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— YMEHHEM pacCUMTaTh U OLIEHUTH 3aTPATHl 110 OPTaHU3AINH ACATEIFHOCTH
npeanpusTHs roctuHnaHol uHaycrpuny (IK-9);

CepsUCHAs 0eamenbHOCMb.

— CIIOCOOHOCTBIO ONPENENSATh HOTPEOHOCTH MOTpeOUTENEH B COOTBETCTBUH
C 3THOKYJBTYpPHBIMH, HCTOPHYECKIMH U peurro3HbIMu Tpaguisivu (ITK-8);

— FOTOBHOCTBIO TPUMEHATH HOPMAaTHBHO-TEXHOJOTHYECKYI0 JOKyMEHTa-
MO0, PETJIAMEHTUPYIONYIO TOCTHHHYHYIO nestenbHocTh (ITK-10);

— FOTOBHOCTBIO HCIIOJIb30BaTh ONTUMAJIbHBIE TEXHOJIOTHYECKHUE MIPOLIECCHI B
TOCTUHUYIHOHN JESTETHHOCTH, B TOM HYHCIIE B COOTBETCTBHUH C TPEOOBaHHMAMU IIO-
tpeburens (ITK-11);

— YMEHHEM OpTaHW30BaTh M KAYECTBEHHO OCYIIECTBIIATH MpOIECC 00CITy-
»uBanusg notpedutens (I1K-12).

B pesynbrate m3ydenyst uctviiHb! «CepBHCHAS IESTENBHOCTEY CTYICHT IOJDKEH:

3HAMb:

— OCHOBHBIE TIOTPEOHOCTH M MICUXO(PHU3HOIOTHIECKHE BO3MOKXHOCTH Y0~
BEKa M MX B3aMMOCBS3b C COLMAIbHOM aKTHMBHOCTHIO JIMYHOCTH, CTPYKTYpY 00-
CITy>)KHBaHUSI C yYETOM MPUPOTHBIX U COIMATBFHBIX (haKTOPOB;

— MCTOPHIO Pa3BUTHS CEPBHCA, BU/bI CEPBUCHOM JIESTEIBHOCTH, Kiaccupu-
KaIliH YCIYT ¥ UX XapaKTePUCTHKY, TCOPHIO OPTaHU3aNU 00CTyKIUBAHNUS;

— COJepKaHUE KIIFOYEBBIX MOHSATHH CEPBUCHOM AEATEIBHOCTH («Kycilyray,
«CEPBUCY», «KIHEHT», «IIOTPEOUTENbY», «HCIOIHHUTEIb», «CaMOOOCITyKHBaHHUEY,
«MOPSIIOK OKa3aHWsl YCIYI'W», «OpraHu3anus 0O0CITyXHBaHHI», «CEPBUCHBIC TEX-
HOJIOTUWY», «AHJAUBHUIYyTbHBIC (OPMBI 00CTYKUBAHUS»);

— OCHOBHBIE MTOJIXO/IbI K U3YUCHHUIO MOBE/ICHHS UCIIOJIHUTEIS U IOTpeOuTe-
JIs B TIpOIIECCE CEPBUCHOI NEeSTETHHOCTH;

— OCHOBHBIE 33/1a4¥, IPUHIUIIBI U BU/Ibl COBDEMEHHOTO CEPBHUCA;

— OpPTaHU3alMOHHBIE CTPYKTYPHI M ATAITBI CTAHOBIICHHS CITYXKOBI CEpBHUCa;

— KpUTEpUH Ka4eCTBa yCIyT ¥ CUCTEMBI YIIPABJICHUs KAY€CTBOM;

— COBpPEMEHHBIE TEH/ICHINH B C(hepe CEpBUCHOTO 0OCTYKUBAHNUS;

— TEXHOJIOTHIO OpraHU3aluy HHIUBHYAIEHOTO 00CITyKUBaHUS,

— OCHOBHBIE acleKThI KyJIbTYpPBI CEpBHCA.

ymemy:

— OLICHUBATb NICUXUYECKUE, (PU3NOTIOTHUYECKHE OCOOEHHOCTH YeI0BEKa, CO-
[UATBHYI0 3HAYIMOCTB TIOTPEOHTENeH;

— paboTraTb B «KOHTaKTHOW 30HE, KaK cdepe peaan3aliii CepBUCHOU jesi-
TENBHOCTH;

— HaxOAWTH ITIyTH OJIArONPHUSATHOTO pa3pelICHHs] MCHXOJIOTHYECKHX KOH-
(IUKTOB;

— QHAIM3UPOBATH M HCIIOIH30BaTh (POPMBI B3aUMOJCHCTBHS MEXIY H3rO-
TOBHTEJISIMA M TOTPEOMTENSIMU TOBApOB Ha dTamax Mpel — M MOCIENPOAaKHOTO
00CITyKMBaHHUS;

— (hopMHPOBATh KOHKYPEHTOCTIOCOOHYIO CEPBUCHYIO TTOJIUTHKY;

— IUITAHUPOBATh PabOTy OPraHU3ALMK 110 BOIIPOCAM CEPBUCHOW JESTELHO-
CTH C Y4YETOM PETMOHAIbHOM, HAIMOHAIBHOM, STHUYECKOU, NMPUPOJAHO-KIMMATH-
YeCKOH 0COOCHHOCTEH peruoHa;



— MPUMEHATh QYHKIMH KauecTBa B chepe yCIyr ¥ KOHTPOJIMPOBAThH YIOB-

JICTBOPEHHOCTh KIINCHTOB;
eraoems.

— YMCHHEM O0ECICUUTh ONTUMAITBHYIO HHPPACTPYKTYPY OOCITYKHUBAHUS C
YYETOM IPUPOIHBIX M COLUAIBHBIX (DAKTOPOER;

— MeTOAaMHU OECKOH(IMKTHBIX B3aUMOOTHOIIICHHI C MTOTPEOUTENIEM B IIPO-
[[ECCE CEPBUCHOM MEATEIBHOCTH;

— METOJIaMH STHOKYJIbTYPHO!H TUBEPCUPUKAINH CCPBUCHON JCATEIILHOCTH;

— MPUEMaMH M3YYICHUS JINIHOCTH TOTPEOUTEIIS.

COJEPXAHUE JUCHUIIJINHBI

Ne HanmenoBanue

Copeprxanue paszena
n/n pasjena TUCIHIUIHHBI Acp pasa

1 CepBucHas IesTeIb- [lonusATHE M CYNTHOCTH CEPBUCHON AEATEIHHOCTH.
HOCTb B )KM3HH coBpe- | OmpeneneHne «cepBUCHas IesATEIbHOCTEY. Ee
MEHHOTO 00IIecTBa CTPYKTYpbI, PyHKIH. COIUaNTbHBIE TIPEATIO-
CBUIKH Pa3BUTHsI CEPBUCHOM JCSITEILHOCTU. PO
CEPBHUCHOM AEATEIFHOCTH B COIIMAIBHO-
9KOHOMHYCCKOM Pa3BUTHUU CTPAHEI.
OcobOeHHOCTH yTpaBIeHHUS B cepe yCIyT.
HopwmaruBHo-1ipaBoBOE 0OecrieyeHue CEpBUCHON
ZesaTeNIbHOCTU. PO yeimyru B MexayHapOAHOU
Toprosiie. OCHOBHBIE TPUYHMHBI OOIIETO YBEIJIHU-
YEeHHUS CTIPOCca Ha YCIYTH

2 OCHOBBI TEOPUH [onsTHe ycityru, €e OCHOBHBIC XapaKTePUCTUKU
CEepBUCHOU Kak MpoayKTa cepBUCHOM nestenbHocTh. Kiac-
JICSITETBHOCTH cudukanus ycayr. [TorpeOuTenbckie CBOWCTBa
yciryru. Buasl cepBuca 1o BpeMeHH €To ocyIe-
cTBIICHUS. BBl cepBuca Mo CONEpKAHUIO pa-
00T. JKH3HEHHBIN ITUKI YCITYTH.

[onsTHs «KayecTBa YCIyT» H «Ka4eCTBO 00CIy-
XKuBaHUA». Kputepuu u moxasaTenu KauyecTa
yciryri. MeToapl KOHTPOJIS Ka4ecTBa YCIIYT.
Kynbrypa o0ciayxuBaHus KaKk 0a30BbIi JIEMEHT
KadecTBa OOCITYKMUBaHH

3 CepBuC U CEpBHUCHBIE CepBucHas opranusanus Kak cucreMa. OyHkuuu
TEXHOJIOTUHU CEPBUCHON OpTraHM3aIiK. DJIEMEHTHI CEPBUCHON
CUCTEMBI U UX B3aumojericTeue. OCHOBHBIC
(dhopmbl Bo3aelicTBus yerryrd. OpraHu3aliioHHbBIE
(hOpMBI CEpPBUCHOTO OOCTY)KHBAHUS. DTaIbI Pa3-
paboTku ycnyru. [IpuHIuns! pazpaboTKu yciry-
ru. UHmuBuayansHoe 00CITy)KUBAaHHE — COCTaB-
HOM KOMIIOHEHT CEPBUCHOM JEATEIbHOCTH




METOJUYECKHUE PEKOMEHJAIIUN
IO U3YYEHUIO TEOPETHYECKOI'O MATEPHUAJIA

C 1enpio Ka9eCTBEHHOTO OCBOCHHS TEOPETUUECKOTO MaTepraia Mo TUCIUIDIAHE
«CepBHCHas AESITEILHOCTDY B TAHHBIH pa3/iesl BKIIOUEHBI CIACAYIOLIHE DIeMEHTHI:

— Ha3BaHHE TEMBI;

— IIeTb N3YYEHUS TEMBI;

— OCHOBHBIE BOIIPOCHI TEMBI;

— XapaKTePUCTUKA OCHOBHBIX TOHATHA WM ONPCACICHHN, HCOOXOIUMBIX
CTYJEHTY Uil YCBOCHUS TAaHHOM TEMBI;

— KpaTKHe BBIBOJBI, OPHEHTHUPYIOIINE CTYIACHTA HA ONPEACICHHYIO COBO-
KYIHOCTbH CBE/ICHUH, KIIFOUEBHIX TOJI0KEHHUH, KOTOphIE HEOOX0AUMO YCBOUTE;

— KOHTPOJIBHBIE BOIIPOCHI, IPEIHA3HAYEHHBIE TSI CAMOIIPOBEPKH 3HAHHUH.

Tema 1. TEOPETHYECKHE OCHOBbBI
CEPBUCHOMU JEATEJBHOCTH

1. CoanpHble IPENOCHUIKE BOSHUKHOBCHHS M PAa3BUTHsI CEPBUCHOM Jaes-
TEJILHOCTH.

2. DBOJIFOLIUS TOHSTHS TOBap» U MECTO CEPBHCA B TAHHOI CHCTEME.

3. IIpuHOUIBI COBPEMEHHOTO CEpBHCA.

4. TIpeumyImecTBa CEpBUCHOTO OOCITY)KHBAHMSI.

5. Uepapxus motpeOHOCTEH B CEPBUCHOM JEATEIHLHOCTH.

6. [ToBenerre moTpeOUTENCH U MOIENE MPUHATHS PEIISHS O TTOKYITKE YCITYTH.

7. Cnennduyueckne aclieKThl MOKYIIKH yCIyTH.

HEJZb 3aHAmMuUA: N3YyYUTh COMUAJIBHBIC IMTPEANTOCHIIIKM BOSHUKHOBCHUA U pas3-
BUTUA CepBI/ICHOﬁ ACATCIBbHOCTH, ONPCACIUTL MPUHLOUIIBI U MPEUMYLICCTBA CO-
BPEMCHHOT'O CEPBHUCA, a TAKIKE 0COOEHHOCTHU npouecca nmoKyrImnku yCiayru.

OcHOBHBIE TIOHATHS H onpeaeJIeHus

Cepsucnas desimenbHOCHb — 3TO aKTUBHOCTH JIFOJICH, BCTYMAIOMIUX B CIIC-
uudryeckue B3anMOACHCTBUS 110 pean3alui O0IIEeCTBEHHbIX, TPYIIOBbIX U HUH-
JUBHAYalbHBIX yciyr. OfiHa CTOPOHA B 3THX B3aUMOJCHCTBUSIX, 00Ja1ass MHOTO-
00pa3HBIMH TOTPEOHOCTSAMH, JKEIAeT IMOJYYHTh OINpEIeTIeHHbIe Ojlara, a apyras
CTOPOHA, OKa3bIBasi KOHKPETHBIC YCIYTH, MPEIOCTABISIET UM BO3MOXKHOCTH 00Ja-
IaTh TAKUMH OJIaraMu.

Cepauc — 310 cuctema obecrieueHus, TIO3BOJIAIONAas MOTPEOUTEIIO BEIOpATh
Ui ce0si ONTHMAJbHBIM BapHaHT MPHOOPCTCHUS M TOTPEOJICHUS TEXHUYCCKU
CJIOKHOTO U3JICTHS, @ TAKIKE SKOHOMHUYCCKHU BBITOJHO SKCIUTYaTHPOBATh €ro B Te-
YCHHE Pa3yMHO O0YCIIOBJICHHOTO CPOKA, TUKTYEMOT0 HHTEpEeCaMH MOTPeOUTENs.



JomMuHupyonel XapakTepUCTHKON JIeJIOBOH aKTHBHOCTH B OOUHOYCHPU-
anvHoM obujecmse SBISETCS MOOBIBAIOIIAs OTPAcib. V3HA4YaNbHO JKU3HB — 3TO
urpa MpPOTHUB MPUPOJIEL. YPOBEHb TEXHOJIOTUN HU3KUH MIIM BOOOIE HUKAKOH; MPo-
IYKTHBHOCTH 3aBUCHUT OT TAKHX 3JIEMEHTOB, KaK BpeMs roja, I0XKAb, T0YBa M OT
(hH3MUECKOl CHITBI YeIOBeKa.

JloMuHHpYIOIIEeH XapaKTepUCTUKON JETOBOW aKTUBHOCTH B UHOYCMPUATb-
HOM oOujecmee SIBISIETCS TIPOW3BOACTBO TOBapoB. JKW3HB CTAHOBHUTCS HIPOH C
NpUPOJIOH. DKOHOMHUYECKass M COLMANIbHASL JKM3Hb MEXaHM3MpOBaHa U Oosee (-
¢exTuBHA. KonnyecTBO TOBapoOB, KOTOPBIMH 00JIalaeT JIMYHOCTD, SBIISIETCSI MH/IHU-
KaTopoM ero o0pasa >KU3HH.

JloMuHUpyIOIel XapaKTepUCTUKON JIeJIOBOM aKTMBHOCTH B HOCMIUHOYCHI-
puanvHom obujecmee SBISETCS TPOU3BOJACTBO yciyr. JKHM3HB Temnepb MOXXHO Ha-
3BaTh UIPOH MexAy JoasMu. MHankaTopamMu 00pa3a KU3HH SBISIOTCS KOJIHYECT-
BO M KQ4ECTBO yCIYT, KOTOPHIE YEIIOBEK MOXKET ceOe ITO3BOIUTE.

Ipeumywecmeaa cep8ucHozo 06CayHCUBAHU:

1. KadecTBeHHBII cepBHC criocoOcTByeT auddepeHnranuyd ToBapa, 4TO
OIarompUATHO CKa3bIBACTCA HAa KOHKYPEHTOCTIOCOOHOCTH MPEIIPUSITHS.

2. CepBHUC aKTHBHO BJIMSET Ha Pa3BUTHE MPEIOKECHHUS yCIYT, 4TO CIOCO0-
CTBYET OTKPBITHIO ITyTEH K HOBBIM (OpMaMm JEATeIbHOCTH MPEANPHUATHS.

3. Pa3BurHe cepBuca criocoOCTBYET MOSIBJICHUIO HOBBIX BHJIOB IPOAYKIIHH.

Ilpunyunsl COBPEMEHHOTO CepBUCca: 00s3aTEBHOCTD INPEIOXKEHNUs; Heobs13a-
TEJBHOCTh HCIIONB30BAHMS; DIaCTHYHOCTh CEpBHUCA; YHOOCTBO CEpBHCA; TEXHUYECKAs!
aJICKBaTHOCTb CEpBHCA; NH(OPMALIIOHHAs OT/aua CEPBHCa; pa3yMHas LIEHOBAs! IIOJIUTH-
Ka B c(epe cepBrCca; rapaHTUPOBAHHOE COOTBETCTBHE IIPON3BO/ICTBA CEPBUCY.

Ilpoyecc noxynku ycayeu — moboe coObITHE, B KOTOPOM MOTPEOUTEND BCTY-
MaeT B KOHTAKT C JI000I CTOPOHOH OpraHM3aIlliy W MOJTy4aeT BIECYATICHHE O Ka-
YEeCTBE yCIYTH.

BoiBOABI

CepBHCHasi JIEATCILHOCTh 3TO MHOTOIUTAHOBBIN (DEHOMEH, BKIIFOYAIOIIUN
SKOHOMUYCCKHUH, COUUAIBHBIA U KYJIBTYpHBIA 3JeMEeHTH. OHa BBICTYIACT OJIHO-
BPEMEHHO XO3SHCTBCHHBIM MEXAHH3MOM YIOBJICTBOPCHUS OOLICCTBEHHBIX U HH-
JTUBUITYaITbHBIX MOTPEOHOCTEH, BAXKHBIM 3BEHOM OOIICCTBEHHOT'O BOCIPOHM3BOJICT-
Ba, paCIpe/ICICHUS U TOTPEOJICHHS TOBAPOB, a TAK)KE COLUAILHBIM HHCTPYMCHTOM
MOBBILICHHs Onarococtosiuus Jrofei. CepBUCHAs NESITENLHOCTh — 3TO KOMILIEKC
Ka4yeCTBEHHBIX IEHCTBHIA, HATIPABICHHBIX HA CO3[AHUE YCIYT, YAOBICTBOPSIOIINX
pazHooOpa3Hble TOTPEOHOCTH KIUEHTOB U CIIOCOOCTBYIOIIME TOBBIIIICHUIO KOHKY-
PEHTOCIIOCOOHOCTH MPEINPHUSITHS Ha PhIHKE.

[oTpebuTeny OLIEHUBAIOT YCIYTH HHAYE, HEXENN TOBAPbI. ITO MPOUCXOIUT
U3-32 HEOCS3aeMOCTH YCIYTI M BOBJICYCHHUS YeJOBeKa B MPOILECC OOCIyKUBaHHS,
KOTOPOEC MPHUBOIMUT K U3MCHUYUBOCTH B ITOJYYCHHBIX PE3YJIbTATAX.



KoHTpoabHBIE BONPOCHI

1. Onpenenure MecTo cepBrca B cdepe MaTepHaIbHOTO MPOU3BOACTBA
HETPOM3BOCTBEHHOMU cdepe.

2. OxapakTepu3yiTe OCHOBHBIC IPEANOCHUIKH BO3HUKHOBEHUS U PAa3BUTHUS
CEpPBUCHOM JESATEIHLHOCTH.

3. Ykaxure 0OBEKTUBHBIC YCIOBUS M BaKHEHIIHE (haKTOPHI, OMPEIEIISIO-
IIMe Pa3BUTHE YCIYT B POCCUHCKOM OOIIECTBE.

4. OnumuTe OCHOBHBIE 3TaIbl peOpPMUPOBAHUS COBETCKOU cephl YCIyT U
YKa)KUTE OCOOCHHOCTH 3TOTO IpOIecca B HACTOAIIEE BPEMSI.

5. OxapakTepH3yiTe OTINYNTENIbHbIE 0COOCHHOCTH, XapaKTepHbIE IS cep-
BUCHOM JICATCILHOCTH Pa3BUBAIOIIUXCS CTpaH B X X BEKeE.

6. Korna n xak mpoucxoawi B Poccun mepexon nesiTeIbHOCTH, CBSI3aHHOM ¢
yCIyramu, OT TPAJAUIUOHHBIX (POPM K UHIYyCTPHATIBHO-MACCOBEIM (popmam?

7. Onpenenure NOTPEOHOCTH KIMEHTOB N0 MepapXuu Macioy U crnocoObl
UX yJIOBIETBOPECHUS B cpepe yCIuyT.

8. OnmmmTe MOAETH IPHHATHUS PEIICHHUS TOKYTTKHA yCIYTH.

9. Onpenenute 0COOEHHOCTH OBECHHUS TOTPEOUTENEH IPH MOKYIIKE YCIIYTH.

10. OmpenenuTe MOHATHE «CEPBUCA» M MPUHITUITEI COBPEMEHHOTO CEPBHCA.

Tema 2. OCOBEHHOCTH YIIPABJIEHUA B COEPE YCIIYT

1. Cnennduka ympaBiieHUs: CIPOCOM B cepe yCIyT.

2. OcoOeHHOCTH yIpaBJICHUS MPEIJIOKEHUEM B cepe yCIyT.

3. YpaBieHue KagpaMu Ha MPEANPUATHIX chepbl 00CITyKUBaHHUS.

4. HopMaTHBHO-TIpaBOBOE 00eCTIeUeHNUE CEPBUCHOM JIEATEITHHOCTH.

5. 3amuTa npaB notpeduTeneid. OCHOBHBIE TIOHATHS U IIPaBa MOTPeOUTENCH.

Lenv 3anamus: M3y9UTh HOPMATHBHO-TIPABOBBIC aCHEKTHI CEPBUCHON Ies-
TEJNBHOCTH, MPOAHATU3UPOBATh OCOOCHHOCTH YIIPaBICHHUS B cpepe yCuyT.

OcHOBHBIE TIOHATHS H onpeaeJIeHus

Iox cnpocom moHMMAaeTCs KelaHWE U OJHOBPEMEHHO CHOCOOHOCTH MOKY-
nareJsieil npuodperaTh Oinara.

Obvem OesamenvHOCmU — 3TO CTENCHb BO3MOYKHOCTH CHCTEMBI IIPEroCTa-
BUTH YCIIyI'M, Ha KOTOPBIX OHa crierpanusupyercs. ClieoBaresbHO, ynpaBieHHE
MPE/IOKEHUEM 03HAYaeT yIpaBlicHHEe 00bEMOM JICSITCIBHOCTH.

IHompebumens — 3TO TPAXKIAHNH, UMEIOLINN HAMEPEHHE 3aKa3aTh WK NPH-
obpecTr, MO0 WCIONB3YIOMHUNA TOBaphl (PabOThI, YCIYTH) HCKIIOUUATEIBHO IS
JIMYHBIX HYXK, HE CBSI3aHHBIX C U3BJICUCHUEM MPUOBLIH.



Hzeomosumenem (npooasyom, UCROIHUMENEM)SIBISIIOTCS OPTaHU3aLK He-
3aBHCUMO OT (hOpM COOCTBEHHOCTH, a TAKIKE HHIMBHyaIbHBIC IPCIIPUHUMATEIIH,
KOTOpBIE [TPOU3BOAT YISl peau3allii OTPEOUTENSIM TOBAPHI WIN PEaTU3YIOT UX
HOTPEOUTENSIM TI0 JOTOBOPAaM KYIUTU-IIPOJAXKH, JIMOO BBIMOMHSIOT Ui HHUX MO
BO3ME3IHOMY JIOTOBOPY paOOTHI MU OKA3bIBAIOT YCIYTH.

Hedocmamox — 3T0 HECOOTBETCTBHE CTAHAPTY, YCIOBHUSIM JIOTOBOpA HJIH
MpeCTaBIsIeMbIM TPeOOBAHMIM K Ka4eCTBY ToBapa (paboThI, yCIyTH).

Cywecmeennvim A615emcs HeOOCMAMOK, KOTOPBIA JielaeT HEBO3MOXKHBIM
WIIM HEJOMYCTUMbBIM HCIOJIb30BaHUE TOBapa (paboThl, YCIyrH) B COOTBETCTBHH C
€ro LeJIeBbIM Ha3HAYCHUEM.

Ipunyun c60600bi 002060pa YCTaHABIMBAET, YTO MPOAABEL] (UCTIOIHHUTEID)
00s13aH mepeaTh NoTpeOuTeNto ToBap (paboTy, yCiIyry), KaueCTBO KOTOPOTO COOT-
BETCTBYET JIOT'OBOPY.

Tapanmuiinsiii cpox — 3TO NEPHOJI, B TEUEHHE KOTOPOTO M3rOTOBUTENb MPHU-
HUMAeT Ha ceOsl OBBINICHHBIC 0053aTEILCTBA MEPE]] MOTPEOUTEIIIMHU.

Ilpaso nompebumeneii na bezonachocms mosapos (pabom, yciye) — 03Ha-
YaeT, YTO TOBAP MPH OOBIYHBIX YCIOBHSX €r0 HCIIOJIb30BaHMUsS, XPAHCHUS, TPAHC-
MOPTHPOBKY Y YTWIM3ALKHU JOJDKCH OBITh 0€30MaceH IS )KU3HU U 3I0POBBS IO-
TpebuTesl, OKpYXKarolIel cpebl U He IPUYUHSATH Bpea UMYILECTBY MOTPEOUTESL.

Ilpaso nompebumeneii. na ungopmayuio O3HAYAET, YTO TIOTPEOUTEIIO
JIOJDKHA OBITH MPENOCTaBICHA HEOOXOMMasl ¥ JOCTOBEpHAas MH(pOpMAIUsI O TOBa-
pax (ycmyrax, paborax), 00 M3roToBUTENE (MCIIOTHHUTENE, MPOJABIIE), a TAKKE O
HOPSIIKE TPUOOPETEHHSI TOBAPOB.

BrIBOABI

Cnpoc Ha yciayru, Kak ¥ Ha JI000# Apyroil toBap, MpeiacTaBisieT co0oi
4acTh MOTPEOHOCTH B yciIyre, 00eCIeYeHHYIO AEHEKHBIMH CpPEJICTBAaMU MOKYIIaTe-
JIeH, WK TUIaTeKecTocoOHyI0 MOTpeOHOCTh. CIpOC SBIISETCS CBS3YIOIIMM 3BEHOM
MEXIy MPOW3BOACTBOM M MOTPEOJIEHHEM, 3TO OMpeAenseT HEOOXOTMMOCTh €ro
W3y4eHUs, aHaJu3a W NPOTHO3UPOBAHMS B JEATEIHLHOCTH CEPBHCHOTO IMPEIIpH-
stus. Crpoc Ha yCIryTH (GOPMHUPYETCS MO BO3EHCTBHEM MHOTHX ()aKTOPOB: 3KO-
HOMUYECKHX, COLUHAIBHO-NOIUTHIECKUX, IEMOTpa(pHUIecKuX, KyIbTypHO-UCTOPHU-
YEeCKUX, MPUPOIHO-KIMMAaTHYECKHUX, BKIIOYas 00BbEM J0XOJOB HACEJICHUS, YpO-
BEHb PBIHOYHBIX IIeH, reorpadnveckoe MOJOKEHWE PHIHKA YCIYT, TPaaAWIUN 00-
pasa ’XHU3HH, 0COOEHHOCTH TOBeACHUS moTpeduTeneil u T.1. [lpnopurerHoe 3Have-
HHE NpuoOpeTatoT GakTopsl, 00yCIOBIMBAIONINE YPOBEHb U TEH/ACHIUHU B Pa3BH-
THUH JOXOJOB HACEJICHUS, TAK KaK UMEHHO OHHM ()OPMHUPYIOT B KOHEYHOM HTOTE
TIATEKECTIOCOOHBIE BO3MOKHOCTH TTOTPEOUTEICH.

[ocTostHHOE M3yYeHME U OLICHKA CIIPOCa SIBJISIOTCS KIIIOYEBBIMU AJIEMEHTa-
MH COBPEMEHHON IOJMTUKU MHPEANPUATHS cepbl yCiIyr, MO3BOJISIOIMMH pac-
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KPBITh TEPCICKTUBBI MPEIMPUHUMATEIBCKON NEATEIPHOCTH B cepe ycuyr, BbI-
OpaTh W OOOCHOBaTh CTPATCTHUI0 MapKETHHTra, J(P(GEKTHBHO pEIIaTh CIOXKHBIC
KOHBIOHKTYPHBIE 3aIa4H.

CyliecTByeT CeMb OCHOBHBIX COCTABILIIOIMX 00beMa JesTeIbHOCTH: JIFO/I-
CKHE pecypcChl, 3/1aHusi, 000pYJOBaHUE, UHCTPYMEHTHI, Y4acTUEC MOTPEOUTENCH U
aIbTePHATHBHBIC HCTOYHUKH 00beMa JeITelIbHOCTH.

Ha cepBHCHBIX NpennpusTHsAX Jierde KOHTPOJIMPOBATH W PEryJIHPOBATh
MPEJUIOKEHUE YCIIYT, 4eM cipoc Ha HuX. OIHAKO Jake BBICOKHN KOHTPOJIb HAJ
Npe/IOKEHHEM YCIIyT HE TapaHTHpPyeT aOCONIOTHOTO COOTBETCTBHS CIIpOCa U
npeiokeHus. [ yBeIMYeHUs] WM yMEHBILICHUS MPEUIOKECHUSI YCIYr MOXKHO
NPUMEHSTh Pa3IMYHbIC CTPATEIMH, HANPABICHHBIC HA COCTABJIIONINEC KOMIIOHCH-
ThI 00bEMa JCATEIEHOCTH.

3akoroM P® «O 3amute mpaB MmoTpeOUTENIeH» PETyIUPYIOTCS OTHOIICHHS,
BBITCKAIOIIHE U3 JJOTOBOPOB:

— KYIUTH-TIPOIaXKH;

— UMYIIECTBEHHOTO HaiiMa, B TOM 4HCIIe OBITOBOTO MPOKATa;

— 0E3BO3ME3IHOTO TT0JIb30BAHUSI UMYILECTBOM;

— HariMa (apeHbI) KHUJIOTO TTOMEIICHHS,

— TI0 PEMOHTY JXKUIHUIIHOTO (OHIA, 00eCTeUeHNI0 PabOThl HMHKEHEPHOTO
000pyIOBaHUS;

— M0 OOCCIEYCHUI0 KOMMYHAIBHBIMU YCIyraMH, KOTOPBIC HAMOJaTeNb
00s13aH MMPEIOCTaBUTD, IOCKOJIBbKY 3TO SBIISETCS OJHUM W3 YCIOBHH OrOBOPA JKH-
JIUIIHOTO HaiiMa (apeHIbl);

— MOApsIIa, B TOM YUCie OBITOBOTO 3aKa3a U aDOHEMEHTHOTO 00CITyKHBaHUS,

— MEePEBO3KH IPaXKIaH, X 0araxa v rpy30B;

— KOMHCCHH;

— XpaHCHUS,

— Ha OKa3aHHE (PUHAHCOBBIX YCIIYT, B TOM YHCIIC TPEIOCTABICHUE KPEIu-
TOB JIJIsl TMYHBIX OBITOBBIX HYXK[| MPaXK/IaH;

— Ha OTKPBITHE WM BEJCHHE CYETOB KIMEHTOB-TPAXIAH, OCYIIECTBICHHE
PACYETOB IO MX MOPYYCHUSIM, YCIYTH IO MPUEMY OT FPaXKAaH U XPAHCHUIO IICH-
HBIX OyMar ¥ ApYruxX LEHHOCTEW, OKa3aHHWEe UM KOHCYJIbTAIMOHHBIX YCIYT U JIPY-
TUX JOTOBOPOB.

KOHTpOJ’Ibele BOIIPOCHI

1. Maiite onpeneneHye NOHITUSIM: «HCTIOIHUTENDY, «U3TOTOBUTENbY, «IIPOIABEL.

2. Omnpenenute OCHOBHbIE HOPMATUBHBIE JOKYMEHTHI, ONPEACISIOIUe aesi-
TENBHOCTB MPEATIPUATHH B chepe yCIyT.

3. OxapakTepusyiiTe MpaBa MOTPEOUTENS MPU 3aKIIOYCHHU JOrOBOpa Ha
OKa3zaHue yCIyT.
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4. Onpenenure mpasa NOTpedUTENeH HAa KAYECTBO TOBapoB (padoT, yciyr),
coryiacHo 3akoHy P® «O 3amure npaB nmorpeourenein.

5. OxapaxTepu3yiiTe mpasa MmoTpeOUTENeH Ha Ka4eCTBO TOBapOB (padoT, yCIIyT).

6. Onpenenute TpaBa MoTpeOuTeNel Ha 6€30MacHOCTL TOBAPOB (paboT, yeiyr).

7. OxapaxrepusyiiTe mpasa rnorpedureneil Ha nadopmanuio.

8. Onpenenute 0COOCHHOCTH YIIPABJICHUS CIIPOCOM B cepe yCIyT.

9. OxapakTepu3yiTe OCHOBHBIE KOMIIOHEHTHI 00BheMa AESITELHOCTUH Cep-
BUCHBIX MPEANPHSITHH.

10. Onpenennute 0COOEHHOCTH YIPABIICHUS MIPEIIOKEHHEM B chepe yCoyT.

Tema 3. COBPEMEHHBIE TEHAEHIINA
CEPBUCHOM JEATEJBHOCTH

1. Ponb ycityru B MeXyHapOJHOHN TOProBIe.

2. OCHOBHBIE IPUYHMHBI OOIIETO YBEIUYEHHS CIIpOca Ha YCIyIH.

3. [IpuauHBI r100ATM3aIAN CEPBHCA.

4. ®opmbl TI00ATH3AIMH TTPOU3BOJICTBA YCIYT.

5. ®opMBl KOHIEHTPALMK NPOM3BOJCTBA YCIYI: MHTErpauus, AuBepcudu-
KaIusi, KOHTJIOMepaIusl.

6. KommprotepHbIe ”HPOPMAIMOHHBIE TEXHOJIOTHH B CEPBUCE.

Ueﬂb sanAamusl: U3y4uTb COBPEMCHHBLIC TCHACHIWU pPa3BUTUA CepBHCHOﬁ
JCATCIBHOCTH.

OcHOBHBIE TIOHATHS H onpeaeJIeHus

Yeenuuenue cnpoca Ha yciayru oOBACHSAETCS YETHIPHMSI OCHOBHBIMH IIPH-
YUHAMU: PACTYyIICH MOTPEOHOCTBIO B yCIyrax, JAC3HHTErpamueil yciayr, IpUBaTH-
3anuei rocy1apcTBEHHOTO OOCTYKHBAHHS M MPOTPECCOM B KOMITBIOTEPHBIX U Te-
JICKOMMYHUKAITHOHHBIX TEXHOJOTHSIX.

Cmpamezuueckue coi03bl CepeUCHbIX KOMIIAHHUHM — 3TO COIO3BI, KOTOPbIE
(hopMUPYIOT ONPEICICHHYIO CETh XO3SHCTBEHHBIX OTHOIICHHWW, OCHOBAHHBIX Ha
0a3e KooIepanuy, MapTHEPCTBA, W JACHCTBYIOIIMX HA JOTOBOPHOH OCHOBE IS
(hYHKIIMOHMPOBAaHUS B HE3HAKOMOW Cpefie, C MOBBIIICHHBIM YPOBHEM HEOIpEJe-
JICHHOCTH ¥ PUCKOB.

Tpancuayuonanvnvie komnanuu (THK) — 310 KOMITanuu, umeromnue ¢uima-
eI B IBYX W Oojiee CTpaHax HE3aBUCHUMO OT IOPHIWYECKOW (HOPMBI WM ChEpbhI
XO3SIMCTBOBAHHUS M OCYIICCTBIISIFOIIUEC KOOPAUHAIMIO UX JCSITCIBHOCTH.

Dxrnexmuueckas meopus MHTEPHAOHAIFHOTO TIPOM3BOJICTBA aHTITHHCKOTO
skoHomucta JIk. Jlanauara JIeKUT B ocHOBe hopmupoBanus THK. Ona Ha3piBaeT-
Csl DKJIEKTUYECKOM, TaK KaK COCTOMT M3 TPEX DJICMCHTOB: OJIMTOMOJUCTUYCCKHUX
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MPEUMYIIECTB (PUPMBI, TPCHUMYIICCTB JOKATU3AIMK (HCIOIh30BAHUS MECTHBIX
PECYPCOB H YCIIOBHI) U IPEUMYIIIECTB HHTECPHATH3AINH.

Hnmeepayus — 310 00bEAMHEHHWE TEXHOJOTHYECKH OJHOPOHBIX MPOH3-
BOJACTB (TOPU30HTANbHAS WHTETpAIs) WIH MPOU3BOJACTB, 00pa3yIONIUX CIUHYIO
TEXHOJIOTHYECKYIO LIETIOYKY, HAYUHAS OT OOPaOOTKHU CHIPhS M 3aKaHYHMBAs BBITYC-
KOM TOTOBBIX MPOAYKTOB (BEpTHKAIbHAS HHTETPALIHS).

Jusepcughuxayusi — hopMa KOHIEHTPALMH IPOU3BOICTBA, KOTOPAst B OTJNYHE OT
UHTErpald TPEAToiaracT 00beAMHCHUE (YHKIMOHATBHO U TEXHOJOTHYECKU Pa3HO-
POHBIX HPEAIPHUSITHIA, KOTOPbIE IPUHAIIKAT K OJIM3KHUM, POJICTBEHHBIM OTPACIISIM.

Konenomepayus — popma KOHIEHTpALUU OPOU3BOJCTBA, MPEANOIAraroiast
00BbETMHECHUE TTOJT €AUHBIM (DMHAHCOBBIM KOHTPOJIEM MPEIIPUSATHIA, HS HMCIOIINX
MPOU3BOJICTBCHHBIX CBS3CH M MPHHAICKAIINX HE TOJBKO K Pa3HBIM BHIAaM IPO-
M3BOJICTBA, HO M K Pa3IMYHBIM cpepaM 3IKOHOMHKH.

BrIBOABI

OCHOBHBIMHU BHJAMH YCIYT, OPEIYCMOTPEHHBIX [UIS MEXKITyHAPOIHOTO 00-
MEHa TOBapaMH M YCIyraMH, SBJSIFOTCS TPAHCHOPTHPOBKA, TEICKOMMYHHKAIIUH,
CTpaxoBaHMe, IOPUANIECKOE M OAHKOBCKOE 00CITyKHBaHHE.

K pasHoBuAHOCTSIM MEK(GHUPMEHHOrO OOMEHa B CTPATErMYECKUX COI03aX,
JNEHCTBYIOIIUX B cepe yCIIyr, OTHOCATCS: COTJAIICHUS O COTPYAHHYECTBE; CO-
rinamenns: o (paHyaii3uHre; yrnpaBiIeHUYECKHe KOHTPAKThl; KOHTPAKTBHI O MapKe-
THHI'€; COBMECTHBIC NPEATIPUATHS K KOHCOPIIUYMBI.

B ocHoBe mporiecca KOHIICHTpaIuK B cepe YCIyT JIeKAT Te K MPHIUHBL, YTO U
B IPYTHX OTPACILIX 3KOHOMUKH, TIpex/ie Beero 3(¢ekT Maciradba mporu3BOICTRA.

HoBble TEXHOIOTMU PAJINKAIBLHO U3MEHSIOT METO/IbI BEIeHHsI Ou3Heca B Op-
TaHMU3ALUAX, 3aHAMAIOIIUXCS OOCHyXHBaHHWEM mnoTpedurenci. OIHUM U3 TaKHX
MOIIHBIX HUMITYJIBCOB CETOJHS SIBIIICTCS MHTETPALUS KOMITBIOTCPHON TEXHUKH U
CPE/ICTB TEIIEKOMMYHUKANMH. TEeXHOIOrMYECKUI MPOrpecc OKa3bIBaeT BIHMSHUE U
Ha MHOTHE APYTrHe BHUIbI 00CITY)XKHBAHHUS — OT BO3AYIIHBIX IIEPEBO30K 0 PO3HHY-
HOW TOproBiuu. Co3JaHWE HOBBIX HJIM YCOBEPIICHCTBOBAHHBIX CHCTEM CEpBHCA
MO3BOJISIET CYIECTBEHHO W3MEHSTh TAaKHE OIepalliy, KaKk IPUEeM 3aKa30B, OCYIIe-
CTBJICHHE IUIATE)KEH; 3aMEHSATh MOHOTOHHYIO paboTy MaliMHaMu U B OoJbLIeH
CTCIICHU BOBJICKATh MOTPEOUTENEH B NEATCILHOCTh CEPBUCHOTO MPEANPUITHS Y-
TEM BHEJPEHHS CHCTEM CaMOO0OCITyKIBaHHS.

dopmupyromascs cUcTeMa pacrpeieieHusl NPOAYKTa CEePBUCHOTO Ipel-
MPUATHUS BBITOJHO OTJIMYACTCS OT BCEX NpeAmecTByromux. OHa HAPSIMYIO CBs3a-
JIa KOHCYHBIX MMOTPEOUTENICH C MOCTABIIMKAMU YCIYT, U B 3TOM COCTOST IJIaBHAsI €¢
ocobenHocTh U cuia. Ceroznsi IHTEpHET yxKe cOCTaBHII PealibHy0 KOHKYPEHIIUIO
TPaIUIMOHHBIM KaHajlaM cOBITa, MPEAMOJIAraloNiM HATUINE TOCPEIHUKOB B OT-
HOIICHUSAX MTOTPEOUTEINCH C TIPOU3BOTUTCIISIMH.
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KoHTpoabHBIE BONPOCHI

1. Onpenenute OCHOBHBIE PUYHHBI OOIIETO YBEIMUCSHUSI CIIPOCa Ha YCITYTH.

2. IIpoananu3upyiite OCHOBHBIC TEOpUH (HOPMHPOBAHUS TPAaHCHAIHOHAIb-
HBIX KOMIIaHHH B cepe ycryT.

3. IlpuBenuTe HpUMEPHI HCIIOIB30BAaHUA KOMITBIOTEPHBIX WH(POPMALIHNOH-
HBIX TEXHOJIOTHII B CEpBHCE.

4. PaccMoTpuTe OCHOBHBIC ()OPMBI KOHIICHTPAIIUU MPOU3BOJCTBA B cdepe
ycnyr. [lpuBeauTe mpuMepbl KOHIIEHTPAIIUH, HHTETPALUN U TUBCPCUPUKAIIMH KaK
(hopMBI KOHIICHTPAIMH IPOU3BOICTBA ycayT B Poccuu.

5. IlpoBenute aHanu3 ucnons3oBanus MHTepHeTa B chepe ycuyr.

6. OxapakTepu3yiTe COBPEMEHHBIC TCHACHIUH Pa3BUTHS CEPBUCHOTO 00-
CITy>)KUBaHUSL.

7. Onpenenute 0COOEHHOCTH Pa3BUTHUS CEPBUCHOM NIesATEIHPHOCTH B Poccun.

Tema 4. BUIbI CEPBUCHOM JEATEJBHOCTH

1. [Ipupona u cynrHoCTh yeryr. Kinaccudukamus yciyr.

2. TeppHuTopualbHble aCMIEKThl Pa3BUTUS PhIHKA yCIyr. 3aKoH Peitnu.
3. XKu3HEeHHBIH [UKIT YCIyT.

4. Buasl cepBuca o BpEMEHU €T0 OCYILECTBIICHUS.

5. ®dupmenHsblii cepruc. [IpenmyniecTBa GUPMEHHOTO CepBUCA.

6. Bugpl cepBuca 10 COJCPIKAHUIO PaOOT.

7. OCHOBHBIE MOAXO/BI K OCYILIECTBICHHUIO CEPBUCA.

HEJZb 3anAamus. N3y4UTb OCHOBHBIC BU/IbI CepBPICHOﬁ JACATCIBHOCTH, OIIpEC-
JCINTH 0COOCHHOCTH JKM3HEHHOI'O IIHMKJa yCiIyr, MnpoaHaJIM3upOBaTH OCHOBHBIC
IMOAXOAbI K OCYIICCTBIICHUIO CEPBHUCA

OcHOBHBIE IOHATHS U onpeaeacHus

Yenyea — 310 pe3ynbTaT HEMMOCPEACTBCHHOTO B3aUMOJICHCTBHS MCIIOHUTE-
JIsL ¥ IOTPEOUTENIS, a TAKKE COOCTBCHHOM JEATCIFHOCTH UCIIONHUTENS MO YIOBJIC-
TBOPCHUIO MMOTPEOHOCTHU MTOTPEOUTEIIS.

Mamepuanvhas ycnyea — yciayra O YIOBIETBOPEHHIO MaTe€pHAIBLHO-
OBITOBBIX MTOTPEOHOCTEH MOTPEOUTEIS YCIYT.

CoyuanvHo-KynemypHas yciyea — yciyra 1o yIOBIETBOPEHHIO TYXOBHBIX,
MHTEJUICKTYaIbHBIX MOTPEOHOCTEH M MOJJIEPIKAHHIO HOPMAJIBHOU KHU3HEACATEIb-
HOCTH TTOTPEOUTEIIS.

Tonesnvimu ceoticmeamu yCITyTy BBICTYIAIOT €€ OObEKTHBHBIE XapaKTePHUCTHKH,
KOTOpBIE MPOSIBIISIIOTCS IPY €€ TIOTPEOJICHHH, OTBEUYAIOT 3alpocaM U HYXKIaM MOTpeOu-
TeNel, a TaKkkKe TrocyJapCTBEHHO-HOPMATHBHBIM IPABOBBIM KPHTEPHUSM. Pasnuyaror
npouU3B00CMEeHHbIE, (DYHKYUOHATbHBIC U NOMPeOUmMebCKUe CBOUCTBA YCITYTH.
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Cybvexmpl pulHKA yciye NOBOJAT, NOCTABISIOT M IPHCIOCAOIUBAIOT IS
notpeOieHus (MHANBUIYaTbHOTO M POU3BOACTBEHHOT0) MaTepHaIbHbIC U TyXOB-
HBIe OJara, oOCITyXKMBAlOT ATOT TPOIECC, CO3MAIOT YCIOBHS JUIS PACIIMPSHHOTO
BOCTIPOM3BO/ICTBA Pa0OYeH CHIIBI, COXPAHEHHUS 3J0POBbS, MHTEIUICKTYaTbHOTO M
(hHM3MUECcKOro Pa3BUTHS YJICHOB OOIIECTRA.

Obvexmom SKOHOMAYIECKOTO BO3/IEHCTBHS PBHIHKA YCIIYT SBISIFOTCS TOTOBEIE
W3NS, ChIphle MaTepHallbl M CHIIBI TIPUPOBI, pa3HOOOpa3HbIe MOMEHTHI O0IIe-
CTBCHHOTO OBITHSL.

Ocnosnas udes 3akona Petiiu cOCTOUT B TOM, YTO C POCTOM YHMCIIA XKHUTEINCH
ropojia yBEeJIMYUBACTCS YUCIIO MOCTOPOHHUX MOKymHaresei. B kauecTBe MHAMKATO-
pa CWIBI MPUTSHKEHUS PACCMATPUBACTCA TPU 3TOM OOOPOT MECTHOW TOPIOBIIH,
KOTOPBIi IPUHUMACTCS KaK MPOTOPIUOHANBHBIA KOJIMYECTBY HACCICHHUS.

JKusnennwlii yuxn yciayzu MOXKeT OBITh TIPEICTAaBIICH KaK ONpeesieHHas 0-
CIIeZIOBAaTENIFHOCTh CTAIMiA CYIIECTBOBAHMS €0 HA PHIHKE, NMEIOIasl OIpeIeIeH-
HBIE paMKd. J[MHAMWKa KU3HHU YCIYTH IOKa3bIBa€T 00BhEM MpPOJAaX B KaXKAOE OIl-
peneneHHoe BpeMs CYIIeCTBOBAaHHUS CIIpoca Ha HeE.

Cepguchas noaumuka OXBaTbIBAET CUCTEMY JICHCTBHIA W PENICHHUM, CBSI3aH-
HBIX ¢ ((OPMHPOBAHHUEM Y MTOTPEOUTENS YOKICHUS, YTO C MMOKYITKOW KOHKPETHOTO
U3JICTTUS WM KOMILIEKCA OH FapaHTHPYET ceOe Ha/Ie)KHOE ero MCIOIb30BaHHE, TaK
Kak eMy OyAyT MPeIOCTaBICHBI HECOOXOIUMBIC CEPBUCHEIC YCITYTH.

Ipeonpooasichwiii cepsuc CBSI3aH C MOATOTOBKON MU3JCIUS IS MIPEICTABIIC-
HUS TOTCHIMAIBHOMY WIH peallbHOMY IMOKymatento. [IpennponakHblii cepBUC
Bceraa OecIIaTeH.

IHocnenpooasicuviii cepsuc mpennoaaracT 00CIyKUBaHUE TOBapa MOCIE ero
npoaaxu. [locnenponaxHbiii cepBUC BCEra IIATHBIH.

Texnuueckoe obcnyscu8anye — 3T0 PaCIINPEHHBIA BapHUAHT ITOCIECIPOAAKHOTO
OOCITy)KMBaHH, BKIIOYAIOMINI COBOKYIHOCTh BCEX SJIEMEHTOB, HEOOXOIMMBIX IUIS
obecrieueHust 3()HEKTHUBHOTO TEXOOCTy>)KUBAHUSI CUCTEMBI 000pPYIOBaHHS B TpHEMIIC-
MBIX 9KOHOMHYECKHX YCJIOBUSX, Ha BCEX YPOBHSX BBIITOJHEHUS PEMOHTHBIX paboT U B
TEYCHHE BCETO TPEIYCMOTPEHHOTO IEPHO/A JKU3HU ITOH CHCTEMBIL.

Tapanmuiinoe obcryscusanite OCYIIECTBISIETCSI B paMKax JIOKYMEHTAIBHOTO T10-
pyunTeNbeTBa (TapaHTH) (GPUPMBEIPOU3BOATENS TOBApa 32 BBIOIHCHUE CIO B rapaH-
THIHBIA CPOK 00S13aTEIIHCTB TI0 00CITY>KUBAHHIO TIOKYIIATENCH, MPHOOPETIINX STOT TOBAp.

Qupmennblil cepsuc MOKHO ONPEIICIUTh KaK CHCTEMY B3aUMOOTHOIICHHUN Me-
JKJIy M3TOTOBHUTENIEM M MOTPEOUTENEM MPOMBIIUICHHON MPOIYKIMH, XapaKTepU3YHO-
IIYIOCS] HEMOCPEACTBECHHBIM yYacTHEM M3TOTOBHUTENS B obecriedeHrr d(PEKTUBHOTO
WCTIOBb30BAaHMS M3JIEIHS Ha MPOTSDKEHUH BCETO JKU3HEHHOTO IMKIA. B ocHOBe 3TOM
CHCTEMBI JIKUT OTBETCTBEHHOCTh W3TOTOBUTENS 32 OpPraHM3AIMIO OOCTY>KHMBAaHHS
BBITYIIEHHOTO UM HM3EIIS B TEYEHHUE BCETO CPOKA CITy>KOBI 3TOTO M3

JKecmkuii cepsuc — 3TO CepBUC, KOTOPHIN BKIIIOYAeT B ceOs BCE YCIYTH,
CBSI3aHHBIE C TIOJJIEP)KaHHEM pPabOTOCIIOCOOHOCTH, OE30TKa3HOCTH W 3aJaHHBIX
napamMeTpoB pabOThI TOBapa.
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Maekuil cepguc BKIIOYAET BeCh KOMIUIEKC MHTEIUICKTYalbHBIX YCIYT, CBS-
3aHHBIX C MHAMBUAYAIH3aLUCH, T.€. ¢ Oosiee 3((EeKTUBHOM dKCIUTyaTalnneil Topapa
B KOHKPETHBIX YCIIOBUSAX PaOOThl y JaHHOTO HOTPEOHUTEIL.

Hon gopmoii obcryscusanus ciaenyer MOHUMATH OINpPENETICHHBIH crocod
IPEeNOCTaBICHUs YCIyr 3aKa3uuky. [IporpeccuBHbIe (HOPMBI 00CITYKHBaHUS TIPH-
3BaHBl NPUOJMKATH YCIIYry K IIOTPEOMTEII0, COKpallias TeM CaMbIM BpeMsl Ha ee
HOJIy4eHHE U CO3l1aBasi MaKCUMaJbHbIe yI00CTBa 171 HETo.

BrIBOABI

IIpexne Bcero, HEOOXOMUMO pa3ACNATh OOBIJICHHOE W HAyYHOE MPEICTaB-
neHue o0 ycimyre. B obuxojie MOHATHE «yCIyra» YIMOTpeOJIeTcs B CaMOM IIIHPO-
KOM CMBICJIC: CIIeNIaTh KOMY-ITHOO TOJIE3HOE, 0Ka3aTh MOMOIIb, IPEAOCTABUTh ObI-
TOBBIE yI00CTBa. UTO KacaeTcsi HAYIHON TPAKTOBKH ITOW KaTETrOpPHUH, TO, MPEXKIE
BCEro, MMEIOT BBHJY €€ KIIIOYCBOC 3HAYCHUE B MCTOJKOBAHUM CYIIHOCTH 00CITY-
JKUBaHMA KaK OOIMIECTBEHHO OPTaHU30BaHHOTO 3KOHOMUYECKOTO TPOoIecca.

Mon ycryeou moHuMaeTcs: rpymia HeMaTepHajbHBIX OJiar, MperocTaBisie-
MBIX B TIpOIlecCe KaKOTO-THOO IEHCTBHA, XapaKTePU3YIOIINXCS HEOCA3aeMOCTHIO,
HEOTIEIMMOCTbIO OT HUCTOYHHKA, HEMOCTOSHCTBOM KauecTBa, HEBO3MOXKHOCTHIO
XpaHEHHS ¥ TPAHCIIOPTHPOBKH.

Yemyru MOryT OBITh KBATU(UITUPOBAHBI ITO0 YETHIPEM KATETOPHSIM:

1) Bo3melicTBHE Ha TENO YeloBeKa — Ocsi3aeMble JIEHCTBUS, HAMpaBIIseMbIC
Ha OpTaHbI MOKYMATEIS;

2) BO3AEHCTBHE Ha MMYIIECTBO YeJIOBEKa — OCSI3aeMbIe NEeCTBUS, HAIIPaB-
JICHHBIC MaTEPHAJIbHBIC AKTUBBI ITOKYIIATEIIS;

3) Bo3meiicTBHE Ha yM UYeJIOBEKa — HEOCs3aeMble ACWCTBU, HAPaBICHHBIC
Ha MBIIUICHUE MTOKYIIATeIs;

4) oOpaboTka mH(pOpMAIK — HEOCs3aeMbIC JCHCTBHS, HANpPABICHHBIC HA
HEOCsA3aeMbIe aKTHUBEI ITOKYTIATENS.

TexHuueckoe 00CITyKHBaHHE SIBISICTCS MCTOYHHKOM 3HAYHMTEIBHBIX MOCTOSH-
HBIX JIOXOZIOB B TEXHOJIOTHYECKH IePeOBBIX OoTpacisax. [1o ypoBHIO MpHOBUIEHOCTH
00CITy>KUBaHHE MOXKET J]aXKe MPEBOCXOUTH TOPTOBIFO CAMUM 00OPYIOBAHUCM.

lapanTtuitHoe 00513aTENBCTBO MPHU3BAHO MTOATBEPIUTD MTOKYIATEIIO YCIOBUS
Ka4eCTBEHHOTO IOCIEIPOJIAYKHOTO OOCITYy)KUBaHUsI MPHOOPETEHHOTO TOBapa CO
CTOPOHBI IPOU3BOIHUTEIIS.

IIpou3BoACTBO WIIM OKa3aHUE YCIYT C JaBHUX BPEMEH COCTABJISUIO CYILECT-
BEHHYIO YacCTh XO3SHCTBCHHOW MEATENBHOCTH 4YEJIOBEKAa W €ro COIHalIbHO-
0OIIeCTBCHHOM X M3HHU. VIMEHHO HaIM4YUE YCIYr KaK COLUATBbHO-OOIIECTBEHHOTO
MHCTUTYTA, KaK ()OPMBI B3aNMOOTHOIICHU JIFOJCH W, HAKOHEI], KaK aKTa I00poit
BOJIU KOHKPETHOT'O YEJIOBCKA SBISCTCA aTPHUOYTOM YEIOBEYECKOTO OOIIeCTBA U
ObITHI. MOXHO yTBEP)KIaTh, YTO MMEHHO YCIYTH OTPaKalOT M BOILIOMIAIOT B cebe
YPOBEHb Pa3BUTHS OOIIECTBA M HE TOJNBKO €0 MPOU3BOIUTCIBHBIX CHII, HO U Y-
XOBHOTO, HPAaBCTBEHHOTO COCTOSHHS.
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KoHTpoabHBIE BONPOCHI

1. MaiiTe onpeneneHUe MOHATHUS «yCITyTa» ¢ TMO3UIMI MOTPEOUTEINS U MPo-
W3BOJUTEIIS.

2. IIpoananu3upyiite neiictBue 3akoHa Peitnu B Bamem peruose (ropoge,
patione).

3. PaccmoTpuTe OCHOBHBIE MpeqpHATHs cephl yCIyr Ballero ropoja Io
CIIEIYIOIINM XapaKTepUCTHKAM: MECTOPACIIONOKECHNE, IPEIOCTaBIsIeMbIe YCIIYTH,
ICHA Ha YCIIyTH, KaTeropust oTpeOnuTeINeH.

4. Onpenennute OCHOBHBIE 3TAIbl KHU3HEHHOTO IHKJIA OCHOBHOHM YCIYTH.
IIpusenure npumep.

5. Onpenenure OCHOBHBIE 3TAIlbl KU3HEHHOTO IUKJIA COIYTCTBYIOIIECH yc-
ayru. [Ipusennte npumep.

6. OxapakTepu3yiTe 2JIEMEHTHI IPEIANPOTAKHOTO CepBHUCa.

7. OxapakTepu3yHTe JIEMEHTBI ITOCIENPOIaXKHOTO CEpBHUCA.

8. Onpenenute OCHOBHBIEC MMPEUMYIIIECTBA PUPMEHHOTO CEpBHUCA.

Tema 5. KYJIBTYPA CEPBUCA U EE COCTABJISIIOIIINE

1. Ilcuxonoruyeckuit aCeKT KyJIbTyphl CEpPBHUCA.

2. DTudeckuil acleKkT KyJIbTypbl CEpBHCA.

3. DCTETHYECKUI acTIeKT KYJIbTYPhI CEPBHCA.

4. ITHHOBaIIMOHHBIH aCHEKT KyJIbTYphl CEPBUCA.

5. MeToanka OIEHKH KyJIbTYPbI CEpBUCA HA TPEIIPHUATHAX CHEPBI yCIyT.

L[€]lb 3anAmus: N3y49UTb OCHOBHBIC KOMIIOHCHTBI KYJIbTYPhI CEPBHUCA, a TaK
K€ MCTOAUKY MX OLCHKU HA NPCANPUATUAX C(l)epbl YCIyT.

OcHOBHBIE TOHATHS H onpeaeJIeHusd

Kynemypa cepsuca — 3T0 cTeneHb COBEPIICHCTBA IpoLecca 00CTyKUBaHHS
HACEJICHUS B IICHXOJIOTHYECKOM, JTHYECKOM, SCTCTHYECKOM, OpPTraHU3aIlOHHO-
TEXHOJIOTUYECKOM U APYTUX aCMEeKTax.

Tcuxonoeuueckuti KOMROHEHM KYIbMYPbl 0OCAYHCUBAHUA — ITO YPOBEHD
Pa3BUTHS ICUXOJIOTUYECKUX 3HAHUHN, HABBIKOB U YMCHUI PaOOTHUKOB CepBHUCA IS
ydeTa MHIUBUAYAJIBHO — ICHXOJOTHYECKINX OCOOCHHOCTEH KIMEHTOB C IEJBIO BBI-
0opa HamTy4IleH TAKTUKA UX 00CITYKUBAHUS.

Tcuxonozus cepsuca — 31O CTICTIHAIIGHAS OTPACIH TICUXOJIOTMYECKON HAyKH, H3Y-
YaroIasi 0COOCHHOCTH U POJTb TICUXUYECKHX SIBJICHUH B 0OCITY)KHBAFOLICH JCSTeIEHOCTH
PabOTHHUKOB KOHTAaKTHOM 30HBI X TOTPEOUTENBCKOI IEITENFHOCTH KIMEHTOB.

Omuueckutl KOMNOHEHM KYIbmypbl CePEUCHO20 OOCIYHCUBAHUSL — ITO YPO-
BEHb DTHYECKHUX 3HAHWH, MOPAIBHBIX IPUHIMIIOB, HPABCTBEHHBIX HABBIKOB, IPO-
SIBIISTIOIIHUXCS B JICSITEIBHOCTA PAOOTHHKOB CEPBUCA MPU 0OCIYKHUBAHUU KIIUCHTOB.
OTtudeckas KyJlbTypa CepBHCAa HAXOIHT KOHKPETHOE BBHIPAXCHHE B aKTHBHOM BO-
TUTOIIEHUH [IEHHOCTEH MOPAIX M ATHKH BO B3aHMOOTHOIIECHHUSIX PAOOTHUKOB TIPEN-
MPUTHI CepBHUCa C KIIMEHTaMHU.
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Dememuueckuti KOMROHEHM KYJIbMYpbl 00CIYICUBAHUSL — ITO YPOBEHb pa3-
BUTHSI ¥ MCIIOJIb30BAHUS ICTCTHUCCKUX LIECHHOCTECH PabOTHUKAMH CEpPBHCA B IMPO-
Hecce JAeSTeNIbHOCTH 10 00CITYKMBaHHIO KJIMEHTOB.

Texnuueckas 3cmemuxa — 3TO HayKa, 3aHUMAIONIASICS U3YYCHUCM TCXHHYEC-
CKHUX M 3CTETUYECKUX MPOOJIEM CO3JaHusI FTAPMOHUYHON TIPEIMETHOM Cpe/Ibl.

Jluzaiin — 3TO TBOpYECKasl ICATCILHOCTh, HATIPABICHHAS Ha (OPMHUPOBAHHE
U yIOpsI0YMBAHUE TIPEIMETHON CPEbl C LEIbI0 JOCTHKEHHS SMHCTBA ee (PyHK-
[UOHAIBHBIX W ICTCTUYCCKUX ACIIEKTOB.

Omukem — 3TO COBOKYIIHOCTh IMPAaBHJ IIOBEJICHHUS, XapaKTePH3YIOIIUX
BHEIITHEE MPOSBICHUAC OTHOIICHUS K JIFOJISIM.

Mon opeanuzayuoHHO-mexHoL02UeCKol KYIbMypol cepeucd TMOHUMAESTCS
CTEICHb YIOPSI0YCHHOCTH MpoIecca 00CTyKUBAHUS KIIMCHTOB.

Hnnosayuonnwlii KOMROHEHM KYIbIMYPbl CEPEUCA — 3TO YPOBEHb PAa3BUTHUS U
UCIIOJIb30BaHUsI MHHOBAIUI B MpoOIecce 00CTYKIUBAHUS.

Hoeas ycnyea — 310 Ta, KOTOpast BIEPBbIE MOSBUIIACH B IJAHHON MECTHOCTH H TIO
CBOHM XapaKTEPUCTHKAM IPEBOCXO/IHT JAPYIUAC YCIYTH aHAJIOTHYHOTO HA3HAYCHHSL.

Tlon ghopmoui obcayscusanus cieayer MOHUMATH OMPEIEICHHBIN CIOco0
MPEJOCTABICHUS YCIYT 3aKa34HKY.

BrIBOABI

JlJis MOHMMaHWS TOBEICHUS YEJIOBEKAa, BBICTYMAIOIICTO B POJM KIIHCHTA,
pabOTHHKY CepBHCA HYKHO 3HATh HE TOJBKO MPUHIIMIIBI OOILEH MCUXOJIOTHH, HO U
3HATh M, YTO BEChbMa BAXKHO, YMEIIO MPHUMCHITh HA MPAKTHKE MCUXOJIOTUYCCKUE
MIPUHIIMITEI TIpotiecca 00CTyKUBAHUS TIOTPEOUTEISI.

IIpodeccronanbHas dTHKA TpeciaeayeT neiab cPopMUPOBaTh Y paOOTHHKOB
MOHSATHE CBOETO MPO(ECCHOHANBHOTO J0Jra U YECTH, IIPUBUTH HABBIKUA KYJIBTYPBI
00I1IeHNs1, KaK C KITUEHTaMH, TaK U CO CBOMMH KOJUIETaMH.

B octpoii KOHKYypeHTHO# OOpbOE Ha PBHIHKE YCIyr MOOCIUT MMEHHO TO
OpeAnpusITHE, HA KOTOPOM CO3JIaHbl BCE HEOOXOMUMBIC YCIOBHS JUIS BBICOKOW
KYJIBTYPBI O0CITY>KUBAHHUSL.

KynbTypy 00ciayKMBaHuUs MO MPaBy MOXKHO OTHECTU K BaKHEHIIUM KpUTeE-
pHUSM IEATETBHOCTH JIFO00TO Hpeanpustus. IMeHHO ypOBEHb OOCITY>KUBAHHSI OII-
pelersieT CTeneHb BbDKUBAEMOCTH (DUPMBI B YCIIOBHSAX pbIHKA. [l03TOMY Jt06OMY
CEPBUCHOMY TIPEATIPUATUIO HEOOXOIMMO HAYYHTHCS Oojiece 3PPEKTHBHO UCIIONb-
30BaTh YKOHOMHUYECKHE, OPTraHU3aIMOHHbIE M MPABOBBIC PhIYard BO3/CHCTBUS Ha
nporecc (GopMupoBaHus, 0OECICUCHUS U MOICPKAHUS HEOOXOIUMOTO YPOBHS
KauyecTBa HAa BCEX CTAMAX JKU3HEHHOTO IMKJIA yciayrud. Takke BaKHO H3Yy4HTh
Ka4eCTBO OOCIYKHMBAaHHUS C TOYKH 3PCHHS KIMCHTA, TAK KAK UMCHHO OH SIBJISICTCS
OCHOBHBIM TOTPEOUTENEM YCIIyTH M AT el OLEHKY, OT KOTOPO# 3aBUCHUT Hajib-
Helimee (YHKIIMOHUPOBAHUE MPEIIPUATHUS B LIETIOM.

PykoBOJCTBO M nepcoHan GUPMbI TOJDKHBI IOHUMATh, YTO COOJIIO/ICHHE Ta-
KHX TOKa3aTejei Kak KylIbTypa OOLICHHWS, KYJIbTypa pedd, MU3aiiH MOMEIICHUS,
UMUK PaOOTHHKA, COOTIOICHUE ITUYECKUX HOPM SIBIISICTCS] BXKHEHIIIMM 3aJ]I0TOM
YCIEIIHOTO (PYHKIIHOHUPOBAHUS TPEATIPUITUS CEPBUCA U TYPU3MA.
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KoHTpoabHBIE BONPOCHI

1. JlaiiTe onpeneneHne MOHATUIO «KYJIbTypa CEpBHCA.

2. PackpoiiTe MeTOINKY OIIEHKH YPOBHS KYJIbTYPHI CEpBHCA.

3. OnpenenuTe CYyITHOCTh MHHOBAITMOHHOTO aCTIEKTa KYJIBTYPHI CEPBUCHOTO
00CTy)KUBaHUS.

4. OxapakTepu3yiTe mporpeccuBHbIE (POPMBI OOCITY)KUBAHHUS.

5. OnpezenuTe CyIIHOCTh NCHXOJIOTHYECKOTO aCMEKTa KyJIbTYphl CEPBHCA.

6. PackpoliTe IICMXO0JIOTHIO TpoLiecca 00CITyKUBaHKS IIPU COBEPIICHUHN 3aKa3a.

7. OxapakTepu3yiTe Tanbl COBEPILCHNUS 3aKa3a KINEHTOM.

8. OnpezenuTe CyIHOCTh ITHYECKOT0 acleKTa KyJIbTyphl CepBHUCA.

9. Packpoiite TpeOoBaHMA K NPO(eCCHOHAILHOMY IOBEJICHUIO PaOOTHHKA
KOHTaKTHOU 30HBI.

10. Ompenenute CynTHOCTh CTETHYECKOTO aCIeKTa KyJIbTyphI CepBHUCa.

11. Onpenenure 3cTeTHYECKHE TPeOOBaHUS K MHTEPbEPY MPEATIPUSITHI CepBHUCA.

Tema 6. OBECIIEYEHUE KAYECTBA
CEPBUCHOMU JEATEJBHOCTH

1. Hennocts yciryru. Mojenb LIEHHOCTH YCIIYTH.
2. OnpezeneHue MOHATHUS «KA4e€CTBO YCIYTH.
3. Mogenb kauecTBa yCIyTH.

4. Kputepuu OlleHKH Ka4ecTBa 00CTyKHBaHUSI.

Lenv 3anAmMuA: U3y9UTh IPHYUHBI U (PAKTOPHI KAYECTBEHHOTO OOCITy>KHBa-
HUS, IPOAHATIN3HUPOBATH COBPEMEHHBIE METO/IBI OIIEHKH Ka4eCTBa 00CTy)KHBaHUSI.

OcHoOBHBbIE IOHSTHS U onpeaeJaeHusd

L]enrocms — 3T0 CIOCOOHOCTH TOBapa MITH YCIIYTH YIOBIECTBOPUTH MOTPEOHOCTH
WITH 00€CIIeUNTh MOKYTIATels BBITOA0H. L{eHHOCTD YCIIyTH CKJIaIBIBACTCSI M3 CIICTYIOIINX
KOMIIOHEHTOB: BOCIIPHHUMAEMOE KaueCTBO, BHYTPEHHHE NPUCYILHE MPU3HAKY, BHEIITHUE
MPU3HAKH, 1I€HAa B CTOUMOCTHOM BBIPa)KEHUH, HEJICHE)KHASI LICHA, BPEMSL.

Kauecmso — 3T0 XapaKTepuCTHKa, ONpeessionias CIOCOOHOCTh TOBapa
WIH YCIYTH yIOBICTBOPHUTH MOTPEOHOCTh WM 00CCIICYHUTh TOKYIATEIS BBITOJIOM.

YpoBHU KauecTBa 00CITYKUBAHUS:

1. Kpumunanvrnoe kauecmeo — KadeCTBO, 3aCTaBIIONIEe KIMEHTa TPeOo-
BaTh KAJIIOOHYIO KHUTY, H HABEPHSIKA OTTOJKHET €ro OT MOBTOPHOTO 0OpameHuSI.

2. Hopmamusnoe xkauecmeo — MAHAMAIBHBIN YPOBEHb OOCITYKUBAHWST, OTIPEIe-
JISIETCSI OTPACIIEBBIMU HOPMATHBAMH M 3aKOHaMH OOIIIECTBA, B KOTOPOM BBI JKHBETE.

3. Qupmennoe kavecmso — YpOBEHb OOCITY)KUBAaHU, KOTOPHIN JeKIapupy-
eTcs GUPMOI M KOTOPBIN KIIMEHT OKUAAET IOIYYUTh B COOTBETCTBUH CO CBOMMH
MPEJICTABICHUSAMU O KYJIbType B 3TOW (hupme. B yCIOBHSIX HKECTKON KOHKYPECHIIUU
(bupMeHHOE Ka4eCTBO HEPEKO MPEBHIILIACT HOPMATUBHOE.
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4. Obcnyscueanue dKCmMpa-Kiacca — KadecTBO OOCIYKHMBAaHHS, JTOCTHIKH-
MO€ Ha OCHOBE BCEW KOPHOPATHBHOW KYJbTYphl pupMbl. KITeHT mpu 3TOM T0JTY-
4aeT IepCOHAIBHOE 00CITy)KUBaHHE, TIPEBOCXOISINEE €TI0 OKHIIAHS.

Ipadayus xauvecmeéa — KaTeropws WIN Pa3psid, MPHCBOCHHBIE OOBEKTaM,
MMEIOIIIM OJWHAKOBOE (DYHKIIMOHAIBHOE NMPUMEHEHNE, HO pa3indyHble TpeOoBa-
HUS K Ka4eCTBY.

BrIBOABI

IIpennarast yciiyru BbICOKOTO KadyecTBa, JaKe 3a CUET M3ACPKEK, MHOTHE
MPEeANPUATHS] UHYCTPUU TOCTENPUUMCTBA MOJY4YalOT YCTOMYMBOE KOHKYPEHTHOE
MPEUMYIIECTBO 33 CUCT yBEIMYCHHs yCIyr. [IpUBEpKEHHOCTh MOTpeOUTENEH —
9TO, HABEPHOE, CAMBIH JIYUIINI MTOKa3aTeb KauecTBa, KOTOPBIA OTpa)kaeT Crioco0-
HOCTB OpTaHHU3AlNHN YIACP)KUBATh CBOMX NOTPEOUTEICH.

B ocHoBanmm Mopnenu obOecredeHHs KaueCTBEHHOTO OOCITy)XHBaHUS Ha
NPENPUATHAX MHIYCTPUH TOCTETIIPHIMCTBA JIEKUT HaOOp pa3phsiBOB. B cooTBeT-
CTBHH C MOJENbBI0, Ka9eCTBO YCIYTH, C TOYKH 3PCHHS IOTPEOWTENs, 3aBUCHT OT
BEJIMYMHBI U HAIMIPABICHHUS Pa3pblBa MEKAY OKHIAHUAMH IMOTpeduTens 00 ycmyre
Y BOCIIPUSITUEM YCIIYTH MOCIIE €€ MOTyYeHUSI.

KoHTpoabHBIE BONPOCHI

1. KpaTko onummre MoJenb LIEHHOCTH yCIyTH.

2. Yro siBnsieTcst LEHHOCTHIO B yciyre? [louemy 310 cyObeKTHBHOE TOHATHE?

3. OOBsICHUTE, KaKyI0 POJIb UTPACT BpEMs B CO3aHUN IIEHHOCTH yCIyT?

4. YKaxuTe MPUYMHBI HEOOXOJMMOCTH KaueCTBEHHOTO CEpBHCA Ha IIPE-
HpUATUAX chepsl ycIyT.

5. OnummTe OCHOBHBIE KPUTEPUH KAa4eCTBA YCIIYT.

6. OnmmuTe MOIeTh KauecTBa YOIy (MOJIEh PACXOXKICHUN).

7. IlouemMy Ba)XHO BOCCTAHOBJIEHHE YCJIYT M KaK OpraHU3alusl MOXKET IOJ-
TOTOBHUTHCS K HEyayaM B ITPEAOCTABICHUN YCIyr?

8. [Touemy opraHuzaiust JOJDKHA TapaHTUPOBATH CBOIO yCIyry?

9. Onmimre kputepun 3GHEKTHUBHBIX TAPAHTHH YCIIYTH.

Tema 7. C1YKBA CEPBUCA U EE ®YHKIIUU

1. CepBucHast OpraHu3anusi Kak CHcTeMa.
2. OcHOBHBIE (hOPMBI OPTAaHN3ANNN CEPBUCHOTO OOCITYKUBAHUSI.
3. DTamnbl CTaHOBJICHHS CITYKOBI CEpBHCA.

Lenv 3anamus: N3y9UTh CEPBUCHYIO OPTaHHM3aLMUIO KaK CHCTEMY, IpOaHa-
JU3UPOBATH OCHOBHEIC (DOPMBI OPTaHU3AIMH CEPBUCHOTO O0CITYKUBAHHS.
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OcHOBHBIE TIOHATHS H onpeaeJIeHus

Cucmema — 3TO KOMIUIEKC B3aUMOCBS3aHHBIX KOMIIOHEHTOB, HMEIOIINX OII-
pEeIeNeHHYIO CBSI3b C BHEIIHEW CpPelod W SIBISIOMIMXCA TMOACHUCTEMOM CHCTEMBI
0oJee BHICOKOTO YPOBHS.

«Bvix00» cucmemer yripaBneHHUsI CEPBUCHBIM TNPEINPUATHEM — BBIITyCKae-
Masi CEpBUCHBIM TIPENIIPUATHEM yciyra. [ maBHOE TpeOoBaHME K «BBIXOIy» — obec-
MCYCHUE KOHKYPEHTOCIIOCOOHOCTH TOBAPOB HA PHIHKE M AOCTIIKCHHE 32 CUET ITO-
T0 IPUOBUTEHOCTH (PYHKIIMOHUPOBAHUS PEATIPUSITHS.

K «6x00y» cucmemvi ynpaBieHus CEPBUCHBIM MPEANIPUSITHEM OTHOCHTCS BCe,
YTO MOJyYaeT KOMIAHHUS JUIs IIPOM3BOJICTBA YCIIYT: CBIPHE, MATCPHANBI, KOMILICKTYO-
IME U3JICITHSL, DHEPTUsl, HHPOpMALHsl, HOBOE 000PYI0BaHUE, KAIPbI, TOKYMCHTBI.

K xomnonenmam «obpammnoii ceszuy cucmemvl yIpaBIeHHUs CEPBUCHBIM TIPe.I-
TPUSITHEM OTHOCSITCSI TPEOOBAHUSI, PEKIaMaliy KIMEHTOB, BO3HUKIINE B CBS3HU C He-
YIIOBJIETBOPHUTEIHHBIM Ka4eCTBOM TOBAapOB, MHHOBAIIMAMH U JPYTUMH (aKTOpaMH.

K xomnonenmam enewneii cpedsbi CEpBHCHOTO TPEAIIPUATHS OTHOCATCS
Makpocperna, HHPPACTPYKTypa U MHUKPOCpEa, OKa3bIBAIOIINE MPSMOE WIH KOC-
BEHHOE BIIMSIHHE Ha KOHKYPEHTOCIIOCOOHOCTH, d()D(PEKTUBHOCTh M YCTOWYHUBOCTH
PpaboThl KOMITAHHH.

Ioocucmema OCHOBHO2O NPOU3BOOCMBEHHO20 NPOYECCa OOCTYHCUBAHUSA
BKITIOYAET B ce0s:

— TPOIIECC MPEAOCTABICHUS YCIYT JIMOO B IMPUCYTCTBHU TOTPEOUTEIIS, JIU-
00 B €ro OTCYTCTBHUE, JIMOO C BBIC3IOM Pa0OTHHKA Ha MECTO OOCIYXKMBAaHHUS BHE
MPEIIPUATHS,

— TPOOYKIMIO B BHUIE BEIICH, TOBAPOB, YCIYT, KOTOPBIE PEMOHTHPYIOTCS,
MIPOAAOTCS, M3TOTABIMBAIOTCS, a TAK)KE COMYTCTBYIOIINX TOBAPOB;

— o0opynoBaHUe, HHCTPYMEHT, BCIIOMOTAaTEIbHBIE MAaTEPHAIBI U JIP.;

— MaTepHabl, SHEPTHIO, CHIPHE.

BrIBOABI

OpraHu3anuio, TPOU3BOJSIIYI0 YCIYTH, MOXKHO YCIOBHO Pa3lClIUTh HA JBE
YaCcTH — BHIUMYIO U HCBHIUMYIO TOTpEOUTENICM, IPUYEM HEBHIMMAs YaCTh OKa3bl-
BacT BO3JCICTBHE HA BHIMMYK. BUIuMasi 9acTh COCTOUT M3 JBYX KOMIIOHCHTOB —
«OJIyIICBICHHOT0» (MIPEJCTABICHHOTO MEPCOHATIOM) M «HEOYIICBICHHOTOY» ((hu3u-
YECKOT'0 OKPY)KEHUsI, B KOTOPOM TIpe/iaraeTcsi yciyra).

W3meHeHus B mpoliecce MPeAOCTaBICHHS YCIYTH BBI3BIBAIOT U3MEHEHHUS B
MOBE/ICHUU TOTPEOHTENei, C OJHOW CTOPOHBI, & M3MEHEHHs] B IMPEANOYTCHHUSIX
KJIMEHTOB BBI3bIBAIOT M3MEHEHHS B [IPOLIECCE IPOU3BOJICTBA YCIYTH C IPYrou.

Cucrema 00CIy)KHBaHHS BKIIIOYACT TPU MEPECEKAIOIINE MOJCUCTEMBI: cep-
sucHvie onepayuu (Tiporiecc, B X0ae KOTOPOro o0pabaThIBalOTCS BBOAMMBIE (hak-
TOPBI W CO3JAIOTCSl DJIEMEHTHI CEPBHCHOIO NPOJYKTA); npedocmasienue yciyau
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(mporiecc, B X0/1e KOTOPOTO MIPOU3BOAUTCS OKOHYATEIbHAS COOPKA BCEX DIICMCHTOB
CEPBHCHOTO TPOIYKTa, M yCIyra MPeNOCTaBIIETCS TMOTPEOUTENIO) U MaApKemune
yeaye (KOTOPBIA OXBAaTHIBAE€T BCE KOHTAKTHl KOMIIAHUH C KIIMEHTOM, BKITIOYAst peK-
JlaMy, BEICTABJICHHBIE CUETA 32 YCIYTy M MapKETHHTOBBIC UCCIICTOBAHMS).

KOHTpOJ’[LHble BOIIPOCHI

1. Onpenenute CyIIHOCTh CEPBUCHON OpraHU3aluU KaK CHCTEMEI.

2. OxapakTepu3yiTe BHEIIHIEC KOMIIOHEHTHI CUCTEMBI yIIPABICHHS CEPBUC-
HBIM TIPEATIPUATUCM.

3. Onpenenure 0COOCHHOCTH aHaU3a «BBIX0J1a» KaK KOMIIOHCHTA CHCTEMbI
YIPaBJICHUS CEPBUCHBIM MPETIPUITHEM.

4. Ompenennte 0COOCHHOCTH aHAN3a «BXO0J1a» KaK KOMIIOHEHTa CHCTEMBI
YIpaBICHUS CEPBUCHBIM NPEIATPUATHEM.

5. OxapakTepHu3yliTe OCHOBHBIE AJIEMEHTHI «BHEUTHEH Cpelbl» KaK KOMIIO-
HEHTa CHCTEMBI YIIPABIICHHS CEPBUCHBIM IPEAIIPUATHEM.

6. OnuImTe OCHOBHBIE OPraHU3aAMOHHBIE (POPMBI CEPBUCHOTO OOCITY)KHBaHHSI.

7. Onpenenute OCHOBHBIC ATAITBI CTAHOBJICHUS CIYKOBI CEpBHCa.

Tema 8. TEXHOJIOTMH PASPABOTKH
N CO3JJAHUA YCIYT

1. [TpuarHBI HEOOXOIUMOCTH Pa3pabOTKU YCIIYT.

2. CX0acTBa U pa3iuyus B pa3pabOTKe TOBAPOB U YCIYT.
3. MeTonbI IPOSKTHPOBAHUS YCIIYT.

4. TlpuHIUIBI Pa3pabOTKH YCIIyT.

5. Mopens co3nanus M pa3padoTKU yCIyTH.

Lenv 3anamus: M3y9UTh OCHOBHBIE ATAITBl pa3pabOTKH W CO3MAaHUS YCIYT,
OTIpEeNIeNUTh IPUYNHBI HEOOXOTUMOCTH CO3IaHMUS HOBOH YCIYTH.

OcHOBHBIE TIOHATHS H onpeaeJIeHus

Paspabomra ycnyeu BKIIOYAaeT CO3MaHUE KOHICHIWU OOCTYXXHBAaHUS H
MPOCKTHPOBAHUE CHUCTEMBI, KOTOpas OyIeT MOCTaBIATH YCIYry MOTPEOUTEISIM.
O0e COCTaBIAIOIIKE SBIISIOTCS PE3yJIbTATOM JBOJIOIMOHHOTO MPOLECCa, T. €. OHU
Pa3BUBAIOTCS W M3MEHSIOTCS B TIPOIIECCE Pa3pabOTKH.

Inasnas npuyuna 0aa pazpabomku u co30anus HOBOU ycay2u — 3TO CTPEM-
JICHHE YJIOBJICTBOPUTH HOBBIC M U3MEHSIOIIHUECS MMOTPEOHOCTH MTOTPEOUTEIICH.

3uauumenvhvle HOB086€OEHUs. — ITO YCIIYTH «HOBBIE BO BCEM MHPE», PHIHKU
KOTOPBIX €Ille TOYHO HE ONpENeNeHBl M HE UMEIOT pa3MepoB. OHH BKIIFOYAIOT BBI-
COKYIO CTCIICHb HCOTIPEICIICHHOCTH U PUCKA.
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Ocgoenue 1060U NPOOYKYUuU 018 Yoice CYuecmsyloue2o poika ycaye. Ita
KaTeropusi BKIIFOYACT HOBBIC YCIYTH JJIS YK€ CYIICCTBYIONIUX MOTPeOUTENeH, KO-
TOpBIE paHbIIe CEPBUCHON (PUPMOI HE Tpe Tarairch.

Pacwupenue nomenxiamypsi npooykma — 3T0 100aBICHHS K CYIIECTBYIO-
el JINHUH 00CITy)KHBaHUS YCIIYT, KOTOPBIC YBEIHINBAIOT TEKYIIIEe MPEIOKEHHUE.

Vaywwenue npooykma coctout U3 M3MEHEHHs OIPENCIICHHBIX XapaKTepH-
CTHK YCIYTH IJISL TOTO, YTOOBI 00ECTIEYNTh MOTPEOUTEINAM JIydlliee KadecTBO FIIH
YBEJIMYCHHYIO ICHHOCTD YCIIYTH.

Peszynomam paspabomku yciyz — 3TO KOHIETIHS W OIHCAHWE Iporiecca
peaM3aum 3TOH KOHICIIIHY.

Cxo0cmea MeXIy TOBapaMH M YCIIyTaMH 3aKJIIOYaIOTCS B TOM, YTO:

BO-TICPBBIX, OHU pPa3padaTBHIBAIOTCS JJIsl TOTO, YTOOBI YJOBICTBOPHUTH IO-
TPeOHOCTH MMOTPEOUTEIIS;

BO-BTOPBIX, 3TO TPOIYKT YEIOBEUCCKOMN IEATCIHHOCTH;

B-TPETHUX, OTPEOUTENH peAKO TPeOyIOT CO3MaHMs ONPEaeIEHHOTO ToBapa
WIH YCITYTH.

Pasznuuus Mexmy ToBapaMH U YCIIyTaMH 3aKII0YalOTCS B TOM, 9TO:

1) u3roToBieHKEe TOBapa TpedyeT MHOTUX pecypcoB. IIpu co3nanuu ycmyru
PEIKO UCIOJIB3YETCs ChIPEE;

2) pe3yibTaT pa3pabOTKH TOBapa — 3TO HA0OP CTAaHAAPTOB U TEXHHYCCKUX
ycnoBuid. Pe3ynbraT pa3paboTKu yCIIyT — 3TO KOHIEMIIHS 00CTYKUBAHUS U OIIHCA-
HUE MPOIECCa PeaTn3alui 3TOW KOHIICIIIHIH;

3) OTKJIOHEHUS OT CTAaHAAPTOB, MPUBEJET K U3TOTOBJICHHUIO OPaKOBAaHHOTO, a
MHOTIA JaKe ¥ OMACHOTO ToBapa. Pa3paboTka yciayr MOKET CO3/laBaTh CTAaHIAPTHI,
HO OOBIYHO MX OYEHb Majo, a OTKJIOHEHHS OT STHX CTaHIApTOB HE 00S3aTENBHO
JIENIAIOT YCIIYTY «OpaKOBaHHOM;

4) xorga pa3paboTKa ToBapa 3aKOHUEHA, €€ HEJIETKO M3MEHHTh, TaK Kak
MIPOU3BOJICTBY MIPHUACTCS MPOBECTH €IIe Pa3 TOYHO TAKYIO )K€ Pa3pabOTKy I BCeX
cocraBisronmx. Pa3paboTka ycinyru, HalpoTUB, — 3TO HE CTATWYECCKHI MPOLECC,
BO3MOKHa MOAWM(UKAIUSA M aJanTanus B IpOIecce BBHIIIOTHEHHUs, Ooee TOro —
MHOTZIA 3TO Ja)Ke HEO0OXOAMMO Ui YIOBJICTBOPCHHS Pa3sHOOOPA3HBIX MOTPEOHO-
cTelt moTpeduTeneii;

5) U3MCHEHHE Ju3aifHa YCIIYTH HE BICUET 3a COOOM CTONBKO 3aTPaT, KaK MpH
HM3MEHEHHUHU TIPOCKTHPOBAHUS TOBapa.

Komnnexcrhulii nodxo0 pa3paboOTKU yCIYTH TPEANONAracT KOMaHIHYIO pa-
6oty ¢ nepecekarommuMucs GyHKuAMA. OTHO U3 TIABHBIX €r0 MPEUMYIIECTB CO-
CTOUT B TOM, YTO BCE (PYHKI[UH MPEICTABICHBI B IPOCKTHOM IPYIIIE U UX NpPEACTa-
BUTEIIN B3aNMOACHUCTBYIOT APYT C APYTOM.

Haoeoicnoe npoexmuposanue — 3ToT METO/I IPEIIONIATAET CO3/IaHUE TaKOTO
MPOJYKTa, HA pabOTy KOTOPOTO HE BJIMAET HeOIarompusTHas 0OCTaHOBKA OKpY-
JKAFOIIEH CPeJibl, BBIXOAIIAS 32 PAMKH HOPMAIBHBIX OIICPAIlHOHHBIX YCIOBHUH.

Poxa-Yoke, unu memoow: omkazoycmotiyusocmu — 3T0 yCTPOWCTBA U TIPOLIESITY-
PBL, KOTOPBIC CUTHAJM3UPYIOT O TOM, KaKHe MOTYT OBITh clieNiaHbl ommuoOku. [Ipey-
npeanTeNbHbI curHan Poka-Yoke yka3pIiBaeT Ha CyIIECTBOBaHHE MPOOJIEMBI, & KOH-
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TposibHas cuctema Poka-Yoke ocTaHaBIMBaeT MPOU3BOCTBO TPH TIOSIBIICHUH OITHOKH
Y 3aCTaBILICT ONEPATOPa MCIPABUTH €€ MPEIKJIC, UM TIPOIOIDKUTE PadoTYy.

Yepmenic yciyeu — 310 M300paKeHUE CUCTEMBI 1 IIPOLIECCOB 00CITY KUBAHHSL.

DYHKYUOHATLHO-CIMOUMOCIMHOU aHAIU3, TAKKE HAa3bIBAGMbI METOJIOM paspa-
OOTKM MaKCHMAaJbHO YKOHOMHYHBIX H3JCINIA — 3TO CHUCTEMATHYECKUH TOIXOM s
omnpeeneHus GyHKIMA TOBapa WK YCIIYTH; OH ONPEACISACT [ICHHOCTh COCTABIISFOIINX
TOBapa WM YCIYTH M CTPEMUTCS 00eCHeunTh (YHKIMIO MM BBITOAY C HAUMEHBIIE
BO3MOYKHBIMH 3aTPAaTaMH, HE CHIDKAs TIPU ITOM Ka4eCTBa WITU [ICHHOCTH.

Benumaprune — 3T0 OAXO/ K yCTAHOBKE LGSt U CTAHAAPTOB IS YITydllie-
HUS TOBApOB, JCTAJICH MIIM TpoIeccoB. [IPOMCXOMUT MOUCK JYYIINX UACH B IIO-
OBbIX OTpacisiX JJIsl TOro, YTOObI UX HMCIOJIB30BATh B KAYeCTBE MCTOYHUKA 3HAHHUN
JUTSL yIYYIICHUS IPOIIECCOB Ha CBOEM TPEATIPUATHU.

BoiBoabl

ToTpebuTenu MOKYMAOT He TOBAPBI MM YCIYTH — OHH TTOKYTIAIOT PEILICHHUE CBO-
UX 1po0JIeM, YIOBJIETBOPSIIOT CBOM MOTPEOHOCTH I TOYHaloT YoBosbeTBHE. Criento-
BATENIBHO, CEPBHCHAs OPTraHM3allisi CO3/ACT LIEHHOCTb, CO3/aBasi PEIICHHs MpolIieM,
YIOBJICTBOPEHNE WM BHITOJIBI TSt oTpebuTeneid. [Iporecc, KOTopslil Bce 3T0 pon3Bo-
JTAT, HAa3bIBaeTCs yCITyrod. YToObI TOCTHYL CBOMX IIeJIeH, 00CITy)KUBaHUE JIOJDKHO OBITH
XOpOILIO TPOJYMAHHBIM M CIUVIAHUPOBAHHBIM MPOIECCOM. JIpYyruMu ClOBamME, OHO
JIOJDKHO OBITH pa3paboTaHo, a HEe OCTABJICHO Ha BOJIIO CiTydas. Pa3paboTka Takxke oTpa-
JKAaeTCsl Ha 3aTparax, KAueCTBE M UMHUIDKE KaK YCIYTH, TaK 1 KOMIIAHUH.

Ku3HecnocoOHOCTh U KOHKYPEHTOCIIOCOOHOCTh CEPBHCHOM OpraHm3aluu
YacTO 3aBUCHUT OT TOTO, HACKOJBKO XOPOIIO OHA YJIOBWJIA M3MECHEHHS B MOTPEOHO-
CTSIX U MOSIBJICHUE HOBBIX MOTPEOUTENICH U HACKOJIBKO XOPOIIO OHa CMOTJIA Y/IOB-
JIETBOPHUTH UX CO3[AHUEM HOBBIX YCIYT HIIH YJIYYIICHUSIMH CYIIECTBYIOLIUX YCIYT.

Juddepennuariust — 370 INIaBHOE ABIDKYIICE CPEACTBO KOHKypeHuu. Op-
raHu3anms MoxeT TuddepeHrpoBaTh CBOM YCIYyTH HA OCHOBE Pa3JIMYHbIX BHITO/,
BKIIIOYasi CTOMMOCTh, HAJIC’KHOCTh, YHUKAJIBHOCTh BBITOJ, CKOPOCTbh, MEPCOHUDU-
KaIMI0 YCIYTH, YAOOCTBO, JOCTYITHOCTh, TPECTIX HIU dPGHEKT TOITOBEIHOCTH.
VYenyry HeoOXOAMMO HIICATEHO MO3UIIMOHUPOBATH, YTOOBI CO3/IaTh € YHHKAIBLHOE
MECTO B IJ1a3aX MOTpeOHTENeil OTHOCUTENBHO YCIyT KOHKYPEHTOB.

KOHTpOJ’[LHble BOIIPOCHI

1. OxapakTepu3yiiTe OCHOBHBIE KaTETOPUN HOBOU yCITyTH.

2. OnpeenuTe NpUYHHBI HEOOXOIMMOCTH Pa3paOOTKH M CO3AHMS HOBBIX YCIIYT.

3. OnuimTe OCHOBHBIC CTaIUU CO3MAHUS U Pa3pabOTKU YCIIyTH.

4. Onpenenure 0COOCHHOCTh TEXHOJIOTUU KOMIUIEKCHOTO MPOCKTHPOBAHUS
YCIIyTH.

5. OxapakTepu3ylnTe OCHOBHBIE HHCTPYMEHTHI HaJIe)KHOTO MTPOEKTHPOBAHMUS
YCITyTH.

6. [Ipoananm3upynTe OCHOBHBIC IPUHIIUAITEI Pa3pabOTKH YCIIyTH.
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Tema 9. UHAUBUAYAJIBHOE OBCJIYKUBAHUE -
KAK CAMOCTOATEJBHBIU BUJ ITPO®ECCUOHAJIBHOU
AEATEJIBHOCTH B COEPE YCJIIYI

1. KoMMyHHKaIHOHHBIE OCOOCHHOCTH HHAMBUAYaIbHOTO 00CTYKUBAHHUS.
2. TUNoBbIe XapaKTEPUCTUKHU MPOJIABIIOB U KIIUCHTOB.
3. Drambl nporecca HHARBUIYATLHOTO 00CTYKUBAHUS.

L[€]lb 3aHaAmus: N3y4nTh 0COOCHHOCTH VHANBUAYAJIbHOTO O6CJ'Iy)KI/IBaHI/I}I
Ha CCPBUCHBIX HNPCANPUATHUAX, MMPOAHAINIUPOBATL OCHOBHBIC THIIBI MIPOAABLOB U
KIIMCHTOB.
OcHOBHBIE TIOHATHS H onpeaeJIeHus

Hnousuoyanvnoe obcuyscusanue — TAIHOE B3aUMOJCHCTBHE DPaOOTHHKA
CEPBUCHOTO MPEANPHUATHS M KIIMCHTA B IPOIIECCEe 00CITY)KHBaHUSI.

OCHOBHBIC XapaKTEPUCTUKHU THUIIOB MTPOAABIIOB

1. Omoyuonanvnovuii npodasey-punanmpon — «lIpomgaBens — Ipyr KIUESHTAY.
S Xxouy MOJPYKUTHCS ¢ KIUCHTOM. X04y HOHSATh €0 3MOIMH U OTBETHTh Ha €ro
gyBcTBa. OH KYITUT MPOAYKT B PE3YNIbTaTe HAIINX JIMIHBIX OTHOIICHHUH.

2. Bespasnuunwiii npodasey — «Xodems — Oepu, xodems — He Oepm». S
MPEICTAaBIII MPOAYKT KINEHTY. EMy permraTs, mokynate win HeT. Ecii oTkaxercs,
9TO HE MO IPOOJIeMa: 3HAYHT, YTO-TO HE TaK C MPOIAYKTOM.

3. Aepeccusnviii npodagey — «llems — mpogaTh!» S-Taku MogHAXKMY Ha
KJIMCHTA, YTOOBI OH KYIHJ 37iech u Ternepb. Llens onpasapiBaet cpenctBa. Tem 6o-
Jiee, 4To S MOJTyTy KOMHUCCHOHHBIE OT pEabHBIX MPOJaXK.

4. Obvrunviii npodasey — «[Iponaeen — «mpodeccruoHam»y. S Buanero 0e3-
OTKa3HBIM METOAOM Ipomaxu. Sl oOpabaTeiBal0 KIMEHTa C MOMOIIBIO TIIATEIHHO-
ro cOaJaHCHPOBAaHHOTO KOMIUIEKCA PEeKJIaMbl IPOIYKTa, JIUIHOTO O0asHUS M 3HA-
HUS IPOAYKTA.

5. Xopowwi npooasey — «OOIIEHWE C YETKO TIOCTaBICHHON IIENBIOY.
51 KOHCYNBTHPYIO KIIMCHTa M YETKO MOHUMAK) €ro TpeOOBaHUs, KOTOpPHIC HAI0
YIOBJIETBOPUTH HAIIUM NMPOAYKTOM. KIIHEHT MOydIuT IMEHHO TO, YTO OH XOYeET.

OCHOBHBIC XapaKTEPHBIC YSPTHI PA3ITHUYHBIX TUIIOB KJIHCHTOB:

1. Jleexosepuwiti nokynamens: KimeHT — npyr nponaasmna — S Xxo4y moapy-
JKUTBCS C MPOIABIIOM. X04y MOHATH €0 3MOIMH U OTBETHTh Ha ero yyBcTBa. OH
MIPOAACT MOAXOISIINI MHE MPOAYKT B PE3yJIbTaTe HAITUX JIMYHBIX OTHOLICHUH.

2. Iloxynamens, nonacaiowutics Ha penymayuto moeapa: Ilokynarenb
UMHIDKA — 5] pyKOBOJCTBYIOCH OITBITOM, KOTOPBI 00penn ApyTHe JIOAH MIPH MOJTh-
30BaHUM JAHHBIM MPOAYKTOM. [ToKyITKa 3TOTr0 MPOoayKTa TakkKe OyJIeT XOpoIa JJis
MEHSI, TOBBICUT MOH MPECTHK.

3. Pasnooywnbiii noxynamens: be3pasnuunblii mokymnaTtens — S craparock
n30eraTh MOKYNOK. Byny nu s Hempas, eciii caM HUYero He KYIUIIO, a MPeIoCTaB-
JIFO BBIOOD Apyrum?

4. Oboponsrowuiics noxkynamens:. OCTOPOXKHBIN TOKymaTeNnb — Eciu 51 Oymy
MOKYIAaTh, TO MOTPEOYIO JIyUIIHA TPOIYKT MO CAMON HU3KOW ICHE.
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5. Onvimuwiii noxynamenv: PemmTenbHBIN KIHEHT — SI XOpoIIo 3Haro, 4TO
MHE HYXKHO, U UIIly OTBEYAIOIIUI BCEM MOUM MOTPEOHOCTSAM MPOAYKT, KOTOPBIH 5
CMOTY KyIIUTh TI0 IIeHE, KOTOPYIO 5 TOTOB 3aIUIATHTh.

Craauu mporecca mpoaaxu yCIyru:

1. Ilpuem xauenma u ycmanognenue konmaxma. IlepBas ctaans mpomecca
JMYHOW MPOJIAXKK CBsI3aHA C IPUEMOM KIIMCHTA U YCTAHOBJICHUEM KOHTAKTa C HUM.

2. Buisgnenue nompebrnocmetl Kiuenma — BaXHAs CTaAWsI B MPoIECce TPo-
JKU yCIyrd. J[eno B TOM, 4TO MyTh K MPOJaXe MpOJieraeT 4epe3 BHUMATEIHHOE
HCcIieloBaHue MoTpebHOCTel KimeHTa. [Ipu 3ToM cieayeT yauTeIBaTh TO 00CTOS-
TEJNBCTBO, YTO JIIOAM TOKYIAIOT MOJIB3Y, & He CBO¥cTBa mpoaykTa. [1oaToMy ocHO-
BOM MPOJAKH AOJDKEH SBIATHCS HE MPOAYKT U €r0 XapaKTePUCTUKH, a BBITOJA IS
nokymnaress. YToObl 3TOTO TOCTUYb, HEOOXOIMMO H3Y4aTh MOTPESOHOCTH KIIMCHTA.

3. Ilpeocmasnenue npodykma — BaXXHEHIIIas CTaIus MpoIecca JMIHOH Mpo-
naxu. OT TOro, Kak OyJeT MpeACTaBlIICHA Ta WIH HHAs YCJIyra, B 3HAUYUTCIBHOU
Mepe 3aBUCST e UMH/K, OTHOIICHNE KJIIMEHTa, a, CIeIOBATEeIbHO, U 3aHHTEPECO-
BaHHOCTH B mpruoOpereHun. OOIIUM YCIOBUEM yCIeXa SBISCTCA TO 0OCTOSITEIBCT-
BO, YTO KITMEHT MPOU3BEACT MOKYIKY YCIYTH TOJIBKO B TOM CITydae, €CIIH 0 WIH B
XOJIC TPOJAXKH TMOJYYUT JOCTATOYHYIO MOJIOKUTEIBHYIO HH(pOpMaNno o hupme,
MPOAYKTE U COTPYIHUKE, UX MPEICTABIIIIOIIEM.

4. Ilpeooonenue 803modcHbIX 803padicenuil. 110TBITKAa NOBIUATH Ha BBHIOOP
KJIIMECHTA, OKa3aTh Ha HErO JaBJICHNE HEM30EKHO BHI3BIBACT 3AIMUTHYIO PEAKIIHIO C
€ro CTOPOHBI. 3alIUTHAs PEaKIUsl, HE3aBUCUMO OT TOr0, 00OCHOBAaHA OHA WJIH HET,
00s13aTeNFHO TOJDKHA IPHHAMATHCS BO BHUMAaHHE COTPYIHUKOM (UPMBI U YIUTHI-
BaThCsl B €ro MmoBeleHuH. [103TOMy mpeoosicHHe BO3MOXKHBIX BO3PAXKCHHN KITU-
€HTa — BaYXHBIN I1ar Ha MYTH K TOCTIKEHHUIO IIeJIeH MPOJaXH YCIyT.

5. Ocywecmenenue npodaxc.B KadecTBe BBICHICH IENU MPOAAXKH YCIyTH
BBICTYTIaeT HENIOCPEICTBEHHOE OCYIICCTBICHHUE TPOIAXKH.

6. Tlocnedyrowuii KOHMAaKm ¢ KIueHmoMm — 3Tarl, KOTOPBIA TO3BOJISET BELICHUTH
CTCIICHb YJIOBIICTBOPCHUSL HYX] KIIMCHTA MPEIIOKECHHBIM MPOAYKTOM, YTOYHHTH €ro
3aIpOCHI 1 TIOYKEJIaHNs, KOTOPBIE SIBIIFOTCS MCXOTHBIM ITYHKTOM JUTSI COBEPIIIEHCTBOBA-
HUS OTHENBHBIX YCITYT W Pa3BUTHS MPOLYKTOBOM CTPATEI UK MPEANPHUATHSL

BrIBOABI

CyIHOCTh B3aUMOJICHCTBUS B cepe yCIOyr CBOIAMTCA K TOMY, YTO OJHA
CTOPOHA BBITOJHBIM JJIsl ce0s1 00pa3oM mpeasaraeT yciayry, a pyras KejJaeT Bbl-
TOJTHO TOJYYHTH 3Ty YCIYTy, IPHYEM OHA JIOJKHA OBITh KAUECCTBCHHOM, a €€ MOJy-
qeHHe — KOM(POPTHBIM.

Yepes oOLIcHUE JTUIIOM K JIMIY C KOHKPETHBIM KIUCHTOM PaOOTHHK Cep-
BUCHOTO IIPEANPHUATHS BHUKACT B HHANBUYalbHbIE 3aIPOCHI U IOTPEOHOCTH KOH-
KPETHBIX JIFOJICH, KOTOPBIC «TEPSIOTCS» Ha MACCOBBIX PBIHKAX 00cyxuBaHus. [Ipu
9TOM CEPBUCHOMY HPEANPHUATHIO CIEIyeT M03a00THThCS O TOM, 4TOOBI BHUMaHHE
1 3a00Ta 0 KOHKPETHOM KIIUCHTE OBLIA MOHSITAa OCTAJIbHBIMH MOTPEOUTEISIME KaK
3200Ta 0 Ka)JI0M U3 HUX.
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KoHTpoabHBIE BONPOCHI

1. OmpenenuTe CYIIHOCTh HHANBHUIyaJIHLHOTO OOCITY)KMBaHUS KaK 3JIEMEHTa
CEpPBUCHOM JEeSATEIHLHOCTH.

2. Omnpenenure HEOOXOIUMOCTh HCIIOJIB30BAHUS UHIUBUAYAILHOTO 00CITY-
JKUBaHUS B chepe YCIyT.

3. OxapakTepu3yiTe OCHOBHBIE THITHI KJIMECHTOB.

4. TloctpoiiTe MaTpUIly «TUIIOJIOTUS KIIMEHTOBY» B COOTBETCTBUM TAKUX KPUTEPH-
€B KaK: CTeIeHb HHTepeca K MPOJABITy M CTETICHb 3aMHTEPECOBAHHOCTH B ITOKYTIKE.

5. OxapakTepu3yiiTe OCHOBHBIE THITHI IIPO/IABIIOB.

6. IocTpoiite MaTpuIly «TUIIOJOTHUS NPOAABLIOB» B COOTBETCTBUM TAKUX KPHUTE-
PHEB Kak: CTETIeHb MHTEpeca K KIIMEHTY U CTENEeHb 3aMHTEPECOBAHHOCTH B MPOJAXKE.

7. Tlpoananu3upyiTte 0COOEHHOCTH OOCTY)KWBaHUS KIUEHTOB Ha MPEIIPH-
SITUSAX CepBHCA.

8. OxapakTepu3ylTe OCHOBHBIC 3Tamlbl MpOIECCa HHIUBUAYaIbHOTO 00-
CITy>)KHBaHUS B cepe yCIyT.
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