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1 Ileau ocBOeHMSI JUCIHUTLINHBI

Hensimu ocBOoeHUST TUCHUTUIUHBI «OpraHu3aius cepBrUca B adporopTy U Ha
BO3JIYIITHOM CYJHE» SIBISIOTCS: MPUOOpPETeHHE 3HAHWUU B OOJACTU OpraHu3aluu
CEpPBUCHOM JIESITEIIBHOCTH B  a’3pomnopTy; ¢GOpMUPOBAHUE YMEHHS peliaTh
TEOPETUYECKUE M TMPAKTUUYECKHE 3a/Ja4d B CEPBHCE Ha BO3AYIIHOM TPaHCIIOPTE;
CTaHOBJICHHE HABBIKOB B MPO(ECCUOHATBHON NEATENbHOCTH B cepe cepBuca Ha
tpancnopte. Co3gaHue CUCTEMBbl 3HAHUN O CEpBHCE Ha BO3AYLIHOM TPAHCIOPTE,
OCOOCHHOCTSIX W TPUHIUIIAX €ro OpraHu3aiuu, o ¢akTopax, BIMSIONUX Ha
Pa3BUTHE CEKTOpPA JIOMOJHHUTENIHLHBIX YCIYT B YCIOBHUSX COBPEMEHHONW SKOHOMUKHU
C YY4ETOM WHHOBAIIMN B TEXHUKE, TEXHOJIOTHUHU, COIUAILHO-DPKOHOMUUYECKOU cdepe
¥ Ha BO3JYIITHOM TPAHCIIOPTE.

3aauaMu OCBOCHUS TUCIUIUIUHBI SBIISTFOTCS:

- popMupoBaHue y 00ydarOIIMXCcs NPeICTaBIEeHUs: 00 OpraHu3aliy cepBrca
Ha BO3JYIIHOM TPAHCIOPTE, POJU JOTOJHUTEIBHBIX YCIYT B JEATCIBHOCTH
IpEeANPUITHST aBHATPAHCIIOPTA;

— 3HAKOMCTBO C MEXaHH3MOM BBIOOpAa ONTHUMAJIBHBIX CIOCOOOB pEIICHUS
3a/1a4 B pamMKax IMOCTaBJIICHHOM 1M, UCXOMAS W3 JCHCTBYIOIIUX MPABOBBIX HOPM,
UMEIOIINXCSI PECYPCOB W OTpaHUYCHUN B TMPOIECCEe OpraHU3alliu CepBHCA B
a’poroOpTy M Ha BO3AYIIHOM CYJHE, C aJrOPUTMOM BbIOOpA ONTHMAJIBHBIX
CIIOCOOOB MX pEUIeHUSs, UCXOMs U3 JIEHCTBYIONIMX MPABOBBIX HOPM, UMEIOIIUXCS
PECYPCOB M OTpaHUYEHUM B MPOLIECCE OPTraHHU3allMUd CEpBHCA B a’3pONOPTYy M Ha
BO3JIYLIIHOM CYJIHE;

— 3HAKOMCTBO C METOJaMH OCYIIECTBIICHHS JEJIOBOM KOMMYHUKAIIUU B
YCTHOM M MHUChbMEHHOM (hopmax B Ipoliecce OpraHu3alii CepBUca B a’poIopTy U
Ha BO3JYIIHOM CYIHE; C MEXaHU3MOM OCYIIECTBJIEHUS JEI0BOM KOMMYHUKAIUU B
YCTHOM M TIMCBMEHHOM ¢opMax Ha TOCYJapCTBEHHOM s3bike Poccuiickoit
denepanuu B MPOIECCE OpraHU3alldd CEpBHCA B a’pONOPTy M HAa BO3AYIIHOM
CylIHE; C MEXaHU3MOM OCYUIECTBJICHHS JEJIOBOM KOMMYHUKAIMM B YCTHOU U
MUCbMEHHOM (hopMax Ha HHOCTpPaHHOM (BIX) SI3BIKE (aX) B MPOIIECCe OpraHU3aIu
CepBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJHE;

— 3HAaKOMCTBO C MEXaHU3MOM Pa3pabOTKU CUCTEMBI KIIMEHTCKUX OTHOIICHHM
¥ OpraHM3aIy Ipoiecca 00CTy>KUBaHUS MOTPEOUTENEeH HA OCHOBE MPUMEHEHUS
3aKOHOJATENIbHBIX aKTOB M MPABOBBIX HOPM B MPOLIECCE OpraHU3allUd CEpPBUCA B
a’poIoOPTy U HA BO3YUIHOM CYJHE; C MEXaHU3MOM COBEPUIEHCTBOBAHUS CUCTEMBI
KJIIMEHTCKUX OTHOUIEHWA B CEPBUCHOM JIESITENIBHOCTHM HA TPAHCHOPTE C
WCIIOJIb30BAaHUEM HWHTEPHET-TEXHOJIOTUA B TMPOILIECCE OpraHU3alluu CEpBUCA B
a’poIopTy U HA BO3AYIIHOM CYJIHE;

— 3HAaKOMCTBO C MEXaHM3MOM BbIOOpa MaTepHaIbHBIX PECYpPCOB,
o0opynoBaHUsS JUIsl  OCYIISCTBJICHHSI TMpollecca CepBHCA, C MEXaHU3MOM
MPOBEJCHUS TMEPErOBOPOB C KIHUEHTAMU IO MPETEH3MOHHBIM Clly4asiM U C
METOJaMU OMpeAeeHUsT MNPUYMH BO3HUKHOBEHHUS TMPETEH3UN B TMpoliecce
OpraHu3alid CepBHCa B a’3pONOPTY M HA BO3AYUIHOM CYAHE; C METOJAaMu
pa3pabOTKM M UCIOJB30BAHUSI THUIMOBBIX TEXHOJOTUYECKUX IIPOIIECCOB, C



MeTtomaMu  (OPMUPOBAHUS ¥ BHEIPEHUS KOPIIOPATHUBHBIX CTaHAAPTOB U
pPEerJaMeHTOB TPOIECCOB OOCTY)KMBaHUSA TMOTpeOWTENel Ha TpaHCIOpTE, C
METOJaMH  B3aUMOJACHCTBUS C KJIMEHTaMH II0 OpTaHW3aIllid  TIpolecca
o0ciy>)kuBaHUsI MOTpeduUTENEH B cpepe rocTenpuruMCcTBa B MPOLIECCe OpraHU3aluu
cepBHCa B ad’poOINOpTy M Ha BO3IYIIHOM CyIHE; C METOJAaMH pa3padOTKu
KOMITJIEKCA MEpPONPHUATHI 10 COOJIOEHNI0 TpeOOBaHUN IMPOM3BOACTBEHHOM
JTUCIUIUIMHBI, 10 COOJIIOICHUI0O TIPaBMJI TI0O OXpaHe Tpyda | TOKapHOM
0€30MacHOCTH TPH OCYIIECTBICHUH TEXHOJOTHYECKOro IMpolecca B MpOIEecce
OpTraHM3aIMU CEPBHCA B a9POMOPTY U HA BO3AYIITHOM CYJIHE;

— 3HAKOMCTBO C MEXaHM3MOM (OPMHUPOBAHUS IIEJICH W 3374 JICITCIbHOCTH
NOJIpa3/ICJICHUN  CEPBUCHON  JIEATCILHOCTH TPEANPUATHS, C MEXaHHU3MOM
NPUMCHCHHS METOJIOB OpPraHU3aIiy TJIaHUPOBAHUS 1 MOHUTOPHHTA JICITCILHOCTH
CEpPBUCHOW KOMITAaHMH B TPAHCIIOPTHOW cdepe W B cdepe rocTenpuuMcTBa Ha
TPAHCIIOPTE, C MEXaHW3MOM OpraHW3allMd WX BBHINOJHEHUS B TIPOIECCE
OpTraHM3aIlMK CEPBHCA B a3pOINOPTY M HA BO3AYIIHOM CYAHE; C METOJaMH BBIOOpa
OpPraHW3allMOHHBIX  peHmIeHUH Uit  (QOPMHUPOBAHMSI  CEPBUCHOM  CHUCTEMBI
0oOCITy)KMBaHMsI C HCIIOJB30BAHUEM METOJIOB OpTaHHM3aIllMd W YIPaBJICHUS B
IpoIlecce OpraHu3allii CepBUCa B ad’pOIOPTy M Ha BO3AYIIHOM CYAHE, C
ANTOPUTMOM TPUHSATHS OPTaHU3AIMOHHBIX PEIICHUHN MO Pa3BUTHIO KIMEHTYPHBIX
OTHOIICHWH TMPEINPUATHS TPAHCIOPTHOW cdepbl M chepbl TOCTSIPUUMCTBA Ha
TPaHCIIOPTE B MPOIIECCE OPTaHM3AIMK CEPBHCA B ad3pOIOPTy U HA BO3IYIITHOM
CyIHE;

— 3HaKOMCTBO C METOJaMH pPa3pabOTKH KOMIUIEKCA MEPONPHUITHHA TI0
OpraHM3alli{, ITUTAHUPOBAHUIO W MOHHUTOPWHTY JIESATEIBHOCTH CEPBUCHOM
KOMIIAaHHHM B TPOIIECCE OpPraHW3aIlMi CEPBHCA B a’pOINOPTy M Ha BO3TYINTHOM
CyIOHE; 3HAKOMCTBO C MEXaHM3MOM OPraHU3allMOHHOTO  OOCITYKHBaHWSI
aBUAIIMOHHOW HWH(PACTPYKTYpbl W OPraHHU3AIlMOHHOTO OO0ECIICUeHHUs Ipolecca
CEpBHCHOTO OOCTYXMBaHUS B adpoIOpTy W Ha OOPTYy BO3AYIIHOTO CYyJHAa B
nporiecce OpraHu3aliyd CepBUCAa B ad’poOIOPTy W Ha BO3AYIIHOM CYAHE; C
MEXaHU3MOM OpraHW3alliy U NMPOBEACHUS MapKETHHIOBOTO aHAJIN3a OTPEOHOCTH
B CEPBHUCHBIX YCIyrax B a’dpomopTy U Ha OOpTYy BO3AYIIHOTO CYyJHA B MPOIECCE
OpraHu3alliy CEpPBUCA B adPOIOPTY U HA BO3IYITHOM CYyJHE;

— 3HAKOMCTBO C METOJaMU OpTaHU3allMM U YMPABICHUS HWMYIIECTBOM
a’pOMOPTOBOTO KOMIUIEKCA W aKTUBAMH CEPBHCHBIX MPEANPUATUN Ha TPAHCIIOPTE
B TMPOIIECCE OpTaHM3aIlMy CEpPBUCAa B adpPOMOPTYy M HA BO3AYIIHOM CYJHE; C
METOJaMH  OMpeNeieHusT  mokazateneid  3(PGEeKTHBHOCTH  JIESITEIbHOCTH
MPEeANpUATHS CEepBHCA B paMKaxX TPAHCIOPTHOTO KOMILIEKCa B TPOIECCE
OpraHu3aliy CepBUCa B adPOIOPTY U HA BO3AYIIHOM CYJIHE;

— CTaHOBJICHHE HABBIKOB TNPAKTUYECKOTO TMPUMEHEHUsS  0a30BBIX
TEOPETUYECKUX 3HAHWM B cdepe OpraHms3aius CEepBUCHON MESITEIBHOCTH Ha
BO3JIYIITHOM TPAHCIIOPTE B MPOIIECCE M3YUYEHUS TUCIUTUTMHBI U UX MPUMEHCHUS B
poeCCUOHANIBHON JIEATEIbHOCTH.



Jucnnmaa «Opranus3anys CEpBUCA B a3pONOPTY U HA BO3AYIIHOM CYIHE»
o0OecreynBaeT MNOArOTOBKY BBIMYCKHUKAa K CEPBUCHOMY M OpPraHU3allMOHHO-
YIPABICHUYECKOMY TUITY 3a/1a4 MPOPECCUOHAIBHOMN AESITEIbHOCTH.

2 Mecro nucuuninnel B ctpykrype OITIOITI BO

Jucnumnuaa «Opranu3aiiys cepBrca B a3ponopTy U Ha BO3AYIIHOM CYIHE»
MpeACTaBIsieT COO0OM JUCHUIUIMHY, OTHOCSIIYIOCS K 4YacTH, (QopMHUpyeMoun
y4acTHUKaMu 00pa3oBaTeIbHbIX OTHOIIEHUH brioka 1 JuciunianHel (MOTIyIH).

Jucnumnraa «Opranu3aiiys cepBrca B a3ponopTy U Ha BO3AYIITHOM CYIHE»
0asupyeTcs Ha pe3ysibTatax oOy4YeHUs, MOJTYUYEHHBIX MPU U3YUYEHUU AUCHUTLIVH:
«CepBuconorust («BBenenne B mnpodeccuio»)», «MEHEIKMEHT B CEpBUCEY,
«IKOHOMHKA MpEATPUATUS CepBHUCaY, «IIpodeccuonanpHas ITHKA,
CTaHJapTH3anus, cepTUdUKalUsg ¢ YIpPaBICHHE KauyeCTBOM B CEPBHUCHOM
obcnyxuBannmny, «OpraHuzaius TpeANPUHUMATEIIBCKON eATeIbHOCTU B cdepe
cepBHMCa Ha TpaHCIOPTE», «YMpaBiIeHUE NPEANPUATHIMH CEpBUCAa Ha
TpaHncnopTe», «CepBUCHAas JEATEIBHOCTh Ha TpaHcmopre», «llcuxomorus u
COITMOJIOTHSl YIPaBJIECHUS CEPBUCHOW JEATEIHHOCTBIO B TPAHCIOPTHOUM cdepey,
«TexHuueckue cpeacTBa MPEANPUITHI CEpPBUCA HA BO3AYIIHOM TPAHCIIOPTEY,
«/IHHOBAaIIMOHHBIE TEXHUYECKHWE CpPEJICTBA B CEPBUCHOM  OOCITYXKHMBAaHUM
NacCaXUpoB B TPAHCIOPTHOM cdepe», «IKOHOMHKA HHPPACTPYKTYPHOTO
OOCITy’>KMBaHMSI ~ adPOMOPTOBBIX  KOMIUIEKCOBY», «DKOHOMHKAa  CEPBHCHOIO
o0CIy>KMBaHMs a’3poOINoOpToB», «PekiiaMa U cBsi3u C OOIIECTBEHHOCTHIO B cdepe
cepBuca  Ha  TpaHcmopte»,  «l/HTerpupoBaHHBIE ~ KOMMYHHKallUd |
KOMMYHUKAIIMOHHBIN MEHEI)KMEHT B cpepe cepBucay.

Hucrtumunaa «OpraHu3aiys cepBrca B a3poropTy U Ha BO3IYIIHOM CYIHE»
ABIIIETCS 00ECTICUNBAIOIICH JJIsl MTUCHUIUINH: «YTIpaBIeHNE aKTUBAMU CEPBUCHBIX
NPEINpUsATAN HA TPAHCTIOPTE», « IKOHOMHKA U OpraHu3aIs TpyAa B CEpBUCE Ha
BO3/yIIIHOM TPAHCIOPTE», «IDKOHOMHKA TpyJda Ha BO3AYIIHOM TPAHCIOPTEY,
«IIpaBoBoe obecrieueHrne CEpBUCHOTO OOCTYKUBAHUS HA TPAHCIIOPTE.

JucuuminHa uzydaercs B 6 cemectpe.

3 Komnerennum oOyuyawomerocs, ¢QopmMmupyemMble B pe3yJbTare
OCBOCHUS IUCUMILIMHBI

[Iponiecc ocBoeHust AUCHUIUIMHBI «OpraHu3alys cepBUca B a3poNopTy U Ha
BO3JIYIITHOM CYyJIHE» HaIpaBjeH Ha (OPMUPOBAHUE CIECTYIONTUX KOMIICTCHITHI:

KOI[ PGBy.HBTaT o6yquH5{: HaMMCHOBAHHUC KOMIICTCHIWHW, NHANKATOPLI
KOMIICTCHIIMH KOMIICTCHII MU

CnocoOeH ompenenasitb Kpyr 3a1a4 B paMKax MOCTABJIEHHOM
HeJM M BbLIOMPATH ONTHMAJbHBIE CIHOCOOBI MX pelIeHHus,
HCXOASl M3 [JAefCTBYWINUX MPABOBBIX HOPM, HMEKIIUXCS
PeCYpPCOB M OTPAHUYCHU I

YK-2

4




Kon
KOMIICTCHIINN

PGSYJIBT&T O6y‘—ICHI/IHZ HaNMMCHOBAHNEC KOMIICTCHIINHN, MHANKATOPLI
KOMIICTCHIIUHU

U1 %yk-2

YMeer BpIOMpaTh ONTUMAJbHBIE CIOCOOBI peHIeHUs 3adad B
paMKax IIOCTAaBJICHHOU LIEJIM, UCXOA U3 JEUCTBYIOIIUX IPABOBBIX
HOPM, UMEIOIINUXCSI PECYPCOB U OTPaHUYCHUN

U Byxk-2

Brnanerp anroputMoM BbIOOpa ONTUMAJIBHBIX CIHOCOOOB HUX
pEeLIEHUs], UCXOAS U3 ACUCTBYIOIIHUX ITPABOBBIX HOPM, UMEOIIUXCS
pECYpCOB U OTPAHUYEHU N

YK-4

Cnoco0eH ocymecTBIATh AeJOBYI0 KOMMYHUKALMIO B YCTHOM
U NHUCbMEHHON (¢opmMax Ha TOCYAapCTBEHHOM  fI3bIKe
Poccuiickoit @erepaliuu 1 MHOCTPAHHOM(BIX) sI3bIKe(AX)

U yks

Binageer meromamMu OCYILIECTBICHUS [€JI0BOM KOMMYHUKAllUU B
YCTHOM M MUCbMEHHOM (hopmax

U/ Pyk-4

YMeeT OCyLIECTBIATH JEIOBYH0 KOMMYHHKAIIMIO B YCTHOW U
NUCBMEHHON (opMax Ha TOCYIapCTBEHHOM si3bike Poccuiickoit
denepaunun

U/ Cyk-4

Binageer HaBbIKaMU OCYIIECTBJIEHHUS JECIOBOM KOMMYHHUKAIIMU B
YCTHOM M MUCbMEHHOM (hopMax Ha MHOCTPAHHOM (BIX) sI3BIKE (aX)

IIK-1

Cnoco0eH Kk pa3padoTke H COBEPUHIEHCTBOBAHHIO CHCTEMbI
KJIHMEHTCKUX OTHOILIEHHMH C y4eToM TpeOOBaHUI MOTpedUTEIs
opranu3anmuii cdepsl cepBuca HAa TPAHCIOPTE B YCJOBHMSX
B3aUMOJECTBHS C MOTPEOUTEJSIMHU, B TOM YHUCJI€ UHTEPHET-
NMPOJABHKEHUS YCJIYI, OPraHU3AMUN Mpolecca 00CayKUBAHUSA
norpedouTes/ied Ha OCHOBe NPUMEHEHHMSI 3aKOHOJAATEJIbHbIX
AKTOB U NIPAaBOBbIX HOPM

U1 i

[IprMeHsIeT KIMEHTOOPUEHTUPOBAHHBIE TEXHOJIOTUU B CEPBUCHOM
NEATENIbHOCTA Ha TPAHCIOPTE B YCIOBHUSX B3aUMOJACHCTBUS C
NOTPEOUTENIIMH, B TOM YHCJI€ UHTEPHET-TIPOJIBUIKEHUS YCIYT

U1k

YyacTtByeT B pa3paboTKe CHCTEMBl KIMEHTCKHX OTHOIICHHH U
OpraHu3aIiy Tpolecca OO0CTyKMBaHUS MOTPEOUTENIC Ha OCHOBE
NIPUMEHEHHS 3aKOHOJATEIIbHBIX AKTOB M MIPABOBBIX HOPM;

U3k

YyacTByeT B  COBEPLICHCTBOBAHMM  CHCTEMBI  KIMEHTCKUX
OTHOIIEHUA B CEPBUCHOW JEATEIBHOCTA Ha TPAHCIOPTE C
VICIIOJIb30BAHUEM MHTEPHET-TEXHOJIOT U

IK-3

Cnocoben Kk pa3pa0oTke TEeXHOJOrMH Ipolecca CcepBHCA,
o0ecneyeHNI0 (POPMHUPOBAHUS W BHEJAPEHHUS KOPHMOPATHUBHBIX
CTAHJIAPTOB H PeErjJiaMeHTOB IMPoUEecCcOB 00CTY:KUBAHUA
norpeduTe/Iel M OpraHM3alMu Mpoiuecca

yJAyYIlIeHUs] KAYeCTBA 0KA3aHMUS TPAHCIOPTHBIX YCJIYT

WU ks

Breibupaer  marepuanbHBIE  PECypChl,  000pymOBaHWE A
OCYILIECTBIICHUSI TpoOLEcca CEPBUCA, MPOBOJIUT IMEPETOBOPHI C
KJIIMEHTAMH IO MPETEH3UOHHBIM CIy4asiM M ONPEAECIACT MPUYNHBI
BO3HUKHOBEHUS NPETEH3UN

U1 %c3

[Ipumensier meroabl pa3pabOTKM M HCMOJIb30BaHUS THUIOBBIX

5




Kon
KOMIICTCHIINN

PGSYJIBT&T O6y‘—ICHI/IHZ HaNMMCHOBAHNEC KOMIICTCHIINHN, MHANKATOPLI
KOMIICTCHIIUHU

TEXHOJIOTUYECKUX  TPOIECCOB, METOAbl  (OPMUPOBAHUA U
BHEJPEHUS  KOPIOPATUBHBIX  CTAaHIAPTOB W  PEIVIAMEHTOB
IpOLIECCOB OOCTYKUBaHUS MOTpedUTeNel Ha TPAHCIOPTE, METObI
B3aUMOJICMCTBHA C KJIMEHTAaMH TI0 OpraHM3alMH Ipolecca
o0cny>KUBaHMsI NOTpeduTesel B chepe rocrenpuumMcTBa

N PnK-s

YuurbiBaeT  TpeOOBaHUSA  MPOU3BOJICTBEHHOW  JUCIUILIAHBI,
NpaBWiia IO OXpaHe TpyAa M IOXKapHOH Oe30IacHOCTH MpH
OCYIIECTBICHHH TEXHOJOTHYECKOTO MpoIecca

IIK-4

Cnoco0eH OCymecTBJIATh OPraHU3ANUOHHOE olecnevYeHue
npouecca CepBHCHOrO O00CHY:KUBAaHHUS, IUIAHUPOBAHUE H
MOHUTOPHMHI  [eATeJIbHOCTH  CEPBHCHOW  KOMIIAHUM B
TPAHCHOPTHOM cdepe U OpraHu3aluu chepobl rocTenpuUMCTBA
HA TpaHCIOpPTe, MNPUHMMATh pelmieHuss 00 YyINpaBJIeHUH
TYPUCTCKO-PEKPEAMOHHBIMM TPOEKTAMH, OPraHU3aAlMU W
yIpaBJIeHUM TPAHCIOPTHOH MHGPACTPYKTYypoOil, B TOM YHCJIe
HMYIIECTBOM a3PONOPTOBOr0 KOMILJIEKCA

U ks

dopmupyeT 1edb U 3a7a4d  JACATEIBHOCTH TOJpa3acICHUI
CEpPBUCHOM JESATEIBHOCTU NPEANPUATHSA, BIAJCET METOAaMu
OpraHu3allid IUJIAHUPOBAHMS M MOHUTOPHUHTA JESTEIbHOCTH
CEpPBUCHOM KOMITAHMM B TpaHCHOPTHOM cdepe u B cdepe
rOCTEIPUUMCTBA  Ha  TPAHCIOpPTE,  OPraHU30BBIBAET  HX
BBITIOJTHEHUE

U rixc4

[Ipou3BoauT  BBHIOOP  OPraHM3ANMOHHBIX  pEHNICHHHA IS
dbopMupoBaHus  CEPBUCHOW  CHUCTEMBI  OOCIY)KMBaHHS  C
UCTIOJh30BAaHMEM  METOJOB  OpraHW3allid W YIPaBICHUS
UMYIICCTBCHHBIM ~ a3pPOIMOPTOBBIM  KOMILIEKCOM W aKTHBaMH
CEPBHCHBIX PEINPUITHI HA TPAHCTIOPTE

U4

[IpyHuMaeT  OpraHu3alMOHHBIE  PELIEHUS 110  Pa3BUTHUIO
KJIMEHTYPHBIX OTHOIICHUHN MPEANpPUATHS TPAHCIOPTHOUN cephl u
chepbl TOCTETIPUUMCTBA HA TPAHCTIOPTE

IIK-5

Cnoco0eH OpPraHu3oOBHIBATHL W NPOBOAWNTH MAPKETHHIOBbBIH
aHAJIM3  TNOTPEOHOCTH B  CEPBHCHBIX  ycjayrax MpH
IKCITyaTAllMM BO3AYHIHBIX CYA0B U 00bEKTOB ABHAIMOHHOI
HHQPACTPYKTYpPbl, TNPH  OPraHU3alUMU,  BBHINOJHEHUH,
ob0ecriedeHMH M OOCJYKMBAHUM TMOJIETOB BO3IYIIHBIX CY/I0B,
BO3JIYIIHBIX NEPEBO30K U ABUALIMOHHBIX padoT

U ks

Cnocoben  pa3pabaTeiBaTh  KOMIUIEKC ~ MEPONPHUATHNA  TIO
OpraHu3aluy, IUIAHUPOBAHUI0O W MOHUTOPHUHIY JESTEIbHOCTH
CEepBUCHOM KoMmaHuu B cdepe TpaHCIOpTa HU  OOBEKTOB
ABUAIIMOHHOW MHDPACTPYKTYPHI

U5

Cnoco0GeH  OCyHIeCTBIATh OpPraHU3allMOHHOE  OOCIYXKHMBaHHE
ABUALIMOHHOW MHMPACTPYKTYPHI U OPTraHU3AIMOHHOE 00ECIICUCHHE
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Kon Pe3ynbTaT 00y4ueHUs: HANMEHOBAHUE KOMITETCHIINH; UHIUKATOPHI
KOMIIETCHIIUN KOMIETEHIIUU

poLecca CEpBUCHOrO OOCIyXKMBaHUS B a’3pomopTy U Ha OopTy
BO3JYIIHOT'O CyHA

CnocoOeH opraHu30BbIBATH U MMPOBOJIUTh MAPKETUHIOBBIN aHAIIN3
U5 NOTPEOHOCTH B CEPBUCHBIX YyCIyrax B aj’poropTry U Ha OOpTy
BO3YIIHOIO CyAHa

Cnoco0en paspadarbiBaTh KOMILIEKC MepP 10 NOBBIIICHHUIO
3¢ PEeKTUBHOCTH AeATEJIBbHOCTH CTPYKTYPHOI'O IOApAa3/e/IeHus
W OpPraHM30BaTh MpoLecC MX peaju3anMu B paMKax
TPAHCIOPTHOI0 KOMILJIEKCA

IIK-6

YuyacTByeT B OpraHM3aldd W  yOPaBICHUUM UMYIIECTBOM
a3pPOIOPTOBOTO KOMIUIEKCA U aKTUBAMHU CEPBUCHBIX MPEANPUATUI
N PnK-s Ha TpPaHCIOPTE; VyYacTBYEeT B ONPEACJICHUM IOKa3aTeyeH
3 PEKTUBHOCTH JEATEIBHOCTH CTPYKTYPHOTO TIOJpa3ICICHUS
MPEANPUATHI CEPBHUCA B YCIOBUSIX TPAHCIIOPTHOTO KOMILJIEKCA

3HaTh:

— MEXaHU3M BbIOOpa ONTUMAJILHBIX CIOCOOOB pelieHus 3ajad B pamMKax
NOCTaBJICHHOM MLEJIH, UCXOAsl W3 JEUCTBYIOIIMX IPABOBBIX HOPM, HMEIOIINXCA
PECYPCOB M OTpaHUYEHUN B MPOLIECCE OPraHM3alUM CEpBUCA B a’pONOpPTy U Ha
Bo3aymHoM cynHe (MI%yk2); alroput™M BbIOOpa ONTHMAIBHBIX CIIOCOOOB HX
pelIeHns, UCX0Id W3 JEHUCTBYIOIIMX IMPABOBBIX HOPM, MMEIIIHNXCS PECYPCOB U
OTpaHWYEHUN B MPOLIECCE OpraHM3alMy CEpBHCA B a’pOINOPTY M HAa BO3AYILIHOM
cynue (U1 %yk-2);

— METOJIbl OCYIIECTBJIEHUS JEJIOBOM KOMMYHHMKAallUM B YCTHOM U
NUChMEHHOM (opmax B Mpollecce OpraHU3allud CepBHCA B a’pOMOPTy M Ha
BO3JYIIHOM CYJIHE (I/I,HlyK-4); MEXaHU3M OCYIIECTBIICHHUS JI€JOBOM KOMMYHUKAIIUU
B YCTHOM M THChbMEHHOM (opMax Ha TOCYJAapCTBEHHOM s3bike Poccuiickoit
denepanuu B MPOLECCE OPraHM3aldd CEpBHCA B a’pONOPTy M HA BO3AYIIHOM
cynne (M%yk-4); MEXaHU3M OCYILIECTBIICHHS J€I0BOM KOMMYHHKALMU B YCTHOM M
MMCbMEHHON (hOpMax Ha MHOCTPAHHOM (BIX) SI3bIKE (aX) B MPOIECCE OPTaHHU3aAIUU
cepBHCa B adPOINOPTY U Ha Bo3aymHoM cyaHe (U 3yk.4);

- KJIMEHTOOPUEHTHUPOBAHHBIE TEXHOJOTUH B CEPBUCHOW IEATEIBHOCTH HA
TPAHCIIOPTE B YCIOBHUSIX B3aUMOJCHUCTBUSL C MOTPEOUTENSIMU, B TOM YHCIIE
MHTEPHET-MIPOABUKEHHUS YCIyT B MPOLIECCE OpraHU3alluu CepBHCa B a’3pONOPTy U
Ha BosaymHoM cyaHe (M/I'nk.1); MexanusMm pa3pabGoTKU CHCTEMBI KIMCHTCKUX
OTHOIICHUN M OpPTaHHW3aIlMy Tpolecca OOCTyXKUBaHUS MOTpeOUTeNneit Ha OCHOBE
MIPUMEHEHUS 3aKOHOAATENIbHBIX AKTOB U MPABOBBIX HOPM B IPOLIECCE OpraHU3alUU
cepBuca B adpomopTy M Ha BosaymHoM cyaHe (M%mk1); MeXaHH3M
COBEPIICHCTBOBAHUSI ~ CHUCTEMbl  KIMEHTCKUX  OTHOIICHHH B  CEPBUCHOMN
NEATeIbHOCTH Ha TPAHCHOPTE C MCHOJIb30BAHUEM WHTEPHET-TEXHOJIOTUNA B
IpoLEecce OPraHU3aliy CEPBUCA B a3pOHOPTY U Ha Bo3aymHoM cyane (U1 3mk1);




— MEXaHHM3M BBIOOpPa MaTepUAIbHBIX PECYpCOB, OOOPYIAOBAaHHSA IS
OCYILIECTBJICHHS TpoIlecca CEPBHCA, MEXaHHW3M TPOBEACHHS IEPErOBOPOB C
KJIUCHTAMH TI0 TIPETEH3MOHHBIM CJIy4asM W METOABl ONPEACICHUS TPUYUH
BO3HUKHOBEHUS MPETCH3MI B MPOIIECCE OpraHU3aIlii CEPBHCA B a’3pONOPTY U Ha
BO3JYILIHOM CYJIHE (I/Il[an-g); METOAbl Pa3pabOTKH U HCIOJIb30BAHUS TUIOBBIX
TCXHOJIOTUYECKUX  IPOIECCOB, METOAbl  (OPMHUPOBAHHS W  BHEAPCHUS
KOPIIOPATUBHBIX ~ CTAaHJAPTOB W  PEMVIAMEHTOB IPOIIECCOB  OOCITYKMBAHHMS
NoTpeOUTENIe HA TPAHCIOPTE, METOABl B3aUMOJCHCTBHS C KJIMEHTAMH IIO
OpraHM3allMy Tpoliecca 00CTy)KUBaHUS TOTpeOuTeNel B chepe roCTEHPUUMCTBA B
TpoLEecce OPraHU3alUK CEPBHCA B ad3pOIOPTY U Ha BozaymHoM cyaHe (U1%mk-s);
METOJbI Pa3pabdOTKH KOMILIEKCA MEPONPHUATHH IO COOJIOACHHIO TPeOOBaHMI
MPOU3BOJICTBEHHON JAMCIMILIMHBI, MO0 COOJIIOJCHUIO MPABHII [0 OXpaHe TpyAa H
MOYKapHOH 0E30MacHOCTH TPH OCYIIECTBICHUH TEXHOJOTHYECKOro mpoiiecca B
TpoLecce OPraHu3aliK CEPBHCA B a3PONOPTy M Ha Bo3aymHoM cyane (M13nk-3);

— MeXaHu3M (OPMHUPOBAHUS ILEJICH U 3a1a4 JeATEIbHOCTH MO Apa3aeicHHU
CCPBHCHOM JIEATCIBHOCTH MPESANPHUATHS, MEXaHHW3M MPHUMEHEHHS METOJOB
OpraHM3aliy IJIAHUPOBAHUS U MOHUTOPUHTA JESITEIbHOCTH CEPBUCHON KOMIIAHHH
B TPAHCIIOPTHOM cdepe U B cepe rocTenpuUMCTBA Ha TPAHCIIOPTE, MEXaHH3M
OpraHM3aIlMK WX BBIITOJHEHUS B IIPOIECCE OPraHU3allii CEPBHCA B adPOIOPTY U Ha
Bo3aymHoM cyaHe (M 'mk4); MeTonsl BHIOOpA OpPraHM3allMOHHBIX PEIEHHH s
(dbopMHUpOBaHUS CEPBUCHON CUCTEMBI OOCITYKHUBaHHS C MCIOJIb30BaHHEM METO/OB
OpraHW3alliy W YIpaBJICHUS B MPOIECCE OPraHU3aIliU CEPBHCA B a3pONOPTy U Ha
Bo3aymHoM cyaHe (MJ1%mk.4); aaropuT™M HPHHATHS OPraHM3alMOHHBIX peElIeHUit
110 Pa3BUTHIO KIUEHTYPHBIX OTHOIICHUH MPEANPUATHS TPAHCIOPTHOH chepsl U
chepsl TOCTCIIPUUMCTBA Ha TPAHCIIOPTE B TPOIECCE OPraHHM3allid CEpBHCA B
a’ponopTy ¥ Ha Bo3aymHoM cyaue (M1%mk.4);

— METOAbl pa3pabOTKU KOMIUICKCA MEPOIPHUATHH 110 OpraHu3alluH,
IUTAHUPOBAHUIO U MOHUTOPUHTY JIEATCIbHOCTH CEPBHCHON KOMITAHUH B TPOIECCE
OpraHM3allMy CEPBUCA B adpONOPTy M Ha Bo3aymHoM cyaHe (M/Ilnk.s); MexaHusm
OpPraHU3allMOHHOTO  OOCITY)XWBaHHWS  ABHAIIMOHHOH  HMHPPACTPYKTYpbl U
OpPraHU3allMOHHOTO O00CCICUCHHsS IIpollecca CEPBUCHOrO OOCITY)KHBAaHHS B
a’pOIoOpTy M Ha OOpPTY BO3AYIIHOIO CyJHA B IIPOLIECCE OpraHU3allMH CEpPBHCA B
a’poriopTy M Ha BosaymHoM cyaHe (M%mks); MeXaHM3M OpraHM3alUM U
MIPOBEJICHUS MapKCTHHIOBOI'O aHajiu3a IOTPEOHOCTH B CEPBHCHBIX YCIyrax B
a’pOIOpTy M Ha OOPTY BO3IYIIHOIO CyJHaA B IIPOIIECCE OpraHU3allid CEpBHUCA B
a’poNopTy U Ha Bo3aymHoM cyane (M1%mks);

— METOJIBl OpraHU3allMM M YIPABJICHHS HMYIIECTBOM a’3pOIIOPTOBOIO
KOMILJICKCA M aKTUBaMHM CEPBHMCHBIX NIPEINPHUATHH Ha TPaHCIOPTE B IIpolecce
OpraHu3alliy CEPBUCA B a3POIOPTY U HA BO3IYIIIHOM CYIHE; METOIbI OPEACICHHUS
nmokasareneii 3()(PEKTUBHOCTU JEATEIBHOCTH MPEANPHUATHS CEpBHCa B paMKax
TPAHCIOPTHOTO KOMILIEKCA B MPOIECCE OpraHU3allMKM CEPBHCA B a’pONOPTy U Ha
Bo3aymHoM cyaae (M1°mks);

VYMeTh:



— NPUMEHSITh MEXaHU3M BBIOOPA ONTUMAILHBIX CIOCOOOB pEIICHHS 3a7a4 B
paMKax TOCTaBJICHHOW IIENM, WCXOJs W3 JCUCTBYIOUIMX TMPABOBBIX HOPM,
UMCIOIIUXCS PECYpPCOB M OTrPaHHYCHHI B TPOILECCE OpraHU3allMd CEpBHCa B
asporopty m Ha Bo3aymHoM cyaHe (M/I%yk-2); NPUMEHATH anroput™M BhIGOpa
ONTHUMAJBHBIX CIIOCOOOB UX PEICHUS, UCXO/S U3 JIEHCTBYIOIINUX MPABOBBIX HOPM,
UMCIOIIUXCS PECYPCOB M OTPAaHMYCHHI B IPOLECCE OpraHW3allMyd CEpBHCA B
asponopTy u Ha Bo3aymHoM cyaue (U13yk-2);

— IPUMEHSTHh METOJIbI OCYIIECTBICHUS JCIIOBON KOMMYHUKAIIMHM B YCTHOH U
NUCBMEHHOW (opMax B Tpolecce OpraHu3allMd CEpBHCAa B a’poONoOpTy M Ha
BosaymHoM cyaHe (U[Ilyk.s); OpUMEHATH MEXaHW3M OCYHIECTBJIECHHS JEIOBOM
KOMMYHHKAIIMM B YCTHOW W MUCBMEHHOW (hopMax Ha TOCYAapCTBCHHOM S3bIKE
Poccuiickoii ®deeparii B MpOIECCe OPraHU3allMM CepBUCA B adpONOPTY U HA
BosaymHoM cyaHe (MU[1%yk.4); NPUMEHATh MEXaHU3M OCYLIECTBICHHS JEJIOBOM
KOMMYHHUKAIIMA B YCTHOM M MUChbMEHHOW (popmax Ha MHOCTpAHHOM (BIX) SI3BIKE
(ax) B mpoliecce OpraHu3alli CEpBHCAa B a3pOINOPTY M HA BO3AYIIHOM CYyIHE
(U Pyk-a);

- TNPUMEHATh KJIMCHTOOPUCHTUPOBAHHBIC TEXHOJOTMH B CEPBUCHOM
JCSITEIPHOCTH HA TPAHCIOPTE B YCIOBHSX B3aMMOJACUCTBHS C MOTPCOUTEISAMU, B
TOM 4YHCJIC MHTECPHET-TIPOJIBUKCHUS YCIYT B IMPOIECCE OpraHW3allMyd CEpBHCA B
asponopty ¥ Ha Bo3aymHoM cyaHe (M1 nk.1); NpUMEHATh MeXaHu3M pa3paboTKu
CHCTEMBbl KJIMCHTCKUX OTHOIICHWA W OpraHu3aliy IMpolecca OOCITyKUBaHUS
noTpeduTeNel Ha OCHOBE MPUMEHEHHS 3aKOHOIATEIILHBIX aKTOB M MPABOBBIX HOPM
B IIPOIIECCE OPraHMU3aLMU CEPBUCA B a3PONOPTY M Ha BosaymHoM cyade (M1%mk-1);
IPUMCHSITh MEXaHU3M COBEPIICHCTBOBAHHS CHCTEMbI KJIIMEHTCKMX OTHOIICHUU B
CEpBUCHON JICATEIIBHOCTH HAa TPAHCIOPTE C HCIOJIb30BAaHHMEM HHTEPHET-
TEXHOJIOTHI B TMPOIECCe OpPraHU3allMi CEpBHCA B a’pOMOPTY M HA BO3MYIIHOM
cynue (U1 mk1);

— MPUMEHATh MEXaHMU3M BbIOOpa MaTepUabHBIX PECYpPCOB, 00OPYIOBaHUS
JUI  OCYIIECTBJICHHS IMpoIlecca CEpBHCA, MPUMCHITh MEXaHU3M IPOBEICHHS
MIEPErOBOPOB C KJIMEHTAMHU MO MPETEH3UOHHBIM CIy4YasM M HPUMEHITh METOJIbI
OIIpeNeICHUs] TPUYMH BO3HUKHOBEHHS TIPETCH3MH B MPOLECCE OpraHU3alHuu
cepBuca B a’ponopry M Ha BosaymHoMm cyaHe (M/I'nk.3); mpuMeHATH MeTOMbI
pa3pabOTKH U UCTIOIBH30BAHUS TUTIOBBIX TEXHOJIOTUYECKUX MPOIECCOB, MPUMEHSTh
METO/bI (POPMHUPOBAHHUS U BHEPEHUS KOPIIOPATUBHBIX CTAHAAPTOB U PErVIAMEHTOB
IPOIIECCOB OOCITY>KMBaHUS TOTPEOUTENCH Ha TPAHCIOPTE, MPUMEHSTH METOJIbI
B3aUMOJICHCTBHS C KIMEHTaMH [0 OpraHW3alMyd Tpolecca O00CITyKHBaHUS
norpedureneii B cdepe TOCTENIPHUUMCTBA B IPOIECCE OpraHW3alMHd CEpBHCA B
asporopTy M Ha BosgymHoM cyaHe (M[I%mi.s); IPUMEHATH METOABI pa3paboTKH
KOMITJIEKCa MEpPONPHSITHI 10 COONMIOeHNI0 TpeOOBaHWUN MPOU3BOACTBEHHOM
OWCUUIUIMHBI, TIO0 COONIONEHHIO TMpPaBWJI IO OXpaHe Tpyla U TOXKAPHOU
0€30MacHOCTH TPHU OCYIIECTBICHUH TEXHOJIOTMYECKOro Tpollecca B IpoIecce
OpraHu3alluy CepBUCa B adPONOPTY U Ha Bo3aymHoM cyaHe (U1 3mk-3);

— TPUMEHATH MeEXaHu3M (OPMHUPOBAHHS Iee W 3aaad JEATCIbHOCTH
MOJIpa3ICIICHUH CEPBUCHOW JCATCIBHOCTH TMPEANPHUATHS, MPUMEHATh MEXaHU3M



MPUMEHEHHUS METOJIOB OPTaHMU3AIMH TNIAHUPOBAHUSA U MOHHTOPHHTA JCSITCIbHOCTH
CEpBUCHON KOMIIAHWUHM B TPaHCHOPTHOH cdepe m B cdepe TOCTEIPUUMCTBA Ha
TPAHCIIOPTE, MEXaHU3M OpPraHHM3allMM WX BBITOJHEHHUS B MPOIECCE OpPraHUu3aluu
cepBuca B a’ponopry M Ha BosgymHoMm cyaHe (U]Ilnk.s); mpuMeHATH MeTombI
BbIOOpAa OPraHU3aIlMOHHBIX PEIICHUN I (OPMHUPOBAHHUS CEPBHCHON CHCTEMBI
OOCITy)KUBaHHsI C HCIIOJB30BAHMEM METOJIOB OpraHW3allid W YIPABJICHUS B
npolecce OPraHu3allid CEPBUCA B adpOHOPTY U Ha Bo3AymHOM cyaHe (M1%mx-4);
NPUMCHSATH QJITOPUTM NPHUHATHS OPTraHU3aIlMOHHBIX PEIICHUH IO Pa3BUTHUIO
KJIUCHTYPHBIX OTHOIICHWHW NPEINPHUATHS TPaHCIOPTHOW cdepsl U chepsl
TOCTETIPUUMCTBA Ha TPAHCIIOPTE B MPOLIECCE OPTaHU3AIMK CEPBUCA B a3POIIOPTY U
Ha Bo3aymHoM cynne (M13nk.4);

— MPUMEHITH METOJbI pa3pabOTKH KOMIUIEKCA MEpPONPUATHH IO
OpraHM3alli{, IUTAHHPOBAHHUIO W MOHHUTOPUHTY JICATEIBHOCTH CEPBHUCHOM
KOMITaHUH B TPOLIECCE OPraHU3aIMK CEPBHUCA B ad3PONOPTY U HA BO3YIIHOM CY/IHE
(UQ'nks);  NpUMEHATh  MEXaHU3M  OPTaHU3AlMOHHOIO  OOCIYKHBAHHS
aBHAIIMOHHON HMHQPACTPYKTYphl M OpPraHHM3AIMOHHOTO OO0CCICYCHHUs Mpoliecca
CEpBUCHOTO OOCITYy)KMBaHUSI B a’pONOpTy M Ha OOPTYy BO3IYIIHOIO CyIHA B
IIpoleCCE OPraHM3alMU CEPBUCA B a’ponopTy U Ha BosaymHoM cynHe (M[1%mks);
IPUMEHATh MEXaHHM3M OpraHHW3alii W TMPOBEJACHHUS MapKETHHIOBOI'O aHajM3a
HOTPEOHOCTH B CEPBUCHBIX yCIyraxX B adporopTy ¥ Ha OOPTY BO3IYIIHOTO CyJIHA B
IIpOLECCE OPraHMU3alMU CEPBHCA B a3PONOPTY M Ha Bo3aymHoM cynHe (M]13nk.s);

— TPUMEHATh METOJbl OpraHu3alldd W  YIPaBICHHUS HMYIIECTBOM
a’pOMOPTOBOTO KOMIUIEKCA U aKTUBAMHU CEPBUCHBIX MPEANPHUATAN HA TPAHCIIOPTE
B TIPOIlECCe OpraHM3allMd CEepPBHCAa B adpOINOPTy W Ha BO3AYIIHOM CYJHE,
NPUMEHSATh METOJBI OIpelelIeHus Toka3aTeneld 3(pPEeKTUBHOCTH NEATEITHHOCTH
NpeINpUATHs CEpBUCAa B paMKax TPAHCIOPTHOTO KOMIUIEKCa B TIpoIiecce
OpraHM3allM1 CEPBUCA B a3pONOPTY U Ha Bo3aymHoM cyaHe (M 3mis);

Bnaners:

— CHOCOOHOCTHIO TMPHUMEHSATh MEXaHHM3M BBIOOpA ONTHMAJIBHBIX CIIOCOOOB
pelleHusi 3aJad B paMKaxX IIOCTaBICHHOW I, HCXOAS U3 JICHCTBYIOIIMX
MIPABOBBIX HOPM, UMCIOIIMXCSI PECYPCOB M OTPAHWYCHHH B MPOIIECCE OPraHU3alnuN
ceppuca B adpomopTy U Ha Bo3aymHoM cyaHe (MI%yk2); CIOCOOHOCTHIO
MPUMEHATH AJITOPUTM BBIOOpA ONTHUMAIBHBIX CIOCOOOB WX PEHICHUS, MCXOIS M3
JICHCTBYIONIUX IPABOBBIX HOPM, HMMCIOIIUXCS PECYpCOB W OrPAHWYCHHH B
IpoLecce OpraHu3aliy CEPBUCA B a3pONOPTY U Ha Bo3aymHoM cyane (U 3yk-2);

—  CHOCOOHOCTBIO  TIPUMEHSTH  METOABl  OCYHICCTBICHHS  JIEIOBOM
KOMMYHHKAIIMK B YCTHOW WM IHCBMEHHOW ¢opMax B TPOIECCe OpPTraHU3aAINA
cepuca B adponopry M Ha BosaymHoMm cyaHe (M[Ilyis); cmocoGHOCTEIO
NPUMCHATh MEXaHU3M OCYIIECTBICHHUS JIEJOBOH KOMMYHHKAIUM B YCTHOW H
MUCbMEHHOM (hopMax Ha rocyaapcTBeHHOM si3bike Poccuiickoit dexpepaiuu B
npolecce OpraHu3alli CEpBUCa B adPONOPTy M Ha BosaymHOM cyaHe (UJ%yx.4);
CIIOCOOHOCTBIO MMPUMEHAITh MEXaHU3M OCYIICCTBIICHHS JIEJIOBOM KOMMYHUKAIIUU B
YCTHOM M MUCbMEHHOM (opMax Ha MHOCTpPAaHHOM (bIX) SI3bIKE (aX) B mpolecce
OpraHu3alluK CEpBUCa B adPONOPTY U Ha Bo3aymHoM cyaHe (U1 3yi.4);
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-  HaBBIKAMH TPUMEHATh KIHCHTOOPHCHTUPOBAHHBIC TEXHOJIOTMH B
CEpBUCHON JCATEIBHOCTH Ha TPAHCIOPTE B YCIOBHSIX B3aMMOJCHUCTBUS C
NOTPEOUTEISIMH, B TOM YHCJI€ HHTEPHET-MPOABIKEHUS YCIYT B IpoOIEcce
OpraHM3allid CepBUCa B ad’ponopry M Ha Bo3gymHoM cymHe (Ud'mk.);
CIIOCOOHOCTRIO  TIPUMEHATH MEXaHHM3M pa3pabOTKM  CHCTEMBI  KIMEHTCKUX
OTHOIIEHWI M OpraHM3alKi{ Ipolecca OOCIyKHBaHHUS IOTpeOHUTENel Ha OCHOBE
NPUMEHEHHS 3aKOHOIATEIbHBIX aKTOB M IPABOBBIX HOPM B IIPOILIECCE OPraHU3aAIMH
cepBHCca B ad’ponopTy M Ha BosaymHoM cyaHe (MJI%mk1); CHOCOOHOCTBIO
OPUMEHSITh MEXaHHU3M COBEPIICHCTBOBAHUS CHCTEMBI KIMEHTCKHX OTHONICHHMA B
CEpBUCHON JEATENbHOCTH Ha TPAHCIOPTE C HCIONb30BAHHEM HMHTEPHET-
TEXHOJIOTMI B IPOIECCE OpPraHU3allMi CEPBHCA B a’pOIOPTY W Ha BO3IYIIHOM
cyaue (M1 3nk-1).

— CIOCOOHOCTBIO MPUMEHATh MEXAHHM3M BHIOOpA MaTEpHUABHBIX PECYPCOB,
000pyIOBaHUS IS OCYIIECTBICHHUS MPOIECCa CEPBICA, CIIOCOOHOCTHIO MPHUMEHSI T
MEXaHHM3M IIPOBEIEHHUS TIEPETOBOPOB C KJIMEHTAMH 110 IMPETEH3UOHHBIM CITydasM 1
CIIOCOOHOCTBIO MPHUMEHATH METOABI ONpEAEICHHsS IPUYNH BO3HUKHOBEHHS
IPETEH3MIA B TIPOIECCE OPTaHU3aIMK CEPBHCA B adPOIOPTY M HA BO3LYIIHOM CY/IHE
(U'nk3); CMOCOOHOCTBIO HPHMEHSTh METOAbI Pa3pabOTKM M HCIOJIb30BAHHS
THIIOBBIX TEXHOJOIMYECKUX IPOIECCOB, CIOCOOHOCTHIO IPUMEHSTH METO/IbI
(GopMHpPOBaHUS W BHEAPEHHS KOPIIOPATUBHBIX CTAHJAPTOB M PErIaMEHTOB
MPOIIECCOB  OOCTY)XMBaHHS TIMOTPEOUTENIe Ha TPAHCIOPTE, CHOCOOHOCTHIO
IPUMCHSITh METOJbl B3aUMOJICHCTBUS C KIMEHTaMH 10 OpraHU3alMy Mpoliecca
o0CITy)KUBaHMsI TIOTpeOUTENeH B chepe rocTEPUUMCTBA B MPOIECCEe OPraHU3aI|K
cepBuCa B a’ponopTy M Ha BosaymHoM cyaHe (U]1%mk.3);  CIOCOOHOCTEHIO
IPUMEHSTh METOJbI Pa3pabOTKH KOMIUICKCA MEpOINPHUITUH TI0 COOIIOICHUIO
TpeOOBaHUI MPOM3BOJICTBCHHON JIMCHHUIUIMHBL, IO COOJIOJCHUIO MPaBUI IO
OXpaHe TpyJa M MOKapHOH 0€30MaCHOCTH MPH OCYIIECTBICHHH TEXHOJIOTHIESCKOTO
mpoiiecca B MPOIECCe OPTaHU3aIMK CEPBUCA B a9POIOPTY U HA BO3AYIIIHOM CYyHE
(U] Pnk-3);

— CIOCOOHOCTBIO MPUMEHATh MEXaHH3M (OPMHUPOBAaHUS LElNed M 3aaad
JESITCIBHOCTH  TMOJPA3/ACACHUNA  CEPBUCHOW  JEATEIBHOCTH  MPEANPHSITHSA,
CMOCOOHOCThIO MPUMEHSITh MEXaHW3M MPUMEHEHHUS METOJO0B OpraHU3aInuu
IUIAHUPOBAHMS W MOHHUTOPHHra JEATEIBHOCTH CEPBHUCHOW KOMITAHUH B
TPaHCTIOPTHOM cdepe U B chepe rOCTENPUUMCTBA Ha TPAHCIIOPTE, CIIOCOOHOCTHIO
NPUMEHSITh MEXaHHU3M OpPraHM3allMd WX BBITIOJIHEHUS B IMPOIECCE OpraHu3aliu
cepuca B adponopry M Ha BosaymHoM cyaHe (UI'nks); cmocoGHOCTEIO
OPUMEHSTh METOZBI BBHIOOPA OPTraHU3AIMOHHBIX pPEHICHUH st (OPMHUPOBAHUS
CEPBUCHOMN CHCTEMBI OOCITY)KMBaHHUS C MCIOJIb30BAHHEM METOJOB OpPTraHU3aIMH U
yIpaBJIeHUs] B MPOIIECCE OPraHM3alMU CEPBHCA B a’3pPOIOPTY M HA BO3IYIIHOM
cynne  (UJ%mk4);  CHOCOOHOCTBIO ~ HPMMEHATH  ANTOPUTM  HPHUHATHS
OpPraHU3aI[MOHHBIX  PEIICHHH [0  Pa3BUTUIO  KJIMEHTYPHBIX  OTHOIICHHM
OpPEANPUATHS TPAHCIIOPTHOH cepsl U chepsl TOCTEIPUUMCTBA HAa TPAHCIIOPTE B
IpoLEecce OPraHu3aliy CEPBUCA B a3pOHOPTY U Ha Bo3aymHoM cyane (U1 3mk.4);

— CHOCOOHOCTBIO MTPUMEHSITH METOBI Pa3pabOTKU KOMIUIEKCA MEPOIIPUSTHI
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[0 OpraHW3aIiy, IIAHUPOBAHUIO M MOHUTOPHHIY JESTEIBHOCTH CEPBUCHOM
KOMITAHUH B TIPOIIECCE OPTaHU3AIMK CEPBHCA B a3POIMOPTY U HA BO3IYIIHOM CYIHE
(UO'nks);  CIOCOOHOCTBIO — NPUMEHATH — MEXAHU3M  OPraHU3ALHOHHOTO
OoOCTy)KMBaHHMS ~ ABUAIMOHHONM  WHQPPACTPYKTYphl M OPTaHH3AI[MOHHOTO
oOecrieueHnsl Mpolecca CEpBUCHOTO OOCITY)KMBaHUS B adpOINOPTy W Ha OOpTY
BO3JYIIHOTO CY/JHa B TMPOIECCe OpraHW3allMd CepBHCAa B aj’poNoOpTy M Ha
BosaymHoM cyaHe (M]1%nk-5); CIOCOOGHOCTBIO MMPUMEHATh MEXAHM3M OPraHH3aALMHU
U TPOBEJCHHUS MapKETHHIOBOI'O aHAIW3a MOTPEOHOCTH B CEPBUCHBIX YCIyrax B
a’poIopTy ¥ Ha OOPTY BO3IYIIHOIO CYAHA B MpPOIECCE OpraHW3allMyd CepBUCA B
asponopTy ¥ Ha Bo3aymHoM cyaue (M13mks);

— CIMOCOOHOCTBIO TMPUMEHSTh METOABl OpraHM3alMk W YIpaBJICHUS
HUMYIIIECTBOM a’pOIMOPTOBOr0 KOMILIEKCA M aKTHBAMH CEPBUCHBIX MPEANPHUATHI Ha
TPAHCIIOPTE B MPOIECCE OPraHU3allMK CEPBUCA B a’pPONOPTY M HA BO3IYIIHOM
CY/JHE; CIOCOOHOCTBIO TPHMEHSATh METOJABI  OINpPEICICHUS  MOoKa3aresneu
3¢ (HEKTUBHOCTH EATEIBHOCTH MPEANPHUITHS CepBHCa B paMKax TPAHCIOPTHOIO
KOMITJICKCA B TPOLIECCE OpraHW3alid CepBHCAa B a’3pONOPTY U HA BO3IYIIHOM
cyaue (M 3nks).

4. O0beM IUCUMILIMHBI M BUABI Y4eOHOI padoThl

OO6mast TpyJI0€MKOCTh JUCITUILIMHBI COCTABIsACT / 3a4€THBIX SAWHUIL, 252
aKaJeMHYECKUX Jaca.

AN MeHOBAHIe Bcero vacon CGMGCCTp
OO6m1ast TpPyTI0EMKOCTh JUCITUTIIINHBI 252 252
KonrakTHas pabora: 98,5 98,5
JIEKLIUA 48 48
PAKTUYCCKUE 3aHATHUS 48 48
CEMUHAPHI — —
n1abopaTopHbie pabOTHI — —
KypcoBasi paboTta (ITPOeKT) — —
CamocTosiTennbHast paboTa 00y4JarOIUXCs 120 120
ITpomexyTouHas aTTecTanus: 36 36
KOHTaKTHas paboTa 2,5 2,5
CaMOCTOsITeIbHAs padoTa Mo MOJATOTOBKE K 33,5 33,5
HK3aMEHy
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5 Conep:kanue TUCUUIJINHBI

5.1 CooTHeceHus1 TeM AUCHUIIMHBI U (GOPMUPYEMBbIX KOMIIETEHIMI

Temnl JAUCIUITIINHBI

Komnerennun

: = o5
[+
§ § ~| | | o | b o 8 ‘E E g
=E gLy 202 28
2 oo BB EE & 2 x| T2
O x| O 6
1 2 314567819 10 11
Tema 1. OcHOBHBIC TCHACHIIMU BK, JI, VO,
HAa COBPEMEHHOM aBHUAPBIHKE 8 + | —|+ |+ |+ |+ |+ |13, MPK, | C3,
CPC Ci
E:Ii?diaizuli:;:;;:g\ﬁﬂb 16 | 4| 4|+ +|+]|+|LIBKE 8(73(3)
MPK,CPC ’
TPaHCIIOPTE C
Tema 3. HopmatuBHO-TIpaBOBast
0aza perynlp)lpy}omasl ’ 8 L I3, Yo,
’ | —|+ |+ |+ |+ ]+ MPK, C3,
OpraHU3aIMIo0 CepBUCA HA CPC Crn
BO3/yIIHOM TPAaHCIIOPTE
Tema 4, Yenyru, JI, T13, VO,
MPEIOCTABIISIEMbBIE TTACCAXKUPAM 8 Sl I o B O O MPK, C3,
B a3pPOIOPTY CPC Ci
Tema 5. Heasnanmuonnas JI, T13, VO,
CEpBUCHasA  JCATEIBHOCTH B 10 D]+ + ]+ ]+ |+]|+ MPK, C3,
a’poIopTy CPC C
Tema 6. IlpaBoBbIC MeXaHU3MBI JI, 113, VO,
B3aMMOJICUCTBUS a’ponopra H 10 bl w] s+ ]+]+]+ MPK, C3,
CEpPBUCHON KOMIIAHUU CPC Cg
Tema 7. Ycnyru, JI, 113, VO,
MPEIOCTABIISIEMBIEC  TTACCAXKUPaAM 0 bl w]s]+]+]+]+ MPK, C3,
Ha OOPTY BO3IYIIHOTO CyJHA CPC Ci
Tema 8.  Opranu3alnnoHHO-
byHKITMOHATBHAS CTPYKTypa JI, 113, YO,
aBHAIPENIIPUATHUS mo| 10 |4+ ]+ [+|+]+ MPK, C3,
MPOU3BOJICTBY U pealu3aluu CPC Cu
YCIIYT MAaCCAKUPaM
Tema 9. Opranuzanus 71, 13, VO,
WH(OPMAITMOHHO-CITPABOYHOTO 10 |44l 4l4l+l+l+ MPK, 3,
00CTy>KUBaHHSI MacCaKUpoB CPC Crn
BO3JIYIITHOTO TpaHCIIOpTa
Tema 10. Opranuzanus JI, 113, VO,
MPEIOCTABICHUS YCIYT OCOOBIM 0 Jala|+|+]+]+]+ MPK, C3,
rpynnaM naccakupoB CPC Ci
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1 2 3 10 11
Tema 11. boprnuranue, kax
BUJI CEPBUCHOTO OOCTY>KUBaHMS | 10 + Jg/’ﬂ?lg ’ Ség)’
Ha OOpPTy BO3IYIIHOTO CyAHA U CPC’ CH;
TpeOOBaHUs K €r0 OpraHu3aluu
Tema 12. ABuUaIMoHHbIC JI, T13, YO,
albsSHCHI, Kak ocobas Qopma 1014 MPK, C3,
00CITy)KUBaHMS TACCAKUPOB CPC Ci
Tema 13. IlpencraBUTenbCTBO 1113 vO
ABUAKOMIIAHMH, KAk DJJIEMEHT | 10 | lePK’ C3’
OKa3aHMsl  CEPBUCHBIX  YCIYT CPC’ CH;
aBHanaccaxupam
Tema 14. PexknamanuoHHas
pabora, KaK DJIEMEHT JI, T13, VO,
OpraHu3aluu u OKa3aHus 1014 MPK, C3,
CEPBUCHBIX yCIyT CPC Cm
ABUAKOMITAaHUEU
Tema 15. Yenyru, JI, T13, VO,
MpPEOCTABIISIEMbIEC TTacCaKupaMm 16 |4 KC, MPK, | C3,
aBHAKOMIAHUSIMU — JIOYKOCT CPC Ci
Tema 16. OO6cyxuBaHue 113 vO
NaccaXupoB MpPU  YapTEepHOU | 10 + I\;IPK’ C3’
MEPEBO3KE M YCIYTH JI€JIOBOU CPC’ Cn;
aBUalluu
Tema 17. MapxkeTusr
Opra"u3aluu u OKasaHus | 18 | Kg’ 1\1}%}{ gg ’
CEPBUCHBIX yCIayr B (,ZP C ’ CH;
TPAHCIIOPTHOM cepe
Tema 18. CermeHrtamus yciayr Ha JI, 113, VO,
DBIHKE aBUAIIEPEBO30K 12 14 MPK, C3,

CPC Cm

Tema 19. OO6cnyxuBanue VIP- JI, 113, VO,
1aCCa)XMPOB  HA  BO3AYIIHOM 1014 MPK, C3,
rpaHCIoOpTe CPC C
Tema 20. OcHOBHBIE TpeOOBaHUS
K TEepCOHaNly, yYacTBYIOLIEMY B JLII3, | YO,
DOCITY’)KUBAaHUU TAaCCAKUPOB B 1014 MPK, C3,
hOIacTH cepBrca Ha BO3TYITHOM CPC Cu
rpaHCIopTe
[ITOoro no NUCIUIUINHE: 216
[TpoMesxyTouHas arTecTanus 36 c
Bcero no aucuumnnuxe 252




Cokpamenus: JI — nexuus, [13 - npaktudeckue 3ansatuss, KC — kpyribii
cton, CPC — camocrositensHas padora odyuatomuxcs, YO — yctHbIil onpoc, MPK
— METOoJ pa3BHuBawomencs koomnepanuu, C3 — curyauroHHoe 3aganue, Cmr —

coobmenne, BK — BXoqHOI KOHTPOIIb, D — HK3aMEH.

5.2 TeMBbI AMCHMIINHBI U BUABI 3aHATHI

HaumenoBaHnue TeMbl JUCIUITIINHBI

JI

I13

JIP

CPC

KP

Bcero
JacoB

Tema 1. OcHOBHBIE TEHACHIMHM Ha
COBPEMEHHOM aBHUAPBIHKE

2

2

Tema 2. CymiHOCTh U pOJIb CEpPBHCA Ha
BO3JIYIITHOM TPAHCIIOPTE

16

Tema 3. HopmarusHo-mpaBoBas 0a3a,
perynupyromas OpraHu3aluio CcepBHuca
Ha BO3JYIIHOM TPaHCIOPTE

Tema 4. Ycayru, npeaocTaBiisieMble
naccakupam B a3poropry

Tema 5. HeaBuanumoHHass cepBUCHa
JEATEILHOCTh B @3PONOPTY

10

Tema 6. IIpaBoBble  MEXaHU3MBbI
B3aUMOJEHCTBUS asporiopTa U
CEpPBUCHON KOMIIAHUHU

10

Tema 7. Yciyru,
NPEIOCTaBIsIEMbIE  MMacCaKUpaM Ha
OOpTY BO3YIITHOTO Cy/IHA

10

Tema 8. Opranu3zanoHHO-
GbyHKIMOHAIbHAS CTPYKTypa
aBUAIIPEATNIPUATHS 10 TPOU3BOJCTBY U
peanusaiuy yciIyT naccaxupam

10

Tema 9. Opranuzanus
UH(OPMAITMOHHO-CITPABOYHOTO
00CTy>KUBaHHUS MacCaKUpPOB
BO3JIYIITHOT'O TPAHCIIOPTA.

10

Tema 10. Opranuzanus npegocTaBiIeHUs
yCJIYT 0COOBIM I'PYIIAM NacCaKupoB

10

Tema 11. boprnuranue, Kak BuUJ
CEpPBUCHOTO OOCTY>XKHMBaHHS Ha OOpTY
BO3AYIITHOTO CYJIHa U TPEOOBAHUS K €ro
OpraHu3aIuu

10

Tema 12. ABuanMOHHBIC aJILIHCHI, KaK
ocobas dhopma 00CTy)KBaHUS
MacCaXxupoB

10

Tema 13. [IpencraBUTENBCTBO

10
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Bcero

HaumenoBanue TeMbl TUCIIUILUINHEBI J | II3 | C| JIP |[CPC| KP HACOB

aBUAKOMIIAHUM, KaK AJIEMEHT OKa3aHus
CEPBHUCHBIX YCIYI aBHAINacCaKupam

Tema 14. Pexnamanuonnas pabora, Kak
DIIEMEHT OpraHu3alil W  OKa3aHWus
CEPBHCHBIX YCIYT aBUAKOMIIaHUEH

Tema 15. Vemyru, npenocrtaBisieMble
naccaxupam aBUAKOMIIAHUAMH ~ —
JOYKOCT

Tema 16. OOGcnyxuBaHUE MACCAKUPOB
Ipyu YapTepHOM TMEpPEeBO3KE U YCIYru
JIEJIOBOM aBUALIUU

Tema 17. MapkeTuHr opraHu3anuu u
OKa3aHMUSI  CEPBUCHBIX  YCIYyT B
TpPaHCTIOPTHOM cepe

Tema 18. CermeHTanus yciiyr Ha phIHKE | 4 2 | — 6 — 12
aBUANEPEBO30K

Tema 19. O6cayxuBanue  VIP-| 2 2 || — 6 — 10
acCaXMPOB HA BO3YITHOM TPAHCIIOPTE

Tema 20. OcHoBHBIE TpeOOBaHUS K
nepcoHaiy, Y4aCTBYIOIIEMY B| 2 2 |- — 6 — 10
00CITy>KMBaHUM TACCAXUPOB B 00JIacTU
CepBHCa Ha BO3AYITHOM TPAHCIIOPTE

Hroro 3a cemectp 6 48 | 48 | —| — | 120 | — 216

[TIpomexyTounas aTTecTanus B GopMe dK3aMeHa 36

HUrtoro no mucuumiiniae 252

Coxpamenusi: JI — nekmus, II3 - npakrumdyeckue 3ansatusi, CPC —
camocTosTenbHas pabora oOywarommxcsi, KP — xypcoBas pabGora, JIP -
nabopaTtopHbie paboThl, C — CEMUHAPBHI.

5.3 Coaepxkanue TUCHMIIMHBI

Tema 1. OcHOBHbBIC TEHICHIIMHA HA COBPEMEHHOM aBHAPbIHKE

Lenb, 3amaun, OOBEKT W MpeIMET Kypca, pe3ylbTaTbl OOy4YeHUus U
dbopMupyembie KOMIIETEHIIMHA, (HOPMBI KOHTPOJS 3HAHWW, YMEHHA W HABBIKOB
oOydarommxcsioB. OcHoBHbIe TOHATHS Kypca. CoOCTOSIHUE COBPEMEHHOTO
aBuapbiHka. CoBpemeHHoe cocTosiHue cdepsl ycayr B Poccun. OcCHOBHBIE
TEHJICHIIMM  pa3BUTUS cdepbl cepBUCa HaA BO3AYIIHOM TpPaHCOOpPTE Ha
COBPEMEHHOM JTane pa3BUTUsL oOmecTBa (IS CaMOCTOSATENbHOIO HW3Yy4YEHUs).
Mexanu3m BbIOOpa ONTUMANBHBIX CIIOCOOOB pElIEHUs 3aJady B paMKax

16




MOCTaBJICHHOW IIEM, UCXOAS W3 JCUCTBYIOUIMX MPABOBBIX HOPM, HUMEIOIIUXCS
PECYpCOB M OTpaHUYEHUM B MPOIIECCE OpraHU3allMUd CEepBHCA B a’3pONOpTy U Ha
BO3JYIIHOM CyAHE (AJi1 CaMOCTOSATEIBHOTO HW3Yy4YeHUs). AJTOpUTM BbIOOpa
ONTUMAIBHBIX CIIOCOOOB MX PEIICHUS, UCXOJIS U3 IEUCTBYIONIUX MPABOBBIX HOPM,
MMEIOIIUXCS PECYpPCOB U OrpaHUYEHUN B MPOIECCEe OpraHu3alluu CepBUCA B
a’poropTy W Ha BO3AYIIHOM CyAHE (IJi1 CaMOCTOSITEILHOTO HW3Y4YEHUs).
KinneHToopueHTHUpOBaHHBIE TEXHOJOTMM B  CEPBUCHOM  JEATEILHOCTH Ha
TPaHCIIOPTE B YCIOBHUSIX B3aUMOJEHUCTBUSL C TMOTPEOUTEISIMU, B TOM YHCIIC
WHTEPHET-TIPOABUKEHHUSI YCIYyT B MPOIECCEe OpraHu3alliu CepBUCA B a3pOMNOPTY U
Ha BO3AYIIHOM CyAHE (IS CaMOCTOSTEIBbHOTO HM3Y4YCHUS). Mexanuzm
COBEPIICHCTBOBAHUSI ~ CHUCTEMbl  KJIMEHTCKUX  OTHOIIEHWH B  CEPBUCHOMU
JEATeIbHOCTH Ha TPAHCIOPTE C MCIOJIH30BAHUEM WHTEPHET-TEXHOJIOTUNA B
IpoLEecce OpraHU3allMM CEepBHCA B a’pONOPTy M HA BO3AYIIHOM CYyAHE (IS
CaMOCTOSITEJILHOTO M3Yy4deHHUs). MexaHu3M BbIOOpa MaTepHAIBHBIX PECYPCOB,
0o0OpyAOBaHUsS Il OCYIIECTBICHMS Ipoliecca cepBuca (AJi1 CaMOCTOATEIHLHOTO
u3ydeHus). MexaHW3M  TPOBEJICHMUS  TIEPETOBOPOB €  KIHMEGHTaMH  TI0
NPETCH3MOHHBIM CIIy4asiM W METOAbl ONPEACIICHUS TPUYMH BO3HUKHOBEHUS
PETEH3UI B TIPOIIECCE OpraHU3aIliy CEPBHUCA B adPONOPTY M HA BO3YIITHOM CYJIHE
(n71  caMOCTOSITETLHOTO UW3yueHus). MeTonbl pa3paOOTKH W HMCIOJIB30BAHUS
TUTIOBBIX TEXHOJOTUYECKUX TMPOIECCOB (I CaMOCTOSITEILHOTO H3YUYEHUS).
Meronpl  (GoOpMHpOBaHHMS U BHEIPEHUS KOPIOPATUBHBIX CTaHAApPTOB U
pErJlaMeHTOB TMPOLIECCOB OOCIyXUBaHUA MOTpeduTeneit Ha TpaHcmopTe (Iis
CaMOCTOSITEJILHOTO U3y4yeHHus). MeToapl B3aMMOJEUCTBUS C KIMEHTAMH 10
OopraHu3aluu nporecca o0CIyKiUBaHus oTpedbuTenelt B chepe rocTenpuuMcTBa B
IpollecCE OpraHU3allMd CEpBUCAa B a’poONOpPTy M HA BO3AYIIHOM CYIHE (s
CaMOCTOSITEIILHOTO M3y4eHUs). MeTonbl pa3paboTKu KOMILIEKCa MEPOIPUSTUN TI0
COOJIIOICHUIO TpeOOBaHMKM TPOW3BOJCTBEHHON IHUCHMIUIMHBI, IO COOJIIOICHUIO
OpaBWJI IO OXpaHe Tpylda M TMOXApHOW OE30MaCHOCTH TPHU OCYIIECTBICHUH
TEXHOJIOTMYECKOTO MPOIIECCA B MPOIECCE OpraHMU3allui CEpPBUCA B a3pONOPTy U Ha
BO3/YIIHOM CyJIHE (/I CAMOCTOATEIBHOTO U3y4deHus1). Mexanusm GpopmMupoBaHus
nejiel M 3a7a4  JIESITEIbHOCTH IOAPA3ACICHUM CEPBUCHOW JEATEIIbHOCTU
npeanpusaTus (A1 CaMOCTOSITEIbHOTO UW3Yy4yeHHUs). MexaHu3M MNpUMEHEHUs
METOJ0B OpPraHU3alluU TUIAHUPOBAHUS U MOHUTOPHUHIA AEATEIbHOCTU CEPBUCHOMU
KOMITaHUU B TPAHCTIOPTHOM cdepe U B chepe TOCTENPUUMCTBA HA TpaHCTIOPTe (JI1s
CaMOCTOSITEJILHOTO M3y4YeHUs1). MexaHu3M OpraHu3allid HUX BBIIOJHEHUS B
Mpolecce OpraHu3alld CEepBUCA B a’pONOpPTy M HA BO3AYIIHOM CYyJIHE (I
CaMOCTOSITEJILHOTO M3y4YeHHUs1). MeToibl BbIOOpa OpPraHU3allMOHHBIX PEIICHUN NS
dbopMupOBaHUS CEPBUCHON CUCTEMBI OOCTYXKHUBAaHUS C MCIOJIB30BAHHEM METO/OB
OpraHu3alMy U YOpaBJICHUS B MPOLIECCe OPraHU3alMKU CEPBUCA B a3pONOPTY U Ha
BO3IYLIHOM CyAHE (IJIsi CaMOCTOSITEIbHOIO HW3Yy4Y€HHUs). AJTOPUTM MPUHSATUS
OpraHU3alMOHHBIX  PEIICHUH 1O  Pa3BUTHIO  KJIHUEHTYPHBIX  OTHOIICHUI
MNpEANPUSATUS TPAHCIOPTHOU cepbl U cPepbl TOCTENPUUMCTBA HAa TPAHCIIOPTE B
MpollecCe OpraHu3allid CEpBUCA B a’pONOPTy M Ha BO3AYIIHOM CYIHE (IJIs
CaMOCTOSITEILHOTO M3y4eHHs1). MeToibl pa3pabOTKH KOMIUIEKCA MEPONPUSITUN 1O
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OpraHu3aluy, IUIAHUPOBAHUIO W MOHUTOPUHTY JESITEIbHOCTH CEPBUCHOU
KOMITAaHMH B MIPOLIECCE OPTraHU3alMU CEPBUCA B A3POIOPTY U HA BO3AYIIHOM CYJHE
(st CaMOCTOSITEILHOT'O U3YUYEHUSA ). MexaHu3Mm OpPTraHU3aIMOHHOTO
oOclly’)kuBaHMsI ~ aBUAIIMOHHOW  MHPPACTPYKTYphl U OPraHU3AIMOHHOTO
obecrieyeHus1 Mpoliecca CEPBUCHOTO OOCTYKMBAaHUSI B a’poNopTy U Ha OOpTYy
BO3AYIIHOTO CyAHA B MPOIECCE OpraHM3allUM CEpBUCA B a’PONOPTYy U Ha
BO3JIYITHOM CYJHE (JIJI1 CAMOCTOSITEIbHOTO U3yueHHUs1). MeXaHu3M OpraHu3aiuu u
MPOBEJICHUS MapKETUHIOBOIO aHajin3a MOTPEOHOCTH B CEPBUCHBIX YcClyrax B
a’poropTy U Ha OOPTY BO3AYIIHOTO CyAHA B MPOIECCE OpraHU3allUd CEepBHUCA B
a’pOTOPTY M Ha BO3AYIIHOM CyAHE (Il CaMOCTOSTENILHOTO M3y4deHus). MeToabl
OpraHu3alluy U YIPaBJICHUS UMYILIECTBOM a3pONOPTOBOIO KOMIIJIEKCA U AKTUBaMU
CEpPBHUCHBIX NPEANPUATHN HA TPAHCIOPTE B MPOLIECCE OPraHu3alMyd CEpPBUCA B
a’pOTOPTY M Ha BO3AYIIHOM CyAHE (I CaMOCTOSTENLHOrO M3y4deHus). MeToabl
onpenenieHus mokazarenaei 3PpGeKTUBHOCTH JAEATEILHOCTH MPEANPUATHS CepBHUCA
B paMKax TpaHCIOPTHOTO KOMIUIEKCAa B IMPOLECCE OpraHu3allud CEepBUCAa B
a’poropTy W Ha BO3AYIIHOM CyAHE (IJI1 CaMOCTOSITEILHOTO M3Yy4YEHUs).
ConmunapHocTh B 0OOppOE C TEppOpU3MOM U TPOSBICHUSMH HAIIMOHAIBHOM
HETEePNUMOCTHU (JJI1 CAaMOCTOSITEIbHOTO M3yueHust). MIicTopuueckas, colpaibHasi u
MOJINTUYECKass 3HauMMocTh moOenbl  CoBerckoro Hapojga B Benukoi
OTEUECTBEHHON BOWHE (I camMOCTOSITeNbHOrO W3ydeHws). HeratusHoe
BO3JICCTBUE Ha 3J0pPOBBE AJKOTOJBHOW M HAPKOTUYECKOW 3aBUCUMOCTH (IJid
CaMOCTOSITEILHOTO M3y4YeHus ). HeoOXoAMMOCTh y4acTusi B CIIOPTUBHOW, HAyYHO-
UCCIIEIOBATEILCKOM, MPUPOJOOXPAHHON M KYJBTYPHO-MAacCOBOM JEATEIbHOCTU
KaK OJIMH U3 DJJIEMECHTOB TMPOSABJICHUS AKTUBHOW >KMU3HEHHOW MO3WMLIMHU (IJId
CaMOCTOSITEILHOTO U3YUCHMUS ).

Tema 2. CyniHOCTb U POJIb CEPBHCA HA BO3AYIIHOM TPAHCIIOPTE

Ponb u 3HaueHWe cepBuca Ha BO3AYIIHOM TpaHcropre. CyIIHOCTh cepBUCa
Ha BO3AYIIHOM TpaHCHOPTE. DKOHOMHUYECKasi CYIIHOCTh CEpBHCAa HA BO3AYITHOM
tpancnopte. CoBpeMeHHBIE TPEOOBaHMS K CEPBHUCY Ha BO3YIIHOM TPAHCIIOPTE.
OCHOBBI OpraHu3alMM MpoIlecca CEepBUCAa W TPOBEACHHUS BBIOOpPA PECYpPCOB H
CPEICTB C y4eTOM TpeOoBaHUI MOTpEOUTENs NP pa3pabOTKE IOMOTHUTEIBHBIX
YCIIyT Ha CEPBUCHBIX MPEANPHUATHSIX aBUATPAHCIIOPTA B MPOIECCE OpPraHU3aIuU
CepBHCa B a3pOMOPTY M HA BO3AYIIHOM CyJHE. MexaHu3M BbIOOpa OMTHUMAIBHBIX
CIIOCOOOB  pelIeHHs] 3aJad B paMKax I[IOCTaBICHHOW II€NH, WCXOAS W3
JICHCTBYIONINX TPABOBBIX HOPM, HWMEIOIIMXCS PECypCOB W OTPAaHUYCHUN B
MpoIlecce OpraHu3alK CEepBHCA B a’pOMOPTy M HA BO3AYIIHOM CyIHE (IJIs
CaMOCTOSITETILHOTO HW3Y4eHHs). AJNTOpUTM BbIOOpA ONMTHUMANBHBIX CIOCOOOB WX
pEIICHHs, UCXOJs W3 JEUCTBYIONIUX MPABOBBIX HOPM, UMEIOIIMXCS PECYpCOB U
OTPaHWYCHHI B TMPOIECCE OPTaHM3AIMU CEPBUCA B a’POMOPTY M HA BO3IYITHOM
CymHe (I  camMOCTOSITENBbHOTO — M3ydeHHs).  KIMeHTOOpHEeHTHpPOBAHHBIC
TEXHOJIOTUM B CEPBUCHOM JCATEIHPHOCTH HA TPAHCIOPTE B  YCIOBHUAX
B3aMMOJICUCTBUS C MOTPEOUTEIISIMU, B TOM YUCJIC WHTEPHET-TIPOJABUKCHUS YCIYyT B
MPOIIeCCe OpraHM3aIli CEepBHCAa B a’pOINOPTy W HA BO3AYIIHOM CyaHE (s
CaMOCTOSATETILHOTO H3y4YeHUs1). MexaHu3Mm pa3pabOoTKH CHUCTEMBI KIMEHTCKUX
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OTHOILIICGHUM M OpraHu3alMu Mpolecca oOCTyKUBaHUS MOTpeOUTeNeld Ha OCHOBE
MIPUMEHEHHS 3aKOHOJIATENIbHBIX AKTOB U MPABOBBIX HOPM B MPOLIECCE OPTaHU3ALUN
CepBHCa B a3pOMNOPTY U HA BO3AYIIHOM CYAHE (Il CAMOCTOSTEIIBHOTO U3yUEHHUS ).
MexaHu3M COBEPIIEHCTBOBAHUSA CUCTEMBbI KIIMEHTCKUX OTHOLICHUW B CEPBUCHOM
NEATEIbHOCTA Ha TPAHCIOPTE C MCIOJIb30BAHUEM HWHTEPHET-TEXHOJOTUNA B
Mpoliecce OpraHu3alii CEpBHUCAa B a’pONOPTy M HA BO3AYIIHOM CyJaHE (I1s
CaMOCTOSITEJILHOTO M3y4YeHHus). MexaHu3M BbIOOpa MaTepualbHBIX PECYPCOB,
0o0OpyIOBaHUS JJIsI OCYIIECTBJICHHUS Ipollecca cepBuca (sl caMOCTOSTEIBHOTO
u3yueHus). MexaHW3M  TNPOBEICHHS  TNEPEroBOpoB €  KIMEHTaMU  TI0
NPETEH3UOHHBIM CJIy4asM M METOAbl OINpEIENICHUs TMPUYUH BO3HUKHOBEHUS
MPETEH3UI B IPOLECCE OPTaHU3AIMU CEPBUCA B a3PONIOPTY U HA BO3AYIIHOM CYAHE
(m711  caMOCTOSITETLHOTO UM3YyueHus). MeToabl pa3paOOTKH W HMCIOJIB30BAHUS
TUTIOBBIX TEXHOJOTUYECKUX TMPOIECCOB (IS CaMOCTOSITEIIBHOTO U3yUYeHUs).
Metonasl  ¢GopMUpOBaHUS UM BHEIPEHUs] KOPIMOPATUBHBIX CTaHIAPTOB U
pEerIaMeHTOB TIPOIIECCOB OOCITY>KMBaHUSA ToTpeOuTeneld Ha TpaHcmopre (s
CaMOCTOSITEILHOTO M3Yy4YeHHUs). MeTojbl B3aUMOJCHCTBHUS C KIUEHTAaMHU 10
OpraHu3aIy mpoliecca 00CIy)KUBaHuUs oTpeduTtenel B cepe roCTenpUIMCTBA B
MPOIECCE OpPraHu3alMy CEpBHCA B a’3pONOPTy U HA BO3AYIIHOM CcyaHe (mis
CaMOCTOSITEILHOTO M3yueHUs1). MeToIbl pa3pabOTKH KOMILUIEKCAa MEPOTIPUSITUH TIO
COOJIIO/ICHUIO TpeOOBaHMI TPOU3BOJCTBEHHON IUCIMIUIMHBI, IO COOJIIOICHUIO
OpaBWJI MO OXpaHe Tpylda M TMOXApHOW OE30MacCHOCTU MpPU OCYIIECTBICHUU
TEXHOJIOTMYECKOTO MPOIIECCa B MPOIIECCE OpraHU3alluu CEpBUCA B a3pONOPTy U Ha
BO3/YIIHOM CyJIHE (IUIsl CAMOCTOSTEIBLHOTO N3y4eHus1). Mexanu3m (hopMHUpPOBaHUS
ueiaed M 3amad  JIeSITENbHOCTH MOAPA3JAEICHUN CEPBUCHOM JIEATEIBHOCTH
OpeanpusaTUs (I CaMOCTOSITEIBHOTO M3y4YeHHUs). MexaHu3M NpUMEHEHHS
METOJO0B OPraHU3ally IUIAHUPOBAHUS U MOHHMTOPUHIA JESTEIBHOCTH CEPBUCHOMN
KOMIIAaHUU B TPAHCTIOPTHOH cdepe U B chepe rocTeNpurMCcTBa Ha TPAHCTIOPTE (7151
CaMOCTOSITEJILHOTO H3y4yeHUus1). MeXaHW3M OpraHu3allud WX BBINOJHEHHS B
IpolleCCE OpraHU3allMd CEpBUCAa B a’3pONOPTY U HA BO3AYUIHOM cyaHe (A
CaMOCTOSITEIILHOTO M3y4eHHUs1). MeTobl BbIOOpa OpraHU3aIlMOHHBIX PEIICHUH IS
dbopMuUpOBaHUS CEPBUCHON CUCTEMBI OOCTYKHUBAaHUS C MCIOJIB30BAHHEM METOJOB
OpraHu3alMy U YIIPaBJIEHUs B MPOLECCE OPraHU3alMy CEpBUCA B adpPONOPTY U HA
BO3IYLIHOM CyAHE (IS CaMOCTOSITENIbHOTO W3Y4YEHHUs). AJICOPUTM MPUHATHUS
OpPraHu3alMOHHBIX  PEUICHWH MO  Pa3BUTHUIO  KIMEHTYPHBIX  OTHOLICHUU
MPEANPUATHS TPAHCTIOPTHOU chepsl U cepbl TOCTETPUUMCTBA HA TPAHCIIOPTE B
MpollecCce€ OpraHu3alii CEpBUCAa B a’poONOpPTy W Ha BO3AYIIHOM CyAHE (IJs
CaMOCTOSITEJILHOTO M3y4YeHHs1). MeToibl pa3pabOTKK KOMILIEKCA MEPONPUSITUNA 1O
OpraHu3aluy, IUIAHUPOBAHUIO W MOHUTOPUHIY JESITEIBHOCTH CEPBUCHOU
KOMIIAaHMH B MPOLIECCE OPTraHU3alMU CEPBUCA B A3POIOPTY U HA BO3AYIIHOM CYJHE
(nns CaMOCTOSITEIILHOTO U3YUYEHUS). Mexannzm OpPraHU3aIlMOHHOTO
oOCly>)kKMBaHMSI ~ aBUAILIMOHHOW  MHPPACTPYKTYpbl U OPraHU3aIMOHHOTO
o0OecrieueHusl Mpoliecca CEPBUCHOTO OOCTYKMBAaHUSI B a’poONOpPTy U Ha OOPTYy
BO3AYIIHOTO CyAHAa B NPOILECCE OPraHM3alUM CEpPBUCA B a’pONOPTYy U Ha
BO3JIYLITHOM CYJHE (JJIs CAMOCTOSITEILHOTO U3ydeHHus1). MeXaHu3M OopraHu3aiuu u
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MIPOBEJICHUS MAapKETHMHIOBOTO aHalu3a MOTPEOHOCTH B CEPBUCHBIX YyCIyrax B
a’ponopTy U Ha OOpPTY BO3IYIIHOIO CyJHAa B MPOLECCE OpPraHHU3alMy CEpBHCA B
a’pONoOpTy M Ha BO3AYIIHOM CyJHE (I CaMOCTOSITENbHOTO M3y4deHHs). MeToabl
OpraHu3alyy U yNPaBJIEHUs UMYIIECTBOM a3pONOPTOBOrO KOMIUIEKCA U aKTUBAMMU
CEPBUCHBIX NPEANPUATUN HA TPAHCHOPTE B MPOLIECCE OpraHU3alMHM CEpBHUCA B
a’poNopTy U Ha BO3AYIIHOM CyJHE (IJIsI CaMOCTOSITEIbHOTO M3Y4YeHHs). MeTo bl
onpejeneHus nokaszarenei 3OPEeKTUBHOCTU AESITEIbHOCTU MPEANPUITHS CEpBUCA
B paMKax TpaHCHOPTHOTO KOMILIEKCa B IIPOLIECCE OpraHu3aluu CepBUCa B
a’pONoOPTy U HAa BO3AYIIHOM CYAHE (JJI1 CAMOCTOATEIbHOTO U3YUECHHUS).

Tema 3. HopmaTruBHO-paBoBasi 0a3a, peryiMpyromasi OpraHu3anuio
CcepBHCAa HA BO3AYLIHOM TPaHCIIOPTe

HopmaruBHo-mipaBoBass 06a3a B  cdepe  BO3AYIIHOTO  TpaHCHOPTA.
HopmartusHo-mipaBoBas 6a3a B cepe CepBUCHON NEATEILHOCTH Ha BO3AYILIHOM
tpancnopte. PykoBoasuiue nokymentsl opranuzaiuii MKAO u UATA B obnactu
00CITy>)KUBaHMsI TIACCAXXKUPOB. 3aKOHOJATeIbCcTBO PDd B obOinactu oOCTyKHBaHUS
naccaXupoB (i1 CaMOCTOSITENIBHOTO — M3y4yeHusi). MexaHusm  BbiOOpa
ONTUMAJIBHBIX CIIOCOOOB PEIICHU 3a]]a4 B paMKaX MMOCTaBICHHOM 11€7H, UCXOS U3
JEUCTBYIOIMX TIPABOBBIX HOPM, HUMEKOIIUXCS PECYpCOB W OrpaHUYCHUN B
IpolecCce OpraHU3allMM CEpBHCA B a’pONOPTy M HA BO3AYIIHOM CcynaHe (Ais
CaMOCTOSITEIILHOTO HM3Y4YeHHs). AJNTrOpUTM BbIOOpA ONTHUMANBHBIX CIOCOOOB HX
pelIeHns, UCXO0d W3 JEHCTBYIOIIMX MPAaBOBBIX HOPM, MMEIIIHMXCS PECYPCOB U
OTpaHWYEHUN B MPOLIECCE OpPraHU3allMU CEpPBHCA B a’pOIOPTy U HA BO3AYIIHOM
CynHe (I camMoCTOSITeNbHOrO  u3ydeHus).  KIMEeHTOOpPHEHTHUpPOBAaHHBIE
TEXHOJIOTUM B CEPBUCHOM [IEATEIIBHOCTM Ha TPAHCIOPTE B  YCJIOBHUAX
B3aMMOJICHCTBUS C MOTPEOUTEISIMU, B TOM YHCIIE HHTEPHET-TIPOJIBIXKEHUS YCIYT B
IpoIlecce OpraHW3alMyd CEepBHCAa B a’pONOPTy M HAa BO3AYIIHOM CydaHE (s
CaMOCTOSATETILHOTO H3y4YeHUus1). MexaHu3Mm pa3pabOTKH CHUCTEMBI KIUEHTCKHUX
OTHOIICHU M OpraHW3aluy Ipollecca OOCITyKUBaHUS MOTpeOuTeneii Ha OCHOBE
IPUMEHEHHS 3aKOHO/IATEJIbHBIX aKTOB U MIPABOBBIX HOPM B MPOIECCE OPTaHU3ALINH
CepBHCa B a3pONOPTY U HA BO3AYIIHOM CYJHE ([JIs1 CAMOCTOSITEIIbBHOTO U3YyUEHHS] ).
MexaHu3M COBEpIICHCTBOBAHUSI CUCTEMBbI KIMEHTCKHX OTHOLICHUN B CEPBUCHOU
NEATEIbHOCTH Ha TPAHCHOPTE C MCHOJIb30BAHUEM HWHTEPHET-TEXHOJIOTUNA B
MpoIlecCCe€ OpraHu3allid CEpBUCAa B a’poONOpPTy M Ha BO3AYIIHOM CyIaHE (IU1s
CaMOCTOSATETILHOTO HW3y4yeHus1). MexaHu3M BbIOOpa MaTEpHAIBHBIX pPECYPCOB,
00OpyIOBaHUs ISl OCYIIECTBICHHUS Ipoliecca cepBuca (ISl CaMOCTOSITEILHOTO
u3yueHus). MexaHU3M  TNPOBEIECHHUS  NEPEroBOpOB €  KIMEHTaMU IO
MPETEH3UOHHBIM CIIy4asiM W METOAbl ONpEACTCHUS NPUYMH BO3HUKHOBEHMUS
MPETEH3UI B MPOIECCE OPraHU3alUK CEPBHUCA B a3PONOPTY U HA BO3IYLIHOM CYJIHE
(mmst  camMOCTOSITENBHOTO M3y4eHus). MeToapl pa3padOTKu U HMCTOJIb30BAHMS
TUIIOBBIX TEXHOJOTUYECKUX TMPOLECCOB (sl CaMOCTOSITENIbBHOTO H3Yy4YEeHUSs).
Metoasl  ¢opmMupoBaHUS UM BHEJIPEHUS] KOPHOPATHBHBIX CTaHAAPTOB U
pEerIaMeHTOB TMPOIECCOB OOCITYyKMBaHUA TNOTpeOuTeneid Ha TpaHcnopTe (AJis
CaMOCTOSITEJILHOTO U3y4yeHHus). MeToabl B3aUMOJECUCTBUS C KIUMEHTAMH 10
OopraHu3aluu mpolecca 00CIyKuBaHusl noTpedurenei B chepe rocTelnpuuMcTBa B
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MpOIECCe OpraHU3allii CEepBHCAa B a’pONOPTY M Ha BO3AYIIHOM CydHE (IS
CaMOCTOSTEIILHOTO M3y4eHHs). MeTombl pa3paboTKU KOMILIEKCa MEPOTIPUSTHN TIO
cOOJIIOICHUIO TpeOOBaHUM MPOU3BOJCTBEHHON ITUCHMIUIUHBI, MO COOJIOJICHUIO
OpaBWJ IO OXpaHe Tpyda M TMOXKapHOW OE30MaCHOCTH MpPH OCYIIECTBICHUH
TEXHOJIOTUYECKOTO TpoIecca B MPOLIECCe OpPTraHU3aIlui CEPBHCA B adPONOPTY U Ha
BO3/IYIITHOM CYIHE (11 CAMOCTOSITEIbHOTO M3ydeHus). Mexanu3m (GpopMupoBaHus
mene W 3amad  JACATEIBHOCTH TOJpa3lelieHul CEepBUCHOM NIEATEIbHOCTH
OPEeANnpUATHs (I CaMOCTOSTEILHOTO H3ydeHHUs). MexaHu3M TNPUMCHCHHUS
METOJIOB OpPTaHM3alluy TUTAHUPOBAHUS U MOHUTOPHMHTA JESITEILHOCTH CEPBUCHOM
KOMIIaHUHW B TPAHCTIOPTHOH cdepe U B chepe roCTSIPUUMCTBA Ha TPAHCIIOPTE (1715
CaMOCTOSITCJILHOTO HW3Y4YeHUs). MeEXaHW3M OpraHu3alliid WX BBIMOJHCHUS B
npoIlecce OpraHU3alMi CEepBHCAa B a’pONOPTY M HA BO3AYIIHOM CyJaHE (IS
CaMOCTOSTEILHOTO M3y4eHHsI). MeTo/Ibpl BEIOOpa OpPraHU3aIlMOHHBIX PEIICHUHN IS
(GbopMHUpOBaHUS CEPBUCHON CUCTEMBI OOCTYXKHUBAaHHS C MCIOJIB30BAHHEM METO/OB
OpTaHM3alMK W YIPABJICHUS B MPOIECCE OpPraHU3aIlMU CEpBUCA B adpOIOPTY W Ha
BO3JYIIIHOM CYyJIHE (IUII CaMOCTOSITCIIBHOTO HW3Y4YCHHSs). AJITOPUTM TPHHSATHS
OpPraHW3allMOHHBIX  PCIICHWA 10  Pa3BUTHIO  KJIMCHTYPHBIX  OTHOIICHUH
NPEINPUATUS TPAHCIIOPTHOU cdephl M chepbl TOCTSIIPUUMCTBA Ha TPAHCIIOPTE B
npoIecce OpraHU3aIlii CEepBHCAa B a’pOTOPTY M HA BO3IYIIHOM CyAHE (IJIs
CaMOCTOSTEILHOTO M3y4eHHs ). MeTo1bl pa3paboTKH KOMILIEKCa MEPOIIPUATHN 110
OpraHM3alli{, ITUTAHUPOBAHWIO W MOHHUTOPUHTY JIESITEITBHOCTH CEPBUCHOM
KOMITAaHHH B MPOIIECCe OpTaHU3aIlH CEPBUCA B a3POIOPTY M Ha BO3IYITHOM CYIHE
(st CaMOCTOSITETTHHOTO U3yYeHUs). MexaHuzm OpPTaHU3AIUOHHOTO
OOCTy)XWIBaHHSI ~ aBUAIMOHHON  WHQPPACTPYKTYphl W  OPTaHHU3AI[MOHHOTO
o0ecriedeHusl Mmpolecca CepBUCHOTO OOCTY)XKMBaHUS B a’poNopTy W Ha OOpTy
BO3AYIIHOTO CYyJHAa B TIPOIIECCE OpraHM3alMUd CEepBUCAa B a’pONOpPTy H HA
BO3IYIITHOM CYJIHE (IJII CAMOCTOSATEIHHOTO H3YUCHHS ). MeXaHU3M OpraHu3alluu 1
NPOBEJACHUS MapKETHHTOBOTO aHajln3a NMOTPEOHOCTH B CEPBHCHBIX YyCIyrax B
a’poropTy W Ha OOPTY BO3IYIIHOTO CYJHA B IMPOIECCE OpraHU3aIllui CEepBUCA B
a’poIOPTy W Ha BO3IYNTHOM CYAHE (IUISI CAMOCTOSATEIHHOTO M3y4YeHHsI). MeToabl
OpraHu3alliy W yMPaBIECHUS UMYIIECTBOM a3pPOIMOPTOBOIO KOMIUJIEKCA M aKTUBAMH
CEPBHUCHBIX TPEANPHUATHNA Ha TPAHCIOPTE B MPOIIECCE OPraHM3alliyd CEepBUCA B
a’pOTNOPTy M Ha BO3AYIIHOM CyJHE (IJISI CAMOCTOSITEIHLHOTO M3Y4YeHHs). MeTO bl
ompesieneHus mokasarenei 3QPEeKTUBHOCTU NEATETFHOCTH MPEINPUSATUSI CepBUCA
B paMKaxX TPaHCIOPTHOTO KOMIUIEKCa B IIPOIIECCE OpTaHM3alliu CepBUCA B
a’pOTNOPTY M HA BO3IYIITHOM CYAHE (711 CAMOCTOSTEIIHHOTO U3YUCHUS).

Tema 4. Yceayru, npeaocraBjisieMble IACCAKMPaAM B a3POINOPTY

Yenyru B cdhepe BozmymHOro Tpancmoprta. Kimaccudukanus ycnyr B
asporniopty. Opranuzanus ycayr B adsponopTy. OCHOBHbIE TpeOOBaHUS K
MPEAOCTABICHUIO YCIYT Maccaxupam B a’dponopry (s CaMOCTOSITEIBLHOTO
n3yuenust). [{udpoBoii MOHUTOPUHT M YHpPABICHUE COCTOSIHUEM TPAHCIOPTHOMU
UHPpaCTpYKTYphl (VIS CaMOCTOATENbHOrO HW3y4yeHus). MexaHusMm BbiOOpa
ONTUMAJIbHBIX CLIOCOOOB pelIeHUs 3a7]a4 B paMKaX MMOCTABJICHHOM 1IeJIM, UCXOs U3
JNEUCTBYIOIINX TIPABOBBIX HOPM, HUMEIOLIUXCS PECYpCcOB U OrpaHUYEHUUN B
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IpoLecce OpraHu3alii CepBHCAa B a’pONOpPTy M Ha BO3AYLIIHOM CyaHE (i
CaMOCTOSITEJILHOTO HM3Y4YEeHHs). AJNrOpUTM BbIOOpa ONTUMAJIBHBIX CIOCOOOB HMX
peleHns, UCX0ad W3 JEHCTBYIOIIMX IPAaBOBBIX HOPM, UMEIOIIMXCS PECYPCOB U
OTpaHWYEHUH B NPOLECCE OpraHM3alMU CEpBHCA B a’POINOPTYy M HA BO3AYIIHOM
CyaHe (I camMOCTOSITENbHOrO  M3ydyeHus).  KIMeHTOOpUEeHTHpPOBAaHHBIE
TEXHOJIOTUM B CEPBUCHOM JEATEIIBHOCTM HAa TPAHCIOPTE B  YCIOBUAX
B3aUMOJIEUCTBUS C MOTPEOUTEISIMHU, B TOM YUCIIE UHTEPHET-NPOABUKEHUS YCIYT B
MpoLiecce OpraHM3alii CepBUCa B a’poONoOpTy U HA BO3JAYIIHOM cyaHe (s
CaMOCTOSITEJILHOTO U3y4YeHUs). MeTOo bl OCYIIECTBICHUS J€JI0BOM KOMMYHUKALIUU
B YCTHOM M MUCBbMEHHOM (hopMax B MpoIliecCe OPraHU3alUMU CEPBHUCA B a3pONOPTY U
HAa BO3AYIIHOM CyaHE (IUIsI CaMOCTOSITENbHOIO M3ydeHus). MexaHuszm
OCYIIECTBJICHHS JIEJIOBOM KOMMYHHMKAIlMM B YCTHOW M MUCbMEHHOW (opMax Ha
rocy1apcTBeHHOM s3blke Poccuiickonn @enepanuu B IpoLecCce OpraHU3alUu
cepBHCa B a3pOMNOPTY U Ha BO3AYIIHOM CyAHE (JI1 CAMOCTOSITEILHOIO U3YUECHHUS).
MexaHu3M OCYIIECTBICHUSI J1€I0BOM KOMMYHHMKAallMM B YCTHOM M MHCbMEHHOM
dopMax Ha MHOCTpaHHOM (bIX) SI3bIKE (aX) B MpOIECCE OpraHU3allMh CEepBUCA B
a’pomopTy W Ha BO3AYIIHOM CyAHE (Vi1 CaMOCTOSATEIBHOTO HW3Y4YEHUS).
KiIMeHTOOpUEHTHPOBaHHBIE TEXHOJOTMM B  CEPBUCHOM  JIE€ATEIIBHOCTH  Ha
TPAHCIIOPTE B YCJIOBHUSX B3aMMOJEHUCTBHS C TOTPEOUTENSIMH, B TOM YHCIIE
UHTEPHET-TIPOJIBIKEHHS YCIIYyT (i1 CaMOCTOSITEIBHOTO HM3Yy4yeHus). MexaHusm
pa3pabOTKH CHUCTEMBbl KJIMEHTCKMX OTHOLIEHUWH W OpraHu3aluu Ipolecca
o0ciTy)KMBaHMsI TOTpeOUTENCH Ha OCHOBE NMPUMEHEHHS 3aKOHOJATEIbHBIX AKTOB U
IIPAaBOBBIX HOPM B IIPOLIECCE OPraHU3ALUK CEpBHCA B a3pPONOPTY U HA BO3LYIIHOM
CyaHe (A7 CaMOCTOATEIBHOIO M3yYeHHs). MeXaHU3M COBEpIIEHCTBOBAHMUS
CUCTEMBI KIIMEHTCKUX OTHOLICHHWW B CEPBUCHOM IEATEIBHOCTU HA TPAHCIIOPTE C
UCIIOJIb30BAHMEM HMHTEPHET-TEXHOJIOTMM B IIPOLIECCE OPraHu3alMuu CepBHUCA B
a’ponopTy M Ha BO3AYIIHOM CyAHE (M1 CaMOCTOSATEIBHOIO HW3Y4YEHHS).
MexanusM BbIOOpa MaTepUaIbHBIX PECYPCOB, 00OPYIOBAHUS AJII OCYILECTBICHHUS
npoluecca cepBuca (Il CaMOCTOSATEIBHOTO HM3ydeHHs). MexaHu3M NpoBeIEHUs
[IEPETOBOPOB € KIMEHTAaMHU 10 NPETEH3UOHHBIM CIIy4assM U METOJBI OIPEICICHUS
IIPUYMH BO3HUKHOBEHHUS IIPETEH3WHM B IIPOLECCE OpraHu3aluu CepBHCA B
a’poNopTy M Ha BO3AYIIHOM CyJHE (U1 CaMOCTOSTENBHOIO M3ydeHMs). MeToabl
pa3pabOTKM M HUCIOJIb30BAaHUSI THUIOBBIX TEXHOJIOTMYECKHX MPOIECCOB (s
CaMOCTOSITEILHOTO  M3Yy4eHMs). Meroasl  (HOpPMHUPOBAHHUA U BHEAPEHUS
KOPIOpPAaTUBHBIX CTaHJAPTOB M  PEMNIAMEHTOB  IPOLECCOB  OOCIYKMUBAaHHUS
notpebuteneil Ha TpaHCHopTe (VI CAMOCTOATENBHOrO H3y4deHHs). MeTossl
B3aMMOJICUCTBHSl C KJIMEHTaMHM [0 OpraHu3alMM Ipolecca OOCITYyKUBaHUS
notpebureneil B cdepe TOCTENPUUMCTBA B TMPOIIECCE OpPraHMU3allMd CEpBUCA B
a’poNopTy M Ha BO3AYIIHOM CyJHE (I CaMOCTOSTENbHOIO M3y4deHHs). MeToabl
pa3pabOTKM  KOMIUIEKCA  MEpPONpHATHH 10  coONMoaeHnt0  TpeboBaHUM
MIPOU3BOJICTBEHHOW JHMCUMIUIMHBI, MO0 COOJIIOJICHUIO MpaBWJ MO OXpaHe Tpyaa U
MO’KAPHOM 0€30MaCHOCTH NPH OCYLIECTBJIEHUM TEXHOJOTMYECKOro Ipolecca B
IIpoLIeCcCEe OpraHM3ali CepBHCAa B a’pOINOPTy M Ha BO3AYIIHOM CyaHE (i
CaMOCTOSATEJILHOTO M3y4yeHHus). MexaHusM (opmMupoBaHMs 1elel | 3ajnad
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JESATENbHOCTH MOAPA3/ICICHUN CEPBUCHON JAESATENbHOCTH NpeaAnpusatus (s
CaMOCTOSITEJILHOTO M3y4deHHUs). MexaHu3M NpPUMEHEHHsS METOJOB OpraHU3alUU
IUIAHUPOBAHUS W  MOHUTOPUHIA JEATEIbHOCTH CEPBUCHOW KOMIAHUU B
TPAaHCIOPTHOM cdepe U B cdepe TOoCTENpUMMCTBA Ha TpaHcnoprte (s
CaMOCTOSITEJILHOTO HM3Yy4yeHHs). MexaHu3M OpraHu3alid MX BBINOJHEHUS B
IPOLIECCE OpraHU3alluy CEPBHCA B a’pONOPTYy M HA BO3AYUIHOM CyaHE (s
CaMOCTOSITEIILHOTO M3y4eHHUsI). MeTobl BbIOOpa OpraHu3allMOHHbBIX PEIICHUH s
(opMHUpOBaHUS CEPBUCHON CUCTEMBI OOCITYXMBaHUS C MCIOJIb30BAHUEM METO/OB
OpPraHM3ALMU U YIPABJIECHUS B IIPOLECCE OpPraHU3allMy CEpBUCA B a’poINoOpTy U Ha
BO3JYIIHOM CYyJIHE (IS CaMOCTOSITEJIbBHOTO W3Yy4YeHUs). AJITOPUTM TPUHATHS
OpraHU3allMOHHBIX  PEIIEHUA MO  Pa3BUTHIO  KIMEHTYPHBIX  OTHOIICHHM
OPENNpUsATUS TPAHCIIOPTHOU cdepbl U chepbl TOCTENPUUMCTBA Ha TPAHCHOPTE B
IpollecCE OpraHU3alMy CEpBHUCA B a’pONOPTY M HA BO3AYIIHOM CyAHe (s
CaMOCTOSITEIILHOTO M3y4eHUst). MeTonbl pa3paboTKU KOMILIEKCa MEPONPUATUN TTO
OpraHu3aliy, I[UIAHUPOBAHUIO M MOHHUTOPHUHTY JIESITEIIbBHOCTH CEPBUCHOM
KOMIIaHMHU B MPOLIECCE OpraHU3alMy CEPBHCA B a3pOIOPTY U Ha BO3IYIIHOM CYAHE
(st CaMOCTOSITETILHOT'O U3YYCHHUS). Mexanuszm OpraHu3alMOHHOTO
OoOCITy>KMBaHMSI ~ aBHAIIMOHHOW  MHPPACTPYKTYpbl W OPraHHU3aLMOHHOTO
o0ecrniedyeHusl Mpolecca CEpBUCHOIO OOCIY)KMBAaHMsI B a’poOnoOpTy M Ha OOpTy
BO3JYIIHOIO CyJHAa B IPOLECCE OpraHu3aluy CepBUCa B aj’ponopTy U Ha
BO3AYIIHOM CYyJHE (U1 CAMOCTOATEIBHOIO U3yUeHHs ). MeXaHU3M OpraHu3aluu u
NpPOBEACHNUS MapKETUHIOBOIO aHaju3a INOTPEOHOCTH B CEPBHUCHBIX YCIyrax B
a’ponopTy U Ha OOPTYy BO3IYILIHOTO CyAHA B IIPOLECCE OpraHU3alMl CEepBHUCa B
a’poNoOpTy M HAa BO3AYIIHOM CyIHE (U1 CaMOCTOSITENBHOIO M3ydeHMs). MeTonabl
OpraHU3alliy U YIPaBIEHUS UMYIIECTBOM a3pOIOPTOBOIO KOMIUIEKCA U aKTUBAMHU
CEPBUCHBIX NPEANPUATUN HA TPAHCIOPTE B IIPOLIECCE OPraHU3ALMHM CEPBHCA B
a’ponopTy M Ha BO3AYILIHOM CyJHE (U1 CaMOCTOSTEIBHOIO M3ydeHHs). MeToabl
ornpeneneHus nokazateseil 3p(PEeKTUBHOCTH NEATEIBHOCTH NMPEANPUATUS CEpBUCA
B paMKaxX TpPaHCIOPTHOTO KOMILJIEKCAa B IIPOLIECCE OpraHu3aliy CepBUCA B
a’poNopTy U HAa BO3AYLIHOM CYAHE (JJI1 CAMOCTOSATEIBHOTO U3YUCHUS).

Tema S. HeaBuanuoHHasi cepBUCHAas 1eATEJIbHOCTb B a3PONOPTY

Ilonstne wHeaBmammmoHHOMW fAesTenbHOCTH. IloHATHE HeaBHAIIMOHHOM
CEPBUCHOM  NIESITENBHOCTH B  aj3pONOPTOBOM  KoMmIuiekce. OpraHuzanus
HEABUAIIMOHHON  JESITENbHOCTH  a’poropta. OcCOOEHHOCTH  OpraHU3aIiH
HEaBUAIMOHHON JAESTEIbHOCTH a’pornopTa (sl CaMOCTOSTEIbHOTO H3Y4YECHUSs).
OcoOeHHOCTH OpraHM3allMi HEaBUAIMOHHON CEpPBUCHOM JIESTEIbHOCTH B
a’pOINOPTOBOM KOMILIEKCE (ISl CAMOCTOSITENIbHOTO U3y4eHus1). MexaHnu3m BeiOOpa
ONTUMAaJIbHBIX CLIOCOOOB pElIeHU 3a7]a4 B paMKaX MOCTABJICHHOM 1IeJIH, UCXOS U3
JNEUCTBYIOIINX TIPABOBBIX HOPM, HUMEIOIIUXCS PECYpPCOB W OrpaHUYEHUN B
Mpolecce OpraHu3allid CEepBUCA B a’pONOpPTy M HA BO3AYIIHOM CyIHE (I
CaMOCTOSITEJILHOTO HM3Yy4YeHUs1). AJCOPUTM BbIOOpA ONTHUMAJbHBIX CIIOCOOOB HUX
peleHus, UCXO0ld W3 JEUCTBYIOIIMX MPABOBBIX HOPM, MUMEIOIIMXCS PECYpCOB U
OTpaHUYEHUN B MPOLIECCE OpPraHU3allMy CEpPBUCA B a’pOINOPTy U HA BO3AYIIHOM
cynHe (ot  caMOCTOSITEIbHOTO  W3yuyeHwus).  KIMEeHTOOpHEeHTUPOBaHHBIE
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TEXHOJIOTUM B CEPBUCHOM JEATEIIBHOCTM HAa TPAHCIOPTE B  YCIOBHUAX
B3aUMOJIEUCTBUS C MOTPEOUTEISIMHU, B TOM YUCIIE UHTEPHET-NPOABUKEHUS YCIIYT B
Ipoliecce OpraHM3alMi CepBUCa B a’poNoOpTy M Ha BO3AYIIHOM CyaHe (s
CaMOCTOSITEJILHOTO U3y4YeHUs). MeTo bl OCYIIECTBICHUS €JI0BOM KOMMYHUKALIUU
B YCTHOW U MUCBbMEHHOM (hopMax B MPOLIECCE OPraHU3aALMU CEPBHUCA B a3PONOPTY U
Ha BO3AYIIHOM CyAHEe (Il CaMOCTOSATEIbHOrO M3ydeHus). MexaHusm
OCYIIECTBJICHHS JI€JIOBOM KOMMYHHMKAllMM B YCTHOW M MUCbMEHHOW (opMax Ha
roCy1apCcTBEHHOM s3bIke Poccuiickonn dPenepanuu B IIpolLecce OpraHu3aluu
cepBHCa B a3pONOPTY U Ha BO3AYIIHOM CyAHE (Ji1 CAaMOCTOSITEILHOIO U3YUYECHHUS).
MexaHu3M OCYILIECTBIECHUS JI€IOBOM KOMMYHHMKAallMM B YCTHOM M NHUCBMEHHOMN
dbopmax Ha MHOCTpaHHOM (BIX) SI3bIKE (aX) B MpOIECCe OpraHU3allMM CEpBHCA B
a’ponopTy M Ha BO3AYIIHOM CyAHE (AJI1 CaMOCTOSATEIBHOTO HW3Y4YEHUS).
Mexanusm pa3pabOTKU CHUCTEMBI KIHMEHTCKMX OTHOUIEHWH M OpraHu3aluu
npouecca  OOCHyXUBaHHUA  NOTpeOuTEeNe  Ha  OCHOBE  NPUMEHEHHUS
3aKOHOJATENIbHBIX aKTOB M MPABOBBIX HOPM B IMPOIECCE OpraHU3allMU CEPBUCA B
a’ponopTy W Ha BO3AYIIHOM CyAHE (Vi1 CaMOCTOSTEIBHOTO HW3Y4YEHUS).
MexaHu3M COBEPIIEHCTBOBAHUS CUCTEMbl KIIMEHTCKMX OTHOLIEHHWN B CEPBUCHOMN
NEATEIbHOCTH Ha TPAHCIOPTE C MCIOJb30BAHUEM HWHTEPHET-TEXHOJOTUNA B
IpoLlECCE OpraHU3allMd CEpBUCAa B a’3pONOPTY U HAa BO3AYLWIHOM CyIHE (IS
CaMOCTOSITEJILHOTO H3y4yeHus1). MexaHu3M BbIOOpa MaTepHAbHBIX PECYPCOB,
o0opyAOBaHUs NJIsl OCYIIECTBIEHMS Ipoliecca cepBUca (JJII CaMOCTOSITENHHOTO
u3yyeHus). MeXaHH3M  TPOBEIEHUS  MEPETOBOPOB €  KIMEHTAMH IO
IIPETEH3UOHHBIM CJIy4asM M METOABl OIpPEICNICHUsI IPUYUH BO3HUKHOBEHUS
IIPETEH3UH B IIPOLIECCE OPraHU3ALMU CEPBUCA B a3PONOPTY U HA BO3AYIIHOM CYHE
(mmst camMOCTOSITENBHOTO M3y4eHus). MeToabl pa3paOOTKu W HMCIOJIb30BAHMS
TUIIOBBIX TEXHOJOTHYECKUX TMPOLECCOB (sl CaMOCTOSITENIBHOTO H3Yy4YECHUS).
Meronpl  (GopMHpOBaHMS U BHEAPEHUS KOPIOPATUBHBIX CTaHAApPTOB U
pPErJIaMEHTOB TPOILIECCOB OOCIyXMBaHUA MOTpeOuTeneit Ha TpaHcmopTe (Iis
CaMOCTOSITEJILHOTO U3y4yeHHus). MeToapl B3aMMOJEHCTBUS C KIMEHTAMH [0
OopraHu3aIliy Ipoliecca 00CTyKUBaHUS ToTpeduTenel B cepe rocTepuuMCTBA B
IIpoOLIECCE€ OpraHu3ali CEpBUCAa B a’pONOPTY M HA BO3AYIIHOM CyAHE (U1
CaMOCTOSITETILHOTO M3y4YeHHs ). MeToabl pa3paboTKU KOMIUIEKCa MEPOIIPHUATHI 110
coOoieHn0 TpeOoBaHUI MPOU3BOACTBEHHON AMCLUHUIUIMHBI, MO COOJIOACHUIO
OpaBWJ 10 OXpaHe Tpylda M IMOXKapHOW OE30MaCHOCTH MpPHU OCYIIECTBICHUU
TEXHOJIOTMYECKOI0 IIPOLECCa B MPOLIECCE OpraHU3aluy CEpPBUCaA B adpONOPTY U Ha
BO3YLIHOM CyJHE (111 CAaMOCTOSITEIbHOTO M3ydeHus1). MexaHu3Mm (HopMUpPOBAHUS
nejiel W 3aAa4  JICSITEIbHOCTH IOAPA3AECIEHUN CEPBUCHOW JEATEIbHOCTU
npeanpuatus (I CaMOCTOSITEIBHOTO M3y4Y€HHs). MeXaHu3M NpHUMEHEHUs
METOJOB OpPraHU3aluy IUIAHUPOBAHUS U MOHUTOPHMHIA ACATEIBHOCTU CEPBUCHOU
KOMIIaHUH B TPAHCIIOPTHOH cdepe U B chepe rocTenpruuMCTBa Ha TpaHcropTe (AJis
CaMOCTOSITEJILHOTO M3Yy4YeHHUs). MexaHu3M OpraHu3alid HMX BBIIOJHEHUS B
IIpoLIECCE€ OpraHu3alli CepBHCa B a’pONOPTy M HA BO3AYIIHOM CyAHE (IS
CaMOCTOSITEJILHOTO M3y4eHHUsI). MeTobl BbIOOpa OpraHu3allMOHHbBIX PEIICHUN s
(opMHUpOBaHUS CEPBUCHON CUCTEMBI OOCIYMBaHHS C MCIOJIb30BAHHUEM METO/OB
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OpraHu3alliy W YNpaBJEHUs B MPOILECCE OPraHU3alii CEpBHCA B a3pONOPTy U Ha
BO3JYIIHOM CyJIHE (I CaMOCTOSATEIbHOTO H3YyY€HHUSA). ANTOPUTM MPUHATHUSA
OpraHU3allMOHHBIX  PEIIEHUA MO  Pa3BUTHUI0O  KIUEHTYPHBIX  OTHOIICHHM
MPEeANpUATUS TPAHCIIOPTHOM cephl U cPepbl TOCTENPUUMCTBA HA TPAHCIOPTE B
MpoLecce OpraHu3ali CepBHCAa B a’pONOpPTy M Ha BO3AYLIHOM CyaHE (I
CaMOCTOSITEIILHOTO U3y4eHUs). MeTonbl pa3paboTKu KOMILIEKCa MEPONPUATUN O
OpraHu3alyy, IUIAHUPOBAHUIO M MOHHUTOPHUHTY JIESITEIIbHOCTH CEPBUCHOM
KOMIIaHUHU B MPOLECCE OPraHU3alMK CEepBHCa B a3POINOPTY U HA BO3YIIHOM CYyIHE
(nos CaMOCTOSITEILHOTO U3YUYCHHUS). Mexanuszm OpraHu3alMOHHOTO
oOCITy’>KMBaHMSI ~ aBUAIMOHHOW  MHPPACTPYKTYpbl W OPraHU3aLMOHHOIO
oOecrieueHusi mpoliecca CEPBUCHOTO OOCITYXMBaHHUS B a’pONOpPTy M Ha OOPTY
BO3JYIIHOTO CyJIHa B TPOLECCEe OpraHu3aly CcepBUCa B a’ponopTy M Ha
BO3/YILIHOM CY/AHE (JIJI1 CAMOCTOSITEIbHOIO U3yueHUs ). MexaHu3m opranusaiuu u
POBEJICHNST MApKETHMHIOBOTO aHaliu3a MOTPEOHOCTH B CEPBUCHBIX YyCIyrax B
a’ponopTy U Ha OOPTY BO3IYIIHOTO CyAHA B MPOIECCE OpPraHMU3allMy CEepBHCA B
a’pONopTy M Ha BO3AYIIHOM CyJHE (I CaMOCTOSITEIHHOTO M3ydeHus). MeToabl
OpraHu3alliy U yNpaBJIeHUs UMYIIECTBOM a3pONOPTOBOr0 KOMIJIEKCAa U aKTHBAMHU
CEPBHUCHBIX NPEANPUSATUNA HA TPAHCIOPTE B MPOLIECCE OpraHU3alMM CEpBHUCA B
a’poONopTy M Ha BO3AYIIHOM CyJIHE (IJIsI CAaMOCTOSITEIBHOTO M3Y4YeHHs). MeTo bl
ornpejeneHus nokasarenei 3QPEeKTUBHOCTU IEATETLHOCTH MPEINPUSTUSI CEpBUCA
B paMKax TpPaHCIOPTHOTO KOMIUIEKCA B TMPOLECCE OpraHu3alMd CcepBHCa B
a’poIoOpPTy U HA BO3AYIIHOM CYJIHE (/11 CAMOCTOSITEIbHOI'O U3YUYECHUS).

Tema 6. IIpaBoBble MeXaHM3MbI B3aMMOJEHCTBUA AIPONOPTA U
CepPBUCHON KOMIIAaHUM

[Tonstne cepBucHOM kKoMnaHuu. HampaBieHuss B3aMMOJEHUCTBUS a3pOIopTa
Y CEPBUCHOW KOMIIaHWHU. [[paBOBBIE MHCTPYMEHTHI B3aUMOJECHCTBUS a3poropTa U
CEpBUCHOM KOMMaHWH. /[JOrOBOpHBIE OTHOIIEHUS MEXKIY a3PONIOPTOM U CEPBUCHOMU
KOMIaHUeH (I CcaMOCTOATENBHOrO Hu3ydeHus). JloroBop apeHnabl (i
CaMOCTOSITEIbHOTO HW3yudeHus). JloroBop KoHIeccuu (sl CcaMOCTOSITEIbHOTO
uzydenusi). LludpoBuzaius TOKyMEHTOOOOpOTa TPAHCIOPTHHIX MEPEBO30K (s
CaMOCTOSITEJILHOTO H3y4YeHUsi). MeXaHu3M BbIOOpa ONTUMAIBHBIX CIIOCOOOB
peleHuss 3aJad B paMKax [IOCTaBJIICHHOM UENW, HCXOAS W3 JACHUCTBYIOIIHUX
IIPABOBBIX HOPM, UMEIOLIUXCS PECYPCOB U OrPAaHUYCHUN B IIPOLECCE OPraHU3ALUU
CepBHCa B a3pONOPTY U HA BO3AYIIHOM CYJHE ([JIs1 CAMOCTOSITEIIbBHOTO U3YyUEHHS ).
AnroputM BbIOOpa ONTHUMAIBHBIX CIIOCOOOB WX PEIICHHS, UCXOAS W3
JNEUCTBYIOIIMX ITPABOBBIX HOPM, HMMEIOIIUXCA PECYPCOB M OrPAaHUYCHUU B
MpollecCe€ OpraHu3alii CEpBUCAa B a’pONOpPTy M Ha BO3AYIIHOM CyAHE (IJs
CaMOCTOSITEJILHOTO  u3yueHus). KiHeHTOOpMEeHTUpPOBAHHBIE TEXHOJIOTUU B
CEPBHCHOM JEATENIBHOCTA HAa TPAHCIOPTE B YCIOBHUSIX B3aUMOJCHUCTBHS C
MOTpEOUTENSIMU, B TOM YHCIIE WHTEPHET-TIPOJBIDKCHUS YCIAYyr B TIpoliecce
OpraHu3alMi CEepBUCA B aj’pONOpPTy M HA BO3AYIIHOM CyAHEe (IJs
CaMOCTOSITEILHOTO U3y4YeHUsI). MeTO bl OCYILIECTBICHUS 1€JIOBOM KOMMYHHKAIIMHU
B YCTHOHM U MUCbMEHHOM (hopMax B Mpoliecce OpraHu3alluy CEpBHUCa B a3pONOPTy U
Ha BO3AYIIHOM CyJIHE (IJi1 CaMOCTOSITENIbHOTO HW3yudeHus). MexaHuzm

25



OCYIIECTBJICHHS JI€JIOBOM KOMMYHHMKAIIMM B YCTHOM M NMHCbMEHHOW (opmax Ha
rocy1apcTBeHHOM s3blke Poccuiickonn dPenepanuuu B IIpoLEcCe OpraHU3alUU
cepBHCa B a3pONOPTY M Ha BO3AYIIHOM CyAHE (JI1 CAMOCTOSITEIHHOIO U3YUECHHUS).
MexaHu3M OCYIIECTBICHUS ACIOBOM KOMMYHUKAllMM B YCTHOM M INHUCBMEHHOU
dbopmax Ha MHOCTpaHHOM (BIX) sI3bIKE (aX) B MPOIECCEe OpPraHU3alMi CEPBUCA B
a’ponopTy W Ha BO3AYIIHOM CyAHE (11 CaMOCTOSATEIBHOTO HW3YUYEHUS).
MexanusMm pa3pabOTKU CUCTEMBI KIMEHTCKMX OTHOUIEHWH M OpraHu3aluu
mporiecca  OOCIyXMBaHHMS ~ TOTpeOUTeNIel  HAa  OCHOBE  NPUMEHEHUS
3aKOHOJATENbHBIX aKTOB M NMPABOBBIX HOPM B MPOILECCE OpraHu3allii CepBUCa B
a’ponopTy M HAa BO3AYIIHOM CyAHE (AJI1 CaMOCTOSATEIBHOTO HW3YYEHUS).
MexaHu3M COBEpIIEHCTBOBAHUSI CUCTEMbI KJIMEHTCKUX OTHOILIEHWH B CEPBUCHOM
NEeSTENbHOCTH HAa TPAHCHOPTE C HCIHOJIb30BAHUEM HMHTEPHET-TEXHOJIOTHI B
polecce OpraHu3allMM CEepBHCA B a’pONOPTy M HA BO3AYLIHOM CyaHE (I
CaMOCTOSITEJILHOTO H3y4yeHus1). MexaHu3M BbIOOpa MaTepHalIbHBIX PECYPCOB,
o0opyAOBaHUs NJIs OCYIIECTBIIEHMS Ipoliecca cepBUca (M CaMOCTOSITENBHOTO
u3ydyeHus). MexaHU3M  TPOBENECHMS]  IEPEroBOPOB €  KIHUEHTaMHU  TIO
NPETEH3MOHHBIM CIIy4YasiM M METOJbl ONpEeNeeHUs] NPUYMH BO3HUKHOBEHMUS
OPETEH3UM B IPOLIECCE OPTraHU3alMK CEPBHUCA B a3PONOPTY U Ha BO3IYIIIHOM CYy/IHE
(mmst  caMOCTOSITENIBHOTO M3ydeHus). MeTroabl pa3pabOTKM W HMCIOJIb30BAHMS
TUIOBBIX TEXHOJIOTMYECKUX TMPOLECCOB (IJii CaMOCTOATEIBHOTO H3Y4YeHHs).
Metonbl  GOpMHpPOBaHUS W BHEIPEHUS KOPHOPATUBHBIX  CTAHIAPTOB |
pErJlaMeHTOB TMPOLIECCOB OOCIyXUBaHUA MOTpeduTeneit Ha TpaHcmopTe (Iis
CaMOCTOSITEJILHOTO U3y4yeHHus). MeToapl B3aMMOJEUCTBUS C KIMEHTAMH 10
OpraHu3alyy npolecca 00CIyKHUBaHUsI OTpeOuTeNel B cepe rocTenpruuMCTBa B
IpOLIECCE OpPraHU3allMd CEpBUCAa B a’pONOPTYy M HA BO3AYIIHOM CcyAHE (A
CaMOCTOSATEIILHOTO M3y4eHUsI). MeTo/bl pa3paboTKu KOMILJIEKCa MEPONPUATHINA TIO
COOJIIOICHUIO TpeOOBaHMKM TPOW3BOJCTBEHHON IHUCHMIUIMHBI, IO COOJIIOICHUIO
NpaBWJI IO OXpaHe TpyJda U TOXKAPHOW OE30MaCHOCTH TMPHU OCYIICCTBICHHUH
TEXHOJIOTMYECKOTO MPOIIECCa B MPOILIECCE OpraHU3alluu CEpBUCA B a3pONOPTYy U Ha
BO3/YIIHOM CyJIHE (ISl CAMOCTOSATEIBHOTO M3ydeHus1). Mexanusm (HopMUpOBaHUS
nejiel M 3a7a4  JIESITEIbHOCTH IOAPA3ACICHUM CEPBUCHOW JEATEIIbHOCTU
npeanpusatus (Il  CaMOCTOATENBHOTO H3ydeHHs). MexaHu3M NpHUMEHEHHUs
METOJ/IOB OpraHU3alll{ IUIAHUPOBAHUS U MOHHUTOPHMHIA JIEATEIBHOCTH CEPBUCHOMN
KOMIIaHUH B TPAHCIOPTHOH cdepe U B chepe rocTenpuuMCTBa Ha TpaHcropTe (AJis
CaMOCTOSITEJIBHOTO M3Yy4YeHHs). MeXaHM3M OpraHu3ali WX BBIIOJHEHUS B
IIpoLiecCe OpraHu3ali CepBHCAa B aj’pOINOPTy M HAa BO3AYIIHOM CyaHE (i
CaMOCTOSITEJILHOTO M3y4eHHUsI). MeTo/bl BbIOOpa OpraHu3allMOHHbBIX PEIICHUN s
(GopMuUpOBaHUS CEPBUCHON CHUCTEMBI OOCITYKHBAHHS C HCIOIb30BAHUEM METOOB
OpraHu3alliy W YNPaBJIEHUS B MPOLIECCE OPraHU3alMU CEPBHCA B a3pONOPTYy U Ha
BO3IYLIHOM CyAHE (ISl CaMOCTOSITEIbHOTO U3Y4YEHHUs). AJITOPUTM MPUHSATUS
OpraHU3allMOHHBIX  PEIIEHHA [0  Pa3BUTUIO  KIHMEHTYPHBIX  OTHOIICHH
NPEeANpUATUs TPAHCIIOPTHOU ceprl U cepbl TOCTENPUUMCTBA HA TPAHCIOPTE B
IpoLecce OpraHu3alii CEpBUCAa B a’pOINOPTYy M HA BO3AYIIHOM CyAHE (U1
CaMOCTOSITEIILHOTO M3y4eHHUs1). MeTosibl pa3paboTKN KOMILIEKCa MEPOIIPUATUN O
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OpraHu3alvy, IUIAHUPOBAHUIO M MOHHUTOPHHIY JESTEIIBHOCTH CEPBUCHOM
KOMIIaHUHU B MPOLECCE OPraHU3alMK CEPBHCA B a3POINOPTY U HA BO3IYIIHOM CYIHE
(nns CaMOCTOSITEILHOTO U3YUYECHHUS). Mexanuszm OpraHu3alMOHHOTO
OoOCIy’KMBAaHMSI ~ aBUAIIMOHHOM  MHPPACTPYKTYpbl W OPraHU3aLUOHHOIO
oOecrieueHusi Mmpolecca CEPBUCHOTO OOCITYXMBaHHUS B a’3pONOpPTy M Ha OOPTY
BO3JYIIIHOIO CyJHAa B NPOLECCE OpraHu3aldyd CepBHUCAa B ad’pONOPTY U Ha
BO3JIYIIIHOM CyAHE (/11 CaMOCTOSITENBHOTO U3y4YeHMs). MexXaHU3M OpraHu3aluu u
MIPOBEJICHUS MAapKETHMHIOBOTO aHalu3a MOTPEOHOCTH B CEPBUCHBIX YyCIyrax B
a’ponopTy U Ha OOPTY BO3IYIIHOIO CyJHAa B MPOIECCE OpPraHMU3alMd CEpBHCA B
a’poNopTy M Ha BO3AYIIHOM CyJHE (Ui CaMOCTOSITEIBHOTO HU3y4yeHus). MeTonabl
OpraHu3alliy U yNpaBJIeHUs UMYIECTBOM a3pONOPTOBOIO KOMIUJIEKCA U aKTUBAMHU
CEpPBHUCHBIX NPEANPUSATUN HA TPAHCIOPTE B MpPOLIECCE OpraHU3allMM CEpBHUCA B
a’pONoOpTy M Ha BO3AYIIHOM CyJHE (IJIsI CAaMOCTOSITEIBHOTO M3y4deHHs). MeTo bl
omnpejeneHus nokasarenei 3QPEeKTUBHOCTH AESITEILHOCTH MPEANPUATHS CEpBHUCA
B paMKaxX TpPaHCHOPTHOTO KOMILJIEKCAa B TMPOLIECCE OpraHu3aliu CcepBUCa B
a’pONoOpTy U HAa BO3AYIITHOM CYIHE (JIJI1 CAMOCTOATEIBHOTO U3YUCHUS).

Tema 7. Ycayru, npegocraBisieMble accakupaM Ha 00pTy BO3AYyLIHOI O
CyIHa

VYcenayru naccaxupaM. YCIyru naccaxupam Ha OOpTy BO3IYIIHOTO CYJIHA.
CepBuUCHBIE KOMIIAaHUH, OKA3bIBAIOLIME YCIYTU MaccaxupaMm B cdepe BO3AYIIHOTO
Tpancnopta. Knaccudukanusi yciyr, OKa3blBa€MbIX MAacCaKUpaM B a’ponopTy
(mmst  camocrosiTenbHOrO  M3ydeHwus). Kiaccupukamusi yciuyr, OKa3bIBa@MbIX
naccakupaMm Ha OOpTYy BO3AYLIHOTO CyAHA (IJii CaMOCTOSTEIBHOTO H3y4YeHUSs).
TpebGoBanusi K yciayraMm, MpeaoOCTaBiIsieMbiM Ha OOPTYy BO3AYIIHOTO cyaHa (s
CaMOCTOSITEJILHOTO H3y4YeHUsi). MexXaHu3M BbIOOpa ONTUMAJIBHBIX CIIOCOOOB
pelmieHus 3aJad4 B paMKax I[IOCTaBJIICHHOM LENW, HUCXOId W3 JIEHCTBYIOIIMX
IPaBOBBIX HOPM, UMEIOIIUXCSl PECYPCOB U OTPAHUYEHUN B MPOLIECCE OpraHU3aLNN
CepBHUCa B a3pONOPTY U HA BO3AYIIHOM CyAHE (/11 CAMOCTOATEIIBHOIO U3yUEHHUS ).
Anroput™M BbIOOpa ONTHUMAIBHBIX CIOCOOOB WX PEIICHHS, UCXOAS U3
JEUCTBYIOIIMX IIPABOBBIX HOPM, HMEIOIIHUXCSI PECYPCOB U OIrPAHUYEHUUN B
IIpOLIECCE OpraHM3alMi CepBHCAa B a’pOIOPTy M HAa BO3AYIIHOM CyIHE (I
CaMOCTOSITEILHOTO  u3yyeHus). KIHeHTOOpUEHTUPOBAHHBIE TEXHOJIOTUU B
CEPBHCHOM JEATENBHOCTH HAa TPAHCIOPTE B YCIOBUSIX B3aUMOJCHUCTBHUS C
MOTpEeOUTENSIMU, B TOM YHCIIE WHTEPHET-TIPOJBIDKECHUS YCIYyr B TIpoliecce
OpraHu3alMi CEepBUCAa B aj’pONOpPTy U HA BO3AYIIHOM CyAHE  (IJs
CaMOCTOSITEIbHOTO U3Yy4YeHUsI). MeTObl OCYIIECTBICHUS 1€JI0BOM KOMMYHHUKAIIMU
B YCTHOHM U MUCbMEHHOM (hopMax B Mpoliecce OpraHu3aliy CEpBHUCa B a3pONopTy U
Ha BO3AYIIHOM CyJAHE (AJi1 CaMOCTOSITEIBHOTO H3ydeHus). MexaHuzm
OCYIIECTBJICHHSI JIEJIOBOM KOMMYHHMKAIIMM B YCTHOW M MHUCHMEHHOW (opMax Ha
roCy/1apCcTBEHHOM s3blke Poccuiickoni @enepanvi B IPOLECCE OpraHU3aLUU
cepBHCa B a3pONOPTY U Ha BO3AYLIHOM CYAHE (11 CAMOCTOSITEIBHOIO U3YUECHHUS ).
MexaHu3M OCYHIIECTBICHUS AEIOBOM KOMMYHHKAIIMM B YCTHOM W NUCBMEHHOU
dbopmax Ha MHOCTpaHHOM (bIX) sI3bIKE (aX) B MPOIECCE OpraHMU3allMi CEpBHUCA B
a’pornopTy M Ha BO3AYIIHOM CyAHE (IJs CaMOCTOSITEJILHOTO H3y4YEeHUSs).
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Mexanusm pa3pabOTKH CHUCTEMbl KIMEHTCKUX OTHOIICHHM | OpraHu3aiuu
mporiecca  OOCIyXUBaHUSI ~ TOTpeOUTeNle  Ha  OCHOBE  TNPUMEHEHUs
3aKOHO/ATENIbHBIX aKTOB W MPABOBBIX HOPM B MPOIECCE OpraHU3alluu CEpBHUCA B
a’poropTy W Ha BO3AYIIHOM CyAHE (I CaMOCTOSITEIBHOTO H3y4YEeHUSs).
MexaHu3M COBEPIIEHCTBOBAHUSA CUCTEMBbI KIMEHTCKUX OTHOLICHUW B CEPBUCHOM
NEATeIbHOCTH Ha TPAHCIOPTE C UCIOJIb30BAHUEM WHTEPHET-TEXHOJIOTUNA B
Mpoliecce OpraHu3allid CEpBUCA B a’pONOPTy M HA BO3AYIIHOM CyAaHE (11
CaMOCTOSITEJILHOTO M3y4deHHus). MexaHu3M BbIOOpa MaTepualbHBIX PECYPCOB,
o0opyIoBaHUs JJIsI OCYIIECTBJICHHUS Ipollecca cepBuca (il caMOCTOSITEILHOTO
u3ydeHus). MexaHU3M  TIPOBEJCHUS  TEPErOBOPOB  C  KIHMEHTaMH  TI0
NPETCH3UOHHBIM CITydastM ¥ METOJbl OMNpPENCNICHUs] TPUYUH BO3HUKHOBEHUS
PETEH3UM B IPOIIECCe OpTraHU3aIliy CEPBUCA B adPONOPTY U HA BO3YIITHOM CYJIHE
(m711  caMOCTOSITETLHOTO U3YyueHHus). MeTonbl pa3paOOTKM U UCIOJIb30BaHUS
TUTIOBBIX TEXHOJOTUYECKUX TMPOIECCOB (IS CaMOCTOSITEJIBHOTO H3Yy4YCHUS).
Metoasl  ¢dopMuUpOBaHUS ¥ BHEJIPEHUS KOPIOPATUBHBIX CTaHIAAPTOB U
pEerIaMeHTOB TIPOIIECCOB OOCITY>KMBaHUSA TOoTpeOuTeneid Ha TpaHcmopre (s
CaMOCTOSITEJILHOTO U3y4yeHHus). MeToabl B3aMMOJICUCTBUSA C KIWEHTaMH I10
OopraHu3aIiy Ipolecca 00CIyKMBaHus oTpeduTtenel B cepe rocTenpruuMCcTBa B
IpollecCe OpraHMU3allid CEpBUCAa B a’pOINOPTy M HA BO3AYHNIHOM CyaHe (I
CaMOCTOSITEILHOTO M3yueHUs1). MeTo bl pa3padOTKH KOMILIEKCAa MEPOTIPUIITUHN 110
COOJIOJIEHNI0 TPEOOBAHUIN MPOM3BOJACTBEHHOW AMCHMIUIMHBI, TO COOJIOJACHUIO
OpaBWJI IO OXpaHe Tpylda U TMOXApHOW OE30MacCHOCTH MPHU OCYIIECTBICHUH
TEXHOJIOTMYECKOTO MIPOIIECCa B MPOILIECCE OPraHU3alluu CEpBUCA B a3pONOPTY U Ha
BO3/YIIHOM CyJIHE (IUIsl CAMOCTOSATEIBLHOTO N3y4eHus1). Mexanusm hopMHUpPOBaHUS
ueiaed M 3aJad  JAESITENbHOCTH MOAPA3JAEICHUNW CEPBUCHOM  JIESITEIBHOCTH
OpeanpusaTuss (I CaMOCTOSITENIBHOTO M3y4eHUs1). MeXaHu3sM NpHUMEHEHUs
METOJO0B OPraHU3ally IUIAHUPOBAHUS U MOHHMTOPUHIA JIESITEIBHOCTH CEPBUCHOMN
KOMIIAaHUU B TPAHCTIOPTHOH cdepe U B chepe rocTeNpuuMCcTBa Ha TPAHCTIOPTE (17151
CaMOCTOSITEJILHOTO H3y4eHUs1). MeXaHW3M OpraHu3allud WX BBINOJHEHHUS B
IpOLIECCE OpraHU3allMd CEpBUCAa B a3pOINOPTY U HA BO3AYUIHOM CyAHE (A
CaMOCTOSTEIILHOTO H3y4eHHs). MeTobl BEIOOpa OpPraHU3aIlMOHHBIX PEIICHUH IS
dbopMuUpOBaHUS CEPBUCHON CUCTEMBI OOCTYXKHUBAaHUS C WCIIOJIB30BAHUEM METOOB
OpraHu3alMy U YOPaBJIEHUS B MPOLIECCE OPraHU3AlMKU CEPBUCA B a3pONOPTY U Ha
BO3IYLIHOM CyAHE (IS CaMOCTOSITENIbHOTO W3Y4YEHHUs). AJICOPUTM MPUHATHUS
OpraHU3alMOHHBIX  PEIICHHH 1O  PAa3BUTHIO  KJIHUEHTYPHBIX  OTHOIICHUI
MPEANPUATHS TPAHCTIOPTHOU chepsl U cPephl TOCTEIPUUMCTBA HA TPAHCIIOPTE B
Mpollecce OpraHu3alid CepBUCAa B a’pONOpPTy M HA BO3AYIIHOM CyAaHE (IUis
CaMOCTOSITEJILHOTO M3yUYeHHs1). MeToibl pa3pabOTKK KOMILIEKCAa MEPONPUSITUNA 1O
OpraHv3aluy, I[UIAHUPOBAHUID W MOHHUTOPUHTY JESTEIbHOCTH CEPBHUCHOM
KOMIIaHUU B MPOLIECCEe OPTraHU3allMy CEPBUCA B a3POINOPTY U HA BO3AYIIHOM CYyJHE
(nns CaMOCTOSITEILHOTO U3YUYEHUS). Mexanusm OpraHU3aIMOHHOTO
oOCly>)kKMBaHMsI ~ aBUAIIMOHHOW  MHPPACTPYKTYpbl W OPraHU3aIMOHHOTO
o0OecrieueHusl Mpolecca CEPBUCHOTO OOCTYKMBAaHUSI B a’poNoOpTy U Ha OOpTYy
BO3IYIIHOTO CyJIHA B TMPOILIECCE OpraHu3allMyd CepBHCa B a’poNoOpTy U Ha
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BO3JYIIIHOM CyAHE (JJI1 CaMOCTOSTENBHOIO U3y4YeHHsI). MeXaHU3M OpraHu3aluu U
MIPOBEJICHUS MAapKETHMHIOBOTO aHaliu3a MOTPEOHOCTH B CEPBUCHBIX YyCIyrax B
a’ponopTy U Ha OOpPTY BO3AYIIHOIO CyAHA B MPOLECCE OpPraHU3allMu CEpBHCa B
a’poONopTy M Ha BO3AYIIHOM CyJHE (I CaMOCTOSITEIbHOrO M3y4deHus). MeToabl
OpraHu3alliy U yNPaBJIE€HUS UMYIIECTBOM a3pONOPTOBOIO KOMIUJIEKCA U aKTUBAMHU
CEPBUCHBIX NPEANPUSATUNA HA TPAHCIOPTE B MPOLIECCE OpraHU3AlMM CEpBHUCA B
a’poNopTy M Ha BO3AYIIHOM CyJHE (AJI1 CaMOCTOATEIBHOTO M3y4deHHs). MeTo bl
onpezeneHus nokasarened 3QPEeKTUBHOCTU E€ATEIbHOCTH MPEINPUATUSL CEpBUCA
B paMKax TpaHCHOPTHOTO KOMILIEKCa B IIPOLIECCE OpraHu3aliy CepBUCa B
a’pONoOPTy U HAa BO3AYIIHOM CYIHE (JIJI1 CAMOCTOATEIbHOTO U3YUCHUS).

Tema 8. Opranu3anuoHHO-(PYHKIHOHAJIbHAS CTPYKTYpa
aBHANpeANPUSITUS 10 MPOU3BOACTBY M PeaU3alUM YCJIYT Naccakupam

Opranu3alMoHHO-(QYHKIIMOHATIbHAS ~ CTPYKTypa  aBUANpPEANPUATHS 110
oKkazaHMio yciyr mnaccaxupam. Cmyxkba cepBuca B a’poroOpTOBOM KOMILIEKCE.
Cnyx6a GOpTIPOBOJHUKOB, KaK OJHa U3 (OopM OOCIYyXKHBaHUS MMACCAKUPOB Ha
60pTy BO3AyIIHOTO cyjaHa. OOCIyKUBalOIIKUe MOAPA3ACIICHUs MPOU3BOACTBEHHOM
ciykObl cepBHuca B cepe BO3AYIIHOTO TPAHCIOPTa (IJIsI CaMOCTOSITENILHOTO
u3ydeHus). MexaHnusm BbIOOpa ONTUMAJIBHBIX CIIOCOOOB PEIICHUs 33]]a4 B paMKax
MOCTABJICHHON 1I€NM, WCXONd W3 JACHCTBYIOIIMX IMPABOBBIX HOPM, HMEIOIIUXCS
PECYpPCOB M OTpaHUYEHUM B MPOIECCE OpraHU3allud CEepPBUCAa B adpoOIOPTYy W Ha
BO3JYIIHOM CyAHE (I CaMOCTOSITENIbHOTO W3y4eHHs). AJrOpuT™M BBIOOpA
ONTUMAJIBHBIX CIIOCOOOB MX PEIICHUS, UCXO/s U3 ACHCTBYIOMIMUX MPABOBBIX HOPM,
UMEIOIIUXCSI PECYpCOB M OrpaHUYEHUH B TpOIECCe OpraHu3alii CcepBUCa B
a’ponopTy W HAa BO3AYIIHOM CyAHE (I CaMOCTOSATEIBHOTO HW3Y4YEHUS).
KnueHToOpueHTHpOBaHHBIE TEXHOJOTMH B  CEPBUCHOM  JIEITENHHOCTH  Ha
TPAHCIIOPTE B YCJIOBHUSX B3aMMOJECUCTBHS C TMOTPEOUTENSIMU, B TOM HHCIIE
UHTEPHET-TIPOJIBIKEHUSI YCIYT B MPOIECCE OpraHU3allud CEpBUCA B a’pOMOPTY H
Ha BO3JIYIIHOM CyJIHE (711 CAMOCTOSITEILHOTO U3yUYeHus). MexaHu3m pa3padoTKu
CUCTEMBl KJIMEHTCKUX OTHOIICHHM M OpraHu3aluy Ipoiecca OOCTyKUBAHUS
notpeduTesneil Ha OCHOBE MPUMEHEHUS 3aKOHOJATEIbHBIX aKTOB U MTPABOBBIX HOPM
B IIPOLIECCE OpPraHU3alMM CEpBHCAa B a’pOINOPTY M HA BO3AYUIHOM CyAHE (IS
CaMOCTOSITEJIBHOTO ~ M3y4eHMs). MeXaHu3M  COBEpPUICHCTBOBAHUS  CUCTEMBI
KIIMEHTCKMX OTHOLIEHWA B CEPBUCHOM JEATENBHOCTH Ha TPAHCIOPTE C
WCIIOJIb30BAaHUEM HHTEPHET-TEXHOJIOTUK B MPOLECCE OpraHu3alMd CepBHCa B
a’ponopTy W Ha BO3AYIIHOM CyAHE (M1 CaMOCTOSATEIBHOTO W3Y4YEHHS).
MexanusM BbIOOpa MaTepUANbHBIX PECYPCOB, 00OPYIOBAHUS AJII OCYILECTBICHHUS
mporecca cepBuca (I CaMOCTOATEIBHOTO HM3y4deHHMs). MexaHu3M IpOBEICHHUS
IIEPErOBOPOB C KIMEHTAMH IO MPETEH3HMOHHBIM CIy4asiM U METOAbI ONpEIeICHUs
IPUYMH BO3HMKHOBEHHs IMPETEH3UH B IMIPOLIECCE OpraHu3aliid CepBHCA B
a’poNopTy M Ha BO3AYILIHOM CyJHE (U1 CaMOCTOSITENBHOIO M3y4deHHs). MeToabl
pa3pabOTKM M HCIOJb30BAHMUS THUIIOBBIX TEXHOJOIMYECKUX MPOLECCOB (IS
CaMOCTOSATEJILHOTO ~ U3ydeHHs). Meroael  (GopMHUpOBaHUS U BHEIPEHUS
KOPIIOPATUBHBIX  CTaHJAPTOB W  PEIVIAMEHTOB TPOILIECCOB  OOCITYKMBAHHS
notpeburtenie Ha TpaHCHOpPTEe (IJIs1 CaAMOCTOSITENILHOTO U3y4deHUusi). MeTojbl
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B3aMMOJICUCTBHSI C KJIMEHTaMH [0 OpraHU3alMM Ipolecca OOCITyKUBAHUS
norpeduTeneil B cepe rocTenpUUMCTBA B IMPOLIECCE OpPraHU3alUdU CEepBHUCA B
a’pONoOpTy M Ha BO3AYIIHOM CyJHE (I CaMOCTOSITENbHOTO M3y4deHHs). MeToabl
pa3pabOTKM  KOMIUIEKCA  MEPONPUITHH MO  COONIOACHUIO  TpeOOBaHUU
MIPOU3BOJICTBEHHOW JMCLUMIUIMHBI, IO COOJIIOJICHUIO MpaBWi MO OXpaHe TpyAa U
MOKApHOM 0€30MacCHOCTH TPH OCYUIECTBICHUM TEXHOJOTMYECKOIo Mpolecca B
MpolLecce OpraHu3alli CepBHCAa B a’pONOPTy M Ha BO3AYLIHOM CyaHE (I
CaMOCTOSAITEJILHOTO U3y4yeHHus). Mexanusm (QopmupoBanust 1enel u 3agad
NESATENbHOCTH MOAPA3/ICICHUNA CEPBUCHOM JEATENbHOCTU MpeaAnpuatus (A
CaMOCTOSITEJILHOTO M3yuYeHHUs). MexaHu3M NPUMEHEHHS METOJOB OpraHU3alUH
IUIAHUPOBAHUSA M MOHUTOPUHIA JEATEIbHOCTH CEPBUCHOW KOMIAHUU B
TpaHCHOPTHOW cdepe U B cdepe ToCTENpUMMCTBA Ha TpaHcnoprte (s
CaMOCTOSITEJILHOTO HM3Yy4YeHHs). MexaHu3M OpraHu3alii MX BBINOJHEHUS B
Ipolecce OpraHU3allMM CEepBHCA B a’pONOPTy M HAa BO3AYLIHOM CyaHe (I
CaMOCTOSITEIILHOTO M3y4eHHUs1). MeTo/bl BbIOOpa OpraHU3allMOHHBIX PEIICHUH s
(bopMUpOBaHUS CEPBUCHON CUCTEMBI OOCITYXHUBaHUS C MCIOJIb30BAHUEM METO/OB
OpraHu3alliy W YNpaBleHUsl B MPOIECCe OpPraHu3alii CepBHCa B a3poropTy U Ha
BO3JYIIHOM CYyJIHE (IS CaMOCTOSITEJIbBHOTO W3Yy4YeHHs). AJITOPUTM TPUHSATHS
OpraHW3allMOHHBIX  PEIICHUH 1O  Pa3BUTUIO  KIMEHTYPHBIX  OTHOIICHHI
NPENNPUSATUS. TPAHCIIOPTHOU cdepbl U chepbl TOCTEIPUUMCTBA Ha TPAHCHIOPTE B
Ipolecce OpraHU3allMM CEepBHCA B a’dpOIOPTy M Ha BO3AYIIHOM CyAHE (IS
CaMOCTOSTEIILHOTO U3y4eHUs ). MeTobl pa3paboTKH KOMILIEKCa MEPOTIPUATUN TTO
OpraHu3aliy, IUIAaHUPOBAHUIO M MOHHUTOPHUHTY JIESITEIIbBHOCTH CEPBUCHOM
KOMIIaHUU B MPOIIECCe OPraHU3alMU CEPBUCA B adPOIMOPTY M HA BO3AYIIHOM Cy/IHE
(mst CaMOCTOSITETILHOTO U3YUCHHUS ). Mexanuzm OpraHu3alMOHHOTO
oOCIy>KMBaHMSI ~ aBHAIIMOHHOW  MHPPACTPYKTYphl W OPTaHHU3ALMOHHOTO
obecrieyeHus1 Tpoliecca CEPBUCHOTO OOCTYKHMBAaHUS B ad’poIopTy M Ha OOpTYy
BO3YIIHOTO CyJHa B TPOIECCE OpraHu3ali CepBUCAa B a’poONopTy U Ha
BO3/YIIHOM CYAHE (JIJI1 CAMOCTOSITEILHOTO U3y4YeHUs ). MeXxaHu3M OpraHu3aiu u
NPOBEJICHNS MAapKETHMHTOBOTO aHalIM3a MOTPEOHOCTH B CEPBUCHBIX YyCIyrax B
a’ponopTy U Ha OOpPTy BO3IYIIHOI'O CyJHA B MPOLECCE OPraHHU3alMd CEPBHCA B
a’poNopTy M Ha BO3AYIIHOM CyJHE (U1 CaMOCTOSTENBHOIO M3y4deHMs). MeToabl
OpraHM3allMU U YIIPABICHUS UMYIIECTBOM a3pONOPTOBOIO KOMILJIEKCA U aKTUBaMHU
CEPBUCHBIX NPEANPUATUN HA TPAHCIOPTE B IPOLIECCE OPraHU3ALMM CEpBHCA B
a’ponopTy M Ha BO3AYILIHOM CyJIHE (U1 CaMOCTOSATEIBHOIO M3y4deHHs). MeToabl
ornpenaeneHus nokazateneil 3p(HEeKTUBHOCTU AEATEIBHOCTH MPEANpPUATHS CepBUCa
B paMKax TPaHCHOPTHOIO KOMILIEKCAa B IIPOLIECCE OpraHu3alUu CepBUCA B
a’poNopTy U Ha BO3AYLIHOM CYAHE (JIJI1 CAMOCTOATEIBHOTO U3YUCHHUS).

Tema 9. Opranuzauuss uHGOPMALUOHHO-CIIPABOYHOI0 00CJYKMBAHUA
NMAaccaKMPOB BO3AYIIHOTO TPAHCIIOPTA

[lonsiTue uHPOPMAIMOHHO-CIIPABOYHOTO OOCIY)KUBaHMSI KIUEHTOB. Poib

MH(QOPMALIMOHHOTO OOCITYKMBaHUS, KaK OJIHOTO U3 D3JIEMEHTOB CEPBUCHOMN

NEATeIbHOCTH  HAa  BO3AYIIHOM  TpaHcnopre. Buasl  uH(OpManmoHHOro

oOciy>xuBanusi  asporiopta. Buasl uUHPOPMALMOHHOTO  OOCITYKMBaHUS B
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aBUAKOMITAaHUM (I CaMOCTOSITENIbHOTO u3ydeHHs). CepBHCHbIE KOMIIAHUH,
OKa3bIBAKOIINE HWH(OPMAIIMOHHO-CIIPABOYHbIE YCIYrM MHaccaxupaMm B cdepe
BO3JYIIIHOI'O TpaHCHopTa (IJIsl cCaMOCTOSTEIbHOIO U3y4eHus). MexaHnusm BbiOOpa
ONTUMAJIBHBIX CIIOCOOOB pEIIeHUS 3a]1a4 B paMKaX IMOCTaBICHHOM 1IeJI1, UCXO s U3
JNEUCTBYIOIIMX TIPABOBBIX HOPM, HUMEIOIIUXCS PECYpPCOB W OrpPaHUYEHUN B
MpoLecce OpraHu3ali CepBHCAa B a’pONOPTy M Ha BO3AYLIHOM CyaHE (I
CaMOCTOSITEJILHOTO HM3Y4YeHHs). AJNrOpUTM BbIOOpa ONTUMAJIBHBIX CIOCOOOB HMX
peleHns, UCX0ad W3 JEHCTBYIOIIMX IIPAaBOBBIX HOPM, MUMEIOIIMXCS PECYPCOB H
OTpaHWYEHUH B MPOLECCE OpPraHU3AllMU CEpPBHCA B a’pOIOPTY U HA BO3AYIIHOM
CyaHe (I camMoOCTOSITENbHOrOo  u3ydyeHus).  KiIMeHTOOpHEeHTHpPOBaHHBIE
TEXHOJIOTUM B CEPBUCHOM JEATEIIBHOCTM HAa TPAHCIOPTE B  YCIOBUAX
B3aMMOJICHCTBUS C MOTPEOUTENSIMU, B TOM YHUCII€ UHTEPHET-TIPOJIBIXKEHUSI YCIYT B
IpoLEecce OpraHU3allMM CEepBHCA B a’pONOPTy M HA BO3AYIIHOM CyIHE (IS
CaMOCTOSITEJILHOTO U3y4YeHHUs). MeTOo bl OCYIIECTBICHUS 1€JI0BOM KOMMYHUKALIUH
B YCTHOM M MUCbMEHHOM (hopMax B Mpoliecce OPraHu3aIuu CEPBHUCA B a3pONOPTY U
HAa BO3AYIIHOM CyaHE (ISl CamMOCTOSTENBHOrO M3ydeHus). MexaHu3m
OCYIIECTBJICHHSI JIEJIOBOM KOMMYHHMKAIIMM B YCTHOW M MHUCbMEHHOW (opMax Ha
rocy1apcTBeHHOM s3blke Poccuiickon @enepanuu B IpoLecce OpraHU3alUU
CepBHCa B a3pONOPTY U Ha BO3AYIIHOM CyAHE (JI1 CAMOCTOSITEILHOTO U3YUYCHHUS).
MexaHu3M OCYILIECTBIEHUS [I€JI0BOM KOMMYHHMKAllMM B YCTHOM M INHCbMEHHOMN
(opmMax Ha MHOCTPAHHOM (bIX) SI3bIKE (aX) B MPOLIECCE OpPraHU3allUy CEpBHCA B
a’pornopry M Ha BO3JAYIIHOM CyAHE (A7 CaMOCTOSITEIbHOTO HW3y4YEHUs).
MexaHusM pa3pabOTKM CUCTEMBbl KJIMEHTCKUX OTHOIIEHHH U OpraHu3aluu
nporecca  OOCIy)XHMBaHHMA  NOTpeOuTEeNed  Ha  OCHOBE  NPUMEHEHMS
3aKOHOJATENIbHBIX aKTOB U IPABOBBIX HOPM B IIPOLIECCE OpraHU3alMU CEpBHUCA B
a’ponopTy M Ha BO3AYIIHOM CyAHE (M1 CaMOCTOSTEIBHOTO W3Y4YEHHS).
MexaHu3M COBEpILICHCTBOBAHUS CUCTEMbl KIMEHTCKUX OTHOLIEHWN B CEPBUCHOU
NEATEIIBHOCTH Ha TPAHCIOPTE C MCIOJIB30BAHUEM HWHTEPHET-TEXHOJIOTUHA B
IpoLecce OpraHU3alMM CEpBHCA B a’poONOPTy M HAa BO3AYIIHOM CyIHE (I
CaMOCTOSITEJILHOTO M3yueHHs1). MexaHu3M BblOOpa MaTepUalbHBIX PECYpPCOB,
0o0opyIoBaHUs [UIsl OCYIIECTBICHHUS Ipoliecca cepBUca (Ui CaMOCTOSTEIBHOTO
u3ydeHus1). MexaHu3M  NPOBEACHHUS  IEPEroBOPOB €  KIMEHTAaMU IO
IIPETEH3UOHHBIM CJIy4asiM M METOAbl ONPEACIICHUS IPUYMH BO3HUKHOBEHMS
IIPETEH3UH B IIPOLIECCE OPraHU3ALUK CEPBHUCA B a3pONOPTY U HA BO3AYIIHOM CyAHE
(11 caMOCTOSITENBHOTO M3y4deHHus). MeTonbl pa3paOOTKHM M HCIOJIb30BaHUS
TUIOBBIX TEXHOJIOTMYECKUX IPOLECCOB (I CaMOCTOSATEIBHOIO W3Y4YEHUs).
Metoasl  ¢opMupOBaHHA W BHEAPEHUS KOPIOPATUBHBIX CTaHIAPTOB U
perJamMeHToOB MPOLECCOB OOCTyKHMBaHUS MOTpeOHUTeNneil Ha TpaHcmopTe (s
CaMOCTOSITEJILHOTO H3y4yeHUs1). MeToapl B3aUMOJIEWCTBHS C KJIMEHTAMH 110
OpraHM3aluy Mpoliecca 00CIyKUBaHUA OTpeduTenel B chepe roCTENPUUMCTBA B
IIpoLiecCe OpraHu3ali CepBHCAa B a’pONOPTy M HAa BO3AYIIHOM CyaHE (I
CaMOCTOSITEIILHOTO M3y4eHHsI). MeTonbl pa3paboTKU KOMILJIEKCa MEPONPUATHNA O
COOJIIOJICHUIO TPEOOBAHUM MNPOU3BOJACTBEHHOM AMCLMIUIMHBI, IO COOJIOACHUIO
IpaBWJI IO OXpaHe Tpyla W IOXKAapHOW OE30MaCHOCTH MpHU OCYLIECTBICHUU

31



TEXHOJIOTMYECKOTO IIPOIIECCa B MIPOLIECCE OPraHU3aluU CEPBUCA B a3POINOPTY U Ha
BO3JIYIIIHOM Cy/AHE (/151 CAMOCTOATEIBHOTO U3yyeHus1). Mexanusm (HopMUpoBaHUS
mened W 3amad  ACATEIbHOCTH IOAPA3JICIICHUM CEpPBUCHOW JIESATEIbHOCTH
npeanpusatus (IS CaMOCTOSATENBHOTO H3ydeHus). MexaHu3M NpUMEHEHHUS
METOJOB OpPraHU3alMU TUIAHUPOBAHUS U MOHUTOPHHIA AEATEIBHOCTU CEPBUCHOMU
KOMIIaHUU B TPAHCIIOPTHOM cdepe U B chepe TocTenpuruMCTBa Ha TpaHcnopTe (s
CaMOCTOSITEJILHOTO HM3Yy4YeHHs). MexaHu3M OpraHu3aliid MX BBINOJHEHUS B
MpoLecce OpraHu3ali CepBHCAa B a’pONOpPTy M Ha BO3AYLIHOM CyaHE (I
CaMOCTOSITEIILHOTO M3y4eHHUs1). MeTobl BbIOOpa OpraHu3allMOHHbBIX PEIICHUH s
(bopMUpOBaHUS CEPBUCHON CUCTEMBI OOCITYXHUBAaHUS C UCIIOJIb30BAHUEM METO/OB
OpraHM3alyy U YOPABJIEHUS B MPOLECCE OPraHU3ALMKU CEPBUCA B a3pONOPTY U Ha
BO3JYIIHOM CYyJIHE (ISl CaMOCTOSITEJIbBHOTO W3Yy4YeHUs). AJITOPUTM TPUHATHS
OpraHM3alMOHHBIX  PEIICHWH 10  PAa3BUTHI0  KJIMEHTYPHBIX  OTHOLIECHUI
OPENNpUsATUS TPAHCIIOPTHOU cdepbl U cepbl rOCTENPUUMCTBA Ha TpaHCIOPTE B
IpOLIECCE OpPraHU3allMd CEpBUCAa B a’pONOPTYy M HA BO3AYIIHOM cyAHEe (A
CaMOCTOSITEILHOTO U3y4eHUs). MeTonibl pa3paboTKu KOMILIEKCa MEPOTPUATUN TTO
OpraHv3aluy, IUIAHUPOBAHUKD W MOHHUTOPUHIY JESATEIbHOCTH CEPBHUCHOM
KOMITAaHUH B MPOLIECCE OPraHU3allMU CEPBHCA B a3pONOPTY U HA BO3IYILIHOM CYy/IHE
(mmst CaMOCTOSITEIBHOTO U3YUYEHUSA). Mexanuszm OpraHMU3alMOHHOTO
OoOCITy>KMBaHMSI ~ aBUAIIMOHHOW  MHPPACTPYKTYpbl W OPraHU3aLMOHHOTO
oOecrieueHusi Mpollecca CEPBUCHOTO OOCITYXKMBaHHUS B a’dpOMNOPTy W Ha OOPTY
BO3JYIIHOTO CyJHa B IpOLIECCE OpraHu3alli CepBHCAa B a’polopTy U Ha
BO3/YIIHOM CY/AHE (JIJI1 CAMOCTOSITEIbHOTO U3yUeHus ). MexaHu3m opraHusaiiu u
NPOBEJICHNST MAapKETHMHTOBOTO aHalM3a MOTPEOHOCTH B CEPBUCHBIX YyCIyrax B
a’pomnopTy U Ha OOPTY BO3AYIIHOTO CyAHA B MPOIECCE OpPraHU3allMu CEpBUCA B
a’poIopTy ¥ Ha BO3AYIIHOM CyAHE (IJIsI CAMOCTOSITEILHOIO M3y4deHus). MeToabl
OpraHM3alyu U YIPABICHUS UMYIIECTBOM a3pONOPTOBOr0 KOMILIEKCAa U aKTHBAMHU
CEpPBUCHBIX NPEANPHUITUN HAa TPAHCIOPTE B MPOLIECCE OpPraHU3alMU CEpBUCA B
a’poIopTy M Ha BO3AYIIHOM CyAHE (AJIsI CaMOCTOSTEILHOIO M3Yy4YeHUs). MeTo bl
orpejeneHus nokasarenei 3QPEeKTUBHOCTU NEATETLHOCTH MPEINPUSATUSI CEpBUCA
B paMKax TpPaHCIIOPTHOTO KOMIUIEKCA B IPOLECCE OpraHM3aluyd CEpBUCAa B
a’poNopTy U Ha BO3AYLIHOM CYAHE (11 CAMOCTOSATEIBHOTO U3YUCHUS).

Tema 10. Opranuzanusi NpeaoCTABJIEHUS YCJIYTI OCOOBIM KATEropHsAM
accaKupoB

[TorsiTne 0coOBIX KaTeropuit maccaxxupoB. OcoOble KaTEropuu MacCaXHupPoB
Ha BO3AYyIIHOM TpaHcnopte. OOCIyXHWBaHUE HE COMNPOBOXKIAEMBIX JETEH.
OOcnyxvBaHUE TOXKWIBIX JIOJAEH  (IJI1  CAMOCTOATENIBHOTO — M3Yy4EHUSs).
OOcnyxuBaHue JIIOJAEH C OrPpaHMYCHHOM TMOJBMKHOCTBIO H T.Ja. (74
CaMOCTOSITEJILHOTO H3y4deHHs). TpaHCHOpPTHOE IJIAHUPOBAHUE U TPAHCIOPTHOE
MOJAENUpOBaHNe (AJIT CaMOCTOATEIBRHOTO WM3y4deHHUs). MexaHu3Mm BbIOOpa
ONTUMAJIbHBIX CIIOCOOOB pEelIeHU 3a7]a4 B paMKaX MOCTABICHHOM 1IeJIH, UCXOS U3
JNEUCTBYIOIIUX TIPABOBBIX HOPM, HUMEIOUIUXCS PECYpCOB W OrpaHUYEHUU B
MpoIlecce OpraHu3alud CEepBUCAa B a’pONOpPTy M HA BO3AYIIHOM CyAaHE (IUis
CaMOCTOSITEJILHOTO HM3Yy4eHUs1). AJCOPUTM BBIOOpA ONTHUMAJbHBIX CIIOCOOOB HUX
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pELIeHMs], UCXOAs M3 JIEUCTBYIOLIMX MPAaBOBBIX HOPM, MUMEIOIIMXCA PECYPCOB U
OrpaHUYEHUN B MPOIECCE OPraHM3alUU CEPBUCA B a’pONOPTY M HAa BO3IYIIHOM
CyaHe (I  camMOCTOSITENbHOrO  M3ydeHus).  KIMEeHTOOpUEeHTHpPOBAaHHBIE
TEXHOJOTMW B CEPBUCHOW JAEATENBHOCTH HA TPAHCHIOPTE B  YCIOBUAX
B3aUMOJIEUCTBUS C MOTPEOUTEISIMU, B TOM YUCIIE UHTEPHET-NPOJABUKEHUS YCIYT B
MpoLecce OpraHu3allii CepBHca B a’poNopTy M Ha BO3AYIIHOM CyaHe (s
CaMOCTOSITEJILHOTO U3y4YeHUs). MeTOo bl OCYIIECTBICHUS €I0BOM KOMMYHHUKALIUH
B YCTHOW M MUCbMEHHOM (hopMax B MPOLIECCE OPraHU3aLMU CEPBHUCA B a3PONOPTY U
Ha BO3JAYIIHOM CyAHE (IS CaMOCTOSATEIBbHOTO HU3y4yeHHus). MexaHuzm
OCYIIECTBJICHHS JIEJIOBOM KOMMYHHMKAIlMM B YCTHOW M MUCBMEHHOW (opMax Ha
rocy1apcTBeHHOM s3blke Poccuiickon @enepanuu B IIpoLEecCce OpraHU3alUiu
CepBHCa B a3pONOPTY U Ha BO3AYIIHOM CyAHE (JI1 CAMOCTOSITEILHOTO U3YUECHHUS).
MexaHu3M OCYIECTBICHUSI JI€JIOBOM KOMMYHHUKAIIMM B YCTHOM M MUCBMEHHOM
dbopmax Ha MHOCTpaHHOM (BIX) SI3bIKE (aX) B MPOIIECCE OpraHM3allMM CEpBHUCA B
a’ponopTy W Ha BO3AYIIHOM CyAHE (Vi1 CaMOCTOSATEIBHOTO HW3Y4YEHUS).
Mexanu3sM pa3pabOTKU CUCTEMBI KIMEHTCKMX OTHOUIEHWH M OpraHu3aluu
nporecca  OOCHyXMBaHMS ~ MOTpeOuTeneil  Ha  OCHOBE  NPUMEHEHHS
3aKOHOJIATENIbHBIX AKTOB W NMPABOBBIX HOPM B MPOIIECCE OpraHM3alli CEepBHUCA B
a’ponopTy W HAa BO3AYIIHOM CyAHE (VIS CaMOCTOSATEIBHOTO HW3Y4YEHUS).
MexaHu3M COBEPILIEHCTBOBAHUSI CUCTEMbI KJIMEHTCKUX OTHOILICHWH B CEPBUCHOU
NEATEIbHOCTH Ha TPAHCHOPTE C UCIOJIb30BAHUEM HWHTEPHET-TEXHOJIOTUNA B
IpoLleCCE OpraHU3allMd CEpBUCAa B a’pONOPTYy M HA BO3AYIIHOM CcyAHE (A
CaMOCTOSATEIILHOTO H3y4yeHus1). MexaHu3M BbIOOpa MaTepHABHBIX PECYPCOB,
o0opyAOBaHUs NJisi OCYIIECTBIICHMSI Ipollecca cepBUca (s CaMOCTOSITEIHHOT O
u3yyeHus). MeXaHH3M  TPOBEIEHUSI  NEPETOBOPOB €  KIMEHTAMH IO
OPETEH3UOHHBIM CIIy4astM W METOJAbl OMNpPENENICHHs] NPUYUH BO3HUKHOBEHUS
IPETEH3UI B IPOLIECCE OpTraHU3allMy CEPBHUCA B a3PONOPTY U HA BO3IYIIIHOM CYyJIHE
(mmst  caMOCTOSITENBHOTO M3y4eHHs). MeToabl pa3pabOTKM U HCHOJIb30BaHUS
TUIIOBBIX TEXHOJOTHYECKUX TMPOLECCOB (ISl CaMOCTOSITENIBHOTO H3Yy4YCHUS).
Meronbl  GoOpMHpOBaHMS U BHEIPEHUS KOPHOPATUBHBIX CTAHAAPTOB U
perjJamMeHToOB MPOLECCOB OOCTY)KHMBaHUS MOTpeduTeneil Ha TpaHcmopTe (Ui
CaMOCTOSITEJIBHOTO H3y4deHUs). MeToapl B3aUMOJEWUCTBHS € KIMEHTaMHU I10
OpraHu3aluy mporecca 00CIyKHUBaHUs ToTpedbuTenet B chepe rocTenpuruMcTBa B
IIpOLIECCE OpraHM3alMi CepBHCAa B a’pOINOPTy M HAa BO3AYIIHOM CyIHE (I
CaMOCTOSITETILHOTO M3y4YeHHs ). MeToabl pa3paboTKU KOMIUIEKCa MEPOIIPHUAITHI 10
coOMoieHn0 TpeOOBaHMI MPOM3BOACTBEHHON JUCIHMIUIUHBI, MO COOJIIOCHUIO
OpaBWJ IO OXpaHe Tpylda M TMOXKapHOW OE30MacHOCTH MpPHU OCYIIECTBICHUU
TEXHOJOTMYECKOTO MPOLECCa B MPOLECCE OPraHu3alii CEPBUCA B adPONOPTY U HA
BO3YLIHOM CyJHE (1711 CAaMOCTOSITEIbHOTO M3ydeHus1). MexaHu3Mm (HopMUPOBAHUS
nejiel W 3a7a4  JIESATEIbHOCTH IOJPA3JACICHUM CEPBUCHOW JESITEIBbHOCTH
npeanpusatus (s CaMOCTOSATENBHOTO H3ydeHus). MexaHu3M NpUMEHEHHUS
METOJI0OB OpraHU3alluu TUIAHUPOBAHUS U MOHUTOPHUHIA AEATEIbHOCTU CEPBUCHOMU
KOMIIaHUU B TPAHCTIOPTHOM cepe u B chepe rocTenpurUMCTBA Ha TpaHCHOpTE (1115
CaMOCTOSITEJILHOTO H3y4eHUusi). MeXaHW3M OpraHu3allid HX BBINOJHEHHUS B
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IpoLecce OpraHu3alii CepBHCAa B a’pONOpPTy M Ha BO3AYLIIHOM CyaHE (i
CaMOCTOSITEIILHOTO M3y4eHHUsI). MeTosbl BbIOOpa OpraHu3allMOHHbBIX PEIICHUH s
(opMHUpOBaHUS CEPBUCHON CUCTEMBI OOCITYXHBaHUS C UCIOJIb30BAaHUEM METO/OB
OpraHu3alliy W YNpaBJEHUs B MPOIECCE OpPraHU3alii CEpBHCA B a3pONOPTy U Ha
BO3JIYIIIHOM CyJIHE (11 CaMOCTOSITEbHOTO H3y4Y€HHUs). AJTOPUTM MPUHATHUSA
OpraHU3allMOHHBIX  PEIICHUA MO  Pa3BUTHIO  KIHUEHTYPHBIX  OTHOIICHHM
MPEeANpUATUs TPAHCIIOPTHOU cephl U cepbl rOCTENPUUMCTBA HAa TPAHCIIOPTE B
MpoLecce OpraHu3ali CepBHCAa B a’pONOpPTy M Ha BO3AYLIHOM CyaHE (I
CaMOCTOSITEIILHOTO M3y4eHHUs). MeTonbl pa3paboTKu KOMILIEKCa MEPOIPUATUN O
OpraHu3alldy, I[UIAaHUPOBAHUIO M  MOHMUTOPHHTY JICSITEIIbBHOCTH CEPBUCHOM
KOMIIaHUU B MPOIIECCe OPraHU3alMK CEpBHCA B a3POIOPTY U HA BO3JIYIIHOM CYIHE
(nms CaMOCTOSITEIILHOTO U3YUYCHHUS). Mexanuszm OpraHu3alMOHHOTO
OoOCIy’>KMBaHMSI ~ aBUAIIMOHHOM  MHPPACTPYKTYpbl W OPraHU3aLMOHHOIO
oOecrieueHusi mpoliecca CEPBUCHOTO OOCITYXMBaHUS B a’3pONOpPTy M Ha OOPTY
BO3JYIIHOTO CyJHa B TPOIECCE OpraHu3alMd CepBHUCAa B ad’PONOPTY U Ha
BO3/YIIHOM CY/AHE (JIJI1 CAMOCTOSITEIbHOTO U3yUeHus ). MexaHu3m opraHusaiu u
NPOBEJICHNST MAapKETHMHIOBOTO aHalu3a MOTPEOHOCTH B CEPBUCHBIX YyCIyrax B
a’pomnopTy U Ha OOPTY BO3IYIIHOIO CyAHA B MPOIECCE OpPraHMU3allMi CEepBHCA B
a’pOMNopTy U Ha BO3AYIIHOM CyJHE (IJIsI CAMOCTOSITEIBHOTO M3y4deHus). MeToabl
OpraHu3alliy U yNPaBJIeHUs UMYIECTBOM a3pPOIOPTOBOIO KOMIUJIEKCA U aKTUBAMHU
CEpPBUCHBIX NPEANPUITUN HAa TPAHCIOPTE B MPOLIECCE OpPraHU3alMU CEpBUCA B
a’poIopTy ¥ Ha BO3AYIIHOM CyAHE (JIsI CAMOCTOSITEILHOTO M3y4deHHus). MeToabl
omnpejeneHus nokasarenei 3QPEeKTUBHOCTU IEATETLHOCTH MPEINIPUSTUSI CEpBUCA
B paMKax TpPaHCIOPTHOTO KOMIUIEKCA B IMPOLECCE OpraHu3aly CEepBHCAa B
a’poIoOpPTy U HA BO3AYIIHOM CYJIHE (IJIs1 CAMOCTOSITEIbHOI'O U3YUYECHUS).

Tema 11. boprnuTanmne, Kak BHJ CEPBUCHOr0 00CIyKMBAHUSA HA OOPTYy
BO3YLIHOIO CYy/IHA M TPeOOBAHUA K €r0 OPraHnu3aluu

Uctopus  pa3BuTus  opranuzanuud  OoproBoro  mutanus  (ais
CaMOCTOATEIHHOTO M3yueHus ). Opranuzaiusi 00PTOBOTO MUTAHUS B MPEATIOIETHOM
3oHe. Opranuzanus OOPTOBOTO MUTAaHUS HA OOPTY BO3AYITHOTO cyaHa. OCHOBHBIE
cepruuKalMoOHHbIE  TpeOOBaHWA,  NPEIBSABISEMbIE K  OpraHU3AIMSIM,
OCYIICCTBIISIIOIIIUM  JIEATEIBHOCTh 10 TMPEAOCTABICHNUIO OOPTOBOTO THTAHWSI.
O6opToBOrO MUTaHUsA. MexaHu3M BbIOOpa ONTUMAJIBHBIX CIIOCOOOB pEIIeHUs 3a7ad
B paMKax TIIOCTABICHHOM WEIU, HUCXOId W3 JCUCTBYIOUIUX IMIPABOBBIX HOPM,
MMEIOIIUXCSl PECYpPCOB W OrpaHUYEHUN B MPOIECCE OpraHu3alluu CepBHUCa B
a’poIoOPTy U HA BO3AYILIHOM CYJHE (ISl CAMOCTOSITEIbHOTO U3YYeHUsI). AJITOPUTM
BBEIOOpa ONTHUMAJBHBIX CHOCOOOB WX PEIIEHUS, HCXOAS W3 JICUCTBYIOIIUX
MPaBOBBIX HOPM, UMEIOLIUXCS PECYPCOB U OrPaHUYEHUN B MPOLECCE OpraHu3aluu
CepBHCa B a3pONOPTY U HA BO3AYIIHOM CYJHE (JJIs1 CAMOCTOSITEIIbBHOTO U3yUEHHS]).
KineHToopueHTHpOBaHHBIE TEXHOJOTMM B  CEPBUCHOM  JEATEIbHOCTH Ha
TPAHCIIOPTE B YCIOBUSX B3aUMOJCUCTBUS C TMOTPEOUTENSIMU, B TOM YHCIIE
MHTEPHET-TIPOABUKEHHUS YCIYyT B MPOLECCE OpraHU3alluu CepBHUCa B a’3pONOpTy U
Ha BO3AYIIHOM cyAaHe (WIs  CaMOCTOSITEIBHOTO  W3y4deHwus). Meroabl
OCYILIECTBIICHUS JI€JIOBOM KOMMYHHMKAllMM B YCTHOW M NUCbMEHHON (opmax B
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IpoLecce OpraHu3alii CepBHCAa B a’pONOpPTy M Ha BO3AYLIIHOM CyaHE (i
CaMOCTOSATEJILHOTO ~ HM3Y4YEHHUHA). MexaHn3M  OCYIIECTBIEHUS  JEJIOBOM
KOMMYHUKAIIUM B YCTHOW M NMUCBMEHHOH (popMax Ha TOCYAapCTBEHHOM S3bIKE
Poccuiickonn denepauuu B IpoLiecce OpraHU3allMM CEpPBUCA B ajdpoIOpTy U Ha
BO3JYIIHOM  CcyaHe (A1 CaMOCTOSITENIbHOTO — u3ydeHus).  MexaHusm
OCYIIECTBJICHHS JI€JI0BOM KOMMYHHMKAllMM B YCTHOM M NMHUCbMEHHOW (opMax Ha
MHOCTPaHHOM (BIX) S3bIKE (aX) B MpOILIECCE OPraHU3aLMU CEPBUCA B a3pOINOPTY U
Ha BO3AYILIHOM CyJHE (111 CAaMOCTOSITEIBHOTO U3yueHus). Mexanusm pa3paboTku
CUCTEMBbl KJIMEHTCKUX OTHOIICHWM M OpraHu3aluy Ipolecca OOCIyKUBaHUSI
notpeduTeneld Ha OCHOBE MPUMEHEHUS 3aKOHOJATEIbHBIX aKTOB U MPABOBBIX HOPM
B IIpOLIECCE OpraHU3allud CEepBUCAa B a’pOIOPTy M HA BO3AYIIHOM CyAHE (IUIs
CaMOCTOSITEJILHOTO ~ M3y4eHMs). MeXaHu3M  COBEpIICHCTBOBAHUS  CHUCTEMBI
KJIIMEHTCKUX OTHOUIEHUH B CEPBUCHOM [JEATEIIBHOCTM Ha TPAHCHOPTE C
UCITOJIb30BAHUEM HMHTEPHET-TEXHOJIOTMM B TNPOLIECCE OPraHU3allMM CEpBHCA B
a’ponopTy W Ha BO3AYIIHOM CyAHE (Vi1 CaMOCTOSATEIBHOTO HW3Y4YEHUS).
Mexanu3Mm BbIOOpa MaTepualbHBIX PECypcoB, 000PYAOBAHMS JIJISi OCYIIECTBICHUS
npolecca cepBuca (sl CaMOCTOSITEIBHOIO HM3y4deHHMs). MeXaHu3M INpOBEICHUS
NEPETOBOPOB C KIMEHTAMU MO MPETEH3UOHHBIM CIIy4astM U METOJIbI ONPEICIICHHS
OPUYMH BO3HMKHOBEHHUS TMPETEH3UH B MPOLECCE OpraHu3aluu CEpBUCA B
a’pONopTy M Ha BO3AYIIHOM CyJHE (I CaMOCTOSITEIHLHOTO M3ydeHus). MeToabl
pa3pabOTKH M HCIOJIb30BAHUS THUIOBBIX TEXHOJOTMYECKHX IHpOIEeccoB (s
CaMOCTOSITEIBHOTO ~ M3Yy4eHMs). Meroasl  (OpPMUPOBAaHHS U BHEAPEHUS
KOPIIOPATUBHBIX CTaHJIAPTOB U  PEIVIaMEHTOB IPOLIECCOB  OOCITYKMBaHMS
norpeOuteneld Ha TpaHCHOpTe (AJI1 CAMOCTOATENBHOIO M3ydeHHs). MeTossl
B3aUMOJIEUCTBUSA C KJIMEHTaMU II0 OpTraHU3alUuy Ipolecca OOCITyKUBaHUs
norpeduteneid B cepe TOCTENPUUMCTBA B IPOLIECCE OpraHU3alMd CEpBHCA B
a’ponopTy M Ha BO3AYIIHOM CyIHE (I CaMOCTOSTENBHOIO M3ydeHus). MeTonabl
pa3pabOTKK  KOMIUIEKCA  MEPONPHATHH 10  COONIOACHUIO  TpeOOBaHUU
INPOU3BOICTBEHHON IUCLMIUIMHBI, MO COOJIIOJEHUIO MpPaBWI [0 OXpaHe Tpyda H
HOXKapHOH 0€30MacHOCTH NpPU OCYILIECTBICHUH TEXHOJIOIMYECKOro Ipoliecca B
IIpOLIECCE OpraHM3ali CepBHCAa B a’pOINOPTy M HAa BO3AYIIHOM CyIHE (I
CaMOCTOSITEILHOTO M3yuyeHUs). Mexanusm ¢GopMupoBaHusl Lened U 3axad
JEATENbHOCTH IOAPA3/IEICHUN CEPBUCHON JAESATENBHOCTH NpEeanpusaTus (s
CaMOCTOSITEJIbHOTO M3y4deHHUs). MexaHn3M NpPHMEHEHHsS METOJO0B OpraHU3alHUH
IUJAHUPOBAaHUS W MOHUTOPHMHIA JEATEIBHOCTH CEPBUCHOM KOMIIAHUM B
TpaHCTIOPTHOUM cdepe U B cdepe TOCTENPUUMCTBA Ha TpaHcmoprte (s
CaMOCTOSITEJILHOTO M3Yy4YeHHUs). MexaHu3M OpraHu3alid HMX BBIIOJHEHUS B
IIpoLiecCe OpraHu3ali CepBHCA B a’pOINOPTy M HAa BO3AYIIHOM CyaHE (Ui
CaMOCTOSITEJILHOTO M3y4eHHsI). MeTonbl BbIOOpa OpraHu3allMOHHbBIX PEIICHUN s
(GopMuUpOBaHUS CEPBUCHON CHUCTEMBI OOCTYKHBAHHS C HCIIOIb30BAHUEM METOOB
OpraHM3alvy U YIPABICHUS B MPOLECCE OPraHU3AlMKU CEPBUCA B adpONOPTY U Ha
BO3JYIIHOM CyJHE (I CaMOCTOSITEbHOTO H3y4Y€HUs). AJNCOpUTM MNPUHATHUSA
OPraHM3allMOHHBIX PEIICHWM 10 PAa3BUTHI0  KJIMEHTYPHBIX  OTHOLICHUH
MPEANPUATUS TPAHCIIOPTHOU ceprl U cPepbl rOCTENPUUMCTBA HAa TPAHCIIOPTE B
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IpoLecce OpraHu3alii CepBHCAa B a’pONOpPTy M Ha BO3AYLIIHOM CyaHE (i
CaMOCTOSTEILHOrO M3y4eHHUs). MeTonibl pa3paboTKU KOMILIEKCa MEPONPUATUN O
OpraHu3aluy, IUIAHUPOBAHUIO M MOHHUTOPHUHIY JESTEIIBHOCTH CEPBUCHOM
KOMIIaHUHU B MPOLECCE OPraHU3ALMK CEPBHCA B a3pPONOPTY U HA BO3IYIIHOM CYyAHE
(nos CaMOCTOSITEIBLHOTO U3YUYCHHUS). Mexanuszm OpraHu3alMOHHOTO
OoOCIy’KMBaHMSI ~ aBUAIIMOHHOM  MHPPACTPYKTYpbl W OPraHU3aLMOHHOIO
oOecrieueHusi mpolecca CEPBUCHOTO OOCITYXMBaHHUS B a’poONOpTy M Ha OOPTY
BO3JYIIIHOTO CyJHAa B IMIPOLIECCE OpraHU3allid CepBHCA B a’poNOpPTy M Ha
BO3JIYIIIHOM CyAHE (JJI1 CaMOCTOSITENBHOIO U3y4YeHHs). MexXaHU3M OpraHu3aluu U
POBEJICHNS MAapKETHMHIOBOTO aHaliu3a MOTPEOHOCTH B CEPBUCHBIX YyCIyrax B
a’ponopTy U Ha OOPTY BO3IYIIHOIO CyAHA B MPOIECCE OpPraHMU3allMy CepBHCA B
a’poNopTy M Ha BO3AYIIHOM CyJHE (Ui CaMOCTOSITEIBHOTO M3y4deHus). MeToabl
OpraHu3alliy U yMpaBJIeHUs UMYIIECTBOM a3pONOPTOBOI0 KOMIUJIEKCA U aKTUBAMHU
CEPBHUCHBIX NPEANPUSATUN HA TPAHCIOPTE B MpPOLIECCE OpraHU3allMM CEpBHUCA B
a’poNopTy M Ha BO3AYIIHOM CyJHE (AJII CAaMOCTOSITEILHOTO M3y4deHUs). MeTo bl
omnpejeneHus nokasarenei 3QPEeKTUBHOCTU IEATEILHOCTH MPEINIPUSTUSL CEpBUCA
B paMKaxX TpPaHCHOPTHOTO KOMILJIEKCa B TMIPOLleCCe OpraHu3aliu CcepBUCa B
a’pONoOPTy U HA BO3AYIITHOM CYIHE (JIJI1 CAMOCTOATEIbHOTO U3YUCHUS).

Tema 12. ABuanuoHHbIC AJbAHCHI, KaK 0co0asi ¢gopma 00CayKMBAHUS
NACCaKMpPOB

[lonsiTue  rio0aibHBIX  aBUAANBSHCOB.  [IpUYMHBI ~ BO3HUKHOBEHUS
rIIO0ANBHBIX ~ aBUAAIBSHCOB.  3ajayd,  CTOAIIME  TMepea  rI00aJbHBIMU
aBUaaIbsHCAMU. Y CIYTM aBUAKOMITAHUM, COCTOSIIIMX B II100aIbHBIX aBUALIMOHHBIX
anbstHCaxX (V11 CaMOCTOSITENIbHOTO M3Yy4deHHs). MexaHu3Mm BhIOOpa ONTHUMAaTbHBIX
CIOCOOOB  pElIeHHs] 3aJad B paMKax [IOCTaBICHHOW II€M, HCXOAS U3
JNEUCTBYIOIINX TIPABOBBIX HOPM, HUMEIOIIUXCS PECYpPCOB W OrpPaHUYEHUU B
IpoLIECCE OpraHU3allMd CEpBUCAa B a’3pOINOPTY U HA BO3AYUIHOM CyAHE (i
CaMOCTOSITEJILHOTO M3Y4YEeHHSs). AJTOPUTM BBIOOpA ONTHMAIBHBIX CIOCOOOB HUX
peuIeHns, UCXO0d W3 JEHCTBYIOIIMX MPABOBBIX HOPM, UMEIOIIMXCS PECYPCOB U
OTPaHUYEHUN B IPOLECCE OPraHU3alMU CEPBUCA B a3pPONOPTY U HA BO3AYIIHOM
cynHe (o ~ caMOCTOSITEIbHOTO  W3y4yeHus).  KIMEeHTOOpHEeHTUPOBaHHBIE
TEXHOJOTMM B CEPBUCHOM JAECATEIIBHOCTA HA TPAHCIIOPTE B  YCIOBUSAX
B3aMMOJICUCTBUS C MOTPEOUTESIMHU, B TOM YUCJIE UHTEPHET-MPOJABUKECHUS YCIYT B
IIpoOLIECCE€ OpraHM3alMi CepBHCa B a’poONOpPTy M Ha BO3AYIIHOM CyaHe (s
CaMOCTOSITEIbHOTO U3Yy4YeHUsI). MeTObl OCYIIECTBICHUS 1€JI0BOM KOMMYHHKAIIMU
B YCTHOHM U MUCbMEHHOM (hopMax B Mpoliecce OpraHu3alluy CepBHUCca B a3pONopTy U
Ha BO3AYIIHOM CyJIHE (71 CaMOCTOSITENIbBHOTO HW3yudeHus). MexaHuzm
OCYIIECTBJICHHSI JIEJIOBOM KOMMYHHKAIIMM B YCTHOW M TMHUCHMEHHOW (opMax Ha
rocy1apcTBeHHOM s3blke Poccuiickonn @®enepannu B IpoUEcCe OpraHU3alvu
cepBHCa B a3pONOPTY M Ha BO3AYLIHOM CYAHE (1 CAMOCTOSITEIBHOIO U3YUECHHUS ).
MexaHu3M OCYIIECTBICHUS JAEIOBOM KOMMYHUKAllMM B YCTHOM M NHUCBMEHHOU
dbopmax Ha MHOCTpaHHOM (bIX) sI3bIKE (aX) B MPOIECCE OpraHMU3allMi CEpBHUCA B
a’poropTy M Ha BO3AYIIHOM CyAHE (IJi1 CaMOCTOSITEIBHOTO H3Yy4YeHUs).
Mexanusm pa3pabOTKW CHUCTEMbl KIMEHTCKUX OTHOIICHHM | OpraHu3aiuu
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mporiecca  OOCIy)XKMBaHHMsI ~ TOTpeOUTeNleld  Ha  OCHOBE  MPUMEHEHUS
3aKOHO/ATENIbHBIX aKTOB M MPABOBBIX HOPM B IMPOIECCE OpraHU3alluu CEpBHUCA B
a’poropTy W Ha BO3AYIIHOM CyAHE (IJi1 CaMOCTOSITEIBHOTO H3y4YeHUs).
MexaHu3M COBEPIIEHCTBOBAHUSA CUCTEMBbI KIIMEHTCKUX OTHOLICHUW B CEPBUCHOM
NEATeIbHOCTH Ha TPAHCIOPTE C UCIOJIH30BAHUEM WHTEPHET-TEXHOJIOTUNA B
Mpoliecce OpraHu3allud CEpBUCA B a’pONOPTy M HA BO3AYIIHOM CyaHE (11
CaMOCTOSITEJILHOTO M3y4YeHHUs). MexaHu3M BbIOOpa MaTepHAIBHBIX PECYPCOB,
0o0OpyIOBaHUS JJIsI OCYIIECTBJICHHUS Ipollecca cepBuca (sl caMOCTOSTEIBHOTO
u3yueHus). MexaHW3M  TNPOBEICHHS  TNEPEroBOpoB €  KIMEHTaMU  TI0
NPETCH3UOHHBIM CIIydastM ¥ METOJbl OMNpPENCNICHHs] TPUYUH BO3HUKHOBEHUS
PETEH3UM B IIPOIIECCe OpraHU3allii CEPBHCA B a3POTIOPTY M HA BO3IYIITHOM CY/IHE
(m711  caMOCTOSITETLHOTO UM3YyueHus). MeToabl pa3paOOTKH W HMCIOJIB30BAHUS
TUTIOBBIX TEXHOJOTUYECKUX TMPOIECCOB (IS CaMOCTOSITEIBHOTO H3Yy4YCHUS).
Metonasl  ¢GopMUpOBaHUS UM BHEIPEHUs] KOPIMOPATUBHBIX CTaHIAPTOB U
pErIaMeHTOB TIPOIECCOB OOCITYKMBaHUS TOTpeOuTeneld Ha TpaHcmoprte (ais
CaMOCTOSITEJILHOTO U3y4yeHHus). MeToabl B3aMMOJICUCTBUS C KJIUEHTAMH IO
OpraHu3aIiy Ipolecca 00CIyKMBaHus oTpeduTtenel B cepe rocTenpuuMCcTBa B
Ipollecce OpraHMU3allid CEpBUCAa B ad’pOINOPTy M HA BO3AYIIHOM CyIHE (IS
CaMOCTOSITEILHOTO M3yueHUs1). MeToIbl pa3pabOTKH KOMILUIEKCAa MEPOTIPUSITUH TIO
COOJIIO/ICHUIO TpeOOBaHMI TPOU3BOJCTBEHHON IUCIMIUIMHBI, IO COOJIIOICHUIO
OpaBWJI IO OXpaHe Tpylda M TMOXapHOW OE30MacCHOCTH TMPHU OCYIIECTBICHUH
TEXHOJIOTMYECKOTO MPOIIECCa B MIPOLIECCE OPraHU3alluu CEPBUCA B a3pONOPTY U Ha
BO3/YIIHOM CyJIHE (IUIsl CAMOCTOSTEIBLHOTO N3y4eHus1). Mexanu3m (hopMHUpPOBaHUS
ueiaed M 3amad  JIeSITENbHOCTH MOAPA3JAEICHUN CEPBUCHOM JIEATEIBHOCTH
OpeanpusaTUuss (I CaMOCTOSITENIBHOTO M3y4eHUs). MeXaHu3sM NpHUMEHEHUs
METOJ0B OPraHU3ally IUIAHUPOBAHUS U MOHHUTOPUHIA JESTEIbHOCTU CEPBUCHOMN
KOMIIAaHUU B TPAHCTIOPTHOH cdepe U B chepe rocTeNpurMCcTBa Ha TPAHCTIOPTE (7151
CaMOCTOSITEJILHOTO H3y4yeHUus1). MeXaHW3M OpraHu3allud WX BBINOJHEHHS B
IpOLIECCE OpraHU3allMd CEpBUCAa B a’3pOINOPTY U HA BO3AYUIHOM CyaHE (g
CaMOCTOSITEIILHOTO M3y4eHusi). MeTobl BbIOOpa OpraHU3aIlMOHHBIX PEIICHUH IS
dbopMuUpOBaHUS CEPBUCHON CUCTEMBI OOCTYKHUBAaHUS C MCIOJIB30BAHHEM METOJOB
OpraHu3allMy W YOPaBJICHUS B MPOLIECCE OPraHU3ALMKU CEPBUCA B a3pONOPTY U Ha
BO3IYLIHOM CyAHE (IS CaMOCTOSITENIbHOTO W3Y4YEHHUs). AJICOPUTM MPUHATUS
OpraHU3alMOHHBIX  PEIICHHH 1O  PAa3BUTHIO  KJIHUEHTYPHBIX  OTHOIICHUI
MPEANPUATHS TPAHCTIOPTHOU chepsl U cepbl TOCTETPUUMCTBA HA TPAHCIIOPTE B
Mpollecce OpraHu3alid CepBUCAa B a’poONOpPTy M HA BO3AYIIHOM CyAaHE (IU1s
CaMOCTOSITEILHOTO M3y4YeHHUs1). MeToibl pa3pabOTKK KOMILIEKCa MEPONPUSTUN 10
OpraHu3aluy, I[UIAHUPOBAHUID W MOHHUTOPUHTY JESTEIbHOCTH CEPBHUCHOM
KOMIIaHUU B MPOLIECCE OpraHU3allMy CEPBHCA B a3pOIOPTY U HA BO3JIYIIIHOM CY/IHE
(nns CaMOCTOSITEILHOTO U3YUYEHUS). Mexanusm OpraHU3alMOHHOTO
oOCly>)kKMBaHMSI ~ aBUAILIMOHHOW  MHPPACTPYKTYpbl U OPraHU3aIMOHHOTO
o0OecrieueHusl Mpoliecca CEPBUCHOTO OOCTYKMBAaHUSI B a’poONOpPTy U Ha OOPTYy
BO3IYIIHOIO CyJHA B MPOILIECCE OPraHu3allMyd CepBHCa B aj’pomnopry U Ha
BO3JIYLIHOM CYJHE (JJIs CAMOCTOSITEIbHOTO M3y4ueHHUs ). MeXaHu3M opraHu3aiuu u
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MIPOBEJICHUS MAapKETHMHIOBOTO aHajiu3a IMOTPEOHOCTH B CEPBHCHBIX YCIyrax B
a’ponopTy U Ha OOpPTY BO3IYIIHOIO CyJHAa B MPOLECCE OpPraHHU3alMy CEpBHCA B
a’pONoOpTy M Ha BO3AYIIHOM CyJHE (I CaMOCTOSITENbHOTO M3y4deHHs). MeToabl
OpraHu3alyy U yNPaBJIEHUs UMYIIECTBOM a3pONOPTOBOrO KOMIUIEKCA U aKTUBAMMU
CEpPBUCHBIX NPEANPUATUNA Ha TPaHCHOPTE B MpPOLIECCE OpraHU3allMM CEpBHCA B
a’poNopTy U Ha BO3AYIIHOM CyJHE (IJIsI CaMOCTOSITEIbHOTO M3Y4YeHHs). MeTo bl
omnpejeneHus nokasarened 3QPEeKTUBHOCTU E€ATEIbHOCTH MPEINPUSATUSL CEpBUCA
B paMKax TPaHCHOPTHOIO KOMIUIEKCa B IMIPOLIECCE OpraHu3allMi CepBHCa B
a’pONoOPTy U HAa BO3AYIIHOM CYIHE (JIJI1 CAMOCTOATEIBHOTO U3YUCHUS).

Tema 13. IlpeacTaBUTENBCTBO ABUAKOMIIAHUHU, KAK 3JIEMEHT OKA3aHUA
CEPBHUCHBIX YCJIYI ABHAMACCAKHPAM

[TonsiTue mpencTaBUTENLCTBA aBUAKOMITAHUHU. DYHKIIUU MPE/ICTaBUTEIHLCTBA
aBuakomnanuu. CTpPyKTypa TMpeaCcTaBUTEILCTBA aBUaKOMIaHuU. HHocTpaHHOE
PEACTAaBUTEIBCTBO  ABHAKOMITAHWM (711 CaMOCTOSITEJIBHOTO — M3Yy4CHHS).
Mexanu3m BbIOOpa ONTUMAJBHBIX CIIOCOOOB pEIIEHUs 3ajJady B paMKax
MOCTABJICHHON IIEJIM, UCXOMsl U3 JEUCTBYIOIIUX IPABOBBIX HOPM, HMEIOIINXCS
PECYPCOB M OTpaHUYECHMI B MPOIECCE OpraHU3alMM CEPBHUCA B a’dpoOINOPTy U Ha
BO3JIYIITHOM CyAHE (IJI1 CaMOCTOSITEILHOTO W3y4eHUus). AJropuT™M BbIOOpa
ONTUMAIBHBIX CIIOCOOOB MX PEIICHUS, UCXOJIS U3 JICUCTBYIOIIUX MPABOBBIX HOPM,
UMEIOIINXCSI PECYPCOB M OrPAHMYEHUN B MPOIECCE OpraHU3alliu CepBHCAa B
a’ponopTy W HAa BO3AYIIHOM CyAHE (Vi1 CaMOCTOSATEIBHOTO HW3Y4YEHUS).
KilMeHTOOpUEHTHpPOBaHHBIE TEXHOJOTHMM B  CEPBUCHOM  JEATEIIBHOCTH Ha
TPAHCIIOPTE B YCJIOBHUSX B3aMMOJEHUCTBHS C TOTPEOUTENSIMU, B TOM YHCIIE
UHTEPHET-TIPOABUKEHUS YCIYT B MPOLECCE OPraHU3AIMU CEPBUCA B a3pONOPTY U
Ha BO3JIYIIHOM CYyJIHE (711 CAMOCTOSITEILHOTO U3yUYeHus). MexaHu3m pa3padoTKu
CUCTEMBl KJIMEHTCKUX OTHOIICHHM M OpraHu3aluy Ipoiecca OOCTYKHUBAHUS
noTpeduTeNnel Ha OCHOBE MPUMEHEHUS 3aKOHOJATEIbHBIX aKTOB U MPABOBBIX HOPM
B IIPOILIECCE OpPraHM3allMd CEpBHCA B a’pONOpPTy M HA BO3AYLUIHOM CYAHE (IS
CaMOCTOSITEJILHOTO ~ HM3y4eHMs). MeXaHH3M COBEpIICHCTBOBAHUSA  CUCTEMBI
KIIMEHTCKUX OTHOUIEHWA B CEPBUCHOM [IESITENBHOCTH HA TPAHCHOPTE C
UCIIOJIb30BAaHUEM HWHTEPHET-TEXHOJIOTUA B IMPOILIECCE OpraHu3alluiu CEpBUCAa B
a’pornopTy M Ha BO3AYIIHOM CyAHE (71 CaMOCTOSITEIbHOTO H3Yy4YEeHUs).
Mexanu3Mm BbIOOpa MaTepUaTbHBIX PECypCOB, 00OPYAOBAHHMS JIJISi OCYIIECTBICHUS
mpoiiecca cepBuca (sl CaMOCTOSITEIbHOTO H3y4yeHHs). MexaHu3sM MpOBEICHUS
MEPEroBOPOB C KIMEHTAMH MO MPETEH3UOHHBIM CIIy4asiM U METOJbl ONpEAeICHUs
MPUYMH BO3HUKHOBEHHUS TMPETEH3UH B TNPOLIECCE OpraHuW3aluud CcepBHca B
a’poIoOpPTy M Ha BO3AYIIHOM CyAHE (AJIsI CAMOCTOSITEILHOIO M3y4deHus). MeToabl
pa3pabOTKH ¥ MCIHOJb30BAHUSI THUIOBBIX TEXHOJOTMYECKUX MPOLECCOB (s
CaMOCTOSITETLHOTO ~ M3y4eHus). Meroasl  (GOpMUPOBaHHS W BHEJAPCHHS
KOPIOPATUBHBIX CTAHJAPTOB W  PEIJIaMEHTOB MPOLIECCOB  OOCIYKUBAHUS
notpebutenei Ha TpaHCHOpTEe (IJIs CaAMOCTOSITENIBHOTO U3y4deHUsi). MeTojbl
B3aUMOJICHCTBUSl C KIMEHTaMU [0 OpTraHu3alMu Ipolecca OOCIyKUBaHUS
notpebuteneil B cdepe TrocTENpUUMCTBA B IMPOLECCE OpraHU3allid CEpBUCA B
a’poIoOPTy M Ha BO3AYIIHOM CyAHE (IJIsI CAMOCTOSITEILHOIO M3ydeHus). MeToabl
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pa3pabOTKM  KOMIUIEKCA  MEPONPUITHH MO  COONIOACHUIO  TpeOOoBaHUU
MIPOU3BOJICTBEHHOW JHMCLMIUIMHBI, IO COOJIIOJICHUIO MpaBUJ MO OXpaHe TpyAa U
MOKAPHOM 0€30MaCHOCTH MPH OCYLIECTBIEHUU TEXHOJOTMYECKOro Ipolecca B
Ipolecce OpraHu3ali CepBHCAa B a’pONOPTy M Ha BO3AYIIHOM CyaHE (I
CaMOCTOSAITEJILHOTO U3y4yeHHus). MexaHusMm (QopmupoBanust 1enel u  3agad
JESATENbHOCTH TMOAPA3/ICNCHUN CEPBUCHON JAESTENbHOCTH NpeaAnpusatus (s
CaMOCTOSITEJILHOTO M3y4Y€HHUs). MexaHu3M NPUMEHEHHUS METOJOB OpraHu3aluu
IUTAHUPOBAHUS ¥ MOHUTOPUHTA JIEATEIBHOCTH CEPBUCHOW KOMIIAHWHM B
TpaHCIOPTHOM cdepe U B cdepe ToCTENpUMMCTBA Ha TpaHcnoprte (s
CaMOCTOSITETIFHOTO H3y4YeHHs). MexXaHW3M OpraHM3allid WX BBINOJTHECHUS B
IpoLEecce OpraHU3allMM CEepBHCA B a’pONOPTy M HA BO3AYIIHOM CyAHE (IS
CaMOCTOSITEIILHOTO M3ydeHHUs1). MeTosibl BbIOOpa OpraHu3allMOHHbBIX PEIICHUH TS
(bopMUpOBaHUS CEPBUCHON CUCTEMBI OOCITY)HBaHUS C MCIOJIb30BAHUEM METO/OB
OpraHu3alliy W YNpaBlE€HUs B MPOIECCe OpPraHu3allii CepBHCa B a3poNopTy U Ha
BO3JYIIHOM CYyJIHE (ISl CaMOCTOSITEIbHOTO H3y4YeHHUs ). AJITOPUTM TPUHATHS
OpPTaHM3AIMOHHBIX  PEHICHHH TIO0  Pa3BUTHIO KJIWEHTYPHBIX  OTHOIICHUH
NPEINPUATHST TPAHCTIOPTHON cepbl U chepbl TOCTEIPUIMCTBA Ha TPAHCIIOPTE B
npolecce OpraHU3allMM CEepBHCA B a’pONOPTy M HA BO3AYIIHOM cynHe (A
CaMOCTOSITEIILHOTO M3y4eHHs). MeTobl pa3paboTKH KOMILJIEKCa MEPOTIPUATUN TTO
OpraHu3aly, I[UIAHUPOBAHUIO M MOHHUTOPHUHTY JICSITEIbBHOCTH CEPBUCHOM
KOMIIaHWHU B MPOLIECCE OpraHU3ali CEPBHCA B a3pOIOPTY U Ha BO3IYIIHOM CYAHE
(st CaMOCTOSITETILHOT'O U3yYEHUS). Mexanuzm OpPTraHU3aLMOHHOTO
oOCIIy’)KMBaHMsI ~ aBHALMOHHONM  WMHQPACTPyKTyppl ¥  OpPraHU3aL[MOHHOTO
o0ecrniedyeHusl Mpolecca CEpBUCHOIO OOCIY)XMBAHMS B a’3polopTy U Ha OOpTy
BO3AYIIHOIO CyAHAa B IpOIECCE OpraHu3aldy CepBUCa B a’PONOPTYy U HA
BO3AYIIHOM CYyJHE (IJI1 CAMOCTOATEIBHOIO U3y4eHHs ). MeXaHU3M OpraHu3aluu u
NpPOBEACHUS MapKETUHTOBOIO aHaju3a NOTPEOHOCTH B CEPBHUCHBIX yCIyrax B
a’pornopTy U Ha OOPTY BO3IYIIHOTO CyAHA B IPOLECCE OpraHU3alMl CEepBHUCa B
a’ponopTy U Ha BO3JYUIHOM CYAHE (IUIsI CAMOCTOSATEIBHOIO U3y4deHMsI). MeToabl
OpPraHM3alMY U YIPABJIECHUS UMYIIECTBOM a3pONOPTOBOrO KOMILIEKCA U aKTUBAMU
CEpBUCHBIX NPEINPUATHNA Ha TPAHCIOPTE B MPOILIECCE OpPraHMU3allMM CEpBHCA B
a’ponopTy U Ha BO3AYUIHOM CYAHE (IUIsI CAMOCTOATEIBHOIO M3y4yeHHs). MeTo bl
orpenaenaeHus nokazateneil 3(p(HEKTUBHOCTU JEATENBHOCTU MPEANPUSATHS CEpBHCA
B paMKax TpPaHCIOPTHOIO KOMIUIEKCA B IMPOLECCe OpraHu3allid CcepBHCa B
a’poNopTy U Ha BO3AYLIHOM CYAHE (JJI1 CAMOCTOSATEIBHOTO U3YUCHUS).

Tema 14. PexnamanuonHasi padoTa, Kak 3JJ1eMEHT OPraHU3aUMHU H
OKA3aHUS CEPBHUCHBIX YCJIYI ABHAKOMIIAHHEWH

[TonsiTne m 3amaum pekIaMaIiMOHHONW paOOTHl Ha BO3AYITHOM TPAHCIIOPTE.
CepBuCHas JIEATEIBHOCTh MO OKAa3aHUIO PEKJIAMAIIMOHHBIX YCIYT Macca)xupam B
chepe Bo3aymrHOro TpaHcmoprta. OpraHu3aius JEsSTEIHbHOCTH aBUAKOMITAHWHA B
oOmactu pekinaManuii u xkano0 maccaxupoB. Ponb mpencraBUTENHCTBA
ABUAKOMIIAHUM U CIIY>KObI peKjiamMalluu B 00eCleYeHUH KadyecTBa OOCIy>KMBaHUS
MacCaKUpPOB  (IJIsi  CaMOCTOSATENbHOIO  W3y4yeHus). MexaHusm  BbiOOpa
ONTUMAJIbHBIX CLIOCOOOB pEelIeHU 3a7]a4 B paMKaX MMOCTABJICHHOM 1IeJI1, UCXOs U3
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JEUCTBYIOIIMX TIPABOBBIX HOPM, HMEIOIIHUXCS PECYpCOB W OrPaHUYEHUN B
MpoLecce OpraHu3ali CepBHCa B a’pONOPTy M Ha BO3AYIIHOM CyAHE (IS
CaMOCTOSITEJILHOTO HM3Y4YEeHHs). AJNrOpUTM BbIOOpa ONTUMAJIBHBIX CIOCOOOB HMX
pELIeHMs], UCXOJs M3 JIEUCTBYIOLIMX MPAaBOBBIX HOPM, HUMEIOIIMXCA PECYPCOB U
OTpaHWYEHUH B MPOLECCE OpPraHU3AllMU CEpPBHCA B a’pOIOPTY U HA BO3AYIIHOM
CyaHe (I camMoCTOSITEIbHOrO  u3y4yeHus).  KIMeHTOOpUEeHTHpPOBAaHHBIE
TEXHOJIOTUM B CEPBUCHOM [JEATEIIBHOCTM HAa TPAHCIOPTE B  YCIOBUAX
B3aUMOJIEUCTBUS C MOTPEOUTEIIMHU, B TOM YUCIIE UHTEPHET-NPOJABUKEHUS YCIYT B
MpoLiecce OpraHu3allii CepBHca B a’poNopTy M Ha BO3AYIIHOM CyaHe (s
CaMOCTOSITEIILHOTO U3y4eHHUs ). MeTOo bl OCYIIECTBICHUS 1€JI0BOM KOMMYHUKALIUH
B YCTHOM M MUCBbMEHHOM (hopMax B MpoIliecce OPraHU3alMu CEPBHUCA B a3pONOPTY U
Ha BO3JYIIHOM CyaHE (IUIsI CaMOCTOSITENbHOIO H3ydeHus). MexaHu3m
OCYIIECTBJICHHS JIEJIOBOM KOMMYHHMKAllMM B YCTHOM M NMHUCbMEHHOW (opMax Ha
rocy1apcTBeHHOM s3blke Poccuiickon @enepanuu B IIpoLecCce OpraHU3alUiu
CepBHCa B a3pONOPTY U Ha BO3AYIIHOM CyAHE (i1 CAMOCTOSITEILHOTO U3YUYCHHUS).
MexaHu3M OCYIIECTBICHUSI JEJI0BOM KOMMYHHMKAIIMM B YCTHOM M MHCHbMEHHOMU
dopMax Ha MHOCTpaHHOM (bIX) SI3bIKE (aX) B MPOIECCE OpraHU3aIMM CEepBHCA B
a’ponopTy W Ha BO3AYIIHOM CyAHE (IJII CaMOCTOSATEIBHOTO HW3Y4YEHUS).
Mexanu3sm pa3paOOTKU CHUCTEMBI KIMEHTCKMX OTHOUIEHWH M OpraHu3aluu
nporecca  OOCHyXUBaHUA  TNOTpeOUTEeNe  HAa  OCHOBE  NPUMEHEHHS
3aKOHOJATENIbHBIX aKTOB M MPABOBBIX HOPM B IPOIECCE OpraHHU3allUUd CEpPBUCA B
a’ponopTy W HAa BO3AYIIHOM CyAHE (i1 CaMOCTOSATEIBHOTO HW3Y4YEHUS).
MexaHu3M COBEPIIEHCTBOBAHUSI CUCTEMBl KIIMEHTCKMX OTHOLIEHHWN B CEpPBUCHOMN
NEATEIbHOCTH Ha TPAHCIOPTE C MCIOJIb30BAHUEM HWHTEPHET-TEXHOJIOTUNA B
Ipolecce OpraHU3allMM CEepBHCA B a’pOIOPTy M Ha BO3AYIIHOM CyAHE (IS
CaMOCTOSATETILHOTO HW3y4yeHus1). MexaHu3M BbIOOpa MaTepHAIBHBIX PECYPCOB,
o0opyAOBaHUsS NJIs OCYIIECTBICHMS Ipollecca CepBUca (M1 CaMOCTOSITEIBHOTO
u3yyeHus). MexaHU3M  TPOBEICHUS  MEPETOBOPOB €  KIMEHTAaMH IO
OPETEH3UOHHBIM CIIy4astM W METOAbl ONPEACICHUS MPUYMH BO3HUKHOBEHUS
IPETEH3UM B IPOLIECCE OpTraHU3allMK CEPBHUCA B a3PONOPTY U HA BO3YIIIHOM CYyJIHE
(11 caMOCTOSITENBHOTO M3y4deHus). MeTonasl pa3pabOTKH M HCIOJIb30BaHUS
TUIOBBIX TEXHOJIOTMYECKUX IIPOLECCOB (I CaMOCTOSATEIbHOTO HW3Y4YEHUs).
Metonsl  ¢opMupoBaHHMS W BHEAPEHUS KOPIOPATUBHBIX CTaHIAPTOB U
perjJamMeHToOB IPOLECCOB OOCTYKHMBaHUS MOTpeduTeneil Ha TpaHcmopTe (Ui
CaMOCTOSITEJILHOTO H3y4yeHUs). MeToapl B3aMMOJEWCTBHS C KIMEHTAMH 110
OpraHM3alluy Mpoliecca 00CIyKUBaHUA OTpeduTenel B cepe roCTEIPUUMCTBA B
IIpoLiecce OpraHM3alMi CepBHCa B a’poOIOPTy M Ha BO3AYIIHOM CyaHE (IUIs
CaMOCTOSITETILHOTO M3y4YeHHs ). MeToabl pa3paboTKH KOMIUIEKCa MEPOTIPHUAITHI 10
COOJIIOJICHUIO TPEOOBAHMI MPOU3BOJCTBEHHONW JHCLHUIUIMHBIL, IO COOJIIOIEHUIO
OpaBWJ IO OXpaHe Tpylda M MOXKapHOW OE30MacHOCTH MpPH OCYIIECTBJICHUU
TEXHOJIOTMYECKOTO MTPOLECCA B MPOLECCE OpraHMU3aluy CEpBUCA B a3pPONOPTY U Ha
BO3JIYLIHOM CyAHE (AJIsI CAMOCTOSITEILHOTO U3yueHus). Mexanusm (popMupoBaHus
HeJiel W 3aAa4  JICSITEIbHOCTH IOAPA3ACICHUN CEPBUCHOW JEATEIIbHOCTU
npeanpusatus (I CaMOCTOSITEJIBHOTO M3ydeHHs). MexaHu3M NpUMEHEHUs
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METOJIOB OpraHU3allUy IUIAHUPOBAHUSA U MOHUTOPHMHIA JIESITEIbHOCTH CEPBUCHOMN
KOMIIaHHUU B TPAHCHIOPTHOM cdepe U B chepe ToCTENpUUMCTBA Ha TpaHcopTe (s
CaMOCTOSAITEJILHOTO M3Yy4YeHHs). MexaHu3M OpraHu3aliid HMX BBINOJHEHUS B
MpoLecce OpraHu3ali CEepBUCAa B a’pONOPTYy M HA BO3AYIIHOM CyAHE (IS
CaMOCTOSITEIILHOTO M3y4eHHUs1). MeTonbl BbIOOpa OpraHru3allMOHHbBIX PEIICHUH s
(opMHUpOBaHUS CEPBUCHON CUCTEMBI OOCITYHBaHUS C MCIOJIb30BAHUEM METO/OB
OpraHu3alliy W YNpaBJeHUs B MPOIECCe OpPraHU3allii CepBHCa B a3pONOPTy U Ha
BO3JIYIIIHOM CyJIHE (IJI1 CaMOCTOSITENbHOTO H3y4Y€HHUs). AJTOPUTM MPUHATHUSA
OpraHU3allMOHHBIX  PEIICHUA MO  Pa3BUTHUIO  KIHUEHTYPHBIX  OTHOIICHHM
OPENNpUsATUS TPAHCIIOPTHOU cdepbl U chepbl TOCTEIPUUMCTBA Ha TPAHCHOPTE B
Ipolecce OpraHU3allMM CEepBHCA B a’pONOPTy M HA BO3AYIIHOM CyIHE (IS
CaMOCTOSITEIILHOTO M3y4eHUs). MeTonbl pa3paboTKU KOMILJIEKCa MEPONPUATUN TTO
OpraHu3alyy, I[UIAaHUPOBAHUIO M  MOHMUTOPHHTY JICSITEIbBHOCTH CEPBUCHOM
KOMIIaHUU B MPOIleCCe OpraHU3alMU CEpBUCA B adPONOPTY M HA BO3AYLIHOM Cy/IHE
(mmst CaMOCTOSITEIILHOTO U3YUYCHHUS). Mexanuszm OpraHu3alMOHHOTO
OoOCITy>KMBaHMSI ~ aBHAIIMOHHOW  MHPPACTPYKTYpbl W OPraHHU3aLMOHHOTO
oOecrieyeHusi TMpollecca CEPBUCHOTO OOCIYyXUBaHUA B a’3pONOPTy U Ha OOPTY
BO3JYIIHOTO CyJHa B TMPOIECCe OpraHu3aly CcepBUCa B a’ponopTy U Ha
BO3/YIIHOM CY/AHE (JIJI1 CAMOCTOSITEIbHOTO U3yUeHus ). MexaHu3m opraHusaiu u
NPOBEJICHNS MAapKETHMHIOBOTO aHaiu3a MOTPEOHOCTH B CEPBUCHBIX YyCIyrax B
a’pomnopTy U Ha OOPTY BO3IYIIHOTO CyAHA B MPOIECCE OpPraHMU3allMi CEpBHCA B
a’poIopTy ¥ Ha BO3AYIIHOM CyAHE (JIsI CAMOCTOSITEILHOIO M3y4deHus). MeToasbl
OpraHu3alyy U YIPABIECHUS UMYIIECTBOM a’pOIOPTOBOrO KOMIUIEKCA U aKTUBAMU
CEpPBUCHBIX NPEANPUITUN HAa TPAHCIOPTE B MPOLIECCE OpPraHU3alMU CEpBUCA B
a’poIoOpPTy M Ha BO3AYIIHOM CyAHE (JJII CaMOCTOSITEBHOTO M3y4eHHs). MeTosl
omnpesieNieHus mokaszarenei 3PEeKTUBHOCTU NESITEIbHOCTH TMPEANPHUATHS CEepBHUCA
B paMKax TpPaHCIOPTHOTO KOMIUIEKCA B TMPOLECCE OpraHu3aly CepBHCAa B
a’poIoOPTy U HA BO3AYIIHOM CYJIHE (/11 CAMOCTOSITEIbHOI'O U3YUYECHUS).

Tema 15. Ycayru, npeaocraBjisieMble MACCAKNPAM ABUAKOMIIAHUSIMHA —
JIOYKOCT

[lonsitTue «JoykocT» — aBmakomMmaHuii. Monens Ou3Heca JOYKOCT-
aBuakoMmanuii. OpraHuzanus O0OCIyXKMUBaHUS TACCAXHPOB B JIOYKOCT —
aBuakoMmanusXx. OcCOOEHHOCTH OOCIy)XMBaHUS TMACCAKUPOB B JIOYKOCT —
aBUAKOMITAHUSX (711  CaMOCTOSITENIBHOTO W3ydeHus). MexaHu3Mm  BbIOOpa
ONTUMAJIbHBIX CIOCOOOB pElIEHU 3a]]a4 B paMKaX MMOCTaBICHHOM 1IeJIH, UCXOISl U3
JNEUCTBYIOIIMX ITPABOBBIX HOPM, HMMEIOIIUXCA PECYPCOB M OrPAaHUYCHUU B
Mpollecce OpraHu3alid CepBUCAa B a’poONOpPTy M HA BO3AYIIHOM CyAaHE (IU1s
CaMOCTOSITETILHOTO HW3Y4eHHs). AJNTOpPUTM BbIOOpA ONMTHUMAJBHBIX CIOCOOOB WX
pELICHUs, UCXOAs U3 JCHUCTBYIOIIMX IPABOBBIX HOPM, MMEKOIIUXCS PECYPCOB U
OTPaHUYEHUN B IMPOLECCE OPraHU3alMU CEPBUCA B a3PONOPTY M HA BO3AYIIHOM
cynHe  (osi ~ caMOCTOSITETbHOrO  W3yuyeHwus).  KIMEeHTOOpHEeHTHUPOBaHHBIE
TEXHOJOTUM B CEPBHCHOM JEATEIBHOCTH Ha TPAHCIOPTE B  YCIOBHUSIX
B3aUMOJICUCTBUS C OTPEOUTEINSIMU, B TOM UKCII€ UHTEPHET-IIPOJIBUKEHUS YCIYT B
MpoIlecCe OpraHu3allid CEepBUCA B a’pONOpPTy M HA BO3AYIIHOM CYIHE (IJs
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CaMOCTOSITEIIbHOTO U3y4YeHUs). MeTOo bl OCYIIECTBICHUS J€JI0BOM KOMMYHHUKALIUH
B YCTHOW UM MUCbMEHHOM (hopMax B MPOLIECCE OPraHU3ALMU CEPBHUCA B a3PONOPTY U
Ha BO3JAYIIHOM CyAHE (I CaMOCTOATEIBHOTO U3y4eHHs). MexaHu3m
OCYIIECTBJICHHS JI€JIOBOM KOMMYHHMKAllMM B YCTHOW M MHUCBMEHHOW (opMax Ha
rocy1apcTBeHHOM s3blke Poccuiickoyn @Penepanuu B IIpoLEcce OpraHU3aldu
cepBHCa B a3pONOPTY M Ha BO3AYIIHOM CyAHE (JI1 CAMOCTOSITEIHbHOIO U3YUECHHUS).
MexaHu3M OCYIIECTBIICHUS JACI0BOM KOMMYHUKAIlMM B YCTHOM M NUCBMEHHOU
dbopmax Ha MHOCTpaHHOM (BIX) SI3bIKE (aX) B MpOIlECCE OpraHM3allMM CEpBHUCA B
a’ponopTy M Ha BO3AYLIIHOM CyAHE (AJI1 CaMOCTOSATEIBHOTO HW3YUYEHHS).
Mexanu3sM pa3pabOTKM CUCTEMbl KIMEHTCKMX OTHOLIEHWH U OpraHu3aluu
npouecca  OOCHyXUBaHUA  NOTpeOUTEeNe  HAa  OCHOBE  NPUMEHEHHUS
3aKOHOJATENIbHBIX aKTOB M MPABOBBIX HOPM B IPOLECCE OpraHU3alMu CEpBUCA B
a’ponopTy M Ha BO3AYIIHOM CyAHE (AJI1 CaMOCTOSATEIBHOTO HW3YUYEHUS).
MexaHn3M COBEPIIEHCTBOBAHUSI CUCTEMBl KIIMEHTCKMX OTHOLIEHWH B CEPBUCHOMU
NEATEIbHOCTH Ha TPAHCIOPTE C MCIOJB30BAHUEM HWHTEPHET-TEXHOJOTUNA B
IpOLIECCE OpPraHU3allMd CEpBUCAa B a’pONOPTYy M HA BO3AYIIHOM cyAHEe (A
CaMOCTOSITEJILHOTO H3y4yeHus1). MexaHu3M BbIOOpa MaTepHAbHBIX PECYPCOB,
o0OpyAOBaHMUsS [JIs OCYIIECTBIICHUS Ipoliecca cepBuca (JJiE CaMOCTOATEIHLHOTO
u3yyeHus). MeXaHU3M  MPOBEIEHUS  MEPETOBOPOB €  KIMEHTAMH IO
OPETEH3UOHHBIM CIIy4assM M METOJAbl OMNpPENEJICHHs] NPUYUH BO3HUKHOBEHUS
IIPETEH3UH B IIPOLIECCE OPraHU3aLMU CEPBUCA B a3PONOPTY U HA BO3AYIIHOM CYHE
(mmst  caMOCTOSITENBHOTO M3y4eHus). Meroabl pa3pabOTKu U HMCIOJIB30BAHMS
TUIIOBBIX TEXHOJOTHYECKUX TMPOLECCOB (VIS CaMOCTOSITENIBHOTO H3Yy4YECHUS).
Metonbl  (GOpMHpOBaHUS W BHEIPEHUS KOPHOPATUBHBIX  CTAHIAPTOB |
pErJlaMeHTOB TMPOLIECCOB OOCIyXUBaHUA TMOTpeOuTeneit Ha TpaHcmopTe (Iis
CaMOCTOSITEJILHOTO U3y4yeHHus). MeToapl B3aMMOJEHCTBUS C KIMEHTAMH 10
OopraHu3aIliy Ipoliecca 00CTyKUBaHUs ToTpeduTenel B cepe rocTepuuMCTBa B
IpOLIECCE OpraHU3allMd CEpBUCAa B a3pOINOPTY U HA BO3AYUIHOM CyAHE (i
CaMOCTOSATEILHOTO M3y4eHUs1). MeTo/bl pa3paboTKu KOMILJIEKCa MEPOTIPUATHINA TIO
coOJIIOICHUIO TpeOOBaHUI IPOU3BOJICTBEHHON IHUCIUIUIMHBI, TIO COOJIIOICHUIO
OpaBWJ 10 OXpaHe Tpylda M IMOXKapHOW OE€30MacCHOCTH MpPHU OCYIIECTBICHUH
TEXHOJIOTMYECKOI0 IIPOLECCa B IIPOLIECCE OpraHU3aluu CEpBUCa B adpOIOPTy U Ha
BO3/YLIHOM Cy/HE (AJI1 CaMOCTOSITEIbHOTO U3ydeHus). MexanusM (popmupoBaHus
nejiel W 3a7a4  JESITEIbHOCTH IOAPA3ACICHUM CEPBUCHOW JEATEIIbHOCTU
npeanpusatus (Il  CaMOCTOSATENIBHOTO H3ydeHus). MexaHu3M NpHUMEHEHHUs
METOJOB OpPraHU3aluy IUIAHUPOBAHUS U MOHUTOPHMHIA ACATEIBHOCTU CEPBUCHOU
KOMIIaHUH B TPAHCIIOPTHOH cdepe U B chepe rocTenpruuMCcTBa Ha TpaHCcopTe (AJis
CaMOCTOSITEJILHOTO M3Yy4YeHHUs). MexaHu3M OpraHu3alid HMX BBIIOJHEHUS B
IIpoLiecCe OpraHM3ali CepBHCAa B a’pOIOPTy M Ha BO3AYIIHOM CyaHE (i
CaMOCTOSITEJILHOTO M3y4eHHsI). MeTonbl BbIOOpa OpraHu3allMOHHbBIX PEIICHUN s
(opMHUpOBaHUS CEPBUCHON CUCTEMBI OOCITYKUBAHUS C UCIOJIB30BAHUEM METO/OB
OpraHM3alvy U YIPABJICHUS B MPOLECCE OPraHU3alMKU CEPBUCA B adpONOPTY U Ha
BO3JYIIHOM CyJHE (I CaMOCTOSITENbHOrO H3y4eHHUs). AJrOpPUTM MPUHATHUSA
OPraHM3allMOHHBIX PEIICHWM 10 PAa3BUTHI0  KJIMEHTYPHBIX  OTHOLICHUH
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MPEeANpUATUs TPAHCIIOPTHOU cephl U cPepbl rOCTENPUUMCTBA HA TPAHCIIOPTE B
Ipolecce OpraHu3ali CepBHCa B aj’pONOPTy M Ha BO3AYLIIHOM CyaHE (i
CaMOCTOSTEIBLHOr0 M3y4eHUs). MeTonbl pa3paboTKU KOMILIEKCa MEPONPUATUN IO
OpraHu3alyy, IUIAHUPOBAHUIO M MOHHUTOPHHIY JIESTEIIBHOCTH CEPBUCHOM
KOMIIaHUHU B MPOLECCE OPraHU3alluK CepBHCa B a3POIOPTY U HA BO3JIYIIHOM CY/AHE
(nms CaMOCTOSITEIBLHOTO U3YUYECHHUS]). Mexanuszm OpraHu3alMOHHOTO
OoOCIy’KMBAaHMSI ~ aBUAIIMOHHOM  MHPPACTPYKTYpbl W OPraHU3aLMOHHOIO
oOecrieueHusi mpolecca CEPBUCHOTO OOCITYXMBaHHUS B a’3pONOpPTy M Ha OOPTY
BO3JYIIHOIO CyJHAa B INPOLIECCE OpraHu3aldyd CepBHUCAa B ad’pONOPTYy U Ha
BO3/YILIHOM CY/HE (JI7I1 CAMOCTOSITEIbHOIO U3yueHus ). MexaHu3m opranusaiuu u
POBEJICHNS MAapKETHMHIOBOTO aHaliM3a MOTPEOHOCTH B CEPBUCHBIX YyCIyrax B
a’ponopTy U Ha OOpPTY BO3AYIIHOIO CyAHA B MPOLECCE OPraHU3allMh CEpBUCA B
a’poNopTy M Ha BO3AYIIHOM CyJHE (I CaMOCTOSITEIBHOTO M3y4yeHus). MeToabl
OpraHu3alliy U yNpaBJIeHUs UMYIECTBOM a3pONOPTOBOIO KOMIUJIEKCA U aKTUBAMHU
CEPBHUCHBIX NPEANPUSATUNA HA TPAHCIOPTE B MPOLIECCE OpraHU3alMHM CEpBHUCA B
a’pONoOpTy M HA BO3AYIIHOM CyJHE (IUIsI CAMOCTOSATEIBHOTO M3y4deHHs). MeTo bl
omnpejeneHus nokasarenei 3QPEeKTUBHOCTU IEATETLHOCTH MPEINPUSATUSI CEpBUCA
B paMKaxX TpPaHCHOPTHOTO KOMILJIEKCAa B IMIPOLIECCe OpraHu3aliu CcepBUCa B
a’pONoOPTy U HA BO3AYIITHOM CYIHE (JIJI1 CAMOCTOATEIBHOTO U3YUCHUS).

Tema 16. O0cayknBaHue NMACCAKMPOB NMPH YAPTEPHOH NepeBO3Ke H
YCJIYTH J1eJI0BOIl aBHAIIUM

[lonsitue waprepHoit nepeBo3ku. OCOOEHHOCTH OpraHU3alUU MACCAKUPOB
Ha YapTepHbIX peiicax. OcOOEHHOCTH OOCITYXKUBAaHUS MACCAKUPOB HA YapTEPHBIX
pelicax. IloHsaTne «1emoBOM aBuanuu» (IJIs1 CaMOCTOSTEIIBHOTO HW3YYEHHS).
OcoOeHHOCTH OpraHM3aliy  OOCIY)KHMBAaHUS IACCaXUPOB OHU3HEC-KJIacca B
a’ponopTy (s CamMOCTOSTENbHOTO u3yudeHus). OCOOEHHOCTH OOCTyKUBAHHUS
naccakXupoB OM3Hec-KiIacca Ha OOPTY BO3AYIIHOTO CyAHA (AJI1 CAMOCTOSTEIHHOTO
u3ydeHus). MexaHnusm BbIOOpa ONTUMAIBHBIX CIIOCOOOB PEIICHHMS 33a/1ad B PaMKax
NOCTaBJICHHOM M€, UCXOHAsl W3 JEUCTBYIOIIMX IPABOBBIX HOPM, HMEIOIINXCA
PECYPCOB M OrpaHUYEHUN B MPOLIECCE OpraHU3alMy CEepBHCA B a’pOINOPTy U Ha
BO3IYLIHOM CYyJOHE (IJi1 CaMOCTOSITEIbHOIO U3Y4Y€HHUs). AJTOpUTM BbIOOpa
ONTUMAJIbHBIX CIIOCOOOB UX PEUICHUS, UCXOMs U3 JACHCTBYIOIINUX MPABOBBIX HOPM,
MMEIOIIUXCSI PECYpPCOB U OrPaHUYEHUN B MPOIECCE OpraHu3alluud CepBHUCa B
a’pornopTy M Ha BO3AYIIHOM CyAHE (I CaMOCTOSITEIBHOTO H3y4YEeHUSs).
KineHToopueHTHpOBaHHBIE TEXHOJOTMM B  CEPBUCHOM  JEATEILHOCTH Ha
TPAHCTIOPTE B YCJIOBHUSX B3aUMOJICUCTBUS C TOTPEOWTENSIMH, B TOM YHCIIC
MHTEPHET-MIPOABUKEHHUS YCIyT B MPOLECCE OpraHU3alluu CepBHCa B a’3pONOPTy U
Ha BO3AYIIHOM cyAaHe (WISl  CaMOCTOSITEIBHOTO  W3y4deHwus). Meroabl
OCYIICCTBJICHHS JCJIOBOM KOMMYHUKAIIMM B YCTHOW M THCHbMEHHOW (Gopmax B
Mpollecce OpraHu3alii CEpBUCAa B a’poONOpPTy M HA BO3AYIIHOM CyJaHE (IUIs
CaMOCTOSITEJIbHOTO ~ M3YYCHHS). MexaHu3sM  OCYILECTBICHUS  JIEIOBOM
KOMMYHHMKAIIUM B YCTHOW M MUCBMEHHON (hopMax Ha TroCyJapCTBEHHOM SI3bIKE
Poccuiickoit denepaunu B MpoLECCe OpPraHU3alMM CEPBUCA B a’poOINOpPTy M Ha
BO3AYIIHOM  CcyaHe (I CcaMOCTOSATENBHOTO  HM3y4deHHs).  MexaHuszm
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OCYIIECTBJICHHS JI€JIOBOM KOMMYHHMKAllMM B YCTHOW M MUCbMEHHOW (opMax Ha
MHOCTPAaHHOM (BIX) SI3bIKE (aX) B MPOLIECCE OPraHU3aLMU CEPBUCA B a3PONOPTY U
Ha BO3JAYIIHOM CyAHE (I CaMOCTOATEIBHOrO U3y4eHHs). MexaHu3M
COBEpIIEHCTBOBAHMUSI ~ CUCTEMbl  KIMEHTCKMX OTHOUIEHWH B  CEPBUCHOM
NEATEIbHOCTH Ha TPAHCIOPTE C MCIOJB30BAHUEM HWHTEPHET-TEXHOJOTUNA B
MpoLecce OpraHu3ali CepBHCAa B a’pONOPTy M Ha BO3AYLIHOM CyaHE (I
CaMOCTOSITEJILHOTO H3y4yeHus). MexaHu3M BbIOOpa MaTepHAIbHBIX PECYPCOB,
o0opyAOBaHUs [JIsl OCYIIECTBIIEHMS Ipoliecca cepBUca (Il CaMOCTOSITENBHOIO
u3ydeHus1). MexaHu3M  TPOBEACHHUS  IEPEroBOPOB €  KIMEHTaMU 11O
NPETeH3MOHHBIM CJIy4yasiM M METOJbl ONpENeICHUs] NPUYMH BO3HUKHOBEHMUS
IPETEH3UM B IPOLIECCE OPTraHU3aALlMN CEPBHCA B a3PONOPTY M HA BO3AYIIHOM CYJHE
(nms camMOCTOSITENBHOrO M3ydeHus). Meroabl pa3padOTKM U HMCMOJIb30BAHMS
TUNOBBIX TEXHOJIOTMYECKUX TMPOLEcCOB (i1 CaMOCTOSATEIBHOTO HW3Yy4YeHUs).
Metonbl  GoOpMHpOBaHMS U BHEIPEHUS KOPHOPATUBHBIX CTAHAAPTOB U
pErjiaMeHTOB TPOLIECCOB O0OCIyXMBaHUA MOTpeduteneit Ha TpaHcnopre (Iis
CaMOCTOSITEJILHOTO M3y4yeHHus). MeToapl B3aMMOJEHUCTBUS C KIMEHTAMH 10
OopraHu3aluy nporecca o0CIyKiUBaHUs oTpeduTenell B chepe rocTenpuuMcTBa B
IpOLIECCE OpPraHU3allMd CEpBUCAa B a’pONOPTYy M HA BO3AYIIHOM cyAHEe (A
CaMOCTOSITEIILHOTO M3y4eHUs). MeTonibl pa3paboTKu KOMILJIEKCa MEPOTPUATUN TTO
COOJIIOJICHUI0 TPEOOBAHUIM MPOU3BOJCTBEHHONW JUCUHUIUIMHBI, 1O COOJIIOICHUIO
OpaBUI IO OXpaHe TpyJda M IOKapHOW OE30MaCHOCTH MpPHU OCYIIECTBICHUU
TEXHOJIOTMYECKOTO MPOLECCa B MPOLECCE OPraHU3alMi CEPBUCA B adPOIIOPTY U HA
BO3AYILIHOM CyJIHE (711 CaMOCTOSITENIbHOTO M3ydeHus1). MexanusM (GopMHupoBaHUs
nee W 3axad  JeATENbHOCTH  IMOAPA3LCICHHM CEPBUCHON  JIE€ATEIbHOCTH
npeanpusaTyus  (IUIsl  CaMOCTOATENBHOTO H3ydeHHus). MexaHu3M NpHUMEHEHHs
METOJI0OB OPTaHM3alUU IUIAHWUPOBAHUS M MOHUTOPHHIA JEATEIbHOCTH CEPBUCHOMU
KOMIIAaHUU B TPAHCIIOPTHOH cepe U B chepe rocTenpurMCcTBa Ha TpaHCHopTe (71s
CaMOCTOSITEJIBHOTO M3Yy4yeHHs). MexaHu3M OpraHu3alid HUX BBIIOJHEHUS B
IpoLecce OpraHU3alMM CEpBHCA B a’poONOPTy M HAa BO3AYIIHOM CyIHE (I
CaMOCTOSITEJILHOTO M3Yy4eHMsI). MeToabl BbIOOpa OpraHU3allMOHHBIX PEIICHUN AJis
(GopMUpOBaHUS CEPBUCHON CHUCTEMBI OOCITYKHBAHUS C HCIOIb30BAHUEM METOOB
OpraHu3alliy W YTIPABJIEHUS B MPOLIECCE OPraHMU3alMU CEPBHCA B a3pONOPTYy U Ha
BO3IYLIHOM CyAHE (IS CaMOCTOSITENIbHOTO W3Y4YEHHUs). AJICOPUTM MPUHATHUS
OpraHU3allMOHHBIX  PEIIEHWH 10  PA3BUTUIO  KJIMEHTYPHBIX  OTHOLIEHUI
OPEINpPUITUS TPAHCIOPTHOM cdepbl U cepbl TOCTENPUUMCTBA HA TPAHCIIOPTE B
IIpoLiecCe OpraHu3ali CepBHCAa B aj’pOINOPTy M HAa BO3AYIIHOM CyaHE (i
CaMOCTOSITEIILHOTO M3y4eHHs1). MeTonbl pa3pabOoTKN KOMILIEKCa MEPOIIPUATHN 1O
OpraHu3alyy, IUIAHUPOBAHUIO M MOHHMTOPHMHIY JIESITEIBHOCTH CEPBUCHOM
KOMITaHHHU B MPOLECCE OPraHU3alMK CEPBHCA B a3POINOPTY U HA BO3YIIHOM CYIHE
(s CaMOCTOSITEIILHOTO U3YYECHMUS). Mexannsm OpraHU3alMOHHOTO
oOCITy’KMBaHMSI ~ aBUAIMOHHOM  MHQPACTPYKTYpsl W OPraHU3aLMOHHOIO
o0OecrnieueHusl Mpolecca CEPBUCHOTO OOCTYKMBAaHUSI B a’poNoOpTy U Ha OOpTYy
BO3AYIIHOTO CyJHA B INPOLIECCE OPraHU3alMu CEepBHCAa B aj’poNoOpTy M Ha
BO3JYILIHOM CyAHE (11 CaMOCTOSATENBHOIO U3Y4YeHHs1). MeXaHU3M OpraHu3aluyu U
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MIPOBEJICHUS MAapKETHMHIOBOTO aHalu3a MOTPEOHOCTH B CEPBUCHBIX YyCIyrax B
a’ponopTy U Ha OOpPTY BO3IYIIHOIO CyAHA B MPOLECCE OpPraHHU3alMU CEpBHCA B
a’pONoOpTy M Ha BO3AYIIHOM CyJHE (I CaMOCTOSITENbHOTO M3y4deHHs). MeToabl
OpraHu3alyy U yNPaBJIEHUs UMYIIECTBOM a3pONOPTOBOrO KOMIUIEKCA U aKTUBAMMU
CEPBHUCHBIX NPEANPUATUNA HA TPAHCIOPTE B MpPOLIECCE OPraHU3alUu CEpBUCA B
a’poNopTy U Ha BO3AYIIHOM CyJHE (IJIsI CaMOCTOSITEIbHOTO M3Y4YeHHs). MeTo bl
omnpejeneHus nokasarened 3QPEeKTUBHOCTU E€ATEIbHOCTH MPEINPUSATUSL CEpBUCA
B paMKax TpaHCHOPTHOTO KOMILIEKCa B IIPOLIECCE OpraHu3aluu CepBUCa B
a’pONopTy U Ha BO3AYILIHOM CYJHE (JIJI1 CAMOCTOATEIBHOTO U3YUCHHUS).

Tema 17. MapKeTHHI OPraHM3alldM M OKAa3aHHUSI CEPBHCHBIX YCJIYI B
TPAHCIOPTHOM c(epe

MapkeTuHr OpraHM3alid MU OKa3aHUs CEPBUCHBIX YCIyr. MapKeTuHT
COBpPEMEHHBIX aBuUakoMmnaHuii. (OCOOEHHOCTM MapKeTHHTa Ha BO3YIIHOM
tpancnopte. [lonstue «Opena aBuakommanum». [loHsiTHE «OpeHI a’pomoprar
(171 caMOCTOSAITeNTLHOTO M3yueHus). MexaHu3M BbIOOpa ONMTHUMAJbHBIX CIIOCOOOB
pellleHusl 3a7a4 B paMKax T[OCTaBJICHHOW 1M, HUCXOAs W3 JCHCTBYIOIIUX
MPABOBBIX HOPM, UMEIOIIUXCA PECYPCOB U OTPAaHUUYCHHI B MPOLIECCE OpraHu3auu
CepBHCa B a3pONOPTY U Ha BO3AYIIHOM CyAHE (JI1 CAMOCTOSITEILHOTO U3YUYCHHUS).
AJTOpUTM BBIOOpAa ONTHUMAJBHBIX CIIOCOOOB MX pEIICHMs, HCXOAS W3
NEUCTBYIOIINX TIPABOBBIX HOPM, HUMEIOIIUXCS PECYpPCOB W OrpaHUYEHUN B
IpollecCe€ OpraHU3allid CEpBUCAa B a’pONOPTy M Ha BO3AYIIHOM CYyIHE (s
CaMOCTOSITEJILHOTO ~ M3yuyeHus). KIHMEeHTOOpMEHTUPOBAHHBIE TEXHOJIOTUU B
CEpPBUCHON JEATEIbHOCTH Ha TPAHCIIOPTE B YCJIOBUSAX B3aUMOJAECHCTBHS C
NOTPEOUTENIMH, B TOM YHCIE HWHTEPHET-TIPOABMKEHUSI YCIYr B MPOIECCe
OpraHv3allid CEpBUCAa B  aj’pONOpPTy U HA BO3AYIIHOM CyAHE  (IJs
CaMOCTOSITEILHOTO U3Yy4YeHHUsI). METObl OCYIIECTBICHUS JAEI0BOM KOMMYHHKAIIMU
B YCTHOW ¥ MUCBMEHHOM (hopMax B MPOIIECCE OPTaHU3AIMU CEPBHUCA B a3PONIOPTY U
HAa BO3AYIIHOM CyJHE (I CaMOCTOATENbHOIO U3Yy4YeHHus). MexaHu3m
OCYIIECTBIICHHS JICJIOBOM KOMMYHHUKAIIMU B YCTHOM W THUChMEHHON (opmax Ha
roCcy/1apcTBEHHOM s3blke Poccuiickonn @enepanvu B IpOLECCE OpraHU3aLUU
CepBHCa B a3pONOPTY U HA BO3AYIIHOM CYJHE ([JIs1 CAMOCTOSITEIIbBHOTO U3YyUEHHS]).
MexaHu3M OCYIIECTBICHUS JAEIOBOM KOMMYHUKALMM B YCTHOM M NHUCBMEHHOU
dopmax Ha WHOCTpaHHOM (BIX) SI3BIKE (aX) B MPOIIECCE OpraHU3AINK CEPBHCA B
a’pornopTy M Ha BO3AYIIHOM CyAHE (I CaMOCTOSITEIBHOTO H3y4YeHUs).
MexaHusm pa3pabOTKM CHUCTEMbl KIMEHTCKUX OTHOIICHHH | OpraHu3aluu
mporiecca  OOCTy)KMBaHHMsSI ~ TOTpeOuTeNeil  Ha  OCHOBE  NPUMEHEHHS
3aKOHOJIaTEJIbHBIX aKTOB M IMPABOBBIX HOPM B IMPOLECCE OPraHU3alMU CEPBUCA B
a’pornopTy M Ha BO3AYIIHOM CyAHE (I CaMOCTOSITEIBHOTO H3y4YEeHUs).
MexaHu3M COBEPIICHCTBOBAHUS CUCTEMbI KIMEHTCKUX OTHOLIEHWH B CEPBUCHOU
JNEATENBHOCTA Ha TPAHCHOPTE C MCIIOJb30BAHUEM HWHTEPHET-TEXHOJIOTUNA B
MpoIlecce OpraHu3allMk CEpBHUCAa B a’pONMOPTy M HA BO3AYIIHOM CyaHE (IJIs
CaMOCTOSITEJILHOTO M3y4yeHHus1). MexaHu3M BbIOOpa MaTepualbHBIX PECYPCOB,
0o00OpyI0BaHUS JJIsI OCYIIECTBJICHHUS Ipollecca cepBuca (sl caMOCTOSTEIBHOTO
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u3yueHus). MexaHu3M  TNPOBENCHHUS  TNEPEroBOPOB €  KIMEHTaAaMU IO
MPETEH3UOHHBIM CJIy4asiM W METOJbl OMNpeAeiCHUsT MPUYMH BO3HUKHOBEHUS
MIPETEH3UH B IPOLIECCE OPraHu3allii CEpBHUCa B a3pONOPTY U Ha BO3IYIIIHOM CY/IHE
(m7g  caMOCTOSITEILHOTO U3yueHus). MeToabl pa3paOOTKM W HMCIHOJIb30BAHUS
TUTIOBBIX TEXHOJOTUYECKUX TMPOIECCOB (IS CaMOCTOSITEIbBHOTO H3Yy4YCHUS).
Metonasl  ¢opMuUpOBaHUS UM BHEIPEHUsS] KOPIOPATUBHBIX CTaHAAPTOB U
pErjiaMeHTOB MPOLIECCOB O0OCIyXUBaHUA MOTpeOuTenel Ha TpaHcmopTe (I
CaMOCTOSITEJILHOTO U3y4YeHHus). MeToabl B3aUMOJECUCTBUS C KIUEHTAMH 10
OpraHu3aluy npouecca o0CIyKHUBaHUs OoTpeduTenell B chepe rocTenpuuMcTBa B
Ipolecce OpraHU3allMM CEepBHCA B a’pONOPTy M HA BO3AYLIHOM CyaHe (I
CaMOCTOSITEILHOTO M3yueHUs1). MeTo bl pa3pabOTKH KOMILIEKCAa MEPOIPUSITUI TIO
COOJIIOJIEHUI0 TPEOOBAHUM MPOU3BOJICTBEHHONW JUCUUIUIMHBI, 1O COOJIIOJICHUIO
OpaBWJI MO OXpaHe Tpylda M MOXapHOW O€30MacHOCTU MpPU OCYILIECTBICHUU
TEXHOJOTHYECKOTO MPOIEcca B MPOLECCE OPraHu3alii CEpBUCa B adpONOPTY U HA
BO3JIYIITHOM CyAHE (JIJII CAaMOCTOSITEILHOTO M3ydeHus1). Mexanusm (GopMUpOBaHUS
nene W 3amay  JAeATENbHOCTH TMOAPA3ACICHUA CEPBUCHOM JIEATEIbHOCTH
npeanpusITuss (I CaMOCTOSITEIBHOTO UW3Yy4YeHHUs). MexaHu3M TpPUMEHEHHS
METOJIOB OpPTaHHW3allMM IUIAHUPOBAHUS M MOHHMTOPUHIA JIESITEIHLHOCTH CEPBUCHOM
KOMITAaHUH B TPAHCIIOPTHOM cepe u B chepe rocTenpuruMCcTBa Ha TpaHCTIOpTE (715
CaMOCTOSITEJILHOTO H3y4eHUs1). MeXaHu3M OpraHu3allid UX BBIMOJHCHHUS B
npolecce OpraHu3allMk CEepBHCA B a’pONOPTy M HAa BO3AYIIHOM CyaHE (IJis
CaMOCTOSITEIILHOTO M3y4eHHUsI). MeTo/bl BbIOOpa OpraHU3aIllMOHHBIX PEIICHUH s
(dbopMUpOBaHUS CEPBUCHON CUCTEMBI OOCTYHUBaHUS C MCIOJIb30BAHUEM METO/OB
OpraHu3alliy W yNpaBleHUsl B MPOIIECCe OpPraHM3alli CEpBHUCa B a’pONOPTYy U Ha
BO3JYIIHOM CYyJIHE (IS CaMOCTOSITENIBHOTO W3Yy4YeHHs). AJFOPUTM TPUHSATHS
OpraHW3allMOHHBIX  PEIICHW 10  Pa3BUTHUIO  KIUEHTYPHBIX  OTHOIICHHM
NPENNPUSATUS TPAHCIIOPTHOU cdepbl U chepbl TOCTEIPUUMCTBA HA TPAHCIIOPTE B
IpoIlecce OpraHU3allMM CEpPBHCA B a’pONOPTYy M HA BO3AYIIHOM CYAHE (LIS
CaMOCTOSITEIILHOTO M3y4eHUs1). MeTonbl pa3paboTKu KOMILIEKCa MEPOTIPUATUN TIO
OpraHu3alliy, IUIAHUPOBAHUIO M MOHHUTOPHHTY JICSTEIIbHOCTH CEPBUCHOM
KOMIIaHUU B MPOLIECCE OpraHU3allMy CEPBHUCA B a3pOIOPTY U HA BO3JIYIIIHOM CYIHE
(ns CaMOCTOSITEILHOTO U3YUYCHHUS ). Mexanuszm OpraHU3alMOHHOTO
OoOCTy)KMBaHMSI ~ aBHAIIMOHHOW  MHPPACTPYKTYphl W OPTaHHU3AIMOHHOTO
oOecrieueHusl MpoIlecca CEPBUCHOTO OOCITYXMBAaHUS B a’pOMOPTy W HA OOPTY
BO3IYLIHOTO CyJHA B IHPOILIECCE OPraHU3allMyd CepBHCa B aj’pomopry U Ha
BO3JIYLIHOM CyJHE (JJIs1 CAMOCTOSTENBHOTO U3ydeHHus1). MeXaHu3M OpraHu3aluu u
MPOBEJICHUS MAapKETHHTOBOTO aHalM3a MOTPEOHOCTH B CEPBUCHBIX yCIyrax B
a’poropTy U Ha OOPTY BO3AYILIHOTO CyAHA B IMPOIECCE OpraHU3alMy CepBHCA B
a’poIoOpPTy M Ha BO3AYIIHOM CyAHE (AJIsI CAMOCTOSITEILHOIO M3y4deHus). MeTomabl
OpraHU3alyy U YIPABICHUS UMYIIECTBOM a3pONOPTOBOrO KOMILIEKCAa U aKTUBAMHU
CEpPBUCHBIX NPEANPUITUN Ha TPAHCIOPTE B MPOLIECCE OpraHU3alMu CepBUCA B
a’poIopTy M Ha BO3AYIIHOM CyAHE (JJIsI CAMOCTOSITEILHOTO M3y4eHUs). MeTobl
onpeesieHus nmokazareiaed 3(PGEeKTUBHOCTH AEATEILHOCTU MPEANPUITHSI CepBHUCa
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B paMKax TpaHCHOPTHOTIO KOMILIEKCAa B IIPOLIECCE OpraHu3alMu CepBUCA B
a’pONoOpTy U HAa BO3AYLIHOM CYAHE (JIJI1 CAMOCTOATEIBHOTO U3YUCHHUS).

Tema 18. CermeHTanms ycJyr Ha pbIHKe B TPAHCIIOPTHOM cdepe, B TOM
4yucJie HA PbIHKE aBUANIEPEBO30K

Cermentamuss yciuyr B cdepe BozaymiHoro TtpancropTta. Cnenuduka
CEerMEHTAllUM TAacCaXUPOB Ha aBUApbhIHKE. Pa3zpaboTka yciyr mjisi pa3iudHbIX
CErMEHTOB  MAaCCaXXUPCKOro cmpoca (ST  CaMOCTOATEIBHOTO  M3YyYCHHS).
Pazpabotka ycayr majisi MaJIOMOOMIBHBIX T'PYII MacCaXupoB. MexaHusM BbIOOpa
ONTUMAaJIBLHBIX CIIOCOOOB pelIeHUs 3a7]a4 B paMKaX MOCTaBJICHHOM 1IeJIH, UCXOs U3
JNEUCTBYIOIUX TIPABOBBIX HOPM, HUMEIOIIUXCS PECYpCOB W OrpaHUYCHUN B
IpollecCe OpraHuU3allid CEepBUCAa B a’pOINOPTY U HA BO3IYIIHOM cyaHe (s
CaMOCTOSITEJILHOTO HM3Yy4YeHUs). AJTOPUTM BBIOOpA ONTHUMAJbHBIX CIIOCOOOB HX
pelieHus, UCXO0sd W3 JEUCTBYIOIIMX MPABOBBIX HOPM, UMEIOIINXCS PECYpPCOB U
OTPAaHUYEHUN B TMPOIECCE OPraHU3alMyd CEPBUCA B a’3PONOPTY W HA BO3AYIIHOM
cynHe (I caMOCTOSITeTbHOTO  W3yuyeHwus).  KIMeHTOOpHEeHTHUPOBAHHBIE
TEXHOJOTMHU B CEPBUCHON JACATEIIBHOCTA Ha TPAHCIOPTE B  YCIOBUSX
B3aUMOJICHCTBHS ¢ TIOTPEOUTEISIMH, B TOM YHCIIE HHTEPHET-TIPOJIBUKEHUS YCIYT B
Ipollecce OpraHMu3allid CEpBUCAa B ad’pOINOPTy M HA BO3AYIIHOM CYIHE (IS
CaMOCTOSITEILHOTO U3Yy4YEeHHUsI). MEeTOAbl OCYIIECTBICHUS J€TOBOM KOMMYHUKAIIMU
B YCTHOM ¥ MUCBMEHHOM (hopMax B MPOIIECCE OPraHU3AIMU CEPBHUCA B a3PONOPTY U
HAa BO3JYIIHOM CyaHE (UIsI CaMOCTOSITENBHOrO H3ydeHus). MexaHu3Mm
OCYIIECTBJICHHS JIEJIOBOM KOMMYHHMKAIIMM B YCTHOW M TMHUCbMEHHOW (opMax Ha
rocygapctBeHHOM si3bike Poccuiickoit ®denepanyu B mpolecce OpraHu3aluu
CepBHCa B a3pONOPTY U HA BO3AYIIHOM CyAHE (JJI1 CAMOCTOSTEIHHOTO U3YUCHHUS).
MexaHu3M OCYIIECTBIICHUS JEJIOBOM KOMMYHUKAIIMM B YCTHOM M IHCBMEHHOM
dbopmax Ha MHOCTpaHHOM (BIX) SI3bIKE (aX) B IPOIIECCE OpraHM3allMM CEPBHUCA B
a’pornopTy M Ha BO3AYIIHOM CyAHE (I CaMOCTOSITEBHOTO H3Yy4YEHUSs).
Mexanu3aM pa3pabOTKU CUCTEMBI KIMEHTCKHX OTHOUIEHHWH W OpraHu3aluu
mpoiecca  OOCIHy)KMBaHHUS ~ MOTpeOuTeneld  HAa  OCHOBE  IPUMCEHCHHS
3aKOHOJATENbHBIX aKTOB U MPABOBBIX HOPM B IMPOIECCE OpraHU3allMu CEpBHUCA B
a’pornopTy M Ha BO3AYIIHOM CyAHE (I CaMOCTOSITEIBHOTO H3y4YeHUs).
MexaHu3M COBEpIICHCTBOBAHUSI CUCTEMbl KIMEHTCKUX OTHOLIEHUN B CEPBUCHOU
NEATEIbHOCTH Ha TPAHCHOPTE C MCHOJb30BAHUEM HWHTEPHET-TEXHOJOTUNA B
MpoIleCCe€ OpraHu3alid CEpBUCA B a’pONOpPTy M Ha BO3AYIIHOM CyAaHE (IU1s
CaMOCTOSITEJILHOTO M3y4YeHUusi). MexaHu3M BbIOOpa MaTepuajbHBIX PECYPCOB,
o0opyAOBaHUS NJIsi OCYIIECTBICHHS IIpoIlecca CepBUca (JIII CaMOCTOSITEIHHOTO
u3yueHus). MexaHU3M  TNPOBEIECHHUS  NEPEroBOPOB €  KIMEHTaMU IO
MPETEH3UOHHBIM CIIy4asiM W METOAbl ONpEACTCHUS NPUYMH BO3HUKHOBEHMUS
MPETEH3UI B MPOIECCE OPraHU3alUK CEPBHUCA B a3PONOPTY U HA BO3AYIIHOM CYJIHE
(mmst  caMOCTOSITENBHOTO M3y4eHHs). MeToapl pa3padOTKu U HMCTOJIb30BAHMS
TUIOBBIX TEXHOJOTHMYECKUX MPOLECCOB (IJIs CaMOCTOSITEIBHOTO H3YUYEHUS).
Metonasl  ¢GopmMuUpOBaHUS UM BHEJIPEHUS] KOPHOPATHUBHBIX CTaHAAPTOB U
pErIaMeHTOB TMPOIECCOB OOCITYyKMBaHUA TNOTpeOuTeneil Ha TpaHcmopTe (AJis
CaMOCTOSITEJILHOTO U3y4yeHHus). MeToabl B3aUMOJECUCTBUS C KIUMEHTAMH 10
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OpTraHM3alMU Tpoliecca 00CIyKUBaHUA TOTpeOuTenel B chepe TOCTEIPUUMCTBA B
MpOIECCe OpraHU3allid CEepBHCAa B a’pONOPTY M Ha BO3AYIIHOM CyIHE (IS
CaMOCTOSTEIILHOTO M3y4eHHs). MeTonbl pa3paboTK KOMITIEKCa MEPOTIPUATHN TI0
cOOJIIOICHUIO TpeOOBaHUM MPOU3BOJCTBEHHON IUCHMIUIUHBI, MO COOJIOJICHUIO
OpaBWJ IO OXpaHe Tpyda M TMOXKapHOW OE30MacHOCTH MpPH OCYIIECTBICHUH
TEXHOJIOTUYECKOTO TpoIecca B MPOIIECCe OPTraHU3aIlui CEPBHCA B adPONOPTY U Ha
BO3JIYIITHOM CYAHE (IIJI1 CAMOCTOSTEILHOTO H3ydeHUs). Mexanu3m (HopMUpOBaHHS
nene W 3amad  JACATEIbHOCTH TOJpa3lelieHul CEepBUCHOM JIEATEIBHOCTH
NpEeAnpUATHs (11  CaMOCTOSTEIBHOTO W3ydeHHUs). MexaHu3M TNPUMCHCHHUS
METOJIOB OpPTaHM3AIlMY TUIAHUPOBAHUS M MOHUTOPHMHTA JIEATCILHOCTH CEPBUCHOU
KOMIIaHUHW B TPAHCTIOPTHOH cdepe U B chepe roCTSIPUUMCTBA Ha TPAHCTIOPTE (715
CaMOCTOSITCJILHOTO HW3Y4YeHUs). MeXaHW3M OpraHu3alliid WX BBIMOJHCHUS B
npoIiecce OpraHU3allMi CEepBHCAa B a’pONOPTY W HA BO3AYIIHOM CyaHE (IS
CaMOCTOSITEILHOTO M3y4eHHsI). MeTo/Ibl BEIOOpa OpPraHU3aIlMOHHBIX PEIICHUHN IS
(bopMHUpOBaHUS CEPBUCHON CUCTEMBI OOCTYXKHUBaHHS C MCIOJb30BAaHHEM METO/OB
OpPTraHM3AIMU U YIPABJICHHUS B MPOIECCE OpPraHU3aIlMU CEpBUCA B a’pOIOPTY W Ha
BO3JYIIIHOM CYyJIHE (IUII CaMOCTOSITCIIBHOTO HW3Y4YCHHSs). AJITOPUTM TPHHATHS
OpPraHW3allMOHHBIX  PCIICHWH 10  PAa3BUTHUIO  KJIMCHTYPHBIX  OTHOIICHHHM
NPEINPUATUS TPAHCIIOPTHOU cdephl M chepbl TOCTSIPUUMCTBA Ha TPAHCIIOPTE B
IpoIecce OpraHU3aIllMi CEepBHCAa B a’pOTOPTY M HA BO3IYIIHOM CyAHE (I
CaMOCTOSITETTFHOTO M3Y4YeHHs ). MeToabl pa3padOTKi KOMIUIEKCa MEPOIPHITHHA 10
OpraHM3alli{, IUTAHUPOBAHUIO W MOHHUTOPUHTY JIEATEIHHOCTH CEPBUCHOMU
KOMITAaHHH B MPOIIECCe OpTaHU3aI[H CEPBUCA B a3POIOPTY M Ha BO3IYITHOM CYIHE
(st CaMOCTOSITETTHHOTO U3yYeHUs). MexaHuzm OPTaHU3AIUOHHOTO
OOCTy)XWBaHHSI ~ aBUAIMOHHON  WHQPPACTPYKTYphl M  OPTaHHU3AI[MOHHOTO
obecrieyeHus1 Tpoliecca CEPBUCHOTO OOCITY)XHMBAaHHS B a’poOmopTy M Ha OOpTYy
BO3AYIIHOTO CYyJHAa B TIPOIIECCE OpraHM3alMMd CEepBUCAa B a’poONOpTy H HA
BO3IYIITHOM CYJIHE (IJII CAMOCTOSATEIHHOTO H3YUCHHS ). MeXaHU3M OpraHu3alluu U
NPOBEJACHUS MAapKETUHTOBOTO aHajln3a MOTPEOHOCTH B CEPBHCHBIX YyCIyrax B
a’poropTy W Ha OOPTY BO3IYIIHOTO CYJHA B IPOIECCE OpraHU3aIlMi CEepBUCA B
a’pOmNoOpPTy M HA BO3AYIIHOM CyJHE (IS CAaMOCTOSITEIHHOTO M3Yy4YeHHs ). MeTombl
OpraHu3alliy W yMPaBIEHUS UMYIIECTBOM a3pPOIMOPTOBOIO KOMIUJIEKCA W aKTHBAMH
CEPBHUCHBIX TPEANPUATHNA HA TPAHCIOPTE B MpPOIIECCE OPTaHM3AIMU CEpBHUCA B
a’pOMNOPTy M HA BO3AYIIHOM CyJdHE (IJISI CAMOCTOSITEIHHOTO M3Y4YeHHs). MeTO bl
omnpesieneHus nokasarenei 3QPEeKTUBHOCTU NEATEIFHOCTH MPEINPUSATUSI CEpBUCA
B paMKaxX TPaHCIOPTHOTO KOMILIEKCa B TMIPOIECCE OpTaHM3alliu CepBUCA B
a’pOTNOPTY M HA BO3IYIITHOM CYJHE (JI7I1 CAMOCTOATEIBHOTO U3YYCHHUS).

Tema 19. O6cayxuBanue VIP-naccaxxupoB Ha BO3IYIIIHOM TPaHCIIOpTe
Ocobennoctu obciyxkuBanusi VIP-maccaxxupoB B a’pomnopty. IIporpammer
JOSUTBHOCTH IS 4acTO JIETAIOMIMX MaCcCaKUPOB. BOHYCHBIE KapThl MOCTOSTHHBIX
KJIMEeHTOB. Pa3paboTka yciyr nosbiieHHOro kKomdopta aist VIP-naccaxupos (aiist
CaMOCTOSITEJILHOTO U3y4yeHHus). MexaHu3M BbIOOpa ONTUMAJBHBIX CIOCOOOB
pelieHus 3aJa4 B paMKax [IOCTaBJIICHHOW LIENH, HUCXOIs U3 JIEUCTBYIOIIUX
MIPaBOBBIX HOPM, UMEIOLIUXCS PECYPCOB M OI'PAaHUUYCHHI B IIPOLIECCE OPraHU3aALNU
48



CepBHCa B a3pONOPTY M Ha BO3AYLIHOM CYAHE (IJI1 CAMOCTOSITENIBHOTO U3YUECHHUS ).
Anroput™M BbIOOpa ONTHUMAJIbHBIX CIOCOOOB HX PEIICHHs, UCXOAS W3
JNEUCTBYIOIIMX TIPABOBBIX HOPM, HUMEIOIIUMXCS PECYpPCOB W OrPaHUYECHUN B
Ipolecce OpraHu3ali CepBHCAa B a’pONOPTy M Ha BO3AYIIHOM CyaHE (I
CaMOCTOSITEJILHOTO  K3y4yeHus). KIHMEeHTOOpUEeHTUpPOBAaHHBIE TEXHOJOTMU B
CEPBUCHON JEATEIbHOCTH HA TPAHCIIOPTE B YCJIOBUSAX B3aUMOJAECHCTBHUS C
NOTpEOUTENSIMU, B TOM YHCIIE MHTEPHET-IPOJBIKEHUSA YCIYyr B IIpoLecce
OpraHu3allid CcepBHCa B a’pomopTy MW Ha BO3AYIIHOM cynHe (ans
CaMOCTOATEIBHOTO U3y4eHUs). MeTOo bl OCYIIECTBICHUS €I0BOM KOMMYHHUKALIUU
B YCTHOM M MUCBbMEHHOM (hopMax B MpoIliecCe OPraHU3alUMU CEPBHUCA B a3pONOPTY U
Ha BO3JYIIHOM CyaHe (UIsI CaMOCTOSITENbHOrO M3ydeHus). MexaHu3m
OCYIIECTBJICHHS JIeJIOBOM KOMMYHHMKAllMM B YCTHOM M NMHUCbMEHHON (opmax Ha
rocy1apcTBeHHOM s3blke Poccuiickonn @enepanuu B IpoLecCce OpraHU3alUu
cepBHCa B a3pOMNOPTY U Ha BO3AYIIHOM CyAHE (JI1 CAMOCTOSITEILHOIO U3YUECHHUS).
MexaHu3M OCYIIECTBIEHUS JI€IOBOM KOMMYHHMKAllMM B YCTHOM M NMUCbMEHHOMN
dopmax Ha MHOCTpaHHOM (BbIX) SI3bIKE (aX) B MpOLIECCE OpraHU3aIMKM CEpBHCA B
a’pomopTy W Ha BO3AYIIHOM CyAHE (Vi1 CaMOCTOSATEIBHOTO HW3Y4YEHUS).
Mexanu3sm pa3pabOTKU CUCTEMBI KIMEHTCKMX OTHOUIEHWH M OpraHu3aluu
nporecca  OOCHyXMBaHUA ~ TOTpeOUTEeNe  HAa  OCHOBE  MPUMEHEHHUS
3aKOHOJATENIbHBIX aKTOB M MPABOBBIX HOPM B MPOLIECCE OpPraHU3alUUd CEpPBUCA B
a’ponopTy W HAa BO3AYIIHOM CyAHE (Vi1 CaMOCTOSATEIBHOTO HW3Y4YEHUS).
MexaHu3M COBEPIIEHCTBOBAHUSI CUCTEMBl KIIMEHTCKMX OTHOLIEHHWN B CEpPBUCHOMN
NEATEIbHOCTH Ha TPAHCIOPTE C MCIOJB30BAHUEM HWHTEPHET-TEXHOJIOTUNA B
IpOLIECCE OpraHU3allMd CEpBHCAa B aj’pONOpPTy M Ha BO3AYIIHOM CcyAHEe (A
CaMOCTOSATETILHOTO H3y4yeHus1). MexaHu3M BbIOOpa MaTepHABHBIX PECYPCOB,
o0opyAOBaHUs NJIsi OCYIIECTBICHMS Ipollecca CepBUca (JIJII CaMOCTOSITEIHHOTO
u3yyeHus). MeXaHU3M  TPOBEICHUS  MEPETOBOPOB €  KIMEHTAaMH IO
OPETEH3UOHHBIM CIIy4asiM M METOAbl ONPEACICHUS NPUYMH BO3HUKHOBEHHS
IPETEH3UI B IPOLIECCE OpTraHU3allMy CEPBHUCA B a3PONOPTY U HA BO3IYIIIHOM CYyJIHE
(mmst  camMOCTOSITENbHOTO M3y4eHus). MeToapl pa3padOTKu U HMCIOJIb30BAHMS
TUIOBBIX TEXHOJIOTMYECKUX IIPOLECCOB (I CaMOCTOSATEIBHOIO HW3Y4YEHUs).
Metonsl  ¢opMupOBaHHS W BHEAPEHUS KOPIOPATUBHBIX CTaHIAPTOB U
perjJamMeHToOB IPOLECCOB OOCTYKHMBaHUS MOTpeduTeneil Ha TpaHcmopTe (Ui
CaMOCTOSITEJILHOTO H3y4yeHUs). MeToapl B3aMMOJIEWCTBHS C KIMEHTAMH 110
OpraHu3aluy Mporecca 00CIyKiUBaHUs OTpeduTenelt B chepe rocTenpuruMcTBa B
IIpoLiecCe OpraHu3ali CepBHCAa B aj’pOINOPTy M HAa BO3AYIIHOM CyaHE (i
CaMOCTOSITETILHOTO M3y4YeHHs ). MeToabl pa3paboTKH KOMIUIEKCa MEPOIIPHUAITHI 10
COOJIIOJICHUIO TPEOOBAHMI MPOU3BOJCTBEHHONW JHCLUIUIMHBIL, IO COOJIIOIEHUIO
OpaBWJ IO OXpaHe Tpyda U TMOXKAPHOM OE30MacHOCTH MpPH OCYIIECTBICHUU
TEXHOJIOTMYECKOI0 IIPOLECCa B MIPOLIECCE OpraHU3aluy CEpBUCa B a3pONOPTy U Ha
BO3JIYLIHOM CyAHE (AJIsI CAMOCTOSITEILHOTO U3yueHus). Mexanusm (popMupoBaHust
nejiel W 3aAa4  JICSITEIbHOCTH TOAPA3ACICHUN CEPBUCHOW JEATEIbHOCTHU
npeanpusAtus (Il  CaMOCTOSTENIBHOTO M3y4eHHMs). MeXaHu3M NpUMEHEHUS
METOJOB OpPraHU3aluU IUIAHUPOBAHUS U MOHUTOPHMHIA AECATEIBHOCTU CEPBUCHOMU
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KOMIIaHUHU B TPAHCIIOPTHOM cepe U B chepe ToCTEnpUUMCTBA Ha TpaHcnopTe (s
CaMOCTOSITEJILHOTO M3Yy4YeHUs). MexaHu3M OpraHu3aliid HMX BBINOJHEHUS B
Ipolecce OpraHu3aly CepBUca B a’poIloOpTy M Ha BO3AYIIHOM CyAHE (I
CaMOCTOSTEIILHOTO M3y4eHHUsI). MeToibl BbIOOpa OpraHu3allMOHHbBIX PEIICHUH s
(opMHUpOBaHUS CEPBUCHON CUCTEMBI OOCITYXUBaHUS C MCIOJIb30BAHUEM METO/OB
OpraHu3alliy W YNpaBJeHUs B MPOILIECCE OpPraHu3ali CEepBHUCA B a3pONOPTy U Ha
BO3JIYIIIHOM CyJIHE (11 CaMOCTOSITENbHOTO H3y4Y€HHUs). AJTOpPUTM MPUHATHUSA
OpraHU3allMOHHBIX  PEIICHUA MO  Pa3BUTUIO  KIHUEHTYPHBIX  OTHOIICHHM
MPEeANpUATUs TPAHCIIOPTHOM cephl U cepbl TOCTENPUUMCTBA HA TPAHCIIOPTE B
IpoLecce OpraHU3allMM CEepBHCA B a’pONOPTy M HA BO3AYIIHOM CyAHE (IS
CaMOCTOSITEIILHOTO M3y4eHHUst). MeTonbl pa3paboTKU KOMILJIEKCa MEPONPUATUN IO
OpraHu3alyy, I[UIAaHUPOBAHUIO M  MOHMUTOPHHTY JICSITEIbBHOCTH CEPBUCHOM
KOMITaHUU B MPOIIECCe OPraHU3alMU CEpBUCA B a3PONOPTY M HA BO3AYLIHOM Cy/IHE
(nms CaMOCTOSITEIILHOTO U3YUYCHHUS). Mexanuszm OpraHU3alMOHHOTO
OoOCIy>KMBaHMSI ~ aBHAIIMOHHOW  MHPPACTPYKTYpbl W OPraHU3aLMOHHOTO
oOecrieyeHusi Mpollecca CEPBUCHOTO OOCIYXUBaHUA B a’3pONOPTy U Ha OOPTY
BO3JYIIHOTO CyJHa B TMPOIECCEe OpraHu3alyd CcepBUCa B a’ponopTy U Ha
BO3/YIIHOM CY/AHE (JIJI1 CAMOCTOSITEIbHOTO U3y4YeHHsI). MexaHu3M opraHusaiu u
NPOBEJICHNST MAapKETHMHIOBOTO aHaiu3a MOTPEOHOCTH B CEPBUCHBIX YyCIyrax B
a’pomnopTy U Ha OOPTY BO3IYIIHOTO CyJHA B MPOIECCE OpPraHMU3allMi CEpBHCA B
a’poIoOpTy ¥ Ha BO3AYIIHOM CyAHE (JIsI CAMOCTOSITEILHOIO M3y4deHus). MeToabl
OpraHM3alyy U YIPAaBJIEHUS UMYIIECTBOM a3pONOPTOBOTO KOMIUIEKCAa U aKTUBAMHU
CEpPBUCHBIX NPEANPHUITUN Ha TPAHCIOPTE B MPOLIECCE OpPraHU3allMU CEpBHUCA B
a’poIoOpTy M Ha BO3AYIIHOM CyAHE (JJII CaMOCTOSITEBbHOTO M3y4eHHs). MeTosl
orpeseNieHus mokasarenei 3PEeKTUBHOCTU AESITEIbHOCTH MPEANPUITHS CepBUCa
B paMKax TpPaHCIOPTHOTO KOMIUIEKCA B IMPOLECCE OpraHu3aliyd CepBHCAa B
a’poIopPTy U HA BO3AYIIHOM CYJIHE (/11 CAMOCTOSITEIbHOI'O U3YUYECHUS).

Tema 20. OcHoBHbIE TpeOOBaHMSI K MEPCOHANY, y4YACTBYKWOIEMY B
00CJIy’)KUBAHUM MACCAKUPOB HA BO3AYLIHOM TPAHCIIOpPTE

OcHoBHBIE TpeOOBaHUS, K TEPCOHATY, YYacCTBYIOIIEMY B OOCIYXHBaHUU
naccaxxupoB. HopmaTuBHBIE M 3aKOHOJATENbHBIE JOKYMEHTHI B 00JaCTH CepBHUCA
Ha BO3JYIIHOM TPAHCIOPTE MPH OOCTYKHWBAHUM MACCAKUPOB. DOPMaTBHOCTH B
aBUAIIMOHHOW OTpaciid, KOTOphlE HEOOXOJUMO 3HATh TEPCOHATY npu
O0y>KWUBAaHWH ABHAMACCAKUPOB (IIJII CAMOCTOSTEIBLHOTO M3y4deHUs). MexaHusm
BBIOOpA ONTHUMAIBHBIX CIIOCOOOB pPEIIEHUs 3a/lad B paMKaxX MOCTABICHHOH IIEIH,
UCXOJIS U3 AEUCTBYIOIINX MPABOBBIX HOPM, UMEIOIINXCS PECYPCOB U OIPaHUYCHH I
B MpOIECCEe OpraHu3alld CEepBHCa B a’3pONOPTy M HA BO3AYIIHOM CyAHE (s
CaMOCTOSITETILHOTO HW3Y4eHHs). AJNTOpPUTM BbIOOpA ONMTHUMAJBHBIX CIOCOOOB WX
pEeLICHUs, UCXOAs U3 JCHUCTBYIOIIMX ITPABOBBIX HOPM, MMEIOLIMXCS PECYPCOB H
OTPaHUYEHUN B IMPOLECCE OPraHU3alMU CEPBUCA B a3PONOPTY M HA BO3AYIIHOM
CylHE (i1 CaMOCTOSTENIbHOTO HW3y4deHHs). MeToabl OCYIIECTBICHUSI J1€T0BOM
KOMMYHHUKAIlUM B YCTHOM M MHUCbMEHHOW (opmax B MpoOLECcCe OpraHu3aluu
CepBHCa B a3pONOPTY U HA BO3AYIIHOM CYJHE (JJIs1 CAMOCTOSITEIbBHOTO U3YyUEHHS]).
MexaHu3M OCYIIECTBICHUS JAEIOBOM KOMMYHUKAlMM B YCTHOM M NHCBMEHHOU
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dopmax Ha rocyaapcTBeHHOM s3bike Poccuiickoit @enepanuu B mpoliecce
OpraHu3allid CcepBHCa B ad’polmopTy M HA BO3AYIIHOM cyaHe ([
CaMOCTOSATEJILHOTO ~ M3y4eHHs).  MexaHu3M  OCYUIECTBJIEHHUS  JIEJIOBOM
KOMMYHUKALIMM B YCTHOM M MHCbMEHHOW (popMax Ha MHOCTPAHHOM (bIX) S3bIKE
(ax) B mpoliiecce opraHu3aly CEpBHUCa B adpONOPTY U HA BO3AYLIHOM CyAHE (IS
CaMOCTOSITEILHOTO  u3y4eHus). KiHMeHTOOpHEeHTUpPOBAHHBIE TEXHOJIOTHU B
CEpPBUCHOM JEATENHOCTA Ha TPAHCIOPTE B YCJIOBHUSAX B3aUMOJICHUCTBUS C
MOTpeOUTENSIMU, B TOM YHCJI€ HWHTEPHET-NPOABIKECHUSI YCIYr B IIpollecce
OpraHu3allid CcepBHCa B a’3poNOpPTy MW Ha BO3AYUIHOM cynaHe (ans
CaMOCTOSITEJILHOTO M3Yy4deHHus). MexaHu3Mm pa3paboTKH CHUCTEMbI KIHMEHTCKUX
OTHOIICHU M OpraHu3aluu Ipoliecca OO0CITyKUBaHUS MOTpeOUTeNneii Ha OCHOBE
IPUMEHEHMS 3aKOHO/IATEIIbHBIX aKTOB U MPABOBBIX HOPM B MPOIIECCE OPTaHU3aAINH
cepBHCa B a3pOMNOPTY U Ha BO3AYIIHOM CyAHE (JI1 CAMOCTOSITEILHOTO U3YUECHHUS).
MexaHu3M COBEPIICHCTBOBAHUSI CUCTEMbl KIMEHTCKHUX OTHOIIEHWH B CEPBUCHOMN
JEATeIbHOCTH Ha TPAHCIOPTE C MCIOJIB30BAHUEM WHTEPHET-TEXHOJIOTUNA B
npolecce OpraHU3allMM CEepBHCA B a’pONOPTYy M HA BO3AYIIHOM CyAHE (IUIsd
CaMOCTOSITEJILHOTO H3y4yeHus1). MexaHu3M BbIOOpa MaTepHAbHBIX PECYPCOB,
o0opyAOBaHUs NJIs OCYIIECTBIIEHMS Ipoliecca cepBUca (JJIi CaMOCTOSITENIBHOTO
u3ydeHus). MexXaHU3M  TIPOBEJCHUS]  TIEPErOBOPOB  C  KIHMEHTaMH  TIO0
NPETCH3MOHHBIM CIIy4asiM W METOAbl ONPEJACIICHUS TPUYUH BO3HHUKHOBECHUS
NPETEeH3UI B IpOLiecce OpraHu3alliy CEpBHUCA B a3PONOPTY U HA BO3JIYIIIHOM CY/IHE
(mmst  caMOCTOSITENIBHOTO M3y4eHus). MeToabl pa3pabOTKu W HMCIOJIb30BAHMS
TUNIOBBIX TEXHOJIOTMYECKUX TIPOLECCOB (i1 CaMOCTOSATEIBLHOTO HW3Yy4YeHUs).
Metonbl  (GOpMHpOBaHMS U BHEAPEHUS KOPIOPATUBHBIX CTaHAAPTOB U
pErJlaMeHTOB TMPOLIECCOB OOCIyXUBaHUA TMOTpeOuTeneit Ha TpaHcmopTe (Iis
CaMOCTOSITEJILHOTO H3y4YeHUsi). MeTOoapl B3aUMOJICUCTBUS C KIHEHTAMH TI0
OopraHu3aIliy Ipoliecca 00CTyKUBaHUs ToTpeduTenel B cepe rocTepuuMCTBa B
Ipollecce OpraHU3alMKM CepBHCAa B a’pOINOPTy M Ha BO3AYIIHOM CYyAHE (IUIs
CaMOCTOSATEILHOTO M3y4eHUs1). MeTo/bl pa3paboTKu KOMILJIEKCa MEPOTIPUATHINA TIO
COOJIIOICHUIO TpeOOBaHMKM TPOM3BOJICTBEHHON IHUCIMIUIMHBI, IO COOJIIOICHUIO
MpaBWwI MO OXpaHe Tpylda U TOXKApHOW OE30MaCHOCTH MPHU OCYIIECTBICHUH
TEXHOJIOTMYECKOT0 MPOIIECCa B MPOIECCE OpraHU3alluu CEpBUCA B a3pONOpPTy U Ha
BO3JIYIIIHOM CYAHE (IJIs1 CAMOCTOATEIBHOTO U3y4deHus1). Mexanusm HopMupoBaHUS
nejiel W 3a7a4  JESITEIbHOCTH IOAPA3ACICHUM CEPBUCHOW JEATEIIbHOCTU
npeanpusaTus (A7 CaMOCTOSITEIbHOTO U3Yy4YeHHUs). MexaHu3M MNpUMEHEHUs
METOJI0OB OpPraHU3alluu TUIAHUPOBAHUS U MOHUTOPHUHIA ACATEIbHOCTU CEPBUCHOM
KOMITaHUU B TPAHCTIOPTHOH cepe U B chepe TOCTENPUUMCTBA Ha TPaHCTIOPTe (JI1s
CaMOCTOSITEJILHOTO H3y4eHUus1). MeXxaHW3M OpraHu3alid HX BBINOJHEHHUS B
MpollecCe€ OpraHu3allii CEpBUCAa B a’pONOpPTy M Ha BO3AYIIHOM CyAHE (IJs
CaMOCTOSITEJILHOTO M3y4YeHHMs1). MeTo/ibl BbIOOpa OpPraHU3allMOHHBIX PEIICHUN NS
dbopMupOBaHUsl CEPBUCHON CUCTEMBI OOCTYKMBAHUSI C UCIOIb30BAaHUEM METOAO0B
OpraHu3alMy W yOpaBJICHUS B MPOLIECCe OPraHU3alMKU CEPBUCA B a3pOMNOPTY U Ha
BO3IYIIHOM CyAHE (IJIs CaMOCTOSITEJIbHOIO HW3Y4Y€HHUs). AJICOPUTM MPUHSTUS
OpraHU3alMOHHBIX  PEIICHUH 1O  Pa3BUTHI0  KJIHUEHTYPHBIX  OTHOIICHUI
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MPEeANpUATUs TPAHCIIOPTHOU ceprl U cPepbl TOCTENPUUMCTBA HA TPAHCIOPTE B
Ipolecce OpraHu3ali CepBHCa B aj’pONOPTy M Ha BO3AYLIIHOM CyaHE (i
CaMOCTOATEIBHOTO M3y4eHHs). MeTonbl pa3paboTKU KOMILIEKCa MEPONPUATUN O
OpraHu3alyy, IUIAHUPOBAHUIO M MOHHUTOPHHIY JIESTEIIBHOCTH CEPBUCHOM
KOMIIaHUHU B MPOLECCE OPraHU3alMK CEpBHCa B a3POIOPTY U HA BO3YIIHOM CYyAHE
(nms CaMOCTOSITEIBLHOTO U3YUYECHHUS]). Mexanuszm OpraHu3alMOHHOTO
OoOCIy’KMBAaHMSI ~ aBUAIIMOHHOM  MHPPACTPYKTYpbl W OPraHU3aLMOHHOIO
oOecrieueHusi mpolecca CEPBUCHOTO OOCITYXMBaHHUS B a’3pONOpPTy M Ha OOPTY
BO3JYIIIHOI'O CyJHAa B NPOLECCE OpraHu3aldyd CepBHUCAa B ad’pONOPTYy U Ha
BO3/YILIHOM CY/AHE (JIJI1 CAMOCTOSITEIbHOTO U3yueHus ). MexaHu3m opranusaiu u
POBEJICHNS MAapKETHMHIOBOTO aHaliM3a MOTPEOHOCTH B CEPBUCHBIX YyCIyrax B
a’ponopTy U Ha OOPTY BO3IYIIHOIO CyAHAa B MPOIECCE OpPraHMU3alMy CepBHCA B
a’poNopTy M Ha BO3AYIIHOM CyJHE (I CaMOCTOSITEIBHOTO M3y4yeHus). MeToabl
OpraHu3alyy U yNpaBlIeHUs UMYIIECTBOM a3pONOPTOBOr0 KOMIJIEKCAa U aKTUBAMHU
CEPBHUCHBIX NPEANPUSATUNA HA TPAHCIOPTE B MPOLIECCE OpraHU3alMHM CEpBHUCA B
a’poONopTy M HA BO3AYIIHOM CyJIHE (IJIsI CAaMOCTOSITEIHLHOTO M3Y4YeHHs). MeTo bl
omnpejeneHus nokasarenei 3QPEeKTUBHOCTU IEATETLHOCTH MPEINPUSATUSI CEpBUCA
B paMKaxX TpaHCHOPTHOTO KOMILJIEKCa B IPOLIECCE OpraHu3aluu CepBUCa B
a’pONoOPTy U HA BO3AYIITHOM CYIHE (JIJI1 CAMOCTOATEIBHOTO U3YUCHUS).

5.4 TlpakTH4yeckune 3aHATHS

Homep tembr . TpynoeMKoCTh
TemarTrka npakTHUECKUX 3aHITUI
UCIIUILIAHBI (dacel)

IIpaktuueckoe 3anstue Ne 1. «CoctosiHue

1 COBPEMEHHOI'0 aBUAPBIHKA» 2
[TogroroBka K  BBIIOJHEHUIO  CUTYallMOHHBIX
3aJIaHuN
[Ipaktuueckoe 3anarue Ne 2. «Ponp u 3HaueHHE

2 CepBHCa HAa BO3AYIIHOM TPAHCIIOPTE» 2
[logroroBka K  BBINOJHEHUIO  CHUTYallMOHHBIX
3aJlaHuH
[Ipaktuueckoe 3ansatue Ne 3. «DKOHOMHUYECKAS

2 CYIIHOCTh CEpBHUCA Ha BO3AYILIHOM TPAHCIIOPTE» 2
[ToaroToBka K Kpyriiomy CTOJy
[Ipaktnueckoe 3ansitue Ne 4. «HopmartusHo-
npaBoBasi 06a3a B chepe CepBHCHOU AEATEITHHOCTH

3 Ha BO3JYIIHOM TPaHCIIOPTE» 2
[logroroBka K  BBIIOJHEHUIO  CHUTYallMOHHBIX
3aJlaHuH
[Tpaktrueckoe 3anatre Ne 5. «Opranuzanus yciayr

4 B a3pPOIOPTY» 2
[logroroBka K  BBIINOJHEHUIO  CHUTYallMOHHBIX
3aJaHUN

5 IIpakTryeckoe 3ansatume Ne 6. «OpraHu3anus 2
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Homep tembl

TeMaTuka NpakTUYECKUX 3aHATUN

TpyroeMKoCTb

TUACIIATUINHBI (dacwr)

HEABUALIMOHHOM JEATEIBbHOCTH a3pOIOpTa»
[TonrotoBKa K  BBINOJHEHUIO  CHUTYAI[MOHHBIX
3aJlaHu M
[Ipaktuueckoe 3ausatue Ne 7. «IIpaBoBbie
WHCTPYMEHTBI ~ B3aUMOJICUCTBUS  a’poropra U

6 CEPBUCHOU KOMITAHUH» 2
[TonroToBKa K  BBINOJHEHUIO  CHUTYaI[MOHHBIX
3aJTaHuN
[Ipaktyeckoe  3amsitue Ne 8.  «VYcayru

7 naccaxupam Ha OOpTY BO3AYIITHOTO CYyJHA» 9
[TonroToBKa K  BBINOJHEHUIO  CHUTYaI[MOHHBIX
3aJTaHuN
[Ipaktudeckoe 3ansatue Ne 9. «OpraHuzamoHHO-
(byHKIMOHANIBHAS CTPYKTYpPa aBUANPEITIPUITHS TIO

8 OKa3aHMIO YCIIyT accaxupam» 2
[TonroToBKa K  BBIMNOJHEHUIO  CUTYallHOHHBIX
3aJTaHuN
[IpakTueckoe 3aHATHE No 10. «Bunasl

9 UH(GOPMAIIMOHHOTO 00CITY>KMBaHUS a3pONopTa» 5
[logroroBka K  BBIINOJHEHUIO  CUTYallMOHHBIX
3aJTaHuN
[TpakTudeckoe 3ausatue Ne 11. «Ocobbie KaTeropuu

10 NaCCaKUPOB HA BO3AYIIHOM TPAHCIIOPTE» 5
[TogroroBka K  BBIIOJHEHUIO  CUTYallMOHHBIX
3aJITaHuN
[Ipaktuueckoe 3ansatue Ne 12. «Opranuzanus

11 OOpPTOBOIO MUTAHUS B MPETIOJICTHON 30HE» 2
[TogroroBka K  BBIIOJHEHUIO  CUTYallMOHHBIX
3aaHAN
[Ipaktuueckoe 3anstue Ne 13. «IIlpuuuns

12 BO3HUKHOBEHUS TJI00ATBHBIX aBHAAIBSTHCOB» 2
[TonrotoBka K  BBINOJHEHUIO  CHUTYAal[MOHHBIX
3aJlaHuH
[Ipaktueckoe 3anarne Ne 14, «DyHKUUH

13 IIPEACTABUTEIBCTBA ABUAKOMITIAHUN» 2
[TonrotoBKa K  BBIINOJHEHUIO  CHUTYAal[MOHHBIX
3aJlaHuH
[Ipaktueckoe 3anstue Ne 15. «CepBucHas
JEATENBHOCTh 10 OKa3aHUI0 PEKIaMalMOHHBIX

14 yCIYr Taccaxkupam B cpepe  BO3AYUIHOTO 2

TpaHCIIOpTa»
IlogroroBka K  BBINOJHEHUIO CHUTYalIMOHHBIX
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Homep tembl . TpyroeMKoCTb
TeMmaTnka NpakTUYECKUX 3aHATUN
TUACIIATUINHBI (dacwr)
3aaHUN
[Ipaktuueckoe 3anstue Ne 16. «Monens OusHeca
15 JIOYKOCT- aBUAKOMITAaHUI» 2
[TonrotoBKa K  BBINOJHEHUIO  CHUTYallHOHHBIX
3ajaHUN
[Ipaktuueckoe 3anstue Ne 17. «Opranuzanus
15 0o0CITy’)kKMBaHMsSI  TMACCAXHPOB B  JIOYKOCT  — 9
ABHAKOMIAHUSIX»
[loaroroBka K KpyrioMmy CTOJIy
[Ipaktuueckoe 3anstue Ne 18. «OcobeHHOCTH
o0CITy’)kUBaHMsI ~ TIACCAXUPOB  HA  YapTEPHBIX
16 peiicax» 2
[TonroToBKa K  BBIMNOJHEHUIO  CUTYallMUOHHBIX
3aJTaHuN
[Ipaktuueckoe 3anste Ne 19. «MapkeTunr
17 OpraHu3aluy U OKa3aHUs CEPBUCHBIX yCIIYT» 9
[TonroToBKa K  BBIMOJHEHUIO  CUTYallHOHHBIX
3aJTaHuN
[Ipaktudeckoe 3anstue Ne 20. «MapkeTunr
17 COBPEMEHHBIX aBUAKOMITAHUI» 5
[logrotroBka K  BBIIOJHEHUIO  CUTYAaIllMOHHBIX
3aJTaHuN
[Ipaktuueckoe 3anstue Ne 21. «Ilonstue «OpeHAa
17 ABUAKOMITAaHUH 2
IToaroroBka K KpyrioMmy CTOJIY
[Ipaktyeckoe 3anstue Ne 22. «CermeHTanus
18 yCIIyT B cpepe BO3AYITHOTO TPAHCIIOPTa» 2
[TogroroBka K  BBIIOJHEHUIO  CUTYallMOHHBIX
3aJlaHuH
[Ipaktuueckoe 3amste Ne 23. «IIporpammsr
19 JIOSITIBHOCTH JIJISL 4aCTO JIETAIOIINX ACCAKUPOB» 2
[logroroBka K  BBIIOJHEHUIO  CHUTYallMOHHBIX
3aJaHAN
[Ipaktueckoe 3anstue Ne 24. «HopmatuBHBIE U
3aKOHO/ATeNIbHbIE JTOKYMEHTHI B 00JaCTH CEepBHUCA
20 Ha BO3AYUIHOM TPAHCIOPTE MpU OOCIYKUBAaHUU 9
MacCaXupOB»
[logroroBka K  BBIINOJHEHUIO  CHUTYallMOHHBIX
3aJlaHuH
Wroro no gucuumivxe 48
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5.5 JIabopaTopHbIi NPAKTHKYM

JIaGopaTOpHBIi MPAKTUKYM YYEOHBIM IIJIAHOM HE MPETyCMOTPEH.

5.6 CamocrosiTesibHas padoTa

Howmep Ttembr
JTUCIUATUTUHBI

Bunpl camoctosiTenbHON paboThI

TpyroeMKoCTb
(dacsl)

1. 3y4yeHue TeopeTUuuecKoro mMarepualna mo Teme:
«OCHOBHBIE  TEHJCHIIMM  HAa  COBPEMEHHOM
aBHAPbIHKE»

[ToapasymeBaetcsi paboTta ¢ yueOHON JIUTEpaTypoOid
0 BOMpOCaM [IJII CaMOCTOSITEJIbHOM MOATOTOBKH
[1-18].

2. IToATOTOBKA K BBICTYIUICHUSAM Ha MPAKTUYECKOM
3aHATHU C COOOIEHUSIMH.

3. IloaroroBka K yCTHOMY OIPOCY.

4. IloarotoBka K BBINOJHEHUIO CUTYallMOHHBIX
3aJIaHUN.

1. 3yyeHue TEOpETHUUECKOTO MaTepuaia Mo TeMeE:
«CylIHOCTh M pOJIb CEpBHCA HAa BO3AYIIHOM
TPaHCIIOPTE»

[TogpasymeBaeTcsi paboTta ¢ y4eOHON JIUTEpaTypO
0 BOIMpPOCaM ISl CaMOCTOSITENILHOM IMOATOTOBKH
[1-18].

2. IloarotoBka K BBICTYIUIEHUSIM HAa MPAKTUYECKOM
3aHITHUA C COOOIICHUSIMU.

3. IloaroroBka K yCTHOMY OIPOCY.

4. ITonroToBKa K KpyriioMy CTOJY.

5. TlogroroBka K BBINOJHEHUIO 3aJaHUA H
CUTYallMOHHBIX 3aJJaHUN.

1. M3ydyeHue TeopeTndeckoro mMarepuaia mo TeMe:
«HopmaTuBHO-TIpaBoBasi ~ 0asa, peryaupyromas
OpPraHu3alMI0 CEPBHUCA HA BO3YIIHOM TPAHCIIOPTE»
[TogpazymeBaetcsi paboTta ¢ yueOHOM JIUTEpaTypoid
0 BOIIPOCaM [JII CAMOCTOSITEJIBHOM MNOATOTOBKH
[1, 2, 3, 4].

2. IToArOTOBKA K BBICTYIUIEHUAM Ha MPAKTHYECKOM
3aHSITUU C COOOIICHUSIMH.

3. IloAroroBka K yCTHOMY OIIPOCY.

4. IlogrotoBka K BBINOJHEHUIO CHUTYallMOHHBIX
3alaHUI.
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Howmep Tembl
JTACIUATUTUHBI

Bunsl camoctosiTenbHON paboThI

TpyroeMKoCTb
(dacsl)

1. U3yueHue TeopeTHUECKOro Marepuajna Mo TeMme:
«Yclyru, TpeaoCTaBiIsieMble  THacCcaXkhpaMm B
a’pOTIOPTY»

[ToapasymeBaetcsi paboTa ¢ yueOHON JIUTEpaTypoit
0 BONpPOCaM IS CaMOCTOSITCIIBHOW TIOJTOTOBKHU
[1, 2, 3, 4].

2. I[ToaroToBKa K BBICTYIUICHHSIM Ha TPAKTHYCCKOM
3aHSITUU C COOOIICHUSIMU.

3. [loaroroBka K yCTHOMY OIIPOCY.

4. TloaroroBka K BBITMIOJHEHUIO CHUTYAIMOHHBIX
3aJTaHUMN.

1. 3ydyeHue TeopeTuuecKoro mMarepualna mo Teme:
«HeaBuallMoHHasi CEpBUCHasA JESITEIBHOCTh B
a’ponopTy»

[TogpasymeBaetcsi paboTta ¢ ydueOHON JIUTEpaTypOid
0 BOMNpOCaM [IJI1 CaMOCTOSITEJIbHOM MOATOTOBKH
[1-18].

2. IToATOTOBKA K BBICTYIUICHUAM Ha MPAKTUYECKOM
3aHSTHU C COOOIIECHUSIMHU.

3. IloAroroBka K yCTHOMY OIPOCY.

4. TloarotoBka K BBHINOJHEHUIO CHUTYaI[MOHHBIX
3aJIaHUN.

1. M3ydyeHne TeopeTUUeCcKOro mMarepualia Mo Teme:
«IIpaBoBbIC MEXaHHU3MBbI B3aMMOJICHCTBUS
a’pornopTa U CEpBUCHOM KOMITAHUU»
[ToapasymeBaetcsi paboTta ¢ ydeOHON JIUTEpaTypoOu
0 BOIpOCaM [IJI1 CaMOCTOSITEJIbHOM MOATOTOBKHU
[1, 2, 3, 4].

2. IToArOTOBKA K BBICTYIUICHUSIM Ha MPAKTHYECKOM
3aHATHH C COOOIICHUSIMH.

3. IloAroToBKa K yCTHOMY OIPOCY.

4. IloarotoBka K BBHIMOJHEHUIO CHUTYaIlMOHHBIX
3aJlaHUM.

1. M3ydeHue T€OpeTUYECKOro Marepuaia Mo TeMe:
«Ycllyru, NpelocTaBIsIeMbIe MTacCaKUpaM Ha OOPTY
BO3JYIIHOTO CyJHa»

[TogpazymeBaetcsi pabota ¢ yueOHOU JIUTEPATYpOit
0 BOIIPOCaM [JIsI CAMOCTOSITEJIBHOM MNOATOTOBKH
[1, 2, 3,4,5]

2. IToArOTOBKA K BBICTYIUIEHUAM Ha MPAKTHYECKOM
3aHSITUU C COOOIICHUSIMU.

3. IloaroroBka K yCTHOMY OIIPOCY.
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Howmep Temebl
JTUCIUTIINHBI

Bunsl camoctosiTenbHON paboThI

TpyroeMKoCTb
(dacsl)

4. TloarotoBka K BBINOJHEHUIO CHUTYaIlMOHHBIX
3aJaHUN.

1. 3ydyeHue TeOopeTUUECKOro maTepuaia Mo TeMme:
«Opranu3alliOHHO-(QDYHKIIMOHANIbHAS ~ CTPYKTypa
aBHAIIPEAIIPUATUS IO TPOU3BOACTBY M peau3alliu
YCIIYT MAaCCaAXKUPaAM»

[ToapasymeBaetcsi paboTta ¢ yueOHON JIUTEpATypoOid
0 BOMpOCaM [IJI1 CaMOCTOSITEJIbHOM MOATOTOBKH
[1, 2, 3, 4].

2. IToATOTOBKA K BBICTYIUICHUSM Ha MPAKTHYECKOM
3aHSITUU C COOOIICHUSIMU.

3. IloAroroBka K yCTHOMY OIPOCY.

4. TloarotoBka K BBHINOJHEHUIO CHUTYaIIMOHHBIX
3aJITaHUN.

1. I3ydyeHue TEOpETUUYECKOro MaTepuaia Mo TEeMeE:
«Opranuzanus UH(OPMAIIMOHHO-CITPABOYHOTO
00CITy>KUBaHUSI NacCaXupoB BO3/yIIHOTO
TpaHCIIOpTa»

[TogpasymeBaeTcsi paboTta ¢ yueOHON JIUTEpATypO
0 BOINpPOCaM ISl CaMOCTOSITEIbHOM MOJATOTOBKH
[1-18].

2. TloarotoBka K BBICTYIUIEHUSIM HA MPAKTUYECKOM
3aHITHUA C COOOIICHUSIMU.

3. IloAroTroBka K yCTHOMY OIPOCY.

4. lloarotoBka K BBINOJHEHUIO CUTYallMOHHBIX
3aJIaHUN.

10

1. N3yueHne TeOpeTHUECKOro Marepuaja Mo TeMe:
«Opra"uzanus TPEeJOCTABICHUS YCIYT OCOOBIM
KATErOPUSIM ITACCAKUPOB»

[TonpazymeBaeTcst pabota ¢ yueOHOU JTHUTEpaTypOit
II0 BOIIPOCaM [JIsI CAMOCTOSITEJIBHOM MOATOTOBKH
[1,2,3,4,5]

2. IToArOTOBKA K BBICTYIUIEHUSIM HA NPAKTHYECKOM
3aHSITUU C COOOIICHUSIMU.

3. IloAroroBka K yCTHOMY OIIPOCY.

4. IloarotoBka K BBINOJHEHUIO CHUTYallMOHHBIX
3aJJaHHM.

11

1. M3ydeHue T€OpeTHYECKOro Marepuaia Mo TeMe:
«boprnutanue, Kak BU] CEPBUCHOI'O
o0clly>)kuBaHusi Ha OOpPTY BO3AYIIHOTO CyJHAa H
TpeOOBaHUs K €ro OpraHu3alumn»

[TogpazymeBaetcsi paboTta ¢ yueOHOM JIUTEpaTypoid
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Howmep Temebl
JTUCIUTIINHBI

Bunsl camoctosiTenbHON paboThI

TpyroeMKoCTb
(dacsl)

0 BOMpPOCaM ISl CaMOCTOSITEIbHOM MOJATOTOBKH
[1, 2, 3, 4].

2. TloaroToBKa K BBICTYIUICHUSIM HAa MPAKTUYECKOM
3aHATHH C COOOIEHUSIMH.

3. [loarotroBka K YCTHOMY OIIPOCY.

4. TloaroTtoBKa K BBINOJHEHUIO CHUTYallMOHHBIX
3aJITaHUMN.

12

1. 3ydyeHue TeopeTUUecKoro mMarepuaina mo Teme:
«ABUAIIMOHHBIC AJIbSIHCBI, Kak ocobas ¢opma
00CITy>KUBaHUSI TTACCAKUPOB»

[ToapasymeBaetcsi paboTta ¢ yueOHON JIUTEpATypoOid
0 BOMpOCaM [IJI1 CaMOCTOSITEJIbHOM MOATOTOBKH
[1, 2, 3,4,5]

2. TloaroToBka K BBICTYIUICHUSIM Ha MPAKTUYECKOM
3aHATHU C COOOIEHUSIMH.

3. IloaroroBka K yCTHOMY OIPOCY.

4. TloaroTtoBka K BBIMOJHEHUIO CHUTYallMOHHBIX
3aJIaHUN.

13

1. 3yyeHue TEOpEeTHUUECKOTO MaTepuaia Mo TeMeE:
«]IpencTaBUTENBCTBO aBUAKOMIIAHUM, KAK 3JIEMEHT
OKa3aHUs CEPBHUCHBIX YCIYI aBHANaccaxupam»
[TogpasymeBaetcsi paboTta ¢ yueOHON JIUTEpaTypoOt
0 BOIMpPOCaM ISl CaMOCTOSITEIbHOM MOJATOTOBKH
[1, 2, 3,4,5]

2. IloarotoBka K BBICTYIUICHUSIM HAa MPAKTUYECKOM
3aHSATHUA C COOOIICHUSIMU.

3. IloaroroBka K yCTHOMY OIPOCY.

4. IloaroTtoBKa K BBINOJIHEHUIO CUTYallMOHHBIX
3aJlaHUM.

14

1. M3ydeHue T€OpeTHYECKOro Marepuaia Mo TeMe:
«PexmamanmonHas pabora, KakK DIIEMEHT
OpraHu3alMd W OKa3aHHUs CEPBUCHBIX  YCIyT
ABUAKOMITaHUEH»

[TogpazymeBaetcsi paboTta ¢ yueOHOM JIUTEpaTypoid
0 BOIIpPOCaM [JIs CAMOCTOSITEJIBHOW IMOATOTOBKH
[1, 2, 3, 4].

2. IToArOTOBKA K BBICTYIUIEHUAM Ha MPAKTHYECKOM
3aHATHH C COOOIICHUSIMU.

3. IloAroroBka K yCTHOMY OIIPOCY.

4. TloarotoBKa K BBINOJHEHUIO CHUTYAIlMOHHBIX
3alaHUM.
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Howmep Temebl
JTUCIUTIINHBI

Bunsl camoctosiTenbHON paboThI

TpyroeMKoCTb
(dacsl)

15

1. M3y4yeHne TEOopeTHYECKOTO MaTepuaja Mo TeMe:
«Ycnyru, MIPEIOCTaBIISIEMbIC naccaxxupam
ABUAKOMITAHUSIMHU — JIOYKOCT»

[ToapasymeBaetcsi paboTa ¢ yueOHON JIUTEpaTypoit
10 BOIPOCaM IS CaMOCTOSTEIIBHON ITOJATOTOBKH
[1-18].

2. I[ToaroToBKa K BBICTYIUICHHSIM Ha TPAKTHYCCKOM
3aHSITUU C COOOIICHUSIMU.

3. [ToaroToBKa K YCTHOMY OTIPOCY.

4. TToaroToBka K KpyriioMy CTOJY.

5. TloaroTtoBka K BBITIOJHEHUIO
CUTYaIIMOHHBIX 33JIaHUH.

3aJIaHU |

16

1. I3ydyeHue TEOpETUYECKOro MaTepuaia Mo TEeMeE:
«OO0CyXKMBaHUE TMACCAXUPOB TP  YapTEPHOU
MIEPEBO3KE U YCIYTH JICJIOBOM aBUAIIUU»
[TogpazymeBaetcsi paboTta ¢ yueOHON JIUTEpaTypOid
0 BONpOCaM [JIi CaMOCTOSITeJIbHOM MOATOTOBKH
[1, 2, 3, 4].

2. IToATOTOBKA K BBICTYIUICHUAM Ha MPAKTUYECKOM
3aHSTHHU C COOOIIECHUSIMHU.

3. IloaroroBka K yCTHOMY OIPOCY.

4. TloarotoBka K BBINOJHEHUIO CHUTYaIIMOHHBIX
3aJIaHUN.

17

1. M3ydyeHne TeopeTHYecKoro marepuaia mo TeMe:
«MapKeTHUHI OpTaHHU3allid U OKa3aHUsl CEPBUCHBIX
yCIIYT B TPAHCIIOPTHOM cdhepe»

[TogpasymeBaetcsi paboTta ¢ yueOHON JIUTEpaTypO
0 BONpPOCaM JJII CaMOCTOSTEIbHON IOJATOTOBKH
[1-18].

2. [ToaroToBKa K BBHICTYIUICHHSIM Ha MPAKTHYECKOM
3aHITHH C COOOIICHUSIMH.

3. IloAroToBKa K yCTHOMY OIPOCY.

4. IlogroroBka K KpyrioMy CTONYy.

5. TloaroroBka K BBITIOJTHECHHUIO
CUTYaIIMOHHBIX 3aJIaHU.

3aJlaHUA WU

18

1. M3ydeHue T€OpeTHYECKOro Marepuaia Mo TeMe:
«CerMeHTalusl yciIyr Ha PbIHKE B TPAHCIOPTHOM
cdepe, B TOM YUCII€ HA PHIHKE aBUATIEPEBO30K»
[TogpazymeBaetcsi pabota ¢ yueOHOU JUTEpaTypoi
0 BOIMPOCaM JUIsi CaMOCTOSITEIbHOM MOJATOTOBKH
[1, 2, 3, 4].

2. IToaroToBKa K BBICTYIUIEHUSM HA MPAKTHYECKOM
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Howmep Tembl
JTACIUATUTUHBI

Bunsl camoctosiTenbHON paboThI

TpyroeMKoCTb
(dacsl)

3aHATHUH C COOOIIEHHUSIMH.

3. [loaroroBka K yCTHOMY OIPOCY.

4. TloaroTtoBKa K BBINOJTHEHUIO CHUTYaIllMOHHBIX
3aJaHMH.

19

1. M3yueHne TEOpEeTHUECKOTO MaTepHuaia 1Mo TeMme:
«O0cnyxuBanue VIP-maccaxupoB Ha BO3AYLIHOM
TPaHCIIOPTE»

[lonpazymeBaetcst pabota ¢ yuyeOHOU JUTEpaTypoi
10 BOMPOCaM /IS CAMOCTOSATEIBHOW TOArOTOBKH
[1, 2, 3, 4].

2. [loaroToBKa K BHICTYIUICHHSIM Ha MPAKTHUYECKOM
3aHATHH C COOOIIEHUSMH.

3. IloaroToBka K yCTHOMY OTIPOCY.

4. TlomroroBka K BBHITIOJTHCHHIO CHTYAI[MOHHBIX
3aJITaHUMN.

20

1. I3ydyeHue TEOpPETUYECKOro MaTepuaia Mo TEeMeE:
«OCHOBHBIE TpeOOoBaHUs K MepCcoHAIYy,
y4acTBYIOIIEMY B OOCIYXMBaHUU TMACCaXUPOB Ha
BO3JIYLITHOM TPAHCIIOPTE»

[TogpasymeBaetcsi pabora ¢ ydeOHOU JUTEpaTypOi
0 BOINpPOCaM JUIsl CaMOCTOSITEIbHOM MOJATOTOBKH
[1, 2, 3, 4].

2. IloarotoBka K BBICTYIUIEHUSIM HAa MPAKTUYECKOM
3aHSATHUA C COOOIICHUSIMU.

3. IloAroroBka K yCTHOMY OIPOCY.

4. lloarotoBka K BBIINOJHEHUIO CUTYalMOHHBIX
3aJIaHUN.

Hroro o nucrmruimae

120

5.7 KypcoBbie padoTbl

KypcoBbie paboThl y4eOHBIM MJIAHOM HE MPETyCMOTPEHBI.

6  YueOHO-MeToaMueckoe W HHGOPMaAIMOHHOE

AUCHHUIIIINHBI

a) OCHOBHasl JIUTEpaTypa:
1 babokun, I'. 1. OcHOBBI (P)YHKIIMOHMPOBAHUSN CHCTeM cepBuca. B 2 4.
Yacte 1: yuebnuk gms By3oB [Tekct] / I'. U. babokun, A. A.IloakonsuH,

E. b. KontecaukoB. — 2-¢ wu3na., mepepad. m gom. — Mocksa : M3gaTenbcTBo
IOpaiit, 2020. — 423 c. — (Bricmiee ob6pa3oBanue). — ISBN 978-5-534-06221-2.
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- [Onextponnbii pecypc]. - Pexum gocryma: https://urait.ru/bcode/454399 —
3ari. ¢ 3kpaHa. cBOOOAHBIN nocTyn (naTa oopamenus: 11.05.2021).

2 ba6okun, I'. 1. OcHOBBI (pyHKIIMOHMPOBAHUSA cHCTeM cepBuca. B 2 4.
Yacte 2: yuebnuk pns By30B [Tekct| / TI'. U. babokun, A. A.Ilogkon3us,
E. b. KonecuukoB. — 2-¢ wu3n., nepepad. u gom. — Mocksa : M3narenscTBo
Opaiit, 2020. — 407 c. — (Bricmiee o6pazoBanue). — ISBN 978-5-534-06223-6.
- [Onextponnbiii pecypc]. - Pexum gocryma: https://urait.ru/bcode/455109 —
3ari. ¢ sKkpana. cBoOoaHEIN moctyn (marta oopamienus: 11.05.2021).

3 Opranuzanusi 00CayKMBAHUS BO3AYIIHOI0 JABMKEHUS . YUCOHUK IS
CpEIHETO poheCCHOHATILHOTO obpazoBanus [TekcT] /[ A.]l. dunun,
A. P. bectryrun, B. A. CannukoB ; noa HayuyHou penakiuen FO. I'. IllatpakoBa. —
MockBa : WsznarensctBo [Opaiit, 2020. — 515c.— (IIpodeccronanbHoe
obpazoBanue). — ISBN 978-5-534-07607-3. — [DnekTpoHHbIN pecypc]. - Pexum
nocryma: https://urait.ru/bcode/455326 (nara ooparmienus: 12.05.2021).

0) IOTMOTHUTENIbHAS IUTEpaTypa:

4 KuneoB, E. H. DxoHomuka u ynpapiieHHe couHaabLHON cdepoii
[DnexTponnblii pecypc] : yueonuk / E.H. Xunsuos, E.B. Eropos ; mox pea. E.H.
XKunsuosa, E.B. EropoBa. — OnekTpoH. aaH. — Mocksa : JlamkoB u K, 2015. —
496 c. — ISBN 978-5-394-02423-8 - [OnexTpoHHbIi pecypc]. - Pexum gocryna:
https://e.lanbook.com/reader/b/ook/61076/#1 . — 3ara. ¢ skpaHa. CBOOOHBI
noctyn (mata oopamenus: 11.05.2021)

5 Komapo, H.M. VYmnpapjenune Ka4ecTBOM U HHPPACTPYKTYpa
NnpeANpPUATHII cepBUCa OBLITOBOI M 0QHCHON TEXHUKHU [ DJIEKTPOHHBIN pecypc] :
yueOHoe mocobue / H.M. Komapor, T.U. 3Bopeikuna, A.B. Makcumos, JI.B.
Cym3una. — OnekTpoH. gaH. — Mocksa : COJIOH-IIpecc, 2012. — 128 c. —
ISBN 978-5-91359-105-0- [Onextponnbii pecypc]. - Pexum gocryna:
https://e.lanbook.com/reader/book/13809/#1 . — 3arn. ¢ 3kpaHa. CBOOOTHBIN
nocty (mara oopamenus: 11.05.2021)

6 Koponepa, E.A. CepBucosiorusi [Tekct]: Texctol nekiuii. Yacts 1/ E.A.
Koponesa, B.C. Ilamun. — Cankt-IletepOypr, 2016. KonuuectBo 3x3emruisipos 20.

7 Komenesa T.H. Pojab M MecTO CepBHCHBIX YCJAYI HAa BO3AYUIHOM
Tpancnopre: yueonoe nocodue [Texct] / T.H. Komenesa. — CII6.: U3marenbcTBO
«KynstUudopmIIpecer, 2017. — 89 c. KonnaectBo sx3emiusipos 30.

B) NEpPe4YeHb PEeCypcoB HH(OPMALIMOHHO-TEIEKOMMYHUKAIMOHHON CETH

«HaTepueT:
8 Odunuanbubiii caidt @DeaepanbHOll CaY:KObI ToCyIapCcTBEHHOI
CTATHCTHKHM [DJCKTpOHHBIA pecypc]. - Pexum moctyma: http://www.gks.ru/

cBOOOIHBIN ocTyn (naTa oopamenns: 11.05.2021).

9 Opummanbublii cailt Munucrepcrsa punancoB P® [DnexTpoHHBIN
pecypc]. - Pexxum goctyma: http://www.minfin.ru/ru/cBoboaubiit gocTym (nmara
obpamenus: 11.05.2021).
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10 Odunuanbublii  cailT
[OnexkTpoHHBIM pecypc]. - Pexum pgoctyna:
noctyn (nata oopamenwus: 11.05.2021).

11 Odunuanbubiii caiit @DenepajbHOH AHTUMOHOMOJIBHON CIY:KObI
[DnexTponHblii pecypc]. - Pexxkum nmoctyma: http://www.fas.gov.ru/cBo6oaHbrii
noctyn (nata oopamenus: 11.05.2021).

12 Opunnansuelii caiit banka Poccun [DnextponHubliil pecypce]. - Pexum
nocryma: http://www.cbr.ru/cBodoansiii noctym (mara oopamenus: 11.05.2021).

13  Od¢mumanbubiii  caiiT  kypHaga «Bompocsl  3KOHOMMKHN»
[DnexTponHblii pecype]. - Pexkum gocrtyma: http://www.vopreco.ru/cBo6o Hbli
noctyn (mara odpamenus: 11.05.2021).

14  OdunuanpHblii caiiT HAUOHAJBHOIO  HCCJIEI0BATEIbCKOIO
yHHMBepcuTeTra BpIcInasi K012 3KOHOMHKHM [DIEKTPOHHBIN pecypc]. - Pexum
nocryma: http://www.hse.ru/cBo6oausiii qoctyn (gata odoparienus: 11.05.2021).

@enepabHOl  HAJOIOBOM  CIIYKOBI
http://www.nalog.ru/cso6oaHbrit

r) IpOrpaMMHOE obecrnieueHne (JTUIICH3UOHHOE, CBOOOHO
pacmnpocTpaHsiemMoe), 0a3bl JaHHBIX, HH()OPMAIMOHHO-CIPABOYHBIC M ITOHMCKOBBIC
CHUCTEMBI:

15 bubauoreka CII6I'Y I'A [DnextpoHHbI pecypc]. — Pexxum mgoctyma:
http://www.biblioclub.ru / cBo6oanbIit mocTym (nata oopamenus: 11.05.2021).

16 Oopa3zoBaTtenbnas miaatrdpopma «kOpaiiT» [DnexkTpoHHBIN pecypc]. —
Pexxum nmoctyma: https://urait.ru/library/vo / ceoGomubIi 10oCTyH (HaTa oOpaIieHus:
11.05.2021).

17 Poccuiickasi HAUMOHAJBbHASA OMOJMOTEKA [DIEKTPOHHBIM pecypc]. —
Pexxum pocryma: http://www.nlr.ru / cBoOGomHBIH mocTyn (mata oOpalieHHS:
11.05.2021).

18 DekTpoHHO-0UOIHOTeYHAsA cucTeMa «JIaHb» [DIEKTPOHHBIN pecypc].
— Pexum pocryma: https://e.lanbook.com/books / cBoOomHbIi mocTym (narta
obpamenus: 11.05.2021).

7 MaTtepuajibHO-TeXHUYECKOe o0ecrnevyeHue 1 CIUILIHHbI

HaumenoBan| HaummenoBanue | OcCHaIIEHHOCTD ITepeuenb
ue CICIUATBHBIX CHCTIHAITEHBIX JIMIICH3HOHHOTO
JUCIUIUIMHBI| TOMEIICHUH U TIOMEIICHUH U IPOTPaMMHOTO
MMOMENICHUH [T | TOMEIIEHUN IS obOecrnieueHusl.
CaMOCTOATEIBHOM | CAaMOCTOSITETbHON PexBr3UTHI
paboThI paboThI TIOJITBEPIKIAIOIIECTO
JIOKYMEHTa
Opraamzamusal Ayn. 319 - | Kommiekr Adobe Acrobat Reader
cepBuca B aymutopus i | yaeOHoi meberm | DC (freeware)
a’pOIOPTY M | MPOBEACHUS (30 mecT) Adobe Flash Player
Ha 3aHITHHA Mynetumenuiinel | (freeware)
BO3IYIITHOM | JIEKITAOHHOTO it mpoekTop Acer | Kaspersky Endpoint
CyJHE THUTIA, OKpaH Security 10 (mumeH3wust

62



http://www.nalog.ru/
http://www.fas.gov.ru/
http://www.cbr.ru/
http://www.vopreco.ru/
http://www.hse.ru/
http://www.biblioclub.ru/
https://urait.ru/library/vo
http://www.nlr.ru/
https://e.lanbook.com/books

HaumenoBan| HaummenoBanne | OCHalI€HHOCTH ITepeueHb
ue CHELMAIbHBIX CHeLMAILHBIX JIMLICH3UOHHOTO
JUCUMILUIAHBI| MOMEIICHUN U MMOMECILCHUHN U MIPOrPaMMHOTO
MOMCILCHUM IJI1 | HNOMEIICHUN JJIS oOecIieueHMsI.
CaMOCTOSITCJIbHOM | CAMOCTOSTSIILHOM PexBu3uThI
paboThI paboThHI MTOITBEPKIAIOIIETO
JIOKYMEHTA
196210 . Hoytoyk HP630 | Ne OAFE-180731-

CaHkT- 132011-783-1390)
[TetepOypr, yi1. K-Lite Mega Codec Pack
[Munoros, qoM (freeware)

38, mut. A Microsoft Office
[TpodeccronanbHbIi
mwaroc 2007 (muren3us Ne
43471843 ot 07 depans
2008 roma)

Mozilla Firefox
(MPL/GPL/LGPL)

Ultra Defrag 7.0.2 (GNU
GPL 2)

Unchecky (freeware)
WInRAR 3.9 (JIunensus
Ha Spb State University
of Civil Aviation)
Windows 7 (mumen3ust Ne
46231032 ot 4 nexabps
2009 rona)

Ayn. 315a - Kommiekt

ayIUTOpHUsA I | yaeOHOM Mebenn

MIPOBEICHUS (16 mecT)

3aHSTUN

CEMUHAPCKOTO

TUTIA,

196210 r.

Cankr-

[TetepOypr, yiI.
ITunortos, 1oM
38, mut. A

AynaTopuu I CaMOCTOSTENbHON paOOThl, XpaHEHUS U MTPOPUITAKTUIECKOTO
o0cmyKrBaHMs y4eOHOTO 000PYyTI0BaHUS

Ayn. 322 - Komrmiekr Windows 7 Professional
aynuropus nisi | yaeOnon mebenun | (umensus Ne 46231032
camocTosTensHo | (21 MecTo) ot 4 nexadbpsa 2009 rona)
i paboThI, [TpunTep MicrosoftOfficeStandart
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HaumenoBan| HaummenoBanne | OCHalI€HHOCTH ITepeueHb
ue CIEITUATBHBIX CeIUaTbHBIX JUTICH3UOHHOTO
TUCITUTUTMHBI| TTOMEIICHUH | TIOMEIICHUN U IPOrPaMMHOTO
IMMOMEIICHUM [T | TOMEIEHUN IS obOecrieueHusl.
CaMOCTOATENBHOM | CAMOCTOSITEIIbHON PexBusuThI
paboTHI paboThI MIOITBEP K TATOIIETO
JIOKyMCHTA
196210 . CanonLBR - 2007 (uuenH3us
CaHkr- 1120; Ne 47653847 ot 9 HOsIODs
[letepOypr, yn. | MOY 2010 rona)
[Tunoros, qom EcosysM2035dr; | ABBYY FineReader 10
38, muT. A Monutop LG Corporate Editional
23EN43T-B; (munensus Ne AF 10
Cuctemnsriit 6510k | 3S1V00 102 ot 23
KOMIUIEKT Ne 1 nexadps 2010 r.)
RamecStorm. Kaspersky Anti-Virus
Cucremusblil 60k | Suite s WKS u FS
koMmrIuiekT Corel (munensus No
7-800-70 1D0A170720092603110
550 ot 20 uronsa 2017
roza)
Ayn. 320 - Komrutexr Adobe Acrobat Reader
ayautopus 1 | yueOHoi mebenn | DC (freeware)
camocTosaTeasHo | (12 mecr) Adobe Flash Player
il paboTHI, Hoytoyk HP-INC | (freeware)
196210 1. — 2 1T, K-Lite Mega Codec Pack
CaHkTt- Hoytoyxk (freeware)
IletepOypr, yn. | LENOVO -2 Microsoft Office
[TunoToB, nom IT; [TpodeccronanbHbIi
38, nut. A JloxyMeHT- witoc 2007 (muuen3ust Ne

kamepa 1Q Board
— 1 mr.

43471843 ot 07 deBpans
2008 roxa)

Mozilla Firefox
(MPL/GPL/LGPL)

Ultra Defrag 7.0.2 (GNU
GPL 2)

Unchecky (freeware)
WINRAR 3.9 (unen3us
Ha Spb State University
of Civil Aviation)
[paiiBepa u ux
KOMIIOHCHTHI.

Kaspersky Anti-Virus
Suite gt WKS u FS
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HaumenoBan| HaummenoBanne | OCHalI€HHOCTH ITepeueHb
ue CHELMAIbHBIX CHeLMAILHBIX JIMLICH3UOHHOTO
JUCUMILUIAHBI| MOMEIICHUN U MMOMECILCHUHN U MIPOrPaMMHOTO
MOMCILCHUM IJI1 | HNOMEIICHUN JJIS oOecIieueHMsI.
CaMOCTOSITCJIbHOM | CAMOCTOSTSIILHOM PexBu3uThI
paboThI paboThHI MTOITBEPKIAIOIIETO
JIOKYMEHTA
(nmuuen3us No
1D0A170720092603110
550 ot 20 mronsa 2017
roja)
ZOOM.US (Bepcus Neo
549)

8 O0pa3oBaresbHbIC U HHPOPMALMOHHBIE TEXHOJIOTHH

B mpouecce npenomaBaHusi AUCUUIUIMHBI «OpraHusanus CcepBuUca B
a’pomnopTy U Ha BO3AYUIHOM CYAHE» HCIOJB3YIOTCS KiIacCHYecKue (POpMbI U
METObl OOYUYEHUS: BXOJHOU KOHTPOJIb, JICKIIMH, TPAKTHUCCKUE 3aHITHUS, KPYTIIBINA
CTOJ, caMocCTOsiTelbHass paboTa OOydYalIIUXCSd W METOJ pa3BHUBAIOICHCS
KOOTIEpaIiu.

B pamkax wW3ydeHHMs JOUCLUILIMHBI
cienyrome oopa3oBaTeIbHbIe TEXHOIOTHUH.

BxogHOoil KOHTpOJIb TMpegHa3HAuY€H [JIsl BBIABICHUS YPOBHS YCBOCHHS
KOMIIETEHIIUN O00yJarouMcs, HEOOXOAMMBIX TMepea H3yYeHUEeM JIUCIMILIAHBI.
BxoaHo#l KOHTPOJIb TPOBOAMTCS MPENOAABATENEM C LEIbI0 KOPPEKIUH Mpoliecca
YCBOCHHMS 00YJaIOUUMUCS NUIaKTHIecKuX eauHuIl. OH ocymiecTBiseTcss B hopme
YCTHOTO oOIlpoca MNo BompocaMm aucuuiuinHbl: «CepBucosnorus («BBeneHue B
npodeccuron)», «MeHEeIKMEHT B CEPBUCEY», « IKOHOMHUKA MPEIIPHUITHS CEPBUCAY,
«IIpodeccruonanbHasi 3THUKa, CTaHAApPTH3aLMA, CEePTUPUKAIUS U YIpaBICHHUE
KaueCTBOM B CEPBHCHOM OOCTy:KMBaHUNY, «OpraHu3anus mpeanpruHIMAaTeIbCKON
JIESTENBHOCTH B cpepe cepBrca Ha TPAHCIIOPTE», «YTPABICHHUE MPEANPUATUIMHU
cepBuca Ha TpaHcropte», «CepBHUCHasi JEATEIBHOCTh HA TPAHCIOPTEY,
«lIcuxonornss W CcOLMOJIOrMSA YNOPABICHUS CEPBUCHOW JIESATEIBHOCTBIO B
TpaHcopTHOU cdepe», «TexHuueckue cpeacTBa MNPEANPUITHH CepBHCA Ha
BO3JYIIIHOM TpaHCHOpTe», «IHHOBalMOHHBIE TEXHUYECKHUE CPEJCTBA B CEPBUCHOM
OOCTy)KMBaHMHM  TACCAXUPOB B  TpaHCHOPTHOW  cdepe», «IKOHOMHUKA
HHOPACTPYKTYPHOTO OOCITY>)KHBAaHUS a’POMOPTOBBIX KOMIUIEKCOBY», «DKOHOMHKA
CEpPBUCHOT0 00CIyKUBaHUS a3pONOPTOBY, «Peknama u cBA3U ¢ 00111€CTBEHHOCTHIO
B cdepe cepBuca Ha TpaHcmopre», «UHTEerpupoBaHHbIE KOMMYHUKAIUH W
KOMMYHHUKAIIMOHHBIM MEHEKMEHT B cpepe CEepBUCAY.

TpanunonHasi JIEKIUsI COCTABJISIET OCHOBY TEOPETHYECKOro OOy4YeHHUs B
paMKax AUCHUILIMHBL. JIeKiusi kKak oOpa3oBaresibHAs TEXHOJOTUS MPEACTaBIsET
co0Ol yCTHOE, CUCTEMAaTHYEeCKU MOCJIEeI0BATEIbHOE U3JI0KEHHUE IMPEIojjaBaTesieM

npearojgaracTtca HMCIO0JIb30BATb
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y4eOHOro Mmarepuana M aKTyaJbHbIX HAyYHbIX 3HAHUW C LEJIbI0 OpraHu3aluu
LIEeJICHANPABICHHON  IO3HABaTEIbHOW  JEATENBHOCTH  OOYYaIOIIMMHCS IO
OBJIaJICHUIO 3HAHUSMH, YMEHUSIMU U HaBbIKAMU YUTAEMOW AUCLUIUIMHBI. JIeKIus
IpeHa3HaYeHa JJI1 PACKPBITUS COCTOSIHHMS U TMEPCIEKTUB PA3BUTUS CEPBHCHBIX
3HAHUW B COBPEMEHHBIX YCIOBHUAX. B JIEKIMU Aenaercs aklEeHT Ha pean3aluio
TJIaBHBIX MJIEW W HaNpaBieHU B M3YYEHUM IHUCLUIUIMHBI, JAETCS yCTAHOBKA Ha
MOCJIEAYIONIYI0 CaMOCTOSITENIbHYIO pabory. Ha nexuum KOHUEHTpHUpyeTCs
BHHMaHUE OOydYaroluxcs Ha HauOojee CIO0XKHBIX M Y3JIOBBIX BOIPOCAX,
CTUMYJIMPYETCS WX aKTHBHAs IO3HAaBaTeNbHAs AesATenbHOCTh. [lo aucuurimHe
«Opranuzanus cepBuca B a’poONoOpTy M HAa BO3AYUIHOM CYJIHE» IUIAaHUPYETCS
npoBe/ieHne  MHQOPMALMOHHBIX  JIEKIMH,  KOTOpble  HAmpaBlieHbl  Ha
CUCTEMATU3UPOBAHHOE M3JI0KEHHE HAKOIUICHHBIX U aKTyaJIbHBIX HAYYHBIX 3HAHUM
B IIPeIMETHOM 00JIACTH AUCIMIIINHBI.

Benymum  MeTogqoM B JIGKIMM  BBICTYNAET  YCTHOE  U3JIOKEHHE
npernojaBaTeieM yueOHOro Marepuasia, KOTOPOE COYETAeTCsl C MCIOJIb30BaHUEM
cpeast PowerPoint, Word, Excel ¢ menpto pacimumpeHusi o0pa3oBaTeIbHOTO
UH(POPMAIIMOHHOTO TIOJI, TMOBBIIIEHUS CKOPOCTH OOpabOTKM U mepenadu
uHpopmanmu, obecnieueHuss yaoOCcTBa MpeoOpa3oBaHUS U CTPYKTYPUPOBAHMS
uHbOpMAaIIMH 1711 TPAaHC(POpPMALIUU €€ B 3HAHHE.

[IpakTtuueckue 3aHATHS TO JUCHUIUIMHE TMPOBOJATCS B COOTBETCTBUH C
y4eOHO-TEMAaTHUYECKUM IIJIAHOM IO OTAENbHbIM rpynnam. llenp mpaxktuueckux
3aHATUN — 3aKPENUTh TEOPETUYECKHE 3HAHUS, IMOJIyYeHHble OOydYarolMMUCS Ha
JEKIUAX W B PE3yJbTaTe CaMOCTOATENIBHOIO HW3Y4YEHUS COOTBETCTBYIOIIMX
pa3fesioB PEKOMEHAYEMOM JUTepaTypbl, a TakXke MpUOOpPECTH HadallbHbIE
IIPAKTUYECKUE HABBIKM JTHUCLHUIIMHBI «OpraHusanus cepBHca B a’poIOpTy U Ha
BO3AYIIHOM cyaHe». IlpakTudeckue 3aHATHS TNpedHa3HA4YeHbl I Oosee
riiyOOKOT0 OCBOCHMSI M aHAJIM3a TEM, U3y4aeMbIX B paMKaXxX JaHHON AUCLUIUIMHBI.

[IpakTHyeckue 3aHATUS — 3TO METOJ PENPOAYKTUBHOIO OOydYeHus,
o0ecTieUrBaIOIINN CBSI3b TEOPUU W TPAKTHUKHU, COJCUCTBYIONIUN BBIPAOOTKE Y
00yyaroUMXxcs yMEHUHA U HaBBIKOB MPUMEHEHUS 3HAHUM, MOJyUYEHHBIX HA JIEKIHH
U B XOJI€ CaMOCTOSITeNIbHON paboThl. [IpakTHyeckue 3aHATUS Kak 0Opa3oBaTeabHas
TEXHOJIOTHS TOMOTalT OO0y4arolMMCs CHUCTEMaTH3UpOBaTh, 3aKpPEeNuTh U
yIrIyOUTh 3HAHUS TEOPETHUECKOTro xapakTepa. Ha mpakTHdecKuX 3aHATHAX IO
auciuIuinHe «OpraHusanys cepBHCa B a’3poONOpPTy M HAa BO3AYLIHOM CYJIHE»
oOyuaromiiecs: 00y4aroTcs YMEHUSIM U HaBbIKaM, HEOOXOIUMBIM JIJIsl OpraHU3aIuu
IIPOLIECCOB CEPBHCA B a3pONOPTY, 3aKPEIUIAs IMOIYYEHHBIE B XOJ€ JIEKUUH H
CaMOCTOSATENbHON palboThl 3HaHWA. Ha mnpakTHyeckux 3aHATHSAX B KAauyecTBE
MHTEPAKTUBHBIX  O0pa30oBaTENbHBIX  TEXHOJOTMM  NPHUMEHSETCS:  METOA
Pa3BUBAIOLIENCS KOOIIEPALUH.

B nporecce npoBeieHNs MPAKTUYECKUX 3aHATUN OPraHU3YIOTCS MyOIMYHbIE
BBICTYIJICHUsI 00yYarouuxcsl nepes ayJIuTopueld, CIOCOOCTBYIOUIUE PAa3BUTHUIO Y
HUX YMEHUS CONOCTAaBIISATh JAHHBIE Pa3HbIX UCTOYHUKOB U 0000IIATh X, YMEHUS
CBA3BIBATH TEOPETHUUECKUE IOJIOKEHUS JUCUUIUIMHBI «OpraHusainus cepBuca B
a’ponopTy M Ha BO3AYLUIHOM CYIHE» C KOHKPETHBIMH CHUTyalusiMH. Takum
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o0pa3oM, MpPaKTHYECKHE 3aHATUS 01O JUCHUIUIMHE «OpraHusanusi cepBuca B
a’poOIOPTy M Ha BO3AYLIIHOM CYAHE» SIBIISIIOTCA COCTABIISIIOIIMMH IPAKTHYECKOMN
MOATOTOBKM OOy4YaloIIMXCsA, TaK Kak MpPeAyCMaTpuBalOT HUX YyYacTHE B
BBINIOJIHEHUU  OTHAEJBHBIX  3JEMEHTOB  paldOT, CBS3aHHBIX C  Oynayuei
npodeccuoHanbHOM nesATenbHOCThI0. PaccmMaTpruBaemMbie B paMKax MPaKTHYECKOTO
3aHATHS 3aJlaHus, CUTYallld, IPUMEPBl U MPOOJIEMbl UMEIOT MPOPECCUOHATBHYIO
HaIpPaBJICHHOCTh M COJEP)KAaT 3JIEMEHThl, HEOOXOoAMMBbIE s (POpMUPOBAHUS
KOMIIETEHIUA B paMKaxX MOJArOTOBKM OakajiaBpa 1o HampasieHuto «CepBuC).
I'maBHBIM colepkKaHUEM MPAKTUYECKOIO 3aHATHUS SIBISETCS WHIWBUAYAJIbHAS
npakTH4eckas padboTa KakJoro o0y4yaroerocs.

Kpyraelii cTon mo AMCHUIUIMHE MNPOBOAMUTCS B COOTBETCTBUM C y4eOHO-
TEMAaTHUYECKUM IUIAHOM 10 OTAEIbHbIM rpynnaMm. llens nmpoBeneHHs Kpyrjioro
CTOJIa — 3aKpEeNuTh TEOPETUYECKHE 3HAHHUA, IMOJy4YeHHbIe OO0y4arolMMHUCA Ha
JEKIUSAX M B PE3YyIbTaT€ CAMOCTOSTENBHOTO W3YYEHHSI COOTBETCTBYIOLIHMX
pasze’oB PEKOMEHIYEMOW JUTepaTypbl, a Takke NpPUOOpPEeCTH HauyaJbHbIC
NPaKTUYECKUE HAaBBIKM W YMEHHMS MO AucuuiuinHe «OpraHuzanus cepBuca B
a’ponopTy M Ha BO3AYIIHOM cyaHe». Kpyrnblii cton mpeaHa3zHadyeH i Ooliee
rJIyOOKOTrO OCBOGHHMSI M aHaju3a OTIEIbHBIX BOIPOCOB, M3Y4YaeMbIX B paMKax
JAHHOM NHCUMIUIMHBL. B mpolecce mpoBeneHUs KPYIJioro Crojia OpraHU3yHTCS
nyOaMYHbIE KOJUICKTUBHBIE OOCYXKIEHUS OTHENbHBIX 3apaHee OMpenesEHHbIX
BOMPOCOB  TE€MbI,  BBICTYIUICHUS  OOY4YaIOIIMXCSAOB  TMEped  ayIduTOpHUeH,
CIIOCOOCTBYIOIIME PA3BUTUIO y HUX YMEHHUS COINOCTABIATH JaHHBIE Pa3HBIX
UCTOYHUKOB M 0000IIaTh WX, YMEHHUS CBS3bIBATb TEOPETUUECKHE TOJOKEHUS
qucuuIuiiebl «OpraHu3alys CepBHCAa B a’poNoOpPTy M Ha BO3AYIIHOM CYAHE» C
KOHKPETHBIMHU CUTYALUSIMH.

YUreHue ek 1 TPOBEICHUE MPAKTUYECKUX 3aHATHI TaKXKe MPEANoIaract
NPUMEHEHHE WHTEPAKTUBHBIX (opM 00ydeHus: (MHTEPAKTUBHBIX JICKIIUH,
TPYNIIOBBIX AUCKYCCUM, aHAJW3a CUTyallud M MMUTALMOHHBIX MOJEJIEH U NIp., B
TOM 4YHCJIE C YYE€TOM pPEruOHaJbHBIX OCOOEHHOCTEH mpodeccHoHaTBLHOM
JESITEIbHOCTH BBIMYCKHUKOB U MOTpeOHOCTeN paboTonareneil) s pa3BUTHS Y
0oOy4JarommXxcs HAaBBHIKOB KOMAHJIHON pa0OThI, MEXJIMYHOCTHOM KOMMYHHUKAIIUH,
MIPUHSTUS PELICHUN U JINJIEPCKUX KAYECTB.

Takum 00pa3om, MpakTHUECKHE 3aHATHS O AWCHUIUIMHE «OpraHu3anus
CepBUCAa B aj’pOIIOPTy M HA BO3AYIIHOM CYJIHE» SBISAIOTCA COCTABIAIOIIMMHU
MPAKTUYECKON MOATOTOBKH O0YYAIOMINXCA, TaK KaK MPeIyCMaTPUBAIOT UX YYaCTHE
B BBINIOJIHCHWHM OTACIBHBIX JJIEMEHTOB paboOT, CBA3aHHBIX C Oymaymien
npo¢hecCHOHATBHON eI TENbHOCTHIO.

B kauecTBe sneMeHTa MPAKTHUYECKOW ITOATOTOBKM B PaMKax JIMCUWILIAH
«OpraHuzanys cepBuca B a3polopTy M Ha BO3IYIIHOM CYJHE» UCIHOJIb3YETCS Ha
MMPAKTUYECKUX 3aHATUSAX METOJ  Pa3BUBAIOLICHCS  KOOMNEpAUHWH, KOTOPBIU
3aKJIF0YAETCS] B TIOCTAHOBKE Mepe]l 00y4arolMMUCS CUTYAllMOHHOTO 3aJlaHus, IS
pELIeHHs] KOTOPOro TpeOyeTcsi ero 00beAMHEHHE C paclpeeICeHHEM BHYTPEHHUX
poJieil B rpymnme. 9TO M03BOJsSeT 00y4aronieMycsl BbICAYIIUBATh U IPUHUMATh BO
BHUMAHHUE B3Il APYTUX JIOAECH, JUCKYTUPOBATh B M 3ALIUINATH CBOK) TOUKY
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3peHHUs], CHPaBIATHCS C PasHOOOpa3MeM MHEHUN, COTPYAHMYATh U paboTaTh B
KOMaHjie, OpaTh Ha ce0sl OTBETCTBEHHOCTh, y4aCTBOBAaTh B COBMECTHOM MPUHSITUU
pelieHus.

CamocTtosTenbHass pabotra o0OydaromUXCsl SIBISIETCS COCTABHOM YacCThIO
yueOHOU paboThl. CamocTosiTeNbHasE padoTa OOydYaroIIerocs peajiu3yercss B
CUCTEMAaTH3alluM, IUJIAHUPOBAHUM, KOHTPOJE U PEryJMpOBaHUU €ro ydeOHO-
npoeCCUOHANILHON  JEATEeNIbHOCTU, a TaKXe B aKTUBU3AIMU COOCTBEHHBIX
MMO3HABATEIbHO-MBICIIUTEIBHBIX JIEUCTBUN 0€3 HEMOCPEACTBEHHONW IOMOIIU U
PYKOBOJICTBA CO CTOPOHBI TMpernojaBaTens. Ee OCHOBHOU 1eNbi0 SIBISETCS
dbopMupoBaHuEe HaBbIKA CAMOCTOSTEIIBHOTO MPUOOPETEHUS 3HAHUM 110 HEKOTOPHIM
HEe 0000 CIIOKHBIM BOIIPOCAM TEOPETUUECKOTO Kypca, 3aKpeIICHUE U yriyOieHue
MOJIYdEHHBIX ~ 3HAHUW, CaMOCTOsITebHasT  paboTa CcO  CIpPaBOYHUKAMH,
NEePUOIMYCCKUMU U3IaHUSIMU U HAYYHO-TIOMYJSIPHOM JIUTEPATypOl, B TOM UYHCIIC
HAXOJAIIUMUCS B TJIOOATBHBIX KOMIIBIOTEPHBIX ceTsx. CaMocTosiTenbHas padoTa
MO/Ipa3yMeBaeT BBIMIOJHCHUE YUCOHBIX 3a/IaHUM, B TOM YHCJIC U WHIUBUIYAJIbHbIX,
MOJIy4aeMbIX 00YYaIOIIMMCS TIOCTIe KaXI0To 3aHsaTus. Bce 3agaHus, BEIHOCHMBIC
Ha CaMOCTOSITEJIbHYIO Pa0OTy, BBIMOJTHSIIOTCS OOYy4YarOMMUMCs JTUOO B KOHCIICKTE,
aub0 Ha OTHeNbHBIX Juctax Qopmata A4 (0 yKa3aHUIO TMPETNoaBaTes).
KoHTponb BbIMOMHEHHS 3aJaHUM, BBIHOCUMBIX Ha CaMOCTOSITEIBHYIO pPaboTy,
OCYIIECTBIISICT MPETO/IaBaTENb.

9 @oHI OUEHOYHBIX CPEACTB /sl NMPOBEJEHUS] TEKYILIero KOHTPOJIA
yCleBaeMoOCTH, MPOMEXKYTOYHOW aTrecTaluM MO0 HWTOraM  OCBOEHHS
AUCHUTTHHBI

@oH OLEHOYHBIX CPEACTB MO aucuuIuimHe «OpraHu3anus cepBuUca B
a’poropTy M Ha BO3IYLIHOM CYJIHE» NpEeIHA3HA4Y€H JJIsl BBISBICHHS U OLEHKHU
YPOBHS M KaueCTBa 3HAHUI 00YyYaIOUIMXCSIOB MO Pe3yJIbTaTaM TEKYIIEr0 KOHTPOJIS
U TPOMEKYTOUYHOM aTTEeCTAllMM [0 HUTOraM OCBOCHHUS JUCLMIUIMHBI B BHJE
9K3aMEHa B IIECTOM CEMECTPE.

@OHJ OLICHOYHBIX CPEIACTB I TEKYLIETO KOHTPOJS BKIIOYAET: BOIPOCHI
JUTSL YCTHBIX OTIPOCOB, CUTYallMOHHBIC 3aJaHMs, TEMBI JIJISi COOOIICHHIMA.

Tekymnil KOHTPOJb YCHEBAEMOCTH W MPOMEXKYTOUHAS  aTTeCTalUs
MPOBOJATCS B COOTBETCTBUH C «ll0y10K€HMEM 0 TEKYIIIEM KOHTPOJIE YCIIEBAEMOCTH
U TPOMEXYTOYHOU aTTeCTalMKM oOydaromuxcs (emepaibHOro rocyaapCTBEHHOTO
OIOHKETHOTO 00pa30BATENBLHOTO YYPEXKACHUS BhHICIIETO oOpa3zoBaHus «CaHKT-
[lerepOyprckuii  rocyJapCTBEHHBIM  YHUBEPCUTET TpakJAaHCKOW  aBUALUN,
oOydJarommxcs TO0 TporpaMMaM BBICHIETO O0Opa3oBaHUSI — MporpamMMmam
OakanmaBpwata u TporpamMmaM crenuanutera (GopMmbl, TMEPUOIUYHOCTH W
nopsiAoK)». Tekyluii KOHTPOJb yCHeBAEMOCTH OOYyYarolUXCA BKIIOYAET YCTHBIE
OMpPOCHI, COOOIIEHUS, CUTYyallMOHHBIE 3aJlaHUsl W 3aJaHus, BbIIaBacMble Ha
CaMOCTOSITEIbHYIO PA0OTY MO TEMaM JTUCIUTIIIUHBI.

VYCTHBIM ONpOC IO BOIPOCAM BXOJHOTO KOHTPOJIS, KOTOPBIA SIBISETCS
3JIEMEHTOM TEKYIIETO KOHTPOJISI yCIEBAEMOCTH, NMPEAHA3HAYCH ISl BBISBICHUSA
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YPOBHSI YCBOCHUSI KOMIIETEHIIUN 00yYaromuMcsi, HEOOXOAUMBIX TIepe]] U3yYCHUEM
JUCLUIUIMHBL. Y CTHBIM ONpOC MO BOMPOCAM BXOJHOIO KOHTPOJISI OCYIIECTBIIAETCA
M0 BOMpOCaM, Ha KOTOPBIX OasupyeTcs uutaemas gucuuiuiiHa (. 9.4). YcTHbli
OMpOC MPOBOAUTCS HA KaXJOM MPAKTUUECKOM 3aHSTUU B TeueHue He Oosiee 10
MHHYT C LEJIbI0 KOHTPOJISI YCBOCHUSI TEOPETUUECKOTO MaTepuaia, u3J1araéMoro Ha
JIEKIIMU U MPEJIoiaraeT OTBET 00ydarmuxcsioB. BkitodaeTr nepedeHsb BOIPOCOB U
MOJIeIUpOBaHUE cuTyanuil. llepedyeHb BONMPOCOB OMNpPEAEHSAETCS YPOBHEM
MOATOTOBKM YYE€OHOM TpyNIbl, a TakKe HWHIUBUAYATbHBIMU OCOOCHHOCTIMU
oOyyaromuxcsa. MoaenupoBaHue CUTyaluil MpeICTaBIsSIET CO00M MPOEKTUPOBAHUE
pernojaBaTeIeM TUIOTETUYECKUX CHUTyallMid, B KOTOPBIX MOKET OKa3aThCs
o0ydJaromuxcs Mpu COMPUKOCHOBEHUHU C peallbHOCThIO. Peakiusi oOydaronuxcsia
Ha CMOJICIIMPOBAHHYIO CUTYaIUI0 Oy/AeT MoKa3aTrelieM TOr0 YCBOWJ OH Y4YEOHBIM
Marepuan Wi HeT.

CooOmieHne — TMPOAYKT CAMOCTOSITENbHOM paboThl  oOydaromimxcs,
OPEACTABIAIOMMUN  cCO00M  MyOaWYHOE  BBICTYIUIGHHE 110  TIPEJACTABICHUIO
MOJIYYEHHBIX PE3YJbTATOB PEIICHUS OINpEe/eIeHHON Yy4eOHO-TIPaKTHYECKOH,
y4eOHO-UCCIIEIOBATEILCKON M HAyYHOU TEMBI.

CutyalluoHHBIE 3aJJaHHsl HOCSIT NPAKTUKO-OPUEHTUPOBAHHBIN XapakTep,
UCIIONB3YIOTCST B paMKax TMPAKTUUYECKOW TMOJATOTOBKM C I€JIbI0  OIIEHKH
dbopmMupoBaHus, 3aKpEIICHUS, PA3BUTUS MPAKTUYCCKUX HABBIKOB U KOMIIETEHIIUM
no npoduito o0pazoBaTenbHOM MporpaMMel. BeiloiHEHNE KOMITIEKCAa yYeOHBIX U
UCCIIeIOBAaTENbCKUX 3a/laHuii, B (opMare CHUTYallMOHHBIX 3aJlaHUN, IMO3BOJSIOT
OLICHUTh YMEHUS M HaBBIKM OO0YYalOlIerocss CaMOCTOSITEIbHO KOHCTPYHUPOBATH
CBOM 3HaHHs B IMPOLECCE PEIICHUS MPAKTUYECKUX 3a/1ady, OPUEHTUPOBATHCA B
MH(POPMAIIMIOHHOM TPOCTPAHCTBE, a TaKXke YypOBEHb CHOPMUPOBAHHOCTH
AHAJIUTUYECKUX, HCCIEAOBATEIbCKMX HABBIKOB, HABBIKOB MPAKTHUUYECKOIO0 U
TBOPYECKOT'O MBIIIJICHHUS.

KoHTponb BBINOJTHEHUS] 3aJaHusi, BBIIABAEMOIO0 HA CAMOCTOSITEIbHYIO
paborty, mpecieayeT co0o0il 1eslb CBOEBPEMEHHOTO BBISBICHUS TUIOXO YCBOCHHOTO
Marepuaia AUCHUIUIMHBL [JI MOCIEAYIOUIEH KOPPEKTUPOBKH WM OpraHU3alHUH
o0s3aTeNbHON KOHCYbTauu. [IpoMexxyTouHas aTTecTanus 1O UTOraM OCBOCHHS
JUCUUIUIMHBI MPOBOJUTCA B BHUJE SK3aMeHa B 6 ceMecTpe. DK3aMEH MO03BOJISET
OLICHUTh YPOBEHb OCBOCHHS KOMIIETEHLIMM 3a BEChb [EPUOJ] H3YyUYCHUS
JUCUUIUIMHBL. DK3aMEH MPEIoyaraeT OTBET Ha BOMPOCHI U3 MEPEUYHs BOIPOCOB,
BBIHECEHHBIX Ha O9k3aMeH. K MOMEHTy cjaum »SK3aMeHa JOJKHBI OBITh
0JIaromoIyYHO MPONACHBI IPeabIAyHe (OPMBI KOHTPOJIS.

Mertonuka ¢GopMUpPOBaHUS PE3YIbTUPYIOMICH OIEHKH B 0053aTeIbHOM
MOPSIAKE YUYHUTHIBAET AKTUBHOCTh OOYYAIOIIMXCS HA JIEKIUSAX M MPAKTUYECKHUX
3aHATHSX, y4YacThe OOYy4YaloImUXCSOB B KOH(PEPEHIMSIX W TMOATOTOBKY HMHU
MyOMUKAIHA, 9TO OTPAKEHO B OAJUTEHO-PEUTUHTOBOM OIICHKE TEKYIIEro KOHTPOJIS
YCIIEBAEMOCTH W 3HaHHMU oOydarommxcs B 1. 9.1. Onucanue mkaiabl OlICHUBAHUS,
WCNOJIB3YEMOW I MPOBEAECHUS MPOMEXYTOUHBIX ATTECTAllUM, MPHUBEACHO B II.

9.5.
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9.1 baNJIbHO - peTUHI0OBas OlleHKA TeKYLIero KOHTPOJIA yCIeBaeMOCTH

U 3HAHUH 00YYAIOLIUXCAOB

OO6masi TpyAOEMKOCTb OCBOEHHUS AUCHUIUIMHBI COCTaBIISIET / 3a4€THBIX
eIUHUL, 252 akaJeMUYecKuX 4aca. Buja mpoMexyTouyHOTO KOHTPOJIS — dK3aMEH B

6 cemecTpe.

KonunyecTBo 6amios Cpok
Tema/Buj yueOHBIX 3aHATHM KOHTPOJIS
(OLIEHOYHBIX 3aJJaHUN), (mopsiiko
MO3BOJISIFOIIUX O0yJaroIeMycs Munu- Makcu- BBII
IIpumeyanue
POJAEMOHCTPUPOBATh MajJbHOE | MaJlbHOE | HOMEp
JOCTUTHYTBIA YPOBEHb 3HAUYCHHUE | 3HAYCHUE| HENEIH C
c(hOpMHUPOBAHHOCTH KOMIIETCHIIUN Hayasia
ceMecTpa)
Tema 1. OcrogHble meHOCHUUU HA COBPEMEHHOM AGUAPbIHKE
Jlexnus 1 0,5 1,1 1 —
ITpakTrueckoe 3anstue 1 0,5 1 1 VO, C3, C
Hmozo no meme 1 1,0 2,1

Tema 2. Cyuwnocmo u poaivb cepsuca H

a 8030yWHOM MPAHCHOpME

Jleximg 2 1 1,5 1 —
Jlexmus 3 0,5 1 2 —
IIpakTrueckoe 3aHgaTue 2 1 1,5 2 VO, C3, C
[TpakTrdeckoe 3ansTHe 3 1 1,8 2 YO, Cix
Hmozo no meme 2 3,5 5,8

Tema 3. Hopmamueno-npaeosas 6asza, pecyiupyouias opeaHu3ayuio cepeuca Ha
6030YUIHOM MPAHCROpME

Jlexmus 4 1 1,5 3 —
ITpakTryeckoe 3anstue 4 0,5 1 3 VO, C3, Cm
Hmozo no meme 3 15 2,5

Tema 4. Ycayzu, npedocmaensemovle naccarcupam 6 aaponopmy
Jlexuus 5 0,5 1 3 —
IIpakTrueckoe 3aHaTue 5 0,5 1 4 VO, C3, Ci
Hmozo no meme 4 1,0 2,0

Tema 5. Heaguayuonnasn

CepeUCHAs 0eaAmeaIbHOCHb 8 AIPONOPMY

JIeknusa 6 1 1,5 4 —
ITpakTrueckoe 3aHaTue 6 1 1,5 4 VO, C3, Cm
Hmozo no meme 5 2,0 3,0

Tema 6. Ilpasosvie mexanuzmol 63aumooeiicmeus aIponopma u cepeucHoll

Komnanuu
Jlexus 7 1 1,5 5 —
[IpakTrueckoe 3aHsaTue 7 1 1,5 5 VO, C3, Ci
Hmozo no meme 6 2,0 3,0
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KonuyecTBo 6amios Cpox
Tema/Buj yueOHBIX 3aHATHIA KOHTpPOJIS
(OLICHOYHBIX 3aJIaHUI), (mopsiiko
MO3BOJIAIOIINX 00yYaroIeMycst Munu- Makcu- BBII TMpnveuanie
POJAEMOHCTPUPOBATH MajJbHOE | MaJlbHOE | HOMEp
JOCTUTHYTBIA YPOBEHb 3HAUYCHHUE | 3HAUCHUE| HENEIH C
c(hOpMHUPOBAHHOCTH KOMIIETEHIIUN Hayasia
cemMecTpa)

Tema 7. Ycayzu, npedocmasnsiemole naccaycupam Ha 60pny 6030YuiH020 CYOHA
Jlexmus 8 1 1,5 5 —
[TpakTrueckoe 3anstue 8 1 1,5 6 VO, C3, C
Hmozo no meme 7 2,0 3,0

Tema 8. Opeanu3zayuoHHO-PYHKUUOHANBHAA CIPYKMYPA ABUANPEONPUAM U HO
HPOU3600CMEY U PeaIu3ayuu yCiy2 RAcCa)cupam

Jlexmus 9 1 1,5 6 —
ITpakTrueckoe 3ansTue 9 1 1,5 7 VO, C3, C
Hmozo no meme 8 2,0 3,0

Tema 9. Opzanuzayusn unhopmauuoHHO-CHPACOYHO20 OOCYHCUBAHUA
nacca)cupos 6030yutH020 mpancnopma

Jlexmusa 10 1 1,5 7 —
ITpakTrueckoe 3ansatue 10 1 1,5 7 VO, C3, C
Hmozo no meme 9 2,0 3,0

Tema 10. Opeanuzayus npedocmagieHusn ycay2 0COObIM 2PYRNAM RACCAHCUDPOB
Jexmus 11 1 1,5 8 —
[TpakTraeckoe 3ansatue 11 1 1,5 8 VO, C3, Ci
Hmozo no meme 10 2,0 3,0

Tema 11. Bopmnumanue, Kak 6uo cepsUCHO20 0OCAYHCUBAHUA HA DOPHLY
8030YUIHO20 CYOHA U MPehOBAHUA K €20 OP2aHU3AUUU

Jlexmus 12 1 1,5 9 —
ITpakTraeckoe 3anstue 12 1 1,5 9 VYO, C3, Ci
Hmozo no meme 11 2,0 3,0
Tema 12. Asuauyuonnvie anbancol, KAK 0codas gopma oocayrcusanus
nacca@cupos

Jlexnus 13 1 1,5 9 —
ITpakTrdeckoe 3anstue 13 1 1,5 10 YO, C3, Ci
Hmozo no meme 12 2,0 3,0

Tema 13. IIpeocmasumenbcmeo aguaKkoOMnanuu, KaK 31eMeHm OKaA3anus
CEPBUCHBIX YCIY2 ABUANACCANCUPAM

Jlexnus 14 1 1,5 10 —
IIpakTrueckoe 3ansaTue 14 1 1,5 11 VO, C3, Ci
Hmozo no meme 13 2,0 3,0

Tema 14. Pexnamayuonnas padooma, Kax 3J1eMeHm op2aHu3ayuu U OKa3aHus
CEePBUCHBIX YC1Y2 ABUAKOMNAHUEI

Jlexuus 15 | 1 | 15 | 11 | —
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KonuyecTBo 6amios Cpox
Tema/Buj yueOHBIX 3aHATHIA KOHTpPOJIS
(OLICHOYHBIX 3aJIaHUI), (mopsiiko
MO3BOJIAIOIINX 00yYaroIeMycst Munu- Makcu- BBII TMpnveuanie
IPOJIEMOHCTPHPOBATH MaJIbHOE€ | MajJbHOE | HOMED
JOCTUTHYTHIA YPOBCHb 3HAYEHHE | 3HAUYE€HUE| HEICIH C
c(hOPMHUPOBAHHOCTH KOMIICTCHITUH Hayaja
cemMecTpa)
[TpakTrueckoe 3anstue 15 1 1,5 11 VO, C3, Cix
Hmozo no meme 14 2,0 3,0
Tema 15. Ycnyeu, npedocmasinemvle RACCAHCUPAM ABUAKOMNAHUAMU — JIOYKOCH
Jleknus 16 1 1,5 12 —
Jlexkmus 17 1 1,5 12 —
[TpakTuueckoe 3ansitue 16 1 1,5 13 VO, C3, Cm
[TpakTrueckoe 3anstue 17 1 1,8 13 VO, Ci
Hmozo no meme 15 4 6,3

Tema 16. O6cayrcusanue naccaxcupos npu 4apmepHoil nepeso3Ke U ycayu

0e/108011 asuauuu

Jlexkmus 18 1 1,5 13 —
ITpakTrueckoe 3anaTue 18 1 1,5 14 VO, C3, Ci
Hmozo no meme 16 2,0 3,0

Tema 17. Mapkemunz opzanuzauuu u OKa3aHus cepeUCHbIX yCiy2 6
mpancnopmuoi chepe

Jlekimug 19 1 1,5 14 —
Jlekmusa 20 1 1,5 15 —
ITpakTryeckoe 3anstue 19 1 1,5 15 VO, C3, Cm
ITpakTrueckoe 3anstue 20 1 1,5 15 VO, C3, Cm
ITpakTrueckoe 3anstue 21 1 1,8 16 YO, Cug
Hmozo no meme 17 5 7,8

Tema 18. Ceemenmauusn yciyz Ha pblHKe A6UANEPEBO30K
Jlexnus 21 1 1,5 16 —
Jlexmus 22 1 1,5 17 —
ITpakTrueckoe 3anarue 22 1 1,5 17 VO, C3, Cm
Hmozo no meme 18 3,0 4.5

Tema 19. Oocayscusanue VIP-naccasrcup

08 HA 8030YUIHOM MPAHCHOpme

Jlexknnsa 23 1 1,5 17 —
ITpakTrdeckoe 3ansTue 23 1 1,5 18 VYO, C3, Cit
Hmozo no meme 19 2,0 3,0

Tema 20. OcnosHnble mpedoeanus K nepCcoHay, yUacmeyouiemy 6 00CayIHcueanuu
naccax@cupos 8 06.1acmu cepeuca Ha 6030yUitHOM MPAHCROpme

Jleknusa 24 1 1,5 18 —
ITpakTrdeckoe 3anstue 24 1 1,5 18 VYO, C3, Ci
Hmozo no meme 20 2,0 3,0
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KonuyecTBo 6amios Cpox
Tema/Buj yueOHBIX 3aHATHIA KOHTpPOJIS
(OLICHOYHBIX 3aJIaHUI), (mopsiiko
MO3BOJIAIOIINX 00yYaroIeMycst Munu- Makcu- BBII TMpnveuanie
POJAEMOHCTPUPOBATH MaJIbHOE€ | MajJbHOE | HOMED
JOCTUTHYTBIA YPOBEHb 3HAUYECHHE | 3HAUCHHUE| HEJCIH C
c(hOpMHUPOBAHHOCTH KOMIIETEHIIUN Hayaja
cemMecTpa)
HToro nmo o6s13aTeJILHLIM BHAAM 45 70 . .
3aHATHI
IK3aMeH 15 30 — —
Hroro mo nucuumjinHe 60 100 — —
IIpemuanabHbIEe BUABI
AeATeJbHOCTH . . . .
(111 ydeTa mpu onpe/eIeHUH
peiiTuHra)
VYyactue B koHpEpEHIINH 110 . 10 . .
TeMaM JTUCIUTUINHBI
Hayunas myOnukaius mo remam . 10 . .
M CITATIIINHBI
HTOro 1onoJTHUTEJILHO . 20 . .
NpeMHAJIBLHBIX 0AJ1JI0B
Bcero mno aucuumiIMHe I . 120 . .
peiiTHHTra

IlepeBoa 6a/1/10B 0AJJILHO-PETUHIOBOM CHCTEMbI B OIIEHKY JJI IK3aMeHa 10
«aKaJeMHYeCKOi» IIKaJje

Koanuectso 6a10B no bPC

Onenka (1Mo «akaJgeMH4YeCKOi IKaJie)

90 u 6omnee 5 — «OTIIUYHOY

75+89 4 — «XOpOIIO»

60+74 3 — «YIOBIETBOPUTEIHHO
Mmenee 60 2 — «HE yJIOBIETBOPUTEIHHOY

9.2 MerTonuyeckue PeKOMEHJAAUMH IO TMPOBEJAEHHID MNPOUEeaYPbHI
OLCHUBAHUA 3HAHUN, YMEHMHA M HABBIKOB U (MJIH) ONbITA JeATEJbLHOCTH,
XapaKTepU3yKIIMX 3Tanbl GOpMHUPOBAHNS KOMIIETEHIIUIT

[Tocemenne NEKIMOHHOTO 3aHATHS OOyYarommMmcsi orieHUBaeTcs B 1 Oain
(mo mekmuoHHBIM 3aHATHAM 1, 3 m 5 - B 0,5 Oama). Benenue neKIIMOHHOTO
koHcriekTa — 0,2 Oamma. AKTHBHOE ydacThe B OOCYXKIEHHUU JHUCKYCCHOHHBIX
BOMPOCOB B xo/1e Jiekiuu — 1o 0,3 6amia (o sekmun 1 — 10 0,4 6amios).

[Tocemenne NpakTUYECKOTO 3aHATHS C BEACHUEM KOHCIIEKTa OLIEHUBAECTCS B
1 6ann (mo mpaktuueckuM 3ansatusim 1, 4 u 5 - B 0,5 6aa). CooOenne — 1o 0,3
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O6amma. Ycrueii ompoc — a0 0,1 OGamnoB. Yyactue B 0OCYXJAEHHH BOIPOCOB
Kkpyrioro croia — 10 0,4 6amios.

['pynmoBoe perieHne OOyYalOIMMUCS CUTYAllMOHHON 3ajjaud B paMKax
peanu3aiu MeTo/ia pa3BUBaloIeiics koonepauuu ounenuBaercs a0 0,1 6anna.

9.3 Tembl KypcOBBIX padoT MO AMCHUIIIHMHE

Hanucanue kypcoBoii paGoThl O JUCHUILIMHE HE MPETyCMOTPEHO.

9.4 KoHTpoJibHbIe BONPOCHI M 3aJaHUS JJIs1 NPOBeACHUS BXOIHOIO
KOHTPOJISAA OCTATOYHBIX 3HAHUM M0 00eCTeYMBAOIIAM AUCIUATIHHAM

Bompockl  BXOAHOTO  KOHTpOJs 1Mo  jaucnuiuinHe:  «CepBUCOIOTHS
(«BBenenue B mpodeccuron )»:
1.  MHorooOpa3ue TmOTPeOHOCTEH W pa3IMYHbIe TMOAXOABI K HX

KJ1accu(puKarum.

2. Tlomstme m cBoiictBa yciyr. OCOOEHHOCTH YCIyr MO CPaBHEHHIO C
TOBapaMH.

3. OcoOEHHOCTH M MPOTUBOPEUHS CEPBUCHOM JCSATCIIBHOCTH.

BOHpOCBI BXOJHOT'O KOHTPOJIA IO AUCHHUITIINHEC: «MCHCII}KMGHT B CEPBUCE».

1. Meronbl  KOHTPOJISE MEHEI)KMEHTa KadecTBa B  aBHAI[MOHHBIX
PEINPUATHUSIX.

2. @DakTOphI YCIEUTHOTO YIPaBIECHUS MPEATPUITHEM.

3. CucteMHBIH M CUTYallMOHHBIM  TMOJIXOAbI K  yIPaBICHUIO
PEINPUSTHEM.

Bomnpockl BXOAHOTO KOHTPOJIA MO JTUCHUILIMHE: «CepBUCHAs JAEATEIHbHOCTD
Ha TPAHCHOPTEX:

1. I'ocymapcTBeHHOE peryJMpoBaHUE CEPBUCHOM JIESITEIBHOCTH B chepe
TPaHCIIOPTA.

2. VYcnyra u ee cnenuduka Kak ToBapa B cdepe TpaHCIopTa.

3. ConnokynbpTypHBIC YCIYTH B cepe TpaHCIIopTa.

Bormpockl BXOIHOr0 KOHTPOJISI IO AUCHUIUIMHE: « DKOHOMHUKA MPEANPUSITUS
cepBuUca»:

1. [Ipeanpusitue kKak CyOBEKT M KaK OCHOBHOE 3BEHO PBIHOYHOMN
HYKOHOMUKH.

2. Knaccudukanus npeanpusituii ceppuca B cdepe Tpancmopra (1o
KOJIMYECTBECHHBIM ITapaMeTpam).

3. Kv3HEeHHBIN UK IPEATPUITHS CepBHCa B cepe TPaHCIIOpTaA.

Bompocsl BxomHOTO KOHTpOJIs o auctiuiiunie: «[Ipodeccnonanshas 3Trka,
CTaHJapTU3aNmsl, CepTUUKAIUS U YIOpPaBICHUE KAYeCTBOM B CEPBUCHOM
00CITy>KUBaHU '
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1. Otrnyeckue npoOaeMbl KOPIIOPATUBHBIX OTHOLIEHUH.
2. VYnpasnenue KOHPIUKTAMU Ha MPEANPUATHUIX CEPBUCA.
3. OCHOBHBIE IPUHLUIIBI TUKU OU3HECA.

Bompocsl  BXOIHOro  KOHTpoJisi nmo  gucuuiuinHe  «OpraHuzanus
MpeANPUHUMATEIBCKON AESATENBHOCTU B cpepe cepBrca Ha TPAHCIIOPTE »:

1. [IpennpuHuMaTenbeKas A€SITEIbHOCTh B COBPEMEHHOM OOIIIECTBE.
2. Ponb npennpuHuMarenbcTBa B pplHOYHOU dKOHOMUKE Poccun.
3. OpraHu3aiMoHHO-TIPaBOBBIE (POPMBI PETPUHUMATEIHCTBA.

BOHpOCBI BXOOHOI'O KOHTPOJIA 10 JUCHUITIIMHC «anaBJIem/Ie
mpcaApuUuiATHAMA CCPBUCA HA TPAHCIIOPTECH:

1. DKOHOMHYECKHE MOJIXO/bl K CEPBCUCHOM JEATEIILHOCTH.
2. DKoHOMUKA HHGOPMAITMOHHOTO OOIIIECTRA.
3. Cepsuc B nH(GOPMAIIMIOHHOM OOIIECTBE.

Bomnpockl BXogHOro KOHTpOJs o aucuuiuinbe «lIcuxomorus u couuoiorus
yIPaBJICHUS CEPBUCHOM JESTEIILHOCTHIO B TPAHCIIOPTHOM chepe»:

1. VYrpasienue kak 00IIeCTBEHHOE SIBJICHHUE.
2. CymHOCTb, CTPYKTYpa U PYHKIIMU YIPABICHYECKON ACSATEIbHOCTH.
3. OBOMIONUS YIPABICHYECKOW MBICIIH.

BOHpOCBI BXOOAHOI'O KOHTPOJIA IIO0O AHCHUILIIMHC «TexHuueckue CpeacCTBa
Hpe,ZIl'IpI/I}ITI/Iﬁ CEpBHUCA HA BO3AYIIHOM TPAHCIIOPTCH»:

1. TexHuueckue cpeacTBa, TEXHUYECKOe 000pyI0BaHUE adPOIOpTa.

2. Crangaptel 1 pekomeHnyemass npaktuka MKAO 1o aBuaiimoHHOMU
0€30MacHOCTH.

3. HopmaTtuBHO-1paBoBas 0aza obecrieueHus ABUAIIMOHHOM

0e301acHOCTH TpakaaHCcKol aBuaruu PO.

Bompocbkl  BXOOHOrO KOHTpOJiE MO AuciuiuinHe  «VIHHOBalMOHHBIE
TEXHUYCCKHUE CPEACTBA B CEPBUCHOM OOCTY>KMBAaHUHU IMACCAKUPOB B TPAHCIIOPTHOM

cheper:

1. NHHOBalMOHHBIE TEXHUYECKUE CPEJICTBA, MPUMEHSEMbIE IIpH
OpraHu3aIiy 00CITYKUBaHUS ITACCAKUPOB B IIPOIIECCE JOCMOTPA Ha TPAHCIIOPTE.

2. Pexomenmanium 10  BHEAPEHHI0O HWHHOBAlMM B OPraHU3AIUIO
00cCITy>KMBaHHS TTACCAKUPOB B MPOIECCE TOCMOTpPa Ha TPAHCIIOPTE.

3. TpeboBaHMS K TEXHHYECKHM CPEACTBAM B IIPOIECCE OPTraHU3AINH

00CTy>KWBaHMSI TACCAXKUPOB BO BPEMSI JOCMOTpa Ha TPAHCIIOPTE.

Bompockl  BXOJHOro  KOHTpOJs MO  JUCHUIUIMHE  «DKOHOMHKA
MHPPACTPYKTYPHOTO OOCITYKUBAHUS a3PONOPTOBBIX KOMILJIEKCOBY:

1. ®opMbl OpraHU3alvy U YIPABICHUS a3POMOPTAMH.
2. NudpactpykTypa asponopra, €€ 3J€MEHTbl U 00bEKTHI.
3. Kiaccudukanus a3ponopToBbIX YCIYT.
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Bompocsl BXOIHOro0 KOHTPOJSA IO AUCUUIUIMHE «IJKOHOMHKA CEPBUCHOTO
00CITy>KMBaHHsI a3POIIOPTOB:
1. YopaBnenue HeaBUAIMOHHOW €ATEIBHOCTBIO.
2. Bunbl u popmbl (pHaHCUPOBAHUS a3POIOPTOB.
3. Ucrounuku u hopmbl prUHAHCUPOBAHUS a3POIOPTOB.

Bompockl BxogHOro KOHTpoOJdsi mo jauciuiinHe «PekimamMa u CBsI3M ¢
00IIIECTBEHHOCTHIO B chepe cepBrCa HA TPAHCIIOPTE):

1. AKYCTHYECKUI TIJIaH PEKJIaMHOTo cooOleHus B cepe cepBUCHOTO
00CITy>)KUBaHMsI HA TPAHCIIOPTE.

2. MexaHu3M OpraHU3allMk PEKJIAMHON JIEATeIbHOCTH B KOHTAKTHOM
30HE MPEANPUATUS CEPBUCHOTO 00CTYyKMBaHUS HAa TPAHCIOPTE.

3. BusyanbHblil TU1aH peKJIAMHOTO COOOIIEHUS.

BOHpOCBI BXOOHOI'O KOHTpPOJIA TII0 AUCHHIIIIMHC ((I/IHTCFpI/IpOBaHHBIG
KOMMYHHUKAIIUH U KOMMYHHK&HHOHHLIﬁ MCHCIXMCHT B c@epe CCpBUCAN:

1 [TonsiTE MAPKETUHTOBBIX KOMMYHHKAITH.

2 OCHOBHBIE DJIEMEHTHl MapKETUHTOBBIX KoMMyHUKarui. [Iporecc
yoexieHus U nHOOPMUPOBAHUS TOTPEOUTEIICH.

3 OcHOBHBIE DJIEMEHTHI MapKETHHTOBBIX KOMMYyHHKAIIHH.

CTpaTGFI/I‘IGCKI/IC CJIN MapKCTHUHI'OBBIX OTHOIIICHUM.

9.5 Onucanmne nokaszarteJsieii M KpUTepHeB OLIEHUBAHUS KOMIIETEHIIUI HA
PA3JIHYHBIX ITANIAX UX (POPMHUPOBAHUS, ONIMCAHUE IKAJ OCHUBAHUSA

Komnerennuu | [lokazarenu Kpurepun oreHuBaHUs
OILICHUBAHUS
(MHAMKATOPBI
JTOCTHKCHHS )
KOMIIETEHIINN
[ 3Tan
3Haer:
- MEXaHHW3M  BBIOOpPa  ONTHUMAJBHBIX
WPy Croco0OB pelIeHUs 3aj1ad B paMKax IOCTaBICHHOMN
YK-2 vk 2’ LEJIA, UCXOJsl W3 JECUCTBYIOIIMX ITPABOBBIX HOPM,

MMEIOIINXCSI PECYPCOB M OrpaHUYEHUN B IMpoIEecce
OpraHu3allid CepBUCa B  a’ponopTy M  Ha

BO3JYIIHOM CyJHE; aNTOpUTM BBIOOpA
ONTUMAJIbHBIX CIHOCOOOB UX PEHICHUs, UCXOAS W3
JEUCTBYIOIIMX IPAaBOBBIX HOPM, HMEIOIIUXCS

1

VKA gﬁzy“ PECYPCOB U OTPaHMYEHUI B IPOLECCE OPraHU3alUK
- VK-4 ,
Nrs CEpBHUCA B a3POIOPTY U HA BO3AYIIHOM CYJIHE;

—  METOABI OCYILIECTBIICHUS p1 (SN (0):10) %
KOMMYHHKAlIMM B YCTHOM M MUCBbMEHHOU (hopmax B
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Kowmrmereuimmn

[Tokazarenun
OIICHUBAHUS
(MHAMKATOPBI
JOCTHKECHHS)
KOMIIETCHIINH

Kpurepun onennBanus

IK-1

W k-
W%k
NPk

[K-3

N ks
N1 %nk-3
N Pmks

[1K-4

1%0) G
NP rik-4
NP4

I1K-5

U s
U1 %nics
U nics

[1K-6

U 3nk6

IIPOLIECCE OpraHU3alMy CEPBUCA B a’3pONOPTy U Ha
BO3YIIHOM CYyJHE, MEXaHU3M OCYILIECTBICHUS
JI€JIOBOM KOMMYHUKAllUM B YCTHOW M IMCBMEHHOU
dbopmax Ha rocygapcTBEHHOM s3bike Poccuiickoit
denepanuu B MpOLECCE OpraHU3alMu CepBHCA B
a’poropTy M Ha BO3AYIIHOM CYJHE; MEXaHHU3M
OCYILIECTBJICHUS JI€JIOBOM KOMMYHHUKALlMA B YCTHOM
U THUCBMEHHOM QopMax Ha HMHOCTPaAaHHOM (BIX)
s3bIKe (aX) B MpOIIECCe OpraHu3alliyd CepBUCA B
a’poIOPTy U HA BO3AYIIHOM CYJHE;

— KIWEHTOOPUEHTHPOBAHHbIE TEXHOJOTHUH B
CEpBUCHON  JIEATEIIBHOCTH HA TPaHCIOPTE B
YCIIOBUAX B3aUMOJIEUCTBUS C IOTPEOUTENIIMHU, B TOM
YHUCJIE WHTEPHET-NPOJABUKEHUS YCIYr B IpOLECCE
OpraHu3alid CEepBUCAa B  a’3pONoOpTy M  Ha
BO3/YIIIHOM CYJHE; MEXaHU3M Pa3pabOTKU CHUCTEMBI
KJIMEHTCKUX OTHOIIEHUN W OpraHu3alMH Ipolecca
o0CIy>KUBaHHUS norpeduTenei Ha OCHOBE
NPUMEHEHHS 3aKOHOJATENIbHBIX aKTOB M IMPABOBBIX
HOPM B TIIpOlleCCE€ OpraHuW3aluMud CepBHCA B
a’poropTy M Ha BO3AYIIHOM CYIHE; MEXaHU3M
COBEPIICHCTBOBAHUS CUCTEMBI KJIMEHTCKUX
OTHOLICHUA B CEPBUCHOM JECATEIBHOCTH Ha
TPAaHCIIOPTE  C  HCIOJb30BAaHUEM  HMHTEPHET-
TEXHOJIOTUM B MPOILIECCE OpraHU3allMu CEpBUCA B
a’poIIOPTy U HA BO3AYIIHOM CYJIIHE;

— MEXaHHM3M BbIOOpa MaTepHaJbHBIX PECYpPCOB,
o0opynoBaHUS AJi1  OCYIIECTBICHHUS Ipoliecca
CEepBUCA, MEXaHU3M IIPOBEICHUs IIEPErOBOPOB C
KJIMEHTaMH 110 IIPETEH3UOHHBIM CIIy4asiM U METObI
ONpENENICHNs] IPUYMH BO3HUKHOBEHUS NPETCH3UN B
IIPOLIECCE OpraHU3alMy CEPBUCA B adpONOPTy U HA
BO3AYUIHOM  CYyJHE, METOAbl pa3paboTKu H
UCIIOJIb30BAHUSA TUITOBBIX TEXHOJIOTHYECKUX
IPOIIECCOB, METOJbI (OPMUPOBAHUS U BHEJIPECHUS
KOPIIOPATUBHBIX  CTAHJAPTOB M  PENIaMEHTOB
IpoueccoB  OOCHyKMBaHUS  NOTpeOUTENe  Ha
TPaHCIIOPTE, METOJBI B3aMMOJECUCTBUSA C KIMEHTAMU
N0  OpraHu3aldd  Hpouecca  0OCIyKUBaHUS
noTpeduresnel B cepe rocTenpruruMcTBa B MPOIECCe
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Kowmrmereuimmn

[Tokazarenun
OIICHUBAHUS
(MHAMKATOPBI
JOCTHKECHHS)
KOMIIETCHIINH

Kpurepun onennBanus

OpraHM3alid CepBUCa B  adpONOPTy M  HA
BO3AYIITHOM CYJIHE; METOJBI pa3paboTKu KOMILIEKCa
MEPOTIPUATHH  TIO0  COONIFOJICHWIO  TpeOOBaHUMU
MIPOM3BOJICTBEHHOW TUCITUIUIMHBI, 1O COOIIOACHUIO
NpaBWJI IO  OXpaHe TpyJda W  IOXApPHOU
Oe3omacHoCTH npu OCYIIECTBICHUHT
TEXHOJIOTUYECKOTO  Tpoliecca B TpoIecce
OpraHM3alMd CepBUCa B  adpONOPTy M  HA
BO3IYIITHOM CYJTHE;

— MexXaHu3M (QOpPMHpOBAHUS IIeJICH W 3ajad
JeSTeIIbHOCTH noJIpa3aeiieHUi CEpBUCHOM
NeATEITBHOCTH TIPEANPUATHS, MEXaHHU3M
NPUMECHCHHUS METOJIOB OpPTraHM3allii TUIAHHUPOBAHUS
U MOHHUTOPHHIAa  JICATCILHOCTH  CCPBHCHOMU
KOMITAaHUM B TpaHCIOPTHOM cdepe u B cdepe
TOCTCTIPUUMCTBA  HA  TPAHCIOPTE,  MEXaHU3M
OpraHM3allid WX  BBINIOJIHEHUS B  TIpoIecce
OpraHM3alid CepBUCAa B  adpoONOpTy M  HA

BO3/yIIHOM CyIlHE; METO/IbI BbIOOpa
OpraHU3allMOHHBIX pereHuil aia (GopMUPOBAHUS
CEPBUCHOM CUCTEMBI o0cIy>KUBaHUS C

UCIOJIb30BAaHUEM  METOJOB  OpraHu3aluu |
yIpaBlIeHUsS B TPOIECCE OpPraHU3alliid CEepBHCA B
a’pONoOpTy M Ha BO3AYIIHOM CYyJIHE; aJrOpUTM
OPUHATHS ~ OPraHU3aIllMOHHBIX  PEIICHUH  T0
Pa3BUTHIO KIUEHTYPHBIX OTHOIICHUW TMPEANPUSITHS
TpaHCTIOPTHOU cephl u chepbl rOCTENIPUUMCTBA HA
TPAHCTIOPTE B TPOIECCE OpraHW3allih CEepBUCA B
a’pOMOPTY M HA BO3AYITHOM CYJIHE;

- METO]IbI pa3paboTKH KOMILJIEKCa
MEPOIPUSATUN 10 OpraHU3alNH, TUIAHWPOBAHUIO U
MOHHUTOPUHTY JESATEIHbHOCTA CEPBUCHON KOMITAHUU
B MIPOIIECCE OPTaHM3AIMN CEPBUCA B a3POTIOPTY U Ha
BO3YIIIHOM CYyJHE; MEXaHWU3M OpPTraHU3aIOHHOTO
o0CITy>KUBaHHs aBUAIIMOHHON HWHQPPACTPYKTYPHI H
OpraHU3aIMOHHOTO o0ecrnievyeHus nporecca
CEpPBUCHOI0 OOCTYKMBaHUSI B a3pONOPTY U HA OOpPTY
BO3IYIIHOTO CyJAHAa B TIPOIECCe OpraHu3aluu
CepBUCa B a’3pOMOPTy W HaA BO3AYIIHOM CYIHE;
MEXaHU3M OpraHU3aIHH " MTPOBEICHMSI
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Kowmrmereuimmn

[Tokazarenun
OIICHUBAHUS
(MHAMKATOPBI
JOCTHKECHHS)
KOMIIETCHIINH

Kpurepun onennBanus

MapKETUHTOBOT'O aHanm3a noTpeOHOCTH B
CEepPBUCHBIX ycClyrax B a’pomopry uW Ha O0opry
BO3AYIIHOTO CyJAHAa B TMPOLECCE OpraHu3aiuu
CEpBHCA B A3POIOPTY U HA BO3YIIHOM CY/IHE;

— METOAbl  OpraHu3aluMu U YOPaBICHUS
MMYIIECTBOM  a3pOMOPTOBOrO  KOMIUIEKCA U
AKTUBAMU CEPBUCHBIX MPEANPUSATHI HA TPAHCIIOPTE
B MPOILIECCE OPraHU3alMU CEpBUCA B adPOIOPTY U Ha
BO3AYIIHOM  CYAHE;  METOAbl  OMNpEACICHUA
nokasaresei 3 PeKTUBHOCTH NeATEeIIbHOCTH
NPENPUITUS CEpBUCA B pPaMKaxX TPAHCIIOPTHOTO
KOMIUIEKCAa B TIPOIECCE OpraHu3alu CcepBHUCa B
a’ponopTy U Ha BO3AYIIHOM CYIHE;

Ywmeer:

- MIPUMEHSTh MEXaHU3M BBIOOpA
ONTUMAJIBHBIX CIIOCOOOB peIlIeHHs 3a7a4 B pamMKax
MOCTaBJICHHONW ILEIH, HCXOAS W3 JEHCTBYIOLIUX
IpPaBOBBIX  HOPM, HMEIOIIUXCS  PECYpCOB U
OTpaHUYEHUN B MPOLECCE OpraHM3alld CEpBUCA B
a’poIOpPTy U Ha BO3AYIIHOM CYJIHE;

- IPUMEHATh METOJbl OCYIIECTBICHUS
JIEJIOBOM KOMMYHHUKAIIMM B YCTHOM M MUCHbMEHHOMU
dopMax B Tpoliecce OpraHu3allid cepBHUCa B
a’poropTy M Ha BO3AYIIHOM CYJHE; TNPUMEHSTH
MEXaHU3M OCYILECTBICHHUSA JAEI0BOM KOMMYHUKAIIUH
B yCTHOW W  THCbMEHHOW  ¢dopmax  Ha
rocyapcTBeHHOM s13bike Poccuiickon denepannu B
IIPOLECCE OpPraHU3alMKU CEPBHUCA B a’dpONOPTY U HA
BO3JYIIHOM CYyJHE;

- MPUMEHATh KIMEHTOOPHUEHTUPOBAHHBIE
TEXHOJOTUM B CEPBUCHOM JEATEIBHOCTH Ha
TPAHCHOPTE B  YCIOBHUSX B3aWMOJECUCTBUS C
noTpeOouTeNIsIMA, B  TOM  4YHCIIE€  WHTEPHET-
MPOABMKEHUSA YCIYr B THPOLECCE OpraHu3aluu
CepBHCa B a3pONOPTYy M HA BO3AYLIHOM CYJIHE;
OPUMEHATh  MEXaHWU3M  pa3pabOTKU  CHUCTEMBbI
KJIMEHTCKUX OTHOLIEHWM M OpraHU3alvu Ipolecca
00cCITy>KUBaHUS norpeouTeneit Ha OCHOBE
NPUMEHEHHS 3aKOHOJATENIbHBIX aKTOB U IMPAaBOBBIX
HOPM B IIPOLECCE OpraHu3alid CEpBHCA B
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a’pOTIOPTY M Ha BO3IYITHOM CY/HE;

— TMPUMEHATHh MEXaHMU3M BBIOOpA MaTepUaTIbHBIX
pecypcoB, 00OpYHAOBaHHS JJS  OCYIIECTBICHHS
mpolecca  CepBHca,  NPUMEHSATh  MEXaHHW3M
NPOBEJICHUS  TEPErOBOPOB €  KIMEHTAMH  TIO
NPETCH3UOHHBIM CIIydasM H TIPUMCHSTH METOIbI
OTIpe/IeIICHNS] IPUYNH BO3SHUKHOBEHHS TPETCH3UH B
npoIlecce OpraHU3ali CEPBHCAa B adpOIOPTy W Ha
BO3/YIIIHOM CYJHE; IPUMCHSITh METOBI pa3paboTKu
U WUCIOJIb30BAaHUS THUIOBBIX TEXHOJOTHYCCKHX
IPOIIECCOB, MPUMEHATh METOJBI (HOPMHPOBAHUS WU
BHCJPCHHUS  KOPIIOPATHBHBIX  CTaHJIAPTOB U
perIaMeHTOB IPOIIECCOB 00CTy)KUBaHHS
oTpeOUTENIeld Ha TPAHCIIOPTE, MPUMEHSTh METOIBI
B3aMMOJICHCTBHSI C KIUCHTAMHU [0 OpraHU3aluu
mpoiiecca OOCITyXUBaHUSI TMOTpeOuTeneil B cdepe
TOCTETIPUUMCTBA B TPOIIECCE OpTraHU3aIlUU CEPBHCA
B a3pOTOPTY ¥ HA BO3YITHOM CY/IHE;

— TPHUMEHATH MEXaHW3M (OPMHUPOBAHUS IEJCH
W 3a/a4d JACSITeIbHOCTH IMOJApa3/IeICHUi CepBUCHOU
JEATSILHOCTU MPEANPHUATHS, TPUMCHITh MEXaHU3M
NPUMEHEHUSI METOJ0B OPTaHM3AINU TUTAHUPOBAHHUS
U MOHUTOPHHTA  JIEATEIBHOCTH  CEPBUCHOMU
KOMITAaHUM B TpaHCIOPTHON cdepe u B cdepe
TOCTEIIPUMMCTBA  HA  TPAHCIOPTE, MEXaHU3M
OpraHW3allid WX BBHINIOJIHEHHWS B  Tpoliecce
OpraHW3allid CepBHCa B a’pONoOpTy U HA
BO3JYIIIHOM CYAHE, MPUMEHSITh METOABl BBHIOOpA
OpraHW3alMOHHBIX pereHuil aia (GOpMHUPOBAHUS
CEepBUCHOM CUCTEMBI o0cIy>KUBaHUS C
UCIIOJIb30BAaHMEM  METOJIOB  OpraHu3alluu |
yIpaBIeHUS B TIPOIECCE OPTraHHW3aIllMd CEpPBHCA B
a’pOMNOPTY M HA BO3AYITHOM CYJIHE;

— TMPUMEHATh METOMABl Pa3pabOTKHM KOMILIEKCa
MEPOTPUSATUN 110 OpPraHU3AINH, TUIAHUPOBAHUIO U
MOHHUTOPUHTY JESATEIHHOCTA CEPBUCHON KOMITAHUU
B MIPOIIECCE OPTaHM3AIMN CEPBUCA B a3POTIOPTY U Ha

BO3AYIIHOM  CYyJHE;,  NOPUMEHSATh  MEXAHU3M
OpPraHU3alMOHHOTO OOCIY)KMBaHUS aBHAIMOHHOU
UH(paCTPpyKTYpHI 51 OpPraHU3aIMOHHOT O
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oOecreueHus mpoiecca CEpBUCHOrO 00CTyKUBaAHUS
B a’pomnopTy W Ha OOpPTYy BO3IYIIHOTO CyJHA B
IPOLIECCE OpraHU3alMu CEPBUCA B a3pPONOPTy U HA
BO3/YIIHOM CYyJIHE;
— TMpPUMEHSATh  METOAbl  OpraHM3aluu U
yIpaBiICHUs MMYILECTBOM a’pOoNoOpTOBOTO
KOMILUIEKCA U aKTUBAMHU CEPBUCHBIX MPEANPUSTUN
Ha TPAHCIOPTE B MPOLIECCE OpPraHU3allUh CEpPBHUCA B
a’poNopTy U Ha BO3AYIIHOM CYIHE;
IT sran
) Ywmeer:
VK-2 HHSVK'Z’ — TPUMEHATH AJITOPUTM BBHIOOpPA ONTUMATBHBIX
WlPvk2 | croco6os nx peIleHus, UCXOA W3 JEHCTBYIOIIUX
1 MPAaBOBbIX  HOPM, HUMEIOIIHUXCS  PECYpCcoOB U
HHZVK"‘ OrpaHMuYEHUi B MpOIeCCEe OPraHU3al[MU CEpBHCA B
YK-4 HI[3VK'4 a’poIOPTy U HA BO3AYILIHOM CYJIHE;
W vic4 — TPUMEHSATH MEXaHU3M OCYILECTBIICHUS
I/I,Han-l JIEJIOBOM KOMMYHHUKAIlUM B YCTHOM M MUCHbMEHHOMU
IIK-1 Uk1 | dopMax Ha wuHOCTpaHHOM (BIX) s3bIKe (aX) B
Uk IPOLIECCE OpraHU3alMu CEpPBUCA B a’3pONOPTy U Ha
VT s BO3JIYLIHOM CYJIHE;
[IK-3 WPk — TPHUMEHATh MEXaHM3M COBEPLICHCTBOBAHUA
I CHUCTEMbl KIIMEHTCKUX OTHOLIEHUH B CEPBUCHOM
. NEATEIIbHOCTH Ha TPAHCIOPTE C HCIOJIb30BaHUEM
HHZHK"‘ MHTEPHET-TEXHOJOTMA B MPOLECCE OpraHU3aAUU
[K-4 I SHK"‘ CepBUCA B a3pONOPTY U HA BO3AYIIHOM CYJIHE;
W4 — TMPUMEHATh METOAbl Pa3padOTKU KOMILIEKCa
U ks MEPONpPUATUH 1O  COOJIIOJIEHUI0  TpeOoBaHMM
[1K-5 U1k MPOU3BOJCTBEHHON NHUCIUIUIMHBI, IO COOIIOJEHUIO
N Pnxs npaBUjl O OXpaHe TpyAa U  MOKAPHOU
0e30macHOCTH npu OCYILIECTBICHU U
TE€XHOJIOTUYECKOT O mporecca B nporuecce
OpraHu3allid CepBUCa B  a’poONopTy M  Ha
BO3YIIIHOM CYyJIHE;
3 — TPUMEHSTH aNrOpUTM MPUHATUS
IIK-6 W/ ke OpraHW3allMOHHBIX  PEHICHWH 1O  Pa3BUTHIO
KJIMEHTYPHBIX OTHOILICHUI MpENPUSATUS

TpaHCIIOPTHOU cepbl U chepbl TOCTENPUUMCTBA Ha
TpaHCIIOPTE B MPOIIECCE€ OpraHU3allih CepBHCA B
a’pOIOPTY U HA BO3JYIIIHOM CYJIHE;
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— TMPUMEHATH  MEXaHW3M  OpraHu3aluvl |
MPOBECHUSI MAPKETUHIOBOTO aHAJIN3a MOTPEOHOCTH
B CEpPBHUCHBIX YyCIyrax B aj’poropTy U Ha O0opTy
BO3JIYIITHOTO CyJHa B TIPOIlECCE OpraHu3aIuu
CepBHCa B a3pOIOPTY U HA BO3AYIIHOM CYJIHE;

—  NPUMEHSTh METO/IbI OTpeIeTICHUS
nokasaresei 3 PeKTUBHOCTH NeATEeIIbHOCTH
OpEeANpUsITUS CEepBHUCA B paMKaxX TPaHCIOPTHOTO
KOMILUIEKCa B TPOIECCe OpraHu3alui CepBHCa B
a’pOIOPTY U HAa BO3YIITHOM CYJIHE;

Bnaneer:

- CITOCOOHOCTBIO TMPUMEHSTh MEXaHU3M
BBIOOpa ONTUMAJIBHBIX CIIOCOOOB PEIICHHS 3a/1ad B
paMKax  IOCTAaBJICHHOM  IeNM,  HCXOAs W3
JNEUCTBYIOIIUX  TPABOBBIX  HOPM, HMMEIOIIUXCS
PECYPCOB M OTpaHUYEHUM B MPOLIECCE OPTraHU3aLNUN
CepBHCAa B a’pONOPTY M HA BO3AYLIHOM CYAHE;
CIOCOOHOCTBhIO  NMPUMEHATH  AJITOPUTM  BBIOOpA
ONTHUMAJIBHBIX CIOCOOOB WX PEIIEHUs, UCXOId M3
NEUCTBYIOIIMX IPaBOBBIX HOPM, HMEIOLIUXCS
PECYpPCOB M OTpaHUYEHUN B MPOILIECCE OPraHU3alUU
CEpBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJHE;

- CIIOCOOHOCTHIO ~ NMPUMEHATh  METOJIbI
OCYIIECTBIICHUS JEJIOBOM KOMMYHHUKAIIUA B YCTHOM
¥ TUCBMEHHON ¢dopMax B Mpolecce OpraHu3aluu
CepBHCAa B a’3pONOPTY M HA BO3AYLUIHOM CY/IHE;
CIIOCOOHOCTHIO IPUMEHSTh MEXaHU3M
OCYILIECTBJICHUS JEIOBOM KOMMYHHUKAIUA B YCTHOU
¥ MIUChbMEHHOU (hopMax Ha TOCYIAPCTBEHHOM S3BIKE
Poccuiickonn denepanuu B npouecce OpraHu3aluu
CepBHCAa B a’pONOPTY M HA BO3AYLUIHOM CYJHE;
CIIOCOOHOCTHIO MPUMEHSTh MEXaHU3M
OCYILIECTBJICHUS JI€JIOBOM KOMMYHUKAIMA B YCTHOMU
U TUChMEHHOW ¢opMax HAa HWHOCTPAHHOM (BIX)
si3pIKe (aX) B MPOIECCE OpraHu3alluyd CepBHUCAa B
a’poIOPTy U HA BO3YIIIHOM CYJIHE;

- HaBbIKAMU MPUMEHATH
KJINEHTOOPUEHTUPOBAHHBIE TEXHOJIOTUU B
CEpBUCHOW  JIEITEIBHOCTH HA TpaHCIOpPTE B
YCJIOBUSIX B3aUMOJEHCTBHUS C TOTPEOUTENISIMU, B TOM
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YHCJIC WHTCPHET-TIPOJBIDKCHUS YCIyr B IPOIECCEe
OpraHW3allid CEepBHCAa B  a’poINopTy © HA
BO3IYIIIHOM CYyJHE; CIIOCOOHOCTBIO MPUMEHSATH
MEXaHH3M  pa3pabOTKA  CHUCTEMBbI  KIMEHTCKHX
OTHOILICHHH u OpraHU3aIHH mpoiiecca
00CITy)KUBaHHSI noTpeOuTeNeH Ha OCHOBE
NPUMCHCHHUS 3aKOHOJATCIIPHBIX aKTOB W TMPaBOBBIX
HOPM B TIpOlleCC€ OpraHW3alMM CepBHUCA B
a’pOTOPTy M Ha BO3JYIIHOM CYAHE; CITIOCOOHOCTBIO
PUMCHSTH MEXaHH3M COBEPIIIEHCTBOBAHHUS
CUCTEMBbI KIIMCHTCKMX OTHOIICHUH B CEPBHCHOU
NEATEIBPHOCTH HA TPAHCIIOPTE C HCIIOJIb30BaHUEM
WHTCPHET-TEXHOJIOTUH B TIPOIIECCE OpraHU3aluH
CepBHCa B ad3PONOPTY M HAa BO3YIITHOM CY/IHE;

- CIIOCOOHOCTBIO TPUMEHSATH MEXaHU3M
BBIOOpa MaTepUaJbHBIX PECypCcoB, OO0OPYIOBAHUS
TUTSt OCYIIECTBIICHHUSI mporiecca cepBuca,
CITOCOOHOCTBIO MPUMEHATh MEXaHH3M IPOBEICHUS
MEPErOBOPOB C KIMEHTAMH II0 MPETEH3UOHHBIM
Cly4asM M CIIOCOOHOCTHIO TIPUMEHSATh METOJIbI
OTIpeIeJICHHUs] TPUYMH BO3SHUKHOBEHUS MPETCH3UN B
IpoIlecce OpraHU3alluy CEpPBHCAa B a’dpoINOPTy U Ha
BO3JIYIITHOM CYyJHE, CIIOCOOHOCTBIO TPHUMEHSTH
METOAbI Pa3pabOTKH W HCIOJIb30BaHUS THIIOBBIX
TEXHOJIOTUYECKHX  IPOIECCOB,  CIIOCOOHOCTHIO
IPUMEHATh METOJbI (POPMHUPOBAHUS M BHEAPCHUS
KOPIOPATHBHBIX ~ CTAHJAPTOB M  PErJIaMEHTOB
IPOIIECCOB  OOCIY»KHMBaHHUS  IMOTpPEOUTEICH  Ha
TPAHCTIOPTE, CHOCOOHOCTHIO MPUMEHSATH METOIBI
B3aUMOJICHCTBHS C KIMCHTAMU II0 OpraHU3aIuu
mporecca OOCITyXKHUBaHUS IMOTpeOuTeNneil B cdepe
TOCTETIPHMMCTBA B MPOIECCE OpraHU3alliHA CEpPBHCA
B adpoOmopTy © HA  BO3AYNIHOM  CYJIHE;
CITOCOOHOCTBIO TMPHUMEHSATH METOABI  pa3pabOoTKu
KOMIUIEKCA ~ MEpPOMPHUATHH MO  COONIOACHUIO
TpeOOBaHUN TPOU3BOJACTBEHHONW IHUCIMIUIMHBI, II0
COOJTFOICHUIO MPABHUII IO OXpaHe TpyAa U MOKapHOI
0e30MmacHOCTH npu OCYILIECTBICHUU
TEXHOJIOTUYECKOTO nporecca B npoiiecce
OpraHM3allid CepBHMCAa B  adpONoOpTy MW HAa
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BO3AYIITHOM CYJTHE;

- CIIOCOOHOCTBIO TMPUMEHATh MEXaHU3M
dopmupoBaHusi 1eNe © 3adad  ACSATEIbHOCTU
TOpa3AeIeHUHI CEpBUCHOM AESITeIbHOCTH
IPEANPUATHS, CIIOCOOHOCTBIO MPUMEHSITh MEXaHU3M
NPUMCHEHHUS METOJIOB OpPTaHHM3AIUU TUIAHUPOBAHUS
M MOHUTOPHHTA  JICATEIBHOCTH  CEPBUCHOMU
KOMITAaHUM B TpaHCHOPTHOU cdepe u B cdepe
TOCTENPUUMCTBA Ha TPAHCIOPTE, CIOCOOHOCTHIO
PUMCHSTH MEXaHU3M OpraHu3aIuu ux
BBITTOJIHEHHS B TPOIIECCE OPTaHM3AlMU CEPBHCA B
a’pOoTOPTY M Ha BO3AYIITHOM CYJHE; CIIOCOOHOCTHIO
NPUMEHAThL METOJIbI  BBIOOpAa OpraHU3aIMOHHBIX
pemeHuii st GOpPMUPOBAaHUSI CEPBUCHON CHCTEMEI
OOCTy)XMBaHHsI C  HWCIOJB30BAHUEM  METOJOB
OpraHM3allii W  yOpaBJIeHUS B TpoIecce
OpraHM3alMd CepBUCAa B  adpoONOpPTy M  HA
BO3AYIITHOM CYIHE; CIIOCOOHOCTBIO MPUMCHSTH
QITOPUTM TIPUHATHS OPTraHU3alMOHHBIX PENICHHMA
1o pa3BUTHUIO KITMCHTYPHBIX OTHOIICHUH
NPEANPHUATUS TPAHCHOPTHOH cdepbl U chepsl
TOCTEIIPUMMCTBA HA TpPaHCIIOpPTE B  IpOIECcCe
OpraHM3allid CepBUCAa B  adpoONOpTy M  HA
BO3IYIITHOM CYJTHE,;

- CIIOCOOHOCTBIO  NMPUMEHSTH  METOJIBI
pa3paboOTKM  KOMIUIEKCA  MEpONpPUITUH  TIO
OpraHu3allid, I[UIAHUPOBAHWI0O W MOHHUTOPHUHTY
JEeSTeIbHOCTH CEPBUCHOW KOMIIAaHWU B TIpoIlecce
OpraHu3allid CepBHCAa B  a’poOINOpTy U HA
BO3AYUIHOM CYJHE; CIIOCOOHOCTBIO MPHUMEHSThH
MEXaHW3M  OPraHU3AIMOHHOTO  OOCITYyKHBaHUS
ABUAIMOHHOM UHPPACTPYKTYPHI u
OpraHU3aIMOHHOTO o0ecrneveHus npoiiecca
CEPBUCHOTO OOCITY)KMBAaHHS B a3PONOPTY M HA OOPTY
BO3AYIIHOTO CyAHAa B TPOIECCe OpTraHU3alNU
cepBHCa B a’poNoOpTy MU Ha BO3AYIIHOM CYJHE;
CIIOCOOHOCTHIO TMPUMEHATh MEXaHW3M OpTraHU3aIUA
u IPOBEICHUS MapKETUHTOBOTO aHaJm3a
NOTPEOHOCTH B CEPBUCHBIX YCIYrax B a’dporopTy U
Ha OOpPTY BO3AYNIHOTO CydHAa B  TpoIecce
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OpraHu3alid CepBHMCa B  a’pONoOpTy M  Ha
BO3JIYIITHOM CYJIHE;

— CIIOCOOHOCTBhIO  MPUMEHATh  METOJbI
OpraHu3aIuu u yIpaBiICHUs UMYIIECTBOM
a’POIOPTOBOTO KOMIUJIEKCA U aKTUBAMH CEPBHUCHBIX
OpeAnpusITAd  Ha  TpaHCHOpTe B  Ipoliecce
OpraHu3aliid CepBHMCa B  a’poONopTy MW  Ha
BO3JIYIITHOM CYyJIHE; CIOCOOHOCTBIO TPUMEHSTh
METObI OTNpeIesieHHs nmoka3arenen 3¢ PpeKTuBHOCTH
NEATEeIbHOCTH TPEANpPUITUS CepBUCA B paMKax
TPaHCIIOPTHOTO KOMILIEKCa B npoiiecce
OpraHu3aliid CepBHMCa B  a’dpoONoOpTy MW  Ha
BO3JIYIITHOM CYJIHE.

XapakTepUCTUKHA  IIKaJIbl  OIECHUBAHHWS IPOMEKYTOYHOM  aTTecTaluu
NPUBEICHBI HUKE.

1. MakcuManbHOE KOJIMYECTBO OAayuIoB, IMOJYYCHHBIX 3a 3k3amMeH — 30.
MuHnMansHOe (3a4€THOE) KOJMIECTBO OANIOB («3K3aMeH cIan») — 15 6amios.

2. Tlpu Habope MeHee 15 OammoB - 9K3aMEH CUYHMTACTCS HE CHAHHBIM II0
NpUYINHE HEJOCTATOYHOTO ypOBHs 3HaHWU. [Ipu HEYHOBIETBOPUTEIBHOHN cliaye
DK3aMEHa WM HESBKE [0 HEYBOXHTEIBHOW TIPUYMHE Ha  DK3aMCH
9K3aMEHAIMOHHAS COCTAaBISIONIAs TNPHPABHUBACTCA K HyN0. B 3Tom ciydae
oOydaromuxcs B yctaHoBieHHoM B CIIOI'Y T'A mopsiake o6si3aH mepecaaTsh
IK3aMEH.

3. Omenka 3a dK3aMEH BBICTABJISETCA Kak CyMMa HaOpaHHBIX OayioB 3a
OTBETHI Ha J[BAa BOMPOCA U 32 BBHITIOJIHEHUE MPAKTHYECKOTO 3aJaHusl.

4. OTBeTHI Ha BOIIPOCHI OLICHUBAIOTCS CICAYIOIIUM 00pa3oMm:

[ 6ann: oOydamuiics JaeT HEMPABIIBHBIA OTBET Ha BOMPOC, HE
JIEMOHCTPUPYET 3HAHUM, YMEHHUI ¥ HABBIKOB, COOTBETCTBYIOIIHNX (DOPMUPYEMBIM B
MpoIIecCe OCBOCHUS JUCIUTUIMHBI KOMIETEHIMSAM (HET OTBETa Ha BONPOC) WU
OTKa3 OT OTBETA;

2 banna. oTBeT OOydYaloOmEToCs Ha BOIMPOC HEYAOBIECTBOPHUTEIICH,
OOy4JaroIIHiCs] TEMOHCTPUPYET pparMeHTapHbIC 3HAHUS B paMKax (pOpMUPYyEeMbIX
KOMITETEHITU, He3HAHKE JISKIITMOHHOTO MaTepHuaa,

3 b6anna: 0TBET 00YUYAOIIETOCs Ha BOTPOC HEYJOBICTBOPUTENICH, TpeOyeTCs
3HAYUTEIBHOE KOJMYECTBO HABOJSIINX BOMPOCOB, OOYYAIOMIMICS HE MOXKET
BOCIIPOM3BECTH W OOBSICHUTH OCHOBHBIE TOJOKEHUS BOMPOCA, JEMOHCTPHUPYET
ca0Oble 3HaHUS JIEKIIMOHHOTO MaTepHaa;

4 6anna: oOy4aromuUncs JEMOHCTPUPYET MUHUMAJLHBIC 3HAHWS OCHOBHBIX
MOJIOKEHHUH BOTIPOCOB B TIpeieliax JICKIIMOHHOTO MaTepraa,
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5 6annos: oOydaromuiicss TEMOHCTPUPYET 3HAHHUS OCHOBHBIX MOJIOKEHUH
BOTPOCA, JIOTHYECKH BEPHO M3JIaraeT CBOW MBICIH, MMOKA3bIBAET OCHOBBI YMEHHI
WCTIONb30BAaHUS 3TU 3HAHUSA, MIBITASACHh OOBACHUTH UX HA KOHKPETHBIX TPUMEpax;

6 6annog. oOydaroOIIMIiCs AEMOHCTPUPYET CHCTEMATU3UPOBAHHBIE 3HAHMS
OCHOBHBIX TIOJIO)KCHHI BOMPOCA, JOTMUYECKH BEPHO M TPAMOTHO H3JIaraeT CBOU
MBICITH, OPUEHTUPYETCSI B €ro MpoOiieMaThKe, MOKa3bIBAeT YMEHUS MCTOIh30BATh
OTH 3HAHWA, OMHUCHIBAs PA3UYHBIC CYIIECTBYIOUINE B HAayKe TOYKH 3PEHHUS Ha
npo0sieMy U MIPUBOJS KOHKPETHBIE TIPUMEPHI;

[ 6annos. 0Oy4arOUIMHCA JIEMOHCTPUPYET JOCTATOYHO TIOJHBIE U
CHUCTEMAaTHU3UPOBAHHBIE 3HAHMS, JIOTMYECKH BEPHO W TPAMOTHO H3J1araeT CBOM
MBICJIH, Y€TKO OTHCHIBAET MPOOIIEMAaTHKY BOIIPOCA, OPUEHTHPYETCSI BO BCEX TeMax
IUCIMIUINHBI, TOKa3bIBAa€T YMEHHS W HaBBIKM HCIOJNB30BAaTh OTHU 3HAHUS,
O00OCHOBBIBas CBOIO TOYKY 3pCHHsI Ha TMpoOJieMy M TPHUBOAS KOHKPETHBIC
pUMepBI, HO TPEOOBAIMCH HABOSAIINE BOTIPOCHI;

8 bannos: 00yJarOImuics TeMOHCTPUPYET MOJHbIE U CHCTEMAaTHU3UPOBAHHEIC
3HaHWs, JJOTUYECKH BEPHO W TPAMOTHO W3JIaraeT CBOW MBICIIH, YETKO OINHCHIBACT
poOJIeMaTHKy BOMPOCA, XOPOIIO OPUEHTHUPYETCS BO BCEX TeMaX IUCIUIUIMHEI,
NOKa3bIBA€T YMEHHUS W HABBIKM HCIIOJIb30BAHUS JTUX 3HAHUWH, Jenas BBIBOJBI,
NPUBOJSI CYIIECTBYIOIINE B HayKe TOUYKH 3pPEHUS, CPAaBHUBAs WX CHIIbHBIE U
ciabble CTOPOHBI, OOOCHOBBIBASI CBOKO TOYKY 3pEHUS, MPHUBOJS KOHKPETHHIC
pUMEPHI;

9 6annog. 00yJaOUMiicss AEMOHCTPUPYET MOJHBIE U CUCTEMAaTU3UPOBAHHBIE
3HAHUS, JIOTHYECKH BEPHO M IPAMOTHO W3JIaraeT CBOU MBICIHU, YETKO OINHCHIBAET
npoOJIeMaTHKy BOIPOCA, XOPOIIO OPHEHTUPYETCS BO BCEX TEMax JMCIUILINHBI,
MOKa3bIBaeT YMEHHMS M HAaBBIKM HCIIOJNIb30BAaHUS AITUX 3HAHWMU, Jenas BHIBOMBI,
IBITAsICh CAMOCTOSITENIHO PelIaTh BBISBICHHBIE MTPOOJIEMBI, IPUBOAS KOHKPETHBIE
pUMEPHI;

10 bannos: 00 yJaroImuics JEMOHCTPUPYET MTOJTHBIC 1
CHCTEMaTH3UPOBAHHBIC 3HAHUS, JIOTHUYECKH BEPHO W T'PAaMOTHO H3JIaraeT CBOM
MBICJIH, YETKO OIKCHIBAET MPOOJIEMATHKY BOIPOCA, XOPOIIO OPUEHTHUPYETCS BO
BCEX TeMaxX JMCLUUIUIMHBI, UCIIOJIb3YET JIJISl OTBETAa 3HAHUSA, NOJYUYEHHbIE B IPYTHX
IUCHMIUIMHAX, a TaKke W MHPOpPMAIMI0O U3 MCTOYHUKOB, HE yKa3aHHBIX B Kypce
JaHHOM JMCUMIUIMHBI, IOKAa3bIBAa€T YMEHMS M HaBBIKM HCIOJb30BaHUS STHX
3HAaHUM, Jenas BBIBOABI, MBITASCh CAMOCTOSITEIBHO W TBOPYECKH peUIaTh
BBISIBIICHHbIE MPOOJIEMbI, IPUBOISI KOHKPETHBIE IPUMEPHI.

BrImomHeHHE MpakTHYeCKOoro 3a/1anus (3 BOIPOC) OIICHUBACTCS CIICAYIONUM
obpazom:

10 6annos: 3ananue BoimonHeHo Ha 91-100 %, pemeHue U OTBET aKKypaTHO
oopmiteHBI, BBIBOJIBI OOOCHOBAHBI, JJaHA MPABWIbHAS W TIOJHAS HHTEPIPETALIHSI
BBIBOJIOB, OOYYAIOIIMICS apryMEHTHPOBAHHO OOOCHOBBIBAET CBOKO TOYKY 3pCHUS,
YBEPEHHO M MPABWJIBHO OTBEYACT HA BOIPOCHI MPETIOIaBaTEIs;

9 6annos: 3amanue BeimoaHeHO Ha 86-90 %, pemeHne W OTBET aKKypaTHO
oopmiteHbI, BBIBOJBI OOOCHOBAHBI, JlaHA MPABWIbHAS W TIOJHAS WHTEPIPETALIHSI
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BBIBOJIOB, OOYYaIONTUICS apryMEHTUPOBAHHO OOOCHOBBIBAECT CBOIO TOUKY 3PEHUS,
MIPaBUIILHO OTBEYACT HA BOMPOCHI MIPETIOIaBATEIIS;

8 6annoe: 3amanue BhINOIHEHO Ha 81-85 %, Xon pelleHus NpaBUIIbHBIN,
HE3HAYNTEIbHBIC MOTPEITHOCTH B OQOPMIICHUHW; TpPAaBWIbHAS, HO HE TIOJTHAs
WHTEPIPETANAs BBIBOJOB, OOYYAIOIIMICS JaeT TpPaBHIbHBIE, HO HE IIOJHBIE
OTBETHl Ha BOIIPOCHI MPEIOJaBaTElsI, UCIBITHIBACT HEKOTOPHIC 3aTPYIHCHHUS B
WHTEPIPETAINN TTOJTYIYCHHBIX BBIBOJIOB;

7 6annog: 3aganue BbinoiaHeHO Ha 74-80 %, Xon pelleHus NpaBUIIbHBIN,
3HAYUTEIbHBIC TIOTPEIIHOCTH B O(GOpPMJICHWH; TpaBWIbHAsA, HO HE TIOJHAs
WHTEPIIPETAIUs BBIBOJOB, OOYUYAIOIIMKUCS JacT MpaBUIbHBIC, HO HE IIOJHBIC
OTBETHI Ha BOIIPOCHI MPETIOaBaTelIs, UCIIBITHIBACT OINPEACICHHbIC 3aTPY/THCHUS B
MHTEPIIPETAIIUN TTOJTYICHHBIX BHIBOJIOB;

6 b6annog: 3aaHue BBIMOIHEHO 66-75 %, MOAX0/ K PELICHUIO MPaBUIIbHBIN,
€CTh OIMOKHM, O(QOPMJIICHHUE C HE3HAYMTEIBHBIMHU IOTPEITHOCTSIMH, HEIOJIHAS
UHTEPIIPETAIlMs BBIBOJIOB, HE BCE OTBETHI Ha BOIPOCHI TPEIOAaBaTEIIS
NPaBWIbHBIC, HE CIIOCOOCH MHTEPIIPETUPOBATH IMOTYUYECHHBIC BBIBOIBI;

5 bannos: 3aganue BeIMONHEHO Ha 60-65 %, moaxom K pelICHUIO
NPAaBWIBHBIN, €CTh OIMIMOKH, 3HAYUTEIIBHBIC MOTPEITHOCTH MPH O(QOPMIICHUH, HE
NOJIHAST WHTEPIPETallds BBIBOJOB, HE BCE OTBETHI Ha BOMPOCHI IMPEIOJIaBaTEIIS
NPaBWIbHBIC, HE CIIOCOOCH MHTEPIIPETUPOBATH IMOTYUYCHHBIC BBIBOIBI;

4 o6anna: 3amaHWe BBIMONHEHO Ha 55-59 %, moaxom K pemieHuro
NPaBWIbHBIN, €CTh OLIMOKU, 3HAYUTENbHBIE MOTPEUTHOCTU MPH O(DOpMIICHUH, HE
MOJIHASE MHTEPIpPETalds BBIBOJOB, HE BCE OTBETHl HA BOMPOCHI IMpEINoaaBaTels
paBWIbHBIE, HE CIOCOOEH MHTEPIIPETUPOBATH MMOTYyUYEHHBIE BHIBOIBI;

3 6anna: 3agaHue BbIModHEeHO Ha 41-54 %, pelmieHue coAepKUT TpyObie
omuOKH, HEaKKypaTHoe odopmieHHE padOThl, HEMpaBWIbHAS HWHTEPIPETAIIUSI
BBIBOJIOB, OOyYaloIIMiiCs  JaeT  HENpaBWJIbHBIE OTBETHl HA  BOIPOCHI
IperoaBaTes;

2 6anna: 3aganue BoimonHeHO Ha 20-40 %,perneHue coAepKUT TpyObie
omuOKHU, HEaKKypaTHoe odopMiieHHe pabOThl, BHIBOJBI OTCYTCTBYIOT; HE MOIKET
MIPOKOMMEHTHPOBATh XOJ| PEIIEHUs 3aJayd, J1aeT HENPaBWIbHBIE OTBETHl Ha
BOIIPOCHI MPEIOaBaTENs;

1 6ann: 3amaHve BBIMOJHEHO MeHee, yeM Ha 20 %, perieHue COACPKUT
rpyOble OMMOKH, OOYYarOMIMICS HE MOKET MPOKOMMEHTHPOBATH XOJ PEIICHUS
3a/1auu, He COcoOeH cPopMyIUPOBAThH BBIBOJIBI IO padoTe.

9.6 TumoBble KOHTPOJbHbIE 3aJaHUA JIS TNPOBEJEHUNA TEKYyUIero
KOHTPOJIA U IPOMEKYTOYHOM aATTECTALMM 10 HTOraM OCBOCHMS AN CHMIIJINHbI

Tema 1. OcHOBHBIE TEHJIEHIIMK HA COBPEMEHHOM aBUAPbIHKE
Ilepeuenv munoswvix 60npocog 0s YCMHo20 Onpoca
1. Henb, 3amaun, 0OBEKT U MpPEAMET Kypca, pe3ysbTaTbl OOyYeHHS U
dbopmupyemble KOMIETEHUUH, (POPMbI KOHTPOJISI 3HAHUM, YMEHUHW U HABBIKOB
00YyYarOIHUXCSOB.
2. OcHOBHbIE MTOHATHS Kypca.
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3. CocTostHE COBPEMEHHOTO aBUAPBIHKA.

4, CoBpemenHoe coctosiHue cdepsl yeayr B Poccuu.

5. ConupapHoctb B OoppOe € TEppopHU3MOM U MPOSBICHUSIMHU
HallMOHAJIBHOW HETEPIIMMOCTH.

6. Uctopuueckas, conuanbHas U MOJUTHYECKAs 3HAYUMOCTb IMOOEIbI
CoBerckoro Hapozaa B Bennkoi oTe4ecCTBEHHOW BOWHE.

7. HeratuBHoe  Bo3zelcTBHE  HA  340pPOBbE  AJIKOTOJBHOM U
HAPKOTUYECKON 3aBUCUMOCTH.

8. HeobOxonumocth Y4acTHUS B CIIOPTUBHOM, Hay4HO-

UCCIIeI0BATENbCKOM, MPUPOJAOOXPAHHON U KYJIbTYpHO-MAacCOBOM JESITEIbHOCTH
KaK OJIMH U3 3JI€MEHTOB MPOSIBJICHUSI aKTUBHOM KU3HEHHOW MO3UIINH.
IIpumepnvie memvl coobuyenul

1. OcCHOBHbBIC TEHJICHIIMM Pa3BUTHSL cPepbl cepBHUCca HA TPAHCIOPTE Ha
COBPEMEHHOM 3Tare pa3BUTHUs 00ILECTBA.
2. TexHonoruu mporecca cepBuca Ha TPAHCIOPTE U OCOOEHHOCTH

Pa3BHUTHS CHCTEMBI KIIMCHTCKMX OTHOIICHHWH C Yy4eTOM TpeOOBaHHUH MOTpeOUTENs
Ha TIPENPHUATUSAX aBUATPAHCIIOPTA.

3. OcCHOBBI OpraHu3aly Ipolecca CepBUca W MPOBEICHHUS BBIOOpPA
pPECYpCOB M CpPEICTB C YydYeToM TpeOOoBaHMA TOTpPEeOUTENsT TpHU pa3paboTkKe
JOTIOTHUTENIBHBIX YCIIYT Ha MPEINPUATUAX aBUATPAHCIIOPTA.

4. CoBpeMEHHBIC  TEXHOJOTMYECKHE  HOBAallMK W  COBPEMEHHOE
nporpaMMHoe oOecrieueHrne B cdepe OpraHu3allid CepBHCa B adpOIOpTy U Ha
BO3IYIITHOM CYJTHE.

5. Texnomoruu mporecca cepBUca HAa BO3AYIIHOM TPAHCIOPTE WU
OCOOCHHOCTH Pa3BUTHSA CHCTEMbI KIMEHTCKHX OTHOIICHHWH C y4eTOM TpeOOBaHUI
noTpeOUTENIsT Ha CEPBUCHBIX MPEHNPUATHSIX aBUATPAaHCIOPTAa B  TIPOIECCEe
OpTaHM3AIMU CEPBHCA B a9PONIOPTY U Ha BO3AYIIHOM CY/IHE.

6. OcHOBBI 0€30ITaCHOCTH OOCITY)KUBAHUS IMOTPEOUTENCH U COoO0IeHIE
TpeOOBaHMI 3aMHTEPECOBAHHBIX CTOPOH HAa OCHOBAHHWH BBITIOJIHEHUS HOPM H
NpaBUJ OXPAaHBI TPyAAa W TEXHUKHA OE30MaCHOCTH Ha CEPBHUCHBIX MPEANPHUATHUIX
aBUATPAHCIIOPTA B MPOIIECCE OPTaHMU3AIMU CEPBHUCA B adPOIOPTY M HA BO3AYIITHOM
CyJHE.

7. OCHOBBI TIPEJIOCTABJICHHS] YCIYyT Ha CEPBUCHBIX MPEIMPHUITHIX
aBUATPAHCIIOPTAa, MHTEPHET-TIPOJABIKEHUS yCIyT OpraHu3anuii ceprl cepBuca Ha
TPAHCTIOPTE B YCIOBUAX B3aMMOJEHUCTBHS C TOTPEOUTENSIMU, 3HATH OCHOBBI
OpraHu3anuy mporecca OOCTy)KUBaHHS TOTPEOUTENe Ha OCHOBE MPUMEHCHHUS
3aKOHOJIATEIHHBIX aKTOB ¥ TIPABOBBIX HOPM B a3pOIIOPTY U HA BO3YIIHOM CYJIHE.

8. TexHonoruu 0oOCITYy)XKMBaHUS C YYETOM 3alPOCOB MOTPEOUTENECH M C
WCIIOJIb30BAaHUEM  KIIMEHTOOPUCHTUPOBAHHBIX  TEXHOJOTWA HAa  CEPBHUCHBIX
MPEANPUATHIX aBUATPAHCTIOPTA.

Q. OcHOBBI (hOPMUPOBAHMS U BHEJPECHUS KOPIIOPATHBHBIX CTAHIAPTOB H
pPETJIaMEHTOB  TIPOIIECCOB  OOCTY)KMBaHHUS TOTPEOWTENed W  COOTBETCTBHS
CTaHJapTaM KauecTBa Ha CEPBUCHBIX MPEANPUATHIX aBUATPAHCTIOPTA
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10. Mexanu3M BeIOOpa ONTHUMATBHBIX CIIOCOOOB PEIICHUS 3a7a4 B paMKax
MOCTABJIICHHON 1IE€JIM, MCXOMASl W3 JACHCTBYIOIIMX IMPABOBBIX HOPM, HMEIOUIUXCS
pPECYpPCOB M OrpaHUYEHHI B MPOLECCE OpraHU3allud CEpBUCAa B a’3poOIOPTYy U Ha
BO3/IYIIIHOM CYJIHE.

11. AunroputMm BbIOOpa ONTUMAJIBHBIX CIIOCOOOB MX PEIICHUS, UCXOIS U3
JEUCTBYIOIIMX TPABOBBIX HOPM, HMEIOIIHUXCS PECYpCOB W OrPaHUYEHUN B
MpoLIecCce OpraHu3aliyi CEpPBHUCA B a3PONOPTY U HAa BO3AYIIHOM CY/IHE.

12. Mexanu3m omnpeneneHus Lejleld U 3a7ad yInpaBieHHUs] CTPYKTYPHBIMU
MOJIpa3IeNICHUsIMUA NIPEeANpUATU chepbl cepBUca WIH ApYruX chepax, B KOTOPbIX
HEOOXOJIMMO OCYIIECTBJICHHE CEPBUCHOM AESTENBHOCTU B MPOILIECCE OPraHU3aluu
cCepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

13.  OcHoBHBIE MeTOABI M TMPUEMBbl I[JJAHUPOBAHUS, OpraHU3alHy,
MOTHBAIIUU U KOOPAMHALIMH JESITEIIbHOCTH NMPEeANpUATUid (rmoapasaeneHuit) chepsl
cepBHca WM APYTrux cepax, B KOTOPHIX HEOOXOAUMO OCYIIECTBICHHE CEPBUCHOM
JESTENBHOCTU B MPOIECCE OPTaHM3aAIlMU CEpBHCA B a’pONOPTY U HA BO3AYIIHOM
CyJHE.

14. MexaHu3M OCYHIECTBICHUS KOHTPOJSI NEATEIbHOCTH MPEeANpPUSTHI
(mompaszaenennii) chepsl cepBruca WM IPYyrux cepax, B KOTOPHIX HEOOXOAUMO
OCYIIECTBJIICHHE CEPBUCHOM NIEATETLHOCTH B MpPOIECCe OpraHu3alli CepBUCa B
a’pOMNoOPTy U HA BO3AYITHOM CYJHE.

15. MexaHu3M OLEHKM KauyecTBa OKa3aHHs CEPBUCHBIX YCIyr Ha OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTHM B Tpollecce OpraHu3allid CepBHCa B
a’pOMNOPTYy U HA BO3AYITHOM CYJIHE.

16. Metonbl MPOJBWKEHHUSI W TPOJAKU CEPBUCHOTO MPOJAYKTa, B TOM
Yuclie ¢ TIOMOUIBI0 OH-JIAMH M WHTEPHET TEXHOJOTUM B MpoIlecce OpraHu3aluu
CepBHCa B a3pONOPTY U Ha BO3IYIITHOM CYIHE.

17. MexaHu3M OCYIIECTBICHUS TMOUCKA U TPUMEHEHHUS HEOOXOIUMOi
HOPMAaTHUBHO-TIPABOBOM  JIOKYMEHTAllUM JJI1  JIEATEJIbHOCTH B  W30paHHOM
npodeccruoHaibHOM cepe B mporecce opraHu3aiy CepBUca B a’poOMNopTy U Ha
BO3/yIIHOM CYJTHE.

18. Mexanu3M coOmrofeHus 3aKoHoAaTenbcTBa Poccuiickoit deaepanun
O MPEOCTABICEHUH YCIYT B IPOLIECCE OPraHM3alMU CEpPBUCA B a3pOIOPTY U HA
BO3JIYILIHOM CYJIHE.

19. Mexanu3m obOecniedeHus: JOKYMEHTOOOOpOTa B COOTBETCTBUU C
HOPMAaTHBHBIMH TPEOOBaHMUSIMHU B IPOLIECCE OPraHU3allK CEPBUCA B adPOIOPTY U
Ha BO3YIIHOM CYJIHE.

20. MexaHu3sM pa3pabOTKH CHCTEMbl KJIHMEHTCKHMX OTHOIICHUH U
opraHu3anuy Iporecca OOCITyKHBAHMSI NOTPEOUTENE Ha OCHOBE MPUMEHEHHUS
3aKOHOJATEJIbHBIX aKTOB M NPABOBBIX HOPM B MPOLECCE OPraHU3alli CEpBUCA B
a’poNoOpTy U HA BO3AYLUIHOM CYJHE.

21. MexaHU3M COBEPUICHCTBOBAHUS CHCTEMBI KIMEHTCKUX OTHOIICHHWN B
CEpPBUCHOW JIEATENIbBHOCTH Ha TPAHCIOPTE C HCIOJb30BAHUEM HMHTEPHET-
TEXHOJIOTUH B TPOLECCE OpPraHU3alMy CEPBHCA B a’pONOPTY M HA BO3AYLIHOM
CyIHE.
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22. MexaHusM BbIOOpa MaTEpUANIBHBIX PECYpPCOB, OOOPYIOBaHUS JIs
OCYIIECTBJICHHSI POLIECCA CEPBHCA.

23. MexaHu3M  TOpPOBEIEHHS  MEPEroBOPOB €  KIMEHTaMH 110
MPETEH3UOHHBIM CJIy4YasiM M METOJbl ONpEeIeHUs] NPUYUH BO3HUKHOBEHHS
MPETeH3UN B MPOLECCE OpraHu3alMi CepBUCAa B a’pONOPTy M HA BO3AYILIHOM
CyJHE.

24. Meronapl pa3pabOTKM M HMCMOJB30BAHMS TUIIOBBIX TEXHOJIOTMYECKUX
MPOLIECCOB.

25. Meroabl popMUpPOBaHUS U BHEAPEHUS] KOPIOPATUBHBIX CTAHJAPTOB U
pErjlaMeHTOB IIPOLECCOB 00CTYKMUBaHUSI TOTPEOUTENICH Ha TPAaHCIOPTE.

26. Meroapl B3aMMOJCHCTBUSL C KIMEHTAaMU MO OpraHu3aldy Mpolecca
oOcny>KuBaHMs TOTpeduTeseil B cepe rocTenpuuMCcTBa B MPOIIECCE OpraHU3aALNH
CepBHCa B a3pONOPTY U HAa BO3AYIITHOM CYIHE.

27. Meronpl pa3pabOTKM KOMIUIEKCA MEPONPUATUNA MO COOJIOJICHUIO
TpeOOBaHUN TPOU3BOJCTBEHHOW JUCIUIUIMHBI, MO COOJIOJICHUIO TMpaBUi 10
OXpaHe Tpy/Aa U MOXKapHOU 0€30MaCHOCTH MPU OCYIIECTBICHUN TEXHOJIOTUYECKOTO
npoliecca B Mpoliecce OpraHu3alii cepBrUca B adpONopTy U Ha BO3AYUTHOM CYIHE.

28. Mexanusm  ¢GopMupoBaHMs ~LeJed W 3ama4d  JIEATEIbHOCTU
noJipa3fieJIeHUI CepBUCHON JEATEIBHOCTU MPEAIPUSITHSL.

29. MexaHu3M TPUMEHEHUS METOJIOB OpraHU3allMM IUIAHUPOBAHUS U
MOHUTOPUHIA JI€ATEIBHOCTU CEPBUCHOM KOMIIAHMHM B TPAHCIIOPTHOM cdepe U B
cdepe rocrenpuuMCTBa Ha TPAHCIIOPTE.

30. MexaHu3M OpraHU3alMy UX BBIIOJHEHHUS B IPOLECCE OpraHU3alUU
CepBHCa B a3PONOPTY U HA BO3AYIIHOM CYAHE.

31. Mertoasl BbIOOpa OpPraHM3allMOHHBIX pELICHUH s (HOPMUPOBAHUSA
CEPBUCHOM cHCTEeMBbI 00CIY)KMBAHMSI C MCIIOJIb30BAHUEM METOJO0B OpraHU3alluu U
yIpaBJiI€HUs B MPOLIECCE OPraHM3AlMM CEPBHCAa B a3PONOPTY M HA BO3IYLIHOM
CyJHE.

32. AJropuT™M NOpPHUHATHS OPraHU3alMOHHBIX PELIEHUH IO Pa3BUTHIO
KJIMEHTYPHBIX OTHOILIEHUN NPEANpUATUS TPAHCIOPTHOW cdepbl U chepbl
rOCTEIIPUMMCTBA HAa TPAHCIIOPTE B MPOLECCE OPraHU3alMi CEPBUCA B a3POIIOPTY U
Ha BO3YIIHOM CYJIHE.

33. Meroasl pa3pabOTKU KOMIUIEKCA MEPONPUSTHA IO OpTraHHU3allvy,
IUIAHUPOBAHHUIO 1 MOHUTOPHUHTY JIEATEIBHOCTH CEPBHCHON KOMIIAHHH B IIPOLIECCE
OpraHu3ally CEPBUCA B a3PONOPTY U HA BO3AYLIHOM CYJHE.

34, MexaHu3M  OpPraHM3allMOHHOTO  OOCTY)KMBaHHUA  ABUAI[MOHHOM
UHPPACTPYKTYpPbl M OPraHMU3alMOHHOTO O0OECleYeHHs IpoLecca CEpBUCHOTO
oOCITy)XKMBaHHsI B adpoINoOpTy M Ha OOpPTy BO3AYIIHOTO CyJHa B IIpoIEcce
OpraHu3alyy CEpBUCA B a3PONOPTY U HA BO3AYLIHOM CYJHE.

35. MexaHu3M oOpraHu3aliil M MPOBEACHUS MapKETHHIOBOTO aHalln3a
NOTPEOHOCTH B CEPBUCHBIX YCIIyraxX B a3poHopTy U Ha OOPTY BO3AYILIHOIO CyJHA B
IpOLIECCE OPraHu3alyi CEPBHUCA B a3pONOPTY U HA BO3AYIIHOM CY/IHE.
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36. Meroabl opraHu3aldyd M YIPaBICHUS HMYIIECTBOM a’pONOPTOBOIO
KOMIUJIEKCAa M aKTUBaMM CEPBHUCHBIX NPEANPUSATUN Ha TPAHCIOPTE B IMpoLEcce
OpPraHM3ALMU CEPBHCA B a9PONOPTY U HA BO3AYIIHOM CYyJHE.

37. Meroasl onpeneneHusi nokaszareneid 3(Q(PEKTUBHOCTH IESITEIbHOCTH
NpEeANnpusATAs CepBHUCAa B paMKax TPAHCIHOPTHOTO KOMILJIEKCa B IMpOLEcce
OpPraHM3ALMY CEPBHCA B a9PONOPTY U HAa BO3AYIIHOM CYJHE.

38. KuMeHTOOpHEeHTHpPOBaHHBIE TEXHOJOTMH B CEPBUCHOM JESITEIbHOCTH
Ha TPaHCIOPTE B YCJIOBHSX B3aUMOJCHCTBUS C MOTPEOUTENSIMU, B TOM YHUCIE
MHTEPHET-TIPOABIXKEHUS YCIYT B MPOLIECCE OpraHu3allii CepBHCa B a’dpONopTy U
Ha BO3YLIHOM CYJHE.

Tunosvie cumyayuonHvlie 3a0auus OAs pewleHuss HA NPAKMUYECKUX
3aHAMUAX

Kaxxnas pabouas rpynmna roTOBUT NPE3EHTAIMIO CBOETO PEIICHUS MPOOJIEeMbI
U B X0J1¢ o01Iel TucKyccud 000CHOBBIBAET HEOOXOAUMOCTD €T0 pealu3aliu:

[Ipennoxxute  MeETOABI  OMpejAeNieHHus  MokazaTene  dddexkTuBHOCTU
NESTENbHOCTU TMPEANPUATHS CEepBHCAa B pPaMKax TPAHCIOPTHOTO KOMILJIEKCa ¢
Y4€TOM COCTOSIHHS COBPEMEHHOTO aBUAPBIHKA KOHKPETHON OpraHu3allyu.

Tema 2. CyurHocTh 1 poJib CEpBUCA HA BO3IYIIIHOM TPAHCIIOPTE
llepeuens munoswix 60npocos 0 YCMHO20 ONpoca

1. Ponb 1 3HaUeHMEe cepBHca Ha BO3IYIIIHOM TPaHCIIOPTE.

2. CymHOCTb cepBHCa Ha BO3IyIIIHOM TPaHCIIOPTE.

3. DKOHOMUYECKas CYIIHOCTh CEpBUCA HAa BO3AYIIIHOM TPaHCIIOPTE.
4, CoBpemeHnHbIe TpeOOBaHUS K CEPBUCY Ha BO3AYLIHOM TPAHCIIOPTE.

Tunosvle 3a0anus 015 Kpy2n020 cmoa

[Ipenmonaraercs  BBICTYIJICHHE  OOYYaIOIIUMXCSIOB € JOKJIaJaMH,
o0cyXeHune, TMCKYCCHH.

Tembl ocnosHbIX cO0OWenull (BBICTYINICHUH C TIpe3eHTanueit 10 15 MuHyT):

1. CocTosiHre COBPEMEHHOTO aBUapbIHKA.

2. OcHOBHBIE TEHACHIIMU pa3BUTHUsS chepbl cepBUCAa B TPAHCIOPTHOM
cdepe, B TOM YKCIie Ha BO3AYITHOM TPAHCIIOPTE HA COBPEMEHHOM 3Tare Pa3BUTHSA
o01iecTna.

3. OcHOBBI OpraHu3aliM Tpollecca CepBUCAa W TPOBENCHHUS BbIOOpa
PECYpCOB M CPEACTB C YYETOM TPEOOBAaHWM IOTPEOHMTENsI MpU pa3padOTKe
JIOTIOTHUTENBHBIX YCIAYT Ha CEPBUCHBIX MPEANPUATHIX aBHATPAHCIIOPTAa B
MPOIIeCcCe OPTraHM3aIlK CEPBHUCA B a3POTOPTY M HA BO3YIITHOM CYIHE.

4, OcHOBBI WCCIICIOBAHMS  PBIHKA, OpraHu3aluyd TPOJAXH U
MPOJBMKEHUE  CEPBUCHBIX  MPOAYKTOB  HAa  CEPBUCHBIX  MNPEANPUITHUAX
aBUATPAHCIIOPTA.

d. OpraHu3zairoHHOE obecrieueHne nporecca CEPBUCHOTO

o0Cly’)KMBaHMsI, TUIAHUPOBAHUSA M MOHUTOPHHIA JESTEIBHOCTH CEPBUCHOM
KOMIIaHUU B cpepe TpaHCcHopTa.

6. MexaHu3M BbIOOpA ONTUMAIBHBIX CIIOCOOOB PENICHUs 3a7a4 B paMKax
MOCTaBJICHHOW II€IM, UCXOAS W3 JEUCTBYIOUIMX IMPABOBBIX HOPM, HUMEIOIIUXCS
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pPECYpPCOB M OrpaHUYEHHI B MPOLECCE OpraHU3allMd CEpBHCAa B a’3pOIOPTYy U Ha
BO3JIYILIHOM CYJIHE.

7. Anroput™m BbIOOpa ONTHUMAJIBHBIX CIOCOOOB MX pPELIEHUS, UCXOIS U3
JNEUCTBYIOIIMX IPABOBBIX HOPM, HMEIOIIMXCS PECYpCOB W OrPaHUYEHUN B
MpoLIecCce OpraHu3alyi CEpPBHUCA B a3PONOPTY U HA BO3AYIIHOM CY/IHE.

8. MexaHu3M orpejeNieHus 1esied U 3aad yrnpaBieHUs] CTPYKTYpPHBIMU
MO/Ipa3IeNICHUsIMUA NIPEeANPUATU chepbl cepBUca WIH ApYruX chepax, B KOTOPbIX
HEO0OXOIMMO OCYLIECTBJIECHUE CEPBUCHOU JEATEIBHOCTH B MPOLECCE OpraHUu3aluu
CepBHCa B a3pONOPTY U Ha BO3YIIHOM CYIHE.

9. OcHOBHBIE METOABI M MPUEMBbl I[JIAHUPOBAHUS, OpraHU3aluHy,
MOTHBAIIUU U KOOPJIAUHALIUM IESITEIbHOCTH MpeAnpusaTuil (moapasaeneHuit) chepsl
cepBHca WIH APYTUx cepax, B KOTOPHIX HEOOXOAMMO OCYIIECTBICHHE CEPBUCHOM
JESTENbHOCTH B MPOLECCE OPTaHM3alMU CEpBHCA B a’pONOPTY U HA BO3AYLIHOM
CyJHE.

10. MexaHu3M OCYILIECTBICHUS KOHTPOJIS JCSATENBHOCTH MPEINPUSTHI
(mompaszaenennii) chepsl cepBruca WM IPYyrux cdepax, B KOTOPbIX HEOOXOAUMO
OCYIIECTBJIICHHE CEPBUCHOM NIEATETLHOCTH B MpOIECCe OpraHM3allii CepBUCa B
a’pOMNOPTy U HA BO3AYITHOM CYJHE.

11. MexaHu3M OIEHKH KayeCTBa OKAa3aHUSI CEPBHUCHBIX YCIYI HAa OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTUM B TMpOIECCEe OpraHu3alliyd CepBHCa B
a’pONOPTYy U Ha BO3IYIITHOM CYJTHE.

12.  Mertoasl NpOABMKEHUS W TPOJAXKH CEPBUCHOTO MPOAYKTA, B TOM
YHclie ¢ TIOMOUIBI0 OH-JIAMH M WHTEPHET TEXHOJOTHM B MpoIlecce OpraHu3aluu
CepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

13. Mexanusm GOpMHUPOBAHUS CIIEHHUATU3UPOBAHHBIX KAaHAJIOB COBITA
CEPBHUCHBIX MPOAYKTOB U YCIYT B MPOIIECCE OPraHU3aIMi CEPBUCA B adPONOPTY H
Ha BO3YLIHOM CYJTHE.

14. MexaHu3M OCYIIECTBICHHUS TOWCKA U TMPUMEHEHHS HEOOXOIUMOMN
HOPMAaTHUBHO-TIPABOBOM  JIOKYMEHTAllMM JJI1  JIEATEIbHOCTH B  W30paHHOM
npodeccruoHaibHOM cepe B mporecce opraHu3ai CepBUca B a’poONopTy U Ha
BO3JIYILIHOM CYJIHE.

15. Mexanusm coOimoeHusT 3aKoHoaTeNbcTBa Poccuiickoit denepanmu
O MPEOCTABIEHUH YCIYTI B IPOLIECCE OPraHM3alMU CEpPBUCA B a’3pOIOPTY U HA
BO3JIYILIHOM CYJIHE.

16. Mexanusm obecreueHus JTOKYMEHTOOOOpPOTa B COOTBETCTBHH C
HOPMATHBHBIMH TPEOOBAHMUIMHU B IIPOLIECCE OPraHMU3alMU CEPBHCA B a3pONOPTY U
Ha BO3YIIHOM CYJIHE.

17. Mexanusm cobmonenns TpeOoBaHMI O€30MacHOTO OOCITYyKHBaHUS,
OXpaHbl TPyJa W TEXHHKM OE€30IaCHOCTH B MPOLECCE OpraHU3allid CEepBUCA B
a’poNoOpTy U HA BO3AYLUIHOM CYJHE.

18. MexanusM coOIIOACHUS MONOKEHUS HOPMATUBHO - MPABOBBIX aKTOB,
PETrYIHMPYIOLIMX OXpaHy TPyAa U TEXHUKY 0€30MacHOCTH B IPOLIECCE OPraHU3aluu
cepBHCa B a3pONOPTY U HAa BO3IYILIIHOM CYZIHE.
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19. Mexanusm pa3pabOTKH CHCTEMBl KJIHMCHTCKUX OTHOIICHUH U
OpraHu3anuy Tporecca OOCTy)KUBaHHS TOTPEOUTENCH Ha OCHOBE MPHUMCHCHHUS
3aKOHOJATEIBHBIX aKTOB W MPABOBBIX HOPM B TPOIECCE OpraHU3AIMK CEpPBUCA B
a’pOTOPTY M HA BO3AYIITHOM CY/IHE.

20. MexaHHU3M COBEPIICHCTBOBAHMS CUCTEMBbI KIMCHTCKUX OTHOIICHUH B
CEpPBUCHOM JCATCIIBHOCTH HAa TPAHCIIOPTE C HCIOJB30BAaHUEM HMHTCPHET-
TEXHOJIOTUH B TIPOIIECCE OPTaHM3AIlMU CEPBHCA B a’pOIOPTY M Ha BO3AYITHOM
CyJHE.

21. MexaHu3M BbIOOpa MaTepUaJIbHBIX PECYpCcOB, OOOPYIOBaHMS st
OCYIIICCTBIICHHSI TIPOIIECCa CEPBHCA.

22. MexaHU3M  TPOBEICHUS  TIEPErOBOPOB  C  KIMEHTaMH  T10
NPETCH3UOHHBIM CJIy4asiM M METOJbI ONPEICICHUS TNPUYNH BO3HUKHOBCHHS
NPETCH3UI B TPOIIECCEe OpraHM3allMi CEpPBUCA B a’3pOIOPTYy W HA BO3AYIITHOM
CyJHE.

23.  MeToasl pa3pabOTKH M HCIIOJB30BAHUS THIOBBIX TEXHOJOTHUSCKHX
IIPOIIECCOB.

24.  Metoasl GOPMUPOBAHUS U BHEAPEHUS KOPIOPATUBHBIX CTAHIAPTOB H
PETJIaMEHTOB TIPOIIECCOB 00CITYKMBaHUS TOTPEOUTEIICH HAa TPAHCTIOPTE.

25. MeToapl B3aMMOJICUCTBHS C KIMCHTAMH [0 OpPraHU3alliH Iporecca
oOcy)KMBaHHSI TOTPEOUTENCH B chepe TOCTSIPUMMCTBA B MPOIIECCE OpraHU3aINN
CepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

26. Mertoasl pa3pabOTKHM KOMIUIEKCA MEPONPHUATHH 10 COOIIOICHUO
TpeOOBaHUN TPOU3BOJCTBEHHONW JUCHUIUIMHBI, TO COOJIIOJICHUIO TPAaBUI TIO0
OXpaHe Tpy/a U MOXKapHOU 0€30MaCHOCTH MPU OCYIIECTBICHUN TEXHOJIOTUYECKOTO
npolecca B MPolecce OpraHu3aliii CepBrca B a3pONOPTy U Ha BO3IYIITHOM CY/IHE.

27. Mexanu3sm  ¢GopMHUpOBaHUA IleJded HW  3ada4  JeATEIbHOCTH
MOJIpa3ACICHU CEPBUCHON NEATEIbHOCTH NPEAPUSITHS.

28. MexaHu3M NPUMEHEHHsS METOJOB OpraHW3alliy IJIAHUPOBAHUS H
MOHHUTOPHUHTA JIESITEIILHOCTU CEPBUCHON KOMITAHMHM B TPaHCHOPTHOM cdepe U B
cdepe TocTenpuUMCTBa Ha TPAHCIIOPTE.

29. MexaHuU3M OpraHU3alMKM WX BBIIOJTHEHHS B TPOIECCE OpraHU3AIHNH
CepBHCa B a3pOMOPTY U HA BO3IYIITHOM CYIHE.

30. Metonbl BbIOOpa OpraHU3ANMOHHBIX pelIeHUuH Il (HOPMHUPOBAHUS
CEPBHUCHOW CHCTEMBbI OOCIYKHBAaHUS C MCIOIH30BAHUEM METOJIOB OPTraHU3aIi U
VIOpaBJICHUS B TPOILIECCE OpraHU3allMd CEPBUCA B adpONOPTY M Ha BO3AYITHOM
CyJHE.

31. Anroput™M TpPHUHSATHS OpPTraHU3AIMOHHBIX PEMICHWH 10 Pa3BUTHIO
KIIMEHTYPHBIX OTHOIIEHUW TIPEANPUATHAS TPAHCIOPTHON cdepsl U chepsl
TOCTEIPUUMCTBA HAa TPAHCIIOPTE B MPOIECCE OPTaHU3AIMHN CEPBUCA B a3POTIOPTY U
Ha BO3YIIHOM CYJIHE.

32. Metonpl OpraHM3allii W YIPABICHHS HMYIIECTBOM a3pOTIOPTOBOTO
KOMITJIEKCAa W aKTUBAMH CEPBHCHBIX NPEINPHUSATHN HA TPAHCIOPTE B MpOIIecCe
OpraHu3alliy CEPBUCA B adPOIMOPTY U HA BO3AYITHOM CY/THE.
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33.  Mertonbl omnpenenenuss mnokazareneil 3QpQGEeKTUBHOCTU JEATEIbHOCTH
OpeanpusThs CepBUCa B paMKax TPaHCIOPTHOTO KOMIUIEKCa B Ipolecce
OpraHu3ally CEepBHCA B a3pONOPTY U HA BO3AYIIHOM CYJHE.

34. KiameHTOOpHMEeHTHPOBAaHHBIC TEXHOJIOTUH B CEPBHUCHOM MEATEIBHOCTH
Ha TPaHCIOPTE B YCIOBHSIX B3aMMOJCHCTBUS C MOTPEOUTENSIMH, B TOM YHCIIE
WHTEPHET-TIPOJIBIDKEHUST YCIYT B MPOIIECCE OPTaHM3AIMH CEpPBUCA B adpOMOPTY U
Ha BO3/YIIHOM CY/HE.

Tunogvlie cumyayuonuvie 3a0anus 0N peuleHuss Ha NPAKMUYEcKUx
3aHAMUAX

Kaxxgas pabouas rpyIina TOTOBHT MPE3SHTAIIMIO CBOETO PEIICHHUS TPOOIIEMBI
1 B X07i¢ 0011e# TUCKycCHH 000CHOBBIBAET HEOOXOIUMOCTh €T0 peaTn3aliu

1.  Meronpl pa3pabOTKM KOMIUIEKCa MEPONPHITHNA TIO0 OpTraHHU3aIlHH,
TUTAHUPOBAHUIO U MOHUTOPUHTY ACSITEIFHOCTH CEPBUCHON KOMIIAHWH B TIPOIECCE
OpraHu3aly CEPBHCA B a3PONOPTY M HA BO3AYIIHOM CYJHE.

2.  MexaHu3M  OpPraHM3alMOHHOTO  OOCTYXXWBAaHUS  aBHAIIMOHHOW
MHPPACTPYKTYPBl M OPraHU3allMOHHOTO O0OecledYeHHus IMpollecca CEPBUCHOTO
oOCITy’)KMBaHHUsSI B a’pornopTry M Ha OOpTy BO3AYIIHOTO CyIHAa B THpolecce
OpraHu3ally CEPBUCA B a3PONOPTY M HA BO3AYIIHOM CYJIHE.

3. MexaHu3M oOpraHm3aliil W MPOBEICHUS MapKETHHIOBOTO aHAllM3a
NOTPeOHOCTH B CEPBUCHBIX yCIyrax B adporopTy U Ha OOPTY BO3AYIIHOTO Cy/IHA B
Hpolecce OpraHu3aluy CepBUca B a3pONOPTY U Ha BO3AYIIHOM CyJTHE.

Tema 3. HopmatuBHO-mpaBoBasi 0aza, peryaupyoolas OpraHU3aIHio
cepBHCa Ha BO3AYIITHOM TPAHCIIOPTE

llepeuenv munoswvix 60npocos 0 yCMHO20 ONpoca

1. HopmaTtuBHO-npaBoBas 6a3a B cpepe BO3AYIIHOT'O TPAHCIIOPTA.

2. HopmaTtuBHO-nipaBoBasi 6aza B cdepe CEpBHCHOM NESITSIHLHOCTH Ha
BO3/yIIIHOM TPaHCIIOPTE.

IIpumepnvle memol coodbwerull

1. PykoBomsimmie moxkymentsl opranm3annii UIKAO u MATA B oGnactu
00CTy>KWBaHUSI TACCAKUPOB.

2. 3akoHoaTeNbCTBO PD B 001acTH 00CITYKUBAHUS TTACCAKHUPOB.

3. MexaHu3M BpIOOpA ONTUMAIIBHBIX CIIOCOOOB PEIIEHHUs 3a/1a4 B paMKax
MOCTABJIICHHOW II€NIA, MCXOMASl W3 JACHCTBYIOIIMX MPABOBBIX HOPM, HMEIOITUXCS
PECYPCOB M OTPaHUYCHHUM B MPOIECCE OpPraHU3allMd CEPBHCA B adPOIOPTY W Ha
BO3/IYIITHOM CYJIHE.

4, Anroput™m BbIOOpa ONTHUMAJIBHBIX CIIOCOOOB WX PEIICHUS, UCXOS U3
JICHCTBYIONINX TPABOBBIX HOPM, HWMEIOIIMXCS PECypCOB U OTrPAHUYCHUU B
MPOIIeCCe OPTraHU3aIllK CEPBHUCA B a3POTOPTY M HA BO3IYIITHOM CY/IHE.

5. MexaHu3M OIpeaeNieHus TeNiel W 3a7a4 yIpaBiIeHUs! CTPYKTYPHBIMU
MOIpa3IeTICHUSIMA TIPEANPUATHN chephl cepBUca WK APYTUX chepax, B KOTOPHIX
HEOOXOIMMO OCYIIECTBICHUE CEPBUCHOU JEATEILHOCTH B MPOIECCE OpraHU3alun
CepBHCa B a3PONOPTY U HAa BO3YIITHOM CYIHE.
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6. OcHOBHBIE METOABI U TMpPUEMbl IUIAHUPOBAHUS, OpraHU3AINM,
MOTHUBAIIMU U KOOPJMHALIMY JAEATEIbHOCTU NPeanpuaTuil (moapasaenenuii) chepol
cepBHCca WIH APYTUX cpepax, B KOTOPHIX HEOOXOAMMO OCYIIECTBICHUE CEPBUCHOM
JESATENbHOCTU B MPOLECCE OPraHM3alMU CEpBHUCA B a’pONOPTY U HA BO3AYLIHOM
CyJHE.

7. MexaHu3M OCYIIECTBICHUS KOHTPOJISI JACSITEIBHOCTH MPEANPUSITHI
(monpasnenenuii) cepsl cepBrca WIH APYyrux cepax, B KOTOPHIX HEOOXOAUMO
OCYIIECTBJIICHHE CEPBUCHOM NESITEIbHOCTH B IPOILIECCE OpraHu3alli CepBUCa B
a’pONopTy U HA BO3AYUIHOM CYJHE.

8. MexaHu3M OLIEHKU KaueCcTBa OKa3aHMs CEPBHUCHBIX YCIYT Ha OCHOBE
KJIIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTUM B TMPOIECCE OpraHM3allid CepBUCA B
a’pONoOPTy U HA BO3AYUTHOM CYJHE.

Q. Metoasl TPOABUKEHUS W TPOJAXKH CEPBHUCHOTO MPOJIYKTa, B TOM
YHUCJI€ C MOMOIIBIO OH-JIAMH W MHTEPHET TEXHOJOTHH B MPOIIECCE OpraHU3aluU
CepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

10. Mexanusm GOpMHUPOBAHUS CIEHUATU3UPOBAHHBIX KAaHAJIOB COBITA
CEPBUCHBIX MPOJYKTOB U YCIYT B MPOIIECCE OPraHU3aIliy CEPBUCA B adpPOMOPTY U
Ha BO3YLIHOM CYJHE.

11. MexaHu3M OCYIICCTBICHUS TOUCKA W TPUMEHEHUS HE0OXOAUMOM
HOPMATUBHO-TIPABOBOM  JIOKYMEHTAIlUU JUIsl  JEATEeIbHOCTH B  HM30paHHOM
npodeccruoHaibHOM cepe B mporecce OopraHu3alii CepBUca B a’poMopTy U Ha
BO3/yIIHOM CYJTHE.

12.  Mexanusm coOioeHusT 3aKoHoaaTeNbcTBa Poccuiickoit denepanmu
O TMPEJOCTaBICHUU YCIYT B IMPOIIECCE OpPTaHM3allMU CEpPBUCA B a’pOINOPTY U Ha
BO3/yIIHOM CYJTHE.

13. Mexanu3m o0ecreueHuss JTOKYMEHTOO0OpOTa B COOTBETCTBHUU C
HOPMAaTHUBHBIMU TPEOOBAaHUSIMH B MPOIECCE OPraHU3allMU CEPBUCA B adpPOINOPTY U
Ha BO3/YIITHOM CYJTHE.

14, Mexanusm coOmroieHusl TpeOoBaHMM Oe30macHOro 00CTyKUBaHMUS,
OXpaHbl TPyJa W TEXHHKH OE30MacHOCTH B TMPOIECCE OpraHU3allud CEepBUCA B
a’poIoOPTy U HA BO3YIIHOM CYJIHE.

15.  MexaHusm coOMIOACHUS TOJOKEHUSI HOPMATUBHO - TIPABOBBIX aKTOB,
PETYIHPYIONTUX OXpaHy TPy/Aa U TEXHUKY 0€30MacHOCTH B MIPOIIECCE OPTaHU3aIuU
CepBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJHE.

16. Mexanusm pa3pabOTKU CHCTEMBbl KJIHMEHTCKUX OTHOIICHUH U
OpraHu3aluu Mnpouecca oO0CIyKMBaHUSI MOTpPeOUTENIe HAa OCHOBE MPUMEHEHUS
3aKOHO/ATENIbHBIX aKTOB M MPABOBBIX HOPM B MPOLECCE OpraHU3allid CEpBUCA B
a’poIoOPTy U HAa BO3YIIHOM CYJIHE.

17. MexaHu3M COBEpPLICHCTBOBAHUS CUCTEMbI KIMEHTCKUX OTHOUIEHUU B
CEpPBUCHOM JESATEIbHOCTH Ha TPAHCIOPTE C HCMOJIb30BAHUEM HWHTEPHET-
TEXHOJIOTUW B MPOIIECCE OpraHU3allMu CEPBUCA B a’PONOPTY U Ha BO3AYIIHOM
CyJHE.

18. MexanusMm BBIOOpa MaTepUAIBHBIX PECYpPCOB, OOOPYIOBaHUS IS
OCYILIECTBJICHHSI IPOLIECCA CEPBHCA.
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19. MexaHusm  HpoOBEAEHUS  IMEPEroBOPOB €  KIMEHTaMU IO
MPETEH3UOHHBIM CIy4YasiM M METOJbl ONpEEIeHUs] MNPUYUH BO3HUKHOBEHHS
MPETeH3UH B MPOLECCE OpPraHu3alMy CEepBHUCAa B a’PONOPTY U HA BO3AYLIHOM
CyJHE.

20. Mertoasl pa3paOOTKU U KMCIOJIB30BAHUSI TUIOBBIX TEXHOJOTHUYECKUX
MPOLIECCOB.

21. Metoasl GopMUpPOBaHUS U BHEAPEHUS KOPIOPATUBHBIX CTAaHAAPTOB U
pErjlaMeHTOB IPOLECCOB 00CTyKMUBaHUS TOTPEOUTENICH HAa TPAHCTIOPTE.

22. Mertoapl B3aUMOJICUCTBUS C KJIMEHTAMU IO OpPTaHU3alMM Ipolecca
oOcny>KuBaHMs TOTpeduTesneil B cepe rocTenpuuMCcTBa B MPOIIECCE OpraHU3aAlNU
cCepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

23. Metoapl pa3pabOTKM KOMILIEKCA MEPONPHUSATHH MO COOIIOJAEHUIO
TpeOOBaHUN NPOU3BOACTBEHHOW JUCHUIUIMHBI, MO COOJIIOACHUIO MPaBHI IO
OXpaHe Tpy/a U MOXKapHOW 0€30MaCHOCTH MPU OCYIIECTBIEHUN TEXHOJIOTUYECKOT0
npolecca B MpoIecce OpraHu3alii cepBrca B a3pONOpPTy U Ha BO3IYIIHOM CY/HE.

24, Mexanu3m  (opMupoBaHMS ~ 1eded W 3aJad  JeATeIbHOCTH
noJipa3ieJIeHUi CepBUCHON JEATEIBHOCTU MPEATPUSATHS.

25. MexaHu3M NPUMEHEHHsS METOJ0B OpraHu3aluy IUJIAHUPOBAHUS MU
MOHHUTOPHUHTA JICSITEIIbBHOCTU CEPBUCHON KOMIIAHMM B TPaHCHOPTHOM cdepe U B
cdepe rocTenpuUMCTBa Ha TPAHCIIOPTE.

26. MexaHuU3M OpraHM3allMM HUX BBINOJIHEHUS B IPOLECCE OpPraHU3aLNU
CepBHCa B a3PONOPTY U HA BO3JIYILIHOM CYJHE.

27. Metoapl BbIOOpa OpPraHM3allMOHHBIX pElIEHUN A (popMHpOBaHMS
CEpBUCHOM cHCTEeMBbl 00CIY)KMBAaHMSI C MCIIOJIb30BAHUEM METOAO0B OpraHU3aluu U
yIpaBJI€HUs B MPOLIECCE OPraHM3ALMK CEPBHCA B a3PONOPTY M HA BO3IYLIHOM
CYyJHE.

28. AJroput™M TMPUHATHS OPraHM3ALMOHHBIX PEHIEHUH 10 pa3BUTHUIO
KJIMEHTYPHBIX OTHOIIEHUN TNPEANpUATUS TPAHCIOPTHOW cdepbl U chepbl
rOCTEIPUUMCTBA Ha TPAHCIIOPTE B MPOLIECCE OpraHU3AIMM CEPBUCA B a3pOIOPTY U
Ha BO3JYILIHOM CYJHE.

29. Metoasl pa3pabOTKM KOMIUIEKCA MEPONPHUSATHH IO OpraHU3aIlNH,
IUIAHUPOBAHHUIO 1 MOHUTOPHUHIY JIE€SITEIBHOCTU CEPBUCHOM KOMIIAHUM B MPOLECCE
OpraHu3aly CEPBUCA B a3PONOPTY U HA BO3AYLIHOM CYJHE.

30. MexaHu3M  OpPraHU3AIMOHHOTO  OOCTY)XKMBAHUS  ABHUAIIMOHHOM
UHOQPACTPYKTYpPbl M OPraHU3alMOHHOIO O0OECleYeHHs IMpoLecca CEpBUCHOTO
oOCITy)XMBaHHMsSI B adpoOINOpTy M Ha OOpPTY BO3IYIIHOIO CyAHa B IIpOLEcCe
OpraHu3alyy CEpBUCA B a3PONOPTY U HA BO3AYIIHOM CYJHE.

31. MexaHu3M OpraHu3alud W TPOBEACHHUS MApPKETUHTOBOTO AaHaIn3a
NOTPeOHOCTH B CEPBUCHBIX yCIyrax B a’3pornopTy U Ha OOPTY BO3AYIIHOIO Cy/IHA B
IIpoLiecCe OpPraHu3aly CEPBHUCA B a3PONOPTY U HAa BO3AYLIHOM CYJHE.

32. Meronpl opraHU3alMi W YIPABICHUS UMYIIECTBOM a’pOMOPTOBOTO
KOMIUJIEKCa M aKTUBAaMU CEpPBHUCHBIX MPEINPHUATHI Ha TpaHCIOPTE B Ipolecce
OpraHu3alyy CEpBUCA B a3PONOPTY U HA BO3AYLIHOM CYJHE.
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33.  Mertonbl omnpenenenuss mnokazareneil 3QpQGEeKTUBHOCTU JEATEIbHOCTH
OpeNnpusIThs CepBUCAa B paMKax TPAHCIOPTHOTO KOMIUIEKCa B Ipolecce
OpraHu3alM CEepBHCA B a3PONOPTY M HA BO3AYIIHOM CYJHE.

34. KiMeHTOOPHEHTHPOBAHHBIE TEXHOJOTHH B CEPBUCHOW ACSATEIHLHOCTU
Ha TPaHCIOPTE B YCIOBHSIX B3aMMOJCHCTBUS C MOTPEOUTENSIMH, B TOM YHCIIE
WHTEPHET-TIPOIBIDKEHHUST YCIYT B MPOIIECCE OPTaHM3AIMH CEPBUCA B adpOMOPTY U
Ha BO3/YIIHOM CY/HE.

Tunogvie cumyayuonuvie 3a0anus 0N peuwleHuss Ha NPAKMUYECKUX
3aHAMUAX

Kaxxgas pabouas rpyIina TOTOBHT MPE3SHTAIIMIO CBOETO PEIICHHUS TPOOIIEMBI
1 B X07ie 0011ei JucKyccruu 000CHOBBIBAET HEOOXOUMOCTD €0 pearu3aliu:

[IpennoxuTe METOABI OpraHW3allMd W TPOBEACHHS MapKETHHTOBOTO
aHaJM3a MOTPEOHOCTH B CEPBUCHBIX YCIIyrax B a3poropTy U Ha OOPTY BO3AYIIHOTO
Cy/IHa C Y4eTOM 3aKoHoaTenbcTBa PD B 001acTi 00CTyKMBaHUS TACCAKUPOB.

Tema 4. Ycnyru, npenocTaBiseMble IaCCAKUPAM B a3pOIOPTY
Ilepeuensy munosvix 60npocos 0Jisl yCMHO20 ONPoOCca

1. Ycnyru B chepe BO3AYLUIHOTO TPAHCIIOPTA.

2. Knaccudukanus yciayr B a3ponopry.

3. Opranu3zaiys yciayr B a3poropry.

4, OcHoBHBIE TpeOOBaHUS K MPEIOCTaBICHHUIO YCIyT MaccakupaMm B
a’ponopry.

S. [HudpoBoil MOHUTOPUHT W YyNpaBIEHHWE COCTOSHHEM TPAHCIOPTHOM
UHGPACTPYKTYPHI.

IIpumepnovle memol coodueHull

1. MexaHu3M BbIOOpA ONTUMAIIBHBIX CIIOCOOOB PEIICHUS 3a]1a4 B paMKax

NOCTaBJICHHOM M€, UCXOAsl W3 JEUCTBYIOIIMX IPABOBBIX HOPM, HMEIOIINXCA
PECYPCOB M OrpaHUYEHUN B MPOLIECCE OpraHM3alMy CEpBUCA B a’3pONOpPTYy U Ha
BO3JIYLITHOM CYJIHE.

2. ANTOpUTM BBIOOpA ONTUMAIIBHBIX CIIOCOOOB UX PEIICHUS, UCXOI W3
JNEUCTBYIOIIUX IIPABOBBIX HOPM, HMMEIOIIUXCA PECYPCOB M OrPAaHUYCHUU B
MIPOLIECCE OPraHU3aIMU CEPBUCA B a3PONOPTY U HA BO3AYIIHOM CYIHE.

3. MeToapl OCYIIECTBICHUS JI€JIOBOM KOMMYHHUKAIMM B YCTHOW U
MMCBMEHHOW (opMax B MpOIECCE OpraHU3allMh CEepBHCA B a’pONOPTy M Ha
BO3YIIHOM CYZHE.

4, MexaHu3M OCYHIECTBIEHHUS JEJIOBOM KOMMYHHUKAllMM B YCTHOM H
MUCbMEHHON (hopMax Ha rocyaapcTBeHHOM si3bike Poccuiickoit ®dexpepanuu B
MPOLECCE OPTraHU3aAIMU CEPBUCA B a3PONOPTY U HA BO3AYIIHOM CYIHE.

d. MexaHu3M OCYHIECTBIEHHUS JEJIOBOM KOMMYHUKAllMM B YCTHOM H
MUCbMEHHOU (hopMax Ha MHOCTPAHHOM (bIX) SI3bIKE (aX) B MpoOLiecCe OpraHUu3alNu
CEpBHCA B a3POIOPTY U HA BO3AYLUIHOM CY/IHE.

6. MexaHu3M onpejieneHus 1eieil u 3a7a4 yrnpaBlIeHUs] CTPYKTYPHBIMU
MOApPA3AEICHUAMU MPEINPUATU cPephl cepBrca WK Ipyrux chepax, B KOTOPHIX
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HEO0OXOIUMO OCYHIECTBJIECHUE CEPBUCHOU JEATEIBHOCTH B MPOLECCE OpraHU3aluu
cepBHCa B a3pONOPTY U Ha BO3YIIIHOM CYAHE.

7. OcCHOBHBIE METOABI ¥ TPUEMBI I[JJAHUPOBAHUS, OPTaHU3AINH,
MOTHUBAIIUU U KOOPJMHAIIMY JEATEIbHOCTU NpeanpuaTuil (moapasaenenuii) chepol
cepBHca WIHM APYTuX cepax, B KOTOPHIX HEOOXOAUMO OCYIIECTBICHHE CEPBUCHOM
JESATENbHOCTU B MPOLECCE OPTaHM3alMU CEpBHCA B a’pONOPTY U HA BO3AYLIHOM
CyJIHE.

8. MexaHu3M OCYIIECTBICHUS KOHTPOJISI JACSITEIBHOCTH MPEANPUITUI
(monpasnenenuii) cepsl cepBrca WIM APYyrux cdepax, B KOTOPHIX HEOOXOAUMO
OCYIIECTBJIICHHE CEPBUCHOM NEATEILHOCTH B MPOIECCE OpraHu3allii CepBUcCa B
a’pONopTy U HAa BO3AYUIHOM CYJHE.

Q. MexaHu3M OLIEHKU KaueCTBa OKa3aHMs CEPBUCHBIX YCIYT Ha OCHOBE
KJIIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTUM B TMPOIECCE OpraHM3allid CepBUCA B
a’pONopTy U HA BO3AYUIHOM CYJHE

10. MeToabl TPOJBMKCHHS W TPOJAKUA CEPBUCHOTO IPOJIYKTa, B TOM
YHUCJIE C MOMOIIBIO OH-JIAMH W MHTEPHET TEXHOJOTHH B MPOIIECCE OpraHU3alluu
CepBHCa B a3pONOPTY U HAa BO3AYIITHOM CYIHE.

11. Mexanusm (HOpMHUPOBAHMS CHEIUAIU3UPOBAHHBIX KaHAJIOB cObITa
CEPBUCHBIX MPOAYKTOB U YCIYT B MPOIIECCE OPraHU3AIMU CEPBUCA B adPOIOPTY H
Ha BO3YLIHOM CYJHE.

12. MexaHu3M OCYIIECTBIIEHUS TOUCKA U TPUMEHEHHUs HEOO0XOIUMO
HOPMAaTHUBHO-TIPABOBOM  JIOKYMEHTAllUU JJIs1  JIEATEJIbHOCTH B  M30paHHOMN
npodeccruoHaibHOM cepe B mpolecce OopraHu3aii CepBUca B a’poOrNopTy U Ha
BO3/yIIHOM CYJTHE.

13. Mexanu3M coOmrofeHus 3aKkoHoaaTenbcTBa Poccuiickoit deneparuu
O TMPEJOCTABICHUU YCIYT B IPOIIECCE OPTaHM3AIlMU CEpPBUCA B adPOINOPTY U HA
BO3/yIIIHOM CYJTHE.

14, Mexanu3sMm obecriedeHUssT JOKYMEHTOOOOpOTa B COOTBETCTBHH C
HOPMAaTHUBHBIMU TPEOOBAaHUSIMH B MPOIECCE OpraHU3allMU CEPBUCA B adPOIOPTY H
Ha BO3YIITHOM CYJIHE.

15. Mexanu3m coOmrofeHus TpeboBaHu 0e30MacHOro O0CTy>KUBAaHMS,
OXpaHbl TPyJa W TEXHHKH OE30MacCHOCTH B TPOIECCE OpraHU3alUU CEpBHCA B
a’poIoOpPTy U HA BO3YIIHOM CYJIHE.

16. Mexanu3m coOOIEHUS MTOJIOKEHUSI HOPMATUBHO - MTPABOBBIX aKTOB,
PETYIHPYIONIUX OXpaHy TPy/Aa U TEXHUKY O€30MacHOCTH B MIPOIIECCE OPTaHU3aIuU
CepBHCa B a3pOIOPTY U HA BO3AYIIHOM CYJIHE.

17. Mexanu3sM pa3pabOTKM CHUCTEMBbI KJIMEHTCKHUX OTHOIICHUH U
OpraHu3aluu Mnpouecca oO0CIyKMBaHUSI MOTpPeOUTENIe HAa OCHOBE MPUMEHEHUS
3aKOHOJIATEIPHBIX aKTOB W MPABOBBIX HOPM B MPOIECCE OPTraHU3AIK CEpPBUCA B
a’poIopTy U HA BO3YIIHOM CYJIHE.

18. MexaHu3M COBEPIICHCTBOBAHUSI CUCTEMbI KIIMEHTCKUX OTHOIICHUU B
CEpPBUCHOM JESATENBHOCTH HA TPAHCHOPTE C HCMHOJb30BAHUEM HWHTEPHET-
TEXHOJIOTUW B MPOILIECCE OpraHU3allMy CEpPBUCAa B a3pONOPTY M HA BO3AYLUIHOM
CyIHE.
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19. Mexanusm BbIOOpa MaTEpHAIBHBIX PECYpPCOB, OOOpPYIOBaHUSA IS
OCYIIECTBJICHHSI POLIECCA CEPBHCA.

20. MexaHu3M  OpPOBEIEHHUS  MEPErOBOPOB €  KIMEHTAaMU IO
MPETEH3UOHHBIM CJIy4YasiM M METOJbl ONpEeIeHUs] NPUYUH BO3HUKHOBEHHS
MPETeH3UN B MPOLECCE OpraHu3alMi CepBUCAa B a’pONOPTy M HA BO3AYILIHOM
CyJHE.

21. Meronapl pa3paOOTKM M HMCHOJB30BAHMS TUIIOBBIX TEXHOJIOTMYECKUX
MPOLIECCOB.

22. Meronapl popMUPOBaHUS U BHEAPEHUS] KOPIOPATUBHBIX CTAHJAPTOB U
pErjlaMeHTOB IIPOLECCOB 00CTYKMUBaHUSI TOTPEOUTENICH Ha TPAaHCIOPTE.

23. Meroapl B3aMMOJACHCTBUS C KJIMEHTAaMU MO OpraHu3alyu Mpolecca
oOcny>KuBaHMs TOTpeduTeseil B cepe rocTenpuuMCcTBa B MPOIIECCE OpraHU3aALNH
CepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

24. Meronpl pa3pabOTKM KOMIUIEKCA MEPONPUATHNA MO COOJIOJICHUIO
TpeOOBaHUN TPOU3BOJCTBEHHOW JUCIUIUIMHBI, MO COOJIOJICHUIO TMpaBUi 10
OXpaHe Tpy/Aa U MOXKapHOU 0€30MaCHOCTH MPU OCYIIECTBICHUN TEXHOJIOTUYECKOTO
npolecca B MpoIecce OpraHu3aliii cepBrca B a3pONOpPTy U Ha BO3IYIIIHOM CY/THE.

25. Mexanusm  (dopMupoBaHMs ~ LeNed W 3amad  JIeATEIbHOCTU
noJipa3fieJIeHUI CepBUCHON JEATEIBHOCTU MPEAIPUSITHSL.

26. MexaHu3M TPUMEHEHUST METOJIOB OpraHU3allMM IUIAHUPOBAHUS U
MOHUTOPUHIA JI€ATEIBHOCTU CEPBUCHOM KOMIIAHMHM B TPAHCIIOPTHOM cdepe U B
cdepe roctenpuuMCTBa Ha TPAHCIIOPTE.

27. MexaHu3M OpraHu3alMy UX BBIIOJHEHHUS B INPOLIECCE OpraHU3al|U
CepBHCa B a3PONOPTY U HA BO3AYIIHOM CYAHE.

28. Metonpl BeIOOpa OpraHM3allMOHHBIX peIIeHUN i1 GhOpPMUPOBAHUS
CEPBUCHOM cHCTEMBbI 00CIY)KMBAHMSI C MCIIOJIb30BAHUEM METOJO0B OpraHU3aluu U
yIpaBJiI€HUs B MPOILIECCE OPraHM3AlUM CEPBHCA B a3PONOPTY M HA BO3IYLIHOM
CyJHE.

29. ANropuTM NpPUHATUS OPraHU3ALMOHHBIX PEUICHUH 10 pa3BUTHUIO
KJIMEHTYPHBIX OTHOILIEHUN NPEANpUATUS TPAHCIOPTHOW cdepbl U chepbl
rOCTEIPUMMCTBA Ha TPAHCIIOPTE B MPOLECCE OPraHMU3alMi CEPBUCA B a3pOIOPTY U
Ha BO3JYIIHOM CYJIHE.

30. Meroasl pa3pabOTKU KOMIUIEKCA MEPONPUSTHA IO OpTraHHU3alluy,
IUIAHUPOBAHHUIO 1 MOHUTOPHUHTY JIEATEIBHOCTH CEPBHCHON KOMIIAHHH B IIPOLIECCE
OpraHu3ally CEPBUCA B a3PONOPTY U HA BO3AYLIHOM CYJHE.

31. MexaHu3M  OpPraHM3allMOHHOTO  OOCITY)KHMBaHHS  aBUAI[MOHHOM
UHQPACTPYKTYphl M OPraHM3alMOHHOTO O0OeCledYeHHus IMpoLecca CEpBUCHOTO
oOCITy)XKMBaHHsI B adpoINoOpTy M Ha OOpPTy BO3AYIIHOTO CyJHa B IIpoIEcce
OpraHu3alyy CEpBUCA B a3PONOPTY U HA BO3AYLIHOM CYJHE.

32. MexaHu3M OpraHu3alii M MPOBEACHUS MapKETHHIOBOTO aHalln3a
NOTPEOHOCTH B CEPBUCHBIX YCIyrax B a3ponopTy U Ha OOPTY BO3AYLIHOTO CyJ/IHA B
IpOLIECCE OPraHu3alyi CEPBHUCA B a3pONOPTY U HA BO3AYIIHOM CY/IHE.
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33. Meroasl opraHu3aluyd U YIPaBICHUS HMYILIECTBOM a’pONOPTOBOIO
KOMIUJIEKCa M aKTUBAaMU CEPBHUCHBIX NPEINPHUATHI Ha TpaHCHOPTE B IpolEecce
OpPTraHM3ALMU CEPBHCA B a3PONOPTY U HA BO3AYLIHOM CYJHE.

34. Meroasl onpeneneHusi nokaszareneid 3(Q(PEKTUBHOCTH ESITEIbHOCTH
NpEeANnpusATAs CepBHUCAa B paMKax TPAHCIHOPTHOTO KOMILJIEKCa B IMpOLEcce
OpraHu3aliy CepBUCa B a3POIOPTY U HA BO3IYIIHOM CYJIHE.

35. KuMeHToOpHEeHTHpPOBaHHBIE TEXHOJIOTMH B CEPBHCHOW JEATEIbHOCTU
Ha TPaHCIOPTE B YCJIOBHSX B3aUMOJCHCTBUS C MOTPEOUTENSIMU, B TOM YHUCIE
MHTEPHET-TIPOABIXKEHUS YCIYT B MPOLIECCE OpraHu3allii CepBHCa B a’dpONopTy U
Ha BO3YLIHOM CYJHE.

Tunosvie cumyayuouHvie 3a0auus OAs pewleHuss HA NPAKMUYECKUx
3aHAMUAX

Kaxxnas pabouast rpymnmna roToOBUT NPE3EHTAIMIO CBOETO PEIICHUS MPOoOJIeMbl
U B X0J1¢ o01Iel TucKyccud 000CHOBBIBAET HEOOXOAUMOCTD €T0 pealu3aliu:

[Ipennoxxute METOMbI OPraHU3ALMOHHOTO OOCITYXMBAaHUS AaBUAIMOHHOU
UHQPACTPYKTYpbl W OpPraHU3aIlMOHHOTO OOECIedeHHsl Mpollecca CEPBUCHOTO
o0CIy>KMBaHMS B a3pOMOPTY U Ha OOPTY BO3AYIIHOTO CyJIHA C YYETOM OCHOBHBIX
TpeOOBaHMI K NMPEAOCTABICHUIO YCIYT NacCaXUpaM B adporopTy.

Tema 5. HeaBuanimoHHasi CepBUCHAs AEATENBHOCTD B a3PONOPTY
llepeuenvy munosvix 60npocos 0Jisl yCmHo2o Onpoca

1. [loHsiTHE HEAaBUAIIMOHHOM E€SITEBHOCTH.

2. [lonsiTHe HEeaBMAIIMOHHOW CEPBUCHOM JESITEIBHOCTH B a3pONOPTOBOM
KOMILIEKCE.

3. Opranuzaiys HeaBUallMOHHOM JIeATeTbHOCTH a3pOmopTa.

IIpumepnvle memol coodwerull

1. OcobennocTr OpraHu3aIuu HEaBUAIIMOHHOMI eI TEILHOCTHA
a’pornopra.

2. OcobenHnocTn OopraHu3aIuu HeaBUAIMOHHON CEPBUCHOM
JESTEIHLHOCTH B a3POIOPTOBOM KOMILJIEKCE,

3. MexaHu3M BbIOOpaA ONTUMAIIBHBIX CIIOCOOOB pPEIICHUS 3a7a4 B paMKax

[IOCTABJICHHOW L€, MCXOAS W3 JEUCTBYIOIIMX IPAaBOBBIX HOPM, HMEIOIIUXCS
PECYPCOB M OTPAaHUYECHUN B IPOLECCE OPTraHU3AlMU CEPBHCA B a’3pONOPTy U Ha
BO3YIIHOM CYyJHE.

4, AnropuTt™ BbIOOpa ONTHUMAJIBHBIX CIIOCOOOB WX PEIICHUS, UCXOS U3
JNEUCTBYIOIIMX ITPABOBBIX HOPM, HMMEIOIIUXCA PECYPCOB M OrPAaHUYCHUU B
MPOLECCE OPraHU3AIMU CEPBUCA B a3PONOPTY U HA BO3AYIIHOM CYIHE.

d. MeTtonbl OCYHWIECTBIEHUS JEJIOBOM KOMMYHHMKAIIMM B YCTHOM H
MMCBMEHHON (opMax B MPOIECCE OpPraHU3alMHA CEPBHCAa B a’pONOPTy M Ha
BO3YLIHOM CYyJIHE.

6. MexaHu3M OCYHIECTBJIEHUS JEJIOBOM KOMMYHUKAllMM B YCTHOM H
NMUCbMEHHOM (opMax Ha rocyaapcTBeHHOM si3bike Poccuiickoit ®dexpepanuu B
MPOLECCE OPTaHU3AIMU CEPBUCA B a3PONOPTY U HA BO3AYIIHOM CYAHE.
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7. MexaHus3M OCYLIECTBIICHUs [€JI0BOM KOMMYHHUKAllUd B YCTHOM H
MUCbMEHHOU (hopMax Ha MHOCTPAHHOM (BIX) SI3BIKE (aX) B MpOLIECCe OpraHU3aAlNU
cCepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

8. MexaHu3M ompejesieHus 1elled U 3a1ad ynpaBieHUs! CTPYKTYpPHBIMU
MO/Ipa3/ieNICHUsIMUA NIPEeANpUATUA cephl cepBUca WM IpYrux cepax, B KOTOPBIX
HEO0OXOIUMO OCYHIECTBJICHUE CEPBUCHOU JEATEIBHOCTH B MPOLECCE OpraHUu3aluu
CepBHCa B a3pONOPTY U Ha BO3YIIIHOM CYIHE.

9. OcHOBHBIE METOABI M TMPUEMBI I[JIAHUPOBAHUS, OpraHU3aluHy,
MOTHUBAILMU U KOOPAMHALIMY AESITEIbHOCTU NPEANpUATHI (TIoapa3aeneHuil) cepsl
cepBHca WIHM APYTrux cepax, B KOTOPHIX HEOOXOAUMO OCYIIECTBICHHE CEPBUCHOM
JESATENBHOCTH B MPOLECCE OPTaHM3alMU CEpBHCA B a’pONOPTY U HA BO3AYLIHOM
CyJHE.

10. MexaHu3M OCYILECTBICHUS KOHTPOJS JACSATEIbHOCTH NPEINpUSTUI
(moxpaznenenuii) chepsl cepBuca WU APYTrux cdepax, B KOTOPbIX HEOOXOIUMO
OCYIIECTBJIICHHE CEPBUCHOM JIEATETLHOCTH B MpOIECCe OpraHu3alli CepBUCa B
a’pOMNoOPTy U HA BO3AYITHOM CYJIHE.

11. MexaHu3M OIEHKH Ka4yeCTBa OKAa3aHUsI CEPBHUCHBIX YCIYI HAa OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTUM B TPOIECCE OpraHu3alliyd CepBHCa B
a’pOMNOPTy U HA BO3AYITHOM CYJHE

12.  Mertoasl NpoOABMKEHUS U TPOJAXKH CEPBUCHOTO MPOAYKTA, B TOM
YHUCJIE€ C MOMOIIBIO OH-JIAWH M MHTEPHET TEXHOJOTHIl B IPOLIECCE OpPraHU3aluu
CEpBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJHE.

13. Mexanusm ¢GopMHUpPOBaHUS CIEHUATU3UPOBAHHBIX KAaHAJIOB COBITA
CEPBUCHBIX MPOAYKTOB U YCIYT B MPOLIECCE OPraHU3ALMU CEPBUCA B adPOIOPTY U
Ha BO3JYIITHOM CYJIHE.

14. MexaHu3M OCYIIECTBICHHUS TOWCKA U TMPUMEHEHHS HEOOXOIUMOMN
HOPMATHUBHO-TIPABOBOM  JIOKYMEHTAllUM JJI1  JIEATEIBHOCTH B  W30paHHOM
npodeccruoHaabHON cepe B mporecce OpraHu3aldi CepBHUCa B a’poOINopTy U Ha
BO3JIYLITHOM CYJIHE.

15. Mexanusm coOmoneHust 3aKoHoaaTeNbcTBa Poccuiickoit denepanmu
O MPEOCTABIEHUH YCIYTI B IPOLIECCE OPraHM3alMU CEpPBUCA B a3pOIOPTY U HA
BO3JIYILIHOM CYJIHE.

16. Mexanusm obecreueHuss JOKYMEHTOOOOpPOTa B COOTBETCTBUHU C
HOPMAaTHBHBIMH TPEOOBaHUSIMHU B IPOLECCE OPraHU3allMK CEPBUCA B a3POIOPTY U
Ha BO3YIIHOM CYJIHE.

17. Mexanusm cobmoneHns TpeOoBaHMI 0€30MacHOTO OOCITYyKHUBaHUS,
OXpaHbl TPyJa W TEXHHKM OE€30IaCHOCTH B MPOLECCE OpraHU3allid CEepBUCA B
a’poONOpTy U HAa BO3YIIHOM CYJHE.

18. MexaHusM COONIOACHUS TOJIOKEHUS HOPMATHUBHO - MPABOBBIX aKTOB,
PETrYIHMPYIOIMX OXpaHy TPyAa U TEXHUKY 0€30IacHOCTH B IPOLIECCE OPraHU3aLuu
cepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYZHE.

19. Mexanusm pa3pabOTKM CHUCTEMBl KIMEHTCKUX OTHOUICHHH W
opraHu3aluy Iporecca oOCIyKUBaHHUS NOTpeOUTENel Ha OCHOBE NPUMEHEHHUS
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3aKOHOJATENbHBIX aKTOB U NMPABOBBIX HOPM B MPOILECCE OpPraHM3alli CEepBUCA B
a’pONOPTy U HA BO3AYUIHOM CYJHE.

20. MexaHU3M COBEPIICHCTBOBAHUS CHUCTEMBI KIMEHTCKUX OTHOIICHHA B
CEpPBUCHOW JIESATENIbBHOCTM Ha TPAHCIOPTE C HCIOJb30BAHUEM HMHTEPHET-
TEXHOJOTUH B MPOILECCE OpPraHMu3alMi CEepBHUCAa B a’pONOPTy U HA BO3AYLIHOM
CyJHE.

21. MexaHu3M BbIOOpa MaTepUaIbHBIX PECYpCcOB, OOOPYIOBaHMS st
OCYIIIECTBJICHHSI IPOLIECCa CEPBHCA.

22. MexaHu3M  NpPOBEJEHUS  NEPErOBOPOB  C  KIMEHTaMH IO
NPETEH3MOHHBIM CITydasiM H METOJbl ONpEACNCHUS] TMPUYUH BO3HHUKHOBCHWSI
NpEeTeH3Uil B MpOIEcce OpraHu3ali CEpBUCAa B a’pONOPTy M HA BO3AYLIHOM
CyJHE.

23. Meroasl pa3pabOTKH M UCIOJIB30BAaHUS THUIIOBBIX TEXHOJIOTHMUECKHUX
POLIECCOB.

24. Mertoasl (OpMUPOBAHUS M BHEAPEHUSI KOPIIOPATHBHBIX CTAHIAPTOB U
PErJIaMEeHTOB MPOLIECCOB 00CITY )KHBaHUs MOTPEOUTENEH Ha TpaHCTIOPTE.

25. MeToapl B3aMMOJIEUCTBUS C KIMEHTaMH [0 OpraHu3aliy Ipolecca
oOcny>KMBaHMsI TOTpeduTeNneil B chepe rocTenpuiuMCTBa B MPOIIECCE OpraHU3aluN
CepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

26. Metoapl pa3pabOTKM KOMIUIEKCA MEPOINPUATUNA IO COOJIOICHUIO
TpeOOBaHUN TPOU3BOJCTBEHHONW JUCIUIUIMHBI, MO COOJIOJIEHUIO TPaBUI 10
OXpaHe Tpy/a U MOKapHOU 0€30MaCHOCTH MPU OCYIIECTBICHUN TEXHOJIOTUYECKOTO
npolecca B MPoIecce OpraHu3alii CepBrca B a3pONOPTy U Ha BO3IYIITHOM CY/IHE.

27. Mexanusm  (QopmupoBaHHs ~1ened U 3a7a4  JIEATEIbHOCTH
noJipa3ieJIeHuI CepBUCHON JEATEIHHOCTU MPEAIPUSITHSL.

28. MexaHu3M NPUMEHEHHsS METOJ0B OpraHW3alliy IJIAHUPOBAHUS H
MOHHUTOPHUHTA JICSITEIILHOCTH CEPBUCHON KOMITAHMHM B TPAHCHOPTHOM cdepe U B
cdepe TocTenpUUMCTBa Ha TPAHCIIOPTE.

29. MexaHu3M OpraHU3allMM WX BBIMOJIHEHHUS B MPOIECCE OpraHu3aIiu
CepBHCa B a3pONOPTY U HA BO3IYIITHOM CYIHE.

30. Metonbl BbIOOpa OpraHU3ANMOHHBIX pelIeHUuH ISl (HOPMHUPOBAHUS
CEpBUCHOM cHCTEeMbI 0OCIYy)KMBAHMSI C MCIIOJIb30BAHUEM METOJOB OpraHU3alluu U
yIpaBiIeHHUs] B IpPOIECCe OpraHM3allMM CEpBHCAa B ad3pOIOPTy U HAa BO3AYIIHOM
CyJHE.

31. Auroput™m TPHUHATHS OPTraHU3AIMOHHBIX PEIICHHH 10 Pa3BUTHIO
KJIUCHTYPHBIX OTHOIICHUNA NPEINpUATHS TpaHCIOPTHOW cdepsl U chepsl
TOCTENPUUMCTBA Ha TPAHCIIOPTE B MPOLECCE OPTaHU3AIMH CEPBUCA B a3POINOPTY U
Ha BO3YIIHOM CYJIHE.

32. Metonbl pa3pabOTKH KOMIUIEKCA MEPONPHUATANA MO0 OpraHHU3alIni,
IUTAHWPOBAHUIO U MOHUTOPUHTY JESTEIbHOCTH CEPBUCHON KOMIIAHMU B IMPOIECCE
OpraHu3aly CEpBUCA B a3PONOPTY U HA BO3AYLIHOM CYJHE.

33. MexaHu3M  OpraHM3allMOHHOTO  OOCTYXHBaHUS  aBHAIIMOHHOU
MH(QPACTPYKTYpbl MU OPraHHU3alMOHHOIO OO0ECHnedYeHus MIpouecca CEepBUCHOTO
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oOCIy’KMBaHMsSI B a’ponopTy U Ha OOpTy BO3AYIIHOIO CyJHAa B IpolEcce
OpraHu3alyy CEpBUCA B a3PONOPTY U HA BO3AYLIHOM CYJIHE.

34. MexaHu3M OpraHu3allMM W MPOBEACHUS MAapKETUHIOBOTO aHalld3a
MOTPEOHOCTH B CEPBUCHBIX YCIyrax B a’3ponopTy U Ha OOPTY BO3AYIIHOIO CyAHA B
MpoLIecCce OpraHu3alyi CEpPBHUCA B a3PONOPTY U HA BO3AYIIHOM CY/IHE.

35. Metonbl OpraHM3alMd U YOPABICHHS HMYLIECTBOM a3pONOPTOBOrO
KOMIUJIEKCa M aKTUBAMU CEpPBHUCHBIX MPEINPHUATHI Ha TpaHCHOPTE B Ipoliecce
OpraHu3alliy CepBUCa B a3POIOPTY U HA BO3AYIIHOM CYy/IHE.

36. Metonbl ompeneneHusi nokazareneil 3PpGEeKTUBHOCTU JEATEIbHOCTH
OpeanpusiTUs CepBUCAa B paMKaxX TpPAHCIOPTHOIO KOMIUIEKCA B Ipoliecce
OpraHu3alyy CepBUCa B a3PONOPTY U HA BO3AYLIHOM CYJIHE.

37. KIMeHTOOpUEHTUPOBAHHBIE TEXHOJOTUU B CEPBUCHOM NEATEIHLHOCTH
Ha TPAHCIOPTE B YCIOBUSX B3aUMOJACHCTBUS C MOTPEOUTENSIMU, B TOM YHUCIE
MHTEPHET-TIPOJIBIIKEHHSI YCIYT B MPOIECCE OpraHU3allud CepBUCA B a’pONOPTY U
Ha BO3YLIHOM CYJHE.

Tunosvie cumyayuouHvlie 3a0auus OAs pewleHuss HA NPAKMUYECKUX
3aHAMUAX

Kaxxnas pabouast rpymnmna roToBUT MPE3EHTAIMIO CBOETO PELICHUs MTPOOIeMbI
U B X07ie 0011eil 1ucKyccu 000CHOBBIBAET HEOOXOIMMOCTD €r0 pealn3aluu:

[Ipennoxxkure MeToAbl  pa3padOTKM  KOMIUIEKCA  MEPOIPHUATHH 1O
OpraHu3aly{, IUIAHUPOBAHUIO M MOHMTOPHMHIY JESITEIBHOCTH CEPBUCHOM
KOMIIAHUU C y4E€TOM OPraHM3alMiy HEaBUALMOHHOW AEATENBHOCTH a’polopra B
KOHKPETHOW CEPBUCHOW KOMITAHUH.

Tema 6. IIpaBoBbIE MeXaHU3MBbI B3aUMOJICHCTBUS a’3pONOPTa U CEPBUCHOM
KOMITAHU U
Ilepeuenv munogvlx 60npoCco8 OJisl YCMHO20 ONpoca

1. [ToHsiTHE CEpPBUCHOW KOMITAaHUHU.

2. Hanpasnenus B3auMo1eMCTBUS a3pOIIOPTA U CEPBUCHON KOMITAHUH.

3. [IpaBOBBIE MHCTPYMEHTHI B3aUMOICUCTBUA a3pONoOpTa U CEPBUCHOM
KOMITaHUMU.

4, [Hudbposuzamus 10KyMEeHTO000POTa TPAHCTIOPTHBIX IEPEBO3OK.

IIpumepnvie memwvl coooweruil

1. JIOroBOpHBIE  OTHOLIECHHMS MEXAY a’3pOlOpPTOM U CEPBUCHOU
KOMIIaHHEMN.

2. JloroBop apeHIbI.

3. J1oroBop KOHIIECCHHU.

4, MexaHu3M BbIOOpA ONTHMAIIBHBIX CTIOCOOOB PEIICHUS 3a71a4 B paMKax

MOCTaBJICHHOW €M, UCXOAS W3 JECUCTBYIOUIMX IMPABOBBIX HOPM, HUMEIOIIUXCS
PECYPCOB M OrpaHUYEHUI B MPOLIECCE OpraHU3alMy CEepBHCAa B a’pONOPTy U Ha
BO3JIYILIHOM CYJIHE.

d. AJTOpUTM BbIOOpA ONTHUMAJIBHBIX CIIOCOOOB MX PEIICHUS, UCXOI U3
JNEUCTBYIOIINX TIPABOBBIX HOPM, HUMEIOIIUXCS PECYpPCOB U OrpaHUYEHUN B
MpoIIecCe OpraHu3allii CepBHCa B a3pONOPTY U HA BO3AYLUIHOM CY/IHE.
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6. Metonsl OCYLIECTBICHUS JEJI0BOM KOMMYHMKAIIUM B YCTHOM H
MMCBMEHHOM (opMax B MpOIECCE OpraHU3allMd CEepBHCAa B a’poONOpPTy M Ha
BO3IYIIIHOM CYJIHE.

7. MexaHu3M OCYLIECTBIICHUS [€JI0BOM KOMMYHHUKAllUM B YCTHOM H
MMCbMEHHOM (opMax Ha rocygapcTBeHHOM s3bike Poccuiickoit ®denepanuu B
MpoLIecCe OpraHu3alyi CEPBUCA B a3PONOPTY U HAa BO3AYIIHOM CY/IHE.

8. MexaHu3M OCYLIECTBIICHUs [€JI0BOM KOMMYHHUKAallUM B YCTHOM H
MUCbMEHHOU (hopMax Ha MHOCTPAHHOM (BIX) SI3bIKE (aX) B MpPOLIECCE OpraHU3alNU
CepBHCa B a3pONOPTY U Ha BO3YIIHOM CYIHE.

9. MexaHu3M orpejesieHus 1esied U 3aad yrnpaBieHUs] CTPYKTYPHBIMU
noJipa3fejeHUsIMU IPEINPUATUHI cPepbl cepBUca WU APYTUX cdepax, B KOTOPbIX
HEOOXOJIMMO OCYIIECTBJICHHE CEPBUCHOM AESATENBHOCTH B MPOIECCE OPTaHU3aLUuU
CepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

10. OcHoBHbIE METOABI W TNPUEMbl IUIAHUPOBAHUSA, OpraHU3alUH,
MOTHBAIIUU U KOOPJIUHALIUU IESITEIbHOCTH MPEeANpUiTUil (roapasaeneHuit) chepsl
cepBHca WIH APYTux cepax, B KOTOPHIX HEOOXOAMMO OCYIIECTBICHHE CEPBUCHOM
JESTEIBHOCTU B MPOIECCE OPTaHM3aIMU CEpBHCA B a’pONOPTY U HA BO3AYIIHOM
CyZIHE.

11. MexaHu3M OCYILECTBICHUS KOHTPOJS JACSATEIBHOCTH TMPEINPUSTHI
(mompaszaenennii) chepsl cepBruca WM IPYyrux cepax, B KOTOPHIX HEOOXOAUMO
OCYIIIECTBIICHHE CEPBUCHOM NEATEIBHOCTH B IIPOLIECCE OPraHM3allii CEepBUCA B
a’poNOPTy U HA BO3JYLIHOM CYJHE.

12. MexaHu3M OLIEHKM KayecTBa OKa3aHUSI CEPBUCHBIX YCIyr Ha OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHM B IIPOLECCE OpraHM3alMy CepBHCAa B
a’poONOPTy U HA BO3AYLIHOM CYJHE

13.  MeToapl NpoABMKEHUS U TMPOJAXKH CEPBUCHOIO IMPOAYKTa, B TOM
YKCJIE C TIOMOUIBI0 OH-JIAWH M MHTEPHET TEXHOJOTHH B IPOILECCE OpraHU3alun
CepBHCa B a3pONOPTY U HAa BO3YIIHOM CYZAHE.

14. MexanusMm (opMHpoBaHUs CIELUATU3UPOBAHHBIX KaHAJIOB CObITa
CEPBHUCHBIX MPOAYKTOB U YCIIYT B IIPOLIECCE OPraHMU3alMU CEPBHCA B a3pONOPTY U
Ha BO3YIIHOM CYJIHE.

15. MexaHu3M OCYIIECTBIEHUS IOUCKA U MNPUMEHEHUS HEoOXOAUMOU
HOPMATHUBHO-IIPABOBOM  JOKYMEHTAIlMM JJs  JACATEIbHOCTH B  U30paHHOMN
npodeccuoHaIbHON cdepe B Mpoliecce OpraHu3aluu CepBUCa B adpONOPTYy M Ha
BO3JYILIHOM CYJIHE.

16. Mexanu3m coOmoeHUs 3aKoHOaTeNbcTBa Poccuiickoit denepamnmun
O MPEJOCTABIEHUH YCIYTI B IPOLIECCE OPraHM3alMU CEpBUCA B a’3poOIOPTy U Ha
BO3IYILIHOM CYJIHE.

17. Mexanusm o0ecrneueHusi JTOKyMEHTOO0OpOoTa B COOTBETCTBUU C
HOPMATHBHBIMH TPEOOBAHMSMHU B IIPOLIECCE OpraHU3alMU CEPBHCA B a3pONOPTY U
Ha BO3yILIHOM CYJIHE.

18. Mexanusm cobOmoneHns TpeOoBaHMA OE30MacHOTO OOCITYyKHMBaHUS,
OXpaHbl TPyJa W TEXHHKM OE€30IaCHOCTH B MPOLECCE OpraHU3allid CEepBUCA B
a’pONoOPTy U HA BO3AYLUIHOM CYJHE.
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19. MexaHu3M COOIOACHUS TIOJOKCHUS HOPMATHUBHO - MPABOBBIX aKTOB,
PErYIUPYIONIUX OXpaHy TPyAa U TEXHUKY O€30MaCHOCTH B MPOIECCE OpraHu3aIuu
CepBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJIHE.

20. MexaHu3mM pa3pabOTKM CHUCTEMBbI KIMEHTCKUX OTHOIICHUW W
OpraHu3aIuu Mporecca OO0CTyKMBaHUSI MOTPEOUTENIe HAa OCHOBE MPUMEHEHUS
3aKOHO/IATEJIbHBIX aKTOB W MPABOBBIX HOPM B IMPOIECCE OpraHU3aIlMU CEpBHUCA B
a’pOIOPTY U HA BO3YIITHOM CYJIHE.

21. MexaHU3M COBEPIICHCTBOBAHMS CUCTEMBbI KJIMCHTCKUX OTHOIICHUH B
CEpPBUCHOM JESATEILHOCTH Ha TPAHCIOPTE C HCMOJIb30BAaHUEM HWHTEPHET-
TEXHOJIOTUH B TPOIIECCE OpPraHU3allMu CEpBUCAa B a’pOMNOPTY M HA BO3AYITHOM
CyJIHE.

22. MexaHu3M BbIOOpa MaTepUaIbHBIX PECYpCcOB, OOOPYIOBAaHMS st
OCYIIECTBJICHHS TIpollecca CEpBuca.

23. MexaHU3M ~ TNPOBEIACHUS  TIEPErOBOPOB  C  KIMEGHTaMH  I10
NPETCH3UOHHBIM CJIy4asiM M METOJbl ONPEICICHUS TNPUYNH BO3HUKHOBCHHS
NPETEH3U B TPOIIECCE OpPTaHU3allMM CEepBHCA B a’pOINOPTy M Ha BO3IYITHOM
CyJZIHE.

24.  MeToapl pa3pabOTKH M HCIIOJIB30BAHUS THIOBBIX TEXHOJOTHUSCKHX
IIPOIIECCOB.

25.  Metoasl HOpMUPOBAHUS U BHEAPEHUS KOPIOPATUBHBIX CTAHIAPTOB H
PErJIaMEHTOB IIPOIIECCOB 00CTYKMUBaHUS TOTPEOUTENEH Ha TPAHCTIOPTE.

26. MeToapl B3aMMOJEUCTBHS C KIMEHTaMH [0 OpraHu3aliy Ipolecca
oOciy>KMBaHMsI TOTpeduTeNeil B cepe rocTenpUUMCTBa B MPOIIECCE OpraHU3alUN
CepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

27. Metoasl pa3pabOTKM KOMILIEKCA MEPONPHUSITHH MO COOIIOACHUIO
TpeOOBaHUN TPOM3BOJCTBEHHOW JUCIUIUIMHBI, MO COOJIIOJCHHUIO TPAaBUI TIO
OXpaHe Tpy/a U MOXKapHOU 0€30MaCHOCTH MPU OCYIIECTBICHUN TEXHOJIOTUYECKOTO
npolecca B MPoIecce OPraHu3aliii CepBrca B a3pONOPTY U Ha BO3IYIITHOM CY/IHE.

28. Mexanu3m  ¢dopMHUpOBaHUA IleJded W 3ada4  JAeATEIbHOCTH
MOJIpa3ACICHU CEPBUCHON JAEATEIbHOCTH MPEINPUSITHS.

29. MexaHu3M NPUMEHEHHsS METOJ0B OpTaHW3ally IJIAHUPOBAHUS W
MOHUTOPHUHTA JCSATEIBHOCTH CEPBUCHON KOMITAHWHM B TPAHCIOPTHOH cdepe U B
cdepe TocTenpUUMCTBa Ha TPAHCIIOPTE.

30. MexaHu3M OpraHu3ali WX BBIMOJHEHUS B MPOLIECCE OpPTaHU3AIUU
CepBHCa B a3PONOPTY U HA BO3AYIITHOM CYIHE.

31. Meronbl BbIOOpa OpraHU3ANMOHHBIX pemIeHUH ISl (HOPMHUPOBAHUS
CEPBUCHOW CHCTEMBI OOCITYKMBAHHUS C MCIOJIH30BAHUEM METOJIOB OPTraHU3aINi U
VIOpPaBJICHUS B TPOIIECCE OpPraHWU3alMKA CEPBUCA B adpPOMOPTY M HA BO3IYITHOM
CyIIHE.

32. Anroput™M TPUHSATHS OpPTraHU3AIMOHHBIX PEHICHUH 0 Pa3BUTHIO
KIIMEHTYPHBIX OTHOIIEHWW TIPEANPUATHAS TPAHCIOPTHON cdepsl U chepsl
TOCTEIPUUMCTBA Ha TPAHCIIOPTE B MPOIECCE OPTaHMU3AIMHN CEPBUCA B a3POTIOPTY U
Ha BO3AYLIHOM CYJIHE.
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33.  Metonpl pa3pabOTKU KOMIUIEKCA MEPONPUATHNA MO OpraHu3alu,
IUTAHUPOBAHUIO U MOHUTOPHUHTY JIE€SATEIbHOCTU CEPBUCHOW KOMIIAHMM B MPOIIECCE
OpPraHM3ALMU CEPBHCA B a9PONOPTY U HA BO3AYIIHOM CYyJHE.

34. MexaHu3M  OpPraHU3alMOHHOTO  OOCIY)KMBaHUS  ABUALIMOHHOM
MHQPACTPYKTYphl U OPraHU3aIllMOHHOIO OOECHEeYeHMs] MpOoIecca CEPBUCHOIO
oOCIIy’)KMBaHMsI B adpoIOpPTy M Ha OOpPTy BO3AYIIHOIO CyJHa B IIPOLECCE
OpraHM3ALMU CEPBHCA B a9PONOPTY U HAa BO3AYIIHOM CYJHE.

35. MexaHu3M OpraHu3alld W MPOBEACHUS MAapKETUHIOBOTO aHalli3a
MOTPEOHOCTH B CEPBUCHBIX YCIIyraxX B a3pONOpTy U Ha OOPTY BO3AYLIHOTO CyJHA B
IpoleECCE OpraHU3alMi CEPBUCA B a3pONOPTY U Ha BO3AYIIHOM CYJHE.

36. MeTonbl OpraHuM3alid U YOPABICHHS MMYLIECTBOM a3pONOPTOBOrO
KOMIUIEKCA U aKTUBAaMU CEpPBUCHBIX MNPEINPHUATHI Ha TpaHCHOpPTE B Ipoliecce
OpraHM3aLMU CEPBHCA B a9PONOPTY U HAa BO3AYIIHOM CYJHE.

37. Metonpl ompezeneHusi mokazareneil 3QpGEeKTUBHOCTU JeATEIbHOCTH
OpEeNNpusiTUs CepBUCAa B paMKaxX TpPAHCIOPTHOIO KOMIUIEKCA B Ipoliecce
OpraHM3alUU CEPBHCA B a9PONOPTY U HAa BO3AYIIHOM CYJIHE.

38.  KiMeHTOOpUEeHTHUPOBAHHBIE TEXHOJOTHU B CEPBUCHOM NEATEIHLHOCTH
Ha TPAHCIOPTE B YCIOBUAX B3aUMOJCHCTBHUS C MOTPEOUTENSIMU, B TOM YHUCIE
MHTEPHET-TIPOJIBIKEHHSI YCIYT B MPOIECCE OpraHU3allii CEpBUCA B a’pONOPTY H
Ha BO3YLIHOM CYJHE.

Tunosvie cumyayuouHvlie 3a0auus Oas pewleHus. HA NPAKMUYECKUX
3anAMUAX

Kaxxnas pabouas rpyImina rOTOBUT MIPE3EHTALIMIO CBOETO PEIIEHUs TPOOIEMBI
U B X0JIe o01Iell Tuckyccuu 000CHOBBIBAET HEOOXOIMMOCTD €r0 pean3aluu:

[Ipennoxure METOAbl NPOABMKEHUS M IPOAAKU CEPBUCHOTO NPOAYKTA, B
TOM YHCJI€ C TIOMOILBIO OH-JIAWH U UHTEPHET TEXHOJIOTUH ¢ y4eToM LU(poBU3aLUU
JOKYMEHTOOOOpPOTa TPAaHCHOPTHBIX IIEPEBO30K B KOHKPETHOW CEpPBUCHOMU
KOMIIaHHH.

Tema 7. Ycayru, mpemoctaBiseMble Maccaxupam Ha OOpTYy BO3AYLIHOTO

CyaHa
Ilepeuenvy munosvix 60npocos OJist yCMHO20 ONPOCca
1. VYcenyru naccaxupam.
2. Ycayru naccaxkupam Ha 00pTy BO3AYITHOTO CYyJTHA.
3. CepBuCHbIE KOMITAHWH, OKa3bIBAIOIIHNE YCIYTH Maccaxupam B cdepe

BO3JIYLIIHOTO TPAHCIIOPTA.
Ipumepnovle memvl coodweruil

1. Knaccuduxkanus yciyr, oka3piBa€MbIX ACCAXKUPAM B a3POTIOPTY.

2. Knaccudukarumss yciyr, oOKa3blBaeMbIX MMaccakupam Ha OopTy
BO3JYIIIHOI'O CYy/HA.

3. TpeOGoBanust kK yciyram, MpeaOCTABISIEMBbIM Ha OOpPTY BO3IYIIHOTO
CyIHa.

4, MexaHu3M BbIOOpA ONTUMANIBHBIX CIIOCOOOB PEIICHUS 3a7a4 B paMKax

MMOCTaBJIICHHOM ocian, UcCxoasa H3 HeﬁCTBYIOIHHX IIPpaBOBbIX HOPM, HMCHOIINXCA
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PECYPCOB M OTrpaHWYEHUN B MPOLIECCE OPraHMU3alMy CEepBHCA B a’pOIOPTY M Ha
BO3YLIHOM CYyJIHE.

S. AJTOpUTM BBIOOpA ONMTHUMAJIBHBIX CIIOCOOOB UX PEIICHUS, UCXO U3
JNEUCTBYIOIIMX TIPABOBBIX HOPM, HMEIOIIUXCS pECYpCOB W OrpPaHUYEHUU B
IIPOLIECCE OPTraHU3aLUN CEPBHCA B a3PONOPTY U HA BO3AYLIHOM CYIHE.

6. Metonsl OCYLIECTBICHUS JEJI0BOM KOMMYHMKAIIMM B YCTHOM H
MMCBMEHHOM (opMax B MpOIECCE OpraHU3allMd CepBHCA B a’poONoOpTy M Ha
BO3JIYLIHOM CYyJIHE.

7. MexaHu3M OCYLIECTBICHHS [€JI0BOM KOMMYHUKAllUM B YCTHOH H
NUCBMEHHON (opMax Ha rocygapcTBeHHOM sA3bike Poccuiickoit denepanuu B
IPOLIECCE OpTraHMU3alMU CEPBHUCA B a3POINOPTY U HA BO3YILIIHOM CYJIHE.

8. MexaHu3M OCYIIECTBIEHUS JAEJIOBOM KOMMYHHUKAlMM B YCTHOW M
MUCbMEHHOM (hopMax Ha MHOCTPAHHOM (BIX) SI3BIKE (aX) B MPOLIECCE OpraHU3aAINU
CepBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJHE.

Q. MexaHu3m onpeneneHus Heneil u 3a1ad ynpaBlIeHUs CTPYKTYPHBIMU
noJipa3ejeHUsIMU TPEINPUATHI cPepbl cepBUCca WK APYTUX cepax, B KOTOPHIX
HEOOXOJIMMO OCYIIECTBJICHHE CEPBUCHOM AESATENBHOCTH B MPOIECCE OPTaHU3AIUU
CepBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJHE.

10. OcHoBHBIE MeETOABI M TMPUEMbl I[JIAHUPOBAHUS, OpraHU3aluH,
MOTHBAIIUU U KOOPJIAUHALIUU IESITEIbHOCTH MPEeANpUiTUil (roapasaeneHuit) chepsl
cepBHca WIH APYTrux cepax, B KOTOPHIX HEOOXOAUMO OCYIIECTBICHUE CEPBUCHOMN
NEATEIbHOCTU B IMPOLIECCE OpraHU3alluu CEPBUCA B a3PONOPTY U HA BO3AYLIHOM
CyZIHE.

11. MexaHu3M OCYIIECTBIEHUS KOHTPOJS AEATEIbHOCTU MPEANPUATUN
(mompaszaenenuii) chepsl cepBruca WIH IPYyrux cepax, B KOTOPHIX HEOOXOAUMO
OCYILIECTBIICHUE CEPBUCHOM AESATEIBHOCTH B IMPOLIECCE OpraHU3alluu CEpPBUCA B
a’poIopTy U Ha BO3YIIHOM CYJIHE.

12. MexaHu3M OILIEHKM KauyecTBa OKa3aHHs CEPBUCHBIX yCIyr Ha OCHOBE
KJIIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTMM B MPOIECCE OpraHM3alMyd CEpBUCA B
a’poIOPTy U HA BO3AYIIHOM CYJHE

13.  Meronpl NpOABMKEHHUS M TPOAAKU CEPBUCHOTO MPOAYKTA, B TOM
YUCJIE C MOMOINBIO OH-JIAWH M MHTEPHET TEXHOJOTMM B IIPOLIECCE OPraHU3alliU
CepBHUCa B a3pOIIOPTY U HA BO3AYIIHOM CYJHE.

14. Mexanu3m (GoOpMUpPOBaHUS CHEIHATU3UPOBAHHBIX KaHAJIOB COBITa
CEPBUCHBIX NPOAYKTOB U YCIYI B IPOLIECCE OPraHU3alMU CEPBUCA B adPOIIOPTY U
Ha BO3AYLIHOM CyZIHE.

15. MexaHu3M OCYHIECTBICHHS] TMOWUCKA U MNPUMEHEHHS] HEOOXOIUMOU
HOPMATHBHO-TIPABOBOM  JOKYMEHTAIlMM JJs  JACATEIbHOCTH B  U30paHHOMN
npodeccuoHanbHON cdepe B Mpolecce OpraHu3aliy CepBUCa B adpONoOpTy M Ha
BO3YLIHOM CYyJIHE.

16. Mexanu3M coOmoAeHUs 3aKoHoAaTeabcTBa Poccuiickoit deaeparun
O NPENOCTaBICHUM YCIYyI B IPOLECCE OpraHM3alMy CEpBHCA B a’dpoONOPTy U HA
BO3YLIHOM CYyJIHE.
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17. Mexanusm obecnedeHus JOKYMEHTOOOOpOTa B COOTBETCTBUU C
HOPMATHBHBIMU TPEOOBaHUSIMHU B MPOLECCE OpraHU3alluyd CEPBUCA B adPOIOPTY U
Ha BO3YILIHOM CYJIHE.

18. Mexanusm coOmrofeHusi TpeboBaHUM 0€30MacHOro O0CTy>KUBAHMS,
OXpaHbl TPyJa M TEXHHKU O€30IacHOCTH B MPOLECCE OpraHU3allid CEepBUCA B
a’pONoOPTy U HA BO3AYUIHOM CYJHE.

19. Mexanusm coOJ0IeHUs MOJOKEHUSI HOPMATUBHO - MPABOBBIX aKTOB,
PETYIHUPYIOLIMX OXpaHy TPYAa U TEXHUKY O€30IaCHOCTH B MPOLIECCE OpraHU3aluu
CepBHCa B a3pONOPTY U Ha BO3YIIHOM CYIHE.

20. MexaHusM pa3pabOTKM CHUCTEMbl KIMEHTCKMX OTHOIICHUH W
opraHu3aluy Tnpoiecca oOCTy>KUBaHMSI MOTpeOUTENe Ha OCHOBE MPUMEHEHHUS
3aKOHOJATENbHBIX aKTOB M NMPABOBBIX HOPM B MPOILECCE OpPraHU3allMU CEpBHUCA B
a’pONopTy U HA BO3AYUTHOM CYJHE.

21. MexaHu3M COBEPIICHCTBOBAHUSI CUCTEMbI KIMEHTCKUX OTHOILIECHUU B
CEpPBUCHOW JICSATENIbBHOCTH Ha TPAHCIOPTE C HCIOJB30BAHUEM HMHTEPHET-
TEXHOJOTUN B MPOIECCE OpPraHMU3alMy CEepBHUCAa B a’pONOPTy U HA BO3AYIIHOM
CyJHE.

22. MexaHu3M BbIOOpa MaTEpUANIBHBIX PECYpPCOB, O0OPYIOBaHUS IS
OCYIIECTBJICHHSI MPOIECCa CEPBHCA.

23. MexaHu3M  TPOBEIEHUS  TEPErOBOPOB €  KIMEHTAaMU 110
NPETeH3UOHHBIM CIIy4asiM M METOJbl ONpEeNeieHUs] NPUYMH BO3HUKHOBEHMUS
NPETeH3Uil B MPOIECCe OpraHU3alli CEpBUCAa B a’3pONOPTYy M HA BO3YIIHOM
CyJIHE.

24. Meronapl pa3pabOTKH W HMCIOJIB30BAHUS TUIIOBBIX TEXHOJIOTHYECKUX
IPOIIECCOB.

25. Meroapl (popMUPOBAHUS U BHEIPECHHS KOPIIOPATUBHBIX CTAHIAPTOB U
PETJIAaMEHTOB TIPOIIECCOB 00CTYKMUBAHUS TOTPEOUTENCH Ha TPAHCTIOPTE.

26. Meroapl B3aMMOJCHCTBUS C KIMEHTAaMU MO OpraHU3alMH Tpoliecca
o0cTy>)KuBaHMsI IMOTPeOUTENCH B chpepe rocTenpuuMCTBa B TIPOLIECCE OPTraHU3aAlUH
CepBHCa B a3pONOPTY U HA BO3IYIITHOM CYIHE.

27. Meronpl pa3pabOTKH KOMIUIEKCA MEPONPHUATANA IO COOIOICHUIO
TpeOOBaHMN NPOU3BOACTBEHHON IUCHUIUIMHBI, MO COOJIOACHUIO MPAaBUI IO
OXpaHe TpyJAa U MOoXapHOHW 0€30IMaCHOCTH MPU OCYIIECTBIECHUN TEXHOJIOTUYECKOTO
Iporecca B IMPOLECCe OPraHU3alUu CEPBHCA B a3PONOPTY U HAa BO3YLIHOM CY/HE.

28. MexanusM  QopMupoBaHUS IeNed U 3a7a4  JACSITEIbHOCTH
MOJpPa3ICICHUN CEPBUCHON IESTEIBHOCTH MTPEAPUSTHSL.

29. MexaHu3M TPUMEHEHUS METOJOB OpraHM3AIMH TUIAHUPOBAHUS U
MOHUTOPHUHTA JCSATEIBHOCTH CEPBUCHOW KOMITAHWHM B TPAHCIOPTHOH cdepe U B
cdepe rocTenpuUMCTBa Ha TPAHCTIOPTE.

30. MexaHu3M OpraHHW3aIllid WX BBHITIOJIHEHUS B TMPOIECCE OpraHU3aluu
cepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYZHE.

31. Meroasl BBIOOpa OPTraHU3AIMOHHBIX PEIICHWNA I (OopMUPOBAHHS
CEpPBUCHOW CHCTEMBI OOCIYKMBaHUS C MCIIOIb30BAHUEM METOJIOB OPraHu3allu U
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VIpaBJICHUS B TPOIECCE OpPraHU3AlMA CEPBUCA B adPOIMOPTY M HA BO3IYITHOM
CyIHE.

32. AJTOPUTM TPUHATUS OPTAHW3AIMOHHBIX PENICHUH 10 Pa3BUTHIO
KIIMEHTYPHBIX ~OTHOIICHWHA TPEATNPUATHAS TPAHCIOPTHON cdepsl U chepsl
TOCTEIIPUUMCTBA Ha TPAHCIIOPTE B MPOIECCE OPTraHMU3AIMN CEPBUCA B a3POTIOPTY U
Ha BO3YIIHOM CYJIHE.

33. Meroasl pa3pabOTKU KOMILUIEKCA MEpPONPUITHA IO OpraHu3aluu,
IJIAHUPOBAHUIO ¥ MOHUTOPHHTY JIESITEILHOCTH CEPBUCHOW KOMITAHUHU B IIPOIIECCe
OpraHu3alliy CEpPBUCA B adPOIOPTY U HA BO3AYITHOM CY/IHE.

34. MexaHu3M  OpPraHHM3allMOHHOTO  OOCIY)KMBaHUS  aBHAIIMOHHOMN
UHPPACTPYKTYPhl W OPraHU3aIlMOHHOTO OOCCICUYCHHs MpoIlecca CEPBUCHOTO
oOCITy)KMBaHHMsSI B a’pornopTy MW Ha OOpPTy BO3AYIIHOTO CydHA B IMpOIEcCe
OpraHU3alliy CEPBUCA B adPOIOPTY U Ha BO3IYITHOM CY/THE.

35. MexaHu3M OpraHM3allid W TPOBEJICHUS MapKETHHTOBOTO aHaIHM3a
NOTPEOHOCTH B CEPBUCHBIX YCIIyTaX B a3pOMNOPTy M Ha OOPTY BO3IYIITHOTO CyJHA B
IPOIIeCCe OpraHU3aIlMK CEPBUCA B a3POITOPTY U HA BO3IYIIHOM CYJIHE.

36. Meroapl opraHU3allMd W YIPaABICHUS HUMYIIECTBOM a’pOINOPTOBOIO
KOMIUICKCA W aKTHBAaMU CEPBUCHBIX TNPEINPHUATHH Ha TPAHCIOPTE B IpOIECCe
OpraHU3alliy CEPBUCA B adPOIOPTY U HA BO3AYITHOM CY/IHE.

37. Meroasl onpenencHus mokaszareneld 3(h(MEKTUBHOCTH IESITEIbHOCTH
NPEINPUATUS CepBHUCA B paMKaX TPAHCIOPTHOTO KOMILIEKCa B IIPOIECCe
OpraHU3alliy CEPBUCA B adPOIOPTY M HA BO3AYITHOM CY/IHE.

38. KimMeHTOOpHEeHTHPOBaHHBIC TEXHOJOTHH B CEPBHUCHOHN JESITCIBHOCTH
Ha TPAHCIOPTE B YCIIOBHUAX B3aUMOJCHCTBHUS C IMOTPEOUTEIAMH, B TOM YHUCIIEC
UHTCPHET-TIPOJIBIKCHHSI YCIYT B MPOIECCE OPTraHU3AIMKA CEPBHCA B a3pOIOPTY U
Ha BO3YIIHOM CYJIHE.

Tunosvle cumyayuonuvle 3a0anust OISl peueHus HaA NPAKMULECKUX
3AHAMUAX

Kaxxnast pabouast rpyrmna roTOBUT MPE3CHTAIIUIO CBOCTO PEIICHHMS ITPOOJIEMbI
U B X0JI¢ 00IIeH JUCKYCCUU 000CHOBBIBAET HEOOXOIUMOCTh €TI0 PeaT3alliH:

[Ipeqnoxkure anropuT™M TPUHATHS OPTAaHW3AMOHHBIX PEIICHUH 10
Pa3BUTHIO KIHCHTYPHBIX OTHOIICHUN NPEANPUITHS TPAHCIOPTHOW cdephl ¢
y4eTOM TpeOOBaHHI K yCIyram, MpeIoCTaBIIeMbIM Ha OOPTY BO3IYIIHOTO CYy/IHA.

Tema 8. OpranuzarnoHHO-(YHKIMOHATBHAS CTPYKTypa aBHANPEIPHUITHS
10 MMPOU3BOACTBY U peANM3ALMHU YCIyT HaccaXxupam
llepeuenv munogvlx 60npoCco8 OJisk YCMHO20 ONPoca

1. Opranu3anmoHHO- () YHKIIMOHATIbHAS CTPYKTYpa aBUANIPEATPUATHS TI0
OKa3aHUIO YCIYT Maccaxupam.

2. Cmyx0a cepBuca B a3pONOPTOBOM KOMILIEKCE.

IIpumeprvie memvi coobwerul

1. Cnyx0a OOpTOPOBOJHHMKOB, Kak oaHa u3 (opM 00CIyKUBaHUS

MacCaKUPOB HAa OOPTY BO3AYIIHOIO CY/HA.
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2. OOcnyxuBarolue MOJApa3aeiaeHus] MPOU3BOACTBEHHON  CIYKOBI
cepBHca B cepe BO3AYLUIHOIO TPAHCIIOPTA.

3. MexaHu3M BbIOOpA ONTUMANIBHBIX CIIOCOOOB PEIICHUS 33/1a4 B paMKax
MOCTABJIICHHOW 1IE€JIM, MCXOAS W3 JEHUCTBYIOIIMX MPAaBOBBIX HOPM, HMEIOLIUXCS
pPECYpPCOB M OrpaHUYEHUM B MPOLECCE OpraHU3allud CEpBUCAa B a’3pOIOPTY U Ha
BO3/IYIIIHOM CYJIHE.

4, Anroput™m BbIOOpa ONTUMAJIBHBIX CIIOCOOOB MX pELICHUS, UCXOIS U3
JEUCTBYIOIIMX TPABOBBIX HOPM, HMEIOIIHUXCS PECYpCOB W OIPaHUYEHUN B
MpoLiecce OpraHr3alii CEpPBHUCA B a3pONOPTY U HA BO3AYIIHOM CYIHE.

5. MexaHu3M orpejesieHus 1esied U 3aad yrnpaBieHUs] CTPYKTYPHBIMU
noJipa3fejeHUsIMU IPEINPUATUHI cPepbl cepBUca WU APYTUX cdepax, B KOTOPbIX
HEO0OXOJIMMO OCYIIECTBJICHHE CEPBUCHOM AESATENBHOCTU B MPOIECCE OPraHU3alun
CepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

6. OcHOBHBIE METOABI M MPUEMBI I[JIAHUPOBAHUS, OpraHU3aluHy,
MOTHBAIIUU U KOOPJIUHALIUU IESITEIbHOCTH MPEeANpUiTUil (roapasaeneHuit) chepsl
cepBHca WIH APYTrux cepax, B KOTOPHIX HEOOXOAUMO OCYIIECTBICHHE CEPBUCHOM
JESTENBHOCTU B MPOIECCE OPTaHM3aIMU CEpBHCA B a’pONOPTY U HA BO3AYIIHOM
CyJHE.

7. MexaHu3M OCYHIECTBICHUS KOHTPOJS AEATEIbHOCTH TPEAIpPUITHI
(mompaszaenennii) chepsl cepBruca WM IPYyrux cepax, B KOTOPHIX HEOOXOAUMO
OCYIIECTBJIICHHE CEPBUCHOM NIEATENLHOCTH B IPOIIECCE OpPraHu3allii CepBUCA B
a’pOMNOPTy U HA BO3AYITHOM CYJHE.

8. MexaHu3M OLIEHKH KadecTBa OKa3aHHs CEPBUCHBIX YCIyT Ha OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTUM B TIpOllecCe OpraHu3alliyd CepBHCa B
a’pOMNOPTYy U HA BO3AYITHOM CYJHE.

Q. Metonpl MPOABIKEHHSI W TPOAAKUA CEPBUCHOTO MPOJAYKTa, B TOM
YHCclie C TIOMOUIBI0 OH-JIAMH M WHTEPHET TEXHOJOTHWM B MpOIlecCe OpraHu3aluu
CepBHCa B a3pONOPTY U HA BO3IYIITHOM CYIHE.

10. Mexanu3sM (GOpMHUPOBAHUS CIICIHATM3UPOBAHHBIX KAaHAJIOB COBITA
CEPBHUCHBIX MPOAYKTOB U YCIYT B MPOIIECCE OPTraHU3aIK CEPBUCA B adPONOPTY H
Ha BO3JYIIHOM CYJIHE.

11. MexaHu3M OCYHIECTBICHHSI TOWCKA U NPUMEHEHHS HEOOXOIUMOU
HOPMATHUBHO-IIPABOBOM  JOKYMEHTAIlMM JJs  JACATEIbHOCTH B  U30paHHOMN
npodeccuoHaIbHON cdepe B Mpoliecce OpraHu3aluu CepBUCa B adpONOPTYy M Ha
BO3JIYILIHOM CYJIHE.

12. Mexaau3M coOmrofeHUs 3aKoHOAaTenbcTBa Poccmiickoit denepanum
O MPEJOCTABIEHUH YCIYTI B IPOLIECCE OPraHM3alMU CEpBUCA B a’3poOIOPTy U Ha
BO3IYILIHOM CYJIHE.

13. Mexaam3m oOecniedeHus: JOKYMEHTOOOOpOTa B COOTBETCTBUU C
HOPMAaTHBHBIMHA TPEOOBaHHUSIMHU B IPOLECCE OPraHU3allUH CEPBUCA B adPOIOPTY U
Ha BO3yILIHOM CYJIHE.

14, Mexanu3sM coOntofeHus TpeOoBaHUN 0E€30MacHOr0 OOCTY>KMBaHUS,
OXpaHbl TPyJa W TEXHHKM OE€30IaCHOCTH B MPOLECCE OpraHU3allid CEepBUCA B
a’pONoOPTy U HA BO3AYLUIHOM CYJHE.
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15. Mexaau3m cOOJIOICHUS MTOJIOKEHUSI HOPMATUBHO - MTPABOBBIX aKTOB,
PETYNHPYIONTUX OXpaHy TPyAa U TEXHUKY 0€30MacHOCTH B MPOIIECCE OpraHU3alun
CepBHCa B a3PONOPTY U HAa BO3IYIITHOM CYIHE.

16. Mexaau3m pa3paOOTKHM CHUCTEMBbI KIUEHTCKUX OTHOIICHUH W
OpraHu3anuy Tporecca oOCTy)KUBaHHS TOTPEOUTENICH Ha OCHOBE NMPUMCHCHHUS
3aKOHOJATEIBHBIX aKTOB W MPABOBBIX HOPM B TIPOIECCE OpPTaHMU3AIlMU CEpPBHCA B
a’pOTOPTY M HA BO3YIITHOM CY/IHE.

17. MexaHU3M COBEPIICHCTBOBAHUS CUCTEMbI KIIMEHTCKHX OTHOIICHUU B
CEpPBUCHOM JICATCIIBHOCTH Ha TPAHCIOPTE C HCIOJB30BAaHUEM HMHTCPHET-
TEXHOJIOTUH B TPOIECCE OpPTraHM3aIlMU CEepBHCAa B a’pONOPTy U Ha BO3AYITHOM
CyJHE.

18. Mexanu3sm BbIOOpa MaTEpHANBHBIX PECYpCOB, OOOPYAOBAHUS IS
OCYIIIECTBJICHHS MPOIIECca CepBUCA.

19. MexaHu3M  TPOBEJACHUS  TIEPErOBOPOB  C  KIMEHTAaMH  II0
NPETCH3UOHHBIM CJIy4asiM M METOJbl ONPEICICHUS TNPUYNH BO3HUKHOBCHHS
NPETCH3UI B TPOIECCEe OpraHM3alMk CEpPBUCAa B a’3pONOPTy W HA BO3JYIITHOM
CyJHE.

20. Meroapl pa3pabOTKH W KMCIOJB30BAHMS THUITOBBIX TEXHOJIOTHYCCKUX
TPOIIECCOB.

21. Meronapl GopMUPOBAHUS U BHEAPCHHS KOPIIOPATUBHBIX CTAHIAAPTOB U
PErJIaMEHTOB IIPOIIECCOB 00CTYKMUBaHUS TOTPEOUTENEH Ha TPAHCTIOPTE.

22. Meronpl B3aUMOJCHCTBHUS C KIMEHTAMU 10 OpPraHHU3alldy IMpolecca
oOcy>KuBaHMs MOTpeduTeseil B cepe rocTelIpuUMCTBA B MPOIIECCe OpraHU3aINH
CepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

23. Metonpl pa3pabOTKH KOMILIEKCA MEPONPHUSATUH TIO0 COOJIOICHUIO
TpeOOBaHUN TPOW3BOJCTBEHHONW JUCIUIUIMHBI, MO COOJIOJIEHUIO TPaBUI 10
OXpaHe Tpy/a U MOXKapHOU 0€30MaCHOCTH MPH OCYIIECTBICHUH TEXHOJIOTHUECKOTO
npolecca B MPoIecce OPraHu3aliii CepBrca B a3pONOPTY U Ha BO3IYIITHOM CY/IHE.

24. Mexaausm  (GopMuUpoBaHMS ~LeNed W 3amad  JIeATEIbHOCTH
MOJIPa3CIICHU CEPBUCHOU NEATEIBHOCTH MPEATPUSITHUA.

25. MexaHu3M TPUMEHEHUS METOJIOB OpraHW3alMH IUIAHUPOBAHUS U
MOHUTOPHUHTA JCSATEIBHOCTH CEPBUCHON KOMITAHWHM B TPAHCIOPTHOH cdepe U B
cdepe TocTenpUUMCTBa Ha TPAHCIIOPTE.

26. MexaHu3M OpraHMU3alliy WX BBIMOJHEHUS B MPOIIECCE OpPTaHU3AIuU
CepBHCa B a3pONOPTY U HAa BO3IYIITHOM CYIHE.

27. Meronpl BbpIOOpa OPTraHW3AIMOHHBIX PEIICHWA i1 (OPMUPOBAHUS
CEPBUCHOW CHCTEMBI OOCITYKMBAHHUS C MCIOJIH30BAHUEM METOJIOB OPTraHU3aINi U
VIOpPaBJICHUS B TPOIIECCE OpPraHWU3alMKA CEPBUCA B adpPOMOPTY M HA BO3IYITHOM
CyJHE.

28. AJTOpPUTM TIPUHSATUS OPTAaHHW3AIMOHHBIX PENICHUH M0 Pa3BUTHIO
KIIMEHTYPHBIX OTHOIIEHWW TIPEANPUATHAS TPAHCIOPTHON cdepsl U chepsl
TOCTEIPUUMCTBA Ha TPAHCIIOPTE B MPOIECCE OPTaHMU3AIMHN CEPBUCA B a3POTIOPTY U
Ha BO3yIIHOM CYJIHE.
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29. Meroabl pa3pabOTKW KOMILIEKCA MEPONPUATHA IO OpraHu3aluu,
IUTAHUPOBAHUIO U MOHUTOPUHTY JIEATEIbHOCTH CEPBUCHOM KOMIIAHMU B IMPOLIECCE
OpPTraHM3ALMU CEPBHCA B a9PONOPTY U HA BO3AYIIHOM CYyJHE.

30. MexaHu3M  OpraHM3alMOHHOIO  OOCIIY)KMBaHUA  aBHAILIMOHHOMN
MHQPACTPYKTYphl U OPraHU3aIllMOHHOIO OOECHEeYeHMs] MpOoIecca CEPBUCHOIO
oOCIIy’)KMBaHMsI B adpolOpTy M Ha OOpTy BO3AYIIHOIO CyIHa B IIpPOLECCE
OpPraHM3ALMU CEPBHCA B a9PONOPTY U HA BO3AYLIHOM CYJIHE.

31. MexaHu3M OpraHM3alMd W TPOBEJECHUS MapKETHHTOBOTO aHaIHM3a
MOTPEOHOCTH B CEPBUCHBIX YCIIyraxX B a3pONOpTy U Ha OOPTY BO3AYLIHOTO CyJHA B
Ipolecce OpraHU3alui CEPBUCA B a3pONOPTY U HA BO3YLIHOM CY/HE.

32. Meroabl opraHu3alyyd M YIpaBiICHUS HMYILIECTBOM a’pONOpPTOBOTO
KOMIUIEKCA U aKTUBAaMU CEpPBUCHBIX MNPEINPHUATHI Ha TpaHCHOpPTE B Ipoliecce
OpraHM3aLMU CEPBHCA B a9PONOPTY U HAa BO3AYIIHOM CYJHE.

33. Meroasl onpeneneHusi nokaszarenei 3(Q(PEKTUBHOCTH NESITEIbHOCTH
OpEeNNpusiTUsS CepBUCAa B paMKax TPaHCHOPTHOrO KOMIUIEKCa B Ipolecce
OpraHM3alUU CEPBHCA B a9PONOPTY U HAa BO3AYIIHOM CYJIHE.

34. KiMeHTOOpHEeHTHPOBaHHBIE TEXHOJOTUU B CEPBUCHOM JESITEIbHOCTH
Ha TPAHCIOPTE B YCIOBUAX B3aUMOJCHCTBHUS C MOTPEOUTENSIMU, B TOM YHUCIE
UHTEPHET-TIPOJIBIKEHHSI YCIYT B MPOIECCE OpraHU3allMh CEpBHUCA B adpOIOPTy U
Ha BO3YLIHOM CYJHE.

Tunosvie cumyayuouHvlie 3a0auus Oas pewleHus. HA NPAKMUYECKUX
3anAMUAX

Kaxxnas pabouas rpyImina rOTOBUT MIPE3EHTALIMIO CBOETO PEIIEHUs TPOOIEMBI
U B X0J1e o011ei [ucKkyccuu 000CHOBBIBAE€T HEOOXOAUMOCTh €r0 pealn3aliu:

[Ipennoxute MeTOAbl (OPMUPOBAHUS U BHEJIPEHMUS] KOPIOPATUBHBIX
CTaHJApPTOB U PEIrVIAaMEHTOB MPOLIECCOB OOCIYXUBAaHUS MOTPEOUTENEH C y4eTOM
OpraHM3allMOHHO-()YHKIMOHATIBHON CTPYKTYpbl aBHANPEANPUATUS 10 OKa3aHUIO
YCIIYT TacCa)KUpaM.

Tema 9. Opranuzanus HHPOPMAIMOHHO-CIIPABOYHOTO  OOCITYKHBaHUS
[1aCCaXKMPOB BO3AYLIHOI'O TPAHCIIOPTA
llepeuenv munogvlx 60npoCco8 OJisl YCMHO20 ONpoca

1. [NonsiTne MHGOPMAITMOHHO-CITPABOYHOTO 00CITYKUBAaHUS KITUEHTOB.

2. Ponp nnopmanmoHHoro oOCIy)XKMBaHUS, KaK OJHOTO U3 DJIEMEHTOB
CEPBHUCHOM JEATEILHOCTH Ha BO3IYIITHOM TPAHCIIOPTE.

3. Bunbr nadopManimoHHOTO 00CTYyKMBaHUS adPOIOPTA.

4, Bunbr nadopMannmoHHOTO 00CTYKUBaHUS B aBUAKOMITAHHH.

5. CepBuCHBIE KOMIIAaHWH, OKa3bIBaIONE MH(HOPMAITMOHHO-CITPABOYHBIE
YCIIYTH Taccakupam B chepe BO3AYIIHOTO TPAHCTIOPTA.

6. OcHOBBI quBepCcUBUKAIIMN CEPBUCHOMN JESITEIHPHOCTH B COOTBETCTBHH

C DOTHOKYJbTYPHBIMH, HCTOPUYECKHUMHU W PEIWTHO3HBIMU TPAIULMUAMU IIPU
pa3pabOTKe HOBBIX YCIYr i KJIHUEHTOB aBHANPEANPUSITUN Ha CEPBUCHBIX
MPEINPUITUAX B MPOLIECCEe OPraHU3alMu CEPBUCA B a3pONOPTY UM HA BO3AYLIHOM
CyIIHE.
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IIpumepnovle memol cooouyeHutl

1. CepBuCHbBIE KOMIIAaHUH, OKa3bIBaOLME NH(OPMALIMOHHO-CITPABOYHbIE
YCIIyTU IIacCaKupaM B c(pepe BO3AYIIHOIO TPAHCIOPTA.
2. MexaHu3M BbIOOpa ONTUMAJIBHBIX CIIOCOOOB pElIeHUs 3a]1a4 B paMKax

MOCTABJICHHOW 1E€JIA, MCXOAs W3 JICUCTBYIOIIMX MPABOBBIX HOPM, HMEIOIIUXCS
PECYPCOB M OTpaHWYEHUN B MPOLIECCE OpraHM3alMy CEepBHCA B a’dpONOPTY U HA
BO3JIYLIHOM CYyJIHE.

3. AJNTOpUTM BBIOOpA ONMTHUMAJIBHBIX CIIOCOOOB UX PEIICHUS, UCXOS U3
NEUCTBYIOIIMX TMPABOBBIX HOPM, HMMEIOIIUXCA PECYPCOB M OrpaHUYCHUN B
IPOLIECCE OPTraHM3alMy CEPBUCA B a3POINOPTY U HA BO3YLIHOM CYJIHE.

4, MeTonbl OCYHIECTBICHUSI JEJIOBOM KOMMYHUKAIIMM B YCTHOW H
NUCbMEHHON (opmax B IMpoliecce OpraHu3alldd CcepBHUCAa B a’pornopTy U Ha
BO3JIYLLIHOM CYJIHE.

5. MexaHu3M OCYIIECTBJICHUS JE€I0BOM KOMMYHHUKAllMM B YCTHOU H
MUCbMEHHOM ¢opMax Ha TrocylapCcTBEHHOM si3blke Poccuiickoit denepanun B
IPOLIECCE OpraHM3alUy CEpBHUCA B a3POINOPTY U HA BO3AYLIHOM CYIHE.

6. MexaHu3M OCYIIECTBJICHHUS JE€IOBOM KOMMYHMKAllMU B YCTHOM U
MUCbMEHHOM (hopMax Ha MHOCTPAHHOM (BIX) SI3bIKE (aX) B MPOIECCE OpraHU3alUU
CepBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJHE.

7. MexaHu3m onpeesieHus 1eleid U 3a7ad ynpaBlIeHUs] CTPYKTYPHBIMU
noJipa3ieJIeHUsIMU TIPEINPUSATUI cPepbl cepBUCca WK APYTUX cdepax, B KOTOPBIX
HEOOXOJIMMO OCYIIECTBJICHHE CEPBUCHOM AESTENBHOCTH B MPOIECCE OPTaHU3aIuU
CepBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJHE.

8. OcHOBHbIE METOABl W TMpPUEMbl IUIAHUPOBAHUS, OpraHU3ALNMU,
MOTHBAIIUU U KOOPIAUHALIMH JCSITEIIbHOCTH MPEANpUITUid (MoApasaeneHuit) chepsl
cepBHca WIH APYyTrux cepax, B KOTOPHIX HEOOXOAUMO OCYIIECTBICHHE CEPBUCHOM
NEATEIbHOCTU B IMPOLIECCE OpraHU3alluu CEPBUCA B a3POINOPTY U HA BO3AYLIHOM
CyZIHE.

Q. MexaHu3M OCYIIECTBICHUSI KOHTPOJS ACSITEIBbHOCTH NPEANPUITHIA
(monpasnenenuii) cepsl cepBrca WIH APYTruX cdepax, B KOTOPHIX HEOOXOIUMO
OCYILIECTBIICHUE CEPBUCHOM JEATEIBHOCTH B MPOLIECCE OPraHU3alld CEpBUCA B
a’ponopTy U Ha BO3AYIIHOM CYIHE.

10. MexaHu3M OIIEHKM KadyecTBa OKa3aHHs CEPBUCHBIX YCIyr Ha OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTMM B IMPOLECCE OpPraHu3aluy CEepBHUCA B
a’ponopTy U Ha BO3AYIIHOM CYAHE

11. MeTonpl NPOABMIKEHHS U TPOJAXKU CEPBHCHOrO MPOAYKTa, B TOM
YUCJIE€ C MOMOIIBK OH-JIAMH M MHTEPHET TEXHOJOTHH B IMPOLECCE OpPraHU3alHnu
CEpBHCA B a3pOIOPTY U HA BO3AYLIHOM CY/IHE.

12. Mexaam3m (HOPMHUPOBAHHS CHCIMATM3UPOBAHHBIX KAaHAIOB COBITa
CEPBHUCHBIX MPOJYKTOB U YCIYT B MPOLECCE OPTaHU3ALHA CEPBUCA B a3POIOPTY U
Ha BO3JyLIIHOM CY/IHE.

13. MexaHu3M OCYIIECTBICHUS TMOWCKA W TPUMEHEHUS HEOOXOIUMOM
HOPMAaTUBHO-TIPABOBOM  JOKYMEHTAllMM JJIs  JIEITEIIbHOCTH B  M30paHHOMU
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npodeccuoHanbHON cdepe B Mpolecce OpraHu3allii CepBUCa B adpONoOpTy M Ha
BO3/yILITHOM CyJTHE.

14. Mexanu3M coOnrofieHus 3akoHoaaTenbcTBa Poccuiickoit denepanuu
O TIPEIOCTAaBICEHUU YCIAYT B MPOIECCE OPTaHM3AlMU CEPBHCA B adpOIOPTy M Ha
BO3/yILITHOM CyJTHE.

15. Mexanusm obecnedeHus: JOKYMEHTOOOOpOTa B COOTBETCTBUU C
HOPMATHUBHBIMU TPEOOBAHHSIMH B MPOLIECCE OPTaHU3ALMN CEPBHUCA B adPOTIOPTY H
Ha BO3AYIIHOM CYJIHE.

16. Mexanusm coOnrofeHusi TpeboBaHUM 0€30MacHOro O0CTy>KUBAHMS,
OXpaHbl TpyJa ¥ TEXHUKH OE30MacCHOCTH B IPOLIECCE OPTaHM3alUU CEPBHCA B
a’pOoTOPTY M HA BO3YITHOM CY/IHE.

17. MexaHu3M COOJIIOJICHUS MOJIOKEHUSI HOPMATUBHO - MTPABOBBIX aKTOB,
PETYIUPYIONIUX OXpaHy TPy/la U TEXHUKY 0€30MacCHOCTH B MPOIIECCE OpraHu3aluu
CepBHCa B adPOTIOPTY M HA BO3IYIIHOM CYIHE.

18. MexaHu3M pa3padOTKH CHUCTEMbl KIMCGHTCKMX OTHOIICHUH |
OpraHM3alMy Tpolecca OO0CTyXKUBaHUS TOTPeOHUTENEe Ha OCHOBE MPUMEHCHHS
3aKOHOJIaTEIHPHBIX aKTOB W MPABOBBIX HOPM B MPOIECCE OpraHHM3AIMH CEPBHCA B
a’pOTIOPTY ¥ Ha BO3YIITHOM CY/IHE.

19. MexaHu3M COBEPIICHCTBOBAHUS CUCTEMbI KIIMEHTCKMX OTHOIICHUW B
CEpBHUCHOW JIEATETPHOCTH HA TPAHCIOPTE C HWCIOJB30BAHUEM HHTEPHET-
TEXHOJOTUH B MPOIECCE OpPraHMU3allMi CEepBHUCAa B a’pONOPTy U HA BO3AYIIHOM
CyJIHE.

20. MexaHu3M BBIOOpa MaTEpUANIBHBIX PECYpPCOB, OOOPYIOBaHUS IS
OCYIIIECTBJICHHSI MIPOIECCa CEPBHCA.

21. MexaHu3M  TPOBEIEHUS  TEPETOBOPOB €  KIMEHTAaMU IO
NPETCH3UOHHBIM CJIy4dasiM M METOJbl ONpeNeieHUs] NPUYUH BO3HUKHOBEHHS
NPETeH3Uil B MPOIECCe OpraHu3alli CEpBUCAa B a’pONOPTYy U HA BO3AYIIHOM
CyJIHE.

22. Metonpl pa3pabOTKU M HWCIOJB30BAaHUS THITOBBIX TEXHOJIOTHYECKUX
IIPOIIECCOB.

23. Meronapl popMUPOBaHUS U BHEJAPEHHSI KOPIIOPATUBHBIX CTAHAAPTOB U
PETIIAaMEHTOB TIPOIIECCOB 00CTYKMBAHUS TOTPEOUTENCH HAa TPAHCTIOPTE.

24. Meronpl B3aUMOJCHCTBHUS C KIMEHTAMU TI0 OpPraHHW3alldd IMpoIecca
oOcmyKuBaHMsI TOTpeOuTeNeil B chepe rocTENPUUMCTBA B MPOIIECCE OpTraHU3AINH
CepBHCa B a3PONOPTY U HA BO3AYIIHOM CYAHE.

25. Meronpl pa3pabOTKH KOMIUIEKCA MEPOMPUITHA IO COOIOICHHUIO
TpeOOBaHMN TIPOW3BOJCTBEHHOW JUCIUIUIMHBI, TO COOJOIEHNIO TPaBUI 10
OXpaHe TPpyJAa U MOoXKapHOW 0€30MacHOCTH MPHU OCYIIECTBICHUH TEXHOJIOTHYECKOTO
mpolecca B Mpolecce OpraHu3aliy CepBrca B a3poropTy U Ha BO3AYLIHOM CyJTHE.

26. Mexanusm  QGopMupoBaHUS IeNed W 3a7a4  JACSITEIBHOCTH
MOJPa3ICICHUN CEPBUCHON IETEIBHOCTH MPEANPUSITHSL.

27. MexaHu3M TPUMEHEHUS METOJIOB OpraHW3AlMH TUIAHUPOBAHUS U
MOHUTOPUHTA JCSATEIBPHOCTH CEPBUCHOW KOMITAHWHM B TPAHCIOPTHOH cdepe U B
chepe rocTenpuMMCTBA Ha TPAHCIIOPTE.
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28. MexaHu3M OpraHu3alliy WX BBINOJHEHUS B MPOLIECCE OpPraHU3aluu
cepBHCa B a3pONOPTY U Ha BO3YIIIHOM CYAHE.

29. Meroapl BbIOOpa OPraHM3allMOHHBIX PEIICHUNA s (POpMUPOBAHMS
CEpPBUCHOW CHCTEMBI OOCIYKHUBaHUS C MCIOIb30BAHUEM METOJIOB OPraHu3allu U
yIpaBJieHUs B NPOLECCE OpraHU3alldyd CEpBUCA B a’3poNoOpTy M Ha BO3AYLIHOM
CyZIHE.

30. AJTrOpuTM MPUHATUS OPraHU3AUMOHHBIX PEUICHUH M0 Pa3BUTHUIO
KJIIMEHTYPHBIX OTHOLUIEHUW TMPEANpUATUS TPAHCIOPTHOH cdepsl U cdepbl
rOCTENPUUMCTBA HAa TPAHCIIOPTE B MPOILECCE OPraHu3allii CEPBUCA B a3pOIOPTY U
Ha BO3YLIHOM CYJHE.

31. Meroasl pa3pabOTKU KOMILUIEKCA MEPONPUSTHA IO OpraHu3aluu,
IUTAHUPOBAHUIO U MOHUTOPUHTY JIEATEIbHOCTH CEPBUCHOM KOMIIAHUU B IpOIIECCe
OpraHu3aliy CepBUCa B adPONOPTY U HA BO3AYLIHOM CYJIHE.

32. MexaHu3M  OpraHM3alMOHHOrO  OOCIIY)KMBaHUS  aBHAIIMOHHOMN
UHQPACTPYKTYpPbl W OPraHU3aIllMOHHOTO OOECHEeYeHMs] MpoIlecca CEPBUCHOTO
oOCIy>KMBaHMSI B a’ponopTy HU Ha OOpTy BO3AYIIHOTO CyJHA B IMpoIllecce
OpraHu3alliy CepBUCa B adPOMOPTY U HA BO3AYLIHOM CY/IHE.

33. MexaHusM OpraHM3alid U TPOBEJCHUS MapKETHHTOBOTO aHaIHM3a
NOTPEOHOCTH B CEPBUCHBIX yCIyTrax B a3ponopTy U Ha OOPTY BO3AYIITHOTO Cy/IHA B
npolecce OpraHu3aliy CepBUCa B a3POIIOPTY U HA BO3IYIIHOM CYJIHE.

34. Mertoasl OpraHu3allvid M yNpPaBI€HUS HMYILIECTBOM a3pONOPTOBOTO
KOMIUIEKCA W AKTUBAMU CEPBUCHBIX NPEIIPUATHI Ha TPAHCIOPTE B IpOLECCE
OpraHu3alli{ CEpPBUCA B a3POIIOPTY U HA BO3LYIIHOM CYyJHE.

35. Meroasl ompexneneHus mokaszatened 3PQPEKTUBHOCTU AESITEIbHOCTU
OPENNpUATUS CEepBUCA B paMKax TpPAHCIOPTHOIO KOMIUIEKCA B IIpOLECCe
OpraHu3ally CEPBUCA B a3PONOPTY U HA BO3AYIIHOM CYJHE.

36. KimeHToOpuEeHTHpPOBaHHBIE TEXHOJOTUU B CEPBUCHOM JESATEIBHOCTH
Ha TPAHCIOPTE B YCJIOBHUAX B3aUMOAEHCTBHS C MOTPEOUTENSIMU, B TOM YHUCIE
MHTEPHET-IIPOJIBKEHHSI YCIYT B MPOLECCE OpraHU3allid CEPBHCA B a3pONOPTy U
Ha BO3JYLIHOM CYJHE.

Tunogvie cumyayuonHvle 3a0aHUs OA peuleHusi HaA NPAKMUYECKUX
3auamusx

Kaxxgas pabouas rpymmna roTOBUT NPE3EHTALIMIO CBOETO PEIICHUs TPOOIEMBI
U B X0j1€ 0011ell TUCKyCCHH 000CHOBBIBAET HEOOXOUMOCTD €r0 peaanu3aluu:

[Ipennoxute  MeroAbl  pa3pabOTKM M HCIOJb30BaHMS — THUIIOBBIX
TEXHOJIOTUYECKUX MPOLECCOB C YYETOM BHA0B HHPOPMAIIMOHHOTO 00CTYKUBAHUS
B KOHKPETHOM CEPBUCHON KOMITAHUH.

Tema 10. Opra#mszanus OpPeAOCTaBICHUS YCIYT OCOOBIM KaTETOPHSIM
[MaCCaXKUpPOB

llepeuenv munoswvix 60npocos 05 YCMHo20 Onpoca

1. [TonsiTie 0COOBIX KATErOPUiA MACCAKUPOB.

2. Oco0bie KaTeropuu MaccaxupoB Ha BO3/IYLIHOM TPAHCIIOPTE.

3. OO0cnyXuBaHHE HE COMTPOBOKIAEMBIX JIETEH.
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4, TpaHcnopTHOE MIIaHUPOBAHUE U TPAHCIIOPTHOE MOJIETUPOBAHHUE.
IIpumepnvie memvl coobuyeHul

1. OO6cnyX1BaHUE MOKUIIBIX JIOJEH.
2. OO6cnyxrBaHuE JIOAEH C OrpaHUYEHHOMN MOJIBUKHOCTBIO U T.J..
3. MexaHu3M BbIOOpA ONITUMANIBHBIX CIIOCOOOB PEIICHUS 33a/1a4 B paMKax

MOCTABJIICHHON 1I€JIM, MCXOJAsl W3 JEHUCTBYIOIIMX MPAaBOBBIX HOPM, UMEIOLIUXCS
PECYPCOB M OrpaHWYEHUN B MPOLIECCE OpraHU3alMy CEepBHCA B a’pPOIOPTY M Ha
BO3JIYLIHOM CYyJIHE.

4, Anroput™m BbIOOpa ONTHUMAJIBHBIX CIOCOOOB MX pELICHUS, UCXOIS U3
JEUCTBYIOIIMX TPABOBBIX HOPM, HMEIOIIMUXCS PECYpCOB W OTrpPaHUYEHUN B
IPOLIECCE OpTraHMU3alMy CEpBHUCA B a3PONOPTY U HA BO3LYILIHOM CYyJIHE.

5. Metonbl OCYIIECTBICHHS JEJOBOM KOMMYHUKAIMd B YCTHOHM U
NUCbMEHHON (opmax B IMpollecce OpraHu3alldd CcepBHUCAa B a’pornopTy U Ha
BO3JIYLLIHOM CYJIHE.

6. MexaHu3M OCYIIECTBICHUS JI€OBOM KOMMYHHUKAIMM B YCTHOW W
NUCbMEHHOM ¢dopMax Ha rocynapcTBeHHOM si3bike Poccuiickoit denepamnuu B
IPOLIECCE OpraHM3alMy CEPBUCA B a3POINOPTY U HA BO3IYILIIHOM CYJIHE.

7. MexaHu3M OCYIIECTBICHUS JI€OBOM KOMMYHHUKAIMM B YCTHOW W
MUCBMEHHON (popMax Ha MHOCTPAHHOM (BIX) fA3BIKE (aX) B MPOLIECCE OpraHU3ALNU
CepBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJIHE.

8. MexaHu3m onpefeneHus 1eneil u 3a1ad ynpaBlIeHUs] CTPYKTYPHBIMU
noJipa3fieJIeHUsIMU TPEINPUATHI cPepbl cepBUCa WK APYTUX cdepax, B KOTOPHIX
HEOOXOJIMMO OCYIIECTBJICHHE CEPBUCHOM AESTENBHOCTH B MPOIIECCE OPTaHU3aIuU
CepBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJIHE.

Q. OcHOBHbIE METOABl W TMPUEMbl IUIAHUPOBAHUS, OpraHU3ALNM,
MOTHBAIIUU U KOOPJIUHALIUM ESITEIbHOCTH MPEeANpUATUi (TToapasaeneHuit) chepsl
cepBHca WIH APYyTrux cepax, B KOTOPHIX HEOOXOAUMO OCYIIECTBICHHE CEPBUCHOM
NEATENbHOCTU B IMPOLIECCE OpraHM3allMy CEPBUCA B a’3pONOPTY M HA BO3AYLIHOM
CyZIHE.

10. MexaHu3M OCYHIECTBICHUS KOHTPOJS NEATEILHOCTH MPEAIPUITHIMA
(monpaszaenennii) chepsl cepBruca WM IPYyrux cdepax, B KOTOPHIX HEOOXOAUMO
OCYIIIECTBJIICHHE CEPBUCHOMN JEATEIBHOCTH B IIPOLIECCE OPraHU3alli CEepBUCA B
a’pOINOPTy U HA BO3AYLIHOM CYJHE.

11. MexaHu3M OLIEHKH KauyeCTBa OKa3aHUSl CEPBUCHBIX YCIYr Ha OCHOBE
KJIINEHTOOPUEHTUPOBAHHBIX TEXHOJOTHII B MPOLECCEe OpraHu3aldl CepBHCAa B
a’poNoOpTy U HA BO3AYLUIHOM CYJHE

12. Metonpl TPONBWKEHHUSI W TPOMAKUA CEPBUCHOTO MPOIYKTa, B TOM
YlCJIe€ C TIOMOUIBIO OH-JIAWH M MHTEPHET TEXHOJIOTHI B IpOLECCE OpraHUu3aluu
cepBHCa B a3pONOPTY U HAa BO3YIIIHOM CYZIHE.

13. Mexaam3m (HOpMHUPOBAHMS CHCIHMAIN3UPOBAHHBIX KaHAIOB COBITa
CEPBHUCHBIX MPOAYKTOB U YCIIYT B MPOLIECCE OpPraHU3alMi CEpBUCA B a3pONOPTY U
Ha BO3AYLIHOM CYZIHE.

14, MexaHu3M OCYUIECTBJICHHUS TOUCKA U MNPUMEHEHHS] HEOOXOIUMOU
HOPMAaTUBHO-NIPABOBOM  JOKYMEHTAllMM JJIsl  JIEITEJIbHOCTH B  M30paHHOMU
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npodeccuoHanbHON cdepe B Mpolecce OpraHu3allii CepBUCa B adpONoOpTy M Ha
BO3/yILITHOM CyJTHE.

15. Mexanusm coOmrofeHust 3akoHojaTenbcTBa Poccuiickoit @enepannu
O TIPEeIOCTAaBICEHUU YCIYr B MPOIECCe OPTaHM3AIMU CEPBHCA B adpPOINOPTy M HA
BO3/yILITHOM CyJTHE.

16. Mexanusm obecnedeHus JOKYMEHTOOOOpOTa B COOTBETCTBUU C
HOPMATHUBHBIMU TPEOOBAHHSIMH B MPOLIECCE OPTaHU3ALMN CEPBHUCA B adPOTIOPTY H
Ha BO3AYIIHOM CYJIHE.

17. Mexanusm coOirofeHuss TpeOboBaHUN 0€30MacHOr0 OOCTY>KMBaHUSA,
OXpaHbl TpyJa ¥ TEXHUKH OE30MacCHOCTH B IPOLIECCE OPTaHM3alUU CEPBHCA B
a’pOoTOPTY M Ha BO3YITHOM CY/IHE.

18. MexaHu3M CcOOIOIEHUS TIOJIOKEHUSI HOPMATHBHO - TIPABOBBIX aKTOB,
PETYIUPYIONIUX OXpaHy TPYy/la U TEXHUKY 0€30MacCHOCTH B MPOIIECCE OpraHu3alum
CepBHCa B adPOTIOPTY M HA BO3IYIIHOM CYIHE.

19. Mexaam3M pa3pabOTKH CHCTEMBI KJIMEHTCKMX OTHOIICHUW U
OpraHM3alMy Tpolecca OO0CTyXKUBaHUS TOTPeOHUTENEe Ha OCHOBE MPUMEHCHHS
3aKOHOJIaTEIHPHBIX aKTOB W MPABOBBIX HOPM B MPOIECCE OpraHHM3AIMH CEPBHCA B
a’pOIIOPTY M Ha BO3YITHOM CY/IHE.

20. MexaHU3M COBEPIICHCTBOBAHHS CHCTEMBI KIIMEHTCKHX OTHOIICHUH B
CEpBHUCHOHW JIEATETPHOCTH HA TPAHCIOPTE C HCIOJB30BAHUEM HWHTEPHET-
TEXHOJOTUH B MPOIECCE OpPraHMU3allMi CEepBHUCAa B a’pONOPTy U HA BO3AYIIHOM
CyJIHE.

21. MexanusM BbIOOpa MaTepHANbHBIX PECYPCOB, OOOpPYAOBaHUS s
OCYIIIECTBJICHHSI MIPOIECCa CEPBHCA.

22. MexaHu3M  TPOBEIEHHUS  MEPErOBOPOB €  KIMEHTAaMU IO
NPETCH3MOHHBIM CIIy4asiM M METOJbl ONpENeICHUs] NPUYMH BO3HUKHOBEHMUS
NPETeH3Uil B MPOIECCe OpraHu3alli CEpBUCAa B a’pONOPTYy U HA BO3AYIIHOM
CyJIHE.

23. Metonpl pa3pabOTKH U HWCIIOJIB30BAHUS THIIOBBIX TEXHOJIOTHYECKHX
IIPOIIECCOB.

24. Meroapl GOopMUPOBAHUS U BHEJIPECHHS KOPIIOPATUBHBIX CTAHIAPTOB U
perjJamMeHToB IPOIECCOB 00CTYKMBaHUS TOTPEOUTENEH Ha TPaHCIIOPTE.

25. Meronpl B3aMMOJACHCTBUS C KIMEHTAMU TI0 OpPraHHW3alldy IMpoIecca
oOcmy>KMBaHMsI TOTpeOuTENeH B cepe roCTeNPUUMCTBA B MPOIIECCE OPTraHU3aINH
CepBHCa B a3PONOPTY U HA BO3AYIIHOM CYAHE.

26. Meronpl pa3pabOTKH KOMIUIEKCA MEPONPHUATANA IO COOIOICHUIO
TpeOOBaHMI TPOM3BOACTBEHHON IUCIUIUIMHBI, MO COOJIOACHUIO MPAaBHI IO
OXpaHe TpyJAa U MOXKapHOW 0€30MacHOCTH MPHU OCYIIECTBICHUH TEXHOJIOTHYECKOTO
mpolecca B Mpolecce OpraHu3aliy CepBrca B a3poropTy U Ha BO3AYLIHOM CyJTHE.

27. MexanusMm  QGopMupoBaHUS IeNed W 3a7a4  JACSTEIbHOCTH
MOJPa3ICICHUN CEPBUCHON IETEIBHOCTH MPEANPUSITHSL.

28. MexaHu3M TPUMEHEHUS METOJIOB OpTaHWU3AIMH TUIAHUPOBAHUS U
MOHUTOPUHTA JCSATEIBHOCTH CEPBUCHON KOMITAHWHM B TPAHCHOPTHOH cdepe U B
chepe rocTenpuMMCTBA Ha TPAHCIIOPTE.
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29. MexaHu3M OpraHMU3aIlMU WX BBIMOJHEHUS B IMPOIECCE OpPTaHHU3AIluU
CepBHCa B a3pONOPTY W HAa BO3IYIITHOM CYIHE.

30. Meroasl BBIOOpAa OPTraHU3AIMOHHBIX PEIICHWNA I (OpMUPOBAHHS
CEPBUCHOM CHCTEMBI OOCITYKMBAHUS C MCIIOJIH30BAHUEM METOJIOB OPTraHU3AINN U
yIIPaBJICHUs B TPOIIECCE OPraHM3alldid CEPBHCA B a’pOIOPTY M HA BO3AYITHOM
CyIHE.

31. AJTOpPUTM TPUHATUS OPTAaHW3AIMOHHBIX PEHICHUH 10 Pa3BUTHIO
KIIMEHTYPHBIX OTHOIICHWW TPEANPUATHAS TPAHCIOPTHON cdepsl U chepsl
TOCTEIIPUUMCTBA Ha TPAHCIIOPTE B MPOIECCE OPraHU3aIMN CEPBUCA B a3POTIOPTY U
Ha BO3YITHOM CYJTHE.

32. Meroasl pa3pabOTKH KOMILIEKCA MEPONPHITHA 110 OpTaHHW3allvy,
TUTAHUPOBAHUIO U MOHUTOPUHTY JIEATCILHOCTH CEPBHCHON KOMITAHWH B IMPOIIECCE
OpraHu3alliy CepPBUCA B adPOIOPTY U HA BO3IYIIHOM CYJIHE.

33. MexaHu3M  OpraHM3allMOHHOTO  OOCIY)KMBaHUS  aBHAIIMOHHOMN
UHQPPACTPYKTYPhl W OPraHU3aIlMOHHOTO OOCCICUYCHHs MpoIlecca CEPBUCHOTO
oOCITy)KMBaHHMsSI B a’pornopTy W Ha OOpPTy BO3AYIIHOTO CyJdHA B IMpoOIEcCe
OpraHU3alliy CepPBUCA B adPOITOPTY U Ha BO3IYIIHOM CYJIHE.

34. MexaHu3M OpraHM3allid W TPOBEJCHUS MapKETHHTOBOTO aHaJK3a
NOTPEOHOCTH B CEPBUCHBIX YCIIyTaX B a3pOMNOPTy M Ha OOPTY BO3AYIITHOTO CyJHA B
IPOIIECCe OpraHU3aIMK CEPBUCA B a3POITOPTY U HA BO3IYIIHOM CYJIHE.

35. Meroasl opraHU3alMd W YIPaBICHUS HUMYIIECTBOM a’pOIOPTOBOTO
KOMIUICKCA W aKTUBAaMU CEPBHUCHBIX MPEINPHUATHH Ha TPAHCIOPTE B IpoIEecce
OpraHU3alliy CEPBUCA B adPOIOPTY M HA BO3AYITHOM CY/IHE.

36. Meroasl ompejeneHus mokazarened 3(PpGEeKTUBHOCTH IEATEIbHOCTH
NPEINpUATUS CepBUCA B paMKaX TPAHCIOPTHOIO KOMIUIEKCA B IpoIecce
OpraHu3alliy CepPBUCA B a3POIOPTY U Ha BO3IYIIHOM CYJIHE.

37. KiIMeHTOOpHEHTHPOBaHHBIC TEXHOJOTHH B CEPBHUCHOH JCSITCIBHOCTH
Ha TPAHCIOPTE B YCIIOBHUAX B3aUMOJCHCTBHUS C IMOTPEOUTEIAMH, B TOM YHUCIIEC
UHTCPHET-TIPOJIBKIKCHHSI YCIYT B MPOIECCE OpraHU3allid CEPBHCA B a3pONOPTY H
Ha BO3YIIHOM CYJIHE.

Tunoevie cumyayuonHvle 3a0aHus OAs peulenuss HA NPAKMUYECKUX
3AHAMUAX

Kaxxmas pabouas rpyrmima roTOBUT MPE3EHTAIIMIO CBOETO PEIICHHS ITPOOIEMBI
1 B X0Ji¢ 00IIel TUCKYCCHH 00OCHOBBIBAET HEOOXOMMOCTD €0 peaanu3aliu:

[Ipennoxxure METONBI U NMPUEMBI TJITAHUPOBAHHMS, OpraHU3aIlid, MOTHBAIIUN
U KOOPAWHAIIMM JICATCIBHOCTH TPEANPHUATHH C y4EeTOM TPAHCIIOPTHOTO
IJJAHAPOBAHUS W TPAHCIOPTHOTO MOJCIUPOBAHUS B KOHKPETHOW CEPBUCHOM
KOMIIaHUH.

Tema 11. boprnurtanue, kKak BHUJ CEPBUCHOTO OOCIY>KMBaHUS Ha OOpTY
BO3JIYIIHOTO CYJIHA U TPEOOBAHUS K €ro OpraHu3aluu

llepeuenv munoswvix 60npocos 05 YCMHo20 Onpoca

1. Ucropus pazButusi opranuzanu OOpTOBOTO MUTAHMUS.

2. Opranu3zanus 60pTOBOro MUTAHUS B MPEINOIECTHON 30HE.
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IIpumepnovle memol cooouyeHutl

1. Opranu3zanus 60pTOBOro MUTAHUS Ha OOPTY BO3AYIIHOIO CYIHA.

2. OcHOBHBIE CcepTU(PUKALMOHHbIE TPEeOOBAaHMS, NPEIBABIIEMbIE K
OpraHu3alysaM, OCYUIECTBIISIIOIIUM AESITEIbHOCTh MO MPEIO0CTaBICHUI0 OOPTOBOIO
MUTaHus. OOPTOBOTO MUTAHMUS.

3. MexaHu3M BbIOOpA ONITUMANIBHBIX CIIOCOOOB PEIICHUS 33/1a4 B paMKax
MOCTaBJICHHON IIEIM, HUCXOAS W3 JEUCTBYIOUIMX MPABOBBIX HOPM, HUMEIOIIUXCS
pPECYpPCOB M OrpaHUYEHUM B MPOLECCE OpraHU3allud CEpBUCAa B a’3pOIOPTY U Ha
BO3/IYIIIHOM CYJIHE.

4, ANTOpUTM BBIOOpA ONMTHUMAJIBHBIX CIIOCOOOB UX PEIICHUS, UCXOs U3
JNEUCTBYIOIUX TIPABOBBIX HOPM, HUMEKOIIUXCS PECYpCOB W OrpaHUYCHUN B
Ipolecce OpraHu3alliy CepBUCa B a3POIOPTY U HA BO3IYIIHOM CY/IHE.

5. Metoasl OCYIIECTBICHUS JICJIOBOM KOMMYHHKAIIMM B YCTHOM U
NUCbMEHHON (opmax B IMpollecce OpraHu3allid CcepBHUCAa B a’pornopTy U Ha
BO3/yILIHOM CYJTHE.

6. MexaHu3M OCYIICCTBICHUS JCIOBOM KOMMYHHUKAIMM B YCTHOW U
NUCbMEHHOUM ¢dopMax Ha rocynapcTBeHHOM si3bike Poccuiickont deneparnuu B
npolecce OpraHu3aliy CepBUCa B a3POIOPTY U HA BO3IYIIHOM CYJIHE.

7. MexaHu3M OCYIIECTBICHUS JCIOBOM KOMMYHHUKAIMM B YCTHOW U
NUCBMEHHON (popMax Ha MHOCTPAHHOM (BIX) fA3BIKE (aX) B MPOLIECCE OpraHU3AINU
CepBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJIHE.

8. MexaHu3m onpeneneHus 1eneil u 3aad yrnpaBlIeHUs] CTPYKTYPHBIMU
noJipa3ejeHUsIMU TPEINPUATHI cPepbl cepBUCca WK APYTUX cdepax, B KOTOPIX
HEOOXOJIMMO OCYIIECTBJICHHE CEPBUCHOM AESTENBHOCTH B MPOIECCE OPTaHU3aIuU
CepBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJHE.

Q. OcHOBHbIE METOAbl M TMpPUEMbl IUIAHUPOBAHMS, OpraHU3ALNMU,
MOTHBAIIUU U KOOPJIUHALIUM ESITEIbHOCTH MPEeANpUATUi (ToapasaeneHuit) chepsl
cepBHca WIH APYyTrux cepax, B KOTOPHIX HEOOXOAUMO OCYIIECTBICHHE CEPBUCHOM
NEATEIbHOCTU B MPOLIECCE OpraHU3alluy CEPBUCA B a3POINOPTY U HA BO3AYLIHOM
CyZIHE.

10. MexaHu3M OCYIIIECTBICHUS KOHTPOJS ACATEIBHOCTH MPEINPUSTHI
(mompaszaenennii) chepsl cepBruca WM IPYyrux cepax, B KOTOPHIX HEOOXOAUMO
OCYIIIECTBJIICHHE CEPBUCHOM NEATEIBHOCTH B IPOLIECCE OPraHM3alli CEepBUCA B
a’poOINOPTy U HA BO3AYLUIHOM CYJHE.

11. MexaHu3M OLEHKH KauecTBa OKa3aHHSI CEPBUCHBIX YCIYI Ha OCHOBE
KJIINEHTOOPUEHTUPOBAHHBIX TEXHOJOTHII B MPOLECCEe OpraHu3aldl CepBHCa B
a’poNoOpTy U HA BO3AYLUIHOM CYJHE

12.  Mertoasl TpOABMKEHUS W TPOJAXKH CEPBUCHOTO TMPOAYKTa, B TOM
YHUCJi€ C MOMOIIBIO OH-JIAMH M MHTEPHET TEXHOJOTHIl B MPOIIECCE OpPraHU3aliu
cepBHCa B a3pONOPTY U HAa BO3IYIIIHOM CYZIHE.

13. Mexanusm GOpMHUPOBAHUS CIICIUATU3UPOBAHHBIX KAHAIOB COBITA
CEPBUCHBIX MPOAYKTOB U YCIYT B MPOLIECCE OPraHU3AIMU CEPBUCA B adPOIOPTY U
Ha BO3JYIIHOM CYJIHE.
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14. MexaHu3M OCYIIECTBICHUS NMOWCKA U MNPUMEHEHHS HEOOXOIUMOMU
HOPMATHBHO-TIPABOBOM  JOKYMEHTAIlMM JJs  JACATEIbHOCTH B  U30paHHOMN
npodeccuoHanbHOl cepe B Mpouecce OpraHu3aluu CepBHCa B a’poONoOpTy U Ha
BO3JIYILIHOM CYJIHE.

15. Mexanusm cobmonenus 3akoHonarensctBa Poccuiickoit denepanuun
O MPEJOCTABICEHUU YCIYT B IPOLIECCE OpPraHU3allMyd CEpBHCA B a’pOINOpPTy U Ha
BO3/IYIIIHOM CYJIHE.

16. Mexanusm oOecneueHus JAOKYMEHTOOOOpPOTa B COOTBETCTBHM C
HOPMATHUBHBIMU TPEOOBAHHSIMH B MPOLIECCE OPTaHU3ALMN CEPBHUCA B adpPOTOPTY H
Ha BO3YLIHOM CYJHE.

17. Mexanusm coOmroenusi TpeOoBaHMi Oe30macHOTO OOCTyKUBaHUS,
OXpaHbl TpPyJa W TEXHUKH OE€30MaCHOCTH B TPOLECCE OpraHU3allMM CEepBHUCA B
a’pONopTy U HA BO3AYUTHOM CYJHE.

18. MexaHu3M cOOIOCHMSI MOJOKECHUS HOPMAaTHUBHO - MPABOBBIX aKTOB,
PETYIHUPYIOLUIMX OXpaHy TPyAa U TEXHUKY 0€30MacHOCTH B IIPOLIECCE OPraHU3aIluu
CepBHCa B a3pONOPTY U Ha BO3IYIITHOM CYJHE.

19. MexanusMm pa3pabOTKM CHUCTEMBl KIHMEHTCKUX OTHOIICHUH W
OopraHu3anuy mnpoiecca oOCTy>KUBaHHS TOTpeOUTENe Ha OCHOBE MPUMEHEHHUS
3aKOHOJIaTEIHHBIX aKTOB W MPABOBBIX HOPM B MPOIECCE OpraHHM3AIMH CEPBHCA B
a’pOMNoOPTy U HA BO3AYITHOM CYJHE.

20. MexaHuU3M COBEPILEHCTBOBAHUSI CUCTEMbI KIMEHTCKUX OTHOILIECHUHU B
CEpPBUCHOW JIESITENIbBHOCTH Ha TPAHCIOPTE C HCIOJb30BAHUEM HMHTEPHET-
TEXHOJOTUN B MPOIECCE OpPraHMU3allMi CEepBHUCAa B a’pONOPTy U HA BO3AYIIHOM
CyJIHE.

21. MexaHu3Mm BbIOOpa MaTEpHUANBHBIX PECYpPCOB, OOOPYIOBAaHUSA IS
OCYIIECTBJICHHSI MPOIECCa CEPBUCA.

22. MexaHu3M  TIPpOBEJEHUS  TEPETOBOPOB  C  KIMEHTaMH  TIO
NPETCH3MOHHBIM CIIy4asiM M METOJbl ONpENeICHUs] NPUYNH BO3HUKHOBEHHUS
NPETeH3Uil B MPOIECCe OpraHM3allMi CEpBUCAa B a’pONOPTYy W HA BO3AYIIHOM
CyJHE.

23. Metoasl pa3pabOTKU M HWCIOIB30BAHUS THUIOBBIX TEXHOJOTHUECKHX
IIPOLIECCOB.

24. Metoasl hopMUPOBaHUS U BHEAPEHUS KOPTIOPATUBHBIX CTAHAAPTOB H
perjJamMeHToB IPOLECCOB 00CTYKMBAaHUS TOTPEOUTENEH Ha TPaHCIIOPTE.

25. Metoapl B3aUMOJAEWUCTBUSA C KIMEHTaMU IO OpraHu3aluu Ipoliecca
oOciyXuBaHMsI TOTpeduTeseil B cepe rocTenpurMCcTBa B MPOLIECCE OpraHU3alNN
CepBHCa B a3PONOPTY U HA BO3AYIIHOM CYAHE.

26. MeToapl pa3pabOTKHM KOMILIEKCA MEPOMPHUSITHH MO COOIIOJCHUIO
TpeOOBaHMI TPOU3BOACTBEHHON IUCHUIUIMHBI, MO COOJIOACHUIO MPAaBHI IO
OXpaHe TPpyJAa U MOoXKapHOW 0€30MacHOCTH MPHU OCYIIECTBICHUH TEXHOJIOTHYECKOTO
Ipolecca B MPOLIECCE OPraHU3aLMU CEPBUCA B a3PONOPTY U HA BO3AYLIHOM CYAHE.

27. Mexaam3m  (opmMupoBaHHS ~ IeJIe W 3adad  JIeATEIHHOCTH
MOJPa3IECIICHUN CEPBUCHON IEATEIBHOCTH MPEAPUSITHSL.
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28. MexaHu3M TPUMEHEHHUS METOJOB OpraHMU3allid IUIAHUPOBAHUS U
MOHUTOPHUHTA JEATEIbHOCTU CEPBUCHONW KOMIIAaHWU B TPaHCIOPTHOU cdepe u B
chepe rocTenpuMMCTBA Ha TPAHCTIOPTE.

29. MexaHu3M OpraHu3alli UX BBITIOJHEHUS B MPOIECCE OpraHU3aIuu
CEpBHCA B a3POIOPTY U HA BO3YLIHOM CY/IHE.

30. MeTtoabl BhIOOpa OpraHU3AIMOHHBIX pPEHICHUN s (POPMHUPOBAHUS
CEpPBUCHON CHCTEMBI OOCIYKUBaHUSI C MCIIOJIb30BAHUEM METOJI0OB OpPraHU3alNU U
YOpaBJICHUSI B MPOLECCE OPraHU3alMy CEpPBHCAa B a’3pONOPTY U HA BO3AYIIHOM
CyJHE.

31l. Anroput™M TPUHITHS OPraHU3AIMOHHBIX PEIICHUN 10 Pa3BUTHIO
KJIMEHTYPHBIX OTHOIICHWUW MPEANPUSATUS] TPAHCIOPTHOU cdepbl U  cepsl
TOCTEIPUUMCTBA HAa TPAHCIIOPTE B MPOLECCE OPraHM3allui CEPBUCA B a3POIOPTY U
Ha BO3/yIIIHOM CY/HE.

32. Metonpl pa3pabOTKHM KOMIUIEKCA MEPONPUSTUNA [0 OpraHU3allvu,
MJJAHUPOBAHUIO U MOHUTOPUHTY JIESITETbHOCTH CEPBUCHOM KOMIIAHMHU B MPOILIECCE
OpraHu3alluy CEpBUCA B a3PONOPTY U HA BO3AYIIHOM CYIHE.

33. MexaHu3sM  OpPraHU3aIllMOHHOTO  OOCIY)KHMBaHUS  aBUAIIMOHHOU
UHOPACTPYKTYpPhl M OPraHU3AIMOHHOTO OOECIEeUeHHs] Tpollecca CEPBUCHOTO
oOCITy’)kKMBaHMsI B a’dpONoOpTy M Ha OOpTy BO3AYIIHOTO CyJHA B Tpoliecce
OpraHu3alluy CEpBUCA B a3POMNOPTY U HA BO3AYIIHOM CYIHE.

34. MexaHu3M OpraHu3alud W TMPOBEICHHS MAapKETHHTOBOTO aHau3a
MOTPeOHOCTH B CEPBUCHBIX yCIYTax B a3pONOPTY U Ha OOPTY BO3AYIITHOTO CyAHA B
MPOIIECCE OPraHU3allMU CEPBHUCA B A3POIOPTY U HA BO3AYIIHOM CYyJIHE.

35.  MeTonpl opraHu3aluyd M YNPaBICHUS HUMYIIECTBOM a’pOIIOPTOBOIO
KOMIUIEKCA U aKTMBAaMH CEPBUCHBIX MNPEANPHUATHI HAa TPAHCIOPTE B MpOIECcCce
OpraHu3alluy CEpBHUCA B a3POMNOPTY U HA BO3AYIIHOM CYIHE.

36.  Metonpl ompeneleHus TokaszaTeiaei 3((PEKTUBHOCTH ACATEILHOCTU
NpEANpUATHS CEpBUCAa B paMKax TPaAHCIOPTHOIO KOMIUIEKCa B MpoIliecce
OpraHu3aIluy CEPBHUCA B adPONOPTY U HA BO3AYIIHOM CYJIHE.

37. KiameHTOOpHEHTHpPOBAHHBIC TEXHOJOTUH B CEPBHUCHOM JEATEIBLHOCTH
Ha TPAHCIIOPTE B YCIOBHSAX B3aUMOJACHCTBHS C MOTPEOUTEISIMH, B TOM YHCIIC
WHTEPHET-TIPOJBUAKECHUS YCIYT B MPOLIECCE OPraHU3alMu CEPBHCA B a3pOINOPTYy U
Ha BO3AYIIHOM CYJIHE.

Tunosvie cumyayuounvle 3a0anus Ol peueHuss Ha NPAKMUYecKux
3AHAMUSX

Kaxnas pabouas rpyIina roTOBUT MPE3EHTAIIMIO CBOETO PEIICHUS TPOOJIEMBI
1 B X0JI¢ 00IIel TUCKYCCHH 00OCHOBBIBACT HEOOXOMMOCTD €TI0 pealnu3alluu:

[Ipenyioxxkure METOABI OCYIIECTBICHUS JE€JIOBOM KOMMYHUKAIIMU B YCTHOM U
MUCbMEHHOW (popmMax ¢ y4yeTOM OpraHu3alMu OOpTOBOTO MHUTAHUS B
MPEIOJIETHON 30HE B KOHKPETHOW CEPBUCHON KOMIIAHUH.

Tema 12. ABHAIMOHHBIE AaNIbSHCHI, Kak ocobasi ¢opma oOCTyKHUBaHUS
MacCaXKUPOB
llepeuenv munoswvix 60npocos 05 YCMHo20 Onpoca
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1. TTousaTue rino0aJIbHBIX aBUAAIBIHCOB.

2. [IpuynHbBl BOSHUKHOBEHUS IJ1I00ATBHBIX aBUAATIBSIHCOB.

IIpumepnovle memol cooouyeruti

1. 3amauu, cTosAIIKE NEepe]l I100aTbHBIMU aBUAAIbIHCAMH.

2. Yenyru aBHakOMIaHWM, COCTOSAIIMX B TJIOOATBHBIX AaBUAIMOHHBIX
aJbsHCAX.

3. MexaHu3M BbIOOpA ONTUMANIBHBIX CIIOCOOOB PEIICHUS 33/1a4 B paMKax

MOCTABJICHHOW 1IE€JIA, MCXOJsA W3 JICHCTBYIOIIMX IPABOBBIX HOPM, HMEIOIIUXCS
PECYPCOB M OTrpaHWYEHUN B MPOLIECCE OpPraHU3alMy CEepBHCA B a’pPOIOPTY U Ha
BO3JIYLLIHOM CYJIHE.

4, ANTOpUTM BBIOOpA ONMTHUMAJIBHBIX CIIOCOOOB UX PEIICHUS, UCXOs U3
JNEUCTBYIOIIMX TPABOBBIX HOPM, HMMEIOIIUXCA PECYPCOB M OrpaHUYCHUN B
IPOLIECCE OpraHU3alMU CEPBHUCA B a3POINOPTY U HA BO3YIIHOM CYJIHE.

5. MeTonbl OCYHIECTBICHUS] JETOBOM KOMMYHHMKAIIMM B YCTHOM H
NUCbMEHHON (opmax B IMpollecce OpraHu3allid CepBHUCAa B a’poropTy U Ha
BO3JIYLIIHOM CYJIHE.

6. MexaHu3M OCYIIECTBJICHHUS JE€IOBOM KOMMYHMKAllMU B YCTHOM U
MUCbMEHHOUM ¢opMax Ha TrocynapCcTBEHHOM si3blke Poccuiickoit denepanun B
IPOLIECCE OpraHM3alMy CEPBUCA B a3POINOPTY U HA BO3IYILIIHOM CYJIHE.

7. MexaHu3M OCYIIECTBJICHHUS JEOBOM KOMMYHMKAllMU B YCTHOM U
MUCHMEHHON (popMax Ha MHOCTPAHHOM (BIX) sI3BIKE (aX) B MpOLIecCe OpraHU3aluu
CEpBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJHE.

8. MexaHu3m onpeneneHus 1eieil u 3a1ad ynpaBlIeHUs] CTPYKTYPHBIMU
noJipa3eJIeHUsIMU TPENPUATHI cPepbl cepBUCca WU APYTUX cdepax, B KOTOPHIX
HEOOXOJIMMO OCYIIECTBJICHHE CEPBUCHOM AESTENBHOCTH B MPOIIECCE OPTaHU3AIUU
CepBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJIHE.

Q. OcHOBHbIE METOABl W TMPUEMbl IUIAHUPOBAHUS, OpraHU3ALNM,
MOTHBAIIUU U KOOPJIUHALIUU IESITEIbHOCTH MIPEeANpUATUi (TToapasaeneHuit) chepsl
cepBHca WIH APYyTrux cepax, B KOTOPHIX HEOOXOAUMO OCYIIECTBICHHE CEPBUCHOM
NEATENIbHOCTU B MPOLIECCE OpraHM3alMy CEpPBHCA B a’3pONOPTY M HA BO3AYLIHOM
CyIIHE.

10. MexaHu3M OCYIIECTBICHUS KOHTPOJS ACATEIBHOCTH MPEINPUSTHI
(monpaszaenennii) chepsl cepBruca WM IPYyrux cepax, B KOTOPHIX HEOOXOAUMO
OCYILIECTBIICHUE CEPBUCHOM AECATEIBHOCTH B MPOLIECCE OPraHU3alld CEpBUCA B
a’ponopTy U Ha BO3AYIIHOM CYZIHE.

11. MexaHu3M OLIEHKH KauyecTBa OKa3aHMsI CEPBHUCHBIX yCIYI Ha OCHOBE
KJIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTHM B IPOLECCE OpraHU3alMu CEpBHCA B
a’ponopTy U Ha BO3AYIIHOM CYIHE

12.  Mertoasl TpOABMKEHUS W TPOJAXKH CEPBUCHOTO TMPOAYKTA, B TOM
YUCJI€ C MOMOIIBK OH-JIAMH M WHTEPHET TEXHOJOTHH B IMPOLECCE OpPraHU3alHnu
CEpBHCA B a3POIOPTY U HA BO3AYLUIHOM CY/IHE.

13. Mexanusm GOpMHUPOBAHUS CIICIUATU3UPOBAHHBIX KAHAIOB COBITA
CEpPBHUCHBIX MPOJYKTOB U YCIYT B MPOLIECCE OPTaHU3ALUHA CEPBUCA B a3POIOPTY U
Ha BO3JYLIIHOM CYJIHE.
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14. MexaHu3M OCYUIECTBICHUS IMOUCKA M NPUMEHEHHUS HEOoOXOIMMOU
HOPMATHBHO-TIPABOBOM  JOKYMEHTAIlMM JJs  JACATEIbHOCTH B  U30paHHOMN
npodeccuoHanbHOl cepe B Mpouecce OpraHu3aluu CepBHCa B a’poONoOpTy U Ha
BO3JIYILIHOM CYJIHE.

15. Mexanusm cobmonenus 3akoHonarensctBa Poccuiickoit denepanuun
O MPEJOCTABICHUU YCIYT B IMPOLIECCE OPraHM3alMU CEpBUCA B a’3pOINOPTYy U Ha
BO3/IYIIIHOM CYJIHE.

16. Mexanusm oOecneueHus JAOKYMEHTOOOOpPOTa B COOTBETCTBHM C
HOPMATHUBHBIMU TPEOOBAHHSIMH B MPOLIECCE OPTaHU3ALMN CEPBHUCA B adpPOTOPTY H
Ha BO3YLIHOM CYJHE.

17. Mexanusm coOmtojieHusi TpeOoBaHUN 0€30MacHOro O0O0CITyXKHUBaHMUS,
OXpaHbl TpyJa W TEXHHKU OE€30MacHOCTH B MPOLECCE OpraHU3allud CepBUCA B
a’pONopTy U HA BO3AYUTHOM CYJHE.

18. MexaHu3M cOOIOCHMSI MOJOKECHUS HOPMAaTHUBHO - MPABOBBIX aKTOB,
PETYIHUPYIOUIUX OXpaHy TPyAa U TEXHUKY 0€30MacHOCTH B IIPOLIECCE OpraHUu3aluu
CepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

19. MexanusMm pa3pabOTKM CHUCTEMBl KIHMEHTCKUX OTHOIICHUH W
OopraHu3anuy mnpoiecca oOCTy>KUBaHHS TOTpeOUTENe Ha OCHOBE MPUMEHEHHUS
3aKOHOJIaTEIHHBIX aKTOB W MPABOBBIX HOPM B MPOIECCE OpraHHM3AIMH CEPBHCA B
a’pOMNoOPTy U HA BO3AYLIHOM CYJIHE.

20. MexaHU3M COBEPILIEHCTBOBAHUS CUCTEMBbI KIMEHTCKUX OTHOUICHUH B
CEpPBUCHOW JIESITENIbBHOCTH Ha TPAHCIOPTE C HCIOJb30BAHUEM HMHTEPHET-
TEXHOJOTUN B MPOIECCE OpPraHMU3allMi CEepBHUCAa B a’pONOPTy U HA BO3AYIIHOM
CyJIHE.

21. MexaHu3Mm BbIOOpa MaTepUATBHBIX PECYPCOB, O0OOpPYIOBAaHMS IS
OCYIIIECTBJICHHSI TIPOIECCa CEPBHCA.

22. MexaHu3M  TIPpOBEJEHUS  TEPETOBOPOB  C  KIMEHTaMH  TIO
NPETCH3MOHHBIM CIIy4asiM M METOJbl ONpENeICHUs] NPUYNH BO3HUKHOBEHHUS
NPETeH3Uil B MPOIECCe OpraHM3allMi CEpBUCAa B a’pONOPTYy W HA BO3AYIIHOM
CyJHE.

23. Metoasl pa3pabOTKU U HCIOJIB30BAHUS TUIMOBBIX TEXHOJIOTHYECKUX
IIPOLIECCOB.

24. Metoasl hopMUPOBaHUS U BHEAPEHUS KOPTIOPATUBHBIX CTAHAAPTOB H
perjJamMeHToB IPOLECCOB 00CTYKMBAaHUS TOTPEOUTENEH Ha TPaHCIIOPTE.

25. Metoapl B3aUMOJAEWUCTBUSA C KIMEHTaMU IO OpraHu3aluu Ipoliecca
oOciyXMBaHMsI TOTpeOUTeNeH B chepe rocTenpUuUMCTBa B MPOLIECCE OpraHU3aI|H
CepBHCa B a3PONOPTY U HA BO3AYIIHOM CYAHE.

26. MeToapl pa3pabOTKHM KOMILIEKCA MEPOMPHUSITHH MO COOIIOJCHUIO
TpeOOBaHMI TPOU3BOACTBEHHON IUCHUIUIMHBI, MO COOJIOACHUIO MPAaBHI IO
OXpaHe TPpyJAa U MOXKapHOW 0€30MacHOCTH MPHU OCYIIECTBICHUU TEXHOJIOTUYECKOTO
Ipolecca B MPOLIECCe OPraHu3alii CEPBHCA B a3PONOPTY U HAa BO3YILIHOM CY/HE.

27. Mexaam3m  (opmMupoBaHHS ~ IeJIe W 3adad  JIeATEIHHOCTH
MOJPa3IECIICHUN CEPBUCHON IEATEIBHOCTH MPEAPUSITHSL.
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28. MexaHU3M TNPUMEHECHHS METOJOB OpTaHW3allid IUIAHUPOBAHUS W
MOHUTOPUHTA JCATEIBHOCTH CEPBUCHON KOMITAHWHM B TPAHCIOPTHOHM cdepe U B
cepe ToCTENPUUMCTBA Ha TPAHCTIOPTE.

29. MexaHU3M OpraHU3alMKM WX BBITOJTHEHHS B TIPOIECCE OpTraHU3AIHH
CepBHCa B a3PONOPTY U HAa BO3IYIITHOM CYIHE.

30. Metonbl BbIOOpa OpraHU3ANMOHHBIX pemeHUH I (HOPMUPOBAHMS
CEPBUCHOM CHCTEMBI OOCITY)KMBaHUS C MCIIOJIH30BAHUEM METOJIOB OPTraHU3aIN U
yIIPaBIICHUs B TIPOIIECCE OPraHM3alldid CEPBHCA B a’pOIOPTY M HA BO3AYITHOM
CyJHE.

31. Anroput™M TPUHATHS OpPraHU3AIMOHHBIX PEIICHWH 10 Pa3BUTHIO
KJIUEHTYPHBIX OTHOIICHWW TIPEANPUATHS TPAHCIOPTHOH cdepsl U chepsl
TOCTEIPUUMCTBA Ha TPAHCIIOPTE B MPOIIECCE OPTraHU3aIMi CEPBUCA B a3POTIOPTY U
Ha BO3YITHOM CYJTHE.

32. Metonbl pa3pabOTKH KOMIUICKCA MEPOINPHUATHNA TI0 OpraHU3allvH,
IUTAHKPOBAHUIO U MOHUTOPUHTY JIEATCILHOCTH CEPBHCHON KOMITAHWH B IPOIIECCE
OpraHU3alliy CepBUCA B a3POIOPTY U Ha BO3IYIIHOM CYJIHE.

33. MexaHu3M  OpPraHU3aIMOHHOTO  OOCITY)KMBaHUS  aBHUAIMOHHOM
UHPPACTPYKTYPhl W OPraHU3aIlMOHHOTO OOCCIICUYCHHs MpoIlecca CEPBUCHOTO
oOCITy)KMBaHHMsSI B a’pornopTy W Ha OOpPTy BO3AYIIHOTO CyJdHA B IMpOIECCe
OpraHU3alliy CepPBUCA B adPOITOPTY U Ha BO3IYIIHOM CYJIHE.

34. MexaHu3M OpraHU3alMK M TPOBEJACHUS MapKETHHIOBOTO aHaJlh3a
NOTPEOHOCTH B CEPBUCHBIX YCIIyTaX B a3pOMNOPTy M Ha OOPTY BO3AYIITHOTO CyJHA B
IpOIIecCe OpraHU3aIllMK CePBUCA B a3POITOPTY U HA BO3IYIIHOM CYJIHE.

35. MeTonpl OpraHM3alid M YIPABJICHHS HMYIIIECTBOM a3pOIOPTOBOTO
KOMIUICKCA W aKTHBAaMU CEPBHUCHBIX TNPEINPHUATHH Ha TPAHCIOPTE B IpoIecce
OpraHu3alliy CEPBUCA B adPOIOPTY U HA BO3AYIIHOM CY/IHE.

36.  Metonpl ompeneleHus TokaszaTeiaei 3((PEKTUBHOCTH ACATEILHOCTU
NOPEINpUATUS CEepBUCA B paMKaX TPAHCIOPTHOIO KOMIUIEKCA B IpoIecce
OpraHU3alliy CEPBUCA B adPOIOPTY U Ha BO3AYITHOM CY/IHE.

37. KiInMeHTOOpUEHTUPOBAHHBIC TEXHOJIOTHU B CEPBUCHOM JICATCILHOCTH
Ha TPAHCIIOPTE B YCIOBHSAX B3aUMOJACHCTBHS C MOTPEOUTEISIMH, B TOM YHCIIC
WHTEPHET-TIPOABMKEHHSI YCIYyT B MPOIECCE OpraHU3aIlii CepBHCA B adpOIOPTY U
Ha BO3AYIITHOM CY/IHE.

Tunoevie cumyayuonHvle 3a0aHus 0N peulenuss HA NPAKMUYECKUX
3AHAMUAX

Kaxxmas pabouas rpymima roTOBUT MPE3SHTAIIUIO CBOETO PEIICHHS TTPOOIEMBI
1 B X0JI¢ 00IIel TUCKYCCHH 00OCHOBBIBACT HEOOXOMMOCTD €TI0 pealnu3alluu:

[Ipennoxxkure MeTOABI OpraHM3allMd W YOPABJICHUS  HMYIICCTBOM
a’POIIOPTOBOTO KOMIUICKCA M aKTHBAMH CEPBHUCHBIX MPEINPUATHH C y4eTOM
OpraHM3aIiy TJI00ATbHBIX aBHUAABSHCOB C yYacTHEM KOHKPETHOH CEpPBUCHOMU
KOMIIaHUH.

Tema 13. IlpeactaBUTENHCTBO aBHAKOMIIAHWM, KaK 3JIEMEHT OKa3aHUS
CEPBHUCHBIX YCJIYT aBHAIlacCakxupam
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llepeuenv munosvix 60npoco 0sl yCMHo20 ONpoca

1. [TonsiTve nMpencTaBUTEIHLCTBA ABUAKOMITAHUH.

2. OYHKIUU MPEJICTABUTEIHCTBA aBUAKOMITAHUH.

IIpumepnovle memol cooouyeruti

1. CrpykTypa npeACcTaBUTEIbCTBA aBUAKOMITAHUH.

2. NHocTpanHOE NIpeCTaBUTENBCTBO ABUAKOMITAHUH

3. MexaHu3M BbIOOpA ONTUMAIBHBIX CIIOCOOOB PEIICHUS 3a/1a4 B paMKax

MOCTABJICHHOW IEJIM, MCXOMASl W3 JACHCTBYIOIIMX IPABOBBIX HOPM, HMEIOITUXCS
PECYpPCOB M OTPaHUYCHHUI B IPOIECCE OpPraHU3AIMKA CEPBHUCA B adPOIOPTY W Ha
BO3/yIIHOM CYJTHE.

4, ANTopuTM BBIOOpa ONTHMAJIBHBIX CIIOCOOOB MX PEIICHUS, UCXOS U3
JICHCTBYIOIIMX TPABOBBIX HOPM, HWMEIOIIMXCS PECYypCOB W OTPAaHUYCHUN B
IPOIIECCe OpraHU3aIMK CEPBUCA B a3POIIOPTY U HA BO3IYIIHOM CYJIHE.

5. MexaHu3M OIpeAeIICHUs TICJIeH W 3a71ad yIpaBiICHUS CTPYKTYPHBIMHU
NoJIpa3IeJICHUSAMHI TPEINPUATHN cPepbl CepBUCA WU JAPYTHX cepaxX, B KOTOPHIX
HE0OXO0IMMO OCYIIICCTBIICHHE CEPBUCHOM JCATCIBHOCTH B MPOIECCE OPTaHU3AIUU
CEpBHCa B a3pONOPTY M HAa BO3IYIITHOM CY/IHE.

6. OcCHOBHBIC METOJBI M TPUEMbI IJJAHUPOBAHHUS, OpTraHU3AIUH,
MOTHBAITUU U KOOPJIUHALIUK JICSITSIILHOCTH TIPEANPUATHH (TToapa3aesieHnii) chepsl
cepBHCa WIH APYTUX cPepax, B KOTOPHIX HEOOXOAUMO OCYIIICCTBICHHE CEPBUCHOM
JESTENHHOCTH B MPOIECCE OPTaHM3AIMU CEpBHCA B a’pONOPTY U HA BO3AYIITHOM
CyJIHE.

7. MexaHu3M OCYIIECTBICHUS KOHTPOJS JAEATEIbHOCTH TPEAIpPUSITHI
(mompaszaenennii) chepsl cepBruca WIM IPYyrux cepax, B KOTOPHIX HEOOXOAUMO
OCYIIECTBJIICHHE CEPBUCHOM NEATETLHOCTH B IPOIECCE OpraHu3alli CepBUCa B
a’pONOPTY U HA BO3AYIITHOM CYJHE.

8. MexaHu3M OLIEHKH KadecTBa OKa3aHHs CEPBUCHBIX YCIyT Ha OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTUM B TIPOIECCE OpraHW3allid CepBHCAa B
a’pONOPTY U Ha BO3IYIITHOM CYJTHE.

Q. Metonpl MPOABIKEHHSI W TMPOAAKUA CEPBUCHOTO MPOJAYKTa, B TOM
YHClie C TIOMOIIBI0 OH-JIAWH M WHTEPHET TEXHOJOTWH B MpOIECCe OpraHU3aluu
CepBHCa B a3pONOPTY U HAa BO3IYIITHOM CYIHE.

10. Mexanusm GOpMHUPOBAHUS CIICIIUATU3UPOBAHHBIX KAaHAIOB COBITA
CEPBHUCHBIX MPOAYKTOB U YCIYT B MPOIIECCE OPTaHU3AIMKN CEPBUCA B adPONOPTY H
Ha BO3yIIHOM CYJIHE.

11. MexaHu3M OCYIIECTBIEHUS MOUCKA U MPUMEHEHUS HE0OXOAUMOM
HOPMATHUBHO-TIPABOBOM  JOKYMEHTAIlMM JJIA JEATeIbHOCTH B  W30paHHOM
npodeccruonansHO cdepe B Mporecce OpraHu3aIii CepBHCa B adpOINOpPTy W HA
BO3/IYIITHOM CYJIHE.

12.  Mexanu3m coOmoaeHus 3aKoHOaTeNbcTBa Poccuiickoit denepanmu
0 TPEJOCTABIICHUU YCIYT B TPOIECCE OPTAHHM3AIMU CEPBUCA B adPOIMOPTY U HA
BO3/IYIITHOM CYJIHE.
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13. Mexanusm oOecneyeHus JAOKYMEHTOOOOpOTa B COOTBETCTBHHM C
HOPMATHUBHBIMU TPEOOBAHUSIMU B IPOLIECCE OpPraHU3alli CEpBHUCA B a3pONOPTY U
Ha BO3YIIHOM CYJIHE.

14. Mexanusm coOmrojieHusi TpeOoBaHMI Oe30macHOro OOCTyKUBaHUS,
OXpaHbl TPyJa M TEXHHKU O€30IacHOCTH B MPOLECCE OpraHU3allid CEepBUCA B
a’pONoOPTy U HA BO3AYUIHOM CYJHE.

15. MexaHusm coOI0ACHUS MOJO0KEHUS HOPMATUBHO - MPABOBBIX aKTOB,
PETYIHMPYIOLUIMX OXpaHy TPyAa U TEXHUKY 0€30MacHOCTH B IIPOLIECCE OPraHU3aluu
CepBHCa B a3pONOPTY U Ha BO3YIIHOM CYIHE.

16. Mexanusm pa3pabOTKU CHCTEMbl KIMEHTCKUX OTHOIIEHUH U
opraHu3aluy Tnpoiecca oOCTy>KUBaHMSI MOTpeOUTENe Ha OCHOBE MPUMEHEHHUS
3aKOHOJATENbHBIX aKTOB W MPABOBBIX HOPM B MPOIECCE OpraHu3alli CepBUCa B
a’pONopTy U HA BO3AYUTHOM CYJHE.

17. MexaHu3M COBEpIIEHCTBOBAHUS CHUCTEMbl KIMEHTCKUX OTHOIICHHUH B
CEpPBUCHOW JICSATENIbBHOCTH Ha TPAHCIOPTE C HCIOJB30BAHUEM HMHTEPHET-
TEXHOJOTUN B MPOIECCE OpPraHM3allMi CEpBHCA B a’pOINOPTY M HA BO3IYIIHOM
CyJHE.

18. Mexanusm BbIOOpa MaTepUaJIbHBIX PECYpCcOB, OOOPYIOBaHUS s
OCYIIECTBJICHHSI MPOIECCa CEPBHCA.

19. MexaHusM  TNpoOBEACHUS  IMEPEroBOPOB €  KIMEHTAaMU  TIO
NPETeH3UOHHBIM CIIy4asiM M METOJbl ONpEeNeieHUs] NPUYMH BO3HUKHOBEHMUS
NPEeTeH3Uil B Mpollecce OpraHu3allii CEepBUCAa B a’pOINOPTy U HA BO3AYIIHOM
CyJIHE.

20. Metoasl pa3pabOTKU M HKCIOIB30BAHUS THUIOBBIX TEXHOJOTHMUECKHX
IPOIIECCOB.

21. Metoasl hopMupoBaHUS U BHEAPEHUS KOPTIOPATUBHBIX CTAHAAPTOB U
PETJIAaMEHTOB TIPOIIECCOB 00CTYKMUBAHUS TOTPEOUTENCH Ha TPAHCTIOPTE.

22. MeToapl B3aMMOJICUCTBHS C KIMEHTaAMHU [0 OpraHU3alliy Ipoiecca
o0cTy>)KuBaHMsI IMOTPeOUTENCH B chpepe rocTenpuuMCTBa B TIPOLIECCE OPTraHU3aAlUH
CepBHCa B a3pONOPTY U HA BO3IYIITHOM CYIHE.

23. Metoasl pa3pabOTKHM KOMILIEKCA MEPOMPHUSITHH MO COOIIOJCHUIO
TpeOOBaHMI NPOU3BOACTBEHHON JHUCLUUIUIMHBI, IO COOJIOJEHUIO MpaBWJI IO
OXpaHe TpyJAa U MOoXKapHOU 0€30IacHOCTH MPHU OCYIIECTBICHUH TEXHOJIOTHYECKOTO
Iporecca B IMPOLECCe OPraHU3alUu CEPBHCA B a3PONOPTY U HAa BO3YLIHOM CY/HE.

24. Mexanusm  (opmupoBaHHS ~ IeJdedl W 3aJad  JIeATEIbHOCTH
MOJPA3ICICHUN CEPBUCHON NEATEIIBHOCTH MPEANPUSITHUSA.

25. MexaHU3M NPUMEHEHHS METOJOB OpTaHW3ally IJIAHUPOBAHUS W
MOHHMTOpPUHTA JAESITEIbHOCTH CEPBHCHONM KOMIIAHUM B TPAHCIOPTHOH cdepe U B
cdepe rocTenpuUMCTBa Ha TPAHCTIOPTE.

26. MexaHU3M OpraHU3AIMK WX BBIOJTHEHHS B TPOIECCE OpTraHU3AIHH
cepBHCa B a3pONOPTY U HA BO3IYIIIHOM CYZIHE.

27. Metonsl BeIOOpa OpPraHU3alMOHHBIX pEHICHUN ISl (HOPMHUPOBAHUS
CEpPBUCHOW CHCTEMBI OOCIYKMBaHUS C MCIIOIb30BAHUEM METOJIOB OPraHu3allu U
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yOpaBJeHUs B MPOIECCEe OpraHu3allid CEpPBHUCA B a’dpONOPTY M HA BO3AYIIHOM
CyJHE.

28. ANrOpuUTM TIPUHATHS OPTaHU3AIMOHHBIX PEIICHUN MO Pa3BUTHUIO
KIIMEHTYPHBIX OTHOIIEHUM TMPENNPUATHS TPAHCIOPTHOM cdepsl U  cdepsl
rOCTENPUUMCTBA Ha TPAHCIIOPTE B MPOIECCE OpraHU3aIlMU CEPBUCA B adPOINOPTY U
Ha BO3YILIHOM CYJIHE.

29. Metoapl pa3pabOTKM KOMIUIEKCA MEpPONPHUSATHH MO OpraHu3alllH,
IJIAHUPOBAHUIO U MOHUTOPHUHTY JEATEIbHOCTH CEPBUCHON KOMITAHUH B IMPOIIECCe
OpraHU3allMy CepBHCA B adPOIOPTY U HA BO3IYIITHOM CYJIHE.

30. MexaHu3sM  OpPraHU3aIMOHHOTO  OOCIY)XKHMBaHUS  aBUALIMOHHOU
UHOPACTPYKTYpPhl M OPraHU3AIMOHHOTO OOECMEeUeHHs] Tpollecca CEPBUCHOTO
oOClTy>)kMBaHMsI B a’dponopTy M Ha OOpTY BO3JAYIIHOTO CyJHa B TIpoliecce
OpraHu3aIlMy CepBHUCA B adPOIOPTY U HA BO3IYIITHOM CYJIHE.

31. MexaHu3sM oOpraHuzalud W TPOBEJICHUS MapPKETHHTOBOI'O aHaIn3a
NOTPeOHOCTU B CEPBUCHBIX YCIYrax B a3pONoOpTy U Ha OOPTY BO3AYIITHOTO CyAHA B
Ipolecce OpraHu3alliy CEpBUCA B a3pPONOPTY U HA BO3AYIIHOM CYIHE.

32.  Metonpl opraHu3aluu M YMPaBICHUS UMYIIECTBOM a’pOIOPTOBOIO
KOMIUIEKCA U aKTHBAMHU CEPBHCHBIX MPEANPHUATHA Ha TPAHCIOPTE B TMpoliecce
OpraHu3aIliy CepBHCA B adPOIOPTY M HA BO3IYIITHOM CYJIHE.

33.  Metonbl omnpeneneHus mokaszatened dQPEKTUBHOCTH JEATCIbHOCTH
OpEANpPHUATUS CEpBUCAa B paMKax TPaHCIOPTHOIO KOMIUIEKCA B IIpoliecce
OpraHM3aluy CepBHCA B a3POINOPTY U HA BO3AYIITHOM CYyIHE.

34. KiIueHTOOpUEHTUPOBAHHBIE TEXHOJOTHU B CEPBUCHOM NEATETHLHOCTH
Ha TPAHCIOPTE B YCIOBUSX B3aUMOJCHCTBUS C MOTPEOUTENSIMU, B TOM YHCIIE
MHTEPHET-NIPOABUKEHUS YCIYT B MPOLECCE OPTaHU3ALMKU CEPBUCA B adPOIOPTY U
Ha BO3JYIIHOM CYJIHE.

Tunosvle cumyayuoHHvle 3a0aHus Ol peuleHus Ha NPAKMUYecKUx
3AHAMUAX

Kaxxnas pabouast rpynmna roTOBUT MPE3EHTAIMIO CBOETO PEIICHHS POOIIeMbI
U B X0JI¢ 00IIeH JUCKYCCUH 00OCHOBBIBAET HEOOXOAUMOCTD €r0 pean3alliu:

[Ipennmoxkxute MeToAbl  BBHIOOpAa  OPraHU3AlMOHHBIX  PEIICHUN IS
dbopMUpOBaHUS CEPBUCHOM CHCTEMBl OOCITY)KMBaHHS C YYETOM peau3aiiu
(GyHKIIUH MpeCTaBUTEIHCTBA ABUAKOMITAHUH C YYaCTHEM KOHKPETHOM CEPBUCHOM
KOMIIaHUHU.

Tema 14. Pexnamanmionnas paboTta, Kak 3J€MEHT OPraHHU3allMy U OKa3aHUs
CEPBHUCHBIX YCIYI aBUAKOMIIAHUEN
Ilepeuenv munoswvix 60npocog 0s YCMHo20 Onpoca

1. [lonsiTne W 3agaum peKIIaMalMOHHOW pPabOTBI HAa BO3AYITHOM
TPAHCHOPTE.
2. CepBucHasi [€STEIbHOCTh IO OKA3aHUIO PEKIAMALMOHHBIX YCIIYT

rnaccaxuvpam B cpepe BO3AYyIIHOTO TpaHCTIOpTa.
Ilpumeprvie memvi coobwerull
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1. OpraHuzarnus JesTeTbHOCTA aBHAKOMITAHUN B 00JIaCTH peKJIaMaIiii 1
XKano00 Mmaccaxupos.

2. Ponb mpencraBuTenbcTBA aBUAKOMIAHUU M CIY>KOBI peKilamManuu B
oOecreyeHuu KayecTBa 00CIyKUBaHUS aCCaXKUPOB.
3. MexaHu3M BbIOOpA ONTUMAIBHBIX CIIOCOOOB PEIICHUS 3a/1a4 B paMKax

MOCTABJIICHHON 1I€JIM, MCXOJAsl W3 JACHCTBYIOIIMX IMPABOBBIX HOPM, HMEIOUIUXCS
PECYPCOB M OrpaHWYEHUN B MPOLIECCE OpraHU3alMy CEepBHCA B a’pPOIOPTY M Ha
BO3JIYLIHOM CYyJIHE.

4, Anroput™m BbIOOpa ONTUMAJIBHBIX CIIOCOOOB MX PEIICHUS, UCXOAd U3
JEUCTBYIOIIMX TPABOBBIX HOPM, HMEIOIIMUXCS PECYpCOB W OTrpPaHUYEHUN B
IPOLIECCE OpTraHMU3alMU CEPBHUCA B a3POINOPTY U HA BO3YILIIHOM CYJIHE.

5. Metonbl OCYIIECTBICHHS JEJOBOM KOMMYHUKAIMd B YCTHOHM U
NUCbMEHHON (opmax B IMpollecce OpraHu3alldd CcepBHUCAa B a’pornopTy U Ha
BO3JIYLLIHOM CYJIHE.

6. MexaHu3M OCYIIECTBICHUS JI€OBOM KOMMYHHUKAIMM B YCTHOW W
MUCBMEHHOUM ¢dopMax Ha TrocynapCcTBEHHOM si3blke Poccuiickoit denepanun B
IPOLIECCE OpraHM3alMy CEPBUCA B a3POINOPTY U HA BO3IYILIIHOM CYJIHE.

7. MexaHu3M OCYIIECTBICHUS JI€OBOM KOMMYHHUKAIMM B YCTHOW W
NUCBMEHHON (popMax Ha MHOCTPAHHOM (BIX) A3BIKE (aX) B MPOIIECCE OpraHU3AIMU
CepBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJIHE.

8. MexaHu3m onpefeneHus 1eneil u 3a1ad ynpaBlIeHUs] CTPYKTYPHBIMU
noJipa3fieJIeHUsIMU TPEINPUATHI cPepbl cepBUCa WK APYTUX cdepax, B KOTOPHIX
HEOOXOJIMMO OCYIIECTBICHHE CEPBUCHOMN ACSATEIBHOCTH B MPOIIECCE OPTaHU3AIUU
CEpBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJHE.

Q. OcHOBHbIE METOABl W TMPUEMbl IUIAHUPOBAHUS, OpraHU3ALNM,
MOTHBAIIUU U KOOPJIUHALIUM ESITEIbHOCTH MPEeANpUATUi (TToapasaeneHuit) chepsl
cepBHca WIH APYTux cepax, B KOTOPHIX HEOOXOAMMO OCYIIIECTBICHHE CEPBUCHOM
NEATEIbHOCTU B IMPOLIECCE OpraHU3alluu CEPBUCA B a3POINOPTY U HA BO3AYLIHOM
CyZIHE.

10. MexaHu3M OCYHIECTBICHUS KOHTPOJS NEATEILHOCTH MPEAIPUITHIMA
(monpaszaenennii) chepsl cepBruca WM IPYyrux cdepax, B KOTOPHIX HEOOXOAUMO
OCYIIIECTBJIICHHE CEPBUCHOM NEATEIBHOCTH B IPOLIECCE OPraHM3alli CEepBUCA B
a’pONOPTy U HA BO3AYLUIHOM CYJHE.

11. MexaHu3M OLIEHKH KauyeCTBa OKa3aHUSl CEPBUCHBIX YCIYr Ha OCHOBE
KJIINEHTOOPUEHTUPOBAHHBIX TEXHOJOTHII B MPOLECCEe OpraHu3aldl CepBHCAa B
a’poNoOpTy U HA BO3AYLUIHOM CYJHE

12.  Metonpl TPONBIKECHHSI W TPOJAKUA CEPBUCHOTO MPOJIYKTa, B TOM
YKCJI€ C TIOMOUIBIO OH-JIAWH M MHTEPHET TEXHOJIOTHM B IpOILECCe OpraHUu3aluu
cepBHCa B a3pONOPTY U HAa BO3YIIIHOM CYZIHE.

13. Mexaam3m (HOpMHUPOBAHMS CHCIHMAIN3UPOBAHHBIX KaHAIOB COBITa
CEPBHUCHBIX MPOAYKTOB U YCIIYT B MPOLIECCE OPTaHU3ALMU CEPBHUCA B a3POINOPTY U
Ha BO3AYLIHOM CYZIHE.

14, MexaHu3M OCYHIECTBIICHHUS] TMOWUCKA U MNPUMEHEHHS] HEOOXOIUMOU
HOPMAaTUBHO-NIPABOBOM  JOKYMEHTAllMM JJIsl  JIEITEJIbHOCTH B  M30paHHOMU
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npodeccuoHanbHON cdepe B Mpolecce OpraHu3allii CepBUCa B adpONoOpTy M Ha
BO3YLTHOM CYJTHE.

15. Mexanusm coOmrofeHust 3akoHojaTenbcTBa Poccuiickoit @enepannu
O TIPEIOCTAaBICEHUU YCIAYT B MPOIECCE OPTaHM3AlMU CEPBHCA B adpOIOPTy M Ha
BO3/yILITHOM CyJTHE.

16. Mexanusm obecnedeHus JOKYMEHTOOOOpOTa B COOTBETCTBUU C
HOPMATHUBHBIMU TPEOOBAHMSIMH B MPOIIECCE OPTaHU3AIMU CEPBUCA B adPOIOPTY U
Ha BO3AYIIHOM CYJIHE.

17. Mexanusm coOmofeHus TpeOboBaHUN O€30MacHOr0 OOCTY>KUBaHUS,
OXpaHbl TpyJa ¥ TEXHUKH OE30MacCHOCTH B IPOLIECCE OPTaHM3alUU CEPBHCA B
a’pOoTOPTY M Ha BO3YITHOM CY/IHE.

18. MexaHu3M CcOOIOIEHUS TIOJIOKEHUSI HOPMATHBHO - TIPABOBBIX aKTOB,
PETYIUPYIONIUX OXpaHy TPy/la U TEXHUKY 0€30MacCHOCTH B MPOIIECCE OpraHu3aluu
CepBHCa B adPOTIOPTY M HA BO3IYIIHOM CYIHE.

19. Mexaam3M pa3pabOTKH CHCTEMBI KJIMEHTCKMX OTHOIICHUW U
OpraHM3alMy Tpolecca OO0CTyXKUBaHUS TOTPeOHUTENEe Ha OCHOBE MPUMEHCHHS
3aKOHOJIaTEIHHBIX aKTOB W MPABOBBIX HOPM B IMPOIECCE OpraHHM3aIlH CEPBHCA B
a’pOTIOPTY ¥ Ha BO3YIITHOM CY/IHE.

20. MexaHU3M COBEPIICHCTBOBAHHS CHCTEMBI KIIMEHTCKHX OTHOIICHUH B
CEpBHUCHOHW JIEATETPHOCTH HA TPAHCIOPTE C HCIOJB30BAHUEM HWHTEPHET-
TEXHOJOTUN B MPOIECCE OpPTraHM3allMU CEpBHUCAa B a’pOIOPTY M Ha BO3IYIIHOM
CyJIHE.

21. MexanusM BbIOOpa MaTepHANBHBIX PECYPCOB, OOOPYAOBAHUS IS
OCYIIIECTBJICHHSI MIPOIECCa CEPBHCA.

22. MexaHu3M  TPOBEIEHHUS  MEPErOBOPOB €  KIMEHTAaMU IO
NPETCH3MOHHBIM CIIy4asiM M METOJbl ONpENeICHUs] NPUYMH BO3HUKHOBEHMUS
NPETeH3Uil B MPOIECCe OpraHU3allMi CEpPBUCAa B a’pOTNOPTYy U HA BO3AYIIHOM
CyJIHE.

23. Metonpl pa3pabOTKU M HWCIIOJIB30BAHUS THITOBBIX TEXHOJIOTHYECKHX
IIPOIIECCOB.

24. Meroapl GOopMUPOBAHUS U BHEJIPECHHS KOPIIOPATUBHBIX CTAHIAPTOB U
perjJamMeHToB IPOIECCOB 00CTYKMBaHUS TOTPEOUTENEH Ha TPaHCIIOPTE.

25. Meronpl B3aMMOJCHCTBUS C KIMEHTAMU TI0 OpraHW3alldy MpoIecca
oOcmyKuBaHMsI TOTpeOuTeNeil B chepe rocTENPUUMCTBA B MPOIIECCE OpTraHU3AINH
CepBHCa B a3PONOPTY U HA BO3AYIIHOM CYAHE.

26. Meronpl pa3pabOTKH KOMIUIEKCA MEPONPHUATANA IO COOIOICHUIO
TpeOOBaHMI TPOU3BOACTBEHHON JUCHUIUIMHBI, MO COOJIOJEHUIO TpPaBUJI IO
OXpaHe TPpyJAa U MOoXKapHOW 0€30MacHOCTH MPHU OCYIIECTBICHUH TEXHOJIOTHYECKOTO
mpolecca B Mpolecce OpraHu3aliy CepBrca B a3poropTy U Ha BO3AYLIHOM CyJTHE.

27. MexanusMm  QGopMupoBaHUS IeNed W 3a7a4  JACSTEIbHOCTH
MOJpa3ACIE€HUN CEPBUCHON NEATEIBHOCTH MPEATPUATHS.

28. MexaHu3M TPUMEHEHUS METOJIOB OpTaHWU3AIMH TUIAHUPOBAHUS U
MOHUTOPUHTA JCSATEIBPHOCTH CEPBUCHOW KOMITAHWHM B TPAHCIOPTHOH cdepe U B
chepe rocTenpuMMCTBA Ha TPAHCIIOPTE.
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29. MexaHu3M OpraHMU3aIlMU WX BBIMOJHEHUS B IMPOIECCE OpPTaHHU3AIluU
CepBHCa B a3PONOPTY U HAa BO3AYIITHOM CYIHE.

30. Meroasl BBIOOpAa OPTraHU3AIMOHHBIX PEIICHWNA I (OpMUPOBAHHS
CEPBUCHOW CHCTEMBI OOCITYKMBAHUS C MCIIOJIH30BAHUEM METOJIOB OPTraHU3AINN U
yIIPaBJICHUs B TPOIIECCE OPraHM3alldid CEPBHCA B a’pOIOPTY M HA BO3AYITHOM
CyJZIHE.

31. AJTOpUTM TPUHATHS OPTAaHU3ANMOHHBIX PEIICHUH 110 Pa3BUTHIO
KIIMEHTYPHBIX ~OTHOIICHWW TIPEANPUATHAS TPAHCIOPTHON cdepsl U chepsl
TOCTEIIPUUMCTBA Ha TPAHCIIOPTE B MPOIECCE OPraHU3aIMN CEPBUCA B a3POTIOPTY U
Ha BO3YITHOM CYJTHE.

32. Meroasl pa3pabOTKH KOMILIEKCA MEPONPHITHA 110 OpTaHHW3allvy,
TUTAHUPOBAHUIO U MOHUTOPUHTY JIEATEILHOCTH CEPBUCHOW KOMITAHMH B MPOIIECCE
OpraHU3alliy CEPBUCA B adPOIOPTY U HA BO3AYITHOM CY/IHE.

33. MexaHu3M  OpraHM3allMOHHOTO  OOCIY)KMBaHUS  aBHAIIMOHHOMN
UHQPPACTPYKTYPhl W OPraHU3aIlMOHHOTO OOCCICUYCHHs MpoIlecca CEPBUCHOTO
oOCITy)KMBaHHsSI B a’polopTy W Ha OOpPTy BO3IYIIHOIO CyJHA B IMpOIECCE
OpraHU3alliy CEPBUCA B adPOIOPTY U HA BO3AYITHOM CYJIHE.

34. MexaHu3M OpraHM3allid W TPOBEJCHUS MapKETHHTOBOTO aHaJK3a
NOTPEOHOCTH B CEPBUCHBIX YCIIyTaX B a3pOMNOPTy M Ha OOPTY BO3AYIITHOTO CyJHA B
IPOIIeCCe OpraHU3alluK CEPBUCA B a3POITOPTY M HA BO3IYIIHOM CYJIHE.

35. Meroasl opraHM3alliid W yOpPaBICHUS HUMYIIECTBOM a3pONOPTOBOTO
KOMILIEKCA U aKTHBAMHU CEPBHCHBIX MPEANPHUATHUA Ha TPAHCIIOPTE B TMpoliecce
OpraHu3aIliy CepBHCA B adPOIOPTY M HA BO3IYIITHOM CYJIHE.

36. Meroasl ompejeneHus mokazarened 3(PpGEeKTUBHOCTH IEATEIbHOCTH
OpEeANpHUATHS CEepBHCAa B paMKax TPaHCIIOPTHOIO KOMIUIEKCA B IIpoliecce
OpraHU3aIliy CepBHCA B adPOIOPTY M HA BO3IYIITHOM CYJIHE.

37. KIHeHTOOpUEHTHPOBAHHBIC TEXHOJIOTHH B CEPBHCHOM JEATEIHHOCTH
Ha TPAHCIOPTE B YCIOBUSX B3aMMOJECHCTBUS C IMOTPEOUTEISIMHA, B TOM YHCIE
UHTEPHET-TIPOIBMIKEHHUS YCIYT B MPOIECCE OPTaHU3AIMKM CEPBHCA B adPOIOPTY U
Ha BO3JIYIITHOM CYJIHE.

Tunosvie cumyayuoHuvle 3a0anusi OAs peuwleHus HA NPAKMUYEeCKUX
SAHAMUAX

Kaxxmas pabouas rpyrmima roTOBUT MPE3EHTAIIMIO CBOETO PEIICHHS ITPOOIEMBI
1 B X0Ji¢ 00IIel TUCKYCCHH 00OCHOBBIBACT HEOOXOAUMOCTD €r0 pealn3alliu:

[Ipennmoxkute  MeTOABI  Pa3padOTKM  KOMIUIEKCA  MEPOIPHUSATHH  TI0
OpraHW3aIliy, IUIAHUPOBAHWIO W MOHHTOPHUHTY JCATEIBHOCTH CEPBHCHOM
KOMIIAaHUU C YYETOM peKJIaMallMOHHONW padoThl HA BO3AYIIHOM TPAHCIOPTE C
y4aCTUEM KOHKPETHOW CEPBUCHON KOMITAHUH.

Tema 15. Vcuyru, npenocrtaBisieMble NacCa)KUpaM aBHAKOMIIAHUSIMU —

JIOYKOCT
llepeuenb munogvix 60npocos 0 yCmMHo20 0Npoca
1. [ToHsATHE «WIOYKOCT» — aBUAKOMIIAHHM.
2. Mogenb Ou3Heca J0YKOCT- aBUAKOMITaHUH.
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IIpumepnovle memol cooouyeHutl

1. Opranusanusi  OOCHYKMBAaHMSI  [AaCCaA)KXUPOB B JIOYKOCT  —
aBUAKOMIIaHHSX.

2. OcobeHHocTH  OOCHMY)XMBaHHMSI ~ MacCaXXUPOB B JIOYKOCT  —
aBUAKOMITAHUSX.

3. MexaHu3M BbIOOpA ONITUMANIBHBIX CIIOCOOOB PEIICHUS 33/1a4 B paMKax

MOCTABJICHHOW WE€JIA, MCXOAS W3 JICUCTBYIOIIMX MPABOBBIX HOPM, HMEIOIIUXCS
PECYPCOB M OrpaHWYEHUN B MPOLIECCE OpraHMW3alMU CEpPBHCA B a’dpONOpPTYy U Ha
BO3JIYLIHOM CYyJIHE.

4, ANTOpUTM BBIOOpA ONMTHUMAJIBHBIX CIIOCOOOB UX PEIICHUS, UCXOs U3
JNEUCTBYIOIIMX TPABOBBIX HOPM, HMMEIOIIUXCA PECYPCOB M OrpaHUYCHUN B
IPOLIECCE OpTraHM3alMU CEPBHUCA B a3POINOPTY U HA BO3YILIHOM CYJIHE.

5. MeTonbl OCYHIECTBICHUSI JEJIOBOM KOMMYHHMKAIIMM B YCTHOM H
NUCbMEHHON (opmax B IMpollecce OpraHu3allid CcepBHUCAa B a’pornopTy U Ha
BO3JIYLIIHOM CYJIHE.

6. MexaHu3M OCYIIECTBJICHHUS JE€TOBOM KOMMYHMKAllMd B YCTHOM U
MUCbMEHHOUM ¢opMax Ha TrocylapCTBEHHOM si3blke Poccuiickoit denepanun B
IPOLIECCE OpraHM3alMy CEpBHUCA B a3PONOPTY U HA BO3AYLIHOM CYAHE.

7. MexaHu3M OCYIIECTBJICHUS JEOBOM KOMMYHMKAllMd B YCTHOM U
MUCbMEHHOM (hopMax Ha MHOCTPAHHOM (BIX) SI3bIKE (aX) B MPOIECCE OpraHU3aluU
CEpBHUCA B a3pOIOPTY U HA BO3AYIIHOM CYJHE.

8. MexaHu3M onpefeneHus Heel u 3aad yrnpaBlIeHUs] CTPYKTYPHBIMU
noJipa3ejeHUsIMU TPEINPUATHI cPepbl cepBUCca WK APYTUX cdepax, B KOTOPIX
HEOOXOJIMMO OCYIIECTBJICHHE CEPBUCHOM AESTENBHOCTH B MPOIECCE OPTaHU3aIuU
CepBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJHE.

Q. OcHOBHbIE METOABl U TMPUEMbl IUIAHUPOBAHUS, OpraHU3ALNM,
MOTHBAIIUU U KOOPAMHAIIMH JCSITEIbHOCTH MPEANPUATUN (TToApa3aeneHuit) chepsl
cepBHca WIH APYyTrux cepax, B KOTOPHIX HEOOXOAUMO OCYIIECTBICHHE CEPBUCHOM
NEATEIbHOCTU B MPOLIECCE OpraHU3alluy CEPBUCA B a3POINOPTY U HA BO3AYLIHOM
CyZIHE.

10. MexaHu3M OCYIIECTBICHUS KOHTPOJSI NEATEILHOCTH MPEANPUSTHI
(mompaszaenennii) chepsl cepBruca WM IPYyrux cepax, B KOTOPHIX HEOOXOAUMO
OCYILIECTBIICHUE CEPBUCHOM IEATEIIBHOCTH B MPOLIECCE OPraHU3alld CEpBUCA B
a’ponopTy U Ha BO3AYIIHOM CYIHE.

11. MexaHu3M OLIEHKH KauyeCTBa OKa3aHUSl CEPBUCHBIX YCIYr Ha OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHM B IIPOLECCE OpPraHU3alMu CEpBHCA B
a’ponopTy U Ha BO3AYIIHOM CYIHE

12. Metonpl TPONBIKEHHUSI W TPOMAKUA CEPBUCHOTO MPOIYKTa, B TOM
YUCJI€ C MOMOIIBK OH-JIAMH M WHTEPHET TEXHOJOTHH B IMPOLECCE OpPraHU3aluu
CEpBHCA B a3pOIOPTY U HA BO3AYLIHOM CY/IHE.

13. Mexaam3m (HOpMHUPOBAHHS CHCIHAITM3UPOBAHHBIX KAaHAIOB COBITa
CEpPBHUCHBIX MPOJYKTOB U YCIYT B MPOILECCE OPTaHU3ALMHA CEPBUCA B a3POIOPTY U
Ha BO3JYLIIHOM CYJIHE.
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14. MexaHu3M OCYILECTBJIEHUS IMOUCKA W TMPUMEHEHUs HEOO0XOIUMOI
HOPMATHUBHO-TIPABOBOM  JOKYMEHTAIlMM sl JCSITeNbHOCTH B  M30paHHOM
npodeccuoHanbHOl cepe B Mpouecce OpraHu3aluu CepBHCa B a’poONoOpTy U Ha
BO3JIYILIHOM CYJIHE.

15. Mexanusm coOmrofeHust 3akoHojaTenbcTBa Poccuiickoit denepannu
O MPEJOCTABICHUU YCIYT B IPOLIECCE OPraHM3alMU CEpBUCA B a’pOINOPTYy U Ha
BO3/IYIIIHOM CYJIHE.

16. Mexanusm obOecnedeHus JOKYMEHTOOOOpOTa B COOTBETCTBUU C
HOPMATHUBHBIMU TPEOOBAHHSIMH B MPOLIECCE OPTaHU3ALMN CEPBHUCA B adpPOTOPTY H
Ha BO3YLIHOM CYJHE.

17. Mexanusm coOmofeHus TpeOboBaHUN OE€30MacHOr0 OOCTY>KUBAHUS,
OXpaHbl TPyJa M TEXHHKU OE€30IaCHOCTH B MPOLECCE OpraHU3allud cepBHUca B
a’pONopTy U HA BO3AYUTHOM CYJHE.

18. MexaHu3M CcOOIOIEHUS TIOJIOKEHUSI HOPMATHBHO - TIPABOBBIX aKTOB,
PETYIHUPYIOLUIMX OXpaHy TPyAa U TEXHUKY 0€30MacHOCTH B IIPOLIECCE OPraHU3aIluu
CepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

19. Mexaau3mM pa3pabOTKH CHCTEMBI KJIMEHTCKMX OTHOIICHHA W
OopraHu3anuy mnpoiecca oOCTy>KUBaHHS TOTpeOUTENe Ha OCHOBE MPUMEHEHHUS
3aKOHOJIaTEIHHBIX aKTOB W MPABOBBIX HOPM B MPOIECCE OpraHHM3AIMH CEPBHCA B
a’pOMNoOPTy U HA BO3AYITHOM CYJHE.

20. MexaHU3M COBEPIICHCTBOBAHUSI CUCTEMbI KIMEHTCKUX OTHOILIECHUU B
CEpPBUCHOW JIESATENIbBHOCTH HAa TPAHCIOPTE C HCIOJb30BAHUEM HMHTEPHET-
TEXHOJOTUN B MPOIECCE OpPraHMU3allMi CEepBHUCAa B a’pONOPTy U HA BO3AYIIHOM
CyJIHE.

21. MexanusM BbIOOpa MaTepHANBHBIX PECYPCOB, OOOPYAOBAHUS IS
OCYIIIECTBJICHHSI TIPOIECCa CEPBHCA.

22. MexaHU3M  TNPOBEICHHUS  IIEPErOBOPOB €  KIHMEHTAMU 110
NPETCH3MOHHBIM CIIy4asiM M METOJbl ONpENeICHUs] NPUYNH BO3HUKHOBEHHUS
NPETeH3Uil B MPOIECCe OpraHM3allMi CEpBUCAa B a’pONOPTYy W HA BO3AYIIHOM
CyJHE.

23. Meronapl pa3pabOTKN W HMCTOJIB30BAHMS TUITOBBIX TEXHOJIOTHYECKUX
IIPOLIECCOB.

24. Meronapl GopMUPOBAHUS U BHEJAPECHHS] KOPIIOPATUBHBIX CTAaHIAPTOB U
perjJamMeHToB IPOLECCOB 00CTYKMBAaHUS TOTPEOUTENEH Ha TPaHCIIOPTE.

25. Meroabl B3aMMOJEHCTBUS € KJIMEHTaMH IO OpPraHM3allUU Ipoliecca
oOciyXuBaHMsI mOTpeduTesei B cepe rocTenpuuMCcTBa B MPOLECCE OpraHU3aIlH
CepBHCa B a3PONOPTY U HA BO3AYIIHOM CYAHE.

26. Meroapl pa3pabOTKH KOMIUIEKCA MEPONPHUATANA IO COOIIOICHUTO
TpeOOBaHMI TPOU3BOACTBEHHON IUCHUIUIMHBI, MO COOJIOACHUIO MPAaBHI IO
OXpaHe TPpyJAa U MOoXKapHOW 0€30MacHOCTH MPHU OCYIIECTBICHUH TEXHOJIOTHYECKOTO
mpoIecca B MPOIeCcCe OpraHu3aliy CepBUCa B a3POINOPTY U HA BO3AYITHOM Cy/HE.

27. MexanusMm  ¢opMupoBaHUS IeNed W 3a7a4  JACSITEIbHOCTH
MOJPa3IECIICHUN CEPBUCHON IEATEIBHOCTH MPEAPUSITHSL.
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28. MexaHu3M TPUMEHEHUS METOJIOB OpraHWU3AlWMH IUIAHUPOBAHUS U
MOHUTOPUHTA JEATEIbHOCTA CEPBUCHOM KOMIIAHMM B TPAHCHOPTHOU cdepe U B
chepe rocTenpuMMCTBA Ha TPAHCTIOPTE.

29. MexaHu3M OpraHu3alMd MX BBIMOJHEHUS B MPOIECCE OpraHu3aluu
CepBHCa B a3pONOPTY U Ha BO3YIIIHOM CYIHE.

30. Meroasl BeIOOpa OpPraHU3AIMOHHBIX peUICHUN it (opMUpOBaAHUS
CEpPBUCHON CHCTEMBI OOCIYKUBaHUSI C MCIOJb30BAHUEM METOJI0OB OpPraHU3alNU U
yIpaBJeHUsT B NPOLECCE OpraHU3alldy CEpBHCA B a’pONOPTy M HA BO3AYLIHOM
CyJHE.

31. AJTOpPUTM TPUHATHS OPTaHW3AIMOHHBIX PEHICHUH 110 Pa3BUTHIO
KJIUEHTYPHBIX OTHOIICHWUW TPEANPHUATHS TPAHCIOPTHOW cdepbl U cdepbl
rOCTENPUUMCTBA HA TPAHCIIOPTE B MPOILECCE OPraHU3alMi CEpBUCA B a3pOINOPTY U
Ha BO3YLIHOM CYJHE.

32. Meroabl opraHuM3allid W yOpPaBICHUS HUMYIIECTBOM a’3pOMOPTOBOTO
KOMILUIEKCA U aKTHBAMHU CEPBHCHBIX MPEANPHUATHUA HA TPAHCIIOPTE B TMpoliecce
OpraHu3alliy CepBUCa B adPONOPTY U HA BO3AYLIHOM CY/HE.

33.  Meroasl ompejeneHus mokazareneld 3(PGEeKTUBHOCTH IEATCIbHOCTH
OpEeANpUsATHS CEepBUCAa B paMKax TPaHCIIOPTHOTO KOMIUIEKCA B IIpoIiecce
OpraHu3alliy CepBUCa B adPOMOPTY U HA BO3AYLIHOM CY/IHE.

34. KIHEeHTOOPUEHTHUPOBAHHBIC TEXHOJIOTUU B CEPBUCHOM JESATEIHLHOCTH
Ha TPAHCIOPTE B YCIOBUAX B3aUMOJCUCTBHUS C MOTPEOUTEISIMU, B TOM YHUCIE
MHTEPHET-TIPOJIBIKEHUSI YCIYT B MPOIECCE OpraHU3allud CEpBUCA B a’pONOPTY H
Ha BO3YLIHOM CYJIHE.

Tunosuvle 3a0anus 015 Kpy2n020 cmoa

[IpoBenenne Kpyrjaoro CcTojla HampaBieHO Ha (QopmMupoBaHue Yy
00y4JaromuXCcsIoB 3HAHWK B 00JIACTH OpraHU3aIluy OOCITY)KMBaHUSI MMaCCAXUPOB B
JOYKOCT — aBMAaKOMIAHUSX Ha BO3AYHIIHOM TpaHcnopte. Ilpenmomaraercs
BBICTYIIJICHUE 00YYAIOMINXCAOB C IOKIaAaMu, OOCYKeHUE, TUCKYCCHH.

Tembl ocnosHbIx coobOWenutl (BBICTYINICHUH C TIpe3eHTanueit 10 15 MuHyT):

1. [ToHsTHE WIOYKOCT» — aBUAKOMITAaHUM.

2. Mopens Ou3Heca JIOYKOCT - aBUaKOMITAHHH.

3. Opranuzanusi  OOCHTY)KMBAaHHMSI  MMACCAXXUPOB B JIOYKOCT  —
aBUAKOMITAaHUSX.

4, VYyacTtre B TUCKyCCUM, KPATKHE BBICTYIUICHUS:

o. OcobeHHOCTH  OOCIYXMBaHHS  TACCAXUPOB B  JIOYKOCT  —
aBUAKOMITAHUSX.

6. CocTostHrEe COBPEMEHHOTO aBUAPBIHKA.

7. OcHOBHBIC TEHACHIIMM pa3BUTHS chepbl cepBUCAa B TPAHCIOPTHOMN

cdepe, B TOM YHCIIe HA BO3AYITHOM TPAHCIIOPTE HA COBPEMEHHOM JTale Pa3BUTHS
o01iecTna.

Tunogvie cumyayuonHvle 3a0aHUs OA peuleHusi HA NPAKMUYECKUX
3auAmusx

Kaxnas pabouas rpyrmnma roTOBUT MPE3EHTALIUIO CBOETO PELIeHUs TPOOIEMBbI
U B X0J1€ 001Iel qucKyccur 000OCHOBBIBAET HEOOXOIMMOCTD €ro pean3aluu
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1. Meronbl pa3paOOTKH KOMILIEKCA MEPONPUATHA IO OpraHu3aluu,
IUTAHUPOBAHUIO U MOHUTOPUHTY JIEATEIbHOCTH CEPBUCHOM KOMIIAHMU B IMPOLIECCE
OpPraHM3ALMU CEPBHCA B a9PONOPTY U HA BO3AYIIHOM CYyJHE.

2.  MexaHu3M  OpraHU3allMOHHOIO  OOCIY)KMBaHUS  aBHALIMOHHOMN
MHQPACTPYKTYpPbl M OPraHU3allMOHHOIO OOECIEYeHMs IpoLecca CEPBUCHOTO
oOCIIy’)KMBaHMsI B adpolOpTy M Ha OOpTy BO3AYIIHOIO CyIHa B IIpPOLECCE
OpraHM3ALMU CEPBHCA B a9PONOPTY U HAa BO3AYIIHOM CYJHE.

3.  MexaHusM oOpraHMzalMd U TPOBEJECHUS MapKETHHTOBOTO aHalIHM3a
MOTPEOHOCTH B CEPBUCHBIX YCIyrax B a’3ponopTy ¥ Ha OOPTY BO3AYUIHOTO CyJlHA B
Ipolecce OpraHU3alui CEPBUCA B a3pONOPTY U HA BO3YLIHOM CY/HE.

Tema 16. OOcnykuBaHHE MACCAXKUPOB MPU YAPTEPHOU MEPEBO3KE U YCIYTH
JI€JI0BOY aBUALIMU

Ilepeuenvb munosvix 60npocos 0Jisl yCMHO20 Onpoca

1. [lonsitue uaprepHodt mnepeBo3kd. (OCOOEHHOCTH  OpraHu3aluu
naccaXMpoB Ha YapTepHbIX peicax. OcCOOEHHOCTH 00CITyKUBAaHUS NTACCAKUPOB HA
YapTEepHBIX peiicax.

IIpumepnvie memvi coobuyerul

1. IToHsATHE «IE€I0BOUN aBUALIUN.

2. Oco0eHHOCTH OpraHu3aluu OOCITYyXKHWBaHUS TACCAKUPOB OHU3HEC-
KJlacca B adpOoIopTy.

3. OcobeHHOCTH O0OCITY)KHMBaHUS TACCaXXUPOB OM3HEC-KiIacca Ha OOpTy
BO3JIYIITHOTO CY/HA.

4, MexaHu3M BBIOOpA ONITUMAIIBHBIX CIIOCOOOB PEIICHUS 33/1a4 B paMKax

NOCTaBJICHHOM ILEJNH, UCXOAsl W3 JEUCTBYIOIIMX IPABOBBIX HOPM, HMEIOIINXCA
PECYPCOB M OrpaHUYEHUN B MPOLIECCE OpPraHM3alMyd CEpBUCA B a’3pONOpPTYy U Ha
BO3JIYLITHOM CYJIHE.

o. AnropuT™M BbIOOpa ONTUMAJIBHBIX CIIOCOOOB MX PEIICHUS, UCXOS U3
NEUCTBYIOIINX TIPABOBBIX HOPM, HUMEIOIIUXCS PECYpPCOB W OrpaHUYEHUN B
IPOLIECCE OpraHM3alMy CEPBUCA B a3POIOPTY U HA BO3IYIIIHOM CYJIHE.

6. MeToapl OCYIIECTBICHUS JI€JIOBOM KOMMYHHUKAIMKM B YCTHOW U
MMCBMEHHON (opMax B MpOIECCE OpraHU3allMd CEepBHCA B a’pOMOPTy M Ha
BO3YIIHOM CYZHE.

1. MexaHu3M OCYLIECTBJIEHHUS JEJIOBOM KOMMYHHUKAllUM B YCTHOU H
MMCbMEHHOM (opMax Ha TrocyJapcTBeHHOM s3bike Poccuiickoit demeparuu B
MPOLECCE OPTaHU3AIMU CEPBUCA B a3PONOPTY U HA BO3AYIIHOM CYIHE.

8. MexaHu3M OCYHIECTBIEHHUS JEJIOBOM KOMMYHHUKAllMM B YCTHOM H
MUCbMEHHOU (hopMax Ha MHOCTPAHHOM (bIX) SI3bIKE (aX) B MpOLIECCe OpraHU3alNU
CEpBHCA B a3pOIOPTY U HA BO3AYLIHOM CY/IHE.

Q. MexaHu3M omnpenesieHus Helerd U 3a4ad yIpaBJIeHHUS CTPYKTYPHBIMH
MoApa3AeICHUAMU MPEINPUATHI cPephl cepBHca WK Ipyrux chepax, B KOTOPHIX
HEO0OXOJMMO OCYILIECTBICHUE CEPBUCHON JEATEILHOCTU B MPOILIECCE OpraHU3aluu
CEpBHCA B a3POIOPTY U HA BO3AYLIHOM CYJIHE.
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10. OcHoOBHBIE METOABI M TPHUEMBbI IJIAHUPOBAHUS, OPTaHU3AIUH,
MOTHBAIIUU U KOOPJAWHAIMH JCSITSIILHOCTH MPEANPUITHN (TTOApa3aesieHnii) chepsl
cepBHCa UM APYTUX cepax, B KOTOPHIX HEOOXOIUMO OCYIIECTBICHHE CEPBUCHOM
AESITENFHOCTH B MPOLIECCE OpPraHU3allii CEpBUCA B a’PONOPTY M HA BO3IYIIHOM
CyJHE.

11. MexaHu3M OCYIIECTBICHUS KOHTPOJSI NEATCILHOCTH TPEINPUATHI
(monpasnenenuii) cepsl cepBrca WIH APYyrux cepax, B KOTOPHIX HEOOXOAUMO
OCYILIECTBJICHHE CEPBHCHOM MEATEIBHOCTH B MPOIECCE OpraHM3allii CEpBHCAa B
a’poTOPTY M Ha BO3YITHOM CY/IHE.

12. MexaHu3M OIIEHKH KadecTBa OKa3aHHs CEPBUCHBIX YCIyr Ha OCHOBE
KJIMEHTOOPUCHTUPOBAHHBIX TEXHOJIOTHMH B TIPOIIECCE OpraHW3allid CEpBHCA B
a’poTOPTY M HA BO3YITHOM CY/IHE

13.  MeTonbl TPOJBMKCHHSI W TPOJAKUA CEPBUCHOTO MPOJIYKTa, B TOM
YHCJIC ¢ TIOMOIIBI0 OH-JIAWH M WHTCPHET TEXHOJOTHH B IMPOIECCE OpraHU3aluu
CepBHCa B adPOTIOPTY U HA BO3IYIIHOM CY/IHE.

14. Mexanusm (HOpMHUPOBAHMS CHEIUAIU3UPOBAHHBIX KaHAJIOB CObITa
CEPBHUCHBIX MPOAYKTOB M YCIIYT B MPOIIECCE OpPraHU3aIMK CepBHCA B adPOIOPTY M
Ha BO3JIYIIHOM CY/IHE.

15. MexaHu3M OCYIIECTBICHUS IOWCKAa W TPUMEHEHHUS HEOOXOIUMOM
HOPMAaTHUBHO-TIPABOBOW  JIOKYMCHTAIIMM IS JICATCIBHOCTH B  HM30paHHOM
npodeccruoHaibHOM cepe B mporecce OopraHu3alii CepBUca B a’poMopTy U Ha
BO3/yIIHOM CYJTHE.

16. Mexanu3M coOmrofeHus 3aKkoHoaaTenbcTBa Poccuiickoit deneparuu
O TMPEJOCTaBICHUU YCIYT B IMPOIIECCE OpPTaHM3allMU CEpPBUCA B a’pOINOPTY U Ha
BO3/yIIHOM CYJTHE.

17. Mexanu3sMm obecriedeHUsT JOKYMEHTOOOOpOTa B COOTBETCTBHH C
HOPMAaTHUBHBIMU TPEOOBAaHUSIMH B MPOIECCE OpraHU3allUU CEPBUCA B adPOIOPTY H
Ha BO3/YIITHOM CYJTHE.

18. Mexanu3Mm coOmrofeHUs TpeOoBaHUN OE€30MacHOr0 OOCTY)KUBaHUSA,
OXpaHbl TPyJa W TEXHHKH OE30MacCHOCTH B TPOIECCE OpraHU3alluu CEepBHCAa B
a’pOMNOPTY M HA BO3AYIITHOM CYJIHE.

19. Mexanu3m coOOIEHUS TTOJIOKEHUSI HOPMATUBHO - MTPABOBBIX aKTOB,
PETYIHPYIONTUX OXpaHy TPy/Aa U TEXHUKY 0€30MacHOCTH B MIPOIIECCE OPTaHU3aIuU
CepBHCa B a3PONOPTY U HAa BO3IYIITHOM CYIHE.

20. MexaHu3sM pa3pabOTKH CHUCTEMbl KIMEHTCKHX OTHOIICHHH U
OpraHu3anuy mporecca OOCTy)KUBaHHS TOTPEOUTENe Ha OCHOBE MPUMEHCHHUS
3aKOHOJIATEIPHBIX aKTOB W MPABOBBIX HOPM B MPOIECCE OPTraHU3AIK CEpPBUCA B
a’pOTOPTY W HA BO3AYIITHOM CYJTHE.

21. MexaHu3M COBEPIICHCTBOBAHUS CUCTEMbI KIMEHTCKUX OTHOIICHUU B
CEpPBUCHOW JICATEIBHOCTH HA TPAHCIOPTE C HCIOJH30BAHUEM HMHTEPHET-
TEXHOJIOTUHA B TIPOIECCE OPTaHM3aIlM{ CEPBHCA B a’POIMOPTY M HA BO3AYITHOM
CyJHE.

22. Mexanu3M BbBIOOpa MaTEepHAIBHBIX PECYPCOB, OOOPYAOBAHHS IS
OCYILIECTBJICHUS MPOLIEcca CepBUCA.
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23. MexaHu3M  OpPOBEIEHHUS  MEPErOoBOPOB €  KIMEHTaMU IO
MPETEH3UOHHBIM CIy4YasiM M METOJbl ONpEEIeHUs] MNPUYUH BO3HUKHOBEHHS
MPETEH3UH B MPOLECCE OpraHu3aliy CEpBUCAa B a’pONOPTy M HA BO3AYLIHOM
CyJHE.

24. Meroapl pa3pabOTKH M MCHOJB30BAHMS TUIIOBBIX TEXHOJIOTMYECKUX
MPOLIECCOB.

25. Meroabl popMUPOBaHUS U BHEAPEHUS] KOPIOPATUBHBIX CTAHJAPTOB U
pErjlaMeHTOB IPOLECCOB 00CTyKMUBaHUS TOTPEOUTENICH HAa TPAHCTIOPTE.

26. MeToapl B3aMMOJCHCTBUS C KIMEHTAMH [0 OpraHU3alluu IMpoliecca
oOcny>KuBaHMs TOTpeduTesneil B cepe rocTenpuuMCcTBa B MPOIIECCE OpraHU3aAlNU
cCepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

27. Meronpl pa3pabOTKM KOMIUIEKCA MEPONPUATUNA MO COOJIOJICHUIO
TpeOOBaHUN NPOU3BOJCTBEHHONW JUCHUIUIMHBIL, MO COOJIOJIEHUIO TMpaBUi 10
OXpaHe Tpy/a U MOXKapHOW 0€30MaCHOCTH MPU OCYIIECTBIEHUN TEXHOJIOTUYECKOT0
mpolecca B MPolecce OpraHru3alii cepBrca B a3pONOPTy U Ha BO3IYIIIHOM CY/THE.

28. Mexanusm  (dopMupoBaHMs ~LeNed W 3amad  JIeATEIbHOCTU
noJipa3/ieJIeHNI CepBUCHON JEATEIBHOCTU MPEAIPUSITHSL.

29. MexaHu3M TOPUMEHEHUS METOJIOB OpraHU3allMM IUIAHUPOBAHUS U
MOHHUTOPHUHTA JICSITEIIbBHOCTU CEPBUCHON KOMIIAHMM B TPaHCHOPTHOM cdepe U B
cdepe rocTenpurMCTBa Ha TPAHCIIOPTE.

30. MexaHu3M opraHU3alMy UX BBIIOJHEHUS B IPOLECCE OpraHU3alUU
CepBHCa B a3PONOPTY U HA BO3YIIHOM CYAHE.

31. Mertoasl BbIOOpa OpPraHM3allMOHHBIX pPEUICHUH s (OPMUPOBAHUSA
CEpBUCHOM cHCTEeMBbl 00CIY)KMBAaHMSI C MCIIOJIb30BAHUEM METOAO0B OpraHU3aluu U
yIpaBJI€HUs B MPOILIECCE OPraHM3ALMM CEPBHUCA B a3PONOPTY M HA BO3IYLIHOM
CYyJHE.

32. AJropuT™M NOpHUHATHS OPraHU3alMOHHBIX PELIEHUH IO Pa3BUTHUIO
KJIMEHTYPHBIX OTHOIIEHUN TNPEANpUATUS TPAHCIOPTHOW cdepbl U chepbl
rOCTEIPUUMCTBA Ha TPAHCIIOPTE B MPOLIECCE OpraHU3AIMM CEPBUCA B a3pOIOPTY U
Ha BO3JYILIHOM CYJHE.

33. Meroasl pa3pabOTKU KOMIUIEKCA MEPONPUSTHA IO OpTraHHU3allvy,
IUTAHUPOBAHHUIO 1 MOHUTOPHUHTY JIEATEIBHOCTH CEPBHCHON KOMIIAHHH B IIPOLIECCE
OpraHu3aly CEPBUCA B a3PONOPTY U HA BO3AYLIHOM CYJHE.

34. MexaHusM  OpraHHM3aIllMOHHOTO  OOCIY)XMBaHUS  aBHAIIMOHHOMN
UHQPACTPYKTYpPhl M OPraHU3alMOHHOIO O00eCleYeHHs IMpoLecca CEpBUCHOTO
oOCITy)XKMBaHHsI B adpoINoOpTy M Ha OOpPTy BO3AYIIHOTO CyJHa B IIpoIEcce
OpraHu3alyy CEpBUCA B a3PONOPTY U HA BO3AYIIHOM CYJHE.

35. MexaHu3M oOpraHu3alii U MPOBEJCHUS MapKETHHIOBOTO aHalln3a
NOTPeOHOCTH B CEPBUCHBIX YCIIyTax B a3poONopTy U Ha OOPTY BO3AYLIHOTO Cy/AHA B
IIPOLIECCE OPraHn3alK CEPBHUCA B a3PONOPTY U HA BO3AYIIHOM CY/IHE.

36. MeTtoapl OpraHuM3aldyd M yOpPaBICHUS HMYIIECTBOM a3pOMOPTOBOTO
KOMIUJIEKCa M aKTUBAaMU CEpPBHUCHBIX MPEINPHUATHI Ha TpaHCIOPTE B Ipolecce
OpraHu3aliy CEpBUCA B a3POIOPTY U HA BO3AYIIHOM CYJIHE.
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37. Meroasl omnpeneneHusi nokaszareneid 3(Q(PEKTUBHOCTH ESITEIbHOCTH
NPEANPUATUS CEPBUCA B pPaMKaxX TPAHCIIOPTHOTO KOMIUIEKCA B IPOLECCE
OpraHU3aliy CEPBUCA B a3PONOPTY U HA BO3IAYIIHOM CYyJHE.

38. KuMeHTOOpHEeHTHPOBaHHBIE TEXHOJIOTMH B CEPBHCHOW AEATEIBHOCTU
Ha TPaHCIOPTE B YCJIOBHSX B3aUMOJCHCTBUS C MOTPEOUTENSIMU, B TOM YHCIIE
MHTEPHET-IIPOABUKEHHUSI YCIyT B MPOLIECCE OpraHU3alMy CEpBHCA B adpONOPTY U
Ha BO3JYIIHOM CYJIHE.

Tunosvie cumyayuounvlie 3a0aHusi OA pewleHuss Ha NPaKMUYecKux
3aHAMUAX

Kaxxnas pabouast rpymnmna roToOBUT NPE3EHTAIMIO CBOETO PEIICHUs MPOoOIeMbl
U B X0J1¢ o011el TucKyccud 000CHOBBIBAET HEOOXOAUMOCTD €TI0 pealu3aliu:

[Ipennoxkute MeETONbI OPraHU3AIMOHHOIO OOCIYXMBAaHUS aBUALIMOHHOMN
UHQPACTPYKTYpbl M OPraHU3allMOHHOIO OOECHedeHHsl Mpolecca CEpPBUCHOIO
oOCiIy’)kKMBaHMsI B adponopTy M Ha OOpTy BO3AYLIHOIO CyJHa C YYETOM
OCOOEHHOCTH OpraHM3alMy MacCaXHUpOB Ha 4YapTEepHBIX peiicax C yyacTHEM
KOHKPETHOU CEPBUCHON KOMIIAHWHU.

Tema 17. MapkeTHHr oOpraHm3alliil M OKa3aHUS CEPBUCHBIX YCIyr B
TpPaHCTIOPTHOM cepe
Ilepeuens munogvix 60npocos 0Jis YCMHO20 ONpocd

1. MapKeTHHT OpraHu3aliy U OKa3aHUS CEPBUCHBIX YCIYT.

2. MapKeTHHT COBPEMEHHBIX aBHAKOMITAHUH.

3. OcoOeHHOCTH MapKeTHHTa Ha BO3yITHOM TPAHCIIOPTE.

IIpumepHvie memvi coobweHull

1.  TlonsaTtue «OpeH] aBUAKOMITAHUW.

2. [TonsiTre «OpeH adporopTa.

3. MexaHn3M BBIOOpA ONITUMATBHBIX CIIOCOOOB PEIICHUS 3a/1a4 B paMKax

NOCTaBJICHHOM M€, UCXOHAsl W3 JEUCTBYIOIIMX IPABOBBIX HOPM, HMEIOIINXCA
PECYPCOB M OrpaHUYEHUN B MPOLIECCE OpraHU3alMy CEepBHCAa B a’pOINOPTy U Ha
BO3JIYLITHOM CYJIHE.

4, Anroput™m BbIOOpa ONTUMAJIBHBIX CIIOCOOOB WX PEIICHUS, UCXOIS W3
JNEUCTBYIOIIMX IIPABOBBIX HOPM, HMMEIOIIUXCA PECYPCOB M OrPAaHUYCHUU B
IIPOLECCE OPraHU3aIMU CEPBUCA B a3PONOPTY U HA BO3AYIIHOM CYIHE.

5. MeToapl OCYIIECTBICHUS JIEJIOBOM KOMMYHUKAIMH B YCTHOW U
MMMCBMEHHOW (opMax B MpOIECCE OpraHU3allMd CEepBHCA B a’pOMNOPTy M Ha
BO3AYIIIHOM CYZHE.

6. MexaHu3M OCYHIECTBIEHHUS JEJIOBOM KOMMYHHUKAllMM B YCTHOM H
MUCbMEHHON (hopMax Ha rocyaapcTBeHHOM si3bike Poccuiickoit ®dexpepanuu B
MPOLECCE OPraHU3AIMU CEPBUCA B a3PONOPTY U HA BO3AYIIHOM CYIHE.

1. MexaHu3M OCYHIECTBIEHHUS JEJIOBOM KOMMYHUKAllMM B YCTHOM H
MUCbMEHHOHM (hopMax Ha MHOCTPAHHOM (BIX) SI3BIKE (aX) B MpOLIECCe OpraHU3alNu
CEpBHCA B a3POIOPTY U HA BO3AYLIHOM CY/IHE.

8. MexaHu3m omnpenesieHus: UelIer U 3a7ad yIpaBJICHUS CTPYKTYPHBIMH
MOApPA3AEICHUAMU MPEINPUATU cPephl cepBrca WK Ipyrux chepax, B KOTOPHIX
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HEO0OXOIUMO OCYIIECTBIECHUE CEPBUCHOW JEATEIBHOCTH B MPOLECCE OpraHUu3aluu
cepBHCa B a3pONOPTY U Ha BO3YIIIHOM CYAHE.

Q. OcCHOBHBIE METOABI ¥ TPUEMBI I[JJAHUPOBAHUS, OPTaHU3AINH,
MOTHBAIIUU W KOOPJAHHAIMY JCSITSILHOCTH MPEANPUATHHN (TTOApa3aeseHnit) cheps
cepBHCca WIH APYTUX cpepax, B KOTOPHIX HEOOXOAMMO OCYIIECTBICHHE CEPBUCHOM
JESATENbHOCTU B MPOLECCE OPTaHM3alMU CEpBHCA B a’pONOPTY U HA BO3AYLIHOM
CyJIHE.

10. MexaHu3M OCYIIECTBICHUS KOHTPOJIS ACATCIBHOCTH TPEINPUATHI
(monpasnenenuii) cepsl cepBrca WIM APYyrux cdepax, B KOTOPHIX HEOOXOAUMO
OCYIIECTBJIICHHE CEPBUCHOM NEATENbHOCTH B MpPOIECCE OpraHu3alli CepBUca B
a’pONopTy U HAa BO3AYUIHOM CYJHE.

11. MexaHu3M OIICHKH Ka4yeCTBa OKa3aHHUs CEPBHCHBIX YCIYI Ha OCHOBE
KJIMEHTOOPUCHTUPOBAHHBIX TEXHOJOTHH B TIPOIECCE OpraHW3allid CEpBHCA B
a’pONopTy U HA BO3AYUIHOM CYJHE

12.  Mertoasl TPOABUKCHUS M TPOJAXKH CEPBUCHOTO IMPOAYKTa, B TOM
YKCJIe ¢ TIOMOIIBI0 OH-JIAWH M WHTCPHET TEXHOJOTHH B IMPOIECCE OpraHU3aIluu
CepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

13. Mexanusm GOpMHUPOBAHUS CIIEHHUATU3UPOBAHHBIX KAaHAJIOB COBITA
CEPBHUCHBIX MPOAYKTOB M YCIYT B MPOIIECCE OPTaHU3AIlMU CEPBHUCA B adPOIOPTY U
Ha BO3YLIHOM CYJHE.

14. MexaHu3M OCYIIECTBICHHUS TMOWCKA U TMPUMEHEHHS] HEOOXOIUMOMN
HOPMATHMBHO-TIPABOBOM  JIOKYMEHTAllUM JJI1  JIEATEJIbHOCTH B  W30paHHOM
npodeccruoHaibHOM cepe B mpolecce OopraHu3aii CepBUca B a’poOrNopTy U Ha
BO3/YIIIHOM CYJIHE.

15. Mexanusm coOmoeHust 3aKoHoAaTeNbcTBa Poccuiickoit denepanmu
O TMPEJOCTABICHUU YCIYT B IPOIIECCE OPTaHM3AIlMU CEpPBUCA B adPOINOPTY U HA
BO3/yIIIHOM CYJTHE.

16. Mexanu3m o0ecreueHuss JOKYMEHTOO0OpOTa B COOTBETCTBHUU C
HOPMAaTHUBHBIMU TPEOOBAaHUSIMH B MPOIECCE OPraHU3allMU CEPBUCA B adpOIOPTY U
Ha BO3YIITHOM CYJIHE.

17. Mexanusm cobmoneHus TpeOoBaHMT 0€30MacHOTO OOCITYKHUBaHUS,
OXpaHbl TPyJa W TEXHHKH OE30MacHOCTH B TPOIECCE OpraHU3allud CEpPBUCA B
a’pOMNOPTY M HA BO3AYIITHOM CYJIHE.

18. MexaHusM cOONIOACHUS TOJOKEHUS HOPMATHUBHO - MPABOBBIX aKTOB,
PETYIHPYIONIUX OXpaHy TPy/Aa U TEXHUKY O€30MacHOCTH B MIPOIIECCE OPTaHU3aIuU
CepBHCa B a3pONOPTY U HAa BO3IYIITHOM CYIHE.

19. Mexanusm pa3pabOTKH CHCTEMBbl KJIHMEHTCKUX OTHOIICHWUH U
OpraHu3anuy mporecca OOCTy)KUBAaHHS TOTPEOUTENEe Ha OCHOBE MPUMEHCHHUS
3aKOHOJIATEIHPHBIX aKTOB W MPABOBBIX HOPM B MPOIECCE OPTraHU3AIMN CEPBUCA B
a’pOTOPTY W HA BO3AYIITHOM CYJIHE.

20. MexaHU3M COBEPIICHCTBOBAHUS CUCTEMBI KIMEHTCKUX OTHOIICHUH B
CEpPBUCHOW JESITCIIBHOCTH HAa TPAHCIOPTE C HWCIOJH30BAaHUEM HHTEPHET-
TEXHOJIOTUHA B TIPOIECCE OPTaHM3aIlMH CEPBHCA B a’pOMOPTYy M HA BO3IYIIHOM
CyIHE.
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21. MexaHu3M BbIOOpa MaTepUaIbHBIX PECYpCOB, OOOPYIOBAaHUS st
OCYIIECTBJICHHSI POLIECCA CEPBHCA.

22. MexaHu3M  NpPOBEJAEHUS  NEPEroBOPOB  C  KIMEHTaMH IO
MPETEH3UOHHBIM CJIy4YasiM M METOJbl ONpEeIeHUs] NPUYUH BO3HUKHOBEHHS
MPETeH3Ul B MpPOLIECCEe OpPraHu3alMy CEpBHUCAa B a’pOINOPTy U Ha BO3AYLIHOM
CyJHE.

23. Mertoasl pa3paOOTKU U KCIOJIB30BAHUSI TUIOBBIX TEXHOJOTHUYECKUX
MPOLIECCOB.

24. Metoasl GOopMUPOBAHUS U BHEAPEHUS KOPIOPATUBHBIX CTAaHAAPTOB U
pErjlaMeHTOB IIPOLECCOB 00CTYKMUBaHUSI TOTPEOUTENICH Ha TPAaHCIOPTE.

25. MeToapl B3aMMOJEUCTBUS C KIMEHTaMHU IO OpraHu3aluu Ipoliecca
oOcny>KuBaHMs TOTpeduTeseil B cepe rocTenpuuMCcTBa B MPOIIECCE OpraHU3aALNH
CepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

26. Metoapl pa3pabOTKM KOMILIEKCA MEPONPUSATHH MO COOIIOJAEHUIO
TpeOOBaHUN TPOU3BOJCTBEHHONW JUCHUIUIMHBI, MO COOJIOJCHHUIO TMPaBUI IO
OXpaHe Tpy/Aa U MOXKapHOU 0€30MaCHOCTH MPU OCYIIECTBICHUN TEXHOJIOTUYECKOTO
npolecca B MpoIecce OpraHu3aliii cepBrca B a3pONopTy U Ha BO3IYIIHOM CY/HE.

27. Mexanu3m  (GopmMupoBaHMs ~ 1eied W 3aJad  JeATeIbHOCTH
noJipa3ieJeHU CepBUCHON JEATEIBHOCTU MPEITPUITHS.

28. MexaHu3M NPUMEHEHHS METOJOB OpraHu3aluy IJIAHUPOBAHUS MU
MOHHUTOPHUHTA JIESITEIIbHOCTU CEPBUCHON KOMITAHMM B TPaHCHOPTHOH cdepe U B
cdepe rocTenpuUMCTBa Ha TPAHCIIOPTE.

29. MexaHu3M OpraHU3allMM MX BBIIOJTHEHHUS B MPOIECCE OpraHU3aAINH
CepBHCa B a3pONOPTY U Ha BO3AYIITHOM CYIHE.

30. Metonbl BBIOOpa OpraHU3AIMOHHBIX pEHICHUU i1 (HOPMUPOBAHUS
CEPBHUCHON CHCTEMBbI OOCITYKHBAaHUS C MCIIOIH30BAHUEM METOJIOB OPraHU3allli U
yIpaBlIeHUs B TPOIECCE OPraHU3allMy CEpBHCA B a’pOIOPTy U HA BO3AYIITHOM
CyJIHE.

31. Anroput™M TpPHUHATHS OPraHU3AIMOHHBIX PEHICHUH M0 Pa3BUTHUIO
KJIUEHTYPHBIX OTHOUICHWW TPEANPHUSATUS TPAHCIOPTHOM cdepbl U chepbl
rOCTEIPUMMCTBA Ha TPAHCIIOPTE B MPOLECCE OPraHMU3alMi CEPBUCA B a3pOIOPTY U
Ha BO3YIIHOM CYJIHE.

32. Meronpl opraHu3alUy U YIPaBICHUS UMYILIECTBOM a’pONOPTOBOIO
KOMIUIEKCAa M aKTHUBAMHM CEpPBHUCHBIX MPENNpHUATHA Ha TpaHCIOpTE B Ipolecce
OpraHu3ally CEPBUCA B a3PONOPTY U HA BO3AYLIHOM CYJHE.

33. Meronpl ompenenenusi mokazareneil 3QpGHEeKTUBHOCTA JEATEILHOCTH
NpEANpUATUS CEepBHCA B paMKax TPAHCHOPTHOIO KOMILJIEKCa B IMPOLECCE
OpraHu3alliy CEpBUCA B a3POIOPTY U HA BO3YIIHOM CYJIHE.

34. KiMeHTOOPHEHTHPOBAHHBIE TEXHOJOTHH B CEPBUCHOU AESITEIBbHOCTU
Ha TPAHCIOPTE B YCIOBHSIX B3aUMOJCHCTBHUS C MOTPEOUTENSIMH, B TOM YHCIIE
MHTEPHET-NPOIBIXKEHUS yCIyT B MPOLIECCE OpraHu3alli CEpBHCAa B a’dpONOPTy U
Ha BO3yILIHOM CYJIHE.

Tunoevie 3a0anus 0151 Kpyeao2o cmoa
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[Ipennonaraercs BBICTYIUIEHHE OOYyYaroUIMXCsl C JOKJIalaMH, 00CYXIECHHE,
TUCKYCCHH.

Temvl ocHosHbIX co0bOWenull (BBICTYIUICEHUH C Ipe3eHTalueit 10 15 MunyT):

1. OcobGeHHoCTH MapKETUHIa Ha BO3YILIHOM TPAHCIIOPTE.
2. llonsatue «OpeH]1 aBUaKOMITAHUI.
3. TlonsaTue «OpeH a3ponopTa.

Tunosvie cumyayuounvlie 3a0aHusi OA pewleHus: Ha NPaKMUYecKux
3aHAMUAX

Kaxxnas pabouas rpynmna roTOBUT NPE3EHTALMIO CBOETO PEIICHUS MPOOJIEMbI
U B X07€ 001Ieil 1ucKyccu 0O00CHOBBIBAET HEOOXOAUMOCTD €r0 peaan3aluuu

1. Meronbl pa3pabOTKH KOMILIEKCa MEPONPUATHNA MO OpraHu3alluu,
IUTAHUPOBAHUIO U MOHUTOPUHTY JIEATEIbHOCTH CEPBUCHOM KOMIIAHUU B IpOIIECCe
OpraHu3aliy CepBUCa B adPONOPTY U HA BO3AYLIHOM CYJIHE.

2. MexaHu3M  OpraHU3allMOHHOTO  OOCIY)XKMBaHUS  aBHAILIMOHHOMN
UHQPACTPYKTYpPbl W OPraHU3aIlMOHHOIO OOECHedeHHsl Mpollecca CEPBUCHOTO
oOCIy>KMBaHMSI B a’poropTy MU Ha OOpPTy BO3JAYIIHOTO CyIHAa B IMpoIiecce
OpraHu3alliy CepBUCa B adPOMOPTY U HA BO3AYLIHOM CY/IHE.

3. MexaHu3M OpraHu3alMi M MPOBEJCHUS MApPKETUHIOBOTO aHallh3a
NOTPEOHOCTH B CEPBUCHBIX YCIyTraxX B a3pONopTy U Ha OOPTY BO3AYIIHOTO CyJHA B
npolecce OpraHu3alMK CEPBUCA B a3POINOPTY U HA BO3IYIIHOM CYJIHE.

Tema 18. CerMmeHrtanus yciyr Ha pbIHKE B TPAHCIOPTHON cdepe, B TOM
YHClie Ha PhIHKE aBUATIEPEBO30K
llepeuenv munoswvix 60npocos 0 YCMHO20 ONpoca

1. CermeHTtanus yciyr B cepe BO3IYIIIHOTO TPAHCTIOPTA.

2. Crnemnuduka cerMeHTaIMy TacCCaKUPOB HAa aBUAPBIHKE.

Ipumepnvie memvi coobweHull

1. PazpaboTka yciyr i pa3MYHBIX CETMEHTOB IACCaKUPCKOTO
crpoca.

2. Pa3zpabotka yciyr ajist MaToMOOMITBHBIX TPYIIIT MTaCCAKHUPOB.

3. MexaHu3M BbIOOpaA ONTUMAIIBHBIX CIIOCOOOB pPEIICHUS 3a7a4 B paMKax

IIOCTABJICHHOW L€, MCXOAA W3 JEUCTBYIOIIUX IPABOBBIX HOPM, HMEKOLIUXCS
PECYPCOB M OTPAaHUYECHUN B IPOLECCE OPTraHU3AlMU CEPBHCA B a’3pONOPTy U Ha
BO3YLIIHOM CYyJIHE.

4, AnropuTt™ BbIOOpa ONTHUMAJIBHBIX CIIOCOOOB WX PEIICHUS, UCXOS U3
JNEUCTBYIOIIMX ITPABOBBIX HOPM, HMMEIOIIUXCA PECYPCOB M OrPAaHUYCHUU B
MPOLECCE OPraHU3AIMU CEPBUCA B a3PONOPTY U HA BO3AYIIHOM CYIHE.

d. MeTtonbl OCYHWIECTBIEHUS JEJIOBOM KOMMYHHMKAIIMM B YCTHOM H
MUCbMEHHON (opMax B MPOLECCEe OpraHU3alMu CEepBUCAa B a’dpONOPTy U Ha
BO3YLIHOM CYyJIHE.

6. MexaHu3M OCYHIECTBJIEHUS JEJIOBOM KOMMYHUKAllMM B YCTHOM H
NMUCbMEHHOM (opMax Ha rocyaapcTBeHHOM si3bike Poccuiickoit ®dexpepanuu B
MPOLECCE OPraHU3AIMU CEPBUCA B a3PONOPTY U HA BO3AYIIHOM CYIHE.
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7. MexaHus3M OCYLIECTBIICHUs [€JI0BOM KOMMYHHUKAllUd B YCTHOM H
MUCbMEHHOU (opMax Ha MHOCTPAHHOM (BIX) SI3bIKE (aX) B MPOLIECCE OpraHU3aAINU
cCepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

8. MexaHu3M ompejesieHus 1elled U 3a1ad ynpaBieHUs! CTPYKTYpPHBIMU
MO/Ipa3IeNICHUsIMUA NIPEeANpUATU chepbl cepBUca WIH ApYruX chepax, B KOTOPbIX
HEO0OXOIUMO OCYHIECTBJICHUE CEPBUCHOU JEATEIBHOCTH B MPOLECCE OpraHUu3aluu
CepBHCa B a3pONOPTY U HAa BO3AYIIHOM CYIHE.

9. OcHOBHBIE METOABI M TMPUEMBI I[JIAHUPOBAHUS, OpraHU3aluHy,
MOTHBAIMU U KOOPAMHALMY AESITEIIbHOCTU MpeANpUaTuil (moapasaeneHuit) chepsl
cepBHca WIHM APYTrux cepax, B KOTOPHIX HEOOXOAUMO OCYIIECTBICHHE CEPBUCHOM
JEeSATENbHOCTH B MPOLECCE OPraHU3allMy CepBHCA B a3POINOPTY M HA BO3AYLIHOM
CyJHE.

10. MexaHu3M OCYILECTBICHUS KOHTPOJS JACSATEIbHOCTH NPEINpUSTUI
(moxpaszaenenuii) chepsl cepBruca WM IPYyrux cepax, B KOTOPbIX HEOOXOAUMO
OCYIIECTBJIICHHE CEPBUCHOM JIEATETLHOCTH B MpOIECCe OpraHu3alli CepBUCa B
a’pONOPTYy U HA BO3AYUIHOM CY/THE.

11. MexaHu3M OIEHKH Ka4yeCTBa OKAa3aHUsI CEPBHUCHBIX YCIYI HAa OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTUM B TPOIECCEe OpraHu3alliyd CepBHCa B
a’pOMNOPTy U HA BO3AYITHOM CYJHE

12.  Mertoasl NpoOABMKEHUS U TPOJAXKH CEPBUCHOTO MPOAYKTA, B TOM
YHUCJIE€ C MOMOIIBIO OH-JIAWH M MHTEPHET TEXHOJOTHIl B IPOLIECCE OpPraHU3aluu
CEpBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJHE.

13. Mexanusm GOpMHUPOBAHUS CIIEHUATU3UPOBAHHBIX KAaHAJIOB COBITA
CEPBUCHBIX MPOAYKTOB U YCIYT B MPOLIECCE OPraHU3ALMU CEPBUCA B adPOIOPTY U
Ha BO3JYIITHOM CYJIHE.

14. MexaHu3M OCYIIECTBICHHUS TMOUCKA W NPUMEHEHHS HE0OXOIMMOU
HOPMATHUBHO-TIPABOBOM  JIOKYMEHTAllUM JJI1  JIEATEIBHOCTH B  W30paHHOM
npodeccruoHaibHOM cepe B mporecce OopraHu3aiyi CepBUca B a’poOMNopTy U Ha
BO3JIYLITHOM CYJIHE.

15. Mexanusm coOmoneHust 3aKoHoaaTeNbcTBa Poccuiickoit denepanmu
O MPEJOCTABICHUH YCIYT B IPOLIECCE OPraHM3alMU CEpBUCA B a’3poIOPTy U Ha
BO3JIYILIHOM CYJIHE.

16. Mexanusm obecreueHus JTOKYMEHTOOOOpPOTa B COOTBETCTBHH C
HOPMAaTHBHBIMH TPEOOBaHUSIMHU B IPOLECCE OPraHU3allMK CEPBUCA B a3POIOPTY U
Ha BO3YIIHOM CYJIHE.

17. Mexanusm coOmoneHnss TpeOOBaHMI 0€30MacHOTO OOCITYKHUBaHUSA,
OXpaHbl TPyJa W TEXHHKM OE€30IaCHOCTH B MPOLECCE OpraHU3allid CEepBUCA B
a’poONoOPTy U HA BO3AYLIHOM CYJHE.

18. MexaHusM COONIOACHUS TOJIOKEHUS HOPMATHUBHO - MPABOBBIX aKTOB,
PETrYIHMPYIOLMX OXpaHy TPyAa U TEXHUKY 0€30MacCHOCTH B IPOLECCE OpraHUu3aliu
cepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYZHE.

19. Mexanusm pa3pabOTKM CHUCTEMBl KIMEHTCKUX OTHOUICHHH W
opraHu3aluy Iporecca oOCIyKHBAHHMS NOTPEOUTENE Ha OCHOBE NPUMEHEHHUS
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3aKOHOJATENbHBIX aKTOB U NMPABOBBIX HOPM B MPOILECCE OpPraHM3alli CEepBUCA B
a’pONOPTy U HA BO3AYLUIHOM CYJHE.

20. MexaHu3M COBEPILIEHCTBOBAHUS CUCTEMBI KIMEHTCKUX OTHOUIEHUH B
CEpPBUCHOW JIESATENIbBHOCTH Ha TPAHCIOPTE C HCIOJb30BAHUEM HHTEPHET-
TEXHOJOTUH B MPOILECCE OpPraHMu3alMi CEepBHUCAa B a’pONOPTy U HA BO3AYLIHOM
CyJHE.

21. MexaHu3M BbIOOpa MaTepUAIbHBIX PECYpCcOB, OOOPYIOBaHUS JIs
OCYIIIECTBJICHHSI IPOLIECCa CEPBHCA.

22. MexaHu3M  NpPOBEJEHUS  NEPErOBOPOB  C  KIMEHTaMH IO
NPETeH3MOHHBIM CJIy4yasiM M METOJbl ONpENeICHUs] NPUYMH BO3HUKHOBEHMUS
NpEeTeH3Uil B MpOIEcce OpraHu3ali CEpBUCAa B a’pONOPTy M HA BO3AYLIHOM
CyJHE.

23. Metoapl pa3pabOTKU U HCMOJIb30BAHUS TUIMOBBIX TEXHOJOTMYECKUX
POLIECCOB.

24. Mertoasl (OpMUPOBAHUS M BHEAPEHUSI KOPIIOPATHBHBIX CTAHIAPTOB U
PErJIaMEeHTOB MPOLECCOB 00CTYKMBaHUSI TOTPEOUTENICH Ha TPAHCTIOPTE.

25. MeToapl B3aMMOJIEUCTBUS C KIMEHTaMH [0 OpraHu3aliy Ipolecca
oOciy>KUBaHMsI TOTpeduTenel B chepe rocTenpuuMCcTBa B MPOIECCE OpraHu3aIiu
CepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

26. Metoapl pa3pabOTKM KOMILIEKCA MEPONPHUSATHH MO COOIIOJCHUIO
TpeOOBaHUN TPOU3BOJCTBEHHONW JUCIUIUIMHBI, MO COOJIOJIEHUIO TPaBUI 10
OXpaHe Tpy/a U MOXKapHOU 0€30MaCHOCTH MPU OCYIIECTBICHUH TEXHOJIOTHUYECKOTO
npolecca B MPoIecce OpraHu3alii CepBrca B a3pONOPTy U Ha BO3IYIITHOM CY/IHE.

27. Mexanu3m  (GopmMupoBaHMs ~Ieded W 3aJad  JIeATeIbHOCTH
noJipa3ieJIeHuI CepBUCHON JEATEIHHOCTU MPEAIPUSITHSL.

28. MexaHu3M NPUMEHEHHsS METOJ0B OpraHW3alliy IJIAHUPOBAHUS H
MOHHUTOPHUHTA JICSITEIILHOCTH CEPBUCHON KOMITAHMHM B TPAHCHOPTHOM cdepe U B
cdepe TocTenpUUMCTBa Ha TPAHCIIOPTE.

29. MexaHu3M OpraHU3allMM MX BBIIOJTHEHHS B MPOIECCE OpraHU3AINH
CepBHCa B a3pONOPTY U HA BO3IYIITHOM CYIHE.

30. Metonbl BbIOOpa OpraHU3ANMOHHBIX pemIeHUN I (HOPMUPOBAHHS
CEpBUCHOM cHCTEeMbI 0OCIYy)KMBAHMSI C MCIIOJIb30BAHUEM METOJOB OpraHU3alluu U
YIPABJIEHHUS B IPOLIECCE OPraHU3allMd CEpPBUCA B a’3poINOPTy M Ha BO3LYLIHOM
CyJHE.

31. Auroput™m TPHUHATHS OPTraHU3AIMOHHBIX PEIICHHH 10 Pa3BUTHIO
KIIMEHTYPHBIX OTHOIIEHUW TIPEANPUATHAS TPAHCIOPTHON cdepsl U chepsl
rOCTEPUMMCTBA Ha TPAHCIIOPTE B MPOLECCE OPraHMu3alMi CEPBUCA B a3pONOPTY U
Ha BO3YIIHOM CYJIHE.

32. Metonbl pa3pabOTKU KOMIUIEKCA MEPONPHUATANA TIO0 OpraHU3aIlNH,
IUTAHUPOBAHUIO U MOHUTOPUHTY JIEATEIBHOCTH CEPBHCHON KOMIIAHMH B IIPOLIECCE
OpraHu3aliy CEpBUCA B a3pOIOPTY U HA BO3AYIIHOM CYJIHE.

33. MexaHu3M  OpraHM3allMOHHOTO  OOCTYXHBaHUS  aBHAIIMOHHOU
MHPPACTPYKTYphl M OPraHU3alMOHHOIO0 OOECHedYeHUs] MPOoIecca CEPBUCHOTO
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oOCiIy’)KMBaHMsI B adpoIoOpTy M Ha OOpPTy BO3AYIIHOIO CyIHa B IIpPOLECCE
OpPraHM3ALMU CEPBHCA B a3PONOPTY U HA BO3AYIIHOM CYJHE.

34. MexaHu3M OpraHu3allMM W MPOBEACHUS MAapKETUHIOBOTO aHalld3a
NOTPEOHOCTH B CEPBUCHBIX YCIIyraxX B a3pONoOpTy U Ha OOPTY BO3AYIIHOIO CyJHA B
IIPOLIECCE OPraHU3alluu CEPBUCA B a3POIOPTY U HA BO3AYIIHOM CYIHE.

35. Meronbl opraHW3alMy W YIPABICHUS UMYIIECTBOM a’pOMOPTOBOTO
KOMIUIEKCAa M aKTHBAMH CEPBUCHBIX NPEANPUATHN Ha TPaHCIOpPTE B MpoOIEcce
OpPraHM3ALMY CEPBHCA B a9PONOPTY U HAa BO3AYIIHOM CYJHE.

36. Metonbl ompeneneHusi nokazareneil 3PpGEeKTUBHOCTU JEATEIbHOCTH
OpeqNpUATHs CEpBHCA B paMKax TPAHCIOPTHOTO KOMIUIEKCA B TMPOIECCe
OpraHM3aLUU CEPBHCA B a9PONOPTY U HA BO3AYIIHOM CYJHE.

37. KiMeHTOOpHEHTHPOBAHHBIE TEXHOJOTHH B CEPBUCHOW ACSATEIHLHOCTU
Ha TPAHCIOPTE B YCJIOBHAX B3aMMOJICHCTBHS C TOTPEOMTENSIMH, B TOM YHCIE
MHTEPHET-TIPOJIBIKEHUS YCIYT B MPOIECCE OPTaHM3AIUN CEPBHCA B adPOIOPTY H
Ha BO3JYIIHOM CY/IHE.

Tunosvie cumyayuouHvlie 3a0auus OAs pewleHuss HA NPAKMUYECKUX
3aHAMUAX

Kaxxgas pabouas TpyIina TOTOBHT MPE3SHTAIIMIO CBOCTO PEIICHUS TPOOIIEMBI
U B X0J1e o0u1el [ucKkyccud 000CHOBBIBAET HEOOXOAMMOCTD €0 peann3aliu:

[IpennoxuTe METOIBI OCYIIECTBICHUS JEIOBOM KOMMYHHUKAIIMU B YCTHOU U
NUCbMEHHOM (opMax C Yy4YyeTOM CETMEHTallUd YCIyr B cgepe BO3IyLIHOTO
TPaHCIIOPTa C Y4aCTHEM KOHKPETHOM CEpBUCHOI KOMITaHUU.

Tema 19. O6cnyxuBanue VIP-maccaxxupoB Ha BO3IYIITHOM TPaHCTIOPTE
llepeuenv munoswix 60npocos 0 YyCMHO20 ONpoca

1. Ocob6ennoctu obciyxuBanus VIP-maccaxupoB B adporopry.

2.  IlporpammbI JOSIIBHOCTH IS 9YaCTO JICTAOIINX TACCAKUPOB.
IIpumeprovie memvi coobweHull

1. BoHyCHBIE KapThI MOCTOSTHHBIX KJIMCHTOB.

2. Pa3paboTtka ycnyr noBeimeHHoro komdopra st VIP-naccaxxupos.

3. Mexanu3M BbIOOpa ONTHUMAJIBHBIX CIIOCOOOB PEIICHUS 3a7ad B paMKax
MOCTABJIICHHOW IIEJW, UCXOIS W3 JECUCTBYIOIIMX IMPABOBBIX HOPM, HMEIOIIUXCS
PECYPCOB U OTPAHUYECHUN B MPOIECCE OPraHU3AlMK CEPBUCA B a3pOMNOPTYy U Ha
BO3IYIIIHOM CYJHE.

4, ANTOpUTM BBIOOpA ONTHMAIIBHBIX CIIOCOOOB UX PEIICHUS, UCXOI M3
JEUCTBYIOIIMX TPABOBBIX HOPM, HMEIONIUXCI PECYpCOB W OTrPaHUYCHUU B
MPOLIECCE OPraHU3alMU CEPBUCA B a3PONOPTY U HA BO3YIIHOM CYJIHE.

5. MeToapl OCYIIECTBICHUS JIEJIOBOM KOMMYHHUKAIMM B YCTHOW U
MUCbMEHHON (¢opMax B MPOIIECCE OpraHU3allMU CEpBHCA B a’dpOINOPTy U Ha
BO3/IYIIIHOM CYJHE.

6. MexaHu3M OCYIIECTBJICHHUS JAEI0BOM KOMMYHUKAllMM B YCTHOW U
MUCbMEHHOM (opMax Ha rocyaapcTBeHHOM si3bike Poccuiickoit ®dexpepanuu B
MPOLIECCE OPraHU3alMu CEpPBUCA B a3PONOPTY U HA BO3YIIHOM CYIIHE.
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7. MexaHus3M OCYLIECTBIICHUs [€JI0BOM KOMMYHHUKAllUd B YCTHOM H
MUCbMEHHON (hopMax Ha MHOCTPAHHOM (bIX) sI3bIKE (aX) B MpoIlECCe OpraHU3aluu
cCepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

8. MexaHu3M ompejesieHus 1elled U 3a1ad ynpaBieHUs! CTPYKTYpPHBIMU
MO/Ipa3IeNICHUsIMUA NIPEeANpUATU chepbl cepBUca WIH ApYruX chepax, B KOTOPbIX
HEO0OXOIUMO OCYHIECTBJICHUE CEPBUCHOU JIEATEILHOCTH B MPOLECCE OpraHu3aluu
CepBHCa B a3pONOPTY U Ha BO3YIIIHOM CYIHE.

9. OcHOBHBIE METOABI M TMPUEMBI I[JIAHUPOBAHUS, OpraHU3aluHy,
MOTHBAIMU U KOOPAMHALMY AESITEIIbHOCTU MpeANpUaTuil (moapasaeneHuit) chepsl
cepBHca WIH APYTrux cepax, B KOTOPHIX HEOOXOAUMO OCYIIECTBICHUE CEPBUCHOMN
JESATENBHOCTH B MPOLECCE OPTaHM3alMU CEpBHCA B a’pONOPTY U HA BO3AYLIHOM
CyJHE.

10. MexaHu3M OCYILECTBICHUS KOHTPOJS JACSATEIbHOCTH NPEINpUSTUI
(moxpaszaenenuii) chepsl cepBruca WM IPYyrux cepax, B KOTOPbIX HEOOXOAUMO
OCYIIECTBJIICHHE CEPBUCHOM NIEATETLHOCTH B MpPOIECCe OpraHu3alli CepBUCa B
a’pOMNoOPTy U HA BO3AYITHOM CYJIHE.

11. MexaHu3M OIEHKH Ka4yeCTBa OKAa3aHUsI CEPBHUCHBIX YCIYI HAa OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTUM B TPOIECCEe OpraHu3alliyd CepBHCa B
a’pOMNOPTy U HA BO3AYITHOM CYJHE

12.  Mertoasl NpOABMKEHUS M TPOJAXKU CEPBUCHOTO NPOAYKTa, B TOM
YHUCJIE€ C MOMOIIBIO OH-JIAWH M MHTEPHET TEXHOJOTHIl B IPOLIECCE OpPraHU3aluu
CEpBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJHE.

13. Mexanusm GOpMHUPOBAHUS CIIEHUATU3UPOBAHHBIX KAaHAJIOB COBITA
CEPBUCHBIX MPOAYKTOB U YCIYT B MPOLIECCE OpraHU3alluu CEPBUCA B a3PONOPTY U
Ha BO3JYIITHOM CYJIHE.

14. MexaHu3M OCYIIECTBICHHUS TOWCKA U TMPUMEHEHHS HEOOXOIUMOMN
HOPMATHUBHO-TIPABOBOM  JIOKYMEHTAllUM JJI1  JIEATEIBHOCTH B  W30paHHOM
npodeccruoHaibHOM cepe B mporecce OopraHu3aiyi CepBUca B a’poOMNopTy U Ha
BO3JIYLITHOM CYJIHE.

15. Mexanusm coOmoneHus 3aKoHoaarelbcTBa Poccuiickoit denepanmm
O MPEOCTABIEHUH YCIYTI B IPOLIECCE OPraHM3alMU CEpPBUCA B a3pOIOPTY U HA
BO3JIYILIHOM CYJIHE.

16. Mexanusm obecreueHus JTOKYMEHTOOOOpPOTa B COOTBETCTBHH C
HOPMAaTHBHBIMH TPEOOBAaHMSIMU B IPOLIECCE OPraHU3allMd CEPBUCA B a3POIIOPTY U
Ha BO3YIIHOM CYJIHE.

17. Mexanusm cobmoneHns TpeOoBaHMI 0€30MacHOTO OOCITYyKHUBaHUS,
OXpaHbl TPyJa W TEXHHKM OE€30IaCHOCTH B MPOLECCE OpraHU3allid CEepBUCA B
a’poONoOPTy U HA BO3AYLIHOM CYJHE.

18. MexaHusM COONIOACHUS TOJIOKEHUS HOPMATHUBHO - MPABOBBIX aKTOB,
PETrYIHMPYIOLMX OXpaHy TPyAa U TEXHUKY O€30IaCHOCTH B IIPOLIECCE OPraHU3aLUU
cepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYZHE.

19. Mexanusm pa3pabOTKM CHUCTEMBl KIMEHTCKUX OTHOUICHHH W
opraHu3aluy Iporecca oOCIyKHBAHHMS NOTPEOUTENE Ha OCHOBE NPUMEHEHHUS
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3aKOHOJATENbHBIX aKTOB M MPABOBBIX HOPM B IPOLIECCE OPraHM3alMU CEpBUCA B
a’pONOPTy U HA BO3AYUIHOM CYJHE.

20. MexaHu3M COBEPILIEHCTBOBAHUS CUCTEMBI KIMEHTCKUX OTHOUIEHUH B
CEpPBUCHOW JIESATENIbBHOCTH Ha TPAHCIOPTE C HCIOJb30BAHUEM HHTEPHET-
TEXHOJOTUH B MPOILECCE OpPraHMu3alMi CEepBHUCAa B a’pONOPTy U HA BO3AYLIHOM
CyJHE.

21. MexaHu3M BbIOOpa MaTepUaIbHBIX PECYpCcOB, OOOPYIOBaHMS st
OCYIIIECTBJICHHSI IPOLIECCa CEPBHCA.

22. MexaHu3M  NpPOBEJEHUS  NEPErOBOPOB  C  KIMEHTaMH IO
NPETeH3MOHHBIM CJIy4yasiM M METOJbl ONpENeICHUs] NPUYMH BO3HUKHOBEHMUS
NpEeTeH3Uil B MpolEecce OpraHu3alli CEepBUCAa B a3pOIOPTY U Ha BO3AYLIHOM
CyJHE.

23. Metoapl pa3pabOTKU M HKCIOIb30BAHUS TUIOBBIX TEXHOJOTMUYECKHX
POLIECCOB.

24. Mertoasl (OpMUPOBAHUS M BHEAPEHUSI KOPIIOPATHBHBIX CTAHIAPTOB U
PErJIaMEeHTOB MPOLECCOB 00CTYKMBaHUSI TOTPEOUTENICH Ha TPAHCTIOPTE.

25. MeToapl B3aMMOJIEUCTBHS C KIMEHTAMH IO OpraHu3aly Ipoiiecca
oOcny>KMBaHMsI TOTpeduTeNneil B chepe rocTenpuiuMCTBa B MPOIIECCE OpraHU3aluN
CepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

26. Metoapl pa3pabOTKM KOMILIEKCA MEPONPHUSATHH MO COOIIOJCHUIO
TpeOOBaHUN TPOU3BOJCTBEHHONW JUCIUIUIMHBI, MO COOJIOJIEHUIO TPaBUI 10
OXpaHe Tpy/a U MOKapHOU 0€30MaCHOCTH MPU OCYIIECTBICHUN TEXHOJIOTUYECKOTO
npolecca B MPoIecce OpraHu3alii CepBrca B a3pONOPTy U Ha BO3IYIITHOM CY/IHE.

27. Mexanu3m  (GopmMupoBaHMs ~Ieded W 3aJad  JIeATeIbHOCTH
noJipa3ieJIeHuI CepBUCHON JEATEIHHOCTU MPEAIPUSITHSL.

28. MexaHu3M NPUMEHEHHS METOJ0B OpraHW3allid IUJIAHUPOBAHUS H
MOHHUTOPHUHTA JICSITEIILHOCTH CEPBUCHON KOMITAHMHM B TPAHCHOPTHOM cdepe U B
cdepe TocTenpUUMCTBa Ha TPAHCIIOPTE.

29. MexaHu3M OpraHU3allMM MX BBIIOJTHEHHS B MPOIECCE OpraHU3AINH
CepBHCa B a3pONOPTY U HA BO3IYIITHOM CYIHE.

30. Metonbl BbIOOpa OpraHU3ANMOHHBIX pelIeHUH Uil (HOPMHUPOBAHUS
CEpBUCHOM cHCTEeMbI 0OCIYy)KMBAHMSI C MCIIOJIb30BAHUEM METOJOB OpraHU3alluu U
YIPABJIEHHUS B IPOLIECCE OPraHU3allMd CEpPBUCA B a’3poINOPTy M Ha BO3LYLIHOM
CyJHE.

31. Auroput™m TPHUHATHS OPTraHU3AIMOHHBIX PEIICHHH 10 Pa3BUTHIO
KIIMEHTYPHBIX OTHOIIEHWW TIPEANPUATHAS TPAHCIOPTHON cdepsl U chepsl
rOCTEPUMMCTBA Ha TPAHCIIOPTE B MPOLECCE OPraHMu3alMi CEPBUCA B a3pONOPTY U
Ha BO3YIIHOM CYJIHE.

32. Metonbl pa3pabOTKU KOMIUIEKCA MEPONPHUATANA TIO0 OpraHU3aIlNH,
IUTAHUPOBAHHUIO U MOHUTOPHUHTY JI€ATEIBHOCTH CEPBUCHOM KOMIIAHUU B IPOLECCE
OpraHu3aly CEpBUCA B a3PONOPTY U HA BO3AYLIHOM CYJHE.

33. MexaHu3M  OpraHM3allMOHHOTO  OOCTYXHBaHUS  aBHAIIMOHHOU
MHPPACTPYKTYphl M OPraHU3alMOHHOIO0 OOECHedYeHUs] MPOoIecca CEPBUCHOTO
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oOCIy’KMBaHMsSI B a’ponopTy MW Ha OOpTy BO3AYIIHOIO CyJHAa B IMpolecce
OpraHu3alyy CEpBUCA B a3PONOPTY U HA BO3AYLIHOM CYJIHE.

34. MexaHu3M OpraHu3allMM W MPOBEACHUS MAapKETUHIOBOTO aHalld3a
NOTPEOHOCTH B CEPBUCHBIX YCIIyraxX B a3pONoOpTy U Ha OOPTY BO3AYIIHOIO CyJHA B
MpoLIecCce OpraHu3alyi CEpPBHUCA B a3PONOPTY U HA BO3AYIIHOM CY/IHE.

35. Mertonbl OpraHM3alMd U YOPABICHHS MMYLIECTBOM a3pONOPTOBOrO
KOMIUJIEKCa M aKTUBAMU CEpPBHUCHBIX MPEINPHUATHI Ha TpaHCHOPTE B Ipoliecce
OpraHu3aly CEpBUCA B a3PONOPTY U HA BO3AYLIHOM CYJHE.

36. Metonbl ompeneneHusi nokazareneil 3PpGEeKTUBHOCTU JEATEIbHOCTH
OpEeNNpusiTUS CepBUCAa B paMKax TPAHCHOPTHOTO KOMILJIEKCa B MPOIEcce
OpraHu3alyy CepBUCa B a3PONOPTY U HA BO3AYLIHOM CYJIHE.

37. KIMeHTOOpUEHTUPOBAHHBIE TEXHOJOTUU B CEPBUCHOM NEATEIHLHOCTH
Ha TPAHCIOPTE B YCIOBUAX B3aUMOJACHCTBUS C MOTPEOUTENSIMU, B TOM YHUCIE
UHTEPHET-TIPOJIBIKEHHSI YCIYT B MPOIECCE OpraHU3allii CEpBUCA B a’pONOPTY U
Ha BO3YLIHOM CYJHE.

Tunosvie cumyayuouHvlie 3a0auus OAs pewleHuss HA NPAKMUYECKUX
3aHAMUAX

Kaxxnas pabouast rpynmna roTOBUT NPE3EHTAIMIO CBOETO PEIICHUS MPOOJIEeMbI
U B X07e 0011eil 1ucKyccu 0O00CHOBBIBAET HEOOXOAMMOCTD €r0 pealn3aluu:

[Ipennoxkute  MeETOABI  OMpejAeNieHHus  Mokazatene  dddexkTuBHOCTU
NEATENBHOCTU MPEATNPUATHS CEpBHCA B PAMKax TPaHCIOPTHOIO KOMIUIEKCA C
yueToM ocobeHHocTel obcnyxuBanus VIP-naccaxxupos B a’3ponopTy ¢ yyacTHEM
KOHKPETHOW CEPBUCHOW KOMITAHUH.

Tema 20. OcHoBHble TpeOOBaHWS K TIEPCOHANY, YYAacTBYIOIIEMY B
00CITy>KMBaHUH MACCAKUPOB HA BO3YIIHOM TPAHCTIOPTE
Ilepeuenv munogvlx 60npoCco8 OJisl YCMHO20 ONpoca

1. OcHoBHBIE  TpeOOBaHHSA, K TIEPCOHANTY, YYaCTBYIOIIEMY B
00CITy>)KUBaHHH TTACCaAKUPOB.
2. HopmatuBHbIEC 1 3aKOHOIATENBHBIE TOKYMEHTHI B 00JIACTH CEpBUCA Ha

BO3IYIITHOM TPAHCTIOPTE MPU 0OCITYKUBAHUU MTaCCAKUPOB.
IIpumepnvie memwvl cooowerul

1. dopMaTbHOCTH B aBUAIMOHHOM OTPACiId, KOTOpPHIE HEOOXOIMMO
3HATh MEPCOHANTY MPHU 0OTYKMBAaHUHU aBUANACCAKUPOB.
2. MexaHu3M BbIOOpA ONTUMAIIBHBIX CIIOCOOOB PEIICHUS 3a7a4 B paMKax

MOCTABJIICHHOW II€JW, UCXOJS W3 JECUCTBYIOIIMX MPABOBBIX HOPM, HWMEIOIIUXCS
PECYPCOB U OTPAHUYECHUN B MPOIECCE OPraHU3AlMKM CEPBUCA B a3pOMNOPTY W Ha
BO3/IYIIIHOM CYJHE.

3. ANTOpUTM BBIOOpA ONTHMAIIBHBIX CIIOCOOOB UX PEIICHUS, HCXOI M3
JNEUCTBYIOIIMX TMPABOBBIX HOPM, HUMEIOIIUXCA PECYpCOB W OrpaHUYEHHUN B
MPOLIECCE OPraHU3alu CEpPBUCA B a3PONOPTY U HA BO3YIIIHOM CYJIHE.

4, MeToabl OCYIIECTBICHUS JI€JIOBOM KOMMYHUKAIMM B YCTHOW U
MUCbMEHHON ¢opMax B MpOIIECCEe OpraHM3alMu CEpPBHCA B a’dpOINOPTy U Ha
BO3/IYIITHOM CYJHE.
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5. MexaHu3M OCYILIECTBIICHUs JEJI0BOM KOMMYHMKAlUUMU B YCTHOH H
MMCBMEHHOM (opMax Ha rocygapcTBeHHOM s3bike Poccuiickoit ®denepanuu B
MpoLiecce OpraHu3ally CEpPBHUCA B a3PONOPTY U HAa BO3AYIIHOM CY/IHE.

6. MexaHu3M OCYLIECTBIICHUS [€JI0BOM KOMMYHHUKAllUM B YCTHOM H
MUCbMEHHOU (hopMax Ha MHOCTPaHHOM (BIX) SI3BIKE (aX) B MpoOllecCe OpraHu3aIuu
CepBHCa B a3pONOPTY U Ha BO3YIIHOM CYIHE.

7. MexaHu3M orpejesieHus 1esled U 3aad yrnpaBieHUs] CTPYKTYpPHBIMU
MO/Ipa3IeNICHUsIMUA NIPEANPUATUN chepbl cepBUca WIH ApYruX chepax, B KOTOPbIX
HEO0OXOIUMO OCYUIECTBJICHUE CEPBUCHOMN AESATENBHOCTU B MPOIECCE OPraHU3alUU
cCepBHCa B a3pONOPTY U Ha BO3YIIIHOM CYIHE.

8. OcCHOBHBIE METOABI M TMPUEMBl I[JIAHUPOBAHUS, OpraHU3aluH,
MOTHBAIIUU U KOOPJIAUHALIUM IESITEIbHOCTH MpeAnpusiTuil (moapasaeneHuit) chepsl
cepBHca WM APYTrux cepax, B KOTOPHIX HEOOXOAUMO OCYIIECTBICHHE CEPBUCHOM
JESTENbHOCTH B MPOLECCE OPraHM3alMU CEpBHCA B a’pONOPTY U HA BO3AYLIHOM
CyJHE.

Q. MexaHu3M OCYHIECTBICHUS KOHTPOJS JAEATEIbHOCTH TMPEANPUITHI
(mompaszaenenuii) chepsl cepBruca WM IPYyrux cepax, B KOTOPbIX HEOOXOAUMO
OCYIIECTBJIICHHE CEPBUCHOM NEATEILHOCTH B IPOIIECCE OpPraHu3allii CepBUCA B
a’pONOPTy U HA BO3AYITHOM CYJIHE.

10. MexaHu3M OLIEHKM KauecTBa OKa3aHMs CEPBUCHBIX YCIyr Ha OCHOBE
KJIIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTUM B IMPOIECCE OpraHM3alMyd CEpBUCA B
a’poIOPTy U HA BO3AYIIHOM CYJHE

11. MeTonpl NpPOABMKEHHS U MPOJAKU CEPBHCHOIO MPOAYKTa, B TOM
YHUCJIE C MOMOIIBIO OH-JIAWH M MHTEPHET TEXHOJOTHIl B IPOLIECCE OpPraHU3aluu
CepBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJHE.

12. Mexanu3sM (GOpMHUPOBAHUS CIICIHATM3UPOBAHHBIX KAaHAJIOB COBITA
CEpPBUCHBIX MPOAYKTOB U YCIYT B MPOLIECCE OPraHU3AMHU CEPBUCA B adPOIOPTY U
Ha BO3JYIIHOM CYJIHE.

13. MexaHu3M OCYIIECTBICHUS TMOUCKA U TPUMEHEHHUS HEOOXOIUMO
HOPMAaTHMBHO-TIPABOBOM  JIOKYMEHTAllUM JJI1  JIEATEJIBHOCTH B  W30paHHOM
npodeccuoHaIbHON cdepe B Mpolecce OpraHu3aluu CepBUCa B adpONoOpTy M Ha
BO3JIYILIHOM CYJIHE.

14, Mexanu3M coOrofeHUs 3aKoHOAaTenbcTBa Poccmiickoit denepanun
O MPEOCTABICEHUH YCIYT B IPOLIECCE OPraHM3alMU CEpPBUCA B a3pOIOPTY U HA
BO3JIYILIHOM CYJIHE.

15. Mexanu3zm oOecrniedeHusi AOKYMEHTOOOOpOTa B COOTBETCTBHHM C
HOPMAaTHBHBIMHA TPEOOBaHMUSIMHU B IPOLIECCE OPraHU3alliHd CEPBUCA B adPOIOPTY U
Ha BO3YIIHOM CYJIHE.

16. Mexaam3m coOmtofeHus TpeboBaHWN Oe30macHOro 00CTyKUBaHMUS,
OXpaHbl TPyJa W TEXHHKM O€30IaCHOCTH B MPOLECCE OpraHU3allid CEepBUCA B
a’pONoOPTy U HA BO3AYLUIHOM CYJHE.

17. Mexanu3M coOMIOJEHUS MOJ0KEHUSI HOPMATHUBHO - MPABOBBIX AKTOB,
PETrYIHMPYIOLMX OXpaHy TPyJa U TEXHUKY 0€30MacHOCTH B MPOLIECCE OpraHU3aluu
cepBHCa B a3pONOPTY U HAa BO3IYILIIHOM CYZIHE.
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18. MexanusMm pa3pabOTKH CHUCTEMBbI KJIMEHTCKMX OTHOLICHUH U
OpraHu3aluu Mporecca oO0CTyKMBaHUSI MOTpPEOUTENIe HAa OCHOBE MPUMEHEHUS
3aKOHO/ATENIbHBIX aKTOB W MPABOBBIX HOPM B MPOIECCE OpraHU3alluu CEpBHUCA B
a’pOIOPTy U HA BO3YIIITHOM CYJIHE.

19. MexaHu3M COBEPIICHCTBOBAHUS CUCTEMbl KJIMEHTCKUX OTHOILICHHUU B
CEpPBUCHOM JESATEILHOCTH Ha TPAHCIOPTE C HCMOJIb30BAaHUEM WHTEPHET-
TEXHOJIOTMH B TIPOILIECCE OpPraHU3alMi CEpBUCAa B a’pOIOPTy U Ha BO3IYIIHOM
CyJHE.

20. Mexanu3zM BbIOOpa MaTepHaIbHBIX PECYpCcOB, OOOPYAOBAHMS IS
OCYIIECTBIICHHS TIpollecca CepBuca.

21. MexaHu3M  TNPOBEACHUS  TEPEroBOPOB €  KIHMEHTAMU  TIO
NPETCH3UOHHBIM CIIydastM ¥ METOJbl OMNpPENCNICHHs] TPUYUH BO3HUKHOBEHUS
NpEeTeH3U B MPOIIECCE OpraHu3allud CEpPBHUCA B adpOMOPTY M HA BO3IYIIHOM
CyJHE.

22. Metonpl pa3pabOTKU M HWCIOJB30BAaHUS THUIIOBBIX TEXHOJIOTHUYECKUX
IIPOIIECCOB.

23.  Metonpl hopMUpOBaHUS U BHEAPECHUS KOPTIOPATUBHBIX CTAHAAPTOB U
PErIaMeHTOB MIPOIIECCOB 0OCITYKUBAaHUS TTOTPEOUTENICH Ha TpaHCTIOPTE.

24.  Metonpl B3aMMOJICHCTBUS C KIMEHTAMH [0 OpraHU3aIlMu Mpoliecca
o0cITy>)KuBaHMs MOTpeOUTENIEH B chepe roCTeNPUUMCTBA B TIPOLIECCE OPTaHU3aAINH
CepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

25. Meronpl pa3pabOTKM KOMIUIEKCA MEPONPHUATHNA IO COOIOJIEHUIO
TpeOOBaHUN TPOU3BOJCTBEHHOW JUCIUIUIMHBI, MO COOJIOJIEHUIO TPaBUI 10
OXpaHe Tpy/a U MOXKapHOU 0€30MaCHOCTH MPH OCYIIECTBICHUH TEXHOJIOTHUYECKOTO
npolecca B MPolecce OpraHu3aliii CepBrca B a3pONOPTy U Ha BO3IYIITHOM CY/IHE.

26. Mexaausm  (GopMupoBaHMS ~Leed W 3amad  JIeATEIbHOCTH
MOJIPa3CIICHU CEPBUCHOM NEATEIBHOCTH MPEATPUATHUA.

27. MexaHu3M TPUMEHEHUS METOJIOB OpraHU3alMM IUIAHUPOBAHUS U
MOHHUTOPHUHTA JIESITEIILHOCTU CEPBUCHON KOMITAHMHM B TPaHCHOPTHOM cdepe U B
cdepe TocTenpuUMCTBa Ha TPAHCIIOPTE.

28. MexaHu3M OpraHu3alliy WX BBIMOJHEHUS B MPOIIECCE OpPTaHU3AIuU
CepBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJHE.

29. Meronpl BbIOOpa OpPraHU3AIMOHHBIX pEIICHUN 1Js (opMUpOBaHHS
CEPBHUCHOW CHCTEMBbI OOCIYKHBAaHUS C MCIOIH30BAHUEM METOJIOB OPTraHU3aIi U
yOpaBJ€HUs B IMPOLECCE OpraHu3allid CEpPBHUCA B a’3pONOPTY M HA BO3AYLIHOM
CyJHE.

30. AJTOpPUTM TPUHATHS OPTAHU3AIMOHHBIX PENICHUH 10 Pa3BUTHIO
KIIMEHTYPHBIX OTHOIIEHUW TIPEANPUATHAS TPAHCIOPTHOM cdepsl U chepsl
roCTEeNPUUMCTBA HA TPAHCIIOPTE B MPOIECCE OPraHU3alMU CEPBUCA B a3PONOPTY U
Ha BO3AYLIHOM CYJIHE.

31. Meroasl pa3pabOTKH KOMIUIEKCA MEPONPHUSITHA 10 OpTaHHU3alldH,
IJIAHUPOBAHUIO M1 MOHUTOPUHTY JEATEILHOCTH CEPBUCHON KOMIIAHUM B MPOIIECCE
OpraHu3aluy CepBHCa B a3POIOPTY U HA BO3JIYIIIHOM CYJIHE.
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32. MexaHu3M  OpraHM3allMOHHOIO  OOCIY’)KMBaHHUA  aBHAILIMOHHOMN
MH(QPACTPYKTYphl U OPraHU3allMOHHOIO OO0ECHEeYEeHMs] MpOLEecca CEPBUCHOIO
oOCIIy’)KMBaHMsI B adpoNoOpTy M Ha OOpTy BO3AYIIHOIO CyIHa B IIPOLECCE
OpPraHM3ALMU CEPBHCA B a9PONOPTY U HA BO3AYLIHOM CYyJIHE.

33. MexaHu3M OpraHM3ald U NPOBEJECHUS MapKETHHTOBOTO aHalIM3a
MOTPEOHOCTH B CEPBUCHBIX YCIIyraxX B a3pONoOpTy U Ha OOPTY BO3AYLIHOTO CyJHA B
IIPOLIECCE OPraHU3alluu CEPBUCA B a3POMOPTY U HA BO3AYIIHOM CYJIHE.

34. Meroabl opraHu3alyyd M YIpaBiI€HUS HMYIIECTBOM a’pONOpPTOBOIO
KOMIUJIEKCAa M aKTUBAaMU CEpPBHUCHBIX MPEINPHUATHI Ha TpaHCHOPTE B Ipoliecce
OpraHM3ALMU CEPBHCA B a9PONOPTY U HAa BO3AYIIHOM CYJHE.

35. Meroasl onpeneneHusi nokaszareneid 3Q(PEKTUBHOCTH NESITEIbHOCTH
OpEeNNpusiTUsS CepBUCAa B paMKax TPaHCHOPTHOrO KOMIUIEKCa B Ipolecce
OpraHM3aLMU CEPBHCA B a9PONOPTY U HAa BO3AYIIHOM CYJHE.

36. KumeHTOOpHEHTHpPOBaHHBIE TEXHOJOTUU B CEPBUCHOM JESITEIbHOCTH
Ha TPAHCIOPTE B YCIOBUAX B3aUMOJCHCTBHUS C MOTPEOUTENSIMU, B TOM YHUCIE
UHTEPHET-TIPOJIBIKEHHSI YCIYT B MPOIECCE OpraHU3allMi CEpBHUCA B a’pOIOPTy U
Ha BO3YLIHOM CYJTHE.

Tunosvie cumyayuonHvlie 3a0auus Oas pewleHuss HA NPAKMUYEcKUx
3aHAMUAX

Kaxxnas pabouast rpynmna roTOBUT NPE3EHTAIMIO CBOETO PEIICHUS MPOOJIeMbI
U B X0J1e o011el [ucKkyccuu 000CHOBBIBAET HEOOXOAUMOCTh €0 pealn3aliu:

[Ipennoxure MeTOAbl OpPraHM3allUd W YNPaBIE€HHS  HMYILECTBOM
a’pONOPTOBOr0 KOMILIEKCA U aKTUBAMHU CEPBUCHBIX MPEANPUATHN Ha TPAHCIOPTE
C YyY4E€TOM OCHOBHBIX TPEOOBaHUM, K IEPCOHAIY, YUYACTBYIOIIEMY B OOCITYKHUBaHUU
[aCCaKUPOB C yYaCTHEM KOHKPETHOW CEpBUCHON KOMIIaHUH.

IIpumepHbIii epeyeHb BOMPOCOB K IK3aMeHY /Il IPOBedeHusl
NMPOMEKYTOYHOM aTTeCTAIMHU MO JMCHUIINHEe «OpraHu3amnus cepBHuca B
a3pPOMNOPTY M HA BO3AYUIHOM CY/JAHE»

1. Henp, 3amaun, 0OBEKT U MPEAMET Kypca, pe3ysbTaTbl OOyYEHHS U
dbopMupyembie KOMIIETEHIIUU, (HOPMBI KOHTPOJS 3HAHWW, YMEHHH W HABBIKOB
00yJarOmNUXCSOB.

2. OcHoBHbIe TOHATHA Kypca. COCTOSHHE COBPEMEHHOTO aBUAPBIHKA.

3. CoBpemenHoe coctostnue cdepsl ycayr B Poccun. OcHOBHBIC
TEHACHIIMN pa3BUTHs c(hepbl CEepBUCAa HAa TPAHCIIOPTE HA COBPEMEHHOM IJTarle
pa3BUTHUA OOIIECTBA.

4, Mexann3M BbIOOpA ONMTUMAJIBHBIX CIIOCOOOB PEIICHUS 3a7a4 B paMKax
MOCTABJIICHHOW II€NIA, MCXOMASl W3 JACHCTBYIOIIMX MPABOBHIX HOPM, HMEIOITUXCS
PECYPCOB M OrpaHUYEHUI B MPOLIECCE OpraHU3alMy CepBHCAa B a’pPOINOPTy U Ha
BO3JIYLITHOM CYJIHE.

d. AJTOpUTM BBIOOpA ONTHUMAJIBHBIX CIIOCOOOB UX PEIICHUS, UCXOs U3
JEUCTBYIOIINX TPABOBBIX HOPM, HWMEIOIIMXCS PECYPCOB W OTPAaHUYCHHH B
MpoIIecCe OpraHu3allii CepBHCa B a3pONOPTY U HA BO3AYLUIHOM CY/IHE.
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6. Metonsl OCYLIECTBICHUS JEJI0BOM KOMMYHMKAIIUM B YCTHOM H
MMCBMEHHOM (opMax B MpOIECCE OpraHU3allMd CEepBHCAa B a’poONOpPTy M Ha
BO3IYIIIHOM CYJIHE.

7. MexaHu3M OCYLIECTBIICHUs IEJI0BOM KOMMYHUKAllUM B YCTHOH H
MMCbMEHHOM (opMax Ha rocygapcTBeHHOM s3bike Poccuiickoit ®denepanuu B
MpoLIecCe OpraHu3alyi CEPBUCA B a3PONOPTY U HAa BO3AYIIHOM CY/IHE.

8. MexaHu3M OCYLIECTBIICHUS [€JI0BOM KOMMYHHUKAllUM B YCTHOM H
MUCbMEHHOU (hopMax Ha MHOCTPAaHHOM (BIX) SI3bIKE (aX) B MPOIIECCE OpraHU3aIuu
CepBHCa B a3pONOPTY U Ha BO3YIIHOM CYIHE.

9. MexaHu3M orpejesieHus 1esied U 3aad yrnpaBieHUs] CTPYKTYPHBIMU
noJipa3fejeHUsIMU IPEINPUATUHI cPepbl cepBUca WU APYTUX cdepax, B KOTOPbIX
HEO0OXOJIMMO OCYIIECTBJICHHE CEPBUCHOM AESTENBHOCTH B MPOILECCE OPraHU3aLUuU
CepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

10. OcHoBHBIE MeTOABI M TMPUEMbl I[JAHUPOBAHUS, OpraHU3aluH,
MOTHBAIIUU U KOOPJIUHALIUU IESITEIbHOCTH MPEeANpUiTUil (roapasaeneHuit) chepsl
cepBHca WIH APYTrux cepax, B KOTOPHIX HEOOXOAUMO OCYIIECTBICHHE CEPBUCHOM
JESTEIBHOCTH B MPOIECCE OPTaHM3aIlMU CEpBHCA B a’pONOPTY U HA BO3AYIIHOM
CyZIHE.

11. MexaHu3M OCYUIECTBICHUS KOHTPOJS NEATEIbHOCTH MPEANpPUSITHI
(mompaszaenennii) chepsl cepBruca WM IPYyrux cepax, B KOTOPHIX HEOOXOAUMO
OCYIIECTBJIICHHE CEPBUCHOM NEATEIBHOCTH B IPOLIECCE OPraHM3alMy CEpBHCA B
a’poNOPTy U HA BO3JYLIHOM CYJHE.

12. MexaHu3M OIIEHKM KauecTBa OKa3aHUS CEPBUCHBIX YCIYI Ha OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHM B IIPOLECCE OpraHM3alMy CepBHCAa B
a’poONOPTy U HA BO3AYLIHOM CYJHE

13.  Meronpl NpOABMKEHHUS M TPOAAKU CEPBUCHOTO MPOAYKTA, B TOM
YKCJIE C TIOMOUIBI0 OH-JIAWH M MHTEPHET TEXHOJOTHH B IPOILECCE OpraHU3alun
CepBHCa B a3pONOPTY U HAa BO3YIIHOM CYZAHE.

14. Mexanu3sm (GopMUpPOBaHUS CHEIUATU3UPOBAHHBIX KaHAJIOB cOBITaA
CEPBHUCHBIX MPOAYKTOB U YCIIYI B IIPOLIECCE OPraHU3alMKU CEPBUCA B a3pONOPTY U
Ha BO3JYIIHOM CYJIHE.

15. MexaHu3M OCYHIECTBICHHS] TMOWCKA U MNPUMEHEHHS HEOOXOIUMOU
HOPMATHUBHO-IIPABOBOM  JOKYMEHTAIlMM JJs  JACATEIbHOCTH B  U30paHHOMN
npodeccuoHaIbHON cdepe B Mpoliecce OpraHu3aluu CepBUCa B adpONOPTYy M Ha
BO3JIYILIHOM CYJIHE.

16. MexaHu3M coOrofeHUs 3aKOoHOAaTenbCcTBa Poccuiickoit deneparnun
O MPEJOCTABIEHUH YCIYTI B IPOLIECCE OPraHM3alMU CEpBUCA B a’3poOIOPTy U Ha
BO3IYILIHOM CYJIHE.

17. Mexanu3sMm oOecrniedeHUs: AOKYMEHTOOOOpOTa B COOTBETCTBHHM C
HOPMAaTHBHBIMHA TPEOOBaHHUSIMHU B IPOLECCE OPraHU3allUH CEPBUCA B adPOIOPTY U
Ha BO3yILIHOM CYJIHE.

18. Mexanu3m pa3pabOTKH CHCTEMBbl KJIMEHTCKMX OTHOIICHUW U
opraHu3aluy Iporecca oOCIyKHBAHHMS NOTPEOUTENE Ha OCHOBE NPUMEHEHHUS
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3aKOHOJATEIBHBIX aKTOB W MPABOBBIX HOPM B MPOIECCE OpraHU3aIMK CEpPBUCA B
a’pOTOPTY M HA BO3AYIITHOM CYJIHE.

19. MexaHu3M COBEPIICHCTBOBAHUS CUCTEMBI KIIMEHTCKUX OTHOIICHUW B
CEpPBUCHOM JCATCIIBHOCTH HAa TPAHCIOPTE C HWCIOJB30BAaHUEM HMHTCPHET-
TEXHOJIOTUH B TIPOIIECCE OPTaHM3aIlMU CEpPBHCAa B a’pONOPTy U Ha BO3AYIITHOM
CyJHE.

20. KimeHTOOpHEeHTHPOBaHHBIC TEXHOJOTUHU B CEPBHUCHOHN JESITCIHHOCTH
Ha TPAHCIOPTE B YCIOBHSIX B3aUMOJCHCTBHUS C TMOTPEOUTEIIIMH, B TOM YHCIIC
WHTEPHET-TIPOIBIKCHUS YCIYT B MPOIECCE OpPraHU3aIlK CEPBHCA B adPOIOPTY U
Ha BO3YITHOM CYJIHE.

21. MexaHusM BbIOOpa MaTEpUANIBHBIX PECYpPCOB, OOOPYIOBaHUS IS
OCYIIICCTBIICHHSI TIPOIIECCa CEPBHCA.

22. MexaHu3M  TPOBEICHHUS  IEPETOBOPOB €  KIMEHTAMU  TIO
NPETCH3UOHHBIM CJIy4asiM M METOJbI ONPEICICHUS TNPUYNH BO3HUKHOBCHHS
NPETCH3UI B TPOIECCEe OpraHu3alMk CEpPBUCAa B a’3pONOPTy W HA BO3JYIITHOM
CyJHE.

23. Meroapl pa3pabOTKH W KMCIOJIb30BAHMS THUITOBBIX TEXHOJIOTHYCCKUX
IIPOIIECCOB.

24. Meronapl GOopMUPOBAHUS U BHEAPCHHSI KOPIIOPATUBHBIX CTAHIAPTOB U
PETJIaMEHTOB TIPOIIECCOB 00CITY)KMBaHUS TTOTPEOUTEIICH HAa TPAHCTIOPTE.

25. Meroapl B3aMMOJCHCTBHUSL C KIMEHTAMU 10 OpraHU3alldy Ipolecca
oOcy>KMBaHMsI TOTpeduTeNeil B cepe rocTenpUUMCTBa B MPOIIECCE OpraHU3alNN
CepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

26. Metonpl pa3pabOTKH KOMILIEKCA MEPONPHUSATUH TIO0 COOJIOICHUIO
TpeOOBaHUN TPOW3BOJCTBEHHONW JUCIUIUIMHBI, MO COOJIOJIEHUIO TPaBUI IO
OXpaHe Tpy/a U MOXKapHOU 0€30MaCHOCTH MPU OCYIIECTBICHUN TEXHOJIOTUYECKOTO
mpoliecca B MPoIecce OPraHu3alii CepBHCa B a3pONOPTY U Ha BO3IYIITHOM CYJTHE.

27. Mexaausm  (dopMupoBaHMS ~LeJled W 3amad  JIeATEIbHOCTH
MOJIPa3CIICHU CEPBUCHOU NEATEIBHOCTH MPEATPUITHUA.

28. MexaHu3M TPUMEHEHUS METOJIOB OpraHU3allMM IUIAHUPOBAHUS U
MOHUTOPHUHTA JCSATEIBHOCTH CEPBUCHON KOMITAHWHM B TPAHCIOPTHOH cdepe U B
cdepe ToCTenpUUMCTBa Ha TPAHCIIOPTE.

29. MexaHu3M OpraHM3alliy WX BBIMOJHEHUS B MPOIIECCE OpPTaHU3AIuU
CepBHCa B a3PONOPTY U HAa BO3IYIITHOM CYIHE.

30. Meroasl BBIOOpa OPraHU3AIMOHHBIX pPEIICHUN NJs (OopMUPOBAHHS
CEPBHUCHOW CHCTEMBI OOCITYKMBAHUS C MCIIOIH30BAHUEM METOJIOB OPTraHU3aINi U
VIOpPaBJICHUS B TPOIIECCE OpPraHU3alMKA CEPBUCA B adpPOMOPTY M HA BO3IYITHOM
CyJHE.

31. AnTOpUTM TPUHATHS OPTAHU3AIMOHHBIX PEHICHUH M0 Pa3BUTHIO
KIIMEHTYPHBIX OTHOIIEHUW TIPEANPUATHAS TPAHCIOPTHON cdepsl U chepsl
TOCTEIPUUMCTBA Ha TPAHCIIOPTE B MPOIECCE OPTaHMU3AIMHN CEPBUCA B a3POTIOPTY U
Ha BO3YIIHOM CYJIHE.
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32. Meroasl pa3pabOTKU KOMILUIEKCA MEpPONPUITHA IO OpraHu3aluu,
IUTAHUPOBAHUIO U MOHUTOPUHTY ACSITEIFHOCTH CEPBUCHON KOMIIAHMU B TIPOIECCE
OpraHu3alyy CEpBUCA B a3PONOPTY U HA BO3AYLIHOM CYJHE.

33. MexaHusM  OpraHM3allMOHHOIO  OOCIIY)KMBaHHUA  aBHALIMOHHOMN
UHPPACTPYKTYpPHl M OPTaHU3alMOHHOTO O00ECMeYeHHus IMpolecca CEPBUCHOTO
oOCIy’KMBaHMSI B a’ponopTy MU Ha OOpTy BO3IAYIIHOIO CyJHAa B Ipolecce
OpraHu3alyy CepBUCa B a3PONOPTY U HA BO3AYLIHOM CYJIHE.

34. MexaHu3M OpraHM3ald W TPOBEJIECHUS MapKETHMHTOBOTO aHaIHM3a
MOTPEOHOCTH B CEPBUCHBIX YCIyrax B a’dponopTy ¥ Ha OOPTY BO3AYLIHOTO CyJlHA B
IpolLecce OpraHu3alliy CEpBUCA B a3POIOPTY U HA BO3IYIIHOM CYJIHE.

35. Mertoapl OpraHu3alvyd W yNpPaBICHUS HWMYIIECTBOM a’pOMOPTOBOTO
KOMIUIEKCa M aKTHMBAMH CEPBUCHBIX TPEINPUATHN Ha TPaHCIOpPTE B MpOIECcCe
OpraHu3alyy CepBUCa B a3POIOPTY U HA BO3AYIIHOM CYJIHE.

36. Meroasl omnpeneneHusi nokaszarened 3Q(PEKTUBHOCTH NESITEIbHOCTH
NpeINpUATHS CEpPBHCA B paMKax TPAHCIOPTHOTO KOMIUIEKCA B TMPOIECcCe
OpraHu3alliy CepBUCa B adPONOPTY U HA BO3AYLIHOM CY/HE.

37. CoBpeMeHHBIE  TEXHOJOTHUECKHE HOBAIlMM H  COBPEMEHHOE
nporpaMMHoe obecrieueHrne B cepe OpraHusaliii CepBHCa B adpoNopTy U Ha
BO3/yILIHOM CYJTHE.

38. TexHonoruu mpolecca cepBHCca Ha BO3AYUIHOM TpaHCIOpPTE W
O0COOEHHOCTH Pa3BUTHUSL CHUCTEMbl KIIMEHTCKUX OTHOIICHHH C y4eToM TpeOOBaHMI
NoTpeOUTeNIi Ha CEPBUCHBIX MPEANPUATUIX aBUATpPAHCIOpPTa B MPOIECCE
OpraHu3alliy CepBUCa B adPOMOPTY U HA BO3AYLIHOM CY/IHE.

39.  OcHoBbI 0€30MacHOCTH OOCITY)KMBaHHS TOTpeOUTeNeld U CoOroeHNe
TpeOOBaHUN 3aMHTEPECOBAHHBIX CTOPOH HA OCHOBAHMM BBINOJIHEHUS HOPM H
NpaBWJI OXPaHbl TPyJa MU TEXHUKH OE30MAaCHOCTH HAa CEPBUCHBIX MPEANPUATHIX
aBUATPAHCIIOPTA B MPOIECCE OPraHU3aIMU CEPBUCA B adPOIOPTY U HA BO3IYIIHOM
CyJIHE.

40. OcHOBBI TPENOCTABICHHUS YCIYT HAa CEPBUCHBIX MPEINPHUITUIX
aBUATPAHCIIOPTAa, MHTEPHET-TIPOJABMIKEHUS yCIyT OpraHu3anuii ceprl cepBuca Ha
TPAHCIIOPTE B YCJIOBHUSX B3aUMOACHCTBHUS C MOTPEOUTENSIMHU, 3HAThb OCHOBBI
OpraHu3aluy Ipouecca OO0CITyKUBaHUS NOTpeOUTeNe Ha OCHOBE NPUMEHEHHS
3aKOHOJIATEIHHBIX aKTOB U TIPABOBBIX HOPM B a3pOIOPTY U HA BO3YIIHOM CYJIHE.

41. TexHonoruu OOCIYXMBAaHUS C YYETOM 3aIPOCOB MOTPEOUTENECH U C
WCIIOJIb30BAaHUEM  KIIMEHTOOPUCHTUPOBAHHBIX  TEXHOJOTHA HA  CEPBHUCHBIX
MPEANPUATHIX aBUATPAHCTIOPTA.

42.  OcHOBBI (hOpMUPOBAHUS ¥ BHEIPEHUS KOPTIOPATUBHBIX CTAaHAAPTOB U
pEerJamMeHToOB MPOIECCOB  OOCIYXHBaHHUS MOTpeOUTENel U COOTBETCTBHS
CTaH/JapTaM KauecTBa Ha CEPBUCHBIX MPEANPUIATHSIX aBUATPAHCIIOPTA

43. Ponp m 3HaUYeHWE cepBHCA Ha BO3AYIIHOM TpaHcmopre. CyIIHOCTH
cepBHCa Ha BO3AYIIHOM TPAHCIIOPTE.

44, DxoHOMHMYECKash CYIIHOCTh CEpBHCAa Ha BO3JIYIITHOM TpPaHCIIOPTE.
CoBpemenHble TpeOOBaHUS K CEPBUCY Ha BO3AYIIHOM TPAHCIIOPTE.
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45. OcHOBBI UCCJENOBAHMS PBIHKA, OpTraHU3aluud MpPOAAXH H
NPOJBMKEHHUE  CEPBUCHBIX  MPOAYKTOB HA  CEPBUCHBIX  NPEANPUATHUAX
aBUATpaHCIOpPTA.

46. OpraHu3alMOHHOE obecrnieueHue npoiiecca CEpPBUCHOTO
oOCNy’KMBaHMsI, TUIAHUPOBAHUS U MOHUTOPUHIA JIESITEIIbHOCTU CEPBUCHOMU
KOMITaHUU B cpepe TpaHcHopTa.

47. udpoBoil MOHUTOPUHI W YNPABIECHUE COCTOSHHEM TPAHCHOPTHOMN
UH(PACTPYKTYPHI.

48. HopmatuBHO-mIpaBoBasi 0aza B cdepe BO3AYIIHOIO TpPAHCIOPTA.
HopmartusHo-nipaBoBas 6a3a B cepe CepBUCHON NEATEILHOCTH Ha BO3AYILIHOM
TpaHCIIOPTE.

49.  PykoBogsumne gokyMmeHthbl opranuzanuiit UKAO u MATA B obGnactu
00CTy’>KMBaHMSI TACCAKUPOB.

50. 3akoHopatenbcTBO P® B o00jacTé OOCHTYXKHUBaHHUS MACCAXKUPOB.
Ycayru B chepe BO3AyIIHOTO TPAHCIIOPTA.

51. Knaccuduxamuss ycayr B adpomnopTy. OpranHuzanms yciayr B
a’ponopry.

52. OcHOBHBIE TpeOOBaHUS K MPEIOCTABICHUIO YCIYr MaccakupaMm B
a’ponopry.

53.  OcHOBBI OpraHu3aly KOHTAKTHOW 30HBI CEPBUCHBIX MPEANPUITHI Ha
BO3AYLIHOM TPaHCIIOPTE.

54. Mexanusm paboTbl B KOHTakTHOM 30HE C IOTpeOUTENEM,
KOHCYJIbTHUPOBAHMsI, COIJIaCOBaHUS BHJa, (OpMBI M Mpolecca cepBuUca IpH
OpraHM3alUU PEeKIIaMallMOHHOM pab0Thl Ha CEPBUCHBIX MPEINPUATHIX B MIPOLECCE
OpraHM3alUY CEPBHCA B a3POINOPTY U HA BO3AYIIHOM CYJIHE.

55. Tlonatue HeaBHAIIMOHHOMN JeATEILHOCTU. [lOoHATHE HeEaBUAIIMOHHOU
CEPBUCHOM JIEATEIBHOCTH B a3pPOIIOPTOBOM KOMILIEKCE.

56. OpraHuzanus HEaBUAIIMOHHOM JESITETbHOCTH aspormopra.
Oco0eHHOCTH OpraHu3allii HEaBUAIIMOHHOMN JESTEIHHOCTH adponopTa.
57.  OcobenHoctH OpraHu3aIuu HEaBUAIMOHHOM CEpPBHUCHOM

NEATENBHOCTU B a3PONIOPTOBOM KOMILIEKCE.

58. Tlomsitme cepBHCHOW KoMIaHuu. HampaBieHUsT B3aWMOJICHCTBHS
a’poIIopTa U CEPBUCHON KOMITAaHUM.

59. IIpaBoBBIE MHCTPYMEHTHI B3aUMOJCHCTBHUSI a’pOMOPTa U CEPBUCHOU
KOMIIaHUHU.

60. JloroBopHBIC OTHOIICHHS MEXIY a’poOloOpTOM H  CEPBUCHOU
KOMIIaHHEM.

61. JloroBop apeHnbl. JJoroBop KOHIIECCHH.

62. IludpoBuzanus T0KyMEHTOOOOPOTA TPAHCIIOPTHBIX MEPEBO30K.

63. VYcuyrm maccaxkupam. YCIyru maccakupaMm Ha OOpTYy BO3IYIIHOTO
CyJHa.

64. CepBuCHbIE KOMITAHWH, OKA3BIBAIOIIHNE YCIYyTHU TAcCaXHpaMm B cdepe
BO3AYIIHOTO TPAHCIIOPTA.
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65. Knaccudukamus yciyr, OKa3bIBa€MbIX NAcCaXUpaMm B a3poNOpPTYy.
Krnaccuduxanus yciyr, 0ka3plBa€MbIX HaccaXupaMm Ha 0OpTy BO3AYLIHOTO Cy/IHA.

66. TpebOoBaHus K yciyram, IOpeaoCTaBISIEMbIM Ha OOpPTYy BO3YIIHOTO
CyJHa.

67. Opranu3zalMOHHO-(YHKIMOHAIbHAS CTPYKTYpa aBUANPEANPUATHS MO
OKa3aHUIO YCIYT MACCaXKUPAM.

68. Cnyxba cepBuca B  ajdponoptoBoM  Komiuiekce.  Cmyx0a
OOpPTHPOBOAHUKOB, Kak oOfHAa M3 (opM 0OCIyKMBaHUS MacCaXUPOB HAa OOPTY
BO3IYIIIHOTO CYy/HA.

69. OOcnyxuBarouue MOApa3JCICHUs] MPOU3BOJACTBEHHOM  CIYKOBI
cepBuca B cepe BO3AYLIHOTO TPAHCIIOPTA.

70.  TlonaTtue UHPOPMALIMOHHO-CIPABOYHOTO OOCTY>KUBAHUS KITUEHTOB.

71.  Ponb mHGOPMALIMOHHOTO OOCITY>KMBAHHS, KaK OJHOTO U3 AJIEMEHTOB
CEPBUCHOM JEATEIbHOCTH Ha BO31YIIIHOM TPAHCIIOPTE.

72. Buasl uHGOPMAIMOHHOTO  OOCHYXXMBaHHS  a’pornopta. Bujsl
MH(GOPMAIIMOHHOTO 00CITY>)KHBaHUSI B aBUAKOMIIAHUU.

73. CepBuCHBIE KOMITAHUH, OKa3bIBAIOIINE UH(POPMAIIMOHHO-CIIPABOYHBIE
yCIIyTH Maccakupam B cepe BO3IYIIHOTO TPaHCTIOPTa.

74.  OcHOBBI AMBEPCUPUKALIMKN CEPBUCHOMN NESITEIILHOCTH B COOTBETCTBUU
C OTHOKYJIbTYPHBIMH, HCTOPUYECKHMMH M PEJIUTMO3HBIMU TPAAULUIMHU TPU
pa3pabOTKe HOBBIX YCIYT [JIsi KJIMEHTOB aBUANPEANPUATANA Ha CEPBUCHBIX
NPEINPUSATUSX B MPOIECCE OPraHU3alMKM CEPBUCA B a3pOMOPTY M HA BO3IYIIHOM
CyJIHE.

75. TpancnopTHOE TUTAHUPOBAHKE U TPAHCTIOPTHOE MOJIEITHPOBAHUE.

76.  CepBuCHBIE KOMITAHUH, OKa3bIBAIONINE UH(POPMAIIMOHHO-CIIPABOYHBIE
yCIIyTH Maccakupam B cepe BO3IYIIHOTO TPAaHCTIOPTa.

77. OcHOBBI quBepcU(PUKAIIUN CEPBUCHON JEATEILHOCTH B COOTBETCTBUU
C OTHOKYJIBTYPHBIMH, HCTOPUYECKHUMH ¢ PEIUTHO3HBIMU TPATUIUSAMU TIPH
pa3pabOTKe HOBBIX YCIYT [JIs KJIUEHTOB AaBUANPEANPUATANA HaA CEPBUCHBIX
NPEINPUATUAX B MPOIECCe OPraHU3allli CEpBUCA B a3pONOPTY U HA BO3AYITHOM
CyJHE.

78. llomatue o0coObIX Kareropuii maccaxxupoB. OcobOble KaTeropuu
[IACCAXXUPOB Ha BO3JIYIIIHOM TPAHCIIOPTE.

79. OOcnyxuBaHWE HE COMPOBOXKIAaeMbIX gneredl. OOciay)XuBaHUE
MOXKUWIIBIX JTt07iel. OOCITy>)KMBaHUE JIFO/IEH ¢ OTPaHUYEHHOMN MOBMKHOCTBIO U T.J.

80. MHcropus pa3BuTHs opraHu3anuu OopToBoro muTaHus. OpraHuzanus
OOpPTOBOrO MUTAHUS B MPEANOJICTHON 30HE.

81l. Opranmzarys OOPTOBOTO MUTAaHKS HA OOPTY BO3IYITHOTO Cy/IHA.

82. OcHoBHBIE cepTHUPUKAMOHHBIE TpPEeOOBAHUSA, TPEIBSIBISIEMbIE K
OpraHu3alysM, OCYIIECTBISIOMNM AESATENbHOCTD 1O MPEAOCTABIECHUI0 OOPTOBOrO
MUTaHUs. OOPTOBOTO MUTAHMSL.

83. TIlonstme r1n00aIbHBIX aBUAATBSHCOB. [IpUYMHBI BO3HUKHOBEHUS
r100aJbHBIX aBHAATBSHCOB.

84. 3amaum, cTosmue Nepea riI00aTbHBIMUA aBHAATbSTHCAMH.
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85. VYciuyru aBuakoOMIIaHW#, COCTOSIIIMX B TIJIOOATbHBIX aBHAIMOHHBIX
aJbSHCAX.

86. Ilomstue MpEeICTAaBUTENIbCTBA aBHAKOMITAHHH. OyHKIHN
MPEICTAaBUTENbCTBA ABUAKOMITAHUH.

87. CrpykTypa TmpeACTaBUTENbCTBA aBUAKoMMNaHuHM. MHocTpaHHOE
MPEICTABUTENHCTBO aBHAKOMITAHUH.

88. IlonsTe u 3amauuM pekJaMalMOHHOW paboThl Ha BO3AYILIHOM
TpaHCIIOpTe.

89. CepBucHas [€ATEIbHOCTh MO OKa3aHUIO pPEKJIaMalMOHHBIX YCIYT
naccaxupam B cpepe BO3AYIIHOTO TPAHCIIOPTA.

90. Opranuzanus JesSTEIBHOCTH aBHAKOMITAHUN B 00JIACTH peKIaMaIuii 1
&Kaso0 MmaccaxupoB.

91. Ponp mpencTaBUTENbCTBA aBHAKOMIIAHUU W CIIY)XObI peKIaMalid B
o0ecrnedeHn KadecTBa 00CITyKUBaHUS MTACCAKHUPOB.

92. TlomsTHE «IOYKOCT» — aBHaKOMIaHuid. Mojnenr OW3Heca JOYyKOCT-
ABUAKOMITAaHUM.

93. Opranuzanust  OOCIYXHBaHUS  MAcCCaXXUPOB B  JOYKOCT  —
aBUAKOMITaHHSX.

94. OcoOeHHOCTM  OOCIy)XMBaHUSI  MACCAXUPOB B  JIOYKOCT  —
aBUAKOMITAHHSX.

95. Ilonartue wyaptepHOoil TmepeBO3kH. (OCOOEHHOCTH OpraHU3ALNH
accakXUpoB Ha YapTepHbIX peicax. OcOOEHHOCTH 00CITyKUBAaHUS ACCAKUPOB HA
JapTepHBIX peicax.

96. Ilomartue  «zaenoBod  aBuamuu». (OCOOEHHOCTH  OpraHU3ALMH
00CITy>KHBaHMSI TACCAXKUPOB OM3HEC-KJIAcCa B a3POIOPTY.

97. OcoOeHHOCTH OOCTY)XKMBaHUS TMACCaAKUPOB OM3HEC-KiIacca Ha OOpTy
BO3/YIIHOTO CYyJIHA.

98. MapkeTHUHT OpraHu3alluy U OKa3aHHUs CEPBUCHBIX YCIYyr. MapKeTHHT
COBpPEMEHHBIX aBHakoMnaHui. (OCOOEHHOCTHM MapKETHHra Ha BO3AYIIHOM
TPaHCIIOPTE.

99. Ilonartue «OpeHn aBuakoMmmanum». [loHATHE «OpeHI a’pomopTay.
Cermenranus ycayr B cdepe BO31yIIHOTO TPaHCIIOPTA.

100. Cremnuduka cerMeHTaINN MacCaKUPOB HA aBUAPBIHKE.

101. Pazpabotka ychayr s pasIUYHBIX CETMEHTOB IMACCAXKUPCKOTO
cnpoca. Pa3paboTtka yciayr i MaJoMOOMIIBHBIX TPYIIT acCa>KUPOB.

102. OcobGennoctu obcmyxupanus VIP-naccaxupos B a3pomnopry.

103. TIIporpamMMmbl JOSUTBHOCTH JJIi YacTO JICTAIONIUX TACCaXKHPOB.
BbonycHbIe KapThl MOCTOSTHHBIX KIIMEHTOB.

104. Paszpabotka ycmyr moBsimieHHOTO KoMmpopTta mns VIP-maccaxupos.
OcHOBHbIE TpeOOBaHMs, K TEPCOHANY, Y4YacTBYIOUIEMY B OOCIY>XHMBaHHUU
MacCakKUpOB.

105. HopmaTuBHBIE U 3aKOHOJATEIBHBIC JOKYMEHTHI B 00JIACTH CEpBHCa Ha
BO3YLIHOM TPAHCIIOPTE MpU 00CTYKUBAHUU MACCAKUPOB.
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106. dopmanbHOCTH B aBUAIMOHHOW OTpacid, KOTOpbIE HEOOXOAUMO
3HATh NIEPCOHANTY MpHU 00JY>KMBAaHUU aBUAMACCAKUPOB.

107. ConupapHocTh B 0Oopb0e C TEppOpU3MOM M  MPOSIBICHUSMU
HallMOHAJIBHON HETEPITUMOCTH.

108. Hcropuueckas, colMalibHass W TOJUTUYECKAs 3HAYUMOCTH TOOEIbI
CoBerckoro Hapozaa B Bennkoi oTe4ecCTBEHHOW BOWHE.

109. HeratuBHOe  BO3IEWCTBHE HA  3/I0POBbE  AJIKOTOJBHOW U
HAPKOTUYECKON 3aBUCUMOCTH.

110. Heo6xoauMocTh Y4acTHUS B CIIOPTUBHOM, Hay4HO-
UCCIIeI0BATENbCKOM, MPUPOJAOOXPAHHON U KYJIbTYpPHO-MAacCOBOM JESITEIbHOCTH
KaK OJIMH U3 3JI€MEHTOB MPOSIBJICHUSI aKTUBHOM KU3HEHHOW MO3UIINH.

TunoBble NpakTHYECKHE 3aJAHUSA VISl IPOBEICHUS MIPOMEKYTOYHOM
arrecTanuu (3K3aMeHa) Mo JUcUUIINHEe «Opranu3anus cCepBUCa B a3POINOPTY
H HA BO3YIIHOM CyJHE»

1. OxapakTepusyiiTe KauecTBO YpPOBHS JI€JIOBOTO OOIICHHS B IMPOIECCE
CEpPBUCHOTO OOCITY)XKMBaHUS KIHUCHTOB: BHUMATEIBHOCTh, YYET WHTEPECOB
KJIUEHTOB U T. [I.

2. OxapakTepu3ynTe OCHOBHBIC CTPATErMH MEKINYHOCTHON KOMMYHUKAITUU
B Tpolecce OOCTyKMBaHHS TOTpeOHWTeNeld Ha CEPBHUCHBIX MPEINPHUATUAX
TPAHCTIIOPTHOM c(pepbl, B TOM YUCIIE HA BO3AYIITHOM TPaHCIIOPTE.

3. OxapakTepu3yiTe OCHOBHBIE IpaBuja padOTHl B KOMaHJIe B MPOIECCE
oOCIy>KMBaHMsSI TOTpeOUTENe Ha CEPBUCHBIX NPEHNPUSATUAX C YYETOM
COLIMAJIbHBIX, ITHUYECKUX, KOH(PECCHOHATIBHBIX U KYJIbTYPHBIX pa3iuyuil B cdepe
CEPBHUCHOW NEATEIbHOCTH TPAHCIIOPTHOM c(epbl, B TOM YHUCJIE€ Ha BO3AYITHOM
TPaHCIOPTE.

4.  OxapakTepu3yWTe  OCHOBHBIE  IICHMXOJOTHYECKHE  OCOOCHHOCTH
norpeduTeneld B mpoiecce paspenieHuss KOHGIUKTHBIX CUTYallMil Ha CEPBUCHBIX
NPENNPUATUSAX TPAHCIIOPTHOU c(pepbl, B TOM YUCIIE HAa BO3AYIITHOM TPAHCIIOPTE.

5. OxapakrepuszyiiTe d3Tambl OKa3aHHS KOHCYJIbTAllMOHHBIX  YCIIyT
MOTPEOUTENSIM Ha CEPBUCHBIX MPEANPHUATHAX TPAHCIIOPTHOU c(ephl, B TOM YHCIIe
Ha BO3AYLIHOM TPaHCIIOPTE.

6. OxapakTepu3yiTe Tamnbl pa3pad0OTKH TEXHOJIOTUYECKON HOBAIMU B chepe
OpraHu3aluu CepBHCA B a3PONOPTY HA KOHKPETHOM MPHUMEDPE.

7. OxapakTepu3yiTe 3Tarbl pa3pabOTKH TEXHOJOTHH TPOIlecca CepBUCa C
y4eTOM TpeOOBaHUN MOTPEOUTEINIS B MIPOLIECCE OpraHU3allui CEPBUCA B a3pOIOPTY
Ha KOHKPETHOM IIpUMEPE.

8. OxapakTepu3yiTe STalbl OpPraHU3aIMU TMpOIlecca CepBUCA M aJTOPUTM
BBEIOOpA PECYPCOB U CPEACTB C YUETOM TPEOOBAaHHI MOTPEOUTENST HA KOHKPETHOM
npuMepe.

9. OxapakTepu3yuTe 3Tanbl UCCIEAOBAHUS PBIHKA, OPraHU3alNU POJAXKUA U
MPOJBUKEHUE  CEPBUCHBIX  MPOJYKTOB  HAa  CEPBUCHBIX  IPEANPUITHUAX
aBUATPAHCIIOPTA.
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10. Oxapaktepu3yiTe 3Talbl OpraHU3alnu OE30MacHOr0 OOCITyKUBAHUS
norpedutened U coOnroAeHUs TpeOOBaHUU 3aMHTEPECOBAHHBIX CTOPOH Ha
OCHOBAaHHHU BBINIOJIHEHUS HOPM M MPABUJI OXPAHbI TPYAA U TEXHUKH O€30MaCHOCTH
B [IPOLIECCE OpPraHu3allii CEPBHCA B a3PONOPTY U HAa BO3YIIIHOM CY/IHE.

11. Oxapakrepu3yiTe STalbl OpPraHU3alUd UHTEPHET-IPOJABHKEHUS YCIYT
opraHu3auuii cdepbl CepBUCa HAa TPAHCIOPTE B YCIOBHUSX B3aUMOACHCTBUS C
MOTPEOUTENSIMU Ha OCHOBE MPUMEHEHUs 3aKOHOJATENbHBIX aKTOB M IPAaBOBBIX
HOPM B a3pOIOPTY U Ha BO3YIIHOM CYJIHE.

12. OxapaktepusyiiTe 3Tambl pa3pabOTKH TEXHOJIOTMU OOCIYKUBaHUS C
Y4€TOM 3alpOCOB MOTpPeOUTENEH U C UCTIOIb30BAHUEM KIMEHTOOPUEHTUPOBAHHBIX
TEXHOJIOTUH B a3pOIOPTY HA KOHKPETHOM IIPUMeEpE.

13. Oxapakrepusyite 3Tanbl (GOPMUPOBAHMS U BHEJIPEHUS KOPIOPATUBHBIX
CTaHJApPTOB U PErJIaMEHTOB MPOLECCOB OOCIYXUBAHHUS MOTpeOUTENe U
COOTBETCTBMSI ~ CTaHJIapTaM  KadecTBa  HA  CEPBUCHBIX  MPEAIPUATHAX
aBUaTpaHCIOpPTA.

14. OxapakTtepu3yiiTe Tamnbl OpPraHU3alMOHHOTO OOecredeHus Mpolecca
CEpPBUCHOTO OOCIY>KMBaHMS, TUIAHUPOBAHUA M MOHUTOPHUHIA JEATEIbHOCTH
CEPBHUCHOM KOMITAHUHM Ha KOHKPETHOM MpPUMEpE.

15. OxapakrepusyiTe KIMEHTOOPUEHTUPOBAHHBIE TEXHOJIOTUU B CEPBUCHOM
JESTENBHOCTH HAa TPAHCIOPTE B YCIOBUAX B3aUMOJCHCTBUSL C MOTPEOUTENSIMH, B
TOM YHCJIE HHTEPHET-TIPOJIBHKEHUS YCIIYT.

16. OxapakTepusyiiTe JdTambl MEXaHM3Ma BbIOOpa  ONTHUMAJIbHBIX
CIOCOOOB  pellIeHHs] 3aJad B paMKax T[IOCTaBJICHHOW IIeM, HCXOAS U3
NEUCTBYIOIINX TIPABOBBIX HOPM, HUMEIOIIUXCS PECYpPCOB W OrpaHUYEHUN B
IPOLIECCE OpraHU3alMy CEPBHUCA B a3POINOPTY U HA BO3IYILIIHOM CYJIHE.

17. Oxapakrtepu3yiTe »dTalbl BBHIOOpPAa ONTHUMAIBHBIX CIIOCOOOB UX
peuIeHns, UCX0d W3 JEHUCTBYIOIIMX MPAaBOBBIX HOPM, UMEKOIIUXCS PECYPCOB U
OTpaHWYEHUN B MPOLIECCE OpPraHU3alMU CEPBUCA B a’pOINOPTy U HA BO3AYIIHOM
CyZIHE.

18. OxapakTtepu3yiTe dTanbl METOJa  OCYIISCTBICHHUS  JCIOBOU
KOMMYHUKAIlUM B YCTHOM M MHCBMEHHOM Qopmax B TMpolecce OpraHU3aluu
cepBHCa B a3pONOPTY U Ha BO3JAYLIHOM CYJHE.

19. OxapakTepusyiiTe JdTambl MEXaHH3Ma OCYIIECTBICHUS JIEIOBOM
KOMMYHHKAIIUM B YCTHOM W NHCBMEHHOH (popMax Ha TOCYJapCTBEHHOM S3BIKE
Poccuiickot denepannu B mpoLecce OpraHM3alUM CEPBHCA B a’poOINOpPTy M Ha
BO3IYILIHOM CYJIHE.

20. OxapaxkTepus3yWTe OdTambl MEXaHM3Ma OCYIIECTBICHHUS JEJIOBOU
KOMMYHHUKAIIMM B YCTHOM M NMHUCbMEHHOM (opmMax Ha MHOCTPAHHOM (BIX) SI3BIKE
(ax) B mpouecce opraHu3aliy CEpBHUCA B a3pONOPTY U HA BO3AYIIHOM CYJIHE.

21. OxapaxTepusylTe 3Talbl MEXaHHW3Ma OIpeneseHHs Ieeld U 3aaad
YIPABJICHUS CTPYKTYPHBIMH NOJIPA3/IEIECHUSIMH NPEANPUATUN cPEPBI cepBUCA WIIH
apyrux cdepax, B KOTOPbIX HEOOXOJMMO OCYIIECTBICHHUE CEPBUCHOMN
JESATENbHOCTU B MPOLECCE OPraHU3alMU CEpBHUCA B a’pONOPTY U HA BO3AYLIHOM
CyIHE.
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22. OxapakTepu3ylTe OdTambl METOJOB U TPUEMOB IUTAHWPOBAHUSA,
OpraHu3alyyd, MOTHUBAlUM W KOOPAWHAIUK  JEATEIBHOCTH  MPEIIPHUITHI
(monpasnenenuii) cepsl cepBrca WM APYyrux cepax, B KOTOPbIX HEOOXOAUMO
OCYILIECTBJICHHE CEPBHUCHOM MEATEIBHOCTH B MPOIECCE OpPTaHM3allMH CEpBHCA B
a’poTOPTY M Ha BO3YITHOM CY/IHE.

23. OxapakTepus3ylTe OTambl MEXaHW3Ma OCYIIECTBICHUS KOHTPOJI
NEeSATENbHOCTH NpeanpusaTuil (mompaszieneHuil) chepsl cepBuca WIM JIPYTUX
chepax, B KOTOPHIX HEOOXOJUMO OCYIIECTBICHHE CEPBUCHOHN ACSITENHPHOCTH B
MPOIECCEe OPraHU3allii CEPBUCA B adPOTIOPTY M Ha BO3AYIIIHOM CYIHE.

24. OxapakTepu3ylTe OSTambl MEXaHH3Ma OICHKH KauecTBa OKa3aHHsI
CEPBHUCHBIX yCIYT Ha OCHOBE KIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUH B TMPOIECCE
OpTraHM3aIMK CEPBHCA B a9POMOPTY U HA BO3AYIITHOM CYyJIHE

25. OxapakTepu3yWTe OJTambl METOJIOB TPOJBIIKEHUS H  TPOJAKHU
CEPBHUCHOTO MPOAYKTa, B TOM YHCJIE C TIOMOIIBIO OH-JIAH M HHTEPHET TeXHOJIOTHI
B TIpOIIeCCE OpraHU3aIMH CEpBUCA B a3POMOPTY M Ha BO3YITHOM CyJIHE.

26.  OxapaxTepusyiTe ITaITbI MeXaHU3Ma dbopMHUpOBaHUS
CTICIIMATN3MPOBAHHBIX KAaHAJIOB COBITA CEPBUCHBIX MPOJIYKTOB U YCIYT B MPOIIECCE
OpTaHM3aIMU CEPBHCA B a9PONIOPTY U Ha BO3AYIIHOM CYJTHE.

27. OxapakTepusylTe OTalbl MEXaHW3Ma OCYIICCTBICHUS TIOMCKA H
NPUMCHCHUS  HEOOXOJMMOH  HOPMATHBHO-TIPABOBOM  JIOKYMEHTAllUHA  JUIS
JeSTENBHOCTH B M30paHHOU MpodeccuoHabHON cdepe B mpoliecce opraHu3aiuu
CepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

28. OxapaxTepu3yiTe 3Tarbl MeXaHu3Ma COOJIO/IEHUs 3aKOHO1aTeIhCTBA
Poccuiickoit @enepanu 0 TPENOCTaBICHUU YCIYyT B TPOIECCE OpraHU3alHU
CepBHCa B a3pONOPTY U Ha BO3IYIIIHOM CYIHE.

29. OxapakTepusynre ATaITbI MeXaHHU3Ma obecrieueHus
JOKyMEHTO000pOTa B COOTBETCTBUM C HOPMATUBHBIMU TPEOOBAHUSIMU B IPOIIECCE
OpraHu3alliy CepBUCa B adPOIOPTY U HA BO3IYIIHOM CYJIHE.

30. Oxapakrepuszyte JdTambl MeXaHW3Ma COOMIOJeHus TpeOoBaHMI
0e301acHOro 00CITy)KUBaHMS, OXpaHbl TPYy/1a U TEXHUKU 0€30MMacHOCTH B MpoIiecce
OpraHM3alliY CEPBHCA B a9PONOPTY U Ha BO3AYIIHOM CY/IHE.

31. Oxapakrtepu3yiTe OdTambl MEXaHHW3Ma COOJIOJCHUS TIIOJOXKEHUS
HOPMATUBHO - TIPABOBBIX AaKTOB, PETYIUPYIOIIMX OXpaHy Tpyla U TEXHHUKY
0€30MacHOCTH B IMPOLIECCE OPraHU3allii CEpBUCA B a’pOMNOPTY M HA BO3IYIIHOM
CyJHE.

32. Oxapakrtepu3yiTe dTambl MeEXaHW3Ma  pa3padOTKH  CHCTEMBI
KIIMEHTCKUX OTHOIIEHWH W OpraHu3alliy Mporecca 00CTyKUBaHUS MOTpeOUTENnen
Ha OCHOBE NPHUMEHEHHS 3aKOHOJATEITHHBIX aKTOB M MPABOBBIX HOPM B MPOIECCE
OpraHM3alliY CEPBHCA B a9PONOPTY U Ha BO3AYIIHOM CY/HE.

33. OxapakTtepu3yiTe dTambl MEXaHW3Ma COBEPIICHCTBOBAHHS CHCTEMBI
KIIMEHTCKUX OTHOIICHWA B CEPBUCHOM JEATEIHHOCTH Ha TPAHCIOPTE C
WCITOJIb30BAaHUEM HMHTEPHET-TEXHOJOTUNA B TMPOIECCE OpraHM3aIli CepBUCA B
a’poTOPTY U Ha BO3YITHOM CY/HE.
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34. OxapaxkrTepusyiTe »dTambl MeEXaHHW3Ma BbIOOpa  MaTepUAIbHBIX
pecypcoB, 000pyA0BaHMS AJIs OCYLIECTBIEHUS MIPoliecca CepBUCa.

35. Oxapakrtepu3yiTe 3Tanbl MeXaHU3Ma MPOBEACHHUS IEPErOBOPOB C
KIIMEHTAMU TI0 TPETCH3UOHHBIM CIy4assM W METOJIbl OMpeeieHUuss MPUIUH
BO3HUKHOBEHUS MPETEH3UI B Mpollecce OpraHU3allud CepBHCA B a’3poIropTy U Ha
BO3/IYIIIHOM CYJIHE.

36. OxapakrepuszytTe 53Tambl METOJIOB pa3pabOTKH M HCIOJIH30BAHUS
TUIIOBBIX TEXHOJOTHUYECKUX MPOIIECCOB.

37. Oxapakrepuszyite dTanbl METOJ0B (HOPMUPOBAHUS U BHEAPCHUS
KOPIIOPaTUBHBIX ~ CTAHJAPTOB M  PErIaMEHTOB  MPOIECCOB  OOCITYKHMBaHUS
noTpeduTenel Ha TPaHCIIOPTE.

38.  Oxapakrtepu3yiTe 3Tanbl METOJOB B3aUMOJCHCTBHUS C KIMEHTaMH II0
OpraHu3aluy npouecca o0CiIyKHUBaHUsI TOTpeduTeNel B cepe rocTenpruuMcTBa B
IpolLecce OpraHu3alliy CEpBUCA B a3POIOPTY U HA BO3IYIIHOM CYJIHE.

39. Oxapakrepu3yiTe dTambl  METOAOB  pa3pabOTKM  KOMILJIEKCa
MEPOTPUITHI TI0 COOTIOIEHNUIO TPeOOBaHUN TTPOU3BOACTBECHHOW MTUCIUIUIMHBI, TI0
COOJIIOJICHUIO TMPaBWJI IO OXpaHe TpyJa M TOXKapHOW O€30MaCHOCTH TMpHU
OCYIIECTBJIICHHH TE€XHOJIOTHYECKOTO IMpoliecca B MPOLecce OpraHu3aliy cepBuca B
a’pONOPTy U HA BO3AYITHOM CYJIHE.

40. OxapakrtepusyiTe 3Tanbl MexaHu3sMa GOpMHUpPOBAHUS IEJeH W 3a1ad
NEeATEIbHOCTU MOAPA3AEIECHUN CEPBUCHON JAEATEIbHOCTH TIPEATPHUSITHS.

41. OxapakrepusyiiTe dTanmbl MEXaHM3Ma [PUMEHEHHUS  METOJIOB
OpraHM3aluy IUIAHUPOBAHUS U MOHUTOPUHIA JIESITENbHOCTH CEPBUCHON KOMITAHUU
B TPAHCIIOPTHOM cepe U B chepe rocTenpuuMcTBa Ha TPAHCTIOPTE.

42. OxapakTepu3yWTe 3Tarbl MEXaHU3Ma OpraHU3alluy UX BHITIOJIHEHUS B
IpOLIECCE OpTraHU3alMy CEpBHCA B a3PONOPTY U HA BO3AYILIHOM CYyJIHE.

43. OxapakrepuszydTe OdTambl METOJOB BbIOOpPa OpPraHU3ANMOHHBIX
pemieHuit s GOPMHPOBAHUS  CEPBUCHOM  CUCTEMBI  OOCIY)XKHBaHUSI  C
UCIIOJIb30BAHUEM METOJIOB OPTaHU3AIMU U YIPAaBIEHUS B MPOLECCE OpraHU3aluu
CepBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJIHE.

44, OxapakTepu3yiTe >Tallbl alropuT™Ma MPUHATHS OPraHU3aLHOHHBIX
pPELICHUN MO Pa3BUTHUIO KIMECHTYPHBIX OTHOIUEHUW NPEANPUATUS TPAHCHOPTHOMN
chepsl U cepbl TOCTENMPUUMCTBA HA TPAHCIOPTE B TPOIECCE OPTaHU3AIUU
cepBHCa B a3pONOPTY U HAa BO3YIIIHOM CYZAHE.

45. OxapakTepuszydTe dTambl  METOJOB  pa3pabOTKM  KOMILJIEKCa
MEpONPUSATUN 1O OpraHU3aluH, IJIAHUPOBAHUIO U MOHUTOPUHTY JAESTEIbHOCTH
CEpBUCHOM KOMMIAHUM B TMPOIIECCE OpPraHU3allMi CEpPBUCA B a’pONOpPTy U Ha
BO3IYILIHOM CYJIHE.

46. Oxapaktepusynre JTaIlbl MEXaHu3Ma OpPraHU3aIlMOHHOTO
oOCIy)KWBaHMsI ~ aBHAIMOHHOW  WHPPACTPYKTYpPHl W OPTaHHU3AIMOHHOTO
o0OecrieueHusl Mpoliecca CEPBUCHOTO OOCTYKMBaHUSI B a’poNoOpTy U Ha OOpTYy
BO3IYIIHOTO CyJHA B TMPOILIECCE OpraHU3allMy CepBHCa B ad’poNoOpTy U Ha
BO3JYILIHOM CYJIHE.
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47. OxapakTepuszydTe 3Tambl MEXaHM3Ma OpraHu3alid U MPOBEICHUS
MapKETUHIOBOTO aHaIM3a MOTPEOHOCTH B CEPBUCHBIX YCIyrax B a3pomnopTy M Ha
OOpTYy BO3AYILIHOIO CyAHAa B IIPOLIECCE OpPraHU3allMy CEpBUCA B adpOIOPTY U Ha
BO3yLIHOM CYyJIHE.

48.  Oxapakrepu3ydTe METOJIbl OPraHU3alUU U YIPaBICHUS UMYILECTBOM
a’pONOPTOBOr0 KOMIUIEKCAa U aKTUBAMU CEPBUCHBIX MPEINPUATUN HA TPAHCIIOPTE
B IIPOLIECCE OPraHU3allMU CEPBUCA B a3PONOPTY U HA BO3YILIHOM CYJHE.

49.  Oxapakrepusyire METOJBI ONpEIECIICHUS IoKa3aTeen
3G ()EKTUBHOCTH AESITENBHOCTU MPEANPUATHS CEpBHCA B paMKaX TPAHCIOPTHOIO
KOMILUIEKCa B IPOLIECCE OpraHU3alMy CEpBHCAa B a3pONOPTy M HA BO3AYIIHOM
CYJIHE.

10. MeToauvyeckue peKOMEHAAUMH A5l O0Y4alOLIUXCH IO OCBOCHUIO
AUCUMILTHHBI

[Ipuctynas B 6 cemecTpe K U3yUeHUIO AUCUUIIMHBI « OpraHu3anus cepBuca
B adponopry W Ha BO3AYUIHOM CyJIHE», oOydaromemycs HeoOX0JIUMO
BHUMATEIBHO O3HAKOMHUTHCS C TEMATUYECKUM IIJJAHOM  3aHATUH U CIUCKOM
pEKOMEHIOBaHHOM suTepaTypbl. O0yyaromeMycsi clieyeT YSICHUTb, YTO YPOBEHb
U T7yOrHA YCBOCHMS JNUCIMIUIMHBI 3aBUCIT OT €r0 aKTUBHOM M CHUCTEMAaTHYECKOU
paboThl Ha JIEKIMSX W MPAKTUYECKUX 3aHATHSAX. B 3ToM mpomecce BaxHOE
3HaYeHHE HMEEeT CaMOCTOsTeNbHas padoTa, HaNpaBi€HHass Ha BOBJICUCHHE
o0yyarouMxcs B CaMOCTOSITENIbHYIO ITO3HABATEJIbHYIO JIE€ATENbHOCTh C LENbIO

dbopmMupoBaHus CaMOCTOSITEIIBHOCTH MBIIUIEHUS], criocoOHocTe! K
npodeccuoHaTbHOMY CaMOpAa3BUTHIO, CaMOCOBEPIIEHCTBOBAHUIO 51
CaMOpeaJIn3alliid B COBPEMEHHBIX YCIOBHUAX  COLHUAIBHO-DKOHOMHUYECKOTO
pPa3BUTHSL.

BxonHo# koHTposb B opMe YCTHOTO OIpoca MpernojaBareib MPOBOIUT B
Havase m3ydeHuss tTeM Ne 1 mo Bompocam AMCIMIUIMH, HAa KOTOPBIX Oasupyercs
nucuuiinHa «Opranusaiys cepBruca B a3poIopTy U Ha BO3YIITHOM CyaHe» (1. 2 u
. 9.4).

OCHOBHBIMH BUJIAMU AYAUTOPHOUN pabOThI 00YJAIONIUXCSI SBISIOTCS JEKIIUU
U mpaktuueckue 3aHsATus (m. 5.2, 5.3, 5.4). B xome nekuuuw mnpenojaBaTeib
U3JlaraeT W Pa3bsCHSIET OCHOBHBIC, HanbOoOJee CIOXKHBIC TMOHATHUS, a TaKKe
COOTBETCTBYIOIIME TEOPETUUECKHE M MPAKTUYECKHE MPOOJIEMBI, NaeT 3aJlaHus |
PEKOMEHAAIUU [1JI1 MPAKTUUYECKUX 3aHATHH, a TAK)KE yKa3aHUs MO BBINOJHEHUIO
00y4JaroIIMMCSl CAMOCTOSTEIILHOW padOTHI.

3amadyamMu JEKUUN SIBIASIOTCS:

— O03HAKOMJICHHE OOy4Yarolmuxcs C LEeNsIMHU, 3ajjadyaMud U CTPYKTYpOu
aucuuIuiiabl «OpraHu3anys cepBUca B a3poONopTy M Ha BO3AYIIHOM CYAHE», €€
MECTOM B CUCTEME HAYK U CBSI3SIMU C IPYTUMU JUCHUILIIMHAMH;

— KpaTKoe, HO MO CYIIECTBY, H3JI0KEHUE KOMILJIEKCA OCHOBHBIX
Hay4YHBIX MOHSATHUH, MOJIX0/I0B, METOJIOB, IPUHIIUIIOB TAHHOW TUCIUIUINHBI;
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— KpaTKo€ W3JIOKEHHE Haubojee CYIIECTBEHHBIX  IOJOXEHUH,
pacKpbITUE  OCOOCHHO  CJIOXKHBIX,  aKTyallbHbIX  BOMPOCOB,  OCBEIICHUE
TUCKYCCUOHHBIX MPOOJIEM;

— OTIpE/ICIICHHE TEPCIIEKTUBHBIX HAMIPABICHUIN NalbHEHIIIETO Pa3BUTHUS
HAay4YHOTO 3HaHUs B 00JIaCTU OpraHU3allUd CEpBUCAa B a’pOINOPTy M Ha OOpTY
BO3JIYIITHOTO CY/IHA.

3HauuMbIM  (AKTOPOM  MOJHOLEHHOW W IUIOJOTBOPHOM  paboThl
oOyyaroimierocss Ha JIKIMH  SBJISIETCS  KyJbTypa BEJICHHMS  KOHCIICKTA.
[TpyHIIMNIUATPHO HEBEPHBIM, HO TIOJYYMBIIMM B HAIlle BpPEeMs JOCTATOYHO
IIHPOKOE PACIPOCTPAaHEHHUE, SBJISETCS OTHOIICHHE K JICKIIMH KaK K «IUKTaHTY»,
KOTOPBI OOyYarouuiicsi MOXET aKKypaTHO M JIOCIOBHO 3amucarh. Cryras
JICKIIUI0, HEOOXOAMMO HAyYHUTHCS BBIACIATh M (DUKCHPOBATH €€ KIIFOUCBBIC
MOMEHTBI, 3amuchiBas WX Oojiee YeTKO M BBIACIAS KaKuM-IHOO Crmoco0oM u3
o0111ero TeKCTA.

[Tone3no mnpuUMEHSATh Kakyr-IuOO YIO0OHYH CHCTEMY COKpAaIllCHHH U
YCIIOBHBIX 00O3HAaYeHW (M3 M3BECTHBIX WM BBIPAOOTAHHBIX CAMOCTOSTEIIBHO,
HaIrpuMep, MEHEKMEHT 0003HavaTh OoJbiioil OykBoir M). IIpuMeneHue Takoii
CHUCTEMBI TIOMOXKET 3HAUUTEIbHO YCKOPHUTH MPOIecC 3amucu JieKiuu. KoHcrekT
JICKIIUU TPEIMTOYTHTEILHO MUCATh B OJHOM TETPAJIH, a HE HAa OTJCIbHBIX JINCTKAX,
KOTOpPBIC IIOTOM MOTYT 3aTepAThCcs. PEKOMEHIyeTCs B KOHCIICKTE JICKIIHH
OCTaBIIATh CBOOOJHBIE MECTa WM IOJIsSI, HAmpuMep, IJs TOTOo, 4YTOObl OblLia
BO3MOKHOCTb 3aITUCH HEO0OX0IUMON MH(OpMaIMu pu paboTe HaJl MaTepualaMu
JICKIIUH.

[Ipy BeneHuM KOHCIEKTAa JIEKIIMM HEOOXOJAMMO 4YETKO (UKCUPOBATH
pyOpHKaliio MaTepuaia — pasrpaHU4YeHHe pa3/eioB, TEM, BOIIPOCOB, MaparpadoB
u 1.1 OO0s3arensHO CcleAyeT JeNnarh CIeluadbHble IMOMETKH, HalpuMmep, B
ciydasiX, Korja Kakoe-Tu0o ompeneseHHe, TMOJ0KEHHWEe, BBIBOJ OCTAIHCh
HESICHBIMH, COMHHTENIbHbIMU. WHorna oOydaromuiics HE YyCIeBaeT 3alucarh
BOXHYIO  HWHGOpPMAIMIO B  KOHCIEKT. Torma  HEOOXOAWMMO  CAENaTh
COOTBETCTBYIOIIIME TIOMETKH B TEKCTE€, 4YTOOBl HE 3a0bITh, BOCIOJIHUTH OTY
uH(MOPMAINIO B JaTbHEHIIIEM.

KadecTBeHHO clieTaHHBI KOHCIIGKT JICKIIUH ITOMOXET OOydJaromeMycs B
MPOIIECCE CaMOCTOSITEIbHON PabOThI U MPU MOJITOTOBKE K CAa4e dK3aMeHa.

[Ipaktuueckue 3aHsaTHS 10 auctuiuimHe «OpraHuzanus cepBHUca B
a’pOMNOPTy M HA BO3AYIITHOM CYJHE» MPOBOJAATCS B COOTBETCTBHM C 1. 5.4. Ilenu
MPAKTUYECKUX 3aHATHNA: 3aKPENUTh TEOPETUYECKHUE 3HAHWS, TOJyYCHHBIC
OOyJaromMXCAOM Ha JEKIUAX M B PE3yJIbTaTe CaMOCTOSATEIHHOTO H3yUCHHUS
COOTBETCTBYIOIIIMX  PAa3/IEIOB  PEKOMEHIYEMOW  JUTEpaTyphl; NPHOOpECTH
HAaYaJIbHBIE TPAKTHUYECKUE YMEHUS W HaBBIKM MPUMEHEHUS METOJIOB W
WHCTPYMEHTOB HCCIEAOBAHHS TEXHMUYECKHX SBIICHUN, O CIIOCOOOB W CPEJICTB
pereHus mpo0JIieM OPTaHU3aIUU CEPBHCA B adPOIOPTY M HA BO3AYIITHOM CYIHE.

Tembl npakTuyeckux 3ansatuil (1. 5.4) 3apaHee cooOIIAIOTCS 00yYarOUUMCS
JUISL TOTO, YTOOBl OHM HWMEITH BO3MOKHOCTH MOATOTOBHTBHCS M TMPOPadOTAThH
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COOTBETCTBYIOIIME TEOPETUUYECKHUE BOIMPOCHI TUCIMIUIMHBL. B Hayame Kaxaoro
MPAKTUYECKOTO 3aHSATHUS MPENOaBaATENb:

— KpPaTKO JIOBOJUT 10 OOYYAIOIIUXCS LEIU U 3a/1a4u 3aHsATUs, oOparas
MX BHUMaHUE Ha HauOoJiee CIOKHbBIE BOIIPOCHI O U3y4aeMOU TeME;

— MPOBOJIUT YCTHBIA OMPOC OOYYAIONIUXCS, B XOJI€ KOTOPOTO TaKXe
00CYXIal0TCsl AUCKYCCUOHHBIE BOTIPOCHI.

Ha mpaktrueckux 3aHATHSAX O00ydaronuecs mpeiCTaBIsIIOT CaMOCTOSTEIBHO
MOATOTOBJIEHHBIE COOOIIEHMs, B TOM YHCII€ B BHUAEC NPE3CHTAIMM, KOTOpHIE
BeIMoNTHAIOTCS B MS PowerPoint, KOHCHEKTHpPYIOT HOBYHO HH()OPMALHIO U
oOcyxaatoT 3Tu cooluieHus. [IpenomgaBarenb B 3TOM MPOIECCEe MOXKET BBICTYNATh
B pOJIM KOHCYJIbTaHTa WM MozepaTtopa. OOyyaromuxcsbl pemarT MPoOJIeMbl,
BO3HHMKAIOIINE B KOHKPETHON CHUTYallUHM B IMPOIECCE MPOBEACHUSI KPYTIOTo CTOja
(m. 9.6). Ilocne Toro kak Kaxxaasi MOATPYIINA MPEIJIOKUT CBOM BapuUaHT pElICHUS
npoOJeMbl, HAUMHAETCA JTUCKYCCHUS, B XOJI¢ KOTOPOM HEOOXOAMMO JI0Ka3aTh €ro
UCTUHHOCT.

[To wToram JeKnui U MPAKTHYECKUX 3aHATHUU MPENojaBaTesib BHICTABISET
NOJIy4eHHbIE OOywaromuMmcesa Oaibl, cormacHo m. 9.1 m m. 9.2. OtcyrcrBue
oOydJaromuxcsa Ha 3aHSATUSAX WKW €r0 HEaKTUBHOE Y4acTHE B HUX MOXKET OBIThH
KOMITCHCUPOBAHO CaMOCTOSITCIIBHBIM BBITIOJTHEHUEM JOMOJHUTEIBHBIX 3aJaHUN U
IpeACTaBICHUEM MX Ha MPOBEPKY MPEINOaBaTeIII0 B YCTAHOBICHHBIC UM CPOKH.

B coBpeMeHHBIX YCIOBUSX nepes] 00ydaroluXcsioM CTOMT BakHas 3ajavya —
Hay4uThCAd paboTarh ¢ MaccuBamu HHpopmanmu. OOydaronmmcsi HeoO0X0IuMO
pa3BuBaTh B ce0€ CIOCOOHOCTh M TOTPEOHOCTh MCIOIb30BATh JIOCTYITHBIE
MH(GOPMAIIMOHHBIE BO3MOXXHOCTH M PECYPCHI JJIs MOMCKA HOBOTO 3HAHUS U €T0
pacnpoctpadeHus. OOydarouumcss HEOOXOJMMO HAy4HUThCS YIPaBISATh CBOEH
MCCJIEIOBATEIbCKON M MO3HABATEIBHOM JEATEILHOCThIO B CUCTEME «HHGOpMAIIHS
— 3HaHue — uHpopManus». [Ipexae Bcero, /s TOCTHKEHUS STOM 1I€7H, B By3e
OpraHu3yeTcsi caMmocCTosiTelibHas  pabora  oOyuaromuxcsi. Kpome  Toro,
COBpPEMEHHOE OOydYeHME MpEeNNoiaraeT, 4Yro CYyIIECTBEHHYI0 YacTh BPEMEHH B
OCBOCHHUU JUCIHUIUIMHBI OO0YyYaIOIIUNACA TMPOBOAUT caMocTosTeNnbHO. [IpuHsaTO
CUMTaTh, YTO TAKOM METOJ OOY4YEHHUS OJDKEH CIOCOOCTBOBATH TBOPYECKOMY
OBJIAJICHUIO0 00YYaIOMIUMHUCS CTICIIHATILHBIMU 3HAHUSIMU M HABBIKAMHU.

CamocrositenbHast paboTra oOydaromierocss BechbMa MHOrooOpa3Ha U
coaepkarenabHa. OHa BKIIOYAET CIASAYIOMIME BUABI 3aHATUM (11. 5.6):

—  CaMOCTOSITCJIBHBIN IMOUCK, aHAIM3 MHGOPMAIIUU B ITPOpadOTKa YIeOHOTO
MaTepuana,

— TMOJArOTOBKY K YCTHOMY oOmpocy (IepeyeHb THUIIOBBIX BOMIPOCOB st
YCTHOTO ompoca B 1. 9.6);

— TOJTOTOBKY COOOMIeHWH (TIPHMEPHBIA TIEPEUYeHb TEM COOOIICHUN B TI.
9.6);

— TMOJrOTOBKY K BBIMOJTHEHUIO CHUTYallMOHHBIX 3aJaHui (MPUMEPHBII
nepeveHsb 3a1aHuil B 1. 9.6);

— MOJrOTOBKY K KPYTJIOMY CTOJIy (TUIIOBBIE 33JJaHus B I1. 9.6).
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CHUCTEMAaTUYHOCTD 3aHATUN IPEAIIONAracT paBHOMEPHOE, B COOTBETCTBUHU C
mn. 5.2, 54 wu 5.6, pacnpeneneHue oObeMa pabOThl B TEUYEHUE BCETO
MPELYyCMOTPEHHOTO  y4eOHBIM  IUIAHOM  CpOKa  OBJAJEHHUA  JIUCLUUILIUHOM
«OpraHuszanys CepBUCa B aj’poOIOPTy M HA BO3AYIIHOM CyIHE». Takod moaxon
MO3BOJISIET M30€XaTh JeuIMTa BpEMEHM, MEperpy3ok, CHEmKd U T. . B
3aBepIIAIOIIMN TMEepUoJ H3ydeHus JucuuIUiuHbl. [locnenoBarenbHOCTh PabOThHI
O3HAYAeT IPEEMCTBEHHOCTh U JIOTUKY B OBJAJCHUU 3HAHUSAMU 110 JUCLUILUIMHE
«OpraHu3zanys CEpBUCA B adpOIOPTY M HA BO3AYIIHOM CyIAHE». J[aHHBIA NMpPUHIMI
M3HAYaJIbHO 3aJI0KEH B y4€OHOM IUIaHE MPHU ONPEACICHUH OYePETHOCTH U3yUEHUS
OUCUUIUIMH.  AHAJOTMYHBIA  TOAXOJ  MNPUMEHSETCA  IPU  ONPENECICHUU
IIOCJIEOBATEIILHOCTH B U3YUYECHUU TEM JUCLUIUIMHBI.

3aBepIarolM 3TalOM CaMOCTOSITEILHOM paboThl SIBISETCS MOJATOTOBKA K
claye »dK3aMEHa B IIECTOM CEMECTpe, MPEANoJIararouias MWHTErpalu U
CHUCTEMATHU3ALMI0 BCEX IIOJYYEHHBIX IPU U3YYCHUM IUCLUIUIMHBL. [IpumepHsIi
NepeYeHb BOMPOCOB I 3K3aMEHa W 3aJaHui N0 aucuuIuimHe «OpraHuzanus
CepBHUCa B a3pOIOPTY U HA BO3AYIIHOM CYJHE» MPUBEJAEH B II. 9.6.
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Paboyas nporpamma no aucuunianHe «OpraHu3alus cepBHca B a3poOIOPTy H Ha
BO3AYLIHOM CYyIHE» COCTaBieHa B COOTBeTCTBHHM ¢ TpeboBanusamu PI'OC BO mno

HanpasiaeHu noarotoBku 43.03.01 «CepBucy.

[Iporpamma paccMoTpeHa M yTBEpKACHa Ha 3acefaHud kKadeapsr Ne 2
«CoLMaTbHO-D)KOHOMHYECKUX JMCUMIUIMH M cepBUcay « U » A e 2021
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