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1 Ilesn ocBOEHHA TUCIUTLIMHBI

Lenstmu ocBoeHMsI TUCUUILIMHBI «CepBUCHAS IESITEIBHOCTh HA TPAHCIIOPTE)
ABJIAIOTCS: TNPUOOpeTeHne 3HAHUW B  00JIACTU  CEPBHUCHOM  JIEATEIBHOCTH;
(dopMHUpOBaHHE YMEHHsS pelaTh TEOPETUUYECKME M MPAKTUYECKUE 3aJaud B
CEpPBUCHOW  JI€ATENbHOCTH; CTAaHOBJIEHHE HABBIKOB B  NPO(PECCHOHAIBHOU
JEeSTENbHOCTU B cpepe cepBrca Ha BO3YIIHOM TPAHCIOPTE.

Coznanue cucTeMbl 3HAHUM O CEpBHCHOM JEATENBHOCTH, yCiyrax, gopmax
oOCny>KMBaHMsI, MPUHIMNAX (HOPMUPOBAHUS HOBBIX YCIYT C YYETOM HHHOBALMI B
TEXHUKE, TEXHOJIOTMH, COLMAIIbHO-DKOHOMHUYECKOW cdepe Hu Ha BO3AYLIHOM
TpaHCIIOPTE.

3alayaMy OCBOCHHS TUCLUILTUHBI SIBISIIOTCS:

- (opmupoBanue 'y  0OyyarolUMXcsi  IPEACTaBICHHA O  CEPBUCHOM
NS TEbHOCTH, MECTE CEPBHCA B )KU3HEAEATEILHOCTH YEJIOBEKA;

- 3HaKOMCTBO OOydYaloluMXcsi C TEXHOJOTHSIMU TIpollecca cepBHca U
OCOOEHHOCTH KJIMEHTCKMX OTHOUICHHWH C yd4eToM TpeOOoBaHUU MNOTpeOuTeNss Ha
TPAHCIIOPTE, B TOM YHUCIE B cepe BO3AYITHOTO TPAHCIIOPTA;

- 3HAaKOMCTBO OOydYaloUMxcsi C OCHOBaMHU JUBEPCUPUKAIIMU CEPBUCHOM
NESTENbHOCTH B COOTBETCTBUM C  JTHOKYJIBTYPHBIMH, HCTOPHUYECKUMHU U
PENIMTUO3HBIMU TPAJIULIMAMH HAa TPAHCIOpPTE, B TOM 4YHUCJIE B cepe BO3AYIIHOTO
TPaHCIIOPTA;

- 3HAaKOMCTBO  OOYyYalIIUXCA C  TCHUXOJOTMYECKUMH  OCOOCHHOCTAMHU
NoTpeOuTeNs B MPOIECCE CEPBUCHOM JEATEIHHOCTH HAa TPAHCIOPTE, B TOM YHUCIE B
cdepe BO3AYLIHOTO TPAHCIIOPTA;

- 3HAKOMCTBO OOYYaromImxcs ¢ MEXaHU3MOM palbOThl B KOHTAaKTHOW 30HE C
noTpeduTeNneM, ¢ METOJIUKOW KOHCYJIbTUPOBAHMS, COTJacoBaHHUS BuIa, (OpPMBI U
mpolecca cepBrca Ha TPAHCIIOPTE, B TOM Yucie B chepe BO3AYIIHOTO TPAHCIIOPTA;

- 3HAKOMCTBO OO0YYalolIuxcsi ¢ METOJaMH MOUCKA, KPUTUUECKOTO aHaIu3a |
cuHTe3a WHPOPMAIMM B TPOIIECCE OpPraHU3AIMH CEPBUCHOTO OOCTY>KMBAHHS
notpeOuTenel Ha TPaHCIIOPTE, B TOM YHKCIIE B cpepe BO3AYIIHOTO TPAHCIIOPTA;

- 3HAKOMCTBO OOYYaloIIUXCsI C MEXaHU3MOM CHCTEMHOIO IMOJAXO0Ja JIs
pelIeHus] MOCTaBIEHHBIX 3aJad B  IPOLECCEe OpraHu3allid  CEPBHUCHOIO
oOciyXKMBaHMsI TIOTpeOUTENe Ha TpaHCIOPTE, B TOM YHCIIEe B cpepe BO3TYLIHOTO
TPAHCIIOPTA;

- 3HAKOMCTBO 00YYaroIKXcsi ¢ METOAaMH IIPUMEHEHUSI CHCTEMHOT0 MOJIX0/1a
JUIsL pELICHMs] IIOCTABJICHHBIX 3a/Jad B MPOLECCE OpraHu3aly CEPBUCHOTO
oOciTyXMBaHMsI TIOTpeOUTENel Ha TpaHCIOPTE, B TOM YHCIIEe B chepe BO3TYLUIHOTO
TPAHCIIOPTA;

- 3HAKOMCTBO OOY4YaroUIMXCsl C METOJAaMU OCYIIECTBIEHUS COLUAIBHOIO
B3aMMOJICHCTBHS U peaIM3allMy CBOEH pOJIM B KOMAaHJI€ B IPOLIECCE OpraHu3aluu
CEpPBUCHOIO OOCITY>KHMBaHUs MOTpeOUTENIe Ha TPaHCIOPTE, B TOM 4HUCie B cdepe
BO3/YILIHOTO TPAHCIIOPTA;



- 3HAKOMCTBO OOYYarOIMXCsl ¢ METOAaMH OTPEJICIICHUS B PeaTnu3alui CBOei
poIM B KOMaHJAE B TPOIECCe OpTraHM3alld CEPBHCHOTO OOCTY>KWBaHUS
noTpeduTeNnei Ha TPaHCIIOPTE, B TOM YHCIIE B cepe BO3AYIITHOTO TPAHCIIOPTA;

- 3HAKOMCTBO OOYYalOMMXCS C METOJaMH O0O€CTeYeHHs] COIHaIbHOTO
B3aMIMOJICHCTBHSI B TIPOIECCE  OPTaHMW3AIMd  CEPBUCHOTO  OOCTY)KHBAaHHS
notpeOuTeNnel Ha TPAaHCIIOPTE, B TOM YKCIIE B cpepe BO3AYIIHOTO TPAHCTIOPTA,

- 3HAKOMCTBO OOYYAIOIIMXCS C METOJaMH BOCIPHUATHS MEXKYIbTYPHOTO
pa3HooOpa3usi oOmecTBa B COUMAIBHO - HUCTOPUYECKOM, JTHYECKOM U
¢unocopckoM KOHTEKCTax B MPOIECCE OPTaHM3AIMHU CEPBUCHOTO OOCTY>KHUBaHUS
notpeOuTeNel Ha TPAaHCTIOPTE, B TOM YHKCIIE B cpepe BO3AYIIHOTO TPAHCTIOPTA,

- 3HAKOMCTBO OOYyYaIOIUXCA C METoJaMu TIPUMEHEHHUS 0coOeHHOCTeH
MEXKYJIbTYPHOT'O pa3HOOOpasus oOIIecTBa B MPOIECCE OpTaHU3aIMH CEPBUCHOTO
oOcCTyXMBaHHsI TIOTpeOUTENel Ha TpaHCTIOPTE, B TOM YHCIie B cepe BO3TYITHOTO
TPaHCIIOPTa;

- 3HAKOMCTBO OOYYAIOIIUXCSA C METOJaMH PEIICHHS IPOU3BOJACTBEHHBIX
KOH(JIMKTOB C y4ETOM OCOOCHHOCTEH MEXKKYIbTYPHOTO pa3HOOOpas3ms 0OIIeCTBa B
IpoIlecce OPraHU3aIMKA CEPBUCHOTO OOCTY)KUBAaHUS MOTPEeOUTENEH Ha TpaHCTIOPTE,
B TOM 4HCJIe B cpepe BO3AYIITHOTO TPAHCIIOPTA;

- 3HAKOMCTBO OOY4YaroImMXCs C METOJaMH CO3JaHUs W TOJJICPKKH
0e30MacHBIX YCIIOBUN KU3HEACATCILHOCTH, B TOM 4YHCJIC NP BO3HUKHOBCHUU
YpEe3BBIYANHBIX CUTYyalluii B TPOIECCE OPTaHM3AIMH CEPBHCHOTO OOCITYKHBAHHUS
notpeOuTeNel Ha TPAaHCTIOPTE, B TOM YHKCIIE B cpepe BO3AYIIHOTO TPAHCTIOPTA,

- 3HAKOMCTBO OOYYaIOIIUXCSI C METOJAAMH CO3JaHUS M TOJJACpPKAHUS
0€30MacHBIX YCJIOBHHA KHU3HEACATCILHOCTH, B TOM YHCIE NPU BO3SHUKHOBCHHH
YpEe3BBIYAMHBIX CUTYyalluii B TPOIECCE OPTaHM3AIMH CEPBHUCHOTO OOCITYKHBAHHUS
norpeOuTeNell Ha TPAaHCIIOPTE, B TOM YHKCIIE B chepe BO3AYIIHOTO TPAHCIIOPTA;

- 3HAKOMCTBO OOYyYalONIMXCS C HaBBIKAMH CO3JaHUSA W  TIOJICPIKKH
0€30MacHBIX YCJIOBHW OOCITYXHBaHHS IaCCAXXUPOB, B TOM YHCIE IPHU
BO3HUKHOBCHUH YPE3BBIYAHBIX CUTYallMid B IMPOIECCE OPTaHU3AINUU CEPBUCHOTO
o0cCITy>)KUBaHMsI TTOTPEOUTENICH HAa TpaHCIOPTE, B TOM YHUCJE B chepe BO3IYITHOTO
TPAHCIIOPTA;

- 3HAKOMCTBO oOydJaronmxcs C METOIaMH MPUMEHEHUS
KJIMEHTOOPUECHTUPOBAHHBIX  TEXHOJIOTMA B  CEPBUCHOM  JEATEIHHOCTH  Ha
TPAHCTIOPTE B YCJOBHUSX B3aUMOJCHCTBUS C TOTPEOUTENAMH, B TOM YHCIE
UHTEPHET-TIPOJIBIDKCHHSI  YCIYyr B MpOIECCe  OpPraHu3alldd  CEPBUCHOTO
o0Ocmy>KUBaHMs TTOTPEOUTENECH HA TPAHCIIOPTE, B TOM YHUCIE B chepe BO3MYIIHOTO
TPAHCTIOPTA;

- 3HAKOMCTBO OOYYAIOIIUXCS C METOJaMU Y4acTHsl B Pa3pabOTKe CUCTEMBI
KJIMEHTCKUX OTHOIICHWA M OpPTaHMU3aIliyU TpoIecca 0OCITyKHUBaHUS MOTpeOUTENnen
Ha OCHOBE NMPUMEHEHHUS 3aKOHOMATEIbHBIX aKTOB M TMPABOBBIX HOPM B MPOIECCE
OpraHu3allid CEPBUCHOTO OOCITY)XMBaHUS MOTPEOMTENECH Ha TPAHCIOPTE, B TOM
quciie B chepe BO3MYIIHOTO TPAHCTIOPTA;

- 3HAKOMCTBO OOYYAIOMIMXCS C METOJaMH Yy4acTHSI B COBEPIICHCTBOBAHUU
CUCTEMBI KIMEHTCKAX OTHOIIEHWN B CEPBUCHOW ACSITEIHHOCTA HA TPAHCIIOPTE C
WCITOJIb30BAaHUEM HHTEPHET-TEXHOJIOTHUH B MPOIIECCE OPTaHU3AIHNHA CEPBUCHOTO
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oOCTyXMBaHHs TOTPeOUTENe Ha TPaHCIOPTE, B TOM YHCIIe B cpepe BO3TYITHOTO
TPaHCIIOPTa;

- 3HAKOMCTBO OOYyYalOIUXCS C METOJaMH BIAJACHUS TEOPETHUYECKUMU
3HAHMSIMH W TPAKTHYECKUMH TPUEMaMH YIPABICHUS TMPOEKTaMu B cdepe
oOCTy)XMBaHHsI B  MpPOLECCE OpraHU3aldd  CEPBUCHOTO  OOCIYKHBAHHUS
notpeOuTeNnel Ha TPAaHCIIOPTE, B TOM YKCIIE B cpepe BO3AYIIHOTO TPAHCTIOPTA,

- 3HAKOMCTBO  OOYy4YalomIuxcsi ¢ METOAaMH  VIPABICHHUS TYPUCTCKO-
pPEKpEallMOHHBIMA ~ MPOCKTaMH, METOABl  IUTAHUPOBAHWUS W  MOHUTOPHUHT
JEeSTeIbHOCTH CEpPBUCHOM KOMIIAaHMM B cdepe TpaHCmopTa B  TpoIecce
OpraHu3allid CEPBUCHOTO OOCITY)XKMBaHUS IMOTPEOUTENICH HAa TPAHCIIOPTE, B TOM
qrcie B cepe BO3AYIIHOTO TPAHCIIOPTA;

- 3HAKOMCTBO OOYYaroIuxcs ¢ METOJIaMH BhIOOpA MaTepHUATBLHBIX PECYPCOB,
00OpyIOBaHUS JUISI OCYIIECTBICHHUS IMpOIecca CEepPBUCA, MEXaHU3M IPOBEACHHUS
NIEPErOBOPOB C KJIIMEHTAMHM IO MPETEH3MOHHBIM CIydasM W OIPEACIICHUS MPUYUH
BO3HUKHOBECHUS TPETECH3MH B IMPOIIECCE OpraHU3allMd CEPBUCHOTO OOCITYKHUBAHUS
notpeOuTeNel Ha TPAaHCTIOPTE, B TOM YKCIIE B cpepe BO3AYIIHOTO TPAHCTIOPTA,

- 3HAKOMCTBO OOYYaIOIIUXCSI C METOAaMH pPa3paOOTKH W HCIIOJIH30BAHMS
TUTIOBBIX TEXHOJIOTMYECKHX IPOIIECCOB, METOJABI (OPMUPOBAHUS M BHEIPCHUS
KOPIIOPAaTUBHBIX ~ CTAaHAApPTOB W  PETJaMEHTOB  IIPOIECCOB  OOCTY)KHBaHUS
NoTpeOuTENIe Ha TPAHCIOPTE, METOJbl B3aUMOICHCTBUS C KIMCHTAMH 10
OpraHM3aIiU Tpollecca 00CITy)KHUBaHHS MOTpeOUTENeH B chepe rocTenpuuMCTBa B
IpoIlecce OPraHMU3aIMKA CEPBUCHOTO OOCTY)KUBAaHUS MOTPEOUTENEH Ha TpaHCTIOPTE,
B TOM 4HCJIe B cpepe BO3AYIITHOTO TPAHCIIOPTA;

- 3HAKOMCTBO ~ OOydaromuxcs ¢  TpeOOBaHHSIMH  MPOU3BOJICTBEHHOM
TUCIMIUIMHBI, TPaBWI IO OXpaHe TpyAa W TMOXKapHOW O€30MacHOCTH TIpH
OCYIIIECTBJICHHHM TEXHOJIOTMYECKOTO Ipollecca B  TPOIECCe  OpraHH3aliH
CEpPBHUCHOTO OOCITY)KHBaHUsS MOTPEOHUTENICH Ha TPaHCIIOPTE, B TOM YHuCie B cdepe
BO3IYIITHOT'O TPAHCIIOPTA;

- 3HAKOMCTBO OOYYalOIIMXCS C METOJaMH BBIOOpAa OpraHU3aIMOHHBIX
pemieHud It (OPMUPOBAaHUS  CEPBUCHOW  CHUCTEMBI  OOCITY)KUBaHUS  C
UCIIOJIb30BAaHMEM METOJOB OpraHU3alMU W  YIOPaBICHUS HMMYIIECTBEHHBIM
a’pOMOPTOBHIM KOMILJIEKCOM M aKTHBAMU CEPBHCHBIX MPEANPHUATHI Ha TPAHCIIOPTE
B IIpPOILlECC€ OpTraHM3allid CEPBUCHOTO OOCIy)XKHMBaHHUS MOTpeOuTenel Ha
TPAHCTIOPTE, B TOM YHUCIE B CPepe BO3AYITHOTO TPAHCIIOPTA;

- 3HAKOMCTBO oOydJaronuxcs C METOIaMH OCYIIECTBICHHS
OpraHW3allMOHHOTO  OOCTY)XMBaHWUS  AaBHAIIMOHHONW  HHPPACTPYKTYpHl U
OpraHW3allMOHHOTO O00ECTeYeHus TpoIlecca CEPBHCHOTO OOCTY)XKHUBAaHUS B
a’pomNopTy W HAa OOPTY BO3AYIIHOTO CyAHA B MPOIECCE OPraHU3allMH CEPBHCHOTO
oOcmyKUBaHHsI TOTPEOUTENEH Ha TPAHCIIOPTE, B TOM YHUCIE B chepe BO3MYITHOTO
TPAHCIIOPTA;

- CTAaHOBJICHWE  HABBIKOB  TPAKTUYECKOTO  TPUMEHEHUS  0a30BBIX
TEOPETUYECKUX 3HAHWU B TMPOIECCE M3YyUYCHUS TUCIUTUIMHBI U UX MPUMEHEHUS B
po(ecCHOHATBEHOM AEITEIBHOCTH B c(hepe BO3MYITHOTO TPAHCTIOPTA.



Hucrumummaa  «CepBHUCHAsE NEATEILHONH Ha TpaHCIOPTE» obOecreunBaeT
MOJITOTOBKY BBITYCKHUKA K CEPBHCHOMY M OPTaHU3AIMOHHO-YIIPABICHYECKOMY TUITY
3a1a4 Npo¢deCCUOHAIBHON eI TELHOCTH.

2 Mecto nucuuniaunsl B cTpykrype OIIOII BO

Hucrmmumaa  «CepBUCHAsT JEATEIBHOCTh Ha TPAHCIOPTE» MPEICTaBIISCT
co0Olf JHCHMIUIMHY, OTHOCSINYIOCS K dYacTd, (OPMHPYEMOH yYaCTHHKAMHU
oOpazoBaTenbHbIX oTHOIIEHUH biioka b1 nucuumiuasl (Moaynn).

Huctunnnaa «CepBUCHas NEATENBHOCTh Ha TPaHCIOpPTE» Oazupyercs Ha
pe3ysbraTax OOyYeHHS, MOJYYCHHBIX MPU U3YYCHHH JUCIUIUTHH: «CepBHCOJIOTHS
(«BBenenne B mpodeccuron)», «Ceppucosiorusi («CepBHCOJOTHS W OpraHHU3aIUs
oOcmyXuBaHusI»)», «Pexinama M CBs3M C OOIIECTBEHHOCTHIO B cepe cepBuca Ha
TpaHcopTe», «HTErpUpoBaHHBIE KOMMYHHMKAIlMM W KOMMYHUKAIIMOHHBIH
MEHEDKMEHT B cpepe CEpBHCAy.

Hucrmmuimaa  «CepBHCHAsE — JIEATEIBHOCTh HA  TPAHCIIOPTE»  SBIISACTCS
oOecrieynBaromeld Ui CICIYIONIUX JAUCIHUIUIMH: «HIYCTpUsS TOCTENPUHUMCTBA B
cdepe TpancnopTay, «IIpodeccruonanbHas dTHKa, CTAaHAAPTH3AIMS, CEPTUDUKAIN U
yIpaBJICHUE KayeCTBOM B CEPBUCHOM OOCTyX)uBaHUW», «OpraHu3anus CEpBHCa B
a’poIOPTy M Ha BO3AYIIHOM CyIHE», « TeXHuYeckne cpeicTBa MpearnpusITHii cepBUCca
Ha BO3JYIIHOM TpaHcropTe», «l/IHHOBalMOHHBIE TEXHUYECKHME CpEACTBA B
CEPBUCHOM O0CITY>KMBaHUU MACCAXKUPOB B TPAHCIIOPTHOM chepe.

Jucruruinaa usydaercs B 3 U 4 ceMecTpe.

3 Komnerennum ody4yaromerocsi, popmupyemMblie B pe3yJibTaTe 0CBOCHHS
AUCHUTTHHBI

IIponiecc ocBoeHUss AUCUUILUIMHBI «CepBUCHAS JIESITEILHOCTh HA TPAHCIIOPTE
HaIpaBJieH Ha (POpPMHUPOBAHUE CICAYIOIINX KOMITCTCHITHI:

Kon Pe3ynpTaT 00y4eHU: HAUMEHOBAHHUE KOMIICTCHIINH; MHINKATOPBI
KOMIICTCHIIUH KOMIICTCHITUN
Cnoco0eH OCylIecTBJISATh MOUCK, KPUTHYECKHH AaHAIU3 U
YK-1 CHMHTe3 HHPOpPMAUUH, NPUMEHATH CHUCTEMHbIH MNMOAXOA IJIS
peleHnsi NOCTABJEHHbIX 3a1a4
HI[1YK-1 Brnaneer metogamMu Mmoucka, KpUTHYECKOTO aHAIM3a W CHHTE3a
uH(bOpMATTIH
9 Brnageer MexaHW3MOM CHCTEMHOTO TIOAXOJA JJIS PEIICHUS
W vk MIOCTABJIEHHBIX 337124
3 Brnagete HaBbIKAMH TPUMEHEHUS CHUCTEMHOIO TIOAXO0Ja IS
N vica pelIeHns TOCTABJIEHHBIX 334
VK-3 Cnocob0eH oOCylIeCTBJISATh COUUANBHOE B3aMMOAEHCTBHE U
peaJu30BbLIBATH CBOIO POJIb B KOMaH/I€e
U vk Brnanmeer METOIaMHU OCYIIECTBIIEHHS COILMATBHOTO
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Kox
KOMIICTCHIINN

PGSYJIBT&T O6y‘-I€HI/I$IZ HaNMMCHOBAHNUEC KOMIICTCHINH, MHANKATOPHI
KOMIICTCHIIMU

B3aUMOJICHCTBUS U pcainzanununu CBOEH POJIM B KOMaHC

U yics

YMmeer OIpCACIIATh K PEaIM30BbIBATL CBOIO POJIb B KOMAH/IC

W vis

BH&I{CTB HaBBIKAMH 00eCIICUCHHUS COIIMaJIBHOI'O B33.I/IMOI[CI\/’ICTBI/I$I

YK-5

Cnoco0eH BOCIIPpMHMMATB MEKKYJIbTYPHOE pa3HOoOOpasue
odmecTsa B COHMAJBHO- MCTOPUYECKOM, IJITHYECKOM H
(punocopckomM KOHTEKCTAX

T yics

Brnageer meTogaMu BOCTIPUATHS MEKKYJIBTYPHOTO Pa3zHOOOpa3us
oOmecTBa B CONMAJIbHO - HCTOPUYECKOM, OTHYECKOM H
bunocopckoM KOHTEKCTAX

UTyics

YMeeT NMpUMEHATh 0COOCHHOCTH MEXKKYJIBTYPHOTO Pa3zHOOOpa3us
o01ecTBa

Uy

Brnaneer HaBbIkaMu pelieHUs MPOU3BOJICTBEHHBIX KOH(MIUKTOB C
y4€TOM 0COOCHHOCTEH MEKKYJIbTYPHOTO pazHooOpa3us 00111ecTBa

YK-8

Cnoco0eH co31aBaTh M MOAAEPKUBATH B MOBCEIHEBHOM KU3HU
U B NPodecCHOHANTBHON /1eSiTeJIbHOCTH 0e30MacHble YCJI0BHS
JKM3HEAESITeIbHOCTH JIJIsl  COXPAaHEHHMsl TPUPOIHON cpebl,
o0ecriedyeHUsi YCTOMYMBOIO Pa3BUTHS 001IeCTBA, B TOM YHCJIE
NpUH yrpo3e M BO3HUKHOBEHHH YPe3BbIYANHBIX CUTyalMHd H
BOCHHBIX KOH()JIUKTOB

T yice

Brnageer metogamu co3gaHus U MOAIEPKKH 0€30MaCHBIX YCIOBUN
KUZHEACATEIbHOCTH, B TOM 4YHUCJIE TIPU BO3HUKHOBEHUH
YpE3BbIUYANHBIX CUTyaLIUN

U yice

YMeer co3maBatb M MOAJACPKUBATH O€30MACHBIE  YCIOBHS
KUZHEACATEIbHOCTH, B TOM 4YHUCJIE TIPU BO3HUKHOBEHUU
YpEe3BbIUYANHBIX CUTYallMK HA TPAHCIIOPTE

Uyice

Brnaneer HaBbikamMu co3aHUS U MOJJEPKKU 0€30MACHBIX YCIOBUH
00CTy>KUBaHMsI TTACCAXUPOB, B TOM YHCIIE TPU BO3HUKHOBEHHUH
YpE3BBIYANHBIX CUTYyAIUN

IIK-1

Cnocoben k pa3padoTke M COBEPHIEHCTBOBAHHIO CHCTEMBbI
KJIMEHTCKMX OTHOIIEHHH C y4eTOM TpPpeOOBAHU MOTpeOUTeIsi
opraHusanuii cgepsl cepBHCa HA TPAHCIOPTE B YCJOBHUAX
B3aUMOJEHCTBHUS C MOTPeOUTEJAMH, B TOM 4YHCJ€ MHTEPHET-
NPOABHKEHUS YCJYI, OPraHM3alMu Npouecca 00Cay:KuBaHUS
norpeduTe/ied HA OCHOBE MPUMEHEHHSI 3AKOHOAATEJIbHbIX
AKTOB U NPABOBBIX HOPM

Hﬂan-l

[IprMeHseT KIMEHTOOPUEHTUPOBAHHBIE TEXHOJIOTUH B CEPBUCHOM
NEATENbHOCTA Ha TPAHCIIOPTE B YCIOBUAX B3aUMOJICHUCTBUS C
NOTPEOUTENSIMU, B TOM YHCJIE€ HUHTEPHET-TIPOJBUKEHUS YCIIYT

s

VYyacTByeT B pa3pabOTKe CHUCTEMbI KIMEHTCKUX OTHOILICHHH U
OpraHu3aluu mpolecca 00CIyKUBaHUSI MOTPEOUTEIEH HA OCHOBE
MPUMEHEHHUS 3aKOHOIATENIbHBIX aKTOB U IIPABOBBIX HOPM




Kox
KOMIICTCHIINN

PGSYJIBT&T O6y‘-I€HI/I$IZ HaNMMCHOBAHNUEC KOMIICTCHINH, MHANKATOPHI
KOMIICTCHIIMU

101 G

Y4yacTByeT B  COBEPLICHCTBOBAHUU  CHUCTEMBbI  KJIMEHTCKHUX
OTHOLIEHUA B CEPBUCHOM JEATEIBHOCTH HAa TPAHCIOPTE C
VCIOJIb30BAHUEM UHTEPHET-TEXHOJIOT U

K-2

Cnoco0eH K OCylIEeCTBJICHHMIO IeATEJIbHOCTH IO YIPABJICHUIO
npoekrtaMu B chepe cepBuca € y4eTOM  3aNpocoB
norpeduresei " c HCII0/1b30BAHNEM
KJINEHTOOPHEHTHPOBAHHBIX TEXHOJIOTH I

T 1k

BJ'I&I[GGT TCOPCTHUCCKUMU 3HaHUAMU u MPaKTUICCKUMU
nmpueMamMu yIrpaBJICHUS IMIPOCKTAMUA B cq)epe O6CJIy)KI/IBaHI/I$I

10 ST

[IpuMeHsieT MeToAbl YIPABICHHUS TYPUCTCKO-PEKPEALMOHHBIMU
IPOEKTaMH, METO/bI INIAHUPOBAHUS U MOHUTOPUHT AESATEIbHOCTU
CEpBHUCHOI KOMITAHUH B chepe TpaHCIopTa

MK-3

Cnocoben k pa3padoTKe TeXHOJOIMH IpoLecca cepBuca,
o0ecrieyeHn0 (P)OPMUPOBAHUS M BHEAPEHUS] KOPINOPATHBHBIX
CTAHJAAPTOB MW PperiaMeHTOB IPOLECcCOB  00CTy:KHBAHHA
norpeduTesieii 1 OPraHU3alMUM NMpouecca yayqdleHust
Ka4eCcTBa 0KA3aHNSI TPAHCTIOPTHBIX YCJIYT

T s

Breibupaer MarepuanbHble  pecypchl, 00OpyIOBaHHME IS
OCYIIECTBJICHHS IpoIlecca CEpBUCA, TMPOBOAUT TIEPETOBOPHI C
KJIMEHTaMU TI0 MPETEH3UOHHBIM CIy4asiM U ONpenessieT MPUIUHbI
BO3HHUKHOBEHUS MTPETEH3UN

0] ST

[TpumeHsieT METOAbl pa3padOTKU M HCIMOJIB30BAaHUS THUITOBBIX
TEXHOJIOTHYECKUX  TPOIECCOB, METOABl  (OPMHPOBAHHS U
BHEJPEHUS  KOPIIOPATUBHBIX  CTAaHAAPTOB M  PETJIaMEHTOB
IIPOIIECCOB OOCITY)KUBaHUS TOTpeOUTENICH HA TPAHCIIOPTE, METOIbI
B3aWMOJICUCTBHS C KJIMEGHTAMU TI0 OpraHU3aluy Tpoliecca
00cITy>)kuBaHus OTpeOUTENeH B chepe rocTenprUIMCTBA

U cs

YuuteiBaeT TpeOOBaHUS  MPOM3BOJCTBCHHOW  JTHCIUILUIMHBI,
npaBWwiIa MO OXpaHE TpyJa U TOXKAPHOM OE30MacHOCTH IMpHU
OCYIIECTBICHUH TEXHOJIOTHYECKOI0 Iporecca

IIK-4

Cnoco0eH oCymecTBJSATh OPraHU3alMOHHOE obOecredyeHue
npouecca CepBHCHOI0 O00CITyKMBAHHMS, IUIAHUPOBaHHE U
MOHUTOPHMHI  /IeATEILHOCTH CEPBHCHOIl KOMIAHUM B
TPAHCIIOPTHOM c(epe U opraHuzauuu cpepbl rOCTENPUUMCTBA
HA TpPaHCNOpPTe, NPUHUMATH PpelleHUus: 00 yNpPaBJIeHUHU
TYPUCTCKO-PEKPEANMOHHBIMH NPOEKTAMH, OPraHHU3ANUM W
yIPaBJIeHUM TPAHCIOPTHOH MHPPACTPYKTYpPOH, B TOM 4YHCJIE
HMYIIECTBOM 23PONOPTOBOr0 KOMILJIEKCA

101 ST

[IpouzBonut  BBHIOOp  OpPraHU3AIMOHHBIX  PEIICHUH IS
bopMHUpOBaHUA  CEPBUCHOM  CHUCTEMBI  OOCTY)KMBaHUS  C
UCIIOJIb30BAHUEM  METOJOB  OpraHu3alvd U yIpaBJiICHUs
UMYIIECTBEHHBIM  a3pONOPTOBBIM  KOMIUIEKCOM H©  aKTHUBaMU
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Kon Pe3ynbTaT 00y4yeHUs: HAUMEHOBAHUE KOMIIETCHIINH; MHAUKATOPHI
KOMIIETCHIIUU KOMIETEHIIUU

CEPBUCHBIX NPEANPUITUN HA TPAHCIIOPTE

Cnoco0eH OpPraHu3oBbIBATH M NPOBOAUTHL MAPKETHHIOBBIN
aHaJM3 NOTPeOHOCTH B  CEPBHCHBIX  ycJayrax  Mpu
IKCITyaTAllMM BO3AYIIHBIX CYA0B U 00bEKTOB ABMAIMOHHOWM

TK-5 HH(QPACTPYKTYpbl, NPH  OPraHM3alMH,  BbINOJHEHNH,
o0ecneyeHHH M 00CTYKMBAHHHU 110JIETOB BO3XYUIHBIX CYA0B,
BO3JYIIHBIX EPEBO30K W ABHAIIMOHHBIX padoT
CnocobeH  OCYHIECTBISTh  OpPraHU3ALMOHHOE  OOCIYyXHBaHUE

Vs aBUALIMOHHOW MHPPACTPYKTYPhI U OPraHU3ALMOHHOE 0OecTieueHne
polecca CEepBUCHOIO OOCIY)XKMBaHUSI B a’poONoOpTy U Ha OOpTY
BO3/YILIHOTO Cy/IHa

3HaTh:

- METOJBl TOWCKA, KPUTHYECKOTO aHajdu3a W CHHTe3a HHpOpMalnuu B
npolecce OpraHu3alui CEpBUCHOTO 00CITYKUBaHUs NMOTpeOUTENe Ha TpaHCTIOpPTE, B
ToM umcie B cdepe BosaymHoro TpaHcnopta (M/Ilyki); MeXaHU3M CHCTEMHOIO
nojaxoja JyUIsl pelieHrs MOCTaBJICHHBIX 3a/1ad B MPOIECCE OpraHU3aIluid CEPBUCHOTO
oOCIy>KMBaHMs TIOTpEOUTENIel Ha TpPaHCIOpTE, B TOM 4HCie B cdepe BO3AYIIHOTO
tpancropra (M%yk-1); METOAbl NPMMEHEHHS CHCTEMHOIO IIOAXOAA Ul PELICHHUS
MOCTABIIGHHBIX 3aJlad B IIPOILIECCE OpPTaHU3AIMU CEPBUCHOTO OOCITYKUBAHUS
notpebuTeneld Ha TpaHCIOPTE, B TOM 4Hcie B cdepe BO3AYIIHOTO TPAHCIOPTA
(U Pyk);

— METOJBbl OCYIIECTBJIECHUS COLMAIBHOIO B3aUMOIECHCTBUS U peaIu3alvu
CBOCH poilM B KOMaHIE B MPOIECCE OPTaHM3AIMU CEPBHCHOTO OOCIYKHUBaHUS
norpebuTeNneld Ha TpPaHCIOPTE, B TOM 4HciIe B cdepe BO3AYIIHOTO TPAHCIIOPTA
(U/I'yk-3); MeTObI ONpesieieHnsl U peaau3allii cBoeil poiM B KOMaHJEe B Hpoliecce
OpraHu3allid CEPBUCHOTO OOCITYyXUBaHUS TOTpeOUTETICH HAa TPAHCIOPTE, B TOM
upcne B cdepe BosmymHoro Tpancnopra (MJI%yk.3); MeToasl obecredeHus
COIMAJIFHOTO B3aMMOJICHCTBUS B TIPOIIECCE OPTaHU3AIMN CEPBUCHOTO 00CITYKUBAHUS
noTpeduTeNneil Ha TPAaHCIOPTE, B TOM 4HCIe B chepe BO3AYIIHOTO TPAHCIOPTA
(U vk-a);

— METOABl BOCHPHATHS MEXKYJIBTYPHOTO pa3HOOOpa3usi oOmecTBa B
COIMAJIEHO - UCTOPUYECKOM, ITHYECKOM U (PHIIOCOPCKOM KOHTEKCTaX B MPOIECCE
OpraHu3alMyi CEPBUCHOTO OOCTYXKMBaHUSI TOTpeOUTENEd Ha TPAHCIOPTE, B TOM
uucie B cdepe BozmymmHoro tpancmopra (U'yks); MeTombl NpUMEHEHUs
0COOEHHOCTEH MEXKKYIbTYPHOTO pa3HO0Opasmsi o0IIeCTBa B MPOIECCE OPTaHU3AIUU
CEpPBUCHOTO OOCITYy)KMBaHUS MOTpeOHUTENEl Ha TPAaHCIOPTE, B TOM uwucie B chepe
Bo3aymHoro Tpancrnopra (M%yks); MeTOAbl pEIleHHs HPOM3BOACTBEHHBIX
KOH(JIMKTOB C YY4E€TOM OCOOEHHOCTEW MEXKKYJIbTYPHOTO pa3zHOooOpa3usi oOlecTBa B
MPOIIECCe OpPTaHU3alMKU CEPBUCHOTO OOCITYKUBaHUs OTpeOUTENEH Ha TPAHCIIOPTE, B
TOM umcie B chepe Bo3aymHoro tpancrnopta (U1 3yi.s);



—  METOABl  CO3JaHus | NOAJIEPKKH 0e30macHbIX YCIIOBUH
KU3HEJEITEIbHOCTH, B TOM YHCJIE€ TP BO3HUKHOBEHUH YPE3BBIYANHBIX CUTYallUil B
MpOLIECCE OPraHU3alMU CEPBUCHOIO OOCITYKMBaHUS OTPEOUTENIEH Ha TPAaHCIIOPTE, B
ToM umcie B cdepe BosmymHoro Tpancnopra (M[Ilyk.s); MeTomsl co3maHus u
nojaJiepKaHusi 0€30MacCHbIX YCJIOBHH KU3HENEATEIbHOCTH, B TOM 4YHUCIE NpH
BO3HUMKHOBEHUU YPE3BbIYANHBIX CUTyallUd B IPOLIECCE OPraHU3ALMU CEPBUCHOTO
oOcnyKMBaHMsI TIOTpEOUTENIed Ha TPAHCIIOPTE, B TOM 4HUCIE B cdepe BO3AYIIHOTO
tpancnopra (M[I%yk-s); HaBBHIKAMH CO3JaHMA M IOANEPKKM OE30MACHBIX YCIOBHUMH
00CITy’)KUBaHHS TMACCAXUPOB, B TOM YHUCIE TMPU BO3HUKHOBEHHHM YPE3BBbIUYAMHBIX
CUTYyalluil B MPOLECCE OpraHU3alMM CEPBHCHOIO OOCITYXKMBaHUs MOTpeOuTenel Ha
TPaHCIIOPTE, B TOM 4ucie B chepe Bo3aymHoro tpancnopta (U1 3yk.s);

— METOAbl TNPUMEHEHHS  KIMEHTOOPUEHTUPOBAHHBIX  TEXHOJOTHH B
CEPBUCHON JIEATEIBHOCTH HAa TPaHCIOPTE B YCIOBUAX B3aUMOJEUCTBUSA C
NOoTpeOUTENIMH, B TOM YHCIE€ HWHTEPHET-MPOJABIXKEHHUS YCIyr B Ipolecce
OpraHu3allid CEPBUCHOTO OOCITYyXUBaHUS TOTpeOUTENIe Ha TPAaHCIOPTE, B TOM
uncne B cepe BozmymHoro tpancnopra (MI'nk-1); MeToabl yuacTus B pa3paboTKe
CUCTEMBbl KJIMEHTCKUX OTHOIICHHM M OpraHu3aluu Ipolecca 00CITyKHUBaHUS
norpeduTeneld Ha OCHOBE MPUMEHEHUS 3aKOHOIATEbHBIX AKTOB U MPABOBBIX HOPM B
Ipolecce OpraHu3alii CEPBUCHOTO 00CITYKUBaHUS OTpeOUTENIel Ha TpaHCTIOPTE, B
TomM uncne B cdepe BosgymHoro Ttpancmopra (M%mk1); MeTomsl ydacTHs B
COBEPIICHCTBOBAHUYU CUCTEMBI KIIMEHTCKHX OTHOIIEHUN B CEPBUCHOMN AEATEIBHOCTU
Ha TPAHCIIOPTE C WCIOJIb30BaHUEM MHTEPHET-TEXHOJIOTUH B MPOLIECCE OpraHU3alun
CEpPBUCHOTO OOCITY)KMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B cdepe
Bo3y1Horo Tpancrnopra (M1%nk-1);

— METOAbl BIIAJICHUS TEOPETHUYECKMUMH 3HAHUSAMU W MPAKTUYECKUMU
npueMaMu YIOpaBJICHHUS TMPOEKTaMu B cdepe oOCHyKMBaHHS B  TIpoliecce
OpraHu3allid CEPBUCHOTO OOCITYyXUBaHUS TOTpeOUTENeH HAa TPAHCIOPTE, B TOM
gmcine B cepe Bo3aymHoro Tpancnopra (U] k-2); MeToab! yrpaBieHus TypHCTCKO-
PEKPEALMIOHHBIMY MMPOEKTAMH, METO/IbI MNIAHUPOBAHKSI U MOHUTOPHUHT JIEATEIIbHOCTH
CEpPBUCHOW KOMNAaHUU B cdepe TpaHCIOpPTa B IMPOIIECCE OPraHU3allMd CEPBUCHOTO
oOCIy>KMBaHMs TIOTpEOUTENIe Ha TPaHCIOPTE, B TOM 4YHCle B cdepe BO3IYIIHOTO
tpancnopra (M1%nk-2);

— MeToAasl BBIOOpPa  MaTepUaIbHBIX PECypcoB, O0OOpYyIOBaHUS IS
OCYLIECTBJICHHS IIPOLIECCAa CEpBUCA, MEXaHHW3M IIPOBEIEHMS IIEPErOBOPOB C
KJIMEHTAMH I10 IPETEH3MOHHBIM CIy4asiM WU ONPEAEICHHUs MPUYMH BO3HUKHOBECHUS
NPETEeH3UN B MpPOLECCe OpraHU3alMi CEPBUCHOIO OOCIYKMBaHUS MOTpeOuTeNel Ha
TpaHcnopTe, B ToM umcie B cdepe Bozmymmuoro tpancrnopra (U/Ilnk.3); mMeroms:
pa3pabOTKM M HCHOJb30BAHHUSI THUIOBBIX TEXHOJOTHMYECKUX IIPOLIECCOB, METObI
dbopMupoBaHUST W BHEAPEHUS KOPIOPATUBHBIX CTAHIAPTOB M  PETJIAMEHTOB
MPOIIECCOB OOCITYKMBaHUS MOTPeOUTENEH HAa TPAHCTIOPTE, METOIBI B3aMMOICHCTBHUS
C KIHMEHTaMU [0 OpraHu3alMM Ipolecca OOCIyKHBaHUS NoTpeOurenei B cdepe
rocTeNpUMMCTBA B  MpOLleCCe  OpraHu3alldd  CEPBUCHOTO  OOCIYKUBaHUS
oTpeduTeNed Ha TpaHCIOPTE, B TOM 4HcIe B cdepe BO3AYLIHOTO TPAHCIOPTA
(U 1%nk-3); TpeOOBaHKs IIPOU3BOICTBEHHOMN IMCLMILIMHLL, TPABUII 110 OXPaHE TPYJAA U
MO’KAPHOM 0€30IaCHOCTH IPHU OCYLIECTBIEHUU TEXHOJOTMYECKOro Ipolecca B
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MPOLIECCE OPraHU3alMU CEPBUCHOIO OOCITYKMBaHUS OTPEOUTENIEH Ha TPAHCIIOPTE, B
ToM umciie B cepe Bo3aymHoro tpancnopra (M13%mx-3);

— METOAbl BBIOOpA OpraHU3AIMOHHBIX pelIeHUH i  QOpMHUPOBAHUS
CEpPBUCHON CHUCTEMBbI OOCITY>KMBAHUS C HCIOJIH30BAHUEM METOJIOB OpPTaHU3alMHU U
yIpaBICHUS UMYIIECTBEHHBIM a3pOMOPTOBBIM KOMILJIEKCOM M aKTMBAMU CEPBUCHBIX
NpEANPUATANA Ha TPAHCIOPTE B MPOIECCE OpraHU3aIMU CEPBUCHOTO OOCTYKMBaHUS
noTpeduTeNneil Ha TpaHCIOPTE, B TOM 4Hcie B cdepe BO3AYIIHOTO TPAHCIOPTA
(M) rc-a);

— METO/JIbl OCYIIIECTBJICHUSI OPTraHU3AIMOHHOTO OOCTY>KMBAHUS aBUAIIMOHHOM
UHPACTPYKTYpPhl W OPraHU3AIMOHHOTO OOECIEeYeHHUs] Mpollecca CEePBUCHOTO
oOCIy’>KMBaHMSI B a’poONopTy ©U Ha OOpPTYy BO3AYIIHOIO CyJHAa B IMpolecce
OpraHu3aIlid CEPBUCHOTO OOCTY)XMBaHUsI TOTpeOuTeNed Ha TpPaHCIOPTE, B TOM
gmciie B chepe Bo3aymHoro Tpancnopta (M1%mx-s);

Ywmers:

- TPUMEHSTh METOJAbl TIOMCKA, KPUTHYECKOTO aHajdu3a U  CHHTEe3a
uH(OpMaIMK B MPOIECCE OpraHU3AIluK CEPBUCHOTO OOCITY>KMBAHUS TOTPEOUTENICH
Ha TpaHCIOpTe, B TOM uMcie B cdepe BosaymHoro Tpancnopta (U yica);
MPUMEHATh MEXaHU3M CHUCTEMHOTr0 TOJAXOJa JJIS PEIICHHs] TTOCTaBIEHHBIX 3a7ay B
npolecce OpraHu3alui CEpBUCHOTO 00CTYKMBaHUs TOTPEOUTENEeH Ha TPaHCTIOPTE, B
ToM umcie B cdepe BozaymHoro Tpancrnopta (MJI%yk.1); NpUMEHATH METOMbI
NPUMEHEHHUS] CUCTEMHOTO MOJX0Ja JJisi pelIeHUs] MOCTAaBIEHHBIX 3a7a4 B MPOIEcce
OpraHu3allid CEPBUCHOTO OOCITYyXUBaHUS TOTpeOUTENeH Ha TPAHCIOPTE, B TOM
gmcine B cdepe BosaymHoro tpancnopra (M 3yi1);

— TPUMEHSTh METOJAbl OCYIIECTBICHHUS COIMAIBHOTO B3aUMOJECUCTBUS U
peanu3anuu  CBOEW pOJIM B KOMaHJE B IIPOILIECCE OpraHU3alUh CEPBUCHOTO
o0cITy>)KuBaHMs TIOTPEOHUTENIC Ha TpPaHCIIOPTE, B TOM 4ucie B cdepe BO3AYIIHOTO
tpancnopTa (U yk-3); IPpUMEHATh METO/IbI ONpEEIeHNs] U Peaan3aldi CBOEH poIu
B KOMaHJI€ B IPOIIECCE OpraHU3allMd CEPBUCHOTO OOCTY>KMBaHHS MOTpeOUTeneil Ha
TpaHCIIOPTE, B TOM 4ucie B cepe Bo3aymHoro tpancnopra (U %yk-3); IpUMEHATE
METOJIbI OOECIEUYECHHs] COIMATBHOTO B3aMMOJIEHCTBUS B TIPOIIECCE OpraHU3aluu
CEepBUCHOTO OOCITY)KMBaHUS MOTpeOUTENEl Ha TpaHCIOPTE, B TOM uwucie B chepe
Bo3ymHoro Tpancrnopra (M 13yk3);

— TMPUMEHATH METOJIBl  BOCTIPHUATHA  MEXKKYJIBTYPHOTO  pa3sHOOOpa3ms
0O0IIecTBa B COIMAIBHO - HCTOPHYECKOM, STUIECKOM B (PHIOCOPCKOM KOHTEKCTax B
MPOIIeCcCe OPTaHU3aIMU CEPBUCHOTO OOCITY)KMBAaHUS TIOTPEOUTENCH Ha TPAHCTIOPTE, B
ToM umciae B cdepe Bosaymmuoro tpancmopra (M/Ilyk.s); NpUMEHATH METOBI
MIPUMEHEHUS] OCOOEHHOCTEN MEXKYJIBTYPHOTO pa3sHooOpasusi oOIlecTBa B Mpoliecce
OpraHu3alMyi CEPBUCHOTO OOCTYKMBaHUS TOTpeOUTENEH Ha TpPAaHCHIOPTE, B TOM
uncne B cepe BozaymHoro tpancrnopta (M%yks); IPpUMEHATH METOABI PEIleHHs
MPOU3BOJICTBEHHBIX KOH(PJIUKTOB C YYETOM OCOOCHHOCTEH MEXKYJIbTYPHOTO
pazHooOpasusi 00IIecTBa B MPOIECCE OPTraHU3AIMN CEPBUCHOTO OOCITYKHUBaHUS
noTpeduTesiel Ha TpaHCHOpPTE, B TOM 4YHUCIE B cdepe BO3AYLIHOIO TpaHCIOPTa
(A Pyks);

— TMPUMEHSTh METOJbl CO3JaHUs U TMOJACPKKH O€30MaCHBIX YCIOBHI
KU3ZHEACATEIbHOCTH, B TOM YHCJI€ MPU BO3HUKHOBEHUU YPE3BBIUAMHBIX CUTYyallUi B
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MIPOIIeCCe OpPTaHU3alMKU CEPBUCHOTO OOCTYXKMBAaHUS MOTpeOUTENIe HA TPAHCTIOPTE, B
Tom uncne B cdepe Bosgymmuoro Ttpancmopra (U'yk.s); HTpHMEHATH METOMBI
CO3JIaHUsI U TOJJEPKaHUSI 0€30MaCHBIX YCIOBUN JKU3HEEATCIIBHOCTH, B TOM YHCIIC
MpU BO3HUKHOBEHHM UPE3BBIYAMHBIX CUTyalldid B  TMpoOIlECCE€ OpraHu3aluu
CEpPBUCHOTO OOCIY)XMBaHUSI MOTpeOUTeNe Ha TpaHCHoOpTe, B TOM 4YHUCiIe B cdepe
Bo3aymHoro tpancnopra (M%yk-s); IPUMEHATh HABLIKUA CO3JAHUS M IOIIEPKKH
0€30MacHbBIX YCIOBUM 00CTYy>KMBaHUSI TACCAXKUPOB, B TOM YHKCIIE ITPU BOSHUKHOBEHUU
Ype3BbIYAWHBIX CUTYyaIlui B MPOLIECCE OpraHU3aIluU CEPBUCHOTO OOCITY>KHUBaHUS
noTpeduTenied Ha TpaHCHOpPTE, B TOM 4YHuCIEe B cdepe BO3AYIIHOTO TpaHCIOpTa
(M %yks);

— MPUMEHITh METOJIbl IPUMEHEHUSI KIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUM
B CEPBUCHOW [EATEIIbHOCTH Ha TPAHCIOPTE B YCJIOBUSAX B3aUMOJICUCTBUS C
NOoTpeOUTENIMH, B TOM YHCJI€ WHTEPHET-IPOJBMKEHUS YCIAYyr B Mpoliecce
OpraHu3aIlii CEPBUCHOTO OOCTY)KMBaHUsI TOTpeOuTeNed Ha TpPaHCIOPTE, B TOM
uucie B cepe BosaymHoro tpancnopra (M1 mk.1); NpuMeHATH, MeTOaBl yyacTHs B
pa3pabOTKEe CHCTEMbl KJIMEHTCKUX OTHOIICHWH W OpraHu3alud IMpolecca
o0cITy>)kKuBaHMs TTOTPEOUTENIC HAa OCHOBE NMPUMEHEHHUS 3aKOHOJATEIbHBIX aKTOB U
IpPaBOBBIX HOPM B TIpPOIlECCE€ OpraHu3alMi  CEPBUCHOTO  OOCTY)KHBaHUS
notpeOuTeneld Ha TPAHCIOPTE, B TOM 4YHCIEe B cdepe BO3AYIIHOTO TpaHCIOpTa
(U/1%rk-1); MPUMEHSATH METO/bI yYAaCTUs B COBEPIIEHCTBOBAHMU CUCTEMBI KIIMEHTCKUX
OTHOLIEHWM B CEPBUCHOM JEATEIBHOCTH HA TPAHCIOPTE C MCIOJIb30BAHUEM
MHTEPHET-TEXHOJOTUA B TPOIIECCE OpraHU3allMi CEPBHCHOTO OOCITYKHUBaHUS
noTpebuTened Ha TpPaHCIOPTE, B TOM 4YHCie B cdepe BO3AYIIHOTO TpaHCIOpTa
(M),

— IPUMEHATb METOAbl  BIAJEHUA TEOPETHUYECKMMH  3HAHUSMH U
NPAKTUYECKUMU TIpHeMaMHu YIpaBieHUsl NpoeKkTaMu B cdepe OOCITyKUBaHUS B
IpoIecce OpPraHu3aIii CEPBUCHOTO 0OCITYKUBaHUS OTPEOUTENeH Ha TPAHCTIOPTE, B
ToM umucie B cdepe BosgymmHoro tpancrnopta (Ud'nk2); NPHMEHATH METOMBI
YIOPaBIEHUSI TYPUCTCKO-PEKPEAMOHHBIMU MPOEKTaMHU, METOJbl IJIAHUPOBAaHUS U
MOHHUTOPHUHT JESITEIILHOCTU CEPBUCHON KOMITaHMM B c(hepe TpaHCHoOpTa B MpoIecce
OpraHu3allid CEPBUCHOTO OOCITYyXMBaHUS TOTpeOUTENeH HAa TPAHCIOPTE, B TOM
gycne B cdepe BosaymHoro tpancnopra (M 1%mx-2);

— MNPUMEHSATh METOJbl BbIOOpAa MaTepUaJIbHBIX PECYpPCcOB, 00OPYIOBAHUS IS
OCYLIECTBIICHHSI TMPOIECCAa CEpBUCA, MEXaHHW3M IMPOBEJICHUS TEPErOBOPOB C
KJIIMEHTAMU IO MPETEH3UOHHBIM CIy4asiM U ONpPEAENICHUS NMPUYUH BO3HUKHOBEHUS
MPETEH3U B IMPOIIECCEe OpraHU3alliid CEPBUCHOTO OOCITY>KMBAaHHS TOTpeOHUTeNel Ha
TpaHCHOpTE, B TOM uHcle B cepe BosmymHoro tpancrnopra (U1'nk.3); mpuMeHaTs
METO/IBl pPa3pabOTKM W WCIOJIB30BAHUS THIOBBIX TEXHOJIOTHYECKHUX IPOIIECCOB,
MeTOAbl (POPMHUPOBAHMS U BHEAPEHUS KOPHMOPATHUBHBIX CTAHIAPTOB U PETJIAMEHTOB
MPOIIECCOB OOCTY)XKMBAaHUS TOTPEOUTENEH Ha TPAHCIOPTE, MPUMEHSATH METObI
B3aMMOJICUCTBUSl € KJIMEHTAaMU [0 OpraHu3alu Impolecca OOCIyKUBAHUS
notpebutenei B cdepe rocTENPUUMCTBA B MPOIECCE OPraHU3alMU CEPBUCHOTO
oOcity>)kKuBaHMsI TTOTpPeOUTENIe Ha TpPaHCIOPTE, B TOM 4ucie B cdepe BO3AYIIHOIO
tpancnopta (MJ1%mk.3); NpUMEHATh TpeOOBaHMS IMPOU3BOACTBEHHOH IMCLUILIHHBL,
MpaBUJl IO OXpaHe TPyJa U MOXKaApHO 0e30MacHOCTH MPU OCYIIECTBICHUU
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TEXHOJIOTMYECKOT0 TMpoIlecca B MPOLECCe OpPraHu3alui CEPBUCHOTO OOCTYKUBAHUS
noTpeduTesiel Ha TpaHCHOpTe, B TOM 4YHUCIE B cdepe BO3AYIIHOTO TpPaHCIOPTa
(A kca);

— TMPUMEHATH METOAbl  BhIOOpPAa  OPraHMW3AIMOHHBIX  PEIICHWH  JUIA
dbopMupoBaHUsl CEPBUCHON CHUCTEMBbI OOCIYKMBAaHHS C HCMIOJIb30BAaHUEM METO/OB
OpraHu3alii U YMPaBICHUS HMYIIECTBEHHBIM a’pONOPTOBBIM KOMIUJIEKCOM U
aKTUBaAaMU CEPBUCHBIX NPEANPUITUNH Ha TPAHCHOPTE B IMIPOIECCE OpraHU3alUU
CEpPBUCHOTO OOCIIYXKHMBaHUSI MOTpeOUTENIe Ha TpaHCHOpPTE, B TOM 4HCiIe B chepe
Bo3ymHoro Tpancrnopra (U1%mx-4);

— TPUMEHATh METOJbl OCYIIECTBICHUS OPraHU3AIMOHHOTO OOCTYKHMBaHUS
aBUAIIMOHHOW MH(PACTPYKTYpbl U OpraHU3aIMOHHOTO oOOecTmedyeHus Tmpoiiecca
CEpPBUCHOT0 OOCIYKUBAaHUS B adpPOTNOPTY U HA OOPTY BO3AYIIHOTO CYJHA B MPOIECCE
OpraHU3aIlMd CEPBUCHOTO OOCTY)XMBaHUsI TOTpeOuTeNed Ha TpPaHCIOPTE, B TOM
gmciie B cdhepe Bo3aymHoro Tpancnopta (MJ1%mx-s);

Bnaners:

- HaBbIKAMH TPUMEHEHHS METOJIOB MTOMCKA, KPUTUUECKOTO aHalli3a U CUHTE3a
uH(OpMaIMK B MPOIECCE OpraHU3aIlUK CEPBUCHOTO OOCITY>KMBAHUS TOTPEOUTENICH
Ha TPaHCIOPTE, B TOM uucie B cdepe Bo3aymHoro tpancrnopra (U lyk.1); HaBbIKaMu
MPUMEHEHHS] MEXaHU3Ma CUCTEMHOTO MOJIX0a JIJIsl PEIICHHS MMOCTABJIICHHBIX 3aJ1a4 B
IpolIecCe OpPraHu3alui CEPBUCHOTO OOCITYKUBaHUS TIOTpeOUTENel Ha TPaAHCIIOPTE, B
ToM umcne B cepe BosaymHoro tpancnopra (M[I?yk.1); HaBbIKAMU IIPUMEHEHHS
METOJIOB CHUCTEMHOTO TOJXO0Ja IS pEeHIeHUs TOCTaBJIEHHBIX 3aJad B Ipolecce
OpraHu3allid CEPBUCHOTO OOCITYyXUBaHUS TOTpeOUTE]IeH Ha TPAHCIOPTE, B TOM
gmcie B cdepe BosaymHoro tpancnopra (M 3yi1);

— HaBBIKAMM  TPUMEHEHHS  METOJOB  OCYIIECTBIEHUS  COLHUAIBLHOTO
B3aMMOJICHCTBUSI M peaiu3allii CBOEH POJM B KOMaHJAE B MPOIECCe OpraHU3alluu
CEpPBHUCHOTO OOCIY)XHMBaHUS TOTpeOUTENIe Ha TpaHCIOpTe, B TOM 4YHCIEe B cdepe
Bo3aymHoro tpancnopra (U] 'yk.3); HaBpIkaMy OpYMEHEHUS METOJ0B ONpEEICHHS
M peamu3allid CBOEH pOJM B KOMAaHJIE B IMPOIECCE OPraHU3allii CEPBHCHOTO
oOcITy>)kKuBaHHs TIOTpPEOHUTENIC Ha TpaHCIIOPTE, B TOM 4Hclie B chepe BO3AYIIHOTO
tpancnopra (M1%yk-3); HABBIKAMH IIPUMEHEHHsSI METOJ0B 00€CHeUYeHHUs COLMAILHOTrO
B3aUMOJIEHCTBUS B  NPOLIECCE  OpPraHM3allMd  CEPBUCHOrO  OOCIYKUBaHUS
noTpeduTeNneil Ha TPAaHCIOPTE, B TOM 4HCIe B chepe BO3AYIIHOTO TPaHCIOPTA
(U] Cyx3);

— HaBbIKAMH TPUMEHEHHUS  METOJOB  BOCHPHSATHS  MEXKYJITYPHOTO
pa3zHooOpasus 001IecTBa B COLUATIBHO - HCTOPUIECKOM, STUIECKOM U (PUI0COPCKOM
KOHTEKCTaX B MPOIIECCE OPTaHU3AIMK CEPBUCHOTO OOCTYKMBaHUSI OTpEOUTENEH Ha
TpaHcHopTe, B ToM umcie B cdepe Bozmymnoro tpancnopra (Ud'yks); HaBbIKaMu
MPUMEHEHUST METOJIOB MPUMEHEHHSI 0COOCHHOCTEH MEKKYIbTYpHOTO Pa3zHOOOpa3us
oOIecTBa B MPOIIECCE OPraHU3aIMi CEPBUCHOTO OOCITYXHUBaHUS MOTpeOuTeneit Ha
TpaHCIIOpTe, B TOM 4ucie B cdepe Bo3aymHoro tpancrnopra (MJ1%yi.s); HaBbIKaMK
MPUMEHEHUS METOJIOB PEIICHUs TPOU3BOJCTBEHHBIX KOH(PJIUKTOB C Y4ETOM
0COOEHHOCTEW MEXKYJIBTYPHOTO pazHOOOpa3us OOIEeCcTBa B MPOIECCE OpraHU3aIMU
CEpPBUCHOIO OOCIIYXKMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4uclie B chepe
Bo3aymHoro Tpancropta (U] 3yks);
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— HaBBIKAMU TPUMEHEHHUS METOJOB CO3JIaHUS U TOJAJIEPKKH OE30MaCHBIX
YCJIOBUHM KUZHEAEATEIbHOCTH, B TOM YHUCJE MPU BO3HUKHOBEHUU YPE3BBIYAMHBIX
CUTYyalluid B MPOLECCE OPraHU3ALMH CEPBUCHOIO OOCITYXKMBaHUS MOTpeOUTENed Ha
TpaHcHoOpTe, B ToM umcie B cdepe BozmymHoro tpancnopra (UJ'yk.s); HaBbIKaMu
MPUMEHEHUS METOJOB  CO3JlaHMsl U  TOJAJACpKaHUS  OE30MacCHBIX  YCJIOBHUH
KU3ZHEACATEILHOCTH, B TOM YHUCJIE P BOSHUKHOBEHUU UPE3BBbIUAMHBIX CUTYaIlUl B
MpolLiecce OPraHu3aluu CEPBUCHOIO OOCITYKMBaHUS OTpEOUTENIel Ha TPaHCTIOPTE, B
ToM umcie B cepe BosaymHoro tpancrnopra (MJ1%yk.s); HaBHIKAMH HPUMEHEHUS
CO3JaHMUs U MOAJEPKKM O€30MacHbIX YCIOBUI OOCITY>KHMBAaHHS MAcCaXUpPOB, B TOM
Yucji€ TNpU BO3HUKHOBEHUM YPE3BBIUAMHBIX CUTyallUd B TPOLIECCE OpraHu3aluu
CEpPBUCHOTO OOCHTY)XKMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
Bo3aymHoro Tpancrnopra (M 13yk.s);

— HaBBIKAMU TPUMEHEHUS KIHUCHTOOPUEHTUPOBAHHBIX TEXHOJOTHH B
CEpPBUCHOW JICATEIBHOCTH Ha TPAHCIOPTE B YCJIOBHUSX B3aUMOJICUCTBUS C
noTpeOUTeNsIMH, B TOM YHCJI€ WHTEPHET-IPOJBIKEHUS YCIAYyr B Mpolecce
OpraHu3allid CEPBUCHOTO OOCITYyXUBaHUS TOTpeOUTENeH Ha TPAHCIOPTE, B TOM
umcne B chepe BozaymHoro Tpancnopta (M1 x.1); HaBbIkaMyU MPUMEHEHUS METOI0B
y4acTHsl B pa3pabOTKe CHUCTEMbI KIIMEHTCKUX OTHOIICHUN M OpraHU3alluu IMpolecca
oOcITy>)KUBaHMs TIOTPEOUTENIC HAa OCHOBE NMPUMEHEHHUS 3aKOHOJATEIbHBIX aKTOB U
NpaBOBBIX HOPM B TMpOIlECC€ OpraHu3alid  CEPBUCHOTO  OOCIYKHMBaHUS
notpebuTeneld Ha TpaHCIOPTE, B TOM 4Hcie B cdepe BO3AYIIHOTO TPAHCIOPTA
(MUd%nk-1); HaBBIKAMM IIPUMEHEHHsS METOJOB yYacTHi B  COBEPIIEHCTBOBAHUM
CUCTEMBl KJIMEHTCKUX OTHOILIECHHI B CEPBUCHOM [ESITEIBHOCTH HA TPAHCIOPTE C
UCIIOJIb30BAHUEM HHTEPHET-TEXHOJOTUA B TMPOLECCE OPraHu3alul CEPBUCHOIO
oOCIy>KMBaHMsI TIOTpEOUTENIel Ha TpaHCIOPTE, B TOM 4HCie B cdepe BO3AYIIHOTO
tpancnopTa (M1%mk-1);

— HaBbIKAMM MPUMEHEHHS METOIOB BIIAJICHUS TEOPETHUYECKUMH 3HAHUSMU U
NPAKTUYECKUMU TpHeMaMHu YIpaBiIeHUs NpoeKkTaMu B cdepe OOCIyKUBaHUS B
IpoIecce OpraHu3alii CEPBUCHOTO 0OCITYKUBAaHUS OTPEOUTENeH Ha TPAHCTIOPTE, B
ToM umcne B cepe BozaymHoro tpancnopra (M[I'nk-2); HaBBHIKAMU IIPUMEHEHHS
METOJOB  YINPABICHUS  TYPUCTCKO-PEKPEALIMOHHBIMH  IMPOEKTAMHU,  METOMbI
IUTAHUPOBAHUS W MOHUTOPHUHT JESTEIHbHOCTH CEPBUCHOW KOMIIaHMM B cdepe
TPAaHCTIOPTa B MPOIIECCE OPTaHU3AIUU CEPBUCHOTO OOCITY)KHBaHUSI TIOTpEOUTENCH Ha
TpaHCIIOPTE, B TOM 4uce B chepe Bo3aymHoro tpancnopta (U1 %mk-2);

— HaBBIKAMHM TIPUMEHEHHSI METOJOB BHIOOpAa MAaTEpPHAIBHBIX PECYPCOB,
o0opyaoOBaHUs IS OCYIIECTBICHHUS TpOIlecca CEpPBUCA, MEXaHM3M TIPOBEICHUS
MIEPEroBOPOB € KIMEHTAMH IO MPETEH3HMOHHBIM CIy4dasM M ONpEAESICHUS MPUYHUH
BO3HUKHOBEHHUSI TMPETEH3UW B MPOLIECCE OpraHu3alMud CEPBUCHOTO OOCIYKUBAHUS
noTpeduTeNneid Ha TPAaHCIOPTE, B TOM 4HCIe B chepe BO3AYIIHOTO TPAHCIIOPTA
(U[I'1ik-3); HABBIKAMY IIPUMEHEHHS METOIOB Pa3spabOTKH U UCHOIb30BAHHS THIIOBBIX
TEXHOJOTHYECKUX  TPOIECCOB,  METOAbl  (OPMUPOBAHUS U BHEJIPEHUS
KOPIMOPATUBHBIX  CTAHJAPTOB W  PErJAaMEHTOB  MPOIECCOB  OOCIYKUBaHUS
noTpeduTesiel Ha TpaHCIOPTE, HABbIKAMU MPUMEHEHUSI METOJIOB B3aUMOJICHUCTBUSA C
KJIIMEHTAaMU 10 OpraHu3aluu I[polecca O0OCIyXUBaHUS mOTpeduTeneit B cdepe
rOCTEHNPUUMCTBA B IMPOIECCE OPraHU3alMU CEPBUCHOTO OOCITY>KMBAHUS
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noTpeduTenel Ha TpaHCHOpTe, B TOM 4YHUCIE B cdepe BO3AYIIHOTO TpPaHCIOPTa
(I/IILZHK-g); HABBIKAMU TMPUMEHEHUs TPeOOBaHUM MPOWU3BOJACTBEHHOM MHUCIUILINHBI,
MpaBUJl MO OXpaHE Tpyda U TMOXKapHOW O€30MacHOCTU MPU OCYIIECTBICHUU
TEXHOJIOTHYECKOr0 MpoIlecca B MPOLIECCe OPraHU3alUMi CEPBUCHOTO OOCTYKUBAHUS
noTpeduTeNnel Ha TpaHCHOpTe, B TOM 4YHUCJIE B cdepe BO3AYIIHOTO TpPaHCIOPTa
M nk3);

— HaBBIKAMH MPUMEHEHUsSI METOJ0B BEIOOpA OPraHU3AIMOHHBIX PEIICHUMN IS
dbopMupoOBaHUsI CEPBUCHON CHUCTEMbI OOCIYKMBAaHHS C HCMIOJIb30BAaHUEM METO/OB
OpPraHu3alMi W YHOPABICHUS HMMYILIECTBEHHBIM a3pONOPTOBBIM KOMIUIEKCOM U
AKTUBAaMHM CEPBHUCHBIX NPEANPUATHHA HA TPAHCIOPTE B MPOLECCE OpraHu3aluu
CEpPBUCHOTO OOCIIY»XKMBaHUSI MOTpeOUTeNe Ha TpaHCIOpPTE, B TOM 4HCIE B chepe
Bo3aymHoro Tpancrnopra (U1 %mxk-4);

— HaBBIKAMH NPUMEHEHUS METOJOB OCYILIECTBICHUS OPTraHU3aLMOHHOTO
o0cCITy>)KuBaHMsI aBUAIIMOHHON MH(GPACTPYKTYPHl U OPraHU3AIMOHHOTO OOECIIeUeHUs
mpoiiecca CEpBUCHOTO OOCITY>KUBAHUS B a3POIOPTY U Ha OOPTY BO3AYIIHOIO Cy/JHA B
Ipollecce OpPraHu3alui CEPBUCHOTO OOCITYKUBaHUS TIOTpeOUTENel Ha TPaAHCIIOPTE, B
TOM umciie B cepe Bo3aymHoro Tpancnopta (M1 %mis).

4 O0beM AUCHUIIMHBI U BBl y4e0HOIi padoThI

OO6mast TpyI0EMKOCTh JAUCIUILIMHBI cocTaBiseT 10 3adeTHBIX eauHuil, 360
aKaJeMHUYECKUX YaCOB.

Bcero CemecTtpsbl
Hanmenosanue 4acoB
3 4
OO6m1as TpPy10eMKOCTh TUCITUILTNHBI 360 180 180
KonrakTHas padora: 169 86,5 82,5
JeKIUU 74 42 32
NPaKTUYECKUE 3aHATUS 86 42 44
CEMUHAPHI — — —
nabopaTopHbie pabOTHI — — —
KypcoBas pabota (IpoeKT) 4 — 4
CamocrosiTenbHast paboTa 00yJaronuxcs 124 60 64
[IpomexyTouHas aTTecTanus 72 36 36
KOHTaKTHas paboTa 5 2,5 2,5
3K3aMe(;f;\:/IOCTOHTeHBHaH paboTa TO TOATOTOBKE K 67 335 335
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5 Coaep:xxanue TUCHUINIUHBI

5.1 CooTHeceHue TeM JUCHUILIMHBI U (popMHUPYyeMBbIX KOMIIETEeHIU

2 Komnerennuun O
2 2 o o
5 =B a3
o o & — M
TeMBbl TUCIMILUIMHBI 2 = 2 T 5
N < o
o [T (V| (R|T||P|T|® g 9 T
O K IMIM MY X M M| e = o o
= P> EIEIEIEE S O S ©
: £ -
=~ )
Tema 1. BBeneHue B
JTUCITUTUIAHY. O6Lup1i: BK, JI, 13, YO,
MOHATHS  cepBHCHOM | 14 |+ [+ [+ [+ |+ |+ [+ |+ |+ MPK, CPC C3,
EATEIILHOCTH Cig
Tema 2. VYcayru wu
YKU3HEICATEILHOCTD 1113 YO,
Troaen B 16 [+ [+ |+ |+ |+ [+ |+ |+ |+ MPI’< Ci’C C3,
TPaAULUOHHBIX ’ Ci
coo01ecTBax
Tema 3. VYcayru wu
CepBHUCHAs 1113 YO,
JIEATENbHOCTD B 16 [+ [+ |+ |+ |+ |+ |+ |+ |+ > C3,
MPK, CPC | Cyy
WHTyCTPHAITHBHOM
oOrecTBe
Tema 4. PaszButue
yCIYT W CEPBUCHOU
NEeATeIIbHOCTH B
y YO,
POCCHIICKOM OOIIIECTBE 1. T3
16 |+ [+ |+ |+ |+ |+ |+ |+ |+ S C3,
Ha TPaHCIIOPTE, B TOM MPK, CPC | Cpy
quCIie B chepe
BO3TYIITHOTO
TpaHCIIOpTa
Tema 5. CoBpeMeHHOE
CEpBUCHOE OOIIECTBO: 1. 113 Sclg’
+ |+ |+ [+ |+ |+ |+ [+ |+ e ’
0COOEHHOCTH 16 MPK, CPC | Cnn
CTAHOBJICHHUS 1
MIePCIICKTUBEI
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a2 Komnereunmn %
S T o~ o)
= =B 3 S
o 5 E T @
TeMbI AUCTTUTUTHHBI 2 = g EAS)
S A e e A A A B A g 9 o
0 MIv|¥i¥il¥|¥ ¥ ¥l 8 E s 2
E%%%%EDEDD s B S °
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pa3BHUTHS Ha
TPAHCIIOPTE, B TOM
qucIe B cthepe
BO3/yIIIHOTO
TpaHCIIOPTa
Tema 6. Ycmyra kak
NPOAYKT  CEPBUCHOM
JEATEITBHOCTH Ha 1113 Sé(;’
TPaHCIOpPTE, B TOM 16 [+ |+ [+ [+ |+ [+ |+ |+ |+ MPI’< Ci)C C,
uycre B chepe ’ m
BO3/yIIHOTO
TpaHCIIOpTa
Tema 7. Ilcuxonorus
CEpBUCHOU
NEeSITETbHOCTH Ha YO,
TpAHCTOPTE, B TOM | 20 |4 |4 |+ |+ |+ |+ |+ |+ |+ |LIBKG | C3,
quCIie B chepe MPK, CPC | Cm
BO3/yIIHOTO
TpaHCIIOPTa
Tema 8. OTHKa
CEpBUCHOM
EeATEIbHOCTH Ha VO,
TpaHCIIOPTE, B TOM 16 |+ [+ |+ [+ |1+ |+ |+ |+ |+ JL, 113, C3,
qHCIIe B chepe MPK, CPC | Cmy
BO3/yIIHOTO
TpaHCTIOPTa
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a Komnereunmn )
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Tema 9. CepBucnas
JESATEITBHOCTD Ha
TPAHCIIOPTE, B TOM VO,
e ; cepe 14 |+ |+ |+ |+ |+ |+ [+ |+ |+ L, 113, 3,
BO3/yIIIHOTO MPK, CPC |
TpaHCIIOPTa KaK
COCTaBHasI JacTh
SKOHOMMKH
Tema 10. CepsuchHas
JEATEITBHOCTD Ha
TPAHCIIOPTE, B TOM
qycIe B chepe YO,
BO3.IYLIIHOTO 20 |+ [+ |+ |+ |+ |+ |+ |+ |+ | JLT3 1 C3
TpaHCIIopTa B MPK, CPC | Cy
KOHTEKCTE  YCJIOBHIA
KU3ZHENEATEILHOCTH
JTOAEH
Tema 11. Opranuzanus
00CITy>KUBaHHUS
norpeduTenen Ha 1113 YO,
TpaHCIOpPTE, B TOM 20 [+ |+ |+ [+ |+ |+ [+ |+ |+ MPf( Ci’C C3,
qucie B cepe ’ Cut
BO3/yIIHOTO
TpaHCTIOpTa
Tema 12,
AnantarinoHHO-
TUHAMUYECKUE
copanonoli 20 [+ [+ |+ |+ [+ |+ [+ |+ |+ L, 113, S(;g),
CEPBUCHOM ’
NEeATeNIbHOCTH Ha MPK, CPC | Cm
TPaHCTIOPTE, B TOM
qHUCIie B chepe
BO3/yIITHOTO
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a2 Komnereunmn %
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TpaHCIopTa
Tema 13. KauectBo,
0e30MacHOCTb yCIyr |
KyJIbTypa CEPBUCHOM VO
NEeATETBHOCTH Ha J1, 113, 3 ’
TpaHCIIOpTE, B TOM 20 [+ [+ |+ |+ |+ |+ |+ |+ |+ MPK. CPC C’
qucIie B chepe ’ -
BO3/IYIITHOTO
TpaHCIopTa
Tema 14. Ilpouecchr
yIpaBIICHUS,
OopraHu3alvoHHas
CTPYKTypa u
IIPOM3BO/ICTBEHHBIN VO,
MEHEHKMEHT J1, T13, 3
CEPBUCHOTO 20 [+ [+ |+ |+ |+ |+ |+ |+ |+ MPK, CPC C’
PEPUSTUS Ha H
TPaHCIIOPTE, B TOM
quCIie B cthepe
BO3/yIIHOTO
TpaHCTIOpTa
Tema 15. Baxuerimue
Pa3HOBUHOCTH
COIMAITLHOT O
MEHE[KMEHTA Ha VO,
CCPBHCHOM 20 [+ [+ [+ |+ |+ |+ |+ |+ |+ L, T3, C3,
peAnpUSTUN Ha MPK, CPC | Cm
TPAHCTIOPTE, B TOM
quCIie B chepe
BO3/YIIIHOTO
TpaHCTIOPTa
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a2 Komnereunmn Q
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Tema 16. Mapketunr

u oTpeieNICHHE

3¢ PeKTUBHOCTH

paboThl  CEPBUCHOTO YO,

OpEATPUITUS Ha 01+ [+ |+ |+1+ |+ |+ [+ |+ JL, 113, C3,

TPaHCIIOPTE, B TOM MPK, CPC | Cy

qucIie B chepe

BO3JIYIITHOTO

TpaHCIopTa

KypcoBas pabora 4

Htoro o qucCHuILInHeE 288

[IpomexxyTouHas

poMERY 72 3

aTTeCTalus

Bcero no gucuuiivHe 360

Cokpawmenus: JI — nexuws, 113 - npaktuueckue 3ansatusa, KC — kpyriblii crod,
CPC — camocrositenbHast pabota oOydaromuxcs, YO — yctHbIi onpoc, MPK — meton
pasBuBaronieiics koomnepamuu, C3 — cutyarmonHoe 3ajaanue, Cug — cooodmienue, BK —
BXOJHOM KOHTPOJIb, D — 3K3aMEH.

5.2 TeMbl AUCHUILIMHBLI 1 BUABI 3AHATHH

HaumenoBaHue TEMBI Bcero
JI I3 |(C JIP |CPC |KP
JIUCIIUTUIAHBI 4acoB
Cemectp 3
Tema 1. Bsenenue B
auctuiuinHy. OOIIMe MOHATHS 6 4 o 4 - 14
CEPBUCHOM JESITETbHOCTH
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HaumeHoBanue TeMel
TACIUATIITNHEI

113

JIP

CPC

KP

Bcero
qJacoB

Tema 2. Yenyrn U
KU3HEAEATEIBHOCTD JIOJEH B
TPaAUIIMOHHBIX COOOIIECTBAX

16

Tema 3. Ycnyru u cepBucHas
JeSITeTbHOCTD B
UHAYCTpUAIBHOM OOLIECTBE

16

Tema 4. PasButue yciayr u
CEPBUCHON JAEATEIBHOCTH B
poccuiickoM  00IiecTBe  Ha
TPaHCIIOPTE, B TOM 4YHUCJE B
chepe BO3JIYIITHOTO
TpaHCIopTa

16

Tema S. CoBpeMeHHOE
CEPBHUCHOE 00111eCTBO:
OCOOEHHOCTH CTAaHOBJICHUS U
NEPCIIEKTUBbl  Pa3BUTHS  Ha
TPAHCIIOPTE, B TOM YHUCJIE B
chepe BO3/yIIHOTO
TpaHCIIOPTa

16

Tema 6. Ycimyra kak NpoayKT

CEpBUCHOM JEATEIbHOCTH Ha
TpaHCHOpTE, B TOM YHUCJIE B
chepe BO3JTYIITHOTO
TpaHcHopTa

16

Tema 1. [Icuxonorus
CEpBUCHOM JEATEIBHOCTA Ha
TpaHCIIOPTE, B TOM 4YHCJIE B
cthepe BO3JTYIITHOTO
TpaHCIIOpTa

20

Tema 8. OTtuka cepBUCHOU
NEATeIIbHOCTH Ha TPAaHCIIOPTE,
B TOM uucie B cdepe
BO3JIYIITHOTO TPaHCIIOpTa

16

20




HaumeHoBanue TeMel
TACIUATIITNHEI

113

JIP

CPC

KP

Bcero
qJacoB

Tema 9. CepBucHas
AeSTeNFHOCTh Ha TPAHCIIOPTE,
B TOM uucie B cdepe
BO3AYIITHOTO TPaHCIOPTa Kak
COCTaBHAsl YaCTh IKOHOMUKHU

14

Uroro 3a cemectp 3

42

42

60

144

[IpomeskyTouHas arrectanus B popme 3K3amMeHa

36

Bcero 3a cemectp 3

180

Cemectp 4

Tema 10. CepBucHas
NeATeIbHOCTh Ha TPaHCIIOPTE,
B TOM umcie B cdepe
BO3JIYIITHOTO TpaHCIIOpPTa B
KOHTEKCTE yCIIOBUU
KU3ZHEJIEATETbHOCTH JIFOJEH

10

20

Tema 11. Opranuzanus
oOciy>)kuBaHusl TMoTpeduTenen
Ha TPaHCIIOPTE, B TOM YHCIIE B
chepe BO3JIYIITHOTO
TpaHCIIOPTa

10

20

Tema 12. ApanranioHHO-
TAHAMHYECKUE
XapaKTePUCTUKH  CEPBHCHOMU
JCATCIPHOCTH Ha TPAHCIIOPTE,
B TOM 4uciae B cdepe
BO3JIYIITHOTO TPaHCIIOPTa

10

20

Tema 13. KaugecTBo,
0e30macHOCTh yCITyT u
KYJIbTYypa CEpPBUCHOM
JIESITETPHOCTH Ha TPAHCIIOPTE,
B TOM 4uciae B cdepe
BO3/yIIHOTO TPAHCIIOPTA

10

20

21




HaumeHoBanue TeMel
TACIUATIITNHEI

I13

JIP

CPC

KP

Bcero
qJacoB

Tema 14,
yIpaBIEHUS,
OpraHM3allMOHHAas CTPYKTypa
151 IIPOU3BOICTBEHHBIN
MEHEIKMEHT CEpPBUCHOTO
OPEANPUATHS HA TPAHCIIOPTE,
B TOM uncie B cdepe
BO3JYIIIHOI'O TPAHCIIOPTa

[Ipoueccor

10

20

Tema 15. Baxneiimue
Pa3HOBUIHOCTH COIMAJILHOTO
MEHE/DKMEHTa Ha CEpPBHCHOM
NPEANPUATAN Ha TPaHCIOPTE,
B TOM 4ucie B cdepe
BO3JIYIITHOTO TpaHCIIOpTa

10

20

Tema 16.
orpesieieHue
3¢ PeKTUBHOCTH paboThI
CEPBUCHOTO MPEIIPUITHS Ha
TPaHCIIOPTE, B TOM YUCIIE B
chepe BO3/yIIIHOTO
TpaHCIIOPTa

Mapketuar u

20

Kypcosas pabora

Uroro 3a cemectp 4

32

44

64

144

[IpomesxyTouHas arrecraius B (hopme IK3aMeHa

36

Bcero 3a cemectp 4

180

Hroro mo mucouruinae

360

Cokpamenusi: JI — njeknus,
caMoCTOsITeTIbHAsET palboTa OOydYaroIIMXCs,
nabopaTtopHbie paboThl, C — CEMUHAPBHI.

5.3 Conep:kaHue IMCHUIIMHBI

I13

IMPAKTUYCCKUC 3aHATHA,

KP

Tema 1. BBeaeHne B JIMCHUILIHHY.

ACATCJIBbHOCTH

[Ipenmer, copepxaHue

JTACIATUINHBI

CPC

— KypcoBas pabota, JIP

O0mme TMOHATHA CEPBUCHOM

«CepBucHas

ACATCIBHOCTD
TPaHCIIOPTEC. OCHOBHEIEC TCPMHHLBI U IIOHATHUA 110 AUCHUILIMHEC. MCTOI[I/I‘-ICCKI/IG

Ha
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OCHOBbI M MEXIAUCHUIUIMHAPHBIA XapaKTep HAYYHOTO aHaln3a CEepPBHUCHOM
nesarenbHOoCTU. [loxoa K U3y4eHUIO0 CEPBUCHON AEATEILHOCTH B paMKax «OOIIECTBa
notpebsieHus» (s CaMOCTOSITEIbHOTO H3ydeHus). TeopeTnueckue OCHOBaHUS
aHanusa CEPBUCHOMU NesATeNbHOCTU HNOCTHHIYCTPUAIIBHOTO oOuiecTBa.
Knaccuduxanus yciayr U CEpBUCHOM MEITEIHHOCTH B HAy4YHOM aHayiu3e. Bumbl
CEpPBUCHOW JIE€SITEIbHOCTH. TEXHOJOTrMHM Tpolecca cepBUCa M OCOOEHHOCTU
KJIIMEHTCKUX OTHOILICHUH C y4eTOM TpeOOBaHUN MOTPEOUTENSI HA TPAHCIIOPTE, B TOM
yucie B cdepe BO3AYIIHOIO TpaHCHOpTa (I CAMOCTOSITENBHOTO HW3y4YEHUs).
[lcuxonoruyeckre 0COOEHHOCTH MOTPEOUTENS B MPOLIECCE CEPBUCHOM AEATENBHOCTU
Ha TpaHCIoOpTe, B TOM uYucie B cdepe BO3AYIIHOro TpaHcmopra (ass
CaMOCTOSITEILHOTO M3YyueHHUs). MeTo/ bl MOuCKa, KPUTHYECKOTO0 aHallh3a M CUHTE3a
uH(OpMaIMK B MPOIECCE OpPraHU3aIlUK CEPBUCHOTO OOCITY>KMBAHUS TOTPEOUTENCH
HAa TpaHCIoOpTe, B TOM uYucie B cdepe BO3AYIIHOrO TpaHcmopra (s
CaMOCTOSITEJILHOTO U3Yy4YeHHUs). MexaHu3M CHUCTEMHOI0 TOAXOAa [JIsi PEIICHUS
NOCTaBJICHHBIX 3aJlad B IIPOLIECCE OpPTaHU3AlMHU CEPBUCHOTO OOCITYKUBaHUS
notpebuTenel Ha TpaHCIOpPTE, B TOM 4Hcie B chepe BO3AYIIHOTO TpaHCHIopTa (JJs
CaMOCTOSITEJILHOTO U3y4YeHHUs). MeToabpl TPUMEHEHHUs] CHUCTEMHOTO TOoJaXoaa IS
peleHns OCTaBICHHBIX 3a/1a4 B MPOIECCE OPraHU3aIMu CEPBUCHOTO 0OCTYKUBaHUS
notpebuTeneld Ha TpaHCHOpPTE, B TOM 4Hcie B chepe BO3AYIIHOTO TpaHCIopTa (JJs
CaMOCTOSATEJILHOTO ~ M3y4eHHs)).  MeToipl  OCYHIECTBIEHHUS  COIMAIBHOIO
B3aMMOJICHCTBUSI M peaiu3alliid CBOEH pOJM B KOMaHJAE B MpOIECCe OpraHU3aluu
CEpPBUCHOTO OOCITY)KMBaHHUS MOTpeOUTeNeil Ha TpaHCIOpPTE, B TOM 4Hcle B chepe
BO3/YIIHOTO TPAHCIIOPTa (M1 CAMOCTOSITEILHOTO U3ydeHHs1). MeTo/bl ornpeaeieHus
M peaju3allid CBOEH pOJM B KOMAaHJE€ B IMPOIIECCE OPraHu3alliil CEPBHCHOTO
oOCIy>KMBaHMsI TIOTpEOUTENIel Ha TpaHCIOPTE, B TOM 4HCie B cdepe BO3AYIIHOTO
TpaHCTOpTa (AJI1 CaMOCTOSITENILHOTO U3y4YeHus1). MeTo bl o0ecriedeH s COIMaIbHOTO
B3aMMOJICHCTBUS B  TPOIECCE  OpPraHU3alMh  CEPBUCHOTO  OOCIYKMBaHUS
norpeduTenel Ha TpaHCIOpPTE, B TOM 4YHCJE B chepe BO3AYIIHOTO TpaHCIOpTa (IJs
CaMOCTOSITEJILHOTO ~ M3y4eHus).  MeToabl  BOCHPUSTHS MEXKYJIbTYPHOTO
pazHooOpa3us 00IIECTBA B COMAIBHO - UCTOPUUECKOM, 3TUUECKOM U (HHiI0cOPCKOM
KOHTEKCTaX B MPOIIECCE OPTaHU3AIMK CEPBUCHOTO OOCITYKUBaHUS TOTpEOUTENEl Ha
TPAHCTIOPTE, B TOM YHCIIe B chepe BO3AYITHOTO TpaHCHOPTa ()1 CAMOCTOATEIHLHOTO
u3ydeHus1). MeTojpl MpUMEHEHUSI OCOOCHHOCTEH MEXKYJIbTYpHOTO pa3zHOOOpasus
oOIecTBa B MPOIECCe OPraHHU3aIllMUd CEPBUCHOTO OOCITYXXHUBaHUS MOTpeOuTeneit Ha
TPAHCTIOPTE, B TOM YHCIIe B chepe BO3AYITHOTO TpaHCHOPTa ()1 CAaMOCTOATEILHOTO
u3ydeHus1). MeToapl pemieHHs] TMPOU3BOJCTBEHHBIX KOH(JIMKTOB C Y4YETOM
0COOEHHOCTEH MEXKKYJIbTYPHOTO pa3HO0Opasusi o0IIeCTBa B MPOIECCE OPTaHU3AIUU
CEpPBUCHOTO OOCITY)KMBaHUS MOTpeOHUTENE Ha TPAHCIOPTE, B TOM uwucie B chepe
BO3JIYLIHOTO TpaHCHOpPTa (ISl CAaMOCTOSITEILHOTO M3y4yeHus). MeToapl CO3IaHusl U
MOJJIEP)KKK  O€30TaCHBIX YCIOBUH KH3HENEATEIBHOCTH, B TOM YHCIE TIPH
BO3HUKHOBEHUHU YPE3BbIYANHBIX CUTyalldid B MPOILIECCE OpPraHU3alMU CEPBUCHOTO
o0ciy>)kuBaHMsI TTOTpPEOUTENIe Ha TpaHCHIOPTE, B TOM 4ucie B cdepe BO3AYIIHOIO
TpaHCHopTa (11 CAMOCTOSITEILHOIO M3y4deHus1). MeTo bl co3AaHusl U MOAIepKaHUS
0€30MacHbIX YCIOBHM KU3HEACSATEIBHOCTH, B TOM YHCIIE NPU BO3HUKHOBEHUH
Ype3BbIYAWHBIX CUTYyalluil B MPOLIECCE OpraHU3allui CEPBUCHOTO OOCITYKHUBaHUS
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NoTpeduTeNe Ha TPAHCIIOPTE, B TOM YHUCJE B c(epe BO3IYIIHOIO TpaHcnopTa (A
CaMOCTOSITEJILHOTO M3Yy4yeHHs ). MeTonpl co3gaHus W MOAAEPKKUA Oe30MacHbIX
YCIIOBUWA OOCHYKMBAaHHUSI [AacCa)XUPOB, B TOM YHCIE€ MpPU BO3HUKHOBEHHUU
Ype3BbIYAWHBIX CHUTyalUid B MPOLECCE OPraHU3ALMH CEPBUCHOIO OOCITYKHUBAHUS
noTpeduTeNeil Ha TpPaHCIIOPTE, B TOM YHUCJe B cdepe BO3MYIIHOIO TpaHcnopTa (asis
CaMOCTOSITEJILHOTO H3y4yeHHus). MeToasl NPUMEHEHHS KIMEHTOOPUEHTUPOBAHHBIX
TEXHOJOTUA B CEPBUCHOM JEATENBHOCTH HA TPAHCIOPTE B YCIOBUSX
B3aUMOJIEUCTBUS C MOTPEOUTENSIMU, B TOM YUCIE HUHTEPHET-TPOJIBHIKEHUS YCIYT B
MPOLIECCE OPraHU3alMU CEPBUCHOIO OOCITYKMBaHUS NOTPEOUTENIeH Ha TPAHCIIOPTE, B
TOM 4YHciie B cdepe BO3AYIIHOIO TPAHCHIOPTA (JJII CAMOCTOSITEIBHOIO HM3YyYEHHUS).
Mertonbl yyacTusi B pa3pabOTKE CHUCTEMBbI KIMEHTCKMX OTHOILIEHWU W OpraHu3aluu
nporecca o0CIy)KMBaHUS MOTpeOUTeNeld Ha OCHOBE MPUMEHEHMS 3aKOHOJATEIbHBIX
aKTOB M TMPABOBBIX HOPM B IMPOIIECCE OPraHMU3alMd CEPBHCHOIO OOCIYKHUBaHUS
notpeduTeneld Ha TpaHCIOPTE, B TOM 4HCie B chepe BO3AYIIHOTO TpaHCHopTa (JJs
CaMOCTOSITEJILHOTO M3y4Y€HHUs). MeToJbl ydyacTus B COBEPIIEHCTBOBAHMM CHCTEMbI
KJIUEHTCKUX OTHOUIEHMH B CEPBUCHOM JICSITENIbHOCTH Ha TPAHCIOPTE C
UCIIOJIb30BAaHUEM HMHTEPHET-TEXHOJOTU B MPOIECCE OpraHu3allih CEPBUCHOTO
oOcny>KMBaHMsI TIOTpEOUTENIe Ha TPaHCIIOPTE, B TOM 4HCie B cdepe BO3AYIIHOTO
TpaHcmopTa (I ~ CaMOCTOATENBHOTO  M3ydeHus).  MeToJsl BJIQ/ICHUS
TCOPETUYCCKUMH 3HAHHMSIMU M MPAKTHUYSCKUMU MPUEMaMH YIPABJICHHUS TIPOSKTaMH B
chepe oOCTy)KMBaHMS B TPOLECCE OPraHU3AIMHU CEPBUCHOTO OOCITYKHUBaHUS
notpeduTeneld Ha TpaHCIOpTEe, B TOM 4YHcie B chepe BO3AYIIHOTO TpaHCIOpTa (s
CaMOCTOSITEJILHOTO HM3y4eHHUs). MeTolbl ympaBieHHUs] TYPUCTCKO-peKpeariOHHBIMU
NPOEKTaMH, METOIbl IJITAHUPOBAHHUS M MOHHUTOPHHI JEATEIbHOCTH CEPBUCHOMU
KOMIIAaHUKM B cepe TpaHCHopTa B MPOIECCE OpraHu3alid  CEPBUCHOTO
o0cITy>)KuBaHMs TIOTPEOHUTENIC Ha TpaHCIIOPTE, B TOM 4ucie B cdepe BO3AYIIHOTO
TpaHCTOpTa (IJIs1 CaMOCTOSATEIBHOTO M3y4eHwus). MeToabl BbIOOpa MaTepUaIbHBIX
pecypcoB, 000pymOBaHUS JJIA OCYIIECTBICHHS IMpoIllecca CEpBUCA, MEXaHU3M
IIPOBEICHNUS MIEPETOBOPOB C KIMEHTAMU IO MPETEH3MOHHBIM CIIy4asiM U OTpe/IeTICHUs
NPUYMH BO3HUKHOBEHHS TMPETEH3W B TIPOIECCEe OPTraHM3allid  CEPBUCHOTO
oOcny>KMBaHMsI TIOTPEOUTENe Ha TPAHCIOPTE, B TOM YHCIe B cepe BO3AYIIHOTO
TpaHcmopTa (VIS  CaMOCTOATENBHOrO  M3y4deHHs). Meroasl pa3paboOTKu U
MCIIOJIb30BAaHUSI TUTIOBBIX TEXHOJOTHYECKHX MPOILECCOB, METOAbI (hOPMHUPOBAHUS U
BHEJIPEHUSI KOPIOPATUBHBIX CTAHJAPTOB U PETJIAMEHTOB MPOIECCOB OOCITYKHUBAHUS
notpebutenel Ha TpaHCHoOpTe (I CaMOCTOSITENIBHOTO U3ydeHus). MeTossl
B3aMMOJICUCTBHUSl C KJIMEHTAMH [0 OpraHU3alMHM TMporecca OOCITYKUBAHUS
notpebureneii B cdepe ToCTeNpPUUMCTBA B MPOLECCE OPTaHU3alUKd CEPBUCHOTO
oOCITy>)KMBaHMsI TMOTpeOUTeNeld Ha TPAHCIOPTE, B TOM 4YHCIE B chepe BO3IYIIHOTO
TpaHcmopTa (IJIsi CaMOCTOSITEIBHOTO U3yuyeHus). TpeOoBaHUS MPOU3BOJICTBEHHOMN
TUCIUIUIMHBI, TPaBWJI TIO0 OXpaHe Tpyda © TMOXapHOW O€30MacHOCTH TIpH
OCYIIECTBJIEHHH TEXHOJOTHMYECKOI0 Mpoliecca B MPOLECCE OPraHUu3ali CEPBUCHOTO
oOciy>)kuBaHMsI TTOTpeOUTeNIe Ha TpPaHCIOPTE, B TOM YHUCJIE B cpepe BO3AYIIHOrO
TpaHcropTa (AJisi CaMOCTOSITEILHOTO U3y4eHus1). MeToasl BbIOOpa OpraHn3aluOHHbBIX
pemieHuii 11 (QOPMHUPOBAHUS ~ CEPBUCHOM  CHCTEMBl  OOCIYKHBAHHS  C
MCITOJIb30BAaHUEM METOJOB OpPraHW3allMd W YIPABICHUS MMYIIECTBCHHBIM
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a’pONOPTOBBIM KOMILJIEKCOM M aKTUBAMM CEPBUCHBIX MPEANPUATUN HA TPAHCIIOPTE B
MpOLIECCEe OPraHU3aLMU CEPBUCHOTO OOCITYKMBaHUS OTPEOUTENIEH Ha TPaHCIIOPTE, B
TOM 4YHciie B cepe BO3AYIIHOIO TPAHCHIOPTA (JJIs1 CAMOCTOSITEIBHOIO HM3YyYEHHS).
Metonbl  OCYHIECTBIEHUS  OPraHM3allMOHHOIO  OOCIY>KMBAHMS ~ ABUALIMOHHOM
MHQPACTPYKTYphl M OpPraHU3ALMOHHOTO OO0EecledYeHusl IMpolecca CEPBUCHOTO
oOCNy’KMBaHMSI B a’poONoOpTy U Ha OOpPTYy BO3AYIIHOIO CyJHAa B Ipolecce
OpraHu3aldyd CEPBUCHOTO OOCIYyXUBaHUS TOTpeOUTENe HAa TPAHCIOPTE, B TOM
quclie B cpepe BO3IYIIHOTO TpAaHCTIOPTA (111 CaMOCTOSITEIbHOTO U3yUYEHUs).

Tema 2. Yeayru W KU3HeNESTEJNBHOCTH JIKOJell B TPaIWIUOHHBIX
coodmecTBax

CouuanbHple TPEANOCHUIKM BO3HUKHOBEHUS M Pa3BUTUS  CEPBUCHOU
nestenbHOCTU. JluddepeHnuanus 3aHATHN U COIUATIBHBIX POJIe B IMEPBOOBITHOM
KyJbTYpE U apXaudeCcKUX coo0IIecTBaX. 3ap0oxkKaACHUE U pa3BUTHE YCIYT B 00IIECTBaX
JpeBHET0 MUpa. YCIYrd B CpeaHEBEKOBOM oOiiecTBe 3amnanHoii EBpombl. OCHOBBI
TUBEpCUPUKAIIMN CEPBUCHOM JESATEILHOCTH B COOTBETCTBUU C ITHOKYJIHTYPHBIMH,
UCTOPUYECKUMH U PEIIMTUO3HBIMY TPAAMUIIUSAMH Ha TPAHCIIOPTE, B TOM YHUCIE B cepe
BO3JIYIITHOTO TpaHCHopTa (ISl CaMOCTOSITEIBHOTO HW3y4deHus). MeToJbl TMOUCKa,
KPUTUUYECKOTO aHalu3a W CHUHTe3a WH(OpMamuu B MPOIECCEe OpraHu3aluu
CEpPBUCHOTO OOCIIY»XKHMBaHHUSI TOTpeOUTENIe Ha TpaHCHOpPTE, B TOM 4HCIEe B chepe
BO3JYIIHOTO TpaHCIopTa (I CaMOCTOSITEJIbHOIO  H3y4eHHs). MexaHusm
CUCTEMHOI0 MOAXOAA JJIsl PELIEHUs NOCTABJIEHHBIX 3a7a4 B MPOLIECCE OpraHU3aluu
CEpBUCHOTO OOCHTY)XKMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3/YIIHOTO TPAaHCIOPTa ([JIs1 CAMOCTOSATENBLHOTO M3y4deHus). MeToabl MpUMEHEHUS
CUCTEMHOI0 MOAXOAa JJIsl PELIEHUs MMOCTABIEHHBIX 3a/1ad B IMPOILECCE OPraHU3alnU
CEpPBUCHOTO OOCITY)XKHBaHHUSI TOTpeOUTENIe Ha TpaHCIOpPTE, B TOM 4HCIEe B cdepe
BO3JYIIHOTO  TpaHcmoptra (M1  CaMOCTOSITEIbHOIO  W3y4yeHHs).  MeTonsl
OCYLIECTBIICHHS] COLIMAIIBHOTO B3aUMOJACHCTBUS M peaju3aliuyd CBOEH poiu B
KOMaHJIe B MPOIIECCe OPraHM3allii CEPBUCHOTO OOCIYXHBaHUs TOTpeOuTENei Ha
TPAHCIIOPTE, B TOM YHCIIe B chepe BO3AYITHOrO TpaHCHOpTa (AJII CAaMOCTOATEIEHOTO
M3yuyeHust). MeToabl ONpeleNIeHns U peau3aluy CBOEH poJi B KOMaHJI€ B MpolLiecce
OpraHu3allid CEPBUCHOTO OOCITYyXUBaHUS TMOTpeOUTENCH HAa TPAHCIOPTE, B TOM
guciie B cdepe BO3IYIIHOTO TpaHCHoOpTa (IUIsI CaMOCTOSITENIBHOTO HW3YYCHUS).
Metonpl obecrneueHrs COIMAIBLHOTO B3aWMOJCHCTBUS B TMPOIECCE OpraHU3AIMH
CEepBUCHOTO OOCITY)KMBaHUS MOTpeOUTENEl Ha TpAaHCIOPTE, B TOM uucie B chepe
BO3IYLIHOTO TpaHcHopTa (AJisI CaMOCTOSATENbHOIO M3y4yeHus). MeToabl BOCIPUSATUS
MEXKYJIbTYPHOTO pa3HOoOOpa3us OOIIeCTBAa B COINHUAIBHO - HCTOPUYECKOM,
ITUYECKOM U (II0COPCKOM KOHTEKCTaX B TMPOIECCE OpPraHU3allud CEPBHCHOTO
oOcmy>KMBaHMsI TIOTPEOUTENe Ha TPAHCIOPTE, B TOM 4YHCIe B cepe BO3MAYITHOTO
TpaHcmopTa (I  CAMOCTOSITEJIBHOTO  HM3y4eHHs). MeToabl  IPUMEHEHHUs
0COOEHHOCTEH MEXKKYJIbTYPHOTO pa3HO0Opaswsi o0IIeCTBa B MPOIECCE OPTaHU3AIUU
CEpPBUCHOTO OOCIIYXKMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4ucCie B chepe
BO3JIYIIHOTO TpaHCIOPTa (IJIsi CaMOCTOSITEILHOTO H3y4deHHs). MeTolbl pelIeHUs
MIPOU3BOJICTBEHHBIX KOH(JIMKTOB C YYE€TOM OCOOEHHOCTEH MEXKYIbTYPHOTO
pazHooOpa3usi o0LIEeCTBA B MPOLIECCE OPraHU3ALMKU CEPBUCHOIO OOCITY>KMBAHUS
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NoTpeduTeNe Ha TPAHCIIOPTE, B TOM YHUCJE B c(epe BO3IYIIHOIO TpaHcnopTa (A
CaMOCTOSITEJILHOTO M3Yy4yeHHs ). MeTonpl co3gaHus W MOAAEPKKUA Oe30MacHbIX
YCJIOBUHN KU3HEACATEIbHOCTA, B TOM YHUCJE MPU BO3HUKHOBEHUU YPE3BBIYAMHBIX
CUTYyalluid B MPOLECCE OPraHU3ALMH CEPBUCHOIO OOCITYKMBaHUS MOTpeOUTENed Ha
TpaHCIOPTE, B TOM YKCIIEe B chepe BO3AYUIHOrO TpaHCHOpTa (151 CaMOCTOSITEIbHOTO
u3ydeHus1). MeToael  co3JaHMS M NOAJAEpXKaHUS  O€30MacHBIX  YCJIOBHIA
KU3ZHEACATEILHOCTH, B TOM YHUCJIE MPU BOSHUKHOBEHUU UPE3BBIUYAWHBIX CUTYaIlUl B
MpolLiecce OPraHu3aluu CEPBUCHOIO OOCITYKMBaHUS NOTpEOUTENIel Ha TPaHCTIOPTE, B
TOM 4Hciie B cdepe BO3IYIIHOIO TpaHCIOpTa (s CaMOCTOSITEIbBHOIO H3YYEHHS).
MeTonbl co3/1aHus U MOAAEPKKU O0€30MaCHBIX YCIOBUN OOCITYKUBAaHUS NACCAXKUPOB,
B TOM 4YHCJI€ TIPM BO3HUKHOBEHHMHM YpPE3BBIUYAWHBIX CHUTYyallMii B Tpoliecce
OpraHu3allid CEPBUCHOTO OOCITYyXUBaHUS TOTpeOUTENe HAa TPAaHCIOPTE, B TOM
yuciie B cdepe BO3AYIIHOIO TpaHCHopTa (UIsi CaMOCTOATEIBHOTO U3Y4YEeHUS).
Metoapl TPUMEHEHHUS KJIMEHTOOPUEHTHUPOBAHHBIX TEXHOJIOTUH B CEPBUCHOM
JeSTEBbHOCTH Ha TPAHCIIOPTE B YCIOBUSIX B3aUMOJEHCTBUS C MOTPEOUTENSIMU, B TOM
YHClie HHTEPHET-TPOABUKEHUS YCIYr B TPOLECCEe OpraHU3alMH CEPBHCHOIO
oOCny>KMBaHMsI TIOTpEOUTENIel Ha TPaHCIOPTE, B TOM 4HCie B cdepe BO3AYIIHOTO
TpaHcrnopTa (71 CaMOCTOSITEIBLHOTO W3y4yeHus). MeTonbl ydactus B pa3paboTke
CUCTEMBbl KJIMEHTCKUX OTHOIICHHM M OpraHu3aluu Ipolecca 00CITyKUBaHUS
norpeduTeneld Ha OCHOBE MPUMEHEHUS 3aKOHOIATENbHBIX aKTOB U MPABOBBIX HOPM B
Ipolecce OpraHu3alui CEPBUCHOTO 00CITYKUBaHUS OTpEOUTENel Ha TpaHCTIOPTE, B
TOM 4YHciie B chepe BO3AYIIHOTO TPAHCIOPTA (IJII CAMOCTOSITEIBHOTO HM3YyYEHHUS).
Meronpl ydacTusi B COBEpIICHCTBOBAHWU CHCTEMbl KIMEHTCKHX OTHOIICHUN B
CEPBHUCHOMN JIEATETbHOCTH Ha TPAHCIIOPTE C MCIOJIB30BAHUEM MHTEPHET-TEXHOJOTUM
B MPOIIECCEe OpraHU3alUK CEPBUCHOTO OOCTYKMBaHUS MOTpeOUTEIeH Ha TPAHCIIOpPTE,
B TOM 4YHCIie B cpepe BO3AYUTHOTO TPAHCIIOPTA (M1 CAMOCTOSITEIBHOTO U3yUYeHUs).
Meronpl BiIaZeHUS TEOPETUYECKUMH 3HAHUSAMH U TPAKTUYECKUMU IPUEMaAMHU
yIpaBlieHUus TMpoekTaMu B cdepe oOCIyXHBaHUS B TMPOIECCE OpraHU3AINH
CEpPBUCHOTO OOCITY)KHBaHHUS TOTpeOUTENIe Ha TpPaHCHOpPTE, B TOM 4HCIEe B cdepe
BO3/YIIHOTO TpaHCMOpTa (151 CAMOCTOSITEIbHOTO M3y4deHus). MeToabl yrpaBieHUs
TYPUCTCKO-PEKPEALIMOHHBIMU TPOEKTAMHU, METOAbl IUIAHUPOBAHUS M MOHUTOPUHT
JesITeIbHOCTU CEePBUCHOIN KOMIAaHUU B cdepe TpaHCIoOpTa B MPOLECCe OpraHu3aluu
CEpBUCHOT0 OOCTYKMBaHUS MOTpeOUTENel Ha TpaHCHOPTE, B TOM 4HcCIe B cdepe
BO3YLIHOTO TpaHCIOpTa (IUIsI CaMOCTOSATENBHOTO H3yudeHus). Metoasl BbiOOpa
MaTepuaibHBIX PECYPCOB, 00OpYIOBaHMs JUJIsl OCYIIECTBIIEHHUS Ipollecca CEepBUCA,
MEXaHU3M MPOBEIECHUS MEPETOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM CIIy4asiM U
OMpeNIeNICHUs] TMPUYUH BO3HUKHOBEHHUS NPETEH3UM B TIPOILIECCE OpraHu3aluu
CEpBUCHOT0 OOCTYXKMBaHUS MOTpeOUTENeld Ha TpaHCHOPTE, B TOM uucie B cdepe
BO3JIYLIHOTO TpaHCHOpTa (IJIs1 CAMOCTOSITENIbHOTO U3y4YeHus ). MeTo bl pa3paboTKu U
MCIIOJIb30BAHUSI TUTIOBBIX TEXHOJOTHYECKHX IMPOIECCOB, METOABI ()OPMHUPOBAHUS U
BHEJIPEHUSI KOPIIOPATUBHBIX CTAHAAPTOB U PETJIAMEHTOB MPOILIECCOB OOCIYKUBaHUS
notpebuteneit Ha TpaHCHopTe (IS CaMOCTOSITENIBHOTO H3y4eHUsi). MeTo bl
B3aUMOJICUCTBUSl € KJIMEHTAaMU [0 OpraHu3alu mpolecca O0OCIyKUBaHUS
norpebuteneid B cepe rocTenpurMCTBA B MPOLECCE OPraHU3ALMH CEPBUCHOTO
oOciy>)kuBaHMsI TOTpeOUTeNie Ha TpaHCHOpPTE, B TOM 4Hcie B chepe BO3AYUIHOTO
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TpaHcnopTa (ISl CaMOCTOSITENIBHOIO M3y4yeHHs). TpeOoBaHHS MPOU3BOACTBEHHOM
OUCUUIUIMHBI, TPaBWJI IO OXpaHE Tpylda M TMOXKapHOW O€30MaCHOCTU MpH
OCYILECTBICHUH TEXHOJIOTMUYECKOTO MpoLiecca B MPOLIECCE OPTaHNU3ALNNA CEPBUCHOTO
oOCny’KMBaHMsI TIOTpEOUTENIed Ha TPAHCIIOPTE, B TOM YHUCIE B cdepe BO3AYLIHOTO
TpaHcopTa (IJ1s1 CaMOCTOSITENIbHOTO U3yueHus1). MeToibl BbIOOpa OpraHM3aluOHHBIX
pemieHut 1 (OPMHUPOBAHUS ~ CEPBUCHOM  cHCTEMbl  OOCHYKHUBAaHHUS  C
UCIIOJIb30BAaHUEM  METOJIOB  OpraHu3allid W YIPaBJICHUS  MMYILIECTBEHHBIM
a’pONOPTOBBIM KOMILJIEKCOM M aKTUBAMH CEPBUCHBIX MPEANPUATHI HA TpaHCHIOPTE B
IIPOLIECCE OPTAHU3ALMU CEPBUCHOIO OOCITYKUBaHUS OTPEOUTENEN HA TPAHCIIOPTE, B
TOM 4ucClIe B c(epe BO3IYIIHOIO TpaHCHOpTa (A CaMOCTOSITENIBHOTO H3YYEHHS).
Metonbl  OCYHIECTBICHUS  OPraHUM3allMOHHOIO  OOCIY>KMBAHMS ~ ABUALIMOHHOM
UHQPACTPYKTYpbl M OPraHU3alMOHHOTO OOECHedyeHHsl TMpolLecca CEpPBHCHOIO
oOCiIy’)KMBaHMsI B ad’poloOpTy M Ha OOpTy BO3AYIIHOIO CyJHa B Ipolecce
OpraHu3allid CEPBUCHOTO OOCIYyXUBaHUS TMOTpeOUTENe HAa TPAHCIOPTE, B TOM
qucie B cepe BO3AYLUIHOIO TPAHCIIOPTA (11 CAMOCTOSITEIBHOTO U3YUEHUS).

Tema 3. VYeayru um cepBHCHasi [eSiTeJIbHOCTb B HHAYCTPHUAIBLHOM
o0ecTBe

ConnanbHO-)KOHOMHYECKAs XapaKTePUCTHKAa COBPEMEHHOTO OOIIEeCTBa.
Ycnyru B COBpEeMEHHOM OOIIECTBE. YCIAYyrd B WHIYCTPUATBLHOM IPOU3BOJICTRBE.
BnusiHMEe HHIYCTPUAIBLHOIO MPOU3BOCTBA HA CEPBUCHYIO NIEATENbHOCTh. CepBUCHAs
NEeATEeNIbHOCTh B pa3BuBaroluxca crpaHax. CepBUCHas  JAESATEIbHOCTh B
pa3BHUBAIOLIMXCS CTpaHax B cepe BO3AYIIHOTO TpaHCHOPTa (ISl CaMOCTOSITEIbHOTO
u3ydeHus). MeTosbl MOMCKa, KPUTHYECKOTO aHaiM3a M CUHTe3a WHMOpMaIluu B
Ipolecce OpraHu3alui CEPBUCHOTO 00CITYKUBaHUS OTPEOUTENel Ha TpaHCTIOPTE, B
TOM 4YHclieé B cdepe BO3AYIIHOTO TPAHCIOPTA (IJI1 CAMOCTOSITEIBHOTO HM3YyYEHHUS).
MexaHu3M CUCTEMHOIO MOAXOJa JJIsl PELIECHUs IMOCTaBICHHBIX 3ajady B IpOLEcCe
OpraHu3allid CEPBUCHOTO OOCITYyXUBaHUS TOTpeOUTETIeH HAa TPAHCIOPTE, B TOM
yuciie B cdepe BO3AYIIHOTO TpaHCHoOpTa (UIsi CaMOCTOATEIBHOTO HU3YYCHUS).
Metoapsl NpUMEHEHUsSI CUCTEMHOIO MOJAXOAA ISl PEIICHUS MOCTAaBJICHHBIX 3a/1a4 B
MpolIecce OPraHu3aIlMu CEPBUCHOTO OOCITYKMBAaHUS TIOTPEOUTENCH Ha TPAHCIIOPTE, B
TOM 4YHclie B chepe BO3AYIIHOTO TPAHCIOPTA (IJIs1 CAMOCTOSITEIBHOTO HM3YyYCHHUS).
MeTo1bl OCYIIECTBICHHS COLIMAIBHOIO B3aUMOJCUCTBUS U peau3alii CBOEU POJIH
B KOMaHjie¢ B IMPOIECCe OpraHU3allud CEPBUCHOTO OOCTYKUBaHUS MOTpeOuTeneil Ha
TPAHCTIOPTE, B TOM YHCIIe B cpepe BO3AYIIHOTO TPAHCIIOPTA (IJIsI CAMOCTOSITEIIbHOTO
M3yuyeHust). MeToabl OnpeieNieHns U pealu3aluy CBOEH poJi B KOMaHJI€ B MpolLiecce
OpraHu3alMy CEPBUCHOTO OOCTYKMBaHUSI TOTpeOUTENEd Ha TPAHCIOPTE, B TOM
guciie B cdepe BO3AYIIHOTO TpaHCHOpTa (UIsi CaMOCTOATEIBHOTO HU3YYCHUS).
Metonpl obecrnedeHrs CONMAIBLHOTO B3aWMOJCHCTBHS B MPOIECCE OpTaHU3AIMNH
CEpPBUCHOTO OOCITY)KMBaHUS MOTpeOHUTENEl Ha TPAaHCIOPTE, B TOM uucie B chepe
BO3JIYLIHOTO TpaHCHopTa (AJiI CaMOCTOSATENbHOIO M3y4yeHHus). MeToasl BOCIPUSATHUS
MEXKKYJIBTYPHOTO pa3HoOOpa3usi oOO0lEecCTBA B COLMAIBHO -  HUCTOPUYECKOM,
ATUYECKOM U (PUI0ocoPCKOM KOHTEKCTaX B MPOILIECCE OPraHu3alli CEPBUCHOTO
oOcity>)kKuBaHMsI TTOTpPeOUTENIe Ha TpaHCIOPTE, B TOM 4ucie B cdepe BO3AYIIHOIO
TpaHCIOpTa (i1 CaMOCTOSTENILHOIO M3y4deHus1). MeToabl MpUMEHEeHUs
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O0COOCHHOCTEHW MEXKKYJIBTYPHOTO Pa3HOOOpa3usi 00IIECTBAa B MPOIIECCE OpraHU3aIuu
CEpPBUCHOTO OOCIIYXKMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIEe B chepe
BO3JIYIIHOTO TpaHCIOPTa (I CaMOCTOSITEILHOTO H3y4deHHs). MeToNbl pelIeHUs
MIPOU3BOJICTBEHHBIX KOH(JIUKTOB C YYETOM OCOOCHHOCTEH MEXKKYJIbTYPHOTO
pazHooOpa3usi o0IiecTBa B MPOLECCE OPraHU3alUdU CEPBUCHOTO OOCITYKHUBAHUS
noTpeduTeNeil Ha TPaHCIIOPTE, B TOM YHUCJe B cdepe BO3IYIIHOrO TpaHcnopTa (asis
CaMOCTOSITEJILHOTO M3Yy4eHHUs). MeToabl CO3AaHUusT W TOJJEPKKH Oe30MacHBIX
YCIIOBUN KU3HENEATCILHOCTH, B TOM YHCIIC NMPU BO3HUKHOBCHUU YPE3BHIYAWHBIX
CUTyalluil B MpOIlIeCCe OpraHU3allid CEPBUCHOTO OOCIY>KUBaHUSI MOTpeOUTEIEH Ha
TpaHCIOPTE, B TOM YHCIIe B chepe BO3AYLUIHOrO TpaHCcHopTa (AJis CaMOCTOATENbHOTO
U3ydeHHs). MeToAsl  CO3MaHMsT W TOJJIepXKaHUS  O€30MacHbIX  YCIIOBHIM
KU3HEJIEATCILHOCTH, B TOM YHCJIC TTPU BOSHUKHOBECHUU YPE3BBIYAWHBIX CHUTYaIlUl B
Ipolecce OpraHu3alui CEpBUCHOTO 00CITYKUBaHUs NOTpeOUTENIel Ha TpaHCIIOPTE, B
TOM 4YHciie B chepe BO3AYIIHOIO TPAHCHIOPTA (JJII CAMOCTOSITEIBHOIO HM3YyYEHHUS).
MeTobl cO3/1aHus U MOAACPKKH O€30TaCHBIX YCIOBHIA 00CTY)KUBAHHMSI MTaCCAKUPOB,
B TOM 4YHCJIE TpH BO3HUKHOBCHHHM YPE3BbIUAWHBIX CHUTyallMid B  MpoIecce
OpraHu3aIlii CEPBUCHOTO OOCTY)XHMBaHUs TOTpeOuTeNeld Ha TpPaHCIOPTE, B TOM
yuciie B cdepe BO3AYIIHOTO TpaHCHopTa (UIsi CaMOCTOATEIBHOTO U3Y4YECHUS).
MeTonbl TpPUMEHEHUS KIMCHTOOPUCHTHPOBAHHBIX TEXHOJIOTUH B CEPBUCHOM
JCSATSIIBHOCTH Ha TPAHCIIOPTE B YCIOBHSX B3aMMOJICHCTBUS C MTOTPEOUTEIISIMHU, B TOM
YHCclie WHTEPHET-NPOABUKEHUS YCIYr B TIPOIECCEe OpraHU3alMH CEPBHCHOIO
oOCy>KMBaHMsI TIOTpEOUTENIel Ha TpaHCIOpPTe, B TOM 4Hcie B chepe BO3IYIIHOTO
TpaHcrnopTa (71 CaMOCTOSITEHLHOTO W3y4yeHus). MeTonbl ydactus B pa3paboTke
CUCTEMBbl KJIMEHTCKUX OTHOIICHHM M OpraHu3aluu Ipolecca 00CITyKUBaHUS
norpeduTeneld Ha OCHOBE MPUMEHEHUS 3aKOHOIATEIbHBIX aKTOB U MPABOBBIX HOPM B
IpoIecce OpPraHu3aIii CEPBUCHOTO OOCITYKMBAaHUS TIOTPEOUTENEH Ha TPaHCTIOPTE, B
TOM 4YHclieé B cdepe BO3AYIIHOTO TPAHCIOPTA (IJI1 CAMOCTOSITEIBHOTO HM3YyYEHHUS).
Meronpl ydacTusi B COBEpIICHCTBOBAHWU CHCTEMbl KIMEHTCKHX OTHOIICHUN B
CEPBHUCHOMN NIEATETLHOCTH Ha TPAHCIIOPTE C MCIOJIB30BAHUEM MHTEPHET-TEXHOJOTUM
B MPOIIECCE OPraHU3alUKA CEPBUCHOTO OOCTYKMBAHUS MOTpeOUTEEH Ha TPAHCIIOPTE,
B TOM 4YHCIIe B chepe BO3AYIIHOTO TPAHCTIOPTA (MJI1 CAaMOCTOSITEIBHOTO U3yUYEHUs).
Metonpl BiIajeHUS TEOPETUYECKUMH 3HAHUSAMH U TPAKTUYCCKUMU IMPUEMaAMHU
yIOpaBlIeHUS TpoekTaMu B cdepe o0OCIyKHBaHUS B TPOIECCE OpraHU3AINH
CEepBUCHOTO OOCITY)KMBaHUS MOTpeOUTENEl Ha TPAaHCIOPTE, B TOM uucie B chepe
BO3IYIIIHOTO TPAHCIIOPTA (M1 CAMOCTOSITEIHHOTO M3Y4eHHs). MEeTObI yrpaBleHUs
TYPUCTCKO-PEKPEAITMOHHBIMUA TPOEKTaMH, METOJbl TJIAHUPOBAHUS U MOHHTOPHUHT
JESITETHPHOCTH CEPBUCHON KOMMAHWU B cepe TPaHCIIOPTa B MPOIECCE OpraHU3aIun
CEpPBUCHOTO OOCITY)KMBaHUS MOTpeOHUTENE Ha TPAHCIOPTE, B TOM uwucie B chepe
BO3AYIIHOTO TpaHcmopTa (JIsI CaMOCTOSITEIbHOTO HW3y4eHHs). MeToasl BbIOOpa
MaTepHAIBHBIX PECYpCOB, OOOPYAOBAHHS MJIs OCYIIECTBIEHUS TPOIECCa CEepBHCA,
MEXaHW3M TPOBEJCHHS MEPETrOBOPOB C KIMEHTAMH IO MPETCH3MOHHBIM CIydasM U
OTIpEJICICHNs] TPUYMH BO3HUKHOBEHHUS TPETEH3WA B TMPOIECCe OpraHU3AINH
CEpPBUCHOIO OOCIIYXKMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCie B chepe
BO3JIYLIHOTO TpaHCHOpTa (151 CAaMOCTOSATENILHOTO U3yueHus). MeToibl pa3paboTKu U
WCITOJIb30BAHUSI TUTIOBBIX TEXHOJIOTHYECKUX TPOIECCOB, METOJALI (POPMUPOBAHUS H
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BHEJIPCHUSI KOPIOPATUBHBIX CTAHIAPTOB U PETVIAMEHTOB TIPOIIECCOB OOCITYKHUBAHUS
notpeburtenei Ha TpaHCHoOpTe (IS CaMOCTOSITENIBHOTO H3y4deHUusi). MeToibl
B3aMMOJICUCTBHUS C KJIMCHTAMH [0 OpTraHU3alMHM Tporecca OOCTyKUBAHUS
notpebuteneid B cdepe TOCTEPHUUMCTBA B MPOIECCE OPTaHM3alUU CEPBUCHOTO
oOCITy)KMBaHHs TMOTpPEeOUTENed Ha TPAHCIOPTE, B TOM 4YHCIE B Chepe BO3IYIIHOTO
TpaHCTOpTa (ISl CaMOCTOSITEIIBHOTO W3y4eHUs). TpeOoBaHMS TMPOM3BOACTBECHHOM
JTUCIUIUIMHBI, TPaBWJI TI0 OXpaHe Tpylda M IOXKapHOW O€30MacHOCTH TIpH
OCYIIIECTBICHUH TEXHOJIOTHUYECKOTO MpoIiecca B MPOIECCe OPTaHU3aIMUA CEPBUCHOTO
oOCITy)XMBaHHsI MOTpeOUTENeld HAa TPAHCIOPTE, B TOM 4YHcIe B chepe BO3AYHTHOTO
TpaHCTOpTa (JIJI1 CAaMOCTOSITEIILHOTO M3y4YeHUs). MeTo Ikl BEIOOpa OpraHu3alliOHHBIX
pemieHU 11 (OPMHUPOBAHUS  CEPBUCHOM  CHCTEMBI  OOCITY)KMBaHHUS  C
UCIIOJIb30BAaHMEM  METOJIOB  OpraHW3allMK W YIPABJICHUS  WMYIIECTBCHHBIM
a’pONOPTOBBIM KOMILJIEKCOM M aKTUBAMH CEPBUCHBIX MPEINPUATHN HA TPAHCIIOPTE B
npoIiecce OpraHn3alii CEPBUCHOTO OOCITYKHBaHHS TIOTPeOUTENel Ha TPAaHCTIOPTE, B
TOM YHUCJIe B cepe BO3IYIIHOTO TPaHCIOpTa (A7 CaMOCTOSITEIIBHOTO W3YYCHUS).
MeTonbl  OCYIISCTBICHUS ~ OPraHU3allMOHHOTO  OOCIY)KMBAaHHMS  aBUAIIMOHHOM
UHPPACTPYKTYPhl M OPraHU3allMOHHOTO OOCCICYECHHMsI TPolecca CEPBHCHOTO
OOCITy)XMBaHHsI B ad’poropTy W Ha OOpPTy BO3AYIIHOTO CyJHa B TpoIecce
OpraHu3allid CEPBUCHOTO OOCITYXXWUBAaHUS IOTPEOUTEICH HAa TPAHCIOPTE, B TOM
grciie B cepe BO3AYITHOTO TPAHCIIOPTA (I CAMOCTOSTEIILHOTO H3YUCHHUS).

Tema 4. Pa3ButrHe yCJayr M CEePBHCHOH [€ATEJHLHOCTH B POCCHHCKOM
o01ecTBe HA TPAHCIOPTE, B TOM YHCJIe B cepe BO3AYIIHOT0 TPAHCIIOPTA

OObexTuBHbIE (HaKTOPBI Pa3BUTHUS XO03sHCTBOBaHUA U ycayr B Poccuu. Ponb
rOCYJapCTBEHHBIX MEXaHM3MOB B pPa3BUTHU yciIyr. Ponb TocyAapCTBEHHBIX
MEXaHM3MOB B Pa3BUTHUU YCIYT HAa TPAHCIOPTE, B TOM YHUCIE B cepe BO3AYITHOTO
TpaHcopTa. OTe4YecTBEHHBIE YCIyrM Ha TpaHCIOPTe, B TOM u4ucie B cdepe
BO3/YIIHOTO TPaHCIOpPTa: OT TPAJAMIIMOHHBIX (OPM K COBPEMEHHBIM. YPOBEHb
KU3HU HaceleHus u cepa 0OCITyKMBAaHUS B COBETCKHI U MOCTCOBETCKHUM MEPUOIBI.
Meronpl MOMCKA, KPUTHUYECKOTO aHalu3a W CHHTe3a WH(OpManuu B Mpoiiecce
OpraHu3allid CEPBUCHOTO OOCITYyXUBaHUS TMOTpeOUTENeH HAa TPAHCIOPTE, B TOM
guciie B cdepe BO3IYIIHOTO TpaHCHOpTa (UIsI CaMOCTOSITEIBHOTO U3YYCHUS).
MexaHu3M CUCTEMHOIO MOAXOJa JUIsl PELICHUs] MOCTaBICHHBIX 3ajlad B Ipoliecce
OpraHu3allid CEPBUCHOTO OOCITYyXUBaHUS TOTpeOUTENeH HAa TPAHCIOPTE, B TOM
guciie B cdepe BO3AYIIHOTO TpaHCHOpTa (UIsi CaMOCTOATEIBHOTO U3YYCHUS).
Metoasl NpUMEHEHUsS] CUCTEMHOIO MOAXOJa JUIsl PEIICHUs] MOCTaBJICHHBIX 3a/1ad B
MPOIIeCcCe OPTaHU3aIMU CEPBUCHOTO OOCITY)KUBAaHUS TIOTPEOUTENCH Ha TPAHCTIOPTE, B
TOM 4ucje B cdepe BO3AYIIHOTO TpPaHCHOpTa (ISl CAMOCTOATEIBHOTO W3YUYEHHS).
MeTtobl OCYIIECTBIEHNSI COUUAIBHOTO B3aMMOJICMCTBHS U pPEATU3alMU CBOEU POJIH
B KOMaHJI€ B MPOIECCe OpraHU3aIMKA CEPBUCHOTO OOCIYyKMBaHUS MOTpeOUTENell Ha
TPAHCTIOPTE, B TOM YHCIIe B chepe BO3AYITHOTO TpaHCTOPTa (I CAaMOCTOSTEILHOTO
u3yueHust). MeTobl onpeieNieHus U pealin3aliyd CBOEH posi B KOMaHJIe B Mpoliecce
OpraHu3alMy CEPBUCHOTO OOCTYKMBaHUSI TOTpeOUTENed Ha TpPAHCIOPTE, B TOM
yuciae B cdepe BO3AYIIHOIO TpaHCHopTa (AJIE CaMOCTOSITEIBHOTO H3Yy4eHUSs).
Metoasl o0ecrnieueHus] COLUAIBHOIO B3aUMOJEHCTBHS B MPOLIECCE OpraHU3aluu
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CEpPBUCHOTO OOCIIYXKMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIE B chepe
BO3JIYIITHOTO TPAHCIOPTA (IJII CaMOCTOSATEIBLHOTO M3Yy4deHUs). MeToabl BOCTIPUSATHS
MEXKYJIbTYpHOTO pa3HooOpa3usi oOmecTBa B COLMATBHO -  HCTOPUYECKOM,
ATHYECKOM U (UIOCOPCKOM KOHTEKCTaX B MPOIECCE OpraHU3allid CEPBHUCHOTO
oOCITy)KMBaHHs TMOTpPEeOUTENed Ha TPAHCIOPTE, B TOM 4YHCIE B Chepe BO3IYIIHOTO
TpaHcopTa (TSI  CaMOCTOSITENIBHOTO — W3y4eHHs). MeToabpl  NMPUMEHCHHS
O0COOCHHOCTEHM MEXKKYJIBTYPHOTO Pa3HO0Opa3usi OOIIECTBa B MPOIIECCE OpraHU3aIuu
CEpPBUCHOTO OOCIIYXKHMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIEe B chepe
BO3JIYIITHOTO TpPAaHCTOPTa (I CAMOCTOSITEIBHOTO H3y4YeHHUs). METOIbl peIICHHS
IIPOU3BOJICTBEHHBIX KOH(DJIMKTOB C YYETOM OCOOCHHOCTEH MEKKYJIbTYPHOTO
pa3HooOpasusi 00IIecTBa B MPOILIECCE OPTaHM3AIMUA CEPBHCHOTO OOCITYKHBAHHS
notpeOuTeNneld Ha TPaHCIOPTE, B TOM YHCIe B cepe BO3AYIIHOTO TpaHCIopTa (s
CaMOCTOSITCJILHOTO HW3Y4YeHHs). MeToNmbl COo374aHUsl W TOAJCPKKHA Oe30IMacHbBIX
YCIIOBUN KU3HEICATCILHOCTH, B TOM YHCJIC NP BO3HUKHOBCHUU YPE3BbIYAWHBIX
CUTYaIlii B MPOIECCe OpraHU3aIlMU CEPBHCHOTO OOCIY)XMBAaHHS MOTpeOUTENeH Ha
TPaHCIIOPTE, B TOM YHUCIe B chepe BO3AYNTHOTO TPAHCTIOPTA (M1 CAaMOCTOSITETTHHOTO
U3ydeHus). MeToAsl  CO3MaHMs MW TOJJepXKaHUS  O0e30MacHbIX  YCIOBHIM
KU3HEJICATCILHOCTH, B TOM YHCJIC NTPH BOSHUKHOBECHUHU YPE3BBIYAWHBIX CHTYaIlul B
npoIiecce OpraHn3aluy CEPBUCHOTO OOCITYKHBaHHS TIOTPEOUTENEH Ha TPAaHCTIOPTE, B
TOM YHUCJIe B cepe BO3IYIIHOTO TPAHCIOPTa (IJII CAMOCTOSATEIHHOTO H3YUYCHUS).
MeTtonbl co3/laHus U MOANEPKKU O0€30MaCHBIX YCIOBUN OOCTYKUBAaHUS TTACCAKHUPOB,
B TOM 4YHCJI€ TpU BO3HMKHOBEHHHM YpE3BbIUAWHBIX CHUTyalluii B Mpoliecce
OpraHu3allid CEPBUCHOTO OOCITYyXUBaHUS TOTpeOUTE]Ie Ha TPAaHCIOPTE, B TOM
yuciie B cdepe BO3AYIIHOTO TpaHCHopTa (UIsi CaMOCTOATEIBHOTO U3Y4YEeHUS).
Metonpl TNpUMEHEHUs KIHMEHTOOPHUEHTHPOBAHHBIX TEXHOJOTUH B CEPBUCHOM
JESITEIbHOCTH Ha TPAHCIIOPTE B YCJIOBUSIX B3aUMOJEHCTBUS C MTOTPEOUTENSIMHU, B TOM
YHClIe WHTEPHET-TIPOABUKEHUS YCIYr B TIPOIECCEe OpraHU3AlMH CEPBHCHOTO
o0cITy>)KuBaHMs TIOTPEOHUTENIC Ha TpPaHCIIOPTE, B TOM 4ucie B cdepe BO3AYIIHOTO
TpaHcmopTa (71 CaMOCTOSITENBHOTO W3y4yeHUs). MeTonbl ydactus B pa3paboTke
CUCTEMBbl KJIMEHTCKUX OTHOIICHHM | OpraHu3aluu IIpolecca O0O0CITyKHUBaHUS
noTpeduTeNeil Ha OCHOBE IPUMEHEHUS 3aKOHOAATEIIbHBIX aKTOB M TIPABOBBIX HOPM B
MPOoIIecCce OPTaHU3aIMU CEPBUCHOTO OOCITY)KUBAaHUS TIOTPEOUTENCH Ha TPAHCTIOPTE, B
TOM 4YHclie B chepe BO3AYIIHOTO TPAHCIOPTA (IJI1 CAMOCTOSITEIBHOTO HM3yYCHHUS).
Metonpl ydacTusi B COBEpIICHCTBOBAHWU CHCTEMbl KIMEHTCKHX OTHOIICHUN B
CEPBHUCHOM NIEATETLHOCTH Ha TPAHCIIOPTE C MCIOJIB30BAHUEM MHTEPHET-TEXHOJIOTUMN
B MPOIIECCE OPTaHU3AIMK CEPBUCHOTO O0CITYKHBaHUS MOTPeOUTENEH Ha TPAHCIIOPTE,
B TOM 4YHCIIe B chepe BO3AYITHOTO TPAHCTIOPTA (MJI1 CAaMOCTOSITEIBHOTO U3yUYCHUS).
Metonpl BiIajeHUS TEOPETUYECKUMH 3HAHUSAMH U TPAKTUYCCKUMU TMPUEMaAMHU
yOpaBlIeHUS TpoekTamMu B cdepe o0OCIyKHBaHUS B TPOIECCE OpraHU3AINH
CEpPBUCHOTO OOCITY)KMBaHUS MOTpeOHUTENEl Ha TPAHCIOPTE, B TOM 4wucie B chepe
BO3JIYIITHOTO TPAHCIIOPTA (M1 CAMOCTOSITEIBHOTO M3Y4CHHs). METObI yIpaBlIeHUS
TYPUCTCKO-PEKPEAITMOHHBIMHI TTPOCKTAMHU, METOJbI TUIAHUPOBAHUS W MOHUTOPUHT
JESITETPHOCTH CEPBUCHOW KOMIIAHUU B cepe TPAHCIIOPTA B MPOIECCE OpraHU3alnun
CEpPBUCHOIO OOCIIYXKMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCie B chepe
BO3JIYLIHOTO TpaHCHOpPTa (i1 CaMOCTOATENIbHOrO M3y4eHus). MeToasl BbIOOpa

30



MaTepuadbHBIX PECYPCOB, 00OpYIOBaHMS JJIsl OCYIIECTBICHHUS MpOIECCa CEpBHCA,
MEXaHH3M IPOBEJICHUSI TIEPErOBOPOB C KIMEHTAMHU MO MPETEH3MOHHBIM CIIy4asM U
ONpeieNeHNs] TPUYMH BO3HUKHOBEHHUS TMPETCH3W B TIPOIECCe OpTaHU3alNU
CEpPBUCHOTO OOCIy)XKMBaHUSl MOTpEOUTENEe Ha TpaHCHOPTE, B TOM 4HCIEe B chepe
BO3/YIITHOTO TPAHCTIOPTa (AJII CAMOCTOSATEIBHOTO U3ydeHHs). MeTo bl pa3paboTKu 1
WCTIOJIb30BAaHUS THIIOBBIX TEXHOJIOTMUYECKHUX IMPOIIECCOB, METOABI (POPMUPOBAHUS U
BHEJPEHUSI KOPIOPATHUBHBIX CTAaHAAPTOB M PETIAMEHTOB MPOIIECCOB OOCTY>KMBAHUS
notpebutenei Ha TpaHCHopTe (IIsI CaMOCTOSITENIBHOTO H3y4deHHus). MeTobl
B3aMMOJACHCTBHS C KJIMEHTaMHd TI0 OpraHM3alid Mpolecca 0O0CTyKWBaHUSA
norpebuteneld B cdepe TOCTENPHUUMCTBA B TPOIECCE OPTaHW3alUUd CEPBUCHOTO
oOCITy)XMBaHHsI MOTpeOUTeNIeld HA TPaHCIOPTE, B TOM YHUCIe B chepe BO3AYIIHOTO
TpaHcmopTa (U1 CaMOCTOSITENIFHOTO W3y4eHHus). TpeOoBaHUS MPOU3BOJCTBEHHON
IUCIMIUIMHBI, MPaBWI TIO0 OXpaHe Tpyda W TMOXApHOW O€30MacHOCTH TpH
OCYIIIECTBICHUH TEXHOJIOTHMUYECKOTO MpoIiecca B MPOIECCEe OPTaHU3aIMUA CEPBUCHOTO
oOCITy)KMBaHHs TMOTpPEeOUTENed Ha TPAHCIOPTE, B TOM 4YHCIE B Chepe BO3IYIIHOTO
TpaHCIopTa (711 CAMOCTOSTEILHOTO H3yUeHus). MeTo1bl BRIOOpa OpraHU3aIlMOHHBIX
pemieHnidt st GOpMHpOBAHHS  CEPBUCHOW  CHCTEMBI  OOCITY>KMBaHUS  C
UCTIOJh30BAaHMEM  METOJOB OpTaHM3AllMM W YIPaBJICHUS  WMYIIECTBEHHBIM
a’pOMOPTOBBIM KOMIUIEKCOM M aKTHBAaMH CEPBHUCHBIX MPEINPUATHI HA TPAHCIIOPTE B
npoIiecce OpraHn3aluy CEPBUCHOTO O0CITYKHUBaHHS TIOTPEOUTENEH Ha TPAaHCTIOPTE, B
TOM 4YHcie B cdepe BO3AYIIHOTO TpaHCIOpTa (U1 CAMOCTOSITEIBHOTO U3YYEHUS ).
MeTtoabl  OCYIIECTBICHHS  OPraHU3AI[MOHHOTO  OOCIY)XMBaHUS  aBHALMOHHOM
MHQPACTPYKTYpbl M OpPraHM3allMOHHOTO OOECIeYeHHs Ipolecca CEPBUCHOTO
oOCITy’)KMBaHHsSI B a’polopTy M Ha OOpPTy BO3AYIIHOTO CYAHAa B IpoIecce
OpraHu3alii CEPBUCHOTO OOCIYXHBaHHUA NOTpeOHTENeld Ha TpaHCIOPTE, B TOM
qrcie B cepe BO3AYIIHOTO TPAHCTIOPTA (JIs1 CAMOCTOSITEIEHOTO U3YyUCHHS).

Tema 5. CoBpeMeHHO€e cepBHCHOE 00IIECTBO: 0COOEHHOCTH CTAHOBJICHHS
U NEepPCHeKTHBHI Pa3BUTHS HA TPAHCIOPTe, B TOM 4ucJe B c(epe BO3TYLIHOIO
TPaHCIOPTA

H3meneHune posii CEpBUCHOMN JESITEIBHOCTA B COBPEMEHHOM SKOHOMHYECKOM
1 OOIIECTBEHHOM pa3BUTUU. VHTEeHCH(DUKAIIS MEXKIyHApOIHOTO 0OMEeHa yCiayraMu
Ha TPaHCIIOPTE, B TOM YHUCJE B cepe BO3AYIIHOTO TPAHCIOPTA. DKOHOMHYECKUE U
COIMAJIbHBIE ACTIEKThl CEPBUCHOU JIEATEIBHOCTH HAa TPAHCIOPTE, B TOM YHUCJIE B
chepe BO3AYIIHOTO TPAHCIOPTa COBpeMeHHOTo THma. COBpeMEHHBbIE CYOBEKTHI
CEpBHUCHOW JESITEIILHOCTH Ha TPAHCIOPTE, B TOM YHKCIe B cdepe BO3IYIIHOTO
TparcnopTa. M3mMenenne kputepueB 3P(HEKTUBHOCTH CEPBUCHOM NESITEIHHOCTH Ha
TpPaHCTIOPTE, B TOM uucie B cdepe Bo3aymHOro TpaHcmopra. OCOOCHHOCTH W
MEPCTICKTUBBl PAa3BUTHsI CEPBUCHOW MESITEIHHOCTH HAa TPAHCIOPTE, B TOM UHUCIIE
chepe BO3AYNIHOTO TPaHCTOPTa B COBpeMeHHOW Poccum (s caMOCTOSITETBHOTO
nu3ydeHus1). MeToapl TOWCKa, KPUTHYECKOTO aHaiW3a W CHUHTE3a WH(OpMaInuu B
MPOIIeCcCe OPTaHU3AIMU CEPBUCHOTO OOCITY)KUBAaHUS MOTPEOUTENCH HA TPAHCTIOPTE, B
TOM 4uclie B cepe BO3IYUIHOTO TpaHCHOpTa (IJIsi CaMOCTOSITEJILHOTO HU3Yy4ECHUS).
MexaHu3M CHUCTEMHOTO IMOAXOAa JIJISl PEIIeHHUs] TMOCTaBIECHHBIX 3a7ad B IMPOIEcce
OpraHu3allii CEPBUCHOTO OOCITYKMBaHUS MOTpeOHUTENEH HA TPAHCIIOPTE, B TOM
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yuciie B cdepe BO3AYIIHOIO TpaHCHopTa (UIsi CaMOCTOATEIBHOTO U3Y4YECHHS).
Metoapl IpUMEHEHUsI CUCTEMHOI0 MOJAXO0Ja JUIsl PEIICHUs] MOCTaBICHHBIX 3a/lad B
MpOLIECCE OPraHU3alMU CEPBUCHOIO OOCITYKMBaHUS OTPEOUTENIEH Ha TPAaHCIIOPTE, B
TOM 4YHclie B cepe BO3AYIIHOIO TpaHCHOpTa (A1 CaMOCTOSITENIBHOTO H3YYEHHS).
MeToibl OCYIIECTBICHHS COIMAIBHOIO B3aUMOJEHCTBUS U peau3aluyd CBOEH poJiH
B KOMaHj/ie B MPOIECCe OpraHU3alMU CEPBUCHOTO OOCIYKMBaHUS MOTpeOuTeneil Ha
TpPaHCIOPTE, B TOM YKCIIe B chpepe BO3AYLIHOrO TpaHCcHopTa (sl CaMOCTOSITENbHOTO
u3ydyeHus). MeToibl onpeieNIeHUsl U peaju3alii CBOei pojii B KOMaH/Ie€ B Ipoliecce
OpraHu3aIMyi CEPBUCHOTO OOCTY)XMBaHUsI TOTpeOuTeNneld Ha TpaHCIOpPTE, B TOM
yuciie B cdepe BO3AYIIHOIO TpaHCHopTa (UIsi CaMOCTOATEIBHOTO HU3Y4YEeHUS).
Metoasl obOecrieyeHus COLMAIBHOTO B3aUMOJICUCTBUSI B TIPOIECCE OpraHU3aINU
CEpPBUCHOTO OOCHTY)XKMBaHUSI MOTpeOUTENeld Ha TpaHCIOPTE, B TOM uucie B chepe
BO3JIYIITHOTO TPaHCHOPTa (M1 CAMOCTOSITEILHOTO M3Yy4YeHUs ). MeToabl BOCTIPUSATHUS
MEXKYJIbTYPHOTO pa3HOOOpa3usi oOmiecTBa B COLUUAIBHO -  HCTOPHUYECKOM,
TUYECKOM U (UIOCOPCKOM KOHTEKCTaX B IMPOIECCE OpraHU3allid CEPBHCHOTO
oOcny>KMBaHMsI TIOTpEOUTENIel Ha TPaHCIOPTE, B TOM 4HCie B cdepe BO3AYIIHOTO
TpaHcmopTa (I  CaMOCTOSITEIBHOTO — M3y4eHHs). MeToabpl  IPUMEHEHHS
0COOEHHOCTEW MEXKKYJIbTYPHOTO pa3HooOpasusi oOLIeCTBa B MPOIECCe OpraHU3aluu
CEpPBUCHOTO OOCHTY)KMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3JIYIITHOTO TpaHCIOpTa (JUIsi CaMOCTOSITEILHOTO HW3y4deHHUs). MeToJbl pelieHus
NPOU3BOJICTBEHHBIX KOH(DIUKTOB C Y4eTOM OCOOCHHOCTEH MEXKYJIbTYPHOIO
pazHooOpa3usi o0IIecTBa B MPOIECCE OPraHU3allMd CEPBUCHOTO OOCITYKHUBAHUS
notpeduTeneld Ha TpaHCIOpTEe, B TOM YHcie B chepe BO3AYIIHOTO TpaHCIOpTa (JJs
CaMOCTOSITEJILHOTO HW3Yy4YeHHs1). MeTonbl co3JaHusi U TMOAACPKKU Oe30MacHbBIX
YCIIOBUM KU3HEAEATEIbHOCTH, B TOM YHCJIE NP BO3ZHHMKHOBEHUHM YpPE3BBIYAWHBIX
CUTyalluii B MPOIECCE OPraHU3AIMH CEPBHCHOTO OOCITYyKMUBaHUSA MOTpeOuTenei Ha
TPAHCIIOPTE, B TOM YHCIIe B chepe BO3AYITHOrO TpaHCHOpTa (AJII CAaMOCTOATEIEHOTO
u3ydeHus1). MeToasl  co3maHMs M TOAJAEpKAHUS ~— O€30MacHBIX  YCJIOBHIA
KU3ZHEAECATEIbHOCTH, B TOM YHUCJE IPU BOSHUKHOBEHUU YPE3BBIYANHBIX CUTyalUU B
IpoIecce OpPraHu3aIii CEPBUCHOTO OOCITYKUBAaHUS OTPEOUTENeH Ha TPaHCTIOPTE, B
TOM 4YHclie B chepe BO3AYIIHOTO TPAHCIOPTA (IJI1 CAMOCTOSITEIBHOTO HM3yYCHHUS).
MeTonbl co3laHus U MOANEPKKUA O0€30MACHBIX YCIOBUN OOCTYKUBAaHUS TTACCAKHUPOB,
B TOM 4YHUCJE€ TMpU BO3HMUKHOBEHUM YPE3BBIUAMHBIX CHUTYyallUd B Mpolecce
OpraHu3allid CEPBUCHOTO OOCITYyXUBaHUS TOTpeOUTENeH HAa TPAHCIOPTE, B TOM
gyuciie B cdepe BO3AYIIHOTO TpaHCHOpTa (UIsi CaMOCTOATEIBHOTO U3YYCHUS).
Metonbpl TPUMEHEHUS] KIMEHTOOPUEHTUPOBAHHBIX TEXHOJOIMHA B CEPBUCHOU
NEATENIbHOCTU HAa TPAHCIIOPTE B YCIOBUSIX B3aUMOJEHUCTBUS C NOTPEOUTENIMU, B TOM
YUCJI€ WHTEPHET-TIPOJBUKEHUS YCIyr B TMPOIECCEe OPraHu3alu CEPBUCHOTO
oOCIy)KWBaHHsI TIOTPEOUTENIC HAa TPAHCIIOPTE, B TOM YHCIE B cdepe BO3AYIIHOTO
TpaHcnopTa (AJIsI CaMOCTOSITEILHOTO HW3YyuyeHHs). MeToabl yyacTus B pa3paboTke
CUCTEMbl KIMEHTCKMX OTHOIIEHWA M OpraHu3aluu I[pouecca OOCITyKHUBaHUS
noTpeduTesieil Ha OCHOBE MPUMEHEHUS 3aKOHOJATEIbHBIX AKTOB U MPABOBLIX HOPM B
MPOIIECCe OpPTaHU3alMKU CEPBUCHOTO OOCITYKUBaHUs OTpeOUTENEH Ha TPAHCIIOPTE, B
TOM uuclie B cpepe BO3IYUIHOTO TpaHCHOpTa (I CaMOCTOSITEIBHOTO HU3Yy4ECHUS).
Metoasl yyacTusi B COBEPIICHCTBOBAHUMU CUCTEMbl KJIMEHTCKUX OTHOUIEHUW B
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CEPBHUCHON NEATETLHOCTH HAa TPAHCIIOPTE C MCIOJIB30BAHUEM HMHTCPHET-TEXHOJOTHUN
B MIPOILIECCe OpraHU3aIi CEPBUCHOTO 00CITYy)KMBaHUS TOTPEOUTENIel Ha TPAaHCTIOPTE,
B TOM 4uCle B cpepe BO3AYLUTHOTO TPaHCTOPTA (I CAMOCTOSTEIHHOTO U3YUCHHUS).
Metonpl BiIaAcHUS TEOPETUYECKUMH 3HAHUSAMH U TPAKTUYCCKAMU TPUEMaMHU
yOpaBjieHUsT MpoekTaMu B cdepe O0OCIyKMBaHUS B TMPOIECCEe OpraHu3aIuu
CEpPBUCHOTO OOCIIYXKMBaHUSI MOTpeOUTENIe Ha TpaHCHOpPTE, B TOM 4HCIe B chepe
BO3IYIITHOTO TPAHCIIOPTA (711 CAaMOCTOSITEIIBHOTO M3Y4CHHs). METOIbI yIpaBiIeHUS
TYPUCTCKO-PEKPEAITMOHHBIMA TIPOSKTAMH, METOJbI TJIAHUPOBAHUS W MOHHTOPHHT
JESATETHPHOCTH CEPBUCHOW KOMIIAHUU B cepe TpaHCIOpTa B MPOIECCe OpraHU3aAINH
CEpBHUCHOTO OOCTY)KMBaHUS MOTpeOUTENeld Ha TpaHCIOPTE, B TOM ducie B cdepe
BO3YIIHOTO TpaHCIOpPTa (ISl CaMOCTOSATEIBHOTO W3ydeHHs). MeTonbl BbIOOpA
MaTepUANBHBIX PECYpCcOB, 00OPYIOBaHMS JUIS OCYIIECTBICHHS Ipollecca CepBHca,
MEXaHHM3M TIPOBEJICHHSI MEPETrOBOPOB C KIMEHTAMH 10 MPETCH3UOHHBIM CIydasM H
OTpEJCICHUS] TPUYMH BO3HUKHOBCHHUS TMPETEH3WA B TMPOIECCE OpraHU3AIHNH
CEpBHUCHOTO OOCTY)KMBaHUS MOTpeOUTENel Ha TpaHCIOPTE, B TOM ducie B cdepe
BO3/YIIHOTO TpaHCTopTa (JIIT CaMOCTOSTEIBHOTO H3y4YeHHs ). MeTO/ bl pa3pabOTKU U
MCIIOJIb30BaHMS THIOBBIX TEXHOJIOTHYCCKUX TPOIECCOB, METOJbI (POPMUPOBAHUS U
BHEJIPCHMSI KOPIIOPATUBHBIX CTAHIAAPTOB M PETJIAMEHTOB IMPOIIECCOB 00CTYKUBAHUS
norpeOuTeneld Ha TpaHCHOPTE (IS CaMOCTOSITENILHOTO W3Yy4eHHs). MeTosl
B3aMMOJICHCTBHS C KJIMEGHTaMH II0 OpraHW3alliyd Ipoiecca OO0CITyKHUBaHUS
norpebuteneid B cdepe TroCTENPUUMCTBA B MPOIIECCE OpPraHU3aldUd CEPBHCHOTO
oOCIy>KMBaHMsI TIOTpEOUTENIel Ha TpPaHCIOPTE, B TOM 4HCie B cdepe BO3AYIIHOTO
TpaHcmopTa (IUIsl CaMOCTOSITENIBHOTO HW3y4eHHs). TpeOoBaHUS MPOU3BOACTBEHHOM
TUCIUIUIMHBI, TPaBWJI 1O OXpaHe Tpyla M TMOXapHOW Oe30MacHOCTH TpH
OCYIIECTBJICHHH TEXHOJOTHYECKOIo IMpoliecca B MPOIIECCe OPraHu3alii CEPBUCHOTO
o0cITy>)KuBaHMs TIOTPEOHUTENIC Ha TpaHCIIOPTE, B TOM 4ucie B cdepe BO3AYIIHOTO
TpaHCToOpTa (711 CaMOCTOSITENIbHOTO M3y4ueHus1). MeToabl BhIOOpa OpraHUu3allMOHHBIX
pemieHut 11 GOPMUPOBAHUS ~ CEPBUCHOM  CHCTEMBbl  OOCTY>KHUBAaHHUS  C
UCIIOJIb30BAaHMEM  METOJIOB  OpraHU3allMk H  YIOPaBJICHUS  UMYIECTBEHHBIM
a’pOMOPTOBBIM KOMILJIEKCOM M aKTUBAMH CEPBUCHBIX MPEANPHUATHI HA TPAHCIIOPTE B
MPOIIecCe OPTaHU3aAIMU CEPBUCHOTO OOCTYKUBAHMS MTOTPEOUTENIEeH HA TPAHCTIOPTE, B
TOM 4YHclie B chepe BO3AYIIHOTO TPAHCIOPTA (IJI1 CAMOCTOSITEIBHOTO HM3yYCHHUS).
MeTtonpl  OCYIIECTBICHUS  OPraHU3AaIllMOHHOTO  OOCTY>KMBAHHS  ABHUAIMOHHOM
UHOPACTPYKTYphl ¥ OPraHU3AIMOHHOTO OOECMeYeHUs TMpolecca CEPBUCHOTO
OoOCIy)KMBaHMsSI B a’poONoOpTy © HAa OOpPTy BO3AYIIHOTO CydHA B Ipoliecce
OpraHu3allid CEPBUCHOTO OOCITYyXUBaHUS TOTpeOUTENeH HAa TPAHCIOPTE, B TOM
grciie B chepe BO3MYIIHOTO TPAHCTIOPTA (1 CAMOCTOSITEIEHOTO U3YUYCHUS ).

Tema 6. Yeayra kak npoayKT CepBHCHOM JeATEIbHOCTH HA TPaHCIOPTe,
B TOM 4HucJe B cepe BO3AYUIHOTO TPAHCIIOPTA

[IpenocraBnenue yciyr Ha TpaHCIOPTE, B TOM 4ucie B cdepe BO3IYIIHOTO
TpaHCHOpTa KAaK MPOJYKT CEPBUCHOM AEATEIBHOCTH. J[yXOBHBIE yCIyrd. JIMuHbIE
ycinyru. Conuanbhble yciayru. DakTopsl, BIUAIONIME Ha (POpMHUpOBAHHE YCIYr Ha
TPaHCIIOPTE, B TOM uHuclie B cepe BO3AYIIHOIO TpaHCIOpTa (AJisl CAaMOCTOATEIBHOTO
u3yuyeHus). MeTojpl MorcKa, KpUTUHYECKOr0 aHalu3a U CUHTe3a UHGOpMaluU B
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MPOLIECCE OPraHU3alMU CEPBUCHOIO OOCITYKMBaHUS OTPEOUTENIEH Ha TPAHCIIOPTE, B
TOM 4YHciie B cepe BO3IYIIHOIO TPaHCIOpTa (I CaMOCTOSITENIbBHOIO H3YYEHHS).
MexaHu3M CUCTEMHOIO MOAXOJa JUIsl pelIeHUs] MOCTaBICHHBIX 3ajlad B Mpoliecce
OpraHU3alMi CEPBUCHOTO OOCTYXMBaHUS TOTpeOUTENeH Ha TpPaHCIOPTE, B TOM
yuciie B cdepe BO3AYIIHOIO TpaHCHopTa (UIsi CaMOCTOATEIBHOTO U3Y4YEHUS).
Metoapl IpUMEHEHUsI CUCTEMHOI0 MOJAXO0Ja JUIsl PEIICHUs] MOCTaBJICHHBIX 3a/1ad B
MpolLiecce OPraHu3aluu CEPBUCHOIO OOCITYKMBaHUS OTpEOUTENIel Ha TPaHCTIOPTE, B
TOM 4YHciie B cdepe BO3AYIIHOIO TPAHCHIOPTA (JJII CAMOCTOSITEIBHOIO HM3YyYEHHUS).
MeToibl OCYIIECTBIEHHUS COIMAIBHOIO B3aUMOJEHCTBUS U peajn3aluyd CBOEH poJIH
B KOMaHJIe B MPOIIECCE OpraHU3ally CEPBUCHOrO OOCTY>KMBAaHMS MOTpeOuTeNne Ha
TpaHCIOPTE, B TOM YKCIIe B chepe BO3AYLUIHOrO TpaHCHopTa (AJis CaMOCTOATENBbHOTO
u3ydeHusi). MeTo/ bl onpeeneHus U peain3ald CBOeH pojiau B KOMaHAEe B Ipoliecce
OpraHu3aIliyd CEPBUCHOTO OOCTY)XMBaHUsI TOTpeOuTeNed Ha TpPaHCIOpPTE, B TOM
yuciie B cdepe BO3IYIIHOIO TpaHcmopTa (IUisi CaMOCTOSITENIbHOTO U3YYEHUS).
Metoasl obOecrieyeHus COLMAIBHOTO B3aUMOJICUCTBUSI B TIPOIECCE OpraHU3aINU
CEpPBUCHOTO OOCITY)KMBaHUSI MOTpeOUTENe Ha TpaHCIOpPTE, B TOM 4Hcie B cdepe
BO3JIYIITHOTO TPaHCTOPTa (JJI1 CAMOCTOSITEILHOTO M3Yy4YeHUs1). MeToabl BOCTIPHUATHUS
MEXKYJIbTYPHOTO pa3HOOOpa3usi oO0IIecTBa B CONUAIBHO -  HCTOPHUYECKOM,
ATUYECKOM U (UIOCOPCKOM KOHTEKCTaX B IMPOIECCe OpraHU3allid CEPBHCHOTO
oOcny>KUBaHMsI TIOTpEOUTENIe Ha TPAHCIIOPTE, B TOM 4HCie B cdepe BO3AYIIHOTO
TpaHcmopTa (I  CaMOCTOSITEJIBHOIO  HM3y4eHHs). MeTonbl  IPUMEHEHHS
0COOEHHOCTEW MEXKKYIbTYPHOTO pa3HooOpasusi oOLIeCTBa B MPOIECCE OPTaHU3aIuU
CEpPBUCHOTO OOCITY)KMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM 4YHcie B cdepe
BO3JIYIITHOTO TpaHCHOpTa (Il CaMOCTOSITENBHOTO W3Yy4yeHHs). MeToapl peleHus
NPOU3BOJICTBEHHBIX KOH(DJIMKTOB C Y4eTOM OCOOCHHOCTEH MEXKKYJIbTYPHOIO
pasHooOpa3usi oO0IIecTBa B MPOIECCE OpPraHU3alldd CEPBHCHOTO OOCITY)KHWBaHUS
notpeduTeNneld Ha TpaHCIOpTEe, B TOM 4HUCJe B cepe BO3MYIIHOrO TpaHcmopTa (ais
CaMOCTOSITEJILHOTO HW3Yy4YeHHs). MeTonbl co3gaHusi W TOAAEPKKUA Oe30IMacHBIX
YCIIOBUI KU3HEAESATEIbHOCTH, B TOM YHCJIE NP BO3ZHHUKHOBEHUHU YpPE3BBbIYAWHBIX
CUTyalluii B MPOIECCE OPraHU3AIMH CEPBHCHOTO OOCITYyKUBaHUA MOTpeOUTenei Ha
TPAHCTIOPTE, B TOM YHCIIe B chepe BO3AYITHOTO TpaHCTOpTa (I CAaMOCTOSTEILHOTO
u3yueHus). Meroabl co3gaHuMd M THOJJEpXKaHUA ~ OE€30MAacCHBIX  YCIOBHUU
KU3ZHEACATEIbHOCTH, B TOM YHUCJE P BOSHUKHOBEHUHU UPE3BBbIUYAWHBIX CUTyallul B
MPOoIIeCcCe OPTaHU3aIMU CEPBUCHOTO OOCITY)KMBaHUS TOTPEOUTENEH HA TPAaHCTIOPTE, B
TOM 4YHclie B chepe BO3AYIIHOTO TPAHCIOPTA (IJI1 CAMOCTOSITEIBHOTO HM3YyYCHHUS).
MeTtonbl co3laHus U MOANECPKKUA O0€30MaCHBIX YCIOBUN OOCTYKUBAaHUS TTACCAKHUPOB,
B TOM 4YHUCJE€ TMpU BO3HMKHOBEHUHM YPE3BBIUYAMHBIX CHUTyallMd B Mpolecce
OpraHu3alMi CEPBUCHOTO OOCTYKMBaHUS TOTpeOUTENEd Ha TPAHCIOPTE, B TOM
guciie B cdepe BO3AYIIHOTO TpaHCHOpTa (UIsi CaMOCTOATEIHHOTO HW3YYCHUS).
Metonbpl TPUMEHEHHS] KIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTMA B CEPBUCHOMU
NEATENIbHOCTU HAa TPAHCIIOPTE B YCIOBUSIX B3aUMOJEHCTBUS C OTPEOUTENIMU, B TOM
YUCJI€ WHTEPHET-MIPOJABUKEHUS YCIyr B TMPOIECCEe OpPraHu3allu CEPBUCHOTO
oOcity>)kKuBaHMsI TTOTpPeOUTENIe Ha TpPaHCIOPTE, B TOM 4ucie B cdepe BO3AYIIHOIO
TpaHcropTa (IUIs CaMOCTOATENIbHOTO H3y4deHus). MeToasl ydactusi B pa3paboTke
CUCTEMbl KJIMEHTCKUX OTHOLIEHWM M OpraHu3aluy Ipoiiecca 00CITyKUBaHUS
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MOTpeOUTENe Ha OCHOBE TPUMEHEHUS 3aKOHOIATEILHBIX aKTOB U IMPABOBBIX HOPM B
MPOIECCEe OPTAaHU3AINH CEPBUCHOTO OOCTYKUBAaHUS MOTPEOUTENCH Ha TPAHCIIOPTE, B
TOM 4HuCle B cdepe BO3AYIIHOTO TPAaHCIOpTa (AJII CaAMOCTOSTEIBHOTO H3YUYCHHS).
MeTonpl ydacThUss B COBEPIICHCTBOBAHWHM CHCTEMBl KIMEHTCKHX OTHOIICHUN B
CEPBUCHOW NIEATEILHOCTH HAa TPAHCIIOPTE C MCIOJIb30BAHHEM HHTCPHET-TEXHOJOTHUH
B MPOIIECCe OpraHU3aIMN CEPBUCHOTO 00CITyKUBaHUS MOTPEOUTENEl Ha TPAHCTIOPTE,
B TOM 4ucCle B cpepe BO3AYUIHOTO TpaHCIOPTa (ISl CAMOCTOSTEIBLHOTO U3YUYCHHUS).
Metonpl BIafCHUS TEOPETUYSCKUMH 3HAHUSAMH U TPAKTUYCCKUMU IPUEMaMH
yOpaBjieHUusT MpoekTaMu B cdepe 0OCIyKMBaHUS B TMPOIECCEe OpraHU3aIuu
CEpBHUCHOTO OOCTY)KMBaHUS MOTpeOUTENeld Ha TpaHCIOPTE, B TOM ducie B cdepe
BO3/YIIHOTO TPAHCIOPTa (11 CAMOCTOSITCIBHOTO M3y4eHHs ). MeToabl YIpaBiIcHUS
TYPUCTCKO-PEKPEAITMOHHBIMA TIPOCKTAMH, METOJbI IJIAHUPOBAHHUS W MOHHTOPHUHT
JESATEIHPHOCTH CEPBUCHOM KOMIIAaHUU B cepe TPAHCIIOPTA B MPOIECCE OpraHU3aIuN
CEpBHUCHOTO OOCTY)KMBaHUS MOTpeOUTENeld Ha TpaHCHOPTE, B TOM 4YHCIE B cdepe
BO3YIIHOTO TpaHCIOpPTa (ISl CaMOCTOSATEIBHOTO W3y4eHHs). MeTonbl BhIOOpA
MaTepUANBHBIX PECYpCcOB, 00OPYIOBaHMS JUIS OCYIIECTBICHHS Ipollecca CepBHca,
MEXaHHM3M TIPOBEJICHHUS IEPETOBOPOB C KIIMEHTAMHM I10 NPETCH3MOHHBIM CydasM U
ONpEJCIICHUS] TPUYMH BO3HUKHOBCHHUS TMPETEH3WA B TMPOIECCE OpraHU3aIMH
CEpBHUCHOTO OOCTY)KMBaHUS MOTpeOUTENeld HAa TpaHCIOPTE, B TOM dHCIe B cdepe
BO3/YIIHOTO TpaHCTOpTa (JIT CaMOCTOSATEIBHOTO H3y4eHHs ). MeToabl pa3padOTKu U
UCTIOIH30BaHMS THIIOBBIX TEXHOJIOTHUYECKUX IPOIECCOB, METOABI (POPMUPOBAHUS H
BHE/IPEHUS] KOPIIOPATHBHBIX CTAaHIAPTOB M PETIIAMEHTOB IMPOIIECCOB OOCTYKUBAHUS
norpeOuTeneld Ha TpaHCHOPTE (IJISI CaMOCTOSITENILHOTO W3Y4eHHs). MeTosl
B3aUMOJICUCTBHS C KJIMEHTaMHd TI0 OpraHM3aluHu Tporecca 0O0CITyKHBaHUS
norpebuteneld B cdepe TOCTENPHUUMCTBA B TPOIECCE OPTaHU3alUU CEPBUCHOTO
o0cITy>)KuBaHMs TIOTPEOHUTENIC Ha TpaHCIIOPTE, B TOM 4ucie B cdepe BO3AYIIHOTO
TpaHcmopTa (V1T CaMOCTOSITENILHOTO W3y4eHHs). TpeOoBaHUS IMPOU3BOJCTBEHHOM
IUCIMIUIMHBI, TPaBWI TI0 OXpaHe Tpyda W TOXApHOW OE30MacHOCTH TIpH
OCYIIECTBJICHUH TEXHOJIOTHUECKOTO TPOIlecca B IPOIECCe OpraHu3aI[ii CEPBUCHOTO
o0cITy>)KuBaHMs TIOTPEOHUTENIC Ha TpPaHCIOPTE, B TOM 4ucie B cdepe BO3AYIIHOTO
TpaHCTOpTa (711 CaMOCTOSITEILHOTO M3y4ueHus1). MeTo bl BhIOOpa OpraHu3ainOHHBIX
pemieHuit 11 GOPMHUPOBAHUS  CEPBUCHOM  CHCTEMBl  OOCTYKHUBAaHHUS  C
WCIIOJIb30BAaHUEM  METOJIOB  OpraHM3allid W YIPaBICHUS  WMYIIECTBEHHBIM
a’pOMOPTOBHIM KOMILJIEKCOM M aKTHBAMH CEPBUCHBIX MPEANPUATHI HA TPAHCTIOPTE B
MPOoIIeCcCe OPTaHU3aIMU CEPBUCHOTO OOCITY)KUBAaHUS TIOTPEOUTENCH Ha TPAHCTIOPTE, B
TOM 4YHclie B cdepe BO3AYIIHOTO TPAHCIOPTA (IJIs1 CAMOCTOSITEIILHOTO W3YYCHHS).
MeTtonpl  OCYIIECTBICHUS  OPTraHU3AIlMOHHOTO  OOCTY)KMBAaHHS  ABUAIIMOHHOM
UHOPACTPYKTYPHl ¥ OPraHU3AIMMOHHOTO OOECMeYeHus TMpolecca CEPBUCHOTO
OoOCIMy)KMBaHHSI B a’poONoOpTy W Ha OOpPTy BO3AYIIHOTO CydHA B Mpolecce
OpraHu3allid CEPBUCHOTO OOCITYyXMBaHUS TOTpeOUTENCH HAa TPAHCIOPTE, B TOM
grciie B chepe BO3MYIIHOTO TPAHCTIOPTA ([T CAMOCTOSITEIbHOTO U3YYCHUS ).
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Tema 7. IlcuxoJiorusi CepBUCHOI 1esiTeIbHOCTH HAa TPaHCHIOPTE, B TOM
qyuciie B cepe BO3AYyUIHOT0 TPAHCIIOPTA

B3anMooTHOIIEHHS clienuanncTa IO CEepBUCY M KIMEHTAa B MPOIEcce
OCYILIECTBJIICHHSI CEPBUCHON NEATEIHHOCTH Ha TPAHCIIOPTE, B TOM 4HCIE B cdepe
BO3yIIHOTO TpaHcmopTa. [lcuxomorndeckue acneKThl CEPBUCHOM NEATEIHHOCTH Ha
TPaHCIIOPTE, B TOM 4HCJIEe B cdepe BO3AYIIHOTO TPAHCIOPTAa. EAWHCTBO 3THUKH U
NICUXOJIOTUA B CEPBHUCHOW NEATEIHHOCTH HA TPAHCIOPTE, B TOM YHUCIE B cdepe
BO3AyIIHOTO TpaHcmopTa. lloHATHE KOMMYHUKATHBHOW KOMIIETEHTHOCTH Ha
TPAHCIOPTE, B TOM 4HUCIE B cepe BO3NYIIHOrO TpaHcHopTa. Tumbl morpeduTenen
(KTMEHTOB) Ha TpPaHCHOPTE, B TOM 4YHUCJIE B c(epe BO3AYUIHOTO TPAHCIOPTA H
B3aUMOJICHICTBHE C HHUMH (11 caMocTosiTeNbHOro m3ydeHus). Lludposas
MOOWJIBHOCTh HAcCeNeHHs (1 CaMOCTOSTEIBHOTO M3ydeHHUs). MeTOoJbl TOHCKa,
KPUTUYECKOTO aHaiW3a W CHHTe3a WHPOpMAlMd B TIPOIECCe OpTaHU3aAIHNU
CEpBHUCHOTO OOCTY)KMBaHUS MOTpeOUTENel Ha TpaHCIOPTE, B TOM 4YHCIE B cdepe
BO3AYIIHOTO TpaHcmopTa (A CaMOCTOSATENBHOTO  W3ydeHHus). MeXaHu3M
CHUCTEMHOTO TOJXOJa JJIsSi PEIICHHUs MOCTABICHHBIX 3a7]a4 B MPOIECCE OpraHU3alluu
CEpBHUCHOTO OOCTY)KMBaHUS MOTpeOUTENIeld Ha TpaHCIOPTE, B TOM dHcIe B cdepe
BO3IYIITHOTO TPAaHCIOPTa (11 CAMOCTOATEIFHOTO M3YYCHHsI). MeTOoabl IPUMEHEHUS
CHUCTEMHOTO TOJXOJa JJIsi PEIICHHUs IMOCTABICHHBIX 3a7]a4 B MPOIECCE OpraHU3aIlluu
CEpBHUCHOTO OOCTY)KMBaHUS MOTpeOUTENeld HAa TpaHCIOPTE, B TOM dHCIe B cdepe
BO3AYIIHOIO  TpaHcmopra  (AJI1  CaMOCTOSITENIBHOIO  W3ydeHus).  MeTtossl
OCYILIECTBJICHMsI COLIMAJIBHOTO B3aUMOJACHCTBUS UM pealu3allud CBOEH pojlu B
KOMaH/le¢ B TpOLIECCE€ OpPraHu3alliid CEPBUCHOIO OOCIY)XMBaHMs MOTpeOUTeneil Ha
TPaHCIIOPTE, B TOM 4YHUCIE B chepe BO3TYLUIHOIO TPAHCHIOPTA (11 CaMOCTOSTENBHOIO
u3yudeHus). MeToabl ONpeaeeHns U peaanu3aluy CBOei poau B KOMaH/e B MPoLecce
OpraHM3allUd CEPBUCHOTO OOCIY)KHMBaHUSA NOTpeOUTENed Ha TpaHCIOPTE, B TOM
yuciae B cdepe BO3AYIIHOIO TpaHCHopTa (A7 CaMOCTOSATENbHOIO H3YyUEHUs).
Metoapl obecrieueHHs] COLMAIBHOIO B3aUMOJCHCTBHS B MPOLECCE OPTraHU3alUU
CEpPBUCHOTO OOCIIY)KHBaHHUS TOTpeOUTENIe Ha TpaHCIOpPTE, B TOM 4HCIEe B cdepe
BO3AYILIHOI'O TpaHCHOPTa (11 CaMOCTOSITEJIbHOTO M3Y4eHHUs). MeTo/ibl BOCTIpUATHUS
MEXKYJIbTYpHOTO pa3HooOpa3usi oOmecTBa B COLMAIBHO - HCTOPUYECKOM,
ATUYECKOM U (UIOCOPCKOM KOHTEKCTaX B MPOIIECCE OpraHu3aluu CEPBHUCHOIO
oOcny>KWBaHMsI TIOTpEOUTENIel Ha TPAHCIIOPTE, B TOM YHCIE B cdepe BO3AYIIHOTO
TpaHcropta (4711 CaMOCTOATENBHOIO  HM3yuyeHHus). MeToabpl  NPUMEHEHUs
0COOEHHOCTEHW MEXKYJIbTYPHOTO pa3HOOOpasus oOIiecTBa B MPOLECCe OpraHu3aluu
CEpBUCHOr0 OOCIYXKMUBaHUS MOTpeOuTeNeld Ha TpaHCHOPTE, B TOM 4HCIEe B cdepe
BO3YLIHOTO TpaHCIOpTa (Ui CaMOCTOSITENILHOTO H3Y4YeHHs). METoAbl pelieHus
MPOU3BOACTBEHHBIX KOH(JIUKTOB C YYETOM OCOOCHHOCTEM MEXKYJIbTYpHOTO
pa3zHooOpa3ust o0IecTBa B MPOLIECCE OPTraHMU3AlMUA CEPBUCHOTO OOCITY)XKMBAHHS
notpeduTenei Ha TpaHCIOPTE, B TOM YHUCIE B cepe BO3AYLUIHOTO TpaHcmopTa (Ass
CaMOCTOSITETILHOTO M3y4YeHHs). MeTonbl CO3/laHus W TONJEPKKHA Oe30MacHbBIX
YCIOBUI JKU3HENEATEIbHOCTH, B TOM YHCIIE MPH BO3HUKHOBEHHUU YPE3BBIYAITHBIX
CUTYaIlil B MpOIlECCe OpraHU3allMi CEPBHUCHOTO OOCIYXUBaHHUS MOTpeOuTeNnel Ha
TpaHCIIOPTE, B TOM 4YHKCIE B chepe BO3AYLUIHOTO TpaHCHOPTa (71 CaMOCTOSATEIBHOTO
u3ydeHus). Meronbl co3ganus U NOAAepKaHus 0€30MacHbIX YCIOBHUM
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KU3ZHEACATEILHOCTH, B TOM YHUCJIE MPU BOSHUKHOBEHUHU UPE3BBbIUAWHBIX CUTYallUl B
MpOLIECCEe OPraHU3aLMU CEPBUCHOTO OOCITYKMBaHUS OTPEOUTENIEH Ha TPaHCIIOPTE, B
TOM 4YHciie B cepe BO3AYIIHOIO TPAHCHIOPTA (JJIs1 CAMOCTOSITEIBHOIO HM3YyYEHHS).
MeTtonbl co3laHus U MOANEPKKU O€30MACHBIX YCIOBUN OOCITYKUBaHUS NACCAXKHUPOB,
B TOM 4YHCJ€ 0pH BO3HUKHOBEHUM YPE3BbIYAMHBIX CHUTyallMil B  Mpolecce
OpraHu3aliyd CEPBUCHOTO OOCIYyXUBaHUS TOTpeOUTENe HAa TPAHCIOPTE, B TOM
yuciie B cdepe BO3AYIIHOIO TpaHCHopTa (UIsi CaMOCTOATEIBHOTO U3Y4YEHUS).
Metonbsl IPUMEHEHHsS KIMEHTOOPUEHTUPOBAHHBIX TEXHOJOIMH B CEPBUCHOMU
JEeSTENbHOCTU Ha TPAHCIIOPTE B YCIOBHSIX B3aUMOJIEUCTBUS C MOTPEOUTENSIMU, B TOM
YlClie WHTEPHET-NPOABUKEHUS YCIYr B TPOLECCEe OpraHU3alMH CEPBHCHOIO
oOcCny>KMBaHMsI TIOTpEOUTENIed Ha TpPaHCIOpTE, B TOM 4HClE B cdepe BO3AYIIHOTO
TpaHcrnopTa (AJi1 CaMOCTOSITENBLHOTO M3y4yeHus). MeTonbl ydactus B pa3paboTke
CUCTEMBbl KJIMEHTCKUX OTHOIICHWM M OpraHu3aluu Ipolecca 00CiIyKUBaHUs
norpeduTenell Ha OCHOBE MPUMEHEHUS 3aKOHOIATEIbHbBIX aKTOB U MPAaBOBBIX HOPM B
Ipolecce OpraHu3alui CEpBUCHOTO 00CITYKUBaHUs NOTpeOUTENIel Ha TpaHCIIOPTE, B
TOM 4Hciie B cdepe BO3AYIIHOTO TpaHCHopTa (A1 caMOCTOSITEIBHOTO U3YYEeHHS).
Meronpl ydacTusi B COBEpUICHCTBOBAHWHU CHCTEMbl KIMEHTCKHX OTHOILICHUN B
CEPBHUCHOMN JIEATETLHOCTH Ha TPAHCIIOPTE C MCIOJIB30BAHUEM MHTEPHET-TEXHOJOTUM
B MpOIIECCEe OpraHU3aluU CEPBUCHOTO O0CTYKMBaHUS MOTpeOUTEIEH Ha TPAHCIIOPTE,
B TOM 4HcCIie B cpepe BO3AYUIHOTO TPAHCIOPTA (11 CAMOCTOSITEIBHOTO U3yUYEHUs).
Meroapsl BiajeHUs TEOPETHUYECKUMH 3HAHUSMH M MPAKTUYECKUMH IPUEMAMU
yIpaBlieHus TMpoekTaMu B cdepe oOCIyXHBaHUS B TMPOIECCE OpraHU3AINU
CEpPBUCHOTO OOCITYKMBaHUS MOTpeOUTeNnel Ha TpaHCIOpPTE, B TOM 4Hcle B chepe
BO3/YIIHOTO TpaHCMOpTa (151 CAMOCTOSITENILHOTO U3ydeHus). MeToabl yrpaBieHUs
TYPUCTCKO-PEKPEALIMOHHBIMA TPOEKTaAMHU, METOAbl IUIAHUPOBAHUS M MOHHUTOPUHT
JESITETbHOCTH CEPBUCHON KOMIIAHUU B cepe TpaHCIIOPTa B MPOIECCE OpraHU3aluu
CEpPBUCHOTO OOCITY)XHMBaHUS TOTpeOUTENIe Ha TpaHCIOpPTe, B TOM 4YHCIE B cdepe
BO3/yIIHOTO TpaHCIOpTa (UIsI CaMOCTOSITENBHOTO H3y4deHHus). MeTonsl BbIOOpa
MaTepHUAIILHBIX PECYpPCOB, O00OpPYIOBaHMS [IJIsi OCYIIECTBIICHUS Ipollecca CepBHCa,
MEXaHU3M NPOBEACHUS MEPErOBOPOB C KIMEHTAMHU IO MPETEH3UOHHBIM CIydasMm M
ONpEENEeHNs] IPUYUH BO3HUKHOBEHHUS MPETEH3MH B IMPOLECCE OpraHU3ALMU
CEpBUCHOT0 OOCTYKUBaHUS MOTpeOUTENel Ha TpaHCHOPTE, B TOM 4HcCIe B cdepe
BO3/YLIHOTO TPaHCHOPTa (AJI1 CAaMOCTOSATENBHOIO N3ydeHus). MeTozbl pa3paboTku u
MCIIOJIb30BAaHUSI TUTIOBBIX TEXHOJOTHYECKHX IMPOIIECCOB, METOAbI (hOPMHUPOBAHUS U
BHEJIPEHUSI KOPIIOPATUBHBIX CTAHAAPTOB U PETJIAMEHTOB MPOLIECCOB OOCTYKMBAHUS
notpebutenel Ha TpaHCHoOpTe (I CaMOCTOSITENIBHOTO U3ydeHus). MeTossl
B3aUMOJICUCTBUSl € KJIMEHTAaMU [0 OpraHu3alu mpolecca OOCIyKUBaHUS
notpebureneii B cdepe ToCTeNpPUUMCTBA B MPOLECCE OPTaHU3alUKd CEPBUCHOTO
oOCITy>)KMBaHMsI TOTpeOUTENeld Ha TPAHCIOPTE, B TOM 4YHCIE B chepe BO3IYIIHOTO
TpaHcropTa (IJIsi CaMOCTOSITEIBHOTO U3yueHus). TpeOoBaHUS MPOU3BOJICTBEHHOMN
JUCUUIUIMHBI, MpaBUJ 1O OXpaHe TpyAa U TMOXKapHOHW OE€30MacCHOCTU TMpHU
OCYIIECTBJICHHH TEXHOJOTHMYECKOI0 IMpoliecca B MPOLIECCe OPraHu3alii CEPBUCHOTO
oOcity>)kKuBaHMsI TTOTpPeOUTENIe Ha TpPaHCIOPTE, B TOM 4ucie B cdepe BO3AYIIHOIO
TpaHcropTa (AJisi CaMOCTOSITEILHOTO U3y4eHus1). MeToasl BbIOOpa OpraHn3aluOHHbBIX
peuieHud s (POPMUPOBAHUSI CEPBUCHOM CUCTEMBI 00CITY>KUBaHUSI C
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HCIIOJIb30BAaHUEM  METOJOB  OpraHu3allid W YIOPaBJICHUS  HMYILIECTBEHHBIM
a’pONOPTOBBIM KOMILJIEKCOM M aKTUBAMH CEPBUCHBIX MPEANPUATHI HAa TPAaHCHIOPTE B
MPOLIECCE OPTaHU3aLMU CEPBUCHOIO OOCITYKMBAaHUS NOTPEOUTENIEH Ha TPAHCIIOPTE, B
TOM 4YHclie B cepe BO3AYIIHOIO TPAHCHIOPTA (IJIsI CAMOCTOSITEIBHOIO HM3YyYEHHS).
Metonbl  OCYHIECTBICHUS  OPraHM3allMOHHOIO  OOCIY>KMBAHMS ~ ABUALIMOHHOM
MHQPACTPYKTYphl M OpPraHU3ALMOHHOTO OOEecledYeHusl IMpolecca CEPBUCHOTO
oOCNy’KMBaHMSI B a’poONopTy HU Ha OOpPTy BO3AYIIHOIO CyJHAa B Ipolecce
OpraHu3allid CEPBUCHOTO OOCIYyXUBaHUS TOTpeOUTENe HAa TPAHCIOPTE, B TOM
yuclie B chepe BO3YIIHOTO TPAHCIOPTA (JIJIs1 CAMOCTOSITEIbHOTO U3YUYEHUS ).

Tema 8. ITHKA cepBUCHOM 1eATEIBHOCTH HA TPAHCIOPTE, B TOM YHCJIE B
cdepe BO3AYUIHOTO TPAHCIIOPTA

MecTo ATHMKM B CEPBUCHOM JEATEIBHOCTH HA TPAHCIOPTE, B TOM YHCIE B
chepe Bo3aymHoro Ttpancroprta. I[lonstue stuku. OTpaciau STUYECKOTO 3HAHMSL.
JlenoBas STUKa CEPBUCHOM NESITENHHOCTH Ha TPAHCIOPTE, B TOM uucie B cdepe
BO3yIIHOTO TpaHcrnopTa. [IpodeccnoHanbHasi 3TUKA CEPBUCHOM AESITENIbHOCTH Ha
TpaHCIIOPTE, B TOM uucie B cepe Bo3ayumHoro tpancnopra. HopmatuBHas sTHKa.
Umumpx nemoBoro 4enoBeKka Ha TPAHCIOPTE, B TOM 4YHCIE€ B cepe BO3AYUIHOTO
TpaHcrnopTa (A1 CaMOCTOSITEILHOTO U3YYEHUS ). DTUKA U ITUKET MHPOPMAIIMOHHOTO
cepBUCa Ha TpPAHCIOPTE, B TOM 4YHCIEe B c@epe BO3AYIIHOTO TpaHCropTa (s
caMoCTosATeIbHOTrO u3yueHus). [IpoOnema 3amuThl MHGOPMAIMM HA CEPBUCHBIX
NPENNpUATUAX Ha TPAHCIOPTE, B TOM 4YHCIie B chepe BO3AYIIHOTO TpaHCHOpTa (s
CaMOCTOATEIBHOTO u3ydeHus ). [lonstre nHGOpMaIMOHHON KYJIbTYpPhI HA CEPBUCHBIX
NPENNpUsATUAX Ha TPAHCIOPTE, B TOM 4YHclie B chepe BO3AYIIHOTO TpaHCHOpTa (s
CaMOCTOSITEIILHOTO U3yUYeHHUS). ITUKO-KYIBTYPOJIOTHUYECKUE MPEANOCHUIKN Pa3BUTHUS
CEpBUCHOr0 OM3HEcCa Ha TPAHCIIOPTE, B TOM 4Yuciie B chepe BO3AYUIHOTO TPAHCIIOPTa
B Poccum (mnsi camMocTOSITEILHOTO H3y4deHHs). MeToisl TOHCKA, KPUTHUYECKOTO
aHanM3a W CcHUHTe3a UWHGOpPMAIMM B TMPOIECCe OpraHU3allud CEPBHCHOTO
o0cITy>)kKuBaHMs TIOTPEOHUTENIC Ha TpaHCIIOPTE, B TOM 4ucie B cdepe BO3AYIIHOTO
TpaHcopTa (IUIsI CaMOCTOSITENIbHOTO U3y4deHHs). MeXaHu3M CHCTEMHOIO TOJIX0J1a
JUIsl pEIICHHs] TOCTABJICHHBIX 3aJad B IMPOIECCE OpPraHUu3alUd CEPBUCHOTO
oOcnmy>KWBaHMsI TIOTpEOUTENIe Ha TPAHCIIOPTE, B TOM YHCiIE B cdepe BO3AYIIHOTO
TpaHcnopTa (AJisI CAMOCTOSITEILHOIO U3Y4YeHUs). MeTOoIbl MPUMEHEHUSI CUCTEMHOIO
MOoAXOAa JJIsl PELICHUs MOCTaBICHHBIX 337a4 B MPOLIECCE OpraHU3allii CEPBUCHOIO
oOcImy>KWBaHMsI TIOTpEOUTENIe Ha TPAHCIIOPTE, B TOM YHCie B cdepe BO3AYIIHOTO
TpaHcmopTa (VIS  CaMOCTOATENIBHOTO  H3y4yeHHus). MeToAsl  OCYIIECTBICHUS
COIIMAIbHOTO B3aMMOJICMCTBUA U peau3allMid CBOEW pOJM B KOMaHJE B MpoIliecce
OpraHU3alMi CEPBUCHOTO OOCTYXKMBaHUS TOTpeOUTENEHd Ha TpPAHCHIOPTE, B TOM
guciie B cdepe BO3AYIIHOTO TpaHCHOpTa (UIsi CaMOCTOATEIBHOTO HU3YYCHUS).
Metonbl ompeAeneHusT W pealn3alru CBOCW pOJM B KOMaHAE B HPOLECCE
OpraHu3alMi CEPBUCHOTO OOCTYKMBaHUS TOTpeOUTENEd Ha TPAHCIOPTE, B TOM
yuciae B cdepe BO3AYIIHOIO TpaHCHopTa (AJIE CaMOCTOSITEIBHOTO M3Yy4eHUSs).
Metoasl oOecrniedeHUs COLMAIBHOTO B3aUMOJICUCTBUS B IMPOILECCE OpraHU3aLNU
CEpPBUCHOIO OOCIIYXKMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCie B chepe
BO3JIYLIHOTO TPaHCHOPTa (M1 CaMOCTOSITEILHOTO U3y4eHUs). MeTobl BOCIIPUSTUS
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MEXKKYJIBTYPHOTO pa3HoOOpa3usi OO0IIeCTBA B COLMAIBHO -  HUCTOPUYECKOM,
ATUYECKOM U (PuiIocopcKoM KOHTEKCTaX B MPOIIECCE OPraHU3alMi CEPBUCHOTO
oOcy>)kuBaHMsI TTOTpeOUTENIe Ha TpaHCIOPTE, B TOM uuciie B chepe BO3AYIIHOTO
TpaHcmopTa (TSI  CaMOCTOSITEIBHOTO — W3Yy4eHHs). MeToapl  MPUMEHCHHUS
O0COOCHHOCTEHM MEXKKYJIBTYPHOTO Pa3HO0Opa3usi OOIIECTBa B MPOIIECCE OpraHU3aIun
CEpPBUCHOTO OOCIIYXKMBaHUSI MOTpeOUTENIe Ha TpaHCHOpPTE, B TOM 4HCIe B chepe
BO3JYIIHOTO TpaHCIOPTa (I CaMOCTOSITEILHOTO H3y4YeHHs). MeTolbl pelIeHUs
MIPOU3BOJICTBCHHBIX KOH(JIUKTOB C YYETOM OCOOCHHOCTEH MEXKKYJIbTYPHOTO
pazHooOpa3usi oOIecTBa B MPOIECCE OpPraHU3alldd CEPBUCHOTO OOCITY>KHWBaHUS
noTpeduTenel Ha TPaHCIIOPTE, B TOM 4YHCIE B cepe BO3AYIIHOTO TpaHCHopTa (s
CaMOCTOSITEJILHOTO M3Yy4YeHHUs). MeToabl CO3AaHusT M TOJJACPKKH Oe30MacHBIX
YCIIOBUW KU3HEICATCILHOCTH, B TOM YHCJIC NMPU BO3HUKHOBCHUU YPE3BbIYAWHBIX
CUTyalluil B MpOIIECCe OpraHU3aIlid CEPBUCHOTO OOCIY>KUBAHUS MOTpeOUTEIEH Ha
TPaHCIOPTE, B TOM 4HuCiie B cPepe BO3AYUITHOTO TpaHCIOPTa (AJIsI CaMOCTOATEIILHOTO
U3ydeHHs). MeToAsl  CO3MaHMsT W TOJJIepXKaHUS  O€30MacHbIX  YCIIOBHM
KU3HEJICATCILHOCTH, B TOM YHCJIC ITPU BOSHUKHOBCHUHU YPE3BBIYAWHBIX CHTYaIlUl B
Ipollecce OpPraHu3alui CEPBUCHOTO OOCITYKUBaHUS TIOTpeOUTENel Ha TPAHCIIOPTE, B
TOM 4HuCJe B chepe BO3IYITHOTO TpaHCHopTa (I CaMOCTOSTEIIBHOTO W3yYCHHS).
Metoanl CO3/1aHMs U TIOIJICPIKKH O€30MaCHBIX YCIOBUN 00CITY>KMBaHUSI ITaCCAKUPOB,
B TOM 4YHCJIE TPH BO3HUKHOBCHHHM 4YpPE3BbIYAWHBIX CHUTyallMd B  MpoOIecce
OpraHu3allid CEPBUCHOTO OOCITYyXUBaHUS TOTpeOUTENe Ha TPAHCIOPTE, B TOM
yuciie B cdepe BO3IYIIHOIO TpaHcmopTa (IUisi CaMOCTOSITENIBHOTO U3Y4YEHUS).
Metonpl TpUMEHEHUS KIMEHTOOPHUEHTHPOBAHHBIX TEXHOJOTUH B CEPBUCHOM
JESITEIbHOCTH Ha TPAHCIIOPTE B YCIOBUSIX B3aUMOJEHCTBUS C MTOTPEOUTENSIMHU, B TOM
YHClie WHTEPHET-NPOABUKEHUS YCIYr B TIPOIECCEe OpraHU3alMH CEPBHCHOIO
o0cITy>)KuBaHMs TIOTPEOHUTENIC Ha TpaHCIIOPTE, B TOM 4ucie B cdepe BO3AYIIHOTO
TpaHcmopTa (71 CaMOCTOSITENBHOTO W3y4yeHUs). MeTonbl ydactus B pa3paboTke
CUCTEMBbl KJIMEHTCKUX OTHOIICHHM ¢ OpraHu3aluu IIpolecca O0O0CITyKHUBaHUS
norpeduTeneld Ha OCHOBE IPUMEHEHUS 3aKOHOIATEILHBIX aKTOB U MPABOBBIX HOPM B
IpoIecce OpPraHu3aIii CEPBUCHOTO OOCITYKUBAaHUS OTPEOUTENeH Ha TPaHCTIOPTE, B
TOM 4YHclie B chepe BO3AYIIHOTO TPAHCIOPTA (IJI1 CAMOCTOSITEIBHOTO HM3yYCHHUS).
Metonpl ydacTusi B COBEpIICHCTBOBAHWU CHCTEMbBl KIMEHTCKHX OTHOIICHUN B
CEPBHUCHOMN JIEATETFHOCTH Ha TPAHCIIOPTE C MCIOJIB30BAHUEM HHTEPHET-TEXHOJOTUMN
B MPOIIECCE OPTaHU3AIMK CEPBUCHOTO 00CITYKHBaHUS MOTpeOUTENIEH Ha TPAHCIIOPTE,
B TOM 4YHCIIe B chepe BO3AYITHOTO TPAHCTOPTA (JI1 CaMOCTOSITEIBHOTO U3yUYEHUs).
Metonpl BiIajeHUS TEOPETUYECKUMH 3HAHUSAMH U TPAKTUYCCKUMU TMPUEMaAMHU
yOpaBlIeHUs TpoekTamMu B cdepe o0OCIyKHBaHUS B TIPOIECCE OpraHU3AIIH
CEpPBUCHOTO OOCITY)KMBaHUS MOTpeOHUTENE Ha TPAHCIOPTE, B TOM uwucie B chepe
BO3JIYIITHOTO TPAHCIIOPTA (M1 CAMOCTOSITEIBHOTO M3Y4CHHsI). METObI yrpaBieHUS
TYPUCTCKO-PEKPEAITMOHHBIMA TPOCKTAMHU, METOJIbI TJIAHUPOBAHUS W MOHHTOPUHT
JESITETHPHOCTH CEPBUCHOW KOMIAHUU B cepe TPaHCIIOPTa B MPOIECCE OpraHU3alun
CEpPBUCHOTO OOCIIYXKMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4uCie B chepe
BO3AYIIHOTO TpaHcmopTa (JIsI CaMOCTOSITENIbBHOTO H3y4eHHus). MeToasl BbIOOpa
MaTepHATBHBIX PECYPCOB, OOOPYAOBAHUS I OCYIIECTBJICHHS IMpOIlecca CEepBHCA,
MEXaHW3M TPOBENICHUS MEPETOBOPOB C KIMEHTAMU MO MPETECH3MOHHBIM CIIy4asiM H
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ONpeieNeHNs] TPUYMH BO3HUKHOBEHHUS TMPETCH3W B TIPOIECCe OpTaHU3alUU
CEpPBUCHOTO OOCIyKMBaHUS MOTpeOHUTENEl Ha TPAHCIOPTE, B TOM uucie B chepe
BO3YLIHOTO TPAHCTIOPTA (AJII CAMOCTOSATEIBHOTO U3ydeHHs). MeTo bl pa3paboTKu u
MCTIOJIb30BAaHUS THIIOBBIX TEXHOJIOTMYECKHUX IMPOIECCOB, METOABI (POPMUPOBAHUS U
BHEJPEHUSI KOPIOPATUBHBIX CTAHAAPTOB U PETJIAMEHTOB MPOIIECCOB OOCITYKUBaHUS
notpebuteneit Ha TpaHCHopTe (IS CaMOCTOSITENIBHOTO H3y4deHHus). MeToibl
B3aMMOJACHCTBHS C KJIMEHTaMHd TI0 OpraHM3alid Mpolecca 0O0CTyKWBaHUS
notpebuteneii B cdepe TOCTEPHUUMCTBA B MPOIECCE OPTaHU3alUU CEPBUCHOTO
oOCny>KMBaHMsI TOTPEOUTENCH HAa TPAHCIOPTE, B TOM YHUCIE B cdepe BO3AYLIHOTO
TpaHcmopTa (VI CaMOCTOSITENIFHOTO W3y4eHus). TpeOoBaHUS MPOU3BOJCTBEHHON
IUCIMIUIMHBI, MPaBWI TIO0 OXpaHe Tpyda W TMOXApHOW O€30MacHOCTH TpH
OCYIIIECTBICHUH TEXHOJIOTHMUYECKOTO TMpoIiecca B MPOIECcCe OPraHU3aIi CEPBUCHOTO
oOCITy)KMBaHHs TMOTpEeOUTENed Ha TPAHCIOPTE, B TOM 4YHCIE B Chepe BO3IYIIHOTO
TpaHCIopTa (751 CAMOCTOSTENILHOTO H3yUeHUs). MeTo1bl BRIOOpa OpraHU3aIllHOHHBIX
pemieHudt s GOpMHpOBAaHMS  CEPBUCHOW  CHCTEMBI  OOCITY>KMBaHUS  C
UCTIOJh30BAaHMEM  METOJOB OpTaHM3AllMM W YIPaBJICHUS  WMYIICCTBEHHBIM
a’pOMOPTOBBIM KOMIUIEKCOM M aKTHBAaMH CEPBHUCHBIX MPEINPUATHI HA TPAHCIIOPTE B
npoIiecce OpraHn3aluy CEPBUCHOTO OOCITYKHBaHHS TIOTPEOUTENEH Ha TPAaHCTIOPTE, B
TOM YHUCJIe B Cepe BO3IYIIHOTO TPaHCIOpTa (A7 CAMOCTOSITEIIBHOTO W3YYCHUS).
MeToapl  OCYIIECTBICHUS  OPTaHHM3AIIMOHHOTO  OOCIY)KMBAaHHS  aBHAIIMOHHOW
MHQPACTPYKTYpbl M OpPraHM3allMOHHOTO OOECIeYeHHs Ipolecca CEePBHCHOTO
OOCITy’)KMBaHHsI B a’polopTy M Ha OOpPTy BO3AYIIHOTO CYAHAa B IpoIEecce
OpraHu3alil CEPBUCHOTO OOCIYXHMBaHMSA NOTpeOHTENeld Ha TpaHCIOPTE, B TOM
qucie B cepe BO3AYIIHOTO TPAHCTIOPTA (ISl CAMOCTOSITENIFHOTO U3yUSHHS).

Tema 9. CepBucHasi 1eITeJIbHOCTH HA TPAHCIIOPTE, B TOM 4HcJIe B cepe
BO3AYLIHOI0 TPAHCIOPTA KAaK COCTABHAA YACTh IKOHOMHUKH

DOKOHOMMYECKAs] CYHUIHOCTb CEPBUCHOM JI€SITENIBHOCTH. JKOHOMHUYECKAas
CYLIHOCTh CEpPBHUCHOW JESITENIbHOCTH Ha TpaHCIOpPTE, B TOM uucie B cdepe
BO3JIYIIHOTO TpaHcnopTa. CepBUCHas AESTEIbHOCTh Ha TPAHCHOPTE, B TOM YHUCIE B
cdepe BO3AYUTHOTO TPAHCIIOPTA B CTPYKTYPE XO3UCTBEHHOU MpakTuku. CepBUCHAsS
JESTENHHOCTh Ha TPAHCIIOPTE, B TOM YHCJE B chepe BO3MYIIHOTO TPAHCTIOPTa Kak
Croco0 yOBIETBOPEHUS OOIIECTBEHHBIX MOTpeOHOCTeH. CepBHCHAS ACSATEIBHOCTD
Ha TpPAaHCIOPTE, B TOM uYucie B cdepe BO3AYIIHOTO TpaHCHopTa Kak ¢opma
YIOBJIETBOPEHHS OOIIECTBEHHBIX MOTPEOHOCTEN (711 CAMOCTOATEIHLHOTO HU3YUCHHS).
Metonpl TMOMCKA, KPUTHYECKOTO aHaluW3a W CHHTe3a WH(OpManuu B Mporecce
OpraHu3alMi CEPBUCHOTO OOCTYKMBaHUS TOTpeOUTENEd Ha TPAHCIOPTE, B TOM
guciie B cdepe BO3AYIIHOTO TPAHCIOPTa (I CAMOCTOSITEIBHOTO HW3y4YCHUSs).
MexaHu3M CUCTEMHOIO MOAXOJa JUIsl PELICHUs] MOCTaBICHHBIX 3ajlad B MpoILEecce
OpraHu3alMyd CEPBUCHOTO OOCTYKMBaHHUsSI TOTpeOUTENEd Ha TpPAHCHIOPTE, B TOM
guciie B cdepe BO3AYIIHOTO TpaHCHOpTa (UIsi CaMOCTOATEIBHOTO HU3YYCHUS).
Metoapl IpUMEHEHUsI CUCTEMHOI0 MOJAXO0Ja JUIsl PEIICHUs] MOCTAaBJICHHBIX 3a/1ay B
MIPOIIECCe OPTaHU3alMKU CEPBUCHOTO OOCITYKMBAHUS TOTPEOUTENIeH HA TPAHCTIOPTE, B
TOM uuclie B cepe BO3IYUIHOTO TpaHCHOpTa (IJIsi CaMOCTOSITEILHOTO HU3Yy4ECHUS).
MeTobl OCYHNIECTBIIEHUS COUMAIIBHOTO B3aUMOACHUCTBUSA M PeaIu3ald CBOEU PO
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B KOMaHJie€ B IMPOIIECCE OpraHU3allid CEPBUCHOTO OOCTYKUBAHUS MOTpeOUTENel Ha
TpPaHCIOPTE, B TOM YHCIIE B c(hepe BO3AYLUIHOrO TpaHCHopTa (AJi1 CAaMOCTOATEIBbHOTO
n3ydyeHus). MeTosibl onpeeseHusl U peaau3ali CBOe pojii B KOMaHJie B IpoLecce
OpraHU3alMi CEPBUCHOTO OOCTYXMBaHUS TOTpeOUTENeH Ha TpPaHCIOPTE, B TOM
yuciie B cdepe BO3AYIIHOIO TpaHCHopTa (UIsi CaMOCTOATEIBHOTO U3Y4YEHUS).
Metoasl obOecriedeHus COLMAIBHOTO B3aUMOJICUCTBUSI B IIPOIIECCE OpraHU3aINU
CEpPBUCHOTO OOCIYXKHMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIEe B chepe
BO3JIYIITHOTO TpaHCHopTa (VI CaMOCTOSTENLHOIO U3y4YeHUs ). MeToabl BOCTIPUSITHS
MEXKYJIbTYPHOTO pa3HooOpa3us oOOLIeCTBAa B COLUAIBHO - HCTOPUYECKOM,
ATUYECKOM U (UIOCOPCKOM KOHTEKCTaX B IMPOIIECCE OpraHU3allid CEPBHCHOTO
oOcCny>KMBaHMsI TIOTpEOUTENIed Ha TpPaHCIOpTE, B TOM 4HClE B cdepe BO3AYIIHOTO
TpaHcmopTa (I  CaMOCTOSITEJIbHOTO — M3y4eHHs). MeToabpl  IPUMEHEHHUS
0COOEHHOCTEW MEXKYJIbTYPHOI'O pa3HooOpasusi oOLIECTBa B MPOIIECCE OPraHU3auU
CEpPBUCHOTO OOCHTY)KMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3JIYIITHOTO TpaHCIOpTa (JUIsi CaMOCTOSITEIBHOTO HW3y4deHHUs). MeToabl pelieHus
POU3BOJICTBEHHBIX KOH(DJIUKTOB C YYETOM OCOOCHHOCTEH MEXKYJIbTYpPHOTO
pazHooOpa3usi o0IlIecTBa B MPOIECCE OPraHU3allMd CEPBUCHOTO OOCITYKHUBAHUS
norpeduTeneld Ha TpaHCHOpPTE, B TOM 4Hcie B chepe BO3AYIIHOTO TpaHCIopTa (s
CaMOCTOSITEJILHOTO M3Yy4eHHUs). MeTonpl CO3MaHusT W TOJJEPKKH Oe30MacHBIX
YCJIOBUM KU3HEACATEILHOCTH, B TOM YKCJIE NPU BO3ZHHMKHOBEHUHW YpPE3BBIUYAMHBIX
CUTYyalluii B MPOIECCe OpraHU3alMK CEPBHCHOIO OOCITYKUBaHUSA MOTpeOuTenei Ha
TPaHCIIOPTE, B TOM YKCIIe B chepe BO3AYUTHOrO TpaHCHOpTa (AJII CaMOCTOATEIHLHOTO
u3ydyeHus1). MeToapl  co3laHMs M TMOAJEpkKaHUS — Oe30MacHbBIX  YCJIOBHIA
KU3HEJEATEILHOCTH, B TOM YHCIIe NTPU BOSHUKHOBEHUU YPE3BBIUYAWHBIX CUTYyallui B
Ipolecce OpraHu3alui CEPBUCHOTO 00CITYKUBAaHUS OTpEOUTENel Ha TPaHCTIOPTE, B
TOM 4YHclieé B chepe BO3AYIIHOTO TPAHCIOPTA (IJIs1 CAMOCTOSITEIBHOTO HM3YyYEHHUS).
MeTonbl co31aHus U MOAACPKKUA O€30MACHBIX YCIOBUN OOCTYKHUBAHUS TTACCAXKUPOB,
B TOM 4YHCJI€ TpU BO3HMKHOBEHHHM YpPE3BbIUAWHBIX CHUTYyallMii B  MpoIiiecce
OpraHu3allid CEPBUCHOTO OOCITYyXUBaHUS TOTpeOUTETeH HAa TPAHCIOPTE, B TOM
yuciie B cdepe BO3AYIIHOTO TpaHCHoOpTa (UIsi CaMOCTOATEIBHOTO U3YYCHUS).
Metonbpl TPUMEHEHHS] KIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTMA B CEPBUCHOMU
JIESITETPHOCTH Ha TPAHCIIOPTE B YCIOBHIX B3aMMOJIEHCTBUS C MMOTPEOUTEISIMU, B TOM
YUCJ€ WHTEPHET-TIPOJABUKEHUS YCIyr B IMPOIECCE OPraHu3alu CEPBUCHOTO
oOCIy>KMBaHMs TIOTpEOUTENIe Ha TPAHCIOPTE, B TOM YHUCIE B chepe BO3IYIIHOTO
TpaHcropTa (AJIsI CaMOCTOSITEILHOTO HW3Yy4yeHHus). Meroabl ydacTus B pa3paboTke
CUCTEMbl KIMEHTCKMX OTHOIIEHWA M OpraHu3aluy I[pouecca OOCITyKHUBaHUS
noTpeduTeNeil Ha OCHOBE MPUMEHEHUS 3aKOHOIATEIFHBIX aKTOB U MPABOBBIX HOPM B
MPOIIecCce OPraHu3allii CEPBUCHOTO OOCTYKMBAaHHS TOTPEOUTENECH HA TPAHCTIOPTE, B
TOM 4ucje B cdepe BO3AYIIHOTO TpPaHCHOpTa (ISl CAMOCTOATEIBHOTO W3YUYEHHS).
Metoapsl yyacThss B COBEPIICHCTBOBAHUM CHUCTEMbl KIMEHTCKMX OTHOLIEHUW B
CEpPBUCHOM JIESITEIIBHOCTH Ha TPAHCIOPTE C MCIOJIb30BAHUEM HHTEPHET-TEXHOJIOTUM
B MpOLIeCCEe OpraHu3allid CEPBUCHOTO O0CIYyKUBAHUSI MOTPEOUTEIEH HA TPAHCIIOPTE,
B TOM uuciie B cepe BO3AYIIHOTO TPAHCHIOPTA (JJIs1 CAMOCTOATEIIBHOTO U3YUCHUS ).
Metoasl BnajeHUs TEOPETHUUECKUMU 3HAHUSIMU U MPAKTUYECKUMH IpPUEMaMU
yopaBJeHus mpoekTamu B cepe oOCiy)KUBaHUS B MPOIECCE OpraHU3aIuu
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CEpPBUCHOTO OOCIIYXKMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIE B chepe
BO3YLIHOTO TPAHCHOPTA (IJIs1 CAMOCTOSITENIbHOTO M3y4eHHs). MeToAbl ynpaBieHUs
TYPUCTCKO-PEKPEAIMOHHBIMUA TPOSKTAaMHU, METOMABI IJIAHHUPOBAHUS U MOHUTOPWHT
AESITENFHOCTH CEPBUCHOIN KOMITAHUU B cdepe TpaHCIopTa B MPOIECCe OpraHu3aluu
CEpPBUCHOTO OOCIIYXKHMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIe B chepe
BO3JYIIIHOTO TpaHCHopTa (I CcaMOCTOATEIbHOr0 H3ydeHus). Meronbl BbIOOpa
MaTepUaIbHBIX PECYpPCOB, 00OpPYIOBAaHUS HJsl OCYIIECTBICHHUS TpoIlecca CEpBHCA,
MEXaHH3M IPOBEJICHUSI TIEPErOBOPOB C KIMEHTAMHU MO MPETEH3UOHHBIM CIIy4asM U
ONpeieNeHUs] TPUYMH BO3HUKHOBEHUS TMPETCH3W B TIPOIECCe OpTaHU3alNU
CEpBHUCHOTO OOCTY)XKMBaHUS MOTPEOUTENEH Ha TpaHCIOpTE, B TOM YHUCIE B cdepe
BO3IYIITHOTO TPAHCTIOPTa (11 CAMOCTOSITEIBHOTO U3Y4YeHHs). MeTobl pa3paboTKu U
MCTIOJB30BaHMS THIIOBBIX TEXHOJIOTHMYECKUX IPOIIECCOB, METOABI (POPMUPOBAHUS U
BHE/IPEHUS] KOPTIIOPATHBHBIX CTAaHIAPTOB M PETIAMEHTOB IMPOIIECCOB OOCTYKUBAHUS
notpeduTeneld Ha TpaHCHopre (s CaMOCTOSATENBHOTO W3Yy4YeHHs). MeTo/bl
B3aUMOJICUCTBHA C KJIMEHTaMH TI0 OpraHM3aluHd TMporecca 00CTyKHBaHUS
norpebuteneld B cdepe TOoCTENPHUUMCTBA B TPOIECCE OPTaHU3alUUd CEPBUCHOTO
oOCITy)KMBaHHsI TOTPEOUTENIel Ha TPAHCIOPTE, B TOM 4YHCIE B CPepe BO3IYIIHOTO
TpaHcmopTa (V1T CaMOCTOSITENILHOTO W3y4eHHs). TpeOoBaHUS MPOU3BOJCTBEHHON
IUCIMIUIMHBI, TPaBWI TIO OXpaHe Tpyda W TOXApHOH O€30MacHOCTH TIpH
OCYIIIECTBICHUH TEXHOJIOTHMUYECKOTO MpoIlecca B MPOIECCe OPTaHU3aIMUA CEPBUCHOTO
oOCIy>KMBaHMs TIOTpEOUTENIed Ha TpPaHCIOpPTE, B TOM 4YHCIe B cpepe BO3AYIIHOTO
TpaHCToOpTa (711 CaMOCTOSITENIbHOTO M3y4ueHust). MeTo bl BbIOOpa OpraHu3aluOHHBIX
pemieHuit 11 GOPMUPOBAHUS  CEPBUCHOM  cHCTeMbl  OOCHY>KHBaHHUS  C
UCIIOJIb30BAaHUEM  METOJIOB  OpraHU3allMk M YIOPaBJICHUS  UMYIECTBEHHBIM
a’pONOPTOBHIM KOMILJIEKCOM M aKTUBAMH CEPBUCHBIX MPEANPUATHN HA TPAHCIIOPTE B
IpoIecce OpPraHu3aIii CEPBUCHOTO OOCITYKUBaHUS TOTPEOUTENIel Ha TPAHCTIOPTE, B
TOM 4YHclieé B cdepe BO3AYIIHOTO TPAHCIOPTA (IJI1 CAMOCTOSITEIBHOTO HM3YyYEHHUS).
Metonpl  OCYIIECTBICHUS  OPraHU3allMOHHOTO  OOCTY>KMBAaHHS  aBUAIMOHHOM
UHQPACTPYKTYpbl M OPraHU3alMOHHOTO OOECHEeYeHHUs] TPolecca CEPBUCHOTO
oOCIy>KMBaHMsSI B a’poONoOpTy ©U Ha OOpPTy BO3AYIIHOTO CydHA B Ipolecce
OpraHM3allud CEPBUCHOTO OOCIY)KHMBaHUSA NOTpeOUTENed Ha TpaHCIOPTE, B TOM
qucie B cepe BO3AYUTHOIO TPAHCIIOPTA (11 CAMOCTOSITENIbHOTO U3YUYESHHUS).

Tema 10. CepBucHasi 1esiTeILHOCTH HA TPaHCHOPTE, B TOM 4YHCJIEe B
cepe BO3IYNIHOrO TPAHCHOPTA B KOHTEKCTE YCJIOBHMH KHU3HEAEATEIbHOCTH
JIoaen

3aBUCUMOCTH CEPBUCHON NIEATETLHOCTH Ha TPAHCTIOPTE, B TOM YHCIIE B cdhepe
BO3JIYIITHOTO TPAHCIOPTa OT reorpaduyecKux, MOCEIEHYSCKUX U JIeMOrpapuIeCKuX
¢dakTopoB. ['ocynapcTBEHHO-TIPABOBOE PETYIUPOBAHNE CEPBUCHOM JESITEIHHOCTH Ha
TPAHCTIOPTE, B TOM 4dHCIEe B cdepe BO3AYIIHOTO TPAHCIOPTA U BBIOJHECHHE
roCy/1IapCcTBOM CepBUCHBIX (yHKIMA. CepBUCHAS NEATEILHOCTh HA TPAHCIOPTE, B
TOM 4Huciie B cepe BO3AYIIHOTO TPAHCIOPTA B CTPYKTYPE COIUATBHBIX OTHOIICHUH.
CepBucHasi AESATEILHOCTh Ha TPAHCIOPTE, B TOM 4Hcie B cdepe BO3IYIIHOTO
TpaHCIOPTa KakK 4acTh KyJabTypbl. OCOOCHHOCTH pa3pabOTKU TEXHOJOTHUU Mpoliecca
cepBHCa Ha TPAHCIOPTE, B TOM YHCJIE B cpepe BO3AYIIHOIO TPAHCIIOPTA B KOHTEKCTE
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YCIIOBUW JKU3HENESTENbHOCTH Jtofed. OcoOEHHOCTH pa3pabOTKH TEXHOJIOTHH
mpoliecca cepBuca Ha TPaHCIOPTE, B TOM YHCIie B cepe BO3AYLUIHOTO TPAHCIIOPTA C
y4eToM TpeOoBaHUN TOTpedutens (AJis CaMOCTOSTENBHOrO Hu3yudeHwus). MeTomabl
MOUCKA, KPUTUYECKOI0 aHaJIM3a U CUHTE3a MH(GOpPMAlUU B MPOIECCE OpraHu3aliu
CEpPBUCHOTO OOCIIYXKHMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIe B chepe
BO3IYIIHOTO TpaHCIOpTa (AJi1 CaMOCTOATENbHOrO  M3y4yeHus). MexaHuzm
CUCTEMHOIr0 MOJXO0J]Ia JIJIsl PEUICHMs] MOCTABJIEHHBIX 3a7a4 B MPOLIECCE OpraHU3aluu
CEpPBUCHOTO OOCIIYXKHMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIEe B chepe
BO3JIYIITHOTO TPaHCIOPTa (i1 CaMOCTOATEIHHOTO U3yueHHUs ). MeTo bl MpUMEHEHUS
CUCTEMHOIr'0 MOJX0Jla JIJIsl PEIIeHMs] MOCTABJIEHHBIX 3a]a4 B MPOLIECCE OpraHu3aluu
CEpPBUCHOTO OOCIY)XKMBaHUSI MOTpeOUTeNle Ha TpaHCIOpPTE, B TOM 4YHcie B cdepe
BO3JIYIITHOTO  TpaHcmopTa (MJi1  CaMOCTOSITEIbHOTO  WM3y4deHHs).  MeTojsl
OCYIIECTBJICHHSI COLMAIBHOTO B3aUMOJCHCTBUS M pealu3aldd CBOEW pOJIM B
KOMaHJIe B MpPOIIECCE OpPraHU3aIMU CEPBUCHOTO OOCIY)XKMBaHUs NOTpeOuTENe Ha
TpaHCIOPTE, B TOM YHCIe B cpepe BO3AYLIHOrO TpaHCHopTa (sl CAMOCTOSITEIbHOTO
u3ydeHus). MeTo/ bl onpeeieHus U pealn3alui CBOeH poju B KOMaHE B MpoIecce
OpraHu3aIlii CEPBUCHOTO OOCTY)XHMBaHUs TOTpeOuTeNeld Ha TpPaHCIOPTE, B TOM
yuciie B cdepe BO3AYIIHOTO TpaHCHopTa (UIsi CaMOCTOATEIBHOTO U3Y4YECHUS).
Metoasl obOecriedeHus] COLMAIBHOTO B3aUMOJICUCTBUS B TIPOIIECCE OpTraHU3aINU
CEpPBUCHOTO OOCHTY)KMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3/YIIHOTO TPAHCHOPTa (IIJI1 CAMOCTOSITENIBHOTO M3Yy4eHHMsI). MeToIbl BOCTIPUSATHS
MEXKYJIbTYPHOTO pa3HOOOpa3usi oO0IIecTBa B CONUAIBHO -  HCTOPHUYECKOM,
ATUYECKOM U (UIOCOPCKOM KOHTEKCTaX B IMPOIECCE OpraHU3allid CEPBHCHOTO
oOCIy>KMBaHMsI TIOTpEOUTENIel Ha TpPaHCIOpTE, B TOM 4HCie B cdepe BO3AYIIHOTO
TpaHcmopTa  (IUIsI  CaMOCTOSITENIBHOTO — M3y4eHus). Meroabpl  NMPUMEHEHHUs
0COOCHHOCTEH MEXKYJIBTYPHOTO Pa3HOOOpa3us OOIeCTBa B MPOIECCE OpraHu3aIluu
CEpPBUCHOTO OOCITY)KHBaHHUS TOTpeOUTENIe Ha TpPaHCIOpPTE, B TOM 4HCIEe B cdepe
BO3/YIIHOTO TpPAHCIOPTa (IIsI CaMOCTOSITENIbHOTO HU3y4eHHs). MeToabl pelieHus
IPOU3BOJICTBEHHBIX KOH(DIMKTOB C Y4€TOM OCOOCHHOCTEH MEXKKYJIbTYPHOIO
pasHooOpa3usi oO0IiecTBa B MPOIECCE OpPraHU3alldd CEPBHCHOTO OOCITY)KHWBaHUS
noTpeduTeNe Ha TPAHCIIOPTE, B TOM YHUCJE B chepe BO3MYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO M3Yy4Ye€HUs). MeTonbl cOo3AaHusl W TOAJNEPKKH OE€30MaCHBIX
YCIIOBUN >KU3HEACSITEIIbHOCTH, B TOM YHCJI€ TPU BO3HHUKHOBEHUU YPE3BBIYAHBIX
CUTyalluii B MPOIECCE OPTraHU3AIMH CEPBHCHOTO OOCITYyKUBaHUS MOTpeOuTened Ha
TPAHCTIOPTE, B TOM YHCIIe B chepe BO3AYITHOTO TpaHCHOPTa ()1 CAaMOCTOATEILHOTO
u3yueHus). Meroabl co3gaHuMs M TNOJJEpXKaHUA ~ OE€30MAacHBIX  YCIOBHUU
KU3HEJEATEITLHOCTH, B TOM YHCIIC TP BOSHUKHOBEHUW YPE3BBIYAWHBIX CUTYAIlUl B
MPOIIeCcCe OPTaHU3aAIMU CEPBUCHOTO OOCITY)KMBAaHUS TIOTPEOUTENCH HA TPAHCTIOPTE, B
TOM 4ucje B cdepe BO3AYIIHOTO TpPaHCHOpTa (ISl CAMOCTOATEIBHOTO W3YUYEHHS).
MeTonpl co3aHus U MOAAECPKKUA 0€30MaCHBIX YCIOBHIM 00CITYKMBAHUS MMacCaKUPOB,
B TOM 4YHCJI€ TPH BO3HUKHOBCHUH YPE3BBIYAWHBIX CHUTyallMidi B  MpoOIEcCe
OpraHu3alMyi CEPBUCHOTO OOCTYKMBaHUS TOTpeOUTENEH Ha TpPAaHCIOPTE, B TOM
yuciae B cdepe BO3AYIIHOIO TpaHCHopTa (AJiE CaMOCTOSITEIBHOTO H3Yy4eHUSs).
Metonbpl TPUMEHEHHS KIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTMA B CEPBUCHOMU
JESTETHPHOCTH Ha TPAHCIIOPTE B YCIOBUAX B3aUMOJICHCTBUS C TIOTPEOUTENSIMHA, B TOM
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YUCJI€ WHTEPHET-NPOABUKEHUS YCIYI B TPOLECCEe OpPraHU3alMH CEPBHCHOIO
oOCny’KMBaHMsI TIOTpEOUTENIed Ha TPAHCIOPTE, B TOM uucie B chepe BO3IYIIHOIO
TpaHcmopTa (AJisI CaMOCTOSITETLHOTO HW3yueHus). MeToabl ydacTus B pa3paboTke
CUCTEMbl KJIMEHTCKMX OTHOIIEHWW M OpraHu3aluu IMpolecca OOCTyKUBaHUS
noTpeduTesieil Ha OCHOBE MPUMEHEHUS 3aKOHOIaTEIbHBIX aKTOB U MPABOBLIX HOPM B
MpoLIecCe OPraHU3alMu CEPBUCHOIO OOCITYKUBAHMS MOTpeOUTENEeH HA TpaHCIIOPTE, B
TOM 4Hciie B cdepe BO3AYIIHOIO TPAHCHIOPTA (JJII CAMOCTOSITEIBHOIO HM3YyYEHHUS).
Metoapl ydacTusi B COBEPIICHCTBOBAHUM CHUCTEMbl KIMEHTCKMX OTHOIIEHUNA B
CEpPBUCHOW JI€ATEIHOCTH Ha TPAHCIIOPTE C MCIOJIb30BAHUEM MHTEPHET-TEXHOJOTUN
B MpOIIECCe OpraHU3allui CEPBUCHOTO O0CTYXKMBaHUs MOTpeOUTENIEH Ha TPAHCIIOPTE,
B TOM 4HCIie B cpepe BO3AYLUIHOTO TPAHCIOPTA (11 CAMOCTOSITEIBHOTO U3yUYEHUs).
Metoasl BhajeHUs TEOPETHUUECKUMU 3HAHUSMU U TPAKTUYECKUMH TpUEMaMU
ylpaBlieHUus TMpoekTaMu B cdepe o00CIyXHBaHUS B MPOLECCE OpraHU3AINU
CEpPBUCHOTO OOCHTY)KMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3/YIIHOTO TpaHCHopTa (sl CAMOCTOSITENILHOTO U3ydeHus). MeToabl yrnpaBieHUs
TYPUCTCKO-PEKPEAIIMOHHBIMH TMPOEKTaMHU, METOJbl IUIAHUPOBAHUS M MOHHUTOPUHT
JESTEIHbHOCTH CEPBUCHON KOMIAHUU B cepe TpaHCIOPTa B MPOIECCE OpraHu3aluu
CEpPBUCHOTO OOCHTY)XMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uwucie B chepe
BO3JIYIITHOTO TpaHCIOpTa (IJII CaMOCTOSATENIBHOrO H3y4yeHus). MeToasl BbeIOOpa
MaTepHUATIbHBIX PECYpPCOB, O00OpPYIOBaHMS [IJIsi OCYIIECTBJICHHS Ipollecca CepBHCaA,
MEXaHHM3M TPOBEJICHUS MEPErOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM CIy4asM U
ONpeJeIeHUs] TMPUYUH BO3HUKHOBEHHUS TMPETEH3W B TMpoIlecce OpraHU3alMU
CEpPBUCHOTO OOCIY)KMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3/YIIHOTO TpaHCTopTa (i1 CaMOCTOSTENBHOTO U3yUeHus ). MeToabl pa3paboTKu U
UCIIOJIb30BaHUS THUMOBBIX TEXHOJIOTHYECKUX MPOIECCOB, METOJbI (OPMUPOBAHUS U
BHEJIPEHMSI KOPIIOPATUBHBIX CTAHAAPTOB M PETIIAMEHTOB IMPOIIECCOB O0CTYKUBAHUS
norpebuTened Ha TpaHCHOpTe (ST CaMOCTOSTENBHOTO W3ydeHus). MeTomsl
B3aMMOJICHCTBUS C KJIMEHTaMH I[I0 OpraHu3aludd Ipolecca 00CIyKHUBaHUS
norpebuteneid B cdepe TrOCTENPUUMCTBA B MPOIIECCE OpPraHU3allMd CEPBHCHOTO
o0cITy>)KuBaHMs TIOTPEOHUTENIC Ha TpPaHCIOPTE, B TOM 4ucie B cdepe BO3AYIIHOTO
TpaHCcTOpTa (UIsl CaMOCTOSITENIBHOTO W3y4eHHs). TpeOoBaHUS TMPOU3BOACTBEHHOM
JUCUUIUIMHBI, NpaBUJ 10 OXpaHe TpyAa M TMOXKapHOH OE€30MacCHOCTU IIpHU
OCYIIECTBJIEHUH TEXHOJOTHYECKOI0 Ipoliecca B MPOLIECCE OPraHU3ali CEPBUCHOTO
oOcnmy>KWBaHMsI TIOTpEOUTENIe Ha TPAHCIIOPTE, B TOM YHCiE B cdepe BO3AYIIHOTO
TpaHCTOpTa (711 CaMOCTOSITEILHOTO M3y4ueHus1). MeTo bl BhIOOpa OpraHu3aiiOHHBIX
pemieHuit 11 GOPMHUPOBAHUS ~ CEPBUCHOM  CHCTEMBl  OOCITY>KHUBAaHHUS  C
UCIIOJIb30BAaHUEM  METOJIOB  OpraHu3alldd M YHOPaBICHUS  HUMYLIECTBEHHBIM
a’pOINOPTOBBIM KOMIUIEKCOM M aKTUBAMH CEPBHUCHBIX MPEANPUATHI HAa TPAHCIIOPTE B
MPOIIeCcCe OPTaHU3AIMU CEPBUCHOTO OOCITY)KHBAaHUS TIOTPEOUTENCH HA TPAHCTIOPTE, B
TOM 4ucje B cdepe BO3AYIIHOTO TpPaHCHOpTa (ISl CAMOCTOATEIBHOTO W3YUYEHHS).
Metoapl  OCYIIECTBICHUS OPraHU3AlMOHHOTO  OOCHY>XMBaHHUS ~ aBUALMOHHOMN
UHPPACTPYKTYphl W OpPraHU3alMOHHOIO OOecHedYeHusi Impoliecca CEPBUCHOTO
oOclly’)kMBaHMsI B a’poONoOpTy M Ha OOpTy BO3AYIIHOTO CyJHAa B Mpoliecce
OpraHu3alMy CEPBUCHOTO OOCTYXMBaHUS TOTpeOUTENed Ha TpPaHCIOPTE, B TOM
yucie B chepe BO3AYIIHOIO TPAaHCIOPTA (AJIs1 CAMOCTOSITEIbHOTO U3YUEHHUS).
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Tema 11. Opranusanusi 00C/ay:KUBaHUS MOTPedUTE el HA TPAHCIIOPTE, B
TOM 4HcJje B cpepe BO3AYIIHOIO TPAHCIIOPTA

Teopust opranmuszanmu oOCITyXKHBaHHS Ha TPAHCIIOPTE, B TOM 4uCie B chepe
BO3AYIIHOTO  TpaHcmopTa.  Kareropum  mpeAanpusiTHii,  OCYIIECTBISIONINX
MPEeJIOCTaBICHUE YCIAYyr Ha TpaHCHIOpPTE, B TOM 4HCI€ B cdepe BO3IYIIHOTO
Tpancmnoprta. [loHATHS 1 oTpacieBas CTpyKTypa cdepsl yeuyr. [loHsTus o mpoaykrax
CEpBHUCHOM JAESITENTbHOCTH Ha TpaHCIOPTe, B TOM ducie B cdepe BO3TYHTHOTO
TpaHcmnoprta. IIponiecc npunsITHA perienus nmotpedutenem. OakToOpsl, BAUSIOMNAE Ha
IpoIiecc MPUHATHUS PEIICHUS B MIPOIECCE CEPBUCHOM NIEATEIHPHOCTH Ha TPAHCTIOPTE, B
TOM YHCIie B cepe BO3IYIIHOTO TPAHCIIOPTA: HHINBUyadbHbIC, ICUXOJIOTHUECKUE U
CoLIMaJIbHBIE (JIJI1 CaMOCTOSATENbHOrO n3yuenus). [Ipouecc ocoznanus noTpeOHOCTH
noTpeduTesieM Ha TPAHCIOPTE, B TOM uHcie B cdepe BO3IYIIHOIO TpPaHCIOpPTA.
BosneiicTBue KynapTyphl Ha TIOBEJICHUE MOTPEOUTENST HAa TPAHCTIOPTE, B TOM YHCIIE B
chepe BO3AYIIHOTO TpaHCHoOpTa (s caMOCTOATENbHOro wu3ydenus). Cucrema
IICHHOCTEH (IS CaMOCTOSITEILHOTO W3y4YeHUs). BiusHHe CceMbH, PEIUTHH H
o0pa3oBaHMs Ha MPHHITHE PENICHHUS MOTpPEOHWTETIeM B Mpolecce 0OCITy)KHUBaHHUS Ha
TpaHCIIOPTE, B TOM YKCIIe B chepe BO3AYUIHOrO TpaHCHopTa (AJis CaMOCTOATEILHOTO
n3ydeHus). BiausHue STHUUECKOH KyIbTyphl Ha TIOBEJCHUE TIOTPEOUTEINS B MPOIIECCe
OOCITy)KMBaHHsI HAa TPAHCIIOPTE, B TOM YHCJIe B cepe BO3AYIIHOTO TpaHCTIOpTa (AJIst
caMocTosATeIbHOTO  M3ydeHus). KynbTypa  KopeHHOro  HaceineHus  (ais
CaMOCTOSITEJILHOTO  M3y4yeHHus). PenuruosHple W OITHUYECKHME TPYNIbl (IS
CaMOCTOSITEILHOTO HM3y4eHus). JluBepcudukanus CEpBUCHOM NESITEIbHOCTH B
COOTBETCTBHH C STHOKYJIbTYPHBIMH, UCTOPUYECKUMHU U PETUTHO3HBIMHU TPATUIUSIMU
B Ipoliecce OOCTYKMBAHHS Ha TPaHCIOpPTE, B TOM 4ucie B cdepe BO3IYIIHOTO
TpaHcmopTa (71 CaMOCTOSITEIBHOTO HW3y4yeHHUs). MeTonbl MOUCKA, KPUTHYECKOTO
aHanM3a W CcHUHTe3a UWHGOpPMAIMM B TMPOIECCe OpraHU3allud  CEPBHCHOTO
o0cITy>)KuBaHMs TIOTPEOHUTENIE Ha TpPaHCIOPTE, B TOM 4ucie B cdepe BO3AYIIHOTO
TpaHcopTa (IUIsI CaMOCTOSITENIbHOTO U3y4deHHs). MexaHU3M CHUCTEMHOTO IMOJX0Ja
JUISL  pEIIeHHs] TIOCTaBJICHHBIX 3a7a4 B TIPOIECCEe OPraHu3alldd CEPBUCHOTO
oOCIy>KWBaHMsI TIOTpEOUTENIe Ha TPaHCIOPTE, B TOM 4ucie B chepe BO3IYIIHOTO
TpaHcTopTa (711 CaMOCTOSITENPHOTO M3Y4eHHs). MeTobI TPUMEHEHHUSI CUCTEMHOTO
MOJIX0/1a JIJIsi pElIeHHs MOCTABICHHBIX 3a/1ad B MPOIECCE OPTraHU3aIi CEPBUCHOTO
oOcnmy>KWBaHMsI TIOTpEOUTENIe Ha TPAHCIIOPTE, B TOM YHCiE B cdepe BO3AYIIHOTO
TpaHcmopTa (A1 CaMOCTOSITENIBHOTO — M3YyYeHHs). MEeToAbsl  OCYyIIEeCTBICHUS
COIMAJIFHOTO B3aMMOJICHCTBUS M peaju3allid CBOCH pOJIM B KOMaHJIE B IpOIecce
OpraHu3allid CEPBUCHOTO OOCITYyXMUBaHUS TOTpeOUTENCH HAa TPAHCIOPTE, B TOM
yucne B cdepe BO3AYIIHOTO TpaHCIOpTa (471 CaMOCTOSITENIBHOTO —HM3y4YeHUSs).
Metonbl ompeAeneHusT W pealin3alvu CBOCW pOJM B KOMaHAE B HPOLECCE
OpraHu3allid CEPBUCHOTO OOCITYyXWBaHUS TOTpeOUTENeH HAa TPAHCIOPTE, B TOM
yucine B cdepe BO3AYIIHOTO TpaHCIOpTa (471 CaMOCTOSITENIBHOTO HM3y4YeHUSs).
MeTtoasl obecrieueHHs] COLMATBHOTO B3aMMOJCHCTBHS B MPOIECCE OPTaHU3ALNU
CEpPBUCHOIO OOCIIYXKMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HcCie B chepe
BO3JIYIITHOTO TPaHCIIOPTa (1T CaMOCTOSATEIHLHOTO M3y4deHUs). MeToabl BOCTIPUSATHS
MEXKYJIBTYpHOTO pa3HooOpa3usi 00LIECTBa B COIMATIBHO - HCTOPHUECKOM,
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ATHYECKOM U (UIOCOPCKOM KOHTEKCTaX B MPOIECCE OpraHU3allii CEPBHUCHOTO
oOCny’KMBaHMsI TIOTpEOUTENIE Ha TPAHCIOPTE, B TOM YHUCIE B cepe BO3AYLIHOTO
TpaHcmopTa (711 CaMOCTOSATENBHOTO  HM3y4deHHWs). MeToapl  MPUMEHEHUs
O0COOCHHOCTEM MEXKKYJIBTYPHOTO pazHO0Opa3us oOllecTBa B MPOIECCE OpPraHU3aluU
CEpPBUCHOTO OOCIIYXKHMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIe B chepe
BO3/YIIHOTO TpaHCIoOpTa (VI CaMOCTOSTENFHOTO H3Y4YeHHs). METOAbl pelIeHHUs
MPOU3BOACTBCHHBIX KOH(PIUKTOB C YYETOM OCOOCHHOCTEH MEXKKYIbTYpHOTO
pa3HooOpa3usi 00mecTBa B MPOILIECCE OPTaHM3AIMUA CEPBHCHOTO OOCITY)KHBAHHS
noTpeduTeNeil Ha TPaHCIIOPTE, B TOM YHUCJe B cepe BO3IYIIHOIO TpaHcnopTa (asis
CaMOCTOSITETILHOTO HM3y4eHHs). MeTombl CO3/laHus W TOIICPKKHA O€30TacHbBIX
YCIIOBHM JKMU3HEJEATEIBHOCTH, B TOM YHCIE TPU BO3HUKHOBEHUHW YPE3BBIYAWHBIX
CUTYaIlii B MpOIlECCe OpraHU3aIllMi CEPBHCHOTO OOCITY)XMBAaHHS MOTpeOUTENeH Ha
TPaHCIIOPTE, B TOM YHUCIE B chepe BO3AYNTHOTO TPAHCTIOPTA (M1 CaMOCTOSTEIBHOTO
u3ydeHusi). Meronbl co3maHus W HOAAepXKaHHWs ~ O€30MacHBIX  YCIOBHIA
KU3HEIECATEILHOCTH, B TOM YHCJIC NP BOSHUKHOBEHUU YPE3BBIYAMHBIX CUTYAIlUl B
IpoIiecce OpraHn3aliy CEPBUCHOTO O0OCITYKHBAHHS TIOTPEOUTENCH Ha TPAaHCTIOPTE, B
TOM YHUCJIe B Cepe BO3IYIIHOTO TPaHCIOpTa (A7 CAMOCTOSITEIIBHOTO W3YYCHUS).
MeTobl cO3/1aHus B TIOICPKKU OE30MaCHBIX YCIOBUN 00OCITY)KMBaHHUS TTACCAKHUPOB,
B TOM 4YHCJIE TPH BO3HUKHOBCHUHM YPE3BBIYAWHBIX CHTyallMid B TIpoIecce
OpTraHM3allMd CEPBUCHOTO OOCITY)XKMBaHUS MOTpPEOWTENEeH Ha TPaHCIOPTE, B TOM
yuciie B cdepe BO3AYIIHOTO TpaHCHopTa (UIsi CaMOCTOATEIBHOTO U3YYECHUS).
Metonpl TNpUMEHEHUS KIHMEHTOOPHUEHTHPOBAHHBIX TEXHOJOTUH B CEPBUCHOM
JESITEIbHOCTH Ha TPAHCIIOPTE B YCIOBUSIX B3aUMOJEHCTBUS C MTOTPEOUTENSIMHU, B TOM
YHClie WHTEPHET-NPOABUKEHUS YCIYr B TIPOIECCEe OpraHU3alMH CEPBHCHOIO
oOCIy>KMBaHMsI TIOTpEOUTENIel Ha TpaHCIOPTE, B TOM 4HCie B cdepe BO3AYIIHOTO
TpaHcmopTa (71 CaMOCTOSITENBHOTO W3y4yeHUs). MeTonbl ydactus B pa3paboTke
CUCTEMBbl KJIMEHTCKUX OTHOIICHHM | OpraHu3aluu IIpolecca O0O0CITyKHUBaHUS
norpeduTenel Ha OCHOBE MPUMEHEHUS 3aKOHOIATEIbHBIX AKTOB U MPABOBBIX HOPM B
IPOIIECCe OPraHUu3alli CEPBUCHOTO OOCIIYKUBAaHUS MOTPEOUTENEH Ha TPAaHCTIOPTE, B
TOM 4YHclieé B chepe BO3AYIIHOTO TPAHCIOPTA (IJIs1 CAMOCTOSITEIBHOTO HM3YyYEHHUS).
Metonpl ydacTuss B COBEpIICHCTBOBAHWM CHCTEMbl KIMEHTCKHX OTHOIICHUN B
CEpBUCHOI NE€ATEIbHOCTH Ha TPAHCIOPTE C MCIOJIb30BAHUEM HHTEPHET-TEXHOJIOTUH
B IIpOLIeCCe OpraHU3ali CEPBUCHOIO 00CITy>)KMUBaHUS OTpeOUTENIel Ha TpaHCTIOPTeE,
B TOM 4uCIJIe€ B cpepe BO3AYLUIHOrO TpaHCHOPTa (I CaMOCTOSTEIBHOIO U3YUECHHUS).
Metonpl BiIajeHUS TEOPETUYECKUMH 3HAHUSAMH U TPAKTUYCCKUMU TMPUEMaAMHU
yhnpaBieHUs TNpoeKkTamMu B cdepe o0OCIyKHBaHHA B TMPOLECCE OpraHU3alUH
CEpBUCHOT0 OOCTYKMBaHUS MOTpeOUTENel Ha TpaHCHOPTE, B TOM uucie B cdepe
BO3YLIHOTO TPAHCHOPTA (JJIs1 CAMOCTOSITENIbHOTO M3y4eHHs). MeToAbl ynpaBieHUs
TYPUCTCKO-PEKPEAITMOHHBIMA TPOCKTAMHU, METOJIbI TJIAHUPOBAHUS W MOHHTOPUHT
JesITeIbHOCTU CEPBHUCHOI KOMIAHUU B cepe TpaHCIOPTa B MPOLeCcCe OpraHu3aluu
CEpBUCHOT0 OOCTYKMBaHUS MOTpeOUTENel Ha TpaHCHOPTE, B TOM uucie B cdepe
BO3AYIIHOTO TpaHcmopTa (JIsI CaMOCTOSITELHOTO H3y4eHHs). MeToasl BbIOOpa
MaTepuaIbHBIX PECYPCOB, 00OpYIOBaHMS JJIsl OCYIIECTBIICHHUS IMpOIIECCa CEpBHCA,
MEXaHU3M TPOBEACHUS TEPETOBOPOB C KIMEHTAMH TIO MPETCH3MOHHBIM CITydasM H
OTIpe/IeNICHNUs] MPUYMH BO3HUKHOBEHMS MPETEH3UN B MPOLECCE OpraHU3aIliH
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CEpPBUCHOTO OOCIy)KMBaHUS MOTpeOUTENEl Ha TPAHCIOPTE, B TOM uucie B chepe
BO3YILIHOTO TPAHCTIOPTa (IJI1 CAMOCTOSATEIBHOT0 U3yueHus1). MeTo bl pa3paboTKH U
MCTIOJIb30BAaHUS THIIOBBIX TEXHOJIOTMYECKHUX IMPOIECCOB, METOABI (POPMUPOBAHUS U
BHEPEHUSI KOPIOPATHUBHBIX CTAaHAAPTOB M PETJIAMEHTOB IMPOLIECCOB OOCTYKUBAHUS
notpebuteneir Ha TpaHCHopTe (IS CaMOCTOSITENIBHOTO H3ydeHUus). MeToibl
B3aMMOJACHCTBHS C KJIMEHTaMHd TI0 OpraHM3alid TMpolecca 0O0CTyKWBaHUSA
notpebureneii B cdepe TOCTENPHUUMCTBA B MPOIECCE OPTaHU3AlUU CEPBUCHOTO
oOCITy)KMBaHHs TMOTPEOUTENed Ha TPAHCIOPTE, B TOM 4YHCIE B Chepe BO3IYIIHOTO
TpaHCTopTa (U1 CaMOCTOSITENIFHOTO W3y4eHHs). [peOoBaHUS MPOU3BOJCTBEHHON
IUCIMIUIMHBI, TPaBWI TIO OXpaHe Tpyda W TMOXApHOH O€30MacHOCTH TpH
OCYIIIECTBICHUH TEXHOJIOTHUYECKOTO MpoIlecca B MPOIECCEe OPTaHU3aIMUA CEPBUCHOTO
oOCITy)XKMBaHHs TMOTpEeOUTENeld Ha TPAHCIOPTE, B TOM 4YHCIE B Chepe BO3IYIIHOTO
TpaHCIopTa (711 CAMOCTOSITEILHOTO M3ydeHus). MeToIbl BRIOOpa OpraHu3aIllMOHHBIX
pemieHuit s GOpMHpOBAaHHS  CEPBUCHOW  CHCTEMBI  OOCITY>KMBaHUS  C
UCTIOJB30BAaHMEM  METOJOB OpTaHM3allMM W YIPaBJICHUS  WMYIIECTBEHHBIM
a’pOMOPTOBHIM KOMIUIEKCOM M aKTHBaMH CEPBHUCHBIX MPEINPUATHI Ha TPAHCIIOPTE B
IpoIecce OPTaHU3AINU CEPBUCHOTO OOCITYXKHUBaHHS MOTPEOUTENCH Ha TPAHCIIOPTE, B
TOM YHUCJIe B cepe BO3IYIIHOTO TPaHCIOpTa (A CaAMOCTOSITEIIBHOTO W3YYCHUS).
MeToapl  OCYIIECTBICHUS  OPTaHM3AIIMOHHOTO  OOCITY)KMBAaHHS  aBHAIIMOHHOW
UHPPACTPYKTYpPHl W OPraHHW3aI[MOHHOTO OOeCledYeHHus TpoIecca CEepBUCHOTO
oOCITy’)KMBaHHsI B a’polopTy M Ha OOpPTy BO3AYIIHOTO CYAHAa B IpoIEecce
OpraHu3aliil CEPBUCHOTO OOCIYXHBAaHMUSA NOTpeOHTENeld Ha TpaHCIOPTE, B TOM
qucie B cepe BO3AYIIHOTO TPAHCTIOPTA (JIJIs1 CAMOCTOSITENIFHOTO U3yUCHHUS).

Tema 12. AnanTanMoOHHO-IMHAMHUYECKHE XAPAKTEPUCTHKH CEPBUCHOI
HAesiTeJIbHOCTH HA TPAHCIIOPTE, B TOM YHcJIe B c(pepe BO3AYLIHOI0 TPAHCIIOPTA

CepBucHas AesSTENbHOCTh HA TPAHCIIOPTE, B TOM YHUCIE B cepe BO3AYITHOTO
TpaHCIIOpTa KaK IPOLECC U €ro CBA3b C HKOHOMHUYECKOW KOHBIOHKTYpOM.
Oco0OeHHOCTH TIpoliecca BHEAPEHHs] MHHOBAIMK B cdepy YCIyr Ha TpaHCIOpTe, B
TOM YHCJIE Ha BO3AYIIHOM TpAaHCHOpPTE. YIpPaBICHHE HOBOBBEICHUSIMU Ha
TpPaHCIOPTE, B TOM YKCIIE Ha BO3AYIIHOM TpaHcnopre. MIHHOBaIMOHHBIA Mpolecc
CEpPBUCHOTO OOCITY)KMBaHUS HAa TPAHCIOPTE, B TOM dHcCIe B chepe BO3IYIIHOTO
TpaHcnopTa. KU3HEHHBIA LUK YCIYTHM B IPOLIECCE CEPBUCHOTO OOCIY>KMBaHHS Ha
TpPaHCTIOPTE, B TOM 4dYHCie B cdepe BO3AYINIHOTO TPAHCIOPTA W YYET €ro
O0COOCHHOCTEW B MpPEANPUHUMATENBCKONW nearensbHOCTH. [Ipomecc oOcmykuBaHUS
noTpeduTeNneil Ha TpPaHCIOpPTE, B TOM 4YuCie B cdepe BO3IYIIHOTO TpPaHCIOPTA.
Teopust opranuzanuu oOciyxkuBaHus. [loHsATHE “KOHTAKTHOW 30HBI” KaK cCQepsl
peanu3aly CEepBUCHOM JAESATEIbHOCTH HA TpaHCIOpPTe, B TOM uucie B cdepe
BO3AYLIHOTO  TpaHCHoOpTa (71  CaMOCTOSITEIbHOTO  HM3Yy4EeHUSs). ®opmbl
oOCIy>KMBaHMsI Ha TPAHCIOPTE, B TOM 4HUCiIEe B chepe BO3MYIIHOTO TPaHCIOpPTa U
MOKa3aTeldb 3aTpaT BPEMEHHU (IJis1 CaMOCTOATENbHOro wu3ydeHusi). OcoOeHHOCTH
paboThl B KOHTAKTHOM 30HE C MOTPEOUTENEM Ha TPAHCIOPTE, B TOM 4ucie B cdepe
BO3IYIIHOTO TPAaHCIOPTa, KOHCYJIbTUPOBAHUE, COTJIACOBaHHME BHAA, (OPMBI U
mpoiecca ceppuca (I CaMOCTOSTEIBHOTO  HM3y4deHHs). MeToasl TOHMCKa,
KPUTUYECKOTO aHalii3a U CUHTEe3a MH(GOpMalKUKU B MPOLIECCE OpraHu3aluu
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CEpPBUCHOTO OOCIIYXKMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIE B chepe
BO3IYIIHOTO TpaHCIOpTa (AJi1 CaMOCTOATENbHOrO  M3y4yeHus). MexaHuzm
CHUCTEMHOI0 MOAXO0Aa JJIsl pelICHUs MOCTABJICHHBIX 3a7]a4 B MPOLIECCE OpraHU3aIuu
CEpPBUCHOTO OOCIIYXKMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIE B chepe
BO3JIYIITHOTO TPaHCIOPTa (i1 CaMOCTOATEIHHOTO U3yueHHUs ). MeTo bl MpUMEHEHUS
CHUCTEMHOT0 MOAXOAa JJIsl pelieHUs MOCTABJICHHBIX 3a7ad B MPOLIECCE OpraHU3aIuu
CEpPBUCHOTO OOCIYXKHMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIEe B chepe
BO3JYIIHOIO  TpaHCIOpTa (I  CaMOCTOSITENIBHOIO  M3ydeHus).  MeTosl
OCYIIECTBJIICHHSI COLMAIBHOTO B3aUMOJACHCTBUS M pealu3aluud CBOEW pOJIU B
KOMaHJIe B IPOIIECCE OpPraHU3aIMU CEPBUCHOTO OOCIY)XKMBaHUs NOTpeOuTENei Ha
TpaHCIOPTE, B TOM YKCIIe B chepe BO3AYLUIHOrO TpaHCHopTa (AJis CaMOCTOATENBbHOTO
u3ydeHus). MeTo/ bl onpeeneHus U pealn3alui CBOeH poju B KOMaHE B MpoIecce
OpraHu3aIlid CEPBUCHOTO OOCTY)XMBaHUsI TOTpeOuTeNed Ha TpPaHCIOPTE, B TOM
yuciie B cdepe BO3AYIIHOIO TpaHCHopTa (UIsi CaMOCTOATEIBHOTO U3Y4YEeHUS).
Metoasl obOecrieyeHus COLMAIBHOTO B3aUMOJICUCTBUSI B TIPOIECCE OpraHU3aINU
CEpPBUCHOTO OOCITY)KMBaHUSI MOTpeOUTENeld Ha TpaHCIOPTEe, B TOM uHcie B cdepe
BO3JIYIITHOTO TPaHCTOPTa (JJI1 CAMOCTOSITEILHOTO M3Yy4YeHUs1). MeToabl BOCTIPHUATHUS
MEXKYJIbTYPHOTO pa3HOOOpa3usi oO0IIecTBa B CONUAIBHO -  HCTOPHUYECKOM,
ATUYECKOM U (UIOCOPCKOM KOHTEKCTaX B IMPOIECCe OpraHU3allid CEPBHCHOTO
oOcny>KMBaHMsI TIOTpEOUTENIel Ha TpaHCIOpPTe, B TOM uucie B chepe BO3IYIIHOTO
TpaHcmopTa  (IUIsI  CaMOCTOSITENIBHOTO — M3y4eHus). Meroabpl  NMPUMEHEHHUs
0COOEHHOCTEW MEXKKYIbTYPHOTO pa3HooOpasusi oOLIeCTBa B MPOIECCE OPTaHU3aIuU
CEpPBUCHOTO OOCIY)KMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3YIIHOTO TpPaHCIOPTa (IUIsI CaMOCTOSITENIbHOTO HW3y4eHHs). MeToabl peleHus
NPOU3BOJICTBEHHBIX KOH(DJIMKTOB C Y4eTOM OCOOCHHOCTEH MEXKKYJIbTYPHOIO
pasHooOpa3usi oO0IIecTBa B MPOIECCE OpPraHU3alldd CEPBHCHOTO OOCITY)KHWBaHUS
norpeduTeneld Ha TpaHCIOpPTEe, B TOM YHCIE B chepe BO3AYIIHOTO TpaHCHOpTa (st
CaMOCTOSITEJILHOTO HW3Yy4YeHHs). MeTonbl co3gaHusi W TOAAEPKKUA Oe30IMacHBIX
YCIIOBUN KU3HENEATSIbHOCTH, B TOM YHCII€ NMPU BO3HUKHOBEHUU YPE3BbIUAWHBIX
CUTyalluii B MPOIECCE OPraHU3AIMH CEPBHCHOTO OOCITYyKUBaHUA MOTpeOUTenei Ha
TPAaHCTIOPTE, B TOM YHCIIe B chepe BO3AYITHOTO TPAHCIOPTA (IJIsI CAMOCTOSITEIIbHOTO
u3yueHus). Meroabl co3gaHuMd M THOJJEpXKaHUA ~ OE€30MAacCHBIX  YCIOBHUU
KU3HEJEATEILHOCTH, B TOM YHCIIe NTPU BOSHUKHOBEHUU YPE3BBIUAWHBIX CHUTYAIlUl B
MPOoIIeCcCe OPTaHU3aIMU CEPBUCHOTO OOCITY)KUBAaHUS TIOTPEOUTENCH Ha TPAHCTIOPTE, B
TOM 4YHclie B chepe BO3IYIIHOTO TPaHCIOPTa (M1 CaMOCTOSITEIIBHOTO H3YUCHHS).
MeTtonbl co3laHus U MOANECPKKUA O0€30MaCHBIX YCIOBUN OOCTYKUBAaHUS TTACCAKHUPOB,
B TOM 4YHCJI€ TPH BO3HUKHOBCHUH YPE3BBIYAWHBIX CHUTyallMidi B  MpoOIEcCe
OpraHu3alMi CEPBUCHOTO OOCTYKMBaHUS TOTpeOUTENEd Ha TPAHCIOPTE, B TOM
guciie B cdepe BO3IYIIHOTO TpPAaHCTOPTa (1T CaMOCTOSITEIBHOTO W3YYCHUS).
Metonbpl TPUMEHEHHS] KIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTMA B CEPBUCHOMU
JESITETHPHOCTH Ha TPAHCIIOPTE B YCIOBHSIX B3aMMOJICHCTBHS C MTOTPEOUTEISIMU, B TOM
YUCJI€ WHTEPHET-MPOJABUKEHUS YCIyr B TMPOIECCEe OpPraHu3alu CEPBUCHOTO
oOcity>)kKuBaHMsI TTOTpPeOUTENIe Ha TpPaHCIOPTE, B TOM 4ucie B cdepe BO3AYIIHOIO
TpaHcropTa (IUIs CaMOCTOATENIbHOTO H3y4deHus). MeToasl ydactusi B pa3paboTke
CUCTEMBI KIMEHTCKUX OTHOIICHWH W OpraHMU3aIliy IMpoiecca O0O0CTyKUBAHUS
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MOTpeOUTENe Ha OCHOBE TPUMEHEHUS 3aKOHOIATEILHBIX aKTOB U IMPABOBBIX HOPM B
MPOIECCEe OPTAaHU3AINH CEPBUCHOTO OOCTYKUBAaHUS MOTPEOUTENCH Ha TPAHCIIOPTE, B
TOM 4HuClIe B cepe BO3IYIIHOTO TPaHCIOpTa (A7 CaMOCTOSITENIBHOTO U3YYCHHS).
MeTonpl ydacThUss B COBEPIICHCTBOBAHWHM CHCTEMBl KIMEHTCKHX OTHOIICHUN B
CEPBUCHOW NIEATEILHOCTH HAa TPAHCIIOPTE C MCIOJIb30BAHHEM HHTCPHET-TEXHOJOTHUH
B MPOIIECCe OpraHU3aIMN CEPBUCHOTO 00CITyKUBaHUS MOTPEOUTENEl Ha TPAHCTIOPTE,
B TOM 4uCle B cpepe BO3AYIITHOTO TpaHCTOPTA (I CAMOCTOSATEIBHOTO M3yUeHUS).
Metonpl BIafCHUS TEOPETUYSCKUMH 3HAHUSAMH U TPAKTUYCCKUMU IPUEMaMH
yOpaBjieHUusT MpoekTaMu B cdepe 0OCIyKMBaHUS B TMPOIECCEe OpraHU3aIuu
CEpBHUCHOTO OOCTY)KMBaHUS MOTpeOUTENeld Ha TpaHCIOPTE, B TOM ducie B cdepe
BO3/YIIIHOTO TPAHCIOPTa (11 CAaMOCTOSITEIIBHOTO M3YYCHHs). METObI yIpaBIeHUS
TYPUCTCKO-PEKPEAITMOHHBIMA TIPOCKTAMH, METOJbI IJIAHUPOBAHHUS W MOHHTOPHUHT
JESATEIHPHOCTH CEPBUCHOM KOMIIAaHUU B cepe TPAHCIIOPTA B MPOIECCE OpraHU3aIuN
CEpBHUCHOTO OOCTY)XKMBaHUS MOTPEOUTENEH Ha TpaHCIOpTE, B TOM 4HUCiIE B cdepe
BO3YIIHOTO TpaHCIOpPTa (ISl CaMOCTOSATEIBHOTO W3y4eHHs). MeTonbl BhIOOpA
MaTepUANBHBIX PECYpCcOB, 00OPYIOBaHMS JUIS OCYIIECTBICHHS Ipollecca CepBHca,
MEXaHHM3M TIPOBEJICHHUS IEPETOBOPOB C KIIMEHTAMHM I10 NPETCH3MOHHBIM CydasM U
ONpEJCIICHUS] TPUYMH BO3HUKHOBCHHUS TMPETEH3WH B TMPOIECCE OpraHU3aIMH
CEpBHUCHOTO OOCTY)KMBaHUS MOTpeOUTENeld HAa TpaHCIOPTE, B TOM dHCIe B cdepe
BO3/YIIHOTO TpaHCTOpTa (JIT CaMOCTOSATEIBHOTO H3y4eHHs ). MeToabl pa3padOTKu U
UCTIOJIH30BaHMS THIIOBBIX TEXHOJIOTMUYECKUX IPOIECCOB, METOABI (POPMUPOBAHUS U
BHE/IPEHUS] KOPIIOPATHUBHBIX CTAaHAAPTOB M PETJIAMEHTOB IMPOILIECCOB OOCTYKUBAHUS
norpeOuTeneld Ha TpaHCHOPTE (IJISI CaMOCTOSITENILHOTO W3Y4eHHs). MeTosl
B3aUMOJICUCTBHS C KJIMEHTaMHd TI0 OpraHM3aluHu Tporecca 0O0CITyKHBaHUS
norpebuteneld B cdepe TOCTENPHUUMCTBA B TPOIECCE OPTaHU3alUU CEPBUCHOTO
o0cITy>)KuBaHMs TIOTPEOHUTENIC Ha TpaHCIIOPTE, B TOM 4ucie B cdepe BO3AYIIHOTO
TpaHcmopTa (V1T CaMOCTOSITENILHOTO W3y4eHHs). TpeOoBaHUS IMPOU3BOJCTBEHHOM
IUCIMIUIMHBI, TPaBWI TI0 OXpaHe Tpyda W TOXApHOW OE30MacHOCTH TIpH
OCYIIECTBICHUH TEXHOJIOTHUYECKOTO IMpoIlecca B MPOIECCe OpraHU3aIlii CEPBUCHOTO
o0cITy>)KuBaHMs TIOTPEOHUTENIC Ha TpPaHCIOPTE, B TOM 4ucie B cdepe BO3AYIIHOTO
TpaHCTOpTa (711 CaMOCTOSITEILHOTO M3y4ueHus1). MeTo bl BhIOOpa OpraHu3ainOHHBIX
pemieHuit 11 GOPMHUPOBAHUS  CEPBUCHOM  CHCTEMBl  OOCTYKHUBAaHHUS  C
WCIIOJIb30BAaHUEM  METOJIOB  OpraHM3allid W YIPaBICHUS  WMYIIECTBEHHBIM
a’pOMOPTOBHIM KOMILJIEKCOM M aKTHBAMH CEPBUCHBIX MPEANPUATHI HA TPAHCTIOPTE B
MPOoIIeCcCe OPTaHU3aIMU CEPBUCHOTO OOCITY)KUBAaHUS TIOTPEOUTENCH Ha TPAHCTIOPTE, B
TOM 4YHclie B cdepe BO3AYIIHOTO TPAHCIOPTA (IJIs1 CAMOCTOSITEIBHOTO H3Y4YECHUS).
MeTtonpl  OCYIIECTBICHUS  OPTraHU3AIlMOHHOTO  OOCTY)KMBAaHHS  ABUAIIMOHHOM
UHOPACTPYKTYPHl ¥ OPraHU3AIMMOHHOTO OOECMeYeHus TMpolecca CEPBUCHOTO
OoOCIMy)KMBaHHSI B a’poONoOpTy W Ha OOpPTy BO3AYIIHOTO CydHA B Mpolecce
OpraHu3allid CEPBUCHOTO OOCITYyXMBaHUS TOTpeOUTENCH HAa TPAHCIOPTE, B TOM
grciie B chepe BO3MYIIHOTO TPAHCTIOPTA ([T CAMOCTOSITEIbHOTO U3YYCHUS ).
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Tema 13. KauecTrBo, 0e30macHOCTb YCJAYI M KYJbTypa CepPBUCHOM
AeATeJIbHOCTH HA TPAHCIIOPTE, B TOM YHCJe B c(hepe BO3AYIIHOT0 TPAHCIIOPTA

[Ipobmembl KkadyecTBa M 0€30MACHOCTH YCAYr B MPAKTHKE COBPEMEHHOTO
cepBHCca Ha TPAHCIIOPTE, B TOM 4YHCIE B cdepe BO3AYIIHOro TpaHcmopTa. [lonsarue
KayecTBa CEpPBUCHOW JIEATEIHHOCTH Ha TPAHCIOPTE, B TOM HHCIe B cdepe
BO3YIIHOTO TPAHCIOPTa. YTpaBIeHUE KAYeCTBOM YCIYT, KOHTPOJb CTaHAAPTOB U
Oe3omacHOCTH OOCTY)KMBaHUSI Ha TPAHCIIOPTE, B TOM 4HCJEe B chepe BO3AYIIHOTO
TpaHcnopTa. Buabl 6e30macHOCTH OOCHyXMBaHUS Ha TPAaHCIOPTE, B TOM YHUCIE B
cdepe Bo3aymHOTO TpaHcmopTa. KynbTypa cepBuca U CEpBUCHOM AEITETHHOCTH Ha
TPaHCIIOPTE, B TOM 4YHUCIEe B cdepe BO3AYIIHOTO TPAHCIOPTA. YYET OCHOBHBIX
NICUXOJIOTUYECKUX ~ OCOOCHHOCTEH  MOTpeOuTeNns B  MpoIecce  CEpBUCHOM
JESATEIBPHOCTH HA TPAHCIIOPTE, B TOM YHCIIC B cepe BO3AYITHOTO TPAHCIIOPTA M MX
BJIMSHUE HA BOCIPHUATHE KAauyecTBa YCIYr MOTpeOuTeneM (M1 CaMOCTOSITCIBHOTO
u3ydeHus). MeTonbl MOMCKa, KPUTHYECKOTO aHaiM3a W CHUHTe3a WH(OpPMAIuu B
npoIiecce OpraHn3aluy CEPBUCHOTO O0CITYKHUBaHHS TIOTPEOUTENEH Ha TPAaHCTIOPTE, B
TOM YHUCJIe B Cepe BO3IYIIHOTO TPaHCIOpTa (AT CAMOCTOSITEIIBHOTO W3YYCHUS).
MexaHu3M CHUCTEMHOTrO IMOAXOAa JIJIS PEIICHUS IOCTaBJICHHBIX 3aJlad B IPOIECCE
OpraHu3allid CEPBUCHOTO OOCITYXXWBAaHUS IOTPEOUTEICH HAa TPAHCIOPTE, B TOM
gyrcie B cdepe BO3AYIIHOTO TpaHCHOpTa (AT CaMOCTOSATENBHOTO M3yYEHUSs).
MeToibl TPUMEHEHUSI CUCTEMHOTO TOJXO0Ja JIJI PEIICHHS TOCTaBJICHHBIX 3a/1ad B
npolecce OpraHu3alui CEpBUCHOTO 00CITY>KMBaHUS TTOTpEOUTENEH Ha TPAaHCTIOPTE, B
TOM 4YHciie B chepe BO3AYIIHOTO TPAHCIOPTA (IJI1 CAMOCTOSITEIBHOTO HM3YyYEHHUS).
MeTobl OCYIIECTBICHHUS COIMAIBHOIO B3aUMOJIEHCTBUS U peau3allid CBOCH poJiH
B KOMaHJIe B IMPOIIECCE OpPraHU3alliid CEPBUCHOTO OOCTY>KMBAaHHS MOTpeOUTENnel Ha
TPaHCIIOPTE, B TOM YKCIIe B chepe BO3AYUTHOrO TpaHCHOpTa (AJII CaMOCTOATEIHLHOTO
U3y4eHus1). MeTo bl OnpeIeieHNs U pealn3alii CBOSH poJju B KOMaHE B MPOIEcce
OpraHu3allid CEPBUCHOTO OOCITYyXUBaHUS TOTpeOUTETIeH HAa TPAHCIOPTE, B TOM
yuciie B cdepe BO3AYIIHOTO TpaHCHoOpTa (UIsi CaMOCTOATEIBHOTO U3Y4YCHUS).
Meronpl obecrnieueHrs COLMATBLHOTO B3aWMOJCHCTBUS B MPOIECCE OpraHU3AIMU
CEpPBUCHOTO OOCITY)KHBaHHUS TOTpeOUTENIe Ha TpaHCIOpPTE, B TOM 4HCIEe B cdepe
BO3JIYIIIHOTO TPaHCIOPTa (IJI1 CaMOCTOSATEIBHOTO M3Y4deHHs). MeToabl BOCTIPUSITHS
MEXKYJIbTYPHOTO pa3HooOpa3us OOIIeCTBAa B COLHUAIBHO - HCTOPUYECKOM,
TUYECKOM U (II0COPCKOM KOHTEKCTaX B IMPOIECCe OpraHU3allid CEPBHCHOTO
oOcny>KUBaHMsI TIOTPEOUTENIel Ha TPAHCIIOPTE, B TOM YHCiE B cdepe BO3AYIIHOTO
TpaHcmopTa  (IIsI  CaMOCTOSITENIBHOTO — W3y4eHHs). Meronpl  MPUMEHEHHUS
0COOEHHOCTEH MEXKKYIbTYPHOTO pa3HO0Opasusi oO0IIEeCTBA B MPOIECCE OPTaHU3AIUU
CEpPBUCHOTO OOCITY)KMBaHUS MOTpeOHUTENE Ha TPAHCIOPTE, B TOM 4wucie B chepe
BO3JIYIITHOTO TpPaHCTOPTa (I CAMOCTOSITENIBHOTO H3y4YeHUs). METOIbsl pelieHHs
MPOU3BOJICTBEHHBIX KOH(PJIUKTOB C YYETOM OCOOCHHOCTEH MEXKYJIbTYPHOTO
pazHooOpasust 0o0mIecTBa B MPOIECCE OPTraHHW3allMd CEPBUCHOTO OOCTYKHBAHUS
MoTpeduTeNe Ha TPAHCIIOPTE, B TOM YHUCJE B chepe BO3MYIIHOTO TpaHCHopTa (s
CaMOCTOSITETTLHOTO HW3y4deHHs). MeETombl co3daHusl W TOAJNEPK KA Oe30TaCHBIX
YCIIOBUI JKU3HEACSITCIIBHOCTH, B TOM YHCJI€ TPU BO3HHUKHOBEHHUU YPE3BBIYAHBIX
CUTyalluid B TPOIECCE OPTaHU3AIMH CEPBUCHOTO OOCITYKWUBaHUS MOTpeOUTENned Ha
TpPaHCTIOPTE, B TOM YHCIIE B chepe BO3MYITHOTO TPAHCIIOPTA (M1 CAMOCTOSTEIIHHOTO
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u3ydeHus1). MeToapl co3maHMS M NOAJAEpXKaHUS  O€30MacCHbIX  YCJIOBHUH
KU3ZHEACATEILHOCTH, B TOM YHUCJE MPU BOSHUKHOBEHUU UPE3BBbIUAWHBIX CUTYallUl B
MpOLIECCE OPraHU3alMU CEPBUCHOIO OOCITYKMBaHUS OTPEOUTENIEH Ha TPAaHCIIOPTE, B
TOM 4YHciie B cdepe BO3AYIIHOIO TPAHCHIOPTA (IS CAMOCTOSITEIBHOTO U3YUYEHHS).
MeTtonbl co3/1aHus U MOANEPKKU O€30MaACHBIX YCIOBUN OOCITYKUBaHUS NACCAKHUPOB,
B TOM 4YHCJIE€ 0pH BO3HUKHOBEHUM YPE3BbIUAWHBIX CHUTyallMii B  Mpolecce
OpraHu3aldyd CEPBUCHOTO OOCIYyXUBaHUS TOTpeOUTENe HAa TPAHCIOPTE, B TOM
yuciie B cdepe BO3AYIIHOIO TpaHCHopTa (UIsi CaMOCTOATEIBHOTO U3Y4YEHUS).
Metonbpl IPUMEHEHHsS KIMEHTOOPUEHTUPOBAHHBIX TEXHOJOIMA B CEPBUCHOMU
JeSITENBbHOCTH Ha TPAHCIIOPTE B YCIOBUSIX B3aUMOJEHCTBUS C MOTPEOUTENSIMHU, B TOM
YlClie WHTEPHET-NPOABUKEHUS YCIYr B TPOLECCEe OpraHU3alMH CEPBHCHOIO
oOCny>KMBaHMsI TOTpEOUTENIe Ha TPaHCIOPTE, B TOM 4HUCIE B cdepe BO3AYIIHOTO
TpaHcrnopTa (AJI1 CaMOCTOSITENBLHOTO M3y4yeHus). MeTonpl ydactus B pa3paboTke
CUCTEMBbl KJIMEHTCKUX OTHOIICHWM M OpraHu3aluu Ipolecca 00CiIyKUBaHUS
notpeduTeneld Ha OCHOBE MPUMEHEHHS 3aKOHOIaTEIbHBIX aKTOB U IIPABOBBIX HOPM B
Ipolecce OpraHu3alii CEPBUCHOTO 00CITYKUBaHUS NOTpEOUTENel Ha TpaHCTIOPTE, B
TOM 4Hciie B chepe BO3AYIIHOTO TPAHCIOPTA (JJI1 CAMOCTOSITEIBHOTO HM3YyYEHHUS).
Meronpl ydacTusi B COBEpUICHCTBOBAHWU CHCTEMbl KIMEHTCKHX OTHOILIECHUN B
CEPBHUCHOMN JIEATETLHOCTH Ha TPAHCIIOPTE C MCIOJIB30BAHUEM MHTEPHET-TEXHOJOTUM
B MpOIIECCEe OpraHU3alUU CEPBUCHOTO O0CTYKMBaHUS MOTpeOUTENIEH Ha TPAHCIIOPTE,
B TOM 4HcCIie B cpepe BO3AYUTHOTO TPAHCIOPTA (M1 CAMOCTOSITENIBHOTO U3yUYEHUs).
Meronpsl BiajeHUs TEOPETHUYECKUMH 3HAHUSMH M MPAKTUYECKUMH IpUEMaMU
yIpaBlieHus TMpoekTaMu B cdepe oOCIyXKHBaHUS B TMPOIECCE OpraHU3AINU
CEpBUCHOTO OOCITY)KMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3/YIIHOTO TpaHCMOpTa (151 CAMOCTOSITENIbHOTO U3ydeHus). MeToabl yrpaBieHHUs
TYPUCTCKO-PEKPEALIMOHHBIMH TPOEKTaAMHU, METOAbl IUIAHUPOBAHUS M MOHUTOPUHT
JESTEHPHOCTH CEPBUCHON KOMIIAHUU B cepe TpaHCIIOPTa B MPOIECCE OpraHU3aluu
CEpPBUCHOTO OOCITY)KHBaHHUS TOTpeOUTENIe Ha TpaHCIOPTE, B TOM 4HCIEe B chepe
BO3/yIIHOTO TpaHCIOpTa (UIsI CaMOCTOSITENBHOTO H3y4deHus). MeTonsl BbIOOpa
MaTEpHUAIILHBIX PECYpPCOB, O00OpPYMOBaHMS [IJIsi OCYIIECTBIICHUS Ipollecca CepBHUCa,
MEXaHU3M MPOBEICHUS MEPETOBOPOB C KIMEHTAMH IO MPETEH3UOHHBIM CIIy4asiM U
ONpEENEeHNs] IPUYUH BO3HUKHOBEHHUS MPETEH3MH B IMPOLECCE OpraHU3ALHU
CEepBUCHOT0O OOCTYKMBaHUS MOTpeOUTENel Ha TpaHCIOpPTEe, B TOM 4YHCIE B cdepe
BO3/YLIHOTO TPaHCHOPTa (AJI1 CAaMOCTOSATENBHOIO N3ydeHus). MeTozbl pa3paboTku u
MCIIOJIb30BAaHUSI TUTIOBBIX TEXHOJOTHYECKHX MPOIECCOB, METOABI (hOPMHUPOBAHUS U
BHEJIPEHUSI KOPIIOPATUBHBIX CTAHAAPTOB U PETJIAMEHTOB MPOLIECCOB OOCITYKHBAHUS
notpebuteneii Ha TpaHCHoOpTe (I CaMOCTOSITENIBHOTO U3y4deHHs). MeTossl
B3aMMOJICUCTBUSl € KJIMEHTaMU [0 OpraHu3aluu mpolecca OOCIyKUBaHUS
notpebureneii B cdepe TocTeNpUUMCTBA B MPOLECCE OPTraHU3alUU CEPBUCHOTO
oOcCiTy’)XKMBaHHsI MOTpeOuTeNel Ha TPAHCIOPTE, B TOM 4YHcie B cdepe BO3IYIIHOIO
TpaHcmopTa (IJIsi CaMOCTOSITEIBHOTO U3yueHus). TpeOoBaHUS MPOU3BOJICTBEHHOMN
JUCUUIUIMHBI, NpaBUJ 1O OXpaHe TpyAa U TMOXKapHOW OE30MacHOCTU TMpHU
OCYIIECTBJIEHHH TEXHOJOTHMYECKOI0 Mpoliecca B MPOLIECCE OPraHu3ali CEPBUCHOTO
oOcity>)kuBaHMsI TTOTpeOUTENIe Ha TpaHCIOPTE, B TOM uuciie B chepe BO3AYIIHOTO
TpaHCIIOPTa (11 CAMOCTOATENILHOTO U3y4ueHus ). MeTo/ bl BbIOOpa OpraHu3alluOHHBIX
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pemieHuii 11 (OpPMHUPOBAHUS ~ CEPBUCHOM  cHCTEMBbl  OOCIYKHMBAHHUS  C
UCIIOJIb30BAaHUEM  METOJOB  OpraHu3allid W YIOPaBJICHUS  HMYILIECTBEHHBIM
a’pONOPTOBBIM KOMILIEKCOM M aKTUBAMH CEPBUCHBIX MPEANPUATHI Ha TPAHCIIOPTE B
MpOLIECCE OPraHU3alUMU CEPBUCHOTO OOCITYKMBaHUS NOTPEOUTENIEH Ha TPAaHCIIOPTE, B
TOM 4Hciie B chepe BO3AYIIHOIO TPAHCIOPTA (JJII CAMOCTOSITEIBHOIO HM3YyYEHHUS).
Metonbl  OCYHIECTBICHUS  OPraHM3allMOHHOIO  OOCIY>KMBAHMS ~ ABUALIMOHHOM
MHQPACTPYKTYphl M OpPraHU3ALMOHHOTO OOEecledYeHusl IMpolecca CEPBUCHOTO
oOCNy’KMBaHMSI B a’poONopTy HU Ha OOpPTy BO3AYIIHOIO CyJHAa B Ipolecce
OpraHu3alliyd CEPBUCHOTO OOCIYyXUBaHUS TOTpeOUTENe HAa TPAHCHOPTE, B TOM
yuclie B cpepe BO3YIIHOIO TPAHCTIOPTA ([l CAMOCTOSITEIbHOTO U3YUEHUS ).

Tema 14. Ilpouecchl ymnpaB/ieHHsl, OPraHM3alMOHHAsl CTPYKTypa H
NMPON3BOJCTBEHHbINI MEHEIKMEHT CEPBHCHOIO MPEANPUSITHS HA TPAHCHOPTe, B
TOM 4mcJie B cpepe BO3AYIIHOTO TPAHCIOPTA

[IpeanpusiTrs, OKa3bIBAIOIIME YCIYTHM HACEJICHUI0 HA TPAHCIOPTE, B TOM
yuciie B cdepe Bo3aymHoro tpaHcnopra. OcoOeHHOCTH 0O0Iero yhpaBlICHHS
CEpPBUCHBIM TIPEANPHUATHEM Ha TPAHCIOPTE, B TOM 4YHCiIEe B cdepe BO3IYIIHOTO
TpaHcropTa. OyHKIMH U 3aJja4u OOIIETO YNPABJICHHUS CEPBUCHBIM MPEANPUIATUEM Ha
TpaHCIIOPTE, B TOM 4HCJIE€ B cdepe BO3AYIMIHOro TpaHcmoprta. OpraHu3ainnoHHAs
CTPYKTypa CEPBHUCHOTO TPEANPHUSATHS Ha TpPaHCHOpPTe, B TOM uHclIe B cdepe
BO3JYIIHOTO TpaHcnopra. OpMbl OpraHU3alMM CEPBUCHBIX MPEANPUATHN Ha
TpPaHCIIOPTE, B TOM 4HCie B cdepe BO3AyIIHOro TpaHcmopTa. [Ipon3BoicTBEeHHBIN
MeHeHKMEHT. OCOOEHHOCTH TMPOU3BOJCTBEHHOTO MEHEIX)KMEHTAa Ha CEPBHCHOM
NOPENNPUSATAN Ha TPAHCIIOPTE, B TOM 4HUCJe B chepe BO3AYIIHOTO TpaHcmopTa (s
CaMOCTOSITEJILHOTO M3y4eHHUs). MeTOopl MOUCKa, KPUTHUECKOr0 aHajlu3a U CHUHTE3a
uH(OpMaIMKM B TMPOIECCE OpraHU3aIlMd CEPBUCHOTO OOCITYKHMBAHUS TOTPEOUTEICH
Ha TpaHCIOpTe, B TOM uYuciae B cdepe BO3AYIIHOrO TpaHcmopra (s
CaMOCTOSITEJILHOTO H3y4YeHHUs1). MeXaHu3M CHCTEMHOTO TMOAXOAa JUIsl PEIICHUS
MOCTABIICHHBIX 3a/lad B IIPOILIECCE OPTaHU3AIMH CEPBUCHOTO OOCITYKUBAHUS
notpeduTeneld Ha TpaHCIOpPTE, B TOM 4YHCJE B chepe BO3MYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO HW3y4yeHHus). MeToabl NPUMEHEHHsS CHCTEMHOIO NoAXoAa s
pEIICHHs TTOCTABICHHBIX 33724 B MPOIECCE OPTaHU3AIMKA CEPBUCHOTO O0OCITYKUBAHUS
MoTpeOuTeNe Ha TPAHCIIOPTE, B TOM YHUCJE B chepe BO3MYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJIbHOTO  HM3YYEHUS). Mertoael  OCYHIECTBIIEHHS  COLMAJIBHOIO
B3aMMOJICUCTBUS U pea3allid CBOEH pOJIM B KOMAaHIE B MPOLIECCE OpPraHU3aliu
CEepBUCHOTO OOCTY)KMBaHUS MOTpeOUTENEl Ha TpaHCIOPTE, B TOM 4ucie B chepe
BO3IYLIHOTO TpaHCHOpTa (Ji1 CaMOCTOSATENBbHOIO U3y4yeHus1). MeTo bl onpeaeneHus
U pealu3ali CBOEH pPOJM B KOMaHAE B IMPOIECCE OpPraHu3allid CEPBUCHOTO
oOCIy)KWBaHMsI TIOTPEOUTENIC HAa TPAHCIIOPTE, B TOM YHCIE B cdepe BO3AYIIHOTO
TpaHCHopTa (711 CaMOCTOSITEILHOTO U3y4YeHHUs ). MeToibl 00ecieueHus! COLUaIbHOTO
B3aUMOJICUCTBUSI B  MpOILlECCE€  OpraHu3allMd  CEPBUCHOrO  OOCIYKUBaHUS
noTpeduTeneil Ha TpaHCIOPTE, B TOM YHUCJE B cdepe BO3AYUIHOTO TpaHcmopTa (AJis
CaMOCTOSITEJILHOTO  M3y4eHusi).  MeToabl  BOCIPUSATHUS MEKKYJIbTYPHOTO
pa3zHooOpa3us 00IIeCTBA B COIMATIBHO - HCTOPUUYECKOM, dTHYECKOM B (PUITI0COHCKOM
KOHTEKCTax B MPOLIECCE OPraHU3alMKU CEPBUCHOIO OOCITYKMBaHUS MOTpeOUTENe Ha
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TpaHCIOPTE, B TOM YHCIIE B chepe BO3AYLUIHOrO TpaHCHopTa (AJi1 CAaMOCTOATEIbHOTO
u3ydeHus1). MeToapl NpUMEHEHUs OCOOEHHOCTEN MEXKYJIbTYPHOTO pa3zHooOpa3us
oOlIecTBa B MPOILIECCE OpraHU3aldy CEPBUCHOrO OOCIYKMBAaHMS MOTpeOHUTENEed Ha
TpaHCIOPTE, B TOM YKCIIE B c(hepe BO3AYLUIHOrO TpaHCHopTa (AJi1 CAMOCTOATEIbHOTO
u3ydeHus). MeToasl pEIICHHs] TMPOU3BOJCTBEHHBIX KOH(JIMKTOB C Yy4ETOM
OCOOCHHOCTEH MEXKYJIBTYPHOTO Pa3HO00Opa3us O0IIeCTBa B MPOIECCe OpraHU3aIuu
CEpPBUCHOTO OOCIy)XKMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3JIYIIIHOT'O TpaHCHOpTa (IJIsI CaMOCTOSITENIbHOIO M3Y4YeHUs). MeToabl co3AaHus U
MOJJICPKKA  OE30MAaCHBIX YCIOBHH KU3HEACITENPHOCTH, B TOM UHCIE TMpH
BO3HMKHOBCHUHM YPE3BBIYAMHBIX CHTYyallMii B TPOIECCE OpPraHU3allid CEPBUCHOTO
oOcCny>KMBaHMsI TIOTpEOUTENIed Ha TpPaHCIOpTE, B TOM 4HClE B cdepe BO3AYIIHOTO
TpaHcnopTa (JUIsl CAMOCTOSITENILHOTO U3y4YeHUs ). MeTobl Co3/jaHusl U MOAep>KaHus
0€30MacHBIX YCJOBHHA JKWU3HEJESATEIILHOCTH, B TOM 4YHCJIE MPH BO3HHUKHOBCHHH
Ype3BBIYAMHBIX CUTyallMid B MPOIIECCE OPTaHM3aIMH CEPBHUCHOTO OOCITYKWBaHUS
notpebuTeNneld Ha TpaHCHOPTE, B TOM 4Hcie B chepe BO3AYIIHOTO TpaHCHopTa (JJs
CaMOCTOSITEJILHOTO HM3Yy4YeHHs). MeTonbl co3gaHus W TMOAAEPKKUA Oe30IMaCHbIX
YCIOBUM OOCITYXHMBaHHS TMAcCaXUpPOB, B TOM YHCIE TPH BO3HUKHOBCHHH
YpEe3BBIYAMHBIX CHUTyallMid B MPOIIECCE OpPTaHM3aIlMH CEPBUCHOTO OOCIYKHBaHUS
notpebuTeneld Ha TpaHCHOpPTE, B TOM 4Hcie B chepe BO3AYIIHOTO TpaHCIopTa (JJs
CaMOCTOSITETTLHOTO M3y4YeHHUs1). MeToJpl TpPUMEHEHHUS KIMECHTOOPHEHTUPOBAHHBIX
TEXHOJOTUA B  CEPBUCHOM  JESATEJBHOCTH HA TPAHCIOPTE B  YCJIOBUSX
B3aMMOJICHCTBUS C TIOTPEOUTENIIMH, B TOM YHUCJI€ MHTEPHET-TIPOJBUIKEHUSI YCIyT B
Ipolecce OpraHu3alui CEPBUCHOTO 00CITYKUBAaHUS OTpEOUTENel Ha TPaHCTIOPTE, B
TOM 4YHciie B chepe BO3AYIIHOTO TPAHCIOPTA (IJI1 CAMOCTOSITEIBHOTO HM3yYEHHUS).
Mertonbl yyacTusi B pa3pabOTKe CHUCTEMBI KIMEHTCKUX OTHOIIEHWW W OpraHu3aluu
nporecca 00CIy)KUBaHUSA MOTpeOHUTeNel Ha OCHOBE MPUMEHEHHS 3aKOHOATEIbHBIX
aKTOB M TMPABOBBIX HOPM B TMPOIIECCE OPTraHU3AIMU CEPBHCHOTO OOCIYKHUBaHUS
notpeduTeneld Ha TpaHCIOpPTE, B TOM 4YHCIE B c(epe BO3MYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJIbHOTO M3y4eHHUs). MeTOoJbl y4yacTus B COBEPIICHCTBOBAHUM CHCTEMbI
KJIUEHTCKUX OTHOIIEHUH B CEPBUCHOM JESITEIBHOCTH Ha TPAHCIOPTE C
HCIOJIb30BaHUEM MHTEPHET-TEXHOJOTHM B TMpoliecce OpraHu3alud CEPBUCHOTO
oOCIy>KMBaHMsI TIOTPEOUTENICH HAa TPAHCIIOPTE, B TOM YHUCIE B cdepe BO3AYIIHOTO
TpaHcmopTa (IS~ CaMOCTOATENBHOTO  M3y4eHHs).  MeTombl BIIAJICHUS
TEOPETUYECKUMHU 3HAHUSIMU M MPAKTUUECKUMU MPUEMaMH yIIPaBICHUS MPOCKTaMU B
chepe oOcmyKUBaHUS B TMPOIECCE OpraHU3alMM CEPBUCHOTO OOCITYKWBaHUS
notpebuTenei Ha TpaHCIOpPTE, B TOM YHUCIE B cepe BO3AYLUIHOIO TpaHCIopTa (ais
CaMOCTOSITETILHOTO HM3y4eHHs). MeToNbl ympaBieHHUS TYPUCTCKO-pPEKpearmOHHBIMU
MPOCKTaMH, METOJbl TUIAHUPOBAHUS W MOHUTOPUHT JIEITEIBHOCTH CEPBUCHOM
KOMIaHuu B cdepe TpaHCOpTa B MpoLECCEe OpraHu3aludd  CEPBHUCHOTO
oOCiTy>)KMBaHMsI TOTpeOUTeNeld Ha TPAHCIOPTE, B TOM 4YHCIE B chepe BO3IYIIHOTO
TpaHCHoOpTa (IIJI1 CaMOCTOATENbHOrO M3yuyeHus). Metoasl BbIOOpa MaTepuaabHbBIX
pecypcoB, 000pyIOBaHHSA JJI1 OCYLIECTBIEHHS Ipolecca CEpBUCA, MEXaHU3M
MIPOBEICHUS TIEPETOBOPOB C KIMEHTAMU TT0 IPETCH3MOHHBIM CITydasM U OTIPEIeTICHUS
MPUYMH BO3HWKHOBEHUS TPETEH3WH B TMPOIECCe OpraHW3aldd CEPBUCHOTO
oOciy>)kuBaHMsI TOTpeOUTeNie Ha TpaHCHOpPTE, B TOM 4Hcie B chepe BO3AYUIHOTO
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TpaHcmopTa (A1 CaMOCTOSITENBHOTO  M3y4yeHHus). Metoasl  pa3paboTku U
MCTIOJIb30BAaHUS THIIOBBIX TEXHOJIOTMYECKHUX IMPOIECCOB, METOABI (POPMUPOBAHUS U
BHEPEHHUSI KOPIOPATHUBHBIX CTAaHAAPTOB M PETIAMEHTOB IMPOLIECCOB OOCTYKUBAHUS
notpeburtenei Ha TpaHCHoOpTe (IS CaMOCTOSITENIBHOTO H3y4deHUusi). MeToibl
B3aMMOJACHCTBHS C KJIMEHTaMHd TI0 OpraHM3alid TMpolecca 0O0CTyKUBaHUS
norpebuteneil B cdepe rocTenpuuMCTBa B MPOLECCE OPraHU3ALMHU CEPBUCHOTO
oOcnyKMBaHMsI TIOTpEOUTENIed Ha TPAHCIIOPTE, B TOM 4HUCIE B cdepe BO3AYIIHOTO
TpaHCIopTa (VI CaMOCTOSITENIFHOTO W3y4eHHs). TpeOoBaHMS MPOU3BOJCTBEHHON
IUCIMIUIMHBI, TPaBWI TI0O OXpaHe Tpyda U TOXApHOH OE30MacHOCTH TpH
OCYIIECTBJICHHH TEXHOJOTHUYECKOIo IMpoliecca B MPOIIECCe OPraHu3alii CEpBUCHOTO
oOcCny>KMBaHMsI TIOTpEOUTENIed Ha TpPaHCIOpTE, B TOM 4HClE B cdepe BO3AYIIHOTO
TpaHCIopTa (71 CaMOCTOSITENIFHOTO M3yUueHHs ). MeTo bl BHIOOpa OpraHN3aIMOHHBIX
pemieHudt s GOpMHpOBAaHHMS  CEPBUCHOW  CHCTEMBI  OOCITY>KMBaHUS  C
UCTIOJB30BAaHMEM  METOJOB OpTaHM3allMM W YIPaBJICHUS  WMYIIECTBEHHBIM
a’pOMOPTOBBIM KOMIUIEKCOM M aKTHBaMH CEPBHUCHBIX MPEANPUATHI HA TPAHCIIOPTE B
npolecce OpraHu3alui CEpBUCHOTO 00CITYKUBaHUs NOTpeOUTENe Ha TpaHCIIOPTE, B
TOM 4Hciie B chepe BO3AYIIHOTO TPAHCIOPTA (JJI1 CAMOCTOSITEIBHOTO HM3YyYEHHUS).
MeToapl  OCYIIECTBICHUS  OPTaHM3AIIMOHHOTO  OOCIY)XKMBAaHHS  aBHAIIMOHHOW
MHPPACTPYKTYPHl W OPraHHW3aI[MOHHOTO OOECledYeHHus TpoIecca CEepBUCHOTO
oOCIy>KMBaHMSI B a’poONopTy ©U Ha OOpPTy BO3AYIIHOIO CyJHA B IMpolecce
OpraHu3allid CEPBUCHOTO OOCITYyXUBaHUS TOTpeOUTENe Ha TPAHCIOPTE, B TOM
yuclie B chepe BO3YIIHOTO TPAHCTIOPTA (Il CAMOCTOSITEIbHOTO U3YUCHUS ).

Tema 15. BakHelimiue pa3sHOBMIHOCTH COIMAJIBLHOI0O MEHEIKMEHTA HAa
CEPBHCHOM MNpeANPUSITHM HA TPAHCIOPTEe, B TOM 4YHcJe B cepe BO3IYLIHOIO
TPaHCIOPTA

Hcnonb3oBaHue OCHOB  COIMAIBHOTO MEHEDKMEHTA Ha  CEPBUCHOM
NPENNpUsSTAU Ha TPAHCIOPTE, B TOM YHcIe B cdepe BO3AYIIHOTO TpPaHCIOPTA.
MeHeKMEHT MepcoHaia Ha CEPBUCHOM MPEANPUITUH Ha TPAHCIIOPTE, B TOM YUCIIE B
chepe BO3AymIHOTO TpaHcrnopTa. OCOOEHHOCTH COIMATBHOTO MEHEIKMEHTa B
oOCIMy>KMBaHMHM Ha TPAHCIOPTE, B TOM 4YHUCIE€ B cdepe BO3AYIIHOTO TPaHCIOPTA.
Oco0eHHOCTH MEHEPKMEHTA TepCoHaIa Ha IPEANPHUITHIX CEpBUCA HA TPAHCTIOPTE, B
TOM 4HCIIe B cpepe BO3AYNTHOTO TPAHCIIOPTA B Pa3BUTHIX cTpaHax. B3ammonelicTBue
C IOTPEOUTENIIMH yCITYT KaK yIpaBiIeHYecKas 3a/1ada 00CIIy>)KMBaHUS HA TPAHCTIOPTE,
B TOM 4HuCJI€ B cdepe BO3AYIIHOTO TPAHCIOPTA. 3aKOHOMEPHOCTH M TPUHITUIIBI
B3aUMOJICUCTBUSl TPEACTaBUTEIEH MEHEI)KMEHTa C MOTPEOUTENsIMA B TMpoIEcce
oOCITy>KMBaHMs Ha TPAHCTIOPTE, B TOM 4YHCIe B cepe BO3AYIIHOTO TpaHCTOpTa (st
CaMOCTOSITEIbHOTO M3Yy4yeHHUs). MeToAbl MoucKa, KPUTHUECKOTO aHaliv3a U CHHTE3a
uH(pOpMAIK B MPOIIECCE OPraHU3alUM CEPBUCHOTO OOCITY)KMBAaHHS TMOTpeOUTECH
HAa TpaHCIOPTe, B TOM uWcie B cdepe BO3AYINIHOTO TpaHCHIoOpTa (IS
CaMOCTOSITEJILHOTO U3Yy4YeHHUs). MexaHu3M CHUCTEMHOIO NOAXOAa [JIsi PEIICHUS
MOCTaBJICHHBIX 3aJad B TMPOLECCE OPTraHU3alMU CEPBUCHOTO OOCIYKUBAHUS
noTpeduTesiel Ha TpaHCIOPTE, B TOM YHUCJE B cdepe BO3AYUIHOTO TpaHcropTa (AJis
CaMOCTOSITEJILHOTO U3Yy4yeHHUs). MeToabl NMPUMEHEHHUsS] CHCTEMHOTO IMOJAXO0Aa JIs
pelieHrs MOCTaBICHHBIX 3a/1a4 B MPOLIECCE OPTaHU3ALMU CEPBUCHOTO OOCTYKHUBAHUS
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NoTpeduTeNe Ha TPAHCIIOPTE, B TOM YHUCJE B c(epe BO3IYIIHOIO TpaHcnopTa (A
CaMOCTOSITEIFHOTO ~ W3Y4YeHHs).  MeTOoAbl  OCYIIECTBICHUS  COLMAIBHOTO
B3aMMOJCHCTBHS M peaju3alliil CBOCH pPOJIM B KOMaHE B MPOIECCe OpPraHU3aINU
CEpPBUCHOTO OOCIyXKMBaHUS MOTpeOHUTENEl Ha TPAHCIOPTE, B TOM uucie B chepe
BO3/YIITHOTO TPAaHCTIOPTA (AJIs1 CAaMOCTOSATEIBHOTO U3YUYeHHS ). METOBI ONpe/IeIeHNUs
U peanu3alii CBOCH pOJIM B KOMaHAE B MPOIECCe OpraHU3allMd CEPBUCHOTO
OOCITy)KMBaHHs TMOTpPEeOUTENed Ha TPAHCIOPTE, B TOM 4YHCIE B Chepe BO3IYIIHOTO
TpaHCHopTa (711 CaMOCTOSTEIIBHOTO U3y4YeHHUs ). MeTo1bl 00ecTieYeHUsT COIUATIbHOTO
B3aMMOJACHCTBHS B  MpPOIECCe  OpraHU3alldd  CEPBUCHOTO  OOCITYKHWBaHUSA
notpeOuTeNnel Ha TPAHCIOPTE, B TOM YHCIe B cepe BO3AYIIHOTO TpaHCIopTa (s
CaMOCTOSITEIHOTO ~ W3YYEHHs).  METOAbl  BOCHPHUATHSA MEXKYITbTYPHOTO
pa3HooOpasust 00IIecTBa B COIMAIBHO - HCTOPUYECKOM, ITHUECKOM U (prtocodhckoM
KOHTEKCTaX B MPOIECCEe OpraHU3aI[i CEPBUCHOTO OOCITYKMBaHUS MOTpedHUTENeH Ha
TPaHCIIOpPTE, B TOM YHUCIE B chepe BO3AYNTHOTO TPAHCTIOPTA (711 CaMOCTOSTEIBHOTO
u3ydeHus). MeToapl MPUMEHEHUsT OCOOEHHOCTEH MEXKYJIbTypHOTO pPa3HOOOpasus
o0IIecTBa B IMPOIIECCE OPTaHM3AIMH CEPBHCHOTO OOCITY)XKMBAHHsS MOTpeOUTENeH Ha
TPaHCIIOPTE, B TOM 4YHUCIE B chepe BO3AYNTHOTO TPAHCTIOPTA (11 CaMOCTOSTEIIBHOTO
u3ydeHusi). MeToabl pelieHUs] TPOM3BOACTBEHHBIX KOHQIMKTOB C y4ETOM
0COOCHHOCTEH MEXKYJIBTYPHOTO Pa3HOOOpasus oOIIecTBa B MPOIECCe OpraHu3aluu
CEpBHUCHOTO OOCTY)KMBaHUS MOTpeOUTENeld Ha TpaHCIOpPTE, B TOM 4YHCIE B cdepe
BO3/YIIHOTO TpaHCIOPTa (JJI1 CAMOCTOATENILHOTO M3y4deHus). MeTonbl co3anus u
NOJJICP)KKM  O€30MacHBIX YCJIOBUM JKM3HEAECSATENHHOCTH, B TOM YHCIE TIpU
BO3HUKHOBEHUHM YpPE3BBIYAMHBIX CUTYyallMii B MPOLIECCE OpPraHU3allid CEPBHCHOTO
oOCIy>KMBaHMsI TIOTpEOUTENIe Ha TPAHCIIOPTE, B TOM YHCIE B cdepe BO3AYIIHOTO
TpaHcTopTa (JUIsl CAMOCTOSITENILHOTO U3y4YeHUs ). MeTO bl CO3/JaHusl U MO AepKaHus
0e30macHbIX YCIOBUN KU3ZHENEATETLHOCTH, B TOM 4YHCJIE€ MPHU BO3HUKHOBEHUU
Ype3BbIUAMHBIX CHTYallMd B TMPOIECCE OPTraHU3AIMH CEPBUCHOTO OOCITYKHBAHUS
norpeduTenel Ha TpaHCIOpPTE, B TOM 4YHCJE B chepe BO3AYIIHOTO TpaHCIOpTa (IJs
CaMOCTOSITEJILHOTO HW3Yy4YeHHs). MeTonbl co3gaHusi W TOAAEPKKUA Oe30IMacCHbIX
YCIOBUM  OOCHY)XKMBAaHHUS TMACCAXUPOB, B TOM UHCIE TPH BO3HUKHOBEHUU
Ype3BbIYAMHBIX CUTyallud B MPOLIECCE OpPraHMU3allMd CEPBUCHOTO OOCIYKHUBaHUS
notpeduTenei Ha TpaHCIOpPTE, B TOM YHUCIE B cepe BO3AYLUIHOIO TpaHCHopTa (s
CaMOCTOSITETILHOTO HU3y4eHHs1). MeToJapl NpPUMEHEHUS KIMEHTOOPHEHTUPOBAHHBIX
TEXHOJIOTUA B  CEPBUCHOM  JEATEJBHOCTHM Ha TPAaHCHOPTE B  YCIOBHSX
B3aMMOJEHCTBUS C MOTPEOUTENIIMUA, B TOM YHUCJIE MHTEPHET-NPOJBUKEHUS YCIYyT B
MPOLIECCE OPTaHU3AIMU CEPBUCHOTO OOCITYKUBaHUS MOTpEOUTENEH Ha TPaHCIIOPTE, B
TOM 4ucje B cdepe BO3AYIIHOTO TpPaHCHOpTa (ISl CAMOCTOATEIBHOTO W3YUYEHHS).
MeTtoapl yyacTust B pa3paOOTKe CHCTEMBbl KIMEHTCKHUX OTHOIICHWM W OpraHU3aluu
nporecca oO0CITy)KHMBaHHUsI MOTpeOuTeNe Ha OCHOBE MPUMEHEHHUS 3aKOHOJATEeIbHBIX
aKTOB U TPABOBBIX HOPM B IPOLECCE OPraHU3alliud CEPBUCHOTO OOCITYKHWBaHUS
noTpeduTenei Ha TPaHCIOpPTE, B TOM YHUCIE B cepe BO3AYLIHOTO TpaHCIopTa (s
CaMOCTOSITETTLHOTO M3Y4YEeHHS). METOAbl ydacTusi B COBEPIICHCTBOBAHHM CHUCTEMBI
KJIMCHTCKUX OTHOIIGHWHA B CEPBUCHON JEATENbHOCTH Ha TPAHCIOPTE C
UCIIOJIb30BaHUEM HMHTEPHET-TEXHOJIOTHM B TMPOLECCe OPTraHMU3aluh CEPBHUCHOTO
oOciy>)kuBaHMsI TOTpeOUTeNie Ha TpaHCHOpPTE, B TOM 4Hcie B chepe BO3AYUIHOTO
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TpaHcmopTa (AN CaMOCTOSITENIBHOTO — W3Yy4eHHs).  MeTossl BJIaJICHUSA
TEOPETHUECKUMHU 3HAHUSMHU U MPAKTHYECKUMH MTPHEMaMH yTIPABICHHS TPOSKTaMU B
chepe oOCTy)KHBaHUS B TIPOIIECCE€ OPraHU3alUd CEPBUCHOIO OOCTYKUBaHUS
noTpeduTeNe Ha TPAHCIIOPTE, B TOM YHUCJE B cpepe BO3AYIIHOrO TpaHCHopTa (IJis
CaMOCTOSITETTFHOTO W3Y4YEeHHs). METOABl YIpaBlIEHUS TYPHCTCKO-PEKpEearlMOHHBIMU
MPOEKTaMHU, METOJAbl TUIAHUPOBAHUS W MOHUTOPUHT JESTEIBHOCTH CEPBUCHOM
KoMIaHuu B cdepe TpaHCOpTa B TMPOIECCEe OpraHu3aldd  CEPBHUCHOTO
oOcCTy)XMBaHHs TOTpeOUTENel Ha TpaHCIOpPTE, B TOM 4YHCIE B chepe BO3AYIIHOTO
TpaHCHOpTa (M1 CaMOCTOATENBHOTO M3yuyeHus). MeToasl BeIOOpa MaTepuaabHBIX
pecypcoB, 00OpYyIOBaHHS I OCYIIECTBICHUS TMpOIEcca CEpPBUCA, MEXaHHU3M
NPOBEACHUS NIEPETOBOPOB C KIIMEHTAMH IO MPETEH3UOHHBIM CITydasiM U OTIPE/ICIICHUS
NpUYMH BO3HUKHOBEHHUS TMPETEH3WH B TMpoIecce OpraHu3aldd  CEepBHCHOTO
oOCITy)KMBaHHs TMOTpEeOUTENed Ha TPAHCIOPTE, B TOM 4YHCIE B Chepe BO3IYIIHOTO
TpaHCmopTa (I7s1  CaMOCTOSITENFHOTO — M3ydeHus). Meronbl  pa3paboTKu |
MCTIOh30BaHMs TUIIOBBIX TEXHOJIOTUYECKUX IMPOIECCOB, METOABI (POPMUPOBAHUS U
BHE/IPEHUSI KOPIIOPATHBHBIX CTAaHIAPTOB M PETIIAMEHTOB IPOIIECCOB OOCTYKUBAHUS
norpeOuTeneld Ha TpaHCHOPTE (IJISI CaMOCTOSITENILHOTO W3Y4eHHs). MeTosl
B3aUMOJICUCTBHS C KJIMEHTaMH TI0 OpraHM3aluHd Tpolecca 0O0CTyKWBaHUS
norpebuteneld B cdepe TOoCTEMPUUMCTBA B TPOIECCE OPTaHU3alUU CEPBUCHOTO
oOCITy)KMBaHHsI TOTPEOUTENIel HAa TPAHCIOPTE, B TOM 4YHCIE B Chepe BO3IYIIHOTO
TpaHcmopTa (IUIsl CaMOCTOSITENIBHOTO HW3y4yeHHs). TpeOoBaHUS MPOU3BOACTBEHHOM
TUCIUIUIMHBI, TPaBWJI 1O OXpaHe Tpyla U TMOXapHOW Oe30MacHOCTH TpH
OCYIIECTBJICHHH TEXHOJOTHYECKOI0 IMpoliecca B MPOIIECCe OPraHu3alii CEPBUCHOTO
oOCIy>KMBaHMsI TIOTpEOUTENIel Ha TpPaHCIOpTE, B TOM 4HCie B cdepe BO3AYIIHOTO
TpaHcTopTa (711 CaMOCTOSITENIbHOTO M3y4ueHust). MeTo bl BbIOOpa OpraHu3aluOHHBIX
pemieHut 111 GOPMUPOBAHUS ~ CEPBUCHOM  CHCTEMBbl  OOCHYKHUBAaHHUS  C
UCIIOJIb30BAaHMEM  METOJIOB  OpraHU3allMk H  YIOPaBJICHUS  MMYIECTBEHHBIM
a’pOMOPTOBBIM KOMILJIEKCOM M aKTUBAMH CEPBUCHBIX MPEANPUATHI HA TPAHCIIOPTE B
IpoIecce OpraHu3alii CEPBUCHOTO 0OCITYKUBAaHUS OTPEOUTENeH Ha TPAHCTIOPTE, B
TOM 4YHclieé B chepe BO3IYIIHOTO TpaHCIOPTa (IJs CAMOCTOSITENIBHOTO H3YUCHHS).
MeToapl  OCYIIECTBIEHUS  OPraHU3AIlMOHHOTO  OOCIY)XMBaHHS  aBUALIMOHHOU
UHQPACTPYKTYpbl W OpPraHU3alMOHHOTO OOecleYeHHuss Tpolecca CEPBUCHOTO
OoOCIy)KMBaHMsSI B a’poONoOpTy © HAa OOpPTy BO3AYIIHOTO CydHA B Ipoliecce
OpraHM3allud CEPBUCHOTO OOCIYKHMBaHUSA MNOTpeOUTENe Ha TpaHCIOPTE, B TOM
qucie B cepe BO3AYUTHOIO TPAHCIIOPTA (11 CAMOCTOSITENIEHOTO U3YUYCHHUS).

Tema 16. Mapkerunr u omnpenenenne 3PPeKTUBHOCTH PadOThI
CEPBHCHOI0 NMpeANPUATHS HA TPAHCHOPTE, B TOM 4ucje B cdepe BO3IYIIHOIO
TPaHCIOPTA

Mecto cepBuca B CUCTEME MApKETUHTOBOW JEATEIBHOCTU TMPEANPHUATHS Ha
TPAHCTIOPTE, B TOM 4uCie B cepe Bo3aymHOTO TpaHcmopra. CTpaTerus U TaKTHKa
MapKeTHUHTa CEPBUCHOTO NPEANpPUITHS Ha TpaHCHOpPTE, B TOM 4YucIe B cdepe
BO3AYIIHOTO  TpaHcnopta.  (OCOOEHHOCTM  CErMEHTUPOBAHUS  BHYTPEHHETO
MOTpeOUTENILCKOTO phiHKa Poccuu Ha TpaHcHopTe, B TOM 4Kclie B chepe BO3AYIIHOTO
tpaHcnopTa. [IpeanponaxkHoe U mociaenpogaxHoe 0OCIyKUBAHUE B JCSATEILHOCTH
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NpEANpUsATUS HAa TPaHCHOpPTE, B TOM uwucie B cdepe BO3AYIIHOTO TPaHCHOPTA.
Crpareruu nocienpoIakHOro 00CIy>KUBaHUS HA TPAHCIIOPTE, B TOM 4uciie B chepe
BO3IYIIHOTO TpaHcmopTa. OpraHuzanus MOCIENPOJAKHOTO OOCTY>KUBaHUS Ha
TpaHCIOPTE, B TOM YHCie B cepe BO3AYIIHOTO TpaHCcropTa. JIorucTrka cepBUCHOTO
o0cIy>)KMBaHMsI Ha TPAHCIIOPTE, B TOM 4YHCie B cdepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITEILHOTO M3yueHus1). MaauBumyansHoe oOCTy)XKMBaHUE Ha TPaHCHOPTE, B
TOM 4Yuclie B cdepe BO3AYIIHOTO TPAHCIOPTAa KaK CaMOCTOSITENIbHBIA BH/I
npo¢eCCUOHATILHON JEATETLHOCTU (IJIs1 CaMOCTOSITEIbHOTO M3y4yeHus). TeHaeHIIuu
COBPEMEHHOI'O0 CEpBHCAa Ha TPAHCIOPTE, B TOM 4Yucie B cdepe BO3IYIIHOTO
TpaHCIIOPTAa: OMACHOCTM M HOBBIE BO3MOXHOCTH JUIA TpEeAnpUsTUs (s
caMOCTOATENbHOTrO u3ydeHus). Omnpenenenne o6me 3pPexTuBHOCTH PaOOTHI
OpeANpUsITHS CepBHUCA Ha TpPAaHCIOpPTEe, B TOM 4YHUCIE B cdepe BO3AYIIHOTO
TpaHcmopTa (i  CaMOCTOSITeNbHOTO  u3ydeHusi). (OCHOBHbIE TOAXOJBI K
onpenesneHn0 d(PGEKTUBHOCTH TPOU3BOJCTBEHHBIX CEPBUCHBIX TMPEANPUATANA Ha
TpPaHCIIOPTE, B TOM 4uciie B cepe BO3AYIIHOTO TpaHCTIOpTa (11 CAMOCTOSITETLHOTO
u3ydeHus). PacumimpeHHbIH TOAXOJA K omnpenencHuto 3()QPEeKTUBHOCTA CEPBUCHOTO
OpEeANpHUATHS Ha TPAHCIIOPTE, B TOM 4YHCJIE B chepe BO3AYITHOTO TpaHcTopTa (s
CaMOCTOSITEILHOTO M3y4yeHHus). MeTobl MOoMcKa, KPUTHYECKOTO aHaliv3a M CHHTE3a
uH(OpMaIMK B MPOIECCE OpraHU3aIlMd CEPBUCHOTO OOCITYKHBAHUS TOTPEOUTENICH
HAa TpaHCIOpTe, B TOM uHclIe B cdepe BO3AYINIHOTO TpaHcmopTa (aJis
CaMOCTOSITEJILHOTO H3y4YeHHUs1). MeXaHu3M CHUCTEMHOTO TMOAXOAa JUIsl PEIIeHHs
MIOCTABJICHHBIX 3a/lad B IIPOILIECCE OpPTaHU3AIMH CEPBUCHOTO OOCITYKUBaHUS
notpeduTeNneld Ha TpaHCIOpPTEe, B TOM YHCJE B chepe BO3AYIIHOTO TpaHCHopTa (IJis
CaMOCTOSITEJILHOTO H3y4yeHUs1). MeToabl NPUMEHEHUS CUCTEMHOrO IMOAXOoAa IS
pEIIeHHs TOCTABIICHHBIX 3aj[a4 B TIPOIIECCe OpPTraHu3alllKi CEPBUCHOTO O0CITYKUBAaHUSA
norpeduTeneld Ha TpaHCIOpPTE, B TOM YHCJE B chepe BO3AYIIHOTO TpaHCIOpTa (IJs
CaMOCTOSITETILHOTO  W3YYCHHS). Meroasl  OCYIIECTBICHHS  COILMAIBLHOTO
B3aMMOJICHCTBUSI M peaiu3allii CBOEH POJM B KOMaHJAE B MPOIECCe OpraHU3alluu
CEpPBUCHOTO OOCIIY)KHBaHHUSI TOTpeOUTENIe Ha TpPaHCIOpPTE, B TOM 4YHCIEe B cdepe
BO3/YIIHOTO TPAHCIIOPTa (M1 CAMOCTOSITEIHLHOTO U3YydeHHs1). MeTobl orpeaeeHus
U pealu3alMi CBOEH pPOJM B KOMaHAE B IMPOIECCE OpPraHu3allud CEPBUCHOTO
oOcny>KMBaHMsI TIOTpEOUTENIe Ha TPAHCIOPTE, B TOM YHCIe B cdepe BO3AYIIHOTO
TpaHCHopTa (J11 CAaMOCTOSITEILHOTO U3y4YeHHUs ). MeTo1bl 00ecieueHus! COLUAIbHOTO
B3aUMOJIEMCTBUS B  NPOLIECCE€  OpraHW3alld  CEPBUCHOrO  OOCIYKUBAaHUS
noTpeOuTeNe Ha TPAHCIIOPTE, B TOM YHUCJe B cepe BO3MYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO ~ M3y4eHusi).  MeToapl  BOCIHPUSATHUSA MEKKYJIbTYPHOTO
pa3HoOOpa3us OOIIECTBA B COMMAIBHO - UCTOPHIECCKOM, ITHICCKOM M (prtocodckom
KOHTEKCTax B MPOIECCE OPraHU3allMi CEPBUCHOTO OOCIIYKHMBAaHUS MOTpeOUTENe Ha
TPAHCTIOPTE, B TOM YHCIIe B chepe BO3AYITHOTO TpaHCTIOPTA (I CAMOCTOSTEILHOTO
M3y4deHus). MeToabl NMPUMEHEHUST OCOOCHHOCTEM MEXKKYJIBTYPHOI'O pa3zHOOOpa3us
o0IecTBa B MPOIECCE OPTaHHM3AIMU CEPBUCHOTO OOCTYXMUBAaHUS MOTPEOUTENCH Ha
TPAHCIIOPTE, B TOM uHuciie B cepe BO3AYIIHOTO TpaHCIOpTa (AJisI CaMOCTOATEIBHOTO
u3yueHus). MeTolbl pelieHusi MPOU3BOJACTBEHHBIX KOH(DJIMKTOB C YYETOM
0COOEHHOCTEW MEXKYJIBTYPHOTO pazHOOOpa3us OOIEeCcTBa B MPOIECCE OpraHU3aAMH
CEpPBUCHOIO OOCIYyXMBaHUSI MOTpeOUTENE Ha TpaHCHOpPTE, B TOM uucie B cdepe
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BO3JIYIIIHOT'O TpaHCHOpTa (ISl CaMOCTOSITENIBHOIO M3y4deHUs). MeToabl co3AaHus U
MOAJIEP)KKM  O€30MacHBbIX YCIOBUM KM3HEIAEATEIBHOCTH, B TOM YHCIE TpH
BO3HUKHOBEHUHU YPE3BbIYAIHBIX CHUTyallMid B MPOLIECCE OPraHU3ALMH CEPBUCHOTO
oOCny’KMBaHMsI TIOTpEOUTENIed Ha TPAHCIIOPTE, B TOM YHUCIE B cdepe BO3AYLIHOTO
TpaHcnopTa (IUIsl CAMOCTOSITENILHOTO U3y4YeHUs ). MeTopl Co3jaHusl U MOAepKaHus
0e30macHbIX YCIOBUM KU3ZHENEATEIbHOCTH, B TOM 4YHCJIE€ MpPH BO3HUKHOBEHHUU
Ype3BbIUAWHBIX CHUTYallUd B MPOLECCE OPraHU3AlMH CEPBUCHOTO OOCITYKHUBAHUS
noTpeduTeNel Ha TPaHCIIOPTE, B TOM YHUCJe B cepe BO3MYIIHOIO TpaHcnopTa (A
CaMOCTOSITEJILHOTO HM3Yy4YeHHs). MeTonbl co3gaHus W MOAAEPKKUA Oe30MacHbIX
YCIOBUM  OOCHYXMBaHMUS TMACCAXXUPOB, B TOM UHWCIE TMPU BO3HUKHOBEHUU
Ype3BbIUAWHBIX CHUTYallUd B MPOLECCE OPraHU3AlMH CEPBUCHOTO OOCITYKHUBAHUS
notpeduTeneldl Ha TpaHCIOPTE, B TOM 4Hcie B chepe BO3AYIIHOTO TpaHCHopTa (Js
CaMOCTOSITEJILHOTO H3y4yeHHus). MeToasl NPUMEHEHHUS KIMEHTOOPUEHTUPOBAHHBIX
TEXHOJOTUA B  CEPBUCHOM JEATENBHOCTH HA TPAHCIOPTE B  YCJIOBUSX
B3aMMOJICHCTBUS C TOTPEOUTENIAIMH, B TOM YHUCJIE€ MUHTEPHET-TIPOJBUKEHUSI YCIyT B
Ipolecce OpraHu3alii CEPBUCHOTO 00CITYKUBaHUS NOTpEOUTENel Ha TpaHCTIOPTE, B
TOM 4Hciie B chepe BO3AYIIHOTO TPAHCIOPTA (JJI1 CAMOCTOSITEIBHOTO HM3YyYEHHUS).
Mertonbl yyacTusi B pa3pabOTKe CHUCTEMbl KIMEHTCKUX OTHOIIEHWU W OpraHu3aluu
nporecca 00CIy)KMBaHUS MOTpeOuUTeNeld Ha OCHOBE MPUMEHEHHS 3aKOHOATEIbHBIX
aKTOB M TMPABOBBIX HOPM B IMPOIIECCE OPraHMU3alMU CEPBHCHOIO OOCIYKHUBaHUS
notpeduTeNneld Ha TpaHCIOpPTEe, B TOM YHCJE B chepe BO3AYIIHOTO TpaHcHopTa (Iis
CaMOCTOSITEJILHOTO M3y4YeHHUs). MeTOoJbl ydyacTus B COBEPIIEHCTBOBAHUM CHCTEMBI
KJIUEHTCKUX OTHOIIEHWH B CEPBUCHOM JIESITENILHOCTH Ha TPAHCIOPTE C
UCIIOJIb30BAaHMEM HMHTEPHET-TEXHOJOTUI B TMPOIECCE OpraHu3allih CEPBUCHOTO
oOCIy>KMBaHMsI TIOTpEOUTENIeld Ha TpaHCIOpPTE, B TOM uucie B chepe BO3IYIIHOTO
TpaHcmopTa (IS~ CaMOCTOATENBHOTO  M3y4eHHs).  MeTomsl BIIAJICHUS
TEOPETUYECKUMHU 3HAHUSIMU M MPAKTUYECKUMU MPUEMaMU yIPABICHUS MPOCKTAaMU B
chepe oOCTy)KHMBaHUS B TIPOIECCE OpPraHM3allUd CEPBUCHOTO OOCTYKMBAHUS
notpeduTeneld Ha TpaHCIOpPTE, B TOM YHCJe B chepe BO3MYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO HM3y4eHHUs). MeTonbl ympaBieHHUs TYPHUCTCKO-pEKpeariOHHBIMU
MPOEKTaMH, METOJbl IUIAHUPOBAHWS W MOHHUTOPUHI JAESATEIbHOCTU CEPBUCHOM
KOMIaHuM B cdepe TpaHCIOpTa B MpoLECCEe OpraHu3alud  CEPBHUCHOIO
oOCIy>KMBaHMsI TIOTpEOUTENIC HAa TPAHCIIOPTE, B TOM YHCIE B cdepe BO3AYITHOTO
TpaHCHoOpTa (i1 CaMOCTOATENIBHOrO M3yuyeHus). Metoasl BbIOOpa MaTepuaIbHbBIX
pecypcoB, 000pYyIOBaHMsI JJisi OCYILIECTBICHUS MpOIlecca CEpBUCA, MEXAaHU3M
IIPOBEJICHUS IIEPErOBOPOB C KJIMEHTAMU 10 MPETEH3UOHHBIM CIIy4asiM U OINpEACIICHUS
IPUYMH BO3HMKHOBEHHUS MPETEH3Ul B IMpOLECCE OpraHUu3alldyd CEPBHCHOIO
oOCITy>)KMBaHMsI TMOTpeOUTeNeld Ha TPAHCIOPTE, B TOM 4YHCIE B chepe BO3IYIIHOTO
TpaHcmopTa (VIS  CaMOCTOATENbHOrO  M3ydeHus). Meroasl pa3paboTKu U
MCITOJIb30BAaHUSI TUTIOBBIX TEXHOJOTHYECKHUX MPOIECCOB, METOABl (hOPMHUPOBAHUS U
BHEJIPEHUSI KOPIIOPATUBHBIX CTAHAAPTOB U PETJIAMEHTOB IMPOLIECCOB OOCTYKMBAHUS
notpebuteneit Ha TpaHCHopTe (IS CaMOCTOSITENIBHOTO H3y4eHUsi). MeTo bl
B3aUMOJICUCTBUSl € KJIMEHTAaMU [0 OpraHu3alu mpolecca O0OCIyKUBaHUS
norpebuteneid B cepe rocTenpuUMCTBA B MPOLECCE OPraHU3ALMH CEPBUCHOTO
oOciy>)kuBaHMsI TOTpeOUTeNie Ha TpaHCHOpPTE, B TOM 4Hcie B chepe BO3AYUIHOTO
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TpaHcnopTa (IS CaMOCTOSITENBHOIO H3y4yeHus). TpeOoBaHMsS MPOU3BOACTBEHHOM
OUCUUIUIMHBI, TPaBWJI IO OXpaHE Tpylda M TMOXKapHOW O€30MaCHOCTU MpH
OCYILECTBICHUH TEXHOJIOTMUYECKOTO MpoLiecca B MPOLIECCE OPTaHNU3ALNNA CEPBUCHOTO
oOCny’KMBaHMsI TIOTpEOUTENIed Ha TPAHCIIOPTE, B TOM YHUCIE B cdepe BO3AYLIHOTO
TpaHcopTa (IJ1s1 CaMOCTOSITENIbHOTO U3yueHus1). MeToibl BbIOOpa OpraHM3aluOHHBIX
pemieHuit 1 (OPMHUPOBAHUS  CEPBUCHOM  cHCTEMbl  OOCHYKHUBAaHHUS  C
UCIIOJIb30BAaHUEM  METOJIOB  OpraHu3allid W YIPaBJICHUS  MMYILIECTBEHHBIM
a’pONOPTOBBIM KOMILJIEKCOM M aKTUBAMH CEPBUCHBIX MPEANPUATHI HA TpaHCHIOPTE B
IIPOLIECCE OPTAHU3ALMU CEPBUCHOIO OOCITYKUBaHUS OTPEOUTENEN HA TPAHCIIOPTE, B
TOM 4uClIe B cepe BO3IYIIHOTO TpaHCHOpTa (A CaMOCTOSITEIBHOTO W3YYEHHS).
Metonbl  OCYHIECTBICHUS  OPraHUM3allMOHHOIO  OOCIY>KMBAHMS ~ ABUALIMOHHOM
UHQPACTPYKTYpbl M OPraHU3alMOHHOTO OOECHedyeHHsl TMpolLecca CEpPBHCHOIO
oOCiIy’)KMBaHMsI B ad’poloOpTy M Ha OOpTy BO3AYIIHOIO CyJHa B Ipolecce
OpraHu3allid CEPBUCHOTO OOCIYyXUBaHUS TMOTpeOUTENe HAa TPAHCIOPTE, B TOM
qucie B cepe BO3AYLUIHOIO TPAHCIOPTA (JIJI1 CAMOCTOSITEIbHOTO U3YUYEHUS).

5.4 TlpakTuyeckune 3aHATHUS

Homep Temel . TpynoeMKoCTh
TemaTnka NpakTUYECKUX 3aHSATUN
ITACIIUILTAHBI (dacer)
Cemectp 3
[Ipaktuueckoe  3ansitue  No 1. «CepBucHas
1 JIEATEIIPHOCTh, OCHOBHBIC ITIOHATHSA, IIEIM W 3aJauu 2
TUCIUIUINHBI
[ToaroroBka K BBIITOJHEHUIO CUTYAllMOHHBIX 3a/IaHUN
[Ipaktuueckoe  3ansitue Ne 2. «CepBucHas
1 NEATEeIIbHOCTD B TPAIUIIMOHHBIX 00IIIECTBAX) 2

[ToaroTroBka K BBIIIOJHEHUIO CUTYAlIMOHHBIX 3aJaHUI

[Ipaktuueckoe 3anatue Ne 3. «3apoxacHue U
2 pa3BHUTHE YCIYT B O0IIECTBAaX JPEBHETO MUPA 2
[ToaroToBka K BBIIOJIHEHUIO CUTYAIIMOHHBIX 3aJaHUN

[Ipaktnueckoe  3ansatme Ne 4.  «CepBucHas
2 NEeATEeNbHOCTD B 310Xy CpeTHEBEKOBbSI» 2
[TonroToBKa K BBHITIOJIHEHUIO CUTYAITMOHHBIX 33/IaHUN

[IpaktTnueckoe  3amsitue Ne 5. «Ycayru B
2 CpeaHEeBEKOBOM 001IecTBe 3anaaHoi EBponb» 2
[ToAroToBKa K BBIMOJIHEHUIO CUTYAIMOHHBIX 3aJaHUN

[Ipaktnueckoe  3amsitue  Ne  O. «OCHOBHBIE
XapaKTEPUCTUKU  HUHIYCTPUAIBHOTO  OOIIeCTBA U
CEpPBHUCHAs JIESITEIbHOCTDY

[ToaroToBka K BBIMOJIHEHNUIO CUTYallMOHHBIX 331aHUN
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Homep Tembl
MUACUUTUTIHBI

TeMaTuka NpakTUYECKUX 3aHATUN

TpynoeMkoCcThb
(dacsr)

[IpakTnueckoe 3aHATHE No 1. «Bnusiaue
UHIYCTPUAIIBHOTO  MPOU3BOJACTBA  HA  pa3BUTHE
CEpPBUCHOM JEATEILHOCTI

[ToaroToBka K BBIIOJIHEHUIO CUTYAallMOHHBIX 3a1aHUN

[Ipaktuueckoe  3anstue Ne 8.  «CepBucHas
NEATEIIbHOCTD B Pa3BUBAIOIUXCSA CTPAHAX)
[ToAroToBKa K BBINOJIHEHNUIO CUTYallMOHHBIX 3aJaHUN

[Ipaktuueckoe 3anmstue Ne 9. «Cdepa cepBuca B
poccuiickom  oOmectBe B cdepe  BO3AYUIHOTO
TPaHCIIOPTa»

[ToaroToBKa K BBIIOJHEHUIO CUTYAIlMOHHBIX 3aJaHUH

[TpakTuueckoe 3anstue Ne 10. «CepBuc coBpemMeHHOMN
Poccun B chepe BO3AYIIHOTO TpaHCTIOPTA
[TonroToBKa K BBITIOJIHCHUIO CUTYAIIMOHHBIX 33 IaHUN

[Ipaktuueckoe 3anstue Ne 11. «CoBpemeHHoe
CepBUCHOE OOIIECTBO: OCOOEHHOCTH CTaHOBJCHHUS B
cdepe BO3AYIIHOTO TPAHCTIOPTay

[ToaroToBKa K BRIMTOJIHEHUIO CUTYAIIMOHHBIX 3a/1aHUM

[IpakTrdeckoe 3anstue Ne 12. «OcHOBHBIE TTPOOIEMBI
COBPEMEHHOI'0 OO0IIecTBa W HUX BIUSHUE Ha cdepy
CepBHCa HAa BO3YIIHOM TPAHCTIOPTE»

[ToaroroBka K BBIITOJHEHUIO CUTYAllMOHHBIX 3a/IaHUN

[Ipaktuueckoe 3anstue Ne 13. «Ycnyra, ee cnienuduka
KaK ToBapa B cpepe BO3AYIIHOTO TPAHCIIOPTAY
[ToarotroBka K BBIIOJHEHUIO CUTYAlIMOHHBIX 3aJaHUI

[Ipaktuueckoe 3anatue Ne 14. «ToBapel U yciayru B
chepe BO3AYIIHOTO TPAHCIIOPTA
[ToarotroBka K BBIITOJHEHUIO CUTYAllMOHHBIX 3aJIaHUN

[Ipaktueckoe 3anarue Ne 15. «llcuxonmornueckue
OCHOBBI ~ CEpPBHUCHOM  JeATENbHOCTH B  cdepe
BO3JIYLITHOTO TPAHCIIOPTAa»

[ToaroroBka K Kpyriomy CTOILY

[Ipaktnueckoe 3anste Ne 16. «KommyHuKaTtuBHas
KOMIIETEHTHOCTh pa0OTHHUKA cdepsl cepBUca Ha
BO3JIYIITHOM TPAHCIIOPTE»

[ToaroToBka K BBIMOJHEHUIO CUTYAI[MOHHBIX 3aJaHUN
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Homep Tembl
MUACUUTUTIHBI

TeMaTuka NpakTUYECKUX 3aHATUN

T'pynoeMKoCThb
(dacsr)

17. «EQMHCTBO JTHKHA #
NeAaTeIbHOCTU B cepe

[IpakTueckoe 3anstue Ne
IICUXOJIOTUM B CEPBUCHOU
BO3YILIHOI'O TPAHCIIOPTAa»

IToAroToBKa K BBIOJHEHNUIO CUTYAI[MOHHBIX 3aJaHUN

[Ipaktuueckoe  3anstme  Ne 18,  «llonsTue
KOMMYHUKAaTUBHOW KOMIIETEHTHOCTH Ha TPAHCIIOPTE
[ToaroToBka K BBIMOJIHEHUIO CUTYAallMOHHBIX 33JIaHUN

19. «Ponp HITHUKH B
chepe BO3AYIIHOTO

[IpakTueckoe 3aHATHE No
CEpPBUCHOW JEATEIIBHOCTH B
TPAHCIIOPTa»

[ToAroToBKa K BBIOJHEHNUIO CUTYAI[MOHHBIX 3aJaHUN

[Tpaktuyeckoe 3anstue No 20. «IIpodeccronanbHas
9TUKAa M OTHKA B OO0JACTH 3aIMUTHl WHOOpMAIMHU B
cdepe BO3IYIIHOTO TPAHCIIOPTa

[ToaroToBKa K BBHITOJTHEHUIO CUTYAI[MOHHBIX 3aaHUN

ITpaktrueckoe 3ansaTue Ne 21. «CepBuc Kak 4yacTh
HKOHOMUKH)
[ToaroToBKa K BBIOJIHEHUIO CUTYAlIUOHHBIX 33/IaHUN

Uroro 3a cemectp 3

42

Cemectp 4

10

[Ipaktuueckoe 3anstue Ne 22, «3aBUCHUMOCTD
CEpPBUCHOM  JIEATEIBHOCTH OT  reorpapuvecKux,
MOCEJICHYECKUX U JeMOorpadudecKkux (pakTopoB»
[ToaroTroBka K BBINIOJHEHUIO CUTYAalMOHHBIX 3aJaHUI

10

[Ipaktryeckoe 3amstue Ne 23,  «CoumanbHas
MOJINTUKA W CEPBUCHAsl JEATEIBHOCTH B  cdepe
BO3JYIITHOTO TPAHCIIOPTA»

[ToarotroBka K BBIITOJHEHUIO CUTYAlIMOHHBIX 3aJIaHUN

10

[Ipaktnueckoe 3amste Ne 24. «['ocymapcTBeHHO-
IIPABOBOE PETYJIIMPOBAHUE CEPBUCHOMU JEATEIBHOCTH B
cdepe BO3IYITHOTO TPAHCIIOPTAY

[ToaroToBka K BBIMOJIHEHUIO CUTYallMOHHBIX 33IaHUN

11

[Ipaktrueckoe 3anstue Ne 25. «Opranuzanus v dTarmbl
oOcnyxuBanusi norpedureneit B cdepe BO3AYIIHOTO
TpPaHCTIOPTAa

[ToaroToBKa K BHIMOJIHEHUIO CUTYAIITMOHHBIX 33 IaHUN
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Homep Tembl
MUACUUTUTIHBI

TeMaTuka NpakTUYECKUX 3aHATUN

T'pynoeMKoCThb
(dacsr)

11

[Ipaktuueckoe 3anstue Ne 26. «JluBepcudukanus
CEpPBUCHOM  JEATEIbHOCTH B  COOTBETCTBUU  C
STHOKYJIbTYPHBIMU, UCTOPUYECKUMH U PEIUTUO3HBIMU
TpaaULUSIMH B cepe BO3AYLUIHOTO TPAHCIIOPTa
[ToaroToBKa K BBINMOJHEHUIO CUTYallMOHHBIX 33/IaHUN

11

IIpaktnueckoe 3ansatue Ne 27. «lIpouecc oco3Hanus
noTpeOHOCTH TOTpeduTeieM B OOCITY)KMBAaHUU Ha
BO3YIITHOM TPAHCIIOPTE»

[ToaroToBKa K BHIMOJTHEHUIO CUTYAaIIHOHHBIX 33 aHHIA

12

[Ipaktuueckoe 3anarue Ne 28. «AganTalioHHO-
JIMHAMHAYECKHE XapaKTEePUCTUKHU CEPBUCHOM
NEATEeIIbHOCTH B chepe BO3IYIITHOTO TPAHCIIOPTay
[ToaroToBKa K BBIMOJIHEHUIO CUTYAITMOHHBIX 3aaHUN

12

[Tpaktuueckoe 3anstue Ne 29. «KoHTakTHast 30Ha B
cdepe cepBuca B cpepe BO3AYIIHOIO TPAHCIIOPTa»
IloAroToBKa K BBIIIOJIHEHUIO CUTYAlMOHHBIX 3aJaHUN

12

[Ipaktuueckoe 3anarue Ne 30. «MHHOBarMOHHBIN
mpoiiecc  oOCiIyKuBaHUA B cdepe  BO3IYIIHOTO
TpaHCTIOPTa

[ToaroToBKa K BBIMOJIHEHNUIO CUTYAIIMOHHBIX 33 IaHUMN

13

[Ipaktueckoe 3anatue Ne 31. «CoBpeMeHHBIE BHUJIbI
o0ciTy>)kuBaHHS M BeJeHUs Ou3Heca B cepe cepBuca B
cdepe BO3IYITHOTO TPAHCIIOPTa

[ToaroroBka K BBIITOJHEHUIO CUTYAllMOHHBIX 3aIaHUN

13

[Ipaktuueckoe 3anarue Ne 32, «YmpaBieHue
KaueCTBOM CEPBUCHOM JEATEIbHOCTH B  cdepe
BO3/IYIIHOTO TPAHCTIOPTa

[ToarotroBka K BBIITOJHEHUIO CUTYAllTMOHHBIX 3aJIaHUN

13

[Ipaktueckoe 3ansatue Ne 33. «Ponb rocyaapcrtBa B
o0nmacT KadecTBa ycIyr B cdepe BO3MYITHOTO
TPAHCTIOPTA»

[TonroToBKa K BBITIOJIHEHUIO CUTYAITMOHHBIX 33/IaHUN

14

[Tpaktrueckoe 3ansTHe Ne 34. «[Ipow3BojCTBEHHBIN
MEHE)KMEHT CEpPBUCHOTO Mpeanpusitus B cdepe
BO3IYIITHOTO TPAHCIIOPTa»

[ToarotoBka K BBIITOJHEHUIO CUTYAIIMOHHBIX 3aJIaHUM
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Homep Tembl
MUACUUTUTIHBI

TeMaTuka NpakTUYECKUX 3aHATUN

T'pynoeMKoCThb
(dacsr)

14

[Ipaktuueckoe 3anstue Ne 35,  «Ilokaszartenu
OpraHM3alid  OOCIY)XMBaHHS Ha  MPEANPUATHIX
cepBuca B c(hepe BO3AYIIHOTO TPAHCIIOPTa
[ToaroToBKa K BBEIOJHEHUIO CUTYAIlHOHHBIX 3aJaHUHI

14

[Ipaktuueckoe 3ansthe Ne 36. «OpranuzanuoHHas
CTPYKTypa CEpBUCHOIO Hpennpusitus B  cdepe
BO3AYLIHOI'O TPAHCIIOPTa»

[ToaroToBKa K BBIOJIHEHUIO CUTYAallMOHHBIX 3aJIaHUN

15

[Ipaktuueckoe 3anstue Ne 37. «CouuanbHbIi
MEHEPKMEHT Ha CEpPBUCHOM NpPENNpusiTuu B cdepe
BO3JIYLIHOTO TPaHCIIOPTa»

IToAroToBKa K BBIOJHEHNUIO CUTYAIMOHHBIX 3aJaHU

15

[Ipaktuueckoe 3amstue Noe 38. «ConmanbHas
OTBETCTBEHHOCTh OM3HEca 3a Mporecc 00CTyKUBaHUS
B chepe BO3IYLIHOTO TPAHCIIOPTa

[ToaroToBKa K BRIMTOJIHEHHIO CUTYAIIMOHHBIX 3a/1aHUM

15

[Ipaktrdyeckoe 3anstue Ne 39. «MeHemKMEHT
NepcoHala Ha CEpPBUCHOM MPEANpUATHU B cdepe
BO3AYIIHOTO TPAHCTIOPTAa

[ToaroToBKa K BBIMOJIHEHNUIO CUTYAIIMOHHBIX 33 IaHUMN

16

[Ipaktuueckoe 3anatue Ne 40. «MapkeTuHr Ha
CEPBHCHOM TMpEINpUATHH B cdepe BO3TYIIHOTO
TpaHCTIOPTAa

[ToaroroBka K BBIITOJHEHUIO CUTYAllMOHHBIX 3aIaHUN

16

[Ipaktuueckoe  3ansitue Ne 41, «OcHOBHBIE
UHCTPYMEHTBI MapKeTUHTa B JIEATCIBHOCTH
npeanpusaTus  chepbl  cepBHCAa HAa  BO3IYITHOM
TPAHCTIOPTE

[ToarotroBka K BBIITOJHEHUIO CUTYAllTMOHHBIX 3aJIaHUN

16

[Ipaktuueckoe 3ansatue Ne 42. «CTparerusi U TaKTUKa
MapKeTHHIa CEPBUCHOIO TMpEaNnpuaTHs B cdepe
BO3JYIIHOTO TPAHCIOPTA

[ToaroToBka K BBIMOJIHEHNUIO CUTYallUOHHBIX 3a1aHUN

16

[Ipaktryeckoe 3ansatue Ne 43, «OpraHm3anus
MOCJIETIPOAAXKHOTO OOCITY)KUBAHUS HA TPAHCIIOPTE
[ToaroToBKa K BBIOJTHEHUIO CUTYAITMOHHBIX 3aJaHUM

Hroro 3a cemectp 4

44
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Homep Tembl . T'pynoeMKoCThb
TemaTrka TPaKTUIECKUX 3aHATHN

IMTACITATUIAHBI (dacwr)

HUtoro no aucinIuinge 86

5.5 JlabopaTopHbIii NPAKTHKYM

JIaGopaTopHBIi MPAKTUKYM YYEOHBIM IIAHOM HE MPEAYCMOTPEH.

5.6 CamocTosiTesibHasi paboTa

Howmep Tembl
NUACIUTITMHBI

Buapl camocrosiTenbHON pabOThI

T'pynoeMKoCThb
(dacsr)

Cemectp 3

1. M3ydeHue TEOPETUYECKOrO Marepuaja I0 TEeMeE:
«BBenenne B gucnumuinHy.  OOImHME  TOHATHUS
CEpPBUCHOM JEATEIHLHOCTI

[ToapazymeBaetcst pabota ¢ yueOHOU JTUTEpaTypoOu IO
BOIIPOCAM JJIsl CAMOCTOATENBHOM moarotosku [1-24].
2. TloaroroBka K BBICTYIUICHUSIM Ha MPAKTUYECKOM
3aHSTHU C COOOIIECHUSIMHU.

3. IloaroToBKa K yCTHOMY OIIPOCY.

4. TloarotoBka K BBITIOJHEHHIO
3aJIaHUN.

CUTYAalIUOHHBIX

1. M3ydeHue TeOpeTHYECKOr0 Marepuaja IO TeMe:
«Ycmyru u JKU3HEACSITCIbHOCTD monen B
TPaAUITMOHHBIX OOIIECTBAX)

[ToapasymeBaeTcst pabota ¢ yueOHOU JTUTEpATypoOH IO
BOIpOCaM JJII CaMOCTOSITEIIbHOM MOAroToBKH [1, 2, 3,
4].

2. TloaroroBka K BBICTYILICHHSM Ha TPAKTHYECKOM
3aHIATHH C COOOIICHUSIMH.

3. IloaroToBKa K yCTHOMY OIIPOCY.

4, TloaroroBka K BBIIOJIHEHHUIO
3aJlaHUM.

CUTYallMOHHBIX

1. M3ydyeHue TeOpETUYECKOrO MaTepuaja IO TEME:
«Ycnyru u CepBUCHAs JEATEeIbHOCTD B
UHyCTPUAIBHOM OOLIECTBE

[ToapazymeBaetcst pabota ¢ yueOHOU TUTEpATypoOr MO
BOIPOCAM JJISI CAMOCTOSITENIbHOM TOAroTOBKH [1, 2, 3,
4, 5].

2. TlogroTtoBKa K BBICTYIUICHHSIM Ha MPAKTUYECKOM
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Howmep Temebl
NACIUTIINHBI

Bunsl camocTosiTenbHON pabOThI

T'pynoeMKoCThb
(dacsr)

3aHSITHU C COOOICHUSIMU.

3. IloaroToBKa K yCTHOMY OIIPOCY.

4. TloarotoBka K BBIMIOJHEHUIO CHUTYaIIMOHHBIX
3aJaHMH.

1. M3ydeHue TeOpPETUYECKOrO Marepuaja IO TEMeE:
«Pa3BuTHE YCIYI U CEpBUCHOU JECATEIBHOCTU B
POCCUHCKOM OOIIIECTBE HA TPAHCIIOPTE, B TOM YHUCTE B
chepe BO3AYIIHOTO TPAHCTIOPTAY»

[ToapazymeBaeTcst pabota ¢ y4eOHOU JIUTEpaTypOil O
BOIMPOCAM JII CAMOCTOSITENIbHOM MOAroToBKH [1, 2, 3,
5].

2. TloaroroBka K BBICTYIUICHUSIM Ha TIPAKTUYECKOM
3aHSITUU C COOOIICHUSMU.

3. IloaroToBKa K yCTHOMY OIPOCY.

4. TloarotoBka K BBINIOJHEHUIO CHUTYaIIMOHHBIX
3aJITaHUMN.

1. M3ydeHue TeOpEeTUYECKOr0 Marepuaja I0 TEeMe:
«CoBpEeMEHHOE CEepBHCHOE OOIIECTBO: OCOOCHHOCTH
CTAQHOBJIEHUS M  TEPCHEKTHBBI  Pa3BUTHSA Ha
TpaHCIIOpPTe, B TOM 4dYHUCJIE B cdepe BO3IYITHOTO
TpaHCIIOPTa»

[TogpasymeBaeTcst pabota ¢ y4eOHOM JIUTEPATYpOH 10
BOIIPOCAM JII CAaMOCTOSITENIbHOM MOArOoTOBKH [1, 2, 3,
4, 5].

2. TloaroroBka K BBICTYILICHUSIM Ha MPAKTUYECKOM
3aHITHUA C COOOIIEHUAMM.

3. IloaroToBKa K yCTHOMY OIIPOCY.

4. TlogrotoBka K BBIIIOJTHCHUIO CHUTYaIIMOHHBIX
3aJlaHuM.

1. M3ydyeHue TeOpETUYECKOr0 Marepuaia IO TEME:
«Ycnyra Kak IpOAYKT CEPBUCHOW JAEATEIBHOCTH Ha
TPaHCTIOPTE, B TOM 4Yucie B cdepe BO3AYITHOTO
TpaHCIIOPTa»

[TonpazymeBaeTcst paboTa ¢ y4eOHON JTUTEpaTypOl 1O
BOIpOCaM JJII CaMOCTOSITEeIIbHOM MoAroToBku [1, 2, 3,
4].

2. TloxroToBka K BBICTYIUICHUSM Ha TIPAKTUICCKOM
3aHSITUU C COOOIICHUSIMU.

3. [loaroToBKa K yCTHOMY OIIPOCY.

4. TloarotoBka K BBIINOJIHEHUIO CHUTYaIllMOHHBIX
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Homep tembl . T'pynoeMKoCThb
Bunsl camocTosiTenbHON pabOThI
TTACITATUINHBI (dacwr)
3aJlaHUN.
1. M3ydeHue TeOpETUYECKOrO MaTepuaja IO TEMeE:
«Ilcuxonorus CEpBUCHOM JEATENbHOCTU Ha
TpaHCIIOpPTE, B TOM 4YHuCJIe B cdepe BO3IYIIHOTO
TpaHCIIOPTa»
[ToapazymeBaetcst pabota ¢ y4eOHOU JIUTEpaTypoil O
7 BOIMPOCAM JISI CAMOCTOSITCIIbHOM MOATrOTOBKH [1-24]. 8
2. TloaroroBka K BBICTYIUICHUSIM Ha MIPAKTUYECKOM
3aHSITUU C COOOIICHUSMU.
3. IloaroToBKa K YCTHOMY OTPOCY.
4. TlonroToBKa K KpyriioMmy CTOJYy.
5. TloaroroBka K BBINOJHEHUIO CHUTYaIllMOHHBIX
3aJITaHUN.
1. M3ydeHue TEOpPETUYECKOrO0 MaTepuajga IO TeMe:
«ITUKa CEPBUCHON JEATEeIbHOCTU Ha TPAHCIOPTE, B
TOM 4HCJIe B c(hepe BO3AYIIHOTO TPAHCIIOPTA»
[ToapazymeBaeTcst pabota ¢ yueOHOU JTUTEpaTypoOu IO
BOIIPOCAM JISI CAMOCTOSTENILHOW TOATOTOBKH [1, 2, 3,
8 4]. 8
2. TloaroToBka K BBICTYIICHUSIM Ha TIPAKTUYECKOM
3aHITHH C COOOIICHUSMH.
3. IloaroToBKa K yCTHOMY OIIPOCY.
4. TlonrotoBka K BBIMIOJIHEHUIO CHUTYaI[MOHHBIX
3aJIaHUN.
1. U3yuenue TeopeTHUECKOro MaTepuaia Mo TeMe:
«CepBuCHasi JEATEILHOCTh Ha TPAHCIOPTE, B TOM
gucie B cdepe BO3AYIIHOTO TPAHCIOpTa  Kak
COCTaBHas 4YaCTh SKOHOMUKI
[TonpazymeBaeTcst paboTa ¢ y4eOHOM JTUTEpaTypOi 1O
9 BOIpOCaM JJII CaMOCTOSITEIIbHOM MOAroToBKH [1, 2, 3, 8
4, 5].
2. TlonroToBka K BBICTYIUICHUSM Ha TIPAKTUIECKOM
3aHITHH C COOOIICHUSIMH.
3. [loaroToBKa K yCTHOMY OIIPOCY.
4. TloarotoBka K BBIIOJHEHUIO CHUTYallMOHHBIX
3aJlaHUM.
Hroro 3a cemectp 3 60
Cemectp 4
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Howmep Temebl
NACIUTIINHBI

Bunsl camocTosiTenbHON pabOThI

T'pynoeMKoCThb
(dacsr)

10

1. N3yueHue TeOpETHUECKOrO0 MaTepuaja M0 TeMe:
«CepBuUCHast JEATEILHOCTh Ha TPAHCIIOPTE, B TOM
guciie B cepe BO3AYINIHOTO TPAHCIOPTAa B KOHTEKCTE
YCIIOBUH JKU3HEACITCIIBHOCTH JIFOICH)»
[TogpazymeBaetcst pabota ¢ y4eOHOM JIUTEpaTypOil 1O
BOIPOCAM JJIS CAMOCTOSITCIIbHOM MOATrOTOBKH [1-24].
2. TlonroToBka K BBICTYILICHUSM Ha MPAKTUICCKOM
3aHSITUU C COOOIICHUSMU.

3. [ToaroToBKa K YyCTHOMY OIIPOCY.

4. BeIoTHEHUE KypCOBOM paOOTEHI.

5. TloaroroBka K BBINOJHEHUIO CUTYaIlMOHHBIX
3aJTaHUMN.

10

11

1. M3ydeHue TeOpPETUYECKOr0 Marepuaja IO TEeMeE:
«Opranmzanusi  OOCIy)XKMBaHUS TMOTpeOUTENeH Ha
TpaHCHOPTE, B TOM u4ucie B cdepe BO3AYIIHOTO
TpaHCIIOpTa»

[TogpazymeBaeTcst paboTa ¢ yueOHON JUTEpPATypOH IO
BOIIPOCAM JIsl CAMOCTOSITEIIbHOW MOATOTOBKH [1-24].

2. TloaroToBka K BBICTYIICHUSIM Ha TMPAKTUYECKOM
3aHITHH C COOOIICHUSIMH.

3. [ToaroToBka K yCTHOMY OIpOCY.

4. BeinmoJtHEHUE KypCOBOM pabOTHI.

5. [ITloaroroBka K BBINOJHEHUIO CHUTYallMOHHBIX
3aJIaHUN.

10

12

1. U3yuenue TeopeTHUECKOro MaTepuaia Mo TeMe:
«AJIlanTanuOHHO-TUHAMUYECKHE XapaKTePUCTUKHU
CEPBUCHOM JNESATEIbHOCTH Ha TPAHCIOpPTE, B TOM
quciie B cepe BO3AYITHOTO TPAHCIIOPTA
[TonpazymeBaeTcst paboTa ¢ y4eOHOM JTUTEpaTypOi 1O
BOIIPOCAM JISI CAMOCTOSITEIIbHOM MoATroToBKH [1-13].

2. TloaroToBka K BBICTYIUICHUSM Ha TIPAKTUIECKOM
3aHITHH C COOOIICHUSIMH.

3. IloaroToBKa K YCTHOMY OTPOCY.

4. BeInoyJiHEHUE KypPCOBOIl pabOTHI.

5. TloaroroBka K BBINIOJHEHUIO CHUTYaI[MOHHBIX
3aJlaHUM.

10

67




Howmep Temebl
NACIUTIINHBI

Bunsl camocTosiTenbHON pabOThI

T'pynoeMKoCThb
(dacsr)

13

1. N3yueHue TeOpETHUECKOrO0 MaTepuaja M0 TeMe:
«KavecTBOo, 0€30macHOCTh YCIAYr UM KyJIbTypa
CEpPBUCHOM JNEATCILHOCTH Ha TPAHCIOPTE, B TOM
quciie B cepe BO3AYIITHOTO TPAHCIIOPTA
[TogpazymeBaetcst pabota ¢ y4eOHOM JIUTEpaTypOil 1O
BOIPOCAM JJIS CAMOCTOSITCIIbHOM MOATrOTOBKH [1-24].

2. TlonroToBka K BBICTYILICHUSM Ha MPAKTUICCKOM
3aHSITUU C COOOIICHUSMU.

3. [ToaroToBKa K YyCTHOMY OIIPOCY.

4. BeIoTHEHUE KypCOBOM paOOTEHI.

5. TloaroroBka K BBINOJHEHUIO CUTYaIlMOHHBIX
3aJTaHUMN.

10

14

1. M3ydeHue TeOpPETUYECKOr0 Marepuaja IO TEeMeE:
«IIpoueccsl yIpaBJICHUS, OpraHu3aIMOHHAs
CTPYKTYpa U  TPOU3BOACTBEHHBIH  MEHEIKMEHT
CEPBUCHOTO MPEANPHUATHS HAa TPaHCIOpPTE, B TOM
quciie B cepe BO3AYIIHOTO TPAHCIIOPTA
[ToapazymeBaeTcst pabota ¢ y4eOHOM JIUTEPATypOHl 10
BOIIPOCAM JJIsl CAMOCTOSITEIIbHOM MOATOTOBKH [1-24].

2. TloaroToBka K BBICTYIJICHUSIM Ha MPAKTUYECKOM
3aHITHH C COOOIICHUSIMH.

3. [ToaroToBka K yCTHOMY OIIPOCY.

4. BeimoJtHEHUE KYPCOBOM pabOTHI.

5. ITloaroroBka K BBINOJHEHUIO CHUTYallMOHHBIX
3aJIaHUN.

10

15

1. U3yuenue TeopeTHUECKOro MaTepuaia IO TeMe:
«Baxnenmue Pa3HOBUIHOCTHU COLIMATIBHOTO
MEHE/)KMEHTa Ha CEpPBUCHOM MPEINPUATHH Ha
TPaHCTIOPTE, B TOM 4Yucie B cdepe BO3MAYIIHOTO
TpaHCIIOpTa»

[TonpazymeBaeTcst paboTa ¢ y4eOHON JTUTEpaTypOi 1O
BOIIPOCAM JISI CAMOCTOSITSIIEHOM IMMOATOTOBKH [1-24].

2. TlonroToBka K BBICTYIUICHUSM Ha TIPAKTUIECKOM
3aHITHH C COOOIICHUSIMH.

3. IloaroToBKa K YCTHOMY OTPOCY.

4. BeInoJiHEHUE KypPCOBOIl pabOTHI.

5. IlogroroBka K BBINOJHEHUIO CHUTYallMOHHBIX
3aJaHUM.

10
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Homep tembl . T'pynoeMKoCThb
Bunsl camocTosiTenbHON pabOThI
TTACITATUINHBI (dacwr)

1. HW3ydeHne TEOpETHUYECKOr0 MaTepuajia IO TeMe:
«MapkeTHHI W ONIpPENEIICHUE 3¢ (HEeKTUBHOCTH
paboTBl CEpBUCHOTO MPEANPHUATHS Ha TPAHCIOPTE, B
TOM 4HCIIe B c()epe BO3TYIIHOTO TPAHCTIOPTA»
[TogpazymeBaetcst pabota ¢ y4eOHOM JIUTEpaTypOil 1O
16 BOIPOCAM JJIS CAMOCTOSITCIIbHOM MOATrOTOBKH [1-24].

4
2. TlonroToBka K BBICTYILICHUSM Ha MPAKTUICCKOM
3aHSTHU C COOOIICHUSMHU.
3. [ToaroToBKa K YyCTHOMY OIIPOCY.
4. BeIoTHEHUE KypCOBOM paOOTEHI.
5. TloaroroBka K BBINOJHEHUIO CUTYaIlMOHHBIX
3aJTaHUMN.
Uroro 3a cemectp 4 64
HUtoro no quciuIuinge 124
5.7 KypcoBbie padoThI
. TpyroeMKocTb
HanmeHnoBaHue 7Tara BBIMOJTHEHUS] KYPCOBOM pabOTHI
(dacsr)
Oran 1.Beigaua 3aganust Ha KypcoBYyIO paboTy 2
Oran 2. BeimonHenue pasnena 1 4
Oran 3. BeinonHeHue pasnuena 2 6
Oram 4. BeimonHenue pasnena 3 5
3ammTa KypcoOBOM pabOTHI 2
Hroro mo kypcoBoii pabore: 19

caMoCTosATeNbHas paboTa 00ydJarImuxcsa, OTBEACHHAs Ha

. 15
BBITIOJTHEHUE KYPCOBOU PabOTHI

KOHTaKTHas paboTa COTJIacHO y4eOHOMY TUIaHy 4

6 YuedHO-MeTOoAMYeCcKOe U HHPOPMALIMOHHOE o0ecneueHHe TUCIUIIMHbI

a) OCHOBHasl JIUTEpaTypa:

1 baGokun, I'. 1. OcHoBbI (PyHKUMOHMPOBAHUSI CUCTeM cepBuca. B 2 u.
Yacte 1: yueOnuk mns  By3oB [Tekcr] / TI. U. babokun, A. A. Iloakon3us,
E. b. KonecankoB. — 2-¢ usn., mepepad. u qomn. — Mocksa : U3gatenscTBo FOpaidr,
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2020. — 423 c. — (Bwicmiee oOpazoBanue). — ISBN 978-5-534-06221-2. -
[DnexTponHbIi pecypce]. - Pexxum moctyna: https://urait.ru/bcode/454399 — 3arm. c
9KpaHa. CBOOOIHBIN HoCTyI (ata oopamenus: 11.05.2021).

2 ba6okun, I'. 1. OcHOBBI (pyHKIIHOHMPOBAHMA cHUCTeM cepBuca. B 2 u.
Yacte 2: yueOnumk mius By3oB [Tekcr] / TI'. W. baGokun, A. A. Ilogkonsuw,
E. b. KonecuukoB. — 2-¢ u3j., nepepad. u gon. — Mocksa : UzpatensctBo FOpaiiT,
2020. — 407 c. — (Bwicmiee oOpazoBanue). — ISBN 978-5-534-06223-6. -
[DnexTponHbIi pecype]. - Pexum moctyna: https://urait.ru/bcode/455109 — 3arm. ¢
9KpaHa. CBOOOAHBIN gocTy (nata oopamenus: 11.05.2021).

3 Hextsaps, I M. CranpapTusanms, cepruukanus, kKjiaccupukanusi B
TYPUCTCKOW M TOCTHHHYHOH WHIYCTPHHM : Yy4deOHoe mocoOue [Jsi BY30B /
I'. M. Jlextsaps. — 4-e uzn., nepepad. u non. — Mocksa : UznarensctBo IOpaiiT,
2020. — 412 c. — (Bricuiee o6pazoBanue). — ISBN 978-5-534-12232-9. —
[DnexTponHblii pecypc]. - Pexxmm mocryma: https://urait.ru/bcode/452692 (nmata
obpamenus: 12.05.2021).

4 OcHOBBI (PpyHKIHOHHPOBAHWUSI CHCTEM CepPBHCA : YYeOHUK Jisi By30B /

M. E. CraBpoBckuii [u ap.] ; mox penakuueid M. E. CtaBpoBckoro. — Mocksa :
NznarensctBo FOpaiit, 2020. — 190 c. — (Bricuiee obpazoanue). — ISBN 978-5-
534-13009-6. — [D5eKTPOHHBIIM pecypc]. - Pexum J0CTyTa:

https://urait.ru/bcode/448756 (nata odpamenus: 12.05.2021).

0) JOTOTHUTENbHAS IUTepaTypa:

5 JKunpuos, E. H. JDxoHomumka u ynpapjieHHMe COUHAJBbHOI cdepoii
[OnexTponnslii pecype] : yuebnuk / E.H. Kunenos, E.B. Eropos ; nmox pen. E.H.
KunerioBa, E.B. EropoBa. — 3Onekrpon. nan. — Mocksa : JlamkoB u K, 2015, —
496 C. — ISBN 978-5-394-02423-8 - Pexnm JOCTYyTIA:
https://e.lanbook.com/reader/b/ook/61076/#1 . — 3aru. ¢ skpaHa. CBOOOIHBIN AOCTYII
(mata obpamienus 11.05.2021)

6 Komenea T.H. Poab M MecTO CepBHCHBIX YCJYI Ha BO3AYIIHOM
TpancnopTte: yueoHoe mocobue [Tekcr] / T.H. Komenesa. — CII0.: U3naTenscTBO
«KynstUudopmIIpeccey, 2017. — 89 c. KomnuecTBo 3x3emmisipoB 30.

7/ Opranm3zanus U IUIAHMPOBAHUE JIeATEJIbHOCTH NpeINpUsiTHII cepBHUCcA:
Merton. yka3. MO U3YYEHUIO AUCUUIUIMHBI M TUIAHBI CEMUHApPCKUX 3aHsaTul. s
obOydaromuxcsioB ['®, KO u 3® [snexrponnsiii pecype, tekct] / Jlesmuna O.H.,
Komenesa T.H. - CII6.: T'YT'A, 2014. — 37 c. KonndectBo sx3emiusipoB 150.

8 Komapo, H.M. VYnpapieHue kayecTBOM H HHPpPACTPyKTypa
npeAnpusiTUii cepBuca ObITOBOH M O0QUMCHON TeXHMKH [DJIEKTPOHHBIN pecypc]:
yuebnoe mocoome / H.M. Komapos, T.M. 3Bopeikuna, A.B. Makcumos, JI.B.
Cymsuna. — OnektpoH. nmaHn. — Mocksa: COJIOH-IIpecc, 2012. — 128 ¢. —ISBN
978-5-91359-105-0 - Pexxum nmoctyma: https://e.lanbook.com/reader/book/13809/#1 .
— 3aru. ¢ ’3kpaHa. CBOOOIHBIN qocTym (1ara oopamenus 11.05.2021)

9 Koponera, E.A. CepBucojiorust [Tekcrt]: Texkcrol neknuii. Yacte 1/ E.A.
Koponesa, B.C. ITamun. — Cankt-IletepOypr, 2016. KomnuectBo sx3emmsipos 20.
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https://urait.ru/bcode/454399
https://urait.ru/bcode/455109
https://urait.ru/bcode/452692
https://urait.ru/bcode/448756
https://e.lanbook.com/reader/book/61076/#1
https://e.lanbook.com/reader/book/13809/#1

B) TMepedYcHb pEeCcypcoB HHPOPMAINMOHHO-TEICKOMMYHUKAITMOHHOW CETH
«aTepHeT:

10 Od¢uumanbubiii  caiit DenepajbHONH  CIYKObBI TOCYAaPCTBEHHOMH
CTATUCTHKHU [DIEKTpOHHBIA pecypc]. - Pexumm gocrtyma: http://www.gks.ru/
CcBOOOIHBIN nocTyM (nata oopamenus: 11.05.2021).

11 Odunuanbuelii caiit MuHucrepctBa ¢uHancoB P® [DneKTpoHHBIM
pecype]. - Pexxum nmoctyma: http://www.minfin.ru/ru/ cBoGoanblii mocTyn (nara
obpamenus: 11.05.2021).

12 Odunnanbublii caiit PetepajbHONH HAJOTOBOM CJIY:KObI [DJIECKTPOHHBIN
pecypc]. - Pexum gocryma: http://www.nalog.ru/ cBoGoanbiii  goctyn (naTa
obpamenus: 11.05.2021).

13 Odunuanbubiii caidt dDegepajbHOl AHTUMOHOMOJBHOH CJIYKOBI
[DnexTponHblli pecypc]. - Pexkmm moctyma: http://www.fas.gov.ru/ cBoOoaHBbI#
noctyn (nara oopamenus: 11.05.2021).

14 Odunuanbubiii caiit banka Poccum [Dnextponnsiii pecypc]. - Pexum
nocryma: http://www.cbr.ru/ ceo6oanbiit qoctyn (nata ooparnenns: 11.05.2021).

15 OpunuanbHblii caiiT :xxypHana «Bonpockl 3KOHOMUKMW) [ DJIECKTPOHHBIN
pecypc]. - Pexkum goctyma: http://www.vopreco.ru/ cBoOoanbiii gocTyn (naTa
obpamenus: 11.05.2021).

16 Od¢unuanbHplii  caliT HANMOHAJIBHOIO  MCCJIEJ0BATEJbCKOIO
yHUBepcuTeTa BpIciias mkoga 3KOHOMHKHU [DIEKTpOHHBIM pecypc]. - Pexum
noctyma: http://www.hse.ru/ ceoboambIii gocTym (1ata oopamenus: 11.05.2021).

17 Od¢uuumanbubiidi  caiit ¢QoHA0BOM MOcKOBckoid Oup:xku PTC
[DnexTponHbIi pecypc]. - Pexkum moctyma: http://www.rts.ru/ cBoOOaHBIH AOCTYII
(mata ooparmienus: 11.05.2021).

18 Oduumanbuplii  caiitT MeKIYHAPOAHOTO  BaJIOTHOro (¢oHaa
[DnexTponnslii pecypc]. - Pexxum moctyma: http://www.imf.org/external/russian/
CBOOOIHBIN noCTyM (nata oopamenus: 11.05.2021).

19 Oduuuanbubiii caiit BcemupHoro 6anka ¢gonaa [DneKTpoHHBIN pecypc].
- Pexxum moctyma: http://www.worldbank.org/eca/russian/ csoGoaublit mocTyn (mara
obpamenus: 11.05.2021).

20 Odmumnanbubiii  caiit HaumoHanbHOro O00OPO0 IKOHOMHYECKHX
uccaenopanuii.  CIIDA  [DnektpoHHblid  pecypc]. -  Pexum  gocryma:
http://www.nber.org/ ceoboansIii focTyn (1ara oopamenus: 11.05.2021).

T') IporpaMMHOe o0ecredeHue (JIMIEH3MNOHHOE, CBOOOTHO pacIpoCcTpaHsIeMoe),
0a3bl TaHHBIX, TH)OPMAIIMOHHO-CITPABOYHBIE U TTIOMCKOBBIC CHUCTEMBI:

21 bubaunoreka CII6I'Y TI'A [DnekTpoHHBINM pecypc]. — Pexum mocryna:
http://www.biblioclub.ru / cBoGoaHbIN qocTym (1ata oopamenus: 11.05.2021).

22 QOopa3oBaTteabHas mwiatdpopma «kOpaiiT» [DnekTpoHHBIA pecypc]. —
Pexxum moctyna: https://urait.ru/library/vo / cBoGomubIid gocTym (ata oOpamieHus:
11.05.2021).

23 Poccuiickasi HanUMOHAJIbHAasi OMOJMOTEeKa [DICKTPOHHBIM pecypc]. —
Pexxum nmocrtyma: http://’www.nlr.ru / cBoOomuslii gocTyn (mata oOpalieHus:
11.05.2021).
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http://www.gks.ru/
http://www.minfin.ru/ru/
http://www.nalog.ru/
http://www.fas.gov.ru/
http://www.cbr.ru/
http://www.vopreco.ru/
http://www.hse.ru/
http://www.rts.ru/
http://www.imf.org/external/russian/
http://www.worldbank.org/eca/russian/
http://www.nber.org/
http://www.biblioclub.ru/
https://urait.ru/library/vo
http://www.nlr.ru/

24 Dy1eKTPOHHO-0UOIMOTeYHas1 cucTeMa «JlaHby [DNeKTpoHHBIN pecypc]. —

Pexum nocryna:

https://e.lanbook.com/books

obpamenus: 11.05.2021).

| cBoOomHBIN mocTyn  (mara

7 MaTtepuajibHO-TeXHUYECKOe o0ecneyeHue TUCUUIINHbI

Haumeno | HaumenoBanue | OCHaIIEHHOCTh IIepedyeHb TULIEH3UOHHOTO
BaHUE CIICHUANIBHBIX | CHEIUaIbHBIX IPOrpaMMHOT0 00eCTICUeHUSI.
JACUUIUIM | TIOMEIIEHUN U | TTIOMEIICHUH U PexBU3UTHI MOATBEPKAAOIIETO
HBI TIOMEIICHHM JIJIsI| TTOMEIICHUH JITs JIOKyMEHTa
CaMOCTOSITEJThHO| CaMOCTOSTEIIbHOM
1 paboTHI paboThI
CepBuchast | Ayn. 319 - | Kommiekr Adobe Acrobat Reader DC
nesiTeNIbHOC | aynuTopus i | yueOHou mebenn | (freeware)
b Ha POBEACHHUS (30 mecr) Adobe Flash Player (freeware)
paHcropTe | 3aHATHH Mynsrumenuiineiii | Kaspersky Endpoint Security 10
JIEKIITMOHHOT'O npoexTop Acer (mamen3us Ne 0AFE-180731-
TUTIA, OKpaH 132011-783-1390)
196210 r. Hoytoyx HP630 K-Lite Mega Codec Pack
CaHkT- (freeware)

[TerepOypr, yi1.
ITunortos, 1oM

Microsoft Office
[Tpodeccuonanpubiii mtoc 2007

38, aut. A (muamen3us Ne 43471843 ot 07
despansa 2008 rona)
Mozilla Firefox (MPL/GPL/LGPL)
Ultra Defrag 7.0.2 (GNU GPL 2)
Unchecky (freeware)
WInRAR 3.9 (JIuuensus na Spb
State University of Civil Aviation)
Windows 7 (uriensust Ne
46231032 ot 4 nexabps 2009 roma)
Ayn. 315a - Komruiexr Windows 10 (uren3us Ne
aynuropus nisi | yueOHoit mebenu | 66373655 ot 28 sauBaps 2016
IIPOBEICHUS (16 mecr) rozia)
3aHATHUH Adobe Acrobat Reader DC
CEMUHAPCKOTO (freeware)
TUIIA, Adobe Flash Player (freeware)
196210 . Kaspersky Endpoint Security 10
CaHkT- (mmamen3us Ne 0AFE-180731-

[letepOypr, yi.
ITunortos, 1oM
38, mut. A

132011-783-1390)
K-Lite Mega Codec Pack
(freeware)

Microsoft Office

[Mpodeccronanpusril miroc 2007
(srumiensust Ne 43471843 ot 07
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https://e.lanbook.com/books

Haumeno | HaumenoBanue | OCHaIeHHOCTh ITepedyeHb TUIIEH3UOHHOTO
BaHUEC CHEUMAIBHBIX | CHEIHAIbHBIX MPOrpaMMHOT0 00eCTICUeHUSI.
JUCLUIUIM | TOMEIICHUN U | TTOMEIICHUM U PexBU3UTHI MOATBEPKAAOIIETO
HBI MMOMEILCHUM JJIsI| MOMELICHUN JUIA JIOKyMEHTa

CaMOCTOSITEJIbHO| CaMOCTOSTEIbHOU
1 paboThI paboThI
despansa 2008 rona)

Mozilla Firefox (MPL/GPL/LGPL)
Ultra Defrag 7.0.2 (GNU GPL 2)
Unchecky (freeware)

WInRAR 3.9 (nmunensusina Spb
State University of Civil Aviation)
JpaiiBepa ¥ UX KOMIIOHEHTHI.

AyIuTOopuu ISl CAMOCTOATEIBHON PaboThl, XpaHEHUS U TIPOPUITAKTHIECKOTO
o0cny>KUBaHMs y4eOHOT0 000py/10BaHUS

Ayn. 322 -
ayJIMTOPUS JIJIS
CaMOCTOSATENLH
o1 paboTHlI,
196210 r.
Cankr-
[TerepOypr, yi1.
ITunortos, 10M
38, nut. A

Kommiekr
yueOHO# Mmebenu
(21 mecTo0)
[IpunTeEp
CanonLBR -1120;
Moy
EcosysM2035dr;
Monutop LG
23EN43T-B;
CucTeMHBIN 0JIOK
KoMILIEKT Ne 1
RamecStorm.
CucreMHBIN 0JIOK

koMmriuiekt Corei 7-
800-70

Windows 7 Professional
(munensus Ne 46231032 ot 4
nekabps 2009 roaa)
MicrosoftOfficeStandart 2007
(munensus Ne 47653847 ot 9
Hos10ps1 2010 roa)

ABBYY FineReader 10 Corporate
Editional (smuriensus Ne AF 10
3S1V00 102 ot 23 nexabps 2010
r.)

Kaspersky Anti-Virus Suite qst
WKS u FS (unensus Ne
1D0A170720092603110550 ot 20
utonisg 2017 rona)
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8 O0pa3oBarte/ibHbIe 1 HHPOPMAIMOHHbIE TEXHOJIOTHH

B mpomecce mpenomaBanus aucnUIIMHBI «CepBUCHAs JCATEIBHOCTh Ha
TPAHCTIOPTE» HCIIONB3YIOTCSA KJIaCCHYECKHE (OPMBI M METOJbI OOYUYEHHS: BXOIHOU
KOHTPOJIb, JICKIIMH, TPAKTUYECKUE 3aHITHSA, KPYIJIBIA CTOJN, KypcoBas paboTta
camocTosITeTTbHas padoTa 00yJaroIUXCsS U METO]T Pa3BUBAIOIICICS KOOTIEpaIlUH.

B pamkax n3ydeHUs AMCHMIUIMHEI MIPEATIONAracTCs UCIIOIb30BaTh CICTYIOIIHE
o0pa3zoBaTeIbHbIE TEXHOJIOTHH.

BxomHOW KOHTpONbL TpeAHA3HAYEH [IJI BBISBJICHHS YPOBHS YCBOCHHS
KOMIIETECHIIUH OOyJYarOIUMCS, HEOOXOJMMBIX Iepe]l HW3YYCHUEM JTUCIUTLIAHBI.
BxoaHOW KOHTpOJIbh MPOBOAMWTCS MpemofaBaTelieM C IEeNbI0 KOPPEKIWHU TMpollecca
YCBOCHHS OOYYAFOIIMMHUCS AUIAKTHYCCKUX enuHuil. OH OCYyIIECTBIsSETCS B (GopMme
YCTHOTO oOIpoca Mo BompocaM aucuuiuiuabl: «CepBucosiorus («BBemenue B
npodeccuron)y, «CepBucomnorus («CepBuconorus u opraHu3aIus
oOcmyXuBaHusI»)», «Pexinama M CBs3M C OOIIECTBEHHOCTHIO B cepe cepBuca Ha
TpaHcopTe», «HTErpupoBaHHBIE KOMMYHHMKAIMM W KOMMYHHUKAIIMOHHBIH
MEHEDKMEHT B cpepe CEpBHCAy.

TpaguimoHHass JICKIHS COCTaBISECT OCHOBY TEOPETHYECKOrO0 OOydYCHHS B
paMKax JUCHUIUIMHBL JIekmus kak oOpa3oBarelibHas TEXHOJIOTHS MPEACTABISICT
co00if yCTHOE, CHCTEMATHUYECKH IOCIEA0BaTEIbHOE H3JI0KEHHUE IPeTojaBaTesieM
y4eOHOrO MaTepuania W aKTyaldbHBIX HAaYYHBIX 3HAHUW C IEJbI0 OpTaHU3aAIHNH
IeJICHANIPABICHHOW MMO3HABATEILHOU JESATEIBHOCTH O0YUYAIOIMIMMIUCS TI0 OBJIAJICHUIO
3HAaHUSMHU, YMCHUSIMA U HaBBIKAMHU YUTAEMOUN TUCIUIUIMHBL. JIeKIus mpeaHa3HadyeHa
IUIE  PAcKPBITHSI COCTOSIHUS W TIEPCIIEKTHB Pa3BUTHS CEPBUCHBIX 3HAHHWHA B
COBPEMEHHBIX YCIIOBUSX. B NEKIMU Jenaercs akieHT Ha pealln3aluio TJIaBHBIX HIeH
¥ HampaBJICHUNA B HM3YYCHHWH IUCIUIUIMHBI, JAaeTCs yCTAaHOBKA Ha IOCIICIYIONIYIO
CaMOCTOSITeTTbHYIO paboTy. Ha JeKknuu KOHIEHTpUpPYEeTCs BHUMaHUE 00yJaroInuXxcst
Ha HauOoJiee CIIOKHBIX M Y3JIOBBIX BOIIPOCax, CTUMYIUPYETCS WX aKTHUBHAs
no3HaBaTenbHas jaesaTenbHOCTh. [lo aucuummae «CepBHUCHAs NEATEILHOCTh Ha
TPAHCTIOPTE» TIUIAHUPYETCS TpoBeNeHHEe WHGOPMAIMOHHBIX JIEKIUH, KOTOpHIC
HaIpaBJICHbl Ha CHUCTEMATHU3MPOBAHHOE H3JI0KEHHWE HAKOTUICHHBIX W aKTyaJbHBIX
HAyYHBIX 3HAHUH B MIPEAMETHON 00JIaCTH JUCITUTUIMHEI.

Benymmm MeTooM B JIEKIIMU BBICTYMAET YCTHOE U3JIOKEHUE MIPETIoIaBaTesieM
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y4eOHOro Marepuana, KOTOpoe COYeTaeTcsl ¢ MCIoJyib3oBaHUEM cpenbl PowerPoint,
Word, Excel ¢ nenpro pacrmmpeHuss o0pa3oBaTeabHOr0 HH()OPMAIMOHHOTO ITOJIA,
MOBBILLIEHUSI CKOPOCTU 00pabOTKHU U nepenaur nHpopmanuu, odecrneyeHus: y1o0cTaa
npeoOpa3oBaHusi M CTPYKTYpUpOBaHHUA HH(poOpMaluu Ajid TpaHchopmanuu ee B
3HAHHUE.

[IpakTuyeckue 3aHATHA 0O AMCLHMIUIMHE MPOBOASTCS B COOTBETCTBHH C
y4eOHO-TEMAaTHYECKUM IIJIJAaHOM M0 OTAENbHbIM TIpynnam. Llenp mnpakTHueckux
3aHATHM — 3aKpPenuTh TEOPETUYECKHUE 3HAHUS, MMOJYYEHHbIE OO0Yy4alolMMUCA Ha
JEKUUAX U B pe3yibTaTe CaMOCTOSATEIbHOTO M3YYEHUS! COOTBETCTBYIOIIMUX Pa3/IeiioB
PEKOMEHIyeMOU JIUTepaTypbl, a TakXe MNPUOOPECTH HaYyalbHbIE MPAKTUYECKHE
HaBbIKM JTUCHUIUIMHBI «CepBUCHas AESATENbHOCTh HAa TpaHcmopTey. llpakTuueckue
3aHATHS IpeIHa3HAuYeHbl Il 00Jee TITyOOKOro OCBOCHHS U aHaIN3a TeM, U3y4aeMbIX
B paMKax JaHHOW AUCIUIUIMHBIL.

[IpakTuueckue 3aHATHS — O3TO METOJ PENPOAYKTHUBHOTO OOy4YeHUS,
o0ecreynBaroMii CBA3b TEOPUM U TPAKTUKU, COJEHUCTBYIOIIUMUA BBIPAOOTKE Y
oOy4Jaromuxcs yMEHUN U HaBBIKOB MPUMEHEHUS 3HAaHUMU, MTOJIYYEHHBIX Ha JICKIIUU U B
X0Zle camocTosATeNnbHON paboThl. [IpakThueckue 3aHsATHUS Kak oOpazoBarenbHas
TEXHOJIOTUSI TIOMOTaloT OOy4YaroIIMMCSl CUCTEMAaTU3UPOBATh, 3aKPENUTh U yriayOuTh
3HaHMSI TEOPETUUYECKOro xapakTepa. Ha mpakTH4ecKux 3aHATUSX IO JAUCIMIUIUHE
«CepBuCHasi JCATEIBHOCTh Ha TPAHCHOPTE» OOydarmuecs o0y4yaroTcs yMEHUsIM U
HaBbIKaM, HEOOXOIUMBIM [UIsl OpPraHU3allUM CEPBUCHOM NEATENbHOCTH, 3aKperisis
HOJyYEHHBbIE B XOJI€ JIEKIUI U caMOCTOATENbHON paboThl 3HaHusA. Ha mpakTuueckux
3aHATUSAX B Ka4ECTBE MHTEPAKTHBHBIX 00pa30BaTEIbHBIX TEXHOJOTUN MPUMEHSETCS:
METOJI pa3BUBAIOLIECICS KOONIEPALIMH.

B mpouecce npoBeaeHNs NMPaKTUYECKUX 3aHITUH OPraHU3YIOTCS ITyOJINYHBIE
BBICTYIICHUSI 00Yy4aroIKXCs EPe]] ayIuTOpUeil, CHOCOOCTBYIOIINE PA3BUTHIO Y HUX
YMEHHUSI COINOCTAaBJISATh JaHHBIE Ppa3HBIX MCTOYHHUKOB M 0000IIaTh HX, YMEHMUS
CBS3BIBATH TEOPETHUYECKHE ITOJIOKEHUSA AUCHUILIMHBI «CepBHCHAs NEATENbHOCTh Ha
TPAHCIIOPTE» C KOHKPETHBIMU CUTyallUsIMU. Takum o0pa3oM, MPaKkTUUECKUE 3aHATUS
no jucuumuHe «CepBHCHasg  JEATEIBHOCTb HA  TPAHCIOPTE»  SIBISIOTCSA
COCTaBIIIOIIMMHM  NPAKTHYECKOW  IMOATOTOBKM  oOydaromuxcs, TaKk  Kak
IIPELYCMAaTPUBAIOT HUX Yy4YacTHE B BBIIOJIHEHUM OTAEIBHBIX JJIEMEHTOB padoT,
CBSI3aHHBIX C Oyaymied mpodeccruoHanbHON nesTenbHOCThI0. PaccMmarpuBaeMbie B
paMKax MPaKTUYECKOrO 3aHATUS 3aJaHUsl, CUTyallud, IpUMEpbl U MPoOIeMbl UMEIOT
npo(heCcCHOHATIBHYI0 HANpPaBICHHOCTh U COAEpPXk AT SJIEMEHTbI, HEOOXOIUMbIC IS
(GopMupoBaHUS KOMIETEHIMH B paMKax MOJArOTOBKM OakajiaBpa MO HAaIPaBICHUIO
«CepBucy». ['maBHBIM  coAep)KaHWEM  IMPAKTHYECKOrO  3aHATUS  SBISAETCS
WHIUBUYaJIbHAs MPAaKTHYECKash padoTa KaXKaoro 00yJaromerocs.

Kpyraelii cronl mo AUCHUIUIMHE MPOBOJUTCA B COOTBETCTBUHM C YYEOHO-
TEMATUYECKUM IUTAHOM IO OTAENbHBIM rpynmnam. Lleas npoBeaeHuss Kpyrioro croia
— 3aKpENHUTh TEOPETUUYECKUE 3HAHUSA, IMOJTYyYEHHbIE OOyYarOIUMHCS Ha JIEKIUAX U B
pe3ysibTaTe  CaMOCTOATENBHOIO  M3Y4YEHUS  COOTBETCTBYIOLIMX  pa3JeJioB
PEKOMEHJYEeMOW JIMTepaTypbl, a TaKXe MNPUOOPECTH HaYallbHbIE IPAKTUYECKHE
HaBBIKM M YMEHMS IO AUCHUIUIMHE «CepBUCHAs NEATEIbHOCTb HA TPAHCIOPTEX.
Kpyraslii cron npenHasHaueH aiis 0osiee ryOOKOro OCBOCHHS M aHAJIM3a OTIEIbHBIX
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BOIIPOCOB, M3Y4YaeMbIX B paMKaxX JaHHOW IUCHMIUIMHBL. B mporiecce mpoBeneHus
KpPYIJIOTO CTOJIa OPTraHU3YIOTCA MyOJIMYHbIE KOJJIEKTUBHBIE 00CYXIEHUS OTIAEIbHBIX
3apaHee OMpeAeEHHBIX BOMPOCOB TEMbl, BBICTYIUICHHS OOYYaIOIIUXCSOB TEpe
ayIUTOpUEH, CIOCOOCTBYIOIIUE PA3BUTHI0O Y HUX YMEHHUSI COMOCTABIISTH JaHHBIC
Pa3HBIX UCTOYHUKOB U 0000IIaTh UX, YMEHHUS CBSI3bIBATH TEOPETUUCCKUE TTOJIOKEHUS
mucuuiuiiabl - «CepBUCHAsT  ESITENBHOCTh HA TPAHCIOPTE» C KOHKPETHBIMU
CUTYaIUsIMH.

UreHue JIEKUMH U TMPOBEACHUE MPAKTUYECKUX 3aHATUM TAKKE IPEAINOJIAractT
MIPUMEHEHUE UHTEPAKTUBHBIX (PopM 00ydeHUs (MHTEPAKTUBHBIX JICKIIUMA, TPYIIOBBIX
JMCKYCCHUM, aHajdu3a CUTyallud M WMUTAIIMOHHBIX MOJENed W Jp., B TOM YHCIE C
y4eTOM  PErHOHAIBHBIX  OCOOCHHOCTEH  mpodeccuoHanbHOU  JESATEIBLHOCTH
BBIITYCKHUKOB U MOTpeOHOCTe paboTonareneil) s pa3BUTUA Yy OOyYaIOIIMXCS
HABBIKOB KOMAaHJIHOW pabOThI, MEKJIMYHOCTHON KOMMYHHUKAIIMH, IPUHATHS PEIICHUN
U JTUJICPCKUX KaueCTB.

Taxkum oOpazom, IpaKTUUECKUE 3aHATUS U KYPCOBOHM IMPOEKT IO JUCIMILUIMHE
«CepBUCHasi  JICSITENIBHOCTH HAa  TPAHCIOPTE»  SIBJISIOTCS  COCTaBJISIFOITUMM
MPAKTUYECKOM MOJATOTOBKM OOYYaIOMIUXCs, TaK KaK MPEeayCMaTPUBAIOT UX y4acTHUE B
BHITIOJIHCHUU  OTJACJIBHBIX  DJIEMEHTOB  paboT, CBs3aHHBIX ¢  Oy;ymiei
npodeccuoHaIbHON AeATeTbHOCTHIO.

B kagecTBe snmeMeHTa NPAKTUYECKOW TIMOJATOTOBKHM B paMKax JIUCIUIUTHH
«CepBHUCHasi JEATEIBHOCTh Ha TPAHCIOPTE» MCHOJIB3YETCS Ha MPAKTHUYECKUX
3aHATUSAX METOJI pa3BUBAIOIIEHCS KOOIEpALMK, KOTOPBIA 3aKJIF0YAETCs B IOCTAHOBKE
nepen o0y4aronMMHUCs CUTYallMOHHOTO 3aJlaHusl, JAJI PEIICHHUs] KOTOpPOro TpedyeTcs
€ro oObeIMHEHHE C pacIpeelieHNeM BHYTPEHHUX poJieil B rpyrmme. DTO MO3BOJSET
oOy4aromnemMycs BbICTYIIUBATh U MPUHUMATh BO BHUMAHME B3TJIAJIBI APYTUX JIIOJIEH,
JTUCKYTHUPOBATh B W 3alIMINATh CBOIO TOYKY 3PEHHUS, CHPABIATHCA C pazHOOOpa3zueM
MHEHHH, COTpYIHHUYATh M paboTaTh B KOMaHjae, OpaTh Ha ceOS OTBETCTBEHHOCTD,
y4acTBOBAaTh B COBMECTHOM MPUHATHU PEILICHUSI.

CamocrositenbHas pabora OOy4arolUXCsl SIBISIETCST COCTaBHOM — YacThIO
yueOHol paboTel. CamocTosTenbHass padoTa o0O0ydYarIIerocs peanu3yercs B
CUCTeMaTH3allui, TUIAHUPOBAHWU, KOHTPOJE U PETyJIUpPOBAaHUU €ro y4eOHO-
npoecCHOHaNbHON  NIeATeNbHOCTH, a TakKe B AaKTUBHU3AIMM COOCTBEHHBIX
MO3HABATEILHO-MBICITUTEIBHBIX JEUCTBUM ©0€3 HEMOCPEICTBEHHOW IOMOIIH U
PYKOBOJCTBA CO CTOpPOHBI mpenojaBaTensi. Ee OCHOBHOW 1IE€NIbIO  SIBJISIETCS
dbopMHUpOBaHUE HABBIKA CAMOCTOSITEILHOTO IPUOOPETCHUS 3HAHUHN 110 HEKOTOPHIM HE
0Cc000 CJIOKHBIM BOIPOCAM TEOPETUYECKOTO Kypca, 3aKperjieHue W YriIyOJieHue
MOJIYYEHHbIX  3HAaHWH,  caMocTosiTeldbHass  paboTa €O  CIpaBOYHUKAMH,
MEePUOANYECKUMH U3JIaHUSIMA W HAyYHO-TIOMYJISIPHOW JIUTEpAaTypoil, B TOM 4YHUCIE
HaXOJSIIIIUMUCS B TI00ANbHBIX KOMMBIOTEpHBIX ceTsax. CamocrosTenbHas paboTa
MOAPA3yMEBACT BBINOJIHEHUE YYEOHBIX 3a/JlaHUM, B TOM YHUCJIE U WHIUBUAYaJbHbIX,
MOJIy4aeMbIX OOyYarolMMCs TOCJIE KaXJ0To 3aHsATuA. Bce 3amanus, BBIHOCUMBbIE Ha
CaMOCTOSITEIbHYIO pa0O0Ty, BBIMOJHSAIOTCS OOydaromuMcs JU0O0 B KOHCHEKTE, JU00
Ha OTAeNbHBIX JucTax (opmara A4 (mo ykazanuro mnpenogaBarensi). KoHTpoib
BBITIOJIHEHUS 3aJJaHUi, BHIHOCUMBIX Ha CaMOCTOSITENIbHYIO pabOTy, OCYILIECTBIISIET
npenoaaBatenb. KypcoBas pabota — 3T0 BUJI CaMOCTOSITEIbHOU yueOHO-
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HCCCIIEJIOBATEIILCKON paboThl 00ydYaromerocsi, KOTJa KM TPOBOJUTCS HAydHOE
HCCIIEIOBAHME 110 KOHKPETHOM TeMe C dJIEMEHTaMH Hay4YHOTO aHaln3a, OTPAKAIOIINN
npuOOpeTeHHBIE O0YYaIOMIMMCS TEOPETUYECKUE 3HAHUS M MPAKTHUYECKHUE HAaBBIKH,
yMeHHE paboTaTh ¢ MEPBOMCTOYHHKAMH, JENAaTh OOCTOSTENbHBIC BHIBOJIBI U CTABUT
[eJb CUCTEMAaTH3UPOBATh, 3aKPENUTh M YIIMyOUTh TEOPETHUECKUE W TPAKTHUUYECKUE
3HaHWS, YMEHHUS U HABBIKU TIO MPO(UITIO0 MOATOTOBKU C HENBI0 X MPUMEHEHUS s
pemeHus mpodecCHOHANbHBIX 3a7ad. [Ipolecc BBIMONHEHUS KypCOBOM pabOTHI
BKJIIOYAET B CeOsl Psiji ATAIMOB: COCTaBJICHUE Pa3BEPHYTOrO IJIaHA, MOAOOP yueOHO-
HAay4YHOM JHUTEepaTypbl U JPYrux IEPBOMCTOYHUKOB, COOCTBEHHO paboTa HaA
KypcoBoil paboTod, (GOpMyIMpPOBaHHE BHIBOJIOB, PEIaKIIMOHHO-TEXHUYECKOE
odopmiieHue, 3ammra.

9 @oHa OLEHOYHBIX CPEACTB /ISl MPOBeAeHHUs TEKYIIero KOHTPOJs
yCIeBaeMOCTH, POMEKYTOYHOM ATTECTALMH 10 UTOraM OCBOCHM S JUCHMIIHHbI

®DoH/ OIICHOYHBIX CPEACTB MO aucuuiuinHe «CepBHUCHas ACSATEILHOCTh Ha
TpaHCIIOPTE» TMPEeIHA3HAYCH JIJIS BBISIBJICHHUS M OLICHKH YPOBHS U KadyecTBa 3HAHUM
00ydJaromuxcs 1Mo pe3yiabTaTaM TEKYIIEro KOHTPOJISI U MPOMEKYTOUHOU aTTecTalluu
0 WUTOTaM OCBOEHHUS JUCIUIUIMHBI B BHUJE DK3aMEHAa B TPEThEM M YETBEPTOM
cemMecTpe.

@OoH/ OLICHOYHBIX CPEACTB ISl TEKYIIEr0 KOHTPOJIA BKIJIFOYAET: BOIPOCHI IS
YCTHBIX OMPOCOB, CUTYAIMOHHBIE 3aJJaHUsI, TEMBI JJI1 COOOIICHUN U TEMbl KypCOBBIX
paboT.

Texyuuii KOHTPOJIb YCIIEBAEMOCTH U MPOMEXKYTOUHAsI aTTECTALUS IPOBOASATCS
B coorBeTcTBUM ¢ «llookeHHneM O TEKylmeM KOHTpPOJE YCIEBAEMOCTH U
POMEXYTOYHOM aTTecTaliui OoOydarmuxcs QeaepaabHOoro TOoCyAapCTBEHHOTO
OIOHKETHOTO 00pa30BaTEIBHOIO YUPEXKACHHUS BbICHIET0 oOpa3oBaHus «CaHKT-
[TerepOyprckuii  TOCYIapCTBEHHBIM  YHUBEPCHUTET  TIPaXIAaHCKOHW  aBHAIUNY,
o0ydJaromuxcs Mo mporpaMmMam BBICIIIETO 00pa30BaHKs — IMporpaMMaM OakaiaBpuaTa
U TporpammaM crernuaiurera (GpopMbl, MEPUOIUYHOCTh U MOPSAOK)». Texymuii
KOHTPOJIb YCIEBAEMOCTH OOYYaIOMIMXCS BKIIOUAET YCTHBIE OMPOCHI, COOOIICHWS,
CUTYyallMOHHBIE 3aJ]aHUs U 3a/laHusl, BblJaBaeMble HAa CaMOCTOSITEJIbHYIO PadoTy MO
TEMaM JUCUUILIUHBI.

YCTHBIM ONpPOC MO BOIPOCAM BXOJHOTO KOHTPOJIS, KOTOPBIM SIBIISETCS
AJIEMEHTOM TEKYIEro KOHTPOJIA YCIEBAEMOCTH, NpPEAHA3HAYEH [JI1 BbISBICHUS
YPOBHS YCBOCHHSI KOMIIETCHIIMA OOYYarolIuMCs, HEOOXOAUMBIX Tepe]] U3yuyeHUEeM
JUCUUIUIMHBL. Y CTHBIA OMPOC MO BOMPOCAM BXOJIHOI'O KOHTPOJISI OCYIIECTBISETCS MO
BOIIpOCAaM, Ha KOTOpBIX OasupyeTcss yntaeMasi gucuuiuivia (m. 9.4). YcTHblid onpoc
MPOBOJIMTCSl HAa KaXJOM IPAKTUYECKOM 3aHSITHUU B TeueHue He Oojnee 10 MUHYT C
LEJIbI0 KOHTPOJISI YCBOEHHUS TEOPETHUUYECKOTO MaTepuaia, U3JlaraeMoro Ha JIEKIHUU U
MpeanoyiiaraeT OTBET OOy4YaroUUMXCsoB. BkiroyaeT mnepedyeHb BOMNPOCOB U
MojienupoBaHue cutyanui. [lepeueHb BOIPOCOB OMpeesieTcs YPOBHEM MOJTOTOBKH
y4eOHOUM TIpymmbl, a TaKKe HWHIUBUAYAIbHBIMH OCOOCHHOCTSMH OO0YYaIOUIUXCS.
MogenupoBanue cUTyalldil mpeAcTaBiIsieT co00i MPOEKTUPOBAHUE IMPENOJaBaTelIeM
TUNOTETUYECKUX CUTyalluid, B KOTOPBIX MOXET OKa3aThCsl OOyYarolUXCSA MpHU
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CONPUKOCHOBEHUHU C PeabHOCThIO. Peaknus oOyvaromuxcsia Ha CMOJEIUPOBAHHYIO
CUTYalllIo OyJET MoKa3aTeJIeM TOr0 YCBOMJ OH y4eOHBII MaTepuai WiIH HeT.

CooOmieHne — MPOAYKT CAMOCTOSITENBHOW  paboThl  OOywaroluxcsa,
MPEACTABISAIONINN cO00# MyOJIMYHOE BBICTYIUICHUE IO MPECTABICHUIO MOJTYYECHHBIX
pEe3yNbTaTOB  PEIICHHUs  ONpENeNeHHONM  y4eOHO-IIPaKTUYECKOi, y4eOHo-
HCCIIEI0OBATEIBbCKON U HAYYHOU TEMBI.

OLIEHOYHBIM  CPEJICTBOM  SIBJISIFOTCSL  TEMBI KYpCOBBIX palOT, KOTOpHIE
npuBenensl B 1. 9.3. KypcoBas pabota — aBTOPCKHI Hay4yHO-UCCJIEAOBATEILCKUI
MPOEKT 00yYaroUuXcs, HAIPaBJIEHHBIA Ha BBIPAOOTKY MCCIIEIOBATEILCKUX HABHIKOB,
ombiTa pabOTBl C HAyYHBIMH HUCTOYHUKAMU M  CO3JIaHUE 3aKOHYEHHOTO
CaMOCTOSITEJILHOTO ~ HccieoBaHus. Hamucanwe u 3ammTa  KypcoBOW  pabOThI
3aIuIaHUpPOBaHa Ha 4 ceMecTp.

3anmTa KypcoBOro NpoeKTa — KOHEUHbIA MPOAYKT, MOIYy4YaeMbIi B pe3ybTaTe
IJIAHUPOBAHUS U BBIMOJHEHUS KOMIUJIEKCA YYEOHBIX U UCCIE0BATEILCKUX 3aJaHUM,
KOTOPBIA TIO3BOJISICT OIICHWUTHh YMEHHUS W HABBIKM OOYYArOIIErocs CaMOCTOATEIBHO
KOHCTPYMpPOBaTh CBOM 3HAHUA B MPOILIECCE PEIICHUS MPAKTUYECKUX 3ajad,
OpPUCHTHPOBAThCS B HH(POPMAIIMOHHOM TMPOCTPAHCTBE, a TakKXKe YpPOBCHb
c(hOPMUPOBAHHOCTA AHAIUTHYECKUX, HCCIEI0BATEILCKUX HABBIKOB, HABBIKOB
MPAKTUYECKOTO U TBOPUECKOTO MBIIIJICHHUS.

CutyanlioHHBIE 3aJjaHUsl HOCST NPAKTUKO-OPUEHTUPOBAHHBIN  XapakTep,
UCIIOJIB3YIOTCSI B paMKaxX MPaKTHUYECKON TMOATOTOBKM C  LEJIbI0  OLEHKH
dbopMUpoOBaHUs, 3aKPETUICHUS], PA3BUTHS MPAKTHUECKUX HABBIKOB U KOMIETEHIUHN 0
npodusito  00pa3oBaTENbHONW MpOrpamMMbl. BhINMOIHEHNE KOMIUIEKCA YYEOHBIX H
UCCJIEIOBATEIbCKUX 3aJlaHuid, B (QopMare CUTYAIlMOHHBIX 3aJaHUM, MO3BOJISIIOT
OLICHUTh YMEHHS M HABBIKA OOYYaIOIIErocsi CaMOCTOSITEIbHO KOHCTPYUPOBATh CBOU
3HaHUS B IIPOLECCE pELICHHUS MPAaKTHYECKUX 3a7ady, OpPUEHTHUPOBATHCA B
MHPOPMAIIMOHHOM  TIPOCTPAHCTBE, a TaKXe YPOBEHb C(HOPMUPOBAHHOCTU
AHAJIUTUYECKUX, HCCIIECIOBATEIbCKUX HABBIKOB, HAaBBIKOB IPAKTUYECKOTO U
TBOPYECKOT'O MBIIIJICHUS.

KoHTponb BeIMOTHEHUS 3a/]aHus, BbIIABAEMOT0 Ha CaMOCTOSITENIbHYIO paboTy,
npeciieyeT co0oi 1elb CBOEBPEMEHHOT'O BBISIBICHHUS TUIOXO YCBOGHHOTO MaTepHuaa
JTUCITUTUTAHBL TSI TIOCTIEAYIOMEeH KOPPEKTHUPOBKHU WM OpraHU3aIliu 00s3aTeIbHON
KOHCynbTauuu. lIpoMexxyTouHasi arrecTtamsi MO MTOraM OCBOCHHS JAUCUUILIUHBI
MPOBOJUTCS B BUJIE dK3aMeHa B 3 W 4 cemecTpe. DK3aMeH MO3BOJISIET OIICHHUTH
YpPOBEHb OCBOEHHUSI KOMIIETEHIIMH 332 BECh MEPHUOJl U3YyUYEHHS AUCHUILIMHBI. JK3aMeH
MpEAIoJIaraeT OTBET Ha BOMPOCHI U3 MEPEUYHs BOIPOCOB, BEBIHECEHHBIX Ha 3Kk3ameH. K
MOMEHTY CJa4d dK3aME€Ha JIOJDKHBI OBITh OJAromoJIydHO MPOWICHBI MPEABITYIINE
(GbOpMBI KOHTPOJISI, K MOMEHTY CIa4d 9K3aMEHa JIOJDKHA OBITh BBIOJTHEHA KypcOBas
pabora.

Meronuka (HOpMUPOBaHHS PE3YIBTHPYIOMIEH OIEHKH B  005S3aTeIbHOM
MOPSIAKE YYUTHIBAET AKTHUBHOCTH OOYYAIOIIMXCSIOB Ha JIGKUUAX W MPaKTHUYECKUX
3aHATUAX, YydacTHe OOy4YarolUUMXCSOB B KOH(MEpPEHIMSX ¢ MOJTOTOBKY HWMHU
myOJIMKAlUd, YTO OTPAKEHO B OAJUIbHO-PEUTUHIOBOM OLIEHKE TEKYIEro KOHTPOJIS
YCIIEBAEMOCTH U 3HaHUK OO0ydJarommuxcsoB B M. 9.1. Onucanue mkaibl OLICHUBAHUSA,
WCITOJIb3YeMOM JIJIs1 TIPOBEJICHUS TPOMEKYTOUHBIX aTTECTAINi, MpUBEACHO B 1. 9.5.
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9.1 ba/JIbHO-PEeHTHHI0BAasl OLIEHKA TEKYIIero KOHTPOJIsl yCIIeBaeMOCTH U

3HAHMH 00y4AKOIIMXCH

OO6mast TpyI0EeMKOCTh TUCHUIUIMHBI cocTaBiseT 10 3auetHwix egunui, 360
aKaJIeMUYEeCKUX 4acoB. Bua nmpoMekyTOUHOr0 KOHTPOJISI — SK3aMEH.

. KonunuectBo 6amioB Cpok
Tema/Buj yueOHBIX 3aHATHIM
o KOHTPOJIS
(OLIEHOYHBIX 3aJ]aHUN),
(MOPSAKOBBI
MO3BOJISIONIUX 00yUYaOIIEeMYyCs Munu- Makcu- i HOME [Tpumeuanu
IPOJIEMOHCTPHUPOBATH JIOCTUTHYTHINA | MAJIbHOE | MalbHOE e eJmIz: e
ypOBEHBb C(HOPMUPOBAHHOCTH 3HAYCHHE | 3HAYCHUE ngaﬂa
KOMIIETCHIIUN
cemMecTpa)
Cemectp 3
Tema 1. Beeoenue ¢ oucuyunnuny. Qougue noHamus cepeUCHoll 0eamenbHOCmu
Jlexmus 1 1 1,5 1 —
Jlexmus 2 1 1,5 1 —
Jlexmus 3 1 1,5 1 —
[TpakTudeckoe 3ansitue 1 1,2 1,8 2 VO, C3, Cm
[TpakTudeckoe 3aHsTHE 2 1,14 1,8 2 VO, C3, Ci
Hmozo no meme 1 5,34 8,1

Tema 2. Ycnyeu u scusnedeameibHOCHb H00€il 8 MPAOUUUOHHDBIX COOOULECBAX

Jlexuus 4 1 1,5 2 —
Jlexmus 5 1 1,5 3 —
Jlexmus 6 1 1,5 3 —
[IpakTrdeckoe 3ansTue 3 1,14 1,8 3 VO, C3, Cm
[IpakTraeckoe 3anstue 4 1,14 1,8 4 VO, C3, Cm
[IpakTryeckoe 3aHsTHE 5 1,14 1,8 4 VO, C3, Cm
Hmozo no meme 2 6,42 9,9

Tema 3. Ycnyeu u cepsuchnasn oesasmebHOCHb 8 UHOYCMPUATIbLHOM 00uiecmee

Jlexmus 7/ 1 1,5 4 —
Jleximsa 8 1 1,5 5 —
Jleximsa 9 1 1,5 5 —
[IpakTudeckoe 3ausTue 6 1,14 1,8 5 VO, C3, Cix
[TpakTudeckoe 3ansTue 7 1,14 1,8 6 VO, C3, Cix
ITpakTryeckoe 3ansTHe 8 1,14 1,8 6 VO, C3, Cix
Hmozo no meme 3 5,42 9,9

Tema 4. Pazeumue yciyz u cepeucHoil 0essmeabHOCHU 8 POCCUIICKOM 00uecmee Ha
mpancnopme, 8 mom uucie 8 cghpepe 6030yuiH020 MpaHcnopma

Jlexmus 10 1 1,5 6 —
Jlexmmsa 11 1 1,5 7 —
[IpakTrdeckoe 3ansTre 9 1,14 1,8 7 VO, C3, Ci
[TpakTrueckoe 3anstue 10 1,14 1,8 7 VO, C3, Ci
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. KonuuecTBo 6amios Cpox
Tema/Buj yueOHBIX 3aHATUM
. KOHTPOJIS
(OLIEHOYHBIX 3aJ]aHUI),
(MOPSLAKOBBI
MO3BOJISIIOIINX 00yYarouemMycs Munu- Makcu- i HOME ITpumeyanu
MPOIEMOHCTPUPOBATh JOCTUTHYTHIM | MAIbHOE | MaJIbHOE Hez[ennlz: e
ypOBEHb C(HOPMUPOBAHHOCTHU 3HAUCHHME | 3HAUCHWE| o .
KOMIIETEHLIUA
cemMecTpa)
Hmozo no meme 4 4,28 6,6

Tema 5. Cospemennoe cepsucnoe oduiecmeo: 0CO0eHHOCMU CMAHOGIEHUA U
nepcneKkmuesvl pazeumus Ha MPancnopme, 6 Mom uucie 6 cjhepe 6030yutnozo

mpauncnopma
Jlexmus 12 1 1,5 8 —
Jlexmus 13 1 1,5 8 —
[TpakTuueckoe 3anstue 11 1,14 1,8 8 VO, C3, Cm
[TpakTuueckoe 3anstue 12 1,14 1,8 9 VO, C3, C
Hmozo no meme 5 4,28 6,6

Tema 6. Ycayea kak npooykm cepeucHoii 0esasmenbHOCHu Ha Mpancnopme, 6 mom

yucne 6 cghepe

6030YUIHO20 MPAHCHOpMA

Jlexuus 14 1 1,5 9 —
Jlexmus 15 1 1,5 9 —
[TpakTrueckoe 3anstue 13 1,14 1,8 10 VO, C3, Cix
[TpakTuyeckoe 3anstue 14 1,14 1,8 10 VO, C3, Cix
Hmozo no meme 6 4,28 6,6

Tema 7. Ilcuxonozus cepsucHoil deameabHOCMU HA MPA

HCnopme, 6 mom uucjie 6

chepe 8030yuinozo mpancnopma
Jlexmus 16 1 1,5 10 —
Jlekmg 17 1 1,5 11 —
[TpakTryeckoe 3anstue 15 1,14 2,15 11 YO, Cua
[TpakTrueckoe 3anstue 16 1,14 2,15 11 VO, C3, Cm
[TpakTryeckoe 3anstue 17 1,14 1,8 12 VO, C3, Cm
[TpakTrueckoe 3anstue 18 1,14 1,8 12 VO, C3, Cix
Hmozo no meme 7 6,56 10,9
Tema 8. Dmuka cepeucHoll 0esasmenbHOCMU HA MPAHChOPpMe, 8 MOM YUc/ie 8 chepe

8030YUIHO20 MPAHCROPpMA

Jlexumsa 18 1 1,5 12 —
Jlexmmsa 19 1 1,5 13 —
[TpakTrueckoe 3anstue 19 1,14 1,8 13 VO, C3, Cux
[TpakTrueckoe 3anstue 20 1,14 1,8 13 VO, C3, Cix
Hmozo no meme 8 4,28 6,6
Tema 9. Cepsuchasn oeamenbHoCMb HA MPAHCROPMeE, 8 MOM Yuce 6 chepe
6030YUIHO20 MPAHCROPMA KAK COCMAGHAA YACMb IKOHOMUKU

Jlexuus 20 (Tema 9) 1 1,5 14 —
Jlexuus 21 (Tema 9) 1 1,5 14 —
[TpakTrueckoe 3anstue 21 1,14 1,8 14 VO, C3, Cix
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T . KonunuectBo 6amioB Cpok
eMa/Buj] yueOHbIX 3aHITUI
(OLEHOYHBIX 3aJaHUil), KOHTPOJIA
(MOPSLAKOBBI
MO3BOJISIIOIINX 00yYarouemMycs Munu- Makcu-  HOMep ITpumeyanu
MPOJSMOHCTPHPOBATE IOCTHIHYTHIA | MAILHOE | MATBHOE | oo e
yYpOBEHb C(I)OpMI/IpOBfIHHOCTI/I 3HAUCHHME | 3HAUCHWE| o .
KOMITETCHITU
cemMecTpa)
Hmozo no meme 9 3,14 4.8
JK3aMeH 15 30 — —
HToro nmo tucumiuinHe 60 100 — —
IIpemuanbHbIEe BUABI
e TeJIbHOCTH . . . .
(1151 yueTa nmpu omnpejieJileHNA
peiiTuHra)
VYyactre B KOHPEPEHIINH 10 TeMaM . 10 . .
JUCITATITAHBI
Hayunas myOnukanus no remam . 10 . .
JUCITATIITAHBI
Hroro 1omoHUTEILHO . 20 . .
NpeMHuaJIbHbIX 02/1J10B
Bcero mno aucuuniauHe JIA . 120 . .
peliTUHra

IlepeBoa 6a,1710B 0A/UILHO-PEITUHIOBOI CHCTEMbI B OLIEHKY JJI IK3aMeHA 110
«aKaJeMHYeCcKO» mKaJje

Koanuectso 6a110B mo bPC

Onenka (1Mo «aKkaJieMH4YeCKO) 1KaJie)

90 u 6onee 5 — «OTIUYHOY
75+89 4 — «XOpOIIO»
60+74 3 — «YIOBJIETBOPUTEIHHO
Mmenee 60 2 — «HE YIOBJICTBOPUTEIHHO

Cemectp

4

Tema 10. Cepsucnasn oeamenvHocms Ha MPAHCHOPpMe, 8 MOM UuUcie 6 chepe
8030YUIH0O20 MPAHCNOPMA 8 KOHMEKCIM e YCI08UIL HCUZHEOEAMeIbHOCHU 1100l

Jexmsa 22 1 1,5 1 —
Jlexmsa 23 1 1,5 1 —
[TpakTrueckoe 3ansTue 22 1,3 2,09 2 VO, C3, Cux
[TpakTrueckoe 3ansTue 23 1,3 2,09 2 VO, C3, Cux
[TpakTrdeckoe 3ansatue 24 1,3 2,09 3 VO, C3, Cu
Hmozo no meme 10 59 9,27

Tema 11. Opeanuzauusa oocnyscusanus nompeoumeJiell HaA Mpancnopme, 6 Mom
yuciue 6 chepe 8030yuHO20 MPAHCROPMA

Jlexuusa 24 1 1,5 3 —
Jlekmus 25 1 1,5 4 —
[IpakTrueckoe 3ansaTue 25 1,3 2,09 4 VO, C3, Ci
[TpakTrueckoe 3ansTue 26 1,3 2,09 5 VO, C3, Ci
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. KonuuecTBo 6amios Cpox
Tema/Buj yueOHBIX 3aHATUM
. KOHTPOJIS
(OLIEHOYHBIX 3aJ]aHUI),
(MOPSLAKOBBI
MO3BOJISIIOIINX 00yYarouemMycs Munu- Makcu- i HOME ITpumeyanu
MIPOIEMOHCTPUPOBATH JOCTUTHYTHIA | MATBbHOE | MaJIbHOE Hez[ennlz: e
ypOBeHb C(hOPMUPOBAHHOCTH 3HAUCHHME | 3HAUCHWE| o .
KOMIIETEHLIUA
cemMecTpa)
[IpakTuueckoe 3anstue 27 1,3 2,09 5 VO, C3, Ci
Hmozo no meme 11 5,9 9,27

Tema 12. Adanmayuonno-ounamuyecKue XapaKmepucmuKu cepeucHoil
deamenbHOCMU HA MPAHCROpPMe, 8 MOM YUCTIe 8 chepe 6030YUIHO20 MPAHCROpMA

Jlexmus 26 1 1,5 6 —
Jlexmus 27 1 1,5 6 —
[TpakTrueckoe 3anstue 28 1,3 2,09 7 VO, C3, Cm
[TpakTuueckoe 3anstue 29 1,3 2,09 7 VO, C3, Cm
[TpakTuueckoe 3anstue 30 1,3 2,09 8 VO, C3, C
Hmozo no meme 12 59 9,27

Tema 13. Kauecmeo, 6e3onacnocms yciyz u Kyibmypa cepeucHoil 0eameabHocmu
Ha mpancnopme, 8 Mom Hucje 6 cghepe 6030yuino20 mpancnopma

Jlexmus 28 1 1,5 8 —
Jlexmus 29 1 1,5 9 —
[TpakTuueckoe 3anstue 31 1,3 2,09 9 VO, C3, Cix
[TpakTrueckoe 3anstue 32 1,3 2,09 10 VO, C3, Ci
[TpakTrueckoe 3anstue 33 1,3 2,09 10 VO, C3, Cix
Hmozo no meme 13 5,9 9,27

Tema 14. Ilpoueccol ynpasnenus, opeaHu3auyuoHHas CMpyKmypa u
NPOU3600CMEEHHBLIL MEHEOHCMEHM CEPEUCHO20 NPEONPUAMUA HA MPAHCHOPME, 8
mom uucne 6 cpepe 6030YUiH020 MPAHCROPMA

Jlexmus 30 1 1,5 11 —
Jlexmus 31 1 1,5 11 —
[Ipaktuueckoe 3anarue 34 1,3 2,09 12 YO, Cum
[IpakTrueckoe 3anarue 35 1,3 2,09 12 YO, Cu
[Ipaktrueckoe 3anarue 36 1,3 2,09 13 YO, Cum
Hmozo no meme 14 5,9 9,27

Tema 15. Basicneiiwiue pazHosuOHOCHU COUYUATLHO20 MEHEOIHCMEHMA Ha
CepPBUCHOM NPEeOnpUAMUU HA MPAHCROPMeE, 8 MOM YUCTIe 8 chepe 8030YUIHO20

mpancnopma

Jlexmsa 32 1 1,5 13 —
Jlexmsa 33 1 1,5 14 —
[TpakTrueckoe 3anstue 37 1,3 2,09 14 VO, C3, Cm
[TpakTrueckoe 3anstue 38 1,3 2,09 15 VO, C3, Ci
[TpakTrueckoe 3anstue 39 1,3 2,09 15 VO, C3, Ci
Hmozo no meme 15 59 9,27

Tema 16. Mapkemunez u onpeodenenue 3hpexmusnocmu pabomeol cepeucHozo
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T . KoanuectBo 6aninoB Cpox
eMa/Buj] yueOHbIX 3aHITUI
(OLEHOYHBIX 3aJaHUil), KOHTPOIIA
(TOPSIKOBBI

MO3BOJISIIOIINX 00yYarouemMycs } Munu- Makcu-  HOMep ITpumeyanu

MIPOIEMOHCTPUPOBATH JOCTUTHYTHIA | MATBbHOE | MaJIbHOE MO C e
YPOBEHb C(l)OpMI/IpOBfIHHOCTI/I 3HAUCHHME | 3HAUCHWE| o .
KOMIIETEHIIUI
cemMecTpa)
npeonpuAmus Ha MPAHCnopme, 8 MOM HYUCTe 8 cjhepe 6030YUIHO20 MPAHChOpMA

Jlexuus 34 1 1,5 16 —
Jlexmus 35 1 1,5 16 —
Jlexiusa 36 1 1,5 17 —
Jexumsa 37 1 1,5 17 —
[TpakTuueckoe 3anstue 40 1,4 2,1 17 VO, C3, Cm
[TpakTuueckoe 3anstue 41 1,4 2,1 18 VO, C3, Cm
[TpakTuueckoe 3anstue 42 1,4 2,09 18 VO, C3, C
[TpakTuueckoe 3anstue 43 1,4 2,09 18 VO, C3, C
Hmozo no meme 16 9,6 14,38
HToro lUIO 00513aTEeJILHBIM BHIAM 45 70 . .
3aHATHI
IK3aMeH 15 30 — —
Hroro mo tucuumnjinHe 60 100 — —
IIpemuasbHbIC BUABI
AeATeJLHOCTH o . . .
(111 ydeTa nmpu onpe/ieIeHUH
peuTHHIA)
VYyacTtue B KOHGEpPEHIINH 110 TeMaM . 10 . L
JTUCHMUIIAHBI
Hayunas nmyOnmkanus mo remam . 10 L .
JTUCHMUIIAHBI
HToro nonoJJHuTEJIHLHO . 20 . .
NnpeMuajJbHbIX 02/J10B
Bcsro Mo JAMCHUILUIMHE JIJIA L 120 L .
peiiTuHra

IlepeBoa 6a,1710B 6AJITILHO-PEUTUHIOBOI CHCTEMbI B OLIEHKY /JIfl IK3aMeHAa 10
«aKaJieMHYeCKOI» IIKaJIe

Koaunuectso 6as10B mo bPC

Ouenka (Mo «aKkaJieMHUYeCKO) 1IKaJie)

90 u 6onee 5 — «OTIUYHO»
75+89 4 — «XOpOIIO»
60+74 3 — «yIOBIETBOPUTEIHHO
menee 60 2 — «HE yJIOBJICTBOPUTEIHLHOY
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9.2 Meroauyeckne peKOMEHJAAlMM 10 TMPOBEAEHUI0 NPOLEAYPHI
OLICHUBAHUS 3HAHUI, YMEHUIl M HABBIKOB U (MJHM) ONBITA JAeATEJbLHOCTH,
XapaKTepu3yIIuX 3TAnbl ()OPMUPOBAHUS KOMIIETEHIIUI

[Tocemenre JIEKIMOHHOTO 3aHATHA OOydaromumcsi olleHuBaetrcss B 1 OGa.
Benenue nexunonHoro koHcnekra — 0,2 6amioB. AKTUBHOE y4acTHE B OOCYKIEHUU
JTMCKYCCHUOHHBIX BOITPOCOB B X0j1€ Jiekiuu — 10 0,3 6aos.

[Tocemenne MPaKTHYECKOTO 3aHATHSA C BEJCHUEM KOHCIIEKTa OICHUBACTCS B
1,14 6anna (o 1 npaktuyeckoMy 3aHsaTuio — B 1,2 6amna) (3 cemectp). Coobuienue —
10 0,36 6amtoB (o 1 npakruueckomy 3ausatuio — 10 0,3 6amios) (3 cemectp). Y CTHBIIH
onpoc — a0 0,1 Gamna (mo mpakTuyeckum 3aHsaTusM 15 u 16 — go 0,3 6amnos) (3
cemecTp). YuacThe B OOCYXICHHUU BOIPOCOB Kpyrioro ctona — g0 0,35 6amioB (3
ceMecTp).

[ToceteHne MPaKTUYECKOTO 3aHITHSI C BEJICHUEM KOHCIIEKTa olleHnBaeTcs B 1,3
0amra (o 40 - 43 npakTuuyeckum 3aHATHSAM — OT 1,4 6amna) (4 cemectp). CoobieHne
— 1o 0,4 6amnoB (4 cemectp). Ycruwii onpoc — g0 0,19 Gamnos (mo 40 u 41
npakTuueckuM 3aHatusimM - 10 0,1 6amna; mo 42 u 43 nNpakTUYECKUM 3aHITHSM - JI0
0,09 6amna) (4 cemectp).

['pynmoBoe perieHue OOYYArOIIMMUCSA CUTYallMOHHOW 3aJlayd B paMKax
peanu3aluu MeToJ/Ia pa3BUBAOIIEHcs Koomnepanuu oneHuBaetcss a0 0,2 6amioB (1o
16 npakTuueckomy 3austuro — 10 0,35 Gamios).

9.3 TeMblI KypCOBBIX PadoT MO AMCHUIIIMHE

1. WNnnyctpus cepsuca.

2. INocynapcTBo Kak CyObEKT CEpBUCHOMU JICITEIIBHOCTH.

3. CyOBeKTBI CEpBUCHOM JIEATEITHHOCTH.

4. @UpPMEHHBIN CEpBUC.

5. Knaccuduxkanus yciyr.

6. ['ocypmapcTBeHHOE  pEryJIuMpoOBaHHUE CEPBUCHOW  JCATEIBHOCTH  Ha
TPAHCTIOPTE, B TOM YHUCJIE B c(pepe BO3IYIIHOTO TPAHCTIOPTA.

7. VYcnyra u ee cnenuduka Kak TOBapa Ha TPAHCIOPTE, B TOM YHUCIE B
chepe BO3AYIIHOTO TPAHCIIOPTA.

8. ConnoKyNnbTypHBIE YCIYTM Ha TpPAaHCIOPTE, B TOM dHucle B cepe
BO3/IYIIIHOTO TPAHCIIOPTA.

Q. VYpbOanuzamus u ee BIUsHUE Ha cepy YCIYT Ha TPAHCIIOPTE, B TOM

YKCJie Ha BO3YIIHOM TPAHCIOPTE.

10. CepBucHas AesSTENBHOCTh Kak (opMa YIOBICTBOPEHHUS UYETOBEYECKUX
MOTpeOHOCTEH HAa TPAHCTIOPTE, B TOM YKCIE B Chepe BO3AYITHOTO TPAHCIIOPTA.

11.  Cdepa ycayr Ha TpaHCTIOPTE, B TOM YKCJIE Ha BO3AYITHOM TPAHCIIOPTE B
COBPEMEHHOM 3KOHOMHUKE.

12. Bunpl cepBuca 1Mo BpEMEHHU MPEAOCTABICHHS HA TPAHCIIOPTE, B TOM
yucie B cdepe BO3AYIUITHOTO TPAHCIIOPTA.

13. Cdepa cepBuca Ha TpaHCIOpPTe, B TOM YHCJIE€ HA BO3AYIITHOM
TPAHCIIOPTE B CTAIUMHON TEOPUHU PA3BUTHS OOIIECTBA.
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14,  Ku3HeHHBId LMKJI YCIYr Ha TpPaHCIOPTE, B TOM 4YHUCIE B cdepe
BO3/yLTHOTO TPAHCIIOPTA.

15. Cdepa ycayr B coBpeMenHoit Poccuu Ha TpaHCmopTe, B TOM YHUCIE B
chepe BO3AYIIHOIO TPAHCIIOPTA

16. IlpenmpopakHbIii cepBUC Ha TpaHCIOPTE, B TOM uYucie B cdepe
BO3/yITHOTO TPAHCIIOPTA.

17.  Cdepa ycayr B CoBerckoil Poccun Ha TpaHcmopTe, B TOM YHUCJIE B
cdepe BO3IyIIHOTO TPAHCIIOPTA.

18.  IlocnenpomakHblii cepBUC Ha TpaHCIOPTE, B TOM 4HcIe B cdepe
BO3YIITHOTO TPAHCIIOPTA.

19.  Ocobennoctu dhopmupoBanus cepsl cepBrca B Poccuu.

20. Ponb KOMMYHUKAaTHBHOTO B3aUMOJICHCTBHUS B CEPBUCHOU JEATEIHHOCTH
Ha TpaHCTIOPTEe, B TOM YHCIIe B cepe BO3AYITHOTO TPAHCIIOPTA.

21.  VYcayru B cpenHEeBEeKOBOM oOuiecTBe 3anaaHoil EBporsbl.

22. KoMmMmyHUKaTHBHAas KOMIICTCHTHOCTh PaOOTHHKA HAa TPAHCIIOPTE, B TOM
grciie B chepe BO3AYIIHOTO TPAHCIIOPTA.

23. uddepenunanus 3aHATUN B 001IECTBAX apXaWUYECKOTO TUTIA.

24.  Taxkrtuka BepOambHOTrO OOIIEeHUs B cpepe cepBrca Ha TPAHCIIOPTE, B TOM
YHCIIe Ha BO3YIITHOM TPAHCIIOPTE.

25. 3apoxzaeHue ycuyr B obmiecTBax J[peBHero mupa.

26. OGmienue, ero BUJBI, CTPYKTypa OOIIEHUsI HAa TPAHCIIOPTE, B TOM YHCIIC
B c(hepe BO3IYIIHOTO TPAHCIIOPTA.

27. Pa3paboTka TEeXHOJOTHMH Tpollecca CepBHUCAa HA TPAHCIOPTE, B TOM
yuciie B chepe BO3AYIIHOTO TPaHCIOPTA.

28. Cucrtema KJIMEHTCKUX OTHOLIECHUHN B CEPBUCHOM JEATEIHHOCTU C YUETOM
TpeOoBaHUN TOTpeOUTENsT Ha TPAHCIIOPTE, B TOM 4YHUCIE B cdepe BO3IYIIHOTO
TpaHCIIOPTA.

29. TexHomormu Tmpolecca CcepBUCa M OCOOCHHOCTH  KJIIMEHTCKHX
OTHOIICHUN ¢ ydyeToM TpeOOBaHUU MOTPEOUTENS HA TPAHCIOPTE, B TOM YHCIE B
cdepe BO3IyIIHOTO TPAHCIIOPTA.

30.  OcHOBBI AMBEpCUPUKAIIMHA CEPBUCHOMN JEATEIBHOCTH B COOTBETCTBHUH C
STHOKYJIbTYPHBIMHU, UCTOPUUYECKUMH U PEITUTHO3HBIMU HA TPAHCTIOPTE, B TOM YHUCTIE B
chepe BO3AYIIHOTO TPAHCIIOPTA.

31. Mexanusm paboThl B KOHTAKTHOM 30HE C MOTpeOUTENEM,
KOHCYJIbTUPOBAHUIO, COTJIACOBAaHMIO BHJIa, (GOpMBI W TIpollecca cepBUca Ha
TPaHCIIOPTE, B TOM YHCIe B chepe BO3AYIIHOTO TPAHCIIOPTA.

32. Tlcuxomormdeckne OCOOEHHOCTH MOTPEOUTENIs B IPOIECCE CEPBHCHOM
AesITeNIbHOCTU Ha TPAHCIIOPTE, B TOM YHUCIIE B c(hepe BO3AYIIHOTO TPAHCIOPTA.

CtpykTypHO KypcoBas paboTa JOJKHA BKIouaTh B ceOs BBeaeHue (<1-1,5
CTPaHHUIIBI), OCHOBHYIO YaCTh — KaK MPaBIIO, 2-3 TJIaBbl, KOTOPBIE, B CBOIO OUYEPE/Ib,
cocTosiT U3 2-3 maparpadoB, 3aKJIIOUEHUE, CIHUCOK MCIOJb30BAHHOW JUTEPATYypPHI.
O6mmit 006éM KYP moxer coctaBmsate ot 25 mo 40 cTpaHUI] MAIIMHOMKCHOTO
tekcta. Teker KYP nevaTtaercs Ha onHOU cTOpoHE JucTa 6eroit Oymaru gpopmara A4
¢ uarepBayioM 1,5. llIpudt — Times New Roman, pa3smep mpudra — 14.
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9.4 KoHTpoJibHbIe BONPOCHI JJsl TNPOBeJeHUs] BXOAHOI0 KOHTPOJIS
OCTATOYHBIX 3HAHHMI 0 00eCNEeYNBA UM AUCHHININHAM

«Bompocsl BXxogHOro KoHTposs no aucuumuinae «Cepsuconorus («Benenue
B IPOQECCUION )»:

1. CyObeKThl U 00BEKTBI CEPBUCHOM ESITEIbHOCTH;
2. Bunsl okazaHus ycuyr;
3. CymHOCTh YKOHOMUYECKOU ESITeTbHOCTH OOLIECTBA.

Bompocet  BxogHoro - koHtposnss nmo  auciuiimHe  «CepBUCOJIOTHS
(«CepBucoiorus U opraiu3aius 00CITyKUBAHUSIN )»:

1. JlaiiTe moHsITHE «TTOTPEOHOCTUY U UX KIACCUPUKAIIHIO.

2. KakoBa B3auMOCBSI3b MeEXAy TMOTPEOHOCTSIMHU W  AKTHBHOCTBIO
YeJIoBeKa.

3. O6o3HaubTe W3MEHEHHE TOTPEOHOCTEH 4YeloBeKa B pe3yJibTare

pa3BUTHA OOIIECTBA.

Bompockl BxomHOro KOHTpOJiss 1Mo AuciuiminHe «Pexkmama u  cBSI3uU ¢
OOIIECTBEHHOCTHIO B cPepe cepBUCa HA TPAHCIIOPTE:

1. OyHKIUN peKIaMbl B cpepe CEpBUCHOM IEeATEIHHOCTH Ha TPAHCIIOPTE.
2. TloTpeOuTenbcKkre CBOMCTBA PEKIIAMHBIX YCIYT Ha TPAHCIIOPTE.
3. Pazpabotka  peknmaMHOro  cooOmieHHs B cepe  cepBHCHOTO

00CTy>KMBaHUSI HA TPAHCIIOPTE.

Bonpocel  BXOomHOro KOHTpodss 1o aucuuiimHe  «MHTErpupoBaHHBIE
KOMMYHHUKAIIMM 1 KOMMYHUKAIITMOHHBIA MEHEIKMEHT B c(hepe cepBUCa»:

1. Ponp  uHTErpMpOBaHHBIX  KOMMYHHMKAallMd B  PELICHUM  3a4ad
MEKIIMYHOCTHOTO U MEXKYJIbTYPHOT'O B3aUMOJECHUCTBUS.

2. Oco0eHHOCTH OpraHU3alMi KOHTAKTHON 30HBI MPEINPHUITHS CEpPBUCA C
MMOMOIIBI0 HHTEIPUPOBAHHBIX KOMMYHHUKAIUM.

3. 'maBHBIE 3Tambl M 3aKOHOMEPHOCTH HMCTOPUYECKOTO  PA3BUTHSA
MHTETPUPOBAHHBIX KOMMYHHUKAILIMN B pAMKaX OT€YECTBEHHBIX MTPEANPUITUNA CEPBUCA.

9.5 Onncanue moka3zartejieii U KpUTepUeB OLEHMBAHUS KOMIETEHIMI Ha
Pa3JIM4YHbIX 3Tanax UX (OPMHUPOBAHUSA, ONIMCAHUE LIKAJ OLCHUBAHUS

Komnierennuu | Ilokazarenu Kpurepuu onenuBanus
OLICHUBAHUS

(MHAMKATOPBI
JOCTH>KECHHUS])
KOMIICTCHIIM I

| 3Tam
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3Haer:

- METOABI IIOMCKA, KPUTHYCCKOTO aHaiu3a u
CUHTE3a WMHQPOPMAIMM B TMPOIECCE OpraHU3AINH
CEPBUCHOTO  OOCITYy)KMBaHHUS IOTpeOHWTENel Ha
TPAHCIIOPTE, B TOM 4YHcCIe B cdepe BO3AYITHOTO
TPAHCTIOPTA; MEXaHW3M CHCTEMHOTO IOJX0Ja JIJIs
peIIcHUS  TIOCTABJIICHHBIX 3a7a4 B  MPOIECcCce
OpraHu3aIuu CEPBHUCHOTO o0CTy)KUBaHUS
noTpeOuTesneil Ha TPaHCIIOPTE, B TOM YHCIE B chepe
BO3JYIIIHOTO TPAHCIIOPTAa; METOAbl TMPUMCHCHHS
CUCTEMHOTO TIOJX0JIa IS PEIICHUS TOCTaBICHHBIX
3a/1ad B TPOIECCE OpPraHU3allu  CEPBUCHOTO
oOcIy)KMBaHMs TOTpeOUTEICH Ha TpaHCIOpTe, B
TOM 4HCJIe B c(hepe BO3AYITHOTO TPAHCIIOPTA;

—  METOJbl  OCYIIECTBJIEHHUS  COILIMAJIIBHOTO
B3aMMOJICHCTBHUSI W peaju3aldd CBOEM poiu B
KOMaHJie¢ B TMpOIECCe OpraHU3allMh CEPBUCHOTO
oOcnmy>KUBaHMsI TOTpeOUTeNel Ha TpaHCIOpTe, B
TOM 4YHucie B cdepe BO3AYIIHOTO TPAHCIOPTA;
METOJIbI ONpPENENICHUsI U peain3allii CBOSH poiH B
KOMaHJI¢ B TMpOIECCe OpraHU3allMh CEPBUCHOTO
o0CITy>)kuBaHHs TMOTpeOUTEeH Ha TPaHCIOPTE, B
TOM 4YHucie B cdepe BO3AYIIHOTO TPAHCIOPTA;
METO]IbI o0ecrieyeHus COILIMATILHOT O
B3aMMOJICHCTBUSI B TPOIECCE  OpraHU3AIMH
CEpPBUCHOTO  OOCTYy)KMBaHHUS TMOTpeOHWTEeNneld Ha
TPAHCTIOPTE, B TOM uwHcie B cdepe BO3AYITHOTO
TPAHCTIOPTA;

—  METOABl  BOCHPHUSITUS  MEXKKYJIBTYpPHOTO
pasHooOpasust  oOmiectBa B COIMAIIBHO -
UCTOPUYECKOM, OTHYECKOM U  (uiIocodHckom
KOHTEKCTaX B TPOIIECCE OPraHU3aIii CEPBUCHOTO
o0clly’)kuBaHMsI MOTpeOUTENEH Ha TPAHCIOPTE, B
TOM 4YHucie B cdepe BO3AYIIHOTO TPAHCIOPTA,;
METO/IbI MPUMEHEHHUS 0coOeHHOCTEN
MEXKKYJIbTYPHOTO  pa3HooOpa3us  oOIecTBa B
IPOIIECCe OpPTaHMU3aIMN CEPBUCHOTO OOCITYyKMBaHUS
noTpeOuTeNel Ha TPAHCIIOPTE, B TOM YHCIIe B cdepe
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[K-3
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1401 G
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U s

BO3JYILIHOIO TPAHCIOPTa;  METOJAbl  pEeUIeHUs
IPOU3BOJICTBEHHBIX  KOH(QJIUMKTOB C  Y4E€TOM
O0COOEHHOCTE  MEXKYJIBTYPHOTO  pa3HOooOpa3us
oOlecTsa B MpollecCe OpraHu3alid CEePBUCHOTO
oOcnyKMBaHMsI TMOTpeOUTEeNel Ha TpaHCIOpTE, B
TOM 4ucie B chepe BO3AYLIHOrO TPAHCIIOPTA;

— METO/Abl  CO3JaHMs u MOJIJIEPIKKH
0€30MacHbIX YCIOBUN >KU3HEACITENIbHOCTH, B TOM
yyclie NpU  BO3HUKHOBEHMM  YPE3BBIYAMHBIX
CUTyalluii B TPOIECCE OpPraHU3aAIMH CEPBUCHOTO
oOcnmy>KMBaHMsI TOTpeOUTENel Ha TpaHCIOpTe, B
TOM 4YHucie B cdepe BO3AYIIHOTO TPAHCIOPTA;
METOJIbI CO3/IaHMsI M TOAJAEpKaHUS Oe30MacCHBIX
YCIOBUN JKU3HEACSITENIbHOCTH, B TOM 4YHUCJE TMpH
BO3HUKHOBEHUU  UYPE3BBIYAWHBIX  CUTyallMii B
Ipolecce OpraHu3alui CEPBUCHOTO OOCITYKHUBaHUSA
noTpeduTeNeld Ha TpaHCIIOPTe, B TOM 4YHCie B cdepe
BO3YIIIHOTO TPAHCIOPTAa; HABBIKAMHU CO3JIaHUA U
MOJJICP)KKU O€30IaCHBIX YCIOBUN OOCITYKUBaHUS
MacCaXUPOB, B TOM YHCIE MPH BO3HUKHOBEHHUH
YpE3BBIYAMHBIX CUTyallMl B MPOILECCE OPraHU3AIUN
CEepPBHUCHOTO  OOCITY)XHMBaHUS TOTpeOWTENel Ha
TpPaHCIOPTE, B TOM 4ucie B cdepe BO3AYITHOTO

TPAHCTIOPTA;
- METO/IbI MPUMEHEHUS
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOT Ui B

CEPBUCHOM  JIESATEIIBHOCTH Ha TPAHCIOPTE B
YCIIOBUSAX B3aUMOJICUCTBHS C TOTPEOUTENSIMH, B TOM
YUCJIE WMHTEPHET-IPOJABMKECHUS YCIYr B IIPOLECCE
Opra’u3anuu CEPBHUCHOTO o0cITy>KUBaHUs
noTpeOuTeNIel Ha TPAHCTIOPTE, B TOM YHUCIE B cdepe
BO3AYIIHOTO TPAHCIOPTA; METOABl Y4YacTUS B
pa3paboOTKe CHCTEMBl KIMEHTCKHX OTHOIIECHUH U
Opra’u3anuu npouecca 00cCITy>KMBaHUS
noTpeduTenen Ha OCHOBE MIPUMEHECHUS
3aKOHOJATENIbHBIX AaKTOB M MPaBOBBIX HOPM B
Mpollecce OpraHu3alid CEPBUCHOTO OOCITY>KUBAHUS
noTpeduTenel Ha TpaHCIIOPTE, B TOM YHUCIiE B chepe
BO3AYIIHOTO TPAHCHOPTA; METOJABl ydacTus B
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COBEPILIEHCTBOBAHUHU CUCTEMBI KJIIMEHTCKUX
OTHOLICHUW B  CEPBUCHOM  JEATEIBHOCTH Ha
TPAHCIOPTE  C  MCIIOJB30BAHUEM  HWHTEpPHET-
TEXHOJIOTUH B INPOLECCE OPraHU3ald CEPBUCHOIO
oOcnyKuBaHMsl TOTpeOUTened Ha TpaHCHopTe, B
TOM 4HCJIE B c(hepe BO3IyLIHOTO TPAHCIIOPTA;

—  METOAbl  BJIAJICHUA TEOPETUYECKUMU
3HAHUAMHU 51 IIPAKTUYECKUMU [pUeMaMHu
ylpaBlieHus MpoeKkTamMu B cepe oOCIIyKMBaHUS B
IPOLIECCE OPTraHU3allii CEPBUCHOIO OOCIYKUBAaHUS
notpeOuTeNnel Ha TpaHCIIOPTE, B TOM 4UuCIie B chepe
BO3AYIIHOIO TPAHCIOPTa; METOABl  YIIPABJICHUS
TYPUCTCKO-PEKPEAMOHHBIMU ITPOEKTAMH, METOJIbI
IUJAHUPOBAHUSLT W MOHUTOPUHI  JESITEIBHOCTH
CEepBUCHOM KOMMaHuM B cdepe TpaHCHOpTa B
IpOoIECCe OPraHU3allii CEPBUCHOIO OOCITyKUBaHUS
norpeOuTenel Ha TpaHCIIOPTE, B TOM 4YHUCIE B chepe
BO3JIYLLIHOTO TPAHCIIOPTA,

- METOBI BbIOOpa MaTepHuaIbHbIX
pecypcoB, 00OpyIOBaHUS JUISI  OCYIIECTBICHUS
mpolecca  CepBUCA,  MEXaHU3M  [POBEICHUS

NIEPEroBOPOB € KIHWEHTAMH TI0 MPETCH3UOHHBIM
CllydasiM ¥ OTpEACIICHUS] NMPUYUH BO3SHHUKHOBCHWSI
NpeTeH3Ui B TIPOIECCe OpraHU3aIlMU CEPBHUCHOTO
oOcnmy>KUBaHMsI TOTpeOUTENe Ha TpaHCIOpTE, B
TOM 4YHucie B cdepe BO3AYIIHOTO TPAHCIOPTA,;
METOJIbI Pa3pabOTKU U WCIOIB30BAHUSA THIIOBBIX

TEXHOJOTUYECKUX IIPOLECCOB, METO/IbI
dbopMHUpOBaHUST W  BHEAPECHHS KOPIOPATHUBHBIX
CTaHIapTOB 151 pEriIaMeHTOB IIPOLIECCOB

o0clly’)kuBaHMsI MOTpeOUTENed Ha TpaHCHOpTeE,
METOJBI  B3aUMOJICHCTBUSA C  KIUEHTAMH  TI0
OopraHu3anuu nporecca 00CTy)KUBaHHUS
norpeduTenel B chepe rocTenpruruMCcTBa B IIPOIIECCe
OopraHu3anuu CEPBUCHOTO 00CTy)KUBaHUS
noTpeOuTeNIel Ha TPAHCTIOPTE, B TOM YHCIE B cepe
BO3/YIITHOTO TPAHCTIOPTA,; TpeOOoBaHUS
MPOW3BOJICTBEHHOW  JWCIUIUIMHBI, TPaBUI  TI0
OXpaHe Tpy/a U MOKapHOU 0€30MacHOCTH MIPU
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OCYIIECTBICHUM TEXHOJOTMYECKOro Ipolecca B
poLecce OpraHu3alui CEPBUCHOTO 0OCITYKUBaHUS
noTpeduTeNeld Ha TpaHCIOPTE, B TOM YHCIie B cepe
BO3/YILIHOTO TPAHCIIOPTA;

- METO/IbI BBIOOpA OpraHU3aIMOHHBIX
petieHuid s GOpMHUPOBAaHMSI CEPBUCHOU CUCTEMBI
o0CIIy’)KUBaHHSI C  UCIIOJIb30BAaHUEM  METOJIOB
OpraHu3alliid W  YIOpaBJICHUS UMYIIECTBEHHBIM
a’pOINOPTOBBIM  KOMIUIEKCOM U aKTUBaMU
CEepPBUCHBIX TMPEINPUATHH HAa TpaHCIOPTE B
npolecce OpraHu3aluu CEPBUCHOTO 00CITYy)KMBaHUS
noTpeduTeNeld Ha TpaHCIOPTE, B TOM 4YHcCie B cepe
BO3/YIIHOTO TPAHCIIOPTA;

- METO/IBI OCYIIIECTBIICHUS
OpraHU3allMOHHOTO OOCHTYKMBAHUS ABUAIIMOHHOM
UHQPPACTPYKTYPbI u OpraHu3alMOHHOTO

oOecrieueHusi MpoIecca CEPBUCHOTO OOCITyKMBaHUS
B adponopTy M Ha OOpTY BO3IYIIHOTO CyJIHA B
polecce OpraHu3alii CEPBUCHOTO 00CITYKUBaHUSA
noTpeOuTenel Ha TpaHCIIOPTE, B TOM 4Yucie B cepe
BO3/YIIHOTO TPAHCIIOPTA;

Ywmeer:

—MPUMEHATh METOJIbl TOUCKA, KPUTHYECKOTO
aHanM3a W CHUHTe3a WHPOpMAlMK B MpoIecce
OopraHu3anuu CEpPBUCHOTO o0CTy>KUBaHUS
noTpeduTeNel Ha TPAHCTIOPTE, B TOM 4YuCie B cdepe
BO3YIIHOTO TPAHCIOPTA; NPHUMEHITh MEXaHU3M
CHUCTEMHOTO TOJX0Ja JJII PEHICHHUS MOCTAaBICHHBIX
3aJady B TPOIECCE€ OpraHU3alMh  CEPBUCHOTO
oOcnmy>KuBaHMsI TOTpeOUTeNneld Ha TpaHCHOpTE, B
TOM 4Hncie B chepe BO3AYITHOTO TPAHCIIOPTA;

—MPUMEHSATH METOJIbI OCYIIIECTBICHUS
COLMAJIBHOTO B3aHUMOJECHCTBUS U Pealin3alli CBOEU
poid B KOMaHAE€ B TPOIECCE OPTraHU3aIluu
CEpPBUCHOIO  OOCIYy)XKMBaHUS MOTpeOUTeNneil Ha
TPaHCTIOPTE, B TOM duwHcle B cdepe BO3AYITHOTO
TPAHCTIOPTA; MPUMEHSATH METOABl OMNpENCTICHUs u
peanm3anui CBOCH pONM B KOMAaHAE B TPOIECCE
OpraHu3anuu CEPBHUCHOTO 00CTy>KUBaHHUS
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noTpeduTeNield Ha TPAHCIIOPTE, B TOM 4HCIe B cepe
BO3/YILIHOTO TPAHCIIOPTA;

—MPUMEHSATH METOJIbI BOCTIPHSITHS
MEXKYJIbTYPHOTO  pa3HooOpasusi  oOIiecTBa B
COIIMAILHO -  HCTOPUYECKOM, OTHYECKOM U
dunocodcrom KOHTEKCTaX B nporecce
OpraHM3aIHu CEPBUCHOTO o0CTy)KUBaHUS

notpeOuTeNel Ha TpaHCTIOPTE, B TOM 4YHUCIie B cepe
BO3JYIIIHOTO TPAHCIIOPTAa; TPHUMEHSITH METOIbI
NPUMCHCHUS ~ OCOOCHHOCTEH  MEXKKYJIBTYPHOTO
pazHooOpasusi o0IecTBa B MPOLECCe OpraHu3aluu
CEpBHCHOTO  OOCTY)XMBaHUS MOTpeOWTENel Ha
TpaHCIIOpTE, B TOM dHcCIe B cdepe BO3AYIIHOTO
TPaHCIIOPTa;

—MPUMEHSATh METOJABl CO3JAaHUS U TOJJIEPKKHU
0€30MacHBIX YCIOBUM KU3HEACSITEIHLHOCTH, B TOM
yycie TOpU  BO3HUKHOBEHUM  YPE3BBIYAMHBIX
CUTyalluii B TIPOLECCE OpPraHU3AlMH CEPBHCHOIO
oOcnmy>KuBaHMsI TOTpeOuTeNnell Ha TpaHCIOpTe, B
TOM uucie B cdepe BO3AYUIHOTO TpPaHCIOPTa
NPUMEHSITh METOJbl CO3JaHUS M TOJJIEPKaHUS
0€30MacHBIX YCIOBUM JKU3HEACITEIHBHOCTH, B TOM
yyclie TpU  BO3HUKHOBEHUM  UYPE3BBIYAMHBIX
CUTyalluii B TIPOIIECCE OpPTraHU3AIMH CEPBHCHOIO
oOcnmy>KuBaHMsI TOTpeOUTENneld Ha TpaHCIOpTE, B
TOM 4Hucie B chepe BO3AYIUTHOTO TPAHCIIOPTA;

—MPUMEHSATH METOJIbI MPUMEHEHUS
KIIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOT Ui B
CEpPBUCHOM  NEATETLHOCTH HAa TPAHCIOPTE B
YCIOBUAX B3aUMOJICUCTBHS C TOTPEOUTENSIMU, B TOM
YHCJIe WHTEPHET-TIPOJIBIKCHUSI YCIYyT B TIPOIECCE
OpraHu3anuu CEPBUCHOTO o0CTy>KUBaHUS
noTpeOuTeNIel Ha TPAHCTIOPTE, B TOM 4YHUCIE B cdepe
BO3JYIIHOTO TPAHCIIOPTAa; TPHUMEHITH METOJIbI
ydqacTds B pa3paboOTKe CHUCTEMBI KIHUEHTCKUX
OTHOIICHHM " OpraHu3aIuu mporecca
00CITy>KUBaHUS noTpeouTenei Ha OCHOBE
NPUMEHEHHS 3aKOHOJATEIIbHBIX aKTOB WU TPABOBBIX
HOPM B TIPOIIECCE OPTaHU3AIMH CEPBUCHOTO
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oOCIy)KUBaHHsI TIOTPEOUTENCH Ha TpaHCIOpPTE, B
TOM YHCIie B cepe BO3AYITHOTO TPAHCIIOPTA;

—MPUMEHSATH METOJIbI BIIAJICHUS
TEOPETUYECKUMH 3HAHUSAMH U  TPAKTHUYECCKHUMH
nprueMaMHu  yIpaBlICHUS TMPOCKTaMU B  cdepe
00CTyKUBaHHUSI B nporiecce OpTaHU3aIHNH
CEpBHCHOTO OOCTY)XMBaHUS MOTpeOUTENnel Ha
TpaHCIIOpTE, B TOM dYHCIe B cdepe BO3AYIIHOTO
TPaHCIIOPTa;

—MPUMEHATh METOJBI BBIOOpPA MaTepUaIbHBIX
pecypcoB, 00OpYyIOBaHHS ISl OCYIICCTBIICHUS
mporiecca  CepBUCa,  MEXaHWU3M  MPOBEICHUS
NIEPErOBOPOB C KIUEHTAMHU I10 MPETCH3UOHHBIM
CIy4astM W OTpEICICHUS MPUYUH BO3HUKHOBCHHS
NpEeTeH3Ul B Mpoliecce OpraHU3allMi CEPBHCHOIO
oOcnmy>KuBaHMsI TOTpeOuTeNnel Ha TpaHCIOpTe, B
TOM 4yHucie B cdepe BO3AYIIHOTO TpPaHCHOPTa;
IPUMEHSITh METOABl pa3pabOTKU M HCIOIb30BAHUSA
TUTIOBBIX TEXHOJOTHYECKUX IMPOIIECCOB, METOJbI
dbopMuUpOBaHUST W  BHEAPEHUS KOPIOPATUBHBIX
CTaHJapTOB u pEriiaMeHToOB MPOLIECCOB
oOcCITy’)kuBaHHs TOTpeOUTENIe Ha TpaHCIOPTE,
MPUMEHSTh METOJIbI B3aUMOJICHCTBUSA C KIIMEHTAMH
0  OpraHu3aluyd  Tpolecca  OOCITyXKUBaHUS
notpeduTenel B chepe rocTenpruuMCcTBa B IIPOIIecce
OopraHu3anuu CEpPBUCHOTO o0CTy>KUBaHUS
noTpeduTeNel Ha TPAHCTIOPTE, B TOM 4YuCie B cdepe
BO3/YIIHOTO TPAHCIIOPTA;

—MPUMEHSATH METOJIbI BBIOOpaA
OpraHU3allMOHHBIX peleHud 17 QopMUPOBAHUS
CEPBUCHOM CHCTEMBI OOCITYXHWBAaHHUS CEPBHUCHBIX
NpEeNNnpusTAA  Ha  TpPaHCIOPTE B  MpoIiecce
OpraHu3anuu CEPBUCHOTO o0CTy>KUBaHUS
noTpeOuTeNIel Ha TPAHCTIOPTE, B TOM 4YHUCIE B cdepe
BO3/YIIIHOTO TPAHCTIOPTA;

—MIPUMEHSATH METOJIbI OCYIIECTBIICHUS
OpraHU3allMOHHOTO OOCTY>KMBAaHUS aBUAIIMOHHOU
UHQPACTPYKTYpsl B TIPOIECC€  OpTaHU3AINH
CEpPBUCHOI0 OOCIYKMBaHUS MOTpeOUTENeH Ha
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TpaHCIIOPTE, B TOM uuciie B chepe BO3AYLIHOTO
TPaHCHIOPTA;
Il sTan
Ywmeer:
HﬂlyK-l, - NPUMEHATh  METOABl  NPUMCHECHUS
2
YK-1 I/UISVK-l CHCTEMHOI'0 TOAXOJIa JJI1 PEIICHUS MOCTaBICHHBIX
N vk 3a7a4 B MPOILIECCE€ OpraHu3allid CEPBUCHOIO
T s o0Ocly>)kuBaHusl MOTpeOUTENe Ha TPaAHCIOPTE, B
VK-3 s TOM 4HCJIe B c(hepe BO3AYITHOTO TPAHCIIOPTA;
W vics - PUMEHATE  METOZbI oOecrieyeHus
COI[MAJIbHOTO  B3aMMOJCHCTBHA B  MpoLecce
U vics OpraHu3aluu CEPBUCHOIO 00CTy>KUBaHUS
YK-5 Hﬂzym noTpeOuTesnel Ha TpaHCIIOPTE, B TOM YHCIE B chepe
U s BO3JIYLIHOTO TPAHCIIOPTA;
UM vics - MPUMEHSTh METOBI peuieHus
VK-8 U yig | TPOM3BOJCTBEHHBIX KOH(DIUKTOB ¢  yd4eToMm
W vics OCOOCHHOCTEH  MEXKYJIBTYPHOTO  pPa3zHOOOpa3us
1 oOIecTsa B TPOIIECCE OPraHU3alid CEPBUCHOTO
H’HZHK'l o0CIIy>)KUBaHMs IOTPEOUTENE Ha TPaHCIOPTE, B
TK-1 HHSHK'l TOM 4ucie B chepe BO3AYIUTHOTO TPAHCIIOPTA;
W i1 - MPUMEHSATh  HABBIKM  CO3JaHUS U
W s MOJJICP)KKU O€30IaCHBIX YCIOBUU OOCITYyKUBaHHUS
[1K-2 NI NacCaxupoB, B TOM YHMCJIC NPH BO3HHKHOBCHHU
ez YPE3BBIYAMHBIX CUTYallMl B IIPOLECCE OpraHu3aluu
W s CEpBUCHOTO OOCTy)XMBaHHUS moOTpeOuteneid Ha
K-3 WPcs TpaHCIIOpPTE, B TOM 4ucie B cdepe BO3IYIIHOTO
s TPaHCIIOPTa;
- OPUMEHATh  METOABl  y4acTUsi B
COBEPILICHCTBOBAHUH CUCTEMBI KJIIMEHTCKUX
11IK-4 101 ST OTHONIEHHH B  CEPBHCHOM  JEATENFHOCTH  Ha
TPAHCHOPTE  C  MCIOJIb30BAHUEM  WHTEPHET-
TEXHOJIOTUM B MIPOLIECCE OPraHU3alMd CEPBHUCHOTO
MK-5 UM Ps o0clly’)kKuBaHMsI TOTpeOUTeNeid Ha TpaHCIOPTE, B

TOM 4HCJie B c(hepe BO3AYLUIHOTO TPAHCIIOPTA;
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— NPUMEHATH  METOABl  YIIPaBJICHUS
TYPUCTCKO-PEKPEAITMOHHBIMA TTPOCKTAMHU, METOJIbI
IUTAHUPOBAHUSA W MOHHUTOPUHT  JIEATEIHLHOCTH
CEpPBUCHOM KOMMIAHWU B cdepe TpaHCIOpTa B
IpoIecCe OpPTraHu3alii CEPBUCHOTO OOCITY>KUBaHUS
notpeOuTeNel Ha TPaHCTIOPTE, B TOM 4YuCIie B chepe
BO3/YIIIHOTO TPAHCIIOPTA;

— MPUMCHSTH TpeOOBaHUS
NIPOW3BOJICTBEHHOW  JWCIMIUIMHBI, TMPaBUI 10
OXpaHe TpyJa W TOKApHOW OE30MacHOCTH TIPH
OCYIIIECTBIICHHHM TEXHOJOTUYECKOTO TIpolecca B
IpoIecce OpPTraHu3alii CEPBUCHOTO OOCITY>KUBaHHUS
NOTpeOUTEINIeH Ha TPAHCIIOPTE, B TOM YHUCIIE B cdepe
BO3/YIIIHOTO TPAHCIIOPTA;

- NPUMEHSATh METOJbl OpraHu3aliu U
YIpPaBIE€HUS  HUMYIIECTBEHHBIM  a3pONOPTOBBIM
KOMIUJIEKCOM U aKTUBAaMU CEPBHUCHBIX MPEANPUATUN
HA  TpaHCIOpTe B  Tpollecce  OpraHU3aluu
CEpBUCHOTO  OOCITy)KMBaHUSI moTpeOuteneid Ha
TpPaHCIOPTE, B TOM YHCIe B cdepe BO3AYITHOTO
TPAHCTIOPTA;

- MPUMEHSTh METOJIbI OPTraHU3aI[MOHHOTO
obecrieyeHus1 MpoIecca CEPBUCHOTO 00CITY)KUBaHUS
B adpomopTy M Ha OOpTY BO3IYIIHOTO CyJHA B
IpoIIecce OpPraHu3aIlii CEPBUCHOTO OOCITYKHBaHUS
noTpeOuTeNel Ha TPaHCTIOPTE, B TOM YHCIe B cdepe
BO3/YIIHOTO TPAHCIIOPTA;

Bnaneer:

- HaBbIKAMU TIPUMEHEHHUS METOJOB IIOUCKA,
KPUTHYECKOTO aHaiIW3a M CHHTE3a WHGOpMAINH B
IPOIIeCcCe OpPTraHU3aIii CEPBUCHOTO OOCITYKHBaHUS
noTpeduTeNeld Ha TPAHCTIOPTE, B TOM YHCIe B cepe
BO3/YIIIHOTO TPAHCIIOPTA; HaBBIKAMU TPUMCHCHHUS
MEXaHH3Ma CHUCTEMHOTO TMOAXOAa IJisi PEIICHHS
MOCTABIICHHBIX 3aJlad B TMPOIECCE OpTaHU3aAINH
CEpPBUCHOIO  OOCIYy>KMBaHUS MOTpeOUTeNneil Ha
TPAHCTIOPTE, B TOM YHCIe B cdepe BO3TYIIHOTO
TPAHCTIOPTA; HABBIKAMU TPUMEHEHHUS METOJIOB
CHUCTEMHOTO TOJX0Ja IS PEIICHUs MOCTABICHHBIX
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3aJa4 B TMPOLIECCE OpraHU3alMl  CEPBHCHOTO
oOcimy)KMBaHMsI TOTpeOUTENCH Ha TpaHCIOpTe, B
TOM 4Hcie B chepe BO3AYITHOTO TPAHCIIOPTA;

— HaBbIKaMU PUMCHCHUS METOJIOB
OCYIICCTBIICHHSI COIMAIBLHOTO B3aMMOJICHCTBHS H
pealM3anuyd CBOEW pOJM B KOMaHEe B MpoIliecce
OpraHu3aIuu CEPBHUCHOTO 00CTy)KUBaHUS
noTpeOuTeNIel Ha TPAHCIIOPTE, B TOM YHUCIE B cepe
BO3YIIIHOTO TPAHCIIOPTA; HaBBIKAMHU TPUMCHCHHS
METOJIOB OTPE/ICICHUS U pealln3alii CBOCH poJiH B
KOMaHJie¢ B TMPOIECCE OpraHU3alMH CEPBUCHOTO
oOciy)KMBaHMs TOTpeOUTEICH Ha TpaHCIOpTe, B
TOM 4YHClIe B cdepe BO3IYIIHOTO TPAHCIOPTA;
HaBbIKAMH TPUMCHCHHUS METOJOB OOCCIICUCHHUS
COLIMAJBHOTO  B3aWMMOACHCTBHA B  IpoOIecce
OpTraHM3aIHNN CEpBHCHOTO 00CITy)KHBaHHUSI
norpeOuTeNell Ha TpaHCTIOPTE, B TOM YHUCIe B chepe
BO3AYITHOT'O TPAHCIIOPTA;

- HaBBIKAMHU IPUMEHEHUS METOJIOB
BOCTIPUSITUSL ~ MEXKKYJIBTYPHOTO  pa3HOOOpa3us
00IIIecTBa B COIUAIBHO - HCTOPHYECKOM, ITHIECKOM
u  ¢umocopckoM  KOHTEKCTaX B  Mpolecce
OpraHM3aIHIH CEPBHCHOTO 00CITy)KHBaHHSI
noTpeOuTesnel Ha TpaHCIIOPTE, B TOM YHCIE B chepe
BO3/YIIIHOTO TPAHCIIOPTA; HaBBIKAMHU MPHUMEHECHHUS
METO/]IOB MIPUMEHEHUS 0CcoOEHHOCTEH
MEXKYJIbTYpHOTO  pa3HOOOpa3usi  oOmiecTBa B
poIlecce OpPraHu3aIlii CEPBUCHOTO OOCITYKHBaHUS
noTpeOuTeNel Ha TPaHCTIOPTE, B TOM 4YuCie B cdepe
BO3/YIIIHOTO TPAHCIIOPTA; HaBBIKAMHU MPUMEHECHHUS
METOJIOB PEIICHUS MPOU3BOJICTBEHHBIX KOH(MDINKTOB
C  Yy4yeToM  OCOOEHHOCTEM  MEXKYJIbTYPHOIO
pazHooOpasusi o0IIecTBa B MPOIECCE OPraHU3aAINH
CEpPBUCHOIO  OOCIYy)XKMBaHUS MNOTpeOuTeNneil Ha
TPaHCTIOPTE, B TOM 4uHcie B cdepe BO3AYITHOTO
TPAHCTIOPTA;

— HaBBIKAMH MPUMEHEHUS METOJIOB
CO37aHUsl W TIOMJICPKKH OE30MACHBIX YCIOBHMA
KU3HEJICATETLHOCTH, B TOM YHUCJIE MPHU
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BO3HUKHOBEHUU YpE3BbIYAWHBIX  CUTyalud B
poLecce OpraHu3alii CEPBUCHOTO 0OCITYKHBaHUS
noTpeduTeNeld Ha TpaHCIOPTE, B TOM YHCIie B cepe
BO3JIYIITHOTO TPAHCIOPTA; HAaBbIKAMHU MPUMEHEHUS
METOJIOB CO3JaHUsl W MOJJEp>KaHUud Oe30MaCHbIX
YCIIOBUN >KU3HEACSATENIbHOCTH, B TOM YHCIE MPHU
BO3HMKHOBCHUW  YpPE3BBIYAWHBIX  CUTyallud B
poLecce OpraHu3aluu CEPBUCHOTO 0OCITY)KUBaHUSA
notpeduTeNield Ha TPaHCIIOPTE, B TOM 4yHcCie B cepe
BO3JIYIITHOTO TPAHCIOPTA; HABbIKAMHU TPUMEHEHUS
CO37aHusl M TOMAJIEPKKM O€30MaCHBIX YCIOBUA
o0CITy’>KMBaHMSI TACCAKUPOB, B TOM YHCIE TMpH
BO3HMKHOBCHUW  YPE3BBIYAWHBIX  CUTyallud B
polecce OpraHu3alui CEPBUCHOTO 00CITYy)KUBaHUSA
noTpeduTeNel Ha TpaHCIIOPTe, B TOM 4HCIie B cepe
BO3/YIIHOTO TPAHCIIOPTA;

- HaBbIKaMU MpUMEHEHUS
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOT Ui B
CEpPBUCHOM  JIEATENTBHOCTH Ha TPAHCIOPTE B
YCIIOBUAX B3aUMOJICUCTBHS C TOTPEOUTENSIMU, B TOM
YKClie MHTEPHET-TIPOJIBIKEHUSI YCIYyT B TMPOIECCe
opraHu3anuu CEpPBUCHOTO 00CTy>KUBaHUS
noTpeOuTenel Ha TpaHCIIOPTEe, B TOM 4Yucie B cepe
BO3/YIIIHOTO TPAHCIIOPTA; HaBBIKAMHU TMPUMEHECHHUS
METOJIOB ~ y4acTus B  pa3pabOTKE  CHUCTEMBbI
KJIMEHTCKUX OTHOIIEHUN M OpraHu3aluu Ipouecca
o0cIy>KUBaHUS noTpeouTenen Ha OCHOBE
NPUMEHEHHUS] 3aKOHOJATENbHBIX aKTOB U MPABOBBIX
HOPM B TIIPOLECCE OpPraHU3alMU CEPBUCHOTO
oOcnmyKuBaHMsI TOTpeOuTeNned Ha TpaHCHOpTE, B
TOM Ynciae B cdepe BO3IYIIHOTO TPAHCIOPTA;
HaBBIKAMU TPUMEHEHHUS METOJOB ydacTus B
COBEPILIEHCTBOBAHHUH CUCTEMBI KITMEHTCKHUX
OTHOIIEHWA B CEPBUCHOM JEATEIBHOCTH Ha
TPAHCIOPTE €  MCIOJB30BAHUEM  HMHTEpHET-
TEXHOJIOTUH B IPOLIECCE OPraHU3allUd CEPBHCHOIO
o0clly’)kuBaHMsI TOTpeOUTeNeid Ha TpaHCIOPTE, B
TOM 4ucie B chepe BO3AYLIHOIO TPAHCIIOPTA;

- HaBBIKaMU MPUMEHEHUS METOJI0B
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BIQJICHUSI  TEOPETUUCCKUMU 3HAHHUSIMU u
MPAKTUICCKUMU TTPUEMaMHU YIIPABJICHHS TIPOSKTaAMH
B cepe oOCIy)KuUBaHUS B MPOIECCE OpraHU3alUU
CEpBHCHOTO OOCTY)XMBaHUS MOTpeOUTENnel Ha
TpaHCIIOpTE, B TOM 4YHCIe B cdepe BO3AYIIHOTO
TPAHCIIOPTA; HAaBBIKAMU TIPUMCHCHHS  METOJIOB
yIpaBIICHUS TYPUCTCKO-PEKPEAIIMOHHBIMHU
IPOEKTaMH, METOJbl TUTAHUPOBAHUS W MOHHTOPHHT
NEATENBPHOCTH CEPBHCHOW KOMIAHWUU B cdepe
TPaHCIIOpTa B IMPOIIECCE OPraHU3allid CEPBHCHOTO
oOCIy)KMBaHMs TOTpeOUTEICH Ha TpaHCIOpTe, B
TOM YHCIIe B c(hepe BO3YITHOTO TPAHCIIOPTA;

— HaBBIKAMH TIPHUMCHCHHS METOJIOB BBIOOpA
MaTepUANBHBIX  PECYpPCOB, OOOpYIOBaHUS ISt
OCYINIECTBJICHHSI TIpoIlecca CEepBHCA, MEXaHHU3M
NPOBEACHHUS IEPETOBOPOB C  KIMCHTAMH IO
NPETEH3UOHHBIM CITydasM M OTPEICIICHUS TPUYNH
BO3HUKHOBEHUS NpeTeH3UI B nporiecce
OpTraHM3aIHNN CEpBHCHOTO 00CITy)KHBaHHUSI
noTpeOuTenel Ha TpaHCIIOPTE, B TOM YHCIE B chepe
BO3AYITHOTO TPAHCIIOPTA; HABBIKAMHU MPUMCHCHHUSI
METOJIOB pa3pabOTKW W HCIOJIB30BAaHUS THIIOBBIX

TEXHOJIOTUYECKUX IIPOLECCOB, METO/IbI
dbopMHUpOBaHUS W  BHEAPECHHS KOPIOPATHUBHBIX
CTaHIapTOB 151 pEriIaMeHTOB IIPOLIECCOB

oOcnmyKuBaHHsI TMOTpeOuTeNned Ha  TpaHCIOPTE,
HABbIKAMU MPUMEHEHHSI METO/IOB B3aUMOJICHCTBUS C
KIIMEHTaMU o OpraHu3aluu npoiiecca
o0cIy>KUBaHUS noTpeouTeneu B chepe
TOCTEIIPUUMCTBA B TIPOIECCE€  OpraHU3AINH
CEpPBUCHOIO  OOCIYy)KMBaHUS MOTpeOuTeNneil Ha
TPaHCTIOPTE, B TOM dHcie B cdepe BO3AYITHOTO
TPAHCTIOPTAa; HABBIKAMH TPUMEHEHUS TPEOOBAHUIA
NMPOW3BOJICTBEHHOW  JWCIMIUIMHBI, TMPaBUI IO
OXpaHe Tpyla W TIOKApHOW OE30MacCHOCTH TIpH
OCYIICCTBIICHHN TEXHOJOTUYECKOTO TMpolecca B
IPOIIECCe OpPTaHMU3aIMN CEPBUCHOTO OOCITYyKMBaHUS
noTpeOuTeNIel Ha TPAHCTIOPTE, B TOM YHCIE B cepe
BO3/YIITHOTO TPAHCIIOPTA;
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—  HaBbIKAMU NPUMEHEHHsI METOIOB BbIOOpa
OpraHU3alMOHHBIX pemeHuil st (HOopMHUpPOBaAHUS
CEpPBUCHOM CUCTEMBI 00CIyKUBaHUS C
UCIIOJIb30BAaHMEM  METOJOB  OpraHu3alud U
yIOpPaBIE€HUS  HUMYUIECTBEHHBIM  a’3pONOPTOBBIM
KOMIUJIEKCOM W aKTUBAaMU CEPBUCHBIX MpPEeANpPUATUN
HAa  TpaHCIOpTe B  IMpollecce  OpraHu3aliu
CEepBUCHOrO  OOCHTy)XMBaHUS moTpeOurteneid Ha
TpaHCHOPTE, B TOM uHcIe B cdepe BO3AYUIHOTO
TPAHCIOPTA;

- HaBbIKaMU MIPUMEHEHUS METOJ0B
OCYILIECTBJIEHHS] OPTraHU3allMOHHOIO OOCITYyKMBAHUS
ABUALIMOHHOM UHQPACTPYKTYPHI "
OpraHU3allMOHHOTO obecnieuyeHus nporecca

CEPBUCHOTO OOCITYKMBAaHUS B adPOINOPTY U HA OOPTY
BO3JYIIHOTO CyJHAa B TMPOILIECCE OpraHU3aIIH
CEpPBUCHOTO  OOCITYy)KMBaHHUS TOTpeOuTeneid Ha
TPAHCIOPTE, B TOM 4YHCIie B chepe BO3TYIIHOTO
TpaHCHIOpPTA.

IIIkana oneHUBaHUS KyPCOBOil padoThI NPHU UCNOJIH30BAHUN 0AJJIBHO-

PEeUTHHIOBOM OLICHKH

HaumenoBanue 3Tamna MakcuMmalibHOE [IIxana oeHUBaHUS

BBITIOJIHEHUST KYPCOBOM
paboTHhI

KOJIMYECTBO
0auI0B

Oran 1. Beimaua 3amanus
Ha KypCOBYIO paboTy
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BBITIOJTHEHUST KYPCOBOM KOJIMYECTBO
paboThI 0amnoB
0,5 6anna cHumaeTcs 3a OomuOKy B
pacyeTe mokasaTes,
1 Gan1 cHUMaeTcs 3a OTCYTCTBHE
KoHcynbranmst Hay4yHOTO
pacyeTHOTO MOKa3aTes,
PYKOBOJIUTEIS T10
. 0,5 Gamia cHUMaeTcs 3a OTCYTCTBHE
CTPYKTYpE KypCOBOH
a00TBI 1moa0o0 10 BRIBO/4,
P ’ Py 0,3 6ajuta cHUMaeTcs 3a
JUTEPATypbl H TOPSIKY .
2 HEKOPPEKTHBIN BBIBOJI,
BBITIOJTHEHUSI ~ KypCOBOM .
0,2 6ajuta CHUMAaETCs 32 HEMOJIHBIN
paboThI
BBIBO/I,
0,2 6amta cHUMaeTCs 3a JAOIMYIICHHbIE
IpaMMaTHYECKHUE OITHOKH.
0,1 6anna cHUMaeTcs 3a OMUOKY B
3HAYCHHUSIX MOKa3aTeleH,
Ortamn 2. Beimoaaenue 1 0,3 cHUMaeTCcs 32 HETOJIHYIO
paszena KypcoBoun 10 uHdopMaImio,
paboThI 0,2 cHuUMaeTCs 3a IOMyIIeHHBIC
oporpaduueckue u rpaMMaTHIECKUE
OIITHOKW.
0,1 6amra cHuMaeTcs 3a omuoOKy B
3HAUCHUSIX ITOKa3aTeJIeH,
Ortan 3. Beinosnenue 2 0,3 cHUMaeTCs 3a HETOJIHYIO
paszena KypcoBoi 15 nHpopManmio,
paboTHI 0,2 cHuMaeTCs 3a IOyIICHHBIC
opdorpaduueckue u rpaMMaTHIECKUE
OIIIHMOKMU.
0,1 6anna cHUMaeTCs 3a OMUOKY B
3HAUCHUAX TTOKa3aTeNeH,
Otan 4. BeinosHeHue 3 0,3 cHEUMaeTCs 32 HETIOJIHYIO
paszaena KypcoBou 15 uH(pOpMAIHIO,

paboThI

0,2 cHumaeTcs 3a JOmyIIeHHbIC
opdorpaduueckue u rpaMMaTHISCKUE
OIIIMOKH.
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BBITIOJIHEHUST KYPCOBOM KOJIUYECTBO
paboThI OaioB
1-3 6anna cHuMaloTcs 3a
OthopmieHe KypCoBofi HEOPEKHOCTh OPOPMIICHHS TEKCTA,
p yp 10 1-2 6anna cHuMaroTcs 3a
paboThI
HEOPEKHOCTH O(popMIIEHUS
WCII0JIb30BAaHHBIX UCTOYHUKOB
3a Ka)Kblil TPOCPOYECHHBIN AEHB O
CBOEBPEMEHHOCTh b
10 HEYBaXUTEJIbHOU MPUYNHE CHUMAETCS
BBITIOJIHCHUS
0,5 6ama.
Wroro BeInogHEHNE 20
KypCOBO# pabOThI
5 0aJIo0B — MCCIIEI0BATEIbCKUM
XapaKkTep;
5 0aJJIoOB — aKTyaJIbHOCTh PabOTHI;
10 6ayIoB — OTBETHI Ha BOIIPOCHI
3ammuTa KypcoBoil 30 YETKHE, SICHBIE U MOJIHBIE;
paboThI 5 0aIoB — cUCTEMHAas
MHTEpIpETALU MOJYYEHHBIX B
KypCcOBO#i paboTe pe3yJbTaToB;
5 0aJI0B — rpaMOTHOE BEJICHUE
MOJIEMUKH.
Bcero no kypcoBoit
100
pabore:

IlepeBox 6a/1710B 0AJIJILHO-PEHTHHIOBOI CHCTEMBbI B OLIEHKY

Mo «aKaJeMH4eCKoi) MKaje

KoaunuectBo 0215108 mo BPC

Ounenka (Mo «akajgeMu4ecKoin

mKaJje)
90 u 6onee S — «OTIUYHO
75+89 4 — «xopomo»
60+74 3 — «yIOBIETBOPUTEIBHO
menee 60 2 — «HE yJIOBJICTBOPUTEIHEHOY
XapakTepuCTUKMA Kbl  ONEHWUBAHHUS  MPOMEKYTOYHOW  aTTECTAIUH

IMPpUBCACHBI HUKC.
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1. MakcuMalibHOE KOJHMYECTBO OaioB, MOJYy4YeHHBIX 3a 3k3ameH — 30.
MunumanbHOE (3a4€THOE) KOJIMYECTBO 0aIIOB («3K3aMeH caan») — 15 Gamios.

2. Ilpu Habope meHee 15 OauioB - SK3aMEH CUMTAETCS HE CHAHHBIM 110
NpUYUHE HEJOCTATOYHOTO YPOBHA 3HaHWUU. [lpm HEyZOBIETBOPUTENBHON craye
9K3aMEH WM HEsIBKE MO HEYBAKUTEIHHOW MPUYMHE HA K3aMEH dK3aMEHAIMOHHAs
COCTaBJISIIONIAsl TPHUPABHUBAETCS K Hymo. B 3ToM ciyuyae oOydaromuiics B
yctanoBieHHOM B CIIOI'Y I'A nopsinke o0s3aH nepeciaTh SK3aMeH.

3. O1eHKa 3a 3K3aMEH BBICTABIISIETCS KaK CyMMa HaOpaHHBIX OAJIJIOB 32 OTBETHI
Ha JIBa BOIIPOCA U 32 BBHIIIOJHEHUE MPAKTUYECKOTO 3aJaHHs.

4. OTBETHI HA BOIIPOCHI OLIEHUBAIOTCS CIIEIYIOIINM 00pa3oMm:

1 6ann: oOydaronuiics JaeT HEMPaBWIBHBIM OTBET Ha BOIPOC, HE
JIEMOHCTPUPYET 3HAHUH, YMEHHI U HABBIKOB, COOTBETCTBYIOIINX (POPMHPYEMBIM B
IpoIecce OCBOCHHSI AUCIUILIMHBI KOMITIETEHITUSM (HET OTBETa Ha BOIMPOC) WIIM OTKa3
OT OTBETA;

2 Oanna: oTBeT OOydalOUIeTocss Ha BONPOC  HEYAOBJICTBOPHUTEIEH,
o0yJaronuiicsi TEMOHCTPUPYET (parMeHTapHbIE 3HAHHUS B paMKaX (OPMHUPYEMBIX
KOMIICTCHIIN, HE3HAHHE JICKIIMOHHOTO MaTepHara;

3 6anna: OTBET 00ydYaroIIerocs Ha BOIMPOC HEYIOBJICTBOPHUTENCH, TpeOyercs
3HAYUTEIFHOE KOJUYECTBO HABOJMAIIUX BOMPOCOB, OOYYAIONIMICSA HE MOXKET
BOCTIPOM3BECTH M OOBSICHUTH OCHOBHBIC TIOJIOKEHHS BOMPOCA, JAEMOHCTPUPYET
cia0ble 3HaHUA JIEKIIMOHHOTO MaTepHaa;

4 6anna: obyyaroumics JEMOHCTPUPYET MHUHUMAalbHbIE 3HAHUS OCHOBHBIX
MOJIO’KEHUI BOIIPOCOB B Mpefenax JeKIMOHHOTO MaTepHaa;

S5 6annos. OO0ydYarOIIMICS JIEMOHCTPUPYET 3HAHUS OCHOBHBIX TMOJIOKEHHI
BOMPOCA, JIOTUYECKH BEPHO H3JaraeT CBOM MBICIH, MOKAa3bIBA€T OCHOBBI YMEHHIA
UCTIOJIb30BAHMS 3TH 3HAHUS, TIBITAICh OOBSICHUTH UX HA KOHKPETHBIX MIPUMEPAX;

6 oOannos. oOydaroNUKCS JTEMOHCTPUPYET CHCTEMATU3MPOBAHHBIC 3HAHUS
OCHOBHBIX TIOJIO)KEHHMI BOIPOCA, JIOTUYECKH BEPHO M TPaMOTHO H3JIaraeT CBOU
MBICIIA, OPUEHTUPYETCS B €r0 po0IeMaTHKe, MTOKa3bIBAET YMEHHUS UCTIOIB30BATh ATH
3HAHMSI, ONUCHIBAS Pa3IMYHBIE CYIIECTBYIOIINE B HAyKE TOUKH 3PEHHS HA MPoOIemMy
Y TIPUBOJII KOHKPETHBIE TTPUMEDPHI;

7 6annos. OOydyalOIMIUWACA  JEMOHCTPUPYET  JOCTAaTOYHO TIOJMHBIE U
CUCTEMATU3UPOBAHHBIC 3HAHUSA, JIOTHUYECKH BEPHO M TPaMOTHO M3JIaraeT CBOM MBICIIH,
YEeTKO OIMChIBaeT MpOoOJIEeMaTUKy BOIPOCA, OPHUEHTUPYETCS BO BCEX TeMax
JTUCIUIUIMHBI, TOKAa3bIBAa€T YMEHHS M HaBBIKM HCIOIB30BaThb ATH 3HAHUS,
00OCHOBBIBasl CBOIO TOYKY 3PEHHUS Ha MpoOJIeMy U TPUBOAS KOHKPETHBIE MPUMEPHI,
HO TpeOOBaNINUCh HaBOASIINE BOIPOCHI;

8 bannog: oOyJaromIUiiCs TEMOHCTPUPYET TMOJHBIE U CHUCTEMATU3UPOBAHHBIC
3HaHUS, JIOTUYECKHM BEPHO M TPAMOTHO H3JIaraeT CBOM MBICIH, YETKO OIHCHIBACT
npobsieMaTUKy BOIMPOCA, XOPOILIO OPHUEHTHUPYETCS BO BCEX TeMax IUCIUIUIMHBI,
MOKa3bIBACT YMEHUS W HAaBBIKA WCIOJIB30BAHUS OTHUX 3HAHWM, Jenas BBIBOJIBI,
MPUBOAS CYHIECTBYIONIME B HAyKe TOUYKU 3PEHUS, CPABHUBAS WX CHUJIbHBIC U CIa0bIe
CTOPOHBI, 00OCHOBBIBAsI CBOIO TOUKY 3pEHUS, IPUBOASI KOHKPETHBIEC TPUMEPHL;

9 6annos: oOydaromuiics TEMOHCTPUPYET MOJHBIE U CHUCTEMaTH3UPOBAaHHBIC
3HaHUS, JIOTUYECKH BEPHO M TPAMOTHO M3JIaraeT CBOM MBICIIH, YETKO OMHCHIBACT
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MpoOJIeMaTHUKy BOMPOCA, XOPOIIO OPHUEHTHUPYETCS BO BCEX TeMaX IUCIUTIINHBI,
MOKa3bIBaCT YMEHUS W HABBIKM WCIOJB30BAHHUS JTHX 3HAHWMA, Jeias BBIBOJBI,
MBITasICh CAMOCTOSITEIIBHO pelIaTh BBIABICHHBIC TPOOJIEMBI, MPUBOAS KOHKPETHBIC
MIPUMEDHI;

10 6annog: obyuaronuiics JEMOHCTPUPYET IMOJTHBIE U CUCTEMATU3UPOBAHHbBIC
3HAHMSI, JJOTUYECKA BEPHO M TPAMOTHO H3JIaraeT CBOM MBICIH, YETKO OIHMCHIBACT
mpoOIeMaTHKy BOIPOCA, XOPOIIO OPUCHTHPYETCS BO BCEX TeMax JIHUCIMIUIAHEI,
UCITIOJIB3YeT JIJIi OTBETA 3HAHUS, MOJYYCHHBIC B APYTUX AUCIUIUIMHAX, & TaKKe U
uH(OpPMAITMI0 W3 HUCTOYHUKOB, HE YKa3aHHBIX B Kypce MaHHOW JHUCIUTLINHBI,
MOKAa3bIBAET YMCHHMSI W HABBIKM HWCIIOJIB30BAaHMUS OTUX 3HAHWM, Jeiias BbIBOJII,
IBITAICh CAMOCTOSITEIBHO M TBOPYECKU pellaTh BBISIBICHHBIC MPOOJEMBI, TPUBOISA
KOHKPETHBIC PUMEPHI.

Brinonnenue npakTudeckoro 3ajgaHus (3 BOIMPOC) OIEHUBACTCS CIEAYIOITUM
obOpazom:

10 6annos: 3ananue BoinogHeHo HA 91-100 %, pemieHue W OTBET aKKypaTHO
o OopMJICHBI, BBIBOJIbI OOOCHOBAHBI, JaHa MpaBUJbHAS M TIOJIHAS WHTEPIPETAIUS
BBIBOJIOB, OOYYalOIIMUICS apryMEHTHPOBAHHO OOOCHOBBIBACT CBOIO TOYKY 3pEHUS,
YBEPEHHO M MIPABUIILHO OTBEYAET HA BOIPOCHI MPETO/1aBaTEs;

9 6annos: 3aganue BeimoiaHeHO Ha 86-90 %, pemieHue M OTBET aKKypaTHO
oopMJIEHBI, BBIBOJIbI OOOCHOBAHBI, JaHA MpaBWIbHAs M TOJHAS HMHTEpIpeTaIus
BBIBOJIOB, OOYYaIONIUIICS apryMEHTHPOBAHHO OOOCHOBBIBAET CBOIO TOYKY 3pPEHUS,
NPaBWJIBHO OTBEYAET HA BOIPOCHI MTPETOaBaATENs;

8 6annos. 3ananue BbeIoNHeHO Ha 81-85 %, xom pemeHus NpaBUIBHBIM,
HE3HAYUTENbHBIE TOrPEIIHOCTH B OQOPMIICHUH; TMpaBUibHASA, HO HE TOJHAs
UHTEpIIpEeTaIusl BHIBOJOB, 00yYarONIMiiCs aeT MpaBUiIbHbIE, HO HE TOJHBIE OTBETHI
Ha  BOIPOCHl  TPEMOJaBaTessi, MWCMBITHIBAET HEKOTOPbIE 3aTPYyAHEHHUS B
MHTEPIPETAIIMU TIOTYICHHBIX BBIBOJIOB;

7 6bannos. 3ananue BbIONHeHO Ha 74-80 %, xom pemieHus IpaBHIBHBIN,
3HAUUTENbHBIC TMOTPEHTHOCTH B O(QOPMIICHUHU; TpaBWIbHAs, HO HE IMOJHAS
UHTEPIIpETaIUsl BHIBOJOB, O0YYAIONINIICS aeT MpaBUJIbHbIC, HO HE TOJHBIE OTBETHI
HAa BOIPOCHI TMPETOJIaBaTeNsl, WCIBITHIBACT OINPEICICHHbIE 3aTPyAHCHHUS B
WHTEPIPETAINN TTOTYYCHHBIX BBIBOJIOB;

6 6annoe: 3aJaHue BBITIOJHEHO 66-75 %, MOAXOA K PEIICHHUIO NPaBUJIbHBIM,
€CTh OmuOKH, Oo(opMIeHHE C HE3HAYUTEITHHBIMU TMOTPENTHOCTAMH, HETOTHAs
WHTEPIpETalrs BHIBOJOB, HE BCE OTBETHI HA BOIPOCHI MPETOaBaTes MpaBUIbHBIC,
HE CIOCOOEH MHTEPIPETUPOBATH MOJTyUYECHHBIE BBIBOJIBI;

5 6annos: 3ananve BeIMOIHEHO HA 60-65 %, MOAXOM K PEUICHUIO TIPABUIIBHBIN,
€CTh OIMOKHW, 3HAYMUTEIbHBIE TOTPEITHOCTA Tpu OQPOPMIICHUH, HE TOJHAsS
WHTEPIPETANs BHIBOJOB, HE BCE OTBETHI HA BOIPOCHI MPETOaBaTeNs MPaBUIIbHBIC,
HE CIOCOOEH MHTEPIPETUPOBATH MOTyUYECHHBIE BBIBOIBI;

4 6anna: 3alanue BBIMOJHEHO Ha 55-59 %, moaxon K pelieHuto MpaBUIIbHBIM,
€CTh OIMOKHW, 3HAYUTEIbHBICE TOTPEITHOCTA Tpu OQPOPMIICHWUH, HE TOJHAS
WHTEPIPETANns BHIBOJOB, HE BCE OTBETHI HA BOIIPOCHI MPETOaBaTeNs MPaBUIbHBIC,
HE CITOCOOEH MHTEPIPETUPOBATH MOTyUYECHHBIE BBIBOIBI;
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3 6anna: 3amanue BbIMOAHEHO Ha 41-54 %, pemieHuwe coaepkXut rpyobie
OLIMOKH, HEaKKypaTHoe odopmieHrue padoThl, HENpaBWIbHAS HWHTEPIpETalus
BBIBOJIOB, 00YYaIOUIUIICS JaeT HEMPAaBUIbHbBIE OTBETHI HA BOMPOCHI MIPENO1aBATENS;

2 oOanna. 3ananue BeimoiHeHO Ha 20-40 %,pernieHue conaepXUT TpyObie
omuOKU, HEakKypaTHoe oQopMIIeHHE pPal0OThl, BBIBOALI OTCYTCTBYIOT, HE MOXET
MIPOKOMMEHTHPOBATH XOJ PEUICHUS 3a/1auu, JaeT HEMPaBUIIbHbIE OTBEThI HA BOIIPOCHI
MpenojaBaTess;

1 6ann: 3ajaHue BBINIOJIHEHO MeHee, ueM Ha 20 %, pelieHue coaepKuT rpyobie
OLIMOKH, 00yYarOUIMiicss HE MOKET MPOKOMMEHTHPOBATH XOJI PEIICHMs 3a7aud, He
cnocobeH chopMyIMpOBaTh BHIBOJBI IO paboTe.

9.6 TumoBble KOHTPOJbHBbIE 3aJaHUS /AJs1 TNPOBEJEHUNA TeKYIIero
KOHTPOJISAA U IPOMEKYTOYHOM aTTeCTAIMYU 10 UTOraM 00y4eHHusI MO JUCUMUIITIMHE

Cemectp 3
Tema 1. Benenue B qucturuinny. OO1IHe MOHITHS CEPBUCHON JIEATCIIBHOCTH
Ilepeuenv munoswix 60npocos OJisi yCMHO20 ONpPoca

1. [Ipenmer, conepkanue TUCUUILIUHBI "CepBUCHAS I€STEIbHOCTD .

2. OCHOBHBIEC TEPMUHBI U TIOHSATHUS 110 JUCIUTLIUHE.

3. Metoaudeckre OCHOBBI M MEXIUCITUTIIIMHAPHBIN XapaKkTep HaydYHOTO
aHaJM3a CEPBUCHOM AEATEIHLHOCTH.

4, [Togxon K WM3y4yeHUIO CEPBUCHOW AESATEIHLHOCTH B paMKaxX «OOIIecTBa
OTPEOJICHUS.

5. Teopernueckne OCHOBAaHUS  aHAIM3a CEPBUCHOM  JICSATEIHHOCTH
MOCTUHAYCTPUAILHOTO 00IIIeCTBA.

6. Kiaccudukanys yciayr 1 CepBUCHOM JIESITEIPHOCTH B HAYYHOM aHAJIH3E.

1. Bubl cepBUCHOM 1€ TEIIBHOCTH.

IIpumepnvie memwvl coobweruil

1. TexHomormu mpolecca CcepBUCa W OCOOEHHOCTH  KIMEHTCKUX
OTHOIIIEHHUH C y4eTOM TpeOoBaHUH MOTpeOuTeNs B chepe BO3AYITHOTO TPAHCIIOPTA.

2. [Tcuxonornyeckue OCOOCHHOCTH TMOTPEOMTENS B IPOIECCE CEPBUCHOM
NEATEeIILHOCTH B cepe BO3AYITHOTO TPAHCIIOPTA.

3. Meronpl TOWCKA, KPUTHYECKOTO aHAIW3a M CHHTE3a HMHpOpMalud B
MpoIIeCCe OpraHru3aIlii CEPBUCHOTO 00CITYKUBaHHS TIOTpeOUTENIel Ha TPAHCIIOPTE.

4. MexaHu3M CHUCTEMHOTO MOJXO0Aa JJIsi PEIICHUs MOCTaBJICHHBIX 3a7a4 B
MPOIIeCCe OpraHu3aIliy CEPBUCHOTO 00CITYKUBaHHS TIOTpeOUTENIel Ha TPAHCIIOPTE.

d. MeTonpl  NMPUMEHEHHUS  CHUCTEMHOTO  MOJAXO0Ja  JJIS  pelICHUs

MOCTaBJIEHHBIX 33Ja4 B MPOLECCEe OpraHu3alld CEPBHCHOTO OOCITYKMBaHUS
noTpeduTeNei Ha TPaHCTIOPTE.

6. Metoabl OCYIIECTBIEHUS COLMAIBHOTO B3aUMOJEHUCTBHS U peau3aluu
CBOEH pOJIM B KOMaHAE B MPOLIECCE OpraHU3allMd CEPBUCHOIO OOCIYKMBaHUS
noTpeduTesie Ha TpaHCTOPTE.

7. Metonbl omnpeAeneHrus W peaau3aldd CBOEHM poOJIM B KOMaHAE B
MPOIIECCe OpraHU3alMy CEPBUCHOTO 00CIyKUBaHUS IOTpeOUTENel Ha TPAHCIIOPTE.
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8. Metoasl oOecredyeHHusl COIMAIBLHOTO B3aUMOJCHCTBUS B Ipolecce
OpraHu3alyy CEPBUCHOTO 00CITyKMBaHUs OTpEOUTENIEH Ha TPAaHCIIOPTE.

9. Metonbl BOCHPHUATHS MEXKYJIBTYPHOTO pa3HOOOpa3us oOliecTBa B
COLIMAJIBHO - UCTOPUYECKOM, ITHUYECKOM U (PHIOCOPCKOM KOHTEKCTaX B MPOLECCE
OpraHu3alyy CEpBUCHOTO 00CITyKMBaHUS OTpEOUTENIel Ha TPaHCIIOPTE.

10. Meroasl npuMeHEHUsT OCOOCHHOCTEM MEXKKYJIbTYpPHOTO pa3zHOOOpa3us
oOlIecTBa B IMPOLIECCE OpPraHU3alii CEPBUCHOTO OOCIYKMBAaHMS MOTpeOUTENEd Ha
TpaHCIIOPTE.

11. Metoapl pemieHus MPOU3BOACTBEHHBIX KOH(MIMKTOB C  Y4ETOM
0COOEHHOCTEN MEXKYJIbTYPHOI'O pa3HooOpasusi oOLIECTBa B MPOIIECCE OPraHU3aluU
CEPBUCHOTO OOCITYXKUBaHUS NMOTpeOUTENEH HA TPAHCIIOPTE.

12. Meroasl CO3JIaHUS u MOJAEPKKH 0e30ImacHbIX YCIOBUM
KU3HEJICATECILHOCTH, B TOM YHCJIC TTPU BO3HUKHOBCHUH YPE3BBIUYAWHBIX CUTYaIlUi B
npolecce opraHu3aliyd CEpBUCHOTO 00CTyKUBAHUS MOTPEOUTENEH Ha TPAHCIIOPTE.

13. Metoasl  co3maHus M NOAAEpXKaHUS ~— O€30MacHBIX  YCJIOBHIA
KU3HEJICATEILHOCTH, B TOM YHCJIC NTPU BOZHUKHOBCHUHM YPE3BBIUAWHBIX CUTYyaIlUi B
npolecce opraHu3aliyd CEpPBUCHOTO 00CTYKUBAHUS MOTPEOUTENEH HA TPAHCTIOPTE.

14.  Metoasl co3qaHus M TOACPKKH OC30MACHBIX YCIOBHI 00CTY)KUBaHUS
NacCaXMpoB, B TOM YHCJIE IPU BO3HMKHOBEHWM 4YPE3BBIYAWHBIX CHUTyalluid B
npolecce opraHu3aliyd CEPBUCHOTO 00CTYKUBAHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

15. MeToapl MNpUMEHEHUS KIMEHTOOPUEHTHUPOBAHHBIX TEXHOJIOTHHA B
CEpPBUCHOW JESITEIbHOCTH Ha TPAHCIOPTE B YCIOBUAX B3aUMOJICHCTBUSA C
NOTPEOUTENIMH, B TOM YHCIE€ WHTEPHET-MPOABIKEHHUS YCIyr B Ipolecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS OTpEOUTENIeH Ha TPAHCTIOPTE.

16. Metoasl y4actus B pa3pabOTKe CHCTEMbl KIMEHTCKUX OTHOUICHUH U
OpraHu3aluy Imporecca OOCTY>KMBaHMsS TOTpeOUTENe HAa OCHOBE MPUMEHEHUS
3aKOHOJIATEIbHBIX aKTOB W IMPABOBBIX HOPM B TPOIECCE OPTaHU3AIMHU CEPBUCHOTO
o0cITy>kuBaHMs TOTpeOUTENIeH Ha TPAHCTIOPTE.

17. Metoasl yyacTusi B COBEPIICHCTBOBAHMM CHUCTEMBI KIIMEHTCKUX
OTHOIICHUH B CEPBUCHON JESITEILHOCTH Ha TPAHCIOPTE C HCIOJIb30BaHUEM
WHTEPHET-TEXHOJIOTHU B TMPOIECCE OPTaHM3AIMU CEPBUCHOTO OOCITYKUBAHUS
noTpeduTeneil Ha TpaHCTIOpTE.

18. MeToapl BrageHUS TEOPETUYECKUMH 3HAHUSMHU W TPAKTUYCCKUMHU
npueMamMu YIpaBieHUs TMpoeKkTaMu B cdepe O0OCIyKHBaHUS B  IpoIlecce
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS OTPEOUTENICH HAa TPAHCTIOPTE.

19. Metoasl  ympaBi€HHS ~ TYPUCTCKO-PEKPEAIIMOHHBIMU  TPOEKTaMH,
METO/IbI TJIAHUPOBAHUS Y MOHUTOPHHT JIEATEIILHOCTH CEPBUCHON KOMITaHUH B cepe
TPAHCTIOPTa B MPOIIECCE OPTaHU3AIMN CEPBUCHOTO OOCITY)KHBaHUSI TIOTPEOUTENCH Ha
TPaHCIIOPTE.

20. Metonel BBIOOpAa MaTEPHATBHBIX PECYpCOB, OOOpPYMOBAaHHS IS
OCYILIECTBJIEHHSI MIPOLIECCA CEPBUCA.

21. MexaHwW3M MPOBEACHUS MEPETOBOPOB C KIMEHTAMU IO MPETCH3UOHHBIM
CIy4astM U OTpeJeleHUs TPUYWH BO3HUKHOBEHHS TPETEH3WH B TMpolecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS MOTPEOUTENICH HAa TPAHCTIOPTE.
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22.  Metonpl pa3pabOTKM W HCIONB30BAHUS THUIOBBIX TEXHOJIOTMYECKUX
IIPOLIECCOB.

23. Metonbpl GopMHpPOBAaHUSA U BHEAPEHUS KOPIOPATUBHBIX CTAHAAPTOB H
pErjlaMeHTOB POLIECCOB 00CITY>)KMBaHUS TOTPEOUTENEH Ha TPAHCIIOPTE.

24.  Metonpl B3aMMOJEUCTBUSL C KJIMEHTAMHM IO OpraHU3alMu Mpolecca
oOciy>)xuBaHusi TOTpeduTene B cepe rocrenpuuMcTBa B MPOIECCE OpraHU3aIuu
CEPBUCHOTO OOCITYXKUBaHUS MOTpeOUTENEH HA TPAHCIIOPTE.

25. TpeOGoBaHusi NPOM3BOACTBEHHOM JUCUUIUIMHBI, TMPABUI IO OXpaHe
TpyJa U MOKapHOH 6€30MaCHOCTU MPU OCYIIECTBIEHUN TEXHOJIOTHYECKOro Mpouecca
B IIPOLIECCE OpraHU3aliy CEPBUCHOTO OOCITYKMBaHUs MOTpeOUTeNel Ha TPAaHCIIOPTE.

26. Metonpl BbIOOpa OpraHU3allMOHHBIX pelIeHud 11 (HOPMUPOBAHUS
CEpPBUCHOW CHUCTEMbI OOCTY>KMBaHMSI C HCIIOJIB30BAHUEM METOJOB OpPraHU3ALMHU U
yIPaBJIE€HUs UMYUIECTBEHHBIM a’pONOPTOBBIM KOMILJIEKCOM M aKTHUBAMH CEPBHCHBIX
OPEeNNpUsATUN HAa TPAHCIOPTE B MPOLECCE OPraHU3alli CEPBUCHOTO 0OCITYKHUBaHUS
notpeduTenel Ha TpaHCIOPTeE.

27. Metonbl  OCYHIECTBJICHHUS  OpPraHU3AaIlMOHHOTO  OOCIYXHUBaHMUS
aBUALIMOHHOW WHOPACTPYKTYphl W OPraHU3alMOHHOrO oOecreueHus mpolecca
CEPBUCHOTO O0CTYKUBaHUS B adpONOPTY U Ha OOPTY BO3AYIIHOTO CyAHA B MpOIECcCce
OpraHu3aliy CEpBUCHOTO 00CITYKMBaHUS OTpEOUTENIel Ha TPAaHCTIOPTE.

Tunosvie cumyayuonHnvle 3a0aHus 01 peuleHus Ha NPAKMu4ecKux 3aHAMuUsX

Kaxxnas paGouas rpymnmna roTOBUT NMPE3EHTALUIO CBOETO PELIEHUs TPOOIEMbI U
B X0j1€ 0011el TUCKYCCUU OOOCHOBBIBAET HEOOXOIUMOCTD €TI0 Pean3alluu:

[Ipennoxure METOABl OCYILECTBICHMS] OpPraHU3alMOHHOTO OOCITYKUBaHUS
aBUAIIMOHHOM MHQPACTPYKTYpHl C Y4ETOM OOOCHOBaHHS BbIOOpa BUIA CEPBHCHOMN
JESITEeIbHOCTU B KOHKPETHON OpraHU3aliy.

Tema 2. Ycinyru u sKU3HENESITENBHOCTH JIFOJISH B TPAIUIIMOHHBIX COOOIIECTBAaX
llepeuenb munogvix 6onpocos OJisi YCMHO20 ONpoca

1. CornuanbHble MPEANOCHIIKA BO3SHUKHOBEHHS U PA3BUTHSI CEPBUCHOMN
JESTEIHHOCTH.

2. Huddepennmanys 3aHATANA U COLMAIBHBIX POJICH B MEPBOOBITHOMN
KyJIbType U apXaudeCcKUX COOOIIeCTBAX.

3. 3apo’kJIeHHne U Pa3BUTHE YCIYT B OOIIECTBAX JPEBHETO MUPA.

Ilpumepnvie memol coobuyerull

1. Ycayru B cpelHeBEKOBOM 00IIecTBe 3araaHoil EBporbl.

2. OcHOBBI UBEpCU(DUKAIIUN CEPBUCHON NIEATETLHOCTH B COOTBETCTBHUH C

ATHOKYJIBTYPHBIMH, HCTOPUUYECKUMU M PEIUTHO3HBIMH TpaaulusiMu B cdepe
BO3JIYLIIHOTO TPAHCIIOPTA.

3. Mertoapsl MOMCKA, KPUTUYECKOTO aHAIM3a M CHUHTE3a WHGOpPMAlUUd B
MpOIIeCCe OpraHU3aluy CEPBUCHOTO 00CIyKUBaHUS OTpeOUTENEl Ha TPAHCIIOPTE.

4, MexaHu3M CUCTEMHOTO MOAX0J1a /il PELIeHHs MOCTAaBICHHBIX 3a/1ad B
MpoIlecCe OpraHru3alMy CEPBUCHOTO 00CITyKUBaHUS OTpeOUTeNeld Ha TPAHCIIOPTE.

d. Metoasl  HNpPUMEHEHHS  CHUCTEMHOTO  HOAXoAa  JUIsl  pEelIeHUs
MOCTaBJIEHHBIX 3aJad B MPOLECCE OpraHu3alld CEPBUCHOTO OOCTYKUBaHUS
noTpeduTeieil Ha TpaHCOPTE.
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6. MeTonbl OCYIIECTBIECHHSI COLUATBHOTO B3aUMOJICUCTBHS U pealn3aluu
CBOECl pojiM B KOMaHJE B IMpPOIECCE OPraHU3alUU CEPBHCHOIO OOCIYKUBaHUS
noTpeduTeei Ha TpaHCTIOPTE.

7. Metonsl omnpencneHus M peanu3aldd CBOEHM poOiaM B KOMaHAE B
MPOLIECCE OPTraHU3ALMKU CEPBUCHOIO 00CITYyKMBaHUSI IOTPEOUTENEH Ha TPaHCTIOPTE.

8. Metoasl oOecredyeHus COIMAIBLHOTO B3aUMOJCHCTBUS B IpoIecce
OpraHu3alyy CEPBUCHOTO 00CITyKMBaHUS OTpEOUTENIel Ha TPaHCIIOPTE.

9. Metonbl BOCHPHUATHS MEXKKYJIBTYPHOTO pa3HOOOpa3usi oOliecTBa B
COLIMAJIBHO - UCTOPUYECKOM, ITHUYECKOM U (PHIOCOPCKOM KOHTEKCTaX B MpOLECCE
OpraHu3aliy CEPBUCHOTO 00CITyKMBaHUS OTpeOUTENIel Ha TpaHCTIOPTE.

10. Meroasl npuMeHEHUsT OCOOCHHOCTEW MEXKYIbTYPHOTO pa3zHOoOpaszus
oOlIecTBa B Mpoliecce OpraHu3ali CEpBUCHOTO OOCITYXMBaHUA MOTpeOuTesneil Ha
TpaHCIIOPTE.

11. Meronasl pemieHUsT MPOU3ZBOJACTBEHHBIX KOH(DJIUKTOB C  y4yeTOM
0COOEHHOCTEW MEXKYJIbTYPHOTO pa3HooOpasusi oOLIeCTBa B MPOIECCe OPraHU3aluU
CEPBUCHOTO OOCITYKUBaHUA MOTpeOUTENEH Ha TPAHCTIOPTE.

12. Meroxasl CcO3JaHusA U MOJAEPKKH 0€e30macHBIX YCIOBUM
KU3ZHEICATEILHOCTH, B TOM YHUCJIE TP BOSHUKHOBEHUHU YPE3BBIUAWHBIX CUTYyallui B
npolecce opraHu3alid CEPBUCHOTO 00CTYKUBAHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

13. Meroasl co3maHus W TOAJEpKaHUS ~— OE30MacCHBIX  YCJIOBHUU
KU3HEJEATEILHOCTH, B TOM YHCII€ MTPU BO3ZHUKHOBEHUH YpE3BBIYAWHBIX CUTYyaIlUl B
npolecce opraHu3alid CEPBUCHOTO 00CTyKUBAHUS MOTPEOUTENEN Ha TPAHCIIOPTE.

14.  Metoapl co3naHus U MOAIEPKKU O€30MacHBIX YCIOBUN 00CITYKHUBaHUS
NaccakXUpoB, B TOM YHCIE MPU BO3HHUKHOBEHHWM 4YPE3BBIYANWHBIX CUTyallud B
npolecce opraHu3aliyd CEPBUCHOTO 00CTyKUBAaHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

15. MeToasl MNpUMEHEHUS KIMEHTOOPUCHTHPOBAHHBIX TEXHOJIOTHHA B
CEpPBUCHOW JESITENIbHOCTH Ha TPAHCIIOPTE B YCIOBUAX B3aUMOJCHCTBUSA C
NOTPEOUTENAMH, B TOM YHCIE€ WHTEPHET-MPOABIDKEHHUS YCIyr B Ipolecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS TOTPEOUTENIeH Ha TPAHCTIOPTE.

16. Metoasl ydactus B pa3pabOTKe CHUCTEMbl KIMEHTCKMX OTHOIICHUH H
OpraHu3aluy IMporecca OOCTY)KMBAaHHS TOTpEOUTENIe HAa OCHOBE MPUMEHEHUS
3aKOHO/ATEJIbHBIX aKTOB M MPABOBBIX HOPM B MPOLIECCE OpPraHU3alMU CEPBHCHOTO
o0CTy>KMBaHUS OTpeOUTENEH HA TPAHCTIOPTE.

17. Meroapl y4acTUsi B COBEPIICHCTBOBAHMM CHCTEMBI KJIMEHTCKHX
OTHOILIEHUM B CEPBUCHOM JAEATEIBHOCTH HA TPAHCIOPTE C MCIOJIb30BAHUEM
MHTEPHET-TEXHOJIOTUH B MPOLECCE OpraHu3allid CEPBUCHOTO OOCTYKUBaHUS
noTpeduTeNei Ha TPaHCTIOPTE.

18. MeToasl BrIageHUS TEOPETUYCCKUMH 3HAHUSMH W TPAKTUICCKUMHU
mpueMaMu  YIpaBiIeHUsT TMpoeKkTaMu B cdepe O0OCIyKHBaHUS B  MpoIlecce
OpraHu3aluy CEPBUCHOTO 00CITYKMBAHUS MOTpEeOUTENIe Ha TPaHCTIOPTE.

19. Metoasl  ympaBi€HHS ~ TYPUCTCKO-PEKPEAIIMOHHBIMH  TPOEKTaMH,
METO/Ibl TJIAHUPOBAHUS U MOHUTOPHUHT JIEATEIIbHOCTH CEPBUCHOM KOMMaHUU B chepe
TpaHCIIOPTa B MPOLIECCE OPTaHU3AIMU CEPBUCHOIO OOCITY>KUBaHUS MOTPEOUTENEH Ha
TpPaHCIIOPTE.
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20. Metonbl BbIOOpa MaTepUaNbHBIX PECYpPCOB, O0OOpYyIOBaHUS IS
OCYIIECTBJICHHSI IPOLIECCa CEPBUCA.

21. MexaHM3M MPOBEACHHS NEPErOBOPOB C KIMEHTAMH MO MPETEH3MOHHBIM
ClIy4assM MW ONpeJeleHUs MNPUYMH BO3HUKHOBEHHS MPETEH3Wl B mpolecce
OpraHu3alyy CEpBUCHOTO 00CITyKMBaHUS OTpEOUTENIel Ha TPaHCIIOPTE.

22.  Metonpl pa3pabOTKM W HCIONB30BAHUS THUIOBBIX TEXHOJIOTMUYECKUX
MPOLIECCOB.

23. Metonbl GopMHpPOBAaHUSA U BHEAPEHUS KOPIOPATUBHBIX CTAHAAPTOB U
PErylaMeHTOB MPOLIECCOB 0OCITY>KMBaHUS TOTPEOUTENEH Ha TPAaHCTIOPTE.

24. Metonbl B3aMMOJEHUCTBUS C KJIMEHTaAaMHU [0 OpraHu3aluy Ipoliecca
oOcnyKuBaHMsI TOTpeduTeNeld B chepe TOCTENPUUMCTBA B MPOIIECCE OpPraHU3alUu
CEPBUCHOTO OOCITYXKUBaHUS MOTpeOUTENEH HA TPAHCTIOPTE.

25. TpeOGoBaHusi NPOM3BOACTBEHHON JUCUUIUIMHBI, TMPABUI MO OXpaHe
TpyJa U MOXKapHOH 6€30MacCHOCTU MPHU OCYIIECTBIEHUN TEXHOJIOTHUECKOro Mmpolecca
B IIPOIIECCE OpraHU3aliy CEPBUCHOTO OOCTYKMBaHUS MOTpeOUTENEH Ha TPAHCTIOPTE.

26. Metonpl BbIOOpa OpraHU3alMOHHBIX pelIeHud [ (HOPMUPOBAHUS
CEPBUCHOW CHUCTEMBbI OOCTY>KMBaHMSI C HCIIOJIb30BAHUEM METOJOB OpPTraHU3ALMHU U
yIPaBJIEHUs UMYIIECTBEHHBIM a’pONOPTOBBIM KOMILJIEKCOM M aKTHBAMH CEPBHCHBIX
NPENNpUsSTUN Ha TPAHCIOPTE B MPOIECCE OpPraHu3allMi CEPBUCHOTO O00CTYKUBaHUS
notpeduTenel Ha TpaHCIOPTe.

27. Meronpl  OCYLIECTBIEHHUS OpPTraHU3aILMOHHOTO 00CITyKUBaHUS
aBUAIIMOHHOM WHQPACTPYKTYpbl M OPraHU3allMOHHOIO oO0ecreueHus Ipolecca
CEpBUCHOr0 OOCIYXUBaHUS B a3pOINOPTy U Ha OOPTY BO3YILIHOIO CyJHA B IPOLECCe
OpraHU3alUU CEPBUCHOTO OOCITYXUBAaHUS NOTpeOUTENIEN HAa TPAHCIIOPTE.

Tunosvie cumyayuonHnvle 3a0aHus 08 peuleHusi Ha NPaKmMu4yecKux 3aHAmusx

Kaxxnas paGouast rpymnmna roTOBUT NMPE3EHTALUIO CBOETO PELLEHUs TPOOIEMbI U
B XOJI¢ 00IIeH JUCKYCCHUH 00OCHOBBIBAET HEOOXOIMMOCTh €TI0 PeaTu3aliu:

[Ipennoxure MeToapl (OPMUPOBAHHA U BHEAPEHUS KOPIOPATHUBHBIX
CTaHJApPTOB M PErJaMEHTOB IMPOLECCOB OOCITY)XMBaHHUsS MOTpEOUTENEH € yuyeToM
00OCHOBaHUSl BBIOOpA COLMAIBHBIX MPEANOCHIIIOK BO3HUKHOBEHUS U Ppa3BUTHUSA
CEPBHUCHOM JEATEIBHOCTH B KOHKPETHON OpraHU3alUU.

Tema 3. Yciyru u cepBUCHAs IEATETLHOCTh B HHIYCTPUATIBHOM O0IIIECTBE
Ilepeuenv munogvlx 60NPOCO8 OJisl YCMHO20 ONPOCaA

1. CornanbHO-3KOHOMUYECKask XapaKTEPUCTUKA COBPEMEHHOTO 00IIEeCTBA.

2. Ycayru B COBpeMEHHOM OOIIIECTBE.

3. Ycayru B THIYCTPUAIBHOM MTPOU3BOJICTBE.

4, BrnusHue — WHAYCTpHMANIBbHOTO  TPOW3BOJACTBA  HAa  CEPBHCHYIO
TeSTETHHOCTb.

IIpumepnvle memol cooouyeHutl

1. CepBuCHas 1€SITENBHOCTh B Pa3BUBAIOIINXCS CTPAHAaX.

2. CepBucHass JIEATETLHOCTh B Pa3BUBAIOIIMXCS CTpaHax B cdepe
BO3JIYIITHOTO TPAHCTIOPTA.

3. OCHOBHBIE TICUXO0JIOTHYECKHE 0OCOOCHHOCTH MOTPEOUTEIIS B MPOIIECcCce

CEPBUCHOM JESITEIIBHOCTH.
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4, Meronpl MOMCKa, KPUTHYECKOTO aHalIW3a M CHUHTE3a HMHpOpMauuud B
MPOLIECCE OPTraHU3ALMK CEPBUCHOIO 00CITYyKMBaHUS IOTPEOUTENEH Ha TPaHCIOPTE.

S. MexaHu3M CUCTEMHOTO MOJX0J1a Jis PEIICHUsl MOCTAaBICHHBIX 3a7a4 B
MpOLIECCE OPTraHU3ALMH CEPBUCHOIO 00CITYyKMBaHUSI IOTPEOUTENEH Ha TpaHCIOPTE.
6. Metoasl  TPUMEHEHHS  CHUCTEMHOTO  MOJAXoAa  JUIsl  pelIeHUs

MOCTaBJICHHBIX 3a7a4 B TMPOLECCE OpraHW3alil CEPBHCHOTO OOCTY)KHWBaHUS
noTpeduTeiei Ha TpaHCTIOpTe.

7. MeTobl OCYIIECTBICHUS COIMATBLHOTO B3aUMOJICUCTBHS M peaTu3alliuu
CBOCH poNM B KOMAaHJE B IMPOLIECCE OPraHMU3allid CEPBUCHOTO OOCITYKWBaHUS
notpeOuTenel Ha TPAaHCTIOPTE.

8. Meronel omnpeneneHUsT W pealn3alydyd CBOEH pOJNIM B KOMaHJIE B
Ipolecce OpraHu3ali CEPBUCHOTO 00CITy)KUBAaHUS IOTPEOUTENEN HA TPAHCIIOPTE.
Q. Metoael oOecriedeHHsT COLMAIBHOTO B3aMMOJEHUCTBUS B IIpOLECCE

OpraHu3aIMy CEPBUCHOTO 00CITYKUBaHUS MTOTpEeOUTENICH Ha TpaHCTIOPTE.

10. Meroasl BOCHPHUSATHS MEXKKYJIBTYPHOTO pa3zHOOOpa3usi oOIecTsa B
COITMAIBHO - MCTOPUYECKOM, 3TUUYECKOM U (UIOCOPCKOM KOHTEKCTax B Ipoliecce
OpraHu3aIliy CEPBUCHOTO 00CITYKUBaHUS OTpeOUTENICH Ha TPaHCTIOPTE.

11. Meroasl npuMeHEHUsT OCOOCHHOCTEW MEXKKYJIbTYpPHOTO pa3zHOOOpa3us
oO1iecTBa B MPOIECCe OpPraHM3allul CEPBUCHOTO OOCITY>KUBAHUS MOTpPEOUTEIEH Ha
TpPaHCIIOPTE.

12. Metoasl pemieHus MPOU3BOACTBEHHBIX KOH(MIMKTOB C  Y4ETOM
0COOEHHOCTEW MEXKKYIbTYPHOT'O pa3HooOpasusi oOIIeCTBa B MPOIECCE OPTaHU3aIuU
CEPBHUCHOTO OOCITYKUBaHUA NMOTpeOUTENEH HA TPAHCIIOPTE.

13. Metoasl  co3maHus W NOAAEPKKH  O€30MacHBIX  YCJIOBHI
KU3ZHEJEATEILHOCTH, B TOM YHCIIe NTPH BO3HUKHOBEHUHU YPE3BBIUYAMHBIX CUTyallui B
npolecce opraHu3aluyd CEPBUCHOTO 00CTyKUBAaHUS MOTPEOUTENEH HA TPAHCTIOPTE.

14, Meronsl co3maHus W TOJJEpKaHUS ~— OE30MaCHBIX  YCJIOBHUU
KU3HEJIEATEILHOCTH, B TOM YHCIIe NP BO3ZHUKHOBEHUH YPE3BBIUYAWHBIX CUTYaIlUl B
Ipolecce oOpraHu3aluyd CEPBUCHOTO 00CTyKUBaHUS MOTPEOUTENEH HA TPAHCTIOPTE.

15.  Metoasl co3manus U MOAAEPKKH O€30MacHBIX YCIOBUN 00CTYKHUBaHUS
MacCa)KUPOB, B TOM YHCIE€ NPU BO3HUKHOBEHUM YPE3BBIYAWHBIX CUTyaluld B
MPOIIeCcCe OPTraHU3AIMK CEPBUCHOTO 0OCITYKMBaHUSI TOTPEOUTENEH HA TPAHCTIOPTE.

16. MeToasl mNpPUMEHEHUS KIMEHTOOPUCHTHPOBAHHBIX TEXHOJIOTHHA B
CEpBUCHOM JESATEIBbHOCTH HAa TPAHCIOPTE B YCJIOBUSX B3aUMOJIEUCTBUSA C
MOTpEeOUTENSIMU, B TOM YHCJI€ WHTEPHET-TIPOABMKEHUS YyCIyr B MpoIiecce
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS MOTPEOUTENICH HAa TPAHCTIOPTE.

17. Metoasl y4actus B pa3paOOTKEe CHCTEMbl KIMEHTCKUX OTHOIICHUH H
OpraHu3aluu IMpouecca OoOCTyXKUBaHUSI MOTPEOUTENIe Ha OCHOBE MNPUMEHEHUS
3aKOHO/ATENIbHBIX aKTOB M IMPABOBBIX HOPM B MPOLIECCE OpPraHU3alMU CEPBUCHOTO
o0CIy>KMBaHMSI MOTpeOUTENEH HA TPAHCTIOPTE.

18. MeToapl yuyacTusi B COBEPIICHCTBOBAHWU CHUCTEMBI KIIMEHTCKUX
OTHOILIEHUM B CEPBUCHOM JEATEIbHOCTH HA TPAHCIOPTE C MCIOJIb30BAHUEM
WHTEPHET-TEXHOJIOTUH B MPOLECCE OpraHu3alid CEPBUCHOrO OOCITYKUBaHUS
noTpeduTelieil Ha TpaHCTOPTE.
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19. MeToasl BrIageHUS TCEOPETUYCCKUMH 3HAHUSAMH W TPAKTUICCKUMHU
npueMaMu  YIpaBiICHUS TMPOEKTaMH B cdepe OOCIy)KMBaHUS B  IpoIEcce
OpraHu3aliy CEPBUCHOTO 0OCITyKMBaHUS MOTPEOUTENICH HAa TPAHCTIOPTE.

20. MeTonpl  ympaBi€HHS  TYPHUCTCKO-PEKPCAIIMOHHBIMH  TPOEKTaMH,
METO/IbI IJIAHUPOBAHKS U MOHUTOPHHT JIEATSILHOCTH CEPBUCHOW KOMITAaHUU B chepe
TPAHCIIOPTa B MPOIIECCE OPTaHU3AIUU CEPBUCHOTO OOCITY)KHBaHUS TIOTPEOUTENICH Ha
TPAHCIIOPTE.

21. Metonpl BbIOOpa MaTepUaNbHBIX PECYpPCOB, 0OOpYyIOBaHUS IS
OCYIIECTBIICHHS TIPOIIEcca CepBHUCa.

22. MeXaHHW3M IPOBEICHHS NEPETOBOPOB C KIMEHTAMH 10 IMPETEH3MOHHBIM
CIy4assM U OTpEJEICHUS TPUYMH BO3HUKHOBEHHS TPETEH3WH B Ipolecce
OpraHu3alliy CEPBUCHOTO 00CITy)KMBaHUS OTPEOUTEIICH HAa TPAHCTIOPTE.

23. Metonbl pa3paObOTKM W HCIIOIB30BAHUS THUIIOBBIX TEXHOJIOTHYCCKUX
IIPOIIECCOB.

24.  Metonbl GOpMHpPOBAHUS W BHEAPEHUS KOPIIOPATHBHBIX CTAaHAAPTOB H
PETJIaMEHTOB MIPOIIECCOB 0OCITY)KMBaHUS TTOTPEOUTENICH HAa TPAHCIIOPTE.

25. MeTonbl B3aMMOJICHCTBHS C KJIMCHTAMHU 110 OpraHM3alldy Ipolecca
o0Cy)KMBaHMs TIOTpEOUTENIe B cdepe TOCTCIPUUMCTBA B IPOIIECCE OpPTraHHU3aIluu
CEPBUCHOTO OOCITY)KUBaHHUS IMOTPEOUTEICH HA TPAHCIIOPTE.

26. TpeOoBaHus MPOM3BOACTBEHHON JTUCIUILIMHBI, TMPaBUI IO OXpaHE
TpyJa U MOXKapHOH 6€30MacHOCTU MPHU OCYIIECTBICHUN TEXHOJIOTHUECKOro Mpolecca
B IIPOIIECCE OpraHU3alliK CEPBUCHOTO OOCTYKMBaHUsI MOTpeOUTENEl Ha TPAHCIIOPTE.

27. Metonpl BbIOOpa OpraHU3alMOHHBIX peleHud I (HOPMUPOBAHUS
CEPBHUCHOW CHUCTEMBI OOCTY>KHMBaHMS C HCIIOJIb30BAHUEM METOJOB OpPraHU3ALMHU U
yIPaBJIEHUS UMYIIECTBEHHBIM a’pONOPTOBBIM KOMIUJIEKCOM M aKTHUBAMH CEPBHCHBIX
NPENNPUATUN HA TPAHCIOPTE B MPOIECCE OPraHU3aIMU CEPBUCHOTO OOCTY>KUBAHUS
noTpeOuTenel Ha TPaHCIIOPTE.

28. Meronasl OCYIIECTBIICHUS OpraHU3aIMOHHOTO o0CITyKUBaHUS
aBUAIIMOHHOW WHMPACTPYKTYphl W OPraHU3alMOHHOrO oOecreueHus mpolecca
CEPBUCHOTO OOCTYKUBAHUS B adpOMNOPTY U Ha OOPTY BO3AYIIHOTO CyAHA B MPOIECCe
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS OTPEOUTENICH HAa TPAHCTIOPTE.

Tunogvie cumyayuorHvle 3a0anUsl 015 peueruss Ha NPAKMUYecKux 3aHamusax

Kaxxnas paGodas rpyria roTOBUT MPE3EHTAIIMIO CBOETO PEIICHUS TPOOIEMBbI U
B X0/1e 0011el JUCKYCCUU 00OCHOBBIBAET HEOOXOUMOCTH €TI0 PEeaTU3aIIHH:

[Ipennmoxxute  METOABI  BBIOOpA  OPraHM3AIMOHHBIX  PEIICHUNA IS
(dbopMuUpOBaHUS CEPBUCHON CHCTEMBI OOCITY)KMBaHUS C YI€TOM 00OCHOBaHUS BhIOOpa
BIUSHUS WHAYCTPUAIBHOTO TPOM3BOJCTBA HA CEPBHUCHYIO JE€ATEIHLHOCTH B
KOHKPETHOM OpraHU3alUu.

Tema 4. PazBuTue ycinyr u CEpBUCHOM JEATEIbHOCTH B POCCHIICKOM OOIIECTBE
Ha TPAHCIIOPTE, B TOM YHCIIEe B cpepe BO3IYITHOTO TPAaHCTIOPTa

Ilepeuenv munoswix 60npocoe sl yCmMHO20 ONpoca

1. OObekTrBHBIE (aKTOPHI Pa3BUTHS X035UCTBOBaHUA U ycayr B Poccun.

2. Ponb rocygapcTBEHHBIX MEXaHHU3MOB B Pa3BUTUU YCIIYT.
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3. Ponb rocygapcTBEHHBIX MEXaHU3MOB B Pa3BUTUHU YCIYT HA TPAHCIIOPTE,
B TOM 4Hciie B cepe BO3AYLIHOrO TPAHCIIOPTA.

4, OTtedecTBEeHHBIE YCIYrM Ha TpaHCOOpPTE, B TOM u4ucie B cdepe
BO3JIYIIIHOT'O TPAHCHOPTA: OT TPAAUIIMOHHBIX (POPM K COBPEMEHHBIM.

IIpumepnvie memwvl cooduyenuii

1. YpoBeHb KHU3HU HaceleHus U cepa oOCIyKMBaHUS B COBETCKHU U
IIOCTCOBETCKUM ITEPUOJIBI.
2. Mexanu3sM paboThl B KOHTAKTHOW 30HE C NOTpEOUTENIeM, METOJMKa

KOHCYJBTUPOBAHUSI, COTrJacoBaHus Buaa, (opMBI U Tpoliecca cepBUca Ha
TpPaHCIIOPTE, B TOM YKCJIE B chepe BO3IYIITHOTO TPAHCIIOPTA.

3. Metoasl TOMCKA, KPUTUUECKOTO aHAIM3a M CHUHTe3a WHGOpPMAIlUU B
IpOoIIeCCEe OpraHU3aIluu CEPBUCHOTO 00CITYKUBaHUsI IOTpeOUTeNel Ha TPAHCIIOPTE.

4, MexaHu3M CUCTEMHOTO MOJX0/1a JIJIsi PElICHHs MOCTaBISHHBIX 3a/1ad B
IpoIlIecCe OpraHu3aIluu CEPBUCHOTO 00CITYKUBaHUsI IOTpeOUTeNel Ha TPAHCIIOPTE.

5. Mertoasl  TPUMEHEHHS  CHCTEMHOTO  TOAXOAa  JUIi  pelleHUs
MOCTABJICHHBIX 3a7a4 B TMPOIECCEe OpraHU3alldd CEPBUCHOTO OOCITY>KMBAHUS
noTpeOuTenel Ha TPaHCIIOPTE.

6. MeTobl OCYIIECTBICHUS COLMAIBHOTO B3aUMOJICHCTBHS U peaIM3alluu
CBOEH pOJMM B KOMaHAE B MPOLECCE OpraHU3alliud CEPBHUCHOTO OOCITYKHBAHUS
noTpeOuTenel Ha TPaHCIIOPTE.

7. Mertoasl ompeneneHus] W pealu3alldd CBOEH PO B KOMaHJE B
Ipoliecce OpraHu3aIlui CEPBUCHOTO 00CTYKUBaHUsI TIOTpeOUTeNel Ha TPAHCIIOPTE.

8. Mertoasl oOecredeHus] COIMAIbHOTO B3aUMOJCHCTBUS B IIpoIecce
OpraHu3aIliy CEPBUCHOTO 0OCITYKUBaHHS MTOTpEeOUTENICH Ha TpaHCTIOPTE.

9. Metoasl BOCHPHUSATHS MEXKKYJIBTYPHOTO pa3zHOooOpas3usi oO0IiecTBa B
COITMAIBHO - HUCTOPUYECKOM, 3THUYECKOM U (PUIOCOPCKOM KOHTEKCTaX B IPOIECCE
OpraHu3aIliy CEPBUCHOTO 0OCITYKUBAaHUS MTOTPEOUTENICH Ha TPAHCTIOPTE.

10. Meroasl nmpuMeHEHUsT OCOOCHHOCTEH MEXKKYJIbTYpPHOTO pa3zHOOOpa3us
oOIecTBa B IpoOIeCCe OpTaHM3alMM CEPBHUCHOTO OOCITY)XKMBAHHUS MOTpEOUTEICH Ha
TpPaHCIIOPTE.

11. Meronsl pemeHusT TNPOU3BOJACTBEHHBIX KOH(DIMKTOB C  y4eTOM
O0COOCHHOCTEH MEXKKYJIBTYPHOTO Pa3HOOOpa3us OOIecTBa B MPOIECCe OpraHu3aIluu
CEPBUCHOTO O0CTYKMBAaHHUS MMOTPEOUTEICH Ha TPAHCIIOPTE.

12. Meronasl CO3JIaHUS u MOJIJICPIKKH 0e30IacHbIX YCIIOBUM
KU3HEACATEILHOCTH, B TOM YHUCJIC TP BOSHUKHOBCHUH YPE3BBIYANHBIX CUTYyaIluil B
MpoIIeCCe OpraHru3aIlii CEPBUCHOTO 00CITYKUBaHMS TIOTpeOUTENel Ha TPAHCIIOPTE.

13. Meroasl co3maHus W TOJJEpKAHUS ~— OE30IACHBIX  YCIOBHUH
KU3HEACATEILHOCTH, B TOM YHCJIC TIPH BOSHUKHOBCHUHU UPE3BBIYAWHBIX CUTYyaIluil B
MPOIECCEe OPraHu3aIMu CEPBUCHOTO OOCITYKUBAaHUSI TOTPEOUTENEH Ha TPaHCIIOPTE.

14,  Mertoabl co3aaHus U MOJJCPKKU 0€30MaCHBIX YCIOBUM 0OCITY>KMBAaHUS
MMacCaXMPOB, B TOM YHCIIC TPU BO3HUKHOBCHHUHM YPE3BBIYAHHBIX CHUTyalldd B
MPOIECCEe OPraHU3aIMy CEPBUCHOTO OOCITYKUBAaHUSI TOTPEOUTENIEH Ha TPAHCIIOPTE.

15. Meroasl npHMEHEHHS KIMSHTOOPHEHTHPOBAHHBIX TEXHOJOTHH B
CEPBUCHON JEATCILHOCTH Ha TPAHCIOPTE B YCIIOBHSIX B3aWMOJICUCTBHUS C
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MOTPEOUTEISIMU, B TOM YHCJIC WHTEPHET-TIPOABMKECHUS YCIYT B MpoIecce
OpTaHM3alMU CEPBUCHOTO 00CTYKUBAaHUS OTPeOUTENEH HAa TPAHCTIOPTE.

16. Meroasl yyacTuss B pa3pabOTKE CHCTEMbI KIMEHTCKUX OTHOLICHUU U
OpraHM3aliy Tpolecca OOCTYyXHBaHUS NOTpeOuTeNeld Ha OCHOBE MPHUMEHEHUs
3aKOHOJATEIPHBIX aKTOB M IMPABOBBIX HOPM B MPOIECCE OPTaHHM3AIUU CEPBUCHOTO
oOCITy>)KMBaHHS MMOTPEOUTENEH Ha TPAaHCTIOPTE.

17. MeToasl y4YacTuss B COBEPIICHCTBOBAHHMM CHUCTEMBI KIIMEHTCKHUX
OTHOIIICHWM B CEPBUCHOH JESITCIHLHOCTH Ha TPAHCIOPTE C KCIOJIb30BaHUEM
WHTEPHET-TEXHOJIOTHA B TMPOIECCe OPTaHM3aAIlMd CEPBUCHOTO OOCITY)KUBAaHHUS
notpeOuTenel Ha TPAaHCTIOPTE.

18. MeToasl BIAgEHUS TCOPETUYCCKUMH 3HAHUSAMH W TPAKTUYCCKUMH
nprueMaMHu YIpPaBJICHHWS TMPOCKTaMHu B cdepe oOCTy)KMBaHHS B  TIpolecce
OpTraHU3alMU CEPBUCHOTO 0OCTYKUBAaHUS TIOTPEOUTENEH HA TPAHCTIOPTE.

19. MeToasl  ympaBICHHS — TYPUCTCKO-PEKPCAIIMOHHBIMH  TPOEKTaMH,
METOJIbI TJIAHUPOBAHMSI U MOHUTOPHHT JEATCILHOCTH CEPBUCHOW KOMITAHUU B chepe
TPaHCIIOpPTa B MPOIIECCE OPTraHU3alluy CEPBUCHOTO OOCIY)KUBAaHUS MOTpEOUTENCH Ha
TpaHCIIOpTe.

20. Metonpl BeIOOpa MaTepUANBHBIX PECYpPCOB, O0OOpYyIOBaHUS IS
OCYIIIECTBJICHHS MPOIIecca CEPBHCA.

21. MexaHW3M IMPOBEACHHS NEPETOBOPOB C KIMECHTAMH IO IMPETEH3MOHHBIM
Clly4assM U OMpeJeieHus MNPUYMH BO3HUKHOBEHHS TMPETEeH3W B mpolecce
OpraHu3aliy CEpBUCHOTO 00CTYKUBaHUS OTpEOUTENel Ha TPAHCTIOPTE.

22.  Metonpl pa3pabOTKM U HCIOJNB30BAHUSA THUIOBBIX TEXHOJIOTHUECKUX
IIPOIIECCOB.

23. Metonbsl ¢hopMHpOBaHUS U BHEAPEHUS KOPIOPATUBHBIX CTAHAAPTOB U
PETJIAaMEHTOB MPOLIECCOB 0OCITY>KMBaHUS TOTPEOUTENEH Ha TPAHCIIOPTE.

24. Metonbl B3aMMOJEHCTBUS C KJIMEHTAMHU [0 OpraHH3allMy Ipoliecca
oOciy>)kuBaHusl TIOTpeduTeNe B cepe rocTenpuuMCTBA B MPOIECCE OpraHH3alUM
CEPBUCHOT'O O0CTY>KMBAaHHUS MOTPEOUTEIEH Ha TPAHCIIOPTE.

25. TpeOGoBaHusi MPOM3BOACTBEHHON IUCIUIUIMHBI, TMPABUI IO OXpaHe
TpyJa U MOKapHOH 0€30MaCHOCTU MPHU OCYIIECTBICHUN TEXHOJIOTHUECKOTr0 MpoIecca
B IIPOILIECCE OPTaHU3AIMK CEPBUCHOTO 00CTY>KUBaHUS TOTPEOUTENCH HA TPAHCTIOPTE.

26. Metonbl BbIOOpa OpraHU3alMOHHBIX pemeHud I (HOpPMUpPOBAHUS
CEPBUCHOW CHUCTEMBbI OOCTY>KHMBaHHs C HCIIOJIH30BAHUEM METOJIOB OpPTaHU3AINH U
VIPABICHUS UMYIECTBEHHBIM a3pPOMOPTOBBIM KOMIUIEKCOM U aKTHBAMHU CEPBUCHBIX
MPEANPUATANA HAa TPAHCIIOPTE B MPOIIECCE OPTaHU3AIMN CEPBUCHOTO OOCITYKUBaHUS
noTpeduTeNei Ha TPaHCTIOPTE.

27. MeTonpl  OCYIICCTBICHHS  OpPTaHU3AIIMOHHOTO o0CTy>KUBaHUS
aBUAIMOHHOW WHOPACTPYKTYpPhl W OPTaHHU3AIMOHHOTO oOOecmeueHus mpoiecca
CEPBUCHOTO OOCTYKMBAHUS B adPOMOPTY U Ha OOPTY BO3AYIIHOTO CyAHA B TPOIECCE
OpraHu3alliy CEPBUCHOTO 0OCITYKMBaHUS TOTPEOUTENCH HAa TPAHCTIOPTE.

Tunogvle cumyayuonHvle 3a0anUsl 015 peuenusl Ha NPAKMUYECKUX 3AHAMUAX

Kaxxnmast pabodas rpyrimna roTOBUT MPE3EHTAIIMIO CBOETO PEIICHUS TPOOIEMBI U
B X0/J1¢ 0011el JUCKYCCUU 00OCHOBBIBAET HEOOXOUMOCTH €TI0 PEeaTU3aAIIHH
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[Ipennoxxure MeTOabl BbIOOpPa MaTEpHATBHBIX PECYPCOB, OOOPYAOBAHMS IS
OCYIIECTBIICHHSI TIpollecca CEpBUCAa C Yy4eTOM OOOCHOBaHHUS BBIOOpA BIIMSHUS
rOCY/IapCTBEHHBIX MEXaHM3MOB Ha MPOLECC Pa3BUTUS YCIYyr HAa TPAHCHOPTE B
KOHKPETHOM OpraHu3aluu.

Tema 5. CoBpeMEHHOE CEpPBHCHOE OOIIECTBO: OCOOCHHOCTH CTAHOBJICHHS M
MEPCIIEKTUBBl PAa3BUTHS Ha TpaHCHOPTe, B TOM uYucie B cdepe BO3AYUIHOTO
TpaHCIopTa

Ilepeuenb munogvix 60npocos 011 YCMHO20 ONpoca

1. N3menenne ponu  CEPBUCHOW  JEATEIIBHOCTH B COBPEMEHHOM
PKOHOMUYECKOM U OOIIECTBEHHOM Pa3BUTHUHU.

2. NuTtencudukanus MexXIyHapOHOTO0 OOMEHa yCJIyraMu Ha TPaHCIopTe,
B TOM uucJje B cepe BO3AYUTHOTO TPAHCIIOPTA.

3. DKOHOMHUYECKHUE U COIMATIbHBIC ACTIEKThl CEPBUCHOM JEATEIbHOCTU Ha
TPAHCIIOPTE, B TOM YHCJIE€ B cpepe BO3AYIIHOTO TPAHCIIOPTA COBPEMEHHOIO THIIA.

4, CoBpeMeHHBIE CYOBEKTHI CEPBUCHOM JIESATEILHOCTH HAa TPAaHCIIOPTE, B

TOM YHCIIe B c()epe BO3IYITHOTO TPAHCIIOPTA.

IIpumepHovle memwvi cooduyenuil

1. N3menenune kputeprueB 3(PQGEKTUBHOCTH CEPBHUCHOHN JCSITCIBHOCTH Ha
TPaHCIIOPTE, B TOM YHCJIE B cepe BO3AYIIHOTO TPAHCIIOPTA.

2. Oco0eHHOCTH W TIEPCIIEKTHBBI Pa3BUTHS CEPBUCHOW JESATEIHHOCTH HA
TPaHCIIOPTE, B TOM YHUCIIE B chepe BO3IYIIHOTO TPAHCTIOPTA B COBpeMEeHHOU Poccum.

3. JluBepcuuKamus CEpBUCHOW JCSATEIHHOCTH B  COOTBETCTBHUU C
ATHOKYJIBTYPHBIMH, HCTOPHUYECKUMHU M PEITUTHO3ZHBIMU TPATUIIUSIMHU OOIIECTBA.

4. MeToapl MOUCKA, KPUTHYECKOTO aHaiW3a W CHHTe3a WH(OpManud B
IpoIiecce OpraHu3aIii CEPBUCHOTO 00CITyKUBaHUs TIOTPEOUTENCH Ha TPAHCTIOPTE.

5. MexaHu3M CHCTEMHOTO TOIXO0/a ISl pEelICHUsS TIOCTAaBICHHBIX 3a/1a4 B
IpoIiecce OpraHu3aIii CEPBUCHOTO 00CITyKUBaHUs TIOTPEOUTENCH Ha TPAHCTIOPTE.

6. MeToael  TPUMEHEHHS  CHUCTEMHOTO  IMOAXOJa Ui  PEIICHUs
MOCTaBJICHHBIX 3aJja4 B IMPOIECCe OpraHW3allii CEPBHCHOTO OOCTY)KHWBaHUS
noTpeduTeneil Ha TpaHCTIOPTeE.

7. MeTobl OCYIIECTBICHHS COIMATFHOTO B3aUMOJICUCTBHS M peaTn3alluu
CBOCH polM B KOMaHJE B IMPOIECCEe OPTaHM3AIlMU CEPBHCHOTO OOCIYKHUBaHUS
noTpeduTeneil Ha TpaHCTIOPTE.

8. Metonbl omnpeneneHus W peaau3aldd CBOEHM pOJIM B KOMaHAE B
MPoIIecCe OpraHU3aIMK CEPBUCHOTO 00CITYKHMBaHUS TOTPEOUTENEH Ha TPAHCTIOPTE.
Q. MeTtonpl oOecrnedeHus COLUMAIBHOTO B3aUMOJICHMCTBHS B IIpollecce

OpraHu3aluy CEPBUCHOTO 00CITYKMBAHUS MOTpeOUTENIe Ha TPaHCTIOPTE.

10. MeToasl BOCTHPUATHS MEXKYJIBTYPHOTO pa3HOooOpasus oOIIecTBa B
COIMAJIHO - UCTOPUYECKOM, ITHYECKOM U (PHIIOCOPCKOM KOHTEKCTaX B MPOIECCE
OpraHU3alUy CEPBUCHOTO 00CITYKMBAHUS MOTpeOUTENIe Ha TPaHCTIOPTE.

11. Mertoasl TpUMEHEHHUS OCOOCHHOCTEH MEXKYJIBTYPHOTO pa3zHOOOpasus
oOl1iecTBa B MPOIECCE OpPraHU3allUi CEPBUCHOIO OOCIY>KUBaHUS MOTpEOUTENEH Ha
TpPaHCIIOPTE.
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12.  Metoapl pemieHus NPOU3BOACTBEHHBIX KOH(MIMKTOB C  YYETOM
O0COOCHHOCTEH MEXKYJIBTYPHOTO Pa3HO00pa3usi OOIIECTBa B MPOIIECCE OpTaHU3ANT
CEPBUCHOTO OOCITYXKUBaHUA MOTPeOUTENEH HA TPAHCIIOPTE.

13. Metoapl  co3maHus M NOJACPKKH  O€30MAaCHbIX  YCIIOBUM
AKU3ZHEJEATEIbHOCTH, B TOM YHCJI€ ITPU BO3ZHUKHOBEHUH YpE3BbIYAWHBIX CUTyallUd B
MpoLIECCe OPraHU3alMKU CEPBUCHOIO 00CITYyKMBaHUSI IOTPEOUTENEH Ha TpaHCTIOPTE.

14. Meronsl co3maHuss W TOAJEpKaHUS — OE30MACHBIX  YCJIOBHUU
KU3ZHEJEATEIbHOCTH, B TOM YHCJI€ ITPU BO3ZHUKHOBEHUH YpE3BbIYAWHBIX CUTyallUd B
MpoLIecCe OpraHU3alMKU CEPBUCHOIO 00CITYyKMBaHUSI IOTPEOUTENEH Ha TpaHCIIOPTE.

15. Metoapl co3aaHus U NOAJIEPKKU O€30MacHBIX YCIOBUM 00CTYKUBaHUS
NaccakXMpoB, B TOM YHCIE MPU BO3HHUKHOBEHHWU 4YPE3BbIYAWHBIX CUTyallud B
npolecce opraHu3aliyd CEPBUCHOTO 00CTyKUBAHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

16. MeToapl MNpPUMEHEHUS KIMEHTOOPUEHTHUPOBAHHBIX TEXHOJOTHHA B
CEpPBUCHOW JIESITEIbHOCTH Ha TPAHCIOPTE B YCIOBUAX B3aUMOJICHCTBUSA C
NOoTpeOUTENIMH, B TOM YHCIE€ WHTEPHET-MPOJABIKEHHUS YCIyr B Ipolecce
OpraHu3aliy CEpBUCHOTO 00CITYKMBaHUS OTpEOUTENIel Ha TPaHCTIOPTE.

17.  Metoasl ydactus B pa3pabOTKe CHCTEMbl KIMEHTCKUX OTHOUICHUH U
OopraHu3aluy Impoiecca OOCIY>KMBaHMSI TOTpeOUTeNled HAa OCHOBE MPUMEHEHUS
3aKOHOJATENbHBIX aKTOB W IMPABOBBIX HOPM B MPOLIECCE OPraHU3ali CEPBHCHOIO
o0Cy>KMBaHUSI MOTpeOUTENEH Ha TPAHCTIOPTE.

18. Metoapl yyacTusi B COBEPIICHCTBOBAHUM CHUCTEMBI KIIMEHTCKUX
OTHOIIEHUH B CEPBUCHON JESITENIbHOCTH Ha TPAHCIOPTE C HCIOJIb30BaHUEM
UHTEPHET-TEXHOJOTUA B TIPOILIECCE OpraHU3allMi CEPBHCHOTO OOCIYKHUBaHUS
noTpeduTenel Ha TpaHCIOPTe.

19. Metoasl BiageHUsT TEOPETUYECKUMH 3HAHUSMHU W TPAKTUYECKUMHU
npueMaMu YIOpaBJICHHS TMpOEeKTaMu B cdepe oOCHyKMBaHHS B  TIpoliecce
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS OTPEOUTENCH HAa TPAHCTIOPTE.

20. Metonpl  ympaBi€HUSI ~ TYPUCTCKO-PEKPEAIMOHHBIMHU  TPOEKTaMH,
METO/IbI TUIAHUPOBAHMSI U MOHUTOPHUHT JEATEILHOCTH CEPBUCHON KOMIIaHUU B chepe
TPaHCIIOPTa B MPOIIECCE OPTraHU3aIMU CEPBUCHOIO OOCITY)KMBaHUSI IOTpEOUTENeH Ha
TPAHCIIOPTE.

21. Meronpl BbIOOpa MaTepUaANbHBIX PECYpCOB, OO0OpYIAOBaHMUA MJis
OCYIIECTBIICHHSI MIPOLIECCA CEPBUCA.

22.  MexaHu3M NPOBEIECHUS TIEPErOBOPOB C KIIMEHTAMH IO MPETEH3UOHHBIM
Cly4astM MW ONpEIEICHUs IPUYMH BO3HUKHOBEHHs MPETEH3Hl B Ipouecce
OpraHU3alUU CEPBUCHOTO 00CTYXUBAaHUS NOTpeOUTENIEeH HAa TPAHCIIOPTE.

23. Metonbl pa3pabOTKM W HCIONTB30BAHUS THUIOBBIX TEXHOJIOTHYECKUX
IIPOLIECCOB.

24.  Metonbl GOpMHPOBAHUSA W BHEAPEHUS KOPIOPATUBHBIX CTAHAAPTOB H
pPErJIaMEeHTOB IPOLIECCOB 00CITY>)KMBaHUS TOTPEOUTENEH HA TPAHCIIOPTE.

25. Meronpl B3auMOJEHCTBUS € KIMEHTAMHM [0 OPTaHM3alUM Ipolecca
oOciy>kuBaHusl TOTpeOUTeNe B cepe rocTenpuuMcTBa B MPOIIECCE OpraHU3aluu
CEpPBUCHOI0 00CTYKMBaHUS MOTPEOUTEIEH HA TPAHCIIOPTE.
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26. TpeOGoBaHusi NPOM3BOACTBEHHOM JUCUUIUIMHBI, TMPABUJ IO OXpaHEe
TpyJa U MOKapHOH 0€30MaCHOCTU MPU OCYIIECTBIEHUN TEXHOJIOTMYECKOro Mpouecca
B IIPOLIECCE OPTaHU3ALMH CEPBUCHOIO 0OCTYKUBAHUS IOTPEOUTENIEH HA TPAHCIIOPTE.

27. Metonpl BbIOOpa OpraHU3allMOHHBIX peleHud [ (HOPMHUPOBAHUS
CEpPBUCHOW CHUCTEMBI OOCIY>KMBaHMS C HCIOJIB30BAHUEM METOJOB OpPraHU3ALMHU U
yNpPaBJIE€HUs UMYUIECTBEHHBIM a’pONOPTOBBIM KOMILJIEKCOM M aKTHMBAMHU CEPBUCHBIX
MPEeANpPUATANA Ha TPAHCIIOPTE B MPOLIECCE OPTaHMU3ALUMU CEPBUCHOTO OOCIYKMBaHUS
noTpeduTeiei Ha TpaHCTIOpTe.

28. Mertonbl OCYLIECTBIICHUS OpraHU3alMOHHOTO 00CIy>)KUBaHUS
aBUALIMOHHOW HWHOPACTPYKTYphl W OpPraHU3alMOHHOrO0 oOecreueHus mpolecca
CEPBUCHOTO OOCTYKUBAaHUS B a3pOIOPTY U Ha OOPTY BO3YIIHOTO CyAHA B MpoIEcce
OpraHu3aliy CEpBUCHOTO 00CITyKMBaHUS OTpeOUTENIel Ha TpaHCTIOPTE.

Tunosvie cumyayuonHnvle 3a0aHUs 01 peuleHusi Ha NPAKMUYeCcKUx 3aHAMUsX

Kaxxnas pabodas rpyrmma roTOBUT MPE3EHTALMIO CBOETO PEIICHUs TPOOIEMbl U
B XO7I€ O0IIeH AUCKYCCHUH 0OOCHOBBIBAET HEOOXOAMMOCTD €T0 peaan3alliu:

[Ipennoxkute MeTOABI MPOBEAEHUS TEPErOBOPOB €  KJIMEHTAMH IO
NPETEH3MOHHBIM CIIy4asiM C y4eTOM OOOCHOBaHUS BbIOOpA BIWSHUS JUHAMUKH JOJIU
CEpPBUCHOW JI€ATETLHOCTH B COBPEMEHHOM JSKOHOMHYECKOM U OOIECTBEHHOM
Pa3BUTHH HA MPUMEpPE KOHKPETHOM OpraHu3aiuu.

Tema 6. Yciayra kak mpoIyKT CEpBUCHON JEATEIHLHOCTH HA TPAHCIIOPTE, B TOM
qrciie B cepe BO3AYITHOTO TPAHCIIOPTA

Ilepeuenvb munosvix 60npocos 0Jisk YCMHO20 ONpoca

1. [IpemocraBneHue yciayr Ha TpaHCIOpTE, B TOM 4HcIe B cdepe
BO3IYIITHOTO TPAHCIIOPTA KaK MPOTYKT CEPBUCHOU e TEIBHOCTH.

2. JlyXOBHBIE YCITyTH.

3. JIn4HBIC YCITYTH.

IIpumepnvle memol coobueHul

1. CoumanbHbIe YCIyTH.

2. ®dakTophl, BIUAIOINIME HA (POPMHPOBAHKE YCIYT Ha TPAHCIIOPTE, B TOM
quciie B chepe BO3MYIIHOTO TPAHCTIOPTA.

3. Oco0eHHOCTH yCIyT KOHTAaKTHOW 30HBI MPEANPHUATHS HA TPAHCTIOPTE, B

TOM 4YHCIIe B chepe BO3IYIIHOTO TPAHCTIOPTA (B3aUMOCHCTBIE B KOHTAKTHOM 30HE C
noTpeduTeneM, KOHCYJIbTHUPOBAaHUE, COIJIACOBaHME BUIA, (QOpMBI U mporiecca

cepBuca).

4. Mertoasl TOMCKa, KPUTHUYECKOTO aHAIM3a M CHHTe3a WHGOpPMAIlUd B
MPOIECCEe OPraHu3alMu CEPBUCHOTO OOCITYKUBAaHUSI TOTPEOUTENEH Ha TPaHCIIOPTE.

d. MexaHu3M CHUCTEMHOTO MOJXO0Aa JJIs PEIICHUs MOCTaBJICHHBIX 3a7a4 B
MPOIECCEe OPraHU3aIMu CEPBUCHOTO OOCITYKUBAaHUSI TOTPEOUTENEH Ha TPaHCIIOPTE.

6. MeTonpl  NMPUMEHEHHUS  CHUCTEMHOTO  MOJAX0Ja  JJIS  pelICHUs

MOCTaBJIEHHBIX 3aJa4 B MPOLECCE OpraHu3alld CEPBUCHOTO OOCTYKMBaHUS
noTpeduTesiei Ha TpaHCTOPTE.

7. Metopl OCYIIECTBICHUS COLMAIBHOTO B3aUMOJEHUCTBHS U pean3aluu
CBOEH pOJM B KOMaHAE B MPOLIECCE OpraHU3allid CEPBUCHOIO OOCITYKHBaHUS
noTpeduTeieil Ha TpaHCOPTE.
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8. Meronpl ompeneneHuss U peaju3aldd CBOEM poiau B KOMaHAEe B
MPOLIECCE OPTraHU3ALMK CEPBUCHOIO 00CITYyKMBaHUS IOTPEOUTENEH Ha TPaHCIOPTE.

Q. Metoasl oOecredyeHusl COIMAIbLHOTO B3aUMOJCHCTBUS B Ipolecce
OpraHu3alyy CEPBUCHOTO 00CITyKMBaHUs OTpEOUTENIEH HAa TPaHCIIOPTE.

10. MeToapl BOCHPUATHS MEXKYJIbTYPHOTO pa3zHooOpasus oOlecTBa B
COLIMAJIBHO - UCTOPUYECKOM, ITUUYECKOM U (PHIOCOPCKOM KOHTEKCTaX B MPOLECCE
OpraHu3alyy CEPBUCHOTO 00CITyKMBaHUS OTpEOUTENIel Ha TpaHCIIOPTE.

11. Meroasl npuMeHEHUsT OCOOCHHOCTEM MEXKKYJIbTYpPHOIO pa3zHooOpasus
oOlIecTBa B MpoLiecCe OpraHu3ali CEpPBUCHOTO OOCIYXUBaHUA MOTpeOuTeneil Ha
TpaHCIIOPTE.

12. MeToasl pemieHHWS MPOM3BOACTBEHHBIX KOH(MIUKTOB C  YYETOM
0COOEHHOCTEN MEXKYJIbTYPHOI'O pa3HooOpasusi oOLIECTBa B MPOIIECCE OPraHU3aluU
CEPBUCHOTO OOCITYXKUBaHUA MOTpeOUTENEH HA TPAHCIIOPTE.

13. Metoapl  co3maHus M NOAAEPKKM  O€30MacHbIX  YCJIOBHI
KU3HEJICATCILHOCTH, B TOM YHCJIC NTPH BO3HUKHOBCHUH YPE3BBIUYAWHBIX CUTyaIlUi B
npolecce opraHu3aliyd CEPBUCHOTO 00CTyKUBAHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

14,  Metoasl  co3maHus M NOAAEpkKaHUS — O€30MacHBIX  YCJIOBHI
KU3HEJICATCILHOCTH, B TOM YHCJIC NTPH BO3ZHUKHOBCHUH YPE3BBIUYAWHBIX CUTyaIlUi B
npolecce opraHu3aliyd CEPBUCHOTO 00CTYKUBAHUS MOTPEOUTENEH HA TPAHCTIOPTE.

15.  Metoapl co3nanus U MOAIEPKKU O€30MacHBIX YCIOBUN 00CTYKHUBaHUS
NacCcakXMpoB, B TOM YHCIE MPU BO3HHUKHOBEHWM YPE3BBIYAWHBIX CUTyallud B
npolecce opraHu3alid CEPBUCHOTO 00CTyKUBAHUS MOTPEOUTENEN Ha TPAHCIIOPTE.

16. MeToapl TNpPUMEHEHUS KIMEHTOOPUEHTHPOBAHHBIX TEXHOJIOTHHA B
CEpPBUCHOW JESITEIbHOCTH Ha TPAHCIOPTE B YCIOBUAX B3aUMOJICHCTBUSA C
NOTPEOUTENIMH, B TOM YHCIE€ WHTEPHET-MPOABIKEHHUS YCIyr B Ipolecce
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS MOTPEOUTENECH HAa TPAHCTIOPTE.

17.  Metoasl ydactus B pa3pabOTKe CHUCTEMbl KIMEHTCKUX OTHOIICHHH H
OpraHu3aluy Imporecca OOCTY>KMBaHMS TOTpeOUTENe HAa OCHOBE MPUMEHEHUS
3aKOHOJATENbHBIX aKTOB M IMPABOBBIX HOPM B MPOIIECCE OPTaHHU3AIMU CEPBUCHOTO
o0cITy>)kuBaHMs TOTpeOUTENIeH Ha TPAHCTIOPTE.

18. Metoapl yuyacTusi B COBEPIICHCTBOBAHHUM CHUCTEMBI KIIMEHTCKUX
OTHOIIICHUH B CEPBUCHON JESITEIHHOCTH Ha TPAHCIOPTE C HCIOJIb30BaHUEM
WHTEPHET-TEXHOJIOTHI B TMPOIECCe OPTaHM3AIMU CEPBUCHOTO OOCITY)KUBAaHUS
noTpeduTeneil Ha TpaHCTIOPTE.

19. Metoasl BrageHUs TEOPETUYECKUMH 3HAHUSMHU W TPAKTUYCCKUMHU
npueMaMu YIpaBieHUs TMpoeKkTaMu B cdepe O0OCIyKHBaHUS B  IpoIlecce
OpraHu3alliy CEPBUCHOTO OOCITYKMBaHUS OTPEOUTENICH HAa TPAHCTIOPTE.

20. Metonpl  ympaBi€HHS  TYPUCTCKO-PEKPEAIIMOHHBIMH  TPOEKTaMH,
METO/IbI TJIAHUPOBAHKS 1 MOHUTOPUHT JEATEILHOCTH CEPBUCHON KOMITaHUU B chepe
TPAaHCTIOPTa B MPOIIECCE OPTaHU3AIMU CEPBUCHOTO OOCITY)KHBAaHUSI TIOTpEOUTENCH Ha
TpPaHCIIOPTE.

21. Metonbl BbIOOpa MaTEpHANBHBIX PECYPCOB, OOOPYMOBaHUS IS
OCYIIECTBJICHHSI IIPOLIECCA CEPBUCA.
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22.  MexaHu3M MPOBEICHUS TIEPErOBOPOB C KIIMEHTAMH IO MPETEH3HOHHBIM
cllydyasM U OMNpeAeNieHUus TPUYMH BO3HHKHOBEHHMS TPETCH3WH B TpoIecce
OpraHu3alyy CEPBUCHOTO 00CITyKMBaHUs OTpEOUTENIEH HAa TPaHCIIOPTE.

23. Metonbl pa3pabOTKM U UCIOJB30BAaHUS THUIMOBBIX TEXHOJIOTUYECKUX
MPOLIECCOB.

24.  Metonbl GOpMHpPOBAaHUSA U BHEAPEHHUS KOPIOPATUBHBIX CTAHAAPTOB U
PErjlaMEeHTOB MPOLIECCOB 00CITY>KMBaHUS TOTPEOUTENEH Ha TPAHCTIOPTE.

25. Metonpl B3aMMOJEHUCTBHUSI C KJIMEHTAMHM IO OpraHU3alMu mMpoliecca
oOciy>xuBaHusi oTpebuteneil B chepe rocTenpuuMcTBa B MPOIIECCE OpraHU3alUU
CEPBUCHOTO OOCITYXKUBaHUA MOTpeOUTENEH HA TPAHCIIOPTE.

26. TpeOGoBaHHMS TPOW3BOACTBCHHOW IUCIMIUIMHBI, TMPaBHJI IO OXpaHe
TpyJa U MOKapHOH 6€30MaCHOCTU MPHU OCYIIECTBICHUN TEXHOJIOTHUECKOro Mpolecca
B IIPOLIECCE OpraHU3alK CEPBUCHOTO OOCTYKMBaHUsI MOTpeOUTENEH Ha TPAHCTIOPTE.

27. Metonpl BbIOOpa OpraHU3allMOHHBIX pelIeHUud [ (HOPMUPOBAHUS
CEPBUCHOW CHUCTEMBbI OOCTY>KMBaHMSI C HCIIOJIb30BAHUEM METOJOB OpPraHU3ALMHU U
yIpaBJICHUS UMYIIECTBEHHBIM a3pPOMOPTOBBIM KOMILIEKCOM M aKTHBAMH CEPBUCHBIX
NPENNpUsTAN Ha TPAHCIOPTE B MPOIECCE OPraHU3alMU CEPBUCHOTO OOCITYKMBaHUS
notpeduTenel Ha TpaHCIOPTe.

28. Metonpl  OCYIIECTBJICHUS OpPraHU3aluOHHOTO 00CTy>KUBaHUS
aBUALIMOHHOW WHOPACTPYKTYphl W OPraHU3alMOHHOrO oOecreueHus mpolecca
CEPBUCHOTO O0CTYKUBAHUS B a3pONOPTY U Ha OOPTY BO3AYIIHOTO CyAHA B MpOIECcce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS OTpEOUTENel Ha TPAHCTIOPTE.

Tunosvle cumyayuoHHvle 3a0aHus 0 peuleHus Ha NPAKMUYecKux 3aHamusax

Kaxxnas paGodas rpyria roTOBUT MPE3EHTAILMIO CBOETO PEIICHUsS TPOOIEMBbI U
B XO7I€ O0IIeH AUCKYCCHH 00OOCHOBBIBAET HEOOXOAMMOCTD €T0 peau3alliu:

[Ipennoxxute METOABI B3aUMOJCHCTBUS C KIMEHTAMU [0 OPTaHHU3AIUU
nmpoiecca OOCIy)XKMBaHHS TOTpeOHuTEeNer B cdepe TOCTCNPUHUMCTBA C YYETOM
o0ocHOBaHMS (HaKTOPOB, BIUAIOIIMX Ha (QOpMHpOBaHHE YCIYr B KOHKPETHOM
OpraHu3aIuu.

Tema 7. [lcuxosmorusi CEpBUCHOM AEATEIBHOCTH HA TPAHCHOPTE, B TOM UYHUCIIE B
chepe BO3AYIIHOTO TPAHCIIOPTA

Ilepeuenv munogvlx 60NPoOCoO8 OJisl YCMHO20 ONPOCa

1. B3auMooTHOIIEHUsT clieHaIUCTa MO CEPBUCY M KIMEHTa B MPOIECCE
OCYIIECTBJICHHSI CEPBUCHOM NESITEIHOCTH HAa TPAHCIOpPTE, B TOM uucie B chepe
BO3AYIIHOTO TPAHCIIOPTA.

2. [lcuxomornueckue aclieKThl CEPBUCHON JESATEIBHOCTH HA TPAHCIIOPTE, B
TOM 4Hcye B chepe BO3AYITHOTO TPAHCIIOPTA.

3. ENWHCTBO OSTHKM W TICHXOJIOTMM B CEpPBHUCHOW JEATEIHLHOCTH Ha
TPAHCTIOPTE, B TOM YHUCIE B chepe BO3AYIITHOTO TPAHCIIOPTA.

4, [{udpoBas MOOMIIBHOCTH HACETICHHUS.

Ilpumeprvie memvi coobujerul
1.TloHsITHE KOMMYHHUKATUBHON KOMIIETEHTHOCTH Ha TPAHCIIOPTE, B TOM YHCIIC
B cdhepe BO3IYITHOTO TPAHCIIOPTA.
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2. Tunbl notrpebuteneld (KJIMEHTOB) HA TPAHCIOPTE, B TOM uuciie B chepe
BO3/IYIITHOTO TPAHCIIOPTa U B3aUMOJICHCTBUE C HUMM.

3. OcCHOBHBIE TMCHXOJOTHUYECKHE OCOOCHHOCTH TMOTPEOUTENsT B TMpoliecce
CEpBUCHOM JEATEIBHOCTH

S. Metoasl TOMCKA, KPUTUUECKOTO aHAIM3a M CHUHTe3a HHGOpMAllUU B
MpoIiecce OpraHu3aIiy CEPBUCHOTO 00CITyKUBaHUS OTpeOUTeNel Ha TPAHCIIOPTE.

6. MexaHu3M CUCTEMHOTO MOJX0J1a JIs PEIIeHUsl MOCTAaBICHHBIX 3a7a4 B
MpoIiecce OpraHu3aIiy CEPBUCHOTO 00CITyKUBaHUS OTpeOUTeNel Ha TPAHCIIOPTE.

7. MeTtonpl  TPUMEHEHUS  CHCTEMHOTO  IMOAXOAAa  JUIA  pelICHUs
MOCTaBJICHHBIX 3a7ad B TMPOIECCEe OpraHu3allid CEPBUCHOTO OOCITY>KUBAHUS
noTpeduTenel Ha TPaHCIIOPTE.

8. MeTtoabl OCYIIECTBICHUS COIIMATBHOTO B3aUMOJICUCTBUS U pean3ainuu
CBOEH pOJMM B KOMaHAE B MPOLIECCE OpraHU3allid CEPBUCHOTO OOCITYKHBAHUS
noTpeduTenel Ha TPaHCIIOPTE.

Q. Metoasl ompeneneHus] W pealu3allid CBOEH PO B KOMaHJE B
IpolIecCce OpraHu3aIuy CEPBUCHOTO 00CITYKUBaHUsI TIOTpeOUTENel Ha TPAHCIIOPTE.

10. Meronasl oOecrniedeHUs] COIMAIBLHOTO B3aUMOJCHCTBUS B IpoOIEcce
OpraHu3aIliy CEPBUCHOTO 00CITYKUBaHUS MTOTpEOUTENICH Ha TpaHCTIOPTE.

11. Meroasl BOCHPHUSATHS MEXKKYJIBTYPHOTO pa3zHOOOpa3usi oOIiecTsa B
COITMAIBHO - HUCTOPUYECKOM, 3TUUYECKOM U (UIOCOPCKOM KOHTEKCTax B IpoIllecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS OTpEOUTENIel Ha TPaHCTIOPTE.

12. MeToapl NMpUMEHEHUsI 0COOECHHOCTEW MEXKYJIbTYPHOTO pa3HOOOpas3us
oOIIecTBa B MPoOIIECCe OpraHu3alliid CEpPBUCHOTO OOCITYXUBaHUS MOTpeOuTeneit Ha
TPaHCIIOPTE.

13.  Metoapl pemieHHs MPOU3BOACTBEHHBIX KOH(MIUKTOB C  Y4ETOM
0COOCHHOCTEH MEXKYJIBTYPHOTO Pa3HOOOpa3us OOIeCTBa B MPOIECCE OpraHu3aIluu
CEPBUCHOT'O O0CTYKMBAHHUS MOTPEOUTEIEH Ha TPAHCIIOPTE.

14. Meronsl CO3IaHU u MOAEPKKH 0€e30I1aCHBIX YCIIOBUM
KU3ZHEJEATEILHOCTH, B TOM YHCII€ NTPH BO3HUKHOBEHUH YPE3BBIYAWHBIX CUTYAllUN B
npolecce opraHu3aluyd CEPBUCHOTO 00CTyKUBAaHUS MOTPEOUTENEH HA TPAHCIIOPTE.

15. Meroasl  co3maHud M TOAAEpKaHUS ~ O€30MacHBIX  YCIOBUM
KU3HEJEATEILHOCTH, B TOM YHCIIe NTPU BO3ZHUKHOBEHUH YPE3BBIUYAWHBIX CUTyaIlUi B
MPoIIeCcCe OpraHU3aIMK CEPBUCHOTO 00CITY)KHMBaHUSI TOTPEOUTENEH Ha TPAHCTIOPTE.

16. Mertoasl co3maHus ¥ MOJACPKKH OC30IMaCHBIX YCIIOBHM OOCTYKUBaHHS
MAacCaXUpOB, B TOM 4YHCIIC€ TMPU BO3HUKHOBEHHHM YPE3BBIYAWHBIX CHUTYalldid B
MPOoIIeCcCe OpraHU3aIMK CEPBUCHOTO 00CITYKHMBaHUS TOTPEOUTENEH Ha TPAHCTIOPTE.

17.  Metoasl TNpPUMEHEHUS KIMCHTOOPUCHTHPOBAHHBIX TEXHOJIOTHHA B
CEpPBUCHOM JESITEILHOCTH Ha TPAHCIIOPTE B YCJIOBUAX B3aUMOJCHCTBUSA C
MOTpEeOUTENSIMU, B TOM YHCJI€ WHTEPHET-TIPOABMKEHUS YCIyr B MpoIecce
OpraHu3alliy CEPBUCHOTO OOCITYKMBaHUS TOTPEOUTENICH HAa TPAHCTIOPTE.

18. Metoasl ydactus B pa3pabOTKEe CHCTEMbl KIMEHTCKUX OTHOIICHUH H
OpraHu3aluy TMporecca OOCTY)KMBaHHS TOTPEOUTENIe HA OCHOBE MPUMEHEHUS
3aKOHOJATEIHHBIX aKTOB M IMPABOBBIX HOPM B MPOIECCE OPTraHU3AIMH CEPBHCHOTO
o0city>kuBaHMs OTpeOUTeNe Ha TPAHCTIOPTE.
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19. Metoapl yyacTusi B COBEPIICHCTBOBAHMU CHUCTEMBI KIMEHTCKUX
OTHOIIEHU B CEPBUCHOM JEATEIbHOCTH HAa TPAHCIOPTE C MCHOJIb30BAHUEM
MHTEPHET-TEXHOJIOTU B TMpOILIECCE OPTraHU3alUu CEPBUCHOTO OOCITYKHUBaHMUS
noTpeduTeei Ha TpaHCTIOPTE.

20. MeTonpl BIAICHUS TEOPETUYECKHMMH 3HAHUSAMHU U TPAKTUYECKUMHU
npueMaMu YIpaBieHUs MpoeKTaMu B cdepe 0OCIyKHBaHUS B  Ipolecce
OpraHu3alyy CEpBUCHOTO 00CITyKMBaHUS OTpEOUTENIel Ha TPaHCIIOPTE.

21. Metonpl  ympaBi€HUSI  TYPUCTCKO-DPEKPEAIMOHHBIMU  IPOEKTAMH,
METO/Ibl IJIAHUPOBAHMS U MOHUTOPUHT JEATEIbHOCTH CEPBUCHON KOMIIaHUU B chepe
TpaHCIOPTa B MPOIIECCE OPraHUu3alii CEPBUCHOIO 00CIYyKMBaHUSI IOTpeOUTENIel Ha
TpaHCIIOPTE.

22.  Metonbl GopMHpPOBaHUS U BHEAPEHUS KOPIOPATUBHBIX CTAHAAPTOB U
pErjlaMeHTOB MPOLIECCOB 0OCITYy>)KMBaHUS TOTPEOUTENEH Ha TpaHCTIOPTE.

23. Metonbl B3aMMOJEHCTBUS C KJIMEHTaAaMHU [0 OpraHu3aluy Ipoliecca
oOcny>KUBaHMsI TIOTpeOuTeNel B cepe rocTeNpUUMCTBA B IMPOLIECCE OpPraHu3aluu
CEPBHUCHOTO OOCITYKUBaHUA NMOTpeOUTENEH HA TPAHCIIOPTE.

24. TpeOGoBaHusi MPOM3BOACTBEHHON IUCHUIUIMHBI, TMPaBUI MO OXpaHe
TpyJa U MOKapHOH 6€30MacHOCTU MPHU OCYIIECTBIEHNN TEXHOJIOTHUECKOro mpoliecca
B IIPOILIECCE OpraHU3alMy CEPBUCHOTO OOCTYKMBaHUSI MOTpeOUTENEH Ha TPAHCTIOPTE.

25. Metonpl BbIOOpa OpraHU3allMOHHBIX peleHud [ (HOPMUPOBAHUS
CEPBUCHOW CHUCTEMBbI OOCTY>KMBaHMs C HCIIOJIb30BAHUEM METOJOB OpPraHU3ALMHU U
YIPaBJIEHUS UMYIIECTBEHHBIM a’pONOPTOBBIM KOMILIEKCOM U aKTHBAMHU CEPBUCHBIX
NPENNpUsATAN Ha TPAHCIOPTE B MPOIECCE OPraHU3aIMi CEPBUCHOTO OOCITYKMBaHUS
noTpeduTenel Ha TpaHCIOPTe.

26. MeTonbl  OCYIIECTBICHUS OpPraHU3alUOHHOTO o0CTy>KUBaHUS
aBUAIIMOHHOW WHMPACTPYKTYphl W OPTraHU3alMOHHOrO obecreueHus mpolecca
CEPBUCHOTO OOCTYKMBaHUS B adPOIOPTY U Ha OOPTY BO3AYIIHOTO CyAHA B MPOIECCce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS TOTPEOUTENICH HAa TPAHCTIOPTE.

Tunosvie 3a0anus 01 Kpyeao2o cmoad

Kpyrasiit cron npennasHavex st GOPMUPOBAHUS Y O0yUaIOIIMXCAa CUCTEMBI
3HAHUHN O POJIM MCUXOJIOTHHU B CEPBUCHOM ACSATENBHOCTH, a TaKXKe JJIs IPUOOpEeTeHUs
HABBIKOB IPUMEHEHHS METOJOB IICHXOJIOTMM NPU B3aWMOAECHCTBUU C KIMEHTAMHU
OpeINpUsITU CcepBHCa Ha TPaHCIOPTE, B TOM 4HciIe B cdepe BO3AYLUIHOTO
TpaHcriopta. llpeamonaraer BBICTYIUIEHHMST OOYYalOIIMXCSOB C  JOKJIAJaMH,
00CYXXJIeHHE U TUCKYCCHUHU.

Tembt 0cHOBHBIX cOOOW eyl (BBICTYIITICHUN ¢ TIpe3eHTaluei 10 15 MunyT):

1. OOmuienne u ero pojb Ha TPAHCIIOPTE, B TOM YHCIIE B chepe BO3AYITHOTO
TpaHCIOpTA.

2. KommyHMKaTHBHAsE KOMIIETEHTHOCTh Kak YycloBU€ A(PPEeKTUBHON
CEPBUCHOM JESITECIBbHOCTH.

3. [IcuxoTunel KIMEHTOB B CEPBUCHOM JE€ATEIBHOCTH

Yuacmue 6 ouckyccuu, kpamkue blcmynieHus:

1. KoMmmyHMKaTHBHAs KOMIIETEHTHOCTh HA TPAHCIIOPTE, B TOM YHUCIIE B

chepe BO3AYIIHOIO TPAHCIIOPTA.
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2. [lcuxoTumsl KIMEHTOB Ha TPAHCIOPTE, B TOM 4Yucie B cdepe
BO3/1YIIIHOTO TPAHCHOPTA.

Tunogvie cumyayuontvle 3a0aHUs 0I5l peuleHus Ha NPAKMU4eCKUX 3aHAMUX

Kaxxgas paGodast rpymnma TOTOBUT MPE3EHTAIIUIO CBOETO PEIICHUS MPOOIEeMbI U
B X0/1e 001Iel JUCKYCCUH 00OCHOBBIBAET HEOOXOAUMOCTD €r0 peaanu3alnuu

1. Metonasl BeIOOpa MaTepUalIbHBIX PECYpPCOB, OOOPYIOBaHMS IS
OCYIIECTBJICHHSI MPOLIECCa CEPBUCA.
2. MexaHu3M TPOBEACHUS TIEPETOBOPOB C KIMEHTAMH MO MPETEH3MOHHBIM

Clly4asM U ONpPEACJICHUS TMPUYUH BO3HUKHOBEHHUSI TPETEH3WH B Mpolecce
OpraHu3aliy CEPBUCHOTO 00CITyKMBaHUS OTpeOUTENIel Ha TpaHCTIOPTE.

3. Metoasl pa3paOOTKU W KCIOJIB30BAHHUS THUIOBBIX TEXHOJOTMYECKHUX
POLIECCOB.

Tema 8. DTuka cepBUCHON JEATEILHOCTH HA TPAHCIIOPTE, B TOM YHUCiE B cepe
BO3JYIIHOTO TPaHCIOPTa
Ilepeuenv munoswix 60npocoe 0l yCMHO20 ONpPoca

1. MecTo 3TUKH B CEPBUCHOM JICITEIIBHOCTH Ha TPAHCIIOPTE, B TOM YHUCJTIE B
chepe BO3AYIIHOTO TPAHCIIOPTA.

2. IToHsATHE PTHKH.

3. OTpaciu dTUYECKOTO 3HAHUS.

4, JlenoBast 3TUKa CEPBUCHOM JCSATEILHOCTH Ha TPAHCIIOPTE, B TOM YHCIIC B
chepe BO3AYIIHOTO TPAHCIIOPTA.

5. IIpodeccronanbHas d3TUKa CEPBUCHON JESATEIHPHOCTH Ha TPAHCIIOPTE, B
TOM YHCJIe B c(hepe BO3AYITHOTO TPAHCIIOPTA.

6. HopmaTtuBHas sTuka.

7. NMux genoBoro 4enoBeka Ha TPAHCIIOPTE, B TOM 4ucie B cdepe

BO3/yIIHOTO TPAHCIIOPTA.

IIpumepnvle memol coobueHul

1. OTuKa M 3TUKET MH(POPMAIMOHHOTO CEpBHCAa Ha TPAHCIOPTE, B TOM
quclie B chepe BO3IYIIHOTO TPAaHCIIOPTA.

2. [Ipo6Gnema 3amuThl WHDOpPMAIMKM HA CEPBHUCHBIX MPEANPUATHIX HA
TPAHCTIOPTE, B TOM YHUCIE B cepe BO3AYIITHOTO TPAHCIIOPTA.

3. [Tonsitue MHGOPMAIMOHHON KYJIBTYPHI Ha CEPBUCHBIX MPEATPHUATHIX
Ha TPAHCIIOPTE, B TOM YHCJIE B CPepe BO3IYITHOTO TPAHCIIOPTA.

4, OTUKO-KYJIbTYPOJIOTHUYECKUE MPEANOCHUIKM  Pa3BUTHS  CEPBUCHOTO
Ou3Heca Ha TPAHCIIOPTE, B TOM YHCIe B chepe BO3AyIIHOTO TpaHcnopTa B Poccun.

d. DTHUYeCKUE acleKThl pabOoThl B KOHTAKTHOW 30HE C NOTpeOUTENeM,
KOHCYJIbTHPOBAHUE, COTIIACOBaHUE BUIA, (JOPMBI H MPOIIECCa CepBUCA

6. Mertoapl MOMCKA, KPUTUYECKOTO aHAIM3a M CHUHTE3a WHGOpPMAlUU B
MpOIIECCe OpraHU3alMy CEPBUCHOTO 00CIyKUBaHUS OTpeOUTENEl Ha TPAHCIIOPTE.

1. MexaHu3M CUCTEMHOTO MOAX0J1a /Il PELIeHHs MOCTAaBIECHHbBIX 3a/1ad B
MpoIlecCe OpraHu3aluy CEPBUCHOTO 00CITyKUBaHUS OTpeOUTENeld Ha TPAHCIIOPTE.

8. Metoasl  HNpPUMEHEHHS  CHUCTEMHOTO  MHOAXoAa  JUIsl  pelIeHUs
MOCTaBJIEHHBIX 3aJad B MPOLECCEe OpraHu3alld CEPBUCHOTO OOCTYKUBaHUS
noTpeduTeieil Ha TpaHCOPTE.
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9. MeTonbl OCYIIECTBIECHHSI COLUATBHOTO B3aUMOJICUCTBHS U pealn3aluu
CBOECl pojiM B KOMaHJE B IMpPOIECCE OPraHU3alUU CEPBHCHOIO OOCIYKUBaHUS
noTpeduTeNie Ha TpaHCTIOPTE.

10. Metoapl ompeAeneHHsT W peanu3aluud CBOEW poOJIM B KOMaHJE B
MPOLIECCE OPTraHU3ALMKU CEPBUCHOIO 00CITYyKMBaHUSI IOTPEOUTENEH Ha TPaHCTIOPTE.

11. Meroasl oOecrnedyeHUs COIMAIBLHOIO B3aUMOJCHCTBUS B IpoIecce
OpraHu3alyy CEpBUCHOTO 00CITyKMBaHUS OTpEOUTENIel Ha TPaHCIIOPTE.

12. Metoapl BOCHPUATHS MEXKYJIBTYPHOTO pa3zHooOpasus oOlecTBa B
COLIMAJIBHO - UCTOPUYECKOM, ITHUYECKOM U (PHIOCOPCKOM KOHTEKCTaX B MpOLECCE
OpraHu3aliy CEPBUCHOTO 00CITyKMBaHUS OTpeOUTENIel Ha TpaHCTIOPTE.

13. Meroasl npuMeHEHUsT OCOOCHHOCTEW MEXKYJIbTYPHOTO pa3zHO0Opaszus
oOlIecTBa B Mpoliecce OpraHu3ali CEpBUCHOTO OOCITYXMBaHUA MOTpeOuTesneil Ha
TpaHCIIOPTE.

14.  Metoapl pemieHHs MPOU3BOACTBEHHBIX KOH(MIUKTOB C  Y4ETOM
0COOEHHOCTEW MEXKYJIbTYPHOTO pa3HooOpasusi oOLIeCTBa B MPOIECCe OPraHU3aluU
CEPBUCHOTO OOCITYKUBaHUA MOTpeOUTENEH Ha TPAHCTIOPTE.

15. Metoasl  co3maHus M MNOJACPKKH — O€30MacHbIX  YCJIOBHI
KU3ZHEJEATEIbHOCTH, B TOM YHCIIe TP BO3ZHUKHOBEHUH YpE3BbIYAWHBIX CUTYyallMi B
npolecce opraHu3alid CEPBUCHOTO 00CTYKUBAHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

16. Metoasl  co3maHus M NOAAEpXKaHUS — O€30MacHBIX  YCJIOBHIA
KU3HEJEATEILHOCTH, B TOM YHCII€ MTPU BO3ZHUKHOBEHUH YpE3BBIYAWHBIX CUTYyaIlUl B
npolecce opraHu3alid CEPBUCHOTO 00CTyKUBAHUS MOTPEOUTENEN Ha TPAHCIIOPTE.

17.  Metoasl co3nanusi U MOAIEPKKU O€30MacHBIX YCIOBUN 00CITYKHUBaHUS
NaccakXUpoB, B TOM YHCIE MPU BO3HHUKHOBEHHWM 4YPE3BBIYANWHBIX CUTyallud B
npolecce opraHu3aliyd CEPBUCHOTO 00CTyKUBAaHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

18. MeToapl mNpUMEHEHUS KIMEHTOOPUCHTHPOBAHHBIX TEXHOJIOTHHA B
CEpPBUCHOW JESITENIbHOCTH Ha TPAHCIIOPTE B YCIOBUAX B3aUMOJCHCTBUSA C
NOTPEOUTENAMH, B TOM YHCIE€ WHTEPHET-MPOABIDKEHHUS YCIyr B Ipolecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS TOTPEOUTENIeH Ha TPAHCTIOPTE.

19. Metoasl ydactus B pa3pabOTKe CHUCTEMbl KIMEHTCKUX OTHOIICHHH H
OpraHM3alluy Ipolecca OOCITyXHBaHUS NOTpeOuTeNeld Ha OCHOBE NPUMEHEHUs
3aKOHOJATENIbHBIX aKTOB W IPABOBBIX HOPM B IIPOLIECCE OPraHU3alMM CEPBHCHOIO
o0CTy>KMBaHUS OTpeOUTENEH HA TPAHCTIOPTE.

20. Meronpl ywacTus B COBEpPUICHCTBOBAHHUU CHUCTEMBl KIMEHTCKHUX
OTHOLIEHU B CEPBUCHOM JEITEIIBHOCTH Ha TPAHCIOPTE C MCIOJIb30BAHUEM
MHTEPHET-TEXHOJIOTU B IPOLIECCE OPraHM3alUU CEPBUCHOIO OOCITYKUBaHHUS
noTpeduTeNei Ha TPaHCTIOPTE.

21. Metonbl BIaNEHUS TEOPETUYECKUMH 3HAHUSAMH W TPAKTUICCKUMHU
npueMaMy YIOpaBlIEHUS TpoekTaMH B cdepe oOcmyXuBaHUS B  Ipoliecce
OpraHu3ally CEPBUCHOTO 00CITyKMBaHUs OTPEOUTENIEH HAa TPAaHCIIOPTE.

22. Meronpl  ymnpaBieHHS  TYpPUCTCKO-PEKpPEAllMOHHBIMH  IPOEKTaMH,
METO/IbI TNIAHUPOBAHUS U MOHUTOPHUHT JIEATEIHLHOCTH CEPBUCHON KOMIIAHUU B cepe
TpaHCHOpTa B MPOLECCE OPraHU3aLUU CEPBUCHOIO OOCIIYKMBaHUs MOTpeOuTENeil Ha
TpaHCIOpTeE.
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23. Metonbl BbIOOpa MaTepUaNbHBIX PECYpPCOB, 0OOpyIOBaHUS IS
OCYIIECTBJICHHSI IPOLIECCa CEPBUCA.

24, MexaHHU3M NPOBEIEHUS NEPETOBOPOB C KIMEHTAMH MO MPETEH3UOHHBIM
ClIy4assM MW ONpeJeleHUs MNPUYMH BO3HUKHOBEHHS MPETEH3Wl B mpolecce
OpraHu3alyy CEpBUCHOTO 00CITyKMBaHUS OTpEOUTENIel Ha TPaHCIIOPTE.

25. Metonpl pa3pabOTKM U UCIOJB30BAHUS THUIOBBIX TEXHOJIOTHYECKUX
MPOLIECCOB.

26.  Metonbl GOpMHpPOBAaHUSA U BHEAPEHHUS KOPIOPATUBHBIX CTAHAAPTOB U
PErjlaMeHTOB MPOLIECCOB 00CTYKMUBAaHUS TOTPEOUTENEH HA TPAHCTIOPTE.

27. Metonpl B3aMMOJEHUCTBUS C KJIMEHTaAaMHU [0 OpraHu3aluy Ipoliecca
oOcnyKuBaHMsI TIOTpeOuTeNeld B chepe TOCTENPUUMCTBA B MPOIIECCE OpPraHU3alUU
CEPBUCHOTO OOCITYXKUBaHUS MOTpeOUTENEH HA TPAHCTIOPTE.

28. TpeOGoBaHusi NPOM3BOACTBEHHON JUCUUIUIMHBI, TMPABUI MO OXpaHe
TpyJa U MOXKapHOH 6€30MacCHOCTU MPHU OCYIIECTBIEHUN TEXHOJIOTHUECKOro Mmpolecca
B IIPOILIECCE OpraHU3aliy CEPBUCHOTO OOCTYKMBaHUS MOTpeOUTENEl Ha TPAHCIIOPTE.

29. Metonbl BbIOOpa OpraHU3alMOHHBIX pelIeHud i (HOPMUPOBAHUS
CEPBUCHOW CHUCTEMBbI OOCTY>KMBaHMSI C HCIIOJIb30BAHUEM METOJOB OpPTraHU3ALMHU U
yIPaBJIEHUs UMYIIECTBEHHBIM a’pONOPTOBBIM KOMILJIEKCOM M aKTHBAMH CEPBHCHBIX
NPENNpUsATUN HAa TPAHCIOPTE B MPOLECCE OpPraHU3allMi CEPBUCHOTO OOCTYKUBaHUS
notpeduTenel Ha TpaHCIOPTe.

30. Meronbl  OCYIIECTBICHUS OpPraHU3alUOHHOTO o0CTy>KUBaHUS
aBUALIMOHHOW WHOPACTPYKTYphl W OPraHU3alMOHHOrO oOecreueHus mpolecca
CEPBUCHOTO OOCTYKUBAHUS B adpONOPTY U Ha OOPTY BO3AYIIHOTO CyJHA B Mpoliecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS OTpEOUTENIeH Ha TPAHCTIOPTE.

Tunosvle cumyayuoHHvle 3a0aHus 0 peuleHus Ha NPAKMU4ecKux 3aHamusix

Kaxxnas paGodas rpyria roTOBUT MPE3EHTAIIMIO CBOETO PEIICHUS TPOOIEMBbI U
B X0JI¢ 00IIeH JUCKYCCHUH 00OCHOBBIBAET HEOOXOIMMOCTh €0 PeaTu3aliiu:

[Ipennoxkxute  MeTOAB  BBIOOpA  OPraHM3AIMOHHBIX  PEIICHUNA IS
dbopMupOBaHUS CEPBUCHOM CHUCTEMBI OOCIY)KMBAaHHS C Yy4€TOM OOOCHOBAHUS
npodeccroHaIbHON ATUKH CEPBUCHOM JEATCIbHOCTH B KOHKPETHON OpraHU3aIluH.

Tema 9. CepBucHas nesTeIbHOCTh HA TPAHCIIOPTE, B TOM YHCIe B chepe
BO3/IYIIIHOTO TPAHCIIOPTa KaK COCTaBHAS YaCTh YKOHOMUKHU
Ilepeuenb munosvix 60npocos Ok YCMHO20 ONpoca

1. DKOHOMMYECKAs CYIIHOCTh CEPBUCHOM JI€SITETbHOCTH.

2. DKOHOMHUYECKAs CYIIHOCTh CEPBUCHOM JCSATEIBHOCTH Ha TPAHCIIOPTE, B
TOM 4ucie B chepe BO3AYITHOTO TPAHCIIOPTA.

3. CepBucHasl AesATEILHOCTh HA TpPAHCHOpPTE, B TOM 4Hclie B cdepe

BO3JIYLIHOTO TPAHCIIOPTA B CTPYKTYPE XO35IUCTBEHHOMN MPAKTUKHU.

IIpumepnvle memol cooowenul

1. CepBucHass JAesATEILHOCTh HAa TpaHCIOpPTE, B TOM uucie B cdepe
BO3IYIIHOTO  TpaHCHOpPTa KaK  CcHooco0  yJIOBIETBOPEHUS  OOIIECTBEHHBIX
OTpeOHOCTEM.
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2. OcCHOBHBIC HANpaBICHUS TUBEPCU(DHUKAIIMNA CEPBUCHOMN ACATEIBHOCTH B
COOTBETCTBHH C dTHOKYJIBTYPHBIMH, HCTOPUYCCKUMHU U PEITUTHO3HBIMH TPATUITUSIMU
B paMKax HaIllMOHAJIbHON YKOHOMUKH.

3. MeTonpl TOWCKA, KPUTHYECKOTO aHANIW3a W CHHTE3a HWHpOpManud B
MPOIIeCCe OPTraHU3aAIMK CEPBUCHOTO 0OCITY)KMBaHUS TOTPEOUTENICH Ha TPAHCTIOPTE.

4, MexaHu3M CHCTEMHOT'O MOAX0/a IS PEIICHUs IMOCTaBICHHBIX 3a/1a4 B
MPOIIeCCe OPTraHU3AIMK CEPBUCHOTO 0OCITY)KMBaHUS TOTPEOUTENICH Ha TPAHCTIOPTE.

5. MeTtonpl  TPUMEHEHUS  CHCTEMHOTO  MMOAXOAAa  JUIA  pElICHUs
MMOCTABJICHHBIX 3a/Jad B TMPOIECCe OpraHU3alMM CEPBUCHOTO OOCITYKUBaHUS
noTpeOuTeNel Ha TPAHCIIOPTE.

6. MeTobl OCYIIECTBIICHHS COIMATLHOTO B3aUMOJICUCTBHS M peaTu3alliu
CBOCH poMM B KOMaHjJE B IMPOIECCE OPTaHM3AIlMU CEPBHCHOTO OOCITYKHMBaHUS
noTpeduTeNel Ha TPaHCIIOPTE.

7. Metonbl OmpeneicHUsT W peaau3alud CBOCH pOIM B KOMaHAEC B
IpOoIIeCCe OpraHU3aliy CEPBUCHOTO 00CTY)KMBAHMS MOTPEOUTENICH HA TPAHCIIOPTE.

8. Metonbl oOecrieueHus COIMAIBHOTO B3aMMOJICHCTBUS B IPOIECCE
OpraHu3alliy CEPBUCHOTO 00CITY)KMBaHUS OTPEOUTEIICH HA TPAHCTIOPTE.

9. MeTonbl BOCHPHATHS MEKKYJIBTYPHOTO pa3HOOOpa3us oOiiecTBa B
COIIMAJIEHO - UCTOPUYECKOM, STHYECKOM W (PHIIOCOPCKOM KOHTEKCTaX B MPOIECCE
OpraHU3alliy CEPBUCHOTO 00CITY)KMBaHUS OTPEOUTEIICH HA TPAHCIIOPTE.

10. Meroasl nmpuUMeHEHUsT OCOOCHHOCTEH MEXKYJIbTYpPHOTO pa3sHOOOpasus
oOIiecTBa B MpOIECCe OpPraHM3allui CEPBUCHOTO OOCITY)KUBAHUS MOTpPEOUTEIEH Ha
TpaHCIIOPTE.

11. Meroasl pemieHusT TPOW3ZBOJACTBEHHBIX KOH(DJIUKTOB C  y4yeTOM
O0COOCHHOCTEH MEXKYJIBTYPHOTO Pa3HOOOpa3us OOIecTBa B MPOIECCe OpraHu3aIluu
CEPBUCHOT0 OO0CTY)KMBAaHUS MOTPEOUTEIEH Ha TPAHCIIOPTE.

12. Meroasl CO3JaHusd 5 MO/IJICPIKKHU 0€e30I1aCHBIX YCIIOBUH
KU3HEACATEILHOCTH, B TOM YHUCJIE P BOSHUKHOBEHUH YPE3BBIYAHBIX CUTYyalluil B
Ipoliecce OpraHu3aIui CEPBUCHOTO 00CITYKUBaHMsI IOTpeOUTENel Ha TPAHCIIOPTE.

13. Meroasl co3maHus W TOAJEpKaAHUS ~— OE30MACHBIX  YCJIOBHUH
KU3HEACATEILHOCTH, B TOM YHUCJIC IIPU BOSHUKHOBCHUH YPE3BBIYANHBIX CUTYyaIluil B
MPOIIeCCe OpraHru3aIliy CEPBUCHOTO 00CITYKUBaHHS TIOTpeOUTeNel Ha TPAHCIIOPTE.

14,  Mertoasl co3qaHus ¥ MOICPKKH OC30IIaCHBIX YCIIOBHM OOCTY)KUBaHHS
MacCaXMPOB, B TOM YHCIIC TPU BO3HUKHOBECHHUM YPE3BBIYAHHBIX CHUTyalldd B
MPOIIeCCe OpraHru3aIliy CEPBUCHOTO 00CITYKUBaHHS TIOTpeOUTENel Ha TPAHCIIOPTE.

15. Meroasl mnpHMEHEHHUS KIMEHTOOPHEHTHPOBAHHBIX TEXHOJOTHH B
CEpPBHUCHOM JICATEIBHOCTH HAa TPAHCIIOPTE B YCIOBHUSAX B3aWMMOJICUCTBUS C
MOTPEOHUTENIIMU, B TOM 4YHCJAE HWHTEPHET-TIPOABMIKEHHSI YCIyr B IIporecce
OpraHH3aIliy CEPBUCHOTO 0OCITYKUBaHMS MTOTPEOUTEIICH Ha TPAHCTIOPTE.

16. Meroasl yyacTus B pa3pabOTKEe CHCTEMBI KIMEHTCKHUX OTHOIICHUH H
OpraHu3aIiy Ipolecca OOCTYy)KMBaHHS ITOTPEOWTENIC Ha OCHOBE NPUMCHEHUS
3aKOHOJIATEIIPHBIX aKTOB W IMPABOBBIX HOPM B MPOIIECCE OpPraHU3AIUU CEPBHCHOTO
o0city>kuBaHMs OTpeOUTeNe Ha TPAHCTIOPTE.

17. Meroasl yd4acTHSI B COBEPIICHCTBOBAHHMH CHCTEMBI KJIMEHTCKHX
OTHOIIICHUHA B CEPBHUCHOM JIEATEIILHOCTH Ha TPAHCIIOPTE C MCIIOJIb30BaHUEM
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WHTEPHET-TEXHOJIOTHA B TMPOIECCe OPTaHM3AIMd CEPBUCHOTO OOCITYKUBaHUS
noTpeduTeei Ha TpaHCTIOPTE.

18. MeToasl BIAmeHUS TEOPETUYCCKUMH 3HAHUSIMH W TPAKTUICCKUMHU
npueMaMu  YIpaBiICHUS TMPOEKTaMH B cdepe OOCIyKMBaHUS B  IpoIecce
OpTaHU3alMU CEPBUCHOTO 0OCTYKUBAaHUS TOTPeOUTENeH HA TPAHCTIOPTE.

19. MeToasl  ympaBi€HHS ~ TYPUCTCKO-PEKPCAIIMOHHBIMH  TPOEKTaMH,
METO/IbI IJIAHUPOBAHMS U MOHUTOPHHT JIEATEILHOCTH CEPBUCHOW KOMITAaHUU B chepe
TPaHCIIOpPTa B MPOLIECCE OPTraHU3alluK CEPBUCHOTO OOCIYKUBAaHUS MOTpeOHUTENeH Ha
TpaHCIIOpTe.

20. Metonpl BbIOOpa MaTepUaNbHBIX PECYpPCOB, O0OOpYyIOBaHUS IS
OCYIIIECTBJICHHS MPOIIeCcca CEPBHCA.

21. MexaHHU3M TMPOBEJCHUS NIEPETOBOPOB C KIMEHTAMH I10 TMPETCH3MOHHBIM
CIy4assM U OTpEJCICHUS TPUYMH BO3HUKHOBEHHS TPETEH3WH B Ipolecce
OpTraHU3alMU CEPBUCHOTO 0OCTYKUBAaHUS TIOTPeOUTENeH HA TPAHCTIOPTE.

22.  Metonbl pa3paObOTKM W HCIIOJB30BAHUS THUIIOBBIX TEXHOJIOTHYCCKUX
IPOIIECCOB.

23.  Metonbl GOpMHpPOBAHUS W BHEAPEHUS KOPIIOPATUBHBIX CTAaHAAPTOB H
pETIaMeHTOB MPOIECCOB OOCITYKUBaHUS TOTPEOUTENICH Ha TPAHCIIOPTE.

24. MeTonbl B3aMMOJICHCTBHS C KJIMCHTAMHU 110 OpraHM3alliy Ipoiecca
oOcyXMBaHHs MOTpeOuTeNnell B chepe rocTenpuuMcTBa B TPOIECCe OpraHU3aIuU
CEPBHUCHOTO OOCITYKUBaHUA NMOTpeOUTENEH HA TPAHCIIOPTE.

25. TpeOoBaHusi MPOM3BOACTBEHHON IUCIUIUIMHBI, TMPaBUI MO OXpaHe
TpyJa U MOKapHOH 6€30MacCHOCTU MPHU OCYIIECTBICHUN TEXHOJIOTHUECKOTro Mpolecca
B IIPOIIECCE OpraHU3aliK CEPBUCHOTO OOCTYKMBaHUs MMOTpeOUTENEl Ha TPAHCIIOPTE.

26. MeTtonbl BBIOOpa OpraHU3AIMOHHBIX pEHIeHUH IS (HOPMHUPOBAHUS
CEPBHUCHOW CHUCTEMBbI OOCTY>KMBaHHs C HCIIOJIb30BAHUEM METOJOB OpPTaHU3AIMH U
yIPaBIE€HUS UMYIIECTBEHHBIM a’pONOPTOBBIM KOMIUJIEKCOM M aKTHUBAMH CEPBUCHBIX
NPENNPUSATUN HAa TPAHCIOPTE B MPOIECCE OPTraHU3aIMU CEPBUCHOTO OOCITY:KUBaHUS
noTpeOuTenel Ha TPaHCIIOPTE.

27. Metonpl  OCYIIECTBICHUS OpPraHU3alUOHHOTO o0CTy>KUBaHUS
aBUAIIMOHHOW WHMPACTPYKTYphl W OPTaHHU3AIMOHHOTO obecrmeueHus mpoliecca
CEPBUCHOTO OOCTYKUBAHUS B adpONOPTY U Ha OOPTY BO3AYIIHOTO CyJTHA B MPOIIECCe
OpraHu3alliy CEPBUCHOTO 0OCITYKMBaHUS TOTPEOUTENICH HAa TPAHCTIOPTE.

Tunogvie cumyayuorHvle 3a0anUsl 015 peuerust Ha NPAKMULeCcKUx 3aHamusax

Kaxxnas paGodas rpyrimna roTOBUT MPE3EHTAIIMIO CBOETO PEIICHUS TPOOIEMBbI U
B X0/1e 0011el JUCKYCCUU 0O0OCHOBBIBAET HEOOXOUMOCTH €TI0 PEeaTU3aIIHH

[Ipenmoxkure  MeTombpl  pa3pabOTKM W HCIOJIB30BAHUS  THUIOBBIX
TEXHOJOTUYECKUX MPOIIECCOB C YYETOM OOOCHOBAHHS IKOHOMHYECKOW CYITHOCTH
CEPBHUCHOM JIEATETLHOCTH HAa MPUMEPE KOHKPETHOW OpraHU3aIlIH.

Cemectp 4

Tema 10. CepBucHas AeSTEIBHOCTh HA TPAHCIIOPTE, B TOM umciie B chepe
BO3JIYLIHOTO TPAHCIIOPTA B KOHTEKCTE YCIOBUH KU3HEAEATEIbHOCTHU JIIOACH

Ilepeuenv munoswix 60npocoe sl yCmHoO20 Onpoca
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1. 3aBUCUMOCTb CEPBHCHON JEATEILHOCTH HA TPAHCIOPTE, B TOM YHCIIE B
chepe BO3AYLIHOIO TPAHCIOpPTAa OT TIeorpapUuUecKux, IOCEICHUECKUX U
nemorpapuyeckux paKkTopos.

2. ['ocynapcTBEeHHO-TIPAaBOBOE PETYIUPOBAHUE CEPBUCHOM JI€SATEIbHOCTH
Ha TpaHCIOpPTE, B TOM 4YHUClIE€ B c(epe BO3AYUIHOTO TPAHCIOPTA W BHIMIOJIHEHHE
roCy/1apCTBOM CEPBUCHBIX (PYHKIUH.

3. CepBucHasg JeSITEBHOCT, Ha TpaHCHOpPTE, B TOM uyucie B cdepe
BO3JIYIIIHOT'O TPAHCHIOPTA B CTPYKTYPE COLIMAIIbHBIX OTHOILICHUH.
4, CepBucHas JeSTENbHOCT, Ha TpaHCHOpPTE, B TOM uyucie B cdepe

BO3JIYIITHOTO TPAHCIIOPTA KaK YacTh KYJIbTYPBHI.

IIpumepnvie memol coobueHuli

1. OcobeHHocT  pa3pabOTKM  TEXHOJOTUM TMpollecca CepBUCca Ha
TpaHCIOPTE, B TOM uuciie B chepe BO3AYITHOTO TPAHCIOPTAa B KOHTEKCTE YCIOBUM
KU3HEACATEITbHOCTH JIFOIECH.

2. OcobeHHoCcTH  pa3pabOTKM  TEXHOJOTUM TMpollecca CcepBUca Ha
TpPaHCIIOPTE, B TOM 4YHCJIE B cepe BO3AYIIHOTO TPAHCIOPTA C YUETOM TpeOOBaHUMN
NOTpEOUTEIIS.

3. Metoasl TIOMCKA, KPUTUYECKOTO aHAIM3a M CHUHTE3a WHGOpPMAIlUU B
IpolIecce OpraHu3aIuy CEPBUCHOTO 00CITyKUBaHUsI TIOTpeOUTeNel Ha TPAHCIIOPTE.

4, MexaHu3M CHCTEMHOTO TMOJX0/1a JIJIsi PEIICHHs MOCTaBISHHBIX 3a/1ad B
Ipoliecce OpraHu3aIui CEPBUCHOTO 00CITyKUBaHUsI TIOTpeOUTeNel Ha TPAHCIIOPTE.

5. Metoasl  TPUMEHEHHS  CHCTEMHOTO  TOAXOoAa  JUIi  pelleHUs
MOCTaBJICHHBIX 3a7ad B TMPOIECCEe OpraHU3alldd CEPBUCHOTO OOCITY>KMBAHUS
noTpeOuTenel Ha TPaHCIIOPTE.

6. MeTobl OCYIIECTBICHUS COLMAIBHOTO B3aUMOJIEHCTBHS U pPeaIM3alluu
CBOEH pPOJMM B KOMaHAEC B MPOIECCe OpraHU3aIlud CEPBHUCHOTO OOCITYKHBAHUS
noTpeOuTenel Ha TPaHCIIOPTE.

1. Metonpl onpeneseHus MU pear3aldd CBOCWM pOJIM B KOMAHIE B
Ipoliecce OpraHu3aIuy CEPBUCHOTO 00CITYKUBaHMsI IOTpeOUTENel Ha TPAHCIIOPTE.

8. Mertoasl oOecredeHusl COIMAIbHOTO B3aUMOJCHCTBUS B IIPOIECCe
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS TOTPEOUTENICH HAa TPAHCTIOPTE.

Q. Metonbl BOCHPHATHS MEXKKYJIBTYPHOTO pa3HOOOpa3usi oOimiecTBa B
COIMAJIEHO - UCTOPUYECKOM, dTHYECKOM U (PHIOCOPCKOM KOHTEKCTaX B MPOIECCE
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS OTPEOUTENICH HAa TPAHCTIOPTE.

10. Meroasl NMpUMEHEHUS OCOOCHHOCTEH MEXKKYJIbTYPHOTO pa3sHOOOpasws
oOIecTBa B MPOIIECCe OpPraHU3aIlMi CEPBUCHOTO OOCITY)XHUBaHUS MOTpeOuTeneit Ha
TpPaHCIOPTE.

11. Meroasl pelieHUsT MOPOU3BOACTBEHHBIX KOH(IUKTOB C  Yy4ye€TOM
0COOEHHOCTEH MEXKKYJIbTYPHOTO pa3HO0Opasmsi oO0IIEeCTBa B MPOIECCE OPTaHU3AIUU
CEPBHUCHOTO OOCITYKUBaHUS MOTPEOUTENEH HA TPAHCTIOPTE.

12. Meroxusl CO3JIaHUS u MOJIJIEPIKKH 0€e30IacHbIX YCIIOBUM
KU3HEJIEATESITLHOCTH, B TOM YHCIIC TP BO3ZHUKHOBCHUH YPE3BBIUAWHBIX CUTYaIlUi B
MPOIIECCe OPraHU3alMi CEPBUCHOTO 00CIyKUBaHUS IOTpeOUTENel Ha TPAHCIIOPTE.
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13.  Metoapl co3maHus M HoAJepkKaHUS — O€30MACHBIX  YCIIOBUM
KU3HEJEATESITLHOCTH, B TOM YHCIIC TTPU BO3ZHUKHOBCHUH YPE3BBIUYAWHBIX CUTyaIlUi B
MPOIECCEe OPTraHU3aIMU CEPBUCHOTO 00CITYy)KMUBaHUS TOTPEOUTENICH Ha TPAHCIIOPTE.

14. Mertoasl co3qaHus U MOAAECPKKH O€30MACHBIX YCIOBUI 00CITYKUBaHUS
MAacCaXUPOB, B TOM 4YHCIIC TNPU BO3HUKHOBCHHHM YPE3BBIYAWHBIX CHTYalllid B
MPOIECCEe OpPTraHU3aIMU CEPBUCHOTO 00CITYy)KMBaHUS TOTPEOUTENCH HAa TPAHCIIOPTE.

15. MeToasl NPUMEHEHUS KIMCHTOOPUCHTHPOBAHHBIX TEXHOJOTHHA B
CEpPBUCHOM JICSITCIILHOCTH Ha TPAHCIIOPTE B YCJIOBHUAX B3aUMOJICHCTBUSA C
MOTPEOUTEIISIMU, B TOM YHCJICE WHTEPHET-TIPOABMKECHUS YCIyT B IpoIecce
OpraHu3alliy CEPBUCHOTO 00CITy)KMBAHUS TOTPEOUTENICH HA TPAHCTIOPTE.

16. MeToasl ydacTus B pa3pabOTKE CHCTEMbl KIUEHTCKMX OTHOIICHHWH H
OpraHu3aliy Tporecca OOCTY)KHBaHHsS TOTPEOUTENICH HAa OCHOBE MPUMEHEHUS
3aKOHOJIATEIPHBIX aKTOB M IMPABOBBIX HOPM B IPOIECCE OPraHU3aIMH CEPBHCHOTO
oOCITy>)KHBaHHS MOTPEOUTENEH Ha TPAaHCTIOPTE.

17. MeToapl y4yacTUss B COBCPIICHCTBOBAHWM CHCTEMBI KIIMEHTCKUX
OTHOIIICHWH B CEPBUCHOH JESITCIILHOCTH Ha TPAHCIOPTE C KCIOJIb30BaHUEM
MHTCPHET-TEXHOJIOTUHA B TPOIIECCE OpraHM3aIlMM CEPBHCHOTO  OOCITYKHUBaHUS
notpeOuTeNnel Ha TPAaHCTIOPTE.

18. MeToapl BIAAEHUS TCOPETUYCCKUMM 3HAHUSAMH W TPAKTUYCCKUMH
nprueMaMHu YIpaBJICHHWS TMpPOeKTaMu B cdepe oOCHyKMBaHHMS B  IIpolecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS OTpEOUTENel Ha TPaHCTIOPTE.

19. Metoapl  ympaBieHHS ~ TYPUCTCKO-PEKPEAIIMOHHBIMU  TPOEKTaMH,
METO/IbI TJIAHUPOBAHMSI U MOHUTOPHUHT JEATEILHOCTH CEPBUCHOM KOMIIaHUU B chepe
TpaHCIIOPTa B MPOIIECCE OPTraHU3aIlMU CEPBUCHOIO 0OCTYy)KMBaHUSI IOTpeOUTENel Ha
TpaHCIIOPTE.

20.  Metonpl BeIOOpa MaTepUANBHBIX PECYpPCOB, 0OOpYyIOBaHUS IS
OCYIIECTBJICHHS TIPOIIECCa CEPBUCA.

21. MexaHW3M MPOBEACHHS NMEPETOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM
ClIy4assM U OMpeJeleHUs MPUYMH BO3HUKHOBEHHS TMPETEH3W B Tmpolecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS TOTPEOUTENICH HAa TPAHCTIOPTE.

22. Metonpl pa3pabOTKH W HCIOIB30BAHUS THUIOBBIX TEXHOJIOTHYECKUX
IIPOLIECCOB.

23. Metonbl GhopMHpPOBAHUSA U BHEAPEHHUS KOPIOPATUBHBIX CTAHAAPTOB H
PETIIAaMEHTOB MIPOIIECCOB 0OCITY>)KMBaHUS TOTPEOUTENCH Ha TPAHCTIOPTE.

24. Metonbl B3aMMOJEHCTBUS C KJIMEHTAMHU [0 OpraHHW3alliy Ipoiecca
oOcnmy>KMBaHMsI TIOTpeOuTeNnel B chepe TOCTENPUUMCTBA B IMPOIIECCE OpPTraHU3aIuu
CEPBHUCHOTO OOCITYKUBaHUS MOTPEOUTENEH HA TPAHCTIOPTE.

25. TpeOGoBanusi MPOM3BOACTBEHHOW IUCIUIUIMHBI, MPABUI 1O OXpaHE
TpyJa U MOKapHO#H 0€30MacHOCTH MPHU OCYIIECTBICHUN TEXHOJIOTHUECKOTO MpoIecca
B IIPOIIECCE OPTaHU3AIMH CEPBUCHOTO 00CTYKUBAHUS TTOTPEOUTENCH HA TPAHCTIOPTE.

26. Metonbl BbIOOpa OpraHW3alMOHHBIX pemeHuH I (HOPMHUPOBAHUS
CEPBUCHOW CHUCTEMBI OOCTY)KHMBaHHs C HCIIOJIb30BAHUEM METOJOB OpPTaHWU3AINH U
VIPABJICHUS UMYIIECTBEHHBIM a3POIOPTOBHIM KOMIUIEKCOM M aKTHBAMHU CEPBUCHBIX
MPEANPUATANA HAa TPAHCIIOPTE B MPOIECCE OPTAHMU3AIUU CEPBUCHOTO OOCITY)KHBAHUS
noTpeduTeiei Ha TpaHCTOPTE.
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27. Metonasl OCYILIECTBIICHUSA OpPraHU3aIMOHHOTO o0cCyKUBaHUS
aBUAIIMOHHOW WHQPACTPYKTYpPHl M OPTaHMU3AMOHHOTO OOecTeueHus: IMpolecca
CEpPBUCHOTO OOCTYKHBAHUS B a3pOINOPTY U Ha OOPTY BO3AYLIHOTO CyAHA B MPOLECCE
OpTaHU3alMU CEPBUCHOTO 0OCTYKUBAHUS OTPeOUTENEH HAa TPAHCTIOPTE.

Tunogvle cumyayuonHvle 3a0anUsl 05 peuenusl Ha NPAKMUYeCKUX 3aHAmusix

Kaxxgas pabodast rpynma TOTOBUT MPE3EHTAIIUIO CBOETO PEIICHUs MPOOIEeMbI U
B X0/1e 001Iel JUCKYCCUU 0OOOCHOBBIBAET HEOOXOUMOCTh €r0 PeATU3aliU:

[lpennoxute MeETOABI IUIAHUPOBAHHWSI M MOHHMTOPUHTA  JESTEIbHOCTH
CEpBHUCHOM KOMITAHWU C y4ETOM OOOCHOBAaHHUS BIUSHUS TOCYIAapPCTBEHHO-TIPABOBOTO
pETyIMPOBaHUS CEPBUCHOMN ACATEILHOCTH HA MPUMEPE KOHKPETHON OpraHU3aIlHH.

Tema 11. Opranuzanus oOCay>KMBaHHs NMOTpeOUTENEH Ha TpaHCHOPTE, B TOM
qucie B cepe BO3AYLUIHOIO TPaHCIOPTa
Ilepeuenb munogvix 60npocos 0Jis yCMHO20 onpoca

1. Teopust opranuzanuu 00CIIyKMBaHUS Ha TPAHCIOPTE, B TOM YHCIE B
cdepe BO3IyIIHOTO TPAHCIIOPTA.

2. Kareropuu npeanpustii, oCyecTBISIIONIUX NPEIOCTABICHHE YCIyT HA
TPAHCIIOPTE, B TOM 4YHuCIe B cepe BO3AYITHOTO TPAHCIIOPTA.

3. [TonsiTust m oTpacieBas CTpyKTypa chepsbl yCIyT.

4, [ToHsTHS O MIPOIYKTaX CEPBUCHOM NIEATENLHOCTH HAa TPAHCIIOPTE, B TOM
yuclie B chepe BO3IYIIHOTO TPAaHCIIOPTA.

d. [Ipouiecc npuHsATHS pelIeHus MOTpeOUTeIeM.

6. @aKkTOophl, BIUSIOIIME HA MPOLECC NPHUHATHA PEUIEHUS B IpOLECCE

CEpPBUCHOW JESATENIbHOCTH Ha TPAHCIOPTE, B TOM uHucie B cdepe BO3AYIIHOTO
TpPaHCIIOPTA: UHANUBUIYAJIbHBIE, ICUXOJIOTHYECKHUE U COLIMAIbHBIE.

7. [Ipouiecc ocoznanust MOTpeOHOCTH MOTPEOUTENIEM Ha TPAHCTIOPTE, B TOM
quclie B chepe BO3IYIIHOTO TPAaHCIIOPTA.

IIpumepnvle memol coobueHul

1. BosnelicTBre KynbTyphl Ha MOBEACHUE MOTPEOUTENSI HA TPAHCIOPTE, B
TOM YHCjIe B chepe BO3AYIIHOTO TPAHCIIOPTA.

2. CucreMa IeHHOCTEH.

3. Brnusaue cempu, penmuruu W oOpa3oBaHUS HA MPHUHATHE PEHICHUS

noTpeduTeneM B mporecce oOCTyKMBaHUS Ha TPAHCIOPTE, B TOM 4YHcIe B chepe
BO3/IYIIIHOTO TPAHCIIOPTA.

4, BnusHue STHUYECKOW KynIbTYphl Ha TOBEICHHUE TMOTpeOUTens B
mpoiiecce OOCTy>KMBaHHMS HAa TPAHCIOPTE, B TOM uucie B cdepe BO3AYITHOTO
TpaHCIIOPTA.

d. KynbTypa KOpeHHOr0 HaceIeHusl.
6. Penurnosseie u STHUYECKUE TPYNIIBI.
1. JuBepcudukanusi CEpPBUCHOW JEATEIHHOCTH B COOTBETCTBUU C

ATHOKYJIBTYPHBIMH, UCTOPUYECKHUMH W PEJIUTHO3HBIMU TPAJUUHUIMU B IpolEecce
o0cIy>KuBaHMs Ha TPAHCIIOPTE, B TOM UKclie B cepe BO3IYITHOTO TPAHCIIOPTA.

8. TexHomoruu mpoiiecca CEpBUCA, CUCTEMbl KIMEHTCKUX OTHOUIEHUW C
y4eTOM TpeOOBaHUI MOTPEOUTEIIS.

126



Q. MeTonpl MOWCKA, KPUTHYECKOTO aHANIW3a W CHHTE3a HWHpOpManud B
MpoIIecCe OpraHu3aIiy CEPBUCHOTO 00CITyKUBaHUS OTpeOUTeNel Ha TPAHCIIOPTE.

10. MexaHHU3M CHUCTEMHOTO TOAXO/dA JJIsl PEIICHUS MMOCTABICHHBIX 3a7a4 B
MpoIlecce OpraHu3aliy CEPBUCHOTO 00CITyKUBaHUS OTpeOUTENel Ha TPAHCIIOPTE.

11. Meroasl TPUMEHEHHS  CHUCTEMHOTO  TOAXOAa  JUIsi  pelIeHUs
MMOCTABJICHHBIX 3a/Jad B TMPOIECCe OpraHU3alMM CEPBUCHOTO OOCITYKUBaHUS
noTpeduTeiei Ha TpaHCTIOpTe.

12. MeToasl OCYMIECTBICHUS COIMATBHOTO B3aMMOJICHCTBUS U Peash3aIliu
CBOEH pOJMM B KOMaHAE B MPOLIECCE OpraHU3alliid CEPBUCHOTO OOCITYKUBAHUS
noTpeOuTenel Ha TPaHCIIOPTE.

13.  MeToasl oOmpeAcieHusT W peanu3aldd CBOCH poOJIM B KOMaHJIE B
IpoIIeCcCe OpraHU3aIuy CEPBUCHOTO 00CITYKUBaHUsI IOTpeOUTeNel Ha TPAHCIIOPTE.

14. Meronsl oOecrnedeHUs] COIMAIBLHOTO B3aUMOJCHCTBUS B IpoIecce
OpraHu3alliy CEPBUCHOTO 00CITYy)KMBAHUS NOTPEOUTEINICH HA TPAHCTIOPTE.

15.  MeToasl BOCHPHUATHS MEXKYJIBTYPHOTO pa3HooOpasus oOIecTBa B
COIIMAJIEHO - UCTOPUYECKOM, STHYECKOM W (PHIIOCOPCKOM KOHTEKCTaX B MPOIECCE
OpraHU3alliy CEPBUCHOTO 00CITY)KMBaHUS OTPEOUTEIICH HAa TPAHCIIOPTE.

16. Meroasl npuMeHEHUsT OCOOCHHOCTEW MEXKYJIbTYpPHOTO pa3zHOOOpa3us
oO1iecTBa B MPOIECCe OpPraHM3allul CEPBUCHOTO OOCITY>KUBAHUS MOTpPEOUTEIEH Ha
TpaHCIIOPTE.

17.  Metoasl pemieHus TMPOU3BOACTBEHHBIX KOH(MIMKTOB C  Y4ETOM
0COOEHHOCTEW MEXKKYIbTYPHOT'O pa3HooOpasusi oOIIeCTBa B MPOIECCE OPTaHU3aIuU
CEPBHUCHOTO OOCITYKUBaHUA NMOTpeOUTENEH HA TPAHCIIOPTE.

18. Metoasl  co3maHus W MNOAACPKKH  O€30MacHBIX  YCJIOBHI
KU3ZHEJEATEILHOCTH, B TOM YHCJI€ NIPU BOZHUKHOBEHUM YpE3BBIUYAWHBIX CUTYyaIlUi B
npolecce opraHu3aluyd CEPBUCHOTO 00CTyKUBAaHUS MOTPEOUTENEH HA TPAHCIIOPTE.

19. Meronsl co3maHus W TOAJEpKAHUS ~— OE30MaCHBIX  YCJIOBHUH
KU3HEJIEATEILHOCTH, B TOM YHCIIe NP BO3ZHUKHOBEHUH YPE3BBIUYAWHBIX CUTYaIlUl B
npolecce opraHu3aluyd CEPBUCHOTO 00CTyKUBAHUS MOTPEOUTENEH HA TPAHCIIOPTE.

20.  MeToabl co3manus U MOAACPKKH O€30MMaCHBIX YCJIOBHI 00CITYKHUBaHUS
MAacCaXUpOB, B TOM 4YHCIIC€ TMPU BO3HUKHOBEHHHM YPE3BBIYAWHBIX CHUTYalluid B
MPOIIeCcCe OPTraHU3AIMK CEPBUCHOTO 0OCITY)KMBaHUSI TOTPEOUTENEH Ha TPAHCTIOPTE.

21. MeTonbl TNPUMEHEHHS KIMEHTOOPUCHTHPOBAHHBIX TEXHOJIOTHHA B
CEpPBUCHOM JESITEIbHOCTH Ha TPAHCIOPTE B YCIOBUAX B3aUMOJCHCTBUSA C
MOTpEeOUTENSIMU, B TOM YHCJI€ WHTEPHET-TIPOABMKEHUS YyCIyr B MpoIiecce
OpraHu3alliy CEPBUCHOTO 0OCITYKMBaHUS TOTPEOUTENICH Ha TPAHCTIOPTE.

22.  Metonbl y4acTsi B pa3pabOTKE CHCTEMBbI KIMEHTCKUX OTHOIIECHUW U
OpraHu3anuy TMporecca OOCTY)KMBaHHS TOTPEOUTENIe HAa OCHOBE MPUMEHEHUS
3aKOHOJIATEIHHBIX aKTOB W IMPABOBBIX HOPM B MPOIIECCE OPTraHU3AIMH CEPBHCHOTO
o0CIy>KMBaHMSI MOTpeOUTENEH HA TPAHCTIOPTE.

23. Metonpl ydacTUs B COBEPIICHCTBOBAHWUU CHUCTEMBI KIIMEHTCKUX
OTHOIICHWH B CEPBUCHON MESITEIHHOCTH Ha TPAHCIOPTE C HWCIOJIb30BAHUEM
WHTEPHET-TEXHOJIOTHA B TMPOIECCe OPTaHHW3AIMUd CEPBUCHOTO OOCITYKUBaHUS
noTpeduTelieil Ha TpaHCTOPTE.

127



24, MeTonpl BIIAICHUS TEOPETUYECKUMH 3HAHUSAMH W TPAKTHICCKUMHU
npueMaMu  YIpaBiICHUS TMPOEKTaMH B cdepe OOCIy)KMBaHUS B  IpoIEcce
OpraHu3aliy CEPBUCHOTO 0OCITyKMBaHUS MOTPEOUTENICH HAa TPAHCTIOPTE.

25. MeTonpl  ympaBi€HHUS  TYPHUCTCKO-PEKPCAIIMOHHBIMH  TPOEKTaMH,
METO/IbI IJIAHUPOBAHKS 1 MOHUTOPHHT JEATCILHOCTH CEPBUCHON KOMITaHHUH B cepe
TPAHCIIOPTa B MPOIIECCE OPTaHU3AIUU CEPBUCHOTO OOCITY)KHBaHUS TIOTPEOUTENICH Ha
TPAHCIIOPTE.

26. Metonbl BbIOOpa MaTepUalbHBIX PECYpPCOB, O0OOpYyIOBaHUS IS
OCYIIIECTBJICHHS MPOIIeCcca CEPBHCA.

27. MexaHHU3M TPOBEJCHUS TIEPETOBOPOB C KIMCHTAMH I10 TPETEH3MOHHBIM
CIy4assM U OTpEJEICHUS TPUYMH BO3HUKHOBEHHS TPETEH3WH B Ipolecce
OpraHu3alliy CEPBUCHOTO 00CITy)KMBaHUS OTPEOUTEIICH HA TPAHCTIOPTE.

28. Metonbl pa3paObOTKM W HCIIOIB30BAHUS THUIOBBIX TEXHOJIOTHYCCKUX
IPOIIECCOB.

29. Metoabl GOpMHpPOBAHUS W BHEAPEHUS KOPIIOPATUBHBIX CTAHIAPTOB M
PETJIaMEHTOB MIPOIIECCOB 0OCITY)KMBaHUS TTOTPEOUTENICH HAa TPAHCIIOPTE.

30. Meroapl B3aMMOJICHCTBHS C KIMCHTAMHU [0 OpraHW3alldy Ipoiecca
o0Cy)KMBaHMs TIOTpEOUTENIe B cdepe TOCTCIPUUMCTBA B IPOIIECCE OpPTraHHU3aIluu
CEPBUCHOTO OOCITY)KUBaHHS MMOTPeOUTENIEH Ha TPAHCTIOPTE.

31. TpeOGoBaHWs NPOW3BOJCTBCHHOW JHCIMUILIMHBI, TPAaBHJI [0 OXpaHE
Tpy/a | MOXKapHOH 0€30MaCHOCTH MPH OCYIIECTBICHUH TEXHOJIOTUIECKOTo Mmpoiiecca
B TIPOIIECCe OPTaHU3AIMH CEPBUCHOTO O0CTYKMBaHUS MOTPEOUTENICH Ha TPAHCIIOPTE.

32.  Metonpl BbIOOpa OpPraHM3alMOHHBIX peIICHWH s (popMHUpOBaHUS
CEpBHUCHOUM CHUCTEMBI OOCTY)KHBAaHHUSI C HCIIOJIb30BAaHUEM METOJOB OpraHU3aIluN U
yIPaBJICHUS UMYIIECTBEHHBIM a3pOMOPTOBBIM KOMIUIEKCOM M aKTHBAMH CEPBUCHBIX
NpeINpPUATAH HA TPAHCIIOPTE B MPOIECCE OpraHU3aIlMH CEPBUCHOTO OOCTYKHUBAHUS
noTpeOuTenel Ha TPaHCIIOPTE.

33.  Meronasl OCYIIECTBIICHUS OpraHU3aIMOHHOTO o0CITyKUBaHUS
aBUAIIMOHHOW WHQPACTPYKTYpPhl M OPTaHU3AINHMOHHOTO OOECIeueHus IpoIiecca
CEPBHUCHOTO OOCITYXMBAHUS B a3pOIOPTY U Ha OOPTY BO3AYIIHOTO CY/IHA B MIPOIECCE
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS OTPEOUTENICH HAa TPAHCTIOPTE.

Tunosvie cumyayuonmvie 3a0anus 0Jis peuerus Ha NPAKMU4eCKUx 3aHmusIx

Kaxxnas paGodas rpyria roTOBUT MPE3EHTAIIMIO CBOETO PEIICHUS TPOOIEMBbI U
B X0/1e 0011el JUCKYCCUU 00OCHOBBIBAET HEOOXOUMOCTH €TI0 PEeaTU3aIIHH:

[IpennoxxutTe METOABI OPraHU3AMMOHHOTO 00ECIIEUEHUS TPOIEecca CEPBUCHOTO
00CTy>KWBaHHSI B a3POTIOPTY C YI€TOM OOOCHOBAaHMS BIUSHUSA (PaKTOPOB, BIUSIOMIUX
Ha TPOIIECC MPUHSTHUS PEIICHUS HA IPUMEPE KOHKPETHOW OpTraHU3aIlHH.

Tema 12. ApjanTanMOHHO-TWHAMHYECKHE  XapaKTCPUCTHKA  CEPBHCHOM
NEATeIIbHOCTH Ha TPAHCIIOPTE, B TOM YHUCJE B chepe BO3IYITHOTO TPAHCIOPTA

llepeuenv munogvlx 60NPOCO8 OJisl YCMHO20 ONPOCaA

1. CepBucHasi JACATEIBHOCTh HA TPAHCIOPTE, B TOM 4dHCIe B cdepe
BO3AYIIHOTO TpPAaHCIIOPTa KakKk TMPOIECC M €ro CBiI3b € SKOHOMHYECKOU
KOHBIOHKTYPOH.
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2. OcobeHHOCTH TIpollecca BHEAPEHUS HWHHOBalM B cdepy yclIyr Ha
TPAHCIOPTE, B TOM YHUCIE B cepe BO3AYLTHOIO TPAHCIIOPTA.

3. VYmpaBneHre HOBOBBEJACHUSMU Ha TPAHCIIOPTE, B TOM 4HCIE B cdepe
BO3JIYIIIHOT'O TPaHCIOPTA.

4, NHHOBaIIMOHHBIN MPOIECC CEPBUCHOTO OOCIY>XKMBaHUS Ha TPAHCIOPTE,
B TOM 4HMciie B c(hepe BO3AYIIHOTO TPAHCIIOPTA.

5. JKv3HEHHBI IUKI YCIYTH B MPOIECCE CEPBUCHOTO OOCITYXKHWBaHUS Ha
TpaHCIOPTE, B TOM 4YHCiIe B cdepe BO3AYUIHOTO TPaHCIOPTA W YYET €ro
0COOCHHOCTEH B MPEITPHHUMATEIIBCKON eI TSITLHOCTH.

IIpumepnovle memol coobueHul

1. [Ipouecc obcnyxuBaHus MOTpeOUTENCH HA TPAHCIIOPTE, B TOM YHUCIIE B
cdepe BO3IyLIHOr0 TPaHCIOPTA.

2. Teopust opranuzanuu 00CITyKHUBaHUS.

3. [lonsiTue “KOHTAKTHOW 30HBI” Kak c(epbl pealu3alid CEPBUCHOM
JEsITEeIbHOCTU Ha TPAHCIIOPTE, B TOM YHUCIIE B c(pepe BO3AYIIHOTO TPAHCIIOPTA.

4, ®opmbl  00CTy)KMBaHUSI Ha TpPAHCIIOPTE, B TOM 4YHUCIEe B cdepe
BO3AYILIHOI'O TPAHCIIOPTA U MOKA3aTelb 3aTpaT BPEMEHH.

S. OcobOenHoctu paboOThl B KOHTAaKTHOM 30HE C TMOTpeOUTENeM Ha

TpPaHCIIOPTE, B TOM 4HuCe B cdepe BO3AYIIHOTO TPAHCIOPTa, KOHCYJIbTUPOBAHHE,
corjlacoBaHMe BUa, (GOPMBI U IIpoliecca CepBuca.

6. Meronpl MOUCKA, KPUTHYECKOTO aHalIM3a M CHHTE3a HMHpOpMaluud B
npolecce opraHu3alid CEPBUCHOTO 00CTyKUBAHUS MOTPEOUTENEN Ha TPAHCIIOPTE.

7. MexaHu3M CHCTEMHOI'O MOAXOa JJIS PelIeHUs MOCTaBICHHBIX 3a/1a4 B
npolecce opraHu3alii CEPBUCHOTO 00CTYKUBAHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

8. Meronpl  TpUMEHEHUS  CUCTEMHOTO  MOAXOAa  JJIA  pelieHUus
MOCTABICHHBIX 3aJlad B IIPOILIECCE OpraHU3allid CEPBUCHOTO OOCTYKHUBaHUS
noTpeOuTenel Ha TPaHCIIOPTE.

Q. MeTonbl OCYIIECTBICHHS COLMATBFHOTO B3aUMOJICUCTBUS M pealn3aluu
CBOCH poilM B KOMaHIE B IMPOIECCEe OPTraHM3aIllMU CEPBHCHOTO OOCIYKHUBaHUS
noTpeOuTenel Ha TPaHCIIOPTE.

10. MeToasl ompeAeNeHUsT W peanu3alid CBOCW pOJIM B KOMaHJIE B
MpoIIecce OpraHU3aIMK CEPBUCHOTO 00CITY)KMBaHUS TOTPEOUTENEH Ha TPAHCTIOPTE.

11. Meronsl oOecrnedeHUs COIMAIBLHOTO B3aUMOJICHCTBHUS B IPOIECCE
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS OTPEOUTENICH HAa TPAHCTIOPTE.

12. MeToasl BOCHPUATHS MEXKYJIBTYPHOTO pa3HooOpasus oOIIecTBa B
COIMAJIHO - UCTOPUYECKOM, ITHYECKOM U (PHIOCOPCKOM KOHTEKCTaX B MPOIECCE
OpraHU3alUu CEPBUCHOTO 00CITYKMBAHUS MOTpEeOUTENIe Ha TPaHCTIOPTE.

13. Meroasl nmpuMeHEHUs OCOOCHHOCTEH MEXKYJIbTYPHOTO pa3HOOOpasus
oOIecTBa B MPOIIECCE OPTraHU3aIMi CEPBUCHOTO OOCITYXXHUBaHUS MOTpeOuTeneit Ha
TpPaHCIIOPTE.

14. Meroasl pelieHUsT MOPOU3BOACTBEHHBIX KOH(DIUKTOB C  y4ye€TOM
0COOEHHOCTEW MEXKYJIBTYPHOTO pa3zHOOOpa3us OOIeCcTBa B MPOIECCE OpraHU3aIMH
CEpPBUCHOI0 O0CTYKMBaHUS NOTPEOUTENEH HA TPAHCIIOPTE.
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15. Metoapl  co3maHus M NOJACPKKH  O€30MAacCHbIX  YCIIOBUM
KU3HEJEATESITLHOCTH, B TOM YHCIIC TTPU BO3ZHUKHOBCHUH YPE3BBIUYAWHBIX CUTyaIlUi B
MPOLIECCE OPTraHU3ALMK CEPBUCHOIO 00CITYyKMBaHUSI OTPEOUTENEH Ha TpaHCIOPTE.

16. Metoapl co3maHus M NoAJEpkKaHUS ~— O€30MACHBIX  YCIIOBUM
KU3HEJEATESILHOCTH, B TOM YHCIIC NTPH BO3ZHUKHOBCHUH YPE3BBIUAHHBIX CUTyaIlUi B
MpoLIECCe OPraHU3alMKU CEPBUCHOIO 00CITYyKMBaHUSI IOTPEOUTENEH Ha TpaHCTIOPTE.

17.  Mertoasl co3naHus U MOAACPKKH OE30MACHBIX YCIOBUM OOCTY>KUBaHUS
MAacCaXUPOB, B TOM 4YHCIIC TMPU BO3HUKHOBCHHHM YPE3BBIYAWHBIX CHTYallld B
MpoLIeCCe OPraHU3alMKU CEPBUCHOIO 00CITyKMBaHUSI IOTPEOUTENEH Ha TPaHCTIOPTE.

18. MeToasl TNPUMEHEHUS KIMCHTOOPUCHTHPOBAHHBIX TEXHOJIOTHHA B
CEpBHUCHOUM JIEATEIHHOCTH Ha TPAHCIOPTE B YCIOBUSX B3aWMOJCUCTBUSA C
noTpeOuTeNsIMi, B TOM YHCIE WHTEPHET-IPOABIKCHHUS YCIyr B TpoIecce
OpTraHU3alMU CEPBUCHOTO 0OCTYKUBAaHUS TIOTPEOUTENEH HA TPAHCTIOPTE.

19. Metoasl ydactus B pa3paOOTKE CHCTEMbl KIUEHTCKHX OTHOIICHHH H
OpraHM3alMK TIpoliecca OOCTYXHBaHHUS TOTpeOWTeNeld Ha OCHOBE NPHUMEHEHUs
3aKOHOJIaTEIHHBIX aKTOB M MPAaBOBBIX HOPM B IPOIIECCE OPTaHU3AIMHA CEPBHUCHOTO
o0CITy )KMBaHHS IMOTPEOUTENEH Ha TPAaHCTIOPTE.

20. MeTonpl ydacTUs B COBEPIICHCTBOBAHUU CHCTEMBI KIIMEHTCKUX
OTHOIICHUH B CEPBUCHOW JIEATEIHHOCTH HA TPAHCIOPTE C MCIOIH30BAHUEM
MHTEPHET-TEXHOJOTHI B TMPOIECCe OpraHu3alldd CEPBUCHOTO OOCTYKHWBaHUS
notrpeduTenel Ha TpaHCIOPTe.

21. Metonpl BIAeHUS TEOPETUYECKUMH 3HAHUSAMHU U TPAKTUYECKUMHU
npueMaMu YIOpaBJICHHS TMpoeKTaMu B cdepe oOCHyKMBaHHs B  IIpoliecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS OTpEOUTENIeH Ha TPAHCTIOPTE.

22. Metonpl  ympaBJeHUS ~ TYPUCTCKO-PEKPEAIMOHHBIMU  MPOEKTaMH,
METO/IbI TUIAHUPOBAHUSI U MOHUTOPHUHT JEATEILHOCTH CEPBUCHOM KOMIIAaHUU B chepe
TPAaHCIIOPTa B MPOIIECCE OPTraHU3aIuU CEPBUCHOIO OOCIY)KMBaHUSI IOTpEOUTENeH Ha
TPaHCIIOPTE.

23. Metonpl BeIOOpa MaTepUalbHBIX PECYpPCOB, O0OOpyIOBaHUS IS
OCYIIECTBJICHHS TPOIIECCa CEPBUCA.

24. MexaHU3M MPOBEJECHUS NIEPETOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM
CIy4astM U OTpeJeJeHUs TPUYMH BO3HUKHOBEHHS TMPETEH3W B Tmpolecce
OpraHu3alliy CEPBUCHOTO 0OCITYKMBaHUS MOTPEOUTENICH HAa TPAHCTIOPTE.

25. Metonbl pa3pabOTKH W HCIOIB30BAHUS THUIOBBIX TEXHOJIOTHYECKUX
IIPOLIECCOB.

26. Metonbl GhopMHpPOBAHUSA U BHEAPEHHUS KOPIOPATUBHBIX CTAHAAPTOB H
PETIIAMEHTOB MIPOIIECCOB 0OCITY)KMBAaHUS TOTPEOUTENEH Ha TPAHCIIOPTE.

27. MeTonbl B3aWMOJEHCTBHUS C KIMEHTAMHU [0 OpTaHHW3allMy Iporecca
oOciyXuBaHMs MOTpeduTeneil B cepe rocTenpuuMcTBa B MPOIECCEe OpraHU3alUuU
CEpBUCHOTO 00CITYy)KUBaHUS MTOTpEOUTENEH Ha TPAaHCTIOPTE.

28. TpeOoBaHusi MPOM3BOACTBEHHOW IUCIUIUIMHBI, TMPABUI 1O OXpaHE
TpyZAa ¥ MOXKapHO# 0€30MaCHOCTH MPH OCYIIECTBICHUH TEXHOJIOTHYECKOT0 Mpolecca
B IIPOIIECCE OpraHU3aIMH CEPBUCHOTO 0OCTYKMBAaHUS OTpeOUTEIeH HAa TPAHCTIOPTE.

29. Metonbl BbIOOpa OpraHW3AIMOHHBIX pemeHud I (HOPMHUPOBAHUS
CEPBUCHOW CHUCTEMBI OOCIYXKMBAaHUS C WCIOJIH30BAHHEM METOJOB OpTaHU3AINH U
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yIpaBIeHHUs] UMYIIECTBEHHBIM a’pOIOPTOBBIM KOMIIEKCOM M aKTUBaMH CEPBHCHBIX
OPEeaNpUITUNA Ha TPAHCIIOPTE B MPOIIECCE OPTraHU3AIMN CEPBUCHOTO OOCTYKHUBAHUS
noTpeduTeei Ha TpaHCTIOPTE.

30. Meronpl  OCYHIECTBIEHUS  OPraHU3alMOHHOIO o0CIy)KUBaHUS
aBUAIIMOHHOW WHQPACTPYKTYpPhl M OPTaHMU3AIMOHHOTO OOecTeueHus Mpoiecca
CEpBHUCHOTO OOCTYXHUBAHUS B adpOMOPTY U Ha OOPTY BO3AYLIHOTO CYJHA B MPOIIECCE
OpTaHU3allU CEPBUCHOTO 0OCTYKUBAaHUS TOTPEOUTENEH HA TPAHCTIOPTE.

Tunogvle cumyayuonHvle 3a0aHUs Ol peuleHUs Ha NPAKMU4eCKUX 3aHAMUsX

Kaxxgas pabodast rpynma TOTOBUT MPE3EHTAIIUIO CBOETO PEIICHUS MPOOIEeMbI U
B X0j1€ 001IIel TUCKYCCUN 00OOCHOBBIBAET HEOOXOIUMOCTD €T0 PeaTu3alliu:

[lpennoxure MeTOABI BBIOOpPa MaTepUANBHBIX PECYPCOB C  YUETOM
00OCHOBaHUSI BIUSHHUS OCOOCHHOCTEW mpollecca BHEApPEHHs WHHOBalWMi B chepy
yCIyT Ha TPAHCIIOPTE Ha MPUMEPE KOHKPETHOW OpraHU3aIiH.

Tema 13. KayectBo, 0€30MaCHOCT, YCIYr U KyJIbTypa CEpBUCHOM
AESTeIbHOCTH Ha TPAHCIIOPTE, B TOM YHCJE B c(hepe BO3AYIIHOTO TPAHCIOPTA
Ilepeuens munogvix 60npPoOCcos Ol yCMHO20 ONPOCA

1. [TpoGnempbl KauecTBa U OE30MACHOCTH YCIYT B MPAKTUKE COBPEMEHHOTO
cepBHCa Ha TPAHCIIOPTE, B TOM YHCIIe B chepe BO3AYIIHOTO TPAHCTIOPTA.

2. [TonsiTve KauecTBa CEPBUCHOM JEATETLHOCTA HA TPAHCIIOPTE, B TOM
yuclie B chepe BO3IYIIHOTO TPAaHCIIOPTA.

3. VYrpaBieHre KauecTBOM YCIIYT, KOHTPOJIb CTaHAAPTOB U O€30MaCHOCTH
o0Cy>KMBaHMsI HA TPAHCIIOPTE, B TOM YKCIie B chepe BO3AYIIHOTO TPAHCIIOPTA.

4, Bunbr 6e3omacHocty 00cnyKUBaHUS Ha TPAHCIIOPTE, B TOM YHUCIIE B

cdepe BO3IyIIHOTO TPAHCIIOPTA.
IIpumepnvle memol coooueHul

1. Kynbrypa cepBrca u CepBUCHOW NEATEIHHOCTH Ha TPAHCIIOPTE, B TOM
qrciie B cepe BO3AYITHOTO TPAHCIIOPTA.
2. Y4eT OCHOBHBIX TICHXOJOTHYECKUX OCOOCHHOCTEH TOoTpeOuTeNns B

IpoIlecCe CEPBUCHOM MESITENbHOCTH Ha TpPAaHCIOPTE, B TOM 4dHClIe B cdepe
BO3JYIIHOTO TPAaHCIOpPTa W WX BIWSHWE HA BOCIPHUATHE KayecTBa YCIyT
MOTpEeOUTEIEM.

3. Meronpl TMOWCKA, KPUTHYECKOTO aHaIW3a M CHHTE3a HMHpOpMAlud B
MPoIIeCcCe OpraHU3aIMK CEPBUCHOTO 00CITYKHMBaHUS TOTPEOUTENEH Ha TPAHCTIOPTE.

4, MexaHu3M CHCTEMHOTO MOAXOJa JJIS PElIeHUs MOCTaBICHHBIX 3a/1a4 B
MpoIIecce OpraHU3aIMK CEPBUCHOTO 00CITY)KMBaHUS TOTPEOUTENEH Ha TPAHCTIOPTE.

5. Meronpl  TPUMEHEHUS  CHCTEMHOTO  TMOAXOAAa  JUIA  pelIeHUs
MOCTABJICHHBIX 33/Jad B TMPOIECCe OpPraHU3alNH CEPBUCHOTO OOCITYKUBaHUS
noTpeduTeNei Ha TPaHCTIOPTE.

6. MeTonpl OCYIIECTBICHHS COIMATFHOTO B3aUMOJICUCTBHS M peaTn3alliu
CBOCH polM B KOMaHJE B IMPOIECCEe OPTaHM3AIMU CEPBHCHOTO OOCITYKHUBAHUS
noTpeduTesie Ha TpaHCTOPTE.

7. Metonbl omnpeAeneHrus W peaau3aldd CBOEHM poOJIM B KOMaHAE B
MPOIIECCe OPTaHU3AIMH CEPBUCHOTO 0OCITY)KMBaHUS TOTPEOUTENICH Ha TPAHCTIOPTE.
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8. Metoasl oOecredyeHHusl COIMAIBLHOTO B3aUMOJCHCTBUS B Ipolecce
OpraHu3alyy CEPBUCHOTO 00CITyKMBaHUS OTpEOUTENIEH HAa TPaHCIIOPTE.

9. Metonbl BOCHPHUATHS MEXKYJIBTYPHOTO pa3HOOOpa3us oOliecTBa B
COLIMAJIBHO - UCTOPUYECKOM, ITHUYECKOM U (PHIOCOPCKOM KOHTEKCTaX B MPOLECCE
OpraHu3alyy CEpBUCHOTO 00CITyKMBaHUS OTpEOUTENIel Ha TPaHCIIOPTE.

10. Meroasl npuMeHEHUsT OCOOCHHOCTEM MEXKKYJIbTYpPHOIO pa3zHOOOpasus
oOlIecTBa B MpoOLECCe OpraHu3ali CEpPBUCHOTO OOCIYXUBaHUA MOTpeOuTeneil Ha
TpaHCIIOPTE.

11. Metoapl pemieHus MPOU3BOACTBEHHBIX KOH(MIMKTOB C  Y4ETOM
0COOEHHOCTEN MEXKYJIbTYPHOI'O pa3HooOpasusi oOLIECTBa B MPOIIECCE OPraHU3aluU
CEPBUCHOTO OOCITYXKUBaHUA NMOTpeOUTENEH HA TPAHCTIOPTE.

12. Meroasl CO3JIaHUS u MOJAEPKKH 0e30ImacHbIX YCIOBUM
KU3HEJICATECILHOCTH, B TOM YHCJIC TTPU BO3HUKHOBCHUH YPE3BBIUYAWHBIX CUTYaIlUi B
npolecce opraHu3aliyd CEpBUCHOTO 00CTyKUBAHUS MOTPEOUTENEH Ha TPAHCIIOPTE.

13.  Metoasl  co3maHus M NOAAEpkKaHUS — O€30MacHBIX  YCJIOBHIA
KU3HEJICATCILHOCTH, B TOM YHCJIC NTPH BO3HUKHOBCHUH YPE3BBIUAWHBIX CUTyaIlUi B
npolecce opraHu3aliyd CEpPBUCHOTO 00CTYKUBAHUS MOTPEOUTENEH HA TPAHCTIOPTE.

14.  Metoasl co3qaHus M TOACPKKH OC30MACHBIX YCIOBHI 00CTY)KUBaHUS
NacCaXMpoB, B TOM YHCJIE IPU BO3HMKHOBEHWM 4YPE3BBIYAWHBIX CHUTyalluid B
npolecce opraHu3aliyd CEPBUCHOTO 00CTYKUBAHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

15. MeToapl MNpUMEHEHUS KIMEHTOOPUEHTHUPOBAHHBIX TEXHOJIOTHHA B
CEpPBUCHOW JESITEIbHOCTH Ha TPAHCIOPTE B YCIOBUAX B3aUMOJICHCTBUSA C
NOTPEOUTENIMH, B TOM YHCIE€ WHTEPHET-MPOABIKEHHUS YCIyr B Ipolecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS OTpEOUTENIeH Ha TPAHCTIOPTE.

16. Metoasl y4actus B pa3pabOTKe CHCTEMbl KIMEHTCKUX OTHOUICHUH U
OpraHu3aluy Imporecca OOCTY>KMBaHMsS TOTpeOUTENe HAa OCHOBE MPUMEHEHUS
3aKOHOJATENbHBIX aKTOB W IMPaBOBBIX HOPM B MPOLIECCE OPraHU3aIMN CEPBHCHOTO
o0cITy>kuBaHMs TOTpeOUTENIeH Ha TPAHCTIOPTE.

17. Metoasl yyacTusi B COBEPIICHCTBOBAHMM CHUCTEMBI KIIMEHTCKUX
OTHOIICHUH B CEPBUCHON JESITEILHOCTH Ha TPAHCIOPTE C HCIOJIb30BaHUEM
WHTEPHET-TEXHOJIOTHU B TMPOIECCE OPTaHM3AIMU CEPBUCHOTO OOCITYKUBAHUS
noTpeduTeNeil Ha TpaHCTIOPTeE.

18. MeToapl BrageHUS TEOPETUYECKUMH 3HAHUSMHU W TPAKTUYCCKUMHU
npueMamMu YIpaBieHUs TMpoeKkTaMu B cdepe O0OCIyKHBaHUS B  IpoIlecce
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS OTPEOUTENICH HAa TPAHCTIOPTE.

19. Metoasl  ympaBi€HHS ~ TYPUCTCKO-PEKPEAIIMOHHBIMU  TPOEKTaMH,
METO/IbI IJIAHUPOBAHKS 1 MOHUTOPUHT JIEATEILHOCTH CEPBUCHON KOMITaHUU B chepe
TPAHCTIOPTa B MPOIIECCE OPTaHU3AIMN CEPBUCHOTO OOCITY)KHBaHUSI TIOTPEOUTENCH Ha
TPaHCIIOPTE.

20. Metonel BBIOOpAa MaTEPHATBHBIX PECYpCOB, OOOpPYMOBAaHHS IS
OCYILIECTBJIEHHSI MIPOLIECCA CEPBUCA.

21. MexaHU3M MPOBECHUS NIEPETOBOPOB C KIMEHTAMH 10 MPETEH3MOHHBIM
CIy4astM U OTpeJeleHUs TPUYWH BO3HUKHOBEHHS TPETEH3WH B TMpolecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS MOTPEOUTENICH HAa TPAHCTIOPTE.
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22.  Metonpl pa3pabOTKM W HCIONB30BAHUS THUIOBBIX TEXHOJIOTMYECKUX
IIPOLIECCOB.

23. Metonbpl GopMHpPOBAaHUSA U BHEAPEHUS KOPIOPATUBHBIX CTAHAAPTOB H
pErjlaMeHTOB POLIECCOB 00CITY>)KMBaHUS TOTPEOUTENEH Ha TPAHCIIOPTE.

24.  Metonpl B3aMMOJEUCTBUSL C KJIMEHTAMHM IO OpraHU3alMu Mpolecca
oOciy>)kuBaHMsI TIOTpeOUTeNIe B cepe TocTenpuuMCTBa B MPOIIECCE OpraHU3alluU
CEPBUCHOTO OOCITYXKUBaHUA NMOTPEOUTENEH HA TPAHCIIOPTE.

25. TpeOGoBaHusi NPOM3BOACTBEHHOM JUCUUIUIMHBI, TMPABUI IO OXpaHe
TpyJa U MOKapHOH 6€30MaCHOCTU MPU OCYIIECTBIEHUN TEXHOJIOTHYECKOro Mpouecca
B IIPOLIECCE OpraHU3aliy CEPBUCHOTO OOCITYKMBaHUs MOTpeOUTeNel Ha TPAaHCIIOPTE.

26. Metonpl BbIOOpa OpraHU3allMOHHBIX pelIeHud 11 (HOPMUPOBAHUS
CEpPBUCHOW CHUCTEMbI OOCITYXHBaHHSA C HCIIOJIB30BAHUEM METOJOB OpPraHU3ALMHU U
yIPaBJIE€HUs UMYUIECTBEHHBIM a’pONOPTOBBIM KOMILJIEKCOM M aKTHUBAMH CEPBHCHBIX
OpEeaNpUsATUN HAa TPAHCIOPTE B MPOLECCE OPraHu3alli CEPBUCHOTO OOCTYKUBAHUS
notpeduTenel Ha TpaHCIOPTeE.

27. Metonbl  OCYHIECTBJICHHUS  OpPraHU3AaIlMOHHOTO  OOCIYXHUBaHMUS
aBUALIMOHHOW WHOPACTPYKTYphl W OPraHU3alMOHHOrO oOecreueHus mpolecca
CEPBUCHOTO OOCTYKUBAHUS B a3pONOPTY U HAa OOPTY BO3AYIIHOIO CyJHA B Ipoliecce
OpraHu3aliy CEpBUCHOTO 00CITYKMBaHUS OTpEOUTENIel Ha TPAaHCTIOPTE.

Tunosvie cumyayuonHnvle 3a0aHus 01 peuleHus Ha NPAKMu4ecKux 3aHAMuUsX

Kaxxnas paGouas rpymnmna roTOBUT NMPE3EHTALUIO CBOETO PELIEHUs TPOOIEMbI U
B X0j1€ 0011el TUCKYCCUU OOOCHOBBIBAET HEOOXOIUMOCTD €TI0 PeaTn3alluu:

[Ipennoxure MeToIbl B3aUMOJEHCTBUS C KIMEHTAaMU [0 OpraHu3aluU
nporecca oOCTyKuMBaHUS NoTpeOuTene B cdepe TroCTENPUUMCTBA C YYETOM
000CHOBaHUS 0€30MACHOCTH 00CIY>KHBAaHUSI HA TPAHCIIOPTE HA MPUMeEpPE KOHKPETHOM
OpraHu3aluu.

Tema 14. [Ilporecchl ymOpaBieHHWs, OpraHU3allMOHHAs CTPYKTypa U
IIPOM3BOJICTBEHHBIA MEHEHPKMEHT CEPBUCHOTO MPEINPHUSATUS HA TPAHCIOPTE, B TOM
quclie B chepe BO3IYIIHOTO TPAaHCIIOPTA.

Ilepeuenv munosvix 60npocoe 0l yCMHO20 ONPoca

1. [MpennpusiTrs, OKa3pIBAIOININE YCIYTH HACCICHUIO Ha TPAHCTIOPTE, B TOM
qrciie B cepe BO3AYITHOTO TPAHCIIOPTA.

2. OcobenHocTu 0OIIEro ympaBlIeHUS CEPBUCHBIM MPEANPHUITHEM Ha
TPaHCIIOPTE, B TOM YHCJIC B chepe BO3AYIIHOTO TPAHCIIOPTA.

3. OyHKINY ¥ 337291 OOIIETO YIPAaBJICHUS CEPBUCHBIM MPEINPHUITACM Ha
TPaHCIIOPTE, B TOM YHCJIEC B chepe BO3AYIIHOTO TPAHCIIOPTA.

4. OpraHu3aiioHHass  CTPYKTypa  CEpPBUCHOIO  NPEANPHATHS  Ha

TPAHCTIOPTE, B TOM YHUCJIE€ B Chepe BO3AYITHOTO TPAHCIIOPTA.

IIpumepnvle memol cooowenul

1. ®opMbl opraHu3aluu CEPBUCHBIX MPEANPUITHI HA TPAHCIIOPTE, B TOM
yucie B cpepe BO3AyIIHOTO TPAHCTIOPTA.

2. [Tpon3BOICTBEHHBI MEHEIKMEHT.

3. OcobeHHOCTH TPOW3BOJCTBEHHOTO MEHEIKMEHTa Ha CEPBUCHOM
MPEANPUSTAN HA TPAHCIIOPTE, B TOM 4HCIIe B chepe BO3AYLUIHOTO TPAHCIIOPTA.
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4. OCHOBHBIC HaIpaBJICHUS MPOU3BOJCTBEHHOTO MEHEKMEHTA MPEATPUSITHS
cepBuca (pa3pabaThiBaTh TEXHOJOTHHM TMpollecca CEPBUCA, Pa3BUBATh CHCTEMBI
KJIIMEHTCKUX OTHOIICHUI C y4eTOM TpeOOBaHUM MOTpeOUTENs).

5. Metoapl TOMCKA, KPUTUUECKOTO aHAIM3a M CHUHTe3a HHGOpMAlUU B
MpoIiecce OpraHu3aIiy CEPBUCHOTO 00CITyKUBaHUS OTpeOUTeNel Ha TPAHCIIOPTE.

6. MexaHu3M CUCTEMHOTO MOJX0Jla JIJIsl PElIeHHs MOCTaBICHHBIX 3a/1ad B
MpoIiecce OpraHu3aIiy CEPBUCHOTO 00CITyKUBaHUS OTpeOUTeNel Ha TPAHCIIOPTE.

7. MeTtonpl  TPUMEHEHUS  CHCTEMHOTO  MMOAXOAAa  JUIA  pElICHUs
MOCTaBJIEHHBIX 3aJad B TMPOIECCE OpraHu3alli CEPBUCHOTO OOCTY>KUBaHUS
noTpeOuTenel Ha TPaHCIIOPTE.

8. Metoabl OCYIIECTBICHUS COLMAIBHOTO B3aUMOJICHCTBUS U peaM3alluu
CBOEH pOJMM B KOMaHAE B MPOLIECCE OpraHU3allid CEPBUCHOTO OOCITYKHBAHUS
noTpeduTenel Ha TPaHCIIOPTE.

9. Mertoasl ompeneneHUs] W pealu3allid CBOEH PO B KOMaHJE B
IpoIlIecCce OpraHU3aIui CEPBUCHOTO O0CITYKUBaHUsI TIOTpeOUTENel Ha TPAHCIIOPTE.

10. Meroasl oOecrniedeHUs] COIMATBLHOTO B3aUMOJCHCTBUS B IpoOIEcce
OpraHu3aIiy CEPBUCHOTO 00CITYKUBaHUS MTOTpeOUTENICH Ha TpaHCTIOPTE.

11. Meroasl BOCHPHUSATHS MEXKKYJIBTYPHOTO pa3zHOOOpas3usi oO0IecTsa B
COITMAIBHO - UCTOPUYECKOM, 3TUUECKOM U (UIOCOPCKOM KOHTEKCTaX B IMPOIECCe
OpraHu3aIliy CEPBUCHOTO 00CITYKUBaHUS MTOTpEeOUTENICH Ha TpaHCTIOPTE.

12. Meroasl npuMeHEHUsT OCOOCHHOCTEW MEXKYJIbTYpPHOTO pa3zHOOOpa3us
oOIiecTBa B MpOIECCe OpPraHM3allui CEPBUCHOTO OOCITY)KUBAHUS MOTpPEOUTEIEH Ha
TpaHCIIOPTE.

13. Meroasl pemieHusT TPOU3BOJACTBEHHBIX KOH(DJIUKTOB C  y4eTOM
O0COOCHHOCTEH MEXKYJIBTYPHOTO Pa3HOOOpa3us OOIecTBa B MPOIECCe OpraHu3aIluu
CEPBUCHOT'O O0CTY>KMBAHHUS MOTPEOUTEIEH Ha TPAHCIIOPTE.

14. Meronsl CO3IaHU u MOAEPKKH 0€e30I1aCHBIX YCIIOBUM
KU3HEACATEILHOCTH, B TOM YHCJIE TIPH BOSHUKHOBCHUHU YPE3BBIYAWHBIX CUTYyaIluil B
Ipoliecce OpraHu3aIui CEPBUCHOTO 00CITYKUBaHMsI IOTpeOUTENel Ha TPAHCIIOPTE.

15. Meroasl co3maHus W TOAJEpKaHUS ~— OE30MACHBIX  YCJIOBHUU
KU3HEACATEILHOCTH, B TOM YHUCJIC IIPU BOSHUKHOBCHUH YPE3BBIYANHBIX CUTYyaIluil B
MPOIIeCCe OpraHru3aIliy CEPBUCHOTO 00CITYKUBaHHS TIOTpeOUTeNel Ha TPAHCIIOPTE.

16. Mertoasl co3maHus ¥ MOACPKKH OC30IaCHBIX YCIIOBHM OOCTY)KUBaHHS
MacCaXMPOB, B TOM YHCIIC TPU BO3HUKHOBECHHUM YPE3BBIYAHHBIX CHUTyalldd B
MPOIIeCCe OpraHru3aIliy CEPBUCHOTO 00CITYKUBaHHS TIOTpeOUTENel Ha TPAHCIIOPTE.

17. Meronsl TpUMEHEHHUS KIUEHTOOPHEHTHPOBAHHBIX TEXHOJOTHH B
CEpPBHUCHOM JICATEIBHOCTH HAa TPAHCIIOPTE B YCIOBHUSAX B3aWMMOJICUCTBUS C
MOTPEOHUTENIIMU, B TOM 4YHCJAE HWHTEPHET-TIPOABMIKEHHSI YCIyr B IIporecce
OpraHH3aIliy CEPBUCHOTO 0OCITYKUBaHMS MTOTPEOUTEIICH Ha TPAHCTIOPTE.

18. Meroasl yyacTus B pa3pabOTKEe CHCTEMBI KIMEHTCKHUX OTHOIICHUH H
OpraHu3aIiy Ipolecca OOCTYy)KMBaHHS ITOTPEOWTENIC Ha OCHOBE NPUMCHEHUS
3aKOHOJ/IATEIIPHBIX aKTOB M IPABOBBIX HOPM B IMPOIIECCE OpraHU3AIUU CEPBHCHOTO
o0city>kuBaHMs OTpeOUTeNe Ha TPAHCTIOPTE.

19. Meroabl yd4acTHsT B COBEPIICHCTBOBAHHMH CHCTEMBbI KJIMEHTCKHX
OTHOIIICHUHA B CEPBHUCHOM JIEATEIILHOCTH Ha TPAHCIIOPTE C MCIIOJIb30BaHUEM
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WHTEPHET-TEXHOJIOTHA B TMPOIECCe OPTaHM3AIMd CEPBUCHOTO OOCITYKUBaHUS
noTpeduTenei Ha TpaHCTOpTe.

20. MeTonpl BIANEHUS TEOPETUYECKUMH 3HAHUSAMH W TPAKTUICCKUMHU
npueMaMu  YIpaBiICHUS TMPOEKTaMH B cdepe OOCIyKMBaHUS B  IpoIecce
OpraHu3alliy CEPBUCHOTO 0OCITY)KMBaHUS MOTPEOUTENICH HAa TPAHCIIOPTE.

21. MeTonpl  ympaBJCHHS ~ TYPUCTCKO-DEKPEAIMOHHBIMA  TPOCKTaMH,
METO/IbI IJIAHUPOBAHKS 1 MOHUTOPHHT JICSITCIILHOCTH CEPBUCHON KOMITAHUH B cepe
TPAHCIIOPTa B MPOIIECCE OPTaHU3AIUU CEPBUCHOTO OOCITY)KHBaHUS TIOTPEOUTENICH Ha
TPaHCIIOPTE.

22. Metonpl BbIOOpa MaTepUalbHBIX PECYpPCOB, 0O0OpYyIOBaHUS IS
OCYIIIECTBJICHHS MPOIIeCcca CEPBHCA.

23. MexaHU3M TMPOBECHUS TIEPETOBOPOB C KIMCHTAMH 10 NMPETCH3NOHHBIM
CIy4assM U OTpEJCICHUS TPUYMH BO3HUKHOBEHHS TPETEH3WH B Ipolecce
OpraHu3alliy CEPBUCHOTO 00CITYy)KMBAHUS NOTPEOUTEINICH HA TPAHCTIOPTE.

24.  Metonbl pa3paObOTKM W HCIIOJIB30BAHUS THUIIOBBIX TEXHOJIOTHYCCKUX
IPOIIECCOB.

25. Metoabl GOpMHpPOBaHUS W BHEAPEHUS KOPIOPATUBHBIX CTAHIAPTOB M
PETJIaMEHTOB MIPOIIECCOB 0OCITY)KMBaHUS TTOTPEOUTENICH HAa TPAaHCIIOPTE.

26. MeTonbl B3aMMOJICHCTBHS C KJIMCHTAMHU 110 OpraHM3alldy Ipoiecca
oOCy)KMBaHMs TIOTpEOUTENIeH B cdepe TOCTCIPUUMCTBA B IMPOIIECCE OpPTraHU3aIluu
CEPBHUCHOTO OOCITYKUBaHUA NMOTpeOUTENEH HA TPAHCIIOPTE.

27. TpeOGoBaHusi NPOM3BOACTBEHHON IUCIUIUIMHBI, TMPaBUI MO OXpaHe
TpyJa U MOKapHOH 6€30MacCHOCTU MPHU OCYIIECTBICHUN TEXHOJIOTHUECKOTro Mpolecca
B IIPOIIECCE OpraHU3alMK CEPBUCHOTO OOCTYKMBaHUsI MOTpeOUTENEH Ha TPAHCIIOPTE.

28. Metonbl BBIOOpa OpraHU3AlMOHHBIX pEHIEHUH IS (HOPMHUPOBAHUS
CEPBHUCHOW CHUCTEMBbI OOCTY>KMBaHHs C HCIIOJIb30BAHUEM METOJOB OpPTaHU3AIMH U
yIPaBIE€HUS UMYIIECTBEHHBIM a’pONOPTOBBIM KOMIUJIEKCOM M aKTHUBAMH CEPBUCHBIX
NPENNPUATUN HA TPAHCIOPTE B MPOIECCE OPTraHU3aIMU CEPBUCHOTO OOCTYKUBAHUS
noTpeOuTenel Ha TPaHCIIOPTE.

29. Meromasl OCYIIECTBIICHUS OpraHU3aIMOHHOTO o0CITyKUBaHUS
aBUAIIMOHHOW WHMPACTPYKTYphl W OPTaHHU3AIMOHHOTO obecrmeueHus mpoliecca
CEPBUCHOTO OOCTYKUBAHUS B adpOIMOPTY U Ha OOPTY BO3AYIIHOTO CyAHA B MPOIECCE
OpraHu3alliy CEPBUCHOTO 0OCITYKMBaHUS TOTPEOUTENICH HAa TPAHCTIOPTE.

Tunogvie cumyayuorHvle 3a0anUsl 015 peuerust Ha NPAKMULeCcKUx 3aHamusax

Kaxxnas paGodas rpyrimna roTOBUT MPE3EHTAIIMIO CBOETO PEIICHUS TPOOIEMBbI U
B X0/1e 0011el JUCKYCCUU 0O0OCHOBBIBAET HEOOXOUMOCTH €TI0 PEeaTU3aIIHH

[Mpennmoxxkure Metoapl GOPMHUPOBAHUS W  BHEAPEHHUS  KOPIIOPATHBHBIX
CTaHJApTOB M PETJIAMEHTOB TPOIIECCOB OOCTY)KMBAaHHS TMOTpeOUTENEH C y4eToM
o0ocHOBaHMS (GYHKIIMN U 3a7a4 OOIIEro YIPaBJICHHsI CEPBUCHBIM MPEANPUSTAEM Ha
MpUMEpPe KOHKPETHON OpraHU3aIIHH.

Tema 15. Baxwneimme pa3HOBHUIHOCTH COITMAJIBHOTO MEHEIKMEHTa Ha
CEpBHCHOM TIPEAINPUITAN Ha TPAHCHOPTE, B TOM YHcCiIe B cdepe BO3AYIIHOTO
TpaHCIopTa

llepeuenv munogvix 60npocos 0jisi YCMHO20 Onpocda
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1. Hcnonw3oBaHue OCHOB COIMAJIBHOTO MEHEIKMEHTAa Ha CEPBUCHOM
MpEANPUSTAN Ha TPAHCIIOPTE, B TOM YHUCIE B cepe BO3IYIITHOTO TPAHCIIOPTA.

2. MeHeKMEHT mepcoHaja Ha CEpBUCHOM NPEANPUATAN Ha TPAHCTIOPTE, B
TOM 4YHCIIe B cepe BO3AYIIHOIO TPAHCIIOPTA.
3. OCOOEHHOCTH COIMANIBHOI'O MEHEI)KMEHTa B OOCIYKMBAaHMM Ha

TpaHCIOPTE, B TOM YKCJI€ B chepe BO3AYIITHOTO TPAHCIIOPTA.

IIpumepnovle memol cooouyeHull

1. Oco0eHHOCTH MEHEKMEHTa MEePCOHAIa Ha MPEANPUITUSIX CEpBUCA Ha
TpaHCIIOPTE, B TOM YKCJI€ B chepe BO3IYITHOTO TPAHCIIOPTA B PA3BUTHIX CTPAHAX.

2. B3aumogeiicTBue ¢ moTpeOuTEeNsIMU YCIyT Kak yrpaBlIeHUECKas 3ajadya
o0cTy>)KuBaHMs Ha TPAHCIIOPTE, B TOM YKCIie B cepe BO3IYIITHOTO TPAHCIIOPTA.

3. 3aKOHOMEPHOCTH W TPUHLMIBI B3aUMOJCHCTBUSA TMpEICTaBUTEICH
MEHEDKMEHTa C MOTPEOUTENSIMU B MpoIecce OOCTy>KUBaHUSI HA TPAHCIIOPTE, B TOM
gucie B chepe BO3AYITHOTO TPAHCTIOPTA.

4, I'otoBHOCTH npeACTaBUTEIICH MEHEPKMEHTA pa3pabaTbIBaTh
TEXHOJIOTMH TPOIECCa CEepPBHUCA, Pa3BUBATh CHCTEMbl KIHMEHTCKHUX OTHOIICHHUH C
y4eToM TpeOOBaHUM MOTpeOUTEIISI.

5. Metoasl MoMCKa, KPUTHUECKOTO aHalu3a W CHUHTe3a WH(opMaiuu B
IpolIecce OpraHu3aIuy CEPBUCHOTO 00CITyKUBaHUsI TIOTpeOUTeNel Ha TPAHCIIOPTE.

6. MexaHu3M CHCTEMHOTO IMOJX0/Ia JIJIsi PElICHHs MMOCTaBJICHHBIX 3a7a4 B
npolecce opraHu3alid CEPBUCHOTO 00CTyKUBAHUS MOTPEOUTENEH Ha TPAHCIIOPTE.

7. Meronpl  TpPUMEHEHUS  CUCTEMHOTO  MOAXOAa  JJIA  pelieHUus
MOCTABIIGHHBIX 3aJlad B IIPOILIECCE OpraHU3allid CEPBUCHOTO OOCITYKHUBaHUS
noTpeduTenel Ha TpaHCIOpTe.

8. MeTonbl OCYIIECTBICHHS COLMATBHOTO B3aUMOJICUCTBHS M peaTn3aluu
CBOCHl polM B KOMaHIE B IMPOIECCEe OPTraHM3aIMU CEPBHCHOIO OOCIYKHUBaHUS
noTpeOuTenel Ha TPaHCIIOPTE.

9. Metonpl onpeneseHus MU pear3aldd CBOCWM pOJIM B KOMAHIE B
Ipolecce OpraHu3aluyd CEPBUCHOTO 00CTyKUBAHUS MOTPEOUTENEH HA TPAHCIIOPTE.

10. Metoasl obecriedeHHUs] COLMAIBHOTO B3aMMOJCKHCTBUS B IpoIlecce
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS OTPEOUTENICH HAa TPAHCTIOPTE.

11. MeToasl BOCHPUATHS MEXKYJIBTYPHOTO pa3HooOpasus oOIIecTBa B
COIIMAJIEHO - UCTOPUYECKOM, ITUYECKOM U (PHIOCOPCKOM KOHTEKCTax B IMPOIIECCe
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS OTPEOUTENICH HAa TPAHCTIOPTE.

12. Metoasl mpuUMEHEHUsI OCOOCHHOCTEH MEKKYJIBTYPHOTO pa3sHOOOpas3us
oOIecTBa B MPOIIECCe OpPraHU3aIlMi CEPBUCHOTO OOCITY)XHUBaHUS MOTpeOuTeneit Ha
TpPaHCIOPTE.

13. Metoasl pemieHWs MPOM3BOACTBEHHBIX KOH(MIMKTOB C  Y4ETOM
0COOEHHOCTEH MEXKKYIbTYPHOTO pa3HO0Opasmsi o0IIeCTBa B MPOIECCE OPTaHU3AIUU
CEPBHUCHOTO OOCITYKUBaHUS MOTPEOUTENEH HA TPAHCTIOPTE.

14. Metoanl CO3JIaHUS u MOJIJIEPIKKH 0€e30IacHbIX YCIIOBUM
KU3ZHEACATEIbHOCTH, B TOM YHUCJIE MPU BOZHUKHOBEHUM UPE3BbIUYAWHBIX CUTyallul B
MPOIIECCe OPraHU3alMi CEPBUCHOTO 00CIyKUBaHUS IOTpeOUTENel Ha TPAHCIIOPTE.
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15. Metoapl co3maHus M noAJepkKaHUS — O€30MACHBIX  YCIIOBUM
KHU3HEACIATETLHOCTH, B TOM YHCJIE MPU BO3HUKHOBEHUH UPE3BBIUAWHBIX CHUTYAIlMl B
MPOLIECCE OPTraHU3ALMK CEPBUCHOIO 00CITYyKMBaHUSI OTPEOUTENEH Ha TpaHCIOPTE.

16. Metoapl co3nanus U NOAAEPKKU O€30MacHBIX YCIOBUN 00CIYKUBaHUS
MacCaXUpPOB, B TOM YHCIE MNPH BO3HUKHOBCHHHM YPE3BBIYAWHBIX CUTyallUid B
MpoLIECCe OPraHU3alMKU CEPBUCHOIO 00CITYyKMBaHUSI IOTPEOUTENEH Ha TpaHCTIOPTE.

17. Metoasl TpPUMEHEHUS KIMCHTOOPUEHTHUPOBAHHBIX TEXHOJOTUH B
CEpPBUCHOW JESITEIbHOCTH Ha TPAHCIOPTE B YCIOBUAX B3aUMOJICHCTBUSA C
NOTpEOUTENSIMU, B TOM YHUCJIE€ WHTEPHET-NPOABMKEHUSI YCIyr B Ipolecce
OpraHu3aliy CEPBUCHOTO 00CITyKMBaHUS OTpeOUTENIel Ha TpaHCTIOPTE.

18. Meroasl yuacTusi B pa3pabOTKE CHCTEMBbI KIMEHTCKUX OTHOIICHUU U
OpraHu3aluy Ipoiecca OOCIY>KMBaHMSI TOTpeOUTeNledd Ha OCHOBE MPUMEHEHUs
3aKOHOJATENbHBIX aKTOB U IMPABOBBIX HOPM B MpPOLIECCE OPraHU3alli CEPBHCHOIO
o0cCy>KMBaHUS MOTpeOUTENEH Ha TPAHCTIOPTE.

19. Meronsl yd4acThs B COBEPIICHCTBOBAHWU CHUCTEMBI KIIMEHTCKUX
OTHOIIEHU B CEPBUCHON JESITENIbHOCTH Ha TPAHCIOPTE C MCMIOJIb30BaHUEM
MHTEPHET-TEXHOJOTUA B TPOIIECCE OpraHu3alli CEPBHCHOTO  O0CIYKUBaHUS
notpeduTenel Ha TpaHCIOPTe.

20. Meronbl BIaJCHHUS TEOPETHUSCKUMH 3HAHUSAMH U TPAKTUICCKUMU
npueMamMu YIOpaBJICHHS TMpoeKTaMu B cdepe oOcmyKuMBaHHMs B  Tpoliecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS OTpEOUTENel Ha TPaHCTIOPTE.

21. Metonpl  ympaBieHUS  TYPUCTCKO-PEKPEAIMOHHBIMU  TPOEKTaMH,
METO/IbI TJIAHUPOBAHMSI U MOHUTOPHUHT JEATEILHOCTH CEPBUCHOM KOMIIaHUU B chepe
TpaHCIIOPTa B MPOIIECCE OPTraHU3aIlMU CEPBUCHOIO 0OCTYy)KMBaHUSI IOTpeOUTENel Ha
TpaHCIIOPTE.

22.  Metonpl BbIOOpa MaTepUaNbHBIX PECYpPCOB, 0OOpYyIOBaHUS IS
OCYIIECTBJICHHS TIPOIIECCa CEPBUCA.

23. MexaHu3M MpOBEEHUS NIEPETOBOPOB C KIMEHTAMH IO MPETEH3UOHHBIM
ClIy4assM U OMpeJeleHUs TPUYUH BO3HUKHOBEHHS TMPETEH3W B Tmpolecce
OpraHu3alliy CEpBUCHOTO 00CITYKUBaHUS OTPEOUTENEeH HAa TPAHCTIOPTE.

24. Meronpl pa3pabOTKM M UCHOJB30BAHUS THUIIOBBIX TEXHOJIOTHMUECKHUX
IIPOLIECCOB.

25. Meronbl GpopMupoBaHUS U BHEAPEHUS KOPIOPATUBHBIX CTAHAAPTOB U
perjJamMeHToB IMPOLECCOB 0OCITyKUBaHUS TOTPEOUTENCH Ha TPaHCTIOPTE.

26. Meronpl B3auMOJEHCTBUS C KIMEHTaMM [0 OpTraHM3alUM Ipolecca
oOcy>KMBaHMsI TIOTpeOUTENel B cepe roCTeIPUUMCTBA B MPOLIECCE OpraHU3aIiu
CEpBUCHOTO 00CITYy)KUBaHUS MMOTpEOUTENEH HA TPAHCTIOPTE.

27. TpeOGoBaHus TPOU3BOACTBEHHOM IUCIHMIUIMHBL, MPaBHJI IO OXpaHe
TpyZJa U MOKapHON 0€30MaCHOCTH MPYU OCYIIECTBIEHUN TEXHOJIOTMYECKOro Mpouecca
B IIPOLIECCE OPTaHU3ALMH CEPBUCHOIO OOCITYKUBAHUS IOTPEOUTENIEH HA TPAHCIIOPTE.

28. Meronpl BbIOOpa OpPraHM3AIMOHHBIX pPEIICHUH s (OpMHUPOBAHUS
CEpBHUCHOM CHUCTEMBI OOCTY)KMBAaHHUS C HCIIOJB30BAHMEM METOJOB OpraHU3alUN U
yIpaBIeHHUs] UMYIIECTBEHHBIM a3pOIMOPTOBBIM KOMIIEKCOM M aKTUBAaMHU CEPBUCHBIX
OpEeINpUsATUNA Ha TPAHCIIOPTE B MPOIIECCE OPTraHU3AIMN CEPBUCHOTO OOCTYKHUBAHUS
noTpeduTeiei Ha TpaHCTOPTE.
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29. Mertonbl OCYILECTBIICHUS OpraHU3alMOHHOTO o0CIy)KUBaHUS
aBUAIIMOHHOW WHQPACTPYKTYpPHl M OPTaHMU3AMOHHOTO OOecTeueHus: IMpolecca
CEPBUCHOr0 OOCIYXHBaHUS B a3pONOpPTy U Ha OOPTy BO3AYIIHOIO Cy[HA B IIPOLECCE
OpraHu3ally CEPBUCHOTO 00CTYKMBAaHUS NOTPEOUTEIEH Ha TPaHCIIOPTE.

Tunosvie cumyayuonnbvie 3a0anus 07 peuerus Ha NPAKMU4ecKux 3aHAmusx

Kaxxgas pabodast rpynma TOTOBUT MPE3EHTAIIUIO CBOETO PEIICHUs MPOOIEeMbI U
B X0/1e 001Iel JUCKYCCUU 0OOOCHOBBIBAET HEOOXOUMOCTh €r0 PeATU3aliU:

[lpennoxute  MeTOABI  pa3pabOTKM W WCHOJB30BAHHWS ~ THIOBBIX
TEXHOJIOTUYECKUX IIPOLIECCOB C y4€TOM OOOCHOBAaHUS OCOOEHHOCTEH COLMAIBbHOIO
MEHEeDKMEHTa B OOCTY)KMBAaHWM HAa TPAaHCIOPTE Ha TMpUMEpe KOHKPETHON
OpraHu3aIHH.

Tema 16. Mapketunr u onpezaenenue 3pQHEKTUBHOCTH PabOThl CEPBHUCHOTO
NpEeaNpUsTUS Ha TPAaHCIIOPTE, B TOM YKCie B cepe BO3AYIIHOTO TPAHCIIOPTA

Ilepeuenvb munogvix 60npocos 0Jis YCMHO20 onpoca

1. Mecto cepBuca B CCTEME MAapKETUHTOBOU JESTEIILHOCTH MPEANPUATHS
Ha TpaHCIOpPTE, B TOM YHCJIe B cepe BO3AYIIHOTO TPAHCIIOPTA.

2. Crtpateruss M TakTUKa MapKETHHra CEPBUCHOTO TPEINPUATHS Ha
TPaHCIIOPTE, B TOM YUCJE B cpepe BO3AYIIHOIO TPAHCIIOPTA.

3. OcOOEHHOCTH CErMEHTHpPOBAaHUS BHYTPEHHETO MOTPEOUTETHCKOTO
pbiHKa Poccuu Ha TpaHcmopTe, B TOM 4MCIE B cpepe BO3AYIIHOIO TPAHCIIOPTA.

4, [IpennponakxHoe M MOCIENPOJAXKHOE OOCITYKHBAaHHUE B JEATEIBHOCTU
NpeIIpUATUs. HAa TPAHCIIOPTE, B TOM YKCIE B c(hepe BO3AYIIHOTO TPAHCIIOPTA.

5. Crpareruu nocienpo1axxHoro o0ciayKMBaHus Ha TPAHCIIOPTE, B TOM
qucie B cepe BO3AYIUIHOIO TPAaHCIIOPTA.

6. Opranu3zanus NOCIenpoIaXXHOro 00CTyKMBaHUS HAa TPAHCIOPTE, B TOM
qucie B cepe BO3AYIIHOIO TPaHCIIOPTA.

7. JlorucTuka cepBUCHOTO OOCITYXMBaHMs Ha TPaHCIOPTE, B TOM YHUCIIE B
cdepe BO3IyLIHOrO TPaHCIOPTA.

IIpumepHvie memwvi cooduenuii

1. Meroasl  OpPUMEHEHHMS  CHCTEMHOTO  MOJAXOJa  JUIsl  pElIeHus
MMOCTaBJICHHBIX 33/1a4.

2. Metoasl OCYHIECTBICHHS COLUATIBHOTO B3aUMOJICUCTBUS U pealin3aluu
CBOEH pOJIM B KOMAHJE.

3. Metoasl yMEHHS ONPENEIATh U PEATU30BbIBATh CBOIO POJIb B KOMAH/JIE.

4, MerTtoabl 00ecIIeYeHNs COLMAIBHOIO B3aUMOIEHCTBHSL.

d. Metoasl BOCHPUATHS MEXKKYJIBTYPHOTO pa3HooOpasus oOlecTBa B
COIMAIIEHO- HCTOPHUYECKOM, STUIECKOM U (QUI0CO(HCKOM KOHTEKCTaX.

6. Metoapl NpUMEHEHUs OCOOEHHOCTH MEKKYJIBTYPHOTO Pa3HOOOpa3us
oO11ecTBa.

1. Metoapl penieHuss TMPOU3BOJACTBEHHBIX KOH(PJIUKTOB C y4ETOM
0COOEHHOCTEW MEXKYJIBTYPHOTO pa3HO0Opa3us 00IIecTBa.

8. Mertoasl  co3maHus M HONJEPAKKM ~ O€30MacHbIX  YCIOBUH

KUBHCACATCIIbBHOCTH, B TOM YHUCJIC IIPH BO3HUKHOBCHHUHU I-Ipel?»BI)I‘-I.’:lI‘/'IHLIX CHTyaHHfI.
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9. Meronpl  co3gaHuss M MHOAJEp)KaHUsA ~ Oe30macHble  YCJIOBHS
KHU3HEACITETLHOCTH, B TOM YHCJIE TIPU BOSHUKHOBEHUH YPE3BbIUAHHBIX CUTYalli Ha
TPAaHCIIOPTE.

10. MeTtoapl co3nanus U NOAAEPKKU O€30MacHBIX YCIOBUH 00CTYKMBaHUS
MAacCaXKUPOB, B TOM YHUCJIC MTPH BOSHUKHOBEHUU YPE3BBIYAHBIX CHTYAIIHA.

11. Meroasl TpPUMEHEHUS KIMCHTOOPUEHTHUPOBAHHBIX TEXHOJOTUH B
CEpBHUCHOM JEATEIHHOCTH Ha TPAHCIOPTE B YCIOBUSAX B3aWMOJCUCTBUSA C
NOTPEOUTEISIMH, B TOM YHCJIE HHTEPHET-TIPOABI)KCHHUS YCIIYT.

12, Metoasl yyacTusi B pa3paboOTKe CHUCTEMbl KJIMEHTCKUX OTHOLIECHUU U
OpraHM3alMy Tpoliecca OOCTYyXHBaHHUS TOTpeOuTeNeld Ha OCHOBE NPHUMEHEHUs
3aKOHO/IaTEIHHBIX aKTOB U MIPABOBBIX HOPM.

13.  Meroasl yd4acTus B COBEPIICHCTBOBAHHWU CHUCTEMBl KIIMEHTCKUX
OTHOIICHUH B CEPBHCHON JIEATEIHHOCTH Ha TPAHCIOPTE C HCIIOJIBb30BaHUEM
MHTEPHET-TEXHOJIOTHiA.

14.  Metoasl BbIOOpa OPraHU3alMOHHBIX peIICHUN Mid (HOPMUPOBAHUS
CEPBHUCHOM CHUCTEMBI OOCTY)KUBAHHUSI C HCIIOJB30BAHUEM METOJOB OpraHU3aIluN U
yIpaBJICHUS UMYIIECTBEHHBIM a3pPOMOPTOBBIM KOMILIEKCOM M aKTHBAMH CEPBUCHBIX
NpeINpUATHI Ha TPAHCTIOPTE.

15. MeToasl  OCYHISCTBIIGHHS  OpPTaHHW3AIMOHHOTO  OOCITY)XHUBaHUS
aBUAIIMOHHOW WHQPACTPYKTYphl H OpTaHM3AIMOHHOE OOEeCIedeHue IMpolecca
CEpBUCHOT0 O0CIIy)KMBaHHsI B a3pOINIOPTY U HAa OOPTY BO3YILIHOTO Cy/HA.

16.  MeToapl BiIaAeHMUs TEOPETUYECKUMHU 3HAHUAMHU U IMPAKTUYECKUMHU
preMaMu yIpaBJIeHUs IPOEKTaMHU B cpepe o0CTyKUBaHMUSL.

17.  Meroasl  ymnpaBieHMsT TYpPUCTCKO-PEKPEAllMOHHBIMU  MPOEKTaMH,
METOIbl MJIAHUPOBAHUS U MOHUTOPHHT JESTEIBHOCTH CEPBUCHOI KOMIIaHUM B cepe
TpaHCIOpTA.

18. Meroasl BbIOOpa MaTepHANTBHBIX PECYpPCOB, OOOPYAOBaHUSA IS
OCYILIECTBJICHMsI Tpollecca CepBUCA, IMPOBOJUT IEPErOBOPbl C KIMEHTAaMHU IO
IPETEH3UOHHBIM CIIy4asiM U ONpeelisieT IPUIMHBI BOSHUKHOBEHHS IPETEH3U.

19.  Meroasl pa3pabOTKU M MCIOJIb30BAHUS TUIOBBIX TEXHOJIOTMUYECKUX
MPOLIECCOB, METOAbl (POPMUPOBAHUS M BHEAPEHHS KOPHOPATUBHBIX CTAaHAAPTOB U
perjJamMeHToOB MPOIECCOB OOCIYKMBAaHUS NOTpeOUTEeNeld Ha TPAHCHIOPTE, METOJIbI
B3aMMOJCHCTBUS € KJIMEHTaMHd II0 OpraHu3alud mporecca 00CIyKHUBaHUS
notpebureneil B cpepe rocTenpuruMcTBa.

20. Metoasl y4uTHIBaHHS TPeOOBaHUN MPOW3BOJACTBEHHOW IHCIUILUIMHBI,
OpaBWJ IO OXpaHe TpyAa M TMOXKapHOM O€30MacHOCTH TMpPH OCYIIECTBICHUU
TEXHOJIOTUYECKOTO Mpoliecca.

Tunogvle cumyayuorHvle 3a0anUs 015 peuerusl Ha NPAKMUYECKUX 3AHAMUAX

Kaxxgas paGouast rpymnma roTOBUT MPE3EHTAILUIO CBOETO PELIEHUS MPOOIEeMbl U
B X0/i€ 0011el AUCKYCCUU 0OOCHOBBIBAET HEOOXOIUMOCTD €T0 Peau3aliu:

[Ipennoxute MeToabl METOABI (HOPMHUPOBAHUS U BHEIPEHHSI KOPIIOPATUBHBIX
CTaHJAPTOB M PErJaMEHTOB IMPOIECCOB OOCITY)XHBAHHUS MOTPEOHUTENCH € ydeToM
00OCHOBaHUSI OCOOCHHOCTEH CErMEHTHUPOBAaHUS BHYTPEHHETO MOTPEOUTETHCKOTO
priHka Poccun Ha TpaHCIopTe Ha MpUMepe KOHKPETHON OpTaHU3alINH.
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IIpuMepHDBIii epedyeHb BOMPOCOB K IK3aMeHY /IJIsi IPOBeAeHHSI MPOMEKY TOUH O
aTTecTalMu Mo Jucuuminie «CepBUCHAs AeSITEILHOCTH HA TPAHCIIOPTE»
(3 cemecTp)

1. DKOHOMHUYECKAs CYIIHOCTh CEPBUCHON AESATENBHOCTU Ha TPAHCIOPTE, B
TOM YHKCJIE B cpepe BO3AYIIHOTO TPAHCIIOPTA.

2. OTHKa B CEpBUCHOMU JeATEIBHOCTU HA TPAHCIOPTE, B TOM YHUCIE B cepe
BO3JIYIIIHOT'O TPaHCIOPTA.

3. Cdepa yciyr B COBETCKHI EPUO.

4, JlenoBas »THKa M JEJIOBOM 3THUKET B cepe cepBrca Ha TPaHCIOPTE, B
TOM YKCJIE Ha BO3YIIIHOM TPaHCIIOPTE.

5. Knaccudukanus ycnyr Ha TpaHcmopTe, B TOM uucie B cdepe
BO3/yLIHOTO TPAHCIIOPTA.

6. [TonsiTue npodeccuoHanbHOrO KOAEKCa Ha TPAHCIOPTE, B TOM YHCIIE B
cdepe BO3IyIIHOTO TPAHCIIOPTA.

7. [Tpodeccuonanbhplii KoJIeKC pabOTHHKA C(Pephl cepBUca Ha TPAHCTIOPTE,
B TOM YHCJIE B cpepe BO3AYIIHOTO TPAHCIIOPTA.

8. WNunyctpus cepBrca Ha TpaHCIOPTE, B TOM YKcie B cepe BO3AYIIHOTO
TpaHCIIOPTA.

Q. [lcuxonorus cepBUCHON NIEATENTLHOCTH HA TPAHCIIOPTE, B TOM YHUCJIE B

cdepe BO3AyIIHOTO TPAHCIIOPTA.

10. TocynmapcTBEHHOE pETyJIUpPOBAaHUE CEPBUCHOM JIEATEILHOCTH Ha
TPAaHCIIOPTE, B TOM YHUCIIE B c(pepe BO3IYIIHOTO TPaHCTIOPTA.

11. Tlouartue umumka npeanpusTus. UMumpk npeanpusitus cepBuca Ha
TPAaHCIIOPTE, B TOM YHUCJIE B c(pepe BO3IYIIHOTO TPaHCIIOPTa.

12.  TocymapcTBO Kak CYOBEKT CEPBUCHOM NESATEIHHOCTH.

13. UWHudopmammoHHass KyJIbTypa W YPOBHH 3alllMThl HH(POpMAIIUU Ha
TPAHCTIOPTE, B TOM YHUCIe B cepe BO3AYITHOTO TPAHCIIOPTA.

14,  ®opwmsl oOcaykuBaHUs TTOTpeOUTENel B cepe cepBrca Ha TPAHCTIOPTE,
B TOM YHMCJIE Ha BO3IYIIHOM TPaHCIIOPTE.

15. Tlonsarue u cnenuduKa KOHTAKTHON 30HBI HA TPAHCIIOPTE, B TOM YUCTIE B
chepe BO3AYIIHOTO TPAHCIIOPTA.

16. JKu3HEHHBIN LUK YCIYyTH M €ro Y4eT B JESITEIbHOCTH MPEANPUATHS
CepBHCa Ha TPAHCIIOPTE, B TOM YHCIIE B cepe BO3AYITHOTO TPAHCIIOPTA.

17. TlomaTtme kaudecTBa yCIyr Ha TpaHCIOpTe, B TOM umcie B chepe
BO3/IYIIIHOTO TPAHCIIOPTA.

18. Vcuyra m ee cnenmduka Kak TOBapa Ha TPAHCIOPTE, B TOM YHCIIE B
chepe BO3AYIIHOTO TPAHCIIOPTA.

19. VmnpaBneHue KaduecTBOM Ha MPEANPHUSATHUAX CEPBUCA HA TPAHCIIOPTE, B
TOM YHCTIE B chepe BO3AYIITHOTO TPAHCIIOPTA.

20. IlpenmpomakHbIii CepBUC HA TpPAaHCIOPTE, B TOM dYucie B chepe
BO3JIYIITHOTO TPAHCTIOPTA.

21. OO6muiee ympaBieHrE TPEINPUATHEM CEPBUCA HA TPAHCTIIOPTE, B TOM
guciie B chepe BO3AYIIHOTO TpaHCTIOPTa: (DYHKIMH U 33/1a4H.
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22. llocnmenmponakHblii cepBUC Ha TpPAaHCIOPTE, B TOM 4ucie B cdepe
BO3/yLTHOTO TPAHCIIOPTA.

23. Ilpou3BOACTBEHHBIM MEHEHKMEHT Ha CEPBHCHOM NPEINPHUSATHN Ha
TPaHCIIOPTE, B TOM YHCIe B c(hepe BO3AYIIHOTO TPAHCIOPTA.

24.  VYciyru B apXxaudeckom oOIIEecTBe.

25. TlomsaTtue conmaabHOM OTBETCTBEHHOCTH, COIIMAJIBHBIA MEHEKMCHT Ha
CEepBUCHOM MpPEANPHUATHH HA TPAHCIOPTE, B TOM dHCIE B cdepe BO3AYIIHOTO
TpaHCIOpTa.

26.  Ycayru B CpegHeBEKOBOM OOIIECTBE.

27. MeHemKMEHT MepcoHaia Ha CEPBUCHOM MPEATNPUITHH Ha TPAHCIIOPTE, B
TOM YHCIIe B cpepe BO3AYITHOTO TPAHCIIOPTA.

28.  Ycayru B MHAYCTpUAIBHOM OOIIECTBE Ha TPAHCIOPTE, B TOM YHCIE B
cdepe BO3IyIIHOTO TPAHCTIOPTA.

29. CermeHranus notpeouTtenei B cdepe cepBuca Ha TPAHCIOPTE, B TOM
qrciie B chepe BO3AYIIHOTO TPAHCIIOPTA.

30. Cdepa ycnyr Ha TpaHCHOpPTE, B TOM dYHUCIE B cdepe BO3IYIIHOTO
TpaHCIOpTa B COBpeMeHHOU Poccuu.

31.  OpraHu3allMOHHO-TIPAaBOBbIC  (OPMBI  TPEANPUHUMATEIIBCTBA B
CEpBHCHOH JAESITENTbHOCTH Ha TPaHCIOPTE, B TOM dWcie B cdepe BO3IYNTHOTO
TpaHCIOpTa.

32. OpraHuzanoHHas  CTPYKTypa  CEpBHCHOTO  MPEANpHUSITHS  Ha
TPAaHCIIOPTE, B TOM YHCJIe B c(hepe BO3AYIIHOTO TPAHCTIOPTA.

33. TloctuHayctpuanbHOe OOIIECTBO M cdepa cepBHca Ha TPAHCIOPTE, B
TOM YKCJIE Ha BO3IYIIIHOM TPaHCIIOPTE.

34.  IlpenmnochuUiKu BOBHUKHOBEHUS M PA3BUTHSI CEPBUCHOMN JCSATEIHHOCTH.

35. Kymerypa B cdepe cepBuca Ha TpaHCIOPTE, B TOM uucie B cdepe
BO3/YIIHOTO TPAHCIIOPTA .

36. CepBucHas nesITENBHOCTh Kak (opMa yJIOBIECTBOPEHUS YEIOBEUYECKUX
OTpeOHOCTEH.

37. BrnusHue KynbTypbl Ha TIOBEICHHE TIOTPEOUTENEH HA TPAHCIIOPTE, B TOM
qucie B chepe BO3AYIIHOIO TPAHCIIOPTA.

38. [udposas MOOMIBHOCTH HACEICHHUS.

39. AccopTuMeHTHasl TOJHWTHKA B cepe cepBUca HA TPAHCIOPTE, B TOM
YuClie Ha BO3/YITHOM TPAHCIIOPTE.

40. DcreTuka B CepBUCE Ha TPAHCIIOPTE, B TOM YHUCIE B cepe BO3IYIITHOTO
TpaHCIIOPTA.

41. VHHOBanMOHHAs TIOJUTUKA CEPBUCHOTO MIPEANPUATHS HA TPAHCIIOPTE, B
TOM YHCJIE B cpepe BO3AYITHOTO TPAHCIIOPTA.

42. Mapxketunr B cepe ycIyr Ha TPAHCIOPTE, B TOM YUCIIE HA BO3AYIITHOM

TPaHCIIOPTE.
43. BeHuypHbIii Ou3HEC B cdepe cepBuca.
44.  HHauBHIyalbHO-TUYHOCTHBIC u COLIMAJIbHO-KOPIIOPATUBHEIC

MPEANOChUIKM pa3BUTUsl Ou3Heca B cepe ycinyr Ha TpaHCIOPTE, B TOM YHUCIE Ha
BO3JIYLITHOM TPaHCIOPTE.
45.  ®panuaif3uHr B cepe cepBuca.
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46. KoskypeHuuss B cdepe cepBuUca Ha TpPaHCIOPTE, B TOM 4YHUCJIE Ha
BO3TYIITHOM TPaHCTIOPTE.

47.  OcobeHHocTh paboOTbl B KOHTAaKTHOM 30HE C NOTpEOUTENEM,
KOHCYJIbTHPOBaHHE, COTJacoBaHWE BHUAA, (GOPMBI W Tpolecca cepBUCa Ha
TPaHCIOPTE, B TOM YHCIe B chepe BO3AYIIHOTO TPAHCTIOPTA.

48.  YyeT OCHOBHBIX IICHXOJIOTHYECKUX OCOOCHHOCTEH moTpedurens B
MPOIIeCcCe CEPBUCHOU JCSITCIIBHOCTH M WX BIIMSHHE HA BOCIPHUATHE KAayecTBa YCIYT
noTpeduTeneM Ha TPAHCIIOPTE, B TOM YHCIe B chepe BO3MAYIIHOTO TPAHCTIOPTA.

49.  JluBepcudukanuss CEPBUCHOM JACATEIBHOCTH B COOTBETCTBHUHM C
STHOKYJIbTYPHBIMU, UCTOPUUCCKUMHU U PEIUTHO3HBIMU TPAIUIIUSIMH HA TPAHCIIOPTE,
B TOM YHCIie B cepe BO3AYITHOTO TPAHCIIOPTA.

50. Jlorucrtuka Ha TPEINPHUSATHU CEPBHCA HA TPAHCIOPTE, B TOM YHUCIIC B
cdepe BO3IyIIHOTO TPAHCIIOPTA.

51. Texuomormu mpoIrecca cepBUCa HM  OCOOCHHOCTH  KIMEHTCKUX
OTHOIIICHWH C y4eTOoM TpeOOBaHMI TOTPEOUTENS] HAa TPAHCIIOPTE, B TOM YHCJIC B
cdepe BO3IyIIHOTO TPAHCIIOPTA.

52. OcCHOBBI AUBEPCH(PUKAIIMK CEPBUCHOM JCATCIHHOCTH B COOTBETCTBHH C
STHOKYJbTYPHBIMHU, UCTOPUYCCKUMH M PEITUTHO3HBIMU HA TPAHCIIOPTE, B TOM YHCJIC B
cdepe BO3IyIIHOTO TPAHCIIOPTA.

53. Meroasl moWcKa, KPUTUYECKOTO aHajiu3a M CUHTe3a HHPOpManuud B
npolecce opraHu3aliyd CEPBUCHOTO 00CTyKUBAaHUS MOTPEOUTENEH Ha TPAHCIIOPTE.

54. MexaHu3M CHUCTEMHOTO MOJXO0Ja JIJISl PEIIeHUs MOCTaBJICHHBIX 3a/1a4 B
npolecce opraHu3aliyd CEPBUCHOTO 00CTyKUBaHUS MOTPEOUTENEN Ha TPAHCTIOPTE.

55.  Meroasl mpUMEHEHUsT ~ CUCTEMHOTO  MOAXOJa JJIA  pelieHUus
MOCTaBJIEHHBIX 3aJlad B IIPOILIECCE OpraHU3allid CEPBUCHOTO OOCTYKHUBaHUS
noTpeOuTenel Ha TPaHCIIOPTE.

56.  Mertoasl OCYIIECTBICHUS COIMATIBHOTO B3aUMOJICHCTBHS U peaanu3aluu
CBOCH polM B KOMaHIE B IMPOIECCE OPTraHM3AIMU CEPBHCHOTO OOCIYKHUBaHUS
noTpeOuTenel Ha TPaHCIIOPTE.

57. Meroasl ompeneneHUsT W pealu3alud CBOEH pojad B KOMaHAE B
MPOoIIeCcCe OpTraHU3aIMK CEPBUCHOTO 00CITYKMBaHUS TOTPEOUTENEH Ha TPAHCTIOPTE.

58. Meroasl oOecredeHHs COIMAILHOTO B3aWMOJICUCTBUS B TIpoliecce
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS OTPEOUTENICH HAa TPAHCTIOPTE.

59. Meroasl BOCTIPHUATHS MEXKKYIbTYPHOTO pa3HOOOpa3usi oOIlmecTBa B
COIIMAJIFHO - UCTOPUYECKOM, ITHYECKOM U (PMI0CcOPCKOM KOHTEKCTaxX B IMpoIliecce
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS MOTPEOUTENICH HAa TPAHCTIOPTE.

60. MeToapl MPUMEHEHHS OCOOCHHOCTEH MEXKYJIbTYPHOTO pPa3HOOOpa3us
oOIecTBa B MPOIIECCE OPTraHU3aIi CEPBUCHOTO OOCITY)XHUBaHUS MOTpeOuTeneit Ha
TPaHCIIOPTE.

61. Meroapl pemieHUsT MPOU3BOJCTBEHHBIX KOH(MDIUKTOB C  Y4ETOM
0COOEHHOCTEH MEXKKYJIbTYPHOTO pa3HO0Opasmsi o0IIeCTBa B MPOIECCE OPTaHU3AIUU
CEpPBUCHOIO O0CTYKMBaHUS MOTPEOUTENEH HA TPAHCIIOPTE.

62. Meroapl  co3maHWS W TOMJNCPKKHA  OE30MACHBIX  YCIOBHM
KU3HEJIEATECITLHOCTH, B TOM YHCIIC TP BOSHUKHOBEHUHW UPE3BBIYAMHBIX CUTYAIlUN B
MPOIIECCe OPTaHU3AIMH CEPBUCHOTO 0OCITY)KMBaHUSI TOTPEOUTENCH HA TPAHCTIOPTE.
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63. Meroasl co3maHMs WM TOAJEpKaHUA ~ O€30MacHBIX  YCIOBUM
KHU3HEACITETLHOCTH, B TOM YHCJIE MPU BO3HUKHOBEHUH UPE3BbIYAHBIX CUTYaIlUi B
MPOIECCE OPTaHU3AIMU CEPBUCHOTO 00CITYy)KMBaHUS TOTPEOUTENCH HA TPAHCIIOPTE.

64. Meroabl co3qaHus U MOAAEPKKUA O€30MACHBIX YCIOBUN OOCITYyKUBaHUS
MacCaXUpPOB, B TOM YHCIE MNPH BO3HUKHOBCHHHM YPE3BBIYAWHBIX CUTyallUid B
MPOIECCEe OpPTraHU3aIMU CEPBUCHOTO 00CITYy)KMBaHUS TOTPEOUTENCH HAa TPAHCIIOpTE.

65. Mertoapl TNpUMEHEHHs] KIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUH B
CEpBHUCHOHM JEATEIHHOCTH Ha TPAHCIIOPTE B YCIOBUSX B3aWMOJCUCTBUSA C
noTpeOUTesIMA, B TOM YHCIE HMHTEPHET-IPOJABMKCHHSI YCIyr B TpoIecce
OpTraHU3alMU CEPBUCHOTO OOCTYKUBAHUS MOTPEOUTENCH HA TPAHCTIOPTE.

66. Mertoapl y4dactus B pa3pabOTKE CUCTEMBl KIMEHTCKUX OTHOUICHHH W
OpraHM3alMy Tpoliecca OOCTYyXHBaHUS TOTpeOuTeNeld Ha OCHOBE NPHUMEHEHUs
3aKOHO/IATEIHHBIX aKTOB W MPAaBOBBIX HOPM B IMPOIIECCE OPTaHU3AIMUA CEPBHUCHOTO
oOCITy>)KHBaHHS MOTPEOUTENEH Ha TPAaHCTIOPTE.

67. Meroapl y4dacTHSI B COBEPIICHCTBOBAHMHM CHCTEMBI KJIMEHTCKHUX
OTHOIICHUH B CEPBHCHOW JIEATEIHHOCTH HA TPAHCIOPTE C HCIOIH30BAHUEM
MHTEPHET-TEXHOJOTHI B TMPOIECCe OpraHu3allid CEPBUCHOTO OOCTYKHWBaHUS
notpeOuTeNnel Ha TPAaHCTIOPTE.

68. Meroapl BiIAAEHUS TEOPETUYCCKUMH 3HAHUSIMH W TPAKTUYCCKUMHU
npueMaMu  YOpaBlieHUsT TMpoekTamMu B cdepe o0OCTyXMBaHUS B  IpoIiecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS OTpEOUTENel Ha TPaHCTIOPTE.

69. Meroabsl ympaBleHUS  TYPUCTCKO-PEKPEAIMOHHBIMU  MPOEKTAMH,
METO/IbI TUIAHUPOBAHUS U MOHUTOPHUHT JESTEILHOCTH CEPBUCHON KOMIIaHUH B cepe
TpaHCIIOPTa B MPOIIECCE OPTraHU3aIlMU CEPBUCHOIO 0OCTYy)KMBaHUSI IOTpeOUTENel Ha
TpaHCIIOPTE.

70. Meroasl BBIOOpa MaTepUAIbHBIX PECYpPCOB, OOOPYIOBaHHS IS
OCYIIECTBJICHHS TIPOIIECCa CEPBUCA.

71. MexaHu3M IMPOBEICHUS MEPETOBOPOB C KIMEHTAMU 10 MPETCH3NOHHBIM
CIy4asiM U OMpeJeieHUs TPUYMH BO3HUKHOBEHHS TMPETEH3W B Tmpolecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS TOTPEOUTENICH HAa TPAHCTIOPTE.

/2.  Metoasl pa3pabOTKM U HCIIOJIB30BAHUS THUIIOBBIX TEXHOJIOTHMUECKHUX
MIPOLIECCOB.

73. Mertoasl GoOpMUPOBaHUS W BHEAPEHUS KOPIOPATUBHBIX CTAaHAAPTOB M
perjJamMeHToB IMPOLECCOB 0OCITyKUBaHUS TOTPEOUTENCH Ha TPaHCTIOPTE.

74.  Mertoabl B3aUMOAEMCTBHS C KIMEHTAaMH IO OpraHM3alMM Ipolecca
oOcy>KMBaHMsI TIOTpeOUTENel B cepe roCTeIPUUMCTBA B MPOLIECCE OpraHU3aIiu
CEpBUCHOTO 00CITYy)KUBaHUS MMOTpEOUTENEH HA TPAHCTIOPTE.

75. TpeboBaHusi MPOU3BOJACTBEHHOW ITUCIHUIUIMHBL, TMPaBWJI IO OXpaHe
TpyZAa U MOXapHOU 0€30MaCHOCTH MPH OCYIIECTBICHUH TEXHOJIOTHYECKOro Mpolecca
B IIPOIIECCE OpraHU3aIMi CEPBUCHOTO 00CTYKMBAaHUS OTpeOUTENeH Ha TPAHCTIOPTE.

76. Mertoapl  OCYIIECTBICHHMS  OpPraHM3alMOHHOTO  OOCITYXHBaHHS
aBUAIIMOHHOW WHQPACTPYKTYpPHl M OPTaHMU3AlMOHHOTO OOecrleueHus Impolecca
CEpBUCHOTO OOCITYXHBAHUS B a3pOINOPTY U HAa OOPTY BO3AYIIHOTO CyAHA B MPOIECCE
OpTraHM3alUK CEPBUCHOTO 0OCTYXUBAaHUS OTPeOUTENEH HAa TPAHCTIOPTE.
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IIpuMepHbIii epevyeHb BOMPOCOB K IK3aMeHY /ISl MPOBeIeHHUsT ITPOMEKYTOYHOM
aTTecTalMu Mo Jucuuminie «CepBUCHAs AeSITEILHOCTH HA TPAHCIIOPTE»
(4 cemecTp)

1. DKOHOMHUYECKAs CYITHOCTh CEPBUCHOM JCATEILHOCTH Ha TPAHCIOPTE, B
TOM YHCIIe B cepe BO3AYITHOTO TPAHCTIOPTA.

2. DTHKa B CEPBUCHON JEATEILHOCTH HA TPAHCIIOPTE, B TOM YHCIE B cepe
BO3/IYIITHOTO TPAHCIIOPTA.

3. Cdepa ycayr B coBeTckuit nepuos. [lemoBasi 3TUKa U JEJIOBOM ATUKET B
cdepe cepBrca Ha TPAHCIIOPTE, B TOM YHCJIC HA BO3IYIITHOM TPAHCTIOPTE.

4, Knaccudpukanus yciayr Ha TpaHCIOpPTE, B TOM uucie B cdepe
BO3/yIIHOTO TPAHCIIOPTA.

5. [TonsTne mpodeccuoHaAIBHOTO KOJCEKCa Ha TPAaHCIOPTE, B TOM YHCIIC B
cdepe BO3IyIIHOTO TPAHCIIOPTA.

6. ITpodeccronanbHbIi KOJEKC paOOTHHKA C(ephbl CEpBHCca Ha TPAHCIIOPTE,
B TOM YHCJIe B chepe BO3AYIITHOTO TPAHCIIOPTA.

7. WNuaycTpus cepBuca Ha TPAHCIIOPTE, B TOM YHCIIC B cepe BO3AYITHOTO
TpaHCIOpTa.

8. [Icuxosmorust CepBUCHOM NIEATEILHOCTH HAa TPAHCIOPTE, B TOM YHCJIC B
cdepe BO3IyIIHOTO TPAHCIIOPTA.

Q. l'ocynapcTBeHHOE  peryaupoBaHHE CEPBUCHOM  JEATENBHOCTH  Ha
TPAaHCIOPTE, B TOM YHCIIE B Cpepe BO3AYIIHOTO TPAHCIIOPTA.

10. TlonsTne umuka npeanpusTis. UMumx npeanpustus cepBuca Ha
TPAaHCIIOPTE, B TOM YHCIIE B Cpepe BO3IYIIHOTO TPAHCIIOPTA.

11. TocynapcTBO Kak CyObEKT CEPBUCHOM JIEATETLHOCTH.

12. WudopmamuonHas KyJabTypa W YPOBHH 3alluThl WH(pOpMamuu Ha
TPAHCIIOPTE, B TOM YHUCIe B cepe BO3AYITHOTO TPAHCIIOPTA.

13. ®opmbl oO6cmy)uBaHuUs TOTpedUTeNel B chepe cepBrca Ha TPAHCIIOPTE,
B TOM YHCJI€ HA BO3YITHOM TPAHCIIOPTE.

14. Tlonstre u cnenudrKka KOHTAKTHOM 30HBI HA TPAHCIIOPTE, B TOM YHCIIC B
chepe BO3AYIIHOTO TPAHCIIOPTA.

15.  JKXu3HEHHBIH UK YCIYTH W €ro y4eT B JEATEIbHOCTH MPEATPHUSATHS
CepBHCa Ha TPAHCTIOPTE, B TOM YHUCJIE B Chepe BO3AYIIHOT'O TPAHCIIOPTA.

16. TlonsTHe KauecTBa yCIyr Ha TpPaHCIOPTE, B TOM dYHCIE B chepe
BO3/IYIIIHOTO TPAHCIIOPTA.

17. VYcnyra m ee cnenuduka Kak TOoBapa Ha TPAHCIOPTE, B TOM YHCIE B
chepe BO3AYIIHOTO TPAHCIIOPTA.

18. VYmpapieHwe Ka4ecTBOM Ha TMPEANPHUATHAX CEPBHUCA HA TPAHCIIOpPTE, B
TOM 4ucJe B chepe BO3AYITHOTO TPAHCIIOPTA.

19. IlpenmpomakHbIii CEpBUC HA TpaHCHOPTE, B TOM HHCIe B cdepe
BO3JIYIITHOTO TPAHCTIOPTA.

20. OOGmiee ympaBieHHE MPEANPUATHEM CEPBUCA HA TPAHCIIOPTE, B TOM
yucie B chepe BO3AYIUTHOTO TPaHCIIOPTa: (DYHKIUU U 3a/1a4H.

21. TlocmenpomakHbIN CEpBUC HA TPAHCIIOPTE, B TOM 4YHCIE B cdepe
BO3JIYIITHOTO TPAHCTIOPTA.
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22. Ilpow3BOACTBEHHBI MEHEIXMEHT Ha CEPBUCHOM MPEANPUATHH Ha
TPaHCIIOPTE, B TOM YHUCIIE B cpepe BO3AYIIHOTO TPAHCIIOPTA.

23. Ycayru B apxaudeckoM OOIIeCTBeE.

24. TloHsTHE COIMAILHOM OTBETCTBEHHOCTH, COLMAJILHBIM MCHCIKMCHT Ha
CEpBUCHOM MPEANPHUATHH HA TPAHCIOPTE, B TOM dHCIE B cdepe BO3AYIIHOTO
TpaHCIopTa.

25. Ycayru B CpelHEBEKOBOM OOIIECTBE.

26. MeHemKMEHT TIepCcoHalia Ha CEPBUCHOM MPEANPHUSATHH Ha TPAHCIIOPTE, B
TOM YHCIIe B cepe BO3IYITHOTO TPAHCTIOPTA.

27. Ycayru B MHAYCTPUAIBHOM OOIIECTBE HAa TPAHCIOPTE, B TOM YHCIIE B
cdepe BO3IyIIHOTO TPAHCTIOPTA.

28. CermeHTtanus notpeduTeneil B cdepe cepBrca Ha TPAHCIOPTE, B TOM
grciie B cepe BO3IyIIHOTO TPAHCTIOPTA.

29. Cdepa yciyr Ha TpaHCHOpPTE, B TOM uHclIe B cdepe BO3AYUIHOTO
TpaHCIOpPTa B COBpeMeHHOU Poccuu.

30. OpraHu3allMOHHO-TIPABOBBIE  (OPMBI  TMPEANPUHUMATEIHCTBA B
CEpBHUCHOH JESITETbHOCTH Ha TPAHCIOPTE, B TOM YHWCiIEe B chepe BO3MLYIIHOTO
TpaHCIOpTa.

31. OpraHuzalMoHHAs CTPYKTYypa CEPBUCHOTO MPEINPHUATHS HA TPAHCIIOPTE,
B TOM YHCIIe B cpepe BO3AYIITHOTO TPAHCIIOPTA.

32. ITloctuHmycTpuanbHOEe OOIIECTBO M cepa cepBHUca Ha TpaHCIOpPTE, B
TOM YHKCJIE HA BO3YIIHOM TPAHCIIOPTE.

33. IlpeanochbUIku BOSHUKHOBEHUS U PA3BUTUS CEPBUCHOM €SI TEIILHOCTH.

34. Kynbrypa B cdepe cepBuca Ha TpaHCHOpTe, B TOM uucie B cdepe
BO3/yIIHOTO TPAHCIIOPTA.

35. CepBucHas JesATEIbHOCTh Kak (opMa YAOBIECTBOPEHHS YEITOBEYECKUX
OTpeOHOCTEH.

36. BuusHHe KyIbTYphl Ha TTOBEJCHUE MTOTpeOUTENICH HA TPAHCTIOPTE, B TOM
quclie B cpepe BO3AYIIHOTO TPAHCIIOPTA.

37. AccopTHMeHTHas MOJIUTUKA B cepe cepBrca Ha TPAHCIIOPTE, B TOM
YHCcIie Ha BO3YILIHOM TPaHCIOPTE.

38. Dcrteruka B CepBHCE Ha TPAHCIIOPTE, B TOM YHCIE B Chepe BO3IYIITHOTO
TpaHCIIOpTa.

39. lHHOBanMOHHAS MOJUTUKA CEPBUCHOTO MPEANPHUSATHS HA TPAHCIOPTE, B
TOM 4HCJIe B cepe BO3YIIHOTO TPaHCTIOPTA.

40. MapkeTuHr B cepe yciayr Ha TpaHCIIOPTE, B TOM YHCIIE HA BO3AYIIHOM
TPaHCIIOpTE.

41. BenuypHblii Ou3HEC B cepe cepBHcA.

42. VamuBuayambHO-TUYHOCTHBIC u COLIMATbHO-KOPIIOPATHUBHBIE
NPEINOChUIKH Pa3BUTHs OW3Heca B cdepe ycIayr Ha TPAaHCIOPTE, B TOM YHWCIE Ha
BO3/yLITHOM TPAHCIIOPTE.

43. ®panuaitzuHr B chepe cepBuca.

44, KonkypeHuusi B cdepe cepBuca Ha TpaHCHOpPTE, B TOM 4YHUCIE Ha
BO3yLITHOM TPAHCIIOPTE.
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45. OcobenHoctn pabOTBl B KOHTAaKTHOM 30HE C MOTpeOUTENEM,
KOHCYJIbTUPOBaHME, COTJacOoBaHME BUAA, (QOpPMBI U Ipolecca CcepBUCa Ha
TPaHCIIOPTE, B TOM YHUCIIE B cpepe BO3AYIIHOTO TPAHCIOPTA.

46. Yyer OCHOBHBIX ICHUXOJOIMYECKUX OCOOEHHOCTEH moTpeduTens B
MPOLIECCE CEPBUCHOW JESITEIbHOCTH U MX BIMSHUE Ha BOCIPUATHE KAayecTBA YCIYT
NOTpeOUTENIEM Ha TPAHCIIOPTE, B TOM YHUCIIE B C(hepe BO3AYIIHOTO TPAHCIIOPTA.

47. JluBepcudukanus CEpBUCHOM JAESATEIBHOCTH B COOTBETCTBHM C
ATHOKYJIBTYPHBIMH, UCTOPUUECKUMU U PEIIUTHO3HBIMU TPAIUIIMIMHU Ha TPAHCHOPTE,
B TOM uucJje B cepe BO3AYUTHOTO TPAHCIIOPTA.

48. Jloructuka Ha MPENNPUATHH CEPBUCA HA TPAHCIOPTE, B TOM YHCIE B
cdepe BO3IyIIHOTO TPAHCIIOPTA.

49. TexuHosoruu npouecca cepBuca U 0COOEHHOCTH KIMEHTCKUX OTHOUIEHUH
C ydeTroM TpeOOBaHUI MOTpeOUTENsT Ha TpaHCIOPTe, B TOM 4YHUCIEe B cdepe
BO3/yLIHOTO TPAHCIIOPTA.

50.  OcHoBBI AuBepcU(]PUKAIIMN CEPBUCHOU ACATETLHOCTH B COOTBETCTBHUH C
ATHOKYJIbTYPHBIMHU, UCTOPUYECKUMHU U PEIIMTHO3HBIMH Ha TPAHCIIOPTE, B TOM UYHUCIIE B
cdepe BO3IyIIHOTO TPAHCIIOPTA.

51. Mexanusm paboThl B  KOHTAaKTHOM 30HE C  TOTpeOUTENEM,
KOHCYJIbTUPOBAaHUIO, COTJIACOBAaHUIO BHUJA, (OpMBI M mpolecca cepBUca Ha
TPAaHCIIOPTE, B TOM YHCIIE B Cpepe BO3AYIIHOTO TPAHCIIOPTA.

52. Ilcuxomornueckre OCOOEHHOCTH TOTPEOUTENsT B MPOIECCE CEPBUCHOM
JESTEIHHOCTH HA TPAHCIIOPTE, B TOM YHUCIE B cepe BO3AYIIHOTO TPAHCIIOPTA.

53 Meronbl TOHMCKAa, KPUTHYECKOTO aHaiM3a W CUHTe3a WHMOpMaluu B
npolecce opraHu3aliyd CEPBUCHOTO 00CTYKUBAHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

54. MexaHu3M CHCTEMHOTO TOJIXO0Jla /I PEIICHUs MOCTAaBIEHHBIX 3a/lay B
Ipolecce opraHu3aluy CEPBUCHOTO 00CTyKUBAaHUS MOTPEOUTENEH HA TPAHCIIOPTE.

55. Meronbl  TMpUMEHEHUS ~ CHUCTEMHOrO0  MOAXOAa IS peIIeHUus
MOCTABIICHHBIX 3aJlad B TPOILIECCE OpraHU3allud CEPBUCHOTO OOCTY>KHUBaHUS
noTpeOuTenel Ha TPaHCIIOPTE.

56. MeTonbl OCYIIECTBICHHUS COIMATBLHOTO B3aUMOJICUCTBHS U pPEean3aIluu
CBOEH pOJM B KOMaHAE B MPOLIECCE OpraHU3allMd CEPBUCHOIO OOCIYKHBaHUS
noTpeduTeNeil Ha TpaHCTIOPTeE.

o57. MeTtonbl onpenesieHNs U pealnu3ali CBOEH poJi B KOMaHA€e B MpoIecce
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS MOTPEOUTENICH HAa TPAHCTIOPTE.

58. Metonpl obOecriedyeHHs] COIMAIBHOTO B3aMMOJCHCTBHS B IPOIECCE
OpraHu3alUy CEPBUCHOTO 00CITYKUBAHUS MOTpeOUTENIe Ha TPaHCTIOPTE.

59. MeTonbl BOCHPUSATHS MEXKYJIbTYPHOTO pa3HOOOpas3usi oOOIIecTBa B
COIMAJILHO - UCTOPUYECKOM, dTHYECKOM U (PritocockoM KOHTEKCTax B Mpoliecce
OpraHU3alUy CEPBUCHOTO 00CITYKMBAHUS MOTpeOUTENIe Ha TPaHCTIOPTE.

60. Meroasl npUMEHEHHS OCOOCHHOCTEH MEKKYJIbTYPHOTO pa3zHOOOpa3us
oOl1iecTBa B MPOIECCE OpPraHU3allul CEPBUCHOIO OOCIY>KUBaHUS MOTpEOUTENEH Ha
TpaHCIIOPTE.
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61. Metoapl pemieHUs NPOU3BOJCTBEHHBIX KOH(IUKTOB C  YYETOM
O0COOCHHOCTEHM MEXKKYJIBTYPHOTO pa3HOOOpa3usi 00IIECTBAa B MPOIIECCE OpraHU3aIun
CEPBUCHOTO OOCITYXKUBaHUA MOTPeOUTENEH HA TPAHCIIOPTE.

62. Metoapl  co3maHMs M TNOLAEPKKM — O€30MACHBIX  YCJIOBHUU
KU3ZHEJEATEIbHOCTH, B TOM YHCJI€ TP BO3HUKHOBEHUM YPE3BbIYAWHBIX CUTyallull B
MpoLIECCe OPraHU3alMKU CEPBUCHOIO 00CITYyKMBaHUSI IOTPEOUTENEH Ha TpaHCTIOPTE.

63. Metoapl co3maHMs M MOAJAEpXKAHUS ~— O€30IaCHBIX  YCIIOBUH
KU3ZHEJEATEIbHOCTH, B TOM YKCJI€ TP BO3HUKHOBEHUH YPE3BbIYAHHBIX CUTYyallMi B
MpoLIeCCe OPraHU3alMKU CEPBUCHOIO 00CITyKMBaHUSI IOTPEOUTENEH Ha TPaHCTIOPTE.

64. MeToapl co3gaHus U MOAACPKKHU OE30MACHBIX YCIOBUIA OOCTYKHUBAHUS
NaccakXMpoB, B TOM YHCIE MPU BO3HHUKHOBEHHWU 4YPE3BbIYAWHBIX CUTyallud B
npolecce opraHu3aliyd CEPBUCHOTO 00CTyKUBAHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

65. MeToapl TOpPUMEHEHHS KIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTHHA B
CEpPBUCHOW JIESITEIbHOCTH Ha TPAHCIOPTE B YCIOBUAX B3aUMOJICHCTBUSA C
NOoTpeOUTENIMH, B TOM YHCIE€ WHTEPHET-MPOJABIKEHHUS YCIyr B Ipolecce
OpraHu3aliy CEpBUCHOTO 00CITYKMBaHUS OTpEOUTENIel Ha TPaHCTIOPTE.

66. MeToapl ywyacTusi B pa3pabOTKe CHUCTEMbl KIMEHTCKUX OTHOUICHUH W
OpraHu3aluy Impoiecca OOCIY>KMBaHMSI TOTpeOUTeNed HAa OCHOBE MPUMEHEHUS
3aKOHOJATENbHBIX aKTOB W IMPABOBBIX HOPM B MPOLIECCE OPraHU3ali CEPBHCHOIO
o0Cy>KMBaHUSI MOTpeOUTENEH Ha TPAHCTIOPTE.

67. Meroapl yyacTHsi B COBEpIICHCTBOBAHMM CHUCTEMBl KIMEHTCKHUX
OTHOLLIEHU! B CEPBUCHOM JEATENbHOCTM HA TPAHCHOPTE C MCIOIb30BAHUEM
MHTEPHET-TEXHOJOTUIl B IpOLECCe OpraHu3allid CEPBUCHOTO O00CITYKHUBaHUs
notpeOuTenel Ha TPaHCIIOPTE.

68. Metoapl BIAJEHUS TEOPETUYECKUMHU 3HAHUSAMU W HPAKTHYECKUMHU
OpueMaMu YOpaBlIeHUs TMpoeKTaMu B cdepe o0OcayKUBaHUS B  Ipoliecce
OpraHU3alUU CEPBUCHOIO OOCTYXKUBAaHUS NOTPeOUTENIEH HAa TPAHCIIOPTE.

69. Meroasl ynpaBieHUsl TYPUCTCKO-PEKPEAIMOHHBIMU IPOEKTaMH, METO/IbI
IUIAaHUPOBAaHUS W MOHUTOPUHI JEATEJIBHOCTH CEPBUCHOM KOMIIAHUU B cdepe
TPaHCIIOpPTa B MPOLIECCE OPTaHU3aLUU CEPBUCHOTO OOCIYyKUBaHUS MOTpeOUTENe Ha
TPAHCIIOPTE.

70. Meronsl BbIOOpa MaTepUaJbHBIX PECypcoB, OOOPYIOBAHMS IS
OCYIIECTBIICHHSI MIPOLIECCA CEPBUCA.

/1. MexaHnu3M NpPOBEIEHUS MIEPETOBOPOB C KIMEHTAMH MO MPETEH3NOHHBIM
CIly4astM MW ONpEIEJCHUs IPUYMH BO3HUKHOBEHHs MPETEH3Hl B IpouLecce
OpraHU3alUU CEPBUCHOTO 00CTYXUBAaHUS NOTpeOUTENIEeH HAa TPAHCIIOPTE.

72. Metonsl pa3paOOTKH M UCHOJIB30BAHUS THUIIOBBIX TEXHOJOTHYECKUX
IIPOLIECCOB.

73. Metonasl GopMUpOBaHUS M BHEAPEHHUS KOPIOPATUBHBIX CTAaHIAPTOB U
perJamMeHToB MPOIECCOB 0OCITyKUBaHUS MTOTPEOUTENEH Ha TPAHCTIOPTE.

/4.  Metoapl B3aMMOJEWCTBHS C KJIMEHTaMHM 110 OpraHU3allMM Ipolecca
oOcny>)xuBaHusi oTpeduTene B chepe rocTenpuuMcTBa B MPOLECCE OpraHU3aluu
CEpPBUCHOI0 00CTYKMBaHUS MOTPEOUTEIEH HA TPAHCIIOPTE.
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75. TpeboBaHus MPOU3BOACTBEHHOM NUCIMIUIMHBI, IPaBUII MO OXpaHe TpyJa
U TOXapHOM 0€30MacHOCTH NpPH OCYLIECTBICHUH TEXHOJOTMYECKOro Ipolecca B
MPOLIECCE OPTraHU3ALMK CEPBUCHOIO 00CITYyKMBaHUSI IOTPEOUTENEH Ha TpaHCIIOPTE.

76. Metoapl BbIOOpa OPraHM3alMOHHBIX pEUIEHUH s (POPMUPOBAHUS
CEpPBUCHOW CHUCTEMBI OOCIY>KMBaHMS C HCIOJIB30BAHUEM METOJOB OpPraHU3ALMHU U
yIPaBJI€HNs UMYUIECTBEHHBIM a’pONOPTOBBIM KOMILJIEKCOM M aKTHMBaMHU CEPBUCHBIX
MPEeANpPUATANA Ha TPAHCIIOPTE B MPOLIECCE OPTaHMU3ALUMU CEPBUCHOTO OOCIYKMBaHUS
noTpeduTeiei Ha TpaHCTIOpTe.

TunoBble NpakTHYeCKHE 3aJAHUSA VISl IPOBEACHUS MMPOMEKYTOUYHOM
arrectannu (3K3aMeHa) Mo AucuuIiinHe «CepBUCHAA 1eATEJIbHOCTH HA
TPAHCIIOpTE»

1. OxapaKkTepu3yWTe TEXHOJIOTMH CEPBUCHOTO OOCTY)KHWBaHHS, TNpejaras
HOBYIO CTPYKTYPy B3aMMOOTHOIICHHH C KIMEHTOM B TIPOILIECCEe pa3pelieHus
KOH(MJIUKTHBIX CHTyaIluid B TPOIECCE ATAmoB (POPMUPOBAHMS B3aMMOOTHOIICHUN C
KJIMEHTOM C Y4eTOM TpeOoBaHUH OTpeOuTeNs B chepe BO3AYIIHOTO TPAHCIIOPTA.

2. OxapakTepu3yHTe CEpPBUCHYIO JIEATCILHOCTH B COOTBETCTBUHU C
STHOKYJbTYPHBIMH, HWCTOPUYCCKUMH W PEIUTHO3HBIMU TPAIULIUSIMH B cdepe
BO3IYIITHOT'O TPAHCIIOPTA.

3. OxapakTepu3yiiTe OCHOBHBIE TICUXOJIOTUYECKHE OCOOCHHOCTH MOTPEOUTENS
B IIPOLIECCE CEPBUCHOTO OOCTY>KUBaHUS B c(hepe BO3IYIIHOTO TpaHCIIOPTa.

4. OxapakTepu3yte OdTambl OKa3aHUS YCIAYr B KOHTAKTHOM 30HE C
noTpeduTeNeM, 3Tanbl KOHCYJIbTHPOBAHUS, JTaIlbl COIVIACOBAHUS BHUBI, (GOPMBI U
nporecca o0caykuBaHus B chepe BO3AYIIHOTO TPAHCIIOPTA.

5. OxapakTepusyiite METOAbl YIPABICHUS TYPHUCTCKO-PEKpPEAMOHHBIMU
NPOEKTaMH, METOIbl IJITAHUPOBAHHS W MOHHUTOPHHI JEATEIbHOCTH CEPBHCHOMU
KOMIIaHUU B c(hepe TpaHcmopTa

6. OxapakTepu3ydWTe METOJbI  BbIOOpAa  MaTepPHAIBHBIX  PECYpPCOB,
o0opyAOBaHUs ISl OCYIIECTBICHHS TPOLIecCa CEpPBUCA, MPOBOJIUT IMEPETOBOPHI C
KIIMEHTAaMU T0 MPETEeH3MOHHBIM CIIy4asiM U OMpenelisieT MPUYHHBI BO3SHHUKHOBEHUS
MIPETECH3UM.

7. OxapaxTtepu3yiiTe MeTOAbl pa3pabOTKM W WCIOJIB30BAHUS THUIIOBBIX
TEXHOJOTHYECKUX  TPOIECCOB,  MeToAbl  (GOpPMHUpPOBAHUS U BHEJIPCHUS
KOPIOPAaTUBHBIX ~ CTaHAAPTOB M  PETJIaMEHTOB  MPOIECCOB  OOCITYKHBaHUS
noTpeduTeneid Ha TpPAaHCIOPTE, METOABl B3aUMOJCUCTBHUS C KIMEHTAMH IIO
OpraHu3alny mpoiecca 00CTy)KUBaHUA MOTpeduTeseil B cepe rocTenpruruMCcTBa.

8. OxapakTepu3yiTe MEXaHW3M CHCTEMHOTO TOAXO0/a JUIsl perIeHUs
MOCTABJICHHBIX 33/J]ad B TMPOIECCe OpPraHU3alMH CEPBUCHOTO OOCITYKUBAHUS
noTpeduTeNei Ha TPaHCTIOPTE.

Q. OxapakTepu3yiTe METOJIbl MPUMEHEHUS CHUCTEMHOTO TMOAXOAa IS
pEIICHHS TIOCTABIICHHBIX 337249 B TIPOIECCE OPTaHU3AIMHA CEPBUCHOTO OOCTYKUBAHHUS
noTpeduTeieil Ha TpaHCOPTE.
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10.  Oxapakrepusyiite METOBI OCYILECTBIICHUS COLIMATIBHOTO
B3aMMOJICUCTBUS W pealu3aldy CBOEH pOJiM B KOMAaHJIE B MPOLECCE OpraHU3aluu
CEPBUCHOTO OOCITYXKUBaHUA MOTPeOUTENEH HA TPAHCIIOPTE.

11.  OxapakrepusyiTe METOJAbl ONPEECICHUS U peau3alld CBOEH POJU B
KOMaHJIe¢ B MPOIIECCE OpPraHu3aluud CEPBUCHOTO OOCIYXMBaHUS MOTpeOUTeneil Ha
TpaHCIIOPTE.

12.  OxapakrtepuzyiTe METOJIbI 0OECIIEUCHHs COIMAIBLHOIO B3aUMOICHCTBUS
B IIPOLIECCE OPTraHU3ALMK CEPBUCHOTO 00CTYKUBAHUS IOTPEOUTENICH HA TPAHCTIOPTE.

13. Oxapakrtepusyiite METO/IBI BOCIIPHATHS MEXKYITBTYPHOTO
pa3zHooOpazust 0011ecTBa B COLUAIBHO - HCTOPUYECKOM, STUYECKOM U (PUI0CcOPCKOM
KOHTEKCTax B MPOLECCe OpraHU3allii CEPBUCHOTO OOCTYKUBAaHUS MOTpeOuUTenel Ha
TpaHCIIOPTE.

14.  Oxapakrepusyinre METOJIBI NpUMEHEHUs ocoOeHHOCTEH
MEXKYJIbTYPHOIO pa3HOOOpa3usi 00IIecTBa B MPOLECCE OPraHU3ALMH CEPBHCHOIO
o0Cy>KMBaHUS TOTpeOUTENEH HA TPAHCTIOPTE.

15.  Oxapakrtepu3yiiTe METOABI PEIICHUS PONU3BOJICTBEHHBIX KOH(INKTOB C
y4eTOM OCOOEHHOCTEH MEXKYJbTYpPHOIO pa3HooOpa3us oOIIecTBa B IpoIllecce
OpraHu3aliy CEpBUCHOTO 00CITYKMBaHUS TOTpEOUTENIel Ha TPaHCTIOPTE.

16. OxapakrepuszylTe METOJbI CO3/IaHUS W TOJJEPKKH Oe30IMacHbIX
YCIIOBUW JKU3HEICATCILHOCTH, B TOM YHCIJIC NMPU BO3HUKHOBCHUU YPE3BbIYAWHBIX
CUTYyalluii B MPOIECCe OpraHU3alMH CEPBHCHOIO OOCITYyKUBaHUA MOTpeOuTened Ha
TPaHCIIOPTE.

17.  OxapakrepuszyiTe METOJbl CO3JaHUs M TMOJAJEpkKaHUS Oe30IMaCHbIX
YCIIOBUN KU3HENEATEIbHOCTH, B TOM YMCIIe NMPU BO3HUKHOBEHUU YpPE3BbIUAMHBIX
CUTyalluii B MPOIECCE OpraHU3alMH CEPBHCHOIO OOCITYKUBaHUA MOTpeOuTenei Ha
TPaHCIIOPTE.

18. OxapaktepusyiiTe METOABI CO3MaHUS M TIOMJCPKKH O€30MacHBIX
YCIOBUN  OOCHTY)XKMBaHHUS TMACCAXUPOB, B TOM UHCIE TMPH BO3HUKHOBEHUU
Ype3BbIUAMHBIX CHTYallMd B TMPOIECCE OPTraHU3AIMH CEPBUCHOTO OOCITYKHBAHUS
noTpeOuTenel Ha TPaHCIIOPTE.

19. OxapakrepusyiiTe METOJbl TPUMEHEHHUS KINCHTOOPHUEHTHPOBAHHBIX
TEXHOJOTUA B  CEPBUCHOM  JCATEIBHOCTH HA TPAHCIOPTE B  YCJIOBHUSX
B3aMMOJICUCTBHS C MOTPEOUTEISIMU, B TOM YUCIE WHTEPHET-TIPOJIBIKCHUS YCIYT B
MpOoLECCe OpraHU3alMU CEPBUCHOTO 00CITy>)KMUBaHUS OTPEOUTENICH HAa TPaHCIIOPTE.

20.  OxapakTepu3yiTe METOJbI yUacTusl B pa3pabOTKe CUCTEMbI KITMEHTCKUX
OTHOILLIEHUI M OpraHM3allMM Mpolecca OOCTyKMBaHUS NOTpeOuTeNnel Ha OCHOBE
MPUMEHEHUST 3aKOHOIATEIbHBIX aKTOB M MPABOBBIX HOPM B IMPOIIECCE OpraHU3aIUN
CEpBUCHOTO 00CITYy)KUBaHUS MTOTpEOUTENEH HA TPAHCTIOPTE.

21.  OxapakTepu3yWTe METOJbl y4acTHS B COBEPIICHCTBOBAHUHU CHUCTEMBI
KIIMEHTCKUX OTHOIIEHWW B CEPBUCHOW JCATEIBHOCTH HA TPAHCIOPTE C
MCIIOJIb30BAaHUEM MHTEPHET-TEXHOJOTHM B TMpOLIecCe OPraHU3aluh CEPBHUCHOTO
o0ciy>kuBaHMs TOTpeOUTENeH Ha TPAHCTIOPTE.

22.  OxapakTepu3yWTe METONBl BIIAJICHUS TEOPETUYCCKUMH 3HAHUSIMHU U
MPAKTUYECKUMHA TPUEMaMU YIpaBICHUS TpoeKkTaMu B cdepe OOCTyKUBAHUS B
MpOIECCe OpPraHU3alMU CEPBUCHOTO 00CITYy)KMUBaHUS MTOTPEOUTENICH HA TPAHCIIOPTE.
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23.  OxapakTepusyiTe METOABl YMPaBICHHS TYPHCTCKO-PEKPEallMOHHBIMU
MPOCKTaMH, METOJbl IUIAHUPOBAHUS W MOHUTOPUHT JIEATEIBHOCTH CEPBUCHOM
KoOMIaHuu B cdepe TpaHCOpTa B TMPOILECCE OpraHu3aldd  CEPBHUCHOTO
oOCITy>)KHBaHHS MOTPEOUTENEH Ha TPAaHCTIOPTE.

24,  OxapakTepuszyilTe MeETOJbl BbIOOpa  MaTEpPUAIBHBIX  PECYPCOB,
000pyTOBaHUS 7Sl OCYILIECTBIICHHS POIIecca CepBHUCa.

25.  OxapakTepusyiiTe MeXaHU3M IPOBEJCHHS TIEPErOBOPOB C KIMEHTAMH T10
MIPETCH3UOHHBIM CITy4asiM ¥ ONPE/CICHUS TPUYUH BO3HUKHOBCHHUS TPETCH3WH B
MPOIECCEe OpPTaHU3aIMU CEPBUCHOTO 00CITY)KMBaHUS TOTPEOUTENICH HAa TPAHCIIOPTE.

26.  OxapakTepusyiTe MeTOAbl pa3pabOTKU W WCIOIH30BAHUS THUIIOBBIX
TEXHOJIOTUYECKUX MPOIIECCOB.

27.  Oxapakrepusyiite METOJTbI dbopMHupoOBaHUS " BHEJIPCHUS
KOPIIOPATUBHBIX ~ CTAaHAAPTOB M  PErVIAMEHTOB  TIPOIIECCOB  OOCITY>KMBaHUS
notpeOuTenel Ha TPAaHCTIOPTE.

28.  OxapakTtepusyiTe MeETOABbl B3aUMOJCHCTBUS C KIUCHTAMH TI0
OpTraHM3aIMU Tpollecca OOCTyXHBaHUs TMOTpeOuTeneld B chepe roCTenpuruMCcTBa B
npoIiecce OpraHu3aIi CEPBUCHOTO 00CITYKUBaHUs TIOTPEOUTENEH HA TPAHCTIOPTE.

29.  OxapaktepusyiitTe TpeOOBaHHS IMPOU3BOJICTBEHHOW JHCIUTUIHHEI,
NpaBUJ TIO OXpaHE TpyAa M TMOKAPHOW OE30MmacHOCTH TIPH OCYIIECTBICHUU
TEXHOJIOTUYECKOTO TpoIlecca B MPOIECCe OPTaHU3AIMHA CEPBUCHOTO OOCITYKUBAHUS
notpeduTenel Ha TpaHCIOPTe.

30.  OxapaxTtepusyiiTe MeTOIbl BBIOOpAa OPraHU3ALMOHHBIX PEUICHUN IS
dbopMHUpOBaHUSI CEPBUCHON CHUCTEMBI OOCTY>KHBAaHHS C HCIOJIb30BAHUEM METO/IOB
OpraHu3allid W YOPABICHHS HMMYIIECTBEHHBIM a’pPONOPTOBBIM KOMILIEKCOM H
aKTMBaMM CEPBHUCHBIX NPEANPUATANA Ha TPaHCIOpPTE B IMpoOIleccCe OpraHu3aluu
CEPBUCHOT'O O0CTY>KMBAHHUS MOTPEOUTEIEH Ha TPAHCIIOPTE.

31. OxapaxTtepu3yiite = METOABl  OCYIIECTBICHHUS  OPraHU3AIMOHHOTO
o0CITy>)KUBaHMS aBHAIMOHHONW MHPPACTPYKTYPhl M OPTraHW3alIMOHHOTO 00ecTieYeHUs
IpoIecca CEpBUCHOTO OOCTY>KUBAHMS B a3pONOPTY U Ha OOPTY BO3AYLIHOTO Cy/AHA B
IpoIecce OpraHu3alui CEPBUCHOTO 00CTYKMUBAaHUS TOTPEOUTENEH HA TPAaHCTIOPT.

38. OxapakTepu3yiiTe METOJIbl YUYUTHIBAHUSA TPEOOBAHUI MPOW3BOICTBEHHOM
TUCIUIUIMHBI, TPaBWJI 1O OXpaHe Tpylda ¢ TMOoXKapHOW O€30MacHOCTH TIpH
OCYILIECTBICHUH TEXHOJIOTMYECKOr o Mpolecca.

39. OxapaktepusyiiTe METOJIbl TMOWCKAa, KPUTHUYECKOTO aHaiW3a M CHUHTE3a
uHpOpMaIMU B MPOLECCE OPraHU3alMM CEPBUCHOIO OOCIY)XMBaHMsI NOTpeOuTenen
Ha TPAHCTIOPTE.

10 MeTtoauueckne peKOMeHAANUHN Uil OOY4YAKIIUXCS IO OCBOECHUIO
AUCUMILTAHBI

[Ipuctymas B 3 cemecTpe K W3YYCHHIO AUCHHMIUIMHBI  «CepBHCHAsS
NEATeNIbHOCTh HAa TPAHCHOPTE», OOydYaroNIUXCsy HEO0OXOJUMO BHHUMATEIbHO
O3HAKOMHTBHCA C TEMAaTHUYECKUM IUIAHOM 3aHATUM W CIHCKOM PEKOMEHJIOBAaHHOU
nutepaTypbl. OOydaromuxcay clelyeT YSACHUTh, YTO YPOBEHb U IIyOHHA YCBOCHUS
JUCUUIUIMHBI 3aBUCST OT €r0 aKTUBHOM M CHUCTEMATHYECKOW pabOThl Ha JIEKIUAX U
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MPaKTUYECKUX 3aHATUSIX. B 3TOM mpolecce BaXKHOE 3HAYEHUE  HMMEET
caMocTosiTelIbHass paboTa, HampaBlieHHAass Ha BOBJIEUEHHE OOydarouuxcsia B
CaMOCTOSITEIbHYIO TMO3HABATEIbHYIO JIEATEIBHOCTh C 1edbl0  (hOPMUPOBAHUS
CaMOCTOSITEJILHOCTH  MBIIUICHUSI,  CIHOCOOHOCTEM K  mpodeccHoHaIbHOMY
CaMOpa3BUTHIO, CAMOCOBEPIICHCTBOBAHUIO W CaMOpeaju3ald B COBPEMEHHBIX
YCJIOBUSIX COLIMAIbHO-3KOHOMUYECKOT0 pa3BUTHsl. M3yueHne quCHUILIUHBI
«CepBHCHas JEATEILHOCTh Ha TPAHCIIOPTE» MPOJOJDKaeTcs B 4 ceMecTpe, U 4acTh
CaMOCTOSITEILHOM PabOThl OTBOAMUTCS OOYYAIOUIMXCSYy Ha BBINOJTHEHUE KYPCOBOM
pabotel (. 5.7), Tembl KOoTOpoW mepeunciacHsl B 1. 9.3. B nHauane 4 cemecrpa
oOydJaromuxcs BbIOUpaeT TeMy KypcOBOM paboOThl, COTIJIacOBBIBAET €€ ¢
npernojaBaTeeM U TMPUCTYMAET K CaMOCTOSITEJIbHOMY BBIMIOJHEHUIO, a TaKXKe
MOCEIIAeT KOHCYJbTAIIUU, KOTOPhIE MpernoaaBaTelb MPOBOJUT OJWH pa3 B HEACIIO.
3ammuTa KypcoBoi paboThl MPOBOJIUTCS B KOHIIE 4 ceMecTpa U OI[EHUBAETCS COTJIACHO
m. 9.5.

Bxognoii koHTposib B (hOpME YCTHOTO OIpoca MpernojiaBaTesib MPOBOJUT B
Hayayne u3ydeHus teM Ne 1 mo BompocaM AWCIUILUINH, Ha KOTOPBIX Oasupyercs
aucnuinHa «CepBUCHas IeITeIbHOCTh Ha TpaHcnopTre» (1. 2 u 1. 9.4).

OCHOBHBIMH BHUJIaMH ayJUTOPHOU PabOTHI O0YUAIOIIUXCSIOB SIBISIOTCS JICKIIUU
U npaktudeckue 3anatus (m. 5.2, 5.3, 5.4). B xoze nekuun npenogaBareiib n3jiaraet
U Pa3bsCHSAECT OCHOBHBIC, HAMOOJIEE CIIOKHBIE MOHATHS, & TAKXKE COOTBETCTBYIOIIUE
TEOPETUYECKHUE W TMPaKTUYECKHUe MpOOJIeMbl, JaeT 3aJaHus M PEKOMEHJALUU IS
NPAKTUYECKUX 3aHITHH, a TakKe YKa3aHUs 110 BBIOJHEHUIO O0YyJarouumcs
CaMOCTOATEIbHOM padOTHI.

3aayaMu JIEKUUN SABISIOTCS:

— O3HAKOMJICHHE OOYy4YalIIUXCS C MLENsIMH, 3aJadyaMd U CTPYKTypOu
muciuIuinHbl «CepBUCHAs ESITEbHOCTh Ha TPAHCIOPTE», €€ MECTOM B CHUCTEME
HAYK U CBS3SIMU C IPYTUMU JUCIUTUTHHAMMU;

— KpaTKOE, HO MO CYIIECTBY, M3J0KEHNE KOMIUJIEKCa OCHOBHBIX HAaYYHBIX
MOHSITH, MTOAX00B, METOAOB, MPUHITUTIOB JAaHHOW TUCIUTUINHBL

— KpaTKOE U3JI0KEHUE HauboJiee CYIECTBEHHBIX MOJIOKEHUH, PACKPBITHE
O0COOEHHO CIIO’KHBIX, aKTYaJIbHBIX BOIIPOCOB, OCBEIICHUE TUCKYCCUOHHBIX TIPOOIIEM;

— OTIpe/IeiCHNe TEPCIEKTUBHBIX HAIPaBICHUN MadbHEHIIETO Ppa3BUTHUS
HAyYHOTO 3HAHUS B OOJACTH AIKCIEPTH3bl U JAUATHOCTUKUA OOBEKTOB MPEANPHUATHN
cepBuca.

3HaYMMBIM (PAKTOPOM IOTHOIICHHOH M IIJIOJOTBOPHOM pabOThI 00yUaromerocs
Ha JICKITUH SIBISIETCS KyJIbTypa BeIeHUs KOHCTEeKTa. [[puHIIMNHUanTsHO HEBEPHBIM, HO
MOJIYYUBIIMM B Hallle BpPeMs JOCTATOYHO IIMPOKOE PACIPOCTPAHEHUE, SIBIISAETCS
OTHOIICHHE K JICKITNU KaK K «IUKTaHTY», KOTOPBIH 00y4YalOMUNACS MOKET aKKypaTHO
U J0CNIOBHO 3amucath. Ciymas JeKUHI, HEOOXOJAMMO HAay4yuTbCS BBIICIATH U
duKCHpOBaTH €€ KII0YEBBIE MOMEHTHI, 3aIMMCHIBAst X 00JIEe YETKO U BBIIACISAS KaKUM-
1160 crmocoOoM U3 00IIEro TeKCTa.

[lone3no nOpPUMEHATH KaKyro-IMOO YyIOOHYI0O CHUCTEMY COKpalleHUd U
YCJIOBHBIX O00O3HaYeHUM (M3 M3BECTHBIX WM BBIPAOOTAHHBIX CaAMOCTOSITEIBHO,
HarpuMep, MEHEIKMEHT 00o03HauaTh Oousblioi OykBoil M). Ilpumenenue Takoi
CUCTEMBbI IMOMOXET 3HAYUTEIBHO YCKOPUTH MpOIEcC 3anucu Jiekuuu. Koncnekr
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JIEKIIUU TPEANOYTUTEIbHO MUCAaTh B OJHOM TETpaju, a HE Ha OT/ACJIbHBIX JIUCTKAX,
KOTOpPBbI€ MMOTOM MOTYT 3aTepsAThbCs. PEKOMEHAyeTCs B KOHCIEKTE JIEKIMI OCTaBIATh
CBOOOJIHBIC ME€CTa WJIM MOJis, HAlpuMep, JJIS TOTO, 4TOObl ObUIa BO3MOXKHOCTH
3anucH HeO0OXoAMMOM HH(pOpMaLUU MPU padOTe Ha/ MaTepuaiamMu JICKIH.

[Ipyu BexgeHuUM KOHCHEKTA JIEKIUM HEOOXOAUMO YETKO (PUKCHUPOBATH
pyOpuKaIuio MaTepuaia — pa3rpaHMueHUe pas3jeoB, T€M, BOMPOCOB, mnaparpadoB u
T. . O0s13aTeNbHO cleAyeT JenaTh CHelUalbHbIe TOMETKH, HalpUMeEp, B CIydasx,
KOrja Kakoe-Tubo ompelesieHne, TOJIOKEHUE, BBIBOJ OCTAINCh HESICHBIMU,
COMHUTEIbHbIMU. MHorma oOywaromuiics HE yCleBaeT 3alucaTh BaKHYIO
uH(dopMaInio B KOHCIIEKT. Torga HeoOX0AMMO cliefilaTh COOTBETCTBYIOIINE MTOMETKH
B TEKCTE, YTOOBI HE 3a0bITh, BOCIIOJIHUTE ATy UH(POPMAIHIO B JaTbHEHIIIEM.

KauecTBeHHO clieTaHHBIA KOHCIIEKT JIEKIIUH TOMOXET OO0ydJaroneMycs B
IPOIIECCE CAMOCTOSITEILHOM PabOThI U MIPU MOATOTOBKE K c/laue HK3aMeHa.

[Ipaktuyeckue 3aHsTus 10 gucuuiuiuHe «CepBUCHAs JEATETLHOCTh Ha
TPaHCIIOPTE» MPOBOIATCA B COOTBETCTBUU C M. 5.4. llenn mpakTUUECKUX 3aHATUM:
3aKpENUTh TEOPETUUYCCKUE 3HAHUS, MOJTYyYCHHbIC O0YJaIOIMXCSIOM Ha JIEKIUSAX U B
pe3yiabTaTe  CaMOCTOATEIBHOTO  HW3YUYCHHUS COOTBETCTBYIOIIMX  Pa3JieliOB
PEKOMEHYeMOUW JIUTEepaTyphl; MPHOOPECTH HAdaJbHBIC MPAKTUYCCKHE YMEHUS WU
HABBIKM MPUMEHEHUS METOJ0B M HHCTPYMEHTOB MCCJICIOBAHUS SIBIICHUM SKOHOMHKHU
IPEANPUATHSL CEPBUCA, O CIIOCO0aX M CPEJCTBAX PEIICHHS YKOHOMUYECKUX MPoOeM
Ha MPEANpPUSATUN CEpBHCA.

Tembl npakTuueckux 3aHATUd (1. 5.4) 3apaHee cooOmaroTcs 00y4aromIMMCs
JUIsE TOro, 4YTOOBI OHU UMEIM BO3MOXHOCTH TOJITOTOBUTHCS U MpopadoTaTh
COOTBETCTBYIOILIME TEOPETUYECKHE BOIMPOCH IUCLMIUIMHBL. B Hayane Kaxaoro
IPaKTUYECKOTO 3aHATHUS MPETOJABATEND:

— KpPaTKO JOBOJUT MO0 OOYYAIOMIMXCA MM M 3aJlayd 3aHsATHs, oOparas
UX BHIMaHHe Ha HanOoJiee CIOXKHBIE BOMIPOCHI IO U3y4aeMOi TeMe;

— IPOBOAUT YCTHBIA OMPOC OOYYAIOMIMXCA, B XOJI€ KOTOPOTO TaKkKe
00CYXXITat0TCs TUCKYCCUOHHBIE BOTIPOCHI.

Ha mpaktuyeckux 3aHATHSIX OOy4aromuecs MpeCTaBISIOT CaMOCTOSITEIBHO
MOATOTOBJICHHBIE COOOIIEHUS, B TOM 4YHCJIE B BHJAE TMPE3CHTAINI, KOTOpHIC
BBIIONHAIOTCS B MS PowerPoint, KOHCHEKTHpPYIOT HOBYIO HHGOPMAIMIO H
o0cyxnarT 3Tu coobmieHus. [IpenogaBarens B 3TOM Mpoliecce MOXKET BBHICTYNATh B
PO KOHCYJNbTaHTa WM Mojeparopa. OOydaromMXCAbl PEIIaloT MPOOJIEMBI,
BO3HHUKAIOUIME B KOHKPETHOM CUTYallMu B MpOLIecCce MPOBEAEHUS KPyTiioro crona (1.
9.6). Ilocine TOro kKak Kaxkmas MOATPYIIA TPEUIOKHT CBOH BapHAaHT PEIICHUS
mpoOIeMbl, HAYMHACTCS NHCKYCCHs, B XOAE€ KOTOPOW HEOOXOAMMO J0Ka3aTh €ro
HUCTUHHOCTb.

[Io wroram nexkuuid W NPAKTUYECKUX 3aHATHNM MPENOJABaTENlb BBICTABIISIET
molydeHHble oOywarommmcs Oamrel, corjacHo 1. 9.1 m m 9.2. OrcyrcTBue
oOydJarommxcsa Ha 3aHATHSIX WIM €r0 HEAKTHUBHOE Y4YaCTHE B HHUX MOXET OBIThH
KOMIICHCUPOBAHO CAMOCTOSITEJIbHBIM BBITIOJTHEHUEM JIOMIOJIHUTEIBHBIX 3aJaHuil U
MPEACTaBICHUEM UX HAa MPOBEPKY MPENOJABATEINIO B YCTAHOBICHHbBIE UM CPOKH.

B coBpemeHHBIX yCIIOBHSIX Mepea OOy4arolMXCSOM CTOUT BakHas 3ajadya —
Hay4YuThCs paboTaTh ¢ mMaccuBamu uHpopmanuu. OOyyarmumcs HE0OX0AUMO
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pa3BuBaTh B ce0€ CIOCOOHOCTh M MOTPEOHOCTh MCMOJIB30BAaTh JOCTYITHBIE
WH(POPMAITMOHHBIE BO3MOXXHOCTH M PECYPCHl ISl MOWCKAa HOBOTO 3HAHUS U €ro
pacripoctpaneHusi. OOyyalmMMCcs HEO0OXOAUMO HAYYUThCS YOPABISATH CBOEH
HCCIIEIOBATEIBCKOM M MMO3HABATEIHHON JEATEIBHOCTHIO B CUCTEME «HH(pOpMaLUs —
3HaHue — wuHpopmanus». lIpexne Bcero, s JOCTHKEHHS STOW IENH, B BY3€
OpTraHM3yeTCsl caMOCTOsATeNbHas paboTa olOyuatomuxcsa. KpoMme Toro, coBpeMeHHOe
oOyueHWe TMpearoyiiaraeT, uYTO CYIIECTBEHHYID YacTb BPEMEHH B OCBOCHHUH
IUCIUIUIMHBL OOYYaIONIUIICS TPOBOJUT CaMOCTOSATENbHO. [IpUHATO cuMTaTh, UYTO
TaKOW MeToJ OOy4YeHHs] JOJDKEH CIOCOOCTBOBAaThH TBOPYECKOMY OBIAJICHUIO
00yYarOIIMMHUCS CIICITUATBHBIMUA 3HAHUSIMU W HaBBIKAMH.

CamocrosiTenbHass  pabota oOydwaromerocs BecbMa MHOTOOOpa3Ha U
coneprkatesibia. OHa BKIIFOYACT CIICAYONINEe BU bl 3aHATHH (11. 5.6):

—  CaMOCTOSITENBHBIN MOWCK, aHAIH3 WH(OPMAIMKA B TPOpadoTKa yd4eOHOTro
MaTepuana,

— TMOATOTOBKY K YCTHOMY OIIpOCY (MEpPEYeHb THIOBBIX BOIMPOCOB IS
yCcTHOTO orpoca B 11. 9.6);

—  MOJTOTOBKY COOOIICHUH (PUMEPHBIH NIepedeHb TeM cooOIIeHNUH B 11. 9.6);

—  TMOJTOTOBKY K KPYTJIOMY CTOJTY (TUIIOBBIE 3a1aHus B 11. 9.6);

— TMOATOTOBKY K BBINTOJIHCHHIO CHUTYaIlMOHHBIX 3aJaHuil  (MIPUMEpHBINA
nepeyeHs 3aganuii B 1. 9.6);

—  BBINOJIHEHHE KYPCOBOM pabOThI (TeMbI KypCOBO# paboThI B 11. 9.3).

CHucTeMaTUYHOCTh 3aHATUM MPEAIoiaraeT paBHOMEPHOE, B COOTBETCTBUU C
nn. 5.2, 54 wu 5.6, pacnpenenenue oObema pabOTBl B TEUYEHHUE BCETO
IPEyCMOTPEHHOTO Y4€OHBIM IUIAHOM CpPOKa OBJIAJCHUS AUCHMIUIMHON «CepBUCHas
NEeSTENbHOCTh HAa TpaHcmopTe». TakoW Moaxoi MOo3BOJsSET u30exkaTh naedunmrta
BPEMEHH, TMEpPerpy30K, CIEMKH HU T. M. B 3aBEPIIAOMIMA TEPUOA HU3YUYCHUS
muciuiuinebl. [lociaenoBarenbHOCTh pabOTHl O3HAYAET MPEEMCTBEHHOCTh U JIOTHKY B
OBJIaJICHUY 3HAHUSMU 1O auctuianHe «CepBHUCHAs ACSTENBHOCTh Ha TPAHCIIOPTEY.
JlaHHBI TPUHIMN HM3HAYAJIBHO 3aJ0)KeH B Yy4eOHOM IUJIaHE MPU OINpPEACICHUH
OUYEPETHOCTH W3YUYEHHUS JUCUUIUIMH. AHAJOTUYHBIA TOAXOJ TMPUMEHSETCS TpHU
OTIPEJICIICHHUH TTOCIIEI0BATEILHOCTH B U3YUEHUHU TEM JTUCIUILIAHBI.

3aBepIaroiM 3TarloM CaMOCTOSTEIBHON pabOThl SBIAETCS TMOATOTOBKA K
claye »dK3aMeHa B TPETbeM M YETBEpPTOM CeMecTpe U KypcoBas paloTa,
MIPEATOoaramlas HHTETPaIuio U CHCTEMATH3aIIMI0 BCEX MOTYyUYCHHBIX MPU U3yUYEHUN
auciuIuHbL.  [IpuMepHbIil mepedeHb BOIMPOCOB IS 9K3aMEHOB, NPAKTHYECKUX
3amannii Mo pucnuriinHe «CepBUCHAs AESITENbHOCTh HA TPAHCIIOPTE» MPHUBEICHBI B
. 9.6. OnieHouyHas mIkana s KypcoBoii pa0boThI onrcana B 1. 9.5.
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Paboyast mporpamma mo mucnuminHe «CepBHCHas [eATENBHOCTH Ha
TpaHCIIOPTE» cocTaBieHa B cooTBeTcTBHH ¢ TpeboBanusmu @OI'OC BO mno
HarpasiieHuto noAroToBku 43.03.01 «Cepsucy.

[IporpamMma paccMOTpeHa H YTBEpXkJeHa Ha 3acenaHud Kadenpel Ne 2
«CouanbHO-5KOHOMUYECKUX JUCIUIIIAH U CEPBHCAy « 27 » % 2021
roja, npotokoa Ne J, .

Pazpaborynxu:

K.3.H. Mutpodanos C. B.

% Komenesa T.H.

A.9.H., JOIICHT

3apemyromuit kagpenpoit Ne 2 «ConuanbHO-3KOHOMHYECKUX TUCLHUIUIMH U

CEepBHCa»
el

J1.3.H., JOIIEHT Komenesa T.H.

IIporpamma cornacoBaHa:

PykoBoautens OITOII

i Komenesa T.H.

A.9.H., JOIICHT

[Tporpamma paccMoTpeHa U onoOpeHa Ha 3acefaHuyl Y 4eOHO-MeTOIUIECKOro
coBeTa YHUBEPCHUTETA « 74 » 24 2021 rona, mpotokosn Ne 7
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