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1. OBIIASI XAPAKTEPUCTUKA PABOYEI IPOTPAMMBI YUEBHOI
TACIHATITAHBI

1.1. MecTO AUCHUIJIMHBI B CTPYKTYPe OCHOBHOI 00pa3oBaTe/ibHOM NPOrpaMMbl:

VYyebnas nucuummimaa «CepBUCHAs EATEIbHOCTh B TYPU3ME U TOCTEIIPUHUMCTBEY SIBIISCTCA
00s13aTeIbHOM YacThi0 001IenPOo(eCCHOHAIEHOTO IUKJIA OCHOBHOM 00pa30BaTeIbHOM IPOrpPaMMbI B
cootBeTcTBUU ¢ ©I'OC CIIO 1o cnenuaibHOCTH.

Ocoboe 3HavyeHHE IUCHUILIMHA HUMeeT npu ¢opmupoBanun u passutuu OK 01-02,
OK 04-05, OK 09

1.2. Heas 1 niiaHupyeMble pPe3yJbTAaThl 0CBOCHUS JUCIHUILJIMHBI:
B pamkax mporpammbl y4eOHOW AUCHUIUIMHBI OOYYarOUIMMHUCA OCBAaWBAIOTCS yMEHUS
Y 3HAHUS

Kon YmMmenusa 3HaHUSA

[IK, OK

OK 01- | npoBoauTh IIOMCK B pa3jMyYHBIX | UICTOPUM W Teopuu B cdepe Typusma
02, IIOMCKOBEIX CHCTEMAaX; Y TOCTETIPUUMCTBA,

OK 04- | ucronp30BaTh pa3iUYHbBIC BHUIBI YUCOHBIX | KJIACCH(PHUKAIIMN YCIYT U CEPBHUCA;
05, U3/1aHui; METOJI0B MOHUTOPUHTIA PhIHKA YCIIYT;
OK 09 | npuMeHSTh METOAMKH CaMOCTOSITEIIHOW | MpaBWJ  OOCTY)KMBAaHUS  TOTpeOHTENeH
paboTel Cc  y4eToM  OCOOEHHOCTEH | YCIIyT.
M3Yy4aeMOll TUCIUTUINHBI;
OIMCHIBATh METOJIbl MOHUTOPHHIA DPBIHKA
yCIyr,
BOCIPOU3BOJUTh IpaBUjia 00CITYKUBaHUS

norpedureneit ycmyr

2. CTPYKTYPA U COJAEP)KAHUE YUYEBHOM JUCHUIIIUHBI

2.1. O0beM yueOHOI JMCHMIIJIMHBI M BUABI Y4eOHO# padoThI

Buj yueOHoit padoThl O0bem B yacax

O0bem 00pa3oBaTebHOI NPOrpaMMbl Y4eOHOM JMCIUIITHHBI 120

B T.4. B GopMe NPAKTHYECKON MOATOTOBKHU

BT. 4..

TEeOpeTUIeCcKoe 00ydeHne 46
MPaKTUYECKHUE 3aHATUS 46
Camocmosmenvras paboma 22

IIpomeskyTouHas arrectauus B popme IK3aMeHa 6




2.2. TeMaTH4yeCcKMil IJIAH U COJAepPKaHMe YUeOHON TUCUMIIJIMHBI

Koabt
Oo0mbem, akajn. 4. .
KOMIIeTeH Ui,
/ B TOM 4ncjIe B
(popmupoBanuio
HaumeHoBaHue Conep:kanue yuyeO0HOro MaTepuasa i (pOpMbl OPraHu3aANUN AeSITeJIbHOCTH dopme
. KOTOPBIX
pa3/ieJioB M TeM o0y4yaromuxcs NPAKTHYeCKOMH P
Crmocoo0cTByeT
MOAr0TOBKH,
3J1eMeHT
akaj. 4.
NPOrpaMMblI
1 2 3 4
Pasnen 1. TeopeTnueckue 0OCHOBBI CEPBHCHOM J1eSITEJILHOCTH 54/18
Tema 1.1. OcHoBbl | Coaep:xkaHue yueOHOIro MaTepHuaJia 31 OK 01-02,
TEOPHUH YCJIYyT Ilonstne  ycmyru.  CpoiictBa  ycnmyru.  Tumbl  yciayr:  IpOW3BOJCTBEHHBIE, OK 04-05,
pacupenennuTeabHbIe, npodeccuoHaibHbIE, NoTpeOUTENBCKHE, OOLIECTBEHHBIE. OK 09
Knaccuukanuss ycayr 1O NpPUHIMIAM: BEIIECTBEHHOCTH WM HEBEUIECTBEHHOCTH,
MaTepuajgbHble U HEMaTepUallbHble,  CTaHJAPTHU3UPOBAHHBIE U  TBOPYECKHUE,
IIPOM3BOJICTBEHHBIE U HETIPOU3BOICTBEHHBIE, KOMMEPUYECKHE U HEKOMMEPUECKUE, YUCThIE 14
U CMEIaHHbIE, H/eajbHblEe U pealbHble, JIETUTUMHBIE U HEJIETMTUMHBIE, JTUYHOCTHbIE
u Oe3MMyHble, TPOCThIE M CIOXKHBIE M T.J. YCIYIM B COBPEMEHHON SKOHOMHMKE U HX
0COOEHHOCTH Kak ToBapa. PBIHOK yciayr m ero oco6eHHocTd. Ilokymarenbckuil puck B
cdepe yciyr. MapkeTHHroBast cpefa npeanpustus cepBuca. CerMeHTUPOBAaHHE PBIHKA
YCIIYT.
B ToM 4unciie NpakTHYeCKUX U JIA00PATOPHBIX 3aHATHIA 10
XapakTeprucTUKa OCHOBHBIX MTOKa3aTelen yciayr 10
CamocrosiTesibHas padoTa 00y4arOIMMXCH 7
Tema 1.2. | Conep:xanue yueOHOro MaTepuajia 23 OK 01-02,
CymnocTn CepBuc  kak  gedarenpHocTb.  OCHOBHBIE — 33Jlaud  COBPEMEHHOIO  CEpBHCA: OK 04-05,
CHCTEMbI CEpBHCA | KOHCYJIbTUPOBaHHE, IMOATOTOBKA IEpCOHANa M TOKyMaTess, Iepeaada HeoOXoIuMoi OK 09
TEXHUYECKON JOKYMEHTAIlMM, JOCTaBKa H3JeNus, MpHUBEIECHUE U3Jenus B pabouee 10

COCTOsIHHUE, OIICpaTUBHAsA IIOCTaBKa 3allaCHBIX qaCTeﬁ, C60p n CHCTEMaTu3anusi

uHpopmanuy, (GopMHpOBaHHE TMOCTOSHHOW KJIMEHTYpbl pBIHKA. Buabl cepBuUCHOM




nestenbHOCTH. OCHOBHBIE BH[BI: TEXHHUYECKHH, TEXHOJOTHUYECKUI, MHPOPMALMOHHO-
KOMMYHHUKATHBHBIN, TPaHCHOPTHBIM, TymMaHuTapublid. Kiaccudukamus cepBuca: 1o
BPEMEHU €r0 OCYILIECTBICHUS, 110 COJCPKAHUIO PabOT, 110 HANPaBICHHOCTH YCIYT, IO
CTENEHW aJanTaluu K HoTpeduTensM, nmo macmTaly u T.1. OCHOBHBIE MOAXOIBI K
OCYILIECTBIIECHUIO cepBUCa. TEeHAEHIIMA COBPEMEHHOTO cepBHca. [[puHIIMITBI COBPEMEHHOTO
CepBHCa.

B TOM uMciIe NIPAKTHYECKUX U JTA00PATOPHBIX 3aHATHIA 8
XapakTeprucTuka KiaccupuKauy norpedHocTeil B ycmyrax 8
CamocrosiTesibHAs paboTa 00y4aromMXCs 5
Pa3nes 2. Opranu3anusi CepBUCHOI /1esiTeIbHOCTH 70/28
Tema 2.1. | Copepxkanmne y4eOHOro MaTepuajia 41
IIpenocrasiienue OcCHOBHbIE XapaKTEPUCTUKU MaTepUAIbHBIX U COLUAIBHO-KYJIBTYpHBIX yciyr. Cnennduka OK 01-02,
OCHOBHBLIX BH/IOB | IPEJOCTABICHUS  YCIYI: [OMEIlEHUEe, 00OpyJoBaHHE, IEpCOHAN, OpraHu3aLus OK 04-05,
yCJIyT. ®opmbl, | 00CTYKMBaHUs, OCHOBHBIE JTalbl UCIIOJHEHUS yCIyr. TpeOoBaHHs 1O MPEIOCTABICHHUIO OK 09
METO/Ibl, NPaBWJIA | YCIYT: 00s3aTeNbHOCTh MPEIIOKEHHs, HE0OsM3aTeIbHOCTh HCIOIB30BAHUS KIHMEHTOM,
00C/1y:KMBAHUS AIIACTHYHOCTH CepBHUCaA, YA00OCTBO cepBrca, MH()OPMAIIMOHHAS OTJada CepBUCa, pa3yMHast
norpedouTesei. [IEHOBAs TIOJMTHKA, TAPAaHTHPOBAHHOE COOTBETCTBUE IMPOU3BO/ICTBA CEPBUCY.
KauectBoO Cepsuc kak nmorpeOHocTh. Ponb cepBrca B y10BIE€TBOPEHHH TOTPEOHOCTEH yenoBeka.
CepPBHCHBIX ®a3bl BbIOOpA MOTPEOUTENSIMA TOBAPOB U YCIYT: L€Jb, MPUHATUE PELeHUs, AeHCTBUS,
yeayr YJOBJIETBOPEHHUE OTPEOHOCTH. 14

®opMbl ¥ METOJIbI 00CTy)MBaHUs oTpeOuTeneil. opmbl: 00CTy)KUBaHUE TOTpeOUTENEH
B CTallMOHApHBIX YCIIOBUSX, OOCITYy)XHMBaHHE NOTpeOUTENe C BBIE3AOM Ha JIOM,
OECKOHTAaKTHOE OO0CIyKMBAaHHE MO MECTY JKUTEJIbCTBA NOTpPeOUTENs, OOCIYKUBAHUE C
WCIIOJIh30BaHNEM OOMEHHBIX (DOHIOB TOBAPOB. MeToIbI: 00CITY)KMBaHUE CTICITUATICTOM 10
CEPBUCY, CaMOOOCTy)KHBaHUE, YKCIIPecC-00CTy)KUBaHUE U T.JI.

OO6cnyxuBanue mnorpeOuTeneil B KOHTakTHOM 30He. [IOHSATHE «KOHTAKTHOM 30HBI».
CooTBeTCTBHE KOHTAaKTHOW 30HBI XapakTepy U COAEP)KaHUIO CEPBUCHOM NesTEeIbHOCTH;
TEXHUYECKas OCHAIlEHHOCTb, IOMEIIEeHUs; O00pa3lbl W3JEeNNi; ONHUCAHHE YCIYT;
CTOMMOCTb YCIYT.




[Tokazatenn  npo(ecCHOHAILHOTO  ypPOBHA  MEpCOHaia B KOHTAKTHOM  30HE.
[Ipodeccuonanbuble KayecTBa COTPYIHHUKA: HE MPUUYUHATH TOTPEOHTENIO YCIYTH
HeynoOcTBa 0e3 KpailHell HeoOXOJMMOCTH, HE JONyCKaTh BO3HHUKHOBEHHUS Y HETO
00JIE3HEHHBIX WM HENPUATHBIX

OLIYIIEHUH, ObITh 00XOAUTENBHBIM, JI00e3HbIM. KynbTypa cepBuca.

IIpaBuna  obOciayxuBaHus  norpebuteneil. Cucrema  3aKOHOJATENbHO-IIPABOBBIX,
HOPMATUBHBIX, TEXHUYECKHX JOKYMEHTOB II0 PEryJUPOBAHHUIO OTHOLICHUM MEXIy
UCIIOJIHUTEIIAMA

YCIYT ¥ MOTPEOUTENSIMH, YCTAHOBJICHUIO NIPAaBUJI KOHKYPEHTHOH OOpHOBI, OTpaHUYCHHIO
PHUCKOB.

JloroBop Kak OCHOBAaHHUE JJIsl OKa3aHUs yCIIyr norpedurento. Pactop:keHue 1orosopa.
OTBeTCTBEHHOCTh CTOpPOH. Bo3Mmemienue yObiTkOB. HenmocraTku oOka3aHHOM YCIYTH.
IIpouenypa omnartel yCiIyr.

KayectBo ycnyru. KauectBo oGciyxuBanus. Cuctema nokasaTeneil yciuyr: Ha3HauYCHHMS,
0€30IIaCHOCTH,  HaJIe)KHOCTH, COLMAJIbHOIO HAa3HAYEHMsS  YCIYT, OICTETUYECKHUE,
MH(GOPMATUBHOCTU YCIYT, MpodeccuoHanu3Ma nepcoHana. OCHOBHBbIE XapaKTEPUCTHKH
KayeCTBEHHOCTH: CBOEBPEMEHHOCTb, CKOPOCTb, KOM(OPTHOCTb, 3THKA, 3CTETHKA,
KOMIUIEKCHOCTh, HMH(QOPMATUBHOCTb, JOCTOBEPHOCTb, JOCTYIHOCTb, O€30MacHOCTb,
9KOJIOTUYHOCTh U T.[. (10 TPUMEHEHHUIO).

KonTpons kauectBa ycayr. Cuctema KOHTpOJIS KauecTBa. MeTo/1bl KOHTPOJIS: LeNn
MPUMEHEHUS], (PUINKO-CTATUCTUYECKUE TMPU3HAKK M MpOUEAyphl, (OpMHUpOBaHUE
pe3ynbTatoB. HopmatuBHo-nipaBoBas 6a3a: @3, Ilpasuina, cucrema 'OCTos.

B ToM 4nciIe NPaKTHYECKUX U JJA00PATOPHBIX 3aHATHI 12
YTo4YHEeHue XapaKTepUCTHK U CIIELU(PUKH MTPEIOCTABICHUE Pa3INYHBIX YCIYT 6
OmnpeneneHne KauecTBa CEPBUCHBIX YCIYT 6
CamocrosiTesibHas padoTa o0yuyaroumuxcst 5
Tema 2.2. | Conepxxanue y4eOHOIo MaTepuaia 29
OcymecTBiaeHue ConnanbHO-KyIbTypHBIE YCIYTH. TyprcTHUECKHE YCIYTH. DKCKYPCHOHHBIE YCIYTH. Busl OK 01-02,
yeayr TypoB. Busipl TypucTckoro cepBuca: BHyTpeHHUN, BbE€3THOU, BBIC3JHOM, CaMOIeITEIbHbIIHI 8 OK 04-05,
Typu3M. BuIbl CEpBHCHON MAEATENBHOCTH: YCIYTM TypoIeparopa, YCIyrH TypareHra, OK 09




yCIyTu IpU CAaMOAESTENIBHOM TYpPHU3ME, 3KCKYPCHUOHHBIE YCIIYTHU, YCIYyTd IpPEIIpUSITHS
IIUTaHUA.
Kommuiekc ycayr. JIONOIHUTENBHBIE YCIIYTH.

B ToM unciie npaKTHYeCKUX U JIA00PATOPHBIX 3aHATHIA 16
Typucrckue, SKCKYpCUOHHBIC, TOCTHHHYHBIC YCIYTH W YCIYTH TPEANPHUSATHS THTAHUS. 16
dopMupoBaHUE U IPOJIBHKCHHUE HOBBIX YCIYT B cepe Typu3Ma U rOCTEIPUAMCTBA
CamocrosiTejibHAs patoTa 00y4aOIIUXCs 5)
IIpomexyTouHas arrectanus B gopMe IK3aMeHA 6

Bcero:

120




3. YCJIOBHUA PEAJIN3AIIMU YYEBHOM TUCIUILIMHBI

3.1 MartepuajibHO-TeXHHYeCKoe oDecniedeHue

Peanuzamust mporpaMMbl  y4eOHOM JUCHUIUIMHBI MPOU3BOJUTCS C MPUMEHEHUEM
JTUCTAHIIMOHHBIX TEXHOJOTMH W TpeOyeT HaJIW4Usl SJCKTPOHHOW 00pa3oBaTEIbHOU CpEIbI;
ydeOHOro KabuHeTa.

OobopynoBanue y4eOHOr0 KaOuHeTa:

® KJIaCCHAs J10CKa;

® [10CaJI0YHbIE MECTA MO0 KOJIMYECTBY 00YUAIOIINXCS;

e pabouee MECTO MpenoaaBaTes;

® yueOHO-TIPaKTUYECKOE obopynoBaHue, HE00X0aNMOe JUTSt MIPOBEICHUS
MPEAYCMOTPEHHBIX MMPOrpaMMO ITpakTUueckux 3aHsatuid. B coorsercrBue ¢ n1.4.4 ®I'OC CIIO
JIOTYCKaeTCs 3aMeHa 000pyI0BaHUS €r0 BUPTYalIbHBIMHU aHAJIOTaMH.

TexHuyeckue cpeacTBa 00yUeHHsI:

® KOMIIBIOTEPHI C BEIXOJOM B ceTh Internet;

e caiiT «JIngHas cTyIus» ¢ BO3SMOXXHOCTBIO PaOOTHI C 3JIEKTPOHHBIM 00pa30BaTEIIbHBIM
pecypcomM;

® 53JIEKTPOHHbIE OMOIIMOTEUHBIE PECYPCHI.

YueOHO-MeTOANYeCKOe 00ecTieYeHre I CHMIIJIMHbI:

* METOJIMYECKUE YKa3aHUS 110 OPTaHU3AINH MPAKTUICCKUX 3aHITHIA;

* METOJIMYECKUE YKa3aHUS 10 CAMOCTOSTENbHOM paboTe.

IIporpammHoe oGecnieyeHue:

[IporpamMmMHoOe obOecrieueHue, SBISIONIEECS YacThlO AIIEKTPOHHOW WHGOPMAIMOHHO-
o0pa3oBaTeNnbHOM cpe/ibl M 0azupyromieecs Ha TENEKOMMYHUKAIIMOHHBIX TEXHOIOTHUSX:

- KOMITBIOTEpHBIE 00y4JaroIIre TPOrPaMMBI;

- TPCHUHTOBBIC U TECTHPYIOIINE TIPOTPAMMBI;

- WHTEJUICKTYaJIbHbIE POOOTH3MPOBAHHBIC CHCTEMbI OIICHKH KadeCTBa BBIMTOJTHCHHBIX
pabor;

- CIIpaBOYHO-TIpaBoBas cucrteMa «KoHCynmbTaHT TUTIOCY, «["apaHT»;

- anekTpoHHO-OmOnmuoreynas  cucrema (ObC) OBC  «IPR SMART»
http://iprbookshop.ru/;

- mporpamMma ympasieHus odpazoBatenbHbM TporieccoM B DMOC (Mudopmarmonnas
texHozorus. [Iporpamma ynpasneHust oopasoBarensHbiM mpotieccom. KOMBAT).

3.2. UndopmannoHHoe obecniedeHne peajnu3alui NPorpaMmbl
OcCHOBHbBIE HICTOYHUKH

1. AcraxoBa, 1O. I'. T'octuHUYHOE Aemo : yuyeOHOe TocoOue Hjisi CTYACHTOB Bcex (opm
oOyuenus HanpasieHus 43.03.02 «Typusm» / FO. I'. Acraxosa, T. B. bonburynosa. — Jlumnenx :
Jlumenkuii TOCYAapCTBeHHBIN TexHn4eckuil yauBepcutet, ObC ACB, 2022. — 65 ¢. — ISBN
978-5-00175-098-7. — Tekcr : snekrpounslit // Lludposoii oOpasoBarensHblii pecypc IPR
SMART : [caiit]. — URL: https://www.iprbookshop.ru/120895.html

2. bpaxxnukoB, M. A. CepBucoiorus : y4eOHUK JJsI CpPeIHEro MpoecCHOHAIbHOIO
oOpa3zoBanus / M. A. BpaxxHuKOB. — 2-¢ U311., HCIp. u gon. — Mocksa : M3garenscTBo FOpaiir,
2026. — 144 c. — (Ilpodeccuonanpuoe odbpazoanue). — ISBN 978-5-534-18703-8. — Texkcr :
anexkTpoHHbd  //  OOpasoBarenvHas  1iarpopma  FOpaiit  [caiit] —  URL:
https://urait.ru/bcode/589662



3. Mupomnndenko, A. A. CepBucHast 1€ATEIbHOCTb B TYPU3ME M TOCTEIIPUUMCTBE : yueOHOoe

nocobue / A. A. Mupomnnuenko, M. O. Tenemera, A. B. JlpaueBa. — Coun : CounmHCKHIA
rocynapcTBeHHbI yHHBepcutTeT, 2023. — 64 c. — Tekcr : snextponHsni // Ludposoii
00pasoBaTenbHbBIN pecypc IPR SMART [caiiT]. — URL:
https://mwww.iprbookshop.ru/150395.html

HNuTepHeT-pecypenbl

J CrpaBouHo-mipaBoBasi cucrema «KOHCYIbTaHT TLTFOCH

. OnekTpoHHO-Oubmmoreunas  cucrema (ObC) DBC  «IPR SMART»
http://iprbookshop.ru/

4. KOHTPOJIb 1 OIIEHKA PE3YJbTATOB OCBOEHUS YUEBHOM

JUCLMUIIINHBI

Pe3yabTaThl 00yuyeHus

Kpurepun oueHku

MeToabl OIEHKH

Ilepeuens 3HaHMI, OCBaMBaeMbIX B

PaMKax OUCHUILIINHBI:

Onucanue METOIOB

MOHUTOPHHIA PBIHKA YCIIYT;

3HaHHE WCTOPHUH W Teopuu B cdepe | mpaBumi o0ciyXuBaHuE
TypH3Ma U TOCTETIPUIMCTBA, noTpeOuTenei.

3HaHUE KJacCU(UKALUHI yCIYT U CEPBUCA;

3HaHHE METOJI0OB MOHHUTOPHHIA pBIHKA

yCIyr;

3HaHUE paBuI 00CITy’)KHBaHUS

noTpeduTenei yciyr.

[lepeuenr ymeHu#, ocBauBaeMblx B | Onucanue METO/IOB
paMKax JUCIUIITMHbI MOHUTOPHHTA PhIHKA YCIIYT;
yMEHUE OIIHCHIBATH MeTonsl | BocripousBenenne — mpaBui
MOHHUTOPHHTA PBIHKA YCIIYT; o0cITy’)KnBaHUe

YMEHHE  BOCIPOW3BOAWTH  MpaBWJa | MOTpEOHTENEH;
o0cmy>)KMBaHUs MTOTpeOUTeNe yCiyr; [TonGop HOPMAaTHUBHO-

YMCHUC IMOUCKA U ITPUMCHCHUS ITPABOBBIX
JAOKYMCHTOB.

IMPpaBOBLIX TOKYMCHTOB

[lItyaupoBanue
TectupoBanue

Brinonnenune
MPAKTUYECKUX 3aJaHUN

Brimmonnenue 3amanui
Ha DK3aMeHe




