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1 Ilesn ocBoOeHHS AU CUHILIAHBI

Hucrmmummaa «lIpodeccrnonanpHas 3THKA, CTaHAAPTH3AIUA, cepTUGUKAII U
yIIpaBJIieHWE  KAa4eCTBOM B  CEPBHCHOM  OOCITYXMBaHUW»  CIOCOOCTBYET
(GOpMHUPOBAHUIO CHUCTEMBI 3HAHUW O METOJOJIOTHUYECKHUX OCHOBAaX COBPEMEHHBIX
HAyYHBIX M TPAKTHYECKUX 3HAHUH 1O OCHOBAaM COBPEMCHHBIX HAyYHBIX U
MPAKTUYCCKUX 3HAHUW B 00JacTH TPo(EeCCHOHATBLHOW OSTHUKH, CTaHIApPTH3AIUH,
cepruuKalii W YOpPABICHHS KAadeCTBOM B CEPBUCHOM OOCITY)XWBAaHUM Ha
BO3/YIIIHOM TPAHCTIOPTE, a TAKXKE 00 0COOEHHOCTSX, CITOCO0aX M CPEJCTBAX PEIICHUS
po0JIeM B MPOIIECCE CEPBUCHOM JICSITCIbHOCTH HA COBPEMEHHOM aBHATIPEATIPUSATHH.

[enssmu ocBoeHMs AucHUIUIAHBI «IIpodeccrnonanbHas ATUKA, CTaHIAPTH3AIHS,
cepruUKanysg U yIpaBJICHHE KAa4eCTBOM B CEPBHUCHOM OOCITY)KUBAHHUHY SIBIISIOTCSI
dopMupoBaHHE Yy O0OYyYaIOMIUXCS TPEACTABICHUS O MOPAJIBHBIX TpPeOOBaHUSX,
NPEIBSBIICMBIX K MPOPECCHOHAIBHON NESITeIbHOCTH PaOOTHUKOB Cephl CepBHCA;
TEOPETUYCCKUX OCHOB, MPAKTHYECCKUX (OPM M METOJIOB MPUHATHS YIIPABICHUYCCKUX
pPEIICHW Ha OCHOBE HCIIONIb30BAHUS COBPEMCHHBIX HAYYHBIX W IMPAKTHYECKHUX
3HaHHMHA TI0 OCHOBaM MPO(eCCHOHAIBHOW 3THKH, CTaHIAPTU3AINH, CCPTU(PUKAIIUNA H
yIPaBJICHUsS KAa4eCTBOM B CEPBHUCHOM OOCITY)KMBAaHWHU: TPUOOPETCHHE YMEHUM
NPUMCHSATH TOJIYYCHHBIC 3HAHUS Ha MPEANPUITHIX cepBHca B chepe BO3AYITHOTO
TPaHCIIOPTa; YMEHUI B OpraHU3allly TPOIecca CEpBHUCa HAa BO3AYIITHOM TPAHCIIOPTE;
nproOpeTeHNEe YMEHUHN TPUMEHSTh TIOJyUYeHHBIC 3HAHU.

3amayamMu OCBOCHUS JUCIUITIMHBI SBIISTFOTCSI:

- TO03HAKOMHUTH OOYYAIONIUXCS C OCHOBHBIMH METOJAMHU BOCIIPHUSTHS
MEXKYJTbTYPHOT'O pa3HoOOpa3usi oOmecTBa B COLMAIBHO -  HCTOPUYCCKOM,
THYECKOM U (UIOCOPCKOM KOHTEKCTaX B IPOIECCE OCBOCHUS 3THUKU, ICTCTUKH
OOCITy)XWBaHHSI, OTHKETa, MOpPaJd W  HPABCTBEHHOCTH, CTaHIapTH3AIHH,
cepTUdUKAIIMA W YIPaBICHUS KauyeCTBOM B cepe CEpBHUCHOTO OOCTY)KMBaHHS Ha
TPaHCIIOPTE;

- TO3HAKOMHUTh  OOYydYalolmUXCcsi C  OCHOBHBIMH  OCOOCHHOCTSIMU
MEXKYJIbTYPHOTO Pa3HOOOpa3us 0OIIeCTBa;

- TO3HAKOMHUTH OOYYaromuxcsi ¢ MEXaHU3MOM olecrnedeHus Tpedyemoro
KauecTBa TIPOILIECCOB OKa3aHWS YCIYr, HAa OCHOBE KIMEHTOOPHUEHTHPOBAHHBIX
TEXHOJOTUHA B TIPOILIECCE OCBOCHUS AITHUKHU, ICTETHKUA OOCITYKHBaHUS, JTHKETA,
MOpalli W HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEpTUDHUKAIMU W yIPaBICHUS
KauecTBOM B cpepe CEpBUCHOTO 0OCITYKUBAaHUS HA TPAHCTIOPTE;

- TIO3HAKOMHUTH OOYYAOMIMXCA C MEXaHU3MOM CHCTEMBl OOCCIICUCHHS
TpeOyeMbIX  KayeCTBO TMPOIECCOB  OKa3aHUS YCAYyr B COOTBETCTBUH  C
MEXIYHApPOIHBIMUA W HAIMOHAJBHBIMHU CTaHJApTaMH B IPOIIECCE OCBOCHUS JTUKH,
ACTETHKU OOCITYXUBAaHUS, DTHKETa, MOpPAJd W HPABCTBEHHOCTH, CTaHIAPTHU3AIUH,
cepTuUKau W YNpaBIEHUS KA4ECTBOM B cdepe CEPBHUCHOTO OOCITyKMBAHUS Ha
TPaHCTIOPTE;

- IO3HAKOMUTH OO0 YYAIOIINXCSA C MEXaHU3MOM (DOPMHUPOBAHUS OKa3aHUS yCIyT
B COOTBETCTBUU C 3asBJICHHBIM KadyeCTBOM, C MEXAaHM3MOM OKa3aHUS YCIyr B
COOTBETCTBHH C 3asSBJICHHBIM Kaue€CTBOM B TIPOIIECCE OCBOCHMS ITHKH, ICTCTHKU
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oOCNy’KMBaHMsI, 3TUKETa, MOpaJd M  HPABCTBEHHOCTH, CTaHAApTU3ALUH,
cepTU(PUKAIMU U YNPaBIEHUS KAa4eCTBOM B c(epe CEpBHCHOIO OOCIYKMBAaHUS Ha
TPAHCIIOPTE;

- MO3HAKOMUTH OOYYarOIIMXCSd C OCHOBHBIMU MaT€pHAIbHBIMU pecypcaMu, H
o0opyAOBaHMEM [UJIsl OCYILECTBIIEHUS IMIpoliecca CEpBHCA, METOJAbl TMPOBEIACHUS
MIEPErOBOPOB C KIMEHTAMU [0 MPETEH3HMOHHBIM  CIy4yasM M  MEXaHU3MbI
ONpeJeNieHHs] TPUYMH BO3HMKHOBEHHUS TPETEH3U B MPOLECCEe OCBOCHUS ATHUKHU,
ACTETUKU OOCIYXUBaHUSA, 3TUKETa, MOpPAJUM W HPABCTBEHHOCTH, CTaHJIApPTH3aLIUU,
cepTuUKaIMKU U yNpaBlIEHUS KayeCTBOM B c(epe CEepBUCHOIO OOCITYKMBAaHUS Ha
TPAaHCIIOPTE;

- NO3HAKOMHUTH OOYYarOUIMXCS C METOoJaMH pa3pabOTKH W MCHOJb30BaHUS
TUIOBBIX TEXHOJOTHYECKUX MPOLECCOB, METOJaMU (HOPMHUPOBAHUA U BHEJIPEHUS
KOPIOPaTUBHBIX ~ CTAaHJAPTOB W  PErJIAMEHTOB  IPOLIECCOB  OOCITYKHMBaHMUS
notpeduTeNned Ha TPAHCIOPTE, METOJAaMU B3aUMOJACHCTBUS C KIMEHTaAMH IO
opraHu3aluy Ipoiiecca oOCTy>KMBaHHS NOTpeduTeneil B chepe rocTenpuUMCTBA B
IpoIecCe OCBOCHUS OTUKU, OCTETUKU OOCITYKUBAaHUSA, OTUKETa, MOpaId W
HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CEePTHU(PUKAIMM W YIOPABJICHHUS KAaueCTBOM B
chepe cepBUCHOTO 00CITYy)KUBaHMS HA TPAHCIIOPTE.

Huctumnna «lIpodeccronanpHasl 3THKa, CTaHAApPTH3ALUsA, cepTUPUKALUSI U
yIpaBJieHWE Ka4yeCTBOM B CEPBHUCHOM OOCITYXMBaHHM» OOECIEYMBAET MOJTOTOBKY
BBIYCKHUKAa K CEpPBUCHOM M OpraHU3allMOHHO-YIIPaBJICHYECKOMY THIly 3ajad
npo¢eCCUOHATBHON AESITETbHOCTH.

2 Mecto nucumiuiaabl B cTpykrype OIIOITI BO

JNucnurnaa «IIpodeccnonanbHas 3THKa, CTaHAAPTU3ANMS, CEpTUPUKAIUSI U
yIpaBJICHUE KayeCTBOM B CEPBHUCHOM OOCIYKMBaHHHN» TIPEACTaBIsACT COOOMU
JTUCHUIUIMHY, OTHocsAmytocss kK OOs3arensHoit dactm brnoka 1 Jlucuwruimab
(Momynn).

JNucnurnaa «IIpodeccrnonanbHasl 3TUKa, CTaHAAPTU3ANMS, CEpTHUPUKAIUSI U
yIpaBjeHHE KadeCTBOM B CEPBHCHOM OOCITY)KHMBaHUW» 0a3upyeTcs Ha pe3yJbraTrax
oOydeHus, cPOPMHUPOBAHHBIX Yy OOyYaIOMIErocss IIPH OCBOCHUHM JIUCIUILIHMH:
«TexHonmorum  NEIOBOTO  OONICHHWS,  TICUXOJOTHS W KOH(MDIHMKTOJIOTHS»,
«Cepsucomnorus («CepBUCOIIOTHS W OpraHU3aNMs OOCITYKUBAHUS»)», «YTIpaBIeHUE
NPEANpUITUIMU  CepBUCAa Ha TpaHcmopTe», «CepBUCHAs JESATEIbHOCTh Ha
TPAHCIIOPTEY.

Jucnumnaa «IIpodeccrnonanbHasi 3THKA, CTaHIAPTU3AMMS, CEPTH(PHUKAIUSI U
yIpaBjeHHE Ka4eCTBOM B CEPBHCHOM OOCTYKMBAaHHH SIBISICTCS OOCCIICUMBAFOIICH
JUISL U3YYEHUS JUCHUIUINH: «YTIpaBICHUE TYPUCTCKO-PEKPEAITMOHHBIMH MTPOCKTaMU U
opra"uzaruen o0cIyKuBaHus», «Opranuzanus U IIaHUPOBAHUE TpoIlecca OKa3aHUs
CEpPBHUCHBIX YCIYT Ha TpaHcmopTe», «OpraHuzalius cepBuca B adponopTy U Ha



BO3IYIIHOM CynHe», «MHmIycTpusi roctenmpuuMcTBa B cdepe TPaHCIOPTan,
«IIpaBoBOe obOecreueHrne CEpBUCHOTO OOCITYKUBaHUS HA TPAHCTIOPTEY.
JucuurmnrHa uzydaetcs Ha 2 ¥ 3 Kypcax (B 4 u 5 cemecrtpax).

3 Komnerenunu odyuyawierocsi, popMupyemblie B pe3yJibTaTe OCBOEHUSA
AUCUMILTHHBI

IIponecc OCBOECHUS JVCLHUATUINHBI «IIpodeccrnonanbHas ATHKA,
CTaHAapTU3aluMs, cepTudUKaUs U  YNpaBICHUE KAYECTBOM B  CEPBHCHOM
00Cy>KHBaHUMY HAIpaBJiIeH HA (POPMUPOBAHUE CIECAYIOIUX KOMIETEHIUH:

[lepeyens u kox [lepedennb muaHUPyEMbIX PE3yIbTATOB 00YUYEHUS 110
KOMIIETEHIU I JVCLUTUINHE
Cnoco0eH BOCHPHMHUMATB MEKKYJbTYPHOE Ppa3HooOpasue
YK-5 o0mecTrea B COUMAJIBHO-MCTOPUYECKOM, JITHYECKOM H
(punocopckom KOHTEKCTAX
Bnaneer MeToAaMu BOCIIPUSATHS MEKKYJIbTYPHOTO
. pazHooOpa3usi  o0miecTBa B  COLMAIbHO- HCTOPUYECKOM,
1] ATUYECKOM U PHIOCOPCKOM KOHTEKCTaX;
YMmeet IPUMEHSATh 0COOEHHOCTH MEKKYJIbTYPHOTO
pazHooOpa3us o0IecTBa
H’szm YMmeet IPUMEHSATh 0COOEHHOCTHU MEKKYJIbTYPHOTO

pazHooOpa3ust o01ecTBa

Cnoco0en odecnneyuBaTh TpedyeMoe Ka4eCTBO INPOIECCOB

OIIK-3 OKa3aHus YCJyr B u30paHHoi cdepe npodeccuoOHAIbHOMI
eI TeIbHOCTH
na OpranusyeT OILIEHKY KauecTBa OKa3aHHs yCIyr B CEpPBUCE Ha
OTIK-3

OCHOBC KIIMCHTOOPHUCHTUPOBAHHBIX TGXHOHOFHﬁ;

ObecneunBaeT TpeOyemMoe Ka4yeCTBO MPOIECCOB OKA3AHUS YCIyT

HHZOHK_Q, B COOTBCTCTBHMHM C MCKIAYHAPOIJHBIMHM KW HAIOHMOHAJbHBIMHU
CTaHJapTaMu

HsonK_S OObecnieunBaeT OKa3aHHWE yCIYyT B COOTBETCTBUH C 3asBICHHBIM
KaueCTBOM
Cnoco0en k pa3padoTKe TEXHOJOTHH Ipolecca CepBHCA,
o0ecre4eHH 10 ¢popmupoBanus " BHe/IpeHUA

K-3 KOPIOPATHBHBIX CTAHAAPTOB U PerjaMeHTOB IPOLEecCOB

o0cayxkMBaHUsA NMOTpPeOMTe/ e U OpPraHM3alMu Ipolecca
YJAY4YlIeHHS] Ka4eCTBa OKA3aHUS TPAHCIIOPTHBIX YCJIYT

Breibupaer matepuanbHbIE  pecypchl, 00OpyIOBaHHUE ISt
'Han-s OCYIIECTBIICHUS MPOLECCa CEPBUCA, TIPOBOJIUT MEPETOBOPHI C

KJIMEHTaMH 10 NPETEH3UMOHHBIM CJIy4YasM H  ONpEeaelsieT
NPUYHHBI BO3HUKHOBEHHUS TPETEH3UMI

W12 [Ipumensier mMeTonbl pa3pabOTKHM M HUCIOJIb30BaHUSA THUIIOBBIX
TK=3 TEXHOJIOTUYECKUX IMPOIECCOB, METOJbl (HOPMUPOBAHUA U
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[lepeyens u kox [lepedeHb nIaHUPYEMBIX PE3YIBTATOB O0YUYEHUS 110
KOMIIETEHIIAN JTVCLIUIUINHE

BHEJPEHUS KOPHOPATHBHBIX CTaHAAPTOB U  PETJIaMEHTOB
OpoLEeccOB OOCIYKMBAaHHS MOTpeOUTENneld Ha TPaHCIOPTE,
METOJIbl B3aMMOJCHCTBHUS C KIMEHTAMH MO OpraHU3aIlUH
nporecca o0cy>KUBaHUS norpeduTeneu B chepe
rOCTENPUHUMCTBA

Ili1anupyembie pe3yJibTaThl H3yYeHUS TUCHUILIMHBI:

3HaTh:

- OCHOBHBIE METObI BOCTIPHSITHSI MEKKYJILTYPHOTO pa3HOOOpa3us 00IIecTBa B
COIMAJIEHO - UCTOPUYECKOM, ITUYCCKOM M (PHIIOCOPCKOM KOHTEKCTaX B IMpPOIiecce
OCBOCHHS 3THKH, ICTCTHKH OOCTY)XKHMBAaHHS, JTHKETa, MOPAJd W HPABCTBEHHOCTH,
B Y e RO B BB, SEpBHCHOrg

;
pasHoobpasus obmectea (M? ); YIS
VK-5

- MEXaHHM3M OO0eCIeYeHHUs] TpeOyeMOro KadecTBa IMPOIECCOB OKa3aHHUS YCIYT,
Ha OCHOBE KJIMCHTOOPHECHTHPOBAHHBIX TEXHOJIOTMH B IPOIECCE OCBOCHUS 3THKH,
ACTCTHKN OOCITYXWUBaHUS, 3THKETa, MOpPAJd W HPABCTBCHHOCTH, CTaHIApPTH3alIUH,
cepTu(UKAMUA W YIPaBICHUS KaueCTBOM B cepe CEepBHCHOTO OOCITy)KMBaHUS Ha
tpancnopre (U1'onk3); MexaHmsM cucTeMbl OOecIedeHHs TpPeOyeMOro KadecTa
IPOIIECCOB OKa3aHMsI yCIYT B COOTBETCTBHH C MEXKIYHAPOIHBIMHU U HAITMOHATHHBIMU
CTaHJIAapTaMHU B IPOILIECCE OCBOCHHUS OTHKH, ICTCTUKH OOCTYXWUBAaHUS, STHKETa,
MOpaJIi ¥ HPAaBCTBEHHOCTH, CTaHIApTU3allMH, CEpTUPUKAMU U YIPaBICHUS
KauecTBOM B cdepe cepBucHoro obcmyxupanus Ha tpaHcrnopre (M1%omk-3);
MEXaHU3M OKa3aHWs YCIyr B COOTBETCTBUH C 3asBJICHHBIM KaueCTBOM B IPOIECCE
OCBOGHHS ITHKH, JCTETHKH OOCTYXMBaHUS, 3TUKETa, MOPAIH W HPABCTBCHHOCTH,
CTaHJAPTU3AINH, CEPTHUPUKAIMU W YIPABICHHUS KadeCTBOM B Cdepe CEpBHUCHOTO
oocnyxupanus Ha Tpancnopte (M1 3omx-3);

- MaTepHalibHBIE PEeCcypchl, OOOpYAOBAaHHME Jisi OCYIIECTBICHHS MpoIecca
CepBHCa, METOJbl IPOBEACHHS TEPErOBOPOB C KIMEHTAMHU IO MPETCH3MOHHBIM
CIIy4astM ¥ MEXaHHU3M OTPEJEICHHs MPUYUH BO3SHHUKHOBEHUS MPETEH3UN B MPOIIECCe
OCBOCHHUS JTHUKH, ICTCTUKH OOCITYKMBaHUS, STUKETAa, MOPAIM U HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEPTU(PUKAIMKA W YNPaBICHUS KA4eCTBOM B c(epe CEpBHCHOTO
oocnyxupanus Ha tpancnopre (Ud'nks); MeTomsl pa3spaGOTKM M HCIONE30BaHUS
TUTIOBBIX TEXHOJIOTHYECKUX IMPOIECCOB, METOABl (OPMUPOBAHUS ¥ BHEIPEHUS
KOPIOPAaTUBHBIX  CTaHAAPTOB W  PETJIAMEHTOB  MPOIECCOB  OOCTYKUBAHUS
noTpeduTeNneid Ha TPAHCIOPTE, METOAbl B3aUMOJCHCTBUS C KJIMEHTAMH TI0
OpraHu3anuy Tporecca OOCTy)KWBaHHs TOTpeOuTeNnel B chepe TOCTENPUUMCTBA B
MpOIIeCCe OCBOEHUS OTUKH, OCTCTUKH OOCTYy)KMBaHHS, OJTHKETa, MOpaId U
HPABCTBEHHOCTH, CTaHIApTHU3AIlMH, CEPTU(PUKAIMK W YIPaBICHUS KAa4eCTBOM B
cepe cepucHoro obcayxusanus Ha Tpancnopre (M1%mk-3);

YMerTs:



- IPUMEHATHh OCHOBHBIE METObI BOCIPUATUA MEXKYJIBTYPHOIO pa3zHO0Opa3us
oOLIECTBA B COLMAIIBHO - HCTOPUYECKOM, 3TUYECKOM U (PUI0CO(YCKOM KOHTEKCTaX B
MPOLIECCE OCBOEHUS OSTUKH, 3CTETUKM OOCITY)KMBaHHS, JTHKETa, MOpaIU U

HPABCTBEHHOCTH, CTAHMApTH3ALIN, Ce TI/I%)I/IKaI_[I/I 1 YIRABJICHUS KadyeCTBOM B
chepe CEpBUCHOTO OOCITYKUBAaHUS HA TPAHCIIOPTE ; IPUMEHSTh OCHOBHBIC
y

0COOEHHOCTH MEKKYIILTYPHOTO pazHoobpasus oomectsa (M2 );
VK-

- TPUMEHATh MeEXaHW3M oOecreyeHus TpeOdyeMOoro KadecTBa MPOIECCOB
OKa3aHMs YCIyr, Ha OCHOBE KIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHWA B MpoIEecce
OCBOCHHS ITHUKH, JCTETHKU OOCITYXMBaHUS, ITUKETa, MOpPAIH U HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CEPTU(PUKAIMU W YIPABICHHUS KadyeCTBOM B cdepe CEpBHUCHOTO
oocmyxkuBanus Ha TpaHcnopre (U'onk.3); NpPUMEHATh MEXaHU3M CHCTEMEI
oOecrieueHus: TpeOyeMOro KayecTBa MPOIECCOB OKa3aHUS YCIYr B COOTBETCTBHM C
MEXTyHapOJHBIMH M HAIIMOHAIBHBIMHU CTaHIAPTaMHU B TPOIIECCE OCBOCHHS JTHKH,
ACTETUKH OOCITY)XMBaHHsI, DTUKETa, MOpPAdl M HPABCTBEHHOCTH, CTaHIapTU3allWU,
cepTuUKalMA W YIPaBICHUS KaueCTBOM B cepe CEepBUCHOTO OOCITY)KMBaHUS Ha
tpancnopre (U/1%omk-3); NPUMEHATh MEXaHM3M OKAa3aHHs YCIyI B COOTBETCTBUM C
3asBIICHHBIM Ka4eCTBOM B IPOIIECCE OCBOCHHS AITHKH, ICTCTUKH OOCTYKHBaHUS,
ATHKETa, MOPAJN U HPaBCTBEHHOCTH, CTAHAAPTH3AINH, CEPTUPUKAIIUN U YIIPABICHUS
Ka4uecTBOM B cpepe cepBUCHOrO obcayxkubanus Ha Tpancnoprte (M13omnk3);

- HWCIONB30BaTh MaTEpUANBHBIC PECYpChl, MPUMEHATH O00OpyAOBaHUE IS
OCYIIECTBJICHHSI TpoOIlecca CepBUCa, TPUMEHITh METOAbI IPOBEICHUSI IEPETOBOPOB C
KJIMEHTaMU 10 TPETEH3UOHHBIM CIIy4asiM M MPUMEHSTh MEXaHU3MbI OIpEeIICHUs
OPUYUH BO3HHUKHOBEHUS TIPETEH3UH B TMPOIECCE OCBOEHUS OTHUKH, 3CTETUKH
oOCITy>KWBaHMsI, OTHUKETa, MOpaJld M  HPABCTBEHHOCTH, CTaHJApPTHU3ALIUH,
cepTuUKali U yNpaBlIeHUs KayeCTBOM B c(epe CEepBUCHOTO OOCIYy)XKMBaHHUS Ha
tpancnopre (M/Il1k-3); IpUMEHATh METOIBI pa3pabOTKU U MCIONB30BAHUS TUIIOBBIX
TEXHOJOTUYECKUX TPOLIECCOB, MPUMEHATH METOAbl (OPMHUPOBAHUS U BHEAPEHUS
KOPIIOPaTUBHBIX ~ CTAaHAAPTOB M  PETJaMEHTOB  MPOIIECCOB  OOCTYKUBAHUS
noTpeduTeNnel Ha TPaHCTIOPTE, MPUMEHSITh METO/Ibl B3aUMOJICUCTBHS C KIIMEHTAMU 10
OpraHu3aIMy Tpoliecca oO0CTyXKHMBaHHS TMOTpeOuTeneil B chepe rocTenprUrUMCTBa B
Mpollecce OCBOEHUS OTUKH, OCTETUKH OOCITy>KMBaHHS, OJTHKETa, MOpaId U
HPABCTBEHHOCTH, CTaHIapTHU3AIlMH, CEPTU(PUKAIMK W YIPaBICHUS Ka4eCTBOM B
cepe cepucHoro obcayxusanus Ha Tpancropre (M1%mk-3);

Bnaners:

- CLIOCOOHOCTHIO TMTPUMEHSTh OCHOBHBIE METObI BOCTIPUATUS MEKKYJIHTYPHOTO
pa3HooOpa3ust oOIIecTBa B COLUANBHO - UCTOPHUECKOM, STHUYECKOM U (PUI0COPCKOM
KOHTEKCTaX B MPOIECCE OCBOCHHS ITUKHU, ICTETUKH OOCITYKUBAHUS, dTUKETA, MOPAJTH
W HPABCTBEHHOCTH, CTAaHIAPTH3AIlUU, CEPTH(PUKANNA U YIPABICHHUS KAYECTBOM B
chepe ceppucHoro obcayxuBanus Ha TpaHcrnopre (Ulyis); CcImocoOGHOCTBIO
IPUMEHATH OCHOBHBIE OCOOCHHOCTH MEXKYJIbTYpHOTO pa3HooOpa3usi oO1iecTBa
(M]1Pyk-s5);

- CHOCOOHOCTBIO MPHUMEHATh MEXaHU3M oOecreueHus: TpeOyeMoro KadecTna
MIPOIIECCOB OKa3aHUs yCIyT, HA OCHOBE KJIMEHTOOPHUEHTHUPOBAHHBIX TEXHOJIOTHI B
MPOIIECCe OCBOEHUS OTHKW, OCTETUKH OOCTYKUBaHUS, OTHUKETa, MOpaId U
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HPABCTBEHHOCTH, CTaHIAapTHU3aIlMH, CEPTU(PUKAIMK W YIPaBICHUS Ka4eCTBOM B
chepe cepucHoro obcayxusanus Ha TpaHcnopre (MSmk); CIOCOGHOCTBIO
MPUMEHSITh MEXaHH3M CHCTEMBI OOecCredeHHs TpeOyeMoro KadecTBa IIPOIECCOB
OKa3aHMWS YCIAYr B COOTBETCTBHM C MEKIYHAPOAHBIMH H HAIMOHATHHBIMU
CTaHJapTaMHd B TPOIECCE OCBOSHUS OJTHKH, 3CTCTUKH OOCIYy)KHMBaHUS, JTHKETA,
MOpaJldi W HPABCTBCHHOCTH, CTaHAApTH3aIlUU, CEPTHPUKAIUA | YIIPaBICHUSI
xayecTBOM B c(epe CcepBUCHOrO oOcmy:xupaHuss Ha Tpancnopre (MHGks);
CIIOCOOHOCTBIO TPHUMEHSATh MEXaHW3M OKa3aHWs YCIAYT B COOTBETCTBHU  C
3asIBJICHHBIM KaueCTBOM B TPOIIECCE OCBOCHUS JTHKH, JCTETUKH OOCITYy)KHBaHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTaHIapTU3AINH, CEPTU(UKAITUU U YIIPABICHUS
Ka4yecTBOM B cpepe cepBUCHOro obcmy:xuBanus Ha Tpancnopte (M1omk-3);

- CIOCOOHOCTBIO HCIOJB30BaTh MaTEpHAIbHBIC PECYPChI, TPHUMCHSTH
o0opyIoOBaHWE NJIsl OCYIIECTBJICHHS IpOIlecca CEpBUCA, CIIOCOOHOCTHIO MPHUMEHSATH
METOJIBI TIPOBEJICHUS TIEPETOBOPOB C KIUCHTAMHU IO MPETCH3UOHHBIM CIIy4asiM W
CIIOCOOHOCTBIO TPUMEHSTh MEXaHU3M OIpPEACIICHUS TPUYMH BO3HUKHOBCHHS
NPETCH3UI B MPOIECCE OCBOCHUS 3THKH, 3CTCTUKH OOCITY)KMBaHUs, ITHKETA, MOPAJH
¥ HPaBCTBCHHOCTH, CTaHIApPTHU3aIlMH, CEPTU(DUKAIMKA W YIPaBICHUS KaueCTBOM B
cepe cepucHoro obcayxkusanus Ha TtpaHcrnopre (MIYc); cmocoGHOCTBIO
NPUMCHSIThL METOJBI Pa3pabOTKH M HCIIOJIb30BAaHUS THIIOBBIX TEXHOJIOTHYECKUX
IPOIIECCOB, CIIOCOOHOCTBIO TMPUMEHATh METOJABI (OPMHUPOBAHHUS M BHEIPCHHS
KOPIIOPaTUBHBIX ~ CTaHIAPTOB W  PErJIAMEHTOB  IIPOLIECCOB  OOCITY>KHUBaHUS
notpeduTeneld Ha TPAHCIOPTE, CIOCOOHOCTHIO MPUMEHSITH METObI B3AUMOIEHCTBUSA
C KJIMEHTaMHU [0 OpraHu3alMH Tpolecca OOCTyXUBaHUA ToTpeduTeneid B cdepe
rOCTEIPUUMCTBA B MPOLIECCE OCBOEHUS 3THUKH, ICTETHUKU OOCITY>KUBAHUS, HTHKETA,
MOpajqd U HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CepTUDUKAUMU U YIPABICHUS
Ka4uecTBOM B cpepe cepBUCHOrO obcyxkuBanus Ha Tpancropre (M1%mk.3).

4 O0beM QMCHUILUIMHBI M BUABI Y4€0HOI padoThI

OO6mmas TpyJ0eMKOCTh JUCIUIIMHBI COCTABJIsET 6 3a4eTHBIX eauHUII, 216
aKaJeMHUYECKHUX Jaca.

HaumeHnoBaHue Bcero uacos Kypc (Cemectp)
2xypc (4 | 3xkype (5
CEMECTp) | CEMecTp)

OO6mas Tpy10eMKOCTh THCITUTUTHHBI 216 108 108

KonrakTHas pabora: 17 6,5 10,5
JIEKITUHU 6 2 4
NPaKTUYECKUE 3aHITUS 6 2 4
CEMHHAPBI — — —

nabopaTopHbIe pabOTHI — — —
KypcoBas paboTa (IpOeKT) — — —
CamocrosTenpHas paboTa 00yJaronierocs 186 95 91
[IpomexyTouHas arTectTaius 18 9 9
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JI, 113, VYO, C3,
Tema 12. Dcretrka o0CIyKUBaHUS 706 | + | + | + MPK, CPC Kp
Tema 13. [Ipodeccuonansuoe
noBejieHne pabOTHUKA cepBHCA Ha 706 | + | + | + JI, 113, VO, C3,
Pa3TUYHbBIX dTanax 00CIyKUBaHUS Ha ’ MPK, CPC Kp
TPAHCIIOPTE
Tema 14. OcoOeHHOCTH JIEJOBOTO 706 | + | + | + JI, 113, VO, C3,
oO1ienus B cepe ycayr ’ MPK, CPC Kp
Tema 15. YnpaBnenue KOHQIUKTaMH B 206 | + | + |+ JI, 113, VO, C3,
00CTy>KMBaHUH HA TPAHCIIOPTE ’ MPK, CPC Kp
Tema 16. KopmoparuBHasi 53THKa B 706 | + | + | + JI, 113, YO, C3,
chepe yCiIyr Ha TpaHCIIOPTE ’ MPK, CPC Kp
Tema 17. KopnopaTtuBHas KynbTypa B 706 | + | + JI, 113, YO, C3,
00CITy>KMBaHUH Ha TPAHCIIOPTE ’ MPK, CPC Kp
Tema 18. OpranuzainmoHHasi KyJbTypa JL 13, vO, C3,
Kak dakrop noeeimenus| 7,06 | + | +
MPK, CPC Kp
b pekTuBHOCTH B cpepe cepBuca
Tema 19. VYmnpapineHueckas 5STHKa B 706 | + | + | + JI, 113, VO, C3,
chepe ceppuca ’ MPK, CPC Kp
Tema 20. DTuker Kak peryiasarop
MEAKITUYHOCTHBIX OTHOIICHUN u
npodeccroHaIbHOTO MOBENICHAS| - oo |\ | 4 | 4 JI, 113, YO, C3,
pPaOOTHUKOB cepBUCA. DTUKET JEIOBBIX| MPK, CPC Kp
COBCILIAHUMN, IIpEe3eHTalu U
MyOJTUYHBIX BHICTYIUICHHM
Tema 21. IlpaBwia moBeneHUS B 706 | + | + | + JI, 113, YO, C3,
0OIIECTBEHHBIX MECTaX ’ MPK, CPC Kp
Tema 22. JlenoBoit STUKET U IPOTOKOJ.
OCOOCHHOCTH WX  MPOSBICHHS B 706 | + | + | + JI, T3, YO, C3,
CEepBHCHOMN JnesTenbHOCTH. [lemoBbie| MPK, CPC Kp
BCTPEYH U ITEPETOBOPHI
MToro no nUCUUILIHE 198
[IpomexyTouHas arTecTaius 18 2,0
Bcero nmo auciumninie 216
Coxkpamenusi: JI — nekuus, I13 npaktudyeckue 3anartusa, CPC -

caMmocTosiTenbHas padbora oOyuarouierocsi, BK — BxogHo#t koutposb, YO — yCTHBIH



HaumenoBanue Bcero yacon Kypc (Cemectp)
2 xypc (4 | 3kype (5
cCeMecTp) | ceMecTp)
KOHTaKTHas paboTa 5 2,5 2,5
CaMOCTOSATEIbHAs pabora () 13 6,5 6,5
MIOJITOTOBKE K DK3aMEHY

5 Conep:kaHue TUCUMILTHHBI

5.1 CooTHeceHue TeM AUCUUILIUHBI M GOPMHUPYEMBbIX KOMIEeTEH NI

o KoMmnerenmuu E E °
<a) S 5 3 <
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TeMbl TUCHUILIAHBI e IO 8 g o X
= S| w v R X =R
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’ MPK, CPC | C3,Kp
00CITy>)KUBaHMs HA TPAHCIIOPTE
Tema 2. Otuyeckue yuenusi JlpeBHero JI, 113, YO, C3,
Boctoka 12375 + |+ |+ MPK, CPC Kp
Tema 3. AHTHYHAS STHKA KaK yUYCHHUE O JI, 113, VO, C3,
oOpoeTENIX 123750 + | + | # MPK, CPC Kp
Tema 4. DOtuka CpeaHUX BEKOB H JI, 113, VO, C3,
Bo3poxaeHus 12375 + |+ | ¥ MPK, CPC Kp
JI, 113, YO, C3,
Tema 5. Otuka HoBoro Bpemenu 12,375 + | + |+ MPK, CPC Kp
Tema 6. AxTyanbHple MPOOJIEMBI JI, 113, YO, C3,
COBPEMEHHOM ATUKHU 12375 + |+ | ¥ MPK, CPC Kp
Tema 7. IlpodeccuonanpHas 3THKa U €€ 123750 + | + | + JI, 113, VO, C3,
B3aMMOCBSI3b C O0IIEH Teopueit Mopanu| MPK, CPC Kp
puncrsenn oy 12378 + |+ | + | LTB. | V0.C3
’ MPK, CPC Kp
npodeccronana
G 1 coomerorsyonie nopws o 7,14 | + | + | + | LTB. | V0.C3
YIOHWE HOp ! MPK, CPC | Kp
chepe ycayr
Tema 10. [TpuHIUAIIEI KOPIIOPATUBHOM 71+ + |+ JI, 113, YO, C3,
OTBETCTBEHHOCTH B chepe yCIyr ’ MPK, CPC Kp
T 11.
HSZI(;eCCHOHanLHaoTP"IHq;CeI:IIi:JILHc())(STHI/? BI:; 706 | + | + | + L T3, Y0, 3,
’ MPK, CPC Kp
chepe ycayr




onpoc, MPK — meTon pa3BuBaromerics koonepaunu, C3 — cUTyallHOHHOE 3aJjaHue, J

— DK3aMCH.

5.2 TeMBbI IMCIMIINHBI U BUbI 3aHATHI

HaumMenoBaHne TeMbl TUCUUIUINHBI J [II3|C|JIP| CPC KP E;fgg
Kypc 2 (cemectp 4)
Tema 1. Ilpenmer u mnpoOnemaTHka
STUKU B cthepe cepeuchoro |0,25(0,25| —| — | 11,875 — 112,375
00CTy)KWBaHHSI HA TPAHCIIOPTE
Tema 2. Otuueckue yuenus [IpeBHero 025025 —| — | 11.875| — [12,375
Bocroka
Tema 3. AHTHYHAS ITHKA KaK y4eHHUE O 025025 —| — | 11.875| — |12.375
T00poaeTeNIX
Tema 4. Otuka CpenHuUx BEKOB U 025025 —| — | 11.875| — [12,375
Bospoxnenus
Tema 5. Otuka HoBoro Bpemenu 0,25/|0,25| —| — | 11,875 — 12,375
Tema 6. VAKTyaJIBHBIe po0IeMbl 0250.25| —| — |11.875| — |12.375
COBPEMEHHOMN ATHKHU
Tema 7. HpO(I)GCCI/IOIiaJILHafI STHKA U €€ 0.25(025/ — — |11.875| — |12.375
B3aMMOCBSI3b C 0011Iel Teopren Mopaau
Tema 8. IIpodeccuss ©u JUYHOCTE.
HpaBctBennas kyneTypa |0,25/0,25| —| — | 11,875| — |[12,375
npodeccruonana
Hroro 3a kypc 2 (cemectp 4) 2 | 2 |—|—| 95 — 99
[IpomexyTouHas arrecTaius B popMe dk3amMeHa 9
Bcero 3a kypc 2 (cemectp 4) 108
Kypc 3 (cemectp 5)

Tema 9. OcHOBHBIE ypOBHU BHJICHUS
OusHeca u cooTBeTcTBYIomUe HOopMmel B |0,32(/0,32) —| — | 6,5 — 7,14
chepe ycayr
Tema 10. [lpuHIUnBl KOpHOpPaTHUBHOMN 0321032l —| — | 65 . 714
OTBETCTBEHHOCTH B c(pepe yciyr ’ ' ’ ’
Tema 11. DTHuueckue OCHOBBI
npodeccuonanpHoii  pesrenbHoctd B |0,28/0,28) —| — | 6,5 — 7,06
chepe ycayr
Tema 12. Dcrerrka 0OCITyKUBaHUS 0,28/0,28| —| — 6,5 — 7,06
Tema 13. [Tpodeccronansroe
nmoBeZicHME pabOTHWKA CepBUCa Ha 028028 — — | 65 . 7.06

Pa3TUYHBIX 3Tarmax oOCTyKUBaHUS Ha
TpaHCIOPTE
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HaumenoBanue TeMbl TUCIATIINHEI J |[TI3|C|JIP| CPC KP Beero

4aCcoB
Tema 14. OcobGeHHOCTH  [J€JIOBOrO 0280028 —| — | 65 _ 7.06
oOwieHus B cepe yciayr

Tema 15. Ympasnenue koHpaukTamu B 028028 —| — | 65 _ 7.06
00CITy’)KHUBaHUH HA TPAHCIIOPTE

Tema 16. KopnopatuBHas »53Tuka B 028028 —| — | 65 _ 7.06
chepe yciIyr Ha TpaHCIIOPTE

Tema 17. KopnopatuBHas KyabTypa B 028028 —| — | 65 _ 7.06

00CTy>)KHUBaHUM HA TPAHCIIOPTE

Tema 18. OpranuzainvonHas KyjiabTypa
KakK dakrop noseimenus (0,28/0,28) —| — | 6,5 — 7,06
adexTuBHOCTH B chepe cepBuca

Tema 19. VYmnpaBneHueckas 3THKa B

0,28/0,28) —| — | 6,5 — 7,06
cthepe cepBuca

Tema 20. DTuker Kak peryasaTop
MEXITUIHOCTHBIX OTHOIIICHU I u
npodeccroHaIbHOTO TTOBEICHUSI
PabOTHUKOB CEpBHCA. DTUKET JCIOBBIX
COBEILIAHUM, MIPE3CHTALUI u
yOJIMYHBIX BHICTYTUICHHM

0,28/0,28/ —| — | 6,5 — 7,06

Tema 21. IlpaBuna moOBelIeHUS B 0,28/0,28

—| — | 65 — 7,06
OOIIIECTBEHHBIX MECTaX

Tema 22. JlenoBoi 3TUKET U MPOTOKOJI.
Oco0OeHHOCTH WX  TPOSBICHUS B

$ P 028028 — — | 65 | — | 7,06
CEpBHUCHOHM  JesTeNIbHOCTH. JlenoBbIe
BCTPEYH M IIEPETOBOPHI

Hroro 3a kypc 3 (cemectp 5) 4 | 4 |—| — | 91 — 99
[IpomexyTouHas aTTecTaius B popMe d3K3aMeHa 9
Bcero 3a kypc 3 (cemectp 5) 108
Nroro no aucuuminze 216
Cokpamenusi: JI — gjekuus, I3 - mnpaktuueckue 3anstus, CPC —
camocTosiTesbHass pabora oOywaromerocs, KP — kypcoBas paborta, JIP -

nabopaTtopHbie paboTbl, C — CEeMUHAPHI.
5.3 Conep:xkanne qTUCUHUINIMHBI

Tema 1. Ilpeamer u mnpoOjeMaTMka JITHKM B cdepe CepBUCHOIO
00CJIy’)KUBAaHUSA HA TPAHCIIOPTeE

[lonssTME W mpeaMer  ATUKU. Mopailb ¥ HPABCTBEHHOCTh  (IJIs
CaMOCTOSITEILHOTO M3yueHusi). TeopeTuueckasi, HOpMaTUBHASL M MPUKIaAHAs ITUKA
(1711 CaMOCTOSITEILHOTO U3Yy4YeHUs). MeCTO 3TUKM B CUCTEME F'yMaHUTAPHOTO 3HAHUS
(ms  camocTosiTenbHOTO u3ydeHusi). OCHOBHBIE JTHUYECKHE KaTeropuu (I
CaMOCTOSITEILHOTO M3YyueHHUsI). «YecCTh», «IOJr», «COBECTh», «OTBETCTBEHHOCTHY -
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BAOXHEHIINE KaTeropuu MPOPECCHOHANBHOW JTHKM paOOTHHMKA cepBuca (ams
CaMOCTOSITEJILHOTO H3y4yeHus1). MexaHuzMm oOecrieyeHusi TpeOyeMoro KadecTBa
MPOIECCOB OKa3aHUS YCIYT, Ha OCHOBE KJIMEHTOOPHEHTHPOBAHHBIX TEXHOJOTHU B
NpOIECCe OCBOCHHSI OJTUKH, OCTETHKH OOCIYy)XHBAaHHSA, JTHKETa, MOpald U
HPAaBCTBEHHOCTH, CTAaHAAPTU3AINH, CEPTHU(PUKAIUN W YIPABICHUS KauyeCTBOM B
chepe cCepBUCHOTO OOCTY)KMBaHUSI Ha TpaHcHopTe (I CaMOCTOSITEIHLHOTO
U3y4eHHUs). MexaHu3M CHCTeMBbl oOecreueHus TpeOyeMoro KadecTBa IPOIECCOB
OKa3aHUs YCIYr B COOTBETCTBUM C MEKIYHApPOAHBIMA U HAIWOHAJIBHBIMH
CTaHJapTaMHd B TMIPOLIECCE OCBOCHHS ATHKH, ICTETUKH OOCTY)XMUBaHUS, OSTHKETa,
MOpaJIi W HPAaBCTBEHHOCTH, CTaHAApTU3allUH, CEPTUPUKANUA U YIPABICHHUS
KadyecTBOM B cdepe CEepBUCHOTO OOCTYy)KMBaHUS HA TpaHCHopTe (IS
CaMOCTOSITETFHOTO UW3Yy4YeHHUs1). MeXaHW3M OKazaHHs YCIYI B COOTBETCTBUH C
3asBIIEHHBIM Ka4eCTBOM B TMPOIIECCE OCBOCHHS ITHKH, ICTETUKH OOCTYKMBaHUS,
ATHKETA, MOPAJTH U HPaBCTBEHHOCTH, CTAaHAAPTH3AINH, CEPTU(DUKALINN U YITPABICHHUSI
KadyecTBOM B  cdepe CEepBUCHOTO OOCITYy)KMBaHUS HA  TpaHCHopTe (IS
CaMOCTOSITETTFHOTO ~HM3y4eHHs). MarepuanbHble pPecypchl, O0OpyIOBaHHE IS
OCYIIIECTBJIICHHS TIpollecca cepBUca (I CaMOCTOSITETFHOTO HM3y4YeHHs ). MeTobl
NPOBEACHUS TIIEPETOBOPOB C KIMEHTAMH 110 TIPETCH3UOHHBIM CIIydasMm  (JIs
CaMOCTOSITETTLHOTO H3Yy4YeHHs). MeXaHU3M ONpeleeHus MPUYUH BO3HUKHOBCHHSI
NPeTEH3U B MPOIIECCe OCBOCHUS dTUKHU, SCTETHKU OOCITY>)KWBaHUs, ITUKETa, MOPAJIH
U HPAaBCTBEHHOCTH, CTAaHIAPTHU3AlLMU, CEPTHU(PUKALUM U YIPABICHHUS KA4ECTBOM B
chepe cepBUCHOrO OOCTY)KMBaHMS Ha TpaHcHopre (i1 CaMOCTOSITEIBHOTO
u3ydeHus). MeTonbl pa3pabOTKM UM HCIOIb30BAHUS THUIOBBIX TEXHOJIOTHYECKUX
OpoleccoB (I CaMOCTOSATEIBHOTO HW3y4yeHus). Metonbl (GopMUpoOBaHUA |
BHEJIPEHMsI KOPIIOPATUBHBIX CTAHAAPTOB M PETJIAMEHTOB IMPOIIECCOB OOCITYKUBAHUS
norpebuTeneld Ha TpaHcHopTe (IIsI CaMOCTOSITENIbHOTO U3y4eHwus). MeTomabl
B3aMMOJICUCTBUS C KJIMEHTAaMH [0 OpraHU3allud Iporecca OOCITyKUBaHUS
norpebuteneid B chepe TOCTENPUUMCTBA B MPOLIECCE OCBOEHUS JTHUKH, ICTETUKH
oOCIy>KMBaHMsI, OTHUKETa, MOpaJIM M  HPABCTBEHHOCTH, CTaHIApPTHU3AIUH,
cepTUdUKAIIMA U YIIPaBJIECHUS KadeCcTBOM B cdepe CEpBHCHOTO OOCTY)KHMBaHUS Ha
TpaHcHopTe (11 CaMOCTOSITEIbBHOTO U3YUYEHHUS).

Tema 2. ITuueckue yuenus /IpeBnero Boctoka

CounanbHO-3KOHOMHYECKUE M JIYXOBHBIE MPEANOCHUIKH TMOSBICHUSA 3THKHU.
Otuko-punocodpckue cucrembl JlpeBneirt WMumum: Opaxmanusm, Oyaausm (s
CaMOCTOSITEIbHOTO M3ydeHus). JlxkaliHu3aM u iora (AJIsE CaMOCTOSITENBHOTO
nu3yueHust). Jtuyeckue yuenus JlpesHero Kwuras: maocusm, koHQyUHMaHCTBO (IJis
CaMOCTOSITEJILHOTO M3y4yeHus). MexaHusMm oOecneyeHuss TpeOyeMoro KadecTBa
MPOLIECCOB OKa3aHMUsSl YCIyr, HA OCHOBE KJIMEHTOOPUEHTHUPOBAHHBIX TEXHOJIOTMH B
MpOILIECCE€ OCBOEHMSI ATHUKH, OCTETUKU OOCIY)KHMBaHUS, OSTHKETa, MOpalu H
HPABCTBEHHOCTH, CTaHIApTHU3AIMH, CEPTU(PUKAIMK W YIPaBICHUS KAa4eCTBOM B
chepe cepBUCHOrO OOCITYyXHMBaHWS Ha TpaHCHopTe (I CaMOCTOSTEIBLHOIO
M3y4deHus). MexaHu3M CHCTEMBI OOecledeHus TpeOyemMoro KadecTBa IPOIECCOB
OKa3aHUsl YCIyr B COOTBETCTBUM C MEKIYHApOJIHBIMU M HAIMOHAJIbHBIMU
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CTaHJapTaMHd B TIPOIECCE OCBOCHUS OTUKHU, ICTCTHKU OOCITYKWUBaHHS, JTUKETA,
MOpaJli W HPABCTBEHHOCTH, CTaHIApTH3AIlMH, CEPTHPUKANUH U YIPaBICHUS
KauecTBOM B cepe cepBUCHOrO OOCIyXKUBaHHMS Ha TpaHcmopte (A
CaMOCTOSITEJILHOTO HM3y4YeHHUs). MeXaHW3M OKa3aHHUsS YCIyT B COOTBETCTBUH C
3asIBJICHHBIM KauyeCTBOM B TPOIIECCE OCBOCHUS JTHKH, JCTETUKH OOCITYy)KHBaHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHAAPTU3AINH, CEPTUDHUKAIINN U YIIPABICHUS
KauecTBOM B cepe cepBUCHOro 0OOCIyXUBaHHMS Ha TpaHcmopte (A
CaMOCTOSITETFHOTO M3y4YeHHs). MarepuanbHble pecypchl, O00OpyIOBaHHE IS
OCYILIECTBJIICHHS TIpollecca cepBUca (IJII CaMOCTOSITENFHOTO HM3y4eHHs). MeTobl
NPOBEJICHUS TEPErOBOPOB € KIMEHTaMH TI0 TPETEH3WOHHBIM CiydasMm  (JJIs
CaMOCTOSITCJILHOTO HM3YyYCeHHS). MeXaHU3M OIpPEACIICHUsS MPUYMH BO3HUKHOBCHHSI
NPETCH3UI B MPOIECCE OCBOCHUS ITHKH, 3CTETUKH OOCITY)KMBAHUS, ITHKETA, MOPAJH
¥ HPAaBCTBEHHOCTH, CTaHIAPTH3AIlMU, CEPTH(PUKANHUK W YIPABJICHHUS KAa4eCTBOM B
chepe CepBUCHOTO OOCTY)KMBaHUS Ha TpPaHCHIOPTE (IJIsI CaMOCTOATEIHHOTO
u3ydeHus). MeTojnbl pa3pabOTKH M HCIIOB30BAHUS THIIOBBIX TEXHOJIOTHYECKUX
IpoIeccoB (I  CaMOCTOSATEIBHOTO HW3y4deHHUs). Metonbl (HOPMHUPOBAHUS |
BHEJIPCHMSI KOPIIOPATHBHBIX CTAHIAPTOB M PETJIAMEHTOB TPOIECCOB OOCITYKUBaHUS
norpeOuTeneld Ha TpaHCHOpPTe (IS CaMOCTOSITENILHOTO HW3Y4YeHHs). MeTobl
B3aMMOJICHCTBHS C KJIMGHTaMH [0 OpraHU3allMM Iporecca OOCTYKUBaHHS
norpeduteneld B chepe TOCTCIPUUMCTBA B IPOIIECCE OCBOCHUS 3THUKH, 3CTCTUKH
oOCTy)XMBaHHsS, OTHKETa, MOpaJd ©  HPABCTBEHHOCTH, CTaHJApTH3AIUH,
cepTu(UKAMA W YIPaBICHUS KaueCTBOM B cdepe CEepBHUCHOTO OOCITY)KWBaHUS Ha
TpaHCIopTe (IJI1 CAMOCTOSTEIILHOTO H3YUCHHUS).

Tema 3. AHTHYHAS ITHKA KAK yYeHHe 0 100poaeTesiX

OcOOEHHOCTH AaHTUYHOM OTHUKUA. OTHYECKUH PEISITHUBU3M, IBICMOHH3M,
palMoHaNIM3M (11 CaMOCTOSITENIbBHOTO M3YyY€HHUA). DTUUECKOE Y4eHUE APHUCTOTEIS
(I caMOCTOATENIBHOTO M3Y4YE€HUs). ODTUYECKHME TE€AOHM3M U aCKeTu3M (I
CaMOCTOSATEIILHOTO U3y4eHHs). [ eJoHr3M B 00CITy>KMBaHUU (1T CAMOCTOSITEIHLHOTO
U3y4eHHs1). DCTeTHKa 00CITy)KHBaHUS B MPOIECCE pa3pabOTKU TEXHOJIOTUH Tpoliecca
CepBUCA, pa3BUTHUA CHUCTEMBl KIHEHTCKMX OTHOIIEHUNH C YYETOM TpeOOoBaHUM
notpebutenss B cdepe CEpBUCHOrO OOCITy)KMBaHUS Ha TpaHcmopre (IJjs
CaMOCTOSITETILHOTO HW3yueHus1). MexaHuzMm obOecredeHus: TpeOyeMoro KadecTBa
MPOLIECCOB OKa3aHWsSl YCIyr, HA OCHOBE KJIMEHTOOPUEHTHPOBAHHBIX TEXHOJIOTMHI B
Mpollecce OCBOEHUS OTUKH, OCTETUKH OOCITYy>KMBaHHS, OJTHKETa, MOpaId U
HPABCTBEHHOCTH, CTaHIApTHU3AIlMH, CEPTU(PUKAIMK W YIPaBICHUS KAa4eCTBOM B
chepe CEpBUCHOTO OOCTY)KMBaHHS Ha TpaHCHOpPTEe (I CaMOCTOSTEIBHOTO
M3y4deHus). MexaHu3M CHCTEMBI OOecledeHus TpeOyemMoro KadecTBa IPOIECCOB
OKa3aHusi YCIAYT B COOTBETCTBHUM C MEXKIYHAPOJHBIMU M HAIUMOHAIBHBIMU
CTaHJapTaMU B TMPOILIECCE OCBOCHUS ITHUKH, ACTETUKU OOCITYKMUBAHUS, STUKETA,
MOpalldi W HPABCTBEHHOCTH, CTaHAApTHU3AIlUU, CEPTHPUKAIUA € YIPaBICHUSI
KauecTBOM B cepe cepBUCHOrO OOCIy:XKUMBaHHMSI Ha TpaHcmopte (A
CaMOCTOSITEJILHOTO H3yueHHs). MexaHu3M OKa3aHusl YCIYyT B COOTBETCTBUH C
3asIBJICHHBIM Ka4€CTBOM B MPOIIECCE OCBOCHUS 3TUKHU, SCTETUKHU 00CITyKUBAHMUS,

13



ATUKETA, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHAAPTU3AINH, CEPTUDHUKAIINN U YIIPABICHUS
KauecTBOM B cepe cepBUCHOrO 0OOCIy:XKUBaHHMS Ha TpaHcmopte (A
CaMOCTOSITETIFHOTO ~M3y4YeHHs). MarepuanbHble pecypchl, O0OpyIOBaHHE IS
OCYILIECTBJIICHHSI Tpoliecca cepBuca (i1 CaMOCTOSITETFHOTO HM3ydeHHus). MeTobl
MPOBEJICHUS TICPETOBOPOB C KIMEHTAMH IO TPETCH3WOHHBIM ClydasMm (s
CaMOCTOSITEJILHOTO HM3Yy4eHHs). MeXaHU3M OIpEACIICHUs MPUYNH BO3HUKHOBCHHSI
MIPETEH3UH B MPOIIECCE OCBOCHUS ITUKU, ICTCTUKU OOCITYKUBAaHUS, TUKETA, MOPAIIH
U HPABCTBEHHOCTH, CTAHJIAPTH3AlUH, CEPTUPUKAIMHU M YIPABICHUS KAa4eCTBOM B
chepe cCepBUCHOTO OOCTYy)XKMBaHHUSI Ha TpaHcHopTe (I CaMOCTOSITEIHLHOTO
u3ydeHus). MeTonbl pa3pabOTKM M HCIIOJIB30BAHUS THUIOBBIX TEXHOJOTHUYCCKUX
npoIeccoB (I  CaMOCTOSATEIBHOTO H3y4yeHus). Mertonbl (QOpMUpOBaHUS U
BHEJIPCHHSI KOPIIOPATUBHBIX CTAHIAAPTOB M PETJIAMEHTOB IPOIICCCOB OOCITYKMBaHUS
norpeOuteneld Ha TpaHCHOpPTe (IS CaMOCTOSITENILHOTO HW3Y4YeHHs). MeTobl
B3aMMOJICHCTBHS C KJIMCHTAaMH [0 OpTraHU3allMM TMporecca OOCITYKUBaHHS
norpeduteneld B chepe TOCTCIPUUMCTBA B TPOIECCE OCBOCHUS 3THUKH, 3CTCTUKH
oOCIy)KWBaHMsI, OTHKETa, MOpaJM ¥  HPABCTBEHHOCTH, CTaHJIapPTH3aIlUH,
cepTuUKaIMA M YIpPaBICHUS KA4eCTBOM B cepe CEPBHUCHOTO OOCITY)KMBaHHUS Ha
TpaHCTopTe (IS CAMOCTOSITEILHOTO U3yUCHHS ).

Tema 4. Ituka Cpeagnux BexkoB u Bo3poxaenunst

XpuctuaHckas dTHKa. leonuies (I8 CAMOCTOSITENIBHOTO — U3YYEHHS).
EctecTBeHHBIN 1 OOTOOTKPOBEHHBIH HPABCTBEHHBIE 3aKOHBI (ISl CAMOCTOSITEIHLHOTO
uzydenusi). ['ymanuctuueckas 3tuka 3moxu Bo3poxkaeHus (4Ji1 caMOCTOSITEIIBHOTO
U3y4eHHs). AHTPONOLIEHTPU3M M TyMaHuU3M (IJi1 CaMOCTOSITEIbHOTO H3Yy4YeHUs).
Mexanu3m obOecniedeHus TpeOyeMoro kadecTBa MpPOILIECCOB OKa3aHUA YCIyr, Ha
OCHOBE KIIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTUM B TMPOIECCE OCBOCHUS DITHUKH,
ACTETHKU OOCIYXUBaHUSA, DTUKETa, MOpAjd W HPABCTBEHHOCTH, CTaHIAPTHU3AIUHU,
cepTUdUKAIIMA W YIIPaBJIEHUS Ka4eCTBOM B cdepe CepBHCHOTO OOCTY)KHBaHUS Ha
TpaHCTIOPTE (IUIsI CAMOCTOSITEIBHOTO U3Yy4eHus). MeXxaHu3M CHUCTEMbI 00eCTICUECHHUSI
TpeOyeMoro KadecTBa TMPOLIECCOB  OKa3aHWA YCAYr B  COOTBETCTBHUH  C
MEXIYHAPOJIHBIMU U HAIIMOHAJIBHBIMHM CTaHAApTaMHU B MPOIIECCE OCBOCHUS ITHKH,
ACTETHKU OOCIYXUBaHUSA, DTUKETa, MOpAjd W HPABCTBEHHOCTH, CTaHIAPTHU3AIUH,
cepTuuKanMu M yMpaBlIeHUS KA4eCTBOM B cepe CEpBUCHOTO OOCITy)KUBaHHUS Ha
TpaHCTIOPTE (IJI1 CaMOCTOSITEIBHOTO W3ydeHHs). MexaHu3M OKa3aHusl YCIyr B
COOTBETCTBHM C 3asBJICHHBIM KA4eCTBOM B MPOIIECCE OCBOEHUS JTHUKH, ICTCTUKHU
oOCIMy)KWBaHMsI, OTUKETa, MOpPAIM W  HPABCTBEHHOCTH, CTaHJApPTHU3AIUH,
cepruuKanMu M yMpaBlIeHUS KA4eCTBOM B cepe CEpBHUCHOTO OOCITYy)KUBAaHHUS Ha
TpaHCTIOPTe (71  CaMOCTOSITENIFHOTO — WM3y4YeHHWs). MarepuanbHble  PecypCHl,
o0opynoBaHME Ui OCYIIECTBICHHS Ipoliecca cepBuca (I CaMOCTOSITEIBHOTO
u3ydeHus1). Metoasl MPOBEACHHS TMEPErOBOPOB C KIMEHTAMHU TO MPETEH3UMOHHBIM
ciay4asiM (711 CaMOCTOATENBHOTO W3Y4YeHUs). MeXaHW3M OIpeAesiCHusT MPUINH
BO3HUKHOBEHUS TPETEH3WI B MPOIECCE OCBOCHUS ITHUKU, CTETUKH OOCITYKHBaHUS,
ATUKETA, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHAAPTU3AINH, CEPTUDHUKAIINN U YIIPABICHUS
KauecTBOM B c(pepe CEepBHCHOrO OOCIY>KHMBaHUS Ha TpaHcmopte (i
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CaMOCTOSATEIILHOTO HU3y4eHHs). MeToasl pa3padOTKM M HCIOJIB30BAHHS THITIOBBIX
TEXHOJOTHYECKUX TMPOMECCOB (T  CaMOCTOSATEIBHOTO HW3Yy4deHHs). MeTombl
dbopMHUpOBaHUST W BHEIPEHUS KOPMOPATUBHBIX CTAHIAPTOB U  PETIAMEHTOB
MPOIIECCOB OOCHYXKMBaHUS MOTpeOUTENeld Ha TpaHCHOpTe (IJIs CaMOCTOSITEILHOIO
u3yueHus). MeToabpl B3aUMOJACHCTBHSI C KJIMEHTaMH [0 OpTaHU3aluu Mpolecca
oOCTy)XMBaHHs MOTpeOuTeNel B cdepe TOCTEIPUUMCTBA B MPOIECCE OCBOCHHUS
OTUKW, OCTETUKH  OOCITy)KMBaHHWS, OTHUKETa, MOpaId U HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEPTU(PUKAIMA W YIpaBIeHUS KAYeCTBOM B c(epe CEpBHCHOTO
o0cITy>)KuBaHMs Ha TpaHCIIOPTE (VI CAMOCTOSITEILHOTO U3YUCHHUS ).

Tema 5. Ituka HoBoro Bpemenu

MopansHas ¢unocopus HoBoro BpemMeHu (1)1 CaMOCTOSTEILHOTO H3YUCHHUS ).
Teopust pazymHoro srousma (Jjis CaMOCTOSTENILHOTO U3YUYEHUs). DTHUECKOE YUYECHHE
M. Kanta (mist caMOCTOSITCIIBHOTO M3YYCHHS). OTHYSCKHH yTHIMTAPU3M  (JIIs
CaMOCTOSITEJIbHOTO ~ M3y4YeHMs). OTHKa MapkcusMa (I  CaMOCTOSITEILHOTO
u3ydeHus). Otndyeckoe ydenue @. Hwurmme (s camMoCTOATEIBHOTO H3YYCHUS).
OTuyeckue BO33pPEHUsS MpPEACTaBUTENed PYCcCKOM penuruo3Hoi ¢umocopuu (s
CaMOCTOSITEJILHOTO U3y4yeHHus). MexaHusMm obOecrieueHuss TpeOyeMoro KadecTBa
IPOIIECCOB OKa3aHWs YCIyr, Ha OCHOBE KJIMEHTOOPHUECHTHUPOBAHHBIX TEXHOJIOTHHA B
IPOIIECCE OCBOCHHUS OTUKH, OCTETUKH OOCITY)XKWUBaHUS, OSTHUKETa, MOpaIH M
HPABCTBEHHOCTH, CTaHAAPTU3AlMHM, CEePTHU(PUKALMM W YIOPABJICHHUS KAaueCTBOM B
chepe cepBUCHOrO OOCTY)KMBaHMS Ha TpaHcHopre (i1 CaMOCTOSITEIHHOTO
u3ydeHus). MexaHu3Mm cHUCTeMBbI oOecredeHusi TpeOyeMOoro KadecTBa MPOIECCOB
OKa3aHHUs YCIYr B COOTBETCTBUM C MEXKAYHAapOJHBIMHU M HAIlMOHAJbHBIMU
CTaHJapTaMyd B TMPOIECCE OCBOEHUSA ATUKU, ICTETUKU OOCITYKUBAaHUS, STUKETA,
MOpaqd W HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEpTUPHUKAIMU U YIpaBICHUS
KayeCTBOM B cdepe CEepBUCHOTO OOCITyXMBaHUS Ha TpaHCHOpTe (IS
CaMOCTOSITEJILHOTO H3y4YeHHs). MexaHu3M OKa3zaHHusd YCIyr B COOTBETCTBUM C
3asiBJICHHBIM Kaue€CTBOM B MPOIIECCE OCBOEHUS ITHKH, ICTETUKH OOCIYy>KMBaHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHAAPTU3AINH, CEPTU(DUKAIIUU U YIIPABICHUS
KauecTBOM B cdepe CEepBUCHOTO OOCTY)KMBaHMS Ha TpaHcmopTe (s
CaMOCTOSITETILHOTO HM3Yy4eHus). MarepualbHble pPecypchl, O00OpyIOBaHUE IS
OCYIIECTBJICHHsI TIpollecca cepBuca (i1 CaMOCTOATENHLHOTO HM3y4YeHHUs). MeTombl
MPOBENICHUS TIEPETOBOPOB C KIMEHTAMH II0 TPETCH3UOHHBIM ciydasiMm (s
CaMOCTOSITEJILHOTO HM3y4eHHs). MeXaHu3M OIpeAeNieHus NPUYNH BO3HUKHOBECHHS
MIPETEH3UH B MPOIECCE OCBOSHUS ATHKHU, ICTETUKHU OOCITYKHUBAHUS, ITHKETA, MOPAJIH
U HPABCTBEHHOCTH, CTAaHIAPTH3AlNH, CEPTUPUKAIMU M YIPaBICHUS KAadyeCTBOM B
chepe CEpBUCHOTO OOCTYy)KMBaHHMS Ha TpaHCHOpPTe (I CaMOCTOSTEIHBHOTO
u3ydeHus1). Meroapl pa3paOOTKM M HCIOJIB30BAHUS THUIIOBBIX TEXHOJOTHYECKUX
MpoILIECCOB  (IJI1  CaMOCTOSITENIbHOTO u3ydeHusi). MeToapl QopMHpOBaHUS U
BHEJIPEHUSI KOPIMOPATUBHBIX CTAHJAPTOB U PETIAMEHTOB TPOIECCOB OOCITYKUBAHUS
notpeburtenei Ha TpaHCHOpTe (I CaMOCTOSITEIBHOTO U3y4yeHHus). MeTojsl
B3aMMOJICUCTBHSI C KJIMEHTAMH TI0 OpraHu3aliy mporecca Oo0CTyKUBaHUS
noTpeduresie B cdepe rocTeNpuuMCTBA B MPOIIECCE OCBOCHUS ITUKHU, SCTCTUKH
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oOCNy’KMBaHMsI, 3TUKETa, MOpaJd M  HPABCTBEHHOCTH, CTaHAApTU3ALUH,
cepTU(PUKAIMU U YNPaBIEHUS KAa4eCTBOM B c(epe CEpBHCHOIO OOCIYKMBAaHUS Ha
TPaHCIOPTE (A1 CAMOCTOSITEILHOTO U3YUYEHMUS).

Tema 6. AkTyajibHbIE IP00JIEMbI COBPEMEHHOM 3TUKHU

OCHOBHbIC HaMpaBj€HUST B Pa3BUTUM ATHYECKOM MbIicau XX  Beka.
PenaruBucrckass »THKa MOCTMOJIEpHU3MA (I CAMOCTOSITEIBHOTO — W3YYEHUS).
Kpusuc wMopasim u  HpaBCTBEHHOCTH  (IJI1  CaMOCTOSITEJIBHOTO — M3Y4YE€HUS).
Heob6xomuMocTh  mepexoja K  T'yYMAaHUCTHYECKOW  ATuke  Oyaymero  (ais
CaMOCTOSITEILHOTO U3ydeHus). [IpoGaeMbl OMOATHUKH, TOJIEPAHTHOCTH, COOTHOIIICHHE
OTUKM W Ou3Heca (IS CaMOCTOATENBHOTO H3ydeHHs). MexaHusMm obecredeHus
TpeOyemoro KayecTBa IPOLIECCOB OKa3aHus YCIIYT, Ha OCHOBE
KJIIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHUM B TPOIIECCE OCBOCHHS JTHUKH, JCTETHKU
oOCly>)kuBaHMs, OTUKETa, MOPAJIM U  HPABCTBEHHOCTH, CTaHJIApTU3AIUU,
cepTudUKAIIMU U YIIPABIECHUS KAa4eCTBOM B cepe CEpBUCHOTO OOCITY)KHMBaHUS Ha
TpaHCHopTe (11 CAMOCTOSITEILHOTO M3y4YeHUs). MeXaHu3M CUCTEMBbl 00eCTICUCHU ST
TpeOyeMoro KadecTBa MPOLIECCOB  OKa3aHUA YCAYr B  COOTBETCTBHUHM  C
MEXIYHAPOIHBIMUA M HAIlMOHAJILHBIMU CTaHJAapTaMU B MPOIECCEe OCBOCHHS ATHKH,
ACTETUKU OOCITY>KUBaHUS, ITHUKETAa, MOPAJIM W HPABCTBEHHOCTH, CTaHAApPTH3aAIIUM,
cepTUdUKAIIMU U YIIPABICHUS KAa4eCTBOM B cepe CEpBUCHOTO OOCTY)KMBAaHUS Ha
TpaHCHOPTE (IJIs1 CaMOCTOSITEIBHOIO H3ydeHHs). MexaHu3M oOKa3zaHHsl YCIyr B
COOTBETCTBHM C 3asBJICHHBIM Kaue€CTBOM B MPOLIECCE OCBOCHUS STUKH, 3CTETUKH
oOCITy>KMBaHMsI, OJTHUKETa, MOpalM M  HPABCTBEHHOCTH, CTaHJApTHU3AIUH,
cepTuUKalMu M yNpaBleHUsS KayecTBOM B cepe CEepBUCHOTO OOCIyKHBaHUS Ha
TpaHcmopTe (I CaMOCTOSTENBHOTO HW3Yy4deHus). MarTepuanbHble  pPecypcehl,
o0opyAoBaHUE [JIsi OCYIIECTBICHUS IIpollecca cepBuca (71 CaMOCTOATEIHLHOTO
u3ydeHus). MeToapl TPOBENECHUS IEPErOBOPOB C KIMEHTAMH IO MPETCH3MOHHBIM
ciaydastM (I CaMOCTOATENBHOTO M3Yy4eHUs). MeXaHu3M OIpeielieHus NPUYUH
BO3HUKHOBEHUS MPETEH3UI B MPOIECCE OCBOEHUS ITUKH, ICTETUKU OOCTY>KWBAHMS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTaHAApTU3AINH, CEPTU(DUKAITUU U yIIPABICHUS
KauecTBOM B cdepe CEepBUCHOTO OOCTY)KMBaHMS Ha TpaHcmopTe (s
CaMOCTOSATEIILHOTO HW3Yy4YeHHs). MeToasl pa3pabOTKH U WMCIOJB30BaHUS THIOBBIX
TEXHOJIOTUYECKHX TMPOILIECCOB (i1 CaMOCTOSITEIBHOTO HW3y4yeHus). MeTojsl
dbopMuUpOBaHUST W BHEIPEHUS KOPHOPATUBHBIX CTAHIAPTOB U  PETIAMEHTOB
MIPOIIECCOB OOCTY>KMBAHHS TMOTPEOUTENE Ha TPAHCIOpPTE (IJIs CaMOCTOSTEIHHOTO
u3yueHus). MeToabl B3aMMOACHCTBHSI € KIMEHTaMH [0 OpraHu3aluu Mpolecca
oOciTy>)kuBaHHS TOTpeOuTENeii B cdepe TOCTSHIPUUMCTBA B TPOIECCE OCBOCHUS
ATUKH, OCTETUKU OOCIHYy)XMBaHMs, OTHKETa, MOpPAJId U  HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CEPTUPUKAIMKA W YNPABIECHUS KAYECTBOM B c(epe CEpBHCHOTO
00CTy)KWBaHMSI HA TPAHCIIOPTE (IJIs1 CAMOCTOATEIBHOTO U3YUYCHUS).
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Tema 7. Ilpo¢eccuonanbHasi 3THKA U e€e B3aMMOCBA3b ¢ 001Iel Teopuen
MOpaJH

[loHsiTHe MOpanu U e€e CBSI3b C APYTUMH (popMaMu OOIIECTBEHHOIO CO3HAHUS.
CpoiicTBa Mopanu (IJIs1 CaMOCTOATENBHOIO H3yudeHus). MopaiabHOE CO3HaHUE U
MOpajibHasl MPaKTHKa (A1 CaMOCTOSITENIbHOIO M3y4yeHus). MopasabHble NMPUHLHIIBI,
HOPMBI, LEHHOCTH M HJeajbl (ISl CaMOCTOSITENBHOrO H3ydeHwus). Penurmosnas,
HaTypaJucTU4ecKas (9BOJIFOIMOHUCTCKAS ), COLIMOJIOTUYECKAS KOHIIETILINU
MPOUCXOXKIEHUST Mopaid (AJI1 CaMOCTOSITENbHOrO u3yueHus). Mcropuueckoe
pa3BUTHE MOpaH (sl CAMOCTOSITEIbHOr0 u3ydeHus ). [IpopeccuonanbHas 3TUKa Kak
CBOJI HPAaBCTBEHHBIX TPEOOBaHUM, ONPEAENSIONIMX OTHOILIEHUE YeJIOBEKa K CBOEMY
npodeccuoHaIbHOMY JOATY (IJIs CaMOCTOSITENBHOTO H3y4yeHus). MHoroobpasue
npoeccUOHaIbHBIX 3THUK M WX BHYTPEHHEE €AMHCTBO (IJI1 CaMOCTOSTEIBHOrO
u3ydenus). TeopeTuueckuii ¥ HOpMATUBHBIM YPOBHU NPO(ECCHOHATBHON YTUKHU (11
caMOCTOATENbHOTO  u3ydeHus). DyHkuuum npodeccuoHaNbHOW  3TUKM (IS
CaMOCTOSITEJILHOTO ~ M3YYEHHs). DBOJIONUS  NPOo(EeCCUOHANBHOM  ATUKH  (IUIs
CaMOCTOSATEIBLHOTO Hu3y4yeHus). OTHOILIEHHE K TPYyAYy Ha pa3HbIX HCTOPUUYECKUX
sranmax (mns  camocrtosiTedbHOro  u3ydyeHusi). I[IpoTectanTckas 3THKa O
npodeccuoHaIbHOM MPU3BAHUM (IJIsI CAMOCTOSITENIbHOTO u3ydenus). [loHsTure, BUIbI
u (QyHKIMH TPOdECCHOHATBHBIX H3TUYECKHX KOJIEKCOB (i1 CaMOCTOSTEIHHOTO
uzyuenus). IlpodeccuonanbHbie 3THYECKHE KOACKCHI B cepe cepBuca U TypU3Ma
(11 caMOCTOSITENBHOrO M3yueHus). MexaHusm obecrnieueHus: TpeOyeMoro KauecTna
IIPOLIECCOB OKa3aHUs YCIyr, Ha OCHOBE KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTHH B
IpOIlECCE OCBOCHUS OSTUKU, OCTETUKH OOCIy)KHMBaHUSA, OTHKETa, MOpaIu MU
HPaBCTBEHHOCTH, CTAaHJApTU3ALMH, CEPTUPHUKAMU U YIPABICHUS KayeCTBOM B
chepe CepBUCHOIO OOCTY)KMBAaHUS Ha TpaHCHOpTe (IIsI CAMOCTOATEIbHOTO
u3yudeHus). MexaHu3sM cHUCTeMbl oOecnedeHus TpeOyemMoro KadecTBa IpPOLECCOB
OKa3aHHUs YCIYr B COOTBETCTBUM C MEXIYHapOJHbIMM M HAllMOHAJbHBIMHU
CTaHJapTaMU B IIPOLIECCE OCBOCHMSI ATHKH, ICTETUKH OOCIYXUBaHUS, STUKETa,
MOpaJli U HPABCTBEHHOCTH, CTaHAApTU3allUd, CEpTU(PUKALUU U YIpPaBICHUS
KayecTBOM B cdepe CEepBUCHOIO  OOCITyKMBaHUS Ha  TpaHcmopTe (I
CaMOCTOSITEJIbHOTO H3y4eHHs). MexaHu3M OKa3aHHs YCIyr B COOTBETCTBUH C
3asIBJICHHBIM KayeCTBOM B IPOLIECCE OCBOEHUS 3THKH, 3CTETUKH OOCIIy>)KMBaHUS,
ATUKETa, MOPAJIU U HPaBCTBEHHOCTH, CTAaHAAPTU3ALUH, CEPTUPUKALIUU U YIIPABICHUS
KauecTBOM B cdepe CEepBUCHOTO OOCTY)KMBaHMS Ha  TpaHcmopte (s
CaMOCTOSITEJILHOTO M3Yy4YeHus). MaTepualbHble pecypchl, O00OpyIOBaHHE IS
OCYIIECTBJICHHsI Ipoliecca cepBuca (11 CaMOCTOATEIBHOIO H3ydeHHs). MeTojbl
IIPOBEJICHHUS TMEPETOBOPOB C KIMEHTAMM [0 NPETEH3MOHHBIM ciydasMm (s
CaMOCTOSITEJILHOTO M3y4eHMs). MeXaHu3M OIpeAesieHus NPUYMH BO3HUKHOBEHMS
IIPETEH3UI B MPOLIECCE OCBOEHUS ITUKHU, 3CTETUKH OOCITYKUBaHUs, ITUKETA, MOPAJIH
¥ HPABCTBEHHOCTH, CTaHJIAPTHU3AIMH, CEPTUPHUKAIMU MU YIPABICHHUS KaueCTBOM B
chepe CEpBHUCHOTO OOCTYy)KMBaHHMS Ha TpaHCHOpPTEe (IS CaMOCTOSTEIBHOTO
nu3ydeHus1). Meroapl pa3pabOTKM M HCIOJIb30BaHUS THUIIOBBIX TEXHOJOTHYECKUX
MpoILecCOB  (IJI1  CaMOCTOSITENIbHOTO — u3ydeHusi). MeToabl QopMupoBaHus U
BHEJIPEHUS] KOPIOPATUBHBIX CTAaHAAPTOB U PErVIAMEHTOB MPOIIECCOB OOCITYKHUBaHUS
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notpebutenei Ha TpaHCHOpTe (1T CAMOCTOSITENIBHOTO U3ydeHus). MeTroasl
B3aMMOJIEUCTBHSI C KJIMEHTaMH 1O OpraHu3alMu Mpouecca OOCITyKUBAHUS
norpeduteneil B cdepe roCTENPUUMCTBA B IPOLIECCE OCBOEHUS STUKH, 3CTETUKU
oOCNy’KMBaHMsI, 3TUKETa, MOpaJd M  HPABCTBEHHOCTH, CTaHAapTU3ALUH,
cepTU(UKaIMU U YNpaBIEHUS KAYeCTBOM B c(epe CEepBUCHOIO OOCTY>KMBAHMS Ha
TpaHCcHOPTe (I CAMOCTOSITENIBHOTO U3YUYEHUs).

Tema 8. [Ilpodeccuss wu auyHocTh. HpaBcTBeHHass  KyJabTypa
npogeccuonana

[Ipodeccuonanvubie cocnoBust U  obmiectBo. llonstue wu  sBoMIOUUA
npodeccuonanuzMa (A1 caMocTosTeNbHOro u3ydyeHus). IIpodeccuonanbHas
COBECTh M TPOPECCHOHATBHBIA JNONT (AJII CAaMOCTOATEIBHOTO  HM3YyUSHUS).
HpaBcTBeHHas KynbTypa npodeccruoHana (sl CaMOCTOSITETLHOTO U3yUeHus1). MecTo
TUYECKOr0  Kojekca B mpodeccun (I  CaMOCTOSITENIBHOTO — M3Y4YEHUS).
[IpodeccuoHanbHO-HPABCTBEHHBIC MPEACTABICHUS, YyOEXKICHHUS ¥ YyBCTBA B
CTPYKTYpEe  HPABCTBEHHOT'O  CO3HAHUS  CIENMAIUCTAa MO  cepBUCY (I
CaMOCTOSITeTbHOTO M3y4eHust). [IpoOiieMbl KyTbTUBUPOBaHUS MPOQPECCHOHANIN3MA B
Poccun (st camocTosiTeIbHOrO M3ydeHus). Mexanusm oOecreyeHus: TpedyeMoro
KadecTBa TPOIIECCOB OKa3aHUS YCIYr, Ha OCHOBE KIMEHTOOPHEHTUPOBAHHBIX
TEXHOJIOTUA B TIPOIECCE OCBOCHHSI JTHUKH, ICTCTUKH OOCITY)KWBaHWS, OJTHUKETA,
MOpajqd ¥ HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CepTUDUKAUU U YIPABICHUS
KayeCcTBOM B c(epe CEepBUCHOTO OOCIyXMBaHUS Ha TpaHcrmopTe  (IJs
CaMOCTOSITEJILHOTO H3yueHHus). MeXaHu3M cHUCTeMbl oOecrnedeHus TpeOyemMoro
KayecTBa IMPOLIECCOB OKa3aHHUs YCIYyT B COOTBETCTBUU C MEXIYHAPOJHBIMH U
HAIMOHAJIbHBIMU ~ CTaHJAapTaMd B  TIPOILIECCE OCBOCHMSI  ATUKU, ICTETUKH
oOCIy>KMBaHMsI, OTHUKETa, MOpaJIM M  HPABCTBEHHOCTH, CTaHJApPTHU3AIUH,
cepTUdUKAIIMA W YIIPaBJIECHUS KAa4eCTBOM B cdepe CEpBHCHOTO OOCITY)KHMBaHUS Ha
TpaHCTIOPTE (IJI1 CaMOCTOSITEIBHOTO H3ydeHHs). MexaHu3M OKa3zaHHs YCIyr B
COOTBETCTBHM C 3asBJIICHHBIM KadyeCTBOM B TPOILIECCE OCBOCHUS STHUKH, ICTETUKH
oOCIy>KMBaHMsI, OTHUKETa, MOpaJIM MW  HPABCTBEHHOCTH, CTaHJApPTHU3AIUH,
cepTupuKanMu M yMpaBlIeHUS KA4eCTBOM B cdepe CEpPBUCHOTO OOCITYKUBAHHUS Ha
TpaHCIOpTe (11 CAaMOCTOATENBHOIO HW3Yy4eHHs). MarepuajibHble PECYpCHl,
o0opyoBaHME Uil OCYIIECTBICHHs Ipoliecca cepBuca (IUII CaMOCTOSITEIBLHOTO
u3y4eHus). Meronpl NMPOBENEHUsI NEPEroBOPOB € KIMEHTaMU IO MPETEH3UMOHHBIM
ciydasM (A8 CaMOCTOATEIBHOrO H3ydeHHs). MeXaHu3M ompeaeneHuss MNpUuYUH
BO3HUKHOBEHUS MPETEH3UI B MPOILIECCE OCBOCHUS ITHKHU, ICTETUKH OOCTYXHUBaHUS,
ATUKETA, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHAAPTU3AINH, CEPTUDUKAIINN U YIPABICHUS
KauecTBOM B cdepe CEpBHUCHOTO OOCTY)KMBaHHMS Ha TpaHcmopte (s
CaMOCTOSITEILHOTO M3y4yeHHs). MeToapl pa3paOOTKH M HCIOJIb30BAHUS TUIOBBIX
TEXHOJIOTUYECKUX TPOIECCOB (1T CaMOCTOATEIBHOIO H3y4deHHs). MeToabl
dbopMupOBaHUST W BHEIPEHUS KOPHMOPATUBHBIX CTAHIAPTOB U  PETIAMEHTOB
MPOIIECCOB OOCHNYXMBaHUSI MOTpeOuTeNneld Ha TpaHCHopTe (IJIs CaMOCTOSITEIbHOIO
u3ydeHus). MeToasl B3aUMOJEHCTBUS C KIMEHTAMH IO OpraHU3alluu Ipolecca
oOciy>)xuBaHusl moTpeduTene B cepe rocTenprUUMCTBA B MPOIECCE OCBOCHUS
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OTUKH, OCTETUKU OOCTYKMBaHUs, OTUKETa, MOpajd U  HPABCTBEHHOCTH,
CTaHJapTU3alMK, CepTU(UKAIMK U YNPABICHUS KayeCTBOM B cepe CepBUCHOTO
o0cITy>KuBaHMs HA TpaHCIIOPTE (I CAMOCTOSITEILHOTO U3YUYCHHUS ).

Tema 9. OcHoBHbIE YPOBHM BHUIeHHs OU3HECA 1 COOTBETCTBYIOIIHE HOPMbI
B c(pepe yciayr

Beibop cpenctB  u3MepeHuit. OCHOBBI  TOCYJAapCTBEHHOHW  CHUCTEMBI
CTaHJApTU3alMKU (11 CaMOCTOATEIBHOTO U3Yy4YeHHUs). MeToabl CcTaHAapTU3aluU
ycuyr (st caMOCTOSITENTbHOTO u3ydeHus). BBenenue B ceptudukanuoo (A
caMmocrtosiTeibHOro  u3yuenws).  Ceprudukanuss  cuUcTeM  KadecTBa  (IJis
caMocTosiTeIbHOrOo u3yudeHus). Hopmel B cdepe ycayr (s caMOCTOSITEIHHOTO
u3yuyeHus). MexaHusm obOecrnedeHuss TpeOyeMoro KaudecTBa IPOILIECCOB OKa3aHUs
yCIIYT, Ha OCHOBE KIHWEHTOOPUEHTHUPOBAHHBIX TEXHOJIOTUHA B MPOIECCE OCBOCHUS
OTUKH, OCTETUKU OOCHYy)XMBaHMs, OTHKETa, MOpPaJId U  HPABCTBEHHOCTH,
CTaHJApTU3AlNK, CePTU(PUKAIMU U YNPABICHUS KA4eCTBOM B cdepe CEpBUCHOTO
oOCITy>)kKMBaHHMSI Ha TpPaHCHOPTE (M1 CaMOCTOSITEILHOTO W3y4eHUus). MexaHusm
CUCTEeMBbl oObOecredeHuss TpeOyeMoro KadecTBa IIPOIIECCOB OKa3aHUs YCIYr B
COOTBETCTBUHM C MEXIYHApOJHBIMA M HAIMOHAJIBHBIMU CTaHJApPTaMH B IPOIECCe
OCBOCHUSI JTHUKH, ACTETUKH OOCITY>KUBAHUS, ITHKETA, MOpPajd W HPABCTBEHHOCTH,
CTaHJApTU3alNK, CepTU(PUKAIMU U YNPABICHUS KAa4eCTBOM B cdepe CEpBUCHOTO
oOCIy>KMBaHMSI Ha TpaHCHOpPTe (AJI1 CaMOCTOSITENLHOIO H3y4eHHs). MeXaHu3m
OKa3aHMs YCIAYT B COOTBETCTBUM C 3asIBICHHBIM Ka4€CTBOM B IPOLIECCE OCBOEHUS
OTUKW, OCTETUKH  OOCTY)KHUBaHHUS, JOTUKETa, MOpalld U  HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CepTU(PUKAIMKU M YNPaBIEHUS KAaYeCTBOM B c(epe CEpBHCHOIO
oOCIy>KMBaHMsI Ha TpaHCIOPTE (A1 CaMOCTOSATEIBLHOTO U3y4YeHus). MarepuanbHbie
pecypcel, 00OpymOBaHME i OCYIISCTBJICHHS  Tpoliecca  cepBuca (s
CaMOCTOSITEJILHOTO M3Yy4YeHUs1). MeToabl MPOBEACHUS MEPErOBOPOB C KIMEHTAMU TI0
NPETeH3MOHHBIM ~ CIIy4asiM (11 CaMOCTOSITEIBHOTO — M3y4YeHHUs). MeXaHu3Mm
OTIpEeJICICHHs] TIPUYMH BO3HUKHOBEHUS TMPETEH3UW B MPOIIECCE OCBOCHHS ITHKH,
ACTETHKU OOCIYXUBaHUSA, DTUKETa, MOpAjd W HPABCTBEHHOCTH, CTaHIAPTHU3AIUH,
cepTupuKanMu M yMpaBlIeHUS KA4eCTBOM B cdepe CEpPBUCHOTO OOCITYKUBAHHUS Ha
TpaHcmopTe (IJIsI  CaMOCTOATENBHOTO  HM3ydeHHusi). MeTonbl  pa3paboTKu U
WCIIOJIb30BaHUsl THUIIOBBIX TEXHOJOTMYECKUX MPOUECCOB (I CaMOCTOSITEIBLHOIO
u3ydeHus). Meroapl (GOpMUPOBAHUS M BHEAPEHUS KOPHOPATHUBHBIX CTaHAAPTOB H
pPETJIaMEHTOB TPOIIECCOB OOCITYXXMBaHUsSI TOTpeduTeneid Ha TpaHcmopre (s
CaMOCTOSITEJILHOTO  M3y4yeHHus). MeToapl B3aMMOJECUCTBUA € KIHWEHTAMHU MO
OpraHu3anuy Tporecca oOCTy>KMBaHHS TOTpeduTenei B chepe TOCTENPUUMCTBA B
MpOILIECCE€ OCBOEHMSI ATUKH, OCTETUKU OOCIY)KHMBaHUS, OSTHKETa, MOpalu H
HPABCTBEHHOCTH, CTaHIApTHU3AIMH, CEPTU(PUKAIMN W YIPaBICHUS KAa4eCTBOM B
chepe CEpBUCHOTO OOCTYy)KMBaHHMS Ha TpaHCHOpPTe (IS CaMOCTOSTEIBHOTO
U3YUYECHUS).

19



Tema 10. [IpyHIMNIBI KOPTIOPATUBHON OTBETCTBEHHOCTH B chepe ycayr

[TpuHiune! crannaptuzauud. [I[puHIKIIBI KOPIOPATUBHON OTBETCTBEHHOCTH B
chepe ycayr (s camocCTOsITeNbHOro u3yuyeHus). Kareropuum craHgapToB (1uis
CaMOCTOSITEJILHOTO ~ M3y4eHHMs).  Buabl  cTaHgapToB M KOPIOPATHUBHOM
OTBETCTBEHHOCTH B c(epe yciyr (s CcaMOCTOSITENIbHOIO HM3y4eHHs). MexaHusm
oOecrieyeHusi TpeOyemMoro KadecTBa IMPOIECCOB OKa3aHUS YCIYr, HAa OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTMA B MPOLECCE OCBOEHUS 3TUKH, ICTETUKHU
oOCny’KMBaHMsI, O3THUKETa, MOpaJM M  HPABCTBEHHOCTH, CTaHAApTU3ALINH,
cepTu(UKaMU U YNpPaBIEHUS KAYECTBOM B c(epe CEpBUCHOrO OOCIyKMBaHUS Ha
TpaHCcoOpTe (ISl CaMOCTOSITENIBHOTO M3y4eHHs). MexaHu3M CUCTeMbl oOecreueHus
TpeOyeMoro KadecTBa NPOLECCOB  OKa3aHUs YCAYr B  COOTBETCTBHUHM  C
MEXTYHApPOJHBIMU W HallMOHAJIBHBIMM CTaHAApPTaMU B MPOLIECCE OCBOEHUS ITHKH,
ACTETUKU OOCIYXUBaHUSA, 3TUKETa, MOpAjJd W HPABCTBEHHOCTH, CTaHIAPTHU3ALUH,
cepTuUKaMU U YNpPaBIEHUS KA4eCTBOM B cdepe CEepBUCHOrO OOCITyKUBaHHUS Ha
TpaHCHOpTe (IJIs CaMOCTOSITEIBHOrO H3y4deHHs). MexaHu3M OKa3zaHHs YCIyr B
COOTBETCTBHM C 3asBJICHHBIM Kaue€CTBOM B MPOLIECCE OCBOCHUS ITUKH, 3CTETUKH
oOCNy>KMBaHMsI, OJTHUKETa, MOpaJM M  HPABCTBEHHOCTH, CTaHAApTU3AIINH,
cepTupUKalMU U yNpaBIEHUS KA4eCTBOM B cdepe CEepBUCHOTO OOCITyKUBaHHUS Ha
TpaHcopTe (7 CaMOCTOSTENBHOTO H3y4deHHs). MarepuanbHble  pecypcehl,
o0opyAOBaHUE [IJIsi OCYILIECTBIICHUS IIpollecca cepBUca (I CaMOCTOSTEIBHOTO
u3ydeHus1). MeTosibl MPOBEIEHUSI NEPEroBOPOB € KIMEHTAMU IO IPETEH3MOHHBIM
cilydasM (711 CaMOCTOSITEIbHOTO H3y4yeHHs). MexaHu3M oOmpezeseHuss NpUuYuH
BO3HMKHOBEHHS MPETEH3UM B MPOLIECCE OCBOECHUS ITUKM, ICTETUKH OOCITYyKUBaHMUS,
ATUKETA, MOPAJIU U HPAaBCTBEHHOCTH, CTAaHAAPTU3ALUH, CEPTU(PUKALIUN U YIIPaBICHUS
KayecTBOM B c(epe CEepBUCHOIO  OOCITy)KHMBaHUS Ha TpaHcmopTe (I
CaMOCTOSITETILHOTO H3y4yeHHs). MeToapl pa3paOOTKH M HCIOJb30BAHUS TUIOBBIX
TEXHOJIOTUYECKUX TPOIECCOB (1T CaMOCTOATENbHOIO M3y4yeHHs). Merobl
(GopMupoBaHUS U BHEIPEHHUS KOPHNOPATHUBHBIX CTAaHJApPTOB U  PETJIaMEHTOB
IpOIIECCOB OOCIY)XMBaHMsI MOTpeOUTeNel Ha TpaHCHOpTe (AJI1 CaMOCTOSTEIbHOTO
u3yudeHus). Meroabl B3aMMOCHCTBHUS C KIMEHTaMU [0 OpraHM3allM Ipolecca
oOcITy>)kuBaHHs TOTpeOuTEeNneii B cdepe TOCTSHIPUUMCTBA B MPOIECCE OCBOCHUS
ATUKH, O3CTETUKU OOCIHY)KMBaHUS, JSTHKETa, MOpaJd W  HPABCTBEHHOCTH,
CTaHJAPTU3ALMU, CEPTU(PHUKAUU U YIPABICHUS KadyeCTBOM B c(epe CEpBUCHOTO
o0CITy>)KMBaHMsI Ha TPAHCIIOPTE (AJI1 CAMOCTOSATEIBHOIO U3YUEHUS ).

Tema 11. ITyeckne 0CHOBBI MPO(ECCHOHAIBHOI 1eATEJBLHOCTH B chepe
yeJayr

MopanbHble HOPMBI M NPUHIUIBL B 0O0cHyXUBaHUH. OTBETCTBEHHOCTh
paboTHMKAa cepBUCa TMepel KIUEHTOM (IJI CaMOCTOSITEJIbBHOTO  W3Y4YCHHS).
MopaneHbiii  00MMK paboTHHUKA cepBUca (AJI1 CaMOCTOSITEIBHOTO HW3Y4YCHUs).
[loBenenne paboTHWMKA cepBHUCA B CIOXKHBIX OJTHYECKHX CUTyalusax (Ijs
CaMOCTOSITEIbHOTO u3yueHus ). [lonsTre u mokaszaTenu KauecTBa 00CIyKUBaHUS (AJIsI
CaMOCTOSITEJILHOTO  M3Y4YEHUS). MexyHapoaHbie CTaHIapThl  KayecTBa
oOciy>kuBaHMsl ([IJI1 CaMOCTOSITENIbHOIO M3y4deHus). MexaHusMm obOecrieueHus
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TpeOyemoro KayecTBa IPOLIECCOB OKa3aHUs YCIIYT, Ha OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTM B MPOLECCE OCBOEHUS 3TUKH, ICTETHKHU
oOCNy’KMBaHMsI, 3THUKETa, MOpaJd M  HPABCTBEHHOCTH, CTaHJApTHU3ALUHU,
cepTU(PUKAIMU U YNpPaBIEHUS KA4eCTBOM B c(epe CEpBUCHOrO OOCIyKHBaHHUS Ha
TpaHCOPTE (IUIsI CAMOCTOSITENIBHOTO M3y4yeHus). MexaHu3M cucTeMbl 0OecrieueHHUsI
TpeOyeMoro KadecTBa NpPOLECCOB  OKa3aHUA YCAYr B  COOTBETCTBHHM  C
MEXIYHApPOJIHBIMU U HAIIMOHAJIBHBIMU CTAaHJAPTAMH B IPOLIECCE OCBOCHHUS 3THUKH,
ACTETUKU OOCIYXUBaHUSA, 3TUKETa, MOpAjJd W HPABCTBEHHOCTH, CTaHJIApPTHU3ALUH,
cepTUPUKAIMU U YNpPaBIEHUS KAYeCTBOM B cdepe CEepBUCHOrO OOCITyKUBaHHUS Ha
TpaHCOpPTe (IJIs1 CaMOCTOSITEIBHOIO H3yueHHs). MexaHu3M oOKa3zaHHsl YCIyr B
COOTBETCTBHM C 3asBJICHHBIM Kaue€CTBOM B MPOLIECCE OCBOEHUS STUKH, 3CTETUKH
oOCNy>KMBaHMsI, OJTHUKETa, MOpalM M  HPABCTBEHHOCTH, CTaHJApPTHU3ALUH,
cepTuUKaMU U yNpaBIEHUS KA4eCTBOM B cdepe CEepBUCHOrO OOCITyKUBaHHUS Ha
TpaHcopTe (s CaMOCTOSTENBHOTO H3y4yeHus). MarepuanbHble pecypcehl,
o0opyAoBaHMe [JIsi OCYILECTBICHUS Ipollecca cepBuca (A1 CaMOCTOATEIBLHOTO
u3ydeHus). Meroapl TPOBEIEHUS IMEPErOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM
ciydastM (711 CaMOCTOATENBHOTO M3y4eHus). MeXaHu3M OIpejelieHus NPUYUH
BO3HUKHOBEHUS MPETEH3UM B MPOIECCE OCBOCHUS ITUKH, CTETUKU OOCTY>KWBAaHMUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHAAPTU3ALINH, CEPTU(DUKAIIUU U YIIPABICHUS
KayeCcTBOM B c(epe CEepBUCHOIO OOCIyXMBaHUS Ha TpaHcmopre  (IJs
CaMOCTOSITETILHOTO M3y4yeHMs). MeToapl pa3pabOTKH M MCIIOJIb30BAHUS TUIIOBBIX
TEXHOJIOTUYECKUX TPOLECCOB (UIsI CAaMOCTOATEIBHOIO M3yuyeHHs). MeToabl
(GopMupOBaHUS U BHEAPEHHUS KOPHIOPATHUBHBIX CTAaHJApPTOB U  PETJIaMEHTOB
IpPOILIECCOB OOCITY)XKMBaHMsI MOTpeOUTENel Ha TpaHCHOpTE (AJI1 CaMOCTOSTEIHLHOTO
u3yudeHus). Meroabl B3aMMOEHCTBHS C KIMEHTaMH [0 OpraHMU3aliM Ipolecca
oOciy>)kuBaHus TOTpeOuTeneil B cdepe ToCTSHNPUUMCTBA B TMPOIECCE OCBOCHUS
OTUKH, OSCTETUKU OOCIYKMBaHWSA, OSTUKETa, MOpalIM U  HPABCTBEHHOCTH,
CTaHJAPTU3ALMU, CEPTU(PHUKALUU U YIPABICHUS KadyeCTBOM B cC(epe CEpBUCHOTO
o0CITy>)KMBaHMsI Ha TPAHCIIOPTE (AJI1 CAMOCTOSITENIBHOTO U3YyUEHUS).

Tema 12. DcTeTuka 006Cay:KUBAHUS

[loHsiTHE M COCTaBISAIOMNUE ICTETUKH oOcayxkuBaHus. [IpaBuna odopmiieHus
KOHTAKTHOM 30HBI (11 CaMOCTOATENbHOro u3yuyeHus). [lcuxonorust BOCHpUSATHUS
uBera (IJIs CaMOCTOSITEIbHOTO HM3Yy4eHHs). DProHOMHKa (IS CaMOCTOSITEIbHOTO
u3ydeHusi). TpeboBaHusi K BHEIIHEMY BHAY paboTHHUKa cepBuca (IS
caMOCTOATENHbHOTO wm3ydeHus). OOmeHne Kak HPaBCTBEHHAs IEHHOCTh (IS
CaMOCTOSITEJILHOTO M3ydeHus). BepOanbHas u HeBepOajbHas COCTaBJISIONINE
KyJIbTYyphl OOmICHUS (1T CaMOCTOSTENBHOTO W3ydeHws). KomMMyHHKaTHBHAS
KyJIbTypa paboTHHKaA cepBHca (I CaMOCTOSTEIBHOTO W3Y4YCHHS). ODTHUYECKHE
acreKThl YMEHMSI CHyllaTb M TOBOPUTH (I CAMOCTOATEIBHOIO M3YYEHUS).
TpeOGoBanusi, MpeAbSBISIEMbIC K PeUr PAaOOTHUKOB CepBHUCA (I CAMOCTOSITEIILHOTO
n3yuenust). [lpuemMbl, HampaBi€HHbIE Ha pPa3BUTHE KOMMYHUKATHUBHBIX HAaBBIKOB
pabOTHUKOB cepBuca (st CaMOCTOSITEILHOTO U3YUYECHHUS). [Tpuemsbl
poeCCUOHANILHOTO CIyIIaHus (Il CAaMOCTOSITEILHOTO M3yueHus). MexaHusm
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oOecrieyeHusi TpeOyeMoro KadecTBa IMPOIECCOB OKa3aHUS YCIYr, HAa OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTMM B MPOLECCE OCBOEHUS 3THUKH, ICTETHKHU
oOCNy’KMBaHMsI, 3THUKETa, MOpaJM M  HPABCTBEHHOCTH, CTaHAAPTU3ALINH,
cepTU(PUKAIMU U YNpPaABIEHUS KA4eCTBOM B cepe CEpBUCHOrO OOCIyKUBaHHUS Ha
TpaHCOPTE (IUIsI CAMOCTOSITENBHOIO M3Yy4deHUs). MexXxaHu3M CHUCTEMbl 0O0eCTIeUEeHHUS
TpeOyeMoro KadecTBa NpPOLECCOB  OKa3aHUA YCAYr B  COOTBETCTBHHM  C
MEXIYHApPOJIHBIMA U HAIIMOHAJBHBIMU CTaHIAApTaMH B IMPOLIECCE OCBOEHHUS 3TUKH,
ACTETUKU OOCIYXUBaHUSA, 3TUKETa, MOpAjJd W HPABCTBEHHOCTH, CTaHJIApPTHU3ALUH,
cepTUPUKAIMU U YNpPaBIEHUS KAYeCTBOM B cdepe CEepBUCHOrO OOCITyKUBaHHUS Ha
TpaHCOpTe (IJIs1 CaMOCTOSITEIBHOrO H3y4deHHs). MexaHu3M oOKa3zaHHs YCIyr B
COOTBETCTBHM C 3asBJICHHBIM Kaue€CTBOM B MPOLIECCE OCBOEHUS ITUKH, 3CTETUKH
oOCNy’>KMBaHMsI, 3THUKETa, MOpaJM M  HPABCTBEHHOCTH, CTaHAApTU3ALINH,
cepTuUKaMU U yNpaBIEHUS KA4eCTBOM B cdepe CEepBUCHOTO OOCITyKUBaHHUS Ha
TpaHcopTe (s CaMOCTOSTENBHOTO HW3y4yeHHs). MarepuanbHble pecypcehl,
o0opyAoBaHMe [JIsi OCYILECTBIICHHUS IIpollecca cepBUca (I CaMOCTOSTEIBHOTO
u3ydeHus). Meroabl IPOBENECHUS MEPEroBOPOB C KIMEHTAMHU MO MPETEH3MOHHBIM
ciydastM (1711 CaMOCTOATENBHOTO M3y4eHUs). MeXaHu3M OIpejelieHus NPUuYUH
BO3HUKHOBEHUS MPETEH3U B MPOIECCE OCBOEHUSI ITUKH, ICTETUKU OOCTY>KUBAaHMUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTaHAAPTU3AINH, CEPTU(DUKAIIMU U YTIPABICHUS
KayeCcTBOM B c(epe CEepBUCHOIO  OOCIyXMBaHUS Ha TpaHcmopTre (IS
CaMOCTOSITETIBHOTO H3y4yeHHs). MeToapl pa3paOOTKH M HCIOJIBb30BAHUS TUIOBBIX
TEXHOJIOTUYECKUX TPOIECCOB (1T CaMOCTOATENbHOIO M3yuyeHHs). MeTrobl
(GopMupoBaHUS U BHEIPEHHs KOPHIOPATHUBHBIX CTAaHJApPTOB U  PErJIaMEHTOB
IpPOILIECCOB OOCIIY)KMBaHMsI MOTpeOUTENel Ha TpaHCHOPTE (I CaMOCTOSTENBHOIO
u3ydeHus1). Meroabl B3aMMOEHCTBHUS C KIMEHTaMHU [0 OpraHM3alM Ipolecca
oOciy>)kuBaHus TOTpeOuTeneil B cdepe ToCTSHNPUUMCTBA B TMPOIECCE OCBOCHUS
ATHKH, O3CTETUKU OOCIHy)KMBaHUS, JSTHKETa, MOpaJld U  HPaBCTBEHHOCTH,
CTaHJAPTU3ALMU, CEPTUPHUKALUU U YIPABICHUS KadyeCTBOM B C(epe CEpBUCHOTO
o0CITy>)KMBaHMsI Ha TPAHCIIOPTE (AJI1 CAMOCTOSATENBHOIO U3YUEHUS ).

Tema 13. IlpodeccuonajibHoe mnoOBeleHHEe PadOTHHKA CcepBHCAa Ha
Pa3JIMYHBIX ITANaxX 00CAYKMBAHUS HA TPAHCIIOPTE

[Tonsitne n pyHkuu npodeccronanpbHoro nopeAcHus. Oo0mue TpedoBaHU K
npoecCHOHaTbHOMY TOBEJICEHUIO PAa0OTHHKA KOHTAKTHOW 30HBI HA Pa3IUYHBIX
sTamax oOchyXuBaHUS (JJI1 CaMOCTOSITEILHOTO HW3Y4YEHUs). Y CTaHOBJICHUE
3G ()EKTUBHOTO KOHTAaKTa W JIOBEPUTEIBHBIX OTHOIICHUH MEXIy paOOTHHKOB
KOHTAKTHOW  30HBI HW  KJIMEHTOM  (UIsI ~ CAMOCTOSITEIBHOTO  HM3yYCHUS).
[IpodeccronansHoe MOBeACHNE paOOTHUKA CEPBUCA HA dTalle aHAIN3a MOTPEOHOCTEH
KITMEHTOB (JIJI1 caMOCTOsTeNIbHOTO M3yueHus ). [Ipe3entanus ToBapa uim yciuyru (s
camMocTosITeIbHOrO  mM3ydeHwusi). [loBemeHne paOOTHWKA CepBHCa HaA  dTale
3aBepIeHUsT OOCITYy)KMBaHUS Ha TpaHCHoOpTe (I CaMOCTOSITENIBHOTO HW3y4YeHUs).
Mexaam3m obOecniedeHrsi TpeOyeMoro KadecTBa MPOIECCOB OKa3aHUS YCIyr, Ha
OCHOBE KIIMCHTOOPHECHTUPOBAHHBIX TEXHOJOTHA B TMPOIECCE OCBOCHHS OITHUKH,
ACTETUKU OOCITYKMBAHUS, STUKETA, MOPAIH M HPABCTBEHHOCTH, CTAHIaPTU3AIIHH,
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cepTU(PUKaIMU U YNpPaBIEHUS KA4eCTBOM B c(epe CEepBUCHOrO OOCIyKUBaHHUS Ha
TpaHCIOPTE (UIsI CAMOCTOSITENIBHOIO M3y4yeHUs). MexXxaHu3M CHUCTEeMbl 00eCTIeUEeHHMsI
TpeOyeMOro KadecTBa IPOLECCOB  OKa3aHWs YCIYyr B COOTBETCTBUU C
MEXIYHApPOJHBIMU U HALIMOHAJIBHBIMHM CTaHAApPTaMHU B IMPOLIECCE OCBOEHUSI 3TUKH,
ACTETUKU OOCIYyXUBaHUSA, 3TUKETa, MOpAjJd W HPABCTBEHHOCTH, CTaHJIAPTHU3ALUH,
cepTU(PUKAIMU U YNpPaBIEHUS KAYeCTBOM B c(epe CEepBUCHOrO OOCITyKUBaHHUS Ha
TpaHCIOpTe (UIsI CaMOCTOSITENIBHOTO M3ydeHus). MexaHM3M OKa3aHMs ycIyr B
COOTBETCTBHM C 3asBJICHHBIM Kaue€CTBOM B IPOLIECCE OCBOEHUS 3THUKH, ICTETUKHU
oOCNy’>KMBaHMsI, 3TUKETa, MOpaJd M  HPABCTBEHHOCTH, CTaHJApTHU3ALMUHU,
cepTuPUKAIMU U YNpPaBIEHUS KAYeCTBOM B c(epe CepBUCHOTIO OOCITYKMBAaHUS Ha
TpaHCIopTe (11 CAMOCTOATENBHOIO H3Yy4€HHs). MarepuaibHble PECYpCHI,
0o0Opyl0BaHUE JUIsl OCYIIECTBIEHUS Ipoliecca cepBuUca (ISl CaMOCTOSITENIBHOTO
u3ydeHus). Meroabl IPOBEIECHUS MEPErOBOPOB C KIMEHTAMH MO MPETEH3MOHHBIM
ciaydastM (711 CaMOCTOATENbHOTO U3Yy4YeHUs). MeXaHu3M OIpeAesieHusT NPUYUH
BO3HUKHOBEHUS MPETEH3U B MPOIECCE OCBOEHUS ITUKHU, SCTETUKU OOCTY>KWBAHMS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHAAPTU3AINH, CEPTUDUKAIIMN U YIIPABICHUS
KayecTBOM B  c(epe CEepBUCHOIO OOCITy)KHMBaHUS Ha TpaHcmopre (I
CaMOCTOSITEJILHOTO HW3Y4eHHs). MeToabsl pa3padOTKM M MCIOJIB30BAHMS THIOBBIX
TEXHOJOTUYECKUX TMPOIECCOB (AJI1 CaMOCTOSATEIBHOTO H3y4deHus). Mertomsl
dbopMHUpOBaHUST W BHEJIPEHUS KOPIOPATUBHBIX CTAaHAAPTOB U  PETJIaMEHTOB
IPOILIECCOB OOCIYXKMBaHMsI MOTpeOUTENel Ha TpaHCHOPTE ()i CaMOCTOSITEIBHOTO
u3yudeHus). Meroasl B3aMMOEHCTBHS C KIMEHTaMM [0 OpraHHu3aluM Ipolecca
oOcinyXuBaHMsI MOTpeOuTeneld B cepe TroCTENpUUMCTBA B IPOLIECCE OCBOCHMUS
OTUKH, OCTETUKU OOCIYKHMBaHHS, OSTUKETa, MOpPaIM U  HPABCTBEHHOCTH,
CTaHJAPTU3ALNN, CEPTUPHUKAMU U YNPABICHHUsS KA4eCTBOM B C(epe CEpBUCHOTO
o0CITy’)KMBaHMsI Ha TPAHCIIOPTE (AJI1 CAMOCTOSTEIBHOTO U3yUEHUS).

Tema 14. OcobGeHHOCTH /1€710BOT0 001IeHUs B chepe ycayr

[TonsstTue w Qynkuum aemoBoro oOmieHUs. OcHOBHbIE (GOPMBI JIETOBOTO
obOmenus (11 camMoCTOATENbHOTO H3ydeHus). OCOOCHHOCTH JI€JIOBOTO OOIICHUS
pabOTHMKA cepBHCa C KIMEHTOM (IJIsI CaMOCTOSTENbHOTO u3ydeHus). I[IpaBwmma
KOPIIOPAaTUBHOTO  OOIICHWS B  KOJJICKTHBE  TPEANPUATHS  cepBuca (s
CaMOCTOSITEILHOTO M3y4YeHHs). MexaHu3Mm oOecnedeHus TpeOyeMoro KadecTBa
MPOIICCCOB OKa3aHHWs YCIyT, Ha OCHOBE KJIMEHTOOPHCHTHPOBAHHBIX TEXHOJIOTHH B
MpOIIeCCE€ OCBOCHMSI OTHUKH, OCTETUKH OOCIY)KHBAHUSA, OTHKETa, MOpald H
HPaBCTBECHHOCTH, CTaHAAPTH3allUM, CEpTU(DHUKAIMK W YNPABICHUS KadyeCTBOM B
chepe CEpBUCHOTO OOCTY)KMBaHHS Ha TpaHCHOpPTe (I CaMOCTOSTEIBHOTO
M3y4deHus). MexaHu3M CHCTEMBI OOecledeHus TpeOyemMoro KadecTBa IPOIECCOB
OKa3aHUsS YCIAYT B COOTBETCTBHM C MEXKIYHAPOIHBIMH ¢  HAIMOHAIBHBIMHU
CTaHIapTaMHd B TIPOIECCE OCBOCHHUS JTHUKH, JCTETUKU OOCITY)XMBAaHUS, STHKETA,
MOpaJli ¥ HPABCTBEHHOCTH, CTAaHAAPTH3AlHMH, CEPTUPUKAIMA U  yIPaBICHUS
KauecTBOM B cepe cepBUCHOrO OOCIy:XKUMBaHHMSI Ha TpaHcmopte (A
CaMOCTOSITEILHOTO HW3ydeHHs). MeXaHu3M OKa3aHHS YCIYyT B COOTBETCTBHH C
3asBJICHHBIM Ka4ye€CTBOM B IPOIIECCE OCBOCHUS ITHKH, dCTCTUKH 00CITYKUBAHHUS,
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ATUKETA, MOPAJIM U HPAaBCTBEHHOCTH, CTaHAAPTU3AINH, CEPTUDHUKAIINN U YIIPABICHUS
KauecTBOM B cepe cepBUCHOrO 0OOCIy:XKUBaHHMS Ha TpaHcmopte (A
CaMOCTOSITETIFHOTO ~M3y4YeHHs). MarepuanbHble pecypchl, O0OpyIOBaHHE IS
OCYILIECTBJIICHHSI Tpoliecca cepBuca (i1 CaMOCTOSITENFHOTO HW3Yy4eHHs). MeTobl
MIPOBEICHUS TICPETOBOPOB C KIMEHTAMH IO TPETCH3WOHHBIM ClydasMm (s
CaMOCTOSITEJILHOTO HM3Yy4eHHs). MeXaHU3M OIpEACIICHUs MPUYNH BO3HUKHOBCHHSI
MIPETEH3UH B MPOIIECCE OCBOSHUS ATHKHU, 3CTETUKU OOCITY)KHUBAHUS, dITHKETA, MOPAITH
U HPABCTBEHHOCTH, CTAHJIAPTH3alMH, CEPTUPUKAIMHU M YIPABICHUS KadyeCTBOM B
chepe cCepBUCHOTO OOCTYy)XKMBaHHUSI Ha TpaHcHopTe (I CaMOCTOSITEIHLHOTO
u3ydeHus). MeTonbl pa3pabOTKM M HCIIOJIB30BAHUS THUIOBBIX TEXHOJOTHUYCCKUX
npoIeccoB (I  CaMOCTOSATEIBLHOTO HM3y4yeHus). Mertonbl (QOpMUpOBaHHUS U
BHEJIPCHMSI KOPIIOPATUBHBIX CTAHIAAPTOB M PETJIAMEHTOB IPOIIECCOB OOCTYKUBAHHMSI
norpeOuteneld Ha TpaHCHOpPTe (IS CaMOCTOSITENILHOTO HW3Y4YeHHs). MeTobl
B3aMMOJICHCTBHS C KJIMCHTAaMH [0 OpTraHU3allMM TMporecca OOCITYKUBaHHS
norpeduteneld B chepe TOCTCIPUUMCTBA B TPOIECCE OCBOCHUS 3THUKH, 3CTCTUKH
oOCIy)KWBaHMsI, OTHKETa, MOpaJM ¥  HPABCTBEHHOCTH, CTaHJIapPTH3aIlUH,
cepTuUKaIMA M YIpPaBICHUS KA4eCTBOM B cepe CEPBHUCHOTO OOCITY)KMBaHHUS Ha
TpaHCTopTe (IS CAMOCTOSITEILHOTO U3yUCHHS ).

Tema 15. YnpanJ/ieHne KOH(PpIUKTAMHU B 00CTyKMUBAHUU HA TPAHCIIOpPTE

[lonsitue U BUAB KOHGIUKTOB B opranuzanuu. KamoObl U KOH(MIUKTHI C
KJIMEHTaAMU: MPUYUHBI U CIIOCOOBI pa3pelieHus (11 CaMOCTOSTENBHOTO U3YYSHHUS).
[IpuHiunel paGoThl ¢ KOH(PIMKTHBIMH KIUEHTAMU (IJI1 CaMOCTOSTEIHHOTO
uzyuenusi). llpopunaktuka KOH(IUKTOB B OOCIYy)KMBaHUM Ha TpaHcHopTe (Iis
CaMOCTOSITEJILHOTO HW3yueHus1). MexaHuzMm obOecriedeHus: TpeOyeMoro KadecTBa
IPOIIECCOB OKa3aHWsl YCIyr, HA OCHOBE KIMEHTOOPHUEHTHUPOBAHHBIX TEXHOJIOTHH B
IpoIecCe OCBOCHUS OTUKHU, OCTETUKU OOCITY)KMBAaHUS, DOTHUKETa, MOpail U
HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CEePTHU(PUKAIUU W YIOPABICHHUS KAaueCTBOM B
chepe cepBUCHOrO OOCTY)KMBaHMS Ha TpaHcHopTe (I CaMOCTOSITEIHHOTO
u3ydyeHus). MexaHu3M CHCTeMBbI OOecredeHus TpeOyemMoro KauyecTBa IpOIECCOB
OKa3aHusi YCIAYT B COOTBETCTBHM C MEXKIYHApPOJHBIMU M HAlUMOHAIbHBIMU
CTaHJapTaMuU B IIPOLIECCE OCBOCHUS 3TUKH, SCTETUKU OOCIYKMBAHUS, STHUKETA,
MOpalli ¥ HPABCTBEHHOCTH, CTaHAApTHU3AIlMU, CEPTUPUKAIUA ¢ YIPaBICHUS
KauecTBOM B cdepe CEepBUCHOTO OOCTY)KMBaHMS Ha TpaHcmopte (s
CaMOCTOSITEJILHOTO HW3y4deHHs). MexaHW3M OKa3aHUs YCIYT B COOTBETCTBUH C
3asBJICHHBIM KAauyeCTBOM B IIPOLIECCE OCBOCHMSI ATHKH, ICTETUKH OOCITY>KUBaHUS,
ATUKETA, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHAAPTU3AINH, CEPTUDUKAIINN U YIPABICHUS
KauecTBOM B cdepe CEpBHUCHOTO OOCTY)KMBaHHMS Ha TpaHcmopte (s
CaMOCTOSITEJILHOTO M3y4eHus1). MarepuanbHble pecypehl, 000pyAOBaHUE s
OCYLIECTBIICHUS] TIpoliecca cepBuUca (AJIsI CaMOCTOSITENIBHOTO H3y4yeHus). MeTroabl
MPOBEJCHUS TIEPErOBOPOB C KIHWEHTAMU [0 TMPETEH3UOHHBIM clydasM (s
CaMOCTOSITEJILHOTO H3y4eHUs). MexaHu3M OmpeAesieHUs] MPUYMH BO3HUKHOBEHUS
MPETEH3UIl B MpPOLIecCe OCBOCHUS 3TUKHU, SICTETUKU OOCITY>KUBAHUS, STUKETa, MOPAJIU
YW HPABCTBCHHOCTH, CTaHAAPTU3AIMH, CEPTUPUKANNN U YINPaABICHUS KAYECTBOM B
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chepe cepBUCHOTO OOCTY)KMBaHUS Ha TpaHcHopTe (I CaMOCTOATEIBHOTO
u3ydeHus). MeToasl pa3pabOTKM W HCIONB30BAHHUS THUIOBBIX TEXHOJIOTHUECKUX
MpoLeccoB (ISl CaMOCTOSATEIBHOrO Hu3yuyeHus). Mertonbl (OpMUPOBAHHUS U
BHEJPEHHUSI KOPIOPATHUBHBIX CTAaHAAPTOB U PETIAMEHTOB MPOIIECCOB OOCITY>KUBAaHUS
notpebutenei Ha TpaHCHOpTe (1T CAaMOCTOSITENIBHOTO U3ydeHus). MeTromasl
B3aMMOJACHCTBHS C KIMGHTaMH MO0 OpraHW3aly Ipolecca OOCTYKHUBAHHS
notpebuteneii B cepe ToCTENPUUMCTBA B MPOIECCE OCBOCHUS 3THUKH, ICTCTHKH
OOCITy)XMBaHHsI, OTHKETa, MOpaJl W  HPABCTBEHHOCTH, CTaHIapTH3AIIHH,
cepTUUKaIMU U YNpaBIEHUS KAYeCTBOM B c(epe CEepBUCHOIO OOCTY>KHMBAaHMS Ha
TpaHCIopTe (A1 CAMOCTOSITEILHOTO U3YUYCHHUS).

Tema 16. KopnopaTtuBHasi 3TuKa B chpepe ycJayr Ha TPpaHCIOpTe

Otuka Om3Heca B cdepe cepBuca. OOIME TPUHIUMBI MPUHSATHS STUYHBIX
JICIIOBBIX pPEMICHUH (A1 CaMOCTOSTENBHOTO M3Y4YEHHs). OTHKa KOHKYPEHIUH U
JICIIOBOTO TApTHEPCTBA (IUII CaMOCTOSITEIBHOTO HM3y4YeHUs). DTHKA W COIHaIbHAS
OTBETCTBEHHOCTH CIIEHAINCTa B chepe cepBrca (U1 CAaMOCTOSTEILHOTO H3yUeHUS).
OTUYeCKHe TpaJWullUd POCCUHCKUX TMpeATnpUHUMATENel (I CcamMOCTOSTETLHOTO
n3ydcHus ). [IoHsATHE, OCHOBHBIC MPUHIIUAIIBI U (PYHKITUH KOPIIOPATHBHOW STUKH (IS
CaMOCTOSITETTLHOTO M3y4eHUs). MOopallbHO-TICHXOJIOTUYECKUI KITUMaT B OpraHU3aI[iH
(11 CaMOCTOSATEIHPHOTO M3yUeHUs ). DTUIECKUE HOPMBI KOPIIOPATUBHOTO MOBEICHUS
M OOIICHHUS MEXIy COTPYAHHKAMHU OpTaHHM3alliH cepBHUCa (I CaMOCTOSTEIHHOTO
n3ydenus). [lokazaTenu HEOIArOMPHUSITHOTO COCTOSTHUS KOPIIOPATUBHON 3THKH M MX
npodrITaKTHKA (11 CAaMOCTOSTEIBHOTO U3YYCHHS). DTHKA CITy>KeOHON Kapbepsl (IJIs
CaMOCTOSITETTFHOTO HM3y4YeHHs). MyK4YMHA W KCHIIMHA — TpaBUja OOIICHUS U
noBeJIeHUsT Ha paboTe (A1 caMOCTOATEIHHOTO U3ydeHus ). [lyTu u MeToabl BIUSHUS
Ha TPYIOBYIO 3THKY M MOpPaJb MOMYMHEHHBIX (IUISI CAMOCTOSTEIHHOTO H3yUeHUS).
MexanusM obecriedeHUsT TpPeOyeMOoro KadecTBa IPOILIECCOB OKa3aHUsS YCIyr, Ha
OCHOBE KJIIMEHTOOPUCHTHPOBAHHBIX TEXHOJOTHH B MPOIECCe OCBOCHHUS DTHKH,
ACTETUKH OOCITY)KHBaHHsI, 3TUKETa, MOpPAJd W HPABCTBEHHOCTH, CTaHIapTU3allWH,
cepTUdUKAIIMA W YIIPaBICHUS KadeCTBOM B cdepe CepBHCHOTO OOCTY)KHBaHUS Ha
TpaHCIOpTe (U1 CaMOCTOSITENILHOTO M3Yy4YeHMsI). MexaHu3M cucTeMbl 00ecreYeHus
TpeOyeMoro KayecTBa IPOIECCOB OKa3aHMs YCIYr B  COOTBETCTBHUH  C
MEXIYHApPOJIHBIMU U HAIIMOHAJIBHBIMHU CTaHIAApTaMHU B MPOIIECCE OCBOEHUS JTUKH,
ACTETHKU OOCIYXUBaHUSA, DTUKETa, MOpAjd W HPABCTBEHHOCTH, CTaHIAPTHU3AIUH,
ceprupuKanMu M yMpaBlIeHUS KA4eCTBOM B c(epe CEpBUCHOTO OOCITyKUBaHHUS Ha
TpaHCIOpTe (UIsI CaMOCTOSITENIBHOTO H3y4deHHs). MeXaHu3M OKa3zaHus YCIyr B
COOTBETCTBHM C 3asBJICHHBIM KayeCTBOM B IPOIIECCE OCBOCHUS STHUKU, ICTETUKH
oOCTy)KWBaHMsI, OTUKETa, MOpPaIM ¥  HPABCTBEHHOCTH, CTaHJAPTHU3AIUH,
ceprupuKanu M yMmpaBlIeHUS KA4eCTBOM B c(epe CEpBHUCHOTO OOCITYy)KMBAaHHUS Ha
TpaHCIOpTE (11 CAaMOCTOATENBHOIO HW3YyYeHHs). MarepuaabHble PECYpCHI,
o0opynoBaHME Ui OCYIIECTBICHHs Ipoliecca cepBuca (I CaMOCTOSITEIBHOTO
U3y4eHus). MeTonbl MPOBENEHUsT MEPEroBOPOB C KIMEHTaMU MO MPETEH3HMOHHBIM
ciay4asiM (11 CaMOCTOSATENBHOTO W3Y4YeHUs). MeXaHW3M OIpeAeNiCHUsT NPUINH
BO3HUKHOBEHUS MPETEH3UN B MPOIECCE OCBOCHMS ITHUKH, SCTETHKU OOCTYKHBaHMUS,
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ATUKETA, MOPAJIM U HPAaBCTBEHHOCTH, CTAHIAPTU3AINH, CEPTUDUKAIINHI U yIIPABICHUS
KauecTBOM B cdepe CepBUCHOTO OOCIy)XMBaHMsI Ha TpaHcmopte  (IJs
CaMOCTOSITEIILHOTO HM3y4eHHs). MeToasl pa3paOOTKH M HCIIOIL30BAHUS TUITOBBIX
TEXHOJOTHYECKUX TMPOMECCOB (T  CaMOCTOSATENBHOTO HW3Yy4deHUs). MeTombl
dbopMHUpOBaHUS W BHEIPCHUS KOPIOPATUBHBIX CTAHIAPTOB M  PEIVIAMECHTOB
MPOIIECCOB OOCHY)XMBaHUs MOTPEOUTENEH Ha TpaHCIOPTE (11 CaMOCTOSITEIHLHOTO
u3yueHus). MeToabl B3aUMOJACHCTBHSI C KIMEHTaMH [0 OpTaHU3aluu Mpolecca
oOcTyXuBaHHs TMOTpeOuTeNnel B cdepe TOCTEIPUUMCTBA B TPOIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCTY)KMBAaHHWS, JOTHUKETa, MOpPaJIM MW  HPABCTBEHHOCTH,
CTaHJApTU3AIMH, CEPTHU(PUKAIMN W YIPaBICHUS KA4eCTBOM B cdepe CEPBHUCHOTO
oOCTy)KHBaHHSI HA TPAHCIIOPTE (11 CAMOCTOSITEIIBHOTO N3YUYCHUS ).

Tema 17. KopnopaTtuBHasi KyJbTypa B 00CTy:KUBAHWUH HA TPAHCIIOPTe

[lonsiTue  KOpPHOpPaTUBHOM  KyJbTYphl M €€  3HadeHue. JIEeMEHThI
KOPIIOPaTUBHOM  KYyJbTYypbl  (MJI1  CaMOCTOATEIBHOTO  W3y4y€HHUs).  THIIbI
KOPIIOPaTUBHBIX  KyJNbTYp (Ul  CaMOCTOSITENIBHOIO — W3yuyeHus).  BnusHue
KOPIIOPaTUBHON KyJIbTypbl Ha KadyecTBO OOCTY>KHMBAaHMs KIMEHTOB Ha TPAHCIOPTE
(mmst camocrosiTennbHOro M3ydeHus ). [loHsTHe 1 0COOEHHOCTH AENOBBIX MHceM (s
CaMOCTOSITEJILHOTO HW3y4yeHHus1). Bunabl 1enoBbIx mnuceM (i1 CaMOCTOSITEIBHOTO
nzyuenus). @upMeHHble ONaHKU (AJI1 CaMOCTOSATEIBLHOTO H3yuYeHHUs). PeKBU3UTHI
JIENIOBBIX THCEM (I caMOCTOSITENbHOrO0 u3ydeHwus). OCHOBHbIC MpaBUJia BEICHUS
JIENIOBOM TEPEeNUCKU (IJIs1 CaMOCTOSATEIbHOr0 u3ydeHus). OCoOEHHOCTH e0BOM
NEPENHUCKH C HCIOIb30BAHUEM DJIEKTPOHHOW TOYTHI (IJI1 CaMOCTOSITEIBHOTO
u3ydyeHus). MexaHuszMm oOecrieueHus TpeOyeMOro KayecTBa MPOIECCOB OKa3aHUs
yCIyT, Ha OCHOBE KJIMEHTOOPHUEHTHUPOBAHHBIX TEXHOJIOTUH B MPOIIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCTY)KHMBaHHUS, OTUKETa, MOpald U  HPABCTBEHHOCTH,
CTaHJApTU3AINH, CePTU(PDHUKAIMKA M YNPaBICHUS KAYeCTBOM B c(epe CEpBHCHOIO
oOCIy>KMBaHMsSI HA TpaHCHOpPTE (AJI1 CAMOCTOSTENBHOIO H3y4eHHs). MexaHu3m
CUCTEeMBI oOOecrieueHus TpeOyeMOoro KayecTBa TIPOIECCOB OKa3aHWUS YCIYr B
COOTBETCTBHHM C MEXIYHAapOAHBIMH WM HAIIMOHAJIBHBIMH CTaHAApTaMU B MpOIlecce
OCBOEHHSI 3THUKH, JCTETHKU OOCITYyKMBaHHUS, 3TUKETa, MOpPAIM U HPABCTBEHHOCTH,
CTaHJAPTU3ALNU, CEPTU(PHUKAIUU U YIPABICHHUS KadyeCTBOM B cdepe CEpBUCHOTO
oOCITy’)KMBaHMsI Ha TpaHCHOPTE (UII CAMOCTOATENBHOIO H3y4deHHs). MexaHusm
OKa3aHHs YCIYr B COOTBETCTBHM C 3asIBICHHBIM KaueCTBOM B IIPOLIECCE OCBOEHUS
OTUKW, OCTETUKH  OOCTYy)KMBaHHWS, JOTUKETa, MOpald U HPABCTBEHHOCTH,
CTaHJAPTU3ALNU, CEPTHU(PHUKAUU W YIPABICHHUS KadyeCTBOM B cdepe CEpBUCHOTO
o0CITy>)KMBaHMsI Ha TPaHCIOPTE (UIsI CAMOCTOSITENILHOTO M3y4eHus). MaTepuaabHble
pecypcbl, 00OpyaoBaHHME JUIS  OCYIIECTBIIEHHS  mpolecca cepBuca (s
CaMOCTOSITEJILHOTO M3y4yeHUus). MeToabl MPOBEAEHUS MIEPErOBOPOB C KIMEHTAMH IO
IPETEH3UOHHBIM  Ciay4dasM (I CaMOCTOSATENBHOTrO  M3ydeHMs). MexaHusm
ONpEJENEeHNs] NPUYMH BO3HMKHOBEHUS IPETEH3UH B MPOLECCE OCBOCHMS 3THKH,
ACTETUKU OOCITY>KUBaHUSA, ITHUKETAa, MOPAJIM U HPABCTBEHHOCTH, CTaHAApTHU3aLINH,
cepTudUKalMU U YIPaBICHUS KAaueCTBOM B cepe CEpBUCHOTO OOCITYKMBaHUS Ha
TpaHCHOPTE (11 CAMOCTOSITEILHOTO M3y4deHHs). MeTolibl pa3paboTKu U
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MCIIOJIb30BaHUSI TUIOBBIX TEXHOJOTMYECKUX MPOLECCOB (I CaMOCTOSATEIBHOIO
n3yueHus). Metoasl GOpMHUPOBAHUS M BHEJIPEHUS KOPIOPATUBHBIX CTAHAAPTOB U
pErJlaMEeHTOB IMPOLIECCOB OOCIYXUBaHUs TMOTpeduTened Ha TpaHcnopre (A
CaMOCTOSITEJILHOTO ~ M3yueHus). MeToabl B3aUMOJEUCTBUA € KIHWEHTAMHU MO
opraHu3aluu Ipoiecca oOCIy>KMBaHUS NOTpeduTenei B cdepe rocTenpuruMCcTBa B
MpPOLIECCE OCBOEHUS OSTUKH, O3CTETUKM OOCHY)KHMBaHHS, OJTHKETa, MOpaId U
HPaBCTBEHHOCTH, CTaHAApTH3alUM, CEepTU(DUKAIMK W YNPABICHUS KauyeCTBOM B
chepe cCepBUCHOTO OOCTYy)KMBaHHUsSI Ha TpaHcHopTe (I CaMOCTOSITEIHLHOTO
U3YUYECHUS).

Tema 18. OpranuzanmoHHasi KyJabTypa Kak (aKkTop nNOBbILIEHUSA
3¢ ¢exkTUBHOCTH B cepe cepBUca

[IpaBuna moBeneHus Ha Mpa3IHUYHOM Meponpusatuu. [lpurnamenue B roctu
WIM Ha Tpa3gHUK (A1 CcaMOCTOATENbHOTO u3ydeHus). Busutr B roctu (s
caMoCTOsATeIbHOTO M3yuyeHus). [IpaBuna BpydeHUS M IpHeMa IBETOB M MOJApPKOB
(nmst camocTosiTeNbHOTO M3yueHus1). HoBocenbe (11s1 caMOCTOSATEILHOTO U3YUYEHHS).
Cpanpba  (mng  caMmocTosiTeNibHOTO  u3yueHusi). Jlenp  poxknenus (s
CaMOCTOSTEJILHOTO  M3y4deHusi). TpaypHblif dTHUKET (AJ1  CaMOCTOSTEIBHOrO
nu3zyuenusi). CepBUpoBKa crToyia (IJisi CaMOCTOATENbHOTO u3yuyeHus). [Ipubopsl, ux
Ha3HAYeHUE W TpaBWiIa OOpalleHuss C HUMH (A1 CaMOCTOSITEIbHOTO M3Y4YeHUs).
«3p1k TIpubOpOBY (I camocTrosiTenbHOrO0 u3yuyeHus). llogawa Omroq K cromy:
MOCIIEIOBATEeNIbHOCTh, MpPaBWJIa I[OJAa4d, COYETAEMOCTh OJII0Jl W HANMUTKOB (IJIs
CaMOCTOATENbHOTO u3yueHus). OOmmMe mnpaBuwiIa TOBEACHUS 3a CTOJIOM (IJs
CaMOCTOATEIBHOTO u3ydeHus ). KynbTypa enpl pa3IndHbIX MPOAYKTOB: CallaThl, CYIIBI,
MSICO W TTHUIA, Pbl0a U MOPENPOAYKTHI, OBOIIM U (PPYKTHI, XJeO, Macio, ChIp,
ropsue Omoga (Il CaMOCTOSITENIBHOTO — M3ydyeHus). HamuTku: KymnbTypa
ynotpebsienus (AJi1 caMOCTOSTENbHOTO n3yueHus). OCOOCHHOCTH BEJEHUS JEIOBBIX
TENE(POHHBIX PA3rOBOPOB (IUIsI CaMOCTOSITENBHOrO wu3ydeHus). [loarotoBka
JEJI0BOMY 3BOHKY (IJII CaMOCTOSATENbHOro u3ydyeHus). OTBET Ha J€JI0BOM
TeeOHHBIA 3BOHOK (IS CaMOCTOSITCIIBHOIO M3ydYeHHs). ABTOOTBETUHK (JIJIst
caMOCTOSITEIbHOTO u3yueHus). [loHsATHE M Ha3HaueHUE BU3UTHBIX KApTOYEK (15
CaMOCTOSITEJIbHOTO M3Y4EHMsI). Buabpl BU3UTHBIX KapTOYEK (I CaMOCTOSITEIBHOIO
n3yuyeHus). BU3UTHBIE KapTOUKM OpraHu3anuii cepBuca (AJisI CaMOCTOSTEIBLHOIO
nzydeHus1). OOMEH BU3HTHBIMU KAapTOYKaMHU (JJI1 CaMOCTOSTEIHLHOTO H3YyUCHUS).
OTtukeT oOpamieHusi ¢ BUSUTHBIMU KapTOYKaMU (JIJI1 CAMOCTOSITEIBHOTO U3YYCHHS ).
Mexanusm obecrieueHus: TpeOyeMOoro KadecTBa IpPOLIECCOB OKa3aHUS yYCIyr, Ha
OCHOBE KIIMEHTOOPHEHTUPOBAHHBIX TEXHOJIOTMM B IIPOLECCE OCBOEHUS ATHKHU,
ACTETHKU OOCITYyXWUBAaHUS, DTUKETa, MOpPAJd W HPABCTBEHHOCTH, CTaHIAPTHU3AIUH,
cepTuUKallMd U YIPABIECHUS KaueCTBOM B cdepe CEepBHCHOrO OOCITyKMBaHUS Ha
TpaHCIOpTe (U1 CaMOCTOSITENILHOTO M3Yy4eHHs). MeXaHu3M cHCTeMbl 00ecreUeHUs
TpeOyeMoro KadecTBa IPOLECCOB  OKa3aHWA YCIAyr B  COOTBETCTBHUM C
MEKIyHaApOJHBIMU M HAIlMOHAJIbHBIMH CTaHJapTaMU B MPOIECCE OCBOCHUS ITHUKH,
ACTETUKU OOCITY>KUBAHUSA, ITHUKETAa, MOPAJIM U HPABCTBEHHOCTH, CTaHAApTHU3ALIMH,
cepTudUKAMU U YNPABICHUS KAa4yeCTBOM B cepe CEepBUCHOrO OOCIyKHBaHUS Ha
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TpaHCHOPTE (IS CaMOCTOSITEIBHOIO H3y4deHHs). MexaHu3M OKa3zaHHs YCIyr B
COOTBETCTBHM C 3asBJICHHBIM Kaue€CTBOM B IPOLIECCE OCBOEHUS ITUKH, 3CTETUKU
oOCNy’KMBaHMsI, 3THUKETa, MOpaJM M  HPABCTBEHHOCTH, CTaHAAPTU3ALINH,
cepTu(pUKaUMU U YNpaBIEHUs KayeCTBOM B c(epe CEpBUCHOTO OOCIYyKMBaHUS Ha
TpaHCcoOpTe (A7 CaMOCTOSTENBHOTO HW3y4deHHs). MarepuanbHble pecypcehl,
o0opyaoBaHMe JUJIsl OCYILECTBIICHHS IIpoliecca cepBUca (I CaMOCTOSTEIBHOTO
u3ydyeHus1). Metoasl MpoOBEACHMs] MEPEroBOPOB C KIMEHTaAMHU MO MPETEH3MOHHBIM
ciaydastM (A7 CaMOCTOATENBHOTO U3Yy4eHUs). MeXaHu3M OIpeAesieHus NPUYUH
BO3HUKHOBEHUS MPETEH3UM B MPOLECCE OCBOEHUS 3TUKH, ICTETUKU OOCTY>KUBAHMS,
ATUKETa, MOPAJIM U HPABCTBEHHOCTH, CTAaHAAPTU3AINH, CEPTUDUKAIIMN U YIPABICHUS
KayecTBOM B c(epe CEepBUCHOIO OOCIyXKMBaHUS Ha  TpaHcrmopTe (IS
CaMOCTOSATEIILHOTO M3y4eHHs). MeToapl pa3pabOTKH M MCHOJIb30BaHHUS THIOBBIX
TEXHOJOTHYECKUX TMPOLECCOB (i1 CaMOCTOSTENbHOTrO HW3y4yeHus). Meronabl
(dbopMHUpOBaHUST W BHEJIPEHUS KOPHOPATUBHBIX CTAHIAPTOB U  PErIAMEHTOB
IPOIIECCOB OOCTYXKMBaHUS MOTpeOuTENel Ha TpaHCHOpTe (I CaMOCTOSTEIHHOTO
u3ydyeHus). MeToapl B3aMMOJEHUCTBUS C KIMEHTaMU II0 OpTaHHM3allMu Ipolecca
oOcny>KMBaHMsI TOTpeOuTeNne B cdepe TOCTENPUUMCTBA B MPOIECCE OCBOCHMUS
OTUKW, OCTETUKH  OOCHY)KMBaHUS, JSTUKETa, MOpaJd U  HPABCTBEHHOCTH,
CTaHJApPTU3ALMH, CepTU(PUKAIMU M YNPaABICHUS KAa4eCTBOM B c(epe CEpBHCHOIO
o0cITy>)KuBaHMsI Ha TpaHCIIOPTE (VIS CAMOCTOSITEILHOTO U3YUCHHUS ).

Tema 19. YnpanJiieHueckasi 3TUKA B chepe cepBuca

[lonsitue ympamneHueckoil »TukU. OcHOBHBbIE (YHKIMM yrpaBieHus (Asis
CaMOCTOSATEbHOTO Hu3y4yeHusi). CTWiM pyKoBoACTBa (AJI1 CaMOCTOSITEIHHOTO
U3y4YeHHsI). ODTHYECKHE HOPMBI CIY>)KEOHOTO TIOBEICHHS] PYKOBOAMTENS B
OTHOIICHUSX C TIOJTYMHEHHBIMH, TIPEJACTABUTEIIIMU BHEIIHEH CPelbl: KOHKYPEHTAMH,
MOCTaBIIUKAMHU, OOIIECTBEHHOCThIO M TMp. (I CAMOCTOSITEIBHOTO W3Y4YCHUs).
HaubGonee pacnpoctpaHeHHble OIMMOKH HJTUYECKOTO CBOWMCTBA B IOBEJICHUU
pykoBomuTenss (IIsI CaMOCTOATENBHOTO H3yudeHus). MexaHusMm oOecreueHus
TpeOyemoro KauyecTBa IPOIIECCOB OKa3aHUs YCIIyT, Ha OCHOBE
KJIINEHTOOPUEHTUPOBAHHBIX TEXHOJOTUM B TMPOILIECCE OCBOCHUS 3THUKH, 3CTETHKU
oOCTy)KWBaHMsI, OJTUKETa, MOpaIM MW  HPABCTBEHHOCTH, CTaHJIApPTHU3AIUH,
cepruuKanMu M yMpaBlIeHUS KA4eCTBOM B cdepe CEpPBUCHOTO OOCITY)KUBAHHUS Ha
TpaHCTIOPTE (ISl CAMOCTOSITEIBHOTO M3Yy4deHUs). MeXaHu3M CHUCTEMbI 0O0ECTICUECHHSI
TpeOyeMoro KadecTBa TMPOILECCOB  OKa3aHUA YCAYT B  COOTBETCTBHH  C
MEXIYHAPOIHBIMUA W HAIIMOHAJIBHBIMHU CTaHAApPTaMH B TMPOIIECCE OCBOEHUS JTHKH,
ACTETHKU OOCITYXWUBAaHUS, DTUKETa, MOpPAld W HPABCTBEHHOCTH, CTaHIAPTHU3AIUH,
ceprupuKanu M yMpaBlIeHUS KA4eCTBOM B cdepe CEPBUCHOTO OOCITy)KUBAHHUS Ha
TpaHCHOpTE (I CaMOCTOSATENBbHOIO0 H3ydeHusi). MexaHu3M OKa3aHusi yCIyr B
COOTBETCTBUM C 3asBJICHHBIM Kauy€CTBOM B IMPOLIECCE OCBOEHUS 3THKU, 3CTETUKU
oOCTy)KWBaHMsI, OTUKETa, MOpPaIM W  HPABCTBEHHOCTH, CTaHJAPTHU3AIUH,
cepTudUKAlMU U YIPaABICHUS KAaueCTBOM B cepe CEpBUCHOTO OOCITYKHMBaHUS Ha
TpaHcropte (IS CaMOCTOATEIBHOTO HM3YYCHHs). MarepualibHble PeCypCHl,
o0opylI0BaHME JIJiIsi OCYLIECTBIICHUS Mpoliecca cepBuca (i1 CaMOCTOSTEILHOTO
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nu3ydeHus). MeToasl MPOBEACHHS TEPErOBOPOB C KIUEHTAMHU TO MPETECH3MOHHBIM
Cy4astM (11 CaMOCTOSITETTLHOTO U3Yy4YeHHs). MeXaHu3M OIpeaeleHUus MPUINH
BO3HUKHOBEHUS TPETEH3WH B MPOIECCE OCBOCHUS 3THUKH, ICTETUKU OOCTYKHWBaHWSI,
ATUKETA, MOPAJIM U HPAaBCTBEHHOCTH, CTAHIAPTU3AINH, CEPTUDUKAITUN U YIIPABICHUS
KauecTBOM B cdepe CepBUCHOTO OOCIy)XHMBaHMsI Ha TpaHcmopre (s
CaMOCTOSATEILHOTO H3y4eHHs). MeToasl pa3paOOTKM M HCIOJIB30BAHHS THIIOBBIX
TEXHOJOTHYECKUX TMPOMECCOB (M1 CaMOCTOSATENBHOTO HW3y4YeHHs). MeToabl
dbopMHUpOBaHUS W BHEIPEHUS KOPIOPATUBHBIX CTAHIAPTOB U  PErIAMEHTOB
MPOIIECCOB OOCHTY)XMBaHUS MOTpeOUTeNeld Ha TpaHCHOpTe (IJIs CaMOCTOSITEILHOIO
U3ydeHHs). MeToapl B3aMMOJICHCTBHS C KIMEHTaMH ITI0 OpTaHM3alldy Iporiecca
oOCTy)XMBaHHs MOTpeOuTeNel B cdepe TOCTEIPUUMCTBA B MPOIECCE OCBOCHHUS
OTUKW, OCTETUKH  OOCITy)KMBaHHWS, OTUKETa, MOpaJld U HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEPTU(PUKAIMA W YNpaBICHUS KAa4eCTBOM B c(epe CEpBHCHOTO
oOCTy)KWBaHMSI HA TPAHCIIOPTE (11 CAMOCTOSITEIIBHOTO N3YUYCHUS ).

Tema 20. DTukerT Kak peryjsTop MEeXKJIHUYHOCTHBIX OTHOLIEHWI W
npodeccHOHATBHOI0 TMOBEJAeHUsI PAOOTHUKOB CepPBHUCA. JTHKET /eJOBbIX
COBECLIAHUM, MpPe3eHTAUMNA 1 MyOJNYHBIX BHICTYIJICHU I

[TonsiTue, »BOMIONMS W HPABCTBEHHAs OCHOBAa ATHUKeTa. Buabl u (yHKIUH
ATUKETA (M1 CaMOCTOATENIbHOrO u3yudeHus). COOTHOIIGHUE PTHKW U dTUKETa (IS
CaMOCTOSATEJILHOTO  M3yueHHus). [IpUHIMIBI  COBpPEMEHHOrO  ATHKeTa (IS
CaMOCTOSITEJIbHOTO ~ HM3YY€HHS). ITUKET B MNPOPECCHOHAIBLHON J1eATeTbHOCTH
paboTHUKOB cepbl ycayr (st camocTosiTeTbHOro u3ydenus). [lonstue u GyHkuuu
JEJIOBBIX COBEHIaHWW (11 CaMOCTOSATENIBHOIO H3y4eHMs). Buael  J1em0BBIX
COBEUIaHUM (11 CaMOCTOSITEILHOTO M3yuyeHus ). [IpoBegeHue nenoBoro CoBEIaHUs
(m1s1 camocrtoATenbHOTO u3ydeHus). IloHsTue ©W  BUABI TIpe3eHTAUMM (s
CaMOCTOSITEILHOTO U3yueHus). [loaroToBka k npe3eHTaMu B OpraHU3alluu CEpBHUCA
(m1st camocTtositenibHOTO u3yueHus). IlpaBuna moBeneHUss Ha mpe3eHTauuu (s
CaMOCTOATEIbHOTO U3y4eHHs). OCOOEHHOCTH MYOJMYHOTO BBICTYIUICHUS (IS
CaMOCTOATEIHHOTO H3yuyeHus1). OCHOBHBIE TpaBuia MyOJIMYHOTO BBICTYIUICHUS (IS
CaMOCTOSITEIbHOTO W3yueHusi). IIpuembl mpeogosnieHusi cTpecca NMpH BBICTYIUICHUH
nepen IIMPOKOM ayauTopved (i1  CaMOCTOSITEILHOTO M3Y4YEHHUs). OTHUKET
MPUBETCTBUSA (MJI1 CaMOCTOSITEIbHOrO u3yueHwus). [lpuBercTBME KIMEHTa B
OpraHu3aluu cepBUca (IJs1 caMOCTOsATENbHOrO n3ydeHus ). [IpaBuna npeacraBieHus
MIPU 3HAKOMCTBE (IIJIs1 cCaMOCTOsTeNbHOTO n3yueHus). OOpalieHue, nepexo Ha «ThI»
(mma  camocTosATeNbHOrO H3y4deHus). Benenue Oecenbl (I CaMOCTOSITEIBHOTO
n3yuenust). OOIIeHNEe ¢ HEMPUITHBIMU JIOJbMHU (JIJI1 CAMOCTOSITEIBHOTO U3YUYEHUS).
OTUKET NpoIIaHus (151 CAMOCTOSATEIbHOTO U3Y4YeHHSs ). DTUKET paOOTHUKA CEPBUCA B
Clyyae OTKa3a KIMEHTa OT OOCHyXMBaHHS (IJIs CaMOCTOSITEIbHOTO HW3YYEHUS).
Oco0eHHOCTH  [1€JIOBOTO  OOIIEHUST W O3TUKETa y pa3HbIX HapoJaoB  (IJs
CaMOCTOSITEJILHOIO ~ W3yuyeHwus).  ToJIepaHTHOCTL U €€  TpaHulbl  (aJs
CaMOCTOSITEILHOTO M3yueHus). OOmue npaBuiia MEKKYJIbTYPHO KOMMYHUKAIIUU U
JIEJI0BOr0 OOMIEHUs (IJIs1 CaMOCTOSITENbHOro u3yudeHus). OCOOEHHOCTH [1€T0BOTO
OOIlIeHHs] C HEMEUKUMHU, aMEPUKAHCKUMHU, SITOHCKUMH, KUTAUCKUMHU JI€TOBBIMU

29



MapTHEpaMHU, TPEICTaBUTEISIMU CTpaH biamxkHero BocToka (st caMOCTOSTEIBHOTO
u3ydeHus). MexaHu3m obecreueHus: TpeOdyemMoro KauyecTBa MPOLIECCOB OKa3aHMUS
YCIIyT, HA OCHOBE KJIMEHTOOPUEHTHUPOBAHHBIX TEXHOJOTHU B TIPOIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCTYy)XKMBaHHWS, JOTHUKETa, MOpald W HPABCTBEHHOCTH,
CTaHJIApTU3AINH, CEPTU(PUKAIMA W YIpaBIECHUS KAa4eCTBOM B cdepe CEpBHCHOTO
oOCITy)KMBaHHMsI Ha TpPAaHCIOPTE (IS CaMOCTOSTEIBHOIO H3YyYCHHs). MeXaHu3M
cUcTeMbl obecreueHus TpeOyemMoro KadecTBa MPOIECCOB OKa3aHWsA YyCIOyr B
COOTBETCTBHHM C MEXIYHApOAHBIMH W HAIIMOHAJIBHBIMH CTaHJApTAaMH B IPOIECCE
OCBOCHHS 3THKH, ICTCTHKH OOCITY)KMBaHUS, STUKETAa, MOPAJIM W HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEPTU(PUKAIMA W YNPaBICHUS KAa4eCTBOM B c(epe CEpBHCHOIO
oOCITy)KMBaHHMsSI Ha TpaHCIOPTE (I CAaMOCTOSTEIBHOIO H3YyYeHHs). MeXaHu3M
OKa3aHWs YCIAYT B COOTBETCTBHM C 3asBJICHHBIM Ka4eCTBOM B IPOIIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCITYy)XKMBaHHWS, JOTHUKETa, MOpald W HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEPTU(PUKAIMA W YIPaBICHUS KAa4eCTBOM B cdepe CEpBHCHOTO
oOCIy)KMBaHHs Ha TpaHCIOPTE (I CaMOCTOSATEIBLHOTO M3ydeHHUs). MarepuaibHbIe
pecypchl, 0o0OpymoBaHWE JUIS  OCYIISCTBIEHHS  mporecca cepuca (s
CaMOCTOSITCIILHOTO M3Y4eHUs ). MeTo/Ibl MPOBEACHUS MEPETOBOPOB C KIIMEHTAMH 10
NPETCH3UOHHBIM  ClTy4dasM (11 CaMOCTOSITEIBHOTO — M3y4YeHHUs). MeXaHu3M
ONpEJCIICHUS] TIPUYMH BO3HMKHOBEHUS IPETECH3WH B TPOIECCE OCBOCHHS JTHKH,
ACTCTHKN OOCITYXUBaHHUs, 3TUKETa, MOpPAJd W HPABCTBCHHOCTH, CTaHIApPTH3AIUH,
cepTuUKalMi U YNpaBIEHUS KA4eCTBOM B cdepe CEpBUCHOTO OOCITyKUBaHHUS Ha
TpaHcmopTe (AJI1  CaMOCTOSITEIBHOTO  M3y4yeHus). Meroasl pa3paboOTKu U
UCIIOJIb30BAHMUSI THUIOBBIX TEXHOJIOTHYECKUX MPOIECCOB (11 CaMOCTOSTEIHLHOTO
u3ydenus). Metonbl GopMUpOBaHHS U BHEIPEHUS KOPIOPATUBHBIX CTAHIAPTOB U
pPErJIaMEeHTOB IPOILIECCOB OOCIYXUBaHUsI TOTpeduTened Ha TpaHcnopre (asis
CaMOCTOSITEJILHOTO ~M3y4YeHHUs). MeToapl B3aMMOJEHUCTBUS C KJIHEHTAMH IIO
OpraHu3aIiy Tpoliecca o0CTyXKHUBaHU TOTpeOHuTeNe B cepe TrocTenpuuMcTBa B
IpoIecCe OCBOCHUS OTUKHU, OCTETUKU OOCTY)KMBAaHUS, OTHUKETa, MOpaiul U
HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CEePTHU(PUKAIMM W YIPABJICHHUS KAauyeCTBOM B
chepe cepBUCHOrO OOCTY)KMBaHMS Ha TpaHcmopre (i1 CaMOCTOSITEIHHOTO
U3YUYECHUS).

Tema 21. IIpaBuiia noBeeHUs B 001IECTBEHHBIX MeCTaxX

OO6mume mpaBuiia MOBEEHUS B OOIIIECTBEHHBIX MecTax. [IpaBuia moBeaeHus Ha
ynuie (11T caMOCTOsITeNbHOTO mM3ydyeHus). [IpaBuia moBenenus B MarasuHe, Kade
(msa camocTosiTenbHOrO u3ydeHus). [IpaBuiia moBeneHUs B pecTOpaHe, TeaTpe,
My3ee, kinyde (mis camocTosiTenbHOro wm3ydeHws). OOmIMe mpaBuWiia MOBEACHUS B
OOIIECTBEHHOM  TpaHCmoOpTe (mIsl camocTosATeabHOTO u3ydeHwus). [IpaBuna
MOBEJICHUSI B TOPOJCKOM OOIIECTBEHHOM TpaHcropTe (aBToOyce, TpaMmBae,
Tposuieiidyce, MerpomnoiauTeHe). OCOOCHHOCTH TOE3AKH B MApPUIPYTHOM TaKCH (IJIs
caMocTosiTeIbHOrO u3yueHus). [lpaBuiia moBeneHuss B moe3[le, B caMoJieTe, Ha
TEIoXo/ie (711 caMoCTOATEeNbHOrO u3ydeHus). CylnIHOCTh JI€IOBBIX MPUEMOB (s
CaMOCTOSITEJIbHOTO  u3yyeHus). JlemoBele u  cBeTckue  mpuembl (A
CaMOCTOSITEJILHOTO M3y4yeHHUsi). /[HeBHbIE W BEUEpPHHUE MNPHUEMBI (15
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CaMOCTOSITEJILHOTO M3y4eHHUs). [lenoBble mpHeMbl ¢ paccaikoi 3a CTOJIOM U 0e3 Hee
(1751 caMOCTOATENBHOT O N3YUYEHHs ). 3aBTpaK, JlaHy, 00ex, 00ea-0yder, Opany, yKuH,
«OOKaJ IIAMIAHCKOT0», KOKTEHb, a-Ji1 QypuIeT, kyppukce (1J11 caMmoCTOSATENBHOIO
uzydyenus). IlpaBuia moBeneHHMS Ha pa3IMYHBIX JEJNOBBIX mpueMax (ais
CaMOCTOSATEIBHOT0 u3y4yeHHUs1). OCHOBBI OCYILECTBICHUS TOUCKA, KPUTHUYECKOTO
aHanM3a U CUHTEe3a MH(POpMAaIMK, TPUMEHEHHsS] CUCTEMHOIO MOAXOAa ISl PEeIICHMS
MOCTABJIICHHBIX 3a/lad B MPOLIECCE M3YYEHMsS] STUKU, 3CTETUKH OOCIyKHBaHUS,
ATUKETa, MOPAJIM U HPABCTBEHHOCTH, CTAaHAAPTU3ALNH, CEPTUDUKAIIMU U YIPABICHUS
KauecTBOM B cdepe CEepBUCHOrOo OOCIyKMBaHMS Ha TpaHcmopre (ais
CaMOCTOSATEILHOTO  W3Y4YE€HHs). OCHOBBI ~ OCYIIECTBJICHHMS]  COI[MAJIBHOIO
B3aMMOJICHCTBUS U peaiu3allii CBOEH pOJIM B KOMAHJIE€ B MPOLIECCE U3YUECHHS ITUKH,
ACTETUKU OOCIYyXUBaHUSA, 3TUKETa, MOpAjd W HPABCTBEHHOCTH, CTaHIAPTHU3ALUH,
cepTuUKaIMU U YNpPaBIEHUS KAYeCTBOM B cepe CEpBUCHOIO OOCITYKMBAaHUS Ha
TpaHcmopTe  (AJs  caMOCTOSITENIbHOrO  u3ydeHus).  OCHOBBI ~ BOCHPUSTHS
MEXKYJIbTYPHOTO pa3HOOOpa3usi 00I1IecTBa B COLMAIbHO-UCTOPUUYECKOM, ITHIECKOM
1 QrI10cOPCKOM KOHTEKCTaX B MPOIECCE U3YUEHUS ITUKH, ICTETUKU OOCITYKUBAHUS,
ATUKETa, MOPAJIM U HPABCTBEHHOCTH, CTaHAAPTU3AINH, CePTU(DUKAIIUN U YIIPABICHUS
KayecTBOM B c(epe CEepBUCHOIO OOCIyXMBaHUS Ha TpaHcmopTre  (IJs
CaMOCTOSATEILHOTO  M3yueHusi). OCHOBBI  yNpaBi€HUSI CBOUM  BpPEMEHEM,
BBICTPAMBAHMS W peaju3allid TPACKTOPUU CaMOPA3BUTHS Ha OCHOBE MPHUHIIUIIOB
oOpa3oBaHHA B TEYEHUE BCEH JKU3HU B TNPOIECCE HU3YYCHHS DTUKH, 3CTETUKH
oOCIy>KMBaHMsI, OJTHUKETa, MOpald M  HPABCTBEHHOCTH, CTaHJApPTHU3AIUH,
cepTuUKalMi U yNpaBIEHUS KA4eCTBOM B cdepe CEepBUCHOTO OOCITyKUBaHHUS Ha
TpaHcopTe (A1 caMOCTOSITENbHOrO M3ydeHus). OCHOBBI oOecrieyeHus: TpedyeMoro
KayecTBa IIPOILIECCOB OKa3aHUs YCIYr B IMPOILIECCE OCBOEHHUS OSTUKH, 3CTETUKH
oOCIy>KMBaHMsI, OTHUKETa, MOpaJIM M  HPABCTBEHHOCTH, CTaHJApPTHU3AIUH,
cepTUdUKAIIMA W YIIPaBJIECHUS KAa4eCTBOM B cepe CEpBHCHOTO OOCITY)KHMBaHUS Ha
TpaHcmopTe (I caMOCTOSTeNbHOrO  u3yueHus). OcHOBbI  oOecredeHus
dbopMHUpOBaHUST W BHEIPEHUS KOPIOPATUBHBIX CTAHIAPTOB U  PErIAMEHTOB
IPOIIECCOB OOCTYKMBaHUSI MOTPEOUTENECH M COOTBETCTBUS CTAaHIapTaM KauyecTBa B
Ipolecce M3y4YeHUs OJTHUKH, OCTETHUKU OOCIYyXMBaHHs, 3TUKETa, MOpalId U
HPAaBCTBEHHOCTH, CTAaHAAPTU3ALMM, CEPTU(PUKAIUU W YIPABICHUS KayeCTBOM B
chepe cepBUCHOrO OOCTY>KMBAaHUS Ha TpaHCHOpPTE (M1 CAMOCTOATEIHHOTO
U3ydeHus). MeToabl BOCHPUATHS MEXKKYJIbTYPHOIO pa3HOOOpa3us oOIiecTBa B
COLIMATBHO - MCTOPHUYECKOM, 3THUECKOM U (puioco)ckoM KOHTEKCTax B MpoIiecce
OCBOEHHS 3THUKH, ICTETHKM OOCIYKMBaHUsS, S3TUKETAa, MOPAJIM W HPABCTBEHHOCTH,
CTaHJAPTU3ALMU, CEPTHUPHUKAIUU U YIPaABICHHUS KadeCTBOM B cdepe CEpBHUCHOTO
oOCITy)XKMBaHHMsI Ha TpaHCHOPTE (UII CAMOCTOATEIBHOIO H3y4deHHs). MexaHusm
oOecniedyeHusi TpeOyeMOro KauecTBa TMPOIECCOB OKa3aHMs yYCIyr, Ha OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTM B MPOLECCE OCBOEHUS 3TUKH, ICTETHKHU
oOCITy)XMBaHMsI, OITHKETa, MOpaJd M  HPABCTBEHHOCTH, CTaHAApTH3AIMH,
cepTudUKaMU U YIPABICHUS KAaueCTBOM B cepe CEpBUCHOTO OOCITY>KHMBaHUS Ha
TpaHcropTe (AJisI CaMOCTOSITENBHOTO u3ydeHusi). OCOOEHHOCTH MEXKYJIbTYPHOIO
pa3zHooOpazus odmecTBa. (A1 CAMOCTOATENIBHOIO M3y4deHHs). MexaHu3M CHCTEMBbI
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obecniedyeHnss TpeOyeMbIX KadeCTBO IIPOLIECCOB OKAa3aHUS yCIyr B COOTBETCTBHH C
MEXIYHApPOJHBIMU U HAIIMOHAJBHBIMM CTaHJAPTAMHU B IPOLIECCE OCBOCHUS ITHKH,
ACTETUKU OOCIYyXUBaHUSA, 3TUKETa, MOpAjJd W HPABCTBEHHOCTH, CTaHIApPTHU3ALUHU,
cepTU(PUKAIMU U YNpPaBIEHUS KA4eCTBOM B c(epe CEpBUCHOrO OOCIyKHBaHHUS Ha
TpaHcnopTe (471 CaMOCTOSITENIbHOIO M3ydeHus). MexaHusm  (GopMHUpOBaHUs
OKa3aHHs YCIYr B COOTBETCTBHM C 3asBJICHHBIM Kay€CTBOM. MEXaHHU3Mbl OKa3aHUs
yCIYT B COOTBETCTBHM C 3asBJICHHBIM Kaye€CTBOM B IPOLECCE OCBOEHUS ATHKHU,
ACTETUKU OOCIYXUBaHUSA, 3TUKETa, MOpAjJd W HPABCTBEHHOCTH, CTaHJIApPTHU3ALUH,
cepTupUKaUMU U yNpaBlIeHUsT KAYeCTBOM B c(epe CepBUCHOIO OOCITYyXKMBaHUS Ha
TpaHcropre. (A7  CaMOCTOSITENIBHOTO  M3Yy4eHHMs). MarepuanbHble PeECypCHl,
0o0OpyI0BaHUE Ul OCYIIECTBIEHHs IIpoliecca cepBuca (U1 CaMOCTOSITEIBHOTO
u3ydeHus). Meroapl NpOBEEHUS MEPEroBOPOB C KIMEHTaAMHU MO MPETEH3MOHHBIM
ClIy4assM M MEXaHWU3Mbl ONpEJEIeHUs NPUUYMH BO3HUKHOBEHHUS TNIPETEH3UH B
OpolLecce OCBOGHUS ATUKHU, OCTETUKU OOCITYKMBAaHUS, OITHUKETa, MOpaiud U
HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CEPTU(PUKALMM W YOPABJICHHUS KAaueCTBOM B
chepe CepBUCHOIO OOCITY)KMBAaHUS Ha TpaHCHoOpTe (11 CAaMOCTOATEIBHOTO
u3ydyeHus). MeTonbl pa3pabOTKM M HCIOJB30BAHUSA THUIOBBIX TEXHOJOTHYECKUX
nporeccoB (I CaMOCTOSATEIBHOrO HW3ydyeHus). Metonpl (GopMUpOBaHUA WU
BHEJIPEHHSI KOPIOPATUBHBIX CTAHAAPTOB M PETJIAMEHTOB MPOIIECCOB OOCITYKHUBAHUS
norpeOutesned Ha TpaHCHOpTE (I CaMOCTOSITENIBHOTO H3Yy4deHHs). MeTrobl
B3aMMOJIEUCTBUA C KJIMEHTaMH II0 OpraHM3aluM Ipolecca OO0CIyKMBaHUS
norpeduteneld B cepe rocTenpuUMCTBAa B IPOIECCE OCBOCHMSI 3TUKH, SCTETHKH
oOCITy)KMBaHMsI, OJTHKETa, MOpPaJd M  HPABCTBEHHOCTH, CTaHAApTH3ALMH,
cepTuUKalMd U YIPABIEHUS KAueCTBOM B C(epe CEpBUCHOIO OOCIy)KHBAaHUS Ha
TpaHCIopTe (711 CAMOCTOSITEILHOTO U3YUYEHHUS).

Tema 22. Jlesi0BoM 3THKET M NMPOTOKOJA. OCOOEHHOCTH MX NPOSIBJIEHUA B
CePBHUCHOM JesATeJIbHOCTH. /le/iIoBble BCTPEUYH U MeperoBopbl

[TonsiTe, oco6eHHOCTH W (DYHKIIMU JIETTOBOTO ATHKeTa. J[eIOBOM STHUKET U
JIETIOBOM TPOTOKOJN (IJI1 CaMOCTOATENBHOIO HW3ydeHus). JleJoBoW HJTHUKET B
o0CTy>KUBaHHUHM (JJIs1 CAMOCTOSATEIHLHOTO U3ydeHus ). MUk nenoBoro uenoBeka (s
CaMOCTOATEIHbHOTO u3ydeHus). OCHOBHBbIE (OPMBI NIETOBOTO OOIICHUS: JCIIOBBIC
COBCIIAHMSI, JUCKYCCHUW, WYyOMUYHBIC BBICTYIUIGHUA (VI CaMOCTOSITEIBHOTO
mzydyenusi). Cnenudpuka gemoBoro obmenus B cdepe cepBuca (s
caMOCTOSITeIbHOTO u3ydueHwusi). [loHsATHE M oOpraHu3amus AENOBBIX BCTped (I
CaMOCTOSITEIbHOTO  u3yueHus). IloAroroBka K [I€OBBIM MeperoBopam (s
CaMOCTOSITEJILHOTO U3y4YeHus1). MecTo 1 Bpemsi 1eJIOBbIX BCTPEY U MEPErOBOPOB (1st
CaMOCTOSITEIbHOTO M3ydeHwus1). [Ipurnamienus Ha J1€0BbIE BCTPEUU U MEPETOBOPHI
(myg caMOCTOSITENbHOTO U3yueHus). PopMupoBaHUE JeNerallui Il y4acTus B
neperoBopax (IJsi CaMOCTOSITEIBHOTO M3yueHus). Pa3paboTka mporpaMmbl BeACHUs
MEePEroBOopoB (AJIsI CaMOCTOSITENIBHOTO M3Yy4YE€HUs). DTalbl IEPErOBOPHOTO Mpoliecca
(mmsa  caMmocrosiTenbHOrO u3yyeHus). OOmMe mnpaBwia TMOBEICHHUS HA JEJIOBBIX
neperoBopax (IJsi CaMOCTOSITEIBHOTO U3yyeHus). MToru JenoBbIX BCTped U
MEepEeroBOPOB (1711 CaMOCTOSITEILHOTO M3yUeHHsI). MeXaHu3M oO0ecTrieueHust
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TpeOyemoro KayecTBa IPOLIECCOB OKa3aHUs YCIIYT, Ha OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTMM B TMPOLECCE OCBOEHUS 3THUKH, ICTETHKU
oOCNy’KMBaHMsI, 3THUKETa, MOpaJd M  HPABCTBEHHOCTH, CTaHIApPTHU3ALUHU,
cepTu(pUKaUMU U YOPaBICHUS KayeCTBOM B c(epe CepBUCHOTO OOCIy)KMBaHUS Ha
TpaHCOPTE (IUIsI CAMOCTOSITENIBHOTO M3y4yeHus). MexaHu3M cucTeMbl 0OecrieueHHUsI
TpeOyeMoro KadecTBa NPOLECCOB  OKa3aHUA YCAYr B  COOTBETCTBUM  C
MEXIYHAPOJIHBIMU U HALIMOHAJIBHBIMHM CTaHAApPTaMHU B MPOLIECCE OCBOEHUS ATHKHU,
ACTETUKU OOCIYXUBaHUSA, 3TUKETa, MOpAjJd W HPABCTBEHHOCTH, CTaHJIApPTHU3ALUH,
cepTUPUKaAIMU U YNpPaBIEHUS KA4eCTBOM B c(epe CEepBUCHOrO OOCITyKUBaHHUS Ha
TpaHCHOpPTEe (IJIs1 CaMOCTOSITEIBHOrO H3yueHHs). MexaHu3M OKazaHHs YCIyr B
COOTBETCTBHM C 3asBJICHHBIM Kaue€CTBOM B MPOLIECCE OCBOEHUS STUKH, 3CTETUKH
oOCNy>KMBaHMsI, JTHUKETa, MOpald M  HPABCTBEHHOCTH, CTaHJApPTHU3ALUHU,
cepTuUKaMU U yNpaBIEHUS KA4eCTBOM B c(epe CEepBUCHOTO OOCITyKUBaHHUS Ha
TpaHcopTe (s CaMOCTOSTENBHOTO H3y4yeHus). MarepuanbHble pecypcehl,
o0opyAoBaHMe [JIsi OCYILIECTBICHUS Ipollecca cepBuca (i1 CaMOCTOATEIBLHOTO
u3ydeHus). Meroabl TPOBEIEHUS IMEPErOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM
ciydastM (711 CaMOCTOATENBHOTO M3y4eHus). MeXaHu3M OIpejesieHus MNPUYUH
BO3HUKHOBEHUS MPETEH3UI B MPOIECCE OCBOEHUSI ITUKH, ICTETUKU OOCTYKHBaHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHAAPTU3AIINH, CEPTU(DUKAIIUU U YIIPABICHUS
KayeCcTBOM B c(epe CEepBUCHOIO OOCIyXMBaHUS Ha TpaHcmopre  (IJs
CaMOCTOSITETILHOTO M3y4yeHMs). MeToapl pa3pabOTKH M MCIIOJIb30BAHUS TUIIOBBIX
TEXHOJIOTUYECKUX TPOLECCOB (UIsI CaMOCTOATEIBHOIO M3ydyeHHs). MeToabl
(GopMupOBaHUS U BHEAPEHHUS KOPIOPATUBHBIX CTAHJAPTOB U  PErIaMEHTOB
IpPOILIECCOB OOCIIY)KMBaHMsI MOTpeOUTENel Ha TpaHCHOPTE (I CaMOCTOSTENIBHOIO
u3ydeHus1). Meroasl B3aMMOJEHCTBHS C KIMEHTaMU [0 OpraHMU3alUM Ipolecca
oOciy>)kuBaHusl TOTpeOuTeNneil B cdepe ToCTENPUUMCTBA B TPOIIECCE OCBOCHUS
OTUKH, OSCTETUKU OOCIYKMBaHWS, OSTUKETa, MOpaIM U  HPABCTBEHHOCTH,
CTaHJAPTU3ALMU, CEPTUPHUKALUU U YIPABICHUS KadyeCTBOM B c(epe CEpBUCHOTO
o0CITy’)KMBaHMsI Ha TpaHCIOPTE (ISl CaMOCTOSTENIbHOTO n3ydyeHus ). Lludposusamus
JOKYMEHTO000POTa TPAHCIIOPTHBIX MEPEBO30K ([IsI CAMOCTOSATEIBHOIO U3YUEHUS ).

5.4 IlpakTHUyecKHe 3aHATHSA

Homep temsl Tpynoem
JUCUIMILIAHBI TemaTrnka NpakTUYECKUX 3aHATHI KOCTh
(dacsl)
Kypc 2 (cemectp 4)
[Ipaktnueckoe  3aHsTue  Ne 1. «Teopernueckas,
1 HOPMAaTUBHAS U MIPUKJIAHAS YTHKa 0,25

HOI[FOTOBKa K BBIIOJIHCHHUIO CUTYallMOHHBIX BaI[aHI/Iﬁ

[Tpaktrueckoe 3austue Ne 2. «ConnanbHO-2KOHOMHYECKHE

2 U JyXOBHBIE MTPEANOCHUIKH TOSBICHUS dTHKH 0,25
IToAroToBKA K BBIITOIHEHUIO CUTYAITMOHHBIX 3aT1aHUI
3 [Ipaktrdeckoe 3amstue Ne 3. «OcoOEHHOCTH aHTHYHOMU 0,25
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Howmep Temsbl
JUCIUTIINHBI

TeMaTuka NpakTUYECKUX 3aHATUN

Tpynoem
KOCTh
(dacsl)

OTHUKH»
HOI[FOTOBK& K BBITITOJTHCHUIO CUTYAlIMOHHBIX SaHaHI/Iﬁ

[Ipaktuueckoe 3anarue Ne 4. «XpucTuaHCKasi 3TUKa»
IToaroroBka K BBIIOJHEHUIO CUTYALlMOHHBIX 3aJaHUN

0,25

[Ipaktuueckoe 3ansatue Ne 5. «MopanbHas dunocodus
Hosoro Bpemenn»
[TonroToBKa K BHIMOJTHEHUIO CUTYAIIMOHHBIX 3a/1aHUH

0,25

[Ipaktuueckoe 3ansatue Ne 6. «Kpuzuc wmopamu wu
HPABCTBEHHOCTH)
[ToaroToBka K BBIMOJHEHUIO CUTYAIIMOHHBIX 3aJJaHUI

0,25

[Ipaktuueckoe 3anarue Ne 7. «MopajibHOE CO3HAHUE U
MOpaJIbHAs TPAKTHKA»
IToAroToBKa K BBIIOJTHEHNUIO CUTYAlMOHHBIX 3a1aHUI

0,25

ITpakTueckoe 3ansatue Ne 8. «IIpodeccuonanpHas coBecTb
U ipohecCUOHATBHBIN 10T
IToaroToBKa K BBIIOJHEHUIO CUTYAIIMOHHBIX 3aJJaHUMN

0,25

Hroro 3a kypc

2 (cemectp 4)

Kypc 3 (cemectp 5)

[Tpaktuueckoe 3anstre Ne 9. «OCHOBBI TOCY1apCTBEHHOMN
CUCTEMBI CTaHJAPTU3AIIUN
[ToaroToBKa K BBITIOJHEHUIO CUTYAIIMOHHBIX 3aJJaHUMN

0,32

10

[Tpaktuueckoe 3ausitue Ne 10. «[IpuHIIMIIBI KOpHIOPATUBHOM
OTBETCTBEHHOCTH B cpepe yciayr»
[ToaroroBka K BBITIOJHEHUIO CUTYAlIMOHHBIX 3aJaHUI

0,32

11

[Ipaktuueckoe 3anarue Ne 11. «MopaibHbli 00IHMK
pabOTHUKA CEpBHUCA»
[ToaroroBka K BBITIOJHEHUIO CUTYAlIMOHHBIX 3aJJaHU I

0,28

12

[Ipaktuueckoe 3anstue Ne 12. «IlpaBuma odopmieHus
KOHTAKTHOU 30HBID»
[ToaroroBka K BBIOJHEHUIO CUTYAlIMOHHBIX 3aJJaHUI

0,28

13

[Ipaktuueckoe 3ansitue Ne 13. «OOGmme TpeOoBaHUA K
npodeccuoHaIbHOMY TIOBEICHUIO PAaOOTHHWKA KOHTAaKTHOMN
30HBI Ha Pa3IMYHBIX dTamax 00CITyKUBaHUS

IToaroToBKa K BBHITIOJHEHUIO CUTYAIIMOHHBIX 3aJJaHUHN

0,28

14

[Ipaktueckoe 3anarue Ne 14. «OcoOEHHOCTH J€I0BOTO
oOmeHust pabOTHUKA CepBUCA C KIIMEHTOM
[ToAroToBKa K BBHIMOTHEHUIO CUTYAI[MOHHBIX 3a1aHUI

0,28

15

[Ipaktueckoe 3anstue No 15. «0KanoOsl U KOH(MIUKTHI C
KJIMEHTaMU: IPUYUHBI U CIOCOOBI pa3pelieHusD
[ToaroTroBka K BBINOJTHEHUIO CUTYAIlMOHHBIX 3aIaHUI

0,28

16

[Ipaktryeckoe 3anarme Ne 16. «OOmuye IPUHITUIIBI

0,28
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Howmep Temsbl

Tpynoem

JTUCITUTUTHHBI Tematrka MpakTUYECKUX 3aHATHIH KOCTb
(dacsl)
TIPUHSITHS TUYHBIX JETOBBIX PEIICHUIN
[ToaroToBKa K BHIMOTHEHUIO CUTYalIMOHHBIX 3a1aHUH
[Ipaktuueckoe 3anstue No 17. «Tumbl KOpHOpaTHBHBIX
17 KyJIbTYp» 0,28
[ToaroToBKa K BHIMOJTHEHUIO CUTYAIIMOHHBIX 3a/IaHUH
[Ipaktuueckoe 3anstue Ne 18. «IIpaBuna noBenenus Ha
18 pa3gHUYHOM MEPONPUATUM 0,28
[TonroToBKa K BHIMOJTHEHUIO CUTYAIIMOHHBIX 3a/1aHUH
[Ipaktuueckoe 3anstue Ne 19. «OcHOBHbIE (QYHKIIMH
19 yIPaBICHUS) 0,28
[ToaroToBKa K BHIMOJTHEHUIO CUTYalIMOHHBIX 3a1aHUH
20 [TpakTraeckoe 3ausTre Ne 20. « BUuapl v QyHKITMH STHKETa) 028
[TonroToBKa K BHIMOJTHEHUIO CUTYAIIMOHHBIX 3a/IaHUH ’
[Tpaktuueckoe 3anstue Ne 21. «O6mme nmpaBuia MoBeACHUS
21 B OOIIIECTBEHHBIX MECTaX) 0,28
[TonroToBKa K BHIMOJTHEHUIO CUTYAIIMOHHBIX 3a/IaHUH
[Ipaktuueckoe 3ansitue Ne 22, «J/lemoBodt OTHUKET B
22 00CITy)KUBaHH I 0,28
[ToaroToBKa K BHITIOJHEHUIO CUTYAIIMOHHBIX 3aJaHUMN
Hroro 3a kypc 3 (cemectp 5) 4
Wroro no guciuruinae 6
5.5 JlabopaTopHbIli NPAKTHKYM
JlaGopaTopHBIi MPAKTUKYM YICOHBIM IIJIAHOM HE TIPETYCMOTPEH.
5.6 CamocTosiTeqbHast padoTa
Homep temsl . Tpynoewm
N — Bunbr camoctosiTenbHOM paboThI KOCTb
(dacsl)
Kypc 2 (cemectp 4)
1. M3yuyenue teopetuueckoro Marepuana no teme: «lIpeaqmer
U TIpo0IeMaTHKa dTUKA B cepe CEPBUCHOTO OOCTYKUBAHHUS
Ha TPAHCIIOPTE»
1 [TonmpasymeBaeTcsi pabota ¢ Yy4eOHOW JUTEPATypoOd IO 11.875
BOIIPOCAM JIsI CAMOCTOSITeTbHOU TtorotoBku [1-20]. ’
2. [ToaroroBka K yCTHOMY OIIPOCY.
3. [ToaroToBKa K BHITIOJIHCHUIO CUTYAIIMOHHBIX 3aJJaHUH.
4. BpInoJIHEHUE KOHTPOJIbHOU PabOTBHI.
2 1. Wsyuenme Teoperuueckoro wmatepuama mo Tteme: | 11,875
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Howmep Temsbl
JTVCIUTIIMHBI

Buasl camocrosiTensHOM paboThI

Tpynoem
KOCTh
(dacsr)

«Itnueckue yuyenus JpesHero Boctoka»

[Togpa3zymeBaeTcsi pabota ¢ y4eOHOUM JUTEpaTypod IO
BOIPOCAM JUIsl CAMOCTOSATEIBHOM MOAroToBKH [1, 2, 3, 4].

2. [loaroToBKa K yCTHOMY OIIPOCY.

3. [loAroToBKa K BBHIMOJIHEHUIO CUTYallHOHHBIX 3aJJaHUH.

4. BpinogHeHUE KOHTPOIBHOU PabOTHI.

1. WM3yueHue TeOpeTHYECKOro MaTepuaja MO TeMe:
«AHTHYHAs 3TUKA KaK YYEHHUE O TOOPOAETENAX»
[TogpaszymeBaeTcsi paboTa ¢ y4eOHOM JaUTEpaTypol 1O
BOIPOCAM JUIsl CAMOCTOSATEIBHOM OAroToBKH [1, 2, 3, 4].

2. [loaroToBKa K yCTHOMY OIIpOCY.

3. [ToaroToBKa K BBHIMOJHEHUIO CUTYAallMOHHBIX 33JJaHUH.

4. BpinosHeHUE KOHTPOJIBHOM PabOTHI.

11,875

1. M3ydeHue TeopeTHUECKOro MaTepuajia Mo Teme: «ITHKa
Cpennux BekoB U Bo3poxieHus »

[Togpa3zymeBaeTcsi paboTa ¢ y4eOHOW JUTEpaTypoll 1O
BOIIPOCAM JIJIsl CAMOCTOSITEIbHOM moaroToBku [1, 2, 3, 4].

2. [lonroToBKa K yCTHOMY OIIPOCY.

3. [ToaroToBKa K BBHIMTOJIHEHUIO CUTYAlIMOHHBIX 3aJJaHUH.

4. BeInoJITHEHUE KOHTPOJIBHOU PaOOTHI.

11,875

1. M3ydeHue TeOpeTHUECKOro MaTepuaja Mo Teme: «ITHKa
Hosoro Bpemenu»

[TogpaszymeBaeTcss paboTa ¢ y4eOHOW JHUTEpaTypoll 1O
BOIIPOCAM JUIsI CAMOCTOSATEIBHOM OAroToBKH [1, 2, 3, 4].

2. [ToaroToBka K yCTHOMY OTIPOCY.

3. IloaroToBKa K BBHIMIOJHEHHUIO CUTYaIlMOHHBIX 3aaHUH.

4. BeInoJTHEHUE KOHTPOJIBHOU PabOTHI.

11,875

1. U3yueHue TeEOpEeTHUYECKOTO MaTepuaja TI0 TeMe:
«AKTyalbHbIE TPOOIEMBI COBPEMEHHOM ITUKIY
[lonpazymeBaetcsi paboTa C y4eOHOW IUTEpPaTypoOl IO
BOIIPOCAM JIsI CAMOCTOSATEIbHON TToroToBku [1-20].

2. [ToaroroBka K yCTHOMY OIIPOCY.

3. [ToaroToBKa K BHITIOJIHEHUIO CUTYAIIMOHHBIX 3aJJaHUH.

4. BbINOJIHEHUE KOHTPOJIbHOU PabOTHI.

11,875

1. U3ydeHume TEOpETHUECKOTO MaTepuaja TI0 TeMe:
«IIpodeccronanpHasl 3THKAa W €€ B3aUMOCBS3b C OOIIeH
TEOPUEH MOPAIIN

[logpaszymeBaeTcsi paboTa ¢ y4yeOHOM JaUTEpaTypoll 1O
BOIPOCaM ISl CAaMOCTOSTEIbHOM MoAroToBKH [1, 2, 3, 4].

2. [ToaroroBka K yCTHOMY OIIPOCY.

3. [ToaroToBKa K BHITIOJIHEHUIO CUTYAIIMOHHBIX 3a]JaHUH.

11,875

36




Howmep Temsbl

Tpynoem

Bunbr camocrosiTenbHOM padboThI KOCTb
JUCHUATLITAHBI
(dacsr)
4. BpinonHeHre KOHTPOJIbHOU pabOTHI.
1. HW3yueHue TeEOpeTUUECKOTO MaTepuaisa 1o TeMe:
«IIpodeccus u  nuyHOoCcTh. HpaBcTBeHHast  KynbTypa
npodeccuoHana
8 [TogpaszymeBaeTcsi paboTa ¢ y4eOHOM JaUTEpaTypoll IO 11,875
BOIPOCAM JUIsl CAMOCTOSATEIBHOM OAroToBKH [1, 2, 3, 4]. ’
2. IToaroTroBka K yCTHOMY OIPOCY.
3. IloaroToBKa K BHIMIOJHEHUIO CUTYAIIMOHHBIX 3aJaHUN.
4. BpinogHeHUE KOHTPOIBHOU pabOTHI.
Hroro 3a kypc 2 (cemectp 4) 95
Kypc 3 (cemectp 5)
1. HW3yueHue TeopeTHUECKOro MaTepuaisa 1o TeMe:
«OCHOBHBIE YpPOBHU BHUJIEHHE OW3HECA U COOTBETCTBYIOIIUE
HOPMBI B chepe yCIryr»
9 [Togpa3zymeBaeTcsi pabota ¢ y4eOHOUM JUTEpaTypod IO 6.5
BOIPOCAM JUIsl CAMOCTOSATEIBHOM OAroToBKH [1, 2, 3, 4]. :
2. [lonroToBKa K yCTHOMY OIIPOCY.
3. [ToaroToBKa K BBHITTOJIHEHUIO CUTYAalIMOHHBIX 3aJJaHUH.
4. BeInoJTHEHUE KOHTPOJIBHOU PabOTHI.
1. U3yueHue TeOpEeTHUYECKOTO MaTepuajga TI0 TeMe:
«IIpUHIHUIIBI  KOPIIOPATUBHOM OTBETCTBEHHOCTH B cdepe
YCIyT»
10 [Togpa3zymeBaeTcss paboTa ¢ y4eOHOW JHUTEpaTypoll IO 6.5
BOIIPOCAM JUIsI CAMOCTOSATEIBHOM OAroToBKH [1, 2, 3, 4]. :
2. [ToaroroBka K yCTHOMY OIPOCY.
3. IloaroToBKa K BBHIMIOJHEHHUIO CUTYAIlMOHHBIX 3aaHUH.
4. BeInoJTHEHUE KOHTPOJIBHOU PabOTHI.
1. HW3yueHue TeopeTHUECKOro maTepuaisa MO TeMe:
«ITHYECKUE OCHOBBI MTPO(PECCHOHATEHOM IS TEIHHOCTH B
chepe ycmyr»
11 [lonpazymeBaetcsi paboTa C y4eOHOW IUTEpPaTypol IO 6.5
BOIPOCaM JUIsl CAaMOCTOSTEIbHOM MoAroToBKH [1, 2, 3, 4]. ’
2. [ToaroroBka K YCTHOMY OTIPOCY.
3. [ToaroToBKa K BBHITIOJIHEHUIO CUTYAIIMOHHBIX 3aJJaHUH.
4. BbINOJIHEHUE KOHTPOJIbHOU PabOTHI.
1. HW3yueHue TeopeTHUECKOro maTepuaisa MO0 TeMe:
«JcTeTuKa 00CITyKUBAHUS»
12 [logpaszymeBaeTcsi paboTa ¢ y4yeOHOM JaUTEpaTypoill 1O 6.5

BOIPOCaM ISl CAaMOCTOSTEIbHOM MoAroToBkH [1, 2, 3, 4].
2. [ToaroroBka K yCTHOMY OIIPOCY.
3. [ToaroToBKa K BHIIIOJIHEHHIO CUTYAlIMOHHBIX 3aJaHUM.
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Howmep Temsbl
JTVCIUTIIMHBI

Buasl camocrosiTensHOM paboThI

Tpynoem
KOCTh
(dacsr)

4. BpinonHeHre KOHTPOJIbHOU pabOTHI.

13

1. W3yueHue TEOpETUYECKOrO0 MaTepuajga IO TEMe:
«IIpodeccuonanbHoe MoOBeAeHUE paOOTHUKA CepBHCA Ha
pa3IMYHBIX dTanax 00CIyKHBaHUS HA TPAHCIIOPTE
[TogpaszymeBaeTcsi paboTa ¢ y4eOHOM JaUTEpaTypoll IO
BOIPOCAM JUIsl CAMOCTOSATEIBHOM OAroToBKH [1, 2, 3, 4].

2. IToaroTroBka K yCTHOMY OIPOCY.

3. [loaroToBKka K BHIMOTHEHHUIO CUTYaIIMOHHBIX 3a/IaHUH.

4. BpinogHeHUE KOHTPOIBHOU pabOTHI.

6,5

14

1. H3ydeHune TEOpPETHUYECKOTO MaTepuansa T0 TeMe:
«OCcoOEHHOCTH JIEJIOBOTO O0IIeHHUS B chepe yCIyr»
[Togpa3zymeBaeTcsi paboTa ¢ y4eOHOW JUTEpaTypoll 1O
BOIIPOCAM JIJIsl CAMOCTOSITeIbHOM MoAroToBKH [1-20].

2. IToaroTroBka K yCTHOMY OIPOCY.

3. [ToaroToBKa K BBHIITOJIHCHHIO CUTYaIIMOHHBIX 33 IaHUH.

4. BeimoJTHEeHUE KOHTPOJIBHON paboTHI.

6,5

15

1. H3yuyeHune TeopeTHUYECKOro maTepuaisa MO0 TeME:
«YmpaBnenue  KOHQIUKTaMH B  OOCIY)XKMBAaHUM  Ha
TPaHCIIOPTE»

[Togpa3zymeBaeTcss paboTa ¢ y4eOHOW JHUTEpaTypoll 1O
BOIIPOCAM JIJIsl CAMOCTOSITEIIbHO# moaroToBku [1, 2, 3, 4].

2. [lonroToBKa K yCTHOMY OIIPOCY.

3. IloaroToBKa K BBHIMIOJHEHHUIO CUTYAIlMOHHBIX 3aaHUH.

4. BeInoJTHEHUE KOHTPOJIBHOU PabOTHI.

6,5

16

1. W3yueHue TEOpETHUYECKOTO MaTepuaja TI0 TeMe:
«KoprioparuBHas 3THKa B chepe ycayr Ha TPaHCTIOPTE
[Togpa3zymeBaeTcss paboTa ¢ y4eOHOM JUTEpaTypod IIO
BOIIPOCAM JUIsI CAMOCTOSATEIbHON TToaroToBku [1-20].

2. [ToaroroBKa K yCTHOMY OIIPOCY.

3. IloaroToBKa K BBIMIOJHEHHUIO CUTYAIIMOHHBIX 3aaHUH.

4. BpimomHEeHUE KOHTPOIBHOM PabOTHI.

6,5

17

1. HW3yueHue TeopeTHUECKOro maTepuaisa MO0 TeMe:
«KoprioparuBHasi ~ KyJabTypa B OOCIy)XMBaHWM  Ha
TPaHCIIOPTE»

[logpa3zymeBaercsi paboTa ¢ y4eOHOM JAUTEpaTypoll 1O
BOIPOCaAM JUIsl CAaMOCTOSTEIbHOM MmoAroToBKkH [1, 2, 3, 4].

2. [ToaroroBka K yCTHOMY OIIPOCY.

3. [ToaroToBKa K BHITIOJIHCHUIO CUTYAIIMOHHBIX 3aJJaHUH.

4. BpInoJIHEHUE KOHTPOJIbHOU PaOOTHI.

6,5

18

1. HW3yueHue TeopeTHUECKOro maTepuaisa Mo TeMe:
«Opranu3alioHHass KyJbTypa Kak (DaKTop MOBBIIICHUS

6,5

38




Howmep Temsbl
JTVCIUTIIMHBI

Buasl camocrosiTensHOM paboThI

Tpynoem
KOCTh
(dacsr)

3¢ (PEeKTUBHOCTH B chepe cepBUCA»

[TogpaszymeBaeTcsi paboTa ¢ y4eOHOM JaUTEpaTypoill IO
BOIPOCAM JUIsl CAMOCTOSATEIBHOM MOAroToBKH [1, 2, 3, 4].

2. IloarotoBka K yCTHOMY OMPOCY.

3. [loAroToBKa K BBHIMOJIHEHUIO CUTYallHOHHBIX 3aJJaHUH.

4. BpinogHeHUE KOHTPOIBHOU PabOTHI.

19

1. W3yueHue TeOpeTHYECKOrO0 MaTepuaja 0 TeMe:
«YmpaBneHyeckas 3TUKa B chepe cepBucar
[TogpaszymeBaeTcsi paboTa ¢ y4eOHOM JaUTEpaTypol 1O
BOIPOCAM JUIsl CAMOCTOSATEIBHOM oAr0TOBKH [1, 2, 3, 4].

2. IToaroTroBka K yCTHOMY OIPOCY.

3. IloaroToBKa K BHIMIOJHEHUIO CUTYAIlMOHHBIX 3aJaHUN.

4. BeInoJITHEHUE KOHTPOJIBHOM PabOTHI.

6,5

20

1. M3ydeHue TEOpETUUECKOTO Marepuaia Mo Teme: « ITUKET
KaK  PEryJsTop MEKJIMYHOCTHBIX OTHOILIGHUN U
npodeccuoHaIbHOrO  TMOBEIEeHUS pPabOTHUKOB  CepBHUCA.
DOTUKET JAENOBBIX COBEIIAHUM, Mpe3eHTAlUuid W MyOJIUYHBIX
BBICTYTJICHUI»

[Togpa3zymeBaeTcsi paboTa ¢ y4eOHOW JIUTEpaTypor IO
BOIIPOCAM JIJIsl CAMOCTOSITEIIbHOM moaAroToBku [1, 2, 3, 4].

2. [lonroToBKa K yCTHOMY OIIPOCY.

3. [ToaroToBKa K BBHITTOJIHEHUIO CUTYAlIMOHHBIX 3a]JaHUH.

4, BeInoJTHEHUE KOHTPOJIBHOU PabOTHI.

6,5

21

1. M3ydyenue teopeTudeckoro marepuaia mo teme: «IIpaBuna
MOBEJICHUS B OOIIIECTBEHHBIX MECTaX»

[TogpaszymeBaeTcss paboTa ¢ y4eOHOW JHUTEpaTypoll 1O
BOIIPOCAM ISl CAMOCTOSATEIbHOM oaroToBku [1, 2, 3, 4].

2. [ToaroroBKa K yCTHOMY OIIPOCY.

3. IloaroToBKa K BBHIMIOJHEHHUIO CUTYAIIMOHHBIX 3aaHU.

4. BpinmogHEeHUE KOHTPOIBHOM PabOTHI.

6,5

22

1. M3y4yeHue TeopeTnyeckoro Marepuaina no teme: «JleaoBoi
OTUKET © TpOTOKoJd. (OCOOEHHOCTH WX TMPOSIBICHUS B
CEpPBHUCHOM JEATEIBHOCTH. J[€0BbIE BCTPEYN U MEPETOBOPHI
[Togpa3zymeBaeTrcsi pabota ¢ y4yeOHOM JAUTEpaTypoil 1O
BOIPOCaAM JUIsl CAaMOCTOSTEIbHOM MmoAroToBkH [1, 2, 3, 4].

2. [ToaroroBka K yCTHOMY OIIPOCY.

3. [ToaroToBKa K BBHITIOJIHEHUIO CUTYAIIMOHHBIX 3aJJaHUH.

4. BeINoJIHEHUE KOHTPOJIbHOU PaOOTHI.

6,5

Hroro 3a kypc 3 (cemectp 5)

91

Hroro mo mucuuruinge

186

39




5.7 KypcoBbie padoThbl
KypcoBbie paboThl y4eOHBIM IUIAHOM HE IPELYCMOTPEHBI.

6 YueOHO-MeTOAMYeCKOE U HH(POPMAIUOHHOE OOecTiedeHue JUCIUILTUHbI

a) OCHOBHas JIUTEpaTypa:

1 JlaBpunenko, B. H. /le1oBasi 3THKa M ITHKeET : Y4eOHUK U NPAKTHKYM
mas By3oB / B. H. JlaBpunenko, JI. Y. Yepnsimosa, B. B. Kadran ; nox penakmueit
B. H. JlaBpunenko, JI. . YepubimoBoii. — Mocksa : H3znarensctBo  FOpaidr,
2020. — 118 c. — (Beicmiee o6pazoBanue). — ISBN 978-5-534-08210-4. —
[OnextponHblii pecypc]. - Pexum moctyma: https://urait.ru/bcode/451048 (mara
obpamenus: 12.05.2021).

2 Cadponona, JL.LE. Ttuka. Tekctsl nexkuuid. st cTyneHTOB By30B. Pexom.
YMO [Tekct] / JLE. Cadponora, C.4. Ary6osa. - CIIG.: ['amma, 2016. - 64c. - ISBN
978-5-4334-0286-7. KonmnuecTBo 3x3eMILISIpOB 36.

3 CkBopuos, A. A. DTMKa . y4eOHHMK W TPAKTHKYM [Js  BY30B /
A. A. CkBopuoB. — 3-¢ usj., nepepad. u non. — Mocksa : UznarensctBo FOpaiir,
2021. — 321 c. — (Beicmiee o6pazoBanue). — ISBN 978-5-534-09812-9. —
[Onextponnblii pecypc]. - Pexum moctyma: https://urait.ru/bcode/468416 (mara
obpamenus: 12.05.2021).

0) JOTOIHUTENbHAS IUTEpaTypa:

4 Jlesmmna, O.H. IlpodeccnonanbHasi 3TMKA W 3THKET: MeToa. yka3. mo
U3YUYEHUIO Kypca M BBITIOJTHEHUIO KOHTPOJbHOU pabotel. [ns crya. ['d, KO u 30
[Texct] / JleBmmua O.H., cocr. - CII6. : T'VI'A, 2012. — 33 c¢. KomuyectBo
ax3eMIuIsspoB 290.

5 Jlu3aiiH ¥ NMPOU3BOACTBEHHASl ICTETHKA: TPOrpaMMa, IJIaHbl CEMUHAPCKUX
3aHATUN, METOJIMYECKHUE yKa3aHus Mo u3ydeHuto kypca. st crynenroB I'® [Tekct] /
[Tepenenuna E.B., coct. - CI16.: 'YT'A, 2009. — 30 ¢. KoaundecTBo 3x3emiusipor 300.

6 Koponera E.A. CepBucosiorus [Tekct]: Texctbl nekmuii. Yacts 1/ E.A.
Koponesa, B.C. Ilamun. — Cankt-IlerepOypr, 2016. KonuaectBo 3x3emmisipoB 20.

B) TMEPEYCHb PECYpCOB HH(POPMAIMOHHO-TEICKOMMYHUKAIIMOHHON CETH
«HTepueT»:

7 Odunuanbupiii  caiit @PegepaabHOil  CIY:KObI TOCYyIapPCTBEHHOM
CTATHCTHKH - [DIIeKTpOHHBIN pecypc]. - Pexum nocryma: http://www.gks.ru/
cBOOOIHBIN ocTyn (mata oopamenus: 11.05.2021).

8 Oduumanbubiii cait MunucrtepcrBa ¢punancoB P® - [DnexTpoHHBIH
pecypc]. - Pexum pocryma: http://www.minfin.ru/ cBoOomublii moctym (mata
obpamenus: 11.05.2021).

9 Odunuanbuelii caiiT @enepabHON HAJTOTOBOM CIYKOBI - [ DIICKTPOHHBIIHI
pecypc]. - Pexum gocryma: http://www.nalog.ru/ cBoGoanblii gocTtyn (mara
obpamenus: 11.05.2021).
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https://urait.ru/bcode/468416
http://www.gks.ru/
http://www.minfin.ru/
http://www.nalog.ru/

10 Odunuanbubiii caiit PenepajibHOH AHTHUMOHONOJIBHOH CJIYXKOBI -
[DnekTponHbld pecypc]. - Pexum moctyma: http://www.fas.gov.ru/ cBoOoaHbIH
noctyn (mara odpamenus: 11.05.2021).

11 Opuunanbubiii caiit banka Poccun - [DnexkTpoHHbIN pecypc]. - Pexum
nocryma: http://www.cbr.ru/ ceo6oaubiii qoctyn (nata oopamienus: 11.05.2021)

12 OpuuuaabHbIi cailT HH(OPMALHOHHOI 0 areHTCcTBa
«POCOM3HECKOHCAJITHHI» - [DNEKTpoHHBIM pecypc]. - Pexum pocryna:
http://www.rbc.ru/ cBoGoaubIit moctym (nata oopamienus: 11.05.2021).

13 OpunuanbHbIi caiiT :kypHaia «Bonpocsl IKOHOMUKW» - [ DNEKTPOHHBIN
pecypc]. - Pexkum mocryma: http://www.vopreco.ru/ cBoGoaHbIi gocTyn (mara
obpamenus: 11.05.2021).

14  OdunuanbHplii  caiiT  HANMOHAJIBHOIO  HCCJIEI0BATEJIbCKOI0
yHuBepcuTeTa BhIcIIasi mMIKO/a 3KOHOMHUKHM - [DJIEKTPOHHBIN pecypc]. - Pexum
nocryma: http://www.hse.ru/ cBoboaHbIi gocTy (1ata odpamenus: 11.05.2021).

15 Oduumanbubiii  caiT MeKIyHAPOAHOTO BaJIOTHOrO ¢oHAa -
[DnexTponnslii pecype]. - Pexkmm pgocrtyma: http://www.imf.org/external/russian/
cBOOOHBIN nocTym (mata obpamienus: 11.05.2021).

16 Oduumanbubiii caidt BcemupHoro 0anka d¢onga - [DIEKTPOHHBIH
pecypc]. - Pexumm gocryma: http://www.worldbank.org/eca/russian/ cBoOoaHBbI#
noctyn (nara oopamenus: 11.05.2021).

') IporpaMMHOe oOecrieueHre (JTUIEH3UNOHHOE, CBOOOHO pacpOCTpaHsIeMoe),
0a3bl JaHHBIX, THPOPMAITMOHHO-CIIPABOYHBIE U TTOMCKOBBIE CUCTEMBI:

17 bubaunorexka CIIOI'Y T'A - [DnexktpoHHbIl pecypc]. — Pexxum nocryna:
http://www.biblioclub.ru/ ceo6oamsbIit moctyn (naTa oopamienns: 11.05.2021).

18 Oopa3zoBaTtenbnas miaargopma «kOpaiit» [DnexkrpoHHBI pecypc]. —
Pexxum mocryma: https://urait.ru/library/vo / cBoGomnblii goctyn (nata oOparicHHS:
11.05.2021).

19 Poccuiickas HanuoHaJbHasi OuUOAMOTEKA [DIEKTPOHHBIN pecypc]. —
Pexxum goctyma: http://www.nlr.ru / cBoOomnbiii goctyn (mata oOpamieHus:
11.05.2021).

20 DyieKTpOHHO-0UOIMOTeYHas1 cucTeMa «JlaHby [DNeKTpOHHBIN pecypc]. —
Pexxum moctyma:  https://e.lanbook.com/books / cBoGoxmmbIli gocTyn  (nara
obpamenus: 11.05.2021).

7 MartepuajibHO-TeXHUYECKOe o0ecredeHue TUCIUITHHBI

Haumeno | HaumenoBanue | OcHaIIEHHOCTD [TepedyeHb TUIIEH3MOHHOTO
BaHHUE crenraibHbIX cnernuaibHbIX MIPOTPAMMHOTO 00ECIICUCHHUS.
JUCIMILIN | TIOMEIICHUHN U MMOMEIICHUN 1 PexBU3UTHI MOATBEPKAAOIIETO
HBI MIOMEIIECHNUHN IJIsI| TTOMEIICHUN IS JIOKYMEHTa

CaMOCTOSITEILHO| CaMOCTOSITCILHOM
1 paboOThI paboThI
IIpodeccu | Ayn. 319 - | Kommiekr Adobe Acrobat Reader DC
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http://www.fas.gov.ru/
http://www.cbr.ru/
http://www.rbc.ru/
http://www.vopreco.ru/
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http://www.nlr.ru/
https://e.lanbook.com/books

Hanmeno | HaumenoBanue |  OcCHaIEHHOCTH ITepedyeHb TULIEH3UOHHOTO
BaHUE CIIELUATTbHBIX CIIELMATIBHBIX MPOTrPaMMHOTO 00ECTICUCHHS.
JACUUIUIA | TIOMELIEHUUN U IIOMEUICHUM U PexBU3UTHI MOATBEPKAAIOIIETO

HBI MOMEIICHUH JUIsI| TIOMEIICHUN IS JIOKyMEHTa
CaMOCTOATENBHO| CaMOCTOSITEIIbHOM
1 paboThl paboThI
OHaylbHas | ayaMTopus i | yaeOHoi mcbemn | (freeware)
ITHKA, IPOBEACHHUS (30 mecrt) Adobe Flash Player (freeware)
CTaHJAPTH | 3aHATHI Mynsrumenuiineiii | Kaspersky Endpoint Security 10
3arus, JIEKIITMOHHOT'O npoektop Acer (munensus Ne 0AFE-180731-
cepruduKa| TUIA, OkpaH 132011-783-1390)
Ms 1 196210 r. Hoytoyx HP630 K-Lite Mega Codec Pack
ynpasineHu| CaHKT- (freeware)
e [MetepOypr, yi1. Microsoft Office
kadecTBOM | [TunoToB, 1oM [Tpodeccuonanpubiii mtoc 2007
B 38, aut. A (mmuamen3us Ne 43471843 ot 07
CEpPBHUCHOM despansa 2008 rona)
00CITyKHB Mozilla Firefox (MPL/GPL/LGPL)
aHUH Ultra Defrag 7.0.2 (GNU GPL 2)
Unchecky (freeware)
WINnRAR 3.9 (JIuuensust Ha Spb
State University of Civil Aviation)
Windows 7 (munensus Ne
46231032 ot 4 nexadps 2009 rona)
Ayn. 315a - Kommiekt
ayIATOpUA ISl | yaeOHOM Mebenn
IIPOBEICHUS (16 mecT)
3aHSTUN
CEMUHAPCKOTO
TUTIA,
196210 .
Cankr-

[leTepOypr, yi.
[IunoToB, 1om
38, mut. A

AyauTopuu Jisi CAaMOCTOSITEIbHOM pabOThI, XpaHEHHUSI ¥ MPO(UIAKTUIECKOTO
00cITy>kuBaHMs y4eOHOT0 000pyAOBaHUS

Ayn. 322 -
ayIUTOPUS TS
CaMOCTOSTEIbH
o1 paboTHI,
196210 r.
CaHkKT-
[lerepOypr, yiu.

Kommiekr
yaeOHOU MeOen
(21 mecto)
[TpunTep
CanonLBR -1120;
Moy
EcosysM2035dr;

Windows 7 Professional (smutiensus
Ne 46231032 ot 4 nexabps 2009
roja)

MicrosoftOfficeStandart 2007
(mumensust Ne 47653847 ot 9
Hos10ps 2010 roxa)

ABBYY FineReader 10 Corporate
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Hanmeno | HaumenoBanue |  OcCHaIEHHOCTH ITepedyeHb TULIEH3UOHHOTO
BaHUEC CHELMAIbHBIX CHeLMaILHBIX MPOTrPaMMHOTO 00ECTICUCHHS.
JUCUMILIA | IOMCILICHUHN U MMOMECILICHUH U PexBU3UTHI MOATBEPKAAIOIIETO

HBI MOMEIICHUMN AJIs1| TTOMEIICHHUM T JIOKyMEHTa
CaMOCTOSITEIbHO| CaMOCTOSITEIILHOU
1 paboThl paboThI
[Tunoros, nom | Mounutop LG Editional (muuensus Ne AF 10
38, mut. A 23EN43T-B; 3S1V00 102 ot 23 nekabps 2010

CucTteMHBIN 010K
KOMILIEKT Ne 1
RamecStorm.
CucreMHbIN 0JIOK
xomruiekt Corei 7-
800-70

r.)

Kaspersky Anti-Virus Suite gst
WKS u FS (nmumensust Ne
1D0A170720092603110550 ot 20
utonst 2017 ropaa)

8 Obpa3oBaTte/ibHbIe 1 HH(POPMAIMOHHbIE TEXHOJIOTHHU

B mnpouecce
CTaHJapTHU3ALM,

NpernojaBaHus JUCIMUILTAHbI
ceprudukanus u
00CITy’>KMBaHUM» HCHOJB3YIOTCS KJlaccuyeckue ¢GOpMbI U METOJIbI

yIpaBJ€HUE

«[Ipodeccronanbuas dSTHKA,
KauyeCTBOM B CEPBUCHOM
oOy4eHUs:

BXO,IIHOﬁ KOHTPOJIb, JICKOHWHU, IIPAKTUYCCKUC 3aHATHUA, CaMOCTOATCIIbHAA pa60Ta
O6yT{aIOHII/IXC}I n MCTO pa3BHBamm€ﬁCH KOOIICpaluu.

B paMKaXxX U3YUYCHUA OUCHHUINIMHBI ITPCAIIOIaracrCsa UCIOJIb30BaTh CIICAYIOIIUC
O6p&30BaT€JIBHLIG TCXHOJIOTHH.
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BxomHoWi KOHTpONh TpeAHa3HAYEH [JIsS BBISIBICHHWS YPOBHS YCBOCHUS
KOMITETEHIIUHA OOYYArOIIMMCS, HEOOXOAUMBIX TMepe]] H3yYCHHUEM JTUCITUTUIHHEIL.
BxoaHOW KOHTPOJb MPOBOAMTCS MPENOJaBaTeIeM C IENbI0 KOPPEKIMH Ipolecca
YCBOCHHUS OOyYarOIMMUCS TuAakTudeckux eawaui. OH ocymecTBIseTcs B (opme
YCTHOTO ONpOca IO BOIMPOCAM TUCHUILINHBL: «TEXHOJOTHU ACIIOBOTO OOIICHUS,
TICUXOJIOTHs B KOHQuHKTONMOTH Y, «CepBrucosnorus («CepBUCOJIOTHS U OpraHU3aIHS
00CTy)KUBaHHSI»)», «YTIpaBICHUE MPEINPUATHIMUA CEPBUCA HA TPAHCIIOPTEY,
«CepBHUCHas ACATSIBHOCTH HA TPAHCIIOPTEY.

TpaguimoHHass JEKIHUS COCTaBISIET OCHOBY TEOPETHYECKOTO OOYYCHHS B
pamMKax JIUCHUIUIMHBL JIeKIus Kak oOpa3oBaTeiibHAs TEXHOJOTHUS IPEICTABIISCT
co00i yCTHOE, CHCTEMaTHUYECKH IIOCIIeIOBATEIbHOE H3JIOKEHUE TIpernoiaBaTeieM
y4eOHOTrO MaTepuajla W aKTyalbHBIX HAyYHBIX 3HAHUH C ICJIBI0 OpPTaHW3allud
IeJICHANIPABICHHOW MMO3HABATEIFHON JIEATEIHHOCTH O0YYaIOUTUMHUCS IO OBJIAJICHUIO
3HAHHMSIMHU, YMCHUSIMU ¥ HaBBIKAMH YMTACMOW AUCIUIUIMHEI. JICKIIUs peHa3HaYeHa
JUISL PACKPBITHS COCTOSIHHSI M TICPCIICKTHB Pa3BUTHS TPOHEeCCHOHATBHO-3THUSCKUX
3HAHMH B COBPEMCHHBIX YCJIOBHSX. B JIeKIIMM JenmaeTcs akIEHT Ha pean3aldio
TJIABHBIX WJCH W HaIlpaBiICHUH B WM3YyYCHHWHM JWCIMIUIMHBI, JAcTCS yCTaHOBKA Ha
MOCTICIYIONIYI0 CAMOCTOSITENIbHYIO paboTy. Ha nekiuu KOHIEHTPUPYEeTCs] BHUMAHUE
oOyJarommxcs Ha HawOoJIiee CIIOKHBIX M Y3JIOBBIX BOMPOCAX, CTUMYJIUPYETCS HX
aKTHBHAs TIO3HaBaTelIbHAs JAeATeNbHOCTh. Ilo mucnmmimbae «IIpodeccnoHaibHas
9THKA, CTaHAApTU3aIMs, cepTU(UKanus U yNpaBlIeHHE KadueCTBOM B CEPBUCHOM
0OCITy>KUBaHUM» IUJIAHUPYETCA TMpPOBeJeHWE HH(POPMAIMOHHBIX JIEKIUN, KOTOpPbIE
HAIpaBJICHbl HAa CHCTEMAaTHU3MPOBAHHOE H3JI0’)KEHHE HAKOIUICHHBIX M aKTyaJIbHBIX
HAYYHBIX 3HAHUM B MPEIMETHOMN 001aCTH TUCIUILTAHBI.

Benymum MeTo1oM B JIEKIIMU BBICTYIAET YCTHOE M3JI0XKEHUE MPEIoiaBaTesieM
y4eOHOro Marepuaia, KOTOpOe COYeTaeTcsl ¢ MCIoJib3oBaHHeM cpenbl PowerPoint,
Word, Excel ¢ 1enpo pacmmpeHus 00pa3oBaTeabHOr0 HH(OOPMAIMOHHOTO ITOJIA,
MOBBIIICHUST CKOPOCTH 00pabOTKU | TIepeauyu nHpopMaIum, ooecreueHus y1o00cTBa
npeoOpa3oBaHuss M CTPYKTypUpOoBaHUs HHOpMammu sl TpaHchopMamuu ee B
3HaHHUE.

[IpakTuueckue 3aHATUS TIO AWCIHUIUIMHE MPOBOJISTCS B COOTBETCTBHUHU C
y4e0HO-TEeMAaTHYEeCKIUM IUIAHOM TI0 OTAeNIbHBIM TpymnmaMm. llenp mpakTuyeckux
3aHIATHH — 3aKPENUTh TEOPETUYECKHE 3HAHUA, IMOJTYYCHHBIE OOYYaIOIMMMHCS Ha
JEKIUAX U B pe3yjbTaTe CaMOCTOSATEIHLHOTO M3YYEHHUSI COOTBETCTBYIONIMX PA3JIEoB
PEKOMEHyeMOW JIUTepaTyphl, a TakKe NPUOOPECTH HaudaJbHBIE NPAKTUICCKUE
HaBbIku nucnuriiuHbl «lIpodeccrnonanbhas 3TUKa, CTaHAAPTU3ANMS, CEPTHPUKAIIHS
U yIpaBieHHE KAa4eCTBOM B CEPBHUCHOM OOCITyXKWBaHWW». [IpakTuueckue 3aHITHS
MpeIHa3HA4YCHBl A OoJjiee TIyOOKOTO OCBOCHHUS W aHalM3a TEM, W3y4aeMbIX B
pamMKax TaHHOW JUCITUTUINHBIL.

[IpakTuueckne 3aHSATHS — O3TO METOJ PENPOAYKTUBHOTO OOy4YeHHUS,
00eCIeunBaOMUA CBSI3b TEOPUU M TPAKTUKH, COJCUCTBYIOIMIUNA BHIPAOOTKE ¥
oOydJarommxcss yMEHUW U HaBBIKOB MPUMEHEHHMsI 3HAHUM, TTOJTYYCHHBIX HA JICKITUU U B
X0JZIe caMOCTOATeNbHON paboThl. [IpakThuecknme 3aHATHUS Kak oOpazoBaTelbHas
TEXHOJIOTHS TIOMOTAIOT O0yYalIUMCSI CHCTEMAaTU3UPOBATh, 3aKPEIUTh U YIIIYOUTh
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3HaHUSI TEOPETHUECKOro Xapakrepa. Ha mpakTHdecKuxX 3aHSITHSX MO JAUCHUILIIMHE

«IIpodeccuonanbHasl 3THKA, CTaHAApPTU3aLUsA, CEepTUPUKALMSI U  YIOPABICHHE
KaueCTBOM B CEPBHCHOM OOCIYXMBaHMM» OOydyarolmuecs o0y4yaroTcs yMEHHSIM U
HaBbIKaM, HEOOXOUMBIM JJIsl OPTaHU3AIMU STUYECKOTO B3aUMOJICUCTBUS, 3aKPETLISs
MOJIYYEHHbIE B XOJI€ JIEKIHUNA U CaMOCTOSITENbHON paOoThl 3HaHus. Ha mpakTruueckux
3aHATUSAX B KaUECTBE MHTEPAKTUBHBIX 00Pa30BATEIIbHBIX TEXHOJIOTUN MPUMEHSETCS:
METO]1 pa3BUBAIOILEHCA KOOIIEpaIUU.

B nponecce nmpoBeneHusi MPaKTUYECKUX 3aHATUA OPraHU3YIOTCS MyOJIMYHbBIC
BBICTYIJICHUSI O0Y4aIOIIUXCS Mepe]] ayIUTOPUEH, CHOCOOCTBYIOIINE PA3BUTHIO Y HUX
YMEHHUS COIMOCTaBJISITh JAHHBIE Pa3HBIX HCTOYHUKOB M 0000IIaTh WX, yMEHUs
CBS3BIBATH TEOPETUYECKHE MOJIOKeHUs nucuuiuuel «lIpodeccruonanphas 3THKA,
CTaHAapTu3alMs, cepTudUKalus W YNpaBJIE€HUE KayeCTBOM B  CEPBUCHOM
00CITy’)KMUBaHHM» C KOHKPETHBIMU CHUTyallusMH. TakuM 00pa3oM, NpaKTUUYECKUE
3asaTHss o aucuumuinHe  «lIpodeccuonanvHas  3THKA,  cTaHAApTU3AIUA,
cepTuuKanys U yIpaBIeHHE Ka4eCTBOM B CEPBUCHOM OOCIYKMBAaHUW» SIBISIIOTCS
COCTaBIIIOIIMMHM  TPAKTHYECKOW  MOATOTOBKM  OOywaromuxcs, TaKk  Kak
IpeayCMAaTPUBAIOT MX Y4YacTHE€ B BBINOJHEHUM OT/ACIBHBIX JJIEMEHTOB paboT,
CBS3aHHBIX C Oyaymied mpodeccruoHanbHOM AesTeNbHOCThI0. PaccmaTpuBaembie B
paMKax MPaKTUYECKOTO 3aHSTHUs 3aJaHusl, CUTyalluy, IPUMEPbI U TPOOJIEMBbl UMEIOT
npodeccuOHaIbHYI0 HAMPaBIECHHOCTh W COJEP)KAT 3JIEMEHTHI, HEOOXOIUMBIEC IS
(dbopMuUpoBaHUS KOMIIETEHIIMM B paMKax MOJTOTOBKHM OakajaBpa MO HalpaBICHUIO
«CepBuc». I'maBHBIM  colepKaHUEM  IPAKTUYECKOTO  3aHATHUA  SIBIISIETCS
UHANBUAYaTbHAs MPAKTUUECKast padoTa KaxI0ro 00y4yaroerocs.

UteHue NeKUuii U MPOBENCHUE NPAKTHUUECKUX 3aHATHUN TaKKe MPENIojaract
NpUMEHEHHE UHTEPAKTUBHBIX (GOpM 0OydeHHs (MHTEPAKTUBHBIX JIEKIINH, TPYIIOBBIX
TUCKYCCUHM, aHAIM3a CUTyallud U UMHUTAMOHHBIX MOJEJEH U Jp., B TOM YHUCIIE C
Y4E€TOM  PEruoHaJbHBIX  OCOOEHHOCTEW  MPO(ECCHOHANBHON  NEATETHbHOCTH
BBITYCKHUKOB M TIOTpEOHOCTEH paboTojareneil) s pa3BUTHSA Yy OOYYarOIIHUXCS
HABBIKOB KOMAaHJTHOW PabOThI, MEKIIMYHOCTHON KOMMYHHUKAIIMH, IPUHATHS PEIICHUN
U JIUIEPCKUX KauyeCTB.

Takum o6pa3zom, mpakTuyeckue 3ausaTus no aucuuminne «IIpodeccrnonanphas
ATUKA, CTaHAApPTU3alMs, CepTUUKAIMS W YIPABICHHE KAadeCTBOM B CEPBUCHOM
OOCITY)KWBaHUM»  SBISIIOTCS  COCTABJISIONIMMU  TMPAKTHYECKOW  MOATOTOBKHU
oOydJarommxcs, Tak Kak MPeayCMaTPUBAIOT UX YYaCTHE B BBITIOJHEHUM OTACIBHBIX
AJIIEMEHTOB paboT, CBSI3aHHBIX ¢ OyayIIel MpodecCHOHaTBHOM AESITEIbHOCTHIO.

B kauecTBe »35ieMEHTa NPaKTHUUYECKOW MOATOTOBKM B paMKaxX IUCIUIUIUH
«IIpodeccronanbHasl dTHKA, CTaHIAPTH3AIUSA, CEepTUDUKAIUS U  YIPABJICHHE
KaueCTBOM B CEPBUCHOM OOCITY’KUBAaHHM» HCIOJb3YEeTCS HA MPAKTUUYECKUX 3aHATUIX
METOJ] pa3BUBAIOLIEHCS KOOIEpalnK, KOTOPBIM 3aKIII0YaeTCsl B MOCTAHOBKE IEpe.l
OOyYarOIMMUCS CHUTYAITMOHHOTO 3a/JaHusl, JUISI PEIICHUs KOTOPOTO TpedyeTcs ero
o0BbeIMHEHUE C paclpeiesieHHeM BHYTPEHHUX pOJIed B rpymme. OTO MO3BOJSET
oOyyaroiieMycsi BbICIYIIMBATh U MPUHUMATh BO BHUMAHHUE B3TJISJIbI APYTUX JIIOMCH,
JUCKYTUPOBATh B M 3AIlIMILNATH CBOIO TOUKY 3pPEHHUS, CIPABISATHCS C pazHOOOpazuem
MHEHHH, COTpYJIHUYaTh U paboTaTh B KOMaHJE, OpaTh Ha ceOsl OTBETCTBEHHOCTb,

45



y4aCTBOBATh B COBMECTHOM IPUHSITUU PELICHUS.

CamocrosiTenbHass pabora o00yyaroluXcsl SBISIETCS COCTABHOM  YacThIO
yueOHOM paboThl. CamocTrosiTenbHas paboTa oOydaromerocss peaiu3yercs B
CUCTEMATH3alluM, I[JIAHUPOBAHUM, KOHTPOJIE U PEryJIUpOBaHUU €ro y4yeOHO-
npodeCCUOHANLHON  JEATEeNIbHOCTH, a TakkKe B aKTUBU3AIMU COOCTBEHHBIX
MMO3HABATEIbHO-MBICIIUTEIPHBIX JACHCTBUM 0€3 HEeMOCPEJCTBEHHOW TOMOIIM U
PYKOBOJICTBA CO CTOPOHBI mpenoaasarens. Ee OCHOBHOW LEIbIO  SBIAETCS
dbopMupoBaHUE HaBBIKA CAMOCTOATEIBHOTO MTPUOOPETEHUS 3HAHUH 110 HEKOTOPHIM HE
0Cc000 CJIOKHBIM BOMPOCAaM TEOPETUUYECKOTO Kypca, 3aKpeIUIeHWe U YIriIyOJieHHe
MOJIYYEHHBIX ~ 3HAaHWM,  caMocTosiTedbHas  paboTra  cO  CIpPaBOYHUKAMH,
NEPUOJUYECKMMHU W3JAHUSIMA M HAYYHO-NOMYJISPHOW JUTEpaTypod, B TOM YHCIIE
HaXOJAIIUMUCS B TJIOOATBHBIX KOMIBIOTEpHBIX ceTsax. CamocrtostenbHas pabora
Mo/ipa3yMeBaeT BBINOJHEHUE Y4YEOHBIX 3aJlaHHil, B TOM YHUCJI€ U UHJIUBUAYaJbHBIX,
MOJIy4aeMbIX O0YYaroIUMCs TIOCJI€ KaXa0ro 3aHsaTus. Bce 3amanusi, BBIHOCUMBIE HA
CaMOCTOSITEJIbHYIO PabOTYy, BBITIOJHAIOTCS OOydYaroImuMcest JM00 B KOHCIEKTE, JIH0O
Ha OTHENbHBIX JucTtax (opmata A4 (mo ykazaHuio mnpenogaBatens). KoHTpoib
BBITIOJIHCHUST 3aJ]aHW, BBIHOCHMBIX Ha CaMOCTOSITEIbHYIO PabOTy, OCYIIECTBIISIET
IPENOIaBaTENb.

O®oHa  OLEHOYHBIX CPEACTB /JIf TNPOBEAEHHS] TEKYUIEro KOHTPOJIS
yCIeBaeMOCTH, MPOMEKYTOYHOM ATTECTANMH 10 HTOraM OCBOCHUSI TUCUMILTHHBI
@oHJ OlEHOYHBIX cpeacTB o aucuumuinHe «lIpodeccrmonanvhas 53THKA,
CTaHAapTu3anusi, cepTUdUKaMs W  yIOpaBiIeHHE KadyeCTBOM B  CEPBHUCHOM
o0CTy>KUBaHUM TPEHA3HAYEH [IJIS1 BBIABJICHHS U OLEHKH YPOBHS M KauecTBa
3HaHUM 00YyYaroNIuXcs MO pe3yabTaTaM TEKYIIEeTr0 KOHTPOJIA U MPOMEXYTOUHON
aTTeCTAIMH 110 UTOTaM OCBOEHUS JTUCIUIUTMHBI B BUJI€ dK3aMeHa Ha 2 Kypce (B
4eTBEPTOM cemecTpe) U Ha 3 Kypce ( B MSATOM CeMeCTpe), BHIMOJHECHHE KOHTPOJIbHON
paboTHL..

@oH/ OLICHOYHBIX CPEACTB JJIsl TEKYLIEr0 KOHTPOJISI BKIIFOYAET: BOIPOCHI IJIA
YCTHBIX OMTPOCOB, CUTYAI[MOHHBIC 3aIaHUSI M TEMbI KOHTPOJIBHBIX PaboT.

Texyuuii KOHTPOJIb YCIIEBAEMOCTH U MPOMEXKYTOUHASI aTTECTALUS IPOBOJSATCA
B coorBeTcTBUM ¢ «llonokeHMeM O TeKylleM KOHTpPOJE€ YCIEBaeMOCTH H
MPOMEKYTOUHOM aTTecTanuu oOydaromuxcs ¢eaepasTbHOTO TOCYJapCTBEHHOTO
OIO/HKETHOTO 00pa30BaTEBHOTO YUPEKIACHUS BbICHIETO oOpa3oBaHus «CaHKT-
[leTepOyprckuii  TOCymapCTBEHHBI  YHMBEPCUTET  TPaKJAHCKOW  aBUALIANY,
0Oy4JarommXcs 1Mo MporpaMMaM BBICIIETO 00pa30BaHMs — MporpaMmam OakagaBpuaTa
W TporpaMMmam crenuanuteTa (HOopMbl, TEPUOAMYHOCTH M TOPSIOK)». TeKyrui
KOHTPOJIb YCIIEBAEMOCTH OOYYaIOMIMXCSl BKIIOUYAET YCTHBIE OMPOCHI, CUTYallMOHHBIE
3a/laHns, a TaKKe 3aJaHMs, BbIABA€MbIe HAa CaMOCTOSITENIBHYIO pabOTy MO TeMam
JVCUUTLUIHBI.

YCTHBIM OMPOC MO BONPOCAM  BXOJHOTO KOHTPOJS, KOTOPBIM SIBISETCS
AJIEMEHTOM TEKYIIEro KOHTPOJI YCIEBA€MOCTH, MpEAHA3HAUYEeH Ji1 BBISIBICHUS
YPOBHSI YCBOCHHUSI KOMIIETCHI[MH OOyYarolMMCs, HEOOXOAUMBIX TEpes U3yYeHUEM
JUCUUIUIAHBI. Y CTHBINA OMPOC MO BOIIPOCAM BXOJHOI'O KOHTPOJISL OCYIIECTBIISETCS 0
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BOIIPOCaM, Ha KOTOpbIX Oasupyercs yutaeMas aucuuiuinHa (m. 9.4). YcrHelid onpoc
MIPOBOJUTCS Ha KaXXJIOM MPAKTUYECKOM 3aHATUM B TeueHue He Oosee 10 MHHYT C
LEIbI0 KOHTPOJISI YCBOCHHSI TEOPETUYECKOTO MaTepuaia, U3jJaraeMoro Ha JEeKUUU U
npeanojaraer  OTBET  oOyyarmuxcs. Bkiodaer nepedeHb  BOINPOCOB U
MoieNIupoBaHue cuTyauuil. [lepedeHs BONpocoB onpeenseTcs YpOBHEM MOATOTOBKU
y4eOHOM TpyIIbl, a TaKKe WHIUBUIYAIbHBIMU OCOOEHHOCTSAMH OO0YyUYarOIIUXCA.
MopenupoBaHue CUTyalMil IpecTaBiseT co00il MPOEKTUPOBAHUE MPENoAaBaTeIeM
TUIOTETUYECKUX CUTyalluid, B KOTOPBIX MOXET OKa3aTbCs OOydYarouiuics mnpu
CONPUKOCHOBEHUHU C pealbHOCThIO. Peakius o0yyaromerocsi Ha CMOJIEIUPOBAHHYIO
CUTYallHIo OyJEeT MoKa3aTeJIeM TOro YCBOMI OH Y4eOHbIN MaTepual UM HET.

CuryanmoHHble 3aJaHUSl HOCSAT MPAKTUKO-OPMEHTUPOBAHHBIM  XapakTep,
UCIIOJIB3YIOTCSI B paMKaxX TMPAaKTHYECKOM TOJATOTOBKM C  ULEJIbI0  OLEHKH
(dopMUpOBaHUs, 3aKPEIUICHUS], PA3BUTHS TPAKTUYECKUX HABBIKOB M KOMIIETEHILIUN 1O
npodusito  00pa3oBaTeNbHONW MporpaMMbl. BbINOMHEHHWE KOMILIEKCa YYEOHBIX U
UCCIIeIOBATEIbCKUX 3a/JaHui, B (opmaTe CHUTYalMOHHBIX 3aJaHHM, MO3BOJISIOT
OLICHUTh YMEHHMsSI U HaBBIKM OOYYaIOIIErocsi CaMOCTOSITEIbHO KOHCTPYUPOBATH CBOU
3HaHMSI B TIPOIlECCe pEIICHHUS NPAKTHUECKUX 3a7ad, OpPUEHTHPOBATHCA B
UHPOPMAIIMOHHOM  TIPOCTPAHCTBE, a Takke YpPOBEHb C(HOPMUPOBAHHOCTH
AHAIMTUYECKUX, UCCJIEIOBATEIbCKUX HABBIKOB, HABBIKOB MPAKTUYECKOTO U
TBOPUYECKOT'O MBIIIUICHHUS.

KoHTponb BbINOTHEHUS 3a/1aHMs], BBIJABAEMOI'0 HAa CaMOCTOSATEIbHYIO padoTy,
npeciieyeT co0oil 1eab CBOEBPEMEHHOTO BBISIBIICHUS TUIOXO YCBOCHHOT'O MaTepHalia
TUCIUIUIMHBL ISl TIOCJIEYIONIe KOPPEKTUPOBKH WJIM OpPraHHU3alluu 00s513aTeIbHOM
KOHCynbTaluu. [IpoMexyTouHasi arrecTainusi MO WTOraM OCBOEHUS JIUCLUILIMHBI
IIPOBOJIUTCS B BHUJE 2K3amMeHa Ha 2 kypce (B 4 cemectpe) m Ha 3 kypce (B 5
ceMecTpe). JK3aMEH I03BOJISIET OLEHUTh YPOBEHb OCBOCHHSI KOMIIETEHIIMI 32 BECh
NepUOJ M3YYECHUS IUCLUUILUIMHBL. DK3aMEH MPENINOojaraéT OTBET Ha BOIPOCH M3
NepevHsl BOIIPOCOB, BEIHECEHHBIX Ha 3K3aMeH. K MOMEHTY caauu 3K3amMeHa JTOJKHbI
OBITH OJIATOMOYYHO MPOHACHBI MPEABIYIIHE (POPMBI KOHTPOJIS.

KonTtponbhas pabota mpoBOAMTCS MO TEMaM C HMCIOJIb30BAHHEM THUIIOBBIX
CUTYAI[MOHHBIX 3aJaHui, cHOpMYIHPOBAHHBIX MpENoJaBaTesieM, B COOTBETCTBUU C
JaHHOM MpOrpaMMoOi M MpegHa3HauYeHa JUIs OLEHKU YpPOBHS C(HOPMHUPOBAHHOCTH
KOMIIETEHIINH, OCBAMBAEMBIX B XOJI€ CAMOCTOATEIbHONU PabOThI CTYICHTOB.

Metonuka QopMHpoOBaHHUS pPE3YAbTUPYIOLIEH OIEHKHM B  00s3aTENIbHOM
MOPSAJKE YYMUTHIBAET AKTUBHOCTh OOYYAIOUIMXCA Ha JIEKUHUAX U MPAKTHUYECKUX
3aHATUAX, ydacThe 00y4aromuxcsl B KOH(QEPEHIUIX U MOATOTOBKY UMU MyOJIHKAIUH,
YTO OTPaKEHO B OAJIBHO-PEUTHHIOBOM OLIEHKE TEKYILEr0 KOHTPOJISI YCIIEBAEMOCTH U
3HaHUM oOyuaromuxcs B 1. 9.1. Onucanue mKaabl OIEHUBAHUS, UCIIOIb3YEMOM JIJIs
MPOBEACHHSI MPOMEKYTOUHBIX aTTECTAIMM, MPUBEACHO B 1. 9.5.
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9.1 banJibHO — peHTHHI0Basl OLIEHKA TeKYyLIero KOHTPOJIsl yCIIeBAeMOCTH M

3HAHMH 00yYAIOILMXCSH

OO6mass TpyJI0EMKOCTh JTUCHMIUIMHBI COCTaBIsAE€T 6 3adeTHbIX eauHuil, 216
aKaJeMHUYECKUX 4acoB. Bua mpoMexyTouyHOro KOHTpos — sk3ameH 2 u 3 kypc (4 u 5

ceMecTp).

Tema/Buj yueOHBIX 3aHATUN
(OLIEHOYHBIX 3aJJaHUI ), TO3BOJISIFOIITUX
oOyyJaroremycst
NPOJIEMOHCTPUPOBATH TOCTUTHYTHIH
ypOBEHb C(hOPMUPOBAHHOCTH
KOMIIETEHIIUIA

KonnuecTBo 6amtos

Muuu-
MaJIbHOE
3HAYEHUE

Makcu-
MaJIbHOE
3HAYEHUE

Cpoxk
KOHTPOJIS
(TOpsIIKOBBI
1 HOMEp
HEJIeTU C
Hayasia
ceMecTpa)

ITpumeua
HHUE

2 xypc (cemectp 4)

Tema 1. Ilpeomem u npodremamura ImuKku 6 cghepe cepeucHozo 00CAYHCUBAHUA
Ha mpancnopme

Jlexnms 1 1 1,5 —
[TpakTrueckoe 3anstue 1 4.6 7 VO, C3
Hmozo no meme 1 5,6 8,5
Tema 2. dmuueckue yuenusn /[pesnezo Bocmoka
Jlexmus 2 1 1,5 —
[IpakTrueckoe 3aHaTue 2 4.6 7 VO, C3
Hmozo no meme 2 5,6 8,5
Tema 3. Anmuunas ImuKka KaK yueHue o 000pooemensnx
Jlexmus 3 1 1,5 —
[IpakTrueckoe 3ansaTue 3 4,6 7 VO, C3
Hmozo no meme 3 5,6 8,5
Tema 4. Imuka Cpeonux eexoe u Bozposcoenusn
Jlekug 4 1 15 —
[IpakTuueckoe 3ausartue 4 4,6 7 YO, C3
Hmozo no meme 4 5,6 8,5
Tema 5. Imuxa Hoeozo epemenu
Jlexmus 5 1 15 —
[IpakTuueckoe 3aHatue 5 4,6 7 YO, C3
Hmozo no meme 5 5,6 8,5
Tema 6. AkmyanvbHble nPOOIEMBL COBPEMEHHOU IMUKU

Jlexuns 6 1 1,5 —
[TpakTrueckoe 3ansarue 6 4,6 7 YO, C3
Hmozo no meme 6 5,6 8,5

Tema 7. Ilpogpeccuonanvnas ymuxa u ee 63auMocesn3b ¢ 00uiell meopueil Mopaiu

Jlekmg 7 1 15 —
[TpakTrueckoe 3ansatue 7 4,6 7 YO, C3
Hmozo no meme 7 5,6 8,5
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. KonunuectBo 6amioB Cpok
Tema/Buj yueOHBIX 3aHATHI
o KOHTPOJIS
(OLICHOYHBIX 3a/IaHUI ), TTO3BOJISIOITHX
(OPSIKOBBI
oOyyaroiemycst Munu- Makcu-  HoOMo [Tpumeua
POJAEMOHCTPUPOBATH TIOCTUTHYTHIA | MajJbHOEC | MaJIbHOE e eJmI:: HHE
ypOBEHBb C(HOPMUPOBAHHOCTHU 3HAYEHHUE | 3HAUCHUE a
: Hayvalia
KOMIIETEHIIUI
ceMecTpa)

Tema 8. Ilpogpeccusa u nuunocmev. Hpaecmeennaa Kynomypa npogpeccuonana
Jlexmus 8 1 1,5 —
[TpakTrueckoe 3anstue 8 4.6 7 VO, C3
Hmozo no meme 8 5,6 8,5
CPC 0,2 2 Kp
HUToro mo o0s3aTeJILHBIM BHAAM 45 70 . .
3aHATUU
JK3aMeH 15 30 — —
HToro mo pucuuminnge 60 100 — —
IIpemuasgbHbIC BUABI
IeATeJILHOCTH . . . .
(111 ydeTa npu onpeaeieHuU
peuTHHIA)

VYyacTtue B KOHPEPEHIUHU 110 TeMaM . 10 . .
TUCIUATLIINHBI

Hayunas nmyOnukanus mo reMam . 10 . .
MUCIUATLIINHBI

HTOro 1onoJHUTEIHLHO 20

NpeMHUAJBLHBIX 02J1J10B

Bcero mno aucuMmiIMHe IS 120

pedTHHIra

IlepeBoa 6a,1710B 0A/UILHO-PETUHIOBOI CHCTEMbI B OLIEHKY JIJIfl IK3aMeHAa 110
«aKaJeMHYecKOo» mKaJje

KoauuyectBo 6ami0B no bPC OueHka (M0 «aKkageMU4eCKoi» IIKaJjie)
90 u 6onee 5 — «oTIUIHOY
75+89 4 — «XOpOIIO»
60+74 3 — «yIOBIETBOPUTEIHHO
menee 60 2 — «HE yJIOBJIETBOPUTEIHLHOY

3 kypc (cemectp 5)

Tema 9. OcnogHble ypoeHu 6udeHUs OU3HECA U COOMBEMCMEYIOU{UE HOPMDbL 8

cihepe ycayz
Jlexmsa 9 1 1,5 —
[TpakTrueckoe 3ansatue 9 2,2 3 YO, C3
Hmozo no meme 9 3,2 4,5

Tema 10. IIpunyunovt KopnopamueHoii omeemcmeeHHOCHU 8 chepe yciyz

Jlexumsa 10 | 1 ‘ 1,5
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. KonunuectBo 6amioB Cpok
Tema/Buj yueOHBIX 3aHATHI
. KOHTPOJIS
(OIIEHOYHBIX 3aJJaHUH ), TO3BOJISIFOIITIX
(OPSIKOBBI
oOyyaroiemycst Munu- Makcu-  HoOMo [Tpumeua
IPOJIEMOHCTPHUPOBATH JOCTUTHYTHIN | MajabHOE | MallbHOE e eJmI:: HUE
ypOBeHb C(hOPMUPOBAHHOCTH 3HAYeHWE | 3HAYCHUC A
- Hayvasa
KOMIICTEHITUN
ceMecTpa)
[IpakTuueckoe 3anstue 10 2,2 3 VO, C3
Hmozo no meme 10 3,2 4,5

Tema 11. Imuueckue ocnosvt npogheccuonanbholl desasmenbHocmu 6 cghepe yciye

Jlexmus 11 1 1,5 —
[TpakTuueckoe 3anstue 11 2,2 3 VO, C3
Hmozo no meme 11 3,2 4,5

Tema 12. Icmemuxka oocnyrncusanus
Jexunms 12 1 1,5 —
[TpakTuueckoe 3anstue 12 2,2 3 VO, C3
Hmozo no meme 12 3,2 4,5

Tema 13. IIpogpeccuonanvrnoe nosedenue pabomHuuKa cepeuca Ha pa3iudHvlx
Imanax oOCayHCUBaAHU HA MPancnopme

Jlexmus 13 1 1,5 —
[TpakTrueckoe 3anstue 13 2,2 3 VO, C3
Hmozo no meme 13 3,2 45

Tema 14. Ocobennocmu 0enoeozo odouwenusn 6 cghepe yciayz
Jlexkmng 14 1 15 —
[TpakTryeckoe 3ansatue 14 2,2 3 VO, C3
Hmozo no meme 14 3,2 45

Tema 15. Ynpaenenue konghaukmamu 6 00Caysyncueanuu Ha mpancnopme

Jleknusa 15 1 15 —
[TpakTrdeckoe 3ansatue 15 2,2 3 YO, C3
Hmozo no meme 15 3,2 4,5

Tema 16. Kopnopamuenasa smuka 6 cghepe yciyz Ha mpancnopme
Jlexusg 16 1 1,5 —
[Ipaktuueckoe 3ansatue 16 2,2 3 YO, C3
Hmozo no meme 16 3,2 4,5

Tema 17. Kopnopamuenasa Kyniomypa 6 00Cay»cueaHuu Ha mpancnopme

Jlexmus 17 1 15 —
[Tpaktuueckoe 3ansarue 17 2,2 3 YO, C3
Hmozo no meme 17 3,2 4,5

Tema 18. Opzanuzayuonnas Kyibmypa Kaxk paxmop noevluieHus

Ippexmuenocmu 6 cghepe cepsuca

Jlekmus 18 1 1,5 —
[TpakTuueckoe 3ausaTue 18 2,2 3 YO, C3
Hmozo no meme 18 3,2 4,5
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. KonunuectBo 6amioB Cpok
Tema/Buj yueOHBIX 3aHATHI
. KOHTPOJIS
(OLIEHOYHBIX 3aJITaHUI ), TTO3BOJISIOIIUX
(OPSIKOBBI
oOyyaroiemycst Munu- Makcu-  HoOMo [Tpumeua
IPOJIEMOHCTPHUPOBATH JOCTUTHYTHIN | MajabHOE | MallbHOE e CJH/II:: HUE
ypOBEHBb C(HOPMUPOBAHHOCTHU 3HAYeHWE | 3HAYCHUC a
- Hayasia
KOMIICTEHITUN
ceMecTpa)
Tema 19. Ynpasnenueckasn smuka 6 cgpepe cepsuca
Jlexmus 19 1 1,5 —
[TpakTuueckoe 3anstue 19 2,2 3 VO, C3
Hmozo no meme 19 3,2 45

Tema 20. Imukem Kax pezynamop MedCciudHOCMHbIX OMHOUWIEHUTL U
npogheccuonanbHo2o nogedenus padomHuKos cepeuca. Imuxem 0e108blx
cosewianuil, npe3eHmayuil u nyOJIUUHBIX 8bICIMYNIEHUT

Jlexus 20 1 1,5 —
[TpakTuueckoe 3anstue 20 2,2 3 VO, C3
Hmozo no meme 20 3,2 45

Tema 21. Ilpaeuna nosedenus ¢ 00uLeCmeeHHbIX MeCmax
Jlexus 21 1 1,5 —
[TpakTrueckoe 3ansatue 21 2,2 3 VO, C3
Hmozo no meme 21 3,2 45

Tema 22. /lenoeon smukem u npomokon. OcodenHnocmu ux nposaei1eHus 6
cepeucHoil oeamenvnocmu. /leosvie 6cmpeuu u nepezoeopul

Jlekuus 22 1 1,5 —
[IpakTrueckoe 3ansaTHE 22 2,2 3 VO, C3
Hmozo no meme 22 3,2 45

CPC 0,2 7 Kp
Hroro o 00s13aTeJILHBIM BHJIaM 45 70 . .
3aHATHI

IK3aMeH 15 30 — —
HToro mo pucuunjinHe 60 100 — —
IIpemuasbHbBIE BUABI

AesiTeJIbHOCTH . . . .
(111 yyeTa npu onpeaeeHun

peiTHHIA)

VYyacTue B KOHQEPEHIIUN 110 TEMaM . 10 . .
JTACHUIIAHBI

Hayunas myOnukanms mo reMam . 10 . .
JTACHUILIAHBI

HToro 1omoTHUTEILHO . 20 . .
NnpeMuajJbHbIX 02J/J10B

Bcero mo aucHMILIMHE — JIA . 120 . .
peiiTuHra

o1




. KonunuectBo 6amioB Cpok
Tema/Buj yueOHBIX 3aHATHI
. KOHTPOJIS
(OILIEHOYHBIX 3aJJaHMI ), TTO3BOJISTIOIINX
(MOPSAKOBBI
oOyyaroiemycst Munu- Makcu-  HoOMo [Tpumeua
[POJEMOHCTPHPOBATh NOCTUTHYTEIH | MalbHOE | MalbHOE | ennlz HUE
YPOBEHBb CPOPMHUPOBAHHOCTH 3HAYCHHE | 3HAYCHHE A
- Hayvasa
KOMIIETeHIIUN
ceMecTpa)

IIepeBoa 6a,1710B 0A/UILHO-PEITUHIOBOI CHCTEMbI B OLIEHKY JIJIfl IK3AMEHA 110
«aKaJeMHUYeCcKo» 1IKaJje

KouanuectBo 0a10B o bPC Ouenka (1Mo «aKkageMUu4ecKoi» mKaJe)
90 u Gosee 5 — «OTIUYHOY
75+89 4 — «XOpOoIIO»
60+74 3 — «YJOBJIETBOPUTEIHHO
Menee 60 2 — «HE YJOBJIECTBOPUTEILHO

9.2 Meroauyeckne PpeKOMEHJAAIMM 1O TPOBeAEHUI0 MNPOUEAYPHI
OlleHMBAHUA 3HAHWH, YMEHHII W HABBIKOB W (WJIH) ONBITA [1eSITeJHLHOCTH,
XapaKTepU3YIOUIUX 3TANbI (POPMUPOBAHUA KOMIIETECHIUNA

[Tocemienre JIEKIIMOHHOTO 3aHATHS OOydYalolmMMcsl oleHuBaeTcss B 1 Oam.
Benenue neximonnoro koHcmnekra — 0,2 6amioB. AKTUBHOE ydacThe B OOCYKICHHUH
JTMCKYCCHOHHBIX BOMPOCOB B Xoje Jiekiuu — 1o 0,3 6amioB (2 u 3 xypc (4 u 5
ceMecTp)).

[Tocemenre MpakTUYECKOTO 3aHATHS C BEACHUEM KOHCIIEKTa OIlcHHBaeTcs B 4,6
oamna (2 kypc (4 cemectp)), B 2,2 6amna (kypc 3 (cemectp 5)). Yerusiit onpoc — g0 0,4
Oasna.

['pynmioBoe perieHne OOYyYarOIIMMUCS CUTYallMOHHOW 3aladll B paMKax
peanu3aiy MEeTo/Ia pa3BUBAIOIICHCS KOOIepaluy OIlleHuBaeTcs 10 2 6amioB (Kype 2
(cemectp 4)), no 0,4 6amnos (kype 3 (cemectp 5)).

BrimonHeHne KoHTpoIbHOM padoTsl — oT 0,2 1o 2 6amioB (kypce 2 (cemectp 4)).
BrimonHeHune koHTpobHON paboTel — ot 0,2 1o 7 6ammoB (kype 3 (cemectp D)).

9.3 TembI KypcOBBIX PadoT MO AUCHUNITHHE
Hamucanue KypcoBoii pabOThI 110 TUCIUILTAHE HE MPETyCMOTPEHO.

9.4 KoHTpoJibHble BONPOCHI H 3aJaHUsl JJIs1 TPOBeJAeHHs] BXOJIHOIO
KOHTPOJISAA OCTATOYHBIX 3HAHUI M0 00eCceYnBAIOIIUM JUCHUIITIMHAM

Bonpockl BXOJHOrO KOHTPOJS MO AUCHUIUIMHE «TEeXHOJOTHUU JEeJI0BOTO
OOIIICHHS, TICUXOJIOTUS ¥ KOH(MIUKTOIOTHSI»:

1. ConuanbHO-TICUXOJIOTUYECKHUE TTPOIIECCHI U SBJICHMUS.

2. MeXIMYHOCTHBIE OTHOIIEHUS.
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3. MexXrpynmnoBbie OTHOILIEHUSI U B3aUMOJICHCTBUS.

Bompocsl  BXOIHOro KOHTposia 1o aucuuiuinHe «CepBHcojiorus U
opraHu3anus 00CITyKUBaHUS:

1. CoumanbHoe ObITHE YETOBEKA.

2. JlyxoBHOE ObITHE YETIOBEKA.

3. CoBpeMeHHbII MUP U ICUXUKA YEJIOBEKa.

Bonpockl BXOTHOTO KOHTPOJIS TIO0 TUCIUIIINHE «Y IPaBICHUE MPEANPUATHIMH
CepBHUCa Ha TPAHCIIOPTE»:

1. MupoBoii pbIHOK CEpBHCa U €0 Pa3BUTHE.

2. llpumeHeHHE COBPEMEHHBIX CEPBHUCHBIX TEXHOJOTHH B  TpoIecce
HPEeAOCTABICHHS YCIIYT, COOTBETCTBYIOIIUX TPEOOBAHUSAM MOTpEOUTENEH.

3. Bb10op pecypcoB u CpeACTB ¢ y4eTOM TpeOOBaHUI MOTPEOUTENS.

Bonpocsr BXOAHOTO KOHTPOIIS 10 AucuuIuinHe «CepBUCHAS EATEIBHOCTh Ha
TPAHCIIOPTE»:

1. Cdepa ycnyr B COBETCKUI IEPHO/I.

2. JlenmoBas 3THKa W JIEJIOBOM STUKET B cepe cepBHca Ha TPAHCIIOPTE, B TOM
YHCIIe Ha BO3IYUTHOM TPaHCIIOPTE.

3. Kiaccudukamnus yciayr Ha TpaHCIIOPTE, B TOM 4YHucIie B chepe BO3AYIIHOTO
TpaHCIOpTA.

9.5 Onucanue nmoka3sareJieid 1 KpuTepueB OLEHUBAHUS KOMIETEHIUI Ha
Pa3IMYHBIX ITanax uxX (GOpMHUPOBaHMSL, ONIMCAHUE KA OLeHUBAHUS

Komnerennuu | Ilokazarenu Kputepuu oneHnBanus
OLICHUBAHUS
(MHAMKATOPBI
JTOCTHKCHHS )
KOMIIETEHIINN
| 5Tan
3HaerT:
- OCHOBHBIC METObI BOCIIPUATHSA
— MEXKKYJIbTYPHOTO  pa3HooOpa3usi  oOliecTBa B
'szn-o COLIMAIBHO -  HUCTOPUYECKOM, 3ITUYECKOM U
YK-5 UI® | dumocodekom KoHTeKcTax B Mpoliecce OCBOSHHS
ATUKH, SCTETHUKH OOCITY>KMBaHUS, STUKETA, MOPAJIH U
HPABCTBEHHOCTH, CTaHIApTHU3AIMHU, CepTU]UKAIUU
U YIpaBJeHHUS KadeCTBOM B cdepe CEPBUCHOIO
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[Tokazarenun
OIICHUBAHUS
(MHAMKATOPBI
JOCTHKCHHS )
KOMIIETECHIIUI

Kpurepun onennBanus

OIIK-3

1
HILZOHK-S

OIIK-3

3
I/I’H OIIK-3

I1K-3

1
I/II[ IK-3

IK-3

00cCITy)KUBaHUS
O0COOCHHOCTH
00IIIeCTBa;

- MEXaHM3M OOecrnedeHHsI TPeOyeMOoro KadecTBa
NpOIIECCOB  OKa3aHWsl  YCIYr, Ha  OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTHIA B TIPOIIECCe
OCBOCHHMSI 3THKH, ICTCTHKN OOCITY)KHBaHUs, STUKETA,
MOpad ¥ HPABCTBEHHOCTH, CTaHJIApTU3AIINH,
cepTudUKaMU ¥ yHpPaBICHUS KAadyeCcTBOM B cdepe
CEpPBUCHOTO  OOCITy)XKMBaHUSI Ha  TPAHCIIOPTE;
MEXaHM3M CHCTEMBI OOeCIedYeHUs TpeOyeMoro
KayecTBa  TPOIECCOB  OKa3aHWUsS  yCIyr B
COOTBETCTBHH C MEXTyHapOTHBIMU u
HAIlMOHAJIbHBIMU ~ CTaHJapTaMH B MpoIecce
OCBOEHUS ITHKH, ICTETUKU 00CITy)KUBaHUs, STUKETA,
MOpaJlM ¥  HPaBCTBEHHOCTH, CTaHAAapTHU3aIUH,
cepTuUKaUA W YIpaBICHUS KadyecTBOM B cdepe
CEpPBHCHOTO  OOCTYXMBaHUS HA  TPAHCIOPTE,;
MEXaHWU3M OKa3aHWs YCIYT B COOTBETCTBUHU C
3asBIICHHBIM KAa4eCTBOM B TIPOIECCE OCBOCHWSI
ITHKH, 3CTETHUKU OOCTYKUBAHUS, ITHKETA, MOPAJIH U
HPaBCTBCHHOCTH, CTAHIAPTHU3AINH, CEePTHPHUKAIIH
U YIOpaBICHHUS KAa4eCTBOM B cCdepe CEpBHUCHOTO
00CITy>)KUBaHMs Ha TPAHCIIOPTE;

- MaTepHallbHBIE Pecypchl, O0OpYyJAOBaHHE IS
OCYIICCTBJIICHHSI ~ TpOIECcCa  CEPBUCA,  METOJBI
NPOBENIEHNUS TIEPErOBOPOB €  KIMEHTAaMHU  TIO
IPETCH3MOHHBIM ciIyqasim u MEXaHU3M
OTIpe/IeICHNs] TPUYMH BOSHUKHOBEHHUS TPETCH3UI B
nporecce OCBOCHUS ITHKH, ACTETHKHU
o0cCy>KUBaHMSI, ITHKETA, MOpau u
HPABCTBEHHOCTH, CTaHAApTU3AINH, CEPTHPUKAINN
U VYOpaBICHHUS KadyeCTBOM B cdepe CepBHCHOTO
o0CIy>KMBaHMs HA TPAHCTIOPTE; METOIBI pa3pabOTKU
M WUCIOJIb30BAHUS THUIOBBIX TEXHOJOTHYECKHUX
IPOIIECCOB, METONBI (POPMHUPOBAHUS W BHEAPEHUS
KOPIOPAaTUBHBIX ~ CTaHJAAPTOB W  PErVIAMEHTOB
pOIEeCCOB  OOCTY)KMBaHMsI  TOTpeOWTEeNneld Ha

Ha  TPaHCIOPTE;
MEKKYJIbTYPHOI'O

OCHOBHBIE
pa3zHooOpa3zus
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Kommerenmn

[Tokazarenun
OIICHUBAHUS
(MHAMKATOPBI
JOCTHKCHHS )
KOMIIETECHIIUI

Kpurepun oneHnBanus

TPAHCTIOPTE, METOABI B3aUMOJICHCTBHUS C KIIMEHTAaMHU
10  OpraHu3aluh  Tpolecca  OOCITyKUBaHUS
norpeduTeNel B chepe TOCTEIPUUMCTBA B TTPOIIECCE
OCBOCHHMSI 3THKH, ICTCTHKN OOCITY)KMBaHUs, dTUKETA,
MOpad ¥  HPABCTBEHHOCTH, CTaHJIApTU3AIINH,
cepTudUKalMi ¥ YIPABJICHHUS KadueCTBOM B cdepe
CEPBUCHOTO OOCTY)KUBaHHSI Ha TPAHCIIOPTE;

Ywmeer:

- TNPUMEHATh OCHOBHBIC METOJBI BOCHPHATHS
MEXKYJIbTYPHOTO  pa3HOOOpasus  oOiiectBa B
COIIMAILHO -  HMCTOPHUYECKOM, OJTHYECKOM H
buI0cohCKOM KOHTEKCTaX B IPOIECCE OCBOCHUS
ATUKHU, SCTETUKHA OOCITYKUBAHUS, STUKETA, MOPAIH U
HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CEPTHUPUKAINN
U VyIOpaBJICHHUS KauyeCTBOM B cdepe CEepBHCHOTO
o0cy>KUBaHMsI Ha TPAHCIIOPTE;

- IPUMEHSATHh MEXaHU3M OOecIeYeHHs TpedyemMoro
KayecTBa IPOLIECCOB OKa3aHMs YCIYr, Ha OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTHI B Ipoliecce
OCBOCHHUSI ATUKH, ICTETUKU 0OCITY>KHBaHUs, STUKETA,
MOpaqd M HPABCTBEHHOCTH, CTaHAApTU3AIINH,
cepTU(dHUKAIIMA W YIPABICHHUS KadyeCTBOM B cdepe
CEepBUCHOTO  OOCTy)KMBaHUSI Ha  TPAHCIIOPTE;
OPUMEHSATh MEXaHM3M CHUCTEeMBI  OOecTieUeHHUS
TpeOyeMoro KauecTBa MPOIIECCOB OKa3aHUs yCIyT B
COOTBETCTBHH C MEXTyHapOHBIMU u
HAIlMOHAJIbHBIMU ~ CTaHAapTaMH B  MpoIiecce
OCBOCHHUSI ITUKH, ICTETHUKN OOCITY)KHBaHUS, STUKETA,
MOpaqd ¥ HPABCTBEHHOCTH, CTaHAAPTU3AIINH,
cepruuKanu M yHpaBlICHHUs KadyeCcTBOM B cdepe
CEPBUCHOTO OOCITY)KMBAaHHSI Ha TPAHCIIOPTE;

- WCIIOJIb30BaTh  MaTepUalbHBIE  PECYpCHI,
NPUMEHSATh O0OpYAOBaHHWE ISl OCYIIECTBICHUS
mpolecca CepBrca, MPUMEHSITh METOABI TIPOBEACHUS
MEPETOBOPOB C KIMEHTAMHU IO TPETCH3UOHHBIM
CIy4asiM W TPUMEHSATh MEXaHWU3MBI OMPEACICHUS
NPUYMH BO3HUKHOBEHHS TMPETEH3UHW B TIpoIecce
OCBOCHHS dTUKH, SCTETUKH OOCITy)KHBaHUS, ITHKETA,
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Komnerenuu | Ilokasarenn Kpurepun onennBanus
OIIEHUBaHUA
(MHAMKATOPBI
JOCTHKCHHS )
KOMITETEHLIN I
MOpaJIM M  HPABCTBEHHOCTH, CTaHAApTHU3AIIUU,
cepTudUKAIMU U YIPaBICHUS KAa4yeCTBOM B cdepe
CEpPBUCHOI0 O0CITY>XMBaHUS HA TPAHCIIOPTE;
Il oaran
e Ywmeer:
VK-5 I/UIZVK'E’ - [IPUMEHSATH OCHOBHBIC 0COOEHHOCTH
VK5 MEXKYJIbTYPHOTO Pa3HOOOpa3us 00IIeCTBa;
170] G - TPUMCHSITH MEXaHU3M OKa3aHHWs YCIyr B
2 COOTBETCTBUHM C 3asIBJICHHBIM Ka4€CTBOM B IPOIIECCe
OIIK-3 )13SE§'2 OCBOCHHUS ITUKH, SCTETUKU OOCTY>KUBAHUS, ITHUKETA,
MOpajJd M HPABCTBEHHOCTH, CTaHAApTU3AIUU,
cepTUdUKAIIMA U YIPaABICHHUS KadyeCTBOM B cdepe
CEepPBUCHOT0 00CTY>XKMBaHHS Ha TPAHCIIOPTE;
- NPUMEHATh ~ METOABl  pa3pabOTKu U
MCIIOJIb30BAHUS TUTIOBBIX TEXHOJIOTUYECKUX
MIPOIIECCOB, MPUMEHATh METOABI (POPMHUPOBAHUS H
BHEAPCHUA  KOPIIOPATUBHBIX  CTaHAApPTOB U
perIaMeHTOB MPOIIECCOB 00CTy)KUBaHUS
noTpeOuTeneld Ha TPAHCIIOPTE, MPUMEHATh METOJIbI
B3aMMOJICMCTBUSL C KJIMEHTAaMH II0 OpTraHu3aluu
mporecca oOCIyXKHUBaHUS MoTpeduTeneii B cdepe
I/II[1HK_3 TOCTENIPUUMCTBA B TMPOILIECCE OCBOCHHUS ITHKH,
IK-3 I/II[2HK_3 ACTETUKU OOCHTY)KHBAHHUSA, OTHUKETa, MOpadd H

HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEPTUPUKALNUN
U VYOpaBICHHUS KadyeCTBOM B cdepe CepBUCHOTO
00CITy’>KUBaHHs HA TPAHCIIOPTE;

Bnaneer:

- CIOCOOHOCTBIO TPUMEHSTh OCHOBHBIE METOJIBI
BOCIIPHUSATHS  MEXKYJIBTYPHOTO  pa3zHOOOpasus
00II1eCTBa B COIUATBLHO - HCTOPUIECKOM, ITHUECKOM
U QrIocoPpCcKOM KOHTEKCTaX B MPOIECCE OCBOCHUS
ITHKH, ICTETHKN OOCITy’)KHBaHUS, STUKETA, MOPAIIU U
HPABCTBEHHOCTH, CTaHIAPTU3AINH, CEPTUDHUKAIIUN
W YNOpaBICHUS KAa4eCTBOM B cdepe CEepBHCHOTO
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OIICHUBAHUS
(MHAMKATOPBI
JOCTHKCHHS )
KOMIIETECHIIUI

Kpurepun onennBanus

oOCIIy’)KUBaHHMsI Ha TPAHCIOPTE; CIIOCOOHOCTHIO
IPUMEHSTh OCHOBHbIE 0COOEHHOCTHU
MEXKYJIbTYPHOTO pa3HOOOpa3usi 00I1eCTBa;

- CIOCOOHOCTBIO  TPHMEHATh  MEXaHU3M
obecrieueHns TpeOyeMoro KayecTBa IPOLECCOB
OKa3aHus yCIyT, Ha OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTHI B MpoOIEcce
OCBOEGHUS ITHKH, ICTETUKU 00CITy>KNBaHUs, STUKETA,
MOpaJlM ¥  HPaBCTBEHHOCTH, CTaHAAapTHU3aIUH,
cepTudUKaUA W YIpaBJICHHUs KadyecTBOM B cdepe
CEpPBHCHOTO  OOCTYXXMBaHUS HA  TPAHCIOPTE;
CIIOCOOHOCThIO TPUMEHSTh MEXaHU3M CHCTEMBI
obecrieueHns TpeOyeMoro KadecTBa IPOIECCOB

OKa3aHUA yciayr B COOTBCTCTBHUU Cc
MCKAYHAPOJAHBIMU U HAIMOHAJIBHBIMU CTaHIapTaMU
B mponecce OCBOCHUA OTHUKH, OCTCTHKH
O6CJIy}KI/IBaHI/ISI, OTHUKCTA, MOpaJin )41

HPABCTBEHHOCTH, CTaHAApTU3AIMH, CEePTHUPUKALUN
U VyOpaBJIEHHS KauecTBOM B cdepe CepBHCHOTO
0o0CITy’)KUBaHHS Ha TPAHCIOPTE;, CIIOCOOHOCTHIO
OPUMEHSATh  MEXaHW3M  OKa3aHus  yCIyr B
COOTBETCTBHH C 3aSBJICHHBIM Ka4e€CTBOM B IPOIIECCE
OCBOCHHUSI ATUKH, ICTETUKU OOCITYKUBaHUs, ITUKETA,
MOpaqd M  HPABCTBEHHOCTH, CTaHAApPTU3AIINH,
cepruuKaiu M yHpaBlICHUsS KauyeCcTBOM B cdepe
CEPBUCHOTO OOCITY>KMBAaHHSI Ha TPAHCIIOPTE;

- CMOCOOHOCTHIO MCIONB30BaTh MaTepUATbHBIE
PECYpPCHI, MPUMEHSTh o0opyaoBaHHE LTSI
OCYILIECTBJICHMSI Tpoliecca CEpBUCA, CIIOCOOHOCTHIO
NPUMEHSITh METOJABl TMPOBEACHHUS TEPETOBOPOB C
KJIMEHTAMU TI0 TPETEH3UOHHBIM  CJIydasM H
CIIOCOOHOCTHIO MPUMEHSATh MEXaHU3M OMPEIACIICHUS
NPUYMH BO3HUKHOBEHHUS TIPETEH3WH B MpoIiecce
OCBOCHHUSI DTUKH, ICTCTHKN OOCITY)KHBaHUS, dTUKETA,
MOpaTd W HPABCTBEHHOCTH, CTaHJAPTU3AIINH,
cepTudUKallMi W YNPaABICHUS KAa4yeCTBOM B cdepe
CEpPBUCHOTO  OOCTY)KMBaHWSA Ha  TPAHCIOPTE;
CIIOCOOHOCTBIO TIPUMEHSTh METOJBI pa3pabOTKu W
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Komnerenuu | Ilokasarenn Kpurepun onennBanus
OLICHUBAHMS

(MHAMKATOPBI
JOCTHKCHHS )
KOMIIETECHIIUI

UCIIOJIb30BaHUS TUIIOBBIX TE€XHOJIOTHYECKUX
IPOLIECCOB, CIOCOOHOCTBbIO MPUMEHSTh METOJIbI
dbopMHUpOBaHUS W  BHEIPEHHUS KOPIOPATHUBHBIX

CTaHJIapPTOB u perIaMeHTOB IPOIIECCOB
oOcnyKuBaHMsl MOTpeOUTENel Ha TpaHCIopTe,
CIIOCOOHOCTBIO PUMEHSATH METO/TBI

B3aMMOJICHCTBHS C KIMEHTAMH [0 OpraHU3aIuu
nporecca o0ciyXuBaHUsl MoTpedureneit B chepe
TOCTETIPUUMCTBA B TMPOIECCE OCBOCHUS OTHKH,
ACTETUKH OOCIY)XMBAaHHS, OJTHUKETa, MOpaId WU
HPaBCTBEHHOCTH, CTaHJAPTU3AINN, CEPTHPUKAIIH
W YIpaBICHHUS Ka4eCTBOM B cdepe CEepBUCHOTO
00CITy>KHBaHMsI Ha TPAHCIIOPTE.

XapakTepUCTUKX  IIKAJIbl ~ OICHWBAHHUS  MPOMEXKYTOYHOH  aTTeCTaluu
NPUBEICHBI HUKE.

1. MakcumanbHOe KOJMYECTBO OaioB, TOJNY4YeHHBIX 3a 3k3ameH — 30.
MuHuManbHOE (3a4eTHOE) KOJIUYECTBO OauioB (dk3aMeH caaH) — 15 Gamios.

2. Ilpu Habope MeHee 15 OayIOB - 3K3aMEH CYMTAETCA HE CIAHHBIM I10
MPUYUHE HEJOCTATOYHOIO YPOBHSA 3HaHWM. [Ipy HEymOBIETBOPUTEIBLHOW CJade
DK3aMEH WM HESBKE 110 HEYBAKUTEIBHOH TIPUYMHE Ha OHK3aMCH 3aueTHas
COCTaBJISIIONIAST TPUpPAaBHUBAETCS K HYyI0. B 3ToM cinydae oOydaromuiics B
yctanoBiieHHOM B CIIOI'Y T'A mopsiake o0si3aH nepeciath 3K3aMeH.

3. OrneHka 3a 3K3aMeH BBICTABIISICTCS KaK CyMMa HaOpaHHBIX 0aJljIOB 32 OTBETHI
Ha J[Ba BOIPOCA U 32 BBHIITOJIHEHHUE MPAKTHUECKOTO 3aJaHuS.

4. OTBETHI HA BOIIPOCHI OLICHUBAIOTCS CIEIYIOIUM 00pa3oMm:

1 6ann: oOydaromwuiicss JaeT HEMPAaBWIbHBIA OTBET Ha BOIMPOC, HE
JEMOHCTPUPYET 3HAHWM, YMEHUN M HABBIKOB, COOTBETCTBYIOIINX (hOpMUPYEMBIM B
MPOoIIecCce OCBOCHUS NUCIMILIMHBI KOMIIETCHIIMSIM (HET OTBETA Ha BOMPOC) WIIH OTKA3
OT OTBETA;

2 Oanna. OTBET OOydaloIIErocss HAa  BOMPOC  HEYJOBICTBOPUTEIICH,
OOy4JarOIIMIACs TIEMOHCTPUPYET (parMEeHTapHBIE 3HAHUS B paMKaxX (OPMHUPYEMBIX
KOMITIETEHITNH, He3HAHHE JICKITMOHHOTO MaTepraa;

3 banna: oTBET O0ydaIOMIErocsi HA BOMPOC HEYAOBICTBOPUTENCH, TpeOyeTcs
3HAYNUTEITHPHOE KOJHMYECTBO HABOJAIINX BOMPOCOB, OOYYAIOMIMICS HE MOXKET
BOCIIPOM3BECTH M OOBSCHUTH OCHOBHBIC TIOJOXKEHUS BOMPOCA, IEMOHCTPUPYET
ca0Oble 3HaHUS JISKIIMOHHOTO MaTepHaa;
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4 6anna: oOyyarolmuicsa AEMOHCTPUPYET MUHUMAJbHbIE 3HAHUS OCHOBHBIX
MOJIO’KEHUI BOTMPOCOB B Mpejienax JEKIIMOHHOTO MaTepraa;

S 6annos. OOydYarOIIMICS JNEMOHCTPUPYET 3HAHMUS OCHOBHBIX MOJIOKEHUH
BOMPOCA, JIOTUYECKH BEPHO H3JIaraeT CBOHM MBICIH, MOKA3bIBAET OCHOBBI YMECHHMA
WCTIOJb30BAHUS ITH 3HAHUS, TIBITASACHh OOBSICHUTH UX Ha KOHKPETHBIX MPUMEPaXx;

6 oOannos: oOyuarlUiicss IEMOHCTPUPYET CHUCTEMATU3UPOBAHHBIE 3HAHUS
OCHOBHBIX TIOJIO)KEHUH BOMpOCa, JIOTUYECKHM BEPHO W TPAMOTHO H3JIaracT CBOH
MBICITH, OPUEHTHUPYETCS B €r0 MPOOIeMaTHKe, MTOKA3bIBACT YMEHHSI UCTIONh30BATh 3TU
3HaHUs, OMUCHIBAs Pa3IUYHbIC CYNIIECTBYIOIINE B HAyKe TOUKH 3PEHUS Ha MpoOiIeMy
Y TIPUBOJISI KOHKPETHBIC TTPHUMEPHI;

[/ 6annos. oOydaromMiicss  JEMOHCTPUPYET  JOCTATOYHO  TIOJHBIE U
CHUCTEMAaTHU3UPOBAHHBIC 3HAHMS, JIOTUYECKM BEPHO M TPAMOTHO U3JaraeT CBOM
MBICJIH, YETKO OMHCHIBACT MPOOJIEMATHKY BOMPOCA, OPUEHTHPYETCS BO BCEX TeMax
IUCIMIUINHBI, [OKA3bIBA€T YMEHHUS ¥ HaBBIKM HCIONB30BaTh OJTH 3HAHUS,
00OCHOBBIBasI CBOIO TOYKY 3pPCHHS Ha MPOOJIEMY M MPUBOJS KOHKPETHBIC MPUMEPHI,
HO TpeOOBAIMCH HABOSIIUE BOIIPOCHI;

8 6annos: oOydaromMUCsS TEMOHCTPUPYET IMOJHBIE U CHUCTEMATH3WPOBAHHBIC
3HaHWs, JIOTHYECKH BEPHO M TPAaMOTHO H3J1araeT CBOM MBICIH, YETKO OIHMCHIBACT
npoOJIeMaTHKy BOIPOCA, XOPOIIO OPUEHTUPYETCS BO BCEX TeMaxX UCIUTUIAHBI,
MOKa3bIBA€T yYMEHHUS W HABBIKM HCIIOJNB30BAaHUS JTHX 3HAHWH, Jelias BbIBOJIBI,
HPUBOJIS CYIIECTBYIOIINE B HayKe TOYKH 3PEHUS, CPAaBHUBASI MX CUJIbHBIC U calble
CTOPOHBI, 0OOCHOBBIBAsI CBOIO TOUKY 3PEHHUSI, IPUBO/IS KOHKPETHBIE IPUMEPHI;

9 6annos: oOydaromuiics NEMOHCTPUPYET TOJHbIE M CHCTEMaTH3MPOBAHHBIC
3HAHUS, JOTMYECKH BEPHO M TPAMOTHO H3JIaraeT CBOU MBICIH, YETKO OIUCHIBAET
npoOJIeMaTHKy BOIPOCA, XOPOIIO OPHEHTHUPYETCS BO BCEX TEeMax IUCIMILIMHBI,
MOKa3bIBaeT YMEHHSI M HAaBBIKA HCIOJB30BAHMS OTUX 3HAHUHU, Jenas BBIBOJBI,
IBITasiCh CAMOCTOSITENIFHO PEIIaTh BBISBICHHBIC MPOOJIEMBI, TPUBOJS KOHKPETHBIE
pUMEPBI;

10 6annos: obydyaronuiics AEMOHCTPUPYET MOJHBIC U CUCTEMaTU3UPOBAHHBIE
3HAHUS, JOTMYECKH BEPHO M TPAMOTHO H3JIaraeT CBOU MBICIH, YETKO OIMCHIBAET
npo0JieMaTUKy BOIPOCA, XOPOILIO OPHEHTHUPYETCS BO BCEX TEMax AMCLUILUIMHBI,
UCIOJIb3YeT JJIsl OTBETAa 3HAHUS, MOJYyYEHHBbIE B IPYIMX AMCLUUIUIMHAX, a TaKXKe U
MHPOpPMAIIMIO W3 MCTOYHHUKOB, HE YKa3aHHbIX B Kypce€ JaHHOM JIHUCUUIUIMHBI,
MOKa3bIBAE€T YMEHHS M HaBBIKM HCIOJB30BAaHUS OTUX 3HAHUHM, Jenas BBIBOJBI,
IBITAsCh CaMOCTOSITENIbHO M TBOPYECKU pelLIaTh BBISBICHHBIE MPOOJIEMBI, MPUBOJIS
KOHKPETHBIE TIPUMEPBI.

BrimosnHeHne mpakTuydeckoro 3amanus (3 BOMPOC) OIEHUBACTCS CIEAYIOIIAM
obpazom:

10 6annos: 3ananue BeimoiaHeHo Ha 91-100 %, permeHue W OTBET aKKypaTHO
oopMJIEHBI, BBIBOJIbI OOOCHOBAHBI, JaHA TMpaBUIbHAS W TIOJHAS WHTEPHPETAIIHS
BBIBOJIOB, OOYYalONIUICS apryMEHTHPOBAHHO OOOCHOBBIBAE€T CBOIO TOUYKY 3PCHUS,
YBEPEHHO U MPaBUIILHO OTBEYAECT HA BOTPOCHI MPEIOIaBaTEIS;

9 6annos: 3amanme BeImoaHeHO Ha 86-90 %, pemeHMe W OTBET aKKypaTHO
o opMIICHBI, BBIBOJIBI 00OCHOBAHBI, JaHa MPABWIbHAS U MOJTHAS WHTEPIPETAIIHS
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BBIBOJIOB, OOYYaromMiics apryMEHTHPOBAaHHO OOOCHOBBIBAET CBOIO TOYKY 3pEHHUS,
MPaBIJIBHO OTBEYAET HA BOMPOCHI IIPETIOIaBATES;

8 6annos. 3aganue BbIMONHEHO Ha 81-85 %, xon pemeHus NpaBUIIbHBIM,
HE3HAUNTEIbHBIC TIOTPEIIHOCTH B OQOPMIICHUHW; TPaBWIbHAS, HO HE IIOJHAS
WHTEPIPETANNs BBIBOJIOB, O0YYAIONTUICS aeT MPaBUIbHBIC, HO HE TOJIHBIE OTBETHI
Ha  BOMPOCHI  TPEMNOJAaBaTelis, WCHBITHIBAET HEKOTOpPhIC 3aTPYAHCHUS B
WHTEPIPETAIAN TTOJTYIYCHHBIX BEIBOJIOB;

[ 6annog. 3amanue BbloNHEHO Ha [4-80 %, Xonm pelieHHs NpPaBUIIBHBIH,
3HAYUTEIBHBIC TMOTPEITHOCTH B O(GOpPMJICHWUHW; TpaBWIbHAsA, HO HE IIOJHAS
MHTEPIIPETAIUS BBIBOJIOB, OOYYAIOIIMICSA JTaeT MpaBUIbHBIC, HO HE TOJHBIC OTBETHI
Ha BONPOCHI TPEMOJABaTelis, WCIBITHIBACT ONPEIACICHHBIC 3aTPYJHCHUS B
MHTEPIIPETAIIUHU TIOJYYCHHBIX BBIBOJIOB;

6 6annog: 3ajaHue BBIOJHEHO 66-75 %, MOAX0J K pElIeHUI0 MpaBUIIbHBIM,
€CTh OIMOKH, O(QOPMJICHHUE C HE3HAYUTEIbHBIMU IOTPEITHOCTSIMHU, HEIOJHAS
MHTEPIIPETAIls BBIBOJOB, HEC BCE OTBETHI HA BOIIPOCHI MPETIOIaBaTEe/s MPaBUIbHBIC,
HE CIIOCOOCH MHTEPIIPETUPOBATH IMOTYYSHHBIC BBIBOIBI;

5 6annos: 3ananue BeinmoiaHeHO HA 60-65 %, MOAX0/ K pElICHUIO MPAaBUIIbHBIMH,
€CTh OINMOKHW, 3HAYUTEIbHBIC IOTPEITHOCTH TP OQOPMIICHUH, HE IOJHAS
MHTEPIIPETAIs BBIBOJOB, HE BCE OTBETHI HA BOIPOCHI MPETOIaBaTe/s MPaBUIbHBIC,
HE CIIOCOOCH MHTEPIIPETUPOBATH IMOTYYSHHBIC BBIBOIBI;

4 6anna: 3alaHke BBITIOJHEHO Ha 55-59 %, moaxoa K pelieHuto MpaBHIbHBIMH,
€CTh OIIMOKH, 3HAYUTEIbHBIE MOTPEUIHOCTH TpU OGOPMIICHUU, HE IMOJHAS
MHTEpIIpeTaIusl BHIBOJOB, HE BCE OTBETHI Ha BOIPOCHI MPerNoaBaTess MpaBUiIbHbIE,
HE CIIOCOOEH MHTEPIIPETUPOBATH MOTYYEHHBIE BBIBOIBI;

3 obanna. 3amanue BbIMOJHEHO Ha 41-54 %, pemenue coaepkuT TrpyObie
omuOKH, HeakkypaTHOe odopMIeHHE padOThl, HEMpaBWIbHAS HWHTEPIPETAIHS
BBIBOJIOB, 00YYAIONTUIICS JaeT HEMPABUIILHBIE OTBETHI Ha BOIIPOCHI MPETOaBaATE;

2 6amna. 3ananue BbimonHeHo Ha 20-40 %,perneHue comepkuT TrpyoOble
omuOKU, HeaKKypaTHoe O(pOpMIICHHE pabOThl, BBIBOJLI OTCYTCTBYIOT, HE MOXET
IPOKOMMEHTHPOBATH XOJI PEIICHHS 3a/1a4uH, JaeT HEMPAaBUIbHBIE OTBETHI Ha BOMIPOCHI
MperoaBaTess;

1 6ann: 3anaHue BBHIMOJHEHO MeHee, yeM Ha 20 %, pelieHne colIepKuT rpyobie
omrOKH, 00YyJaIONINIiCS HE MOXKET MPOKOMMEHTHPOBATH XOJ PEIICHHS 3aJadyd, HE
crioco0eH chopMyITHpPOBaTh BHIBOJIBI IO paboTe.

9.6 TumoBble KOHTPOJbHBIE 3aJaHHMs JA TPOBeJeHHS] TeKYIIero
KOHTPOJISAA U MPOMEKYTOYHOM aTTeCTAIIMYU IO HTOraM OCBOEHHUS TN CIIMILIHHBI

Kypc 2 (cemectp 4)

Tema 1. [Ipeaqmer u mpoGaemMaTHKa STUKH B chepe CEPBUCHOTO 0OCITYKMBAHUS
Ha TPaHCIIOPTE

Ilepeuenv munoswix 60npocos 0Jis1 yCMHO20 ONpoca

1. Tlonsitue u mpeaMeT 3TUKU. Mopalib 1 HPAaBCTBEHHOCTb.

2. Teoperuueckasi, HOpMaTUBHAs W TpPUKIATHAS OTHKA. MeCTO STHKH B
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CHUCTEME TYMaHUTAPHOTO 3HAHMUS.

3. OcHoBHBIC »OTHUYECKHE Karteropuu. <«UecTb», «IOIT», «COBECTHbY,
«OTBETCTBEHHOCTHY» - BAXHEHIIIME KAaTETOPUU MPO(EeCCHOHATBLHOW 3TUKU PaOOTHUKA
cepBHca.

4. OCHOBBI OCYIISCTBJICHHUS TIOMCKA, KPUTHYECKOIO0 aHajdnW3a M CHHTE3a
uH(OpMaIH, TPUMEHEHHS CUCTEMHOTO TTOIX0/1a ISl PEIICHUS ITOCTABIECHHBIX 3a/1a4
B IMIPOIECCE HM3YYCHHS DTHKH, OICTCTHKUA OOCIYy)KMBaHUWS, OSTHUKETa, MOpAId U
HPABCTBEHHOCTH, CTaHIAApTHU3AIlMH, CEPTU(PUKAIMK W YIPaBICHUS KavyeCTBOM B
chepe cepBUCHOTO 00CITYy)KUBaHUS HA TPAHCIIOPTE.

5. OcHOBHBIE 0COOCHHOCTH MEXKYJIBTYPHOT'O pa3HOOOpa3us 00IIecTBa.

6. Mexanu3Mm oOecrieueHuss TPeOyeMOro KayecTBa IPOIECCOB OKa3aHUS
yCIIyT, Ha OCHOBE KJIMEHTOOPUCHTHPOBAHHBIX TEXHOJIOTMH B MPOIECCE OCBOCHHMSI
OTUKW, OCTETUKH  OOCITY)KMBAaHHWS, JOTHUKETa, MOpPaJIM U  HPABCTBEHHOCTH,
CTaHJapTU3AINH, CEPTU(PUKAIMA M YINpaBICHUS KAa4eCTBOM B cdepe CepBHCHOIO
o0CTy)KWBaHMS Ha TPAHCIIOPTE.

7. MexaHu3M CHCTEMBl OOCCICUCHHsS TpeOyeMOoro KauyecTBa IPOICCCOB
OKa3aHMWs YCIYT B COOTBETCTBHM C MEXKIYHAPOAHBIMH HM  HAIlMOHAITbHBIMU
CTaHJapTaMyd B TPOIECCE OCBOCHUS OJTHKH, 3CTCTUKH OOCIY)KMBaHUS, 3THKETa,
MOpajJd W HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CEPTUDHUKAIMU W  YIPABICHHS
KauyeCTBOM B c(pepe cepBUCHOTO 00CTy)KUBaHHUS HA TPAHCIIOPTE.

8. MexaHu3M oKa3zaHUs yCIyT B COOTBETCTBUU C 3asiBJICHHBIM KayeCTBOM B
IpoIeCCe OCBOGHUS OTUKU, OCTETUKU OOCITYKUBAaHUSA, OTUKETa, MOpaId W
HPAaBCTBEHHOCTH, CTaHAAPTU3AIMHM, CEePTHU(PUKALMU W YOPABJICHHUS KAaueCTBOM B
cdepe CepBUCHOTO 0OCITYKUBAaHUS Ha TPAHCIIOPTE.

9. MarepuanbHble pecypchl, 000OpyIOBaHHME IJisi OCYIIECTBICHHS TMpolecca
cepBHca.

10. Meroapl TpOBEACHHS] TEPETOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM
CIIy4asiM ¥ MEXaHHM3M OMpeeJIeHUs] TPUUYMH BOSHUKHOBEHUS MIPETEH3UN B Ipoliecce
OCBOCHHUS JTHUKH, ICTETUKH OOCTYKMBAHHS, ITHKETa, MOPAJIW W HPABCTBEHHOCTH,
CTaHJapTU3AIMH, CEpTU(PUKAIMU M YNPABICHUS KAa4eCTBOM B cdepe CEpPBUCHOTO
oOCTy’>KUBaHHS Ha TPAHCIIOPTE.

11. Meroasl pa3pabOTKM W UCIHOJB30BAHUS THUIIOBBIX TEXHOJIOTHYECKHUX
IIPOLIECCOB.

12. Metoapl (GoOpMHpPOBaHUS W BHEAPECHHS KOPIOPATHBHBIX CTAaHAAPTOB M
PETIIAaMEHTOB TIPOIIECCOB 0OCTYKMBaHUS TOTPEOUTENEH Ha TPAHCIIOPTE.

13. Mertoapl B3aWMOJEHCTBHS C KIMEHTAaMH [0 OpTaHM3AIMU Tpolecca
oOcITy>)kuBaHHS TOTpeOUTENell B cdepe TOCTSHPHUUMCTBA B IPOIECCE OCBOCHHS
OTUKW, OCTETUKH OOCTY)XKHBAaHWS, OTHUKETa, MOpPaJIM UM  HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CEpTU(PUKAIMKA W YNPaABICHUS KAa4eCTBOM B c(epe CEepBHCHOTO
oOCTy>KUBaHMS Ha TPAHCIIOPTE.

Tunosvie cumyayuonnsie 3a0anusi OJisl peuleHus Ha NPAKMUYECKUX 3aHAMUIX

[Ipennmoxxute METOABI B3aUMOACHCTBUS C KIMEHTAMH TI0 OpTaHHU3AIUU
npoiiecca oOclyXUBaHUsI moTpeduTeneid B cdepe rocTenpuuMcTBa B MpoILEcce
OCBOCHHUS JTUKH, 3CTETUKH OOCITY)XKMBAHUs, dTUKETA, MOPAJM U HPABCTBEHHOCTH C
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y4eToM O0OOCHOBaHUSI BbIOOpa OCHOBHBIX JTHYECKUMX KATEropuil KOHKPETHOM
OpraHH3alUH.

Tema 2. Otuueckue yuenus [IpeBHero Boctoka

Ilepeuenv munoswix 60npocos 0Jis1 yCMHO20 ONpoca

ConunanbHO-3KOHOMUYECKHE U AYXOBHbIE IPEINOCHUTKH MOSBICHUS YTHKU.

Otuko-punocopckue cuctemsl peBneit Unaun: OpaxmManusm, Oy au3M.

J>xaiHW3M U Hora.

Otuyeckue yuenus [pesnero Kuras: naocuszm, KOHQYIHAHCTBO.
OcHOBHBIE 0COOEHHOCTH MEXKYJIBTYPHOI'O pa3HooOpasus o01IecTBa.
Mexanu3zm obecrieueHuss TpeOyeMOro KauyecTBa IPOLIECCOB OKa3aHMS

yCIIyT, Ha OCHOBE KJIMEHTOOPUEHTHUPOBAHHBIX TEXHOJIOTMH B MPOIECCE OCBOCHUS

TUKW, OCTETUKH  OOCHY>KMBaHHUS, OSTUKETa, MOpaJM U  HPABCTBEHHOCTH,

CTaHJApTU3ALMH, CepTU(PUKALIMU M YNPABIEHUS KAaueCTBOM B c(epe CEepBHCHOIO

00CTy>KUBaHMS HA TPAHCIIOPTE.

7. Mexanu3Mm cucteMmbl obecriedeHuss TpeOyemMoro KayecTBa IpOIECCOB
OKa3aHHUsS YCIYr B COOTBETCTBHM C MEXIYHAPOAHBIMM M HalMOHAIbHBIMU
CTaHJapTaMyd B TMPOIECCE OCBOEHUS JTHKH, 3CTETUKH OOCIY)KMBaHUS, JTHUKETA,
MOpajqd ¥ HPABCTBEHHOCTH, CTaHAAPTU3ALMH, CEpTUDUKAIMU U  YIPABICHUS
KayecTBOM B c(pepe cepBUCHOTO 00CTy>KMBaHUS HA TPAHCIIOPTE.

8. MexaHu3M oKa3zaHUs yCIyT B COOTBETCTBUU C 3asiBJICHHBIM KayeCTBOM B
IpoIecCe OCBOCHUS OTUKU, OCTETUKU OOCITYKUBAaHUSA, OTUKETa, MOpaId W
HPABCTBEHHOCTH, CTaHAAPTU3AIMHM, CEePTHU(PUKALMUU W YIPABJICHHUS KAaueCTBOM B
cdepe CepBUCHOTO 0OCITYKUBAaHUS Ha TPAHCIIOPTE.

9. MarepuanbHble pecypchl, 000OpyAOBaHME JI OCYHIECTBJICHHS Mpolecca
cepBHca.

10. MeTonsl mpoBeneHUSI TMEPErOBOPOB C KIMEHTAMU IO MPETECH3MOHHBIM
CIIy4astM ¥ MEXaHHU3M OIPEJEICHHs MPUYNH BO3HUKHOBEHHS MPETEH3UHN B MpoIecce
OCBOCHHUS JTHUKH, ICTETUKH OOCTYKMBAHHS, ITHKETa, MOpPAJW W HPABCTBEHHOCTH,
CTaHJapTU3AIMH, CEpTU(PUKAIMU M YNPABICHUS KAa4eCTBOM B cdepe CEpPBUCHOTO
oOCTy’>KUBaHHS Ha TPAHCIIOPTE.

11. Meronbl pa3pabOTKW W UCHOJIb30BAHUS THUIOBBIX TEXHOJIOTHMYECKHUX
IIPOLIECCOB.

12. Metonsl (opMHupoBaHHMS W BHEAPEHUS KOPIOPATHUBHBIX CTAHIAPTOB U
perJamMeHToB MPOLECCOB 00CTYKMBaHUS TOTPEOUTENICH Ha TPaHCTIOPTE.

13. Metonsl B3aMMOACHCTBHS € KIMEHTaMHM IO OpraHM3alMM Mpolecca
oOcITy>)kuBaHHS TOTpeOUTENell B cdepe TOCTSHPHUUMCTBA B IPOIECCE OCBOCHHS
OTUKH, OCTETUKH  OOCIy)XMBAHWS, OSTUKETa, MOpPAIM U  HPABCTBEHHOCTH,
CTaHJAPTU3AlNU, CEPTHU(PHUKAIUN U YNPaBICHHUS KadyeCTBOM B c(epe CEepBUCHOTO
oOCTy>KUBaHMS Ha TPAHCIIOPTE.

Tunogvie cumyayuorHwvle 3a0aHUs OIS peueHUs Ha NPAKMUYECKUX 3AHAMUAX

[Ipennoxxure MeToAbl NPOBEIEHHUS IEPErOBOPOB €  KIMEHTAMU 110
MIPETEH3UOHHBIM CIIy4asiM C Y4ETOM OOOCHOBAaHMS BbIOOpAa OCHOBHBIX OCOOEHHOCTEH
MEXKYJIbTYPHOIO pa3HOOOpa3usi 00IIEeCTBAa Ha IPUMEPE KOHKPETHOW OpraHU3aAIINH.
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Tema 3. AHTHYHAs 3THKA KaK YYEHHE O JOOPOETENSIX

Ilepeuenv munoswix 60npocos 0Jisl yCMHO20 ONpoca

OcoOeHHOCTH aHTUYHOM ITHUKHU.

DTUYECKUN PEIIATUBU3M, IBACMOHH3M, PAIIHOHATH3M.

DTHYECKOE yUeHnEe APUCTOTEIIS.

DTUYECKHE TeTOHU3M U aCKETU3M.

['enonusm B 06CITy)KMBaHUU.

OcTteTHKa OOCITY)XKMBaHHS B TMpOIECCe Pa3padOTKH TEXHOJOTHH Ipoliecca
CepBHCa, PAa3BUTHS CHUCTEMBbl KIHUCHTCKHX OTHOIICHUH C Yy4eTOM TpeOOoBaHUH
notpeduTens B cepe CEPBUCHOTO OOCITYKHUBaHHs Ha TPAHCIIOPTE.

7. OcCHOBHBIE 0COOEHHOCTH MEKKYIBTYPHOT'O Pa3HOOOpasus 00IecTBa.

8. Mexanusm obecrniedeHHs TpeOyeMoro KadecTBa IPOIECCOB OKa3aHWs
yCIyT, HA OCHOBE KIMEHTOOPHUEHTHUPOBAHHBIX TEXHOJOTHA B TPOIIECCE OCBOCHHSI
OTUKW, OCTETUKH  OOCITY)KMBAaHHWS, JOTUKETa, MOpPaJIM ¥  HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CEPTHU(PUKAIMN W YNPABICHHUS KadyeCTBOM B cdepe CEepBHUCHOTO
0OCITy>)KMBaHHsI HA TPAHCTIOPTE.

9. MexaHu3M cHCTEMBI OOecrieueHus TpeOyeMoro KauecTBa MpPOIECCOB
OKa3aHMWs YCIYT B COOTBETCTBHM C MEXKIYHAPOAHBIMH HM HAIlMOHATbHBIMU
CTaHJApTaMU B TMPOILIECCE OCBOCHHUS OTHKH, ICTCTUKH OOCTYXMBAaHUS, JTHKETa,
MOpajdd ¥ HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CEpTUDUKAIMU U YIPABICHUS
KayecTBOM B c(pepe cepBUCHOTO 00CTY>KMBaHUS HA TPAHCIIOPTE.

10. MexaHu3M OKa3aHHs YCIYyT B COOTBETCTBUM C 3asBJICHHBIM Kaue€CTBOM B
IpoIecCe OCBOGHUS OTUKU, OCTETUKU OOCITYKUBaHUSA, OTUKETa, MOpaId W
HPAaBCTBEHHOCTH, CTaHAAPTU3AlMHM, CEePTHU(PUKALMUU W YIPABJICHHUS KAaueCTBOM B
chepe cepBUCHOTO 00CITY)KUBaHMS HA TPAHCIIOPTE.

11. MarepuanbHble pecypchl, 000pyIOBaHUE ISl OCYIIECTBICHHUS Ipollecca
cepBHca.

12. Meroapl TpOBEACHHS] TEPETOBOPOB C KIMEHTAMH IO TMPETEH3MOHHBIM
CIIy4asiM ¥ MEXaHHU3M OIPEJEICHHs MPUYNH BO3HUKHOBEHHS MPETEH3UHN B IpoIecce
OCBOCHHS JTHUKH, ICTETHKH OOCTY)KMBAHHS, JTHKETa, MOPAJIW W HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEpTU(PUKAIMK ¥ YNPABICHUS KA4eCTBOM B cdepe CEpPBHUCHOTO
oOCTy’>KUBaHHS Ha TPAHCIIOPTE.

13. Meroasl pa3pabOTKM W UCIHOJB30BAHUS THUIIOBBIX TEXHOJIOTHUYECKHUX
IIPOLIECCOB.

14. Metonpl (GOpMHpPOBAaHUS W BHEAPCHHS KOPIOPATHBHBIX CTaHIAApPTOB W
PETIIAaMEHTOB TIPOIIECCOB 0OCTYKMBaHUS TTOTPEOUTENEH Ha TPAHCTIOPTE.

15. Meroapl B3aWMOJEHCTBHS C KIMEGHTAaMH [0 OpTaHM3AIMU TpoIecca
oOcITy>)kuBaHHS TOTpeOUTENel B cdepe TOCTSHPHUUMCTBA B MPOIECCE OCBOCHHS
OTUKW, OCTETUKH OOCTY)XKHMBaHWS, OTHUKETa, MOpPaId U  HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CEpTU(PUKAIMKN WU YNPaABICHUS KA4eCTBOM B c(epe CEepBHCHOTO
oOCTy)KUBaHMs Ha TPAHCIIOPTE.

Tunogwvle cumyayuonHwvle 3a0aHUs 015 peuenusl Ha NPAKMUYECKUX 3aHAMusaxX
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[Ipennoxxure  Meroabl  pa3pabOTKM M HCMOJIb30BAaHUA  TUIOBBIX
TEXHOJOTMYECKUX MPOLECCOB € YYETOM OCTETUKH OOCIYXMBaHHUS Ha NpUMeEpe
KOHKPETHOM OpraHu3aluu.

Tema 4. Otuka CpegHux BeKoB U Bo3poxaeHuns
Ilepeuenv munoswix 60npocos 0Jis1 yCMHO20 ONpoca
XpuctuaHckas 3Tuka. Teonunes.
EcTtecTBeHHBII 1 6OrOOTKPOBEHHBIN HPABCTBEHHBIE 3aKOHBI.
['ymanucTryeckas 3Tuka 3noxu Bo3poxaeHus.
AHTPONOLIEHTPU3M U TYMaHU3M.
OcHOBHBIE 0COOEHHOCTH MEXKYJIBTYPHOI'O pa3Hoo0pa3us o01IecTBa.
Mexanu3m oOecrieyeHuss TpeOyeMOro KayecTBa MPOLECCOB OKa3aHUs
yCIIYI, Ha OCHOBE KIHMEHTOOPUEHTHPOBAHHBIX TEXHOJOTMHM B MPOLECCE OCBOEHUS
OTUKW, OCTETUKH  OOCITY)KHMBAHMS, OSTUKETa, MOpPaJIM U  HPABCTBEHHOCTH,
CTaHJApTU3AIMH, CepTU(PUKAIMU U YNPaBICHUS KAayeCcTBOM B c(epe CepBHCHOIO
00CTy>KUBaHMs Ha TPAHCIIOPTE.

7. Mexanu3Mm cuctembl obecriedeHuss TpeOyemMoro KayecTBa IpOIECCOB
OKa3aHusl YCIAYyr B COOTBETCTBUM C MEXIYHApPOAHBIMU M HAlUUMOHAIbHBIMU
CTaHJapTaMU B TMPOIECCE OCBOEHUS JTHKH, 3CTETUKH OOCIY)KMBaHUS, JTHUKETA,
MOpajJd ¥ HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CEpTUDUKAIUMU U  YIPABICHUS
KayecTBOM B c(pepe cepBUCHOTO 00CTyKMBaHUS HA TPAHCIIOPTE.

8. MexaHu3M OKa3aHUs yCIyT B COOTBETCTBUM C 3asIBJICHHBIM Ka4€CTBOM B
IpoIecCe OCBOCHUS OTUKU, OCTETUKU OOCITYKUBaHUSA, OTUKETa, MOpaId W
HPABCTBEHHOCTH, CTaHAAPTU3AIMHU, CEePTHU(PUKALMM W YIOPABJICHHUS KAaueCTBOM B
cdepe CepBUCHOTO 0OCITYKUBAaHUS Ha TPAHCIIOPTE.

9. MarepuanbHble pecypchl, 000pyaOBaHUE ISl OCYIIECTBICHHUS IMpoliecca
cepBHuca.

10. MeToasl mpoBeneHUSI TMEPErOBOPOB C KIMEHTAMU IO MPETECH3MOHHBIM
CIy4asiM U MEXAHU3M OIPEJCIICHUS IPUYUH BOSHUKHOBEHUS IMPETEH3UM B IpOLIECCE
OCBOCHHUS JTHUKH, ICTETUKH OOCTYKMBAHHS, THKETa, MOPAJIM W HPABCTBEHHOCTH,
CTaHJApTU3ALMU, CEPTHU(PHUKAIMN U YNpaBICHHUs KAadeCTBOM B c(epe CEpBUCHOIO
oOCTy’>KUBaHHS Ha TPAHCIIOPTE.

11. Meronbl pa3pabOTKU W HUCHOJB30BAHUS THUIOBBIX TEXHOJOTHUECKUX
IIPOLIECCOB.

12. Metonsl (opMHupoBaHMS U BHEAPEHUS KOPHMOPATHUBHBIX CTAaHIAPTOB H
pEryIaMeHTOB IPOLECCOB 00CTYKMBaHUS TOTPEOUTENIEH HA TPAHCIIOPTE.

13. Metonsl B3aMMOJCHCTBHS € KIMEHTaMHM IO OpraHM3alMM Mpolecca
oOcITy>)kuBaHHs TOTpeOUTENeil B cdepe TOCTSHPHUUMCTBA B IPOIECCE OCBOCHHS
9TUKH, OCTETUKH  OOCIy)XMBAHMS, OSTUKETa, MOpPAIM U  HPABCTBEHHOCTH,
CTaHJAPTU3AlNU, CEPTHU(PHUKAUN U YNPABICHHUS KadyeCTBOM B c(epe CEpBUCHOTO
oOCy>KUBaHMS Ha TPAHCIIOPTE.

Tunogvle cumyayuonHwvle 3a0anus 015 peuenusl Ha NPAKMUYECKUX 3aHAMusaxX

[Ipennoxxure MexaHuU3M ONPEACIICHUS NPUYNH BO3ZHUKHOBEHHUS NPETEH3UH B
IIPOLIECCE OCBOEHUSI 3TUKH, 3CTETHKU OOCIYyKMBaHUS, 3TUKETA, MOPAIH H
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HPaBCTBEHHOCTH C YYE€TOM peaju3aldd €CTECTBEHHOIO0 M OOr0OTKPOBEHHOIO
HPABCTBEHHBIX 3aKOHOB Ha IPUMEPE KOHKPETHON OpraHU3aLUu.

Tema 5. Otuka HoBoro BpeMenu

Ilepeuenv munoswix 60npocos 0Jis1 yCMHO20 ONpoca

MopanbHas dunocodus HoBoro BpemeHu.

Teopus pa3yMHOI0 drousma.

Otnueckoe yuenue U. Kanra.

OTUYECKUN YTUIIUTAPU3M.

DTHKa MapKCcU3Ma.

Otnueckoe yuenne O@. Hune.

DOTHYECKHME  BO33pEHHS]  NPEACTABUTENEH  PYCCKOW  PEIUTHMO3HOM
dunocodumn.

8. OcHOBHBIE 0COOEHHOCTH MEXKYJIBTYPHOI'O pa3HooOpa3us o01IecTBa.

9. Mexanusm oOecrieyeHus: TpeOyeMOro KayecTBa MPOIECCOB OKa3aHUs
yCIyT, Ha OCHOBE KIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTMI B MPOIECCE OCBOCHMS
OTUKW, OCTETUKH  OOCHY)KMBAHMS, OTUKETa, MOpPaJIM U  HPABCTBEHHOCTH,
CTaHJApTU3AIMH, CepTU(PHUKAIMU U YNPaBICHUS KAayeCTBOM B c(epe CepBHCHOIO
o0CTy>KUBaHMS Ha TPAHCIIOPTE.

10. MexaHnu3sM cucTeMbl oOOecrieueHuss TpeOyeMoro KadecTBa IPOIECCOB
OKa3aHusi YCIYyr B COOTBETCTBUM C MEXKIYHAPOAHBIMU M HAlUOHAIbHBIMU
CTaHJapTaMyd B TMPOIECCE OCBOEHUS JTHKH, 3CTETUKH OOCIY)KMBaHUS, JTHUKETA,
MOpajqd ¥ HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CEpTUDUKAIMU U  YIPABICHUS
KayecTBOM B c(pepe cepBUCHOTO 00CTyKMBaHUS HA TPAHCIIOPTE.

11. MexaHu3M OKa3aHUs yCIyr B COOTBETCTBHM C 3asIBJIEHHBIM Kauy€CTBOM B
IpoIecce OCBOCHUS OTUKHU, OCTETUKU OOCTY)KHMBAaHUS, OTHUKETa, MOpaiud U
HPABCTBEHHOCTH, CTaHAAPTU3AIMHM, CEePTHU(PUKAIMM W YIOPABJICHHUS KAauyeCTBOM B
chepe cepBUCHOTO 00CITY)KUBaHHS HA TPAHCIIOPTE.

12. MatepuanbHbie pecypchl, 00OpyAOBaHHME MJisi OCYHIECTBICHHS TMpoliecca
cepBuca.

13. Meronpl NpoBeAEHUs MEPErOBOPOB C KIMEHTaMU MO TNPETECH3UOHHBIM
CIIy4astM M MEXaHHU3M OIPEJEIICHNs IPUYUH BO3ZHUKHOBEHUS NPETEH3UN B IPOLECCE
OCBOEHHSI 3THUKH, ICTETHKU OOCITY)XKMBaHMs, 3TUKETa, MOpPAIM U HPABCTBEHHOCTH,
CTaHJApTU3ALMU, CEPTHU(PHUKAIMN U YIpaBICHHUs KAadeCTBOM B c(epe CEpBUCHOIO
oOCTy’>KUBaHHS Ha TPAHCIIOPTE.

14. Mertonpl pa3pabOTKM W HUCHOJB30BAaHUS THUIOBBIX TEXHOJOTHUECKUX
IIPOLIECCOB.

15. Metonsl (opmupoBaHMS U BHEAPEHUS KOPIOPATUBHBIX CTaHAAPTOB U
pPErJIaMEeHTOB IPOLECCOB 00CTYKMBaHUS TOTPEOUTENEH Ha TPAHCIIOPTE.

16. Metonsl B3aMMOZCHCTBHS € KIMEHTaMHM IO OpraHM3alMM Mpolecca
oOcITy>)kuBaHHS TOTpeOUTENeil B cdepe TOCTEHPHUUMCTBA B IPOIECCE OCBOCHHS
OTUKH, OCTETUKH  OOCIY)KMBAHMS, OSTUKETa, MOpPaIM U  HPABCTBEHHOCTH,
CTaHJAPTU3ALMH, CEpTU(PUKALMU MU YNPABICHUS KAayeCcTBOM B c(epe CEepBHCHOIO
00CITy’)KHBaHMSI HA TPAHCIIOPTE.

NoaksowhE
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Tunogvle cumyayuonHwvle 3a0aHus 015 peuenusl Ha NPAKMUYECKUX 3aHAmusix

[Ipennoxkure MexaHW3M OKa3aHHUsl YCIYr B COOTBETCTBUU C 3asIBICHHBIM
KaueCTBOM B IPOLIECCE OCBOCHMS ITUKHU, ICTETUKHU OOCTY>KUBaHUS, STUKETA, MOPAIU
U HPaBCTBEHHOCTH, CTaHJApPTU3AIMHU, CEPTU(DPUKALMU U YNPaBICHUS KAaYECTBOM C
yU4eTOM pealu3alui TEOPUU pa3yMHOro »5Srom3mMa Ha IMpuUMepe KOHKPETHOMU
OpraHu3aluu.

Tema 6. AkTyasibHbIE POOIEMBI COBPEMEHHOMN ITUKU

Ilepeuenv munoswix 60npocos 0Jis1 yCMHO20 ONpoca

OcCHOBHBIC HaIlpaBJICHUS B PA3BUTUH dTUYCCKON MbICTH XX BeKa.

PenaruBucrckas 3TuKa MOCTMOIEPHU3MA.

Kpusuc Mopanu 1 HpaBCTBEHHOCTH.

Heo6xoauMocTs nepexoia K TYMaHUCTHYECKOM dTUKE OyyIero.

[TpoGneMbl OGMOITUKU, TOTEPAHTHOCTH, COOTHOIIIEHUE ATUKH U OU3HECA.
OcHOBHBIE 0COOCHHOCTH MEXKYJIBTYPHOT'O pa3HOOOpa3usi 00IecTBa.
Mexanu3m oOecrieueHus: TpeOyeMoro KauecTBa IMPOIECCOB OKa3aHMS

yCIIYT, Ha OCHOBE KIHWEHTOOPHUEHTHPOBAHHBIX TEXHOJOTHM B MPOIECCE OCBOCHUS

OTUKW, OCTETUKH  OOCITY)KMBAaHHWS, JOTUKETa, MOpPaJIM U  HPABCTBEHHOCTH,

CTaHJApTU3alMK, CepTU(UKAIMK W YIPABICHUS Ka4eCTBOM B cepe CepBHCHOIO

00CITy>)KUBaHHS HA TPAHCIIOPTE.

8. MexaHu3M cucteMbl obOecriedeHuss TpeOyemMoro KayecTBa IPOIECCOB
OKa3aHMUs YCIYT B COOTBETCTBHM C MEXKIYHAPOAHBIMM M HalMOHAIbHBIMU
CTaHJapTaMyd B TMPOIECCE OCBOEHUS JTHKH, 3CTETUKH OOCIY)KMBaHUS, JTHUKETA,
MOpajqd ¥ HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CEpTUDUKAIMU U YIPABICHUS
KayecTBOM B c(pepe cepBUCHOTO 00CTyKMBaHUS HA TPAHCIIOPTE.

9. MexaHu3M oKa3zaHUs yCIyT B COOTBETCTBUU C 3asiBJICHHBIM KauyeCTBOM B
IpoIecCe OCBOCHUS OTUKHU, OCTETUKU OOCITY)KMBAaHUS, DOTHUKETa, MOpail U
HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CEePTHU(PUKAIUU W YIOPABICHHUS KAaueCTBOM B
chepe cepBUCHOTO 00CITY>)KUBaHMS HA TPAHCIIOPTE.

10. MatepuanbpHbie pecypchbl, 00OpyAOBaHUE MJiA OCYIIECTBICHUS Ipoliecca
cepBuca.

11. MeToasl mpoOBEAEHUSI TEPETOBOPOB C KIMEHTAMU IO MPETCH3MOHHBIM
CIIy4asiM ¥ MEXaHHU3M OIPEJICICHHs MPUYNH BO3HUKHOBEHHS MPETEH3UH B MpOIecce
OCBOCHHUS JTHUKH, ICTETUKH OOCTYKMBAHHS, JTHKETa, MOPAJIW W HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEpTU(PUKAIMK ¥ YNPaBICHUS KAa4eCTBOM B cdepe CEpPBHUCHOTO
oOCTy’>KUBaHMS HA TPAHCIIOPTE.

12. MeTtoasl pa3pabOTKM W HWCIONB30BAHUS THIIOBBIX TEXHOJIOTHYECKUX
MPOLIECCOB.

13. Metoasl (popmMupoBaHHS W BHEAPEHHUS KOPHOPATHUBHBIX CTAaHIAApPTOB W
PETIIaMEHTOB TIPOIIECCOB 0OCTY)KHBaHUS MTOTPEOUTENICH HA TPAHCIIOPTE.

14. MeTonasl B3aUMOJEWCTBUS C KIMEHTAMH 10 OpraHW3aldyd Ipoiecca
oOCy)KMBaHMS TMOTpeOuTEeNneld B cdepe TOCTEeNPUUMCTBA B MPOIIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCTY)XKHMBaHWS, JOTHUKETa, MOpPaJIM W  HPABCTBEHHOCTH,
CTaHIapTU3AINH, CEPTUDHUKAIINN U YIIPABICHUS KA4eCTBOM B c(hepe CepBUCHOTO

NoakowneE
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00Cy’KMBaHMSI HA TPAHCIIOPTE.
Tunosvie cumyayuonnvle 3a0aHus 071 peuerus Ha NPAKMU4ecKux 3aHAmusIx
[Ipennoxxure MexaHU3M ONpENESeHUs] NMPUYUH BO3HUKHOBEHUS NMPETEH3HH B
MpPOLIECCE OCBOEHUS OSTUKH, 3CTETUKM OOCITY)KMBaHMS, JTHKETa, MOpaIU U
HPaBCTBEHHOCTH, CTaHAAPTU3ALMH, CEPTU(UKAIUU U YIPABICHUS KaueCTBOM C
YU4ETOM pealiu3allii KpU3uca MOpaid U HPABCTBEHHOCTU HA NPHUMEpPE KOHKPETHOM
OpraHu3aluu.

Tema 7. [IpodeccuonanpHas 3TUKa U €€ B3aMMOCBS3b ¢ 001Iel Teopuei
Mopau

llepeuenv munoswix 60npocos 0Jisk yCMHO20 ONpPoca

1. Tlonsitue Mopaiu U ee CBsA3b C JPYyruMu (opmMamMu OOUIECTBEHHOTO
CO3HAHMHI.

2. CaoticTBa Mopanu. MopanbHOE CO3HaHUE M MOpabHas MPAKTHKA.

3. MopanbHble TPUHITUIIBI, HOPMBI, IICHHOCTH M U7CaJbI.

4. Penuruosnas, HATYpaTUCTHYCCKAS (9BOJTFOIIMOHUCTCKAS ),
COLIMOJIOTUYECKAsT KOHIICTIIIH ITPOUCXOKICHHS MOPAJTH.

5. MHcropudeckoe pa3BUTHE MOPAIIH.

6. IIpodeccuonanbHasi dTHKAa KaK CBOJ HPAaBCTBEHHBIX TpeOOBaHMUIA,
OTIPEIETISIONINX OTHOIIIEHUE YeJIOBEKa K CBOEMY PO ECCUOHATBFHOMY JIOJITY.

7. MHuoroo6pasue npoheccuoHaNbHBIX 3TUK U UX BHYTPEHHEE €MHCTBO.

8. Teoperndeckuii ¥ HOPMATUBHBIA YPOBHU MPO(PECCHOHATBHOMN ITHKHU.

9. ®ynkuuu npodecCHOHaATBHON ITHUKH.

10. DBomronus npodeccuoHaTbHON THKHY.

11. OTHomIeHHE K TPYAY HA PA3HBIX HICTOPHUUECKUX dTaATaX.

12. TIporecTtaHTCKas 3THKA O TPOQPECCHOHATLHOM MTPU3BAHUMU.

13. Tlonsitue, BUIBI U PYHKITUHA TPOGHECCHOHATBHBIX ATHYECKUX KOJACKCOB.

14. TIpodeccuonanbHbie ITHUECKHE KOJIEKCHI B cpepe cepBuca U Typusma.

15.  OcHOBHBIC 0COOCHHOCTH MEXKYIBTYPHOTO pa3HO0Opa3us 00IIecTRa.

16. Mexanusm oOecriedeHus: TpeOyeMOro KayecTBa IPOIECCOB OKa3aHMS
YCIIyT, Ha OCHOBE KJIMEHTOOPHEHTHPOBAHHBIX TEXHOJOTHH B TPOIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCTY)KMBAaHHS, OTHUKETa, MOpPaJId UM  HPABCTBEHHOCTH,
CTaHJApTU3AINH, CepTU(PUKAIMKN U YNPaBICHUS KAa4eCTBOM B c(epe CepBHCHOIO
oOCTy’>KUBaHHS Ha TPAHCIIOPTE.

17. MexaHu3M CcHCTeMBbI oOecriedeHHusT TpeOyeMOro KayecTBa ITPOICCCOB
OKa3aHWsS YCIYT B COOTBETCTBHM C MEXKIYHAPOAHBIMH W HAIMOHATHHBIMU
CTaHJapTaMUd B TPOIECCE OCBOEHUS OJTHKH, JCTETUKH OOCITY)KMBaHUS, JTHUKETA,
MOpalli ¥ HPABCTBEHHOCTH, CTaHAAPTU3AINH, CepTUDHUKAIMU W  YIPABJICHHS
KauecTBOM B cpepe CEepBUCHOTO 0OCITy>KUBaHUS HA TPAHCIIOPTE.

18. MexaHu3M OKa3aHHs YCIYT B COOTBETCTBHUH C 3asBIICHHBIM KaueCTBOM B
MpOIIeCCe OCBOEHUS OTUKH, OCTETUKH OOCITYy)KMBaHHS, OJTHKETa, MOpaId U
HPABCTBEHHOCTH, CTaHIApTHU3AIlMH, CEPTU(PUKAIMK W YIPaBICHUS KAa4eCTBOM B
cdepe cepBUCHOTO O0CTYKUBAHUS Ha TPAHCIIOPTE.

19. MarepuanbHble pecypchl, 000pyAOBaHHUE IJIsi OCYIIECTBICHHUS IpoIlecca
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CepBHCa.

20. Meroasl mpoBeAEHUS NEPErOBOPOB C KIMEHTAMU MO MPETEH3MOHHBIM
CIIy4astM ¥ MEXaHHU3M OIpEJEICHHs] MPUYNH BO3HUKHOBEHUS MPETEH3UN B IMpoliecce
OCBOCHHS 3THUKH, ICTETHKH OOCIYKHUBaHHS, STUKETA, MOPAJIM W HPABCTBEHHOCTH,
CTaHJAPTU3ALMH, CEepTU(PUKALMU MU YNPABICHUS KAYeCTBOM B c(epe CEpBUCHOTO
o0CTy’)KMBaHMsI HA TPAHCIIOPTE.

21. Metoapsl pa3pabOTKM W UCIOJIb30BAHUS THUIIOBBIX TEXHOJOTHMYECKHX
IIPOLIECCOB.

22. Mertoasl (opMUpOBaHUA W BHEIPEHHUS KOPIOPATHUBHBIX CTaHAAPTOB U
pErIaMeHTOB IIPOLIECCOB 0OCITYKUBAaHUS TOTPEOUTENIEH HA TPAHCIIOPTE.

23. Mertoapsl B3aMMOJEWCTBHS C KIMEHTaMH [0 OpraHu3aluy Ipolecca
oOciykuBaHMsl MOTpeduTened B cepe TOCTENPUUMCTBA B IPOLECCE OCBOCHHUS
OTUKW, OCTETUKH  OOCITY)KHMBAHMS, JSTUKETa, MOpPaJIM U  HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CepTU(PUKAIMU U YNPaBIEHUS KauecTBOM B c(epe CepBHCHOIO
o0CiTy’)KMBaHMsI HA TPAHCIIOPTE.

Tunosvie cumyayuonHvle 3a0aHUs 018 peuleHus Ha NPAKMu4ecKux 3aHAMusX

[Ipennoxxkure MexaHU3M CHUCTeMbl oOecreyeHusi TpeOyeMoro KayecTBa
IPOIIECCOB OKa3aHUsl YCIYT B COOTBETCTBUU C MEKIYHAPOJAHBIMUA M HAIMOHAIBHBIMU
CTaHJapTaMyd B TMPOIECCE OCBOEHUS JTHKH, 3CTETUKH OOCIY)KMBaHUS, JTHUKETA,
MOpajd ¥ HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CEpTUDUKAIUMU U  YIPABICHUS
Ka4eCTBOM C YUETOM peaHu3alii BOJIIOLMH NPOPECCUOHATBHON 3TUKU Ha IPUMEpe
KOHKPETHOI OpraHu3aluy.

Tema 8. Ilpodeccust u nmmunocts. HpaBcTBeHHAs KynbTypa npodeccruoHata
Ilepeuens munosvix 60npocos 0151 yCMHO20 0npoca

IIpodeccronanbHple COCIOBUS U OOIIECTRO.

[TonsiTue u sBOMIONUS TPOdEecCHOHATN3MA.

[Ipodeccuonanbaast coBecTh U MPO(PecCHOHATBHBIN JTOJT.

HpascTBeHnHas KynbTypa npodeccruoHania.

MecTo 3THYECKOT0 KOJIeKca B MPOQECCUU.
[TpodeccrnonanbHO-HPAaBCTBEHHBIE TPECTABICHNUS, YOSKICHUS U YyBCTBA
B CTPYKTYPE HPABCTBEHHOTO CO3HAHUS CIICIIMAIIUCTA IO CEPBUCY.

7. TlpoGnemsl KynbTUBHpOBaHUS podeccronanusma B Poccun.

8. MexanusMm GopmMupoBaHUS OKa3aHUS YCIYT B COOTBETCTBUU C 3asIBJICHHBIM
KauyeCTBOM.

9. OcHOBHBIE 0COOCHHOCTH MEXKKYJIBTYPHOT'O pa3HOOOpa3us 00IIecTBa.

10. Mexaam3m oOecriedeHuss TpeOyeMOro KadecTBa MPOIECCOB OKa3aHUS
YCIIyT, HA OCHOBE KJIMEHTOOPHEHTHPOBAHHBIX TEXHOJOTHH B TIPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)XKMBAaHHS, OTHUKETa, MOpPaJIM UM  HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CEpTU(PUKAIMKN WU YNPaABICHUS KA4eCTBOM B c(epe CEepBHCHOTO
oOCITy’>KUBaHHS Ha TPAHCIIOPTE.

11. Mexanu3M CcHUCTEMBI oOecmedeHus TpeOyeMOoro KadecTBa MPOIIECCOB
OKa3aHMWS YCIYT B COOTBETCTBHM C MEXKIYHAPOAHBIMH W HAIMOHATHHBIMU
CTaHJapTaMu B MPOIIECCE OCBOCHUS 3THUKH, ICTETHUKU OOCITYXKUBAaHUS, DTHKETA,
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MOpall ¥ HPaBCTBEHHOCTH, CTaHAAPTU3allMH, CEPTUPUKALUKA U YIPaBICHUA
KaueCTBOM B cpepe CEpBUCHOI0 00CTYKUBaHUS HA TPAHCIIOPTE.

12.  MexaHu3M OKa3aHUs YCIYT B COOTBETCTBHUH C 3asBICHHBIM Ka4€CTBOM B
NpOIECCe OCBOCHHSI OJTUKH, OCTETHKH OOCIYy)XHBAaHHSA, JTHKETa, MOpald U
HPAaBCTBEHHOCTH, CTAaHAAPTU3AINH, CEPTHU(PUKAIUU W YIPABICHUS KauyeCTBOM B
chepe cepBUCHOTO 00CITYy>)KUBaHUS HA TPAHCIIOPTE.

13. MarepuanbHble pecypchl, 00OpyAOBaHHE AJi OCYLIECTBIEHHUS Mpolecca
cepBuca.

14. Metonpl TpOBENEHUS TEPETOBOPOB C KIMEHTAMHU IO MPETEH3MOHHBIM
CITydasiM.

15. MexaHu3M ompeneicH:us MPUINH BOSHUKHOBEHUS TPETEH3UN B IMpOIEcce
OCBOGHHS ITHUKH, JCTETHKH OOCITY)XMBAHHS, 3TUKETa, MOpPAIM W HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CEPTHUPHUKAIMN U YNPaBICHHUS KadyeCTBOM B cdepe CEepBHUCHOTO
00CITy>KUBaHMS Ha TPAHCIIOPTE.

16. Meronbl pa3pabOTKM W HUCIOJB30BAaHUS THUIOBBIX TEXHOJOTHYECKUX
TPOIIECCOB.

17. Metonsl opMHpOBaHHS W BHEAPEHUS KOPHMOPATHBHBIX CTAHAAPTOB H
pErJIaMeHTOB MPOIECCOB 00CTYKMBaHHUS TOTPEOUTENICH Ha TPAHCIIOPTE.

18. Metonsl B3aWMOJCHCTBHSI C KIMCHTaMH IO OpTraHM3AIMH Mpolecca
oOCTyXMBaHHs TMMOTpeOuTeNeld B cdepe TOCTEIPUUMCTBA B TPOIECCE OCBOCHUS
ATUKH, OCTETUKU OOCIyKHMBaHUS, OSTHUKETa, MOpPaIM U  HPABCTBEHHOCTH,
CTaHJAPTU3ALMN, CEPTU(PHUKAUN U YNPABICHUS KadyeCTBOM B c(epe CEpBUCHOTO
o0CITy’)KMBaHMsI Ha TPAHCIIOPTE.

Tunoswvie cumyayuonHvle 3a0aHus 011 peuleHus: Ha NPaKMu4ecKux 3aHAMmusx

[Ipennoxure MeToIbl B3aUMOJEHCTBUS C KIMEHTAaMU [0 OpraHU3aluU
nmpoiecca OOCITy)KMBaHUS TIMOTpeOuTenerd B cdepe TocTenpuuMcTBa B IIpoOIEcce
OCBOEHHS 3TUKH, ICTETHKH OOCIY)XKMBaHMs, 3TUKETa, MOpPAJIU U HPABCTBEHHOCTH,
CTaHJApTU3ALNU, CePTUPUKAIMU U YNPaBICHUS Ka4eCTBOM C YYETOM peau3aluu
npo¢eCCUOHATBHON COBECTU U MPO(ECCHOHATBHOTO JIOTra Ha MPUMEPEe KOHKPETHOM
OpraHu3alUN.

Kypc 3 (cemectp 5)
Tema 9. OcHOBHBIC YPOBHHM BUJIEHUS OM3HECA U COOTBETCTBYIOIIHME HOPMBI B
cthepe ycayr
Ilepeuenb munosvix 60Npocos 0ist YCMHO20 ONPoca
Br16op cpenctB usmMepeHuii.
OCHOBBI TOCYAAPCTBEHHON CUCTEMBI CTAaHAAPTH3AIUH.
MeTobI CTaHAPTU3AIAN YCITYT.
Benenwne B cepTudukanmio.
CepTudukarys cucteM KadecTsa.
Hopwmsl B cdhepe ycyr.
Mexaau3m oOecrieueHusT TPeOyeMOTo KadecTBa MPOIECCOB OKa3aHUS
yCIIyT, HA OCHOBE KJIMEHTOOPHEHTHPOBAHHBIX TEXHOJOTHUH B TIPOIECCE OCBOCHUS
OTHKH, ICTCTUKH OOCITYXHBaHWs, STHKETa, MOPAI W HPABCTBCHHOCTH,
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CTaHJAPTU3AINH, CEPTHU(PHUKAIMN U YNPaABICHHUS KadyeCTBOM B cdepe CEepBHUCHOTO
00CITy>)KMBaHHsI HA TPAHCTIOPTE.

8. MexaHnus3m cucTeMbl obOecredeHusi TpeOyeMOro KayecTBa MpOIECCOB
OKa3aHUS YCIYT B COOTBETCTBUU C MEXKIYHApPOAHBIMA ¥ HalMOHAJIBbHBIMH
CTaHJApTaMHU B TMPOLIECCE OCBOCHHUS OTHKH, ICTETUKH OOCTYXMBAaHUS, STHKETa,
MOpaql W HPABCTBEHHOCTH, CTAaHAAPTU3AlNU, CEPTUDUKANMUA W yIPaBICHHUS
KauecTBOM B cpepe CEpBUCHOI0 0OCIyKUBAaHUS HA TPAHCIIOPTE.

9. MexaHu3M OKa3aHUS YCIyT B COOTBETCTBUU C 3asBJICHHBIM KaueCTBOM B
NpOIECCe OCBOCHHSI OJTHUKHM, OCTETHKH OOCIYy)XKHBAaHHSA, OTHKETa, MOpald U
HPaBCTBEHHOCTH, CTAaHIAPTU3AlMU, CEPTH(PUKAIMN U YIPABICHUS KadyeCTBOM B
chepe cepBUCHOTO 00CITYy>)KUBaHUS HA TPAHCIIOPTE.

10. MarepuanbHble pecypchl, 000pyaOBaHWE IS OCYIIECTBICHHS IMpoliecca
cepBuca.

11. Metonsl TpOBEACHHUs MEPETOBOPOB C KIMEHTAMU MO TMPETECH3MOHHBIM
CllydasiM U MEXaHU3M ONPEJICIICHUs] TPUYUH BOSHUKHOBECHHS MPETCH3UI B MpoIiecce
OCBOCHHS JITHUKH, JCTETHKH OOCITY)XMBAHHS, 3TUKETa, MOpPAIM W HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CEPTH(PUKAIMN U YIPABICHHUS KadeCTBOM B cdepe CEepBUCHOTO
0OCITy>)KMBaHHsI HA TPAHCIIOPTE.

12. Meronbl pa3pabOTKM W HUCIOJB30BAaHUS THUIOBBIX TEXHOJIOTHYECKUX
TPOIIECCOB.

13. Metoasl (QopmMupoBaHMS W BHEAPEHUS KOPHOPATUBHBIX CTAHIAPTOB U
PErJIaMEHTOB MPOLIECCOB 0OCTYKMUBaHUS TOTPEOUTENEH HAa TPAHCIIOPTE.

14. MeTonsl B3aUMOJEWMCTBUS C KIMEHTaMH [0 OpraHu3aluy Ipoliecca
oOcimy>KMBaHMsI TOTpeOuTeNe B cdepe TOCTENPUUMCTBA B TPOIECCE OCBOCHMUS
OTUKW, OCTETUKH  OOCHYKMBAaHMS, OTHUKETa, MOpPaJIM U  HPABCTBEHHOCTH,
CTaHJApTU3AINH, CepTU(PUKAIMU U YNPaBICHUS KAa4eCTBOM B c(epe CepBHCHOIO
00CITy>)KUBaHHS Ha TPAHCIIOPTE.

Tunosvle cumyayuoHHbvle 3a0aHus 0l peuleHUus Ha NPAKMU4ecKux 3aHamusix

[Ipennoxxkure Metoasl (OPMHUPOBAHUS U  BHEAPEHHUS  KOPIOPATHUBHBIX
CTaHJapTOB M PETJIAMEHTOB MPOILIECCOB OOCITY)KMBAHHUS MOTPEOUTENCH C Yy4EeTOM
peann3alyy METO0B CTaHIapTU3AIMH YCIYT Ha IpUMepe KOHKPETHON OpraHU3allHH.

Tewma 10. IIpuHIHIIBI KOPIIOPATHBHOM OTBETCTBEHHOCTH B chepe yCIyT

llepeuenb munogvix 60npocos 0Jisi YCMHO20 ONpocd

1. TlpuHuuIBl cTaHAAPTU3AIMHN.

2. TIpuHIMIBI KOPIIOPATHUBHOM OTBETCTBEHHOCTH B cpepe YCIyT.

3. Kareropun crangaptos.

4. Bujabl cTaHAAPTOB U KOPIOPATUBHOM OTBETCTBEHHOCTH B c(Pepe yCIIyT.

d. MexaHnusMm cucTeMbl oOecrieueHHs TpeOyeMoro KadecTBa IPOIECCOB
OKa3aHMs yYCIyr B COOTBETCTBUU C MEXAYHAPOJHBIMH U HAIIMOHAIBHBIMHU
CTaHJapTaMU B TMPOILIECCE OCBOCHUS ITHUKH, ACTETUKU OOCITYKMBAaHUS, STHUKETA,
MOpajdd M HPABCTBEHHOCTH, CTaHAAPTH3AIMH, CEPTUDUKAIUKA U  YIPABICHUS
KaueCTBOM B cepe CEepBUCHOr0 OOCTYKMBAaHUS HA TPAHCIIOPTE.

70



6. MexaHu3M OKa3aHUS YCIYT B COOTBETCTBUU C 3asBJICHHBIM KaueCTBOM B
NpOIECCe OCBOCHHSI OTUKHM, OCTETHKH OOCIYy)XHBAaHHSA, OTHKETa, MOpald U
HPAaBCTBEHHOCTH, CTAaHIAPTU3AINH, CEPTH(PUKAIMN W YIPABICHUS KayeCTBOM B
cthepe cepBUCHOTO 00CITy>KUBaHUS HA TPAHCIIOPTE.

7. MarepuanpHble pecypchl, 000pyIOBaHHE [JIsl OCYHIECTBICHUS Tpoliecca
cepBuca.

8. Meroapl TpoOBEACHHs TEPETOBOPOB C KIMEHTAMH IO NPETEH3MOHHBIM
ClIydasiM U MEXaHW3M ONpEJEIICHUs] TPUYUH BOSHHUKHOBEHHS MPETEH3UI B Mpolecce
OCBOCHHS JITHUKH, JCTETHKH OOCIY)XHBAaHHS, 3TUKETa, MOpPAIM U HPABCTBEHHOCTH,
CTaHJAPTU3AINN, CEPTH(PUKAIMN U YIPABICHHUS KadeCTBOM B cdepe CEepBUCHOTO
00CTy>KUBaHMs HA TPAHCIIOPTE.

9. Meroapl pa3pabOTKM W HWCIOJIB30BAaHUS THUIOBBIX TEXHOJIOTHUYECKUX
IPOIIECCOB.

10. Metonsl opmupoBaHHMST W BHEAPEHUS KOPIOPATHUBHBIX CTaHIAPTOB U
pErIaMeHTOB MPOIECCOB 00CTYKMBaHHUS MTOTPEOUTENICH Ha TPAHCIIOPTE.

11. Metonsl B3aWMOJCHCTBHSI C KIMCHTaMH TI0 OpTraHM3aIMH Mpolecca
oOCTy)XMBaHHs TMMOTpeOuTeNeld B cdepe TOCTEIPUUMCTBA B TPOIECCE OCBOCHUS
OTHKH, OCTETUKA OOCITYXMBaHUs, OTHUKETa, MOpPAIA W HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CEPTHU(PUKAIMU U YNPaBICHHUS KadyeCTBOM B cdepe CEepBHUCHOTO
0OCITy>)KMBaHHsI HA TPAHCIIOPTE.

Tunoswvie cumyayuonHvle 3a0aHUs 01 peuleHUs Ha NPAKMUYEeCKUX 3AHAMUSX

[lpemmoxuTe METOABI TPOBEACHHUS TIEPETOBOPOB C  KIMEHTAMH  I10
NPETEH3MOHHBIM CIIy4asM C y4eTOM peaju3allid MPUHITUIIOB CTaHJIApTH3AIUN Ha
nprMepe KOHKPETHOW OpraHu3aliy.

Tema 11. DTuueckue OCHOBBI MPO(ECCHOHATBLHON NESITEILHOCTH B cdepe
ycayr

Ilepeuenb munogvix onNpocos 0ist YyCMHO20 ONPoca
MopabHbIC HOPMBI B TTPHHIIAITEI B 00CITY>KUBaHUH.

OTBETCTBEHHOCTH paOOTHUKA CEPBHCA TIEPE]] KIIHEHTOM.
MopanbsHbIif 00JIUK paOOTHHUKA CEPBHCA.

[ToBenenue pabOTHHKA CEPBUCA B CIIOKHBIX 3TUYECKUX CUTYAIUAX.
[TonsiTHe ¥ MOKa3aTENN KauecTBa 00CITY KHBAHUS.
MexayHapoHbIe CTaHIAPThI KauecTBa 00CITy KIUBAHUS.

MexaHu3M CHCTEMBbI OOECIeUYeHHS TpPeOyeMoro KadecTBa ITPOIIECCOB
OKa3aHWsS YCIYT B COOTBETCTBHH C MEXIYHApPOAHBIMH ¥ HAIMOHAJIHHBIMU
CTaHJapTaMUd B TPOIECCE OCBOEHUS OJTHKH, JCTETUKH OOCITY)KMBaHUS, JTHUKETA,
MOpalli ¥ HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEepTUDHUKAIMU W YIPABICHHS
KauecTBOM B cpepe CEepBUCHOTO 0OCITy>KUBaHUS HA TPAHCIIOPTE.

8. MexaHu3M OKa3aHUS yCIyT B COOTBETCTBUU C 3asIBJICHHBIM Ka4yeCTBOM B
MpOIIeCCe OCBOEHUS OTUKH, OCTETUKH OOCITYy)KMBaHHS, OJTHKETa, MOpaId U
HPABCTBEHHOCTH, CTaHIApTHU3AIlMH, CEPTU(PUKAIMK W YIPaBICHUS KAa4eCTBOM B
cdepe CepBUCHOTO OOCITYKUBAHUS HAa TPAHCIIOPTE.

9. MarepuanbHble pecypchl, 000OpyIOBaHHUE ISl OCYIISCTBICHUS TIpoliecca
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CepBHCa.

10. MeToapl mpoBeaEHUs MEPErOBOPOB C KIMEHTAMU IO MPETEH3MOHHBIM
CIIly4astM ¥ MEXaHHM3M OIpEJEeIeHHs] MPUYUH BO3HUKHOBEHUS MPETEH3UI B Ipolecce
OCBOCHHS 3THUKH, ICTETHKH OOCIY)KMBaHHS, STUKETa, MOPAJIM U HPABCTBEHHOCTH,
CTaHJAPTU3ALMH, CEepTU(PUKALMU MU YNPABICHUS KAYeCTBOM B c(epe CEpBUCHOTO
o0CTy’)KMBaHMsI HA TPAHCIIOPTE.

11. Metoapl pa3paOOTKM U HCIONb30BAaHUSA THUIOBBIX TEXHOJIOTMYECKUX
IIPOLIECCOB.

12. Metoasl (GopMuUpOBaHMS M BHEAPEHUS KOPHOPATUBHBIX CTAHIAPTOB H
pErIaMeHTOB IPOLECCOB 00CTYKUBAaHUS TOTPEOUTENIEH Ha TPaHCIIOPTE.

13. Metoasl B3aUMOJAEHMCTBUS C KJIMEHTaMHU [0 OpraHu3aluy Ipoliecca
oOciykuBaHMsl MOTpeduTened B cepe TOCTENPUUMCTBA B IPOLECCE OCBOCHHUS
OTUKH, OCTETUKH  OOCITY)KMBAHMS, OSTUKETa, MOpPaJIM U  HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CepTU(PUKAIMU U YNPaBIEHUS KauecTBOM B c(epe CepBHCHOIO
o0CiTy’)KMBaHMsI HA TPAHCIIOPTE.

Tunosvie cumyayuonHvle 3a0aHUs 018 peuleHus Ha NPAKMu4ecKux 3aHAMusX

[Ipennoxkute MeTOABI MPOBEAEHUS TEPErOBOPOB €  KIMEHTaMH IO
NPETEH3MOHHBIM CJydasM M MEXaHU3M OIpeAeNieHUs MPUYUH BO3HUKHOBEHMS
NPETEeH3UI B MPOIECCe OCBOCHUS ITUKH, 3CTETUKH OOCITY>)KMBaHUSI, STUKETa, MOPAJIU
U HPAaBCTBEHHOCTH, CTaHIApTHU3ALMU, CEPTHUPUKALUMU U YIPABICHHUS KAYECTBOM C
y4ETOM peajii3allud MEXaHU3Ma OTBETCTBEHHOCTH pabOTHUKAa cepBUCa Iepen
KJIMEHTOM Ha MpUMepe KOHKPETHOW OpraHu3aluy.

Tema 12. DcTeTnka o0CTyKUBaHUS

Ilepeuens munosvix 60npocos 0151 yCMHO20 0npoca

[ToHsiTHE ¥ COCTABISAIONINE ICTETUKU O0CTY>KUBAHHUS.

[IpaBuiia ohopmiIeHUS KOHTAKTHOM 30HBI.

[lcuxomorus BOCHIpUSATHS 1[BETa. DPrOHOMHUKA.

TpeOoBaHMs K BHEITHEMY BHYy paOOTHUKA CEPBHUCA.

OO01ieHre Kak HpaBCTBEHHAS IIEHHOCTb.

BepbanbHast 1 HeBepOanbHAasi COCTABISIOMINE KYIbTYPhI OOIICHHUS.
KoMMmyHukatuBHas KynbTypa paOOTHHKA CEpBHCA.

OTUYECKUE AacTleKThl yMEHHsS CilylmaTh H TOBOpUTh. TpeboBaHwms,
MpPEeIbABIIEMbIC K peUd paOOTHHUKOB CEPBHUCA.

9. Ilpuembl, HampaBleHHbIE Ha pPa3BUTHE KOMMYHHKATHBHBIX HABBIKOB
paboTHUKOB cepBuca. [IpueMbl mpodeccnoHaIBLHOTO CIYIIAHMUS.

10. MexaHu3m cHCTeMBbl oOecriedeHusT TpeOyeMOro KadyecTBa ITPOIECCOB
OKa3aHMWS YCIYT B COOTBETCTBHM C MEXKIYHAPOAHBIMH W HAIMOHATHHBIMU
CTaHJapTaMUd B TPOIECCE OCBOEHUS OJTHKH, 3CTETUKH OOCIY)KMBaHUS, JTHUKETA,
MOpalli ¥ HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CepTUDHUKAIMU W YIPABICHUS
KauecTBOM B cpepe CEepBUCHOTO 0OCITy>KUBaHUS HA TPAHCIIOPTE.

11. MexaHu3M OKa3aHHs YCIYT B COOTBETCTBHU C 3asSBJICHHBIM Ka4eCTBOM B
MPOIIECCEe OCBOEHUSI ATHUKH, ICTETUKH OOCTYKWBAaHHS, dTHKETa, MOPAIU U
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HPABCTBEHHOCTH, CTaHIAapTHU3aIlMH, CEPTU(PUKAIMK W YIPaBICHUS Ka4eCTBOM B
chepe cepBUCHOTO 00CITYy>KUBaHUS HA TPAHCIIOPTE.

12. MatepuanbHble pecypchl, 000pymOBaHHE AJIs OCYIIECTBJICHHs Ipolecca
cepBuca.

13. Meroapl TPOBEACHHS TEPETOBOPOB C KIMEHTAMH IO TMPETEH3HMOHHBIM
CIIy4astM ¥ MEXaHHU3M OIPEJCIICHHS TPUYNH BO3HUKHOBEHHS TPETCH3UH B TpoIecce
OCBOCHHS 3THKH, ICTCTHKH OOCTY)XKHBaHHS, JTHKETa, MOPAJId W HPABCTBEHHOCTH,
CTaHJIApTU3AINH, CEPTHUPUKAIMNA ¥ YIPABICHUS KAYeCTBOM B cdepe CEPBHUCHOTO
0OCITy)KMBaHHsI HA TPAHCTIOPTE.

14. Meroasl pa3pabOTKM ¥ UCIIOJB30BAHHUS THITOBBIX TEXHOJOTHUYECKHX
IPOIIECCOB.

15. Meroapl (OpPMHPOBAaHUS W BHEIPCHHUS KOPIIOPATHBHBIX CTaHAAPTOB M
perIamMeHTOB MPOIECCOB 00CTYKMBaHUS MTOTPEOUTENECH Ha TPAHCTIOPTE.

16. Meroapl B3aWMOJICHCTBHS C KIMCGHTAaMH [0 OpTaHM3AIlMU Tpolecca
oOCTy)XMBaHHs TMMOTpeOuTeNeld B cdepe TOCTEIPUUMCTBA B TPOIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCITY)KMBAaHHWS, JSTUKETa, MOpPaJIM ¥  HPABCTBEHHOCTH,
CTaHJapTU3AINH, CEPTHU(PUKAIMKA M YIpaBICHUS KAa4eCTBOM B cdepe CepBHCHOIO
0OCITy>)KMBaHHsI HA TPAHCIIOPTE.

Tunoswvie cumyayuonHvle 3a0aHUs 01 peuleHUs Ha NPAKMUYECKUX 3AHAMUSX

[Mpennmoxkure  MeToabpl  pa3pabOTKM W HCIOJIB30BAHUS  THUIIOBBIX
TEXHOJIOTUYECKUX TMPOILECCOB C YyYETOM pealu3allid TpaBuil  OPOPMIICHHS
KOHTAKTHOH 30HBI Ha IPUMEPE KOHKPETHOW OpraHHU3aIIHH.

Tema 13. IlpodeccuonanbHOe MOBEIEHUE paOOTHUKA CEPBUCA HA PA3IMYHBIX
sTanax 00CcIy>KMBaHUSI HA TPAHCIIOPTE

Ilepeuenv munosvix 60npocos 0151 yCMHO20 0npoca

1. Tlonstue u GpyHKIHH MPOodHECCHOHATHHOTO TTOBEICHHUS.

2. OO6mme TpeboBaHus K TpodeccHoHaTLHOMY TIOBEJACHHUIO pPabOTHHKA
KOHTAKTHOM 30HBI Ha Pa3IUYHBIX dTarax 00CIy>KHBaHHUS.

3. VYcranoneHnue 3(pPEKTUBHOIO KOHTAKTa U JIOBEPUTEIHHBIX OTHOIIICHUH
MeXIy paOOTHUKOB KOHTAKTHOU 30HBI U KIIUEHTOM.

4. TlpodeccuonanbHoe MoBeeHNE PaOOTHUKA CepBUCA HA JTale aHaIn3a
MOTPEOHOCTEH KITUEHTOB.

5. TlpesenHTarus ToBapa WM YCIYTH.

6. IloBemeHue paOOTHHKA CepBHCA Ha JTalle 3aBEpPIICHUS OOCTYKUBAaHUS Ha
TPaHCTIOPTE.

1. Mexanu3m oOecrniedeHusi TpeOyeMOoro KauyecTBa IMPOLECCOB OKa3aHMS
YCIIyT, HA OCHOBE KJIMEHTOOPHEHTHPOBAHHBIX TEXHOJOTHH B TIPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)XKMBAaHHS, OTHUKETa, MOpPaJIM UM  HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CEpTU(PUKAIMKN WU YNPaABICHUS KA4eCTBOM B c(epe CEepBHCHOTO
oOCITy’>KUBaHHS Ha TPAHCIIOPTE.

8. MexaHnusMm cuCTeMbl oOecrieueHHus TpeOyemMoro KadecTBa IPOIECCOB
OKa3aHMWS YCIYT B COOTBETCTBHM C MEXKIYHAPOAHBIMH W HAIMOHATHHBIMU
CTaHJapTaMu B MPOIIECCE OCBOCHUS 3THUKH, ICTETHUKU OOCITYXKUBAaHUS, DTHKETA,
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MOpall ¥ HPaBCTBEHHOCTH, CTaHAAPTU3allMH, CEPTUPUKALUKA U YIPaBICHUA
KaueCTBOM B cpepe CEpBUCHOI0 00CTYKUBaHUS HA TPAHCIIOPTE.

9. MexaHu3M OKa3aHUsS YCIyT B COOTBETCTBUU C 3asBJICHHBIM KaueCTBOM B
NpOIECCe OCBOCHHSI OJTUKH, OCTETHKH OOCIYy)XHBAaHHSA, JTHKETa, MOpald U
HPAaBCTBEHHOCTH, CTAaHAAPTU3AINH, CEPTHU(PUKAIUN W YIPABICHUS KauyeCTBOM B
chepe cepBUCHOTO 00CITYy>)KUBaHUS HA TPAHCIIOPTE.

10. MarepuanbHble pecypchbl, 000pyJlOBaHUE [JIsl OCYIIECTBJICHMS IMpollecca
cepBHca.

11. Metoasl TpoOBEAEHHUS TEPEroBOPOB C KIMEHTAMH IO NPETEH3MOHHBIM
CllydasiM U MEXaHU3M ONPE/ICIICHUs] TPUYUH BOSHUKHOBEHHS MPETEH3UI B Mpoliecce
OCBOEHHS ITHUKH, JCTETHKH OOCITY)XMBAHHS, 3TUKETa, MOpPAIM W HPABCTBEHHOCTH,
CTaHJAPTU3AINN, CEPTH(PUKAIMN U YIPABICHHUs KadyeCTBOM B cdepe CEepBUCHOTO
00CTy>KUBaHMs Ha TPAHCIIOPTE.

12. Metoasl pa3pabOTKM ¥ HCIIOJIB30BAaHUS THUIIOBBIX TEXHOJOTHYECKHX
IPOILIECCOB.

13. Metoasl ¢GopMUPOBaHUS W BHEIPCHHUS KOPIOPATUBHBIX CTaHIApPTOB W
perJIaMeHTOB MPOIECCOB 00CTYKMBaHHUS TOTPEOUTENICH Ha TPAHCIIOPTE.

14. Metoasl B3aMMOJCWUCTBUSA C KIMEHTAMH TI0 OpraHu3alyy Tpollecca
oOCTy)XMBaHHs TMMOTpeOuTeNeld B cdepe TOCTEIPUUMCTBA B TPOIECCE OCBOCHUS
OTHKH, OCTETUKA OOCITYXMBaHUs, OTHUKETa, MOpPAIA W HPABCTBEHHOCTH,
CTaHJApTU3ALMN, CEPTU(PHUKAIUN U YNPABICHHUS KadyeCTBOM B c(epe CEpBUCHOTO
o0CITy’)KMBaHMsI HA TPAHCIIOPTE.

Tunoswvie cumyayuonHvle 3a0aHUs 018 peuleHus: Ha NPAKMu4ecKux 3aHAmusx

[Ipennoxure MexaHM3M OKa3aHMUs yCIyr B COOTBETCTBUU C 3asiBICHHBIM
Ka4eCTBOM B IIPOLIECCE OCBOEHUS 3TUKHU, 3CTETUKU OOCIY>KUBAHUS, ITUKETA, MOPAIIH
U HPaBCTBEHHOCTH, CTaHJAAPTU3ALMU, CEPTU(UKALMM U YNPABICHUS KaueCTBOM C
y4eTOM peaau3anuu oO0mux TpeOoBaHUN K NpodecCHoHATBLHOMY TOBEACHUIO
pabOTHMKA KOHTAKTHOM 30HBI HAa pa3IMYHBIX 3Tanax OOCIYKUBAaHUS Ha IMpUMEpE
KOHKPETHOW OpraHu3aluu.

Tema 14. OcoOeHHOCTH JIeTTOBOTO 00IICHUS B chepe yCiayr
Ilepeuenb munosvix 60Npocos 0ist YCMHO20 ONPoca
[TonsiTue 1 PyHKIIUU TETOBOTO OOIICHUS.
OcHoBHBIE (DOPMBI 1ETOBOTO OOIIICHHUS.
Oco0eHHOCTH IeTTOBOTO OOIICHHS pa0OTHHKA CEPBUCA C KIIMEHTOM.
[TpaBuia KOPIIOPATUBHOTO OOIICHHS B KOJIJIEKTUBE MPEANPHUSITHS CEPBHCA.
OcHOBHBIE 0COOEHHOCTH MEXKYJIBTYPHOTO pa3HOOOpasus 00IIecTBa.

Mexaau3m oOecrieueHuss TPeOyeMOro KadecTBa MPOIECCOB OKa3aHUS
yCIIyT, HA OCHOBE KJIMEHTOOPHEHTHPOBAHHBIX TEXHOJOTHH B TPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)XKHMBaHWS, OTHUKETa, MOpPaId U  HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CEpTU(PUKAIMKN WU YNPaABICHUS KA4eCTBOM B c(epe CEepBHCHOTO
oOCTy)KUBaHMs Ha TPAHCIIOPTE.

7. MexaHusMm cucTeMbl oOecreueHHus TpeOyeMoro KadecTBa IIPOIECCOB

OKa3aHWs YCIYT B COOTBETCTBHUU C MEXKIYHAPOJHBIMU W HAIMOHATHHBIMU
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CTaHJIapTaMHd B TMPOLIECCE OCBOCHHUS OJTHKH, JICTETUKU OOCITYXHBAHHs, ITHKETA,
MOpall ¥ HPaBCTBEHHOCTH, CTaHAAPTU3allMH, CEPTUPUKALUKA U YIPaBICHUA
KaueCTBOM B cpepe CEpBUCHOI0 0OCTYKUBaHUS HA TPAHCIIOPTE.

8.  MexaHu3M OKa3aHHs yCIyT B COOTBETCTBUU C 3asBJICHHBIM Kaue€CTBOM B
NpOIECCe OCBOCHHSI OJTHUKHM, OCTETHKH OOCIYy)XKHBAaHHSA, OTHKETa, MOpald U
HPAaBCTBEHHOCTH, CTAaHIAPTU3AINH, CEPTU(PUKAIMN W YIPABICHUS KauyeCTBOM B
chepe cepBUCHOTO 00CITy>)KUBaHUS HA TPAHCIIOPTE.

9. MarepuanbHbie pecypchl, 00OpyIOBaHHE [JIsI OCYHIECTBICHHUS Tpoliecca
cepBuca.

10. Metonsl TpOBENCHHUs TMEPETOBOPOB C KIMEHTAMH MO TMPETCH3UOHHBIM
CllydasiM U MEXaHW3M OTpEJIeJICHUs] TPUYNH BOSHHUKHOBEHHSI MPETCH3MH B MPOIIECCe
OCBOCHHS ITHUKH, JCTETHKH OOCTYXHBAHHS, 3TUKETa, MOpPAIM W HPABCTBEHHOCTH,
CTaHJAPTHU3AINH, CEPTHU(PHUKAIMU W YIPABICHHUS KadeCTBOM B cdepe CEpBHUCHOTO
00CITy>KUBaHMS Ha TPAHCIIOPTE.

11. Meronbl pa3pabOTKA W UCIOJB30BAaHUS THIOBBIX TEXHOJOTHYECKUX
TPOIIECCOB.

12. Metonsl opMHupOBaHHS W BHEAPEHUS KOPIMOPATHBHBIX CTAHAAPTOB H
pErJIaMeHTOB MPOIECCOB 00CTYKMBaHHUS TOTPEOUTENICH Ha TPAHCIIOPTE.

13. Metonsl B3aWMOJCHCTBHSI C KIMCHTaMH IO OpraHM3alMH Ipolecca
oOCITy)XMBaHHs TMMOTpeOuTeNeld B chepe TOCTEIPUUMCTBA B TPOIECCE OCBOCHUS
OTUKH, OCTETHUKH  OOCIY>KMBaHUs, OTHKETa, MOpaJldi ¥  HPABCTBEHHOCTH,
CTaHAApTH3alUY, CepTUUKAIMM M YNPABICHUS KadyecTBOM B cdepe CEepBHCHOTO
00CITy’)KUBaHHS HA TPAHCTIOPTE.

Tunogvle cumyayuonusie 3a0anusl OJisl peuleHUsi Ha NPAKMUYecKUx 3aHAmusx

[Mpennoxxute MeToabl (OPMUPOBAHMSA ¥ BHEIPEHHS KOPIOPATUBHBIX
CTaHIApTOB M PErJIAMEHTOB IPOLECCOB OOCITYy)KMBaHUS TMOTpeOUTENEH C ydeToM
peanu3alii OCHOBHBIX ()OPM JAENOBOrO OOWIEHHWs Ha MpHUMEpe KOHKPETHON
OpTaHU3aIHH.

Tema 15. Ynpapnenue koH(IUKTaMHU B 00CITYKUBAHUU HA TPAHCIIOPTE
Ilepeuenb munosvix 0Npocos 0ist YCMHO20 ONPoca

[TonsiTe u BUABI KOHMIUKTOB B OpraHU3AIIHH.

KanoObl 1 KOHPIUKTHI ¢ KITMEHTAMU: IPUYUHBI U CTIOCOOBI Pa3peIIeHHUs.
[TpuHIIMTIBEL PAGOTHI ¢ KOHPIUKTHBIMH KIIMEHTAMH.

[MpodunakTrka KOHOIUKTOB B 00CITYy)KHBAaHUU Ha TPAHCIIOPTE.

d. MexaHnusMm cucTeMbl oOecrieueHHsi TpeOyeMoro KadecTBa IPOIECCOB
OKa3aHHWS YCIYT B COOTBETCTBHM C MEXKIYHAPOAHBIMH ¢ HAIMOHATHHBIMU
CTaHJapTaMUd B TPOIECCE OCBOEHUS OJTHKH, JCTETUKH OOCIY)KMBaHUS, JTHUKETA,
MOpalli ¥ HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CepTUDHUKAIMU W  YIPABJICHHS
KauecTBOM B cpepe CEepBUCHOTO 0OCITy>KUBaHUS HA TPAHCIIOPTE.

6. MexaHu3M OKa3aHUs yCIyT B COOTBETCTBUU C 3asBJICHHBIM Kaue€CTBOM B
MpOIIeCCe OCBOEHUS OTHUKH, OCTETUKH OOCTYy)KMBaHHS, OJTHKETa, MOpaTd U
HPABCTBEHHOCTH, CTaHIApTHU3AIlMH, CEPTU(GUKAIMN W YIPaBICHUS KAa4eCTBOM B
cdepe CepBUCHOTO OOCITYKUBAaHUS HAa TPAHCIIOPTE.
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/. MarepuanbHble pecypcbl, 00OpyAOBaHHME MAJid OCYLIECTBIEHHUS MpoLecca
cepBuca.

8. Meronpl npoBeNEHUsS MEPETOBOPOB € KIMEHTAMHM IO MPETEH3MOHHBIM
CIy4yasiM M MEXAaHU3M OIpENEIEHUs NPUYMH BO3HUKHOBEHUS MPETEH3UN B IPOLECCE
OCBOCHHSI ATHUKHU, ICTETHKH OOCIYKMBaHHS, 3THUKETa, MOPAJIM W HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CEepTU(PUKAUMU M YNPABICHUS KAYeCTBOM B c(epe CEpBUCHOTO
00CITy>KUBaHMS HA TPAHCIIOPTE.

9. Metonbl pa3pabOTKW U HCMONB30BAHUS THUIOBBIX TEXHOJIOTMYECKUX
IIPOLIECCOB.

10. Metoasl (opMuUpOBaHMS M BHEAPEHHUS KOPHOPATUBHBIX CTAaHIAApPTOB U
pErjlaMeHTOB MPOLIECCOB 0OCTYKMBaHUS TOTPEeOUTENEH Ha TpaHCTIOpTE.

11. Metoasl B3aUMOJAEHMCTBUS C KIMEHTaMHM [0 OpraHu3aluy Ipoliecca
oOcnyKuBaHMsl TOTpeOuTeNe B cdepe TOCTENPUUMCTBA B TMPOLECCE OCBOCHMS
OTUKW, OCTETUKH  OOCHY)KHMBAHMS, OSTUKETa, MOpPaJIM U  HPABCTBEHHOCTH,
CTaHJApTU3AIMH, CepTU(PUKAIMU U YNPaABICHUS KayecTBOM B c(epe CepBHCHOIO
00CTy>KUBaHMs Ha TPAHCIIOPTE.

Tunoswvie cumyayuonHvle 3a0aHUs 018 peuleHusl Ha NPAKMU4eCcKux 3aHAmusx

[Ipennoxxkure MexaHU3M CHUCTeMbl oOecreyeHusi TpeOyeMoro KayecTBa
IPOLIECCOB OKAa3aHUSI YCIYT B COOTBETCTBUU C MEXIYHAPOAHBIMU U HAIIMOHAIbHBIMU
CTaHJapTaMu B TMPOIECCE OCBOEHUS JTHKH, 3CTETUKH OOCIY)KMBaHUS, JTHUKETA,
MOpaJli W HPABCTBEHHOCTH, CTaHAAPTU3aLMU, CEpTUPUKALMU U YIpaBICHUS
Ka4eCTBOM C YYETOM peau3alliy MPUHIUIOB padOThl ¢ KOHQIMKTHBIMU KIMEHTaMU
Ha IIpUMepe KOHKPETHON OpraHU3alMH.

Tema 16. KopriopatusHas 3THka B cdepe yCiayr Ha TPaHCIIOpTe

Ilepeuenv munoguvlx 60npocoe 0 YCMHO20 ONpoca

Otuka 6u3Heca B cepe cepBuca.

OO01re NPUHIUIIBI IPUHATUS STUYHBIX JIEJTOBBIX PEIICHH.

DTHUKa KOHKYPEHIIUU U JIeJIOBOIO MAPTHEPCTBA.

DTHKa U COIMaIbHAsI OTBETCTBEHHOCTD CIICIIUATIUCTA B chepe cepBuca.

DTHUYECKUE TPAAUIMU POCCUMCKUX TPeANpPUHUMATEIEH.

[ToHsiTHE, OCHOBHBIE MPUHIIUIIBI ¥ (DYHKITUU KOPIIOPATUBHOM STHUKH.

OcHOBHBIE 0COOEHHOCTH MEXKYJIBTYPHOTO pa3HOOOpasus 00IIecTBa.
Mexanu3m obecriedeHusi TpeOyemMoro KauecTBa IMPOIECCOB OKa3aHUS

yCIIYr, Ha OCHOBE KIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHM B MPOLECCE OCBOECHUS

ATUKH, OCTETUKU OOCTY>KMBaHUs, OSTUKETa, MOpajd U  HPABCTBEHHOCTH,

CTaHJAPTU3AINH, CepTU(PUKAIMKA W YNPABICHUS KAa4eCTBOM B c(epe CEepBHCHOTO

oOCTy’>KUBaHMS HA TPAHCIIOPTE.

9. MexanusMm cucTeMbl oOecrieueHHusi TpeOyeMoro KadecTBa IPOIECCOB
OKa3aHusi YCAYyr B COOTBETCTBUM C MEXKIYHAPOJHBIMU M HAIMOHAIBHBIMU
CTaHJapTaMU B TMPOILIECCE OCBOCHUS ITHUKH, ACTETUKU OOCITYKMBAaHUS, STHUKETA,
MOpaJli ¥ HPABCTBEHHOCTH, CTaHAApTH3aLUM, CEPTUPUKAIUMUA U yOpaBICHUs
KaueCTBOM B cepe CEepBUCHOr0 OOCTYKMBAaHUS HA TPAHCIIOPTE.

O N O WNE
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10. MexaHu3M Oka3aHUS YCIyT B COOTBETCTBUU C 3asBJICHHBIM KaueCTBOM B
NpOIECCe OCBOCHHSI OTUKHM, OCTETHKH OOCIYy)XHBAaHHSA, OTHKETa, MOpald U
HPAaBCTBEHHOCTH, CTAaHIAPTU3AINH, CEPTH(PUKAIMN W YIPABICHUS KayeCTBOM B
cthepe cepBUCHOTO 00CITy>KUBaHUS HA TPAHCIIOPTE.

11. MatepuanbHble pecypchl, 000pyIOBaHHE MAJsi OCYIIECTBICHUS Mpolecca
cepBuca.

12. Metoasl TpoOBEAEHUS TEPErOoBOPOB C KIWEHTAMH IO MPETEH3MOHHBIM
CllydasiM U MEXaHU3M ONpEJICICHNs] TPUYNH BOSHUKHOBEHHS TMPETEH3UN B TpoIiecce
OCBOCHHS ITHUKH, JCTETHKH OOCIY)XHBAHHS, 3TUKETa, MOpPAIM U HPABCTBEHHOCTH,
CTaHJAPTU3AINN, CEPTH(PUKAIMN U YIPABICHHUS KadeCTBOM B cdepe CEepBUCHOTO
00CTy>KUBaHMs HA TPAHCIIOPTE.

13. MeToasl pa3pabOTKHM ¥ HCIIOJIB30BAaHUS THUIIOBBIX TEXHOJOTHYECKHX
IPOIIECCOB.

14. Metoasl GoOpMUPOBaHUS W BHEIPCHHS] KOPIOPATUBHBIX CTaHAAPTOB U
pErIaMeHTOB MPOIECCOB 00CTYKMBaHHUS MTOTPEOUTENICH Ha TPAHCIIOPTE.

15. Metoasl B3aMMOJCWUCTBUSA C KIMEHTAMH 10 OpraHu3alyy Tpollecca
oOCTy)XMBaHHs TMMOTpeOuTeNeld B cdepe TOCTEIPUUMCTBA B TPOIECCE OCBOCHUS
OTHKH, OCTETUKA OOCITYXMBaHUs, OTHUKETa, MOpPAIA W HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CEPTHU(PUKAIMN W YNPaBICHHUS KadyeCTBOM B cdepe CEepBHUCHOTO
0OCITy>)KMBaHHsI HA TPAHCIIOPTE.

Tunoswvie cumyayuonHvle 3a0aHUs 01 peuleHUs Ha NPAKMUYEeCKUX 3AHAMUSX

[lpemnoxuTe METOABI TPOBEACHHS TIEPETOBOPOB C  KIUEHTAMH  TIO
NPETEH3MOHHBIM CJIydasM C y4YeTOM pealu3alii OOIMX TPUHIUIIOB TPHHSITHS
STHYHBIX JIEJIOBBIX PEIICHUH Ha TIPUMEPEe KOHKPETHOU OpraHU3aIiy.

Tewma 17. KopriopaTtuBHas KyJabTypa B 0OCTY>KMBAaHUM HA TPAHCIIOPTE

Ilepeuenv munoguvlx 60npocoe 0 YCMHO20 ONpoca

1. TloHsTHE KOPIOPATUBHOM KYJIBTYPHI U €€ 3HAUCHHUE.

2. DneMeHThl KOPIOPATUBHON KYJIbTYPHI.

3. Tunbl KOPIOPATUBHBIX KYIBTYP.

4. BnusiHHEe KOPIOPATUBHOM KyJIbTYpbl Ha KayeCcTBO  OOCIYKMBaHUS
KJINEHTOB Ha TPaHCIIOPTE.

5. TlonsTHe 1 0COOEHHOCTH JEIOBBIX TUCEM. BUIBI 1ETOBBIX MMHCEM.

6. @dupmenable OnaHkU. PexBU3UTHI AenOBbIX muiceM. OCHOBHBIE TpaBUIIA
BEJICHUS JEJI0BOM IEPEIUCKHU.

7. OcoOEHHOCTH [IeJIOBOM TEPENHUCKH C HWCIOJIb30BAaHUEM JIIEKTPOHHOM
MOYTBHI.

8. Mexanu3m oOecrniedeHusi TpeOyeMOoro KauyecTBa IMPOLECCOB OKa3aHMS
YCIyT, Ha OCHOBE KIMEHTOOPUEHTHUPOBAHHBIX TEXHOJOTMHA B MPOLIECCE OCBOCHHS
ATUKH, OCTETUKU OOCITY>KMBaHUs, OSTUKETa, MOpajd U  HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CEpTU(PUKAIMKN WU YNPaABICHUS KA4eCTBOM B c(epe CEepBHCHOTO
00cCITy>KUBaHUs HA TPAHCIIOPTE.

9. MexaHusMm cucTeMbl oOecreueHHus TpeOyeMoro KadecTBa IIPOIECCOB
OKa3aHUsl YCIyr B COOTBETCTBUM C MEXKIYHAPOJIHBIMU M HAIMOHAIbHBIMU
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CTaHJIapTaMHd B TMPOLIECCE OCBOCHHUS OJTHKH, JICTETUKU OOCITYXHBAHHs, ITHKETA,
MOpall ¥ HPaBCTBEHHOCTH, CTaHAAPTU3allMH, CEPTUPUKALUKA U YIPaBICHUA
KaueCTBOM B cpepe CEpBUCHOI0 0OCTYKUBaHUS HA TPAHCIIOPTE.

10. MexaHu3M OKa3aHHUs YCIYT B COOTBETCTBHUH C 3asBICHHBIM Ka4€CTBOM B
NpOIECCe OCBOCHHSI OJTHUKHM, OCTETHKH OOCIYy)XKHBAaHHSA, OTHKETa, MOpald U
HPAaBCTBEHHOCTH, CTAaHIAPTU3AINH, CEPTU(PUKAIMN W YIPABICHUS KauyeCTBOM B
chepe cepBUCHOTO 00CITY)KUBaHHS HA TPAHCIIOPTE.

11. MarepuanbHble pecypchl, 000pyAOBaHHE IS OCYIIECTBICHHs Ipoliecca
cepBuca.

12. Metonsl TpOBEACHHUs MEPETOBOPOB C KIMEHTAMU MO TMPETECH3MOHHBIM
CllydasiM U MEXaHU3M ONPE/ICIICHUs TPUUUH BOSHUKHOBEHHS MPETEH3UI B MpoIiecce
OCBOEHHS ITHUKH, JCTETHKH OOCITY)XMBAaHHS, 3TUKETa, MOpPAIM W HPABCTBEHHOCTH,
CTaHJAPTU3AINN, CEPTH(PUKAIMN U YIPaBICHHUs KadyeCTBOM B cdepe CEepBUCHOTO
00CITy>KUBaHMS Ha TPAHCIIOPTE.

13. Meronbl pa3pabOTKM W UCIOJIB30BAHUS THIIOBBIX TEXHOJOTHYECKUX
TPOIIECCOB.

14. Metonsl opMHpOBaHHS W BHEAPEHUS KOPIMOPATHBHBIX CTAHAAPTOB H
pErJIaMeHTOB MPOIECCOB 00CTYKMBaHHUS TOTPEOUTENICH Ha TPAHCIIOPTE.

15. Metonsl B3aWMOJCHCTBHSI C KIMCHTaMH IO OpTraHM3alMH Mpolecca
oOCTyXMBaHHs TMMOTpeOuTeNeld B cdepe TOCTEIPUUMCTBA B TPOIECCE OCBOCHUS
OTUKH, OCTETHUKH  OOCIYy>KMBaHUs, OTHKETa, MOpaJldi ¥  HPABCTBEHHOCTH,
CTaHAApTH3AlUY, CEpTUPUKAIMM MU YIPABICHUS KayecTBOM B cdepe CEepBHCHOTO
00CITy’)KUBaHHS HA TPAHCTIOPTE.

Tunogvle cumyayuonHvie 3a0aHus OISl peueHUs Ha NPAKMUYeCKUX 3aHAMUSX

[lpensoxxute METOABI OKa3aHUS YCIYT B COOTBETCTBUU C 3asBICHHBIM
Ka4eCTBOM B IPOLIECCE OCBOCHHS ATHUKH, 3CTETUKH OOCITYKUBAaHUS, ITHKETa, MOPAIIH
M HPAaBCTBEHHOCTH, CTaHIAPTU3ALUH, CEPTU(UKAIUU U YIPABICHUS KaueCTBOM C
y4ETOM BJIHSIHUSL KOPIIOPATUBHOW KYJIBTYPhl Ha Ka4eCTBO OOCITY)KUBAHHS KIMEHTOB
Ha TPAHCHOPTE Ha MpUMepe KOHKPETHON OpraHU3aluy.

Tema 18. OpranuzanuoHHass KyiabTypa Kak (akTop  MOBBIMICHUS
s dexTuBHOCTH B chepe cepBuca

Ilepeuenv munosvix 60npocos 0151 yCMHO20 ONpoca

1. IlpaBuna moBeneHHUs HA Mpa3THUYHOM Meponpustud. l[IpurnameHue B
rOCTH WJIM Ha Mpa3aHUK. BU3UT B roCTH.

2. TlpaBuna BpyueHUs U prieMa BeTOB u moaapkoB. HoBocenne. CBangp0a.

3. Jlenp poxnenus. Tpaypuerii stuker. CepBupoBka crona. [lpuGopsl, ux
Ha3HAYCHHWE U TIpaBUiIa OOPAIICHHS C HUMH.

4. «S3p1ik mpuboposy. [Togaua Gir0a K CTOMY: MOCIEIOBATEIBHOCTD, MPABHIIA
MO/IaY, COUYETAEMOCTh OJTI01 M HAamUTKOB. O0IIHE MpaBuiia OBEACHHS 32 CTOJIOM.

5. Kynberypa eapl pa3nuvHbIX TPOAYKTOB: CalaThl, CyMbl, MACO U MTUIA, PhIOa
1 MOPEMpPOAYKThI, OBOIIU U (PPYKTHI, XJIe0, Macio, celp, ropsure Omtona. Hanutku:
KyJbTypa yHoTpeOJIeHUs.
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6. OcobeHHOCTH BelCHMS AENOBbIX Teae(OHHBIX pa3roBopoB. Iloarotoka k
JI€JIOBOMY 3BOHKY.

7. OtBeT Ha 1en0BOM Tese(OHHBII 3BOHOK. ABTOOTBETUHK.

8. IlonsaTHe M Ha3HAa4YeHHE BU3UTHBIX KapTOUYEK. BUIBI BU3UTHBIX KapTOUEK.
BusuTHBIE KapTOYKH OpPTaHU3AIHIA CepBHCA.

9. OOMEH BM3UTHBIMM KapTOYKaMH. ODTHKET OOpalleHHsl C BHU3UTHBIMU
KapTOYKaMHU.

10. Mexanusm oOecredyeHus: TpeOyeMoro KauyecTBa MPOIECCOB OKa3aHMS
yCIyT, Ha OCHOBE KIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTMI B MPOIECCE OCBOCHMS
OTHKH, OCTETUKA OOCITyXWBaHUs, OTHUKETa, MOpPaJId H HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CepTU(PHUKALMU M YNPABICHUS KAa4eCTBOM B c(epe CEpBUCHOTO
00CTy>KUBaHMs HA TPAHCIIOPTE.

11. Mexanusm cuctemMbl obecredeHusi TpeOyeMOoro KayecTBa MPOIIECCOB
OKa3aHUS YCIYT B COOTBETCTBUU C MEKIYHAPOAHBIMA ¥ HalMOHAJIBbHBIMH
CTaHJapTaMu B TMPOIECCE OCBOEHUS JTHKH, 3CTETUKH OOCIY)KMBaHUS, JTHUKETA,
MOpaJIi ¥ HPABCTBEHHOCTH, CTaHIApTU3allMH, CEpTUPUKALMU U  YIPaBICHUS
KayecTBOM B c(pepe cepBUCHOTO 00CTy>KMBaHUS HA TPAHCIIOPTE.

12.  MexaHu3M OKa3aHUS YCIyT B COOTBETCTBUU C 3asBJICHHBIM KaueCTBOM B
IpoIecce OCBOCHUS OTUKU, OCTETUKU OOCITYKUBAaHUSA, OTUKETa, MOpald W
HPaBCTBEHHOCTH, CTaHJAPTU3AlNU, CEPTH(PUKAIMN U YIPABICHUS KadyeCTBOM B
cdepe CepBUCHOTO 0OCITYKUBAaHUS Ha TPAHCIIOPTE.

13. MarepuanbHbie pecypchl, 000pyIOBaHUE ISl OCYIIECTBIEHHUS Mpoliecca
cepBHca.

14. Meroapl TpOBEAECHHS] TEPETOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM
CIIy4asiM ¥ MEXaHH3M OMpeJeleH!s] TPUUYMH BOZHUKHOBEHUS NIPETEH3UH B Ipoliecce
OCBOCHHUS JTHUKH, ICTETUKH OOCTYKMBAHHS, ITHKETa, MOPAJIW W HPABCTBEHHOCTH,
CTaHJapTU3AIMH, CEpTU(PUKAIMU M YNPABICHUS KAa4eCTBOM B cdepe CEpPBUCHOTO
00CITy>)KUBaHHS Ha TPAHCIIOPTE.

15. Meroasl pa3pabOTKM M UCIOJB30BAHUS THUIIOBBIX TEXHOJIOTHMUYECKHUX
IPOIIECCOB.

16. Metoasl ¢GopMupoBaHUS U BHEIPEHHs] KOPHOPATUBHBIX CTaHAAPTOB U
perjJamMeHToB IPOLECCOB 00CTYKMBaHUS TOTPEOUTENICH Ha TPaHCTIOPTE.

17. Metoasl B3aUMOJEWCTBUS C KIMEHTAaMU [0 OpraHu3aluu Mpoliecca
oOcITy>)kuBaHHS TOTpeOUTENet B cdepe TOCTSHIPUUMCTBA B MPOIECCE OCBOCHUS
ATUKH, O3CTETUKU OOCIHY)KMBaHUS, JSTHKETa, MOpaJd W  HPaBCTBEHHOCTH,
CTaHJAPTU3ALMU, CEPTHU(PHUKAIUU U YIPABICHHUS KadyeCTBOM B cdepe CEpBUCHOTO
oOCITy>KUBaHMS Ha TPAHCIIOPTE.

Tunogvie cumyayuorHwvle 3a0aHus 015 peuerusl Ha NPAKMUYECKUX 3AHAMUAX

[Ipennoxure MexaHU3M CHCTEMbl oOOecmedeHus TpedyeMoro KadecTBa
MPOLIECCOB OKa3aHMs yCIyT B COOTBETCTBUH C MEXIAYHAPOIHBIMH U HAIIMOHATBHBIMU
CTaHJapTaMU B IPOLIECCE OCBOCHMUS ATHKH, ICTETUKH OOCTYXHBaHUS, STHKETa,
MOpail W HPABCTBEHHOCTH, CTAHAAPTU3ALMU, CEPTU(UKALINKA U yIPaBICHUS
KayeCTBOM C YYETOM peajH3alii OCOOCHHOCTEW BEIEHHUs IENIOBBIX Tele(OHHBIX
pa3roBOpOB Ha MpUMEpe KOHKPETHOW OpraHu3aluu.
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Tema 19. Ynpapnenueckasi 3Tuka B cepe cepBuca

Ilepeuens munoswix 60npocos 0Jis1 yCMHO20 ONpoca

1. Tlowsatume ynpaBieHUecKoi 3TUKH. OCHOBHBIC (DYHKITMH YIIpaBICHUS.

2. Crtunu pyKoBOJCTBA.

3. DTHYecKkre HOPMBI CITY:KEOHOTO TOBEACHHUS PYKOBOJIUTENS B OTHOIICHUSIX
C TIOMYMHEHHBIMHM, TIPEJICTABUTEISAMU  BHEIIHEH  CpeIbl:  KOHKYPECHTAMH,
MOCTaBIIMKaMH, OOIIIECTBEHHOCTHIO U TIP.

4. Hauboinee pacnpocTpaHEeHHbIE OIIMOKH 3TUYECKOTO CBOMCTBA B IOBEACHUU
PYKOBOIHTETISI.

5. OcHOBHBIE 0COOEHHOCTH MEXKYIBTYPHOT'O Pa3HOOOpasus 00IIecTBa.

6. Mexanusm obecrnieueHHs TpeOyeMoro KadecTBa IPOIECCOB OKa3aHWUs
yCIyT, HA OCHOBE KIMEHTOOPHUEHTHUPOBAHHBIX TEXHOJIOTMA B TPOIIECCE OCBOCHHSI
OTUKW, OCTETUKH  OOCITY)KMBAaHHWS, JOTHUKETa, MOpPaJIM U  HPABCTBEHHOCTH,
CTaHJapTU3AINH, CEPTU(PUKAIIMA M YIpaBICHUS Ka4yeCTBOM B cdepe CepBHCHOIO
00CITy>)KMBaHHsI HA TPAHCTIOPTE.

7. MexaHu3M cHCTEMBI OOecTieueHus: TpeOyeMoro KadecTBa MpPOIECCOB
OKa3aHHWs YCIYT B COOTBETCTBHM C MEXKIYHAPOAHBIMH M HAIlMOHATbHBIMU
CTaHJApTaMU B TMPOILIECCE OCBOCHHUS OTHKH, ICTCTUKH OOCTYXMBAaHUS, JTHKETa,
MOpajJd W HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CEPTUDHUKAIMU W  YIPABJICHHS
KayecTBOM B c(pepe cepBUCHOTO 00CTyKMBaHUS HA TPAHCIIOPTE.

8. MexaHu3M OKa3aHus YyCIyT B COOTBETCTBUU C 3asBJICHHBIM KauyeCTBOM B
IpoIeCCe OCBOCHUS ATUKU, OCTETUKU OOCITYKUBAaHUSA, OTUKETa, MOpaIH W
HPABCTBEHHOCTH, CTaHAAPTU3AIMHM, CEePTHU(PUKALUU W YIPABJICHHUS KAauyeCTBOM B
cdepe CepBUCHOTO 0OCITYKUBAaHUS Ha TPAHCIIOPTE.

9. MarepuanbHble pecypchl, 00OpyJIOBaHUE MJIA OCYIIECTBICHHUS Ipoliecca
cepBHca.

10. MeToasl mpoBeneHUSI TMEPErOBOPOB C KIMEHTAMU IO MPETECH3MOHHBIM
CIIy4astM ¥ MEXaHHU3M OIPEJEICHHs MPUYNH BO3HUKHOBEHHS MPETEH3UHN B IpoIecce
OCBOCHHUS JTHUKH, ICTETUKH OOCTYKUBAHHS, ITUKETA, MOPAJIW W HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEpTUPUKAIMK ¥ YMPaABICHUS KA4eCTBOM B cdepe CEpPBHUCHOTO
oOCTy’>KUBaHHS Ha TPAHCIIOPTE.

11. MeToasl pa3paOOTKM W HCIONB30BAHUSA THIIOBBIX TEXHOJIOTHYECKUX
MIPOLIECCOB.

12. Metonasl (popmMupOBaHMS W BHEAPEHHUS KOPHOPATUBHBIX CTaHIAApTOB U
PETIIAMEHTOB MIPOIIECCOB 0OCTYyKMBaHUS TTOTPEOUTENEH Ha TPAHCTIOPTE.

13. MeToasl B3aUMOJEWCTBUS C KIMEHTAMH 10 OpraHW3aldyd Ipoiiecca
oOcITy>)kuBaHHs TOTpeOUTENeil B cdepe TOCTSHPHUUMCTBA B IPOIECCE OCBOCHHS
OTUKW, OCTETUKH OOCTY)XKMBAaHHS, OTHUKETa, MOpPaJIM UM  HPABCTBEHHOCTH,
CTaHJApTU3AINH, CepTU(PUKAIMKA W YNPaBICHUS KAa4eCTBOM B cepe CEepBHCHOTO
oOCITy’>KUBaHHS Ha TPAHCIIOPTE.

Tunogvle cumyayuonHwvle 3a0anus 015 peuenusl Ha NPAKMUYECKUX 3aHAMusaxX

[Mpenmoxxute Metoasl (OPMHUPOBAHHS W  BHEAPCHHUS  KOPIOPATHBHBIX
CTaHJIApTOB M PETJIAMEHTOB TPOIECCOB OOCTYKHUBAaHUSI MOTPEOUTENEH C yIeTOM
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peanu3aluyd  OCHOBHBIX (YHKUMA  yOpaBI€HHsT Ha TOpUMEpPEe KOHKPETHOU
OpraHH3alUH.

Tema 20. DTuker Kak pEryIaATOp MEXKIMYHOCTHBIX OTHOIICHWA U
po(eCCHOHATLHOTO MOBEACHUS PAOOTHUKOB CEpBHCA. ITUKET JICJTOBBIX COBEIIAHMH,
Mpe3eHTalui U MyOJUYHBIX BBICTYIIJIEHUN

llepeuenb munogwvlx 6onpocos 0jis YCMmHo20 Onpoca

1. TlonsiThe, PBONIOIMS W HPABCTBCHHAS OCHOBA ITHKETa. BUIbI M QyHKINH
ATUKETA.

2. COOTHOIIICHHE dTUKH U ATHKETA. [[pUHIIUITBI COBPEMEHHOTO ATHKETA.

3. DOtuker B mpo(ecCHOHATBLHON NeITeILHOCTH PAOOTHHUKOB CHEphI YCIIYT.

4. TlonsThe u QYHKIIMH JISTOBBIX COBEIIAHNUN. BUIBI ACITOBBIX COBEIIAHMIA.

5. TlpoBenenue aenoBoro copemranus. [IoHATHE U BUABI TPE3CHTAIUH.

6. IloaroroBka k mMpe3eHTAIMK B OpraHU3auu cepBuca. [IpaBuia rmoseaeHus
Ha TIPE3CHTAIUH.

7. OcobenHoctr  myOMU4YHOro  BBICTyIUIeHHs.  OCHOBHBIE  IpaBHia
yOJIMYHOTO BBICTYTUICHHSI.

8. IlpueMbl TIpEOJIOJICHHS CTpecca MPU BBICTYIUICHUH TIEpe]l IIUPOKOMH
ayJIMTOpUEH. DTUKET NMPUBETCTBUSA. [IpUBETCTBUE KIIMCHTA B OPraHU3AI[UU CEPBHCA.

9. TlpaBuia npencraBieHus MpU 3HakoMcTBe. OOpalleHne, Mepexoa Ha «ThD».

10. Benenue 6ecenpl. OOIIEHNE C HEMPUATHBIMU JFOJIEMH.

11. DtukeT npomanus. ITUKET pabOTHHUKA CEpBHCA B CIydae OTKa3a KJIHEHTa
OT OOCTY)KUBaHUS.

12. OcobeHHocTH JAeNOBOro OOIIEHWS W OSTUKETa Y Pa3HBIX HApOJIOB.
TonepanTHOCTh U ee rpanulpl. OOIME MTpaBUIa MEXKKYJIBTYPHOH KOMMYHUKAITUU U
JIEJIOBOTO OOIIIEHUS.

13. OcobeHHOCTH JACIOBOrO OOIIEHUS] C HEMEIKHMH, aMEpPUKaHCKUMH,
STMIOHCKUMHM, KHTAMCKUMH JICJIOBBIMH TApTHEpPAMH, TMPEACTABUTEIIIMU CTpaH
bawxnero Bocroka.

14. OcHoBHBIE 0OCOOCHHOCTH MEXKKYJIBTYPHOT'O pa3HOOOpa3us 0OIIeCTBa.

15.  Mexanusm oOecrieueHus: TpeOyeMOro KayecTBa IPOIECCOB OKa3aHMS
yCIIYT, Ha OCHOBE KIIMEHTOOPHEHTHPOBAHHBIX TEXHOJOTHM B MPOIECCE OCBOCHUS
OTUKH, OCTETUKH OOCTy)XMBaHMs, OTHKETa, MOpadd H  HPABCTBEHHOCTH,
CTaHJAPTU3AlMK, CePTU(UKAIMK W YIPABICHUS KAa4eCTBOM B cdepe CepBHCHOIO
oOCTy’>KUBaHHs HA TPAHCIIOPTE.

16. MexaHu3m cHCTeMBbl oOecriedeHusT TpeOyeMOro KadyecTBa ITPOIECCOB
OKa3aHUsS YCIYT B COOTBETCTBHM C MEXKIYHAPOIHBIMH H  HAIMOHAIBHBIMHU
CTaHIapTaMHd B TIPOIECCE OCBOCHHUS JTHUKH, JCTETUKH OOCTY)XKMBAaHUS, STHKETa,
MOpaJli W HPABCTBEHHOCTH, CTaHAAPTH3alUH, CEPTUGUKAIMA ¢ yHPaBICHUS
Ka4eCTBOM B cepe CepBUCHOTO OOCTY)KMBAaHHS Ha TPAHCIIOPTE.

17. MexaHu3M OKa3aHHS YCIYT B COOTBETCTBUH C 3asBJICHHBIM Ka4eCTBOM B
MPOIIECCE OCBOCHMS JOTHUKH, OCTETUKH OOCIY)KHBaHUSA, OTHKETa, MOpald H
HPaBCTBEHHOCTH, CTaHAAPTH3allUM, CEepTU(DHUKAIMK W YIPABICHUS KadyeCTBOM B
chepe cepBUCHOTO 00CITY)KUBAaHHS Ha TPAHCIIOPTE.
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18. MarepuanbHble pecypchl, 000pydOBaHUE ISl OCYIIECTBIEHUS Mpolecca
cepBuca.

19. Meroabl mpoBeneHHs NEPETOBOPOB C KIMEHTAMH MO MPETEH3HMOHHBIM
CIy4yasiM M MEXAaHU3M OIpENEIEHUs NPUYMH BO3HUKHOBEHUS MPETEH3UN B IPOLECCE
OCBOCHHSI ATHUKHU, ICTETHKH OOCIYKMBaHHS, 3THUKETa, MOPAJIM W HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CEepTU(PUKAUMU M YNPABICHUS KAYeCTBOM B c(epe CEpBUCHOTO
00CITy>KUBaHMS HA TPAHCIIOPTE.

20. Metoapsl pa3pabOTKM W UCIOJIb30BAHUS THUIIOBBIX TEXHOJOTHMYECKHUX
IIPOLIECCOB.

21. Mertoasl (opmMupoBaHHMS M BHEJIPEHUS KOPHOPATUBHBIX CTAHIAPTOB H
pErjlaMeHTOB MPOLIECCOB 00CTYKUBAaHUS TOTPEOUTENEH Ha TpaHCTIOPTE.

22. Mertoapsl B3aMMOJEWUCTBHS C KIMEHTaMH [0 OpraHu3aluy Ipolecca
oOcnyKuBaHMsl TOTpeOuTeNe B cdepe TOCTENPUUMCTBA B TMPOLECCE OCBOCHMS
OTUKW, OCTETUKH  OOCHY)KHMBAHMS, OSTUKETa, MOpPaJIM U  HPABCTBEHHOCTH,
CTaHJApTU3AIMH, CepTU(PHUKAIMU U YNPaABICHUS KAayeCcTBOM B c(epe CepBHCHOIO
00CTy>KUBaHMs Ha TPAHCIIOPTE.

Tunoswvie cumyayuouHvle 3a0aHUs 011 peuleHusl Ha NPAKMu4ecKux 3aHAMusX

[Ipennoxxure MeETOAbI NPOBEACHUS IEPETOBOPOB C  KIMEHTAMH IO
NPETEH3UOHHBIM CIIy4YasiM M MEXaHU3M ONpENENICHUs] MPUYMH BO3HUKHOBEHUS
NPETEeH3MIl B MPOIIECCe OCBOCHUS TUKH, 3CTETUKH OOCITYy)KMBaHUS, STUKETa, MOPaJIU
U HPaBCTBEHHOCTH, CTaHJAAPTHU3ALMM, CEPTU(PUKALMK U YNPABICHHUS KaueCTBOM C
Yy4ETOM peanu3alii OCHOB 3THKETa paOOTHUKA CEepBHUCa B CIyyae OTKa3a KJIMEHTa OT
o0CITy’)KMBaHMsI Ha IPUMEPE KOHKPETHON OpraHU3aIiH.

Tema 21. [IpaBuna moBeaeHNUS B OOIIECTBEHHBIX MECTAX

Ilepeuenb munosvix onNpocos 0ist YyCMHO20 ONPoca

1. O6mue mpaBuia TMOBEJACHUS B OOINECTBEHHBIX MecTax. [IpaBmia
noBeieHus Ha yowie. [IpaBuia moBeeHus B Marasune, Kade.

2. TlpaBuna moBejeHHs B pecTOpaHe, TeaTpe, Mysee, kiyode. Obmue mpaBuia
NOBEJICcHUsT B OOIIECTBEHHOM TpaHcmopTe. [IpaBmia mMOBeACHHS B TOPOJCKOM
0OIIIECTBEHHOM TpaHCcIopTe (aBTOOYCe, TpamMBae, TpOoJie0yce, METPOTIOTUTEHE ).

3. OcobeHHOCTH TOE3IKH B MapmIpyTHOM Takcu. [IpaBuna moBeneHus B
moeszie, B caMoJieTe, Ha TEIUIOXOJIE.

4. CyurHocTh I€TOBBIX MPUEMOB. JeoBbIe U CBETCKUE TpUEMBL. [[HEBHEIE U
BEUEPHHE TPUEMBI.

5. JlemoBble pueMBl ¢ paccagkoi 3a CTOJIOM M Oe3 Hee. 3aBTpak, jJaH4d, o0e,
oben-Oyder, OpaHu, yXWH, «OOKaJI MIAMIIAHCKOTO», KOKTEWIh, a-nsi (QypIierT,
xypdukc. [IpaBuia nmoBeneHns Ha Pa3TUYHBIX JICTTOBBIX IPHEMaX.

6. Mexanusm obOecnedeHUs] TpeOyeMOro KadecTBa MPOIECCOB OKa3aHUS
yCIIyT, HA OCHOBE KJIMEHTOOPHEHTHPOBAHHBIX TEXHOJOTHH B TIPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)XKMBAaHMS, JOTHUKETa, MOpPaJIM UM  HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEpTU(PUKAIMKN W YNPaBICHUS KAa4eCTBOM B cepe CEepBHCHOTO
oOCIy)KUBaHMs Ha TPAHCIIOPTE.
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/. MexaHu3m cucTeMbl oOecriedeHusi TpeOyeMOro KayecTBa MpPOIIECCOB
OKa3aHUs YCIYT B COOTBETCTBUU C MEXKIYHApPOAHBIMA ¥ HalMOHAJIBbHBIMH
CTaHJIapTaMHd B TMPOLIECCE OCBOCHHUS ATHKH, ICTCTUKH OOCTYXMBAaHUS, STHKETa,
MOpadl W HPABCTBEHHOCTH, CTAaHAAPTU3ALNU, CEPTUDUKANIMA W yIPABICHHUS
KauecTBOM B cpepe CEepBUCHOI0 0OCTyKUBaHUS HA TPAHCIIOPTE.

8.  MexaHU3M OKa3aHUs YCIYT B COOTBETCTBHUHU C 3asBJICHHBIM Ka4eCTBOM B
NpOIECCe OCBOCHHSI OJTHUKHM, OCTETHKH OOCIYy)XKHBAaHHSA, OTHKETa, MOpald U
HPAaBCTBEHHOCTH, CTAaHIAPTU3AINH, CEPTHU(PUKAIUN W YIPABICHUS KadyeCTBOM B
chepe cepBUCHOTO 00CITYy)KUBaHUS HA TPAHCIIOPTE.

9. MarepuanbHble pecypchl, 000pyIOBaHUE [IJIsi OCYIIECTBIIEHUS IMpollecca
cepBHca.

10. MeToapl TpoOBEAEHUS TEPErOBOPOB C KIMEHTAMH TIO MPETEH3HMOHHBIM
CllydasiM U MEXaHW3M OTpeJIeNIeHNs] TPUYNH BOSHHUKHOBEHHS MPETCH3UH B MPOIIECCe
OCBOCHHS JITHUKH, JCTETHKH OOCTYXMBAHUS, DTUKETa, MOpPAIM W HPABCTBEHHOCTH,
CTaHJIAPTU3AIHNH, CEPTHU(PUKAIMU W YIPABICHHUS KadeCTBOM B cdepe CEpBHUCHOTO
00CTy>KUBaHMs Ha TPAHCIIOPTE.

11.MeToasl pa3pabOTKM ¥ HCIIOJIB30BAaHUS THUIIOBBIX TEXHOJOTHYECKHUX
POILIECCOB.

12. Metoasl GOpMUPOBaHUS M BHEIPCHHUS KOPIIOPATUBHBIX CTaHIApPTOB M
PErJIaMEeHTOB MPOLIECCOB 00CTYKMUBaHUSI TOTPEOUTENEH Ha TPAHCTIOPTE.

13. Meronpl B3aMMOJEHCTBUS C KIMEHTAaMMU [0 OpraHM3aldu Mpolecca
oOcimy>KMBaHMsI TOTpeOuTeNe B cdepe TOCTENPUUMCTBA B TMPOIECCE OCBOCHMUS
OTUKW, OCTETUKH  OOCITY)KHMBAaHMWS, JSTHUKETa, MOpPaJIM U  HPABCTBEHHOCTH,
CTaHJApTU3AIMH, CEpTUPHUKAIMKA M YNPABICHUS KAYeCTBOM B cdepe CEpPBUCHOTO
o0CTy>KUBaHHS Ha TPAHCIIOPTE.

Tunosvle cumyayuoHHble 3a0anus 0 peuleHus Ha NPAKMU4ecKux 3aHamusax

[Ipennoxxkure ™Metoasl (HOPMUPOBAHHUA U  BHEIPEHUS  KOPHOPATHUBHBIX
CTaHJApTOB M PETJIAMEHTOB IMPOLIECCOB OOCITY)KMBaHUS TOTPEOUTENCH C y4eToM
peanu3anuu TpaBU TPOBEICHUS [EJOBBIX M CBETCKUX MPHUEMOB Ha TMpHUMEpe
KOHKPETHOW OpraHu3aluu.

Tema 22. JlenoBoii sTuKeT U MPOoTOKOI. OCOOEHHOCTH WX MPOSIBICHUS B
CEpPBHUCHOM JEATENBHOCTHU. [[€JI0BbIE BCTPEUH U IEPETOBOPHI

Ilepeuenv munosvix 60npocos 0151 yCMHO20 ONpocd

1. Tlousatue, 0COOCHHOCTH U (DYHKIIMH JIEJTOBOTO STUKETA.

2. JlenmoBO#M 3THKET U ACIOBOM IMTPOTOKOJI.

3. JlenoBoi 3TUKET B OOCITYKUBAaHUU.

4. VImumk 1eoBOro 4enoBeKa.

5. OcHoBHBIC (OPMBI JICTIOBOTO OOIICHUS: JICJIOBBIC COBEIIAHMS, JUCKYCCHH,
MyOTUYHBIC BHICTYTUICHHS.

6. I[udpoBuzanms T0KyMEHTOOOOPOTA TPAHCIIOPTHBIX MTEPEBO3OK.

/. Cneuuduka nenoBoro oouieHust B cgepe ceppuca. [lonsitue u opranuzanus
JIEJOBBIX BCTPEY.
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8. IloaroToBka K JENOBBIM IeperoBopamM. MecTto u BpeMsl JI€JIOBBIX BCTPEY U
MIEPErOBOPOB.

9. Ilpurnamenuss Ha JenOBble BcTpedd U neperoBopbl. dopmupoBanue
Jiesierauyu JUisl yHacTHs B IEPEroBopax.

10. Pa3zpaboTka nporpamMmbl BeI€HHsI IEPETOBOPOB. DTalbl MEPETOBOPHOTO
nporecca.

11. Obmue npaBuia MOBEACHHUS Ha JEJNOBBIX NeperoBopax. MToru nemoBbIX
BCTpEY U MEPErOBOPOB.

12. OcHOBHBIE 0COOCHHOCTH MEXKYJIBTYPHOI'O pa3HOOOpasus ollecTBa

13.  Mexanusm oOecrieyeHusi TpeOyeMOoro KayecTBa MPOLECCOB OKa3aHUs
yCIyT, Ha OCHOBE KIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTMI B MpOIECCE OCBOCHMS
OTUKW, OCTETUKH  OOCHY)KMBAHMS, OSTUKETa, MOpPaJIM U  HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CepTU(PUKALMU U YNPaBIEHUS KAauecTBOM B c(epe CepBHCHOIO
00CITy>KUBaHMS Ha TPAHCIIOPTE.

14,  MexaHnu3sM cCHUCTEMBI oOOecrieueHuss TpeOyeMoro KadecTBa IPOIECCOB
OKa3aHUs YCIYyr B COOTBETCTBUM C MEXKIYHAPOJHBIMU ¢ HAIMOHAIBHBIMU
CTaHJapTaMyd B TMPOIECCE OCBOEHUS JTHKH, 3CTETUKH OOCIY)KMBaHUS, JTHUKETA,
MOpaJIM M HPABCTBEHHOCTH, CTAHAAPTU3AIMU, CEPTUPUKAIMU U  YNPABICHUS
KayecTBOM B c(pepe cepBUCHOTO 00CTy>KMBaHUS HA TPAHCIIOPTE.

15. MexaHu3M OKa3aHUsl YCIAYT B COOTBETCTBUU C 3aSBJIICHHBIM Ka4€CTBOM B
IpoIecCe OCBOCHUS ATUKU, OCTETUKU OOCITYKUBAaHUSA, OTUKETa, MOpaId W
HPABCTBEHHOCTH, CTaHAAPTU3AIMHM, CEePTHU(PUKALMM W YIOPABJICHHUS KAaueCTBOM B
cdepe CepBUCHOTO 0OCITYKUBAaHUS Ha TPAHCIIOPTE.

16. MatepuanbHbie pecypchl, 00OpyAOBaHHME Jisi OCYHIECTBICHHS Mpoliecca
cepBHca.

17. Metonasl mpoBeAeHUsI TMEPErOBOPOB C KIMEHTAMU MO MPETECH3MOHHBIM
CIIy4astM ¥ MEXaHHU3M OIPEJEICHHs MPUYNH BO3HUKHOBEHHS MPETEH3UHN B IpoIecce
OCBOCHHUS JTHUKH, ICTETUKH OOCTYKMBAHHS, ITHKETa, MOPAJIW W HPABCTBEHHOCTH,
CTaHJapTU3AIMH, CepTU(PUKAIMU M YNPABICHUS KAa4eCTBOM B cdepe CEpPBUCHOTO
00CITy>)KUBaHHS Ha TPAHCIIOPTE.

18. MeToasl pa3pabOTKM W HCIONB30BAHUSA THIIOBBIX TEXHOJIOTHYECKUX
IIPOLIECCOB.

19. Metoasl opmMupoBaHHMs W BHEIPEHUS KOPHMOPATUBHBIX CTAHIAPTOB H
perJamMeHToB IMPOLECCOB 00CTYKUBAaHUS TOTPEOUTENICH Ha TPaHCTIOPTE.

20. MeTonpl B3aMMOJACHCTBUS C KIMEHTAMU IO OpTaHU3AIMH IpoIlecca
oOcITy>)kuBaHHS TOTpeOUTENel B cdepe TOCTSHPHUUMCTBA B MPOIECCE OCBOCHHS
OTUKW, OCTETUKH  OOCTY)XKMBAaHWS, OTHUKETa, MOpPaIM UM  HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CepTU(PUKAIMN W YNPaBICHUS KAa4eCTBOM B c(epe CEepBHCHOTO
oOCTy>KUBaHMS Ha TPAHCIIOPTE.

Tunogvie cumyayuorHwvle 3a0aHUs 015 peuerusl Ha NPAKMUYECKUX 3AHAMUAX

[Ipennmoxkure  MeTompl  pa3pabOTKM W HCIOJIB30BAHHUS  THUITOBBIX
TEXHOJIOTUYECKUX  MPOILECCOB  C  y4eTOM  peanu3auur  IudpoBHU3ALUU
JOKYMEHTOOOOpOTa  TPAHCIOPTHBIX IEPEBO30K HAa  INpUMEpPE  KOHKPETHOM
OpraHu3aIny.
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IIpumepHbIii IepeYeHb TeM KOHTPOJIBbHBIX Pa0OT 10 JMCUUILIMHE
«IIpodeccuonanbHas ITUKA, CTAHAAPTH3ALMSA, cCePTUPUKALMA U YIIPABJICHUE

©CoNoa~WNE

10

CCpBHUCA,

KA4eCTBOM B CEPBHCHOM 00CJTY:KHBAHUM
Kypc (4 cemectp)

ConunanbHO-3KOHOMUYECKHE U AYXOBHbBIE IPENOCHUTKH MOSBJICHUS ITUKH.
Otuko-punocopcekue cuctemsl peBneit Unauu: OpaxmManusm, Oy au3M.
J>xaiHW3M U Hora.

Ortuueckue yuenus [pesnero Kuras: naocuszm, KoH(yuaHCTBO.
Oco0eHHOCTH aHTUYHOM ITHKHU.

OTUYECKUN PENIATUBU3M, IBAEMOHHU3M, PALIMOHATHU3M.

OTuyeckoe yueHue ApUcTOTeNs.

OTUYECKUE TeIOHU3M U aCKETH3M.

['enonusm B 06CITy>)KMBaHUU.

OcreTuka 00CIyXMBaHUS B Ipollecce pa3pabOTKHM TEXHOJOTUHU Ipoliecca
pPa3BUTHUS CHCTEMbl KIMEHTCKUX OTHOILIEHUH C ydeToM TpeOOoBaHUM

notpeluTesns B cepe CEpBUCHOTO OOCITY)KMBaHUsI Ha TPaHCIIOPTE.

11.
12.
13.
14.
15.
16.
17.
18.
19.
20.
21.

XpuctuaHnckas 3tuka. Teoaunes.

EcTtecTBeHHBII 1 60TOOTKPOBEHHBIN HPABCTBEHHBIC 3aKOHBI.
I'ymanucTuyeckas 3Tuka smoxu Bo3zpoxaeHusl.
AHTPONOIEHTPU3M U TYMaHU3M.

MopansHnas punocodus HoBoro BpemeHu.

Teopust pa3yMHOro 3rousma.

Otndeckoe yuenue U. Kanra.

OTUYECKUN YTUITUTAPU3M.

OTHKa MapKCU3Ma.

Otndeckoe yuenue @. Huie.

OTUYECKHE  BO33PECHHUS  MPEACTABUTEIEH  PYCCKOHM  PEIUTHO3HOU

bunocodumu.

22.
23.
24.
25.
26.
217.

CO3HaHUs.

28.

OcCHOBHbIE HaIlPaBIICHHS B PA3BUTUU 3TUUYECKOU MbIcTU XX BeKa.
PenaruBucrckas 3TuKa MNOCTMOIEPHU3MA.

Kpusuc Mopanu 1 HpaBCTBEHHOCTH.

HeobxonumocTh nepexoaa K ryMaHUCTHIECKOM 3TUKE OyMyIIero.
[IpoGrembl GMOITHUKH, TOJIEPAHTHOCTH, COOTHOIIIEHUE 3TUKHU U OU3HEcA.
[lonsiTue Mopanu u ee CBsA3b C APYrUMU (PopMamMu OOIIECTBEHHOIO

CaoiicTBa Mopanu. MopanbHOE CO3HaHHE U MOpPAJIbHAS TIPAKTUKA.
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IIpumepHbIii IepeYeHb TeM KOHTPOJbHBIX Pa0OT 10 JMCUUILIMHE
«IIpodeccuonabHas ITUKA, CTAHAAPTH3ALMSA, cCePTUPUKALMA U YIIPABJICHUE
KAa4eCTBOM B CEPBHCHOM 00C/IYKHUBAHHUI)

Kkypc (5 cemecTp)

Oco0eHHOCTH 1eJI0BOro OOIIEeHUsS paOOTHHKA CEPBUCA C KIIMEHTOM.
[IpaBua KOPIIOPATUBHOTO OOIIEHHUS B KOJIJICKTUBE MPEANPUATHS CEPBHCA.
[TorsiTHE ¥ BUABI KOH(IUKTOB B OpraHU3AIIHH.
XKanoObl 1 KOH(PIUKTHI C KIMEHTAMU: IPUYUHBI U CIIOCOOBI pa3peleHusl.
[TpuHIUTIBEL paOOTHI ¢ KOHDIUKTHBIMUA KIIMEHTAMHU.
[IpodpunakTika KOHPIUKTOB B 00CTYKUBAHUHU HA TPAHCIIOPTE.
Otuka 6usHeca B cepe cepBuca.
OO1IHe MPUHITUTIBI TPUHATHS STUYHBIX JICTOBBIX PEIICHUH.
DTHKa KOHKYPEHIIUH | JIEJIOBOTO MapTHEPCTBA.
. DTHKa ¥ colMaabHasi OTBETCTBEHHOCTH CIEIAIIMCTA B cpepe cepBHca.
. DTHYECKUE TPAIUIIMHA POCCUUCKUX MTPEeATPUHIMATEIICH.
. [lonsiTHE, OCHOBHBIC IPUHIIMIIBI U (YHKIIUH KOPIIOPATUBHOMN STHUKH.
. MopanbHO-TICUXOJIOTHUECKUN KIIMMAT B OPraHU3aIIHH.
14. DTuyeckue HOPMBI KOPIOPATUBHOTO TIOBCACHHMS U OOILICHUS MEXKIY
COTPYIHUKAMU OpPTaHU3aIMH CepPBHUCA.
15. Tloka3arenu HeOJIATOMPHUATHOTO COCTOSHHUS KOPIOPATUBHOW 3THKU M UX
npoduiakThKa. ITUKA CIIy)KeOHOU Kapbephl.
16. MyxumnHa ¥ *eHIIMHA — ITpaBuja OOIIEHUS U MOBEJIEHUs Ha paboTe.
17. Ilytu u MeTOIbI BAUSHUS HA TPYAOBYIO STUKY U MOPaJb MOJYMHEHHBIX.
18. TloHnaTHe KOPIIOPATUBHON KYJIBTYPHI U €€ 3HaAUCHUE.
19. DnemeHTHI KOPIOPATUBHOM KYJIBTYPBI. THITBI KOPIIOPATUBHBIX KYIBTYDP.
20. BiustHue  KOpMOpaTHBHOM  KyJIbTYphl Ha KadeCTBO  OOCITY)KHBaHHS
KJIMEHTOB Ha TPAHCIIOPTE.
21. TlonsiTe 1 OCOOCHHOCTH JIETTOBBIX MUCEM. BUIBI J€IOBBIX MTHCEM.
22. Gupmennble 01aHKu. PexkBU3UTHI enoBbIX nuceM. OCHOBHBIC MpaBHiia
BEJICHUS JEJI0BOM MEPEIUCKHU.
23. OcOOEHHOCTH [IeJIOBOM TEPENUCKH C HCIOJIb30BAHUEM DJICKTPOHHON
MOYTHI.
24. TlpaBuia moBeJeHUsT HA MPA3THUYHOM MepornpusTuu. [lpurnamenue B
rOCTH WJIM Ha Mpa3aHUK. BU3UT B rocTH.
25. TlpaBuna Bpy4eHwus u mprueMa 11BeToB U noapkoB. HoBocenbe. CBaanba.
26. Jllear poxnaenus. Tpaypubiii stuker. CepBupoBka ctona. [Ipubopsi, nx
Ha3HAYCHWE U MIpaBmiIa OOpAIICHHs C HUMH.
27. «S3p1x ipubopoBy. [logava 6ir0m K CTOMY: MOCIEIOBATEIBHOCTD, MPABHIIA
MO/Iav, COYETAeMOCTh OJf0T M HanUTKOB. OO0IIHE MpaBuiia TIOBEJACHHS 32 CTOJIOM.
28. KynbTypa epl pa3nugHbIX TPOYKTOB: CaJaThl, CYIIbI, MSICO U MTHIIA, PhIOa
1 MOPEMpPOAYKThI, OBOLIU U (PPYKTHI, XJIeO, Macio, Celp, ropsaure Omona. Hanurku:
KyJbTypa yHoTpeOJIeHUs.
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29. OcoOeHHOCTH BeJEHUs JIEJIO0BBIX Tele(OHHBIX pa3roBopoB. IloaroroBka
JI€JIOBOMY 3BOHKY.

30. OtBert Ha Aen0BOM Tene(OHHBINH 3BOHOK. ABTOOTBETUHK.

31. [lonsiTHe U Ha3HAYEHUE BUBHUTHBIX KAPTOUEK. BUABI BU3UTHBIX KapTOYEK.
BusuTHbIe KapTOUKK OpraHU3alvil cepBHCca.

32. OOMEH BU3UTHBIMH KapTOYKaMU. DTHUKET OOpallleHus C BU3UTHBIMU
KapTOYKaMHU.

33. IlonsaTue ynpapieHueckor dTUKU. OCHOBHBIE (YHKIIMH YIIPABICHHUS.

34. Ctunu  pyKOBOJACTBA. IJTUYECKHE HOPMBI CIIY’)KEOHOTO  MOBEICHHUS
PYKOBOJIUTENS B OTHOILLIEHUSAX C MOJAYMHEHHBIMU, IPEICTABUTEISIMUA BHEIIHEW CPEIbI:
KOHKYPEHTaMH, MOCTaBIIUKaMH, OOLIECTBEHHOCTHIO U TIp.

35. Haubonee pacrpocTpaHeHHbIE OMMOKN STUYECKOTO CBOMCTBA B MOBEJACHUU
PYKOBOJIUTETIS.

36. [lonsiTue, >BONIIOIMS U HPABCTBEHHAs OCHOBA 3TUKETa. Buabl u GyHKUUH
ATUKETA.

37. CooTHOIIIEHUE ITUKHU U 3TUKeTa. [[pUHIIUIIBI COBPEMEHHOTO STUKETA.

38. DTukeT B MpoheCCUOHAIBHOM JIESITEIHHOCTH paOOTHUKOB CHephl YCIYT.

39. TloHsaTue u GyHKIMH IETIOBBIX COBEIIaHUN. BUABI 1€0BBIX COBEIIAaHU.

40. IIpoBenenue nenoBoro copenianusi. [lonsTre u BUIbI IPE3CHTALIUN.

41. IoaroToBka K Mpe3eHTAIMN B opraHu3anuu cepsuca. [IpaBuia noseneHus
Ha TIPE3EHTAIUH.

42. OcobenHoctu  myonuyHoro  BeICTyIuieHHs.  OCHOBHBIE — TpaBuUiIa
MyOIMYHOTO BBICTYTICHHUS.

IIpumepHbIi MepeYeHb BONPOCOB K IK3aMEHY JJISl IPOBEACHH S IPOMEKY TOYHOM
arrecTauum no aucuuivinie «IlpogeccuonanbHasi 3THKA, CTAHIAPTH3ALUS,
cepTU(UKAIUA U yIIPAaBJICHUE KA4eCTBOM B CEPBHCHOM 00CJIYKMBAHUID)

Kypc (4 cemectp)

1. Tlonsitue u mpeaMeET 3TUKU. Mopalib U HPABCTBEHHOCTb.

2. Teopermyeckas, HOpMaTUBHAs W MPUKIAAHAS 3TUKA. MeCTO STUKH B
CHUCTEME T'YMaHUTAPHOTO 3HAHUA.

3. OcHOBHBIE JTHYECKHME Kareropuu. «YecTb», «IOAT», «COBECTHY,
«OTBETCTBEHHOCTBH)» - BXKHEHUIIINE KATErOpUU MpodheCCUOHATBHOM ITUKH PabOTHUKA
cepBuca.

4. OCHOBBI OCYHIIECTBIICHUSI TOHMCKA, KPUTHUECKOTO aHajiu3a U CHUHTE3a
uH(bOpMAaIK, MPUMEHEHHS] CUCTEMHOTO TI0/IX0/1a JUTsl PEIISHHUs TOCTaBICHHBIX 3a/1a4
B TMPOLECCE W3YUYEHUS OTHUKHU, OSCTETHUKH OOCITYXMUBAaHMS, HTHUKETA, MOpPAIU H
HPABCTBEHHOCTH, CTaHIAApTHU3AIMH, CEPTU(PUKAIMK W YIPaBICHUS KAa4eCTBOM B
cdepe CepBUCHOTO OOCITY)KUBAaHUS HAa TPAHCIIOPTE.

5. OCHOBBI OCYHIECTBJICHHSI COIIMAJIBHOTO B3aWMOJECUCTBUSI W peaIu3aliu
CBOEH pOJIM B KOMaHJE€ B NPOILIECCE HU3YUYEHUS ITUKU, ICTETHUKU OOCIYyKUBAHMUS,
ATUKETA, MOPAJIM U HPABCTBEHHOCTH, CTAHAAPTU3ALUU, CEPTUPUKALINU U YIIPABICHUS
KaueCTBOM B cpepe CEepBUCHOI0 OOCTYKMBAHUS HA TPAHCIIOPTE
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6. OCHOBBI BOCHPHATHS MEXKKYJIbTYpHOTO pa3HooOpa3usi oOmecTsa B
COIMAIIEHO-UCTOPUIECKOM, ITHUYECKOM H (PUIOCOPCKOM KOHTEKCTaX B MPOIECCE
W3YYCHUS DTHKU, CTETUKUA OOCIYKMBaHUS, 3TUKETa, MOPAJIM W HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CEPTU(PUKAIMA W YNPaBICHUS KA4eCTBOM B c(epe CEpBHCHOTO
o0CTy)KUBaHHS Ha TPAHCIIOPTE.

7. OCHOBBI YINpaBICHUS CBOWM BpPEMEHEM, BBICTPAWBAHUS W pead3alluu
TPACKTOPHUH CaMOPA3BUTHS HAa OCHOBE NPHHIIMIIOB OOpa30BaHUsS B TCUYCHHE BCEH
KU3HUA B TIPOIECCE M3YYCHHS dTUKH, ICTCTHUKU OOCTY)KHWBAHHS, dTUKETA, MOPATU H
HPABCTBEHHOCTH, CTaHIapTHU3aIlMH, CEPTU(UKAIMK W YIPaBICHUS Kav4eCTBOM B
chepe cepBUCHOTO 00CITY>)KUBaHUS HA TPAHCIIOPTE.

8. OcHOBBI 0OecrieueHrs TpeOyeMOro KauecTBa MpoIecCOB OKa3aHMsI YCIYT B
IpOIIECCe OCBOCHUS OTUKH, OCTETUKH OOCTY)KWBaHHS, OTHUKETa, MOpadd U
HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CEPTHU(PUKAIMA W YIPABJICHHUS KAauyeCTBOM B
chepe cepBUCHOTO 00CITYy>)KUBaHUS HA TPAHCIIOPTE.

9. OcHoBbl oOecrieueHUss (OPMUPOBAHHMS ¥ BHEAPEHUS KOPIOPATUBHBIX
CTaHJapTOB W PErVIAMEHTOB TIPOIECCOB  OOCIYXHBaHUS TOTPEOUTEIICH |
COOTBETCTBHSI CTaHJapTaM KayecTBa B IMPOIECCE H3YYCHHUS OTHUKH, 3SCTCTUKH
oOCIy)KWBaHMsI, OTHKETa, MOpaJ¥M ©  HPABCTBCHHOCTH, CTaHIapTHU3AIlUH,
cepTuUKalii W YyIpaBJIeHUS KAa4eCTBOM B cepe CEpBHCHOTO OOCTY)KWBAaHHS Ha
TPAHCIIOPTE.

10. ConumanbHO-7KOHOMUYECKHE U TyXOBHBIE MPEIMOCHIIKU MOSBICHUS YTUKH.

11. Druxo-punocodckue cucteMsl JpeBneit Unaun: 6paxmanusm, OyIIu3Mm.

12. J>xaitHU3M U Hora.

13. Dtuyeckue yuenus [pesHero Kuras: qaocusm, KoHGYIIHAHCTBO.

14. OcoOeHHOCTH aHTUYHOM STUKH.

15. DTuyeckuii peasTUBU3M, SBJIEMOHU3M, PALIMOHATU3M.

16. Dtuueckoe yueHue ApucToTes.

17. DTudeckue reJOHU3M U aCKETHU3M.

18. I'enoHu3M B 00CITYKUBaHHH.

19. Dcretrka oOCHTY)KHBaHHUS B Mpoliecce pa3padOTKH TEXHOJIOTHH Iporiecca
CepBHUCa, Pa3BUTUS CHUCTEMBI KJIMEHTCKUX OTHOIICHHA C YYeTOM TpeOOBaHMIA
noTpebuTens B chepe CEPBUCHOTO OOCTYKMBaHUS HA TPAHCIIOPTE.

20. Xpuctuanckas sTuka. Teogures.

21. EcTecTBeHHBIN 1 OOTOOTKPOBEHHBIN HPABCTBEHHBIEC 3aKOHHBI.

22. I'ymanucTrUdecKkas dTuka smoxu Bo3pokieHus.

23. AHTPOTIOIIEHTPHU3M U TYMaHU3M.

24. MopanwHas ¢punocodust HoBoro Bpemenu.

25. Teopust pa3yMHOT0 Srou3ma.

26. Dtnueckoe yuenue U. Kanra.

27. DTUYECKUN YTHIIUTAPU3M.

28. DTrKa MapKcu3Ma.

29. Dtnueckoe yuenue ©. Humrre.

30. DTuyeckre  BO33pCHHMS  NPEACTABUTEICH  PYCCKOH  PEIIMTHO3HOU
bunocodumu.
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31. OcHOBHBIE HANPABIEHUS B PA3BUTUH 3TUUECKON MbIcTU XX BeEKa.

32. PenssTUBUCTCKAS STUKA MOCTMOIEPHU3MA.

33. Kpusuc Mmopanu u HpaBCTBEHHOCTH.

34. HeoO0xonuMocTh epexoaa K r'yMaHUCTUYECKOM 3THKE OyayIIero.

35. [IpoGaembl OMO3TUKH, TOIEPAHTHOCTH, COOTHOILLIEHUE ITUKU U OU3HECA.

36. [lonsiTue Mopanu u ee CBA3b C JpYyrumMu (opMamMu OOUIECTBEHHOTO
CO3HAHUS.

37. CaoiictBa Mopanu. MopajibHOE CO3HAaHUE U MOpajibHas MPAKTHKA.

38. MopanbHble IPUHIUIIBI, HOPMbI, IEHHOCTH U UJ€aJIbI.

39. Penurunosnas, HaTypalucTHYecKas (9BOJIOLIMOHKUCTCKAS),
COLIMOJIOTHYECKasl KOHILICTIIIMH MPOUCXOKACHUS MOPAIIH.

40. Ucropuueckoe pa3BUTHE MOPATIH.

41. llpodeccuonanbHas 3THKAa Kak CBOJI HPABCTBEHHBIX TpeOOBaHUM,
OTpEENSIONIMX OTHOLIEHUE YeJIOBEKAa K CBOEMY NMPOPECCHOHAIIBHOMY JI0TY.

42. MHoroo6pa3ue npo¢ecCHuOHAIBHBIX TUK U UX BHYTPEHHEE €IMHCTRO.

43. TeopeTnueckuii ¥ HOPMATUBHBIN YPOBHU NMPO(HEeCCUOHATBHOM STUKH.

44, Oyukuuu npodeccuoHaIbHOM STUKH.

45. DBomronus npodeccuoHaIbHON ITUKHY.

46. OTHOLIEHHE K TPYAY Ha Pa3HBIX HICTOPHUUECKUX dTaMax.

47. Ilpotectantckas 3TUKa O MPOheCCUOHATHHOM MPU3BAHUH.

48. [londartue, BUABI U PyHKIUU NPOPECCHOHANBHBIX ITHUECKUX KOJEKCOB.

49. IIpodeccuoHanbHble ITHUECKNE KOAEKCHI B cepe cepBUca U TypU3Ma.

50. TIpodheccrnoHaIbHBIE COCTIOBUSI M OOIIECTBO.

51. IlonsTue u 3BOINIOLINA PO ECCHOHATU3MA.

52. IlpodeccronanbHast COBECTh U PO ECCUOHATIBHBIHN 10T .

53. HpaBcTBeHHas KyJabTypa npodeccruoHaa.

54. MecTo 3THYECKOro KoJieKca B mpodeccumu.

55. IlpodeccrnonanbHO-HPABCTBEHHBIE NPEACTABICHUSA, YOEXKACHUS U YyBCTBA
B CTPYKTYpE HPaBCTBEHHOT'O CO3HAHUS CIIELIUAINCTA IO CEPBUCY.

56. IIpoGiemsl KynbTUBHpOBaHMS Ipodeccronanusma B Poccun.

57. Mexanuam obecneueHus: TpeOyeMOoro KadecTBa MpOLIECCOB OKa3aHUs
yCIIyI, Ha OCHOBE KJIMEHTOOPHEHTHPOBAHHBIX TEXHOJOIMH B IPOLECCE OCBOCHUS
ATHKH, OSCTETUKU OOCITYXKHMBaHUS, OSTHUKETa, MOpPIM U HPABCTBEHHOCTH,
CTaHJAPTU3ALMU, CEPTHU(PHUKAIUN U YNPaABICHHUS KadyeCTBOM B c(epe CEpBUCHOTO
oOCTy’>KUBaHHS Ha TPAHCIIOPTE.

58. OcHOBHBIC 0COOEHHOCTH MEKKYJIBTYPHOTO Pa3HOOOpa3us 0OIIECTBA.

59. MexaHu3M CHCTEMBI OOecIleueHHs TpeOyeMBIX KadeCcTBO IIPOIECCOB
OKa3aHUs YCIYI B COOTBETCTBUU C MEXAYHAapOAHBIMH M HalMOHAJIHHBIMU
CTaHJapTaMU B MPOLECCE OCBOEHUS 3THKH, ICTETUKH OOCIY)KHBAHMS, STUKETA,
MOpall W HPAaBCTBEHHOCTH, CTaHAApTU3allMH, CEpTUPUKALMWU U YIpaBICHUS
KayecTBOM B c(pepe CEpBHCHOTO OOCIYKUBaHHsI Ha TPAHCIIOPTE .

60. Mexanu3m (HopMUPOBAHUS OKa3aHUS YCIYT B COOTBETCTBUU C 3asSBICHHBIM
KayeCTBOM. MEXaHU3MbI OKa3aHHUs YCIYT B COOTBETCTBUU C 3asBICHHBIM Kaue€CTBOM B
IIPOLIECCE OCBOEHUS 3TUKH, 3CTETUKH OOCIYKMBAHMS, ITHUKETa, MOPAJIU U
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HPAaBCTBEHHOCTH, CTAaHIAPTU3ALNH, CEPTH(PUKAIUN W YIPABICHUS KayeCTBOM B
chepe cepBUCHOTO 00CITYy>KUBaHUS HA TPAHCIIOPTE.

61. MarepuanbHble pecypchl, 000OpyJIOBaHHE sl OCYHIECTBICHUS TMpollecca
cepBuca.

62. MeToabl TPOBEIEHUS TEPETOBOPOB C KIMEHTAMU IO TMPETCH3MOHHBIM
CITydasiM.

63. MexaHu3M ompeeneHus MPUYNH BO3HUKHOBEHUS MPETEH3UI B Ipolecce
OCBOCHHS ITHUKH, JCTETHKH OOCIY)XMBAaHHS, 3TUKETa, MOpPAIM W HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CEPTHUPUKAIMN U YNPaBICHHUS KadyeCTBOM B cdepe CEepBHUCHOTO
00Cy>KUBaHMs Ha TPAHCIIOPTE.

64. Metonpl pa3pabOTKM W HWCIOJIB30BAaHUS THUIOBBIX TEXHOJIOTHUYECKUX
IPOIIECCOB.

65. Meronbl QopMHUpOBaHUS W BHEJPCHHUS KOPIOPATUBHBIX CTAHIAPTOB U
perJIamMeHTOB MPOIECCOB 00CTYKMBaHUS TOTPEOUTENCH Ha TPAHCTIOPTE.

66. Meronbl B3aMMOJEHCTBUS C KIMEHTAMH [0 OpraHW3aIlMy Ipolecca
oOCTy)XMBaHHs TMMOTpeOuTeNeld B cdepe TOCTEIPUUMCTBA B TPOIECCE OCBOCHUS
OTHKH, OCTETUKA OOCITy)KMBaHUs, OTUKETa, MOpPAIA W HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CEPTHU(PUKAIMN U YNPABICHHUS KadeCTBOM B cdepe CEepBHUCHOTO
00CITy>)KMBaHHsI HA TPAHCTIOPTE.

IIpumepHbIi NepevYeHb BONPOCOB K IK3aMEHY JJISl IPOBEACHHS IMIPOMEKY TOYHOM
arrecTauum no aucuuivinde «IlpogeccnonanbHas 3TMKA, CTAaHAAPTH3AHSA,
cepTU(UKAIUA U yIIPABJICHHE KA4eCTBOM B CEPBHCHOM 00CJIYKMBAHUID)

Kkypc (5 cemectp)

[Tonstre u npeamer 3TUKU. Mopalib 1 HPAaBCTBEHHOCTb.
Teopernueckas, HOpMaTUBHAS U MPUKIAJAHAS STUKA.
MecTo 3TUKH B CHCTEME T'YyMaHUTAPHOTO 3HAHUSL.

4. OCHOBHBIE JTHYECKHME KaTeropuu. «YecTb», «IIOATr», «COBECTHY,
«OTBETCTBEHHOCTbHY» - BaKHEHUIIINE KAaTErOpuu MpodhecCUOHATBHON ITUKH PabOTHUKA
cepBuca.

5. OCHOBBI OCYIIECTBIEHUS IIOUCKA, KPUTHUUECKOTO aHajiu3a U CHHTE3a
uH(pOpMAaIK, MPUMEHEHHS CUCTEMHOTO TOIX0/1a /ISl PEeIISHUs TTOCTABIEHHBIX 3a1a4
B IIPOIIECCE W3YYCHHUS DTHUKH, ICTETHKUA OOCIYKMBaHUSA, OSTHUKETa, MOpAId U
HPABCTBEHHOCTH, CTaHIapTHU3AIlMU, CEPTU(PUKAIMK W YIPaBICHUS KAa4eCTBOM B
cdepe CepBUCHOTO OOCITY)KUBAaHUS HAa TPAHCIIOPTE.

6. OCHOBBI OCYIIECTBICHUS COIMAIBHOTO B3aWMOJICHCTBUS W peaU3aIiU
CBOEH pOJM B KOMaHJE€ B NPOILIECCE H3YUYEHUS ITUKU, ICTETHUKU OOCIYyKUBAHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAHIAPTU3AINH, CEPTUDUKAIIU U yIIPABICHUS
KauecTBOM B cpepe CEepBUCHOTO 0OCITy>KUBaHUS HA TPAHCIIOPTE.

7. OCHOBBI BOCHPHSITUS MEXKKYJIbTYPHOTO pa3zHooOpa3usi oOumiectsa B
COIMATbHO-UCTOPUUECKOM, ATUYECKOM M (UIOCOPCKOM KOHTEKCTax B IMpolecce
U3YUYCHUSI ITUKH, DCTETHUKUA OOCITYKMBAHUS, STUKETA, MOpPaJId U HPABCTBEHHOCTH,
CTaHJapTU3alNK, CepTU(DUKALUY U YIIPABICHUS KaueCTBOM B c(hepe CEpBUCHOTO

W
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o0CTy)KUBaHMsI HA TPAHCTIOPTE.

8. OCHOBBI ympaBlIeHHUS CBOMM BpPEMCHEM, BBICTPAWBAHUS W peaM3aIluu
TPACKTOPUU CaMOPA3BUTHS HAa OCHOBE NPHHIIMIIOB OOpa30BaHUsS B TCUYCHHE BCEH
KU3HUA B TIPOIECCE M3YYCHHsS dTUKH, ICTCTUKU OOCTYKHWBAHHS, dTUKETA, MOPATU H
HPABCTBEHHOCTH, CTaHIAApTHU3AIlMH, CEPTU(UKAIMK W YIPaBICHUS Kav4eCTBOM B
chepe cepBUCHOTO 00CITYy>)KUBaHUS HA TPAHCIIOPTE.

9. OcHoBbI 00OecrieueHus: TpeOyeMoro KauecTBa MpoleccoB OKa3aHUsl YCIYT B
MPOIIECCe OCBOEHUS OTHUKH, OSCTCTHKH OOCITYy)KMBaHHS, OJTHKETa, MOpaId U
HPABCTBEHHOCTH, CTaHIapTHU3aIlMH, CEPTU(UKAIMK W YIPaBICHUS Kav4eCTBOM B
chepe cepBUCHOTO 00CITY>)KUBaHUS HA TPAHCIIOPTE.

10. OcHoBbl OOecrieueHuss (HOPMUPOBAHMSI M BHEIPEHUS KOPIOPATUBHBIX
CTaHJApPTOB W PErJIAMEHTOB TPOIECCOB  OOCIYXMBaHUS IOTpPEOUTENCH W
COOTBETCTBHSI CTaHJapTaM KayecTBa B TMPOIECCE HW3YYCHHUS OTUKH, 3CTCTUKH
oOCIy)KMBaHMsI, OTHKETa, MOpaJM ©  HPABCTBCHHOCTH, CTaHIapTHU3AIUH,
cepTuUKalii W YIpaBJIeHUS KAa4eCTBOM B cepe CEpBHCHOTO OOCTY)KHWBaHHS Ha
TPAHCIIOPTE.

11. ConuanbHO-7KOHOMHUYECKHE U JTYXOBHBIC MPEIMOCHIIKY TOSBICHUS 3THKH.

12. Dtuxo-punocodckue cucrteMsl Jpesneit Unaun: 6paxmanusm, OyIau3Mm.

13. dxaitnu3m u Hora.

14. Dtnyeckue yuenus [pesHero Kuras: qaocusm, KOHQYITHAHCTBO.

15. OcoOeHHOCTH aHTUYHOM STUKH.

16. DTyeckuit peasiTUBU3M, 3BIEMOHU3M, PAllMOHAINU3M.

17. DTnyeckoe yueHue ApUcTOTEs.

18. DTuyeckue reJ0HU3M 1 aCKETU3M.

19. 'enoHu3M B 00CITYKUBaHUH.

20. Dcretrika OOCITY)KUBaHHUS B MpOIecce pa3paOOTKH TEXHOJIOTHH IIporiecca
CepBHUCa, PAa3BUTUS CHUCTEMBI KIHMEHTCKUX OTHOIICHHH C Y4YeTOM TpeOOBaHMIA
notpedurens B chepe CepBUCHOTO 00CITyKUBaHUS HA TPAHCIIOPTE.

21. XpuctuaHckas 3TUKa. Teoauries.

22. EcrecTBeHHBIN 1 OOTOOTKPOBEHHBIN HPaBCTBEHHBIC 3aKOHBHI.

23. I'ymanucTrudeckas dTuka s1oxu Bo3pokieHus.

24. AHTPOTIOIIEHTPHU3M U TYMaHU3M.

25. MopanbHas ¢punocodust HoBoro Bpemenu.

26. Teopust pa3yMHOI0 Srousma.

27. Otnueckoe yuenue U. Kanra.

28. DTUYECKUN YTHIIUTAPU3M.

29. DTrKa MapKcu3Ma.

30. Otuueckoe yuenne @. Humre.

31. DTuyeckre  BO33pCHHMS  NPEACTABUTEICH  PYCCKOH  PEIIMTHO3HOU
dunocodun.

32. OCHOBHBIC HAMPABIICHUS B PA3BUTHH dTUIECKOM MbIcTH XX BeKa.

33. PensaTuBHCTCKAS ATHKA IIOCTMOJICPHHU3MA.

34. Kpusuc Mopanu ¥ HpaBCTBEHHOCTH.

35. HeobxoaumocTh niepexoaa K TyMaHUCTHIECKOM 3TUKE OyIyIIeTo.
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36. [IpoGaembl OMO3TUKH, TONEPAHTHOCTH, COOTHOLLIEHUE ITUKU U OU3HECA.

37. IlonsiTue Mopanu u ee CBA3b C JpYyrumMu (opmMamMu OOUIECTBEHHOIO
CO3HAHMA.

38. CaoiicTBa Mopanu. MopalibHOE CO3HAaHUE U MOpajibHas MPAKTHKA.

39. MopalibHbI€ TPUHIIMIIBI, HOPMBI, IEHHOCTHU U HJICabI.

40. PenurunosHasi, HATypaJIUCTHUECKas (9BOJTIOITMOHUCTCKAS ),
COLIMOJIOTUYECKAs! KOHIETIIINH TPOUCXOKICHHUS MOPAJIH.

41. Ucropuueckoe pa3BUTHE MOPAJIH.

42. llpodeccuonanbHas 3THKa Kak CBOJI HPABCTBEHHBIX TpeOOBaHUM,
OTIPEICTISIONINX OTHOIIIEHUE YeJIOBEKa K CBOEMY PO ECCHOHATBFHOMY JIOITY.

43. MHoroob6pasue mpohecCHOHaTbHBIX 3THK U UX BHYTPCHHEE €AMHCTBO.

44. TeopeTnyeckuil ¥ HOPMATUBHBIN YPOBHU NPO(HEeCCUOHATBHOM STUKH.

45. Oynkuuu npodeccuoHaIbHOM STUKH.

46. DBomronus npodecCuoHaTbHON THKHU.

47. OTHOIICHHE K TPYY Ha pa3HBIX UCTOPHUSCKUX dTamax.

48. TIpoTecTaHTCKast THKA O MPOPECCHOHATHHOM MPU3BAHUM.

49. Tlonsitue, BuAbl U GQYHKIUU TPO(ECCHOHATBHBIX ITHYECKUX KOJEKCOB.

50. IIpodeccronanbubie 3TUYECKHUE KOJIEKCHI B c(hepe cepBuca U Typu3Ma.

51. TlpodeccronaibHBIE COCTOBUS U OOIIIECTBO.

52. TloHsaTHe U 3BOJIIOIUS TTpodhecCroHaTn3Ma.

53. [Ipodeccronanbhas coBecTh U MpOohecCUOHATBHBIN JOIT.

54. HpaBcTBeHHas KynnbTypa MpodeccruoHana.

55. MecTo 3THYECKOro Ko/IeKca B MPOQECCuu.

56. [IpodeccronanbHO-HPAaBCTBEHHBIE MPEACTaBICHUS, YOSKICHHUS U YyBCTBA
B CTPYKTYpE HPaBCTBEHHOT'O CO3HAHUS CIEIUAIKCTA 0 CEPBUCY.

57. TlpoGiemsl KynbTUBHpOBaHMS Ipodeccuonanusma B Poccun.

58. Beibop cpenctB  u3MepeHuil. OCHOBBI TOCYJApCTBEHHOW CHCTEMBI
CTaHIapTU3AIINH.

59. MeTonbl cTanaapTU3aliim yeayr. Beegenue B cepTudukanuro.

60. Ceptudukarus cucrem kauectBa. HopMmel B cpepe ycyr.

61. [TpuaIHITBI CTaHJapTU3ALUN. [TpuHIMUIIBI KOPIIOPaTUBHOM
OTBETCTBEHHOCTH B c(hepe yciyT.

62. Kareropun cranmaptoB. Buumbl cTaHmapToB W KOPIOPATHBHOMN
OTBETCTBEHHOCTH B cpepe yciyT.

63. MopanbHbIe HOPMBI ¥ IPUHIIUATIBI B OOCTYKUBaHUU.

64. OTBEeTCTBEHHOCTh paOOTHHKA CEPBUCA TIEPE]T KITMEHTOM.

65. MopanbpHbIif 00JIMK pabOTHHKA CEpBHUCA.

66. IloBenenune pabOTHHKA CEPBUCA B CIIOKHBIX ITHUECKUX CUTYaLIUSX.

67. [lonsiTHe 1 MOKa3aTeNn KauyecTBa 00CTyKUBAHUS.

68. MexmyHapoHbIe CTaHIAPTHI KaueCcTBa 00CITyKIUBAHUS.

69. [loHsITHE W COCTABIISIONTNE ICTETUKU 00CTYKUBAHMSI.

70. IIpaBmma odopmIiIeHNUsS KOHTAKTHOW 30HBI.

/1. Ilcuxonorust BOCOPUSITUS LIBETA. DPrOHOMHUKA.

72. TpeGoBaHUs K BHEIIHEMY BUy paOOTHHKA CEpBHCA.
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73. OO011eHne KaKk HpaBCTBEHHAs 1IEHHOCTh. BepOanbHas u HeBepOanbHas
COCTAaBIIAIOIINE KYJIbTYPbl OOILIEHHUS.

74. KoMMyHUKaTHBHAs KyJIbTypa paOOTHHKA CEpBHUCA.

/5. DTUYeCcKUe AacleKThl yMEHMs CiyllaTb W TOBOPUTh. TpeOoBaHus,
MPEIBSBIIEMbIC K peYd paOOTHHKOB CEPBHUCA.

76. Ilpuempbl, HampaBICHHBIC Ha pPa3BUTHEC KOMMYHHUKATHUBHBIX HABBIKOB
paboTHHKOB cepBuca. [Ipuemsr npodeccrnoHaIbHOTO CIyIIaHus.

7'7. Ilonsite u pyHKUIMH MPOPECCUOHATIBHOTO MOBEACHHUS.

78. O0mue TtpeboBaHuss K TMpodeCCHOHATLHOMY TOBEICHUI0 pPabOTHHKA
KOHTaKTHOM 30HBI Ha Pa3JIMYHBIX dTarax 00CITy)KHBaHUSI.

79. Ycranosiienne 3pGHEeKTUBHOTO KOHTAKTa M JJOBEPUTEITLHBIX OTHOIIICHUH
MEX Ty paOOTHMKOB KOHTAKTHOW 30HBI U KJIUEHTOM.

80. IlpodeccronanpHOE MOBEIEHUE paOOTHIKA CEpBHCA Ha dTarle aHaIu3a
NOTpeOHOCTEN KIIMEHTOB.

81. Ilpesenranus ToBapa wiu yciayru. [loBeneHnne paboTHHKA cepBrca Ha
JTare 3aBepIICHHs 0OCITY)KUBaHUS Ha TPAHCIIOPTE.

82. llonsatne u GyHkuu AenoBoro oo6mieHus. OCHOBHBIE (DOPMBI JI€TOBOTO
oO1IeHMS.

83. OcoOeHHOCTH JIeTTOBOTO OOIIEHHS PaOOTHHUKA CEPBUCA C KIIMEHTOM.

84. IlpaBuia KOPIIOPATUBHOTO OOIICHKS B KOJIJICKTUBE MPEIPHITHS CEPBHCA.

85. [lonsiTue u BUABI KOH(MIUKTOB B OpraHU3AIIHH.

86. XKayio6b1 1 KOH(MIUKTHI ¢ KIIMEHTAMU: TPUYUHBI U CTIOCOOBI pa3peIICHHUS.

87. IlpuHIUIBI pabOThI ¢ KOHPIMKTHBIMU KIIMEHTaAMHU.

88. IlpodunakTuka KOHMIUKTOB B 00CITYy)KUBAaHUH Ha TPAHCTIOPTE.

89. DTuka 6usHeca B cepe cepBuca.

90. OO0mIre NPUHIUITBI TPUHATHS STHYHBIX JICIOBBIX PEIICHU.

91. DTHKa KOHKYPEHITUH U JICJIOBOTO IMTAPTHEPCTRA.

92. DTHKa U colranbHas OTBETCTBEHHOCTH CIICIIMAINCTa B chepe cepBUca.

93. DTHYecKkue TpaTUIIUU POCCUNUCKUX MPETPUHUMATEIICH.

94. TlonsiTe, OCHOBHBIE MPUHIUIIBI U (DYHKIIMU KOPIIOPATUBHOMN ITUKH.

95. MopanbHO-TICUXOJIOTUYECKUI KIMMAT B OpTaHU3aIlHH.

96. OTuueckue HOPMBI KOPIOPATUBHOTO TOBEJACHUS U OOIICHUS MEXIY
COTpPYIHUKaMU OpPTaHU3aIlllU CEpPBHUCA.

97. Tlokazarenu HEOIATONMPHUSATHOTO COCTOSHHS KOPIIOPATUBHOW ITHKU M UX
npoduakTHKa. DTHKA CIIYKEOHOU Kapbephl.

98. My>xunHa ¥ JKEHIIMHA — MMpaBUJia OOIIEHUS 1 TIOBEICHHsI Ha padoTe.

99. Iyt 1 MeTO/BI BIUSHUS HA TPYJAOBYIO 3THKY U MOPAJIb TTOTYNHEHHBIX.

100. TIlonsTHE KOPTOPATHBHOM KYJIBTYPHI U €€ 3HAUCHHE.

101. DmeMeHTHI KOPIIOPATUBHOU KYIbTYpbI. THUITBI KOPIIOPATHBHBIX KYJIBTYP.

102. BnusHuMe KOpPHMOpPATUBHOW KyJIbTYphl Ha Ka4eCTBO OOCITYXKHUBaHUS
KIIMEHTOB Ha TPAHCIIOPTE.

103. TlonsTHE M OCOOCHHOCTH JCIOBBIX TUCEM. BUIBI IETOBBIX MHCEM.

104. ®upmennsie Omanku. PexBu3uThl nenoBeix nmuceM. OCHOBHBIE TTpaBUiIa
BEJICHUS JIEJIOBON MEPETTUCKH.

93



105. OcobeHHOCTH [€710BOM MEPENUCKH C MCIOIb30BAHUEM BJIEKTPOHHOU
MOYTHI.

106. IlpaBuna moBeneHUs Ha Mpa3gHUYHOM Meponpuatuu. [Ipurnamenue B
rOCTU WM Ha Npa3aHUK. BU3uT B rocTu.

107. IlpaBuna BpyuyeHHs M pueMa LBETOB U nojaapkoB. HoBocenbe. CBaanoa.

108. MHenw poxnenus. Tpaypubiii atuker. CepBupoBka ctona. [Ipubopsl, ux
Ha3HAYEHUE U MpaBuiia oOpalieHus C HUMHU.

109. «S3pik mpubopoB». Ilogawa Omrom K CTONYy: MOCIAEAOBATEIBLHOCTD,
MpaBuiia MOJIayl, COUYETaeMOCTh 0107 W HanuTkoB. OOIIME MpaBuUiia MOBEIECHUS 32
CTOJIOM.

110. KynbpTypa eapl pa3idyHBIX MPOJYKTOB: CalaThl, CyIbl, MSICO U NTHUIIA,
ppida MU MOPENnpOaYKThI, OBOIIM U (PYKTHI, XJeO, Macio, Chlp, ropsyue Oiroja.
Hanutku: KynbTypa ynorpeoaeHus.

111. OcobeHHOCTH BeAeHUS JEIOBBIX TelaedOHHBIX pa3roBopoB. [loaroroska
K JIEJIOBOMY 3BOHKY.

112. Ortser Ha AeN10BOI1 TenedOHHBIN 3BOHOK. ABTOOTBETUHK.

113. TlonsTne W Ha3HAUYCHHE BU3BUTHBIX KApTOYEK. BHABI BU3UTHBIX
KapToueK. Bu3UTHbBIE KAPTOUKHM OpraHU3allUid CepBHUCa.

114. OOGMeH BM3UTHBIMM KapTOYKaMHU. ODTHKET OOpalieHusi ¢ BU3UTHBIMU
KapTOYKaMH.

115. TlonsTue ynpasiaeH4YecKoi STUKH. OCHOBHBIE (YHKIIMH YIIPABIICHHUS.

116. Crtunu pyKOBOACTBA. ITHYECKHE HOPMBI CIIY)KEOHOTO TOBEACHUS
PYKOBOJIUTENS B OTHOIICHUAX C MOAYUHEHHBIMU, IPEICTABUTENSIMUA BHEIIIHEW CPE/IbI:
KOHKYPEHTaMH, MOCTaBIIUKaMH, OOIIECTBEHHOCTHIO U TIP.

117. Haubonee pacnpoCTpaHEHHbIE OIIMOKA ATHUYECKOTO CBOWCTBA B
MIOBEICHUH PYKOBOJIMUTEIIS.

118. TIlonsTue, HBOMIONMS W HPABCTBEHHAs OCHOBa JTHUKETa. Buuel
byHKIMM STHKETA.

119. CooTHolIeHHE 3TUKHU U ATUKETA. [[pUHIIMITBI COBPEMEHHOTO ITHKETA.

120. Dtuxet B npodeccroHaNbHON AEATETPHOCTH PAOOTHUKOB CEpPHI YCIYT.

121. Tlonsitue  PyHKIIUYU JAETOBBIX COBEIIAHMA. BUIBI 1ETOBBIX COBELIIAHUH.

122. TlpoBenenue aenoBoro copemanus. [TIoHATHE W BUIBI IPE3CHTALIHIA.

123. TloaroToBka K TMTpe3eHTAlMK B OpraHuW3amuu cepBuca. [lpaBuna
IIOBEJCHUS Ha IPE3EHTALUU.

124. OcobGenHoctn myOnu4yHOro  BbICTyIuieHHS. (OCHOBHBIE — TIpaBHIIA
MyOJTUYHOTO BBICTYIUICHHUS.

125. Tlpuemsbl mpeonosneHus cTpecca MpU BHICTYIUIGHUU TEpe] IIUPOKOil
ayIuTOpuen. DTUKET NpUBETCTBUS. [[pUBETCTBHE KIMEHTA B OPraHU3aIMK CEPBUCA.

126. IlpaBuna mpexacraBienusi npu 3HaKoMcTBe. OOpaieHue, mepexon Ha
«Tel». Benenne 6ecenpl. O01IeHNE C HENPUATHBIMU JTIOABMHU.

127. Dtuker mnpomaHus. OJTHUKET paOOTHHKA CepBHCAa B Cclydyae OTKasa
KJIIMEHTA OT OOCTY>KMBaHUS.
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128. OcobeHHOCTH J€T0BOTO OOIIEHHS W HTUKETa Yy pa3HbIX HAPOJIOB.
TonepanTHOCTh U ee rpanuibl. OOIIME MpaBUia MEXKYJIbTYPHOH KOMMYHHKAIIUU U
JI€JI0BOTO OOLIEHUS.

129. OcobGeHHOCTH [1€IOBOTO OOIICHUSI C HEMEUKUMH, aMEPUKAHCKUMHU,
SATMIOHCKAMH, KUTAaHCKUMH JICJIOBBIMH TAapTHEpPaMH, TPEACTABUTEISIMUA CTpaH
bmmxnero Bocroka.

130. OO6mme mnpaBuia MOBeAeHUST B OOIIECTBEHHBIX MecTax. IlpaBuna
noBeAcHUs Ha ynuile. [IpaBuna moBeneHus B Marasuse, kade.

131. TlpaBuna mnoBeneHUsT B peCTOpaHe, TeaTpe, Mysee, Kiyoe. OOmue
NpaBWIa TIIOBEJCHUS B OOIIECTBEHHOM TpaHcropre. [IpaBuia moBeneHus B
rOpOJCKOM OOIIECTBEHHOM TpaHcmopTe (aBroOyce, TpamBae, Tposuieioyce,
MmeTpornoyitTere). OCOOCHHOCTH MOS3/IKK B MapIIPyTHOM TakcH. [IpaBuiia moBeaeHus
B TI0€3]1e, B CaMoJIeTe, Ha TETUIOXOIC.

132. CymiHocTh JIel0BBIX MPUEMOB. JleJIOBbIC M CBETCKHE MpUEMbl. JIHEBHBIC
Y BEUCPHUC MTPUCMBI.

133. JlenoBbie mpueMbl ¢ paccajkoil 3a CTojJoM W 0e3 Hee. 3aBTpak, JiaHY,
oben, oben-Oyder, OpaHu, yXKuH, «00KaJl IMIAMIIAHCKOTO», KOKTEHIIb, a-Jisi QypIer,
xypoukc. [IpaBuiia moseaeHUs Ha Pa3TUIHBIX JICJTOBBIX IIPHEMaX.

134. TlonsiTue, 0cCOOEHHOCTH U (PYHKIIUU JEJIOBOTO dTHUKETA. JemoBoit aTUKET
U JIEJIOBOM MpOTOKOJ. JIenoBOM 3THUKET B 00CITy>KMBaHUU.

135. Nmumx aenoBoro yenoBeka. OCHOBHBIE (POPMBI AEIOBOTO OOIIECHHUS:
JIEJIOBBIE COBEIIAHMS, JUCKYCCUH, ITyOIMYHbIE BBICTYIIJICHUS.

136. Cneumduka nemoBoro oOmieHus B cdepe ceppuca. I[lonsartne wu
opraHu3alus JIeJOBBIX BCTPEY.

137. TloaroToBka K J€JIOBBIM MeperoBopaM. MecTo u BpeMs JeJI0BbIX BCTpeU
U TIEPETOBOPOB.

138. I[lpurnamenust Ha IeIOBBIE BCTpeUd U meperoBopbl. opMupoBaHue
JieJIeTalyu sl y49acTHs B IEPEroBOpax.

139. Pa3paboTka mporpamMmbl BEJEHUS MEPETOBOPOB. ITAlbl EPETOBOPHOTO
nporiecca.

140. OOmme mpaBuIa MOBEJACHUS Ha JCIOBBIX IeperoBopax. MTorun aemoBbix
BCTpEY U MEPETOBOPOB.

141. Mexanu3Mbl obecrieueHus TpeOyeMoro KadecTBa MpPOIECCOB OKa3aHUs
YCIIyT, HAa OCHOBE KJIMEHTOOPHEHTHPOBAHHBIX TEXHOJOTHH B TPOIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCTY)KMBAaHHS, OTHUKETAa, MOpPaJIM U  HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CepTU(PUKAIMKA W YNPABICHUS KAa4eCTBOM B c(epe CEepBHCHOTO
oOCTy’>KUBaHMS HA TPAHCIIOPTE.

142. OcHoBHBIE 0OCOOCHHOCTH MEXKKYJIBTYPHOT'O pa3HOOOpa3us 0OIIeCTBa.

143. MexaHu3M CHCTEMBI OOecIieueHus TPeOyeMBbIX KaueCTBO IPOIECCOB
OKa3aHWs YCIYT B COOTBETCTBHH C MEXIYHApPOAHBIMH ¥ HAIMOHAJIHHBIMU
CTaHJapTaMyd B TPOIECCE OCBOEHUS OJTHKH, 3CTETUKH OOCITY)XKMBaHUS, JTHUKETA,
MOpalldi ¥ HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEpTUDHUKAIMU W YIPABICHHS
KaueCTBOM B c(epe CEpBUCHOr0 OOCITYKMBaHUS HA TPAHCIIOPTE.
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144. MexanusM (GOpMHUpPOBAaHUS OKa3aHUA YCIAYr B COOTBETCTBUU C
3asIBJICHHBIM Kau€CTBOM.

145. MexaHu3M OKa3aHUA yCIAYr B COOTBETCTBUU C 3asIBICHHBIM KaUYECTBOM B
MpPOLIECCE OCBOEHUS OSTUKH, 3CTETUKM OOCITY)KMBaHMS, JTHKETa, MOpaIU U
HPaBCTBEHHOCTH, CTaHAapTHU3allMM, CEepTU(UKAIMK W YIpaBiIeHUS KaueCTBOM B
chepe cepBUCHOTO 00CITYy>)KUBaHUS HA TPAHCIIOPTE.

146. MarepuasibHble pecypchbl, 000pyI0BaHUE AJI1 OCYIIECTBICHHMS Mpoliecca
cepBHca.

147. Meronbl npoBEEHUS NEPETOBOPOB C KIMEHTAMH MO MPETEH3MOHHBIM
CIIyJasim.

148. Mexanu3sMm onpejAelieHUs NPUYMH BO3HUKHOBEHMSI TIPETEH3UH B
OpolLecce OCBOGHUS ATUKHU, OCTETUKU OOCITYKMBAaHUS, DITHUKETa, MOpaiul U
HPABCTBEHHOCTH, CTaHAAPTU3ALMH, CEPTHU(PUKALMU W YOPABICHHUS KAaueCTBOM B
chepe cepBUCHOTO 00CITYy>)KUBaHUS HA TPAHCIIOPTE.

149. Meroapl pa3paOOTKX W MCHOJIB30BAHMS THUIOBBIX TEXHOJIOTHYECKUX
IPOILIECCOB.

150. Meronbl GopMHpPOBaHUS W BHEAPEHUS KOPIOPATHUBHBIX CTAaHIAPTOB
IpoLEecCOB 00CTyKUBaHUS TOTPEOUTENEH HA TPAHCTIOPTE.

151. Meroabl (QopMuUpPOBaHHS W BHEAPEHUS PETJIAMEHTOB IIPOIECCOB
o0CIy>KUBaHMs TOTPEOUTENIeH Ha TPAHCTIOPTE.

152. Meronpl B3aUMOJEHCTBUS C KJIMEHTAaMH IO OpraHM3allUM Ipolecca
oOcimyxuBaHMusl moTpeduTesneil B cdepe TOCTENPUUMCTBA B MPOLECCE OCBOCHUS
ATHKH, 3CTETHKU OOCIYy)XMBaHMs, ITHUKETa, MOPAJU M HPABCTBEHHOCTU B cdepe
CEPBUCHOr0 00CIIy>)KUBaHUs Ha TPAHCIIOPTE.

153. Meroabl B3auMMOACHCTBHUS C KIMEHTaMM IO OpraHu3aluu Ipolecca
oOciy>xuBaHusi motpeduteneid B cdepe TOCTENPUUMCTBA B IIPOIIECCE OCBOCHHS
CTaHJApTU3ALMU, CEPTUPHUKAIUN U YNPABICHUS KadyeCTBOM B C(epe CEPBUCHOTO
00CITy>)KUBaHHS Ha TPAHCIIOPTE.

154, Tludposuzaius T0KYMEHTOO00pOTa TPAHCIIOPTHBIX MTEPEBO3OK.

TumnosBblie NpakTHYECKHUE 3aJaHUS VI IPOBEICHUS MPOMEKYTOUYHOM
arrectauuu (3xk3amena) no aucuuninHe «llpodeccuonanbHas 3THKA,
CTaHAapTHU3AIUs, cepTUGUKANMS U YIPABJIeHHE KAUYeCTBOM B CEPBUCHOM
oocay:xkuBanum» (2 u 3 kype (4 u 5 cemectp))

1. OxapakTtepu3yiTe aJIropuT™M IOHUCKA, KPUTUYECKOTO aHajlv3a U CUHTE3a
uH(pOpMAaIH, MPUMEHEHHS CHCTEMHOTO ITOIX0/1a JJISI PEIICHUS TTOCTABJICHHBIX 337124
B MpoOIleCCe CTaHAApTU3AINK, CEPTHPUKANMKA W YNpaBICHUS Ka4ecTBOM B cdepe
CEPBUCHOTO OOCITYXMBaHUS Ha TPAHCIOPTE C WCIOIb30BAHUEM TMPABHWI ITHKH,
ACTETHKU OOCITyKUBaHUS, YTUKETA, MOPAJH U HPABCTBEHHOCTH.

2. OxapakTepusyWTe dTambl BOCHPHATHS MEXKKYJIBTYpPHOTO pa3sHOOOpa3us
oOl1iecTBa B COLUAIBHO-UCTOPUYECKOM, 3TUYECKOM M (UIOCOPCKOM KOHTEKCTax B
Mpoliecce yNpaBJIeHUsI KaueCcTBOM B cdepe CepBUCHOrO OOCTY>KUBAHUS Ha
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TPAHCTIOPTE C HMCIOJIH30BAHUEM IPABHWI ITHKU, ICTCTHUKUA OOCITY)KMBaHUS, YTHKETA,
MOpAJIi ¥ HPABCTBEHHOCTH.

3. OxapakTepu3yiTe dTalbl yNpaBJICHUS CBOUM BPEMEHEM, BHICTPAWBAHHS U
peanu3aiu TPacKTOPUU CaMOPA3BUTHUSI HA OCHOBE MPUHLMIOB OOpa30BaHUS U C
MPUMEHEHUEM HOPM CTaHJAPTU3AIMH, CEPTU(HUKAIIMN U YIPABICHHUS KauyeCTBOM B
chepe cepBUCHOTO 00CITYy>)KUBaHUS HA TPAHCIIOPTE.

4. OxapaxkTepusyiTe dTanbl oOecredeHus: TpeOyeMoro KauecTBa MpOIEeCCOB
OKa3aHWsS YCIyr ¢ TPUMCHCHHEM HOPM CTaHAApTU3AlWH, CEPTHPUKAINNA W
yIOpaBJICHUsI KAa4yeCTBOM B cdepe CEepBUCHOTO OOCIYXUBAHHUS Ha TPAHCIOPTE C
YYETOM TIPABUIJI STUKH M 3CTCTUKH OOCTY)KUBAHHMSI.

5. OxapakrepusyiTe OdTambl OOECIEYCHUS BHEIPEHUS KOPIOPATUBHBIX
CTaHJAPTOB U  PETJIaMEHTOB TMPOIECCOB  OOCIYXKMBaHUS TOTpeOuTene u
COOTBETCTBUSI CTaHJapTaM KadecTBa B c(depe CepBUCHOrO OOCTYy)KMBaHUS Ha
TPAHCTIOPTE C MPUMEHEHHEM HOPM ATHKH U 3CTETUKH OOCITYKUBAHHUS.

6. OxapakrepusyiiTe MexaHU3M oOecreueHus: TpedyeMoro KaudecTBa
IIPOIIECCOB OKa3aHMs YCIYT, Ha OCHOBE KJIMEHTOOPHUECHTHUPOBAHHBIX TEXHOJIOTHH B
IPOIIECCE OCBOCHHUS OTUKH, OCTETUKH OOCITY)XWUBaHUS, OSTHUKETa, MOpaId M
HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CEPTH(PUKAIMKM W YIPABJICHHS KAauyeCTBOM B
chepe cepBUCHOTO 00CITy)KUBaHMS HA TPAHCIIOPTE.

7. OxapakTepu3ynTe OCHOBHBIE OCOOCHHOCTH MEXKKYJIbTYPHOTO pasHOOOpasus
oOr1recTna.

8. OxapakTepusyiiTe MEXaHU3M CHUCTEMbI oOecrieueHUus TPeOyeMbIX KayecTBO
IPOIIECCOB OKa3aHUsl YCIYT B COOTBETCTBUH C MEKIYHAPOJAHBIMU M HAIMOHAIBHBIMU
CTaHJapTaMyd B TMPOIECCE OCBOEHUS JTHKH, 3CTETUKH OOCIY)KMBaHUS, JTHUKETA,
MOpajqd ¥ HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CEpTUDUKAIMU U  YIPABICHUS
KayecTBOM B c(pepe cepBUCHOTO 00CTy>KMBAaHMS Ha TPAHCIIOPTE

9. Oxapakrtepusyilite MeXaHuU3M (OPMHUPOBAHUS OKazaHUsS YCAYyTr B
COOTBETCTBHH C 3asIBICHHBIM KaYECTBOM.

10. Oxapakrtepu3yiiTe MEXaHHU3M OKa3aHUA YCIYI B COOTBETCTBUH C
3asiBJICHHBIM Ka4y€CTBOM B IIPOIIECCE OCBOCHUS JTHUKH, ICTETHUKUA OOCTY>KUBAHHS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAHIAPTU3AINH, CEPTUDUKAITIY U yIIPABICHUS
KaueCcTBOM B cpepe CEpBUCHOTO OOCITY>)KMBaHUS HA TPAHCTIOPTE

11. OxapakrepuszyilTe = MaTepualdbHbIE pPECypchbl, O00OpyAOBaHUE IS
OCYILIECTBJICHHSI IIPOLIECCA CEPBHUCA.

12. Oxapaxrtepu3yiiTe METOAbl TPOBEJCHUS TIEPETOBOPOB C KIUEHTAMHU IO
MIPETCH3NOHHBIM CITyJasiM.

13. OxapaktepusyiiTeé MEXaHW3M OMPEJCICHUS MPUYNH BO3HUKHOBEHUS
MPETEH3UH B MPOIECCE OCBOSHUS ITHKHU, ICTETUKHU OOCITYKHUBAHUS, ITHKETA, MOPAIH
YW HPABCTBEHHOCTH, CTAaHJIAPTH3AIlUU, CEPTH(PUKANUN U YIPABICHHUS KAYECTBOM B
cdepe cepBUCHOTO OOCTYKUBAaHUS HA TPAHCIIOPTE

14. OxapakTtepuzyite METOAbl pPa3pabOTKHM ¥ WCIOJH30BAHUS TUITOBBIX
TEXHOJIOTUYECKHUX MPOIECCOB.
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15. OxapakTtepusyiite MeToIbl (DOPMUPOBAHMS U BHEAPEHUS KOPIIOPATHUBHBIX
CTaHIApPTOB M PEriIaMEHTOB TMPOILIECCOB OOCTY)XHBaHHUS TOTpeOuTeneld  Ha
TpaHCIIOpTE.

16. OxapakTepusylTe METObI B3aUMOACHCTBHUS C KJIMECHTAMH 110 OPTaHU3aIlun
nporiecca oOCIyXUBaHMs MoTpeduTeneid B cdepe rocTenmpuuMCTBa B IpoIecce
OCBOCHHS 3THKH, ICTCTHKH OOCTY)KHBAaHHS, JTHKETAa, MOPAJW W HPABCTBEHHOCTH,
CTaHapTU3AIMH, CEpTU(PUKAIMA M YINpaBICHUS KAa4eCTBOM B cdepe CepBHCHOTO
00CITy)KMBaHHsI Ha TPAHCTIOPTE.

10 MeToauyeckne peKOMeHAANUMN IS OOy4alOUIUXCA IO OCBOEHHIO
AUCHUTITHHBI

[Ipuctynmas Ha 2 kypce (B 4 ceMmMecTpe) K H3YyYEHUIO JAUCHMIUIUHBI
«IIpodeccruonanbHasl 3THKA, CTaHIApPTH3aLUsA, cepTUUKALUS U YIpaBICHHUE
KayeCTBOM B  CEpPBUCHOM  OOCIYXMBaHMM», OOydamleMycs HEO0XOIUMO
BHUMATEIbHO O3HAKOMHUTHCA C TEMAaTUYECKUM IUIAHOM 3aHATHM U CIIMCKOM
pPEKOMEHIOBaHHOM JuTepaTypbl. O0ydalleMycsl CleyeT ysICHUTh, YTO YPOBEHb U
ryOMHAa YCBOCHUS JMCIMIUIMHBI 3aBUCAT OT €ro akTUBHOM M CHUCTEMaTUYECKOMN
paboThl Ha JEKIUAX U MPAKTUUECKUX 3aHATUSAX. B 3TOM mpoiiecce BakHOE 3HAUCHUE
UMEEeT CaMOCTOsITelIbHasi paboTa, HampaBlieHHas Ha BOBJEUEHHE OOyYarolerocs B
CaMOCTOSITEJIbHYIO  TO3HABATENbHYIO JEATEIBHOCTh C I1EeJbl0  (HOPMUPOBAHUS
CaMOCTOSATEJIbHOCTH ~ MBIIUICHHUS,  CIOCOOHOCTEM K MPOQeCcCHOHAIBHOMY
CaMOpAa3BUTHIO, CAMOCOBEPIIEHCTBOBAHUIO M CaMOpEaIM3allid B COBPEMEHHBIX
YCIOBUSAX  COLMAIbHO-DKOHOMHUYECKOTO0  pa3BuTUs.  M3yueHue  AUCIUTUIMHBI
«IIpodeccruonanbHasi 3TUKA, CTaHAapTU3alUs, CepTUGUKALMS U  YyIpaBIeHUE
KayeCTBOM B CEPBUCHOM OOCITY>KHBaHHI MPOJIOJKAETCS B D CEMECTpE.

BxonHo#t koHTponib B (hopMe YCTHOTO Ompoca MpernojaBareib MPOBOIUT B
Havane u3ydeHus teM Ne 1 mo Bompocam IUCHUIUIMH, Ha KOTOPBIX Oasupyercs
mucimiuinaa - «[Ipodeccronanphas dTHKa, CTaHAapTU3anus, CepTUDUKANMSL U
yIpaBjeHHE KAaYeCTBOM B CEPBUCHOM 0OCITy:KuBaHum» (I1. 2 1 1. 9.4).

OCHOBHBIMH BHJIaMU ayAUTOPHON pabOThl 00YYAIOMIMUXCS SIBIAIOTCS JEKIUU U
npaktuueckue 3ansatus (m. 5.2, 5.3, 5.4). B xoae nexkuun npenogaBareilb U3Jiaraet u
pa3bICHSIET OCHOBHBIE, HauOOJee CIOXKHBIE MOHATHSA, a TAaKKE€ COOTBETCTBYIOIINE
TEOPETUUECKUE W NPAKTHYECKHUE MpOOJIEMbI, JaeT 3ajaHus M pPEeKOMEHAALuu Jis
NPAaKTUUECKUX 3aHATHN, a TakKe YyKa3aHHs 110 BBIMNOJIHEHUIO OOYyYaroIUMCs
CaMOCTOSITEIbHON PabOTHI.

3amauaMu JEKIUI SBISIOTCS:

— O3HAaKOMJICHHE OOy4YaloIuXCs ¢ UeNAMH, 3aJa4yaMH M CTPYKTYpOi
aucuumnael - «lIpodeccuonanbHast 3THKa, CTaHAapTU3aLus, CcepTUQUKAUSI U
yIpaBieHHE Ka4yeCTBOM B CEPBHCHOM OOCTYKMBAaHUN», €€ MECTOM B CHCTEME HayK U
CBSI3SIMH C IPYTUMHU AUCHMITTNHAMY;

— KpaTKoe, HO MO CYIIECTBY, H3JIOKCHHUE KOMIUIEKCa OCHOBHBIX HAayYHBIX
MOHATUHN, TOJXO0A0B, METOJI0B, IPUHIIUIIOB TaHHOW TUCIUILTUHBL
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— KpaTKo€ U3JI0KEHUE HauboJiee CYIIECTBEHHBIX TOJIOKEHUM, PACKPBITHE
O0COOEHHO CJIOKHBIX, aKTyaJIbHBIX BOIPOCOB, OCBEIIEHUE TUCKYCCUOHHBIX TIPOOJIEM;

— OTIPENICJICHHE TEPCIEKTUBHBIX HAMPaBICHUM  JTallbHEUIIIETO Pa3BUTHUS
HAy4HOT'O 3HaHMS B 00JaCTH NPO(HECCHOHATBHOM 3TUKH.

3HauMMBIM (PAKTOPOM TMOJHOIIEHHON U IJIOJOTBOPHOU pabOTHI 00y4YarOIIerocs
Ha JICKIUH SBISIETCA KyJbTypa BeJCHUsI KOHCIEKTa. [[puHIIunManbHO HEBEPHBIM, HO
MOJIYYUBIIMM B HAlle BpeMsl JOCTATOYHO IIUPOKOE paCIpOCTpaHEHUE, SBISETCS
OTHOIIICHUE K JICKIIUM KaK K «IUKTAHTY», KOTOPhIN 00yYaronuics MOXXET aKKypaTHO
U J0CNOoBHO 3amucarh. Ciymias JEKIHUI0, HEOOXOAUMO HAYYUTHCS BBIICIATH U
¢buKCUpOBaTh €€ KJIF0YEBbIE MOMEHTHI, 3aITUChIBAsE UX 00JIE€ YETKO U BBIJCTSAS KAaKIUM-
1160 crocoOoM U3 0OIIero TeKCTa.

[Tone3Ho npPUMEHATh KaKyr-JIHMOO YyIOOHYIO CHUCTEMY COKpalleHUd U
YCJIIOBHBIX O00O3Ha4YeHUH (M3 W3BECTHBIX WU BBIPAOOTAHHBIX CaMOCTOSITEIBHO,
HanmpuMep, MEHEHKMEHT 0003HauaTh Oouiblioil OykBoi M). [Ipumenenue Takoit
CHUCTEMBl TOMOXET 3HAYUTEIBHO YCKOPUTH IMpOIecC 3amucH JieKuuu. KoHCIekT
JIEKIIUU TPEANOYTUTEILHO MUCAaTh B OJHOW TETpajau, a HE Ha OTACIBHBIX JIMCTKAX,
KOTOPBIE TOTOM MOTYT 3aTepsAThbCs. PekoMeHayeTcss B KOHCIIEKTE JIEKIIUH OCTaBIISAThH
CBOOOJIHBIC MECTa WJIM TIOJII, HAlpuMep, I TOro, 4TOObl OblIa BO3MOXKHOCTH
3aMUCcH He0OX0 MO HH(pOpMAITUU TIPH paboTe Ha/l MaTepHaIaMU JICKIIH.

I[Ipy BenaeHUM KOHCIEKTa JICKIMM HEOOXOJWMO YeTKOo (UKCHPOBATH
pyOpHKaluio MaTepualia — pasrpaHUUYEeHHE pa3/iesioB, TEM, BOIPOCOB, mnaparpados u
T. . O0s3aTeNnbHO CHeAyeT JeNiaTh CleNUalbHbIe MOMETKH, HAlPpUMEp, B CIyyasXx,
KOTrZla Kakoe-nu0o OmpelesieHHue, TMOJIOKEHHE, BBIBOJI OCTAINCh HESICHBIMHU,
COMHHUTENbHbIMU. HWMHorma oOydamomuiicss He YycCleBaeT 3amucaTh BaXKHYIO
nHpOpMaIHIO B KOHCTIEKT. Toraa HEOOXOAUMO cliejaTh COOTBETCTBYIOIINE MTOMETKH
B TEKCTE, YTOOBI HE 3a0BITh, BOCIIOJIHUTD 3Ty HHGOPMAIIUIO B TaJIbHEHIIIEM.

KadecTBeHHO clieTaHHBIM KOHCIICKT JIEKIIUHA ITOMOXET oOydJaroneMycs B
IPOIIECCe CaMOCTOATENBHOM PabOThI U MPHU MOJATOTOBKE K Ca4e dK3aMeHa.

[Ipaktuueckue 3anatus mno aucuurmuHe «[Ipodeccronanvhas 93THKA,
CTaHAapTU3alMs, cepTudUKanus W yOpaBlIeHWE KaueCTBOM B  CEPBUCHOM
00CTy>KUBaHHUI MPOBOJASTCS B COOTBETCTBUU C TI. 5.4. Llenn mpakTH4ecKuX 3aHATHH
3aKpEeNHUTh TEOPETUUYCCKUE 3HAHUS, TMOJyYCHHBIC OOYy4YaIOMUMCS Ha JICKIUSAX U B
pe3yiabTaTe  CaMOCTOSTENIBHOTO  HW3YYEHHs]  COOTBETCTBYIOIIMX  pa3/iesioB
PEKOMEHIyeMOW JUTEPATyphl; MPUOOPECTH HAYaIbHBIE MPAKTUYECKUE YMEHUS H
HaBBIKM TPUMEHEHUSI METOAOB U HWHCTPYMEHTOB MCCIEAOBAHUS 3KOHOMUYECKUX
SBIICHUH, O CIIOCOOOB M CPEJCTB pElIeHUsT MpobieM B cdepe npodecCHOHATbHON
ATUKH U STUKETA.

Tembl mpakTrueckux 3aHsATHi (M. 5.4) 3apaHee cooOmaroTcs 00y4arolUMCs
JUISE TOTO, 4YTOOBI OHM WMEIH BO3MOXKHOCTh TOATOTOBHTBHCS H TPOpadOTaTh
COOTBETCTBYIOIIME TEOPETUUYECKHE BOMPOCHI JUCHUIUIMHBL. B Hayane Kaxaoro
MPAKTUYECKOTO 3aHATHS MPET01aBaTENb:

— KpaTKo JOBOAMUT J10 OOydYaroumIuMxcsl LEAW M 3aJadyu 3aHsaTus, oOpamas ux
BHHMAaHUE Ha HanOoJee CI0KHBIE BOMPOCHI 110 U3y4aeMOU TEME;
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— IPOBOJIUT YCTHBIA OMpPOC OOY4YAIOUIUXCA, B XOAE KOTOPOrO TaKkKe
00CYyXal0TCsl JUCKYCCHOHHBIEC BOIIPOCHI.

Ha npaktuyeckux 3aHATHSX OOydarouiuecsl MPeACTaBISIOT CaMOCTOSITEIbHO
MOATOTOBJCHHBIE COOOIICHUS, B TOM 4YHCJIE€ B BHUJIE MpPE3CHTALUM, KOTOpbHIC
BeimoyiHsAOTCST B MS  PowerPoint, KOHCIEKTHPYIOT HOBYIO HH(MDOpPMALUIO U
obOcyxaatoT 3Tu coobienus. [IpenomaBarenb B 3TOM MPOIECCE MOXKET BHICTYNATh B
poJI KOHCYyJbTaHTa uiIu Mojeparopa. OOyuaromuecss pemarT MOpoOIeMbl,
BO3HHUKAIOIIUE B KOHKPETHOM CUTYyaIlUu B MPOILIeCcCe MPOBEIACHUS KPyTyioro croa (1.
9.6). Ilocme Toro kak Kaxaas MHOATPYIIA MPEAJIOKHT CBOM BapUAHT pPELICHHS
npoOJieMbl, HAaYMHAETCS JUCKYCCHS, B XOJI¢ KOTOpOHM HEO0OXOAMMO JI0Ka3aTh €ro
UCTUHHOCT.

[To wrtoram nexkuWii U MPAKTHYECKUX 3aHITHUH MPENoJiaBaTesib BBICTABISET
nojiydeHHble oOywarommmcsi Oamibl, cormacHo 1. 9.1 um m 9.2, OrcyrcTBue
oOydJaroierocss Ha 3aHATUSIX WM €r0 HEaKTUBHOE y4YacTHE B HHUX MOXKET OBbITh
KOMIICHCUPOBAHO CaMOCTOSITEIbHBIM BBITIOJTHEHUEM JIOTIOJTHUTEIBHBIX 3aJaHuld U
IpeACTaBICHUEM MX Ha MPOBEPKY MPEMNoaaBaTeI0 B ycTaHOBIECHHBIE UM CpOKH.

B coBpeMeHHBIX ycClIOBHSX Tmepel oOydaromUMCsi CTOMT Ba)kHas 3ajada —
HAay4YUThCsl paboTaTh ¢ MaccuBaMu HHMopMammu. OOydaronMcst HEO0O0XO0IUMO
pa3BuBaTh B ce0€ CIIOCOOHOCTh M TOTPEOHOCTh HCIOJB30BaTh JOCTYITHBIC
nH(OPMAIIMOHHBIC BO3MOXXHOCTH U PECYpPChl JUIS TOHMCKAa HOBOTO 3HAHUS U €ro
pacnpoctpaneHus. OOydalmuMcs HEOOXOAMMO HAyYUThCS YIPaBIATh CBOEH
UCCJIeIOBATEIbCKON U MO3HABATENIILHON NIEATEITLHOCTBIO B CUCTEME «HH(pOpMaLUs —
3HaHue — uHpopmarus». Ilpexxne Bcero, mis OOCTHXKEHUS 3TOM II€JIM, B BY3€
OpraHu3yeTcsl caMoCTosiTeNIbHas paboTta obyuatontuxcs. Kpome Toro, coBpemeHHoe
oOydeHHe TMpeArnojaraer, 4Yro CYHIIECTBEHHYIO YacThb BpPEMEHM B OCBOCHHHU
JTUCIUIUTMHBL OOYYaIONIMIICS TPOBOIUT CaMOCTOSTENbHO. [IpuHSATO cuuTaTh, 4YTO
TakOH MeToJl OOyYeHHs JIOJDKEH CIIOCOOCTBOBATh TBOPYECKOMY OBJIAJICHHUIO
0Oy4YaromMMHCS CHEUATLHBIMYA 3HAHUSIMU Y HABBIKAMHU.

CamocTtosaTenbHass paboTa oOywaromierocs BecbMa MHOTrooOpa3Ha |
coaepskatenbHa. OHa BKIIOYACT CACAYIONINE BUABI 3aHATHI (11. 5.6):

—  CaMOCTOSITCIPHBIN TOUCK, aHAIM3 MH(POPMAIMK M IPOpadoTKa y4eOHOTO
MaTepuana;

— TMOJArOTOBKY K YCTHOMY Oolpocy (IepedyeHb TUIIOBBIX BOIIPOCOB JJI1 YCTHOT'O
ompoca B 11. 9.6);

— TMOATOTOBKY K BBHITIOJIHEHUIO CHUTYallMOHHBIX 3aJaHui  (MPUMEPHBIH
nepeyeHp 3aaanuii B 1. 9.6);

— MOJATOTOBKY K BBIMOJHEHHUIO KOHTPOJILHOU pabOTHI (TUIIOBOM NIEPEYEHb TEM B
m. 9.6).

CHUCTEMaTUYHOCTh 3aHITUN MpEAINoJiaraeT paBHOMEPHOE, B COOTBETCTBUHU C IIII.

5.2, 5.4 u 5.6, pactipenenenre o0beMa pabOTHl B TEUCHHUE BCETO MPETyCMOTPEHHOTO
yaeOHbM TuTanoM Cpoka oBnaaeHus aucuumuinHod «lIpodeccnonanbHas >THKA,
CTaHJapTu3alus, cepTudUKalus U  YOpPaBICHUE KAueCTBOM B  CEPBHCHOM
oOCIy)KMBaHMK». TakoW MOAXOJ TMO3BOJSIET wu30exkarh JaedulMTa BPEMEHH,
MepPerpy3o0K, CHEKH U T. [1. B 3aBEPUIAIOIINN MEPUOJ] U3YUYCHUS AUCIUIUIUHBI.
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[locnenoBaTenbHOCTh PabOTHl O3HAYAET MPEEMCTBEHHOCTh U JIOTUKY B OBJIAJCHHUU
3HaHMsIMU 10 aucummuinHe  «IIpodeccuonanbHas  3THKa,  CTaHAAPTU3ALMS,
cepTu(UKalus U YNpaBIE€HUE KAayeCTBOM B CEPBUCHOM OOCIYyXUBaHUW». JlaHHBIH
MNPUHIMI HW3HAYAJIBHO 3aJ0’KEH B YYE€OHOM IUIaHE MpPU ONPEACICHUH OYEepPEIHOCTU
M3YYeHUS] AUCHUIUIMH. AHAJOTMYHBIM TOJIXO0J NPUMEHSETCSs MpPHU OINPEACICHUU
MOCJIEIOBATENILHOCTH B U3yUYE€HUU TEM JTUCUUILINHBI.

3aBepluarolUM 3TalloM CaMOCTOATENbHOM pabOThl SIBISETCS MOATOTOBKA K
c/aue 3K3aMeHa Ha 2 M 3 Kypce (B 4YETBEPTOM U IISITOM CEMECTpE), MpeAnoaraonas
MHTErpaldi0 U CUCTEMATU3ALMIO BCEX TMOJYYEHHBIX MPU HU3YYEHUU IUCIUIUIMHBI.
[IpumepHbIi epeyeHb BOMPOCOB Il dk3aMeHa no aucuuminbae «lIpodeccuonanbhas
ATHKA, CTAHIAPTU3ALMS, CEePTUPUKALMSA M YIOPABICHHE KAueCTBOM B CEPBUCHOM
00CITY>KMBAaHUM, a TAKXKE TUIOBbIE MPAKTUUYECKUE 3aJaHUs ISl SK3aMEHa MPUBECHBI

B 1. 9.6.
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Pabouas  nporpamma no  gucuuiuiiHe — «[IpodeccruonanbHas — 3THKa,
CTaHJapTH3allMs, CEpTUQHKALUs M  YNpaBICHHE KauyeCTBOM B  CEPBHCHOM
00CITy’>)KMBaHHM» COCTaBJICHA B COOTBETCTBHHM ¢ TpeboBanusamu PI'OC BO mo

HanpasjieHHI0 10AroToBku 43.03.01 «CepBucy.

[Iporpamma paccmoTpeHa ¥ yTBEp)KIA€HA Ha 3acelaHu Kadeapbl Ne 2
«CoLnanbHO-3KOHOMUYECKUX AMCLUHUIUIMH M CEPBHCA»  « I » el 2021

roja, npoTokoia Ne .

Paspaboruuku: :
///
- T
K.C.H. L bpazesuu /1. C.
1.3.H., IOLIGHT il il Komenesa T.H.

3aBeayroumit kadeapornr Ne 2 «CouManbHO-9KOHOMUYECKHX JIUCUHUIUIMH H

CEpBHCa»
//% Komenesa T.H.

JA.9.H., JOLICHT

[Iporpamma coriacoBaHa:

PykoBoautens OITOIT
A Komenena T.H.

A.9.H., JOIICHT

[Tporpamma paCCMO}ZHa 1 onoOpeHa Ha 3acelaHUU Y‘-I€6HO-MCTOI%CCKOI‘O
coBeTa YHHUBEPCHUTETA « w L/ hel 2021 roma, IpoTOKOJ Ne
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