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BBEJEHHE

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

Pa3Burtue moTpebiaeHus yCIyr B CTpaHax ¢ BBICOKOPA3BUTOW MPOMBIILICH-
HOCTBIO SIBIISICTCS OJTHAM U3 CAMBIX 3HAYHUTENILHBIX SBJICHUN YKOHOMHUYCCKOW KU3-
Hu XXI Beka. [lorpebnenne yciryr He3aMEeTHO HAYMHAET MpeodiaaaTh Hall MoTpedie-
HIEM MHOTOYHCIICHHBIX Omar. B MeXIyHapoIHOH TOpropie MOCTOSHHO BO3pacTaeT
Joms yeryr. TeMImsl pocTa MEPOBOTO PBIHKA YCIYT B JIBAa pa3a MPEBBIIAIOT TEMITBI
pocra ToproBi ToBapaMu. Ha cdepy ycimyr B HACTOSIIMI MOMEHT IIPUXOIUTCSI OKOJIO
60 % BaJIOBOTO HAMOHATEHOTO MPOIYKTA 3aMafHbIX IEMOKPATHYECKUX CTpaH. Takum
o0pazoM, cdepa ycIyr — KpyIHEHIITNI KOMITOHEHT MAPOBOH SKOHOMHUKH.

Ha coBpeMeHHOM 3Tame pa3BUTHS CEPBHUCHBIX MPEIINPUATHI OTMEYAIOTCS
3HAYUTEIIBHBIC M3MEHCHHS B IPOIIECCE MPOU3BOACTBA TOBAPOB M yciyr. Homwie
COLMAILHO-)KOHOMHYECKHIE YCIIOBHSI TOCTABHIM TIEPEI CEPBHCHBIMU IPEIIPHU-
SATUSIMH HOBBIC 33]]a4i. B KauecTBE OCHOBHBIX U3 HUX MOXKHO BBIJICIHTE. Pa3BUTHC
KOHKYPCHTOCIIOCOOHOTO CEepBHCa; pa3padoTKa M HCIOJIb30BAHUE HOBBIX TEXHOJO-
THA Kak B IpoIecce MPOU3BOJACTBA M TPOABIKCHHS YCIYT, TaK W B IpoIiecce
yIpaBJIeHUs; TIOUCK HOBBIX, Oonee 3(p(peKTHBHBIX MEXaHW3MOB B3aWMOJCHCTBUS
cepBHca ¢ KOMIIOHEHTAMH dTHHYECKON KyIbTYpPbI; IIOATOTOBKY CHEIIHAIHICTOB.

B ycioBusX cOBpeMEHHOTO Pa3BUTHSI POCCUMCKON 3KOHOMHUKH CTaHOBSITCS
Bce Oosiee HEOOXOUMBIMH BBICOKOKBATH()UIIMPOBAHHBIE CIICIIUATMCTEI B 00JIACTH
CepBHCa, OCO3HAIOIINE, YTO TJIABHBIM OPHUEHTHUPOM IIPOM3BOACTBA M MPOJAXKHU yC-
JIYT CTAHOBSTCSI MOTPEOHOCTHU M CIIPOC KOHKPETHBIX IPYIIIT HOTPEOUTEICH.



EJb W 3ATAYT JUCHUTIIAHBI

Nzyuenne muctmmmmabl «CepBUCHAS IEATEILHOCTDY TIO3BOJISIET Oy IyIIiM padoT-
HHKaM TOCTHHHUYHOTO XO3SHCTBA IPUMEHUTH OCHOBHBIC TIPUHITUTIBI X METO/IBI COBPEMEH-
HOTO CepBHca B paboTe MPEIPHSTHIA HHIIYCTPHH TypH3Ma, TOCTEPHAMCTBA U KYPOPTOB.

Ienp kypca — co3maHue CHCTEMBI 3HAHHI O CEPBHCHOW JCATEILHOCTH, YC-
nyrax, Gpopmax oOCITyKHBaHHS W CTIoc00ax (GOPMHUPOBAHMS HOBBIX YCIYT U IMPO-
TPECCHBHBIX METO/IaX 00CITY)KMBaHUS B MHAYCTPUH FOCTCIIPUHMCTBA.

3amaun TUCIUIIIINHEL:

— cpopMHPOBATH MPEICTABICHUE O CEPBUCHOW ACATEIEHOCTH, ONPEACIUTh
MECTO CEpBHCa B )KU3HEACATEIEHOCTH YEIOBEKA,;

— paccMOTPETh OCHOBHBIC KOMIIOHCHTBI, IPUHIIUIIBI M POJIb CEPBUCA B JCsI-
TEJNBHOCTH MPEANPHUATHI HHAYCTPUH TOCTCTIPHIMCTBA,;

— U3y4YUTHh OCOOCHHOCTHU OpPraHU3aIMU CEPBUCHOTO O0CITYKUBAHHS, OPTaHU-
3alMOHHBIE CTPYKTYPHI CITYKO cepBHUca U ee (HYHKINH, CTAHAAPTH 00CTYKUBAHUS
Y BOIIPOCHI KA4eCTBa YCIYT;

— MPOaHAJIM3UPOBATH TEHACHIINH COBPEMEHHOTO CEpPBHCA B HHIYCTPHUHU TOC-
TEIPUUMCTBA.

Juctnnmmaa «CepBUCHAS EATEIHHOCTHY SBISETCS TUCHHUIUITMHON 0a30BOH
yactu npodeccuonansroro 1ukia GI'OC BIIO mo HampaBiICHUIO HOATOTOBKU
101100.62 I'ocTHHHYHOE AETO.

TPEBOBAHMUS K PE3YJIBbTATAM
OCBOEHMUSA JUCIIAIIJINHBI

Iponecc ocBoenus aucummumHbl «CepBHCHAs ASSITEILHOCTE) HAlpaBieH Ha
(hopMHpoBaHHE U pa3BUTHE OOIIEKYILTYPHBIX U MTPOPECCHOHATHHBIX KOMITSTSHITHIA.

B pesympraTe OCBOCHHS AMCIUIUTMHBI OOyJaromuiics MOJDKEH 00sanaTh
CIEeTYIOMMMHE 00MEeKyNbTYpHBIMU KomneTeHnusMu (OK):

— CITOCOOHOCTBHIO K 00OOIICHHIO, aHATN3Y, BOCTIPUATHIO HH(MOPMAIIH, TI0-
CTaHOBKe IIeJIM U BBIOOpPY myTeit e€ noctmxenus (OK-1);

— TOTOBHOCTBIO COOJIIO/IaTh ATHYECKHE W MPABOBBIE HOPMBI, PETyJIMPYIOLIHE
OTHOIILICHUS YEJIOBEKA C YEIIOBEKOM, O0IIECTBOM, OKpykaromiei cpenoit (OK-5);

— TOTOBHOCTBIO K KOOTEpALMH C KoJuleramu, OECKOH(IMKTHOH paboTe B KOJ-
JICKTHBE, OBITh TOJEPAHTHBIM K STHHYECKHM, HAIMOHAIBHBIM, PACOBBIM, KOH(ECCHO-
HAJIBHBIM Pa3IMIMsIM, K BOCTIPHATHIO KYJIBTYPHI M 00bIMacB cTpal 1 Hapo 0B (OK-6);

— MOHMMAHWEM COIMATHHON 3HAYMMOCTH CBOEH Oymymiel mpodeccy, BHICOKOM
MOTHBAIIHEH K IPOPECCHOHAITFHOM IeSITebHOCTH B MHIyCTpuH roctenpunmctsa (OK-9).

B pesynbrare OCBOCHMS NUCLUIUIMHBI OOYy4YaloIIMiics AOJDKEH 00janarh
CJIeTIOLTMMU ITpodeccHoHaIbHbIMU KommneTeHusMu (ITK):

nPOU3B00CMEEHHO-MEXHONO2ULECKAS OesIMENbHOCHb

— TOTOBHOCTBIO K pa3pabOTKe M NPENOCTAaBICHUIO Kaue€CTBEHHOIO T'OCTH-
HUYHOTO ITPOJYKTa, B COOTBETCTBHHU ¢ TpeboBanusiMu notpeduresst (IK-3);

OpP2aHU3AYUOHHO-YNPABIEHYECKAs 0eslMelbHOCb!

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

CepsUCHas 0eamenbHOCMb.

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

— FOTOBHOCTBIO TPUMEHSTH HOPMATHBHO-TEXHOJOTHYECKYI0 JOKyMEHTa-
MO0, PETJIAMEHTHPYIONYIO TOCTHHHYHYIO nestenpbHocTh (ITK-10);

— FOTOBHOCTBIO MCIIOJIb30BaTh ONTUMAJIbHBIE TEXHOJIOTHYECKHUE MTPOLIECCHI B
TOCTUHUYIHOHN JESTEIHHOCTH, B TOM YHCIIE B COOTBETCTBHH C TPEOOBAaHHMAMU IIO-
tpeburens (ITK-11);

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

B pesynbrate m3ydenyst ucviuiHb! «CepBHCHAS NESTENBHOCTEY CTYICHT IOJDKEH:

3HAMb:

— OCHOBHBIE TIOTPEOHOCTH M MCUXO(PHU3HOIOTHIECKHE BO3MOKHOCTH Y0~
BEKa M MX B3aMMOCBS3b C COLMAILHOM AaKTHMBHOCTBIO JIMYHOCTH, CTPYKTYpY 00-
CITy>)KHUBaHUS C yYETOM MPHUPOTHBIX U COIMATBHBIX (haKTOPOB;

— MCTOPHIO Pa3BUTHS CEPBHCA, BU/bI CEPBUCHOM JIESTEIBHOCTH, Ki1accupu-
KaIliH YCITYT ¥ UX XapaKTePUCTHUKY, TCOPHIO OPTaHU3aNU 00CTyKIUBAHNUS;

— COJCpKaHUE KIFOYEBBIX MOHSATHHA CEPBHUCHOM AEATEIBHOCTH («Kycilyray,
«CEPBUCY», «KIHEHT», «IIOTPEOUTENbY», «HCIOIHHUTEIb», «CaMOOOCITyXKHBaHHUEY,
«TOPSIIOK OKa3aHWsl YCIYIW», «OpraHu3anus 0O0CIyXHBaHHI», «CEPBUCHBIC TEX-
HOJIOTUWY, «AHJAUBUIYyTbHBIC GOPMBI 00CTYKUBAHUS»);

— OCHOBHBIE ITOJIXO/IbI K U3YUCHHUIO MOBEICHHS UCIIOJIHUTEIS U TIOTpeOuTe-
JIs B TIPOIECCE CEPBUCHOI NESTETHHOCTH;

— OCHOBHBIE 33/1a4¥, NPUHIUIIBI U BUIbI COBDEMEHHOTO CEPBHUCA;

— OpPTaHU3alMOHHBIE CTPYKTYPHI M ATAITBI CTAHOBIICHUS CIYXKOBI CEpBHUCa;

— KpUTEpUH Ka4eCTBa yCIyT ¥ CUCTEMBI YIIPABJICHUsI KAYECTBOM;

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

— TEXHOJIOTHIO OpraHU3aluy HHIUBHYAIEHOTO 00CITy>KBaHUS,

— OCHOBHBIE acleKThI KyJIbTYpPhI CEpBHCA.

ymemy:

— OLICHUBATb NICUXUYECKNE, (PU3NOTIOTHUYECKHUE OCOOEHHOCTH YeI0BEKa, CO-
[UABFHYI0 3HAYIMOCTB TIOTPEOHTENeH;

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

— HaxOAWThb ITIyTH OJIArONpPHUSATHOTO pa3pelICHHs] MCHUXOJOTHYECKHX KOH-
(nuKTOB,

— QHAIM3UPOBATH M HCIIOJIB30BaTh (POPMBI B3aUMOJCHCTBHS MEXIY H3ro-
TOBHTEJIIMA M MOTPEOMTENSIMH TOBApOB Ha dTamax Mpel — M MOCIENPOIaKHOTO
00CITyKMBaHHUS;

— (hopMHPOBATh KOHKYPEHTOCTIOCOOHYIO CEPBUCHYIO TTOJIUTHKY;

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



— MPUMEHATh QYHKIMKA KauecTBa B chepe yCIyr ¥ KOHTPOJIMPOBAThH YIOB-

JICTBOPEHHOCTh KIINCHTOB;
eradems.

— YMCHHEM O0ECICUUTh ONTUMAIBHYIO HHPPACTPYKTYPY OOCITYKHBAHUS C
YYETOM IPUPOIHBIX M COLUAIBHBIX (DAKTOPOER;

— MeTOAaMHU OECKOH(IMKTHBIX B3aUMOOTHOILICHHI C MTOTPEOUTENIEM B IIPO-
[[ECCE CEPBUCHOM IEATEIBLHOCTH;

— METOJIaMH STHOKYJIbTYPHO!H TUBEPCUPUKAINH CCPBUCHON ACATEILHOCTH;

— MPUEMaMH M3YYICHUS JINIHOCTH TOTPEOUTEIISL.

COJEPXAHME JUCHUIIJINHBI

Ne HanmenoBanue

Copneprxanue pasziena
n/n pasjena TUCIHIUIHHBI Acp pasa

1 CepBucHas esTeINb- [lousATHE M CYNTHOCTH CEPBUCHON AEATEIHHOCTH.
HOCTb B )KM3HH coBpe- | OmpeneneHune «cepBUCHas IesATEIbHOCTEY. Ee
MEHHOTO 00IIecTBa CTPYKTYpbI, PyHKIMH. COIUaNTbHBIE TIPEATIO-
CBUIKH Pa3BUTHsI CEPBUCHOM ACITEIBHOCTU. Posb
CEPBHUCHOM AEATEIFHOCTH B COIIMAIBHO-
9KOHOMHYCCKOM PAa3BUTUU CTPAHEI.
Oco0OeHHOCTH yTpaBleHUS B cepe yCIyT.
HopwmaruBHo-1ipaBoBOE 0OecrieyeHue CEpBUCHON
ZIeITeNIbHOCTU. Posb yeiyru B MexXayHapOAHOU
Toprosiie. OCHOBHBIE TPUYHMHBI OOIIETO YBEIJIHU-
YEeHHUS CTIPOCca Ha YCIYTH

2 OCHOBBI TEOPUH [onsthe ycityru, €e OCHOBHBIC XapaKTePUCTUKU
CEepBUCHOU Kak MpOoayKTa cepBUCHON nestenbHocTU. Kiac-
JICSITETbHOCTH cudukanus ycayr. [TorpeOuTensckue CBOWCTBa
yciryru. Buasl cepBuca 1o BpeMeHH €ro ocyIe-
cTBIICHUS. BBl cepBuCca MO CONEpKAHUIO pa-
00T. JKH3HEHHBIN ITUKIT YCITYTH.

[NonsTHs «KayecTBa YCIyT» U «Ka4eCTBO 00CIy-
XKUBaHUA». Kputepuu u moxasaTenu KauyecTa
yciryri. MeToapl KOHTPOJIS KadecTBa YCIIYT.
Kynbrypa o0ciayxuBaHus KaKk 0a30BbIi JIEMEHT
KadecTBa OOCITYKMUBaHH

3 CepBuC U CEpBHUCHBIE CepBucHas opranu3anus Kak cucreMa. OyHkuuu
TEXHOJIOTUHU CEPBUCHON OpraHM3aIiy. DJIEMEHTHI CEPBUCHON
CUCTEMBI U UX B3aumozericTeue. OCHOBHBIC
(dhopmbl Bo3aelicTBus yerryrd. OpraHu3aliioHHbBIE
(hOpMBI CEpPBUCHOTO OOCTY)KHBAHUS. DTaIlbl Pa3-
paboTku ycnyru. [IpuHIuns! pazpaboTKu yCiry-
ru. UHmuBuayansHoe 00CITy>)KUBAaHHE — COCTaB-
HOW KOMIIOHEHT CEPBUCHOM JEATEIbHOCTH




METOJUYECKHUE PEKOMEHJAIIUN
IO U3YYEHUIO TEOPETHYECKOI'O MATEPHUAJIA

C 1enpio Ka9eCTBEHHOTO OCBOCHUS TEOPETUUECKOTO MaTepraia Mo TUCIUIDINHE
«CepBHCHas AESTEILHOCTDY B TAHHBIH pa3/iesl BKIIOUEHBI CIACAYIOLIHE DIeMEHTHI:

— Ha3BaHHE TEMBI;

— IIeTb N3YYEHUS TEMBI;

— OCHOBHBIE BOIIPOCHI TEMBI;

— XapaKTCPUCTUKA OCHOBHBIX TOHATHA WM ONPCACICHHN, HCOOXOIUMBIX
CTYJEHTY Uil YCBOCHUS TAaHHOU TEMBI;

— KpaTKHe BBIBOJBI, OPHEHTUPYIOIINE CTYIACHTA HA ONPEACICHHYIO COBO-
KYIHOCTbH CBE/ICHUH, KIIFOUEBHIX TOJI0KEHHUH, KOTOphIE HEOOX0IUMO YCBOUTE;

— KOHTPOJIBHBIE BOIIPOCHI, IPETHA3HAUYECHHBIE TSI CAMOIIPOBEPKH 3HAHHUIH.

Tema 1. TEOPETHYECKHE OCHOBbBI
CEPBUCHOMU JEATEJBHOCTH

1. CoupanpHble IPENOCHUIKH BOSHUKHOBCHHS M Pa3BUTHsI CEPBUCHOM Jes-
TEJILHOCTH.

2. DBOJIFOLUS TOHSTHS TOBap» U MECTO CEPBHCA B TAHHOH CHCTEME.

3. IIpuHOUIBI COBPEMEHHOTO CEpBHCA.

4. TIpeumyImecTBa CEpBUCHOTO OOCITY)KHBAHMSI.

5. Uepapxus moTpeOHOCTEH B CEPBUCHON JEITEIHLHOCTH.

6. [ToBenerre moTpeOUTENCH U MOIENE PUHATHS PEIICHUS O TOKYITKE YCITYTH.

7. Cnennduueckne actieKThl MOKYIIKH yCITyTH.

HEJZb 3aHAmMuUA: N3YYUTh COMUAJIBHBIC ITPEANTOCHIIIKM BOSHUKHOBCHHUA U pas3-
BUTUA CepBI/ICHOﬁ ACATCIBbHOCTH, ONPCACIIUTL MPUHIOUIIBI U MPEUMYLICCTBA CO-
BPEMCHHOT'O CEPBHUCA, a TAKIKE 0COOEHHOCTHU mnpouecca nmoKyrImnku yCiayru.

OcHOBHBIE TIOHATHS H onpeaeJIeHus

Cepsucnas desimenbHOCHb — 3TO aKTUBHOCTH JIFOJICH, BCTYMAIOMIUX B CIIC-
uuduyeckue B3anMOACHCTBUS 110 pean3alui O0IIEeCTBEHHbIX, TPYIIOBBIX U HH-
JUBHUAYabHBIX yciyr. OfHa CTOPOHA B 3THX B3aUMOJCHCTBUSIX, 00Ja1ass MHOTO-
00pa3HBIMH TOTPEOHOCTSMH, JKEIAaeT IMOJYYHTh OMNpEIeTIeHHbIe Ojlara, a apyras
CTOPOHA, OKa3bIBasi KOHKPETHBIC YCIYTH, IPEIOCTABISIET UM BO3MOXKHOCTH 00JIa-
IaTh TAKUMH OJIaraMu.

Cepauc — 310 cuctema obecrieueHus, TIO3BOJIAIONAs MOTPEOUTEIIO BEIOpATh
Ui ceOsi ONTHMAJbHBI BapHaHT MPHOOPCTCHUS M TOTPEOJICHUS TEXHUYCCKU
CJIOKHOTO U3JICITHS, a TAKKE SKOHOMHUYCCKHU BBITOJHO SKCIUTYaTHPOBATh €ro B Te-
YCHHE Pa3yMHO O0YCIIOBJICHHOTO CPOKA, TUKTYEMOT0 HHTEpEeCaMH MOTPeOUTENs.



JomMuHupyomel XapakTepUCTHKON JIeJIOBOH aKTHBHOCTH B OOUHOYCHPU-
anbHoM obujecmse SBISETCS MOOBIBAIOIIAs OTPAcib. V3HA4aNbHO JXKU3HB — 3TO
Wrpa MPOTHUB MPUPOJEL. YPOBEHb TEXHOJIOTUN HU3KUH MM BOOOIE HUKAKOH; MPo-
IYKTHBHOCTH 3aBHUCHUT OT TAKHX 3JIEMEHTOB, Kak BpeMs roja, I0XKAb, T0YBa M OT
(bHU3MUECKOl CHITBI YeIOBEKa.

JloMuHHpYIOIIEeH XapaKTepUCTUKON JETOBOW aKTUBHOCTH B UHOYCMPUATb-
HOM oOujecmee SIBISIETCS TIPOW3BOACTBO TOBapoB. JKW3HB CTAHOBHUTCS HIPOH C
HNpUpOJIOH. DKOHOMHUYECKas M COLMANIbHASL KM3Hb MEXaHM3MpOBaHa U Oosee (-
¢exTuBHA. KonnyecTBO TOBapoOB, KOTOPBIMH 00JIalaeT JIMUYHOCTD, SBIISIETCSI UH/IH-
KaTopoM ero o0pasa >KU3HH.

JomMuHupyIonel XapaKTepUCTUKON JIeJIOBOM aKTMBHOCTH B HOCMIUHOYCHI-
puanvHom obujecmee SBISETCS TPOU3BOJACTBO yciyr. JKHU3HbB Temnepb MOXXHO Ha-
3BaTh UIPOH MexAy JoapMu. MHankaTopamMu 00pa3a KU3HH SBISIOTCS KOJIHYECT-
BO M KQ4ECTBO yCIYT, KOTOPHIE YEIIOBEK MOXKET ceOe ITO3BOIUTb.

Ipeumywecmeaa cep8ucHozo 06CayHCUBAHU:

1. KadecTBeHHBIN cepBHC criocoOcTByeT auddepeHnranud ToBapa, 4TO
OarompHUATHO CKa3bIBACTCS HAa KOHKYPEHTOCTIOCOOHOCTH MPEIIPUSITHS.

2. CepBHUC aKTHBHO BJIMSET Ha Pa3BUTHE MPEIOKESHHS yCIYT, 4TO CIOCO0-
CTBYET OTKPBITHIO ITyTEH K HOBBIM (JOpMaMm JEATeIbHOCTH MPEATPHUATHS.

3. Pa3BurHe cepBuca criocoOCTBYET MOSIBJICHUIO HOBBIX BHJIOB IPOAYKIIHH.

Ilpunyunsl COBPEMEHHOTO CepBHUCca: 00s3aTEBHOCTD INPEVIOXKEHHUS; Heobs13a-
TEJBHOCTh HCIIONB30BAHMS; DJIaCTHYHOCTh CEpBHUCA; YHOOCTBO CEpBUCA; TEXHUYECKAs
aJIeKBaTHOCTb CEpBHCa; NH(POPMALIIOHHAS OT/aua CEPBHCa; pa3yMHasi LIEHOBAs! IIOJIUTH-
Ka B c(epe cepBrca; rapaHTUPOBAHHOE COOTBETCTBHE IIPON3BO/ICTBA CEPBUCY.

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

BoiBOABI

CepBHCHasi JIEATCILHOCTh 3TO MHOTOIUTAHOBBIN (DEHOMEH, BKIIFOYAIOIIUN
SKOHOMUYCCKUH, CONUAIBHBIA U KYJIBTYpHBIA 3JeMEeHTHl. OHa BBICTYIACT OJIHO-
BPEMEHHO XO3SHCTBCHHBIM MEXAHH3MOM YIOBJICTBOPCHUS OOLICCTBEHHBIX U HH-
JUBUTyaITbHBIX MOTPEOHOCTEH, BAXKHBIM 3BEHOM OOIICCTBEHHOT'O BOCIPOM3BOJICT-
Ba, paCIpE/ICICHUS U TOTPEOJICHHS TOBAPOB, a TAK)KE COLUAILHBIM HHCTPYMCHTOM
MOBBILICHHUs Onarococtosiuus Jrofei. CepBUCHAs NESITENLHOCTh — 3TO KOMIUIEKC
Ka4eCTBEHHbIX IEHCTBHIA, HAIIPABICHHBIX HA CO3[AHUE YCIYT, YAOBICTBOPSIOIINX
pazHooOpa3Hble TOTPEOHOCTH KIUEHTOB U CIIOCOOCTBYIOIIME TOBBIIIICHUIO KOHKY-
PEHTOCIIOCOOHOCTH MPEINPHUSITHS Ha PhIHKE.

[oTpebuTeny OLIEHUBAIOT YCIYTH HHAYE, HEXENN TOBAPhI. ITO HPOUCXOIUT
U3-32 HEOCS3aeMOCTH YCIYTI M BOBJICYCHHS YeJOBeKa B MPOILECC OOCIYyKHUBaHHS,
KOTOPOEC MPHUBOINUT K U3MCHUYUBOCTH B ITOJYYCHHBIX PE3yJIbTATAX.



KoHTpoabHBIE BONPOCHI

1. Onpenenure MecTo cepBrca B cdepe MaTepHaIbHOTO MPOWU3BOACTBA U
HETPOU3BOJCTBEHHOMU cdepe.

2. OxapakTepu3yiTe OCHOBHBIC IPEANOCHUIKH BO3HUKHOBEHUS U PAa3BUTHUS
CEpPBUCHOM JESATEIHLHOCTH.

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

4. OnumuTe OCHOBHBIE 3TaIbl peOpMHUPOBAHUS COBETCKOU cephl YCIyT U
YKa)KUTE OCOOCHHOCTH 3TOTO IPOIecca B HACTOSAIIECE BPEMSI.

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

6. Korma u kak nmpoucxoaui B Poccun mepexo1 nesiTeIbHOCTH, CBSI3aHHOM ¢
yCIyramu, OT TPAJAUIUOHHBIX (POPM K UHIIyCTPHATIBHO-MACCOBEIM (popmam?

7. Onpenenure NOTPEOHOCTH KIMEHTOB O MepapXuu Macioy U crnocoObl
UX yJIOBIETBOPECHUS B cpepe yCuyT.

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 ympaBieHUs: CIPOCOM B cepe yCIyT.

2. OcoOeHHOCTH yIpaBJICHUS MPEIJIOKEHUEM B cepe YCIyT.

3. YpaBieHue KaapaMu Ha MPEANPUATHIX chepbl 00CITyKUBaHHUS.

4. HopMaTHBHO-TIpaBOBOE 00ECTIeUeHUE CEPBUCHOM JIEATEITHHOCTH.

5. 3amuTa npaB notpeduTeneid. OCHOBHBIE TIOHATHS U IPaBa MOTPEOUTENCH.

Lenv 3anamus: M3y9UTh HOPMATHBHO-IIPABOBBIC aCHEKTHI CEPBUCHOMN Ies-
TEJNBHOCTH, MPOAHATTU3UPOBATh OCOOCHHOCTH YIIPaBICHHUS B cpepe yCuyT.

OcHOBHBIE TIOHATHS H onpeaeJIeHus

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

Obvem OesamenvHOCmU — 3TO CTENCHb BO3MOXKHOCTH CHCTEMBI IPEroCTa-
BUTH YCIIyI'M, HAa KOTOPBIX OHa crierpanuiupyercs. ClieoBaresbHO, ynpaBieHHEe
MPEJJIOKEHUEM 03HAYaeT yIpaBlicHHEe 00bEMOM JICSITCIBHOCTH.

Hompebumens — 3TO TPAXKIAHNH, UMEIOLINN HAMEPEHHE 3aKa3aTh WK NPH-
obpecTr, MO0 WCIONB3YIOMMUNA TOBaphl (PabOThI, YCIYTH) HCKIIOUUATEIBHO IS
JIMYHBIX HYXK, HE CBSI3aHHBIX C U3BJICUCHUEM MPUOBLIH.



Hzeomosumenem (npooasyom, UCROIHUMENEM)SIBISIOTCS OPTaHU3aLK He-
3aBHCUMO OT (hOpM COOCTBEHHOCTH, a TAKIKE HHMBHyaIbHBIC IPCIIPUHUMATEIIH,
KOTOpBIE IIPOU3BOAT YISl peau3alliy OTPEOUTENSIM TOBAPHI WIN PEaTU3YIOT UX
HOTPEOUTENSIM TI0 JOTOBOPAaM KYIUTU-IIPOJAXKH, JIMOO BBIMOIHSIOT Ui HHUX MO
BO3ME3IHOMY JIOTOBOPY pa0OTHI MU OKA3bIBAIOT YCIYTH.

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

Cywecmeennvim A618emcs HeOOCMAMOK, KOTOPBIA JielaeT HEBO3MOXKHBIM
WIIM HEJOMYCTUMbBIM HCIOJIb30BaHUE TOBapa (paboThl, YCIyrd) 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 NEPHOJ, B TEUEHHE KOTOPOTO M3rOTOBUTENb MPHU-
HUMAeT Ha ceOsl MOBBINICHHBIC 0053aTEILCTBA MEPE]] IOTPEOUTEIIIMHU.

Ilpaso nompebumeneii na bezonachocms mosapos (pabom, yciye) — 03Ha-
4aeT, 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 MOTPEOUTEISL.

Ilpaso nompebumeneii. na ungopmayuio O3HAYAET, YTO TIOTPEOUTEIIO
JIOJDKHA OBITH MPENOCTaBICHA HEOOXOMMasl ¥ JOCTOBEpHas MH(pOpMAIUs 0 ToBa-
pax (ycmyrax, paborax), 00 M3roTOBUTENE (MCIIOTHHUTENE, MPOJABIE), a TAKKE O
HOPSIIKE TPUOOPETEHHSI TOBAPOB.

BrIBOABI

Cnpoc Ha yciayru, Kak ¥ Ha JI000# Apyroil ToBap, MpeiacTaBisieT co0oi
4acTh MOTPEOHOCTH B yCiIyre, 00eCIeYeHHYIO AEHEKHBIMH CPEJICTBAaMHU MOKYIIaTe-
JIeH, WK TUIaTeKecTocoOHyI0 MOTpeOHOCTh. CIpOC SBIISIETCS CBS3YIOIIMM 3BEHOM
MEXIy MPOU3BOACTBOM M MOTPEOJIEHHEM, 3TO OMpeAensieT HEOOXOTMMOCTh €ro
W3y4YeHUs, aHaJu3a W NPOTHO3UPOBAHMS B JEATEILHOCTH CEPBHCHOTO IPEIIpH-
stus. Crpoc Ha yeryTH GOPMHUPYETCS MO BO3ACHCTBHEM MHOTHX (aKTOPOB: 3KO-
HOMUYECKHX, COLHAIBHO-NOIUTHIECKUX, IEMOTpapHUIecKuX, KyIbTypHO-UCTOPHU-
YEeCKUX, MPUPOIHO-KIMMAaTHYECKNUX, BKIIOYash 00bEM J0XOJOB HACEJICHUS, YpO-
BEHb PBIHOYHBIX IIeH, reorpadnveckoe MOJOKEHHE PHIHKA YCIYT, TPaaAWUIUN 00-
pasa ’XHU3HH, 0COOEHHOCTH TOBeIeHMs moTpeduTeneil u T.1. [lpnopurerHoe 3Have-
HHE NpuoOpeTatoT GakTopsl, 00YCIOBIMBAIONINE YPOBEHb U TEH/ACHIUHU B pa3BH-
THH JOXOJOB HACEJICHHS, TAK KaK UMEHHO OHHM ()OPMHUPYIOT B KOHEYHOM HTOTE
TIATEKECTIOCOOHBIE BO3MOKHOCTH OTPEOUTEICH.

[ocTostHHOE M3yYeHME U OLICHKA CIIPOCa SBJISIOTCS KIIIOYEBBIMU AJIEMEHTa-
MH COBPEMEHHON IOJMTUKU NPEANPUATHS cepbl yCiIyr, MO3BOJISIOIIMMH pac-
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KPBITh TEPCICKTUBBI MPEIIPUHUMATEIBCKON NEATEIPHOCTH B cepe ycuyr, BbI-
OpaTh W O0OCHOBaTh CTPATETHUI0 MapKETHHTra, I(P(GEKTHBHO pEIIaTh CIOXKHBIC
KOHBIOHKTYPHbIE 3aIa4H.

CyliecTByeT ceMb OCHOBHBIX COCTABILIIOIIMX 00beMa NesTeIbHOCTH: JIFO/I-
CKHE PeCypcChl, 3/1aHus, 000pPYJOBaHUE, UHCTPYMCHTHI, Y4acTUEC MOTPEOUTENCH U
aJIbTePHATHBHBIC HCTOYHUKH 00beMa JeITelIbHOCTH.

Ha cepBHCHBIX NpennpUsTHsAX Jierde KOHTPOJIMPOBATH W PEryJIHPOBATh
MPEJIOKEHUE YCIIYT, 4eM cipoc Ha HuX. OIHAKO Jake BBICOKHH KOHTPOJIb HAJ
Npe/IOKEHHEM YCIIyT HE TapaHTHpPyeT aOCONIOTHOTO COOTBETCTBHS CIIpOCa U
npeiokeHus. [ yBeIMYeHUS] WM yMEHBILICHUS MPEUIOKESHUSI YCIYr MOXKHO
MPUMEHSTh Pa3IMYHbIC CTPATEIMH, HANPABICHHBIC HA COCTABJIAIONINEC KOMIIOHCH-
ThI 00bEMa JAEATEIEHOCTH.

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

— KYIUTH-TIPOIaXKH;

— UMYIIECTBEHHOTO HaiiMa, B TOM 4HCIIe OBITOBOTO MPOKATa;

— 0e3BO3ME3IHOTO T0JIb30BAHUSI UMYILECTBOM;

— HariMa (apeH/bI) KHUIJIOTO TTOMEIICHHS,

— TI0 PEMOHTY JXUIHUIIHOTO (OHIA, 00eCTedeHHnI0 paboThl MHKEHEPHOTO
000pyIOBaHUS;

— M0 OOCCMEYCHUI0 KOMMYHAIBHBIMU YCIyraMH, KOTOPBIC HANMOJaTeNb
00s13aH MMPEIOCTABUTD, IOCKOJIBbKY 3TO SIBIISETCS OJHUM W3 YCIOBHH OTOBOPA JKH-
JIUIIHOTO HaiiMa (apeHIbl);

— MOApsIIa, B TOM YHUCie OBITOBOTO 3aKa3a U aDOHEMEHTHOTO O0CITyKHBaHUS,

— MEePEBO3KH IPaXKIaH, UX 0araxa u rpy30B;

— KOMHCCHH;

— XpaHCHUS,

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

— Ha OTKPBITHE M BEJCHHE CYETOB KIMEHTOB-TPAXIAH, OCYILECTBICHHE
PACYETOB IO WX MOPYYCHUSIM, YCIYTH IO MPUEMY OT FPAXKAaH U XPAHCHUIO IICH-
HBIX OyMar ¥ ApYruxX LEHHOCTEW, OKa3aHHWEe UM KOHCYJIbTAlMOHHBIX YCIYT U JIPY-
TUX JOTOBOPOB.

KOHTpOJ’Ibele BOIIPOCHI

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

2. Omnpenenute OCHOBHbIE HOPMATUBHBIE JOKYMEHTBI, ONPEACISIOUE aesi-
TENBHOCTh IPEANIPUATHH B chepe yCIyT.

3. OxapakTepusyiiTe MpaBa MOTPEOUTENS MPU 3aKIIOYCHHU JOrOBOpa Ha
OKa3zaHue yCIyT.
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4. Onpenenure mpasa MoTpedUTENel Ha Ka4eCTBO TOBapoB (padoT, yciyr),
coryacHo 3akoHy P® «O 3amure npaB nmorpeourenein.

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

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

7. OxapaxrepusyiiTe mpasa norpedureneil Ha nadopmanuio.

8. Onpenenute 0COOCHHOCTH YIIPABJICHUS CIIPOCOM B cepe yCIyT.

9. OxapakTepu3yiHTe OCHOBHBIE KOMIIOHEHTHI 00BheMa AESITENLHOCTH Cep-
BUCHBIX MTPEANPHSTHH.

10. Onpenennte 0COOCHHOCTH YIIPABIICHUS MIPEIIOKEHHEM B chepe yCyT.

Tema 3. COBPEMEHHBIE TEHAEHIIUA
CEPBUCHOM JEATEJBHOCTH

1. Ponb yciiyru B MeXyHapOJHOH TOProBie.

2. OCHOBHBIE IPUYHMHBI OOIIETO YBEINYEHHS CIIpOca Ha YCIyTIH.

3. [IpuauHBI r100AM3aIAN CEPBHCA.

4. ®opmbl TI00ATH3AIMH TPOU3BOJICTBA YCIYT.

5. ®opMBl KOHIEHTPALMK NPOMU3BOJCTBA YCIYI: MHTErpauus, AuBepcudu-
KaIusi, KOHTJIOMepaIusl.

6. KommprotepHbIe HHPOPMAIMOHHBIE TEXHOJIOTHH B CEPBUCE.

Ueﬂb sanAamusl: U3y4uTb COBPEMCHHBLIC TCHACHIWU pPa3BUTUA CepBHCHOﬁ
JCATCIBHOCTH.

OcHOBHBIE IOHATHS H onpeaeJIeHus

Yeenuuenue cnpoca Ha yciayru oOBSACHSAETCS YETHIPHMSI OCHOBHBIMH IIPH-
YUHAMU: PACTYyIICH MOTPEOHOCTBIO B yCIyrax, JAC3HHTErpamnueil yciuyr, IpUBaTH-
3anueil rocy1apCcTBEHHOTO OOCTYKHBAHUS M MPOTPECCOM B KOMITBIOTEPHBIX U Te-
JIEKOMMYHUKAITHOHHBIX TEXHOJIOTHSIX.

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 KOMImanuu, umeromnue ¢uma-
eI B IBYX W Oojiee CTpaHax HE3aBUCHUMO OT IOPHIWYECKOW (HOPMBI W ChEepbhl
XO3SIMCTBOBAHHUS M OCYIIECTRIISIFOIINEC KOOPAMHAIMIO UX JICSITCIBHOCTH.

Dxrnexmuueckas meopus MHTEPHAIOHAIFHOTO TIPOM3BOJICTBA aHTITUHCKOTO
skoHomucta JIk. Jlanauara IeKUT B ocHOBe hopmupoBanus THK. Ona Ha3piBaeT-
Csl DKJIEKTUYECKOM, TaK KaK COCTOMT M3 TPEX DJICMCHTOB: OJIUTOMOJHUCTUYCCKHUX
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MPEUMYIIECTB (PUPMBI, TPCHUMYIICCTB JIOKATU3AIMKA (HCIOIh30BAHUS MECTHBIX
PECYPCOB H YCIIOBHI) U IPEUMYIIIECTB HHTECPHATH3AINH.

Hnmeepayus — 310 00bEAMHEHHWE TEXHOJOTHYECKH OJHOPOJHBIX MPOHU3-
BOACTB (TOPU30HTANbHAS WHTETpAIs) WIH MPOU3BOJACTB, 00pa3yIONIUX CIUHYIO
TEXHOJIOTHYECKYIO LIETIOYKY, HAYUHAS OT OOPaOOTKHU CHIPhSl M 3aKaHYHMBAsI BBITYC-
KOM TOTOBBIX MPOAYKTOB (BEpTHKAIbHAS HHTETPALIHS).

Jusepcughuxayusi — hopMa KOHIEHTPALMH IPOU3BOICTBA, KOTOPAst B OTINYHE OT
UHTErpald TPEAToiaracT 00beAMHCHUE (DYHKIMOHATBHO U TEXHOJOTHYECKU Pa3HO-
POHBIX HPEAIPHUSITHIA, KOTOPbIE MPUHAIISKAT K OJIM3KUM, POJICTBEHHBIM OTPACIISIM.

Konenomepayus — popma KOHIEHTpALUU OPOU3BOJCTBA, MPEANOIAraroast
00BbETMHEHUE TTOJT €AUHBIM (DMHAHCOBBIM KOHTPOJIEM MPEIIPUSATHIA, HS HMCIOIINX
MPOU3BOJICTBCHHBIX CBS3CH M MPHHAICKAIINX HE TOJIBKO K Pa3HBIM BHIAM IPO-
M3BOJICTBA, HO M K Pa3IMYHBIM chpepaM 3IKOHOMHKH.

BrIBOABI

OCHOBHBIMHU BHJaMH YCIIYT, OPEIYCMOTPEHHBIX [UIS MEXITyHAPOIHOIO 00-
MEHa TOBapaMH M YCIyraMH, SBJSIFOTCS TPAHCHOPTHPOBKA, TEICKOMMYHHKAIIUH,
CTpaxoBaHMe, IOPUANIECKOE M OAHKOBCKOE 00CITYy)KHBaHHE.

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

B ocHoBe mporiecca KOHIEHTpaIuK B cepe YCIyT JeKaT Te K MPHIUHBL, YTO U
B IPYTHX OTPACILIX 3KOHOMUKH, TIpex/ie Beero 3(ekT Macirada mporu3BOICTRA.

HoBble TEXHOIOTMU PaJINKAIBLHO U3MEHSIOT METO/IbI BEIeHHsI Ou3Heca B Op-
TaHMU3ALUAX, 3aHAMAIOIIUXCS OOCHyXHBaHHWEM mnoTpeourenci. OIHUM U3 TaKHX
MOIIHBIX HUMITYJIBCOB CETOJHS SIBIIICTCS MHTETPALUS KOMITBIOTCPHON TEXHUKH U
CPE/ICTB TEIIEKOMMYHHUKANMH. TEeXHOJNIOrMYECKUI MPOrpecc OKa3bIBaeT BIHMSHUE U
Ha MHOTHE APYrHe BHIbI 00CITY)XKHBAHHUS — OT BO3AYIIHBIX IIEPEBO30K 10 PO3HHY-
HOW TOproBiuu. Co3JaHWE HOBBIX HJIM YCOBEPIICHCTBOBAHHBIX CHCTEM CEpBHCA
MO3BOJISIET CYILIECTBEHHO W3MEHSTh TAKHE OIepalliy, KaKk IPUEeM 3aKa30B, OCYIIe-
CTBJICHHE TUIATE)KEH; 3aMEHSATh MOHOTOHHYIO paboTy MaliMHaMu U B OoJblIeH
CTCIICHU BOBJICKATh MOTPEOUTENEH B NEATCILHOCTh CEPBUCHOTO MPEANPUITHS Y-
TEM BHEJPEHHS CHCTEM CaMOO0OCITyKIBaHHS.

dopmupyromascs cUcTeMa pacrpeieieHusl NPOAYKTa CEPBUCHOTO Ipel-
MPUATHUS BBITOJHO OTJIMYACTCS OT BCEX NpeAmecTByromux. OHa HAPSIMYIO CBs3a-
JIa KOHCYHBIX IMMOTPEOUTENCH C MOCTABIIMKAMU YCIYT, U B 3TOM COCTOST IJIaBHAsI €¢
ocobenHocTh M cuia. Cerosnsi IHTEpHET yxKe COCTaBHJI PealibHy0 KOHKYPEHIIUIO
TPaIUIMOHHBIM KaHajlaM cOBITa, MPEAMOIAraloNuM HATUINE TOCPEIHUKOB B OT-
HOIICHUSAX MTOTPEOUTEINCH C TIPOU3BOTUTCIISIMHI.
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KoHTpoabHBIE BONPOCHI

1. Onpenenute OCHOBHBIE IPUYHHBI OOIIETO YBEIMUCHUSI CIIPOCa Ha YCITYTH.

2. IIpoananu3upyiite OCHOBHBIC TEOpUH (OPMHUPOBAHUS TPAaHCHAIHOHAIb-
HBIX KOMIIaHHH B cepe ycmyT.

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

4. PaccMoTpuTe OCHOBHBIC ()OPMBI KOHIICHTPALIUU MPOU3BOJCTBA B cdepe
ycnyr. [lpuBeauTte mpuMepbl KOHIIEHTPAIIUH, HHTETPALUN U TUBCPCUPUKAIIMH KaK
(hopMBI KOHIICHTPAIMH IPOU3BOICTBA ycIyT B Poccuu.

5. IlpoBenute aHanu3 ucrnons3oBanus MHTepHeTa B chepe yciuyr.

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

7. Onpenenute 0COOEHHOCTH Pa3BUTHUS CEPBUCHOM NIesATENHPHOCTH B Poccun.

Tema 4. BUIbI CEPBUCHOM JEATEJBHOCTH

1. [Ipupona u cynrHoCTh yeryr. Kinaccudukamus yciyr.

2. TeppHuTopualbHble aCMIEKThl Pa3BUTUS PhIHKA yCIyT. 3aKoH Peitnu.
3. XKu3HEeHHBIH [UKIT YCIYyT.

4. Buasl cepBuca o BpEMEHHU €r0 OCYILECTBIICHUS.

5. ®dupmenHsblii cepruc. [IpenmyniecTBa GUPMEHHOTO CepBUCA.

6. Bugpl cepBuca 10 COJCPIKAHUIO PaOOT.

7. OCHOBHBIE TOAXO/BI K OCYILIECTBICHHUIO CEPBUCA.

HEJZb 3anAamus. N3Yy4UTb OCHOBHBIC BUJIbI CepBPICHOﬁ JACATCIBHOCTH, OIIpEC-
JCINTH 0COOCHHOCTH JKM3HEHHOI'O IIHMKJa yCiIyr, MnpoaHaJIU3UpPOBATH OCHOBHBIC
IMOAXOAbI K OCYIICCTBIICHUIO CEPBHUCA

OcHOBHBIE IOHATHS U onpeaeacHus

Yenyea — 310 pe3ynbTaT HEMMOCPEACTBCHHOTO B3aUMOJICHCTBHS MCIIOHUTE-
JIsL ¥ IOTPEOUTENIS, a TAKKE COOCTBCHHOM JEATECIFHOCTH UCIIONHUTENS MO YOBJIC-
TBOPCHUIO MMOTPEOHOCTHU MOTPEOUTEIIS.

Mamepuanvhas ycnyea — yciyra TO YIOBIETBOPEHHIO MaTe€pHAILHO-
OBITOBBIX MTOTPEOHOCTEH MOTPEOUTEINS YCIYT.

CoyuanbHo-KynbmypHas yciyea — yciyra 1o yIOBIETBOPEHHIO TyXOBHBIX,
MHTEJUICKTYaIbHBIX MOTPEOHOCTEH M MOJJIePKAHHIO HOPMAJIBHOU KHU3HEACATEIb-
HOCTH TTOTPEOUTEIIS.

Tonesnvimu ceoticmeamu yCITyTy BBICTYIAIOT €€ OObEKTHBHBIE XapaKTePUCTHKH,
KOTOpBIE MPOSIBJISIOTCS IIPY €€ TIOTPEOJICHHH, OTBEYAIOT 3alpOcaM U HYXKIaM MOTpeOu-
TeNel, a TaKkkKe TrocyJapCTBEHHO-HOPMATHBHBIM IPABOBBIM KpPHTEPHUSM. Pasnmuyaror
npouU3B00CHEEHHbIE, (DYHKYUOHATbHBIC U NOMPEOUmMebCKUe CBOUCTBA YCITYTH.
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Cybwvexmpl pvlHKA yciye NOBOJAT, NOCTABISIOT M IMPHCIOCAOIUBAIOT IS
notpeOieHus (MHANBUIYaTbHOTO M IPOU3BOIACTBEHHOT0) MaTepHaIbHbIC U TyXOB-
HBIe OJara, oOCITyXKMBAlOT ATOT TPOIECC, CO3MAIOT YCIOBHS IS PACIIMPSHHOTO
BOCTIPOM3BOJICTBA Pa0OYeH CHIIBI, COXPAHEHHUS 3[J0POBbS, MHTEIUICKTYaTbHOTO U
(hHM3MUecKOro Pa3BUTHS YJICHOB OOIIECTRA.

Obvexmom SKOHOMAYIECKOTO BO3/IEHCTBHS PBHIHKA YCIIYT SBISIFOTCS TOTOBEIE
W3NS, ChIpble MaTepHallbl M CHIIBI TIPUPOJBI, pa3HOOOpa3HbIe MOMEHTHI 00IIe-
CTBCHHOTO OBITHSL.

Ocnosnas udes 3akona Peiiiu cOCTOUT B TOM, YTO C POCTOM YHCIIA XKHUTEINCH
ropojia yBEeJIMYUBACTCS YUCIIO MOCTOPOHHUX MOKymHaresei. B kauecTBe MHAMKATO-
pa CWJIBI MPUTSHKEHUS PACCMATPUBACTCA TPU ITOM OOOPOT MECTHOW TOPIOBIIH,
KOTOPBIi IPUHUMACTCS KaK MPOTOPIHOHANBHBIA KOJIMYECTBY HACCIICHHUS.

JKusnennwlii yuxn yciayau MOXKeT OBITh TIPEICTABIICH KaK ONpeesieHHas 0-
CIIeZIOBATENIFHOCTh CTAIMiA CYIIECTBOBAHMS €0 Ha PHIHKE, NMEIOIasl OIpeIeIeH-
HBIE paMKd. J[MHAMWKa KU3HHU YCIYTH IOKa3bIBa€T 00BEM MPOJAaX B KaKAOE OIl-
peneneHHoe BpeMs CYIIeCTBOBAHHUS CIIpoca Ha HeE.

Cepguchas noaumuka OXBaTbIBAET CUCTEMY JACHCTBHIA W pENICHHM, CBSI3aH-
HBIX ¢ ((OPMHPOBAHHUEM Y MOTPEOUTENS 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 M3JENUS IS MIPEICTABIIC-
HUS TOTCHIMAIBHOMY WIH peallbHOMY MOKymatento. [IpennponaxHblii cepBUC
Bceraa OecIIaTeH.

IHocnenpooasicuwiii cepsuc pennonaaracT 00CIyKHUBaHUE TOBapa MOCIE ero
npoaaxu. [locnenponaxHbiii cepBUC BCEra IIaTHBIH.

Texnuueckoe obcnyscu8anye — 3T0 PaCIINPEHHBIA BapHUAHT ITOCIEIPOIAKHOTO
OOCITy)KUBaHHS, BKIIOYAIOMINI COBOKYIHOCTh BCEX SJIEMEHTOB, HEOOXOIMMBIX IUIS
obecrieueHust 3(pHEKTHBHOTO TEXOOCTy>KUBAHUSI CUCTEMBI 000pPYIOBaHMS B TIPHEMIIC-
MBIX 9KOHOMHYECKHX YCIIOBHUSX, HA BCEX YPOBHSX BBIITOJTHEHUS] PEMOHTHBIX paboT U B
TEYCHHE BCETO TPEIYCMOTPEHHOTO IEPHO/A JKU3HU ITOH CHCTEMBIL.

Tapanmuiinoe obcryscusanite OCYIIECTBISIETCS B paMKax JIOKYMEHTAIBHOTO T10-
pyunTeNbeTBa (TapaHTH) (DUPMBEIPOU3BOATENS TOBapa 32 BBHIIOIHCHUE CIO B rapaH-
THIHBIA CPOK 00S13aTEIIHCTB TI0 0OCITY>KUBAHHIO MOKYIIATENCH, MPHOOPETIINX STOT TOBAp.

QupmenHblil cepsuc MOKHO ONPEIICIUTh KaK CHCTEMY B3aUMOOTHOIIICHHUN Me-
JKJIy M3TOTOBHUTENIEM M MOTPEOUTENEM MPOMBIIUICHHON MPOIYKIMH, XapaKTepU3YHO-
IYIOCS] HEMOCPEACTBCHHBIM yYacTHEM M3TOTOBHUTENS B obOecriedeHnr d(PEKTUBHOTO
WCTIOJB30BAaHMS M3JIEIHS Ha MPOTSDKEHWH BCETO JKU3HEHHOTO IMKIA. B ocHOBe 3TO#
CHCTEMBI JIKUT OTBETCTBEHHOCTh W3TOTOBUTENS 32 OpPraHHM3AIMIO OOCTY>KHMBaHHS
BBITYIIEHHOTO UM HM3IEIIS B TEYEHHUE BCETO CPOKA CITY>KOBI 3TOTO M3IEIHIS.

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

Hon gopmoii obcryscusanus ciaenyer MOHUMATH OINpPENETCHHBIH crocod
IPENOCTaBICHUs YCIyr 3aKa3uuky. [IporpeccuBHbIe (HOPMBI 00CITYKHBaHUS TIPH-
3BaHbl NPUOJMKATH YCIYry K IOTPEOMTEII0, COKpallias TeM CaMbIM BpeMsl Ha ee
HOJIy4eHHE U CO3l1aBasi MaKCUMaJbHbIe yI00CTBa 1S HETo.

BrIBOABI

IIpexne Bcero, HEOOXOMUMO pa3ACNATh OOBIICHHOE W HAyYHOE MPEICTaB-
neHue o0 ycimyre. B obuxojie MOHATHE «ycIyra» YIMOTpeOJIeTcs B CaMOM IIIHPO-
KOM CMBICJIC: CIIeNIaTh KOMY-THOO TOJIE3HOE, 0Ka3aTh MOMOIIIb, IPEAOCTABUTh ObI-
TOBBIE yI00CTBa. UTO KacaeTcs HAYIHOH TPAKTOBKH ATOW KaTETrOpUH, TO, MPEXKIE
BCEro, MMEIOT BBHJY €€ KIIIOYCBOC 3HAYCHUE B MCTOJKOBAHUM CYIIHOCTH O0CITY-
JKUBAHMSA KaK OOIMIECTBEHHO OPTaHU30BaHHOTO 3KOHOMUYECKOTO IPOoIecca.

Ion ycryeou moHuMaeTcs: rpymma HeMaTepHajbHBIX OJiar, MperocTaBlisie-
MBIX B TIpOIlecCe KaKOTO-THOO IEHCTBHA, XapaKTePU3YIOIINXCS HEOCA3aeMOCTHIO,
HEOTIEIMMOCTbIO OT HUCTOYHHKA, HEMOCTOSHCTBOM KauecTBa, HEBO3MO>KHOCTHIO
XpaHEHHS ¥ TPAHCIIOPTHPOBKH.

Yemyru MOryT OBITh KBATH(UITUPOBAHBI ITO0 YSTHIPEM KATETOPHSIM:

1) Bo3melicTBHE Ha TENO YeloBeKa — Ocsi3aeMble JIEHCTBUS, HAMPaBIIsEMbIC
HA OpTaHbl MOKYMATEIs;

2) BO3AEHCTBHE Ha MMYIIECTBO YeJOBEKa — OCSI3aeMbIe NEeHCTBUS, HAIIPaB-
JICHHBIC MaTEPHAJIbHBIC AKTUBBI TOKYIIATEIIS;

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

4) o0OpaboTka mH(pOpMAIK — HEOCs3aeMbIC JCHCTBHS, HANpPAaBICHHBIC HA
HEOCsA3aeMbIe aKTHUBEI ITOKYTIATENS.

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

TapanTtuitHoe 00513aTENBCTBO MPU3BAHO MTOATBEPIUTD MTOKYIATEIIO YCIOBUS
Ka4eCTBEHHOTO IOCIEIPOJIAYKHOTO OOCITYy)KUBaHUsSI MPHOOPETEHHOTO TOBapa CO
CTOPOHBI IPOU3BOIHUTEIS.

IIpou3BoACTBO WJIM OKa3aHUE YCIYT C JaBHUX BPEMEH COCTABJISUIO CYILECT-
BEHHYIO YacCTh XO3SHCTBCHHOW MEATENBHOCTH HYEJIOBEKa W €ro COIMalIbHO-
0OIIeCTBCHHOM K M3HHU. VIMEHHO HaIM4YUE YCIYr KaK COLUATBHO-OOIIECTBEHHOTO
MHCTUTYTA, KaK ()OPMBI B3aNMOOTHOIICHUS JIIOJCH W, HAKOHEI], KaK aKTa I00poit
BOJIM KOHKPETHOT'O YEJIOBEKA SBISCTCA aTPHOYTOM YEIOBEYECKOro OOIIeCTBA U
ObITHI. MOXHO yTBEP)KIaTh, YTO MMEHHO YCIYTH OTPaKAIOT M BOILIOMIAIOT B cebe
YPOBEHBb Pa3BUTHS OOIIECCTBA M HE TOJNBKO €0 MPOU3BOIUTCIBHBIX CHII, HO U Y-
XOBHOTO, HPaBCTBEHHOTO COCTOSHHS.
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KoHTpoabHBIE BONPOCHI

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

2. IIpoananu3upyiite neiictBue 3akoHa Peitnmu B Bamem peruose (ropojze,
patione).

3. PaccmoTpuTe OCHOBHBIE MPEeApHATHS cephl yCIyr Ballero ropoja Io
CIIEIYIOIINM XapaKTepUCTHKAM: MECTOPACIIONOKECHNE, IPEIOCTaBIsIeMbIe YCIIyTH,
ICHA Ha YCIIyT'H, KaTeropust OTpeOnuTeINeH.

4. Onpenennute OCHOBHBIE ITAIbl KMU3HEHHOTO IHKJIA OCHOBHOHM YCIYTH.
IIpusenure npumep.

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

6. OxapakTepu3yiTe 2JIEMEHTHI IPEANPOTAKHOTO CepBHUCa.

7. OxapakTepu3yHTe JIEMEHTBI ITOCIENPOIaXKHOTO CEpBHUCA.

8. Onpenenute OCHOBHBIEC MMPEUMYIIIECTBA PUPMEHHOTO CEpBHUCA.

Tema 5. KYJIBTYPA CEPBUCA U EE COCTABJISIIOIIINE

1. Ilcuxonoruyeckuit aCeKT KyJbTyphl CEPBHUCA.

2. DTudeckuil acleKT KyJIbTypbl CEpBHCA.

3. DCTETHYECKHUI acTIeKT KyJIbTYPhI CEPBHCA.

4. ITHHOBaIIMOHHBIH aCHEKT KyJIbTYpPhl CEPBUCA.

5. MeToanka OIEHKH KyJIbTYPbI CEpPBUCA HA TPEIIPHUATUAX CHEPBI yCIyT.

L[€]lb 3anAmus: N3y9UTb OCHOBHBIC KOMIIOHCHTBI KYJbTYPhI CEPBHUCA, a TaK
K€ MCTOJUKY X OLCHKU HAa NPCANPUATUAX C(l)epbl YCIyT.

OcHOBHBIE TOHATHS H onpeaeJIeHusd

Kynemypa cepsuca — 3710 cTeneHb COBEPIICHCTBA poLecca 00CTyKUBaHHS
HACEJICHUS B IICHXOJIOTHYECKOM, STHYECKOM, SCTCTHYECKOM, OpPTraHU3aIlOHHO-
TEXHOJIOTUYECKOM U APYTUX aCMEeKTax.

Tcuxonoeuueckuti KOMROHEHM KYIbMYPbl 0OCAVHCUBAHUA — ITO YPOBEHD
Pa3BUTHS ICUXOJIOTUYECKUX 3HAHUH, HABBIKOB U YMCHUI PaOOTHUKOB CepBHUCA IS
ydeTa MHIUBUAYAIBHO — ICHXOJOTHYECKINX OCOOCHHOCTEH KIMEHTOB C IEJIBIO BBI-
0opa HaWTy4IleH TAKTUKA UX 00CITYKUBAHUS.

Tcuxonozus cepsuca — 31O CTiCTIHAIIGHAS OTPACIh TICUXOJIOTMYECKON HAyKH, H3Y-
YaroIasi 0COOCHHOCTH U POJTb TICUXUYECKHX SIBJICHUH B 0OCITY>KHBAFOLICH ACSTeIEHOCTH
PabOTHUKOB KOHTaKTHOM 30HBI X TOTPEOUTENBCKOI IEITENFHOCTH KIMEHTOB.

Omuueckutl KOMNOHEHM KYIbmypbl CePEUCHO20 OOCIYHCUBAHUSL — ITO YPO-
BEHb DTHYECKHUX 3HAHWH, MOPAIBHBIX MPUHIHUIIOB, HPABCTBEHHBIX HABBIKOB, IPO-
SIBIISTIOIIHUXCS B JICSITEIPHOCTA PAOOTHHKOB CEPBUCA MPU 0OCIYKHUBAHUU KIIHUCHTOB.
OTtudeckas KyJlbTypa CepBHCAa HAXOIHT KOHKPETHOE BBIPAXCHHE B aKTHBHOM BO-
TUTOIIEHUH [IEHHOCTEH MOPAJIX U ATHKH BO B3aWMOOTHOIIECHHUSIX PAOOTHUKOB TIPEN-
MPUSTHI CepBHUCA C KIIMEHTaMHU.
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Dememuueckuti KOMROHEHM KYJIbMYpbl 00CIYICUBAHUSL — ITO YPOBEHb pa3-
BUTHSI ¥ MCIIOJIH30BAHUS ICTCTHUCCKUX LICHHOCTCH PabOTHUKAMH CEpPBHCA B MPO-
Hecce JeSTeNIbHOCTH 10 00CITYKHBaHHIO KJIMEHTOB.

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

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

Omukem — 3TO COBOKYIHOCTh IMPAaBHJ IIOBEJICHHUS, XapaKTEPH3YIOIIUX
BHEIITHEE MPOSBICHUAC OTHOIICHUS K JIFOJISIM.

Mon opeanuzayuoHHO-mexHoL02UecKol KyIbmypol cepeucd TMOHUMAETCs
CTEIICHb YIOPSII0YCHHOCTH MpoIecca 00CTyKUBAHUS KIMCHTOB.

Hnnosayuonnwvlii KOMROHEHM KYIbIMYypPbl CEPEUCA — 3TO YPOBEHb PA3BUTHUS U
UCIIOJIb30BaHUsI MHHOBAIUI B MpoOIecce 00CTYKUBAHUS.

Hoeas yciyea — 310 Ta, KOTOpast BIEPBbIE MOSBUIACH B IJAHHON MECTHOCTH H TIO
CBOHM XapaKTEPUCTHKAM IPEBOCXO/IHUT JAPYIUAC YCIAYTH aHAJIOTHYHOTO HA3HAYCHHSL.

Tlon ghopmoui obcayscusanus cieayer MOHUMATh OMPEIEICHHBIN CIOco0
MPEJOCTABICHHS YCIYT 3aKa34HKY.

BrIBOABI

JlJis MOHMMAaHWS TOBEICHUS YEJOBEKAa, BBICTYMAIOIICTO B POJU KIIMCHTA,
pabOTHHKY CepBHCA HYKHO 3HATh HE TOJBKO MPUHIIMIIBI OOILEH MCUXOJIOTHH, HO U
3HATh M, YTO BEChbMa BAXKHO, YMEIIO MPHUMCHITh HA MPAKTHKE MCUXOJIOTUICCKUE
MIPUHIIMITEI TIpotiecca 00CTyKUBAHUS TIOTPEOUTEISL.

IIpodeccronanbHas dTHKA TpeciaeayeT neiab cPopMUpOBaTh Y paOOTHUKOB
MOHSATHE CBOETO MPO(ECCHOHAIBHOTO J0JITa U YECTH, IIPUBUTH HABBIKUA KYJIBTYPHI
00I1IeHNs1, KaK C KITUEHTaMH, TaK U CO CBOMMH KOJUIETaMH.

B ocrtpoii KOHKYypeHTHO# OOpbOE Ha PBHIHKE YCIyr MOOCOUT MMEHHO TO
OpeAnpusITHE, HA KOTOPOM CO3lIaHbl BCe HEOOXOMUMBIC YCIOBHS JUIS BBICOKOW
KYJIBTYPBI OOCITY>KUBAHHUSL.

KynbTypy 00ciayKMBaHuUs MO MPaBy MOXKHO OTHECTU K BaKHEHIIUM KpUTeE-
pHUSM IEATETBHOCTH JFO00TO Hpeanpustus. IMeHHO ypOBEHb OOCITY>KUBAHHSI OII-
pelernsieT CTeneHb BDKUBAEMOCTH (DUPMBI B YCIIOBHAX pbIHKA. [l03TOMY JH06OMY
CEPBUCHOMY TIPSATIPUATUIO HEOOXOIMMO HAYYHTHCS Oojice 3PPEKTHBHO UCIIONb-
30BaTh YKOHOMHUYECKHE, OPTraHU3aIMOHHbIE M MPABOBBIC PhIYard BO3/ICHCTBUS Ha
nporecc (GopMupoBaHus, 0OECICUCHUS U MOICPKAHUS HEOOXOIUMOIO YPOBHS
KauyecTBa Ha BCEX CTAMAX JKU3HEHHOTO IMKJIA yciayrd. Takke BaKHO H3y4HTh
Ka4eCTBO OOCIYKHMBAaHHUS C TOYKH 3PCHHS KIMCHTA, TAaK KAK UMCHHO OH SIBJISICTCS
OCHOBHBIM TOTPEOUTENEM YCIIyTH M AT el OLEHKY, OT KOTOPO# 3aBHUCHUT Hajib-
Helimee (yHKIIMOHUPOBAHUE MPEIPUATHUS B LIETIOM.

PykoBOJCTBO 1 nepcoHan GUPMbI TOJDKHBI IOHUMATh, YTO COOJIIO/ICHHE Ta-
KHX TOKa3aTejei Kak KylIbTypa OOLICHHWs, KYJIbTypa pedd, MU3AiiH MOMEIICHUS,
UMUK PA0OTHHKA, COOTIOICHNE ITUYECKUX HOPM SIBIISIETCS] BKHEHIIIMM 3aJ7I0TOM
YCIEIIHOTO (PYHKIIHOHUPOBAHUS TPEATIPUITUS CEPBUCA U TYPU3MA.
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KoHTpoabHBIE BONPOCHI

1. JlaiiTe onpeneneHre MOHATUIO «KYJIbTypa CEPBHCA.

2. PackpoiiTe MeTOIMKY OIIEHKH YPOBHS KYJIbTYPHI CEpBHCA.

3. OnpenenuTe CyITHOCTh HHHOBAIMOHHOTO ACTIEKTa KYJIBTYPHI CEPBUCHOTO
00CTy)KUBaHUS.

4. OxapakTepu3yiTe mporpeccuBHbIE (POPMBI OOCITY)KUBAHHUS.

5. OnpezenuTe CyIIHOCTD NCHXOJIOTHYECKOTO aCleKTa KyJIbTYphl CEpBHCA.

6. PackpoliTe IICMXO0JIOTHIO IpoLiecca 00CITyKUBaHKSI IIPU COBEPIICHUHN 3aKa3a.

7. OxapakTepu3yiTe Tanbl COBEPILCHUS 3aKa3a KINEHTOM.

8. OnpezpenuTe CyIIHOCTh ITHYECKOT0 acleKTa KyJIbTyphl CepBHUCA.

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

10. Ompenenute CynTHOCTh CTETHYECKOTO aCIeKTa KyJIbTyphl CepBHUCa.

11. Onpenenure 3cTeTHYECKE TPeOOBaHHS K MHTEPbEPY MPEATIPUSITHI CepBHUCA.

Tema 6. OBECIIEYEHUE KAYECTBA
CEPBUCHOMU JEATEJBHOCTH

1. Hennoctp yciryru. Mojienb LIEHHOCTH YCIIYyTH.
2. OnpezeneHue MOHATHUS «KAY€CTBO YCIYTH.
3. Mogenb kauecTBa yCIyTH.

4. Kputepuu olieHKH Ka4ecTBa 00CTyKHBaHUSI.

Lenv 3anAmMuA: U3yIUTh IPHYUHBI U (PAKTOPHI KAYECTBEHHOTO OOCITyKHBa-
HUS, IPOAHAIN3HUPOBATH COBPEMEHHBIE METO/IBI OIIEHKN Ka4eCTBa 00CTyKHBaHUS.

OcHOBHBbIE IOHSATHS U onmpeaeJeHusd

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

Kauecmso — 3TO XapaKTepuCTHKa, ONpeIessionias CIOCOOHOCTh TOBapa
WIH YCIYTH yIOBICTBOPHUTH MOTPEOHOCTh WM 00CCIICYHUTh TOKYIATEIIS BBITOJIOM.

YpoBHU KauecTBa 00CITYKUBAHUS:

1. Kpumunanvrnoe kawecmeo — KadeCTBO, 3aCTaBIIONIEe KIMEHTa TPeOo-
BaTh KAJIIOOHYIO KHUTY, H HABEPHSIKA OTTOJIKHET €ro OT MOBTOPHOTO 0OpameHusl.

2. Hopmamusnoe xauecmeo — MAHAMAIBHBIN YPOBEHb OOCITY)KUBAHWS, OTIPEIe-
JISIETCSI OTPACIIEBBIMU HOPMATHBAMH M 3aKOHaMH OOIIIECTBA, B KOTOPOM BBI JKHMBETE.

3. Qupmennoe Kayecmso — YpOBEHb OOCITYKUBaHU, KOTOPHII JeKIapupy-
eTcs GUPMOI M KOTOPBIN KIIMEHT OKUAAET IOIYYUTh B COOTBETCTBUH CO CBOMMH
MPEJICTABICHUSIMU O KYJIbType B 3TOW (hupme. B yCIOBHSIX HKECTKON KOHKYPECHIIUU
(bupMeHHOE Ka4eCcTBO HEPEKO MPEBHIILIACT HOPMATUBHOE.
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4. Obcnyscusanue dKCmMpa-Kiacca — KadecTBO OOCIYKHUBAHHS, JTOCTHIKH-
MO€ Ha OCHOBE BCEHW KOPHOpPATHBHOW KYJbTYphl pupMbl. KITMeHT mpu 3TOM TOJTY-
4aeT IepCOHAIBHOE 00CITy)KUBaHHUE, IPEBOCXOISAINEE €TI0 OXKHIIAHMS.

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

BrIBOABI

IIpeanarast yciiyru BbICOKOTO KayecTBa, JaK€ 3a CUET M3ACPKEK, MHOTHE
MPEeaNPUITHS. UHIYCTPUU TOCTENPUUMCTBA MOJY4YalOT YCTOHYMBOE KOHKYPEHTHOE
MPEUMYIIECTBO 3a CUYCT yBEIMYCHHsS yCIyr. [IpUBEpKEHHOCTh MOTpeOHTENeH —
9TO, HABEPHOE, CAMBIH JIYUIINH MTOKa3aTebh KauecTBa, KOTOPBIA OTpaXkaeT crioco0-
HOCTB OpTaHHU3alNHN YICP)KUBATh CBOMX NOTPEOUTEICH.

B ocHoBanmm Mopnenu obOecredeHHs KaueCTBEHHOTO OOCITy)XHBaHUS Ha
NPEINPUATHAX MHIYCTPUH TOCTETIPUIMCTBA JIEKHUT 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 BOCIIPHUSITUEM YCIIYTH MOCIHE €€ MOTyUYeHUSI.

KoHTpoabHBIE BONPOCHI

1. KpaTko onummre MoJenb LIEHHOCTH yCIyTH.

2. Yro siBsieTcst LEHHOCTHIO B yciyre? [louemy 310 cyObeKTHBHOE TOHSATHE?

3. OOBsICHUTE, KaKyI0 POJIb UTPACT BpEMs B CO3TaHUN IIEHHOCTH yCIyT?

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

5. OnummTe OCHOBHBIE KPUTEPUH KAaueCTBA YCIIYT.

6. OnmmuTe MOIeNh KauecTBa YOIy (MOJIETh PACXOXKICHUN).

7. IlouemMy Ba)XKHO BOCCTAHOBJIEHHE YCJIYT M KaK OPraHU3alusl MOXKET IOJ-
TOTOBHUTHCS K HEya4aM B ITPEAOCTABICHUN YCIyT?

8. [Touemy opraHuzarust JOJDKHA TapaHTUPOBATH CBOIO yCIyry?

9. Onmimre xputepun 3OHEKTUBHBIX TAPAHTHH YCITYTH.

Tema 7. C1YKBA CEPBUCA U EE ®YHKIINU

1. CepBucHast OpraHu3anusi Kak CHcTeMa.
2. OcHOBHBIE (hOPMBI OPTAaHNU3ANNN CEPBUCHOTO OOCITYKHUBAHUSI.
3. DTamnbl CTaHOBJICHHS CITYKOBI CEpBHCA.

Lenv 3anamus: N3y9nUTh CEPBUCHYIO OPTaHHM3aLMUIO KaK CHUCTEMY, IIpOaHa-
JU3UPOBATH OCHOBHEIC (DOPMBI OPTaHU3AIMH CEPBUCHOTO O0CITYKUBAHHS.
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OcHOBHBIE TIOHATHS H onpeaeJIeHus

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

«Bvix00» cucmemer yripaBIeHHUsI CEPBUCHBIM TNPEINPUATHEM — BBIITyCKae-
Masi CEpBUCHBIM TIPENIIPUATHEM yciryra. [ 1aBHOE TpeOoBaHME K «BBIXOIy» — obec-
MCYCHUE KOHKYPEHTOCIIOCOOHOCTH TOBAPOB HA PHIHKE M JOCTIIKCHHE 32 CUET ITO-
r0 NPUOBUTEHOCTH (PYHKIIMOHUPOBAHUS TPEATIPUSITHS.

K «6x00y» cucmemvi ynpaBieHus CEpPBUCHBIM MPEANPUITHEM OTHOCHTCS BCe,
YTO MOJyYaeT KOMIAHHUS JUIs TIPOM3BOJICTBA YCIIYT: CBIPhE, MATCPHANBI, KOMILICKTYO-
TIME U3JICITHS, DHEPTUsl, HHPOpMALHsl, HOBOE 000pYI0BaHUE, KAIPbI, TOKYMCHTBI.

K xomnonenmam «obpamnoii ceszuy cucmemvl yIpaBIeHUs CEPBUCHBIM TIpe.I-
TPUSITHEM OTHOCSITCSI TPEOOBAHUSI, PEKIaMalliy KIMEHTOB, BO3HUKIINE B CBS3HU C He-
YIIOBJIETBOPHUTEIHHBIM Ka4eCTBOM TOBAapOB, HHHOBAIIMAMH U JPYTUMH (aKTOPaMH.

K xomnonenmam emnewneii cpedsbi CEpBHCHOTO TPEANIPUATHS OTHOCATCS
Makpocpena, HHPPACTPYKTypa W MHUKPOCpEa, OKa3bIBAIOIINE MPSMOE WIH KOC-
BEHHOE BIIMSIHHE Ha KOHKYPEHTOCIOCOOHOCTh, d()D(PEKTUBHOCTh M YCTOWYHUBOCTH
PpaboThl KOMITAHHH.

Ioocucmema OCHOBHO2O NPOU3BOOCMBEHHO20 NPOYECCa OOCTYHCUBAHUSA
BKITIOYAEeT B ce0s:

— TPOIIECC MPEAOCTABICHUS YCIIYT JIMOO B IMPUCYTCTBHU HOTPECOUTEIIS, JIU-
00 B €ro OTCYTCTBHUE, JIMOO C BBIC3IOM Pa0OTHHKA Ha MECTO OOCIYKHBAaHHUS BHE
MPEIIPUSITHS,

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

— o0opynoBaHUe, HHCTPYMEHT, BCIIOMOTAaTEIbHBIE MAaTEPHAIIBI U 1Ip.;

— MaTepHabl, SHEPTHIO, CHIPHE.

BrIBOABI

OpraHu3anuio, TPOU3BOJSIIYI0 YCIYTH, MOXKHO YCIOBHO Pa3lCIIUTh HA JBE
YaCcTH — BHIUMYIO U HCBHIUMYIO TOTpEOUTENICM, IPUYEM HEBHIMMAs YaCTh OKa3bl-
BacT BO3JCICTBHE HA BHIMMYI. BUIuMasi 9acTh COCTOUT M3 JBYX KOMIIOHCHTOB —
«OJIyIICBICHHOT0» (TIPEJCTABICHHOTO MEPCOHATIOM) M «HEOYIICBICHHOTOY» ((hu3u-
YECKOT'0 OKPY)KEHUsI, B KOTOPOM TIpeiaraeTcsi yciayra).

W3meHeHus B mpollecce MPeAOCTABICHHS YCIYTH BBI3BIBAIOT U3MEHEHHUS B
MOBE/ICHUU TOTPEOHTENei, C OJHOW CTOPOHBI, & M3MEHEHHs] B IMPEANOYTCHHUSIX
KJIMEHTOB BBI3bIBAIOT M3MEHEHHS B MIPOLIECCE IIPOU3BOJICTBA YCIYTH C IPYroOu.

Cucrema 00CIy)KMBaHHS BKIIIOYACT TPU MEPECEKAIOIINE MOJCUCTEMBI: cep-
sucHvie onepayuu (Tiporiecc, B X0ae KOTOPOro o0pabaThIBarOTCs BBOAMMBIE (hak-
TOPBI U CO3JAIOTCSI DJIEMEHTHI CEPBHCHOIO NPOJYKTA); npedocmasienue yciyau
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(mporiecc, B X0/1¢ KOTOPOTO MIPOU3BOAUTCS OKOHYATEIbHAS COOPKA BCEX DIICMCHTOB
CEPBHCHOTO TPOIYKTA, M yCIyTra MPeNOCTaBIIETCS MOTPEOUTENIO) U MApKemune
yeaye (KOTOPBIA OXBAaTHIBAET BCE KOHTAKTHI KOMIIAHUH C KIIMEHTOM, BKITIOYAst PeK-
JlaMy, BEICTABJICHHBIE CUETA 32 YCIYTy M MapKETHHTOBBIC UCCIICTOBAHHMS).

KOHTpOJ’[LHble BOIIPOCHI

1. Onpenenute CYIIHOCTh CEPBUCHON OpraHU3aluU KaK CHCTEMEI.

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

3. Onpenenure 0COOCHHOCTH aHaU3a «BBIX0JIa» KaK KOMIIOHCHTA CHCTEMbI
YIPaBJICHUS CEPBUCHBIM MPETIPUITHEM.

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

5. OxapakTepu3ylWTe OCHOBHBIE DJIEMEHTHI «BHEUTHEH Cpelbl» KaK KOMIIO-
HEHTa CHCTEMBI YIIPABIICHHS CEPBUCHBIM IPEAIPUATHEM.

6. OnuImTe OCHOBHBIE OPraHU3AMOHHBIE (POPMBI CEPBUCHOTO OOCITY)KHBaHHSI.

7. Onpenenute OCHOBHBIC ATAITBI CTAHOBIICHUS CIYKOBI CEpBHCa.

Tema 8. TEXHOJIOTMH PASPABOTKH
N CO3JJAHUA YCIYT

1. [TpuyrHBI HEOOXOIUMOCTH Pa3pabOTKU YCIIYT.

2. CXoacTBa U pa3iuyus B pa3pabOTKe TOBAPOB U YCIYT.
3. MeTonbl IPOSKTHPOBAHUS YCIIYT.

4. TlpuHIUIBI pa3pabOTKH YCIIyT.

5. Mopenb co3nanus ¥ 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 OOCTYXKHBAaHUS H
MPOCKTHPOBAHUE CHUCTEMBI, KOTOpas OyIEeT MOCTABIATH YCIYry MOTPEOUTEISM.
O0e COCTaBIAIOIIKE SBIISIOTCS PE3yJIbTATOM JBOJIOIMOHHOTO MPOLECCa, T. €. OHU
Pa3BUBAIOTCS W M3MEHSIOTCS B TIPOIIECCE Pa3pabOTKH.

Inasnas npuyuna 0aa paspabomku u co30anus HO8OU ycay2u — 3TO CTPEM-
JICHHE YJIOBJICTBOPUTH HOBBIC M U3MEHSIOIIUECS MMOTPEOHOCTH MOTPEOUTEIICH.

3uauumenvhvle HOB086€OEHUs. — ITO YCIIYTH «HOBBIE BO BCEM MHPE», PHIHKU
KOTOPBIX €Ille TOYHO HE ONpENeNIeHBl M HE UMEIOT pa3MepoB. OHH BKIIFOYAIOT BBI-
COKYIO CTCIICHb HCOTIPEICIICHHOCTH U PUCKA.
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Ocgoenue 1060U NPOOYKYUuU 01 Yoice Cyuecmsyloue2o pvika ycaye. Ita
KaTeropusi BKIIFOYACT HOBBIC YCIYTH JJIS YK€ CYIICCTBYIONIUX MOTpeOUTENeH, KO-
TOpBIE paHbIIe CEPBUCHON (PUPMOU HE Tpe Tarairch.

Pacwupenue nomenxiamypsi npooykma — 3T0 100ABJICHHS K CYIIECTBYIO-
et JINHUH 00CITy)KHBaHUS YCIIYT, KOTOPBIE YBEIHINBAIOT TEKYIIEe MPEIOKEHHE.

Vaywwenue npooykma coctout U3 M3MEHEHHs OIPENCNICHHBIX XapaKTepH-
CTHK YCIYTH IJISL TOTO, YTOOBI 00ECTIEYNTh MOTPEOUTEINAM JIydlliee KadeCTBO FIIN
YBEJIIMYCHHYIO ICHHOCTD YCIIYTH.

Peszynomam paspabomku yciyz — 3TO KOHIETIIIUS W ONHCAHHE Iporecca
peaM3aum 3TOH KOHICIIIHY.

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

BO-TICPBBIX, OHU pPa3pabaTHIBAIOTCS JJIsl TOTO, YTOOBI YJOBICTBOPHUTH IO-
TPeOHOCTH MMOTPEOUTEIIS;

BO-BTOPBIX, 3TO TPOIYKT YEIOBEUCCKOMN IEATCILHOCTH;

B-TPETHUX, OTPEOUTEIH peAKO TPeOyIOT CO3JaHMs ONPEaeIEHHOTO ToBapa
WIN YCIIYTH.

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

1) u3roToBieHKE TOBapa TpeOyeT MHOTUX pecypcoB. IIpu co3nanuu ycmyru
PEIKO UCIOJIB3YETCs ChIPEE;

2) pe3yibTaT pa3pabOTKH TOBapa — 3TO HA0OP CTAaHAAPTOB U TEXHHUYCCKUX
ycnoBuid. Pe3ynbraT pa3paboTKu yCIyT — 3TO KOHIEMIIHS 00CTYKUBAHUS U OIIHCA-
HUE MPOIECCa PeaTn3au TOW KOHIICIIIHIH;

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

4) xormga pa3paboTKa ToOBapa 3aKOHUYEHA, €€ HEJIETKO M3MEHHTh, TaK Kak
MIPOU3BOJICTBY MIPHUACTCS MPOBECTH €IIe Pa3 TOYHO TAKYIO JKe pa3paboOTKy I BCeX
cocraBisomux. Pa3paboTka yciayru, HalpoOTUB, — 3TO HE CTATWYCCKHI MPOLECC,
BO3MOKHa MoAM(UKAIIUSA M aJanTanus B IpOIecce BBHIIIOTHEHUs, Ooee TOro —
MHOTZIA 3TO Ja)Ke HEO0OXOJHMMO Ui YIOBJICTBOPCHHS Pa3sHOOOPAa3HBIX MOTPEOHO-
cTelt moTpebuTeneii;

5) U3MCHEHHE Ju3aifHa YCIyTH HE BICUCT 3a COOOM CTONBKO 3aTPaT, KaK MpH
HM3MEHEHHUHU TIPOCKTHPOBAHMS TOBapa.

Komnnexcrhulii nodxo0 pa3pabOTKU yCIYTH TPEANONaracT KOMaHIHYIO pa-
6oty ¢ nmepecekarommumMucs GyHKIuAMA. OTHO U3 TIABHBIX €r0 MPEUMYIIECTB CO-
CTOUT B TOM, YTO BCC (PYHKIIUH MPEICTABICHBI B IPOCKTHOM IPYIIIE U UX NpPEACTa-
BUTEIIN B3aNMOACHUCTBYIOT APYT C APYTOM.

Haoeoicnoe npoexmuposanue — 3ToT METO/I IPEIIONIATACT CO3/IaHUE TaKOTO
MPOJYKTa, HA pabOTy KOTOPOTO HE BIMAET HeOIarompusTHas OOCTaHOBKA OKpY-
JKAFOIIEH CPEJibl, BBIXOAINAS 32 PAMKH HOPMAIBHBIX OIICPAIIHOHHBIX YCIOBHUI.

Poxa-Yoke, unu memoow: omkazoycmotiyusocmu — 3T0 yCTPOWCTBA U TIPOLIESITY-
PBL, KOTOPBIC CUTHAJHM3UPYIOT O TOM, KaKHe MOTYT OBITh ClieNiaHbl omuoOku. [Ipey-
npeauTeNbHbI curHan Poka-Yoke yka3piBaeT Ha CyIIECTBOBaHHE MPOOJIEMBI, a KOH-
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TposibHas cuctema Poka-Yoke ocTaHaBmMBaeT MPOU3BOCTBO NPH TIOSIBIICHUH OITHOKH
1 3aCTaBILICT OMEPATOPa MCIPABUTH €€ MPEKJIC, UM TIPOJIOIDKUTE PadoTYy.

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

DYHKYUOHATLHO-CIMOUMOCIHOU aHAIU3, TAKKE HAa3bIBAGMbI METOJIOM paspa-
OOTKM MaKCHMAaJbHO YKOHOMHYHBIX H3/CINIA — 3TO CHUCTEMATHYECKUH TOIXOM s
omnpeencHus 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 LEJIeit U CTAHAAPTOB IS YITydllie-
HUS TOBApOB, JCTAJCH MM TPOIeccoB. [IPOMCXOMUT MOUCK JYYIIUX UACH B IIFO-
OBbIX OTpacisiX JJIsl TOro, YTOOBbI UX KMCIOJIB30BATh B KAUeCTBE MCTOYHHKA 3HAHHUN
JUTSL yIYYIICHUS IPOIECCOB Ha CBOEM TPEATIPUATHU.

BoiBoabl

ToTpebuTenu MOKYMAOT He TOBAPBI MM YCIYTH — OHH TTOKYTIAIOT PEILIeHHUE CBO-
UX 1po0JIeM, YIOBJIETBOPSIIOT CBOM MOTPEOHOCTH I TOJY4aloT YIoBosbeTBHE. Criento-
BATENIbHO, CEPBHCHAs OPTraHM3allisi CO3/ACT LIEHHOCTb, CO3/IaBasi PEIICHHs MpolIieM,
YIOBJICTBOPEHHE WM BHITOJIBI TSt oTpebuTeneit. [Iporecc, KOTopslil Bce 3T0 pon3Bo-
JTAT, Ha3bIBaeTCs YCITyrod. YTOObI TOCTHYL CBOMX IIeJIeH, 00CTYKUBAHUE JIOJDKHO OBITH
XOpOILIO TPOJYMAHHBIM M CIUVIAHUPOBAHHBIM MpOIECCOM. JIpyruMu CloBamu, OHO
JIOJDKHO OBITH pa3paboTaHo, a HEe OCTABJICHO Ha BOJIO CiTydas. Pa3paboTka Takxke oTpa-
JKAaeTCs Ha 3aTparax, KaueCTBE M UMHUIDKE KaK YCIYTH, TaK U KOMIIAHUH.

Ku3HecnocoOHOCTh U KOHKYPEHTOCIIOCOOHOCTh CEPBHCHOM OpraHm3aluu
YacTO 3aBUCHUT OT TOTO, HACKOJBKO XOPOIIO OHA YJIOBWJIA H3MECHEHHS B MOTPEOHO-
CTSIX U MOSIBJICHUE HOBBIX MOTPEOUTENICH U HACKOJIBKO XOPOIIO OHAa CMOTJIA Y/IOB-
JIETBOPHUTH MX CO3[AHUEM HOBBIX YCIYT HIIH YJIYYIICHUSIMH CYIIECTBYIOLIUX YCIYT.

Juddepennuariyst — 370 INIaBHOE ABIDKYIICE CPEACTBO KOHKypeHIuu. Op-
raHu3anms MoxeT TuddepeHrpoBaTh CBOM YCIyTH HA OCHOBE Pa3IMYHbIX BHITO/,
BKIIIOYasi CTOMMOCTh, HAJIC)KHOCTh, YHUKAJIBHOCTD BBITOJ, CKOPOCTbh, MEPCOHUDU-
KaIMI0 YCIYTH, YAOOCTBO, JOCTYITHOCTh, TPECTIX HIU dPHEKT TOITOBEIYHOCTH.
VYenyry HeoOXOAMMO HIICATEHO MTO3UIIMOHUPOBATH, YTOOBI CO3/IaTh € YHHKAIBLHOE
MECTO B IJ1a3aX NOTpeOHTeNeil OTHOCUTENBHO YCIyT KOHKYPEHTOB.

KOHTpOJ’[LHble BOIIPOCHI

1. OxapakTepu3yiiTe OCHOBHbBIE KaTETOPUN HOBOW yCITyTH.

2. OnpeenuTe NpUYHHBI HEOOXOIMMOCTH Pa3paOOTKH M CO3AHMS HOBBIX YCIYT.

3. OnuimTe OCHOBHBIC CTaIUU CO3AAHUS U Pa3pabOTKH YCIIyTH.

4. Onpenenure 0COOCHHOCTh TEXHOJIOTUU KOMIUIEKCHOTO MPOCKTHPOBAHUS
YCIIyTH.

5. OxapakTepu3yliTe OCHOBHBIE HHCTPYMEHTHI HaJIe)KHOTO MTPOSKTUPOBAHNUS
YCITyTH.

6. [Ipoananm3upynTe OCHOBHBIC IPUHIIUITEI Pa3pabOTKH YCIYTH.
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Tema 9. UHAUBUAYAJIBHOE OBCJIYKUBAHUE -
KAK CAMOCTOATEJBHBIU BUJ] ITPO®ECCHUOHAJIBHOU
AEATEJIBHOCTH B COEPE YCJIYI'

1. KoMMyHHKaIHOHHBIE OCOOCHHOCTH HHAMBUAYaIbHOTO 00CTYKUBAHHUSI.
2. TUnoBbIe XapaKTEPUCTUKU MPOJIABIIOB U KIIUCHTOB.
3. Dramsl nporecca HHARBUIYATLHOTO 00CTYKUBaHUSI.

L[€]lb 3aHamus: N3y4nTh 0COOCHHOCTH VHANBUIAYAJIbHOT O O6CJ'Iy)KI/IBaHI/I}I
Ha CCPBUCHBIX HNPCANPUATUAX, IMPOAHAINIUPOBATL OCHOBHBIC THIIBI MIPOAABLOB U
KIIMCHTOB.
OcHOBHBIE TIOHATHS H onpeaeJIeHus

Hnousuoyanvnoe obcuyscusanue — TUIHOE B3aUMOJCHCTBHE DPaOOTHHKA
CEPBUCHOTO MPEANPHUATHS U KIIMCHTA B IPOIIECCEe 00CITYKHBaHUSI.

OCHOBHBIC XapaKTEPUCTUKHU THUIIOB MTPOJABIIOB

1. Omoyuonanvnoviii npodasey-punanmpon — «lIpomgasens — Ipyr KIUESHTa.
S Xouy MOJPYKUTHCS ¢ KIUCHTOM. X0Yy 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 pemrats, mokynate win HeT. Ecii oTkaxercs,
9TO HE MO IPOOJIeMa: 3HAYHT, YTO-TO HE TaK C MPOAYKTOM.

3. Aepeccusnviii npodagey — «llemb — mpogaTth!» S-Takum MogHAXMY Ha
KJIMCHTA, YTOOBI OH KYIHJ 37iech U Ternepb. Llens onpasapiBaet cpenctBa. Tem 6o-
Jiee, 4To S MOJTYyTy KOMHUCCHOHHBIE OT pEabHBIX MPOAaXK.

4. Obvrunviii npodasey — «Ilponaeen — «mpodeccruoHam»y. S Buanero 0e3-
OTKa3HBIM METOAOM IpoAaxu. Sl oOpabaTeiBal0 KIMEHTa C MOMOIIBIO TIIATEIHHO-
ro cOaJaHCHPOBAaHHOTO KOMIUIEKCA PEeKJIaMBbl IPOIYKTa, JINIHOTO O0asHUS M 3HA-
HUS IPOAYKTA.

5. Xopowwui npooasey — «OOIIEHWE C YETKO TIOCTaBICHHON IIEIBIOY.
Sl KOHCYNBTHPYIO KIIMCHTa M YETKO MOHUMAK) €ro TpeOOBaHUs, KOTOpPHIC HAIO
YIOBJICTBOPUTH HAIIUM NMPOAYKTOM. KIIHEHT MOIy9InT IMEHHO TO, YTO OH XOYeET.

OCHOBHBIC XapaKTECPHBIC YSPTHI PA3ITHUYHBIX TUIIOB KJIHCHTOB:

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

2. Iloxynamens, nonacaiowutics Ha penymayuto moeapa: Ilokynarenb
UMHIDKA — 5] pyKOBOJCTBYIOCH OITBITOM, KOTOPBI 00pen ApyTHe JIOAH MIPH MOJTh-
30BaHUM JAHHBIM MPOAYKTOM. [ToKyITKa 3TOr0 MPOayKTa TakkKe OyJeT XOpOoIa JJis
MEHSI, TOBBICUT MOH MPECTHK.

3. Pagnooywnbiii noxynamens: be3pasnmuunblii mokymnaTtens — S craparck
n30eraTh NOKYNOK. Byny nu s Hempas, eciii caM HUYero He KYIUIIO, a MPeIoCTaB-
JIFO BBIOOD Apyrum?

4. Oboponsrowuiics noxkynamens:. OCTOPOXKHBIN TIOKynaTenb — Eciu s Oymy
MOKYIAaTh, TO MOTPEOYIO JIyUIIHA TPOIYKT MO CAaMOW HU3KOW ICHE.
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5. Onvimuwiii noxynamenv: PemmTenbHBIN KIHEHT — SI XOpoIIo 3Har0, 4TO
MHE HYXKHO, U UIIy 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 MOTpedbHOCTel KimeHTa. [Ipu 3ToM cieayeT yauTeIBaTh TO 00CTOS-
TEJNBCTBO, YTO JIIOAM TOKYIAKOT MOJIB3Y, & He CBO¥cTBa mpoaykTa. [1oaToMy ocHO-
BOM MPOJaKH JOJDKEH SBIIATHCS HE MPOAYKT W €T0 XapaKTePUCTUKH, a BBITOJA IS
nokymnaress. YToObl 3TOTO TOCTUYb, HEOOXOIMMO H3Y4aTh MOTPEOHOCTH KIIMEHTA.

3. Ilpeocmasnenue npodykma — BaXHEHTIIas CTaIus MpoIecca JIMIHOH Mpo-
naxu. OT Toro, kak OyJeT MpeACTaBlIICHA Ta WIH MHAs YCIIyra, B 3HAUYUTCIBHOU
Mepe 3aBUCST € UMH/K, OTHOIICHHE KJIIMEHTa, a, CIeIOBATEIbHO, U 3aWHTEPECO-
BaHHOCTH B puoOpereHun. 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(pOpManuo o Gupme,
MPOAYKTE U COTPYIHUKE, UX MPEICTABIIIIOIIEM.

4. Ilpeooonenue 803modcHbIX 803padicenuil. 110TBITKAa NOBINATH Ha BBHIOOP
KJIIMECHTA, OKa3aTh Ha HErO JaBJICHHE HEM30EKHO BBHI3BIBACT 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 mopeleHuH. [103TOMy mpeoosicHHe BO3MOXKHBIX BO3PAXKCHHMN KITU-
€HTa — BaYXHBIH I1ar Ha TMYTH K TOCTIDKEHHUIO IeJeH MPOJaXH YCIyT.

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

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

BrIBOABI

CyIHOCTh B3aUMOJICHCTBUS B cdepe yCIyr CBOIAMTCA K TOMY, YTO OJHA
CTOPOHA BBITOJHBIM JJIsl ce0s1 00pa3oM mpeasaraeT yciuyry, a pyras )ejgaeT Bbl-
TOJTHO TOJYYHTH 3Ty YCIYTy, IPHYEM OHA JIOJKHA OBITh KAUCCTBCHHOM, a €€ MOJy-
qeHHe — KOM(POPTHBIM.

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

1. OmpenenuTe CYIIHOCTh HHANBHUIYyaJIHLHOTO OOCITY)KHBaHUS KaK 3JIEMEHTa
CEpPBUCHOM JEeSATEIHLHOCTH.

2. Omnpenenure HEOOXOIUMOCTh HCIOJIB30BAHUS 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 «TUIIOJIOTHUS NPOAABLIOB» B COOTBETCTBUM TAKUX KPHUTE-
PHEB Kak: CTETIeHb MHTepeca K KIIMEHTY U CTENEeHb 3aMHTEPECOBAHHOCTH B MPOIAXKE.

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

8. OxapakTepu3ylTe OCHOBHBIC 3Tallbl MpOIECCAa HHIUBUAYaIbHOTO 00-
CITy>)KHBaHUS B cepe yCIyT.
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